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BeepeHme*™*

O6Lme NONoXKeHUs

[ns co3gaHus cucTemMbl MeHeMKMeHTa KauyecTBa TpebyeTcs CTpaTernyeckoe peLLeHWe BbICLLEro
PYKOBOACTBa OpraHusaumm. Ha paspaboTKy 1 BHegpeHMe CUCTEMbI MeHefXMeHTa KadecTBa opraHmsaumm
BNNAKT U3MeHARLLneca I'IOTpEGHOCTI/I, KOHKpPETHbIe LEe/Nn, BblMyCKaeMasa nNpoAyKuUusA, nNpuMeHAemMmble
npoLecchbl, pasmep M CTPYKTypa opraHvsaumun. Hactosiwmii ctaHgapT 6asvmpyeTcs Ha BOCbMMW MPUHLMNAx
MeHe[DKMeHTa KadecTBa. OfHaKo OH He npejrnonaraeT efMHO06pasusi B CTPYKTYPe CUCTEM MeHEeKMeHTa
KayecTBa WM egnHo06pasmsa AOKYMeHTaL MU,

Llenn opraHunsaumm:

- onpefeneHve W YOOBMETBOPeEHWE MNOTPEGHOCTEN W OXWMAAHMIA CBOMX MOTPEdUTEeNnen u [pyrux
3aMHTEPECcOBaHHbIX CTOPOH (PaboTHWKOB OpraHM3aLum, NocTaBLUMKOB, BhajenbLeB, obLiecTBa), obecne-
YeHMe MpPeMMyLLECTB B KOHKYPEHTHOI 60pbbe 1 ocyLLeCcTB/IEHNE 3TOM0 Pe3ybTaTUBHO U 3h(DEKTUBHO;

- [OCTWXeHWe, MNOoLAep>KaHWe W MoBbllleHWe 3PHEeKTUBHOCTM U BO3MOXHOCTEW opraHusauun B
LiesIoMm.

anMEHeHI/Ie NPUHUMNOB MeHeKMeHTa KayeCcTBa He TOJIbKO obecneynBaeT HenocpeacTBEHHbIE
BbIF0fbl, HO U BHOCUT BadKHbI/ BKIaL B MeHeMpKMe!rT 3aTpaT u puckoB. Coo6padkeHunsl, CBA3aHHbIe C
BbIrogaMun, MeHe[XKMEHTOM 3aTpaT WM PUCKOB, BaHbl /1 OpraHusauuu, ee noTpebuteneidi n Apyrux
3aMHTepPecoBaHHbIX CTOPOH. 3TK co0bpakeHNs, KacatoLmecs o6Luel 3htheKTUBHOCTU OpraHmn3aLnm, MoryT
BNWATb Ha:

- NOAANbHOCTL NOTpebuTenei;

- MOBTOPHbIE Ae/10Bble KOHTAKTbl U 06paLLleHUns;

- pesynbTaTbl PaboTbl, TaKMe KaK [OXOA W JONS Ha PbIHKE;

- TM6KYI0 1 GbICTPYIO peaKL M0 Ha BO3MOXHOCTU pbIHKa:

- 3aTpaTbl M KOMMYECTBO LMKJ/IOB MOCPEACTBOM Pe3yNbTaTMBHOMO M 3p(EeKTMBHOIO MCNOb30BaHUSA
pecypcos;

- BbICTpavBaHVe Leny MpoLeccoB, C NOMOLLbIO Yero XenaeMble pesynbTaTbl JOCTUraloTCa Hauayu-
wunm 0bpasom;

- MOMy4YeHUe KOHKYPEHTHbIX MPEMMYLLECTB 3a CHET Y/yULLeHNs1 BO3MOXHOCTEN OpraHu3aLuu;

- MOHMMaHWe N MOTMBALUIO PabOTHWKOB B OTHOLUEHMMW Leneli M 3adad opraHvsauum, a Takke
yyacTtna B NOCTOAHHOM ynydlleHUn;

- YBEPEHHOCTb 3auMHTEPeCOBaHHbIX CTOPOH B Pe3y/ibTaTUBHOCTU U 3PHEKTUBHOCTY OpraHmsalumu,
NoATBEPX/AEHHbIX (DMHAHCOBLIMU U COLMaNbHBbIMU BbIrofamu B pe3y/nbTaTe feaTe/lbHOCTU OpraHusauuu, a
TakkKe penyTauuei;

- CMOCOBHOCTB CO3AaBaThb LeHHOCTb KakK A4/l opraHv3aummy, Tak v 41 ee nocTaBLLMKOB NOCPeACTBOM
oNTMMM3ALMM 3aTPaT M PECypcoB, a TakXe 3a CYET TMOKOCTU U BbICTPOTblI COBMECTHOW peakuuu Ha
N3MEHEHUST PbIHKA.

MpoueccHbIit noaxos

HacTosiwmii cTaHgapT HanpaB/ieH Ha NMPUMEHEHWe «MPOLLECCHOr0 NOAX0Aa* Mpu pa3paboTke, BHeA-
PEHUN W YNy4LLEHUUN Pe3y/IbTaTUBHOCTU W 3((EKTUBHOCTU CUCTEMbI MeHe[KMEHTa KayecTBa C LeSblo
NnoBbILLIEHNA YOOB/ETBOPEHHOCTUN 3aUHTEPECOBaHHbLIX CTOPOH MyTeM BbINO/THEHUA UX TpEGOBaHVIVI.

[Ons pesynbTaTUBHOIMO M 3PEKTUBHOIO (PYHKLUMOHUPOBAHUA OpraHM3auusa Jo/KHA OnpefenuTb U
OCYLLECTBNATL MEHEAXXMEHT MHOFOUYMUC/EHHbIX B3aMMOCBSI3aHHbIX BWUAOB AeSiTENIbHOCTU. [esTeNbHOCTb,
MCcnosb3yioLas pecypebl 1 ynpaeBrnsieMas ¢ Lenbio npeobpasoBaHns BXOLOB B BbIX0Abl, MOXET paccmaTpu-
BaTbCA Kak mpouecc. YacTo BbIXO4 04HOM0 npoLiecca obpasyeT HemocpefCTBEHHO BXOA CefyHOLLEro.

MpumeHeHWe B opraHM3aLnmn CUCTeMbl MPOLLECCOB Hapsdy € MX uAeHTUhMKaLWeRn 1N B3aMMOJeRCT-
BMEM, a TakKXKe MEHe[PKMEHT MpPOLEeCcCOB MOTYT CHMUTATLCS «MPOLECCHBIM MOAX040M™.

MpenmyLLecTBO NPOLLECCHO0 NOAX0AA COCTOUT B HEMPePbIBHOCTY YNPaBeHUsi, KOTOPoe OH obecne-
UMBaET Ha CTbIKe OTAENbHbIX MPOLECCOB B pamMKax WX CUCTEMbl, & TaKkKe MpuM UX KOMOMHALuu wu
B3aMMO/IeNCTBUMN.

*) Pazgen npuBoguTCs B pefakumn, otamyHoin ot MCO 9004—2000.
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Mpu NprMMeHeHNM B CUCTEME MeHe[PKMeHTa KadecTBa Takoi MOAXOZ MoAyYepKMBaeT BaXHOCTb:
a) NOHNMaHUA N BbINONHEHNS Tpe6oBaHWiA:

6) Heo6Xx0AMMOCTY PacCMOTPEHWS MPOLLECCOB C TOUKM 3PeHNSA [06aBNEHHOW LieHHOCTU;

B) AOCTVIKEHMS Pe3yNbTaToB BbIMOSIHEHNA MPOLLECCOB U UX Pe3yNbTaTUBHOCTW:

) NOCTOSAHHOIO Y/yYLLEeHNs NPOLLECCOB, OCHOBAHHOMO Ha 06BEKTUBHOM M3MEPEHMN.

MpviBedeHHas Ha pUcyHKe 1Mofeb CUCTEMbl MeHepKMEeHTa KauecTBa, OCHOBAHHAs Ha MPOLLECCHOM
noaxoae, WMOCTPUPYET CBS3M MeXAy MpoLeccamu, NPeAcTaBfeHHbIMU B pasgenax 4—8. 3Ta Mogenb
MoKasbIBaeT, YTO 3aMHTEPecOBaHHbIE CTOPOHbLI UrPaloT CYLLECTBEHHYHO PO/b NPU ONpeaeneHn BXOAHbIX
JaHHbIX. MOHWUTOPVHT YAOBNETBOPEHHOCTY 3aMHTEPECOBAHHbLIX CTOPOH TPEBYeT OLEHKM MH(OpMaLMun o
BOCMPUSATUN 3aMHTEPECOBAHHLIMU CTOPOHAMU BbIMOMHEHWS UX TpeGoBaHWiA. MprBegeHHas Ha pucyHke |
MOZeNb He fieTaM3npyeT NpoLecchl.

MXXonbT néommLns:
[eATenbHoCTb, ACOBA/MIOLLIAS LLOTOCTb

---------- » [loT0B MH(hopMaLmm
PucyHok 1 — Mogenb CMCTeMbl MeHeIKMeHTa KauyecTBa, OCHOBAHHO Ha NPOLLECCHOM MoAXoae

(N3meHeHHas pepakuus, M3m. Ne 1).

Ceasbc TOCT P MCO 9001-2001

FOCT P NICO 9001-2001 n FOCT P CO 9004-2001 6bin paspaboTaHbl Kak corsiacoBaHHas napa
CTaH4apToB Na CUCTEMbl MeHeMKMeHTa KayecTBa A LOMONHEHUA APYr ApYyra, HO UX MOXXHO MPUMEHATb
TaKke He3aBUCMMO. HecmOTps Ha TO, YTO y CTaHAAPTOB Pas/inyHble 061acTV MPUMEHEHUSA, OHU UMEIOT
aHaNorNYHYI CTPYKTYPY B LIENSX CO34aHNS YCA0BUIA 419 UX UCMOMb30BaHMSA KaK COrflacOBaHHOM Mapbl.

FOCT I MCO 9001—2001 ycTaHaB/MBaeT TpeboBaHUS K cUCTEME MeHeMKMeHTa Ka4yecTBa, KOTOpble
MOryT WMCMOMb30BaThCA A1 BHYTPEHHEr0 NPUMEHEHUS OpraHu3aumMsamMu, B LEnax cepTudukaumm wam
3aK/I0YEHNA KOHTPakToB. OH Hanpas/ieH na pe3y/ibTaTVBHOCTb CUCTEMbl MeHeKMeHTa KadecTsa Mpu
BbIMO/IHEHUN TPeboBaHW NoTpebuTenei.

FOCT P CO 9004—2001 coaep>XMT peKoMeHAauMn no 60nee LWMPOKOMY CMEKTPY Lieneil CUCTEMbI
MeHeMKMeHTa KayecTBa, 4yem OCT P WCO 9001—2001, oco6eHHO MO MOCTOSAHHOMY Y/yuYLUEHUIO

\Y
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[eATeNIbHOCTM OpraHm3aLlmm, a Takke ee ahPeKTUBHOCTM 1 pesynbTatneHocTn. FOCT P NCO 9004 2001
peKoMeHAyeTCs 415 opraHv3auumii, BbiCLLee PyKOBOACTBO KOTOPbIX, Mpecnefys Lenb MOCTOSHHOMO yayy-
LLUEHUA f[eATeNIbHOCTU, XKenaeT BbIMTM 3a pamku TpebosaHuii TOCT P MICO 9001—2001. OgHaKo OH He
npegHasHadeH 4ns uenen cepTMduKaLmm Uam 3aKio4eHUs KOHTPaKTOB.

[nsa 60onbLuero yfobcTea nosb3oBaTeneit 0CHOBHOe coaepykaHune Tpe6oBaHuin TOCT P MICO 9001—2001
NOMELLEHO B paMKW B COOTBETCTBYIOLLME pa3fe/ibl HACTOALLEro craHgapTa.

MHpopmaums, o603HaueHHas Kak «puMeyaHune», SIBNSIETCS PeKOMeHAauneli No NOHMMaHWIo unm
pasbACHEHMIO.

COBMECTUMOCTb C fipYrMM CUCTEMaMUN MeHeKMeHTa

HacToAwuin  cTaHAapT He COAEePXWUT KOHKPETHbIX PeKOMeHAauuidi B OTHOLLEHUW APYrUX CUCTEM
MeHeDKMEHTa, TaKUX KaK MeHeMKMEHT OXpaHbl OKPYXXatoLLei cpefbl, MeHeAXXMeHT NpodecCUOHaNbHOro
300p0BbSt U 6e30MacHOCTU, (PMHAHCOBbLIN MEHEMXXMEHT WM MeHEe[KMEHT puUckoB. OfHAKO OH MO3BONSET
opraHusalmmn corsacosatb WM WHTErpupoBaTb CBOK COOCTBEHHYIO CUCTEMY MeHeI>KMeHTa KayecTsa C
COOTBETCTBYIOLLMMUN CUCTEMAMMN MeHeMKMeHTa. OpraHu3aLmsa MOXeT afanTupoBaTh Ae/iCTBYIOLLYIO CUCTe-
My (1) MeHeKMeHTa ANs CO3haHNA CUCTEMbl MeHe[DKMeHTa KayecTBa B COOTBETCTBUM C PEKOMeHAAUNSAMU
HaCTOSALLEro cTaHfjapTa.

Vi
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FOCYOLAPCTBEHHbBIN CTAHOLAPT POCCUNUCKOW SGEAQEPALUMN

Cuctembl MeHemkMe!rra KadecTsa

PEKOMEHAALUMN HO YNYYLWEHWNKO OEATE/IBHOCTU

Quality management systems.
Guidelines for performance improvements

[ata sBefieHns 2001—08—31

1 O6nacTb NpUMeHeHUs

HacTosawmii cTaHAapT COAEPXMUT PeKOMeHAaLUN, KOTOpble BbIXOAAT 3a paMKy TpeboBaHWii, npuse-
feHHbIx B TOCT P NCO 9001, 1 BKIHOYAET paccMOTpeHMe pe3yibTaTUBHOCTU 1 3hPEKTUBHOCTM CUCTEMBI
MeHe[PDKMeHTa KayecTBa, a C/iefoBaTeslbHO, ¥ NoTeHLuMana no yny4lleHWo Beeidl AesiTe/IbHOCTU opraHu3a-
uumn. Mo cpaBHeHnto ¢ FOCT P ICO 9001 uenu, HanpaBfeHHble Ha YA0BNEeTBOPEHHOCTb MOTpebuTenei n
Ka4ecTBO NPOAYKLMU, PacLUMPEHbI: B HUX BKIOYEHbI Y0aTeTBOPEHHOCTb BCEX 3aMHTEePEcoBaHHbIX CTOPOH
M [1eATe/IbHOCTb OpraHun3aunn B LIesioMm.

HacToAwuin ctaHAapT NpYMeHVM K mpoueccam OpraHusauum, W. Takum 06pasom, MApUHLMMbI
MeHePKMeHTa KaueCTBa, Ha KOTOPbIX OH 6asnpyeTcs, MOryT 6bITb PacnpoCcTpaHeHbl Ha BCIO OpraHusaLuio.
BHMMaHWe B jaHHOM CTaHAapTe COCPefoTOYEHO Ha AOCTVXKEHUWN MOCTOSAHHOIO Y/IyYLLIEHUSA, U3MEPSEMOro
CTeneHbI0 YAOBMETBOPEHHOCTY MOTPebMTeNei n 4pyrnx 3aMHTepecoBaHHbIX CTOPOH.

HacTosAWwuii cTaHfapT COAePXXUT MeTOAMYECKMEe YKasaHUsA 1 peKomeHaauun. OH He npeAHasHayeH
HU ONS cepTUUKALUN UM UCMONb30BaHUSA B KOHTPaKTax M perfiamMeHTax, HW A1 UCMOo/b30BaHWA B
KayecTBe PyKoBOAcCTBa Mo BHeapeHuto TOCT F CO 9001.

2 HopmaTtuBHble ccbinknl

B HacTosiLem cTaHZapTe UCMo/b30BaHbl CCbIIKU Na CrefyoLme cTaHaapTbl:

FOCT P NCO 9001—2001 CwucTembl MeHeMKMeHTa KadecTBa. TpeboBaHMs

FOCT P MCO 14001—98 CucTembl ynpaBneHUs OKpy»atoLlei cpefoii. TpeboBaHUSA UM PYKOBOA-
CTBO MO NPUMEHEHUIO

FOCT P NCO 14004—98 CucTeMbl ynpaBfieHMs1 OKpyXarowein cpegoin. O6Lime pyKoBogsLme
yKasaHua no npuHuunam, cuctemam M cpeicTsaM obecneyeHUs yHKLMOHMPOBAHUA.

FOCT P NCO 19011—2003 PykoBoOfALIME yKa3aHWA MO ayfuTy CUCTEM MEHEMKMEHTa KayecTsa
M/ CUCTEM 3KONOTNYECKOT0 MeHeMKMeHTa

YKasaHHbIN HVKe CTaH4apT COAEPXXUT MOMOXEHUS, KOTOpble MOCPEACTBOM CCbIIOK B 3TOM TeKCTe
COCTaB/IAIOT MOMOXKEHUSA HACTOSALLEro cTaHgapTa.

FOCT P NCO 9000—2001 CwucTtembl MeHeKMeHTa KadecTBa. OCHOBHbIE MOJIOKEHUS U CoBapb.

1 Pasgen npvBefeH B pefakuuun, oTamyHolt ot MCO 9004—2000.

M3paHue oduumanbHoe
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3 OnpegeneHns

MprMeHNTENbHO K HACTOSILLEMY CTaHAapTy ucnonbsytotca TEPMUHbI U OMpefiefIeHns, JaHHble B
FOCT P NCO 9000.

MpuBefeHHbIE HXKE TEPMUHbLI, UCNONb3yemble B 3TOM ugaHun TOCT P NCO 9004 gna onucaHuA
LienoYyKy MocTaBKW, 6blM U3MEHEHbI [/11 OTPaKeHWs MPUMEHSEMOro B HaCTosiLLee BpPems Crosapsi
TEPMUNHOB

MOCTaBLUMK -> OpraHusauus -» noTpebuTesb (3aMHTepPecoBaHHbIe CTOPOHbI)

B TeKcTe CTaHAapTa TEPMUH «MPOAYKLMA* MOXET 03HAUaTb TaKXKe «yCnyry».

4 CucteMa MeHe[pKMeHTa KayecTsa

4.1 MeHe[XMelrT CUCTEM U NPOLECCOB

YcnewHoe pyKOBOACTBO M yMpaBfeHWe opraHusauuein TpebyeT CMCTEMATMYECKOr0 W OTKPbITOro
MeHeKMeHTa. UTobbl 406UTbCA Yenexa, criefyeT BHeAP3IThb U MoAJepXKMBaTb B paboyeM COCTOAHUMN CUCTEMY
MeHeKMeHTa, pas3paboTaHHyl0 A8 MNOCTOSAHHOrO YNyulleHWs pe3ynbTaTMBHOCTU M 3P(eKTUBHOCTMU
opraHusaLmmn ¢ y4eToM MOTPEOHOCTM 3aMHTEPeCOBaHHbIX CTOPOH. MeHeMKMEHT opraHm3aunm Hapsgy c
OPYrMU acrneKTammn BK/IKOYaeT MeHe[XKMeHT KayecTsa.

BbiclLemMy pyKOBOACTBY He06X0AMMO CO34aTb OpraHusaumio, OpUEeHTMPOBAHHYKD Ha NoTpebuTens,
MocpeacTBOM:

a) onpefesieHMs CUCTEM W NPOLECCOB, KOTOPbIE MOrYT ObITb YETKO MOHATLI, MOABEPTrHYTbI MEHEeLXK-
MEHTY UM y/yuylleHbl C TOYKW 3PeHUs pesybTaTUBHOCTU U 3PdeKTUBHOCTY;

6) obecriedyeHNA pe3yNbTATUBHOIO U 3h(PEKTUBHOIO BbIMOHEHWA W YNpaB/ieHUs npoieccamu, a
TaKkKe NnokKasaTensiMM 1 AaHHbIMUW 415 onpefesieHns YA0BNeTBOPUTESIbHON LesATeNIbHOCTM OpraHusaumnm.

MpriMepamy AeATeNbHOCTY MO CO3A4aHMI0 OPMEHTMPOBAHHOW Ha MOTPE6UTENs OpraHu3aLumn AaTaoTCs:

- onpefeneHne 1 NPoABMXKEHME MPOLECCOB, BeAYLLNX K YYULLEHMIO AeATeIbHOCTY opraHusaumu;

- cbop 1 Mcnonb3oBaHWe JaHHbIX U MHGOPMaLUK 0 npoLeccax Ha MNOCTOAHHOM OCHOBe:

- pasBuTVE B Hanpas/IeHUUN MOCTOAHHOIO YNyYLLEHUS;

- MCMONb30BaHWeE MOAXOAALLMNX METOLOB A5 OLLEHKM YNyYULLIEHUSA NPOLLECCOB, TAKNX KaK CaMOOLLeHKa
M aHasim3 co CTOPOHbI PYKOBOACTBA.

MpriMepbl caMOOLEHKU U NPOLLECCOB MOCTOSAHHOMO YNyYLLIEHNSA MPUBEAEHbI B NPUIOXKeHMAX JT1 n b
COOTBETCTBEHHO.
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4 Cuctema MEHeKMEHTa KayecTBa

4.1 O6wume TpeboBaHMA

OpraHusauma fo/hkHa paspabotaTb, 3a0KYMeHTMPOBaTb, BHeAPUTb, MOLAEPXMBaTb B paboyem
COCTOSIHUW CUCTEMY MeHe[DKMeHTa KayecTBa, MOCTOSHHO y/yullaTb ee pe3ybTaTUBHOCTb B COOTBETCTBUN
C TpeboBaHMAMN HaCTOALLEro craHgapTa.

OpraHusauusa [o/mKHa:

a) onpepfenaTb NPoLEeCcChbl, HEOOX0AUMbIe A1 CUCTEMbI MeHEeKMEHTa KayecTsa, U UX NPpUMeHeHne
BO BCei opraHmsaumu;

6) onpefenATb MNOCNefOBaTENIbHOCTb M B3aMMOAENCTBME 3TUX MPOLLECCOB;

B) ONPefensTb KPUTEPUU N METOAbI, HEOOXOAMMble AN 06ecneyeHnsa Pe3yNbTaTUBHOCTU Kak Mpu
OCYLLLeCTB/IEHUW, TaK 1 NpU yrpasieHnn 3TUMKN NpoLeccamu;

r) obecneymMBaTb Ha/MuMe PecypcoB U MHOPMALMU, HEOBXOAUMbIX A1 NOAAEPXKKM 3TUX NpoLiec-
COB Y UX MOHUTOPWHTA;

[) OCyLLeCcTBASATb MOHUTOPUHT, N3MEePeHMe N aHa/In3 3TUX MPOLLECCOB;

e) MpPUHUMaTb Mepbl, HE06X0AVMbIE 411 AOCTUMXKEHUS 3amn/laHNPOBaHHbIX Pe3y/IbTaTOB U MOCTOSIH-
HOTO Y/yuyLleHUst 9TWUX NPOLLECCOB.

OpraHu3aums 4o/MKHa 0CYLLECTBUTb MEHEIKMEHT 3TUX NMPOLLECCOB B COOTBETCTBUU C TPeGOBaHNSA-
MW HacTOSILLEro CTaHAapTa.
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Ecnvn opraHmsaumst peluaeT nepefatb CTOPOHHUM OPraHM3aLusaM BbIMOSHEHWE KaKoro-nm6o npo-
Lecca, BAMSIIOLLEN0 HA COOTBETCTBME MPOAYKLMM TPeGOBaHUSIM, OHa [O/KHA 06ecrednBaTb CO CBOeV
CTOPOHbI KOHTPO/Ib 33 TakMM MPOLECCOM. YMpaBfieHUWe UM [O/IKHO ObiTb OMpPeJesieHo B CUCTEMe
MeHePKMEHTa KaJecTBa.

llpumcuanunc — B npouecchl, He06X0ANUMbIE AN CUCTEMbI MEHEKMEHTA KauecTBa, 0 KOTOPbIX peyb Luna
Bblllle, PEKOMEHYETCS BK/IHUaTh NMPOLLECChl YNPaB/IeHUYECKON AeATeNbHOCTY PYKOBOACTBA, 06ecreyeHus pecypcamiu,
MPOLLECChI XMU3HEHHOTO LKA NPOAYKLUMN U U3MEPEHUS.

(N3meHeHHas pegakums. M3m. Ne 1).

4.2 JlokymeHTaums

PyKOBOACTBY OpraHm3aumu crefyeT onpefennTb JOKYMEHTaUMIo, BK/KOYas COOTBETCTBYIOLLME 3anu-
CU. HeobXo4MMYIO AN pa3paboTKM, BHEAPEHUS U NOAAEPXKaHUS B paboyem COCTOSAHWUM CUCTEMbI MEHeLX-
MeHTa KayecTBa 1 MOAJEPKKM Pe3y/ibTaTUBHOIO U apPEKTUBHOIO BbIMOJIHEHWUSA MPOLECCOB.

XapakTep 1 cTeneHb JOKYMEHTUPOBAHMOCTY AO/MKHbI 0TBeYaTb KOHTPaKTHbIM, 3aKOHOAATeIbHbIM Y
Apyrum 06s13aTeNibHbIM TpeboBaHMAM, MOTPEOHOCTAM 1 OXMAAHUAM NOTpebuTenein 1 Apyrmx 3auHTepeco-
BaHHbIX CTOPOH, a TakXe ycTpanBaTb OpraHu3aunio.

JoKyMeHTauuss MoOXeT 6bITb B /10601 hopMe uan Ha Nb6oM HOCUTeNe, UCXOAA M3 NOTpebGHOCTel
opraHusaunn.

C uenbto obecneveHnss JOKyMeHTaLUMel, 0TBeYatoLLell NOTPEGHOCTAM M 0XKMAAHMAM 3aMHTepecoBaH-
HbIX CTOPOH, PYKOBOACTBY HEO6XOAMMO YyUMTbIBATD:

- KOHTpaKTHble TpeboBaHUA noIpeﬁvlTeneVl M ApYrux 3anHTepecoBaHHbIX CTOPOH;

- MCNOMb30BaHWe opraHuMsaumeil MeXxAyHapoAHbIX, HaUMOHANbHbIX, PErMoHa/IbHbIX WU OTpac/eBbIX
CTaHAapTOoB:

- COOTBETCTBYIOLLME 3aKOHOAATe/bHbIE U Apyrue 0bsa3aTeNbHble TpeboBaHUS;

- peLleHVs opraHusauum;

- WCTOYHMKW BHELUHel UH(OpMaL MK, KacarLmecs BO3MOXHOCTEN opraHusauuu;

- MHGOPMAaLMI0 0 NOTPEGHOCTAX N OXMAAHUAX 3aMHTEPeCOBaHHbIX CTOPOH.

Pa3paboTKy, MCM0/b30BaHMe W yNpaB/ieHUe JOKYMeHTaL el cregyeT oLeHMBaTh C YUeTOM pesyfbTa-
TUBHOCTU U1 3P(eKTUBHOCTU OpraHm3aLm Ha OCHOBe TakUX KPUTEpPUEB, Kak:

- (PYHKUMOHANBHOCTb (Hanpumep, CKOpoCTb 06paboTKm):

- MpocToTa B MCNONb30BaHUU;

- MoTpebHOCTb B pecypcax;

- NoNuUTUKa W Uenwu;

- Tekyluue n bygyuie TpeboBaHUs, OTHOCALLMECS K MEHEeMKMEHTY 3HaHWIA;

- CpaBHEeHME C JyHYLINMU CUCTEMaMU [JOKYMEHTaL MK,

- B3aMMOfelicTBNS NOTpebuTenei, NOCTaBLLMKOB M APYTX 3aMHTEPECOBAHHbIX CTOPOH OpraHu3aumn.

JocTyn K AOKyMeHTauuun npegoctaBnseTcs paboTHMKaM opraHusaumm v Jpyrum 3anHTepecoBaHHbIM
CTOPOHaM, MUCX0ASA M3 NOMTUKM 06MeHa MHGOPMaLueli B opraHm3auum.
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4.2 TpeboBaHVsA K JOKYMeHTaUMmn

4.2.1 O6Lme NonoXeHMA

JOoKyMeHTaLmsa cucTeMbl MeHe[XXMeHTa KayecTBa fO/IKHA BK/IHOYaATb:

a) [JOKYMeHTaNlbHO OOPMJIEHHbIE 3aAB/IEHUSA O MOMUTUKE W LieNsax B 06/1aCTU KayecTBa;

6) PYKOBOACTBO MO KayecTBy;

B) [OKYMEHTMpPOBaHHbIe Npouefypbl, TpebyeMble HACTOALWMM CTaHAAPTOM;

r) AOKYMEHTbl, Heo6Xo4MMble opraHusauun pnsi obecnevyeHns 3PEHEKTUBHOIO MAAHNPOBAHUS,
OCYLL,eCTBNEHNS NPOLLECCOB U yMNpaB/eHUs UMu;

4) 3anucu, TpebyeMble HACTOALLMM CTaHLAPTOM.

MpumeyaHna

1 Tam. Tnie B HacToslleM CTaHAapTe BCTPeyaeTcs TEPMUH «[OKYMEHTMpPOBaHHas mpoleaypa», 3TO 03HayaeT,
yTO Mpouedypa paspaboTaHa, AOKYMeHTaIbHO 0(hOpMIeHa, BHEAPEHa 1 MOAAEPKMBAETCA B paboyeM COCTOSHUN.

2 CTeneHb JOKyMEHTUPOBAHHOCTU CUCTEMbI MEHE/KMEHTa KauecTa OAHON OpraHu3aumn MOXKeT OT/M4aTbCS
OT Apyron B 3aBUCMMOCTW OT:

a) pasMepa opraHu3auun v BuUAa fesTeNbHOCTH;

6) CNOXHOCTV U B3aMMOJENCTBUA NPOLIECCOB;

B) KOMMETEHTHOCTW MNepcoHana.

3 [loKyMeHTaLus MOXeT 6bITb B Nt060V opme 1 Ha Nt06OM HocuTene.

(M3meHeHHas pegakumsa. M3m. Ne 1)
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4.2.2 PyKoBOACTBO NO KayecTBYy

OpraHusauns ao/kHa paspaboTaTb M MoAAepXuBaTb B paboyeM COCTOSIHUM PYKOBOACTBO MO
KayecTBY, COfiepXKaLLiee:

a) 0611acTb NPUMEHEHMS CUCTEMbI MEHePKMEHTA KauecTBa, BK/oYas Nogpo6HOCTH, M 060CHOBaHMe
NO6bIX UCKHUEHNA;

6) JOKYMEHTMpOBaHHbIe NMPOLEAYPbl, paspaboTaHHble A1 CUCTEMbl MeEHEKMEHTa KadecTBa, Wu
CCbIZIKA Ha HUX;

B) onucaHve B3auMOfENCTBUS MPOLLECCOB CUCTEMbI MEHEe[KMeHTa KauecTBa.
4.2.3 YnpaBneHve fOKyMeHTauuel

JOKYMEHTbI CUCTEMbI MEHE[)KMEHTa KauecTBa A0/MKHbI YNPaBnsThCs. 3anmcu — cneyuanbHblii BUA
LOKYMEHTOB U OHU [0/DKHbI YNPaBAsTLCA COrMacHo TPeboBaHMAM, NPUBEAeHHbIM B 4.2.4.

[nsa onpefeneHnsi Heo6X0AUMbIX CPeACTB YNpaB/eHUs JO/MKHaA ObITb paspaboTaHa JOKYMEHTUPO-
BaHHas npouejypa, npegycmarprBatoLLas;

a) odhmumanbHoe ofo06peHne JOKYMEHTOB C TOUKU 3PEHUS WX JOCTATOYHOCTM [0 UX BbINYCKa;

6) aHanM3 M akTyanusaumio Mo Mepe HeobX04MMOCTM M NOBTOPHOE oduMuManbHoe 0f06peHne
[OKYMEHTOB;

B) obecneyeHve UAEHTUHMKALUN N3MEHEHWUI 1 cTaTyca nepecmMoTpa AOKYMEHTOB;

r) obecneyeHne HalMUuUsi COOTBETCTBYHOLMX Bepcuii JOKYMEHTOB B MeCTax UX MPUMEHEHNS;

4) obecrneyeHMe COXpaHEHUS JOKYMEHTOB YeTKUMU W NIETKO MAEHTUULMPYEMbIMU;

e) obecneyeHve MAEHTUOUKALUN [OKYMEHTOB BHELLHEr0 MPOUCXOXAEHUS U ynpaB/ieHne ux pac-
CbI/TKOW;

X) npegoTBpalleHVe HenpefiHaMePEeHHOr0 MCMOb30BaHNA YCTapeBLUMX 4OKYMEHTOB U NPUMeHe-
HWe COOTBETCTBYHOLLEN MAEHTU(UKALMN TAaKUX JOKYMEHTOB, OCTaB/EHHbIX 4151 KAKWUX-TM60 Lenei.

4.2.4 YnpaB/ieHuVe 3annucamm

3anucy JomkHbI 6bITb OMpeaeneHbl Y MOAAEPXKMBATLCSA B paboyem COCTOSIHUM 4151 NPefocTaBneHNs
CBUAETENLCTB COOTBETCTBUA Tp&ﬁOBaHI/IFIM N Pe3ynbTaTUBHOCTU (byHKLI,I/IOHVIpOBaHI/IFI CUCTEMbI MeHefX-
MeHTa KayecTB;». OHW JO/KHbI 0CTaBaTbCA YETKUMM, NIErKO UAEHTHULUPYEMBIMU U BOCCTAHAB/IMBAEMbI-
Mu. [lomkHa 6bITb paspaboTaHa JOKYMeHTUPOBaHHaa npoLefypa Ans onpefeNieHnst CPeAcTB ynpaBieHus,
TpebyeMbix Mpy UAEHTUMKALMMW, XPAaHEHUN, 3aLLMTe, BOCCTAHOB/IEHMW, ONPeAEeeHN CPOKOB COXpaHe-
HUSI U U3BATUM 3anucei.

4.2.3. 4.2.4 (N3meHeHHas pegakumsa, 3m. Ne 1).

4.3 Vicnonb3oBaHve NPUHLMINOB MeHEKMEHTa KavecTBa

[ns ycnewHoro pykoBOACTBa opraHvsaumeid n ee yHKLMOHMPOBAHMA HEOBXOAMMO OCYLLECTBAATb
MeHe[XXMEHT CUCTEMATUYECKN U OTKPbITO. PekoMeHAaLmy PyKOBOACTBY OpraHu3auuu, npegnaraemble B
HacTosiLeM cTaHAapTe, 6a3VpylOTCA Ha BOCbMU MPUHLMNAX MEHeKMEHTAa KavecTsa.

3TV NpUHUMNBI 6bINK paspaboTaHbl 418 MPUMEHEHMWS BbICLLUMM PYKOBOACTBOM C L/bO YAYyYLIEHUS
[eATeNnbHOCTU opraHmsaumm. OHM BKJIKOYEHbI B COfepXKaHue HaCTOALLEro CTaH4apTa U NpuBELEHbl HUXE.

a) OpveHTaums Ha notTpebuTens

OpraHu3aummy 3aBUCAT OT CBOUX MOTPebuTeNeldl 1 N03TOMY AO/DKHbI MOHUMATL UX TeKyLUMe 1 ByayLime
noTpe6HOCTY, BbINOMHATL MX TPeOOBAHUSI U CTPEMUTLCS NMPEB30ATU UX OXUAAHUS.

6) JIngepcTBO PyKOBOAUTENSA

PykoBogntenn obecneumBaloT efMHCTBO LM W HanpasneHus AeATeNbHOCTW opraHusauuun. Vim
cnefyeT co3faTb U MOAAEPXMBAaTb BHYTPEHHIOK cpedy, B KOTOPON paboTHWKU MOTYT 6bITb MOIHOCTbLIO
BOB/IEYEHbI B peLLeHMe 3a4a4 opraHun3aLlmu.

B) BoBneueHne paboTHMKOB

PaboTHMKM Bcex YPOBHeli COCTaBAAOT OCHOBY OpraHusauuu, WU WX MOSIHOe BOBJ/IEYEHMEe [AaeT
BO3MOXXHOCTb OpraHmn3aLmmn ¢ BbIr04oi UCMob30BaTh X CMOCO6HOCTU.

r) MNpoueccHbIli Noaxof,

XKenaemblin pesynbtat focTuraetca 3eKTUBHEE, KOrga LesiTeNIbHOCTbIO U COOTBETCTBYHLLMMU
pecypcamu ynpaaTsoT KakK npoLeccoMm.

4) CUCTEMHbI NOAX0A K MEHeMKMEHTY

BblsiaseHne, MOHUMaHNE N MEHEeLKMEHT B3aMMOCBA3AHHbIX MPOLLECCOB KakK CUCTEMbl BHOCAT BKaf
B Pe3yNbTaTMBHOCTb W 3(h(heKTUBHOCTb OpraHu3aLmn npu JOCTVKEHWUN ee Liesieid.
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e) MocTosHHOe ynyulleHne

MocToAHHOe ynydlleHve [eAaTeNbHOCTW OpraHv3auuMu B LENOM CcrefyeT paccmaTpuBaTb Kak ee
HEN3MEHHYIO Lieflb.

X) MpUHATNE peLLeHnii, 0CHOBaHHOE Ha (hakTax

AhheKTMBHBIE PeLLEHNS OCHOBLIBAIOTCA Ha aHanu3e JaHHbIX U MH(opMaLun.

a) B3avMOBbIr0fHbIE OTHOLLEHWS C MOCTaBLLMKaMU

OpraHusauus 1 ee MOCTaBLUMKM B3aMMO3aBUCUMbI, U OTHOLLEHWS B3aMMHOI BbIroAbl MOBbILLAOT
CNocobHOCTb 06eMX CTOPOH CO34aBaTb LLEHHOCTW.

YcneLwHoe ucnonb3oBaHve opraHusatmeli BOCbMW NPUHLNMOB MeHe[KMeHTa NPUBEAET B pesy/ibTarte
K BbIrogam ANs 3aUHTEPeCcOBaHHbIX CTOPOH, TakUM Kak YBenu4yeHue [eHeXHOro o6opoTa, co3jaHue
LLeHHOCTM 1 MOBbILLEHWE CTabUIBLHOCTY.

5 OTBeTCTBEHHOCTb PYKOBOACTBA

5.1 Obwme pekomeHaaLum

5.1.1 BBefeHue

JlnaepcTBO BbICLUEr0 PYKOBOACTBA, €ro 0683aTeNbCTBa M aKTUBHOE y4acTue SABAAIOTCS peLualomnMm
npu paspaboTke W MOAAEP>KaHMU B paboyeM COCTOSSHUM Pe3yNbTaTUBHOA U 3W(EKTUBHOW CUCTEMbI
MeHeDKMEHTA KayecTBa C LeNblo OCTUXKEHWUS BbIrOAbl 4711 BCEX 3aMHTEPECcOBaHHbIX CTOPOH. VX MOXHO
[06UTLCSA, BbIABASASA, MOAAEPXKMBAs W MOBbILLAS YAOBMIETBOPEHHOCTb NOTPe6UTENEN.

Mepes BbICLUMM PYKOBOACTBOM CTOWMT 3afaya pacCMOTPeTb Takue Mepbl, Kak:

- paspaboTka NMPOrHo3a, MOMIMTUKM U CTPATErMyecKnx Liefieil, COOTBETCTBYHOLMX HA3HAYEHWIO Opra-
HU3aLmm;

- JeMOoHCTpaums Ha CO6CTBEHHOM NPUMEPE CTUS yNpaB/ieHUs, 06ecrneymBaloLLero josepue nepco-
Hana;

- [0BefeHMVe [0 CBeAeHWS MepcoHana HampaBneHWs AeATe/IlbHOCTM OpraHu3auun, LLeHHOCTeN, cBs-
3aHHbIX C Ka4eCTBOM W CUCTEMOWN MeHe[PKMeHTa KayecTBa;

- yyacTue B MpOEKTax MO Yy4lleHW, MOMCK HOBbIX METOAOB, PELUeHU u pa3paboTka HOBOM
NpoayKLumK;

- nofy4eHune 06paTHOI CBA3N HeMoCcpeiCTBEHHO MO Pe3y/IbTAaTUBHOCTU U 3dhheKTUBHOCTU CUCTEMBI
MeHe[PKMeHTa KayecTs;!;

- onpefgeneHne NPOLECCOB XU3HEHHOMO LUKAa NPoAyKUMn, L06aBNAOWMX LEHHOCTb B MHTepecax
opraHusauuu;

- onpefgeneHue BCMOMOraTe/lbHbIX NPOLLECCOB, BAMSAKOLWMX HA Pe3y/bTaTUBHOCTb U 3(W(DEKTUBHOCTb
MPOLLECCOB YXU3HEHHOIO LKA NPOAYKLMH;

- co3faHue cpefbl, CNOCOBCTBYHOLLE BOBMEYEHNIO 1 Pa3BUTUIO PAGOTHNKOB;

- obecneyeHme opraHN3aLMOHHON CTPYKTYPbl M PECYPCOB, HEOOXOAMMbBIX 351 NMOAAEPXKKM CTpaTeru-
YeCKUX anaHoB opraHusalmm.

BblicLueMy pyKOBOACTBY C/leflyeT Takxke onpefe/iuTb METOAbl N3MEPEHUS AeATe/IbHOCTU OpraHm3aunn,
4T06bl YCTAHOBUTb, AOCTUIHYTbI N 3aa/1aHUPOBaHHbIE LIeNN, BKIOYatOLLme:

- M3MepeHMe PUHAHCOBbIX MOKa3aTenei;

- M3MepeHVe nokasaTesieil BbIMOTHEHMS MPOLECCOB BO BCeli OpraHusauuu;

- BHELIHVE W3MepeHMWsl, TaKue KaK CpaBHEHWEe C JIyULIMMW [LOCTVDKEHWSAMU W OLeHKa TpeTbei
CTOPOHOIA;

- OLEHKY YA0BEeTBOPEHHOCTM MOTPe6uTeneil, paboTHUKOB OpraHu3aumMm 1 Apyrux 3amHTepecoBaH-
HbIX CTOPOH;

- OLEHKY BOCMPUATMA NOTPEOUTENAMN 1 APYTUMUN 3aUHTEPECOBaHHbIMWU CTOPOHAMM XapaKTepuUCTUK
nocTaB/IeHHOW MPOAYKLNW;

- N3MepeHMe Jpyrux nokasaTenen ycrexa, onpefenieHHbIX PYKOBOACTBOM OpraHu3aunm.

VHdopmauwmio, MonyyeHHyYH0 B pesy/ibTaTe TakMxX U3MEepeHNiA 1 OLLeHOK, PeKOMEeHAyeTCs paccMaTpu-
BaTb KaK BXOAHble faHHble [/ aHann3a COo CTOPOHbl PYKOBOACTBA, YTOObl Y6eAMTbCS, UTO MOCTOSIHHOE
yNyyLleHNe CUCTEMbl MeHeMKMeHTa KadecTBa SaniseTcsl ABVXKYLLEA CUON COBEpPLUEHCTBOBaHMSA AesATeNb-
HOCTW OpraHm3aumm.

5.1.2 Bonpochkl, KOTOPbIE LO/HKHbLI MPUHUMATLCA BO BHUMaHWe

Mpu pa3paboTke, BHeAPEHUN W YNpPaB/ieHNM CUCTEMO MeHe[pKMeHTa KayecTBa OpraHu3auum Bbic-
LeMy PYKOBOLCTBY HEO6X0AMMO CnefjoBaTb NMPUHLMNAM MeHeKMEHTA KayecTBa, U3NOXKEHHbIM B 4.3.

Vcxoas u3 aTUX NPUHLMMIOB, BbICLLEMY PYKOBOACTBY HaA0 NOATBEPXAATb MAEPCTBO U 065A3aTeNbCTBa
B OTHOLUEHWUWN CNefytoLero:

- MOHMMaHWA TeKyLWMX W ByaylimMx NOTPeBHOCTeN W OXuAaHWi noTpebuTeneid, LOMOMHSOLLMNX
TpeboBaHus;
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- Pa3bACHEHWA MOMUTUMKWA W LUeneid AN MOBBILWEHUS MNOHUMaHWA, MOTMBaUMM W BOB/IEYEHUSA
paboTHMKOB OpraHusauuu;

- MOCTaHOBKM Lie/IM MOCTOSAHHOIO Y/YULLEHUS BCEX MPOLIECCOB, BbIMOHAEMbIX B OpraHu3aumu;

- MNaHMpoBaHMs OyfyLLero opraHnsaummn n MeHeMKMeHTa N3MeHEeHW;

- YCTaHOB/IEHUS U [l0BEAEHUA A0 MepcoHana 0CHOB AeATeNIbHOCTM MO AOCTUXEHWIO YAOB/ETBOPEH-
HOCTW 3aMHTEPecoBaHHbIX CTOPOH.

B gonosnHeHMe K MOCTEMEHHOMY WM MPOAC/HKAOLLEMYCS MOCTOAHHOMY Y/YULLEHWIO BbiCLLEMY
PYKOBOZACTBY HEO6X0AMMO Takxke paccMaTpumBaTb MPOeKTbl NPOPbIBA, Befyline K M3MEHeHWo NpoLLeccos,
KaK Crocob ynyylleHns AesTeNbHOCTU opraHusaumun. B xope Takux W3MEHEeHWI PYKOBOACTBY CrefyeT
npeAnNpUHUMATL Larn No obecrneyeHnto pecypcamm 1 o6meHy nHdopmaLmeid, HeobxoanMble 418 Noaaep-
XaHna QYHKUMIA CUCTEMbl MEHeMKMEHTa KayecTsa.

BbicLueMy pyKOBOACTBY HEO6XOAMMO ONpPefeINTb MPOLIECChI XXM3HEHHOM0 LKA MPOAYKL MM, Tak Kak
OT HMX HENocpeACTBEHHO 3aBUCUT yCnex opraHu3auun. BbicLueMy pyKOBOACTBY criefyeT Takoke onpeaenuTb
Te BCMOMOraTe/lbHble MPOLECChl, KOTOPble BO3AEACTBYIOT IN60 Ha Pe3yNbTaTMBHOCTL U 3PEKTUBHOCTL
NPOLLECCOB XXM3HEHHOIO LKA, 160 Ha 3anpocbl U 0XUAAHUS 3aMHTEepPecOBaHHbIX CTOPOH.

PykoBOACTBY Hafo ybeanTbCs, YTO NpoLecchl PYHKLMOHMPYIOT Kak pesy/ibTaTuBHas 1 apheKTnBHaA
cucTemMa. PyKOBOACTBO AO/MKHO aHaIM3MpoBaTb M ONTMMW3MPOBATb B3aMMOAEWCTBME 3TUX MPOLIECCOB,
paccMaTprBas Kak NpoLEecchbl XXM3HEHHOTO LMKAa NpPoAyKLuun, Tak 1 BCloMorarte/ibHble MPOLeCcChl.

Heo6xoanmo 06paTTb BHUMaHWE Ha:

- MPOeKTUPOBaHVe MOoC/efo0BaTelbHbIX Y B3aMMOAEMCTBYIOLMX NPOLECCOB Anst aPpdheKTUBHOr0 A0-
CTVDKEHWSA >KeNaembIX pesynbTaToB:

- YeTKOe OrfpefesieHne ¥ ynpas/ieHne BXOAAMW NPOLLECCOB, UX peann3aumneil 1 BbIXO4aMu;

- MOHWUTOPUWHI BXOA0B W BbIXOA0B ANs1 BEPUDMKALMMN TOro, YTO OTAE/bHbIE MPOLECChI B3aVMOCBSA3aHbI
1 BbIMOHAKOTCS Pe3yNbTaTUBHO U 3PPEKTUBHO:

- ornpegeneHvie N MeHeMKMEHT PUCKOB, a TakXKe MCMO/b30BaHME BO3MOXHOCTEW ANS yAydlleHns
JesTeNbHOCTY;

- MpOBefeHMe aHanmn3a AaHHbIX, CMOCO6CTBYIOLLLErO MOCTOSHHOMY Y/YULLIEHWIO NPOLECCOB;

- onpefenieHne pPyKoBOAWTENE NPOLLECCOB U HajeneHne UX NoAHOTON OTBETCTBEHHOCTU W MOJTHO-
MOUMnAMU;

- MeHeMKMEeHT KaXKAOoro npouecca 415 JOCTUXKEHMSA Liefeit 3Toro npovecca:

- NOTPe6HOCTU Y OXMAAHUS 3aMHTEePecOBaHHbIX CTOPOH.
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5 OTBETCTBEHHOCTb PyKoBOACTBa

5.1 Ob6si3aTensCcTBa PyKOBOACTBA

BhicLLee pyKOBOACTBO f0/KHO 06ecrevrBaTh HA/IMUME CBUAETENILCTB NMPUHATUS CBOMX 06513aTe/IbCTB
no paspaboTKe U BHeAPEHWIO CUCTEMbl MeHEe[DKMEHTa KayecTBa, a Takke Mo MOCTOAHHOMY Y/y4LLeHWIO
ee pe3ynbTaTUBHOCTU MOCPeACTBOM:

a) [0BefeHMs [0 CBefeHMS OpraHuM3auuy BaXKHOCTW BbIMONHEHUS TpeGoBaHWiA MoTpe6uTeneit, a
TaKke 3aKOHoAATe/IbHbIX N 0653aTe/IbHbIX TPe60BaHWIA;

6) paspaboTKM NOMUTUKM B 0611aCTN KayecTBa;

B) 0becreyeHns1 pa3paboTKy Leneil B 06/1aCT Kadeensa;

r) NpoBefeHWs1 aHann3a COo CTOPOHbI PYKOBOACTBA;

4) obecneyeHnss HEOOXOLMMbIMUK pecypcamu.
(M3meHeHHasn pepakums, M3m. Ne 1).

5.2 TloTpebHOCTM U OXKUAAHWUSI 3aMHTEPECOBAHHbIX CTOPOH

5.2.1 O6L33e NOIOXKEHMNSA

Y Kax[oi opraHusaLnmn ecTb 3anMHTepPeCcOBaHHbIE B ee [eATe/IbHOCTU CTOPOHbI, KaXaas 13 KOTOPbIX
MMeeT CBOM MOTPEBHOCTU 3B OXMAAHMS.

3auHTepecoBaHHbIe CTOPOHbI OpraHun3aLmii BKIOYAlOT:

- noTpebuTenein N KOHEYHbIX MO/b30BaTeNEeN;

- paboTHUKOB OpraHu3auuu;

- BNafefbueB/LULLIECTOPOB (TaKMX, Kak aKLMOHEPbl, OTAeNbHbIe NMLa WA FPynnbl, BKAOYas o6Lue-
CTBEHHbI CEKTOP, UMEKLLME KOHKPETHbIN MHTEPEC B OpPraHunsauun):

6
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- MOCTaBLUMKOB 1 NapTHePOB;

- 06LLeCcTBO B BUAE pa3MyHbIX 06befUHEHWNI 1 FOCY[apCTBEHHbIX CTPYKTYP, Ha KOTOPbIe OpraHu3a-
LM Uy ee NPoAyKLWs OKasblBaloT BO3AENCTBYE.

5.2.2 ToTpebHOCTM U OXugaHus

Ycnex opraHv3anmmn 3aBUCUT OT MOHMMaHUA 1 YAOBAETBOPEHUS TeKyLUMX 1 byayLimMx noTpebHocTei
N OKUAAHWA HbIHELWHUX W MOTEeHUMaNbHbIX MOTPebuTeNneli M KOHeYHbIX Mofb3oBaTesleil, a Takke OT
NOHVUMaHWA 1 y4yeTa NOTPeOGHOCTEN 1 0XMAAHWI APYTUX 3aMHTEPeCOBaHHbIX CTOPOH.

[ns NoHMMaHWA 1 YAOBNETBOPEHUS MOTPEOHOCTEN U OXUAAHWI 3aUHTePecoBaHHbIX CTOPOH opra-
HM3aLMN Heobxoanmo:

- OnpeAenvTb CBOW 3aMHTEpPecOBaHHbIE CTOPOHbI M NOAAePXMBaTb CMNOCO6HOCTL cbanaHCMpOBaHHO
0TBeYaTb Ha MX MOTPEBHOCTU N OXUAAHUS;

- npeo6pas3oBaTb OMnpefenieHHble MOTPEGHOCTU M OXMAAHNA B TpeboBaHMS;

- JoBecTn TpeboBaHMS [0 CBeEeHMS BCEro MepcoHana opraHmsaumu;

- CKOHLEHTPUPOBATBLCS Ha Y/NyudLleHUN NPOLLECCOB C LieNbio 06ecrneveHns LieHHOCTU A1 3aMHTepe-
COBaHHbIX CTOPOH.

[ns yfoBneTBopeHns nNoTpebHOCTelM U OXuAaHWA noTpebuTeneil N KOHeYHbIX Nob3oBaTenel pyKo-
BOACTBY OpraHun3aLuun cnegyet:

- MOHATb NOTPE6HOCTU N OXUAAHUA CBOMX NOTPebuTeneld, B TOM YWce NoTeHUManbHbIX NOTPe6u-
Tenew;

- YCTaHOBWTb OCHOBHbIE XapaKTepuUCTVKM NPOAYKLUMW, NpeAHa3HAYeHHON 1A ee MoOTpebuTeneli u
KOHeYHbIX Mosib30BaTenei;

- ONpeaennTb N OLEHNTb KOHKYPEHTHYI0 006CTaHOBKY Ha CBOEM PbIHKE;

- onpefennTb BO3MOXHOCTU pbIHKa, cnabble CTOPOHbI 1 OyfylMe NPerMyLLecTBa B KOHKYPEHTHON
6opbbe.

Mpumepbl NOTPe6HOCTEN M OXMAAHWA NOTpPebuTenel U KOHeUYHbIX MNOMb30BaTeneil MNPOLYKLUUK
opraHusaumm:

- COOTBETCTBME TpeboBaHUAM;

- HafeXHoCTb;

- Hanuuue;

- MOCTaBKa;

- [esiTeNbHOCTb NOC/Ne 3aBepPLUEHNS XKM3HEHHOTO LMKAa NPOAYKLMN:

- LieHa 1 CTOMMOCTb >XM3HEHHOr0 LK/a;

- 6e3onacHoOCTb NPOAyKLMK;

- OTBETCTBEHHOCTb 3a Ka4yecTBO NMPOAYKLUN;

- BO3feNCTBME HAa OKPY>KAIOLLYIO Cpeqy.

OpraHusaummn cnefyet onpefenTb NOTPEGHOCTU U OXMAAHWSA CBOMX PabOTHWKOB B MPU3HAHUWN UX
[esATeNbHOCTM, YAOBMETBOPEHHOCT paboToli, a Takke B WX pasBUTUM. Takoe BHUMaHWe MOMOraeT
obecneynBaTb Hanbonee NOJIHOE BOB/IEYEHNE 1 Hanbosee CUTbHYIO MOTMBALMIO PAGOTHNKOB.

OpraHusaumm cnegyeT onpefennTb (AMHAHCOBbIE U Apyrue pe3ynbTaTbl, 0TBeYatoLLye yCTaHOBIEHHbIM
NoTpeGHOCTAM U OXMAAHWAM BNafenbLeB U NHBECTOPOB.

PyKoBOACTBY HEO6X0AMMO YUMTbIBaTb NMOTEHLMA/IbHbIE BbIFOABI ANS OPraHn3aunm oT YyCTaHOBJIEHUS
napTHepCcTBa C MOCTaBLUMKaMU C Liefibi0 CO3AaHNA LeHHOCTU A1A 06enx CTOPOH. MapTHepcTBO cneayeT
6asnpoBaTb Ha OCHOBE COBMECTHOI CTpaTeruv, 06MeHa 3HaHWAMMW, a TaKke Ha pacrnpeaeneHny [OX0f0B
1 y6bITKOB.

Mpwn ycTaHOBNEHUWN NApPTHEPCKMX OTHOLLEHWUI OpraHu3auun criegyer.

- OMpPefeNUTb OCHOBHbIX MOCTABLLMKOB U ipyrvie opraHM3aLmnm B Ka4ecTBe NoTeHUMasIbHbIX NapTHEPOB;

- COBMECTHO 0CTUYb YeTKOro MOHMMaHWUA MoTPe6HOCTeN 1 0XndaHwin noTpebuteneid;

- COBMECTHO [OCTUYb YETKOro NMOHMMaHWs NOTPe6HOCTEeN 1 0XKMAaHWli NapTHEPOB:

- NocTaBuTb Lenun, obecneynsatoLLne BOSMOXHOCTM NOCTOAHHOIO NapTHepcTBa.

Mpn paccMOTPeHUN CBOUX OTHOLLIEHWIA C 06LLEECTBOM OpraHu3auuv cnegyer:

- AeMOHCTPUPOBATb CBOIO OTBETCTBEHHOCTb B 06/1aCTV 340P0BbA U 6€30MacHOCTU;

- YUnTbIBaTb BO3AENCTBME Ha OKPYXaloLLyto Cpefy, BKIOYas COXPaHEeHWe 3HepPrum u NpUpPOAHbIX
pecypcoB;

- MAEHTUMLMPOBATL NMPUMEHMMbIE 3aKOHOAATe/bHbIE 1 Apyrue oba3aTesibHble TpeboBaHMS;

- MAEHTMUUMPOBATL TeKyllee M NOTeHUManbHOe BO3feiCTBME CBOEN MNPOAYKLMMW, MPOLECCOB U
[esTeNbHOCTN Ha 06LLeCTBO B LIE/IOM U MeCTHOEe COO6LLLECTBO B YACTHOCTMU.
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5.2 OpuieHTaumst Ha noTpebuTens

BbicLuee pyKOBOACTBO JO/IKHO 06ecrnevvBaTb ONpefesieHe U BbIMo/IHeHVe TpeboBaHM NoTpebn-
Tenen 4Nl NOBbILWEHUSA UX YA0B/IETBOPEHHOCTMN.

5.2.3 3akoHogatefnbHble 1 apyrve obsa3aTebHble TpeboBaHUSA

PykoBoACcTBY cnegyeT obecneymBaTb 3HaHME OpraHM3aumein 3aKoHodaTeslbHbIX U ApYrux obssatesnb-
HbIX Tpe6oBaHWli, KOTOpble MPUMEHNMbI K ee MPOoAyKLMK, MpoueccaMm W LesTe/TbHOCTU, Y BKIHOUUTb 3TW
TpeboBaHMSA B CUCTEMY MeHeMKMeHTa KadecTBa. CrefyeT Takke obpallaTb BHUMaHUe Ha:

- pa3bACHeHWE COOTBETCTBMA TeKYLLUUM W NepPCneKTUBHbIM TPe60BaHWAM C TOYKW 3PEHUS 3TUKW,
pe3ynbTaTUBHOCTU U 3h(PEKTUBHOCTH;

- BbIroAbl 4N 3aMHTEPECOBaHHbIX CTOPOH OT MOBbILLEHWUS COOTBETCTBUA TpeboBaHUsX!;

- ponb OpraHMsauun B 3aLMTE NHTEPECOB COO6LLECTBA.

5.3 Monutrka B 0651aCTN Ka4ecTBa

BbicLleMy pyKOBOACTBY He06X04MMO WMCNONb30BaTb NOMNTUKY B 06/1aCTU KayecTBa Kak CPeACTBO
ynpaBfeHVss opraHu3aLmeld ¢ Lenbio yayulleHns ee AesTeNIbHOCTH.

MonnTuka opraHmnsaLmm B 06/1aCTM KavecTBa A0/MKHA ObITb paBHONPABHOM Y COrNacoBaHHON YacTbio
06LLeil NOIMTUKK W CTpaTerMn opraHusalmn.

Mpun pa3paboTke NOAUTUKM B 0611aCTV Ka4yecTBa BbICLLEMY PYKOBOACTBY C/lefyeT y4UTbIBaTb:

- YPOBeHb ¥ BUA ByAyLLMX YNyYULLIEHWA, HEO6X0AUMBIX 415 YCMELHON AeATEeNbHOCTM OpraHusauum;

- 0XKMJAaeMyl0 VW XXenaemyto CTerneHb YA0BIeTBOPEHHOCTU NOTpebuTenei;

- pas3BuTUE PaboTHMKOB OpraHu3aLmm;

- MOTPeBHOCTU U OXMAAHUA APYTUX 3aMHTEPECOBAHHbIX CTOPOH;

- pecypcbl, He0bX0AMMBIe 415 BbIXoda 3a pamku TpebosaHuii TOCT  CO 9001;

- MOTeHUManbHbI BKaL MNOCTaBLUMKOB U NapTHEPOB.

MonnTukKa B 061aCTN KavyecTBa MOXET MCMO/b30BATLCA ANS Y/YULLIEHUS, eCIN OHA:

- cornacyeTcsl ¢ MPOrHO30M W cTpaTerveii BbICLLEro PyKOBOACTBA MO MepCrneKTMBam opraHusalmu;

- MO03BONSAET MOHATbL W MpecnefoBaThb LNy B 0651aCTV KayecTBa BO BCeli OpraHusauum;

- MNOATBEPXKAaeT NMPUBEPXEHHOCTb BbICLLEr0 PYKOBOACTBA KayeCTBY U 0653aTe/IbCTBO 06ecreynBaThb
afeKBaTHbIMU pecypcamMu LOCTVKEHMWE Leneid;

- MOMOraeT Pa3bsICHEHMIO 3TOM MPUBEPXKEHHOCTU KayecTBY BO BCeil OpraHu3auMum Mpyv YeTKOM
NN[epcTBe BbICLLEr0 PYKOBOACTBA;

- BK/IOYAeT MOCTOSIHHOE yMyu4lleHue, CBSA3aHHOe C YAOB/ETBOPEHMEM MOTPEBHOCTEN M OXMAAHWIA
noTpebuTeneii N gpyrux 3anHTEPecoBaHHbIX CTOPOH;

- 3(h(heKTUBHO chopmMynmpoBaHa 1 ymMeno LoBefeHa 40 CBEAeHMSA BCero nepcoHana.

Kak n gpyrvie Buabl NOAUTUKK, OTHOCSLLMECA K BM3Hecy, NONNTUKY B 06/1aCTW KadecTBa crefyet
NepuoAnNYecKn aHann3npoBaThb.
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5.3 Monntnka B 06nacTn Kavectsa

BblICLLEe PYKOBOACTBO JO/IKHO 0b6ecrneymBaTth, YTOObI NOUTUKA B 06/1aCTU Ka4yecTBa:

a) COOTBETCTBOBa/IA LINIIM OpraHun3aLmu;

6) BKOYana 0653aTe/IbCTBO COOTBETCTBOBATL TPEHOBAHNAM M MOCTOSAHHO MOBbLILLIATL Pe3yNbTaTuB-
HOCTb CUCTEMbI MEHe[PKMEHTA KayecTBa;

B) cO34aBasia OCHOBbI [/11 MOCTAHOBKW W aHanv3a Lenein B 06/1aCTU KayecTBa;

r) 6blna gosefeHa [0 CBefeHUsA MepcoHasia opraHnsaLmm 1 NoHATHa emy;

[) aHaM3npoBasniacb Ha NMOCTOAHHYIO MPUIOAHOCTb.

5.4 TlnaHupoBaHwue

54.1 Lenu B obnactn Kayectsa

CTparternyeckoe naaHMpoBaHme 1 NONNTUKA B061aCcTN KayecTBa 06ecneymBaroT opraHu3aLmm 0CHOBY
419 MOCTaHOBKM Leneil B 06/1aCTU KadecTBa. BbiCLLeMy PYyKOBOACTBY CredyeT paspaboTarb 3TW Lenu,
HanpaBs/ieHHble Ha ynydlleHune AeATeNbHOCTM opraHnsaummn. Lienn Heo6xo4MMo n3MepsTb, YTOBbl CNOCO6-
CTBOBaTb Pe3y/IbTATUBHOMY U 3P(HEKTMBHOMY aHann3y, NpPoBOAUMOMY PYKOBOACTBOM.

Mpun pa3paboTke 3TUX Leneli PyKOBOACTBO JO/IKHO YUUTbIBATb:

- (hakTunyeckme n BygyLine NOTPeGHOCTM OpraHn3aLmm 1 06CNyX1MBaeMbIX PbIHKOB;
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COOTBETCTBYHOLLME BbIBOAbI aHa/In3a CO CTOPOHbI PYKOBOACTBA;

- (haKTMYeCKMe XapaKTepUCTUKM MPOLYKLUN M NMOKazaTe/n MpoLeccos;

YPOBHW yA0BNE€TBOPEHHOCTU 3aMHTEPEeCOBaHHbIX CTOPOH;
pe3ynbTaTbl CAMOOLEHKN;

- CpaBHEHMVE C NyULIMMMN JOCTVXKEHUSIMU, Pe3y/bTaTbl aHa/IM3a KOHKYPEHTOB, BO3MOXHOCTU A/s
yAyudLLeHNs!;

- pecypcbl, HEO6XOAMMbBIE /1t [OCTUXKEHUS Lieneid.

Llenv B o6naeT KauecTBa HEOGXOAMMO [OBECTM A0 CBeAEHWS PaGOTHWKOB OpraHuM3auuy TaKum
Croco6oM, KOTOPOii faeT UM BO3MOXHOCTb YYacTBOBATb B MX AOCTMXKEHMU. CneayeT onpeaennTb OTBETCT-
BEHHOCTb 3a pPa3BepTbiBaHue Lieneil B 061acT KadecTBa. LiesM Hago cucTeMaTuuecKy aHaM3npoBaTthb U
nepecmMaTpvBaTh Mo Mepe He0GXOAMMOCTM.
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S.4 TnaHupoBaHue

5.4.1 Llenn B obnactn kayectsa

BbiCLLlee PYKOBOACTBO OpraHusauuu [O/DKHO 06ecneynBaTtb, 4TOObl Lenn B 06/1acTM  KayecTsa,

BK/KOYas Te. KOTOpble HeOﬁXOAMMbI AOna BbINO/THEHUA TpeﬁOBaHMI/I K npoagykuunu, 6bI/N YCTaHOB/1IEHbI B

cooTB

eTCTBYIOLLMX MOAPa3fe/ieHMsiX U Ha COOTBETCTBYIOLLMX ee YPOBHAX. Llenn B o6nacTv KadvecTsa

HO/MKHbI ObITb N3MepumMbIMKN N cornacyeMmbiMin C NoMTUKOM B 0611aCTK KadecTsa.

5.4.2 TlnaHnpoBaHWe KayecTsa

PYKOBOACTBO AO/DKHO B3ATb Ha Ce6si OTBETCTBEHHOCTb 3a M/aHMPOBaHMe KayecTBa MPOLYKLUK
opraHmsaumy. 3TO NAaHMpOBaHWe CrefyeT HanpaBUTb Ha ONpefenieHMe MpoLeccoB, TPebylowmxes a4ns
pe3ynbTaTUBHOMO U 3h(heKTUBHOIO AOCTVMXKEHWS LieNeid U BbIMOMHEHNUS Tpe6oBaHWUIA K KayecTBy, COOTBET-
CTBYIOLLUX CTPaTErMn opraHusaunu.

BXOAHbIMM AaHHBIMW 418 pPe3yNbTaTUBHOIO U 3PEKTUBHOIO NaHNPOBaHUA ABSAKOTCS;

cTpaTerusa opraHusaumu;

onpegenieHHble Lien opraHnsaumu;

onpefeneHHble NOTPEGHOCTM M OXMAAHUA NOTPebuTeneid n Apyrux 3aMHTEePecoBaHHbIX CTOPOH;
OLeHKa 3aKOHOAATeNbHbIX U ApYrux 0653aTenbHbIX TPeboBaHWA;

OLieHKa [JaHHbIX O XapaKTepucTKax NpogyKLuu;

OLeHKa AaHHbIX 0 MOKasaTensx NpoLeccos;

YPOKW, U3BMIEYeHHbIE U3 NpedblayLLero onbITa;

yKa3aHHble BO3MOXHOCTU AN YAyYLLUEHNS;

- OLeHKa COOTBETCTBYHOLLMX PUCKOB M IAHHBIX 06 MX YMEHbLUEHUMN.

BbIX0AHble jaHHble NMaHMPOBAHMS KauyecTBa NPOAYKLMW ANsi OpraHu3aLum onpeaensitoT npouecchbl
YKM3HEHHOTO LMK/a NPOAYKLMM W BCMOMOraTe/lbHble MPOLECChl, BK/OUAtOLLMeE:

HEOﬁXO,EI,I/IMbIe OoNna opraHusaunnm HaBblKM U 3HaHUA pa60THI/IKOB;

OTBETCTBEHHOCTb W MO/IHOMOYMS 4711 OCYLLLECTB/EHMS MJIAHOB Y/yULLieHUs1 NMPOLLECCOB:
HeobxoanMbIe pecypcbl, Takne, Kak (DUHAHCOBbIe Pecypecbl 1 MHPaCcTPYKTypa:
COBOKYMHOCTb MOKasaTenei ANs OLEHKN YNyULLIeHUs AeATe/IbHOCTY OpraHusaumnu;
NoTpebHOCTM B yNYYLUEHUW, BK/OYAs CPeACTBa M MeTodbl;

noTpe6HOCTM B JOKYMEHTALMW, BK/OYas 3arnuncu.

BbIxof4Hble faHHble Heoﬁxo,qvlmo cucTteMaTnyeCKmn aHamsnpoBaTb AN1A obecneyeHunst pes3ynbTaTtunB-

HOCTHU

N 3P(PEKTUBHOCTU MPOLLECCOB OpraHu3aLun.
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5.4.2 TlnaHnpoBaHWe co3faHunA, MOAAEPXKAHMA U YNydLLeHUs CUCTEMbI MeHe[KMeHTa KadecTsa

BblicLLee PyKOBOACTBO [JO/HKHO 06eCneunBaTh:

a) NMaHMpoBaHWe CO3[aHUs, NoAAepPXaHWs W Y/y4ylleHWss CUCTEMbl MeHe[KMeHTa KadecTBa Ans
BbIMO/IHEHWSI TPe6oBaHWi, NPUBEAEHHBIX B 4.1. a TaKXKe 411 JOCTMXKEHUS Lieneii B 06/1aCTU KaYecTsa;

6) coXpaHeHue Le/IOCTHOCTM CUCTEMbI MeHE[KMEHTa KayecTBa Npu MIaHNpoBaHUM U BHEPeHUN B
Hee NU3MEeHEHWUN.

(N3veHeHHas pepakums, 3m. Ne 1).
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5.5 OTBETCTBEHHOCTb, MO/IHOMOYNS H 06MEH MHopMaLeit

5.5.1 OTBETCTBEHHOCTb U MOJIHOMO4YUS

BblIcLLeMy pyKOBOACTB)' cnefyeT onpeaesvTb U JOBECTU L0 CBEAEHUS MepcoHana OTBETCTBEHHOCTb U
NOJTHOMOYNS C LeNblo BHEAPEHNS U NOAAEPXKaHWS B paboyeM COCTOSAHWUM pe3yibTaTUBHOM 1 3p(eKTUBHOM
CUCTEMbI MEHe[KMeHTa Ka4ecTsa.

Hago HagennTb OTBETCTBEHHOCTbIO WM MOMIHOMOUMAMM BCeX PaboTHUKOB OpraHu3auuu, 4as KM
BO3MOXXHOCTb Y4aCTBOBaTb B AOCTUXEHUN Lienell B 061acT KayvecTBa M CO34aB YC/I0BUS 4151 MX BOB/IEHYEHMS,
MOTMBaUUN N NPUHATUA UMW 0683aTeNbCTB.
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5.5 OTBeTCTBEHHOCTb, MOHOMOYNA ¥ 06MeH MHopMmaLyeli
5.5.1 OTBETCTBEHHOCTb W MOSIHOMOYNSA

BbliclLUee PYKOBOACTBO A0/HKHO o6ecreunBaTh OnpeaeneHe 1 AoBedeHNe 0 CBEAEHUSI NepcoHana
OpraHM3auuy 0TBETCTBEHHOCTU W MOSIHOMOUMIA.

5.5.2 TlpefcTaBuTe/b PYKOBOACTBA

BbicLLemMy pyKOBOACTBY CleAyeT HasHauWUTb NpeAcTaBUTENs PYKOBOACTBA M HAfeUTb ero NOIHOMO-
yYuAMU ANS YNpaBfieHWs, MOCTOSAHHOrO KOHTPOSSA, OLEHKW U KOOPAMHAUWUW CUCTEMbI MeHeXMeHTa
KayecTBa. Takoe HasHayeHve MNpu3BaHO COAEiCTBOBATbL Pe3y/NbTaTMBHOM W apdeKTUBHON paboTe K
YNYULUEHUIO CUCTEMbI MeHeIKMeHTa KadecTBa. [pefcTaBuTeNnb MOAOTYETEH BbICLLEMY PYKOBOACTBY W
NnoAJepKMBaeT CBA3N C MOTPEOUTENAMM U [PYTMMU  3aMHTEPecOBaHHLIMW CTOPOHaMW MO BOMPOCAX»,
KacatoLLMMCS CUCTEMbl MEHe[PKMEeHTa KayecTBa.

FOCT P NCO 9001—2001 CucTeMbl MeHeMKMeHTa KadecTBa. TpeboBaHusA

5.5.2 lNpencTaBuTe/lb PYKOBOACTBA

Bbicllee pPYKOBOACTBO [O/HDKHO Ha3HauWTb MNpeAcTaBUTeNs M3 COCTaBa PYKOBOACTBA, KOTOPbI
He3aBUCKMMO OT APYrMX 0653aHHOCTEN LO/IKEH HECTW OTBETCTBEHHOCTb U MMETb MOSIHOMOYMSA, pacnpo-
CTpaHsoLNecs Ha:

a) obecrieyeHve paspabOTKW, BHELPeHMA W MNOAAep>KaHWA B paboyem COCTOAHWKM MNPOLECCOB,
TpebyeMbIX CUCTEMOIM MeHeMKMeHTa KayecTsa;

6) npefcTas/ieHMe OTYETOB BbICLUEMY PYKOBOACTBY O (DYHKLMOHMPOBAHWUW CUCTEMbI MEHEXKMEHTA
KayecTBa M Heo6X04UMOCTU YNyYLLEHWS;

B) COelicTBME pacnpocTpaHeHWI0 MOHMMaHWS Tpe6oBaHW NoTpebyTeneil No Bceil opraHmM3aumm.

MpumeyaHne — B OTBETCTBEHHOCTb MPeACcTaBUTENA PYKOBOACTBA MOXET 6bITb BK/HOYEHO nogaep>kaHune
CBA3N C BHELUHNMW CTOPOHaMM Mo Bonpocam, KacaloWMMCA CUCTEMbl MEHEIDKMEHTa KayecTBa.

5.5.3 BHYTpPeHHWUi 06MeH MHDopMaLmeit

PyKOBOACTBO OpraHusauuMyM A0/DKHO OMpefennTb U BHEAPWUTb Pe3y/ibTaTuMBHbIA U 3D(PEKTUBHBLIN
npouecc obmeHa MHGopmalmeid No Bonpocam MOAMTUKK B 06N1aCTU KadecTBa, TpeboBaHUM, Leneid n ux
pocTkeHns. ObecredeHne Takoin MHGoOpMaL et MoXeT NOMOYb B YNYULLIEHUW [eATeNbHOCTM OpraHu3a-
LN 1 HENOCPeLCTBEHHO BOB/IEKAeT ee paboTHUKOB BAOCTUXKEHNME Liefeit B 06/1acTu KadecTBa. PyKoBOACTBY
cnefyeT aKTMBHO MOOLLPATb 06pPaTHYO CBA3b U NoslyyYeHre NH(opMaL M oT paboTHMKOB OpraHm3aLumn Kak
CPeLCcTBa UX BOBJIEYEHUS.

O6MeH MH(opMaLmed MOXET, Hanpumep, BKIOYaTb:

- MH(opMUpoBaHVe, MPOBOAMMOE PYKOBOACTBOM Ha paboumx yyacTKax;

- rpynnosble 6pMHIN 1 gpyrue CoBELLaHWS, HanpuMep N0 MPU3HaHWUIO JOCTUXKEHNA;

- MCNonb30BaHMWe JOCOK 00bSIBTEHHI, BHYTPEHHUX ra3eT/Xypuasos;

- ayAmo-, BMAEO- M 3MEKTPOHHbIE CPeACTBa, TaKMe, Kak 3/IeKTPOHHasA noyta v web-caiThbl;

- 0630pbl, MOArOTOB/IEHHbIE PA60THUKAMM, U HArAsSAHO NPeACTaB/eHHbIe NMPEeANoXKEHMS.
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5.5.3 BHYTpeHHW1 06MeH MHGopMaLmet

BbicLLee pyKOBOACTBO [0/IXHO 06ecrneynBaTh paspaboTKy B OpraHu3aLMm cOOTBETCTBYHOLMUX MPo-
LleccoB o6MeHa MHgopmaumeid, B TOM Yucie Mo BONpocam PesynbTaTUBHOCTUA CUCTEMbl MeHemKMeHTa
KauecTBa.
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5.6 AHaM3 co CTOPOHbI PYKOBOACTBA

5.6.1 OO6LLMe NOMOXKEHMSA

BbiclieMy pyKoBOACTBY HeO6XOAMMO PacnpoCTPaHUTb aHanvM3 CO CTOPOHbl PYKOBOACTBA 3a Mpederbl
BepUMKaLMN pe3yNbTaTUBHOCTU M 3(eKTUBHOCTU CUCTEMbI MEHE[XMEHTa KayecTBa W MpPeBpaTuUTb 3TOT
aHann3 B NpoLiecc, 0XBaTbIBatOLLMIA BCIO OpraHM3aLmio, KOTOPbIA Takke OLeHNBaeT 3P(eKTUBHOCTb CUCTEMBI.
AHann3 co CTOPOHbI PYKOBOACTBA CrlefyeT NpeBpaTuTb B TPUOYHY MO0 06MeHY HOBbIMW WAESMWU CO CTUMY/N-
POBaHHbIM INAEPCTBOM BbICLLEN0 PYKOBOACTBA, OTKPbLITON ANCKYCCMEN U OLEHKOM BXOAHbIX AaHHbIX.

[Ona pob6aBneHMs LEHHOCTWM opraHu3auun Mo pesynbTaTam aHaavs3a CO CTOPOHbl PYKOBOACTBA
BbICLLEMY PYKOBOACTBY Haf0 YNpaBMsATb OCYLLECTB/IEHVEM MPOLIECCOB XXM3HEHHOIO UMKIa NPoAyKuuu u
BCromorare/ibHbIX MPOLLECCOB MOCPEACTBOM CUCTEMATUUYECKOr0 aHanms3a, OCHOBAHHOro Ha npuHumMnax
MeHeDKMeHTa KadecTBa. YacTtoTa aHanv3a ycTaHaB/IMBAETCA WCXO4A M3 MOTPe6HOCTU opraHusauumn.
BxogHble faHHble K NpoLeccy aHam3a Heo6X0ANMO NpeobpasoBaTh B BbIXOAHbIE AaHHbIE, 0XBaTbIBaOLLYE He
TOMIbKO Pe3yNbTaTUBHOCTb U 3h(DEKTUBHOCTL CUCTEMbI MeHe[PKMeHTa KadecTBa. PesynbTaTbl aHamsa npego-
CTaBNAOT fJaHHble, KOTOPbIE UCMOMb3YIOT MPU MIaHNPOBaHNU YYULLIEHNS AeATe/IbHOCTU OpraHusaumu.
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5.6 AHanuM3 co CTopoubl PyKOBOACTBA

5.6.1 O6wme HanoxeHns

BbIClLee pPyKOBOACTBO [O/DKHO aHa/IM3MpOBaTb 4epe3 3an/iaHMpoBaHHbIE WHTEPBa/IbI BPEMEHM
CUCTEMY MeHe[KMeHTa KauyecTBa OpraHu3auuu c Lenbio 06ecriedeHnsi ee MOCTOSIHHOM MPUIOAHOCTM,
[OCTATOYHOCTU M pe3yibTaTUBHOCTU. ITOT aHa/IM3 SO/IKEH BK/IHOUATL OMEHKY BO3MOXHOCTEN yAyULLEHW
N NOTPEBHOCTM B M3MEHEHUAX B CUCTEME MEHIKMeNTa KavecTBa OpraHusaLmm, B TOM YMcie B NONTUKE
N Lenax B obnacT KayecTsa.

3anucu 06 aHanM3e CO CTOPOHbI PYKOBOACTBA A0/HKHbI NOAAEPXKUBATLCA B paboyeM COCTOSHUW.
(N3meHeHHasn pegakunsa, M3m. \é 1).

5.6.2 BxofHble fjaHHble A8 aHansa
BxofHble faHHble K OLleHKe Pe3y/ibTaTUBHOCTU N 3PPEKTUBHOCTN CUCTEMbI MEHEIPKMEHTA KayecTsa
YUUTbIBAOT UHTEPEChI NOTpebuTeneld 1 Apyrux 3aHTepecoBaHHbIX CTOPOH 1 COepXaT:
- CTaTyC W pe3ynbTaTbl JOCTVKEHWNS Leneli B 0651acTV KavecTBa U JeATeNIbHOCTM MO Y/YULLEHWIO;
- CTaTyc NYHKTOB, M0 KOTOPbIM TpeboBannCh JeNCTBMSA Ha OCHOBE aHa/IM3a Co CTOPOHbI PYKOBOACTBA;
- pesynbTaTbl ayauToB (MPOBEPOK) M CAMOOLEHKN OpraHusauum;
- 06paTHYyIo CBA3b 06 Y0BNETBOPEHHOCTN 3aMHTEPECOBaHHbIX CTOPOH, BO3MOXHO, fjaXe ;0 MOMeHTa
[/ yl-IaCTI/IFlZ
(hakTopbl, CBAA3AHHbIE C PbIHKOM (TEXHO/IOMMW, UCCMeLOBaHUSA U pa3paboTKK, AesATeNbHOCTb KOH-
KypeHTOB nT.n);
pe3ynbTaTbl CPaBHEHUS C TYYLLINMUN JOCTUXEHUAMMU;
- CBefleHMA 0 paboTe NOCTaBLLMKOB;
HOBble BO3MOXHOCTU Y/y4LLeHUs;
- YNpajsieHne HecooTBETCTBUAMM MPOLLECCOB M MPOAYKLUNN:
- OLEHKY pbIHKa W CTpaTeruio:
- CTaTyC AeATeNIbHOCTW MO0 CTPaTernyecKoMy MnapTHEpPCTBY;
- (hMHaHCOBbIEe pe3y/bTaTbl 4eATEe/IbHOCTU, CBA3aHHOM C KayecTBOM;
- Apyrue ¢akTopbl, KOTOpble MOryT BO3AeiCTBOBaTb Ha OpraHu3auuio, Takue, Kak (MHaHCOBbIe,
counasibHble NN 3KOSIOrMYeCKMe yCrioBUsA U COOTBETCTBYHOLLME N3MEHEHNA 3aKOHOB W PErsiaMeHToB.
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5.6.2 BxogHble fjaHHble ANA aHanmsa

BxofHble AaHHble NS aHa/In3a Co CTOPOHbI PYKOBOACTBA fa/MKHbI BK/IOYATL CEAYyOLLY0 NHGOP-
Maumio:

a) pesynbTaTbl ayauToB (MPOBEPOK);

6) 06paTHY0 CBSA3b OT MOTPe6UTENENt;

B) PYHKLMOHNPOBaHME NPOLECCOB W COOTBETCTBME MPOLYKLUU;

r) cTaTyc Npejynpexaaromx N KOppeKTUpPYOLWNX AeCTBNIA;

4) mocnegytoLne AeNCTBUSA, BbITeKaroLWwmMe 13 NpeblAyLLiMX aHa/IM30B CO CTOPOHbI PYKOBOACTBA;

€) M3MEHEHWS, KOTOpble MOr/IN 6bl MOBAMATbL Ha CUCTEMY MEHeMKMEHTa KayecTsa;

)K) PEKOMEHAALMN MO Y/YULLIEHWNIO.

(N3meHeHHan pegakumsa. M3m. Oa 1).
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5.6.3 BbIX0AHble faHHbIE aHaNn3a

Mpy pacnpocTpaHeHUX aHanm3a Co CTOPOHbI PYKOBOACTBA Ha BOMPOCHI, BbIXOAALME 3a MNpesesibl
BepUMKaunM CUCTEMbl MEHeKMEHTa KauyecTBa, pe3y/bTaTbl TakKoro aHanvs3a MOryT WCMo/b30BaTbCA
BbICLUMM PYKOBOACTBOM B KauyecTBe BXOAHbIX JaHHbIX 471 MPOLECCOB yNy4dlleHWs. Bbicllee pyKOBOACTBO
MOXET MPUMEHATb 3TOT MPOLLECC aHaM3a Kak MOLLHOe CpeicTBO NPV OonpefefieHny BO3MOXKHOCTeEW
ynyuLleHua AeATeslbHOCTM opraHusaunn. Mpadmk npoBefeHns aHa/IM30B CrocobCcTBYeT CBOEBPEMEHHOMY
06ecrneyeHnio JaHHbIMY A8 CTPaTerMyeckoro naaHWpoBaHWs B opraHusaumm. OTo6paHHble BbIXOAHbIE
[aHHble cnefyeT [OBOAWUTb A0 CBeAeHMA pPaboTHWKOB OpraHu3auuun, AeMOHCTPUPYS WM. KaK npoLecc
aHa/msa CO CTOPOHbl PYKOBOACTBA BeAeT K MOCTAHOBKE HOBbIX LEeMeid, KOTopble MPUHECYT BbIrogy
opraHusaumm.

[ononHuTenbHble BbIXOAHbIE AaHHbIe [/ MOBbILEHNSA 3(WMEKTUBHOCTU BK/IHOYAIOT, Harpuvep:

- Lenu, KacatoLimecs XapakTepucTMK NPoayKLMM 1 nokasaTesein npoLeccos:

- Uenn ynyudleHus AesTeNbHOCTM opraHusauun;

- OLEHKY MPUrOoAHOCTU OPraHu3aLMoHHOM CTPYKTYPbl U PECYPCOB;

- CTpaTernio U UHWLMATMBbLI MO MapKeTUHrY, MPOAYKLUMM W YAOBNETBOPEHHOCTU MNoTpebuTeneli n
[PYruX 3aMHTEPECOBaHHbIX CTOPOH;

- COKpaLleHve noTepb W MNaHbl CHYDKEHUA NAEHTUPULMPOBAHHBIX PUCKOB;

- MH(OpMaLMIO NO CTPaTErnyecKoMy naaHMpoBaHuio ByayLimx nNoTpebHOCTEN opraHmn3aunm.

Heo6xofMM0O MMeTb AOCTATOYHO 3anuceli Anst obecneyvyeHUs MPOCAEXUBAEMOCTU U 06seryeHms
OLEHKM camoro npouecca aHaiusa CO CTOPOHbl PYKOBOACTBA, UTOObl Y6eAnTbLCA B €ro MOCTOSHHOW
3P (heKTMBHOCTU 1 B f06aB/IEHNUN LLEEHHOCTU OpraHu3auuu.
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5.6.3 BbIX0AHbIE faHHbIE aHanmM3a

BbIx0ofHble JaHHble aHa/In3a Co CTOPOHbI PYKOBOACTBA J0/KHbI BK/IOYATb BCE PELUEHUS U [eCTBUSA:
a) MOBbILLEHMe Pe3yIbTAaTUBHOCTU CUCTEMbI MEHEDKMEHTA Ka4ecTBa U ee MpOLIECCOB;

6) ynyudleHne NpoayKLMM No OTHOLLIEHWIO K TpeboBaHUSAM noTpebuTeneid;

B) MOTPe6HOCTM B pecypcax.

(N3veHeHHas pegakums, 3m. Ne 1).

6 MeHefXMeHT pecypcoB

6.1 Obwme pekomMeHpaLUm

6.1.1 BeepaeHue

BblicLuee pyKOBOACTBO JO/HKHO OMpefennTb U obecreynsBaTb Hanm4vme pecypcos, HeOOXOAUMBIX /15
OCYLLeCTB/IEHNA CTpaTerMm 1 [OCTUXKEHMA Leneii opraHusauun. OHWM BKIOYAOT pecypcbl 418 (YHKLMO-
HUPOBAHUA W yNy4lleHWs CUCTEMbl MEHeKMeHTa KauyecTBa, a TakKe YA0BNeTBOPeHWS MoTpebuTenein u
APYruX 3anMHTepPecoBaHHbIX CTOPOH. K pecypcam MOXXHO OTHECTM PaboTHUKOB, UHPPACTPYKTYpY, NPous-
BOACTBEHHYIO Cpesy, MH(OopMaLnio, NOCTaBLLMKOB 1 NapTHEPOB, MPUPOAHbIE U (PMHAHCOBbIE PecypChbl.

6.1.2 Bonpocbl, KOTOpble AO/MHKHBbI NMPUHMMATLCA BO BHUMaHWe

[ns ynydweHns feaTenbHOCTU opraHm3aumn Heobxo4MMO PacCMOTPeTb BCE BOMPOCHI, KacatoLuyecs
pecypcoB, Hanpumep:

- pesynbTaTUBHOE, 3PPEKTUBHOE N CBOEBPEMEHHOE MpPefoCTaB/IeHNe PecypcoB C YYETOM BO3MOXK-
HOCTel U OrpaHnyeHuii:

- MaTepuasibHble pecypcebl, Takune, Kak YCOBEPLLEHCTBOBAHHbIE MPOM3BOACTBEHHbIE Y BCIOMOraTe/b-
Hble CpeAcTBa:

- HemaTepua/ibHble Pecypcebl, Takue, KaK MHTeNNneKTyanbHas CO6CTBEHHOCTb;

- pecypcbl U MeXaHWu3Mbl, COfENCTBYIOLLNE NHHOBALMOHHBIM MOCTOAHHBLIM YYULLEHUSM;

- OpraHu3aLnoHHbIe CTPYKTYPbI, BKIOYas Cayx6bl, YA0BNeTBOPAOLLME NOTPE6HOCTN MeHefXMeHTa
npoeKTa N MaTPUYHOro Nnoaxopa;

MeHeHKMEHT MHMOPMaLUN 1 TEXHONOMUN;

- MOBbILLEHVE KOMMETEHLMIN NOCPEACTBOM LiesieHanpaBieHHOM NOArOTOBKW, 06pa3oBaHmsa 1 06y4veHuUs;

- pasBuUTMe HaBbIKOB 1 Mpodnnel nuaepcTea 418 OyAyLLUX MeHedKepoB OpraHmn3aunm;

- MCMONb30BaHWe NPUPOAHbIX PECYPCOB U MX BO3fECTBME Ha OKPY>KAIOLLYIO cpefy;

- MnaHWpoBaHWe MoTpebHOCTel B pecypcax na Gyayliee.
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6 MeHe[>KMEHT pecypcoB

6.1 ObecneyeHre pecypcamm

OpraHusaums fo/mKHa onpeAensii n obecneumBaTb Pecypcbl, Tpebyemble Ans:

a) BHeAPeHWA W nojjepXKaHus B paboyeM COCTOSHUWM CUCTEMbl MeHe[KMeHTa KayecTBa, a Takke
MOCTOSHHOMO MOBbILUEHNS €€ Pe3yNbTaTUBHOCTY;

6) NoBbILWEHNS YAOBNETBOPEHHOCTU NOTPebuTeneld MyTeM BbINOSHEHNS UX TPe6OBaHWA.

6.2 PaboTHUKK

6.2.1 BoBneyeHne paboOTHNKOB

PykoBoACTBY crieflyeT y/ydllnTb Pe3y/ibTaTUBHOCTb W 3PMPEKTUBHOCTL OpraHu3aLuun, B TOM 4ucne
CUCTEMY MEeHe[XXMeHTa Ka4ecTBa, Yepe3 BOBJ/IEYEHVE PABOTHUKOB N UX MOAAEPXKKY.

B kayecTBe MOMOLLUW B OCTUXKEHWMN Lienield ynyudlleHns CBOel [eaTeNlbHOCTU opraHusaunm Heobxo-
4UMO NOOLLPATL BOB/IEYEHUE U Pa3BUTUE CBOMX PABOTHUKOB NOCPEACTBOM:

- NnaHvpoBaHWs 06ecneyeHNss MOCTOSAHHON MOArOTOBKM U Kapbepbl:

- onpefeneHnsa OTBETCTBEHHOCTU M NOHOMOYMNIA MepcoHana;

- paspaboTKV WHAVBUAYyaSIbHbIX W TFPYMNoBbIX Lesneld, MeHeMKMeHTa BbIMOJHEHNS Mpouecca W
OLEHMBaHWNA Pe3yNbTaToB;

- COAelCTBMA BOBJEYEHUIO PAbOTHUKOB MpPW MOCTaHOBKe Liefield U NPUHATUN PeLLIeHWiA;

- MNPU3HaHUA N BO3HArpaxaeHus;

- COAeliCTBMA OTKPbITOMY, |BYCTOPOHHEMY 06MeHYy MH(opmaLneli;

- MOCTOSHHOTO aHanm3a NoTPebHOCTeli CBOMX PabOTHNKOB;

- C03faHus ycnoBuii, MOOLPSIOLLNX HOBOBBEEHUS;
obecreyeHnsa apPeKTUBHON rpynnoBoi paboThbl;
- MH(OPMUPOBAHUSA O MPELNIOKEHNAX U MHEHUSAX;
- MCMOMIb30BaHUSI U3MEPEHUIA CTEMEHN YA0BIETBOPEHHOCTU PaboTHUKOB;
- BbISICHEHUS NMPUYUH Npuxoga pab0THUKOB B OpraHun3aumio v nx yBOJIbHEHUS.
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6.2 Yenoseyeckune pecypcbl
6.2.1 O6LLMe NOMOXKEHNS

MepcoHan, BbIMOMHAWMIA paboTy, BAMSIOLLYIO Ha KayecTBO MpPOAYKLMWU, AO/IKEH 6bITb KOMMe-
TEHTHbIM Ha OCHOBE COOTBETCTBYIOLLLEr0 06pa3oBaHus, NOArOTOBKU, HaBbIKOB W OMbITA.

(N3meHeHHas pepakums, Mam. Vs 1).

6.2.2 KOMMEeTeHTHOCTb, 0CBEAOM/IEHHOCTb U MOAr0TOBKA

6.2.2.1 KoMMeTeHTHOCTb

PykoBoACTBY cnegyeT y6eAnTbCA B HAIMHUUN KOMMNETEHTHOCTU, TPebytoLLencs AN pe3ynbTaTUBHOM v
3hheKTMBHOM paboTbl OpraHM3auun. STO JOCTUraeTcsl Ha OCHOBE aHanM3a aKTUUECKUX U 0XKMAaeMbIX
NOTPE6HOCTEN B KOMMETEHTHOCTM B CPaBHEHUW C YXXe MMEHLelicd KOMNETEHTHOCTbIO PaboTHMKOB
opraHusaumu.

B ocHOBe coobpaxkeHWli MO NOBOAY MOTPE6HOCTEN B KOMMETEHTHOCTY NiEXar:

- Oypywime TpeboBaHUS, CBSAA3AHHbIE CO CTPATErMYECKMMU U OMepaTMBHLIMW NiaHaMu 1 LensMu;

- OXMAaeMbli MeHe[KMEHT U MOTPe6HOCTb NOoc/efoBaTeIbHOMO NPUMEHEHNS paboyeit cunbi:

- M3MEeHeHUs B npoLeccax opraHunsaLmm, cpeacTesax u 060pysoBaHUu;

- OUeHVBaHWe KOMMETEHTHOCTU OTAeSIbHbIX PabOTHUKOB AN BbIMNO/IHEHUS OMpefesieHHbIX BUA0B
[eATeNbHOCTH;

- 3aKoHofaTeflbHble U Apyrue obasaTeNbHble TPe60BaHMA U CTAHAAPTbI, BIUSAIOLLME HA OpraHn3aLmnio
1 ee 3aMHTepPEecoBaHHbIE CTOPOHbI.

6.2.2.2 OcBeflOM/IEHHOCTb U MOArOTOBKA

Mpun NnaHMpoBaHWM NOTPEOHOCTEN B 06YHYEHUN U NOAFOTOBKM PabOTHMKOB HEOOXOAMMO yUMThIBAThL
MN3MEHEHMS, BbI3BaHHbIE XapaKTepoM MPOLLECCOB, KyNbTYpOoi opraHm3aumnm 1 cTeneHbo NOAroTOBAEHHOCTH
paboTHUKOB.

BoopyxeHne paboTHUKOB 3HaHMAMM, MPUOBPETEHME MMW HaBbIKOB M OMNbiTa MPecnesyloT uUefb
NOBbILLEHNS UX KOMMNETEHTHOCTH.
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B xofe 06y4eHVs 1 MOArOTOBKM MOAYEPKMNBAETCS BAXKHOCTb BbIMO/IHEHNSA TPeboBaHUii, NOTpe6bHOCTEN
N OXnAaHWi NoTpebuTenei n 4pyrux 3anHTepecoBaHHbIX CTOPOH. MOAroToBKa TakXKe BK/IIOYAET 0CO3HaHWe
nocnefcTBUI HeBbIMOHEHNA TPeboBaHWI 41 opraHM3auun 1 ee paboTHNKOB.

[na okasaHUa nopfepXKn LOCTVKEHMIO Leneii opraHu3auuMn u pasBuTUIO ee PaboTHMKOB Mpu
NNaHNPoOBaHNN 06YYeHUs 1 NOATOTOBKM PabOTHUKOB YYMTbIBAIOT:

- ONbIT PabOTHNKOB;

- nogpasymMmeBaemMble N o4eBUAHbIE 3HAHUA;

- HaBbIKW /IMJEPCTBA N MEHeMKMEHTa,;

- CPefCcTBa MNIaHMPOBaHUS W YITyYLLEHNS;
rpynnosyto paboTy;

- pelueHvie npobnem;

* HaBbIKM 00LLEHNS;

- KynbTypy U COLMasIbHOE MOBEAEHMUE;

- 3HaHWe PbIHKOB, MOTPeOHOCTEN 1 OXMAaHWIA NoTpebuTeneid N Apyrux 3anHTepecoBaHHbIX CTOPOH;

- TBOPYECTBO M HOBaTOPCTBO.

[na coaeicTBMA BOB/EYeHNIO PaGOTHUKOB 06yYeHWe M MOArOTOBKA TakKe BK/KOYALOT:

- MporHo3 6yAyLLero opraHnsauun:

- NONUTUKY W Lenn opraHnsayun;

- OpraHu3aLMoHHble N3MEHEHUS W Pa3BUTHE;

- VHALMUPOBAHWE U BHEfPeHVe MPOLECCOB YyULLEHNS;

- BbIFOAbl OT TBOPYECKON paboTbl N HOBOBBEAEHWUIA;

- B/IMSIHME OpraHu3auum Ha 06LLeCTBo;

- BBOAHbIA KypC /151 HOBbIX PabOTHNKOB;

- MNepuoanyecKrie MPorpaMMbl NOBbILLEHNS KBaNM(UKaALMW AN YXKe NOATOTOBNEHHbIX PaboTHUKOB.

B nnaHbl NOArOTOBKW CnefyeT BK/IHOYAT:

- uenu;

- MporpaMmbl U MeTofbl;

- HeobXxofMMBble pecypcbl;

- onpegeneHne Heo6XOAMMOW BHYTPEHHE MOAAEPXKM;

- OLeHVBaHWe NOBbILIEHNSA KOMMETEHTHOCTU PaboOTHWKOB;

- W3MepeHune pesynbTaTMBHOCTM U BAMSHWSA Ha OpraHu3auuio.

MpoBoavMble 06yYeHUe 1 NOArOTOBKY PAbOTHUKOB HEO6XOAMMO OLEHMBATL C TOUKY 3peHNs 0Xujia-
HWI 1 BO3[ENCTBMA Na pe3yNibTaTMBHOCTb U 3D(heKTUBHOCTbL OPraHn3aLmmn KaK CpeAcTB YyULLEHUS N1aHOB
NOArOTOBKM KaapoB Ha GyayLuee.
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6.2.2 KOMNETEHTHOCTb, OCBEAOMJ/IEHHOCTb U NOATOTOBKa

OpraHu3aums [o/mKHa:

a) onpegensiTb HeO6XOLMMYKO KOMMETEHTHOCTb AN1A NepcoHana, BbIMOMHALWEro paboTy, KoTopas
B/INSIET Ha Ka4yecTBO MpPoAyKLuu;

6) obecneumBaTb NOArOTOBKY MW NPeANPUHMMATD ApYrve AeNCTBUA C LeNblo YA0BNEeTBOPEHNS 3TUX
noTpe6HoOCTEl;

B) OLeHMBATb Pe3y/IbTaTUBHOCTb NPeANPUHATLIX Mep;

r) obecneunBaTb 0CBEOM/IEHHOCTb CBOEr0 MepcoHana 06 aKTyaslbHOCTU 1 BaXKHOCTU ero fesiTeNb-
HOCTM 1 BKMade B OCTUXKEHMWE Leneldi B 0611acT KauvecTBa;

4) noffepXuBaTb B paboyemM COCTOAHUU COOTBETCTBYIOLLME 3anmcn 06 obpasoBaHUK, NMOATOTOBKE.
HaBbIKax W OnbITe.

6.3 VHipacTpyKTypa

PykoBoACTBY cfeayeT OnNpefennTb WHDPACTPYKTYPY, HEO6XOAUMYK ANsi MPOLECCOB >XU3HEHHOro
UMKNa NpoAyKUuuu, yuuTbiBast B TO XK€ BpeMsi MOTPEGHOCTU U OXMAAHWSA 3aMHTEepPecOBaHHbIX CTOPOH.
VHpacTpyKTypa BK/IOYAET B Ce6A Takue pecypcbl, Kak Npou3BOACTBEHHOE MOMelleHue, paboyee npo-
CTPaHCTBO, CPeACTBa TpyAa M 060pyaoBaHMe, BCOMOrate/bHble CyX6bl, UHOPMALMOHHbIE N KOMMYHU-
KaLVOHHble TeXHOMOIMW, a TaKkke TPaHCMOPTHbIe CPeACTBa.

Mpouecc onpefeneHna UHPPaCTPYKTYpbl, HEOOXOAMMON ANA LOCTVMKEHUSA pesynibTaTUBHOIO 1 ag-
(heKTUBHOI0 XXM3HEHHOTO LMK/A MPOAYKL MW, BK/IOYAET:
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a) obecrneyeHue WHMPACTPYKTYpPbl, OMpPefesieHHON C TOUYKWM TpeHus uenei, PYHKLMOHANbHOCTH,
3KCNyaTauMoHHbIX XapaKTepUCTUK, rOTOBHOCTM, 3aTpar, 6e30MacHOCTIN, CEKPETHOCTU M BO30OHOB/EHMS;

6) pa3paboTKy U BHeApPEHME METOA0B TEXHWUYECKOro 06CNYXUBAHUA M PEMOHTA, YTOObI ybeauTbes,
YTO MHPACTPYKTYpa MPOJo/HKaeT 0TBeYaTb MOTPEOHOCTAM OpraHU3aLun; 3TM MeTOAbI AO/MKHbI YUNTbIBaTb
BUA W 4acTOTy TEXHUYECKOrO 06CNYXMBaAHMA UM PEMOHTA, a Takke BepuduKaumo (QyHKLMOHNPOBaHUS
KaXKA0ro afieMeHTa MHPacTPYKTYpbl B 3aBUCMMOCTM OT €ro BaXKHOCTU U Chepbl UCMOMNb30BaHUS;

B) OLEHKY MH(PacTPyKTypbl UCXOAA M3 NOTPEOGHOCTEN M 0XMAAHWUIA 3aMHTEPecoBaHHbIX CTOPOH;

r) paccMOTpEeHWe BOMPOCOB OKPYXXAloLLEe cpefbl, CBA3AHHbLIX C WH(PACTPYKTYPOM, Takux, Kak
coXpaHeHVe NpUpoabl, 3arpsis3HeHNe, OTXOAbl U PELIMKIIVHT.

Ha nH(pacTpyKTypy MOryT BO3LEACTBOBATb MPUPOAHbIE SBIEHUS, KOTOPbIMW HEBO3MOXXHO ympas-
NATb. B nnaHe MH(pacTpyKTypbl ChefyeT yuuTbiBaTb OMpefesieHne U YMeHbLUeHWe COOTBETCTBYHOLLMX
PVICKOB M OTpaXKaTb CTPATernio 3aluTbl UHTEPECOB 3aMHTEPECOBAHHbLIX CTOPOH.
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6.3 VHdpacTpyKTypa

OpraHuszaums go/mKHa onpefenaTb, obecneymBaTh U NOAAEPXKMBATL B paboyeM COCTOSIHAM MHpa-
CTPYKTYpPY, HEOOXOAMMYIO 418 JOCTUDKEHWUSI COOTBETCTBMSA TPe60BaHNAM K NPOAYKLUN.

MHpacTpyKTypa MOXeT BK/IOYaTb:

a) 34aHus, paboyvee MPOCTPAHCTBO W CBSA3aHHbIE C HUM CPefcTBa Tpyaa;

6) o6opynoBaHue 41 MPOLLECCOB (KaK TEXHUYECKUe, TaK 1 NporpaMMHble CPeAcTBa);

B) CNy>6bl 06ecneveHns (Hanpumep, TPAHCMOPT UAN CBSI3b).

6.4 T1pon3BOACTBEHHAA cpefa

PyKOBOACTBO J0/KHO 06ecneymBaTh NOUTUBHOE B/INSIHVE NPOU3BOACTBEHHO CPefibl HA MOTUBALMIO,
YAOLUreTBOPEHHOCTL 1 PaboTy rnepcoHana ¢ Lefibio YyULLeHNs AeATeNIbHOCTM opraHusaumm.

Mpuv co3gaHnn NoaxofsALLei NPOM3BOACTBEHHOW CpeAbl — KOMBMHALMN YenoBeYecKoro u gusmyec-
KOro (hakTopoB — CrieflyeT yaenaTb BHUMaHUE:

- MeTojam TBOPYECKOW paboTbl M BO3MOXHOCTAM 60/1ee MOMHOr0 BOB/IEYEHNWS C LieSbI0 peann3aLnm
noTeHumara paboTHUKOB OpraHuM3aLmu:

- npasunaMm TeXHUKW 6e30MnacHOCTU U METOAVNYECKUM YKa3aHWAM, B TOM YMUC/e MO NPUMEHEHWUIO
CpefcTB 3alumnThl;

- 3ProHOMUKe;

- pasmeLLeHno paboumx MecT;

- couManbHOMY B3avIMOAENCTBUIO;

- cpefcTBaM 06CNyXUBaHUS MepcoHana B opraHu3aLum:

- TemnepaTtype, BM&XXHOCTU, OCBELLEHNIO, BO3AYLUHON BbITAXKKE;

- CaHWTapHbIM YC/IOBUAM, YMCTOTe, LIYMy, BUOGpPaLMN N 3arpsA3HEHUIO.
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6.4 lNpousBoacTBEHHAA cpeja

OpraHu3aums Jo/MKHa Co3AaBaTb NPOU3BOACTBEHHYIO Cpesy, HE06X0ANMYHO A1 AOCTUXEHUS COOT-
BETCTBUS TPe6OBaHUSIM K MPOAYKLUMM, H YNPaBAsTb eto.

6.5 WHpopmaums

PykoBoacTBy Heo6xoAuMMo obpaliatbCs € AaHHbIMU Kak C (PyHAaMeHTas/lbHbIM WMCTOYHUKOM [/151
npeo6pasoBaHns B MHAOPMALMIO N MOCTOSAHHOIO PasBUTUA 6asbl 3HaHWI OpraHu3auMu, KoTopas BadkHa
Npu NPUHATAN PeLLeHNiA, OCHOBaHHbIX Ha haKTax, M MOXeT CTUMYy/NMpoBaTb HOBOBBEAEHWSI.

[ns MeHeMKMeHTa MH(OPMaL MM OpraHm3aLmn cneyer:

- OnpefieNiTb CBOM MOTPebHOCTN B MH(OpMaLuW;

- onpefennTb N NMOSTly4YUTb AOCTYN K BHYTPEHHUM U BHELUHUM UCTOYHUKaM VIHCbOpMaLLI/II/IZ

- npeo6paszoBaTb MHHOPMALMIO B 3HAHUS, UCMO/b3YeMble B OpPraHusaLuu;

- UCMOMb30BaTh AaHHble, MHOPMALMIO 1 3HAHWA 4719 MOCTAHOBKMW U peanin3auum Lieneid u ctparernm;

- ob6ecrneymBaTb COOTBETCTBYHOLLYIO 6€30MacHOCTb U KOH(UAEHLMAILHOCTD;

- NPOBOAWTb OLIEHKY BbIFOf, NMolyYaeMblIX 3a CYET UCMO0/Ib30BAHUSA UHPOPMALUN, C LieNTbI0 YyYLLeHNs
MeHeMKMeHTa UH(OopMaLMn 1 3HaHWA.
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6.6 MocTaBLUMKM U NapTHePBbI

PyKoBOACTBY CriefyeT yCTaHOBUTbL B3aMMOAENCTBME C MOCTaBLUMKaMU 1 NapTHepaMun 4151 NOAAEPXKKN
1 06neryeHns o6MeHa MHGOPMaLUeld ¢ Lebio B3aMMHOIO YyulleHUs1 pe3y/ibTaTUBHOCTU U adhdeKTHB-
HOCTW MPOLECCOB, CO3Aal0LLNX LeHHOCTb.

Y opraHu3aunm MMelTCa pasinyHble BO3MOXHOCTU YBENMYNTL LLeHHOCTb NOCPeACTBOM paboTbl CO
CBOVMMW NOCTaBLUMKaMK M NapTHepamu, Hanpumep:

- ONTUMM3aLUMA KOSIMYeCTBa MNOCTAaBLLNKOB 1 NapTHEPOB;

- YCTaHOB/lIeHME [BYCTOPOHHEN CBA3M Ha COOTBETCTBYHOLUMX YPOBHSAX 06enMX opraHusaumin ans
COAEeCTBMSA BbICTPOMY peLLeHMIo NPo6aeM U yCTpaHeHMs 4OPOroCTOALLIMX OTCPOYeK WN CropoB;

- COTPYAHWMYECTBO C MOCTaBLUMKaMK MpY BangaumMm BO3MOXHOCTEN MX NPOLLECCOB;

- MOHWTOPWUHI CNOCOGHOCTU MOCTABLUMKOB MOCTaBNSATL COOTBETCTBYIOLLYIO MPOAYKLMIO C LENbl
YCTPaHeHMs U3NULLHUX BepurKalmii;

- CTUMYNMpPOBaHMe MOCTaBLUMKOB K BbIMO/HEHWIO MPOrpaMMbl NOCTOSAHHOIO Y YyULLEHUA AeATeNb-
HOCTU U K NPUHATUIO YHaCcTUSA B APYTMX COBMECTHBIX MHULMATMBAX MO YyULLEHWIO;

- BOBJ/IEYEHME MOCTaBLUMKOB B [ieATe/IbHOCTb OpraHu3auum mno nNpoeKTUpPOBaHUIO U pa3paboTke C
Lesibio 06MeHa 3HaHMAMM, pesybTaTUBHOMO W 3PAEKTUBHOIO Yy4LleHUA MNPOLECCOB XU3HEHHOTO LuKIa
1 MOCTaBKW COOTBETCTBYIOLLEA MPOAYKLMU;

- BOBJIeYEHMe MapTHepOB B OMpejesieHMe MOTPebHOCTel B 3aKynKax M COBMECTHYH pas3paboTKy
cTparteruu;

- OLUEeHMBaHWe, NPU3HaHVe U BO3HarpaxieHve ycunmii U JOCTUXKEHWA NOCTaBLUMKOB U MapTHEPOB.

6.7 MpupogHble pecypcbl

CnepyeT yunTbiBaTb HaslnymMe MPUPOAHbBIX PECYpCcoB, KOTOPble MOFYT BAWUATb Ha [esATe/IbHOCTb
opraHmsaumn. HecMoTpsi Ha TO, YTO Takune Pecypchbl HaCcTO HAXOAATCA BHE HEMOCPeACTBEHHOMO ynpaBneHns
CO CTOPOHbI OpraHmn3aL M, OHU MOFYT UMeTb CYLLLECTBEHHOE MO3UTUBHOE WIN HeraTMBHOE asnsiHWe Ha ee
pesynbTaTbl. OpraHusaums Jo/mDKHa MMeTb MaHbl AeACTBUI Ha Cnyyail HempeLBUAEHHbIX 06CTOATENLCTB
no obecneyeHNto pecypcamu WM MX BO30GHOBEHUIO C LENbI0 NPedoTBPaLLeHUs WM MUHMMMU3aUUn
HeraTMBHOI0 BO3AENCTBUS Ha AeATENbHOCTL OpraHu3aLnm.

6.8 duHaHCOBbIe pecypcbl

MeHemKMEHT pecypcoB BK/IOYAET f[eATeNbHOCTb MO YCTaHOB/EHWIO MOTPE6GHOCTEeN B (hMHAHCOBbIX
pecypcax 1 MX UCTOYHUKOB. KOHTPOMb 3a (hMHAHCOBLIMU pecypcamMun BK/IHOYAET CpaBHeHMe (DaKTUYeCcKoro
NPVYMEHEHUSI C NIAHOBbIM N MPUHATUE HEOBXOAUMbIX AelACTBUIA.

MeHeKMeHT (DMHAHCOBbIX PEeCYpPCOB BKJIOYAET NaHMpoBaHve, obecreveHne HaIMumsa 1 KOHTPO/b,
HeobXxoAuMble AN BHELPEHUS W MOLAePXKaHUSA Pe3yNbTaTUBHOM U 3hPeKTUBHONM CUCTEMbI MeHEMKMeHTa
KayecTBa M JOCTVKEHMSA Lieneld opraHusauumn. MeHemKMeHT Takke NpedycMaTpuBaeT pa3paboTKy nporpec-
CUBHbIX PMHAHCOBbIX METOLOB A1 MOALEPXKKU W MOOLLPEHUS YNYULLIEHUA [AeATeIbHOCTU OpraHu3auuu.

MNoBbllEeHNe Pe3yNbTaTUBHOCTA U 3PPEKTUBHOCTU CUCTEMbI MeHeIKMEHTa KayecTBa MOXeT Mosio-
XKMTENbHO CKasblBaTbCA Ha PMHAHCOBbIX pesy/ibTaTax opraHusauum, Hanpuvep:

a) BHYTpPEHHe, MOCPeACTBOM COKpaLleHUs 0TKa30B MPOLECCOB U NPOAYKUUN MM PacTOuUTENbHOro
pacxofjoBaHVA MaTepuanos Y BPeMeHU;

6) BHeLUHe, NOCPEACTBOM COKpALLeHMS 0TKa30B MPOAYKLMU, CHUXEHWUS 3aTpaT Ha KOMMeHcauuio no
nopyunTenbCTBaM M rapaHTUSIM, a Takke CHUXEHUS LeHbl NoTepu NoTpebuTeneil U PbIHKOB.

VHopMaums no Takum BOMPOCaM MOXET Takxe o6ecrneymBaTb CPeCTBO YCTAHOB/IEHUSA Hepesy/ib-
TaTUBHOW MM Hea(h(DeKTUBHOM AeATENbHOCTA U MHULMNPOBATL MOAXOAALLME AeACTBUSA MO YAYULLEHUHO.

®UNHAHCOBYH OTYETHOCTb MO AEATENIbHOCTW, CBSA3aHHOW C (PYHKLWOHWPOBAHWEM CUCTEMBbI
MeHe[>KMeHTa KayecTBa M COOTBETCTBMEM MPOAYKLWMW, CNefyeT WCMo/b30BaTb MPU aHanmse co
CTOPOHbI PYKOBOACTBA.

7 Tpougecchbl XXU3HEHHOTO LMKA NPogyKLUmm

7.1 Obwme pekomeHpaLum

7.1.1 BBefeHue

BbicLuee pyKOBOACTBO A0O/IKHO 0becrneumBaTh pe3ynbTaTMBHOE M 3PHEKTUBHOE (YHKLMOHNMPOBaHWE
MpoLLeCCOB XU3HEHHOI0 LMKIa NpoyKLunmn, BCoMoraTe/lbHbIX MPOLECCOB, a TaKXe CBA3AHHYH C HUMU
CeTb MPOLECCOB, C TeM YTO6Gbl OpraHM3aLmsa Morna yaoBneTBOPATb CBOM 3auUHTepecoBaHHble CTOPOHbI. B
TO BpeMSl KaK MpOLIeCcChbl YXM3HEHHOT 0 LMK/a NPUBOAAT K CO34aHWI0 NPoAyKLumMK, fobaalliolleid LLeHHOCTb
opraHmsauuy, BCMOMOraTe/ibHble MPOLECChl Takke HeobXoAUMbl OpraHusaLmy, Tak Kak OHW [06aBnsioT
LLeHHOCTb KOCBEHHO.
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Jo6oii npouecc AasseTcs Noc/efoBaTeIbHOCTbLIO CBA3AHHbIX MeXay C000i B1AOB feATeNbHOCTU Un
[eATeNbHOCTbIO, KOTOpPasi UMeeT BXOf, W BbIX0of. PYKOBOACTBY CrefyeT onpeAennTb HEOOXOANMbIE BbIXOAbl
NpPoLECCOB N NAEHTUDULMPOBATb HEOO6XOAMMbIEe BXOAbl W BUAbl AeATeNIbHOCTU 4718 Pe3yNbTaTUBHOMO U
3(h(PeKTMBHOI0 AOCTMIKEHNS BbIXOLOB MPOLECCOB.

B3avmogelicTBMe NpoLLeccoB MOXeT ObITb C/IOXKHbLIM, MPUBOAALLMM K CO3[aHUIO CeTeil MpOLLeccoB.
139 obecneveHUs pe3ynbTaTUBHOM M 3(h(heKTUBHOW AeATENbHOCTM OpraH13aL M pyKoBoACTBY HE06X0ANMO
Npu3HaTb, 4YTO BbIXOA OLHOrO MpoLiecca MOXET CTaTb BXOAOM [AHA APYroro WAM HeCKONbKUX ApYyrux
NpOoLLeCCOoB.

7.1.2 Bonpocbl, KOTOpble A0/MKHbI NMPUHMMATLCA BO BHUMaHWe

MoHUMaHWe TOro, YTO MPOLLECC MOXET ObITb NPeACTaBeH KakK Moc/ief0BaTeIbHOCTb BUAOB feATeNb-
HOCTMW. NOMOraeT PyKOBOACTBY MpW ONpeaeseHNN BXo40oB AN npouecca. ocne onpegeneHnss BXo40B MOryT
6bITb OMpeseneHbl HEOOX0ANMbIe BUAbI AeATENbHOCTU, AeACTBMA 1 TpebyloLmecs pecypcbl 415 npouecca
C LIeNIblo JOCTMIXKEHMNA XKeNnaeMblIX BbIXOJO0B.

PesynbTaTbl BepudmKaumMm 1 Bamgaumm npoLeccoB U BbIXOAOB CedyeT TakKe paccMaTpmBaTb Kak
BXOAb! 191 NpoLecca C Lefbio AOCTUXKEHNUS NMOCTOAHHOIO Y/YULLIEHUS [eATe/IbHOCTU M Nonynspusaummn ee
COBEpLLEHCTBA Ma BCeX YPOBHAX OpraHu3auuu.

MocToAHHOE yNy4lleHNe MPoLLeCcCOB B OPraHu3aL My MoBbICUT Pe3y/ibTaTUBHOCTb U 3D(EKTUBHOCTL
CUCTEMbI MeHe[PKMEHTa KayecTBa U YydLLNT [eATeIbHOCTb OpraHusaumn. B npunoxxeHnn B onvcbiBaeTcs
«lMpouecc MNOCTOAHHOIO YNyYLUIEHUS», KOTOPbIA MOXHO WCNONb30BaTb A1 OKasaHMsa MOMOLLM Mnpu
onpegeneHnn LeiAcTBUIA, HEO6XOAUMbIX LTS MOCTOSHHOFO MOBbILEHWS Pe3yNbTaTMBHOCTM U 3pdeKTHB-
HOCTW MPOLLECCOB.

Mpouecchbl cnegyeT 3a40KYMeHTUPOBATL B TOW CTeneHu, KoTopast TpebyeTcs Anst NOLALEPXKKM pe3y/ib-
TaTVBHON N adhtheKTUBHONM paboTbl.

[okymeHTauus, cBasaHHasa ¢ npoleccamu, CnocobeTByeT:

- ONpefesieHnio 1 JOBEAEHUIO 0 CBEAEHUSA MepCoHasIa BaXKHbIX XapaKTepUCTUK MPOoLeccos;

- MOArOTOBKE MO BOMpocaM PyHKLMOHMPOBAHMA NPOLIECCOB;

- 00MeHY 3HaHVWSIMX 1 OMbITOM B KOMaHgax v paboumx rpynnax;

- MPOBEefEHMNI0 N3MEPEHUI 1 ayamuTa MPOLECCOB;

- aHanusy, NnepecMoTpy M Y/y4LLEHNIO NPOLLECcCOB.

Heob6xoanmo oueHMBaTb posib paboTHMKOB B npoLeccax ¢ Tem, YTobbl:

- obecneymBaTtb OXpaHy rpyga rnepcoHana;

- obecreynBaTb Hann4ume TpebyeMbIX HaBbIKOB:

- NoAfepXmBaTb KOOPAMHALMIO NPOLECCOB;

- obecrneymBaTb BXOfHble AaHHbIe /19 aHanM3a NpPoLeccoBs, MosyvyaemMble OT PaboTHWNKOB;

- cofeicTBOBaTb BHEAPEHWIO HOBOBBEAEHWU, NpefnaraemMbix paboTHNKaMW.

Mpu CTUMYNIMPOBaHWM MOCTOAHHOIO YYYLLEHUA [eATe/IbHOCTW OpraHu3aLmy akLUeHT CredyeT genatb
Ha NOBbILLEHNW Pe3yNbTaTUBHOCTU M 3(h(heKTUBHOCTU MPOLIECCOB KaK CpeAcTBe fOCTUXKEHUS 6naronpusT-
HbIX pe3ynbTaToB. Bo3pocLumne BbIrofpbl, NOBbILLEHHASA YA0BNETBOPEHHOCTb NOTPeOUTENEN, NyyLlee NCNONb-
30BaHWe PecypcoB U COKpaLLleHWe HEMPOM3BOAUTE/IbHBLIX PACXOA0B — 3TO MPUMEPbLI U3MEPSEMBIX Pe3y/lb-
TaToB, KOTOPble ObIIN JOCTUTHYTLI NpY 60/bLUel pe3ynbTaTUBHOCTU U 3P(PEKTUBHOCTM NPOLIECCOB.

7.1.3 MeHe[>KMeHT npoLeccoB

7.1.3.1 O6Lwue NonoxKeHms

PyKOBOACTBO onpefensieT MpoLuecchbl, HeEO6X0ANMbIe 415 KU3HEHHOMO LMKAa NPOAYKLMK, C LeMbio
YAOB/ETBOPEHUSI TpeboBaHWA MoTpebuTeneid M APYrux 3auHTEPeCOBAHHbIX CTOPOH. Ans obecneuveHus
XXM3HEHHOro UMKia NpojyKuun crefyeT yAensaTb BHMMaHWe COOTBETCTBYIOLMM BCNOMOrate/ibHbIM Mpo-
LeccaM. a Takke )enaembIM BbIX0o4am, aTarnaMm npoueccoB, AesTeNIbHOCTW, NOTOKaM, MepaM Yrpas/feHus,
noTpe6HOCTAM B MOArOTOBKE Kafpos, 060pyAoBaHWIO, MeTodam, MHopmauuu, marepyanaMm n apyrum
pecypcam.

Heo6x04MMO COCTaBUTb OMEPaTMBHbIA NAaH Mo MeHeKMEHTY MPOLLECCOB, BK/HOYAOLLINIA:

- Tpe6oBaHMA K BX0Ofy M BbIXOAy (Hanpvmep, cneunuKaumm n pecypebl);

- BWUAbl AeATENIbHOCTN BHYTPU NPOLLECCOB;

- BepuuKaumio 1 BaMgaumIo NPoLLEeCCOB U MPOAYKLUNN;

- aHanu3 npotecca, B TOM YUC/IE ero HaleXXHOCTU;

- onpegeneHue, OLEHKY 1N YMEHbLLEHNE PUCKOB;

- KOppeKTMpyloLue 1 npegynpexpjatoLine aencTems;

BO3MOXHOCTU W AeNCTBUA MO Y/YULLIEHNIO NPOLECCOB;
- ynpas/fieHWe U3MEeHEHUAMM, OTHOCALLMMUCS K NpoueccaMm Y NpogyKuuw.
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Mpymepamun BCnomoraTte/ibHbIX MPOLLECCOB AATAOTCA:

- MeHeMKMEHT UH(opMaLmK;

- MoAroToBka paboTHWKOB;

- (huHaHcoBas [eATeNbHOCTb;

- nojagep>kaHve NHMPacTPYKTYpbl U 06CNYXUBAHWE;

- MPUMeHeHWe NPOMbILL/IEHHOr0 060pYy0BaHMA, KOTOpPOoe obecreymBaeT 6e30MacHOCTb/3amTy;

- MapKeTUHT.

7.1.3.2 Bxofpl, BbIX0Abl W aHanM3 npouecca

CornacHo NpoLeccHOMY Noaxofy Heo6x04MMOo ONpeaennTb U 3aperucTprpoBaTh BXOAbI .A41A NpoLiecca
C Uenbio 0becrneyeHNs OCHOBbI JOPMYyNMpoBaHUS Tpe6oBaHWU, KoTopble 6yayT NPUMEHSATLCA MpU Bepu-
hvKaumm v BaMfaunmn BbIXOAOB. 10 OTHOLUEHUIO K OpraHu3aLmm BXofbl MOryT 6biTb BHYTPEHHUMU WA
BHELUHUMU.

PelleHre npo6nembl, Kacarlleica ABYCMbIC/EHHbIX WM NPOTMBOPEUMBLIX Tpe6GoBaHWUA K BXogy,
MOXeT MoTpeboBaTh MPOBEAEHNSA KOHCY/NbTauuii C BHYTPEHHUMWU W BHELUHUMW CTOPOHAMU, MMEKLWMMU
OTHOLLEHWe K 3TON npobneme. BxofHble faHHbIe, NONYyYEHHble Ha OCHOBe AeATeNbHOCTMW, MOMHasA OLeHKa
KOTOPO# eLlie HC 3aBepLLeHa, cleayeT NoABeprHyTb OLEHVMBAHMIO MOCPEACTBOM MOC/eAYHOLLEro aHanm3a,
Beputhukaumn n sanmgaummn. OpraHnsaunm peKoMeHayeTcs NAeHTUPULNPOBATb BaXKHbIE AN KPUTUYECKME
XapaKTepUCTUKU NPOAYKUMM 1N MPOLLECCOB C LiefIbio paspadboTKu pesynbTaTUBHOIO M 3PMEKTUBHOIO naaHa
ynpaajeHns 1 MOHUTOPWHIa 4eATeIbHOCTU B X04e MPOLLECCOB.

Mpy paccMoTpeHMM BOMPOCOB, OTHOCALUMXCH KO BXOZy, HE06X0AUMMO MpPUHUMATb BO BHMMaHWe
crefytoLLiee:

- KOMMNETEHTHOCTb PabOTHUKOB;

- JOKyMeHTauus;

- BO3MOXXHOCTW N MOHUTOPUHI 060PYLOBaHUS;

- oxpaHa Tpyaa, 6e30MacHOCTb 1 NPON3BOACTBEHHAsA cpefa.

Bbixoabl npouecca, BepnrLmpoBaHHble 0THOCUTEIbHO TPeboBaHMIA K ero BXody, BKOYas Kputepum
NPYEMKM, AO/MKHbI YUYUTbIBaTb NOTPEGHOCTM U OXMAAHMA MNOTpebuTeneli U ApYrMx 3aMHTepecoBaHHbIX
CTOPOH. B uensx BepuuKauny BbIXodbl CleAyeT 3af0KYMEHTUPOBaTb U OLEHUTb OTHOCUTENbHO Tpe6oBa-
HUA K BXOZy W KpuUTepusM MpueMKW. Takas OLeHKa OnpejensieT HeoOXOo4MMble KOPPEKTUPYHLLME,
npegynpexgatouive [eliCTBUS WM NOTeHUMaIbHble BO3MOXHOCTW MOBbILUEHUSA Pe3yNbTaTUBHOCTU U
3ah(heKTMBHOCTM npouecca. Bepudumkaumio NpogyKUMy MOXKHO OCYLLECTB/IATL B XOfe Mpouecca Ans
onpegeneHns ero N3aMeH4YMBOCTU.

PyKOBOACTBO OpraHusauuy NPOBOAMT MEPUOAMYECKMI aHann3 XapaKTepucTUK Mpouecca, YTobbl
y6eanTbCs, YTO MPOLLECC COOTBETCTBYET AeiCTBYIOLEMY niaHy. [Npumepbl TeM 415 TaKOro aHanmsa:

- 0e30TKa3HOCTb M NOBTOPSAEMOCTb MPOLLECCa;

- UieHTUDUKaUMA 1 NpefynpexieHne noTeHLMabHOro HeCOOTBETCTBUS,

- a[leKBaTHOCTb BXOAOB M BbIX0J0B MPOEKTUPOBAHMSA N pPa3paboTKu;

- COrslacoBaHHOCTb BXOAO0B M BbIXOLOB C 3an/iaHMpPOBaHHbIMU LIENISMK;

BO3MOXXHOCTU YNyYLLeHWs;
- HepaspeLUueHHble BOMpoChl.
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7 TpoLecchbl XU3HEHHOr0 LMKMa NpoayKumum*

7.1 TnaHvpoBaHWe NPOLECCOB XXM3HEHHOTO UMK/Ia NpogyKLmn

OpraHunsaums So/DKHa naHmMpoBaTh M paspabaTbiBaTh NPoLecchl, HE0OX0ANMbIe o151 0becrneveHns
XXM3HEHHOro UMKa npogykuuwn. MnaHupoBaHWe MPOLLECCOB XM3HEHHOr0 LMKAa NPOAYKUUU AO/MKHO
ObITb COrN1acoOBaHO ¢ TPe6oBaHNAMMN K APYTMM NpoLeccam CUCTEMbl MeHe[PKMEHTa KayecTsa.

Mpv nnaHMpoBaHMK NMPOLLECCOB XMU3HEHHOIO LKA NPOLYKLNN OpraHm3auus fo/KHa yCTaHOBUTb,
€CNKn 3TO MPUMEHNMO N HEO6XO0LMMO:

a) uenu B 06nacTy Kayectsa U TpeboBaHMA K NPOAYKLMU;

6) noTpebHOCTb B pa3paboTKe NPOLECCOB, JOKYMEHTOB, a Takke B 06ecneyeHUU pecypcamu Ans
KOHKPETHOW MpoayKLmK;

* B KONTCKOE HaCTOSALLEro CTaHAapTa K NpoLeccamM XXU3HEHHOTO HWKMa MPOMYKLILW OTHOCATCA TC MPOLecchl
[laHHOTO0 pa3jena, KOTopble OCYLLECTBASAET W (MM) 3a KOTOPbIe HECET OTBETCTBEHHOCTb Mepes nNoTpebuTenem opraHu-
3auus, npumensiowas FOCT P NCO 9001—2001.
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B) HEob6X0oAUMYI0 [esTeNbHOCTb MO BepuMKauuuM ¥ BanuauuuM, MOHUTOPUHTY, KOHTPOMO U
UCMbITAHUAM /151 KOHKPETHOM MPoAyKLuW, a Takke KpUTepUU NpUEMKU NPOAYKLUN;

r) 3anucu, Heobxoaumbie A5t 06ecriedeHnsl CBUAETENbCTBA TOF0, YTO NPOLLECCHI XKM3HEHHOMO LMK
NPOAYKLUMU U NPOAYKLUWS 0TBEYAOT TPe6oBaHMSIM.

Pe3ynbTaT 3TOro NjaHUPOBaHNUA JOSXKeH GbITb NPeACTaB/IEH B POPME, COOTBETCTBYIOLLEN NMpaKTVKe
opraHusauumm.

IlpuMcuyaHuna

1 [oKyMeHT, onpefenstoLnii NpoLecchl CUCTEMbl MeHeIKMeHTa KauecTBa (BK/KOYas MPOLECChl XXU3HEHHOT0
LMKNa NPOAYKLMN) N Pecypebl, KOTOPbIe MPeACTOUT NPUMEHATb K KOHKPETHOW NPOAYKLMMW, NMPOEKTY UMW KOHTPAKTY,
MOXET paccmMaTpmBaTbCa Kak NiaH KauecTsa.

2 MMpn pa3paboTKe NPOLECCOB >XM3HEHHOrO LMKMa MNPOAYKLMM OpraHu3aLus MOXET Takke MPUMEHATb
Tpe6oBaHus 7.3.

(M3meHeHHas pegakuus, Mam. Ne 1)

7.1.3.3 Banungauma v N3mMeHeHUA NpoLyKuMnU 1 MpoL,eccos

PykoBoACTBY Heo6xoAMMmo obecrneumsaTthb, YTOObI Banvgaumsa NpogyKUnmn SeMOHCTPUPOBasIa ee Crno-
CO6HOCTb YA0BNETBOPATL NOTPEGHOCTU M OXMAAHWUA NOTPebuTeneid 1 Apyrmx 3anHTepPecoBaHHbIX CTOPOH.
Banupauusa oxsaTbiBaeT MOAeMPOBaHNE, UMUTUPOBAHME U UCTIbITAHUSA, @ TaKXKe aHa/In3 C BOB/IEYEHNEM
noTpebmuTenein n pyrnx 3amHTepecoBaHHbIX CTOPOH.

Bonpocbl, KOTOpble crefyeT NPUHUMaTb BO BHUMaHMWE, BKOYAOT B Cebs;

- MOJINTUKY U Lenn B 06/1aCTU KayecTBa,;

- BO3MOXHOCTU UM KBaIMMKaL M0 060pyf0BaHUS;

- YCNoBMA 3KcryaTtaumu NpoayKunu,

- MCMONb30BaHWE NN NPUMEHeHNe NPOAYKLMN;

- YTWIM3aunio NpoayKLumu;

- XWU3HEeHHbIN LMK NpofyKLmnu;

- BO3[eliCTBME MPOLYKLUMM Ha OKPYXXAOLLYH Cpeay;

- BO3eCTBUE NPVMEHEHUS NPUPOAHBLIX PECYPCOB, B TOM YMC/e MATePUaoB U 3HEPTUK.

Mpouecc Banmpauun cnegyeT NpoBOAUTL Yepes COOTBETCTBYIOLLME MHTEPBa/bI, YTOObI 06ecneymBaTb
CBOEBPEMEHHYIO peaKLMio Ha M3MEeHeHWS, BO3AENCTBYIOLLME Ha npoLiecc.

Oco60e BHMMaHMWe yaensetcs Banvgaunm npoLeccos;

- 4N 0c060 LenHoM MpogyKUMM 1 MPOSYKUMN C KPUTUHECKMMI Tpe6oBaHMAMU K 6e30MmacHoCTy;

- ram, rge HefoCTaTKu B NPOAYKLMN MOTyT CTaTb O4eBUAHBIMU TOMLKO MPU UCMO/Ib30BaHUN;

- Tawm, rge sagauma He MOXKeT ObITb MOBTOPEHA,;

- Tawm, rge BepumKaunsa NpoayKUMM HeBO3MOXHaA.

OpraHu3aumMm Heo6X0AMMO BHeAPUTb MNPOLECC Pe3y/ibTaTUBHOMO U 3DPEeKTUBHOro ynpasfieHus
N3MEHEHUSIMW, YTOObI Y6eAMTbCA, YTO M3MEHEHUS MPOAYKUUW WAW NPOLECCOB BbIFOAHbI OpraHu3auumn n
YO0BTETBOPAIOT MOTPEGHOCTAM M OXUAAHUAM 3aMHTEPecOBaHHbIX CTOPOH. VI3MeHeHWs crefyeT onpege-
NATb, PErncTpUpoBaTh, OLEHNBAaTb, aHA/IM3MPOBaTh W MOABepraTb YNpasieHnto, YTobbl NMOHATL CTENeHb UX
B/INAHWS Ha Jpyrvie NpoLuecchbl, a Takke NOTPEGHOCTU U OXMAAHWUA MOTPebuTeneil 1 Apyrmx sanHTepeco-
BaHHbIX CTOPOH.

Jto6ble N3MeHEHMS B NpoOLecce, BMSAIOLLME HA XapaKTePUCTUKN NPOAYKLUMKM, HEO6X0ANMO PErncTpu-
poBaTh M JOBOAWTB [0 CBEfieHNS NepcoHana, Ytobbl MOAAEPXXMBaTbL COOTBETCTBYE MNPOAYKLUN N NPefoCTaB-
NATb MHGOPMALMIO MO0 KOPPEKTUPYIOLWLMM [elCTBUSM UM YYYLLEHWUIO [esTeNIbHOCTM OpraHusauum.
CnegyeT onpefennTb MNOTHOMOYUS ANS UHULMNPOBAHNS U3MEHEHUS C Liefiblo 06ecneyveHnss ynpasieHus.

B cnyuasx, Korga BbIX04OM npouecca ABASETCA NPOAYKUUSA, 3TOT BbIX0 YTBEPXAAOT nocse 6oro
COOTBETCTBYIOLLLErO M3MEHEHUS, UTOBbI MOXHO 6bIN10 YOeAUTLCS B XKenaeMoM BO3AeACTBUW MOC/e[HEro.

MoXeT TakXke paccMaTpuBaTbCA MPUMEHEHME METOL0B MOJE/IMPOBAHMA C LEefbio MIaHMpoBaHUA
npegynpexaeHnsa 0TKasoB WU HefoCTaTKOB MPOLECcCoB.

CnefyeT NpoBOAWTL OLEHKY PUCKOB, YTOObI OLEHMBATbH BO3MOXXHOCTb NOSIBNEHWUS PUCKOB M MOCnea-
CTBUSI BePOATHbIX OTKA30B WM HeAOCTATKOB MpoLeccoB. Pe3ynbTaTbl HEOOXOAMMO WCMO/b30BaTh AN
onpefeneHns 1 OCyLLEeCTBIEHMA NpefynpeXxaaloLnx AeCTBUM C LeNbio YMeHbLUEHUA AEHTU(ULNPOBaH-
HbIX PUCKOB.

MprMepbl CpeacTB OLEHKN PUCKOB:

- aHanM3 xapaKTepa 1 MocneicTBUIA 0TKa3a;

- aHanus3 fepeBa 0TKa30B:

- AvarpamMmbl 3aBUCKMMOCTHU;

- MeTOAbl MOJENNPOBAHUS;

- MpPOrHo3 6e30TKa3HOCTW.
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7.2 Tpouecchbl, CBA3aHHbIE C 3aUHTEPECOBAHHBIMU CTOPOHaMM

PykoBogcTBYy Heob6xo4MMo o6ecnedmBaTb OnpefesieHne opraHusalmein B3auMHO NpueMIeMblX Npo-
LLeccoB A/1s1 Pe3yNbTaTUBHOIO 1 3pheKTUBHOI0 NOALEPXKaHNSA CBA3M CO CBOMMU NOTPeGUTENAMY 1 APYTUMUA
3aMHTEPeCOBaHHbIMK CTOpPOHaMu. OpraHusaunn crefyeT BHeAPUTb W MOAJEPXMBATbL 3TU MpoLecchl A1s
o6ecneyeHNst aieKBaTHOr0 MOHUMaHUSI NOTPEGHOCTEN U OXMAaHWIA 3aMHTePecoBaHHbIX CTOPOH U NepeBoja
3TUX MOTPebHOCTel M 0XXUAaHWI B TpeboBaHUS K opraHv3aummn. 3TW NpoLecchl BKIOYAOT onpefeseHmne
N aHanM3 COOTBETCTBYIOLLEN MHGOpMauMM, a Takke aKTUBHOE BOB/flieUYeHMe MOTpebuTenen n apyrux
3aMHTePeCOBaHHbIX CTOPOH.

MpyMepbl COOTBETCTBYHOLLIEN MHGOPMAaLMM O MpoLieccax:

- Tpe6oBaHMA NOTPebUTeNen uan Jpyrux 3aMHTepPecoBaHHbIX CTOPOH;

- 1ccnefoBaHMe PbIHKA, B TOM YKCe faHHble 06 0Tpacnsax U KOHEYHOM MOMb30BaTese;

- KOHTpPaKTHble TpeboBaHWs;

- aHaM3 KOHKYpPEHTOB;

- CpaBHeHMe C TyHLIMMU SOCTVXKEHVNAMN:

- Mpouecchl, NognagaroLine Noj 3akoHogatesb)!ble UAn apyrue o6a3aTesibHble Tpe6oBaHUS.

OpraHuzaumm Heo6X0AMMO MOSTHOCTLI0 MOHSTL TPpe6oBaHMS NOTPeGUTeNeld UK 4PYrUX 3aMHTEpPeco-
BaHHbIX CTOPOH 0 UHWLMMPOBAHUS MepOnpuATUA MO 06ecneYveHnto COOTBETCTBUSA 3TUM TPeboBaHMSAM.

3ro NoOHVMaHue 1 ero BO3AelCTBME AO/DKHbI ObiTb B3aMMHO MPUEMIEMbBIMU 4151 YHACTHUKOB.
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7.2 Mpoueccbl, cBA3aHHbIE C NOTPe6UTENAMN

7.2.1 OnpegeneHne TpeboBaHNM, OTHOCALLMXCA K NPOAYKLUUN

OpraHusaumsa Jo/mKHa onpegennTb:

a) Tpe6oBaHWS, YCTAHOB/IEHHbIE NOTPebUTENAMK, BKIOYas TPe6OBaHUS K MOCTaBKe U AeaTeNbHOC-
TW MOCTE MOCTaBKW;

6) TpeboBaHWs, HC onpejenieHHble NOTPebMTeNIeM, HO HEO6X0AMMbIE AN KOHKPETHOrO0 WAn npea-
nosiaraemoro Ucrosib30BaHUs, ec/in OHO W3BECTHO;

B) 3aKoHofaTeslbHble M ApYyrne obsa3aTesbHble TPe60BaHWA, OTHOCALLMECA K NPOAYKLMU;

r) nobble JONOMHUTENbHbIE TPe6OBaHUS, ONpeae/ieHHbIe OpraHn3aumnei.

7.2.2 AHanns Tpe6oBaHuiA, OTHOCALLUXCA K NPOAYKLUMN

OpraHuszauma [Lo/KHa aHaIM3MpoBaTb TPeboBaHMs, OTHOCALLMECS K NPoAyKLuuW. ITOT aHanms
[JO/MKEH MPOBOAMTBLCA A0 MPUHATMS OpraHuM3auueil Ha cebsi 06s3aTeNlbCTBa MOCTAATATbH MPOAYKLMIO
noTpe6uTento (Hanpumep, yyactve B TeHAepax, MPUHATNE KOHTPaAKTOB WM 3aKa30B, MPUHATUE U3MEHe-
HUWM K KOHTpaKTaMm Win 3akaszam) 1 Lo/XeH obecneumBaThb:

a) onpepeneHne Tpe6oBaHWA K MPOJyKLUN;

6) cornacoBaHue TpeboBaHWI KOHTPaKTa WM 3aKasa, OT/IMHatoLLMXCS OT paHee cOPMY/IMPOBaHHbIX;

B) CNOCOGHOCTb OpraHmM3auuun BbINOMHATL OMNpeaeneHHble TpeboBaHus.

3anucu pesynbTaToB aHanM3a W NOCAeAyOLWNX AeACTBUA, BbITEKAOWMUX W3 aHanu3a, LO/DKHbI
NoAAepXnBaTbCA B paboyeM COCTOSHUM.

Ecnn noTpebutenun He BbIABUraloT AOKYMEHTUPOBaHHbIX TPeO60OBaHW, OpraHm3aumns O/MKHA Nog-
TBEPAUTL UX Yy NOTPebUTeNs L0 NPUHATUA K UCMONHEHUIO.

Ecnn TpeboBaHMA K NpofyKLMW M3MEHeHbI, opraHm3aumsa go/mkHa obecnevmTb, YTO6bI COOTBETCT-
BYIOLLIME JOKYMEHTbI OblIM UCMPaaseHbl, a 3aMHTEPeCOBaHHbI NepcoHan bbin NocTaaTeH B U3BECTHOCTb
00 M3MEHUBLLMXCA TpeboBaHWAX.

MpumeyaHne — B HEKOTOPbIX CUTyaLMsiX, TaKUX KaK MPOAaXKW, OCYLLECTBsSEMble 4Yepe3 VIHTepHeT,
NpakTUYecKN Helenecoo6pasHo NPOBOAMTL OULMaNbHbI aHanu3 Kaxgoro 3akasa. BmecTo 3Toro aHanus Moxer
pacrpoCTPaHATLCS Ha COOTBETCTBYIOLLYH WHGOPMALMI0 O NPOAYKUMM, TaKyH Kak KaTanoru WaM peknamHble
maTtepuansi.

7.2.3 CBSI3b C NOTPebUTENSIMU

OpraHusauma Jo/mKHa onpeensaTb U 0CYLLECTBAATL 3(h(hEeKTMBHbIE Mepbl N0 MOALEPXKaHUIO CBSA3N
C NoTpebuTenamu, KacaroLmecs:

a) MHopmaumn 0 NpPoayKUnK;

6) NPOXOXAeHMA 3anpocoB, KOHTPaKTa UM 3aKasa, BK/IHOYas MonpasKu;

B) 06paTHOW CBA3M OT NOTpebuTeneld, BKIUas Xanobbl NOTpebuTesnei.
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7.3 TpoeKTvpoBaHWe 1 paspaboTKa

7.3.1 OG6ume peKomeHZaunm

BbicLlleMy PYKOBOACTBY CrleflyeT YAOCTOBEPWUTLCH, YTO B OpraHusauun onpegeneHbl, BHeApeHbl U
noAAepXXmBatoTca B paboyeM COCTOSHMM Heob6Xo4uMble MPOLEcchbl MPOEKTUPOBAHUA W pa3paboTku Ans
pe3ynbTaTUBHOMO M 3h(heKTUBHOIO pearMpoBaHns Ha NOTPe6GHOCTM U OXMAAHWA CBOMX MOTpebuTenein u
JPpYrunx 3anHTepecoBaHHbIX CTOPOH.

Mpu npoekTMpoBaHUN 1 pa3paboTKe NPOLYKLMM UK NPOLECCOB PYKOBOACTBY HE06X04MMO o6ecne-
YMBaTb CMOCOBHOCTL OpPraHM3aL M yUnTbiBaTb He TO/IbKO CBOK OCHOBHYIO fieATe/TbHOCTb 1 CBOM (hYHKLUN,
HO 1 BCe (DaKTOopbl, COLENCTBYIOLLME TOMY, YTOObI XapaKTepUCTUKN NPOAYKUMM 1 MoKasaTenn npoLeccoB
COOTBETCTBOBA/IM OXMNAAHMAM NOTPE6UTENE N PYTNX 3aMHTepecoBaHHbLIX CTOPOH. Hanpumep, opraHusa-
UMs LO/DKHA MNPUMHMMATb BO BHUMAHMWE XXW3HEHHbIA LMK MPOAYKUWMW, OXpaHy Tpyaa, BO3MOXHOCTb
NpoBejeHNst UCMbITaHWi, NPUTOAHOCTb, MPOCTOTY B UCMOMb30BAHUN, HAAEXKHOCTb, AO/ITOBEYHOCTb, 3Pro-
HOMMKY. BHELLHIOK cpeay, YTUAM3aLMI0 NPOAYKLMM, a Takke onpefe/ieHHbIe PUCKMU.

PYKOBOACTBO TakXe HeceT OTBETCTBEHHOCTb 3a NPUHATUE Mep N0 UAEHTUDUKALUUN U YMEHBLLEHUIO
NoTeHLMaNbHOro pucka 415 nosb3oBaTeneli NPogyKUMM U NpoLeccos opraHusaummn. CnefyeT NpoBOANUTb
OLlEHMBAHME PUCKOB, YTOObI OLEHUTb BO3MOXXHOCTb UX MOSAB/EHUA W MOCNEACTBUS BEPOATHbLIX OTKas30B
NN HeoCTaTKOB NPOAYKLMN UM NpPoLeccoB. Pe3ynbTaTbl OLLEHKN Hafo UCMOMb30BaTh 4718 onpefeeHns
1 ocyLLIeCcTaseHUs1 NpejynpeXxaaroLmx AecTBUA € Lebio YMeHbLUEHUS NAEHTUHULMPOBAHHbIX PUCKOB.

Mpumepb! CPeACTB OLEHNBAHWA PUCKOB MPOEKTUPOBAHNA U paspaboTKu:

- aHa/M3 NPUYMH 1 NOCNeACTBUIA 0TKA30B MPOEKTa;

- aHanus Jepesa 0TKas3o0B;

- NPOrHo3 6e30TKa3HOCTU;

- AvarpammMbl 3aBUCUMOCTU:

- MeTofbl paHXUpPOBaHUS;

- MeTofbl MOZENNPOBAHUA.
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7.3 TMpoekTupoBaHne 1 paspaboTka

7.3.1 MnaHnpoBaHWe NPOEKTMPOBaHNS N pa3paboTKn

OpraHu3aums go/HKHa NaaHNpoBaThb Y YNPaBAsiTb NPOEKTUPOBaHVEM 1 Pa3paboTKol MPoAyKUMK.

B xoge nnaHMpoBaHWs NPOEKTUPOBaHUA M pa3paboTKU opraHM3auusa Jo/KHa ycTaHaB/IMBATb:

a) cTaguun NPOeKTUPOBaHMA U paspaboTKu;

6) npoBefeHWe aHanM3a, BepUOUKaLMIO N BaIMAALMNIO, COOTBETCTBYHOLUNX KaXKAON CTafun npoek-
TMPOBaHWA U pas3paboTKu;

B) OTBETCTBEHHOCTb M MOSIHOMOYMA B 06/1aCTV MPOEKTUPOBAHUA U pa3padboTKu.

OpraHu3au s 4o/KHa ynpaBnsiTe B3aMMOAECTBMEM PaxLUYHbIX FPYMM, 3aHATbIX MPOeKTMPOBaHNEM
N pa3paboTKoOA, C Lenbio obecnedeHns 3PeKTUBHOM CBA3MN N YETKOr0 pacnpefenieHnst OTBETCTBEHHOCTH.

PesynbTaTbl NIaHMPOBaHUS AO/MKHbI aKTyaIM3MpoBaTbCs, eCIM 3TO HE06XOAMMO, MO XOAYy NpoeK-
TUPOBaHMA 1 paspaboTKu.
(N3veHeHHas pepakums, 3m. Ne 1).

7.3.2 BX0fHble N BbIXOfHbIE AaHHbIE 41 NPOEKTMPOBaHUA U paspaboTKu
OpraHu3aums So/KHa OnpefeInTb BXOAHbIE JaHHbIe AN NpoLecca, BAUSIOLLME HA NPOEKTUPOBaHMe
H pas3paboTKy NPOAYKUUM W COAEACTBYIOLLME Pe3yNnbTaTMBHOM WM 3PHEKTUBHOM ero paboTe C LeIbto
y[0aneTBOPEHNS NOTPEBHOCTEN M OXKMAAHWIA NOTPebuTeNeld, a TakKe PYrMxX 3auHTEePecOBaHHbIX CTOPOH,
T BHELLHME NOTPE6HOCTN N OKMAAHWUS B COMeTaHUM C BHYTPEHHUMW 3anpocaMun opraHusaunumn JO/MKHbI
6bITb MPUrOAHBLIMY AN NEPeBOfa BO BXOAHblE TpeboBaHMA K MpoLeccaM MPOEKTUPOBaHUA U pa3padoTKu.
MprmMepbI:
a) BHELUHMe BXOAHbIe AaHHbIe:
- MOTPe6HOCTU N OXKMAAHWUS MOTPEBUTENEA UM PbIHKA;
- MOTPeBHOCTU U OXMAAHWUS APYTrUX 3aUHTEPEeCOBaHHbIX CTOPOH;
- BKJ1aj NOCTaBLLNKOB;
- BXOfHble jaHHble MOSb30BaTeNs, HanpaB/eHHble Ha co3faHune cTabubHOrO MPoeKTa M paspa-
60TKMU;
- M3MEeHeHWs1 B COOTBETCTBYHOLLMX 3aKOHOAATE/IbHbIX U APYrnX 06a3aTesibHbIX TpeboBaHWSAX;
- MeXAyHapoAHble WM HaLMOHa/bHble CTaHAapThl;
- MPOMbILL/IEHHbIE KOAEKCbl YCTaHOBMBLUEWCS NPaKTUKW;
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6) BHYTPeHHWe BXOAHbIe AaHHbIE:
- MONUTMKAa W uenu;
- NoTpe6HOCTU M OXMAaHUS paboOTHUKOB OpraHu3auuuy, BKIYas UL, MOMy4YaloLnX BbIXOAHbIe
[aHHble NpOLIeccoB;
- TeXHONOrnyeckune paspaboTku;
- TpeboBaHMSA K KOMMETEHTHOCTU MPOEKTUPOBLLMKOB N pa3paboTyMKOB;
- obpaTHas nHhopMaLmMsa 0 NPOLLIOM OMbITe;
- 3anucy 1 JaHHble 0 CYLLECTBYIOLLMX NpoLeccax U NpogyKunu;
- BbIX0Abl APYrMX MPOLECCOB;

B) BXOAHble faHHble, OMpefenstoLine Te XapaKTepuCTUKU NPOLLECCOB WAM MPOAYKLUUN, KOTOpble
ABNAOTCA KPUTUYECKUMW ANS1 UX 6e30MacHOCTM, MpaBUIbHOMO (BYHKUMOHWPOBAHUS U 06CNYXUBAHUS,
Takue, Kak flaHHble O:

- paboTe, MOHTaXe U NPUMEHEHWN;

- XpaHeHWM, NOorpy304HO-pasrpy30UHbIX paboTax M MocTaBKe;

- (hM3nYecKMX MapaMeTpax U OKpyxatoLleli cpege;

- Tpe6oBaHMAX K yTUIM3aLUM NpoayKLmn.

CyLLecTBEHHOE 3HayeHMe MOTYT WMEeTb BXOfAHble fAaHHble, CBSi3aHHble C MPOAYKLMENR, KoTopble
OCHOBaHbI Ha OLeHKe MOTPe6HOCTeN 1 OXXMAAHUA KOHEYHbIX MOMb30BaTesNel, a Takke HemocpeaCTBEHHbIX
notpebuTenen. 3T BXOAHbIE laHHble HEO6XO0ANMO CHOPMYNMPOBATb TaK, UTOObI MPOAYKLMIO MOXHO 6bISI0
pe3ynbTaTMBHO U 3PPeKTUBHO BEPUHULMPOBATL U BaMAMPOBATb.

BbIX0fHble laHHbIe BK/OYAOT MH(OPMaLMIO, MO3BONSIOLLYI0 NPOBECTU BepUMMNKaLMIO U BanaaLmio
Ha COOTBETCTBUE 3anjaHUPOBaHHbIM TPe6GOBaHUAM.

Mpumepb! BbIXoda NPOEKTUPOBAHNS U Pa3paboTKu:

[aHHble, MOATBEPXAAIOLLME CpABHEHME BXOAOB A1 MpoLecca ¢ BbIX04amMu NpoLecca;

- cneyndmKauumn Ha NPoayKUunio, B TOM YUCIE KPUTEPUN MPUEMKM;

- crneunduKauum Ha npoLecc;

- crneundukaumm Ha matepuanbl;

- crneuuguKauum Ha McnbITaHUs;

- Tpe6oBaHMA K NOAFOTOBKE Kajpos;

- MH(opMmaLusa o0 nosnb3oBaTesnie U NoTpebuTene;

- TpeboBaHUs K 3aKynKaw;

- NPOTOKO/bl MPOBEPKM COOTBETCTBUS TEXHUYECKMM YCNOBUSM.

BbIxoAbl MPOEKTUPOBaHWA 1 paspaboTKM crnefyeT MpoaHa/M3MpPOBaTb MO OTHOLUEHWIO K BXodam C
Lenblo obecrneveHns 06BLEKTUBHOIO CBUAETENIbCTBA TOr0, YTO BbIXOAbl Pe3y/NbTaTUBHO U 3APHPEKTMBHO
0TBeYarT TPeboBaHMSAM K MpoLueccy 1 NPOAYKLUK.
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7.3.2 BxofHble fjaHHble 415 NPOEKTMPOBaHMA U pa3paboTKu

BxofHble AaHHble, OTHOCALMECS K TpeboBaHMAM K NPOAYKLMMW, A0/KHbI 6bITb OnpefeneHbl, a
3anuncn AO/MKHbI NOAAePXMBaTLCA B paboyem COCTOSTHUN.

BxofHble AaHHbIe JO/MKHbI BK/IOYATb:

a) (BYHKLMOHa/bHble U 3KCMyaTaunoHHble TpeboBaHMS;

6) COOTBETCTBYIOLLME 3aKOHOAATENbHbIE U Apyrue 0653aTeNbHble TPeboBaHUS;

B) ram, rge aTo BO3MOXHO, UH(hOPMaLNIO, B3ATYIO U3 MPedblayLLMX aHaorMyHbIX MPOEKTOB;

r) Apyrue Tpe6oBaHUsA, BaXHble 419 MPOEKTUPOBAHUA N Pa3paboTKu.

3TN BXOAHble AaHHble AO/MKHbI aHAaIN3MPOBATLCA Ha [OCTATOMHOCTb. TPeboBaHUSA JO/MKHbI ObITh
MOSIHBIMW, HELBYCMbIC/IEHHBbIMW 1N HENPOTVMBOPEUNBBLIMMU.

7.3.3 BbIxogHble jaHHbIE NPOEKTMPOBAHUS U Pa3paboTKu

BbIxoAHble fJaHHble MPOEKTUPOBAHUSA W pPa3paboTKU [LO/MKHbI 6bITb MpeAcTaBneHbl B (hOopMe,
Mo3BOMISAIOLLEN MPOBECTU BepUMKaLMIO OTHOCUTENIbHO BXOAHbIX TpeboBaHWli K MPOEKTUPOBAaHWIO W
paspaboTKe, a TaKXe A0/DKHbI 6bITb 0(MLManbHO 0f406PeHbI 40 UX MOC/EAYIOLLEr0 NCNONb30BaHMS.

BbIX0ogHble JaHHbIE NMPOEKTUPOBAHUA U Pa3paboTKN AO/MKHbI:

a) COOTBETCTBOBATb BXOAHbIM TPe60BaHUAM K MPOEKTMPOBAHMIO 1 pa3paboTke;

6) obecrneumBaTb COOTBETCTBYIOLLEN MH(OPMaLMe MO 3aKynKaMm, MPON3BOACTBY M 06CNYXXUBaHMIO;

B) COAepXXaTb KpUTEPUN NPUEMKMN NPOLYKLMN UM CCbISTKU HAa HUX;

r) oNpedensiTb XapakKTepucTUKM MPOAYKLMK, CYLLECTBEHHbIe A5 ee 6e30NacHOr0 1 NPaBWIbHOMO
NCMonb30BaHUs.

7,3.2. 7,3.3 (3ameHeHHas pegakums. M3m. Ne 1).

22



FOCT P NCO 9004-2001

7.3.3 AHanu3 npoekTa n paspaboTku

BbicLUeMy pyKOBOACTBY HE06X04MMO 06ecneymBaTb Ha3HauYeHUe COOTBETCTBYHOLLMX PabonkKoB Ans
ynpasfieHNs W MPOBeAeHUA CUCTEMATUYECKOro aHanusa, 4Tobbl YCTAHOBWUTb, AOCTUTHYTbI NN Lenn B
06nacT MPOEKTMPOBaHWA U paspaboTKu. Takue aHam3bl MOTYT MPOBOAWMTBLCA B BbIGPaHHbIX TOYKax
npouecca NPoeKTUPOBaHNS 1 pa3paboTKy, a TaKKe Moc/e ero 3aBepLUeHus.

O6beKTaMn TakuxX aHasIM30B AB/AOTCA:

- afleKBaTHOCTb BXOfI0B A1 BbIMO/IHEHUS 33fjaHNM MO MPOEKTUPOBAHUIO N pa3paboTKe;

- X0f, 3anfiaHMpPOBAHHOr0 MpoLecca NPOEKTUPOBAHNUA U paspadoTKu:

- COOTBETCTBME LeNIAM BepumKaumm n Banngaumm,;

- OUeHKa NOTeHUMaNbHbIX PUCKOB WAN MPUYUH 0TKa30B MpW MCMOMb30BaHUN NPOAYKLNN;

- [aHHbIe XXM3HEHHOT0 HUK/A, KacaloLnecs XapaKTepucTUK NpoayKumm;

- ynpassieHWe N3MEHEHUAMM U UX MOCNEACTBUA B XOfe NPOEKTUPOBAHUA N PaspaboTKu;

- onpegeneHne n yctpaHeHve npob6nem;

- BO3MOXHOCTU AN Y/IyULLEHNA NpoLecca NPoeKTUPOBaHUA N Pa3paboTKu:

- MOTEHUManbHOe BO3AENCTBME MPOAYKLUN Ha OKPYXaIOLLYO cpeay.

Ha nogxogsawmx cTaguax opraHusanmm cnegyeT Takke NpPOBOAUTbL aHaM3bl BbIXOLOB NPOEKTMPOBa-
HUA 1 pa3paboTKM 1 MPOLECCOoB ANA YAOBNETBOPEHUS MOTPEOHOCTEN M OXXMAaHWI NoTpebuTeneld, a Takke
paboTHMKOB OpraHusauun, Noay4varLmnx BbIXOAHbIe fJaHHble npouecca. Hago Takke yaenAaTb BHMMaHUe
NoTPe6HOCTAM Y OKUAAHUAM APYTUX 3aUHTEPECOBaHHbIX CTOPOH.

MpyMepbl feaTenbHOCTY MO BepudMKaLumM BbIXOAOB NpoLecca NPOeKTUPOBaHNUA 1 pa3paboTKu:

- CpaBHeHWs TpeboBaHW K BXOAy NO OTHOLUEHMIO K BbIXOZy npouecca;

- MPUMeHeHVe CPaBHUTENIbHBIX METOL0B, TaKuX, KaK a/lbTEPHATUBHbIE PacyeTbl NPU MPOEKTUPOBA-
HUN 1 pa3paboTKe;

- OLEHKa Mo OTHOLUEHMIO K aHasioram;

- MpoBepKa, MogennpoBaHne 1N UCNbITaHUA C LESIbI0O KOHTPO/IA COOTBETCTBUA KOHKPETHLIM Tp960—
BaHVSM K BXOAHbIM JaHHbIM;

- OLEHKa YPOKOB, M3BJ/IeYEHHbIX M3 MPOLUIOro OMbITa, TAKUX KakK HeCcOOTBETCTBUA U HefoCTaTKu
npodwecca.

Banvpauus BbIX0OA0B MPOLLECCOB MPOEKTUPOBAHUA U pa3paboTKy BadkHa 415 YCMELLHOro X nosyYe-
HNA 1N NCNosib3oBaHUA I'IOTpe6l/ITEJ'IF|MVI, nocTtaBLMKamMmu, paﬁOTHI/IKaMVI opraHusaunn n Apyrumm 3anmHTe-
pecoBaHHbIMW CTOPOHaMM.

YyacTue CTOPOH MO3BOJIAET (PAKTUYECKUM M0/1b30BATENAM OLEHMBATL BbIX0Abl C MOMOLLLI0 Ba/IAALIMN:

- WHXXEHEepPHOro gnsaliHa 40 KOHCTPYMPOBAHUS, MOHTaXa WM NPUMEHEHMS;

- BbIXOZ0B MPOrpamMMHOro CpeAcTBa 0 MOHTaXKa WM UCMO/b30BaHWS;

- YCAyr 40 LWMPOKOro UX BBEAEHUS.

MoxeT noTpeboBaTbCA YaCTMYHAA BanMpaums BbIXOAHbIX JaHHbIX NMPOEKTMPOBaHNA U pa3padboTKu
Lienbio 06ecneveHns YBePeHHOCTU B UX ByayLlemM NpUMeEHEHUN.

B xoge Bepudmkauum v Banugaumm Heob6xoauMo cobpaTb AOCTATOYHO AaHHbIX, MO3BOMAOLLNX
npoaHaIn3npoBaTb METOAbl MPOEKTNPOBaHNA U pa3pa60TK|/|, a Takke NPUHATbIe pPeLleHns.

AHann3 MeTOA0B BK/IHOYAET:

- ynyulleHve NpoLLeccoB 1 NPOAYKLUNN;

- NPUMEHMMOCTb BbIXOAHbIX JaHHbIX;

- afleKBaTHOCTb 3anuceil npowecca U aHaIn3a;

- [eATeNbHOCTb MO UCCNEef0BaHMIO O0TKa30B;

- Oyaywue nNoTpebHOCTM npouecca NPOeKTUPOBaHMA U pa3paboTKu.
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7.3.4 AHanu3 npoekTa u paspaboTKu

Ha coOTBETCTBYIOLUMX CTAANAX JO/KEH NMPOBOAUTLCA CMCTEMATMYECKWIA aHaIM3 MpoeKTa n paspa-
60TKN B COOTBETCTBUM C 3anjaHUpPOBaHHbIMU MeponpuaTuaMu (7.3.1) ¢ uenbio:

a) OLEeHMBaHWNS CMOCOGHOCTM pe3yNbTaToB NPOEKTUPOBaHUSA M paspaboTKu yA0BNeTBOPSATbL Tpebo-
BaHUAX™

6) BbISIB/IEHMSI NIIOObIX MPOG/EM M BHECEHUS MPeAIOXEeHNA N0 HEOOXOANMbBIM AeACTBUAM.

B cocTaB y4yacTHMKOB TakOro aHaavsa A0/MKHbl BK/KOYATLCA MNpeacTaBUTeNV MogpasgeneHui,
MMELWMX OTHOLWEHWEe K aHannsmpyemoin(biM) cTaguun(sim) NPOeKTUPOBaHUA U paspaboTKu. 3anucu
pesynbTaToB aHa/IM3a U BCeX HEOOX0AMMBbIX AeliCTBMIA JOMKHbI NMOAAEPKUBATLCA B paboyeM COCTOSHUN.

(N3meHeHHas pegakuus, M3m. Ne 1)
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7.3.5 Beputmkaumsi NpoekTa 1 paspaboTKu

Bepuurkauuns gomkHa ocyLLecTaTATLCA B COOTBETCTBMM C 3an/iaHWpPOBaHHbIMU MepPONpPUATUAMU,
4YTO6bI YAOCTOBEPUTLCA, YTO BbIXOAHbIE JaHHbIE MPOEKTUPOBAHUA Y Pa3paboTKM COOTBETCTBYIOT BXOAHbLIM
TpeboBaHMAM A5 MPOEKTUPOBAHUSA U pa3paboTKW. 3anucu pesynbTaToB BepudMKaLmm 1 BCeX HEOBXO-
OVMbIX AeACTBUIA [O/MKHbI NOAAEPXKMBATLCA B paboyeM COCTOSTHUM.

7.3.6 Banmpaumsa npoekTa u paspaboTku

Banngauua npoekta n paspaboTKu fO/IXKHA OCYLLECTBNSATLCA B COOTBETCTBUM C 3an1aHMpPOBaHHbIMU
MeponpuUATUAMK, 4YTOObI YAOCTOBEPUTBLCA, UTO MOMyYeHHas B pe3ynbTaTe MNPOAYKUWS COOTBETCTBYET
TpeboBaHMAM K YCTAHOB/IEHHOMY WX MpejrnonaraeMoMy UCMosb30BaHWMIO, eC/iM OHO U3BECTHO. [ae aTo
NpaKTUYecKM BO3MOXHO M LenecoobpasHo, Banngaums Lo/kKHa ObiTb 3aBepLueHa 40 MOCTaBKM Uu
NPYMEHeHNS MPOAYKLUN. 3anncu pe3ynbTaToB Ba/MfauMM U BCEX He0OXOAMMbIX LeACTBWIA AO/MKHbI
noaaepXXmBaTbCs B paboyeM COCTOAHUMN.

7.3.7 YnpaBeneHve n3MeHeHNAMM MpoeKTa v paspaboTKu

Vi3MeHeHWsI NpoeKTa U paspaboTKu LO/MKHbI 6bITb MAEHTU(HMLMPOBaHbI, a 3annucy JO/KHbI Moa-
[ep>XMBaTLCA B paboyem COCTOSAHUW. VI3MEHeHUA [O/MKHbI ObITb NPOaHaNN3nPoBaHbl, BEPUPULMPOBaHbI
1 BaNAMPOBaHbl COOTEETCTBYIOLLMM 06pa3oM, a Takxe Of06peHbl [0 BHECEHUS. AHaIN3 U3MEHeHU
npoekTa U pa3paboTKN [O/DKEH BK/HOYaTb OLEHKY BUAHWS M3MEHEHWI Ha COCTaBHbIE YaCTu U YXe
nocTas/ieHHYIO MPOAYKLMIO.

3anucy pe3ynbLTaToOB aHa/IN3a U3MEHEHUIA U NOBbIX HEOOXOAUMbIX AENCTBUIA AOMKHbLI MOAAEPXKM-
BaTbCA B paboyem COCTOSHMUMW.

7.3.6. 7.3.7 (3meHeHHas pegakums, Mam. Ms 1).

7.4 3akynku

7.4.1 Tpouecc 3aKynok

BbiclueMy pyKOBOACTBY OpraHusauumn crnefyeT obecriedmBaTb OnpefesieHne U BHeAPeHWe pesyfbTa-
TUBHbIX 1 3()(heKTVBHbIX MPOLLECCOB 3aKYMNOK ANS1 OLLEHKWN 1 yNpaB/eHns 3aKynieHHOW NpoayKLmMeit, ¢ Tem
yTobblI OHAa YAOB/IETBOPSANA MOTPE6HOCTAM M TpeboBaHWAM OpraHu3auunn, a Takke 3auHTepecoBaHHbIX
CTOPOH.

C uenbio onTUMmnsaLmm MHHOPMMPOBaHNS 0 TPe6oBaHMAX HEOOXOANMO PACCMOTPETL UCMO/Ib30BaHWe
3M1IEKTPOHHOI CBA3M C NOCTaBLUMKaMMU.

[ns pe3ynbTaTvBHOV U 3th(DeKTUBHON [JeATENbHOCTM OpraHu3aLny pPyKOBOACTBY CriefyeT BKIOUUTb
B MPOLECChl 3aKYMOK:

- CBOEBPEMEHHOE, pe3yNbTaTUBHOE M TOUYHOE onpegeneHve noTpebHocTeld 1 Tpe6oBaHWI K 3aKynae-
MO MpogyKLmu;

- OLEHKY CTOMMOCTW 3aKynaemoi NpOAYKLMW C YYeTOM XapaKTepuCTUK MPOAYKUUW, UeHbl ©
MocTaBKu;

NOTPe6HOCTb OpraHn3aLmm 1 KpUTepmum BepumKauum 3akynieHHONM NpogyKunm;
- YHUKaJlbHble MpoLecchbl NOCTaBLLMKOB;
ynpas/ieHWe KOHTPaKTOM MPUMEHUTENIbHO K MEPONPUATUAM KaK MocTaBLLMKaE, TaK U NapTHEPOB;

- rapaHTUiHY0 3aMeHY HECOOTBETCTBYIOLLEN 3aKYMNIeHHOW MPOAYKLUN:

- TpeboBaHWA K MaTepuasibHO-TEXHUYECKOMY 06ecreyeHunto;

- NOEHTUHUKALMIO N NPOCNEXMNBAEMOCTb NPOAYKLUNN;

- COXpaHeHWe NpPoAyKLumMu;

- JOKYMeHTaLMIo, BKIOYas 3anucu;

- ynpaBfeHue 3aKyrneHHO NPoLyKLUUeld, MMelOLLE OTKIOHEHWS OT TpeboBaHWiA;

- [OCTY N Ha NpeanpuUATUS NOCTaBLLMKA;

- CBEfeHMA 0 NocTaBKe MPOAYKUUWN, MOHTaXE WU NPUMEHEHUN:

- pasBUTHE NOCTaBLLMKOB;

- onpegeneHne 1 yMeHbLLEHNE PUCKOB, CBA3AHHbIX C 3aKYM/IeHHOW NpoayKLUKMei.

TpeboBaHWs K NPOAYKLUMW MOCTaBLLMKA W ero rnpoteccam crefyeT paspabaTbiBaTb BMeCTe C M0CTaB-
LiMKamMn, M3BMeKas BbIrogy M3 3HaHW 3TMX MOCTaBLMKOB. OpraHu3aums morfa 6bl Takxe BOB/eKaTb
NOCTaBLLMKOB B MPOLECC 3aKyNnoK UX NPOAYKUMUW ANS MOBbILIEHUA Pe3y/bTaTUBHOCTM U 3D(PeKTUBHOCTU
npovecca 3aKynokK opraHusaumm. 3To Morsio 6bl TaKXe NOMOYb OpraHu3aumn B yrnpasneHUn nobecneyeHnmn
Hannuus ee 3anacos.

OpraHu3aumy Heobxo4MMO OnpefenvuTb NOTPe6HOCTL B 3amnMCAX, KacaroLMXCA BepupuKauun, UH-
(hopMMPOBaHNA 1 pearmpoBaHnUA Ha HeCOOTBETCTBUS NPOAYKLMU C LieNbio NOATBEPXXAEHNS CBOEro co6CT-
BEHHOI0 COOTBETCTBUS TpeboBaHUAM.
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7.4.2 Tlpouecc ynpas/ieHUs nocTaBLMKamm

OpraHuzaummn cnefyeT paspabotaTb pe3y/bTaTuBHble U 3(EKTMBHbIE NPOLECCHI ONpeseneHuns
NMOTEHUNa/IbHBIX UCTOYHUKOB /19 3aKyNnaemblX MaTepuanos C LeMblo pasBUTUS UMEIOLLMXCH NOCTaBLLNKOB
MM NapTHEPOB M OLLEHKM WX CMOCOBHOCTEN MmocTaassaTb TpebyeMyk MpPoAyKUMiO, UYTO6bI obecrneynBaTtb
pe3ynbTaTUBHOCTb U 3((HEKTUBHOCTb MPOLLECCOB 3aKYMNOK B LIESIOM.

Mpumepbl BXOAOB AN NMpoLiecca yrnpaB/ieHNs MocTaBLUMKaMu:

- OLEHKa COOTBETCTBYHLLErO ONbITa;

- [esATeNbHOCTb NOCTaBLUNKOB B CPaBHEHUN C [eSATENIbHOCTbIO KOHKYPEHTOB;

- aHanM3 KayecTBa 3aKyneHHOW NpogyKLUUW, LeHbl, OCYLLeCTaTeHHSI NOCTaBKU 1 pearMpoBaHUsl Ha
npo6nembl;

- ayauTbl CUCTEM MeHeMXMeHTa MOCTaBLLMKOB M OLEeHKa MX NOTEHUWanbHON cnocobHocTn obecne-
yMBaTb MOTPebUTENen HeoOXOAMMONM NPOAYKLMEN pe3ynbTaTUBHO, 3(HEKTUBHO M B COOTBETCTBUM C
rpaumkom;

- KOHTPO/IMPOBaHMWE CBEAEHWI M MMEIOLWMXCA AaHHbIX NMOCTaBLyMKa 06 yA0BIeTBOPEHHOCTU MOTpe-
6uTeneit;

- (hMHaHCcoBasA OLeHKa 06ecneyveHns XXM3HECNOCOOHOCTM NOCTaBLUMKOB BTeUYeHWe NpeanonaraeMoro
nepuoga rnoctaBku M COTPYAHNYECTBA;

- pearvipoBaHve MOCTaBLLMKOB Na 3arnpocbl, KOTUPOBKWU M yyacTue B TeHAepax;

- BO3MOXHOCTM 06CNY)KMBAHUA, MOHTaXKa M NOLAEPXKKMN CO CTOPOHbI MOCTaBLUMKOB U NPeLbICTOPUS
paboTbl B COOTBETCTBMM C TPebOBaHUAMU;

- OCBEJOM/IEHHOCTb MOCTaBLUMKOB WM COOTBETCTBME MPUMEHUMbIM 3aKOHOAATENbHbIM W ApYrUM
0653aTe/IbHbIM TPeboBaHUAM;

- BO3MOXHOCTWM MaTepuasibHO-TEXHUYECKOro 06ecrneyeHns €O CTOPOHbI MOCTaBLUMKOB, BK/IOYas
MECTOHAX0X/eHWe 1 Pecypcbl;

- MONOXeHWe 1 Pofb MocTasLUMKa B COOOLLECTBE, a TaKKe ero BOCrpusATME 06LLLECTBOM.

PykoBoacTBY HEO6X0OAMMO PaccMOTPeTb felicTBMSA, TpebytoLmecs 4N nojgaep>XaHus paboTbl opraHusa-
LM 1 YAOBNETBOPEHMUS 3aMHTEPECOBaHHBIX CTOPOH B C/lyYae HeBbINOIHEHUS TPe6oBaHWI MOCTaBLLUMKaMM.
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7.4 3aKkynku

7.4.1 Tpouecc 3aKynok

OpraHusaumst foskHa obecreynBaTb COOTBETCTBME 3aKYM/EHHOM MPoAyKUMN YCTaHOB/IEHHbIM
TPeGOBaHUAM K 3aKynkam. TWM 1 cTerneHb ynpaB/ieHns, NpYMeHsieMble M0 OTHOLLIEHNIO K MOCTaBLiNKY
1 3aKy MJIEHHOWN NPOAYKLMK, JO/HKHbI 3aBUCETb OT ee BO3AENCTBUA Ha MoCnefytoLme CTagnm >XnU3HeHHoro
LMKIa npoayKunn 1an rotoByto NpogyKuuio.

OpraHu3aums [o/KHa OLeHUBATL M BbIGMPaTL MOCTABLUVKOB Ha OCHOBE WX CMOCOGHOCTY MocTas-
NATb NPOAYKLUMIO B COOTBETCTBUM C TpeboBaHMAMM opraHmsaumm. lo/mkHbl 6bITb paspaboTaHbl KpuTepum

0T60pa, OUEHKM W MOBTOPHOI OLEHKMW. 3anucu pe3ynibTaToB OLEHUBAHUSI U JI06BbIX HEO06X0AUMbIX
OENCTBUIA, BbITEKAIOLMX M3 OLEHKU, O/MKHbI NOAAEPXXMBATLCA B paboyeM COCTOSHUMN.

7.4.2 NHdopmauyma no 3akynkam

ViHhopMaL s Mo 3aKyrnkax» AO/KHa OMNWCbIBaTb 3aKasaHHYK MPOAYKLMI0, BK/KOYas, rae 3To
Heob6xoanmo;

a) TpeboBaHUA K ohmLmanbHOMY 0406pEHMI0 NPOAYKUMM, NpoLeayp, NPoLeccoB 1 060pyLoBaHuS;
6) TpeboBaHMA K KBa/IM(MKALMN NepcoHana;
B) TPe60BaHNA K CUCTEME MeHe[PKMeHTa KadecTBa.

OpraHu3saumsa fo/mKHa o6ecnevmBaTb OCTATOYHOCTb YCTAHOB/IEHHbLIX TpeboBaHWiA K 3aKynkam Ao
NX COO6LLEHNS MOCTABLLUUKY.

7.4.3 BepudmKaumsl 3aKyneHHOM NpogyKumm

OpraHu3aums Ao/mKHa paspaboTaTb U OCYLLECTBAATbL KOHTPO/b UM APYTYIO AeATeNbHOCTb, HE06X0-
ANMYI0 ana obecnevyeHMs COOTBETCTBUSA 3aKYMEHHON NPOAYKLMMW YCTAHOBMEHHbIM Tpe6oBaHWAM K
3aKynKam.

Ecnv opraHusauma nnm ee notpebutens npegnonaratoT OCYLLECTBUTL BEPUPUKALMIO Y NMOCTaBLLMKA,
TO OopraHmsaumsa LO/HKHa YCTaHOBWUTL MpejnonaraeMble Mepbl MO BepudMKaumMv 1 NOpsSOK BblMycka
NPoAyKUMM B MH(OPMaLMK N0 3aKyrKam.

7,4.2, 7,4.3 (N3meHeHHasn pegakuus, M3m. Ne 1).
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7.5 Onepauun rno NPoOv3BOACTBY M 06CTYXXMBAHNIO

7.5.1 Onepayunmn 1 NPoOLECChl XXM3HEHHOTO LKA NPogyKLunn

BbicLlee pyKOBOACTBO OpraHuMsaumm He AO0/HKHO OrpaHn4YMBaTbCsA ynpaB/ieHWeM MpoLeccamm >Kns-
HEHHOrO0 LMKIa NpojyKunun ans AOCTUXEHUS COOTBETCTBMA TPeboBaHMAM 1 06ecrneyeHmns BbIrog 3avHTe-
pecoBaHHbIM CTOPOHaM.

3TOro MOXKHO O06UTLCA NOCPEACTBOM YJyULLEHUA Pe3yIbTaTUBHOCTU U 3P (EKTMBHOCTU NPOLECCOB
YXM3HEHHOT0 UMKNa NPOAYKLMM MU COOTBETCTBYIOLLMX BCOMOraTe/lbHbIX NMPOLECCOB, TAKUX Kak:

- COKpalleHne Henpou3BoOAMTEIbHbIX PACX0A0B:

- MoAroToBKa paboTHWKOB;

- 06MeH MHopMaLueli 1 ee perucTpauus;

- pasBUTUE BO3MOXXHOCTel MOCTaBLUNKOB;

- YNyulleHue MHPPacTPyKTypbl;
npegynpexaeHne npoénem;
- MeTofbl 06paboTKM 1 BO3MOXHOCTM MpoLecca;
- MeTofbl MOHUTOPUHTA.
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7.5 Tpon3BOACTBO 1 06CNyXXKUBaHMe

7.5.1 YnpaBneHue Npon3BOACTBOM U 06CNYXMBaHVEM

OpraHu3saumsa Ao/hkHa NNaHnpoBaTh 1 OCYLLECTBAATL NPOU3BOACTBO M 06CIY)XMBaHWe B ynpas/se-
MbIX YCNOBUAX. YNpaBisemMble YC/I0BUA JO/DKHbI BKIOYATb Tam. rae 370 NPUMEHUMO:

a) Haimume MHGOpPMaL MK, ONUCbIBaIOLLE XapaKTePUCTUKN NPOAYKLMN;

6) HanMume pabounx UHCTPYKLWUIA B Crlydae HE06X0AMMOCTH;

B) MPMMEHEHME NOAXOAALLEero 060pyAoBaHUS;

r) HaMume U NPUMEHEeHWe KOHTPOSIbHBLIX U U3MEPUTENbHBIX NPUOOPOB:

4) NpoBeAeHWEe MOHUTOPUHIa U U3MEPEHWIA;

€) OCYLLeCTB/IEHWE BbIMyCKa, NOCTaBKM W JeliCTBUIA NOC/e NOCTaBKU NPOAYKLUUN.

7.5.2 Bannpauma npoLeccoB Npov3BOACTBa U 06CNY>KMBaHWA

OpraHu3sauma [o/mKHa BaNMAMpoBaTb BCE MPOLECChl MPOM3BOACTBA U 06CNYXUBaHWSA, pPesy/bTaTbl
KOTOPbIX HE MOFyT 6bITb BepU(MLMPOBaHbI MOCAELYIOLWMM MOHUTOPUHIOM WAW MU3MepeHuaMU. K Hum
OTHOCATCSA BCe MPOLLECChI, HELOCTATKN KOTOPbIX CTAHOBATCA 0YEBUAHBLIMM TO/ILKO NOC/e Havasa UCnosib-
30BaHMA NPOAYKUUWM WAN NOc/e MPefocTaBeHnsa YCnyri.

Banupaumsa jomkHa NpogeMOHCTPUPOBaTh CMNOCOOHOCTb 3TUX NPOLLECCOB 4OCTUraTb 3anjaHMpoBaH-
HbIX pe3y/ibTaToB.

OpraHmsauusi fo/mKHa paspaboTaTb Mepbl MO 3TUM MpoLeccam, B TOM 4ucne Tam, rAe 3To
NPYMEHUMO:

a) onpefesieHHble KPpUTepUU AN aHaIn3a U YTBEPXKAEHUSA MPOLLECCOB;

6) yTBEpX[eHVe COOTBETCTBYIOLLEro 060pyA0BaHNSA 1 KBa/IMMKALMU NEPCOHANa;

B) NPUMEHEHNe KOHKPETHbIX METOA0B W npoLeayp;

r) TpeboBaHUA K 3anucsim;

4) MOBTOPHYIO Bavgauuio.

7.5.1, 7.5.2 (3meHeHHasa pegakumsa, Mam. Ne 1).

7.5.2 WVpeHTuuKaums n NpociexmnBaeMmocTb

C uenblo cbopa AaHHbIX, KOTOPblE MOXHO WCMO/Mb30BaTb ASIA Y/YULUEeHUs, OpraHu3aums MOXeT
paspaboTaTb NpoLecc NAeHTUOUKaLUM 1 NPOCNEXNBaHNSA, BbIXOAALIMIA 38 paMKU TPeboBaHWA.

[MoTpebHOCTb B MAEHTU(DMKALMM 1N NPOC/IEXXMBAEMOCTU MOXET UCXOAUTH U3:

- CTaTyca MpPOAYKLUK, B TOM 4YnCe cTaTyca feTaneil CepuinHoro Npov3BoACTBa;

- cTaTyca M BO3MOXHOCTeli MpOLeccoB:

- [JaHHbIX MO CPaBHEHWID C NyYLIMMMW LOCTVIKEHUAMM, HamnpuMep PesynbTaToB MapKeTUHIOBbIX
nccnefoBaHni;

- KOHTPaKTHbIX TPeboBaHWA, TaKNX, Kak BO3MOXHOCTb 0T3bIBa MPOAyKLUN;

- COOTBETCTBYHOLLMX 3aKOHOAATENbHbIX U APYruX 0653aTeNbHbIX TpeboBaHWiA;

- NPeAnonaraemMoro UCnosib30BaHUA UM NPUMEHEHNS,;

- OMacHbIX MaTepvasnos;

- YMEeHbLUEHUSA UAEHTUPULNPOBAHHBIX PUCKOB.
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7.5.3 NgeHTUMKaumnsa n npocnexnBaemMmocTb

Ecnn 370 BO3MOXHO 1 LienecoobpasHo, opraHnsauuns Ao/mkHa ULeHTUOULMPOBAaTL NPOLYKLMIO NpU
MOMOLLIX COOTBETCTBYIOLLMX CPEACTB Ha BCEX CTAAMAX ee XXN3HEHHOro LMKa.

OpraHusaums go/mkHa WAEHTUPULMPOBaTL CTaTyC NPOAYKLUUW MO OTHOLUEHWI0 K TpeboBaHWAM
MOHUTOPUHIA U U3MEPEHWA.

Ecnn npocnexxvsaemocTb ABNSETCA TpeboBaHMEM, TO OpraHu3aums fo/mhKHa ynpasiaTb obecneym-
BalOLLEA peanu3aumio faHHOW Lenn uaeHTUMUKaLmed NpogyKumMm U permctpuposatb ee (4.2.4).

MpumeyaHue — Bpage oTpacneil NPOMbILLNEHHOCT MEHEMKMEHT KOH(UTYpaLUn ABNSETCA CPesCcTBOM,

C MOMOLLbI0 KOTOPOro MOAAepXMBaeTCA UAEHTUMUKALUA U NPOCNEXMBAEMOCTb. BONpockl MeHeAXXMeHTa KOH(Ury-
pauuu oTpaxeHsl B ICO 10007—95.

(N3meHeHHan pegakumsa. Ham. 1€ 1).

7.5.3 Co6CTBEHHOCTb NOTPeOUTENEl

OpraHm3aummn HeobxoAUMO MAEHTU(HULMPOBATL O0TBETCTBEHHOCTb B OTHOLLEHUW COBCTBEHHOCTU U
JpYryx akTMBOB, NPUHAANEXALLUX NOTPeGUTENSIM M APYTUM 3anHTEPECOBaHHbIM CTOPOHAM U HaxoAsLLmXcs
noj ee ynpasneHNeM, C LieNblo 3aluUTbl LEeHHOCTM COBCTBEHHOCTY.

Mpumepbl CO6CTBEHHOCTU MOTPebUTENEN:

- COCTaBHbIe YaCTV UM KOMMOHEHTbI, MOCTaB/IEHHbIe AN BK/IIOYEHUS B MPOAYKLMIO:

- MNPOAYKLMSA, NOCTaB/IeHHan 15 PEMOHTA, TEXHUYECKOro 06C/YXXMBAHNA Y PEMOHTA MU MOfEPHU-
3auuu;

- YNakoBOYHble MaTepuasibl, NOCTaB/eHHblE HEMOCPeACTBEHHO NOTPebuTeNaMu;

- MaTepuanbl NOTpebuTenei, nNpefHasHavYeHHbIe A5 ONepauuii No ycnyram, TakKUM, Kak XpaHeHue;

- yCnyru, npefocTaBfieHHble OT UMeHU MOTpebuTeneid, Takve, Kak TPaHCMOPTUPOBaHWe COGCTBEH-
HOCTW NOTpebuTeneil TPETbEN CTOPOHE;

- WHTeNNeKTyanbHas CO6CTBEHHOCTb MOTpebuTenel, BKIOYas cneymdmkKauum, YepTexu n nHhop-
MaLmto.
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7.5.4 Cob6CTOEHMOCTb MOTpebuTenel

OpraHu3auus 4o/MHKHa NPosBASATL 3a60Ty 0 CO6CTBEHHOCTY NOTPEOUTENS, NOKA OHA HAXOANTCA NOJ,
ynpaB/ieHneM opraHusauumn unm ucnonbsyetcsa eto. OpraHm3aumsa o/mKHa MAEHTUMULMPOBaTb, BEPUGN-
LMpoBaTh, 3alUMLLATb Y COXPaHSATbL COGCTBEHHOCTb MOTPEOUTENSA, NPESOCTABEHHYIO 41 UCMO/Ib30BaHNS
WU BK/IOYEHUS B NPOAYKUMIO. Ecnmn cob6CTBEHHOCTb NOTPebuTeNs yTepsiHa, NOBPeXaeHa nunm nprsHaHa
HeMpUrogHon Ans MCNofb30BaHWsA, MOTPeOUTeNb AO/HKEH ObiTb 06 3TOM W3BELLEH, a 3anucu JOSIKHbI
noAaepXXmBaTbCcs B paboyeM COCTOSAHUMU.

MpumeyaHne — COBCTBEHHOCTb NOTPEGUTENS MOXET BK/KOUYATL B CEGS UHTENNEKTYaIbHYIO COBCTBEH-
HOCTb.

7.5.4 CoxpaHeHue COOTBETCTBMA MPOAYKLNN

PyKOBOACTBY crieflyeT onpeAenuTb Y BHeAPUTL NPOLIECCHI MOrPy304HO-Pasrpy30UHbIX paboT, ynakos-
KW, XpaHeHus, KOHCepBauuu W MOCTaBKW MPOAYKUMW ANsi NpefoTBpaLLeHUs MOBPeXAeHUs, YXYALIEeHNs
COCTOSIHMA WM HeNpaBW/bHOIO WCMOMb30BAHNA B XOAe BHYTPEHHeil 06paboTKM W OKOHYaTeNbHOM
nocTaBKM NPOAYKLUUN. PyKOBOACTBY HEOO6XOAMMO BOB/eYb MOCTABLUMKOB W MapTHEPOB B OnpegeneHve u
BHeJpeHNe pesyNibTaTUBHBIX U 3 (EeKTUBHbLIX MPOLLECCOB 3aLLMTBI 3aKYMNIEHHbIX MaTepuasos.

PykoBoAcTBY c/fieflyeT pacCMOTpPeTb He06X0AMMOCTb B /I06bIX CreLnasibHbIX TPeboBaHUAX, BblTEKa0-
LWMX W3 XapakTepa Mpofykuun. CrneunanbHble TPeboBaHUSA MOryT 6biTb CBA3aHblI C MPOrpamMMHbLIMU 1
3/1IEKTPOHHbBIMM CPeACTBaMU, OMACHbIMU MaTepuanaMu, NPogyKuueld, TpebyloLeid crneunanbHOro nepco-
Hana Ans 06CNy>XMBaHUSA, MOHTaXXa WM MPUMEHEHNWSA, a Talkoke MPoAyKUUER Uan martepuanamu, SBsio-
LLMMUCA YHUKATbHBIMU UIN HE3aMEHUMBIMU.

PyKoBOACTBY crieflyeT onpefennTb pecypcbl, He06X0ANMbIe 415 MOAAEPXaHUA B paboyeM COCTOSAHUN
NPOAYKLMN B TeHEHWE ee XXU3HEHHOT0 HUK/A N5 NPefyNpPexaeHns NoBpexaeHus, Nopyun nav Henpasuib-
HOr0 UCMOo/b30BaHNA. OpraHn3aums Coo6LLLaeT NMoBEYEHHbLIM 3aMHTEPECOBaHHbLIM CTOPOHaM WHHOPMAaLUio
no pecypcaMm u mMeTogam, TPebyoLmnmMes 4351 COXPaHeHUS NpeanonaraemMoro 1crnosib3oBaHns NPoAyKLun B
TeYeHWe BCero ee XW3HEHHOro UMKna.
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7.5.5 CoxpaHeHuVe COOTBETCTBUA MPOLYKLUN

OpraHu3aumsi JO/MKHA COXPaHSATb COOTBETCTBUE MPOJYKLUMW B XOAe BHYTPeHHel 06paboTku 1 B
npouecce MocTaBkM K MeCTY Ha3HayeHus. IOro coxXpaHeHWe [O/HKHO BK/IOYATb WAEHTU(UKaLUIo,

Morpy3oYHO-pasrpy3oUHble PaGoTbl, YNakoBKY, XpaHeHue U 3amTy. CoxpaHeHue [oMKHO Takke npume-
HATLCA M K COCTABHbIM 4acTAM MPoayKLUN.

7.6 YnpaBreHve yCTPONCTBaMU AN MOHUTOPUHIA H M3MEpPEHWiA

PYKOBO/ACTBY CrieflyeT ONnpefeivTb U BHeAPUTb Pe3yNbTaTuBHbIE 1 aheKTUBHbIE NPOLLECCHI, BK/HOUas
MeToAbl M YCTPOICTBA, MCMOMb3yeMble MpY BepuduKauum v Banugauuy npodyKuuu U NpoLeccoB s
06eCreyeHnsl y0BMETBOPEHHOCTY MOTPEOUTENE 1 APYrUX 3aMHTEPEecoBaHHbIX CTOPOH. 3T MpoLecchl
BK/OYAOT HaBM0AEHNSA, MOAE/TMPOBAHME W APYTYIO AeATENIbHOCTb MO U3MEPEHUI0 Y MOHUTOPUHTY.

[nsa o6ecneyeHUss yBePeHHOCTU B AaHHbLIX B MPOLECCHI M3MEPEHUS] U MOHUTOPUHIA HEOGXOAMMO
BK/OYaTb MOATBEPXKAEHWE TOro, YTO YCTPOCTBA MPUrOAHbI ANS UCMO/b30BaHUS U MOAAEPXKMBAOTCA B
paboyem COCTOSIHUU C COOTBETCTBYIOLLEN TOUHOCTLIO M COTMTACHO MPUHSATBLIM 3TaSIOHaM, & TaKKe BK/oYaTb
CpescTBa OMpefeneHns craTyca yCTpoicTs.

OpraHusaums [o/KHa paccMaTpvBaTh M Apyrvie CpeacTBa YCTPaHeHUs MOTEHLMANbHbIX OLIWGOK B
npoueccax, Hanpumep G/I0KUPOBKY, C LeNbio BepuUtnKaumy pesynbTaToB MPoLeccoB Ans MUHUMMU3ALMN
noTpe6HOCTM B YNPaB/EHUWU YCTPOMCTBAMM AN M3MEPEHWU UM MOHUTOPMHra, a Takxke [obaBneHus
LIeHHOCTMN 3aMHTEPECOBaHHbLIM CTOPOHAM.
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7.6 YnpaBneHue yCcTpoicTBamMu 4151 MOHUTOPUHIA Y N3MepeHnind

OpraHu3aums fo/MmKHa onpese/iMTe MOHUTOPUHT U U3MePEeHNS, KOTOPble NPeACTOUT OCYLLECTBAATh,
a Takke YCTPOMCTBA 435 MOHMTOPWHIA U M3MepeHWiA, HeobxofuMble 4N obecrneyeHUs CBUAETENbCTBA
COOTBETCTBMSA NPOAYKLUN YCTAHOB/IEHHbIM TPeboBaHUSAM.

OpraHu3aumsi o/HKHa UMeTb NpoLecchl Ans 06ecneveHnss Toro, YTobbl MOHUTOPUHT U U3MEPEHNS
MOr/IN 6bITb BbIMO/IHEHbI U B AEACTBUTENIbHOCTN BbIMO/IHA/INCL B COOTBETCTBMM C TPE6OBAHUAMU K HUM.

Tam. rge Heob6xogumo obecrneymBaTb WMMeIOLLME 3aKOHHYH CWUy pesynbTaTbl, U3MepUTeNbHOe
060pyJ0BaHMe JOMKHO 6bITb:

a) O0TKannbpoBaHO WU MOBEPEHO B YCTAHOBJ/IEHHbIE MEPVOAbI WM MNepej ero NpYMeHeHWeM Mo
06pasLoBbIM 3Ta/IOHaM, MepefatoLMM pasmepbl eUHUL, B CPABHEHUU C MEXAYHapOAHbIMU WU HauWo-
Ha/IbHbIMU 3TasioHamu. [py OTCYTCTBUM TaKMX 3Ta/I0HOB 6asa, UCMOMb30BaHHasA A4/19 KaMO6pOBKM Un
NoOBEPKMW, AO/HKHA ObITb 3aperncTpupoBaHa;

6) OTperynvMpoBaHO WX MOBTOPHO OTPEry/sMpPoBaHoO Mo Mepe HEOOXOAMMOCTMU;

B) MAEHTU(MLMPOBAHO C LeNbi0 YCTAHOB/EHMS cTaTyca KalnmbpoBKY;

r) 3al4uLLEHO OT PeryiMpoBOK, KOTOpPbIe caenanm bbl HefeNCTBUTENbHBIMU Pe3y/ibTaTbl U3MEPEHNST;

4) 3alULLEHO OT MOBPEXAEHMA W YXYALIEHUS COCTOSAHMA B Xofe 06palleHusi, TeXHUYEeCKOoro
06CNY)XMBAHUSI N XPaHEHWS.

Kpome TOro, opraHusauvs 4o/hKHa OLEHWTb W 3aperumcTpyMpoBaTb MPaBOMOYHOCTb MpPefblayLnx
pesynbTaToB U3MEPEHUSI, eC/IM 06HAPYXKeHO, YTO 060py0BaHMe He COOTBETCTBYET Tpe6oBaHusAM. Opra-
HM3aUMs [O/DKHA MPeAnpUHATL COOTBETCTBYHOLLEE [elicTBME B OTHOLUEHWWM Takoro o6opyfoBaHUS W
Nt060M N3MEpPeHHON NPOAYKLMKN. 3anncy pesynbTaToB Ka/IMGpOBKM U MOBEPKM AO/KHbI NOAAEPXKMBATLCA
B paboyeM COCTOSIHUM.

Ecnn npy MOHUTOPWHIE U M3MEPEHMUMW YCTaHOBMEHHbIX TPe60BaHUA UCNOMb3YT KOMMbIOTEPHbIE
nporpamMmmHble CPeACTBa, UX CNOCOBHOCTL YAOB/ETBOPATL NPeAnoiaraeMomMy NpUMeHeHUI0 fo/KHa 6bITb
noaTBePXXAeHa. ATO JO/MKHO ObITb OCYLLECTB/IEHO A0 Hayasia NPYMEeHeHUs U MOBTOPHO MOATBEPXKAEHO
no mepe Heo6X04UMOCTMU.

Mpumeyanne —Cm. MNCO 10012-1 n NCO 10012-2.

* Tpe6oBaHus pasgena 7.6 NMPUMEHAIOT Hapsgy C METPOIOrMYECKUMU NpaBuiaMu W HOpPMaMmu, UMeLMK
06s13aTeNbHYI0 CUNy Ha TeppuTopumn Poccuiickoii ®eaepauun,KoTopble COAepXXaTcs B HOPMATUBHbLIX AOKYMEHTaX No
06€ecrneyeHnto eAMHCTBA N3MEPEHNIA,Y TBEPXKAAEMbIX TOCCTaHAApPTOM Poccum B COOTBETCTBUM C 3aKOHOM PoCCuMiicKoi
depepayun «O6 obecneyeHNN eANHCTBA U3MEPEHUIA».

(U3meHeHHasa pc.3akuus, M3m. .V 1).
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8 W3mepeHue, aHann3 n ynyuileHue

8.1 Ob6uune pekomeHgaLuu

8.1.1 BBefeHue

V3mepeHre faHHbIX BXKHO ANS1 MPUHATUA PeLLeHNi, 0CHOBaHHbIX Ha (hakTax. Bbicluemy pyKoBoACTBY
cnegyet obecneumBaTb 3(h(PeKTMBHOE W3MepeHMe, cOOpP M BaNMfaunio LaHHbIX, 4YT06bl ybeguTbCcs B
pe3ynbTaTMBHOM paboTe opraHvsaumMyM M yA0BAETBOPEHHOCTU 3aMHTEPECOBaHHbIX CTOPOH. 3Ta AesATeNb-
HOCTb BK/IOYAET aHanu3 LeNCTBEHHOCTM W Lenu MU3MepPeHUs, a Takke npegnosaraeMoe MCrnosib3oBaHue
JaHHbIX Ans obecrneyeHNs [06ABMEHHON LieHHOCTY OpraHu3aunu.

MpuMepbl M3MepeHns MokasaTesiell NpPoLLEeccoB opraHM3aLmm:

- M3MepeHMe 1 OMeHKa MPOAYKLUUU OpraHu3aLmmn:

- BO3MOXHOCTWU MPOLECCOB;

- [DOCTWKEHME Leneli NpoeKTa;

- Y[OBNETBOPEHHOCTb MOTPebuTeneid U ApPyrux 3anHTepecoBaHHbIX CTOPOH.

OpraHusauum Heo6xo04MMO NOCTOAHHO OCYLLECTBAATb MOHUTOPUHT LeACTBUIA MO YAyULLEHWNIO CBOEN
[eATeNbHOCTN W PErnMcTPMPOBaTh UX Peasin3aLmio, TaK Kak 3TO MOXET obecrneunsaTh JaHHble Ans OyayLmx
YNYULLIEHWIA.

PesynbTaTbl aHanm3a faHHbIX, NOAYYeHHbIX B X04e AesATENIbHOCTU MO YAYYLLEHUIO, CNyXXaT OgHUM 13
BXOfIOB [/11 aHa/mM3a CO CTOPOHbl PYKOBOACTBA C LE/bio 06ecneyeHns WMHGOpMauun Mo ysyylleHuto
[eATeNbHOCTU OpraHu3aLmm.

8.1.2 Bonpocbl, KOTOpble fO/MKHbI MPUHMMATLCA BO BHUMaHWe

Mpn n3mepeHnn, aHamse 1 yayylleHn Heo6X04MMO yUMTbIBaTb, YTO:

a) JaHHble U3MepPeHWA cnepyeT npeobpas3oBbiBaTb B MHPOPMALMIO U 3HAHUSA, KOTOpble NOMAYT Ha
nosib3y OpraHn3aLmu:

6) n3MepeHue, aHann3 K ynydlleHne MNPOAYKUMM M MNPOLECCOB HEO6XOAMMO MCMOob30BaTh AN
paccTaHOBKM COOTBETCTBYHOLLMX NPUOPUTETOB OpraHU3aLmm;

B) MPVMEHsieMble OpraHu3auneli MeTogbl M3MepeHUs crefyeT MEepUoAMYECcKN aHavM3MpoBaTh, a
[aHHble BepuMLMpoBaTh Ha MNOCTOAHHON OCHOBE Ha TOUYHOCTb Y MOSHOTY;

r) CpaBHEHWe C NYYLINMU [OCTVDKEHUAMM OTAE/bHbIX MPOLECCOB HEOOXOAUMO WCMOMb30BaTh Kak
CPEeACTBO YNyYLLUeHNS pe3ybTaTUBHOCTU U 3P(eKTUBHOCTM MPOLIECCOB;

L) V3MepeHWs YAOBMETBOPEHHOCTU MOTpe6UTeNeil cnefyeT paccMaTpyBaTb KakK XU3HEHHO BaXKHble
151 OLEHKW AeATeNbHOCTU OpraHusaumu;

€) MCnonb3oBaHWe W3MepeHWn, c6op M AoBefeHWe [0 CBefeHWS BCeX 3aMHTepPecOBaHHbIX CTOPOH
nosly4eHHOM MH(OPMaLMK CYLLLECTBEHHbI /19 OpraHn3aLMmn 1 COCTaBAAOT OCHOBY Y/yULLEHNS ee AeATeNb-
HOCTW W BOBJIEYEHUS 3aMHTEPECOBaHHbIX CTOPOH: Takas MHopMaLns LO/KHA 6bITb akTyaslbHON N UMETb
YeTKO OMnpejesieHHoe HasHayeHue;

X) CnegyeT MPUMEHATb COOTBETCTBYIOLLME CpeAcTBa Mepedayvn WMHGoOpMauun, BbITEKaKOLWeld u3
aHannsa UsMepeHuii;

3) pesyNbTaTUBHOCTb M 3MEKTUBHOCTL MOALEPXKAHUA CBA3U C 3aMHTEePecOBaHHbIMU CTOPOHaMM
HEeo6X0AUMO M3MepPATb, YTOObI YCTaHOBLITb. CBOEBPEMEHHO M YETKO /I MOHATA MHopMaLms;

n) ecnn KpUTepuM nokasaTesieil NpoLeccoB 1 XapaKTepUCTUK NPOAYKLMU YA0aTeTBOPSOTCSA. MOXeT
6bITb L,e/1eco006pa3HO NO-NPEXHEMY NPOBOAUTbL MOHUTOPUHT U aHa/IN3 JaHHbIX O XapaKTePUCTUKAX C Liefbio
NyyLlero NOHMMaHUA KX NpUpogbl:

K) WCNoNb30BaHWe COOTBETCTBYIOLWMX CTATUCTUYECKMX WAW [APYrMX MeTOLOB MOXET MOMOYb B
NOHMMaHUN OTK/IOHEHWIA KaK npoLecca, Tak 1 M3MepeHns 1 MOXKeT, CefoBaTe/IbHO, YyULLNTb NoKasaTenm
npouecca ¥ XxapakTepucTUKN NPOYKLMX NOCPEACTBOM YNPaBieHNss TAKUMW OTK/TOHEHUAMU;

n) cnepyeT NEPUOLMYECKM 06CYXXAATb CAMOOLEHKY B LieNISIX OLEHNBAHNSA MOTHOTbI PasBUTKS CUCTEMbI
MeHe[KMeHTa Ka4vecTBa, YPOBHA paboTbl OpraHusauumu, a Takke onpeaeneHns BO3MOXHOCTeW Ans ynyu-
LEeHNS JesATeNbHOCTM (CM. npunoxeHue ).

FOCT P NCO 9001—2001 Cuctembl MeHegKMeHTa KadecTBa. TpeboBaHuMs

8 N3mepeHne, aHann3 n ynydweHue

8.1 O6wme NonoXxeHns

OpraHusaums fo/mHKHa NJaHMPOoBaTb U MPUMEHSITL NMPOLIECCHI MOHUTOPUHIA, M3MEPEHNs, aHam3a
N yny4lueHusl, HeoGXoauMmble [/1s:

a) AeMOHCTPAaLMM COOTBETCTBUSA MPOAYKLUN:
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6) obecneyeHmnsi COOTBETCTBUS CUCTEMBI MeHePKMEHTa KayecTBa,

B) NMOCTOAHHOI0 NOBbILWIEHNA PEe3y/IbTaTUBHOCTU CUCTEMbI MEHEPKMEHTa KayecTBa.

OTO0 [O/MKHO BK/OYATL OMpefesieHne MPUMEHUMbIX METOL0B, B TOM 4MC/le CTATUCTUYECKUX, W
061acTb NX UCMOMb30BaHMA.

8.2 W3mepeHMe N MOHUTOPUHI

8.2.1 3mepeHne N MOHUTOPUHT PaboTbl CUCTEMbI

8.2.1.1 O6wme NonoxeHUs

BbicLUee pyKOBOACTBO JO/MKHO 06ecrevmBaTh, YToObI NPy onpeaesieHn 06n1acTelt yyudLleHns fedTenb-
HOCTM CUCTEMbI MEHE[KMEHTa KayecTBa MCMNOMNb30Ba/IUCL Pe3y/ibTaTuBHbIe U adeKTUBHbIE METOAbI.

Mpumepbl TakKUX MeTOAOB:

- OTCNeXuBaHve y[0BMeTBOPEHHOCTM MOTPebuTenei 1 Apyrux 3amHTepecoBaHHbIX CTOPOH;

- BHYTPEHHUWe ayauThbl;

- M3MepeHune (PUHaHCOBbLIX NoKasaTtesnei;

- camooLeHKa.

8.2.1.2 VI3mepeHne N MOHUTOPVHT YyA0B/IETBOPEHHOCTM MOTPebuTenel

Vi3mepeHne M MOHUTOPWHT Y[0BNETBOPEHHOCTW MOTpebuTeNeit 6asnpytoTca Ha aHanmse MHGopMa-
LK, cBA3aHHOW ¢ noTpebutensmm. C60p Takol MHOPMALMM MOXET ObiTb aKTUBHbLIM WM MACCUBHbLIM.
1\K 0 tOACTBY HaJ0 Yy4UTbIBATb, «ITO UMEETCS MHOIO UCTOMHUKOB MH(OpMaL MK, CBSI3aHHOM ¢ NOTpe6uTe-
NAMKU. 1 pa3paboTaTb pesy/bTaTuBHble U 3(PEKTHBUbIE MpoLeccbl cbopa, aHaM3a M UCMNOb30BaHNUSA
yKas3aHHOI MHopMaLmn Ans ynyylleHus 4eaTeNbHOCTY opraHmu3aummn. OpraHusaumm criesyeT onpesenuTb
BHYTPEHHUE M BHELUHWE UCTOYHWKM MHOPMaLMM 0 NOTPebuTeNsaxX M KOHeYHbIX MO/b30BaTensx, AocTyn-
Hble B MUCbMEHHOI W YCTHOMR thopMe.

Mpumepbl nHopMaLMK, CBA3aHHON C NOTPeGUTENsaMU;

- 0630pbl NoTpebuTeneil 1 Nonb3oBaTenei;

- obpaTHas cBsi3b MO MepcrneKTBaM MPOAYKLMY;

- TpeboBaHWA noTpebuTeneli U MHHOPMALMA MO KOHTPaKTY;

- NOTPe6HOCTN PbIHKa;

- [aHHble 0 MpedoCTaBNEHUN YCyT;

- MHopMaLMs, 0THOCALLAACA K KOHKYPEHLUN.

PyKkoBOACTBY He06XOAMMO WCMO/b30BaTh M3MEpPeHUe YAOBETBOPEHHOCTU MOTPeduTeneil Kak »Xmu3-
HEHHO Ba)KHOe CpeAcTBO. 3anpallvBaHue, U3MepeHNe U MOHUTOPWHI OpraHu3aumein o6paTHON cBsi3n 06
Y[0BMETBOPEH MOCTU NOTPebuTeNnen obecnevmBadT MHHOPMALMIO Ha MOCTOSAHHOM OCHOBe. JTOT NpoLecc
YUMTbIBAET COOTBETCTBME TPebOBaHMAM, YAOBMETBOPEHWEe MOTPEGHOCTEN U OXWAaHWUIA MoTpebuTeneit, a
TakkKe LieHY W MocTaBKy MPOAYKUUN.

OpraHuzaumm cnefyet paspaboTaTb M UCM0/b30BATb MCTOUHUKN UH(OPMaLm 06 yA0BNeTBOPEHHOC-
TV NOTpebuTenei, a TaKkke COTPYAHMYATb CO CBOMMY MOTPEOUTENSMM C Lie/bl0 MPOrHO3MPOBaHUS OyAyLLMX
notpe6HoCcTel. OpraHusaumyM Hago naaHMpoBaTb M paspabaTbiBaTb NPOLECChbl, YTOObI Pe3y/bTaTUBHO U
3hheKTNBHO YUNTbIBATb MHEHMSA MOTPe6uTeneit. C NOMOLLbIO NIaHMPOBAHUS 3TUX MPOLECCOB HEOBX0ANMO
onpefennTb N BHeAPUTb MeToAbl c6opa AaHHbIX, BKIKOYaA WCTOMHUKKU MHGOPMaLMuK, 4acToTy cbopa u
aHanunsa JaHHbIX.

MprMepbl NCTOYHMKOB UH(opMaLMn 06 yL0BNETBOPEHHOCTN MOTpebuTeneii:

- Kanobbl NoTpebuTeneit;

- HenocpeAcTBeHHOe 06LLeHWe ¢ NOTPebuTensamMu:

- aHKeTUpOBaHWSA 1 0630pbl;

- cbop 1 aHanM3 gaHHbIX N0 cybrnoapsay;

- LeneBble rpynnbl;

- OTYeTbl OpraHu3auunii-noTpedunTeNen;

- CO00LLEeHNST B pa3/INYHbIX CPeACcTBaxX MHGopMaLmu;

- M3yyeHue oTpacsieli NPOMbILLIEHHOCTN M 3KOHOMUKW.

FOCT P NCO 9001—2001 CucTembl MeHeXMeHTa KayecTBa. Tpe6oBaHus

8.2 MOHUTOPUHT 1N U3MepeHne

8.2.1 Y[0BNeTBOPEHHOCTb NOTPedMTENEl

OpraHu3aumsa 4o/HKHa NPOBOANTbL MOHUTOPUHIT MH(OPMaLMK, KacaroLlencs BocnpuaTna notpebm-
TeneM BbIMOMHEHNA OpraHm3aumeli ero TpeboBaHWA, Kak OAHOr0 K3 CMoco60B M3MepeHMs paboThbl
CUCTEMbI MeHeMKMeHTa KauecTBa. [JO/MKHbI ObITb YCTAHOBMEHbI METOAbl MOMYYEHMS U MUCMO/Ib30BaHMSA
3TON MHGopMaumnn.

(N3meHeHHas pepakuua, Utm. W 1).
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8.2.1.3 BHYTpPeHHWUI aygut

BbicLUeMy pyKOBOACTBY crefyeT 06ecneymnTb pa3spaboTKy pesybTaTMBHOMO U 3pheKTUBHOIO npoLiec-
ca BHYTPeHHero ayantaans oueHKM CUNbHbIX 1 cnabblX CTOPOH CUCTEMbI MeHeMKMeHTa kadecTsa. [pouecc
BHYTPEHHEro ayauTa AeicTBYeT KaK CPeACTBO MeHeKMeHTa NPy He3aBUCKMOM OLeHKe /11060ro yKasaHHOro
npouecca unn Buga festenbHocTn. OH nNpegocTaaTseT He3aBUCUMbIA UHCTPYMEHT AN1S UCMOb30BaHUS NpU
NnonyyeHUn 06bEKTUBHBIX CBUAETENLCTB TOr0, YTO CYLLECTBYIOLLME TPeboBaHWA BbIMOJIHEHbI, TaK Kak npu
BHYTPEHHEM ayuTe OLeHWBAaeTCH pPe3yNbTaTMBHOCTb M 3PHEKTUBHOCTb OpraHm3aumnm.

BaxxHO, 4TO6bI PyKOBOACTBO 06ecneynBasno NpoBedeHVe AeNCTBUM MO YNyULLIEHWNIO, BbITEKAOLWMNX M3
pe3ynbTaToB BHYTPEHHEro ayauta. [naHupoBaHue A0/HDKHO 6biTb FMOKMM, YTOObl MOXHO ObISI0 BHECTU
MN3MEHEHUS B aKLEeHTbl UCXOA4A W3 BbIBOAOB M 06BLEKTUBHbLIX CBUAETENLCTB, MOMYYEHHbIX B X04e ayauTa.
C00TBETCTBYHOLLME BXOAHbIE AaHHble OT 06/1acTeil, Nogiexalimx ayauTy, a Takke OT ApYrux 3anHTepeco-
BaHHbIX CTOPOH C/ieAyeT yunTbiBaTb NPU paspaboTKe NiaHOB BHYTPEHHUX ayAWTOB.

OO6beKTbl PaCCMOTPEHUSA NPU BHYTPEHHEM ayauTe:

- pesynbTaTMBHOE U 3P(HEKTUBHOE BHEAPEHWE MPOLLECCOB;

- BO3MOXHOCTW NOCTOAHHOIO yny4lleHUsA;

- BO3MOXXHOCTM MPOLECCOB;

- pesynbTaTUBHOE U 3DPeKTUBHOE NMPUMEHEHNE CTATUCTUYECKUX METO/OB;

NCMO/Mb30BaHNe NH(POPMALMOHHbBIX TEXHONOINIA;

- aHann3 JaHHbIX 0 3aTpaTax Ha KayecTBo;

- pe3ynbTaTMBHOE U 3PHEKTUBHOE MUCMNO/Ib30BaHWE PECYpCOB;

- 0OKMAaHUS 1 pesynbTaTbl (YHKLUMOHUPOBaHUS NPOLECCOB U NPOAYKLMM;

- afleKBaTHOCTb W TOYHOCTb U3MEPEHUSA [eATeNbHOCTH;

- [eATeNbHOCTb MO YNYYLLUEeHUIO;

- OTHOLUEHWS C 3aMHTEpPecoBaHHbIMW CTOPOHAMMU.

B 0TUeTbl N0 BHYTPEHHVM ayauTam MHOTAa BKJIHOYAKOT CBMAETENLCTBA OT/IMYHON paboTbl OpraHu3a-
unn, ¢ Tem YTOObI npeaocTaBUTb BO3MOXXHOCTb PYKOBOACTBY MPU3HaTb N OTMETUTb paﬁOTHI/IKOB.

FOCT P NCO 9001—2001 CucTeMbl MeHeMKMeHTa Kadecrea. TpeboBaHUA

8.2.2 BHyTpeHHUe ayauTbl (NPoBepKM)

OpraHunsaumsa go/kKHa NPoBOAUTL BHYTPEHHWE ayauTbl (MPOBEPKM) 4epe3 3annaHWpOoBaHHbIE WH-
TepBasibl C Lie/Ibl0 YCTAHOB/IEHNS TOr0, YTO CUCTEMAa MeHe[pPKMeHTa KayecTsa:

a) COOTBETCTBYET 3ar/laHMpOBaHHbIM MepPOMNPUATUAM, TPeboBaHUSAM HACTOALLEro craHgapTa W
TpeboBaHUAM K CMCTEME MeHe[KMeHTa KauecTBa, pa3paboTaHHbIM OpraHusaLuei;

6) BHefpeHa pe3y/nbTaTUBHO U MOAAEPXKNBAETCS B paboyeM COCTOSHUN.

Mporpamma ayauToB (NPoBepoK) f0/KHA M1aHMPOBAaTLCA C YYETOM CTaTyca Y BaXKHOCTU MPOLIECCOB
M y4yacTKOB, MNOA/eXalUnX ayauTy, a Takke pesynbTaToB Npefblaylimx ayautoB. Kputepuu, obnactb
NPYMEHEHNS, YacToTa U MeTOfbl aynTOB [0/IXHbI ObITb OMpejeneHbl. Bbibop ayaMTopos 1 nNposefeHne
ayauToB [0/IXHbI 06ecneynBaTb 06bEKTUBHOCTL U 6ECMPUCTPACTHOCTL MpoLecca ayauTta. AyaMTopbl He
[0/KHBI NMPOBEPSATL CBOKO COBCTBEHHYIO paboTy.

OTBETCTBEHHOCTb 1 TPeB0BaHUA K NIaHMPOBaHWIO U NPOBEEHNIO ayNTOB, a TaKkKe K OTYETHOCTU
0 pesynbTaTax v NoAfepXXaHuio 1 paboyem COCTOAHUM 3anuceil AOMKHbI 6bITb ONpeaeneHbl B AOKYMEH-
TUPOBaHHOW npoLesype.

PyKoB0O/ICTBO, OTBETCTBEHHOE 3a MNPOBepsieMble 0611acTW [eATENIbHOCTU, [JO/MKHO 0becneymsarthb,
4yTO6b! AENCTBUA MPeANPHHUMATUCH 6€3 U3NULLIHEA OTCPOYKMN ANst YCTPaHeHUs1 06HapPYXXeHHbIX HecooT-
BETCTBUI M BbI3BaBLLMX UX NMPUYKH. [MocnegytoLimne fAelicTBMSA [O/MKHbI BK/OYATb BepuduKaumnio npes-
NMPUHATBLIX MeP 1 OTYET 0 pesynbTarax BepudrKalmu.

Mpumeyanne —Cm. NOCT P NCO 19011
(MN3meHeHHan pegakuusa, M3m. Vs 1).

8.2.1.4 ®duHaHCOBblE Mepbl

PyKoBO/CTBY HE0OXO0MMO paccMaTpmBaTh NpeobpasoBaHNne JaHHbIX, NOMYYEHHbIX B X0fe NPOoL,eccos,
B UH(opMaLmio (MHAHCOBOro xapakrepa Ans o6ecnevyeHWss CPaBHUMbIX Mep MPUMEHUTENIbHO KO BCEM
npoweccam 1 cofeAiCTBMSA MOBbILLEHWIO Pe3yNbTaTUBHOCTU U 3(h(heKTUBHOCTMN LeATENbHOCTY OpraHu3aLmn.

MpuMepbl (MHAHCOBLIX Mep:

- aHaamM3 CTOMMOCTU MNpeaynpexaatoLmnX N oLeHOYHbIX Mep;

- aHa/in3 CTOMMOCTU HECOOTBETCMLUS;
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- aHa/M3 CTOMMOCTU BHYTPEHHUX N BHELUHUX 0TKa30B;

- aHa/In3 CTOMMOCTW XXM3HEHHOI0 HUKNA.

8.2.1.5 CamooueHKa

BblicLLeMy PyKOBOACTBY C/ieflyeT pacCMaTpMBaTh BOMPOChI MPOBeAEHMs camooLeHKu. CaMooLeHKa —
TWaTeNbHOE OLeHUBaHMeE, 06bIYHO MPOBOAMMOE CaMWMM PYKOBOACTBOM OpraHu3auum, UTOrom KOTOpOro
ABNSAETCA MHEHWNE UM CYXXEHWE O Pe3yIbTaTUBHOCTU 1 3((HEKTUBHOCTM OpraHm3aumnm 1 ypoBHe 3penocTu
CUCTEMbI MeHeMKMeHTa KadecTBa. CamooLeHKa MOXET WCMofb30BaTbCA OpraHusalmein gns cpaBHeHus
CBOEM [AeATEeNbHOCTU C IyYLIMMMU LOCTVDKEHMAMMU BHELLIHWUX OpraHusauuii 1 nokasatensiMu MUpOBOrO
YPOBHA M0 JaHHOMY Bugy fAeAaTtesibHocTU. OHa MOMOraeT Mpu OLEHUBaHUW Y/YULLEHUS [eATe/lbHOCTY
opraHusaumun, B TO BPeMsi KaK NMpOLECC BHYTPEHHEr0 He3aBMCUMOr0 ayauTa opraHmsaumm 1crosb3yeTcs
4na nonwenma 06bEKTUBHBLIX CBUAETENLCTB TOMO, YTO CYLLECTBYHOLIME MNONUTWUKE, Npouesypbl wam
TpeboBaHMA BbIMOMHEHbI (MPW BHYTPEHHEM ayAuTe OLeHUBAKOTCA pPe3ynbTaTUBHOCTb U 3P(eKTUBHOCTb
CUCTEMbI MEHEIKMEHTa KayecTBa).

MacwTab 1 cTerneHb CamOOLeHKU Heo6X04MMO MIaHVMPOBaTb WCXOAA W3 Leneii 1 MpuopuTeTOB
opraHmsaumn. MeTog camoOLeHKMW, NPUBeAEHHbIV B MPUI0XKeHM J1, HanpaaYeH Ha yCTaHOB/IEHME CTEMEHU
Pe3ynbTaTUBHOCTU N 3PHEKTUBHOCTN BHEAPEHUA CUCTEMbI MEHeMXMeHTa KayecTBa B OpraHusauunm.

HekoTopble npenmyLlecTBa NPUMeEHEHUSA MeTOAa CaMOOLLeHKU, JaHHOro B NPUIOXKeHUM J1. 3aKnio-
YalTCA B TOM. YTO OH:

- MPOCT AYA NOHUMAHUA:

- JIeroK npv UcnoJsib3oBaHnu;

- TpebyeT MMHUMA/IbHbIX PECYPCOB PYKOBOACTBA;

- obecneymBaeT BXOfHble JaHHble 418 YAyYLleHUS (PYHKLMOHWPOBAHWUS CUCTEMbl MeHeMKMeHTa
KayecTsa opraHumsauumn.

MpunoxeHuve J1 ABNSETCA OAHUM M3 NPUMEPOB caMooLeHKIN. CaMOOLeHKY He cnefyeT paccmaTpuBaTh
KaK asibTepHaTVBY BHYTPEHHEMY WN BHeLLUHeMYy ayAauTy KadecTBa. pumMeHeHWe meTofa, OMMCAHHOIO B
NPUNOXKEHUN J1. MOXET NPeoCcTaBUTb PYKOBOACTBY 06LLYI0 KapTUHY eATe/IbHOCTN OpraHu3aumnm 1 ypoBHs
3pesiocTU CUCTEMbI MeHeMKMeHTa KadecTBa. CaMOOLEHKA MOXET Takke 0becneymBaTb BXOAHbIE AaHHble
4N onpefeneHvs obnacTeil B opraHm3aLmm, TpebyoLwux yayyLleHnsl, 1 0KasaH1sl NoMOLLM B pacCcTaHOBKe
NpPUOPUTETOB.

8.2.2 V13mepeHne N MOHUTOPUHTI MPOLECCOB

OpraHuszaumn cregyeT onpefenTb MeTOAbl WU3MEPEeHUS U MPOBOAUTb W3MEpPeHUs A1 OLEHKWU
BbIMNO/IHEHMA MNpoLeccoB. OpraHn3aumm Heo6X0ANMMO BK/IOUUTL 3TU U3MEPEHUS B NPOLIECChI Y UCMO/b30-
BaTb NPV MEHEeKMeHTE MpoLLeccoB.

V3mMepeHNst MPUMEHSIOT MpU €XEeLHEeBHOM MeHe[MKMeHTe onepauuii, Mpy OLEeHKe MNPOLLeCCoB,
KOTOpble MOTyT 6bITb 06bEKTaMW 1S MO3TANHbIX WAN MOCTOSIHHbLIX YYULIEHWIA, a Takke A4S NPOEKTOB
NpopbIBa COrfacHoO MPOrHo3y M CTpaTernyecKnm Lefsm opraHvsauunm.

Heobxoanmo, 4Tobbl M3MepPeHUS BbIMOIHEHUA MPOLLECCOB OXBaTbIBa/IM MOTPEOHOCTU U OXMULAHWUSA
3aMHTEPecoBaHHbIX CTOPOH c6anaHCMpPOBaHHO.

MpumepsbI:

- BO3MOXHOCTW;

- BpeMsA pearvipoBaHus;

- NPOLO/MHKUTENBHOCTb LKA WX NPOU3BOLUTENBHOCTb;

- V3MepsieMble acreKTbl HaeXKHOCTU:

- BbINYCK NPOAyKunu;

- pesynbTaTMBHOCTb N 3PGHEKTUBHOCTL PaboTbl COTPYAHUKOB OpraHusauuu;

- MPUMEHeHNe TEXHOIOTNIA;

- COKpaLleHVe HENpou3BOANTENbHbBIX PACXOA0B;

- pacnpefefieHve 1 COKpaLllleHne 3aTpar.

FOCT P NCO 9001—2001 CucTeMbl MeHeMpKMeHTa KadecTBa. TpeboBaHusA
8.2.3 MOHUTOPUHT 1 N3MepPeHne npoLeccoB

OpraHusauusa 4o/mKHa NPUMEHSITb NMOAXOASLLME METOAbl MOHUTOPWHTA W, TAe 3TO LenecoobpasHo,
M3MepeHMsT MPOLLECCOB CMCTEMbl MeEHe)KMeHTa KadecTBa. OTW MeTOAbl AO0/MKHbI JEMOHCTPMPOBATH
CMOCOGHOCTbL NPOLLECCOB AOCTUIaTh 3amn/iaHMPOBaHHbIX Pe3y/ibTaToB. EC/M 3an1aHMpoBaHHble pesy/nbTaTbl
He BOCTMTaloTCsl, TO HEOBXOAMMble KOPPEKLUM 1 KOPPEKTUPYHIOLLVE AelCTBUS AO/MKHBI NPeANpPUHUMATLCA
C Uenbto o6ecreveHnst COOTBETCTBUS NPOAYKLMMN.

(MN3meHeHHasn pegakums, M3m. Ne 1).
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8.2.3 3MepeHVe N MOHUTOPUHI MPOLYKLMU

OpraHu3aumn cnegyeT paspaboTaTtb M YCTaHOBUTb TpeboBaHMSA K U3MepeHWUto (BKIKYas KpuTepun
npvemMKun) cBoeli nposykumu. V3mepeHue MNPOAYKUMWM HaLo MNAaHMPOBaTb M OCYLUECTBASATb C LEeNbH
NPOBEPKW TOr0, YTO TPeOGOBAHUS 3aUHTEPECOBAHHbIX CTOPOH BbIMNOJIHEHbI Y UCMO/Ib30BaHbl 415 YyYLLeHNs
MPOLLeCCOB XU3HEHHOI0 LMK/A MPoAyKuun.

Mpun BbI6GOPE METOL0B M3MEPEHUSA 415 06ecreveHns COOTBETCTBUA NPOAYKLMM TpeboBaHMAM, a Takke
Nnpu paccCMOTPeHMM NOTPe6HOCTEN M OXXMAaHWI NoTpebuTenelt opraHu3auns Heo6Xo0ANMO YUNTbIBATb:

a) BUAbl XapaKTepUCTMK MPOAYKLMW, OT KOTOPbIX 3aTeM 3aBUCAT BUAbl WU3MepeHWii, MoaxopsLiue
CpefcTBa M3MepeHUA, HeobxoAmMMas TOYHOCTb M TPebyroLnecs HaBbIKW;

6) HeobxoguMble 060pyf0BaHMeE, NPOrpaMMHble CPeACcTBa U UHCTPYMEHTbI;

B) pacnosioKeHne MoAXOAALWMX TOYEK M3MEPEeHUA B MOC/ef0BaTe/IbHOCTM MpoLecca XXU3HEHHOro
UuKIa NpoayKumm;

r) XapakTepuCTMKM, MOAMeXale U3MEPeHNI0 B KaX4Oo Touke, JOKYMEHTALMI0 U KpUTepUM Mpu-
eMKW. KOTopble 6yayT NPUMEHSATLCA:

L) YCTaHOBJIEHHble NOTPeOUTENSAMM TOUKM NS OCBUAETENBCTBOBAHUS UMW BEPUNKALUKN BblIOPaHHBIX
XapaKTepuUCTUK NPOLYKLMN;

€) KOHTPO/b WA UCMbITAHWSA B MPUCYTCTBUM 3aKasumKa, Uan OCyLLeCTBASEMble 3aKOHO4ATe/TbHbIMMW
N pernameHTUPYoLWMMK MOSIHOMOYHbLIMY OpraHamu;

) rge. Korja u Kak opraHusaums HamepeHa (uam 3To TpebyeTcs NOTPe6GUTENs MU UAW 3aKOHofa-
TeNbHbIMU 1 PeriaMmeHTUPYHOLWLMMM MOTHOMOYHBIMU OpraHaMu) NpuBeKaTb KBAIMPULMPOBAHHYIO TPETbLIO
CTOPOHY /19 NPOBeLeHUS:

- UCNbITaHWI TMNa,

- KOHTPONSi UM UCMbITaHWIA B X0fe MpoLecca,
- BepudmKaumm npogyKLumu.

- BaMZaUMM NpoayKLunn,

- KBaMuKaumn npoayKuunm;

3) KBa/IMMKauuio paboTHMKOB, MaTepuanos, NPOAYKLMW, MPOLLECCOB U CUCTEMbl MEHEeKMEHTa
KauecTBa;

M) OKOHYaTesIbHbI/i KOHTPO/b C UMbl MOATBEPXKAEHWS, UTO AeATeNbHOCTb MO BepuduKaumm wu
Ba/Mdaumnn 3aBepLueHa u ofobpeHa;

K) Pernctpauuvio pesynbTaToB U3MEPEHUS MPOLYKLUN.

OpraHusaumm crefyeT aHaIM3MpoBaTb METOAbI, UCMOMb3yeMble NP U3MEPEHNN MPOAYKUUN, 1 Npeayc-
MaTpvBaeMble 3anmcy no BepuuKalmmn, YTobbl yUMTbIBaTb BOSMOXHOCTU YYyULLIEHUS feATeNlbHOCTH.

TununyHble NpuMepbl 3anuceir 06 M3MepeHUU MNPOAYKLMM, KOTOpble paccMaTpvBalCchb 6bl Mpu
YNYULLEHUN LesATeNbHOCTH:

- MPOTOKO/bI KOHTPONA W UCMbITaHWI;

- YBE[OM/IEHUA O BbIMyCKe MaTepuasios;

- 6naHKM NpuemMKK NPOAyKLMU;

- CEPTUMUKATbLI COOTBETCTBMUSA, €CIM 3TO HE06X0AUMO.

FOCT P NCO 9001—2001 CucTeMbl MeHeMKMeHTa KadecTBa. TpeboBaHuA
8.2.4 MOHUTOPUHT U N3MepeHne NPoLyKUmmn

OpraHusauys fo/KHa OCYLLECTBATL MOHUTOPUHI U U3MEPSITh XapaKTePUCTUKU MPOAYKLMN C LIEMbH
BepUMKaLMM CoB0AeHNS TPe6oBaHMA K NPoayKLUMU. ATO JO/KHO OCYLLECTB/IATLCS HA COOTBETCTBYHOLLIMX
CTaAMsAX NPOLEcCca XXU3HEHHOMO LKA NPOAYKLMMN COF/TaCHO HOMIaHUPOBaMMbIM MePONpUSITUSIM.

CBU/ETENbCTBA COOTBETCTBUS KPUTEPUSIM MPUEMKIW LO/MKHbI MOAAEPXKUBATLCS B paboyeM cOCTOSA-
HUK. 3anuncy Jo/MKHbI YKasblBaTb SHL0(a). CauKLMOoHMpPoBaBLUee(Me) BbIMYCK MPOAYKLMN.

BbIMycK NPOAYKUMN U NPeAOCTaBEHME YCYTW HE JO/MKHbI OCYLLECTBAATLCS A0 TeX Mop. MoKa Bce
3annaHUpoBaHHble fecTBUA (7.1) He ByAyT YAOBMETBOPUTE/IbHO 3aBePLUEHbI, ECIN HE YTBEPXKAEHO MHOE
COOTBETCTBYHOLUM MOSIHOMOYHbLIM OPFraHOM U, rae 3TO MPUMEHMMO, NOTPeGUTENEM.

(N3meHeHHas pefakums, H3m. Ne 1).

8.24 M3mepeHne H MOHUTOPUHT YA0BETBOPEH MOCTU 3aUHTEPeCOBaHHbIX CTOPOH
OpraHu3aums fo/mkHa onpegenuTb UHGOPMaLMI0 MO M3MEPEHMAM, TPebYIOLLYOCS 415 BbIMOIHEHNS
noTpe6HOCTeW 3aMHTEPECOBaHHbIX CTOPOH (KpPOMe MOoTpeGMTeneil) 1 KacatoLlytocsi MpoLLEeccoB OpraHu3a-
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UuM, ¢ TeM 4Tobbl J06UTLCA GanaHca Npu pacnpefenieHMn PecypcoB. Takas WHGopmauusa BK/IOYaeT
MN3MEpPeHNs, OTHOCALLMECH K paboTHMKaM opraHusauuun, Bnajenbuam M WHBecTopam, nocTasBLiMKam W
napTHepam, a Takxxe 06LLEeCTBY.

Mpumepbl N3MEPEHNIA:

a) B OTHOLLEHMW CBOMX PabOTHMKOB OpraHm3aLumu cregyet:

- M3y4yaTb MHEHWS CBOMX pPabOTHUKOB O CTeMeHW YAOBIETBOPEHHOCTM WX MNOTpPe6HOCTeR U
oXungaHuii;

- MPOBOAMTbL OLUEHKY VMHAMBUAYANIbHOM W KOMNEKTUBHOM PaboTbl COTPYAHWKOB U MX BKaja B
pesynbTaTbl OpraHM3aunu.

6) B OTHOLIEHWW BfajefbLeB 1 MHBECTOPOB OpraHu3auuu cregyer:

- OUeHVBaTb CBOW CMOCOGHOCTY BAOCTMXEHUW MOCTaBEHHbIX Lenei;

- OUeHWBaTb CBOK (PUHAHCOBYIO [eATENbHOCTb;

- OUeHMBaTb BO3[eliCTBME BHELUHWUX (DaKTOPOB Ha CBOW pe3y/bTaThbl;

- ONpejensiTb LLEHHOCTb, MOJIyYeHHY B pesy/ibTare MpeanpuHATLIX 4eACTBUNA.

B) B OTHOLLUEHWWN MOCTaBLUMKOB U MapTHEPOB OpraHu3aLmun cregyeT:

- U3y4yaTb MHEHWUS MOCTABLUMKOB N NapTHEPOB, KacaroLMXCA X YL0BNETBOPEHHOCTM NpoLieccamm
3aKyMOK, OCYLLECTB/ISAEMbIMU OpraHmn3aLmen;

- KOHTPONMPOBaTb M 0becrneunBaTb 06paTHYHO CBSA3b MO AeATENbHOCTY NOCTaBLLMKOB M NapTHEPOB
Mo WX COOTBETCTBMIO MOIMTUKe B 06/1aCTX 3aKyMOK opraHusauum;

- OLEeHMBATb Ka4yeCTBO 3aKyrM/IeHHOM NPOAYKLMW, BKNaL MNOCTABLUMKOB U BbIroAbl OT B3aMOOTHO-
LLEHWIA.

r) B OTHOLIEHUM 06LLLeCTBa OpraHunsauun cregyet:

- ONpejensiTb U OTCNEXMBaTb NOAXOAALLMNE faHHbIE O pe3y/bTaTax, CBA3AHHbIX C ee Lensamu, 4ns
[OOCTUXEHWS YA0BETBOPUTENbHOMO B3aMMOAENCTBUA C 06LLLECTBOM;

- MepuOAMYECKU OLeHMBaTb Pe3yNbTaTUBHOCTb M 3P(eKTUBHOCTb CBOMX AENCTBUI 1 BOCNPUSATUE
CBOEW AesATENIbHOCTU COOTBETCTBYHOLLMMY CNOSAMU 06LLECTBA.

8.3 ¥YnpasneHne HECOOTBETCTBUAMU

8.3.1 O6Liune NonoXKeHms

BbicLueMy pyKOBOACTBY HEO6XOAUMO Hafe/IMTb PaboTHUKOB OpraHunsaum NoIHOMOYNSAMU U OTBET-
CTBEHHOCTbIO c006LLaTh 0 HECOOTBETCTBMAX Ha N060M CcTagum npouecca ATS 06ecreveHUss CBOEBPEMEH-
HOrO 06HapYXXeHUS1 N yCTpaHeHWst HECOOTBETCTBUIA, a TakKe ONpefe/ITb NOIHOMOYMS MO pearMpoBaHuIo
Ha HeCcOOTBETCTBUA C Lie/bi0 MoAAep>KaHns COOTBETCTBUS MPOLLECCOB U NpoayKumu Tpe6oBaHuam. Opra-
HU3aumn cnefyet pesynbTaTUBHO M 3PHEKTUBHO YNPaBaATb UAeHTU(DNKALMEN HECOOTBETCTBYHOLLEN NPO-
SYKUUW. M30N5AUMENR U yTUAM3aLmeli, YTobbl NPefoTBPaTUTb HEMPaBUIbHOE ee UCMOMb30BaHNe.

Tam. rge 310 NPaKTUYeCKN Lies1IecoobpasHo, HeCOOTBETCTBUSA HEOOXOAMMO PErUcTPMpPoBaTL OHOBpPe-
MEHHO C YKasaHVeM MecTa WX HaxXOXAeHUs, 4ToObl 06/1erynTb M3y4veHUe n obecneymBaTb AaHHble ANS
aHanusa n feaTeNlbHOCTU MO yaydlleHno. OpraHmn3aums MOXeT Takke MPUHATb PeLLeHne 0 perncTpaumm
1 ynpaB/ieHNN HECOOTBETCTBUSAMM, OTHOCALLMMUCH KakK K MPoLeccam XXM3HEHHOT0 LUKAa NPoayKuum, Tak
1 BCMOMOrare/ibHbIM MpoLeccam.

OpraHuzanms MOXeT TakXe pacCMOTPeTb 3aperncTpupoBaHHy MHGOPMAaLUIO Mo TeM HECOOTBETCT-
BMSIM. KOTOpble 6blIM MCMpaBneHbl B Xof4e paboTbl. Takue gaHHble MOryT NpefocTaBUTb LIeHHY UHGOoP-
MaLMio N0 YAYYLLEHWUO Pe3yNbTaTUBHOCTU U 3P(eKTUBHOCTA NPOLECCOB.

8.3.2 AHann3 HeCOOTBETCTBUIA U UX yCTpaHeHWe

PyKOBOACTBO OpraHu3aumu [O/HKHO 00ecneunTb pas3paboTKy pesynbTaTUMBHOIO M 3(PGHEKTUBHOIO
npouecca NpoBefeHNs aHanm3a 1 yCTpaHeHUe BbISIB/IEHHbIX HECOOTBETCTBUIA. Heob6xoaumo, 4Tobbl aHanmn3
HEeCOOTBETCTBUI NPOBOAW/IN YMOMHOMOYEHHbIE /IMLA C LENbl YCTaHOBMEHWUS, TPebylT NN BHUMaHUA
Kakune-nmbo TeHAeHLUN um cnocobbl NX BOSHUKHOBEHWUSA. HeraTvBHble TEHAEHL MM paccMaTpMBatoTCs Ha
npeAaMeT UX U3MEHEHWS B JIy4LUYlO CTOPOHY, & TakKXe KaK BXOfHble [aHHble 4/18 aHann3a CO CTOPOHbI
PYKOBOACTBA, KOrja 06CyXAalTcs 3afaqm no UX YMeHbLUEHUIO 1 NPUB/EYEHNIO HEOOXOANMbIX PECcypCOoB.

Pa6boTHMKaM, OCYLLEeCTBAAIOWMNM aHann3, Heo6xo4nmo 06nagaTb KOMMNETEHTHOCTbIO AN1A OLEHMU-
BaHUs1 06LLLero BO3AENCTBMA HECOOTBETCTBUIA, a TakXke MOTHOMOYMAMWU U pecypcamy Mo yCTpaHeHuto
HECOOTBETCTBUI M OMpPEAENIEHNI0 MOAXOAALNX KOPPEKTUPYHOLLUX AeACTBUIA. YTBEPXKAEHME YCTpaHeHUS
HECOOTBETCTBUS MOXET 6biTb KOHTPaKTHbIM TpeboBaHMeM noTpebuTeneir mnm TpeboBaHUEM [ApYrux
3aMHTepecoBaHHbIX CTOPOH.
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8.3 YnpaBneHne HeCOOTBETCTBYHOLLEN NpoayKLuweli

OpraHu3aumsa go/mkHa obecneymsaTb, YTOObI MPOAYKLUNS, KOTOPas He COOTBETCTBYET TPeboBaHUSAM,
6bln1a naeHTMhULMPOBaHa 1 ynpasnsaack C Lefbio NpefoTBpalleHns HenpegHamMmepeHHoro Mcnosb3oBa-
HUSA UK nocTaBky. CpeacTBa ynNpaB/eHUs, COOTBETCTBYOLAA OTBETCTBEHHOCTb M MOHOMOYMSA AN padoThbl
C HECOOTBETCTBYIOLLIEN MPOoAyKLWen fo/MKHbI BbITb onpefeneHbl B JOKYMEHTMPOBAHHOW npoLiesype.

OpraHu3aums fo/MKHa pellaTb BONPOC C HECOOTBETCTBYIOLLEM NPOAYKLUUel OAHUM UM HECKOMbKU-
MU cfegyoLwmMuy cnocobamm:

a) OCYyLLEeCTBNSATb [e/ACTBUSA C LeNbl0 YCTPaHeHUs1 06HapYyXXeHHOr0 HECOOTBETCTBUSI;

6) CaHKUMOHMPOBATb €e WCMO/Ib30BaHue, BbIMYCK WM TMPUEMKY, eC/IM MMEETCA paspeLleHve Ha
OTK/IOHEHMWe OT COOTBETCTBYIOLLEr0 MOTHOMOYHOIO NLA UK OpraHa 1, rae 3To NPUMEHMMO, NoTpebuTens;

B) OCYLLECTBNATbL AeNCTBMA C Lefbio NpefoTBpaLleHMs ee MepBOHAYasbHOro npegrnonaraemoro
MCMO/Ib30BaHUA WAN NPUMEHEHUSA.

3anucuy 0 xapaKTepe HeCOOTBETCTBUIA 1 NOObIX MOCAEAYIOLLMX NPEeANPUHATBLIX AeACTBUSIX, BK/IHOYas
noslyYeHHble paspeLleHns Ha OTKOHEHUS, O/DKHbI NOAAepXMBaTLCA B paboyeM COCTOSHUN.

Korga HecooTBeTCTBYHOLAA MPOAYKLMSA MCNpaBieHa, OHa Jo/DKHAa ObiTb NOABEPrHyTa MOBTOPHOM
BepudnKaumn AN 4emMoHCTpauum COOTBETCTBUSA Tpeb6oBaHUAM. ECIM HecoOoTBeTCTBYHOLLASA NPOAYKUUSA
BblISIB/IeHa MOC/Me NOCTaBKWM WAN Havana MCMo/b30BaHWs, OpraHm3aLmsa 4o/kHa NpeanpuHATL AeNcTBuUS,
afleKBaTHble MOCNeACTBUAM (MW NOTEHUMaIbHBIM MOCNEACTBUAM) HECOOTBETCTBUSA.

(M3meHeHHan pepakumsa, M3m. Ne 1),

8.4 AHanu3 gauHbIX

PeLleHns [o/KHbI 6bITb OCHOBaHbl Ha aHanu3e AaHHbIX, MOMYYEHHbIX B pesynbTate U3MepeHui, 1
MH(opmaLmm, cobpaHHoOR cornacHo Tpe6oBaHUAM HaCTOSLLEro cTaHgapTa. B aTOM KOHTEKCTe opraHusaumm
crefyeT aHa/IM3MpPoBaTh faHHble Pas/IMUHbIX UCTOYHMKOB KaK [J151 OLEeHKW [1eATE/IbHOCTU B CPaBHEHUN C
nnaHamu, LensaMu u apyruMm onpegeneHHbIMU 3agadamu, Tak 1 onpefeneHns obnacteit 4na yny4lleHns,
BK/1tOYaA BO3MOXHble BbIrofbl /1 3aMHTEPeCcOBaHHbIX CTOPOH.

PeLLeHns, 0CHOBaHHble Ha hakTax, TpebyoT pe3ynbTaTUBHbIX U 3 (eKTUBHbIX AeMCTBUI, TaKUX KakK:

- NpUMeHeHWe YTBEPX/IeHHbIX METOA0B aHa/In3a,

- MPUMeHeHMe COOTBETCTBYHOLLNX CTATUCTUUYECKUX METO/0B:

- MPUHATUE peLLeHnii N Mep, OCHOBAHHbIX Ha pe3y/ibTaTax /IorMyecKoro aHaamsa, ypaBHoBeLUVBatO-
LLero onbIT U UHTYULAIO.

AHann3 faHHbIX MOXET MOMOYb YCTAHOBUTL MNEPBONPUYUHY CYLLLECTBYIOLLMX MOTEHLNAIbHBIX MPO-
6nem u. cnefoBaTenbHO, CNOCO6CTBOBATL MPUHATUIO PELLEHWNIA MO KOPPEKTUPYHOLLMM Y MPeaynpeXxXfatoLLm
[eCcTBUAM, TPeByoWMMCa 45 YAyYLLEeHNS.

[ns pesynbTaTUBHON OLEHKN PYKOBOACTBOM [ieATe/IbHOCTW OpraHusauuu B LiefIoM Heo6xo4umo 0606-
LWMTb N MpOaHaNM3NPOBaTh AaHHbIE U MH(OPMaLMIO, MOMyYeHHbIe OT BCEX MOAPa3AeNeHnin opraHu3aLmm.
[JlesiTenbHOCTb OpraHmn3auum B LieNoM Haflo 0TpaxaT b B popme, YA06HOM 4ns pasIyHbIX yPOBHEN PYKOBOACTBA.

PesynbTaTbl TAaKOr0 aHanM3a MOryT 6bITb MCMO/Ib30BaHbl OpraHu3auven s onpeaeneHuns:

- TEHAeHUWi;

- YAOB/IETBOPEHHOCTW MOTpebuTenei:

- Y[,0B/IETBOPEHHOCTN APYTNX 3aMHTEPECOBaHHbIX CTOPOH;

- pesynbTaTMBHOCTU U 3(h(heKTUBHOCTU MPOLIECCOB;

- BK/1afja NocTaBLLUVKOB;

YCMELUHOro JOCTUXKeHUS Liefield Mo YNy4lleHWIo feATeIbHOCTH;

- 3KOHOMWYECKUX acrnekToB KayecTsBa, PMHAHCOBbLIX U PbIHOYHBIX NMoKasaTesnel;
CPaBHUMOCTMN CBOEW [eATENbHOCTU C IYHLLIMMU AOCTUKEHUAMU;

- KOHKYPEHTOCMOCO6HOCTMU.

FOCT P NCO 9001—2001 CucTeMbl MeHe[pKMeHTa KadecTsa. TpebosaHuA

8.4 .AHaM3 AaHHbIX

OpraHusaums Jo/bkHa onpefenvTb, cobupaTtb M aHaIM3MPOBaTb COOTBETCTBYHOLME [aHHble /1A
JemMOoHCTpaumy NPUrogHoOCTM N Pe3ynibTaTUBHOCTU CUCTEMbl MeHe[PKMeHTa Ka4yecTsa, a Takke oLeHnBa-
HUSA, B Kakoi 061acTM MOXXHO OCYLUECTBMATb MOCTOSAHHOE MOBbILLUEHUE Pe3y/bTaTUBHOCTU CUCTEMBI
MeHe[PKMeHTa KadvecTsa. [laHHble [O/MKHbI BKIOYATb MHMOPMALLMIO, MOJTYHEHHYIO B pesy/ibTaTe MOHUTO-
pUHra 1 N3MepeHns N 13 pyrux CoOTBETCTBYIOLMX NCTOYHNKOB.
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AHanu3 gaHHbIX JO/DKEH NPefocTaBnATb MH(OPMALMIO Mo:

a) YA0BNETBOPEHHOCTW MOTPe6UTenel;

6) COOTBETCTBMIO TpeboBaHMAM K NPOAYKLUNN:

B) XapaKTepucTMKam M TEHAEHLMAM MPOLECCOB M NPOAYKLUMUK, BKIOYaA BO3MOXHOCTU MPOBEAEHNS
npegynpeXxxparoLLmx AencTeunii;

r) nocTasLLMKaM.

8.5 YnyuleHve

8.5.1 O6LLNE NOMOXEHUSA

PyKoBOACTBY CriefilyeT MpPexae BCEro NMOCTOSHHO CTPEMUTLCS K YNYULIEHWIO Pe3y/ibTaTMBHOCTU Y
3(h(heKTMBHOCTM NPOLLECCOB OPraHM3aLnn, a He OKNLATb NOSIBAIEHUS NPO6/1eEMbI, YTOObI BbISIBUTL BO3MOX-
HOCTW ynyulleHusi. Ananas3oH ynayylleHUA MOXET 6bITb OT MOCTENeHHbIX MOCTOSAHHO MPOAO/IKAIOLLMXCS
ynyylleHniA 0 CTpaTerMyecKMx MPOEKTOB MpopbiBa B cdiepe ynydlleHus. OpraHusauum Heo6xogmmo
pacnonaraTb MPOLLECCOM OMpPeAeneHNs U MeHefKMeHTa AeATeNIbHOCTU MO YAyULUeHNO. ITU YNyulleHus
MOryT MPUBECTU K M3MEHEHUSIM B MPOAYKLMM MM NPOLECCax M AaXe B CUCTEME MeHeMKMeHTa KavecTsa
WA B OpraHusaumm.

FOCT P NCO 9001—2001 CucTteMbl MeHeMKMeHTa KadecTBa. Tpe6oBaHuA
8.5 YnyulueHve
8.5.1 locTosAHHOE yyulleHune

OpraHusauus [o/KHa MNOCTOSIHHO MOBbIWATL Pe3y/IbTaTUBHOCTb CUCTEMbI MEHe[KMEHTA KadecTBa
MOCPEACTBOM WCMO/MIb30BaHUSI MOMMTUKMA U Leneid B 06/1aCTV KayecTBa, PesynibTaToB ayAMTOB, aHam3a
JaHHbIX, KOPPEKTUPYIOLLMX U NpeaynpexaatoLmx AeicTBIiA, a TaKKe aHa/ims3a Co CTOPOHbI PYKOBOACTBA.

8.5.2 KoppeKTupyloLine geiAcTBumA

BbicLLee pyKOBOACTBO LO/KHO 06ecneymBaTb UCMOMb30BaHWE KOPPEKTUPYHOLNX AENCTBUN Kak
cpefcTBa ynydlleHus. MnaHUMpoBaHWe KOPPEKTUPYHOLLUX AeACTBUI BK/IHOYAET OLEHMBAHWE BaXXHOCTU
npo6sieM 1 BbipaXkaeTcs Yepes NOTEHLMaNbHOe BO3AECTBME HA TaKMe acneKTbl, KakK 3KCMlyaTaloHHbIe
3aTpartbl, LeHa HecOOTBETCTBUS, XapaKTePUCTMKU MPOAYKLMMW, HAfeXHOCTb, 6e30MacHOCTb, a Takxe
YyL0BNETBOPEHHOCTb MOTpPebuTeneli M Apyrux 3anmHTepecoBaHHbIX CTOPOH. B mpouecce BbINOAHEHUS
KOPPEKTUPYHOLLUNX AeACTBUA NPUHUMAIOT yyacTue paboTHUKU COOTBETCTBYHOLLUX CNyx6. Mpu NpuHs-
TUN [eiCTBUIA Heo6X0AMMO Takke obpawiaTb BHUMaHWE Ha Pe3y/bTaTMBHOCTb U 3(h(EeKTUBHOCTb
npoLeccoB, NogBepraTb MOHUTOPUHIY CaMu JeACTBUSA AN 06ecrneyeHns AOCTVDKEHNSA XenaeMblX Lienei.
CnegyeT paccMaTpuBaTbh KOPPEeKTUPYHOLNE AeACTBUSA Ha NpegMeT BK/IOYEHUS B aHa/UM3 CO CTOPOHbI
PYKOBOACTBA.

Mocne MPUHATUA PELUEHUS O MPOBEAEHUN KOPPEKTUPYIOLNX feACTBUIA opraHu3auum HeobXxoanMo
OnpefennTb UCTOYHUKM MHGOpMauun 1 cobpaTb MHOpPMaLMIO 418 ONpeAesieHUss KOPPEKTUPYHOLLMX
feiicTBuin. OnpegeneHHble KOPPEKTUPYOLWMe LeCTBMA CnefyeT HamnpaBUTb Ha YCTPaHeHVe MpUYMH
HEeCOOTBETCTBMIA, YTO6bI M36eXaTb NOBTOPHON0 BO3HWUKHOBEHMWS MPOGIEM.

MpuMepbl UICTOYHUKOB UH(OPMaLMK 411 PACCMOTPEHNSI KOPPEKTUPYHOLLMX AeACTBUIA:

- >Kanobbl NoTpebuTeneit;

- OTYeTbl O HECOOTBETCTBUAX;

- OTYeTbl 0 BHYTPEHHMX ayauTax;

- BbIXOAHbIE laHHble aHa/IM3a Co CTOPOHbI PYKOBOACTBA;

* BbIXOAHbIE laHHble aHanM3a UHGopMaLnK;

- BbIXOAHbIE AaHHble N3MePEeHWIA YA0BNETBOPEHHOCTH;

- COOTBETCTBYHLLME 3aMNCU O CUCTEME MEHeIKMEHTa KauyecTsa;

- paboTHWMKM opraHM3auuu;

- W3MepeHus MpPOLIECcCOB:

- pe3ynbTaTbl CAMOOLIEHKMN.

VIMeeTCsi MHOFO CMOCO6OB YCTAaHOB/IEHUS MPUYUH HECOOTBETCTBUIA, BK/IHOYAsi aHa/IU3, NPOBOAUMbIN
OTZeNbHbIM JIMLOM WU TPYNMoiA, Ha3HauYeHHOol ANs pa3paboTKM KOPPEKTUpPYOLWUX geiicTeuii. OpraHusa-
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LuMn cnepyeT onpefensiTb MPUOPUTETbI MPU UHBECTUPOBAHWUU KOPPEKTUPYIOLLMX [eliCTBUA WCXOAA W3
BO3MOXHbIX MOCMeACTBUI paccMaTpmBaeMoi Npo6remMbl.

Mpw oueHMBaHUW MOTPEGHOCTM B [ENCTBUAX C LieNbi0 UCKIHOYEHUA MOBTOPEHUS HECOOTBETCTBUIA
opraHusauuns [o/hkHa NpedycMOTPeTb NPOBeAeHWE MOATOTOBKM PabOTHUKOB, BK/IHOUYEHHBLIX B MPOEKTbI
KOPPEKTUPYHOLLMX AEACTBUNA.

OpraHusauns BKIOYaET aHa/In3 NepBOMNPUYMH, €C/IN 3TO LienecoobpasHo, B MPOLECC KOPPEKTUPYHO-
LWMX felicTBUA. PesynbTaTbl aHanv3a NepBONPUYMNH CrefyeT NPOBEPUTb MCMbITaHWEM [0 ONpejeneHus v
VHULMMPOBAHUS KOPPEKTUPYIOLLNX AeACTBUIA.

FOCT P MCO 9001—2001 CucTemMbl MeHefKMeHTa KayecTsa. TpeboBaHWs
S.5.2 KoppekTupytoLine gencteuns

OpraHu3zaumsi Jo/mMKHa NPeANpPUHUMATE KOPPEKTUPYHOLLME AeNCTBUA C LEMbI0 YCTPAHEHUS! MPUYKH
HECOOTBETCTBUIA A1 MpPeAynpeXxaeHnsi MOBTOPHOr0 X BO3HUKHOBEHUS. KOppeKTupyrowme AeicTBus
LO/MKHbI BbITh aleKBATHBIMU MOCNEACTBUSAM BbISIB/IEHHLIX HECOOTBETCTBUIA.

JomkHa 6bITb paspaboTaHa JOKYMeHTMPOBaHHasA npouefypa /18 onpegeneHns TpeboBaHU K
a) aHa/ M3y HECOOTBETCTBUIA (BK/IOUast Kanobbl NOTpebuTeneit);

6) ycTaHOBMEHWIO MPUYNH HECOOTBETCTBUIA;

B) OLEHMBAHMNIO HEOOXOAMMOCTU LeNCTBUIA, YTOObI N36eXaTb NMOBTOPEHUSI HECOOTBETCTBUA,

r) onpegeneHnto 1 OCyLECTBNEHNIO HEOOXOAUMbIX AeACTBUIA;

4) 3anucsiM pe3ynbTaToB NPeANPUHSTLIX AeACTBUIA;

€) aHanM3y NpeanpUHATBIX KOPPEKTUPYIOLLNX AeACTBUIA.

S.5.3 TlpeaynpexpaeHue nortepb

PyKOBOACTBO AO/KHO M/1@aHMPOBAaTb YMEHbLUEHWE BO3AENCTBMA MOTePb B OpraHmsauuMy C Lebl
NOAAEP>XKaHWs NokasaTesiel MPoLEeCCOB M XapaKTepuUCcTUK NpogyKuun. MpegynpexaeHre notepb B hopme
NNaHNPoBaHWA crnefyeT NPUMEHATb B OTHOLUEHUN MPOLLECCOB XM3HEHHOMO LMKIa NpoAyKLUMM U BCNOMO-
ratefibHbIX MPOLLECCOB, a Takke [eATesIbHOCTM U MPOAYKLMM C Lefblo 0becnevyeHns yA0BIeTBOPEHHOCTU
3aMHTePecoBaHHbIX CTOPOH.

[ns Toro, 4Tobbl NNaHMpPOBaHWe NPeynpexaeHnsa NoTepb 6bI/10 Pe3yNbTaTUBHBIM U 3PHEKTUBHbIM,
ero Hajo OCyLLecTBASATb CUCTeMaTMyeCcKM. CUCTEMATMYHOCTb MNaHMPOBaHWS 6asnMpyeTcs Ha AaHHbIX,
Nosly4eHHbIX MOCPeACTBOM COOTBETCTBYIOLLMX METOA0B, BK/IOYAOLWMX OLEHKY NpeablAyLnX cBeAeHWl Mo
TeHAEHUMAM MU KPUTUYECKOTO COCTOSIHUSA [eATeNlbHOCTU OopraHusaumyi 1 ee npogyKunn. [aHHble mMoryT
6bITb MOJTyYeHbl NOCPELCTBOM:

- MCMOMb30BaHWUS CPEACTB aHaM3a PUCKOB, TaKMX, Kak aHasM3 Xxapakrepa 1 nocneAcTBuii 0TKasa;

- aHanM3a NoTpe6GHOCTEN M OXugaHWA NoTpeduTenei;

- aHanmsa pblHKa;

- NCNONb30BaHWSA BbIXOAHbIX AAHHbIX aHan3a, B TOM YMC/le aHasIM3a Co CTOPOHbI PYKOBOACTBA;

- V3MEepeHnin yA0BETBOPEHHOCTH;

- W3MEepPEeHU MpoLeccoB;

- MCMO0/Mb30BaHNS 06bEAUHSIOLLMX UCTOYHMKOB MH(OPMaLMK OT 3aMHTEPECOBAHHbIX CTOPOH;

- COOTBETCTBYIOLLMX 3aMUCe CUCTEMbI MeHeDKMeHTa KayecTsa;

- YPOKOB, U3B/IEYEHHbIX N3 MPOLL/IOrO OMbITa;

- pe3y/bTaToB CaMOOLEHKMU;

- npoueccos, 06ecneunBatoLLMX paHHee NPeaynpexneHve o NPUENKeHNN HeynpasiseMbIX YCI0BUIA.

Takuve faHHble ob6ecrneynmBaldT MH(OPMaLMIO AN paspaboTKy pe3ybTaTUBHOI0 U 3PEKTUBHOIO
nnaHa npegynpexaeHnsa noTepb 1 onpefeneHns NPUOPUTETOB, KaCAIOLLMXCA KaXAoro npowecca u NpoaykK-
LK. 4YTOObl YA0BNETBOPATL NOTPEGHOCTU N OXMAAHUA 3aUHTEPECOBAHHbLIX CTOPOH.

PesynbTaTbl OLEHKMN 3EKTUBHOCTY 1 pe3yibTaTUBHOCTY NIaHOB MpeLyrnpexaeHns notepb cregyeT
MCMO/Ib30BaTb Kak BbIXOAHbIE AaHHbIE aHa/In3a CO CTOPOHbI PYKOBOACTBA U MPUMEHATb UX Kak BXOAHbIe
[aHHble AN MOAUMUKALMN NNAHOB, a TakKXKe Kak BXOfHble aHHble 415 NPOLECCOB YyYLleHUS.
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FOCT P MCO 9001—2001 CucTembl MeHefpkMeHTa KadecTsa. Tpe6oBaHUA
8.5.3 MpegynpexaatoLme feiicTBmS

OpraHuszaums [0/KHA OMpefeNiuTb [eWCTBUA C LEbl YCTPAHEHUS MPUYUH  MOTEHLMATbHBIX
HECOOTBETCTBUI /18 NMPeLyNpeXxaeHnsl nx nosiBneHus. MpegynpexaaroLive AelicTBUS LOMKHbI COOTBET-
CTBOBATb BO3MOXHbIM MOC/EACTBMSAM MOTEHLMAIbHBIX MPO6/IEM.

JomkHa 6bITb paspaboTaHa JOKYMEHTUPOBaHHasA Mmpouesypa 415 onpefeneHnsa TpeboBaHnn K

a) YCTaHOB/IEHWIO MOTEHUMANbHbIX HECOOTBETCTBUIA 1 UX NPUYUMH;

6) oueHMBaHMIO HEOBXOAMMOCTW AEACTBUIA C LENbio NpeaynpeXxXaeHnNs NosBNEHNS HECOOTBETCTBUN;
B) ONpefeNieHNI0 N OCYLLLECTBNEHNIO HEOBXOAUMbIX AE/ACTBUIA;

r) 3anucsiM pesysibTaToB MPeAnpPUHATBLIX AeNCTBUIA;

4) aHanms)' NpeAnpUHATLIX NPeaynpeXxaarLmx 4encTBUNA.

8.5.4 T1oCTOSAHHOE ynyulleHne AeATeIbHOCTM OpraHmsaumn

[na cogelicTBua obecneyeHns GyAyLLero opraHusauum n y[oBAeTBOPEHHOCTU 3aMHTEPeCOBaHHbIX
CTOPOH PYKOBO/CTBY HE0OX0MMO CO3[aTb Ky/bTYpPHYIO Cpefy, COCO6CTBYIOLLLYIO BOB/IEYEHUIO PABOTHUKOB
B aKTUBHBI MONCK BO3MOXHOCTEN Y/yULLIEHUA MOKas3aTeneil NpoLeccoB, AeATeNIbHOCTU W XapaKTepucTUK
NPOAYKLNN.

C uenblo BOBMEYeHNS pPabOTHUKOB BbICLLEMY PYKOBOACTBY CriefyeT c03[aTb Cpedy, B KOTOPON
NOSIHOMOYMS [eNernpyroTcsa Tak, YTobbl PaboOTHUKN NPUHANN Ha Cebs OTBETCTBEHHOCTb MO OMpefesieHNnto
o6n1acTeid, rae opraHU3aLns MOXET Y/YULLNTL CBOKO fieATe/IbHOCTb.

3TOro MOXHO 06VTLCA NOCPEACTBOM TaKON AEATENbHOCTU, Kak:

- MocTaHOBKa Leneil nepes paboTHMKaMM OpraHv3aunii, a Takke B paMKax MpoeKToB;

- CpaBHEHWe C JOCTVKEHNSAMN KOHKYPEHTOB W Nyylleli NPaKTUKOW;

- Npu3HaHWe 1 BO3HarpaxKaeHve 3a JOCTUXKeHWUe YyuULLeHW;

- HarnsgHoCTb MpPefIoKeHU, BKIIOYasi CBOEBPEMEHHOE pearnmpoBaHne pyKOBOACTBA.

Ana obecrneyeHns CTPYKTYPbl [eATENIbHOCTU MO YNy4LUeHWIO BbICLUEMY PYKOBOLCTBY Heo6X0AMMO
onpefennTb W BHEAPWUTb MPOLLECC MOCTOSAHHOMO Y/y4LUEHWs, KOTOPbIA MOXHO MPUMEHATbL K npoueccam
YXW3HEHHOr0 LuKa NpojyKuuy, BCnoMoraTeibHbIM MpoLueccaM U ApYyroi AesiTeNbHOCTY.

B Lenax fOCTUXKEHUS pe3ynbTaTUBHOCTU U 3th(heKTUBHOCTM MpoLecca yaydlleHns cnefyet YAenaTb
BHMMaHMe MpoLieccam XW3HEHHOro LKna NpogyKLMn 1 BCOMOraTe/lbHbIM MpoLeccam ¢ TOYKM 3PeHus:

- pesynbTaTUBHOCTW (Hampumep CTeneHW BbIMNOJHEHUS TpeboBaHwWiA);

- 3ppeKTMBHOCTM (Hanpumep pacxoda PecypcoB, BbIPaXKeHHbIX BO BPEMEHWN W fieHbrax Ha efAuHULY
nNpoAyKuu1n);

- BHELUHWX BO3fEACTBMWIA (HanpymMep M3MEHeHWs 3aKOHOB W PerfiaMeHToB);

- noTeHUManbHOM cnabocTu (Hanpumep OTCYTCTBUS BO3MOXHOCTEN UM COrNacoBaHHOCTW);

- BO3MOXHOCTU NPUMEHEHUA NyYLLINX METOAOB;

- yNpaBfeHnsi MNaHoBbIMU W HemniaHOBbIMU U3MEHEHUAMU;

- V3MepeHus 3annaHMpoOBaHHbIX BbIF0g,

Takoil npouecc MOCTOSAHHOMO Y/ydlleHWss Heo6XO04MMO WCMONb30BaTb KakK CPeAcTBO Y/y4lleHUs
BHYTPEHHe pe3ynbTaTMBHOCTU U 3th(DEKTUBHOCTU OpraHmnsaLmnm, a Takke 15 NoBbILLEHNS Y0B/IeTBOPEH-
HOCTW NOTpeduTenelt 1 Jpyrux 3auHTepecoBaHHbIX CTOPOH.

PyKOBOACTBY CreflyeT MOAAEPKMBATH y/TyuLleHVs B (hOpMe MOCTENeHHON NpojosKatoLLelics aesTesb-
HOCTW. HEOTBEMJIEMOI OT CYLLIECTBYIOLLMX MPOLECCOB, & Takke BO3MOXHOCTelM MpopbIBa ANs MOyveHuUs
MaKCUMasIbHOM BbIFOAbl 415 OpraHun3aumm 1N 3aMHTepecoBaHHbIX CTOPOH.

Mpumepbl BXOAHBIX faHHbIX AN NOAAEPXKM MpoLecca yayuylleHUs cofepxaT UHdopmauuio, nony-
YEHHYH ©3:

- JaHHbIX Ba/Maaunu;

- [laHHbIX Pe3y/ibTaToB MpoLecca;

- BaHHbIX UCMbITAHWIA;
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- AaHHbIX CAMOOLEHKW;

- YCTaHOB/EHHbIX TPeGOBAHW U 06PATHOI CBS3N OT 3aUHTEPECOBAHHbIX CTOPOH;

- OnbiTa PabOTHVMKOB OpraHu3aLuu;

- (PVMHAHCOBbIX AaHHbIX;

- [AHHbIX 0 XapaKTePUCTMKaX NPoayKuuu;

- [AHHbIX 0 NPedoCTaB/IeHUN YCyTL.

PyKOBOACTBY CfieflyeT 0GecrneumBaTthb, UTO6bl U3MEHEHWUsi, BHOCMMbIe B MPOAYKLMIO MM MpoLecc,
6blnn 0f06PeHbI, pacnpesesieHbl Mo NPUOPUTETaM, CMIAHMPOBaHbI, MOMYYNAN MaTePUasIbHO-TEXHUYECKYIO
NOAAEPXKKY 1 YNPaBASNNCL B LENAX YAO0BETBOPEHUS TPe60BaHMI 3aMHTEPECOBAHHbIX CTOPOH, a TakXke He
NpeBbILla/IN BO3MOXHOCTEW opraHmsauum.

B npunoxxeHnn B npuBeaeH NpoLecc MOCTOSIHHOTO Y/yudLleHUs A1 MPUMEHEHUS OpraHu3aLmei.
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MPUNOXEHWE N
(cnpaBo4Hoe)

PekomeHpaLmm no camooueHKe

Al BeepeHue

CaMooOLieHKa —3TO BCECTOPOHHEE OLeHNBaHMe, UTOrOM KOTOPOro SBAAETCA MHEHWE WU CYXK[EHUE O pesy/ib-
TaTWBHOCTU W 3(h(eKTVBHOCTN OpraHu3aLuMm 1 YpOBHe 3penioCTW CUCTEMbl MeHefXMeHTa KayecTBa. CamMOOLIEHKY
06bIYHO MPOBOAMT PYKOBOACTBO OpraHu3auuun. Lienb camMOOLEHKMU 3aknoyaeTcsd B NpefoCcTaB/ieHUn opraHusalum
peKoMeHAaLMii, OCHOBaHHbIX Ha (hakTax, KacatoLmxcs obnacteli NpyUMeHeHUN PecypcoB ANs YNyULeHNs ee aesTenb-
HOCTW.

CamMooLeHKa MOXeT 6biTb MONME3HON MPU U3MEpPeHUM AOCTUXKEHWIA B CPaBHEHUW C LENsIMW, a Takxke Ans
MOBTOPHOW OLLleHKN MOCTOSHHOrO COOTBETCTBUS 3TUM LIENAM.

B HacTosLee BpemMs CyLLecTByeT MHOTO MoJeneli CaMOOLeHKN OpraHu3aLuii No KpUTepUAM CUCTEMbl MEHEX-
MeHTa KauecTBsa. Ham6on§e LINPOKO NPU3HABAEMBIMU H NPUMEHAEMbIMI MOZENIAMM BANAIOTCA MOAENN HALMOHAbHbIX
N pervmoHasbHbIX NPeMUil HO KayecTBy, CUATAIOLLMECA TaKKe MOLENAMW COBEPLUEHCTBA OpraHu3aLuii.

MeTog camooLeHKM 06ccncymBaer NPOCTON ¥ NErknii B NPUMeEHeHUN CNocob YCTaHOBMEHWS YPOBHS Pa3BUTUA
(3penocTu) cMcTeMbl MEHe[XXMEHTa KauyecTBa OpraHufainy 1 onpefeneHns 0CHOBHbIX 06nacTell AN yNyuULLeHNs.

KoHkpeTHble 0cobeHHOCTM MeTona camooueHkn no FOCT P ICO 9004 TakoBbl, YTO OH MOXET:

- NPUMEHATLCA KO BCell cMCTeMe MeHe[)XMeHTa KayecTBa AW Ce YacTu, Uan K nobomy npoleccy;

- MPYMEHATLCA K OpraHu3auuu B LeNoM UK Ce HacTy,

- 6bITb OLICTPO OCYLLECTB/IEH BHYTPEHHUMU CPeACcTBaMMK,;

- 6bITb OCYLLECTBNEH MHOFOMPOMUILHON FPyNnoi unu OfHUM PabOTHWKOM OpraHusauuu Npu Mnoagepxk ke
BbICLLEr0 PYKOBO/CTBA;

- chopmMMpoBaTb BXOAHbIE flaHHbIE A4S 60N1ee BCECTOPOHHEro NpoLecca caMOOLEHKN CUCTEMbl MEHEMKMEHTA;

- onpegennTb N 061erYnMTb PacCTaHOBKY NPUOPUTETOB BO3MOXHOCTEN A5 YNYULLEHNS;

- CMocobCcTBOBATb Pa3BUTUIO CUCTEMbI MEHE[KMEHTa KayeCTBa B HarpaB/ieHN YPOBHA MUPOBOTO Kracca.

MeTog camMoOLLeHKM, U3N0XKEHHDBIN B HACTOALLEM CTaHAapTe, MpefHasHayeH 41 OLleHNBaHWUSA YPOBHEN pa3BUTUSA
CUCTEMbI MEHEXXMEHTA KayecTBa N0 KaXaoMy OCHOBHOMY pasgeny FOCT P MICO 9004 nocpefcTBOM 6afi/ibHOM LUKasbl
or 1(oTcyTCTBYeT (hopMann3oBaHHas cucTema) 0 5 (ny4live nokasatenn B Knacce AesTeNbHOCTY).

B HacTosLeM NpUnoXKeHUU NpuBefeHbl PeKOMeHAaLunmn B <)IopMC 0ObIYHBIX BOMPOCOB, KOTOpble OpraHu3auus
MOXEeT MOCTaBUTb /19 OLLeHWBAHUSA CBOEI AeATeIbHOCTM MO KaXA0My OCHOBHOMY pa3geny TOCT P MCO 9004.

[pyroe npemmyLLecTBo HaCTOALLEro MeTofa COCTOUT B TOM. UYTO Pe3y/ibTaTbl, KOHTPONUPYeMble MO BPEMEHH,
MOrYT ObITb MCMO/Mb30BaHbl MPU OLIEHKe PasBUTUS OpraHn3auuu.

HacToAwmin Noaxod K caMoOLieHKe HC 3aMeHsieT BHYTPEHHWE ayAuTbl CUCTEMbl MeHe[KMeHTa KayecTsa Wm
MCMO/b30BaHWe CYLLECTBYIOLLMX MOAenel npemMuid No KadvecTsy.

A.2 MNoka3zaTenn ypoBHeli pa3BuTUs (3penocTm)

YpoBHU pa3BUTUA [eATeNbHOCTU, 0XBATbIBAaEMbIE HACTOALLMM METOA0M CaMOOLEHKM, NpuBeAeHb! B Tabnmue A.l.

Tab6nuuya Al —YpOoBHU pasBUTUA LeATENBHOCTM

YponcHb
PasBITYA XapaKTepUCTUKY YPOBHA MosacHeHna
1 HeT hopmanusoBaHHOro nogxo- CucTeMaTuyeckuii MoAXoA4 K npobnemMam OTCYTCTBYET, HET pesy/ib-
na TaTOB. Pe3ynbTaThl ciabble UM HenpefcKasyemble
Moaxofn, OCHOBaHHLIN Ha peak- CucTeMaTM4eckuii MOAXOL, OCHOBAHHbIA Ha BO3HUKLUeEW npobneme
2 LMKn Ha npobnemsbl UAN KOPPEKLUMUN: Hannyne MUHWUMAaIbHBIX [aHHbIX O pe3ynbTarax
ynyuLweHuns
YcToaswniics  opMannsoBaH- CucteMaTUyecKuii NPOLLECCHbLIA NOAXO0A, CUCTEMATUYeCKue yayu-
3 HbIi CUCTEMHbIA MOAXOA LUEHUW Ha paHHeli CTagnw; Hannyne JaHHbIX O COOTBETCTBUM LieNSM
1 CYLLECTBOBAHWNN TEHAEHUMIA ynyyLleHns
4 AKLUEHT Ha MOoCTOfiHHOe Yyny4y- [pvMeHeHWe npouecca Y/y4lleHWs: XOopollne pesynbTaTbl U
LeHue YCTOlUMBbLIE TEHAEHLMUW YNyULLIEHUs
Jlydwve nokasatenu B Knacce 3HauMTENbHO WHTErpuMpoBaHHbIA NPOLECC YNyylleHWs; nydyline B
5 [1eaTenbHOCTH Knacce pesynbTaTbl B CpPaBHEHWW C MPOAEMOHCTPUPOBAHHBLIMU
LOCTUDKEHUAMMN

A.3 Bonpochl A1 cCaMOOLIEHKN
Mogenu npemuii No KayecTBy, a Takxe Apyrvie MOLENV CaMOOLLEeHKW MMEKT LUMPOKWIA Anana3oH AeTaNbHbIX
KpUTEepreB MO OLieHKe [eATeNbHOCTH cMCTeM MeHemkMeHTa. CamooLeHKa obecrneynBaeT YAOOHbIV MOAXOL K OMeHKe
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YPOBHSA pa3BUTMA OpraHusauunn, 6asvpyrowniica Ha pasfenax A—S HacTosllelo CTaHAapTa. Kaxjoi opraHusauuu
Heob6xoAMMO paspaboTaTb KOMMIEKC BOMPOCOB N0 TeM MyHKTaM HacTOsLero ctaHAapTa, KOTopble COOTBETCTBYIOT ee
noTpebHoCTAM.

MpuMepbl TUMUYHBIX BOMPOCOB A5 CaMOOLLEHKN MPUBOAATCA HWKe. Homepa nogpasgenos AaHbl B KPYr/biX
CKOOKax.

Bonpoc 1: MeHe[XMeHT cuctem 1 npoteccos (4.1)

a) Kak pyKoBOACTBO MPWMEHSeT MPOLECCHbIV MoaXod A AOCTUXKEHWS pe3ynbTaTUBHOIO UM 3(eKTUBHOrO
ynpaBneHns npoLieccamu, pesynbTaToM KOTOPOro ABASeTC YayullieHne fesTeNbHOCTN?

Bonpoc 2: [lokymeHTauus (4.2)

a) Kak ncnonb3ytoTcs AOKYMEHTbI U 3anucy Ans NOALEPXKKN pe3yibTaTUBHOIO U ah(heKTUBHOTO PYHKLMOHN-
poBaHMA NPOLECCOB OpraHn3auun?

Bonpoc 3: OTBeTCTBEHHOCTL PyKoBOACTBa. O6Lmne pekomeHgaumm (5.1)

a) Kak BbicLUee PyKOBOACTBO MOATBEPXAAET CBOE NNAEPCTBO, 0683aTeNbCTBA U BOBNEYEHNE?

Bonpoc 4: MoTpebHOCTN 1 OXMAaHUSA 3aMHTEpecoBaHHbIX CTOPOH (5.2)

a) Kak opraHusauus onpefensieT NOTPeOGHOCTH U OXMAaHWA NOTpebuTeneil Ha NOCTOAHHOW OCHOBE?

6) Kak opraHmsauus onpefenser noTpe6bHOCTM pabOTHWKOB B MPU3HaHUW, YLOBMETBOPEHHOCTU paboToin,
KOMMETEHTHOCTU U pasBUTAN?

B) Kak opraHusauus npvHUMaeT BO BHMMaHWe MOTEHLMaNbHble BbIroAbl OT YCTaHOBAEHUS MapTHepCTBa CO
CBOVMMM NOCTaBLYMKaMU?

r) Kak opranusaums onpegensieT noTpebHOCTW M 0XULAHWUSA LPYTUX 3aMHTEPeCOBaHHbIX CTOPOH, KOTOPble MOTYT
0TPas3nTbCS Ha MOCTaHOBKe Lieneit?

n) Kak opraHu3auus gobusaetcsa yyeTa 3aKOHOAATENbHBIX W APpYriX 06s3aTebHbIX TPe6oBaHNA?

Bonpoc 5: Monutuka B 06nact kavectsa (5.3)

a) Kak nonutuka B 06nacTu kayecTBa obecrieumBaeT NOHMMaHWe B OpraHv3auuy NoTpe6GHOCTel 1 OXuUAaHWUI
noTpebuTenein n Apyrnx 3anHTepecoBaHHbIX CTOPOH?

6) Kak nonutuka B o6naeT KayecTsa NMPUBOAUT K SBHbIM H OXWUAEMbIM YNyULLEeHUAM?

B) Kak nonutuka B 061acTv KauecTBa yumTbiBaeT MPOrHO3 Ha GyAyliee opraHusauumn?

Bonipoc 6: MnaHuposaHue (5.4)

a) Kak uenu npeobpasytoT NoAnTUKy B 061aCTW KauecTBa B U3MepseMble nokasatenu?

6) Kak Lenu opraHusauuy [OBOAATCA [0 Ka&XKAOr0 YPOBHSA PYKOBOACTBA AN 06ecrneyveHns UHAMBMAYabHOTO
BK/Mafja B UX JOCTUXKeHNE?

B) Kak pykoBofcTBO 0b6ecneumBaeT Hanmume pecypcoB, HEOBXOAMMBIX ANA AOCTVXKEHUSA Lieneii?

Bonpoc 7: OTBETCTBEHHOCTb, NOHOMOUMA U 06MeH MHGopMaumein (5.5)

a) Kak Bbicluee pyKOBOACTBO 06ecrneunBaeT yCTaHOBNEHWEe OTBETCTBEHHOCTU W [lOBefieHue ee [0 CBefieHus
paboTHMKOB OpraHu3aumumn?

6) Kak goBefieHHble 00 CBefieHMs MNepcoHana Tpe6OBaHMA K KauyeCTBY, LieM U AOCTVKEHUS COAeACTBYIOT
YNYULIEHWIO AeATeNbHOCTU OpraHn3alymun?

Bonipoc 8: AHanms co cTopoHbl pykoBoacTea (5.6)

a) Kak BbiClLUee pyKOBOACTBO obecneunBaeT Hanuuve AeACTBYHOLLEl BXOAHOW WHOPXWHUA ANA aHanm3a co
CTOPOHbI pyKOBOACTBA?

6) Kak B AeAaTenbHOCTY MO aHanun3y Co CTOPOHbI Py KOBOACTBA YYMTLIBAETCA OMEHKa MH(opMauuy no ynyulle-
HUIO Pe3y/bTaTUBHOCTU 1 3(PHEKTUBHOCTMN MPOLLECCOB OpraHu3aLumn?

Bonpoc 9: MeHemxmeHT pecypcos. O6uyne pekomeHgaumn (6.1)

a) Kak BbiClLee PyKOBOACTBO MaHWpPYeT CBOEBPEMEHHOE Hanuyne pecypcos?

Bonpoc 10: PaboTHukm (6.2)

a) Kak pyKoBOACTBO mponaraHAupyeT yyacTue 1 NOAAEPXKKY paboT MMKOB NpW YyulleHnn pesynbTaTaBHeCTH
1 3 heKTUBHOCTU OpraHn3auun?

6) Kak pyKoBOACTBO 06ecneunBaeT afiekBaTHOCTb YPOBHSA KOMMETEHTHOCTY PabOTHWKOB OpraHn3auum TeKyLLMm
1 6yaywmm notpebHoCTAM?

Bonpoc 11: NHtpacTpykTypa (6.3)

a) Kak pykoBofcTBO 06ecneunBaeT COOTBETCTBME UH(PACTPYKTYPbl 3aade AOCTVKEHUA Lieneil opraHmsauun?

6) Kak pyKoBoACTBO paccMaTpuBaeT BOMPeKN OXpaHbl OKpYXatoLleli cpefibl, CBA3aHHbIE C UH(PaCTPYKTypoin?

Bonpoc 12: MpoussoacTBeHHas cpeda (6.4)

a) Kak pykoBoAcTBO obecneunsaeT, YToObl NPON3BOACTBEHHAsA Cpefda Cnoco6cTBOBaMa MOTVBAL U, YAOBETBO-
PEHHOCTW. pasBUTUIO W fieATeNbHOCTU PaboTHUKOB OpraHu3auum?

Bonpoc 13: WHgopmaumsa (6.5)

a) Kak pykoBogcTBo ob6ecneyvBaeT JOCTYMHOCTb COOTBETCTBYIOLLEN UT[HOPManUUH ANS NPUHATUSA peLLeHus,
OCHOBAHHOTIO Ha (hakTax?

Bonpoc 14: MocTasLwmku 1 naptHeps! (6.6)

a) Kak pykoBoACTBO BOB/ieKaeT MOCTaBLYVMKOB B OMpefiefleHne NOoTpe6HOCTe No 3akynkax* v B pa3paboTKy
COBMECTHOI1 cTpaTernun?

6) Kak pyKoBOACTBO pCKnaxwpyeT NapTHEPCKME OTHOLIEHUA C MoCTaBLiMKaMmn?
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Bonpoc 15: MpupoaHble pecypcbl (6.7)

a) Kak opraHusauus obecneumBaeT Hanumume HeOOXOAUMbIX MPUPOAHBLIX PECYpcoB ANs CBOWMX MPOLECCOB
XW3HEHHOTO L1KNa NpoayKLnmn?

Bonpoc 16: duHaHcoBbIe pecypcbl (6.8)

a) Kak pykoBoACcTBO MnaHupyeT, obecneynBaeT, ynpasaseT U KOHTPOAUPYeT PUHAHCOBbIE PeCYpCbl, He06XoaM-
Mble A8 NOAAEp>KaHUs B paboyeM COCTOAHUM Pe3yNbTaTMBHOW M 3(h(heKTUBHONM CUCTEMbI MEHeIKMEHTa KayecTBa U
obecneyeHns [OCTXKEHUA Lieneii opraHn3auumn?

6) Kak pyKoBOACTBO 06ecrneynBaeT OCBEAOMIEHHOCTb PAGOTHNKOB O CBA3N MeXAy KayeCTBOM MpPOAYKUUW U
3aTpatamu?

Bonpoc 17: lMpoLeccbl XW3HEHHOTO LMKna npoaykuuu. Obuive pekomeHgaumm (7.1)

a) Kak pykoBOoACTBO MpUMEHSEeT MpOLEeCCHbI MOAXOA A1 06ecrneveHns pesynbTaTUBHOMO M 3h(heKTUBHOIO
(DYHKLMOHMPOBaHUA NPOLLECCOB XMU3HEHHOTO LMKAa NPOAYKLMM 1 BCOMOraTe/bHbIX NPOLECCOB, a TaK)Xe CBA3aHHOM
CeT MmpoLieccos?

Bonpoc 18: lMpoueccsl, CBA3aHHbIE C 3aHTEPecOBaHHbLIMW CTOPOHaMK (7.2)

a) Kak pyKoBOACTBO onpefensieT NpoLecchl, CBA3aHHbIe C NOTPeOUTENAIMU, 418 PaCCMOTPEHWS 1X NOTpebHOCTelR?

6) Kak pyKkoBoACTBO OnpefenseT NPOLECChbl, CBA3aHHbIe C APYrMMU 3aWHTepecOBaHHbLIMW CTOPOHAMU, ANs
pPaccMOTpeHUst X NOTPeBHOCTEN U 0XUAAHWIA?

Bonpoc 19: MNpoekTnpoBaHve u paspaboTka (7.3)

a) Kak BbICLLee pYKOBOACTBO OnpefensieT NpoLecchl NPOEKTUPOBaHMA W pa3paboTku Ans obecneyeHns nx
COOTBETCTBMSA MOTPEOHOCTAM W OXUAAHMAM MOTpebuTeneil opraHn3aunm n Apyrux 3anHTepecoBaHHbIX CTOPOH?

6) Kak Ha npakTuke OCYLLECTBASETCA MEHEMXMEHT MPOLLECCOB NMPOEKTUPOBAHMA U pa3paboTku, B TOM yucne
onpegeneHne TpeboBaHWA K MPOEKTNPOBAHMWIO 1 Pa3paboTKe, N [OCTUXKEHUS 3anNaHUPOBaHHbLIX BbIXOAOB?

B) Kak B npoueccax MpoOeKTMPOBaHWUSA U pa3paboTKM yumMTbIBAETCA Takas [edATenbHOCTb, KakK aHanus, Bepudu-
Kauus v BaMfauns npoekTa n MeHe[KMeHT KOH(uMrypaummn?

Bonpoc 20: 3akynku (7.4)

a) Kak BbiCllee pyKOBOACTBO OMpefenseT Npouecchl 3aKyrnok Ans o6ecrievyeHns COOTBETCTBUSA 3aKym/ieHHOM
NPOAYKLMN NOTPEOHOCTAM OpraHm3sauun?

6) Kak ocyLiecTBNSeTCa MeHeAXMeHT MPOLLeCcoB 3aKynok?

B) Kak opraHusauus obecrneuynBaeT COOTBETCTBME 3aKyMeHHON MNPOAYKLMM, HauMHas co cneuyudukaumm un
KOHYas npuemkoin?

Bonpoc 21: Onepaumu No NpousBOACTBY W 06cnyxuBaHuto (7.5)

a) Kak BbiCLUee pyKOBOACTBO 06ecneumBaeT, yunTbiBaeT NOTPEOHOCTY NOTPebuTeneit n apyrux 3anHTepecoBaH-
HbIX CTOPOH BO BXOfiaX MPOLIECCOB XM3HEHHOTO LMKNa NPOAYKLMN?

6) Kak ocylecTBnseTcs MeHePKMEHT NMPOLLECCOB XXM3HEHHOTO LMKa OT BXOAOB 40 BbIXOf0B?

B) Kak B mpoueccax )XM3HEHHOTO LiMKa 0TPaXeHbl Takne BUAbl eATeNbHOCTU, Kak Bepudmkauma v Banugauma?

Bonpoc 22: YnpasneHve ycTpoiicTBaMu 41 MOHUTOPWHIa U U3MepeHnii (7.6)

a) Kak pyKoBOACTBO ynpaaTseT YCTPOWCTBaMW A1 MOHWTOPUHIA U U3MEepPeHUid C Lenbio MOAy4YeHUs W
1CNoNb30BaHNS MPaBUAbHbIX AAHHbIX?

Bonpoc 23: W3mepeHue, aHanu3 u ynydieHue. O6wue pekoMmeHgaumm (8.1)

a) Kak pyKoBOACTBO nponaraHAvpyeT BaXXHOCTb M3MEPEHUS, aHain3a 1 fedTeslbHOCTH MO YNyULIeHWto, YTo6bI
obecrneymBath Y/0B/ETBOPEHHOCTb 3aMHTEPECOBAHHBIX CTOPOH pe3ynbTaTtaMu AesTeNbHOCTW OpraHm3aunm?

Bonpoc 24: /3mepeHne 1 MOHUTOPUHT (8.2)

a) Kak pykoBoACTBO 06ecreunBaeTcbop AaHHbIX, KacatoLmxcs NnoTpebuteneit, ins aHanm3ac Lenbio nofyyeHnn
UHGOpMaLun AN ynyyLleHnid?

6) Kak pyKoBOACTBO 06ecneuymBaeT CO60p AaHHbIX OT APYruMX 3aMHTEPECOBaHHbIX CTOPOH ANS aHanu3a u
BO3MOXHbIX YNYULLIEHWNIA?

B) Kak opraHusauns ncnonb3yeT camOOLeHKY CUCTEMbl MEHEMKMEHTA KauecTsa 418 YNyulleHWUs pesynbTaTus-
HOCTU 1 3h(hEKTUBHOCTMN fieATeNbHOCTW OpraHusauun B LieNnom?

Bonpoc 25: YnpasneHve HecooTBeTCTBUAMM (8.3)

a) Kak opranusauus ynpaenseT HeCOOTBETCTBMAMM MPOLLECCOB U NPOAYKLUN?

6) Kak opraHusauus aHanu3vmpyeT HeCOOTBETCTBUSA ANA W3BNEYEHUS YPOKOB W Y/YULIEHUS MPOLIECCOB U
npoaykuun?

Bonpoc 26: AHanu3 gaHHbIX (8.4)

a) Kak opraHusauus aHanusmpyeT JaHHble C Liebio OLeHKW CBOeli AeaTeNbHOCTY 1 onpejeneHns obnacteli ans
ynyuLeHns?

Bonpoc 27: YnyuiieHue (8.5)

a) Kak opraHusauns ncnonb3yet KOPpeKTUpytoLne AeiicTBUS AN OLeHUBaHWUA W YCTPaHeHUs 3aMKCUMPOBaH-
HbIX MPo6/eM, BAUSAIOWMX Ha ee AeATelbHOCTL?

6) Kak opraHusauus ucnonb3yeT npegynpexgatoline geiicTBus Ana npeAoTBpalLeHns noteps?

B) Kak pykoBoACTBO ob6ecreumBaeT MpPUMEHEHNE CUCTEMATUYECKUX METOLOB W CPeACTB Y/YULLEHUS C Lefbio
COBEPLLEHCTBOBAHMA [eATeNbHOCTW OpraHm3ayun?

42



FOCT P NCO 9004-2001

JH4 [loKyMeHTMPOBaHVe Pe3ynbTaToB CaMOOLEHKM

CyllecTByeT MHOro crnoco6os (opmannsaumm BOMPOCOB MO CaMOOLEHKe A1 OLEHWBAHWUN [AeATENbHOCTH,
onpefieneHns PenTUHIOB PasBUTUM W PErncTpauuy BO3SMOXHbIX AeiCTBUI MO ynyyweHuto. OguH u3 cnocobos
npusegeH B Tabnumue A.2.

Tabnuya A2 —Tpumep 3anucy pesynbTaToB CaMOOLLEHKM

Homep Homep Ha6nwpaeHns no pakTuueckom

PelATUHT feficumMmn no ynyyweHuto
nogpasgena Bonpoca feAaTenbHOCTHN
YT0 KacaeTca faHHOro NyHKTa, Hal
5.2 4a) npouecc fydywe n060ro Apyroro 5 Hc TpebytoTcs
npouecca B Mupe
YTo KacaeTcs flaHHOro MyHKTa, y Hac Heobxoanmo paspaboTaTb COOTBET-
5.2 4a) HeT CUCTEMBI 1 CTBYHOLLMIA npoLiecc.

OTBETCTBEHHbIN N CPOKN?

CamooLieHKa MOXeT MCMonb30BaTbCA WM3bUpaTenbHO, UCXOAA W3 MOTpebHOCTel opraHusaumn. OfMH NOAXOA
rofieH ANS OCYLLeCTBNEHNS CaMOOLLEHKN Ha WHAWBWAYanbHOW OCHOBE AN BCeli WM YacTU CUCTEMbI MEHe[KMeHTa
Ka4yecTBa M 3aTeM f18 peanvsauun ynyuylleHus, LPYroi noaxod — ANs MHOTONpoduIbHOW rpynnbl paboTHUKOB,
OCYLLECTBNIAOLLE/i CaMOOLLEHKY BCEA WM YacTU CUCTEMbl MeHe[)XMeHTa KauecTBa, 3a KOTOPO nocnefoBano Obl
paccMOTpeHne 1 aHan3 Co CTOPOHbI TPYVHBbI, 3aTeM JOCTUXKEHWE KOHCEHCYCa MO YCTaHOBKe MPUOPUTETOB Y/TyYLLIEHUN
1 nnaHam AencTBWiA. PesynbTaTuBHOE M adhheKTMBHOE NPUMEHEHWE CaMOOLeHKM B OpraHu3auuy 3aBUCKUT TONbKO OT
TBOPYECKOro BOOGPaXeHWA M 1306peTaTeNlbHOCTU COTPYAHWKOB OpraHu3aunu, '3aMHTepecoBaHHbIX B AOCTMXKEHUM
COBEpLUEHCTBA.

A5 CBA3b MeXAy NoTeHUMa/IbHbIMW npenmyLecTBaMu oT npumeHerns TOCT P MCO 9004 v caMOOLeHKM

MImeeTcs MHOTO pasnMyHbIX CNOCOBOB ANA MPUHATUA PeLLeHWs 0 TOM. Kakue feiicTBUS cnedyeT NpeanpuHaTh
B pesy/fibTare caMoOoLeHKN. OAHUM U3 NOLXOA0B ABMNAETCA PACCMOTPEHUE BbIXOAHbLIX aHHbIX CAMOOLEHKI COBMECTHO
C NOTEHLMaNbHbIMU K/1HOYEBbIMU NPEUMYLLECTBAMMW, KOTOPbIE MOXHO NONYUYNTb OT CTabWU/bHOW CUCTEMbI MEHEXKMEHTA
KauecTsa. Takoii noaxog no3sonunna 6bl OpraHn3aLn onpeaennTb 1 MHULMMPOBATL MPOEKTbI MO YAYULIEHWIO, KOTOpbIe,
BEPOATHO, 06ecneunnu 6bl Hambonee 6naronpusATHbIE Pe3yNbTaTbl UCXOAA U3 ee NPUOPUTETHbIX NoTpebHocTeld. Ans
yAo6CTBa NPUMEHEeHMS Takoro Mofxofa HWdKe MPUBOAATCA MPUMEPbl MOTEHLWaNbHbIX MPEUMYLLECTB, CBA3AHHBIX C
BONpOCaMu, NpuBefeHHbIMU B pasaene A.3. U OTHOCALLMXCA K OTAeNbHbIM NOApasfenaM HacTOosLEero craHapta. JTu
NpyMepbl MOXHO UCMO/Ib30BATL KakK TOYKY OTCHeTa NPW COCTaBNEHUN NepeyHs, NOAXOASALLEro Ans opraHu3saumn. Huke
[laloTCA MpUMepbl MOTCHU33a/IbHbIX NPEVMYLLECTB.

1. MeHeKMEHT eucTcM H npoveccos (4.1)

ObecneynBaeT cMCTEMaTUYECKUI W HArNsSAHbIA CNOCO6 PyKOBOACTBA W YNpaBneHUW opraHu3auueit, KoTopas
MOCTOSIHHO Y/yudLUaeT CBOKO AeATe/bHOCTb.

2. JokymeHTauus (4.2)

Ob6ecneuynsaeT MHPOPMALUIO 1 AOMONHUTENIbHbIE CBEAEHUS O Pe3yNbTaTUBHOCTU U 3(PEeKTUBHOCTU CUCTEMbI
MeHe[KMeHTa KayecTsa.

3. OTBeTCTBEHHOCTL pyKoBoAcTBa. ObLHe pekomeHfauun (5.1)

Ob6ecneynBaeT COrnacoBaHHOE M Harnsa4HOe BOB/EYEHMWE BbICLLIEK PYKOBOACTBA.

4. MoTpebHOCTN U OXMAAHWA 3aMHTEepPecoBaHHbIX CTOPOH (5.2)

ObecneunBaeT cbanaHCMPOBaHHOE PacCCMOTPEHWE B paMKax CUCTEMbl MeHe[)KMeHTa KayecTBa MoTpeOHOCTeN u
OXMWJaHWUIA BCEX 3aWHTEPECOBAHHbIX CTOPOH C LieNbl0 CO3AaHNs pe3ynbTaTUBHOW U 3((eKTUBHON CUCTEMBI.

5. MonnTtuka B 06nactn kavectsa (5.3)

Ob6ecneynBaeT NOHATHOCTb MOTPEGHOCTEN BCEX 3aMHTEPECOBAHHbLIX CTOPOH U HanpaBfieHne fesTeNbHOCTU BCei
OpraHu 3auuu, NpUBOAALLEE K OYEBUAHBIM W OXUAAEMbIM pe3y/ibTaTaMm.

6. MnaHvposaxue (5.4)

MepeBOANT NONUTUKY B 06NACTU KayecTBa B M3MepseMble LieNn 1 NNnaHbl 415 o6ecneveHns YeTKoR hoKyCMpoBKM
333 BXHbIX y4acTKax BCE opraHusauum.

Cnoco6CTBYET U3B/IEYEHMIO YPOKOB M3 MPOLLJIOro Onbla.

7. OTBETCTBEHHOCTb, MO/IHOMOUKS U 06MeH MHGopmauyeli (5.5)

Ob6ecneynBaeT COrnacoBaHHbIi N BCeOObEMIOLWMIA NOAXOA BO BCeli OpraHun3aLmnm U NposcHAeT ponu, 0TBeTCT-
BEHHOCTb 1 CBA3M CO BCEMU 3aMHTEPECOBaHHLIMU CTOPOHAMMU.

8. AHanus co cTopoHbl pykosogcTsa (5.6)

BoB/iekaeT BbICLLIEE PYKOBOACTBO B Y/TyULIEHWEe CUCTEMbI MEHeIKMEHTa KauecTsa.

[JacT oueHKy BbINONHEHNS MNAHOB 1 ONpejenseT COOTBETCTBYHOLLME EACTBUA HO YNYULLIEHWIO.

9. MeHemKMeHT pecypcoB. O6LuHe pekomeHzauumn (6.1)

ObecneunBaeT HanMume afeKBaTHbIX PecypcoB (PabOTHUKM, WH(PACTPYKTypa, NPOM3BOACTBEHHAs Cpeja, WH-
(hopmaLus, NOCTaBLMKN N NapTHepPbI, MPUPOAHbIE U (DMHAHCOBbIE PECYPChI) 4NN AOCTUMXKEHUS Lieneld opraHu3aLumm.
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10. PaboTHuK (6.2)
O6ecneynBaeT yyllee NMOHUMAHWE PONU, OTBETCTBEHHOCTM, LieNei 1 MOBbILIAET BOBMEYEHUE PAaGOTHUKOB Ha

BCEX YPOBHAX OpraHu 3aunn ona JOCTUXKEHNA ueneVl ynydlweHua AeAaTeNbHOCTH.

MoowipsieT NprU3HaHMEe N BO3HArpaXKaeHwe.
Mpeumywectea 11, 12, 13 »n 15. cBsi3aHHble C WMH(PACTPYKTYpoi (6.3), MPOM3BOACTBEHHON cpepoi (6.4),

MHthopmMaLmeii (6.5) 1 npupoaHbIMK pecypcamu (6.7)

O6ecneunBatoT 3heKTUBHOE MCMO/b30BaHNE PECYPCOB, KPOME YE/TOBEYECKUX.
CofieiACcTBYIOT NOHMMAHUIO OFpaHUYeHUit 1 BO3MOXHOCTE Ans o6ecrnedeHus JOCTUXUMOCTU Leneit 1 ocylue-

CTBMMOCTW NJ1aHOB.

14. MocTaBLWUKK 1 NapTHepbI (6.6)

MponaraHAMpyeTOTHOLIEHNSA NapTHePCTBa C NOCTaBLLMKaMW U ApYTUMU OpraHu3auuamu Ans B3aMMHOM BbIrOAbl.
16. duHaHcoBble pecypebl (6.8)

O6ecneynBaeT flyylliee NOHMMaHWe B3aMMOCBA3N MeXAy 3aTpaTaMy 1 BbIrOAaMu.

MoowpseT ynyudlleHne, HanpaBaeHHOe Ha pPe3ynbTaTnBHOE U 3th(DEeKTUBHOE JOCTUMXKEHME Liefieil opraHusaunm.
17. Tpouecchbl XM3HEHHOrO HUKMa Npogykumun. Obume pekomeHgaumm (7.1)

CopeiicTByeT paspaboTke onepawmini opraHmsanmmn ans LOCTUXKEHNS XKelaeMbIX pe3yNbTaToB.

18. Mpouecchl, cBA3aHHble C 3aUHTEPeCOBaHHbIMW CTOPOHaMK (7.2)

ObecrneunBaeT MeHeDKMEHT PecypcoB W ieaTe/IbHOCTU KakK NPOLIeCCOB.

ObecneymBaeT, 4TOObI MOTPEGHOCTU M OXMAAHUA BCEX 3aMHTEPECOBAHHbLIX CTOPOH OblAM MOHATHLI BO BCeit

opraHusauuu.

19. MpoekTupoBaHue u paspaboTka (7.3)
ObecneunsaeT co3faHve MPOLECCOB MPOEKTUPOBAHMA U Pa3paboTKu, YTOObl pe3ynbTaTWBHO M addeKTUBHO

pearnpoBatb Ha I'IOTPE6HOCTVI n oXXnpgaHuna I'IOTpEﬁI/ITeerIZ N apyr ux 3anHTepecoBaHHbIX CTOPOH.

20. 3akynku (7.4)

Ob6ecneynBaeT COOTBETCTBME MOCTABLYUKOB MOAUTUKE W LieNIIM OpraHusaummn B 06nactu KauecTsa.

21. Onepauuy No NPOM3BOACTBY M 06CTy>XMBaHUIO (7.5)

ObecneynBaeT yCTONUMBYHO YA0BNETBOPEHHOCTL MOTPe6GMTENEN NOCPEACTBOM NMPOM3BOACTBA NPOAYKLMU, Npeso-

CTaB/IEHNA yCNyr N NoanepXkKu, oTeevarownx FIOTpe6HOCTﬂM N oXngaHuam n0Tpe6MTene|7|.
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22. YnpaBneHue ycTpoicTBaMu ANs MOHUTOPUHIA W 13MepeHwii (7.6)

Ob6ecneynBaeT TOYHOCTb jaHHbIX AN aHanunsa.

23. Vi3amepeHvie, aHanu3 u ynydwenve. Obwme pekomeHgauum (8.1)

ObecneyumnBaeT pe3ynbTaTuBHble 1 3IPHEKTUBHbIE U3MepPeHUs, COOP M BaIMAaUMIO AaHHbIX AN YAYULIEHUS.
24. \3mepeHune U MOHUTOPUHT (8.2)

O6ecneynBaeT ynpasneHre MeTOAaMU M3MEPEHNS U MOHUTOPMHIa NPOLLECCOB U NPOAYKLMUN.

25. ¥YnpaBneHue HecooTBeTCTBUAMU (8.3)

ObecneynBaeT pesynbTaTUBHOE YCTPaHEHWE HECOOTBETCTBUWIA, BCTPETUBLLMXCA B NPOAYKLMN U NpoLeccax.
26. AHanu3 .TaiiHbIx (8.4)

O6ecneynBaeT NPUHATUE PELLEHWIA, OCHOBaHHbIX Ha (hakTax.

27. Yny4weHue (8.5)

MoBbIWaeT pe3ynbTaTMBHOCTL U 3(h(heKTUBHOCTbL OpraHu3aLuu.

CocpefoTounBaeT yCunma na nNpeaynpexaeHnun n ynyulleHnn NcXoga u3 TeHAeHLiA.
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MNMPUNIOXXEHVE B
(cnpaBoy4Hoe)

Mpouecc NMOCTOSIHHOFO Y/TyuLLEHNS]

CTpaTternyeckoii Lenblii opraHu3almm SBASeTCS NOCTOSHHOE Y/y4lleHne MPOLEeCccoB AS COBEPLUEHCTBOBAHNUMN
[eATeNbHOCTY OpraHuM3auuy 1 obecneyeHns BbIrOfbl ee 3aMHTEPECOBAHHbIM CTOPOHAM.

VIMeloTcs fiBa OCHOBHbIX M0AX04a K MPOBEAEHNIO MOCTOSHHOIO YNyYLLIEHWs MPOLECCOoB:

a) NPOoeKTbl NPOpPbIBA, BeAyLLMe MU K NEPECMOTPY M YAYULLEHUIO CYLLECTBYHOLUX NMPOLLECCOB, WU BHEAPEHUID
HOBbIX MPOLLECCOB; KaK NpaBw/o, UX OCYLLIECTBASIOT MHOIONPOMUIbHbIE TPYNMbl BHE 0ObIYHON AeATENbHOCTY:

6) fesaTenbHOCTb NO NO3TaNmHOMY MOCTOSHHOMY Y/yuylleHWo, NPOBOAMMAs pabOTHMKaMU B pamKax CyLLecTBY-
IOLLMX MPOLIECCOB.

MpoekTbl NpopbIBa 06bLIYHO COAEPXKAT NePenpoeKTUPOBaHMe CYLLECTBYIOLLMX NPOLIECCOB U BKKOYAIOT:
onpefeneHune Lenei U KpaTKoe onucaHue NpoekTa fo yayylleHno:
aHann3 CyLLeCTBYHOLLEro Npouecca («Takoro, Kak ecTb» MpoLecca) U BO3MOXHOCTEN peannsaumm M3MeHeHus:
onpefeneHne 1 NaaHNUpoBaHMe YNyyLIeHNs NpoLecca;

BHeAPEHUE YyNyyLLIeHNS;
BEpPUMKALMIO 1N BaiMpaunto yny4llueHns npowecca;

- OLEHKY AOCTUTHYTOro y/ay4lleHns, BKOYas U3BEYEHHbIE YPOKMU.

MpoekTbl NpopbiBa YNPaBAATCA pPe3yNbTaTUBHLIM U 3((PEKTUBHLIM CNOCO60M, WCMOMb3YIOLWMUM MeToAbI
MeHeMKMeHTa npoekTa. Mocne BHECEHNA M3MEHEHWUS HOBbIA MAaH NPOeKTa CAY>XUT OCHOBOM MOCTOAHHOIO MeHeLX-
MeHTa npoliecca.

PaboTHMKM OpraHun3auny ABASIOTCA NYULWUMM MOCTaBLLMKaMM 1Aell No NOCTOSHHOMY YAYULLEHWIO NMPOLEecCoB
M 4aCTO NPUHMMAOT yuyacTve B paboumx rpynnax. [esTeNbHOCTbH HO MO3TanHOMY MOCTOSIHHOMY YNyULLEHWIO
NpoLieccoB CneayeT YNpaBnsTb, 4TOOGbl MOHWMAaTb Ce MOCMeACTBUA. BoBneyeHHbIX pabOTHWKOB OpraHM3auMu Hano
HafeNnTb MONHOMOYUSAMU, TEXHUYECKON MOAAEPXKKOA M HeobXoAMMbIMK pecypcamu NS U3MEHEHWiA, CBA3aHHbIX C
YAYYLLEHNEM.

MocTosHHOEe y/yulleHre NpW NOMOLLM N06Oro 13 ABYX YKa3aHHbIX METOO0B BK/HOYAET B CebS:

a) MpUYMHY yNyudleHns —npobnemy npouecca cnefyet onpefenunTb, a 061acTb AN yNyULleHUs BbibpaTh, yKa3as
Ha MpUYMHY paboTbl Hafg Heil;

6) thakTMYecKyto CMTyauuio — Hafo OLEHUTb Pe3ybTaTUBHOCTb U 3(h(eKTUBHOCTL CYLLECTBYHOLLErO NpoLiecca.
CobepuTe 1 NpoaHannM3npyiTe faHHble AN BbISBEHWS TUMNOB NPo6/eM, KOTOPbIE Yalle BCEro BO3HMKalOT. Bbibepute
KOHKPETHYH0 Mpo6/ieMy 1 MocTaBbTe 3a4adyy Mo yAyylleHuto;

B) aHaNM3 —cnefyeT onpeaenuTb U NPOBEPUTL NEPBOMNPUYNHY NPOBIEMbI:

r) NAeHTUMMKALMIO BOSMOXHbIX PELeHU A — uccnegyiiTe anbTepHaTUBHbIE pelleHns. Heo6xo4umo Bblbpars 1
BHEJPUTb yulliee pelleHne, T.c. Takoe, KOTOPOe YCTPaHWUT NepBOMPUYUHBLI NPo6aeMbl 1 NPefoTBPaTUT ee NOBTOPHOE
BO3HUKHOBEHUE;

[l) OUEeHKY MOCNeAcTBMIA — cnefyeT MOATBEPAMTb, UTO NpobremMa M ee MEepBONPUYUMHLI YCTPAHEHbI UAN KX
BO3/ECTBMA YMEHbLLEHbI, YTO peLleHne cpaboTano v 3ajaya no yayylleHWo BbiNOHeHa:

C) BHeJpeHue 1 cTaHAapPTM3aLMI0 HOBOFO PELIEHNS —HEe0BX0AMMO 3aMeHNTL CTapblii MPOLECC Ha YYYLLEHHbIH,
TakuM 06pa3om npefoTBpallas NOBTOPHOE BO3HUKHOBEHWE MPOGNEMbI 1 ee MEepBONPUYUH;

X) OLEeHKY pe3ynbTaTUBHOCTU M 3(P(PEeKTUBHOCTU MpoLecca Nocne 3aBeplleHus AeACTBUIA MO YNyYLIeHUo
— pe3ynbTaTUBHOCTb M 3((eKTUBHOCTL NPOEKTA NO YNYULIEHNIO CNeAyeT OLEHUTb W pacCMOTPeTb MPUMEHEHWE ero
peleHns elle rae-HMbyAb B opraHu3aumu.

Mpouecc ynyyllieHns NoBTOPSeTCA NPUMEHUTENILHO K OCTaroLmmes npobnemam, a Takxke paspaboTke Lieneit n
MPUHATUIO PeLleHnii Mo AanbHellleMy yayylleHnio npoLiecca.

[ns copelicTBMS BOBMEYEHUIO U OCBEAOM/IEHHOCTU PabOTHWUKOB O AeATeNbHOCTU MO YYULLEHWUIO PYKOBOACTBY
crnefyeT paccmMaTpuBaTh Takue Mepbl, Kak:

- (hopmupoBaHMe HebOMbLUMX FPYNN C BbIGOPOM NMAEPOB CaMUMUK Tpynnamu;

- paspelleHMe pabOTHMKaM ynpaensaTb paboynM NPOCTPAHCTBOM U YNy4llaTh ero;

- TMOBbILIEHNE 3HAHWUIA, HAKOM/EHMe OMbITAa U COBEPLUEHCTBOBAHME HaBbIKOB PaGOTHWUKOB KaK 4yacTu 06Luelt
[leATeNbHOCT U OpraHM3aun No MeHeMXMEHTY KayecTBa.
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NMPNNOXEHWE B

Bubnnorpadus

FOCT P NCO/M3K 17025—2000 O6ume TpeboBaHMSA K KOMMETEHTHOCTU UCNbITaTeNbHbIX U KaMB6POBOYHbIX
na6opatopwii

MCO 9000-3—97 CraHAapTbl HO MeHeMKMEHTY KayecTBa U obecneuyeHuto KadvectBa. YacTb 3: PykoBogsiiume
yKaszaHus no npumeHeHunto MCO 9001:1994 npu pa3paboTke, MOCTaBKe, YCTaHOBKE W 06CNY>XMBAHUN KOMMbHO-
TepHOro NporpaMmmHoro obecrneyeHus

MNCO 9004-4—93 CTtaHfapTbl B 0611aCTV MeHe[XXMeHTa KauecTBa 1 ob6ecneveHns kavecTsa. YacTb 4: PyKoBoACTBO
M0 yNpaBneHno NPorpaMmoli HageXXHoCTm

MCO 10005—95 MeHepKMEHT KaucCTHa. PyKoBOAALLME YKa3aHWUs MO nporpammamM Kayectsa

MCO 10006—97 MeHemKMeEHT KayecTBa. PykoBogsLyme ykasaHMs No o6ecreyveHno KayecTBa Npu ynpaBiaeHun
NPOEKTOM

MCO 10007—95 MeHefKMeHT KauecTBa. PyKOBOASLLME YKa3aHWA MO yNpaBneHUo KoHdurypauuei

MCO 10012-1—92 TpeboBaHUA HO 06ecrneyeHnto KavyecTBO U3MepuUTeibHoro obopyaosaHusa. Yacte 1 Cucrtema
MeTpPO0rMYecKoro NoATBEPXKAEHUA 418 U3MepUTeNIbHOIro 060pyA0BaHUA

MCO 10012-2—97 ObecneyeHne KayeCTBa M3MePUTENbHOro 060pyfoBaHuA. YacTb 2: PykoBogslMe yKa3aHus
HO YNpaB/ieHN0 N3MePUTE/IbHbIMU NpoLieccamu

MCO 10013:2001 PekomeHpaLMmn no JOKYMEHTUPOBAHWUIO CUCTEM MeHe[XMeHTa KayecTsa

MCO/IO 10014—98 PykoBOAsALME yKa3aHWS MO YNpaBAeHNI0 3KOHOMUKON KayecTBa

MCO 10015—99 YnpaBneHue Ka4yecTBOM. PyKOBOASLLMe YKa3aHWUs MO 06y4YeHuo

NCO/TO 10017—99 PykoBogsliune ykasaHUs MO Bbl6OpY CTATUCTMYECKMX METOAOB MpuMeHMTensHo K MCO
9001-1994

MCO 10576-1— CratucTuyeckne MeTofbl. PYKOBOAALLME YKa3aHUA MO OLeHWBaHWIO COOTBETCTBUS YCTaHOB-
NeHHbIM TpeboBaHMaM. YacTb 1: O6wwme NpuHLMNGI

NCO/TO 13425—95 PyKOBOACTBO HO BbIGOPY CTATMCTUYECKUX METOAOB Npu pa3paboTke CTaHAApTOB M TeXHW-
YeCKUX yCnosuu

M3K 60300-1—* YnpaBneHue 06Lell HageXHOCTb0. YacTb |: YnpaBneHve nporpaMMoit o6Leidi HafeXHoCcTn
CnpaBoyHuUK MNCO—95 YeTtsepToe m3gaHne. CTaTUCTUYECKME MeTOAbl yrpaBfieHUs KayecTBoM. Tom 1 Tepmu-
HONOTNA U CUMBOAbI. [TPUEMOYHBI CTATUCTUYECKNIA KOHTPO/b

CnpaBoyHuUK NCO—95 YersepToe n3gaHune. CTaTUCTUYECKME METO/bI YrpaBieHN KayecTBoM. Tom 2. MeTogpbl
1 pe3ynbTaTbl U3MepeHus. HTepnpeTauuns cTaTMCTUYECKUX [aHHbIX. YNpas/eHve npoleccamu

MpuHUMNBI MeHeMKMeHTa KayecTsa'

MCO 9000 + NCO 14000 NHopmaLoHHbIl GronneTeHb. (Mybankauus, Bbinyckaemas OfvH pa3 B ABa MecsLa,
KOTOpas f[acT MCYeprbiBaloLLee OCBELLEHNe HO WCCNeA0BaHMAM Ha MeXAyHapOo4HOM YpOBHe, KacaroLljumcs
ctaHaapToB MICO Ha cucTeMbl MeHe[KMeHTa KauecTBa, BK/Yas HOBOCTW MO UX NMPUMEHEHMWIO PasnuyHbIMM
opraHusauusmu B Mupe.) *

Ccblinkn Ha web-caiitax: 0 HYPERLINK http://www.iso.ch n. o HYPERLINK http://www.bsi.org.uk/iso-tcl76-
sc2 n

(WwcHeHnas pegakuys, N3m. Ne 1).

1 MpeacTout ny6ankauus.

2 Mpepctout ny6nukauus. (Mepecmotp NCO 9000-4—93).

3 [JoctynHa Ha web-caiiTte: http://www.iso.ch

4 loctynHa B LleHTpanbHom cekpetapuate NCO (xiles@iso.ch)
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MN3meHeHne Ns | TOCT F MNCO 9004—2001 CucTembl MeHe[KMeHTa Kaue-
cTBa. PekoMeHAauum no yay4lleHNo esTeNIbHOCTU

MpuHATO ¥ BBefeHO B AelicTBue [MocTaHoBneHnem [occTaHgapTa Poccum oT
07.07.2003 Ne 240-cT
Jata BBegeHns 2003—10—01

BeegeHune. MpoueccHblii Nnoaxo4. PucyHok |. 3ameHunTb cnoBa: «MoTpebu-
Tenn (U gpyrve 3aMHTepecOoBaHHbIe CTOPOHbI)» Ha «3aMHTEpPeCcOBaHHble CTO-
poHbI» (2 pasa).

MyHKT 4.1 (B pamke). MpumeyaHne. 3aMeHUTb CNOBO: «CNEAYET» Ha «0 KO-
TOPbIX peyb W/a BbiWe, PEKOMEHYETCA».

MognyHKT 4.2.1 (B pamke). MpumeyaHue 2. NMepeyncnenme B). 3aMeHUTL
C/I0BO: «KOMMNETEHUUU* Ha «KOMMETEHTHOCTb™.

MoanyHKT 4.2.3 (B pamke). MepBblil ab3al, M3N0XUTb B HOBOW pefaKLuun:

«[JOKYMEHTbl CUCTEMblI MEHe[)XMeHTa KayecTBa AOMXKHbI ynpaBnaTbcs. 3a-
nucyM —cneunanbHbli BUA AOKYMEHTOB M OHW AO/DKHbBI yNpaBnaTbCcA cornac-
HO Tpe6oBaHUAM, NMpUBeLEHHbIM B 4.2.4»:

BTOpoi a63au. MepeuncneHns a), 6) M3NOXNTb B HOBOW pefakuumn:

«a) opuumnanbHoe of06peHne AOKYMEHTOB C TOYKN 3pEHUSA UX LOCTATOY-
HOCTW A0 WX BblNyCKa:

6) aHann3 1 akTyanuMsaluul No Mepc Heob6XOAMMOCTM U MOBTOPHOE OPuU-
uuManbHoe ogobpeHne JOKYMEHTOBY.

MoanyHKT 4.2.4 (B pamKe) M310XUTb B HOBOW pefakuuu:

«4.2.4 YnpasneHue sanucamu

3anucu fonXHbl 6bITb ONPEfeNeHbl U NOALepPXMUBATLCA B paboyem cocToA-
HUW ANS NpPefoCTaBNeHUA CBUAETEeNbCTB COOTBETCTBUA TpeboBaHMAM U pe-
3yNbTaTUBHOCTWN (DYHKLWOHWPOBAHWNA CUCTEMbl MEHeAXMeHTa KayecTBa. OHM
JO/MKHBI 0CTABaTbCA YETKUMU, NETrKO UAEHTUDULUPYEMBIMU U BOCCTAHABAN-
BaeMbiMK. [lonxHa 6bITb pa3paboTaHa LOKYMEHTUpPOBaHHAA npoueaypa ANd
onpejeneHns cpefcTB ynpaBneHus, TpebyemblX Npu UAEHTUHUKALUKN, XpaHe-
HUK, 3alinTe, BOCCTAHOB/EHWUU, ONPeAeneHn CPOKOB COXPAHEHUSA U U3bA-
TUN 3anucei».

MyHKT 5.1 (B pamke). MepBblil ab3al, nocne cNOB «CBULETENbCTB NMPUHSA-
TUA» LONONHUTbL CIOBOM: KCBOUXY.

MoanyHKT 5.4.2 (B pamMKe). HaumMeHOBaHME UXTOXUTb B HOBOW pefakuun:

«[MnaHvpoBaHue co3faHuda, NOAAEPXAHNA U YNYULlEHUA CUCTEMbI MEHEAX-
MEeHTa KayecTBa*;

nepevyuncaeHue a). 3aMmeHUTb CIOBA: «U Pa3BUTUA* Ha «NOAAEePXAHUSA W YNyu-
weHna».

MoanyHKT 5.6.1 (B pamke). MepBblil ab3al M3N0XUTb B HOBOI pefakuuu:

«BbiClWee PYKOBOACTBO [O/KHO aHanuM3npoBaTb Yyepe3 3anjiaHMpoBaHHbIE
WHTepBa/ibl BPeMeHU CUCTEMY MeHe[)XXMeHTa KayecTBa opraHusauumn ¢ uenbto

(MpopgonkeHue cm. c. 98)



(MpogomkeHue nameHeHns Ne | k TOCT P ICO 9004—200J)

obecneyeHns ee NOCTOAHHON NPUTOAHOCTMW, AOCTATOYHOCTU W pe3ynbTaTuB-
HOCTW. DTOT aHanu3 AOJ/XKEH BKNOYATb OLEHKY BO3MOXHOCTEW YyNy4lleHNid n
NOTPe6HOCTN B U3MEHEHUAX B CMCTEME MEHJXKMeEHTa KayecTBa opraHusauum,
B TOM 4YuWCNe B NOMMTUKE W Liensax B 06nactu Kayecrtsa*.

MognyHKT 5.6.2 (B pamke). MepeuncneHne 4). 3aMeHUTb CNOBA: «NpeabliAy-
Wero aHanmsa» Ha «nNpefblAyLUnx aHann3os».

MoanyHKT 5.6.3 (B pamke). MepeuncneHue 6). 3aMeHUTb CMIOBO: «COrlacCHO™
Ha «M0 OTHOLW EHWUID K*.

MoanyHKT 6.2.) (B pamMKe) M3N0XUTb B HOBOW pefakuum:

«6.2.1 O6une NONOXEHUS

MepcoHan, BbINONHAK WK paboTy, BAMAKOLYIO Ha Ka4yeCTBO MPOAYKUWU,
JOMKeH 6blTb KOMNETEHTHbIM Ha OCHOBE COOTBETCTBYHLWEro obpasoBaHus,
NOATOTOBKMW, HaBbIKOB W ONblTa».

Pasgen 7 (B pamke). HaumeHoBaHWe JONONHUTb 3HAKOM CHOCKU:™;

LONONHWUTb CHOCKOWA:

«* B KOHTEKCTe HacToAWero ctaHgapra K npoLeccam >XWU3HEHHOro Lukna
NpoAayKLUN OTHOCATCHA Te NPOLEecChbl [aHHOro pa3jena, KOTopble OCYLW ecTBNA-
eT n (MNKN) 3a KOTOPble HEeCceT OTBETCTBEHHOCTb Nepefj noTpebuTenem opraHu-
3auyua, npumernsarowas FOCT P NCO 9001—2001*.

MyHKT 7.1 (B pamke). BTopoii ab3al. 3aMeHWTb CNOBO: «L,efecoobpasHo» Ha
«MNPUMEHUMO U HEOBXOLUMO»;

nepeyuncneHmne r). MckNUNTL CNOBO: «MPOU3BeAEHHaA»; MOCNeAHWNIA ab3al,.
3aMeHNTb cnoBa: «B popMe* Ha «npeAcTasBfieH B popme™*.

MoanyHkKT 7.3.1 (B pamke). NMocnegHunin a63aly. 3aMeHUTb CNOBO: «L,efeco-
06pa3HO» Ha «HE06X0AMMOY».

MoanyHKT 7.3.2 (B pamke). BTopoit a63ay. MepeuncneHne B). 3aMeHMTb C/IOBO:
«LuenecoobpasHo» Ha «BO3MOXHOY».

1loanyHkT 7.3.3 (B pamKe). 1llepBblit a63al,. 3aMeHUTb CI0OBO: «YTBEPXAEHbI»
Ha «oUUManbHO Of0GPEHbBI».

MoanyHKT 7.3.4 (B pamke). MepBblii ab3aly, M310XWUTb B HOBOW pefaKkumnu:

«Ha COOTBETCTBYHWLWNX CTafNAX JOJKEH MPOBOAUTLCA CUCTEMAaTUYECKU
aHann3 npoekTa M pa3paboTKM B COOTBETCTBMW C 3anaHUPOBAHHbBIMWU Me-
ponpuatuamu (7.3.1) ¢ uUenbr:».

MoanyHKT 7.3.6 (B pamKe) nocne CNOBWM «NPakKTUYECKU» JOMNONHUTL CNO-
BaMM: «BO3MOXHO n».

MoanyHKT 7.3.7 (B pamke). MepBbili ab3ay. 3aMeHUTb CN0Ba: «MNOATBEPXe-
Hbl» Ha «BaJMANPOBaHbI», «COrNacoBaHbl» Ha «0A06PEHbBI».

MoanyHKT 7.4.2 (B pamke). MepBbliA a63al. MNepeuyncneHne a). 3aMeHUTb
CMOBO: «YTBEPXAEHNIO» Ha «0DULMANbHOMY 0406PEHUIO»;

nocnefHuin a6sal. 3aMeHUTb CIOBO: «afeKBAaTHOCTb» Ha «40CTATOUYHOCTb».

(Mpopomerme em. c. 99)
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MoanyHKT 7.4.3 (B pamke). BTopoii ab3al M3n10XWUTb B HOBOW peaakuuu:

«Ecnu opraHusaumna nnm cc notpebuTens npefnonaratT OCYLW ecTBUTbL Be-
puunKauuo y noctaslWnKa, TO opraHmM3aumns Ao/KHa YCTaHOBUTbL Npejanona-
raemble Mepbl HO BepudUKaLuM U NOPALOK BbiNyCKa NPOAYKUUN B MUHPOPMa-
UMM no 3aKynkam*,

MognyHKT 7.5.1 (B pamke). MepBblii ab3al, N310XUTb B HOBON pefakunn:

«OpraHunsaumnsa fofXKHa nNnaHWpoBaTb WM OCYLW,ECTBNATL MPOW3BOACTBO WU
obcnyxXuBaHue B ynpaBifeMblX YCNOBUAX. YNpaBiseMble YCNO0BUSA LO/DKHbI
BK/AKOYaTb ram. rge sTo NPpUMeEHUMOo:™.

MognyHKT 7.5.2 (B pamke). MepBblii ab3ay fo cnos «K HWM oTHOCATCA™
MU3N0XWUTb r HOBOW pefakunu:

«OpraHn3auna foNXHa BalMampoBaTh BCe NpoLecchbl MPoU3BOACTBa U 06-
CNYXWBAHWUA, pe3ynbTaTbl KOTOPbIX He MOTyT 6biTb BepuduuupoBaHbl nocne-
AYOLWNUM MOHUTOPUHIOM WKW NU3MEPEHUAMN™,

TpeTuin ab3al A0 NepeyncneHmMa a) M3NOXUTb B HOBOM pefakumnu:

«OpraHnsaumsa fgonxHa paspaboraTe Mepbl No 3TUM npoueccam, B TOM
ynucne TaMm. rge 3To NPUMEHUMO:*.

MognyHKT 7.5.3 (B pamke). MepBblii ab3ay nocne cioBa «370* [LOMNONHUTL
CNOBaMu: «BO3MOXHO U»;

TpeTuit ab3al M3N0XWUTb B HOBOW pefakunu:

«Ecnu npocnexmBaemMocTb ABNfeTcA TpeboBaHUeM, TO opraHusayms Ao0n-
XHa ynpasBnaTb obecrneumBatrouieid peannsaunto AaHHON Lenn naeHTuduka-
umeid NMpoayKUUM U perucTtpuposath ce (4.2.4)*.

MyHKT 7.6 (B pamke). BTopoii ab3al M3M0XUTb B HOBOW pefakuum:

«OpraHnsaymna JOMKHA WMeTb npoueccbl AN 06ecneyeHMs TOro, YToOb
MOHUTOPUHT U W3MEPEHUS MOTAW ObiTb BbIMOMHEHbI U B AEACTBUTENbHOCTHU
BbIMOMTHANNCL B COOTBETCTBUMN C TPEOOBAHMAMMN K HUMY.

MoanyHKT 8.2.1 (B pamke). MepBblii ab3al A0 CNOB «[O/MKHbI BbITH™* M3M10-
XWUTb B HOBOW pefakuunu:

«OpraHnsayuusa 4oMXKHa NPOBOAUTL MOHUTOPUHT MH(OPMaLUK, Kacar L en-
cA BOCMPUATUA MOTpebuTenem BbIMONIHEHUA OpraHu3aymneid ero Tpe6oBaHUii,
KaK OAHOro M3 cnoco6oB M3mepeHus paboTbl CUCTEMbl MEHeIXXMEeHTa Kauye-
cTBa».

MoanyHKT 8.2.2 (B pamke). TpeTuii ab3al. 3aMeHUTb CMOBO: «OTYETY* Ha
«OTYETHOCTUY.

MognyHKT 8.2.3 (B pamKe) nocne CA0B «3anjaHWPOBaHHbIX pe3yabTaToB»
MU3N0XWUTb B HOBOW pefakuun: «Ecnm 3annaHupoBaHHble pe3ynbTaTbl HC J0OC-
TArarTCs, TO HEOOXOANMbIE KOPPEKLUWN U KOPPEKTUPYIOLW Me 4eliCTBUA AOXK-
Hbl NPefNPUHMMATLCA C Lenbio 06ecnevyeHns COOTBETCTBUA MPOAYKLUUN».

(MpogomkeHue cm. ¢. 100)
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MoanyHKT 8.2.4 (B pamke). MepBblii ab3ay. 3aMeHUTb C0BO: «NPOBEPKU»
Ha «Bepunkaunumn»;

nocnefHuii absal M3NoXWTb B HOBOW pefakuuu:

«Bblnyck npoAykumMm u npefocTaBneHne yCnyru He LOSKHbI OCYL,eCcTB-
NnATbCA A0 Tex MOp, MOKa BeC 3annaHuMpoBaHHble gelicteuda (7.1) Hc 6yayT
Y[OB/NETBOPUTENbHO 3aBepLlUIeHbl, eCN He YTBEPXAEHO MHOEe COOTBETCTBYIO-
WMWM NOMTHOMOYHbLIM OPraHoM W, rge 3To0 NPUMEHUMO, NOTPebUTenem».

MyHkT 8.3 (B pamke). BTopoit a63ay. MepeuncneHne 6) N3N0XNTb B HOBOA
pegakuyum;

«0) CaHKUMOHMPOBaTb e€e MCMNONb30BAHWE, BbINYCK WAW MNPUEMKY, €C/u
UMeeTCca pas3pelweHne Ha OTKNOHEHWEe OT COOTBETCTBYOLWEro NOTHOMOYHOTO
nuua AW opraHa u, rge aTo NPUMEHUMO, NoTpebuTend;™*;

yeTBepTbIiA ab3al. 3aMeHNTb C/IOBO: «MNOATBEPXKAEHNA» HA «4EMOHCTpaLum».

MpunoxeHne B. Mosnunto |9) N3N10XUTbL B HOBON pefakLuu:

*|9] NCO 10013:2001 PekoMeHpaunmM No LOKYMEHTUPOBAHUI CUCTEM Me-
HelXXMeHTa KayecTBar;

CHOoCKaMlckniouynTtb cnoso: «bpowtopa».

(UMY CNe 10 2003 r.)



K TOCT P NCO 9004—2001 Cuctembl MEHEMHKMEHTA KayecTBa. PekomeHja-
U1 no ynyuwenuto geAtensHoctn (MepensgaHue (HoA6pb 2003 r.) ¢ M3meHe-
Huem Ne 1)

B kakoMm mecTe HaneyataHo LLONXHO 6bITh
MyHKT 7.4.3
(B pamke). BTopoii BepTudmMKanum Bepudukaymnmn
ab3ay,
MyHkT 7.5.1 YnpaBndemble YCnoBus —
(B pamke). BTopoil [O/MKHbI BKAKOYATb, €cCau
ab3ay 3T0 LenecoobpasHo:

(UYC Ne 62004 r.)
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