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FOCT P NCO/TO 10014— 2005

Mpepucnosune

Llenn v npuHumunel ctaHaapTusauum o Poccuiickoli @epepaumn ycTaHoBNeHbl ®efiepasibHbIM 3aKOHOM OT
27 pekabpsa 2002 r. Ne 184-®3 «O TeXHMYECKOM perynnpoBaHum», a npasuia NPUMEHeHNs HauWOoHabHbIX
ctaHpgapToB Poccuiickoli ®epepaunm — FTOCT P 1.0—2004 «CtaHgapTmsauus B Poccuiickoii ®epepauum.
OCHOBHbI€ NOIOXEHNSA»

CsefieHnsi o cTaHgapTe

1 NOArOTOBJ/IEH HayuHo-nccnenoBaTeNbCkMM LIEHTPOM KOHTPOJ/IA U ANArHOCTUKM TEXHUYECKUX CUC-
TeM Ha OCHOBE COBCTBEHHOrO ayTeHTUYHOro nepesoja cTaHjapTa, yka3saHHOro B NyHKTe 4

2 BHECEH YnpaBneHuem TeXHUYECKOro peryiMpoBaHus U ctaHgaptusaumm degepanbHOro areHTcTea
N0 TEXHUYECKOMY PerysiupoBaHuio U MeTpoiorum

3 YTBEPXJAEH W BBEJIEH B IEACTBVE [pukasom ®efepa/bHOTO areHTCTBa N0 TEXHUYECKOMY
perynupoBaHuio u metponorun ot 12 nonsa 2005 r. N4 190-cT

4 HacTtosawuii cTaHAapT MAEHTUYEH MeXAyHapoaHoMy cTaHaapTy MCO/TO 10014:1998 «PykoBogsume
yKasaHus no yrnpas/ieHno 3KOHOMUKOW kavecTBa» (ISO.TR 10014:1998 «Guidelines for managing the econom-
ics of quality»).

HanmeHoBaHWe HacToSALWEro ctaHgapTa M3MeHeH0 OTHOCUTE/IbHO HaVMEHOBAaHWA YKa3aHHOTo MexayHa-
poAHoro ctaHgapTa Ans npusegeHus B cootsetctame ¢ FOCT P 1.5—2004 (nogpasaen 3.5).

Mpy NnpUMeHeHnn HacTosLero cTaHfapTa PEKOMEHYeTCA UCMONb30BaTbh BMECTO CCbIJTOYHOTO MeXAyHa-
POAHOroO CTaHfapTa COOTBETCTBYLIMA €My HauMOHasbHbIA CTaHAapT, CBeAeHNs O KOTOPOM NpuBefeHbl B
[OMOSTHUTE/IbHOM NPUIoXeHun A

5 BBEJAEH BMNEPBbIE

NHopmaumsa 06 M3MEHEHMAX K HacTosLeMy cTaHaapTy ny6avkyeTCs B €XerogHo usgaBaemMom
MHCOpPMaLMOHHOM yKa3aTene «HaumoHanbHble CTaHAapThi», 8 TEKCT U3MEHEHWI N NONPaBOK— B eXeme-
CAYHO M3faBaeMbIX MHDOPMALMOHHBIX YKasaTensx «HaumoHanbHble cTaHgapThi». B cnyyae nepecmoTpa
(3aMeHbl) MM OTMEHbI HACTOALWEro CTaHAapTa CooTBeTCTBYyLee yBejoMNeHVe GyfeT ony6/IMKOBaHO
B €XeMeCAYHO M3faBaeMoM UHOPMALMOHHOM yKkasaTene «HauuoHanbHble cTaHjapThbi». CooTBETCT-
BylOLLLAsA MHchopMaL s, yBeJOMIeHNe N TEKCTbl pasmeLLalnTca Takke B MH(popMaLoHHO! cucTeme obLue-
ro nonb3oBaHWa — Ha odwuuvanbHOM caliTe HauuoHanbHOro opraHa Poccwuiickoli depgepauum no
cTaHAapTusauum B ceTu IHTepHeT

© CtaHpapTuHdopMm. 2005

HacTosAwwuit ctaHaapT He MOXET 6bITb NOJTHOCTLIO UM YACTUYHO BOCMPOU3BEAEH, TUPAXUPOBaH 1 pac-
NPOCTPaHEH B KaYecTBe oL ManbHOTO M3aaHus 6e3 paspeLleHust defepanbHoOro areHTCTBa No TeXHUUYECKoOMY
PerynupoBaHnio 1 METPOOrni
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BBepeHne

HacTosAwwii cTaHfapT COAEPXKMT KOHLLENLUN U METOAOMOMMIO YNPAB/IEHNA 3KOHOMUKOW KayecTBa, No3Bo-
NsoWmMe NpeAnpuaTUsAM NOBLICUTL YA0BMETBOPEHHOCTL NOTPE6BUTENEN N coKpaTUThL 3aTpathl. OH Takke no-
MOraeT npeanpusiTUAM  ONPefenuTb, KakMe U3 METOAOB  Knaccudukaumu 3atpaT UM aHaniusa
YA0BNETBOPEHHOCTY NOTPE6UTENEN Nyylle BCEro 0TBEYAKT UX NOTPeGHOCTAM.

YnpaBreHvie KauecTBOM B/IMSIET HA IKOHOMMUYECKY0 3P(PEKTUBHOCTb PaGoThbl NPEANPUATHAS Kak KpaTko-
CPOYHO. TaK U JONTOCPOYHO. MpeanpuaTUO He cnefyeT paccMaTprBaTb Takoe BNSHUE TOSIbKO B OTHOLLEHUU
COKpaLLeHus 3aTpart 3a KOpoTKUii CpoK. HeKoTopble KPaTKOCPOUHbIE Y yulleHUsi MOryT UMETb OTpULaTesibHble
[OITOCPOYHbIEe NOC/eACTBUSA, CNOCO6GCTBOBATL (hOPMUPOBAHUIO OTPULLATENIBLHOTO MHEHUSI O NPOAYKLMK Npes-
npuATUA WK [O0BEepUs Nob30BaTens.
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HAULULWOHADNDBHEB CTAHAOAPT POCCUNMCKOMNM OPEOLEPALUNN

PYKOBOACTBO MO YNPABJ/TEHUIO
3KOHOMWKOWM KAYECTBA

Guidelines for managing the economics of quality

fNaTta sBegeHna — 2006— 03— 01

1 O6nactb NpUMeHeHun

HacTtoswwuii cTaHAapT COAePXNT PYKOBOASLLME YKasaHUsi MO YNpaB/ieHUo 3KOHOMWKOI kayecTBa Ans
NoJIyYeHNsi IKOHOMUYECKON NPUBLIIN.

Ero cnefyeT LWMPOKO NPUMEHATL BCEM NPEANPUSATUSIM U HA BCEX YPOBHAX BHYTPU npeAnpusitusi. OH He
npeAHasHaueH 415 UCNOJb30BaHWs B [OrOBOPHbLIX CUTyaLMsiX WKW B KadecTBe 06bekTa ayauToB TpeTbeit
CTOPOHbI.

2 HopMaTuBHbIE CCbINKK

B HacTosLWwem cTaHfapTe UCNO/b30BaHa CCblnka Ha cneayoLnii ctaHaapT:
MNCO 9001—2000 Cuctembl MEHEI)KMEHTA KayecTBa. TpeboBaHus

3 TepmuHbI 1 onpegeneHus

B HacTosLWwem cTaHAapTe UCNoMb3YTCA criefytoliMe TEPMUHBI C COOTBETCTBYOLLIMMU OnpeaeneHnaMu.

3.1 cTtoumocTb cooTBeTcTBMA (cost of conformity): 3atpaTtbl Ha BbINO/HEHVE BCEX YCTAHOB/EHHbIX U
npegnonaraembix NnoTpebHocTel noTpebuTenei npm 6e30TKasHOCTM CyLLEeCTBYIOLEro npoLecca.

3.2 cTtoumocTb HecooTBeTCcTBUA (cost of nonconformity): 3aTpaTbl, 06yCN0OB/EHHbIE OTKA30M CyLLeCcT-
BYIOLLLEro npouecca.

4 TnaBHadA uenb opraHusaumm

PyKkoBOACTBY MpeAnpusiTusi criefyeT onpefenuTb U JOKYMEHTUPOBATb CBOK [/1aBHYHO Lefb, a Takke
MoNMTUKY 1 3afa4u B o6nacTy kayecTsa. Mocne 3Toro ANs yBENNYEHUs 3KOHOMWUYECKOTO pesyfbTata naaHu-
pYIOT AesiTeNbHOCTL, 06ecneunBaloLLyto yBennyeHe o6aBeHHoi CTOMMOCTY 1 coKpalleHue 3aTpar.

NMPUMEPBDI

1 OCHOBHOI1 Lie/ib1o NOXAPHO OXpaHbl ABMsSe T Cs 3alMTa 06L,ecTBa 0T yLiep6a, BbI3BAHHOT O MOXAPOM.
2 OCHOBHOI Uenblo NpeAnpusTUA PO3HUYHON TOProBaAN MOXET 6bITb NOMYyYEHNE NPUBLINEN.

5 YnpaBneHne aKOHOMMUKON KayecTBa
[na nocTmxeHUs cBOOI OCHOBHON Len NpeanpusaTve A0/HKHO HENPEpPbIBHO NOBbIWATh 3¢hheKTuB-

HOCTb paboTbl NyTEM MCNO/b30BaHWUA METOA0/10rMN yNpaBieHnsa 3KOHOMUKON kayecTBa, nNpeAcTaBeHHOw
Ha pucyHke 1.

M3paHne opuymnanbHoe
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PUCyHOK 1 — MeTo40/10rusl yrnpas/ieHns 3KOHOMUKO KauecTsa

MpnumeyaHune — Lndposble faHHble HAa pUCYHKe 1 0603HaYal0OT HOMepa COOTBETCTBYIOLWMX pa3fesioB U Noj-
pasfenos.

Peanusauunio meTofon0rMm HaynHalot ¢ VI,CI,eHTVICbVIKaLI,VIVI nnn aHasamsa npoueccos npegnpuAaTmuA. 3710
obecneyrBaeT BO3MOXHOCTb VI,quTI/I(’pVIKaLlMI/I, TeKyLllero KOHTposia 1N 3aHeCceHNA B OTHET onepau,m?l N CBA3aH-
HbIX C HUMW 3aTpart. JT0 Takke gaet npeanpuAaTnio BO3SMOXHOCTb VI,D,eHTVICpVIKaLWIVI, TeKyuwlero KoOHTpona un
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3aHeceHus B OTYET AaHHbIX N0 YA0B/ETBOPEHHOCTM NoTpebuTeneii. [lpa BbllueykasaHHbIX OT4eTa MOryT 6bITh
3aTeM UCMOob30BaHbI NPY NPOBELEHUN aHaNN3a CO CTOPOHbI PYKOBOACTBA A5 MAEHTUDMKALMM BO3MOXHOCTE
YyNy4LleHNs NPOLLeCCOB U Y0BETBOPEHHOCTUN NOTpe6uTeneil.

PyKoBOACTBO 4O/MKHO MPOBECTM aHanM3 3aTpaT/mpubbian. YTobbl onpeaennTb, TpebyeTcs N Kakas-Hu-
6yAb Mepa 1 onpaBgaHa v npegnaraeMas Mepa o yay4ylleHu KayecTBa € y4eTOM KPaTKOCPOYHOM 1 Aon-
rOCPOYHOW MpUbLININ.

Ecnn ata mepa caHKUMoOHMpOBaHa PykOBOACTBOM, TO MPpeAnpuaTUIO cneayeT 3aniaHnpoBaTb U ocylle-
CTBUTH Y/y4LlIEHNE KaYecTBa, a Takke NPOKOHTPOIMPOBaTh pe3y/bTaTthl, YUTOObl 06ecneUnTb 06paTHYH CBSA3b.

MpeanpusaTMioO HEOBX0AMMO PErYNSPHO MPUMEHATb 3TY METOA0/I0TUIO C Lie/Tbi MOCTOSIHHOTO YyYLIEHNS.

6 WpeHTudmkauus/aHanms npoueccos

PykoBOACTBO AO/MKHO pacnpocTpaHsaTb TpeboBaHUsA HaCTOALWEro cTaHAapTa Ha npeanpusaTue B LieIoM.
B 3TOM cniyyae no OTHOLIEHWIO K NPeAnpusTU0O NnoTpedutenamu 6yayT 3aka3uuky v nokynaTtenu (BHeLHue
noTpebuTenun). PykoBOACTBO AO/HKHO TaKXe NPUMEHATb laHHble Tpe6oBaHus K BbIbpaHHbIM npoLleccam. B atom
cnyvyae noTpebutenamMmn MoryT 6biTb Kak 3aKkasumku, Tak U nogpasgeneHns npeanpuaTvs (BHELWHWE N BHYTPEH-
HWe noTpebuTenn).

MpeanpuaTue AO/HKHO rapaHTMpoBaTh, YTO MPOLECChl HanpaB/eHbl Ha yAoB/eTBOpeHne TpebosaHuii
notpebutenei.

Mpouecchbl NpeAcTaBnAloT cO60/ COBOKYMHOCTb B3aVMOCBA3aHHbLIX PECYPCOB W BUAOB AEATENbHOCTH,
KOTOpble NpeBpaLLalnT BXOAsLL e NOTOKM B BbIXOAALME. IKOHOMUYECKyo achheKTUBHOCTL npoLecca cnegyet
n3MepsATb, UCNOMb3ya Nnokasatenu 3atpaT 1 y40BNeTBOPEHHOCTH NOTpebuTeneii.

MpeanpuaTne 4OMKHO MAEHTUMNLMPOBATHL K/THOYEBbIE MPOLLECCHI, UCXOAA U3 X BO3AENCTBUNA Ha 3aTpaThbl
1 13 y0BIETBOPEHHOCTY NOTpebuteneil, n onpeaenatb 06593aHHOCTU 1 OTBETCTBEHHOCTb TeX, KTO ynpasiseT
3TUMK Npoueccamu.

7 AHann3 BHYTpU npeanpuaTua

7.1 NpeHTudukauns onepauuit npoueccos

[na onpepgenexnnsn 3aTpat npegnpusaTve AOMKHO naeHTUduumposaTtb onepauuy npouecca. ns atoro
paspabaTbiBaloT 6/10K-CXEMY, KOTOpas NokasbiBaeT onepauuy npouecca B UX /I0rM4eckoli nocnefoBaTebHoC-
Tn. Bxogbl onepaumii npoueccos (Takue kak matepuasbl, 060pyfoBaHue U JaHHble) cneayeT naeHTnduumnpo-
BaTb. BbIxoAbl onepawmii npoLeccoB Takxe cneayeT naeHTMULMPOBaTh: KaX bl BbIXO cnefyeT onpeaensaTb
KaK nayLwuii K ogHoMy niam 6onee notpebuTensm.

Cnocobbl ynpas/iieHnUs 1 pecypcbl 415 BCEX NPOLECCoB Takke cnegyeT ugeHtnduumposaTb.

7.2 Tekyuinii KOHTPONb 3aTpart

MpeanpustTMe OO/MKHO MAEHTUULNPOBATL U KOHTPONMPOBATh 3aTpaThl, CBA3aHHble C KaxAol onepa-
uuei BblIBpaHHbIX MpoLeccoB. 3arpaTtbl MOryT BK/IOYATb NPSMblE W KOCBEHHblE TpyAo3aTpaTbl, 3aTpaTbl Ha
mMaTepuasnbl, 06opyaoBaHue, HaknafHble pacxogbl M Ap. JaHHble 0 3aTpatax MoryT ObiTb (hakTUYecKuMu,
BblZle/IEHHbIMWN U OLLEHEHHbIMU.

[aHHble 0 3aTpaTtax MOryT GbiTb BblA€NEHblI U3 CYLLECTBYIOLWENA CMCTEMbl (PMHAHCOBOrO KOHTPONA U
[OMNOJIHEHbI ONepaTUBHbLIMU AaHHbIMW. [laHHble, BblAEe/IeHHbIE N3 APYTUX UCTOYHVKOB, MOTYT GbITb ONpeAeneHbl
KO/IMYECTBEHHO ¥ UCMO/b30BaHbl NpeanpuaTuemM. 3aTpaThbl, KOTOPbIE HENb3S CBSA3aTb C OTAE/IbHbIMU 3/1IEMEH-
TaMu CTOMMOCTH, He06X0AUMO OLeHMBaTb. Ecnn Takme 3aTpartbl 3HaUUTe bHbI, UX CriefyeT COOTBETCTBYIOLUM
o6pas3om 3adukcmpoBaTtb. Heo6x04UMO BblAENATL 3aTpaThl, @ He BK/IlOYaTh VX B HaknagHble pacxodbl. 3aTpa-
Tbl HE CNleAyeT OrpaHnumMBaTh TONIbKO onepauusiMum, OHV AO/DKHbI OXBaTbIBaTb BCIO AEATENbHOCTbL NPeANpUSATUS.

B HacTosLLee BpeMs CyLLecTBYIOT cneayoLlme mogenu knaccudmkaumm sarpar:

- TpynnupoBKa 3aTpart nog pyopukoin «lMpepoTepalleHre, oLeHKa 1 oTkas»;

- rpynnupoBska 3aTpart nog, pyépukamm «CTOMMOCTb COOTBETCTBUA» U «CTOMMOCTb HECOOTBETCTBUA;

- rpynnupoBKa 3aTtpaT Mo cTausaM XU3HEHHOTo LyKia npoaykummn (Mogenb XU3HEHHOTO LMKNa);

- naeHTumKaLma n nsMepeHne B pacyete CTOUMOCTM AedeKTOB, 06YC/TOBMNEHHbIX N/I0X0 CN/IaHMPOBaH-
HOli MK NI0XO0 BbINOSIHEHHOM paboTol.

BbI6Op MOZenu 3aBMCUT OT NPeANpUATUS.

7.3 CocTaB/ieHWe oTyeTa O 3aTpartax Ha npoueccsol

MpepnpusTue AO/MHKHO CYMMUPOBATh 3aTpaTtbl U CpaBHUBATbL UX C NoAxoAslleil 6a3oii usmepeHus,
TaKoW Kak ynctas cymMmma npofax, BXOAHbIE faHHble 0 3aTpaTax Wi XWBOW TpyA. ITO cpaBHEHVE NOMOXeT
CBfi3aTb 3KOHOMMWKY KayecTBa C KO/IMYECTBOM BbIMOSHEHHON paboTbl. OTYeTbl 0 3aTpaTtax MOryT cocTaB-
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NATLCA NPeAnpuUsTUEM WK ero nogpasfesieHnemM Ha OCHOBe COB6CTBEHHbIX noTpe6HocTel. Moapo6HOCTL
oTueTa onpefensieT PyKOBOACTBO, A/ KOTOPOro npeaHasHayaeTcs oT4yeT. [1Ns BbICLIEro pyKOBOACTBA
MOXeT NoTpe60BaThCs COKpaLLeHHbI OTUET, a AN PYKOBOAUTENS CPEHero 3seHa — noApo6Has MHAop-
mMauua o 3atpartax. [as npeAcTaBNeHust AaHHbIX W HANpPaBNEHW A B CUCTEeMe MOXHO MUCMo/b30BaTh Aua-
rpammbl 1 CXEMbI.

8 MoTpebutenu

8.1 WNpeHTudukaums pakTtopos, BAUAKOLWMNX HA YA0BIETBOPEHHOCTbL NoTpebuTenei

YA0BNeTBOPEHHOCTb NOTPeOUTE e MOXET M3MEHATLCA OT NOMIHON HEeY,0BNETBOPEHHOCTM 0 BOCXMULLE-
HVA. OnpefensanwWwnMy ABIAIOTCA TPU TPYNMbl (DaKTOPOB: Bbi3blBalOLLVE HEYA0B/I€TBOPEHHOCTD, YA0BNETBO-
PEHHOCTb N BOCXULLIEHKE.

YA0oBNeTBOPEHHOCTb NOTpebuTenein Henb3a npeackasaTb TOYHO, HO ee He06X0AMMO OTCNeXMBaTbL A1
BbISIB/IEHUS1 BO3MOXHOCTE ynyudleHus. Mpyu nnaHupoBaHuy kavyecTBa npeanpusatus crepyeT yunTbiBaTb 3T
chakTopsl.

Pewatowym ¢akTopoM B 3KOHOMMKE KauyecTBa SIBNSETCS J10S/IbHOCTb NoTpebuTeneii. Motpebutenm
MOryT GbITb YA0BNETBOPEHBI, HO. OHAKO, He AenaTb NOBTOPHON NOKYNkW. MOCTOSIHHAsA aKOHOMUYeckas npu-
6bl/b AOCTUrAETCA Yepes y40BNETBOPEHHOCTL NOTpebuTeneil, NOATBEPXKAAEMYIO UX NTOSANBHOCTLIO.

8.1.1 ®dakTopbl, BbI3blBAKOLWNE HEY[0BNETBOPEHHOCTb NOTpebuTens

K thakTtopam, Bbi3biBaOLWUM HEYA0BIETBOPEHHOCTb, MOXHO OTHECTU HeahtheKTUBHbIE NpoLecchbl Um
HexxenaTtefbHble CBONCTBa Npoaykuuu. Koraa oHn NpucyTCTBYIOT, YA0BNETBOPEHHOCTL NOTPebUTeNnei 3Haum-
TeNbHO CHWxaeTcA. Mpu OTCYTCTBUM Takmx (HakTOpoB yAOBMETBOPEHHOCTb NOTpebuTenein He ynydlaeTtcs;
0fiHa NpocCTo He yxyALwaeTcs. MpeanpusaTue AoMKHO YHeTKO OCO3HaBaTh, Kakue haktopbl NoTpebuTens cumtaeT
CYLLLeCTBEHHbIMU.

NMPUMEP — [JedekTHble U3aenus unv ycnyru, npo6aembl AoCTaBku, NPo6eMbl NOYYEHNUS YCAYTU, He-
APYXen6HO HACTPOEHHbI NepcoHan uan paBHoAyLW e K xano6am uay Bonpocam norpeéuTenei.

8.1.2 ®dakTopbl, Bbi3blBalOWMNE YA0BNETBOPEHHOCTb NOTPebUTENSA
®dakTopbl, Bbi3blBAOLWNE YL0BNETBOPEHHOCTb, OTHOCATCA K OXWAAeMbIM npoueccaM WAy CBONCTBam
npoaykumu. NMpu HannyMm aTX hakTopoB YBeMYMBaeTCs yA0B/IETBOPEHHOCTb NOTpe6uTenei.

NMPAMEPbI

1 MpW CHUXEHWW LieHbl Ha NPOAYKL IO YA0BNEe TBOPEHHOCTb NOTPe6tuTens Bo3pacTaeT.

2 Lnpokunii gnana3oH COPTOB M MOAENei NpoayKuuun, T. €. HanMuue BblGopa, ABNSAeTCS (hakTOopoM,
BbI3bIBalOLL MM Y/[0B/1Ie TBOPEHHOCTb.

daKkTopbl, Bbi3blBaOLME Y40B/1€TBOPEHHOCTb, HE o06a3aTenbHO KOMNEHCUPYHT (baKTOpr, BbI3blBawlne
HeynoB/1eTBOPEHHOCTb.

NMPUMEP — TMMoTpebuTenb 3abbiBaeT O HU3KOW LeHe U3genns uam o 6biIcTpoTe ero AOCTaBKWU, ecniu
nosny4vyeHHoe nsgenve ABnsieTcs AedPeKTHbIM.

8.1.3 ®akTopbl, Bbi3biBaLLME BOCXULLEHNE NOTPEOUTENS

K thakTopam, BbI3blBAOLLM BOCXMLLEHUE, OTHOCSTCS MPOLECCHI UM CBOWCTBA NPOAYKL MM, KOTOPbIE He
OXUJAIMCb U He OroBapuBaINCL 3apaHee, HO GblIN MOMOXUTENBHO OLleHeHbl NoTpe6uTenemMm B npolecce
akcnayaTaumu.

NMPUMEPbBI

1 Ecnu 6bl KNWEHT, 3aKa3asBLUNii HOMEp B rOCT MHULLE, 06HAPYXWU/I NPY PErMCT paLmm, 4T 0o 3aKas NoTepsiH,
KOMHaTa rpsA3Has U KOHAWLNOHEP He pa6oTaeT, 3TO0 BbI3Baso 6bl HEAOBO/LCTBO.

2 Ecnv rocTuHuua npeanaraeT 6onee feleBblii HOMep 1 6ecnnaTHYO 4OCTAaBKy B aaponopT, yaoB/e-
TBOPEHHOCTb YBE/IMYMBAETCH.

3 Ecnv nepcoHan rocTUHULbI NOMHUT UMS KAVeHTa Npu ero perucTpauun, TenesuieHme umeeT npo-
rpaMMbl Ha POAHOM fI3blKe K/IMEHTA, a B HOMEpe K/IMEeHT o6HapyxuBaeT Bady C (PpyKTamu, TO BCE 3THU
hakTOopbl MOTYyT BbI3BaTb BOCXULLEHME.

8.2 OTcnexuBaHue ya0B/eTBOPEHHOCTY noTpebuTenei
Tak Kak noTpe6HoCcTV noTpe6utenein u NpesnpUsATUA NOCTOSIHHO MEHSAITCS, NPeAnpUATMe 4O/MKHO He-
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NpepbIBHO OTC/IEXMBATL Y0BNETBOPEHHOCTL NOTPe6GUTENEl, YUTOGbLI 061ErYNTL NPOBEAEHNE aHaIN3a TEHAEH-
LN N3MEHEHWIA.

MpeanpuaTus npegHasHauyeHsbl ANs YA0BNETBOPEHNS NoTpeGHoCTeli notpe6uteneii. Ana Toro, YTo6bl
COXPaHUTb NT0S/IbHOCTb NOTpebuTeneli, npeanpuaThe LOSIKHO YA0BNETBOPSATL BCe UX CCDOPMY/IMPOBAHHbIE U
npegnonaraemble NOTpe6GHOCTY.

Lns Toro, 4To6bl ONpesennTb peasbHyto CTeneHb YA0B/IeTBOPEHHOCTM NoTpe6uTeneil, NnpeanpusTuo
cnefyeT paccMatpuBaTb pas/iMyHble MeToAbl cb6opa AaHHbIX. MNpeanpuaTvie MoXeT uaeHTUudMuupoBaTb
yO0BNETBOPEHHOCTL NOTPe6GUTENEl NOCPeACTBOM KOIMYECTBEHHOIO M KaYecTBEHHOro o6cnenoBanus. Ans
KO/INYECTBEHHOTO 06Ce0BaHNS faHHblE MOXHO cOGMpaTh C MOMOLLbLI UHTEPBLID, B KOTOPLIX NOTpebuTte-
NV AOMKHBI 3aN0/THUTL aHKeTbl, UK NYyTEM U3y4YeHUsa noBefeHus noTpebuTteneii. Ans yBenuyeHms kavecT-
Ba 06C/iefjoBaHNA NpeanpuaTe MOXET UCNO/b30BaTh aHKeTbl ¢ 60/1ee NoApoGHLIMM BONpocamu, Y4To6bl
nonyunTb NpeacTaBneHne o BOCNpusATUM notpebuteneii. NMpeanpusaTuio cnepyeT BbiGpaTh caMble nyyline
meToAbl c6opa AaHHbIX B COOTBETCTBUM C XapaKTepPOM W3YYEHMsl, CPOKAMU U HASIMYHBIMU AEeHEXHbIMU
cpeacTBamu.

8.3 CocTtaBneHue otyeta 06 ya0B/eTBOPEHHOCTU NoTpebuteneit

MpeanpuaTve LO/KHO OTC/EeXMBaTb YAOBMNETBOPEHHOCTb NOTpe6uTeneit B hopme, KOTOPYHD MOXHO
MCMNoNb30BaTh ANS MPUHSATUA peweHnit. OTYeT 06 yA0BNETBOPEHHOCTU noTpe6uteneli 4o/MKeH coaepxaTb
pe3ynbTaThbl Y0B/ETBOPEHHOCTN NOTPEOUTENEN, UCTOYHUKN U METOZAbI, UCNO/b3yeMble AN1s coopa nHopma-
LMW, 1 OLEeHKY (DaKTOpPOB, KOTOPbIE MOBAMSIN HA YA0B/IETBOPEHHOCTb NOTPEGUTENEIA.

[laHHble cpaBHEHWIA ¢ NpeablayWwuMn pesynbtTatam, TEHAEHUNAMU N3MEeHeHW, NPOMbILWIEHHbIMU HOP-
MaMu UK ¢ KOHKYPEHTHOW MHhopMauueid, ecrin TakoBble NMEeKTCS, Takke A0/KHbI GbiTb BKIHOUYEHbI B OTYET.
M3yyeHne cTeneHn yaoB/eTBOPEHHOCTU NoTpebuTenell B 4pyrnx oTpacnsax MoXeT gaTb NosiesHy uHhpopma-
LM0 4191 CPaBHEHUSI C COBCTBEHHbLIMU pe3ybTaTamu.

9 YnpaBneHue ynydleHnsMu

9.1 AHann3 co CTOPOHbI pyKoBOACTBa

AHanM3 0TYETOB 0 3aTpaTax U yA0BNeTBOPEHHOCTU NoTpebuTeneil NpoBOASAT:

- Yyepes onpefenieHHble UHTepBasbl;

- CpaBHMBAaA VX C NiaHaMun 1 UCMNONb3ys CPaBHUMbIE JaHHbIE;

- C y4eTOM U3MEeHeHW B Ae/10BOI cpese.

9.2 NpeHTndukaymsa Bo3MOXHOCTEN

MpeanpuaTue AOKHO aHaNM3MpoBaThk MHpopMaLuio, NpecTaB/IeHHYI0 B OTYeTe 0 3aTpartax v yaoB/e-
TBOPEHHOCTU noTpebuteneit, YTobbl oNpeAenTb, UMEKTCA /I BO3MOXHOCTY 415 YIYHLIEHUS B CeAyoLLmX
obnacTsx;

- KOPPEKLMN HECOOTBETCTBUIA;

- NpeAoTBpaLLEHNS HECOOTBETCTBUIA:

- MOCTOSIHHOTO YNYYLLEHUS:

- COBEPLUEHHO HOBOW MPOAYKLMN UM NPOLECCOB.

Llenu n 3agaun peanvsaunm BO3MOXHOCTEN A0/MKHbI ObITb JOKYMEHTMPOBaHbI, a AeiCTBUS MO yayulle-
HWI0O — BbIMOJIHEHbI. B ONTOCPOYHOM NnaHe [O/MKHbI ObiTh YUTEHbI Lienu ANS yAyULeHnid B chepe 3aTpar u
Heo6xoauMble pecypchbl.

B KpaTKoCpo4YHOM nnaHe ynyudleHns cnegyeT nepeBecTy A0/ITOCPOYHbIN NaH B M3MepuMble AelicTBUS,
BefyLine K ynyyweHuto B cpepe 3arpar. Cxema ynyudlleHns 3KOHOMUKN KayecTBa npuBefeHa Ha pucyHke 2.
OHa MOXeT 6bITb NonesHa Npu onpegeneHn NPMopuTEeTOB ANS YNYULLEHUS.

9.3 MposepeHne aHanusa 3aTpaT/npnbuinm

MpeanpuaTe [OMKHO paccMOTPeTb IKOHOMUYECKME pe3y/ibTaTbl BCEX BO3MOXHbIX MEpP MO Y/IyULLEHUIO
kayectBa. MpubbINb CpaBHMBAIOT C NpeAnonaraeMbiMy 3atpataMu, 4To6bl TOYHO ONpeAennTb NPUOPUTETHI.
Matpuua ynyyweHwii, npusefeHHasn B Tabnuue 1, nokasbiBaeT NpyMepbl BO3SMOXHbIX 93KOHOMUYECKUX pe3y/ib-
TaTOB. BbI3BaHHbIX Pa3/IMYHbIMU MepaMu No yyyLIeHno kadecTBa. PakTnyeckne pesynbtarbl 6yayT 3aBUcCeTb
0T 0COBEHHOCTEN NpeanpuaTus.
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PUCYHOK 2 — [JpeBOBMAHAS CXeMa Y/lyULWeHUsi SKOHOMUKN KauecTBa
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Tabnwu ua 1— Mepbl Nno yny4duweHuto Ka4yectea, HeOﬁXO,CLI/IMbIe ANA nonyvyeHusa BblAeNNeHHbIX 3Ha4YNMbIX pe3ybTaTtoB

YMeHbLUEHNe CTOUMOCTN HECOOTBETCTBUM

Paspa6oTka Monyyexve Obyenve
CokpalLieHre nepcoHasia ywe n a
BO3MOXHbIE 3HAUMTESTbHbI bTaTbl MNHHOBa- TUgK- :
OSMOKHBIE SHAUUTENLHLIE PEsyTbTa KonnyecTsa oBa Ynydlerve cepTUch no obcny-  3arpA3HeHVst
- LMOHHbIX Kaumm no
AecheKTHOW HOBBIX npoLieccoB 1CO XVBAHWIO Jowers
NPOAyKUn i 9001 n0Tpe§M- cpefpl
Tenel
YsenuyeHue
(hakTopoB, BbI3bl-
BalLMX BOCXU- — X — — X X
LeHne notpe6u-
Tenei
Mosblwe- v
BENINYEHN
Hue ypoBsnet- enM4enne
hakTopoB, BbI3bl-
BOpEHHOCTH BaloLMx OB X X X X
YBenuye- notpebute- neTBU; eHHoycFTtb
HVe UeHHoc- neii p o
notpebutenen
TN B COOTBET-
CTBUW C rna.- YMeHbLIeHne
HOll  uenbto haKkTopoB, BbI3bl-
opraHusauun BaloLWNX Hey[oB- X — — — X X
NeTBOPEHHOCTb
notpebuTenei
YMeHbLe- YMeHblUeHne
HUWE BHELHWX CTOMMOCTM COOT- — — X — — —
N BHYTPEHHUX BETCTBUA
npoun3BOACT-
BgHHbIX Aac YMeHbLleHne
P CTOMMOCTK Heco- X — X X X X
X008
OTBETCTBUSA

NMpumevyaHns
1 3Hak «x» 03Ha4aeT, YTO BO3MOXEH 3HaUYMMBbI pe3ynbTaT.
2 ®dakTuyeckue pesynbTaTtbl 6yAYT 3aBUCETb OT KOHKPETHbLIX 06CTOATENLCTB OpraHm3auum.

Ecnu geAaTensHOCTb NPenpusaTvs HanpasieHa Ha U3BeYeHre NpUGLIIN, BO3MOXHO NpejckasaTth yBe-
NMYeHne foxofa BCNEACTBUE NIOS/ILHOCTU MOTpebuTeneid, kak pesynbraT Mep Mo Y/AyuylleHWo KauyecTBa.
TpyZHO NpefckasaTh CBePXA0Xo4 OT HOBbIX MOTpeGuTeneil, kak pesynbTaT pekoMeHAauuii cyLecTBYOLWMX
YA0BNETBOPEHHBIX UK AOBO/bHLIX NOTpe6uTeneii. OAHAKO 3TOT Pe3y/ibTaT MOXeT UMeTb 60/IbLIoe BUsSHWE
Ha (hMHaHCOBbIE MoKasaTenu NpeanpuUsaTHs.

Ecnu fesTeNbHOCTb NPeAnpusiTUSt He Hanpas/ieHa Ha 13BieYeHne NpuGLIY, PoCT YA0BIETBOPEHHOCTY
noTpe6buTenst MOXeT NPUHECTMN WM He NPUHECTN HEMOCPeACTBEHHYIO (DMHAHCOBYIO NPUGLIIL. DTO 3aBUCUT OT
MeXaHU3MOoB (pUHAHCUPOBaHUA NpeAnpusaTUs. MoTpe6uTeny 1 apyrue 3avHTepecoBaHHbIE CTOPOHbI Mosyyat
NOJSIOXWUTESIbHBIN pe3ynbTaT, KOTopbIii TPYAHO NOACUMTaTb B PMHAHCOBOM OTHOLLIEHUN.

MPUMEP — LWkKona, npuHMMaroL,as Mepbl Mo yAyylleHUIo Ka4ecTBa, yNy4ylWwnT CBOK penyTauuto. B pe-
3yNbTaTe Bce 60/blUue N 60Nblle pOANTeNen 3axX0TAT, HTO6bI UX AeTW BHEN yunnucb. Ecnm wkonbHble oHabl
onpefensitoTCA U3 pacyeTa Ha OHOro pebeHka, TO GloXeT LKOJbl YBEIMUNTCS B pe3ysibTaTe npeanpuHs-
ThiX Mep. 3T0 N03B0/SeT BbIABUTb CKPbITble BHYy TPEeHHNE pe3epBbl WKo/bl. Ecnv hoHAbl 6binM paccynTaHsbl
OPYTrUM cnoco6oM, LKoSla MOXeT He NoAYyUYnThb NpsiMoli hMHAHCOBOI NPUGLINK, AaxXe ecnu peanbHas NpubbIb
ON5 o6uiecTBa MOXeT OblTh 60MbLLUONI, HO He NoajatoLencsa nogcueTy.

[ns npoBefieHnst aHanM3a 3aTpat/npubslin pekoMeHAyeTCs BbINOSHATL cedyolee:

a) obecneunTb YeTKOe onpeaesieHne, NiaHMpoBaHNe U CTOMMOCTb NpeasiaraeMblX Mep No yayylleHuto
B COOTBETCTBUU C [/TABHOI Lie/bio NPeanpusaTus;

b) BO3[eiiCTBOBATbL Ha YJ0B/IETBOPEHHOCTbL NOTpe6uTenelt nyTeM yBenyeHns hakTopoBs, Bbi3bIBAIOLLUX
BOCXULLEHWE W YA0BNETBOPEHHOCTb, U YMEHBLUEHNS (DAKTOPOB, BbI3bIBAIOLUX HEYLOB/IETBOPEHHOCT;

C) OLeHUTb yBenunueHue [0XoAoB 6narofaps NOBTOPHLIM 3aka3aM U HOBOMY GM3Hecy, Kak pesynbrart
yNyyLIeHNs YA0BNETBOPEHHOCTY NOTpe6UTeneil;

d) naeHTUUUMPOBATL MeHee 3HauMMble AN NOTpe6uTeneli u Apyrux 3anHTEPEecoBaHHbIX CTOPOH BbIrOAb;

7
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B) OLEHUTb M3MEHEHVE CTOVMOCTMW HA COOTBETCTBME U HECOOTBETCTBUE, KAk BHYTPEHHEN, TaK 1 BHELLHE;

f) npoBecTu feTasnbHbI CpaBHUTE bHbIA aHaNM3 COBOKYMHbIX (OMHAHCOBLIX 3aTparT nNpej/araemMoro Me-
poNpUATHSA MO YNyULIEHUI0 KauYecTBa;

[l) CpPaBHUTbL COBOKYMHYIO NPUGLINbL C KANUTa/IbHLIMUY 3aTpaTamMn Ha MeponpuATHs Mo YyULIEeHUIO Kade-
CTBa W PELUNTb, CTOUT I UX NPOLO/IKATD.

MpeanpusiTue MOXeT UCMO/b30BaTb pasHble MeToAbl (HanpuMep, YMUCTYH TeKyLLyl CTOMMOCTb, CPOK
OKYNaeMocCTU, BHYTPEHHIOK HOPMY NPUBLINN) 4715 NPUHATUS (PUHAHCOBOTO PELLEHUS O NPOAO/HKEHNUN YyYlle-
HUSI KayecTBa.

Heo6X0AMMO yuuTbIBaTb Takke MEHee OLLYTUMble Bbirofbl. HEKOTOpble 3KOHOMUUYECKME pe3y/bTaThl
MOTyT 6bITb TPYAHbI 4151 NOACYETA, HANpUMep yBendeHne Npoaax no oépasuyamM 1 nosbieHne npousBoau-
TeNlbHOCTU TpyAa 6narofaps MoBbILEHWI0 MOTWBALMM NepcoHana, HO OHU MOTYT GbiThb CyLLEeCTBEHHbIMU. B
npoLecce NPUHATUS PELLEHUsT HEOBXOAMMO PacCMaTpMBaTh Kak OLyTUMbIE, Tak U HEOLLYTUMbIE BbIrOAbl.

PelueHne 0 NPOAO/IKEHWUM YNyuylleHus kavecTBa criefyeT NpUHMMAaTb Ha COOTBETCTBYIOLLEM YPOBHE.
Ecnun noTeHunanbHble KanuTasbHble 3aTpaThbl HU3KW, PELLEHWE ciedyeT NPUHMMaTb r’MBKUM He6lopokpaTuyec-
KUM CMOCOGOM pPYKOBOAWUTENSIM, G/IM3KUM K JaHHOMY npoleccy. Ecin 3aTpathl CyLLEeCTBEHHbI, MOXET BO3HUK-
HYTb HE06X0AMMOCTb B 60/1€€ 0thULManbEHOM NPOLECcCe NPUHSATUS pelleHus. Jnsi o6ecneyeHnst MakcrMasbHO
NPU6LILIN NPU MUHUMATbHBIX KANUTasIbHLIX 3aTpaTax HyXHa npeaycMoTpUTEIbHOCTb.

9.4 TnaHWpoBaHWE U BHeJpeHUe ynyulleHus

MpeanpusiTue LO/HKHO NAAHUPOBATL U BHEAPSATL Mepbl No yayylweHuo. OTUeT 0 3aTpaTtax Ha npouecc
yNydlleHus U y[0BMEeTBOPEHHOCTb NOTpe6uTeneil cnepyeT MCnonb3oBaTb AN TOTO, YTOGLI y6eanTbes B
LOCTWMXKEHUN NpeAcKa3aHHbIX y/y4ylleHunidi. Ecim 3Toro He NpoM30LLIo, MOXeT NoTpe6oBaThCs NMPOBECTU A0-
MOJIHUTENbHbIA aHanus.

B COOTBETCTBUM C M/IAHOM MPEANpPUATUIO CriegyeT NpoaHanu3upoBaTb Pesy/ibTaTtbl NPUHSATLIX Mep Mo
YNyuLLEHWIO, UTO6bI Y0CTOBEPUTLCA B UX 3DDEKTUBHOCTY.

MpunoxexHve A
(cnpaBoyHoe)

CBefieHnss 0 COOTBETCTBMM HaLMOHa/IbHbIX CTaH4apToOB Poccuiickoii ®epepaunm
CCbI/TOYHOMY MEXAyHapo4HOMY cTaHaapTy

O603HaYeHMEe CCbIIOYHOTO O603Ha4YeHne ¥ HauMeHOBaHWE COOTBETCTBYHLEr0 MaLynonanbUoro ctaHjapra
MexXAyHapoAHOro ctangapra Poccuiickoit deaepayunn
MCO 9001:2000 FOCT P NCO 9001—2001 CwucTembl MeHeAXMEHTa KayecTBa. Tpe6oBaHua
YK 658.562.012.7:65.012.122:006.354 OKC 03.120.10 T59

KntoueBble cnoBa: akOHOMMUKa kayecTBa, 3aTpaTbl, NPUGLINbL, 3aTpaThl HA BbINO/IHEHME NpoLuecca, YA0BNeTBO-
peHHOCTb NOTpebutens, aHanns 3atpart/npuobblav
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