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BBepeHue

0.1 OOwWwme NnonoXeHus

MoKasaTenu, XapakTepuaytoLine pesynsTaTUBHOCTb (YHKLMOHMPOBAHUS CUCTEMBl MEHEeAXMEHTa KadecTBa U ee
MpPOLeCCOB, HECOMHEHHO 3aBUCAT OT CTerMeHU BOBIeYeHUss paBoOTHWUKOB M OT TOro, HACKONBKO paBoTHUKK, obnagatoime
HagMnexalyuM YPOBHEM KOMMETEHTHOCTM, @aAeKBaTHO BOBrieYeHbl U 3PEEKTUBHO WHTErpUpOBaHLl B MpoLecchl
opraHusauuu. BoBnedveHne paBOTHWUKOB WrpaeT BaXKHYK pofib B AOCTMXKEHWW Pe3ynbTaToB, CBSA3@HHLIX C
(PYHKLMOHUPOBAHNEM CUCTEMbl MEHeAXMeHTa KayecTBa, KOTOPLIE COTMacyloTCA CO CTpaTerMyeckumMu Lensmu u
HaXOASTCA B pycre OCHOBHLIX MPUOPUTETOB U LigHHOCTel opraHusaumn. HeoGXo[gMMO MaeHTUULMpOBaTL, pasBuBaTh 1
OLleHMBaTb 3HaHWUS, HaBblKW, MOBeJeHWe W OTHOLEeHUe paBoTHWKOB K CBOei paboTe, a Takke ycnoBusi paGoThi,
TpeByeMble 4NA 9 deKTUBHOrO BOBNEYeHUA paBoTHUKOB, 06nafatoLnx Haanexalym ypoBHEM KOMMETEHTHOCTH.

HacTosiMM  MexayHapogHbIM  CTaHAapTOM OrfpeferieHbl PYKOBOAALME  YKAa3aHWS NPUMEHUTENBHO K
YenoBeYeckUM hakTopaMm, BMUSIOWMM Ha BOBReYeHWe paGoTHUKOB M UX KOMMNETEHTHOCTb, KOTOpble AOMKHBI NOMOYb
3aUHTepecoBaHHbIM OpraHu3auMamM 4oBUTECA NOCTaBEHHLIX OPraHN3aLMOHHBIX Lemnei.

0.2 BsanumocBf3b C CUCTEMAaMWU MEHEXKMEHTA KayecTBa

B ocHoBe cTaHfapTOB Ha CUCTEMbl MEHeLXMeHTa KavecTBa, paspaboTaHHbIX TEXHUYECKUM KOMWUTETOM
NCOITK 176, 3anoxeHbl NpUHLMMLI, U3noxeHHble B ISO 9000.

Wmetoljascs B3aMMOCBA3b Mexgy HacToswum ctaHgaptom n UCO 9001 cnocobeTByeT peanusauum mep no
BOBMEYEHWIO pPabOTHUKOB 1 oBecrneveHnio Hagnexalwiero YpoBHA WX KOMMETEHTHOCTU npWU  OCYLIeCTBREHWUN
[eATeNIbHOCTM B paMKax CUCTEMBl MeHeaXXMeHTa kadecTsa. MNpu 3TOM HacTOSALMIA CTaHAAPT MOXET TakkKe NPUMEHSATLCA
COBMECTHO U C AAPYrMMU CUCTEMAMMU MEHEAXMEHTA.

0.3 MpoueccHbIii NoAX0A B OTHOWEHUN BOBAIeYeHNS PAGOTHMKOB M MX KOMNETEHTHOCTH

B ocHoBe HacToALWero craHiapTa 3aloXeHa CTpaTterua, cBA3aHHasdA ¢ NPpUMEeHEHUeM «NPoLUEeCCHOro noaxoaa» Ha
BCeX YPOBHAX opraHu3aun NnpuMeHUTENbHO K NOBbIWEHWUIO BOBSeYEeHUA paGOTHVIKOB N UX KOMNETEHTHOCTWU.

MpUHLMNEI MEHEAXMEHTa KauecTBa
BoBneueHue pykoBoaCTBa

LleHHOCTU PesynbraTthl
CrpaTeruu MeHeaXMeHT
BusHec-nnaHbl AHanus

Mpouecc BoBreYeHuA
paboTHUKOB 1 KX
KOMNETEHTHOCTU

MoTpebHocTH
opraHusauuu

PesynbTathl
opraHusauuu

YenoBeyeckue akTopbl

PucyHok 1 — CTpaTerndyeckuniti npoLecc NPUMEHUTENBHO K BOBIIEYEHUIO PaBOTHUKOB U MX KOMMETEHTHOCTU

Mogenb, oCHOBaHHaA Ha npoueccHoM noaxofde (cM. PUCYHOK 2), UNNIOCTPUPYET TakKTUyeckue AeWcTBUA NO
peanusauun cTpaTermyeckux Lenen, a Tawkke pesynbTaTbl U NNaHbl B OTHOLWEHUW BOBREYeHUs pabOTHUKOB U UX
KOMMETEHTHOCTH.

Ecnn npoBoAWTCA MOHUTOPWUHF, W3MEpeHMe W aHanu3 B OTHOWEHWM BOBMeYeHMss paboTHUKOB W UX
KOMMETEHTHOCTH, TO 3TO NO3BOMAET NONYyYaTb AaHHbIE, HA OCHOBE KOTOPLIX BLICWIEE PYKOBOACTBO MOXET NPUHUMATL
pelieHnss no ynydlweHWto A[eATeNbHOCTW, YTO B KOHEYHOM WTOre BefeT K MNOBLILWEHWIO YA 0BNETBOPEHHOCTU
noTpebuTeneil B OTHOLIEHWN 3aUHTEPECOBAHHON OpraHm3aLum.

0.4 MpumeHeHMe HACTOAWEro MeXAYHAPOAHOrO CTaHaapTa

B Pasgene 4 HacTosilero cTaHgapTa NpUBEAEHO ONUCaHUe MpoLeccoB, KoTopble niobas 3anmHTepecoBaHHasn
OpraHu3aLus MoXeT UCMonb3oBaTb B CBOEW CUCTeMe MeHeXMeHTa KayecTBa ANA BHEAPEeHUS WU MNojAepXaHua Ha
LOMXHOM YpOBHe BOBIIe4eHNUS pabOTHUKOB U X KOMMETEHTHOCTH.

QaKTopbl, U3noxeHHele B 4.6, npefnaralT Mepbl, KOTOpble MOryT ObITb NPUHATHI ANSl MOBLILLEHUS BOBMEYEHUA
paboTHUKOB. PykoBoasLuMe ykasaHus, copepxalumecs B Pasgenax 5 — 8, npeanaraloT KOHKpeTHble AEeWUCTBUS, KOTOpble
MOXHO NpeanpuHATL ANs Toro, YTobbl 06ecne4YnTs COOTBETCTBME TPEOOBaHWUSAM CUCTEM MEHE)KMEHTa Ka4ecTBa OTAENbHbLIX
opraHv3auui, kak Hanpumep TpebosaHus MCO 9001.

HacToswuin ctaHgapT npegnaraeT fJaHHble pyKoBOASLUME YKa3aHUA PyKOBOAUTENSAM BCEX YPOBHEW, MeHeaxepam
nMo YrnpaBneHUo nepcoHanoMm, MpeacTaBuTeNIaM pykoBoAcTBa B 0bmacTu KavecTBa U fuuUaMm, BHEAPSIOWMUM
MeponpusiTUs B obractu kavecTsa.

v
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HAUMWOHANbHbBIN CTAHAOAPT POCCUMUCKOWU GEJLEPALUMN

MEHEIDKMEHT KA4YECTBA
PykoBoasiue ykasaHusi N0 BOBIeYEHUIO PAOOTHUKOB U UX KOMNETEHTHOCTH

Quality management — Guidelines on people involvement and competence

Dara BBeaeHua — 2015—03—01

1 Obnactb NnpUMeHeHus

Hacroswuii cTaHgapT npeanaraeT pykoBOASILLME yKa3aHWS NO BOBMEYEHUIO NEpPCOoHana K y4yacTuio B
npoueccax CUCTEMbl MEHEAXKMEHTa KayecTBa OpraHmM3auuu W MOBbILEHUIO BOBMEYEHUs] pabOTHUKOB U UX
KOMNETEHTHOCTU B paMKax [JdaHHOW cucTembl. HacToAwmin cTaHgapT MOXET NpPUMEHATbCS OO
opraHusauuein He3aBMCMMO OT ee pasMmepa, Tuna u Buaa oCyLLEeCTBNAEMON AeATENbHOCTH.

2 HopmatuBHbIe CCbINKH

YKa3aHHbIN HUXE CCbINOYHbIA JOKYMEHT HE0OX0AUM ANs UCNONb30BAHUSA HACTOALLETO cTaHaapTa. Ana
AaTUPOBAHHBIX CCbIMOK MPUMEHSIOT TONMbKO Ty Bepcuto, kKotopasi Bbina ynoMmsiHyta B Tekcre. [ns
HeAaTUPOBaHHbIX CCbINMTOK HEOOGXOAMMO WCMONbL30BaTh CaMoOe MOCNeAHee u3faHue AOKyMeHTa (Bkniodas
noBble Nonpaskm).

MCO 9000 Cucrembl MeHemxkMeHTa KadectBa. OCHOBHbIE MOMOXEHMA u  cnosapb (Quality
management systems. Fundamentals and vocabulary)

3 TepMuHbI U onpeaeneHus

B HacTosilleM cTaHgapTe npuMeHeHbl TepMuHbl MO NCO 9000, a Takke cneaylolme TEPMUHbI C
COOTBETCTBYIOLLUMMU ONPESENEHUAMMU:

3.1 KOMNETEHTHOCTb: BbIpaXeHHbIE fMYHbIE KA4YeCTBA WM CMOCOOHOCTb NPUMEHSITb CBOU 3HAHUA WU
HaBbIKU.

MpumevyaHus

1 Ha npumeHsiemyto B npoLjecce paboThbl KOMNETEHTHOCTb MOXET OKasbiBaTb BIIUSIHUe paboyast cpeaa, B KOTOPOW
paboTHWKKN OCYLLECTBNSIOT CBOIO AEATENbHOCTb, BO BCeM pasHoobpasuu ee BapuaLuii, HanpuMep, B3aUMOOTHOLLEHUS B
KOMNeKTUBe, CTPeccoBble CUTYauun W KOHMMUKTLI, KOTOpble MOMYT MOBMWATH Ha MoBeAeHWe M obsAsaTenbcTea
paboTHMKOB, CBA3aHHbIE C MPUMEHEHNEM COOTBETCTBYHOLLUMX 3HAHUI U HaBLIKOB.

2 TpeboBaHus, npeabsBnsAeMble K KOMMETEHTHOCTW, [rOpasfo LWupe KBanuukauuid, Mony4eHHbIX B
obpasoBaTenbHbIX YYpexAeHUsX, npodeccmoHanbHoii noarotoBku/obydeHns u onbita paboThl. MK onpeaenstoTea
pesynbTaThl UMW BbIXOAHbIE MapameTpbl, HeobxoguMmble ANA KOHKpeTHoW paboThl, KpUTepun UnU cTaHgapTsl No
OCYLL|ECTBIIEHUIO TE€X UMW UHbIX BUAOB [1€ATENbHOCTH, KOTOPBIM HEOGXO4MMO COOTBETCTBOBATL, a Takke Tpebyemble
CBUOETENLCTBA M METOA UX NOMYyHYEeHUs.

3 KoMneTeHTHOCTH, onpefensemble HacTOALUM CTaHAapTOM, NPUMEHUMEI Kak K NMepcoHarny opraHuaauuu, Tak v
K BHELUHUM paboTHUKaM, BLINOMHSAOLWMM paboTy No NopyYeHuUto opraHusaLum.

3.2 npuobpeteHne koMmneTeHTHOCTU: [lpouecc, obecneuuBaloUit NONYyYEHUE KOMMETEHTHOCTU
(cm. 3.1) nuuom, rpynnon nuy, unu opraHusaumen.

MpuMedvaHne — YTobbl y4OCTOBEPUTLCS B TOM, YTO MOTPEGHOCTM W LieNM OpraHusaLui MPOoZorKatoT
BLIMOMHATLCSA, MOXeT MOHaAobUTBCA  Hanmu4ue MOCTOSHHO — AelicTByloweid nporpaMmbl Mo NpuoBpeTeHuto
KOMMETEHTHOCTHU.

3.3 pasBuTHMe KOMMeTeHTHOCTU: [pouecc, obecneynBaloLLmMii MOBbILLEHME KOMMETEHTHOCTU nuua,
rpynnbl UL UNW opraHusauum.

M3paHue ocouumanoHoe
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3.4 yenoBeyeckue pakTopbl: PUINYECKUE UNN UHTENNEKTyarbHble XapakTepuCTUKM YEeroBeka unu
ero noseaeHune B obLlecTse.

MpumedaHue — YenoBedeckne hakTopbl MOrYT OKa3blBaTb 3HAUUTENBHOE BIUSIHWE Ha B3auMOAeHCcTBUe
BHYTPU CUCTEM MeHEL)KMEHTa Uni Ha (PyHKLMOHUPOBaHWE CUCTEM MEHELKMEHTA.

3.5 BoBneuyeHue: Baaumogerctene u Bknag B obme Lenu.

4 MeHea)XMeHT BOBJIeYEHNA PabOTHUKOB M X KOMMETEHTHOCTU

4.1 O6LiKne NONoXeHUs

Hacroswuii pasaen BKMOYMaeT OMMCaHMe MpoLecca W PYKOBOASILLME YKa3aHUs, HanpasrieHHble Ha
pasBuTUE BOBMEYEHUss PaGOTHMKOB W WX KOMMETEHTHOCTW. OpraHusauum MOryT WCMOMb30BaTh 3TH
PYKOBOASILLME YKa3aHUA Ans oBGecrnevyeHus peanusauum CBOMX AOMrOCPOYHbLIX 00s3aTensCcTs B 0GnacTu
BOBMEYeHUs PaGOTHUKOB U UX KOMMETEHTHOCTY.

4.2 llnanpyowas pornb pyKoBOACTBa U cTpaTerus

Ons  adpekTuBHOM pPaboOTbl NOOOK CUCTEMbI MEHEIKMEHTa KayecrBa HeobXxoAuMO, u4TOOBI
PYKOBOAWTENU OpraHu3aumMu urpanu akTMBHYIO pPOfb B paboTe no AOCTWXEHMIO Lenein B obnactu
BOBMeYEHUsA PAOOTHUKOB U X KOMMNETEHTHOCT!.

PykoBogutenu [OMkHbI MOOWPATb pPabOTHUKOB B  OTHOLUEHUM NPUHATUA UMMM Ha cebs
OTBETCTBEHHOCTU U CO3AaBaTh YCNOBUSA, NO3BONSIOLLME pabOTHUKAM AOOUBATLCA HAMEYEHHbIX PE3ynbTaToB
npu cobnoaeHUM COOTBETCTBYIOLLMX 3aKOHOAATENbHbIX U APYrnX 00A3aTenbHbIX TpeGoBaHUN.

PykoBoaguTenu gomkHbl IEMOHCTPUMPOBATL CBOM 0053aTeNbCTBa B 0ONacTn BOBNe4YeHuss paboTHMKOB U
X KOMNETEHTHOCTU MyTEM:

a) pa3paboTku cTpaTernin, NONUTUK U Lenen;

b) onpeaeneHus 06513aHHOCTENR U NONMHOMOYWIA;

¢) ob6ecneyeHns NOHMMaHUA NOTPEGHOCTEN U OXuAaHUin NoTpeduTenei;

d) onpeaeneHus TpeboOBaHUIi K MEPCOHANY, TAKUX KaK 3HAHUSA, HABbIKM U NOBEAEHUE;

€) oueHnBaHus TpeboBaHUii K pecypcam, TakMx Kak MHpaCTpykTypa, NPOM3BOACTBEHHAA cpeaa U
ycnoBus paboTsl;

f) obecneyeHus TpebyeMbix peCypcoB;

g) nooLypeHus B o6meHe nHdopmaumen.

4.3 MNpouecc BoBne4YeHUs paboOTHUKOB U NPUOBPETEHUA UMN KOMMNETEHTHOCTH

AcnekTbl, CBA3aHHbIE C KOMMETEHTHOCTLIO, MOTYT OXBATbIBATLCA COOTBETCTBYIOLUMMM MNfiaHaMn Mo
pa3BuTMIO, KOTOPbIE MOTYT TakXke BKMIOYaTb MEPOMNPUATUS, CBA3aHHbIE C BOBneYeHuem paboTHukoB. Ha
PucyHke 2 nokasaH npouecc BoBrnevyeHms paboTHUKOB U NPUOBPETEHNUS UMW KOMNETEHTHOCTH.

3TOT NPOLEeCC BKMOYaET crneaylolme YeTbipe wara:

a) aHanu3 (cMm. 4.4): cobupaloT U aHanU3upPYyT [aHHble, CBsI3aHHbIE C KPATKOCPOYHbIMM WU
AONrOCPOYHBIMU LIENSIMKU OpraHm3aumu B 06nacT BOBNEYEHUs1 pabOTHUKOB W UX KOMNETEHTHOCTH;

BxoaHble AaHHble: YnyJweHue BbixoAHble AaHHble:
- MoTpebHocTW opraHu3aumu _ - Hapgnexawas
mmmmmmmmme e KOMMETEHTHOCTb
- MonuTukm v Lenw - BoBneueHHble paboTHUKM
- MpeAblgyLime aHanmabl - [okyMeHTauma AnsA aHanusa
4.4 45 4.6 4.7
AHanua MnaHupoBaHue BHeapeHnue OueHka

PuecyHok 2 — Mpouecc, o6GecnevnBaroLmii BHyTPU opraHu3auun BoBreyeHue paGoTHUKOB
1 npuoBpeTeHne UMK KOMMNETEHTHOCTU
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b) nnaHupoBaHue (cMm. 4.5): paspabartbiBalOT M NOAAEPXKMBAIOT Npoueaypbl AN TOro, uToObl
nnaHuposaTb MPOLECC BOBMEYEHUA PpabOTHUKOB W NPUOOPETeHMs UMW KOMMETEHTHOCTM Ha
opraHnM3aLnoHHOM, rpynnoBoM U UHAUBUAYANbHOM YPOBHSAX;

C) BHeapeHue (cMm. 4.6): BHeApSAIOT NIaHbl U CBAA3AHHbIE C HUMM MEPONPUATUS ANA TOro, uToObI
[06UTbCS NOCTaBNEHHON Lenu B 06nacTu BoBrieyeHust pabOTHMKOB U WX KOMNETEHTHOCTH;

d) oueHka (cMm. 4.7); aHanUM3upyioT U OLEHUBAIOT MMaHbl, 4ENCTBUA U NONYYEHHbIE Pe3ynbTaTbl B LENAX
NOCTOAHHOIO YIyYLUEeHUA AEeATENbHOCTH.

Ha kaxgom Liare criefyeT MPOBOAWTb aHanu3, ytoObl YAOCTOBEPUTLCA B NPABUSIBHOCTU BXOAHBLIX W
BbIXOAHbIX AaHHbIX. STW LUArU NPUMEHNMbI KO BCEM YPOBHSIM OPraHu3auuu, rpynne u KOHKPETHOMY paboTHUKY.

4.4 AHanu3 BOBneveHusi paboTHMKOB M NPUOBPETEHNA UMU KOMNETEHTHOCTU

4.4.1 WpeHTuchbukauma norpedbHocTen

OpraHusaumsi 4OofKHA Yepes3 3annaHMpOBaHHbIE MHTEPBaNbl BPEMEHW NPOBOAUTL MAESHTUDMKALMIO
CBOMX KPaTKOCPOYHbLIX UM [AONTOCPOYHbLIX MOTPEBGHOCTElN, CBA3aHHbLIX C BOBNEYEeHMEM pPaBGOTHUKOB M MUX
KOMMETEHTHOCTbIO. Takas uaeHTudukaums noTpebHOCTEl MOXET OXBaTblBaTb OPraHU3aLMOHHbIE
cTpaTeruu, LUeHHOCTU, BU3HEC-NNaHbl, NONIMTUKN U BXOAHbIE AAHHLIE, NOMYYEHHbIE OT 3aUHTEPECOBAHHBIX
CTOPOH, TaKknX Kak notpedurenu.

Mpouecc uaeHTudMkauum OyaeT HAUMHATLCA C OUEHUBAHUA BOBREYEHUA pPabOTHMKOB U  UX
KOMMETEHTHOCTU HA MOMEHT MPOBEAEHUA OLIEHKM, BbISIBNASA NOOblIE OrpaHUYEHUs UNKU HeaocTaTku. Takum
06pa3som, 3TOT NPOLIECC MOBMEYET CHEAYIOLUE LLATU MO OL|EHKE:

a) naeHTuukaumio noTpebHOCTEN, CBA3AHHBIX C BOBIEYEHNEM PAGOTHUKOB U UX KOMNETEHTHOCTLIO;

b) naeHTUhukauuio ycnosuit U pecypcoB, HeoOxoauMbIX paboTHUKaAM Ansa apdekTUBHON paboThl HA
paboyem mecrTe.

OpraHusaummM TaKke cneayer paccMOTpeTb  HeoBxoaMMOCTb  MPOBEAEHUS  cneuuanbHbIX
NoAroTOBUTENbHLIX MEPONPUSTUIA, HanpaBriEHHbIX HA YMEHbLUEHWE PUCKOB, CBA3AHHBLIX C HeaocTaTKamu
TeKyLlen OEeATENbHOCTW, UMM HA MX MEHEKMEHT. Takue puUCKM MOryT BO3HMKATb TaMm, rae Hanpumep
MUMEIOTCS HOBbIE WNU  KOMMJIEKCHblE 3ajauqn, £3blkoBble Oapbepbl WM  TaMm, rae NPoUCXoasT
OopraHn3aunoHHbIE U3MEHEHUSA.

4.4.2 OueHka

OpraHusaumss OOMKHa OueHWBaTb BOBIEYEHWEe pabOTHMKOB M UX KOMMETEHTHOCTb Ha
WHAUBMAYANbHOM, TPYMNMOBOM W OPraHM3aUMOHHOM YpPOBHsIX. [nsi Toro u4tobbl OLEHMBaTb CTENeHb
BOBIEYEHUA pabOTHUKOB, PYKOBOAUTENMMN AOMMKHbLI ONPEAENUTL KOHKPETHbIE METOAbI ANS OLEeHUBAHUS TOrO,
Kak pabOTHUKWM BBLIMOMHAIOT CBOKW paboTy, B3auUMOAENCTBYIOT, COTPYAHU4YalOT W OOMeHuBaloTCH
UHbopMaLme.

OueHka pomkHa ObiTb cormacoBaHa ¢ pAewcTBusiMM no passutuio. Heobxoammo, 4TtoBbl no
pesynbTataMm OLEHKM MOXHO OblNo MPOBECTM aHanu3 peanusauuu 3ajad U uenew, Kotopble Obinu
NOCTaBMNeHbl B OTHOLUEHWM BOBIIEYEHUSA PAOOTHWKOB WM KX KOMMETEHTHOCTU. 3anucu OLUEHKN [OJDKHbI
noaaepXueaTeCA B paboyemM COCTOAHUM.

PesynbTaTbl OLEHKM ONPEeaensiioT pasHuLy MeXay TEKYLUMM YPOBHEM BOBMeYEeHUsi pabOTHUKOB U UX
KOMMETEHTHOCTM W TEMU noTpebHOCTAMMU, KOTOpble Obinu  MAEHTUUUUPOBAHLL. Takue pa3pbiBbl
nokasbiBaloT obnactu, Tpebyllme COBEpLUEHCTBOBaHMA, U 00pasyloT BXOAHblE JAaHHble ANs
nocneayoLero arana.

4.5 NnaHnpoBaHue BoBne4YeHUs1 paboOTHUKOB U UX KOMMETEHTHOCTH

4.5.1 O6wme nonoxeHus

Mo 3aBepLUEeHUM CPABHUTENBLHOTO aHanu3a opraHu3auus AOJHkHAa NPUMEHATL U MOAAEPXMBATb B
paboyeM COCTOSHWM npoueaypbl AN NNaHWpoBaHUs BOBIeYeHWS pabOTHMKOB M NPUOBPETEHMs UMK
HeoBXx0AMMOW KOMNETEHTHOCTU. ITO BKMOYaET pa3paboTky U NOCTAHOBKY AONTOCPOYHbIX U KPAaTKOCPOUHbIX
uenei B o6nactm KOMNETEHTHOCTW kak Ha OOLLUEeM OpraHu3auMOHHOM, TaK U Ha NepCOHaNbHOM YPOBHSIX.
Llenu aomkHbl 6biTb 0puumanbHo 0a00peHbl U 4OKYMEHTaNbHO 0hOPMIIEHI.

MnaHbl AJOSkHbI ObITb COCTaBHOW 4acTbl0 €XEerofgHOro OpraHu3auuoHHOTO U (OUHAHCOBOIO
NNaHMpoBaHWA C TeM, YToObl 06ecneynBanocs HanuyMe pecypcoB, HEOOXOAUMBIX ANS AOCTUXEHUSA LENeN B
o6nactu BoBne4eHusi paboTHUKOB U MX KOMNETEHTHOCTMU.

4.5.2 OpraHusauMOHHOe NflaHupoBaHue

MnaHupoBaHue BOBReYeHMs paboTHUKOB M NpuoBpeTeHus ummu TpebyemMon KOMNETEHTHOCTU AOMKHO
OCYLLECTBNATLCSA HA OCHOBE MriaHa CTpaTerMyeckoro pasButusi, onpeaensiouwiero 6yayume notpebHOCTH
opraHusaumMn. 3TU nNNaHbl AOJKHBI ObITb AOKYMEHTaANbHO OMOPMIEHbBl W COAEPXaTb CHEAYHOLLYIO
UHOpMaLMIO:
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- yenu u TpeboBaHuA, OCHOBLIBAIOLLMECS HA CTpPATErMuyeckoM HaNPaBfeHn pa3BuTUA OpraHn3aLmu;

- 3annaHMpPOBaHHbLIE BUAbI AEATENbHOCTU U OTBETCTBEHHOCTb;

- BPEMEHHbIE CPOKU BOBII€YEHUS pabOTHUKOB M NPUOOPETEHUS MU KOMMNETEHTHOCTU;

- Tpebyembie pecypchl.

PykoBoauTenu opraHu3auuu [AOMKHbI AOCTUraTh COrMaweHua ¢ paboTHUKaMu B OTHOLLEHWUM
pa3paboTaHHbIX MIAHOB, KOTOPbIE HY)XHO JOKYMEHTanbHO OgOpPMUTbL, a Takke aHanusnMpoBsatb ¢
aKTyanuaupoBaTtb Yepe3 3annaHUupOBaHHbIE UHTEpPBaribl BpeMeHU. [naH — 3T0 AOKYMEHT CTpaTerun4eckoro
Xapakrepa, OCHOBaHHbI Ha OMMCAHHOM paHee aHanu3e, KOTOPbI AOSMKEH ObiTb MPUHAT PYKOBOACTBOM
opranusauuu. B nnaHe gomkHbl ObITb ONpeaeneHbl MepONpPUSATUA, OTBETCTBEHHOCTb U CPOKN AOCTUXEHUA
uenen B 06nacTu pasBUTHA.

4.5.3 NnaHupoBaHue BOBJIEYEHNUA KOHKPETHbIX PAOOTHUKOB U UX KOMNETEHTHOCTHU

Ona kaxaoro paboTHMKa oOpraHu3auuu AOMKHbI OblTb paspaboTaHbl NepcoHanbHble MNnaHel no
pasBUTUIO €ro BOBMEYEHUS U KOMMETEHTHOCTU. Takne nnaHbl AOMXKHbI BKNOYaTb MEPONPUATUSA, Pecypcehl,
OTBETCTBEHHOCTb M BPEMEHHBLIE CPOKU MO AOCTMXKEHUIO NOCTABIEHHBIX LENei u AOMKHLI COrnacoBbIBaTLCA
mexay paboTHMKaMM, UX HEMOCPEACTBEHHLIMU PYKOBOAMUTENAMU M PYKOBOACTBOM opraHusaumu. Mnawbl
DOSDKHbI TaKke OblTb AOKYMEHTanbHO OdOpPMIMEHbl, aHanNU3MpOBaTLCA W aKTyanuaupoBaTbCa 4epes
3annaHMpoBaHHbIe MHTEPBArbl BPEMEHMU.

4.6 BHeapeHue

4.6.1 O6wue NornoXeHms

OpraHusaums AOmKHA OCYLLECTBNSATL 3arnnaHUPOBAHHYIO AesATeNbHOCTb, packpbiBaemyio B 4.5, no
BOBMNEYEHUIO pPabOTHUKOB U NPUODPETEHMIO MMM  KOMMETEHTHOCTU. Pe3ynbrarbl 3annaHupOBaHHOW
OEeATENbHOCTM A0MKHBI ObITb 3apPErMCTPMPOBAHbI U NPOAHANM3NPOBaHbI.

4.6.2 BHeapeHue nnaHoB BOBIeYeHUA PpAOOTHMKOB

[eiicTBMA pyKOBOACTBA, HAMPABMNEHHbIE HA YBENMUYEHUE CTEMEHU BOBMEYEHUS PabOTHUKOB, AOSDKHbLI
NPUHMMAaTL BO BHUMaHME Takue hakTopsl, kak 06MeH uHdopmanueii, koMaHaHasa paboTa, OTBETCTBEHHOCTD,
WHHOBaUWK 1 npusHaHue. Bonee noapobHoe onucaHue 3Tux pakTopoB NPUBEAEHO B NpUnoxeHun A.

Boeneuenune Tpebyer cospaHua cpeabl, B KOTOPOW pPabOTHMKM MOryT NPUHUMATL Yy4yacTue B
NNaHWpoOBaHUM U BNUSTb Ha pELIEHUA U AeNCTBUA, OTHOcAWwmecs Kk ux pabote. Cpepa pomkHa
obecneunBatb BOBNneveHme paboTHUKOB ANA AOCTUXXEHUA LieNen opraHusauuu.

Mpouecc BoBneveHust paboTHMKOB BKNOYAET cneayioLiue hakrTopsbi:

- 0bMeH wuHdopMauuein: obbeaAuHAET pasnuuHbie akTopbl M HanmpaeneH Ha obecneveHue
B3aMMOMOHMMAaHUS U BOBReYeHus paboTHUKOB. PyKkoBoaAUTENN AOMKHBI HA NOCTOAHHOK OCHOBE CoobLlaTh
paboTHUKaM KfloYeByl0 UHMOPMaUMIo, a Takke WHGOPMUpoBaTb pPabOTHMKOB 06 OXMAAHUAX WU
BbICNYLUMBAaTb X MHEHUSA O TEKYLLIEM MOJIOXEHUM Aen (CM. noapasaen A.4);

- noabop nepcoHana: npouecc noucka, udydeHuss u otbéopa niogein Ha Ty UNU UHYIO AOMKHOCTL B
opraHusauuu. PykoBogutenu nogpaszeneHuii MoryT B TOM UM MHOW MEpPe NPUHUMATL yyacTue B npouecce
nogbopa nepcoHana, oAHako ©Oonee KpynHbie OpraHuM3auMuM  4acTto  MOMb3ylOTCA  ycrnyramu
npodeccuoHanbHbIX KaAPOBbIX areHTCTB (CM. nogpasaen A.12);

- OCBEJOMJIEHHOCTb. YCTAHOBMB LEenuM U cnocobbl obmeHa wuHdopmaumeln, nepcoHan A[OMKEH
NOHUMATb, YTO B COOTBETCTBUM C TpeboBaHusimu MCO 9001 opraHusaumsa aorkHa paspaboraTb U BHEAPUTL
cUCTEMY MeHeMKMeHTa kayectBa. PykoBoauTenu JorkHbl o6ecneuntb OCBEAOMIEHHOCTb CBOUX
pabOTHMKOB B OTHOLLEHMM NMPOLIECCOB, 3a KOTOPbIE OHM HECYT OTBETCTBEHHOCTb (CM. nogpasaen A.3);

- B3aumogencreue: pabortoaarenb AomkeH OpaTtb Ha cebGa 00sA3aTenbCTBO MO YNYYLWEHUIO
NapTHEPCKMX OTHOLLUEHMW WU  CMOCOOGCTBOBATb  B3aMMOMOHMMAHUIO Mexay paboTHukamMnm u  ux
pykoBogutenamu (cMm. nogpasaen A.8);

- komanaHas pabora v COTPYAHMYECTBO: UMEEeT MeCTO, Koraa nepcoHan paboraetr BMecTe Ans
[ocTmwkeHus obuien uenu. 3To Takon cnocob pacnpeageneHus paboTbl, KOTOPLIN 06ecneunBaeT BOBNeYeHue
paboTHuKOB. 31O co3paeT obume Uenu, 3HaHus, LEHHOCTU, HOPMbl NOBEAEHUS], YBENMUMBAS Takum 06pa3om
BEPOSATHOCTb AOCTWXKEHUSA Lenei B o0nactu kavyecrsa (CM. nogpasaen A.14);

- OTBETCTBEHHOCTb U MONHOMOYMSA: PYKOBOAMTENU HECYT OTBETCTBEHHOCTb 3a CO3[AHME CUCTEM,
npeaocTaBnalowmx paboTHUKaM MOnHoMo4vuss Oparb Ha cebA OTBETCTBEHHOCTb 3a MPUHSATWE DPELLUEHWA,
KacalolMXCs BbINOMHAEeMOM UMM paboTbl. OHM  AODKHBI  COMMAacoBbIBATLCA C  TpeboBaHuAMU K
KOMNETEHTHOCTH, ONpeAeneHHbIMM B paMKax CUMCTEMbl MEHEKMEHTa kauyecTtea. PykoBoauTenu cosgaiot
pabouyio cpefly, CTUMYMUMPYIOLLYIO BO3MOXHOCTU MepcoHana ynpaBnaTb CBOeW COOGCTBEHHON paboToi u
NPUHUMAaTb OTBETCTBEHHbIE peLleHusa (cMm. nogpasaen A.13);

4
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- KPEaTMBHOCTb UM WHHOBaLUMW: BbICOKMX pPe3ynbTaToB YyAaeTCA AO0CTUYb MPU BbICOKOM YPOBHE
KpeaTMBHOCTM. KpeaTMBHOCTb (hOpPMUPYET Y PabOTHMKOB MOBLILIEHHOE OCO3HaHWE camopeanusauum M,
crneaoBaTenibHO, yCUNMBaeT BOBJieYeHUe paboTHMKOB. KpeaTMBHOCTb — 9TO MPOLIECC CO3AaHUS HOBbIX
uaen, B TO BPEMSA Kak MHHOBaLUMKU — NPOLECC MPUMEHEHNA 9TUX uaen. B KOHTeKCcTe opraHusaummn TepMuH
KWHHOBALMM» OTHOCMTCH KO BCEMY MPOLECCY, B XO4E KOTOPOro OTAEMbHbIMU PaboTHMKAMWU MM rpynnamu
reHepupyloTCA HOBblEe MAEW C MOCMeAyOLMM npeobpasoBaHueM 3TUX UAei B NPOAYKUMIO, YCRYru WUnu
6usHec-npakTukm (cM. nogpasgen A.5);

- NPU3HaHWe U HarpaxkgeHwe: opraHu3auus AOMDKHA NPeAnpUHUMATL AeiCTBUA, HanpaBfeHHble Ha
NOCTOAHHOE ynyylleHne BOBMEeYeHUs paboTHWUKOB. OTO AOCTUraeTcsi 3a CYET NPU3HAHUA U HarpaXaeHus
OTAEnNbHbIX PaBOTHMKOB MK TPYNM, YCUNUSAMU KOTOPbLIX YAanoch A0OUTHCA Pe3ynbTaToB, NPeaCTaBAoLWNX
nonb3y Ans BCeW opraHusayum (cM. nogpasaen A.11).

Kpome nepeuyncrneHHblx Bbille akTopoB, Apyrne akTopbl, ONUCaHWE KOTOPbLIX NPUBEAEHO B
MpunoxeHun A, TaKke BNUAIOT Ha CTeNeHb BOBNEYEHUs PabOTHUKOB, HaNpuMmep nuAupylowas pofb
pykoBoactea (CM. nogpasgen A.9), HageneHue nonHomoumsiMu (CM. noapasaen A.7), OTHOWEHWEe |
MoTuBauus (cM. nogpasaen A.2) n obpasoBaHue u obydeHue (CM. nogpasgen A.6).

ITp umep bl — B kayecmee npumepos Huxxe npueedeHbl Memoodbl, ces3aHHble ¢ USMepeHuUeM cmeneHu
6JIUSIHUSI HEKOMOPLIX U3 9MuUX ¢hakmopoe. dmu U3MepeHUsT MOXKHO NMOoJTyYums npu npoeedeHuu obcnedoeaHus
nepcoHarna, usy4eHuu ¢oKyc-apynn unu nposedeHuU orpocoe.

- OceedomMiIeHHOCMb: CMeNeHb MOHUMaHUSI MoJIUmuUK u uyesiell cucmembl MeHedXMeHmMa kKavyecmea
opeaHu3ayuu.

- YcmaHoeneHue cesseli: pe3ynsmamueHOCMb MO20, KaKk epynnbi pabomaiom emecme u rnomozaiom
dpye Opyeay e npoyecce peuleHUs Haubonee eaXHbiX 3aday.

- Baaumodeiicmeue: cmeneHb ydosnemeopeHHocmu pabomHukoe, Npu y4Yacmuu e makux eudax
dessmensHocmu, kak o6mMeH uHgpopmayuel, obyyeHue u MeHeOXXMeHm.

- KomaHOHas paboma: cmeneHb docmuxeHus1 epynioli pabomHuKoe rnocmaenieHHbIX neped HUMU uenel
e KTHoYeskIX amarnax npoekmoe u mpe6oeaHull K npoyeccam.

- KpeamueHocmbs U uHHOSaUuU: Koslu4ecmeo ebipabomaHHbix udeli NpU cpasHeHUU ¢ NoKazamesnsiMu ux
eHedpeHus.

4.6.3 BHegpeHue nnaHoB No o6ecnevyeHuro KOMNETEHTHOCTHN

OpraHusaumsi AorKHa OCYLUECTBRSATb  3anfaHUpPOBAHHYI0 AEATENbHOCTb MO  NpUOGpPETEHMIO
KOMNETEHTHOCTU. BXoaHbIM napaMeTpom ansa 3Toro wara 0yaeTt nnaH no NpuobpeTEeHNIO0 KOMNETEHTHOCTH.

MnaH no npuoBpPETEHUIO KOMMETEHTHOCTU MOXET BKMIOYaTb AEATENbHOCTb N0  0Oy4YeHuio u
NnoAroToBke, MOMCKY U NoaAbOpy NnepcoHana, yCTaHOBAEHUIO NAPTHEPCKUX OTHOLLEHWUI U ayTCOPCUHTY.

MpUMEHUTENBHO K KOHKPETHOMY paBOTHUKY NMaH NO NPUOGPETEHUIO KOMMETEHTHOCTU MOXET COCTOATH
U3 Takux MeponpusTuii kak obyyeHue u noarotoska pabGoTHuka 6e3 oTpbiBA OT MPOWU3BOACTBA MMM B
cneuuansHO 060py10BAHHOM AN 3TUX LIENe noMelueHnu; paboTta B rpynne unm B peXxmme KOMMYHUKaLMi
C APYIMMM Y4aCTHUKaMM, a Takke CaMOCTOATENbHOE U3yYeHne paboTHUKOM MaTepuanos (CamoobyqeHue).

Bce BbINONHEHHbIE AEWCTBUS AOMKHbI ObITb 4OKYMEHTANBHO 0CDOPMIEHBI.

4.7 OueHka

Opranusaumss [OIDKHA [EeNCTBOBaTb COrMAacHO YCTAHOBMEHHbIM npoueaypam AnNA  OLIEHKM
pe3ynbTaTUBHOCTM BbINOSIHEHHbIX AEHCTBMI NO NOBLILLEHUIO BOBIEYEHUS] pabOTHUKOB 1 NPUOBpPETEHNS UMK
KOMMETEHTHOCTH.

Mpn npoBegeHUM TaKOM OLIEHKM CrneayeT CpaBHUBATb UMEIOWMECS pe3ynbTaTbl BOBMNEYEHUA
paboTHUKOB M NpUOOpETEHUsT UMM KOMMNETEHTHOCTU COrfacHo paspaboTaHHbIM paHee nnaHam, u
pe3ynbTaTbhl TAKOro CpPaBHEHUSI AOMKHbI COOOLWATLCA BCEM 3ajeWCTBOBaHHbIM CTOpoHaMm. lMocne 3Toro
HY>KHO BHEAPATb COOTBETCTBYIOLLME YITYULLIEHUSA.

OueHka [OoMmKHAa NPOBOAWUTLCA 4epe3 3anfnaHMpPOBAHHbIE MWHTEPBAarnbl BPEMEHU, U MOJNyYEHHbIE
pe3ynbTaTbl AOMKHbLI OPOPMIIATLCS B BUAE 3aNMMCEN M UCNOMNb30BAaTbCsl B KAYECTBE BXOAHLIX AAHHbIX AN
npoLecca aHanusa co CTOPOHbI PyKOBOACTBA.

BonbLIMHCTBO AEWCTBUIA, NepevncneHHbiX B Pasaenax 5 — 8, MOryT CrnyXuTb KOHTPOMbHbIM NEPEeYHEM
AN OLEHKM TeKylweh cuTyauuu B OpraHu3auuu, CBAAISAHHOW C BOBMEYEHMEM pPabOTHUKOB U  UX
KOMMETEHTHOCTbIO. YPOBHM BOBfeYeHusi pabOTHMKOB W UX KOMMETEHTHOCTU MOTYT MNpOBEPSTHCSH
nocpeACTBOM CPABHEHMUS BbIMONHEHHbIX AENCTBUIA COrMacHO MyHKTaM, MEPEYMCIIEHHBIM B K&XKAO0M pa3sgene.

B MpunoxeHun B Take npeanoXxxeH MetToa AnA NpoBeAeHus opraHu3aunein CaMmOOLIEHKM.
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5 OTBeTCTBEHHOCTb pykoBoacTBa

5.1 O6sa3aTenbCcTBa PYKOBOACTBA

HemoHCTpupys cBon 00a3aTenbCTBa NO BOBMIEYEHMIO NePCOHana pykoBOACTBO AOMXKHO:

a) 06bACHUTL paboTHUKaAM OpraHn3auumn UeHHOCTb CUCTEM MEHEAXKMEHTa Ka4yecTBa;

b) o6ecneyntb NOCTAHOBKY Lienei B 06nactu MeHeMKMEHTa Ka4yecTBa U UX pasBepTbiBaHWE Ha BCeX
YPOBHAX OpraHn3avuu;

c) obecneynTs OCBEAOMMEHHOCTb PabOTHWKOB O B3aWMOCBA3M MeXAy CUCTEMaMU MEHEeIKMEHTa
KayecTtBa ¥ nokasarenamMmu OMHaHCOBON AEATENbHOCTMU.

5.2 OpueHTauus Ha notpebutens

B pa6ote, HanpaBneHHON Ha NOBbILLEHWE YAOBMNETBOPEHHOCTU NOTpebuTeneil, BoiCLee PyKOBOACTBO
JOIDKHO nmomoraTtb paboTHWKaM opraHu3auMmu NoHUMaTh cneayoLee:

a) B3aMMOCBA3b MeXay WX AEATENbHOCTbI0 U NOTPEOHOCTAMM/OXMAAHUAMU 3aUHTEPECOBAHHbLIX
CTOpOH;

b) BaXXHOCTW yAOBNETBOPEHHOCTU NOTpebUTENEN.

5.3 MNonuTuka B o6nacTn Kavyecrea

Mpu paspaboTke NONUTUKM U 06ecneveHns NOHUMAaHUA €€ NONOXKEHUI BbiCLLEE PYKOBOACTBO AODKHO:

a) obcyxaaTk NOMUTUKY, CMOCOOCTBYSA €€ NOHUMAaHWIO;

b) o6ecneynsatb, 4TOOLI nNOMAMTUKA  YAOBNETBOpANA  NOTPeGHOCTU M OXuaaHua  Bcex
3aMHTEPECOBAHHbLIX CTOPOH;

C) NOOLWPATb PAabOTHUKOB B MOHMMAHUKM 3HAYMMOCTU MOSINTUKM, A TaKKe OOBACHATL B3aUMOCBA3b
MEXQY NONUTUKOW U AEATENbHOCTBIO KaXa0ro paboTHuka;

d) pasbACHATL paboOTHMKAM B3aMMOCBS3b MEXAY Pa3fnU4YHbIMU MONUTUKAMU U NPOU3BOACTBEHHBIMU
nnaHamu unu GusHec-nnaHamu.

5.4 Llenn B o6nactu kavyecTtea U NnaHUpoBaHue

OGecneunBasi MOCTAaHOBKY B OpraHM3auuMM W3MepuUMbIX Uenei B 06nactu kauyecrsa, BbiCLLEE
PYKOBOACTBO [LOIDKHO:

a) pPa3bACHATb NOCTABMEHHbIE Lieny paboTHMKaM;

b) KOHTPONMPOBAaTb AOCTUXKEHNE ITUX LIENEN;

C) BbICTpanBaTh AEATENbHOCTL PAGOTHUKOB B COOTBETCTBMM C OPraHU3aLUOHHBIMU LIENSMU;

d) BoBnekaTb paGOTHMKOB B NPOLIECC MOCTAHOBKU U aKTyanusauumn Tex uenemn, KOTopblie UMEIOT K HUM
OTHOLLEHWE.

5.5 OTBEeTCTBEHHOCTb, NOTHOMO4YUA U 06MeH uHdopmaumen

5.5.1 OTBETCTBEHHOCTb M MOJIHOMOYMS

OGecneunBas onpeaeneHue u goseeHue A0 cBeaeHus paboTHUKOB OTBETCTBEHHOCTU U NMONHOMOYUHA,
BbICLLEE PYKOBOACTBO AOIMKHO:

a) onpeaenuTb POnM U OTBETCTBEHHOCTL B 00nacTu BoBne4eHUs paGoOTHUKOB U UX KOMMETEHTHOCTH
AN PYyKOBOAMTENEN U ANA NUL, KOHTpOnNUpyoLwmx paboTy Ha pabounx ydacrkax;

b) pasbACHUTL kaXgoMy paboTHUKY ero porb U 0051I3aHHOCTH;

¢) obecneunTb HageneHue pabOTHUKOB OTBETCTBEHHOCTLIO M MOMHOMOYUSMU, HEOOXOAWUMBLIMM AN
3(PHEKTUBHOIO BbINOMHEHUS UMW CBOMX 0OSI3aHHOCTEN B PAMKaX CUCTEMbl MEHEAXKMEHTA Ka4eCTBa.

5.5.2 MpencraBuTenb pykoBoACTBA

Mpu NPUHATUM peLLeHns 0 Ha3HaYeHUW NPeaCTaBUTENA PYKOBOACTBA BbICLLIEE PYKOBOACTBO [10DKHO:

a) onpedenuTb npeacTaBuTens, obnagaloLero KOMMETEHTHOCTLIO ANS KoopauHaumu pas3pabotku,
BHEAPEHUSA, NOAAEPXKAHUS U YIYHLUEHUS] CUCTEMbI MEHEIXKMEHTA Ka4eCTBa;

b) BbiOupate npeacrasutens, obnajalowero NUMAEPCKUMU, HACTABHUYECKUMMW KadecTBaMu MU
KOMMYHUKaTUBHBIMU HaBbIKAMU;

C) NPeaoCcTaBnATb HeoOXOAMMBIE MONHOMOYMS, OTBETCTBEHHOCTb UM BpeMs, Heobxoaumoe ans
3P PEKTUBHOIO UCNONHEHMA BO3NaraemMbixX OYHKLWI;

d) ecnu peyb MAeT O KPYNHOM opraHu3auuu, TO cneayet BbiOpaTb NpPeacTaBUTENs OT KaXKaoro
nogpasgeneHus u cHopMUpoBaTb MEX(PYHKLUMOHAMbHYK FPynny B LUEnsax npeaoCTaBfieHUsi OTYETHOCTU
npeacTaBUTENIO PYKOBOACTBA OpraHu3aLuuu.
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6.5.3 BHyTpeHHMIi 06MeH uHopmaumnen

Bbicwee pykosoacTBO npu obecnevyeHun npoueccoB oBGMeHa WHGOPMALMER, B TOM uucne o
pe3ynbTaTMBHOCTN U 3PP EKTUBHOCTU CUCTEMbI MEHEIDKMEHTA KA4YECTBA, [JOMMKHO:

a) YCTaHOBUTb KaHarnbl 0OMeHa uHopMaLmMen «CBepXy BHU3» U «CHU3Y BBEPX»,;

b) ucnonbsoBarb crneuyuarnbHble TEXHUYECKME MPUEMBI, Takue Kak «KOMaHaHble OGpuduHru» ans
ofmeHa nHdopmaumen;

C) NPOBOAUTL MOHWUTOPUHI Pe3yNnbTaTUBHOCTU KaHaNoB 06MeHa uHopMaumen.

5.6 AHanu3 co CTOPOHbI PYKOBOACTBA

Bbicwee pykOBOACTBO NPY OLIEHUBAHUN PE3yNbTaTUBHOCTM U 9(P(MEKTUBHOCTU CUCTEMBI MEHEAXKMEHTA
KayecTBa AOSHKHO MCNOMb30BATb BXOAHbIE AaHHbIE ANs aHanu3a, NPOBOAMMOrO Yepes 3annaHMpoBaHHbIE
MHTEpPBAanbl BPEMEHU, U BLINONHATL Creaylolme AeNCTBUS:

a) NPUHUMATb PELUEHUA M MEPbl, HaNpPaBiiEHHbIE HA YnydleHWe BOBIieYEHUA PaBOTHUKOB U UX
KOMMETEHTHOCTH;

b) yctanasnueatk Lenu B 061acTu BOBNEYEHUSI U KOMMNETEHTHOCTU PaboTHUKOB U Coo6LIaTL UX BCEM
3aUHTEPECOBAHHbIM CTOPOHaM,;

C) BHEAPATb MExXaHu3mbl, 06ecneunBaiome ycnewHoe AoCTUXEeHNe Lenein B 06nacrtn BoBneYeHusa u
KOMMETEHTHOCTU PaBOTHUKOB;

d) BblgenaTb pecypcbl 4Na pasBUTUSA KOMNETEHTHOCTU PabOTHUKOB;

€) BOBMekaTb MepCcoHan B MPOLECChbI CUCTEMbl MEHEMKMEHTA KayecTBa U 3HaTh O npobnemax wu
TPYAHOCTSIX, UMEIOLLMXCH Y pPaGOTHUKOB, U 06 UX BO3MOXXHOCTSX;

f) npepocrasnate nnatdopmy Ans odbmeHa naesmmu cpeam paboTHUKOB.

6 MeHemKMeEHT pecypcoB

6.1 O6ecne4veHue pecypcamm

BbicLuee pykoBOACTBO npu obecnevyeHun pecypcamu, HEOGXOAUMBbIMU ANSA MOCTOSIHHOIO YNyYLLEHUS
CUCTEMbl MEHEIKMEHTA Ka4yecTBa, J0JDKHO:

a) O6bITb  OCBEAOMMEHHbIM W BbIAENATL pPecypchbl, HeobxoauMble paboTHMKAM ANS  YCNELIHOro
BbINOSIHEHMSA CBOEN paboThl;

b ynpaBnaTb Ha BCEX YPOBHSAX OpraHu3auun pecypcom, CBSA3aHHbIM C HanuyYneM 3HaHU.

6.2 Yenoeeyeckue pecypcbl

6.2.1 O6wue NONoXeHus

MnaHupoBaHue, CBA3@HHOE G 4YENOBEYECKMMU pecypcamu, [LOSHKHO OCYLUECTBNATLCS Kak Ha
cTpaTernyeckoM (AONTOCPOYHOM), TaKk M HA TaKTUYECKOM (KPaTKOCPOYHOM) YPOBHSIX, U OHO AOIHKHO
BKIIOYATb MPOLIECC Noucka n oTéopa nepcoHana, KoTopblid:

a) Mpo3payHbIi ANs KaHAMAATOB W MPUAAET MEepBOCTENEHHOE 3Ha4YeHWe BOMPOCaM, CBA3AHHLIM C
KOMMNETEHTHOCTbIO;

b) o6ecneunBaeT couckarenei nHopmaumein 06 opraHu3aLNOHHbIX LLEHHOCTSX U OTHOLLEHUSIX;

C) UAEHTUULMPYET, HACKONMbKO TO WMM WHOE §MLO COOTBETCTBYET OPraHu3auMOHHON KynbType
(Hanpumep, LLEHHOCTM U OTHOLLEHUSI OpraHu3aLum);

d) ycraHaBnMBaeT KPUTEPUM KOMMETEHTHOCTM AN Kax@oM POMM, KOTOPbIE [OSMKHbI OMpeaensiTb
PYKOBOZAWTENW COBMECTHO G 3aUHTEPECOBaHHLIMU CTOPOHAMU B XO4€ CTPYKTYPUPOBAHHOIO 0BCYXKIEeHUS.

6.2.2 KOMNeTeHTHOCTb, NOAroTOBKAa U OCBEAOMIIEHHOCTb

Bbicwee pykoBOACTBO NpU  OLEHMBAHMM TpebOBaHMIE K KOMMNETEHTHOCTM W  onpeaenieHun
noTpeGHOCTEN, CBA3aHHbIX C €€ MOBbILUEHUEM, JOJDKHO:

a) NPUMEeHsITb NPOLEeCC NPUOBPETEHUSI KOMNETEHTHOCTU, ONUCAHWE KOTOPOro NpuBeaeHo B 4.3;

b) o6ecneunBaTth NpoBeaeHUE NOATOTOBKM NEPCOHarna Ha OCHOBe TpeboBaHMii K KOMNETEHTHOCTH;

¢) obecneunBaTb Hanu4Me NPOtECCUOHaNbHOM cepTudukaLum paboTHUKOB, Korga aTo Heo6xoaMMmo;

d) o6bAcCHATE paboTHMKam ponu u TpeboBaHWA B 06nacTu KOMMETEHTHOCTU, Heobxoaumble Ans
OOCTMXeHuWA uenei B obnactu kavectea (cMm. 5.4);

€) AoBOAUTb A0 paboTHWMKOB MHGOPMALUIO O TOM, Kakum oBpasom OHM BHOCAT CBOW BKNag B
AOCTWXKEHME pe3ynbTaToB OpraHu3aumen.

MpumeyvyaHune — NCO 10015 coaepkUT METOA NO NITAHUPOBAHMIO, MPOBEAEHNIO U MOHUTOPUHIY 0By4YeHns
1 npodeccnoHanbHoA NoAroTOBKM nepcoHana.
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6.3 NHdpacTpyKTypa

Mpu cosgaHum, obecrneveHnn u nogaepkaHun B paboyem coCTOSIHUM MHAPACTPYKTYPbI, OpraHu3auusi
NOIMKHA:

a) npuenekatb k paboTe No nraHUPOBaHWUIO MHAPACTPYKTYPbl COOTBETCTBYIOLLMX PABOTHUKOB Ha BCEX
YPOBHSX OpraHn3aumu;

b) o6ecneunBaTtb 0CBEAOMIIEHHOCTb BCEX PA0OTHUKOB 06 MMEIOLLMXCA pecypcax;

c) obecneynBatb HeOOXOAMMYIO KOMMETEHTHOCTb PabOTHMKOB Ans 3(PAEKTMBHOrO MCNONb30BaHMSA
pecypcoB;

d) naeHTuchnyupoBaTh CpeacTea Ana ucrnpaeneHus nobbix npodnem.

6.4 NMpoussoacTBeHHan cpeaa

Mpyn ynpaBneHun npPOU3BOACTBEHHOW CpPeAoOn opraHusaumm Heobxoammo obecneynTb, YTOOLI
paboTHUKM:

a) 6bINKn OCBEAOMIIEHBI O CBOEW POMM U OTBETCTBEHHOCTU 32 BLINOMHEHNE 3aKOHOAATENBHBIX U APYTUX
obasarenbHbIX TpeboBaHuii;

b)3Hanu o0 CcBOMX npaBax COMMACHO MEXAYHapOAHbIM, HAUMOHANbHLIM W  PErvoHanbHbIM
HOPMAaTUBHbLIM aKTam;

c) Obinu BOBreYeHbl B BbISIBIIEHWE HELOCTAaTKOB U PUCKOB, CBSI3@HHbIX C 9KOMNOrMei, 340pPOBbEM M
6€30NacHOCTLI0, UMEIOLLME OTHOLLEHUE K UX POSISIM;

d) GbIinu NOArOTOBMNEHBI B PaMKax OPraHU3auMOHHbIX CUCTEM N0 OXPaHe TPYAa U OKPY>KaloLLEel Cpeabl;

€) UMENU HaBblkW ANsi perucTpaumm U nepepayn coobLueHWint 06 MMEIOLMXCA OMacHOCTSIX U MOFMK
npeanpuHUMAaTh KOPPEKTUPYHOLLME AENCTBUS.

7 Mpoueccbl XXM3HEHHOI O LUKIa NpoayKummn

7.1 NnaHnpoBaHne NpPoLEeCcCCOB XN3HEHHOIO LMKNa NpoayKunn

Mpu nnaHupoBaHum U paspaboTKke NPOLIECCOB >KM3HEHHOIO LUMKNa NPOAYKUUW, OpraHu3auuu
Heobxoaumo obecneynTsb:

a) NpMBneYeHne K NPoLECCy NPOEKTUPOBAHNSA PabOTHUKOB, NOAXOAALLMX ANSA STOW Lenu;

b) nogaepxxaHne Ha [OMKHOM YPOBHE OCBEAOMIIEHHOCTM O pUCKaX, CBSA3@HHbIX C JOOLIMU
OrpaHM4YeHnAMM B 06nacTu KOMNETEHTHOCTH;

C) ynpaeneHne BO3HMKAKOLWMMMU PUCKAMM MPU OTCYTCTBUM BO3MOXHOCTM OobecneynTb Heobxoanmyo
KOMNETEHTHOCTb;

d) «Bnagenbuamy NPOLECCOB OCO3HAHWE CBOEW MNEPCOHAaNbHOMW OTBETCTBEHHOCTU 38 BbIXOAHLIE
AaHHbIE;

€) paspaboTumkam npoLeCcCoB OCO3HAHNE BAXXHOCTU NPOLIECCOB € NEPEKPECTHLIMU (PYHKLIMOHAMbHBIMM
CBA3AMU;

f) rpynne, Bknovaowen npeacraBuTeneil Ha pasnUYHbIX PYHKLMOHAMNbHbLIX YPOBHAX, BO3MOXHOCTb
cBs3aTbh Mexay coboii npouecchl Anst POPMUPOBAHNUS CUCTEMbI.

7.2 MNMpouecchl, cBA3aHHbIE ¢ NOTpebuTensamm

7.2.1 OnpegeneHue Tpeb6oBaHMIA, OTHOCALLMXCSA K NPOAYKLUN

Mpu onpeaeneHun TpeGoBaHMIA, OTHOCALLMXCSA K NPOAYKLMM, OpraHm3aumm HeobxoammMo obecneynTs:

a) nuuam, OTBETCTBEHHbIM 38 NPOLECCHI XXM3HEHHOTO UMKna npoayKuuwu/mpeaocTaBneHne ycnyru,
noHMMaHume noTpebHoCTen M oxumaaHun noTpebutenen, a Tawke TpeboBaHui, npeabsaBNAEeMbIX K
npoaykLUuu;

b) paboTHukaMm Hagnexawmii ypOBE€Hb 3HaHWIi 3akoHOAATEeNbHbIX W ApPYyrMX obs3aTenbHbIX
TpeboBaHuin;

C) NPOU3BOACTBEHHOMY  MEPCOHAany  OCBEAOMIIEHHOCTb O  MpaBoBbiX  0bsi3aTenbcTBax U
3aKoHoZaTenbHbIX TpeboBaHMAX B 00n1acTn 3awuTbl NoTpeduTtenei.

7.2.2 AHanus Tpe60BaHNN, OTHOCALLUXCA K NPOAYKLUMN

Mpu aHanu3se TpeGoBaHMi, OTHOCALLMXCS K MPOAYKLMA, OpraHusaummn Heobxoammo obecnevmnTb:

a) npu unaeHtudukaumm TpeboBaHui notpebutenen npoBedeHME KOHCyNbTauun ¢ nuuamu,
OTBETCTBEHHbIMM 3a MPOLECChI >KM3HEHHOrO LMKNa npoAaykuuu/npefocTaBrieHue yCnyru ¢ Tem, 4ToObl
oGecnevnTb CNOCOBHOCTb BbIMOTHEHNS MPOLIECCa;
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b) BO3MOXHOCTbL pabOTHMKAM MMETb ICHOE NOHMMAaHWE U BNajeTb HaBblKaMK AN pa3peLueHuns nobbix
pasHornacuii ¢ notpeburenamu.

7.2.3 CBA3b C noTpedouTenaMu

Mpu nogaepxaHum CBA3M € NOTpedbuTensMu, KacawLwenca MHpopMaumn o0 NpoayKUMmn, 3aKkasoB UK
oBpaTHOI CBA3KM, OpraHM3auum Heo6xoaAUMO obecneynTs:

a) paboTHUKAM, HAXOASALLMMCSH B KOHTaKTe C MOTpedbutensamu, noaaep)kaHue ¢ HUMu oBpaTHO CBA3MN U
BO3MOXHOCTb paspeLuate mobblie npobnemel NOTpPeOUTENEN, CBA3AHHbIE C WX HEYLOBMNETBOPEHHbLIMM
noTpeGHOCTAMY;

b) nuuy, paboTarowemy ¢ npeTeHsuaMu/ xKanobamu, Hagnexalumii ypoBeHb 3HaHU COOTBETCTBYIOLLEN
NONMTUKN U NPOLECCOB;

C) yyacTtue paboTHUKOB NoapasaeneHun, AeaTenbHOCTb KOTOPbIX CBA3aHa C NOCTYNMBLLEN Xanoboin, B
COBELLAHUSIX NO MOCTYMMBLUKMM B aapec opraHm3auum xanobdam;

d) nonHomouusa nuuyam, pabotarowmm ¢ xanobamu, coobiatb CBEAEHUSA 0 xanobax TeM paboTHUKaM,
KOTOpbIE MOTYT Yy4LUMTb NPOLECCHI, UMEIOLLME OTHOLLEHME K MOCTYNMBLLEN xanobe;

e) o6paTHyl0 CBA3b C moTpebutenem no pesynbTataMm pacCMOTPEHUs Xanobbl, a Takke €O BCEMU
paGoTHMKaMU opraHusaumu, KOTOpble y4acTBoBanu B ee paccMoTpeHun (cm. MCO 10001, MCO 10002,
MCO 10003);

f) noTpebutensiM NPUHATUE y4yacTMA B MEPOMPUATUSX, CBA3AHHbIX C paszpaboTKon W yny4lleHWem
npoayKuMmn U ycnyr, nocpeacTBOM OpraHvM3auum BCTPeY, Hanpumep ¢ y4actuem pokyc-rpynn.

7.3 MNpoekTupoBaHue u paspabotka

7.3.1 MnaHupoBaHue NPOEKTUPOBAHUA U Pa3pPabOTKu

Mpu nnaHupoBaHuM NPOEKTUPOBAHMA U pa3paboTku NPOAYKLMM OPraHU3aumsa AOMKHA:

a) onpeaenuTb CTaguu NPOEKTUPOBaHUA U pa3paboTku, B KOTOPLIX y4acTBYIOT paboTHUKK, uMelowme
OTHOLLEHWE K NPOLIeCCy NPOEKTUPOBAHHUS;

b) o6ecneuntb, 4TOObLI pPaGOTHMKKM, y4acTBYKOLME B NpoOUECCe NPOeKTUpOBaHUSA U pPa3paboTku,
obnaganu HeoBxoAMMOW KOMMNETEHTHOCTLIO;

C) onpeaenuTb OTBETCTBEHHOCTb U MNOMHOMOYMA PaBOTHWUKOB, YYaCTBYIOLUMX B MPOEKTUPOBAHUM WU
paspaboTke;

d) obecneuntb 06OMEH uHdoOpMmauuen Mexay paboTHMKamu, y4yacTBYOWMMW B npouecce
NPOeKTUpOBaHUsA u paspabotku (cMm. 7.3.2 n 7.3.3);

e) obecneunTts NOArOTOBKY PAOOTHMKOB Ans NPOLECCOB MO BHECEHUID U3MEHEHUW B NPOEKT U
nAEeHTUUKALMN PUCKOB, CBSA3@HHBIX C NPOEKTUPOBaHUEM U pa3pabOoTKOIA.

7.3.2 BxogHble AaHHbIe ANA NPOEKTUPOBAHUA U pa3paboTku

TpeboBaHWA K BXOAHbIM JaHHbIM AN NPOEKTUPOBAHMST W pa3paboTku [OSkHbl ObiTb 4€TKO
onpeaeneHbl U 0hopMneHbl B BuAe 3anmcei. BxoaHbIX AaHHbIX AOIDKHO ObiTb JOCTATOYHO U OHU HE AOSMKHbI
ObITb NPOTUBOPEYUBLIMU. OpraHu3sauus A0omkHa obecneunTb:

a) ocyulecTBneHme nepegavuM uHgopmauuum 0 NOTPEeOHOCTAX M OXMAAHUAX noTpedutenen mexay
paspaboTtymkamu u paboTHUKaMMK, OTBEYAIOLMMU 332 NPOAANXKM;

b) B MeponpusTusix, CBSI3aHHbIX C NMPOEKTUPOBAHMEM U pa3paboTKoOM, NPUHATUE ydacTuss paboTHUKOB
Apyrux nogpasaeneHuin (Hanpumep, OTAENOB NPOAAX, MApKETUHIA UMM NPOM3BOACTBEHHbLIX CNYX0) C Tem,
yToObl 0OECneUnTb COrnacoBaHHOCTb B OTHOLLEHUU BXOAHbIX JAHHbIX AN MPOEKTUPOBAHUA U paapa60TKM;

C) B MEPOMNPUATUAX, CBA3AHHBLIX C MPOEKTUPOBAHUEM M pa3pabOTKOMW, BKMIOYEHME IKCNEepTU3bl CO
CTOPOHbI BCEX NOAPAa3ZieNneHunii opraHusauum;

d) BCE COOTBETCTBYIOLLME BXOAHbIE JAHHbIE AOMKHbI ObITb YYTEHbI.

7.3.3 BbixOAHble AaHHbIE NPOEKTMPOBAaHUA U pa3padboTku

BbIxoaHblE faHHbIE MPOEKTUPOBAHUS U pa3paboTku BepudULMPYIOT OTHOCUTENBHO BXOAHBIX AAHHbIX U
odulmManbHO 0400pAI0T A0 MX NOCNEAYIOLLIEro UCNONb30BAHUA, ANsi TOF0 YToObLI 06ecneunTsb:

a) NPUHATME BO BHUMAaHWE WMHTEPECOB KaK BHYTPEHHUX, Tak W BHELUHUX NoTpebuTenen (skniovas
KOHEYHbIX NoTpebutenen);

b) cooTBeTCTBME NpPOAYKUMW MO pe3ynbTaTaM MpPOEKTUpOBaHWA U pa3paboTkn TpebGoBaHMAM
6esonacHOCTW 1 ee yaobCTBO B 3KCnnyaTauuu notpeburenamu.

7.3.4 AHanu3 npoekTa u pas3padoTku

Meponpuatus no aHanu3dy npoekta W paspabOoTKM BLINOMHAIOT B COOTBETCTBUU C MNMAHOM, U
paccMoTpeHue NiobbIX BONPOCOB, TPEBYIOWMX NPUHATUA MEP, ZOIMKHO NPOUCXOAUTL NMOCPEACTBOM:

a) npuBneYeHnss Hambonee KOMMETEHTHbIX JUL, BKIOYAsi KOHEYHbIX MONb3oBaTenen, B Lenax
uaeHtTuukaummu npobnem u peLleHnin, CBA3aHHbIX C MPOEKTUPOBAHNEM U pa3pabOTKOW;
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b) coobLueHusa nHdopMaLMmn 0 NONyYEHHbIX pe3ynbTaTtax aHanu3a BCem nuuam, KOTOpbIX 3aTparuBaioT
peLleHnsl, CBA3aHHbIE C MPOEKTUPOBAHMEM U pPa3pabOTKOM, BKMOYas pabOTHMKOB MNPOWU3BOACTBEHHbLIX
cnyx0, OTAENO0B 3aKynoK U NPOAAX, a Takke KOHEYHbIX NONb30BaTenNei U NoCTaBLUMKOB.

7.3.5 Bepudukauma npoekrta n pa3padboTku

Mpu BepudmkaumMm BbIXOAHbLIX AAHHLIX MPOEKTUPOBAHUS U Pa3paboTkM B LENSX yAOCTOBEPEHUA UX
COOTBETCTBUSA BXOAHbIM AAHHbLIM, OpraHn3auus 4OmKHa:

a) BepuuumpoBaTb MPOEKT U pa3paboTKy Ha npeaMeT BO3MOXHOCTU MCMONb30BaHUS C yvyacTUeMm
BHYTPEHHUX U BHELLHMX NOTpebutenen;

b) 06bACHUTE paboTHUKaM, OTBEYalLMM 3a MPOU3BOACTBEHHbIE MPOLIECCHl U MNPOAAXU, NPOLECC
BepudmMKaLuMm nNpoekTa u pazpaboTku A0 TOrO, KaK HOBbLIN NPOAYKT/YCNyra HAYHET BbINyCKaThCS;

c) obecneynTb, HACKOMbKO 3TO HeobXoAuMO, noaaepxaHue WHMOPMUPOBAHHOCTM pPabOTHMKOB,
OTBEYaIOLLMX 3@ MPOWU3BOACTBEHHbIE MPOLIECCHI, U TPYNM, 3aHMMAIOLWUXCA NpoAa)kamu, Ha BCEX CTagusx
npoLiecca sepudukaumm.

7.3.6 Banngauma npoekTa u paspaboTku

Banugayua ocyuwiectBnsieTcsl B COOTBETCTBMM € NnaHoMm (cMm. 7.3.1). [Ae aTo npakTU4eCKU BO3IMOXKHO,
Banuaauusa npoaykra unu ycnyru 6yaeT 3aBepLueHa [0 NOCTaBku NPOAYKLUW WU YCIYTU, U HEOOXO0ANMO:

a) 00bACHUTL pabOoTHMKAM, Y4YaCTBYIOLUMM B NPOM3BOACTBEHHbLIX MPOLECCax U 3aHUMAaLLUXCA
npoga)kamu, npouecc Banmuaauuu npoekta M pas3paboTku A0 TOro, Kak HOBbIA MpOAYKT/ycryra HaudHeT
BbIMYCKaTbCH;

b) B o6s3aTen-HOM MOPsiAKE NPOBECTU Banuaauuild B NPUCYTCTBUM BHYTPEHHErO WU BHELLUHEro
notpebutens;

c) obecneunTe npoBeAeHWe Bammaauunm paboTHukamu, ob6najarMMU KOMMETEHTHOCTbIO Ans
aHanu3a obpaTHOl CBA3U C BHYTPEHHUMU U BHELUHUMU NOTPEOBUTENAMU U NOCTaBLUUKAMU, TaK YTOOLI OblNo
BO3MOXXHO MPOBECTU HEOOXOAUMBIE MOANDUKALK.

7.3.7 YnpaBneHue U3MeHeHUAMU NpoeKTa U paspaboTku

MNpu naeHTudukaumm M3MEeHeHun 1 BeAeHUn 3anucen N3MeHeHnsa nognexar aHanusy, sepudukaymn,
Banuaauum n o4o6peHNI0 0 X BHECEHUSA, U JOIDKHO BbINOMHATLCA CNeayoLee:

a) cobpaHua ana o0CyaAeHUs1 U3MEHEHUI NPOEKTa u pa3paboTku AOMKHbI NPOBOAUTLCA C yHacTUeM
paboOTHUKOB, KOTOPbLIE SABNSIIOTCA YaCTbO MPOLECCOB, BKIOUAs NONb3oBaTenen npogykuum;

b) nameHenna npoekta u pa3paboTkM AOIKHBI PA3bACHATLCH BCeM paboTHMKaM, KOTOPbIX KacaeTcs
JaHHOE U3MEHEHME;

C) B XOA€ OCYLLECTBMEHMS MPOLIECCa MO BHECEHUK W3MEHEHWW MOTPeOMTEnsM M MOCTaBLUMKAM,
KOTOPbIX 3aTparnBatoT AaHHbIE UBMEHEHUNSA, AOIMKHA NPEA0CTaBNATLCA COOTBETCTBYIOLAA UHpOopMaLmA.

7.4 3akynku

7.4.1 Mpouecc 3aKynok

Mpn MCnonb3oBaHMM MEXaHW3MOB YNPABMEHUS MPUMEHUTENBHO K MOCTaBLUMKY TUM U CTENeHb
ynpasneHns AO0MKHbl 3aBMCETb OT BO3AEMCTBUA 3aKYNMEHHOW MNPOAYKUMM Ha nocreaylowme craauu
JXM3HEHHOTO LMKMA NpoAYKUMM UMW TOTOBYH npoaykuuio. OpraHusauusi JODkHa OLEHMBaTb U BbIOUpaTb
NOCTaBLUMKOB HA OCHOBE MX CMOCOOHOCTM NOCTABNATb MPOAYKUMIO M YCryru, oTeevawwme TpeboBaHusam
opraHusauuu. Kpome Toro tpebyetcs yuuTbiBaTh CleayloLime acnekTbl:

a) pabOTHUKM OpraHuM3aumMu AOIDKHbI MOHUMATb U YMETb MPUMEHATb MNPUHUUMBLI MEHeMKMEHTa
KayecTea B OTHOLUEHUU NOCTaBLUUKOB;

b) nonb3oBartenu 3akynneHHbIX TOBAPOB/YCAYr AOMKHbI NPUBIEKATLCA K y4acTUIO B 0TOOPE NMOCTaBLLMKOB;

C) PYKOBOACTBO OpraHu3aumm AOMKHO obecneunTb, UTOObI NepcoHar, paboTaloLwuii B OpraHu3auum, Ho
KOTOPLIA MPUHAT Ha paboTy BHELUHEW opraHu3auuen, Obln KOMNETEHTEH M OCBEAOMIEH O mpoueccax u
Lenax opraHn3auuy cornacHo CBOUM (PyHKLMAM.

MpuMedaHue — OTO MOXET OCYLUECTBIIATLCA NMOCPELCTBOM MOATOTOBKU, COGPaHNii U Jpyrux NOAXOASLLMX
CpefCTB, CBA3aHHbIX ¢ 0GMEHOM MHOPMaLEn.

7.4.2 Unucpopmauumsa no 3akynkam

MocTaBwmk gomkeH obecneunBaTbCs BCEN HeoOGxoaumon uHdOpMauMen, KoTopas B AOCTaTOYHOM
Mepe OMUCLIBAET 3aKynaemyld NPOAYKUMIO, BKIOYAs MpUMEHseMble TPeOOBaHUSA CUCTEMbl MEHEIXMEHTa
kauecTsa. [Ans aToro:

a) paboTHUK, 0POPMNAIOLLMIA 3a9BKY HA 3aKynaemyro NPOAYKUMIO, AOSKEH BRnageTk MHAOpMaumen o
TpeboBaHuAX, NPeAbABNAEMbIX K 3aKynaeMon NPoAYKUUN;

b) paboTHUK, OdOpPMMAOLWMIA 3aKa3 Ha 3aKkynky, AOJDKEH 3HaTb Kakyld MHAOPMALUUID  HYXHO
npeaoCTaBnNATb NOCTaBLUUKY;
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¢) Heobxoaumo, YTOBbI A0 COOTBETCTBYOLMX paboTHMKOB NocTasLmka Gbina goBeaeHa uHdopMaums
0 npoueccax, NPUMEHAEMbIX B OpraHm3aumm.

7.4.3 Bepudunkauma 3akynneHHOU npoayKunm

B uenax obecneyeHuss COOTBETCTBUS 3aKYMNEHHOW MPOAYKUWM YCTAHOBMEHHbIM TpeGoBaHMAM,
opraHusaums aomkHa obecneynTb:

a) Hanuune y pabOTHMKOB HEeOOXOOMMOM KOMMETEHTHOCTM JAnga BepuduKauuum  3aKynreHHOw
npoaykunm;

b) npu HeobxogumocTu, npeaocTaBrieHne paboTHUKAM CBeJeHWA C  COOTBETCTBYIOLLMMM
pa3bsACHEHUSAMU O MOKa3aTensAxX AEATENbHOCTU W XapakTepPUCTUKaxX NOCTaBLLMKA.

7.5 MNpou3BoaCTBO U 06CNYXUBaHUE

7.5.1 YnpaBneHue npoM3BOoACTBOM U 00GCNyX1MBaHUEM

Mpu nnaHuMpoBaHUM WU OCYLLECTBIIEHMM B YMNpaBnseMbiX YCNOBUSAX NPOU3BOACTBA MNPOAYKUMU UMK
npefocTaBneHus yenyr opraHu3auun Heobxoaumo obecneunTs:

a) NnpuHATME y4vactTne paboTHWMKOB B paspaboTke paboumx MHCTPYKUMK MO CBOEN paboTe B Lensx
obecneveHns ny4vLlero NOHNMMaHus;

b) pazbsiCHEHMe HOBbIM PabOTHMKAM NOMOXEHWN pabovnmx MHCTPYKUMA U MPOBEAEeHue AanbHenLmx
HacTaBneHui no xoay paboThl;

C) pa3paboTKy nporpaMmM nNo NOAroTOBKE MepcoHana Ang BBEAEHUS B eNCTBME HOBbIX NPOLIECCOB;

d) o6bsicHeHne paboTHMKAM KPUTUYECKUX XapakTepUCTUK NPOAYKUMM W COrnacoBaHue G nuuamu,
BbIMOMHAOLMMHK 3Ty paboTy. TpebyeMbiX M3MEpPeHui.

7.5.2 Banngaumsa npoueccoB NpOM3BOACTBA M 06CNyXMBaHUA

OpraHusauus 4oKHa BanManpoBaTh NoGbie NPOLEecchl NPOM3BOACTBA U OOCNYKUBAHUSA, pe3ynbTathbl
KOTOPbIX HE MOTyT ObiTb BEpUUUMPOBAHLI NOCMEAYIOLIMM MOHUTOPUHIOM UMW U3MepeHuamu. Cnepyet
JaBaTb pa3bSACHEHUA B OTHOLLEHUM:

a) TeX CUTyauui, Koraa He NpeacTaBnsAeTca BO3MOXHLIM BepuduLMpoBaThL pe3ynbeTaTt npoLecca;

b) He06X0AUMOCTU ynpaBneHUss BXOAHbIMW AaHHbIMM NPOLIECCOB, Hanpumep, NPUMEHUTENbLHO K
martepuanam, MHopMaLum U JOKYMEHTauUmMK, Tak YToObl 9TU NPOLECCHI MOTMnM ObITh NPeACKa3yeMbIMU.

7.5.3 peHTUdMKaumnsa U NpocrexmBaeMocTb

Mpu naeHTuukauum npoaykuMM U ee craTyca Ha BCeX CTaAuAX >XM3HEHHOro uukna opraHusaums
JOIDKHA:

a) obecneuntb MOHUMaHUE pabOTHMKAMM 3HAYEHUS W BaXHOCTU nNpouecca uAaeHTUdukaummn u
NPOCNEeXXMBAEMOCTU NPOAYKLNY;

b) paccmatpuBaTh BONPOChI O pa3paboTke GNOK-CXeM NMpPOLECCOB B LENsX HarnsgHoro o6bsacHeHus
NpOCnexX1BaeMoCTH.

7.5.4 CoGCTBEHHOCTb nNoTpedouTenen

OpraHusauust A0fmMKHa NPosBNATL 3ab00Ty B OTHOLLIEHUM COBCTBEHHOCTM MOTpebutensi B TO BpeMms,
MoKa OHa HaxoAMTCA NOA ynpassieHUem opraHusaumu. PaboTHUKKM AOMMKHbI MOHUMAT:

a) TpeboBaHus, OTHOCALWMECA K naeHTudukauumn, sepucukaumm n obecneyeHns COXpaHHOCTH;

b) uTO AIBNSIETCA MHTENNEKTYanNbHOM COOCTBEHHOCTLIO NOTPEOUTENA M KaK cneayeT ee 3almLaTh.

7.5.5 CoxpaHeHue COOTBETCTBUA NPOAYKLIUMN

TpeboBaHusi CUCTEMbI MEHEAXXMEHTa KayeCTBa pacnpoCTpaHsoTcs Ha obecneyeHne COXpPaHHOCTU
COOTBETCTBUSA NPOAYKLUMM B XOAE BHYTPEHHEN o6paboTkm M B npouecce nOCTaBku NPOAYKLUUM K MECTY
HasHauyeHusl. PaboTHUKN JOSKHbI:

a) nony4atb pa3bACHEHUSA 0 KPUTUYECKUX XapaKTEPUCTMKAX NPOAYKLIMK;

b) npuHumatb yvactue B paspaboTke npoueayp Tam, F4e MMEETCSl BbICOKUIA PUCK MOBPEXAEHUS
npoaykuum;

C) nomny4artb MHOpPMaLuio 06 OTBETCTBEHHOCTU B 0611acT MOHUTOPUHIA NPOAYKLIUK.

7.6 YnpaBneHue o6opyaoBaHUEM ANt MOHMTOPUHIa U U3MepeHUn

B cnyuasx, koraa CUCTEMOW MEHemKMeHTa kavecrtBa TpebyeTcs, 4ToObl opraHusauus onpegensna
obopygoBaHue Ans MOHWUTOPUHIA W un3MepeHun, Heobxogumoe Aans obecneveHuss cCBMAETENLCTBA
COOTBETCTBUS NPOAYKUUU YCTAHOBNEHHbIM TpeboBaHMsM, pabOTHUKN AODKHbI:

a) noHumatb TpeboBaHUA, OTHOCAWMEcs K kanubpoBke W ynpaeneHuio oBopyaoBaHueM Ans Tex
cny4yaes, KOra UCMONb3yeTCcsa usMepuTenbHoe 060pyaoBaHUE;

b) nepea wucnonb3osaHuem 06OPYAOBAHMSI NPOBEPSATb €ro KanubpOBOYHLIN CTaTyC M 3HATb O
NoCneACTBUAX HAaPYLUEHUI, CBA3AHHLIX C ynpaBneHuem o6opyaoBaHuem;

C) ObITb KOMNETEHTHLIMMK ANA BLINOAHEHUA KANMOPOBKMU.
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8 N3mepeHue, aHanNU3 u ynyJueHue
8.1 O6wume nonoxeHUs

OpraHusauusi 4OMMKHA NNaHUPOBaTb U MPUMEHSITb NPOLECCbI MOHUTOPKHIA, U3MEPEHNUS, aHanu3a u
ynyJdweHus. Kpome Toro, OMKHO NPUMEHATLCA cneayoLee:

a) OTBETCTBEHHOCTb (CM. 5.5.1) momkHa ObITb onpegeneHa ana pabOTHMKOB, OCYLLECTBAOLLUX
U3MEPEHUS, OLEHKY U MOHUTOPMUHT;

b) paGOTHUKW, OTBETCTBEHHBIE 3@ TOT MSIM UHOW MPOLECC, AOMKHbI Y4acTBOBATL B BbIGOPE KOYEBbIX
acnekToB, NOANEXALLUX USMEPEHUIO, C TEM YTOObI ONPEAEnnUTbL KAa4YECTRO;

C) paboTHMKM, OTBEYAIOLUME 38 NPOLIECChI, CBA3AHHBLIE C U3MEPEHUEM, JOSKHbI OblTb KOMNETEHTHbI B
obnactn uamepeHunin, aHanusa u ynyyLeHui;

d) paBoOTHUKM JOMKHbLI NONy4aTb CBEAEHMS O TOM, KakuM o6pazom NpoBOAMMBIE U3MEPEHUSI BHOCAT
BKIaj B U3MEpPEeHWe CyMMapHLIX nokasaTenen AeATensHOCTU opraHnusauum;

€) paGoOTHUKM AOMXKHbI ObITb  YNOMHOMOYEHbl yny4yllaTb XapakTEPUCTUKM CBOMX MPOLIECCOB
nocpeacTBOM BbliBpaHHbIX CPEACTB.

8.2 MOHUTOPUHI N N3MepeHue

8.2.1 YooBneTBOPEHHOCTb NOTpebuTenen

OpraHusaumMs  AOMKHA  NPOBOAUTL  MOHWUTOPMHI  MHAOPMAaLMKM,  KACAIOWMICA  BOCMPUATUA
notpebuTenem BbINMONHEHNA OpraHu3auuei ero TpeboBaHuin. JOMKHO NPUMEHATLCA cneayloLlee:

a) paboTHMKaM cneayeT OOBbACHUTbL LEHHOCTb MNPOBEAEHWA U3MEPEHWA UM MOHUTOPMHIA
yAOBneTBOpeHHOCTH notpebuteneit (cm. MICO 10004);

b) paboTHukaMm cnegyeTt faBaTh PasbACHEHUSA B OTHOLUEHUM PEe3ynbTaTOB MOHUTOPUHIA U M3MEPEHUs
YAOBNETBOPEHHOCTY NOTPEGUTENEN N NOCNEAYIOWMX NPEANPUHATLIX 4EeiCTBUAX.

8.2.2 BHyTpeHHUe ayauThbl (NpoBepKu)

OpraHusauuss [OIKHA MPOBOAWUTL BHYTPEHHME ayauTbl (NPOBEPKM) 4epe3 3annaHupOBaHHbIE
WHTEpBanbl BPEMEHW B LENAX YCTAHOBIIEHUA TOr0, HACKOMbKO 3(PEKTUBHO BHeagpeHA U PYHKLUMOHUPYET
cucTema MeHeaKMEHTa kayecTBa. Mpu 3ToM HeobxoanMO obecneynTsb:

2) BHYTPEHHUM aygutopam o6yyeHue, COOTBETCTBYIOLLYIO MNOATOTOBKY M KOMMETEHTHOCTb AJA
NPOBEAEHNSA BHYTPEHHWUX ayaWUTOB, @ TaKKe OblMN HE3aBUCUMbI MO OTHOLLEHUIO K TEM BUAAM AEATENbHOCTMH,
KOTOpPbIE NPOBEPAIOTCH;

b) B paboTe ayauToOpCKON rpynnbl y4acTue npeacraButenei pasnuyHbix (hyHKLUMOHANbHbLIX YPOBHEN U
PYKOBOASALLMX 3BEHbEB OpraHu3auuu, 4ToObl 9Ta rpynna Morna paccMaTpuBaTbCsl Kak npeacTaBUTeNbHas
rpynna Bcei opraHusauuu;

C) onpaLuMBaemMbIM B X04e ayAUTOPCKON NPOBEPKU paBGoTHUKaM Hazanexalume pasbsCHEHUA TOro, YTO
npu ayauTte OLEHUBAETCs MPOLECC, a8 HE KOHKPETHOe NUUO;

d) paboTHUKam NOHUMaHWe 3agadv ayauTa B NPefoCTaBNEHWM BbICLUEMY PYKOBOACTBY MHdOpMaLuu o
pe3ynbTaTUBHOCTU U 3PPEKTUBHOCTU (PYHKLIMOHUPOBAHUSA CUCTEMbI MEHEAXKMEHTA KAYeCTBA;

€) NoHMMaHMe BbICLLMM PYKOBOACTBOM NpOLEcca ayauta u MOHUTOPUHIA pe3yrnbTaToB.

MpumedaHune —CMm UCO 19011 gns pykoBogcTea Mo NPoOBEAEHWIO BHYTPEHHUX ayAUTOB.

8.2.3 MOHUTOPUHI U U3MEepPEHUE NpoLieccoB

OpraHusauusi OomkHa npoBOAUTb MOHWUTOPWUHT U W3MEPEHWEe MNpPOLIeCCOB CUCTEMbl MEHEMKMEHTa
kayectea. B cnyyae, korga 3annaHUMpOBaHHble pe3ynbTaTbl HE AOCTUTHYTLI, crieayeT npeanpuUHSTb
HeoOX0AUMbIE KOPPEKLMK M KOppeKTUpyoLme Aencteus. Kpome Toro Heo6xoamnMo y4ecTb criegyloLuee:

a) Bnagenbubl NPOLECCOB [AOMKHbI MPOBOAUTL MOHWUTOPWUHI TOr0 nNpoLecca, 3a KOTOPbI OHM
0TBEYaloT;

b) nokaszaTenu Ana M3aMepeHus HOMkHbI pa3pabaTbiBaTbCA paboTHMKAMU, BOBNEYEHHBIMU B JAHHLINA
npouecc;

C) cneayeT O6BACHUTbL B3aMMOCBA3b MEXay W3MEepPeHMEeM npouecca, NPOBOAUMbIM PabOTHUKAMMU, W
nocneayoLWmMMn KOPPEKTUPYIOLWMMU AEWCTBUSAMU.

8.2.4 MOHUTOPUHI U U3MEepPEHMEe NPOAYKLNU

OpraHu3auus AofKHa OCYLLECTBASATbL MOHUTOPUHT U USMEPATE XapakTepUCTUKW NPOAYKLUM B LENax
Bepudpukauum cobniogeHus TpebosaHuin k npoaykumun. Kpome Toro cneayert:

a) NoowWpATb COTPYAHUYECTBO MEXAy «Bragensuem» npouecca M paboTHUKOM, NPOBOASILLUM
Bepudmkauuio, B TOM Criydae, Koraa «nagenely npouecca He 0TBEYaEeT 3@ MOHUTOPUHT NPOAYKLUHK;

b) o6ecneunBatb pabOTHMKAM KOMMNETEHTHOCTb, HEOOXOAMMYK ANS NPOBEAEHUS MEPONPUATUI MO
MOHWUTOPUHIY U U3MEpPEeHnsaM, u pabouyto cpealy Ansa NpoBEAEHNSA AHHBIX MEPONPUSTHIA.
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8.3 YnpaBneHue HeCOOTBETCTBYIOWEN NPOAYKLUUEN

Opranusaumss gomkHa obecneumBatb  MAEHTUMUKALMIO NPOAYKUMKU, HE  COOTBETCTBYIOLLEN
TpeboBaHuAM, U YNpaBreHUe €10 B LEnsix NpeaoTBPaLLeHUa HENpeaHaMEPEHHOrO WCMONb30BAHWA UMK
nocTaBku Takon npoaykumun. Opranmsauum Heo6xoauMO oBecneynTs crneaytoLlee:

a) paboTHMKaM, OTBETCTBEHHbIM 32 MpPOLECC, B  X0A4e  KOTOpOro  maeHtudumuympyetcs
HECOOTBETCTBYIOLLIAS NPOAYKUMSA, MPUHATME y4acTus B paspaboTtke TpebyemMoli npoueaypsl;

b) npegocrasnenne nHOpMaLMM O KPUTEPUAX MAEHTUDMKALMM W yaaneHUs HECOOTBETCTBYIOLLEN
NPOAYKLUMUN UMK YCIyru,

C) MpeaocTaBneHne uHpopMaumm 0 puckax, BO3HUKAKOLWMX BCNEACTBUE HECOOTBETCTBUA NMPOAYKLUM
UK yCNyru yCTaHoBNEHHbIM TPpeBOBaHUSAM,;

d) npucytcrBue paboTHUKOB Ha cobpaHuax, rae Obl OHM MOIMMKM AENUTLCA ApYyr C  APYrom
uHdopMauuein, 4Yto nossonano Obl obecneunTb OOpaTHYKO CBSI3b U aHanuM3 HECOOTBETCTBUA U
cogencreoBano obOydeHMIO nepcoHana, no3BONAs npefoTepaliaTb  MNOBTOPHOE  BO3HUKHOBEHWE
HECOOTBETCTBUN.

8.4 AHanu3 gaHHbIX

OpraHusaumm JOMKHbI MPOBOAUTL OLEHKY AAHHbIX ANA NOCTOAHHOIO YNYyYLLEHUS, 8 TaKKe:

a) pasBuBaTb KOMMNETEHTHOCTb paboTHMKOB B obnactu cbopa, aHanusa, WHTepnpeTauun wu
OLIEHWBaHWS [ aHHbIX;

b) onepaTtuBHO nepepasaTe MHGOPMAaUMIO O pesynbTaTax aHanusa AaHHbIX HA COOTBETCTBYHOLUME
PYKOBOASALLME YPOBHU MEHEAXMEHTa OpraHn3aLum 1 Apyrum 3anHTepecoBaHHbIM CTOPOHaM,;

C) 00BACHATL pabOTHUKAM pe3ynbTaTbl, NONYYEHHbIE B XOA4€ aHanu3a AaHHbIX ANs TOro Ytobbl MOrnu
ObITb NPEANPUHATLI HEOOXOAUMBIE KOPPEKTUPYIOLLUE AENCTBUS.

MpumMeyvyaHnune —UNCO/TO 10017 coaepXnUT UHPOPMALIMIO O CTATUCTUHECKUX METOAAX U aHanu3e AaHHbIX.
8.5 Yny4weHune

8.5.1 NocToAHHOE ynyyleHne

OpraHu3aumsa AomkHa NOCTOSIHHO NOBbILWATL PE3yNbTaTUBHOCTb CUCTEMbI MEHEDKMEHTA KayecTsa u
obecneynBaTb BOBNeYeHUe CBOUX PaGOTHUKOB NOCPEACTBOM:

a) pa3paboTku OMNOK-Cxem, MOoKa3sbiBAKOLMX B3aMMOCBS3N MEXAy NpoLeccamu aHanuM3a cO CTOPOHbI
PYKOBOACTBA M W3MEPEHUS, KOPPEKTUPYIOWUMU MU npeaynpexaalnwmMn AeiCcTBUSMU U C NOCTOSAAHHLIM
ynyyLleHUewM;

b) noowpeHus pykoBoguTenen Ana co3naHus U BHEAPEHUS NPOrpaMM, HanpaBneHHbIX Ha ynyJlleHne
[eATenbHOCTN OpraHu3auuu, npeaycMaTpuBaloLLmMX BOBMEYEHME PAbOTHUKOB Ha BCex (OYHKLMOHAmNbHbLIX
YPOBHAX OpraHu3auuu;

C) NOOLLPEHUS PYKOBOAMTENEN NPOBOAUTL 00ydeHue pabOTHMKOB B XOAE OCYLLECTBMEHUS npouecca
MO NOCTOSAHHOMY YNyYLUEHUIO AEATENbHOCTU.

8.5.2 Koppektupyrowme genicTeus

OpraHu3zaumsa AomkHa npeanpuHUMaTb KOPPEeKTUpYylolwme AeWCTBUA B LENAX YCTPaHeHWs MNpUYuH
HECOOTBETCTBMIA ANA NpeaynpexaeHusi NTOBTOPHOrO UX BO3HMKHOBEHUS. Kpome Toro Heobxoaumo:

a) NPUMEHATb CUCTEeMAaTU3UPOBAHHYIO METOAOMOMMI0, KOTopas MOXeT ObiTb MOHATHA paboTHUKaM U
KOTOPYIO OHM MOTYT MPUMEHSITb B LIENAX MAEHTUUKALMN KOPHEBBIX MPUYMH BO3HUKAIOLLUX Npobnem;

b) obecneuntb MaEHTUDUKALMIO KOPHEBBLIX MNPUYUH PabOTHUKAMKU MPU YCIIOBUM HanUYMA y HUX
COOTBETCTBYIOLLEA KOMMETEHTHOCTM MO  MUCNOMb30BAHUIO  3HAHWUW, MOMYYEHHbLIX NO pesynbraram
MOHUTOPUHra;

c) obecneuntb MNOHMMAHWME TOrO, YTO MNpPU peweHuu npobnem HeobxoAMMO UCNONb30BaTb
KOMMEKTUBHbIE 3HAHUS;

d) ucnonb3oBatb MeXMYHKUMOHAmMbHbIE TPYNMbl ANA peanusauuu NPOEKTOB, HanpaBfEeHHbIX Ha
ynyylleHUe AeATenbHOCTH, C TeM YTOObI U3BNEYb MaKCUManbHYIO NOMb3Y OT KOMMEKTUBHOTO 3HAHUS.

8.5.3 Mpenynpexparowme oencTeuUA

OpraHu3auma JorpkHa onpeaenaTb AeNCTBUSA B LENsAX YCTPaHEHUSA MPUYMH  MOTEHUManbHbIX
HECOOTBETCTBUIA AN MPeaynpexaeHuss ux MOsBMeHWs MOoCcpeacTBOM  0OecrnevyeHuss noHUMaHus
paboTHUKaMK:

a) uenecoobpasHOCTU OCYLLECTBIEHUS NPEAyNpekaaloLmMx AeWCTBUI B TeX Cryvasx, Koraa umeertcs
TEHAEHUMA OTKIMOHEHUS KaKkoro-nmbo npouecca OT 3aaHHbIX NapaMeTpoB;

b) BaXXHOCTW B3aMMOCBA3N MeXAY NpeaynpexaaroLmmm 4eNCTBUAMU U aHaNu30M AaHHbIX;

C) LUEHHOCTU npeaynpexxaarLwmux 4eNCTBUii B CPABHEHUU C KOPPEKTUPYIOLMMUN AENCTBUAMU.
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MpunoxeHue A
(cnpaBo4HoE)

dakTopbl, BAMAIOLUE HA BOBJleYeHME PaGOTHUKOB N UX KOMNETEHTHOCTb

A.1 O6wue nonoxeHus

B HacTOSILLEM NPUNOXKEHUU pacCMaTPUBAIOTCA Criedylolme dakTopbl:

- OTHOLUEHMe u MoTMBaumsA (cMm. nogpasgen A.2);

- OCBEAOMIIEHHOCTb (CM. nogpasaen A.3);

- 06meH uHdopmauumeii (cM. noapasgen A.4);

- KpeaTMBHOCTb U MHHOBaLuK (CM. nogpa3gen A.5)

- o6pasoeaHue 1 obyyeHue (cMm. nogpasaen A.6);

- HageneHue nonHomounsamu (cM. nogpasaen A.7);

- B3aumogeuicteaune (cm. nogpasgen A.8);

- NMAUPYIOLLAA ponb PYKOBOACTBA (CM. noapasaen A.9);

- ycTaHoBneHue ceasei (cm. nogpasgen A.10);

- npusHaHue (cMm. nogpasaen A.11);

- noabop nepcoHana (cm. nogpasaen A.12);

- OTBETCTBEHHOCTb U NOfAHOMO4YMA (CM. nogpasaen A.13);

- KOMaHZHas paboTa u COTPYAHUYECTBO (CM. noapasaen A.14).

OnucaHnem hakTopoB 0OBACHAETCA TO, MOYEMY KaXabli U3 3TUX haKTOPOB NPeACTABNSET BAXHOCTb,
1 NOKAa3bIBAIOTCH NPEUMYLLIECTBA OT BHEAPEHUS Mep, NPEAYCMOTPEHHbIX AaHHBIMK (haKTOpaMu.

A.2 OTHOWEeHWe n MoTUBaLMUSA

PyKOBO,qI/ITe.I'IVI AOJDKHbI obecneunTb paGOTHVIKaM 3aUHTEPEeCOBAHHOCTL U MOTUBaAUUIO ANA
JOCTIDKEHUSI Pe3yNbTaToB, XenaeMblX opraHusaumen. MasHble NPEeUMyLLECTBA MO3UTUBHOTO OTHOLLEHUS W
MOTWBAaLMK COCTOAT B TOM, 4YTO OHU hOPMUPYIOT pabouylo cpeay, KOTopas NPOAYKTUBHA ANS AOCTWKEHUS
3anfaHUpoBaHHbIX pe3ynbLTaToB.

MoBegeHue pabOTHUKOB AOSMKHO COrNacoBbIBATLCA C LUENAMU CTpaTterin, nonuTuK u npoueayp
opraHusauuu. 370 BKIoYaeT B cebs AeMOHCTpauuio paboTHMKAMM TakMxX KayecTB W MaHepy NOBEAEHus,
KOTOpble OPMEHTUPOBAHbI Ha AOCTWXEHME uenen opraHusaumu. OTHOWEHue paboTHMKA K MONUTUKAM,
npoueaypam, npoueccam, NpoaykuuM, NOCTaBLUMKaM, nepcoHany, noTpedutensiM, BbICLUEMY PYKOBOACTBY
OpraHu3aLUum Unu ApyruM SreMeHTam CUCTEMbI MEHEIXKMEHTA onpeaenseT Lefb U MaHepy ero noBeaeHus!.

Mo3uTMBHOE OTHOLUEHWE BbIpabaATLIBAETCA Kak pe3ynbTaT NUMAWPYIOLWEW ponu pykoBoacTBa (CM.
noapasaen A.9), nonyyeHuss o6pazoBaHMss U Pa3BUTUA KOMMNETEHTHOCTM (CM. nogpasgen A.6), a Takke
nocpeaCcTBOM peanusauum CTPYKTYPUPOBaHHbLIX NPOrpaMm MO NPU3HAHWIO BKNaAa u 3acnyr paboTHMKOB (CM.
noapasgen A.11).

A.3 OcBegOMNEHHOCTb

PaboTHuKu AOIDKHbI 3HaTb NMONMMUTUKU U LIENU CUCTEMbl MEHEAXKMEHTa Ka4yeCcTBa U NOHMMaTb CBOIO pPOJib
B JOCTXXEHUM MOCTaBMEHHbIX Ueneii. [ns aTtoro paboTHUkam Heo6xoauMO 3HaTb, YTO B COOTBETCTBUU C
MCO 9001 opranmsaumm TpebyeTcd BHEAPUTbL CUCTEMY MEHEMKMEHTA KayecTsa, B  KOTOPOW
MAEHTUULMPOBaHBI NPOLECCHI U 06ECneunBaeTCa UX pPe3ynbTaTUBHOCTb. PabOTHUKN AOMKHBI 0CO3HABATbL
CBOIO NEPCOHATIbHYIO OTBETCTBEHHOCTb 33 AOCTWKEHME pe3ynbTaTMBHON peanusawmm npoueccos.

PykoBoautenu p[ormkHbl o6ecneuntb paboTHMKaAM ycnosua AnNA NOHUMAHWUA UENW  CUCTEMbI
MEHE/DKMEHTA KaYeCTBa M CBOIO porib B 3ToM cucteme. OHM TaKkke AO0MKHbI 06eCcneynTs 0CBeA0OMNEHHOCTD
pabGOTHUKOB O TOM, YTO CUCTEMA MEHEIKMEHTA Ka4yeCTBa COAEPXUT AOKYMEHTbI, ONpeaensiowne nonuTuky
WU Lenu; pykoBOACTBO WU npoLeaypbl; AOKYMEHTaUWIO, coaepKallyto nnaHbl U 3anucu, KOTOPbIEe LOIDKHbI
ynpaBnAaTbCsi U ObITb U3BECTHLI. PabOTHMKM A0MXHbI Yy4aCTBOBATb BO BCEX CTaAMAX NPOLIECCA, CBA3AHHBIX C
naeHTUMKaLmMen, U B MeXaHM3Max ynpasneHusi, C KOTOPbIMU OHKU PabOoTaloT, M OHW [OIDKHbLI NOHUMATL CBOM
0683aHHOCTUN B OTHOLLEHUM NPOLIECCOB.

OCBeI0MNEHHOCTL PAGOTHUKOB YacTo 00EeCcneunBaeTca B NpoLecce npuema Ha paboTy 1 BBeleHUs B
JOIMKHOCTL (CM. noapasaen A.12). MeToabl, NocpeaCcTBOM KOTOpbIX o6ecneynsBaeTcs O0CBEAOMIIEHHOCTb,
MOTYT BKIMIOYaTb MOSyYeHUE Pa3bSCHEHWA OT NNLA, KYPUPYIOLLEro KOHKPETHOro paboTHMKa, rpynrnoByio
npeseHTauMio C nokasom cnamnaos wnu BugeonpesdeHtaumio. OpgHako STy AEATENbHOCTb cneayer
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paccmaTpuBaTtbh kak HEMPEepbiBHYIO C NPeAOCTABNEHWEM Ha PErynsApHOW OCHOBE COOTBETCTBYIOLLEH
uHOpMaLMK O pesyribTaTax, OTHOCSALLUXCA K CUCTEME MEHEMKMEHTA KavecTBa.

A_.4 ObmeH nngopmauuven

SddekTuBHbIli 06MEeH uHGOPMauuel Heobxogum Ana Toro, YToObl nepconan, paGortaloumin Kak
BHYTPU OpraHu3auuu, Tak u BHe ee, pykoBoACTBoBancs obwmmu uensmu. Mo mepe Toro kak opraHusauus
pacteT u ee CTpyKTypa CTaHOBUTCS Gonee CNoXHOW, YCNOXKHSIIOTCA U KaHarnbl 06meHa nHdopmaumen.

TOYHOCTb, KPATKOCTb U ICHOCTL AeNatoT npouecc o6MeHa uHdopmaumeii 6onee acpdekTuBHbIM. Lienb
noBon KOMMYHMKaLIMK A0MKHA ObITb ACHON U HEOOXOAUMO UCKNIOYUTL Nepeaadvy HEHY)XXHOTO COAEpXaHus.
CoobuieHune crneyetr AOCTaBnATb B Hanbonee npocToM Mo coaepXXaHuio BUAe, U ero CcyTb A0IkHa ObITb
usnoxeHa B popme, kotopas OyaeT NOHATHaA nonyuatenio coobueHus. CoobLueHns B yCTHOW (hopMe He
BCErja NoHATHLI Cpa3y, NO3TOMY KIOYEeBbIE MOMEHTLI COOBLLIEHUS cneayeT NOBTOPATL.

OOMmeH uHdOopMaLUein MOXET OCYLLECTBNATLCS MOCPEACTBOM Pa3fIMYHLIX CPEACTB, KOTOpPblE MOryT
ObITb BepbanbHbIMK U HeBepOanbHbIMU. MpaBUNLHOE CPeACTBO Nepeaayn coobLueHUs cneayeTt Boibuparts,
ncxoas U3 ayautopuu, Ans KOTOpPOW npegHasHauvaetcsa coobuieHue. Cpeaa nepeaaydn u metoabl Oyayt
3aBMCETb OT LENnu U xapakrepa nepeaasaemon uHdgopmauun. CoobleHusa ¢o 3HauuTesnbHbIM 0O6BLEMOM
nHdopmaLum HeobXoAMMO AOKYMEHTMPOBATb, @ NPOCTbIe COOOLLEHMA MOXHO NepeaaBaTh B YCTHOW dhopme.
BaxHble coobLieHus, kak npaBuno, nepeaaloT B pasHbix hopMartax, Hanpumep, B BU3yanbHon, BepbanbHom
U nucbMmeHHou dopmMax. lNpumepbl CpeacTB, UCNOMb3yEeMbIX MPpU nepeaade WHopmauumn, BKNIOYAIOT
HEernoCpPeACTBEHHbIN KOHTAKT Y4YaCTHMKOB, COOOWEHMA B BUAE HOBOCTEW, WHTEpaKTUBHble 6noru,
3SIEKTPOHHYIO MOYTY, COBELLUAHUSI U BUAEOKOHhEPEHLMHN.

B opraHusauuax, MMEIOMX Mepapxu4eckylo CTPYKTYpy, BHYTPEHHUIH OGMeH uHdopMaumen MoxeT
OCYLUECTBAATLCA «CBEPXY-BHM3» OT BbICLLErO0 PyKOBOACTBA OpPraHuW3auuu U pykoBOAMTENEN HU3LIEro 3BEHa
U «CHU3Y-BBEPX» B TEX Crnyyasx, koraa nepeaaetcs nHdopmaumsi o nokasarensax pabotel. B opraHusauum ¢
YHKUMOHAMBLHOW CTPYKTYPOW B hopme maTpuubl MOTYT TaKKe UMETbCS NepekpecTHO-hbYHKLMOHanNbHbIe
KaHanbl CBA3M, OXBaTbiBalOLUEe pasnuqHble YHKUMOHANbHbIE YPOBHM, obecneuusalowme o0OMeH
MHpopMaLMen mexay rpynnamm u Mexay otaenbHbiMu paboTHukamu (CM. nogpasaen A.10).

O6meH uHdopmauuen HeoBxoaum Ans pacnpocTpaHeHust MHGOPMALMU O CUCTEME MEHEIKMEHTA
kayecTBa M OpraHuM3auMoOHHbIX cTpaTernax (cm. nogpasgen A.3). OHu Takke HeoOXOAMMBI, KOraa HYXXHO
y3HaTb MHEHWE MepcoHana o0 TOM, KAk OHM OLIEHMBAIOT Ty UINU UHYIO CUTYaUMIO, TaK YTOObI paGOTHUKKM MOFTK
BMWUATb Ha MMaHbl U PELUeHUA, U TaKKe ANS NONyyYeHusl NPeACTaBfeHUA O TOM, Kakue acnekTbl UMEeloT
nepBOCTENEeHHOEe 3HaYEeHUE NPUMEHUTENBLHO K NMobon paboTe, BLINONHAEMOW KOHKPETHLIM PaBOTHUKOM (CM.
noapasaen A.14).

A.5 KpeaTMBHOCTb U UHHOBaLUMU

KpeaTMBHOCTb U MHHOBaLUWM BHYTPU OpraHM3auuMyM NOMOratoT yrny4yluuTb CYLUECTBYIOLLME NPOLECChl U
NPOAYKUMIO, & TaKkke CO34aBaTb HOBLIE NPOAYKTLI U YCIYTU AN NOTPeOUTENLCKOTO pbiHKA.

KpeaTtmBHOCTbL — 3TO MPOLECC reHepauun HOBbIX WENR, B TO BpEMSl Kak MHHOBaLMM OXBaTbIBAKOT Kak
reHepaumio, Tak U NpuKagHble acnekTbl, CBsI3aHHbIE C MPUMEHEHMEM 3TUX uaein. B KOHTEKCTe opraHu3auum
TEPMUH «WHHOBAaLMA» OTHOCWUTCS KO BCEMY MpOLIeCCy, B XOAE€ KOTOPOro paGoTHMKaMM wnu rpynnamu
TEHEpPUPYIOTCA HOBbIE UAEW C MOCINEAYIOLMM Npeobpa3oBaHMEM STUX UAENR UX B KOMMEPUYECKYIO NPOAYKLMIO,
ycnyru unu 6usHec-npakTuku. IHHOBaLMKU 4acTo CO3Aat0TCs BCNEACTBUE KOMMEKTUBHOTO 0GMeHa 3HaHWSAMM.
YcnelwHble MHHOBAaUMKU BO3HUKAIOT Kak Crie[iICTBUE BbICOKOW CTENEHU BOBEYeHUsi paboTHUKOB (CM. Takke
noapasgensl A.10 n A.14).

Xapaktep Bknaga, BHOCUMMOrO pabOTHMKAMM B MPOLECC, CBSI3AHHbIE C  WMHHOBALUMOHHOM
OEeATEenbHOCTLIO, MeHsieTca no  xogy npouecca. MeHsiowpmecs noTpebHOCTM Ha  COBPEMEHHBIX
NPOU3BOACTBEHHLIX y4yacTkax TpebyioT, ytoObl paboTHMKM Obinu cnocobHbl adekTuBHO paboTatb kak B
YCrOBUAX AEWCTBYIOLLUMX CTaOWUMbHbLIX NPOLIECCOB, TAK U B YCNOBUAX U3MEHsIOLlecs paboyein cpeasl,
MCnonb3ys HOBYIO KOMNETEHTHOCTb, CBA3aHHYIO C KpeaTUBHbLIM NOAX0A40M U UHHOBALUSIMU.

Ans pasButMA KpeaTMBHOCTM M WMHHOBALUMK PYKOBOAUTENWU AOIDKHbI MPU3HABaTb M MNOOLUPATb
WHHOBALMOHHYIO AesiTenbHOCTb (CM. nogpasgen A.11). 3To AoCTUraeTca nNOCpeacTBOM uaeHTudukauuu
BO3MOXHOCTEW AN MHHOBAUMW M MOOLUPEHMEM pabOTHMKOB HAXOAUTb pEeLUeHUsA, TMPUMEHUMbIE B
NPaKkTUYECKON AesATenbHOCTU.

A.6 O6pasoBaHue n ooyuyenue

KOMNETEeHTHOCTL — 3TO CMOCOGHOCTb NPUMEHSITH 3HAHWUSI W HABbLIKW ANS [AOCTIKEHUS HAMEUYEHHbIX
pesynbTatoe. [lpeuMyliectsa OT nomnydeHuss 00pasoBaHUA UM NpoBedeHust 00yyeHnst CBsA3aHbl C
NOBLILLUEHUEM KOMMETEHTHOCTM, YTO BEAET K BO3PAcTaHWO CNOCOGHOCTW 4enoBeka MPUHOCUTL MOSb3y
opraHusaumu u ee notpedutensm. OBpasoBaHue U 0OyyeHWe — 3TO HeoTbemmnemble akTopbl Ans

15



rocTt P 1UCO 10018—2014

obecneveHusi BOBNeYEHUs paboTHUKOB M UX KOMNETEHTHOCTU. YCNeLUHble OPraHn3aumum UCNonb3yoT 3HaHNSA
U HaBbIKM CBOMX PABOTHUKOB TaK, YTOOLI 9TO MPUHOCUIO LIEHHOCTL OpraHu3aumm u ee notpedburensm.

OB6yyeHne — 310 npouecc NPUOoBPETEHUA 3HAHUIA UMM HABbLIKOB MOCPEACTBOM MOMYy4aemoro onbiTa,
HacTaBMNEeHUW WNU WU3y4eHUss TOr0 WMAM MHOTO MnpeaMeTa/ancumniuHbl. PesynbtatoM o0ydeHusi Ha
cneumarnbHbIX Kypcax no yCTaHOBIEHHBIM MPOrpaMmamM CTaHOBUTCHA NONyyYyeHue paboTHUKOM TeX WUIU MHBIX
kBanudukauymii. Tpouecchbl, CBA3aHHble C O00y4YeHUEM, MPUMEHUMbI WHAMBMAYANbHO K KOHKPETHOMY
YENOoBEKY UMM KONNEKTUBHO K TON MNKU MHONM opraHu3auun. OpraHu3aumam cneayet npusHaTh TO, UTO JOAK
MoryT obyyartbCa pa3nuyHbiMM cnocobamu. OfHM yyaTca B Knaccax, a And Apyrux Gonblue noaxoaut
oby4yeHue HenocpeacTBEHHO NO4 PYKOBOACTBOM HACTaBHMKA. HekoTopble noau mydlie ycBauBaroT
marepuan ¢ NOMOLLbIO CEeTEBbLIX CPEeACTB.

OGyuvatoLasica opraHM3auusi akUEeHTMPYET CBOW YCUMUSA Ha MOMOSHEHWM 3HAHWA C TeM, 4TOObI
HenpepbIBHO NOBbLILLATL OPraHU3aUMOHHbIE CMOCOBHOCTU U BO3MOXXHOCTU ANS NMPOAYKTUBHOW A€ATENbHOCTY.
Yto0bl OpraHusauuyM ObiIM KOHKYPEHTOCMOCOOHbIMU, UM HEeoBX0AMMO ObiTb KOMMETEHTHbIMU. YTOObLI
[06uUTbC HEeoBXOAMMOro MOMONHEHUS 3HAHWIW W MOCTYNNEHUs WHpopmauun M Ans Toro, 4Tobbl CTaTtb
obyvalowlenca opraHusaumen, Heobxoammo 4TOObI MNPOLIECCHI OpraHu3auun opmMupoBannm CUCTEMY
MeHeLKMeHTa. CnoCOOHOCTL OpraHuM3auuM K OOYYEHMIO W MOMOJIHEHMIO 3HAHWA YBENUYUBAET €€
KOHKYpPeHTOCNocoOHOCTb. OpraHu3auusl, noBbilIaoOWas CBOW 00pa3oBaTENbHbLIM YPOBEHb, akUeHTUpyeT
CBOW YCUIUSI HA NOMOJIHEHUM CBOMX 3HAHUMN, YTOObI NOCTOSAHHO MOBLIWATL CNOCOGHOCTL OpraHu3auun u ee
BO3MOXHOCTU AN NPOAYKTUBHOW AEATENbHOCTU.

Mpeumyliectea adhPeKTUBHOrO OBy4valoLlero npouecca COCTOAT B MNOBLILLEHUA OCO3HAHHOCTU
JOCTWXKEHWIA, YAOBNETBOPEHHOCTM OT paboTbl M ee 006ECNEYEeHHOCTU. 3TO BEAET K YNYYLLUEHMIO B MOTUBALMN
U B OTHOLUEHUU k paboTe (cm. nogpasaen A.2). CoBepLUEHCTBOBAHUE HABLIKOB, TAKWX Kak, Hanpumep obmeH
MHopMaLmein, BeaeT K NOBbILLEHUIO KAYECTBA NPOAYKUMU W ynydlleHuto obcnyxueaHus notpeburenen. B
macLutabax BCei opraHu3aumm 910 BEAET K NOBbILLIEHUIO €€ KOHKYPEHTOCMOCOOHOCTU U NMPUOLINLHOCTU.

A.7 HapeneHune nosIHOMOYUAMMU

Hapenenvne nonHomouusamu no3sonseT paboTHukam OpaTe OTBETCTBEHHOCTb 3a CBOKW paboTy u ee
pesynbTaTbl. JTO AOCTUraeTca MyTeMm npeaocTaBneHusi paboTHMKaM BCel HeoOXoaumow WHdpopmauuu,
MONTHOMOYMI U CBOOOAbI MPUHMMATL PELLEHUS, OTHOCALUMECSH K BBINOMHAEMON uMKu paboTte. OTO NPUBOAMT K
CHIXKEHWIO NOTPEOHOCTM B LIEHTPANM30BaHHOM YNPaBMeHUMM W MO3BONAET opraHusauuu pabortate Gonee
rnéxo.

YroObl 3TOr0 A0OUTLCH, PYKOBOAUTENU AOIDKHbI ONpPeAenuTb MepPCOHAanbHble Lenu AN Kaxaoro
paboTHuKa, AenernpoBaTk NOMHOMOYUS U OTBETCTBEHHOCTb, a Takke co3aaTtk paboune ycrnoBus, B KOTOPbIX
nIoan camu ynpaesngaoT CBoer paboTon M camu NPUHMMALOT peweHns (cM. nogpasgen A.9). OpraHusaums
aomkHa nobyxaatb pabOTHMKOB AEWCTBOBATb CaMOCTOATENbHO, Mpu3HaBas Xopoluy paborty,
BO3Harpakgas pesynbTaTbl U OTMeYasa AOCTUXEHUE Lenen (cM. nogpasaen A.11).

Ons pasBuTUA KOMNETEHTHOCTM paboTHUKOB TpebyeTca BblAeNATb pecypcbl (CM. moapasaen A.6).
JomkeH ObITb NpPeaoCTaBneH NOMHbIN 06beM MHAOPMALMA U 3HAHUI B OTHOLLEHUKU paboTbl NepcoHana, a
TaKke MHMOpPMaUMs O nokasaTensaAx AeATenbHOCTM oOpraHuM3auMm U O HaMETUBLUMXCA TEHAEHLUUSIX.
HageneHue nomHOMOYMAMM CTUMYNMpyeT oOyyeHue paboTHUKOB. OTNUYUTENLHOW YEPTON YCMELUHbIX
KONMEeKTMBOB SIBNSIETCS TO, YTO OHW HAaJerneHbl NOMTHOMOYUSIMWU MO MPUWHATUIO pelueHun (CM. noapasaen
A.14).

HapeneHue nonHoMouMsaMU NO3BOMSAET PYKOBOAUTENSM OpPraHu3auumu Bcex ypoBHeEN yaensTs 6onbLue
BPEeMEeHU BONpocaM NaHUupoBaHUS U CTPATErMYECKOro pasBuTKS.

A.8 Bzaumopgencteue

Korga pabOTHMKM MONMHOCTBLIO BKIOYEHbI B AESATENBHOCTb OPraHM3auMu OHU UCMLITLIBAKT OONbLUYIO
NPUYaCTHOCTL, YTO NMO3BONSAET OpraHu3aLmMmu OCyLLECTBNATbL CBOW NpoLecchl 6onee addekTuBHbIM 06pa3om.
B3saumopgerictBue cknagbiBaetcss u3 adpektuBHOro noabopa nepcoHana (cM. nogpasgen A.12) c
nocrneaylowmM BBeAEeHMEeM paboTHUKA B KONMEKTUB 4epe3 obecneyeHue ero OCBEeAOMIIEHHOCTU (CM.
noapasgen A.3). ObecneveHne apheKTUBHOIO B3auMoaencTBusa TpebyeT B3auMoAeinCTBUS Kak CO CTOPOHbI
PYyKOBOAMTENEN, TaK U CO CTOPOHbI PABOTHUKOB.

BsaumopeicTBue pykoeoactsa Tpebyetrcs Ans Toro, yrobbl NPOAEMOHCTPUPOBATL 00A3aTENLCTBO
KOMNaHMM N0  YNYYLIEHUIO NapTHEPCKUMX OTHOLUEHWA Mexay paboTHUKamMu U PYKOBOAUTENAMMU.
PykoBogMTENSIM HY>XHO AOCTUYb BOMbLUEr0 KOHTaKTa U B3aMMOMOHUMAaHUsi CO CBOUMU paboTHUKaMK 4epes
NOHUMAaHME UX OXuAaHui. 3TO AOCTUraeTca NOCpeACTBOM  perynapHoi o6partHoi c¢Basu  (CM.
nogpasgen A.4). CteneHb B3auMOAENCTBUS OTAENbHOrO paboTHMKA HanpAMyl 3aBUCUT OT TOro, Kak
nepcoHan OTHOCUTCA K CBOMM PYKOBOAUTENAM M Konneram (cm. nogpasaen A.10).
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Bocnipusitue  paboTHMKOM  BaXKHOCTM  CBOew paboTbl Oka3biBaeT MPAMOe  BMMSIHME  HA
YAOBMETBOPEHHOCTL noTpebuteneii. CTeneHb BaXHOCTU AnNA opraHusauuu OyaeT BuaHA M3 Hanuyus
pecypcoB Ansi BbINOMHEHWUS PabOTHMKOM CBOEN paboTbl. YnyylleHus u usMmeHeHus Oyayt ¢ 6onbLuer
BEPOATHOCTbIO UCXOAUTL OT pPabOTHMKOB, MOJIHOCTLKD MPUYACTHLIX W BOBJIEYEHHLIX B MPOLECCHI
opraHusauuu.

A.9 Jluaupyrowas ponb pykoBoactea

EaWHCTBO Lienen u MeToaoB ynpaBneHns opraHusaumein hopMmpyeTcst pykoBoaCTBOM. PykoBoagutenu
JODKHBI Co34aBaTb U NOAAEMKUBATbL CPEAY BHYTPU OpraHusauuu, rage paboTHUKM MOTYT CTaTb MOSIHOCTbIO
BOBIEYEHHbIMU B AOCTMXEHWe uenen opraHusdaumm [cm. NCO 9000:2005, nyHkt 0.2, nognyHKT b)].
PykoBOACTBO JaeT YETKUI OPUEHTUP AN BCEX PAOOTHUKOB M NO3BOMSAET UM ABUTaTbCA MO NYTU AOCTUKEHUS
OpraHuM3aumnoHHbIX Lenen. PykoBoanTenb gomkeH o6nagate HEOOX0AMMON KOMNETEHTHOCTLLO, YTOOLI 3TOro
nobutbes.

PykoBogutenu opraHusaumu OMPeaensioT LUenu W BbIAENSIOT pecypebl, W WX JAEeWCTBUA B
3HAQUMTENMbHOW Mepe UMEIOT CcTpaTernyeckun xapakrep. PykOBOAMTENW HU3LIEr0 3BEHA OpPraHu3yioT
yrnpasneHue pecypcamMu ansa 1oro, 4tobbl 4OCTUYL pesynbTaTa, obecneynBas B3aumoaeicteue paboTHUKOB
BHYTPWU oOpraHusauuu, u ux AEnNCTBuA MMEloT B OOnbLUEN Mepe TakTUYeCKuii xapaktep. PykosoguTenu
HU3LLIero 3BeHa KOOPAUHMPYIOT AeCTBUSA B LIENsAX obecneyeHusi pykoBOACTBA U YNPABMEHUs OpraHm3aumen.

A.10 YcTaHOBNeHue cBfizen

YcTaHoBneHne cBa3ei CoaencTByeT nepegade nHopMaumm, 3HaHUn u naen.

CyLLECTBYIOT ABA OCHOBHbLIX TUNA CETEN:

- OTKPbITasa CETh, B BONbLUE CTENEHNU NPUTOAHAA ANS TOr0, YTOObI AENUTLCHA 3HAHUSAMMU;

- 3aKpbITas CeTb — ANsi AOCTUXEHUS pPe3ynbTaToB.

OTKpbITaA CeTb MOAXOAMUT AN OMPEAENneHus HOBbIX BO3MOXHOCTEN M KOHLENTYasNbHbIX PELUEHWN.
Utobbl ObiTb 3PMEKTUBHON, 3TA CETb AOMKHA ObiTb AMBEPCUMULMPOBAHHON W LUMPOKO OXBAaTbiBATb
nonb3osaTenei. OHa AofkHa BKNoYaTh NoTpedutenei, OusHec-napTHEPOB U NKL, CNELUanu3npyIoLLmMXCca B
Apyrux AaucumnnumHax u obnacrtsix AesTenbHOCTU. VIHHOBALUMOHHBIE «NPOPbIBbI» 4YacTO BO3HUKAIOT HA
nepeceyYeHumn pasnnyHblix 06nacTen 3HaHuin.

3akpbITyl0 ceTb nerde ccopMmupoBatb, M OHa Bonee 3hHEKTUBHA ANA AOCTMXKEHUS PE3yrnbTaToB.
BnonHe eCTECTBEHHO, YTO MIOAM OAHOTO Kpyra CO CXOXUMWU MHTEpecamu, o6pa3oBaHMEM M BOCMUTAHUEM
fonblLUe TAroTelT APYr K APYrY, U OHU DOPMUPYIOT 3aKpbiTblie CeTU. OaHOW U3 0CODEHHOCTEN TaKMX ceTen
ABMAETCHA TO, YTO Npu 0BCYXAEHUN TEX UMM UHBbIX BOMPOCOB Ntoan hOpMUPYIOT Ipynnbl M BMecTe paboTaiot
Hag pelweHnem. 3HaHWA, KOTOPbIMM OOMEHMBAIOTCA Mexay coOOil Takue maneHbkue rpynnbl, rae nioau
3HaKOMbl ApYr C APYroM, ABNAOTCA G0Onee CKOHUEHTPUPOBAHHLIMKU HA MpeaMeTe U coaepxkar GonbLumi
00bem nHdopmauun. 3akpbiTble CETU, KaK NPaBUIO, OTNNYAKOTCA OTCYTCTBYEM pa3Hoobpasus.

HeGonblume opraHu3auun fierye OXBaTbiBAKOTCH CETsMM, HO MO Mepe TOro kak pasmep opraHu3auui
cTaHoBuUTCA Bonblue, 06MeH MHbopMauuen ycnoxHsercs (cMm. nogpasgen A.4). Cetu MoryT pasBMBaThCA C
MOMOLLIbIO 3NEKTPOHHBIX CPEACTB Yepes MHTepHeT. OaHako noka uto ob6beM nepeaaBaeMon UHdopmauuu B
TaKnX CeTAX 3HAYUTENMbHO MEHbLLIE, YEM B CETAX C NPSIMbIMU KaHanaMu CBsi3n OT OAHOro agpecara K Apyromy.

A.11 MpusHaHue

Mpu3HaHue u HarpaXkaeHne paboTHUKOB yCUNMBaET MOTUBALMIO U NOHUMaHWE NEPCOHANOM LLEHHOCTH
CBOMX YCUIUIA, CAEenaHHbIX B WHTEepecax opraHusauuu. [MpusHaHue AOCTMKEHWUA [AOSDKHO YyCUNMBaTbL
cTpeMmneHue nepcoHana paborarb eLe nyyile B 3agaHHOM HanpasneHun. OHO TaKkke AEMOHCTPUPYET, UTo
opraHu3auus LUeHUT CBOMX pabBOTHWMKOB M AymaeT 06 uX ycrnexax, YTo yCUSMBaeT YyBCTBO FOpAOCTU W
yBaXKeHus cpean paboTHUKOB.

HekoTopble oOpraHusauum TaKkKe NPU3HalOT BKMag APYrMX CTOPOH, HarnpuMep, MOCTaBLUMKOB U
paboTHUKOB, BLINOMHAOLWMX PaboTy MO NOPYYEHUIO OpraHusaummn. B aTom crniyyae pykoBOACTBYHOTCA TEMM
Ke NPUHLMNamu.

HemaTtepuanbHoe BO3HarpaXgeHue MOXeT 4YacTO LEHWUTbCS Bbllle, YeM BO3HarpaxkaeHue B BUIE
OEHEeXHbIX CPeACTB WMU LEHHbIX NoAapkoB. B OTHOWeEHMM npu3HaHuA Bknaga M 3acnyr paboTHMKOB,
opraHusauuu cnegyet yCTAHOBUTb ACHbIE W MOHSATHbIE KPUTEPUU B OTHOLLUEHUM TOrO, Kakue pesynbTarhbl
pabotbl unu Bknaa paboTHMKOB OyayT Npu3HaBaTbCA M OLEHMBATLCS OpraHu3auuei, W 9TO AOMKHO
NOAKPEnnsATLCA CUCTEMaTMYECKOn 0BpaTHOI CBA3bIO C pabOTHUKaMW BHYTPU OpraHu3aLum.

OpraHusayust gomkHa coobuatb cBoMM paboTHUKAM CheLuanbHyo MHOpPMaUMIo 0 TOM NOBEAEHUN
UNu 0 Tex AENCTBUAX, KOTOPbLIE NPU3HAIOTCH U LEHATCHA. B ngeanbHOM crnyyae npusHaHue HOMKHO MMETb
MECTO MO BO3MOXHOCTW Cpasy MOCre AOCTMXKEHWSI pe3ynbTaToB, Tak YToObl 9TO MPU3HAHWE YCUMMBAMo
CTPEMIEHUE K COBEPLUEHMIO TEX NMOCTYNKOB W JOCTUXEHUIA, KOTOPbIE OpraHU3auus XenaeT nooLpuTb.
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A.12 MNop6op nepcoHana

Moa6op nepcoHana — 9T0 npouecc noucka, nogbopa n oTbopa nepcoHana Ha Ty WU UHYIO NO3ULMIO
B opraHusauuu. PykoBoawuTenu nogpasgeneHuin MOryT B TOW MNW WMHOW Mepe NPWHWMATb ydactue B
npouecce noabopa nepcoHana, oaHako Gonee KpynHble OpraHu3auuMu MOTyT BOCMOMb30BATLCA YCMyramm
KagpOBbIX areHTCTB.

Mouck kaHAMOATOB BKIOYAET WAEHTUMMKALUMIO KaHAuaaToB, obnagawwmx COOTBETCTBYIOLLEN
KOMMETEHTHOCTbIO, NOCPECTBOM Pa3MELLeHUA peKrnambl UMM 4Yepe3 MOUCKOBLIE CUCTEMbl areHTCTB Mo
noaGopy nepcoHana. B pesynbTate hopMupyeTcs CNUCOK KaHAUAATOB, KOTOPbIE 3aTEM MOTYT OLlEHUBATLCSH
¢ TeMm, 4ToObl oOnpefenuTb KaHAMAATOB, KOTOpble obnajawT TpebyembiMu KBanupUKaumsamMm wu
nepcoHanbHeIMU JaHHBEIMU, NOAXOAALLIMMU OPraHu3aLmm.

KoMneTeHTHOCTb HEOOX0AMMO OLIeHUBATL A0 ONPOCa KaHauaata Ana Toro, 4Tobbl onpeaenuTb YPOBHU
KOMMETEHTHOCTU. TECTUPOBAHME MOXET BKIOYaTb TECTbI, OLIEHMBAIOLUME UHTENNEKTyanbHbIe CMNOCOOHOCTH
M HaKMOHHOCTU, 3HAHUA MO paboyeli cneuuanbHOCTU U NIMYHOCTHbIE KayecTBa kaHauaarta. 3atem MoryT
NPOBOAUTLCA UHTEPBbIO COTNACHO YCTAHOBIEHHLIM CXEMaM UMM B NPOU3BOSIbHOM MOPSAKE.

MHdpopmMaumio, NpefoCTaBneHHYI0 COUCKaTeneM B aHkeTe, HeoOxoaumo BepuduUMpOBaTbL U B
HEKOTOpPbIX CUTyauusx MOXeET noTpebosaTbCA npoBepka GnaroHagexHocTu kanaupata. Bce ato moxer
ObITb LUMPOKOMACLUTAOHON 3ajaqvei U K MOMEHTY NPUHATUS PELLIEHUS B NOMb3y TOrO UMM UHOTO KaHAuAaTa
cneayeT nocraparbCa CBECTU 3TOT NPOLIECC K ABYM MM TpeM npetenaeHTaM. MoxeT Takke noHagooutbcs
nNpoBepUTb PUUYECKYIO CNMOCOGHOCTL YeNoBEKa BLINOMHUTL 3aAaHHyIo paboTy.

OkOHuYaTenbHoe pelieHne O BbIOOpe kaHauMaaTa OObLIMHO NPUHMMAET PpabOTHUK, KOTOpbLIA B
AanbHeliemM 6yget kypuposaTb OyayLuero cotpyaHuka. Ha pewuenme o BbiGope TOro unm MHOTro kanauwaaTa
MOXET TaKKe BNUATb MHEHWE ero ByayLmx konner no pabote B TOM Criyyae, €Cnm 3Tu NI0AN BCTPeYanucb ¢
KaHgMaaToM B Xofe npouecca oTéopa couckaTenei Ha BAKaHTHYIO MO3WULMIO. 3TO 3aBUCUT OT KyIbTYpbl
caMoii opraHusauuu.

Ha ©9TOM npouecc nO 3anoOfHEHWIO BAKaAHTHOW Mo3uumMn 3aBepiaetca. Moxer TaKke
npegycMaTpuBaTbCs CTAXKAPOBKA UMK UCTILITATENbHbBIN CPOK.

A.13 OTBETCTBEHHOCTb U NOSIHOMOYUA

Ecnn paboTHUKM SICHO MOHMMAIOT CBOIO POfib U OTBETCTBEHHOCTb B OpraHm3aumu, To OHu Gonee
3(pheKTUBHO BOBEYEHLI B OPraHM3aLuoHHbIe npouecchl (CM. noapasaen A.8).

OpraHu3auus AOMmKkHa aiekBaTHbIM 00pa3oM HagenaTb paboTHMKOB NONHOMOUYUAMMU C TEM, YTOObI OHK
6panu Ha cebsA OTBETCTBEHHOCTb 3a MPUHATUE PELUEHUN, KaCAIOWMXCA BbLIMNOMHAEMOW UMM PaboThI.
O6nacTb OTBETCTBEHHOCTU AOSHKHA COrNacoBbIBATbCA C YPOBHEM WX KOMNETEHTHOCTU M TpeGoBaHMAMM,
onpeaerieHHbIMM B pamkax CUCTEMbl MEHEeIXXMEeHTa kavecTBa. [na OcCywecTBneHus nepegaqu
OTBETCTBEHHOCTM W TONHOMOYMI B OpraHu3auuu, B Hew AormkHa ObiTb co3gaHa pabouas cpepa,
CTUMYSIMPYIOLLAA XernaHue U BO3MOXHOCTW nepcoHana ynpaenATb CBOEN COOCTBEHHOW paboTon u
nNpUHMMaTb OTBETCTBEHHbIE peLueHns (CM. nogpasgen A.2).

PykoBogutenu AomkHbl 3akpennsATb 3a paboTHMKAMWM OpraHu3auuum npuemnemble NOMHOMOYUA U
pa3BuBaTb HaBbIKWU, HEOBX0AUMbIE pabOTHUKAM ANA UCNOMHEHUA CBOUX 06sA3aHHOCTEN. PykoBoautenu Bcex
YPOBHEN OpraHuM3auumM AOJSDKHbI CTapaTbCA AeNierMpoBaTtb MOMHOMOYUA MO YNPAaBAEHUIO npoueccamun u
MPUHATMIO PELLEHNI CBOUM paBoTHUKaM M yBENUYMBATL TaKMM 06pa3om cTeneHb rMBKOCTH opraHu3auum.

A.14 KomaHgHas paboTa

Cnoco6HocTe paboTaTb B KOMMEKTUBE MPU3HAETCA B KayecTBe TpebOoBaHMs, MPUMEHAEMOro K
paboTHukam noboi opraHusaumu, He3aBUCHMO OT ee pasmepa. PesynbTatbl KOMaHaHOW paboThbl
Jocrurailotcs Gnarogapsi cnocobHOCTU nepcoHana pabortarb coobwa npu NpPOAYKTUBHOM U TBOPYECKOM
B3aMMOZENCTBMM NO XO4y TOr0 UMM MHOTO NPOLIECCa, YTO BEAET K YNy4LUeHUIo U obecneyeHuto TpeGyemoro
kayecTBa npoaykuum u ycnyr. KomaHgHaa paboTta pa3BuBaeTcs Toraa, KOrda B KONMEKTMBE CO3jaHa
aTMmocdepa JOBEPUSA U B3AUMHOTO YBAXKEHUS.

Mpoueccel N0 Mepe ux peanusauun Ha pasHbiX CTaAUAX YacTo NEPECceKatoT rpaHuLbl noapasaeneHuni
U PyHKUMOHanNbHbIE YPOBHW, a Takke APYrue rpaHuubl B pamkax Mons AEeATENbHOCTWM OpraHu3aumu.
KomaHgHas pabGoTa nomoraeT cocpeAoTo4MTb M ONTUMU3MPOBATL YoUNuA nepcoHana. KomangHas pabota
CHWXaeT PUCKWU 3a CYEeT TOro, 4To C €e MOMOLLbBIO YCTPaHAETCA YpesMepHas 3aBMCUMOCTb OT AEWCTBUIA
OAHOro KOHKPETHOrO YENOBEKA, U 9TO AAET AOMNOSHUTENbHbIE rapaHTUM TOro, YTO NPEAYCMOTPEHHbIE Lenu B
obnacTu ka4ecTsa MOTyT ObITb 4OCTUrHYThI. OfHaKo OpraHM3auus AOMKHA NPOBOAUTL OLEHKY CMOCOBHOCTU
UMK CKNOHHOCTU PaBOTHMKOB NS BLINOMHEHUSA TEX UM UHBIX POeii B rpynnax.

SdpekTnBHaa paboTa rpynnbl  YBENUYMBAET BEPOATHOCTb AOCTUXKEHMA NpPeayCMOTPEHHbIX
pesynbTatoB Ans noboro npoekra, npouecca, npoaykta unu yocnyru. Ons adhdeKTUBHON KOMaHAHOV
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paboTbl pPyKOBOAMTENb AOMKEH CO3AaTb COOTBETCTBYIOLLYIO pabouyio cpelly, B KOTOPOW NepcoHarn CMOXeT
COBMECTHO paboTaTtb, NyTem OnNpefeneHus u MNOCTAaHOBKM OOLMX uUenen W 3ajad Ans BCEM TPyNMbl.
KomangHas pabota noowypsieTca nyTem Npu3HaHus 3acnyr W BKnaga BCeW IPynnbl, @ HE KOHKPETHOro
paﬁOTHI/IKa, oTMe4dyasa No3uTuBHbIE BITIUAHUA U co3aaBadA CTUMYIbl ANA NNOAOTBOPHOrNo COTpyaHM4YecTBa B
rpynne (cMm. nogpasgen A.11).
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Npunoxexne B
(cnpaBouHoe)

CamooueHka

BonbluMHCTBO AENCTBUIA, NepeuncneHHbix B Pazgenax 5 — 8, MOryT CnyXuTb KOHTPOSbHBIM NepeyHeM
ANA OLEHKM TekywewW cuTyauum B OpraHusauuM, CBSI3aHHOM C BOBNEeYEeHUEM pabOTHUKOB U  UX
KOMMETEHTHOCTbLIO. YPOBHU BOBrieYeHUsi paboOTHMKOB M MX KOMMETEHTHOCTb MOFYT Takke MPOBEPATLCA
NnocpesCTBOM CPaBHEHUS BbLIMOMHEHHbIX AEWCTBUM COMMACHO NO3ULMAM/MYHKTaM, NEPEYUCTEHHbIM B
KaxaoMm pasgene. lNpu onpegeneHun ypoBHS BOBIEYEHUS BO3MOXHbI Pa3sHOODOpa3sHble KOPPEKTUPOBKM,
Hanpumep, OLUeHUBaHME CTEeNeHW 3aBepLUEHUs OTAENbHbIX ASWCTBUMIA U NPpUAAHUE pasfMYHON 3HAYUMOCTU
(Beca) B OTHOLUEHUM NPeANPUHMMAEMbIX JEeHCTBUN.

20



Tabnuuya B.1— CamooueHka BoBre4eHs paboTHMKOB

YpoBeHb pa3BUTUSA/3penocTu

YpoBeHb 1

YpoBeHb 2

YpoBeHb 3

YposeHb 4

YpoBeHb S

Pa6oTHukM nomnyyaloT MHOopMaLuio
Ha coBbpaHNAX UMK Mo 3NEKTPOHHOW
noyte (U T. A.) 0 AEACTBMSX,
nepeYncneHHbIX B pasgenax 5—3,
OTHOCALLMUXCA K UX pabo4nm ydacTkam,
1 0 BO3MOXHOCTH paboTHWUKOB 1 rpynn
OKa3blBaTb BNUSHWE Ha yKasaHHble
nencTBuA.

MpeanoxeHus, noctynatoLme oT
paboTHWUKOB, MPUBETCTBYIOTCA

PaboTtHuku obeyxaatoT ¢
KypupytoLmu paboTy nuuamm
AeNCTBUSA, NepeqncneHHble B
pasgenax 5—8, OTHOCALMXCS K UX
pabounM y4acTkam, B YaCTHOCTU O
CTPEMNEHUSIX, HanpaBEeHHbIX Ha
MOCTOAHHOE yny4LUeHne.
PaGoTHWUKW NpeanaratoT ynyuJllieHus
B OTHOLUEHUMN HEKOTOPLIX AEWCTBUIA.
3TW NpeanoXeHus
paccmarpuBaloTcsl onepaTUBHO

PaboTHMKM aKTUBHO y4acTBylOT
BO BHEPEHUU 1 YNyyLLEeHNH
OEWCTBUIA, NEPEYUCTIEHHLIX B
pasgenax 5—38, Ha cBoux
yyacTkax paboTbl.
Kypupytowumu paboty nulam
oKasbIBaeTCA noagepxka

PaboTHuKK akTUBHO nepeaatoT
OMbIT MO BHEAPEHUIO U
YIYYLLIEHUIO B OTHOLLEHUM
NEeNCTBUIA, NepevnCneHHbIX B
pasaenax 5—8, paboTHukam
Apyrux pabo4ux yyacTkoB
opraHusauuu.

MmeeTcs xopolas noaaepxka
CO CTOPOHBI pykoBoauTeneit

PaboTHWKM MHULUKMPYIOT U
pa3pabaTbiBaloT HOBble AeACTBUSA,
CBsi3aHHble C 1eMCTBUAMY,
nepevyncrieHHbiIMU B pasgenax 5—
8, Ha cBOMX pabounx ydacTkax U
NPUMEHSIIOT 3TO TaloKe Ha ApYrux
paboumnx y4acTkax opraHusaLum
unu npu paboTe ¢ noTpebutenamu
¥ NOCTaBLUMKaMM.

BoBneveHue n o6sa3aTenscTBa
NPU3HAKOTCA N 3aMETHBLIM 06pa3om
LEHATCA PYKOBOACTBOM

Tabnunya B.2— CamooueHKa KOMNETEHTHOCTU

YpoBeHb pa3BUTUA/3periocTn

YpoBeHb 1

YpoBeHb 2

YpoBeHb 3

YposeHb 4

YpoBeHb S

PaboTHUKM 0BnafatoT 3HaHUSMKU U
HaBbIkaMW 45 BbINOMHEHWSA
nopy4aembiX UM TUMOBLIX 3agaHuii 6e3
Haf3opa co CTOPOHbI MHCTPYKTOpA.
Opyrue nopy4aemele paboTHUKaM
3afiaHvs TpebytoT Haa3opa.
PaboTHWKKM MHOrfa NpocAT o
nposezeHun obydeHns B obnactu
BbINOSIHAEMOW UMK paboTbl

PaboTHukM obnagatoT 3HaHUAMU U
HaBblKaMu 4515 BbINOSIHEHWS BCEX
npeanucaHHbIX UM 3agaHunii 6e3
Haf3opa co CTOPOHbI MHCTPYKTOpA.
OHM cnpalumnBaloT 0 NpoBeAEHUN
0By4eHWs BHYTPU /Ui BHe
opraHvsauuv gnsa passuTus cBoe
KOMMETEHTHOCTHU.

OHu npegnaratoT uaem no
yRy4LleHuto

PaboTHUKM 0BnafgatoT 3HaHUeM K
HaBblkaMu, YTobLI felicTBoBaTL
KaK UHCTPYKTOpPbLI Ha CBOUX
pabouux y4acTkax.

OHu GepyT OTBETCTBEHHOCTL 3a
npoLeccel, B KOTOPbIX OHW
3a4elicTBOBaHbI.

OHWU BblpabaTbIBatoT U BHEAPSIOT
uiew, HarnpaBneHHble Ha
yryyLleHue.

OHW NPOCAT HacTaBneHui n
NPOXOXAEHUSA CTaXUPOBOK ANs
nony4eHus Ksanudukayuii ons
ApyrvX JOMKHOCTEN Uru No3uLuii

PaGoTHukM 06napatoT 3HaHueM
1 HaBblkamMy, YTOObI
feicTBoBaTL Kak MacTepa unu
HaCTaBHUKM.

OHu cTpemATca nepefaTh CBOM
3HAHWSI M ONBIT B LieNsAX
ynydleHus paboThbl
opraHusauum.

OHu y4acTBYHOT BO BHYTPEHHEN
W BHELLHEN [esTeNIbHOCTH Mo
BeHUYMapKMHIY.

OHM co3fatoT OCHOBY ANA
CTpaTern4eckoro passuTUs
opraHusauum

OHU aKTMBHO y4acTByIOT BO
BHEePEHUN HOBLIX MPOLIECCOB.
OHwu 3anpalLuBatoT 0
LONrocpoYHbIX NnaHax no
pasBUTUIO Kapbepbl

Pa6oTHuk1 0GnagatoT 3HaHUAMK U
HaBblkaMK, YTOOLI NPUHATL
OTBETCTBEHHOCTb 3a 4acTb
OCHOBHBIX y4acTKoB paboTbl
opraHusauuu.

OHU NPpUHUMaIOT aKTUBHOE y4YacTue
B paspaboTke opraHv3aLMoHHOM
cTpaTeruu, NONUTUKKM U LiEnen.
OHU UHALMUPYIOT U aKTUBHO
y4acTByIOT B pa3paboTke HOBBIX
npoLeccos

OHM NogaepXuBatoT LLUKPOKYHO
CBS3b C Komneramv B Apyrux
opraHusauusax 1 BLICTYNatoT B
Ka4yecTBe aBTOPUTETHBIX
npeacTaBuTenein ceoei
opraHusauum
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MpunoxeHune JA
(cnpaBoyHoE)

CBeaeHusa 0 COOTBETCTBUU CCbINIOUYHbIX MeXAYHAPOAHbIX CTaHAAPTOB
CCbUIOYHbIM HaUMOHaNbHbIM cTaHaapTam Poccuitckon Pegepauum
(v BeCTBYIOWMUM B 3TOM KavyeCTBE MEXrocygapCTBEeHHbIM CTaHOgapTam)

Tabnuya QA1

- IDT — naeHTUYHbIA cTaHAapT.

OB03HavYeHNe N HaMMeHoBaHue
O60o3HaYeHne cCbINoYHOro CTeneHb
COOTBETCTBYHOLLEro MeXxrocygapcTtBeHHOro craHjapTa,
MeXAyHapogHoro ctaHaapTa COOTBETCTBUA o o
HauWoHaneHoro ctaHaapTta Poccunckoi Cbe,qepaumm
NCO 9001:2008 IDT [OCT ISO 9001—2011 «CucteMbl MEHEAXMEHTA
kayectBa. TpeboBaHWA»
MNCO 9000:2005 IDT [OCT ISO 9000—2011 «CucteMbl MeHeaXMEHTa
ka4ecTBa. OCHOBHLIE NONOXEHNA U CNOBapb»
NCO 10015:1999 IDT [[OCT P UCO 10015-2007 «MeHeaXMEHT
opraHusayuu. Pykosoasiymne ykasaHusa no obydeHuo»
MNCO/TO 10017:2003 IDT FOCT P UCO/TO 10017-2005 «CraTtuctnyeckue
MeToabl. PykoBoACTBO Mo NPUMEHEHUIO B
cootBetcTBUKM ¢ TOCT P UCO 9001»
MCO10001:2007 IDT FOCT P UCO 10001-2009 «MeHeaXMeHT KavecTBa.
YA0BNeTBOpEHHOCTL NoTpebutenein. PekomeHaauum
o npaBunaM NoBeAeHUs1 AN opraHu3auuiiy
MCO10002:2004 IDT FOCT P UCO 10002-2007 «MeHeaXMeHT
opraHusauui. Y4oBNeTBOPEHHOCTb NOTpebuTens.
PykoBoacTBO No ynpaBneHuto NpeTeH3NsAMHN B
opraHusayusx»
MCO10003:2007 IDT MOCT P UCO 10003-2009 «MeHeaXMeHT KavecTBa.
YA0BNeTBOPEHHOCTL NoTpebutenein. PekomeHaauum
Mo yperyrnmpoBaHWUIO CMOPHbLIX BONPOCOB BHE
opraHusauumy
MpumevyaHne — B HacToAwWei Tabnuue WCMONL30BaHO crieaylolee YCrnoBHoe 0603HauYeHWe CTeneHu CooTBeTCTBUA
CTaHAapToOB!:
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(1
(2]
(3]

(4]

(5]

1SO 9001
1SO 9004
1SO 10001

1SO 10002

1SO 10003

1SO 10004
1SO 10015
ISO/TR 10017
1SO 19011

FOCTP UCO 10018—2014

Bu6nuorpacdpusa

Quality management systems — Requirements
Managing for the sustained success of an organization — A quality management approach

Quality management — Customer satisfaction — Guidelines for codes of conduct for
organizations

Quality management — Customer satisfaction — Guidelines for complaints handling in
organizations

Quality management — Customer satisfaction — Guidelines for dispute resolution external to
organizations

Quality management — Customer satisfaction — Guidelines for monitoring and measuring
Quality management — Guidelines for training

Guidance on statistical techniques for ISO 9001:2000

Guidelines for auditing management systems

Quality management principles, 1SO, 2001)1

! HocTyneH Ha http://www.iso.org.
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