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MpeancnoBune

Llenu n npuHumnel ctaHaapTusaummn B Poccuinickon ®eaepaumm yctaHosneHsl deaepanbHbiM 3aKOHOM
0T 27 nekabps 2002 r. Ne 184-93 «O TexHUYECKOM perynnupoBaHuny, a npasuna npuMeHeHns HauMoHanbHbIX
ctaHgapToB Poccuiickoin ®egepaunmm — FOCT P 1.0—2004 «CtaHgapTtusauusa B Poccuinckon ®egepaunn.
OCHOBHbIE MOMOXEeHUS»

CBepneHUs1 o cTtaHaapTe
1 PA3SPABOTAH HayuHo-TexHu4eckum ueHTpom « MHTEK»

2 BHECEH TexHnuyeckum komuteToM no craHaaptusauum TK 100 «CTtpaternyeckuin 1 MHHOBaLMOH-
HbIA MEHeAXMEHT»

3 YTBEPXIEH W BBEAEH B JENCTBWE lMpukasom deaepansHOro areHTCTBa Mo TEXHUYECKOMY
perynuposaHuto u meTtposnoruun ot 21 gekabps 2010 r. Ne 884-ct

4 BBEJEH BMNEPBbLIE

UHpopmayusi 06 uaMeHeHUsIX K HacmosiweMy cmaHOapmy rybiiukyemcs 8 exe200Ho u3dagaemMoM
UHGhopMayuoHHOM yKka3amene «HayuoHaneHbie cmaH0apmbi», a mekcm U3MeHeHul U rornpaeok — & exe-
MecCAYHO u30asaeMbiX UHDOPMaUUOHHBIX yKasamersax «HauyuoHaiibHbie cmaHOapmebl». B cnyyae nepe-
cMompa (3amMeHbl) Uunu OmMeHbl Hacmosiuje2o cmaHOapma coomsemcmeylouwee ysedomneHue bydem
onybruKo8aHo 8 exXxemMecsIYHo uszdasaeMom UHEOPMaUUOHHOM yKasamerne «HauuoHanbHelie cmaHdapmbi».
Coomeemcmeyrowias UHpOpMayusi, ysedomsieHue U MmeKcmbi pasmMew,alomes makxe e UHGhopMayuoHHoU
cucmeme obuje20 rMosib308aHUsI — Ha oguyuarnsHom calime dedepasibHO20 a2eHmMcmea o MexHUYeCcKoMy
peaynuposaHuro u Mmempornoauu 8 cemu iHmepHem
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HacToswuii cTaHaapT He MOXeT BbITb MOHOCTbIO UMW YaCcTUYHO BOCNPOU3BEAEH, TUPaXKMPOBaH 1 pac-
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MY perynupoBaHuio 1 MeTponorum
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FOCT P 54138—2010
BeBeaeHue

HacTosiwmin craHgapT codepXuT nepeveHb KOHTPOSbHBIX BOMNPOCOB, OXBaTbiBAOWWMA pasnuyHble
acnekTbl pas3paboTku, BHeAPeHUS U cepTUthuKauun CUCTeMbl MEHeMKMeHTa KavecTBa Ha COOTBETCTBUE
FOCT P CO 9001 B Lensix okasaHUs MOMOLLM MarnbiM U CpeaHUM NPeanpuaTUAM NPy NOHUMaHUU U peanu-
3auun Tpebosanuit FOCT P UCO 9001; nossonseT nNpeanpusatusim onpeaensaTb COOTBETCTBUE UX cTaTyca
aTuM TpeboBaHMsAM; nomMoraeT aeHTUPULIMPOBaTb OCHOBHbIE 061acTH yny4dleHua. KOHTponbHbIi nepeveHb
cocTouT U3 11 YacTen, kaxxaas U3 KOTOPBIX PACPOCTPaHSIETCA HA KOHKPETHLIN acnekT cepTudurkauumn npea-
NpUATUA UNKU Nposepku Ha cooTtBeTcTBUEe TOCT P NCO 9001, ¢ kpaTKuM nosicHeHueM TpeboBaHUiA U Oonos-
HUTenNbLHON NHopPMaLMen.

HacTtoswwmin ctaHaapT onnpaeTcst Ha NPUHLMMIbLI CaMOOLIeHKU CUCTEM MEeHeIXKMeHTa KayecTBa npea-
npuaTuin, usnoxeHHsle 8 MCO 9001 Fitness Checker, koTopblii 661 paspaboTaH B cootBeTcTBUM ¢ Mporpam-
MO MOBLILLEHUA KOHKYPEeHTOCMOCOBHOCTU ManbiX U cpedHux npeanpusatun (ProCIP) MexayHapoaHbiM
LEeHTPOM TOProBnw.
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HAUUWOHANBbHBLIA CTAHOAPT POCCUMCKOWU O@®EREPALUMU

NPOBEAEHUE CAMOOLIEHKU OEATENbHOCTU NPEANPUATUA HA COOTBETCTBUE CUCTEM
MEHEQ)XMEHTA KAYECTBA NPEQNPUATUA TPEEOBAHUAM CTAHOAPTA
rocT P UCO 9001—2008

Implementation of the enterprises activity self-certification with conformance of the enterprise quality management
system to the requirements of GOST R ISO 9001—2008

Hara BBegeHna — 2011—09—01

1 O6nacTb NnpuMeHeHunA

Hacrtoswumin ctaHaapT coaepxuT onucaHue TpeboBaHuiA, NnpoLeaypbl cepTudukaL MM Ha COOTBETCTBUE
HacTosleMy cTaHAapTy, a Taioke npoueaypel, HeobxoaANMMON ANs NOCTENEHHOro NPOABWKEHNUS NPeAnpuUATUs
K cooTBeTCTBUIO TpeboaHuam MTOCT P UCO 9001. MNMpuseaeHHLIA MexaHU3M NOMOXEeT OHOBPEMEHHO onpe-
AennTb COOTBETCTBUE NPeaAnpUATUSA aTUM TpeboBaHUsIM U, criefoBaTenbHO, MOMOXET UAeHTUMULMPOBaTb
OCHOBHbIE 06MacTu yny4leHna Ha NyTn K cepTudmkaLmm Ha cooTBeTcTBUE TpeboaHusam FTOCT P UCO 9001.

Bonpochl crpynnuposaHbl B 11 yacteit, kaXxaas U3 KOTOPbIX pacnpocTpaHsieTCsl Ha pasfnuyHble acnekTbl
NPOABMXEHUA NPeanpuATUA K cepTudukaumm unm nposepke (ayauty) Ha cooTseTcTBue FTOCT P MCO 9001.
Ho oHu He 0b6a3aTenbHO AoMKHBI 6bITh peannsoBaHbl HesaMmeaAnuTenbHO. Ecnu Bel XoTUTE pasaenutb Bawy
OLleHKy Ha nocriegoBaTeflbHble 3Tarbl, TO MOXeTe COXpaHUTb AOKYMeHTauuo (daiin) u npoaonkuTb ¢ Toro
MecTa, rae Bbl OCTaHOBWUIUCH Ha NpedbigyliemM atane. Kaxabiii Bonpoc cchopMynupoBaH Tak, 4tTobbl oTBeT
6b1n 0gHO3HAYHBIM — «da» UnNn «HeT». OTBeYasi Ha BOMPOC «/ax, Bbl NoATBepXkaaeTe Balle NOHUMaHue npo-
6nemMbl MW NNaHMPOBaHWe BaMW JaHHOrO acrnekTa cUCTeMbl MeHeKMeHTa kadecTBa. MNpu oTBeTe «HeT»
npeanonaraeTcs, YTo NMbO Bbl HEe YBEPEHEI B TOM, KaK NpodormkaTs paspaboTKy KOHKPETHOTO acnekTa MeHe K-
MeHTa kadyecTBa, Nnbo BaM HesicHa npobrnema B NPUHLMNE Ha AaHHBLIA MOMEHT, NMPU 3TOM Bbl MOXeTe MosTy-
UYNTb B Ka4ecTBe OTBETa AOMNONHUTENbHYIO NHOPMaLMIO, KoTopas MOXeT BbITb MonesHa Ans Bac.

HacTosawmin ctangapTt npegHasHadeH npexae Bcero Asnsi NoBbILWEeHUs: KOHKYPEHTOCMOCOBHOCTM Marnbix
1 cpeaHux npeanpuatuin (MCIT). OgHako oH MoXeT BbiTb MCNOML30BaH U APYTMMU NPeanpUATUSIMUA pasnud-
HbIX hopM COBCTBEHHOCTH.

PasHuua mexxay MCI 1 6onee KpynHbIMU OpraHn3aumMsiMmn 3akitoyaeTcs B TOM, YTO BTopble MoryT cebe
no3sonuTb bonee AeTanu3vpoBaHHOe pasdeneHne n pasrpaHudeHne yHKLMIA, NOMHOMOYMUIA U Pecypcos,
Toraa kak MCI1 BbIHY>XAEHbI UHTErpupoBaTh pasnuyHble pyHKLMN 1 06513aHHOCTU B paMKax OAHUX 1 TeX Xe
noapasfeneHun, CoTpyaHUKOB U PeCYpPCOB, UMK NMOMHOCTLIO UCKIHOYATb KaKyt-TO UX YacTb.

Kpome Toro, MCI1 ropasgo TpyaHee B3anMoAencTBOBaTb C KPYMNHbIMU MOCTaBLMKkaMu, KoTopble 6ornee
CKIOHHBI pearmpoBaTb Ha TpeboBaHUsi Gonee KpynHbIX cBOWUX KNneHToB. B atom cmeicne MCIT ropazgo
TpyaHee HanaguTb HeobxoauMmyto opraHusaumio paboT Mo cos3gaHuio 1 noaaepxaHuo addekTUBHON aes-
TenbHoCcTU, BKtovas U CMK, noaToMy 4ns HUX SIBNSAeTCA Ype3BblYaiHO BaXXHbIM Hanuvme 6onee YeTKnx peko-
MeHAaLuMi, NO3BONALWNX UM YCTaHaBMNBATL U OLeHMBATE NPaBUITbHOCTb U 3 EKTUBHOCTL COBEPLUAEMBIX
UMW OENCTBUA B OTHOLLEHUW CBOEN HEMOCPEeACTBEHHON AeSATENBHOCTU U 0COBEHHO NPUMEHSIEMBIX UMW CUC-
TEM MeHeKMeHTa KayecTea.

2 HopmaTuBHLIE CCbINKK

FOCT P NCO 9000—2008 Cuctembl MeHegpkMeHTa KadvecTBa. OCHOBHEIE NMOMOXKEHNSA U CIIOBapb

FOCT P MCO 9001—2008 CucteMbl MeHemxMeHTa kadecTBa. TpeboBaHus

FOCT P UCO 9004—2010 MeHeaXXMeHT ANnst AOCTUXKEHNA YCTOWYMBOro ycnexa opraHusaunn. Moaxon,
Ha OCHOBE MeHeaXMeHTa KavyecTea

FOCT P UNCO 10007—2007 MeHeaXmeHT opraHusauun. PykoBoasilmMe ykasaHus Nno yrnpasrneHno KoH-

urypaumen

WU3spanne opmumansHoe
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3 O603Ha4YeHMA U COKpaLleHus

M3K — MexayHapoaHasa anekTpoTexHuieckasd KoMUCCUs;

NCO — MexayHapogHasa opraHusauns no ctaHgapTusauum;

onga (KISS) — onepaTMBHOCTL U NpOCTOTa B ASNCTBUSIX;

CMK (QMS) — cucteMa MeHeJXXMeHTa KadecTBa;

MCI (SME) — manble 1 cpegHue npeanpuatus;

FOHKTAL (UNCTAD) — KoHdrepeHuus Opranusaunm O6begnHeHHbIX Haumi no sonpocam Toprosnu 1
pasBUTUS;

BTO (WTO) — BcemupHas Toprosas opraHusaums.

4 OOLWwMe nonoxeHus

HacToswui ctaHgapT npegycmatpusaeT creaytowne 11 3Tanos Ha NyTn K cepTudukaLm nnm nposep-

ke (ayauTty) Ha cootBeTcTBUe FTOCT P MCO 9001:

MpuHsATUE cTpaTerm B obnacti ka4yecTea.

PaspaboTka cuctembl MeHe)KMeHTa KadecTsa.
OTBETCTBEHHOCTb PYKOBOACTBA.

CoszgaHue 1 peanusauunsa (KM3HEHHBIA LK npoayKLum).
Ca#3b ¢ notpeburenamu.

3akynku.

MpoekTupoBaHue 1 paspaboTka.

MponasoacTBo 1 oBCnyXnsaHue.

MOHWUTOPWHF, U3MepeHUe 1 aHanus.

10 BHeapeHue cUCTEMbl MEHEIXKMEHTa KadyecTsa.

11 CepTudukaumsa n nogaepxadve B paboyem COCTOSHUM CUCTEMbI MEHEKMEHTa KayecTBa.

B Havane ctaHgapTa NpeasioXeH KOHTPOMbHBIA NepeveHb BONPOCOB ANA OUEHKN, NO3BOSOLNIA Npo-
BECTV NpedBapuUTesbHbIA aHanns HeoCcTaTKOB U AaTb obliee NpeacTaBneHne o Ballell roTOBHOCTU K cepTu-
dukauun/nposepke (ayanty) Ha cootBeTcTBUE TpebosaHuam MOCT P NCO 9001.

[anee npuvsedeH BONPOCHUK, NO3BOMAOLIMIA OpraHM3auusaM Jydlle oco3HaTb COOTBETCTBUE UX Aes-
TenbHocTu unn CMK tpeboaruam FOCT P MCO 9001.

Ecnu Bbl 0TBETUAN Ha BONPOCHI YTBEPAUTENBHO, TO 3TO 03HAYAET, YTO AaHHbIN acMeKT Bawein geaTtenb-
HOCTU cKopee Bcero cooTBeTcTBYeT TpeboBaHuaM, npeabsasnsieMbiM k CMK Ha ocHose TOCT P UCO 9001.
Ecnu oTBeT oTpuLaTenbHelid, To B pasgene «KoMMeHTapuu» npuBeneHa uHdopMaums, kotopas MoxeT 6biTb
BaM nonesHa A4na nocneayoLero AoOCTXKEHUA COOTBETCTBUS B ByayLem.

Mpu 3TOM HEO6X0ANMO MMETL B BUAY, YTO NOJIOXKUTENbHbIE OTBETHI Ha BCE BOMNPOCHI TAKXKE He ABMNAT-
€A NOSTHOW rapaHTUei COOTBETCTBUA AeATENbHOCTA Balle opraHM3aLunn B OTHOLLEHUW kayecTBa TpeboBaHu-
am FOCT P UCO 9001—2008. 310 TOMbKO NO3BONSIET NOATBEPANTb, YTO Bbl HAXOAUTECH HA NPaBUIILHOM
nyTu npun noctpoeHun CMK 1 goctukeHun kavecTea.

[anee B TekcTe cTaHAapTa ANA Ny4wero NOHUMaHUSA UCNOMb3YIOTCA TEPMUHBI «MPOAYKLUA» U «yCny-
rm». Ecnn Takoro pasnuuna He caenaHo, To No4 TEPMUHOM «NPOAYKUMS» criedyeT NoHAMaTb U YCryry.

Takke B TEKCTe BCTpeyaeTcs nepevncneHue «ceptudukaums/nposepkar. B aToM cny4dae nog «nposep-
KOW» noApasymeBaoT BO3MOXHbIe NpoLeaypbl oLueHKA, Bepudukaunu, ayauTta, pernctpawmm, MHCNekTMpoBa-
HWA 1 apyrne.

CoO~NOOUTHEWN =

5 MpeaBapuTenbHbI aHaNU3 HEAOCTATKOB ANA COOTBETCTBUSA TPe6OBaHNAM
rocT P UCO 9001

Tabnuuya 1
MNpepBapuTenbHbI aHANWU3 HEAOCTATKOB CUCTEMbI MEHEDKMEHTA KauecTBa OueHka 3amevaHun
Beaute sanucu, obvsacHaowme
Mpumute pelieHue no konuuectsy 6annos ot 0 0 5 No kaxnoMy BonNpocy Hxe 0—5

OLIEHKY, ANA CCbINKW B Byaywem

1 Paspa6otanu nu Bbl, 4OKyMEHTaNbHO 0POPMUNN, BHEAPUNM U B HACTOSI-
wee spems noaaepxusaete B pabouem coctosHum CMK, oreevaioutyio Tpebo-
BaHuAM niobon cuctemsl, Bkniovasi FOCT P UCO 900172

2
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lpodomxeHue mabnuue! 1

MpenBapuTENbHBIN aHaNM3 HeJOCTATKOB CUCTEMBI MEHEKMEHTAa KavecTsa OueHka BameuvaHus

Bepute 3anucu, obbacHsAOLIME

MpumunTe pellerune no konudectay 6annos ot 0 Ao 5 No kaxxgomy Bonpocy Huxe 0—5 OLIEHKY, [N CCBINKA B By/IyLLEM

2 WpeHtudpmumposanu nv Bel NpoLeccsl, Heobxoaumble ans Bawen CMK, 1

a) nocneaoBaTenbHOCTE NPOLECCOB MOCTABKM NPOAYKUUM UMW YCIyT;

6) kpuTEPUM M METOAbl, HeobXxoauMble Ansi obecnedeHns SMEKTUBHOCTU
npoLeccos;

B) Hanmuue pecypcoB U UHGopMaLumn, HeobXxoauMbIX AN NogaepKaHus npo-
ueccoB?

3 Ectb rm y Bac:
a) PyKOBOACTBO MO Ka4eCTBY, BKIouUasi NONMTUKY U Lienu B 06MnacTu KauecTsa;
6) NMCbMEHHO OhOPMMEHHbIE NPoLeaypPbl M MHCTPYKLMK MO SKCnyaraumm?

4 CeupgeTenbCTBYIOT Ny Bawwy 3anvcu o6 3pdheKTMBHOCTM NPOU3BOACTBEH-
HbIX NpOLeccoB?

5 lMNpveepxeHo N BbiCLee PYKOBOACTBO NpuHUMNam paspaboTkn u BHeape-
Hus HoBo CMK?

6 lMpovHthopmuposano nu Balle BbiClIEe PyKOBOACTBO BCEX COTPYAHUKOB O
BaXKHOCTW oBecrneYeHusl cooTBETCTBUS TpeGoBaHUAM noTpeGutenen u apyrmm
TpeboBaHusm GuaHeca?

7 3asBuno nu BbiCWee PYKOBOACTBO O CBOEW MPUBEPXEHHOCTU NPUHUUNAM
obecneyeHns cOOTBETCTBUSI TpeBGoBaHMsIM NoTpebuTenen kak NnepBooYepeHon
3apaumn?

8 BkntovatoT nv Bawwm uenu B obnactm kavectea TpeboBaHWs kK NPOM3BOACTBY
M noctaeke?

9 Namepsiembl nNv Bawwm Lenu B obnactu kavectea?

10 Bbinw nun onpegeneHsl OTBETCTBEHHOCTb M NPaBa MEHeMKEPOB U COTPYA-
HWKOB M JoBefdeHbl 40 UX CBeaeHus?

11 EcTb v y pykOBOOCTBA CTPEMIIeHUE U pecypchl, HeobxoauMmble Ans:

a) BHegpeHws n noaaepxanus B pabovem coctosiHnm CMK 1 nocTosiHHOro no-
BblWeHUs ee 3hHEeKTUBHOCTY;

6) ynydleHns cTeneHn yaoBneTBOpeHns notpebutenei nocpeacteom obec-
neYeHns COOTBETCTBUS UX TpeBoBaHusmM?

12 EcTb v y Bawemn opraHusauvu npoueaypbl, obecneunsaiowme BblGop
KOMMETEHTHOro nepcoHana ans NnpoM3BoACTBEHHON AeATENbHOCTU?

13 O6ecneuvBaeT v Bawa opraHvsauusi obydyeHne U NoAroTOBKY KaapoB
UNW NpeanpuHYMaeT gpyrme Mepbl 4 pa3BuTus (NOBbILLEHUE KBanmdvKaLmm 1
KOMMETEHTHOCTU) COTPYAHWKOB?

14 CooTBeTCTBYET NV Balla opraHunsaums TpeGoBaHusiM, NpeabsBnsieMbIM K:
a) 3gaHusAM, pabounm YCroBMAM U KOMMYHAamNbHBIM COOPYXKEHUSIM;

6) TexHonorumveckomy obopyaoBaHmio;

B) BCMOMOraTenbHbIM ycryram, HanpuMep TpaHcnopTa unm cBsian?

15 Korpa Bbl nony4aeTe 3akas ot notpebuTens, paccmatpuBaeTe 1Ny Bbl €0 B
COOTBETCTBUM C:

a) TpeboBaHUAMM, YCTAHOBMEHHbIMM MOTPeOWUTeneM, BKIHOYas OesTerlb-
HOCTb, HEOGXOAMMYHO ANSA NOCTABKM U NOCHe NoCcTaBKK;

6) TpeboBaHMsIMU, HE YCTaHOBIEHHbIMY NOTpebuTenem, HO HEOGXoaUMBIMM
ANSA yCTaHOBNEHHOTO NPUMEHEHUR, U3BECTHOIO UV NPeANonaraeMoro npuMeHe-
Hus;

B) 3aKoHOZATENbHbIMU W Perynupyiowmmmn TpeboBaHusiMU, aeiCTBUE KOTO-
pbIX pacnpocTpaHAeTCs Ha NPOAYKUMIO MU ycryry?

16 WUndopmmpyeTte nu Bol noTpebutenen o:

a) uHcopmauum Ha NPOAYKUMIO;

6) BbINOMHEHUWN KOHTPAKTOB UNK 06paboTke 3aKka3oB, BKIIOYAs UBMEHEHUS;

B) MHAOPMAUUOHHBIX KaHanax ansi o6paTHoN CBSA3W W NMonyveHum xanob ot
notpebutenen?
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lpodomxenue mabnuupsi 1

I'Ipe,qaapMTeanbM aHanus HegoCTaTKOB CUCTEMbI MEHEIKMEHTA KavecTBa

OueHka

3ameuqaHus

MpumuTe pelueHne no konudectey 6annos ot 0 Ao 5 Mo kaxaoMy BONPOCYy HUxe

BepauTe 3anucu, oGbsicHsAOLWLMEe
OLLeHKy, ANnA CCbINkK B ByayLiem

17 TMnaHupyeT v ynpaensieT N Bawa opraHvsauus pabotamu, cBa3aH-
HbIMW C NPOEKTUPOBAHMEM U pa3paboTKoW NpodyKumMn unm ycrnyr?

Ecnu Takasi paboTa He BbINor-
HSIeTCS BalLEl OpraHu3auuven, He
cTaBbTe Gannbl B OLEHOYHON KO-
TNOHKe

18 BepeT nv Bawa opraHn3aumsi 3anucK, OTHOCSILLIMECS K aHanuay paboT
Nno NPOEKTUPOBaHWIO UNK paspaboTke, BepudmrkaLum u Banmpaumm n aen-
CTBMAM, MPEANPYHMMAEMbIM MO pedynbTaTtam Takoro aHanwsa?

Ecnu Takasi paboTa He BbINon-
HSIeTCS BalLEl OpraHu3auuen, He
cTaBbTe Gannbl B OLEHOYHON KO-
TOHKe

19 KoHTponupyeT unu kakum-nubo gpyrum obpasom nogreepxaaeT
Balla opraHv3auusi 4eViCTBuUs, NPMBOAALWLME K TOMY, YTO 3aKynaeMble npo-
AyKUmMs, Matepuarnsl, COCTaBHbIE YacTh M YCINyrM OTBEYAIOT BallMM YCTaHOB-
NeHHbIM TpeboBaHMAM Ha 3aKynKy?

20 BblbypaeT nu Bawa opraHuM3auusi NOCTaBLUKOB B 3aBUCUMOCTU OT
TOro, HACKOMBbKO BaXHa 3akynneHHas Npoaykuus Ans npou3sBoAcTBa Uu
okasaHus yenyrm?

21 OueHvBaeT Nv Bawa opraHu3auusi NOCTaBLLMKOB (CyGnoapsaYmkos
WU ONTOBbLIE OPraHM3aLMmM) Ha OCHOBE MX CMOCOBHOCTU OTBeYaThb BalLUM
TpeGoBaHUsAM?

22 ObecneunBaeTe N Bbl NPOU3BOACTBO:

a) vHopmaumen, ONMChbIBatOLWEN XapakTepUCTUKN NPOAYKUUN;

6) HeobBXxoaMMbIMU MHCTPYKUMAMM MO SKCNyaTauuu;

B) COOTBETCTBYOLWMM 0BopyaoBaHuem;

r) HeOBXOAMMBIMU KOHTPOINBHLIMY U M3MEPUTENBHBIMU YCTPOWCTBaAMU?

23 PerynspHo nv Bawa opraHu3auusi NOATBEPXAAET, YTO BalLW NPOuU3-
BOACTBEHHbIE MPOLECCH! U MPOLECCH NPeAOCTaBNeHNs yCnyr cnocobHbI No-
CTOSAHHO COOTBETCTBOBATb YCTAHOBIEHHbLIM TPpeboBaHnaM?

24 WpeHtTndunumpylotcs N fietanm, CoOCTaeHbIe YacTh, CGopoYHbIe yanbl
1 NPOAYKUMS B NpoLecce NoCTaBkU NPoAyKUMW U yCnyr?

Ecnu takas pa6ota He Bbinon-
HSIETCH Ballen opraHusauven, He
craBbTe Oannbl B OLEHOYHOW KO-
TNOHKe

25 YcTaHaBnuBalOT Nnv cTatycy M XapakTepucTukaMm npoayKumu wnu
yCnyrn 0AHO3HaYHbIe U YeTkne TpeBoBaHNSA K KOHTPONBbHOMY U M3MEpPUTESb-
Homy o6opyaosaHuio?

Ecnu takas pa6ota He Bbinon-
HSIETCH BawWwew opraHu3aumen, He
craBbTe Gannbl B OLUEHOYHOW KO-
JTOHKe

26 Ecnun npocniexvBaemocTb SIBNAETCA YCTaHOBMEHHbIM TpeboBaHuem,
BeAyTCA N Ha NPOM3BOACTBE 3anUCK B OTHOWEHWN MAEHTUdMKaLMM Npo-

Aykumn?

Ecnu takas pa6ota He Bbinon-
HSIETCA BawWwew opraHu3aumuen, He
ctaBbTe Gannbl B OLEHOYHOW KO-
NOHKe

27 BepexHO Nnu Bbl OTHOCUTECH U NPEROXPAHAETE NN COBCTBEHHOCTb MNO-
TpebuTtenen, HaxoasLWyOCs Mo BalWMM yNpaBneHWem unu skcrnyatmpye-
MYIO BalLMMK COTPYAHMKAMUN?

Ecnu takas pa6ota He Bbinon-
HAETCA Bawew opraHusaumuen, He
cTtaBbTe Gannbl B OLLEHOYHON KO-
NOHKe

28 bepexHO Ny Bbl OTHOCUTECH K NPOAYKUMK (BKNIOHAA AeTarnu WUIm co-
CTaBHbIE YacTH) B NpoLiecce NPOU3BOACTBA U NOCTaBKU NOTpebutenio, obec-
neyvBas COOTBETCTBYIOLLYI0O MASHTUDUKALUMIO, YNaKOBKY, XpaHeHue,
KOHCEpPBAaUWIO U BbINOMHEHWUE MOrPY304HO-PasrpPy30-HbIX paboT?

Ecnu takas pa6ota He BbInon-
HSAETCA Balwew opraHu3aumei, He
CTaBbTE OYKU B OLLEEHOUYHOW KOMOH-
Ke

4
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OkonyaHue mabnuyst 1

I'Ipe,qBapuTeanblﬁ aHann3 HenoCTaTKOB CUCTEMBI MEHEDKMEHTA KadecTBa OueHka 3ameuanus

Beaute 3anucu, obbsicHsiolLmMe

MpumuTe pelueHune no konudectsy 6annos ot 0 Ao 5 No kaxgomy BoNpocy Huxe 0—5 OLGHKY, f151 CCHIKM B ByayLLem

29 EcTb N1 y Bac MHCTPyKUMK, HeobxoanMble Ana naeHTuukaumm KoH-
TPOINS NN MOHUTOPUHIA, KOTOPbIE HEOBX0AUMO NPOBOAUTL B NpoLiecce No-
CTaBKV NPOAYKUMM UMK yCNYT 1 dKcnnyatauum o6opyaoeanHma?

30 Bawe nameputensHoe o6opyaoBaHune: Ecnu Takasi pabota He BbINor-
a) kanmbpoBaHO U MOBEPEHO Yepe3 YyCTaHOBNEHHbIE NPOMEXYTKU Bpe- HSAETCA Ballel opraHu3aumen, He

MEHW Unu Ao aKcnnyatayum? ctaebTe 6annbl B OLEHOYHOWN KO-
6) oTperynvmpoBaHo Kak Heobxoaumo? NOHKe

B) MAEHTMOUUMPOBAHO ANsi onpeAeneHust ctatyca Kanmbpoekn?

r) 3aWwmWeHo OT perynvpoBOK, KOTOpble caenalnT HegeWCTBUTENbHLIM
pesynbTaT n3amepeHuns?

4) 3aWyLLeHo oT NoBpexXAeHUN U MOpUM B MPOLECCE NOrpy304HO-Pasmpy-
304YHbIX paboT, 06CnyXUBaHNS U XpaHeHNs'?

31 MNpoBoanT Nu Bawa opraHn3aunsi MOHUTOPUHT UHOPMAUUK OT No-
TpebuTenen, noaATBEpPXAAoLWEN COOTBETCTBUE UX TpeGoBaHWUAM?

32 MNpoBoanT Ny Bawa OPraHM3auus BHYTPEHHUE NPOBEPKU KavecTBa
Yyepes 3annaHupoBaHHble Nepuogpl BpemeHn?

33 lMpumeHseT nu Bawa opraHnsauns COOTBETCTBYIOWME METOALI ANA
NPOBEPKM U, ECNU HEOGXOAUMO, OLEHKU pe3yNibTaTMBHOCTU BalMX Npouec-
CcOB?

34 TposepseT unu oUEHNBAaET Ny Balla OPraHn3aums XapakTepucTUKK
roTOBOM MPOAYKLUM 1 PETMCTPUPYET N pesynbrarthl?

35 VaeHTnhuumpyeT Nu Balla opraHu3aumsa HECOOTBETCTBYIOLLYIO NMPOo-
AYKUMIO M paccMaTpyBaeT Nk ee Ha NpeaMeT ytunmsaumm?

36 CobupaeT v aHanuaupyeT v Balla opraHM3auus AaHHbIe MO OLEHKe
npurogHocTn n adpektmeHocTn CMK?

37 VcnoneayeT nv Bawa opraHm3auus AaHHbIE ANs OLEHKN UIU AEHTU-
ukaumm TOro, rge MOXeT NPOBOANTBCA NOCTOsIHHOE ynydweHne CMK?

38 lMocTosHHO NK Bawa opraHn3auus nosbilwaeT 3chdektmBHocTe CMK?

39 [MpegnpuHyMaeT nv Bawla opraHn3auusi KOppeKTUpyloLLMe AeNCTBUSA,
HeobxoguMble Ans yCTpaHeHWs NpUYMH BO3HMKHOBEHUST Npobnem v npea-
ynpexaeHus nx NoBTOpeHuns?

40 OnpepenseTr v ycTpaHAeT Ny Bawa opraHu3auusi NoTeHUMansHbIe
HECOOTBETCTBUSA ANS NpeaynpeXxaeHna nX BOSHUKHOBEHUS?

Tabnwuua 2— Kputepum BoiGopa konudvectsa 6annos

Ne n/n Kputepuu Bbibopa konuvectsa 6annos
0 Bbl HE NoHMMaeTe, UTO HeOBXo0aAUMO AenaTtb UMK He cunTaeTe 3TO HeoBXoaAUMbIM
1 Bawa opraHusaumsi He BEINONHSAET 3Ty paboTy
2 Bbl noHumaeTe, 4to 970 CTOUT genaTb, HO He AenaeTte 3Toro
3 Bbl nHoraa penaete 910
4 Bbl genaete 8710, HO HE OYEHb XOPOLWO
5 Bbl genaete 9T0 AOBONBHO XOPOWO
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Tab6nwnuya 3— Pesynbtar nogcyera (Crioxenus) 6anmnos

Bannbl B NpOLEeHTHOM
OTHOLWEHUn

Konu4ectso 6annos Pesynbrar

150—200 75 % — 100 % Bbl nouTH roToBbI K 3aBepLueHmnio paboTsl Hag CMK, oTBevatolwwelt TpeGosa-
Husam FOCT P MCO 9001, u npeacTaBrneHvio 3asiBKM Ha cepTudukaumio
unv NpoeeaeHve ayguta

100—149 50 % — 74 % Bl roToBbl K BHeApeHnio CMK. o Bcel BEPOATHOCTM 3TO yNy4YLIMT pesyrib-
TaTbl Ballel NPOU3BOACTBEHHON AeATENBHOCTU

0—99 0% —49% Bam HeobGxogumo MHoro cpenatb. Heobxogymo paccmMoTpeTb BO3MOX-
HOCTb MPMBEYEHNs KOHCYNbTaHTa UNu cneupanvcTa

MprvmedaHue— Ecnu Bbl UCKNIOUNIM HEKOTOPLIE MW BCe AENCTBUS, MASHTUMUUNPOBaHHLIE BbllLe, MOXHO
BbIYE€CTb KONMUYECTBO UCKITIOYEHUI, YMHOXEHHOE Ha MsATh, M3 06LLEero konnyecTea Ans onpeaerneHnsl COCTOSHUSA Aen B Ba-
Wen opraHusauum. Y Bac 6yaer obliee npedcTaBrieHne O FOTOBHOCTM K cepTudmKaumn/MpoBepke (ayauTy) Ha cooTee-
TcTBue TpeboaHusim FTOCT P MCO 9001.

6 BonpocHuk

6.1 BonpocHuk, yacTb 1. [puHATUE cTpaTerun B obnacTu kauecTBa

6.1.1 MoTpebutenu npeanonaratoT NosyvYeHne Ka4ecTBEHHOW NPOAYKLIAM U YCIyT, HO He Bceraa oaHo-
3Ha4YyHO 1 YeTKO YCTaHaBMUBAIOT, YTO OHWU XOTAT. YCNewHo AeACTBYOLLME OpraHn3aLm NPUHUMALOT NOAUTUKY
W onpedensitoT Uenu, HanpasfieHHble Ha yaoBneTBopeHue noTpebHocTen n oxugaHui notpebutenein B
obnacTu kavecTBa.

MmeloT nu npoayKumua u/unm ycnyru Ballei opraHu3auum KOHKpeTHble XapakTepucTUKU Kavec-
TBa, oTNUYaKL e ee OT BalUUX KOHKYpPeHTOB?

O Hda

O Hert (cm. 7.1.1)

6.1.2 Ka4yecTBO MoHUMaeTCA Mo-pasHOMY pasfu4yHbIMA NioabMU. B HekoTopbIX cny4vasix noHUMaHue
orpaHudMBaeTCcsl MPOCTLIM MONYYEHNEM XKenaemMoro usaenus, koraa sbl ero xotute. Kavectso Hepeako noa-
pasymMeBaeT CKPbITbIe U NOACO3HAaTeNbHbIE LIEHHOCTU, CBA3aHHbIE C TEM, Kak ero noHumaeT notpebuters.

NMoHuMaeTe N1 Bbl O4HO3HAYHO U YE€TKO, YTO O3HAYaEeT Ka4eCcTBO ANA BalWnX noTpebutenei U Kak
3TO BNUAET Ha Bally NPOU3BOACTBEHHYIO ACATENbHOCTL?

1 Oa

0O Het (em. 7.1.2)

6.1.3 TepMuH «n3genuve» UCNOMb3ytoT AN 0603HaYEHUA Takon NPOAYKUNU, Kak aBTOMOGUIb UNK aBTo-
pyyKa; nod 3TM TEPMUHOM MOXET NOHUMAaTLCS, Hanpumep, Takaa HeocssaeMas ycnyra, kak UCnosb3oBaHue
KOMHaTbl B rTOCTUHMLE; N3eNne MOXET BbITb NporpamMMHbIM obecneveHnemM ans KoMnbloTepa unm 06 bemHbI-
MW nocTaBkamu, Hanpumep BoAbl, HethTAHBIX NPOAYKTOB U T. A., KOTOPbIE He COCTOAT U3 Pa3pPO3HEHHBIX Yac-
Tei. Uagenue yacto BkNtoYaeT KOMBMHALMIO HECKOMBbKUX TaKUX XapaKTepUcTuk.

Onpeaenunu nu Bl KNnaccudukaL Mo Balen NpoAayKLUUU UNU YCNYTU U XapaKTepUCTUKU KadyecT-
Ba, KOTOpble Bbl 4OMXHbI paccMaTpuBaTh?

O QOa

O Hert(cm. 7.1.3)

6.1.4 MHorne opraHusauuy TpebyoT OT CBOMX MOCTaBLUKOB (OYHKLMOHMPOBAHUA CUCTEMBI MEHE K-
MeHTa KavecTBa Ha ocHoBe FTOCT P UCO 9001. 310 ocobeHHO kacaeTcs 3KCMopTepoB NpoayKLUUKN B opraHu-
3alun pasBUTLIX CTpaH. Takas TeHAeHUMs yXXe AaBHO Nony4una pacnpoctpaHeHune, Ho ee Bce 6ornee akTUBHO
BHeJPSIOT BO MHOMMX CTpaHax.

3HaeTe N1 Bbl, NO4YeMy HEKOTOpPbIE OpraHu3aLMm TpebyloT OT CBOUX NOCTaBLMKOB (bYHKLMOHU=
poBaHUA cUCTEMbI MeHeg)KMEeHTa KavyecTBa Ha ocHoBe TOCT P UCO 90017

O QOda

O Hert(cm. 7.1.4)

6.1.5 MHorne manele 1 cpegHune npeanpuatns (MCIT) goMmKHBI NPUHATL U adanTupoBaTh TpeboBaHWs
FOCT P NCO 9001, uyTobbl 0becneyntsb Npoaaxy cBoen NpoayKuMn 1 YCNyr W/nmn nx aKCnopT Ha pasnnyHble
PbIHKA U B CTPaHBbI.

6
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3HaeTe nu Bbl, kak npeacTasuTenb MCI1, kak npUHUMaTL U aAanTUPOBaTb CUCTEMY MEHEKMEH=
Ta kavecTBa k Tpe6oBaHuam TOCT P UCO 90017

O fAa

0 Het (cm. 7.1.5)

6.1.6 lMpeanonaraeTcs, 4TO COTPYAHNKM AENAtOT BCE OT HUX 3aBuUcsllee, YTobbl MPOU3BOAUTL KayecT-
BEHHY0 NPOAYKLUMIO /M NOCTaBMATL YCMYyrM OTIIMYHOMO KavecTBa notpebutenam. OaHako oHK, Kak npasu-
Mo, OTpaxatoT OTHOLUEHNE UM NO3ULIMIO CBOUX PYKOBOAMTENEN N BnaaenbLes.

Basino nu pykoBoAcTBO Ballel opraHu3auumn Ha cebsa obA3aTenbCcTBa NO BHeAPEHUIO NPUHLU-
noB U MeTOAOB MeHeAXXMeHTa KayecTBa U OCYLLUECTBIISET 1M OHO HeNOCpPeACTBEHHOE PYKOBOACTBO
COTPYAHUKaMU, NoATBepxaalllee Ha COGCTBEHHOM NpUMepe cobnogeHue Takux o6a3atenbcTB?

O Oa

O Het (cm. 7.1.6)

6.1.7 YcnewHo AeNCTBYIOLLIME OpraHn3aLnm NMMeroT YeTKo paspaboTaHHyo NonMTUKY, yCTaHaBNMBato-
wyto TpeboBaHUs K KayecTBy M Lenn B 061acTi kayecTBa, KOTOpble OHU XOTAT AOCTUrHYTb. MonuTuka B
obnacTu kayecTBa AOSKHa ObITb oduLManbHO AOKYMEHTaNbHO odopmiieHa U oGbsACHEHa BCeM COTPYAHU-
kam, 4To6bl OHW ee MOHUManu 1 AeCTBOBanM B COOTBETCTBUN C e NOMOKEHUSAMM.

Paspa6oTtanu nu Bbl NONUTUKY B 06nacTu kauyecTBa U AOBENU NU ee A0 CBefeHUA BCex coTpya-
HMKOB B XoAe o6y4eHUA U NOAFOTOBKM KaapoB U NpeAcTaBNeHUA UHPOPMaLUM Ha BUAHLIX MecTax?

O Oa

O Het (cm. 7.1.7)

6.1.8 Ons obecneyeHus adppekTUBHOCTU NONUTUKY B oBnacTu kayecTBa Heo6XoauMo NoAKpenssaTh
YeTKO NMOCTaBMEHHbIMU U oLeHMBaeMbIMK Lensamu. Takue uenu B obnactu kayecTBa A0MKHbI pacnpocTpa-
HATLCA He TOMbKO Ha NoTPeBHOCTU 1 oXuaaHusl noTpebuTenen, Ho U Ha NOTPeBHOCTU camMoid opraHU3aLuu,
KoTOpasi 4O/KHA BbIXXUBATb 3KOHOMUYECKN, YTODbI NpoAo/mKaTb YAOBNETBOPATL NOTPEOHOCTAM U OXUAaHU-
M noTpebuTenen.

YcTaHoBMNU NU Bbl 0gHY MNu 6onee 4eTko onpegeneHHbIX U OLEHUBaEeMbIX Lenei B o6nactu
KayecTBa, KOTopble NOAKPennsAT NOMMTUKY B 06n1acTu kadyecTea?

O Oa

O Hert (cm. 7.1.8)

6.1.9 YcnewHo geicTeyoLne opraHn3aL My UCNoMb3YoT MPUHLMMLI U MeToabl obecneveHNs kavecTea
B CBOEN NPON3BOACTBEHHOW cTpaTernu, YTobbl COpUEHTUPOBaTL AEATENbHOCTb COTPYAHUKOB W HaNpaBUTb
pecypcbl Ha JOCTUXKEHWe Lenein opraHusaumn B obnactu kavectsa. MNoarotoeka U 06ydeHne coTpyaHUKOB
OOMKHBI BKNoYaTh TpeboBaHMA K CMCTEME MeHeKMeHTa KayecTBa U HauenueaTb Ha AOCTUXKEHUE Lienen B
obnacTtu kayecTBa, OTHOCALLMNXCA K MX BUAY AeATENbHOCTU.

OueHuBanu Ny Bbl pe3ynbTaTUBHOCTb BallUX COTPYAHUKOB U UX NPUBEPXKEHHOCTb NPUHLUNAM
oGecneyeHus ka4yecTBa C LieNbI0 ONpeaenuThb, YTo AOMKEH 3HaTb KaXAbIM COTPYAHUK, YTOGLI BbINON-
HAemas MM paboTa cornacoBsbiBanach C NOMUTUKON B 06nacTu KayecTBa U Gbina HanpaBneHa Ha foc-
TUXeHUue Leneil B obnacTtu kavyecTsa?

O Oa

O Het (cm. 7.1.1)

6.2 BonpocHuK, 4acTb 2. PaspaboTka cucTeMbl MEHeAXKMEHTa KavyecTBa

6.2.1 YcnewHo AeNACTBYOLWME OpraHn3aLMm onpeaensitoT 1 MOHNMAIOT NPOLIeCChl, KOTOpbIe NPUMEeHsi-
tOTCA AN MPOM3BOACTBA MX NPOOYKLUN.

3HaeTe nu Bbl, Kakue npouecchbl NPOUCXOAAT B Ballel opraHu3aLum U Kak OHU B3aMMoaencTBy-
IOT APYr ¢ Apyrom?

O Oa

O Het (cm. 7.2.1)

6.2.2 KapTbl TexHomornyeckoro npouecca WM MaplipyTHble TEeXHOMOrnJYeckne KapTbl SABNSATCA
WNHCTPYMEHTOM, UCMONb3YEMbBIM OpraH13aL MMM Npu NPOEKTUPOBaHNM 1 paspaboTke NPOLLECCoB.

MoHUMaeTe Nn Bbl KOHLENLUIO KapTbl TEXHONOIMYECKOTro Npouecca U 3HaeTe NU Bbl, Kak paspa-
GoTaTb KapTy TeXHONOrM4Yeckoro npoLecca UMM MapLIPYTHYIO TEXHONOTMYECKY KapTy Ans npolec-
COB, UCNONb3YyeMbIX Ballel opraHusauuein?

O Oa

O Het (cm. 7.2.2)
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6.2.3 NOCT P UCO 9001 onucbiBaeT Moaesib CUCTEMbI MEHEXKMEHTa KauecTBa Ha OCHOBE NPOLLECCHO-
ro noaxoaa.

Bupenu nu Bl Mmogenb CMK, ocHoBaHHyI0 Ha nNpoLiecCHOM nopaxoae, KoTopas UCNONb3yeTcA B
rOCT P UCO 9001, u noHuMaeTe NU Bbl, KaK 3Ta Mogenb paboraer?

O Aa

O Hert (cm. 7.2.3)

6.2.4 Mogens CMK Ha ocHoBe npoueccHoro noaxoaa, npeacrasneHHas 8 FOCT P UCO 9001, sknrova-
eT pazaen «[lpouecchl XXU3HEHHOTo LuKNa npoaykuumn» (To ecTb pasgen 7), KoTopbiit onuckbiBaeT o6blvHbIe
BMAbI AEATENbHOCTA, UCTIONb3yeMble B 60MbLUIMHCTBE NPOM3BOACTBEHHbIX MPOLLECCOB 1 MPOLLECCOB NpeaocTaBs-
NEeHNsA yCnyr.

EcTb N1 B Ballei opraHMsauuMu Npou3BoACTBeHHbIe npouecchl M/UNu npouecchbl NpeaocTaBre-
HUA ycnyr, aHanormyHble npoleccam, onucaHHbIM B pasgene 7 «[poueccbl XXU3HEHHOro LUKna npo-
aykuun» TOCT P UCO 900121

O Aa

O Het (cm. 7.2.4)

6.2.5 TOCT P MCO 9001 ponyckaeT (cM. NyHKT 1.2 «[puMeHeHne ») uckntoueHne HekoTopbix Tpebosa-
HWIA, YCTaHOBMNEHHBIX Ha NpoLecchl UMu AeATenbHOCTL B pasaerne 7 «lpouecchl XXM3HEHHOro LMKna npoayk-
LUUKN», KOTOPbIE HE UCTIONb3YIOT B OpraH1M3aunn, 3 CUCTEMbl MEHEXKMEHTa KavecTBa.

BbinonHseT Ny Balla opraHu3auusi Bce Nnpouecchbl, onucaHHble B pasgene 7 FOCT P UCO 90017

O Aa

O Hert (cm. 7.2.5)

6.2.6 YcnewHo AeicCTBylOWME OpraHU3aLum, Kak NpaBuno, AOKYMeHTanbHo obopMnaloT NnaHupoBa-
HWe, PYHKUMOHUPOBaHWE U yNpaBrneHne CBOMMU npoLeccamn, a Takke CMEXHYH NPON3BOACTBEHHYIO Aes-
TENIbHOCTb C MOMOLBI0 oduuManbHO paspaboTaHHbIX MapLpPYTHBIX TexHomorndecknx kapt [cm. 4.2.1,
nepeudncneHune d) FOCT P MCO 9001].

Odopmnset nu Balia opraHusaumnsa opuLmanbHO U AOKYMEHTanbHO NnaHupoBaHue, pyHKLMO-
HUpOBaHMUe 1 ynpaBfieHMe BCeMU NpoLeccaMu CUCTEMbl MeHeQ)XMeHTa Ka4ecTBa U CMeXHOW Npous-
BOACTBEHHON AeATeNbHOCTbIO?

O Aa

O Het (cm. 7.2.6)

6.2.7 TOCT P NCO 9001 ycTtaHasnueaeT paspaboTKy pyKOBOACTBA MO KayecTBY ANA onucaHusa obnac-
TW NPUMEHEH U CUCTEMbI MeHe)KMeHTa kadecTBa, 060cHOBaHWS MHOOBLIX AOMYCTUMBIX UCKNOYEHUI U3 Tpebo-
BaHWA cTaHAgapTa, CCbIMKM Ha OOKYyMeHTanbHO odopMneHHble npoleaypbl, TPebGoBaHUA AN KOTOPbIX
ycTaHaBnMBaeT 3TOT CTaHZapT, WU And onucaHus B3aMMOAENCTBUSI MPOLECCOB B PaMKax CUCTEMBI
MeHeaXMeHTa KadecTBa.

EcTb N y Bac pyKkoBOACTBO NO KayecTBY, OTBeUallee BCEM 3TUM yCTaHOBINEeHHbIM TpeboBa-
HUAM?

O fa

O Het (cm. 7.2.7)

6.2.8 B cooTeeTcTBUM C TpeboaHuamn FTOCT P MCO 9001 Heobxoanmo paspaboTaTb 4OKYMEHTanbHo
odopMneHHbIe NpoLeaypbl, ONUChIBaOLIME, KaK OCYLLECTBAAKTCS ynpaBrneHue JOKYMeHTaunen U sanucsimu,
nposefeHne BHYTPEHHUX MPOBEPOK U UASHTUDUKALMSA HECOOTBETCTBYIOLLEN NPOAYKLUN, a TakKke nposeae-
HVe KOpPEeKTUPYOLWMX U Npeaynpexaatolmx AenCTBUNA.

EcTb Nu y Bac AoKyMeHTanbHo ochopMneHHble npoueaypbl, ONUcbIBaKLiue, Kak BbIMOMHAIOTCA
BblllleoNUcaHHble NpoLeaypbl U CMeXHaA ¢ HAMU NPOU3BOACTBEHHas AesATeNbHOCTb?

O Aa

O Het (cm. 7.2.8)

6.3 BonpocHuk, 4acTb 3. OTBETCTBEHHOCTL PYKOBOACTBa

6.3.1 MeHemXMeHT KadecTBa NOy4Yn pasBuUTUE OT KOHLENUMUM NPOBEPKU, YNPaBleHNsl Ka4ecTBOM Y
obecneveHns KavecTsa U cTan B KOHEYHOM UTOre MOMHOCTHIO OTBETCTBEHHOCTHIO BBICLLIEro PYKOBOACTBA B
COOTBETCTBUM € pasgenom 5 «OTBeTcTBeHHOCTb pykoBoacTBa» TOCT P MCO 9001. Beicwee pykoBoAcCTBO
AOIMKHO Tenepb 06ecneyvnTb peanusaLmnio BaXHbIX KOHLENTYanbHbIX OTINYMNIA, CBA3AHHBLIX C UX NpaBaMu 1
06513aHHOCTAMMU MpU  NPOABWMKEHUN CUCTEMBI KadecTBa opraHusauumM oT obecnedyeHnss kadecTBa K
MeHeKMEeHTY kayecTBa.

1) B ACO 9001 sToT pasgen HasBaH «Co3aanne U peannaaLysi NpoayKLMN», OH OXBaTbIBAET CTaaNN XNU3HEHHOTO
LMKNa NpoayKuuy unm ycnyr, npealwecTByowpme UX noctaske notpedutento. Ho B HEKOTOPbIX CUTYaLUMsiXx OXBaT cTaaui
KMBHEHHOTO LMKIa MOXeT ObiTb Gonee WUpPOoKUM.

8
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MoHUMaeT Nu BbiCLLee PYKOBOACTBO KOHLIENTyanbHOe oTNM4ne mexay obecnevyeHuem kayecTBa
U MeHeAKMEHTOM Ka4yecTBa, YToObl o6ecneynTb ycnewHoe NpoABUMXEeHUE CUCTEMbl MeHeAKMeHTa
KauyecTBa opraHusauum k o6ecneyeHulo cooTseTcTBuA Tpe6oBaHusam FOCT P UCO 90012

O fa

O Het (cm. 7.3.1)

6.3.2 lNpuMBEPXXEHHOCTL BbICLLErO PYKOBOACTBA MPUHLMNAM pa3paboTki U BHEAPEHUS] CUCTEMbI MEHEXK-
MeHTa KauecTBa 1 MOCTOSIHHOMO NOBbIWEHNS 3D EKTUBHOCTI ABMSIETCA HEOBX0ANMbIM YCIOBMEM YCMELLHO-
ro yHKLMOHUPOBAHUS CUCTEMBI MEHEKMEHTA KavecTBa.

MpuBepxxeHoO N1 BbicLLee pyKOBOACTBO NMPUHLIMNAM Balleil cUCTeMbl MeHe)KMeHTa KayecTBa?

O fa

O Het (cm. 7.3.2)

6.3.3 Bbicluee pykOBOACTBO YCMNELIHO AENCTBYHOLMX OpraHn3aumin obpallaeT oveHb 6onblioce BHUMa-
HWe Ha opueHTauuo Ha noTpebutens. OpneHTauma Ha noTpebuTensa aBnseTca NepBbIM U3 BOCBMW MPUHLIKA-
NoOB MeHe)KMeHTa Ka4ecTBa, Ha OCHOBe KoTopbIX bbln paspabotaH ctaHaapT FOCT P NCO 9001. B ceszu ¢
atum FOCT P NCO 9001 BkntoyaeT HECKOMLKO pasferioB, paccMaTpuBaroLLnX CBA3b ¢ noTpeburenamu.

O6palwaeT N1 BbiCLLee PYKOBOACTBO Ballell opraHM3auuMm ogHO3Ha4YHO Gonblioe BHUMaHUe Ha
OpPMEeHTauuIo Ha NoTpebuTens, TO eCTb 3HaeT JI1 OHO O NOTPeOGHOCTAX U OXUAAHUAX NoTpebuTenen B
OTHOLLEHUMU Ballen NpoayKLUUN, KOTOPYIO NOTpebuTenu 3akynarT y Balleill opraHusauumn?

O Aa

O Her (cm. 7.3.3)

6.3.4 BonbLUMHCTBO OpraHM3aunin MCNOMNb3YIT CXEMbl OPraHU3aLMOHHON CTPYKTYPLI C NpeAcTaBneHu-
eM pasnnuHbIX yHKUMOHaNbHbLIX 06s3aHHOCTEN 1 MeTOA0B OpraHU3aLMoHHOro B3auMmogencteus. Cotpya-
HAKW B paMKax KaXZoW OpraHuM3auMOoHHOW eauHWLbl UM noAapasfenieHust MOryT BuaeTb, Kak OHMU
BMNUCLIBAIOTCH B OpraHvM3aumnio 1 orpaHUYeHnst MoSTIHOMOYNA, AeNerMpoBaHHbIX KaXaoMy pPYKOBOAMTENO W
noapasaeneHuto.

EcTb nu y Balen opraHM3auum 4eTko onpegeneHHas CTPyKTypa ¢ pasgeneHueM noriHoOMoYun,
AenervpoBaHHbIX NogpasaeneHUsM U coTpyaHUKam?

O Aa

O Hert (cm. 7.3.4)

6.3.5 PykoBoAWUTENN U COTPYAHWUKA B HEGOSMLLUMX OpraHM3aumusx pacnpedensoT 06a3aHHOCTN 1 oanH
COTPYAHWUK MOXET HECTU OTBETCTBEHHOCTb 3@ HECKOMbKO (hYHKLMIA, KOTOPbIE BLIMOMHAIOT OTAeMbHbIE cOTPpya-
HUKK B Bonee KpynHON opraHnsauuu.

fBnsascb HeGonblUOW opraHusauuenn, obecnevynnu nNu Bbl YeTKOE U OQHO3Ha4YHOE NMOHUMaHue
COTPYAHUKaMU BbINONHAEMbIX MMU 06A3aHHOCTEN U KOMNeTeHLMIO Ans uxX 3cpPeKTUBHOIO BbINOJIHE-
Hua?

O fa

O Het (cm. 7.3.5)

6.3.6 CoTpyaHUKM OOMKHBI ObITb KOMNETEHTHEI B BLINOMTHEHUM BO3MOXEHHbBIX HA HUX 3aga4 1 obsizaH-
HocTeln. [Ins coTpyaHNKOB, UMELWMX A0NOMHUTENbHbIE (PYHKLNN, CBA3AHHbIE C PYKOBOACTBOM, /WK 3aga-
yn, KoTopble HeobxoaMmo pewartb ¢ NoTpebuTensmn, opraHMsauns 4oSHKHa YCTaHOBUTb HeoBXOoAUMYHo
cTeneHb OTBETCTBEHHOCTW 3@ BbIMNOMHEHNE UMW AOMONHUTENbHBLIX (PYHKUNA U KOMMNETEHLMIO.

KoMneTeHTHbI N Ballu COTPYAHUKU B BbINOJIHEHUM BO3NOXEHHbIX Ha HAX 3aAay U 06s13aHHOC-
Ten?

O da

I Het (cm. 7.3.6)

6.3.7 CoTpyaHUKM OOIMKHBI 3HATb, Kak adhdekTuBHO paboTaeT opraHnsaLms U 4OCTUraloTCs N Lenu un
3aJauu, nocTasfeHHble neped NPOU3IBOACTBEHHbLIM KOMMEKTMBOM WNM nogpasgeneHuem. Kak npasuno,
BblAensieTcs rpynna, 4OCTUrlast Haumydlnx nokasartenen (Mny ycnewHo AeNCTBYOWAsa opraHn3aunoHHas
eauHnLa), B criydae ecni BoicLLee PYKOBOACTBO Npu3HaeT 6ornee adheKkTUBHOE BbINONIHEHWE COTPYAHUKaMM
cBoeil paboTbl, C NPU3HAHMEM OTHOCUTCSI K HUM W MOSMHOCTBI0 MHPOPMUPYET O XOPOLUMX pesynbTaTax WX
paboTbl. OTO CBMOETENbCTBYET O MNPUMEHEHWU TPpeTbero MpuHLMNa MeHedXMeHTa KavecTBa, KOTOpbIi
HasblBaeTca «BoBneyeHne paboTHUKOBY.

MonHocTbo NU UHGOPMUPYIOT BalUUX COTPYAHUKOB O 3aja4vax U pe3ynbTaTax AeATeNbHOCTH,
KOTOpble BO3AEUCTBYIOT Ha HUX, U O TOM, KaK Xopolwo pabGoTaeT opraHuszauusa AnNst JOCTUXKEHUA
nocTaBlieHHbIX Lenen n sagav?

O fa

O Het (cm. 7.3.7)
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6.3.8 [loctwxkeHue 3agay B obnacTu KavyecTBa ABMASIETCA OTBETCTBEHHOCTbIO KaXKAOrO COTpyAHUKA
opranusauun. OgHako 06513aHHOCTBIO CNeunanbHOro COTPYAHUKA ABMAETCS OCYLLECTBNeHUe Hafsopa 3a:

- ueneHarnpaBfieHHOW [OeATENbHOCTbI CUCTeMbl MEHeIKMeHTa KayecTBa, OCBeAOMIIEHHOCTbIO
COTPYAHUKOB O TOM, YTO OXMAAETCH OT HUX 4NA BbINOMHEHWUs 3aaad B 0bnacTtu kayecTBa;

- HanMunem pecypcoB, Korga oHuM Heo6xoauMbl;

- NpoBeAeHNeM aHanmn3oB pe3ynbTaToB (PYHKUMOHUPOBAHWA CUCTEMbl MEHePKMeHTa KadyecTBa M
npeactaBneHMemM UHgopMauum pyKOBOACTBY, KOTOpOe MOXET 3aTteM MpeAnpuHsiTb KOppeKTupyloLlme
OelCcTBUS, Koraga v rge aTo HeobxogmMMo.

B cootBeTcTBUM € TpebosaHusamu FTOCT P UCO 9001 coTpyaHUK, NpeACTaBnNSOLLMIA PYKOBOACTBO, A0S-
XeH 6bITb HagleneH OTBETCTBEHHOCTLIO U NMOIHOMOYUAMU 4NN BLINOMHEHUS TaKoW 3a4a4u U 0MKEH BbIMNoN-
HAATb (bYHKLMKU NpeAcTaBUTENS PyKOBOACTBA.

Onpefenuno nu Bbiclliee pyKOBOACTBO NpeAcTaBUTENA PYKOBOACTBa U HaAeNnuio fiu ero oTBeT-
CTBEHHOCTbIO U NONTHOMOYMAMU, oGecnevYuBalOWUMHU BHegpeHUe, noanepxaHve B paboyeM cocrTos-
HuM u 3ddekTMBHOE (hyHKLMOHUPOBaHUe NpoLeccoB, HEOGXOAUMbBIX ANA CUCTEeMbl MEHeAKMEeHTa
KavyecTBa?

1 Oa

[0 Het (cm. 7.3.8)

6.3.9 Cuctema MeHepKMeEHTa KayecTBa He MOXeT (hyHKUNMOHMPOBaTbL B TeYEHNE NpOOOIPKUTENBHOIO
nepuoaa BpemeHu 6e3 noATBepXKAeHUS TOro, YTO OHAa UrpaeT BaXkHY PoSib B AeATENbHOCTA OpraHusaumu.
PykoBoACTBO IOIMKHO PEryrnsipHO aHanmM3upoBaTh €€ U KOHTPONMPOBaTh, HACKOBKO XOPOLLIO OHA (DYHKLIMOHU-
pyeT 1 rge BO3MOXHbI YITyULLEHUS.

PerynsipHo nu 1 3annaHMpoOBaHHO I aHaNU3upyeTca CUCTeMa MeHeDKMEeHTa KayecTBa Ha npeg-
MeT NPUrogHoOCTHU, cooTBeTCTBUA U 3P eKTUBHOCTU?

[ da

0 Hert (cm. 7.3.9)

6.3.10 OpraHusauuoHHasa nonuTUKa M 3agauu nepuogudeckn nameHsaotea. Monutuka 1M 3agaum B
obnacTu kavecTBa Takke AOIDKHbI aHanM3NpoBaTbCA U U3MEHATBLCA, KOrga U3MEHSIIOTCA YCOBUS, OCyLUe-
CTBNsiEMble MPOEKTbI UMK NoTpebuTenu.

U3meHANU NU BbI NONUTUKY U 3aaayun B o6nacTu kavyecTBa U ynyudllanu i CUCTEMY MeHeDKMeH-
Ta KayecTBa, YTOGbI OHa oTpaxana U3MeHsALWMnecs ycnoBua?

O fa

O Hert (cm. 7.3.10)

6.4 BonpocHuk, 4yacTtb 4. Co3paHue u peanusayusa npoaykuumu (npouecchbl XXKU3HEHHOTO LUKNa

npoaykuun)

6.4.1 lMpoayKuua xopoLLero kKa4ecTsa He NPOU3BOANTCA CRyHaNHO, a ABNSIETCS pe3yNbTaToM Twartenb-
HOro NNaHUPOBaHWS 1 yrpaBneHus. YCNeLwWwHo AeUCTBYIOWME opraHn3auumn Bceraa npeaycMaTpusaT onpe-
AeneHHyto cTerneHb 1 popMy NraHMpoBaHUSA co3gaHnA N peanusauun NpoayKUMn (NiaHMpoBaHNe KavecTsa),
Jaxe ecnv nnaHuposaHWe He NOSIHOCTbO JOKYMeHTanbHo odpopMneHo.

Paspa6oTana nu Balla opraHu3aLus nnaH KavecTsa, oNUCbIBalOLWUIA NpoLiecchbl CO3AaHUA U pea-
nusauum npoAayKuuun, HeobxoauMble AnNs NOCTaBKUM NPOAYKUUU U OKa3aHUA YCIyr, OTBEYaIOWUM Tpe-
6oBaHuAM noTpebutenen?

O fa

O Het (cm. 7.4.1)

6.4.2 BaHkn 1 gpyrue kpeautopbl TpebyloT, Kak NpaBuno, HagexHoro MHaHCOBOro NaHUPOBaHUA,
ofHako nnaHam, obecneynsaroMM AOCTUMKEHUE KaYeCTBEHHON NPOAYKUUKN, YacTO He NpUMaalT AOMHKHOMO
BHUMaHusi. PMHAHCOBOE NNaHMpoBaHWe, MPOBOAMMOE MHOTUMW YCMELWHO AeUCTBYIOLVUMUN OpraHu3aumamu,
yunTbIBAET:

- (pmHaHcoBble TpeboBaHMSA, yCTAHOBMNEHHbIE NYTEM MNAaHUPOBAHUA CO34aHUsl U peanu3aunm Kadec-
TBEHHOWN MPOoAYKLUNK;

- Opyrue pacxofbl, CBA3aHHbIe C KAYECTBOM, KOTOPbIE HECEeT opraHn3aLuusl.

MpeaycmaTpuBaloT N1 bUHAHCOBLIA NNaH U 6104XKeT Ballen opraHu3aLumu pacxofbl Ha Ka4ecTBO
U Apyrve BXofHble pacxofbl, o6ecnevynBarolime AoCTKEHUE HeO6X0AUMBIX NoKa3aTenei kayecTBa
npoaykuun?

O da

O Het (cm. 7.4.2)
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6.4.3 3apgauun B obnactu kayecTsa NpoAyKLMN AOIDKHbI BbITb Y€TKO U 0HO3HAYHO YCTaHOBNEHbl. OHM
MOryT 6bITb (BU3NHECKUMW XapaKTepUCTUKaMU, BKIIOYAIOWUMK pa3Mepsl, LUBeT, hopMy U T. 4., Unn MoryT
OTHOCUTLCA K TOMY, Kak NoTpebutens oueHUBaeT okasaHue yCnyru.

YctaHoBuNa Ny Bawa opraHv3auua 3agayu B o6nactu kavyectea U Tpe6oBaHUs K BbiNycKaeMOMN
NPoAYKUUU UNK OKa3biBaeMbIM ycnyram?

O Aa

O Hert (cm. 7.4.3)

6.4.4 MNnaHnpoBaHue KavecTBa MaeHTUMULMPYET pecypckl, Heo6xoauMble Ansa Npoleccos, obecneun-
BaKOLWWMX co3faHne U peannsaunio NpoayKuun.

Upentuduumposana u obGecneuuna nu Bawa opraHusauusa pecypcbl, Heo6xoaumble AnsA
nocTaBKW Ka4eCTBEHHON NpPoAYKUUN unu ycnyr?

O Aa

O Hert (cm. 7.4.4)

6.4.5 Korpa xapakTepucTuki 1 nokasaTtenu NpoayKUUM YyCTaHOBAEHbI, OpraHu3auma AomkHa noaTeep-
AnTb nx obecneveHune. ina aToro cywecTsyeT MHOIO crocoboB. OTO 3aBUCUT FMaBHBIM 06pa3oM OT xapakTe-
pa caMmoi NpoAayKUMK, HaNpUMep, HekoTopas NPoAyKLUMs MOXeT BbITb U3mepeHa Unu nposepeHa pasnuYHbBIMK
cpeAcTBaMu, a Apyraa MoxeT ObiTb TONbKO NoaTBepkaeHa nocpeAcTBOM obecneyeHnsa COOTBETCTBUSA NPo-
Lecca cosgaHusa U NOCTaBKN YCTaHOBMEHHBIM MeToAaM NoA yrnpasfeHueM noaroToBnNeHHOro n obyyeHHoro
nepcoHana.

3HaeTe nu BbI, Kak NOATBEePXAaTb COOTBETCTBUE Ballel NPOAYKLUUU UNKU YCNYT YCTaHOBMEHHbIM
Tpe6oBaHUAM?

O Aa

O Hert (cm. 7.4.5)

6.4.6 OpraHunsauua MOXeT NPOAEMOHCTPUPOBATb NMOCPEACTBOM CChINIKM Ha pasfudHble 3anucu, YTo
OHa NocTosiHHO obecneunsaeT Heo6Xo0AMMbIN YPOBEHb KauecTBa NPOAYKLUMWA UK YCAyT.

EcTb nu B Bawen opraHnsauun Heobxogumbie 3anucu, NoATBepXKAaloWue CoOoTBETCTBUE Ballen
NpoAyKLUM UNU YCIYT yCTaHOBMEHHbIM Tpe6oBaHMAM KayecTBa?

O Oa

O Het (cm. 7.4.6)

6.4.7 MHorne BuAbl OeATENBHOCTU UMM AEWCTBMA, BbINOMHAKOWMNECA B paMKaxX NPOU3BOACTBEHHbIX
MPOLLECCOB 1 MPOLLECCOB NPEAOCTaBMNEHUs YCNyr, TPEBYOT HanMuMa UHCTPYKLUMIA MO aKcnayatauum u/unm
NHpopMaLMmn 06 3KCMyaTauMOHHBEIX 0COBEHHOCTSAX, NO3BONSAIOWMX NPOU3BOACTBEHHOMY NepcoHany npa-
BUILHO M MocneaoBaTenbHO BbINONHATL paboTy.

EcTb Ny MHCTpyKUUM No aKkcnnyaTauum Ha BceX NPOU3BOACTBEHHbIX yYacTKax U yyacTKax npea-
OoCTaBleHUA yCNyr B Ballei opraHu3aLum, Kak 3To ycTaHOBIeHO Tpe6oBaHUAMU?

O Oa

O Hert (cm. 7.4.7)

6.4.8 WHCTpyKLMK NO SKCnyaTaLmMm Hepeako UCNonb3yoT Anst NoAroTOBKU U 06yyeHnst HOBBIX COTPYA-
HUKOB W KOHTPOMS NX NPON3BOACTBEHHbBIX HABLIKOB MPW BbIMOMHEHUM paboThl.

3HaKoMbI N BalUU COTPYAHUKU C MHCTPYKLMUSIMU NO 3KCNNyaTaLuun, Kotopble UM Heo6Xo04UMBbI, U
TpebyeTca NM ANA HAX JONOMHUTENbHaA NOAroToBKa UNU PYKOBOACTBO ANS Ny4wero BbINOMHEHUsA
paboTbI?

O Oa

O Hert (cm. 7.4.8)

6.4.9 O6uwenpusHaHHO, YTO kavyecTBeHHasa paboTa MoXeT ObiTb BbIMOMHEHA TOMbKO B MPUeMeMbIX
paboymx yCrnoBUsiX NpU HanIM4UmM COOTBETCTBYOLEro obopyaosaHna 1 ciyxb MaTepuanbHO-TEXHAYECKOro
obecneyeHuns.

BHocAT nu BKNag Bawe npegnpuatue, odpuc u gpyrue npoMsBoacTBEHHbIE YHacTKU B yCnelHoe
BbINOJIHEHNE NPOU3IBOACTBEHHON AeATEeNbHOCTU?

O Oa

O Het (cm. 7.4.9)

6.4.10 TOCT P NCO 9001 ycTaHaBnuBaeT pa3paboTKy pyKOBOACTBa MO KayecTBY ANs onucaHus
o6nacT OeATeNbHOCTU CUCTEMBI MeHeKMEHTa KkavecTBa, 06ocHOoBaHMS NMoObIX NCKMoYeHUn 13 Tpeboea-
HWUI pasgena 7 «CosaaHue 1 peanuaaLns NpoayKLMU»2), CChIIKM Ha AOKYMeHTanbHo odopMneHHbIe npoLe-
Aypbl 1 TpeboBaHuWs, onMcaHnsa B3aMMo4eNCTBUSI NPOLLECCOB B pamMKaxX CUCTEMbl MEHe4)XKMEHTa KayecTea.

2) BIOCT P UCO 9001—2008 pa3spen 7 Ha3eaH «[1poLIECChl XM3HEHHOTO LMKNa NPOAYKLMMY.,
11
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O6bsicHAET U 060CHOBLIBaeT N Ballle PyKOBOACTBO NO kayecTBY Kakue-nu6o UCKMoYveHus U3
Tpe6oBaHui B pamkax pasgena 7 «lpouecchl X)XU3HeHHoro uukna npoaykuuu» FOCT P UCO 90017

O fa

O Het (cm. 7.4.10)

6.5 BonpocHuk, 4yactb 5. CBA3b ¢ noTpebutenamm

6.5.1 [Ons noTpebutens cyllecTsyeT MHOrMo crnocoboB B3auMOAENCTBNA C OpraHusaunein. ATo mMoryT
6bITb 0huLManbHBIA TeHAep UK pacleHKkn Ha TenedoHHbIe 3BOHKM NoTpebuTenein. Manble U cpeaHve npea-
NPUATUS OOMKHBI UMeTb npoLecckl obecnedeHns ceasu, yaobHble Ans NCNoNbL30BaHMA NOTPeGUTEeNAMN.

WmetoT nu Bawwm notpebuTenu yao6HbIA AOCTYN K Balle opraHu3aLum, KOraa OHU XOTAT 3aKy-
nUTb NpoayKuuw?

O da

O Het (cm. 7.5.1)

6.5.2 MoTpebutenn NpUXoanT, KaK NpPasBuno, Ha ckinajg opraHnsauuMn unu B marasuH, 4Tobbl caenaTtb
3aKynKk1 NpogyKkummn, ogHako noTpebuTenn MHOTMX opraHnsaunii UCNoNb3yoT As1 3arNpOCOB U pasMeLleHus
3akasoB TenedoH, akc u UHTepHeT.

EcTb nu y Bac achhbekTUBHBIN Npouecc, NoATBEPXKAAOWMUA NPUHATUE 3aKa30B noTpebutenen u
o6ecneunBaloLWMili NOHUMaHUe 3aKa3oB U NOATBEPXAeHUe, Korga oHu caenaHbl?

O Oa

O Het (cm. 7.5.2)

6.5.3 MoTpebuTenu He Bcerga TOYHO 3HAIOT, YTO OHM XOTAT UM MOTYT JIN MOMYYUTb 3TO OT KOHKPETHOWN
opraHunsauuu.

EcTb nu y Bac achdekTUBHBIN cnocob cBA3M ¢ BalwMMu notpebutenamu onsa uHPopMUpoBaHUA
MX o NpegnaraeMbIX BaMU NpoayKLUU U ycnyrax?

O Aa

O Het (cm. 7.5.3)

6.5.4 Heobxognmo TOYHO 3HaTb, YTO NOTPEBUTENb XOUET KynnUTb Yy opraHnsauuu. MoTpebutens MoxeT
6bITb HecrnocobeH AaTb YETKYH U OAHO3HAYHYHO XapaKTepucTuky TpeboBaHWUi K NpoayKkuuu, B pesynbTtaTte
yero pasfiMyHble TOUKN 3PEHNUA MOTyT NPUBECTU K HEONOHUMAaHUIO MeXay opraHusauuei n notpebutenem.

Bcerga nu Bawa opraHusauua noapo6Ho BbIACHAET TpeboBaHUA noTpebuTenen K 3akynkam npo-
AYKUUM unu ycnyr?

O Aa

O Het (cm. 7.5.4)

6.5.5 MoryT bbITb OTAENbHBIE acneKTbl NPOAYKLUMM, KOTOPble BOObLLE HE MOHUMAIOTCS UM HEU3BECTHbI
noTpebuTento u KOTopble PaccMaTpPUBAKOTCS:

- 3aKoHoAaTenbCTBOM WUIW pernaMeHToM Unu

- OUEHKOW COOTBETCTBUSI.

Y Bawew opraHusauuu gorkeH 6biTb Npouecc, obecneuvBalolLMin onpeaeneHve 3akoHodaTenbHbIX U
perynupytowmx TpeboBaHniA Ha NPOAYKUMIO (KOTOPbIE MOTYT BbITb HEOBX0AUMBI ANt NIPUMEHEHUs NPOAYKUUN
No HaszHa4YeHuIo NoTpebuTens) Ao Havana NPou3BoACTBa U/UNK NpeaoCcTaBeHUs yCryru.

MpoBepsinu nu Bbl, pacnpocTpaHAeTCcA NU AeMCTBUE 3aKOHOAATEeNbHbIX U Perynupylowux Tpe-
6oBaHu UnNU 06a3aTenbHbLIX TPe6GOBaHUW CTAHAAPTOB Ha Bally NPOAYKLMUIO UMK YCIYTUM B CEKTopax
MPOMbBILWNEHHOCTU UMK Ha PbIHKAaX, rAe Bbl paboTaete?

O Aa

O Hert (cm. 7.5.5)

6.5.6 MoTpebutenn He Bcerga MOryT NOHUMAaTb, KaK UCMOMNb30BaTb NPOAYKLMIO B COOTBETCTBUU C
HasHavyeHnem uarotosutens. OpraHusauMmn AomkHel obecneynTb HanMumMe cooTBETCTBYOWEN HdopMaLmMmn
/MU MHCTPYKLUIA, NpeaycMaTpUBaloLLMX BO3SMOXHOCTb BO3HUKHOBEHUS NOBbLIX CUTYaLIMI U, ecniu Heobxoau-
MO, YCIOBWUIN AN yTUMM3aLun.

3HaeT nu Balla opraHuM3auua o Bcex cnocobax UCNoNb30BaHUA Balleil MPoAYKUUU Unn ycnyr
notpe6urenem u o kKakux-nu6o npo6nemax, CBA3aHHbIX CO 3,0POBbEeM, 6€30MNacHOCTLIO UNU OKPYXa-
loLen cpefon, KoTopble MOTYT oKa3aTh oTpUlaTenbHoe Bo3AelCcTBME Ha nonb3oBaTena?

O Aa

O Hert (cm. 7.5.6)

6.5.7 Bnapeney, npeanpusaTua Unu Bbicllee PyKOBOACTBO KaKoW-nvbo opraHusaunnm MoxeT NoATBep-
AuUTb HOBLIV 3aKa3 NoTpebuTtens, a B Apyrnx opraHM3auunsix 3To MoOXeT BbITb caenaHo NnpeacTasuTeneM Cryx-
6bl noTpebutensi. HesaBUCUMO OT TOro, KTO yTBEpXAdaeT 3aka3, OH AOMKeH obecnednTb NPaBUNbHOCTb,
MONHOTY U NPUEMNEMOCTb BCe MHhOpMaLMK NO 3aKasy, a Taloke BO3SMOXHOCTL ero BbiNonHeHns. MNpuemka n
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yTBepX/JeHe HOBOro 3akasa noTpebuTens sBMNseTCs BaXHbIM LUAroM HE3aBUCUMO OT YPOBHS UX UCMOMHe-
HUS, NOCKOMbKY HEYeTKoe U HenornHoe onucaHne TpeboBaHUN MOXET NPUBECTH K oLLnbKe, U NOTPebuTeb He
OyaeT yaoBneTBOPEH.

EcTb nu B opraHusaumm npouecc, o6ecneynBaroLLnili NpoBedeHMe aHanu3a 3aka3oB NoTpebuTe-
na no UxX npueMKu opraHmsauuen?

O Oa

O Het (cm. 7.5.7)

6.5.8 MHorune opranusaumv NoaATBEPKAAOT 3aKkas NoTpebuTens, kKoraa oH NPUHSAT UMW BBEAEH B CUCTE-
My KaKk AoKas3aTeflbCTBO TOro, 4to noTpebutens npuHsAn Bce YacTHocTU. Cnocob noaTBepkaeHUs 3akasa
noTpebutens 3aBucuUT oT cnocoba ero Nony4YeHus.

Koraa Bawa opraHnsauus nonyyaer 3akas oT noTpe6utens, noaTrBepxaaeTe N1 Bbl €ro, YTOG6bI
o6ecneunTtb NonHoe NOHMMaHUe NoTpe6uTenem, YTo UMeHHO GyAeT NOCTaBNeHo?

O da

O Het (cm. 7.5.8)

6.5.9 MNoTpebutenn MOryT UsMeHUTb 3akas, yBeMYUB UM YMEHbLLUMB 3aKkaszaHHOE KOJIMYECTBO WIN
XapakTepuUcTUKN NPOAYKLUK, UM XapakTep yCnyru.

OnepaTuBHO NU Balla opraHusauusa pearupyetr Ha MU3MEeHeHUsl, KOTopble BHOCUT NoTpebutenb
unu Baw co6CTBEHHbIN NepcoHan?

U Oa

O Het (cm. 7.5.9)

6.6 BonpocHuk, 4acTb 6. 3akynku

6.6.1 MocTaBLWwukn onNpedenstoT ycneluHyo AesTenbHOCTL opraHusauun. MocTtaBwmkn o6ecneumsaioT
MocTaBKy MaTepuanos, UCMOMb3yeMbIX NPy NPOU3BOACTBE NPOAYKLUA, U MPedoCcTaBnAlT ycnyri, Heobxoan-
Mble ans obecrneveHns AeATeNbLHOCTM opraHM3aLmnn, U Bce ocTanbHoe, 6e3 yero NpousBoacTeeHHas aes-
TeNbHOCTb OpraHM3aLumn He MoxeT PYHKLMOHUPOBaTb AOMKHBIM 06pasom.

UpeHTudbuumpoBana nu Bawa opraHM3auus BaXxHble pe3ynbTaTbl AeATeNIbHOCTU NOCTaBLUUKa,
KOoTOopble BMUAIOT NPSAMO UMM KOCBEHHO Ha Ka4yecTBO NpoayKLMu U ycnyru, npefocraenseMbie BaMmu
notpeburenam?

O fa

O Het (cm. 7.6.1)

6.6.2 Y HeKkoTOpbIX OpraHM3aLni ecTb COTHU NOCTABLLMKOB, KOTOPLIE NOCTABMAOT caMmble pas3fnuyHble
BUAObI MPOAYKUWM U YCNyr, 0AHaKo BOMbLUIMHCTBO TakMX MOCTaBLUMKOB He BAUSIOT Ha noTpebutens u/vnu
Ka4yecTBO roTOBOW NpoayKLun. HekoTopble opraHMsauum CHATaT COKpallleHue KonmiecTBa NoCTaBLMKOB 40
HEeCKOMbKUX CaMbIX BadKHbIX adpdekTUBHON 1 Gonee BbIFOAHOW MEPO 1 3aKMoYatoT C HUMU NapTHepcKue
cornaweHuns. 3TO CBUAETENbCTBYeT O MPUMEHEHUW NpUHLMNa HOMEpP BOCEMb MeHeXMeHTa Kadec-
TBa — «B3anMoBbIrogHbIe OTHOLLEHUS C MOCTaBLUMKaMMUY.

PaGotaeTe N1 Bbl B TECHOM KOHTaKkTe ¢ Heo6xoAMMbLIMM BaM nocTaBLliMKaMu U o6ecneunBaeTe
IV NOCTOSIHCTBO NepeyYHsi NoCTaBLUUKOB?

[ Aa

O Her (cm. 7.6.2)

6.6.3 lMocTaBLWMKN OOMKHBI OTBEYaTh Bawum TpeboBaHusaM. [NpeacTaBnseTcs BaXKHbIM NpoBeAeHue
aHanu3a npou3BoACTBEHHbIX MOLLHOCTEN U PeCypPCOB BO3MOXHbIX NMOCTaBLUMKOB A0 3aKMoYeHUs cornatue-
HUS O 3aKa3e Ha 3aKynKy. 3anucu pe3ynbTaToB OLEHKN BaLLMX NOCTaBLIMKOB HEO6X0AMMO XpaHUTb, YToDbI B
6yayLuemM MOXHO BbIf1o UCMONBb30BaTh U CChINaThCs Ha 3Ty MHOpMaLKIO.

Mocewanu nu Bbl NpeANpUATUS NOCTaBLUMKOB, YTOObI y6eaUTbLCA NMUYHO, YTO OHU CMOCOGHLI
yAOBNEeTBOPUTL Baluu TpeboBaHUA K kavyecTBy?

O Oa

O Hert (cm. 7.6.2)

6.6.4 MHorne nocTaBLLMKM ABAAOTCH KPYMHLIMUA OPraHn3aunsamm, 1 Bbl JOIMKHBI B3auMOAeNncTBoBaTh ¢
ocncom hunuana, rae pelweHns NpuHUMaeT yaaneHHbIn ronosHon odunc unu npeanpusatue. Manoe npeg-
nNpuaATUe OKasbiBaeT He3Ha4YUTelbHOe BO3AENCTBUE Ha TakuX NoCTaBLLMKOB.

Knaccuduumposanu nu Bbl BallMx NOCTaBLMUKOB NO TUMY BbiMyckaeMOW NpoayKLMU U XapaKTe-
py ux npousBoacTea?

[ Aa

O Het (cm. 7.6.4)

6.6.5 MHorue opraHusauum paboTtatoT ¢ 60/bLUMHCTBOM NOCTaBLUMKOB B TEUYEHUE NPOSOIIKUTENbHOMO
nepuoaa BpeMeHU, MOCKOLKY OHU YAOBNETBOPUTENLHO BBINOMHAIOT CBOKO paboTy.
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KsanuduuupoBanu nu Bbl NOCTaBLYUKOB U3 Ballero yTBepXAeHHOro nepeyvHs NocTaBLMKOB?

d da

O Het (cm. 7.6.5)

6.6.6 B 3akase Ha 3akynKy noctaBLUMKy HeobxoaMmo aaTb YeTkoe U 0HO3HaYHOE onucaHue NpoayKUUNn,
maTtepuana unu ycriyru, Kotopble Bbl okynaeTe. [1ns Bac, kak nokynarensl, BaxHo obecneynTs TOHHOe onnca-
HWe TOro, YTO Bbl XOTUTE, MOCKOSIbKY 3TO NpeAHasHavaeTca ANs Bawwmx notpebutenei.

EcTb nu y Bac npouecc, ob6ecneunBalowuin aHanus3 3aka3oB Ha 3aKynKy A0 TOro, Kak Bawa opra-
HU3aLuMAa caenaet 3akas?

O Oa

O Her (cm. 7.6.6)

6.6.7 MHorve opraHvMsaLuMm NOCTaBLUMKOB NOATBEPXKAAIOT 3aKas Ha 3aKynkKy, Koraa oH NPUHAT Unn Bee-
[eH B cUCTeMy Ans NoATBepXXAeHUs TOro, YTO UX NOTPeBUTENN NPUHANMKN BCe YaCTHOCTU U COrnacHbl Co BCeMn
YCOBUAMW U AeTansiMu.

AHanusupyeT nu Balla opraHusauusa NOATBEePXAEHUS 3aKa3oB NOCTaBLUKaAMU?

] Aa

O Het (cm. 7.6.7)

6.6.8 lMocTaBlMKM OOMKHBI MMETb Npoueaypy u/unu npouecc, obecneunBarolMii COOTBETCTBUE UX
NpoayKUMN ycTaHOBMEHHbLIM Bamu TpebosaHusM. Bo mHorux cnydasix opraHusauuu TpebyloT oT cBOWX
MOCTaBLLMKOB HaNM4Insl COOTBETCTBYIOLLEN CUCTEMbI MEHEA)KMEHTa KayecTsa.

3HaeTe NN Bbl, YTO y BallMX MOCTaBLUUKOB €CTb COOTBETCTBYIOLIaA CUCTEMa MeHemKMeHTa
KavyecTBa?

O da

[ Hert (cm. 7.6.8)

6.6.9 Cuctembl MEHeKMeHTa KayecTBa NOCTaBLMKOB obecneynBaloT nonyvyeHne BaMmyu NpoaykuMm
NN yCNyru, KOTopble Bbl 3akasanu U oxuaaeTe nonyunte. OgHako NpeacTaBnsieTcsl BaXHbIM Hanuuue y Bac
cobcTBEHHOrO NpoLlecca Bepudukauumn, noaTeepxaaoLwWero, YTo Ballv NOCTaBLUUKA NOAAEPKUMBAIOT NpUem-
NeMblll ypoBEHb KayecTBa BbIMOMHEHUs1 paboTbl.

EcTb nu y Bac npouecc, o6ecneuuBatowwuin Bepudukanuio npoaykumm Unm ycrnyru, Kotopyio Bbl
nonyvyaeTte OT NOCTaBLIUKOB?

O fa

O Hert (cm. 7.6.9)

6.6.10 KauecTBo BbINOMHEHUA PabOTbl MOCTaBLUMKAMU MOXET WU3MEHUTbCA W3-3a MHOTMX o6cTos-
TENbCTB, KOTOPblE Bbl HE MOXETe KOHTpoMpoBaTb. M3MeHeHUa MoryT noBmusaTb Ha obasatenbcTea no
nocTaeke, HanuM4vMe NpoAyKUMN, Ka4ecTBO 1 Apyrue ycnyru. Kauecteo BbiNoNHeHUA paboThl NnocTaBLmMKaMm
cnegyeT NPOBEPSATL HAa MOCTOAHHOWN OCHOBE 1 N0 Mepe HeoBX0AUMOCTU NPUHUMaTL COOTBETCTBYHOLME MEPBI.
Xopowwuii noctaslumk 6yaeT pearmpoBaTtb Ha Tpe6GoBaHus NOTPeBGUTENs, KOTOPOro OH LEHWUT, Korga ero
MHPOPMUPYIOT O HENPUEMAEMBIX CUTYaLMUAX UM OTKNOHEHUAX.

MpoBoguT nu Bawa opraHU3aLua MOHUTOPUHT KayecTBa BbINONHEHUA paboThl NOCTaBLWNKAMU U
npefnpUHUMaET NU KOppPeKTUpYoLWUe AeNCTBUA NO HENPUEMAEMbIM CUTYaLUAM?

O fa

O Hert (cm. 7.6.10)

6.7 BonpocHuk, yactb 7. lpoekTupoBaHue u paspaboTka

6.7.1 KavecTBeHHaa NpoayKuUns He NPOU3BOAUTCA CNyYanHo, a ABMASeTCs pesynbTaTtoM npodeccuno-
HarnbHOro NPOEKTUPOBaHNA U paspaboTku.

MpoekTupyeT n/unu paspabarbiBaeT N1 Balla opraHM3auusa NpPoAyKLMIO, KOTOPYIO OHa NPOU3-
BOAUT?

O Aa

O Hert (cm. 7.7.1)

6.7.2 MHorue opraHusauumn NpoussoaAT NPOAYKUUIO Ha OCHOBE NpoekTa, NpeAcTaBnseMoro Apyrumm
OopraHnsaunaMn, KOTopbie U3SMEHAIOT U COBEPLLEHCTBYIOT CYLLECTBYIOWNIA NPoeKT Anst obecneyeHust cooT-
BETCTBMA HOBLIM UMK APYrUM TpeboBaHNAM.

MoHATHa Nu Ans Bac pasHuLa MexAay KOHUenuMsaMu «NpoeKTUpoBaHue» U «paspaboTka»?

O Aa

O Hert (cm. 7.7.2)

6.7.3 Opranunsauum, nponssoasLine NpoaykLMIo Ha OCHOBE MPOEKTOB, NMPOBEPEHHLIX UMW NpeacTaBs-
NEHHbIX APYTMMU OpraHn3aunamMmn, MoryT NPUHATL pelleHne 06 UCKNoYeHnM TpeboBaHWUiA K NPOEKTUPOBaHNUIO
1 paspaboTke U3 CBOMX CUCTEM MeHeKMEeHTa KayecTsa.
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PaccmaTpuBana nu Balla opraHu3auus BO3MOXHOCTb UCKIKOYEeHUs paGoT No NpoeKTUPOBaHUI0
u pa3paboTke U3 Ballel CUCTEMbI MEHeAXXMeHTa KavecTBa?

U Oa

O Het (cm. 7.7.3)

6.7.4 TMpoekTupoBaHne 1 pa3paboTKy MOXHO NPUMEHATb He TOMbKO K NPOAYKLIMKN, HO U K HEKOTOPbIM
npoLeccaMm, C MOMOLLbHO KOTOPBIX HEKOTOPbIE OpraHu3aumMy NPousBoAAT W NOCTaBIAOT CBOIO NPOAYKLMIO.

PaccmaTpuBana nuv Balla opraHu3aLusi npUMeHeHue npolecca NpoeKTUPOBaHUA U pa3paboTku K
BalwnM co6CTBEHHbLIM NpoleccaM NpoM3BOACTBa U 06CNy)XuBaHUA?

O da

O Het (cm. 7.7.4)

6.7.5 MnaHupoBaHne paboT No NPoeKTUPOBaHUIO U pa3paboTke Heobxoanmo Ans obecneyeHns Nosy-
YeHus xenaeMoro pesynbTarta opraHusaumen u ee notpeburenamn.

MoaroToBUna nNu Bala opraHM3auusA NNaH NPoeKTUpPOBaHUA U/Mnu pa3paboTku ANA NPoAYKLUK
u/vnu ycnyru, koTopble Bbl npoaaete?

0 Oa

O Her (cm. 7.7.5)

6.7.6 CyLllecTByeT HECKOMNLKO 3TanoB npouecca NpoekTUpoBaHus U paspaboTku, HeobxoauMblx Ans
obecneyeHns cooTeeTcTBMA TpeboBaHuam FOCT P NCO 9001. OHuU BKOYAIOT:

- onpedeneHune BXOAHBLIX AaHHLIX 4SS NPOeKTUPOBaHUA U pa3paboTku;

- YCTaHOBMNEHWe BbIXOAHbIX AaHHBIX NPOeKTUPOBaHUS 1 paspaboTku;

- MpoBedeHune aHanusa npoekTa u paspaboTku.

BbINONHAKT N Baluy NPOEKTUPOBLLUMKU 3TU TPU ITana B nNpouecce NPoeKTUPOBaHUA U paspa-
6oTkn?

O da

O Hert (cm. 7.7.6)

6.7.7 BbixoaHble NpoeKTHbIE AaHHble criegyeT NOATBepXAaTbL NOCPeACTBOM NpoLiecca Bepudukaumm n
Banuaauun. CyLuecTByeT MHOro cnocoboB NoATBEpKAEHMUS BbIXOAHBIX AaHHBIX B 3aBUCUMOCTU OT XapakTepa
npoaykuun. MNnaHbl NPOeKTUPOBaHUsS U pa3paboTKU A0IPKHLI NPOTHO3UPOBATb, Kak, koraa u rae byaer ocylue-
CTBNeHa BepuuKaLms BbIXOAHBLIX AaHHBIX U Banuaaums npoayKuum.

O6ecne4ynBaloT N Balu NNaHbl NPOeKTUPOBaHUA U pa3paboTku BepuduUKaLmio U Banupauuio
BbIXOAHbIX MPOEKTHBIX AaHHbIX?

O Oa

O Het (cm. 7.7.7)

6.7.8 NameHeHus MoryT npoucxoanTb 1 B NpoLecce NpoeKTMpoBaHus U paspaboTku. HekoTopele 13
HUX OB BACHSOTCHA U3MEHEHUAMU Ha pbiHKe. HOBbIe 3HaHWUA U MHdopMaLuus, NofyyYeHHbIe B npoLiecce Npo-
EKTUPOBaHWS, MOTYT NPUBECTM K USMEHEHUAM, KOTOPble HeoBX0aAMMO NPU3HaBaTb.

O6ecneunBaeT Nu Ball NpoLecc NPoekTUPOBaHUA U pa3paboTKu ynpaBneHue MU3MeHEHUAMU U
MeHe)KMEeHT TakKuX USMeHeHUin?

U Oa

O Het (cm. 7.7.8)

6.8 BonpocHuk, yacTb 8. poussoacTeo u ob6cnyxmBaHue

6.8.1 CywecTtByeT MHOTO (hakTopoB, NoAneXalunX paccMOTPEHWUo, NPy noctaske NpPoAyKuUM u/unm
npedocTaBneHun ycnyr B npouecce obecriedeHns NpousBoacTBa U OBCNYyXUBaHUS, KOTOpble BAMSIOT Ha
yAoOBMneTBOpeHne noTpebuTtens. MpoLecc NnocTaBky 3aBUCUT OT XapakTepa NpoayKLuMmn 1 KaHanoB ee pacrpe-
aenenus. MNpoayKunio MOXHO MOCTaBNATbL HEMOCPEACTBEHHO NOTPebuTeNto UM Yepes Lenoyky nocTasku,
npexae Yem nosb3oBaTesnb NoAy4uT ee. Ycnyra, Kak NnpaBuno, npegocTaBnsieTcsa HenocpeacTBEHHO noTpe-
ouTtento.

PaccmaTtpuBana nu Balla opraHusauus, kak NpoayKLMIo Unu ycnyru noctaBnsioT u/unu npoaa-
0T NnoTpebutenam?

O da

L] Her (cm. 7.8.1)

6.8.2 YcnewHo Ae/CTBYIOWME OpraHn3aLumM NOCTOSIHHO U nocrnedoBaTeflbHO oTBeYatoT TpeboBaHusam
cBoux noTpebutenen, YTo ABNSETCA pe3y/ibTaToOM NOBTOPHBIX 3akasoB. [poLuecckl MOCTaBKU NpoAyKLMM 1
npegocTaBneHns ycnyr Heo6XoAMMO MIaHUMPOBATL W BEIMOSHATL B yNpaBnsieMblX YCroBUsX, YTo6bl obecrie-
YUTb NocnefoBaTenbHOCTL PE3YNbTAaTOB M COOTBETCTBME YCTAHOBNEHHLIM TpeboBaHnAaM.
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MnaHupyeT nNu Bawa opraHu3aLusa npouecchbl NOCTaBKA NpoAyKUUM u/unu npegocTtaBreHUn
ycnyr anAa AoCcTUKeHUs nocnefoBaTeNbHbIX pe3ynbTaToB?

[ Aa

1 Hert (cm. 7.8.2)

6.8.3 Pusnyeckas NpoayKUUS MMeEeT XapakKTepUCTUKUA, KOTOpPblE MOXHO U3MEpPUTb U KONMYECTBEHHO
onpeaennTb, a ApYryto NpoayKUmMio HeMb3sA NOATBEPAUTL NOCPEACTBOM KOHTPONA A0 NOCTaBKU U UCNONb30Ba-
Hus. PakTUYEecKUiA NpoLece Npou3BoAcTBa A0SPKEH BbiTh yNpaBnsaeMbiM U NOCTOAHHO (OYHKLMOHNPOBaTL B
3arnIaHUPOBaHHbIX YCITOBUSIX.

MOXHO NU U3MEPUTb XapakTepPUCTUKU BalleW NPOAYKUUU UNU ycnyru, YTobbl NnoaTBepAUTL UX
COOTBETCTBUE YCTAaHOBNEHHbIM Tpe6oBaHUAM?

[ Oa

1 Hert (cm. 7.8.3)

6.8.4 MpoayKuumn unu ycnyre MoxeT NoTpeboBaTbCA NPOCNEXMBAEMOCTb B TE@HEHUE ee 3KCnyaTauum
W KU3HEHHOTO LMKNa Ansi Toro, YTobbl NPOM3BECTU BO3BPAT UMW HANpaBuUTb yBeAOMMEHUE MOMNb30oBaTessMm,
ecnu ato Heobxoaumo, nocne nocrasku. MpocnexmesaeMoCcTb MOXET Aaxe pacnpPoOCTpaHATLCS Ha MOCTaBLUU-
KOB MaTepuasoB, KOTOpble UCMOMb3YIOTCA B NPoAYKLUMN, Ha NpoLecchl peanuaauuvm NpoaykumMy, a Takke Ha
nonb3oBaTenein unm notpeburtenei.

Onpegenunu nu Bbl HanU4ne XapakTepucTUK B NpoAyKUUMU UMK ycnyre Ballel opraHusauum,
KOTOpble BNUAIOT Ha 6e30nacHOCTbL UMK 340pOBbLe Balux noTpeSutenein?

[ Aa

O Het (cm. 7.8.4)

6.8.5 MHorve opraHusaumm Ucnosnb3yoT COBCTBEHHOCTL, NpUHaAsIexallyto noTpebutensam, B npouec-
ce NpousBoACTBa. Takumy opraHusauusimm MoryT GbiTb npoussoauTenu, kotopble obecneunsaioT cbopky
cobcTBEHHOCTU NoTpebuTens B roToBylO MPoAyKUMIo, UNU HebonbluMe KOMMaHWU Mo YACTKE oaexabl unu
PEMOHTY TPAHCMOPTHLIX CPeACTB.

Onpepenunu Ny Bbl, YTO COGCTBEHHOCTL NOTPEOUTENS UCMONbL3YIOT B Balled NpoAayKuuu unu
ycnyre?

J da

O Hert (cm. 7.8.5)

6.8.6 YcnewHo aencTBytoLMe opraHnsaunmn 6epexxHo OTHOCATCA K CBOeW NpoAyKLUMK, Koraa oHa Haxo-
ONTCA B NX pacnopsikeHUu, 4o nonyyveHns ee notpebutenem. 310 BKNOYAeT COOTBETCTBYHOLME NPOLLECCHI
naeHTUdMKaLMK, MOrpy30YHO-Pa3rpy3oyHble paboTbl, XpaHeHWe, KOHCepBaLuio, YNakoBKY WU MOCTaBKy
npogyKuuu.

EcTb nu y Bac cooTBeTCTBYOLUE NpoLiecChl AN NOrpy304YHO-pasrpy304HbIX paboT, XxpaHeHus,
KOHCepBaLuu, yNakoBKU U NOCTaBKU Ballel npoaykuunu?

O fa

O Hert (cm. 7.8.6)

6.8.7 KoHTponbHoOe 1 usmeputenbHoe o6opyaoBaHune, Kak NpaBumo, HeobxoaAMMO ANA NoATBepXae-
HWA TOro, YTO Npouecckl NPOU3BOACTBA U 0bcnyxuBaHUA obecneunBaloT nonyyeHne npeanonaraembix
pe3ynbTaTos.

YnpaBnsieTe nu Bbl KOHTPONbHLIM U U3MEPUTENLHBLIM 060pyAOBaHUEM, UCNONb3yeMbIM B Npo-
M3BOACTBE U NOCTaBKe Ballen NPoayKUUU U ycnyr?

O Aa

O Hert (cm. 7.8.7)

6.9 BonpocHuk, yacTb 9. MOHUTOPUHT, U3MEpPEHUE U aHanus

6.9.1 BcooteetctBUN ¢ FOCT P UCO 9001 opraHusaums AomKHA NPpoBOANTbL MOHUTOPUHT U U3MEPATL
MHOrue acnekTbl B OTHOLLEHWUW CBOEI NPOAYKLMN U CUCTEMY MEHEKMEHTa kadecTBa. MnaHupoBaHue urpaet
BaXKHYI0 pOfib B UASHTUMhMUKAUNN XenaeMblX pe3ynbTaToB, KOTopble HE06X0AUMO U3MEPATL, YTOOLI 0becne-
YNTb COOTBETCTBME NPOAYKLUMW YCTAaHOBMEHHBIM TPpeboBaHUAM.

UpenTuduumpoBana nu Bawa opraHu3aLus KOHKpeTHbIe acnekTbl, KOToOpble He06xoaMMO U3Me-
pATbL AnA o6ecneyeHUs COOTBETCTBUA NpoayKUUmn?

O Aa

O Het (cm. 7.9.1)

6.9.2 B cooTBeTCTBUM C TPeBOBAHUSAMU CUCTEMBI MEHEDKMEHTA KaYecTBa Bbl OMKHbI MOBLICUTL CTe-
neHb yaoBNeTBOpeHUs noTpebutens Yepes ee ahekTUBHOE NpUMeHeHWe. YcnewHo AedCTBYIoLLME OpraHu-
3auuuM onpeaensiioT ¢ NOMOLBIO CUCTEMbl MEHEKMEHTA KayecTBa KOHKPeTHble MepcreKTUBHLIE Lenu
BbINONHEHUA paboT U 3aaa4n, KOTOpPble OHU XOTAT BbIMOMHUTb.
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UaenTudmumpoBana nu Balla opraHusauusa o6wue Lenu u 3agaym gnsa cucTeMbl MeHegKMeHTa
KavecTBa?

I Oa

O Het (cm. 7.9.2)

6.9.3 YcnewHo AeiCTBYIOWME OpraHn3aLnum NocTosiHHO U nocredoBaTeflbHO oTBeYatoT TpeboBaHusm
CBOMX MoTpebuTenen, 4Tobbl NONy4YMTe NOBTOPHbIE 3akaskbl. YAOBNETBOPEHUE NoTpebuTenen HeobxoaMMo
KOHTPONMpOBaTh U U3MepsiTb, YTOOLI X TPeboBaHWA ocTaBancb B COOTBETCTBUM C U3MEHSAOLWUMUCA Tpebo-
BaHUSAMU pbiHKa U NpeAcTaBfeHUsIMI NoTpebuTeneit o NpoayKUMn 1 ycnyrax.

EcTb nu y Bawewn opraHusauumn npoLecc MOHUTOPUHTIa, U3SMEpPEHUA N aHanu3a yaoBrneTBOpPeHUs
notpeburena?

O Aa

O Het (cm. 7.9.3)

6.9.4 Korga cuctema MeHeakMeHTa KavecTBa paspaboTaHa, ee Heobxogumo nogaepXxmeaTb B pabo-
YeM COCTOAHUW 1 yny4waTe. B npoTMBHOM cnyyae oHa noTepsieT CBOIO CUIy U cTaHeT HeadhdpekTuBHOW. Opra-
HU3aUMK A0SMKHBI 06ecneumBaTh NOCTOAHHYIO akTyanusaLumio 1 3heKTUBHOCTb CBOUX CUCTEM NOCPEACTBOM
nnNaHMpoBaHNA 1 NpoBeaeHNs BHYTPEHHUX NPOBEPOK CUCTEMbl MEHEXKMEeHTa KavecTBa.

EcTtb Nu y Bac nnaH BHyTpeHHen NpoBepku?

[ da

O Hert (cm. 7.9.4)

6.9.5 [axe camble achpeKTMBHBLIE NPOLLECChl MOTYT NPUBOANUTL K pesynbTaTam, He OTBeYaloWmM Tpe-
60BaHMsAM KayecTBa BbIMONHeHUs1 paboThl. YcnewHo AeACTBYoLMe OpraHU3aL M BbISIBAKOT HECOOTBETCTBY-
oL MpoAyKUMIO A0 TOro, Kak oHa gocTuraet notpebutens, v npeanpuHUMaloT 4eNcTBUS MO PeLUeHUo
npobnembl.

Ectb nu y Bawen opraHusauum AOKyMeHTanbHO ocdopMneHHasa npoueaypa AnAa ynpaBneHus
HecooTBeTCTBYIOLEN NpoAyKLMeiA unu ycnyron?

O fa

O Het (cm. 7.9.5)

6.9.6 B cooTBeTCcTBUM C TPEBOBAHNSIMW CUCTEMBI MEHEPKMEHTAa KaveCcTBa OpraHnu3aLumsa gormkHa cobu-
paTb MHOPMaLMIo O npoLeccax 1 BUaax gesiTeNlbHOCTA, KOTOPbIe OHa UCNOMb3yeT ANA NOCTaBKM NPOoAYKLMU
nnu ycnyr ceoum notpebutenam. MpegcrtasnseTca BaXHbIM NpoBeAeHNe aHanMsa nonyd4aembix B pesynbTa-
Te AaHHbIX ONA OUEHKN AOCTUrHYThIX pe3ynbTaToB W orpedeneHus, rae MOXHO obecneunTb ynyyllueHus.
O6LWen3BeCcTHO, YTO Bbl AOMKHbI YIPABAATL pe3ynbTaTaMi U3MepeHuid, 4Tobbl NoMyUnTb NonesHyto MHpop-
Mauuto. YcnelwHo AeACTBYOLWME opraHn3aLmn Ncrnonb3yoT CUCTEMY MEHePKMEHTa KavyecTBa Kak cpefCcTBO
ynydLlleHns CTeNeHn yaoBneTBopeHns notpebutens.

EcTb nuy Balleil opraHusauum npouecc c6opa MHbopMaLum n aHanusa gaHHbIX AN onpeaerne-
HUs cTeneHW yaoBreTBopeHus noTpebutena?

O da

O Het (cm. 7.9.6)

6.9.7 YcnelwHo AeCTBYOLLME OpraHM3aLmMn UCNOb3YHOT CUCTEMY MEHEOXXMEHTa KadecTBa A nocre-
AoBaTenbHOro NPON3BOACTBA NPOAYKLIMM NN YCyT, OTBeYaoLWmMX TpeboBaHnamM notpebutenein n gencreyto-
LLlero 3akoHoaaTenbLCTBA.

EcTb nuy Bawen opraHusauum npouecc c6opa MHdopMaLum n aHanusa gaHHbIX gNA onpegene-
HUA YPOBHSI COOTBETCTBUA NPOAYKLUUN UMK ycnyr Tpe6oBaHMAM kavecTBa?

O Aa

O Het (cm. 7.9.7)

6.9.8 YcnewHo AeNCTBYIOLIME OpPraHn3aunm NCronb3yoT CUCTEMY MeHeDKMeHTa KavecTsa Ans ynyd-
LUEHNA KayecTBa CBOUX NPOLLECCOB, NPOAYKLNN U YCAyT.

EcTb nuy Bawen opraHusauum npouecc c6opa MHbopMaLum n aHanusa gaHHbIX OIS onpegene-
HUA YPOBHSA pe3ynbTaTUBHOCTU Npouecca?

O fa

O Hert (cm. 7.9.8)

6.9.9 B cootBeTcTBUM ¢ TpeboBaHnsamu TOCT P UCO 9001 opraHusauns OIMKHA OLeHnBaTb cnocob-
HOCTb NOCTaBLYMKOB NOCTaBMATb NPOAYKLMIO, OTBEYAIOLLYIO YCTaHOBNEHHbIM TpeboBaHUsAM.

EcTb nu y Bawen opraHusauum npouecc cb6opa uHcopmauumn u aHanusa gaHHbIX ANA OLEHKN
YPOBHSA pe3ynbTaTUBHOCTU NocTaBLUMKa?

O Oa

O Het (cm. 7.9.9)
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6.9.10 YcneluHo AelCTBYOLIME OpraHn3aLm He XayT 3axeaTa pbiHka unu notpebutenei HOBBIMA U
6onee arpeccnBHBIMW KOHKYpeHTamun. [NocTosiHHoe ynydlieHne obecrnedrMBaeT coXpaHeHWe KOHKYPeHToCno-
coBHoCTU 1 nocTaBky Gonee kauecTBEHHON NPOAYKL UM NoTpebuTento. Yny4dlleHne He NpoUCXOAUT crnyvaiHo,
ero Heobxo4MMO NNaHMpPoBaTb U BHeAPSTb C UCMOMb3OBaHWEM pe3yfbTaToB aHanusa AaHHbIX U Apyrux
BUOOB AEATENbHOCTU B paMKaxX CUCTEMbI MEHEKMEHTa KadyecTBa.

EcTb nu y Balleil opraHusaumu nnaH NOCTOSAHHOTO YNy'lleHUs Ballel CUCTEMbl MeHeKMEeHTa
KavecTBa?

O fa

O Her (cm. 7.9.10)

6.9.11 lMocTosiHHOe ynydweHne TpebyeT yCTpaHEeHWsi OCHOBHOW WM HEenocpeaCcTBEHHOW MPUYUHLI
HEeCOOTBETCTBMSA NPOAYKLMMN 1 xanob noTpebutenei.

EcTb nu y Balwei opraHusauumn gokyMmeHTanbHo odopMneHHasa npoueaypa, obecnevmBaowan
npoBeAeHNe KOPPEeKTUPYIOLWUX AeACTBMI AN YCTpaHeHsi OCHOBHOW NPUYUHBI Npobnem?

O fa

O Hert (cm. 7.9.11)

6.9.12 OgH1M n3 Hanbonee BaXHbIX BUAOB AEATENbHOCTU MO MOCTOSHHOMY YNYYLWEHUIO ABNAeTCA
npeaynpexaeHne cuTyaLni, KoTopble MOryT MPUBECTU K HECOOTBETCTBUIO NPOAYKLUUW UAU YCAYT U HEHYXXHBIM
3aTpaTam, 1 BOSHUKHOBEHWUS TakUX CUTyaLMiA.

EcTb nu y Ballei opraHusalum AOoKyMeHTanbHO ocdopMneHHana npoueaypa, o6ecneuvuBaiowan
npoBefeHue AeWACTBUN, Npedynpexaalolinx BO3HUKHOBEHUE NOTEHUUaNbHLIX NpobneM, KoTopble
MOTYT NPUBECTMU K HEHYXXHbIM 3aTpaTaM U HeyAOBNEeTBOPEHHOCTU NoTpebutenen?

O Aa

O Het (cm. 7.9.12)

6.10 BonpocHuk, 4yactb 10. BHegpeHue Balen cucTeMbl MEHEPKMEHTa KavyecTBa

6.10.1 PykoBoacTBo 1 obecneveHre AesTenbHOCTU opraHnsauny TpebyoT NOCTOAHHOrO ynpasneHus.
YcnelwHas AesATeNbHOCTb MOXeT GblTb pesynbTaToM BHEAPEHNS U NoaaepXKaHua B pabovem COCTOSAHUN cuc-
TeMbl MEHePKMEHTa KavecTBa, obecrneunBatoLLein He ToNbKO NOCTOSIHHOE YiyylleHWne KayecTsa NpoayKuun n
npoLecca, HO U NOTPeBHOCTU BCEX, KTO Y4acTBYET B 3TON AesATeNbHOCTU, — OT COTPYAHMKOB A0 noTpeburte-
nemn n obLecTBEHHOCTMU.

PykoBoacTByeTCs N cucTeMa MeHe)KMeHTa KayecTBa Ballel opraHM3aLum BOCbMbIO NMPUHLMU-
namMu MeHeAXXMeHTa KadyecTBa, OpUEHTUPYIOLUUMU PYKOBOACTBO OpraHu3aluei B HanpaBneHUu ynyu-
LeHUs KayecTBa NpogyKLuUM Unu ycnyr u pesynbTaTUBHOCTU Npouecca?

O fa

O Hert (cm. 7.10.1)

6.10.2 Bbicllee pykoBOACTBO OO/DKHO obecnednTs goBedeHne 40 CBeAeHNUs U MOHMMaHWE COTPpyaHU-
KaMu NonuTukn B obnactu kayecTsa.

OcBepomMneHbl N COTPYAHUKM Balle opraHusauum o nonuvTuke B o6racTu kayecTBa U conyT-
CTBYIOLLUUX 3agayax B obnacTu kayecTsa?

O fa

O Hert (cm. 7.10.2)

6.10.3 MHorue coTpyOHWKN OOIMKHBI MonyyaTtb nHdopMaLnio o ToM, kak paboTaeT cuctema MeHeak-
MEHTa Ka4yecTBa, U A0JDKHbI BbITb 0becrneveHbl COOTBETCTBYHOLEN AOKYMEHTaLMER, a APYrMM HeoBX0aUMbI
oby4eHne 1 NoAroToBKa Mo crneuMansHelM NporpaMMam 1 3agaHusl Ha BbIMOSIHEHWE NOCTaBMNeHHbIX 3adau.
3anucu noaroToBKM criefyeT CoOXpaHsTb, a ee aheKTUBHOCTb — OLleHUBaTb. BHyTpeHHeMy ayantopy, Kak
npasuno, TpebyeTca AoNONHUTENbHAs NOArOTOBKa MO MeEToAaM ayauTa (NpoBepKM).

MpoxopaT NU NOAroToBKY COTPYAHUKM Balled opraHM3auuu ans BbiNonHeHUA paboThbl, BNUso-
Lier Ha kKa4ecTBO NPoAYKLMU U YCNyT, U BeAeTe NU Bbl 3anvcu, NoATBepXAarLme 3to?

[ Aa

O Hert (cm. 7.10.3)

6.10.4 Tporpammy BHYTpeHHeN NpOBEPKM KaYecTBa NCMONb3YIOT ANs onpeaeneHust cobniogeHuns Tpe-
GOBaHWUI CMCTEMbl MeHePKMeHTa KauyecTBa, a Takke NpoLedyp U MHCTPYKUMIA No akcnnyaTauni. Ecnn Heob-
XOOUMO, NepcoHarn, BbIMOHSAOLWMIA BHYTPEHHIOK NPOBEPKY Ka4eCcTBa, MOXET OKa3aTb MOMOLLb COTPYAHUKaM
B BbINOMHEHUWN YCTAaHOBMNEHHLIX BUAOB AeATENbHOCTU pasfnMyHeiMK CpeAcTBaMK, ykasas, Hanpumep, rae npo-
NCXOAUT NMPON3BOACTBO HECOOTBETCTBYIOLEN NPOAYKLUMM, U MHCDOPMUPYS KOHTPOMEPOB 1 Tpebys npoBe-
OEeHNs KOPPEKTUPYIOLLMX AEACTBUIA Tam, rae U3MEHEeHUs He MPOUCXOOAT.

18



rocCT P 54138—2010

Bbina nu nporpamma BHYTpeHHe NpoBepKkU KayecTBa apdheKTUBHO BHeapeHa?

[ Oa

O Het (cm. 7.10.4)

6.10.5 AHanus co CTOPOHbLI PYKOBOACTBA CUCTEMbI MEHEKMEHTa KadecTBa HeoOXxoaum Ans OLEHKU
BHeApeHUA 1 3hPEKTUBHOCTU CUCTEMBI B BBIMOSIHEHUM 3a4a4 U NONUTUKK B obnacTu kavyecTBa. PykoBoacTBO
AOSKHO NPOBOAUTL aHanNU3 Yepes onpeaeneHHble NPOMEXYTKU BpeMeHU, HanpuMep OfIMH pas B KaXable Tpu
MecsiLia Ha paHHUX 3Tanax BHeapeHus.

AHanusupyeT Ny Balla opraH1M3aLusa cuctemMy MeHe)kMeHTa Ka4yecTBa, Kak 3anfaHMpoBaHo?

O Aa

O Hert (cm. 7.10.5)

6.10.6 [lokyMeHTbl CUCTEMBbI MEHeXKMEHTa KauecTBa SABNSIOTCA BaXKHbIMU N5 COTPYAHUKOB, KOTOpbIe
NCNONb3YOT UX ANS BHEAPEeHUA, nogaepaHus B pabouyem COCTOAHUU U YNYYLIEHUA CUCTEMBI MEHEKMEHTa
kavecTBa. [lokymeHTamMu cneayeTt AOMKHLIM 0Bpa3om ynpaensTe U NPeaoCcTaBNATbL UX TaM, rae OHU Heobxo-
Anmbl. [lokymeHTbI criegyeT NOCTOAHHO aKTyanusupoBaTh, a ycTapeslune BapuaHTbl AOKYMEHTOB He cneayeT
XpaHUTb Ha pabo4unx ydacTkax.

O6ecneunBaeTca Nu ynpaBrieHMe AOKYMEHTaMU B BalleW opraHuU3auuu AoMKHbIM oGpa3om B
COOTBETCTBUU C TpeboBaHUAMU AOKYyMEeHTaNnbLHO ohopMIIeHHON npoueaypbl?

O Aa

O Hert (cm. 7.10.6)

6.10.7 3anucu HeobxoaMMbI AN NOATBEPXKAEHUSA TOro, YTO 3annaHUpPoBaHHbIe BUAbI AEATENbHOCTA
CUCTEeMbl MeHeXKMeHTa kayecTBa Gbinu BhIMONMHEHBI U COOTBETCTBYIOWMNE KOPPEKTUPYIOLWMe AeACTBUA Npo-
BeAeHbl.

EcTb N1 Bce Heo6XoAUMBIE 3aNUcK NO KaYecTBy U oGecnevyuBaeTca MU UX ynpasneHue B COOTBET-
CTBUU C TpeboBaHMAMU AOKYMeHTaNnbHO ocdopMneHHo’ npoLleaypbl?

O Oa

O Het (cm. 7.10.7)

6.10.8 TMonHoCTLIO BHeAPEHHasa cucTeMa MeHePKMeHTa KauecTBa NpeoCcTaBnAeT MHOMO BO3MOXHOC-
Ten AN NPoBeAeHNs KOPPEKTUPYIOLNX 1 Npedynpexaatowmx AeicTBUA, BeayLnX K yIy4ylleHUo kKayecTea
npodykuun. HoBble cucTembl MEHEKMEHTA KaYecTBa UMEIOT, Kak NpaBuno, HEUCNOMb30BaHHbIE BO3MOX-
HOCTW ANA YrydWweHWid, KoTopble WAEHTUMDULMPYIOT COTPYAHUKU ANS NPOBEASHUSA KOPPEKTUPYHOLMX W
npedynpexaatoLwnx AeicTBuin. MNpeacTaBnseTcs BaxHbIM UCMONb30BaHWe Taknux BO3MOXHOCTEN U obecneye-
HUe X abpekTUBHOrO BHEAPEHUS.

MpusHaloTCcs U NoaAepXUBaKTCA N BO3MOXHOCTU Ballel opraHusauuu ans npoBeaeHus Kop-
peKkTUpyoLWmMX U npeaynpexaarlx 4eAcCTBUA BbICLUUM PYKOBOACTBOM U BbINOMAHAIOTCA NU Takue
OeNCTBUA B COOTBETCTBUU C AOKYMEHTanbHO ochopMneHHomn npoueaypon?

O fa

O Het (cm. 7.10.8)

6.11 BonpocHuk, YyacTb 11. CepTucdukauusa U nogaepxaHne B paboyeM coCToAHUU CUCTEMBI
MeHeXXKMeHTa KayecTBa

6.11.1 CepTudnkaumsa/nposepka (ayauT) Balleid CUCTEMbI MEHEKMEHTA Ka4yecTBa Ha COOTBETCTBUE
FOCT P UCO 9001 obecneunBaeT gosepue Ans MHOMMX OpraHnsaunin-noTpedbutenein K Tomy, 4To opraHusa-
LUNSa-NocTaBLLMK MOXET rnocrnefoBaTenbHO NoCTaBNsATb KAYECTBEHHYO MPoayKLUMIO.

3HaeTe N1 Bbl, NoYyeMy noTpebuTenn TpeGylOT OT CBOMX MOCTaBLUMKOB HanW4us nNpoBepeH-
Ho/cepTuUcULUUpPOBaHHON cUCTEeMbl MeHe[)XMeHTa KauecTBa, oOTBevawlle TpeGoBaHUAM
rOCT P UCO 90017

O Aa

O Her (em. 7.11.1)

6.11.2 CepTudmkaumnio/NpoBepKy (ayamT) Ballell CUCTeMbl MEHeKMeHTa KayecTBa Ha COOTBETCTBUE
MNCO 9001 yacTo TpebyroT nokynaTenu Ha pbiHKax APYrX CTPaH, UMMOPTUPYHOLLMX NPOAYKLMIO UM YCITYTU.

JKcnopTupyeTe N1 Bbl CBOK NPOAYKLMIO UMW YCIYrU NOKynaTensM Ha pbIHKUM APYrUX CTpaH,
KoTopble TpeGytoT cooTBeTcTBUA MTOCT P UCO 9001 Kak Heo6XxoaMMOro ycroBusi BeaeHus gen?

O da

O Het (cm. 7.11.2)

6.11.3 CyllecTByeT MHOTO OpraHoB Mo cepTUdMKaLnM, akKkpeaUuTOBaHHbIX ANsi NPOBEAEeHUs! NPoBep-
Ku/cepTudukaLmmn cucTeM MeEHEIKMEHTa KadecTBa, oTeevaroLwnx TpeGosaHnam FOCT P UCO 9001. OpraHbl
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Mo akkpeaMTaLMK yNpaBnsioT NpoLeccom cepTudukaLMn/npoBepky (ayauTa) U akkpeauTyoT opraHsbl no cep-
Tudpmnkaumm/nposepke. OpraHbl No cepTUdUkaLMm/NpoBepke MOryT BblTb akKpeanTOBaHbl B OQHOW CTpaHe n
npeanaratb CBOW YCMyr BO MHOMMX ApPYrnx ctpaHax. Belbop npuemnemMoro opraHa no cepTudpukaumn/npo-
BEPKe ABNAETCA BAXXHOW YacTbio npouecca cepTUdnKkaunm/mpoBepkn U MOXET OkasaTb 3HaYMTeNbHOoe Brus-
HWe Ha CTOUMOCTb YCIyru.

3HaeTe Nnu Bbl, Kak BbIGpaTh NONb3yKOLWUIACA aBTOPUTETOM Npod)eccuoHanbHbIN opraH no cep-
Tudmkauun/npoBepke?

O Oda

O Hert (cm. 7.11.3)

6.11.4 OpraHbl no cepTudukaumMn/npoBepke A0MKHbI cobnogaTte onpeaeneHHbIi NpoLece Npu cepTu-
dukaumm cooTBETCTBUA CUCTEMBI MeHemkMeHTa kavyecTBa TpebosaHuam FTOCT P UCO 9001. OtoT npouecc
BKItlOYMA@eT aHanMs AOKYMEHTOB, OLEHKY NPOMU3BOACTBEHHOrO 06bekTa U NOCTOAHHOE NpoBeAeHWEe KOHTPOMb-
HbIX MPOBEPOK B TeueHne Tpex neT. OHM MOTyT BblAaTb cepTuduKaT, ecnu cucTemMa MeHeXKMeHTa KavecTBa
oTBevaeT BceM TpeboraHuam TOCT P MCO 9001 1 Bbina acdekTmBHO BHeapeHa.

3aknouuna nu Balla opraHusaLusa cornalieHue ¢ opraHom no ceptudukauun/npoBepke?

J Aa

O Het (cm. 7.11.4)

6.11.5 Bawa opraHusaumus gospkHa 6biTb COOTBETCTBYHOWMM 006pa3oM noaroToBneHa kK cepTuduka-
unn/nposepke. HeycnelHas oueHka, NpoBoauMast 4o cepTudukaumn/nposepku, npuseaeT K AONONHUTENb-
HbIM pacxodaM W HEeHYXHOW 3afepXKe B OOCTWKEHUWU Balleil Lenu nonyyveHus ceptudmkauum n Moxet
oTpuLaTenbHO ckasaTbCsl Ha MOparnbHOM COCTOSIHUM COTPY/AHMUKOB.

MoparoTtoBneHa N1 Bawa opraHM3auua AOMKHbIM 06pa3oM K NpoBeAeHUI0 OLieHKA OpraHoM no
cepTudmkayun/npoBepke?

O Aa

O Het (cm. 7.11.5)

6.11.6 AkkpeauTOBaHHbIA opraH no cepTudgurkaLm/npoBepke AOMMKEH MPOBOAUTL OLIEHKY YCTaHOBIEH-
HblM 0Opa3om W PYyKOBOACTBOBATbCA MOSIOXKEHUsIMA, paspaboTaHHbiMM MexayHapogHbiM (hopyMoM Mo
akkpeauTauum (AF). OH gomkeH NpeaocTaBUTb NNaH OUEHKM 40 NpoBeaeHUa hakTu4eckon oLeHkM 1 cobnto-
Aatb ero. KonmyecTso YesioBeKo-gHEN OLEHKN 3aBUCUT OT pasMepa cepTuduLmpyemoin opraHusauun.

FoToBbLI NX BallM COTPYAHUKM K OLLeHKe U 3HAIOT 1N OHU, Kak BecTU ceba Npu BcTpeye ¢ ayauTo-
pom?

O fa

O Het (cm. 7.11.6)

6.11.7 TNnaH oueHkn TpebyeT NpoBedeHUs 3aKNHOYNTENbHOro COBELWAaHUA, Ha KOTOPOM PYKOBOAUTESb
ayauTOPCKOW rpynnel MpeacTaBuT pesyrbTaThl OLeHKU U naeHTuduumpyeT obnacrtu, rae Heobxogumo npea-
MPUHATL ASACTBUS MO YNydlleHnto. Bo MHOMMX cnydvasix pykoBoaUTENb ayANTOPCKORN rpynnbl MOXKET ckasaTb,
yTo OH OydeT pekoMeHAoBaTb €ro opraHusauuv cepTudULMpoBaTL/NPOBEPUTL CUCTEMY MEHEMKMEHTa
KayecTBa W HanpaBWUTb Bam cepTudmKaT, NoATBEpKAaoWMIA 3T0 pelleHne. B apyrux cutyaumsx Heo6xoaumo
MPOBECTU KOPPEKTUPYIoLLME AENCTBUS U NOATBEPAUTL MX NpoBedeHUe A0 NonydeHust ceptudukara.

3HaeTe NU Bbl, Kak onpenensiTh, SIBMASIOTCSA N BbIBOAbI U Pe3yrbTaTbl OLEHKU XOPOWUMU UNn
nnoxumMu?

O da

O Hert (cm. 7.11.7)

6.11.8 lNpoBeaeHMe NOCTOSAHHBIX BHYTPEHHUX NPOBEPOK Ka4eCcTBa, KOPPEKTUPYIOLLNX U Npeaynpexaa-
OLLMX AEACTBMIA U aHANN30B CO CTOPOHbI PYKOBOACTBA MMeeT 6ornblioce 3HavYeHne Ans nogaepxaHus B pabo-
YeM COCTOSIHUM W YNy4lleHUs cUCTEMbl MeHeIkKMeHTa kavecTBa. OTO AOMKHO cTaTb OBblYHBIM Aenom B
pamMKax opraHusauun. HekoTopble opraHusaLnm cTpeMaTcsa NnonydyuTb HaLUOHaNbHYo NMpemMuio KavyecTtsa v
ncrnonb3yoT FOCT P NCO 9004 ans gocTtmxeHus aton uenu. MCO nybnukyeT Apyrne AoKYMEHThI Mo pyKoBo-
OSLLMM MOSMOXEHNAM, 4TOBbI OKa3blBaTb NMOMOLLb B MOCTOSAHHOM Y ydLIEeHUA AeATENbHOCTA OpraHusaumu.

OcBepgomneHbl nuBbl o TOCT P UCO 9004 u apyrux aokymeHtax UCO no pykoBoAaALLMM Nonoxe-
HUAM?

O fa

O Het (cm. 7.11.8)
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7 KommeHTapum

MockonbKy Bbl OTBETUNU «HET» Ha HUXecreaywliue BONPOChl, HUWKenpuBeaeHHan UHdgopma-
LMA MoXeT ObITb NonesHa ANA Bac.

7.1 KommeHTapuu, vyacTb 1. [puHATUE cTpaTerum B ob6nacTtu kayecTBa

7.1.1 UmeloT N1 npoaykuusi W/unu ycnyru Balled OpraHuM3auum KOHKpPeTHble XapaKTepucTUKu
KayecTBa, OTNNYalLlue ee OT BallMX KOHKYpPEeHTOB?

PaznuyHele niogn noHMMaloT KauecTBO No-pasHoMy. MNoaTomMy Bam Heobxoanmo onpeaennTb KOHKpeT-
Hble XapakTepuUCTUKM KayecTBa NPOAYKLMM, KOTOPYHO Balla opraHvMsauus npegoctasnset onpeaeneHHOMY
CEKTOpY NPOMbILLNIEHHOCTW, Ha PBIHOK 1 0BCNYXMBaeMbIM NOTPeEBbUTENbLCKUM rpynnam.

YcnewHo AeNCTBYIOLLME OpraHn3aLmMn OTBETAT Ha Bonpoc «YTo s npoaato 1 KoMy f npoAan?» no-pas-
HoMy. Hanpumep, ecTb opraHusaLuy, npogatoLime 4acbl, 0qHaKo HekoTopble 6onee ycnewHo AencTeyowme
opraHvsaunm npogatT MexaH3Mbl, MoKasbiBaoLMe BPeMsl, KOTOPLIE SIBNSAIOTCA eLle U AparoueHHbIMU u3ge-
nuamu. BonbWMHCTBO opraHu3aLmii No npogaxe asToMmobunen peanusyloT TpaHCNOPTHLIE CPeACTBa U yCIy-
M Mo aBTonepeBO3Ke, a YCMNewHO OEWCTBYOLIME OpraHusauuu peanuayloT npecTuk. Bce oHu moryT
npoAasaTh KayeCTBEHHYH MPOAYKLMI0, OAHAKO OHU MO-PasHOMY OTHOCATCA B CUMY CBOErO NOMOXeHUA k obec-
MevYeHno CoOOTBETCTBUSI TPeBoBaHUAM 1 OXugaHUsaM noTpebutenei. YcnewHo AeACTBYOLWME opraHu3aumm
Takke AOMKHbI yCTaHOBUTb, YTO ONpeaensieT yaoBNeTBOpeHue noTpedbutenei u BoO3aencTeyeT Ha UX BOCNPU-
ATNE NPOAYKLMN N OXKNOAHNS.

Y HeKoTopbIX OpraHn3aLWii TPUCYTCTBYET PbIHOYHBIA NOAXOA K KaYECTBY, Y APYIUX XKe UHXKEeHEePHbIN unu
Npou3BoACTBeHHbIN. Kaxabi Noaxoad MMeeT CBoe 3HaveHue, ogHako obwenpusHaHHbIM ABNsSeTCA To, YTO
ANsi MOMHOro yAOBNETBOPEHUSI PasnnyHbIX NoTpebutenei npodykuusi 4OfmKHa yaadHo codveTaTb B cebe
PbIHOYHBINA MOAXOA, UHXEHEPHYO MbICb (NPOeKTUPOBaHMWE) U OTNAXXeHHOe NPOoU3BOACTBO.

7.1.2 NMoHumaeTe Nu Bbl 0OAHO3HAYHO U YETKO, YTO O3HaYaeT Ka4eCTBO ANs BallUX NoTpebuTtenen
U KakK 3TO BNUsieT Ha Bally NPOU3BOACTBEHHYIO AeATENbHOCTL?

KavyecTBo TpyaHO nogdaeTtcs onpeAeneHuno n UHTepnpeTMpyeTcsl No-pasHOMY B KaXKOAOM NPOMbILLSIEH-
HOM ¥ pbIHOYMHOM cekTope. HeMHorne opraHnsaumm MoryT onpeaeniTb Ka4ecTBO B U3SMEPSEMOM BbIpaXXEHUN,
Koraa UM 3agaloT Bonpoc: «YTo oTnuyaeT Bally NpoayKuuio Unm yenyry?»

BaHkoBckuMe cnyxawme, HanpuMep, OTBETAT «oKa3aHWe Ycnyru», paboTHUK 34paBooxXpaHe-
HUS — «KayecTBEeHHas MeguuMHCKas MOMOLLbY, COTPYAHUK FOCTUHULLI AW pecTopaHa — «yA0BNeTBOpPeHue
noTpebutensy, a NPON3BOANTENb OTBETUT «Ka4eCTBO NMPOAYKLUN».

KauecTBo npoayKkuum MoxeT OblTb OCHOBaHO Ha U3MEpSeMbIX XapaKTepUCTMKax UM nokasaTensix,
ofHaKo ANs Nonb3oBaTessl Ka4ecTBO ABMSETCS OTAENbHBIM BONPOCOM, B OCHOBE KOTOPOrO fEXUT rMaBHbLIM
obpaszom BocnpusaTHE NpoayKTa.

MokasaTenu, KOTopble paccMaTpUBalOT Kak ornpeaensiiolimMe B pasfMyHoON cTeneHn KavecTBo Npoayk-
unn, npeactaeneHsl B Tabnuue 4.

Tabnwuuya 4 —TllokasaTenn kayectsa

MokasaTesb Ka4ecTsa XapaktepucTuka unu 0cobeHHOCTb kadecTsa

3KennyatauuoHHbIE CBOMCTBA TOYHOCTb XOAa YaCoB UMW 3KCTINyaTaUuMOHHbIE XapaKTePUCTUKU YCKOPEHUs! aBTO-

mobuns

OcoBeHHOCTM aKcnnyaTaumm Yao6Has perynmpoeka, AMCTaHUMOHHOE ynpaBneHne, mMOKoCTb NPy SkCnnyaTauum

HapexHocTb OTtnpaeneHune n NpubbiTUe CamoNeTOB MO PaCcMCaHUIO UMK OTCYTCTBUE Heobxoau-
MOCTU B PEMOHTE

CooTBeTCTBME W3genve oTBeYaeT ycTaHOBIIEHHbIM UMK 3asiBIeHHbIM TpeGoBaHnaM

[MpoyHoCTB Wapenue BbligepkmBaeT 0OblYHbIe UK gaxe HeobblYHbIe YCNOBUA 3KCNNyaTaumm ¢
HapyLLueH1eM npasun

OkcnnyataumoHHas  npuroa- MpocToTa B 06CnyXUBaHMU U 3KCNITyaTauum

HOCTb

ScTeTuka MpuBnekaTenbHOCTb, LUBET, apoMaT

Bocnpusitne "epmaHckasi TEeXHONOorusl, ANOHCKas 3NEKTPOHMKA, AOKTOpa A CHMTAIOT NyYlue A0K-
Topa b
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PykosoauTenu ycnewHo AeUcTBYIOWMX OpraHu3auui TpebytoT nposeaeHUa sMepeHuid 3TUX nokasare-
nen KayecTsa U aHanMsa NoNyYeHHbIX AaHHbIX. MHOIMe acnekThl KayecTBa He NoaaalTcs KoNnnYecTBEHHOMY
onpeaeneHuio, oHaKo Kaxkaaa opraHusauna AomkHa YeTKO onpeaennuTbCa co CBOUM MOHMMaHWEM TepMUHA
«Ka4ecTBO» W MOMbITAaTbCA NPOBECTU T€ USMEPEHUs], KOTOPbIe NPOAEMOHCTPUPYIOT 3KCNNyaTaUUOHHbIE CBOIt-
CTBa W yny4leHns 3a onpegeneHHbIN Neproa BpemMeHu.

7.1.3 Onpepenunu nu Bbl knaccudukauuio Bawend NPoAYKLUUU U XapaKTepUCTUKU KauvyecTBa,
KOTOpble Bbl AO/MKHbI paccMaTpuBaTb?

B cootsetcTBUM C onpeaenervem FOCT P UCO 9001 npoaykT sasnaeTca pesynbTatom npouecca, KoTo-
pbIi UMeeT cneaytolume veTbipe obLne KaTeropuu:

- yCnyru, HanpyMMep TpaHCcnopT, MeauUMHckoe obCcnyXnuBaHue;

- nporpammHoe obecneveHue, HanpuMep KOMMbIOTEPHbLIE NPOrpamMmebl, CROBapHU;

- obopyaoBaHue, Hanpumep aBTOMOGUNN, MexaHU4eckue YacTu,

- obpaboTaHHble MaTepuansl, HanpuMep cMasoyHble MaTepuanbl, HeKoTopble NULLEBLIE MPOAYKTDI.

O6LWwenpu3HaHHBIM ABNAETCA TO, YTO MHOMME BUAbI NPOAYKLWN BKMKOYAIOT aneMeHTbl Gonee YeM oHo
obwwen kateropun. OpraHnsauns 4ospkHa onpeaenqTb, YTO Nonyyat ee NnoTpebuTenu kak 4acTb obLuero npo-
Aykta. Hanpumep, opraHnsauus MoXeT NoCTaBMATbL usgenue unu obopyaosaHue U 4oCTaBNATL ero NoTpebu-
Teno, obecneunBas Takum obpasom npedocTaBneHue ycnyru. Muorve usgenua unu oGopyaoBaHue
BKMIOYAIOT NporpammHoe obGecneveHne u TpebytoT npegocTasneHue ycnyr. CnegosaTensHo, AeicTBUe cUc-
TeMbl MeHePKMeHTa KavecTBa AO/MKHO pacnpoCcTpaHATLCS Ha BCe XxapakTepucTukn npoaykumu. Mpeacrasens-
€TCH BaXXHbIM UHTEPNPeTUPOBaTL 3HAYEHNE TEPMUHA «MPOAYKLMS» NPUMEHUTENBHO K Balleil opraHusauum,
Koraa Bkl 3HakomMutech U npuHumaeTte FOCT P NCO 9001.

7.1.4 3HaeTe NU BLI, NOYEMY HEKOTOpPbLIE OpraHu3aLuu TpeGyloT OT CBOUX NOCTaBLUKOB (PYHK-
LUOHUPOBAHUA CUCTEMbI MeHe)KMeHTa kadecTBa Ha ocHoBe FOCT P UCO 90017

Bbl AOMKHBI 3HATL U NOHUMATb, YTO CUCTeMa MeHe)KMeHTa KayecTBa B COOTBETCTBUM C TpeboBaHMAMU
FOCT P UCO 9001 siBnsieTca cucteMon MeHeaXMeHTa, KoTopast HanpasnsaeT 1 OPUEHTUPYET OpraHbl ynpas-
neHus opraHusaumm Ha obecneveHne KavecTBa NPOAYKLUMM U COMYTCTBYIOWIMX NPOUECCOB peanusauuu.
B cooTtBeTCTBUM € TpeGOoBaHUAMU CUCTEMbI MEHEPKMEHTA KayecTBa opraHusaLmusa AOMKHA UMETb NONUTUKY B
obnacTtu kavecTsa, Lenn B obnactu Kayectsa 1 npouecchl, HeobxoaMmble Anst AOCTUXKEHUSI 3TUX LieNe.

Kak ckazaHo paHee, Bbl AO/IKHbI ONPeAennTb, YTO Ka4YeCcTBO O3HAYaeT A Ballel opraHusauum, u
3aTeM YCTaHOBWTb Te LeNnn, KoTopble AOMKHbI BbiTb AOCTUrHYTEL. B 9TOM cnyyae cuctemMa MeHempKMeHTa
KayecTBa MOXeT OblTb mocneaosaTenbHo paspaboTaHa M BHeApeHa B COOTBETCTBMM C TpeGoBaHUsMU
FOCT P MCO 9001.

MoTpebutenn xoTAT UMeTb 4OBEepMe K TOMY, YTO Balla opraHusaLys XOpoLUo BbINOMHAET CBO paboTy 1
YTO Balla NpoAyKuust bygeT oTBeYaTb YCTaHOBMNEHHbIM TPeBoBaHNAM, BKIOYas BbINOMHEHNe NobbIX conyT-
CTBYIOLLMX, PErynNupytoLmx TpeboBaHnin, 4eCTBME KOTOPLIX PAcnpoCTpaHAeTCs Ha Bally NPoAyKLUMIo.

MoTpebutenu moryT noTpeboBaTb NOATBEPKAEHWSA TOrO, KaK XOPOLLO Balla opraHusauumsa pabotana B
npowwnoMm. Bawa cuctema MeHepkMeHTa kavecTsa, oTsevarowwas TpebosaHnam FOCT P MCO 9001, oBecne-
unT goBepue noTpebuTenen, KoTopoe UM HeobXoaAUMO A5t Be4eHMs COBMECTHBIX Aerl.

Heobxoammo 3HaTb, UTO CMCTEMa MEeHe)KMeHTa KayecTBa AOMONHSeT TEXHUYECKNEe acrnekTbl Ballein
npoayKL 1N 1 yCnyr U He cepTudnumpyeT COOTBETCTBME NPOAYKLAM NoBLIM perynmpyowmnm Tpe6GoBaHmsaMm.

7.1.5 3HaeTe nu BblI, Kak npeactaButenb MCI1, kak NpUHUMaTL M aAanTUPOBaTb CUCTEMY MEeHeOK-
MeHTa kayecTBa k Tpe6oBaHuam FOCT P UCO 90017

B HacToswem ctaHgapTe npeacTaBneHa MHdopMauns, Kak NpUMeHsiTb U aganTupoBaTh TpeboBaHus
FOCT P UCO 9001 k Bawwen cucteme MeHedXXMeHTa KadecTsa. MpoLuecc pa3paboTkvi U BHeAPeHWUs HeMb3s
onucaTb B HECKOMbKUX KOPOTKMX naparpadax. Ha a1o TpebyeTcs, kak npasuno, 12 mecsaues unu 6onee n
oyeHb 6onbLuo 06beM paboThl.

He nbiTascb yCnoXxHUTL Npouecc, NpeacTaBieHHbIA Hke nepedeHb BKAoYaeT 60MNbLWWMHCTBO 3Tanos,
KOTOPbIMA HEOBXOAMMO PYKOBOACTBOBATLCS:

- onpegeneHne opraHU3aUnoOHHbIX Lenen n 3agad ana CMK;

- HasHaveHue npegcTaBuTensl PyKoOBOACTBA NO BONPOCcam KavyecTBa;

HasHaveHue rpynnbl No npoekty BHeagpeHua CMK (ecnu n korga Heob6xoanmo);
MPUHATUE peLleHusi 0 HeoBXoAUMOCTU NpuBNeYeHUA KoHcynbTaHTa no CMK ansa okazaHua NoMoLum B
uHTepnpeTauun TpebosanHuii FTOCT P NCO 9001;

22



rocCT P 54138—2010

- nnaHupoBaHue npoekta CMK;

- MOAroTOBKa CMEThI PaCXOAoB;

- BblgeneHune pecypcos ans npoekra CMK;

- NpoBeAeHne aHanusa HeoCTaTKOB NOCPEeACTBOM pacCMOTPEHUS CYLLECTBYHOLLMX NONIMTUKN CUCTEMBI
MeHeKMeHTa, npoLeayp, MHCTPYKLMIA NO 3KCnyaTauum u MeToAoB;

- paspaboTka KapT TeXHOMOrM4Yeckux npoLeccoB (Mo pasfMUHbIM OPraHU3aUMOHHBIM YPOBHSIM, ecnn
HeobxoauMo);

- paspaboTka HeobxoauMbIX 4oKyMmeHToB no CMK;

- MpoBedeHne NHTEpPBbLIO U BbIOOp opraHa no cepTudunkauMn/nposepke;

- npoBedeHUe aHanusa u yTeepxaeHue AokymeHToB no CMK;

- O3HaKoMIleHWe 1 NOAroTOBKAa BCEX COTPYAHUKOB ¢ AOKYMEHTOM «Kak ucnonbsosatb Bawy CMK»;

- BHeapeHne CMK B TeveHWe He MeHee TpexX MecsLEeB;

- naeHTUmKaLna 1 NoaroToBKa BHYTPEHHUX ayaUTOPOB KavyecTBa;

- npoBedeHue NepBoil cepum BHYTPEHHUX NPOBEPOK;

- NpoBedeHue aHanusa co CTOPOHbI PYKOBOACTRA;

- NpoBeAeHUe KOPPEKTUPYOLIMX U Npeaynpexaaownx 4enCTBUiA;

- opraHusaLuus NpoBeAeHNs OLEHKN OpraHoM no cepTudmkalmn/npoBepkKe;

- KOPpEeKTUpOoBKa HeJOCTaTKOB U NpodorikeHne paboTel No BHegpeHuto 1 ynydwexuio CMK.

7.1.6 B3sino nu pykoBOoACTBO Balled OpraHuMsauMm Ha cebsa obAzarenbcTBa NO BHeOPEHUIO
NPUHLUNOB U METOAOB MEHE)KMEHTa KayecTBa U oCyLLeCTBAAET N1 OHO HenocpeacTBEeHHOe PyKo-
BOACTBO COTPyAHMKamu, noaTBepxaawllee Ha co6CTBeHHOM NpuMepe coGniogeHue Takux ob6asa-
TenbcTB?

Boiclwiee pyKoBOACTBO HECET OTBETCTBEHHOCTL 3a CUCTEMY MEeHE)KMEHTa KavyecTBa Ha cTparterndec-
KOM YPOBHE B opraHusauum 1 A0SMKHO 3HaTb 0 TpeboBaHMsAX CBOUX NoTpebutenei u 3aasuTb O CBOEN NpuBep-
XEeHHOCTW MpUHUMNAM WX BbINOMHEHWS, BKMOYasi cobnogeHne 3akoHodaTeNbHbIX W Perynupyowmx
TpeboBaHWi, AENCTBME KOTOPLIX pacnpoCTpaHseTCs Ha KauecTBO NPOAYKLMA. Bricluee pyKoBOACTBO AOMKHO
Takke onpegenqTb NOMUTUKY U KOHKPETHbIe Lienin 4ns Bcex nodpasaeneHnii n ypoBHEA B paMkax opraHusa-
Luun, 4Tobbl obecneunTs JOCTUXKEHWe KadyecTBa NpoayKkumun. Boicllee pykoBoACTBO AOMKHO Takke obecne-
YTb OOMEH Y4eTKOW M SAAICHOW MHOpMaLMen BHYTPU opraHusauun 1M npoBefeHue perynsipHoro aHanuaa
CUCTEMbl MEHEPKMEHTA Ka4yecTBa.

FOCT P MCO 9001 cTtponTtcs Ha BOCbMU MpeacTaBrIeHHbIX HXKe MPUHLMNAaX MeHed)KMEHTa KayecTea,
onucaHHbIX B TOCT P MCO 9000:

1 OpwueHTauums Ha noTpebuTens.

JlngepcTBo pykoBoanTens.

BoBneyeHune pabGoTHUKOB.

MpoueccHbI nogxoa.

CurcTeMHbI Noaxon K MEHEXKMEHTY.
MocTosiHHOE yny4lweHue.

MpuUHATWE peLleHWnii, OCHOBaHHOe Ha dhakTax.
B3anMoBbIrogHbIE OTHOLIEHWUS C MOCTaBLLMKAMM.

PykoBoacTBo onpeaenseT Lefb opraHusauum n obecneunsaeT NMaepcTBo Ans Bcex COTpyAHUKOB. OHO
AOMMKHO co3daTb W nogdepxusatb B paboyeM COCTOSIHUWM Takue YCMoBUSI BHYTPU OpraHusauuun, 4Tobbl
COTPYAHWUKN MO BbITb MOSHOCTLI0 BOBMEYEHbI B MPOLECC AOCTMXEHNS Lienei o6ecrnedeHuns kayecTsa npo-
AYKUMU 1 OpYrUX OpraHU3aunoHHbIX Lienen.

Monb3oBaTenu HacTosiwero crargapTa MoryT ObiTb ocBegomreHbl 0 14 Bonpocax MeHemAKMeHTa
A-pa [lemuHra, KoTopble B LUMPOKOM CMEICNE YYTEHbl B BOCbMM TMpUHLMMNAX MeHeMKMEeHTa kayecTBa.
O-p Aemunr (W. Edwards Deming, 1900—1993) aBnsieTca ogHUM 13 Npr3HaHHbLIX OCHOBaTeie COBPeMEeHHO-
ro MeHe)KMeHTa KayecTBa, KOTOPbIA Mony4un HambomblUyto MpU3HaTENbHOCTbL 3a CBOK AEATEeNbHOCTb B
AnoHuu, rae oH ¢ 1950 r. yumn Bbicllee pyKOBOACTBO U CMELMAnMCTOB MeToAaM MU MPUHLMMAM MeHePKMeHTa
kavecTBa. Ero yyeHue kopeHHbeIM 06pa3om U3MEHWUII0 3KOHOMUKY ANoHUK. B kayecTBe NpuM3HaHWs ero 3acnyr
v Bknaaa AnoHckuin Cotod yyeHbIx 1 nHxeHepos (JUSE) yupeann exerogHyto npemuto flemuHra 3a ocTuxke-
HUS B 0611acTU KavecTBa U HagexHocTn npoaykunn. Mmnepatop AnoHun Harpagun B 1960 r. a-pa JemuHra
opAeHoM CBsILLEHHOrO COKPOBWLLA BTOPOI CTENEHM.

0o ~NOOOhA WN
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7.1.7 Paspa6otanu nu Bbl NONUTUKY B 06nacTu KayecTBa U [OBeNU N ee A0 CBeAeHUs Bcex
COTPYAHUKOB B Xoge obyuyeHUs U NOATOTOBKU KaApoB U NpefocTaBlieHUs UH(OPMaLUM Ha BUOHBIX
MecTax?

Bawa nonutuka B obnactu kavecTea A0SKHA ONUCHIBATbL NMPUBEPXKEHHOCTb OpraHu3auuu npuHLmMnam
obecrneveHUst kKa4yecTsa NPOAYKLMN U CUCTEMBI MEHEKMEHTA Ka4yecTBa, BKNOYas ee NoCTOAHHoe ynyJlle-
Hue. Monutuka B o6nactu kayecTsa AOMKHa Takke obecneumBaTh opraHusaLunio HeobXoanMoin 0CHOBO ANA
onpeaeneHnsa n aHanusa uenein B obnactn kayectsa, 0COBGEHHO TEX, KOTOPbIE OTHOCATCA K TpeboBaHUAM
notpebutenen.

MonuTtuka B 06NacTu KayecTBa yCTaHaBNMBAET NPUBEPXKEHHOCTb OpraHn3aLmMmn NpUHLMNam paspaboTku
1 nogaepXaHns NpovMsBoACTBa Ka4eCTBEHHOM NpoAayKuuK. B cBs3n ¢ 3TUM oHa AomkHa ObiTb U3NoXeHa YeT-
KM W NOHATHBLIM SA3LIKOM U AOMKHBIM 06pa3oM OpUEHTMPOBATL HA TO, YTOGLI KaKAblA MOT NPUHATL Ha cebsa
COOTBETCTBYIOIIME 00513aTeNbCTBa U UCNOMb30BaTh MOMUTUKY B CBOEW KaXKAOAHEBHOW AEATEeNbHOCTU
(cMm. TOCT P UCO 9001, noagpasgen 5.3 «lMonuTtuka B obnactu kadectsar» ANs NonydeHUs nogpobHon
nHcopmMaumm o TpeboBaHUAX K NONUTHKe B 06nacTu kayecTsa).

MonuTtuka B 06nacTn kavyecTsa BKNOMAETCS, KaK NMPaBuUmio, B PyKOBOACTBO MO Ka4eCcTBY 1 ABMAETCSA Yac-
TbIO AOKYMEHTaLUMn B COoTBETCTBUN € TpebosaHusamu FTOCT P UCO 9001 (nogpasgen 4.2 «TpeboaHua k
AOKyMeHTauun» ). Kaxaeii coTpyaHUK opraHnsaunm AormkeH 6biTb ocBeaoMneH 0 NonuTunke B 06n1actu kavect-
Ba U NoHUMaTh ee. MonnTuky cneayeT NnepnoaMyecku aHanMsMpoBaTh Ha npegMeT obecneveHns ee NOCTOsAH-
HOrO COOTBETCTBUSA LieNsM Ballen opraHusauun.

MHorue opraHusaumn noMellaT B paMKy MOANMMCAHHYIO KOMWUIO 3asiBNeHUs o nonutuke B obnactu
KayecTBa U BbIBELLWBAIOT ee Ha CTeHax CBOUX MPOU3BOACTBEHHbIX 34aHWi (Hanpumep, B doite, rae npuHUMa-
0T noceTUTenNen AnA Toro, 4Tobbl NPON3BECTU BNeYaTrieHne Ha HUX 1 noTpebuteneit). MoMUMO TOro YTo 3TO
SIBNAETCA TONbKO OAHUM cnocoboM MHopMUpOBaHUsS O NMonnTUKe B obnactu kadecTBa, NpeacTaBnaoTCs
TaKKe BaXKHbIMI ee 3HaYeHne A5l BallMxX COTPYAHUKOB U HEO6X0ANMMOCTb UX NOArOTOBKM C Y4€TOM OCBEAOM-
NEHHOCTW O TOM, KakK OHa OKa3biBaeT BO3AEWCTBUE Ha BbINOMHEHNe Ux paboTbl n npodeccuoHanbHyo aes-
TenbHOCTb.

7.1.8 YctaHOoBMNU N Bbl OA4HY MK Gonee 4eTKO onpeferieHHbIX U OLeHUMBaeMbIX Lenen B
obnacTu kayecTBa, KOTOpbie NOAKPENAAIT NONMTUKY B o6nacTu kayecTsa?

Monuntuka B 06nacTu kavyecTBa ABMNAETCA OCHOBOWM ANs onpeaeneHns KOHKPETHLBIX Lienen opraHnsauum
B obnactu Ka4yecTBa 1 NNaHUPOBaHUA NX BHEAPEHNS BO BCEX NoapasaeneHnsX M Ha BCceX YPOBHSIX B paMKax
opraHusauuun. 3atem aTi Lenun 4omkHbl 6biTb peannaoBaHbl B KOHKPETHbIE U n3MepsieMble paboune 3agaqn,
YTOObI COTPYAHMKA MOTIM COCPEAOTOHMNTECS Ha UX BbIMOSTHEHWUN.

CyuwecTayroLme obLine opraHn3alnoHHble Lenu AoMKHbI, Kak NpaBuio, pacnpocTpaHaTbes nnm obec-
ne4ymMBaTb HeoOXoAMMOE PYKOBOACTBO pasnuYHbIMK noapasaereHnsMn U ypoBHAMA B paMKax opraHnsaumu.
Hanpumep, NpoM3BOACTBO UMeET, Kak NPaBuIio, KOHKPEeTHbIE LieNnu, HanpaeeHHble Ha AOCTKeHNe oTaeNb-
HbIX NPOW3BOACTBEHHbIX 3a4ad, KOTOpble 3aTeM CrocOoGCTBYHOT BbIMNOMHEHUIO OBLUMX OpraHu3auMoHHBbIX
uenei. Y otaenos npogax n MapkeTuUHra CBOW KOHKpeTHbIE Lienn, oTNnYarLmMecs oT Lienei nponssoacTsa,
0QHaKo OHW TaKke HanpaBfeHbl Ha AOCTMKEHWE TEX e 0BLUMX OpraHu3aLMOHHbIX Lenen.

Heobxoammo Takke onpeaennTs Leny B obnactu kayecTsa Ansa NpoayKLUM N CUCTEMbI MEHEOXKMEHTa
KavecTsa. Takve Lenu JoMmkHbl OblTb peannCcTUUHLIMU U yCTaHaBNMBaTb JOCTUXKUMbIE pedynbTaThl. B kayec-
TBE NPUMEPOB MOXHO NMPUBECTU LIENK, ycTaHaBNMBatowme:

- COOTBETCTBME COrnacoBaHHbIM TpeboBaHMsAM NoTpebuTenei kK NocTaBke UNN APYruM XapakTepuctu-
Kam NpoayKLun B TeYeHUe onpeaenieHHoro nepuoaa BpeMeHu;

- OOCTWXeHMWe 3annaHnpoBaHHOro obbemMa Npou3BoACTBa U TabnuLbl U3AepKeK NPON3BOACTBA;

- naeHTUMKaLMIO LEeNeBoro KonmMyecTsa BOSMOXHOCTEN Ana obecneveHns yiydlleHuia;

- MUHUMM3ALMI0 pacxodoB Ha HeyAoBMEeTBOPUTENbHOE Ka4ecTBOo, NepepaboTKy Unu oTxoabl Npous-
BOACTBA.

B HekoTopbIX OpraHM3aLuMsx Lenu paccmMaTpuBatoT Kak Krovesble dakTopbl ycrnexa. Balwa opraHusa-
L1s AoSkHa cama MaeHTUUUMpoBaTh CBOM KItoveBble hakTopbl ycrnexa B 3aBUCUMOCTU OT TOTO, YTO Ka4YecT-
BO O3HayvaeT Anisa Ballen opraHusauum (cm. 7.1.1, 7.1.2).

Mpu onpeaeneHnn uenei B 06r1acTn Ka4ecTBa nNpeanaraeTcs paccMaTpuBaTh BUAbI AEATENbHOCTA U
nokasaTenn, ¢ KOTOPbIMW Balll COTPYAHMKA MOTYT GbiTb CBSI3aHbl U KOTOpPble MOTYT ObiTb onpeaeneHb,
Hanpumep:

- cokpalleHue BpeMeHW Ha NPon3BoACTBO KaXaoro n3aenus;

- OoTcyTCTBMe c6oeB 1N AedekToB B NpoLiecce Npou3BoACTBa;
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- COKpalleHune pacxoaos;

- MOBbILIEHNE NPON3BOANTENBHOCTM UMK

- yBenu4eHune JONN y4acTus Ha pbIHKe.

Baluu coTpyaHUKM OOMKHBI 3HATb 1 MOHUMAaTb KOHKPeTHble Lienu B obractu kavecTsa, KoTopble ycTa-
HOBIEHbI ANs1 UX nogpasaeneHnst 1 YpoBHS, U cnocobbl nx goctukeHus. MpeacrasnaeTca BaXKHbIM NOCTOAH-
HO MHOPMMPOBATL UX O TOM, Kak 3TW Liefu BLIMOMHAKTCA U rae TpebytoTca ynydweHua. Lienu cneayet
neproanYeckv aHanmsnpoBaTh U nepecmaTpuBaTh, U 3TO AOJHKHO ObITb YACTbIO MOCTOAHHOMO NPoLUecca ynyy-
LLUEHWA.

7.1.9 OueHuBanu nu Bbl pe3yNbTaTUBHOCTb BallUX COTPYAHUKOB U UX NPUBEPXKEHHOCTb NPUH-
uunam obecneyeHus Ka4yecTBa, C Liefbio ONpeAenuTb, YTO AOMKEH 3HaTb KaXKAbIA COTPYAHUK, YTOGLI
BbINONHAeMasa UM paboTa cornacoBbiBanachb ¢ NONUTUKOW B o6nacTu kauecTBa U Gbina HanpaBneHa
Ha AOCTUXeHUe LUenen B obnacTu kavecTBa?

CoTpyaHuKM NMeLOT pasnnyHble KBanupuLUMpOBaHHbIE HABLIKUA U OMbIT, MO3BONALINE UM BLINOMHATL
ofaHy 3afadvy unv 6onee. MHorne opraHnsauum npuHMMaloT Ha paboTy COTPYAHMKOB, CMOCOOHBIX BEINOMHATL
MHOro 3a4ay 1 nepexoanTb OT BbIMOSHEHUsI 0AHON paboThl K APYroi B 3aBUCUMOCTU OT TOFO, YTO Heobxoau-
Mo, kKorada u rge. MNepeyeHb KBanMgrKaunoOHHBIX HABLIKOB SIBASIETCA BaXHbIM acnekToM CUCTEMbl MEHe K-
MeHTa KauecTBa 1 co3gaeT OCHOBY ANs NpodecCUoHaNbHOrO pa3BUTUA COTPYOHUKOB.

Kpome nHpopMupoBaHusi COTPYAHMKOB O NonuTuke B obnactu kadecTea 1 Lenax B obnacty kavyecTsa,
KOTOpble 3aTparvBatoT UX IMYHO, COTPYAHWUKA AOIDKHbI:

- NPOXOAUTb NOArOTOBKY W 0ByyeHue, NoBbIWATL CBOKW NpodeccuoHanbHyo KBanudukaumo, YToobl
OMTUMU3MPOBATL MPOLLECCHl U NPUMEHATbL CTaTUCTUYECKUE METOAbI, a Takke UHCTPYMEHTLI, obecneunBeato-
WWe pelueHne npobnem;

- y4yacTBOBaTb B pa3paboTke 3TafoHOB M Mep MO YNy4leHUo kavecTBa NpoLeccoB B cocTaBe rpynn
CNeLnanncToB ¢ NepekpecTHLIMN OYHKLUNAMMN;

- MMeTb MONHOMOUUNA ANS NPUHATUS PELUEHUA B CBOMX 06NacTAX KOMMNETEHLMUMN;

- MPUMeHATb MeToabl obecneyeHunst KauecTBa BO BCEX MpoLueccax, a He TONbKO Ha NMPOU3BOACTBE.

7.2 KommeHTapum, Yactb 2. PaspaboTka cucTeMbl MEHEDKMEHTa KavyecTBa

7.2.1 3HaeTe nu BbI, Kakue NpoLecchl NPOUCXOAAT B Balle OpraHu3auum U Kak oHU B3aumozgen-
CTBYIOT APYT C APYromM?

BHayvane HeobxoaQnMo MOHATL, YTO MMeeTCca B BUAy noA TepMuHoM «npouecc». FOCT P UCO 9000
onpegenseT NpoLecc kak « COBOKYMHOCTb B3aMMOCBSI3aHHbIX UMW B3aUMOAEACTBYIOLUX BUAOB AeATENbHOC-
T, Npeobpasytowasl BXxoabl B BbIxoabl. Hepeako BbIXOAHbIE AaHHbIE OQHOTO Mpolecca HenocpeaAcTBEHHO
dopMupyoT BXOAHbIE AaHHbIE AN cneaytoLlero npouecca.

B npomblwneHHoCcTU HabnogaeTcs HekoTopasa NyTaHULA B NPUMEHEHUU [aHHOTO onpeaeneHus u Tep-
MUHa «npoLece». YCnewHo AeNcTByoLWmMe opraHnsanumn gokasanu, 4to npu onpeaeneHun nocnegosarenb-
HOCTW U B3aUMOAENCTBUA MeXay npoLieccamu AoCTUraloTcs cneaytowme pesynbTaThl:

- pabota BbinonHsieTcs 6onee npoayKTMBHO U achdeKTUBHO;

- ynydwaeTcs pacnpegeneHune 3agad, uto 3atem BefdeT K 6oree YeTKOMY NOHUMaHUIO B3aMMOCBA3e
Mexagy TeMu npoLieccamm, KoTopble MPoNCXoaaT Ha nepeceyeHUn (pyHKUMOHAbHBIX FPaHuL, B OpraHu3auuu;

- OTBETCTBEHHOCTb onpeaensieTca 6onee 4YeTKo, ACHO U NPOCTO.

FOCT P WNCO 9000 He onpeaensieT TepMUH «AeATENbHOCTbY, OAHAKO OH, KaK NpaBurio, onpegensieTcs
Kak «anemeHT paboTbl, BEINOMHAEMOW B paMKkax npoueccay. Buabl AesaTenbHOCTU BKIIOYAOT 3a4a4u, KoTo-
pble BbINOMHAT COTPYAHUKN OpraHusauumn aAns OCTUXKEHUs! KOHKPETHOro pesynbTaTa U Lenu.

FOCT P WUCO 9001 umeeT B BUuAy HEO6X0AMMOCTb NMPUMEHEHUSA NOAXoAa CBEPXY BHU3. OTO 03HauvaerT,
YTO BHa4ane Bbl JOJPKHbI YCTAaHOBUTL BCe NpoLecchl, Heobxoanmele Arisi CUCTEMbI MEHEDKMEHTa KavecTBa, U
3aTeM naeHTUdrLMpoBaTh KOHKPETHbIE BUAbI AeATENbHOCTU, KOTOPbIE COCTaBNSOT KaXabli U3 3TUX NpoLec-
coB. [Nocne aToro pellaTcsi 3agadn, KotTopble (POPMUPYIOT BUAbI AeATENBHOCTA.

MpyMepbl NPOLECCOB BKMOYAKOT MPOU3BOACTBO, 3aKynku, NMPOEKTUPOBaHUE NPOoAyKUMUM KU obwmi
MeHEeIKMEHT.

Mpumepbl AeATENBHOCTM BKIIOYAIOT NONyYeHWe MaTepuyana, NpUHATUE 3aKa3os, MPoBeAeHNe NPOBEPOK
1 ycTaHoBKY obopyaoBaHus.

Mpumepsbl 3aga4y BKNOYAOT NepemMeLLeHe matepuyana, nogcyeT Kopobok, nognucaHne nonyyeHus yse-
AOMIeHUiA U ucnonHeHne GymaxHol paboThbl.
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7.2.2 MNMoHUmaeTe NU Bbl KOHLENLUIO KapTbl TEXHONOINM4Y€CKOro npouecca U 3HaeTe Nu Bbl, Kak
pa3paboTaTb KapTy TeXHOMOrMYecKoro npouecca UMU MaplUpPYTHYIO TEXHONOMUYEecKyl KapTy Ans
rnpoueccoB, UCNONb3yeMbIX Ballen opraHuszauuen?

KapTa TexHonormyeckoro npowecca saBnsieTcs rpacuyeckum npeacrasneHnemM npouecca, ykasbisaio-
LLIM OCHOBHbIE BUAbI AeATENbHOCTU NPOLLECCOB, HanpasneHue BUA0B AeATENbHOCTU U (hakTUYeCKUin pesyrib-
TaT npouecca.

Takke cnegyeT UCMONb30OBaTb KapTy TEXHOMOrMYECKOro npouecca Ana AeMoHCTpauun npoLeccos u
B3aMMOeNCTBUA MeXay npoLeccaMmn cUcTeMbl MEHeIKMeHTa kayecTBa. KapTa TexHonoruyeckoro npovecca
MOXeT OblTb Takke UCMONb3oBaHa Kak «onucaHue B3auMoAencTBUSI Mexay npoueccamMn CUCTEMbl MEHe K-
MeHTa KayecTBa» B COOTBETCTBUM ¢ TpeboBaHusIMM pykoBoacTBa no kavecTtsy (cM. FTOCT P UCO 9001,
NyHKT 4.2.2). BONbLWMHCTBO KapT TEXHOMOMMYECKOro npouecca ans npoueccoB BbICOKOTO YPOBHS aHanoruy-
Hbl, MOCKOMbKY Ha 3TOM YPOBHE Y BCeX OpraHu3aLuuii aHanornyHele obwne Buabl gesatensHocTu. MNpu cocras-
NeHnM KapTbl TEXHOMOrMYEecKoro npouecca MCNomnb3yloT pasnuuHble 0603Ha4YeHusl, Hanpumep Te, 4TO
nokasaHbl B Tabnuue 5.

Tabnwuuya 5— HekoTopble 06uwme 0603HaYEHUs1 KAPTbI TEXHONOIMMYECKOTO Npouecca

SnemeHt O6o3HaveHue
[esTtenbHOCTb MpsamoyronbHuk
CBsi3b Crpenka
Touka pelueHusi Pom6
HauvanbHasi unv koHe4Has To4ka MpsimoyronsHWK unu apyroe o6o3HaveHne
CBs3b C APYrov KapToWn TEXHONOMMYECKOro npowecca Kpyr

CyuuecTtByoT U apyrue 0603HauYeHUs!, KOTOpble MOryT BbITb UCNOMNb30BaHbl NPU COCTaBNEHUU KapT TeX-
HONOrMYEeCKOro NpoLecca, B 3aBUCMMOCTU OT XapaKTepa U CIIOXKHOCTU KapThbl.

KapTa TexHomnormyeckoro npouecca MoxeT BbiTb UCNOSb30BaHa Ha MaKpPOYPOBHE ANsl AEMOHCTpaLUum
o63opa opraHM3aLMOHHBIX NPOLECCOB UM MOXeT GbiTb ynyudlleHa A0 MUKPOYPOBHS AN NpeAcTaBneHus
OAHOro NPOW3BOACTBEHHOTNO AEWUCTBUA W BLIMNONHAEMBLIX AN 3TOro BMAOB AedATenbHOCTU. CyllecTByeT
HECKONbKO NPOCTLIX NpaBus, KOTOPbIe NPUMEHSIOT NPU COCTaBNEHUM KapThbl TEXHONOTMYECKOro npoLecca:

- OMNepaTUBHOCTb U NPOCTOTa B AENCTBUAX;

- Npouecc NPOXoAUT CneBa Hanpago N CBEPXY BHU3;

KapTa AoSfKHa NpeAcTaBnATb Kaxabli atan/sagady;

HavanbHoe 0603Ha4YeHne AOMKHO GbiTb BBEPXY UMW CNeBa;

KOHeYHoe 0603HavYeHne 40MKHO OblTb BHU3Y UK CripaBa;

CBA3U AOIMKHBI BBOAUTLCA U BBIBOAUTLCA B BU3YanbHbIX LiEHTpax Apyrux 06o3HaveHuir;
0603HaYeHUs NPUHATUA peLleHWIn AOSMKHBI UMEeTb ABe BbIXOAHbIe NMUHUK: oaHa Ans coeauHeHust [A
apyras ansa coeauHeHust HET;

- CBAI3N OOMKHBI UCMONb30BaTLCA ANA NpeACTaBNeHUsa BBoAA U BbiIBOAA AeATENbHOCTU.

7.2.3 Bugenu nu Bbl cXeMy MoAenu npouecca Ha OCHOBe CUCTeMbl MeHEeMKMEHTa KavyecTBa,
kKoTopas ucnonbayetcsi B FOCT P UCO 9001, u noHumaeTe nu Bbl, Kak 3Ta Mogenb pabortaet?

Crpyktypa TOCT P UCO 9001 npeacraeneHa kak cxema mogenu ang npouecca. OHa nokasbisaeT
OCHOBHbIE CBA3U NpoLecca Mexay pasaenaMmu 4—S8 craHgapTa KOHUeNTyanbHO UM He npeanonaraeTcs Anst
UCMNONb30BaHUA OpraHU3aLMAMU Kak KapTa npouecca. Kak nokaszaHo Ha mogenu, notpebutenn urpatot o4eHb
BaXKHYIO pofb B onpegeneHnun TpeboBaHuil NPoayKunK, a yaoBneTBopeHue notpebutenei AenseTcs KoHeu-
HbIM pe3ynbTaToM, KOTOPbIA AOSMKEH ObiTb AOCTUNHYT CUCTEMON MEHEDKMEHTa KauyecTBa opraHnsaLun.

Kaxabii n3 yeTblpex MakpoanemeHToB npouecca (To ecTb pasaensl 5—38 MOCT P UCO 9001), Hanpu-
Mep NpoLecChl XKUSHEHHOTO LiMKna Npoaykuu1 (pasaen 7), MOXeT ObiTb paclUMpeH B KapTy TEXHOMOrMYEeCKoro
npouecca. Takue KapTbl TEXHOMOrMYECKOro npouecca npu UCNosib3oBaHun Ans Lenei nnaHMpoBaHNs KavyecT-
Ba UAEHTUDULUPYIOT 3aTeM KOHKPETHbIe BUAbI AEATENTbHOCTU, KOTOpbIE MOCe 3TOro A0MKHbI 6bITh paciluu-
peHbl B CBOU COBCTBEHHLIE KapThl, 4TOOLI NoKasaTb 3agaqu, Tpebyowwmne BhINOITHEHUS.

Kak 4acTb Ballero nnaHUpoBaHWUA KayecTBa And paspaboTkM M Co34aHUsl CUCTEMbl MeHemKMeHTa
KayecTBa Takue KapTbl TEXHOMOMMYECKOoro npouecca MoryT 6biTb UCMOMb30BaHbI AN CCLISIOK Ha NpoLeaypsl,
WUHCTPYKLUK NO 3KcnryaTaunm U hopMbl, KOTOPbIE NPUMEHSIIOT Ha YPOBHE BhINONMHEHUs paboT u 3agav. MNMocne
3TOro KapThl NPOLECCOB CTAHOBATCA YacTbio ohuLManbHON AOKYMEHTALMU CUCTEMbI MEHEAXKMEHTA KavyecTBa
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1 ynpasnsiemMbiM1 [OKYMeHTamy (B COOTBETCTBUW C TpeboBaHWAMMK NyHKTa 4.2.3 «Ynpas/ieHne [OoKyMeHTa-
umeit»). OHM MOryT 6bITb NpeAcTaB/eHbl Ha Bymare UM Ha KomnbloTepe. B nocnegHem cnyvae nonb3oBaresib
MOXeT CBA3aTb KBaJpaTbl AeSATe/IbHOCTU C COOTBETCTBYIOLLEN npoLedypoli WM MHCTPYKUMER no akcnayara-
um gns obecnevyeHms onepaTMBHOIO U JIErKOro goctyna (CM. pUCyHOK 1).

YcnoBHblE 0603HAYEHNST:
------- » [leATenbHoCTb, [06GaBMSIOWASA LIEHHOCTb
....... »  TMoTok nHchopMaLym

PucyHok 1— Mogenb crcTemMbl MEHeKMEHTa KavecTBa, OCHOBAHHOM Ha MPOLECCHOM noaxoae

7.2.4 EcTb nn B Balleil opraHusauuu Npon3BOACTBEHHbIE MPOLECChl U/MNu npoueccbl npeg-
OCTaB/IEHUA YC/yT, aHa/I0TM4YHbIe NpoLeccam, onncaHHbIM B pasgene 7 «pouecchbl XM3HEHHOTO LMK-
na npoaykunmn» NMOCT P NCO 90017

B pasgene 7 «[lpouecchbl XU3HEHHOrO uukna npoaykumm» FTOCT P NCO 9001 paccmoTtpeHbl TpeboBa-
HUS K mpoueccam, KOTopble, Kak NpaBwio, HeobxoauMbl ANA peanusauuy Npoaykra wuav npefocrasneHns
ycnyriu.

Pasgen 7 BknoyaeT crefytoLime YeTbipe KIKYeBbIE NPOLLecca, CBA3aHHbIe C peanusaumeii NpoayKLuu:

1 Mpouecc, cBA3aHHbIN ¢ NOTpebuTensMm, — 3TO NPOLECC, KOTOPbIM CriefyeT PyKOBOACTBOBATLCS Mpu
noslydeHUn 3aKasa Win 3aK/THUEHUN KOHTPakTa C BalulMMyn NoTpebutensmu.

2 Tllpouecc NpoekTMpoBaHMA U pa3paboTkym — AelCTBUME 3TOro npouecca pacnpocTpaHsaeTcs Ha
BbINOJ/IHEHNE OpraHusauueli NPOeKTUPOBaHUSA U/WIn paspaboTKM NPOAYKLMKM, YTOObI 06ecnevnTb COOTBET-
cTBMe TpeboBaHWii, yCTaHOB/IEHHbIX NOTPebuTenem.

3 Tpotecc 3akynok — 3TMM NPOLEeccoM PYKOBOACTBYIOTCA NPY 3aKynkax Marepranos, COCTaBHbIX Yac-
Teil nycnyr y nocTaBLUVKOB, KOTOpPble BaM HEOOGXOAUMbI A/19 NPOM3BOACTBA NPOAYKLUN.

4 Tlpouecc npom3BoACTBa UM 06CAYXMBaHWS — Mpouecc, obecneunmBalWmnii nepeBoq Cbipbs (Mm
Heob6paboTaHHbIX AaHHbLIX/MHOPMAaLUKN /18 YCYrv) ¢ NOMOLLBIO APYTMX PecypcoB B caMy NPOAYKLMIO.

7.2.5 BbINosHAeT /M Bawa opraHusaumsa BCe T[pouecchbl, onucaHHble B pasgene 7
FOCT P CO 90017

Kaxxablli 3 Heo6Xxo4MMbIX MPOLLECCOB B pa3dene 7 BKIYaeT BUAbl A4eATEe/IbHOCTHN, HEKOTOpbIE U3 HUX
onvcaHbl B cTaHgapTe. MNpu cocTaBeHnn KapT TEXHOIOrMYECKoro npoLecca MOXeT oKa3aTbCs, YTO HEKOTO-
pble 13 3TUX NPOLECCOB W/WNWN BUAOB AEATENLHOCTU HE MCNOMb3YyTCA B Balwlei opraHusauuun. CtaHgapT
yyen 3T0, paspeLumB UX UCKIIOHYEHNE U3 Balleil CUCTEMbl MEHEMKMEHTA KayecTBa (CM. NyHKT 1.2 «lMpumeHe-
HVE») NP YCOBUW, YTO Bbl 0BOCHYETE MCK/IYEHNE B BalleM PYKOBOZACTBE MO kadvecTBy [(CM. NyHKT 4.2.2,
nepeuncneHune a)).
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Hanpumep, opraHusauuu, He 3aHUMaloLiMecs NPOEKTUpoOBaHUEM U/UnNKU pa3paboTKol cBOei NpoaykK-
UMK, MoryT oBoCHOBaTbL UCKNIOYEHUA Taknx TpeboBaHWIn. HekoTopble opraHusaummn MoryT 3axoTeTb 0060CHO-
BaTb WCKNIOMEHUs OTAEeNbHbIX BWAOB AEATENbHOCTU B Mpouecce Mpou3BOACTBa WAM OBCNyXMBaHUs,
HanpuMep npocnexmnsaeMocTn (NyHKT 7.5.3) unu cobectBeHHOCTU NnoTpebutens (NyHkT 7.5.4) (cm. 7.4.10).

7.2.6 OdcdopmMnneT nNu Bawa opraHn3sauus ouunanbHO U AOKYMEeHTanbHO NNaHupoBaHue, (byHk-
LUUOHMpOBaHUe U ynpaBneHne BCeMU NpoLieccamMmm CUCTEMbI MEHE)KMEHTa KayecTBa U CMeXHOW npo-
W3BOACTBEHHON ACATENBbHOCTLIO?

Mpoueccekl npoussoacTsa WU 06CNYXMBaAHUSA YCMELLHO AENCTBYIOWMX OpraHWU3aLuWii, kak npasuIio,
XOPOLUO AOKYMEHTarbHO 0hOpMAEHbI C MOMOLLbIO KapT TEXHOMOrM4ecKoro npouecca. Havany nnaHuposaHus
3TUX NMpPOLIeCCoB AOJDKHO NpeaLwwecTBOBaTh BbIMOSIHEHNE Ballei opraHusauuen cneayrowero:

- ycTaHoBneHue TpeboBaHUii K NPOAYKLIMA U Lieneid B 06n1acTu kadecTa AN BCex NpoLeccoB peanusa-
uunn NpoayKLuu;

- MoAroToBKa KOHKPETHOW AOKYMEHTaLIMN U pecypcoB, HeobXoanMbIX ANs BbINONHEHUA paboT B pamkax
NpoLieccoB peanusauun NpoayKUUu;

- onpegerieHMe MeToAoB, NOATBEPXKAAIOLMX COOTBETCTBMUE FOTOBOW NPOAYKL N BCEM TpebOoBaHMUAM;

- MOAroToBKa 3anucen, NOATBEPXAAIOLIMX UM AEMOHCTPUPYIOWMX COOTBETCTBUE MPOAYKLMU BCEM
TpeboBaHuAM.

MnaH kayecTBa ABMAETCA UMEHHO TEM AOKYMEHTOM, KOTOPbIN yCTaHaBnMBaeT WU cchinaeTcs Ha
HeobxoauMble npoLeaypbl, UHCTPYKLMU NO 3KCNyaTauum U Apyrue AOKYMEHTbI, a Takk