®EOEPAJIbHOE AFEHTCTBO

MO TEXHUYECKOMY PETYIIMPOBAHMIO M METPONOI MK
HALMOHANBbHbIN FTOCTP
CTAHOAPT 526142_
POCCUNUCKOMN '
OPEOEPALUMU 2006

CuncremMmbl MeHeO)KMEHTa KayecTBa

PYKOBOAALUMUE YKASAHUA
Nno NPUMEHEHUIO TOCT P UCO 9001—2001
B C®EPE OBPA30OBAHUA

U3paHune obmumnanoHoe

B3 6—2006/150

MockBa
CraHpapTuHdopm
2007


https://meganorm.ru/Index/4/4928.htm

FOCT P 52614.2—2006
Mpeaucnosue

Llenv v npyHumnbl ctaHaapTusaummn B Poccuickon depepaumm yctaHoBneHbl deaepanbHbiM 3aKOHOM OT
27 pekabps 2002 r. Ne 184-d3 «O TeXHNYECKOM PErynMpoBaHuvy, a NPaBvna NPUMEeHEHNS HaLMOHANbHbIX
cranpaptoB Poccuiickon Pepepaummn — FOCT P 1.0—2004 «CraHpaptusaumsa B Poccuiickon ®epepaumn.
OCHOBHbIE NOMNOXEHNA»

CBepeHunsa o cTaHgapTe

1 NMOArOTOBNEH OTkpbiTbiM akUMoOHEPHbIM 06LecTBOM «Hay4HO-uccnenoBaTenbCKUin LIEHTP KOH-
TPONA N ANArHoCcTUKKN TexHnyecknx cuctem» (OAO HUL K[) n TexHnyeckum KOMUTETOM NO CTaHAApTU3auun
TK 10 «MepcnekTrBHblE NPOM3BOACTBEHHLIE TEXHOMOTMWU, MEHEAXMEHT W OLEHKa PUCKOB» Ha OCHOBE
COBGCTBEHHOrO ayTEHTUYHOTO NepeBoAa CTaHAapTa, YKa3aHHOro B NyHKTe 4

2 BHECEH YnpaenenueM pa3sutus, MHOpMaLMOHHOro obecneveHns n akkpeautaumum deaepanbHOro
areHTCTBa Mo TEXHNYECKOMY PErYNMpPOBaHNIO U METPOSIOTUN

3 YTBEPXOEH W BBEJEH B OEWCTBME [lpukasom denepanbHOro areHTCTBa Mo TEXHUYECKOMY
perynuposaHuio n metponorvm ot 15 nekabpsa 2006 r. Ne 309-ct

4 Hacroawwui ctaHAapT ABNAETCA MASHTUYHBIM MeXayHapoaHoMmy ctaHaapty IWA 2:2003 «CucteMbl
MeHeOXXMeHTa kadecTBa. PykoBoasuve ykazanna no npumeHeHunio MCO 9001:2000 B cihepe obpasoBaHua»
(IWA2:2003 «Quality management systems — Guidelines forthe application of ISO 9001:2000in education»).

HanmeHoBaHMe HacToAWero craHaapTa 3MeHeHO OTHOCMTENbHO HAMMEHOBAHNS YKa3aHHOro Mexay-
HapoaHOro cranaapTa ansa npueeaexuns B cootsetctene ¢ FOCT P 1.5—2004 (nopgpasgen 3.5).

Mpy NpYMeHeHN HaCcTOALLEro CTaHaapTa PeKOMEHAYETCA UCNONb30BaTh BMECTO CCbINOYHbIX MEXAyHa-
POAHBIX CTAHA3PTOB COOTBETCTBYIOLNE UM HALMOHAMNbHbLIE CTaHAAPTLI, CBEAEHUS O KOTOPbLIX NpUBEAEHb B
[OMNONHUTENBHOM NpUNoXxeHun C

5 BBEJEH BrNEPBbIE

UHpopmayus 06 usMeHeHusix K HacmosiweMy cmarOapmy nybnukyemcsi 8 exeeo0Ho usdasaemMom
UHGhOpMayUOHHOM yKa3amersie «HayuoHasnbHble cmaHdapmbi», @ MEeKCm U3MEHeHUU U 1onpasoK — 6 exemMe-
CAYHO U30asaeMbiX UHGhOPMAaUUOHHBIX yKka3amensx « HayuoHanbHbie cmaHdapmel». B cnyvae nepecmompa
(3aMeHbI) unu ommMeHbl Hacmosiweeo cmaHoapma coomeemcmeyioujee yeedomneHue 6ydem onybnuxkoeaHo
8 eXeMeCcAYHO U30asaeMoM UHGhOPMaUUOHHOM yka3zamene «HayuoHanbHbie cmaHdapmsi». Coomeemcmey-
rowas uHghopmayus, yeedomiieHuUe U mekcmel pasmMeualomest makxe 8 UHghopMayuoHHoU cucmeme obujezo
nosb308aHust — Ha oghuyuansHoM calime dedepanbHO20 a2eHITICIMEBa Mo MEXHUYEeCKOMY pe2ynuposaHuio u
memposioeuu 8 cemu iHmepHem

© CrangapTtuHdopm, 2007

Hacroswmit cTaHaapT He MOXET 6biTb MOMNHOCTBIO MMM YaCTUYHO BOCNPOU3BEAEH, TUPAXNPOBAH U pac-
NPOCTPaHeH B ka4ecTBe 0huLManbHOrO nsnaHvs 6es paspelleHna deaepanbHOro areHTCTBa No TeXHUYECKOo-
MY pEerynupoBaHmnio n MeTposiormm
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BBepneHue

0.1 OGLwme nonoxeHUnA

Hacroswmin ctaHaapT CoaepXUT PyKOBOASALLME YKa3aHNa ANs yupexaeHnin, NpeaocTaBnaowmx obpaso-
BaTenbHble YCNyru, Mo BHEAPEHUIO PE3YNbTaTUBHON CUCTEMbI MEHEIXKMEHTa KayecTBa, COOTBETCTBYIOLLEN
TpeboBaHnam NCO 9001.

NMpumevanns

1 [ns noBbieHNs pe3ynbTaTMBHOCTU CUCTEMBI MEHeAXMeHTa kadecTsa TekeT MCO 9004 octaBneH 6e3 koMMeH-
Tapues AnsA Tex obpasoBaTenbHbIX yHpexaeHWn, KOTOpble BEIXOAAT 3a pamkun TpeGoBaHuit, ycTaHoBNEHHBIX MCO 9001.

N3BeCTHO, 4UTO CTOMMOCTL BHEAPEHUA U NOAAEPKAHUA Pe3yNnbTaTUBHON U 3MEKTUBHON CUCTEMbI MEHEIXKMEHTa
KayecTBa — BENUUMHa onpeaeneHHas, Toraa kak AoXoAbl OT AanbHeLwero yHKLMOHMPOBaHUA CUCTEMBI MEHEIKMEHTA
KayecTBa TakoBbiMU He fBnsATCsA. O6pasoBaTenbHble YYpeKAeHUS 3auHTepecoBaHbl B MOHUMaHUKU 1 UCNONb30BaHUN
craHpapta CO 9004 n BOCbMU NPUHLMMOB CUCTEMbI MEHEAXXMEHTA Ka4eCTBa B COOTBETCTBIUM CO CBOUMU NOTPEGHOCTAMM.

2 [ins Toro 4To6bl COBOKYMHbIE 3aTpaThl 06pa3oBaTenbHOro yupekaeHns Ha BHeApeHWe U noaaepxaHue CUCTeMbI
MeHeaXMeHTa KadecTsa NpuBoaMNN K NOCTOAHHOMY YNYYLLIEHUIO ero AeATeNbHOCTU, BHeAPEHMe U NoaaepKaHue aToi
CUCTEMbI AOMKHbI BbITh 3aNNaHMPOBaHb! U BINONHEHbI KaK NPOEKT UNW NPOorpaMma NpPOeKTOB B 3aBUCUMOCTU OT pasmepa n
nMHANBMAYanbHbIX 0cobeHHOCTen 06pa3oBaTenbHOro yUpeKaAeHUS.

3 Bbi0eneHHble KypcusoM CHOCKU 8 meKcme Hacmosiweao cmaHOapma ripusedeHb! Ons MOACHEHUA mekecma udeH-
muyHo20 mMexdyHapoOHozo cmaHdapma IWA 2:2003.

PykoBoasime yka3aHus, npvBeAeHHbIE B HACTOSLLEM CTaHAaPTe, NOMOryT 06pa3oBaTenbHbIM yupexae-
HWSAM CONOCTaBUTL NONoXeHns ctaHaapToB MCO no cuctemam MeHeOXMEHTa Ka4ecTBa C neaarornieckomn
NPaKTUKOWN.

YuebHbit nnaH 06pa3oBaTenbHOro y4pexaeHna MOXeT onpeaenuTb OCHOBHbIe HanpasneHna obyyYeHns
1 HOPMbI OLIEHKM 3HaHWUI. OaHaKO Hanuyne y4ebHOro nnaHa He rapaHTUpyeT yAOBNETBOPEHNA NOTpebHOCTEN
N OXMaaHu NnoTpedutenein, ecnum npoueccl 06pasoBaTenbHbIX yupeXaeHUn HecoBepLueHHb!. MoTpebHOCTL B
npeaynpeXxaeHnn aTUX HeJoCTaTKOB NpuBena K pa3paboTke HAcTosALLEro cTaHaapTa B NOMOLWb 06pa3oBa-
TenbHbIM YYPEXAEeHNAM NPY BHEAPEHNN UMW CUCTEMbI MEHEDKMEHTA KayecTBa. [lanbHenwan oueHka y4e6Ho-
ro nnaHa n obpasoBaTenbHblX NPOLECCOB B COOTBETCTBUM C YCTAHOBMEHHbIMKU TPeBGOBaHMAMM MOXET
NOBbICUTL PE3YNLTATUBHOCTL U AP PEKTUBHOCTL Y4eBHOro Npouecca. BHyTpeHHWe ayanTbl CUCTEMbI MEHELK-
MeHTa ka4ecTBa ob6ecrneunsaloT BepumrKaLmio BLINONHEHNA YCTaHOBNEHHbIX TPeGOBaHUI, HANpUMep AOCTH-
XEHWe 3annaHnpoBaHHbIX NoKasaTenen.

Cucrema meHeKMEHTa KayecTBa 0Opa3oBaTENbHOMO YYPEXAESHNA AOMKHA NOKa3aTb, YTO BCE B HEM
pa6otaeT xopowo. Cuctema AosmkHa 6bITb JOCTATOMHO BCeobBbemnioLwen, 4To6bl OHa OTBeYana 0o beKTUBHbIM
KpUTEPUAM KadecTBa Ana 06pasoBaTenbHbIX yupexaeHnin. KoHTponb kayecTea — OCHOBOMOMNaraLmii Npo-
Lecc B cucTeMe MeHekMeHTa kadectsa. Mpu oueHke paboTbl Ntoaen CNOXHO NPOBECTU TOHHOE U3MEPEHHE.
OueHKy 06bIYHO NPOBOAAT BO BpeMsl 06pa3oBaTenbHOro npouecca.

TpeboBaHusA, npmBeaeHHbIE B HACTOSALLEM CTaHAapTe, MOryT 6biTb AONONHEHBI B COOTBETCTBUM CO Crie-
umncpmkon 0b6pasoBaTenbHOro y4peXaeHus.

UCO 9001:2000 Cucrtembl MeHeAKMEHTA KayecTBa. TpeGoBaHna*
0.1 O6wme nonoxeHnA

[na co3naHna cUCTeMbl MEHEXKMEHTA KavecTBa TpebyeTca cTpaTernyeckoe pelleHne opraHn3aumm.
Ha pa3pabotky u BHeApeHWe CUCTEMbl MEHEeMKMEHTa Ka4yecTBa OpraHuM3auum BNUSIOT M3MeHsIomecs
NOTPEBGHOCTH, KOHKPETHLIE LIeNW, BLINyCKaemasn NpoayKums, NPUMEHAEMbIE NPOLLECCHI, pa3Mep 1 CTPYKTypa
opraHmsaummn. Hactroawmin CTaHaapTt He npegnonaraet eAnHoobpasna B CTPYKTYpe CUCTEM MEHEMKMEHTA
KauyecTBa Unv AOKYMEHTaLUuN.

TpeboBaHUA K CUCTEME MEHEXKMEHTA Ka4eCTBa, YCTAaHOBMEHHbIE B HACTOALWEM CTaHAapTe, ABNAIOTCA
DOMONHSIOLLMMM MO OTHOLLEHWIO K TpeBoBaHMnAM Kk npoaykumn. NHcopMauma, 0603HaueHHas kak «Mpumeyva-
HUE», HOCUT XapaKTep MeTOANYECKUX YKa3aHUi ANA NOHUMaHUA NN Pa3bACHEHNA COOTBETCTBYIOLLETO Tpe-
6oBaHuA.

* lNpusedeHHbIll 8 pamke U3 CrNOWHbIX nuHUl mekem MICO 9001 uGeHmuqeH meKkcmy cOOmeemcmeayouezo pas-
dena MOCT P UCO 9001.

v
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HacToswmit ctaHaapT MOXeT MCNONb30BATLCA BHYTPEHHUMM M BHELLHMMU CTOPOHaMM, BKIOYas opra-
Hbl M0 CepTUMKaLIMM, C Lienbio OLEeHKN CNOCOGHOCTH OpraHn3aLmnm BLINONHATL TpeboBaHWs noTpeduTenei,
pernameHToB U COGCTBEHHBIE TPEBOBaHMA.

Mpw pa3paboTke HAacTOALLEro cTaHaapTa Gbiny yYTEeHbl NPUHLMMbLI MEHEAXKMEHTa Ka4eCTBa, YCTaHOB-
neHHble B MCO 9000:2000 n NCO 9004:2000.

0.2 lMpoueccHbI noaxon B o6pa3zoBaTeNlbHOM yYpexaeHun

Ob6paszoBaTenbHble yupexaeHns, npefocTaensowme o6pasoBaTenbHble YCNYrv, AOMKHbI ONpeaenvTb
CBOW MpoLecchl. ATV NpoLecchl 0ObIYHO ABNAITCA MEXANCLMMMMHAPHLIMW U BKNIOYAIOT B ceba B TOM Yncne
BCMOMOraTenbHble YCryrn, HanpuMmep:

- cTpaternyeckui NpoLecc AnsA onpeaeneHns pony o6pa3oBaTenbHOro YUPEXaeHUs B COLManbHO-3KOo-
HOMUYECKOW cpeae;

- NoAroToBka n obecneyeHne KOMMNETEHTHOCTM NPOECCOPCKO-NPENnoaaBaTenbCKoro COCTaga;

- obcnyxnBaHve NPOM3BOACTBEHHOW cpebl;

- paspaboTka, aHanm3 n akTyanusaums y4ebHbIX NNaHoB U NPOrpamm;

- NOCTYNNeHne n oT6op abUTYPUEHTOB;

- npouecc 0by4eHUs CTYAEHTOB U €r0 OLLEHKa;

- NTOroBas OLiEeHKa C NPUCBOEHNEM 0Dy4atoLLEMYCS akageMnYeckon CTENEHN, NPUCYXOAEMOW B COOTBET-
CTBMM C AUNNOMOM MNN CBUOETENLCTBOM O KOMNETEHTHOCTH;

- BCNOMoOraTenbHble NPOLEeCcCchl ANA peanu3aumn OCHOBHbLIX NPOLECcCOoB 06Yy4YeHNs, HanpaBneHHbIX Ha
BbIMOMHEHWE Y4eGHbIX NNaHOB M NOAAEPXKKY 06Y4aIOWMXCA A0 NONYYEHMS UMW 3aKaAEeMUYECKON CTENEHN Unn
CBUOETENbLCTBA;

- BHYTPEHHWI 1 BHELLHWI 06MeH MHbopmaLmei;

- n3mepeHvie o6pasoBaTenbHbIX MNPOLLECCOB.

MUCO 9001:2000 CucrtemMbl MeHem)XKMeHTa kayecTBa. Tpe6oBaHus
0.2 MpoueccHbIM Nogxon

Hacrosawmi ctaHaapT HanpaBneH Ha NPUMeEHeEHNe «NPOLLECCHOTO Noaxoaa» nNpu paspaboTtke, BHeape-
HUW 1 yNyYLLEeHNN pe3ynbTaTMBHOCTM CUCTEMbI MEHEAXKMEHTA KauecTBa C LiENbio NOBLILLEHNA yAOBNETBO-
peHHOCTN NoTpebunTenen nyTem BbINONHEHUA NX TPeGOBaHUI.

[ns ycnewHoro (hyHKLUMOHMPOBaHNSA OPraHW3aLma AOMKHA onNpeaenvTb M OCYLLECTBNATD MEHEAXXMEHT
MHOTOHUCMNEHHbIX B3aMMOCBA3AHHLIX BUAOB AEATENbHOCTU. [1eATENbHOCTL, UCNONbL3YIOWAA Pecypeol n
ynpaensemas ¢ uenbio npeobpa3oBaHua BXOAOB B BbIXOAbI, MOXET paccMaTpuBaTbCA Kak npouecc. Yacro
BbIXOA OAHOrO NpoLecca obpasyeT HEMOCPEACTBEHHO BXOA CneayioLero.

MprmeHeHwe B OpraHn3aLmmn CUCTEMBbI MPOLIECCOB HapAAY CUX nAeHTU(dMKaLMEN N B3aMMOAENCTBUEM,
a TaKKe MEHEQXKMEHT NPOLIeCCOB MOTYT CHUTATLCA «NPOLLECCHBIM MOAXOA0OMY .

MpenmyLLECTBO NPOLLECCHOro NoAX0Aa COCTOUT B HENPEPLIBHOCTU YNPaBNeHns, KOTOpoe OH obecneyn-
BaeT Ha CTblKe OTAENbHbLIX NPOLLECCOB B PaMKaX X CUCTEMBI, A TaKXKe NPU X KOMOMHaLUN M B3aUMOAENCTBUN.

Mpwn npuMeHeHnn B cucTemMe MeHeDKMEHTa KavecTBa Takom NoOAXoA NoAYEPKMBAET BaXKHOCTb:

a) NOHUMAaHWA N BbLINONHEHNA TpeGoBaHWUN;

b) Heob6xoANMOCTU PacCMOTPEHUS NPOLLECCOB C TOYKN 3peHnA AOGABNEHHON LIEHHOCTY;

C) NOCTWXEHMNA Pe3ynbTaToB BLINOMHEHWUA NPOLECCOB U UX Pe3yNbTaTMBHOCTH;

d) NOCTOAHHOrO YNy4LLEHUA NPOLECCOB, OCHOBAHHOrO Ha OGBLEKTUBHOM N3MEPEHNN.

MpuBeaeHHana Ha pucyHke 1 MOAENb CUCTEMbI MEHEAXKMEHTA Ka4eCcTBa, OCHOBAHHAA HA MPOLLECCHOM
noaxoae, UNNIOCTPUPYET CBA3N MexXay npoueccamun, NpeacTaBneHHbLIMN B pasaenax 4 — 8. Ota mogens
noKasbiBaeT, YTO NOTPebUTENU MIPaIOT CYLLECTBEHHYIO PONb NP ONPeAENEHNN BXOAHBLIX AaHHBLIX. MOHUTO-
PUHI yAOBNETBOPEHHOCTU NoTpebutenen TpebyeT oueHkn UHOPMaLUM O BOCNPUATMN NOTpebUTenaMmn
BbINONHeHUs ux Tpebosanui. NMpueBeaeHHana Ha pUCyHke 1 Moaenb OXBATLIBAET BCE OCHOBHLIE TPEGOBaHUA
HacCTOsILLEro CTaHAapTa, He AeTananpys nx.

M punmeyaHune—Kpome TOro, ko BCem NpoLeccam MoXeT NpUMeHaTbCA Lmnkn «MnanupoBanue — Ocyuie-
cteneHue — lMpoeepka — feiicteue» (PDCA*). Liukn PDCA MOXHO KpaTko onucaThb Tak:

MnanupoBaxue (plan) — paspaboTaiite uenn n Npouecchl, HeoGXoaUMbIE ANA AOCTUXKEHWUA pe3ynbTaToB B COOT-
BETCTBUU C TpeBoBaHMAMU noTpeduTenein U NONUTUKON OpraHn3auum;

OcywecTtenexue (do) — BHeapuUTe Npoueccsl;

MpoBepka (check) — NOCTOSIHHO KOHTPONUPYITE U N3MEPSANTE NPOLECCHI N NPOAYKLMIO B CPAaBHEHWUM C MONUTUKON,
uensamu n TpeboBaHUAMU Ha NPOAYKLMIO U coobLuanTe o pesynbTarax;

DHevictBue (act) — npeanpuHUMaliTe AEMCTBUA NO NOCTOSHHOMY YNyYLIEHUIO NokasaTenei NpoLeccoB.

* Plan — Do — Check — Act.



FOCT P 52614.2—2006

CUCTEMbl MEHEIDKMEHTA KAYECTBA
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s [JOTOK MHGPOPMALIMK

PucyHok 1 — Mopenb cucTeMbl MeHeAXMEHTa KavecTBa, OCHOBAHHOM Ha NPOLIECCHOM noaxoae

MNCO 9001:2000 CucteMbl MeHegXMeHTa KauecTBa. TpeboBaHuaA

0.3 CBasb ¢c UCO 9004

MCO 9001 nCO 9004 6binm paspaboTaHbl KaK COrnacoBaHHaa Napa CTaHAaPTOB HA CUCTEMbI MEHEK-
MEHTa Ka4yecTBa AN AOMOMNHEHNA APYr ApYra, HO X MOXHO NPUMEHATH Takke He3aBUCMMO. HecMOTpsA Ha To,
YTO y CTaHAAPTOB pPa3nnyHble 06MNacTM NPUMEHEHNS, OHU NMEIOT aHANOMMYHYIO CTPYKTYPY B LieNaX CO3AaHNA
yCrnosum Ans ux UCronbL30BaHWA Kak COrnacoBaHHOM Naphb!.

MCO 9001 ycraHaBnuBaeT TpeOOBaHMA K CUCTEME MEHEMKMEHTA Ka4eCTBa, KOTOPble MOTYT UCMOMNb30-
BaTbCA ANA BHYTPEHHErO NPUMEHEHNA OPraHn3aLmaMK, B LLENAX CePTUdUKaLMN NN 3aKNIOHEHNA KOHTPaK-
T08. OH HanpaBneH Ha Pe3ynNbTaTUBHOCTb CUCTEMbI MEHEAKMEHTA KayeCTBa NPU BbINONHEHUN TpeboBaHui
notpeburenen.

NCO 9004 conepxvT pexomeHaaumm no bonee WMPOKOMY CNEKTPY Lenein CMCTEMbl MEHEMKMEHTa
kavecTsa, 4em NCO 9001, oco6eHHO MO MOCTOSHHOMY YNYYLIEHNIO AEATENBHOCTN OPraHn3aUmm, a Takke ee
appekTmBHOCTU M pe3ynbTatmBHOCTU. MCO 9004 pekomeHayeTcsl Kak PyKOBOACTBO ANA OpraHM3auum,
BbICLLIEE PYKOBOACTBO KOTOPLIX, Npecnenys Lienb NOCTOAHHOrO ynyylleHns AeaTENbHOCTN, XenaeT BbINTH 3a
pamkn Tpebosanuin UCO 9001. OnHako OH He MpeAHasHaveH Ans uenein cepTudrkaumn nnu 3aknioyeHns
KOHTPAaKTOB.

0.4 CoBMECTUMOCTDb C APYrMMU CUCTEMAMN MEHEHKMEHTA

HacTtoawmn cranaapt cornacosad ¢ UCO 14001:1996 ana ynyylleHW COBMECTUMOCTU 3TUX ABYX
CTaHOapTOB B UHTepecax coobLuecTBa Nonb3oBaTenen.

HacTtoawmn ctaHpapT He coaepXUT KOHKPeTHbIX TpeboBaHui K APYrMM cUCTEMaM MEHEeOXMEHTa,
TakuM KaK MeHeXKMEHT OXpaHbl OKpy>KaloLLien cpeabl, MEHEKMEHT NPOheCCUOHaANBHOTO 300POBbA 1 6e30-
NacHOCTHU, (PMHAHCOBbLIN MEHEMKMEHT UNU MEHEAXKMEHT puckoB. OQHaKO OH NO3BONSET OPraHu3aLmmn corna-
COBaTb UMW MHTErPUPOBaTb CBOIO COOCTBEHHYIO CUCTEMY MEHEXKMEHTa KayecTBa ¢ ApYyrMMn cuctemamu
MeHeKMeHTa ¢ COOTBETCTBYIOWUMU TpeboBaHuAMKU. OpraHn3aumsa MOXeT afanTupoBaTh ASNCTBYIOLWYIO
cncTemy(bl) MEHEKMEHTA AN CO3AaHNS CUCTEMbl MEHEDKMEHTa Ka4ecTBa, COOTBETCTBYIOLLEN TpeboBaHu-
AIM HAacTOALLEro cTaHaapTa.

\
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HAUMWOHANBbHBIAN CTAHOAPT POCCUMCKOW OEQEPALUMN

CucteMbl MeHe)XMeHTa kayecTBa

PYKOBOOSALWME YKA3AHUA MO NPUMEHEHUIO TOCT P UCO 9001—2001
B COEPE OBPA30BAHUA

Quality management systems.
Guidelines for the application of GOST R ISO 9001—2001 in education

OaTta BBegeHna — 2007—06—01

1 O6nacTb NpuMeHeHUs AN o6pasoBaTenbHbLIX YYpeXaeHUn

HacTosawui ctaHaapT ycTaHaBNMBaET pYKOBOASLUME YKa3aHus no npumeHermio MCO 9001 B 06pasoBa-
TeNbHbIX yYpexXaeHNaX, NpeaocTaBnaoLWMX 06pa3oBaTenbHbie YCNyru.

31V pyKoBOAsLLME YKka3aHUA He AODaBNAIOT, He 3aMEHSIIOT M He M3MeHSAIT TpeGoBaHnsa MCO 9001. OHn He
npeaHasHaYeHb! ANs UCMONb30BaHNA B AOTOBOPaX NPy OLeHKe COOTBETCTBMS UNW ANA Lenei ceptndukaumm.

Kaxabi nyHkt MICO 9001, 3aknioveHHbI B pamMKy M3 CMNOLUHbIX NIUHWIA, NPUBEAEH 338 TEKCTOM COOTBET-
CTBYIOLLIETO MyHKTa HacToslllero ctaHaapTa. Tekct MCO 9004, 3aknioHeHHbIN B paMKy U3 MYHKTUPHBLIX NMHWNA,
npuBeneH ¢ Lenbio obecneynTs NONHOe BUAEHNE BO3MOXHOCTEN NMOCTOAHHOMO YNydlIeHUs AeATenbHOCTH
opraHusaummn®.

MUCO 9001:2000 CuctemMbl MeHea)KMeHTa KayecTBa. TpeboBaHuaA
1 O6nacTb npumMeHeHHUA
1.1 O6wmMe NoNoXeHUA

Hacroawwuii ctaHgapT ycTaHaBnNuMBaeT TPeGOBaHNA K CUCTEME MEHEXKMEHTA KayeCTBa B TEX Cry4yasXx,
KOrAaa opraHunsaums:

a) Hy)xaaeTca B AEMOHCTPaLmMM CBOEM CNOCOBHOCTM NOCTABNATL NPOAYKLMIO, OTBeYaloLLylo Tpebosa-
HUAM noTpebuTenen n COOTBETCTBYIOWMM 06A3aTeNbHLIM TPEGOBaHUAM;

b) craBuTCBOEM LienbIO NOBLILLEHWE YAOBNETBOPEHHOCTU NOTpebuTenei nocpeacTBoM 3hheEKTUBHO-
ro NPUMEHEHNA CUCTEMBI, BKMNIOYAA NPOLECChl MOCTOAHHOIO ee yny4lleHus u oGecneveHme COOTBETCTBUA
TpeboBaHnAM noTpebutenei n o6asaTenbHbLIM TPeOGOBaHMAM.

MpumeyaHune—B HacToAwWweM cTaHAapTe TEPMUH «NPOAYKLUMS» MPUMEHUM TONLKO K NpeaHasHavaemMon
AnsA notpedutens unu satpeboBaHHON UM NPOAYKLIMW.

1 O6nacTb npuMmeHeHNA E

1
1
1
1
]
E
' Hacroawmi ctaHaapT coaepXuT pekoMeHAaLUmMK, KOTOPbIE BLIXOAAT 33 paMku Tpe6oBaHui, NpuBeaeH-
! Hbix B ICO 9001, 1 BKNIOHAET pacCMOTPEHME pe3ynbTaTUBHOCTU M 3(DHEKTUBHOCTU CUCTEMBI MEHEKMEHTA !
' Ka4YeCTBa, a CneaoBaTenbHO, U NOTEHUMANA MO YIYYLIEHNIO BCe AEATENLHOCTM opraHusaumn. Mo cpasHe- !
' HUIO C NCO 9001 uenu, HanpasnNEHHbIE Ha YAOBNETBOPEHHOCTL NOTPEOUTENEi N Ka4EeCTBO NPOAYKUMN, pac- :
i LWUMPEHbl, B HWUX BKMIOYEHb! YAOBMETBOPEHHOCTb BCEX 3aMHTEPECOBAHHbLIX CTOPOH W AEeATENLHOCTb
| OPraHM3aLmm B LieSIoM. '

* pusedeHHble 8 pamkax gpazmeHmsl UCO 9001 u MCO 9004 nonHocmbio UGEHMUYHLI COOMEEMCMBYWUM
¢ppaemenmam FOCT P CO 9001 u FOCT P UCO 9004.

WUzpaHue ocmumnansHoe
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1 1
' HacToswmit cTaHaapT NpMMEeHNM K NpoLLeccaM OpraHu3auumn 1, Takum o6pasoMm, NPUHLMNLI MeHes- |
! )KMEHTa KauecTBa, Ha KOTOPbIX OH Ga3npyeTcs, MOryT GbITb PACNPOCTPaAHEHB! Ha BCIO OpraHM3aumio. BHuma- !
'HMEe B AaHHOM CTaHAapTe COCPeNOTOYEHO Ha AOCTWKEHMM MOCTOSHHOTO YNYYLIEHUS, WM3MEPSeMOoro
' CTeNeHbIo YI0BNETBOPEHHOCTN NOTpebuTenei n ApYrmx 3aUHTEPECcOBaHHbIX CTOPOH. :
' Hacrosawmi cTaHaapT CoaepuT MeToaneckue yKasaHua 1 pekOMeHAaLMN. OH He NPeaHAa3HaueH Hu !
| ANA CEPTUMKALIMM NN MCMONb3OBAHNS B KOHTPAKTaX W PErNamMeHTax, Hi iNA NCMOMNb30BaHN: B Ka4eCTBe !
]

1 pykoBOACTBa No BHeapeHuio CO 9001. '

=]

UCO 9001:2000 Cucrembl MeHeA)KMeHTa KauecTBa. TpeGoBaHua

1.2 MNMpumeHexne

TpeboBaHna HacTOALLEro CTaHAapPTa NpeaHa3HavYeHbl ANA BCEX OpraHu3aumin He3aBUCMMO OT BMA3,
pa3mepa u NOCTaBNAEMON NPOAYKLUNN.

Ecnu kakoe-nn6o TpeboBaHne(A) HaCTOALLEro CTaHAAPTa HeMNb3A NPUMEHNTL BBUAY crneLmudunkm opra-
HU3aLMK U ee NPOAYKLIMK, ONYCKAETCA ero UCKMIoYeHWe.

Mpw caenaHHbIX NCKMIOYEHUAX 3aABNEHNS O COOTBETCTBUM HACTOSLLIEMY CTaHAAPTY NPUEMIEMbI, ECTNN
3TUUCKNIOYEHUA NOANaNaIoT NoA TpebosaHus, NpuBeAeHHbIE B pasaene 7, u He BAUAIOT Ha CMOCOBHOCTL UNn
OTBETCTBEHHOCTb OpraHusaLum obecneynsatb Npoaykunen, oTeevalollen TpebosaHmam noTpebutenen n
COOTBETCTBYIOLMM 0653aTenbHbIM TpeboBaHUAM.

2 HopmaTtuBHbI€ CCbhINIKU

B HacToAwWweM cTaHpapTe NCNONb30BaHbI HOPMATUBHbLIE CCbINKN HAa cneayoLwWwme CTaHaapThbi:

MCO 9000:2000 Cucrembl MeHeakMeHTa kadecTBa. OCHOBHbIE MOMOXEHNA N CNOBapb

MCO 9001:2000 CucreMbl MeHemXMeHTa KavecTea. TpeboBaHuA

MNCO 9004:2000 CucteMbl MEHEAXMEHTA KayecTBa. PexomeHAaLmmn No YNyHLWeHMIo AeATENbHOCTU

MCO 10007:2003 CuncTembl MEHEI)KMEHTa kadecTBa. PykoBoasLume ykasaHus no ynpasneHunio KoHu-
rypauven

MCO 10012:2003 CucrteMbl MeHeQKMeHTa namepeHnini. TpeboBaHNA K N3MePUTENbHbLIM NPOLIECCaM U
N3MepuTensHOMY 060pyAOBaHMIO

MCO/TO 10013:2001 PekomeHpaumu no AOKYMEHTUPOBaHNIO CUCTEM MEHEMKMEHTA KavecTBa

MCO 19011:2002 PykoBoasLlme yka3aHWus Mo ayauTy CUCTEM MEHEKMEHTA KavecTsa n/unm cuctTem
3KOMOrN4ecKoro MeEHeAXXMeHTa

3 TepmuHbI U onpeaeneHUs NPUMEHUTENLHO K 06pa3oBaTenbLHOMY
yupexaeHuro

B HacTosAwem ctaHaapTe npuMeHeHbl TepMmuHbl UCO 9000, a Takke cneayiowwne TEPMUHbLI C COOTBET-
CTBYIOLLMMU OonpeaeneHnsamu:

3.1 notpebutens (customer): OpraHnsaumns unu NULo, Nonyyarowasn(Lee) NPoOAYKLUMIO (yCnyry).

[MCO 9000:2000]

Mpumep — Mompe6umens Moxem 6bimbs nompebumenem (8 o6paszoeaHuu — o6bIYHO O6yyarowjulics),
KnueHmMoMm unu nokynamesem (8 obpasoeaHuu — 006bIYHO NTUY0 UNU Op2aHu3ayus, ghuHaHcupyroujee(uias)
o6yyarouie2ocs, komopoe(as) Moxem makke 6bimb 06yYarOUWUMCS), KOHeYHbIM No/Ib308amesieM (e o6pa3oea-
HUU — 06bIYHO TUY0 UNU Op2aHu3ayus, komopas umeem Aoxo0 om o6y4YeHusi, NoOY4EeHHO20 O6GyyalouwuMcs).

3.2 3amHTepecoBaHHasA cTopoHa (interested party): JInuo nnv rpynna nuu, 3aMHTEpecoBaHHbIE B AeA-
TEeNbHOCTN UMK ycnexe opraHn3aumm.

[MCO 9000:2000]

Mpumep — 3auHmepecosaHHass cmopoHa Moxem 6bimb nompeéumenem (3.1), accoyuayueli podumenel,
Apyaum ob6pa3zoeamenbHbIM yupexdeHuem (3.5) unu o6ujecmeom.

MpuMedaHune—pynna nuy moxeT BkNOYaTh B ceba opraHn3aumio, ee 4acTb UMM HECKOMbKO OpraHn3aLui.

3.3 obpasoBarenbHbIN Npouecc (educational process): Mpouecc cosaanus obpazoBaTenbHOM NPo-
Aykuvn [MpepocTaeneHuns obpasosartenbHom ycnyrm (cMm. 3.4)].

2
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3.4 oOpasoBaTtenbHan ycnyra(npoaykuusn) (educational product): Ycnyra (npoaykums), cBA3aHHaA C
o6pasoBaHneM.

M pumeyanne—MpegocraeneHne obpasosaTensHON YCNyrM MOXET BKNOYaTh B ceba nHopmauymio o6 nc-
noNbL3oBaHUM NporpamMmMHoro ofecneverHnsn, annapatHbix cpeacts 3BM unu GymaxHbix HocuTenei, UCNONb3yeMblX Kak
BCNOMoOraTefibHble CpeAcTsa ANa nepenaqn UHMOPMaLMN N COXPaHHOCTU CMPaBOYHBIX AAHHbIX.

3.5 obpasoBaTtenbHoe yupexaeHue (educational organization): OpraHnsauus, npeaocTasnNAOLANA
obpa3oBaTenbHylo ycnyry (cMm. 3.4).

3.6 noctaBwmk obGpasoBaHua (education provider): Jiuuo, npepocrasnsawuee (NocrasnsaioLlee)
obpasoBaTenbHyio ycnyry (cm. 3.4) obyyaiowmmes.

MNpumeyaHune— Bmecto TepMuHa «NocTaBLMK 06pa3oBaHUsA» MOTYT GbiTb NPUMEHNUMBI OGLLIENPUHATLIE TEP-
MUHBI, U3MEHsSIeMble B 3aBUCUMOCTU OT HALMOHANbHLIX 0COBEHHOCTEI 1 creLudukmn 06pasoBaTENbHOrO yUpexaeH!s, Ha-
npuMep npenopaearens, TpeHep, AOLEHT Unu Npodeccop.

UCO 9001:2000 CucteMbl MeHeA)KMeHTa KauecTBa. Tpe6oBaHua
3 Onpepenenna

B HacTosiLleM cTaHaapTe NPUMEHAIOT TePMUHBI U onpeaenexuns no MCO 9000.
lMprBeaeHHbIe HWXe TEPMUHDI, UCNONb3YeMble B 3TOM n3gainn UCO 9001 anga onucanma uenwn nocTas-
K1, 6bINN N3MEHEHbI ANA OTPAXEHUA NPUMEHAEMOTO B HACTOsILLLEE BPEMS CIOBapA TEPMUHOB.

NOCTaBLYMUK —> OpraHnsauuna — noTpebutenn
TepMUH «OopraHn3auma» 3aMeHAeT TEPMUH «NOCTaBLUMKY, Ucnonb3yembiit 8 UCO 9001, n oTHOCUTCS K
06BbEeKTY, B OTHOLLEHUM KOTOPOrO NPUMEHSAETCA HacToALWMI cTaHaapT. KpoMe Toro, TEpMUH «NOCTaBLUMK»

3aMeHSAET TEPMUH «CyBNoapPAaqnK».
B TekcTe HAacTOALLEro CTaHAapTa TEPMUH «MPOOYKLUMS» MOXKET 03HaUaTb TAIKE «YCAyry».

4 CucteMbl MEHEQXKMEHTA KayecTBa

4.1 O6wume Tpe6GoBaHMA ANA 06pa3oBaTENbLHOro y4ypexaeHUA

HacToswmnin noapasnen HOCUT byHAAMEHTanbHbIM XapakTep W yCTaHaBNMBAEeT OCHOBOMONaraowme
TpeboeaHuns NCO 9001 nprmMeHNTENBHO K 06pa3oBaTenbHOMY yupexaeHuio. Tpe6oBaHMs OrpaHU4MBaIOTCA
cneayowmm. ObpaszoBaTtenbHOE yupexXaeHne A0MKHO:

a) onpeaensTb NPoLECCHI, BKNioYaoLwme B ceba (hopMmnpoBaHme 06pa3oBaTensHOM NporpaMMbl, Opra-
HM3aLmio y4ebHoro npoLecca, npeaocTaBneHe 06pasoBaTerbHbIX YCNYr, OpraHn3aLmio U npoBeaeHne aTrec-
Tauum obyvatoLmxca, 1 YNpaBnsTb 3TUMW NPOLLECCaMMu;

b) ycraHaBnmBaTh yCnoBusa NpuMeMkn 06pasoBaTenbHOM NPoayKLUuK (Yernyrv) npy peanusaumm oopaso-
BaTenbHbIX MPOLLECCOoB;

C) MOCTOSIHHO YNy4lLaTb 3TU NPOLECCHI W BbiAENATL HEOOXOANMbBIE PECYpPChI.

O6pa3soBaTtenbHoe yupexaeHne AOMKHO TOYHO onpeaennTb 06NacTb NPUMEHEHNS CUCTEMbI MEHEK-
MeHTa KkayecTsa B opraHnsauvn. Hanpumep, ato MoryT 6biTb kadbeapa (thakynbTeT) Unu LWKona B pamkax 6onee
KpyrnHoro o6pa3oBaTenbHOro yupexaeHus, obpasosartenbHoe yupexaeHue B LENOM Unu Bce obpasoBaTernb-
Hble y4pexaeHuns dpeaepansHOro N PernoHanbHoOro (MyHULMNANbHOTO) NOAYNHEHNS.

YcraHoBneHue o6nactm NnpuMeHeHna NOMoXxeT 0bpasoBaTenbHOMY yUpeXAeHUIO AEHTUNUMPOBaTL
BbiCLLIEE PYKOBOACTBO M NMOHATL XapakTep CUCTEM U NPOLLECCOB, HEOOXOAUMBIX ANA AOCTUXEHUA YAOBNETBO-
PEHHOCTN NOTPEOUTENS M NOCTOAHHONO YNYYLIEHNA AEATENbHOCTM 06Pa30BaTENBHOIO YUPEXAEHNA.

370 TaloKe NOMOXET NAESHTUDUUMPOBATL NPeaOCTaBNAEMbIe YCAYIU, YTO ABMNAETCA CYLUECTBEHHLIM B
naeHTUMKaLMn n onpeaeneHn noTpebutenen n Apyrmx 3anHTEPECOBaHHbLIX CTOPOH.

Cucrema MeHeAXKMEHTa KayecTBa B 06pa3oBaHnn AOMKHA ObiTb OCHOBaHa Ha TEPMUHONOIMK, COflepXa-
LeiicA B y4ebHbIX NNaHax, y4ebHOM 1 gpyrnx npoueccax 06pa3oBaTeNbHOro yUpexXaeHus, ero OpraHn3aLyoH-
HON CTPYKTYpe, OTBETCTBEHHOCTH, pecypcax, KoTopble obecneumsaloTr kavectBo obyuyenuns. Tpe6GoBaHus
CUCTEMbl MEHEXKMEHTa KaueCTBa AOMKHbI OXBaTbiBaTb GONbLLYIO 4acTb IEATENLHOCTU NEPCOHaNa 1 NocTas-
LMKoB 06Pa30BATENLHOMO yypexaeHna. YnpasneHne obyyeHnem MoxeT GbiTb OCYLLECTBNEHO BO BpeMS
cneaylowmx NpoLeccoB:

- aHanus notpebHocTel B 06y4eHnn (npochopreHTauma);

- hopmurpoBaHue y4ebHOro nnaxa;
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- OpraHnsaums 1 nposeaeHne y4ebHoOro npouecca;

- OpraHn3aumns n NpoBeaeHne OLEHKN N aTTecTauum oby4atoLLmxcs;
- NoBblLLEeHe 06pa3oBaTeNbLHOrO NOTEHLMana opraHmaaumu;

- (OYHKLMOHVpPOBaHne GbnnoTek, MacTepckux 1 nabopaTopui.

MCO 9001:2000 Cuctembl MeHepKMeHTa kauecTBa. TpeGoBaHunA
4 CucTema MeHeXXMEHTa KauyecTBa
4.1 OGwme TpeGoBaHuA

OpraHunzaums nonxHa paspabotaTtb, 3a40KyMEHTUPOBaTb, BHEAPUTL U NoAAEPKUBaTb B paboueM
COCTOSIHUM CUCTEMY MEHEXKMEHTA Ka4eCcTBa, NOCTOAHHO YydLLaTh ee pe3yrnbTaTMBHOCTb B COOTBETCTBUN C
TpeboBaHMAMMN HACTOSALLErO CTaHAapTa.

OpraHnsaums fonxHa:

a) onpeaensaTb NPoLecchl, He06XoANMbIE NS CUCTEMbI MEHEPKMEHTA KAYeCTBa, M UX MPUMEHEHWNE BO
BCeW opraHusauum (cm. 1.2);

b) onpenenaTtb nocneaoBaTensLHOCTL U B3aMMOAENCTBUE 3TUX NPOLECCOB;

C) onpenenaTbKpUTepwun v MeToabl, HeobxoanMble AnsA obecrneyeHns pe3ynbTaTMBHOCTM KaK Npy OCy-
LeCTBNEHUW, TaK 1 NPW YNpaBrneHnn 3TMMKN NPoLECCamMu;

d) obecneynBaTb HanU4yne pecypcoB 1 MHOPMaLMK, HEOGXOANMBIX AN NOAAEPKKN 3TUX MPOLECCOB
M UX MOHUTOPUHTa;

€) OCYLUeCTBNATbL MOHUTOPWHT, U3MEPEHNE N aHaNN3 3TUX NPOLIECCOB;

f) npyHMMaTb Mepbl, HeobXoaANMble ANA AOCTUXEHNS 3aNNaHUPOBaHHbLIX Pe3ynbTaToB N NOCTOSSHHOTO
YNyYLIEHUs 3TUX NPOLECCOB.

OpraHn3aums AOMmKHa OCYLLECTBNATb MEHEAXMEHT 3TUX NPOLIECCOB B COOTBETCTBUM C TPEGOBaHNUAMM
HaACTOsLLEero cTaHaapTa.

Ecnunopranmnsaums pelnaet nepeaatb CTOPOHHUM OpraHn3aLmnsaM BblNONHEHNe Kakoro-nnbo npolecca,
BMWAIOLLIETO HA COOTBETCTBME NPOAYKLMN TpeBOBaHNAM, OHa AOMKHa 06ecnevnBaTb CO CBOEW CTOPOHbI KOH-
TPOrb 33 TAKMM NPOLLECCOM. YNpaBneHre MM JOMKHO ObiTb ONpeaeneHo B CUCTEME MEHE)KMEHTa Ka4yecTBa.

n punMedyaHne — B npoueccsl, HeobXxoauMble AN CUCTeMbl MEHEAXKMEHTA KayecTea, cneayeTt BknYaTe
npouecchl ynpaBnqueCKoﬁ AeATENbHOCTU PYKOBOACTBA, obecneyeHus pecypcamMu, NnpoueccChbl XKU3HEHHOro LuKna npo-
AyKUun n nsmepeHus.

UCO 9004:2000 CucteMbl MeHeMKMEHTa KauecTBa. PekoMeHAaLMM No ynyulleHUIo AeATeNb- |
HOCTH

4 Cucrtema MeHeKMEHTa KayecTBa
4.1 MeHeAKMEHT CUCTEM M NPOLIECCOB

YcnewHoe pykoBOACTBO WM yNpaBneHWe opraHusaument TpebyeT CUCTEMATMUECKOTO U OTKPLITOrO :
| MEHeKMeHTa. HToBbl A0BUTLCA yenexa, creayeT BHEAPUTL U NOAAEePXMBATL B paBoYeM COCTOSHUN cucTe- |
1 My MEHEZKMEHTa, pa3paboTaHHyI0 ANSA NOCTOSAHHOTO YNYYLWEHWUSA Pe3ynbTaTUBHOCTU U ecbcbelcmanocrw
.opral-maaumn C y4€TOM NMOTPeGHOCTEN 3auHTEPECOBAHHbBIX CTOPOH. MeHeMKMEHT OpraHnsaLmMm Hapsay C i
| APYrYMM acNeKTamm BKNIoYaeT MEHEMKMEHT KayecTBa.
! BbiclieMy pyKOBOACTBY HEOGXOAUMO CO3AaTb OPraHU3aumnio, OPUEHTUPOBaHHYIO Ha MoTpebuTens,
nocpeacTBoM:

a) onpeaeneHus CUCTEM U NPOLLECCOB, KOTOPbIE MOrYT GbiTb YETKO NOHATDI, MOABEPTHY T MEHEMXKMEH-
TY M YAYYLLIEHbI C TOUKN 3PEHNS PE3YNBTATMBHOCTU U 3O (DEKTUBHOCTY;

b) obecneyeHns pesynbLTaTMBHOTO U 3(h(HEeKTMBHOTO BbIMOMHEHMSA U YNPABNEHNS NpoLeccamy, a Tak-
e noKasaTenaMun 1 AaHHbIMU ANs OnpeaeneHns YAOBNeTBOPUTENbHON AEATENBLHOCTU OpraHn3aLmm.

MpumepamMu AEATENBHOCTU MO CO3A4aHMI0 OPUEHTUPOBAHHON Ha MOTPEGUTENS OpraHN3aLmMK SBNAIOTCS:

- onpegeneHne 1 NPOABUXEHNE NPOLLECCOB, BEAYLUMX K YNYYLLEHNIO AEATENbHOCTU OpraHn3aLmu;

- c6op 1 MCMONb30BaHVe AaHHbBIX U MHCOPMALMKM O MPOLIECCAX Ha NOCTOSHHON OCHOBE;

- pasBuUTHE B HaNPaBNeHNN NOCTOAHHOIO YNyYLLIEHMS;

- UCNONb30BaHUEe NOAXOAALLMX METOAOB ANS OLEHKW YNy4LIEHUs NPOLECCOB, TAKMX KaK CAMOOLIEHKa U
aHanu3 co CTOPOHbLI PYKOBOACTBA.

MpyMepbl CaMOOLLEHKM M MPOLLECCOB NOCTOSHHOMO YNyULLIEHWS NPUBEAEHbI B MPUNOXeHUsx A n B coot-
BETCTBEHHO.
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4.2 TpeboBaHUA K AOKYMeHTauumn

4.2.1 OGwmre NnonoxeHUA

Mpv nnaHMpoBaHNM CUCTEMbI MEHEAXKMEHTA KayeCcTBa U pa3paboTke pykoBOACTBA NO KavecTBy 06pa3o-
BaTenbHbIE yUpeXaAeHNUA MOTYT yCTaHaBNMBaTh TPe6OBaHNUA UK CCbiNatbea Ha TPe6OBaHUA, He YCTaHOBNEH-
Hble MCO 9001 (cm. UCO/TO 10013), Takue kak cneaylolume, HO HE OrPaHNYEHHbIE UMN:

- He06X0ANMbIE OPraHN3aLnn TEPMUHBI N ONPEeaeneHns;

- obLas cTpaTerns opraHnsauuu;

- 3aKOHbl U HOPMATMBHO-NPABOBLIE aKTbl, NPUMEHAEMbIE B OpraHU3aLmy;

- HeobxoanMas KOMNETEHTHOCTb NPENoAaBaTENbCKOrO COCTaBa (MOCTaBLUMKOB 0bpa3oBaHus);

- aKKpeOUTOBaHHblE N CepTUMLMPOBaHHbIE 0DpasoBaTenbHble NPOrpPamMmMmbl;

- y4ebHble NporpamMmMbl 1 y4ebHble NNaHbl;

- NporpamMMbl NOBbILLEHUA KBanNudvKaLuumn, NOAroTOBKN N NepernoaroToBkU NpenoaaBaTenbcKoro cocra-
Ba M NepcoHana;

- BCMOMOraTenbHble cnyx6bl opraHnsaumm.

4.2.2 TpeGoBaHuUA K AOKYMEHTaUuM B 06pa3oBaTeNbHOM yUpeXAeHUU

4.2.2.1 PykoBoACTBO MO Ka4eCcTBYy

PykoBOACTBO NO Ka4eCTBY AOMKHO BKMOYaTh B ce6A onncaHme 06nactv NpMMeHEHNA CUCTEMbI MeHe-
XMeHTa KavecTBa 06pas3oBaTenbHOro yYpexxaeHus, NocneaoBaTenbHOCTL U B3auMoaencTemne ero o6pasosa-
TeNbHbIX W BCMOMOraTenbHbIX MPOLEeccoB. PyKOBOACTBO MO KayecTBY AOMKHO BKMOYaTb B ceba Bce
nNpyMeHNMble AOKYMEHTUPOBaHHble npoueaypbl, Tpebyembie MCO 9001, n KpUTEPUK, Ha KOTOPLIX OCHOBaHa
cMCTemMa MeHeXXMeHTa KavecTBa, UM CoaepXaTb CCbINKM Ha 3TN NPoueaypbl U KpUTepun.

4.2.2.2 YnpaBneHue JOKyMeHTaLmeln B 06pa3oBaTenbHOM yyYpexaeHnn

Llenbto ynpaeneHna AoKyMeHTaLuel apnsaeTca obecneverHne NOCTOAHHON akTyann3aumn n AOCTYNHOCTH
[OKYMEHTaLMMN CUCTEMbl MEHEDKMEHTA KavecTBa. [1na AOCTMXKEHNA 3TON Lenn o6pa3osaTenbHoe yupexae-
HVe [OMXHO YCTaHOBUTb AOKYMEHTMPOBaHHYIO MpoLeaypy, ONUCHIBAIOLLYIO NOPAAOK:

- U3MEHEHMS, aHann3a n 0A06peHNs BHYTPEHHeN AOKYMEHTaLWUN, BKNIOYaA €€ AEeHTUdNKaLMIO U CTaTyc
nepecmoTpa;

- yNpaBeneHvs BHeLLHeN AOKYMEHTaLMeEN, rnaBHbIM 06pa3oM Heo6X0ANMbIMU HOPMATUBHO-NPABOBLIMK
aKTamu, KOTopble crieayeT NOCTOAHHO aKTyanuanpoBaThb;

- obecneveHns AOCTYNHOCTM AOKYMEHTALMN NePCOHany OpraHu3aumu;

- ynpaBneHna oguumanbHbIMW AOKYMEHTamm obydaiomxca ana obecneyeHns NpPoOCnexmBaemocTu
obpasoBaTenbHbIX YCnyr U BepuduvKkaLumm BbINONHeHNs TpeboBaHMIN HAa YCTAaHOBNEHHbIX 06pa3oBaTenbHbIX
aTanax.

JloKyMeHTaLumA, OTHOCALLAACA KOnpeaeneHmio NpoLLeccoB 00y4YeHns, X ynpaBneHnio N KOHTPOrIO, a Tak-
e OKYMEeHTaLuMA No BCnoMoraTenbHOMY 06Cny>XuBaHunio A0MMKkHA 6biTb ynpaensemoin (cMm. 7.1). [lokyMeHTa-
UM, BbiNYLIEHHAs BHYTPU OPraHM3auum, O0MkHA ObiTb NpoaHanu3MpoBaHa M ofobpeHa Ha npeaMet ee
aneKBaTHOCTW U COOTBETCTBUS YCTAHOBMNEHHbIM TPE6OBaHUAM.

Mudopmaums 06 naaaHmm yuebHUKoB nnu ydebHbix MmaTepunanos, NPakTMKyMoB, y4e6HbIX noco6ui nnn
Apyroin y4ebHo nuTepaTypbl A0MKHA ObiTb YNPaBNSEMO 1 NPOCNEXNBAEMON Ha dTane NPOEKTMPOBAHNA U
pa3paboTtku.

Mpoueaypbl perucTpauum Kypca, CTPYKTypa MNaHoB YYeOHbIX 3aHATUN, MHCTPYKUMM MO CTPYKTYpe
Hay4HO-WUCCNEeaoBaTENbCKOTO OTUYETA U T.4. AOMKHbI NOAAEPKUBATHCA B aKTYann3NMPOBaHHOM COCTOSHWUM ANA
obecneyeHns Heo6XOAMMOI KOPPEKTHOCTM U KOMIIIEKTHOCTU OKYMEHTALMN CUCTEMbI MEHEKMEHTA KaYeCT-
Ba, HaxoAsLleinca B obpalleHmn.

CucTtema ynpaBneHns AOKyMeHTaumen A0omKHa BKNoYaTh B ce65 yCNoBUA yNpaBNeHnA BHELLHEN AOKY-
MeHTauuen (Hanpumep, 3akoHoAaTenbHble aKTbl, NPaBUNa, NOCTAaHOBNEHWUA MPaBUTENLCTBA, HOPMATHB-
HO-NpaBoBble akTbl B 0bnacTn atrectaumm v 1.4.).

4.2.2.3 YnpaBneHue 3anucsimm B 06pa3oBaTensHOM yupexaeHnum

3anucu obecneumsaloT MHOOPMALIMIO O TEKYLLIEN AEATENbHOCTU OPraHN3aLmn, HanpuMmep O pe3yfnbTa-
Tax, NonyyYeHHbIX Ha KaXXAOM 3Tarne y4yebHo-neaarormyeckoro npouecca (npeaocrasneHns 06pasoBaTenbHbIX
ycnyr).

O6pa3zoBaTernbHOe yyupexaeHue AOMKHO 06paTTb BHUMaHWE Ha CPOK XpaHEHWA 3anncei M NnopaaokK pac-
NOPSPKEHNUA UMM, KOTOPbIE 0BBIYHO YCTAHOBIEHbI B COOTBETCTBUM C 3aKOHOAATENbHLIMU U/MNK 06a3aTeNbHbI-
MK TpeboBaHnAMM.

Ob6pasoBartenbHOe yupexaeH1e OMKHO YNPaBnaTh 3anucamm 06 o6y4eHnmn n obyyalomxca B COOTBET-
CTBMM C YCTAHOBMEHHbIMU Npoueaypamu*. 3TO Takue AOKYMEHTLI Kak:

* BedeHue 3arucell O0/mKHO coomeemcmeosams 3akoHy Pocculickoli ®edepayuu Ne 5351-1 om 09.07.1993 2. 06
a8MOPCKOM ripase U CMEXHbIX npasax (¢ uamerHeHusmu om 19.07.1995 2., 20.07.2004 2.).
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- OTYET O NPOEKTMPOBaHUK M paspaboTke y4eBHOro npoLiecca (HanpuMep, 0 cocTaeneHnn y4ebHoro nna-
Ha);

- 3anvcu o kBanudukaLmmn npenoaasartenen (CBUAETENbCTBA, CepTUDUKATBLI U APYrne AOKYMEHTHI, NoA-
TBepXaawLwme keanudukaumio);

- 3anucmn 06 oLieHKe BO3AeNCTBMA NpoLecca 0byyeHns (Hanpumep, OueHKa KayecTBa NPpenofaBaHns);

- 3anu1cy o paboTax, BbIMOMNHEHHbLIX 0BY4aoWUMUCA, U OTHETLI N0 0BYHEHMIO;

- CBMAETENLCTBO 00 OKOHYaHWUM y4eBHOro 3aBeaeHnA (CBUAeTENbCTBO, YAOCTOBEPEHNE, ANNNOMUT.A.);

- 3anucm o noTepsx, ywepbe nnmn HeaobpPOCOBECTHOM NCNONBb30BaHUK OOYUAIOLLIMMNCA BCNOMOTaTe b-
HbIX Matepunanos;

- )anooGbl;

- 3anvcu 06 y4acTum B MCCNENOBaHMNAX;

- 3aMMcK O NPOU3BOACTBEHHON NPAKTUKE;

- 3anucn 06 aBTOPCKOM npase u/unu paspelueHne Ha NPaBo UCNONb30BaAHUA UHOPMaLUN.

Ocobble TpeboBaHUSA, yCTaHOBNEHHbIE K 3aNUCAM CUCTEMbI MEHEDKMEHTA KayecTBa 06pa3oBaTenbHOro
yupexaeHus, onpeaenexsl B pasgenax 5 — 8 ucxoaa us 4.2.4.

MCO 9001:2000 CucteMbl MeHeKMEHTa KavyecTBa. TpeGoBaHuA
4.2 Tpe6boBaHMA K AOKYMEHTaUUN

4.2.1 O6wme nonoxeHUA

JoKyMeHTaLUmMs cUCTEMbl MEHEIKMEHTa KayeCcTBa AOMKHA BKNIOYaTb:

a) OOKYMeHTanbHO OhOPMIEHHbIE 3asABNEHNA O MOSIMTUKE U LUensax B 06NacTu KavecTea;

b) pykoBOACTBO NO KAYECTBY;

C) BOKYMEHTMPOBaHHbIE NpoLeaypbl, TpebyeMble HacTOALWNM CTaHAAPTOM;

d) nokymeHTbl, He06XoaMMbIe opraHmusauum ana obecnevenHna 3¢ eKTUBHOrO NNAaHNPOBaHUSA, OCY-
wecTeneHmna npoueccos n ynpaeneHna nMu;

e) 3anucu, TpebyeMblie HACTOALMM CTaHAapTOM (4.2.4).

MpumevaHuns

1 Tam, rae B HacToOALEM CTaHAaPTE BCTPEUaeTCA TEPMUH «AOKYMEHTUPOBaHHasA NpoLueaypar, 3TO 03Ha4YaeT, 4To
npoueaypa paspaboTaHa, AOKyMeHTanbHO odpopmMneHa, BHeapeHa U noaaepXmBaeTcs B pabouem COCTOSIHUN.

2 CTeneHb AOKYMEHTUPOBAHHOCTN CUCTEMBI MEHEKMEHTA Ka4ECTBa OAHOI OpraHn3aLmMmn MOXET OTNNYATLCS OT
ApYyroi B 3aBUCMMOCTY OT:

a) pasmMepa opraHusauun n Buaa AeATenbHOCTY;

b) cnoxHocT! u B3aUMOAENCTBUA NPOLLECCOB;

C) KOMMeTeHUun nepcoHana.

3 HOokymeHTauma MoxeT GbiTb B NtoGoi hopme u Ha ntobom HocuTene.

4.2.2 PyxoBoACTBO NO KayecTBY

OpraHunsaums nonxkHa paspaboTtaTte M nogaepK1MBaTh B paboyeM COCTOSSHUM PYKOBOACTBO MO KayecTsy,
coaepxallee:

a) obnacTb NPUMEHEHUA CUCTEMbI MEHEMKMEHTA Ka4eCcTBa, BKIoYas noapobHOCTM u 06ocHOBaHue
noBbix NCKNoYeHuit (1.2);

b) ookymeHTMpOBaHHbIE Mpoueaypbl, pa3paboTaHHble ANs CMCTEMbl MEHE)KMEHTa KavecTBa, unu
CCbIMKN Ha HUX;

C) onucaHWe B3auMOAENCTBUA NPOLECCOB CUCTEMbl MEHEAXKMEHTA KayeCTBa.

4.2.3 YnpaBneHue fOKyMeHTauuen

lD,OKyMeHTaMVI CUCTEMbl MEHEXKMEHTA KadecTBa Heo6xo,un0 ynpaeBnAaTthb. 3anucn — cneu,uaanblﬁ
BUA AOKYMEHTOB, M OHW IOMKHBI YNPaBAATLCA COrNAcHO TpeboBaHWsAM, npMBeaEHHbIM B 4.2 4.

[na onpepeneHns HeobxoanMBbIX CPeACTB yNpaBneHna AomkHa 6biTb pa3paboTaHa AOKYyMEHTUPOBaH-
Has npoueaypa, NnpeaycMaTpmBaloLLan:

a) othuumanbHoe ofobpeHne AOKYMEHTOB C TOHKM 3PEHNA UX AOCTATOYHOCTM 0 UX BbINYCKa;

b) aHanu3 n aktyanusaumio no mepe Heo6x0AMMOCTH M NOBTOPHOE othmnumanbHoe oaobpeHue Aoky-
MEHTOB;

¢) oBecnevyeHne naeHTUUKALMN N3MEHEHUI N CTATYCa NepPecMOoTpa AOKYMEHTOB;

d) obecneveHne HanUUUs COOTBETCTBYIOLLMX BEPCUI AOKYMEHTOB B MECTax UX NPUMEHEHNS;

e) obecneyeHne COXpaHEHUS AOKYMEHTOB YETKUMU N NErKOUAEHTUDNLMPYEMbIMY;

f) oGecnevyeHre naeHTUMKALUN AOKYMEHTOB BHELLHErO NPOUCXOXKAEHMUS U YNIPaBNEHWE X Pacchbin-
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g) npenoTBpalleHne HenpeaHaMepPEHHOTO NUCMONb30BaHNA YCTapeBLUMX OKYMEHTOB U NPUMEHEHNe
COOTBETCTBYIOLEN NAEHTU(PMKALMM TaKUX AOKYMEHTOB, OCTaBNEHHbIX ANA Kakmx-nnbo uenen.

4.2.4 YnpaBneHue 3anucaMm

3anvcu OomkHbI BECTUCH M NOAAEPXKMBATLCA B paboyeM COCTOSHUM Ans NpefocTasneHus cevae-
TENbCTB COOTBETCTBUA TPEGOBaHUAM M pe3ynbTaTMBHOCTN (DYHKLMOHUPOBAHUS CUCTEMbl MEHEIXKMEHTA
KadecTBa. OHWN [OMKHBI OCTAaBATLCA YETKUMMU, NErKOMAEHTUOULMPYEMBIMM U BOCCTaHaBNuBaeMbIMu. [lon-
XHa OblTb paspaboTaHa AOKYMEHTUPOBaHHasA NpoLieaypa Ans onpeaeneHnst CPeacTs ynpaenexus, Tpebye-
MbIX MpU UOEHTUOUKALMK, XPaHEHUW, 3aLLUTE, BOCCTAHOBNEHWUWN, ONpPeaeneHnn CPOKOB COXPAHEHUA U
MU3BATMKN 3aNnUCEN.

NCO 9004:2000 Cuctembl MeHeKMEHTa KauecTBa. PekoMeHAaUuM No ynyvllieHnIo aenatenb- |
HOCTH

4.2 NoxkymeHTauuna

1

1

1

1

1

:

1

| PykoBoaCTBY OpraHu3aumm cnegyeT onpeaenutb AOKYMEHTaUMIo, BKNIoYas COOTBETCTBYIOLLME 3aMNUcy,
! Heo6x0aUMYIo ANSA pa3paboTku, BHeAPEHNA U NoaaepXaHna B paboyeM COCTOSIHUM CUCTEMbI MEHEKMEHTa
| Ka4ecTBa M NOAAEPXKKM Pe3yNbTaTMBHOIO M 3(PEKTMBHOrO BINONHEHUA NPOLIECCOB.
! XapakTep 1 cTeneHb JOKYMEHTUPOBAHHOCTU AOMKHbI OTBEYATb KOHTPAKTHLIM, 3aKOHOAATEMNbHbLIM W
| ApYrMM 06s3aTenbHbIM TpeGOoBaHNAM, NOTPEGHOCTAM N OXMAAHNAM NOTPeGUTENEN N NPYINX 3aUHTepeco-
| BAHHBIX CTOPOH, & TakKe yCTPanBaTh OpraHu3aumio.

! JokymeHTaumsa MoxeT 6bITb B nio6or hopme nnm Ha niobom HocuTene ncxoaa us noTpebHocTen opra-
1 HA3aLMN.

| C uenblo obecneveHns AOKYMeEHTaUueEN, OTBEYaoLWeN NOTPEGHOCTAM U OXMAAHMAM 3aUHTEPECOBAH-
| HbIX CTOPOH, PYKOBOACTBY HEOBXOAMMO YUNTLIBATD:

i - KOHTpaKTHble TpeboBaHna NoTpebuTenein n Apyrnx 3aMHTePEeCcCOBaHHbLIX CTOPOH;
| - UCNONb30BaHME OpraHu3aumuen MexayHapoaHbIX, HALMOHANbHLIX, PErMOHANbHLIX U OTPacneBbIX
| CTaHOapTOB;

' - COOTBETCTBYIOLME 3aKOHOAATENbHbIE N Apyrue o6asaTentHble TpebGoBaHus;
! - pelLeHVs opraHn3aLuuy;

! - UICTOYHWKMN BHELLHEN MH(hOPMALIMK, KacaloLmMecs BO3MOXKHOCTEN OpraHn3aumy;

! - MHpOpMaLMIO O NOTPEGHOCTSX M OXMAAHUAX 3aMHTEPECOBAHHbIX CTOPOH.

! Pa3paboTky, Mcnonb3oBaHue 1 ynpaBneHne AoKyMeHTaumen cneyeT OLeHNBaTh C y4eTOM pesynbTa-
I TUBHOCTM U 3(HPEKTUBHOCTN OPraHn3aLmm Ha OCHOBE TaKMX KpUTEPUEB, Kak:

! - (PYHKLMOHANbLHOCTL (Hanpumep, CKopocTb 06paboTku);

! - NPOCTOTa B UCNOMNb30BaHWW;

! - noTpeBHOCTb B pecypcax;

! - NONMTKKA U Lenw;

! - Texylume n Byaylume TpeGoBaHNs, OTHOCALLUMECS K MEHEMXKMEHTY 3HAHWIA;

! - CpaBHEHME ¢ NYYLIMMMN CUCTEMAMMN JOKYMEHTALMMN;

! - B3aMMOJeVCTBYS NOTPeGUTENEN, NOCTaBLUMKOB M APYINX 3aMHTEPECOBaHHbIX CTOPOH OpraHn3aumm.

! JocTyn K AOKYyMEeHTaLMn NpefocTaBnaeTca PaboTHMKAM OPraHnsaLmmn n ApYruM 3auHTepecoBaHHbLIM
| CTOPOHAM UCXOAS W3 NONUTUKM 0BMeHa MHchopMaLmelt B OpraHnsaLmm.

1
1
1
1
1

4.3 Ucnonb3oBaHue NPUHLMNOB MEHEMKMEHTa KayecTBa

[inA ycnewHoro pykoBOACTBa OpraHm3aumein u ee (yHKLMOHMPOBAHNS HEO6XOAUMO OCYLLECTBNATL
| MEHE)KMEHT CUCTEMATUYECKN M OTKPbITO. PekoMeHAaLmn pykoBOACTBY OpraHu3auvu, npeanaraemble B
| HACTOALLEM CTaHAapTe, 6a3vpyIOTCA Ha BOCbMM NPUHLMNEX MEHEAKMEHTA KaYeCcTBa.
' OTM NPMHLUMNLI 6bINK paspaboTaHbl ANA NPUMEHEHNS BbICLUMM PYKOBOACTBOM C LIESbIO YNYyYLLIEHUA Aes-
| TeNbHOCTK OpraHn3aumn. OHK BKIIOYEHb! B COAEPKaHWE HAacTOSLLEro CTaHaapTa 1 NpUBeAeHb! HUXe.
: a) OpwueHTaumsa Ha noTpebutens
' OpraHunsaumnm 3aBUCAT OT CBOMX NOTpedUTenemn n No3ToMy A0MKHLI MOHMMAaTL UX Tekylme n Byaylume
| NOTPEeBHOCTN, BbINOMHATL NX TPEOOBaHMA 1 CTPEMUTBLCS NPEB30NTU UX OXNAAHUS.
X b) Nupepcteo pykosBoanTens
' PykoBoguTenu o6ecneumBaioT eAMHCTBO LENK U HANpaBneHna AeaTenbHOCTM opraHnsauvu. Mm cne-
| AyeT co3AaTb M NoAAEePXUBaTb BHYTPEHHIOK Cpealy, B KOTOPOW paBoOTHMKN MOTYT GbITb NONHOCTBLIO BOBEYe-
| Hbl B pelleHne 3agay opraHm3aLmu.
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1
! c) BoeneveHune paboTHMKOB

' PaboTHMKM BCeX YPOBHEN COCTaBNSAIOT OCHOBY OpraHn3aLmm, U NX NonHoOe BOBRNEYEeHUe A3eT BO3MOX-
| HOCTb OpraHM3aLnm ¢ BbIro4oM NCNONb30BaTh MX CMOCOBHOCTH.

' d) MpoueccHbIi noaxoa

' XKenaemblit pesynbTat gocturaetca adpdekTrBHee, Koraa AeATeNbHOCTbIO U COOTBETCTBYIOLMMU
| pecypcaMu ynpasnsioT KakK MpoLEecCoM.

' e) CncTeMHbIl Noaxon K MEHEXKMEHTY

' BbisiBNeHne, NOHMMaHNE N MEHEDKMEHT B3aMMOCBA3aHHbIX NPOLECCOB Kak CUCTEMbI BHOCAT BKNaa B
| pe3ynbTaTUBHOCTL U 3P EKTUBHOCTL OPraHM3aLmnmn Npm AOCTKEHNUN ee Lienen.

! f) MocrosHHOe ynyulleHne

i MocTosAHHOE ynyulleHne AeATEeNbHOCTN OpraHW3aLmm B LIeNOM crneayeT paccMaTpuBaTh Kak €6 Hews-
1

1

1

1

1

1

1

1

1

1

I

1

1

1

1

1

1

]

g) MpurHATME peLleHnid, OCHOBaHHbIX Ha dbakTax

AbpeKTUBHbIE PeLLEHNs OCHOBLIBAIOTCA Ha aHanu3e AaHHbIX U MHopMaLmK.

h) B3anMoBbIrogHblE OTHOLLEHUA C MOCTaBLUMKAMM

OpraHusauma n ee NOCTaBLUVKW B3aUMO3aBUCUMbI, M OTHOLLEHWS B3aVMHOM BbIroAbl NOBLILLAIT CNO-
COGHOCTb 06enx CTOPOH Co3aBaTh LIEHHOCTH.

YcneLwHoe NCNonb3oBaHKe oOpraHn3aumen BOCbMY NPUHLKNOB MEHEXKMEHTA NPMBEAET B pe3ynbTaTe

BbIrOAaM ANS 3aMHTEPECOBAHHBIX CTOPOH, TAKUM KaK YBENMYEHUE AIEHEXHOTO 0GOPOTa, CO3AaHME LLEHHOCTN
NoBbILLEHNE CTaBUNBHOCTH.

==X

1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
|
MEHHYI0 Lenb. .
1
1
1
1
1
1
1
'
'
'
'
'
'
'
'
'
|

5 OTBETCTBEHHOCTb CO CTOPOHbI PYKOBOACTBA

5.1 O6asatenbcTBa pykoBoACTBa B obpa3oBaTtenLHOM yupexaeHun

Bbiclwee pykoBoACTBO (NMLO MNK rpynna nuL, KOTOpbie OCYLIECTBNAIOT yNpaBneHne AeATENbHOCTbIO
06pa3oBaTENbHOrO YYPEXAEHNS U KOHTPONb 3TOW ASATENBHOCTU) AOMKHO MAEHTUDULMPOBaTL (haKTOPbl 1
XapaKTepucTnkn 06pasoBaTenbHOM AEATENbHOCTN, OTBevaloLme TpeboBaHNAM M OXMaaHnam noTpebutenen.

Mpwn cepTdpukaumm niunm akkpeautaumm o6pa3oBaTenbHONO yUpeXaeHus Bbiclliee pyKoBOACTBO A0OM-
HO rapaHTVpPOBaThb BbINONHEHNE 3aKOHOAATENbHBIX N 00A3aTeNbHbIX TPeboBaHMii B 06pa3oBaTenbHbIX NPo-
rpammax v npoueccax.

"maBHOe TpeboBaHWe 3TOro noApasaena — BbiCLLIEE PYKOBOACTBO IOMKHO ONPEAENUTb U BbINOMNHATL 0651-
3aTenbCTBa No NoaAepXaHuio B paboyemM COCTOAHWUM U MOCTOAHHOMY YNYULLEHMNIO CUCTEMbI MEHEKMEHTA
KadecTBa. [ins 3TOro BbiCLLIEE PYKOBOACTBO 06PA30BaTENbHOMO yYpeXaeHNs [OMKHO UCMONb30BaTb Takne
cTpaTervm, Kak:

- paspaboTka nonuTnkM B 0bnacTu kavyecTsa 06pa3oBaTenbHONO yUpeXaeHus;

- 06MeH nHpopMaument 0 NNaHUPOBaHUN CUCTEMbI MEHEDKMEHTA Ka4eCTBa MO BCEN OpraHn3aLmu;

- 06MeH nHbopMmaLmeit, OTHOCALLENCA KaHanNn3y U A0paboTKe NNaHa CUCTEMbl MEHEPKMEHTA KauecTBa.

HarnsagHbiM cBUAETENLCTBOM O NPUHATUM 06A3aTENbCTB, BLINONHEHWW aHANU3a U Co3aaHnM Heo6xoaun-
MOW BHYTPEHHEW CPeAbl CO CTOPOHbI BbICLLEro PYKOBOACTBA MOTYT ObiTbh crieflyiolume AenCTBUA:

- yCTaHOBNEHWe U foBeeHne A0 CBeASHNA NepcoHana NonuTukM B 06nacty ka4yecTsa, KOTopasa No3Bo-
nset BceM paboTHNKaM 06pa3oBaTenbHONO yUpeXxaeHna NOHUMaTb BUAEHNE, MUCCUIO M CTPpaTern4eckne Lenm
opraHusaummn B 06nacTu ka4ecrTBa;

- yCTaHOBMEHWe Lenei B 06nactv Ka4ecTBa B TekyLLelr 06pa3oBaTenbHON AeATENbHOCTY ANA peann3a-
LMK NONUTUKN B 06NACTU KavecTBa 06pa3oBaTENbHOIO YUpPEKAEHUS;

- MaKCMManbHO BO3MOXHOE 0DecneyeHne YenoBeyeckumMm N MaTepmanbHbIMU pecypcamm, Heobxoam-
MbIMM ANA AOCTUKEHNS MOCTaBNEHHbIX Lienen;

- AoBeaeHue A0 CBeAeHNs BCEro nepcoHana obpasoBaTenbHOro yupeXaeHns BaxHOCTN yA0OBNETBOpe-
HUA TpeboBaHMi 06yyaloLLerocs (NOTpebuTens), Tak e Kak MICMONMHEHNS 3aKOHOAATENBHbIX M 06A3aTENbHLIX
TpeboBaHuii, K NpeaocTaBneHnio obpasoBaTenbHbIX YCRyr Haanexallero KayecTea;

- Nybnnkaums nepmoanyecknx u3naHuin 0bpasoBaTenbHOro yupexaeHUa AN MHOOPMMUPOBaHNA NO BOM-
pocaM, CBA3aHHLIM C KaYeCTBOM (TakuM Kak Lienu B obnactu kavectsa), u o6ecneveHna oGpaTHON CBA3N C
obyuaowmmncs/noTpebutenamu;

- oueHka paboTbl 06Pa3oBaTENbHOIO YYPEXAEHUA ONS MOHWTOPUHIA BLINONHEHNA YCTAHOBMEHHbIX
nonuTUKM n Lenen B obnactu kavecTsa.

8
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MUCO 9001:2000 CucreMbl MeHe)KMeHTa KauecTBa. TpeGoBaHua
5 OTBeTCTBEHHOCTb PYKOBOACTBa
5.1 OGsA3aTenbCTBa PyKOBOACTBA

Bhiclee pykoBoACTBO A0MKHO 06ecneunBaTh HanUune CBUAETENLCTB NPUHATUA CBOMX 06A3aTENbLCTB
no paspaboTke 1 BHEOPEHWIO CUCTEMbl MEHEXKMEHTa KauyecTBa, a Takke MOCTOAHHOMY YMyulLEeHWIO ee
pe3ynbTaTUBHOCTU NOCPEACTBOM:

a) AoBeaeHVs 4O CBEAEHNN OPraHN3aLumn BXKHOCTU BLINONHEHWA TpeGoBaHuii NnoTpebuteneii, a Tak-
K€ 3aKOHOAATENbHbIX M 065A3aTenbHbIX TPEGOBaHWIA;

b) paspaboTku nonntrkm B 06NacTm Ka4ecTea;

c) obecnevyeHus paspaboTin Lenei B 06nacTn Kka4ecTea,;

d) npoBepeHUs aHanM3a co CTOPOHbI PYKOBOACTBA;

e) obecneveHns HEOBXOANMbIMU pecypcamm.

NCO 9004:2000 CucreMbl MeHeMKMEHTa KavyecTBa. PexomeHAaLMKM No ynyylleHnio aeAatenb-!
HOCTHU

5 OTBeTCTBEHHOCTb PyKOBOACTBA
5.1 O6wme pekomeHAaUUN

5.1.1 BBepeHue

JInoepcTBO BLICLLErO PYKOBOACTBA, €r0 0653aTenbCTBa U aKTMBHOE y4acTve ABNAIOTCS peLuaowmm
npv pa3paboTke M nogaepxaHnm B paboyeM COCTOSHUM pe3yNbTaTMBHOM U 3thdheKTMBHON CUCTEMbI MEHEK-
MEHTa KayecTBa C LenNblo AOCTWKEHUA BbIroAbl ANA BCEX 3aUHTEPECOBaHHbIX CTOPOH. X MOXHO A0OUTLCS,
BbISBNSASA, NOAAEPKUBAA W NOBLILWAA YAOBNETBOPEHHOCTL NOTpebuTene.

Mepen BbICLLIMM PYKOBOACTBOM CTOMT 3ajaya paccMOTPEeTb Takue Mepbl, Kak:

- pa3paboTka NporHo3a, NONUTUKU U CTPaTermyecknx Lienen, COOTBETCTBYIOLLMX HA3HAYEHWNIO OpraHu-
3aumu;

- AEMOHCTPaLUs Ha COGCTBEHHOM NPUMEPE CTUNS yNpaBneHus, 06ecneunBaloLLero AOBEPUE NepCcoHa-
na;

- AoBeeHne A0 CBeeHNsA NepcoHana HanpaBneHusa AeATeNbHOCTU OPraHn3aLum, LLIEHHOCTEN, CBA3aH-
HbIX C KAYECTBOM U CUCTEMON MEHEMKMEHTA Ka4eCTBa;

- y4yacTue B NPOEKTaXx Mo yny4ylleHuIo, MOUCK HOBbIX METOAOB, PeLLeHni U pa3paboTka HOBOW NpoaYK-
uum;

- nonyyYeHne o6paTHON CBSI3N HEMOCPEACTBEHHO NO Pe3yNnbTaTUBHOCTU U 3(P(EKTUBHOCTN CUCTEMBI
MEHEePKMEHTa Ka4yecTBa;

- onpefeneHve NPOLECCOB XW3HEHHOTO LMKNa npoaykumn, o06aBnsiowmx LEeHHOCTb B MHTepecax
opraHn3aumu;

- onpepeneHne BCNOMOraTenbHbIX NPOLLECCOB, BAUAIOWMX HA Pe3ynbTaTUBHOCTb N 3(PeKTUBHOCTL
NPOLECCOB XXM3HEHHOTO LMKNa NpoayKumm;

- co3paHune cpeabl, CnocoOCTBYOLLEN BOBMEYEHMIO U Pa3BUTUIO PaOOTHMKOB;

- obecneveHre OpraHM3auUnOHHOM CTPYKTYPbI U PeCcypcoB, HEOOX0OUMbIX ANA NOAAEPXKKN CTpaTeru-
YECKMX NNAHOB OPraHn3aumm.

Bbicluemy pykOBOACTBY cneayeT Takke onpeaeniTb MeToabl U3MepeHnsa AeATENbHOCTU OPraHn3aumm,
4YTOObI YCTAHOBUTL, AOCTUTHYTHI N 3aNNaHNPOBaHHbIE LIENW, BKINoYaloLWLme:

- n3MepeHne (PMHaAHCOBbLIX NOKa3aTeneun;

- U3MepeHve nokasaTenen BbIMOMHEHNA NPOLLECCOB BO BCEM OpraHn3auum;

- BHELLHME N3MepeHUs, TaKMe Kak cpaBHeHne C Ny4LWNMN AOCTWKEHUSAMM M OLLEHKA TPETbEeN CTOPOHON;

- OLEHKY YAOBNETBOPEHHOCTN NOTpebuTenen, paboTHVMKOB OpraHU3aLmmn n Apyrmx 3amHTepecoBaHHbIX
CTOPOH;

- OLEHKY BOCMPUATUSA NOTPEBUTENAMU N ApYrMMY 3aVHTEPECOBaHHLIMU CTOPOHaMU XapaKTepuUcTUK
NocTaBnNeHHOM NPOAYKLMWN;

- n3MepeHne Apyrvx nokasatenen ycnexa, onpeaeneHHbIX pykoBOACTBOM OpraHU3aLmm.
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NHopMaumio, NoNyYeHHYI0 B pe3ynbTaTte Takux U3MepeHUi 1 OLLEHOK, PeKOMeHayeTCs paccMaTpu- |
BaTb KaK BXOAHblE IaHHbIE ANs aHanu3a Co CTOPOHbI PYKOBOACTBA, YTOObI ybeanThLCs, YTO MOCTOAHHOE YNyy- |
LWeHWEe CUCTEMbI MEHEXKMEHTA Ka4eCTBa ABMAETCA ABUXKYLLEN CUMON COBEPLLEHCTBOBAHUSA AEATENBHOCTH |
opraHusaumn.

5.1.2 Bonpochbl, KOTOpbIe AOMKHbLI MPUHUMATLCA BO BHUMaHUe

Mpw pa3spaboTtke, BHeAPEHWM M yNpaBneHn CUCTEMOW MEHEMKMEHTA KaYeCTBa OpraHn3aLmm BbicLue-
My PYKOBOACTBY HEO6XOAMMO CNeaoBaTh NPUHLMNAM MEHEAKMEHTA KaueCTBa, U3NOXEHHbIM B 4.3.

Mcxoasa ns 3Tmx npvHUMNOB BbICLLEMY PYKOBOACTBY HAA0 NOATBEPKAATL NMAEPCTBO M 00A3aTenbcTBaB
OTHOLLIEHUN CneayioLlero:

- MOHMMaHUA TeKyLMX 1 ByayLumx noTpebHOCTEN M OXXMAaHWI NoTpebuTenen, AONONHAILWKNX TpeGoBa-
HUR;

- pa3bACHEHWA NONUTUKK 1 Lienei NS NOBbILLEHMS TOHUMAHUS, MOTUBALN M BOBNEYeHNA paboTHNKOB
opraHusaumm;

- MOCTaHOBKM LIENWN NOCTOAHHOIO YNy4LLEHUA BCEX NPOLECCOB, BbINONHAEMbIX B OPraHM3aumm;

- NNaHNpoBaHWA Byayluero opraHM3aLumMm 1 MEHeQXXKMEHTa U3MEHEHWI;

- YCTaHOBMNEHUA M AOBEAEHNA A0 NEPCOHANa OCHOB AEATENbHOCTUN NO AOCTUKEHUIO YAOBNETBOPEHHOC- |
TV 3aUHTEPECOBAHHBLIX CTOPOH. !

B aononHeHue K NocTeneHHOMY M NPOAOIDKAOLWEMYCA NOCTORHHOMY YNYYLLIEHMIO BbICLUEMY PYKOBOA- |
CTBY HE06X0ANMO TaKke paccMaTpuBaTh NPOEKThbI NPOPLIBA, BEAYLUNE K U3MEHEHUIO NPOLLECCOB, Kak cnocob |
yny4lleHns AeaTeNbHOCTU opraHn3aumn. B xoae Taknx nameHeHun pykoBoacTBy crneayeT npeanpyHUMaTh |
warm no o6ecneveHnto pecypcamm n o6MeHy MHdopMaumen, Heobxoanmble AnNA NOAAEPKaHNA DYHKLMN CUC- |
TEMbl MEHEAXXMEHTA KayecTBa. :

Boicwemy pykoBoacTBy HEOOX0AMMO ONpeaenuTb NPOLLECCHI )KM3HEHHOTO LKA NPOAYKLMW, TaK KaK OT .
HUX HEMOCPEACTBEHHO 3aBUCUT yCNeX OpraHn3aumn. BoiclueMy pykoBOACTBY cneayeT Takke onpeaenuTb Te .
BCMOMOraTenbHble NPOLIECCHI, KOTOPbIe BO3AEUCTBYIOT NMGO Ha Pe3ynbTAaTMBHOCTL M 3 (PEKTUBHOCTL NPO- i
LIeCCOB XXM3HEHHOIO UMKNa, NM6o Ha 3anPoChl U OXXMAAHNA 3aNHTEPECOBAHHbLIX CTOPOH.

PykoBoacTBy Hano y6eantbes, 4TO Npouecchl (hyHKUMOHUPYIOT Kak pesynbTaTuBHas v 3¢ ekTmBHan
ncrema. PykoBoacTBO AOMKHO aHaNM3MpoBaTb M ONTUMM3NPOBaTb B3aUMOAENCTBUE ATUX NPOLLECCOB, pac-
MaTpuBas Kak NPoLLECChl XXM3HEHHOIO LMKNAa NPOAYKLMK, TaK U BCNOMOraTenbHble NpoLecehl.

Heo6xoanmo o6patnTb BHUMaHKWE Ha:

- MPOEKTPOBaHKE NOCneaoBaTenNbHbLIX M B3aMMOAENCTBYIOLMX NPOLECCOB AN 3 (PEKTUBHOIO A0CTU-
XEeHUA XenaeMblX pesynbTaToB;

- YeTKoe onpeaeneHve u ynpasneHne BXogammn NpoLeccos, Ux peanusaumven u Bbixoaamu;

- MOHUTOPMHI BXOA0B M BbIXOA0B AN BepUVKaLUN TOrO, YTO OTAENbHbIE NPOLLECCHI B3aUMOCBA3aHbI U
BbINONHAKTCA PE3YNLTATUBHO M 3(PPEKTUBHO;

- onpeaeneHne n MeHeXKMeHT PUCKOB, a Takxke UCMONb30BaHNe BO3MOXHOCTEN ANA yny4lleHus aes-
TENbHOCTY;

- MpoBeAeHVe aHanm3a AaHHbIX, CNOCOGCTBYIOLLErO MOCTOAHHOMY YNyYLLEHUIO NPOLLECCOB;

- onpepeneHve pykoBoautenen NPoLECcCOB U HafleneHne UX NoNHOTON OTBETCTBEHHOCTU U MOMNHOMO-
YnAMKY;

- MEHEXXKMEHT KaXaoro npouecca Ans JOCTUKEHNA Lienei 3Toro NpoLecca;

- NOTPEBHOCTM N OXMABHMS 3aUHTEPECOBaAHHbIX CTOPOH.

Cl
(o]

5.2 OpueHTauuna Ha noTpebUTenn B 06pa3oBaTeNibHOM YYpPEXAEHUU

Bhbiclee pykoBOACTBO 0GPa30BaTENBHOIO YUPEXAEHUS [OMKHO UASHTUPULMPOBATL NOTPEBHOCTH 1
OXMAaHWA NoTpebutenen, BLINONHATL UX U CTPEMUTLCS K UX MOMHOMY YOBNETBOPEHMIO.

MoTpeGHOCTY 1 OXUABHWUS AOMKHbI BbITb UAEHTUMULMPOBaH bl B COOTBETCTBMM CO CrieLnduKomn ob6paso-
BaTENbHOrO yupexaeHus.

TpeboBaHus noTpebuTeneit 4acTo noapasyMesatoTcs. OHM AOMKHbI BbITb ONpeaeneHbl U yUTeHb! Npu
COCTaBMEeHUN y4EGHOrO NNaHa nyTem yCTaHOBMNEHUA YETKUX NOKa3aTenen pesynbTaTMBHOCTY M 3 eKTMBHOC-
TV 06y4eHuA. MpoekTbl y4eOHbLIX NNaHOB AOMKHbI GbiTh NPOAHANWU3UPOBaHbLI Ha NPeABaPUTENbHON CTaaun
y4eBHOro npoLecca 1 kak MUHUMYM OAVH Pa3 B rof Nocne yTBepXaeHWs akTyanuanupoBaHbl U NPoBepeHbl Ha
BbIMNOSHEHWE YCTAHOBMNEHHBIX TPEBGOBaHUIN U COOTBETCTBME LIENAM 0BPa30BATENLHOIO YHPEXAEeHNS.

10
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UCO 9001:2000 CucTeMbl MeHemKMeHTa kayecTBa. TpeGoBaHuA

5.2 OpueHTauuAa Ha noTpebuTtensa

Bbicwee pykoBOACTBO AOMKHO 0becneymBaTh onpegeneHmne 1 BbiMoNHeHne TpebosaHuii notTpebute-
new ANs NOBbILLEHWUA NX YAOBNETBOPEHHOCTM (7.2.1 1 8.2.1).

NUCO 9004:2000 CucteMbl MeHemKMeHTa kayecTBa. PexomeHaauuMm no ynydleHuio ,qeﬂTenb-i
HOCTHU

5.2 NoTpe6GHOCTN M OXMAAHUA 3aUHTEPEeCOBaHHbIX CTOPOH

1
1
1
1
1
1
1
1
' 5.2.1 O6wue nonoxeHna
1
! Y kaxpgomn op‘rsaumsau,mm €CTb 3aVHTEPECOBaHHbLIE B €€ AEeATENBHOCTU CTOPOHbI, KaXaas 13 KOTOPbIX
' UMeeT CBOW NOTPEBGHOCTM 1 OXMAaHUS.
! ~
! 3anHTepecoBaHHble CTOPOHbI OpraHN3aLmii BKIIOYALoT:
I - noTpebunTenei n KOHeYHbIX NONb30BaTeNeN;
| - pabOTHVKOB OpraHusaLmu;
' - BNagenbLeB/MHBECTOPOB (TakMX Kak akKLiMOHepbl, 0OTAENbHbIE NULLE UKW rPYNMbl, BKNOY4as 0bLL1eCcTBEH-
! HbIA CEKTOP, MMEIOLLME KOHKPETHbIM MHTEPEC B OpPraHn3aumn);
1
! - MOCTaBLUMKOB U NapTHEpPOB.; §
! - 061LLeCcTBO B BUAE Pa3nM4yHbIX 06 beANHEHNIN Y TOCYAAPCTBEHHDBIX CTPYKTYP, HA KOTOpble OpraHn3aums
1 NN ee NPOAYKLUMSA OKa3blBalOT BO3AENCTBUE.
1
' 5.2.2 MotpebHOCTU N OXMAAHUA
I Ycnex opraHusaumm 3aBUCUT OT NOHVMaHWA 1 YAOBNETBOPEHUA TeKyLLMX M ByayLmx noTpebHocTen n
| OKMOAHMMN HbIHELLHMX M MOTEHLMaNbHbLIX NOTPetUTenemn n KOHeYHbIX NONb30BaTeNeM, a TAKKe OT NOHUMaHWS
| M ydeTa NOTPeBHOCTEN M OXUABHUIA OPYIMX 3aMHTEPECOBaHHbIX CTOPOH.
: Ona noHMMaHus N yaoBneTBopeHns NnoTpebHOCTeN 1 OXXnaaHuii 3aMHTEpeCcOBaHHbIX CTOPOH OpraHu3a-
! p POH Op!
; Lmn Heo6xoanMO:
' - ONpeAennTbL CBOU 3aMHTEPECOBAHHbIE CTOPOHLI M NOAAEPKMBATbL CNOCOBHOCTL C6aNnaHCMpPOBaHHO
p
| OTBEYATb Ha UX NMOTPEBHOCTY N OXMAOBHUS;
! - Npeo6pa3oBaTb onpeaeneHHble NOTPEGHOCTU U OXUAaHUA B TPEGOBaHNS;
! - poBecTu TpeboBaHNA OO CBEAEHWUS BCEro NepcoHana opraHn3aumm;
! - CKOHLLEHTPMPOBATbLCA Ha Yy4LLEHUM NPOLIECCOB C Lienbio 06ecneyeHns LLEeHHOCTH Ans 3auHTepeco-
1 BAHHbIX CTOPOH.
! ~ ~ ~ ~
! Ons ynosneTBopeHns NoTpebHOCTElN 1 OXuaaHuin noTpebuTenei n KOHeYHbIX NoNb3oBaTenen pykosoa-
1 CTBY OpraHM3aunm cnenyer:
! - NOHATL NOTPEBGHOCTM M OXMAAHWA CBOMX NOTPeGUTENEt, B TOM Y1Cre NOTEHUManNbHbIX NOTpebutenei;
i - YCTAHOBWUTb OCHOBHblE XapaKTEPWUCTUKM MPOAYKUMM, NpeAHa3HavYeHHOW AN ee notpebutenen n
| KOHEYHbIX NONb30OBaTENEN;
' - onpeaennTb U OLEHUTb KOHKYPEHTHYIO OGCTAaHOBKY HA CBOEM PbIHKE;
! - onpeaennTb BO3MOXHOCTU PbiHKa, crnabble CTOPOHbLI M Byaylune npeMMmyliecTBa B KOHKYPEHTHON
I 6opbbe.
1
! Mpumepbl NOTpeBHOCTEN M OXMAAHUI NOTPEBUTENEN M KOHEYHBIX NOMb30BaTENEN NPOAYKLIMN OpraHu-
I 3aumn:
]
! - COOTBETCTBUE TPEGOBaHMAM;
I
! - HAAEXHOCTb;
I
I - Hannuue;
I
i - MOCTaBKa;
: - 0eATeNnbHOCTb NOCNne 3aBepLUeHNA XXU3HEHHOro uKna npoaykumm,;
i - LieHa U CTOMMOCTb XXM3HEHHOTO LMKNa,;
- 6esonacHoOCTb NPoAyKLWK;
1 ’
' - OTBETCTBEHHOCTb 33 Ka4eCTBO NpOoaYKUUW;
' - BO3AEVCTBUE Ha OKPYXKaIoLLYIo cpeay.
! OpraHun3auum cnegyeT onpeaenntb NOTPEGHOCTN N OXMAaHUS CBOUX PaBOTHMKOB B NPU3HAHNWN MX AeN-
! ~
| TeNbHOCTW, YAOBIETBOPEHHOCTM paboToiA, a Takke B MX pa3BuTUX. Takoe BHUMaHWe NomoraeT obecneunsaTtb
' Hambonee NoNHoe BOBRNeYeHe U Hanbonee CUNbHYIO MOTMBALMIO PaGOTHMKOB.
i Yy P
! OpraHn3auum cneayet onpeaenvTb (hMHAHCOBLIE U ApYrvMe pe3yrnbTaThl, OTBEYAIOWNE YCTaHOBMNEH-
' HbIM NOTPEBHOCTAM M OXMAAHNAM BNafenbLieB N MHBECTOPOB.

11
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] 1
' PykoBOACTBY HEOGXOAUMO YUMTLIBATL NOTEHLUMANBHBIE BLIFOAb! NS OPraHN3aLun OT YCTaHOBMNEHMS |
! NapTHePCTBA C NOCTaBLUMKaMM C LIENbIO CO3AaHMA LIeHHOCTN AN o6emnx cTopoH. MapTHepcTeo cnenyeT 6asm- !
! pOBaTh Ha OCHOBE COBMECTHOW CTpaTernn, 0GMeHa 3HaHNAMM, @ TaKKe Ha pacnpeaeneHnn AoX0A0s N yobIT- !
' KOB.

' Mpwn ycTaHOBNEHWN NapPTHEPCKNX OTHOLLIEHUIA OPraHN3aLmm crneayer:

! - onpeaenvTb OCHOBHbIX NOCTABLUMKOB U APYIME OPraHM3aLmm B Ka4eCTBE NOTEHLUMANbHLIX NapTHEPOB;
' - COBMECTHO JOCTUYb YETKOrO NOHMMaHWA NOTPEBGHOCTEN M oXMaaHuin noTpebutenen;

' - COBMECTHO AOCTHUYb YETKOrO NOHMMaHNA NOTPEBGHOCTEN M OXMAAHWUI NAPTHEPOB;

' - NOCTaBUTb Lienu, obecneymnsatowne BO3IMOXHOCTM MOCTOAHHOIO NapTHepPCTBa.

' Mpw paccMoTpeHnn CBOMX OTHOLLEHUI ¢ ODOLLECTBOM OpraHu3aumm cneayer:

' - AEMOHCTPUPOBATb CBOIO OTBETCTBEHHOCTb B 06NacTn 300poBbA N 6e30nacHOCTY;

' - YYUTBIBaTb BO3AENCTBUE Ha OKPYXAIOLLYIO Cpeay, BKNIo4as CoXpaHeHWe SHeprum N NPpUpOoaHbIX pecyp-
! coB;

' - MAeHTM(PULMPOBATL NPUMEHUMbIE 3aKOHOAATENbHbIE K ApYrMe 06a3aTtenbHble TpeboBaHus;

! - nAeHTMULMPOBaTL TeKyLLee U NOTEHUMaNbHOe BO3AeNCTBME CBOEN NPOAYKLUMK, NPOLLECCOB M Aes-
! TENbHOCTN Ha OGLUECTBO B LENOM M MECTHOE COOBLLECTBO B YACTHOCTH.

! 5.2.3 3akoHopaTenbHble U Apyrue obasatenbHble TpeGoBaHUA

! PykoBopacTBy cnegyet ob6ecneunBaTth 3HaHWe OpraHu3aLmnen 3akoHoAaTenNbHbLIX U ApyrMx obasaTenb-
1 HbIX TPe6OBaHNI, KOTOPbIE NPUMEHNMbI K €€ NPOAYKLMK, NPpoLIeCCaM N AEATENbHOCTM, M BKNIOUUTL 3TN Tpe6o-
1 BAHWA B CUCTEMY MEHeKMEHTa kadecTea. CneayeT Takke o6pallaTh BHIMaHWe Ha:

‘ - pasbsCHEHME COOTBETCTBUA TEKYLUMM W NEePCNeKTUBHLIM TPeBOBaHMAM C TOUKM 3PEHUA 3TUKW,
| PE3yNbTATMBHOCTU M 3(HPEKTMBHOCTH;

, - BbIrOAb! AN 3aMHTEPECOBAHHbLIX CTOPOH OT MOBLILLEHNA COOTBETCTBUA TPE6OBaHUAM;

' - pOnb OpraHU3aLmMn B 3aLLMTE MHTEPECOB CoobLLeCTBa.

5.3 MonuTtuka B 06nacTn xauyecTBa B 06paszoBaTeNbHOM YUPEKAECHUN

Monutuka B obnacTm kayecTBa AOMKHA GbiTb AOKYMEHTUPOBaHaA.

MonnTrka B 06NacTn kayecTsa AOMKHA ObITb COBMECTUMA C NPOeCCMOHaNbHBIMM CTaHAAPTaMMK, 3aKO-
HOAATENbLHBLIMU U APYIMMN HOPMATUBHO-MPABOBLIMWN aKTaMK, a Taloke APYrMMY NONUTUKaMK 06pasoBaTenbHO-
ro yvypexageHua. PyKOBO,ElCTBO AOIMKHO obecneuntb BbINONHEHUE TpeﬁOBaHMﬁ K TOMY, 4TOOblI NONUTHKA B
obnacTu kayecTBa Obina NOHATHA, BHEAPEHa W nopaepXuBanachk 06pasoBaTenbHbIM yupexkaeHmem B pa6o-
4eM COCTOAHUN.

Bbicluee pykoBOoACTBO 06pa30BaTENbHOMO yYpEXAEHMS AOMKHO UCMONb30BaTh MOMUTUKY B 0bnacTu
Ka4yecTBa Ans yNpaBneHns 1 pyKOBOACTBA PELLEHUAMM, NPUHMMAEMbIMW NEPCOHANOM, BOBNEYEHHbIM B NOCTO-
AHHOE yny4lueHne o6pa3oBaTeNbHOrO NpoLecca.

MUCO 9001:2000 CucteMbl MeHe@XMeHTa KauecTBa. TpeGoBaHua
5.3 MNonutuka B o6nacTtm kayecTsa

Bbicliee pykoBOACTBO AOMKHO o6ecneunBaTtb, YTOOLI NONUTKKA B 0ONACTM Ka4ecTBa:

a) COOTBETCTBOBANa LUenamMm opraHn3auunm;

b) BKMoYana 06a3aTenbCTBO COOTBETCTBOBATL Tpe6OBaHMﬂM N NOCTOAHHO NOBbLILWATL PEe3yNbTaTUB-
HOCTb CUCTEMbI MEHEXKMEHTA Ka4eCTBa,

C) c03aBana OCHOBbI Ansi NOCTAaHOBKM M aHanusa Lenewn B obnactm Ka4yeCTBa;

d) 6bina noBeaeHa A0 cBeAeHUs nepcoHana opraHm3aumn N NOHATHA eMy,;

e) aHanu3npoeanachb Ha NOCTOAHHYIO NPUroAHOCTb.

MCO 9004:2000 Cuctembl MeHeAXMeHTa KadecTBa. PekoMeHgaUuKM no ynyyweHmio geatenb- !
HOCTH

5.3 MNonuTtuka B o6nacTu KkavecTtea

Bbicluemy pykoBoACTBY HEOOXOAMMO MCMONb30BaTb MONUTUKY B OGNAcTV KayecTBa KaK CpeacTso
ynpaBneHnsa opraHnsaumein ¢ Lenbio YNyyLleHns ee AeATenbHOCTH.

Monntnka opraHnsauum B 06NacTn Ka4ecTBa AOMKHa GbiTb PaBHOMPaBHOW M COrNacoBaHHOM YacTbio
06Ll.l,el7l NONUTUKN M CTpaTernn opraHn3aunn.

Mpn pa3paboTke NONUTHKN B 0BNACTV Ka4eCcTBa BbICLLIEMY PYKOBOACTBY cneayeT YUUTLIBaTb:

- YpoBeHb 1 ByA ByayLMX yNyYLIEHWUIA, HeOBXOOUMbIX ANS YCNELLHOW AeATENbHOCTU OpraHm3aLmm;
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- OXMgaemylo Unm xenaeMyio creneHb yAoBNeTBOPEHHOCTM NoTpebuTeneir;

- pa3BuTME PaBOTHMKOB OpraHn3aLmm;

- NOTPEGHOCTU M OXMAAHUA APYIMX 3aUHTEPECOBAHHbLIX CTOPOH;

- pecypcbl, HeobxoavMble Ans BbIxoAa 3a pamku Tpebosannin MCO 9001;

- NOTEHUMaNbHbIN BKNaA NOCTaBLUVMKOB M NapTHEPOB.

Monutyka B 06NacTy ka4ecTBa MOXeT UCNONb30BaTLCA ANS YNYYLIEHWUS, €CNK OHa:

- cornacyeTcsi C NPOrHO30M W CTpaTermen BbICLLEro pyKoBOACTBA NO NepPCneKTUBam opraHn3aumm;

- NO3BONAET NOHATL M NpecneaoBaTh Lieny B 06nacTu kayecTsa BO BCeW OpraHnaaumu;

- NOATBEPXAAET NPMBEPKEHHOCTb BLICLLENO PYKOBOACTBA Ka4eCTBY M 0653aTenbcTBO 0becneunBaTb
afeKBaTHbIMW pecypcamun AOCTUXEHWE Lenemn;

- NOMOTaeT pas3bACHEHMWIO 3TON NPUBEPNKEHHOCTN Ka4eCTBY BO BCEV OPraHu3aLmvmn Npm 4eTKkoM nuaep-
CTBE BbICLUErO PYKOBOACTB3;

- BKMIOYaeT MOCTOAHHOE YNydlleHne, CBA3aHHOe C YA0BNeTBOpeHneM noTpebHOCTel n oxuaaHuin
notpebutenei n opyrmx 3amHTEPECOBaHHbLIX CTOPOH;

- athheKTUBHO CCHOPMYNMPOBAHA M YMENO AoBeAeHa A0 CBeAeHNs BCero nepcoHana.

Kak n apyrvie Buabl NONMTMKKW, OTHOCALLMECS K BU3HECY, MONUTUKY B 06NacTy kayecTBa cneayeT nepmo-
ANYeckn aHanM3npoBaThb.

Fmmmm e e e e e e e e e e e e -

5.4 NMnanupoBaHue

5.4.1 Lienu B o6nacTtu Ka4yecTBa B 0Opa3oBaTeflbHOM Y4peXaeHun

Llenn B o6nactu ka4yecTBa AOMKHbI ObITb U3MEPUMbI U MPUMEHNMBI K AEATENBHOCTU M NPOLIECCaM CUCTE-
Mbl MEHE)KMEHTA Ka4eCTBa M COrnacoBaHbl C NONMTUKON B 06nacTn kayecTsa 06pa3oBaTenbHOro yupexae-
HUS.

Llenu B 06nacTn kayecTBa HEO6X0AMMO UHTETPUPOBaTL B O6LLME Lienn 06pa3oBaTenNbHONO yUpeXxaeHus,
NONOXEHUA N MHCTPYKLMM 06CnyXuBatoLWmx (BCrnoMoraTenbHbiX) nogpasaenexnnin. Lienu B obnactu kavectea
DOMKHbI BKMIOYATb B CE0S KPUTEPUM /UMW NOKa3aTenNn Ka4eCcTBa BLINOMHEHNS paboT.

NUCO 9001:2000 CucteMbl MeHem)XMeHTa KauecTBa. TpeGoBaHua

5.4 MnaHupoBaHue

5.4.1 Llenu B o6nactu xayecTBa

Bhiclee pyKOBOACTBO OpraHn3aLmnm omKHO obecneumBaTb, YTO6bI Lieny B 06nacT KavecTea, BKNIO-
Yas Te, KOTopble HeoOXoAMMbI AN BbiNONHeHMNA TpeboBaHWM K npoaykumm [7.1 a)], Gbinn ycTaHOBNEHb! B
COOTBETCTBYIOLLMX NOAPA3AENEHNAX U HA COOTBETCTBYIOLLMX €€ YPOBHAX. Lienn B o6nacTv ka4ecTBa AOMKHbI
6blTb N3MEPUMBIMMW 1 COTNAacyeMbiMU C NONUTUKOM B 0BNacTn kayecTea.

NCO 9004:2000 CuctemMbl MeHeAXXMeHTa KayecTBa. PexoMeHAaUMM NO ynyylEeHMIO AeATerb- |

5.4 MnaHnupoBaHue

5.4.1 Lenn B obnactu kauecTBa
CrpaTernyeckoe NNaHNpoBaHMe N NONNTUKa B 0bnactu kavyecTsa 06ecnevnmBaloT OpraHn3aLmm OCHOBY
1 ANA NOCTaHOBKW Lienew B obnactn kadectsa. BbiclueMy pykoBOACTBY crneayeT paspaboTatb 3TW Lenm,
| HanpaBneHHble Ha yny'lleHne AeATenbHOCTN opraHn3auum. Lienn Heo6xoamMmo nsmepsTb, YTOGbI CNocob-
' CTBOBaTb pPe3ynbTaTMBHOMY U 3(pHEeKTMBHOMY aHann3y, NpOBOANMOMY PYKOBOACTBOM.

Mpwn paspaboTke 3TMX Lenen pyKOBOACTBO AOMKHO YYMTLIBATL:

- (hakTnyeckme n Gyaylime NOTPeBGHOCTN OpraHM3aLmn n 06CnyXKNBaeMbIX PbIHKOB;

- COOTBETCTBYIOLLME BbIBOAbI @HANM3a CO CTOPOHbI PYKOBOACTBA;

- thakTyeckue xapakTepruCcTMKM NPOAYKLUN 1 NoKasaTenu NpoLeccos;

- YPOBHW YAOBNETBOPEHHOCTN 38MHTEPECOBAHHBLIX CTOPOH;

- pe3ynbTaTbl CAMOOLIEHKM;

- CPaBHEHME C NYYLLUMMMN AOCTWKEHNAMM, pe3ynbTaTbl aHaNN3a KOHKYPEHTOB, BO3MOXHOCTMN ANS yny4-
LIEeHUS;

- pecypchbl, HeobxoanMble ANA AOCTUXKEHUS Lienewn.
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'
LleJ'IVI B 06nacTun ka4ecTBa He06X0ANMO NOBECTU 10 CBEAEHWNA paGOTHMKOB opraHn3auum Takmm Ccnoco- :

OM, KOTOPbIi 4aeT UM BO3MOXHOCTb Y4aCTBOBaTb B UX JOCTXKEHUMN. Cne,qye'r onpeaenutb OTBeTCTBeH-:
OCTb 33a pa3BepTbiBaHNe uenen B obnacTtu Kayecrsa. Ll,enm Hano cucremaTtuyeckn aHanusmpoBatb W,
epecMmaTpuBatb NO Mepe HeobxoanMocTu. !

JI O

5.4.2 MnaHnpoBaHue CUCTEMbl MEHEHKMEHTA KauecTBa B 0Gpa3oBaTesilbHOM YYPEeXAEHUN

MnaHvpoBaHne CUCTEMbI MEHEMKMEHTA Ka4YecTBa AOIMKHO BKINioYaThb B ce6A nnaHnpoBaHue aeatens-
HOCTU M PECYPCOB, HEOOXOANMbIX ANA AOCTUXEHUA Lienei 0b6pa3oBaTenbHOro yupexaeHua. na npumepos
Heobxoanmo obpawatbes k UCO 9004.

UCO 9001:2000 CucteMbl MeHeMXKMEHTa KauecTBa. TpeGoBaHuA

5.4.2 NnannpoBanne CO3naHNA N Pa3BUTUA CUCTEMbl MeHeA)KMEeHTa Ka4yecTBa

Boiclwee pykoBOoACTBO AOMKHO 06ecnevnBaTh:

a) NnaHnpoBaHwe CO3AaHUA U Pa3BUTUA CUCTEMbI MEHEXKMEHTA Ka4YeCTBa ANs BLINONHEHNA Tpe6GoBa-
HUWA, NpUBEAEHHbLIX B 4.1, a TalKke ANA AOCTWKEHUSA Lienein B 06nacTn KayecTea;

b) coxpaHeHne UeNnOCTHOCTU CUCTEMbI MEHEXKMEHTa KauyeCTBa NPy NNaHUPOBaHUN U BHEAPEHWUN B
HEee N3MEHEHNN.

NCO 9004:2000 CucteMbl MeHeMKMEHTa KauyecTBa. PekoMeHAaLMM No ynyuylleHuo geAaTenb- |
HOCTH

5.4.2 MnaHupoBaHMe KauecTBa

PykoBoACTBO AOMKHO B3ATL Ha Ce6A 0OTBETCTBEHHOCTb 3a NNaHWPOBAHUE KAUYECTBA NPOAYKLNN OPraHn- |
3aumn. 3T NNaHMPOBaHME crieflyeT HanpaBnTb Ha onpeaeneHne NPOLLeccoB, TpebyIoILMXCA ANA pe3ynbTa- |
TVMBHOIO 1 3(OHEKTUBHOTO AOCTKEHNA LIENeN U BLINOSHEHNA TPeBGOBaHNN K KAUECTBY, COOTBETCTBYIOLLMX |
cTpaTermm opraHnsaumn.

BxoaHbIMW AaHHBIMY ANA pe3ynbTaTMBHOIO U 3(peKTUBHOIO NNaHUPOBaHNA ABNAKOTCA:

- cTpaTerns opraHusauumy;

- onpeaeneHHble Lenv opraHn3auum;

- onpeaeneHHble NOTPEBHOCTU M OXUAAHWUA NOTPeBUTENen N APYrnx 3auHTEPECOBaHHLIX CTOPOH;

- OLleHKa 3aKOHOAATENbHbIX U APYIMX 06a3aTenbHbIX TPpeGoBaHwiA;

- OLleHKa AaHHbIX O XapaKTepucTrKax NpoayKuun;

- OLleHKa AaHHbIX O NOKa3aTenax NpoLeccoB;

- YPOKM, N3BrneYeHHble U3 NpeablayLLero onbITa;

- YKa3aHHble BO3MOXHOCTY ANA YNy4LleHUs;

- OLleHKa COOTBETCTBYIOLLUMX PUCKOB U IAHHBLIX 00 MX YMEHbLUEHUN.

BbixoaHble AaHHbIE MNAHMPOBaHWUA Ka4yecTBa NPOAYKLUMM ANS OpraHu3auvm onpeaensaior Npouecchbl
XM3HEHHOrO LMKNa NPOAYKLMN U BCNOMOraTenbHble NPoLEecChl, BKNiovaloLwwme:

- HeobxoouMbie Ans OPraHnM3aunmn HaBbiKU U 3HAHUS PabOTHUKOB;

- OTBETCTBEHHOCTb W MONHOMOYMNA ANA OCYLLECTBNEHUA NNAHOB YNYyYLIEHWSA NPOLLECCOB;

- HeoGX0auMbIE pecypchbl, Takne Kak (PMHAHCOBbIE pecypcbl U MHPACTPYKTYPa;

- COBOKYNHOCTb Noka3aTtenem ANA OUEeHKX yny4ylleHnsa AeATeNbHOCTN OpraHn3aumm;

- NOTPeGHOCTU B yNyylLEeHUW, BKNIOYasa cpeacTBa U MeToabl;

- NOTPeBHOCTM B AOKYMEHTALMW, BKNIOYASA 3aNnCK.

BbixoaHbIe AaHHbIE HEOOXOAMMO CUCTEMATMUYECKN aHANUM3NPOBaTb ANA obecneyeHns pe3ynbTaTuB-

5.5 OTBEeTCTBEHHOCTb, MOSIHOMOYNA U 06MeH uHdopMaumen

5.5.1 OTBeTCTBEHHOCTb M NOSIHOMOYMNA B O6Pa3OBaTENLHOM YUPEXACHNUMN

Bricwee pykoBoacTBO 06pa30BaTENBLHONO YHPEXASHNA AOMKHO ACHO ONWUCaTb OPraHM3aLMOHHYIO CTPYK-
Typy 06pa30BaTeNbHOrO yUpeXaeHns, OpMEHTUPYACH Ha NPOLLECChl, 06ecneynBaloLme pa3BuTUe M pasBepTbl-
BaHWe (CTPYKTYPUPOBaHME) CUCTEMbI MEeHe)KMEHTa KadecTsa. Boicliee pykoBOoACTBO 06pa3oBaTENbLHOMO
yypexxaeHns AOMKHO pacnpenenutb OTBETCTBEHHOCTb U AeNerMpoBaTh MONHOMOYUA NEPCOHAnY, BOBMEYEH-
HOMY B NPOLECCbI CUCTEMbl MEHE)KMEHTA Ka4ecTBa.
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UCO 9001:2000 CucreMbl MeHeA)KMEeHTa KauyecTBa. TpeGoBaHua
5.5 OTBeTCTBEHHOCTb, NOSTHOMOUYMA U 06MeH uHdopMaumen

5.5.1 OTBeTCTBEHHOCTb M MONIHOMOYMA
Beoicluee pykoBoACTBO AOMKHO oGecneymBaTh onpeaeneHne u AoBeAeHWE A0 CBEAEHUS NepcoHana
OpraHn3aummn OTBETCTBEHHOCTU M MOMHOMOYUIA.

UCO 9004:2000 CucteMbl MeHeA)KMEHTa KauecTBa. PekoMeHAaLumMm no ynyudlleHMIo AeATenb- |
HOCTH

5.5 OTBETCTBEHHOCTb, MOMTHOMOYMNA N OGMeH MH(popMaLnen

5.5.1 OTBeTCTBEHHOCTb M NOSIHOMOUMA

Boicluemy pykoBOACTBY crneayeT onpeaennTb U AI0BECTU 10 CBEEHUS NePCOHana OTBETCTBEHHOCTb U
MNONHOMOYMA C LENbIo BHEAPEHUA 1 noaaepxaHns B paboyeM coCToOHUM pe3ynbTaTUBHOW M 3hdpeKTUBHON
CUCTEMbl MeHEePKMEHTa KayecTsa.

Hapo HapenuTb OTBETCTBEHHOCTbLIO ¥ NONHOMOUYUAMU BCEX pabOTHVKOB OpraHn3aLvu, 3B UM BO3MOX-
HOCTb Y4aCcTBOBAaTb B AOCTWXEHUM Lienei B 06NacTn kavyecTBa 1 Co3aB YCIOBUS A5l UX BOBNEYEHUSA, MOTU-
BaLMN N NPUHATUSA UMW 00A3aTENbLCTB.

5.5.2 MpeacTaBuTENb PYKOBOACTBA B 06pa3oBaTeNLHOM YUPeXAEHUN

O6pa3zoBaTtesibHOe yupexaeHe AOMKHO Ha3HauUTbL NPEACTABUTENS (NpeacTaBuTenei) pyKOBOACTE],
OTBETCTBEHHOrO 3a BbINONHeHne TpebosaHui n ocHoBononarawwmx npuHumnos MCO 9001 Ha Hagnexalem
YPOBHE 1 BHEAPEeHWE PYKOBOAALLIMX NPMHLMNOB, U3MNOXEHHbIX B HACTOsALLEM cTaHaapTe. Mpeacrasutenb pyko-
BOACTBA JOMXKEH 3HaTb COAEPXKaHNe 3TUX CTaHAAPTOB U ObITb AOCTYMHbLIM AN OKa3aHUA NOMOLLM M KOHCYNbTa-
LIUM MO UX BHEAPEHWIO.

MUCO 9001:2000 Cucrembl MeHeMKMEHTa kayecTBa. TpeGoBaHuA

5.5.2 MpeacTaBuTENb PYKOBOACTBA

BbicLuee pykoBOACTBO AOMKHO HA3HAYUTL NPEACTaBUTENA U3 COCTaBA PYKOBOACTBA, KOTOPbI He3aBU-
CWMO OT ApYrmMx 0693aHHOCTEN AOMKEH HECTN OTBETCTBEHHOCTb M UMETb NONHOMOUMS, PAacNpPOCTPaHaLWme-
ce Ha:

a) obecneyeHue pa3paboTkun, BHEAPEHNS U NOAAEPKAHNA B paGoveM COCTOSHUM NpoLeccos, TpeGye-
MbIX CUCTEMOM MEHEeXKMEHTa KayecTBa;

b) npepcraBneHne OT4ETOB BbICLUEMY PYKOBOACTBY O (DYHKLMOHUPOBAHUN CUCTEMbI MEHEDXKMEHTA
KayecTBa M HEOOXOAMMOCTU YNyULLIEHUS;

C) copencTeme pacnpocTpaHeHnio MOHMMaHnA TpeboBaHui NoTpebuTeneit No BCein opraHn3aumn.

MpuMeyaHune—B OTBETCTBEHHOCTb NPEACTABUTENSA PYKOBOACTBA MOXET BbIThb BKNIOHYEHO noaaepkaHue
CBSI3M C BHELIHUMU CTOPOHAMM MO BOMPOCaM, KacaloLMMCs CUCTEMbI MeHeMKMEHTa KauecTsa.

' NCO 9004:2000 Cuctembl MeHeMKMeHTa kavecTBa. PekoMeHAaLMmM No ynyylleHnio AeATeNb-,
1 HOCTHN N
' 5.5.2 MNpepcTaBuTENb pyKOBOACTBA '
! BbicleMy pykoBOACTBY cneayeT HasHauuTb NPeacTaBUTEeNs PyKOBOACTBA M HAAENUTb €70 MONHOMOUM- |
' AMM AN5 yNpaBrneHns, NOCTOSHHOrO KOHTPOMS, OLEHKN U KOOPAVHALMM CUCTEMbl MEHEAXXMEHTa KavecTBa. !
! Takoe HasHayYeHWe NPU3BaHO COAENCTBOBATbL PE3yNbTaTUBHOM M adhcheKTNBHOI paGoTe M ynyuLLIeHNIo cucTe- !
! Mbl MEHEZKMeHTa kayecTea. [peacTaBuTenb NOAOTHETEH BbICLUEMY PYKOBOACTBY M NOAAEPKNBAET CBAM C !
1 NOTPEGUTENAMN U [PYIMMK  3aMHTEPECOBAHHBIMM CTOPOHAMK MO BOMPOCaM, KacaloWyMCs CUCTEMbI !
| MEHe/PKMEHTa KayecTea. ]

5.5.3 BHYTpeHHUI1 06MeH nHbopMaumnen B 06pa3oBaTeNibHOM yupexaeHumn
BbicLLee pykoBOACTBO 06pa30BaTENbHOr0 yHPEXASHNA AOMKHO 06eCNeUnTb Hannume NpoLeccoB oGme-
Ha nHpopMaLmen Kak BepPTUKanNbHO, Ha Pa3nnYHbIX YPOBHAX 06pa30BaTENbHOTO YUPEXAEHNS, TAK U TOPU3OH-
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TanbHO, 4epes B3aMMOaencTene no,qpas,qeneHmVl OOHOro ypoBHA, ANA COBMECTHOro MCnonb3oBaHWA
MHopMaLmMKM No BONpocam Pe3ynbTaTUBHOCTN CUCTEMbI MEHEXKMEHTA Ka4eCcTBa.

UCO 9001:2000 CucTeMbl MeHeAXXMeHTa KavyecTBa. TpeGoBaHuA

5.5.3 BHyTpeHHUI 06MeH nHdopmaumnen
Bblicllee pykOBOACTBO AOMKHO obecnevnBaTh pa3paboTky B OpraHn3aLmmM COOTBETCTBYIOUMX NPOLEC-
coB 06MeHa MHhopmaLmen, B TOM YMCNE NO BONPOCaM pe3yNbTaTUBHOCTM CUCTEMbI MEHEAXKMEHTA KaYeCcTBa.

MCO 9004:2000 CucTteMbl MeHeaKMeHTa KayecTBa. PekomeHaauMm No yny4lleHMIO AeATeNb-
HOCTH

-
1

1

1

'

1

! 5.5.3 BHyTpeHHUN 06MeH uHdopMmaLmen

! PyKoBOACTBO OpraHn3aLumn AOMKHO onpeaesnvTb U BHEAPWUTL Pe3yNbTaTUBHLIN U 3dEKTUBHLIN NPO- :
' iecc 06MeHa nHgopMaLmer No BONpocaM NONUTUKN B 06NacTy ka4yecTBa, TpeboBaHni, Lenen nmnx AocTuke- !
1 HuA. OBecnedeHne Takon MHopMmaumeit MOXeT MOMOYb B YNYYLIEHWN OEATENbHOCTU OPraHn3aunm w
1 - ]
1 HEMOCPEACTBEHHO BOBMEKAET ee paboTHUKOB B AOCTMXKEHWE Lienen B 06nacTu kayecTsa. PykoBoacTsy cne-
i)
1

1

1

1

1

1

:

1

1

1

1

1

1

YeT aKTMBHO NOOLLPATL 0BPaTHYIO CBA3b U NOMyYeHne MHOPMaLMN OT PaBGOTHUKOB OPraHM3aumm Kak |
CpeacTBa MX BOBNEYEHUS.
O6MeH MHopMaLMEn MOXET, Hanpumep, BKNIOYaTb!
- MHOPMMPOBaHME, NPOBOANUMOE PYKOBOACTBOM Ha pabGoumnx yyacTkax;
- rpynnoBble GprdoMHIM 1 apyrve COBELLaHUA, HanpUMep MO NPU3HAHNIO AOCTUXKEHUI;
- MCNONb30BaHNE AOCOK OGBABNEHUI, BHYTPEHHUX ra3eT/kKypHanos;
- ayavo-, BUAEO- U ANEKTPOHHbIE CPEeACTBa, Takue KaK dNEKTPOHHAA NoYyTa n web-caiiTbl;
- 0630pbl, NOAFOTOBAEHHBIE PAGOTHUKAMK, U HArNAAHO NPEACTABEHHbIE NPEeANOXEHUS.

5.6 AHanus co CTOpPOHbI pykoBoACTBa B cdepe o6pa3oBaHma

5.6.1 OOwmne nonoxexna

BbicLuee pykoBOACTBO 06pa30BaTENbHOMO YUPEXKAEHMA AOMKHO aHANU3UPOBATL CUCTEMY MEHEAKMEH-
Ta Ka4yeCcTBa Yepes 3annaHMpoBaHHbIe MHTEPBanbl BpeMeHW, B COOTBETCTBUM ¢ NOTpebHOCTAMM 0Gpa3oBa-
TENLHOIO YUYpEeXaeHUs, ANS OLEHKU pe3ynbTaTUBHOCTU BbINONHEHUA TpeGoBaHUi M Nokasarenein CUCTEMbI
MeHeMKMeHTa KayecTBa M pa3paboTaTb NpeaynpexaatoLme 1 KOppeKTUpYIoLLMe AeCTBIA ANA MASHTUDULN-
POBaHHbLIX MNW NOTEHLMANbHBIX HECOOTBETCTBUIA.

AHanm3 cUCTeMbl MEHE[KMEHTa Ka4yeCTBa JOMKEH BKMIOYaThb B ce65 3annaHMpoBaHHbIN Nepruoanyeckuin
aHanm3 cUcTeMbl 06yYeHMNs, OCHOBHBIX M BCIIOMOTaTenNbHbIX MPOLECCOB, YAOBNETBOPEHHOCTH NOTPeGuTEnei,
KpUTEPUEB OLIEHKMN, Pe3YNbTATOB OLIEHKN M 3anncei O NPEANPUHATLIX AEUCTBUAX MO YNYULLEHUIO. DTOT nepe-
YeHb He ABNAETCS HU UCHEPMbIBAIOLLIUM, HU NPeANUCHIBAIOLLIMM. 3anvcy 06 aHanm3e Co CTOPOHbI PYKOBOACTBa
NOMXKHb! GbITb COXPaHEHI.

MUCO 9001:2000 CucteMbl MeHeKMEeHTa xauecTBa. TpeGoBaHua
5.6 AHanu3 co CTOPOHbLI PYKOBOACTBA

5.6.1 O6wme nonoxeHua

Bbicluee PYKOBOACTBO AOMKHO aHaNU3npoBaTh Hepes 3annaHnpoBaHHbIE UHTEPBarbl CUCTEMY MEHE K-
MEHTa Ka4eCTBa opraHn3auuum Cc uenbio obecneyeHns ee NOCTOAHHOMN npurogHoCTHU, aAeKBaTtHOCTU U pe3ynb-
TaTUBHOCTU. B aHanu3 cnelyeT BKNIOYaTh OLEHKY BO3MOXHOCTEM YNy4LLEeHNA U NOTPEOHOCTN B U3MEHEHNAX
B CUCTEME MEHEIXKMEHTA KauecTBa OpraHu3aLvm, B TOM YMCIe B NOMUTHKE M Liensx B 06nacTv kayecTea.

3anuncy 06 aHann3e co CTOPOHbI PYKOBOACTBA AOMKHbI NOAAEPKMBATLCA B paboyeM cocToaHnmn (4.2.4).

MCO 9004:2000 CucTemMbl MeHe)KMeHTa KauyecTBa. PexoMmeHaauumn no ynyudlieHno geatenb-,

5.6.1 O6wume nonoxeHmn
BbicLueMy pykoBOACTBY HEO6XOAMMO PacnpOCTPaHUTL aHanu3 co CTOPOHbLI PYKOBOACTBA 3a Npeaensl

1

1

1

|

1

! 5.6 AHanu3 co CTOpOHbLI PYKOBOACTBA

1

i

| BEPUHMKALINN PE3YNbTATUBHOCTU M 3th(DEKTUBHOCTM CUCTEMbI MEHEIKMEHTA Ka4eCTBa N NPeBpaTUTL 3TOT
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1 I
| aHanu3 B NPOLIECC, OXBATLIBAIOLLMI BCIO OPraHM3aLmio, KOTOPbLIN Takke oLeHUBaeT 3P (PEeKTMBHOCTL CUCTE- |
! Mbl. AHANK13 CO CTOPOHLI PYKOBOACTBA CneayeT NpespaTnThb B TPMOYHY N0 06MEeHY HOBbIMU MAEAMU CO CTUMY- |
' IMPOBaHHLIM NMMAEPCTBOM BbICLLETO PYKOBOACTBA, OTKPLITON ANCKYCCUEN U OLLEHKON BXOAHBIX AaHHbIX. !
Ans nobasneHns LEHHOCTV OpraHM3aLmm No pesynbTaTtam aHanmnsa co CTOPOHbI PYKOBOACTBA BhiCLUe- !
| My PYKOBOACTBY HAA0 YNpaBnsiTb OCYLLECTBNEHNEM NPOLECCOB XM3HEHHOTO LIMKNa NPOAYKLMUW 1 BCOMOra- !
. TenbHbIX NPOLIECCOB NOCPEACTBOM CUCTEMATUHECKOTO aHanN3a, OCHOBAHHOTO Ha NPMHLMNAX MEHEKMEHTa !
: KavecTBa. HacToTa aHanu3a ycTaHaBnN1BaeTCs MCX0ASA U3 NOTPeBGHOCTM opraHn3aumn. BxogHble AaHHble |<|
| MpoLieccy aHanmsa HEOGX0ANMO NPe0BPa3oBaTh B BLIXOMHBIE JaHHbIE, OXBATLIBAIOLLME HE TOMBKO Pe3ynbTa- i
| TUBHOCTb 1 3¢hheKTUBHOCTL CUCTEMbI MEHeXKMEeHTa kauecTBa. PesynbTaTbl aHanu3a NpeaocTapnsioT AaH- i
| Hble, KOTOpbI€ UCMOMNb3YIOT NPV NNAHMPOBAHWM YyYLLEHNA AEATENbHOCTY OPraHn3aLnm. i

5.6.2 BxopgHble AaHHble ANA aHanNu3a B 06pa3oBaTeNnbHOM yupexaeHun

BxoaHble AaHHblE AN OLEHKU pe3ynbTaTUBHOCTU CUCTEMbI MEHEXKMEHTA Ka4€CTBa A0MKHbI ObITh MOMNY-
YeHbl Ha OCHOBE MH(DOpPMaLMK 06 0By4atoLLMXCS /MW NOTPeBUTENAX N MOTYT, HanNpUMep, BKNioYaTb B ce68:

- CPaBHUTENbHLIN aHanu3 o6y4yeHns B JaHHOM OGpa3soBaTenbHOM yyYpexaeHun n obyyYeHns B opyrux
06paszoBaTenbHbIX YYpeXaeHUaX, Hanpumep Ha OCHOBE BEHYMAPKUHTa;

- HabnaeHWe 3a KapbepHbIM POCTOM BbIMYCKHUKOB;

- NpeanoXeHnsa 06 ynyylleHnaxX Unn N3MeHeHUsIX.

MUCO 9001:2000 CucteMbl MeHeAXXMeHTa kavyecTBa. TpeGoBaHuA

5.6.2 BxopgHble gaHHble gnAa aHanusa

BxoaHble faHHblEe NS aHanM3a co CTOPOHbI PYKOBOACTBA AOMKHbI BKNOYAThL CNeayoLwyio nHpopma-
umto:

a) pesynbTaThl ayauToB (NPOBEPOK);

b) obpaTHyto cBS3b OT NOTpebuTenen;

C) hYHKUMOHMPOBaHUE NPOLECCOB U COOTBETCTBME NPOAYKLMN;

d) craTyc npeaynpexaalowmx u KOpPekTMpPYIoWNX AENCTBUIA;

€) nocneayolme AeNCTBUS, BblTEKaloLMe U3 NpeablayLwero aHansa co CTOpPOHbI PYKOBOACTBA;

f) nameHeHus, kKoTopble MOrnM Obl NOBMUSATL HA CUCTEMY MEHEAXKMEHTA Ka4ecTBa;

g) peKoMeHaaLmmn no yny4LeHuio.

MCO 9004:2000 CucTteMbl MeHemKMeHTa KavyecTBa. PekomeHaaumm no ynyyweHUIo AeaTenb-
HOCTH

5.6.2 BxogHble paHHble ANA aHanusa

BxoaHble AaHHble K OLEeHKe pe3yNbTaTMBHOCTN N 3(PEKTUBHOCTU CUCTEMbI MEHEXKMEHTA KayecTBa
YUYUTBLIBAIOT MHTEpPECHl NOTpebuTenel n Apyrnx 3aMHTEPECOBaHHbIX CTOPOH U coaepXar:

- CTaTyC U pe3ynbTaThl JOCTMXKEHNS LUenen B 06NacTv KayecTBa N AEATENBHOCTU NO YNYULLEHUIO;

- CTaTyCNyHKTOB, N0 KOTOPbIM Tpeb6oBanuch AeNCTBUSA Ha OCHOBE aHanNM3a Co CTOPOHbI PYKOBOACTBA;

- pe3ynbTaThl ayaAUTOB (NPOBEPOK) N CAMOOLLEHKN OPraHn3auumu;

- 06paTHyI0 cBA3b 06 yAOBNETBOPEHHOCTUN 3aMHTEPECOBAHHbIX CTOPOH, BO3MOXHO AaXe A0 MOMEHTa
nx yyqactusa,

- (haKkTOpbl, CBA3AHHbIE C PLIHKOM (TEXHOMNOMMK, UCCNEenoBaHNA U pa3paboTkn, AEATENLHOCTb KOHKY-
peHToB 1 T.N.);

- pe3ynbTaTbl CPaBHEHUA C NYYLUMMWN OOCTWKEHNAMM;

- cBeaeHus o paboTe NOCTaBLUMKOB;

- HOBbl€ BO3MOXHOCTW YNY4LLEHUS;

- yNpaBneHne HeCOOTBETCTBUAMMN NPOLLECCOB U NPOAYKLNK;

- OLLEHKY pbIHKa U CTpaTerunio;

- CTaTyC AeATeNnbHOCTU NO CTPaTerMyeckoMy NapTHEpPCTBY;

- (PMHAHCOBbIE PE3YNbTaThl AEATENBHOCTU, CBA3AHHON C KAYECTBOM;

- Apyrne pakTopbl, KOTOPbLIE MOTFYT BO3AEMCTBOBATL Ha OPraHN3aumio, Takue Kak (oMHaHCOBbIE, COLM-
anbHble UMM 3KOMNOrMYeckne YCNoBUA U COOTBETCTBYIOLLME M3MEHEHWNA 3aKOHOB M PErNaMeHTOB.

5.6.3 BbixogHble gaHHble aHaNM3a B 06pa3oBaTeNnbLHOM yUYpeXxaeHun
BbixoAHble AaHHble aHann3a CUCTEMbl MEHEAXXMEHTa KayecTBa CO CTOPOHbl BbICLIErO PYKOBOACTBA
06pa3oBaTENLHONO YYPEXAEHUA AOMKHBLI BKNIOYATL B ce6A:
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- YCTaHOBMEHWe NoKasaTernei yny4dlieHms npoLeccoB 0GpasoBaTenibHOro y4pexaeHus, HanpuMep npo-
Liecca MoBbILEHWUA KBanuukaumm npenogaeareneil;

- NepecMOTP UMM NpoBeAeHNE KOPPEKTMPOBKU MaHa oGy4YeHus, CoaepKaHna KypcoB Npyu BHECEHUN
N3MEHEHMI B YHeBHVK NN MHTEPaKTMBHYIO OBY4aIoLLYIO NPOrpamMMy.

UCO 9001:2000 CucteMbl MeHem)XMeHTa KauecTBa. TpeGoBaHua

5.6.3 BbixogHble AaHHble aHanNuM3a

BbixoaHble AaHHbIE aHany3a Co CTOPOHbLI PYKOBOACTBA AOMKHbI BKMIOYATb BCE PELLEHUs U AeNCTBUS,
OTHOCSALLMECS K:

a) MOBBbILLEHUNIO Pe3yNbTaTMBHOCTN CUCTEMbI MEHEXKMEHTA Ka4eCcTBa U €€ NPOLECCOoB;

b) ynydweHnio npoaykummn cornacHo TpeboBaHnAM noTpedutenei;

c) notpebHOCTM B pecypcax.

MUCO 9004:2000 CuctemMbl MeHeMKMEHTa KayecTBa. PekoMeHaauMmn No ynyyleHmio geAatenb- |
HOCTH !
5.6.3 BbIxogHble AaHHble aHanNM3a E
Mpy pacnpocTpaHeHUN aHanM3a co CTOPOHLI PYKOBOACTBA Ha BOMPOCHI, BbIXOAALLME 3a Npeaerbl Bepu- i
| rKaLMM CUCTEMbI MEHEKMEHTA Ka4eCTBa, pe3ynbTaTbl TAKOro aHann3a MoryT UCMONb30BAaTLCS BbICLUINM !
| PYKOBOACTBOM B Ka4€CTBE BXOAHBIX JaHHbIX NS MPOLECCOB YAyulLeHNs. BbiCwwee pyKOBOACTBO MOXeET Npu- !
| MEHSATb 3TOT NPOLIECC aHaNM3a kak MOLLHOE CPEACTBO MNPy ONpeaeneHn BOSMOXHOCTEN ynyuylueHna aes- !
| TENBHOCTN OpraHn3aLmn. Mpadnk NPpoBeAeHNA aHanm3oB CNOCOGCTBYET CBOEBPEMEHHOMY 0BecneyeHmIo !
| A3HHLIMU ANA CTPATErMYEcKoro NNaHUpoBaHMs B opraHnaaumum. OToGpaHHble BLIXOAHLIE AaHHblE cneayeT !

| PYKOBOACTBA BefleT K NOCTaHOBKe HOBLIX Lieneli, KOTOphie MPUHECYT BLIFoAY OpraHu3aLmi.

: JononHnTenbHble BbIXOAHbIE AaHHbIE ANSA NOBbLIWEHNA 3EKTUBHOCTU BKIIOYAIOT, Hanpumep:

: - Lienu, KacalLwmnecs XapakTepucTrK NpoayKLumm n nokasaTtenen NpoLeccos;

i - Llenu ynyyleHns AeaTenbHOCTN OpraHn3aumm;

! - OLieHKY NPUroOAHOCTM OPraHN3aLMOHHOW CTPYKTYPbl U PecypcoB;

! - CTPaTErnio M MHMLMATKBbI N0 MaPKETUHIY, NPOAYKLMM M yAOBNETBOPEHHOCTU NOTpebuTenen n Apyrux
| 3aHTEPECOBaHHbIX CTOPOH;

! - COKpaLLieHWe MOoTePb U NNaHbl CHMKEHNA NAeHTU(PULNPOBAHHbLIX PUCKOB;

! - MHChOPMALWIO N0 CTPaTerndeckomy nnaHMpoBaHuio ByayLumx noTpebHocTeN opraHm3aumm.

: Heo6xoanmo nmeTb OCTATOMHO 3anucer Ans obecneveHna NPOCNeXXnBaeMocTy n obneryeHns oueH-
| KN caMoro npoLiecca aHanm3a co CTOPOHbI PYKOBOACTBA, YTOOb! y6eaNTLCA B €70 NOCTOAHHOMN 3¢hheKTUBHOC-
| T 1 B 4OGaBNeHNN LLeHHOCTU OpraHu3aumm.

1

6 MeHemXmeHT pecypcoB

6.1 ObBecneyeHune pecypcamu B o6pa3oBaTennbHOM YYpeXaeHUn

O6paszoBaTtenbHoe y4pexaeHe OMKHO MAEHTUULMPOBaTL NOTPEBGHOCTU B pecypcax, HE0OXOAUMbIX
Ansa hYHKLUMOHMPOBaHUA NpoLeccoB 06y4eHns. O6pa3oBaTenbHOE yupexaeHve AOMKHO 06ecneunTb 4OCTyN-
HOCTb PecypCcoB ANS pe3ynbTaTUBHOIO (OYHKLMOHUPOBAHUSA CUCTEMbI MEHEXKMEHTA KaYECTBa M NOBbILLEHMA
YAOBMNEeTBOPEHHOCTM NOTPebUTENSA NYyTEM BhINONHEHN:A NX TpeGoBaHuin. Obpa3oBaTenbHOE yYpexaeHne oon-
KHO:

a) yCcTaHOBWTb BXOAHblE AaHHble ANS onpeaeneHna noTpebHocTel B pecypcax;

b) nnaHnpoBaTb pecypchbl Ha KPaTKo-, cpeaHe- 1 AONFOCPOYHbIV Nepuoabl;

C) OCYLLECTBNATL KOHTPOMb UCMONHEHNS 33AaHWI NO OLEHKE U BEpUMKALUMK;

d) obecneunTb pecypchbl ANA pesynbTaTMBHOrO 06MeHa nHopMaumen Mexay npoeccopcko-Npeno-
AaBaTeNnbCKUM COCTABOM, LUTATOM agMUHUCTPATMBHBLIX COTPYAHUKOB, CRyXalluMmn 1 notTpedutensamm.
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NCO 9001:2000 CucTtembl MeHemKMeHTa kauecTBa. Tpe6GoBaHuA
6 MeHemKMEHT pecypcoB
6.1 O6ecneueHune pecypcamm

OpraHu3auma nomkHa onpenenute U o6ecneunBaTb pecypchbl, TpebyeMble ana:

a) BHeaApeHMA U noaaepXaHWa B paboyYeM COCTOSIHUM CMCTEMbl MEHEMKMEHTa KayecTea, a Takke
MOCTOAHHOTO MOBbLILEHNA €€ Pe3yNbTaTMBHOCTY;

b) noBbllLeHW YAOBNETBOPEHHOCTHU NOTPeBuTENEn NyTEM BLINONMHEHUS UX TPEGOBaHWIA.

MCO 9004:2000 CucrteMbl MeHeAXMeHTa KauecTBa. PexomeHaaumMm no ynyudlleHnio geatenb- |
HOCTH

6 MeHemXMeHT pecypcoB
6.1 O6wume pekomeHaaLUN

6.1.1 BBeaeHue
Bbiclwlee pykoBOACTBO AOMKHO onpeaenutb N o6ecnedrBaTb HanMune pecypcos, HEOGXoaAMMBIX AnS |
OCYLLECTBNEHNA CTPATEMMN U OCTMXKEHNA Lienew opraHnsaLmm. OHU BKMIOYAIOT pecypcbl AN (oyHKLMOHNPO- |
BaHWUA U yNy4LLIEHNA CUCTEMbl MEHEAXXMEHTA Ka4eCTBa, a Takke YA0BNETBOPEHNUA NOTpebuTenen n Apyrmx !

1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
|
1
E HyI0 cpeay, MHhopMaLMIo, MOCTaBLLMKOB U NapTHEPOB, NPUPOAHBLIE N (DUHAHCOBbIE PECYPChI. E
' 6.1.2 Bonpochl, KoTOpble AOMKHBLI MPUHUMATLCA BO BHUMaHUe '
E [na ynydweHdns neatenbHOCTN OpraHn3aumm HeobXxoaMmMo pacCMOTPETh BCE BONPOCHI, KAcaloLLMECH E
1 pecypcoB, Hanpumep: '
: - pesynbTaTMBHOE, 3(h(HEKTUBHOE N CBOEBPEMEHHOE MPEeaoCTABNEHNE PECyPCOB C YHETOM BO3MOX- |
| HOCTEIN N OrpaHUYeHI; '
, - MaTepuanbHble PECYPChI, TakMe KaK YCOBEPLUEHCTBOBaHHbIE MPON3BOACTBEHHbIE W BCMIOMOraTerb- |
| Hble cpencTsa; i
! - HemaTtepuarnbHble Pecypcbl, TaKWe Kak MHTeNnNeKTyanbHaa cCOOCTBEHHOCTD; ,
! - pecypcbl U MEXaHU3Mbl, COAENCTBYIOLME MHHOBALMOHHBIM NOCTOAHHBLIM YINYYLLEHUSM; !
! - OPraHn3auMoHHbIE CTPYKTYPbI, BKNIOYanA CNyxObl, yA0BNETBOPAIOLIME NOTPEOHOCTN MEHEAKMEHTA !
| IPOEKTa M MaTPUYHOTO NOAXOAA; !
: - MEHEXXMEHT MH(pOPMaLK N TEXHONOTUW; !
' - NOBbILLEHWE KOMMETEHLMN NOCPEACTBOM LieneHanpaBneHHON noaroToBkn, ob6pa3oBaHus u oﬁyqe-:
1+ HUS; 1
E - pa3BuTHE HABbLIKOB U Npodunen nuaepcTea aAna dbyaylmx MeHeaXXepoB OpraHn3aLmy; i
' - UCMOMb30BaHNE NMPUPOAHLIX PECYPCOB M UX BO3AENCTBUE Ha OKPYXaIOLLYIO Cpeay; '
: - NnaHMpoBaHue noTpebHOCTeN B pecypcax Ha Gyayluee. i
1 1

6.2 YenoBeueckue pecypcbl B 06pa3oBaTesibHOM yupexaeHuun

6.2.1 OOwume NonoxeHnA

O6paszoBaTtenbHOe yupexaeHue A0MmMKHO NNaHUPOoBaTb CUCTEMY YNpaBreHNa NePCOHaNoM aAns noaaep-
XaHusa NpoueccoB 06y4EeHNA N NOBbLILLEHNSE KOMMETEHTHOCTUM OCHOBHOIO M BCMIOMOraTeNbHOMO NepcoHana.

YpoBEeHb KOMNETEHTHOCTN O6Pa30BaTENLHONO YUPEXKAEHMA NOANEPKUBAIOT, HANPUMEP, ¢ NOMOLLbIO:

- COBEpLUEHCTBOBaHNA y4e€OHbIX NNaHOB B COOTBETCTBUN C HAYYHBIMW N TEXHONOMMYECKUMUN U3MEHEHUAMM;

- OLEHKN AOCTUXEHUI 0BY4aIOLLMXCA U Pe3ynNbTaTUBHOCTN 06pa3oBaTENLHONO YYPEXAEHUA, OCHOBAH-
HOWM Ha BLINOAHEHNMN NOCTaBNEHHbIX 0GpPa3oBaTenbHbIX Lenewn;

- NOBbLILEHUA KOMMNETEHTHOCTU NepcoHana (HanpuMep, NPogeccopcko-NpenoaAaBaTenbckoro CocTasa),
Heo6XxoaMMoNn ANS BLINONHEHUA MX (PYHKLMOHANbHbLIX 06S93aHHOCTEN.

MoTpebutenn aomxHbI ObITb YBEPEHbI, YTO 0OpasoBaTenbHOE yUpexXaeHne MMeeT KBanmuLMpoBaHHbIN
npenopasBaTenbckuii M y4ebHO-BcnomoraTenbHbIin NepcoHan, crnocobHbIi yAoBNeTBOPATL TpeGoBaHmsA obyya-
IOLWNXCA K NpoLieccy obyyeHuns. Keanudmkaumsa MoxeT GbiTh onpeaeneHa Ha OCHOBE Hanuynsa akageMNYeckmnx
cTeneHeMn, onbiTa paboThl, CBUAETENLCTB M YAOCTOBEPEHMIN O NOATOTOBKE M NEPEenoAroToBKE, CTAXMPOBOK Ha
NPON3BOACTBE, KOTOPbIE AOMKHbI ObITb YACTbIO 3aMMCEN O KaYecTBe.
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UCO 9001:2000 CucreMbl MeHep)XKMeHTa KauecTBa. TpeGoBaHua
6.2 Yenomeueckue pecypchbl

6.2.1 O6wme NnonoxeHnA
MepcoHan, BLINOAHAIOWMWIA paboTy, BIUAIOLLMM HA KAYECTBO NPOAYKLUW, AOMKEH ObiTb KOMNETEHTHLIM
Ha OCHOBE COOTBETCTBYIOLEr0o 06pasoBaHus, NOArOTOBKW, HABLIKOB M ONbITA.

NCO 9004:2000 CucTeMbl MeHeKMEHTa KayecTBa. PexomeHaauum no ynyyuweHmio geatenb- |
HOCTH

6.2 PaGoTHMKkM

6.2.1 BoBneyeHne paboTHuxoB

PykoBoACTBY cneayeT ynyylunTb pe3ynbTaTMBHOCTL M 3(O(PEKTUBHOCTL OpPraHn3aummn, B TOM Y1Cne
CHUCTEMY MEHEe)KMEHTAa KayecTBa, Yepes BoBreveHne paboTHMKOB 1 UX NOAAEPXKKY.

B kayecTBe NOMOLWN B AOCTWKEHUU Lienen yny4lleHUs CBoen AeATENbHOCTU OpraHn3aumm Heobxoam-
MO NOOLLPATL BOBMEYEHUE U pa3BnUTHE CBOUX PabOTHMKOB NOCPECTBOM:

- NNaHNpoBaHuA 06ecnevYeHns NOCTOSAHHOW NOATOTOBKN M Kapbepbl;

- onpeaeneHna OTBETCTBEHHOCTU M MNOMHOMOYMI NepcoHana;

- pa3paboTkn MHANBUAYANLHLIX U FPYNNOBLIX Lienei, MEHEAXXMEHTA BbINONHEHNA NPOLLECCA N OLEHN-
BaHWA pe3ynbTaTos;

- COAENCTBNA BOBNEYEHNIO PaGOTHUKOB NPU NOCTAHOBKE Lienen 1 NPUHATUN PELLEHWUN;

- MPU3HAHNA U BO3HArpaxaeHus;

- COAENCTBUA OTKPLITOMY, AABYCTOPOHHEMY OBMeHy MHbopMaLmen;

- NOCTOAHHOTO aHanNn3a NoTpebHocTelr CBOUX PaboOTHUKOB;

- CO30aHNA YCNOBUIA, NOOLPAIOLLIMX HOBOBBEAEHUS;

- obecneveHuns adphekTMBHON rpynnoBom paboThl;

- NIHPOPMMPOBAHNA O NPEONOKEHUSAX U MHEHUSX;

- UCMONb30BAHUSA U3MEPEHNIN CTENEHN YAOBNETBOPEHHOCTN PaGOTHUKOB;,

- BbISCHEHUS NPUYMH NPUX0Aa PaBGOTHMKOB B OPraHn3aumio n X yBONbHEHUA.

6.2.2 KoMneTeHTHOCTb, OCBEAOMIMEHHOCTL U NOATOTOBKA B 00pa3oBaTeNbHOM YYpPeXAeHUN

Bbicllee pykoBOACTBO AOMKHO oBecneymTb OCHOBHOWM ODyvalowmini 1 BCnomoraTenbHblli mepcoHan
MHOpMaLmet OTHOCUTENBHO TOFO, KaK MX KOMMETEHTHOCTb, OCBEAOMIEHHOCTb U NMOArOTOBKa CBA3aHbl C UX
OTBETCTBEHHOCTbIO, MOMTHOMOUYUAMM, aKaAEMUYECKUMMN N 8AMUHNCTPATUBHBLIMW AEACTBUAMM.

OGpasoBaTtenbHOe yupexxaeHne ONKHo:

- BECTM CUCTEMATUHECKYI0 AEATENBbHOCTL NO onpeaeneHmnio NoTpebHOCTN B KOMNETEHTHOCTU NepCcoHana
nyTeM cpaBHeHUa TpeBoBaHMIi y4eBHbIX NNAHOB C TEKYLLEN KOMNETEHTHOCTLIO NepPCoHana;

- onpenenaTb NOTPebHOCTb B 06y4eHUM nepcoHana unu nobon apyron AesTenbHOCTW, HanpaBneHHOM
Ha ycTpaHeHue noboro HegocTaTka KOMNETEHTHOCTY;

- obecneunBaTh paboTy NpenogaBaTene NPy HaNUYMN akTyanu3MPOBaHHbLIX KPUTEPUEB OLLEHKY;

- BECTM y4eT akagemMun4eckorm u agMUHNCTPaTVMBHOWM KOMNETEHTHOCTU LiTaTa COTPyaHuKoB (CM. 4.2.4
MCO 9001:2000).

3anuncu AonxXHbI oOTpaxarb Nepuoanyeckuin aHanma noTpeGHOCTEN B 0OYYEHUN 1 ero pe3ynbTaThl.

MCO 9001:2000 Cuctembl MeHemKMeHTa kauecTBa. TpeGoBaHua

6.2.2 KomneTeHTHOCTb, OCBEAOMMEHHOCTb U NOArOoTOBKA

OpraHnsaums gomnxkHa:

a) onpeaenaTb He06X0AMMYIO KOMNETEHTHOCTL NEPCOHANA, BLIMONHALWETO PaboTy, KOTOPasa BNUseT
Ha Ka4eCTBO MPOAYKLMMK;

b) obecneunBaTh NOArOTOBKY UNK NPEANPUHUMATHL ApPYIve AENCTBUSA C LENbIO YAOBNETBOPEHNUS 3TUX
notpeGHoCTEN;

C) OLeHVBaTb pe3ynbTaTUBHOCTbL NPeANPUHATBLIX Mep;

d) obecneynBaTb OCBEAOMMNEHHOCTb CBOErO NepcoHana 06 akTyanbHOCTUN M BaXXHOCTU ero AeATeNb-
HOCTU 1 BKNaAe B AOCTWXEHME Lienen B 06nacTn KayecTsa;

e) nopaepXvBaTb B paboyeM COCTOSIHUM COOTBETCTBYIOLME 3anncy 06 o6Gpa3oBaHuK, NOATOTOBKE,
HaBblKax 1 onbiTe (4.2.4).
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MCO 9004:2000 CucTeMbl MeHeMKMEHTa KaYecTBa. PexomeHaaLMM No ynydleHnio geaTenb-
HOCTHU

6.2.2 KoMneTeHTHOCTb, OCBEAOMIIEHHOCTb U NOAroTOBKa
6.2.2.1 KoMneTeHTHOCTb
PykoBoacTBy cneayeT y6eamTbCA B HANMYMN KOMNETEHTHOCTH, TPebyIoLLenca AnA pe3ynbTaTUBHON U !
' 9(hpeKTMBHOM paboTbl opraHusaumn. ATO0 AOCTUrAeTCA Ha OCHOBE aHanmsa (hakTUHeCcKnx o»mnaeMblx-
- I'IOTpe6HOCTeVI B KOMMETEHTHOCTU B CPABHEHWN C YXE& WUMEIOLENCA KOMMNETEHTHOCTbIO pa6on-|m<os
opraHusaumn.
B ocHoBe coobpaxeHuit No noBoay NoTpeGHOCTEN B KOMNETEHTHOCTU NeXar:
- 6yaywne TpeboBaHMA, CBA3aHHbIE CO CTPATErMYEeCKUMM N ONepPaTBHLIMWN NAAHAMKU U LLENAMMK;
- OXnAaeMbl MEHeMKMEHT U NOTPeBHOCTb NOCNeaoBaTenbHOro NpUMeHeHNa paboyen cunbl;
- N3MEHEeHNs B MpoLieccax opraHnsaumm, cpeacrsax u 06opyaoBaHum;
- OLeHMBaHVE KOMMETEHTHOCTM OTAENbHBLIX PaGOTHUKOB ANA BLINONHEHUS ONpeAeneHHbIX BUAOB Aes-
TENbHOCTY;
- 3aKoHOpaTenbHble U Apyrme 06a3aTenbHble TPeOGOoBaHNA N CTaHAAPTLI, BIMAIOLLME Ha OPraHU3aLmIo n
€€ 3aNHTEPECOBaHHbIE CTOPOHbI.
6.2.2.2 OcBeaoMneHHOCTb U NOAroTOBKA
Mpn nnaHvpoeaHun noTpebHoCcTen B 06y4eHnn n NOAroToBkM PpaboTHNKOB HEO6GXOANMO YUUTLIBATL
N3MeHeHWs], BbI3BaHHblE XapaKTepoM NMPOLECCOB, KyNbTYPOW OPraHn3aLmm U CTeneHbio NoAroTOBNeHHOCTU
paboTHUKOB.
BoopyxeHne paboTHMKOB 3HAHMAMM, NPUOBPETEHNE MMM HABLIKOB U OMbITa NPECNeAyYIoT Lienb NoBbl-
LLEHNS NX KOMMETEHTHOCTH.
B xone 06y4eHns 1 NOAroTOBKM NOAYEPKMBAETCA BaXXHOCTb BLINONHEHUS TpeGoBaHuin, NoTpe6GHOCTEN
N OXMAaHNIA NoTpebuTenen n Apyrmx sauHTEpeCcoBaHHbIX CTOPOH. MoaroToBka Takke BKNIOYaeT OCO3HaHUe
nocneacTBUN HEBLINONHEHNA TPEOOBaHWIN AN OpPraHM3aummn n ee PaboTHUKOB.
[Ina oka3aHna Noaaep KK AOCTUXKEHWIO Lienei OpraHn3aumnm u passuTumio ee paGoTHWUKOB NPY NNaHNpo-
BaHNM 0By4YeHNs N NOAroToBKN PaGOTHUKOB YYNTLIBAIOT:
- OnNbIT paboTHMKOB;
- NoapasyMeBaeMble N OYEBUAHbIE 3HAHUS;
- HaBbIKW NMOEPCTBA N MEHEAXXMEHTA;
- cpeacTBa NNaHNPOBaHWA U YNYYLLEHUS;
- rpynnoByto paboTy;
- pelieHne npobnew;
- HaBblkW 06LLEeHNS;
- KyNbTYpY M coumanbHOE NOBEAEHUE;
- 3HaHWe PbIHKOB, MOTPEBHOCTEN M OXnMaaHUI NoTpeduTenen n Apyrmx 3anHTEpPEeCOBaHHbIX CTOPOH;
- TBOPYECTBO M HOBATOPCTBO.
[na copencrena BoBne4YeHnto paboTHNKOB 0GYy4eHUe U NOATOTOBKa TaKke BKMIOYAT:
- NPOrHo3 6yayuiero opraHnsaumm;
- MOMAWUTUKY N LLENV OpraHn3auum;
- OpPraHN3auUMoHHbIE N3MEHEHMS U PA3BUTUE;
- VHULMNPOBaHWE 1 BHEAPEHNE NPOLLECCOB YNyYlleHUs;
- BbIrOAbl OT TBOPYECKOW paboThl N HOBOBBEAEHWIA;
- BNUSIHNE OpPraHn3aumm Ha oGLLECTBO;
- BBOOHbBIW KYPC NS HOBbIX paGOTHUKOB;
- Neproanyeckme NPorpaMMbl NOBLILLEHUS KBaNudmKaLuum Ana yxe NOAroTOBNEHHbIX PaboTHUKOB.
B nnaHbl NoAroToBKM cneayet BKNOYaTh:
- uenwu;
- NPOrpaMMbl U METOAbI;
- Heob6XxoaNMble pecypchl;
- onpeaeneHne HeO6X0ANMON BHYTPEHHEN NOAAEPKKN;
- OLEHMBAHVE NOBbILLEHNS KOMNETEHTHOCTUN PABOTHMKOB;
- N3MepPeHne pe3ynbTaTUBHOCTU M BNUSIHUA HA OPraHU3aLmio.
MpoBoanmble 06y4eHVe M NOAFOTOBKY pabOTHUKOB HEOGXOANMO OLEHMBATL C TOHYKW 3PEHMA OXXMAAHWN
1 BO34eCTBUS Ha Pe3ynbTaTUBHOCTb M 3(DEKTUBHOCTb OPraHU3aLmy Kak cpeacTB ynydlleHWs NnaHoB noa-
rotoBKV KagpoB Ha Gyayliee.
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6.3 UndpacTpykTypa oGpa3oBaTenbHOro y4pexaeHua

O6pa3soBaTenbHoe yupexaeHve AoMKHO MAEHTUULNMPOBATL MHPPACTPYKTYPY 1 060pyaOBaHME, HEOG-
X0OMMble ANs AOCTWKEHWUA YCTaHOBMNEHHBLIX TpeboBaHNN.

OpraHnzaums nomkHa onpeaennTb OTBETCTBEHHOCTL M NOMHOMOYMA ANS YCTAaHOBMNEHWSA LIEH U BbIMOMNHE-
HWS 33ABOK, 3aKYrOK, IPUEMKN, XPaHEHUS, OXPaHbl, YCTaHOBKW, NCTIONb30BaHNA M TEXHUHECKOTO 06CNYXMBaHUA.

O6pasoBartenbHOE yypexaeHne A0MKHO onpeaennTL NPOrpaMMbl ANA NNaHUPoBaHKA, obecneveHns n
nopnaepXaHna Heo6xoanMoN MHGPACTPYKTYPbI, @ Takke NPOrPamMMy aHann3a pUcka B OTHOLEeHUH Gesonac-
HOCTN N TMTUEHDbI.

Uudpactpykrypa BrniovaeT B ceba npu HeobxoanMocTu:

a) 3paHusa, paboyee NPOCTPAHCTBO: ayaMTOpUM, nabopaTopum, macrepckue, GMBNUoTeky, 3eneHble
30HbI OTABIXA;

b) cBsidaHHblE ycnyrm, Takue Kak:

- BoAocHabxeHue,

- aneKTpocHabxeHne C COOTBETCTBYIOLMM 060pyaoBaHNEM,

- obecneyeHmne rasoM 1 TOMNUBOM, BKNIOYasA COOTBETCTBYIOLNE UHCTPYMEHTLI AnA 06cnyxueaHus,

- MeAULMHCKOE 06CnyXMBaHUE;

c) obopynoBaHue Ans npoecca obyyeHus, BKNIOYaa NPUHAANEXHOCTH, TOBaPHO-MaTepuanbHble LieH-
HOCTU U pacXogHble Matepuarnbl;

d) cnyx6bl ob6ecneyeHuns, Takme Kak TPaHCNOPT, KHWKHbLIVM MarasuH, kadetepuii, CTONOBLIe U AeTCKNe
Acnn.

Ecnu npm 06y4eHnn ncnonb3ylotca Matepuansl u 060pyaoBaHne, KOTOpbie He OXBaYeHbl NPoLLeccaMm
CMCTEMbI MEHEXKMEHTa KaUeCTBa 06Pa30BaTENbHOIO y4YpEeXKAeHNA, TO ANA NOAOGHBIX PECYPCOB AOMKHBI GbiTh
OnUCaHbl NPUYUHLI U LIENU X UCNONb30BaHUA, onpeaeneHbl CTaHAapPThl ANA OUeHKN U HeO6XODMMbIe ynpasna-
Iowme AencTBuA.

UCO 9001:2000 CucrteMbl MEHEMKMEHTA KauecTBa. TpeGoBaHMA

6.3 UncppacTpyxrtypa

OpraHunzaums nonxHa onpeaensTb, obecneynBaTb U NoaaepxnBaTh B paboyeM CoCToAHUN NHGPa-
CTPYKTYPY, HEOOXOAMMYIO ANA AOCTUXEHUS COOTBETCTBUA TPeBGOBaHNAM K NPOAYKLMN.

MHpacTpyKTypa MOXET BKMOYaTh:

a) 3naHua, pabovee NPOCTPAHCTBO M CBA3AHHLIE C HUM CPEACTBa TPyAa;

b) oGopynoBaHue ons NpoLeccoB (Kak TEXHUYECKUE, Tak U NPOrpaMMHbIE CPeACTBa);

c) cnyx0Obl oGecnedeHns (Hanpumep, TPaHCMOPT UNK CBA3b).

MCO 9004:2000 CucteMbl MeHemKMeHTa KayecTBa. PekoMeHaaL MM No ynyudlleHUuo geATenb- |
HOCTH

6.3 UndbpacTpyxTypa

1
1
1
i
PyKoBOACTBY creayeT onpefenvTb MHGPacTPYKTYPy, HEOBXOAUMYIO AN NPOLECCOB XUSHEHHOrO |
LMKNa NPOAYKLMK, YUMTBLIBasA B TO e BpeMs NOTPebHOCTN N OXMAAHUS 3aMHTEPECOBaHHbIX CTOPOH. MHdpa- |
| CTPYKTYpa BKMiouaeT B ce6s Takme pecypcbl, Kak MpOM3BOACTBEHHOE NOMeLLeHUe, pabodee NPOCTPaHCTBO, !
| CpeAcTea Tpyaa u o6opynoBaHue, BCNOMoraTenbHble CryxGbl, HPOPMALMOHHBIE N KOMMYHUKALIMOHHBIE !
! TEXHOMOrMN, a TaKe TPaHCMNOPTHbIE CpeacTea. I
Mpouecc onpeneneHns MHPACTPYKTYPbI, HEOBXOAUMON ANA AOCTUXKEHNS Pe3yNbTATUBHOTO U3 deK- |
TMBHOIO XXM3HEHHOrO LMKNa NPOAYKUUM, BKMOYaeT: |
a) obecneveHne MHPPACTPYKTYPbI, ONpeaeneHHON ¢ TOYKN 3peHuns Lenen, (yHKLMOHaNbHOCTK, 3KC- |
nnyaTaumMoHHbIX XapaKTepUCTUK, FOTOBHOCTH, 3aTpaT, 6€30NacHOCTH, CEKPETHOCTM U BO30GHOBNEHUS; !
b) paspaboTky 1 BHeApeHVe METO0B TeXHUMYECKOTo OGCMYXMBaHUS N PEMOHTA, YTOBb! yBeauThes, !
4YTO MHPPACTPYKTYPa NPOAOIKAET OTBEHATb NOTPEOHOCTAM OpraHn3aLmnn; 3T MeToAbl AOMKHbI YYNTLIBATD !
BV 1 4aCTOTY TEXHNYECKOTO 0BCNYXMBAHMS U PEMOHTA, a TaKKe BEPUMUKALIMIO (yHKLIMOHUPOBAHMS KaXa0- |
ro anemMeHTa MHPPaACTPYKTYPbl B 3aBUCUMOCTM OT €ro BaXXHOCTU U chepbl UCMONb30BaHUS;
C) OLEHKY MHGPACTPYKTYPbl UCXOASA M3 NOTPEGHOCTEN N 0XMAAHWI 3aNHTEPECOBAHHbLIX CTOPOH;
d) paccmoTpeHre BONPOCOB OKpY>KatoLeln cpeabl, CBA3aHHbIX C MH(PPACTPYKTYPOiA, TAaKMX KaK coxpa-
HeHWe NPUPOabI, 3arpsasHeHne, OTX0Obl N PELMKITVHT.
HanHdbpacTpykTypy MOryT BO3AEMCTBOBaTL NPUPOAHBIE ABMEHWSA, KOTOPbIMU HEBO3MOXHO YNPaBNsTh.
B nnaHe nHdpacTpykTypbl CNeayeT yunTbiBaTh onpeaeneHme 1 yMeHbLUeHNe COOTBETCTBYIOLLMX PUCKOB M
OTpaxaTb CTPaTernio 3aLmTbl MHTEPECOB 3aMHTEPECOBaHHbLIX CTOPOH.
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6.4 MNMpounssoacTBeHHanA cpeaa B 06pa3oBaTeNbHOM yUPEeXAEHUN

B y4ebHbli nnaH Heob6xoanMMo BKNOYaThL TPEGOBaHUS K YCIIOBUSAIM O0YYEHUA, B TOM YUCNE K aYANTOPUAM,
cnyxe6HbIM NoMeLLeHUAM, NabopaTopuam, OBLLEXUTUSAM M MECTaM OBLLErO NONb30BaHUA, oGecneymsalowme
6e3onacHOCTL AN 300pOBbA U hnandeckune pasrpysku*. Cnyxobl o6ecnedeHns A0MKHbI CNMOCOGCTBOBaATL, a He
MelaThb npoLieccy obyveHns. O6pasoBatenbHOE yUpEXAEHUE AOMKHO aHANM3NPOBaTh COCTOAHNE OKPYXalo-
Len cpeabl NpoLecca 0by4YeHUs n TeppuTopun 06pPa3oBaTENBHOIO YUPEXAEHNS.

UCO 9001:2000 CucteMbl MeHeA)KMeHTa KauecTBa. TpeGoBaHua
6.4 lNpousBoacTBeHHan cpepa

OpraHu3aums AomkHa co3nasaTh NPOM3BOACTBEHHYIO cpeay, HeoBXoANMYIO ANA AOCTUKEHNA COOTBET-
CTBUSI TPEBGOBAHNAM K MPOAYKUMM, N YNPABAATH €lo.

UCO 9004:2000 Cuctembl MeHeKMeHTa KauecTBa. PekomeHaauuM No ynyvlieHNIo aenaTenb- !
HOCTH

6.4 MpousBoacTBeHHAA cpeaa

]
]
'
1
PykoBOACTBO AOMKHO 06ecneunBaTh NO3UTUBHOE BMNUSIHUE NPOU3BOACTBEHHON Cpeabl Ha MOTUBALMIO, |
YAOBNETBOPEHHOCTL M PaboTy NepcoHana C Lenblo YNy4leHns AeATENbHOCTU OPraHnu3aumn. '
Mpwv cozaaHmn noaxoasLIen NPousBoACTBEHHON Cpefibl — KOMOMHALIMKN 4enoBe4eCcKoro n huandecko- !

ro hakTopoB — cneayeT yaAensTb BHUMAHUE: '
- MeToAaM TBOPUECKON paGoTbi M BO3MOXHOCTSIM Goriee MOMHOMO BOBNEYEHNS C LIENbIO peann3auum !
noTeHuunana paboTHMKOB OpraHn3aLuu; !
- NpaBUNaM TEeXHUKN 6e30MacHOCTU M METOOMYECKMM YKa3aHUAM, B TOM 4YMCfie NO NPUMEHEHWIO !
CpeacTB 3aLUmThI; :
- 3ProOHOMWKE; '

- pa3meLLeHnio paBounx MeCT; :

- COLManbHOMY B3aMMOAENCTBUIO; :

- cpeacTBaM 06CNyXMBaHNA NepCcoHana B OpraHmsaumu; '

- TeMnepaType, BNa)XHOCTH, OCBELLEHUIO, BO3AYLLUHON BLITAXKE; '

- CaHUTaPHbLIM YCMOBUAM, YNCTOTE, LLYMY, BUOpaLMKN 1 3arpa3HEHMIO. !

6.5 Wndopmaums E
PykoBoACTBY He06X0ANMO 06paLLaTLCA C AaHHLIMM KaK ¢ hYHAAMEHTaNbHLIM UCTOUHMKOM AN Npeot- |
pa3oBaHNA B MHDOPMAELIMIO M MOCTOSHHOrO Pa3BUTHS 6a3bl 3HAHWI OPraHN3aLIMK, KOTOPas BaXkHa NPY NPUHSA- |
TUW peLLleHNI, OCHOBaHHbIX Ha (hakTax, N MOXeT CTUMYNUpPOBaTb HOBOBBEAEHUS. '
Ona MeHepKMeHTa MHOpPMaLMK OpraHn3auun cneayer: '

- onpegennTb CBOM NOTPEBGHOCTU B MHbOpMaLWuK; !

- onpeaenuTb 1 NONy4YnTb AOCTYN K BHYTPEHHMM U BHELUHUM UCTOYHMKaM MHdopMaumy; !

- Npeo6pa3oBaTb MHPOPMALIMIO B 3HAHUA, CMONb3YEMbIE B OPraHn3aumm; !

- NICNONb30BaTb AdHHbIE, MHCbOpMaLIMIO N 3HaHnA Ana nOCTaHOBKN Upeanu3aunmn ueneﬁ ncrTparerum; :

- o6GecneynBaTb COOTBETCTBYOLLYIO 6€30NaCHOCTL M KOH(OMAEHUMANBHOCT; :

- MPOBOAMTL OLIEHKY BbIrofl, NOMy4aeMbiX 3a CHET UCMONb30BaHUA MH(DOPMALIMK, C LENbIO YNYULLEHUS 1
MEHEeKMEHTa MH(POPMaLIUN U 3HAHWIA. E
:

1

1

1

1

1

1

1

1

1

1

1

1

1

1

1

1

6.6 MocTaBWMKK U NapTHEPbI

PykoBOACTBY CrelyeT yCTaHOBUTL B3aMMOEMCTBME C MOCTABLUMKaMM M MapTHEPaM1 ANSA NOAAEPKKA 1
o6neryeHns 0GMeHa MHPOPMALIMEN C LIENbIO B3aNMHOTO YrydLLIEeHNs Pe3ynbTaTMBHOCTU N 3(h(HEeKTUBHOCTU
NpoLLeCCOoB, CO3AAIOWNX LLEHHOCTD.

Y opraH13aumn MeloTcs pasnuyHbie BO3MOXHOCTU YBEMUYUTB LIEHHOCTb MOCPEACTBOM paboThl Co CBO-
VMW MOCTaBLUMKaMU U NapTHepaMu, HanpuMep:

- ONTUMU3ALUA KOMUYECTBA MOCTABLLUKOB W NapTHEPOB;

- yCTaHOBNEHWE ABYCTOPOHHEN CBA3U Ha COOTBETCTBYIOLLUX YPOBHSAX 0GENX OpraHu3aumini ans coaeii-
cTBMS GLICTPOMY peLleHuio NpoGeM U yCTpaHeHNUs: AOPOTOCTOSALLUX OTCPOYEK UMK CMOPOB;

* Yema+oeneHHble mpebosaHus K ycrosusiM obyyeHus G0IMKHbI 8KITlo4amb 8 cebst MUUEH3UOHHbIe mMpebosaHus.
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- COTPYAHNYECTBO C NOCTABLMKAMM NPY Banuaaumm BO3MOXHOCTEN UX NPOLECCOB;

- MOHWUTOPMHF CMOCOGHOCTU MOCTABLLMKOB MOCTABAATH COOTBETCTBYIOLLYIO NPOAYKLMIO C LIeNbIO YCTpa-
HEHUS N3MULLHWX BEPUOUKALINIA;

- CTUMYNMPOBAHUE NOCTaBLUUKOB K BbIMONIHEHUIO NPOrPaMMbl MOCTOSIHHOTO YNYYLLEHUA AEATESNBHOCTH
1 K MPUHATUIO YYACTMA B APYIMX COBMECTHBIX MHULMATMBAX MO YIYULLEHUIO;

- BOBIe4Y€eHWE NOCTaBLUMKOB B AEATENBHOCTL OPraHn3aLym no NpoeKTUPOBaHMIO U pa3paboTke C LenbIo
0o6GMeHa 3HaHWUSIMM, PE3YNbTaTUBHOIO M 3MEKTUBHOTO YNYHLIEHNA NPOLIECCOB XM3HEHHOTO LIYKNA U NOCTaB-
K1 COOTBETCTBYIOLLEN NPOLAYKLUM;

- BOBNEYeHWe NapTHePOB B onpe/erneHne NOTPEGHOCTEN B 3aKynkax M COBMECTHYI0 pa3paboTky cTpa-
Termu;

- OLleHMBaHMe, NPU3HaHWE W BO3HArpaxkaeHWe YCUNn N SOCTKEHUI MOCTABLLMKOB U NapTHEPOB.

6.7 MpupoaHble pecypcehbl

CnepyeTt yunTbiBaTh HaNM4Me NPMPOAHLIX PECYPCOB, KOTOPLIE MOTYT BNUATL HA AEATENBHOCTL OPraHu- 1 .
1 3aumn. HecMoTps Ha TO, YTO Takme pecypcbl HAaCTO HAXOAATCA BHE HENOCPELCTBEHHOTO YNPaBeHus Co cTo- 1

. POHbl OpraHM3auWMu, OHW MOTYT MMETb CYLLIECTBEHHOE MNO3UTMBHOE WNW HEraTUBHOE BrUSHME Ha ee -
| peaynbTaThl. OpraHn3aLma AOMmKkHa MMETh MNaHbl AENCTBNIN Ha CNyYaii HenpeaBUAEHHbIX 06CTOATENLCTE MO |
1 06EeCrneYeHNI0 pecypcamm nv nx B0306HOBMNEHMIO C LENbIO NPEeAOTBPALLEHNA UNY MUHUMW3ALIMU HETaTUBHO-
| FO BO3AENCTBUS Ha AEATENbHOCTb OpraHn3aLmm.

6.8 duHaHcOBbIe pecypchbl

MeHemKMeHT pecypcoB BKNIOYAET AEATENbHOCTb NO YCTAHOBNEHWIO NOTPEGHOCTEN B (PMHAHCOBDIX |
pecypcax n ux MCTOYHUKOB. KOHTPOMb 3a (OMHAHCOBLIMU pecypcamm BKIOHaeT CpaBHeHNe cpakmqecxoro.
NPUMEHEHNA C NNAHOBLIM M MPUHATME HEOBXOANMbIX ASNCTBUI. '

MeHemKMEHT (P1HaAHCOBbLIX PECYPCOB BKMIOYAET NNaHMpoBaHne, obecnedeHne HanMuMa N KOHTPON., |
| HeO6X0AUMbIE ANA BHEAPEHUS U NoAAepKaHUs Pe3ynbTaTUBHON M 3 MEKTMBHON CUCTEMbI MEHEDKMEHTA |
| KAYECTBA N AOCTUXEHMS Lienei opraHnsaumm. MeHea)XKMEHT Takke npeaycMaTpueaeT paspaboTky nporpec- |
: CVBHbIX (PMHAHCOBbLIX METOJOB ANA NOAAEPXKKN 1 MOOLWPEHNA YNYHLIEHNA AEATENBHOCTN OpraHn3auun. !
! MoBbILLEHNE Pe3ynbTaTMBHOCTM U 3(PEKTUBHOCTH CUCTEMbI MEHEXKMEHTA Ka4ecTBa MOXeT NONoXu- !
! TENbHO CKa3bLIBATLCA HA (PUHAHCOBLIX Pe3ynbTaTax OpraHM3aLmMm, Hanpumep:

! a) BHyTpeHHe, NOCPEACTBOM COKPALLEHUS OTKAa30B MPOLECCOB U MPOAYKLMN NIM PaCcTOMUTENBHOIO
| PACXOAOBAHMS MATepPHaros 1 BpeMeHu;

! b) BHelHe, NOCPEACTBOM COKPALLEHMS OTKa30B NPOAYKLMM, CHUXKEHMS 3aTPaT Ha KOMMNEHCaLMIo No
1

1

I

I

1

I

I

nopy4nTENBLCTBaM U rapaHTUAM, a8 TaKke CHWKEHUSA LieHbl noTepyn noTpeburenen n poiHKOB.
NHdpopmaLums no TakMm BonpocamM MoXeT Taloke obecnevnBarhb CpeACTBO YCTAaHOBNEHUA Hepe3ynbTa-
TUBHON NN HEI(PPEKTMBHON AEATENBHOCTU U UHULMMPOBATL NOAXOAALLME AEVCTBUA NO YNYHLLIEHUIO.
®UHaHCOBYI0 OTYETHOCTL N0 AeATENBHOCTU, CBA33HHOW C (DYHKLIMOHUPOBaHNEM CUCTEMbI MEHEKMEH-
| TaKa4yecTBa 1 COOTBETCTBMEM NPOAYKLIMK, CneayeT UCNONb30BaTh NPY aHanuae co CTOPOHLI PYKOBOACTBA.

7 Mpouecchbl XU3HEHHOIO LUKa 0OpasoBaTenbHbIX YCNyr

7.1 NnanupoBaHKe NPoOLEeCCOB XXU3IHEHHOro UUKIa B 06pa3oBaTeibHOM yupexgeHuu

O6pa3oBaTenbHOe yYpexaeHne AOMKHO NNaHMPOBaTb NPOEKTUPOBAHWE U pa3paboTky npouecca obyye-
HWS, NpeaocTaBneHne 06pa3oBaTenbHOM YCNYry, OLLEHKY NONyYEHHbIX Pe3ynbTaToB, AEATENbHOCTb BCOMO-
ratenbHbIX cnyx6, pacnpegeneHve pecypcoB, onpeaeneHne KpMTEPUEB OLEHKM M BHeApeHWe npoueayp
MOCTOAHHOrO YNYyYLLEHNS ANs AOCTUXKEHNS OXNAAEMbIX pe3ynbTaToB.

OB6pasoBaTenbHOe yUYpexaeHne JOMKHO NMaHUpoBaTb HEOOXOANMbIE PeCcypChl AN BCeX NPOLLEeCCoB.

B o6pa3oBaTenbHOM yupexaeHun MoryT GbiTb onpeaeneHbl crneaylowme NpoLecchl NPeaoCcTaBneHns
obpaszoBaTenbHbIX YCNyr:

a) npoLecc NOBbILEHNS KBanMdmKaLuum npenoaaearenei;

b) npoekTMpoBaHWe 1 pas3paboTka (cocTaBneHme) y4eGHbIX NNaHoB;

C) onpeaeneHve NPOEKTOB U HAaNPaBNEHWUI MCCNENOBaHUS;

d) npouecc oby4eHus unm apyras AeaTenbHOCTD;

e) npvemM Ha paboTy nepcoHana;

f) npnoGpeTeHne maTepmanos n ApyrMx pecypcos;

g) npvem abutypueHToB (0OyvatoLwmxca);
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h) ynpaBneHve n3ameHeHUSIMU NPU COCTaBNEHNN N KOPPEKTUPOBKE y4eBHbIX NNaHoB, KaneHAapHbIX NNa-
HOB KYpPCOB, pacnncaHuin 3aHATUI N BCTYNUTENbHbLIX 3K3aMEHOB;

i) nony4yeHue akkpeanTaLum 06paz3oBaTENbLHOIO YUpexXaAeHNS, NPUCBOEHNE NPOPECCMOHANbHON KBaNK-
dhukauum (Hanprvmep, nonyyeHve aunnoma o6 o6pasoBaHumM), OpraHM3aLmMs NOCTAUMNOMHOTO AONONHUTE b-
Horo o6pa3oBaHuns (Hanpumep, acnMpaHTypa);

j) npepocrtaeneHve ycnyr 6ubnmoteku, ayano-, BuaeoobopyaoBaHUs, KOMMNbIOTEPHON TEXHWUKN U APYFNX
ycnyr;

k) obecneyeHne 6e30MacHOCTH, YCNYrM NO OXPaHe 1 3aLUWTe rpaxaaH;

1) pacnpenenexune ayautopHoro choHaa, nabopaTopuii, MaCTEPCKUX, KNacCHLIX KOMHAT, aKTOBbIX 3aM0B;

m) TexHwudeckoe obcnyxvBaHne obopyaoBaHus.

YnpaeneHne OCHOBHbIMM npoLeccamu o6ydeHuns BkniovaeT B cebs oLieHKy noTpebHocTel B 06ydeHunn,
pa3palboTky y4ebHOro nnaHa, opraHnsaLuio n NpoBeAeHne npoLiecca obyyeHus, a Takcke OLIeHKY pe3yrnbTaToB
006yyeHuns. BcnomoratenbHble npouecchl, onmcaHHble B MCO 9001, nomkHbI Takoke ObiTh ynpaBnsaeMbiMuy. [ina
obpasoBaTenbHbiX yupexaeHuit, BHeapstowmx MCO 9001, moryT 6biTb yCTaHOBNEHbI METOAbI KOHTPONS, pa3-
paGOTaHHbIe npenogaeaTenaMm unn ak3ameHauuoH HOW KOMMUCCUEMN. MeTOLl,bI KOHTPONA AOSMKHbI CTaTb 4aCTblO
aHanu3a co CTOPOHbI PYKOBOACTBA, a Talkoke A0MKHbI NOATBEPXAaThb, YTO TpeboBaHMA K npoueccy obyveHuns
BbINOMHEHb! U AaHHble METOAbI SBMAIOTCA COCTABHOM 4acTbio MpoLecca yny'lleHus kavecTsa. MaMeHeHns,
BHEeCEeHHbI€ B METOAbl KOHTPOMA OCHOBHbLIX NPOLECCOB, AOJTDKHbI ObiTb AOKYMEHTNPOBaHbI, N, B COOTBETCTBNN C
BHECEHHbIMW U3MEHEHVAMM, AOMKHbI OblTb aKTyanuanpoBaHbl COOTBETCTBYIOLLIME MHCTPYKLMN.

MpoBepky pe3ynbTaTMBHOCTM METOAOB KOHTPONSA cneayeT NPOBOAUTL Ha OCHOBE HabnioaeHuin. Hepe-
3yNbTaTUBHbIE METOAbLI KOHTPONA AOIMKHbI ObiTb U3MEHEHbI.

UCO 9001:2000 CucteMbl MeHem)KMEeHTa KauyecTBa. TpeGoBaHua
7 Mpouecchbl XU3HEHHOrO UMKNA NPOAYKLUMN
7.1 MnaHupoBaHKe NPOLIECCOB XXU3HEHHOrO UMKNA NPOAYKLUNN

OpraHnsauus gonkHa NNaHMpoBaThb U paspabatbiBaTh NPOLECCHI, HEOGXoaUMbIE ANA o6GecneyeHns
XW3HEHHOro LMKNa npoayKumu. NnaHMpoBaHue NPOLLECCOB XM3HEHHOTO LMKNa NPOAYKLMN AOMKHO ObiTb
€OrnacoBaHo ¢ TPe6GOBaHMAMM K APYMUM NPOLIECCAM CUCTEMbI MEHEQXKMEHTa KadecTBa (4.1).

Mpy NNaHMPOBaHUU MPOLLECCOB XMU3HEHHOTO LMKNa MPOAYKUMM OpPraHvM3aumsa AOMKHA YCTaHOBWTD,
€Cnu 3TO LienecoobpasHo:

a) uenu B 06nacTy kayecTea u Tpe6oBaHUS K MPOAYKLMK;

b) notpeGHoCTb B pa3paboTke NPOLECCOB, AOKYMEHTOB, a Takke B 06ecneyeHnn pecypcamv AN KOH-
KpPEeTHOW NpoayKLmu;

C) HeoGX0AMMYIO AEATENLHOCTL MO BEPUMKALIMMN M BANUAALMU, MOHUTOPUHTY, KOHTPORIO U UCNbITa-
HUAM NS KOHKPETHOW NPOAYKLMN, @ TAKKe KPUTEPUM MPUEMKN NPOAYKLUK;

d) sanucu, HeoBxoauMble Ans oBecneyeHns CBMAETENbLCTBA TOrO, YTO NPOLIECCHI XU3HEHHOrO LIMKNa
NPOAYKUMM M MPOM3BEAEHHaA NPOAYKUMS COOTBETCTBYIOT TpeGoBaHuamM (4.2.4).

Pe3ynbTaTaToro NNaHnpoBaHusa AOMKeH ObiTb B pOpME, COOTBETCTBYIOLLIEN NPAKTUKE OPraHN3aLmmn.

MpumeyvyaHus

1 [okymeHT, onpeaensowWwmin NpoLeccbl CUCTEMbl MEHEAXKMEHTa KadecTBa (BKNOYAA NPOLECCH! KM3HEHHOro
LMKna NPOAYKLMN) U peCYpChbl, KOTOPbIE NPEACTOUT NPUMEHSATH K KOHKPETHOM NPOAYKLMM, MPOEKTY NN KOHTPAKTY, MOXET
paccmMaTpuBaTbCA Kak MnaH KavyecTsa.

2 Mpu paspaboTie NPOLECCOB XKUIHEHHOTO LiMKNa NPOAYKLWM OpraHu3aLma MOXeT Takke NpuMeHsaTb Tpebosa-
HKA 7.3.

UCO 9004:2000 Cuctembl MeHeaKMeHTa KadecTBa. PekoMeHAaLMM NO ynyylleHUIo geaTens- |
HOCTH

7 Mpouecchbl XM3HEHHOro LMKNa NPoaAyKLUN
7.1 O6wme pekoMeHaauuun

1
1
1
1
1
1
1
1
i
I
' 7.1.1 Beegenue
' Bhbicluee pykoBOACTBO AOMKHO 06ecneunBaTh pesynbTaTuBHOE U 3hheKTMBHOE PYHKLIMOHMPOBaHME |
| NPOLLECCOB XXM3HEHHOTO LWKNa NPoAYKLMM, BCMOMOTaTenbHbIX NPOLIECCOB, 8 TakkKe CBA3aHHYI0 C HUIMUCETh |
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1 1
| NPOLLECCOB, C TEM YTOObI OpPraHn3aLMs MOrna yaoBNeTBOPSATL CBOWN 3aMHTEPECOBAHHbIE CTOPOHbI. B To BpeMs |
| KaK MPOLIeCChbl XXM3HEHHOro LIKNa NPMBOAAT K CO3AaHMI0 NPoAyKLMK, 00aBNAIOLLEN LLIEHHOCTb OpPraHn3aumy, |
! BCoMoraTenbHble NPOLLECChl Takke He0OX0ANMbI OPraHn3aLmK, Tak Kak OHM A06aBNAIOT LIEHHOCTL KOCBEHHO. !
! NioBon npouecc ABNAETCA NOCNeA0BaTENbHOCTLIO CBA3AHHbLIX MeXay COBOV BUAOB AEATENbHOCTM UMK |
' NEATENbHOCTLIO, KOTOPas MMeeT BXOA M BbIXOA. PykoBoacTBY cneayet onpeaenuTb HeoO6XoaUMbIE BbIXOAbl '
. npoLeccoB N MAEHTUDULMPOBATL HEOOXOAUMbIE BXOAbl U BUAbI AEATENBHOCTU ANst Pe3ynbTaTUBHOTO ni !
| 3(h(peKTMBHOro AOCTUKEHNA BbIXOA0B MPOLECCOB. |

B3anmopericTere NPOLLECCOB MOXET ObITb CNOXHBLIM, MPUBOASILLMM K CO3aHMI0 CeTeln NpoLeccoB. Ans i |
obecneyeHuns pe3ynbTaTUMBHON N 3(hheKTUBHOM AeATENbHOCTM OpraHM3aumm pykoBoaCTBY HEO6X0ANMO Npu- |
3HaTb, YTO BbIX0O OAHOrO NpoLecca MOXET CTaTb BXOAOM ANA APYroro NN HECKONbKUX APYIMX NPOLLECCOB.

7.1.2 Bonpochkl, KOTOpble AOMKHbLI MPUMHUMaTbCA BO BHUMaHUE

MoHnMaHue Toro, YTo NPOLLECC MOXET ObITb NPeACTaBNeH Kak NocneaoBaTenbHOCTb BUAOB AeATENb- |
| HOCTK, MOMOraeT PYKOBOACTBY NpW onpeaeneHny BXoAoB Ans npouecca. lNocne onpeaeneHns BXoA0B MOTYT |
! | 6bITb ONpeaeneHbl HeobxoaMMble BUABI AEATENbHOCTY, AeCTBUA N TpebyoLumecs pecypcbl ANna npoLiecca c
' | LeMbio AOCTMXKEHNS XenaemblX BbIXOA0B.

PeaynbTaTthl Bepudmrkaumm n Banmaalmm npoLeccoB U BbIXOAOB creayeT Takke paccMaTpuBaTb KaK'
' BXOAbl ANA NpoLecca C Lenbio AOCTWKEHUS MOCTOSHHOTO YNyyLLIEHNA AeATENbHOCTM 1 Nonynapu3aLmm ee:
| COBEPLUEHCTBA Ha BCEX YPOBHAX OpraHn3aumu. !

' MocTosAHHOE YMy4lleHNe NPOLECCOB B OPraHN3aLMmn NoBbICUT Pe3ynbTaTMBHOCTb M 3cpcpe|<m3Hoc7b-
: CUCTEMbI MEHEKMEHTA Ka4eCTBa N YNy4LINT AeSTENBHOCTL OpraHn3aumn. B npunoxennu B onucbiBaeTcs -
1 «MPOLLECC NOCTOSHHONO YNYHULLEHUS», KOTOPbIF MOXHO MCNONB30BATh 4NN OKa3aHUs NOMOLLIM NPV onpenene- |
| HUM NeNCTBUI, HeOBXOANMBIX AN NOCTOSHHOTO NOBLILLEHNS Pe3yNbTaTUBHOCTM M 3pEKTMBHOCTU NPOLIEC- |
| COB.
' Mpouecchl cneyeT 3a0KyMEHTUPOBaTL B TOW CTENEHNU, KOTOpas TpebyeTca Ans noAaepXkn pesynbTa-
| TMBHOW M 3chcheKTUBHOWM paboThl.

[lokymeHTauus, cBA3aHHas ¢ npoueccamu, crnocobcTeyeT:

- onpeaeneHnio 1 AoOBEAEHWIO 0 CBEAEHUA MepcoHana BaXHbIX XapaKTepucTUK NpoLueccos;

- NOArOTOBKE MO BONpocaM (OYHKLVMOHUPOBaHWS NPOLECCOoB;

- 06MeHy 3HaHMAMW 1 OMNbITOM B KOMaHAax M pabounx rpynnax;

- MPOBEAEHMIO U3MEPEHWNIA N aYAUTa NPOLIECCOB;

- aHanuay, NepecMoTpy M YNy4LLIEHMIO NPOLLECCOB.

Heo6xoanmo oueHVBaTb ponb paGoOTHUKOB B MpoLeccax, C TeM YToOb!:

- oGecneynBaTb OXpaHy Tpyaa nepcoHana;

- obecneynBaTb Hannyne TpebyeMblx HaBbIKOB;

- noaaepXnBaTb KOOPANHALMIO NPOLLECCOB;

- obecneynBaTh BXOAHbIE AaHHbIE ANS aHanM3a NpPoLeccoB, Nony4yaemble OT paboTHUKOB;

- COAEeNCTBOBaTb BHEAPEHMIO HOBOBBEAEHUN, NpeanaraeMbix paboTHMKamu.

Mpyn CTUMYNUPOBAHUN NOCTOSIHHOTO YNYyYLLIEHUS AeSTENBHOCTN OPraHn3aLMmn akLeHT cneayeT Aenartb !
Ha MOBbILLEHUN Pe3y NbTaTUBHOCTU M 3H(HEKTUBHOCTM NPOLIECCOB KaK CPeACTBE A0CTMKEHNA BNaronpuATHbIX |
pe3ynbTaTtos. Bo3poclume Bbirogb!, NOBbILIEHHas YAOBNETBOPEHHOCTL NOTPEGUTENEN, Nyyllee UCNONb3OBa- !
HWe PecypCcoB 1 COKPaLLEHNE HENPON3BOANTENbHbIX PAcX0A0B — 3TO NPUMEPLI U3MEPSEMbIX pe3yrbTaToB,
KOTOpble BbiNV AOCTUIHYTHI NpY GonbLUel Pe3ynbTaTUBHOCTU U 3(D(EKTUBHOCTU NPOLLECCOB.

7.1.3 MeHepXMEHT NpoLeccos

7.1.3.1 O6wue nonoxeHus

PykoBoACTBO onpenenseT npoLlecchl, HEO6XoANMbIE AN XM3HEHHOTO LMKNa NPOAYKLUMW, C LIENbIO 1
y0BNEeTBOpeHUs TpeboBaHuin NoTpebuTenei 1 ApyrMX 3aMHTEPECOBAHHbIX CTOPOH. [INs 06ecneyeHns Kus- |
HEHHOTO LMKNa NPoAYKLMK cneayeT yAensaTb BHUMaHUe COOTBETCTBYIOLLIMM BCOMOraTenbHbIM NPOoLLeccaM, |
a TakkKe XenaemblM BbiIXoaaM, 3Tanam npoLeccoB, AEATENbHOCTH, NOTOKaM, MEPaM ynpaeneHus, NoTped- |
HOCTAM B MOAroTOBKE Kaapos, 060pyA0BaHMI0, METOAAM, MH(POPMaLIMK, MaTepUanamu ApYrum pecypcam.

HeobxoanMo cocTaBuTb ONepPaTMBHbIN MNaH N0 MEHEAXKMEHTY NPOLLECCOB, BKMIOYaIOLINNA:

- Tpe6oBaHuMs K BXOAY M BbIXoay (HanpuMmep, crneunukaumm n pecypcebl);

- BUAb! AeATENbHOCTN BHYTPY NPOLIECCOB;

- BEpUMKaLMIO N BaNUAALMIO NMPOLLECCOB U NPOAYKLMMK;

- aHanu3 npoLecca, B TOM YMCIE ero HaAeXHOCTH;

- onpepeneHve, OLUEHKY N YMEHbLIEHWNE PUCKOB;

- KOPPEKTMPYIOLLME N NpeaynpexaanLume AenCTBUS;

- BO3MOXHOCTM U AeNCTBUSA MO YNYYLLEHWUIO NPOLIECCOB;
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- ynpaBneHne N3MeHeHNsIMU, OTHOCSALLIMMWCS K NMPOLECCaM U NPOAYKLMK.

MpyMepammn BCNoMoraTenbHbIX NPOLECCOB ABNAIOTCA:

- MEHEAKMEHT UHcpopmaLmy;

- NOAroToBKa PabOTHUKOB;

- (hoMHaHCOBasA AeNTENbHOCT;

- noaaepXaHne NHpPaCcTPyKTYpbl M 06CNYXUBaHWE;

- NPUMeHeHMe NPOMbILLNEHHOTO 06OPYAOBaHMS, KOTOpoe oBecnednBaeT 6€30NacHOCTL/3aLUNTY;

- MapKETWHT.

7.1.3.2 Bxopapl, BbIXx0Abl U aHanNM3 npouecca

CornacHo npoLeccHOMyY noaxoay HeoO6X0AMMO ONpeaennTb Y 3apPerncTpUpoBaTh BXOAbI ANS NpoLecca
| C Lenbio o6ecneyeHns 0CHOBbI (hOpMynNupoBaHWA TpeboBaHMI, KOTOpble GyayT NPMMEHATLCA NPy Bepudu-
 KauMn M Banuaaummn BbiIXxo4oB. 10 OTHOLLEHMIO K OpraHM3auun BXOAbl MOFYT OblTb BHYTPEHHUMW WNK
! BHELLHUMMW.

PelueHne npobnembl, KacaloLencs ABYCMbICNEHHbIX UMW NPOTUBOPEYMBLIX TpeGoBaHui K BXOAY,
MOXeT NoTpeboBaTh NPOBEAESHUA KOHCYNLTALNIA C BHYTPEHHNMM M BHELLHMMU CTOPOHaMM, UMEIOLLMMM OTHO- |
LIeHVe K3Tol Npobneme. BxoaHble fAaHHble, MONyYeHHbIe Ha OCHOBE AEATENbHOCTH, MONHAA OLLEeHKa KOTOPO !
elle He 3aBepLUeHa, CneayeT NoABePrHyTb OLEHWBAHMIO NOCPEACTBOM NOCNEAYIoLEro aHanmsa, sepuduka- !
ummn n Banugaummn. OpraHnsaumm pekoMeHaYeTCa MAEHTUMDNLNPOBATL BAXHbIE NNN KPUTHHECKNE xapakre- !
PUCTUKM MPOAYKUMM M MPOLIECCOB C LENblo paspaboTkn pesynbTatMBHOrO W 3chcheKTMBHOrO nnava
ynpaBneHns 1 MOHUTOPUHIa AeATENBHOCTU B X04€e NPOLLECCOoB.

Mpu paccMoTpeHnn BONpocoB, OTHOCALLMXCS K BXoAYy, He06X0ANMO NPpUHMMaTL BO BHUMAaHMWE crneayio-

- KOMMNETEHTHOCTb PaBOTHMKOB;

- BOKYMeHTauus;

- BO3MOXHOCTU M MOHUTOPVHT 060pyRoBaHNS;

- oXpaHa Tpyaa, 6e3onacHOCTb M NPOM3BOACTBEHHAA Cpeaa.
Bbixoabl npouecca, BeputnumMpoBaHHbIe OTHOCUTENLHO TPeBoBaHW K ero BXoay, BKNIoYan kputepum !
' NPUEMKMN, AOMKHbI YYNTLIBATL NOTPEBHOCTH N OXNAAHNA NOTPebUTene N APYrNX 3aMHTEPEeCOBaHHbIX CTO- !
' POH. B Liensax BeprmKaLmm BoIXOAbI CNeayeT 3aA0KYMEHTMPOBATL U OUEHNTL OTHOCUTENbHO TPEGOBaHMI K !
. BXOAY U KpUTEpUAM Npuemku. Takas oueHka onpegenseT HeobxoanMble KoppekTupylowue, npe,qynpemp,alo-

. Lme AENCTBUA UMK NOTEHLMANbHbIE BO3MOXHOCTU MOBLILLEHUA PE3YNbTAaTUBHOCTH U 3PEKTUBHOCTH npo- .
. uecca. Bepudukaumio npoaykUMM MOXHO OCYLIECTBNATL B XoAe Mpoliecca ANA onpefeneHvs ero.
| U3MEHUMBOCTM.

| PykoBOACTBO OpraHM3auvmn NpoBOAUT NEPUOANYECKMIA aHANN3 XapaKTEPUCTUK NpoLiecca, YTobbl ybe-
| AMTbCA, YTO NPOLIECC COOTBETCTBYET AEMCTBYIOLEMY NnaHy. MpuMepbl TeM Ana Takoro aHanmsa:
' - 6e30TKa3HOCTb M NOBTOPSEMOCTb NpoLIecca;

' - naeHTUMUKaLMA 1 NpeaynpexaeHne NoTeHUManbHOro HECOOTBETCTBUS;
! - aAeKBaTHOCTb BXOAOB M BbIXOA0B NPOEKTMPOBaHUA U paspaboTku;
! - COrnNacoBaHHOCTb BXOAOB U BbIXOA0B C 3annaHUpPOBaHHbIMWU LENAMM;
! - BO3MOXHOCTM YNyYLLEHNS;

: - Hepa3peLLeHHble BOMpPOChI.

! 7.1.3.3 Banuaauma n nameHeHns NpoayKLmm n NpoLieccos

! PykoBoacTBy Heobxoaumo obecnevneaTh, YTOObLI Banuaaunsa npoayKuumM AEMOHCTPMpoOBana ee cno-
1 COBHOCTb YA0BNETBOPATL NOTPEOHOCTN N OXMAAHUS NOTPeBUTENe N APYrMX 3aMHTEPECOBaHHbIX CTOPOH.
| Banmaaums oxeaTbiBaeT MOAENMPOBaHME, MMUTUPOBAHWNE M UCTILITAHNA, 8 Takke aHanu3 C BOBNEYEHUEM
| NoTpebuTenei N ApYrmx 3aMHTEepPecoBaHHbIX CTOPOH.
i
1
1
1
1
1
1
1
1
1
1
I
I
1
1
1
I
]
1
1

Bonpocel, koTopble cneayeT NPMHUMaTh BO BHUMaHWe, BKNIoYaioT B ce6s:

- NOMUTVKY W Lienn B 06NacTyv KayecTsa;

- BO3MOXHOCTM UnK KBanuumkaumio 06opyaoBaHus;

- YCIOBMA 3KCMNyaTaLmun NPoAYKLMK;

- MCMONbL30BaHNEe UMW NPUMEHEHNE MPOAYKLNM;

- YTUIN33LMIO NPOAYKLM;

- )KM3HEHH bl LMKN NPOAYKLMK;

- BO3JEeNCTBUE NPOAYKUMM Ha OKPYXKaIOLLYIO cpeay;

- BO3AENCTBUE NPUMEHEHNS NPUPOAHbLIX PECYPCOB, B TOM YNCNE MaTepuanosB 1 3Hepruu.

Mpouecc Banuaauum cneayeT NPoBOAUTb Yepe3 COOTBETCTBYIOLLNE MHTEPBanbl, YTOObL 0GecnevnBaTth
CBOEBPEMEHHYI0 PeaKLmIo Ha M3MEHEHVS, BO3AENCTBYIOLIME HA NPOLLECC.
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Ocoboe BHMMaHWe yaensaeTca Banuaaumm NpoueccoB:

- AN 0co60 LLEeHHOM NpoAYKUMK U NPOAYKLMK ¢ KpUTHUYECKUMm TpeboBaHnamm k 6esonacHocTy;

- TaMm, rae HeoCTaTKU B NPOAYKLUUKN MOTYT CTaTb OYEBUAHBIMUY TOMBLKO MPU UCMIONbL30BaHUN;

- Tam, rae Banuaaumsi He MOXeT BObiTb NOBTOPEHa;

- Tam, rae Bepudukauma NPOAYKLMN HEBO3MOXHA.

OpraHusaummn Heo6xo0anMMOo BHEAPUTL NPOLIECC PE3YNbTATMBHOTO U 3(h(heKTUBHOTO yNpasneHna name- |
HEHUAMM, YTOObI yOeauTbes, YTO U3MEHEHMS NPOAYKLMM MW NPOLLECCOB BbIFOAHbLI OpraHn3aumv n yaoBneT- 1
BOPAIOT NOTPEOHOCTAM M OXMOAHMAM 3aMHTEPECOBAHHBLIX CTOPOH. MaMeHeHua cneayeT onpeaensaTb, :
perucTpUpoBaTh, OLEEHMBATb, aHAaNWU3NPOBATb U MNOABEPraTb YNPaBNEHNIO, YTOGbI NOHATH CTENEHb X BANS- |
HMA HA ApyTMe NPOLIECCHl, @ TaKKe NOTPEBHOCTY 1 OXMAAHNA NoTpebuTenei 1 ApYIMxX 3aMHTEPECOBaHHbIX |
CTOPOH. .

JioGble n3meHeHus B NpoLiecce, BAUSIOLLIME Ha XapaKTepPUCTUKN NpOoayKLMN, HEODX0AMMO permcTpnpo- |
! BaTb M AOBOAUTL A0 CBEAEHUSA NepcoHana, YTobbl NogaepXMBaTb COOTBETCTBME NPOAYKLMN M NPeaoCcTas- |
! NATL MHPOPMALIMIO MO KOPPEKTUPYIOLLMM AESACTBMAM UNU yNYULLEHNIO AEATENBHOCTH OpraHmnsaumn. Cneayer |
! onpeaenuTh NOMHOMOUMSA AN MHULIMMPOBAHNS U3MEHEHMS C LieNbIo 0becneyeHns ynpasneHus. !
' B cnyyvasx, koraa BbIXOAOM NpoLecca ABNAeTcA NpPoayKuus, 3TOT BbIXOA YTBEPXKAAIOT nocne nioboro
! COOTBETCTBYIOLLErO M3MEHEHUS, YTOGbI MOXHO Gbino y6eauTbes B kenaeMoM BO3AENCTBNN NOCTIeaHErO.

: MoxeT Takke paccMaTpuMBaTbCA NMPUMEHEHWE METOA0B MOAENMPOBAHUA C LIEMNbIO NNaHMPOBaHUS
]
]
]
]

npenynpexaeHns 0TKa3oB UMM HEAOCTATKOR NPOLIECCOB.
CnenyeT NPOBOANTL OLLEHKY PUCKOB, YTOGbI OLIEHMBATb BO3MOXHOCTb MOSIBIIEHWUS! PUCKOB U MOcne - i

1 CTBUA BEPOATHLIX OTKA30B NN HEAOCTATKOB NPOLLEeCCOB. Pe3yﬂbTaTbl HeOGXOﬂMMO ncnonb3oBaTthb And onpe- :

| IENEHNA 1 OCYLLIECTENEHNS NPEAYNPEXNaIoLIMX AENCTBUIA G LIEMNbI0 YMEHbLIEHNA UAEHTUPULIMPOBAHHDIX |

| pUCKOB.

MpUMepbl CPEACTB OLEHKN PUCKOB:

- aHann3 xapakTepa v NOCNEACTBMIN 0TKA3a;

- aHanM3 aepesa OTKa30B;

- AMarpamMbl 3aBUCUMOCTY;

- MeToAbl MOLENUPOBaHNS;

- NPOrHO3 6e30TKAa3HOCTH.

7.2 Mpouecchbl 06pa3oBaTeNbHOrO yupexaeHus, CBAsaHHbIe ¢ NoTpebGutenamm

Ob6pasoBaTtenbHoe yupexaeHne okasbliBaeT HaceneHuio 06pasoBaTerbHble YCNyri, KOTOPbIE ABNAIOTCA
HeoCcA3aeMbIMK, CMOCOBGHBLIMM K COXPAHEHUIO M MCMONb3YIOTCA BO BpeMs npeaocTaBneHns. O6pa3oBaTenbHble
yupexaeHns NnpepocTaBnaioT 06y4aoWmMca BOZMOXHOCTb ANA OCBOEHWA CYLLECTBYIOLLETO YPOBHS 3HAHMWI 1
MeTO0B NPMMEHEHNS 3HaHWUI B NpaKTUYeCcKon AeaTenbHOCTW. OBpa3oBaTenbHbIE YYPEKAEHUA TAIKE UMEIOT
BCcnomorarternbHble Chyx0bl, KOTOpble CMOCODCTBYIOT MOMYYEHMIO BbICOKOKAYECTBEHHOrO 06pasoBaHus.
O6Lwe HezaBMCMMble TpeboBaHMA NOTPebuTenei MOryT BkntouaTh B ce65 (HO He OrpaHUYEHbI NPUBEAEHHBIM
nepeyHem):

a) obecneyeHne 6e30NacHOCTV OOYUaIOLLMXCA N YACTOTbI 0G0PYAOBaHMSA, KOTOPOE 3aKPEenneHo 3a OTBET-
CTBEHHbIM fNLIOM;

b) ycraHoBneHve npoueaypbl ABYCTOPOHHEro obMeHa uHpopMaumen 1 B3aMOOTHOLIEHNIN MeXAay
HU3NYECKMMM NMLLEGMN M 0BpasoBaTeNbHBIM YUYPEXAEHUEM;

C) yBaxwuTenbHOe OTHOLLEHMNE BCEro nepcoHana 0b6pa3oBaTenbHOro Y4peXaeHNUs K 3aMHTEPEeCOBaHHbLIM
cTopoHaM (noTpeburenam);

d) BbinonHeHne kBanMULUMPOBAHHLIM NEPCOHANOM BCeX HEOBXO0AMMBbIX AEWCTBUIA NO NpefocTaBne-
HWI0 06pa3oBaTeNbHbIX YCNYT.

7.2.1 OnpeaeneHune Tpe6oBaHNN, CBA3aHHbLIX C YCIYroi B 06pa3oBaTeNibHOM yupeXxaeHUn

O6pasoBaTtenbHble TPeGOBaHNA BbIpaXaloT Kak NOBEAeHYECKME XapaKTEPUCTVKN COOTBETCTBUA akaae-
MUYECKNM, NPOECCUOHANBHBLIM N COLMANbHBLIM OXUAAHUSM.

MCO 9001:2000 Cuctembl MeHegXXMeHTa KayecTBa. TpeGoBaHuna
7.2 Mpouecchbl, CBA3aHHbIE C NOTPeOUTENAMMU

7.2.1 OnpepeneHne Tpe6oBaHNIN, OTHOCALIMXCA K NPOAYKLUUK

OpraHmaau,uﬂ OOJDKHa onpeaenntb:

a) TpeGoBaHus, yCTAHOBNEHHbIE MOTPEOUTENSMU, BKMIOYaA TPpeGOoBaHWA K MOCTABKe U AEATENbHOCTU
nocne NocTaBku;
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b) TpeboBaHuA, He oNpeaeneHHble NOTPEGUTENEM, HO HEOOX0AMMbIE ANA KOHKPETHOTO NN Npeanona-
raeMoro Ucnonb3oBaHus, Korga OHO U3BECTHO;

C) 3akoHopaTenbHble n Apyrne obasaTenbHble TPeOOBaHNSA, OTHOCALLMECH K MPOAYKLMK;

d) nwobble gononHUTEnNbHblE TPEGOBAHMS, ONPeaAeNneHHbIE OpraHn3aLmen.

7.2.2 AHanu3 Tpe6oBaHMI, OTHOCALLUXCA K MPOAYKLUN

OpraHunsauus AONXHa aHanM3npoBaTb TpeboBaHUsA, OTHOCALLMECS K MPOAYKLUUW. STOT aHann3 AOMKeH
NpoBOANTLCA A0 MPUHATUA OpraHnsaumein 0ba3aTenbCTBa NOCTaBNATbL NPOAYKUMIO NoTpeGutenio (Hanpw-
Mep, y4acTre B TeHAepaXx, NPUHATUE KOHTPAKTOB UMW 3aKa30B, MPUHATUE U3MEHEHWIN K KOHTPaKTaM UnK 3aKa-
3aMm) n gornxeH obecne4ynBathb:

a) onpepeneHvie TpeboBaHUIA K NPOAYKLMK;

b) cornacoeaHve Tpe6GoBaHWI KOHTPAKTa UNW 3aKa3sa, OTNNYaIOLLMXCA OT paHee CPOPMYNNPOBaHHbIX;

C) CnocoBGHOCTb OpraHn3aumMn BLINOMNHATL onpeaeneHHble TpeGoBaHus.

3anucum pesynbTaToB aHanM3a v NocneayoLmnx AENCTBUIA, BbITEKAOLLMX U3 aHanun3a, AOMKHbI noaaep-
XnBaTbCA B paboyem cocTosHun (4.2.4).

Ecnv notpebutenu He BbIABUTalOT QOKYMEHTUPOBaHHbIX TpeboBaHUi, OpraHn3aums AOMKHa NoATBep-
OWTb X Y NOTPeBUTENa A0 NPUHATUA K UCMIONHEHUIO.

Ecnu TpeboBanuns kK NpoayKuum N3MeHEHb!, OpraHn3aums AomkHa obecneynTb, YHTOBbI COOTBETCTBYIO-
e OOKYMEHTbI Bbinv ncnpaBneHbl, @ 3anHTePeCcOBaHHbIN NepPCoHan Gbin NOCTaBNeH B U3BECTHOCTL 00
n3MeHuBLLNxcs TpeboBaHmAX.

MpumMeyaHue—BHEKOTOPbIX CUTYaLMAX, TAKUX KaK NPOAAKM, OCYLLECTBNsIeMble Yepes HTepHeT, npakTu-
YeCckM HeLienecoofpasHo NPOBOAUTL OULIMANEHLIN aHANW3 KaxXAoro 3akasa. BMeCTo aTOro aHanu3 MoXeT pacnpocTpa-
HSATBCSA Ha COOTBETCTBYIOLLYIO MHCOPMAaLIMIO O NPOAYKLMM, TaKYI0 Kak KaTanori Unv peknamHble Matepuans.

7.2.3 CBA3b ¢ noTpebutenammn

OpraHunsauus 0OMKHa onpeaensTe U OCYLLECTBNATL 3pheKTUBHbIE MePbl MO NOAAEPKAHWIO CBA3U C
noTpebutenamu, kacawLumeca:

a) nHdopMaLummn 0 NPOAYKLMK;

b) npoxoxaeHnsa 3anpocoB, KOHTPAKTa UNK 3aKasa, BKNI0Yas Nonpasku;

c) obpaTHoW cBA3M OT NoTpebutenei, BkNovyas xanobbl notpebutenein.
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' MCO 9004:2000 CucTeMbl MEeHeKMEHTa KauecTBa. PexoMeHAaLMM NO YNYUILEHNIO AeATeNb- |
| HOCTH '
' 7.2 Mpouecchl, cBA3aHHble ¢ 3aMHTEPeCOBaHHbLIMU CTOPOHaAMM '
H PykoBoacTBY HeoGx0aMMO 06ecneumBaTh onpeaeneHne opraHu3aumein B3auMHO NpueMneMblx Npo- |
| LeCCOB ANSA pe3ynbTaTMBHOIO M 3h(heKTUBHOTO NOAAEPKaHWA CBA3U CO CBOMMM NOTPEOMTENAMN 1 APYIMK |
| 3aBMHTepecoBaHHbIMM CTOpoHamun. OpraHu3aummn crefyeT BHeAPUTL U NOAAEPKUBATL 3TN NPOLECCH ANA |
| o6ecneyeHns anexsaTHOro NOHMMaHWs NOTPeBHOCTeN M OXkMAaHWI 3aMHTEPeCcOBaHHLIX CTOPOH U Nepeeoaa !
| 3TUX NOTPEBHOCTEN 1 OXMAaHUA B TPEGOBaHNA K OPraHnsaLmm. 3Tv NPOLECCHl BKIIOYAIoT onpeaenexHue u !
' aHanua3 COoOTBETCTBYIOLLEN WH(OPMauMW, a Takke aKTMBHOE BOBrieYeHue noTtpebureneit m Apyrux !
| 38MHTEPECOBAHHbIX CTOPOH.
: Mprmepbl cOOTBETCTBYIOLLIEN MH(POPMaLIMK O NPOLIECCaX:

] - Tpe6oBaHMs NOTpeGUTENei NNn ApyrMx 3aMHTEPECOBaHHbLIX CTOPOH;

: - nccnegoBaHue pbiHKa, B TOM YMCne AaHHble ob oTpacnax u KOHE4YHOM nonb3oBaTene;

: - KOHTPaKTHble TpeboBaHMs;

: - aHanu3 KOHKYPEHTOB;

: - CpaBHEHUE C Ny4WMUN OOCTUXKEHUAMU;

! - Nnpouecchbl, NoanaaaloLImMe Nnoj 3akoHoAaTenbHbIe UNK Apyrue oba3atenbHble TpeGoBaHus.

' OpraHu3aumnm Heo6XxoaMMO NONHOCTBLIO NOHATL TPeGOBaHMA NOTpedGUTenein NN Apyrmx samHTepeco-
! BaHHbIX CTOPOH A0 MHULIMUPOBaHWA MeponpuATUiA No obecneueHmnio COOTBETCTBUA 3TUM TPeGOBaHNAM.

' OTO NOHMMaHWeE 1 ero BO3AENCTBUE AOMKHbI ObiTb B3aUMHO NPUEMNEMbIMU ANA YY4ACTHUKOB.

7.3 lMpoekTupoBaHne u paspabortka

7.3.1 MnaunpoBaHue NPOEKTUPOBAHUA U Pa3pPaboTKU B OGPa3oBaTeNbHOM yYpeXaeHNn

Mpun npoekTMposaHnm n paspabotke (cocraBneHun) y4ebHOro nnaHa o6pasosarenbHoe yyYpexaeHne
[OMKHO CONOCTaBUTL BXOAbI KAXA0ro NPOLECCa C BbIXOAAMU NMpeabiaywero Npouecca nnm yposHeM KoMne-
TEeHTHOCTWU.
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Bbiclwiee pykoBOACTBO NPW NPOEKTUPOBaHUM M pa3paboTke 06pa3oBaTENbHLIX NPOLIECCOB A0MMKHO YUu-
TbIBaTb MHTEPECHI OBy4aloLMXCA U ApYrnx noTpebutenen.

B npouecce coctasneHns y4e6HOro nnaHa He06Xo0AUMO YHECTb LieNb M NPOACIKMTENBHOCTL 0BYYEHHS.
Mpoueaypbl AOMKHBI 06ecne4nBaTh COOTBETCTBUE OBYHEHMUS YCTAHOBMNEHHLIM TPEGOBaHMAM. [INa HEKOTOPbLIX
yuebHbIX uenei Heo6xoanMo kannbpoBaHHOe 060pyaOBaHME.

Heob6x0aA1MMo oueHnBaTL NOCTMKEHUA CTYAEHTOB U Pe3yNbTaTUBHOCTL 0GPa30BaTENbHONO YUPEKAEHHUS.
OueHka AoMkHa BKNOYaTk B ce6A NoTeHUManbHbie Ny hakTMiecky BbINONHEHHbIE TPe6oBaHUS, AN TOFO YTO-
6bl onpepenuTb:

- kak 06y4eHune nomoraeT 06yyaloLLMMCH NOBLICUTH KOMNETEHTHOCTD;

- KaK MOTyT 6biTb yAOBNETBOPEHbI HOBbIE TPebOBaHUS;

- KaKMe AONONHUTENbHbIE Mepbl HEO6XOAMMO MPeanpUHUMATL ANA NOBLIWEHUS Pe3yrnbTaTMBHOCTU
oby4yeHus;

- KaK HaBblKK1, NONyYeHHble B NpoLiecce 0DyUYeHNs, COOTBETCTBYIOT TPE6OBaHNAM yueBHOro NnaHa.

Mudopmauma, nony4eHHan Npy oLeHKe, MoXeT BbITb MCNoNb3oBaHa NpW aHanu3ae npouecca obyyeHuns.
Ecnv HeBO3MOXHO NPUMEHNTL 3KCNEPUMEHTArbHYIO Banuaaumio 06y4eHns, NCNonb3yloT aHan13 paBHO3HaY-
HOTO npouecca.

OtueT 06 aHanu3e TpeboBaHnii NOTpebuTenen ABNAETCA BXOAHBIMW AaHHBIMY AN pa3paboTku npouec-
ca 0by4eHus, ONUCaHNA Pe3ynbTaToB OLLeHKN TPeBGOoBaHMIN NOTPebHTENA 1 hoPMYyNUPOBKU Lienein Ana Npoek-
TUPOBaHUA NPOLECCOB.

Otuet 06 aHanu3e TpebosaHuin noTpebuTenen AomMkeH cogepxaTtb MHDOPMaLUMIO:

- 0 TOM, NOYEeMY UMEHHO 0bYyuyeHne BbLIOPaHO CPEACTBOM NOBLILEHNA KBanUdrKaumm;

- 0 MBbIX pasnNnUNAX Mexay TpebyeMbiM1 N NPUOBPETEHHBIMN YPOBHAMMN 3HAHUM, KOTOPLIM OGyYeHUe
OOMKHO yAOBMNETBOPUT;

- 0 TOM, KaK 3TV pa3nuuna MoryT ObiTb COKPALLIEHbI UMK Norn4yeckn 060CHOBaHbLI NPU NPeaoCTaBNeHNN
obpasoBaTenbHON YCnyru;

- 06 naeHTUUKaLMM LieneBoy rpynnbl 06y4yalowmxcs;

- 06 ngeHTUMKaLMM NpeaynpeXxaaioLLmx 0encTBUN;

- 0 NOBbIX N3MEHEHWNAX B y4eOHOW AeATENBHOCTH, CBA3AHHBIX C TpeGoBaHNAMKN NoTpebuTenei;

- 0 cobnogeHnn BceX YCTaHOBMeHHbIX TpeboBaHui 6e30nacHOCTU N 3aKoHOAATENbHLIX TpeboBaHUA,
[aXe ecnun 3TO He OrOBOPEHO B KOHTPaKTe, cneuundrkaumm Ha obyveHne unu yuebHOM nnawe.

MUCO 9001:2000 CucteMbl MeHeA)XMeHTa KayecTBa. TpeGoBaHuA
7.3 MpoekTupoBaHue u paspaboTka

7.3.1 MnaHupoBaHne NPOEKTUPOBAHNA U pa3paboTku

OpraHnzaumns JomkHa NNaHMpoBaTh W YNpPaBnaTb NPOEKTUPOBaHNEM M pa3paboTkon NpoayKUmK.

B xone nnaHnpoBaHua NPOEKTUPOBAHMA U pa3paboTky OpraHnsauns AOMKHa YCTaHaBNUBATD:

a) cTagum NPOEKTNPOBAHUA M pa3paboTku;

b) npoBeaeHve aHannsa, BepUUKaLMIO N BanNMaaLmio, COOTBETCTBYIOLLME KAXAO0M CTaanN NPOEKTU-
poBaHuns 1 pa3paboTku;

C) OTBETCTBEHHOCTb M MONHOMOYMA B 0B6NacTV NPOEKTUPOBAHNA U pa3paboTKK.

OpraHnzaums omkHa ynpaensaTb B3aMOAenCcTBUEM PasnUYHbIX FPYN, 3aHATLIX NPOEKTUPOBAHUEM U
pa3paboTkon, C Lenbto oGecneveHns 3 HPEKTUBHON CBS3N M YETKOTO pacnpeaeneHns 0TBeTCTBEHHOCTW.

PesynbTaThl NNaHWPOBaHNA AOMXKHbI aKTYann3anpoBaTbCs, eCnuv 3TO LienecoobpasHo, No xoay Npoek-
TUPOBaHWA N paspaboTKK.

MCO 9004:2000 Cuctembl MeHeAXXMeHTa kayecTBa. PexomeHaauum no yny4weHnmio geatenb- |
HOCTH

7.3.1 O6wune pexoMmeHAaUUU

BhicLueMy pyKOBOACTBY CrieflyeT yAOCTOBEPUTLCS, YTO B OPraHu3aLum onpeaeneHbl, BHeApeHb! U noa- |
| BepXvBaloTCA B paboyeM COCTOAHNM HEOGX0AMMbIE NPOLIECCHI NPOEKTMPOBAHNA U paspaboTkm AN pesynb- |
! TaTUBHOTO N 3(O(HEKTUBHOTO pearnpoBaHna Ha NOTPeGHOCTU M OXMAaHUA CBOMX NoTpebuTenein u apyrmx |
| 3aUHTEPECOBaHHbLIX CTOPOH. :
! Mpy NPoeKTNPOBaHNM 1 Pa3paBoTke NPOAYKUMM MM MPOLIECCOB PYKOBOACTBY HeoGxoanMo oGecneyu- |

| BaTb CnocoBbHOCTbL opraHn3aunn y4nTbiBaTb He TOSTIbKO CBOKO OCHOBHYIO AeATENbHOCTb N CBOW beHKLIMM, HOM |
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1 1
| BCE paKTOpbl, COAENCTBYIOLLNE TOMY, YTOGbI XapaKTepPUCTVKM NPOAYKLMM U MOKa3aTenm NpPoLeccoB COOTBET- |
| CTBOBANM OXMOAHVAM NOTPeduTenen n Apyrnx 3anHTepecoBaHHbIX CTOPOH. HanpuMep, opraHnsaums gon-|
I)KHa NPUHUMATL BO BHUMaHWNE XW3HEHHbIN LWMKN NpoayKuMWn, OXpaHy Tpyaa, BO3MOXHOCTb NpoBeaeHus |
' MCNbITaHWN, NPUroaHOCTb, NPOCTOTY B NCMONb30BaHUN, HAOEXHOCTb, AONMOBEYHOCTb, SPrOHOMUKY, BHELU- ! '
: HIOKO cpeny, yTunmsauuio Nnpoaykuuun, a Takxke onpegeneHHble pucku. :
! PykoBOACTBO TakXe HECET OTBETCTBEHHOCTb 33 MPUHSATUE MepP NO MAeHTUdMKaLMM n YMEHbLUEHMIO !
: noTeHUManbHOro pucka ana nonb3oeatenen npoaykumn un npoueccos opraHmnsaumn. Cnep,yeT nposo,qvm:n
1 OUeHNUBaHNe PUCKOB, 4TOObI OLUEHUTb BO3SMOXHOCTb NX NOABNEHUA N NoCcNeacTBUA BEPOATHbIX OTK3a30B UnNu |
: HEe4OCTaTKOB NPOAYyKLUMU NN NpoLeccoB. Pe3y1'leaTbI OLEHKN Haao Nncnonb3oBaTb ANA onpeaeneHna n ocy—
| LLeCTBNEHMA npeaynpexaaoLmx AeUCTBUIA C LENbio YMEHbLUIEHUA NOEHTUMOULMPOBAHHBLIX PUCKOB.

| Mpumepbl CPeacTB OLEEHMBAHWS PUCKOB NPOEKTUPOBaHNS 1 pa3paboTKu:

: - aHanm3 NpuHnH " nocneacTBui OTKa3oB NPOEKTa;

' - aHann3 aepesa OTKa30B;

' - NporHo3 6e30TKkasHOCTH;

: - AnarpamMmmbl 3aBUCUMOCTH,

: - MeTOAbl PAaHXNPOBaHUA;

! - MeTOAbl MOAENUPOBAHMS,

7.3.2 BxopgHble AaHHble ANA NPOEKTUPOBAHUA U pa3paboTku B 06pa3oBaTeNbLHOM yupeXxaeHun

O6pa3zoBaTenbHoe yupexaeHne AOMKHO MAEHTUNLMPOBATL BXOAHbIE AaHHbIE ANSA NPOEKTUPOBAHNA 1
pa3paboTku (cocTaBneHns) y4eGHbIX NNaHoB.

OHn gonXHbl BKNOYaTh B cebs:

- AaHHble 06 oLeHKe pe3ynbTaTUBHOCTU Y4eOHbIX MaTepuanos;

- TpeboBaHNA Mo aTTecTaLuun, NNLLEH3NPOBaHUIO NNKN MHble NpodeccmoHanbHble TpeboBaHus;

- AaHHble nccneaoBaHnin O COCOBHOCTAX 0BY4alOLMXCS;

- TpeO0oBaHNA K YPOBHIO KOMMNETEHTHOCTHN Npenoaasarenen;

- NPOEKTbl y4eBHbIX KypCOB;

- YPOBEHb CMNOXHOCTU PaspaboTkn n HannuMe NPENATCTBUIA NO NOCTABNEHHbIM LIENSM.

UCO 9001:2000 CuctemMbl MeHeXMeHTa KkauecTBa. Tpe6oBaHuA

7.3.2 BxoaHble AaHHbIe ANA NPOEKTUPOBAHUA U pa3paboTku

BxoaHble aaHHble, OTHOCALWMECS K TPeGOBaHWAM K NPOAYKLUMK, AOMKHBI ObITb ONpeaeneHbl, a 3anvucu
OOMXHbI NoaaepKMBaTbcA B paboyeM coctoaHun (4.2.4).

BxoaHble AaHHble AOMKHbI BKMIOYaTb:

a) (OYHKUMOHANbHbIE N SKCMNyaTaUMoHHble TpeboBaHus;

b) cooTBeTcTBYIOWME 3aKOHOAATENBHBIE M APYrMe 0b6a3aTenbHble TpeboBaHus;

C) TaMm, rge 3710 uenecoobpasHo, nHopMaLmio, B3ATYIO M3 NpeabiayLmnX aHarnorm4HbIX NPOEKTOoB;

d) apyrve Tpe6GoBaHUsA, BaxHble AN NPOEKTUPOBAHUA U pa3paboTku.

BxoaHble AaHHbIe AOMKHBI aHANM3NMPOBATLCA HAa AOCTATOMHOCTL. TPe6oBaHMUA AOMKHBI GbiTb NONHBI-
MW, HEABYCMbICNEHHBIMU M HENPOTUBOPEYMBBLIMU.

7.3.3 BbixogHble AaHHbIE MPOEKTUPOBaHUA M pa3paboTku

BbixoaHble AaHHbIE NPOEKTUPOBaHNSA M pa3paboTkn AOMKHBI ObITh NpeAcTaBneHb! B popme, N03BoNs-
loLLeV NpoBECTN BepndMKaLmMIo OTHOCUTENBHO BXOAHBLIX TPeBOBaHMIN K NPOEKTMPOBAHUIO U pa3paboTke, a
TaKxke OOMKHbI GbiTb YTBEPXAEHbLI 10 MX NOCNEAYIOWEro UCMOMNb30BaHUS.

BbixoaHble AaHHblE NPOEKTUPOBaHWA M Pa3paboTkn AOMKHbI:

a) COOTBETCTBOBaTb BXOAHbLIM TPEGOBaHUAM K NPOEKTUPOBAaHMIO M pa3paboTke;

b) obecneumBaTtb COOTBETCTBYIOLLEN MH(DOPMALMEI NO 3aKynkaM, NPOU3BOACTBY M OGCNYXMBaHWIO;

C) copepxaTb KpUTEPUN NPUEMKU NPOAYKLUM UMW CCbINKU Ha HKX;

d) onpepensTb XxapakTepuCTMKM NPOAYKLUMM, CyLleCTBEHHble Ans ee 6e30nacHOro U NpaBUMbLHOrO
MCNONb30BaHMA.

NCO 9004:2000 Cucrembl MeHeKMeHTa kayecTBa. PexomeHaauum no ynyuweHmio gearenb-!
HOCTHU

7.3.2 BxopaHble U BbIXOAHLIE AaHHbIE ANA NPOEeKTMPOBaHUA U pa3padoTku
OpraHn3aums AOMKHa onpeaenvuTb BXOAHbIE AaHHbIE ANSA NpoLiecca, BNUAIOLLME Ha NPOEKTMPOBAHNE U
! pa3paboTky NpoaykuMM 1 cofencTByIoLLME pe3ynbTaTMBHOM 1 3peKTMBHON ero paboTe ¢ uenblo yaosne-
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1 1
| TBOPEHMS NOTPeGHOCTEN 1 OXMAaHWI nNoTpebuTenen, a Takxe APYrUX 3aMHTEPECOBaHHbLIX CTOPOH. T |
! BHELUHME NOTPEBHOCTM N OXMAAHNA B COYETAHUM C BHYTPEHHUMM 3aMpocamy opraHn3aLmmn fOMmKHb! ObITh |
' IpMrogHbIMM AN Nepesoaa BO BXOAHbIE TPeGOBaHWA K MPoLieccaM NPOoeKTUPOBaHNA N pa3paboTku.

! Mpwumepbi:

! a) BHELUHWe BXOAOHble AaHHblE:

! - NOTPeBHOCTU 1 OXMAaHNA NOTpebuTenein UnK pbiHKa;
! - NOTPEBHOCTU M OXMAAHMS APYIMX 3aUHTEPECOBaHHbIX CTOPOH;
! - BKNaA NOCTaBLUMKOB;

i - BXOJHble AaHHble NONb3oBaTens, HanpaeneHHble Ha co3aaHne CTabunbHOro NPoeKTa n paspaboTku;
| - U3MEHEHNSA B COOTBETCTBYIOLLIMX 3aKOHOAATENbHbIX U APYrnx 0ba3aTenbHbiX TpeboBaHMsX;
| - MeXAYHapOaHble UNW HaLUMOHaNbHbIe CTaHAAPThI;
' - NPOMBILLMNEHHbIE KOAEKChl YCTaHOBUBLLIEWCS NPaKTUKK;
' b) BHYTpeHHve BXoAHble AaHHblE:

! - NONUTMKA K Lienw;

! - NOTPEBHOCTU M OXMAaHNA PaBOTHUKOB OPraHU3aLIMK, BKIIOYAsA NLL, MONYYaIOLLMX BbIXOAHbIE AAHHbIE
' NPOLLECCOB;

! - TEXHOMNorM4yeckne paspaboTku;

! - Tpe6OBaHNS K KOMMETEHTHOCTU NPOEKTUPOBLLMKOB 1 Pa3paboTymMKOB;
! - obpaTHasa MHhopMaLMA O MPOLLSIOM OfbITE;
i - 3anMcu 1 AaHHbIe O CYLLECTBYIOLLMX NpoLeccax U NpoayKumu;
| - BbIXOAbl APYrVX NPOLECCOB;

| C) BXOAHblE AaHHble, onpeaensoLLne Te XapakTepPUCTMKN NPOLLIECCOB UNU NPOAYKLIMK, KOTOPbIE ABNA- |
| IOTCA KPUTMYECKUMI AN UX 6e30NacHOCTM, NPaBUILHOTO (hYHKUMOHNPOBaHUS M OBCMYXUBAHNA, TAKNE KaK |
| AaHHble O:

| - paboTe, MOHTaXe 1 NPUMEHEHUH;

| - XpaHeHUM, NOrpPy304HO-Pa3rPy30Y4HbIX paboTax 1 NocTaBke;
| - hmsnyecknx NnapaMmeTpax u oKpyxaiollen cpeae;

| - TpeGOBaHUAX K YTUNU3aLMN NPOAYKLWM.
i
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CyLlecTBeHHOE 3Ha4YeHNe MOTYT UMETb BXOAHbIE lIaHHbIE, CBA3aHHbIE C NPOAYKLMEN, KOTOPbie OCHOBA- |
Hbl Ha OLIeHKe NOTPeBHOCTEN N OXMAAHNI KOHEYHBIX MOMNb30BaTeNeN, a TaKke HEMOCPEeACTBEHHbLIX NOTpetu- |
Tenen. ATM BXOAHLIE AAHHLIE HEOBXOANMO CHOPMYNMPOBATL Tak, YTOGbI MPOAYKUMIO MOXHO 6biro,
pe3ynbTaTMBHO M 3hPeKTUBHO BEPUDNLMPOBATL U BANMANPOBATD.

BbixoaHble A@aHHBIE BKNIOYAIOT MHCOPMALMIO, NO3BONAIOLLYIO NPOBECTU BEPUMDUKALIMIO M BANMAALIMIO
Ha COOTBETCTBME 3aNNaHUPOBaHHLIM TPeGoBaHNAM.

MpuMepbl BbIXOAa NPOEKTUPOBAHUA U pa3paboTku:

- AaHHblE, MOATBEPXKAAIOWMNE CPAaBHEHME BXOAOB ANSA NPOLECCa C BbIXOAaMM NpoLecca;

- cneumduKaLMM HA NPOAYKLUMIO, B TOM YNCNE KPUTEPUN NPUEMKM;

- cneundukaLmm Ha npouecc;

- cneumdmKaLmm Ha MaTepmansl;

- cneumduKaLmm Ha UCNbITaHUS;

- Tpe6oBaHMSA K NOArOTOBKE Kaapos;

- MHopMaLMA O nonb3osaTene u NoTpeburene;

- Tpe6oBaHusA K 3aKynkam;

- NPOTOKOMbI NPOBEPKN COOTBETCTBUA TEXHUYECKUM YCIOBUSIM.

Bbix0bl NPOEKTUPOBaHUA N Pa3paboTkn cneayeT NpoaHanu3upoBaTh NO OTHOLLEHUIO K BXOAAM C
uenbio obecneyeHns 06bEKTUBHONO CBUAETENLCTBA TOrO, YTO BLIXOAb! pe3ynbTaTUBHO U 3P(HEKTUBHO OTBE-

1 4aIoT TPeBOoBaHMAM K NPOLECCY M NPOAYKLUMN.

7.3.3 BbixogHble faHHble NPOEKTUPOBAHUA U Pa3paboTku B 06pa3oBaTeNbLHOM yUpeXaAeHUH

BbixoaHble AaHHbIE NPOEKTUPOBAHWA N Pa3paboTku AOMKHbI, MO KpaiHen Mepe, BKIioYaTh B ceba cneay-
owee:

- NPNOGpeTEHHbIE 3HAHNA U HaBbIKK;

- OLEHKY BbINOMHEHHBIX PAGOT N0 NPOEKTMPOBAHUIO U pa3paboTke (HanpuMep, NO COCTaBNEHUIO y4ebHO-
ro nnaxa);

- COOTBETCTBYIOLME CTpaTermm obyyeHuns;

- AOCTOBEPHbIE METOADBI NEepeaayn 3HaHUN.
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NUCO 9004:2000 Cuctembl MeHeMKMEHTa kKayecTBa. PekoMeHpauMmn no ynyuleHUo AeaTenb-
HOCTH

1
|
7.3.3 AHanus npoekTa u pa3paboTku E
BbicLueMy pykoBOACTBY HEO6X0AMMO 06ecneynBaTh HasHaYeHNe COOTBETCTBYIOLLMX PAGOTHMKOB ANS |
1 YNPaBneHns 1 NpoBeAeHUA CUCTEMATNYECKOTO aHanNn3a, YTOOb! YCTaHOBUTb, AOCTUTHYThI NU Lienu B o6nactu :
| NPOEKTUPOBaHMS 1 pa3paboTku. Takne aHanmabl MOryT NPOBOAMTLCA B BbIBPaHHLIX TOYKAX NPoLLecca NPoekK- |
| TMPOBaHMA 1 paspaboTkK, a Takke Nocne ero 3aBepLUeHs. |
OGbeKTaMy Takmx aHanM3oB SABNATCA: '
- afeKBaTHOCTb BXOA0B ANS BbiNONHEHNA 3aAaHWi NO NPOEKTMPOBAHMIO U pa3paboTke; '
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1

- X0 3annaHnMpPOBaHHOro NPoLEecca NPOEKTUPOBaHNS U pa3paboTku;

- COOTBEeTCTBME Lenam Bepwbmxau,wm n Bannaauunnm,;

- OLleHKa NOTEHLUMaNbHbIX PUCKOB UMW NPUYMH OTKa30B MPY UCMONb30BaHUN NPOAYKLNK;

- D@HHbIE XM3HEHHOTO LMKNA, KacaloLMECs XapakTepucTuK NpoayKumu;

- ynpasneHne naMeHeHnaMm n ux nocneacTena B Xxoae NpoeKTMpoBaHNA N paspaGOTKm;

- onpepeneHne n ycTpaHeHne npobnem;

- BO3MOXHOCTM ANS yny4lleHna NpoLecca NPoeKTUpPOBaHUA U pa3paboTku;

- NOTeHUManbHOE BO3AEVCTBME NPOAYKLMM Ha OKPYXKaIOLLYIo cpeay.

Ha nogxopaswumx craamsx opraHnsaumm cneayeT Taioke NPOBOAUTL aHanmM3bl BbIXOA0B MPOEKTUPOBa- |
HUS 1 pa3paBoTKM 1 NPOLLECCOB ANA YAOBNETBOPEHUS NOTPEBHOCTEN 1 OXMAaHMI NOTpebuTenell, a Takke |
paboTHUKOB OpraHM3aumm, NonyYalolwmx BhIXoAHbIe AaHHble npouecca. Hano Takke yaenaTb BHUMaHUeE |
NOTPEBHOCTAM U OXUAGHWSAM OPYIUX 3aUHTEPECOBaHHbIX CTOPOH.

MprMmepbl AeSTENBHOCTY NO BepydrKaLumm BbIXOA0B NpoLecca NPOeKTUPOBaHNA N pa3paboTku:

- cpaBHEHUsA TPeGOBaHWIM K BXOAY NO OTHOLLEHMIO K BbIXOAY NpoLecca;

- NPUMEHEHME CPaBHUTENbHbIX METOAOB, TAKUX KaK anbTEPHATUBHbLIE Pac4eTbl NPU NPOEKTUPOBAHUN U
paspaboTke;

- OLleHKa MO OTHOLLEHMIO K aHanoraw;

- NpoBEpPKa, MOAENUPOBaHWE W NCTLITAHUA C LENbIo KOHTPOIS COOTBETCTBUS KOHKPETHLIM TpeGoBaHu-
AIM K BXOAHbIM A3HHbIM;

- OL|EHKa YPOKOB, U3BNEUYEHHbIX N3 NPOLLIIOro OMbITa, TAKMX KK HECOOTBETCTBUSA M HEAOCTATKN NPOLIECCa.

Banvaaums BbIXOA0B NPOLLECCOB NPOEKTUPOBAHUA M pa3paboTkn BaXkHa AN YCMNELHOro UX NONy4YeHns
 UNCNonNb3oBaHuA I10Tpe6MTeJ'I$IMM, nocraBLLUNKaMWN, paGOTHMKaMM opraHusaunm n ApyrmMmn 3amHTepecoBaH-
| HbIMW CTOPOHaMMU.
Yyactue CTOPOH NO3BONAET (haKTUHECKMM NOMb30BaTENAM OLEHWBATL BbIXOALI C MOMOLLbIO Banuaa-

1
1
'
' - MHXXEHEPHOTO AN3alHa 10 KOHCTPYUPOBaHUS, MOHTAXa NN NPUMEHEHUST;

' - BbIXOA0B NPOrPaMMHOrO CPEACTBa 10 MOHTaXa Unu UCNonb30BaHUs;

' - YCNYr [0 LWMPOKOTO UX BBEAEHMS.

' MoxeT noTpe6oBaThca YaCTMUHAs BaNUAaLMS BbIXOAHBIX AAHHbIX MPOEKTUPOBAHNA N pa3paGoTkv ¢
1 Uenbio o6ecneyveHns yBepeHHOCTH B Ux GyaylieM npuMeHeHnu.

' B xoae Bepudmkaumm n Banuaaumm HeobxoamMo cobpaTh A0CTATOMHO AaHHbIX, NO3BONAIOLLMX NPOaHa-
| IN3NPOBATL METOALI NPOEKTMPOBAHMA M Pa3paboTKM, a TaKKe NPUHATLIE PeLeHNs.

: AHanus MeTofI0B BKNIOYaeT:

: - ynyylleH1e NpPoLLEeCCOB U NPOAYKLMK;

' - MPUMEHUMOCTb BbIXOAHbIX AAHHBIX;

' - aleKBaTHOCTb 3anucen NPoLecca u aHanumaa;

! - NEATENBHOCTb MO MCCTNEI0BaHUIO OTKA30B;

' - 6yaywme noTpeGHOCTH NpoLecca NPOEKTUPOBaHNA U paspaboTku.

=
s
=

7.3.4 AHanu3 npoekTa M pa3paboTku B 06pa3oBaTefibHOM YYpPeXaeHUN

B 3aBMCUMMOCTM OT CNOXXHOCTU aHanNu3 NpoekTa U pa3paboTku (Hanpumep, CocTaBneHns y4ebHOro nnaHa)
NPOBOAAT B OAHY NN HECKONbLKO CTaaui UNu NNaHUpYIoT cornacHo 7.3.1. Ha kaxxaon ctaaum y4acTHUKM A0N-
>KHbl aHAaNU3NPOBaTb Pe3ynbTaThl NPOEKTMPOBaHUA Y pa3paboTkn Ha NpeaAMeT COOTBETCTBUS YCTAaHOBNEHHBIM
TpeboBaHnAM (Hanpumep, Npodunio 06pa3oBaTeNbHOIO yYpeXAeHUs, YCTaHOBNEHHOMY YPOBHIO KOMMETEH-
Lmmn). 3anMcy No CMROXHBLIM BONPOCaM I0MKHbI GbiTb NPOTOKONUPOBaHbI.

Mpouecc aHanu3a O0T4ETOB (aTTECTALMM U OLEHKW) MO NPOEKTY He0BX0AMMO MCNoNb30BaTh ANA BCEX
yuebHbIX NPOEKTOB. AHaNU3 AOMKEH NPOBOAUTLCA paboyen rpynnown, BKNoYaoLen B ce6a OTBETCTBEHHbIX 3a
NPOEKT, 3aMHTEPEeCOBaHHbIE CTOPOHbI, @ TAKKe HEKOTOPbIX NULL, HENOCPEACTBEHHO HE OTBEYAIOLLMX 33 NPOEKT.
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PaGouvas rpynna paccMmatpusaeT OTYETbI N0 aHanu3y npoekTa (y4ebHOoro nnaHa) n HeceT OTBETCTBEHHOCTL 33
OLIEHKY COOTBETCTBMA Pe3yNbTaTOB NPOEKTUPOBaHUSA M Pa3paboTku YCTaHOBNEHHLIM TpeboBaHNAM.

Mpouecc npoekTMpoBaHNA AoMXkeH 6biTb OLEEHEH U, NPU HEOBXOANMOCTH, NEPECMOTPEH C NO3NULNIN OXU-
DaeMbix pe3ynbTatoB 06yyeHns. [JaHHbI aHanu3 fomkeH 6biTb OCHOBAH Ha OMbiTe YCNELWHbIX NPOEKTOB U
MHOPMaLMK O AanbHENLLEM Pa3BUTUM M ITaNax BHEAPEHUS.

Mpouecc pa3paboTkn AomKeH BbITb AOKYMEHTMPOBAH, a NOMyYeHHbIE AaHHbIe AOMKHbI GbiTb NCNONBL30-
BaHbl NPV ganbHenwmnx paspabotkax. [lokyMeHTbl MOTyT ObiTb paspaboTaHbl MO KaXAOMy 3Tany paspaboTkm
unM No ecemy npoueccy B uenom. OnucaHve NpoLEeccoB AOMKHO BKMNioYaTb B ceba NocnenoBaTenbHOCTb
waros Npu paspaboTke, BOBNEYEHHbIN NEPCOHAN, aHanu3 NPOLLECCOB, COOTBETCTBYIOLME KPUTEPUN.

B nokyMeHTMpOBaHHYI0 NpoLleaypy no NpoeKTMPOBaHUIO N pa3paboTke AOMKHbLI ObiTb BKNIOYEHb! OTHET
no paspaboTie N/mnu KOHTPONbHbLIN BONPOCHUK, NO3BONSAIOLLME 06ecne nTb COOTBETCTBUE Npouecca obyye-
HUA TpeGoBaHUAM, YCTaHOBNEHHLIM B NPOEKTe.

Mpouecc aHann3a 06y4eHna aomkeH 6biTb NCMOMNbL30BaH AnNA Bcero 0byueHns. MNepcoHan, BbINONHAK-
LM aHaNM3 N OTBETCTBEHHbLIN 3a €10 KOHTPONb, AOMKEH ObiTb naeHTMMOUUMPOBaH. Kputepnun ana npueMkn
NpoeKTa 1 pa3paboTkm A0MKHbI GbITb ONpPeaeneHbl B TEPMUHAX, NPUIOAHBIX AN UCMIONb30BaHWUA B 0GYYeHUN, N
MOryT BKNIOYaTb B ce6a:

a) opobpeHne NPaBUNBHOCTM COAEPXaHMA OAHUM unn Gonee cneuManucToM NO NpPeaMeTy, KOTOo-
pbifi(ble) He yyacTBoBan(m) B pa3pabotke o6yyeHns (HanpuMep, yuebHOro nnawHa);

b) opobpeHue TeKCTOB, MNNIOCTPALMIA M BHELLHETO BUAA AOKYMEHTaLMN peaakTopamMm n cneymanmncra-
MK NO rpachuke;

c) opobpeHune NPoeKTa cneunanucTamm NO TEXHONOMMU NYTEM OMbITHON NPOBEPKM C NPUBNEYEHNEM
LieneBom rpynnbl 06y4aloLmxca pas3paboTaHHbIX NPOLECCOB 06YHEHUA U OLLEHOK M, NPU HEOGX0AUMOCTH, Nepe-
CMOTP NPOEKTa Ha OCHOBAHUN NONYYEHHbIX PE3yNbTaTos;

d) npoBeaeHme akcnepuMeHTanbHOro 06ydeHns (No KpanHen Mepe OAHOTO Kypca) B cpeae, aHanorny-
HOM TOW, B KOTOPOW ByAeT NPOBOANTLCA NPOLLECC 0DY4eHNA, C UCNONb30BaHWEM 3aNNaHNPOBAHHLIX B NPOEKTe
BCNoMoraTternbHbIX MaTepnanos Ansa obyyaowwmxcs, a Takke npoueayp U BCNoMoraTenbHbIX MaTepuanos ans
noAroToBKW NpenoaasaTenei.

Ha ctaaun BHeapeHns npoekTa oGpasopaTenbHoe yyYpexaeHne AOMKHO ONMCaTb NPOLLECC aHann3a n
nepecmoTpa pa3paboTkn Ha OCHOBE HAKONMEHHOTO NpeabiAYLLEro OnbiTa, BKMoYas nobble xanobbl noTpebu-
Tenen.

7.3.5 Bepudukaumna npoexra u pa3paboTkm B 06pa3oBaTeNbHOM YyUpPeXAeHUU

Bepudmkaums npoekta n pa3paboTkv AONKHA ObiTh BbINONHEHA B COOTBETCTBUM C NNAHOM NPOEKTUPOBaA-
HWA 1 pa3paboTkn B OANH MNK HECKONBKO 3TanoB. 3Ta AeATENbHOCTb MOXET ObITb BbINOMHEHA NoGLIMK cneLn-
anvcrammn 06pas3oBaTeNbHOrO YUPEXKAEHUS, KOTOPbIE PaHeE He YHacTBOBaNM B BEpUMKaLIMM 3TOrO NPOEKTa 1
pa3paGoTku, NN NPUBNEYEHHBIMU CTOPOHHUMM creumanucTamu. BbixogHble AaHHbIE 3Tana NPoeKTMPOBAHUA
1 pa3paboTKN AOMKHbI COOTBETCTBOBaTb BXOAHbIM AaHHbIM pa3paboTkn npoekTa.

7.3.6 Bannpauuna npoexTMpoBaHUA U pa3paboTku B o6pa3oBaTefibHOM Y4peXxaeHUU

Mpouecc Banuaauum npoBoasT And obecneyeHns Toro, YTo 3annaHWPOBaHHbIE XapaKTepPUCTMKK Npeao-
cTaBnseMor 06pasoBaTenbHON YCNYri y4TeHbl BOKOHYATENbHbIX y4e6GHbIX NaHax unnmnpoekTax NporpamMmm.

Bannpauwms nonxHa 6biTb BbINOMHEHA Ha 3aKMI0YUTENbHbLIX 3Tanax NPoeKTUPOBaHNA U pa3paboTku. Mpwu-
HATBIMM METOAaMWU Banuaauum SBRAITCA, CPean NPoYKX, MUMNOTHLIE MPOEKTLI N aTTeCcTaums.

7.3.7 YnpaBneHue u3aMeHeHUAMMU NPOeKTa U pa3paboTku B 0Gpa3oBaTeNibHOM yupexaeHUun

BbicTpoe pasBuTHE 3HaHWI B COBPEMEHHOM MMUPE NPUBOAMUT K NEPUOANYECKUM N3MEHEHNAM YHEBHbIX
NNaHoB U aHanu3y NPorpamMm, KOTOpbI OBbIYHO 3aKaHYNBaETCH MX NEPECMOTPOM. DTN USMEHEHWS AOMKHbI
6bITb MOEHTUMULMPOBAHBI, AOKYMEHTUPOBAHLI, YTBEPXKAEHbI M AOBEAEHbI A0 NEpCoHana.

MepecmoTp Nobow y4eGHOM AMCUNNNMHBI AOMKEH BKNIOYATb B CE0S OLEHKY ee BNUAHUA Ha BeCb y4eb-
HbIVi NNaH. 3anMcK o NepecMoTpe AOMKHbI NOAAEPKMBATLCA B paboyeM COCTOSHUN.

MCO 9001:2000 Cucrembl MeHemXMeHTa KauecTBa. TpeGoBaHuna

7.3.4 AHanus npoexTa u pa3paboTku

Ha cooTBeTCTBYIOWMX CTaANSX AOMKEH NPOBOANTLCA CUCTEMATMYECKUIA aHaNM3 NPOEKTa 1 pa3paboTku
B COOTBETCTBUM C 3annNaHNpoBaHHbIMU MeponpuaTuaMn (7.3.1) ¢ uenbio:

a) OLEeHMBaHWA CNOCOBHOCTMN Pe3ynbTaToB NPOEKTUPOBaHUS 1 pa3paboTkn yaoBneTBopATh Tpebosa-
HUAM;

b) BbisBNEeHUA NoBbIx NPOBNeM 1 BHECEHUS NPELNOXEHNI MO HEOOXOAVMBIM AEVCTBUAM.
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B cocTaB y4acTHMKOB Takoro aHanv3a AOMKHbI BKNIOYATbCA NPeacTaBUTeNy noapasaeneHni, nMeio-
LMX OTHOLLUEHNE K aHanM3npyeMon(biIM) cTaann(am) NPOEKTUPOBAHUS 1 pa3paboTkn. 3anucy pe3ynbTaToB
aHann3a u Bcex HeobXoaMMbIX AENCTBUIN AOMKHbI NOAAEPXKUBATLCS B paboyem cocTosHun (4.2.4).

7.3.5 Bepudukaumna npoekra u pa3paboTku

Bepudmkauma AomkHa OCyLWeCTBNATLCA B COOTBETCTBMM € 3aMnNaHUPOBAHHbIMKU MEepONpUATUAMM
(7.3.1), 4TOObl YOOCTOBEPUTBLCA, YTO BbIXOAHbIE AaHHbIE NPOEKTUPOBaAHWS W Pa3paboTkn COOTBETCTBYIOT
BXOOHbIM TpeboBaHVAM. 3anncy pe3ynbTaTtoB BepumkaLmm n BcexX Heo6XoanMbIX AEVNCTBUM AOMKHbI NOA-
hepxmBaTbCcsa B paboyem coctosHun (4.2.4).

7.3.6 Banupauua npoekTta u paspaboTku

Banupauus npoekta n pa3paboTkv OMKHA OCYLLECTBMATLCA B COOTBETCTBUM C 3aMNaHMPOBaHHbLIMMN
meponpuatnamm (7.3.1), 4Tobbl yAOCTOBEPUTBLCSA, YTO NONMYYEHHas B pe3ynbTaTte NPOAYKUMSA COOTBETCTBYET
TpeboBaHUAM K YCTaHOBNEHHOMY UMK NPeanonaraeMomy NCMonNb3oBaHUIO, ECINN OHO M3BECTHO. ['Ae 3To Npak-
TUYeCKU LienecoobpasHo, Banuaaumsa AoMmkHa ObiTe 3aBepLUeHa A0 NOCTaBKN MNWN NPUMEHEHUS NMPOAYKLMN.
3anncy pe3ynbTaToB BanuaauuMn M Bcex HeobxoanMbIX AeNCTBUI AOMKHBLI NoaAepXMBaTbca B paboyem
COCTOsHWN (4.2.4).

7.3.7 YnpaBneHne U3MeHEHUAMU NPOoeKTa U paspaboTkn

N3meHeHns npoekTa 1 paspaboTkn AOMKHbI GblTb MAEHTUMLNPOBaHbI, 8 3aNUCK AOMKHbI NOAAEePKN-
BaTbCA B paboyem coCcToAHMN. 3MeHeHna AomkHbl BbiTb NPOaHanM3npoBaHbl, BepnduLmMpoBaHsl 1 noa-
TBEPXXAEHbl COOTBETCTBYIOLLMM 06Pa3om, a Takke ofobpeHbl A0 BHECEHWS. AHanNU3 N3MeHeHU NPoeKTa un
pa3paboTkmn AOMKEH BKMIOYATb OLIEHKY BNUAHUA N3MEHEHWIN Ha COCTaBHbIE YaCTU 1 YXe NOCTaBAEHHYIO Npo-
AyKumio.

3anucy pe3ynbTaToB aHanM3a N3MeHeHUN 1 NIoBbbIX HEOGX0ANUMbIX AEVCTBUI AOMMKHbI NOAAEPKMBATb-
ca B paboyeM cocTosiHun (4.2.4).

7.4 3akynkm
CrneupanbHble TpeboBaHna Ans 06pa3oBaTenbHblX YHPEXAEeHWUI OTCYTCTBYIOT.

MCO 9001:2000 CucTteMbl MeHepKMeHTa kauecTBa. TpeGoBaHMA
7.4 3akynku

7.4.1 Mpouecc 3akynok

Opranunsaums gonxkHa obecneyrBaTb COOTBETCTBUE 3aKYNNEHHON NPOAYKLMWN YCTaHOBNEHHbIM Tpebo-
BaHMSAM K 3akynkam. Tun u cTeneHb ynpaBneHus, NpUMeHAEMbIE NO OTHOLLIEHWIO K MOCTaBLUMKY M 3aKyNNeHHON
NPOAYKLUMK, AOMKHbI 3aBUCETbL OT €€ BO3AENCTBUA Ha NOCneayoLme CTaanm XXM3HEHHOTO LIMKNa NPOAYKUMK
WNK FOTOBYIO NPOAYKLMIO.

OpraHun3saums AomkHa OLEHNBATb U BbIGMPAaTh NOCTABLLUMKOB Ha OCHOBE UX CMIOCOBHOCTU NOCTaBNATbL
NPOAYKLMIO B COOTBETCTBUM C TPeGOBaHUAMM OpraHmsaumn. JomkHbl GbiTb paspaboTaHbl KpuTepnun oTéopa,
OLLEHKM N NOBTOPHOMN OLIEHKMN. 3anncK pe3ynbTaToB OLIEHMBaHMA U NOObIX HEOGXOAMMbIX AeNCTBUI, BbITEKa-
IOLLIMX M3 OLLEHKW, AOMKHbBI NOAAEPXKMBATLCA B paboyeM cocTosHun (4.2.4).

7.4.2 Undbopmauma no 3akynkam

WHhopmaums no 3akynkam AOMKHa ONUCbIBaTb 3aka3aHHYo NPOAYKLWIO, BKNOYas, rae 3To Heobxoau-
MoO:

a) TpeboBaHuA k ouLmanbHOMY 0406GpeHMI0 NPoaYKLMK, NpoLeayp, NPOLECCoB 1 060PYAOBaHUS;

b) TpeboBaHMA K KBaNUMUKALMN NEPCOHANa;

C) TpeboBaHMA K CUCTEME MEHEXKMEHTA KaYeCTBa.

OpraHun3saums nonxkHa obecneyvBaTth afeKkBaTHOCTb YCTAHOBMNEHHbIX TpeBOoBaHWii K 3aKynkam Ao ux
COO6LLEHNA NOCTaBLUMKY.

7.4.3 Bepudmkaumna 3akynneHHOW NpoayxLumm

Opranunsaumns gonxHa pa3paboTaTb U OCYLLECTBNATL KOHTPOMb MW APYTYI0 A8ATENbHOCTb, He06X0AU-
Myt0 Ans obecneyveHns COOTBETCTBUSA 3aKyNNeHHON NPOAYKLUUN YCTAHOBMNEHHBIM TPEBOBaHNAM K 3aKynKaMm.

Ecnvopranmnsauma unm ee notpebrtens npeanonaraeT ocyLLECTBUTL BepndrKaLmio y NocTaBLLmMKa, TO
OpraHM3aums AOMKHa YCTaHOBUTL Npeanonaraemble Mepbl No BepyudmKaLm u Nopsaok Bbinycka NpoayKuum
B MHbopMaLMM MO 3aKynKaMm.
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MCO 9004:2000 Cuctembl MeHeAXXMeHTa KayecTBa. PekoMeHaaUMM No ynyulleHMIO geATenb- '
HOCTHU

7.4 3akynkm

1
1
1
1
1
:
1
' 7.4.1 Mpouecc 3aKynox
' Bbicluemy pykoBOACTBY OpraHu3aummn cnegyet obecneunBaTtb onpeaeneHne U BHeApeHue peaynbTa-
! TUBHbIX M 3hPEKTMBHBIX NPOLIECCOB 3aKyNOK AN OLEeHKU 1 YNPaBneHna 3aKynneHHoM NpoayKLUMei ¢ TeM, H4To-
| 6bl OHa yOBNETBOPANa NOTPeBHOCTAM 1 TPeBOBaHMAM OpraHn3aLK, a TaKKE 3a1HTEPECOBaHHbIX CTOPOH.
! C uenblo oNTMMM3auMmn MHOPMMPOBaHUA O TpeboBaHMAX HEO6XOANUMO PAcCCMOTPETL UCMONb30BaHNe
| AMEKTPOHHOM CBA3M C NOCTaBLUVKaMM.
! Onsa pesynbTaTtMBHON N 3 heKTUBHON AEATENBHOCTN OPraHN3aLnm pyKOBOACTBY CreayeT BKMIOYUTL B
1 IPOLECChI 3aKyrnok:
| - CBOEBpPEMEHHOE, pe3ynbTaTMBHOE U TOYHOE onpeaeneHne noTpebHocTen n TpeGoBaHUI K 3aKynae-
| MOVt NPOAYKLNK;
| - OLLeHKY CTOMMOCTM 3aKynaemomn NpoayKLMN C Y4ETOM XapakTePUCTMK MPOAYKLUM, LEHBI N MOCTABKK;
| - NOTPebHOCTL OpraHn3aLmMn 1 KpUTEepMN BepuUrKaLmmn 3aKynneHHoN NPoaAYKLMMK;
' - YHMKanbHble NPOLECChl MOCTaBLUNKOB;
! - ynpaBneHne KOHTPaKTOM MPUMEHNTENBHO K MEPOMNPUATUAM KakK NMOCTaBLUMKA, TaK U NapPTHEPOB;
! - FTaPaHTMIHYIO 3aMEHY HECOOTBETCTBYIOLLEN 3aKyNNeHHON NPOAYKLWK;
! - Tpe6oBaHNS K MaTEPUanbHO-TEXHNYECKOMY O6ecneyeHmio;
! - NAGHTUUKALMIO N MPOCNEXNBAEMOCTb NPOAYKLMMK;
! - COXpaHeHvie NPoAYKLUMHK;
! - BOKYMEHTaLMIo, BKMoYas 3anncu;
! - ynpaeneHue 3akyrnneHHoM NpoayKumnen, MMeIoLLEen OTKNOHEHNS OT TpeboBaHui;
' - BOCTYN Ha NpeanpuaTUA NOCTaBLLVIKa;
| - cBEeHNA O NOoCTaBke NPOAYKLUN, MOHTaXe NN NPpUMEHEHNW;
| - pa3BUTHE NOCTABLLMKOB;
| - onpepeneHne N yMeHbLUEHUE PUCKOB, CBA3AHHBIX C 3aKYNNEHHON NPOAYKLUMEN.
| TpeboBaHWA K NPOAYKLMM NOCTABLUMKa M €70 NpoLieccaM cnegyeT pa3pabaTbiBaTb BMECTE CNOCTaBLUM- 1
| KaMW, U3BNEKas BLIFOAY U3 3HAHWIN ITUX NOCTABLLIMKOB. OpraH13aLms MOrna Gbi Taloke BOBMEKaTh NOCTABILM- |
1 KOB B MPOLLECC 3aKYNOK NX NPOAYKLUMM ANA NOBLILIEHUA Pe3yNbTaTMBHOCTU U 3(H(hEKTUBHOCTM NPOLIECCa |
| 33KyNOK OPraHM13aLmn. 3To MOrNO Bkl Takke MOMOYb OPraHM3aLMK B YNPaBNEHNN N 0GeCrieHeHnn Hanuums ee |
1 3aNacos.. :
OpraHu3aummn Heo6xoaNMO ONpPeaenuTL NOTPEBHOCTL B 3aNMGAX, KACAIOLLIMXCA BEPUMKALINN, MHGOP- |
MMPOBaHWA 1 PearvpoBaHnsA Ha HeCOOTBETCTBMA NPOAYKLIMM C LIEMbIO NOATBEPKAESHNA CBOEro COBCTBEHHOTO |
COOTBETCTBUA TPEGOBaHUAM.
7.4.2 TMpouecc ynpaBneHuA nocraBluKamMm
OpraHunzauun cnegyet paspaboTtaTb pe3ynbTatuBHblie M 3deKTUBHbIE NPOLLECCHI onpeaeneHus :
OTeHUManbHbIX UCTOYHMKOB AN 3aKynaeMbliX MaTepuarnos C Lienbio PpasBuTUA UMEIOWNXCA NOCTaBLLNKOB 1
NV NapTHEPOB W OLLEHKN MX CNOCOBHOCTEeN NocTaBnsATb Tpebyemylo npoaykumio, 4Tobbl obecneumBaTb |
€3YNbTaTUBHOCTb N 3(P(HEKTUBHOCTL MPOLIECCOB 3aKYMNOK B LIENOM.
Mpumepbl BXOA0B ANA NpoLEecca ynpaBneHns NoCTaBLUMKaMM:
- OLeHKa COOTBETCTBYIOLLEro ONnbITa;
- AEATENbHOCTb NOCTABLUMKOB B CPAaBHEHWUN C AEATENBHOCTbLIO KOHKYPEHTOB;
- aHanNu3 Ka4eCcTBa 3aKynneHHON NPOAYKLWK, LIEHbI, OCYLLIECTBNEHUA NOCTAaBKWU U pearnpoBaHna Ha Npo-
6nems!;
- ayAuTbl CUCTEM MEHEXKMEHTa NOCTaBLUMKOB M OLLEHKa MX NOTEHLManNbHON CNocoBHOCTU obecneyn-
BaTb NoTpebuTenen Heo6xoaMMoNn npoaykumen pe3ynbTaTMBHO, 3h(EKTUBHO U B COOTBETCTBUM C rpadm-
KOM;
-~ KOHTPONNPOBaHUE CBEAEHUI N UMEIOLLIMXCA AaHHbIX MOCTaBLUuKa 06 ynoBNETBOPEHHOCTN NOTpetu-

T =1

- (hMHaHCoBaA oLeHKa obecneveHuns KM3HeCNoCOBHOCTU NOCTABLLUMKOB B TeHYEHNE NPeanonaraeMoro
nepuona NoCTaBkn U COTPYAHNYECTBA;

- pearnposaHue NOCTABLLMKOB Ha 3anpoChl, KOTUPOBKM U y4acTUE B TeHaepax;

- BO3MOXHOCTU 00CNYy>XMBaHUS, MOHTaXa M NOAAEPXKKU CO CTOPOHbI NOCTaBLUMKOB M NpeabiCTOpUA
paboTbl B COOTBETCTBUM C TPEGOBaAHMAMM;
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1 1
' - 0CBEAOMIIEHHOCTb NOCTaBLLMKOB U COOTBETCTBUE NPUMEHUMBIM 3aKOHOAATENbHLIM U APYrvM 06A3a- |
! TEéNbHLIM TPeboBaHUAM;

' - BO3MOXXHOCTN MaTepuasnibHO-TEXHU4ECKOro obecneyeHns co CTOPOHbI NOCTABLLUMKOB, BKINOYasa MECTO-
' HAXOXAEHME N pecypebl;

]

1

1

1

1

- NONOXEHWE U Porb NOCTaBLLMKA B COOOLLECTBE, a TaKXKe ero BOCNpUATUE OGLLECTBOM.
PykoBoacTBy HE06X0ANMO paccMOTPETb AeUCTBUA, TPpebylowmeca Ana noaaepxaHnsa paboTbl opraHu-!
' 3aLM U YOBNETBOPEHMS 3aMHTEPECOBAHHBIX CTOPOH B CIy4a€ HEBLINONHEHNA TPeBGOBaHWIA NOCTaBLIMKaMK. -

7.5 MpounsBoacTBO M 0GCNyXUBaHue

7.5.1 YnpaBneHue Nnpon3BoACTBOM M 06CnyXuBaHueM B 06pa3oBaTeNbHOM y4YpeXaeHNN

Bbicwee pykoBOACTBO (PYKOBOAMTENW, AMPEKTOPA, AeKaHbl (hakynbTeToB, NPOPEKTOPLI, PEKTOPHLI,
BULEe-NPe3NAEHTHI, NPe3MAeHTbI) B COTPYAHMYECTBE C NpenoaaBaTensiMm A0MKHbI MAEHTM(OULMPOBATL TEMBI,
npeameTbl U MeToAbl 0GYHEeHNS, KOTOPbIE AOMKHbI GbITb COTMNacoBaHbl ¢ LeNAMN OBYYeHUA.

O6pasoBaTtenbHoe yupexaeHne nomkHO obecneynTb ynpasneHve npoueccamun. [ina atoro obpasoBa-
TENbHOE yYpexXaeHUEe AOMKHO ONPEAENUTL NPOLIECCHI, ABNAIOLLMECH YACTbIO y4eGHOro NPOLEecca, Takme Kak:

- oT6Op M 3auncneHne oby4aloLMNXCS;

- cocTaBneHune y4ebHbIX NNaHOB NO PasnNUYHbLIM NpeaMeTam;

- pa3paboTka NepeyHs Kypcos;

- pacnpegeneHne y4ebHOM Harpysku;

- 06ecneyeHme 06yHaoWMXCa MeETOANYECKUMN NOCOOMAMM NO paboTe B NAGOPATOPUAX N MACTEPCKUX;

- pacnpegeneHune pecypcos, HeOGXOAUMbIX NS NPOBeAEHNS 0DY4eHUA BHe TeppUTOpun obpasoBartenb-
HOIO yupexaeHns;

- paspaboTka y4ebHbIX MaTepnanos No Kypcy;

- YCTAHOBMEHNE METOAOB NPOBEPKU akageMU1eCKoN yCneBaeMoCTy;

- pacnpeneneHne ayautopuii, nabopatopuii, Mactepckux, bubnuorek n r.a.;

- 06y4eHNe N KOHCYNbTUPOBaHME MO NPOMECCUOHANBHBIM HaNpPaBNeHNAM.

Ecnn ycnoeua foroeopa TpebyloT noaaepxkm obydalowmxcs nocne 3aBeplueHns MMM NPorpamMmbi
0byyeHus, 06pasoBaTenbHoOe yUpexaeHne AOMKHO ONpeaenuTb, KakuM 06pa3oM Takas nogaepkka 6yneT oka-
3bIBaTbCA U Kak ByaeT NPoBOAUTLCS €€ MOHUTOPWHT.

Heo6x0anMo oLEeHUTb NPUFOAHOCTDL, 3HAHWSA, HaBbIKWM U CMOCOGHOCTM abUTYPUEHTOB ANs TOrO, YTOOLI
06yyeHue 6bino NPoBeAEHO Ha COOTBETCTBYIOLLEM YPOBHE U B COOTBETCTBYIOLLEM TeMne. Peknama, 6poLutopbl
Kypca un apyrme n3aaHna, BbinylweHHbIe 06paSOBaTeJ‘IbeIM yypexgeHneMm, JOMKHbl ACHO ONUCbiBaTb B3anMOo-
CBA3b NpeaLlecTsyioLlero o6pasoBaHns 1 onbiTa oby4alolmxca ¢ TpeboBaHnamm kK obydeHmio. OTcyTcTBUe
onpeaeneHHbIX BCTYNUTENbHLIX TpeGoBaHWi He 0cBOGOXAAeT obpa3oBaTenbHOE yypexaeHne OT OLEHKU
nHanBnayanbHbIX nOTpeGHOCTeVI 06yqa+ou.|mxcn. 3Ta OLEeHKa no3BonaeT y4ecTb nHauBmayanbHble nOTpeG—
HOCTM 0By4aloLwmxca Npy paspaboTke npouecca obyyeHus.

B 06pa3oBaTenbHbIX yupexaeHnsax AomkHa GblTb co3aaHa 6a3a AaHHbIX ANsS naeHTUdhUKaLMmM AeCTBYI0-
LEen CUCTEMbI OBYYEHUSA, KOTOPAA MOXET BKMOYaTh B ce6s:

- 3anu1cy (0T4eTbl) 06yYaIoLWMXCA NO KYPCY;

- Nporpammy Kypca;

- CnnNCoK rpynn 06y‘-IaIOLL|VIXCF|;

- y‘-le6Hl/IKVl n apyrne n3gaHuma;

- CNMCOK NpenoaaBaTenen;

- y4eBGHO-MEeTOAMYECKNE MaTepmransl;

- TpebyeMble 3HaHMS UMK OMbIT (YTO YMECTHO).

7.5.2 BanupauuanpoueccoB Npon3BOACTBa M 06cnyXMBaHUA B 06pa3oBaTeNbHOM yUpexaeHuun

OTOT NYHKT fOMKEH ObITb NPYMEHEeH NP MOHUTOPUHIE N n3MepeHn 06pa3oBaTernbHbIX yCMYr, eCNY OHK
He MOryT 6biTb BbINOMHEHbI, Kak onmcaHo B 8.2.3.

Bannpaums npoueccoB 0Gy4eHUs JOMKHA BKMOYaTh B ce65, N0 Mepe Heo6x0aAMMOCTH, BanuaaLmio:

- NPOEKTUPOBAHNA U pPa3paboTKM (COCTaBNEHUs) y4eBHbIX NNaHOB UMW NPOrPaMMm;

- o6opyaoBaHus 1 kKBanumKaumMmn npenogasaTtenew;

- AOKYMEHTOB, MOATBEPXAAIOLUMX YCNeBAEMOCTb (HanpuMep, 3a4eTHbIX KHUXKEK) N 9K3aMeHaLMOHHbIX
BEOOMOCTEMN;

- 3anucei 6asbl AaHHbIX;

- NEPUOANYHOCTU NOBTOPHbIX BanMaaLui.
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ycnoeusx. yl'lpaB.l'lﬂeMble ycnoBua OOMKHbI BKNOYaTb TaM, rae 3To NpUMeHnMo:

KOTOPbIX He MOFYT GbiTb BEPUMULMPOBaHbI NOCNEAYIOLMM MOHUTOPUHIOM UMW U3MEPEHNAMU. K HUM OTHO-
CATCA BCE NPOLLECCHI, HEAOCTATKN KOTOPbIX CTAHOBATCS QUEBUAHBIMM TOMLKO MOCTE Havana NCnonb30BaHns
NPOAYKLMW UNu nocne npeaocTaBneHns ycnyru.

HbIX Pe3ynbTaToB.

MUCO 9001:2000 CucTteMbl MeHem)KMeHTa KauyecTBa. TpeGoBaHusA
7.5 MNMpousBoacTBO M 06CNyXUBaHne

7.5.1 YnpaBneHve Npou3BoACTBOM U 0GCyXKUBaHUEM
OpraHmsa uma OOJHKHA NNaHWUpoBaTb U obecneunBaTtb npon3BoacTBoO N OﬁCﬂy)Kl/IBaHVIe B ynpaBnaeMbIx

a) HanuMyne HoPMaLMKM, ONUCHIBAIOLLEN XaPaKTEPUCTUKN NPOAYKLMN;

b) Hannune pabounx MHCTPYKLUMIA B CNyYae HEOBX0ANMOCTH;

C) NpMMeHeHWe noaxoasLlero 06opyaoBaHUs;

d) Hanuune n NPUMEHeHNe KOHTPOSbHbLIX M U3MEPUTENbHLIX NPMBOPOB;

€) NpoBeAeHVNEe MOHUTOPUHIA U N3MEPEHUI;

f) ocywecTBneHne Bbinycka, NOCTaBkK M AENCTBUI NOCNE NOCTaBKW NPOAYKLWMN,

7.5.2 Bannaauma npoueccoB Npou3BoAcTBa U 06CNYXNMBaHUA

OpraHunaaums fomkHa BanMaupoBaTb BCE MPOLLECCHl NPOM3BOACTBA U 0BCNYXMBaHUSA, pe3ynbTaTbl

Bannpaums ponxHa npoaAEeMOHCTPUpOBaThb CMOCOBGHOCTbL 3THX npoueccoB 4OCTUraTb 3annaHnpoBaH-

OpraHun3aaums nonmkHa pa3paboTaTb Mepbl Mo 3TUM NPOLLECCaM, B TOM YKCNEe TaM, FAE 3TO MPUMEHUMO:
a) onpeneneHHble KPUTEPUUN ANA aHaNU3a U YTBEPXKAEHUS NPOLLECCOB;

b) yTBEp)aeHWe COOTBETCTBYIOLLErO 060PYA0BaHVA U KBanNMMKaLmm NepcoHana;

C) NPUMEHEHNE KOHKPETHLIX METOAOB W NPOLEaYp;

d) TpeboBaHuA Kk 3anncam (4.2.4);

€) NOBTOPHYIO Banuaauuio.

HOro LUMKna npoaykunn ana JoCTXeHUa COOTBETCTBUA TpeGOBaHWi-IM u obecneyeHns BbIron 3anHTepeco-
BaHHbIM CTOPOHAaM.

JKN3HEHHOro UMKNa NpoaykKumm n COOTBETCTBYHOLLUMX BCAOMOratenbHbiX NPOoUeccoB, TAKNX KakK:

7.5 Onepauuu nNo NPOon3BOACTBY U OGCNYXUBaHUIO

7.5.1 Onepauumn ¥ Npouecchl )M3HEHHOrO LUKNa NPOAYKLUK
BbiclUee pyKOBOACTBO OPraHU3aL/mm He AOMKHO OrpaHNIMBaTLCA YNPaBAeHNEM NPOLIECCaMM XNSHEH-

3TOro MOXXHO AOGUTLCA NOCPEACTBOM YNYYLUEHUS Pe3yNbTaTUBHOCTN N 3(h(EKTMBHOCTU NPOLIECCOB

- COKpalLieHe HEMPONU3BOANUTENbHbIX PACXOA0B;
- NoAroToBKa pabOTHVKOB;

- 06MeH nHdopmaLmen 1 ee perncTpaums;

- pa3BUTME BO3MOXHOCTEN NOCTABLLMKOB;

- yny4LieHne NHPPaCTPYKTYpPbI;

- NpeaynpexaeHne npobnem;

- MeToabl 06paboTKM U BO3MOXHOCTM NPOLLECCa;
- MeToAbl MOHUTOPWHIA.

7.5.3 UpenTndmnkaumna n npocrnexmBaeMocTb B 06pa3oBaTenbHOM yupexaeHun
O6pa3zoBaTtenbHoe yupexaeHne JOMKHO 06ecnedunTb MAEHTUMKALMIO U MPOCNEXNBAEMOCTL UCNONb3Y-

emomn VIHCbOpMaLI.VIM. M,D,eHTMd)MKaLWIH U NpocnexXmBaeMoCTb AONXKHbI OXBaTbIBaTb:

- Wndbpbl y4ebHbIX NPorpamMMm, KypcoB, cneLmnanbHOCTel;

- 3anvcy No naeHTUdMKaLnM oby4atoLLUXCS;

- pacnucaHve 3aHATUI;

- y4eBHUKM/MaTepuransl Nnekuun (y4ebHble maTepuans);

- naGopaTopHoe 06opyaoBaHueE;

- ALOrOBOpPbI HAa HAay4YHO-UCCNEeaoBaTENbCKYI0 AEATENbHOCTD.

[JaHHble TeKyLLEero MOHMTOPWHIa U ycneBaeMocTh oBy4atoLmxcs/rpynn AoMmKHbI GbiTb MAEHTUGNLMPO-

BaHbl N 33PErnMcTPpPOBaHbI.

38



FOCT P 52614.2—2006

MUCO 9001:2000 CucteMbl MeHemKMeHTa Ka4yecTBa. TpeboBaHusA
7.5.3 UpeHTtuchmkauma n npocnexmBaeMocTb

Ecnu aTo uenecooGpasHo, opraHn3aums A0MKHa MAeHTUOULMPOBaTL NPOAYKLMIO NPU MOMOLLM COOT-
BETCTBYIOLLMX CPEACTB Ha BCEX CTaAMAX €6 XM3HEHHOTO LyKna.

OpraHun3zauma A0MKHa MASHTUPULMPOBATL CTATYC NPOAYKLIMM NO OTHOLLEHWMIO K TPeBGOBaHVSM MOHUTO-
pVHra n U3MepeHni.

Ecnun npocnexvBaemocTb sBnseTca TpeboBaHneM, TO OpraHn3aumns AoMmxHa ynpaBnaTb obecneynBa-
IoLLIeV peann3aumnio AaHHOW Lenn naeHTudmKaumen NpoayKLun 1 perncTpuposatsb ee (4.2.4).

n pnMmevyaHne — B page 0Tpacnel71 APOMBILLUNEHHOCTUN MEHEXKMEHT KOHCerypaLLMM ABNAETCA CPeaAcTsoM, C

MOMOLLIbIO KOTOPOro NOAAEPKMBAIOTCA MAEHTUUKALMA N NPOCNEXNBAEMOCTb. Bonpockl MeHeKMeEHTa KOHcUrypaLmm
oTpaxeHsbl B ICO 10007.

HOCTH
7.5.2 UpeHTucbmkauma m npocnexmBaeMocCTb

1
1
1
1
1
1
i
i C uenbto cbopa AaHHbIX, KOTOPbIE MOXHO MCNONb30BAaTL ANA YNYYLIEHWUA, OPraHn3aLua MOXeT paspa-
1 6OTaTh NPOLIECC MAEGHTUDVKALMM N NPOCTIEXMBAHNSA, BbIXOAALUMIA 38 PaMKMN TPeGOoBaHMiA.
: MoTpeBHOCTb B MAEHTUUKALMMN 1 NPOCIIEXMBAEMOCTN MOXET UCXOAUTD U3:
' - cTatyca npoaykumm, B TOM Y1cre ctaTyca AeTanei cepuiHoro Nnpou3BoaAcCTBa;
H - cTatyca v BO3MOXHOCTEN NPOLECCOB;

! - A@HHBIX MO CPABHEHMIO C NYYLUMMUN OOCTWXKEHVUAMM, HanpyUMep pe3ynbTaToB MapKETUHIOBLIX Uccne-
! noBaHWI;

! - KOHTPAKTHbIX TPebOBaHUI, TAKUX Kak BO3MOXHOCTb OT3bIBa NPOAYKLNK;

! - COOTBETCTBYIOLLMX 3aKOHoAaTeNbHbIX U Apyrnx obasatenbHbiX TpeGoBaHwuii;

! - NpeanonaraemMoro UCNonb30BaHNUA UNN NPUMEHEHNS;

! - ONacHbIX MaTepnanos;

__ __IYMEHBUIGHNA WISHTUDNUMPOBAHHLIX PUOKOB.

7.5.4 Co6CTBEHHOCTL NOTpebUuTENA B 06pa3oBaTenLHOM YUpeXaeHun

B o6pasosaTtensHOM yypexneHn cobcTBeHHOCTb NoTpebutena*/obyyaloLieroca obecneveHa BCTynu-
TenbHbIM B3HOCOM (onnaTtoi). COGCTBEHHOCTL BHOCAT NMPU NOCTYMAEHUW, NMPY NPOMIOHraLMmM NOCTYNNEHNA U B
nepuog 06yyeHns. [JokyMeHTbl, ABNsowmMecs COBCTBEHHOCTBLIO NOTPebuTens, BKNoUaloT B ce6a (HO He orpa-
HUYEHbI CrneayWnM NepevHeM):

- NOKYMEHTbI, CAaHHble OOy4alolmMMCs, Takme KaK YAOCTOBEPEHUs, OUMIOMbl NPeabiayLWmnX YPOBHEN
06paszoBaHus, NUYHbIE AOKYMEHTHI (CBMAETENbLCTBO O POXAEHWUM, NAcNopT) M Apyrme NoAobHbIe AOKYMEHTD;

- cornalieHna 06 MHTeNNeKTyansLHoN COBCTBEHHOCTH;

- MeAULIMHCKNE CNPaBKW, CBUAETENLCTBA U yAOCTOBEPEHMUS, NONyYEHHbIe 0ByYaloWMMCA B NpoLecce
06yueHus;

- 3K3aMeHaUMOHHbIEe PaBoTbl, TECTbI M NPOBEPOYHBIE NUCTDLI, 3aNONHEHHbIE 0ByYaloWMMCS;

- 3aKniounTenbHble paboTel (Hanpumep, AMNNOMHas paboTa), onbiTHbIE 0OpasLbl U Ap.;

- 3a9BMeHNA NN AOKYMEHTbI, 3aMONMHEHHbIe 0BY4aOLLIMMCA NPU NOCTYNNEHUM MKW NPOFOHraLWN NOCTY M-
neHns;

- OTYeTbl U AOKYMEeHTbl 06 akagemMuieckon ycnesaeMocTn oby4aiolerocs (MCTopus obyyeHuns);

- cobcTBeHHOe obopynoBaHue oby4atoLleroca /noTpebutens;

- cpeacTBa 06CNYXMBaHUA ANS KYPCOB, HAXOAALWMXCA B NOMeLleHnn noTpedutens.

CobCTBEHHOCTL NOTPEeOUTENA BKMNIOYaET B Ce6: yueBbHMKN, yuebHble Nocobus, coumonornieckme nccne-
noBaHnsA, HopMaLmio 06 0cobbix ycnoBusix 06pasoBaHnsA, KOMNbIOTEPDLI, NPOrpaMMHoe obecneyeHne, Xyao-
XECTBEHHble pacxofHble MaTepuanbl WUNKU cpeacTea obCNyXXuMBaHWA, NPUODPETEHHbIE KOMMNAHMAMM,
3aKasaBLUMMK 0ByUeHre ANA cnyXalmx. [INA BbILEYNOMAHYTHIX 3aKyNNEHHbIX MAaTEPUAnoB MOTyT ObITb ycTa-
HOBMEHbI CTaHAAPTHI U/MNKN TeXHMYeckne TpeGoBaHUA ANa obecneyYeHna NPUroOaHOCTN NCMOMNb30BaHNA UX B
o6y4yeHun.

* [pasa Ha uHMesnnekMyansHy cobCMeeHHOCMb, BKITIOYEHHYIO 8 COGCMBEHHOCMb Tompebumens, pegynupyom-
cs delicmeyiowumM ronoxeHuem 06 uHmennekmyanbHol co6cmeeHHocMU.
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UCO 9001:2000 Cuctembl MeHem)KMeHTa KauecTBa. TpeGoBaHua

7.5.4 Co6¢cTBEHHOCTb NoTpebuTenen

OpraHn3auma AOMKHa NposBnATb 3a60Ty 0 COBCTBEHHOCTV NOTPE6UTENs, NoKa OHa HaxoauTCca noa,
ynpasneHneM opraHnsauyum unm ucnonbayetca eto. OpraHnsauma A0MKHa nAeHTMHULNMPOBaTL, BepnpuLm-
poBaTb, 3aLWMLLATL M COXPaHATL COBCTBEHHOCTL NOTPEOUTENSN, NPEAOCTaBNEHHYIO AN UCMONb30BaHNSA UK
BKNIOYEHNA B Npoaykumio. Ecnmn cobcTBEHHOCTL NOTPebUTENs yTepaHa, NoBpeXaeHa Ny NpusHaHa Henpu-
rogHoIN ANs UCnonb3oBaHus, NoTpebutens AomkeH ObiTb 06 3TOM U3BELLEH, a 3anUcK AOMKHbLI NOAAEPKU-
BaTbCA B paboyeM cocTosiHun (4.2.4).

MpumeyaHune— CoBCTBEHHOCTb NOTPEBUTENs MOXET BKMIOYaTh B cebs UHTennekTyanbHyl coBCTBeH-
HOCTb.

MCO 9004:2000 CucteMbl MeHeHKMeHTa KayecTBa. PekomeHAaL MK No yny4lweHUo aenaTenb- |
HOCTH

7.5.3 Co6cTBEHHOCTL NoTpebuTenen

Oprannsaumm Heo6xoauMo MAEHTUULMPOBATL OTBETCTBEHHOCTb B OTHOLLUEHUM COGCTBEHHOCTM M
ApYrux aKkTMBOB, MPUHaANEXaLUMX NoTPEGUTENAM N APYrMM 3aMHTEPECOBaHHLIM CTOPOHAM M HaXOASALMXCS
noA ee ynpaeneHneM, C LENbIO 3aLUMTbl LLEHHOCTN COBCTBEHHOCTW.

Mprmepbl cobcTBEHHOCTHN NOTpebuTeneii:

- COCTaBHbl€ 4aCTN UMM KOMMNOHEHTbI, NOCTaBMNEHHble AN BKNIOYEHNA B NPOAYKLMIO;

- NPOAYKUMA, MOCTaBNEHHAsA ANA PEMOHTA, TEXHNYECKOro 06CNYXMBaHUA M PEMOHTA UK MOAEPHU3A-
umu;

- YNaKOBOYHble MaTepnanbl, NOCTaBMNeHHblE HENOCPEACTBEHHO NOTpebuTenamn;

- MaTepuanbl noTpebutenen, NpeaHasHaYeHHbIe AN onepaLuiA No YCnyramM, TakuM Kak XpaHeHue;

- yCnyru, NpeaocTaBneHHbIe OT UMEHN NOTPebuTenen, Takne Kak TPaHCNOpTUPOBaHME COGCTBEHHOCTH
noTpebutenei TpeTben CTOPOHE;

- UIHTENNeKTyanbHasa co6CTBEHHOCTL NOTpebuTenen, BKkNoYaa cneumudmkaummn, YepTexm n nigopma-

7.5.5 CoxpaHeHune COOTBETCTBMUA YCNyru B 06pa3oBaTeNbHOM YUPEXAECHUN

Ob6pa3zosaTtenbHoe yupexaeHne AOMKHO 06ecne nTb COXPaHHOCTb YHEeGHON AOKYMEHTaLMM, TaKoW Kak
y4e6Hble NNaHbl U NPOrPamMMmbl, NeYaTHbLIE UMK ANEKTPOHHbIE MaTepuanb! (KHUMM, KypcoBblie y4ebHble MaTepua-
Nbl, MBrHUTHbIE NN ONTUYECKNE AUCKWN, KOMMbIOTEPHBbIE NPOrpaMmbi, hannsl n 1.4.).

[na uenen npenoaaBaHUA NN HAYYHO-MCCNEAOBATENLCKMX PAaGoT TaKKe MOXXHO COXPaHATb BCNIOMOra-
TenbHble MaTepuansl ¢ y4eTOM cobnioaeHus Cpoka roaHOCTH, UCNONb3yeMble AN NpoBeAeHUs y4e6GHbIX U 9KC-
neprYMEHTanNbHbIX NPOLLECCOB, BKMOYas, HanpruMep, XMMUKaTbl A4na nabopaTtopuii, cbipbe nnvnonydabpukaTtbl
AN 3KCNEPUMEHTaNbHbIX MACTEPCKUX.

Hactoswee tpeboBanHne NCO 9001, npuMeHeHUe KOTOPOTO MOXET HOCUTb OrpaHUYEHHBIN XapakTep,
BKIoYaeT B ce6a METOANKN MOCTABKK, MaTepuansl, KOTOpble AOMKHbI ObiTb NPeaocTaeneHbl 0byyaloLweMycs, n
obopynoBaHune, KOTOPOE AOMKHO OblTb OCTYNHO (HAaNPUMeEP, BUAEONEHTHI), U T.4. OBy4aloLummes, NPOXnBato-
WKMM B OBLLEXUTMK, OOMXKHbI ObiTb Takke NpeaocTaBrneHbl 00a3aTenbHbie YCNYrM, Takue Kak MeauLMHCKOe
obcnyxunBaHne, KOHCYNbTUPOBaHUE, 0becneveHne NMUHON 6e30NacHOCTH, Xunnnowaaw, ycnyrm no obecne-
YEeHWIo NPOAOBONLCTBMEM U T.4.

MUCO 9001:2000 CucteMbl MeHemXMeHTa kayecTBa. Tpe6GoBaHuA

7.5.5 CoxpaHeHue COOTBETCTBUA NPOAYKLMUMN

OpraHn3sauma oMKHa COXPaHATb COOTBETCTBUE NPOAYKLMKM B XOAE BHYTPeHHen 06paboTkv 1 B Npo-
Liecce MOCTaBKM K MECTY HasHayeHUs. OTO COXPaHeHWe AOMKHO BKMOYaTb MAEHTU(UKALMIO, NOrpy3ou-
HO-pa3rpy3ovHble paboTbl, yNakoBKy, XpaHeHune u 3almnty. CoxpaHeHne AOMKHO Takke NPUMEHATLCS U K
COCTaBHbIM 4acTAM NPOAYKUMN.
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MUCO 9004:2000 CucteMbl MeHeKMEHTa KayecTBa. PekoMeHgaumm no ynyulieHmio geAatenb-
HOCTH

1
1
1
1
E 7.5.4 CoxpaHeHue COOTBETCTBUA NPOAYKLIUKN

v PykoBoacTBy cneayeT onpeaennTb U BHEAPUTL NPOLIECCHI NOrPY304HO-PAa3rpy304HbIX paboT, ynakos-
1 KN, XpaHEHNs,, KOHCEPBALMM 1 NOCTaBKN NPOAYKLMM ANS NPeAOTBPALLEHNA NOBPEXAEHMS, yXY/LIEHNS COCTO-
:

1

1

1

1

1

1

SAHUSA UM HENPaBUMNBLHOIO MCNOMbL30BAHNA B XOAE BHYTPEeHHel 06paBGoTkM M OKOHYATENbHON MOCTABKM |
npoaykuuu. PyKoBOACTBY HEOGXOAUMO BOBEYb NOCTABLLVMKOB M NapTHEPOB B ONpeaerneHne N BHeapeHue .
pe3ynbTaTMBHBLIX U 3 PEKTUBHBLIX NPOLLECCOB 3aLLUMThI 3aKyNneHHbIX MaTepranos. :
PykoBOACTBY criefiyeT paccMOTPeTb HEOBXOANMOCTL B MOBLIX CrieunanbHbIX Tpe6oBaHUAX, BLITEKalo- |
1 LUMX U3 XapakTepa npoaykumn. CneynanbHble TPEG0BaHUA MOTYT GbiTb CBA3aHbI C MPOrPaMMHLIMU U 3MeX- |
| TPOHHBIMU CPEACTBaMU, ONACHLIMW MaTepranamu, NpoayKUmeit, TpebytoLLen cneumarbHOro nepcoHana ans | ]
' ! 0GCNYXMBAHUS,, MOHTaXa UNWU NPUMEHEHNA, a Takke NPOAYKUMEN MM MaTepuanamu, SBNAIOWMMUCS !
: YHMKaMNbHBIMU UMW HE3aMEHVMbIMY.
' PykosoacTsy crienyeT onpeaeniTb pecypcebl, Heo6xoanMbIe Nst NoaAepXkaHNs B pabouem COCTORHUM |
! NPOAYKLMM B TEYEHNE €€ XMZHEHHOTO LMKNa ANA NPeaynpexaeHNs NOBPEXAeHNA, NPy unm Henpasnnbno-
- romcnosb3oBaHusa. OpraHn3aums coobLae T BOBNEYEHHbIM 3aMHTEPECOBAHHBIM CTOPOHaM HEOPMaLIO Mo -
:pecypcaM 1 MeToaaM, TpeGYIOLWMUMCA ANA COXPaHEHUA NpeanonaraeMoro UCMoNb3OBaHWUA NPOAYKUNN B|
1 TEYEHME BCETO €€ XM3HEHHOTO LMKna. .

7.6 YnpaBneHue yCTPOMCTBaMM ANA MOHUTOPUHIa U U3MEPEHUN B 06pa3oBaTeNLHOM yypexae-
HMMN

[ina o6ecneyeHnn COOTBETCTBUA M3MEPEHWIT YCTAHOBMNEHHBIM TPEGOBAHMAM, @ TaKKe UX HaAeXHOCTU U
NPUroAHOCTU CUCTEMA N3MEPEHNII AOMKHA GbiTb BaNMANPOBaHa.

B npouecce 00y4eHns B COOTBETCTBUM C Y4E€GHLIM NNAHOM [OMKHbI GbiTh BbINOMHEHBI MOHUTOPUHT U
nsmepeHns. OHM MOTYT OXBaTbIBaTb TEMbI M HanNpasneHna paboT oByyalomxcs, 3anucy 06 oLeHKe NepcoHa-
na, oLEeHKM KOHCMEKTOB YY4eGHbIX KypcOB, COBnioaeHne NpenoaaBaTensmMm y4eGHbIX NNaHOB U 3aKNIoUNTENb-
Hbl€ 9K3aMeHb!.

Ecnu KOHTPONb 32 AEATENBHOCTHIO AUNNOMUPOBAHHbLIX CMELUaNMCTOB BbIABUN AONYLUEHHbIE OWNGKN B
npouecce 0Gy4eHus, 0Gpa3oBaTensHOe YUpEXaeHNe MOXET NPEAOCTaBUTb BO3MOXHOCTb O0Y4aIoLLMMCS NPoi-
TV [ONOMHUTENBHOE 0BYYEHME, KOPPEKTMPYIOLLEE BLISIBMNEHHbIE HEAOCTATKM.

MUCO 9001:2000 CuctemMbl MeHem)KMeHTa KauecTBa. TpeGoBaHua
7.6 YnpaBneHue yCTpoMCTBaMU AN MOHMTOPUHIA U U3MEepeHnn*

OpraHunsaums foMmKHa onpeaenvTb MOHUTOPUHT U U3MEPEHNS, KOTOPblE NPEACTOUT OCYLLECTBNATDL, a
TaKxXe yCTPOWCTBA ANA MOHWTOPUHIa N U3MepeHns, Heobxoanmble ANa obecneveHna cBMAETENbLCTBA COOT-
BETCTBUS NPOAYKLWM YCTAHOBNEHHbIM TpeboBaHusam (7.2.1).

OpraHnsauma oomkHa UMEeTb NpoLiecchl Ana 0becneveHnsa Toro, 4To6bI MOHUTOPUHT U N3MEPEHNA MOT-
11 6bITb BbINONHEHbI U B AENCTBUTENbHOCTM BbINONHANWCH B COOTBETCTBMN C TPEGOBaHUAMMN K HUM.

Tam, rae HeobxoanMo obecneyrBaTb MEIOLLUE 3aKOHHYIO CUNY Pe3ynbTaThl, U3MepuUTenbHoe 060py-
AoBaHWe AOMKHO GbIThb:

a) oTkanMBpoBaHO MMM NOBEPEHO B YCTAaHOBMEHHbIE NEPNOALI UNW Nepea ero NnpuMeHeHnem no o6pas-
LIOBbIM 3TanoHaM, nepeaiownm pa3mepbl eQUHULL B CPaBHEHUN C MEXAYHAPOAHBIMN NN HALMOHANBbHLIMU
3TanoHamu. [Mpy OTCYTCTBUM TakMX STANoHOB 6a3a, MCNonNb3oBaHHaA ANA KanubPOBKU NW NOBEPKK, AOIKHA
6bITb 3aperucTpPUpoBaHa;

b) oTperynupoBaHo nnu NOBTOPHO OTPErYNNPOBaHO MO Mepe HeOBX0aUMOCTH;

C) MAEHTUMLIMPOBAHO C LeNblo YCTAaHOBMNEHUA CTaTyca Kanuoposky;

d) s3awmLLeHo OT perynnpoBoK, KOTOPblE caenanu 6bl HeAeNCTBUTENbHBIMU PE3YNbTaTbl U3MEPEHNS;

€) 3aLMLLEHO OT NOBPEXAEHNS U YXYALLEHWUSA COCTOSHUA B XOAe 0OpaLLeHNA, TEXHUHECKOro obcnyxu-
BaHWA U XpPaHEHUs.

* ThebosaHus nodpaszdena 7.6 npumeHsiom HapAady ¢ MEMPONO2UYECKUMU pasunamu U HopMamu, UMewWumu
oba3amensHyro cuny Ha meppumopuu Pocculickoll @edepatiuu, Komopsie Co0epxamcs 8 HOPMamueHbIX OOKYMeHmax 1o
obecneqeHuo eOuHcmea usMepeHull, ymeepxdaembix DedepansHbiM a2eHMCMEOoM 10 MEeXHUYECKOMY peaymuposaHuio u
Memponoauu 8 coomeememsuu ¢ 3akoHom Poccutickoli ®edepayuu Ne 4871-1 om 27 anpenst 1993 2. «O6 obecrieyeHuu
eduHcmea usMepeHully ¢ usmeHeHusamu om 10.01.2003 a.
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Kpome Toro, opraHvsauysi AOMKHA OLEHUTb W 33perncTpyvpoBaTb MPaBOMOYHOCTL MpeablayLmX
pe3ynbTaToB U3MEPEHUs, ECNN OBHaPYKEHO, YTO 0GOPYAOBaHNE HE COOTBETCTBYET TpeboBaHuAM, OpraHu-
3aumsa OOMKHa NPeanpuHATL COOTBETCTBYIOLLEE AeCTBME B OTHOLIEHUM TaKoro obopyaosaHus u noGomn
n3MepPeHHO NPoaYKLMN. 3anncK pe3ynbTaToB KanubpoBKK 1 MOBEPKM AOMKHbI NOAAEPKUBATLCA B paboyem
cocTosHUn (4.2.4).

Ecnu npy MOHUTOPYHIE U N3MEPEHWN YCTaHOBINEHHbIX TPeGOBaHWI UCMOMNb3YIOT KOMMBIOTEPHbLIE NPO-
rpaMMHble CPeacTBa, NX CNocOGHOCTL YAOBNETBOPSATL NpeanonaraeMoMy NPUMEHEHUIO A0MKHa BbITk NO-
TBEPXKAEHA. DTO AOMKHO ObITb OCYLLECTBNEHO A0 HAa4Yana NPUMEHEHUA Y NOBTOPHO NOATBEPKAEHO Mo Mepe
HeobXxoaMMoCTH.

MpumedvaHue—Cm NCO 10012.
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MCO 9004:2000 CucteMbl MeHeHKMEHTa KayecTBa. PekomeHAaLMK No ynyvleHMIo AeATenb- |
HOCTHM

7.6 YnpaBneHue ycTpOMCTBaMM A5 MOHUTOPUHIa U U3MEpPEeHNIA

1

1

1

1

1

1

i

| PykoBOACTBY cneayeTonpeaenuTb M BHEAPUTB Pe3yNbTaTUBHbIE M A (HEKTUBHbIE NPOLLECCDI, BKNIOYANA
| METOObI M YCTPONCTBA, MCMONb3yeMble MPU BepnhMKaLmMm 1 Banuaaumn npoayKumm u npoueccos ana obec-
| MeYeHns yAOBNETBOPEHHOCTY NOTPebUTENel N APYIMX 3aMHTEPECOBaAHHbIX CTOPOH. T NPOLLECCHI BKNIOYa-
| IoT HabnaeHNs, MOAENMPOBaHNE U APYIYI0 AEATENBHOCTL MO U3MEPEHMIO U MOHUTOPUHTY.

! [Ons o6ecneveHns yBepeHHOCTU B JAHHbIX B NPOLLECCHI U3MEPEHUS U MOHUTOPUHTA HEOGX0ANMO BKNIO-
! YyaTb NOATBEPXAEHUE TOTO, YTO YCTPOICTBA NPUrOAHBI NS NCMONB30BaHNSA N NOAAEPKMBAIOTCA B paboyem
! COCTOSIHWM C COOTBETCTBYIOLLIEI TOYHOCTBIO M COrNacHO NPUHATLIM STaroHam, a Takke BKNoYaTh cpeacTsa
| onpeaeneHns cTaTyca yCTpoWicTB.

| OpraHu3saLms 0MKHa paccMaTpuBaTh N APYr1e CPEACTBA YCTPAHEHUS NOTEHLIMAMNbHBIX OLIMGOK B APO- !
! Lieccax, Hanpumep GrokNPoBKY, CLEMbIO BEPUPMKALIMI PE3YTILTATOB NPOLIECCOB ANA MUHNMU3ALMN NOTPEG- |
1 HOCTU B YNpaBneHun yCTPOMCTBAMMU ANA M3MEPEHUN U MOHUTOPWHIA, a Takke N0GABNEHWUSA LEHHOCTW
| 3aUHTEPECOBAHHBLIM CTOPOHAM. '

W T

8 WUsmepeHue, aHanus u yny4weHue

8.1 O6wume nonoxeHna B 06pa3oBaTeNbHbIX YUPEXASCHUAX

O6pasoBarenbHoe ydpexaeHne AOMKHO YCTaHOBUTL npoLecc coopa nHdopmaumm, BKNoHas MAeHTU-
hrkaumio ee MCTOYHUKOB. [JaHHblE AOMKHbI BbITh MCNONB30BaHbI ANA 06ecneveHns pe3ynbTaTMBHOCTH NPO-
Luecca obyyeHna. Hanpumep, KOHTPONbHbIE KapTbl, MMCTOrPaMMbl, AuarpamMmbl [Mapeto, aHanua
YAOBMNETBOPEHHOCTN NOTPebUTENs 1 ApYrux MOEHTUMOULNPOBAHHBIX 3aUHTEPECOBaHHbLIX CTOPOH, METOAWKN
npenoaaBaHvs, N3MEPEHUs AaHHbIX, CBA3AHHbIX C OPraHU3aLMOHHO-aAMUHUCTPATUBHON AEATENbHOCTBIO,
M3MepeHns nepemeHHbIX rokasaTeneil, CBA3aHHbIX C O0yYalolMMKCs, npenoaaBaTenbCkUM COCTaBOM,
COTPYAHMKaMK BCiOMOraTenbHbIX CNyX0, 1 apyrve Heo6xoauMble NOKa3aTenu, Takue kak oLnGKKM, pacxobl,
YBOMNbHEHWS 1 BbINOMHEHWE PaboT 06yyatowmnMmncs.

MpoLecc usmepeHns Ans OCHOBHbIX (06pa3oBaTenbHbIX ) U BCNOMOraTenbHbIX MPOLECCOB AOSKEH BKIHO-
YyaTb B cebs cneayolne atanbl:

- NPUHATME PELLIEHNA O 3HAYNMOCTU N3MEPEHUI AN MOHUTOPWHTa;

- HabnogeHe 1 NpoBeeHNe N3MEPEHUIN KAYECTBEHHbLIX UMK KONMYECTBEHHbIX NOKa3aTene;

- npeobpasoBaHvie NoNy4eHHOW MHCOPMALIUKN B 3HAHVS.

MCO 9001:2000 Cuctembl MeHeAXXMeHTa KadecTBa. Tpe6oBaHusA
8 MamepeHue, aHanus u ynyuweHue
8.1 O6wue nonoxeHna

OpraHunszauus gonmxHa NNaHMpoBaTb U NPUMEHATL NPOLLECChl MOHUTOPUHTE, M3MEPEHUSA, aHanM3a u
yny4lweHuns, HeobxoanMble Ans:

a) AEeMOHCTPaLMKN COOTBETCTBUA NPOAYKLMK;

b) oGecneyeHns cOOTBETCTBUS CUCTEMbI MEHEOXXMEHTa KayecTBa;
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C) NOCTOAHHOrO NOBbIWEHNA pe3yNnbTaTUBHOCTU CUCTEMbl MEHEDKMEHTa KaveCTBa.
3T0 OMKHO BKNIOYATL onpeneneHne NpUMEeHNMbIX METOAOB, B TOM YUCNE CTAaTUCTUYECKNX, U obnacte
nUxX NCNONb3OBaHUA.

NCO 9004:2000 Cuctembl MeHeXMeHTa KavyecTBa. PekoMeHaaLmnK no yny4lieHnio AeATenb-
HOCTH

8 U3amepenne, aHanus n ynyuuieHuwe
8.1 OGwune pekomeHaauumn

8.1.1 BBegeHue

N3amepeHne faHHbIX BAXXHO ANA NPUHATUSA PeLeHnin, OCHOBAHHbIX Ha dhakTax. BbicluemMy pykoBoACTBY |
cnenyet o6ecneunsatb achhekTUBHOE 3mepeHne, C6op N BanNMAAaLUMIO IaHHLIX, YTOObLI y6eanTLCA B pesyrnb- |
TaTMBHOW paboTe OpraHM3aunm U ynoBneTBOPEHHOCTU 3aNHTePeCcOBaHHLIX CTOPOH. JTa AeATenbHOCTb !
BKNIOYAET aHann3 AeNCTBEHHOCTU 1 LIENWN U3MEPEHNA, a TaKkKe npeanonaraeMoe NCnonb3oBaHne AaHHbIX !
ans obecneveHna nob6aBNEHHON LLEHHOCTM OPraHn3aumn.

Mpumepbl UsMepeHna nokasarenen NPoLUECCoB OPraHN3aunm:

- n3MepeHne n oueHKa NPOAYKLMN OpraHn3aumn;

- BO3MOXHOCTU NPOLECCOB;

- BOCTUXEHME Lenen NPOeKTa;

- YAOBNETBOPEHHOCTL NOTPEbUTENEN N APYrMX 3aNHTEPECOBaHHbLIX CTOPOH.

Oprannsaumm Heo6xo0aNMMO NMOCTOSIHHO OCYLLECTBNATL MOHUTOPUHI AEWCTBUI NO YNYYLLEHWUIO CBOEW ,
[esATENbHOCTUN N PEMMCTPUPOBATL UX Peann3auuio, Tak kak 3To MoxeT obecneunsaTtb gaHHble Ans Gyaywmx |
yNy4dLlIeHnN.

PesynbTaTbl aHanMaa AaHHbIX, NOMYy4YEHHbIX B X0A€ AEATENbHOCTY MO YNYYLIEHNIO, CNYXaT OIHUM 13
BXOJOB ANS aHanmaa co CTOPOHbI PYKOBOACTBA C LeNblo obecneyeHna nHopmaummn no yny4lueHnio aes-
TENbHOCTU OpPraHn3aLun.

8.1.2 Bonpochl, KOTOpble AOMKHbI MPUHUMaTLCA BO BHUMaHUue

Mpn 3mMepeHnn, aHanuse 1 yny4ylieHnn HeoGXoaMMO YUNTLIBATL, YTO:

a) AaHHble u3mepeHuii cnegyet Npeobpas3oBbiBaTh B MH(OPMAaLUMIO U 3HAHUA, KOTOPble NOMAYT Ha
Nonb3y opraHn3auuu;

b) namepeHune, aHanus n ynydleHne NPoayKLMU N NPOLLECCOB HEOOXOANMO UCMONb30BaThL ANA pPac-
CTaHOBKWU COOTBETCTBYIOLLMX NPMOPUTETOB OpraHn3aumy;

C) NpUMeHseMble OpraHnsaumer MeToabl UsMepeHus cneayeTt NepuoanyYecky aHannManpoBaThb, a AaH-
Hble BepnnLMpOBaTh Ha NOCTOAHHOW OCHOBE Ha TOYHOCTb U MOSHOTY;

d) cpaBHeHue C Ny4LIMMM AOCTVXKEHUAMM OTAENbHbIX NPOLLECCOB HEOHX0ANMO NCNONb30BaTL KaK cpea-
CTBO YNy4LUEHNS pe3ynbTaTUBHOCTU U 3 EeKTUBHOCTHN NPOLIECCOB;

€) n3MepeHna yaoBneTBOPEHHOCTV NoTpebutene cnegyeT paccMaTpuBaTh Kak XXU3HEHHO BaXHble
ANS OLEHKN AeATENbHOCTU OpraHn3aLmm;

f) ncnonb3oBaHWe namepeHuii, c6op n ooBeaeHne A0 CBEAEHUA BCEX 3aMHTepPeCOBaHHbIX CTOPOH
NoNy4YEHHOM MHOPMaLIMK CYLLIECTBEHHbI AN OPraHn3aumm 1 COCTaBNSIOT OCHOBY YNyylLEHWs ee AeATeNb-
HOCTV M BOBNEYEHNA 3aMHTEPECOBaHHbIX CTOPOH; Takasi uHcpopmaLuma AOMKHA OblTb akTyanbHON U UMETb
4YeTKO onpeaeneHHoe HasHaYeHue;

g) cnepyeT NPUMEHATb COOTBETCTBYIOLLME CpeacTBa Nnepeaayn MHopMaLnm, BoiTeKaloWwen n3 aHa-
nu3a N3MepeHni;

h) pe3ynbTaTMBHOCTb M 3(hheKTMBHOCTb NOAAEPKAHNS CBA3N C 3aMHTEPECOBaHHLIMW CTOPOHAMM
Heo6Xx0aMMO N3MEPATb, YTOGbI YCTAaHOBUTbL, CBOEBPEMEHHO M YETKO M NOHATa MHPOPMaLNS;

i) ecnu kpuTepumn Nnokasatenen NPOLLECCOB M XapPaKTEPUCTUK NPOAYKUMWN YAOBNETBOPSIOTCA, MOXET
ObITb LenecoobpasHo No-nNpeXxHeMy NPOBOANTL MOHUTOPWHT M @aHaNU3 AaHHbIX O XapakTePUCTUKaX C Lienblo
NyyLero NOHMMaHMA UX NPUPOAbLI;

j) ncnonb3oBaHWe COOTBETCTBYIOLLMX CTATUCTUHECKUX UNKW APYIMX METOA0B MOXET NOMOYb B NOHWMa-
HWM OTKNOHEHUI KaK NPOLLECCca, Tak M U3MepeHMs 1 MOXET, CNeaoBaTeNbHO, yNyyLlIUTL NokasaTeny npouecca
N XapakTEPUCTUKN NPOAYKLMMN NOCPEeACTBOM YNpPaBRneHNA TaKUMW OTKNIOHEHUAMM;

k) cnepyet nepuogunyeckn 06CcyxaaTh CaMOOLIEHKY B LIENAX OLleHMBAHWNA NONHOTbI Pa3BUTUA CUCTEMBI
MeHeKMEHTa Ka4yecTBa, YPOBHSA paboTbl OpraHU3aLum, a Takke onpeaeneHns BO3MOXHOCTEN ANs yrydlle-
HWSA 0eATEeNbHOCTU (CM. NpunoxeHue A).
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8.2 MOHMTOPUHI U U3MepeHue

8.2.1 YaoBneTBOpeHHOCTL NOTpebuTenei B 06pa3oBaTeNbHOM yupeXxaeHnn

O6pa3zoBaTtenbHOe yupexaeHne AOMKHO NPUMEHATL HaAEXHbIE METOAbI ANS MOHUTOPUHTA M U3MEPEHUS
yAOBNEeTBOPEHHOCTU NoTpebutenen. TeHaeHUMM nokasaTenen yaoBNeTBOPEHHOCTU NOTpebutenei, OCHOBaH-
Hble Ha (hakTax (0OBEKTMBHBLIX CBMAETENbCTBAX), AOMKHbLI ObiTh 3apermcTpupoBaHbl. Ob6pasoBaTenbHoe
yupexaeHue AOMKHO coobLuaTh pe3ynbTaThl aHann3a yaoBNETBOPEHHOCTM NOTPeGUTENEN 3anHTepPEeCcOBaH-
HbIM CTOPOHaM Yepe3 3annaHMpPOBaHHbIE MPOMEXYTKN BPEMEHW.

Mpumepamyn MOHWTOPUHIa U U3MEPEHUI YAOBNETBOPEHHOCTN NOTpebuTenei ABNSIOTCA CBOEBPEMEH-
Hble OTBETHI Ha }Xanobbl, aHanu3 yaoBneTBOPEHHOCTU NOTPeduTenen 06 OTHOLIEHNN K HUM CO CTOPOHbI aAMU-
HUCTPaATUBHOIO NEepPCcoHana u NpenoaaBsaTenbCckoro CoOcTasa.

UCO 9001:2000 CucreMbl MeHeA)KMeHTa xa4yecTBa. TpeGoBaHua
8.2 MOHMTOPMHI U U3MepeHue

8.2.1 YpoBneTBOpPEeHHOCTb NOTpeOUTENnen

OpraHn3aums oMmKHa NPoBOAUTb MOHUTOPUHT MHGOPMAaLMK, KacaloWMMCA BOCNPUATUA NoTpebuTte-
nem BbINONHEHUA opraHu3aumen ero TpeboBaHUi, Kak OAHOro M3 cNocoboB nsMepeHus paboTbl CUCTEMBI
MeHepKMeHTa KadecTBa. [lomkHb! ObITb yCTAHOBNEHb! METOABI NONYYEHNS U UCNONb30BAaHUA 3TON HOpMa-
umn.

MCO 9004:2000 Cuctembl MeHeAXMeHTa KayecTBa. PexoMeHaauumn no ynyUleHnio geatenb-!
HOCTH

8.2 N3amepeHne U MOHUTOPUHI

8.2.1 UamepeHne N MOHUTOPUHTI PaboTbl CUCTEMbI
8.2.1.1 O6wme nonoxeHua
Bricliee pykoBoaCcTBO A0OMKHO obecneunBaTb, YTOOLI NpU onpeaeneHun oGnacren ynyylieHns nes-
TENbHOCTN CUCTEMbl MEHEKMEHTA Ka4eCTBa NCNONb30BaNUCh Pe3yNbTaTUBHLIE M 3 (PEKTUBHBLIE METOAI.
Mpvmepbl TakMx METOA0B:
- OTCNeXMBaHME yA0BNETBOPEHHOCTH NOTpebutenen n Apyrmx 3aMHTePecoBaHHbIX CTOPOH;
- BHYTPEHHWe ayanTbl;
- n3MepeHne hrmHaHCOBbIX NoKasaTenew;
- CaMOoOLeHKa.
8.2.1.2 V3mepeHne N MOHUTOPMHT YOAOBNETBOPEHHOCTM NOTpebuTenen
N3amepeHne n MOHMTOPWHT YAOBNETBOPEHHOCTU NOTpebuTtenen 6a3npyoTca Ha aHanuae nHdopmaumm,
cBA3aHHOW ¢ noTpebutenamn. CGop Takon MHPOPMALIMKN MOXET GbiTb aKTMBHBIM UMW NAacCUBHLIM. PykoBoa- |
| CTBY HA[10 Y4UTbLIBATb, YTO UMEETCA MHOTO MCTOYHMKOB MHCPOPMAaLIMK, CBA3aHHOW C NOTpebuTensMu, u paspa- |
1 60TaTh pesynbTaTvBHble M 3EKTUBHbLIE Npouecchl cbopa, aHanusa WM WCMONb30BAHUS YKA3aHHOMW |
! tHcpopMaLmMK ANA YNyyLLEeHNA AeATeNbHOCTU OpraHmaaumn. OpraHnsaummn cneayer onpeaennTb BHYTPEHHUE |
| M BHELLHME UCTOHHWUKN MHEPOPMALIMKM O NOTPEBUTENAX M KOHEHHbIX MONb30BaTENAX, AOCTYMHLIE B MMCbMEHHOW !
' 1 yCTHOW ¢hopMe.
! Mprmepbl MHOPMaLMK, CBA3aHHOWM ¢ NOTPe6GUTenAMM:
! - 0630pbl NoTpebutenei n NnonbL3oBaTenew;
! - 06paTHas cBA3b MO NEPCNeKTNBaM NPOOYKLMK;
! - TpeboBaHns NoTpebuTenen n MHpopMaLmns NO KOHTPAKTY;
! - NOTPEeBHOCTH PbIHKa;
! - AlaHHble O NPEeoCTaBNeHNN YCyT;
! - HOPMALMSA, OTHOCALLAACA K KOHKYPEH LN,
1
1
1
1
1
I
I
I
1
]
1

PykoBoACTBY HEOGXOAMMO MCMOMb30BATL M3MEPEHWNE YAOBNETBOPEHHOCTH NOTpebuTenemn Kak xus- !
HEHHO BaXXHOE CPeACTBO. 3anpalumBaHue, U3MEPEHUe U MOHUTOPVHI OpraHu3auuei obpaTHow CBA3N 06 |
YAOBNETBOPEHHOCTM NOTpeBuTenei 06ecneumnBaloT MHhOPMALMIO Ha NOCTOSHHON OCHOBE. DTOT NPOLIECC |
YUNTLIBAET COOTBETCTBME TPeBOBaHNAM, yI0BNeTBOPeHMe NOTPeBHOCTE 1 OXMAaHNI NoTpebuTenel, a Tak- |
e LieHy U MOCTaBKy MpoayKLWu. |

OpraHusauum cneayet paspaboTaTh M UCMONb30BaTL UCTOUHNKW MHOPMaLMKN 06 YAOBNETBOPEHHOCTH |
| noTpe6uTenel, a Takke COTPYAHWYATL CO CBOMMM NOTPeBUTENAMM C LieMblo NPOrHO3MPOBaHusa ByayLumx |

' noTpe6HoCTel. OpraHusauuy Hago NNaHMpPoBaThb M pa3pabaThiBaTb NPOLECCh, YTOGLI Pe3ynbTaTUBHO M |
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1
3hhEeKTUBHO YHUTLIBATL MHEHNS NOTpebuTene. C NOMOLLbIO NNaHWPOBaHMSA 3THX NPOLLECCOB HEOGXOANMO |
onpeaennTb 1 BHeAPUTL MeToAb c6opa AaHHbIX, BKMOYasA MCTOHHUKM MHKDOPMALIMK, YacTOTy c6opa n aHanu- |
3a AaHHbIX. !
MpyrMepbl CTOHHUKOB MHopMaLmm 06 yAOBNETBOPEHHOCTH NOTPeGUTENEii: !
- xanobbl noTpebutenein; !
- HenocpeacTBeHHOe obLleHne ¢ noTpebutenamu; !
- aHKeTMpoBaHus N 0630pbl; '
- c6op 1 aHann3 AaHHbIX NO cyGnoapsay; i
- ueneBble rpynnbl; '
- OTYeTbl OpraHn3aLmni-noTpeduTenen; l
- COOGLLEHNA B PasnUYHbIX CPeacTBax MHOPMaLMW; .
- N3yyeHne oTpacnen NPOMbILLNEHHOCTU M 3KOHOMUKW. '
8.2.2 BHyTpeHHMe ayauTbl (NPOBepKM) B 06pa3oBaTeNbLHOM yUpeXaeHun
O6paszoBaTernbHoe yYpexaeHne AOMKHO NPOBOAUTL BHYTPEHHUE ayaUTbI, PACCMATPUBAIOLLIME acNeKThl,

CBA3aHHble C MpefocTaBneHneM obpa3oBaTenbHbIX YCyr, MONy4YeHMeM akkpeauTaummn U ceptudmkaLmm,

HEeCOOTBETCTBUAMM, BbIABNEHHBIMW B NpOLLecce 06y4eHus, pe3ynbTaTMBHOCTbIO METOA0B 0DyYeHns, 06pa3o-

BaTeNbHbIMM NPOLLeCCaMn N PYHKLVOHMPOBAHUEM CUCTEMbI MEHEMKMEHTA KayecTBa. OTYET O BHYTPEHHEM

ayaute nomkeH 6biTb JOKYMEHTUPOBAH.

MpuMepbl HanpaeBneHn BHYTPEHHEro ayauta:

- BEpMMKaLMA NONHOTLI AOCTUXEHNA 06pa30BaTeNbHbIX Lienei;

- BEpUdMKaLMA JOCTUXXEHNS COOTBETCTBUA TPEGOBaHUAM CUCTEMbI MEHEMXKMEHTA Ka4yeCTBa,;

- BEpUdMKaLMa AOCTATOYHOCTN PECYPCOB ANA BLINONHEHKS Lienei B 0bnacTn ka4ecTsa;

- 3anu1cu o KkavecTBe, TpebyeMble CMCTEMOWN MEHEMKMEHTA KavecTBa;

- AeATeNbHOCTb NepcoHana obpasoBaTeNbHOro YYpeXXaeHUs, CBA3aHHaA ¢ KAYECTBOM;

- obecneyeHne 3HaHNA, BHEAPEHUA U NoaaepXaHua B pabouem coctosHun TpeGosanuin MCO 9001.

MpumeyaHune—Cm NCO 19011.

MCO 9001:2000 Cucrtembl MeHeaXKMeHTa kavecTBa. TpeGoBaHMA

8.2.2 BHyTpeHHMe ayAnTbl (NPOBEPKK)

OpraHun3saums AonxkHa NPOBOANUTL BHYTPEHHNE ayAnTbI (NPOBEPKW) YEPE3 3annNaHUPOBaHHbIE UHTEPBA-
bl C LeNblO YCTaHOBNEHWNA TOFO, YTO CUCTEMAa MEHEKMEHTA KayeCTBa:

a) COOTBETCTBYET 3annaHMpOBaHHbIM MeponpuaTuaM (7.1), Tpe6oBaHMAM HACTOSALLIETO CTAHAaPTa 1
TpeboBaHMAM K CUCTEME MEHEMKMEHTA KaueCTBa, pa3paGoTaHHbIM OpraHusaumein;

b) BHeapeHa pe3ynbTaTUBHO U NOAAEPXKUBAETCSA B paGoyeM COCTOAHNN.

Mporpamma ayauTOB (MPOBEPOK) AOIMKHA NMAaHUPOBATLCA C YHETOM CTaTyCca U BaXKHOCTM NPOLECCOB U
y4acTKOB, MOANEXaLLMnX ayamnTy, a Takke pe3ynbTaTos npeabiayLmx ayautos. Kputepum, obnacrs npumeHe-
HWS1, YaCTOTa M MeTOAbl ayANTOB AOMKHbI ObITb ONpeaeneHsl. BbiGop ayaAuTOpoB M NpoBeaAeHWe ayanToB A0N-
XHbl 0BecneunBaTb OOBHLEKTMBHOCTE M GECNPUCTPACTHOCTbL Npouecca ayauTa. AyauTopbl HE AOMKHbI
NpoBepPATbL CBOKO COBCTBEHHYIO paboTy.

OTBETCTBEHHOCTb U TPeBOBaHMS K NNaHMPOBAHUIO U NPOBEAEHNIO aYAUTOB, 8 TaKKe K OTYETHOCTHN O
peaynbTatax unoaaepxaHuio B pabodem coctosHum 3anuceit (4.2.4) AomkHbI GbITb ONpeaeneHbl B A0KYMEH-
TUPOBaHHOW NpoLeaype.

PykoBOACTBO, OTBETCTBEHHOE 33 NpoBePsieMble 06NacTN AeATENBHOCTH, AOMKHO 0becneunBaTtb, YTo-
6bl AecTBUA NPpeanPUHUManNUCh 6e3 N3NULLHEN OTCPOYKN ANS YCTPaHEHNS OBGHaPY)XEeHHbIX HECOOTBETCTBUMN
1 Bbl3BaBLLMX UX NPpUYMH. Mocneayiowme AercTBUA OOMKHbBI BKNOYaTh BepuduKaLmio NpeanpuHAaTbIX Mep 1
OT4eT O pe3ynbTatax Bepucmkaummn (8.5.2).

NMpumeyaHune—Cm NCO 19011.

8.2.1.3 BHyTpeHHWI ayauT

1 1
1 1
 HOCTU :
1 1
1 1
! BhicLuemy pykoBoacTsy cneayet obecnedmnTs paspaboTky pe3ynbTaTMBHOrO M 3hheKTBHOrO npoLec- !
|
1

Ca BHYTpeHHero ayauta Ansa oueHKn CUNbHbIX N cnabbix CTOPOH CUCTEMbI MEHEDKMEHTa Ka4eCTBa. Flpou,ecc '
BHYTpeHHeroayauTta AeﬁCTByeT KaKCpeaCTBO MEHEe)KMEeHTa Npun He3aBUCUMOMN OLieHKe Ntoboro YKa3aHHOoro !
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1 1
| npoLiecca unn Buaa aeatensHocTn. OH NpeoCcTaBNAeT He3aBUCUMbII MHCTPYMEHT AN UCNONb30BaHUS NPY |
' ! nonyYeHnn 06 bEKTUBHbLIX CBUAETENLCTB TOrO, YTO CYLIECTBYIOWME TPeGOBaHNA BLIMOMHEHDI, TaK Kak npy !
: BHYTPEHHEM aynTe OLLEHNBAIOTCA Pe3ynbTaTUBHOCTL U 3Ch(PEKTUBHOCTL OpPraHN3aunn. '
! BaxHo, 4uTo6bl pyKOBOACTBO 0GecneunBasno nposeaeHve ASMCTBUIA MO YNYYLIEHWIO, BLITEKAIOWNX N3 !
' Pe3ynbTaToB BHYTPEHHEro ayanTa. lNnaHupoBaHmue NOMKHO 6bITb TMOKUM, UTODLI MOXKHO GbINO BHECTU Msme-
- HEHMSA B aKLIeHTbl ICXOAS U3 BbIBOAOB M 06 bEKTUBHBLIX CBUAETENLCTB, NONYYEHHbIX B XOA€e ayauTa. Coon?.eT-
| CTBYIOLME BXOZHbIE [IaHHbIE OT 0BNAacTel, NOANEXaLUMX ayanTy, a TaKKe OT APYIUX 3aUHTEPECOBAHHDIX i
| CTOPOH CrielyeT yunThIBaTh Npy pa3paboTke NNaHOB BHYTPEHHUX ayIUTOB.

OB6bekTbl pacCMOTPEHUs NPV BHYTPEHHEM ayauTe:

- pe3ynbTatMBHOE U 3(h(PEKTMBHOE BHEPEHWE NPOLECCOB;

- BO3MOXHOCTM NOCTOSAHHOIO YNy4LLEHUs;

- BO3MOXXHOCTH NPOLIECCOB;

- pe3ynbTaTMBHOE U 3(PPEKTUBHOE NPUMEHEHNE CTATUCTUHECKUX METOAOB;

- UCMOMb30BaHNEe MHOPMALMOHHBIX TEXHOMOIMMN;

- aHanu3 AaHHbIX O 3aTpaTax Ha KavyecTBo;

- pe3ynbTaTnBHOE U 3P PEKTMBHOE UCMONBL3OBAHUE PECYPCOB;

- OXXnAaHUA 1 pesynbTaTbl (PYHKUMOHMPOBaHWSA NPOLIECCOB U NPOAYKLNK;

- aAeKBaTHOCTb U TOYHOCTb U3MEPEHNA AEATENBHOCTH;

- 0EATENbHOCTb MO YNYYULLEHWIO;

- OTHOLLEHNS C 3aUHTEPECOBaHHLIMW CTOPOHaMM.

B oT4eThbl N0 BHYTPEHHVM ayAWTaM MHOTAA BKNIOYAIOT CBUAETENLCTBA OTNANYHOMN PaboThbl OpraHM3aumm,
C TeM 4YTOo6bl NPEAOCTaBUTL BO3MOXHOCTb PYKOBOACTBY NPU3HATH M OTMETUTL PaBOTHMKOB.

8.2.1.4 ®duHaHCcOBbIE MepPbI

PykoBoacTBy He06X0AMMO paccMaTpuBaTh NpeobpasoBaHme AaHHbIX, NONYYEHHbIX B XOA€e NPOLIECCOB,
B H¢popmMaLmio PUHAHCOBOTO XapakTepa Ansa obecnevyeHns CPaBHUMbIX MEP NPUMEHNUTENBHO KO BCEM NpO-
LeccaM 1 CoOAeNCTBUA NOBLILLEHMNIO PE3YNbTATUBHOCTU U 3MEKTUBHOCTN AEATENBHOCTN OPraHU3aLmn.

Mpumepbl hMHaHCOBbLIX Mep:

- aHanv3 CTOMMOCTU NpeaynpexaaloLwmnx N OLEHOYHbIX Mep;

- aHanM3 CTOMMOCTU HECOOTBETCTBMUS;

- @Hanu3 CTOMMOCTWN BHYTPEHHUX N BHELHUX OTKa30B;

- aHann3 CTOMMOCTW XXNM3HEHHOTO LKNa.

8.2.1.5 CamooueHka

BbicLueMy pykoBOACTBY CneayeT paccCMaTpnBaTb BONPOCH! NPOBEAEHNA CaMOOLEHKN. CaMOOLLeHKa — 1
| TILATENbHOE OLEHMBaHWE, OGLIYHO NPOBOAMMOE CaMMUM PYKOBOACTBOM OPraHW3aLmn, UTOFOM KOTOPOTO i
| ABNAETCA MHEHME UMM CYXAEHNE O Pe3yNbTaTUBHOCTH U 3D(EKTUBHOCTY OPraHN3aLMM 1 YPOBHE 3PENOCTH |
| CUCTEMbI MEHeXKMEHTa KayecTBa. CaMooLeHKa MOXET MCNONb30BaTLCA OPraHn3aLmen AN CPaBHEHUA CBO- |
| el AeATENbHOCTM C NYYLIMMMN AOCTUKEHNAMN BHELLHNX OPraHmU3aLmi n NoKasaTensamMmm MUPOBOro YPOBHA MO |
| AaHHOMY BUAY AeaTenbHOCTU. OHa NOMOraeT NPV OLLEHUBAHWUMN YNYHLLEHNA AEATENbHOCTN OPraHU3aLmnn, B TO |
| BPeMs Kak NpoLLeCcC BHYTPEHHEro HE3aBUCUMOrO ayanTa OpraHn3aLmm Ucnonb3yeTca AN NnonyvyeHns oobex- |
| TUBHbBIX CBUAETENBLCTB TOFO, HTO CYLECTBYIOWME NONUTHKA, NPoLeaYpPbl NK TpeGoBaHUA BbINONHEHL! (Npn !
' | BHYTPEHHEM aynTe OLEHMBAIOTCA Pe3yNbTaTMBHOCTbL N 3(PHEKTUBHOCTL CUCTEMbI MEHEOXKMEHTa KayecT- !

Ba).

|
: Macwtab n creneHb CamooLEeHKM He06X0aNMO NNaHNPOBATb NCXOAA N3 uenen n NpUopuTeTOoB OPraHn- :
: 3aumun. Meton caMoOoLLEHKu, anBeﬂeHHblﬁ B NPUNOXeHUn A, HanpaeneH Ha yCTaHOBNEHUE CTeNEeHU pe3yrb- !
: TaTUBHOCTU 1 3(PPEKTUBHOCTN BHEAPEHNA CUCTEMbI MEHEAXKMEHTA Ka4eCTBa B OpraHn3aummn.

1 HeKOTOpre npenMyulecTsea npuMeHeHNnA MeToaa CaMoOUEHKN, AAHHOMO B NPUNOXEeHNN A, 3aknioualor-
: CA B TOM, YTO OH:

: - NPOCT ANA NOHUMaHUA;

: - Nerok nNpv ncnonb3oBaHuu,

: - TpeGyeT MUWHUManNbHbIX PeCypPCcoB PyKOBOACTEA,

: - obecneymBaeT BxOoAHblE AaHHble ANA yayvweHuna CbYHKLI,MOHMpOBaHMﬂ CUCTeMbl MEHEeDKMEHTa
i

|

|

|

|

|

|

|

|

|

'

'

KayecTBa opraHmsaumn.
lMpunoxeHue A ABNAETCA OAHUM U3 NPUMEPOB camooLieHkn. CaMOOLIEHKY He cneayeT paccMaTpuears |
KaK anbTepHaTVBY BHYTPEHHEMY UNN BHELIHeMY ayauTy kadecTsa. lpuMeHeHne MeToaa, OnmMcaHHoro B npu- !
OXKeHVM A, MOXET NPeaoCTaBNTL PYKOBOACTBY 06LUYI0 KapTHHY AATENbHOCTH OPraHM3aLmn 1 YpoBHA 3pe- !
0OCTU CUCTEMBbI MEHEPKMEHTa KadecTBa. CaMooLEHKa MOXET Taloke 0GecrneunBaTb BXOAHbIE AaHHbIE ANA -
npefeneHns 06nacTeil B OpraHM3aLmMm, TpeGyIoLIMX YNYYLLIEHNS, M OKa3aHMSA MOMOLLM B PACCTaHOBKE Mpy- | .
1 OPUTETOB. '

(o3 o R =
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8.2.3 MOHWUTOPMUHI M M3MepeHKe NpoLeccoB B 06pa3oBaTeNbHOM yyYpexaeHuun

OGpasoBaTeanoe yypexaeHne JOMKHO NPoBOANTb USMEepPEeHNA N MOHUTOPUHT NPOLLECCOB yrnpaBneHus
1 npegocTaBneHns obpasoBaTenbHbIX YCYr. MIaMepeHns AoMmKHbI BbiTb perynapHbiMu.

Mpumepamm NpoLeccoB, NoAnexXalumx MOHUTOPUHTY, MOTYT GbiTb CneaytoLme NpoLecchl (MpYBeaeHHbINA
nepeyveHb MOXeT ObITb [OMOMNHEH):

- ynpaeneHune perncTpaunoHHbIMU peecTpamMu, oLeHKaMn n atrectaumamm;

- ynpaeneHue 3anncamu;

- ynpaBneHne o6pa3oBaTenibHbIMU NporpaMmmamu.

O6paszoBaTtenbHoe yupexaeHne 4OMKHO ONUCaTb MeTOAbI, UCMNONb3yeMble ANSA M3MEPEHNA NPOLLECCOB.
MpyMepbl METOAOB: METOA CPaBHUTENBbHOIO aHanu3a, CTaTUcTUYeckne MeToab! 1 T.4.

MUCO 9001:2000 CucteMbl MeHemMXMeHTa kKayecTBa. TpeboBaHuna

8.2.3 MOHUTOPUHI N U3MepeHNe NPOLIeCCOoB

Opranunsaumns gonkHa NPUMEHNATb NOAXoAALME METOAbLI MOHWUTOPWHIA U, rae 3TO LenecoobpasHo,
N3MepeHNs NPOLLECCOB CUCTEMbl MEHEAXXMEHTa KayecTBa. 3TN METOAbI AOMKHbI AEMOHCTPUPOBATL CNOCO0-
HOCTb NPOLIECCOB AOCTUraTh 3aNNaHUPOBaHHbIX pe3ynbTaToB. Ecnn 3aannaHnpoBaHHble pe3ynbTaThl He A0C-
TUralTCA, TO HEO6XOANMbIE KOPPEKLMN N KOPPEKTUPY IOLLNE AENCTBUA OOMKHBI NPeaNnPUHMMATLCA C LENbIO
obecneyeHns cOOTBETCTBUA NPOAYKLUN.

NCO 9004:2000 CucTteMbl MeHeAKMeHTa KayecTBa. PekomeHAaaLMmM No yNy4leHUo AeATeNb-
HOCTH

8.2.2 UsmepeHne N MOHUTOPUHI NPOLIECCOB

OpraHunsauum cnegyeT onpeaenuTb METOAbl USMEPEHNUA N NPOBOANTL M3MEPEHWA ANA OLEHKM BbINON-
HeHna npoueccos. OpraHnaaummn Heo6xoaMMO BKMIOHNUTL 3TU U3MEPEHNA B NPOLECCHI M CNOMb30BaTh NPK
MeHeXMEHTEe NPoLEeCcCoB.

MamepeHnsa npuMmeHsIoT Npy exkeJHEBHOM MEHEKMEHTE onepaLyii, NPV OLLeHKe NPOLIeCCoB, KOTOPble
MOryT ObITb 0ObekTamm ANna NO3TanHbIX NN NOCTOAHHBLIX ynquueHMﬁ, a TaKke ANa NpoeKToB NpopbiBa
COrNacHoO NPOrHO3y M CTPaTErMYECKNM LIeNAM OpraHn3aLmn.

HeobxoaumMo, 4ToObl M3MEPEHNA BLINONHEHNUSA NPOLECCOB OXBATLIBANWU NOTPEGHOCTU M OXMAAHUA
3avHTepeCcoBaHHbIX CTOPOH cbanaHCMpoBaHHO.

Mpumepbi:

- BO3MOXXHOCTW;

- BpeMs pearmpoBaHus;

- NPOACMKUTENBLHOCTL LMKNA NN NPOM3BOANTENBHOCTL;

- n3MepaeMble acnekTbl HaNeXHOCTH;

- BbIMYCK NpOAyKLUMN;

- pe3ynbTaTUBHOCTb U 3¢pheKTUBHOCTL paboTbl COTPYAHUKOB OPraHU3aLun;

- MPUMEHEHNE TEXHONOMNI;

- COKpallleHne Henpon3BoaAUTENbHbIX PAaCcXOao0B;

- pacnpeaeneHne n cokpalleHune saTpar.

8.2.4 MOHMTOPHHI 1 n3MepeHue ycnyr B o6pa3oBaTesnibHOM y4pexaeHUn

O6pa3zoBaTtenbHoe yupexxaeHue AONKHO YCTaHOBUTL M MCMONb30BaTh METOALI MOHUTOPUHIA pe3yfbTa-
TOB NpefoCTaBneHun 06pasoBaTenbHbIX YCAYT ANa obecneyeHns yCTaHOBMNEHHbIX 06pa3oBaTenbHbIX NpoLec-
COB.

Onsa Bcex BUAOB 06Y4EHNA AOMKHO NPOBOAUTLCA N3MEPEHUE COBEPLLEHCTBOBAHNUA BLINONHEHNA y4e6-
HOrO NNaHa, BKMIOYaa NPOLECCh! aTTecTaummn, HanpuMep OLEHKY, TECTUPOBAHWUE UNWN 9K3aMeH.

[nanasoH n3mepeHnin MOXET BapbuMpOBaTLCA OT HAabnoAeHNA OTAENbHLIX XapaKTepucTUK A0 NONHOTO
nepeyHsi IK3aMEHOB.

PesynbTartbl npouecca aTrecTaumm A0MKHbI GbiTh 3aperMCTPUPOBaHbI M MICNONB30BaHbI ANA AEMOHCTPa-
LMK AOCTMXKEHMS 3aNNAHUPOBaHHbIX Lienei no obpa3oBaTenbHbIM yCnyram.
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MUCO 9001:2000 CucteMbl MeHeMKMEHTa KauecTBa. TpeGoBaHMA

8.2.4 MOHUTOPUHI U U3MEPEHNE NPOAYKLIUK

OpraHnsaums AOMmKHa OCYLLECTBNSATb MOHUTOPHHE U 3MEPATL XapPaKTEPUCTUKU NPOAYKLUMK C LENbIo
npoBepkun cobnioaeHns TpeboBaHni K NPoayKLUUN. TO AOMKHO OCYLLECTBNATLCA HA COOTBETCTBYIOLLNX CTa-
ANAX NPOLLECCA XXN3HEHHOrO LMKNa NPOAYKLUMN COrNacHO 3annaHupoBaHHbIM Meponpuatuam (7.1).

CBuaeTenbCTBa COOTBETCTBUSA KPUTEPUSIM NPUEMKN AOMKHbI NOAAEPXKUBATLCA B paboyeM COCTORHWUN.
3anvcn JoMkHbl ykasblBaTb NULO(a), CaHKLMOHVPOBaBLLIEE(Me) BbINYCK NpoayKummn (4.2.4).

Bbinyck npoaykuum n npegocTaBneHme ycnyrm He AOMKHbI OCYLIECTBAATLCA A0 TeX Nop, Noka Bce
3annaHupoBaHHble Aeictems (7.1) He GyayT yAOBNETBOPMTENLHO 3aBEPLLEHbBI, €CINIU HE YTBEPKAEHO MHOE
COOTBETCTBYIOLLMM NONHOMOYHBIM OPraHoOM W, rae 370 NPUMEHUMO, NoTpebutenem.

MCO 9004:2000 Cuctembl MEHeMKMEHTA KayecTBa. PexoMeHaaLMm No yny4weHUIo aeAaTenb-'
HOCTH

8.2.3 UamepeHne n MOHUTOPUHI NpoaAYyKLUN
OpraHusauunu cnegyeT pa3paboTaTtb M YCTaHOBUTL TPE6GOBaHWA K M3MEPEHUIO (BKNIOYAA KpUTEPUU NpU- ,
| €MKM) CBOEN Npoaykumn. amepeHne NpoayKummn Hago NNaHupoBaTb M OCYLLECTBNSATL C LENbIO NPOBEPKN |
| TOro, YTO TPebOBaHUS 3aNHTEPECOBaHHbIX CTOPOH BbINOMHEHbI M UCNOMNb30BaHbI AN YNY4YLEeHNS NPOLLECCOB |
| XM3HEHHOrO LMKNa NPOAYKLMN. !
! Mpw BLIGOPE METOAOB N3MEPEHNA AN 0becneyveHna COOTBETCTBUA NPOAYKUMM TPEGOBaHNAM, a Takke
npn paccMoTpeHnn noTpebHocTeN 1 oXnaaHWin noTpebuTenen opraHM3aunmn Heo6XoaAMMO YIUTLIBATD:

a) BMAbl XapaKTepUCTVK NPOAYKLIMK, OT KOTOPbIX 3aTeM 3aBMCAT BUAbI U3MEPEHUIA, Noaxoasiume cpea-
CTBa U3MepeHui, Heo6xoanMasa TOYHOCTb U TpebyloLmnecs HaBbIkK;

b) Heobxoaumble 060pyaoBaHMe, NPOrPaMMHbIE CPEACTBA U MHCTPYMEHTHI;

C) pacnonoxeHue NOAXOAALLMX TOYEK M3MEPEHNSA B NOCNEAOBATENBHOCTU NPOLLECCA KM3HEHHOTO LINK-
na npoaykuuu;

d) xapakTepuCTVKu, noanexaline n3MepeHuio B Kaxaon Touke, I0KYMEHTaLMIO U KPUTEPUM NPUEMKY,
KOTOpble 6yayT NPUMEHATLCS;

€) ycTaHOBreHHble NOTPeOtUTENAMIM TOUKM ANS OCBUAETENLCTBOBaHNA Nu BepucmKaLmm BbIGPaHHbIX
XapaKTepuCTMK NPOaYKLMK;

f) KOHTPONb MW UCMIBITAHWUA B NPUCYTCTBUM 3aKa34MKa UMK OCYLLECTBNAEMbIE 3aKOHOAATENbHBIMY U
pernaMeHTUpYIOLLMMIU NONHOMOYHBLIMU OpraHamu;

g) raoe, KOraa v Kak opraHu3aumsi HamepeHa (Mnm aTo TpebyeTca NoTpeduTenamm nnn 3akoHoaaTenb-
HbIMW W pernameHTpYIoLLMMN NONHOMOYHBIMUW OpraHamm) NpUBEKaTb KBaNMULNPOBAHHYIO TPETBLIO CTOPO-
HY ANA NpoBeAEHUA:

1

I

1

I

1

1

1

1

1

1

1

1

1

1

1

1

1

1

I

I

1

1

I

I

1

1

1

|

i - UCNbITaHNI TUNA,

! - KOHTPONSA UNKN UCTILITaHUI B XOA€e NpoLiecca,

) - BepumKaumm npoaykumm,

: - BaNuAaaumn NPOAYKLMHN,

' - KBanUUKaumm NpoayKumnu;

' h) kBanudukaumio paboTHMKOB, MaTepuarnoB, NPOAYKUMKM, MPOLECCOB U CUCTEMbl MEHEAXKMEHTa
| KaYecTea;

! i} OKOHYaTENbHbIN KOHTPOSb C LIEMBIO MOATBEPKAEHUS, YTO AeATENbHOCTbL N0 BEpUchnKaummn v Banvaa-
! unmn 3aseplueHa u onobpeHa;

' j) perncTpaumio pesynbTaToB U3SMEpPEHUs NPOaYKLMN.

! Opranunzauum cnefyeT aHanM3MpoBaTb METOAbI, UCMIONb3yeMble NPY U3MePEHNN NPOAYKLMK, 1 Npea-
! yCMaTp1BaeMble 3anucy Mo BepuimkaLmy, YTobbl yUMTbIBaTL BO3MOXHOCTN YNYULIEHNA AEATENbHOCTH.

| TvnuyHble NpUMepbl 3anncei 06 N3MepeHUn NPOAYKLMK, KOTOPbIE paccMaTprBanuch Gbl Npu ynyuile-
| UM AEATENBHOCTY: }

' - NPOTOKONbI KOHTPOTSA N UCTbITAHWUN;

: - yBeaOMNeHua O BbiyCke MaTepuanos,

| - BnaHKn NPUEMKM NPOAYKLUK;

' - cepTnmkaTbl COOTBETCTBUSA, €CNN 3TO HEOGXOANMO.

' 8.2.4 U3mepeHne N MOHUTOPUHI YAOBJIETBOPEHHOCTH 3aUHTEPECOBaHHbIX CTOPOH

. OpraHunzauus AomkHa onpeaennTb MHOPMaLMIO NO 3MEPEHNAM, TPebyIoLyoCcA AN BbINOMHEHUS |
! NoTpeBHOCTEN 3aMHTEPECOBAHHBIX CTOPOH (KpOME NOTpeGuTenein) n kacatoLLyoca NPoLLECCOB OpraHnu3auwm, |
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1 1
' ¢ TeM 4YTOGbI 4OGUTLCA GanaHca Npy pacnpeaeneHnn pecypcos. Takan MHGOPMaLIMA BKMIOHAET M3MEPEHUS, |
' OTHOCALLMECSH K paboTHMKaM OpraHn3aLmm, BnagenbLaM M MHBECTOPaM, NOCTaBLUMKaM MNapTHEPaM, a TaKke !

E Mpumepbl namepeHnii:

! a) B OTHOLUEHUW CBOMX PabOTHMKOB OpraHnsauum cneayer:

! - N3y4aTb MHEHUS CBOMX PabOTHUKOB O CTEMNEHW yA0BNETBOPEHHOCTU UX NOTPEOHOCTEN M OXKMABHNIA,
' - NPOBOANTL OLLEHKY MHAMBUAYANbHOW W KONNEKTUBHON PpaboThl COTPYAHWUKOB M UX BKNaAa B pe3ynbTa-
| Thl OpraHU3aLmm;

| b) B OTHOLWEHUN BNapenbLEB U UHBECTOPOB OpraH13aumu cneayer:

| - OLleHVBaTb CBOM CMOCOBHOCTW B AOCTWKEHWN NOCTABMNEHHbIX Lienei;

: - OLleHVBaTb CBOIO (PMHAHCOBYIO AeATENBHOCTD;

' - OLleHVBaTb BO3AENCTBUE BHELLHMX (DAKTOPOB Ha CBOW pe3ynbTaThl;

' - ONpeaenaTb LLEeHHOCTb, MOMYYEeHHYI0 B pe3ynbTaTe NPeAnpPUHATLIX AeNCTBUI;

! C) B OTHOLUEHWUM NOCTaBLUVKOB M NAPTHEPOB OpraHn3auum cneayer:
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1

- U3y4aTb MHEHVS NOCTaBLUMKOB U NapTHEPOB, KACaloLLIMXCS UX YAOBNETBOPEHHOCTN NpoLieccamm 3aky- !

MoK, OCYLLIeCTBNSAEMbIMU OpraHn3aLmnen; !
- KOHTPONMPOBATbL 1 0GecneunBaTh OGPATHYIO CBA3b MO AEATENBHOCTM MNOCTABLLMKOB U MApTHEPOB MO !

MX COOTBETCTBMIO NMONUTMKE B 06NacTy 3akynok opraHn3auum; '
- OLleHVBaTb KayeCcTBO 3aKynneHHON NPOAYKLUUW, BKNaA NOCTaBLLMKOB M BbIrOfbl OT B3aWMOOTHOLLEHWUI; 1

d) B OTHOWeHMN 0BLLIECTBa OPraHM3auumn cneayer: |

- OnpeaenaTh U OTCNEXMBATL NOAXOASLLME AGHHBIE O PE3YNbTaTax, CBA3AHHbIX C €€ LenaMK, Ana AOC- |
TUXEHWUs yOOBNETBOPUTENBHOMO B3aVMOAENCTBUS C OBLLECTBOM; |
- NeproanYECK OLEHNBATL Pe3yNbTaTMBHOCTb U 3(P(HEKTUBHOCTL CBOMX AEMNCTBUI U BOCNIPUATUE CBOEN |

'

!

8.3 YnpaBneHue HeCOOTBETCTBYIOWEN YCNYrom B 0Gpa3oBaTefibHOM yupexaeHun

O6nacTn 06GHapyXeHNA HECOOTBETCTBUSA BKMIOYAIOT B CE0S (HO HE OrPaHUYeHbl 3TUM NepevHeM) yueb-
Hble NNaHbl, PaboTy NPenoaaBaTenbCkOro COCTaBa v 0Gy4aloLmMXCa, MaTepuans M ycnyrv, npeaoctasnsaemMble
06pa3oBaTenbHLIMU YUPEXAEHNAMN.

Ecnu nprynHON BbISBNEHHOTO HECOOTBETCTBUA ABNAIOTCA AeCTBUA 0BYYaloMXCA, OHN MOTYT (rae pas-
pelueHo):

- NPONTN AONONHNUTENbHOE 0DYYeHVE N NEPEOLIEHKY;

- NpPoAOMKaTh 06pa3oBaTenbHY0 NPOrpaMmy B COOTBETCTBUM C YCTAaHOBMEHHBIMU NPOLEAYpPaMy;

- 00y4aTbCs MO ApYron Nporpamme oBydeHus.

HecooTtBeTcTBYIOWan ycnyra (NPoAyKUMa) MOXeT BKNioYaTh B ceba o6pasoBaTenbHble NporpaMMbi,
y4yebHble NNaHbl, BCNOMOraTenbHble MaTepnanbl UK MHCTPYMEHTLI. Paspeluatowve v 3anpelyaiolume AoKy-
MEHTbIHa o6y'-|eHwe no cneunanbHbIM NporpamMmam 4ONMXKHbI ObITb 3apermcTpnpoBaHHbIMU U €XKEroaHO aHanu-
3VpyeMbIMy.

MUCO 9001:2000 Cucrembl MeHeMKMeHTa KayecTBa. TpeGoBaHuA
8.3 YnpaBneHue HeCOOTBETCTBYKOLEN NpoayKLmen

OpraHunzauma gomxkHa obecneymsath, YTo6bl NPOAYKLUMS, KOTOPaA HE COOTBETCTBYET TPEGOBaHNAM,
6blna naeHTMdUUMpoBaHa 1 ynpaenanack ¢ Lenblo NpeaoTepaLleHna HenpeaHamepeHHOro UCMoNb30BaHUA
unn noctaekn. CpeacTea ynpaBneHusl, COOTBETCTBYIOLLAss OTBETCTBEHHOCTb M MOMHOMOUMA AnA paboTbl ¢
HEeCOOTBETCTBYIOLLEN NPoAYKLMen AOMKHLI BbiTb ONpeaeneHbl B LOKYMEHTMPOBaHHOM NpoLieaype.

OpraHunsauus JoMXHa peLlaTbh BONPOC ¢ HECOOTBETCTBYIOLLEN NPOAYKLUMEN OOHUM MU HECKONBbKUMUN
cnepyowmmMmn cnocobamm:

a) OCyLlecTBNATbL ASNCTBUSA C LIENbIO YCTPaHEeHNA 0OHaPYKEHHOrO HECOOTBETCTBUS;

b) caHKUMOHMPOBATL ee NCMOoMNb30BaHWE, BbIMYCK NIV NPUEMKY, €CNIV UMEETCA paspeLLeHue Ha OTKNO-
HeHWe OT COOTBETCTBYIOLLEro NONHOMOYHOrO NLA UM OpraHa u, rae aTo NPUMEHUMO, NoTpebutens;

C) OCyLLeCTBNATb AENCTBUA C LEnblo NPeaoTBpalleHns ee MepBOHaYanbHOro MpeanonaraeMoro
Ncnonb3oBaHNA NN NPUMEHEHUA.

3anucn o xapakTepe HeCOOTBETCTBMIA U NIOGLIX NOCNEeAYOLMX NPEANPUHATLIX AEUCTBUAX, BKNIOYAA
nony4YeHHble paspeLlleHnn Ha OTKMOHEHUS, [OMXHbI NoAAepXMBaTbCA B paboyeM coctosHun (4.2.4).

Koraa HecooTBeTCTBYIOLLAA NPOAYKLMA MCNPaBReHa, OHa AONMKHA ObITb NOABEPrHYTa NOBTOPHOM BEpU-
hbmkaummn ans NoaTBEPKAEHNS COOTBETCTBUA TpeboBaHuaM.
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Ecnn HecooTBeTCTBYIOLWas NPOAYKLUMSA BbIABNEHA NOCNE NOCTaBKU UMW Hayana UCnonb30BaHWs, opra-
HW3aUMA OOMKHA NpeanpUHATL AEACTBUS, afeKBaTHbIE NOCNEACTBUAM (UMW NOTEHLMANbHLIM NOCNEeACTBY-
fIM) HECOOTBETCTBUS.

MUCO 9004:2000 CucTeMbl MeHeMKMeHTa Ka4yecTBa. PekoMeHpaLMm no ynydlieHUIo geATenb- |
HOCTH

8.3 YnpaBneHue HeCOOTBETCTBMAMM

8.3.1 O6wme nonoxeHuna

Bbicluemy pykoBoACTBY HEOGXO0OAMMO HaAenuTb PaGoOTHUKOB OPraHM3aLmn NONTHOMOYUSIMU M OTBET-
1 CTBEHHOCTbIO cO0BLLaTh 0 HECOOTBETCTBUSAX Ha NGO CTaguy npolecca ana obecnevyeHna CBOEBPEMEHHO-
| FO 0BHapYXeHUS U YCTPaHEHUA HECOOTBETCTBUI, @ TaKXke ONpPeaennTb NONHOMOYMS N0 PEearupoBaHunIo Ha
| HECOOTBETCTBUSA C LieNbio NoaaepKaHns COOTBETCTBUA NPOLLECCOB 1 npoaykuun TpeboeaHnam. OpraHunsa-
| UMM cneayeT pesynbTaTMBHO U 3hDEKTUBHO YNPaBNATb aeHTUdMUKaLMEN HECOOTBETCTBYIOLLEN NPOAYKLIUK,
' nzonsAumen n ytunmusaumen, 4Tobbl NpegoTBPaTUTL HEMPABUNBLHOE €€ NCMONb3OBaHUE.

TaM, rae aTo NpakTnyecku LienecoobpasHo, HeCOOTBETCTBUA HeOOX0AUMO PErMCTPUPOBaThL OAHOBPE-
MEHHO C yKa3aHNeM MeCTa NX HaxoXaeHWs, YToObl 06nerynTb U3ydeHve n obecnedreaTb AaHHbIE ANS aHaNn-
33 N OeATenbHOCTM No ynydweHnio. OpraHn3aumns MOXET TakXe MPUHATb PeLUeHMe O pPerncrTpaumm m
ynpaBneHnn HECOOTBETCTBUAMM, OTHOCALLMMUCH KaK K MPOLECCaM XU3HEHHOrO LMKNa NpoayKuun, Tak u
BCMOMOraTenbHbIM NpoLieccam.

OpraHnsaums MOXeT Takke pacCMOTPeTb 3aperncTPUPOBaHHYI0 MHEOPMaLWIo MO TEM HECOOTBETCTBU-
AIM, KOTOpble GblnNy ncnpaeneHb! B Xxoge paboTbl. Takne AaHHbIE MOTYT NPeAOCTaBUTb LIeHHYI0 MHcbopMmaLmio
no yny4LWweHuo pe3ynbTaTMBHOCTU U 3O PeKTUBHOCTUN NPOLLECCOB.

8.3.2 AHanus HeCOOTBETCTBUI M UX YCTPaHEeHue

PykoBoACTBO OpraHn3aLmmn 4omMKHO o6ecnevnTb paspaboTky pe3ynbTaTMBHOrO U 3chEKTUBHOIO NPO- |
| Llecca NpoBeaeHNs aHann3a 1 YCTpaHeHne BbIBNEHHbIX HecooTBeTCTBUN. Heobxoanmo, 4Tobbl aHanus |
| HECOOTBETCTBMM NPOBOAMNM YMOMHOMOYEHHbIE NULA C UENbI0 YCTAHOBNEHWUR, TPeOYIOT N BHUMAHUA |
| KaKMe-nMbo TeHAEeHLMM Mnn cnocoBbl NX BO3HUKHOBEHUA. HeraTMBHble TeHAeHUMN pacCMaTPMBAIOTCA Ha !
: ApeaMeT X USMeHEeHNA B Ny4LLYI0 CTOPOHY, @ TaKKe KakK BXOAHbI€ AdHHbIE ANA aHann3a co CTOPOHbI PyKOBOA- :
1 CTBa, Korga 060y)Kﬂaf0TCﬂ 3a0a4m No nx yMeHbLLEeHUIO U npuBneyYeHnio HeOGXOﬂMMbIX pecypcos. :

1
1

Pa6oTHukaMm, OCyLLEeCTBRNAIOLMM aHanm3, Heo6xoanMo 06nNaaaTh KOMMETEHTHOCTLIO ANA OLEHNBAHUS
obuiero Bo3nencTBUA HECOOTBETCTBUM, @ Takke NOMHOMOUYMSIMU M PECYPCaMM MO YCTPAHEHNIO HECOOTBET- 1
CTBVI N OnpeaeneHunio NOAXOAALLNX KOPPEKTUPYIOWNX NeNCTBUA. YTBepKAeHUe YCTPaHEeHUA HecooTBeT- |
CTBMA MOXET O6biTb KOHTPaKTHbIM TpeGoBaHneM noTpebutenen wnm TpebGoeaHeM ApyruX .
]

1
1
1
1
1
1
i
: 3anHTepeCOBaHHbLIX CTOPOH. .
1

8.4 AHanu3 AaHHbIX B 06pa3oBaTefibHOM yupeXaeHnn

O6pa3zoBaTtensHOe yupeaeHue OMKHO NPOBOaANTL COOp AaHHbIX ANA aHanu3a cBoei paboTbl Ha COOT-
BeTCTBME TPeBOBAHMAM CUCTEMBbI MEHEAXKMEHTA KayecTBa U 0Opa3oBaTerbHbIX Npoueccos. Ana aHanuaa
MCNONb3YIOTCA Cneayiolme AaHHbIE:

- pe3ynbTaTbl aHanu3a co CTOPOHbI PYKOBOACTBA;

- AaHHblE O NPOheCcCOPCKO-NpenoaaBaTenbCKOM U aAMUHUCTPATMBHOM LUTATE, @ Takke oBy4alowmxca
(Hanpumep, 0 KOMNETEHTHOCTK);

- Tpe6oBaHnA k 06pasoBaTenbHbIM yCNyram;

- AaHHblE NPOEKTUPOBaHUSA M pa3paboTkn 06pa3oBaTenbHON NPOrpaMMbl M yHEGHOTO NNaHa,;

- AaHHblE O NpefocTaBneHnn obpasoBaTenbHbIX YCNYT;

- pe3ynbTaThl OLLEHKN NOCTaBLLMKOB;

- pe3ynbTaTbl aHanNu3a yaAoBNEeTBOPEHHOCTUN NOTPeGUTENe N ApYrMx 3aMHTEPECOBAHHBLIX CTOPOH;

- OTYeTbl ayAUTOB;

- AaHHblE MOHUTOPUHIA U M3MEPEHUI B HaYane, BO BPEMS U B KOHLLE NPOLECCOB;

- DaHHble naeHTdVKaLMm 0bpa3oBaTenbHbIX YCNYT;

- AaHHble 0 COBCTBEHHOCTH NoTpebuTenen;

- pe3ynbTaThl BeprduKaLmm u Banmaauum MeToA0B, UCNOMNb3yeMbiX AN MOHUTOPUHTA U U3MEPEHNN;

- AAaHHbIE NO HECOOTBETCTBYIOLMM 06pa3oBaTENbHLIM YCMyram.
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O6pasoBarernbHoe yypexaeHue AOMKHO aHanu3npoBaTb CoBpaHHble AaHHble U MHPOPMALIMIO, B TOM
yncne AaHHble BHYTPEHHUX ayauTos. Mpn 3TOM MOryT GbiTb MCMONb30BaHb! Creaylowme NPUHATbLIE MeToAbI
aHanu3a v pelueHns npobnem:

- KOHLeNnTyanbHble AnarpaMmMbl NPOLECCa;

- AvarpaMMbl NpoLecca;

- rpacpuieckoe NpeacTaBrieHne Npouecca;

- CTaTNCTU4ECKUE KOHTPONbHbIE KAaPTbl;

- avarpammbl MNMapeTo;

- IPUYUHHO-CNEACTBEHHbLIC aAnarpammebl;

- MeTOA aHanusa BMAOB M NOCNEACTBUIN NOTeHLUManbHbIX oTkasos (FMEA) n ap.

Pe3ynbTaTtbl BLINONHEHHOTO aHaNU3a A0MKHLI UCNONB30BATLCA ANA NOCTOAHHOTO YNYYLLEHNA AeATENb-
HOCTU MyTEM NPUMEHEHUSA KOPPEKTUPYIOLWMNX U Npeaynpexaaowmx AeNCTBU.

Cratncrtnyeckme metoabl MOryT ObiTb NPUMEHEHbI B NIOBOM YacTU CUCTEMbl MEHEAXXMEHTa KayecTBa.
Pe3ynbTaTthl CTaTMCTMYECKOrO aHanu3a BapnabenbHOCTM M3MepPeHUI Taknx nokasaTenew, kak nokasarenu
npeaocTaBneHns yCenyr, MHTEHCUBHOCTb OTYMCIIEHNA 00Y4aIoLWNXCA, OTHETbI O AOCTMXKEHNAX, YAOBNETBOPEH-
HOCTb O6Y4aloLMXCa U aHanu3 TeHAEHUNN, CNOCOBCTBYIOT AOCTMKEHMNIO 3h(DEKTUBHOTO YNpaBNeHNA NpoLec-
camu B CUCTEME MEeHEe)KMEHTa Ka4eCTBa.

Y4ebHble NpoLEecChl IMEIOT KONUYECTBEHHBIE U KA4ECTBEHHbIE XapakTepPUCTMKN. Ha pe3ynbTaTuBHOCTL
0by4eHus TaloKe BNUAIOT KONUYECTBEHHDLIE XapaKTePUCTUKU BHE KKNACCHON KOMHATbI» . [lJaHHbIE HEKOTOPbIX U3
3TUX XapaKTEPUCTMK, HanPUMep CTeNeHb B3aMMOAENCTBUA poauTenein unu npeanpuHumarenei ¢ obpasosa-
TeNbHbIM YYpexaeHNeM, YacTOTa N CePbe3HOCTb MHLIMAEHTOB M HECHACTHBIX Cy4YaeB, AOMKHbI BbITb 4acTbio
npoLecca NOCTOSIHHOIO YIy4LUEHNs.

MpyMepbl KONUMYECTBEHHBIX XapakTepnCTUK 0Dy4yeHnA: Bpema obyyeHusl, Bpems npocTon n paboTb
06Yy43I0LLMXCA, UHTEHCMBHOCTb OTYUCNEHNI N YBONbHEHWI, 3aTPATbI, HAAEXKHOCTb U Banuaaums 3K3aMeHaumn-
OHHbIX OLLEHOK, YMCMO AOCTYNHBLIX MECT ANA 00y4alowmxcs (HanpuMep, YMCNo GIOAXKETHbLIX MECT), NHTEHCUB-
HOCTb KypCOB N0 06MeHy 00y4aloLMMNCA, BPEMA CTaXNPOBOK (NepeksanudukaLumn) Ha NpeanpuaTUAX, YNCNo
y4e6HNKOB, BCNOMOraTenbHble pecypcbl ANA 00y4eHUA, NPMCBaNBaEMbIE YUEHbIE 3BaHUA U HAYYHbIE CTENEHW.

MpuMepbl Ka4eCcTBEHHbIX XapaKTEPUCTUK paboThl: BEPOATHOCTb NOABNEHNA, AOCTUXUMOCTbL, 6esonac-
HOCTb, YBaXMTENbHOCTb, ObICTPOTa pearnpoBaHus, BEXNUBOCTb, KOM(OPT, KOMNETEHTHOCTb, HAAEXHOCTb,
penyTaums, NONHOLEHHOCTb, 3CTETUKA OKPYKaloLLEeN cpeabl U TMrMeHa.

M3amepeHmne m oueHka BO BpeMsi 00y4eHUsa AOMKHbI 6biTb HeNpepbiBHBIMU M NPAMbIMKU. PesynbTaTtne-
HOCTb He BCeraa M3BeCcTHa, NOKa NOMyYeHHbIe 3HAHNA N HABLIKN HE NPUMEHEHDI, HO 0BYYaIOWNNCA AOMKEH
ObITb YBEPEH, YTO NPOrHO3bl YCMELIHOro UX NPUMEHEHNA BLINONHEHB! C COOTBETCTBYIOLEN CTAaTMCTUYECKON
TOYHOCTbIO.

O6pasoBaTtenbHble YYpeXAeHUA AOMKHBI aHANU3NPOBATb AAHHLIE, NOMYYEHHbIE U3 PA3NNYHBIX UCTOY-
HWKOB, AN OLIEHKW BbINONHEHNSA NNaHOB U Lienen 06y4erna n naeHTunuMpoBaTb 06NacTv Ana yny4llueHus.
OHu AOMKHbI NPeAyCMOTPEeTb NPUMEHEHNE CTAaTUCTUHECKUX METOA0B ANA aHaNM3a AaHHbIX, KOTOPbIE MOXHO
MCNONb30BaTh NMPY OLEHKE M ynyulleHun paboTbl NPOLLECCOB M YNPaBNEHNN UMM,

UCO 9001:2000 CucteMbl MeHef)KMEeHTa Ka4yecTBa. TpeGoBaHua
8.4 AHanmu3 gaHHbIX

OpraHu3aums JomkHa onpenenutb, cobupaTb U aHaNU3UPOBaTb COOTBETCTBYIOLME Ai@aHHbIE ANS
AeMOHCTpaunn NpurogHOCTU N pe3ynNbTaTUBHOCTU CUCTEMbI MEHEKMEHTA KAYECTBA, 3 TaKkkKe OLLleHUBaHUA,
B Kakow 06nacT1 MOXHO OCYLLECTBATH NOCTOSIHHOE NOBbLILLEHNE PE3YNbTaTUBHOCTU CUCTEMbI MEHEXKMEH-
Ta KayecTBa. [laHHble AOMKHbI BKMIOYaTb MHOPMALMIO, MOMYYEHHYIO B pe3ynbTaTe MOHMTOPUHIA M 3Mepe-
HWUA U U3 APYrUX COOTBETCTBYIOLLUX UCTOUHMKOB.

AHanu3 AaHHbIX AOMKEH NPeaoCcTaBNATL MHGOPMALIMIO NO:

a) ynoBneTBOpeHHOCTU notpebutenen (8.2.1);

b) cootBetcTBMIO TPEGOBaHUAM K NnpoayKumm (7.2.1);

C) XapakTepMcTMKaM u TeHAEHLUMAM MPOLECCOB M NPOAYKLMW, BKNIOYAA BO3MOXHOCTW NpOBEAeHUs!
npeaynpexaaroLmx AenCTBun;

d) nocraBlwmkam.
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NCO 9004:2000 CucTeMbl MeHemKMeHTa Ka4yecTBa. PekoMeHpaLMm No ynyyllueHUuo geATenb- |
HOCTH

8.4 AHanus gaHHbIX

1
1
1
1
i
PelueHna AOmMKHbI BbiTb OCHOBAHbI Ha @Hann3e AaHHbIX, NONYYEHHbIX B Pe3yrbTaTe N3MepeHun, u |
I IHchopMaLMm, coBPaHHON COrnNacHo TpeGoBaHNAM HaCTOALLEro CTaHAapTa. B 3TOM KOHTeKCTe OpraHU3aumm |
| criefyeT aHanuanpoBaTh AaHHbIE Pa3NYHbIX MICTOYHWMKOB Kak AN OLIEHKM AeATENbHOCTY B CPaBHEHN CNna- |
| HaMW, LIENSM1 U IPYIMMY ONpeieneHHbIMM 3aa4amn, Tak ¥ onpeaeneHms obnacten Ana yny4LeHuns:, BKNio- |
1 4asi BO3MOXHbIE BbIFOAbl ANA 3aUHTEPECOBaHHbIX CTOPOH. !
PellieHns, OCHOBaHHbIE Ha thakTax, TPeOYIoT pe3ynbTaTMBHLIX U 3PHEKTUBHLIX AEVICTBUN, TAKUXKaK: !
- NPUMEHEHNE YTBEPKAEHHbIX METOA0B aHanunaa; !
- MPMMEHEeHMe COOTBETCTBYIOLLMX CTATUCTUHECKIX METOAOB; !
- MPUHATME PELLEHUIA M Mep, OCHOBaHHbIX Ha Pe3ynbTaTax NOrMYeckoro aHanumsa, ypasHoBeLLMBaloLLe- |
ro onbIT U MHTYULMK. i
AHanN3 aHHbIX MOXET NOMOYb YCTaHOBUTL NEPBONPUIMHY CYLLECTBYIOLUMX NOTEHLUMANLHLIX NPOBNeMm i
W, CreaoBaTenbHO, CNocOBCTBOBATL MPUHATMIO PELUeHMil MO KOPPEKTUPYIOLIMM M MpeaynpexaaiowmM |
[encTBUAM, TpebyoWmnMea ANs ynyylleHns. |
Ons peaynbTaTUBHOM OLIEHKW PYKOBOACTBOM AeATENbHOCTY OpraHn3aLum B LLenoM Heo6XoanmMo 0606- |
LWNTb M NPOaHaNM3nPoBaTb AaHHble U UHHOPMALMIO, MOMYYEHHbIE OT BCEX NOAPAa3AENEHNI OpraHn3aumm. |
[leaTenbHOCTL OpraHM3aLym B LIENOM Haao oTpaxaThk B (hopMe, yaoOHOM AN pasnuyHbIX ypoBHEN pykosoa- |
cTBa. '
PesynbTaThl Takoro aHanvaa mMoryT 6bITb MCNOMNb30BaHbl OpPraHn3aumnen AnA onpeaenexHna: '
- TeHOeHUMN; !
- YAOBNETBOPEHHOCTN NoTpebuTenen; !
- YAOBNETBOPEHHOCTM APYIMX 3aNHTEPECOBaHHbIX CTOPOH; !
- pe3ynbTaTMBHOCTU N 3O PEKTUBHOCTU NPOLIECCOB; !
- BKNaaa nocTaBLUMKOB; :
- YCNELUHOro AOCTWXEHNA Lienei No yNyyLlleHWio AeATENbHOCTH; :
- 9KOHOMMUYECKMUX aCNEKTOB Ka4eCcTBa, (PMHAHCOBBIX N PLIHOYHLIX NOKa3aTenen; |
- CPaBHUMOCTU CBOEN AeATENBHOCTU C NYHLINMWN [OCTKEHNAMM; .
- KOHKYPEHTOCMOCOBHOCTH. '

8.5 Ynyuwenue

8.5.1 MocTosiHHOe ynyulleHne B 06pa3oBaTenLHOM yYpeXaeHnn

O6pasoBartenbHoe yupexaeHne A0MKHO CTPEMUTLCA K NOCTORHHOMY YNYYLLEHUNIO pe3ynbTaTUBHOCTU
CBOEN CUCTEMbl MEHEKMEHTA KauecTBa M 06pa3oBaTenbHbIX NPOLECCOB NyTeM BOBNEYEHUA BCEro NepcoHa-
na B naeHTUdUKaLMIoO U YCTaHOBMNEHWUE 3aAay ANA COBEPLLEHCTBOBAHMA B 06NacTN UX NPUMEHEHUSA.

Ana npeHTMMKaALMKN NOTEHUMANbHBIX YNYHLWEHUA UCNOMb3YIOT COOTBETCTBYIOLWME METOAbI, KOTOpbIe
OCHOBaHbl (HO HE OrpaHuYeHbl) Ha METOAAX aHanNW3a KayecTea, NPY 3TOM UCNOMBb3YIOWNMX MHOPMALMIO U3
TaKUX UCTOYHWKOB, Kak:

- BHYTPEHHWNE OLEHKU MOHMMAaHUS NEPCOHANOM 06Pa3oBaTENbLHOIO yYpeXaeHna NONUTUKKM B obnactm
Ka4ecTBa;

- DOCTUXEHWE Luenen B 00nacTn KavyecTea;

- pe3ynbTathl paboThbl;

- BXOHbIE AaHHble, NONYy4eHHbIe OT NOTpebuTenen n Apyrnx nAeHTMMOULNPOBAHHBLIX 3aUHTEPECOBaHHbIX
CTOPOH: poanTeneil, NpeacTaBuTENei NPOMbILLNEHHOCTH, NPaBUTENLCTBA U O6LLEeCTBa.

Mpouecc NOCTOAHHOTO yy4lleHUA AOMKEH YYMTLIBATb Xanobbl n 3amevyaHus notpebutenen n apyrmx
MAEHTUPULMPOBAHHBIX 3aUHTEPECOBAHHBLIX CTOPOH, OTYETHI ayANTOB Ka4ecTsa, COXPaHEHUe N MHTEHCHUB-
HOCTb TEMNOB POCTa.

UCO 9001:2000 CucreMmbl MeHeA)KMEeHTa xayecTBa. TpeGoBaHua
8.5 Ynyuywenue

8.5.1 Nocroannoe yny4wenune

OpraHnzaumsa A0MKHA NOCTOAHHO NOBLIWATL PEe3yNbTaTMBHOCTb CUCTEMbl MEHEDKMEHTA Ka4ecTBa
NnocpeACcTBOM UCNONb30BaHUSA MONWUTHKKW U Lienei B 06NacTu kayecTea, pe3ynbTaTtos ayAuToB, aHanm3a faH-
HbIX, KOPPEKTUPYIOWMX N Npeaynpexaaomnx AENCTBUN, a Takke aHann3a co CTOPOHbI PYKOBOACTBA.
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NCO 9004:2000 CucTeMbl MEHeAKMEHTa KauyecTBa. PekomeHaaLMm No ynyullieHMio aeatTenb-
HOCTH

8.5 Ynyuwenue

PykoBOACTBY crieayeT npexae BCEro NOCTOSHHO CTPEMUTLCA K YNYULIEHUIO Pe3ynbTaTMBHOCTU W
]

3¢pheKTUBHOCTM NMPOLIECCOB OPraHM3aLmK, a He OXKAaTb NOABNEHUA NPOGNEMbI, YTOGb! BbISBMTH BO3MOX- |
HOCTV ynyuLeHWs . [INanasoH ynyyLieHnin MoXeT GbiTb OT NOCTENEHHbIX MOCTOSIHHO MPOAOMKAIOLLIMXCSA YITyy- |
WeHVn [0 cTpaTerMyeckux NPOEKToB MpopbiBa B ciepe ynydwenusa. OpraHmsaumm Heob6xoammo |
pacrnonaratb NPOLECCOM ONpeaeneHna U MeHEAXXMEHTa AeATENbHOCTM MO YIYULWEHNIO. DT YNyULLIEHUS |
MOryT NPUBECTM KM3MEHEHVAM B NPOAYKLMM UNKM NPOLIECCAX M AaXKe B CUCTEME MEHEKMEHTa KauecTBannme |

| opraHnsaumm. !

E 8.5.1 O6uwme nonoxxeHnn

8.5.2 KoppekTupyrouwme neictBUA B 06pa3oBaTeNbHOM YUPEXAECHUN

O6pasoBaTenbHOe yupexaeHne JOMKHO OCYLIECTBNATL KOPPEKTUPYIOLLIME ASNCTBUA NO naeHTUULIM-
POBaHHbIM B pe3yrbTaTe aHanu3a npuyuMHam HeCOOTBETCTBUI M HANPaBNEHUAM BO3MOXHbIX yny4lueHni. Kop-
pekTupyioLlee AerNCTBUE AOMKHO ObiTb NPEANPUHATO ANA YCTPaHEHNA HECOOTBETCTBUI, BLIABMEHHLIX NPY
OCyLLeCTBNEHMN 06pa3oBaTenbHbIX NPOLECCOB, TAKUX Kak:

- HECOOTBETCTBYIOLWaA o6pa3oBaTenbHas ycnyra;

- HeOCTMXKEHNE 0Bpa3oBaTenbHbIX Lienei;

- OTKNOHEHMe OT obpa3oBaTenbHbIX NPOrpaMm u NNaHOB 00yYEeHNA NepcoHana;

- BbIXOAHblE AaHHble aHanu3a NpoeKTa, Bepudukaummn, Banmaaumm n Moandukaumm NPoeKTUPOBaHNA 1
pa3paboTkvn 06pa3oBaTenbHON yCnyru;

- BbICOKaA MHTEHCUBHOCTb OTYMCIIEHWI U YBONBbHEHUN;

- %ano6bl noTpebuTenen n Apyrmx AEHTUNUMPOBAHHBIX 3aUHTEPECOBAHHBLIX CTOPOH;

- OTYeTbl ayAMTOB;

- HECOOTBETCTBYUSA, BbISBMEHHbIE B NPOLECCE MOHUTOPUHTA N N3MEpPEHUn 06pasoBaTenbHbIX NPOLECCOB
n ycnyr.

YcTaHOBNEHHbIE KOPPEKTUPYIOLIME AEUCTBUA AOMKHbBI ObITb NPUMEHEHBI ANA YCTPAHEHNSA NPUYUH UOEH-
TMOVLMPOBAHHBIX HECOOTBETCTBUM, KOTOPbIE BbISBMEHbI B XOAE aHanu3a u Ansa KOTopbIX aeHTUGUUMpoBaH
YPOBEHb puckKa.

KoppekTupyiowue AencTemsa A0NXHbI GbiTh 3aperMcTpupoBaHbl AnA obecneyeHns nx BbINONHEHUSA.

B o6pa3oBaTenbHOM yupexaeHUn AOKHa ObiTb yCTaHOBNEHa Npoueaypa MOHUTOPUHIA KOPPEKTUPYIo-
LUMX IEMCTBUIA, BKNIOYAIOLLAA B ce0A aHann3 nepBUYHbLIX MPUYMH, FAPaHTUPYIOLLAA pe3yNbTaTUBHOCTb KOpPeK-
TMpYIOWMX AeicTBui BO u3bexaHne nostopa HecooTBeTcTBMA. OueHka AoMmkHA GbiTb NpoBegeHa AnA
nmaeHTMOMKALMM NEPBUYHBIX MPUYKH NPeXAae, YeM KOppeKTupyioLlee AeACTBUE NPEaNPUHATO.

UCO 9001:2000 CucreMbl MeHeA)kKMeHTa KauecTBa. TpeGoBaHua

8.5.2 KoppexTupyoume aeicTBuA

OpraHn3aumsa AofxHa NpefnpuHUMaTh KOPPeKTUpYIomMe AENCTBUA C LEeNbio YCTPaHEeHUS NMPUYUH
HECOOTBETCTBUM NS NpeAynpexaeHna NOBTOPHOIO MX BO3HUKHOBEeHUS. KoppekTupylowme aeictens aon-
XHb! ObITb aneKBaTHbIMK NOCNEACTBUAM BbISIBNEHHbLIX HECOOTBETCTBUNA.

DonxHa 6biTb pa3paboTaHa AOKYMEHTMPOBaHHAA NpoLueaypa ans onpeaeneHnsa TpebosaHun K:

a) aHanu3y HeCOOTBETCTBUI (BKNIOYASA kanobbl noTpebutenen);

b) ycraHOBREHWIO NPUUYMH HECOOTBETCTBUIA;

C) OLEHVBaHMIO HeObXOANMMOCTN AENCTBUI, YTODOBLI N3bexaTb NOBTOPEHUS HECOOTBETCTBUM;

d) onpegeneHuio N OCyLLECTBNEHNIO HEO6XOANMBIX AENCTBUIA;

€) 3anncAM pe3ynbTaToB NPEeAnPUHATLIX AeUcTBUi (4.2.4);

f) aHanW3y NpeanpUHATLIX KOPPEKTUPYIOLIMX AEWCTBUNA.

UCO 9004:2000 CucteMbl MeHeDKMEHTa KayecTBa. PexomeHpaumm no ynyudiueHmo AeATtenb- !
HOCTH '
8.5.2 KoppekTupyloume AeiCTBUA '
Bbicluee pyKOBOACTBO AOMKHO 06ecneynBaTh UCMONb30BaHNE KOPPEKTUPYIOLMX ASUCTBUN KaK cpen- |
CTBa ynyuLueHus. NnaHmposaHne KOPPEKTUPYIOLLIMX AENCTBUI BKNIOYaET OLIEHMBAHWE BaXXHOCTU NpoGnemu |
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1 1
| BbpaxaeTcs Yepes NoTeHUManbHoe BO3AENCTBUE HA TaKMe acNeKTbl, KaK IKCNNyaTaLnOHHbIE 3aTPaThbl, LieHa |
' HECOOTBETCTBWA, XapakTePUCTMKN MPOAYKLMK, HAAEXHOCTb, 6€30NacHOCTb, @ Takke YAOBNETBOPEHHOCTD !
' noTpebuTtenen n Apyr1x 3samHTepecoBaHHbLIX CTOPOH. B Npouecce BbINOMHEHNA KOPPEKTMPYIOLLNX ASACTBUN |
' NMPUHUMAIOT y4YacTe paGoTHUKM COOTBETCTBYIOIMX CRYXG. Mpy NpuHATUNM AeiicTBNI HEOGXOANMO Taloke !
1 oGpalLaTh BHUMaHWE Ha pe3ynbTaTMBHOCTL U 3(HEKTMBHOCTL NPOLIECCOB, NOABEPraTh MOHUTOPUHTY Camu !
:,uen?cmmn ansa obecneyeHna AOCTUXEHUA Xenaemblx uenen. CnegyeT paccmaTpusaTtb KoppeKTupyloLme !
1 AeNCTBUA Ha NPeaMET BKIMIOYEHUS B aHanNu3 cO CTOPOHbI PYKOBOACTBA. '
| Mocne MPUHATUA PellieHns O NPOBEAEHNM KOPPEKTUPYIOUMX AeNCTEMI OpraHn3aumm HeobxoamMmo
| ONpeaeniTb UCTOYHUKM MHopMaumm n cobpaTb MHMOPMAUMIO ANA OnpeaerneHns KoppeKTUPYIoWKX |
: DevicTewin. OnpeaeneHHble KOPPEKTUPYIOLLME AENCTBUA CNneayeT HanNpaBuTb Ha YCTPaHEHNE NPUUNH HECOOT- |
| BETCTBUI, 4TOObI N36exaTb NOBTOPHOTO BO3HUKHOBEHWUSA NpobneMm. .
MpviMepbl NCTOYHWUKOB MHPOPMALIMKN ANA PAacCMOTPEHUS KOPPEKTUPYIOLLNX AEeNCTBUN: :
- x%anobbl noTpebutenen; !
- OTYETbl O HECOOTBETCTBUSAX; !
- OTYeTbl O BHYTPEHHUX ayaAuTaXx; !
- BbIXOAHble aHHble aHanu3a co CTOPOHbI PYKOBOACTEA; '
- BbIXOAHble AaHHble aHanu3a uHgopmauum; :
- BbIXOAHblE AaHHbIE N3MEPEHWI YIOBNETBOPEHHOCTH; !
- COOTBETCTBYIOLUME 3ANNCK O CUCTEME MEHEDKMEHTA Ka4eCTBa; '
- pabOTHVIKM OpraHn3auum; |
- N3MepeHns NpoLLECCOoB; :
- pesynbTaTbl CAMOOLIEHKM. X
NmeeTca MHOro cnocoGoB yCTaHOBMEHNUSA MPUYMH HECOOTBETCTBUIA, BKNIOYAA aHanus, NpPoBOAUMbIN ,
| OTAENbHbLIM NNLOM UM FPYNNOM, Ha3HaYeHHOW ANs pa3paboTku KoppeKTUpYIoLWMX aencTeni. OpraHmnsaumm |
| cneayeT onpeaensiTb NPUOPUTETHI NPU MHBECTMPOBAHNM KOPPEKTUPYIOLLIMX AENCTBUIA NCXOAA U3 BOZMOXHbIX !
' focneacTBy paccMaTpuBaeMon npobnemoi.
Mp¥ OLEeHNBaHNN NOTPEBGHOCTU B AGACTBMSX C LIEMNbIO UCKIIOHEHNS NOBTOPEHUA HECOOTBETCTBNN Opra- !
HW3aLMA AOMKHA NPeAYCMOTPETL NPOBEAEHNE NOATOTOBKU PAGOTHUKOB, BKIMIOYEHHBIX B NPOEKTHI KOPPEKTH- !
pYyOLWNX AENCTBUNA. :
OpraHunzaums BkniouaeT aHanu3 NepBoNPUYMH, €CINM 3TO Lienecoo6pa3Ho, B NPOLIECC KOPPEKTUPYIOLLMX :
eNCTBUA. Pe3ynbTaThl aHanusa nepsonpuyinH cneayeT NpoBepUTL UCMbITaHUEM A0 ONPEAENEHNA U MHULK- 1
OBaHWUA KOPPEKTMPYIOLLMX AENCTBUA. |

T D

8.5.3 Mpepynpexpatolme aencTBuA B 06pa3oBaTeNIbHOM YYPEeXAEeHUN

OB6pasoBaTenbHOe yupexaeHne AOMKHO NPOBOAUTL NpeaynpexaaioLme AeNCTBUSA, KOTOPLIE BLITEKAIOT
13 aHanun3a NPUYMH NOTEeHLManNbHbIX HECOOTBETCTBUIA M BO3MOXHOCTEN YNYYLLEHNS CUCTEMbl MEHEAXXMEHTA
KadecTBa N obpa3oBaTenbHbIX NPOLECCOB. McnonbayeMble AaHHbIE BKNIOYAIOT B ceba:

- MHhopMaLMIo 06 O6LMX TeHAEHLMSX, NokasaTenax obyyeHuns, paboTbl npenoaasarenein U aAMUHKU-
CTPaTUBHOIO NepcoHana;

- MHPOPMALMIO O OCTUXKEHUN Lienen B 0bnacTn Ka4yecTBa;

- aHanua 3aTparT, CBA3aHHbIV C JOCTUXKEHNEM Lienel B 06nacTu ka4ecTsa;

- “ccnepoBaHne yaoBneTBOPEHHOCTM NoTpebuTenen n Apyrnx MaeHTUULMPOBaHHbIX 3aMHTEPECOBAH-
HbIX CTOPOH;

- OTYETbl ayAUTOB N aHanM3 CO CTOPOHbI PYKOBOACTBA.

MpenynpexaatoLme AencTBUsA OMKHbI ObiTh 3aperMcTpUPOBaHbl, YTOObl 0GECNEUNTL UX BLIMONHEHWNE.
[eiicTBuA, BbiTeKalolwme U3 npoLecca npeaynpexaaLmx AeNCTBUIN, AOMKHbI ObiTb 3aperMcTpypoBaHbl U
AoBefeHbl 0 COOTBETCTBYIOLUMX NoApasfeneHnin 06pa3oBaTenbHOro yYpexaeHus.

PesynbTaTthl Npeaynpexaaowmx AevcTBIn AOMKHbI ObiTb NPOaHANN3MPoBaHbl U AOBEAEHb! 0 cBeae-
HYS BCEro 06pa3oBaTeNnbHOrO YUpEXaeHns.

MCO 9001:2000 Cucrtembl MeHeAXXMeHTa kKayecTBa. TpeboBaHus

8.5.3 Mpepynpexpaowme aencTeua

OpraHu3aums fomkHa onpeaenuTb AENCTBUA C LENbl YCTPaHEHNS NPUYNH NOTEHLMEMNbHLIX HECOOTBET-
CTBUI ANA NpeaynpexaeHns ux noseneHus. MNMpeaynpexaaoime AeicTBrSa AOMKHLI COOTBETCTBOBATL BO3-
MOXHbIM NOCNEACTBMAM NOTEHLUMANBHbIX NPOGNEM.

JomkHa 6bITb paspaboTaHa AOKYMEHTMPOBaHHaA NpoLeaypa Ans onpeaeneHnsa TpeGoBaHUM K:

a) YCTaHOBMNEHWUIO NOTEHLMANbHLIX HECOOTBETCTBUI M UX MPUUNH;
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b) oueHrBaHWIO HEO6XOANMMOCTUN AEUCTBUN C LiENbIO NpeaynpeXaeHns NosSBNEHUA HECOOTBETCTBUN;
C) onpeaeneHunio N OCYLIECTBIIEHNIO HeOBXOANMBIX AEWCTBUIA;

d) 3anucam pesynbTaToB NPEANpPUHATLIX AencTBui (4.2.4);

€) aHanuay NpeanpyHATLIX NPeaynpeXxaaloLmnx AeNCTBUNA.

NCO 9004:2000 CucreMbl MeHeDKMEHTa KavyecTBa. PexoMeHAaUMKU NO ynyulweHnio aeAatenb-!

8.5.3 MpeaynpexpeHune notepb

PykoBoACTBO AOMKHO NNAHUPOBATL YMEHbLUEHWE BO3AENCTBUA NOTEPL B OPraHU3aummn ¢ Lenbio noa-
JepXaHus nokasaTenemn npoLeccos U xapakTepucTuk npoaykumu. NMpeaynpexaeHune notTepb B hopMe nnaHu- |
| POBaHUA cneayeT NPUMEHSTb B OTHOLLEHMM NMPOLLECCOB XWN3HEHHOTO LIMKNa NPOAYKLIMM M BCNOMOTaTenbHbIX |
| MpOLEeCccoB, a TaKKe [AEATEeNbHOCTU W NPoAyKUMM C  Lenblo obecneyeHns YyAOBNETBOPEHHOCTH |
| 3aMHTEPECOBAHHBIX CTOPOH. '
[Ans Toro 4To6bl NNaHMposaHve NpeaynpexneHns Notepb 6bINo pesynbTaTMBHLIM U 3 EKTUBHLIM, !
€ro Haao OCYLLECTENATL cucTeMaTnyeckn. CUCTEMaTUYHOCTL NNaHUpoBaHna 6asmpyeTcs Ha AaHHbIX, Nony- !
YEHHbIX MOCPEACTBOM COOTBETCTBYIOLLMX METOA0B, BKIMIOYAIOWMX OLEHKY NPeabiayLinX CBEAEHUA MO TeH- !
OEHUMSIM 1 KPUTUHECKOTO COCTOSHUA AEATENbHOCTM OpPraHn3auum u ee npoaykumn. [laHHble MOryT ObiThb !
nony4YeHbl NOCPEACTBOM:

- NCNOSb30BaHNA CPEACTB aHanM3a pPUCKOB, TAKUX KaK aHanu3 xapakrepa v nocneacTBuii OTkasa;

- aHanu3a notpebHOCTeN 1 oXxuaaHu notTpebutenew;

- 8Hann3a pbiHKa;

- NCMONb30BaHNA BbIXOAHbIX AaHHbIX aHanu3a, B TOM Y/ACNe aHanm3a co CTOPOHbI PYKOBOACTBA;

- N3MepeHnn yAOBMNEeTBOPEHHOCTH;

- U3MEpPEHMIN NPOLIECCOB;

- NCNOMNb30BaHUA 06 LEANHAIOLLMX MCTOYHMKOB MH(DOPMALIMKN OT 3aMHTEPECOBAHHbIX CTOPOH;

- COOTBETCTBYIOLLMX 3aNNCeN CUCTEMbl MEHEDKMEHTA Ka4eCTBa;

- YPOKOB, U3BMEYEHHbIX N3 NPOLLINOro ONbiTa;

- pe3ynbTaToB CaMOOLIEHKM;

- NpoLieccoB, 06ecneymBaloLLnX paHHee npeaynpexaeHne o NPpuBAmKeHnn HeynpaenaeMbiX yCrIOBUNA.

Takune AaHHble 0becneyunBatloT HOPMaLMIO ANS pa3paboTkn pe3ynbTaTMBHOro u 3dpheKTMBHOro Nna- 1
Ha NpeayNpPeXaeHNs NoTephb 1 ONPEASNEHNA NPUOPUTETOR, KACAIOLMXCA KaXAOrO NPOLIECCa U NPOAYKLIMM, |
4TOGbI YAOBNETBOPATL NOTPEOHOCTM U OXUABHNA 3aUHTEPECOBAHHBIX CTOPOH.

Pe3ynbTaTthl oueHkn 3¢hheKTUBHOCTM M pe3yNbTaTUBHOCTM NNAHOB NpeaynpexaeHna noteps cneayer
MCMONb30BAaTh KaK BbIXOAHbIE fJaHHbIE aHanM3a co CTOPOHLI PYKOBOACTBA M NPUMEHATL NX KaK BXOAHbIE NaH-
Hble ANa MoaAuMKaLMN NNaHOB, a TakXke Kak BXOAHbIE AaHHble ANA NPOLECCOB YNYYLLEHNA.

8.5.4 lMocToAHHOE ynyulleHne AeATeNbHOCTH opraHusauumn

Ons copelicTBus obecneueHnto GyayLlero opraHM3aumm U yaoBNEeTBOPEHHOCTU 3aMHTEPECOBAHHDIX |
CTOPOH PYKOBOACTBY HEODX0ANMO CO3aTh KyNbTYPHYI0 cpeay, CnocoGCTBYIOLLYIO BOBNEYEHNIO pabOTHMKOB !
B aKTUBHbIN MOMCK BO3MOXHOCTEN YMy4LLeHNA nokasaTtenen nNpoLeccoB, AEATENbHOCTM U XapaKTepucTuK !

nNpoAyKLMN. !

C uenblo BoBneyeHns paboTHMKOB BbiCLLEMY PYKOBOACTBY creayeT co3aaTh cpeay, B KOTOPOM NOMHo- E
MOuMsA AenernpyloTca Tak, 4tobbl paboTHUKM NPUHANK Ha cebsl OTBETCTBEHHOCTbL MO onpeaeneHunio obnac- 1
TeW, rae opraHn3auna MoXeT yNny4yLlnTb CBOIO AEATENbHOCTD.

3TOro MOXXHO AOBWTBLCA NOCPEACTBOM TaKON AeATENbHOCTH, Kak:

- NOCTaHOBKa Lienen nepeq paboTHMKaMM OPraHn3aumii, a TaKke B PaMKax NpOEeKTOB;

- CpaBHEHWE C AOCTMXKEHNAMMN KOHKYPEHTOB W NyYLLei NPaKTUKOWM;

- MPU3HaHWe N BO3HarpaxaeHne 3a OCTUXKEHVe YnyyLLeHni;

- HAarNAAHOCTb NPEAnNOXeHUN, BKNoYas CBOEBPEMEHHOE pearpoBaHne PyKoBOACTBA.

Onsa obecneveHns CTPYKTYPbl AEATENBHOCTM MO YRYYLIEHWUIO BbICLLEMY PYKOBOACTBY HEOGX0aMMO
onpeaenuTb N BHEAPUTL NPOLIECC MOCTOSHHOMO YNyYLLEHNS, KOTOPbIV MOXHO NPUMEHATb K MPOLIeccaMm Xns-
HEHHOrO LMKNa npoayKumn, BCNOMOraTenbHbIM NPOLECCaM 1 ApYron AeATenbHOCTH.

B uenax goctnxeHns pesynbTaTMBHOCTU U 3hDEKTMBHOCTI MPOLIECCa YAyylLeHna cneayeT yaenaTb
BHMMaHWE NPOLIECCaM XM3HEHHOO LMKNa NPOAYKLUM U BCMOMOraTenbHbIM MPOLLECCaM C TOHKN 3PEHUS:

- pesynbTaTMBHOCTY (HanpuMep, CTeneHn BbiNONHeHNsA TpeboBaHui);

- 3t PeKTUBHOCTK (HaNpMMep, Pacxoaa PecypcoB, BbiIPaKeHHbIX BO BPEMEHWN M AeHbrax Ha eanHuLy

npoayKumm);
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i - BHELLHWX BO3AENCTBUIN (HanpuMep, N3MEHEHNs 3aKOHOB M PErMaMeHTOB);
! - NoTeHUManbHOM cnabocTy (HanpuMep, OTCYTCTBUSI BO3MOXHOCTEN UNW COrNacoBaHHOCTUY;
! - BO3MOXXHOCTM NPUMEHEHNS NyYLIMX METOA0B;
! - yNpaBneHns NNaHOBbIMN N HEMNNAHOBbIMN N3MEHEHNAMY;
! - U3MepeHMUs 3aMnnNaHNMpPoOBaHHbIX BbIFOA.
! Takom NpoLecc NOCTOSHHOTO YNyyLIeHUa HeO6X0AMMO UCTONb30BaTh KakK CPeACTBO YNYYLLEHWS BHYT-
! peHHel pesynbTaTMBHOCTM 1 3¢P(PEKTUBHOCTM OPraHN3aLIMK, a Taloke ANA NOBbILLEHWS YAOBNETBOPEHHOCTH
' noTpebuTenei n Apyrmx 3auHTEPECOBaHHbIX CTOPOH.
! PykoBOACTBY cnepyeT NoaAep1BaTh ynyyLeHns B (oopMe NOCTENEHHOM NPOAOMKaIoLLEeNca AeATeNb-
! HOCTK, HEOTHEMNEMOWN OT CYLLIECTBYIOLLIMX NPOLIECCOB, @ TaKKe BO3MOXXHOCTEMN MPOopbIBa AN NONy4eHna Mak-
! CUManbHON BLIFOAL! ANA OPraHU3aLMK N 3aUHTEPECOBaHHBIX CTOPOH.
! MpuMepbl BXOAHBIX AaHHbIX ANA MOAAEPXKKM NPOLIECcCa YNy4LLeHUA coaepKaT UHGOPMAaLMIO, MONY4YeH-
! HYIO U3:

! - AaHHBIX BanuAauumw;

! - AaHHBIX Pe3yNbTaToB MpoLecca;
' - AAHHBIX UCMbITAHWUIA;

' - AAHHBIX CAMOOLIEHKM;

' - YCTaHOBMEHHbIX TpeBoBaHUi N 06PaTHON CBA3N OT 3aMHTEPECOBAHHbLIX CTOPOH;

' - ONbITa PaGOTHUKOB OPraHU3aLUm;

' - (PMHAHCOBbIX AAHHDIX;

' - AaHHBIX O XapaKTepUCTUKax NPOAYKLUUN;

' - AAHHLIX O NPENOCTaBNEHUN YCAYIN.

! PykoBoacTBy cneayet o6ecneqnsartb, 4HTOOb! U3MEHEHNSA, BHOCUMbIE B NPOAYKLMIO MW NPOLLECC, Bbinn
! ono6peHbl, pacnpeaeneHbl NO NPMOPUTETAM, CNNAHMPOBAHDI, NOMYYMNN MaTEPUanNbHO-TEXHUYECKYIO Noa-
| AEPXKKY 1 YNPaBNANUCh B LIENSAX YAOBNETBOPEHNS TPeGoBaHWi 3aMHTEpeCcOBaHHbIX CTOPOH, a Taloke He npe-
! BbILLIANW BO3MOXHOCTEN OpraHn3auun.

' B npunoxeHun B npyvBeaeH Npouecc NOCTOAHHOrO yNyylLeHUA ANSA NPUMEHEHNA OpraHn3aumnen.
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UCO 9004:2000 Cucrembl MeHeKMeHTa kavecTBa. PekomeHaaumm no ynyuweHUIo AeATeNbHOCTN

MpunoxeHue A
(cnpaBo4Hoe)

PexoMeHAauMm No camooueHke

A.1 BBepeHue

CaMooLeHKa — 9TO BCECTOPOHHEE OLieHUBAHWNE, UTOFOM KOTOPOTO SIBMAETCA MHEHUE UNU CYXXOEHWe O pesynb-
TaTUBHOCTU W 3(PCEKTUBHOCTU OpraHU3aLumM U YpoBHE 3PEnocTh cUCTeMbl MeHeKMeHTa KadecTa. CaMooLeHKy
06bI4HO MPOBOAUT PYKOBOACTBO OpraHu3auuu. Llenb camooLeHkn 3akniouaeTcs B NpeaoCcTaBneHun opraHusaLmmn
pekoMeHAaLMI, OCHOBaHHBIX Ha (hakTax, KacaroLmxcst obnacTemn NpuMeHeHNs PecypcoB ANs yNyylleHns ee AesTerb-

HOCTHU.

CamooueHka MoXeT ObITb NoNe3How NpY U3MepeHnn AOCTUKEHWI B CPaBHEHUU C LIENAMU, a Takke AN NoBTOp-
HOM OLEHKN MOCTOAHHOIO COOTBETCTBUA 3TUM LIeNnsMm.

B HacTosLee BpeMs CyLLeCTBYeT MHOrO MoAenei CamMmooLLEHKN OpraHn3aL i Mo KpUTEPUAM CUCTEMbI MEHEK-
MeHTa kadecTea. Hanbonee wWnpoko NnpusHasaemMbiMn U NPUMEHAEMbIMU MOAENAMUN ABNSTCA MOAENMW HALMOHANb-
HbIX U perMoHanbHbIX NPeMUii NO KaYecTBY, CHMTAIOWMECH TaKkKe MOAENAMU COBEPLLUEHCTBA OpraHn3aLuui.

MeToa camooLieHkn obecneymBaeT NPOCTON W NErkMil B NpUMeHeHnn cnocob yCTaHOBNEHUS YPOBHSA pasBUTUSA
(3penocTu) cuctTembl MEHEQKMEHTA KayecTBa OpraHnsaLmmn 1 onpeaeneHns OCHOBHbIX obnactel Ans ynyyweHus.

KoHkpeTHble ocobeHHocTM MeToaa camooueHkun no NCO 9004 TakoBbl, YTO OH MOXeET:

- MPUMEHATLCA KO BCEW CUCTEME MEHEeAXXMEHTA KavyecTBa UNu ee YacTu, Unu K nbomy npoLieccy;

- MPUMEHSATLCA K OpraHn3auum B LENOM UNKU ee YacTy;

- 6bITb GBICTPO OCYLLECTBNEH BHYTPEHHNUMM CpeacTBamMu;

- ObITb OCyLECTBNEH MHOFONPOMUNBLHON FPYNNON UNM OAHMM PabOTHUKOM OpraHusauuv npu NOAAEPKKe
BbICLLErO pPyKOBOACTBA;

- cChOpMUPOBATL BXOAHBIE AaHHbIE ANsi 60nee BCECTOPOHHENO MPOLECCa CaMOOLLEHKN CUCTEMbI MEHE XKMEHTA;

- onpeaenuTb U 0BNerYTb PaccTaHOBKY NPUOPUTETOB BO3MOXHOCTEN ANSA YIyULIEHMS;

- CNOCcoGCTBOBATL Pa3BUTUD CUCTEMbI MEHEDKMEHTA KayeCcTBa B HanpaBneHn YpoBHA MMPOBOrO KNnacca.

MeToa camMOOLIEHKU, U3NOXEHHbIN B HACTOALLEM CTaHAapTe, NpeAHa3HauyeH AN OLEHUBaHUA ypoBHeN pas3eu-
TUS CUCTeMbl MEHEXXMEHTa KayecTBa Mo KaXaoMy OCHOBHOMY pasgeny MCO 9004 nocpeacTBom GannbHOoi Wwkans
ot 1 (oTcyTCTBYET (pOpPMann3oBaHHas cuctema) Ao 5 (Nyylwue nokasaTenu B KNacce AeATENLHOCTH).

MOXET MOCTaBUTL ANA OLEHUBAHWUA CBOEH AEATENLHOCTMN NO KaXAOMY OCHOBHOMY pasaeny MCO 9004.

Jpyroe npenMyLLECTBO HACTOSALWEro METOAa COCTOMT B TOM, HTO pe3ynbTaTbl, KOHTPONUpYeMbIe MO BPEMEHMW,
MOryT GbITb UCMONBL30BaHLI NPY OLEHKE Pa3BUTUA OpraHn3aumn.

HacToawmin noaxoa Kk cCamooLUeHKke He 3aMeHsieT BHYTPEHHNE ayaAnTbl CUCTEMbl MEeHe)KMeHTa KauecTsa unm
MCMONb30BaHUE CYLIECTBYIOWMNX MOAEnen NpeMnit No KavecTsy.

A.2 MNMokasaTtenu ypoBHen pa3suTua (3penoctn)

YPOBHM passuTUA AeATenbHOCTU, OXBaTbiBaeMble HACTOALWMM MEeTOAOM CaMOOLIeHKU, NpuBeAeHbl B Tabnu-
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Ta6nuya A1 — YpoBHM pasBuTHs AEATENBHOCTU
Yposeb XapaKTepucTuka ypoBHsi MosicHeHus
pasBuTuA p P yp
1 HeT chopmanusoBaHHo- CuctemaTnyeckuii nogxoa Kk npobnemam OTCYTCTBYeT, HET pesynbTa-
ro noaxoaa TOB, pe3ynbTaThl cnabble unu Henpeackasyemble
2 MNMoaxon, OCHOBaHHLIN CuctemaTtuyeckuii Noaxoa, OCHOBaHHbIN Ha BO3HUKLLEN npo6neme unu
Ha peakuun Ha NpobnemMbl | KOpPEeKUMM; HanMuyne MUHUManbHbIX AaHHBIX O pe3ynbTaTax ynyyleHus
3 YcrosBlwminca dopma- CucrtemaTuyeckuii NpoLIeCCHbIN NOAX0A, CUCTeMaTuYeckue ynyyllieHns
NN30BaHHbIA CUCTEMHbLIA | Ha paHHel CTaaun; Hanuine AaHHbIX O COOTBETCTBUM LIENAM U CyLeCTBO-
nopxon BaHWM TEHAEHLIUI ynyyLLeHUs
4 AKLEHT Ha NoCTosiHHOE MpumeHeHne npoLiecca ynyulleHus; Xopoluve pesynbTaThl U yCTONUU-
ynydiuexHume Bble TEHASHLUN ynydlueHUs
5 Jlydwme nokasatenu B 3HauYUTENBHO UHTENPUPOBaHHLIN MPOLLECC YNy4LUEeHUs; NyYlune B Knac-
Knacce AeATeNbHOCTN ce pe3ynbTaTthl B CPaBHEHUU C MPOAEMOHCTPUPOBAHHBIMU AOCTMKEHNAMMN
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A.3 Bonpochb! Ans CaMOOLIeHKH!

Mopaenu npemuii No kayecTBy, a Takke Apyrue Moaerny CaMooLIeHKU UMEIOT LWNPOKUI Anana3oH AeTanbHbIX Kpyu-
TepueB NO OLleHKe AeATeNbHOCTU CUCTEM MeHekMeHTa. CamooLieHka obecneunBaeT yaoOHbIN Noaxoa K OLeHKe ypos-
HA pasBuUTUA opraHu3auum, Gasupylowminca Ha pasgenax 4—8 HacTosiwero crtaHaapTa. Kaxaow opraHusaumm
HeoBxoaMMO paspaboTaTb KOMMNEKC BONPOCOB NO TeM NYHKTaM HacTOSALLEro cTaHaapTa, KOTopble COOTBETCTBYIOT €€
noTpeSGHOCTAM.

Mpumepbl TUNUYHBIX BOMPOCOB ANSi CAMOOLEHKM NpuBOAATCA HUxe. HoMepa noapasaenos AaHbl B KPYribiX
ckobkax.

Bonpoc 1. MeHeXMeHT cuctem u npoueccos (4.1)

a) Kak pykoBOACTBO NpUMEHSIET NPOLECCHBI NoaxoA ANs AOCTUXEHUSI pe3ynbTaTMBHOTO U 3deKTUBHOIO
ynpaBneHus npoueccaMmn, pe3ynbTaToM KOTOPOro IBMAETCA ynyulleHue AeATeNbHOCTU?

Bonpoc 2. [lokymeHTaumusn (4.2)

a) Kakucnonb3yloTcs AOKYMEHTbI U 3anvMcK ANs NoaAepXkU pe3ynsTaTMBHOIO U 3hEKTUBHOTO (DYHKLIMOHNPO-
BaHUs NPOLECCOB OpraHn3auun?

Bonpoc 3. OTBeTCTBEeHHOCTb pykoBoAcTBa. O6wwue pekomeHaaumm (5.1)

a) Kak Bbiclee pykoBOACTBO NOATBEPXXAAET CBOE NMAEpCTBO, 06A3aTensCTBa U BOBNEYeHne?

Bonpoc 4. MoTpe6HOCTU U OXUAAHUA 3aUHTEPECOBaHHbIX CTOPOH (5.2)

a) Kak opranusaums onpeaensieT noTpeGHOCTU M 0XXMaaHUA NoTpeduTeneil Ha NOCTOSIHHOW OCHOBE?

b) Kak opraHu3auus onpeaensieT noTpe6HOCTU paboTHMKOB B NPU3HAHWUK, YAOBNETBOPEHHOCTU paboTown, KOM-
NETEHTHOCTU U Pa3BUTUN?

¢) KakopraHusauus npuHMMaeT BO BHUMaHUe NoTeHLManbHbIe BbIroAbl OT YCTaHOBIIEHUA NapTHEPCTBA CO CBOM-
MK NoCTaBLWmUKaMn?

d) KakopraHnsauus onpeaensieT noTpeSHOCTU M 0XXMAAHUS APYIMX 3aUHTEpPEeCOBaHHbIX CTOPOH, KOTOPbIE MOTYT
OTPa3snUTLCA Ha NOCTaHOBKe Lienen?

e) Kak opraHnsauus nobusaeTcs yueTa 3akoHoaaTenbHbIX U Apyrux 06sa3aTtenbHbIX TpeGoBaHWin?

Bonpoc 5. NMonutuka B o6nactu kayecrsa (5.3)

a) Kak nonutuka B obnactm kayectsa obecneumBaeT NOHMMaHUe B opraHusaLmum notpebHocTen U oxnaaHni
notpebuTtenei 1 opyrux saMHTepecoBaHHbIX CTOPOH?

b) Kak nonutuka B 06nacti kayecTea NPUBOANT K ABHLIM 1 OXMAAEMBIM YNYYLLIEHNAM?

¢) Kak nonuTuka B obnactu kadectsa yunTbiBaeT NPOrHo3 Ha Syaywee opraHusaumm?

Bonpoc 6. MnaHupoBaHue (5.4)

a) Kak uenu npeoGpasyroT NONUTUKY B 06NacTu Ka4ecTsa B UsMepsemMble nokasaTenn?

b) Kak uenu opraHnsauum AOBOAATCA A0 KaXOOro YPOBHA PYKOBOACTBa ANA obecneveHns nHABUAyanbHOro
BKNaja B UX 4OCTUXKEHWE?

¢) Kak pykosoacTteo obecneumBaeT Hannume pecypcoB, HeO6Xo0ANMbIX ANA AOCTUXKEHUS Lenen?

Bonpoc 7. OTBeTCTBEHHOCTb, MONHOMOUMA U 06MeH uHopmaumen (5.5)

a) Kak Bbicluee pykoBoacTBO obecneumBaeT ycTaHOBNEHWE OTBETCTBEHHOCTU U JOBeAeHWe ee A0 CBeaeHUs
paboTHMKOB opraHusauum?

b) Kak noBepaeHHble Ao cBeAeHUA NepcoHana TpeGoBaHusA K ka4ecTBy, Llenu 1 AOCTUXKEHUA COQENCTBYIOT ynyy-
LIEHWNIO AeATeNbHOCTN OpraHn3aumumn?

Bonpoc 8. AHanus co CTopoHbl pykoBoacTBa (5.6)

a) Kak BbiCluee pykoBOACTBO obecneunBaeT HanMune AeicTByLE BXOAHON UHOpMaLMmM AN aHanusa co
CTOPOHLI pyKOBOACTBA?

b) KakeaesaTenbHOCTW MO aHanusy co CTOPOHbI PYKOBOACTBA YYUTHIBAETCA OLeHKa MHDOPMaLIMK MO yNy4LLEHUIO
pe3ynbTaTUBHOCTU U 3EKTUBHOCTM NPOLIECCOB OpraHu3aLmmn?

Bonpoc 9. MeHemxmeHT pecypcoB. O6wwue pekomeHaauum (6.1)

a) Kak Bbicluee pykoBOACTBO NNaHMpyeT CBOEBPEMEHHOe Hannyne pecypcos?

Bonpoc 10. Pa6oTHuku (6.2)

a) Kak pykoBoACTBO NponaraHaAUpyeT y4acTie U noaaepky paboTHUKOB NP ynyylleHn pesynbTaTUBHOCTU U
3pPEeKTUBHOCTM OpraHnsayun?

b) KakpykoBoacTeo o6ecneumBaeT aaekBaTHOCTb YPOBHA KOMNETEHTHOCTU paGOTHUKOB OpraHn3aLmn TEKYLLIUM
1 6yaywmm notpebHocTAM?

Bonpoc 11. UHdpacTpykTypa (6.3)

a) KakpykoBoactso oGecneumsBaeT COOTBETCTBUE UHPPACTPYKTYPbI 3aaaqe AOCTUNEHUA Llenen opraHusaummn?

b) KakpykoBoACTBO paccMaTpvBaeT BONPOCHI OXpaHbl OKpyXatoLLe Cpeapl, CBA3AHHbIE CUHAPaCTPYKTYpOn?

Bonpoc 12. MpousBoacTBeHHasn cpeaa (6.4)

a) Kak pykosoacTtso obecneunaet, 4ToObl NPOU3BOACTBEHHAA cpeaa cnocobcTBOBana MoOTUBaLIMK, yAOBNETBO-
PEHHOCTU, Pa3BUTUIO U AeATENbHOCTU PpaboTHUKOB OpraHu3aummn?
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Bonpoc 13. Undopmauus (6.5)

a) Kak pykosoacteo obecnequsaet AOCTYNHOCTb COOTBETCTBYIOLIEN MHOPMALMKN ANS NPUHATUA peLueHus],
OCHOBAHHOro Ha akTax?

Bonpoc 14. Mocraswmku n napTHepsb! (6.6)

a) Kak pykosoaCTBO BOBriekaeT NOCTaBLUMKOB B onpegeneHue notTpebHOCTei No 3akynkam u B paspaboTky
COBMECTHOW cTpaTernm?

b) Kak pykoBoACTBO peknammpyeT napTHepPCKMEe OTHOLLEHUSI C NOCTaBLMKaMn?

Bonpoc 15. MpupoaHbie pecypck! (6.7)

a) Kak opranusauma obecneunBaet Hanu4mne He0GXxoaUMbIX NPUPOAHBLIX PECYPCOB ANSA CBOMX NPOLLECCOB XMU3-
HEHHOTO LMKna Npoaykunn?

Bonpoc 16. ®uHaHcoBble pecypchbi (6.8)

a) KakpykoeoAacTBO nnaHupyeTt, obecneunsaeTt, ynpaBnseT U KOHTPONUPYET hMHaHCOBbIe pecypchl, Heobxoau-
Mbie Ans noaaepxaHua B pabouem COCTOAHUN pe3ynbTaTMBHOM W 3¢peKTUBHOI CUCTEMBI MEHEeAXKMEHTA KayecTBa u
obecneyeHns ROCTUKEHWA Uenei opraHnsauun?

b) Kak pykosoactso obecneunBaet 0CBEAOMNEHHOCTb PaGOTHUKOB O CBA3U MEXAY Ka4eCTBOM NPOAYKLMM U
3aTpatamu?

Bonpoc 17. Mpouecchl xu3HeHHOro uukna npoaykuun. O6wme pexkomeHaaumm (7.1)

a) Kak pykoBoAcTBO NpuMeHsieT NpoLeccHbin noaxoa Ansa obecneyeHns pesynbTaTMBHOMO U 3MEKTUBHOrO
PYHKLMOHMPOBaHWA NPOLLECCOB XMU3HEHHOTO LMKNa NPOAYKLMM U BCIOMOraTenbHbIX NPOLECCOoB, a Takke CBA3AHHOM
ceTu NpoLeccoB?

Bonpoc 18. Mpoueccnl, cBA3aHHble C 3auMHTepecoBaHHbIMKU cTopoHamu (7.2)

a) Kak pykoBoACTBO OnpeaensieT NpoLecchl, CBA3aHHbIe C NoTpebutensamu, AnsA paccmoTpeHus ux notpedHoc-
Ten?

b) Kak pykoBoacTBO ONpeaenseT npoLecckl, CBA3aHHbIe C APYIMMU 3auHTEPECOBaHHLIMM CTOPOHaMM, ANd pac-
CMOTPeHUsi UX NoTpeBHOCTeN 1 OXKMAaHWIN?

Bonpoc 19. MpoektupoBaHue u paspadoTka (7.3)

a) KakBbicluee pykoBoACTBO OnpeaensieT NpoLecchl NpOeKTUpoBaHus U pa3paboTku ansa o6ecneyeHmns UX cooT-
BETCTBUA NOTPEBHOCTAM 1 OXxMaaHWsAM notTpebutenei opraHMsaLmum U Apyrmx sauHTepecoBaHHbIX CTOPOH?

b) Kak Ha npakTuke ocylwecTBNsAeTCS MEHeAXKMEHT NPOLIECCOB NMPOEKTUPOBaHNA N pa3paboTku, B TOM Yucne
onpeneneHue TpeboBaHU K NPOEKTUPOBaHMIO U pa3paboTke, U AOCTUXKEHUS 3ansiaHMPOBaHHbIX BLIXOA0B?

¢) KakBnpoLeccax npoekTUpoBaHus U pa3paboTky y4UTEIBAETCA Takas AeATeNbHOCTb, Kak aHanns, sepudunka-
LMA 1 BanuaaLmna NpoeKkTa n MeHeQXKMEHT KoHUrypauum?

Bonpoc 20. 3akynku (7.4)

a) Kak Bbicluee pyKOBOACTBO OnpeaenseT npoLecchl 3akynok ans obecneyeHnss COOTBETCTBUS 3aKyNNEeHHOM
npoAyKuMn NoTpebHOCTAM opraHm3auumn?

b) Kak ocyluecTBnaeTca MEHeMKMEHT NPOLIECCOB 3aKynoK?

¢) Kak opraHusauums obecneymBaeT COOTBETCTBME 3aKyNNEHHON NPOAYKLMW, HauMHas co cneLudukaLm u KoH-
Yyas npmemkon?

Bonpoc 21. Onepauuu no Npou3BOACTBY U o6cnyxuBaHuio (7.5)

a) Kak Bbicluee pykoBoacTBo obecneynBaeT, yuuTbiBaeT NOTpEOHOCTN noTpebuTenen n Apyrux 3amHTepeco-
BaHHbIX CTOPOH BO BXO/aX NPOLLECCOB >U3HEHHOrO Likna npoaykummn?

b) Kak ocyluecTBnaeTca MEHeMKMEHT NPOLIECCOB KU3HEHHOrO LMKNa OT BXOAOB AC BLIXOAOB?

¢) KakBnpoueccax KM3HEeHHOro Liukna oTpaXeHbl Takue Buabl AeATeNbHOCTU, Kak BepudurkaLmsa U Banuaauma?

Bonpoc 22. YnpaBneHue yCTpPONCTBaMM ANA MOHUTOPUHra U nsMmepeHu (7.6)

a) KakpykoBoacTBo ynpasnseT ycTponcTBaMm ANA MOHUTOPUHIA U M3MEPEHWIA C LLIeNbo MONYHYEHUA U MCNOoNb3o-
BaHWs NPaBUNbHbBIX AaHHbIX?

Bonpoc 23. U3smepeHue, aHanus n ynyudwernue. O6wmne pekomeHaauum (8.1)

a) Kak pykoBOACTBO NponaraHAMpyeT BaXHOCTb M3MEPEHUs, aHanu3a n AesTeNnbHOCTU MO YRYHLLEHWIO, YTOObI
obecneumBaTb yA0BNETBOPEHHOCTL 3aMHTEPECOBaHHbLIX CTOPOH pesynbTaTamu AeATeNbHOCTM opraHnsaumm?

Bonpoc 24. N3mepeHne U MOHUTOPUHT (8.2)

a) Kak pykosoacTtso obecneumsaeT c60p AaHHbIX, KacaloWwmxca noTpebuTeneil, AnNs aHanusa ¢ Lenbio nonyye-
HWUSA MHOPMaLMK ANS YNyHLWEHUA?

b) Kakpykosoacteo o6ecneumsaeT cbop AaHHbIX OT APYr1X 3aMHTEPECOBaHHbIX CTOPOH ANA aHann3a n BO3MOX-
HbIX YNyYLIEHUA?

¢) Kak opraHusaums ucnonb3yeTt caMooLeHKy CUCTEMbl MEHEAXKMEHTa KayeCcTBa ANs YNy4LWeHUA pe3ynbTaTe-
HOCTMN 1 3PDEKTMBHOCTN ASATENBHOCTN OpraHn3aLmm B LLenom?

Bonpoc 25. YnpaBneHue HecooTBeTCTBMAMM (8.3)

a) Kak opranunsauusa ynpaenseT HecooTBETCTBMSAMU NPOLECCOB N NPOAYKLMN?

b) KakopraHusauus aHanMaupyeT HeCOOTBETCTBUA AN U3BNEYEHWUS YPOKOB M YNyYLLEHUS NPOLECCOB U NPoaykK-

umn?
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Bonpoc 26. AHanu3 faHHbIX (8.4)

a) KakopraHusauus aHanusupyeT AaHHble C Lienbio OLLeHKN CBoel AesiTeNbHOCTM M onpeaeneHus obnactei gns
yny4weHns?

Bonpoc 27. YnyuweHue (8.5)

a) Kak opraHmsaums ncnonb3yeT KoppekTupyloLue AeiCTBUS AN OLLeHUBaHUA U YCTpaHeHUs 3aukcmpoBaH-
HbIX Npo6nem, BNUSIOLWNX Ha ee AeATENbHOCTL?

b) Kak opraHmsauus ucnonb3syeT npeaynpexaaiolume eicTsua ANs npeaoTepalleHns notepb?

¢) Kak pykoeoactso ofecneumBaeT NnpuMeHeHne cuctemaTuyeckux MeTOA0B U CPeACTB YNYULIEHWS C Lienbio
COBEpPLUEHCTBOBAHNA AEATENbHOCTU OpraHv3aLmmn?

A.4 [okymeHTMpoBaHue pPe3ynbTaTOB CaMOOLIEHKN

CyLliecTByeT MHOro cnoco0B hopManunsaLum BonpocoB Mo CamooL,eHKe ANs OLeHUBaHWUSA AeATeNbHOCTH, onpe-
AeneHnsi peNTUHIOB Pa3BUTUS U PErMCTPaLMM BO3MOXHbBIX AEACTBUI Mo yny4ileHno. OanH us cnocoGoB NnpueeaeH B
Tabnuue A.2.

Tabnunuya A2— MNpyumep 3anncy pesynbTaToB CamMOOLIEHKN

Homep Homep HaGnopeHus no caktudeckoin PeiTAHT [1e/icTaUA Mo ynyuLLieHMIo
noagpasgena | Bonpoca BeATensHOCTU
5.2 4a YtOo KacaeTcA [AaHHOro MyHKTa, 5 He Tpebytotca
y pevy

HaLu npouecc ny4we noboro Apyroro
npowecca B Mupe

5.2 4a) YTto KacaeTcA AaHHOro nNyHKTa, y 1 Heobxogumo paspaboTtatb cooT-
Hac HeT CUCTEMbI BETCTBYIOLLMIA NpoLiecC.

OTBETCTBEHHBII 1 CPOKU?

CaMooLeHKa MOXeT UCNoNb3oBaThCA U3bupaTensHo NCXoAs u3 noTpebHocTeln opraHnsaumn. OauH noaxoa
rogeH Ans OCYLECTBNEHNS CaMOOLEHKN Ha UHAMBUAYaNbHON OCHOBE ANS BCE UMW YacTu CUCTEMbl MEHEMKMEHTA
KauyecTBa U 3aTeM ANs peanuaaLnm ynydlleHuns, Apyroi Noaxoa — Ans MHOronpodgunbHOM rpynnbl paGoTHUKOB, OCY-
LLEeCTBASAILLEN CAMOOLLEHKY BCEi TN YaCcTH CUCTEMbI MEHEAXKMEHTa KauyeCTBa, 3a KOTOPOW NocneoBanm 66l paccMoT-
PEHWE 1 aHaNN3 CO CTOPOHLI FPYNMbI, 3aTeM AOCTUKEHUE KOHCEHCYCa MO YCTAHOBKE NPUOPUTETOB YNYHLLEHUS 1 NNaHam
aencTeuil. PesynbTaTUBHOE N 3¢PHEKTUBHOE NPUMEHEHWUE CAMOOLIEHKN B OPraHU3aLmnn 3aBUCUT TONBKO OT TBOPHECKo-
ro BOOGpaKeHUs N N306peTaTenbHOCTU COTPYAHNKOB OpraHM3aumny, 3aMHTEpPeCOBaHHbIX B JOCTUKEHNN COBEPLLEH-
cTBa.

A.5 CBA3sb Mexay noTeHUManbHbIMM NpenMyllecTBaMu OT npumeHeHna UCO 9004 n camooueHkn

MmeeTca MHOro pasnuyHbIX CnocoG0B ANs NPUHATUS PeLLIEHUS O TOM, Kakue AeNCTBUA cneayeT NPeANpPUHATL B
pesynbTaTte caMmooueHkn. OaHUM M3 NOAX0A0B ABNSAETCA PACCMOTPEHUE BbIXOAHBIX AaHHBIX CaMOOLEHKN COBMECTHO C
NoTeHUManbHLIMU KNOYEBLIMW NPENMYLLIECTBaMM, KOTOPbIE MOXHO NONYHUTL OT CTabUNbHON CUCTEMbI MEHEAXKMEHTA
kadecTsa. Takoi noaxoa no3sonun 66l opraHU3aLym oNpeaenuTbL U MHULMMPOBATL NPOEKTHI MO YNYULLEHNIO, KOTOPLIE,
BepoATHO, oGecneunnn 661 Haunbonee GnaronpuATHLIE pe3ynbTaThl UCXOAA U3 €€ NPMOPUTETHLIX NOTpebHocTeln. [ina
yao6CcTBa NpUMEHeHUs Takoro Noaxoaa HUXKE NPUBOASATCS MPUMEPBI NOTEHLUMANBHBIX NPEUMYLLECTB, CBA3AHHBLIX C BOM-
pocamu, npuBeaeHHLIMKN B pasaene A.3, U OTHOCSLLUMXCA K OTAENbHLIM NoapasaenamM HacToawero ctaHaapTa. 3tm
npUMepbl MOXXHO UCMONB30BAaTh Kak TOUKY OTCHeTa NpyU COCTaBNEHMU NEPEHHSA, N0AXoAALero ANA opraHusauum. Huxe
AATCA NPUMEpPbI NOTeHUManbHbLIX NPeuMyLLECTB.

1 MeHeaXXMeHT cuctem m npoueccor (4.1)

OfecneunBaeT cucTEMaTMHECKUIA U HArNsAHLIA cnocob pyKOBOACTBA U yNpaBneHUa opraHusaumen, kotopas
MNOCTOSAHHO YNyHLWaeT CBOIO AEATENbHOCTb.

2 flokymeHTaums (4.2)

ObecneunBaeT MHOPMALMIO U IONONHUTENLHBIE CBEAEHUS O PE3YNbTAaTUBHOCTU U 3H(DEKTUBHOCTN CUCTEMBI
MeHeaXMeHTa KavecTBa.

3 OTBeTCcTBEeHHOCTb pykoBoacTBa. O61me pekomenaauumn (5.1)

Ob6ecne4nBaeT cornacoBaHHOE U HarnsAHoe BOBNeYeHWe BICWLEro pykoBOACTBA.

4 MoTtpe6GHOCTU M OXNMAAHUA 3aUHTEPECOBAaHHLIX CTOPOH (5.2)

ObecneunBaeT chanaHcMpoBaHHOE PacCMOTPEHUE B paMKax CUCTeMbl MeHeKMEHTa kayecTBa NnoTpebHocTeln
1 OXMAAHWUIN BCEX 3aUHTEPECOBaHHbIX CTOPOH C LIeNbio CO3AaHNUA pe3ynbTaTUBHON N 3 MEKTUBHON CUCTEMBI.

5 Monutuka B obnactun kayecrsa (5.3)

ObGecneunBaeT NOHATHOCTb I'IOTpeﬁHOCTeﬁ BCEX 3auHTepeCOoBaHHbIX CTOPOH N HanpasneHne AeATenbHOCTU
BCEW opraHusauum, NpMeoAsALLEe K OHEBUAHBIM U OXXUAAEMbIM pesynbTaTaMm.

60



roCT P 52614.2—2006

6 Mnanuposarmne (5.4)

MepeBoaUT NOAUTUKY B 06NACTN KAYECTBA B M3MEPSieMbIE LIeNU 1 nnaHbl Ans obecneyeHns YeTKoin (hoKycMpos-
KM Ha BaXHbIX YHacTKax BCel opraHmsaumm.
Cnoco6cTeyeT U3BNEYEHUIO YPOKOB U3 MPOLLINIOTO OfbITa.

7 OTBeTCTBEHHOCTb, NONIHOMOYMA U 0OMeH nHdopmaumenn (5.5)

ObecneuvnBaeT COrnacoBaHHbIN U BceoGbeMnNoLMii NoAX0A BO BCeil OpraHM3aLum U NposiCHAET ponu, OTBET-
CTBEHHOCTb U CBAA3N CO BCEMU 3aUHTEPECOBAHHLIMA CTOPOHAMM.

8 AHanu3 co CTopoHbI pykoBoacTBa (5.6)

BoenekaeT BbiclLLlee pyKOBOACTBO B YNyYLLEHME CUCTEMbI MeHePKMEeHTa KayecTsa.

[laeT oueHky BbINONHEHWUS NNAHOB U onpeAensieT COOTBETCTBYIOLIME ASCTBUSA NO YNYHLLEHUIO.
9 MeHeaxMeHT pecypcoB. O6wue pexomeHaauum (6.1)

OfecneunBaeT HanuuMe aAekBaTHbIX pecypcoB (paGoTHUKM, UHGPaACTPYKTYpa, NPOM3BOACTBEHHAs cpeaa,
MHMOPMaUMS, NOCTABLUMKA M NapTHEPbLI, NPUPOAHLIE N (DUHAHCOBbLIE PECYPChl) AN AOCTUXKEHUS Lienei opraHmsaumm.

10 Pa6otHukm (6.2)

ObecneunBaeT nyduwee noHMMaHue ponu, OTBETCTBEHHOCTH, Lenei 1 NoBbILLAET BOBNEYeHue paﬁOTHMKOB Ha
BCEX YPOBHAX OpraHnsauumn Ans 4OCTUXKeHns uenen ynydulieHna AeaTenbHOCTU.
I'Ioou.lpﬂer npu3HaHue U Bo3HarpakaeHue.

MpeumywectBa 11, 12, 13 u 15, cBA3aHHbIe ¢ MH(pPacTpykTypon (6.3), npoussoacTeeHHoOM cpenoi (6.4),
uHdopmaumen (6.5) m npupoaHbiMu pecypcamm (6.7)

ObecneunsatoT achheKkTUBHOE UCMONb30OBAHME PECYPCOB, KPOME YenoBe4eCcKux.

COHeﬁCTBYIOT NMOHUMAaHUK Ol'paHVI‘-IeHMVI N BO3MOXXHOCTEN ansa obecneveHns AOCTUXKUMOCTU ueneﬁ nocyuwect-
BMMOCTM NNaHOB.

14 MocTaBuwmkn n naptTHepbl (6.6)
MponaraHaAupyeT OTHOLLEHUSI NAapTHEPCTBA C NOCTaBLUMKaMM1 U APYTMMU OpraHn3aLmsMm ANs B3aMMHON BbIroAbI.
16 ®duHaHcoBble pecypchbl (6.8)

O6ecneynsaeT nyywee NOHUMaHWE B3aUMOCBSI3N MeXAy 3aTpaTamu U BbIrOAaMM.
MooLpseT ynyylleHue, HanpaBneHHOe Ha pe3ynbTaTMBHOE U 3h(EeKTUBHOE AOCTUKEHME LIENEeN OpraHnsaumm.

17 Mpouecchbl XU3HEHHOro LMINa npoaykuun. O6wme pexomengauun (7.1)
CopeiicTByeT paspaboTke onepauuin opraHnsauumn ANa AOCTKEHUN XenaemblX pe3ynbTaToB.
18 Mpouecchbl, CBA3aHHbIE ¢ 3aUHTEPECOBaHHLIMU CTOpoHamu (7.2)

ObecneunBaeT MEHEQKMEHT PECYPCOB U AEATENbHOCTU KakK NPOLECCoB.
Ob6ecneunBaeT, 4ToObI NOTPEOHOCTU N OXMAAHUS BCEX 3aUHTEPECOBaHHbIX CTOPOH ObINn NOHATHBLI BO BCel opra-
HU3aLun.

19 MpoekTupoBaHue u paspaboTka (7.3)

O6ecneunBaeT Co3aaHNE NPOLIECCOB NPOEKTUPOBAHUA U pa3paboTkn, UTOGEI Pe3ynbTaTUBHO U 3 EKTUBHO
pearMpoBaTth Ha NOTPeBHOCTM M OXMAaHWUS NOTpebuTenei n APYrux 3aMHTEPECOBaHHBIX CTOPOH.

20 3akynku (7.4)
O6ecneunBaeT COOTBETCTBME MOCTABLUUKOB MONUTUKE U LIeNAam opraHu3aummn 8 obnactun kavecTtsa.
21 Onepauun no Npon3BoACTBY U obcnyxuBaHuio (7.5)

OBecneunBaeT YCTONUMBYIO YAOBNETBOPEHHOCTL MOTpeBuTenein NocpeacTBOM NPOM3BOACTBA MPOAYKLMK,
npeaocTaBneHnst yenyr U NoAAEPXKX, OTBEYAIOLMX NOTPEBHOCTAM U OXUAAHUAM NoTpeduTenen.

22 YnpasneHue ycTpoMCTBaMM AJii MOHUTOPUHIa U U3MepeHun (7.6)

ObecneynBaeT TOYHOCTb AaHHLIX AN aHanu3a.

23 UsmepeHue, aHanus u ynydlienme. O6wme pekomeHgauum (8.1)

O6ecneynBaeT pesynbTaTUBHblE U 3 eKTUBHbIE U3MEpeHUs, c6op 1 BanMAaLMIo AaHHbLIX ANS YNyULIeHUs.
24 N3mepeHne U MOHUTOPMHT (8.2)

O6ecneynBaeT ynpaBneHne MeToAaMM U3MEPEHUS U MOHUTOPUHIa NPOLLECCoB U NPOAYKLMN.

25 YnpaBneHue HecooTBeTcTBMAMMU (8.3)

O6ecneynBaeT pe3ynbTaTUBHOE YCTpaHeHne HeCOOTBETCTBUIA, BCTPETUBLUMXCA B NPOAYKLMM U npoLeccax.
26 AHanu3s pnaHHbIX (8.4)

ObecneyvBaeT NpUHATUE peLLEHUi, OCHOBAHHBIX Ha (haKTax.

27 YnyuvweHue (8.5)

MoBbILWaET pesynbTaTUBHOCTL M 3I(EKTUBHOCTL OpraHU3aLmu.
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NCO 9004:2000 Cucrembl MeHeDKMeHTa KayecTBa. PekomeHaaUMM NO yNyulleHNIO AeATENbHOCTH

Mpunoxexue B
(cnpaBouHoe)

lNMpouecc NOCTOAHHOrO yNy4lieHUa

CrpaTternyeckon LUenbio opraHu3aLum SBNAeTCA NOCTOAHHOE yNy4lleHne NPoLeCcCoB ANA COBEPLUIEHCTBOBAHUSA
AeATENbHOCTU opraHnsaummn u obecneyeHmns BLIroAL! €€ 3auHTEPEeCOBAHHBIM CTOPOHAM.

MmetoTca ABa OCHOBHBLIX NOAX0AA K MPOBEAESHUIO NOCTOAHHOO YAYyULIEHUA NPOoLLeCcCos:

a) NpoeKTbl NPOpbIBA, BEAYLLME UINU K NePECMOTPY U YNYULLEHUIO CYLLIECTBYIOUX NPOLECCOB, NNU BHEAPEHUIO
HOBbIX NPOLIECCOB; Kak NPaBMNO, MX OCYLLIECTBNAIOT MHOrONPOMUNbHbLIE rPynnbl BHE O6GbIMHON AEATENbHOCTY;

b) AeATeNbHOCTL NO NO3TANHOMY MOCTOAHHOMY YNYHLLEHWIO, NPOBOAUMAaR paboTHUKaMU B pamKaXx CyLLECTBYI0-
LLMX NpoLeccos.

MpoekTel NnpopbiBa 06bIYHO COAEpXaT NepenpoeKTUpoBaHne CyLLECTBYIOLUX NPOLIECCOB U BKNIOYAIOT:

- onpeaenexne Lenei n kpaTtkoe onucaHne NPoeKkTa No ynyuLeHuio;

- aHanu3cywwecTByoLWero npoLecca («Takoro kak eCTb» NpoLecca)  BO3MOXXHOCTEN peanusaLun UsMeHeH!s;

- onpeaenexHne u NNaHMpPoBaHMe yny4leHna npouecca;

- BHeApeHne ynydleHus;

- BepuuKaumio n Banuaaumio ynydileHns npouecca;

- OLieHKY AOCTUFHYTOrO YNYULLIEHUS!, BKNIOYas U3BNEYEHHbIe YPOKN.

MpoekTbl NpopbiBa yNpaBnsloTCA pe3ynbTaTUBHBIM N 3PdPEKTUBHBIM CNOCOGOM, UCMONbL3YIOWUM MeToAbI
MeHeaXMeHTa npoekTa. [ocne BHECEHNS U3MEHEHWUA HOBbIN NNAH NPOEKTa CNYXNT OCHOBOW NOCTOAHHOTO MEHEeKMEH-
Ta npouecca.

PaboTHUKK opraHn3aLumn ABNSIOTCA NyHWNUMY NOCTaBLUMKaMN MAEH NO NOCTOAHHOMY YNYULLEHNIO NPOLIECCOB U
4acTo NPUHMMAKT yHacTne B paﬁoqwx rpynnax. ,U,eilTeanOCTbIO no No3TanHOMY NOCTOAHHOMY yNy4LIEeHUIO Npoueccos
cnepyeT ynpasnsTb, YToObl NOHUMaTb ee nocneacTeuA. BoBneyeHHbIX paboTHUKOB opraHM3aumMn Hapo HapenuTb
NONHOMOYUAMM, TEXHUHECKON NOAAEPXKKON M HEOGXOAUMBIMU pECYPCaMU AN UBMEHEHWUIA, CBA3aHHBLIX C YNyULUEHUEM.

MocTosHHOE yny4lueHne npu noMoLum Nboro U3 ABYX ykasaHHbIX METOAOB BKNloYaeT B cebn:

a) npuynHy ynydyueHna — npobnemMy npolecca cneayet onpeaenvTb, a obnactb ANs ynyyweHus BoibpaTth, yka-
3aB Ha NpUYMHy paboTbl Haa Hel;

b) thakTuyeckyto cUTyaLmo — Haa0 OLEHUTL Pe3YNbTAaTUBHOCTL U 3PdEKTUBHOCTDL CYLLECTBYIOLWEro npoLecca.
CobepuTe 1 npoaHanuanpyiiTe AaHHbIE ANs BbIABNEHUS TUMOB Npo6neM, KoTopble Yalle BCcero Bo3HukaloT. Beibepute
KOHKpeTHyto npobnemMy n noctasbTe 3aaady no ynyulleHuo;

C) aHanus — cnepgyert ofpeaenvTb U NPOBEPUTL NEPBONPUYNHY NPObnemMb;

d) naeHTUhUKaLMIO BOSMOXKHbIX PeLLeHnii — UccneayiTe anbTepHaTBHbIE pelleHns. Heo6xoanmo BeiGpaTh n
BHEAPUTL Nyulliee pelleHune, T.e. Takoe, KOTOpOoe YCTPaHWUT NepBONpUYMHbI Npobnembl U NPeaoTBPaTUT ee NOBTOPHOE
BO3HMKHOBEHUE;

€) oLeHKy nocneacTsuit — cneayeT NoATBEPAUTL, YTO Npobnema n ee NepBonpUYNHBI YCTPaHEHb! NN UX BO3-
AEVCTBUSA YMeHbLUeHbI, 4TO pelleHne cpaboTano u 3aaada no yny4lweHUo BbiNONHeHa;

f) BHeapeHue n cTaHAaPTM3aLMIO HOBOTO pelleHns — HeoBXoaAUMO 3aMeHUTL CTaphbiii NPOLECC Ha ynydlleH-
HbIA, Takum oGpa3oM npeaoTBpallas NoBTOPHOE BO3HUKHOBEHME Npobnembl 1 ee NepBONPUYMH;

g) OLeHKYy pe3ynbTaTUBHOCTU M 3MEKTUBHOCTU MpoLecca Mocne 3aBeplueHns ASWCTBUIA MO ynydlle-
HUIO — pe3ynbTaTUBHOCTb U 3PMEKTMBHOCTL NPOEKTa NO YNyYLIeHWIO CNeayeT OLEeHUTb U PacCMOTPETb NPUMeHeHe
ero pelueHuns ewle rae-Hnbyab B opraHnsauum.

Mpouecc yny4ileHnsi NOBTOPsAETCA NPUMEHUTENBHO K OCTaKOLWMMCA nNpobnemam, a Takke paspaboTke Lenei n
NPUHATUIO PELLIEHNI NO AanbHENLLIeMY YNyYLLEeHNIo npoLiecca.

[ns conencTBus BOBNEYEHUIO N OCBEAOMNEHHOCTN PabOTHUKOB O AEATENBbHOCTU MO YNYYLIEHNIO PYKOBOACTBY
cneayeT paccmaTtpuBaTbh TaknMe Mepsbl, Kak:

- chopmmnpoBaHue HeGonbLIKX rpynn ¢ BEIGOPOM NAEPOB CamMUMU Fpynnamu;

- paspelueHune paboTHUKaM ynpaBnAaTb paboynM NpoCcTPaHCTBOM U yny4luaTh ero;

- NOBbILLEHNE 3HAHNI, HAKOMNEHNE ONbiTa N COBEPLIEHCTBOBaHME HaBLIKOB PabOTHUKOB Kak YacTu obLel pes-
TEeNbHOCTN opraHn3aunn No MeHeKMeHTY KadecTBa.
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MpunoxeHue C
(cnpaBoy4Hoe)

CBeaieHMA 0 COOTBETCTBUM HaLMOHanNbHbIX cTaHAapTOB Poccuiickon Peaepaunn
CCbINIOYHbIM MeXAyHapoaHbIM (perMoHanbHbIM) CTaHAApTaMm

0O0603HaYeHne CChINoYHOoro
MexXayHapoaHOoro ctaHaapTa

0O603HaYeHne U HauMeHoBaHUe COOTBETCTBYIOLLErO HaLMOHANBHOTO cTaHaapTa
Poccuiickon Pepepaumm

NCO 9000:2000

FOCT P MCO 9000—2001 CuctemMbl MeHeaKMeHTa KavecTea. OCHOBHbIE NO-
NOXeHWs 1 cnoeapb

NCO 9001:2000

FOCT P MCO 9001—2001 Cuctembl MeHeaKMeHTa kadecTea. TpeGoBaHus

NCO 9004:2000

FOCT P NCO 9004—2001 CuctemMbl MeHemKMeHTa Kadectea. Pekomenna-
Lun no yJ'Iy‘-lLLIeHMPO AEATENbHOCTU

NCO 10007:2003

NCO 10012:2003

NCO/TO 10013:2001

*

NCO 19011:2002

FOCT P UCO 19011—2003 PykoBoaswume ykazaHus No ayguTy CUCTEM Me-
HePKMEHTa KavecTBa Wunn CUCTEM 3KONOMMHECKOro MEHeMKMEHTa

* COOTBETCTBYIOLLMI HALIMOHANBLHBIA CTaHAapT oTcyTcTeyeT. [0 ero yTBep)AeHUs peKoMEHAYETC UCMONb3O-
BaTb NEPEBOA Ha PYCCKUiM 3bIK JAHHOrO MeXXayHapoAHOro cTaHaapTa. MepeBoa AaHHOTO MeXAYHAPOAHOTO CTaHaapTa
HaxoauTcs B deaepansHOM MHAOPMAaLMOHHOM (POHAE TEXHUYECKUX PErnameHToB U CTaHAapTOB.
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Kniouesble cnosa: cuMcTeMa MeHeIKMeHTa kadecTBa B 00pa3oBaTenbHOM yUpeXkaeH!, MPOLECCHbIN NoaXon,
NONUTMKA B 0BNACTN KAYECTBA, OTBETCTBEHHOCTb CO CTOPOHbI PYKOBOACTBA, OTBETCTBEHHOCTb M MONHOMOUMS,
AOKYMEHTaLWMS, MNaHNPOBaHNe, aHaM3 CO CTOPOHbI PYKOBOACTBA, MEHEDKMEHT PecypCoB, HPACTPYKTYpa,
NPOM3BOACTBEHHASA CPEAa, NPOLLECChI XM3HEHHOrO LKna 06pa3oBaTenbHbIX YCIYr, MOHUTOPHHT M n3MepeHme,
ynyJlieHune, ka4ecTBo 06pa3oBaHns

Pepaktop J1.B. AghaHaceHko
TexHuueckuin peaaktop B.H. lpycakoea
KoppekTtop M.B. by4Hasa
KomnbloTepHas BepcTka J1.A. Kpyzoeol
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