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BBeaneHue

0.1 O6wMe nonoxeHus

MpUMeHeHne CUCTEMbI MEHEI)KMEHTA Ka4yeCTBa SBNSETCA CTPATErMYeckuM peELLeHNeM A opraHusa-
LMK, KOTOPOE MOXET NOMOYb YNYULLUTL PE3YNbLTaThl €€ AEATENbHOCTM K 06eCneunTb NPOYHYIO OCHOBY ANS
MHULMATUB, OPUEHTUPOBAHHBIX HA YCTONYMBOE pPa3BUTUE.

MoTeHuuanbHLIMU NPEUMYLLECTBAMM ANS OPraHW3aunn OT NPUMEHEHUS CUCTEMbI MEHEXXMEHTa Kade-
CTBa, OCHOBAHHON Ha HACTOSAILLEM CTaHAapTe, SIBMAOTCA:

a) cnocoBHOCTbL CTabuIbHO NPefOCTaBNATL NPOAYKLMIO U YCIYri, KOTOPLIE YAOBNETBOPAIOT TpeboBa-
Husi noTpebuTenen u NPUMEeHUMbIe 3aKoHoAaTemNbHbIE U HOPMAaTUBHbIE NPaBOBbLIE TPeboBaHMS;

b) cosgaHue BO3ZMOXHOCTEN Arsi NOBLILLEHUS YA0BNETBOPEHHOCTU NoTpebutenei;

C) HanpasneHue yCunui Ha puckn U BO3MOXKHOCTHU, CBSI3aHHbIE CO CPEeAoW 1 LensMu opraHu3auum;

d) BO3MOXXHOCTb NPOAEMOHCTPUPOBATb COOTBETCTBME YCTAHOBMNEHHbLIM TPEBOOBAHMSAM CUCTEMbI MEHEA-
XKMEHTa KayecTBa.

HacTosALwwmin cTaHAapT MOXET UCMONb30BaTbCA BHYTPEHHUMM U BHELLHUMW CTOPOHAMM.

HacTosiWwmin cTaHaapt He npegnonaraetr Heo6Xxo4UMOCTb:

- eAWHooBbpasuns B CTPYKTYpe pasnny4HbIX CUCTEM MEHEXXMEHTa KayecTBa;

- CcornacoBaHusl AOKYMEHTaLUuW co CTPYKTYpOW pa3aenos HaCTOALLEr0 CTaHAApPTa;

- MCNOMb30BaHWUA CneLmnanbHON TEPMUHONOrMKM HACTOALLEro CTAHAAPTA B pamMKax OpraHu3aLum.

Tpe6oBaHWA K CUCTEMAM MEHEAXXMEHTA KaYeCTBa, YCTAHOBMEHHbIE HACTOSILLIMM CTaHAApTOM, SIBRSIOT-
Cs1 AOMONHUTENbHBIMY K TPEGOBaHUAM K MPOAYKLMK 1 YCIyram.

B HacTosiLuem cTaHaapTe NpUMEHEH MPOLIECCHbIR NOAX0A, KOTOPLIN BKMoYaeT uukn «Mnanupyin — [e-
nan — Mposepsain — fenctayiy (PDCA), 1 pUCK-OPMEHTUPOBAHHOE MbILLNIEHUE.

MpoueccHbIN Noax0 NO3BOMAET OpraHU3aLMm NIaHMpPoBaTh CBOU MPOLIECCHI U X B3aUMOAENCTBUE.

Peanu3sauus umkna PDCA nossonsgeT opraim3aumm obecneunts ee npoLeccsl He0bxoauMbIMKU pecyp-
camu, OCYLLECTBINATL UX MEHEAXXMEHT, OnpeaensTb U peanv3oBbiBaTb BO3MOXHOCTU AN YNyYLLEHUS.

PWCK-OpMEHTUPOBAHHOE MbILINEHNE NO3BOSIAET OpraHu3aunu onpeaensTb akTopbl, KOTOPbIE MOTyT
NMPUBECTU K OTKIIOHEHMIO OT 3anfaHMPOBAHHbLIX PE3ynbTaTOB NPOLECCOB U CUCTEMbI MEHEMKMEHTA Kaue-
CTBa OpraHu3auuu, a Takke UCMonbL30BaTh Npeaynpexaaiowme cpeacTBa ynpasneHus AN MUHUMU3aUumn
HeraTUBHbIX NOCNEACTBUIA U MAKCUMAaNbHOTO UCNOMb3OBAHUA BOZHUKAIOLMX BO3MOXHOCTEN (A.4).

MocrosiHHOe BbINONHEHUE TpebGoBaHuii U yyeT OyayLmMx noTpeGHOCTEN U OXXMAAHUI B YCNOBUAX BCE
Gonee AMHAMUYHON M CIOXHOW CpeAbl CTAaBMT Nepej opraHn3auuen CnoXxHble 3agavun. Ansa peweHus aTux
3aja4 opraHusauus morna 6bl nocumMTarb HeO6X0AUMBIM UCNONbL30BaTL PasnUYHble YOPMbI YNyHLLEHUS
B [1ONOSTHEHME K KOPPEKLUMU U MOCTOSIHHOMY YMYULLEHMIO, HanpuMep, Takue Kak NpopbiBHOE U3MEHeHue,
MHHOBAaLUA U peopraHu3auua.

B HacToswem craHgapre ncnonb3yloTcs CrieyioLme rmarosibHble popmbl;

- «A0IDKHA» yKa3blBaeT Ha TpeboBaHue;

- «Crnefyer» yKasblBaeT Ha peKkoMeHaaumio;

- «MOrno Obl» YKa3bIBAET HA Pa3pPELUEHUE;

- «MOXET» yKa3blBaeT Ha CNOCOBHOCTb UM BO3MOXHOCTb.

Mudopmaumsa, o6o3HaueHHas kak «MpumedaHmey, HOCUT XapakTep PYyKOBOAALWMX yKa3aHWi ans no-
HUMAHUS UK Pa3bsICHEHUA COOTBETCTBYIOLLEro TpeboBaHus.

[MCO 9001:2015]

PekomeHgauum

Kaxxgas opraHusaums ynpasnsietcsl CBOUM 0cobeHHbiM obpasom. Ctangapt MCO 9001 npeacraenser
co060W OCHOBY Ansi XOPOLUEro NoAXoAa K MEHEAXKMEHTY, KOTOPbI MOXET ObITb UCNONb30BaH OpraHu3aLuen.
OH ycTaHaBnuBaet TpeboBaHUA K CUCTEME MEHEeXKMEHTa Ka4eCTBa, KOTOPbIe NPU3HaHbI COOTBETCTBYIOLLIMMHU
0OLLENPUHATON XOPOLLEN MEXAYHAPOAHOW NPaKTUKe PYKOBOACTBA OpraHu3auumen.

OH onpeaensieT KOMMNIIEKC NONOXKEHUN, KOTOPbIE AOMKHBLI ObITh UCMONb30BaHbI, HO HE PaCKPLIBAET, Ka-
KuM 00pa3om OHM peanu3ylotcs. CnegosarenbHO, CyLecTByeT cBo6oaa B Bbibope CnocoGoB AOCTUXKEHMS
CoO0TBETCTBUS TpebOBaHUSIM CTaHAAPTA.

OpraHu3auus JODKkHA CTPOUThL CBOIO CUCTEMY MEHEIKMEHTa KauyeCTBa Ha OCHOBE CyLLECTBYIOLLEH
NPaKTUKK.

\'
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3TOT NMYHKT BBEAEHUA NOKa3bIBAET, YTO OpraHn3auums He 06513aHa HU CTPYKTYPUpPOBATL CBOIO JOKYMEHTA-
LU0 B COOTBETCTBMI CO CTPYKTYPOM NMYHKTOB CTaHAApPTa, HU UCMONbL30BaTb €r0 TePMUHONOIMI0. BMecTo atoro
opraHusaums MOXeT UCNONb30BaTb CBOM OOLIMHO MCMONb3yeMble TEPMUHLI. OHA MOXET NMPUHATL peLIeHue
cepTupuLumMpoBaTh CBOKO CUCTEMY MEHEIKMEHTa KayecTBa, HO 3TO He siBnseTca obssarenbHbiM TpeboBa-
Huem. OpraHusauma MOXET NonyyaTb NONb3y OT BHEAPEHUS U NoaAepXKaHUsA pPe3ynbTaTMBHON CUCTEMbI Me-
HeAXXMEHTa KayecTBa He3aBUCUMO OT TOro, COOMpPaETCsl OHA ee OUEeHUBATb UNKU cepTUnUMpPOBaTL TPETLEN
CTOPOHOMN.

3akasuuku MoryT notpebosartb nposeaeHus ceptucukaumm Ha coorsetcteue MCO 9001 kak ycnoeue
COTPYyAHUYECTBA C OpraHM3aLuen.

Lienbio cuctembl MEHEDKMEHTa KavecTBa SIBMSETCA CO3[aHME Y 3aKa3dUKOB YBEPEHHOCTU B TOM, YTO
opraHusaumsa cnocobHa nocTaBmnsiTb NPOAYKLUMIO U YCIyrU, COOTBETCTBYIOWME TpeboBaHUsAM. 3TO Bbi3biBaeT
Heo6X0AMMOCTb CO3AaHUS YBEPEHHOCTU B CMOCOGHOCTM OpraHu3aummn BbINONMHATL HE TONbKO TpeboBaHus ee
3aKa34nKoB, HO U Niobble 06sA3aTenbHblE U HOPMAaTUBHLIE TPeboBaHUSA.

0.2 MpUHLUMNbI MEHEeMKMEHTA KayecTBa

Hacroawmin ctaHaapT 0CHOBaH Ha NPUHLMNAX MEHEAKMEHTA KaveCTBa, onucaHHbix B UCO 9000. Onu-
CaHue BKMIoYaeT B cebs hopMynmMpoOBKY KaXKaoro npuHuuna u o6ocHoBaHue, novYemy NPUHLMUN BaXKEH AnA
opraHu3auum, a Talke HeKOTopble MPUMepbl MPEUMYLLIECTB, CBA3AHHbLIX C NPUHLUNOM, U NPUMEPBI TUMNY-
HbIX AEWCTBUI NO YNYYLUEHUIO PE3yNbLTaTOB AESATENBHOCTU OpraHu3auum Npu NPUMMEHEeHUU NpuHUMna.

MpuHUMNBI MEHEeIXKMEHTa Ka4YecTBa:

- OpueHTauus Ha notpeburtens;

- NnMaepcTBeo;

- B3aMMOAEWNCTBUE NOAEN;

- MPOLIECCHbIN NOAXO0A;

- ynydlieHue;

- NPUHATUE PELLUEHWI, OCHOBAHHbIX HA CBUMAETENbLCTBAX;

- MEHeIXXMEHT B3aUMOOTHOLLUEHWI.

[MCO 9001:2015]

PekomeHaauum

MpunoxeHune C k HacToAweMy ctaHgapTty u MCO 9000:2015 (nyHKT 2.3) coaepkaT NONOXEHUS KaXaoro
U3 MPUHLUMNOB MEHeMKMEHTa kayecTsa. Konuto 6powutopbl UCO ¢ npuHUMNaMy MEHeaKMEHTa Ka4eCcTBa MOX-
HO TaKke GecnnaTHO NONy4YUTb Ha nopTane hitp://www.iso.org/iso/pub.100080.pdf. Kak B UCO 9000, Tak n B
OpoLUIOpe MOXHO HaWTU AOMOSHUTENbLHYIO MH(OPMALMIO MO NPUHLMNAM MEHEMKMEHTA KayecTBa: 060CHOBa-
HWE, OCHOBHbIE NPEUMYLLECTBA U BO3MOXHbIE AEACTBUS MO KAXKAOMY NPUHLMTY.

0.3 MpoueccHbIN noaxon

0.3.1 O6wme nonoxeHus

HacToawmin craHgapT HanpaeneH Ha NPUMEHEHMEe «NPOLECCHOro noAxoAa» npu paspaboTke, BHe-
APeHUU 1 ynyyLieHuu pesynsTaTMBHOCTM CUCTEMbl MEHEXKMEHTA KaueCTBa B LIENAX NOBbLILLUEHUS YAOBRET-
BOPEHHOCTN noTpebuteneii nyTem BbINONHeHUs1 ux TpeboBanuii. KoHKpeTHble TpeboBaHMA, NPU3HAHHbIE
BaXXHbIMKU ANS BHEAPEHUA NPOLIECCHOTO NOAX0AA, BKIIOYEHbI B noapasaen 4.4.

MoHuMaHne U MeHeMKMEHT B3aMMOCBA3aHHbIX MPOLIECCOB KaKk CUCTEMbI CMOCODCTBYET pe3ynbLTaTus-
HOCTU 1 3(PPEeKTUBHOCTU OPraHU3aLMm B JOCTUXKEHMM HAMEYEHHBIX PE3yNnbTaToB. ATOT NOAX0A NO3BONAET
opraHusauumn ynpasnaTb B3aMMOCBSI3SIMM U B3aMMO3aBUCUMOCTSIMU MEXY NpoLeCCaMmn CUCTEMBI, TaK YTO
obLme pesyneraThl AEATENLHOCTU OPraHM3aLun MOTYT ObiTb YNyYLLEHI.

MpoueccHbIn noaxoa BKMOYAET B cebA cucremarnyeckoe onpeaeneHue u MEHeQKMEHT NpoLeccoB
M X B3aUMOAENCTBUA TaKUM 0Opa3omM, YToObl AOCTUraTb HAMEYEHHBIX PE3yNbLTaToB B COOTBETCTBUU C MNO-
nuTUKOM B 0BNAacTu Ka4yecTBa u cTpaterMyeckuM HanpaerieHuem opraHu3auuu. MeHeaXMeHT NPOLECCOB K
CUCTEMbI KaK €AMHOro LIeNoro MOXeT A0CTUratbCs npu ucnonb3osaHum uukna PDCA (0.3.2) coBMeCTHO ¢
0COObIM BHUMAHUEM K PUCK-OPUEHTUPOBAHHOMY MbiluneHuio (0.3.3), HaueneHHbIX Ha UCNONb30BAHWE BO3-
MOXXHOCTEN M NPEAOTBPALLEHNE HeXenaTerbHbIX pe3yrnbraToB.
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MprvMeHeHMe NPOLLeCCHOro NoaxoAa B CUCTEME MeHe)XMeHTa KkauecTBa No3Bo/seT:

@) NOHMMATb W MOCTOSIHHO BbIMNO/HATL TPE6OBaHNS;

b) paccmaTtpvBaTb MPOLECCHl CTOYKM 3PEHUs [06aBfeHUs UMK LEeHHOCTH;

C) AocTuraTb pesynbTaTMBHOIO (PYHKLMOHUPOBAHMWS MPOLECCOB;

d) ynydwartb npoueccsl Ha OCHOBE OLeHVWBaHWUA JaHHbIX U UHhOPMaLMU.

PucyHok 1 gaeT cxemaTuyHoe M3o6paxeHue N60Oro mpouecca U UAMKCTPUPYET B3aWMOCBS3b 3fe-
MEHTOB npouecca. KOHTPO/IbHblE TOYKM MOHUTOPWHIA W U3MEPEHUS, HEO6XOAMMbIE ANS ynpaBieHus, sB-
NATCA cneyuguueckumMu ans Kaxaoro npouecca v 6yayT BapbUpoBaThbCs B 3aBUCMMOCTU OT COOTBETCTBY-
IOLLUX PUCKOB.

Touka Havana Touyka OKOHYaHuA

APYrMX cooTBeT-

NHTEpeCoBaHHbIX

CTBYIOLMX 3aUH- CTOPOH

TepecoBaHHbIX

MICTOUYHMKK Monyyatenu
Bxoap! AleATeNbHOCTD) BbIX0A4bl BLIXO/0B

NPEAbLIAYWWE MATEPUS, MATEPUS, 1 MOCNEAYIOWNE
NPOLIECCHI, SHEPIUNA, NH- SHEPTUS + MPOLIECCHI,
Hanpumep, POPMALINSA, NHOOPMALIUSA, : Hanpumep, noTpe-
nocTaBLLnKa Hanpumep, B Hanpumep, B L 6utens (BHyTpeH-
(BHYTpeHHero thopme maTepua- thopme Npoayk- : Hero unm BHellHe-
WM BHELLHEro), /0B, pecypcos, wam, yenyru, : ro), A4pyrux cooT-
noTpe6uTtens, Tpe6oBaHuit peuweHs . BeTCTBYWLNX 3a-
CTOPOH :

Bo3moxHble cpeacTBa ynpasine-

HUA, a TakKXe KOHTPOJ/IbHbI€ TOYKKU

AN MOHUTOPUHIa U M3MepeHunii

pe3ynbTatoB AeATEe/IbHOCTU
PrcyHok 1 — CxemaTtnyHoe n3obpaxeHne anemeHToB npouecca [MMICO 9001:2015]

PekomeHgauuu

MNCO 9001:2015 ncnonb3yeT npoueccHblii nogxod, uvkn PDCA 1 pUCK-OPMEHTMPOBAHHOE MbILLJIEHME.
[Ans Toro, 4To6bl YCTAHOBUTL NPOLLECChI, KOTOpPble MOTyT pe3ynbTaTVBHO AOCTUraTb HaMeYeHHbIX Lenei, Tpe-
byeTca onpeAennTb MOTEHUManbHble PUCKA W BO3MOXHOCTW MNPOLECCOB, PacCMOTpPeTb CBSi3aHHble C HUMK
AelcTBMA W BKNIOYUTbL 3TV AeCTBUS B NPOLECChbl Ha cTaguu NaaHWpoBaHus.

Hanpumep, BnagenbuemM KOMNaHuu no PeMOHTY KOMNbIOTEPOB MOTyT 6bITb NpefnpuHATLI cnegyolme
warn npy obpaljeHny 3akas3uMkoB 3a ycrayramu: npu obpalieHun KOHKPEeTHOro 3akasuyuka CnpocuTb O Mpo-
61emax ¢ KOMNbIOTEPOM; BbiNMCAaTb KBUTaHLUMIO; 6€cnnaTHO NPOBEPUTb KOMMbIOTEP U OLEHUTb CTOMMOCTb pe-
MOHTa npexpe, Yem cOCTaBWUTb CMeTy. Ecnu 3aka3uuk corsiaceH € LEeHOoR, NpucTynalT K peMOHTy. 3aBepLluns
PEMOHT, OCYLLeCTBAAT NPOBepKy W, ybeamBLINCL, 4TO paboTa BbINOMIHEHA XOPOLO, CAAIT ee 3akas3uuky u
nonydyatoT nnaty. Cnegyet ob6paTuTb BHMMaHue Ha NocnefoBaTelbHOCTb: HeNb3s HasHauuTb LeHy 6e3 npo-
BEpKM KOMMblOTEpa, Henb3s NPUCTYNUTb K PEMOHTY 6e3 cornacus 3akasuvka.

C Opyroii CTOpOHbI, Kaxaoe felicTBMe MOXeT paccMaTpuBaTbCs Kak npouecc. Hanpumep, nonyyvms co-
rnacmve Ha peMOHT KOMMNblOTEPa, He 3aKynalT 3aMeHsieMble YacTu, NoKa He NPOBEPSAT, Kakue yacTn nospexge-
Hbl, @ Kakme paboTtaloT HopmanbHO. CnefoBaTeslbHO, €C/IM HarNAAHO NPefCcTaBUTb KaXAayl YacTb npouecca,
MOXHO MOJly4UTb YBEPEHHOCTb, YTO OKOHYaTesibHbll pe3ynbTar byfeT Hawayyllero kayecTsa, W, eCin Bce
6yAeT BbIMOMHATLCA TWATE/IbHO KaXAbl pa3, MOXHO Y/y4lMTb KAYECTBO OKOHYaTEe/IbHOro pesynbrara. Takum
o6pa3omM yny4ylwaeTcs Ka4ecTBO W NOBbILLAETCA YA0BMETBOPEHHOCTb 3aKasuuka.

\/
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Takum 06pasom, ycnyra no peMOHTY KOMMbloTepa MOXeT 6biTb paccMoTpeHa kak o6Lmii npouecc, co-
cTOAWMI M3 He6OMbLINX B3aMMOCBSI3aHHbIX MPOLECCOB, OTHOCSLWMXCS K onpefesnieHHoMmy wary. Vicxoas wv3
3TOro, MOXHO CckasaTb, Y4TO yc/iyra no pemMOHTY KOMMbloTepa cKkopee [OCTUFHET pesy/bTaToB, HAMEYEHHbIX B
COOTBETCTBUM C NMOSIMTUKON U CTpaTerueil, ecnm nnaHMpoBaTb W NPefoCcTaBsATh YC/yru, UCNosb3ys npouecc-
HblA NOAXOA,

[JononHuTenbHble pekoMeHgauun no npoLeccHoMy noAxo4y W PUCK-OPUEHTUPOBAHHOMY MbILU/IEHUIO
MOXHO HaiTn Ha: http://committee.iso.org/tc176sc2

0.3.2 Lukn «Mnannpyit — fenait — MpoBepsii — feicTByii»

Linkn PDCA moxeT 6bITb MPUMEHEH KO BCEM MpoLeccaM U K CUCTEME MEeHeQKMEeHTa KayecTBa B Le-
nom. PucyHOK 2 unnawcTpupyeT kak pasgenbl 4— 10 MoryT 6biTb CrpynnMpoBaHbl B COOTBETCTBUM C LIMK/IOM
PDCA.

MpumevyaHne — Lndpbl B ckobkax ABASIOTCA CCbINKaMU Ha pasfenibl HACTOSLEro cTaHgapTa.

PucyHok 2 — V306paxeHne CTPyKTypbl HacTOsLero ctaHgapTa B COOTBeTCTBMM C uukiom PDCA

Linkn PDCA MOXHO KpaTKo onucartb Tak:

- «nnaHupyii» — paspaboTka Lefneil cucTeMbl 1 ee NpoLeccos, a Takke onpefesieHne pecypcos, He-
06X04MMBbIX ANA [OCTMXEHUA Pe3ynbTaToB B COOTBETCTBUM C TpeboBaHUAMU noTpebuteneinl u noAnTUKOWR
opraHvsauun, onpegeneHne n paccMOTpPeHWe PUCKOB U BO3MOXHOCTEW;

- «penali» — BblINOSIHEHME TOrO, YTO 6bI/IO 3an/IaHNPOBAHO;

- «npoBepsili» — MOHUTOPUWHT ¥ (Tam rge aTo MPUMEHUMO) N3MepeHne NPoLeccoB, NPOAYKUNA 1 ycayr
B CPaBHEHUWN C NONWUTUKONM, LensiMu, Tpe6oBaHWAMK W 3annaHWpoBaHHbIMWU AeACTBUSMU, U cooblieHne o
pesynbrarax;

- «[eNCTBY» — MPUHATME Mep MO YNyYLEeHU0 pe3ynbTaToB AeATeNbHOCTU B TOW CTeNneHu, HacKo/IbKo
3TO0 Heo6xo4UMO.

[MCO 9001:2015]

Vil
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PekomeHaauum
PucyHok 2 nokasbiBaeT B3aumocBsiab ctaHgapra MCO 9001:2015 ¢ yuknom PDCA (umknom femuHra).
0.3.3 Puck-opmeHTMpOBaHHOE MbIWNEHUe

Puck-opueHtuposaHHoe mbiunexHme (A.4) Heodxoanumo ans AOCTUXKEHUSA PE3YNbTaTUBHOCTU CUCTEMBI
MeHemKMeHTa kavectsa. KoHuenumsa puck-opMeHTUPOBaHHOIO MbILLNIEHUS NOApa3yMeBanach B Npeablay-
el BEPCUM HACTOSALLEro CTaHAapTa, BKIOYasl, Hanpumep, BbIMOMHEHUE NPeaynpexaanowmx 4eicTBun,
HanpaBneHHbIX Ha UCKMNOYEHWEe NOTeHUManbHbIX HECOOTBETCTBMIA, aHanm3 nobbix HECOOTBETCTBUM, KOTO-
pble BO3HMKAIOT, U NPUHATUE MEpP NO NPeAOTBPALLEHMIO X MOBTOPEHUS, COOTBETCTBYIOLLMX NOCNEACTBUSAM
HECOOTBETCTBUS.

Utobbl COOTBETCTBOBATL TPEOOBAHMAM HACTOSALLEro CTaHAapTa opraHusaunm HeoGxoauMO NAaHMpPo-
BaTb W BHEAPATb AEWCTBUA, CBA3AHHLIE C PUCKAMU U BO3MOXHOCTSIMU. HanpaeneHue yCunmin Ha pUcKn u
BO3MOXHOCTM CO34aeT OCHOBY AN MOBbILLEHWUS PE3ynNbTaTUBHOCTU CUCTEMbI MEHEADKMEHTA Ka4ecTBa, A0-
CTWXKEHUSA YNYULLEHHbIX PE3yNLTaTOB U NPefoTBpaLLEeHNE HEGNAronpPUATHLIX NOCNEACTBUA.

B0O3MOXHOCTU MOTYT BO3HUKHYTb B CUTyaLmmn, 6naronpusaTHON ANsi AOCTMXKEHUA HAMEYEHHOTO pesyrb-
Tara, Hanpumep, Kak COBOKYMHOCTb 0OCTOATENLCTB, NO3BOMAIOLWMX OpraHM3auum npueBnekatb notpebute-
nen, paspabatbiBaTb HOBYIO MPOAYKLMIO U YCIYrM, COKpawaTb OTXOAbl UNKU NOBbILLATL NMPOU3BOANTEMb-
HOCTb. [1eliCTBUS B OTHOLUEHUM BO3MOXHOCTEN MOTYT TaKXKe BKMOYaTb PACCMOTPEHUE CBA3AHHBLIX G HUMU
PUCKOB.

Puck — aro BnusiHue HeonpeaeneHHoCTH, u niobasn Takasi HeonpeaeneHHOCTb MOXET UMETb MOMNOXH-
TenbHbIE UMW OTPULATENbHBIE BO3AENCTBUSA. [10NOXUTENBHOE OTKNOHEHMWE, BLITEKAIOLLEE U3 PUCKA, MOXKET
€03AaTb BO3MOXXHOCTb, HO HE BCE NOSOXKUTESNbHbIE OTKITOHEHUSA NPUBOAAT K BO3MOXHOCTAM.

[MCO 9001:2015]

PekomMeHaauum

OTKMOHEeHNe 0T OXXUAAeMbIX PE3YNLTaToB MOXET ObITb CNEACTBUEM U3MEHEHMIE B cpeae hyHKLMOHMPO-
BaHWsA, NONIMTUMECKUX PELLEHWIA, HeAOoCTaTKa Unn OTCYTCTBMA MHADOpMALIMK, UMK LIENOTO psaa NpuU4uH. Maex-
TUAUKALUMA TAKUX NMPUYUH U UX BAMSHUA HA Pe3ynbTaThl AEATENbHOCTU OpraHu3auum, a Takke AenCTBUN,
HanpaseHHbIX Ha YCTPaHEHNE UMK CHKEHNE TaKoro BAIMSAHUSA, WU BEPOSITHOCTU MOSIBIIEHUS], ABNSAETCS BaX-
HbIM ANA NPaBUNBLHOTO MMaHMpoBaHus. OTKITOHEHWE OT OXXMAAeMblX Pe3ynbTaToB MOXKET ObiTb NO3UTUBHLIM
UNN HEraTMBHLIM, U BbICLLIEE PYKOBOACTBO OpraHu3auun AOSDKHO pPeLmTb, YTO HeoBX0aAuMO caenarb, UToGbl
n36exaTb HeraTUBHbLIX OTKNOHEHWI U MONMYYUTb NPEUMYLLIECTBO OT NO3UTUBHBLIX. TOT NYHKT NOJYEPKMBAET,
4YTO OpraHU3aumMa A0MmKHa NNaHMPOBaTh U Peanu3oBbLIBaTh AEWCTBUA B OTHOLLEHWUM PUCKOB U BO3MOXKHOCTEWN,
AnA T0ro, Y4To6bl NPEAOTBPAaTUTL HETaTMBHOE BO3AEHCTBUE N YNYYLINTL PE3ynbTaTh.

VI
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0.4 BsauMocBsA3b C APYrMMu cCTaHgapTaMu, npeaHasHayeHHbIMU ANA CUCTeM MEeHeDKMEeHTa

B HacTosiLem cTaHaapre NnpuMEHeEHa CTPyKTypa, paspaboraHHas MCO ana ynyyweHus cornacosaH-
HOCTU Mexay cTaHgapTamu MCO Ha CUCTEMBI MEHeXKMEHTA (CM. npunoxeHue A.1).

HacToawuin ctaHgapT NO3BONSAET OpraHu3auuM NPUMEHSATb NPOLECCHbIA MOAX0A B COYETAHMU C UU-
knoM PDCA 1 pUCK-OPUEHTUPOBAHHBIM MbILLMEHUEM C TEM, YTOObI COrMacoBaTb UNU UHTErPUPOBATL CBOIO
CUCTEMY MEeHeIXKMeHTa ka4ecTsa ¢ TpeboBaHMAMU APYrMX CTAHAAPTOB HA CUCTEMbI MEHEAKMEHTA.

Hacrosilmin ctaHgapt cBszaH co craHgaptamm MCO 9000 u UCO 9004 cnepyiowum o6pasom:

- NCO 9000 «Cucrembl MeHEeIKMEHTA KayecTBa. OCHOBHbIE NOJIOXKEHUS U CIOBApPb» CO34AaeT BAXHYIO
OCHOBY Asi HAANEXALLEro MOHUMAHUSI U BHEAPEHUA HACTOALLEro CTaHaapTa;

- UCO 9004 «MeHexmeHT Ansa AOCTKEHUA YCTOMYUBOrO ycnexa opraHusauuu. lNMoaxoa Ha ocHoBe
MEHeIXMEHTa Ka4yecTBa» AAeT PYKOBOACTBO OpraHu3auusiM, CTPEMALUMMCA NPeB30iTU TpeboBaHWA Ha-
CTOSILLEro cTaHaapra.

MpunoxeHue B cogepxuT cBeaeHns 0 Apyrnx MexayHapoaHbiX ctaHaaprax B 06nactu MeHepkKMeHTa
Ka4yecTBa M CTaH4apTax Ha CUCTEMbI MEHEKMEHTA Ka4eCTBa, KoTopble Obinu paspabotansl UCO/TK 176.

HacTosAwuMi cTaHgapT He coAEepPXUT KOHKPETHLIX TpeboBaHui K Apyrum cucteMam MEeHeXMeHTa, Ta-
KUM KaK 9KONOrMYeCcKuii MEHEDKMEHT, MEHEDKMEHT 6e30nacHOCTU TPyAa M oXpaHbl 340pOBbS UMM (PUHAH-
COBbI MEHEAKMEHT.

OtpacneBble CTaHAAPTBI HA CUCTEMbI MEHEIDKMEHTA KayecTBa pa3paboTaHbl ANs psaa oTpacnen Ha
ocHoBe TpeboBaHuii HacTosALwero craHaapra. Hekotopble U3 STUX CTaHAApTOB yCTaHABAMBAIOT AONON-
HUTenbHble TPEOOBAHUS K CUCTEME MEHeAXXMEHTa KauecTBa, B TO BPeMsi Kak Apyrue OrpaHW4MBaloTcs
npeaocTaBneHneM PYKOBOASILLIMX YKa3aHU NO NPUMEHEHMIO HACTOSILLIETO CTaHAApTa B paMKax KOHKPETHON
oTpacnu.

[MCO 9001:2015]

PekomMeHaauumn

MCO 9001 HaueneH npexae Bcero Ha NoTpebHOCTU NoTpedutenel u kKa4ecTBO NPOAYKLMM U YCNyT, B TO
Bpems kak [1] naer gansLwie u paccmaTpuBaeT BONPOCHI, BAUAIOWME HA pe3ynbTaThl A4eATEeNIbHOCTU OpraHu3a-
uun. HacrosiLme pekomeHaauum cocpeaoToyeHbl ToNbko Ha UCO 9001.

HeobxoaMMo OTMETUTb Takke, YTo [1] ABNSETCA CaMOCTOATENbHLIM CTAHAAPTOM Ha CUCTEMbI MeHea-
XXMeHTa kayecTBa. OH He siBNsieTCs pyKOBOACTBOM NO BHeapeHuio MCO 9001.

Ecnu opraHusauma HamepeBaeTcs caenatb CBOKO CUCTEMY COOTBETCTBYIOLUE TpeGoBaHUAM Apyrux
craHpaptoB MCO Ha cucTEMbl MEHEMKMEHTA, CneayeT yuyecTb, YTO CTaHAapT paspabotaH Takum obpasom,
4106kl 0BEcneYnTb COBMECTUMOCTb C Apyrumu. Ecnn opraHusauua umeet onbit BHeapeHuss MCO 9001, oHa
MOXET caenarb cneayroLwmin war, Aopaborarb CBOIO CUCTEMY MEHEAXKMEHTA Ka4eCTBa U UHTETPUPOBATL €€ C
APYron cucTemon MeHemkKMeHTa. AT ycunua npueeayT Kk cozganuio Gonee adppekTUBHON CUCTEMBI ynpaB-
NeHnsa opraHusaymen.
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HAUUWOHANBHBIA CTAHJDAPT POCCUNCKON GERJEPALUUMN

PYKOBOLSLUME YKA3AHUA Q1A MAJIbIX OPTAHU3ALWIA NO BHEAPEHMWIO
CUCTEMbI MEHEDKMEHTA KAYECTBA HA OCHOBE UCO 9001:2015

Guidelines for small enterprises on implementation of quality
management system based on ISO 9001:2015

Hara BBegeHnsa — 2019—06—01

1 Obnactb NnpMMeHeHus

Hacroawmin ctaHgapt yctaHaBnuBaeT TpeboBaHMA K CUCTEME MEHEIKMEHTA KaueCTBa B TEX Cry4vasx,
Korga opraHu3aums:

a) HY>XJaeTCs B IGMOHCTPALMUN CBOEN CNMOCOOHOCTM NOCTOSAHHO NOCTABMATL NPOAYKUMIO U(UnK) yCry-
v, oTBevaLme TpeboBaHusamM noTpeduteneil u NPUMEHUMBbIM 3aKOHOAATENbHbLIM U HOPMAaTUBHbLIM MPAaBO-
BbIM TPpeOOBaHUSIM;

b) cTaBuT CBOEN LENbiOo NOBLILLEHWE YAOBNETBOPEHHOCTU noTpebuTenein nocpeacTBOM pe3ynbTaTmBs-
HOro NPUMEHEHNUS CUCTEMbI MEHEDKMEHTA Ka4eCTBa, BKIIOYas NPOLIECChl ee ynyudlleHus, u obecneveHue
COOTBETCTBUSA TPeOOBaHUAM NOTpPedMTENEN U NPUMEHNMbIM 3aKOHOAATENbHbLIM U HOPMATUBHLIM MPABOBbLIM
TpeboBaHuAM.

Bce TpeboBaHus HACTOSAILLEro CTaHAapTa HOCAT OBLUMIA XapakTep U NPeAHa3HaYeHbl ANns NPUMEHEHUS
NOOLIMK OpraHu3aumuaMmn He3aBUCUMO OT UX BMAA, pasMepa, NOCTaBnseMoi NPOAYKUMM 1 NpeaocTaBnse-
MbIX YCIYT.

MpumeyvaHuna

1 B HacTosileM cTaHgapTe TePMUHbI «NPOAYKLMS» UMK «ycryra» NpUMEHUMBI TOMBKO K MPOAYKLMM W ycryram,
KOTOpble NpegHasHadeHsbl Uu saTpeGoBaHbl noTpeGuTernem.

2 3akoHogarenbHble U HOpMaTUBHbIE NPaBOBLIE Tpe6OBaHMF| MOoryT ObITb 0603HaYEHBI KaK npaBoBble Tpe6osava.

[MCO 9001:2015]

PekomeHaauum

Paspen «O6nactb npumMeHeHusi» 00bACHAET Lenb cTaHaapTa. [aHHbIi pa3aen ycTaHaBnuBaeT, uTo Tpe-
OoBaHKA CTaHAapTa OTHOCATCA K CUCTEMAaM MEHEIXKMEHTA KaYeCTBa, a He K NPOAYKLMW UNK yCrnyram, u cocpe-
JOoTauynBaeT BHUMaHUe Ha CrnoCcOOHOCTU OpraHM3aunm NOCTOAHHO NOCTaBNATL NPOAYKLUMIO U YCIYTU, KOTOPbIE
COOTBETCTBYIOT TpeboBaHusAM noTpebutensa u TpeboBaHMsIM HOPMAaTUBHbLIX NPABOBbLIX aKTOB. JTOT pasgen
nokasbiBaeT Takke, uto MCO 9001 aBnsercs o6LwmM n NpUMEHUMbIM K NMOObIM OpraHn3aumsam He3aBUCMMO OT
TMna, pasMmepa, NpoM3BOAMMON NPOAYKLMM U NPEAOCTABNSAEMbIX YCMYT.

2 HopmaTuBHbIe CCbISIKN

Crieaylowmin JOKYMEHT, NOMIHOCTLIO UMK YaCTUYHO, SBMSETCH HOPMATUBHOMN CCbINTKOM A4NSA HACTOALLErO
cTaHgapta u Heobxoaum AnA ero npuMeHeHws. Ons AaTupoBaHHbLIX CCbINOK NPUMEHSETCS TOMbKO YKa-
3aHHasa Bepcus. na HeaaTUPOBaHHbIX CCbINTOK NPUMEHSAETCA NOCMNEAHSAA BEPCUA CCbINOYHOMO AOKYMEHTA
(Bkntovas nobble NonpaBku).

MNCO 9000:2015 CucrtemMbl MeHegKMeHTa kadyecTBa. OCHOBHBIE MOSMOXEHUS U CrOBapb

[MCO 9001:2015]

M3paHue ocpuuymanbHoe
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Pekomenpauum

Ccebinka Ha UCO 9000:2015 oTnpasnsier K 3TOMy CTaHAAPTY KakK K UCTOMHUKY TEPMUHOB U ONpeaeneHui,
ucnonb3yembix B ICO 9001:2015.

«HopmaTruBHas cCbinkay yka3blBaeT AOKYMEHT, HA KOTOPbI €CTb CCbiNka B TEKCTE CTaHaapra, o3Havalo-
Las, 4YTo YacCTb MU BCE CoaepXaHUe 3Toro J0KyMeHTa coctaBnseT TpeboBaHue cranaapta. CneioBaTensbHo,
uHorga Heobxoaumo 06pawaTbCa K HOPMATUBHOW CChINKE ANSA NOHUMAHWUA U NPUMEHEHUA CTaHaapTa, Ha-
npuMep B CTaHjapTe Ha BNEKTPOTEXHUYECKYIO NPOAYKUMIO B pa3aene «HopmaTuBHbIE CCbINKU» MOTyT BbiTh
CCbIMKW Ha OTAENbHLIN CTaHAAPT, ONPeaensaloLwMin XxapakTepucTukn kabenbHol npoaykuumu. UCO 9001:2015
cogepxuT B cebe nonoxenns UCO 9000:2015.

MHdopMaTuBHbIE CCbISIKM NpUBEAEHbI B Gubnuorpacun.

3 TepMuHbI U onpeaeneHus

B HacTosiLeM craHaapTe npUMeHeHbl TEPMUHLI U onpeaenexus, AaHHble B MCO 9000:2015.
[MCO 9001:2015]

PekomeHgaumm

Bo mHorux crangaprax MCO HacToawmi pasgen coaepXut nepevyeHb TEPMUHOB U UX ONpeaeneHui.
OpHako, NOCKOrbKy BCe TEPMUHBI U onpeaeneHusi, HeobxoauMmele Ansa ucnonb3osaHusa UCO 9001:2015, npu-
BeaeHbl B UCO 9000:2015, cneayeT obpawaTbCs HENOCPEACTBEHHO K 9TOMY CTaHAapTy.

Crangaptbl MO0 MEHEQKMEHTY KadyecTBa M CUCTEMaM MEHEeMDKMEHTa KayecTBa, paspaboTaHHble
NCO/TK 176, ncnonb3yior obLme TeEpMUHLI, ONMUCHIBAIOLME B3AUMOOTHOLLEHUSI MEXAY Y4aCTBYIOLLMMU CTO-
poHamu. Moa «opranusaumein» 8 UCO 9001 noHMmaeTca opraHm3aumsl, NPUMEHSIOLLIASA CUCTEMY MEHEAKMEH-
Ta kayectBa. «BHewuHui nposaiigep» — 310 PU3NIECKUE UIKN IOpUANYECKUE NULA (HAaNPUMep, NOCTABLLWKK),
OT KOTOPbLIX OpraHusaLma nony4aeT NPOAYKLUMIO U YCNyru, a «noTpedutenny — 310 pusnyeckue unu 1opnau-
Yyeckue Nuua, KoTopble NoNy4aloT NPOAYKLUIO UK YCIYTM OT OpraHu3aLmu.

Takue OTHOLUEHUS MOTYT OTHOCUTBLCA K KaXA0W OpraHu3auuM, CrefoBaTenbHO, B pasHbiX 06CTOATENb-
CTBax opraHn3auusi MOXeT ObiTb B OZIHO M TO XK€ BPeMA «BHELUHUM NpoBanaepomMy» NPOAYyKUMM U yCnyr ans
Apyroi opraHusauum u «notpebutenem», nony4aowmmM NPOayKUMIO U YCIYrn OT TPETbEN OpraHu3auuu.

Ansa nonyyeHus nHdopmMaLuum N0 TEPMUHAM M ONPEAENEeHNSM MOXXHO BOCMOSNb30BaTbCA OHMANH-NNaT-
dopmoin UCO: http.//www.iso.org/obp.

4 Cpepa opraHusauum

4.1 MoHuMaHue opraHusauum u ee cpeabl

OpraHusaumsa JormkHa OnNpeaenuTb BHELHWE U BHYTPEHHWE (hakTopbl, OTHOCALLMECA K ee Hamepe-
HWSAM U CTpaTernyeckoMy HarpaBfeHWIO W BIMSAIOLUME HA €€ CMOCOBHOCTb A0CTUraTb Hame4eHHOro(bix)
pesyneTata(oB) ee cUCTeMbl MEHEIKMEHTA KayecTBa.

OpraHusaunsa gormkHa OCYLLECTBNATL MOHUTOPUHT U aHanu3 uHgopmauum 06 3TUX BHELHUX U BHY-
TPeHHUX pakTopax.

MpumevyaHus
1 PaccmaTtpuBaemMble (haKTopbl Unu YCIIOBUS MOTYT ObITk MNONOXWUTENBHLIMU UMK OTPULATENBHBIMK.

2 MoHUMaHWo BHeLLHeR cpeAbl MOXET cnocoBCcTBOBaTL paccMOTpeHNe hakTopoB, CBA3aHHbLIX C 3aKoHOAaTeNb-
HOW, TEXHONMOrMYeCKON, KOHKYPEHTHON, PIHOYHOW, KYNBTYPHOW, coLuanbHOR 1 SKOHOMUYECKOWR cpefoil Ha MexayHa-
POAHOM, HaLMOHaNbLHOM, PErMOHanbHOM U MECTHOM YPOBHE.

3 MNoHWMaHWIo BHYTPEHHER cpefbl MOXET CcnocobCTBOBaTL pacCMOTpeHne hakTopoB, CBA3@HHLIX C LIEHHOCTAMM,
KYNETYpOW, 3HaHWAMK 1 pesyneTataMn paboTbl opraHuaauuu.

[MCO 9001:2015]

PekomMeHaauun
CMbICN HacTosiero nyHkTa — obecneynTb NOHWMAaHWE OpraHu3auuMeinn BHELUHUX U BHYTPEHHMX bak-
TOPOB, KOTOPLIE OTHOCATCS K LIENAM U CTpPaTernm opraHusaumm u MoryT BO3AEMNCTBOBATh, MO3UTUBHO UMK He-

2
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raTMBHO, Ha €€ CMOCOBOHOCTb 4OCTUYb HAMEYEHHbIX PE3yNbTaToB CUCTEMbI MEHEAXKMEHTA kadecTBa. Crneayet
YUYUTLIBATb, YTO BHELUHUE U BHYTPEHHKUE DaKTOPbl MOTYT MEHATLCA U, CrieaoBaTenbHO, HeOGX0AUMO OCYLLECT-
BNATb UX MOHWUTOPUHT U aHanu3. Lienecoobpa3Ho aHanu3npoBaTb UX Yepe3 MnaHoBble UHTEepBasibl, Hanpu-
Mep, B pamMKax aHanu3a co CTOPOHbI PyKOBOACTBA.

MHdopMauuio 0 BHELWHMX M BHYTPEHHUX pakTopax MOXHO HAWTU BO MHOMMX MCTOYHMKAX, Takux
Kak BHyTPEHHWE AOKYMEHTbl U COBELLUAHWUS, HALMOHaNbHAA U MexayHapoaHasa npecca, cantbl B ceth UH-
TEePHET, NybnukayMm HauMoHasnbHbIX OPraHOB CTAaTUCTUKN U APYIMX rOCYAapCTBEHHBIX YUPEXAeHUin, npo-
heccuoHanbHble U TeEXHUYeckue nyGnukauumn, KOHepeHUUn N BCTPEYU C COOTBETCTBYIOLLUMU OpraHamu,
BCTPEYU C NOTPEGMTENAMU U COOTBETCTBYOLLMMU 3aUHTEPECOBAHHBIMU CTOPOHAaMM, NPOdeccMoHarnbHble
accoumauum.

Mpumepbl BHELLHUX U BHYTPEHHMX (PAKTOPOB, OTHOCALLMXCH K Cpefe opraHu3auumu, MOryT BKMOYaTb B
cebs (HO HE OrPaHUYMBATLCA STUM):

a) BHELUHWE (paKTopbl, CBSA3AHHbIE C:

1) 3KOHOMUYECKMMM haKTOPaMM, TaKMMMN KaK KypCbl BaroT, 3KOHOMUYECKAsA CUTYaLUWs, NPOrHO3 WUH-
nAUMKM, 4OCTYNHOCTL KPeaUTOBaHUS;

2) coumanbHbIMKU hakTopamu, TaKUMK Kak YPOBEHb MECTHON 6e3paboTuubl, 6€30NacHOCTb, YPOBEHb
o6pa3oBaHus, rocyaapcTBEHHbIE NPa3aHUKU U pabodne gHu;

3) NONMTUYECKMMMU pakTOpaMmn, TaKUMK Kak NONMTUYECcKas CTabunbHOCTb, FOCYyAapCTBEHHbIE UHBE-
CTULMU, MECTHas MHCDPACTPYKTYpPa, MEXAYHAPOAHbIE TOPrOBbIE€ COrnaLleHus;

4) TEXHOMNOrMYECKUMN (hakTopamu, TAKUMKU KakK HOBble TEXHONMOruW, marepuansl M o6opyaoBaHue,
CpOK AENCTBUA NaTeHTa, KoAeKc NpodyecCUoHanbHON 3TUKMU;

5) pbIHOYHBLIMK haKTOpamMu, TAKUMKU KaK KOHKYPEHLMA, BKOYAA AONI0 PbIHKA, 3aHUMAEMOI OpraHu-
3aumeil, aHanorMyHble NPoAYKUUS UMK YCRyru, NUanpytowme TEHASHLUMN Ha pPbiHKe, TEHAEHUMUW pocTa noTpe-
6uTteneii, cTabuUNbHOCTb PbIHKA;

6) 3aKoHogaTeNbHLIMM U HOPMATUBHLIMU NPABOBbIMU haKTOpPaMK, BAMAIOWMMU HA pabouylo cpeay
(cMm. NCO 9001:2015, nyHKT 7.1.4), TakUMK KakK pernameHTbl TOProBbiX 00beAMHEHUI U OTpacneBble perna-
MEHTBI;

b) BHYTpeHHUe hakTopsbl, CBA3aHHbIE C:

1) obwmMmK pesynsTatamMmm AEeATENbHOCTU OpraHU3aLuu;

2) pecypcamu, TakuMu kak uHgppactpykrypa (cM. MCO 9001:2015, nyHkT 7.1.3), cpeaa ana yHK-
uMoHupoBanusa npoueccos (cM. MCO 9001:2015, nyHkT 7.1.4), 3HaHus opraHusauum (cM. MCO 9001:2015,
NYHKT 7.1.6);

3) yenoBeveckMMM acrneKkTammu, TaKUMKU Kak KOMNETEHTHOCTb NepcoHana, NoBeleHne U Kynbtypa B
opraHusauum, B3aMMOOTHOLLEHUSI C NPodCo03amu;

4) paGourmMm hbakTopamm, TaKUMM Kak NPOLECChbI UM BO3MOXHOCTU NPOM3BOACTBA NPOAYKUUMU U npe-
JOCTaBreHNns ycnyru, pesynsrarbl (OYHKLMOHUPOBAHUS CUCTEMbI MEHEKMEHTA KA4eCTBa, MOHUTOPUHT YAO0B-
NeTBOPEHHOCTU NoTpebuTenei;

5) chakTopamu B ynpasneHuy opraHn3auun, TaKMMKU Kak NpaBuna v npoueaypbl Ans NPUHATUS peLue-
HUI UK OpraHKU3aLMOHHan CTPYKTypa.

Ha cTparernyeckomM ypoBHE MOTYT NPUMEHATLCHA TaKMe UHCTPYMEHTDI, Kak AHanu3 CunbHbix 1 Cnabbix
CTOpOH, BoamoxHocTel u Yrpo3 (SWOT aHanus) u MNonutudeckuin, SkOHOMUYECKNA, CouparnbHbii, TeXHONo-
rmyeckun, dkonorudeckunn aHanus (PESTLE ananus). Kak anbrepHaTuBa, nonesHbIM AN NPUMEHEHUs opra-
HU3auueNn MOXET OKa3aTbCa NPOCTON Noaxod (B 3aBMCMMOCTU OT pasMepa 1 CINOXKHOCTU €e BUAOB AeATeNb-
HOCTH), TAKOM KaKk MO3roBOM LUTYPM U MOCTaHOBKA BOMpoOca «4YTO ecnnu?».

TMpumep — Heb6onbuioe npednpusmue po3HUYHOU mopaoenu UMNIOpMHbLIMU moeapaMu cMoeaso onpede-
numb, Ymo Ha docmuiKeHUe HaMeYeHHbIX pe3y/ibmamoe e20 cucmembl MeHedXXMeHma Kayecmea mMoaym enu-
Mb 6HelWHUe ¢hakmophbl, Harpumep, NosUuMuUKa npasumesibcmea 1o OMHOWEHUI K UMIOPMHO-3KCIToOpmHoU
dessimenbHOCMU, MU U YUCJIO KOHKYPEHMOo8, Ky/ibmypa MecmHbIX nompebumenel unu docmynHocms kpedu-
moe.

BHympeHHue ¢hakmopbl, Komopble Mo2ym e/lUusimb Ha HaMeYeHHbIe pe3y/ibmamabl, eK/1o4arom e cebs UH-
pacmpyKkmypy, 3HaHUS1 op2aHU3ayuU, 803MOXHOCMU NOCMasKU U KoMremeHmMHocmb fepcoHana, pabomaio-
uje2o0 om umMeHu npednpusmusl.

lpednpusmue QO/MKHO 3HamMb, YMO 8HYMPEHHUE U eHeUlHUe haKmopbl MO2Yym MEHAMLCS, Hanpumep, e
Ce513U M0N10KeHUEeM 6 3KOHOMUKE UJIU N0s16/1eHUEeM HO8bIX KOHKYPeHMOo8, U/u USMeHeHUeM MeCMmOIOJIOKeHUS,
unu mexkyyecmu kadpos, u, cnedoeamesibHo, HEO6X00UMO ocylecmensams MOHUMoOpUHe cpedbi U ee aHanu3 Ha
nocmosiHHoOU ocHoee.
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4.2 NMoHMaHne NOTPEeOHOCTEN M OXUAAHUIA 3aUHTEPECOBaHHbIX CTOPOH

C y4yeToM BNUSIHUSA, KOTOPOE 3auHTEPECOBaHHbLIE CTOPOHbI OKa3bIBAKOT UMM MOTYT OKasaTk Ha cnocob-
HOCTb OpraHu3aLuyu NOCTOSIHHO MOCTaBMATL MPOAYKLMIO U yCnyru, oTBevatowue TpebosaHnam notpebu-
Tenen u NPUMEHUMbIM K HUM 3aKOHOAATESIbHbIM U HOPMaTUBHbLIM NPaBOBLIM TPebOBaAHUAM, OpraHu3aLus
AOMmKHa onpeaenuTb:

a) 3auHTepeCcoBaHHbIE CTOPOHbI, UMEIOLLIME OTHOLLEHWE K CUCTEME MEHEIKMEHTA KaYecTBa;

b) TpeboBaHMA 3TUX 3aMHTEPECOBAHHbLIX CTOPOH, OTHOCALLMECS K CUCTEME MEHEDKMEHTa KayecTBa.

OpraHusauust JormkHa OCYLLECTBISATL MOHUTOPUHT U aHanu3 uHdopMaumm 00 9TMX 3anHTEPECOBaH-
HbIX CTOPOHaX N UX COOTBETCTBYIOLLMX TpBﬁOBaH nAax.

[MCO 9000:2015]

PekomeHgauum

CMbICI HAaCTOALLEro MyHKTa — 00ecneynTb YBEPEHHOCTb B TOM, YTO OpraHu3auus y4uTblBaeT COOT-
BETCTBYIOLLUME TpeBGOBaHUS COOTBETCTBYIOLLMX 3aUHTEPECOBAHHbLIX CTOPOH MOMUMO MNPsAMbIX NoTpebutenei.
CyTb COCTOUT B TOM, YTOGbI COCPEAOTOUUTLCS TOSBKO Ha TeX COOTBETCTBYIOLUMX 3aUHTEPECOBAHHBLIX CTOPO-
Hax, KOTOpPble MOTYT NOBMUATL HA CNOCOBHOCTL OpraHM3auun NOCTaBMATL NPOAYKLIMIO U YCAYrU, OTBEYaloLWme
TpeboeaHuam. Xors B MICO 9001 HeT npamoro TpeboBaHWs, OpraHM3auma MOXET pacCMOTPETb €€ BHeLUHue
1 BHyTpeHHue daktopsbl (cm. MCO 9001:2015, nyHKT 4.1) nepes onpegeneHnemMm ee COOTBETCTBYIOLLMX 3auH-
TepecoBaHHbIX CTOPOH.

MepeyeHb COOTBETCTBYIOLLUMX 3aMHTEPECOBAHHbBIX CTOPOH MOXET OblTb YHUKANbHLIM AN OpraHu3auuu.
OpraHusauus Moxet paspaboTtartb KpuTepuu Ana onpegeneHus COOTBETCTBYIOLUMX 3aUHTEPECOBAHHBIX CTO-
POH NyTeM pPacCMOTPEHUSA UX:

- BO3MOXXHOTIO BIIMSTHUSA UNN BO3AEWCTBUA Ha Pe3ynbTaThl AEATENLHOCTU UMM PELLEeHUA OpraHn3aLuu;

- CNOCOGHOCTM co3aaBaTh PUCKU U BO3MOXHOCTMU;

- BO3MOXHOIO BNUSIHUSI UNW BO3AENCTBUSA HA PbIHOK;

- CMOCOBHOCTU BMNUATL HA OpraHW3aLmio Yepe3 UX PELLUEHUs N JEeATENbHOCTb.

MpuMepbl COOTBETCTBYIOLLMX 3aNHTEPECOBAHHBIX CTOPOH, KOTOPbIE MOTYT paccMaTpuBaTbLCs OpraHu3a-
LMelt Kak COOTBETCTBYIOLLME, BKIIOYAIOT B Ce0sA, HO HE OrpaHNYMBAIOTCA STUM:

- notpebutenen;

- KOHeYHbIX nonb3osatenei nnu 6eHeduynapos;

- MapTHEPOB NO COBMECTHOMY NPEANPUATUIO;

- dopaHyaii3epos;

BrnagenbLeB MHTENNEKTyansHON CO6CTBEHHOCTH;
rONOBHbIE U ;OMEPHNE OpraHM3aunm;

- BnajgerbLes, aKLUWOHEpPOB;

- GaHKMpOB;

- NPOCOI03bI;

- BHELUHUX NOCTaBLUMKOB;

- paGoOTHMKOB U Apyrux nul, paboTalLwux OT UMEHU OpraHu3auuu;

- 3aKoHOAAaTenNbHbIE U PETYNUPYIOLLME OpraHbl (MECTHbIE, PETMOHANbHbLIE, HALMOHANLHBLIE UMK MEXaY-
HapoaHbIe);

- TOproBble U NpodheccMoHarnbHbIe accouuaumm;

- MEeCTHble 00LIEeCTBEHHbIE rPynnbl;

- HerocygapCTBeHHble OpraHu3auum;

- COCeAHMe opraHusauuu;

KOHKYPEHTOB.

Ons NOHUMaHKUA NOTPeBGHOCTEN M 0XKMAAHMI COOTBETCTBYIOLLMX 3aUHTEPECOBaHHbLIX CTOPOH MOTYT ObITb
NPUMEHEHBbI HEKOTOpbIe AeicTBUsA M MeToAbl. OHM BKMOYaloT B ce0A paboTy C TeMU, KTO OTBEYAET 3a npo-
LieCChbl UNK UCTIONb30BaAHME METOAO0B, KOTOPbIE NMO3BONSAT cobpaTts uHdopmauuto. MeToael BKNOYAIOT B cebs,
HO HE OrpaHNYMBaIOTCA TUM:

- aHanu3 nomny4YeHHbIX 3aKa3os;

- aHanu3 3aKOHOAAaTeNbHbIX U HOPMAaTUBHbIX NPaBOBbIX TPEOOBAHWUIA COBMECTHO C OTAENIOM HOPMAaTUB-
HO-NPaBOBOr0 COOTBETCTBUA UMM I0PUANYECKUM AEeNapTaMeHTOM;

- no66upoBaHue U HanNaXXMBaHWe KOHTAKTOB;

- yyactue B pabote COOTBETCTBYIOLLMX OPraHU3aLMii;
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GeHUMapPKUHT;
U3y4eHne pbiHKa;
- aHanu3 B3aMMOOTHOLUEHUI B LIENOYKE NOCTAaBOK;
nposeAeHne ONpoCoB NOTPebuTeneit nn Nonb3oBaTenen;
MOHWUTOPUHT NOTPEBGHOCTEN, OXXUAAHWIA U YOOBNETBOPEHHOCTU NOTpebuTenen.

Mpumepbl TPeGoBaHUI COOTBETCTBYIOLLUX 3aMHTEPECOBAHHbIX CTOPOH BKIIOYAIOT B ce0s1, HO He orpaHu-
YnBaKOTCA ITUM!

- TpeGoBaHusi noTpebutenen, OTHOCALLMECH K COOTBETCTBUIO NPOAYKLMM M YCRIyN, LeHE, AOCTYNHOCTH
UNn NOCTAaBKE;

- [OTOBOPGI, 3aKIIOYEHHbIE C NOTPEBUTENSAMMU UM BHELUHMMM NOCTaBLUMKaMMU;

- OTpacneBble KOAEKChbl N CTaHAapPTh;

- CcOrnalleHus ¢ o6LeCTBEHHbIMU rPYNNammu UM HENPaBUTENbCTBEHHLIMU OPraHN3aLMAMK;

- 3aKoHoaaTenbHble U HOPMaTUBHbIE NPaBOBbIe TPeBOBAHMS K MOCTaBNsieMbIM NPOAYKLUU UNU YCRyram,
a Tawke TpeboBaHus, KOTOpble BMUSIOT HA CMOCOGHOCTL OpraHM3auuy NoCTaBmnsATb NPOAYKLMIO UAWU YCAYTY;

- MEMOpaHAyMbl O B3aUMOMOHUMAaHUH;

- paspeLUeHust, MMLUEH3NN UnKu apyrme hopmMbl MOTHOMOYUNA;

- MPUKa3bl, BbIMYLUEHHbIE PErYNUPYIOLLUMU OpraHamu;

- COrMaLleHNs1, KOHBEHLIMM U NPOTOKONI;

- COrMaLleHns ¢ opraHamu rocyaapCcTBEHHOW BNacTu U notpebutenamu;

- AOBpPOBONLHbLIE NPUHLMMBI U KOAEKChI NPaKTUK;

- nobpoBonLHas MapkupoBKa UMK 9KONorMyeckne obsa3aTensCTea;

- 0bszaTenbCTBa, BhiTEKaloLWwMe U3 JOrOBOPHbIX OTHOLLUEHMI C OpraHu3aumen;

- NONMUTUKK AnNA pa60THl/IKOB.

WHdopmauusi, nonyyeHHast B pe3ynbrarte 3TUxX AeNCTBUI, OIKHA YUMTLIBATLCSA NPW NIAHMPOBAHUM CU-
CcTeMbl MEHeMKMeHTa kadecTea (cMm. NCO 9001:2015, pasgen 6).

OpraHusauus gomkHa 6bITb 0CBEAOMIEHA O TOM, YTO COOTBETCTBYIOLLME 3aUHTEPECOBAHHbLIE CTOPOHbI
U UX COOTBETCTBYIOLUME TpeOOBaHUA MOTYT OTNMYATLCA ANSA PasHbIX NMOCTaBNSAEMbIX NPOAYKLUKM U yCnyr, U
MOTYT U3MEHSATLCA U3-3a HENPeABUAEHHbIX 0GCTOATENLCTB UMK LieneHanpasneHHbIX BO3AENCTBUN HA PbIHKaX.

OpraHusauus LomKHa MMETb HAaAEXHYI0 CUCTEMY MOHUTOPUHIA U aHanu3a CoOTBETCTBYIOWMX TpeboBa-
HWUI ee 3auHTEePEeCOBaHHbLIX CTOPOH. MOHUTOPUHT U aHanu3 MOryT ObITb BbIMOMIHEHbI C UCNOML30BAHUEM NPO-
LieCCOB OpraHusaumu, MMeLLUX OTHOLLeHne K TpeBoBaHusiM noTpebuTeneii, NPOEKTMPOBAHMIO U pa3paboTke
npoayKUMu 1 yonyr, a Takke (Ha 6onee BbICOKOM CTpaTErMyeckoM yPOBHE) K aHanu3dy CO CTOPOHbI PyKOBOA-
cTBa.

lMpumep — Hebonwuwan komnaHusi, npedocmaensiioujasl ycjiyau makcu, MoXem 8bISCHUMb, YMmo 20pod, e
Komopom oHa pabomaem, mpebyem pa3peweHusi, TUyeH3ull u dpyaux ¢hopm YIosTHOMOYUSaHUSI; MeCIMHOe COo-
obuwecmeo oxudaem, Ymo KoMnaHus o6ecrieyum 6e3oracHbie ycioeusi mpyda u xopouiee omHouwleHue K oKpy-
XKarouwel cpede, a ee enadesnibybl NMoJlyqam pa3yMHyI0 Npubbib.

AHanu3 KOHKpeTHbIX cutyauun no 4.1 n 4.2

Mo 4.1

HebonbLuUoii ceMeliHblil pecTopaH pacnonoXeH B AenoBOM KBaprane. Bnaaenbupbl NpoBOAAT coBeLa-
HWE C KNIoYeBbIMM paboTHMKamK (HanpumMep, ¢ wed-noBapoM U MEHELKEPOM) C LIENbIO MOHUTOPUHIA U aHa-
nu3sa pe3yneTaTtoB 4eATenbHOCTM U pas3paboTku nnaHa Ha OyayLiee.

CoBellaHne HAa4YMHAETCS C PACCMOTPEHUS TeKyLLEeNn cuTyaummn. YyacTHukM obcyxaaior Hambonee Bax-
Hble OOCTMXEHMA U Npobnembl, C KOTOPbIMU OHU CTONKHYMUCh, U Kakue BbIBOAbI OHU MOryT caenatb. OHu
TaKkkKe 06CYXOatoT, YTO OHU XOTHAT OCTABUTL 6€3 UBMEHEHUSI U YTO U3MEHUTb B CMEAYIOLLEM roay.

Y106kl NOHATL, NOYEMY pecTopaH paboTan XopoLUo, UK y Hero 6y NpobrneMbl, OHU AO0MKHLI PACCMO-
TPeTb Kak BHYTPEHHUE, TaK U BHELLUHME haKTOPbI.

BnagenbLbl Ha4MHAIOT CoBeLLaHne ¢ 00cyxaeHus hakTopoB, CBSA3aHHbIX C NEPCOHANoM: 60Me3Hu, He-
CYyacCTHble cryyau, NoBeaeHue, Npuem HOBbIX COTPYAHUKOB U TEKy4eCTb kaapoB. OHM paccMaTpuBaloT Takke
npakTU4eckue BONpoCkI, kKacawwmecs 6moa u 060pyaoBaHNUS: LiIEHbI, UBMEHEHUS B NOMYNSAPHOCTH 604, KOH-
TPONb NOPUMIA, XpaHeHue, NoTepu, HeoOX0AUMMOCTbL AEKOPUMPOBAHUSA peCcTopaHa, PeMOHTa CTONOoB U noaaep-
>KaHWSA KyXOHHOTo o6opyaoBaHus.

MeHemxep roBOpUT O MOCTOSIHHbLIX MOCETUTENSAX U BPEMEHU, KOTAa OHM O0ObIMHO npuxoasTt. OH 3HaeT,
YTO MHOTME U3 HUX SIBMNAIOTCA MECTHbIMW BU3HECMEHAMK. B MpoLLnom roy OHU OTMETUNM yBENUYEHNE Yucna
nocetrutenei B 06eaeHHOe BpeMs, HO 3aKasbl B BEYEpPHEE BPEMS HE yBENUUUNUCL. BonbLume HoBble 0UCHI

5



FOCT P 54985—2018

OTKPbINMUCL NOBMU30CTM U UX PabOTHUKM €AAT B OAHO M TO XE BPEMSA Kaablii pabounii AeHb. OTO 3HAYWT,
YTO pecTopaH AOMKEH CTapaTbCs YA0BNETBOPUTL kaxaoro. Led-noeap npeanaraer HoOBoe GLICTPOE OrpaHu-
YEeHHO€ MEHIO Al TOoro, 4yT0bObI N3BNEYL npenmyLiecTBso B aTOoM cutyauuu. BJ'Ia,D,eJ'IbLI,bI npeanaraloT BBECTU
npeaBapuTenbHbIE 3aKa3sbl M TOPrOBMIO HABLIHOC B 06e4eHHOe BpeMs. OTO UHMLMKUPYET ANCKYCCUIO O Habo-
pe AONONHUTENbHbLIX COTPYAHUKOB U COOTBETCTBYIOLLIEM TPyAOBOM 3aKOHOAATENLCTBE. OHu rOBOPAT Takxke
O MECTHOW NpaBUTENbLCTBEHHON NMporpaMmme noaaepXku Manoro 6usHeca, K KOTOPOMY OHM OTHOCATCH. Bna-
Aenblbl AENaloT 3anMcu O COBELLIAHMU U PACCHINAIOT BbIBOALI NO 3NEKTPOHHON MOYTE KAaXAOMY, KTO Ha HUX
paboTaetr. MeHexep nony4vaer 3ajaHue OCYLLECTBMATL MOHUTOPUHT MHAOPMALUK, OTHOCSLLIEHCS K 0BCYX-
JAEHHbIM BONpOCaM U AepXaTb BCEX B KypCe.

Mo 4.2

Bo Bpemsi AMCKyccumn B CEMEWHOM pecTopaHe Bnagenblbl NPU3HanM BaXHOCTb MECTHOrO BusHeca ana
ux pecropaHa. OHu 06cyXaanu TaKke, A€ OHM 3aKynaioT NpoAayKTbl M HE0OX0AUMOCTbL COOTBETCTBUS HOpMa-
TUBHBbIM TpeboBaHMAM MO 6€30NaCHOCTU NULLIEBOW NPOAYKLIUK.

BnagenbLbl YNOMSHYNU HECKOMNbKO NPOrpaMM MECTHOrO U HaLMOHAarNbHOro NpaBUTENbLCTBA, KOTOPbIE
MOTYT UM MOMOYb, BKIOYAsA rPaHTbl A58 ManbiX NPeAnpUSTU, KOHCYNBETUPOBAHWE U MH(POPMALMOHHOE B3a-
UMOAENCTBUE.

Bce yyaCTHUKM COBELLaHUA NPU3HANU BaXKHOCTb 9TUX 3aUHTEPECOBAHHLIX CTOPOH U PELLMIM BKIIIOYUTD
B BbIBOAbI, 32 KakKMMK hakTopamm JOMKEH CNEAUTb PECTOPaH U YTO HeOBX0AUMO perynspHO NpPoBOAUTL CO-
BeLLAaHWA ANA OTCNEXUBAHUS JOCTUXKEHUNA.

4.3 OnpepeneHue o611acT NPUMEHEHNs CUCTEMbl MEHeDKMeHTa KayecTBa

OpraHunsauus AomkHa onpeaenuTb rpaHuLibl CUCTEMbI MEHEIDKMEHTa KayeCTBa U 0XBaTbiBAEMYIO €l0
[eATeNbHOCTb, YTOObI YCTAHOBUTL 00MACTb €€ NPUMEHEHUS.

Mpu onpeaenexHun obnNacTu NPUMEHEHMA OpPraHU3aLus AOMKHA paccMaTpuUBaTh:

a) BHELUHUE 1 BHYTpPEeHHue dakTopsbl (CM. 4.1);

b) TpeboBaHMA COOTBETCTBYIOLLMX 3aMHTEPECOBAHHLIX CTOPOH (CM. 4.2);

C) MPOAYKUMIO U YCNyru opraHusauuu.

OpraHu3auusi JomkHA NPUMEHSATb BCe TpeboBaHMA HACTOsALWero craHagapra, ecnu aTu TpeboBaHus
npUMEHUMbI B Npesenax yCTaHOBIIEHHON 06nacTu NpUMEHEHUA ee CUCTEMbl MEHEIDKMEHTA Ka4yecTBa.

OBnactb NPUMEHEHUS CUCTEMbI MEHEXXMEHTa KayecTBa opraHmsaummn JomikHa ObiTb 4OCTYNHA, pas-
pabaTtbIBaTLCA, aKTyanuampoBaThCA U NPUMEHATLCA Kak JOKYMEHTUPOBaHHas nHdopmMauma. O6nacTs npu-
MEHEHUs1 JOMKHa yKasbiBaTb Ha OXBAaTbIBAEMbIE BUAbI NPOAYKUMU U YCNyr U AaBatb 060CHOBaHuWe AnA
UCKMIOYeHns TpeboBaHMA HaCTOSAILLEro CTaHaapTa, KOTopoe OHa onpeaenuna Kak HenpUMeHUMoe Kk ee 06-
nacTu NPUMEHEHNS CUCTEMbI MEHEDKMEHTA KayecTBa.

CooTBeTcTBUE TpeboBaHUSAM HACTOSILLEro CraHgapta MOXET ObiTb 3asiBNEHO TONbKO B TOM Cryyae,
ecnu TpeboBaHus, onpeaeneHHble Kak HENPUMEHUMbIE, HE BIMSAIOT HA CMOCOBHOCTbL UMM OTBETCTBEHHOCTb
opraHusauuu obecneymBaTb COOTBETCTBME NPOAYKLMM U YCIYT U NOBLILLATL YAOBNETBOPEHHOCTL NOTPEOU-
Tenen.

[MCO 9001:2015]

PekomeHaauumu

CMbICI HACTOSALLEr0 NyHKTa — ONPeaenuTb rpaHuLbl CUCTEMbI MEHEIXKMEHTA KayeCTBa TakuM o6pasom,
4YTOObI MOMOYb OpraHu3aLmu oTBeyaTb TPEBOBAHUSIM U HAMEYEHHbIM Pe3ynbTataM CUCTEMBI.

Ons nepeuncnenuii a)—c) nyHkra 4.3 MCO 9001:2015 o6nactb npuMeHeHust AomkHa ObITb yCTaHOBNE-
Ha Ha OCHOBe:

a) BHELLHMUX U BHYTPEHHNUX DaKkTopoB, Kak 310 onpeaeneHo TpebosaHusamm MCO 9001:2015 (nyHkT 4.1);

b) cooTBeTCTBYIOLIMX TPeBOBAHUIA COOTBETCTBYIOLUMX 3AaUHTEPECOBAHHBIX CTOPOH (TaKUX Kak perynu-
pyloLime opraHbl U NOTpeduTenu), kak 3To onpeaeneHo cornacHo TpebosaHuaM MCO 9001:2015 (nyHkT 4.2);

C) NOCTaBnsieMbIX OpraHu3auueit NPoAYKLMM U YCNyT.

Mpu onpeaeneHun obnactu NPUMEHEHUSI OpraHM3aUua JOIDKHA TaKXKe YCTAHOBUTb rPaHuLbl CUCTEMbI
MeHe)XKMEHTa KayecTBa, NpUHUMas BO BHUMAHME Takne (PakTopbl Kak:

- MHpaACTPyKTypa opraHnsauuu;

- pasnuyHble NNoLaak1 U Buabl AEATENbHOCTM OpraHn3aLuum;

- KOMMEpPYECKNE NONUTUKN U CTpaTeruu;
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- LUEHTpanuM3oBaHHbIE UKW NOCTaBNAEMbIE BHELUHUMMW MOCTaBLUMKAMU (DYHKLMU, BUALI OEATENBHOCTH,
NPOLECChI, MPOAYKLUSA U YCIYTU.

Bce Tpebosanusa MCO 9001:2015 cunTalotca NnPUMEHMMBIMU, 38 UCKITKOYEHUEM TEX, KOTOPLIE HE BAUSIIOT
Ha CNOCOOHOCTb OPraHn3aLmMy NOCTaBNATL NPOAYKLMIO UMK NMPEAOCTaBNSATb YCIyry, KOTOpble OTBeYaloT Tpebo-
BaHWSAM, UMK HA NOBbLILLEHUE YAOBNETBOPEHHOCTU NoTpebuTenei.

Mpu onpeaeneHnn npuMeHumocTu Tpedosanuin UCO 9001:2015 opranusauus gormkHa paccmarpuBarb
Kaxkgoe otaenbHoe TpeboBaHue, a He MPOCTO peLuaTth, YTO Lenbli pasaen He npumeHum. MHoraa HekoTopble
U3 ero TpebosaHui MOTyT ObITb NPMMEHMMbI, UNKU BCe TpeboBaHWsA pasaena MOryT Unu He MoryT GbiTb Npu-
MEHUMbI.

O6nacTb NPUMEHEHNA AOMKHA pa3pabaTbiBaTbCs, akTyanM3nMpoBaTbCsl U NPUMEHATLCS B Ka4eCcTee A0-
KYMEHTUpOBaHHON nHAopmaumu. Obnacte NPUMEHEHUs1 4OMKHA BKNIOYaTb B cebst nogpoBHOCTU No BKNOYa-
eMbIM Mpoaykuum 1 ycnyram. OHa Takxe J0rkHa BKMoyYaTh B ce6s 060CHOBaHME ANns Kaxaoro TpeboBaHus,
KOTOpOE ObIN0 ONPEAENneHo Kak HempuMeHuMoe. 3Ta AOKYMEHTUPOBAHHAA uHgopMaLmMAa MOXeT paspabartbl-
BaTbCH, aKTyanu3nmpoBaTbCa U NPUMEHATLCA N0ObIM CNOCOOOM, KOTOPLIN OpraHu3auuMs onpeaenuna Kak oT-
BeYaloLLmii ee NnoTpebHOCTAM, HanpuMep, PYKOBOACTBO UNK CalT B ceTu MHTepHeT.

lpumep — lNpu onpedeneHuu obnacmu NPUMEHeEHUS1 cucmembl 0N18 Masnoz2o NPeonpusimusi, komopoe Ha
nocmosiHHoli ocHose umMopmupyem u npodaem cmeknaHHbIe 6ymbinku 0519 KocMemuku, Mo2ym 6bimb yyYme-
Hbl cniedyrowjue ghakmopsl:

- npednpusimue pabomaem moJibKO Ha 0OHOU noujadke;

- mpeboearuss UCO 9001:2015 (nyHkm 8.3) k npoekmupoeaHuio u paspabomre o6bIYHO He NPUMEHSIOMCS,
nomomy, Ymo npednpusmue rnoKynaem u npodaem o0HU u me xe uzdenus, 6e3 ccbinku Ha ocobble mpeboeaHus
nompebumensi;

- mpe6osaHuss UCO 9001:2015 (nynkm 8.5.3) He npumeHsatomcs, nomomy Ymo npednpusimue He o6paba-
mbieaem u He xpaHum cob6cmeeHHOCMb, MPUHadnexawyto nompebumerio Unu eHeuwiHeMy npoeatidepy.

4.4 CuctemMa MeHeXKMEHTA KayecTBa U ee NpoLuecchbl

4.4.1 OpraHn3auus JomkHa pa3paboTarb, BHEAPUTb, NOAAEPXMBATL U NOCTOSHHO YNyyLlaTb CUCTEMY
MEHEMKMEHTA KaYeCTBa, BKIO4YaA He0bxoaMMbIe NPOLEeCChl U X B3aUMOAENCTBUA, B COOTBETCTBUM C Tpe-
OoBaHUAMM HACTOALLEro CTaHaapTa.

OpraHusauus JomkHa onpeaensTb NPOUECChl, He0OXOAUMbBIE ANSA CUCTEMbI MEHEIXKMEHTA KayecTBa,
1 UX NPUMEHEHWE B pamMKax opraHu3auum, a Takke:

a) onpegensaTs TpebyemMble BXOAbl U OXMAAEMbIE BbIXOAbl 3TUX NPOLIECCOB;

b) onpeaenaTb nocnegoBaTensHOCTb U B3aMMOAENCTBUE STUX NPOLIECCOB;

C) ONPEAEnATb U MPUMEHATb KPUTEPUUN U METOAbI (BKMOYasi MOHUTOPUHI, UBMEPEHUA U COOTBETCTBYIO-
LLMe nokasarenu pe3ynsraTtoB AEATENLHOCTU), HeobxoAuMbIE Ans 00ecneyeHusi pe3ynsraTuBHOrO )yHKUM-
OHMPOBAHUA 3TUX NMPOLECCOB W YNPABIIEHUA UMK,

d) onpeaensTe pecypcbl, He0BXxoAUMbIE ANst STUX NPOLECCOB, U 06ECNEYUTb UX JOCTYNHOCTD;

e) pacnpeaensTe 0653aHHOCTW, OTBETCTBEHHOCTb M NOSIHOMOUMS] B OTHOLLEHWUM 3TUX NPOLIECCOB;

f) yuutbiBaTE PUCKM M BOBMOXHOCTM B COOTBETCTBUM C TpeboBaHusAMU nogpasaena 6.1;

g) OLeHMBaTh 3TW NPOLECCHI U BHOCUTb NtoGble M3MeHeHUs1, HeobxoauMble Ansi obecneyeHuns Toro, YTo
npoLecChl 4OCTUralT HAMEYEHHbIX PE3ynbLTaToBs;

h) yny4ywate Npouecchbl U CUCTEMY MEHEMKMEHTA Ka4eCTBa.

[MCO 9001:2015]

PekomeHgauumu

CMbICn HACTOSILLEro nyHkTa — obecneunTb onpeaeneHme npoLeccoB, HEOBX0ANMBIX ANA CUCTEMBI Me-
Hel)KMeHTa kayectea cornacHo MCO 9001:2015. 3to BknovaeT B cebs He TONMbKO NPOLIECCHI NPOU3BOACTBA
NPOAYKLMU U YCIYT, HO U TaKXXe Npouecchl, HeobXxoaumble Ans Pe3ynbTaTUBHOIO BHEAPEHUA CUCTEMBI, TAKNE
Kak BHYTPEHHUIA ayauT, aHann3 Co CTOPOHbI PYKOBOACTBA U Apyrue (BKO4Yas NpoLiecChl, BLINOMHAEMbIE BHELL-
HUMK nocTasLUMKkamMm). Hanpumep, ecnu opraHusaums onpeaensieT NoTpebHOCTb B NpoLecce AN MOHUTOPUH-
ra u \SMepeHus pecypcos, NPOLIECC A0MmKeH oTBeYaTb TpebosaHuam MCO 9001:2015 (nyHkT 7.1.5). YpoBeHb,
Ha KOTOPOM MPOLECChl AOMKHbI ObiTh onpeaeneHbl U 4eTanu3anpoBaHbl, MOXKET BapbMPOBaTLCA B 3aBUCUMO-
CTU OT CpeAbl OpraHn3aumn U NPUMEHEHUs1 PUCK-OPUEHTUPOBAHHOTO MbILLNIEHMS — MPUHMMAA BO BHUMAHWUE
CTeneHb, B KOTOPOWM NPOLECC BIUSET HAa CNOCOBHOCTL OpraHu3aummn 4OCTUraTb €€ HaMEYEHHbIE Pe3ynbTarhl,
BEPOSATHOCTb BO3HUKHOBEHUSI NPOGem ¢ NpoLecCoOM U NOTEHUMArbHbIX NOCNEACTBUI Takux Npobnem.
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Mpouecc — 9TO COBOKYNHOCTb B3aWMOCBSI3aHHbIX U(UNKM) B3aMMOAEWUCTBYIOLLUMX BUAOB AEATENbHO-
CTK, KOTOPbIE UCNOMb3YIOT BXOAbl A TOro, YToObl AOCTAaBUTb HAMEYEHHbIE pesynbrartbl. B cooTBeTCcTBUM C
NCO 9001:2015 [nyHkT 4.4.1, nepeuncnexusa a)—h)]:

a) opraHuM3auus AoMmkHa onpeaenuTb TpebyemMble BXOAbl U OKMAAEMbIE BbIXOAbI €€ NMPOLIECCOB; BXOAbI,
Tpebyemble Ans NPOLECCOB, AOIDKHbI pACCMATPUBATLCA C TOYKU 3PEHUS TOTO, UTO HEOBXOAUMO ANA peanu-
3aUuK 3aNNaHUPOBAHHBIX MPOLECCOB; OXKMAAEMbI€ BbIXOAbI JOIPKHbI PACCMaTPUBATLCS C TOUKU 3pEHUsI TOrO,
4YTO OXMAAIOT NOTPeduTENM UNM NOCNEAYIOLLUE NPOLIECChI; BXOAbl U BbIXOAbI MOTYT ObITb MarepuanbHbIMK
(Hanpumep, matepuansl, KOMMOHEHTLI UMM 000PYAOBaHWE) UNK HemaTepUanbHbIMKU (HanpUMep, AaHHbIE, UH-
dopmMmaymnsa nnm 3HaHus);

b) npu onpeaeneHuu nocneaoBaTensHOCTU U B3aUMOAENCTBUS 3TUX NPOLIECCOB AOIDKHbI ObITb paccmo-
TP€eHbl CBA3M BXOA0B U BbIXOA0B NPEALLECTBYIOLLUX U NOCNEAYIOLLUX NPOLECCOB; METOABI AN NPeACTaBNeHUs
AeTtanen nocnegoBarenbHOCTU M B3aMMOAEWCTBUSI MPOLIECCOB 3aBUCAT OT Xapaktepa OpraHu3auum; MoryT
ObITb UCNONbL30BAHbI PA3NMYHbIE METOAbLI, TAKME KAK PErucTpauusi U COXpaHeHue JOKYMEHTUPOBAHHOW WH-
dopmayuum, paspaboTka, akTyanusauusi U NpUMEHeHue J0KyMEHTUPOBaHHOM MH(popmaummn (Hanpumep, kapta
npouecca unu 6nok-cxema), unu Gonee NpPoOCTol NOAXOA, TAKON KaK YCTHOe 0ObsACHEHUE nocneaoBaTenbHO-
CTW U B3aMMOAENCTBMUS NPOLIECCOB;

¢) 4uT06bl YOEeaAnTLCA, YTO NPOLIECCHI pe3ynbTaTuBHbI (TO €CTb 00eCneYnBaloT 3annaHupPOBaHHbIE pe3ynb-
TaTbl), OpraHn3aumen JOMmKHbl ONPeaensaTbC U NPUMEHATLCS KPUTEPUM M METOALI YNPAaBIEHUs NPOLECCOM;
KpUTEPUU MOHUTOPUHIA U U3MEPEHUS MOTYT ObITb NapaMeTpaMu NPoLIecca Unmn TEXHMYECKMMMU TpeboBaHUAMU
ANA NPoAYKUMM U YCNYT; nokasarenu pesynsraroB AeATENbHOCTU AOIDKHbI ObITb CBA3@Hbl C MOHUTOPUHIOM U
U3MepeHuem unu MoryT ObITb CBSI3aHbl C LEensimMu B 00nacTu kayecrsa (KpUTepusiMu) OopraHusauuu; apyrue
METOAbl ANs nokasarenen pe3ynsratoB AeATENbHOCTU BKMIOYAIOT B ¢e0sl, HO HE OrPaHUYMUBAIOTCA 3TUM, OT-
YeThbl, rpadukn unu pe3ynsratbl ayauToB;

d) opraHusauus AOrpKHA onpeaenuTb Pecypcbl, HEOOX0AUMbIE AN NPOLIECCOB, TakMe Kak nepcoHan,
WHPpaCTpyKTYypa, cpeaa Anst yHKLUMOHUPOBAHUSA NPOLIECCOB, 3HAHUS OpraHN3aLmn U pecypcbl AN MOHUTO-
puHra u usmepenus (cm. MCO 9001:2015, nyHkT 7.1); paccCMOTpPEHUe AOCTYNMHOCTU PECypPCOB AOSMKHO BKITIO-
yaTb B ce0s1 BOZMOXXHOCTU U OrpaHUYEHUsi CyLLECTBYIOLLIMX BHYTPEHHUX PECYPCOB U TEX PECYPCOB, KOTOPbIE
NOCTYNaIOT OT BHELUHWUX NOCTaBLLMKOB;

€) opraHusauus AorkHa pacnpeaensitb OTBETCTBEHHOCTb U MOMHOMOYUSA 3a €€ NPOLECChl, B NEPBYI0
oyepeab, NOCPEeACTBOM ONpeaerneHns BUAOB AEATENbHOCTU NPOLUECCOB, a 3aTeM U nuu, KoTopble ByayT ocCy-
LLECTBNATb 3Ty AeSATENbHOCTb; OTBETCTBEHHOCTb U MONTHOMOYMA MOTYT ObiTb YCTAHOBMNEHbI B JOKYMEHTUPO-
BaHHON MH(pOpMaLMK, TAKOW Kak OpraHW3auuoHHasa CTPYKTypa, AOKYMEHTMPOBAHHbIE NpoLeaypbl, NOMUTUKK
PYHKUMOHUPOBAHUS U JOIMPKHOCTHBIE UHCTPYKLMU, UMK C UCMONb30BAHMEM MPOCTOr0 NOAXOAA — YCTHbIX UH-
CTPYKUMIA;

f) opraHusauus gomkHa obecneumsatb, 4TOObLI NoBble AENCTBUSA, HEOBXOAUMBIE AN PacCMOTPEHUS
PUCKOB M BO3MOXHOCTEN, CBA3AHHbIX C NPOLeCccamu, BbIMOMHAMMUCH;

¢) opraHu3aumsa AorkHa paccMaTtpuBath AaHHbIE O pesyrnbraTax AesATeNbHOCTH, NOsyYeHHbIe nocpes-
CTBOM aHanu3a KpuUTEpPUEB, YCTAHOBMEHHbLIX AN MOHUTOPUHIA U U3MEPEHUs; aHanu3nMpoBaTbk U OLEHMBATb
3T AaHHbIE; BHEAPATL M0ObIe U3MEHEHUA, HE0DX0AMMbIE A rapaHTUX TOro, YTO 9TU NPOLIECChl MOCTOAHHO
OOCTUTalT HAMEYEHHbIX PE3YNbTaToB;

h) opraHu3aumsa MOXET MCNONb30BaTb pe3ynbraTbl aHanu3a u OLEeHKM AnA onpeaeneHns HeobxoauMbIX
OENCTBUIA ANA yNydlleHus; ynyyleHns MoryT ObiTb JOCTUMHYTHI HA YPOBHE MPOLECCOB (Hanpumep, yepes
CHUXXEHME BapUaTUBHOCTK CNOCO0OA BLIMOMHEHUS AEATENBLHOCTU) UMW HA YPOBHE CUCTEMbI MEHEDKMEHTA Ka-
yecTea (Hanpumep, Yepes cokpaileHue BymakHoi paboTbl, CBA3AHHOW C CMCTEMOW, MO3BOMSAS NEpPcoHany
COCPeaoTOuMTLCS B BONbLUEN CTENEHU HA MEHEIXKMEHTE NPOLIECCOB).

lMpumep 1 — [Ons unmocmpayuu mMozo, Ymo npPocmsie NMPoYecchl Mo2ym Hyxd0ambCsi MOJILKO & NMPocmbixX
06BLACHEHUSIX.

lMpednpusimue, Ha komopom pabomatom moJsibko dea YesloeeKa, Mpodaem ebICOKOKa4YeCMeeHHyo 00exdy
yepes calim e cemu UHmepHem. Y HUX O4e€Hb Mpocmoll Npoyecc nNPodax.

OHu aemomamu4ecKu rosly4arom coobujeHue 1o 3neKkmpoHHol noyme, kozda npousowia npodaxa. 3mo
coobueHue exrodaem e cebs1 UHgopMayuUro 0 MoM, Ymo 61710 MpodaHo, KOMY U Kyda npodaHHoe A0/KHO 6bimb
docmaeneHo. 3mo nodmeep:kdaem makxe, Ymo ornslama npouseedeHa.

Bnadensybi eeo0sim nodpobHocmu nNpodaxu e NeKmMpoHHbLIU paboyull nucm. 3amemM oHU npoesepsiom,
ecmb U NpodyKyus Ha cknade u nocbklnalom 3aKa34quKy aflekmpoHHoe coobujeHue ¢ 651aeodapHocmbio 3a rno-
KynKky, coobujarom Koz20a u Kak moeap 6ydem eMy ominpaesieH, U KaK OH MoXem ¢ HUMU cesizambCs fpu Heobxo-
dumocmu.

8



FOCT P 54985—2018

Tpumep 2 — [nsa unmocmpayuu mozo, Ymo c/IoXHbIl npoyecc nompebyem docmamo4yHo20 06LSICHEHUS,
Ymo6bi nepcoHasn noHuman ceou delicmeus, 3adaqu u e3aumodelicmeusi HaCMOJILKO, YMobbl pe3ysibmamueHo
8bINOJIHSIMbL ce8ou 0bs13aHHOCMU.,

Hebonbuwioe npednpusmue ebInonHsaem ycnyau o noddepkaHuto ocobbix munoe npou3eodcmeeHHo20
o6opydoeaHus1. [Jna mozo, Ymo6bi Gename 3mMo pesy/ibmamueHo, oHU AOJIKHbI yYecmb MHO20 ¢hakmopoe, e
mom yucre Kak oHU pabomarom eMecme U € KakoM ropsidke, U 3mo Moxkem ObiMmb CIIOXKHbLIM POUECCOM.

lpexde yem Hayamb pabomy, npednpusmue 0oJ/KHO y6edumbCcsl, 4YmMo OHO ITOHUMaem, Ymo HYXHO ro-
mpe6umertio, U YMo ecmb 8ce Heob6xodumoe 017 ebINoJIHeHUs1 pabombi.

Hanpumep, um nompebyromecs cmaHdapmHbie UHCMpyMeHmMb! 015 Kaxdol pabomb! U cneyuansHbie UH-
cmpymeHmbl 0515 8bINOoIHeHUS! pa3nuyYHbLIX oflepayull, eKioyasi nosepeHHoe/kanubpoeaHHoe uamepumesnsHoe
ob6opydoeaHue u Habop Yyacmell Ona eoamMoxHol 3ameHbl. [lepcoHan, ebinonHaowuld pabomy, domkeH 6bimb
KoMremeHmMHbLIM U KeasluchuyupoeaHHbIM U UCroib308amb nodxodsujue cpedcmea uHoOueudyansHol 3auwju-
mbl. Heo6xodumo nodzomoeums u obecnequmes AocmynHoOCMbL Ha Mecme nodpobHbIX pabovyux UHCcmpyKuul u
pykoeodcme.

HosxeH 6bimb onpedeneH cnocob eedeHusi MOAPO6HLIX 3anucell 0 ebiNnosIHeHHOU pabome, 3aMeHeHHbIX
unu ompemMoHmMuUpoeaHHbIX Yacmsx, 0GHapyXeHHbIX npobriemax, delicmeyowux paboyux UHCMPYKYUAX U, ecru
Heobxodumo, nocnedyrouwux npoeepkax. [jna moeo, Yymobb! y6edumscs, 4mo nompebumesis NOJIHOCMbLIO 1PO-
uHgopmupoeaH u yooesiemeopeH ebinosIHeHHol pabomoli, kakol-nu6o eud nodnucu nompebumens maikxe He-
06xo0umMo eksroHUMb € npoyecc. 3mo npednpusmue mpadulyUuoHHO UCIO0b308as10 ByMaxHbIU hopmMynsap, HO
menepb GOJKHO HaYyamb UCIONIb308amb KOMITLIOMep, U d51s1 amoao nompebyemcs nodzomoeums coomeem-
cmeyroujue paboyue UHCMPYKUUU.

4.4.2 OpraHn3auus gomkHa B Heo6xoaumom obveme:

a) paspabaTbiBaTb, aKTyanu3upoBarb U NPUMEHNATb JOKYMEHTUPOBaHHYIO MHopMaUuto ans obecne-
YeHUs YHKLMOHUPOBAHMSA NPOLIECCOB;

b) pernctpupoBatb U COXpaHATb 4OKYMEHTUPOBAHHYIO MHOPMAaLMIO Ang 06ecnevyeHns yBepeHHOCTU
B TOM, YTO 3TN NPOLIECCbI OCYLLECTBNAKTCA B COOTBETCTBUKN C TEM, KaK 3TO 6bino 3annaHnpoBaHo.

[MCO 9001:2015]

PekomeHgauum

CMbICI HACTOSLLEro NYHKTa B TOM, YTOObI OpraHu3aums onpeaensana o6bem HeobXoaUMOMN JOKYMEHTU-
POBaHHOW MHOPMaLMH.

[okyMeHTMpoBaHHas MHOpMaLUs — 3TO MHpopMaLma, KOTopas A0MKHA HaX0AUTLCH NoA YyNpaBneHu-
em, paspabaTtbiBaTbCs, aKTyanuampoBaTbCs U NPUMEHATLCS OpraHu3auuen, a Takke HOCUTENb, HA KOTOPOM
OHa COAEepPXUTCS.

CooTBeTCTBYIOLLEEe NUUO (Hanpumep, Bnagenew npouecca, Bnagenew, BbIX040B npouecca, nuuo, ynpas-
nsioLLee nNpoLeccoM) A0IDKHO aHanM3upoBarb, kakass MHOPMaLUsi UCNIONbL3YETCA ANs BbINOMHEHUs1 NPOLEC-
COB, YTOObI NOCTOSIHHO AOCTUIaTb HAMEYEHHbIX pe3ynbLTaToB. [na ucnonb3yeMmon uidopmauum (Hanpumep,
npoueaypbl, paboune MHCTPYKUMM, HarmsgHble CpeacTBa, UH(OPMALMOHHBLIE CUCTEMBI U CUCTEMBbI OOMEHa
nHdopmaLmen, yepTexm, cneuudukalum, METPUKU, OTHETHI, KIIOUYEBbLIE MOKa3aTenu pesynsratoB AesATeNnbLHO-
ctu (KPls), npoTokonbl BCTpeY, penpe3eHTaTtuBHble 06pasubl, 6eceabl) He0OX0AUMMO NPOBOAMUTL aHanu3/nepe-
CMOTP LIEHHOCTM ANS noaAepkaHus npoueccos. Pedynsratom Oyaer pelieHue o ToM, kakas uHcdopmaums
Oyner cumTarbCsl JOKYyMEHTMPOBAHHOM uHdopmauumein. Hanpumep, korga BbicLLee pyKOBOACTBO BbIMOSNHSET
cTpaTernyeckoe NMnaHUpOBaHUE, OHO MOXKET 00PaTUTLCA K ceTU MIHTEpHET U NpoaHanu3MpoBaTb COOTBETCTBY-
I0LLYI0 MHOPMALMIO, TaKyIO KaK OTYETbI O TeKyLueM U OyaylLiuemM COCTOSIHUM OTPAChM, K KOTOPOWM OTHOCUTCA
opraHu3auusi, KOTopble Obinu pa3paboTaHbl roCyaapCTBEHHLIMU YUPEXAESHUSIMU U IPYTUMU COOTBETCTBYIOLLIU-
MM CTOpOHaMu. 3Ta UHAOPMALIMA HE [OIDKHA pacCMaTPUBATLCA KaK AOKYMEHTUPOBAHHAA uHAOpMauus, Tak
KaK OHa JOCTYMHA U3 OTKPbITbIX MCTOYHUKOB. [AnNsi cpaBHEHUs, OU3HEC-NNaH, BKIIOYAOWMIA Lienu B obnactu
KayecTsa, PUCKM U BO3MOXHOCTM, CTpareruu, Hapsiay ¢ APYrMMU COOTBETCTBYIOLLMMU dremMeHTamu (Hanpu-
Mep, MUCCUA, BUAEHUE, LLEHHOCTM U KapTbl NPOLECCOB OpraHu3auuun), AOfDKEeH paccMaTpuBaTbCsl Kak AOKY-
MEeHTUpOoBaHHas uHdopmMaums.

OnpeaeneHue pasHbiX BUAOB JOKYMEHTMPOBAHHOM MH(OpMauuu, HeobxoaAUMOM AnS noaaepXaHus
PYHKLUMOHNPOBAHUSI NPOLIECCOB U CUCTEMbI MEHEAXMEHTA KayecTBa, 3aBUCUT OT opraHu3auuu. [Npu onpeae-
neHun Tuna n o6bema HeobXoAUMON AOKYMEHTMPOBAHHOW MH(OPMAaLMK OpraHu3aumsa A0MKHA OLEHUTbL ee
noTpeBHOCTU U NPUMEHUTb PUCK-OPUEHTUPOBAHHOE MbilrieHne. OHA AOIMKHA YYUTLIBaTb €€ pa3mep, BUAbl
AeATenbHOCTU, BUAbI NPOAYKLIMU UITM YCIYT, CITOXKHOCTb €€ NPOLIECCOB, PECYPChI U T. A. TAKKe, KaK U NOTEHLU-
anbHble NOCNeACTBUSA HECOOTBETCTBUMN.
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MCO 9001 ycTaHaBnMBaeT UCMONb30BaHME AOKYMEHTUPOBAHHOW MHOpMaLun B paae TpeboBaHuit, oa-
Hako AN OpraHu3aLmmn MOXeT CyLLIEeCTBOBaTb NOTPEOHOCTb B JOMNONHUTENBLHOW AOKYMEHTUPOBAHHOW MHAOP-
Mauum (Takol Kak JOKYMEHTUMPOBaHHbIE NPOLEAYpPbI, CalTbl B CeTU IHTepHeT, paboune MHCTPYKLUMKU, PYKOBOA-
CTBA, pernamMmeHTbl, CTaHAapTbl, POPMbl, MOCOOUSA, MporpaMmmMHOe obecneyeHne, TenedOHHbIE NPUMOXKEHUS)
Ans ynpaeneHus yHKUUOHUPOBAHWEM €€ NPOLECCOB.

JokymeHTUpoBaHHasA MHAOPMAaLMA OQHOrO TMNa AOIMKHA NepuoaAnYECKM aHanu3mpoBaThCa U nepecMa-
TpUBaTbLCA, YTOObI COXPaHATL akTyansHoCTb. MCO 9001 ncnonb3yet ppasy «paspabarbiBaTb, akTyanu3npo-
BaTb U NPUMEHATb JOKYMEHTUPOBAHHYIO UH(OPMALIMIO» B OTHOLLEHWM AAHHOTO TUMa AOKYMEHTUPOBAHHOW
MHopMaLmu.

Opyrasi LOKyMEHTUPOBaHHAA MHMOPMALUS AOMKHA PErMCTPUPOBATLCA U COXPaHATLCA 6e3 n3MeHeHui
(3a ucknveHNEM YTBEPXAEHHOW KOppeKuMn) ANS AEMOHCTpauunM COOTBETCTBUA U ANS CO3AAHMSA YBEpPEH-
HOCTM, YTO NPOLECChI BbINOMHAKTCA KaK 3annaHMpoBaHo, Uiu AN AeMOHCTPaLMK TOro, BbIMOMHEHbI UMK HET
TpeboBaHua (AAHHBLIA TUN AOKYMEHTUPOBAHHOM MHOPMAaLMM 4acTo HasbiBaOT «3anucuy»). MCO 9001 wnc-
nonb3yeT dpasy «PermcTpupoBaTh U COXPAHATb JOKYMEHTMPOBAHHYIO MHADOPMALIMIO» B OTHOLLEHUU JaHHOTO
TUNa AOKYMEHTUPOBAHHON MHGopMaUMK. JaHHbIA TUN AOKYMEHTUPOBAHHOW MH(OPMALUN 4acTO OTHOCAT K
TpeboBaHusiM NOTpeduTenen, 3akoOHOAaTENbHLIM U HOPMATUBHBIM NPABOBLIM TPEOOBAHUSAM UMK K COOCTBEH-
HbIM TPEOOBAHUAM OPraHM3auunm — A PErMcTpaummn u COXpaHEeHUst JOKYMEHTUPOBaHHOW MHAOpMaLmm.

AHanu3 KOHKPETHOW CUTyauum

MpeanpusTtue, NponseoasiLLee Cbip, CTPEMUTCS COOTBETCTBOBATL TpebosaHuam MCO 9001:2015.

OHO yXXe BHEeAPUNO CUCTEMY MEHEKMEHTa KavecTBa U UCMnonb3yeT 6onbLion 06bemM uHdopMaymm o
npoueccax U BbIMOMHEHHbIX 3aka3ax. YacTb ee HaxoauTcs B HOYTOYKax unum OyMadkHbIX Namnkax, 4yactb Ha
CTEHAOBbLIX rpadukax n dotorpaduax, Hactb B KOMMbIOTEPHbLIX CUCTEMAX.

MpoBoaATCA coBeLlaHua ¢ Lenbio onpeaeneHus Hanbonee BaXKHbIX BONPOCOB W yNpaBneHus NnpoLec-
caMu NpOU3BOACTBA Cbipa M BEAEHUS 3anncen, MOATBEMKAAKOLMX, YTO Aena BbIMOMHAITCA Kak 3a4yMaHo.

OO6LeHne ¢ BOBMEYEHHBIM NEPCOHANOM MOKA3ano, YTo YacTb CTEHAOBbIX rpadmKoB ycrapenu. Yacrb
hOpMynApOB U PYKOBOACTB rOAamMu HE UCMOMb3YETCA NOTOMY, YTO OTHOCATCA K MPOAYKUMK, KOTOpas GonbLue
He NPou3BOAUTCSH. YacTb XPaHALLMXCA 3anucen Takke He UCNOMb3YeTCsl, B TO BPeMSA Kak HEKOTOPble HOBbIE
BUAbI NPOAYKUUWN HE MMEIOT UHAOPMAaLMOHHON NOAAEPXKKU U NepcoHan He BCeraa 3HaeT, Kak AeicTBOBaTb
npasunbHO. B Apyrux cryyasx HOBble YEK-NUCTbl U APYIUe MonesHble AOKYMEHTbl U BU3yalbHble CpeacTBa
paspaboTaHbl, HO HE ABNATCH 0PULMANbLHON YaCTbIO CUCTEMbI MEHEKMEHTA kavyecTBa. Crnegyer OTMETUTL
TaKKe, YTO XOTSl YaCTb CPEACTB HE UCNOMbL3YETCA B NOCNEAHEE BPEMS, OHM BCE €LLUe MOTYT UCNOMb30BaTbCsA
Ans yyebHbIX Lenen U AOIMKHbI ObITb COXPaHEHbI.

MNepconan pasgensaeT uHpopmMaLmio Ha Tpu KaTteropuu:

1) KpUTHYECKU BaXKHAA MHAOPMALMA AN BeaeHust OM3HecCa u AN NpaBuribHOTO BbINOMHEHNSA PaboTbl —
3TO AJOKYMEHTUPOBaHHaA MHAOPMaLUS;

2) nHpopmaums, KOTOPYHO HET HEOOX0AMMOCTH hOPMaNbHO COXPaHATb, HO KOTOpas BCe eLle siBnseTcs
nonesHoi — ara uHpopMaumsa Gyaet UCnonbL30BaTLCA NO 3anpocy;

3) nudpopmauums, Kotopas bonee He Hy>XkHa — OT 9TON MHAOpMaLMmn cneayeTt u3baBuTbLCS.

B pesynbrate Takon paboTbl npeanpuATME ONpPeaenuno, YTO AOIMKHO COXPaHATLCA Kak AOKYMEHTUPO-
BaHHas uHopmauua.

5 llnpepctBO

5.1 JlupepcTBO U NPUBEPKEHHOCTH

5.1.1 O6uwme nonoxeHusA

BbicLLEe pyKOBOACTBO AOIMKHO AE€MOHCTPUPOBATL CBOE NMUAEPCTBO U NPUBEPXEHHOCTh B OTHOLLEHUU
CUCTEMBI MEHEXKMEHTA KAYECTBA NOCPEACTBOM:

a) NPUHATUS OTBETCTBEHHOCTHU 3a PE3YNLTATUBHOCTb CUCTEMbI MEHE)KMEHTA Ka4eCTBa;

b) o6ecneyeHuns pa3paboTku NONMTUKM U Lenei B 06racTu Ka4ecTBa, KOTOPbIE COrMNacyloTca ¢ yCnoBu-
SAIMU CpeAbl OpraHu3aLumn u ee CTpaTernyeckum HamnpaBneHnemM;

C) obecneyveHna nHterpaumnm TpeboBaHMin CUCTEMbI MEHELXKMEHTA KavyecTBa B OM3HeC-npoLuecchl op-
raHu3auuu,
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d) cogencTema NPUMEHEHUIO NPOLIECCHOTO NOAX04a U PUCK-OPUEHTUPOBAHHOTO MbILLSIEHUS;

e) obecneyeHns 4OCTYMHOCTU PECYPCOB, HEOOXOAUMbIX AN CUCTEMbI MEHEIPKMEHTA Ka4YeCTBa;

f) pacnpocTpaHeHus B opraHu3aumn NOHMMaHNUs BaXKHOCTU Pe3ynbTaTMBHOIO MEHEMKMEHTA Ka4ecTBa
U COOTBETCTBUA TPEOGOBAHUAM CUCTEMBI MEHEIXKMEHTA KAYECTBA,

g) o6ecneyeHns SOCTMKEHNS CUCTEMOIN MEHeI)KMEHTa KaueCTBa HaMeYeHHbIX pe3ynbLTaTos;

h) BOBNEeYeHUs, pyKkOBOACTBA M OKa3aHWUsA NOAAEPXKKM y4acTusA paboTHUKOB B 00eCnevYeHun pesynbsra-
TUBHOCTU CUCTEMBI MEHEAXXMEHTA Ka4eCTBa;

i) moaaepPXKW yny4LleHus;

j) nopaepxxkn Apyrmx COOTBETCTBYIOLLMX PYKOBOAUTENEN B AEMOHCTpauuM uMu nuaepcraa B cdepe ux
OTBETCTBEHHOCTMW.

MpumMeyvyaHune — Cnoeo «BusHec» B HACTOSILLEM CTaHAapTe criefyeT MOHUMaTh B LUMPOKOM CMbICIIE, Kak 0To-
GpaxeHue BUAOB AEATENBHOCTU, KOTOPLIE ABMAIOTCS KMNOYEBLIMU AN Lienei CyLLecTBOBaHUsA opraHu3saLum, HesaBnucm-
MO OT TOro, SABNAETCS N OHa rocyAapCTBEHHOM, YaCTHOI, CTaBUT M OHa CBOel Lienbto nonyyeHue NpubhInv UK Her.

[MCO 9001:2015]

PexomeHaaLuu

CMbICN HACTOALLEro NyHKTa — o6ecneynTb AEMOHCTPALMIO BbICLLUMM PYKOBOACTBOM NUAEPCTBA U NpU-
BEPXXEHHOCTU NOCPEACTBOM aKTUBHOM POSM BO B3aMMOAENCTBUM B CUCTEME MEHEIKMEHTA Ka4yecTBa, ee npo-
JBWKEHUM M 06ecnevyeHnn, MOHUTOPUHIE U JOBEAEHUM MoKa3saTenei AenaTenbHOCTU U Pe3ynbTaTUBHOCTYU CU-
CTeMbl MEeHeaKMeHTa kadectsa. Cnocobbl peanusauum 3TOro 3aBUCAT OT Pa3nUYHbIX hakTOpOB, TaKUX Kak
pasMep U CNOXHOCTb OpraHn3auum, CTUINb MEHEIKMEHTA U KynbTypa OpraHu3auuu.

[na opraHM3aunun «BbICLLEE PYKOBOACTBO» MOXET BKMNoWaTb B CeOsi, Hanpumep, rmaBHOMO UCMOSMHU-
TeNbLHOro AUPEeKTopa, YyNpasnaoLero AMPEKTopa, reHepanbLHOro AUPEKTopa, NPE3NAEHTa, COBET AUPEKTOPOB,
UCNOMHUTENBHBLIX AMPEKTOPOB, ynpaensaowero(Mx) naprHepa(oB), OTAENLHOTO Bnajenbua, napTHepa(os) u
cTapwmx pykosoauTenen/meHeaxepos. Beicluee pyKOBOACTBO MMEET MPaBO AenernpoBatb NOSHOMOYUSA U
NPEefoCTaBnATL PECypebl B paMkax opraHusauuu. Ecnv o6nacte NpUMEHEHNS CUCTEMbI MEHEAXKMEHTA OXBa-
TbIBAET TOJILKO YaCTk OPraHM3aLum, To BbICLLEE PYKOBOACTBO OTHOCUTCS K TEM, KTO YNPAaBASIET U KOHTPONUPY-
€T 9Ty YacTb opraHu3auuu. Kaxkgasa opraHusaums UMeeT pasHble NOTPeBGHOCTU U COGCTBEHHBIE cneundUYHbIE
peLueHus, No KOTOPbIM BbICLLUUM PYKOBOACTBOM ByAET NPUHATO peLLeHMeE.

B cooteetcTBum ¢ UCO 9001:2015 [nyHKT 5.1.1, nepedncneHuns a)—j)] sTo BKMoYaer:

a) AEMOHCTPAaLMIO BbICLUKM PYKOBOACTBOM TOTO, YTO OHO OCO3HAET U HECET OTBETCTBEHHOCTb 3a pe3yrib-
TaTMBHOCTb CUCTEMbI MEHEXKMEHTA Ka4eCTBa NOCPEACTBOM NPUHATUA 006513aHHOCTEN M OTBETCTBEHHOCTM B OT-
HOLLIEHUW CBOEN AEATENBbHOCTU, & TAKXKE CMOCOGHOCTN OOLACHUTL Pe3ynbTaThl, KOTOPbIE 4OCTUTAOTCH; HECMO-
TPS Ha TO, YTO ONpeAerneHHbIE NOMHOMOYUSA U OTBETCTBEHHOCTb MOTYT aenermpoearbcsa (M. MCO 9001:2015,
nyHKT 5.3), OTBETCTBEHHOCTb 3a 9TO OCTAETCA 3a BbICLLUM PYKOBOACTBOM;

b) o6ecneyeHue Toro, 4To NnonuTuka B obnactu kadectea (cM. MCO 9001:2015, nyHKT 5.2) u uenu B 06-
nacru kadectsa (MCO 9001:2015, nyHKT 6.2) yCTaHOBMEHbI C YYETOM CTPATEMMYECKOr0o HANPaBNeHWs U cpeabl
opraHusauumu; nonuTuka s obnactu kayecrsa u Lenu B 06nactu ka4ecTsa MOryT BbITb yCTaHOBNEHbI UMK Nepe-
CMOTPEHbI B X0A4€ PerynspHbiX BCTPEY BbICLLETO PYKOBOACTBA, HANPUMEP, AN NPOBEAEHNUS CTPATErMUYECKOTO
NNaHMPOBaHWA UK aHanu3a co CTOPOHbI PYKOBOACTBA;

¢) obecneyeHmne Toro, YTO NPOLLECCHI CUCTEMbI MEHEXKMEHTA Ka4eCTBa MHTErPUPOBAHbI U YNPABNSAIOTCH
B pamkax Bcex GU3HECOB NPOLECCOB, @ HE PaCCMaTPUBAKOTCA KaK «AONONMHUTENbHAS Harpy3ka» U He NPOTUBO-
pevar OeATENbHOCTH;

d) npoasueHue NpPoLECCHOro NoAxoAa U PUCK-OPUEHTUPOBAHHONO MbILLUMNEHWS, HAaNpuMMep, nocpea-
cTBOM obecneyerHus pesynsTaTUBHOrO B3aUMMOLENCTBUSA MeXay npoueccaMu, ¢ npuMeHeHnem paspaboTas-
HOro CUCTEMAaTMYECKOro NOAXoAa AN AOCTMXKEHUA 3D(PEKTUBHOTO NOTOKA BXOAOB W BbIXOAOB, a TAKKe CO-
BMECTHbIX YCUIUIi N0 YYETY PUCKOB U BO3MOXHOCTEN;

€) MOHUTOPUHI TEKYLUMX 1 NPOrHo3mpyemMbix 06bemoB paboT u rpacdukos Ans obecrnedeHuss Toro, yto
BbIJENAETCA AOCTATOMHOE KONUYECTBO PECYPCOB HA CUCTEMY MEHEIKMEHTA KayecTBa (Moamn, UHCTPYMEHTHI,
obopyaoBaHue U T. A.), KOraa U rae arto Heobxoaumo;

f) obLeHne npyu NOMOLLM BHYTPEHHUX BCTPEY, 3MEKTPOHHOW MOYThI, NUYHbLIX Gecen, KOpnopaTuBHOI
CeTu OpraHm3aumv u T. 4. LUEHHOCTU M NMPENMYLLECTB CUCTEMbl MEHEIDKMEHTA KayecTBa U cobniogeHue ee
TpeboBaHwmii;
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g) obecneyeHune TOro, YTO CUCTEMA MEHEAXXMEHTa KauecTBa JOCTUraeT HaMeveHHbIX pe3ynbsTaToB no-
CpeacTBOM MOHUTOPWHIA €€ BbIXO4O0B; B HEKOTOPbIX Cryvasx AeiCTBMA MOTYT ObITb HEOOX0AUMbI, YTOObI UC-
NPaBUTb UK YIYYLUMTb CUCTEMY WUIN YacTU €€ NPOLECCOB, U BbICLLEE PYKOBOACTBO AOMMKHO rapaHTUpPOBaT,
41O NioBbIe TPpebyemble AENCTBUS AOIHKHbIM 06pa3oM pacnpeseneHbl U obecneveHbl pecypcamu;

h) B3auMopeicTeme, HanpaeneHue u Nogaep)xaHnue nepcoHana B opraHusauum, 4tobbl cnocobCTBO-
BaTb PE3yNLTaTUBHOCTU CUCTEMbI MEHEIDKMEHTA Ka4ecTBa yepe3 06MeH uHdopmauuein ¢ nepcoHanom (Cu.
MCO 9001:2015, nyHKT 7.4); clofa MOXXHO OTHECTU BbICLLEE PYKOBOCTBO, BbICTYNAloLEe B PONM nuaepa no
npoekTam, Korga TpebyloTcsa ynyyLleHus, U NooLpeHne paboTHUKOB U APYIUX JUL, YYaCTBYIOLMX B KOMaHe
no yny4yLLEeHWIo;

i) npoaBMxXeHMe yny4dLleHuin npu o6ecnevyeHnmn Toro, Yto MHchopMaLust U pekoMeHaaUMmn Mo pesynbTa-
Tam ayauToB, APYrnX OLIEHOK M aHanu30B CO CTOPOHbI pykoBoacTtBa (cM. MCO 9001:2015, nyHKT 9.3) 40OBO-
OATCA A0 OTBETCTBEHHbLIX NUL, (3TO MOXET TaKKe NOMOYb NPOAEMOHCTPUPOBATL LEHHOCTb U NPEeUMyLLECTBa
yryyLeHui);

j) obecneyeHne noanep KM U NPeOCTaBNEHWE PYKOBOASLLMX YKasaHU nepcoHany Apyrux COOTBET-
CTBYIOLLMX YNPaBneHYeckux MYHKLUMIA, 4TOObl MOMOYb UM JEMOHCTPUPOBATL NMMAEPCTBO NPUMEHUTENBHO K UX
KOHKPETHOM 06MnacTu BNUSIHUS; CloAa MOXHO OTHECTW HACTaBHUYECTBO U NOAAEPXKKY UMM NPU NPUHATUN KOH-
KPETHBIX PeLLeHUi, KOTOPbIE NOMOTYT OPraHu3aumMm nyyille COOTBETCTBOBAaThL TPeOOBAHMAM UNKM NPUBOAUTD K
ynyyLUeHUAM, Koraa aTo Heo6xoauMmo.

OhdheKTUBHbIE NMUMAEPCTBO U MPUBEPXKEHHOCTE MOTYT MPUBECTU K MyYLLEMY MOHUMAHMIO NEPCOHANOM B
opraHusaLmu Toro, kakum o6pasomM OHM BHOCAT BKNaj B CUCTEMY MEHEAKMEHTA Ka4yecTBa, YTO MOXET NOMOYb
opraHn3aLnm NoCTOSIHHO AOCTUraTh HAMEYEHHbIX PEe3ynLTaToB.

5.1.2 OpueHTauus Ha noTpeduTenen

BbiCcLuee pykOBOACTBO AOMKHO AEMOHCTPUPOBATL NNAEPCTBO U NPUBEMKEHHOCTb B OTHOLLEHUW OPUEH-
Tauum Ha noTpebuTenei nocpeacTsomM 06eCneveHns Toro, YTo:

a) TpeboBaHuA noTpebuTeneil, a Takke NPMMEHUMbIE 3aKOHOAATENbHBIE N HOPMATUBHLIE NPaBOBbLIE
TpeGoBaHua onpeaeneHbl, NOHATLI U HEU3MEHHO BbINOSIHAIOTCS;

b) pnckn 1 BO3SMOXHOCTU, KOTOPLIE MOFYT OKa3biBaTb BAMAHME HA COOTBETCTBUE NPOAYKLUM U YCAYT U
Ha cnocoBHOCTb NOBbILLATL YAOBNETBOPEHHOCTL NOTpebuTeneii, onpeaeneHbl U paCCMOTPEHBI;

C) B LIEHTPE BHUMAHUS HAXOAUTCS NOBbLILLEHUE YAOBNETBOPEHHOCTU NoTpedbutenen.

[MICO 9001:2015]

PekomeHaauum

CMbICI HAcTosILLEro NyHKTa — obecneveHne HarnaaHoW AEMOHCTPaLMM BbICLLMM PYKOBOACTBOM nnaep-
CTBa M NPUBEPXXEHHOCTU B NOAAEPXXaHUU OPUEHTALMM OPraHM3aLUumn Ha BbINonHeHue TpeboBaHui notpebuTe-
new U yBenuyeHue yaoBneTBOPEHHOCTH noTpebutenen.

MoTrpebutenn — 370, KAk NPaBUIIO, JIOAN UMW OPraHM3auMu, KOTOpPble MOKYMAIOT NPOAYKUUIO U yChy-
rM OpraHu3auuu; OHaKo, 3[€Cb TaKXke MOIyT NnoApasyMeBaTbCA OTAEMNbHbIE NULIA UMK OpraHM3auuu, Takue
Kak rpakgaHe, KIMEeHTbl, NaUMEHTbl, CTYAEHTbI U T. 4., KOTOPbIe ABNAIOTCS Nony4YaTensMu NPoAyKUMU U yCnyr
opraHusauuu. Boicluee pykoBOACTBO A0OMKHO obecneuntb Hanuuue 3pdpekTUBHbLIX NPOLECCOB ANA onpeae-
neHusi Tpe6oBaHuii notpebuteneit M 3akoHOAATENbHLIX U HOPMATUBHLIX NPABOBLIX TPeOOBaAHUI, UMEIOLLIMX
OTHOLLEHWE K MPOAYKLIMM U yCIyraM OpraHu3auum, a Takke Toro, 4to 3T TpeboBaHusA noHumalTcs. Bo MHormx
Cnyyasix BHUMaHMWe K BbINONIHEHUIO JOCTABKU B YCTAHOBMEHHbIE CPOKU M K NPETEH3MAM noTpebutenein MoxeT
npeaocTaBuTb MHAOPMALIMIO O NMOBLIX AEWCTBUAX, KOTOPbIE MOTYT GbiTb HEOOX0AUMBI ANSA AOCTUXEHUA UMK
ynyuLLeHUs YA0BNETBOPEHHOCTU NOTpebuTenen.

BbicLuee pykOBOACTBO OJHKHO obecneunBatb peanu3auuio HeobxoauMbIX AEUCTBUI B OTHOLLEHUU pU-
CKOB W BO3MOXHOCTEMN, UTOObI OXMaaemble pe3ynbTatbl JOCTUFANIMCh NOCTOAHHO; €CNU OHU He JOCTUraloTCS,
TO HeobxoauMo cneaosartb noaxoay «Mnavupyin — Oenavi — Mposepsii — Oeincteyii» (PDCA) ans ob6ecne-
YEHUs TOrO, YTO OTBETCTBEHHOCTb M 00A3aHHOCTU pacnpeaeneHsl ANa peanusauun AanbHENLWnX ynyyueHUmn
[0 Tex nop, noka NnoTpebHOCTU U oxmaaHus notpebutenein He GyayT AOCTUTHYTBI.

Bbicluee PYKOBOACTBO MOXET CKOHLEHTPUPOBATHCS HA NOBBLILIEHWW YAOBIETBOPEHHOCTM NOTpPedu-
Teneun, Ucnonb3ys pe3ynbTartbl aHanu3a WM OUEHKM AaHHbIX 06 yAOBNETBOPEHHOCTW noTpebutenen (Cwm.
NCO 9001:2015, nyHkT 9.1.2). B pe3ynbrare 3T10ro aHanu3a BbiCluee pykOBOACTBO MOXET BHECTU U3MEHEHUSA
B NPOLECChI U AENCTBUS, UMEIOLLME OTHOLLEHUE K NOTpebuTensaMm, BKNovas pacnpeaeneHne pecypcos.
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5.2 Nonutuka

5.2.1 PaspaboTka nonNMTUKK B 06nacTu kayecTea

BoicLuee pykoBOACTBO AOMKHO paspaboTarb, Peanu3oBkiBaTh U NOAAEPHKMBAThL B aKTYarbHOM COCTOS-
HUM NONUTMKY B 0GNACTW Ka4yecTsa, KoTopas:

@) COOTBETCTBYET HAMEPEHUAM U Cpefie OpraHn3auuu, a Takke NoaAEPXKMBAET €€ CTPaTernyeckoe Ha-
npasneHue;

b) cosgaeT ocHOBY Ans yCTaHOBMNEeHUs Uenei B 06nacTu ka4ecTsa;

C) BKMIOYaeT B ceba 0653aTeNbLCTBO COOTBETCTBOBATL NPUMEHUMbIM TPEGOBAHUAM;

d) Bknroyaet B cebs1 0053aTeNbCTBO MOCTOAHHO YNyYLLIATH CUCTEMY MEHEMKMEHTA Ka4yecTsa.

[MCO 9001:2015]

PekomeHgauuu

CMBbICIN HACTOALLEro MyHKTa 3aKno4aeTcs B o6ecneyeHun Toro, YTo NonuTUka B 06nacrTu kauecrsa ycra-
HOBMEeHa, cornacosaHa CoO CTpaTern4eckMm HanpasreHuem opraHusauuu, Bknoyasi Bceobuiee noHMMaHue
opraHusauum o TOM, YTO O3Ha4aeT Ka4ecTBO ANA Hee u ee noTpebutenen. MNonutuka B obnactu kadecrea
OnMunCbIBaeT HaMEPEHUsA U HanpaBneHne opraHn3auun B TOM hopmMe, Kak 310 CCHOPMYNMPOBAHO BbICLUUM py-
KOBOACTBOM.

B cooteercTBumn ¢ MCO 9001:2015 [nyHKT 5.2.1, nepeuncneHus a)—d)], nonutuka B obnactu kayecrsa
[OJDKHA:

a) NoAX0AUTbL OpraHU3aLUmMK u NOAAEPXKUBATL €€ CTpaTerMyeckoe HarnpasrneHue;

b) obecneymBaTb OCHOBY ANl YyCTAHOBNEHUA LiENEN (3TO 03HAYAET, YTO NIOOLIE 3asBNEHUA B NONUTUKE B
obnactu ka4ecTea JOMKHbI ObITb U3MEPUMBIMU);

C) cogepxatb 00A3aTenbLCTBO OPraHM3aumm BbiNOMHATL NpUMEHUMbIE TpeboBaHus, Takue kak Tpebosa-
HUA noTpebuTenei 1 3aKkoHOAAaTeNbHbIE U HOPMATUBHbIE NPaBOBbIE TPEGOBAHUS;

d) cogepxatb 00513aT€NbCTBO NMOCTOAHHO YIyYLLAaTh CUCTEMY MEHEKMEHTA Ka4yeCTBa.

[na pa3paboTku NONMTUKM B 00NacTu ka4ecTea MOryT 6biTb PACCMOTPEHbI TaKUe BXOAbI Kak:

- YeTKoe NoHWMaHWe cpeabl OpraHn3aLuuun, BKIOYasa TeKyLuMe pesynbTaThl 4eATENbLHOCTU €€ CUCTEMBI
MEHeXXMEHTA M NOTPeOHOCTEN U OXXMAAHWUIA COOTBETCTBYIOLLMX 3aUHTEPECOBAHHBIX CTOPOH;

- CTpaTern4yeckoe HarpasneHue opraHusauuu, OCHOBAHHOE HA €e MWCCUM, BUAEHUU, PYKOBOASILLMX
NPUHLMNAX M OCHOBOMONAratoLmMX LLEHHOCTSIX;

- YPOBEHb W TUN OyAyLIMX YNyyLUEHUA, HeOBX0AUMBIX ANA opraHM3auum, YTobbl BbITb YCNELLHOI;

- oXugaemasi CTeneHb yJ0BMETBOPEHHOCTU NOTpebuTenei;

- pecypcbl, HE0OX0ANMbIE AN BbINOMHEHUS HAMEYEHHbIX PE3ynLTaToB;

- NOTeHUMarnbHbIN BKNaJ COOTBETCTBYIOLLUX 3aUHTEPECOBAHHbBIX CTOPOH.

5.2.2 loBegeHue NOSIUTUKN B OONACTU KavyecTBa

Monutnka B 06nacTn kayecTsa AoskHa:

a) ObITb 4OCTYMHON U NPUMEHATLCA KaK JOKYMEHTUPOBAHHAs MHAOPMALIUS;

b) ObITb AOBEAEHHON [0 CBEAEHNSA pabOTHUKOB, NMOHATHOM M NPUMEHSIEMOI BHYTPMW OpraHn3aLum;
¢) ObITb AOCTYMHOM NOAXOASILLMM CMOCOBOM AN COOTBETCTBYIOLMX 3aUHTEPECOBAHHbBIX CTOPOH.
[MCO 9001:2015]

PexomeHaaLuu

CMbICN HACTOALLIEro NyHKTA 3aKMoyaeTcs B 06ecneyeHmn Toro, 4To nosMTuka B o0bnacTtu kayecrea 4OBO-
ANTCS, NOHMMAETCA U NPUMEHAETCS NULAMW B OPraHn3aumu, 1 OHUM CMOTYT BHECTU BKNaA B PE3ynbTaTUBHOCTL
CMCTEeMbl MEHeXKMEHTa Ka4yecTsa, U MonuTUKa Takxke AOCTYNHA AN COOTBETCTBYIOLUMX 3aMHTEPECOBAHHbIX
CTOPOH.

OpraHusauus gomkHa obecnednTb NErkuin 4ocTyn K NnonuTtuke B obractu kadecrtea n obecneynTb ee
pa3paboTky, akTyanusauuto U NPUMEHEHNE B BUAE [ OKYMEHTUMPOBAHHON UHopMaumu. B uenax paspaboTku,
aKkTyanuaauum u NpUMEHEHNUS NONUTUKM B 06MacTM kauecTBa opraHu3aums AormkHa NPOBOAUTL ee Nepuognye-
CKWUI aHanu3 Ansa onpeaeneHuns Toro, No-npexHeMy v OHa COOTBETCTBYET HAMEPEHUIO OpraHn3aummn. 310 Mo-
XeT ObITb CAenaHo, HanpuMmep, B pamkax npoLecca aHanu3a co CTOpOHbI pykosoacTea (cm. MCO 9001:2015,
NYHKT 9.3).

OpraHusauus gomkHa obecneumtb, 4YTOOBI MoOnNMTUKA B 0OMacTM kadyecTBa MOHMMAnNach SICHO BO
BCEi opraHu3auuu. STOr0 MOXHO AOCTUTHYTb NyTEM PacCMOTPEHUS TPeBGOBaHWN K OCBEAOMIIEHHOCTM
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(cm. NCO 9001:2015, nyHKT 7.3) n 0OMeHy nHdopmauueri (cm. MCO 9001:2015, nyHkT 7.4) nuuamu Ha pas-
HbIX YPOBHSIX BHYTPU OpraHusauuu. Nonutuka B 06nactu kayecrsa MOXeT ObITb 0BEAEHA PA3NIUYHBIMK CNO-
cobamu, Hanpumep, JOCKU 0ObABNEHUN, KPAHHBbIE 3aCTaBKU, CalT opraHu3aumm B ceTu MHTEpPHET Unu B Xxoae
NaHOBbIX COBELLAHUN.

OpraHusauusi 4OmKHa Aenarb NONUTUKY B 06nacTu kayecTBa AOCTYMHOMW, Npu HE0OX0AMMOCTH, AN Co-
OTBETCTBYIOLLMX 3aUHTEPECOBAHHBIX CTOPOH, TAKUX KaK BHELUHWE MOCTABLUMKU, MApPTHEpbl, noTpedutenu un
perynupyioLme opraHbl. 3T0 MOXET ObITb CAEMAHO NO 3aNPOCy UIU NMOCPEACTBOM pasMELLEHUS NONMUTUKMN B
obracrTu kayecTBa Ha caiTe opraHusauum B cetu UHTepHer.

AHanu3 KoHkpeTHOM cuTyauumn ana 5.1.1, 5.1.2 n 5.2.2

Bnageney HeOOMbLIOTO NPeANPUATUS, NPOU3BOAALLETO METaNNMUeckue Yactu ana mebenbHon npo-
MbILLIIEHHOCTHW, MOXET NPOAEMOHCTPUPOBATh NMUAESPCTBO U NPUBEPXKEHHOCTb Pa3NUYHbIMKU cCnocobamu.

Hanpumep, OH MOXET NPOBOAUTL EXEAHEBHbIE COBELLAHNA AN obMeHa uHcdopmauumeli No npoluesLie-
My paboyemy HIO U 3a1a4aM Ha OYepeaHON AeHb. Ha COBELaHUM MOXKET OTMEYATLCSA, KaK BaXXHO:

a) paboraTb kak KOMaHAa;

b) noHumaTb, Kak BCe EeNCTBUSA CBA3aHbl ApYr C APYrOM;

C) noaaepXxmBatb Apyr Apyra;

d) Bcerga nOMHUTL O noTpeduTene.

Bo Bpema coseLLiaHmii BnajerneL, MOXET Y3HaTb O CYLUECTBYIOLLMX NPODnemMax Takux, kak KOpoTkue cpo-
Ku, ycTapesLuee o60pyaoBaHue UM HexBaTka NepcoHana, U UCnorb30BaTbh BO3MOXXHOCTU ANSA NOOLUPEHUS U
MoTUBaLmu nepcoHana. OH MOXET HaNnOMHUTL PaBoTHMKaM, YTO NoaAep>KaHWe BbICOKOW YAOBNETBOPEHHOCTH
norpebutenen n paboTta nNo yny4LleHuIo pe3ynbsTaToB AeATENLHOCTU SABNSETCA 3aa4eil KOMaHAbl U NPUHOCUT
ei nonb3y. Ho ecnu gena uayrt nnoxo, Brnagenew okasbiBaeT noaaepxky u 6eper Ha cebs BCIO OTBETCTBEH-
HOCTb. [Ins Toro, 4To6bl ObITh YBEPEHHBIM B TOM, YTO BCE 3HAKOMbI C NMONMTUKON B 06nacTu ka4yecTea, Bnaje-
new, pa3MeLLIaeT ee Ha CTeHaxX KyxXHU ANisi NepcoHana u pasaesanok. OH UCMONb3YET eXXeAHEBHbIE COBELLAHUS
AN NpOBEPKW 3HAHWA NEPCOHANOM MONMUTUKK, 06paLLas BHUMaHWE KaX(bli AeHb HA Pa3nuU4YHbIE NONOXEHUS,
NoOoLLPAS BONPOCHI U nAEU NO €€ YNyULLEHUIO.

OH TaKKe NPUHUMAaET peLleHne caenartb NonUTUKY B 0Gnacru kayecTsa nerko 4OCTYNHOW Ansa notpetu-
Tenen u Apyrux 3aMHTEPECOBaHHbIX CTOPOH, NYTEM pasMELLEHUSI €€ KPATKOro M3MOXEHUN Ha caWTe npeanpu-
ATUA B ceTu MIHTepHET u npurnaiuasn Bcex, KTo XO4YeT nonyuutb Gonblue uHcpopmaumm, npucnartb 3anpoc no
9NEKTPOHHOW MoYTE.

5.3 ®YHKUUMN, OTBETCTBEHHOCTb U MNOSIHOMOYMUA B OpraHusauumn

BbicLuee pykoBOACTBO AOMKHO 06ecneunTb onpeaeneHue, oBeaeHne 40 paboTHMKOB U NOHUMAHUE B
opraHusauum 00653aHHOCTEN, OTBETCTBEHHOCTU U NONIHOMOYMIA ANS BbINOIHEHUA COOTBETCTBYIOLUMX (PYHK-
LMR.

BeicLuee pykOBOACTBO JOIDKHO pacnpeaennTb 0653aHHOCTU, OTBETCTBEHHOCTbL M MOMIHOMOYMS ANs:

a) obecneyeHuss COOTBETCTBUSI CUCTEMbl MEHEKMEHTa KadyecTBa TPeOOBAHUSAM HACTOSILLErO CTaH-
napra;

b) oGecneveHna noNy4yeHNA HaAMEYEHHbIX PE3yNbLTaToB NPOLECCOB;

C) OTYETHOCTM BbICLLEMY PYKOBOACTBY O pesyrnbratax PYHKUUOHUPOBAHUA CUCTEMbI MEHEAXKMEHTA Ka-
YecTBa M BO3MOXHOCTAX ee ynyywenud (10.1);

d) nogaemKKkM opueHTaumm Ha NnoTpebutens BO BCEN OpraHnsauum;

€) COXPaHEeHUA LEenoCTHOCTU CUCTEMbl MEHEXKMEHTA KayecTBa Npu NNaHMpOBaHUN U BHEAPEHUMN W3-
MEHEHUN B CUCTEMY MEHEKMEHTA KayecTBa.

[MCO 9001:2015]

PekomeHgauumn

CMbICI HACTOSILLIErO NYHKTA ANSA BbICLLETO PYKOBOACTBA 3aKMOYaeTCA B TOM, YTOObI pacnpeaenutb co-
OTBETCTBYIOLLME (DYHKLIMKU B OTHOLLEHUN CUCTEMbI MEHEXKMEHTA KadecTBa Ans o6ecneqeHns pe3ynbTaTuBHO-
CTU U JOCTMXKEHUS HAMEYEHHbIX pe3ynbTaTtoB. BeiclueMy pykoBOACTBY HEOBXOAMMO YCTAHOBUTL KOHKPETHbIE
00513aHHOCTU, OTBETCTBEHHOCTb U MOMHOMOYMA ANSA BbINOMNHEHMA paboTbl u o6ecnevnTb, YTOOLI NepcoHan
opraHu3auum noHuman u 6bln ocBeAOMMEH 06 9TOM C NOMOLLLIO 3¢hdhEeKTUBHOTO oBMeHa MHAopMaLnein.

OB0A3aHHOCTU, OTBETCTBEHHOCTb U MOMHOMOYMSA MOTYT OblTb BO3MOXEHbl HA OAHOMO0 WU HECKOMNbKUX
yenosek. OHW JOIMKHbI YMETb NPUHUMATh pelleHnst u 3PEeKTUBHO MEHsITbL 06nacTb /WM NPOLEecehl, Ha
KOTOpbl€ OHW ObINM Ha3HaveHbl. Ba)kHO NOgYEPKHYTb, YTO, HECMOTPS Ha TO, YTO NONTHOMOYKUSI MOTYT ObITh Ae-
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niermpoBaHbl, 06Lme 06a3aHHOCTU, OTBETCTBEHHOCTb M NOAOTYETHOCTbL 3a CUCTEMY MEHEIXKMEHTa KayecTBa
OCTaloTCA 3a BbICLLUMM PYKOBOACTBOM.

B cooteetctBUM ¢ ACO 9001:2015 [nyHKT 5.3, nepeuncneHunsa a)—e)] OTBETCTBEHHOCTb U MOMHOMOYUA
JOIDKHbI ObITb pacnpeaeneHbl B OTHOLUEHWUM:

a) obecneyeHns COOTBETCTBMSA CUCTEMbI MEHEI)KMEHTA KadecTBa TpebosaHuam MCO 9001 ans onpeae-
NEHHbIX PYHKLUMIA, TAKUX KaK BHYTPEHHWE ayAuTbl, UK aHann3 co CTOPOHbLI PYKOBOACTBA;

b) obecneyeHna JOCTMXKEHMSA NPOLECCaMN HAMEYEHHbIX Pe3ynbTaToB; 3TU AENCTBMSA MOTYT ObiTb MO-
py4yeHbl bonee, yem 0gHOMY pabOTHUKY, MPK 3TOM Kakablin obnagaeTt pasnuyHbiMu 0093aHHOCTSMU U OTBET-
CTBEHHOCTbIO, TAKUMMW Kak MOHUTOPUHT Lienel B 0bnactu kayecrsa, onpegeneHme JoOCTUXKEHMS npoueccaMmu
HaMeYeHHbIX Pe3ysbTaToB, MU NPOBEAEHNE BHYTPEHHUX ayauToOB;

C) OTYETHOCTYU 3a pe3ynbTaThl 4EATENbHOCTU CUCTEMBI MEHEXKMEHTA KaYeCTBa; Kak NpaBumo, cocTasne-
HUE OTYETHOCTM OCYLLIECTBIIAETCSH B paMKax NpoLecca aHanum3a co CTopoHbl pykooacTsa (cMm. MCO 9001:2015,
nyHKT 9.3); 06493aHHOCTU N OTBETCTBEHHOCTb 3@ KOOPAMHALMIO OTYETHOCTU MOTYT ObITb BO3JIOXKEHbI HA OAHOTO
Yyenoseka, B TO BpeMs KaK ApyrMe nuua HecyT OTBETCTBEHHOCTb 38 OTYETHOCTL MO KOHKPETHLIM npoueccam
CUCTEMbI MEHEAXKMEHTA Ka4eCTBa,

d) npoaBwxeHue opueHTauumn Ha notpedutensa (cm. MCO 9001:2015, nyHkT 5.1.2); kak npaBuno, Takas
OTBETCTBEHHOCTb BO3MaraeTcsi Ha YenoBeka, KOTopblii OTBEYaeT 3a 00MeH nHdopmaumen ¢ notpeburensamu,
a Take 3a obecneyeHune Toro, 4To NtobOble BONPOCHI PELLAOTCA; 3TOT YENOBEK YacTO OKa3biBAETCA M3 oTAena
no pabore ¢ noTpedutenamm unu oTaena no Ka4ecTBy,

€) noaaep>kaHns LUENOCTHOCTU CUCTEMbI MEHEAXKMEHTA KauyecTBa Npyu BHECEHMM U3MEHEHUI, TaKMX Kak
BHeJPEHME HOBOW CMCTEMBbI NnaHMpoBaHus pecypcos npeanpuaTtus (ERP), peweHune no nepegave npouecca
NPOEKTUPOBaHUS U pa3paboTKM Ha ayTCOPCUHI, POCT 3a CYET HOBbIX BO3MOXHOCTEN PblHKA, PECTPYKTYpu3a-
Lusi opraHusaumu, CnmsiHue unm npuobpeTeHne; Kak NpaBuno, 3Ta OTBETCTBEHHOCTL BO3NaraeTcsa Ha nuuo(a),
OTBETCTBEHHOE(bIE) 3a obecneyeHne nogaepXaHusi BCen CUCTEMbl MEHEXKMEHTA Ka4yeCTBa, U TOro (Tex), KTo
UMeeT BO3MOXHOCTb 0DecneunBarh, YTO UBMEHEHNUS HE NNAHUPYIOTCA 6e3 pacCMOTPEHUSA UX MOTEHLMANBHOTO
BIUSHUS.

B HeKoTOpbIX OpraHM3auusax MOXeT ObITb OrPaHUYEHHOE KOMMYECTBO NUL, C HEOOXO0AUMOW KOMMETEHTHO-
CTblO AN BbINONHEHUs TpebyeMbix 3aa4; B 3TOM Criyyae LenecoobpasHo nnaHMpoBaTb COBMELLEHME (DYHK-
LW M OTBETCTBEHHOCTU. Takne nnaHbl CTAHOBATCA LIEHHbIMW BO BPEMS NPa3gHUYHbBIX AHEN, KOraa pyKoBoau-
TENN HAX0AATCA BHE OpraHuM3auum unn B cnyyasax I'IpOI/ICLIJeCTBl/II7I unu 6onesHu.

BobiCLiee pykOBOACTBO AOJMKHO ONPeAEnnuTb TO, KakumM 06pasom AOBOAUTbL COOTBETCTBYHOLLME (PYHKLMUMU,
OTBETCTBEHHOCTb M NOSIHOMOYMA. ATO MOXET ObITb CAENAHO NYTEM UCMNOMb30BaHUA COOTBETCTBYIOLLEN AOKY-
MEHTUPOBAHHON MH(pOPMAaLMK, HANPUMEP, AOIMKHOCTHBLIX MHCTPYKUMIA, paboumx MHCTPYKUURA, 3asBneHuin o6
0053aHHOCTAX, OPraHU3aLUOHHbIX CXEM, PYKOBOACTB, NpoLeayp.

6 MNnaHnpoBaHue

6.1 [leiicTBMSA B OTHOWEHUU PUCKOB U BOSMOXHOCTEN

6.1.1 Mpu NnaHUpPoBaHMU B CUCTEME MEHEPKMEHTA KaYeCTBa OPraHM3aLmns JOMmKHA Y4eCTb DaKTopsI
(cm. 4.1) n TpeboBaHusa (CM. 4.2) n oNpeaenuTb PUCKM U BO3MOXKHOCTU, Nognexaiyue pacCMOTPEHMNIO ANs:

a) obecneyvyeHns yBepeHHOCTU B TOM, YTO CUCTEMA MEHEeIKMEHTa KayecTBa MOXET JOCTUYb CBOUX Ha-
MEYEHHbIX PEe3ynbTaToB;

b) yBenuueHusa nx xenaemoro BNUsHUS;

C) NPeAoTBPALLEHUS U YMEHBLUEHWUA UX HEXENaTeNbHOro BIUAHUS;

d) AOCTMXKEHUSA YITyYLLEHWS.

[MCO 9001:2015]

PekomeHgauuun

CMBbICN HACTOALLENO NYHKTA 3aKN0YaETCA B TOM, YTO NPU NAaHUPOBaHUM NPOLECCOB CUCTEMbI MEHEA-
XKMEHTa KaydecTBa opraHusauma onpegendaer ee puckn u BO3MOXKHOCTHU, a TaKXKe nnaHupyet JJ,el7ICTBI/IF| no ux
yyery. Llenblo aBnsetca npeaoTBpaleHne HECOOTBETCTBUIA, BKIIOYASA HECOOTBETCTBYIOLME BbIXOAHbIE AaH-
Hble, U onpeaeneHne BO3MOXHOCTEN, KOTOPbIe MOrMK Obl MOBLICUTL YAOBNETBOPEHHOCTL NOTPebuTenen unm
Jocturartb Lenu B 06actu Kayecrea opraHu3auum.

Mpwu onpegeneHnm puCKOB M BO3MOXKHOCTEN ANS CUCTEMbl MEHEIKMEHTA KayecTBa AOIMKHbI ObITh pac-
CMOTpPEHbI BHELLUHNE U BHYTPEHHME dhaktopbl (cM. MCO 9001:2015, nyHKT 4.1), a Takke TpebGoBaHUS COOT-
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BETCTBYIOLUMX 3aUHTEPECOBAHHbIX CTOPOH (cM. NCO 9001:2015, nyHKT 4.2). MNpUMepbl pUCKOB, U3-3a KOTOPbIX
cucTeMa MeHeIXKMEHTa KayecTBa He AOCTUTHET CBOMX LIeNen, BKIYaloT B ce0s HeCnocoBHOCTbL NPOLECCOB,
NpoAYKLMKU U YCINYr COOTBETCTBOBATL TPEOOBAHUAM UNWU HEAOCTUXKEHUE YAOBNETBOPEHHOCTH NOTpebuTenen.
MpumMepbl BO3MOXKHOCTEN BKMOYAIOT B ce0s1 onpeaeneHme HoBbIxX NoTpebutenein, notpebHOCTM B HOBbLIX NPO-
OYKLUMW 1 yCnyrax u BbIBEAEHWE UX HA PbIHOK, N1 NOTPEBHOCTM B MepecmMoTpe Unn 3aMmeHe npouecca nocpea-
CTBOM BHEAPEHMS HOBOW TEXHOMOTUMN C LENbIO NOnyyYeHns bonbLuei 3PeKTUBHOCTH.

Mpu n3yyeHnn BO3MOXHOCTEN OpraHU3aLusi 4OMKHa B NEPBYIO OYEpeab ONpPeaenuTb U OLEHUTb MOTEH-
umnanbHble PUCKU AN CUCTEMbI MEHEIXKMEHTA KaYeCTBa, CBA3AHHbIE C BO3MOXHOCTSIMU; Pe3ynbTaTbl JOMKHbI
ObITb MCNONbL30BaHbI NPU NPUHATUN PELUEHWUI 00 UX BHEAPEHUU/HEBHEAPEHUH.

B cootsetcTtBumn ¢ UCO 9001:2015 [nyHKT 6.1.1, nepeuncrieHnn a)—d)] npu onpegeneHnn puckos U BO3-
MOXXHOCTEIN opraHusaLmsa 4ormkHa CpoKyCMpoBaTbCs Ha:

a) NOMyyYyeHUM YBEPEHHOCTU B TOM, YTO CUCTEMA MEHEOKMEHTa KayecTBa MOXET AO0CTUraTb
HaMe4eHHOro(bIX) el pesynsrara(oB);

b) yBenunueHumn xenaembix BO34ENCTBUI U CO34aHUN HOBbIX BO3MOXHOCTEN (3a cHeT ynyylueHnsa agdek-
TUBHOCTHU, pa3paboTKu MU NPUMEHEHUS HOBBLIX TEXHONOTUA U T. 4.);

C) NPeAoTBPALLEHUN NN CHUKEHUW HEXenaTenbHbIX BO3AEHCTBUM (3@ CHET CHMKEHUS PUCKOB UMK NPo-
BeAeHUs Npeaynpexaalwmnx 4eiCTeuii);

d) gocTuxkeHun yny4yweHms B obecnedeHnn COOTBETCTBUSA NPOAYKLUMKU U YCNYT U MOBbILLEHUIO YA OBMET-
BOPEHHOCTU noTpebuTtenen.

OTO noagpasymMeBaeT NPUHATUE PUCK-OPUEHTUPOBAHHOIO MbILUSIEHWUA, U OpraHu3aumsa goskHa paccma-
TpuBaTb NPUMEHEHNE AAHHOO MOAX0AA K MpoLeccam Ans CUCTEMbl MEHEKMEHTa KadecTsa.

B MCO 9001 Het TpeboBaHus NpumMeHsTb PopManbHbll MEHEAXKMEHT PUCKOB (B COOTBETCTBUU C [19])
npu onpeaeneHun u y4ete pUCKOB U BO3MOXHOCTEN. OpraHn3aumsa MOXET BbiOupaTb MeTobl, NoAXoAsLIME ee
norpebHocTAM. [23] npeaocTaBnaeT nepeyeHb UHCTPYMEHTOB U METOAMK OLIEHKM PUCKOB, KOTOPbIE MOTYT ObiTb
paccMOTpeHbl, B 3aBUCUMOCTH OT CPeabl OpraHu3aumu.

Mpu onpeaeneHMn puckoB Y BO3MOXHOCTEN OpraHu3auumsa 4OMKHa paccMaTpuBaTb UCMONb30BaHWUE Bbl-
XOZHbIX AaHHbIX, MOSYYEHHbIX C MOMOLLILIO METOAMK, Taknux kak SWOT wnu PESTLE. Jpyrvue noaxoabl MOryT
BKNtoYaTb B cebs MeToaMKM, Takue Kak aHanu3 BUAOB M nocneactsun otkasos (FMEA); aHanus BuaoB, no-
cneacTBuii U KpUTUYHOCTU oTka3os (FMECA); aHanu3 puckoB U KpUTMYECKME KOHTponbHble To4ku (HACCP).
PeLueHne o TOM, kKakme METOAbl UMW MHCTPYMEHTLI OpraHu3aums AOMDKHA UCNOMb30BaTh, 3aBUCUT OT Hee ca-
MOIiA. [MpocTble noaxoabl BKMOYAKOT B cebs METOAUKU, TAKME KaK MO3rOBOM LUTYPM, CTPYKTYPUPOBAHUE C Npu-
MEHEeHneM MeToaukn «4to ecnu» (SWIFT) u matpuubl nocneacrBuii/BepOSTHOCTEN.

MpuMeHeHne pUCK-OPUEHTUPOBAHHOIO MbILLMEHUS MOXET TalOKe MOMOYbL OpraHu3auumn pasBUTb MpPo-
aKTMBHYIO W NPeaYNPEeXAatoLylo KyrnbTypy, OPUEHTMPOBAHHYIO Ha TO, YTOObI ynyyLuaTb OTAENbHbIE ACNEKTbI U
ynydwartb paboTy B LEnom.

CyLUeCTBYIOT pasnuyHble CUTyaLMUmM ANt PACCMOTPEHUSA PUCKOB M BO3MOXHOCTEN, Hanpumep, CoBeLla-
HUSA NO cTparernu, aHanus co CTOPOHbI PYKOBOACTBA, BHYTPEHHUE ayAuTbl, pasnuyHbie TUMbl BCTPEY Mo Kaye-
CTBY, BCTPE4M Ansl yCTAHOBNEHUS Lienei B 06nacTu ka4ecTBa, a Takke NnaHupoBaHue 3Tanos ANs NpoLEeCCoB
npounseoacCTBa.

6.1.2 OpranHusaumsa A0rmxkHa NnaHMpoBaThb:
a) AENCTBUSA NO PACCMOTPEHUIO ITUX PUCKOB U BO3MOXHOCTEMN;
b) 10, kakum obpasom:
1) MHTErpUpOBaTh U BHEAPUTL 9TW AENCTBUS B MPOLIECCHI CUCTEMbI MEHEPKMEHTA KauecTBa (CM. 4.4);
2) OLEHUBATb Pe3yNbTaTUBHOCTb 3TUX AEUCTBUN.
Mepbl, NpUHUMaeMble B OTHOLUEHUU PUCKOB U BOSMOXHOCTEN, AOMiHbI ObiTh MPONOPLMOHANLHBLI UX
BO3MOXXHOMY BIIMSIHWIO HA COOTBETCTBUE NPOAYKLIMU U YCNIYT.

MpumMmevaHus

1 BapuaHTbl pearpoBaHUsi Ha pUCKM MOTYT BKIoYaTb U3bexaHue pucka, AonyljeHue puUcka ¢ TeM, 4Tobbl oT-
CNeAuTb BO3MOXHOCTU, YCTPaHEeHWe UCTOYHUKA pUCKa, U3MEHeHUe BePOSTHOCTU UMK NOCTEACTBUIA, pasaeneHne pucka
Wnu caepXuBaHue pucka NyTeM NPUHSITUS PELLEHUS], OCHOBAHHOIO Ha UHdOpMaLK.

2 BO3MOXHOCTM MOTYT NPUBECTU K MPUHSITUIO HOBLIX NPaKTUK, 3arnycky HOBOW NPOAYKLUMUU, OTKPLITUIO HOBBLIX PbiH-
KOB, NOSIBIIEHUIO HOBLIX MOTpebUTENei, NOCTPOEHUIO NAPTHEPCKUX OTHOLLEHUIA, MCNOMBL30BAHWUIO HOBLIX TEXHOMOMUI U
ApYruX XenaeMbix W pearnbHbIX BO3MOXHOCTE!, YTOBLI y4ecTb NOTPeGHOCTM OpraHU3aLmm unn ee NOTpeGuTeneil.

[MCO 9001:2015]
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PekomeHpauum

CMBICN HACTOSAILLIETO MyHKTA 3aKMioyaercs B 00ecneyeHun nnaHupoBaHUA OopraHu3aumein AeiCTBUii no
yuyeTy ee yCTaHOBMNEHHbIX PUCKOB U BO3MOXHOCTeN (cM. UCO 9001:2015, nyHkT 6.1.1), BHEApeHua aTux aei-
CTBWW, aHanNu3a U OLEHKU Pe3ynbTaTUBHOCTU NPeANnPUHATBIX AeWCTBUN. AEHTUMDULUUPOBAB PUCKU U BO3MOX-
HOCTM, KOTOPble MOTYT OKa3aTb BAMSIHWE HA CUCTEMY MEHEIKMEHTA Ka4deCTBa, opraHn3auusa AOSbkHa cnna-
HUPOBAaTb AEWUCTBUS B OTHOLUEHUMMN HUX. [JeWCTBUS AOMKHbI OCHOBbLIBATLCA HA NOTEHUMANbHOM BIUSIHUU HA
COOTBETCTBUE NPOAYKLMM U YCIYT UNW YOBNETBOPEHHOCTbL NoTpebuTenen, a Takke A0MKHbl ObiTb, NPU He-
06X0AMMOCTU, BKIIOYEHbI B CUCTEMY MEHEKMEHTA KaueCTBa U ee npoueccel. Hanpumep, ecnu opraHusaums
MMeEeT €AUHCTBEHHOTO MOCTAaBLLMKA KPUTUYECKOTO CbIPbSl, OHA AOMKHA PacCMOTPETb BONPOC 06 UHBECTUPO-
BaHWU B Pa3BUTUE HOBOTO MCTOYHMKA CbIPbA.

[eicTBus, KOTOPbIE OPraHN3aLMsl MOXET NPEANPUHSATL B OTHOLLEHUM PUCKOB, ByayT 3aBUCETL OT Xapak-
Tepa pucka, Hanpumep:

a) usbexxaHue pucka 3a CHeT NPeKpaLLEHUs BbINONHEHUS NPOLIECca, B KOTOPOM MOXET BbiTb OGHApYXeH
puck;

b) ncknioueHne pucka, Hanpumep, 3a CH4ET NPUMEHEHUSA JOKYMEHTUPOBAHHLIX NPOUeAYyp ANA OKa3aHua
noaAEepXKU NULiaM B OpraHM3aLnum, KoTopble 06naaaloT MEHbLUMM ONbITOM;

C) NPUHATME pUCKA AN peanu3aumn BO3MOXKHOCTU, TAKOW KaKk MHBECTUPOBAHWE B HOBOE KanNUTasnbHOE
obopynoBaHue AnA 3anycka NMHUM NPOAYKLUUK, A€ NpubbINb OT MHBECTULIMI HEU3BECTHA;

d) pacnpeneneHue pucka, Hanpumep, pabora ¢ norpeburenem, utobbl 06neryuTL NpeaBapuTENbHOE
npuoOpETEHME Chbipbs, KOraa 00beMbl MPOM3BOACTBA HEU3BECTHDI;

€) oTkas ot noObIX AENCTBUI, KOra OpraHU3aLmMsa NPUHUMAET Ha ceds pUCK, UICX0AsA U3 ero NoTeHuManb-
HOro BO34ENCTBUS UITM CTOUMOCTU HEODOXOAUMbBIX 1EACTBUNA.

OpraHusauus MOXET paccMmarpuBarb NOTPEOHOCTb B JOKYMEHTUPOBAHHON MHpopMauum O puckax u
BO3MOXHOCTSX AN €e CUCTEMbl MEHEIPKMEHTA U AnsA ee npoueccoB (cM. MCO 9001:2015, nyHkT 4.4.1).

AHanu3 KOHKpPeTHbIX cuTyaumumn ana 6.1

Cutyauusa 1

HebonbLuoe ctpoutensHoe npeanpuaTue ucnonb3dyetr SWOT aHanu3 B CBOEM NnaHuposaHuu. Mpoeoas
aHarnm3 OHO Y3HaEeT, YTO NPaBUTENbCTBO OOLSBMIIO O HAMEPEHUM NOCTPOUTL GOSbLLOE YNCO HOBLIX JOMOB B
crneayoLeM hMHaHCOBOM rogy.

MpeanpuaTUE NOHUMAET, YTO STO MOXET ObITb XOPOLLEN BOSMOXHOCTLIO. [Mepea TeM, Kak NPUHATL peLle-
HWe, OHO paccMaTpPUBAET BO3MOXHbIE PUCKM:

- Heobxoaumo OyaeT y4acTBOBaTb B TOprax Ha paboTy U, BEpOsATHO, ByaeT 6onbLuas KOHKYPEeHUMS;

- ecnu GomnbLIOe YMCNO NPOEKTOB ByAeT BbINONMHATHCS OAHOBPEMEHHO, MOXET BO3HMKHYTb Hexsartka
KBanuuUMpOBaHHOIO NepcoHana;

- nony4eHue HeobxoaMMbIX MaTepuanos U 06opyaoBaHus, koraa notpebyercs, MOXeT ObITb 3aTpyaHe-
HO;

- NOny4YeHue KpeauToB, koraa notTpebyeTcsa, MOXeT ObITb MO BONPOCOM.

MpeanpuaTHe TakkKe NOHUMAET, Kakue 3TO CO34aeT BO3SMOXKHOCTU:

- pabota B NpPaBUTESNIbCTBEHHOM MPOEKTE MOXET NOMOYL KOMMNaHWM COOTBETCTBOBATb HOPMATUBHbIM,
3akoHofartesflbHbIM U ApyruM TpeboBaHMsAM B ONTOCPOYHOM Nepuoae B pesyrnsrare B3auMOAeiCTBUA U Bbl-
CTpanBaHus B3aMMOOTHOLLEHWI C COOTBETCTBYIOLLMMU AenapTaMeHTamu;

- YCTAHOBMTb XOPOLUME AONTOCPOYHbIE B3aMMOOTHOLLEHUA ¢ BaHKamu Ans NoryvyeHus 3aiMOB U BHELL-
HUMMW NOCTaBLUNKaMMK;

- YCTAHOBMTb B3aUMOOTHOLLEHUS C APYTMMMU MPEANPUATUAMU, YHACTBYIOLLMMMU B MPOEKTE;

- HaHATb U 0By4nTb HOBBLIX paboumnx.

MpeanpuaTue peluaeT NPeanpUHATL Cnegylolne AenCTBuS:

- MPUCYTCTBOBATb HA MHPOPMALIMOHHBIX NPABUTENbCTBEHHLIX MEPOMPUATUSAX;

- BbIACHUTb, YCTAHOBWIO MW NPaBUTENLCTBO Kakue-nnbo ksanudukauuoHHble TpeboBaHus Ans BbINos-
HeHua paboT, Takue kak Hanu4ne ceptudukara Ha coorsetcTene MCO 9001;

- pabortatb C Apyrumu NpeanpusaTusiMu, YToObl NoaaTs COBMECTHYIO 3asBKY;

- HaHATb KOHCYNbTaHTa AN MOMOLLM B MO4AYe 3asiBKY;

- MPEeAnoXuTb NOOLLPEHne paboumm, YToObl COXpaHUTL KBANUMULMPOBAHHbIE Kaapbl;

- Bpatb o6opynoBaHue B apeHay BMECTO NOKYMKM;

- HaWTW HOBBLIX MOCTABLUMKOB M OGrOBOPUTL HOBbLIE YCMOBUSA C CYLLECTBYHOLLMMU.
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Mocne Takol NpeaBapUTENbHON OLEHKW NPEANPUATUE EXXEMECAYHO NPOBOAUT COBELLAHMA AN aHanu3a
cTaryca BO3MOXHOCTEN U PUCKOB U PE3YNbTaTUBHOCTU NPEANPUHATLIX AeNCTBUI, 0POPMIIAS NPOTOKONbI CO-
BELLAHWUI KaK JOKYMEHTUPOBAaHHYIO MHOPpMaLUIO.

Curyauusa 2

PaccmatpuBas BHeLwHUE DaKTOPbl, KOTOPLIE MOTYT MOBNUSITL HA €€ CUCTEMY MEHEAXXMEeHTa KayecTBa,
HeGonbLIOE TOProBOe NPeanpUATUE BbISICHAET, YTO TAMOXEHHbIE NpaBuna Ans UMRopTa NPoAYKUMU U3MEHN-
nUChb.

MpeanpusaTue onpenenuno cneayrowme BO3MOXHOCTHU:

- ObITb NEPBbIM, KTO COOTBETCTBYET HOBbLIM NMPaBunamM («NpeumMyLLeCTBO NEPBOFO»);

- aueepcudnuupoBaTk OU3HEC, BKITIOYMB B HEFO NPEAOCTaBEHUE NMOMOLLM NOTPeOUTENSAM B 4acTu Tpe-
6GOBaHNN MEXAYHAPOAHOIO PbIHKA M pacTaMOXMBaHWA NPOAYKLMM (KOHCYNLTALMOHHBIE YCRYIU U YCAYrn Tamo-
XKEHHOro bpokepa);

- nepeBecTy BU3HEC B MECTO C MEHEE CIOXHbLIMK NPaBUNamMu.

PaccMoTpeB 3Tu BO3MOXHOCTU, NPeANpUATME pPELLAET NPeAnpUHATL Crieayiome AeiCTBUN:

- 0By4uTb NnepcoHan Ans Toro, YToObl OH NOHWMAnN HOBbIE TPeBOBaHMUS;

- CnnaHupoBaTb NPOBEAEHWE PEeKNaMHON KammnaHuM O TOM, YTO NpeanpusATUE COOTBETCTBYET HOBBLIM
TpeboBaHusm;

- uccrnegoeatb BONPOC, MOXET NW NpeAoCTaBNeHWe KOHCYNbTaLUUOHHbIX YCIyr NPUBECTU K CO34aHUI0
OTAENBLHOrO NPEeANPUATUS;

- MccrneaoBaTb BO3MOXHOCTb NEpeMeLLeHUs B HOBbIE MECTA U CBSI3aHHbIe C 9TUM NPEUMYLLIECTBA U He-
[OCTaTKu.

Bbinu onpeaeneHbl pUcKu:

- NoTeHuuanbHas 3agep>xka NoCTaBku NPOAYKUUKM NOTpeObuTenio, Bbi3BaHHAsi HOBLIMK NpaBuamu;

- HexeaTKa ToBapa, Bbi3BaHHasi 3afiepXKkamu;

- yBeEnuyeHve TapudoB 1 HArOroB;

- YBENUYEHME CTOMMOCTU 00pabOTKM U XPaHEHUS U3-3a TOTO, YTO NPOAYKUMA AONbLUE 3aAePKUBAETCA
TaMOXHEN.

PaccMmoTpeB aTu pucku, npeanpusaTme peLuaeT:

- paccMoTpeTb BO3MOXHOCTb YBENMYEHUA TOBapHbIX 3anacoB BO u3bexaHue 3afepXxek N HEXBATKK;

- caenatb bonee KpynHble 3akasbl 4O TOrO, kak npasuna 6yayT BBEAEHbI B AEACTBUE;

- Aenarb bonee KpynHble, HO MEHee YacTble 3aKa3bl, NOCNe BBeAEHWEe NpaBun B AEWCTBUE;
nepecMoTpeTb LieHooBpa3oBaHue, YToObl NOKPLITH YBENUYEHNE PACXOAO0B;

- NoAyMaTb 0 COBMECTHOM XPaHEHUU C APYrMMU UMNOPTEPaMMU.

BnaaenbLbl npeanpuaTMA onpeaenunu NPMopuTeTLI ANA PUCKOB U BO3MOXKHOCTEN U PEerynsapHo npo-
BOJAT COBELLAHUA ANsi 00CYXASHNA PesynsTaTUBHOCTM NPEANPUHATBIX AENCTBUN, COXPAHASA OTYETHI KaK Ao-
KYMEHTUPOBaHHYI0 UHpOpMaLUIO.

Cutyauusa 3

Tpe6oBaHus noTpebutens Kk Manomy nNpeanpuATUIO, NPOM3BOASILLEMY KpacKy, BKIOYaloT B ceda npu-
MeHeHue FMEA ans aHanusa noteHunanbHbIX PUCKOB U MX NOCINEACTBUN ANl OCHOBHbIX NPOU3BOACTBEHHbIX
npoueccoB norpeburens. MNpeanpuatue onpeaenuno BO3MOXHbBIE PUCKU, BEPOATHOCTb UX NOSBNEHUSA U NO-
cneacteus. Pucku BknioyaioT B ce6s:

- B35iTUE CO CKNaja HeMPaBUMbHbLIX €4UHUL NPOAYKLUUM B 30HY CMELLEHUS (HU3Kaa BEPOATHOCTL, Cpea-
HWUI YPOBEHb NOCNEACTBUN);

- MNoxue ycrnoBusi XpaHEHUs N HeCOOMIoAEHNE CPOKOB XpaHEHUs! (CPEeHANA BEPOATHOCTb, BLICOKMIA YPO-
BEHb NOCNEACTBUNA);

- MepeKpecTHOe 3arpsisHeHUe (BbICOKas BEPOATHOCTb, BbICOKUI YPOBEHb NOCNEACTBUIA);

- HenpaBUIbHbIN 06bEM, UCNONb30BAHHLIN NPU CMELLIEHUM (CPeaHAS BEPOATHOCTb, HU3KUI YPOBEHb No-
cneacTBun);

- HenpaBUNbHast MApKUPOBKA (BbICOKAn BEPOATHOCTb, BLICOKUI YPOBEHb NOCNEACTBUN);

- HenpaBWnbHbI 06bLEM 3aNONHEHUS B OKOHYATENbLHOW NPOAYKLUK (CPEAHAS BEPOATHOCTb, HU3KUIA YPO-
BEHb NOCAEACTBUIA);

- HenpaBWIbHbIE YCNOBUSI NPOLIECCA, TaKMe KaK TEMNEpaTypa unu BNaXXHOCTb (CPeAHANA BEPOATHOCTD,
BbICOKWUI YPOBEHb NOCNEACTBUN).

MpoaHanusmpoBaB puCKU, NPEANPUATUE CNNAHUPOBArO crieayioLme e CTBUA:

- XPaHUTb NPOAYKLMIO MO LIBETAM UMM APYrMM NOAXOAALLMM NPU3HaKaM;

- NpOBEPATb NPOAYKLMIO NEPE] CMELLEHUEM,;
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- NpOBepsiTb M 0uMLLATL 0G0pyLOBaHME NEPe] CMELLEHUEM;

- NpOBepsiTb W, NPNU HEOBXOAUMOCTH, UCTILITLIBATL NPOAYKLMIO NEPEL BbIMYCKOM.

Mocne NPUHATUS 3TOTO PELLIEHWS NPeANPUSATUE 3annaHMPOBano PerynspHbIe COBELUaHWs AN aHanmsa
U NPOBEPKM CTaTyCca PUCKOB M BO3MOXKHOCTEN W PE3YNLTAaTMBHOCTM NPeANPUHATLIX AeRCTBMIA. MPOTOKOMbI NMpo-
BEPKM, UCMLITAHWI 1 aKTbl BbINYCKA NPOAYKLMK XPAHATCS KaK AOKYMEHTUPOBAHHAsA UHADOPMALUS.

6.2 Llenn B o6nacTu kavyecTea u nnaHupoBaHue UX JOCTUXKEHUA

6.2.1 OpraHusauus AOMmKHA YCTAHOBUTL Lienu B 00nacTu kayecTBa Afif COOTBETCTBYIOLUMX CPYHKLMH,
YPOBHE, a TakKe NpoLecCcoB, HEOOXOAUMBIX ANt CUCTEMbI MEHEXKMEHTA Ka4eCTRa.

Llenn B obnacrtu kauecTsa JOJKHbI:

a) ObITb COrMacoBaHHbLIMKU C NOAUTUKON B 0ONacTn Ka4ecTsa;

b) BbITb U3MEPUMbIMK;

C) YUYNUTbIBaTb NPUMEHUMbIE TPEDBOBAHUS;

d) 6bITb CBSI3aHHBLIMU C 06ecneYeHnemM COOTBETCTBUSI NPOAYKLIMM U YCIYT U NOBbILUEHUEM YAOBNETBO-
peHHOCTU noTpebuTenen;

€) noanexarb MOHUTOPUHTY;

f) 6bITb AOBEAEHHBIMU A0 PAGOTHUKOB;

g) aKkTyanu3ampoBaTbCsi M0 Mepe He0BX0aMMOCTH.

OpraHusauusa gorkHa paspabarbiBaTb, akTyanu3upoBaTb U NPUMEHATb AOKYMEHTUPOBAHHYIO MHAOP-
MaLmio O Lensax B 06nacTu KkayecTsa.

[MCO 9001:2015]

PekomeHpauumn

CMbICN HACTOSAILLEro MyHKTa — obecneynTe YCTAaHOBMNEHME OpraHusaumeii uenei B obnacru kayectsa u
nnaHupoBaHMe COOTBETCTBYIOLLMX AENCTBUIA MO UX JOCTUXKEHUIO.

Llerm B obnactu kayectBa AOIDKHbI OblTb YCTAHOBMEHbI A4S COOTBETCTBYIOLWMUX (DYHKLMIA, YPOBHEN U
npoueccos, YToObl o6ecneunTs ahhekTuBHOE pa3BepThiBAHUE CTPATErMYECKOro HanpaBneHUs opraHu3auum
u ee nonuTuku B o6nactu kayectea. Hanpumep, uenu B 06nactu kayecrsa MoryT ObiTb YCTAHOBNEHBI HA One-
pauuoOHHOM YPOBHE, ANA DYHKLMM 3aKyMNOK UMK ANs npouecca NpoeKTUPOBAHMUSA.

B cooteetctBum ¢ MICO 9001:2015 [nyHKT 6.2.1, nepeuucneHusn a)—g)], uenu B 06nacTu kKa4yecrBa AOormk-
HbI:

a) ObITb COrMacoBaHHbIMU C NONUTUKON B 0ONACTU kayecTBa, TO €CTb NMPU YCTAHOBNEHUM Lieneii B 06-
nacrtu ka4ecTsa opraHu3saummn Heo6xoaumo UCNONbL30BAaTh NOMUTUKY B 0BNAcTU KAYECTBA B KAYECTBE BXOAHBIX
JaHHbIX; HaNPUMEp, ecnn opraHn3aumna UMEET 3asBNEeHNEe B CBOEN NONUTUKE B 00MacTu kayecTea NpeBoCxo-
AnTb OXXMAaHus ee notpebutenen, TO OHA MOXET YCTaHOBUTL Lienb B 06nacTu kayecTsa, KoTopasi OTHOCUTCS
K CBOEBPEMEHHOM A0CTaBke U NpeTeH3usam notpebutenei;

b) 6bITb M3MEPUMBIMK, HANPUMED, 3a4aBas NepUoa BPEMEHU UMK ONpeaeneHHOe KONMMYECTBO, KOTOPbIE
AOIDKHBI ObITb AOCTUTHYTHI; LIeNb B 00NacTu kayecTBa MoXeT ObITb U3MEPUMON He TOMNbKO KONUYECTBEHHO, HO
TaKke U Ka4eCTBEHHO (Hanpumep, ypPOBHN UCNONHEHUS YCIYrH);

C) Y4UTbIBaTb NPUMEHUMbIE TPEOOBAHUSA;

d) GbiTb cBA3aHHBLIMKM ¢ 06ecnevyeHnem COOTBETCTBUS MPOAYKLIMU U YCAYT U NOBbILIEHUEM YAOBETBO-
peHHOCTH notpebuTeneii; Hanpumep, ycTtaHasnuBasi (hyHKLMOHANbHbIE UNKU NPOU3BOACTBEHHbIE NOTPebHO-
CTW, CBAI3aHHbIE C NPOAYKLMEWN, TakMe Kak «CBOEBPEMEHHO W B MOSIHOM o6bemey», Unu onpeaensas ypoBeHb
o6cnyxmBaHus;

€) nognexarb MOHUTOPUHIY M(UNK) aHanu3y Nporpecca B AOCTIKEHUMN Lenen; 3T0 MOXET ObiTb BbINOSI-
HEHO C NOMOLLBIO MIOBLIX NOAXOASALLMX CPEACTB, BKMIOYAs OTYETHI 0 Xoae paboTbl, 0T3bIBbI NOTpeEdUTENen unu
aHanusbl CO CTOPOHLI PYKOBOACTBA U T. A.;

f) ObITb AOBeAEHHBIMKU, NO Mepe HeobxogumocTu (cMm. MCO 9001:2015, nyHKT 7.4); opraHusaums aosmx-
Ha AOBOAUTL €€ Lenu B 06nacTu kayecTsa Nno BCei OpraHu3auum U A0 3aMHTepPecOBaHHbIX CTOPOH, N0 Mepe
HeoOX0AMMOCTHY; HanpuMep, NyTeM NPOBEAEHUA COBELLAHUIA Anst MHOPMUPOBAHNS COOTBETCTBYIOLLMX JUL|
0 uensx B obnactu ka4yecTsa, KacaloLmMxXcsl UX AeATENbHOCTU, UNKU YBEAOMIEHUSA NUL, 3aHATLIX HA NPOU3-
BOACTBE, O NPeANOnaraeMoM CHUXXEHUM OTXOA0B, UIM YCTAHOBIIEHUS B MUCbMEHHON hopmMe AN NOCTaBLumKa
YCNYT, OTAAHHbLIX Ha ayTCOPCUHI, Lienei B 006nacTu ka4ecTBa B OTHOLLUEHUMU CBOEBPEMEHHOTO NPeA0CTaBNeHUN
ycnyru;
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g) aKTyanusmpoBaTbCsl M0 Mepe HeOOXOAMMOCTU; MOTEHUMANbHLIE UMK TEKYLLME U3MEHEHUSA, KOTOPbIe
MOTYT MOBMUSATL HA CMOCOBHOCTL AOCTUIATb LIENU, AODKHbI ObiTb PACCMOTPEHbI U B OTHOLLEHUU HUX AOSMKHbI
GbITb NPEANPUHATLI AeCTBUS, YTOObI HOBbIE (haKTOpbl UMK TpeboBaHMA ObINK YUTEHbI.

Llenn B obnactu kayecTBa A0OMKHbI YCTAHABNUBATLCA U U3MEPATLCS C MOMOLLBIO NMOAXOAALLUMX METO-
0oB, Takux kak SMART (7. e. yctaHOBneHue uenen B 06nacTu kayecrsa, KOTOPbIe ABNSIOTCH KOHKPETHLIMM,
U3MEPUMBIMU, JOCTUXUMbIMU, aKTyarnbHbIMU U OFPaHUYEHHBIMU BO BpeMeHHu), cGanaHcMpoBaHHas cucrema
nokasarenein, Tabnuua MHANKaTOPOB; Lienu B 06racTi KayecTBa AOMKHbI aKTYyanu3upoBaTbCcs u 400aBNATLCA
no Mepe HeoBxoaMMOCTH, UTOOLI OTpaXkaTb JIOOble BHEAPEHHbIE U3MEHEHUS.

Mpu ycTaHoBNeHUM Uene opraHu3auusa Takke AOMDkHA paccmaTrpuBaTh Takue (pakTopbl, Kak ee Teky-
LMe BO3MOXHOCTU U OFpaHuYeHmns, OT3biBbl NOTpebuTenel n apyrme oaktopbl pbiHKA.

Ana cnyx0Obl 4OCTaBKN MO B3aMMOAEMCTBUIO C NOTpebuTenem unu Ans NPoU3BOACTBEHHON NUHUK UEnn
B 06nacTu KkayecTBa MOryT 6bITb NPOCTbIMU U NPSIMbIMK, HANPUMep:

- TPaHCNOPTHAasA KOMMaHWs, OKa3bIBAIOLLIAA YCINyrM N0 NPEAOCTaBNEeHUI0 aBTOOYCOB, MOXET YCTAHOBUTH
Lernb B OTHOLLUEHMM NpoLeHTa aBTobyCcOB, KypCUMPYIOLLMX MO pacnucaHuIo B npegenax yCTaHOBIEHHbIX JIMMU-
TOB;

- Ha NpOU3BOACTBE MOXET ObITb YCTAHOBMEHA LENb OTHOCUTENBHO NONYYEHUSI BbIXOAA B 4aC C MaKCU-
MarnbHO A40NYCTUMbIM YPOBHEM OTKITOHEHMUS;

- B NapuMKMaxepckoM caroHe, AN TOro BPeMEHMU, Kora BeCb NepCOHAaN 3aHsIT, OAUH YENOBEK MOXET
ObITb HA3HAYeH AMS NPUBETCTBUS HOBbIX KITMEHTOB; LIENbIO 34€CH MOXET ObITb TO, YTO «NOTPEOUTENN, BXOAS-
LMe B CarnoH, AOMKHbI ObiTb NMPUHATLI B TEYEHUE OAHOW MUHYTLI, M UX TPpeOOoBaHUs AOIMKHLI ObITb onpeaene-
HbI».

OpraHuzauum Heobxoaumo paspabartbiBaTh, akTyanu3upoBaTb U MPUMEHSTb JOKYMEHTUPOBAHHYIO UH-
dopmaumio 0 uenax B obrnactu kayectsa. lMpumepsl, KOrga opraHusauus MOXeT BbIGUpaTbL pa3pabotky, ak-
Tyanu3auuio u NpUMEHEeHne JOKYMEHTUPOBAHHON MHpOpMaLuK, BKNKOYAIOT B ¢e6s1, HO HE OrPaHNYMBAIOTCS,
6u3Hec-nnaHbl, cbanaHcupoBaHHble CUCTEMbI MOKasaTeneil, Tabnuubl UHAMKATOPOB, UHTPACEThb, KOMMYHUKA-
LMOHHbIE MaHenu.

6.2.2 Mpu nnaHupoBaHuu AECTBUIA NO AOCTMKEHUIO Lienen B 06nacTu Ka4ecTBa opraHM3aums AormkHa
onpeaenuTb:

) YTO AOMKHO BbITb CAENAHO;

b) kakne noTpebyOTCH PeCypcsl;

C) KTO ByAeT HECTU OTBETCTBEHHOCTD;

d) korga aTu gencrenus 6yayT 3aBepLUEHbI;

€) kakum 0bpasom ByayT OLEHUBATLCS pe3ynbTarhbl.

[MCO 9001:2015]

PekomeHaauum

CMBbICI HACTOSILLIErO MYHKTA 3aKI04aeTCs B MNMaHUPOBAHMW AEUCTBUI ANA AOCTUXKEHUS OpraHu3auumen
ee uenen B obnactu kayectea. B coorBetcTBuu ¢ UCO 9001:2015 [nyHkT 6.2.2, nepeuncnenus a)—e)] opra-
HU3auust AOMKHA:

a) onpeaenuTb AENCTBUSA, KOTOPblE HEOOXOAMMO BbINOMHUTL ANA JOCTUXEHUSA €€ Lienein B obnactu ka-
YecTBa;

b) o6ecneunTtb AOCTYNHOCTb JOCTATOYHOIO 06bema pecypcos (cm. MCO 9001:2015, pasaen 7);

C) ONpeaenuTb OTBETCTBEHHbIX 3@ AOCTUXKEHNE KOHKPETHBIX LENEN (YaLue 9T0 MOryT ObITb KOMaHaa unu
otaen, Yem otaenbHoe Nuuo);

d) pewmTb, KOTAa AelcTBue OyaeT 3aBepLUEHO;

€) peLwwmTb, KaK pesynbsrarbl OyayT OLeHUBATbLCA.

Ouenka pesynsratos (cm. MICO 9001:2015, nyHKT 9.1.3) OCTUXKEHUA YCTAHOBMEHHLIX Lienei B obna-
CTH Ka4yecTBa MOXET ObITb YaCTbI0 aHanM3a CO CTOPOHbI PYKOBOACTBA, OLEHKU PE3YNLTaToB AEATENLHOCTY,
UnN OHa MOXET ObITb NPOBEAEHA C MOMOLLBIO APYIMX CPEACTB, TAKUX KaK MEHEMKMEHT NPOEKTOB C NPeano-
naraeMmbiMu AataMu 3aBepLUeHUs], Knioyesble nokasarenu apdextusHoctu (KPIs), nnu 0630pbl U OT3bIBLI O
BCTpeyax.

AHanu3 KOHKpeTHOM cuTyauum ana 6.2.2

CTpouTenbHas KOMNaHWs CO LUTATOM MSATb YENOBEK MPUHUMAET CTPaTErnvyeckoe peLleHne yBenuuuThb
CBOIO [10MI0 Ha PbIHKE M YCTaHABNUBAET LiENb B 00M1acTi Ka4eCcTBa — yNyymTh NoKasaTenb y4acTus B Toprax,
aoseasa 40 75 % 4Yncno BbIMrpaHHbIX 3aKa3oB.
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YUto6Obl 4OCTMYL 3TOW Uenu, ANA KaXA0ro COTpyaHuka OyayT onpeaeneHbl KOHKPETHbIE 006A3aHHOCTH 1
OTBETCTBEHHOCTb.

OauH 13 COTPYAHUKOB KOMMNAHMK BbINOMHAET 00513aHHOCTN MeHeakepa NO CTPOUTENLCTBY U OTBEYaeT
3a AOCTMKEHUE 3TOM Lienu no kavecTsy. MeHemkep no CTPOMTENbCTBY HANULLET NPOEKT U NPEACTaBUT 3asBKY,
3aTeM COBMECTHO C BnaaenbLeM NPOBEPUT €€ He NMOo3AHee, YeM 3a ABa AHA A0 CpOoKa NpeACTaBNeHUs.

[pyroi paboTHUK BbINONHAET 06A3aHHOCTU MEHEeKepa MO 3aKynkam U OTBEYaEeT 3a akTyanu3aumio 6asbl
AaHHBIX NO PbIHKY TpyAa, 060pyA0BaHUA U MATEPUArNIOB, BKIMIOYAs TEKYLUME LIEHbI, A5l 3aKa30B NOCTABLUMKAM
unu ux sameHe. Menegxep no 3akynkam paboTaer BMECTE C MEHELDKEPOM MO CTPOUTENbLCTBY A SIS TOT0, YTOOb!
LeHbl B 3asiBKe Obinu onpeaeneHbl akkyparHo, a Taike Obinu onpeaeneHbl NPaBUibHbIE PECYPChI, AOCTYMHbIE
npu HeoOX0AUMOCTMU.

Bnageney noHMMaeT, YTO ANs pe3ynbTratMBHOM paboTbl MeHeaXepbl NO CTPOUTENLCTBY U 3aKynkam
JOMKHbI UMETL MECTa B 0PUCe U KOMNLIOTEP C HYXHOW nporpammoi. OH oGecne4unBaer 9TU yCroBuUs U opra-
HU3YeT exxeMeCsAYHbIE COBELLAHUA ANs aHAnM3a NoKasarensi BbIMIPaHHbIX paboT.

6.3 NnanupoBaHue U3MEHEHUN

Tawm, rae opraHusauus onpegensier HeobxoAMMOCTb U3MEHEHUN B CUCTEME MEHEMKMEHTA KayeCTBa,
3TN U3MEHEHUS AOIMKHbI OCYLLECTBATLCA HA MIAHOBOM OCHOBE (CM. 4.4).

OpraHusaums aormkHa paccMarpuBaTh:

a) uenb BHOCUMOTO U3MEHEHUS U BO3MOXKHbIE MOCNEACTBUSI €10 BHECEHUS;

b) LEenoCTHOCTb CUCTEMbBI MEHEAXKMEHTA Ka4ecTBa;

C) AOCTYNHOCTb PECypCOB;

d) pacnpegenenue unu nepepacnpegeneHne 0693aHHOCTEH, OTBETCTBEHHOCTU U MOSIHOMOUMIA.

[MCO 9001:2015]

PekomeHaauumn

CMbICIN HACTOALLIErO NYHKTA 3aKMI04aeTcs B onpeaeneHnn HeobxoauMocTn B USMEHEHUSIX CUCTEMBI Me-
He>KMEHTa KayecTBa OpraHusaumm C Uenbio agantauum U3aMeHEHUI B cpeae ee bU3Hec-NnpouUeccos, a Takke B
obecneyeHun Toro, 4Tto niobble NpeanoXeHHbIE MU3MEHEHUA NNTAHUPYIOTCS, BHEAPSIIOTCA U peanv3oBbIBalOTCA
B YNpaBnsieMoM pexume.

MpaBusibHOE NNaHMPOBAHNE U3MEHEHUA MOXKET NOMOUYb M30eXaTb HEraTUBHbLIX NOCHEACTBUIA, TAKUX Kak
nepegernka, OTMEHa UK OTCPOYKA B OOCIYyXMBaHUM; 3TO MOXET TAKKE NPUBECTU K MOSNIOXKUTENBHLIM NOcnea-
CTBUAM, TAKUM KaK CHMXXEHME HEeCOOTBETCTBYIOLMX pPe3ynbTaToB NPOLIECCOB MU COKPALLUEHUE UHLMAEHTOB,
CBAI3aHHbIX C YENOBEYECKMMW owmbkamu. Lienb nnaHMpoBaHWMA U3MEHEHUA 3aKMioYaeTcs B NoAaAepXaHun
LIENOCTHOCTU CUCTEMbI MEHEIKMEHTa KayeCcTBa U CnOCOBHOCTU OpraHM3auun NpPoAOrDKaTk MOCTaBMATL CO-
OTBETCTBYIOLLME MPOAYKLMIO U YCNYIM B XOA€ BHeAPEeHUs u3meHeHust. OpraHm3auus JOMmkHa paccMarpuBaTth
OeiCTBUA, KOTOPbIe MOMYT YMEHbLUUTL HEFaTUBHOE BO3AEWCTBUE M3MEHEHUs, TAKOe KaK NepBoe NpoBeaeHue
nccneaoBaHusl U3MEHeHUa A0 NOSIHOM €ro peanusauun, UNu onpeaeneHve AeWCTBUM, KOTOpble Heobxoau-
MO NPeANPUHATD, KOTAA USMEHEHne He DyaeT yerneLlHo peanu3osaHo. NMpumMeHeHue puck-0pueHTMPOBAHHOTO
MbILLNEHUS1 MOXKET ObITb NONE3HbIM B ONpeAeneHun AeNCTBuiA, He0BXoAUMbIX NPY NAAHMPOBAHUN U3MEHEHMI
B CMCTEME MEHeMKMEHTa kavecTBa. OpraHu3auus omKHa paccMaTpuBarb AOCTYNHOCTb PECYPCOB M HEOO-
X0AUMOCTb pacnpeaeneHusa n nepepacnpeaeneHus 0683aHHOCTEN U OTBETCTBEHHOCTU 3a N0O0e U3MeEHEHuUe.
3710 MOXET ObITb CAENaHO NOCPEACTBOM Ha3HAYEHUA NUL B KOMaHAE ANsi ynpasreHUsi \3BMEHEHUEM, UIU
nyTemM OTCPOYKM USMEHEHUSA A0 TeX Mop, NoKa HeobxoauMble Pecypcbl He ByayT AOCTYMNHbI.

HeobxoauMoCTb M3MEHEHUA MOXKET ObiTb OnpeaeneHa pasnuyHbiMK cnocobamu, HanpuMep, B paMmkax
aHanu3a co CTOpPOHbI PYKOBOACTBA, U3 pe3ynbLTaTtoB ayauToB, aHanM3a HeCOOTBETCTBUIA, aHANM3a NPeTeH3un,
aHanu3a pe3ynbTaToB NPoOLEeccoB, U3AMEHEHUI B cpeae UNU U3MEHSIIOLLIMXCA NoTpebHoCTel notpebuTenen u
APYrMxX COOTBETCTBYIOWUX 3aUHTEPECOBAHHbIX CTOPOH.

Heo6xoaMMOCTb U3MEHEHUI MOXKET BO3HUKHYTb B pe3ynbrare, Hanpumep, nepeMeLLeHnsa NPoU3BoACTBa
C OAHON NNOLIAAKM HA APYryl0, K3MEHEHUA METOAOB B Npouecce AnA ynydlleHUsi TEHAEHUUN B HECOOTBET-
CTBYIOLLMX BbIXOAAX, MICNOMb30BAHUS MH(OPMALIMOHHBLIX U KOMMYHUKALIMOHHbLIX TEXHONOrMN ANs o6cnyxuBa-
HUA UIK NPOLECCOB, Nepeaadn Ha ayTCOPCUHI BaXKHbIX NPOLECCOB, yX04a Nuu, C KnoveBblX nosuuui (nubo
13-3a BbIX0/1a HA NMEHCHUIO UNU MEAULMHCKMX NpobneM), Nnepexoaa K OHNanH-3akasam.

BrnusiHne takux U3MEHEeHuin Ha CUCTEeMy MEHEeMKMEHTa KaueCTBa AOIDKHO OLIeHUBATbCA OpraHv3auu-
€1, U B OTHOLUEHUM HUX AOSDKHbI ObITb NPEANPUHATLI HEOOX0AUMbIE AENCTBUS ANSA NPEAOTBPALLEHUS HeXe-
naTtenbHOro Bo3aencTeua. Takne AeiCTBMS MOTyT BapbUPOBaTLCA OT MPUMEHEHUS NOAX0A0B MEHEIKMEHTa
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NPOEKTOB 0 HA3HA4YEHNS IKCMITYyaTaLMOHHBIX U MPUEMOYHBIX UCMBITAHWIA HOBBLIX MPOLECCOB U CUCTEM HA JKC-
nepumeHTanbHON OCHOBE A0 TOr0, Kak OHU OyayT BHEAPEHbl. YPOBEHb NNAaHMPOBaHUS U TpebyeMbIX AeNCTBUI
Oyaet 3aBUCETL OT NOTEHUMAaNbHOro (bIX) NOCNEACTBUA() U3MEHEHUN.

MpumMepbl AeNCTBUIA, KOTOPbIE OpraHU3aumnsa MOXET NPeANpPUHSIT, YTOOLI MOMOYL CNNaHMPOBaTb U3Me-
HeHue, BKIOYaloT:

a) Npu BHEAPEHUU HOBOTO MporpaMMHoro obecneyenns ans o6paboTku 3aKa3oB OpraHu3auusi MOXET
NNaHMpoBaTh JKCMMyaTaLMOHHbIE UCTLITAHUS U Banuaauuio, U 3anyCTUTb CTapyto U HOBYIKO CUCTEMbI OAHO-
BPEMEHHO B TEYEHUE OrPAHUYEHHOTO BPEMEHU, YTOObI YOEaUTLCS, YTO HOBAs cucTeMa paboTaeT Kak u npea-
nonaranock, NPexae, YeM NPUMEHUTL €€ MOJNHOCTLIO;

b) npu peexnun Bonpoca 06 OTKPLITUM HOBOTO ochuca Ang npeaoCTaBneHns ycnyr Ha HOBOM MECTE Op-
raHu3auusi MOXeT BbIOpaTh Ans NpuMeHeHust popmMarnbHble METOALI MEHEIXKMEHTA NPOEKTOB.

AHanM3 KOHKpPeTHbIX CUTyauuin ans 6.3

KoHkpeTHaa cutyauma 1

HeGonbluasa ctpouTensHas KOMMNaHWs nony4vaet npocbby OT KNMeHTa 3aMeHUTb MaTepuarn, UCnonb3ye-
MbIW AN OKOH.

KomnaHus aHanusupyeT 3anpoc, NpOBEPAET HaNn4YMe marepuana, pacCunTbiBaeT LeHY U MHAOPMUpYeT
noTpedutensi 0 BO3MOXXHOI 3aaep ke MOCTaBKM NPoAYKUMKU. JOmkHO BbITb PACCMOTPEHO BINUSIHWE HA NNaH.

KoHkpeTHasa cutyauums 2 (ycnyrm)

Ha GonbLuoi gopore 3annaHMpoBaH OOLUMPHbLINA PeMOHT. ABTOBYCHas KOMMNaHUsi NMOHMMAET, YTO 3TO MO-
BMUSET HA ee CNOCOOHOCTb BbIMOMHUTL TpeboBaHUA NOTPEOUTENA N HAAEXHOE NPeaocTaBneHmne ee 0bbIYHbIX
ycnyr. Yto6bl cnnaHupoBaTb HEOOX0AMMbIE U3MEHEHUS, aBTOOYCHasA KOMMAHUS pacCMaTpPUBAET:

- U3MEHeHne MmapuipyTa, 4YTobbl 00bexaTb PEMOHTUPYEMbIN y4acTOK 6€3 M3NULLIHUX OTKIMOHEHWUH OT
00bIYHOrO MapLIpyTa;

- MepecmoTp pacnucaHusl, 4Tobbl y4ecTb HE0BX0AUMOE AOMOSNTHUTENLHOE BpeMS;

- NoTpeBHOCTL B AOMONHUTENBHBLIX aBTOOYCAX ANs STOr0 MapLUpyTa Ha NepUoa PEMOHTA;

- Ha3HayeHue KOHKPETHOro paboTHMKa Ans paboTkl C 3anpocamu 1 xanodamu no NoBoay U3MEHEHUIA.

7 CpeacrtBa obecneveHus

7.1 Pecypcbl

7.1.1 OOwue nonoxeHus

OpraHu3aums gosmkHa onpeaennTb 1 06ecnevnTb Hanuune pecypcoB, HeoBXoaMMbIX AN paspaboTku,
BHeAPEHUS, NOAAEPKAHUSA U MOCTOSIHHOTO YIYYLIEHUS CUCTEMbI MEHEAXXMEHTA Ka4ecTsa.

OpraHu3auns AomkHa paccMaTpuBaTh:

a) BO3MOXHOCTMU U OrPaHUYEHUS], CBA3AHHbIE C CYLLECTBYIOLLMMU BHYTPEHHUMU PECYPCaMK;

b) T, YTO HEOBXOAMMO NOMNYYUNTb OT BHELLHUX MOCTABLLMKOB.

[MCO 9001:2015]

PekomMeHaauumn

CMbICI A@HHOTO NyHkTa — obecneuntb, YTOObI OpraHn3aumMs NpeaocTaBnana pecypcbl, HeoGxoanMbIe
Ansa pas3paboTku, BHEAPEHUS, NOAAEMKAHUA U NOCTOSAHHOIO YryyLIeHUs CUCTeMbl MEHEIXKMEHTa Ka4yecTsa, a
TaKke Ansa ee pe3ynsratTuBHOrO PYHKLUNMOHUPOBAHUS.

Mpu onpegeneHun pecypcos, KOTOPbIE HEOOX0AUMO 0BEeCneUnTb, OpraHn3auus JOMKHA YUUTbLIBATbL Te-
KyLLMe BO3MOXHOCTU €€ BHYTPEHHUX PeCypcoB (Hanpumep, nepcoHan, BO3MOXHOCTU 000pyA0BaHUSA, 3HAHUSA
opraHu3auun) n niobble orpaHnyeHus (HanNnpumMmep, BIOAXKET, KONMMYECTBO PECYPCOB, NNAHbI-TPAdUKN).

Mpu onpeaeneHnn pecypcoB opraHn3aums MOXET PacCMOTPETb aHanu3 3aTpaTt B CPABHEHUU C BbIFO-
Aamu oT obecneyeHnst Takux pecypcoB, UCMONb3YSA MPU 3TOM PUCK-OPUEHTUPOBAHHOE MblLLNeHune. PewweHne
JOMKHO ObITb MPUHATO Ha OCHOBE MOTPEOHOCTU B pecypcax, BKMOYas Te, KOTOPbIE MOCTaBMSAIOTCA U3BHE,
M NOoTpeBGHOCTM B AEeNCTBUSAX AN obecneveHus BblaeneHna atux pecypcos (cMm. MCO 9001:2015, nyHKTbI
7.1.1—7.1.6).
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7.1.2 YenoBeyeckue pecypcobl

OpraHusaums foIKHa ONPeAenuTb U 06ECNeYnTb Hanuume 4OSMKHOCTHLIX UL, HEOGXOAUMBIX ANS pe-
3yNLTAaTUBHOTO BHEAPEHNSI CUCTEMBI MEHEPKMEHTA Ka4ecTBa 1 ANA PYHKUMOHUPOBAHUS W YNPABIEHNS ee
npoueccamu.

[MCO 9001:2015]

PekomeHaauum

CMbICN HaCTOALLEro MyHKTa — 06GecneunTb YBEPEHHOCTb B TOM, YTO OpraHuM3auusa obnagaer aocra-
TOYHBbIM KOINIMYECTBOM YENOBEYECKUX PECYpPCOB, HEOOXOAMMBIX ANA (bYHKUMOHUPOBAHUA M ynpaBrieHUs ee
npoueccamMu, a TaKke Ang pe3yrnsTaTuBHOrO BHEAPEHUS CUCTEMbI MEHEAXMEHTA KadecTBa. BHUMaHue aomk-
HO ObITb yAeneHo TekyLlen paboyeii Harpy3ke U KOMMNETEHTHOCTU COOTBETCTBYIOWMX NUL ANSA BbINOMHEHUA
dYHKUMIA 1 ponen B CUCTEME MEHeIKMEHTA KadyecTBa (Hanpumep, onepaunoHHaa AeATeNbHOCTb, ayAuUThl,
KOHTPONb, UCMbITAHUA, paccneaoBaHne NPETEH3NN).

Mpu onpeaeneHnn HeoOXOAUMBLIX MWL, OpraHU3auusi AOJDKHA MCNONb30BaTb PUCK-OPUEHTUPOBAHHOE
MBILLIIEHUE M PaCcCMAaTPUBaTb OTBETCTBEHHOCTb, 0OSA3aHHOCTM U NOMTHOMOYUA, KOTOpble Gbinu 0603HAYEHDI
AN KOHKPETHbIX NPOLIECCOB.

OpraHu3aumus MOXET PeLUUTb HAHATb AOMOSHUTENbHBLIX PAGOTHUKOB UMM UCMONBL30BAaTb BHELUHETO MO-
CTaBLUMKA, B 9TOM Cry4ae opraHusauus AoSbkHa yuuTbiBaTh Takue haktopbl, kKak NoTpebHOCTb B AOMNOMHU-
TenbHOM 0ByyeHun, paspaboTka cornalueHunini 06 ypoBHe 00CNYXMBAHWUA MU NpoBeAEHUE ayaAUTOB MOCTaB-
LLMKOB ycnyr Ans obecneyeHusi 4OCTKEHUSS HEOOXOAUMBIX PE3ynbTaToB AeATENbHOCTU. CneayeT B NOMHOW
Mepe ydecTb TpeboBaHus kK KoMneTeHTHocTu (cM. MCO 9001:2015, nyHkT 7.2).

lMpumep — Hebonkwoe npednpusimue, oka3bieaiowee ycryau no npoeedeHuio npa3oHUYHLIX MepPOnpusi-
mutl, eblu2pailo KOHMpPaKm Ha peanu3ayuro 60s1LUW020 MeXHUYECKU CJI0KHO20 NPoeKma.

OHo dosmkHO onpedenumes, Xeamum JiU uMelowuxcsi pabomHukoe, Ymo6bl cripasumbCsl C MeXHUYeCcKuMU
gorpocamMu U peasiu3oeams MPOEKM 8 yCIMaHOB8IeHHbIe CPOKU.

HononHumensHo kK mexHuU4YecKkomy u obujeMy nepcoHarsy, npednpusmue pewaem, nompebyemcsi U eMy
6onbuwe KoHmMposiepoe u aydumopoes 9515 obecneyeHUs1 yeepeHHoCMU & MoMm, 4mo cobsTi00aromcsi IPoyYecchl
cucmembi MeHedXMeHma Kayecmea.

7.1.3 UHdbpacTpykTypa

OpraHusaumst JOSbKHa OMPEeaenuTb, CO3AaTb W NOAAEPXUBATL MHAPACTPYKTYPY, HeobXxoaumylo ans
bYHKLMOHNPOBaHMS €€ NPOLIECCOB C LIEMNbIO JOCTUKEHUS COOTBETCTBUS MPOAYKLMU U YCIIT.

MpumMeyvaHune — MHDpacTpyKTypa MOXeT BKIoUaTh B cebs:

@) 30 aHus 1 CBA3aHHble C HUMU UHXEHepHble CETU U CUCTEMBI,

b) o6opyaoBaHue, BKMtoYas TEXHUYECKUE U NPOrpaMMHble CPEACTBa;
C) TPaHCMOPTHbIE pecypchl;

d) MHOPMALMOHHBIE N KOMMYHUKALMOHHBIE TEXHONOTUM.

[MCO 9001:2015]

PekomeHaauum

CMbICN HACTOSILLEro NyHKTa — obecneunTb YBEPEHHOCTL B TOM, YTO OpraHusauusa obnagaet 3gaHus-
MU, COOPY>KEHUSMU, UHXKEHEPHBIMU CETSIMU, 060pYAOBaHNEM U criy0aMmn, He0BXOAUMBIMU ANA NOCTOAHHOTO
obecneyeHns COOTBETCTBUA NPOAYKLMM M yCnyr ee noTpeburensam.

[encTBust «onpenenuTb», «0b6ecneunTb» U «NOAAEPKMBATLY OTHOCATCA K TPEM Pa3HbIM BUAAM Aes-
TENbHOCTU, KOTOPbIE€ MOTYT ObITb BbIMOJIHEHbLI C MOMOLLBIO Pa3NUYHbLIX NPOLECCOB UNU (PYHKUUI OpraHu3a-
umun. Hanpumep, Te, KTO OTBEYAIOT 32 KOHKPETHbIW NPOLIECC, MOTYT ONpeaenuTb KOHKpeTHble TpeboBaHus K
MHMPACTPYKTYpe, NPoLEecC 3akynok obecneunt npuobpeTreHne u noCTaBky 3TOM UHAPACTPYKTYPLI, NOTpe-
OyeTcs Takke AEATENLHOCTL ANS €e nogaepxaHus (Takas kak TexoocnyxusaHne o60pyaoBaHus, BeaeHune
XO35UCTBA, UMM OBGHOBNEHUS MH(OPMALMOHHBIX TEXHOMOIMIA, Nepuoanveckue NPoBepkn nHdopmaumm u
KOMMYHUKALMOHHbIX CUCTEM, UMM NEPUOAUYECKUIA KOHTPOMb 34aHUIA, COOPYXEHUIW, UHXEHEPHbIX CeTen u
obopyaoBaHus).

MHdpacTpykTypa MOXET 0KasaTb KPUTUYECKOE BIUSIHUE HA AOCTWXEHWEe COOTBETCTBUA NPOAYKUUW W
ycnyr. Opraiu3auuu Tpebyercs:
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a) onpeaenuTb HEOOXOAMMYIO MH(PPACTPYKTYPY ANS pe3ynbTaTuBHOro yHKLIMOHMPOBAHUA €€ npouec-
COB U ANS AOCTUXXEHUS HAMEYEHHBIX PEe3ynbTaToB;

b) gocraBsuTb U NnogaepPkMBaTb HEOOXOAUMYIO MHPACTPYKTYPY.

Mpu onpeageneHum Heo6x0AUMON MHPACTPYKTYPLI OPraHU3auMa A0SMKHA YUMTBIBATh Kakue 3aaHus, co-
OpY>XEHMS, UHXXEHEPHbIE CeTH, 06opyaoBaHUE, NporpammMHoe obecneveHune, cepBuchbl U(MNU) TPaHCNOPTHbLIE
cpeAcTBa U T. AI. HeobxoauMbl Ansa obecnevyeHusi COOTBETCTBMA Npoaykuuu u ycnyr. MNotpe6GHocTu uHbpa-
CTPYKTYpPbl MOTYT 3aBUCETb OT BUAOB NMPOAYKLMU U YCNyr, NPEAOCTaBNAEMbIX opraHusauuen. [ina Tpaguuu-
OHHbIX NMPOU3BOACTBEHHLIX U COOPOYHBIX NPOLECCOB MHGPACTPYKTYpa MOXET BKNiovaTh B ce6a 3gaHus, co-
OPY>XEHUS U UHXKEHEPHbIE CETU AN NPOM3BOACTBA, YNAKOBKM, 4OCTABKW, TPAHCNOPTUPOBKK, A TAKXE CUCTEMBI
MH(OPMALMOHHO-KOMMYHMUKALIMOHHbIX TEXHOSNOTMIA.

MudpacTpykrypa opraHusauuii, NpeaoCTaBnsoWmMX yCrnyru, MOXeT Bknovath B ceba nHdopMaLuoH-
Hbl€ CUCTEMbI UnKu paboyee NPOCTPaAHCTBO; 3TO OTHOCUTCS, HAaNPUMEp, K NPEAOCTaBAEHNIO MEAULIMHCKUX UITU
KOHCYNbTALMOHHbIX YCIYT, UM UHTEPHET-CUCTEMAM AJ151 OHNANH NOKYMOK UM 6aHKOBCKUX ONepauyii, 1 K Kop-
noparuBHbIM ocpucam.

[pyrue npumMepbl MHAPACTPYKTYPbI BKMIOYAIOT B Ce08:

- 3awmTHOEe obopyaOBaHUE AN NPEAOTBPALLEHUS 3arpsA3HEHUI B KOMNAHUM MO PO3NUBY XUAKOCTU B
OyTbINKY;

- Haanexaiyee KOHAULIMOHMPOBAHME BO3Ayxa U yGOpka KOMHAT B roCnuTane;

- MH(OPMALMOHHO-KOMMYHMKALIMOHHbIE TEXHONOTUM Ana 00paboTku onepaumii C KPEAUTHLIMU KapTamm
norpeburensamu;

- pecypcbl Ansi pErynupoBaHusl ypoBHA LWyMa Ha 3aBoAe, YTOObI OnepaTropbl MOMMM CrbILLATh 3BYKU Bbl-
MONHSAEMOTO NpoLecca Ans €ro MOHUTOPUHTA.

lMpumep 1 — KOsenupHbIli Ma2a3uH dosmkeH npedycMompems He MOJILKO Ma2a3uH cam o cebe (Oucnneu,
npunaeku, annapamki A1 pabombl ¢ KPeQUMHBLIMU Kapmamu), HO makke U 0cobbie HYXO0bl, maKue KaKk pa3uy-
Hble eu0bl oceeweHUs1 Ans1 IKCNepmMUuU3bl UNU NoKa3a Opa2oyeHHbIX KaMHel.

lMpumep 2 — AemobycHasi KoMnaHus1 0o/MKHa nNpedycMmompems MeXHOJI02uU 01151 COOOUWeHUsT U3MeHeHUU
8 pacnucaHuu do nompebumenell (Hanpumep, calim e cemu MHmepHem unu coobujeHusi, NocbiNaeMsie Ha Mo-
6unsHble meneghoHbl nompedbumenell o 3anpocy), a makke u camu aemobycol, 2apax 05 UX pasmeuleHus u
ob6opydoeaHue 0515 3anpaexu.

7.1.4 Cpena ana yHKUMOHUPOBAHUA NPOLIECCOB

OpraHusauus 1omKHa onpeaenuTb, cosaarth U NOAAEePXKUBAThL cpeay, HeobxoauMyIo ANs OYHKLMOHU-
poBaHUA ee NPOoLIECCOB U AOCTMXKEHUS COOTBETCTBUSI TPEGOBAHMAM K NPOAYKLIMM W yCNyram.

MpumeyvyaHue — Moaxopasias cpefa MOXeT NpeACcTaBnsATh coGoii coueTaHUe YeroBedeckux U hUsnHecknx
(haKTopoB, Takux Kak:

a) coLuanteHble (HanpuMep, OTCYTCTBUE AUCKPUMUHALIMU, CNIOKOWCTBUE, GECKOHMITUKTHOCTL);

b) ncrxonorudeckne (Hanpumep, CHIKEHWE YPOBHSA cTpecca, NpodunakTuka SMOLMOHAMBHOrO BhIropaHus, aMo-
LUMOHanbHas 3alyuTa);

¢) husnyeckue (Hanpumep, TeMnepatypa, TEMIOBOMA MOTOK, BNAXHOCTb, OCBELLEHWUE, ABUXEHUE BO3/lyXa, TUrMeHa,
LUyM).
3TU hakTopbl MOTYT CYLLECTBEHHO pasnnyaThesl B 3aBUCUMOCTU OT NOCTaBNAEMbIX NPOAYKLMUA W YCAYT.

[MCO 9001:2015]

PekomeHgaumm

CMbICN HACTOALLEro NyHKTa — obecneunTb YyBEPEHHOCTb B TOM, YTO opraHu3auus onpeaenset u obe-
crneynBaet Heobxoaumyio cpeay Ansi (PyHKLUMOHUPOBAHUA €€ NpoueccoB, YTobbl CNOCOOCTBOBATL NPOU3BOA-
CTBY COOTBETCTBYIOLLIEW NPOAYKLUM U NPEAOCTAaBNEHUIO COOTBETCTBYIOLLMX YCAYT.

Mpu onpeaenexnumn cpeabl Anst GYHKUUOHUPOBAHUA NPOLIECCOB BXOAHbIE AAHHbIE OT 3aUHTEPECOBAHHbIX
CTOPOH JI0IDKHBI pACCMAaTpPUBATLCA Kak Heobxoaumble. Hanpumep, KOHTPONMPYIOLLME OpraHbl MOTYT YCTaHo-
BUTb KOHKPETHbIE TPEOOBAHUSI OTHOCUTENBLHO YUCTOTHI pabodeli OKpyKatoLel cpeabl AN UCKMIOYEHUA 3a-
rpsASHEHUS.

TpeboBaHuA K npoueccaMm cpefbl MOTyT CUSIbHO OTNIMYATLCA B 3aBMCMMOCTU OT BMAA NPOU3BOAUMOMN
NpoAyKLMM U NpeaocTaBnseMbIX yenyr. B HEKOTOPbIX crnyvasx Nnpouecchl cpeabl OyayT BKNOYaTb TONbKO du-
3u4eckue hakTopbl, TaKMe Kak TeMneparypa, OCBeLeHne, rTMrueHa, ABmwkeHne Bo3ayxa, Wwym u T. 4. MNpu apy-
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rux obcroaTrensCcTBax pusmyeckme hakTopbl, TaKMe Kak YUCTOTa, MOTYT ObITb KPUTUYECKUMU hakTOpamu, Ha-
npumMep, Npu NPOM3BOACTBE KOMMBLIOTEPHLIX YUNOB, rAe TPeBYIOTCA YUCTbIE NOMELLEHUA.

B HekoTOpbIx cnyyasx YenoBeyeckue hakTopbl MOTYT ObITb KPUTUYHBIMKM ANA NpOLECcca; NO3TOMY OHM
OOJDKHbI YYUTBIBATLCA NPU onpeaeneHuu cpeabl AnA MyHKUMOHUMPOBAHUA NPOLECCOB, HanNpuMep, nocpea-
CTBOM WCKJTIOYEHUS BbICOKOW 3arpy>KEHHOCTM U CTPECCOB (ANA npeaoTBpaLleHust NoTeHuManbHbIX OLMboK,
BbIFOPAHWIA MU KMPECCOBAHMUSA») AN pabOTHMKOB, a TaKKe NOCPEACTBOM NpeaocTasnerHns uidopmauum (Ha-
npuMmep, 0 BpEMEHU OXXMAAHUS HA 00CNyXMBaHUE TeppUTOpPUi) Ansa notpebutenei.

Taike AOMKHbI ObITb PACCMOTPEHLI Apyrue (hakTopbl, TakKMe Kak coumarnbHbie U NCUXONOrMYeckue Bo-
npocel. Hanpumep: Yenoseueckne hakTopbl, TAKME Kak MOOLUPEHNUE CO34aHMSA NO3HABATENLHON Cpeabl ANns
JOLLKONbHBIX YYPEXAEHWIA; Oka3aHWe NOCPEeAHMYECKUX YCNyr B noaxoasiuen cpeae, 4tobbl nsbexarb KOH-
(bNMKTOB; NpefoCTaBneHUe AOCTAaTOMHOIO KONMMYECTBA BPEMEHU OTAbIXA AN NPEAOTBPALLEHUA HECHACTHLIX
cny4yaeB, HanpuMep, orpaHUYEHUE NIETHLIX YACOB AN NMUMOTOB UMW OrpaHUYeHne BPEMEHU BOXAEHUSA AnA
Tex, KTO 3aHMMaeTcs obecneyeHmeM rpy3oBbIX U pacnpeaenuTenbHbix Cnyxe.

34ecb He NoAgpa3yMeBaeTcs, YTO OpraHu3aumst 4OIKHA BHEAPUTbL (hOpManbHYIO 3KONOMMYECKYI0 CUCTE-
My MEHE>KMEHTAa UNMu CUCTEMY MeHemKMeHTa 6e30MacHOCTU Tpyaa U OXpaHbl 340POBbLA ANA COOTBETCTBUS
Tpebosanusam UCO 9001:2015 (nyHkT 7.1.4), O TEX NOp, NOKa 310 He noTpebyercs.

Mocne Toro, kak cpeaa Ans yHKUMOHUPOBAHUA NPOLIECCOB ONpeaeneHa, OHa A0SMKHA COOTBETCTBYIO-
LM 06pa3oM NoAAEPKMBATLCA U YNPABMATLCSA MO MePe HEOBX0AUMOCTH.

lMpumep — TpaHcropmHoe npednpusimue AOJIKHO epeeesmu 3aMOopoXeHHbIe NPodykmel U3 00H020 Me-
cma e dpyzoe. 3mo mpebyem 36 yacoe npu npuemrieMol cCKopocmu.

lMpednpusimue domkHo obecneyums AocmaeKy npodyKmoe & CPOK coxpaHeHHbIMU NPU YycMmaHOoeeHHOU
memnepamype. Ymo6ki 6bimb yeepeHHbIM 8 8bINTOJIHEeHUU, npednpusamue GoJNKHO yYecmb Yesloeeveckue U opy-
2ue ghaKkmopel.

[Mns 6esonacHocmu pabomsi eodumens npednpusamue JO/HKHO ycmaHoeumes 06533amesibHble OCmaHoeKU
ans omObixa Kaxobie Yembipe Yaca, 4/mo pe2ucmpupyemcs cilymHukoeoul HasuzaayuoHHol cucmemoli, ¢ ¢pusu-
yecKol npoeepkoll cocmosiHUsi eodumerisi U e20 crocobHocmu npodomkame noe3dky kaxdwle 12 yacoe. Onsa
coxpaHeHus npodyKkmoe npednpusmue mpebyem, Ymo6bi eodumesib omcaexuearsn U 3anuckieas memnepamypy
XpaHeHUs Ha Kaxdoll ocrmaHoeke U peaucmpuposearsn 3/1eKmMPOoHHO 0151 NPoeepKu.

7.1.5 Pecypchbl Ona MOHUTOPUHIA U U3MEpPeHNA
7.1.5.1 Obwme TpeboBaHus

OpraHu3auus AormkHa ONPEAEnUTb U NPEAOCTABUTL PECYPChI, HEOOXO0AUMBIE ANsi 06eCne4YeHns uMelo-
LLMX 3aKOHHYIO CUIY 1 HAAEXHbIX PE3yNLTaToB B TEX Cry4asx, KOraa MOHUTOPUHT UMK U3MEPEHUS UCTIONb-
3yl0TCS ANS NOATBEPXKAEHMS COOTBETCTBUA NPOAYKLMUM U yCryr TpebGoBaHUsAM.

OpraHusauua gomkHa obecnevnTb, YTOObI NpeaoCTaBNEHHbIE PECYPCHI:

a) ObINM NPUrogHLIMKU ANS1 KOHKPETHOTO TUNA NPeAnpPUHUMAEMbIX AENCTBUA NO MOHUTOPUHTY U U3Me-
peHuio;

b) nogaepxuBanuch B LENSIX COXPAHEHUS UX NPUTOAHOCTW ANSi NPEAYCMOTPEHHbIX LiENEN.

OpraHusauus AOMMKHA PErncTpMpoBaTh U COXPaHATbL COOTBETCTBYIOLLYIO JOKYMEHTUPOBAHHYIO UHGOp-
MaLMIO Kak CBUAETENLCTBO NPUTOAHOCTU PECYPCOB AN MOHUTOPUHIA U U3MEPEHUS.

[MCO 9001:2015]

PekomeHaauum

CMbICA HACTOSILLEro MyHKTa — rapaHTUpOBaTb YBEPEHHOCTb B TOM, YTO OpraHusauus onpeaensietr u
obecneynBaeT COOTBETCTBYIOLUME PECYPChI AN NOMYYEHUS AOCTOBEPHBIX U HAAEXHbIX PE3YNLTaTOB MOHUTO-
pUHra u U3MepPeHusi Npu NPOBEAEHUUN OLIEHKU COOTBETCTBUSA NPOAYKLMM U YCIYT OpraHu3auumu.

Pecypchbl, Heo6xoaumble Anst MOHUTOPUHIA U UBMEPEHUS, CUSTBHO Pa3nNuyaroTcsl B 3aBUCMMOCTH OT BUAA
NPOM3BOAMMON OpraHu3auuen NpoaykuMn U NPeaoCTaBnseMbIX YCMyr, a TaKkKe NPoLeccoB, pa3paboTaHHbIX
ANSA CUCTEMbl MEHEIXKMEHTA KayecTBa.

B HeKOTOpbIX Cnyyasix NpoCTON NPOBEPKW UM MOHUTOPUHIa ByaeT AOCTAaTOYHO ANS ONpeAeneHus cra-
Tyca. B gpyrux cnyvasax 6yaer Heo6xoauMO U3MepeHue, n 9T0 MOXET NoTpeboBaTb U3MeEPUTENLHOTO 060py-
OOBaHUSA, KOTOPOE AOMKHO ObITb OTKanMBbpoBaHO U(UNK) NOBEPEHO.

MoHuTOpUHr npeagnonaraeT HabnAEHUs, KOHTPOMb U NMPOBEPKU AN ONpeAerneHns KONMYeCTBEHHOrO
N(Unu) Ka4eCTBEHHOrO0 COCTOSAHUA AENCTBUS, MPOLecca, NPoAyKTa unu ycnyru. 910 MOXeT ObiTb: NpocTas
nposepka, Ytobbl yOeauTLCs B MPaBUIILHOM KONIMYECTBE WU BbIMONIHEHUM 3aKa3a; M3MepUTENbHbIA Npubop,
yTOObI MOKA3aTb BEPHOCTb YEro-nmbo; NpoCNyLLIMBaHWE PA3rOBOPOB MEXAY NOTpeduTenem u LeHTpom obpa-
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OOTKM 3BOHKOB («Ball 3BOHOK MOXET KOHTPOIIMPOBATLCA C Lienbio obecneveHns kavyecTsa») UM BONPOChI BO
BpeMS NpefoCTaBnNeHnsa ycnyru, Hanpumep, oULUMaHT CnpaLUMBaeT y KNueHTa, noHpaesunach N emy ega u
obcnyxuBaHue.

M3mMepeHne OTHOCUTCA K OMpeaeneHunio KONMyecTsa, BENUUYUHbI UNu pasMepa 3a CYET UCMOSb30BaHNS
COOTBETCTBYIOLLIMX U3MEPUTENbHBIX CPEACTB. ATO MOXET BKMKOYATh B ce0S MCNONb30BaHWE OTKanMbpoBaHHO-
ro ¥ MOBEPEHHOro 060pyA0BaHUS, MPOCNEXMBAEMOI0 40 HALIMOHANBLHOTO MU MEXAYHAPOAHOro aTanoHa. Ans
YCIMyr 3TO MOXET BKIOYATh B Ce0A MCMONb30BaHUE N3BECTHON U NPOBEPEHHON MOAENMU, HAaNpUMep, MOAENK
COLManbLHOro 06Cny>XUBaHUS.

OpraHusaumm HeobxoauMO paccMaTpUBaTh, HACKOMNBKO KPUTUYHLI MOHUTOPWHT U U3MEPEHUE NPU Onpe-
JeneHun COOTBETCTBUA €€ NPOAYKLMUM U YCNYT.

Mpu onpeageneHnn KPUTUHHOCTU MOHUTOPUHTA U U3MEPEHUS B 00ecneyeHnmn JOCTOBEPHbIX Pe3ynLTaToB
opraHuM3auus A0mkHa YCTaHOBUTb, YTO HEOOXOAMMO NOABEPTHYTb MOHUTOPUHTY M(MMAK) U3MEPEHUIO NSt CBOUX
npoueccoB, Npoaykummu u ycnyr. OpraHusauusi 3atemM J0IDKHa ONpeaenuTh pecypebl, HE0OX0AUMbIE AN MOHM-
TOpPWHra u uamepeHusi, 06ecnedeHns nxX NPUroAHOCTU AN NMPUMEHEHUS.

[ns neMoHcTpauumM aaekBaTHOCTU BbIOPAHHBIX PECYPCOB AN MOHUTOPUHIA Y U3MEPEHUS LIENU UX Npu-
MEHEHUS J0IKHA ObITb AOCTYNHA LOKYMEHTUPOBAHHAA uHdopmauus. OHa MOXET BKIOYaTh B ce0s rpacuku,
NOACHAIOLLME KaK YacCTO HYXXHbl MPOBEPKM AN obecnevyeHnsa JOCTOBEPHbIX Pe3ynbTaroB, Mnu uHgopmaumio,
JEMOHCTPUPYIOLLYIO NPOCNEXNBAEMOCTb 10 HALMOHANBHbIX STANOHOB UK NOGLIX APYrMX NPUMEHUMBIX OC-
HOBaHWA.

B HekoTopbIx criydasix MOxeT TpeboBaTbCsi 3KCNepT AN NPOBeAEHUs OLEHKM TOro, MPaBUIlbHO N npe-
[OCTaBnATCA NPOAYKLUMSA U YyCIyru, HanpuMep, Led-noBap B pectopaHe, CoLuarbHbliil paboTHUK AN OLEeHKU
YCMOBUI B NPUEMHBIX CEMbSIX UM MEeAULMHCKMI paBoTHUK B NpeoCTaBneHnn MeaULIMHCKMUX yCnyr. B HekoTo-
pbiX crnyyasix Heobxoaumo pa3paboTatb MHCTPYMEHT A UCMONb30BAHUS NPU NOATBEPXAEHUM TOTO, YTO Tpe-
OoBaHNEe yAOBMNETBOPEHO, TAKOW KK PEUTUHT YCNEBAEMOCTM UK KNAcCUUKALMOHHAs CXema, UCNONb3yeMble
ANs PAHXXMPOBAHUS 9K3aMEHaA.

lMpumep — Mocmaeuwjuk o6pazoeamesibHbIX ycily2 ycmpaueaem 3K3amMeHbl 0511 nodmeepx0eHuUs1 Keasu-
uKkayuu u ebicmaeisiem oueHKu.

OK3amMeHbl Poeodamcs e Pa3HbIX Mecmax U e KakdoM mMecme pe3ynbmambl oyeHUealomcsi é coom-
eemcmeuu co cxeMaMu ebicmaesieHusl OUeHOK, pa3pabomaHHbIMU NocmaewukoMm. [ins npoeepku mozo, Ymo
pasniuyHbie aK3aMeHamopb! ebICMaesIaiom OUeHKU @ coomeemcmeuu co cmaHAapmHbIMU cxeMamu, eblGopKa
9K3aMeHaUUOHHbIX JIUCMOE € 8bICWUMU U HUSWUMU OUeHKaMU ¢ Kax0o20 Mecma npoeedeHus IKk3ameHa rodeep-
2aemcs opaaHu3ayuel yeHmpasu3soeaHHol rnepeoyeHKe U OUeHKU YmoYHsIIomcsl, ecliu ux pa3bpoc npeebiwaem
ycmaHoeneHHbIl npeden.

OK3aMeHalyUOHHbIe e0MNPOoCkl, CXeMbl 8bICMaesIeHUsI OUeHOK, 8bI60PKa 3K3aMeHayUOHHbIX JIUCMOe U OaH-
Hble 06 3K3aMeHamopax coxXpaHsIlomcs NocMmaewjuKom obpasoeamesibHbIX yCily2 KaKk OKyMeHmMuUpoeaHHasl UH-
chopmayus.

OK3ameHb! exe200HO0 YmOYHSIIOMCS, maKKe KaK U cCXeMbl 8bICmaesieHUs1 OUeHoK, Ymobbl ob6ecnieyums npu-
200HOCMBL eonpocoe J15 oyeHKu kaHOudamoe.

7.1.5.2 MNpocnexunsaemMoCcTb U3MepPeHUs

B Tex cny4yasx, Koraa npocrneXxmBaeMocTb U3MepeHus aBnsaeTca TpeboBaHMem unu paccMaTpuBaeTca
opraHusauueli B Ka4eCTBe BaXXHOTO anemeHTa ans obecneyeHnsi ygepeHHOCTU B MPABOMOYHOCTM Pe3ynb-
TaToB N3MEPEHUSA, U3MepUTENbLHOE 060pyAOBaAHNE JOMKHO ObITh:

a) oTkanMbpoBaHO M(UNKU) NOBEPEHO Yepe3 YCTAHOBIIEHHbIE MEPUOAbI UIWN Nepes ero NPMMEHEHUEM
no aranoHam, nepeailolyM pasmepbl €auHUL B CPaBHEHUU C MEXAYHAPOAHLIMUA UMM HaLMOHANbHLIMU
aranoHamu. Mpu OTCYTCTBMM Takux 3TanoHoB 6asa, ucnonb3yeMas ans kanuéposku MM NOBEPKU, AOIDKHA
ObITb 3aperMCTPUpOBaHa N COXpaHeHa B Ka4eCcTBe AOKYMEHTUPOBAHHOW MHOPMaLMK;

b) naeHTUPULMPOBaHO B LEensiX yCTaHOBNEHUA UX CTATyCa;

C) 3aLUMLLEHO OT PeryrnupoBOK, NOBPEXAEHUS U YXYALUEHUS COCTOSIHUA, KOTOpble caenanu 6bl Heaeli-
CTBUTESNIbHLIMM CTaTyC KanMbpoBKM U NOCneaylowme pesynbrarbl UBMEPEHUIA.

OpraHu3auus AorkHa onpeaenuTb NPaBOMOYHOCTL NPEALIAYLLMX Pe3yrnbTaTtoB U3MEPEHUA B TEX CNy-
Yasix, koraa 6bino 06HapyXeHOo, YTo U3MepuTenLHoe 060pyAOBAHME HEMPUTOAHO ANS NPUMEHEHUA NO ero
NPSAMOMY Ha3HA4YEHUIO U NPU HEOBXOAMMOCTHN NPEANPUHATL COOTBETCTBYIOLLEE IENCTBUE.

[MCO 9001:2015]
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PekomeHaauum

CMbICN HACTOALLErO MyHKTa — 0BeCcneYnTs YBEPEHHOCTb B TOM, YTO OpraHusaums obecneymBaeT npo-
CNEeX1BAEMOCTb U3MEPEHUS, KOrA4a 3TO ABMNSIETCA TpeboBaHNEM MIK KOraa opraHm3auus onpegenseT 910 Kak
HeobX0AMMOCTb ANsi CO34aHNUSA YBEPEHHOCTM B JOCTOBEPHOCTU PE3yNnbTaToB U3MEPEHUSI.

Ecnu nzmepurtensHoe obopyaoBaHUe UCNONb3yeTcs Ans NPOBEPKU COOTBETCTBUS TpeboBaHuam u obe-
cnevYeHuss yBepeHHOCTU B I0OCTOBEPHOCTU pe3ynbTaToB M3MEPEHUS, OpraHn3aumns AOMmkHA pacCMOTPEeTb, Kak
U3MepuTENbHOE 000PYAOBaHNE NOBEPAETCA UMW) KanMOpPyeTcs, yNPaBnAeTCs, XPaHUTCH, UCNOMb3YETCA W
noaaepXmBaercs.

Craryc kanubpoBKU/NOBEPKM JOSHKEH ObITh MAEHTUMULMPOBAH (Hanpumep, Gbino N U3MepUTENnbLHOE
obopynoBaHusi 0TkKanMbpoBaHO/NOBEPEHO, U €Cnu Aa, TO B KaKoM 06bemMe U O KAKOr0O MOMEHTa OHO MOXET
ObITb UCNOMb30BaHO). 3Ta UAEHTUDPUKALMSA MOXET ObITb YKa3aHa Ha caMOM U3MEPUTENbHOM 060pyA0BaHMU,
Ha ynakoBKe MIM C NOMOLLBIO APYrUX aAMUHUCTPATUBHbLIX CPEACTB, TAKUX KaK UCMONb30BAHUE YHUKATbHbIX
unaeHTudukatopos Ana 06opyaoBaHUs, KOTOPbIE MOTYT ObiTb COMOCTABNEHbI ¢ 6a30W AaHHbIX. M3ameputens-
Hoe ofopyaoBaHWe C perynupyeMbiMU XapakTepuctukamu Ans kanubpoBkU AOMKHO ObiTh 3aLUMLLEHO Ans
npeaoTBPALLEHUS CIyYaHOIO U3MEHEHUS B CTaTyCe KanmbpoBkU. 3TO MOXET ObITb CAENAHO NyTem 3akpe-
NNEeHUS UMK NOKPLITUSA CEKLMMW PErYNUPOBKM NS NPeAOTBPALLUEHUS NOBPEXAEHUS NanbLamMu UM UHCTPYMEH-
Tamu.

B cutyaumsx, korga Ha ctatyc kanubpoBKuM MOXET ObiTb OKa3aHo BNMSHME U3-3a BUOpauum unu yaapa,
o6opyaoBaHue JOMKHO ObITh 3aLLMLLEHO C MOMOLLbIO METOA0B, TAKUX KaKk MHAUBUAYanNbHbIA YTRAP unu yna-
KOBKa.

Cuctembl U3MEPEHUs1 MOTYT TakKe BKIIOYaTb B ce0A KOMOMHaUMIO MPOrpaMMHOro obecnevyeHus unu
APYrux yCTPOMCTB, TAaKUX KaK TONNUBHLIE HACOCHI UM CUTHATLI ANsi KOHTPOMNA napamMeTpoB npouecca. B atux
cnyyasix opraHusauusi 4OmKHa PacCMOTPETb, SABMSIOTCA NU UCMONb3yeMble CPeACcTBa NOAXOASLMMU ANS Ue-
NeBoro NPUMEHEHUSA N0 BCEW CUCTEME U3MEPEHUS.

YctaHoBneHue rpadpukoB kanuOpoBKU M NPOBEPOK TEXHUHECKOTO COCTOSAHMS U3MEPUTENLHOTO 060pya0-
BaHWUSA JOMKHO OCYLLUECTBMATLCA C YYETOM PUCKA U KPUTUYHOCTU U3MEPEHUS B ONPEaeneHun COOTBETCTBUA
NPOAYKLMU W YCIYT.

Ecnu nsmeputensHoe 000pyaoBaHWe OKaXETCA HENPUTOAHbLIM AN UCNONb30BaHUSA N0 HA3HAYEHUIO, TO
noTeHumManbHele BO3AEWCTBUA HA COOTBETCTBUE TPEGOBAHWAM K U3MEPEHMIO AOMKHbI ObITb YYTEHLI U HEOO-
XOAUMbIE AeiCcTBUA NpeanpuHAThl. JeicTBMA MOryT BkMo4aTe B ceba npoBepky o6pasua noBpexaeHHoro
npoaykTa ans onpeaeneHus Toro, COOTBETCTBYET N OH KPUTEPUSIM NMPUEMKM.

PesynbraTtbl aHanuaa MOryT MOKa3aTb, UTO HUKaKUX AeNCTBU He Tpebyetcs unu, HaoBGopoT, YTo ycnyra
JomkHa ObITb OKazaHa CHOBA, NPOAYKLMA Ha cknaae AomkHa ObiTb UccneqoBaHa, UM T0, YTO COOTBETCTBY-
foLme noTpeduTenu AomkHbl 6biTb NPOMHGOPMUPOBAHDI, UNK YTO TpeByeTCs OT3bIB NPOAYKLMU. YPOBEHDb He-
00X0AUMBIX AENCTBUI 3aBUCUT OT BO3MOXHOIO pucka AnsA COOTBETCTBUSA NPOAYKLUM U YCITYT.

lMpumep 1 — Hebonsuwoe npednpusmue npodaem, ycmaHaenueaem u obcnyxueaem damyuku ¢ mpebye-
Mol moyHocmbio usmepeHuli do 0,001 B. lTompe6umernb mpebyem, Ymobbi Ons ecex UCMONL3yeMbIX UHCMPY-
MeHmoe 6buTu npedocmassieHbl cepmuguKambl NOSePKU.

lNMpednpusimue 06bIYHO Noeepsiem ceoe obopydoeaHue y npoealidepa, akKpedumMoeaHHO20 Ha coomeem-
cmeue UCO/MOIK 17025 dnss coomeemcmeyioujeli o6nacmu. 3mo obecneyueaem ebifosIHeHUe mpeboeaHusi
nApociexueaeMocmu UsMepeHul.

Ecnu deiicmeyiowull npoeaiidep Mo Kakum-mo npu4yuHaM He CMOXem [10eepsimb UHCMPYMeHmbI, npeod-
npussimue Ao/mkHo Gydem ucnonb3oeamb Jlabopamopuio, Komopasi He akkpedumoeaHa Ha coomeemcmeue
cmaHdapmy. Ecnu amo npou3soiidem, nompebyemcsi maixe coxpaHsamb GOKyMeHmUpPoeaHHyI0 uHgopMayuio
06 ob6opydoeaHuu u usmMepumenbHbLIX cmaHOapmax, Ucnonb3yemMbix labopamopuell, Ymobb! NoKa3amb, YmMo
yernoyka npocriexueaemMocmu do Apyaux npuemMneMbIX UsMepumenbHbIX cmaHAapmoe He npepeanach.

Koukypupyroujee npednpussmue noeepsiem ceoe pabovee ob6opydoeaHue e coomeemcmeuu c [10]. 3mo
markke obecnevyueaem ebiosiHeHUe mpeboeaHusi 0 NPOCNeXUeaeMoCcmu U3MepeHul.

Tpumep 2 — MecmHbili Npodykmoenii Ma2a3uH npodaem oeowu u ppyKmbl Ha pa3eec U ucrosnL3yem
deoe eecoe. HayuoHanbHble npaeusnia mpebyrom, YMobbl U3MepeHUs 6blIu HaleXHbLIMU U UMeIIU 3aKOHHYIOo
cuny. [ins mozo, Ymo6bLI coomeemcmeoeams paeusiaM, 8ecbl pe2ysIipHO NPOeepsIIomcsi Ha MOYHOCMb C UC-
nosL3oeaHueM 3masioHoe eeca, npedocmasrisieMbiX accoyuayueli MecmHozo 6usHeca, Komophie nNpPoeepsiIom-
€51 Ha MOYHOCML 8 COOMEenCcMmeuU ¢ HayUuoOHalILHLIMU cmaHAapmamu.

Maza3uH nomewaem OaHHbIe O Npoeepke @ HOymMOyKe, eK/ovaA UHGopMayulo o Mecme, 20e npoeepka
npoxoduna, KaKkue eechl NPOGEPSITUCK, U KaKue 3masioHbl 6bI1U UCMOb306aHbI A5 IIPOEepKU.
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7.1.6 3HaHMsA opraHusauum

OpraHu3auus AomkHa onpeaenuTb 3HaHUsA, Heobxoanmble aAnst PyHKUMOHUPOBAHUA €€ NPOLECCOB U
ANA JOCTMXKEHNA COOTBETCTBUA NPOAYKLNM U YCNYT.

3HaHuUs AOMKHbI NOAAEPXKUBATLCS U ObITb 4OCTYMNHLIMK B HEOOXOAMMOM 0OLEME,

Mpu pacCMOTPEHUM UMEHSAIOLLMXCS HYXO W TEHAEHUMII opraHm3aumsl AOfKHA OLEHUBATb TEKYLLM
YPOBEHb 3HAHWI U OnpeaensTb, KakuM 06pasomM Nony4nTb UNKU 0BEecneYnTb AOCTYN K AONOMHUTENbHbLIM
3HaHUAM U UX He0BX0aUMbIM OBHOBMNEHUAM.

MpumedaHunsa

1 3HaHus opraHusauum — 3TO 3HaHWA, cneyndudHble ANS OpraHu3auuu; 3HaHUS, MOMyYeHHble B OCHOBHOM
U3 onbiTa. 3HaHWA — 3TO MHOpMaLMA, KoTopas UCMonb3yeTca U KOTOpoii oOMeHMBatOTCA ANS AOCTUXEHWUS Lenei
opraHuaaum.
2 OCHOBOW 3HaHUIA opraHusaLmu MoryT GbiTh:
a) BHYTPEHHWE UCTOYHUKN (HanpumMep, HTeNnekTyansHas cob6CTBEHHOCTb, 3HaHUS, NOMyYEeHHbIE U3 ONbITa; Bbl-
BOAbI, U3BMIEYEeHHbIE M3 HeyAa4HbIX UMK yCreLUHbIX NPOoeKToB; c6op M 0OMeH HeJoKyMEHTMPOBaHHLIMW 3HAHUAMM W
OMbITOM; pe3ynsraThl ynyyLleHWid NpoLeccos, NPOAYKLUN U YCIyT);
b) BHeLLHMe UCTOYHMKKM (HanpuMmep, CTaHAapTbl, Hay4Hoe coobLLEecTBO, KOHMPEPEHLIMWN, CEMUHaPpEI, 3HaHUS, No-
nyYeHHble OT NoTpebuTenei N BHELLUHUX NOCTaBLLMKOB).

[MCO 9001:2015]

PekomeHaauum

CMbICN 3TOrO0 MYHKTA — NOAAEPXaHWe 3HaHWI, onpedeneHHbIX OpraHu3auuen kak Heo6xoauMbIX ans
YHKUMOHUPOBAHMA €€ NPOLIECCOB U ANa AOCTUXEHNUA COOTBETCTBUS NPOAYKLMUK U YCNYT, a TakXke CoaencTeue
NPUOBOPETEHUIO HEOOXOAUMbIX 3HAHUIA C YYETOM MEHSIOLUMXCH NOTPeBHOCTEN U TeHAEHLMNA,

3HaHus opraHu3auum — 9T0 KOHKPETHbIE 3HAHUS OpraHu3auum, NonyYeHHbIe B pe3ynbrarte COBMECTHOIO
onbITa UM MHAUBUAYANbHOIO ONbITA OTAEMbHbLIX UL, 3TWU 3HAHWUA UCMOSL3YIOTCA UK MOTYT ObiTb UCNOML30-
BaHbl AN AOCTWXEHMSA Lienei B 06nacTu ka4ecTBa opraHusaummn UM ee HaMeYeHHbIX pesynbTaTos.

OpraHusauusi AOMMKHA PacCMOTPETL CNOCODbI ONpeaeneHuss U MEHEMKMEHTA ee 3HaHuM, TpebyeMbix
ONs YOOBMETBOPEHUA HACTOALMX M Oyaywmx notpebHocTel opraHu3auun. NepcoHan opraHusauum u ero
OnNbIT ABNAOTCA PYyHAAMEHTOM 3HAHMI OpraHusaumu. HakonnexHme n o6MeH Takum ONbITOM M 3HAHUSIMU MO-
XKET NPUBECTU K YCrELIHbIM COBMECTHbIM YCUIUAM, K CO34aHUI0 HOBbIX UMM OOHOBNEHHbIX 3HAHUI OpraHu3a-
Luu.

CnoXHble opraHu3auum MOryT BbIGUpaTh AN BHeAPeHUs (popManbHYIO CUCTEMY MEHEXKMEHTA 3HAHUNA,
B TO BPEMS KaK MEHEe CMOXHbIE OpraHu3aLmmn MoryT Bbloupartb Ang UCMOSb30BaHUA NPOCTbIE METOAbI, TaKne
Kak BeAeHWe PEerncTpaLmMoHHbIX XXyPHANOB NO peLueHUaM NPOEKTUPOBAHUS UMK NO XapaKTepucTUukam 1 npo-
U3BOAMUTENBHOCTU XUMUYECKUX COEANHEHWI, KOTOPLIE BbinKn pa3paboTaHbl M NPOTECTUPOBAHGI.

Mpu onpeaeneHun, nogaepXaHum U CO34aHUN AOCTYMHbIX 3HAHUIA OPraHU3aUmua MOXET PaCCMOTPETb:

a) obyyeHue Ha Heyaadax, cuTyauusix, BrmM3kUX K npoMaxy, u ycnexax;

b) HakonneHue nHpopmaummn ot noTpeduTenen, BHELUHMX NOCTABLLMKOB U NapTHEPOB.;

C) HaKonmneHne 3HaHWi, KOTOPbIE CyLLECTBYIOT BHYTPU OpraHM3aLuuu, Hanpumep, 4epes HaCTaBHMYECTBO,
nnaHupoBaHue NPeeMCTBEHHOCTHU;

d) u3yveHme nyyLero onbiTa;

€) BHYTPWUKOPMOpAaTMBHasA CeTb, OUOMMOTEKU, MO3HABATENbHLIE KYPCbl, MH(OPMALMOHHBIE PACCHIMKU
UT. 4.

Mpumep — Ymo6ki y6edumscs, 4mo y He20 ecmb 3HaHUSI, He06xoAuMbie dsisi eéedeHus 6usHeca, He6oslb-
woe npednpusmue, npedocmasnsioujee KOHCYIbMayuu o UHXUHUPUH2y, ob6cyxdaem, Ymo O0JIKHbI 3Hamb
pabomHuku, Ymobi HadexHo npedocmasisimb 3asiéJleHHbIe yciyau.

Ymo6bi kaxdbili 6bi1 oceedoMiIeH O MOM, Ymo Heob6xo0umMo A1s1 ebinonHeHUs pabomsbl, npednpusmue
op2aHu3oeasio HabnoldeHue 3a eblNosIHeHUeM 06bIYHBLIX Oelicmeuli u ux peaucmpayuio e 6ase OaHHbIX. Bbi-
MONHAA 3mom onbim npednpusmue ebISICHUJIO, YM0 HeKOMopPbLIMU 3HaHUsIMU 0671adaiom mosibko dea Haubosiee
OMnbIMHbIX KOHCYNbMaHma u dpyaue pabomHuku Yacmo obpauwjaromcsi K HUM 3a coeemamu. Kozda amu KoHcCy k-
maHmbl omcymcmeyrom, 8603HUKaem o4eeudHbIl npobes 3HaHUU.

Ymo6b1 ycmpaHums amo, npednpusimue npedycMampueaem:

- esedeHue cxeMbl 06y4eHus;

- ¢hopMmarnbHoOe nnaHupoeaHue paseumusi;

- obyyvaroujue ynpaxHeHusi;

- 3anucu o oJlyYeHHbIX 3HaHUsIX e 6a3e OaHHbIX.
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AHanu3 KOHKpPeTHOW cuTyauumn ana 7.1.6

Cembsl ynpaBnsaeT yHMBEPCanbHbIM Mara3uHOM, KOTOPbIA OTKPbLIT C PAHHErO yTpa A0 NMO3AHero pedepa.
OrteL OTKpbIBAET Mara3uH yTpom, Matb paboTtaeT nocne obeaa u o4b Be4epomM. CbiH C PYTUM YIEHOM CEMbMU
paboTaeT B camoe HanpsiKeHHOe BPeMs HECKOINbKO YaCoB B OTAEMNbHbLIE AHM YTPOM unu BevepoMm. OHu noa-
MEHSIOT Apyr Apyra, eCnu KTo-To 6oneet unu B oTnycke, HO 06bIYHO paBoTaIOT B OAHMU U TE Xe CMEHbl. OaHa u3
noKynaTenbHUL, — MOXWUNAs XXEHLUMHA, KOTOpas NOKYNaeT OAHY U Ty e ras3eTy Kaaoe yTpo, a MOMoKo u xne6
yepes AeHb. Y Hee eCTb HedhopMarnbHas 4OrOBOPEHHOCTb C OTLOM, NNATUTL 3a ra3eTy OAUH pa3 B Heaenio
no BOCKpeceHbsAM. [ipyroi nokynarernb UMeeT NPUBbIYKY AenaTb MHOFO NOKYMOK, HO Y HETO HE BCceraa xsartaer
JeHer 3annarutb 3a HUX. XOTs paHbLUe emMy NO3BONsANM 3abuparb NOKYNKM M ONNavMBarb pasHuULly nosaHee,
OH OTpMLAET CBOW AONT U OTKa3biBAeTCA OOMbLUE NNAaTUTh.

Ha Hepene, korga poautenu cembm He paboTanu HECKONLKO AHEN, NOXUNAs XeHLmMHa Obina paccTpoe-
Ha, Korga en caenanu saMmevaHue, 4YTo oHa Gepert rasety 6e3 onnarbl. [lpyroi nokynarenb yroBapuBaeT CbiHA
No3BONUTL €MY CAenaTh MOKYMKY B KPEAUT U 3aTEM NNaTuT 404epu MEeHbLUE, YEM OH Obin JOIDKEH.

Ins Toro, 4toObl n36exaTb NOBTOPEHUA NOA06HbIX Cy4aeB, CEMbS PELLAET:

- PerynsapHo npoBOAWUTb €XEAHEBHbIE COBELLAHUS;

- 3aBECTU eXeAHEBHUK ANA 3anuceil NPOMCLLECTBUIA, Hanbonee n HaMMeHee 3arpy>XeHHbIX Yacax, He-
00bI4YHbIX TEHAEHUMAX B NPOAaXax;

- 0pOpMIATbL AOrOBOPEHHOCTU C OTAENbHbIMK NOKYNaTensmMu B BUAE 3anucei B 3arMMCHOW KHWKKE W
UHAOPMUPOBAHMEM 00 STOM Ha COBELLAHUSX;

- YCTaHOBWTb NOMy4YacoBbIe NEPECMEHKM Nepes KaXaon CMeHOM AN YCTHOro oomeHa uidopmauuen;

- MEHATb CMEHbI TakuM 06pa3om, yToGbl COTPYAHMKM 3HANKM GObLLE O CBOUX MOKYyNaTensix.

7.2 KOMNEeTeHTHOCTb

OpraHusauua gomkHa:

a) onpeaensaTb HeOBX0AMMYIO KOMNETEHTHOCTbL NuL(a), BeiNonHsoWmx(ero) paboTy noa ee ynpasne-
HUEeM, KOTOpasi OKa3biBAET BMUSAHWE HA Pe3ynbTaTbl AEATENbLHOCTU U PE3yNbTaTUBHOCTL CUCTEMbI MEHe-
XXMEHTa KayecTBa;

b) o6ecneumBaTb KOMNETEHTHOCTb STUX NUL, HA OCHOBE COOTBETCTBYIOLLErO 06pa3oBaHus, NOAFOTOBKU
nunu) onbiTa;

C) TaMm, rae 3T0 NPUMEHUMO, NpeanpuHUMaThL AENCTBUS, HaNpaBneHHbIE HA MonyYyeHue Tpebyemorn
KOMMETEHTHOCTH, U OLIeHUBATL Pe3ynbTaTUBHOCTb NPEANPUHATLIX AENCTBUN;

d) perucTtpupoBaTb U COXPaHATb COOTBETCTBYIOLLYIO AOKYMEHTUPOBAHHYIO MHAOPMALUIO KakK cBuae-
TENbCTBO KOMMETEHTHOCTH.

MpuMeYaHue— MpuMeHUMbIE AEACTBUS MOTYT BKIKOMaTh, HaNpUMep NpoBedeHne oBydeHUs, HacTaBHUYe-
CTBO WNW NepepacnpegeneHne 0BsA3aHHOCTER cpenyu UMEIOLMXCA PaBOoTHUKOB; UMK Xe HaeM nuu, obnagatowmx Tpe-
ByeMbIM YPOBHEM KOMMETEHTHOCT!.

[MCO 9001:2015]

PekomeHgauuum

CMbICN 3TOr0 NYHKTa 3aKnio4aeTcsi B onpeaeneHun Tpebyemoii KOMNETEHTHOCTM ANa AOMHKHOCTEeH unu
BMAOB JEATENLHOCTU B OpraHu3aumu, KOTOpble MOTYT MOBMAUATbL HA COOTBETCTBUE MPOAYKUMM WU YCAYr Unu
YAOBNETBOPEHHOCTL MoTpebuTeneit, a Takxe B obecnevyeHun HeobGxXoaMMOi KOMMNETEHTHOCTU nuu, 3aHUMa-
IOLLMX 3TU JOSHKHOCTU UMM BLINOMHAIOLWMX 3TN BUALI AEATENBHOCTU (HAaNPUMEP, MEHEIXepbl, MOCTOSAHHbIE
pabOTHUKM, BPEMEHHbIE PabOTHUKM, MOAPSAAYUKM, NMLA, MPUBMEYEHHBIE CO CTOPOHbI).

KomneTeHTHOCTb NuL, MoxkeT 6asnpoBaTbecsa HA UX 06pa3oBaHum, 0BydeHnu u onbiTe. Jiuua, cnocobHbIe
NPOAEMOHCTPUPOBAaTL CBOKO KOMMNETEHTHOCTb, MHOTAA PacCMaTpMBAIOTCA Kak KBanuWLUPOBaHHbIE cnewuu-
anucTbl.

Opranusauus gormkHa onpefensite TPe60BaHUA K KOMNETEHTHOCTU Kak Ansi BUAOB AESATENbHOCTH, TaK
U ANS BOMKHOCTEW/yHKUMIA. OnpeaeneHHble 3agadn MoryT TpebGoBaTb CreunanbHOro YPOBHS KOMMETEHT-
HOCTU A0 TOrO, Kak OHW MOFyT ObITb BbINONHEHbI NPaBUMLHO MNK Ge3onacHo (Hanpumep, BHYTPEHHWIA ayauTt
KayecTBa, CBapKuM UNU HepaspyLlawLero koHTpons). Moxer notpe6osaTbCca KBanMPUUMpPOBaTL OTAENbHbIE
nuua ans HekoTopbIX 3agad (HanpumMep, pabota Ha aBTONorpy3yuKke, BOXAEHUE Unn reogesndeckue paboTsl).
TpeGoBaHuUsa K KOMNETEHTHOCTM MOTYT ObITh ONpeaeneHbl pasnuYHbIMW METOAAMU, TAKMMU KaK AOMMKHOCTHbIE
WHCTPYKLMU, BbINMONHEHWE ynpaXXHEHU Ans OUEHKM paboTbl npu ee aHanmse. KOMNETEHTHOCTb fvua MOXeET
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ObITb NOATBEPXKAEHA aHANMU3OM TOTO, UMEET /I OH UMK OHa COOTBETCTBYIOLLEe 06pasoBaHue, HaBbIKW UMK
OMbIT. 3TO MOXHO CAenaTb NOCPeACTBOM cobece0BaHMIA, aHanu3a pesiome, HabnioaeHui, 40KYMEHTUPOBaH-
HOM MHAOPMALIMK O NPOXOXAEHUM 00YYEeHUA UNKU AUNSTIOMOB.

Koraa nuuo B opraHusauuu He oteevaer TPeOOBaHMAM KOMNETEHTHOCTU, HEOOXOAUMO MpPEeANnPUHATL
HeobxoauMble AEeNCTBUS; Taknue AEWCTBUS MOTYT BKIIOYATh B CeOS, HO HE OrpaHUIUBATLCA ITUM, HACTaBHU-
4YecTBO, NpoBeaeHUe 0by4YeHUsi, ynpoLUeHne npouecca Takum obpa3omM, YToObl MMUO MOMNO BbIMOJSIHATL €0
YCMELLHO, UKW Ha3Ha4YeHne nuua Ha aApyryto no3uuuio.

OpraHusauusi TaKke A0MKHA OLeHUBATb Pe3ynLTaTUBHOCTb NIOOLIX NPeANPUHATLIX AeicTBuii. Hanpu-
Mep, opraHusauns MOXeT cnpocuTb paboTHMKOB, NpoLLeALLMX 0Oy4YeHUe, AOCTUMNN NN OHU, C UX TOYKKU 3pe-
HWUS, HEOOX0AMMOM KOMMETEHTHOCTM ANA BbINOAHEHUSI X paboTbl. 3TO MOXHO TaKXE€ OLEHWUTb Pa3fIUUYHbIMU
cnocobamu, BKnoyas npsMoe HabnogeHune 3a ero/ee pesynbraramu AeaTeNbHOCTU UAW aHaNU3 pe3ynbTaTos
3a4ad U NPOEKTOB.

Koraa nuuo, BeInonHsowee paboty noa ynpasneHMeM opraHu3auum, NPeacTaBnAEeT BHELLHEro NoCTae-
LMKa, MOTyT NoTpeboBaTbCs AONONMHUTENBHBbIE CPEACTBA YNpaBneHusl, Takue Kak ayauTbl NpoLeccoB, NOCTaB-
nsieMbIX BHELLHUMM NOCTaBLUMKAMU, KOHTPONb NPOAYKLUM U YCIyT, unu pa3paboTka AOroBOpoB U COrnaLleHuii
06 ypoBHEe 0OCnyXuBaHus, ycTaHaBnueaowme TpeboBaHns K KOMNETEHTHOCTU. OpraHu3aums HeceT OTBET-
CTBEHHOCTb 3a onpeeneHue HeoOXOAMMbIX AeWCTBUIN, KOTopble OyayT OTNMYaTbCsa B 3aBUCUMOCTU OT TOrO,
HaCKOMbKO KOMMNETEHTHOCTb BaXkHa B 00ecnev4eHnn cCoOOTBETCTBUA TPEOOBaAHUAM.

OpraHusauusa formkHa perucTpupoBaTtb U COXPaHATb AOKYMEHTUPOBaAHHYIO MH(popMaLMIO, KOTOpas Co-
OEepXUT CBUAETENbCTBA KOMNETEHTHOCTU paboOTHUKOB, HaNpPUMep, AUNSIOMbI, SIMLIEH3UU, pEe3lOMe MO OKOHYa-
HUK 00yYEHNS, aHANKU3bl PE3YNLTATOB AEATENBHOCTU.

Korga paboTHukn umerotr oduumansHoe noaTeepxaeHue obpasosaHusi (Hanpumep, AUNIIOM O BbICLIEM
obpa3oBaHum), Takme cepTuukaTbl MOryT UCNONBL3OBATLCA ANsl AEMOHCTPALIMK TOr0, YTO OHM Npuobpenu (Ya-
CTUYHO UNK NOMHOCTLIO) 3HaHUA, TpebyeMble AN BbINOMHEHUA uX paboTbl, HO 3TO HE 00A3aTEeNbHO O3HAYaeT,
YTO OHW CNOCOOHBLI NPUMEHUTbL 3TU 3HaHusA. Apyrue chopmbl 6onee npod)eCCUoHanbLHOW NOAroTOBKMU (Hanpu-
Mep, o0y4eHue yxoay 3a OOMNbHLIMU UMK CTAXMPOBKA B Ka4eCTBE MEXaHuKa) MOTYT Takke BKMoYaTh B ceds
CNOCOBOHOCTb MPUMEHSATb 3HAHUA U HABbIKU.

Tpumep — Ha cknade 051 nepemewjeHUs1 NPOOYKYUU UCTIONb3YIOMCs M02Ppy34UKU U 6oIbWUe 2py308UKU.
nsa eoxdeHusn 6onbuiux epy3osuxkoe pabomHukam HyXHbI Gelicmeyrowjue eéodumenscKue npaea U éHympeHHee
o6yyeHue. BoGumenam noapy3yuxkoe makxe HyxHbl ob6yyeHue u cmaxupoeka 0751 NoslyyeHusi KOMIemeHmHo-
cmu. [JononHumensHoe o6y4eHue Heo6xo0duMo maioke, Ans1 o6ecrniedeHusi NOHUMaHUSI NEPCOHaJIOM Kak criedyem
ob6pabambieamb onpedesieHHble eudbl NPodykyuu.

UHgbopmayusi o e00uUMesnbCKUX Npaeax, NPOCsyWaHHbIX Kypcax U nepuoduyvyecKux npoeepkax Moxem co-
XpaHsImbCs1 MeHedxepamu cknada Kak ceudemenbcmeo KomMremeHmHocmu.

7.3 OcBeaOMINEHHOCTb

OpraHusaumsi aomkHa o6ecneuntb, 4ToObl COOTBETCTBYIOLUME MULA, BbINONHsioOWmMe paboty nop
ynpasneHuem opraHmsauum, 6uinu 0CBeAO0MNEHbI:

a) o0 nonuTUke B 06NacTn Ka4YecTBa;

b) cooTBeTCTBYIOLMX LIENSAX B 061aCTU KaYeCTBa;

C) CBOEM BKNaje B pe3ynsTaTMBHOCTb CUCTEMbI MEHEDKMEHTA KaYeCTBa, BKIIOYas NOMb3y OT ynyulle-
HUS pPe3ynbTartoB AeSATENbHOCTH,

d) nocneacTBusx HECOOTBETCTBUA TPEOOBAHUSAM CUCTEMbI MEHEDKMEHTA KauecTBa.

[MCO 9001:2015]

Pekomenagauum

CMbICI 3TOr0 MyHKTa 3aknovaeTca B obecneyeHun oCBeAOMNEHHOCTH UL, BbIMOMHSIOLLMX paboTy nog
ynpaBneHuem opraHusauumm, o nonuTuke B 06nacTu kauecrsa, COOTBETCTBYIOLMX Liensix B 06nactu ka4yecTea,
MX BKNajae B pe3ynbTatTMBHOCTb CUCTEMbl MEHEAXKMEHTA Ka4eCTBa U NOCNEACTBUAX HECOOTBETCTBUSA TpeboBa-
HUSIM CUCTEMblI MEHEXKMEHTA Ka4ecTBa.

OcBeJOMMNEHHOCTb AOCTUraeTcs, Korga paboTHMKM NOHUMAIOT UX OTBETCTBEHHOCTb M TO, Kak UX Aen-
CTBUSA CNOCOOCTBYIOT JOCTWXEHUIO Lienen opraHusauumn. MHorue opraHusaummu goCTuraior 0CBEAOMAEHHOCTH
3a cuet obmeHa undopmaumen (cm. UCO 9001:2015, nyHkT 7.4).

TNuua, BbinonHsilowme paboTy noa ynpasrieHUEM OpraHM3auumn, MOryT AeMOHCTPUPOBaTbL CBOK OCBeE-
OOMMNEHHOCTb B MOBCEAHEBHOW AEATENLHOCTU, NOHUMAHMEM TOFO, YTO NPUEMSIEMO, A YTO HET, U npeanpu-
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HUMas COOTBETCTBYIOLLME AEWUCTBUSA, KOrda MpoLecChbl, NPOAYKUMSA U YCRyrn He OTBEYAKT COrnacoBaHHbIM
cneyudukaumaM. 3t paboTHUKM JAOMMKHLI NOHUMATb, Kakue OyayT NoCneacTBUs, ECru eCTb HECOOTBETCTBUSA
B CUCTEME MEHeaXXMeHTa KayecTBa (nepeenka, nepeBoj B OTXOAbl, HEYJ0BNETBOPEHHOCTb NoTpebuTenei,
npaBoBble NOCNEACTBUSA). B 3aBUCUMOCTH OT xapakTepa paboTbl, KOTOPYIO BbINOMHAT paboTHUKKU, AENCTBUSA
N0 AOCTUXEHUIO OCBEAOMITEHHOCTU MOTYT OTNMYaThCA.

OpraHusauus gomkHa obecneynarb NOHMMaHWe paboTHUKaMM TOrO, KAk OHW BAMSIOT Ha pe3ynbTaTuBe-
HOCTb CUCTEMbI MEHEIXXMEHTA Ka4yecTBa Npu BbINOMIHEHWM ONEPALMOHHbIX NPOLECCOB, PE3ynbTarbl KOTOPbIX
COAEWCTBYIOT AOCTUXKEHMIO YAOBMETBOPEHHOCTU NOTpedbuTenei.

OpraHusauus MOXeT A0CTUraTb 0CBEAOMMEHHOCTU Pa3fMYHbIMK CNOCOBaMu, TAKUMK Kak:

a) pasbACHEHME OXMAaeMblX Pe3ynbTaTtoB (HanpuMep, HarmaaHble UHCTPYMEHTbI, TAKUE KaK KapTUHKKU
nNpUMeMNEMbIX U HENPUEMIMNEMbIX MPOAYKLUU W YCNyr);

b) noBeaeHue NOHATHLIX TPEOOBaHUIA K MPOAYKUUW U yCRyram,

C) NPOEKTUPOBAHUE NPOLIECCOB AN 6e3yCnOBHOWN N30MALUM HECOOTBETCTBYIOLLIMX PE3YNLTATOB;

d) acHoe goBeaeHue cnocoboB 0BpaweHns ¢ NPETEH3MAMMN U NOAPOOHLIX BHYTPEHHMX LLArOB B Cnyvae
Cepbe3HbIX TEHAEHLUWUN HECOOTBETCTBUS.

OOMeH nHdopmaumen Bcex BUAOB SBNSAETCH BaXHbIM AN 06ecnevyeHns 0CBEAOMITEHHOCTU U MOXET
BKIIOYaTb B Ce0A perynsapHbIe COBELLaHUs AN aHanu3a, BCTpeun ¢ noTpedutensimMm n BHELLHUMU MOCTaBLLM-
kamu, coop uHopmayumn no obpatHomn cBaA3n n obecneyveHne Toro, YTobbl ata MHpopmauma 6bina n3BecTHa
COOTBETCTBYIOLLIMM NULIAM.

AHanu3 KOHKpeTHOM cuTyauum ona 7.3

ApXUTEKTOPY NPeCTaBUMM KOHTPAKT C Mansipom Ansi paboTbl B NpoeKTe. APXUTEKTOP YAOCTOBEPSETCS,
YTO Mansp 3HaKOM CO cTaHaapTamu NpueMku paboTbl (HanpumMep, yoexaasach, YTO Kpacka NMoXUTCS POBHO U
LBETA COOTBETCTBYIOT 0400pEHHbIM obpa3suam). KoHTponep yaoCTOBEPSAETCSH, YTO Mansp 3HAET, YTO TONLKO
apXUTEKTOP UNU KOHTPONEep MOryT AaBaTb UHCTPYKLUW.

Mepen Hauanom paboTel NPOBOAUTCA COBELLAHME C MansapoM 1 APYruMu paboTHUKaMU, HAHATEIMU ANs
BbIMONHEHUSI OTAENMbHbLIX paboT. Ha coBeLLaHnn KOHTPONEP 3HAKOMUT HAHATbLIX PAOOTHUKOB:

- € uX pornblo B 06ecneyeHnn COOTBETCTBUSI BCErO NPOEKTa YCTAaHOBMEHHbIM TPeOGOoBaHMAM;

- C NoCneacTBMSIMUM HECOOTBETCTBUSI CTaHAApTaM MPUEeMKM, TaKUMU Kak HeOoOXO0AMMOCTb nepeaenku
UK BbINOSTHEHUS APYTUX KOPPEKTUPYIOLLUX AENCTBUIA;

- € NocneAcTBMSIMU HEBbLINOMHEHWS paboThl B CPOK, BKMOYAsA NOTEPHO NOTEHUMAanbHOW paboTel;

- C NpeumyLlecTBaMm XopoLuen paboTbl BCel KOMaHAbl, YTOObI MO ee 3aBepLueHun Bce Obinu ya0BneT-
BOPEHbI (Hanpumep, AnA OyAyLLMX KOHTPAKTOB U XOPOLLUX OT3bIBOB).

7.4 O6MeH uHdopmaumen

OpraHusauus AormkHa onpeaenuTb Nopsa0K BHYTPEHHENO U BHELUHEro o6MeHa nHdpopmaumeii, 0THO-
CALLEeNCs K CUCTeME MEHEAXKMEHTA KayecTBa, BKIO4as:

a) kakas nHdopmauus dyaer nepegaBaTbCs;

b) korga 6yaeT nepeaaBatbCsl MHOPMaLMS;

C) KoMy ByaeT nepeagaBaTbCa MHOPMaLMS;

d) kakum o6pa3omM oHa ByaeT nepeaaBaThCs;

e) kto 6yget nepeaasarb MHpOPMAaLMIO.

[MCO 9001:2015]

Pekomenaauum

CMbIC AaHHOTO MyHKTA 3aknioyaerca B 00ecneyeHmmn Toro, YTo OpraHn3aums ycTaHaBnNMBaeT BHYTPEH-
HWUIA U BHELUHMI 0BMeH nHopmaunen, KOTOpbIi HE0BX0AUM M KOTOPbIA OTHOCUTCS K CUCTEME MEHEIKMEHTA
KauecTBa.

OpraHusauus AormkHa onpeaensTb 10, YTO el HeobxoauMO coobLaTh 3aMHTEPECOBAHHLIM CTOPOHAM.
3TO MOXET OTNMYaThbCA ANS1 BHYTPEHHUX U BHELUHUX CTOPOH. Hanpumep, opraHusauus MOXeT nepeaasartb
MHAOPMALMIO O COCTOSHUM CUCTEMBI MEHEDKMEHTA KayeCTBa NuLam opraHusaumm, a npu oomeHe nHgopma-
LUMEN C BHELLUHWMMW NOCTaBLUMKaMU — O CPOKaX U HOBbIX YCIOBUAX NO 3aKa3am Ha 3aKyriky.

OpraHu3auus A0MmKHa ONpeaenuTb TE CTOPOHbI, C KOTOPbIMW OHa J0JKHA 0OMeHUBATLCS MHpopMaLmelt
ANA pe3ynbTaTuBHOrO (OYHKLMOHUPOBAHUSA CUCTEMbI MEHEAXMEHTA KayecTBa. Cioga MOXXHO OTHECTU COOTBET-
CTBYIOLLME MMLA B OPraHM3aumm Ha BCEX YPOBHAX M COOTBETCTBYIOLUME 3aUHTEPECOBAHHbLIE CTOPOHbI (Takue
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Kak noTpeduTenu, BHELLUHUE MOCTABLUMKMN, UCNONb3yeMbl€ Kak MCTOMHUKM NPOAYKLUMM U YCRYT, perynupyoue
opraHbl).

Pasnunynblie MeToabl 0OMeHa nHgopmMaumen 4acto HeoGxoauMbI AN pasnUYHbIX cuTyauuii. [ns BHeww-
HUX 3aUMHTEPECOBAHHbIX CTOPOH MOXET TpebosaTbca Gonee hopmanbHbIi 06MeH UHdopMaumen, Takon Kak
npenocraBneHne oT4eToB, cneuudukaLuim, CHeToB unu cornaweHun 06 yposHe oGcnyxuBaHusa. Ona BHY-
TPeHHero obMeHa uHopMaumeit MoryT UCNOMb30BaTbCA Takue METOAbl, KaK eXEeAHEBHbIE KOHTaKTbl, pery-
nsipHbIEe COBELLAHUs B noapasaeneHuu, OpuduHrn, CoobLIEHNs NO ANEKTPOHHOW NoYTE UMK KOpnopaTuBHas
cetb. bonee opManbHbie METOAbI, TAKUE KaK MMCbMEHHbIE OTYETHI MIn paboyune cneuudukauum, MoryT 6biTb
Takke BOCTpeOOBaHbl Ans BHYTPEHHEro obmeHa uHdpopmauument B 3aBUCUMOCTHU OT XapakTepa uHdopMaumm u
TOrO, HACKOJILKO BaXXHbI T€ BONPOCHI, KOTOPbIE A0MMKHbI ObITb COOBLLEHBI.

OpraHusauma TaKke AorhkHa onpeaenuTb Toro, kTo obecneunBaetr obmeH uHdopmaumein. 1o GyaeT
3aBuCETb OT xapakrtepa obmeHa mHdopmaumein u Toro, ¢ kKeM opraHusauus oGMeHnBaeTca uHdopmaumen.
Hanpumep, BbiCLuee PyKOBOACTBO MOXET 0OMeHuBaTbCA MHopmauuein ¢ paGoTHUKaMK opraHusaumm, B TO
BpPEMs Kak Brazienew npoLecca 3akynok MoxeT 00MeHuBaTbCst uHcopMaumeli ¢ BHELLHUMUW NOCTaBLUMKAMMU,

UroObl ObITb pe3ynsTaTuBHLIM, NPOLECC 0OMeHa uHdopmaumein opraHusauum aomkeH obecneunsarb
opraHusauuio u ee paboTHMKOB CMOCOBHOCTLIO:

- mepeaasarb W nonyyarb MHopMauuio GbICTPO, U AEHCTBOBATh HA €€ OCHOBE,

- CTPOUTb AOBEPUTENbHbIE OTHOLLEHUA APYr C APYrOM;

- nepejasaTtb BaXHOCTb YAOBMETBOPEHHOCTU NOTpebutenen, pesynLTaTtoB AEATENbHOCTU npouecca
UT A.;

- MAEHTUMUUPOBATbL BO3MOXHOCTU ANA YNy4LUEHUS.

AHanu3 KOHKpeTHOMU cutyauuun ana 7.4

OpraHu3auus — UMNoPTEP BUHA Y3HAET, YTO TAMOXHSA cobupaeTcA HayaTb UCNONb30BaTb OHMAWNH-CU-
cTreMy 00paboTKu IOKYMEHTALMKU HA UMMOPT, U NOHMMAET, YTO 3TO ByAET MUMETb HEMEANEHHOE BNMSAHUE HA ero
COOCTBEHHYIO paboTy.

[ina Toro, uto6bl BCE 06 3TOM 3HanM, pykoBOACTBO HEMeANIEHHO coobLLaeT 06 3TOM U3MEHEHUMN CBOEN
HebonbLUIOW KOMaHAe, UCNOSb3ys OHNAWH-CEePBUC OAHOBPEMEHHBLIX CO00LLEHUI. OHO TaKKke paccbinaer Bo-
NpOCbl 0 HEOBXOANMBIX AENCTBUAX ANA 00CYAEHUA Ha COBELLAHUN.

PykoBoACTBO yxe copMUpOBano CneuuanbHyIo rpynny U 910 NO3BONSAET NepcoHany oGmeHMBaTbCA
UHPOPMaLMEN U TOTOBUTLCA K COBELLAHMI0. Ha coBewaHnn oHU 06CYXaaloT BNUSIHWE STOTO M3MEHEHUA Ha
ApYyrux Nuu 1 peLuatot, YTo Bnageney busHeca NnoaroTOBUT 3anUCKy ANS OTNPABKU NO AMEKTPOHHOM NoyTte no-
Tpebutensam, HO He ByAeT ee oTNpaBnsAThL, NOKa Npobnema He NoABUTCS.

7.5 lokyMeHTUpOBaHHasA uHopMauus

7.5.1 O6wKe nonoxeHus

Cucrema MeHeXMeHTa Ka4ecTBa OpraHu3aLMmn AOMKHa BKIOYaTb:

a) 4OKYMEHTUPOBAaHHYI0 MHAOpMaUuio, TpebyeMyto HaCTOALLMM CTaH4apToOM;

b) AOKYMEHTMPOBaHHYO MHOPMaLUIO, ONPeaeneHHyI0 opraHm3aumen kak Heobxoaumyto ans obecne-
YEHUA Pe3ynLTaTUBHOCTU CUCTEMbI MEHEDKMEHTA KaueCTRa.

MpuMevyaHune — OBbEM JOKYMEHTUPOBAHHON MHDOPMALMM CUCTEMBI MEHEAXMEHTa Ka4ecTBa OfHOMN opraHu-
3alMn MOXeT oTnu4aTeCsa OT 4 PYyron B 3aBUCUMOCTH OT:.

- pasMmepa opraHusauum v BUaa ee AesTeNbHOCTH, NPoLeccoB, NPoayKLUUKU 1 yCnyr,

- CNOXHOCTU NpoLeccoB U UX BSaI/IMO,quICTBI/IH;

- KOMMETEHTHOCTN paboTHUKOB.

[MCO 9001:2015]

Pekomenpauum

CMbICN HACTOSAILLIErO NYHKTA 3aKoyaeTca B ob6ecneyeHnn yBepeHHOCTH, YTO OpraHu3auus ynpaensiet
AOKyMeHTUpoBaHHoW uHdopmMaumen, Heobxoaumoi ana cootsercTeua NCO 9001, a Takke A0KYMEHTMPOBAaH-
HOW MH(pOPMALIMeid, KOTOPYIO OpraHu3aUus YyCTaHOBUNA Kak HeOBX0aUMYIO ANA pe3ynbTaTMBHOCTU €€ CUCTe-
Mbl MeHekMeHTa kayecTtBa (MCO 9001:2015, nyHKT 4.4.2).

Tam, rae UCO 9001 ccbinaeTcsl Ha «pa3paboTky, akTyanusaumio U NPUMEHEHNE JO0KYMEHTUPOBAHHOM
nHpopmaLuu», nogpasyMmeBaeTcs obecneveHue TOro, YTo MHMOpMaUUA NOAAEPKUBAETCA B aKTyarbHOM
coCTofiHMKU. Hanpumep, nHdopmaums, coaepxallasca B JOKYMEHTUPOBAHHLIX Npoueaypax, PykoBOACTBAX,
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dopmax 1 Yek-nucTax, uHpopmaums, KoTopas MOXKET XPaHUTLCA B «0ONakey u 3arpy>xeHa Ha cmMaptdOH unu
no6oe apyroe aneKTpoOHHOE YCTPOWCTBO, a TaKKe Apyras AOKyMEeHTUpOBaHHasA uHdopMauua (Takas Kak no-
nuTuka B obrnactu kavecTsa u Uenu B obnactu kayecTsa).

Tam, rae NCO 9001 ccbinaeTcst Ha «PerncTpauntio 1 CoOxXpaHeHne» AOKYMEHTMPOBAHHOW MHdOopmauum,
3T0 nogpasymeBaeT obecneyeHune Toro, YTo MHOPMaLUsl, KOTOpasi UCMONbL3YETCs ANt NPEAOCTABNEeHUs CBU-
[eTenbCTB O BbIMOSHEHUU UIU HEBbLINONMHEHUM TPEDOBaHUSA, 3alUMLLIEHa OT NOGOro UCKaXKEHUS UM HEeCaHK-
LIMOHMPOBAHHOMO M3MEHEHUS (38 UCKIIOYEHNEM CUTYaLUK, KOrAa A0mMkHA ObiTb NPOBEAEHA COrMacoBaHHas
KOppeKuus).

B uenom MCO 9001 He coaepKUT HUKAKMX KOHKPETHbIX YKa3aHuii N0 06beMy He0OX0AMMOM JOKYMEHTU-
poBaHHOW UHGopmMauumn. OH ByaeT pasnuyaTbCA OT OpraHU3aLmMm K OpraHu3anum B 3aBUCMMOCTU OT pa3mepa
1 CIIOXXHOCTMW Onepawmnii U NpoLeccoB; NoTpebutens, 3akoHOAaTENbHbLIX U HOPMaTUBHLIX NPaBOBLIX TpeboBa-
HWIA; U KOMNETEHTHOCTU BOBMEYEHHbIX NuL. Hanpumep, AokymeHTUpOBaHHas uHdopmaumsa, Heobxoaumas
ansa HebonbLUON nekapHu, ByaeT npolle U MeHee 0ObLEMHAsA, YeM Ta, KoTopasi Heo6xoauma Ans NPOU3BO-
autens aBToOMOGUIbHBIX KOMNOHEHTOB, KOTOPbIA UMEET 0cobbie cneumduieckue TpeboBaHus noTpedutenen
(3aKoHOaaTenNbHbIE U HOPMATUBHbIE NMPABOBLIE), BKIIOYAsi ;OKYMEHTUPOBAHHYIO MH(DOPMaLMIO BHELLHETO Npo-
UCXOXOEHUA, KOTOPas AOIHKHA ObITb BKMIOYEHA B CUCTEMY.

7.5.2 CospgaHue u akTyanusauma

Mpu co3gaHum n akTyanusauum AOKYMEHTUPOBAHHON MHAOPMAaLUM OpraHu3auust AOIDKHA COOTBET-
CTBYIOLLMM 06pa3om o6ecneunTb:

a) uaeHTUdMKaLMIO 1 onucaHue (Hanpumep, Ha3BaHue, Aara, aBTop, CCbINMOYHBIA HOMED);

b) dopmat (Hanpumep, a3bik, BEpCUsi NPOrpaMmHoro obecneyeHusi, rpachmyeckue CpeacTea) U HOCU-
Tenb (Hanpumep, ByMarkHbIN UNKU NEKTPOHHBIN);

C) aHanu3 u ogobpeHne ¢ TOUKMU 3PEHUSA NPUFOAHOCTU U aAeKBaTHOCTMU.

[MCO 9001:2015]

PekomeHaauum

CMbICN HACTOALLEro NyHKkTa — obOecrneyeHne yBepeHHOCTU B TOM, UTO, KOIZla OpraHu3auus Co3naet u
aKkTyanuaupyet JOKYMEHTUPOBAHHYIO MHPOPMALMIO, OHA UCMONb3YEeT COOTBETCTBYIOLLME CNOCOOLI MAEHTU(DU-
Kauuu, popmat 1 HOCUTENb, a TAKXKE B TOM, YTO 3Ta MH(hOpMALIMA NepPecMaTpPUBaAETCA U YTBEPXKAAETCS.

[okymMeHTMpoBaHHaA WHOPMaLIMA AOMKHA BKIIOYATb B ce0A MAEHTUdUKALUNOHHBIE NPU3HAKN U ONU-
caHue. CyLuecTByeT MHOIO METOAO0B ANSA 3TOro, TakMe Kak YCTaHOBMEHWe TUTYNBLHOMO NUCTa, Aarbl, aBTopa,
CCbINTOYHOrO0 Homepa (Mnu KOMOMHaUMA AByX unu Gonee 3TMX METOAOB), KOTOPbIE OpPraHU3aLUs MOXET UC-
nonL30BaThb Ana onpeaeneHns uHopMaLum u ee craryca.

OpraHusauumsa 4omkHa yctaHaesnuaatb popMar aAnsa AOKYMEHTUPOBAHHON UHopMmauuu. OpraHm3auus
MOXET UCNONb30BaTh ByMaHble, SMEKTPOHHbIE UMKN TY W APYIyi0 KONMUM ANsi NpeaoCTaBNEHUst OKYMEHTU-
poBaHHOW MHpopMaumu. CneayeT Takke yunTbiBaTb, Kakas BEpCUsi NporpaMMHoOro obecneuexusi byaer mc-
nosib30BaThCA, TaK K&K BNOMHE BO3MOXHO, YTO HE BCE MOMb30BaTrenu OyayT MMETb AOCTYN K OZHOW M TOM Xe
BEpCUU. HEKOTOPLIM OpraHu3aunsaM, BO3MOXHO, NOTpebyeTca pacCMOTPETL BONPOC O NPEAOCTABNEHUN JOKY-
MEHTUPOBaHHO MH(OPMaLuK Bonee Yem Ha OJHOM SA3bIKe, OCHOBLIBAsICh HA KYNLTYpe OpraHu3aLuu.

OpraHusauus 4omKkHa YCTaHOBUTb METOAbI ANS NPOBEAEHUA NEPECMOTPa U YTBEPXKAEHUSA ee JOKYMEH-
TUPOBAHHOI MHAOPMaLUK, HANPUMEDP, HAa3HAYeHWe onpeaeneHHoro paboTHUKa C HaaeneHneM NOfIHOMOUUIA
AnA yTBePKAEHUSA AOKYMEHTUPOBAHHON MHAOPpMALIMK.

7.5.3 YnpaBneHue OOKYMEeHTMPOBaHHOW MHopmaumen

7.5.3.1 [JokymeHTMpoBaHHas Hdopmauus, Tpebyemasi CUCTEMON MEHeIKMEHTA KayeCcTBa U HacTos-
UMM CTaHAApTOM, AOMMKHA HAXOAUTLCS Mo ynpasneHueM B Lensx obecneyeHus:

a) ee OCTYMHOCTU U NPUTOAHOCTHU, FAe U KOraa oHa Heobxoauma,

b) ee pocraTtouHoit 3aLuTLl (HaNpUMEp, OT HECOONAEHNSA KOHMAEHLMANBHOCTU, OT HEHaANEeXaLle-
ro UCNonb30BaHWUA UNKU NOTEPU LIENOCTHOCTH).

[MCO 9001:2015]

PekomeHaauum
CMbICH 4@HHOTO NYHKTa 3aKno4yaeTcsa B 06ecnevyeHnm 4OCTYMHOCTU AOKYMEHTUPOBAHHOW MHCbOpMaLmMK
Ha COOTBETCTBYIOLLEM HOCUTENE NPU HEOOXOAMMOCTU U €€ aAEKBATHON 3aLLMTDI.
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OnpeenuBLUMCL C TEM, Kakas JOKyMEHTUpPOBaHHaA uHgopmauus Heobxoauma AN CUCTEMbI MEHea-
>XKMEHTa Ka4yecTBa, OpraHu3auus AorkHa obecneunTb ee 40CTYNHOCTb AN BCEX COOTBETCTBYIOWUX obnacren,
nogpasgeneHui, BnajenbLes NpoLEeccoB U T. 4. Takke cneayer paccMOTPETL NpeaocTaBneHne COOTBETCTBY-
I0LLE JOKYMEHTUPOBAHHOW MH(OPMALIMM COOTBETCTBYIOLLMM BHELUHMM 3aUHTEPECOBAHHbLIM CTOPOHAM, KOr4a
NpoAYKLUS M YCIYTW NOCTaBNAOTCA U3BHE. [IOKyMEHTMPOBAHHAA MHpopMaLms AOMmMkHA ObITh NPeACTaBNEHA B
dopme, nogxoasLLen AnA npeanonaraemoro UCNosb30BaHus, HanpuMep, NMCbLMEHHoe cornaiueHne o6 ypos-
He 00Cny>XMBaHNUA ANA BHELLHETO NOCTABLUMKA YCMYT MU MHAOPMAaLMs 0 napamMeTpax npoLecca B 911EKTPOH-
HOM Buae, KOTOpasa MOXET ObITb 3arpy>KeHa B MHTEpdelic npouecca.

OpraHusauus 40mKHa NpoAYMaTh YPOBEHE, HEOOX0AUMBI ANA yNpaBneHus JOKYMEHTUPOBAHHO MHAOp-
Mauuein COOTBETCTBYIOLLMM 06pa3oM, y4UTLIBASA TaKKe HOCUTENb, HA KOTOPOM OHa COAEPXUTCA. YNpaBneHue
BKMIOYaET B ceba AOCTYNHOCTb, pacnpeaernieHne u 3aluTy, Hanpumep, oT NOTepU, HENPaBUITbHOMO UCMOSb30-
BaHWA U HenpeaHaMEPEHHbIX U3MeHeHun. OpraHusauums 4omkHa obecnednTs Hanuuue HeoBxoguMbIX CPeacTB
ynpaBneHusi, Kak 4aCcTu CUCTEMbI JOKYMEHTUPOBAHHOW uHdopMaLmmu, n ooMeHa nidopmMaumen, Ytobbl rapaH-
TUPOBATb €€ 3aLmMTy OT NOTEPU, HENPABUILHOTO MCNOMb30BAHUSI UMW HENpeAHaMEPEHHOT0 U3MEHEeHUA. 3TO
MOXXHO cAenaTb MHOTMMM CrocoBamu, BKITKOHAs 3MEKTPOHHbIE CUCTEMBI C NPABOM TOJILKO HA UTEHUE U 0Cobble
paspeLleHua Anst 4oCTyna K pasHbIM YPOBHAM, 3aLLMTY NaponeM unu MAeHTUPULMPOBAHHLIM BXOAOM. YpO-
BEHb YNPaBMNEHUsA MOXET OTNMYATLCA B 3aBUCUMOCTU OT TOrO, FA€ AOKYMEHTUMPOBaHHasA MHpOpMaLUs AOMKHa
ObITk 4OCTYMHON, HANPUMEP, YBENUYEHNE OrPaHUYEHIii JOCTYNa AN BHELUHUX CTOPOH. Bonpockl MHGopmaLu-
OHHOI 6e30NaCHOCTU U PE3EPBHOIO KOMMPOBAHUS AaHHLIX AOIKHbI ObITh TaKXKe NPUHATLI BO BHUMAaHUE.

7.5.3.2 OnA ynpaBneHuss JOKYMEHTUPOBAHHON MHpopMaUmMen opraHu3auus AOIkHa npegycmarpu-
BaTb Creaylowme AEeNCTBUSA B TOW CTENEHWU, HACKOMNBLKO STO NPUMEHUMO:

a) pacnpeaeneHue, obecnevyeHne ee JOCTYNHOCTM U MOUCKA, a TaKXe UCMOSIb30BaHUE;

b) XxpaHeHue u 3awmTy, BKNoYasa coxpaHeHue pasbopuymBoCTy;

C) ynpasrneHue usMeHeHussMu (Hanpumep, ynpaeneHme Bepcusamm);

d) cobniogeHne CPOKOB XPaHEHUA U NOPAAKA YHUUTOXKEHUS.

JokyMeHTUpOBaHHasA MHOPMALUA BHELLHETO NPONCXOXAEHMS, OnpeaeneHHasi opraHusauuen Kak He-
obxoaumas AnsA NAaHMPOBAHWUA M (PYHKLMOHMPOBAHUS CUCTEMbI MEHEAKMEHTa KadecTBa, AOSkHA ObiTb
COOTBETCTBYIOLLMM 06pa3oM UAEHTUDULMPOBAHA U HAXOAUTLCA NOA YNpaBneHUeM.

HokymeHTupoBaHHas nHopmaLms, perucTpupyemas U CoxXpaHsemMas B Ka4ecTBe CBUAETENLCTB COOT-
BETCTBMSA, JOJKHA ObITb 3aLUMLLEHA OT HENPEAYMbILLNEHHbLIX U3MEHEHUIA.

MpumedvaHue — [ocTyn nogpasyMeBaeT paspeLleHie ToNbKO NPOCMOTpa JOKYMEHTUPOBAHHOM MHOpMaLK
UInKM paspeLleHre NPocMoTpa C MOSTHOMOUUAMM MO BHECEHUIO UBMEHEHMIA B AOKYMEHTUPOBAHHYIO MHGOPMaLMIO.

[MICO 9001:2015]

PekomMeHpauuu

CMbICI HACTOSALLEr0 NYHKTA — 00EeCnevynTb yBEPEHHOCTL B TOM, UTO YNpaBneHnUe J10KyMEHTUPOBAHHOM
WHGOPMaLMeii BKIOYaET pacnpeaeneHue, AOCTyN, MOUCK U UCTONb30BAHUE, XPAHEHWE U 3aLUUTY, ynpaBne-
HUE N3MEHEHUAMMU, CO6J‘I}OJ:|,eHl/Ie CPOKOB XpPaHEHUA N nopaaka YHUYTOXKEHUA. 310 TaKkke NPUMEHAETCA K A0-
KYMEHTUPOBAHHOW MHPOPMALIMM BHELLHErO NPOUCXOXIEHUSA, €CNN OHa onpeaerieHa opraHu3auuen Kak He-
obxogumas Anst NNaHUpoBaHUs U PYHKLUMOHMPOBaHUSA CUCTEMbI MEHEIXKMEHTA KadecTBa. PacnpeaeneHue
JOKYMEHTUPOBAHHOW UHOPMAaLMKU MOXKET KOHTPONMPOBATLCA PA3NUYHBIMU METOAAMMU.

YcTaHOBMB CUCTEMY AN YNpaBneHus pacnpegeneHmeM U JOCTYNOM K 4OKYMEHTMPOBaHHOW MHdopMa-
LMK, opraHu3auus 3arem JorpkHa npoaymartb Kak XpaHUTb, NOAAEPXKMBATb U YHUUTOXAaTb MH(pOpMaumio no
Mepe HeobxX0AMMOCTU C TEHYEHUEM BPEMEHMN.

[oKkyMeHTUpoBaHHasA MHAOPMAaLUA MOXKET MEHATLCS U PA3BUBATLCS C YIYyYLLEHUEM NPOLIECCOB OPraHu-
3auUun 1 ee CUCTEMbl MEHEAXKMEHTA Ka4yecTBa.

HeobxoanMo Takke NpoayMaTh, Kak yctapesLuasa JOKYMEHTUPOBaHHAs MHhopMaLmMs NoaLe PXKUBAETCH,
XPaHUTCA U n3BneKaeTcqa npu HGOﬁXOﬂMMOCTVI AnAa nocneayrowero nCnonb3oBaHus.

JorkeH ObITb PACCMOTPEH BOMPOC yNpaBneHus BEPCUsIMU, KOTAa opraHu3auust onpeaensieT cpeacraa
pacno3HaBaHWA TEKYLLEN JOKYMEHTUPOBAHHON MHpOpMaLIMmM 1 yCTapeBLUei, U paspabaTtbiBaeT cpeacTaa ans
obecneyeHust Toro, YTobbl MCNONBL30BANACh TONMbKO AKTyarbHas AOKYMEHTUPOBAHHAsA MHOPMALIUA.

XpaHeHue yctapeBLuein OKYMEHTUPOBAHHOM MHPOPMALIMK MOXET BbITb BaXkHbIM. [JOKyMEHTUPOBaHHAas
WHGOPMaLMA [OMKHA NOAAEPKUBATLCA HA COOTBETCTBYIOLLMX HOCUTENAX AN obecneyveHust 3almTbl U CO-
XpaHeHus pasbop4MBOCTU, HAaNPUMEP, ANA paccneioBaHUs NPETEH3UA CNYCTA roabl NOCne NPoM3BOACTBA, B
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pesynbrarte Yero MoryT noTpeboBaTbCA apXvBHbIE AaHHbIE O NMPOM3BOACTBE, UMW ANA Lenei MeHegXMeHTa
3HaHWA opraHusaumn. Cpokn xpaHeHus AN JOKYMEHTUPOBAHHOW MHAOPMauuM MOTryT ObiTb YCTAHOBMEHbI
TpeboBaHMAMM 3aKOHOAATENbHLIX 1 HOPMATKUBHbIX MPABOBbLIX AKTOB, TPEGOBAHUAMM KOHTPaKTa UM MOryT
ObITb ONpPeAeneHbl opraHu3aumen (B 3aBMCMMOCTI OT Cpoka cnyxBbl ee NpoayKuuM unu ycnyru). 4nsa yHuy-
TOXEHWUSA YCTApEeBLUEH W HEHY>XHOW JOKYMEHTUPOBAHHON MHAOPMaLMM OpraHu3auusa AOIHkKHa paccMOTpeTh
BOMNpPOC 06 ynpaBneHMn KOHpuAEHUManbHbIMU AaHHBIMU (HANPUMEP, NUYHOW UNKU KOHDUAEHUMUANBHOW WUH-
dopmaument) B NPOLIECCE YHUUTOXKEHUA.

Ecnun gokyMeHTUpoBaHHas MHAOPMaLMS BHELLHETO MPOUCXOXKAEHUA onpeeneHa opraHnusaumen Kak He-
obxoanmas Ans NNaHMpPOBaHUA U PYHKLMOHUPOBAHUA CUCTEMbI MEHEI)KMEHTA Ka4yeCTBa, TO OHa JOMKHa BbITb
MAEHTMULMPOBAHA COOTBETCTBYIOLMM 0OPa3oM M YNPaBnATLCA Tak e, Kak U Apyras AOKYMEHTMPOBaHHas
nHdopmaumsa. Croga MOXET OTHOCUTLCA JOKYMEHTUPOBaHHAA MHAGOPMaLMA OT NoTpebuTenei unu BHELUHEro
MOCTaBLUMKA, Takas Kak YepTexu, 3aAaHHble METoAbl UCTbITaHWIA, NnaHbl BbIGOPKKU, CTaHAAPTLI UMM OTYETHI O
kanubposke. Ocoboe BHUMaHUE AOMKHO ObITb YAENEHO YNPaBeHUIO KOHUAEHUMANbHLIMW AAHHBIMMU.

Ecnu gokymeHTMpoBaHHas nHopmaLmst COXPaHAETCA Kak CBUAETENLCTBO COOTBETCTBUA, TO OHA [ 0IK-
Ha ObITb 3aLUMLLEHA OT HENPEAHAaMEPEHHbIX U3MEHeHuii. OpraHusaums gormkHa paspeLuaTb TONbKO yrnpaens-
eMblIli JOCTYN K TAKOW MHAOPMAaLUK, TO €CTb aBTOPU3OBAHHbIV AOCTYN AN COOTBETCTBYIOLUMX nuu, paboTato-
LLMX OT UMEHU OpraHusaLmu, UM orpaHUYEHHbIN ANEKTPOHHLIA JOCTYM, TAKOW KaK «TOMBKO ANA YTEHUA», Npu
HeobXxoaMMOCTH.

8 [leATenbHOCTb HA CTaAUAX XU3HEHHOTO LMKIa NPoAyKuUn 1 ycnyr

8.1 NMnaHupoBaHue u ynpaesneHue OeATESIbHOCTbLIO HA CTaAUAX XKU3HEHHOIO LIMKIA npoayKuMmn
uycnyr

OpraHuzauus AOmKHa MraHupoBaThb, BHEAPSTL NPOLECCHI (4.4), He0OXxoaUMbIE ANA BLINOMHEHUS Tpe-
OOoBaHWI kK NOCTABKE MPOAYKLMW U NPEAOCTABNEHUIO YCAYT U ANS BbINOSIHEHUA AEWCTBUIA, ONPeAENEeHHbIX B
pasaene 6, 1 OCYLLECTBNSATL YNPaBeHUe STUMKU NPOLIECCaMU NOCPEACTBOM:

a) onpeaeneHus TpeboBaHUI K NPOAYKUUMW U yCRnyram;

b) ycTraHoBnEeHus kputepues Ans:

1) npoueccos,
2) npueMKu NpOAYKLIMKN W YCNyT;

C) onpeaeneHusi pecypcos, HEOOX0AUMBIX AN AOCTUXKEHUSI COOTBETCTBUS TPEOOBaHUAM K NPOAYKLUN
n ycnyrawm;

d) ynpaBneHusi npoueccamu B COOTBETCTBUM C YCTAHOBINEHHLIMU KPUTEPUSIMU;

€) onpeaeneHusi, pa3paboTku, akTyanu3auum U NPUMEHEHUs], @ TaKKe PErMCTPMPOBAHUA U COXPAHEHUA
AOKYMEHTMPOBAHHOW MH(popmaLum B 06beme, He0OX0AUMOM ANS:

1) obecneyeHunsi yBepeHHOCTU B TOM, YTO NPOLECCHI BLIMOMHANUCH TakK, Kak 310 Obino 3annaHupo-
BaHO,
2) AN AEMOHCTPaLKU COOTBETCTBUSA NPOAYKLMM U yCnyr TpeboBaHusAM.

Pesynkrarbl TAKOro NnaHUPOBaHUS OIDKHBI ObITh MOAXOAALLMMU ANS AEATENbHOCTM OpraHn3auuu.

Opranusauwﬂ AOJDKHA ynpasnATb 3anfaHnpoBaHHbIMU UBMEHEHUAMU U aHANU3UpPOoBaTb NOCNeACTBUA
HEeNPeayCMOTPEHHbIX U3MEHEHUN, NPeANPUHUMANA, NPU HEOOXOAUMOCTHU, MEPbI MO CMAMYEHUIO NMIODbIX He-
raTUBHbIX BO3EUCTBUN.

Opranunsauus gomkHa obecneumBarb, YTOObI NPOLECCHI, NEepPefaHHble BHELULHMM OpraHuM3auusiM, Ha-
XOAUNUCL NOA ynpasneHuem (8.4).

[UCO 9001:2015]

PexomeHngauum

CMbICH HACTOSILLErO NYHKTa — 06ecnevnTb YBEPEHHOCTb B TOM, YTO OpraHu3auus NnaHupyeT, BHeapseT
M ynpasnsieT npoLeccamu, He0OXoAMMbIMU AN NPOU3BOACTBA NPOAYKLUMM U NPEAOCTaBNEHUSA YCNYIU, BKNIO-
yasi nobble NPoLIeCChl, MOCTaBNseMbIE€ BHELLHMMM nocTaBLmkamu (cm. MCO 9001:2015, nyHkT 8.4).

Pucku, BO3MOXHOCTM M uUenu B oOnacTu kayecrsa, OnNpeAeneHHble MNpu MNaHUpPoBaHUM (CM.
NCO 9001:2015, pasgen 6), BkMo4asa NOTEHUMArbHbIE U3MEHEHUs], ABMSIIOTCS KIMIOYEBbIMU BXOAHLIMU AaH-
HbIMK AN PaCCMOTPEHUS NPU NNAHUPOBAHUU U YNPaBREHUU AEATENbHOCTLIO, a TAKKE NPU YCTaHOBREHUN
KpUTEPUEB ANA NPOLIECCOB U KPUTEPUEB NPUEMKU NPOAYKLMUU U YCAYT.
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OCHOBbIBasACb Ha XapakTepe U CMOXHOCTU MPOLECCOB NPOM3BOACTBA MPOAYKLUUM U NPeaoCTaBnNEHUA
ycnyr, opraHusauum notpebyerca onpeaenuTb Kakue pecypcbl HEOOXOAMMbBI MU AOCTATOMHO MM UMEIOLWMXCA
pecypcos.

3dbekTUBHBIE CpeACTBa ynpaBneHnst Heobxoaumbl Ans:

- NOATBEPXEHUs1 COOTBETCTBUSI KPUTEPUSIM;

- obecneyeHust Toro, YTo HaMeYeHHbIe pe3ynbTaTbl AOCTUTHYTHI;

- onpeaeneHust MecCT, rae HeoOX0AUMbI YIyYLLIEHUS.

Kputepuu u conyTCcTByIOLLAA NOAAEPXKMBAIOLLASA AOKYMEHTMPOBAHHAs UHOpPMaLmMs SBRSIOTCH BbIX0A-
HbIMW AaHHbLIMWU NNAHMPOBaHUS.

BbIxoAHblE faHHbIE TAKOro MIaHUMpoOBaHUS NOTpebyeTcA UCNONb30BaTb B KA4ECTBE BXOAHBLIX AAHHBIX
Ans (byHKUMOHMPOBaHUSA B opraHusauuu. OHK Takke MOryT noTpeboBaTbCs ANg MCNONb30BaHUA notpebure-
NSAMM UMK BHELLHMMK NOCTaBLUMKkamu. OHU AOMKHbI XPAaHUTLCA B NoAxoAsLiemM popMare u HocuTene ansa Tex,
KOMy noTpebyercst UX UCMONb30BaTh.

Mpu NnaHMpoBaHWUM AEATENLHOCTU U KPUTEPUEB YNPAaBNEHUs OpraHM3auus AomkHa paccMaTpuBarh 3a-
NJaHUPOBAHHBIE U MOTEHUMATIbHbLIE HEMPEAHAMEPEHHbIE U3MEHEHUS U TO, KaK 3T U3MEHEHUS MOTYT NOBINU-
SITb HA AEATENbHOCTb.

Mpu nnaHupoBaHUM NpPOLECCOB NPEAOCTaBMEHUS NPOAYKUMM WM yCnyr MPOLECChbl, NnepeaaHHble Ha
ayTCOPCUHI, AOMDKHbI HAXOAUTLCA NOA YNPaBfEeHWEM OpraHW3auuu, €Crim OHU UMEIOT OTHOLLEHUE K ee Cu-
cTeMe MEeHeIKMEHTa KayecTBa. YnpaBneHue AO0rmKHO obecneumBaTrbCsl MOCPEACTBOM NPUMEHEHUA Tpe-
6oBaHMM AnNa ynpaBneHWsi nNpoueccamu, NPOAYKUUEN U ycryramu, nepeaaHHbiM BHELLHMM MOCTaBLUMKAM
(cMm. NICO 9001:2015, nyHKT 8.4).

8.2 TpeGoBaHuA K NPOAYKLUMM U yCIyram

8.2.1 CBAa3b ¢ norpeburensmmu

CBsi3b C NOTPEOUTENAMM OIDKHA BKIMIOYATD:

a) obecneyeHne nHpopmauumei 0 NpoayKUMKU U ycnyrax;

b) 06paboTKy 3anpoCOB, KOHTPAKTOB UMM 3aKA30B, BKMIOYas UX U3MEHEHUS;

C) NOny4YeHue OT3LIBOB O NPOAYKLUMM U yCnyrax oT noTpeburenei, BkNoYas NnpeTeHsun notpebutenen;

d) o6paLueHune nnu ynpasneHue coOCTBEHHOCTbIO NOTpeduTenel;

€) YyCTaHOBMeHue cneuuanbHbix TpeboBaHWi K AENCTBUAM, NPeaANPUHUMAEMBbIM B HENPEABUAEHHbIX
ob6cToATENLCTBAX, TAM [4€ 9TO YMECTHO.

[MCO 9001:2015]

PekomeHgauumu

CMBICN HACTOSALLEro NyHKTa 3aknioyaercs B obecneyeHmn npo3pavyHoro obMmeHa uidopmaumen mexay
opraHusauueii u ee notpebutenem npu onpeaeneHun TpeboBaHUi K NPOAYKLUK U YCRyram, KOTOPbI€ AOSMKHbI
GbITb NPEAOCTABIMEHBI.

B cootetcTBMM ¢ NCO 9001:2015 [nyHKT 8.2.1, nepeuncnenuns a)—e)] opraHusauyus aosmkHa:

a) NnpeaocTaBnsATe NOAPOOHbIE AAHHbIE O MOCTABNAEMbIX MPOAYKUWKM UnK ycnyre Tak, YTobbl noTpetu-
Tenb NOHMMAN TO, YTO eMy mpeanaraercs; sta uHdopMaumsa MoxeT ObiTb NepeaaHa NOCPEACTBOM BCTpeu,
HeGonbLmMx GpoLltop, canTa B cetu NHTepHeT, no TenedoHy unu nioGbiM ApyruMm NOAX0AALLMM CNOCOOOoM;

b) pasbACHUTB:

- Kak notpebutenb MOXeT CBA3aTbCA C OpraHu3aumen, ytobbl 3agartb BONPOCHI UNW 3aka3aTb Npo-
OYKUMIO UMK yCnyru;
- Kak opraHusauus 6yaet mHopMUpoBaTh NoTpebutens o No6bix COOTBETCTBYIOLLMX U3SMEHEHUAX;

C) yCTaHaBnNMBaTb COOTBETCTBYIOLLME CNOCOOLI nonyyeHust uudopmaumm ot notTpedutens, CBA3aHHON ¢
BONpOCamu, NpobneMammn, NPETEH3NAMMU, NONOXKMTENBHLIMU MW OTPULATENbHBIMU OT3bIBAMU; METOAbI BKMIO-
4aloT B ce0f, HO He OrpPaHNYUBAIOTCA STUM: NPSMbIE NEKTPOHHbIE NUCbMA MK TenedOHHbIe 3BOHKW, OHNAaNH
onpocel, cnyx0bl NoaaepKku NnoTpedutenei, NMMUHbIE BCTPeYH;

d) o6ecneunsarb UHHOPMUPOBAHUE NOTPEOUTENS O TOM, KaK OpraHM3auusa pacnopsaXxaeTca u ynpasnser
COBCTBEHHOCTLIO NoTpeduTens, npu Heo6xoaAUMOCTH;

e) obecneunsatb ynpexaaioliee UHdopMmpoBaHue NnoTpebutens o BO3MOXHbIX Npobnemax u aeicTeu-
AX, KOTOPblEe MOTYT ObITb NPEANPUHATLI, €CNU BO3HUKAET Takas NOTPpeBHOCTb, YTOGLI M3bexaTb HeraTUBHOIO
BNUSHUA HA BbINONHEHWE TpeboBaHuii NOTpeduTENs; CI0AA MOXHO OTHECTM CUTYaLUK, Takue Kak NPUpPOAHbIE
KaTacTpodbl, NOroaa, TPyAOBbIE CMOPbI, A€PULIMT CbIPbSA UMK 3aNMACHbIX BHELLHUX NOCTABLUMKOB.
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Takoi o6MeH nHdopMaLmen No3BONAET NOTPEOUTENIO NOHATD, YTO OPraHM3aLmMsl MOXET UM HamepeBa-
€TCA NPEefoCTaBuTb, @ TAKKE YTO OpPraHn3aums B COCTOAHUU NOHATb UNW NOATBEPAUTL NOTPEGHOCTU U OXmAa-
HUA notpebutenen.

8.2.2 Onpegenenune TpeboBaHMM K NPOAYKLMU U yCRyram

Mpu onpeaeneHnu TpeboBaHUi K NPOAYKLIMU U YCnyram, KOTopble GyayT npeanaratbcst NoTpedutenam,
opraHusauus AomkHa y6eauTbes, uTo:
a) TpeboBaHusa K NPOAYKLMU U yCIyram onpeaerneHbl, BKNoYas:
1) NPUMEHUMbIE 3aKOHOAAaTESbHbIE U HOPMAaTUBHBIE NPaBoBble TPeGOBaHUS;
2) Tpe6GoBaHUs, pacCMaTPUBAEMbIE OPraHU3aLMEN KaKk HEOGX0aUMbIE;
b) MOXeET BbINOAHATL TPEGOBAHMS K NPOAYKLUMM W YCIyram, KOTOpbIe OHa Npeararaer.

[MCO 9001:2015]

Pekomengauum

CMbICN HACTOALLErO NyHKTa — 06ecneunTb YBEPEHHOCTL B TOM, YTO OpraHu3auus onpeaensietr pebosa-
HUA K ee Npoaykuuu u ycnyram. 3tu TpeboBaHusi MOryT ObITb OonpeaeneHbl C yYeTOM:

a) HasHa4YeHus1 NPOAYKLIUM UIN YCIYTU;

b) noTpeGHocTEN ¥ OXMAaHUIM NoTpebuTenen;

C) COOTBETCTBYIOLLMX 3aKOHOAATENbHbIX U HOPMATUBHBIX NPABOBbLIX TPEOOBAHMIA;

d) Tex TpeGoBaHui, KOTOPbIE PACCMAaTPUBAIOTCA OpraHu3aumeli kak Heobxoaumele (HanpuMep, Konuye-
CTBO AeTarnen, HassaHue haitnos, NPOCNEXMBAEMOCTb BHYTPU OpraHu3auum).

OpraHmsauuu HGOGXOLIVIMO obecneunBaTb BbINONHEHWE 3asIBNEHUSI B OTHOLUEHWUU npeanaraemMmbix eto
NPOAYKUMM U ycnyr. 3agBneHne — 310 YTBEPKAEHUEe opraHMsauumn O ee NpoAyKuuu 1 ycnyrax, a Takke ux
0COBEHHOCTAX U XapaKTePUCTUKAX, KOTOPLIE OHA MOXET NpeAoCTaBuThL NOTpedbutenio. Hanpumep, NnocTaBLUMK
ycnyr MIHTepHeTa MOXET 3asiBUTb O CKOPOCTU 3arpy3ku Ha ero caiirte B ceTu MIHTepHeT; nponssoauTens nopra-
TUBHBIX KOMMbLIOTEPOB MOXET 3a8BUTbL B OPOLLIOPE O €MKOCTM aKKyMynaTopa; npousBoauTenb aBTomMoounen
MOXET 3asiBUTb 06 9KOHOMUM TOMMUBA B PEKIIAME; UMK CTPAXOBasA KOMNAHWUSA FOBOPUT, YTO OHA obecneunBaer
24-yacooe o6cnyxuBaHue.

OpraHusauusi 4OSMKHA PaCCMOTPETL Takue (hakTopbl, Kak:

[OCTYIMHbIE PECYPChI;

- NPOU3BOACTBEHHLIE MOLLHOCTH;
NPOU3BOACTBEHHYIO HArpys3Ky;
BpemMsa A0CTaBKK.

MexxayHapoaHbIii cTaHaapT [2] coaepxuT pekoMmeHaauumn o npasunax NoBeAeHusl, KOTopble OTHOCATCA
K BblpaboTKe 3asABMNEHUA.

8.2.3 AHanu3 TpeGoBaHU K NPOAYKLUUN U yCAyram

8.2.3.1 OpraHusauus gomkHa ybeautbes, 4To obnagaer cnoCOGHOCTLIO BLIMOMHATL TpeboBaHUSA K
npoayKUMK U ycryram, KOTopble OHa npeanaraet notpeburenam. OpraHusauusa 4oMmKHA NPOBOAUTL aHanNu3,
npexae 4Yem NpUHSATbL 005A3aTenbCTBO NMOCTABMTL NPOAYKUMIO MM NpeaocTaBuTh yCnyrm norpeburensm,
4YTOObI YyYeCThb:

a) TpeboBaHusA, yCTaHOBMNEHHbIE NOTPedUTeneM, B TOM Yncre TpeboBaHUA K MOCTaBKe U AEATENbHOCTU
nocne noCTaBKu,

b) TpeboBaHusi, He 3asiBNeHHbIE NnoTpebuTenemM, HO HeOBX0aUMbIE ANt KOHKPETHOTO UK Npeanonara-
€MOr0 MCMONb30BaHUS, KOTAa OHO U3BECTHO;

¢) TpebOBaHUsI, YCTAHOBIEHHbLIE OpraHn3auunei;

d) 3akoHOaaTENbHbIE U HOPMAaTUBHbLIE NPaBOBLIE TPEGOBAHKSA, NPUMEHUMBIE K NPOAYKLMMW U YCRyram;

€) TpeboBaHMA KOHTpaKTa UK 3aKkasa, OTNMYaloLWMecs oT paHee cOPMYNUPOBAHHbBIX.

OpraHusauus gomkHa obecneyuntb, YTOObI Oblnu NPUHATLI peLleHnsa No TpeboBaHUSAM KOHTPaKTa Unm
3aKasa, oTnu4yarwmmca oT paHee yCTaHOBMEHHbIX.

Ecnu notpebuTtens He BbiABUraeT AOKYMEHTUMPOBAHHbLIX TpeBoBaHMiA, OpraHu3auus AormkHa NoaATBep-
AUTb ero TpeboBaHNs A0 NPUHATUS K UCTIONTHEHWUIO.

MpumMeyvaHUe — B HeKOTOPLIX CUTYaLMSIX, TaKUX Kak NPoAaxu, ocyLlecTsrnseMble Yepes VIHTEpHET, NpakTuye-
CKM HellenecooGpasHo NpoBOAUTE oULManbHbIN aHanus kaxporo 3akasa. BmecTo sToro aHanma MOXeT pacrnpocTpa-
HATBCA Ha COOTBETCTBYIOLLYIO MHEOPMaLMIO O NPOAYKLMM, TaKyto KaK KaTaroru.

[MCO 9001:2015]
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Pekomengauum

CMbICI HACTOSAILLEro NMyHKTa — 06ecnevuTb yBEPEHHOCTb B TOM, YTO OpraHu3auus NnpoBOAUT aHanu3
00513aTenbCTB N0 OTHOLLEHUIO K NOTPEOMTENIO U HANMMYUA Y Hee BO3MOXHOCTM BbINOMHATL 3TU 0bA3aTenLcTea.
AHanu3 no3sonser opraHu3aLmmn CHUXXaTb PUCK BO3HUKHOBEHUSI NPOGNeM B Npouecce BbINONHEHUS onepauuii
1 nocre nocraeku.

B coorsercreumn ¢ UCO 9001:2015 [nyHkT 8.2.3.1, nepeuncneHuna a)—e)] opraHusauma OsmKkHA aHanu-
3MpOBATb:

a) Heo6xoANMOCTb B AECTBMAX MO NOCTABKE M NOCE NOCTABKM, TAKUX KaK TPAHCNOPTMPOBKA, 00y4eHue
nonb3oBarenen, yCTaHOBKa Ha MeCTe, rapaHTMPOBaHHOe 0OCHY>XMBAHNE, PEMOHTHI, Cnyx6a noaaepxku;

b) MOryT nn GbITb BLINOMHEHLI NoApPasyMeBaemMble TPEOOBAHUA, T. €. NPOAYKLUMA UK ycnyra AOSHKHbI
ObITb B COCTOAHUU YAOBMETBOPUTL OXKUAAHMSA NOTPEOUTENA (T. €. HOMEP B FOCTUHULE, KaK 0XKMAAETCA, AOSDKEH
ObITb YNCTLIM U 06ecne4nBaTbCA OCHOBHBIMM YAOBCTBAMU, @ NEPCOHAN FOCTUHULLI AOSDKEH ObITb BEXIIMBLIM
M YCNYXXNUBbLIM; NUTLEBASA BOAA AOIDKHA ObiTh 6e3onacHomn ansa ynotrpebnexus);

C) AononHuTenbHbIe TPeboBaHKSA, KOTOPLIE OpraHU3aumnsl peLlaeT BbIMONHATL, YTOObI NPEB3OUTU OXU-
Aanusa notpebutenen, NOBLICUTL YAOBNETBOPEHHOCTL NOTPEOUTENEN UM COOTBETCTBOBATL BHYTPEHHUM NO-
nuTUKamMm;

d) 661 NK yYTEHBI U PACCMOTPEHBI NPUMEHUMBIE 3aKOHOAATESNbHLIE U HOPMATUBHbLIE NPABOBbIE Tpe-
GoBaHus;

€) 66Ny N BHECEHbI M3MEHEHUs B J0rOBOP UK 3akas.

Ecnu cywiecteyeT pasHuua mexay paHee onpegeneHHbiMu TPe6oBaHUAMU U TEMU, KOTOPbIE YKa3aHbl B
[JOroBOpe Unu 3akase, opraHmsaumm HeobxoauMO CBA3aTLCA C NOTPeBGUTENEM U YCTPAHUTL AaHHbIE PA3NUYUA.

Ecnu notpebutens He npefocTaBun 4OKYMEHTUPOBAHHOTO 3asBreHus o ero TpebosaHusx, Hanpumep,
aenas 3aka3 no TenedoHy unm no yCTHOW UHCTPYKUMKU, TpeBOBaHMA A0SMKHBI ObiTh NOATBEPKAEHDLI Y NOTpe-
GuTtens Jo TOTo, Kak npoaykumsa unu ycnyra 6yayt npoussefeHbl (Hanpumep, B peCcTopaHe caenaHHblin 3akas
MOXET BbITb 03BYy4YEH NOTPEOUTEN!O).

8.2.3.2 OpraHusauusa gomkHa permcTpupoBarb U COXPaHATb AOKYMEHTMPOBaAHHYIO MHOPMAaLMIO, Ha-
CKOINbKO 9TO NPUMEHUMO, B OTHOLLEHUMU:

a) pe3ynsraTtoB aHanusa,

b) noBbIX HOBbIX TPEBOBAHWII K MPOAYKLUK U YCIyram.

[MCO 9001:2015]

PekomeHgauumn

CMbICI 3TOrO NyHKTA 3aKMO4YaeTcs B 00eCneYeHnn perucTpauum U COXpaHeHUs JOKYMEHTUPOBAHHOM
UHGOPMaLMM ANa AeMOHCTPaLUMKU OKOHYATENbHOrO COrnalleHus ¢ noTpebuTeneM, BKMIOYasi KOPPEKLMKU UNu
U3MEHEHUSA, a Takke ANst AEMOHCTPaLMmM TOro, YTo TpeboBaHUsA MOryT ObiTh BbINOMHEHbI.

B cooteetctBum ¢ MCO 9011:2015 [nyHKT 8.2.3.2, nepeuncneHuns a)-b)]:

a) pe3ynbrartbl aHanuaa mMoryT BbiTb COXpaHeHbl Ha nobom noaxoasLeM HocuTene, HanpuMmep, pecro-
paH MOXET COXPaHATb B MUCbMEHHON UMM B 3NEKTPOHHON chopMe AeTanu 3aka3a 0 TOM, YTO 3akasan norpe-
OuUTENb; KOMMAHMS MOXET BbIOMPaTh, PErMCTPUPOBATL U COXPAHATL OTAEINbHbIE ANEKTPOHHbIE COO0LIEeHns 00-
MeHa MHdopMaLuuen ¢ noTpedutenem, B TO BPEMS Kak MO CIOXHOMY CTPOUTENbHOMY NMPOEKTY MOXET BECTUCH
noapoOHbI 0T4YET 06 aHanu3e BbIMONHUMOCTH NPOEKTA;

b) ecnu npu aHanuse BbIBNEHO AOMOMHUTENLHOE UMM U3MEHEHHOe TpeboBaHWe, AOKYMEHTMPOBAH-
Has MHopmMaums AoMmkHa ObITb akTyanu3upoBaHa Mnu AONONHEHa, YTobbl obecneunTs hukcaumio HOBOro
TpeboBaHus (HanpUMep, SNEeKTPOHHaa nepenucka No U3MEHEHUIO 3aKa3a Unu paspeLueHue HeAOoMOHUMAaHUA
OOMKHbI ObITb COXPAHEHbI).

3Ta AOKYMEHTMPOBAHHAast MHAOPMaLUsi MOXKET MOCIY>XUTb OCHOBOW 1Sl aHANorMyHbIx OyayLmx corna-
LUEHWIA C HOBbIMW UM HACTOSILLMMM NOTpedUTEnsiMu.

8.2.4 N3ameHeHus TpeGoBaHMiA K NPOAYKLMM U yCIyram

Ecnu TpeboBaHus kK npoayKuumn U ycriyram U3MeHeHbl, OpraHu3aums omkHa obecnevutsb, YtoObl B CO-
OTBETCTBYIOLLYIO OKYMEHTUPOBAHHYIO MHCOPMAaLMIO BblnM BHECEHBI NONPABKX, @ COOTBETCTBYIOLLMI Nep-
coHan 6bin NOCTaBNEH B U3BECTHOCTb 00 M3MEHMBLLMXCH TPEOOBaHUSIX.

[NCO 9001:2015]
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Pekomengauum

CMbICN HACTOALWEr0 NyHKTa — 0becneynTb YBEPEHHOCTb B TOM, YTO COOTBETCTBYIOLLME nuua (BHYTpU
M BHE OpraHuMsauuu) ocBegomneHbl 00 u3aMeHeHusiX B TpeboBaHMAX K Nnpoaykumn u ycnyram. OpraHusaums
JOIpKHa BblbpaTh noaxoasawmin Metoa obmeHa uHcbopmaumeit u perucTpauuu, U akTyanusaumum Heobxoaumon
JOKYMEHTUPOBAHHOW MH(POPMAaLUK, TAKOW Kak COOOLLEHUA B 3NEKTPOHHOW NoYTe, NPOTOKONbI 3aceaaHnit unu
UCNpaBneHHbIN 3aKas.

8.3 MNpoekTupoBaHue U pas3padboTka NPoAYKLUMU U yCnyr

8.3.1 O6wue nonoxeHms

OpraHusauus AomkHa paspaboTtarb, BHEAPUTbL M NOAAEPXUBATL NPOLIECC NPOEKTUPOBAHMA U pa3spa-
GOTKM, MoAXoAsALLMi Anst 00ecreyeHns NocreayioLero NPou3BoAcTBa NPOAYKLUMU UMK NPEAOCTaBNEHUS
ycnyru.

[MCO 9001:2015]

Pekomenpauun

CMbICIN HACTOSILLEro NyHKTa — 0BecneynTb YBEPEHHOCTb B TOM, YTO OpraHusauus paspabarbiBaert, BHe-
APAET U NoAAepXUBaET NPOLECChl NPOEKTUPOBAHUA U pa3paboTku C Lenblo 06ecneveHns Toro, 4To NpoayKUMS
U ycnyru oTBe4aloT TpeboBaHUAM, KOTOPbIE ONPEAENnsIOT XapakTepUCTUKM NPOAYKLUM U ycnyr. OpraHusauus
AOMKHA paccmaTpuBaTh CpeAy OpraHu3auuu, BKYas COOTBETCTBYIOLME 3aUHTEPECOBAHHbIE CTOPOHbI, NPU
onpeaeneHun obnacrTu NPUMEHEHUs1 CUCTEMbI MEHEeAKMEHTA kadecTBa (cM. UCO 9001:2015, nyHkT 4.3), Tak
Kak aTa obnacrb onpeaensieT npumeHeHue TpeGoeanuii UCO 9001:2015 (nyHkT 8.3).

HekoTopbIM OpraHu3aLmsiM MOXET noTpeboBaTbCs paccMoTpeTb Bce TpeboBaHUA K NPOEKTUPOBAHWUIO U
pa3paboTke, B TO BpeMsi Kak APYrMM opraHm3auus notpebyeTca pacCMOTPETb TONbKO HEKOTOPbIE U3 3TUX Tpe-
G0oBaHMI, TAKMe Kak USMEHEHUS B POEKTUPOBaHWUK U pa3paboTke unm oomeH nHdopmauueii ¢ notpebutenem.

Hanpumep, opraHusauuu, npou3BoAsiueil COOCTBEHHYI0O HOMEHKNATypy Benocuneaos, HeEO6xoauMo
paccMmartpuBaThk TpeGoBaHUSI K NPOEKTUPOBAHUIO U pa3paboTke AN HOBOW MM MOAMMULMPOBAHHOW NPOAYK-
uumn. OpraHusaumm, NPoM3BOAALLEN NPOAYKLIMIO TOYHO NO NPOEKTY NnoTpebutens, He0bxoaMMo paccmaTpueaTb
TpeboBaHus K NPOEKTMPOBaHWUIO U paspaboTke TOMbLKO B criyuae, Korga notpebutens aenaer Aopabotky B
NPOEKTE NN ecTb UHPOPMALIMA O UBMEHEHUN NPOAYKLIMM.

AHanoru4yHo kogeiiHe, pabotatowein no dpaHLM3e, MOXKET NoTpeboBaTLCA OTBEYATb MEHLLUEMY KO-
nu4yectBy TpeOOBaHUI K NPOEKTUPOBAHMUIO U pa3paboTke, YeM HE3aBUCUMON kodpeiiHe, KOTOpas NPUHUMAET
COBCTBEHHbIE peLLeHUSA B OTHOLLEHWM NPOAYKLMU, OChOPMITIEHUS U MapKeTUHra. B HEKOTOPLIX Cy4asx opraHu-
3aUmMsA MOXET peLUnTb NPUMEHATb TpeBoBaHMS K NPOEKTMPOBaHNIO U pa3paboTKe K ee onepaLyoHHbIM NpoLec-
caMm, OCHOBbIBAsiICb Ha 06MNacTu NPUMEHEHUsI CUCTEMbI MEHE)KMEHTA KavecTBa, TpeboBaHusax notpeburens,
3aKkoHoaaTeNbHbIX U HOPMaTUBHBIX MPaBOBbIX TpGﬁOBaHMﬂX nnn ncxoaga n3 ny4wmx 6I/I3HeC-I'IpaKTI/IK.

lMpumep — Mpumepbi, K02da He06x00UMO yHecmb mpeboeaHUsT K MIPOeKMUPO8aHUIo U pa3pabomke:

- nopmHoli, komopsill nony4yaem 3anpoc om nompebumens dob6asums KyCOK mKaHU Ha niambe U Ko-
cmiom;

- Hebonbwoll Ma2a3uH, ¥ Komopozo ecmb creyugukauyus 0na nHeemamuyveckold Myghmsl, u nompebu-
mene mpe6yem usMeHeHUs1 Ha nocadKy, komopble mpebyrom HacmpolKu Mygpmbi;

- ¢huHaHcoeasi KOHCYnbmupyrowas opaaHu3ayus, Npoekmupyrow,as u paspabameiearoujasi cepeuchl, Ko-
mopkle oHa npednazaem ceouM rnompebumesisimM 1o ynpaesieHUo ux nopmaeensamu akyul;

- o6pa3oeamesibHasi opaaHu3ayusi, Komopas npoexkmupyem u pa3pabambigaem ceou y4yebHkle npozpam-
Mbl.
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NPOLIECC NPOEKTUPOBAHUA U PASPABOTKU

Maen nnu Tpe6osanus k ObpaTHas cBsi3b
Hosomnm | | MnaHnpoBaHme +_ OT nonb3oBarene
MoAUULIMPOBaHHON 1NN pbiHKa B OT-
npoAayKu1n HOLLEHWUW NOKasa-
l Tenew npoayKuun
OnpepneneHve nyenyr
BXOAHbIX AAHHbIX [aHHble 0 pesynb-
l TaTax 4eATEnNbHO-
CTW opraHu3aumm,
BuinonHeHnne AHanus, BKMIOYasA UBMEHe-
NPOEKTUPOBaHNA Bepudrkaums, HUA
1 paspaboTku le—| BanMaaums
B ynpasnsembIx v opyrve
YCnoBusix COOTBETCTBYIOLLME
i AencTens
PesynsTaTviBHbIE Mpoaykums n
1 MNorHble _| ycnyru, rotoeble
BbIXOAHbIE ANA nponssoa-
AaHHble CTBa 1 NocTaBkn

PucyHok 3 — YnpolleHHas guarpaMma npotecca npoeKTMpoBaHUs U pa3paboTkn U B3aUMOCBA3b aHanuaa,
BepudukaLum 1 BanuaLum B pamkax aToro npowecca

8.3.2 NMnaHupoBaHue NPOEKTMPOBaHUA U Pa3paboTku

Mpu onpeneneHun STanoB M CPEACTB YNpaBneHWsl NPOeKTUpOBaHWEM W pa3paboTkoin opraHu3auus
JOMmKHa paccmaTpuBarhb:

a) xapakTep, NPOAOIMKUTENBHOCTb U CIOXHOCTb PaboT N0 NPOEKTUPOBaHUIO U pa3paboTke;

b) TpebyemMble cTagun npouecca, BKNOYaAsA NPOBEAESHNE NPUMEHUMBIX aHANMU3O0B MPOEKTUPOBAHNA U
paspaboTku;

¢) Tpebyemble A€NCTBUA B OTHOLLEHMM BEpUdMKaLMKU 1 Banuaauum NPOEKTMPOBaHUA U pa3paboTku;

d) 0653aHHOCTU, OTBETCTBEHHOCTb U NOSIHOMOYKSA B 06/1aCTU NPOEKTMPOBAHUS U pa3paboTku;

€) BHYTPEHHNE U BHELLUHWE pecypcbl, HE0OX0AUMbIE ANA NPOEKTUPOBAHUSA U pa3paboTkn NpoayKLMU 1
yenyr;

f) HeoOXx0AMMOCTE B ynpaBneHUM B3auMOAECNCTBUAMU Mexay nuuamu, y4acTByOLUMMKM B npoLecce
NPOEKTUPOBAHMUA U pa3paboTKy;

g) HeobX0AMMOCTL BOBMEYEHUs1 NOTpebuTenen u nonb3osarenel B NPOLECC NPOEeKTMPOBAHUA U pas-
paboTtku;

h) TpeboBaHusa Ana nocneayioLwero NPOU3BOACTBA NPOAYKLUUU N YCAYT;

i) YypOBEHb ynpaBrneHUs NPOLECCOM NPOEKTUPOBaHUA U pa3paboTku, oxmaaeMblii NoTpedutTenamu u
APYrMMU COOTBETCTBYIOLLIMMU 3aMHTEPECOBAHHBIMW CTOPOHAMM;

j) MOKYMEHTMPOBaHHYI0 MHpOpPMALMIO, HE0BX0AUMYIO ANS AEMOHCTPALMK BbINONIHEHUs TpeboBaHuii K
NPOEKTUPOBaHUIO U pa3paboTke.

[MCO 9001:2015]

PekomMeHgauumn

CMbICI HACTOALLErO NyHKTa — 06ecnevnTb YBEPEHHOCTL B TOM, YTO OpraHn3auusl BbIMOSHAET MilaHu-
poBaHWe NPOEKTUPOBAHUSA U paspaboTku AN onpefenieHus AeNCTBui U 3aaad. 3TO NaHupoBaHue A0IMKHO
BKIOYaTb B ceba paccMoTpeHue AeiCTBUIA, KOTOpble onpedeneHbl kak Heobxoaumbie (cm. MCO 9001:2015,
pasaen 6 u nyHkT 8.1), 1 KOTOPbIe MOTYT NOBNUATL HA Pe3yNnkTaThbl 3anaHMPOBAHHON AEeATENbHOCTH, NOTPEeo-
HOCTU B pecypcax, a TakKe Ha YyeTkoe onpeaeneHvne MYHKUMIA U OTBETCTBEHHOCTH, U 00513aHHOCTEN.

TpeboBaHUsl 4aHHOTO NYHKTa COAEPKaT Psif KMIOYEBbIX SMIEMEHTOB A5 PACCMOTPEHUSA B XOA € MIaHUpo-
BaHMS NPOEKTMPOBaHUs u paspabotkn. B cooteetcTBun ¢ MCO 9001:2015 [nyHKT 8.3.2, nepevncnenusa a)—j)]
OHM BKIKOYAIOT B ceds:
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a) CNOXHOCTb NPOAYKLIMKM UIK YCRyr (Hanpumep, NOBTOPEHUE NPOEKTA, HOBbIN NPOEKT, Ha3Ha4YeHue Npo-
AykTa u ycnyru, ousnyeckue xapakTepUCTUKM, TAKME Kak npeanonaraeMas npoaosPKUTENbHOCTL unu 06bemM
ycnyru) n hakTopbl, Takue Kak TpeboBaHus K MOCTaBKe;

b) HeobxoAUMbIE 3Tanbl, BKMIOYAA MPUMEHUMbIA aHanM3 NPOeKTUPOBaHUA M paspaboTtku (Hanpumep,
obLuee NpoekTUpoBaHue, AeTanM3MpoBaHHOE NPOEKTUPOBAHUE), a TaKke Bepudukauumio (Hanpumep, BCe nu
pa3sMepbl HagnexawmM obpa3oM ykaszaHbl Ha TEXHUYECKOM YepTexe) u Banuaauuio (Hanpumep, npobHoe
NpOW3BOACTBO UMK UCNbITAHUE YCNYTu);

C) AeATENbHOCTbL N0 Bepudukauum U Banuaauuu ans obecneyeHus Toro, YTo BbIXOAHbLIE AaHHbIE YAOB-
neTBOPSAIOT TPEOOBAHMSAM K BXOAHBIM AAHHBIM, U YTO MONYYMBLUMECS NPOAYKUUA U YCNyru yAOBMETBOPAIOT
TpeboBaHusaM AN yka3aHHOrO NPUMEHEHUS UMW NpeanonaraemMoro UCMofnb30BaHus;

d) onpegeneHue HeoBXOAWMbIX OTBETCTBEHHOCTU M NOMHOMOYMI NULL, Y4aCTBYIOLUMX B NpOLECcce npo-
eKTMPOBaHMA 1 pa3paboTku;

€) HeobxoauMble BHYTPEHHME W BHELLUHME pecypchbl (Hanpumep, 3HaHUsi opraHu3auuu, 06opyaoBaHue,
TEXHOMOIMMW, KOMNETEHTHOCTL, NOAAEPXKKa OT NOTpedbuTenei n BHELLHMX NOCTABLUMKOB, BPEMEHHbIE PAaBGOTHU-
KW, KOAEKCbI UMK CTaHAapThbl, CoAepKaLLUMe TEXHUIECKYIO MHOPMALUIO);

f) obmeH nHdopmaLuein Mexay TeEMU, KTO BOBINIEYEH B NMPOLIECC NPOEKTUPOBaHUSA U pas3paboTku, npu-
HUMasi BO BHUMaHWE KONMMYECTBO BOBMEYEHHbIX NUL, U Hanbonee pesynbTatuBHble cnocobbl 06MeHa MHGOop-
Mauuen, Takme Kak BCTpeyn, TENeKOMMYHUKALMK, NPOTOKOSbI;

g) NoTeHuManbLHOe BOBMEYEHUE NOTPEOMTENEN U NONb3oBaTenen B AeATENbHOCTb N0 NPOEKTUPOBAHUIO
n paspaboTtke (Hanpumep, MOHUTOPUHI NOTpebuTenem Ha MecTe, UCnbiTaHusl noTpebureneM, uccnegoBaHus
notpeburenem unu noTpedUTENLCKUIA ONbIT);

h) T0, uTO HEOOXOAMMO NKLIAM B OpraHn3auuu Ansi NpOU3BOACTBA NPOAYKLMM UNKU NPEAOCTaBNEHUA YC-
nyru (Hanpumep, YepTexu, cpeactasa obecnedeHusi, Cbipbe, KpUTepun NpUemMKm);

i) Oknaaemble ypOBHU YNPABMNEHUS, ONPEAENEHHbIE NOTPEOUTENAMU MU IPYTUMMN 3aUHTEPECOBAHHBLIMK
CTOPOHaMW B OTHOLLEHUM MPOLIECCOB (HanpuMep, NpoBepkM 0e30MacHOCTU ANS MEAULMHCKUX U3AENUN Unn
neTaTerbHbIX annapaToB); TaM, rA€ He YCTAaHOBIEHbI CPEACTBa YNpaBneHusl, onpeaeneHHble notpebutenem
UM Nonb3oBaTeneM, opraHM3auus A0PKHA YCTAHOBUTbL Kakue CpeacTBa ynpaBreHusi He06XoAuMbI, NPUHK-
Mas BO BHUMaHWE XapakTep NpOoAyKLUMUM U YCIyr;

j) AokymeHTMpoBaHHaa uHdopmaums, Heobxogumas Ana Toro, YToObl NOKA3aTb, BLIMOMHEHbI NN Tpe-
6OoBaHNA K NPOEKTMPOBAHMUIO U pa3paboTke M BLINOMHAETCA NU NPOLECC Haanexawmm obpasom Ha aTanax
aHanu3a, sepudukaLumn u Banuaauum; Takaa Kak nnaHbl N0 NPoeKkTam, NPOTOKONbI BCTPEY, 3aBepLueHne aein-
CTBMIA, OTYETbI 00 UCMILITAHUSAX, YEPTEXU, paboune MHCTPYKLMKN N Anarpammbl NOTOKOB NpoLIECCa.

8.3.3 BxogHble AaHHble AnA NPOEKTUPOBAHUA U pa3paboTkn

OpraHusauus AomkHa onpeaenuTb TpeboBaHMA, UMEIOLLME BAXKHOE 3HAaYEHUe AnA KOHKPETHOro BUAA
NpoeKTMpyeMbIX U paspabarbiBaeMbix NPOAYKLMK 1 ycnyr. OpraHn3auus 40mkHa pacCMOTPETh:

a) (byHKLMOHAMbHBIE U SKCNNyaTaUuuOHHbIEe TpeboBaHus;

b) uHcopMauuio, NONMyYEHHYIO U3 NPeablAYLIEN aHANOTMYHOW AEATENbHOCTU NO NPOEKTUPOBAHUIO U
paspabortke;

C) 3aKOHOAATENbHbIE U HOPMATUBHLIE NPABOBLIE TPEBOBAHUS,

d) ctanaaptbl UnNu CBOAbLI NPaKTUK, KOTOPbIE OpraHn3auusa obasanacb NPUMEHATD;

€) BO3MOXXHbI€ NMOCNEACTBUSA HEYAAYM, CBA3AHHbIE C XapakTepoMm NPOAYKLMU 1 YCITYT.

BxogHble AaHHbIE A0IDKHbI ObITb a1€KBATHLI LENSIM NPOEKTUPOBAHUA M pa3paboTku, a Takke ObiTh
NONMHbLIMU U HENPOTUBOPEYUBbLIMU.

MpoTUBOpPEUMSs: BXOAHBIX AAHHBLIX NPOEKTUPOBAHUA U Pa3pabOTKu AOMKHbI ObiTb Pa3pELLEHbI.

OpraHu3auus A0ImKHa PErMCTPUPOBATh U COXPAHATL AOKYMEHTUPOBAHHYIO MHOPMALMIO MO BXOAHBLIM
AaHHbIM NPOEKTUPOBAHUA M pa3paboTKu.

[UCO 9001:2015]

Pexomengauum

CMBbICI HACTOALLETO MyHKTa — 0becneunTb yBepeHHOCTb B TOM, YTO OpraHu3auus onpeaensieT BXOAHbIe
OaHHble AN NPOEKTOB MO NMPOEKTUPOBAaHMIO U pa3paboTke, Kak OAUH U3 BUAOB AEATENbHOCTU NPU NIaHu-
poBaHUM NPOEKTUPOBAHUS U pa3paboTke. 3TU BXOAHbIE AaHHbIE AOMKHbI ObITb OAHO3HAYHLIMU, MOMHLIMKU U
cornacylowmmMucs ¢ TpeboBaHUsIMU, KOTOPbIE ONPEAENSIOT XapakTepUCTUKU NPOAYKUUM unu ycnyru. B coor-
sBetcTBuUM ¢ MCO 9001:2015 [myHKT 8.3.3, nepevncnenusn a)—e)] opraHmsauust 4OomKHa paccMaTpuBarh:
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a) PyHKLMOHambHbIE U SKCMnyaTauuoHHble TpeGoBaHus, onpeaeneHHbie norpeburenamu, noTpebHo-
CTSMM pblHKa UMK opraHusaumeil, Hanpumep, He0OXOAMMBIN XXU3HEHHDIW LIMKN eauHULBI 060pyaOBaHWA; nam-
na, obecneynBaroLas onpeaeneHHoe KONMYecTBO CBETa, UMK ycnyra, NpeaocTaBnsieMas B TeYeHue onpe-
JErneHHOro BPeMEHM; MaLLMHA, KOTOPas MOXET AKCMIyaTupoBaThCs B 6€30MacHOM pexxmMe; TPAHCNOPTHbLIN
NOTOK Ha foporax;

b) uHdbopmauuio U3 npeablayLein aHaNorMYHoM AeATENLHOCTU NO NPOEKTUPOBAHUIO U pa3paboTke, Ta-
KYIO Kak ¢hanbl N0 NPOeKTaM, YepTexu, cneumdukaumum unu npoiaeHHoe obyyeHune, KOTopas MOXET ynyy-
LWUWTb Pe3ynbTaTUBHOCTb U MO3BONWUTL OPraHU3aLumn pasBUBaThb XOPOLUME NPAKTUKKU UNn n3beratb owmbok;

C) 3akOHOAAaTerNbHbIE U HOPMATUBHLIE NPaBOBbIe TPEOOBAHMSA, KOTOPbIE OTHOCATCA HENOCPEACTBEHHO K
NpoAYKLMU unu ycnyre (Hanpumep, npasuna TeXHUKM 6e30MacHOCTM, 3aKOHbI O NMULLEBOI TMIMEHE) UAK K NPO-
W3BOACTBY 9TON NPOAYKLMM unu ycnyru (Hanpumep, obpaLyeHme ¢ XMMmKaTamm, KOTOpOe SIBAIAETCH YacTbiO KO-
HEYHOro NPoAyKTa; TPaHCNOPTUPOBKA UMK APYrMe MeXaHM3Mbl JOCTABKU; HOLLIEHUE nepyaTrok NPy NpoBeaeHun
MEAULMHCKOTro 06CnyXMBaHUSA; CAaHUTaPHO-TMrMeHnYeckne TpeboBaHUA AN pecTopaHa);

d) ctaHgapTbl UNU NpakTUYECKMe npasBuna, KOTopble opraHu3aums NpuHana (Hanpumep, oTpacnesbie
KOAEKCbI, CAHUTAPHbIE HOPMbI U HOPMbI 6€30MAaCHOCTH);

€) noTeHunanbHble NOCNeACTBUA HeyAay B CBA3WM C XapaKTepoM MPOAYKUMW U YCNYr; Takue Heyaauu
MOTYT HaxoAuTbCA B AMana3oHe OT NoTeHuuanbHO dpatanbHbIX (HaNnpUMep, B Criydae nroxoro NnaHupoBaHus
6e30nacHOCTUN JOPOXKHOTO ABUXEHUA, KOTOPOE MOXET NPUBECTU K aBapusiM) A0 (PaKTOpPOB, KOTOPbIE NPUBOAAT
K noTepe yaoBNEeTBOPEHHOCTU NOTpebuTenen (HanpuMmep, HECTOMKME YepHUNa Ha TKaHWU BeZyT K NoTepe uBeTa
UIN OKPALLUBAHMIO).

MpumeHuMbIe BXOAHbIE AAHHbIE AMS NPOEKTMPOBAHUA U pa3paboTkm AOIMKHLI PErMCTPUPOBATLCS U CO-
XPaHATLCA B BUAE JOKYMEHTUPOBAHHON MHADOPMALMKU. 3TN BXOAHbIE AAHHbLIE MOTYT UMETb KOHKPETHYIO CCbiS1-
KY Ha creyunarnbHble HOPMbI U MpaBunia uimM TEXHUYECKUE YCIioBusl, CoaepaLmMecs B nraHax npoekra.

Ecnu TpeboBaHus K BXOAHBIM JaHHbIM NPOTUBOPEUMBLI UINU €CTb TPYAHOCTU C X UCMONb3OBAHUEM UMH
JOCTUXEHWEM, OpraHu3auusi AOMKHA BbINOMHUTL AEWCTBUA MO pa3peLleHuio Takux BOnpoCcoB.

8.3.4 CpeacTBa ynpaBneHus NPOeKTUPOBaHUEM U Pa3paboOTKON

OpraHusauus AomkHa NPUMEHSATb CPEACTBA yNpaBneHUs NpoLeccoM NPOeKTMPOBaHUA U pa3paboTku
Ans obecnevyeHns yBepeHHOCTW B TOM, YTO:

a) pe3ynbrarbl, KOTOPbIE AOMKHbI ObITh JOCTUTHYTLI, ONPeAENEHbI;

b) npoBeneHbl aHanW3bl ANA OLEHUBaHWS CNOCOBHOCTU PE3yNLTaTOB NPOEKTUPOBAHUA U pa3paboTku
BbINOSMHUTL TpeboBaHus;

C) nNpoBefeHbl AEUCTBUA NO BEpUdMKaUUKU B LeNsax o6ecnedeHns COOTBETCTBUS BbIXOAHLIX AaHHbIX
NPOEKTUPOBAHMA U paspaboTkn BXOAHbIM TPEGOBAHUAM K NPOEKTUPOBAHUIO U paspaboTke;

d) npoBeaeHbl AelCTBUA MO Banuaauuu B Lensx obecnevyeHns COOTBETCTBUSA FOTOBOM NPOAYKLMU W
ycnyr Tpe6oBaHMAM K yCTaHOBNEHHOMY NMPUMEHEHUIO MM HAMEYEHHOMY UCNOSNb30BaHUIO;

€) NnpeanpuHATbLI HE0OX0AMMbIE AENCTBUA NO BbIABNEHHLIM NPOGNemMaM B xoae aHanu3a unu sepucu-
Kauuu u Banuaauum;

f) OKyMEHTUpOBaHHAA MHOpMaLms 06 aTUX AENCTBUAX 3apEerucTpupoBaHa u CoxpaHeHa.

MpuMedaHue — AHanIU3, BepudUKkaLms U BaNUAaUUS NPOEKTUPOBAHUSA W Pa3paboTKN UMEIT pasnndHble
Lenu. OHW MOTYT BIMOMHATLCS MO OTAEMNBHOCTU UAWN COBMECTHO, HACKONBKO 3TO NPUMEHUMO K NPOAYKLIMU W yCnyram
opraHusaLum.

[MCO 9001:2015]

PekomeHaauumn

CMbICI HACTOALLEro nyHkTa — o6ecneyntb yBEPEHHOCTb B TOM, YTO MOCHE TOFO KaK BXOAHbIE AAHHbIE
onpeaeneHbl, AeATeNbHOCTb N0 NPOEKTMPOBAHMUIO U pa3paboTke U CPeACTBa yNPaBNEeHUA peanu3oBaHbl B CO-
OTBETCTBMU C NNaHMpoBaHuemM Ans obecneyeHus pesynsTaTMBHOCTU npouecca.

[eATeneHOCTE NO aHanu3ay, Bepudukanmmn u Banuaaunmn ABNAETCA CYLLECTBEHHON NPU yNpasneHun npo-
LieCCOM NPOEKTUPOBAHMWA U pa3paboTku, NOSTOMY WX BbINOMHEHNE AOMKHO ObiTb pe3ynbTaTUBHLIM. AHanNU3,
BepuduKaLuio U BanMaauuilo MOXHO BbIMOMNHATL Kak OAWH OTAENbHbIN NPOLECC MU Kak OTAENbHbIE BUAbI
aesrenbHocTn. B cootBerctBumn ¢ MCO 9001:2015 [nyHKkT 8.3.3, nepeuncnenuna a)—f)] opraHusayma gomkHa
obecneunTs:

a) YTO BECb NepCoHarn, BOBIIEYEHHbIN B AEATENbHOCTL NO NPOEKTUPOBAHUIO U pa3paboTke, 0CBEAOM-
NeH U MOMHOCTLIO NOHMMAET TpeboBaHusi NOTpPedUTENs UNKU KOHEYHOTO NONbL30BATENA, @ TAKKE KOHEYHbIN
HaMeuYeHHbIN pe3ynbTaT; OTKIOHEHUs OT 3Tux TpeGoBaHuiA, HaNpUMep, NPY NNAHUPOBAHUU NOBBILLEHUS JKC-
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nnyaTalMoHHbIX XapakTePUCTUK NPOAYKLUUK, HEOBXOANMO PACCMOTPETL OTHOCUTENLHO Pa3fuyYHbIX PakTopos,
HanpuMmep Takux, Kak NPOCTOTa UCNONb30BaHUS;

b) npoBeaeHne aHanusa 3annaHMpoBaHHbIX 3TanoB NPOEKTUPOBAHUA U pa3paboTKn U Hanu4ne BbIXOs-
HbIX AlaHHbIX STana 4na NOATBEPXKAEHUS TOr0, YTO OHM OTBEYatOT TPeDOOBaHNMAM K BXOAHbLIM AAHHLIM, Onpeje-
nAT Npo6neMbl U CoaepXKaT PeLUeHUs; NePCoHar, He BOBIIEYEHHbIN B KOHKPETHbIE 3Tanbl NpoLecca npoek-
TUPOBaHUSA 1 pa3paboTku, MOXET BbiTb BOBMEYEH B €70 aHANM3, BKNOYas TEX, KTO BOBNEYEH B NPOU3BOACTBO
NPOAYKLMU UMW YCNYIU, @ TaKXe COOTBETCTBYIOLUMX NOTpebuTenei, KOHEYHbIX Nonb3oBaTene U NocTaBLLy-
KOB; ANS Pa3nUYHBIX YPOBHEN CMOXHOCTU:

- CINOXHbI MPOEKT MOXKET aHaNM3MPOBAaTLCH Ha OhuLManbHbIX BCTPEYax, a NPOTOKOSbI TaKUX BCTPEY
ByayT npeacrasnsTe coboii 3anucu,

- aHanus npocToro NpoekTa MoXeT ObITb MeHee ocbuuManbHbIM, a 3anMcu MOryT coaepkatb NOMETKY
Ha nnaHe o0 TOM, YTO aHanu3 Gbln NPoBeAEH, NOANUCH, BbIMOMHUBLUMX aHanu3, u aarty;

C) npoBefeHne Bepudukauum ans obecrnevyeHus Toro, YTo BCe MAEHTUGULMPOBAHHbIE B Ha4arne npo-
Liecca npoeKkTUpoBaHus U paspaboTku TpeboBaHWs BbLINOMHAIOTCS; ANsi 6onee KpynHbIX NPOEKTOB NPOLECC
MOXET ObITh NOAENEH Ha KIOYEBBIE 3Tarbl C NPOBEAeHUEM TpebyeMoi BepudmrKaLMn N0 OKOHYAHUIO KaXKI0ro
aTana; AeaTenbHOCTb N0 BepUdMKaLMMN MOXET BKTIOYaTL B CE0S:

- BbINOMHEHMWE anbTEPHATUBHBIX PACHETOB,

- CpaBHEHWE HOBOFO NPOEKTa C aHaNOrM4HbIM MPOBEPEHHBLIM NPOEKTOM,

- NPOBEAEHWNE UCMbITAHUIA U AEMOHCTPaLU,

- MPOBEPKY AOKYMEHTUPOBAHHOI MHCOPMaLMKM 3Tana NPOEKTUPOBAHUSA 10 €€ BbINyCKa;

d) npoBeageHne Banmaauun ans obecneveHuss Toro, YTO KOHEYHas NpoaykuMs unu ycnyra éyayrt yaos-
NeTBOPATL NOTPEGHOCTSAIM NOTpebuTenei UNM KOHEYHbIX NOSIb3oBaTeNel NP KOHKPETHOM UCMONb30BaHWUM UMK
MCMOMb30BaHUW MO NPAMOMY Ha3HAYEHUIO; MPUMEPLI AESTENBHOCTY MO BanuaaumMu MoryT BKIo4aTh B cebs:

- MapKETUHIOBLIE UCCIEa0BaHMS,

- 3KCMMyaTauMOHHbIE UCTbITaHMS,

- MOAENUPOBAHUE U UCTILITAHUA B 3a4aHHbIX YCIOBUSAX AKCNyaTaLum,

- 4aCTUYHOE MOAENUPOBAHME U UCTbITAHMS (Hanpumep, MOAENUPOBaHUe CnocobHOCTU 34aHUS Bbl-
AepxaTb 3eMNeTPsACeHNE),

- UCNbITaHWA NOTpebuTeNeM UM KOHEYHbIM NONb3oBaTeneM, NPEAOCTaBNAOLWMMU 0OpATHYIO CBA3b;

€) ecnu AeATENbLHOCTL MO aHanuay, Bepudukauum U Banuaauum BouiABASET NPobnemsl, AENCTBUS MO UX

paspeLLEHNIO AOMKHbI BbITb OnNpeaeneHbl; pe3ynsTaTuBHOCTb 3TUX AEUCTBUN AOMKHA ObITh YaCTbIO Crieayto-
LLero aHanusaa;

f) AOKYMEHTUpPOBaHHAasA MHOPMALMSA B OTHOLLEHUM AEATENbHOCTU MO aHanu3y, Bepudpukaumm m Banu-
Jauuu gomkHa GblTb COXpaHeHa Kak CBUAETENbCTBO TOrO, YTO AeATENbHOCTb N0 NPOEKTUPOBAHUIO U paspa-
6oTKe Obina BbINONHEHA Kak 3annaHupOBaHO; NpUMEpPbl MOTYT BKMioYaTh B €05 NPOTOKOSbI BCTPEY, OTYETHLI O
NPOBEAEHUN KOHTPOMS U UCNLITaHWIA, yTBEPXKAEHME NoTpebutenem.

8.3.5 BbixogHble 4aHHble NPOEKTMPOBaHUA U pa3paboTku

OpraHunsauus fomkHa 06ecneynTb, YTOObI BbIXOAHbIE JaHHbIE MPOEKTUPOBAHUS U Pa3paboTku:

a) COOTBETCTBOBAaNW BXO4HbIM TpeBOBaHMSM;

b) 6binn agekBaTHbIMM ANS NOCMEAYIOMX NPOLIECCOB NPOM3BOACTBA NPOAYKLMM U NPEAOCTaBNeHUN
yenyr,

) coaepxanu TpeboBaHUA K MOHUTOPUHTY U U3MEPEHUIO, HACKONMbLKO STO MOAXOAMUT, a Takke KpUTepum
NPUEMKN UMK CCbINKU Ha HUX;

d) onpenensnu xapakTepucTUKKU NPOAYKLUM U YCIIYT, KOTOPbIE UMEIOT BaXKHOE 3HAUYEHUE AN ux uene-
BOrO HazHayeHUs, 6e3onacHoro 1 Haanexallero NpesocTaBneHus!.

OpraHu3auusi AomKHa PerucTpupoBaTh U COXPaHATb AOKYMEHTUPOBAHHYIO MHOPMALMIO NO BbIXOA-
HbIM JAaHHbLIM NPOEKTUPOBAHMUA U paspaboTKu.

[MCO 9001:2015]

PekomeHaauum

CMbICN HACTOALLEro NyHKTa — 06eCneynTb YBEPEHHOCTb B TOM, YTO BbIXOAHbLIE JaHHbIE NPOEKTUPOBA-
HUSA 1 pa3paboTku cogep)kat HeoBX0AUMYIO MHpopMaLMIO ANst BCEX NMPOLIECCOB, HEOBX0AUMBIX AN Npeao-
CTaBneHns HAMEYEHHbIX NMPOAYKLMK U YCRYT (BKNIOYAs 3aKynKy, NPOU3BOACTBO U A€ATENbHOCTb NOCNEe NOCTaB-
KW); OHU TaKKe AOSMKHbI OblTb AOCTATOYHO TOYHLIMKU ANS TOrO, YTOOLI 06EeCcne4YuTb NOHMMaHME Y4aCTHUKOB,
Kakue aencreusi HEOOXOAMMO NPEANPUHATL U B KAKOW MNOCNEN0BATENLHOCTMU.
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BbIxoHble AaHHbIE NMPOEKTUPOBAHUA U pa3paboTku ByayT pa3nuyaTbCa B 3aBUCMMOCTU OT Xapaktepa
npouecca NpoekTMpoBaHMs 1 paspaboTku U TpeboBaHWi K NPOAYKUMM U ycnyram. BeixoaHble AaHHbIE NpO-
€eKTUPOBaHUs 1 pa3paboTKn CTaHYT KIoYeBbIMU BXOAHLIMU JaHHBIMU AN MPOLIECCOB NPOMU3BOACTBA U Npeao-
crasnexus ycnyru (cm. MICO 9001:2015, nyHKT 8.5).

B cootBetcTBUM ¢ CO 9001:2015 [nyHKT 8.5, nepeuncnenns a)—d)] BbIXO4HbIE AaHHbIE LOMXHbI:

a) ObITb COrMacoBaHHbIMKM C TPeBOBAHUSAAMU K BXOAHBLIM AaHHbIM, YCTAHOBMEHHbIM B COOTBETCTBUM C
MCO 9001:2015 (nyHkT 8.3.3);

b) BbITb AOCTATOYHBIMU, YTOOLI 06ECneYnTh, YTO BCE NOCNEAyLMe NpoLecckl, HeobxoanMbIe ANA no-
CTaBKW NPOAYKLMUMW W YCIYT, MOTYT BbITb BbINOSMHEHBI, YYUTBIBAS KTO U B KaKWX 0BCTOATENLCTBAX OYAET MCNOSb-
30BaTh KaXkablii BbIX0OA;

C) NPeaoCTaBnsATb SICHYO MHAOPMaLMIO O TPeBOBaHNAX B OTHOLUEHWM MOHWUTOPWUHIA U U3MEPEHUN,
BKIOYas AeTanu nobbixX KpUTEPUEB NPUEMKM NPOLIECCOB, NPOAYKLUMU U YCNYT, NOCTABNSAEMbIX BHELULHUMU MO-
CTaBLUMKaAMU, U B OTHOLLEHWU BbIMyCKa NPOAYKLUUU U YCNYT;

d) npegocTaenATb 06sA3aTENbLHYIO MHAOPMALMIO O XapaKTEPUCTUKAX NPOAYKLMU U yCnyr, yToBbl rapaH-
TUPOBAaTb NPOU3BOACTBO MPOAYKLUMU M NpeAocTaBrneHme ycnyr 6e30nacHbiM M NOAXOAALLMM CNOCOO0OM, a Tak-
e pas3bACHEHUSA MO NCMONb30BAHMIO MPOAYKLUKU UMW YCYru (HanpuMep, MHCTPYKLUK MO NPUMEHEHUIO nekap-
CTBEHHBIX CPEACTB, XPaHEHUIO MPOAYKTOB MUTAHWUA UMK NO TOMY, KaK O4ULLATL NPOAYKLNIO).

B HEKOTOPLIX CNy4asx BbIXOAHbIE AaHHbIE NPOEKTUPOBAHUA MOTYT ObITb (haKTUHECKUM NMPOAYKTOM opra-
HU3auuu, Hanpumep, 9TO MOXET CryyaTbCa B AEATENbHOCTU apXUTEKTOPOB, UHXXEHEPOB-KOHCTPYKTOPOB UMK
rpacpm4ecknx au3anHepos.

BbixoaHble aHHble NPOEKTUPOBaHUS AOMKHbI PErMCTPUPOBATLCA U COXPAHATLCS B BUAE AOKYMEHTUPO-
BaHHON MHbOpMaLMK, BKNoYas B cebs, HO HE OrpaHUYNBAsACH:

- yeprexu, cneuudukaummu Ha npoaykumio (Bknodas nogpoBHOCTU COXpaHeHUs), cneumdukaLmm Ha Ma-
Tepuansl, TpeGoBaHWA K NCMLITAHWAM, MMAHbI KAYECTBA, NNaHbl YNpaBneHus;

- cneuudmKaLnmu Ha NpoLecchl, onucaHue Heob6xoaMMOro NPOU3BOACTBEHHOTO 0060PYAOBaHUS;

- CTPOWTENbHBIE NMaHbI U TEXHUYECKUE pacqeThbl (HanpuMep, NPOYHOCTb, CEHCMOCTOMKOCTE);

- MEHIO, PELENTbI, CNOCODbI MPUTOTOBMNEHMS NULLM, PYKOBOACTBA NO 3KCNyarauuu;

- OAWU3aiiH 0aexXabl, ONpeAeneHHbI B 3CKu3ax U cneumdukaumum, OTHOCALLMECH K UCMOMb3YEMbIM MaTe-
puanam;

- rpachudeckuii apT-au3anH AN KOHKPETHOTO MaKeTa, KOTOpbI ByaeT ncnonb3oBaThCA B Nydnukauum;

- Au3aliH peKrnamMHoro areHTCTea B hopme nnaHa MapKETUHIOBOW KaAMNaHWUW.

8.3.6 MIameHeHus NPOeKTUPOBAHUA U Pa3PabOTKn

OpraHusauus A0rkHa aeHTUPUUMPOBaTbL, aHANU3MPOBAaTh U YNPaBAATb N3MEHEHUAMU, CAENAHHBIMU
BO BPEMS UNK NMOCNE NPOEKTUPOBaHMA U pa3paboTku NPOAYKLUM U YCIIYT, B TOW CTENeHNn, KoTopas Heobxo-
auma ans obecneyeHns UCKMIOUEHNS HEFaTUBHOTO BNUSIHUS HA COOTBETCTBME TPeBGOBAHUAM.

OpraHu3auus AomKHa PerucTpupoBaTb U COXPaHATb AOKYMEHTUPOBAHHYIO MHAOPMALIMIO NO:

a) U3MEeHEeHMsIM NPOEKTUPOBaHUA U pa3paboTku;

b) pesynsraram aHanu3os;

C) CaHKLMOHMPOBAHUIO U3MEHEHUN;

d) aeiicTBMAM, NPEANPUHATLIM ANA NPEAOTBPALLEHUS HEONAronpUATHOTO BAUAHUA.

[MCO 9001:2015]

PekomeHpauum

CMbIC 3TOr0 NYHKTA AN OpraHM3auuu 3aknio4aeTca B onpeeneHum, aHanuse u ynpasneHum usmeHe-
HUSIMM, CAeNaHHbIMK B TEYEHME UMK NOCNE NpoLecca NPoeKTUpPoBaHus u paspabotku. OpraHusauyma AomkHa
paccmatpuBaTh, Kak 4acTb NpoLECCA NPOEKTUPOBaHUA U pa3paboTku, TO, Kak OyAyT BbINOMHATLCS B3aUMO-
OEeNCTBUA C ApPYrMMM MpOLIECCAMU UMM 3aMHTEPECOBAHHLIMM CTOPOHaMKU (HanpuMep, NOoTpeduTensaMn unu
BHELUHUMW NOCTaBLUMKAMM) U YUUTBIBATL 3TO NPU ONpPeaeneHUn U3MEeHEHUIN NPOEKTUPOBAHNA U pa3paboTku.

M3MeHeHns1 MOoryT BO3HMKATb B pesynbrare niodoro AeMCTBus B paMKax CUCTEMbl MEHEKMEHTA Kaye-
CTBa 1 Ha niobom arane, BKNoyas B cebs, HO HEe OrpaHNYMBAACH 3TUM, CNeayIoLLMe STarbl:

a) B X04e peanu3auuu npouecca NPOeKTUPOBaHUA U pa3pabdoTku;

b) nocne Bbinycka u 0106peHns BbIXOAHBIX AaHHbIX NPOEKTUPOBAHUA U pa3paboTky;

C) N0 pe3ynbTaTam MOHUTOPUHIA YAOBNETBOPEHHOCTU NOTpebuTenei u AeATeNnbHOCTU BHELLHMX NOCTaB-
LLIMKOB.
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[JokymeHTMpoBaHHas MHOPMALUS, PETUCTPUPYEMAS U COXPAHSAIOLLASCA B OTHOLLEHUW UBMEHEHWU A NPO-
€KTUPOBaHKUA 1 Pa3paboTKX, MOXET BKIHOYATb B cebs pe3ynbTaTbl OLEHKN BIIMSAHUS N3MEHEHWIA HA COCTaBHbIE
4acTW UMK Ha NPOAYKLMIO UMK YCIYTY, KOTOPbIE YXKe NOCTaBNeHbl UMK NPEA0CTaBNEHbI, ANA NPEAOTBPALLEHUS
OTpULATENbHBLIX BO3AENCTBUIA. B pesynsrate npoBeaeHus aHanusa, Bepudukauum 1 Banuaawumm 4acro MOXeT
NOSIBMATLCA [OKYMEHTUPOBaHHAsA MHDOPMaLIUA, AETANU3UPYIOLLIAsA U3MEHEHNS NPOEKTMPOBaHUA U paspaborT-
Ku. B AOKYMEHTUPOBAHHOM MHGOPMAaLMKU MOTYT GbiTh Takke NogpoGHO OnMcaHbl AeHCTBUS, NPEANPUHATLIE
JNA 3aTPOHYThLIX NOCNEAyoLLMX NMPOLECCOB (HanpuMep, 3aKymnku, NPOU3BOACTBO, NMOCTaBKa MPOAYKLMM UMM
NPEeAOCTaBNIEHNE YCIYTN), U TO, KaK 3TO COOBLLEHO.

[JokymeHTMpoBaHHas MHOPMALIUA JOMKHA YKa3biBaTb HA TOTO, KTO aBTOpU30Ban U3MeHeHue. B Heko-
TOPbIX Cry4Yasix 9Ta aBTopusaums Tpebyercs oT noTpebuTens unu perynnpyroLwero opraHa. JJokyMEeHTUPOBaH-
Has MHGOPMALMSA MOXET BKIOYaTh B ce0A 0406pEHHbI NpUKa3s Ha U3MEHEHNE WUIIN SNEKTPOHHYIO NMOAMUCH B
U3MEHEHNM.

8.4 YnpaBrneHue npoueccamu, NpoayKUMUen 1 ycriyramm, NocTaBnsieMbIMU BHELWHUMU
nocTaBLMKaMK

8.4.1 O6LMe nonoxeHus

OpraHu3auus gomkHa o6ecneynuTb COOTBETCTBME NPOLIECCOB, MPOAYKLMM W YCRyF, MOCTaBMsieMbIX
BHELLUHMMM NOCTaBLUMKamu, TpebosaHuaMm.

OpraHu3auusi 4omkHa onpeaenaTb CPeacTsa ynpasneHusi, NPUMEHUMbIE ANA NPOLECCOB, NPOAYKLUK 1
ycnyr, nocraBnsaemMbiX BHELLHUMU NOCTaBLLUMKaMKU, B TEX Cny4asax, Koraa.

a) ApoAyKUKMA U yCnyrin OoT BHELWHUX NOCTaBLUMKOB npeaHasHa4veHbl AN BKKOYEHNA UX B COCTaB npo-
AYKUMK 1 yCnyr, npeanaraemMbiX caMmon opraHu3aLmei;

b) npoaykuusi U ycnyru nocCTaBnsitOTCA BHELUHMMM NMOCTaBLUMKAMM HanpsMmylo notpebutenio(sim) or
UMEHMW opraHusauum,

C) NPOLECC UMK €ro 4YacTb BbINOMHAETCA BHELUHMM MOCTABLUMKOM B PE3yfibTate NPUHATUS PeLUeHUs
opraHusauuen.

OpraHn3auusi 4OMmKHa ONpeaenuTb U NPUMEHSATb KPUTEPUM OLEHKU, BbIGOPA, MOHUTOPUHIA pe3ynbTa-
TOB OEATENbHOCTU, a TaKXxe I'IOBTOpHOl71 OLEHKW BHELWHUX NOCTaBLUMKOB, UCXOAA U3 UX CnocoBHOCTH BblI-
NOMHATHL NPOLIECCHI UM NOCTaBNATbL NPOAYKLUMIO U YyCAYrW B COOTBETCTBUM C TpeboBaHuamu. OpraHnsauus
OOIKHA pPerncTpupoBaTh U COXPaHATL AOKYMEHTUPOBAHHYIO MH(OpMaLUIo 06 aTUX AENCTBUAX U O NMIOObIX
HeobXxoaMMbIX A4EeNCTBUSIX, BbITEKAIOLLUX U3 OLIEHOK.

[NCO 9001:2015]

Pexomengauuu

CMbICN HACTOALLErO MYHKTA 3aKMNIOYAETCA B yNpasNeHuu npoLieccamMm, NpoaykLuen U ycrnyramu, NocTas-
NAeMbiMW BHELUHWUM NOCTaBLIMKOM. BHellHWe npoBanaepbl MOTyT BKMIOYaTh KOPNOPATUBHbINA rONOBHOW 0hUC,
nNapTHepCKMe opraHu3auuu, NoCTaBLLMKOB UM KOro-nubo u3 Tex, KoMy opraHu3auusi nepegana npouecc Ha
ayTCOPCUHT.

OpraHu3auua HeceT OTBETCTBEHHOCTb 3a 00ecnevYeHne COOTBETCTBUS NPOLIECCOB, MPOAYKLWUKN U YCAYT,
NoCTaBNAeMbIX BHELUHUMU NOCTaBLUMKaMK, TpeGoBaHMAM (Hanpumep, NOCPEACTBOM NPOBEAEHUSA KOHTPONA
BXOASLLMX TOBAPOB, UMW HaA30pa 3a NOCTABLUUKOM, OKa3biBAIOLLUM YCAYTy HA ayTCOPCUHTIE).

OpraHnsaumsa omkKHa onpeaenuTb:

a) Kakne BHYTPEeHHUE NPoLEecChl B3aUMOAENCTBYIOT C NPOLIeCCamMu, NOCTaBNSAEMbIMU BHELLULHUMUW NOCTAaB-
LLMKaAMU, U KaKoe BAMAHME 3TU NOCTaBKM OKA3bIBAIOT HA PE3yMnbTaThbl AEATENbHOCTHY;

b) kakue matepuanbl, KOMNOHEHTbI UK YCIIYIW, NOCTABMSIEMbIE BHELUHUMU NOCTaBLUMKaMK, 06pa3yioT
4acTb KOHEYHOW NPOAYKLMN UNU YCIYTU, UK ABASIIOTCS BAXKHLIMU A1l MOCTABKM NPOAYKLMU UMK YCNYTH;

¢) TpeboBaHWA u cneunanbHble CPEACTBA YNPaBNEeHUA AN NPUMEHEHUS ANS KaXAO0W BHELUHEl NocTaB-
KW B 3aBUCMMOCTU OT BAUAHUA, KOTOPOE OHU MOTYT OKa3aTb HA (PYHKLMOHMPOBAHME U pe3ynbraThl AeATENb-
HOCTU OopraHusaumn.

Hanpumep, oprannsauus Moxet notpebosarb, YToObI:

- COOTBETCTBME CblpbA TEXHUYECKOW cneuudpukaumm noasepranocb Bepudukauum nocpeacTBoM KOH-
TPONs UNKN UCNbITAHWUN;

- AEATENbHOCTb MO TEXHUYECKOMY OOCNY)XMBAHUIO, NpefoCTaBnsieMasi NAapTHEPCKOW KOMMNAaHUeN, Bbl-
NOMNHANAacb NMUUAMMU, UMEIOLLUMU ONPEAESNIEHHYI0 KOMMETEHTHOCTb, U C UCMONIb30BAHMEM YCTAHOBEHHOTO
GesonacHoro o6opyaoBaHus;
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- mapTHepckas KoMnaHusi (Takas Kak AOYepHAA KOMNaHWA, NOCTaBnAIOWAs YaCTU KOMMOHEHTOB ANA
cbopku) nposoauna BepuduKaLmio.

OpraHu3auum HeobxoanuMo onpeaenuTb U NPUMEHATL KPUTEPUN ANA OLUEHKM, 0TOOpa, MOHUTOPUHIA pe-
3ynbTaToB AEATENbHOCTM, NOBTOPHOW OLIEHKU BHELLHUX NOCTaBLUUKOB. BHeapeHue Takoro npouecca no3sons-
€T OpraHn3aumum UMETb YETKOE MOHMMAHUE CYLLECTBYIOLIMX BO3MOXHOCTEW BHELUHWX NOCTaBLUMKOB, onpeae-
nATb NpoGenbl B TOM, YTO AOSMKHO ObIThb, U ONPEAENATL PELUEHUS 3TUX Npodnem.

B cutyauusx, KOrga MaTEPUHCKAs KOMNAHWUA UAn NoTpeduTent YNOMHOMOYMBAET UCTONb30BAHUE KOH-
KPETHOTO BHELUHEro NOCTaBLUMKA, 9TO MOXET ObiTb YCTAHOBNEHHLIM KPUTEPUEM; OAHAKO MOHUTOPUHT Pe3yrnb-
TaToB AEATENbHOCTM AN 3TUX TUNOB BHELUHWX NOCTaBLUMKOB NO-NpexHemy Tpebyetcs.

8.4.2 Tun u cTeneHb ynpaBneHna

OpraHu3auus gomkHa obecneuunTb, YToObl NPOLECChl, NPOAYKUUSA U YCIYTW, NOCTaBNAEMbIE BHELLHUMU
NocTaBLUMKaMK, HE OKa3biBanu HEraTUBHOIO BAMSAHUA HA CNOCOGHOCTL OpraHM3auuu MOCTOSIHHO MOCTaB-
nsATb CBOUM NOTPEOUTENAM COOTBETCTBYIOLLYYIO NMPOAYKLIMIO U YCRYTU.

OpraHusauus AormkHa:

a) oGecneunBarb, YTOGbLI MPOLECCHI, MOCTABASAEMbIE BHELUHMMW NOCTABLUMKAMMU, HAXOAWUNUCH MO
ynpaBneHnem ee CUCTEMbl MEHEXKMEHTA KayecTBa;

b) onpeaenaTb cpeacTBa ynpasrieHUs, KOTOPbIE OHA NAAHUPYET NPUMEHSITb Kak B OTHOLLEHUW BHELLHE-
ro NOCTaBLUMKA, TaK U K NOCTaBNSAEMbIM UM pe3ynbTatam;

C) yYUTbIBaTb:

1) BO3MOXHOE BNUsIHME MPOLECCOB, NPOAYKUMW U YCAYT, NOCTaBAAEMbIX BHELUHUMMW NOCTaBLUMKA-
MM, HA CNOCOBHOCTL OpraHn3aLum NOCTOAHHO obecneunBaTb COOTBETCTBUE TpeboBaHUsIM noTpebuTenen u
NPUMEHUMbIM 3aKOHOAATENbLHBIM U HOPMATUBHBLIM NPABOBLIM TPEGOBaHUAM,

2) pe3ynbTaTMBHOCTbL CPEACTB YNPABNEHUS, NPUMEHAEMbIX BHELLUHUM NOCTABLLMKOM;

d) onpeaenatb Bepudukaumio unu apyrue aencreus, Heobxoaumele ans o6ecnevyeHnss COOTBETCTBUS
MpPoLEeccoB, NPOAYKLMMW W YCAYT, MOCTaBNAEMbIX BHELUHUMW NOCTaBLUMKaMu, TPEGOBAHUAM.

[MCO 9001:2015]

PekomMeHpauuu

CMbICI HACTOALLEro NyHKTA 3aKIMIOYAETCA B YCTAHOBIIEHUM CPEACTB YNPaBNEeHUA ANA BHELWHUX NOCTaB-
LLMKOB AN TOro, YToObl OpraHu3aumMs UMena yBepeHHOCTb B TOM, YTO NOCTaBNsiEMbIE NPOLECC, NPOAYKUMA
unu ycnyra 6yayT COOTBETCTBOBATL TpebOBaHUAM.

Tun n cTeneHb ynpaeneHus 6asMpyroTCsa Ha TOM, Kakoe NoTeHUManbHOe BO34eNCTBUE NOCTaBnAeMble
npouecc, NpoAyKUMUst UMK ycryra MOryT OKasaTb Ha CMOCOOHOCTb OpraHM3auun Ha NOCTOSAHHON OCHOBE NoO-
CTaBNsATb COOTBETCTBYIOLLME NPOAYKLMIO U YCIYTU.

lNMpumep — B neyamHoli opeaHu3ayuu Kadyecmeo 6ymazu Moxem 6bimb eaxHbiM. OOHaKo mypucmuYyecKoe
azeHmMcmeo Moxem UCo/Ib308amb 06LIYHYI0 KOMMepYecKyto noymosyto 6ymazy 6e3 Heo6xo0UMOCmU KaKo2o-
nu6o koHmMposs Kayecmea 2aKynok. [levamHas opzaHu3ayusi dosmkHa omcnexueams pesynbmambi desimesb-
Hocmu ee nocmaeswuKkoe 6ymMaau o4YeHb @HUMameslbHO, Ymobbl y6edumbCcs, Ymo KaJecmeo ee neyamHou npo-
dykyuu ocmaemcs Ha 0XXudaeMoM ypoeHe.

OpraHusauus AOMmMKHa ONpefennuTk KakMe CpecTBa yNPaBNeHUs AOMKHbI ObITb BHEAPEHBI U ANA KAKOro
BHELLUHEero nocrasLymka. Lienblo aTux CpeacTs ynpaBsneHus SBnaeTca obecneyeHne yBepeHHOCTU B TOM, YTO
nocTaska NpPoAyKUMUW unu ycnyru 6yaet BeINONHEHA B COOTBETCTBUM C 3aMnaHMPOBAHHBIMU COTMALLEHNSAMMN U
YTO NPOAYKLMS UnK ycnyra 6yayT COOTBETCTBOBATL TPEGOBaAHUSM.

OpraHusauum HeobxoaumMo 0BecneunTb YBEPEHHOCTb, YTO MPOLECChl, NOCTaBMNsieMble BHELUHUMU no-
CTaBLUMKaMU U HAXOASALLMECS B Npeaenax yrnpasneHus CUCTEMbl MEHEKMEHTA Ka4eCcTBa opraHu3aumm, cooT-
BETCTBYIOT NPMMEHUMbIM TpebosaHuam MCO 9001.

Mpumepbl cpeacTB ynpaBneHus BKIIOYAKOT B ce08, HO He OrpaHM4MBalOTCs ITUM:

a) kBanudumKauumio nuy, NPUHUMAIOLUX 3BOHKU, U CO34aHNE MHAOPMALIMOHHO-KOMMYHUKALIMOHHON Cu-
CTeMbl B Hayane CMeHbl, Ansi TeneOoHHOro LeHTpa, NPpMBIeKaemMoro Ha ayTCoOPCUHre;

b) BXOAHOW KOHTPOIb, BbINOMHAEMbIV KBanMULMPOBAHHLIM UHCMIEKTOPOM, UMK UCMbITaHWe, NPOBOAU-
Moe Ha obpa3sue B naGoparopuu opraHusauuu, Ans NPpeaoCTaBNEHHOTO NPOAYKTA;

C) YEK-NUCT, UCNOnb3yeMbIi MPU NPOBEPKE TOTO, YTO BCE 3anfaHMpPOBaHHbIE BUAbI 4EATENBHOCTU Obinu
npoBeaeHbl ANna yOOpKM BaHHOW KOMHAaThLI B FOCTUHULIE UK odhuce.

OeictBus no BepudukaLmm, KOTopble MOTYT OblTb PACCMOTPEHBI, BKNOYAloT B ¢e0s1, HO HE OrpaHU4MBa-
IOTCA 9TUM:
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- BXOAHOW KOHTPOSIb;
ceptudmkarthbl aHanuaa;
ayauTbl BTOPOW CTOPOHbI;
UCMbITaHUA (HanpuMep, opraHusauus MOXET BblOpaTb NPOBEPKY BbIOOPKM 0OPAa3LOB UMM KaKYIO-TO
dopmMy Ans ucnbiTaHUs, YTOGLI NPOBEPUTL COOTBETCTBUE TPEBOBaHUSAM; C APYrOW CTOPOHbLI, MOXET ObITb
CTONb XXe pe3ynbTaTMBHO U Bonee adpdEeKTUBHO nNepecMmaTpuBaTbh CepTUMKaTbl aHanusa unu pesynesrarbl
UCNbITaHWIA, NPEACTaBNEHHbIE BHELUHUM NOCTaBLLUKOM);

- OLeHKa CTaTUCTUYECKNX AaHHbIX;

- OLeHKa nokasaTenemn AedaTenbHOCTH.

8.4.3 UHdbopmauma, npeagocTaBnsiemMas BHEWWHUM NOCTaBLIUKAM

OpraHusaums aomkHa obecneynBaTth 4OCTAaTOMHOCTb TPeBOBaHWUI A0 MX COOOLLEHUS BHELUHEMY MO-
CTaBLLMKY.
OpraHusauums aomkHa coobLarb BHELUHMM NOCTaBLUMKaM CBOW TpeboBaHMsA, OTHOCALLMECS:
a) K nocTaBngembIiM NpoUeccamM, NPOAYKLUMM U yecryram;
b) opobpeHmto:
1) npoaykuuu U ycnyr,
2) METO10B, NPOLIECCOB M 060pyA0BaHMS,
3) BbINycka NPOAYKLMMW W YCyT;
C) K KOMMETEHTHOCTM NEPCOHANa, BKNioYas nodbie Tpebyemble Mepbl NOATBEPXKAEHUA KBanudukauum;
d) B3aUMOAEeRCTBUIO BHELLHErO NOCTaBLUMKa C OpraHu3auuen;
€) NPUMEHAEMbIM OpraHu3auuen ynpaeneHuio U MOHMTOPUHIY PE3ynLTaToB AEATENbHOCTU BHELLHEro
MOCTaBLUMKA;
f) aesTenbHOCTM MO BepudumKauum Unu Banugauum, KOTopble opraHusauumsa unu ee notpebutens npea-
nonaratT OCYLLUECTBMATbL HA MECTE Y BHELLHETO NOCTaBLUUKA.

[MCO 9001:2015]

PekomeHaauum

CMbICN HacTOALLEro nyHkTa — obecneynTb YBEPEHHOCTb B TOM, YTO OpraHu3auus SCHO A0BOAUT A0
BHELUHUX MOCTaBLUMKOB TpeboBaHWs 1 cpeacTBa ynpasneHus, Heobxoaumblie e Ans NpoueccoB, NPOAYKLMK
UMK YCNyr, NOCTaBMsieMbIX BHELUHUMMW MOCTaBLUMKaAMK, C LENblo u3bexarb OTPUMLATENbHOTO BIUAHUA Ha ee
chyHKLMOHWPOBAHUE UMK HA YAOBNETBOPEHHOCTL NoTpebutenen.

OpraHu3auus fomkHa obecnevmBaTb NOMHOTY M YETKOCTb TPeBOoBaHWi 1 yunTbIBaTh NIOGLIE NOTEHUM-
anbHble UCTOYHUKU ABYCMbICIIEHHOCTU UM 3ameluaTenbcTBa; 06e CTOPOHbI AOSKHbI ObiTb COTMAacHbl C TeM,
yTo Tpebyetcsa. BaxHo, 4uToObl BCe Heobxoaumbie aeTanu Obiiu YETKO yKasaHbl B MOMEHT 0hOpMIneHus 3a-
Kasa; OHW MOTyT BKIoYaTb B CeBsi, HANpUMEp, YepTeXxu, KaTtanor Unu Homepa MoAenu, Bpems OTKNMKa, He-
06Xx04NMYI0 AaTy NOCTaBKuU U MECTO.

MHdopmayua, npeacraBneHHas BHELLHUM MOCTaBLYMKOM (HanpuMep, NMCbMEHHbIN 3aKka3 Ha NOCTaBKY),
JomkHa ObITh MpoBEpeHa A0 Ha4ana Bbinycka. B HeGonbLuoit opraHusauum, BepositTHo, 3o Byaer nuuo, KoTo-
poe Aenaet NOKynKu, U KOTopoe NpoBepsieT MHOPMALMIO HA aIEKBATHOCTb. JTO MOXET ObITb NPOCTO YTEHUE
U NOATBEPKAEHUE 3aKa3a no TenedoHy.

Mudopmauumsa 0 3akynkax JormKHa OTpaxaTb CBEAEHUs, OTHOCsALLMeCA K nobbiM MeToaam, npoueccam
1 060pyaOBaHUIO, KOTOPbIE AOIMKHLI ObITh UCNONBL30BaHbI, HAMPUMEDP, HEKOTOPLIE CNOCODOLI CBAPKU, UCMOSb-
30BaHME KOHKPETHOTO OTKanMbpoBaHHOTO 06OpyAOBaHUSA, unu yHudopma COTpyaHMKOB. [pyrue dakTopsl,
KOTOpbl€ AOMKHbI ObITh YETKO ChOPMYNUPOBaHbI MOTYT ObiTb CBSAA3aHbl, HANPUMEP, C YNAKOBKOW, MapKupoB-
KOW, cepTudpmukaramm aHanusa unum pesynsraramu TeCTOB. HECMOTpA Ha TO, YTO BAXKHO MOJIHOCTbIO Onucartb
HeO6XO,E|MMble TpGﬁOBaHMﬂ, NUWHUE aetanu Moryt npuBecTtu K He40NOHUMAaHUIO U HEBEPHbLIM YCIOBUAM.

Mudopmaums gormkHa ykasbiBaTh Jitobble TpeboBaHUA K KOMMNETEHTHOCTU, HEODX0AUMBIE NULAM BHELL-
Hero NocTaBLMKa, Hanpumep, cepTUULMPOBAHHBIE CBAPLLMKU MU KBANMMULIMPOBAaHHbIN IOPUCT.

Tpe6GoBaHus K TOMY, KaK BHELUHWUI NOCTaBLUMK 0OMeHMBaeTCs uHdopMaLmeli ¢ opraHnsauuei, AOMmKHbI
ObITb YYTEHbI, HANPUMEP, TAKME, KaK 3anNNaHUPOBAHHbLIN P COBELLAHUIA ANS aHanu3a nporpecca, unu onpe-
AeneHune Toro, KTo B opraHusaumu 6y1eT OCHOBHbBIM KOHTAKTHBLIM TULIOM.

Pesynerarbl A€ATENBHOCTU BHELLHWUX NOCTABLUMKOB JOSDKHbI MOABEPraTbCsl MOHUTOPUHIY. Tun U YacTo-
TY MOHUTOPUHIa, KoTopble GyayT MCNONb30BaTLCA OpraHU3aumen, A0IKHbI GbiTb BKMIOYEHLI B MHbOpMALMIO.
OHa MOXET yKa3blBaTb HA YPOBEHb Pe3yNbTaToB AE€ATENBHOCTU, KOTOPOMY BHELUHWUI NOCTaBLUMK AOSMKEH CO-
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OTBETCTBOBATL, MNK NPEeAOCTaBNATL MHAOPMALMIO O TOM, KaK pe3ynbrarbl OLEHKU AeATEeNbLHOCTU OpraHu3a-
uun GyaeT nepepasarbCs.

WHorga opraHusauum unu ee noTpebuTento MOXeT NoHaaobuTbcs NpoBeaeHne Bepudukaumm unu ea-
nuaauuyM NoMeLLEHUIt BHELLHENO NOCTaBLUMKA. STO MOXET ObiTh CBA3@HO C pasmMepomM NpoayKTa, XapakTepom
YCMyru unu orpaHMYeHneEM no BPEMEHM JOCTABKU.

Hanpumep, ausanHepy nHTepbepa MOXeT NOHaA00MTLCA NOCETUTL NPON3BOAUTENS, YTOOLI MOCMOTPETh
NOPTLEPHbIE TKAHMW, KOTOPbIE BbiNKM 3aKa3aHbl, UNKU NPEACTABUTENIO OPraHM3aLum MOXET NoHaaobuTbCs Ha-
6niogath 3a paboTHUKaMM, MOKA OHU NPOXOASAT NOATOTOBKY B y4EOHOM LiEHTpE.

B aTux cny4yasix opraHusaumsa SOMmKHa NPeaoCTaBnsaTe MHAOPMALMIO O COrnaLleHnsX, TakuxX Kak CPpOKK
ANsi NpoBeaeHus Bepudukaumm 1 Banuaaumm U Kakmx-nmbo Apyrux ycroBuit (Takme kak ouCHbIE MoMeLLe-
HWUS, a0MUHUCTPaTMBHAA NOAAEPXKKA U YCTPOWCTBA AN UCNbITAHWIA), TpebyeMble OT BHELUHErO MOCTaBLUMKA.

8.5 NMpoussoacTBO NPOAYKLUMU U NpeaocTaBrieHue ycnyr

8.5.1 YnpaeneHue nponMsBoacTBOM NpoayKLuuu U npeaocTaBrneHmemM ycnyr

OpraHusauus fomKHa OCYLLIECTBNATb NPOU3BOACTBO NPOAYKLMM U NPEAOCTaBIIEHNE YCYr B YNpaBns-
€MbIX YCIIOBUSAX.

Ynpaensiemble YCrOBUSA JOIMKHbI BKIOYaTh B Ce05, HACKOMbKO 3TO NMPUMEHUMO:

a) AOCTYNHOCTb AOKYMEHTUPOBAHHOW MHOPMaLIMK, onpeaensitoLen:

1) xapakTepuCTUK1 NPOU3BOAMMON NPOAYKLMKU, NPEAOCTaBNsAeMbIX YCIYr UNKU OCYLLECTBSIEMON Aes-
TENbHOCTH,

2) pe3ynbrathl, KOTOPbIE AOMKHbI ObITb JOCTUTHYTLI;

b) nocTynHOCTL M NPUMEHEHME PECYPCOB, MOAXOAALLMX ANA OCYLLECTBNIEHUA MOHUTOPUHIA U u3Mepe-
HUI;

C) OCyLLeCTBINEHNE AEATENBHOCTU NO MOHUTOPUHTY U U3MEPEHUIO HA COOTBETCTBYIOLLMX JTanax B Lie-
nax sepucbmkaLm COOTBETCTBUS NPOLECCOB UIU UX BbIXOAOB KPUTEPUAM YNPABMEHUS, A Taloke COOTBET-
CTBUSI NPOAYKLMU U YCIYT KPUTEPUSAM NPUEMKM;

d) NnpMMeHeHNe COOTBETCTBYIOLLEN MHAPACTPYKTYPLI U cpeabl AN PYHKLUMOHUPOBAHUSA NPOLIECCOB;

€) Ha3Ha4YeHune KOMMETEHTHOrO NEPCOHana, Bknioyas nobyio Tpebyemyio kBanudukaumio;

f) Banuaaumio 1 neproan4ecKyto MOBTOPHYIO BanuaaLuio CnocoGHOCTU NPOLIECCOB NPOU3BOACTBA NPO-
OYKUMUM 1 NPEoCcTaBneHnsa yenyr 4OCTUraTh 3annaHupoBaHHbIX pe3yrnsTaToB B TEX Criydasx, Koraa KoHey-
HbIl BBIXOA HE MOXET ObITb BEpUMULMPOBAH NOCNEAYIOLLIUM MOHUTOPUHIOM UMN N3MEPEHUEM;

g) BbINOMHEHWE AENCTBUN C LIENbIO NPeAOoTBPaLLEeHMS OLUMOOK, CBA3AHHBIX C YEI0BEYECKUM (PakTopOM;

h) ocyuwiecTeneHune Bobinycka, nocTaBku U A€UCTBMI NOCKE MOCTABKMN.

[NCO 9001:2015]

PekomeHgauum

CMbICN HACTOALLErO MyHKTa 3aKMIOYMaeTcs B YCTAHOBIIEHUM OpraHu3auueli CpefcTB ynpaBneHus ans
Npou3BOACTBA NPOAYKLMMW W NPEAOCTABNEHUS YCNYR, KOTOpbie 00eCneunBaloT AOCTUXEHNE HAMEYEHHbIX pe-
3ynbTaToOB NOCPEACTBOM CHIDKEHUS] BO3MOXHOCTEN MOSABNEHNS HECOOTBETCTBYIOLLIMX PE3YNLTaTOB.

OpraHu3auusa AomkHa co3aaBark YCMOBUS AN ynpaBneHus npou3BoACTBOM NPOAYKLMK U NPeaoCTaB-
neHuem ycnyr ans o6ecneveHns BuIMONHEHUS KPUTEPUEB, ONPEAENEHHbIX B cooTBETCTBUU ¢ MCO 9001:2015
(nyHkT 8.1).

OpraHunsauus 40SmMKHA pacCMOTPETbL MOMHBIA LMK NPOM3BOACTBA NPOAYKLUUM U NPEAOCTaBNEHNS YCnyr
npu onpeaeneHun Toro, YTo AOIMKHO ObITh ynpaBnsaembIM, BKMOYasa TpeboBaHuA K AeaTenbLHOCTM nocne no-
CTaBKM (Takue Kak yCTaHOBKA, rapaHTuu u obpaiueHue ¢ npereHsusimu). B cootBercTtBum ¢ MCO 9001:2015
[nyHkT 8.5.1, nepeuncnenus a)-h)] Bce cneayiolme npMMEHUMbIE aCNEKTbl A0MKHbI ObITb PACCMOTPEHbI:

a) Hann4ne AO0KYMEeHTMPOBAHHOW MHAGOPMAaLIMK, ONpeAEensoLen XapakTepucTMku NPoAyKLUMUK, KOTopas
AomkHa GbITb NPOU3BEAEHA, YCNYT, KOTOPbIE AOMKHbI ObITb MPEAOCTABAEHbI, UNN AEATENLHOCTY; OpraHu3auma
AOMKHA NPeaocTaBUTb AOKYMEHTMPOBAHHYIO MH(POPMALMIO, NOHATHYIO TEM, KTO BOBMEYEH B AEATENbHOCTb
UK nNpouecc, Hanpumep, cneuudukauum unm paboune UHCTPYKLUMU, U KOTOpasi NOMOraeT rapaHTUpOBaTh, YTO
NpoAyKUUA M YCNyrn COOTBETCTBYIOT YCTaHOBMNEHHbIM TpebosaHuam (MCO 9001 He TpebyeT OT opraHusaumm
BbINYCKaTb AOKYMEHTMPOBAHHYIO MHPOPMALIMIO, COAEPMALLYIO BCE CBEAESHUSA, KOTOPbIE FPAMOTHBIN oneparop
OOMKEH 3HaTb); HaNPUMeP, Kak NPaBUIO, HET HEOOXOAMMOCTH ONMUCHLIBATL OOYYEHHOMY BOAUTENIO NOrPy34vmKa
Kak paboTarb C NOrpy34mMKoM; ogqHako paboune MHCTPYKLUMU MOTYT 6bITb HEOOX0AUMBI ANS AeTanm3auum Mexa-
HW3MOB YKNaaKu, OrpaHuYEeHUss ynpaBneHnsi 1 NOBCEAHEBHOTO 06CNYXMBAHUS;
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b) niobble HeoOxoauMbIE pPEeCYpPCbl AN MOHUTOPUHIA U UBMEPEHUS; 9TO MOXKET ObITb ONpeaesieHHoe U3-
MepuTensHoe obopyaoBaHue, KOTopoe ObiNo 0TKanMbpoBaHo, YTOOLI CAenaTbh KOHKPETHbIE M3MEPEHUSA UMK
METOA, NPeAnuCaHHbIN NS UCMOSIb30BAHWUA NPWU NPEOCTaBNEHUN YCIYTK,

¢) mobble BUAbI AEATENbHOCTU N0 MOHUTOPUHTY U U3MEePEHUI0, HeobxoauMble Ana obecneyeHus Toro,
YTO BbIXOAHbIE JaHHbIE COOTBETCTBYIOT TPEOOBAHUAM K NPOAYKTY WK YCNyre, Takne Kak KOHTPOSb NpoaykTa
Ha onpegeneHHbIX aranax nnm MOHUTOPUHT 3BOHKOB n0Tpe6|/|Tene|7|;

d) mobble HeoBxoauMbIE KpUTEPUM ANS MHPACTPYKTYpbl (M. MCO 9001:2015, nyHkT 7.1.3) unu cpeabl
Ana dyHkuMoHmpoBaHus npouyeccos (cM. MCO 9001:2015, nyHKT 7.1.4);

e) HeoOX0AMMOCTb 06ecneYeHnss KOMNETEHTHOCTU Nuu, BbinonHawwmux paboty (cm. MCO 9001:2015,
NYHKT 7.2), B TOM 4YuUCne C y4eToM nioboi HeoOxoauMOoN KBanmdukauum, HanpumMep, Ansa cneynanncra no He-
pa3pyLuatoLleMy KOHTPOSO UK NPaKTUKYIOLWEro Bpaya;

f) obecneveHne TOro, YTO NPOLECCHI, BIXOAHLIE AAHHLIE KOTOPLIX HE MOTYT ObiTb BEpUULUMPOBAaHbI
nocpeacTBOM MOCREAYIOLLEro MOHUTOPUHIA UMW U3MEPEHUS, BanuaunpyloTcsa (sanuaaums — noaTBepPXaAeHue
yepes npegocrasneHme 0ObeKTUMBHLIX CBUAETENLCTB TOr0, YTO TPeOOBaHMA ANsi KOHKPETHOrO npeanonara-
€MOro MUcnonb3oBaHMA N NPUMEHeHunA, BbII'IOJ'IHeHbI); npumMepsl npoueccos, B KOTOPbLIX NOMYYEHHbIE Bbl-
XOAHbIE AaHHbIE HE MOTYT ObITb BepudULUMpPOBaHbl NOCPEACTBOM NOCMEAYIOLWEro KOHTPONSA, MOTYT BKNIOYaTb
B ce0s onpeAeneHHble BUAbl MOBEPXHOCTHLIX 06PaboTOK, 9KCTPEHHBbIX PearnpoBaHui NN HenpeaBUAEHHbIX
AENCTBUIA, TaKUX Kak nocagka camonera Ha Boay;

g) opraHu3auus AOMmKHa NPeAnNPUHATL AEUCTBUA NS NPeaoTBpaLleHUa YenoBeyeckux owmbok, Takue
Kak: orpaHu4YeHne YpesmepHblx paboynx 4yacos, BBEAEHWE MOAXOAALLMX USMEPEHUIN ANA COAENCTBUA COOT-
BETCTBYIOLLEN paboyeii cpeae, NpeaoCTaBNeHne COOTBETCTBYIOLLErO OOYYEHUS U MHCTPYKUWIA, aBTOMaTU3a-
uMa npoueccos, TpeboBaHWe ABOWHOMO 3NEKTPOHHOIO BBOAA KIHOYEBOW MH(POPMAaLMKU, HanMM4Me NpUcnoco-
OneHuit AN UCKNIOYEHUs1 HEMPAaBUIbHOW MexXaHu4eckorn o6paboTku, UCKIIOYEHUE OTBReKalowmx akTopos
ansi paGoTHUKOB (TakMx Kak nepcoHarbHble 3MEeKTPOHHbIE YCTPOMCTBA), poTauusi, Tpebylowwasa nonyyeHus
nHdopMaLMmn 0 ee NpeacTaBneHus;

h) BHeapeHUe CpeacTB ynpaBneHus Ans BbiNycka, NOCTaBKKU U AEeATENbHOCTU NOCMe NOCTaBKU; OHM Oy-
AYT pasnuyaTtbCa B 3aBUCMMOCTHU OT XapakTepa opraHusaumu, HO, Kak NpaBuro, BKMNOYAIoT B ce0s Takue aein-
CTBMSA, K&K OKOHYaTENbHbIA KOHTPOMb, TEXHUYECKOE 06Cny»MBaHWE UMK rapaHTUn; HanpuMep obopyaoBaHue
ANS BbINOMHEHMSA TOYEYHON CBAPKKU NPOAOIDKAT NPOU3BOAUTL XOPOLUME LUBLI, €CAIM OHO NPOXOAUT Nepuoaude-
CKMI TEXHUYECKMI YXOZ 38 COCTOSAHMEM INEKTPOAOB.

Tpumep 1 — B nekapHe ne4yu GOJIKHbLI 6bIML CNOCOGHLI HENpepbLISHO Npou3eodums NPodyKyuio u pabo-
4asi 30Ha AoJnKHa 6bimb Yucmoll.

TMexapb mMoxem cnedums 3a memnepamypol unu yeemom xneba, unu 3a mem u Apyaum. [nsa nomowiu e
MOHUMOPUH2e MO2ym UCII0/1b308ambCs1 QuazpaMMbl UNU 8U3yanbHbie cpedcmea 05151 UHOUKaUUU npuemsieMo20
duanazoHa memnepamypbi e neyu, unu ¢gpomozpaghuu npednoymumersnbHo2o yeema u ¢hopmbi xneba.

TMpumep 2 — lMpu 3anuexke 6emoHHbLIX NUM ceolicmea 6emoHa 60 epemMss 3a/lUeKU HelU38eCMHbI.

Ansa moezo, ymo6bi nonyyums mpebyemyio NPOYHOCMb, KO/IUYECMEo yeMeHma, cMecu U 600bi AOJIKHO
KOHMpoupoeambsCsi, makke Kak u ¢pasbl CMeWeHUs1 U eblOepkKu, Npu 3moMm 3anueKa u paboms! O0/LKHbI 8bl-
nonHAmMbLCs 06yYyeHHbIMU pabomHUKaMu.

BemoH npuobpemaem NOJIHYIO NMPOYHOCMb MOJILKO Yepe3 HeCKOJIbKO Hedeslb U obpasubl, e3simble 60
epems1 3aJlueku, He ucibimbieaitomcsi paHee 28 dHeli.

Omo sienaemcs npumMepom «keanuguyupoeaHHO20» npouecca, koeda cmpoauli KOHMPOJIL ocywecmeris-
emcs 851 mo2o, Ymo6bl He NPUWIIOCHL 3aMeHsImb éechb 6€MmoH.

Mpumep 3 — lMpu ceapke mexHuKa ucnbimaHuli Ha omcymcmeue degheKmoe ceapeHHO20 Memalia He
daem uHghopmayuu o NPoYHOCMU Memarnna.

Ceapujuk domxeH 6bimb 06yyYeH u «keanugpuyupoeaH» 0N mozo, Ymobb! 6bINONHIML C8apKy 6 coom-
eemcmeuu ¢ npoyedypolii dnsa obecneyeHusi NPOYHOCMU C8apKu.

Ans nodnuHHO20 ucnbiMmaHusi MIPOYHOCMU ceapku mpeboeasiock 6bl paspywums wWoe, Ymobbl nosyyums
o6pa3zuysl Ana ucnbimanull.

3mo sienAemcsa npumMepoM «kKeanuguuyupoeaHHO20» Ofepamopa, 6bINONHIIoWe20 «KeanugpuuupoeaH-
HbIl» npoyecc.

Tpumep 4 — Bo MHOo2ux ompaciisix cgpepbl 06CNyKUBaHUS yCITy2u 0Ka3bIlealomcsi makumM o6pa3om, 4mo ux
Henezko npoeepumsb 0o npedocmassieHus:.

Tunuy4HbIM NPUMEPOM sieNIssemcsi HeboLUWoe mypucmuyYyecKoe azeHMcMeo, nNpedocmaensiioulee KOHCYIb-
mayuu no opzaHu3ayuu nymeuiecmeul, aguabunemam unu pacnucaHuio noe3doe. OwubKU 6 KOHKPeMHbIX npe-
AocmaeneHHbIX KOHCYIbMayusix no NoJsly4eHuio U uHmepnpemayuu uHgopmauyuu Mo2ym Obimb 06HapyKeHb!
nompe6umenem MonbKo Nocse NPeONPUHAIMO20 fymeuwiecmeusi.
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8.5.2 UpenTndukauma m npocnexnBaeMocTb

OpraHu3auus AOImKHA UCNONb30BaTh NOAXOAALLME CNOCOOLI ANS naeHTMdMKaALUN BLIXOAO0B, KOFAA 3TO
HeobxoamMmo Ans obecneyeHus COOTBETCTBUA NPOAYKLMU U YCAYT.

OpraHu3aumsa AomkHa MAEHTUULMPOBATL CTaTyC BbIXOAOB MO OTHOLLUEHMIO K TpeGoBaHUAM, OTHOCA-
WMMCA K MOHUTOPUHIY U U3MEPEHMSM, NO X0AY NPOU3BOACTBA MPOAYKLMU U NPEAOCTaBNEHNA YCNyr.

OpraHusauus JOrpkHa ynpasnaTh CneuuanbHOW uaeHTMdMKauMen BbIXOA4O0B, KOraa npocnexusae-
MOCTb ABNAETCA TpeboBaHMEM, PErMCTPMPOBATL U COXPAHATb AOKYMEHTUPOBAHHYIO UH(OPMALMIO, HEOD-
X0AUMYIO Ana obecneyeHus NPOCNeXXMBaeMoCTu.

[MICO 9001:2015]

Pekomenpaumm

CMbICI HACTOSAILLETO NMyHKTA — 06eCcneunTb YBEPEHHOCTL B TOM, YTO OpraHu3aumns UCNonb3yeT UAEeHTU-
hMKaLmMIo U NPOCNEXMBAEMOCTb ANl TOTO, YTOObl UMETbH BO3MOXHOCTb ONpeAensaTb NPOLECCHI, NPOAYKLUUIO
WK YCIyru, Ha KOTOpbIE MOMYT 0Ka3aTb NOTEHUMAaNbHOE BO3AENCTBME HECOOTBETCTBYIOLLUE pe3ynbTaThbl Npo-
uecca npon3soacrtea U NOCTaBKW. PasnuuHble MeToAbl M,quTM(t)MKaLI,VIVI BbIXOAHbIX AAHHbIX AOMKHbI NPpUMe-
HATLCSA OpraHU3aUuen B 3aBUCUMOCTH OT XapakTepa npoaykumu unu ycnyru. INpu Bbibope cpeacts uaeHTudu-
Kauuu opraHu3auus 40rpkHa paccMaTpuBarh:

a) NoYeMy BbIXOZHbIE JAHHbIE HEOOXOAMMO UAEHTUPULMPOBATbL, HAMPUMED 3aKOHOAATENbHBLIE U HOP-
MaTUBHbIE NpaBoOBbIE TpebGoBaHKA (HAaNpUMep, B a9POKOCMUYECKON U NULLIEBOW NPOMBILLINEHHOCTH);

b) Ha kakom aTane unu atanax NPoLecca BhbIMOMNHAETCA MAEHTUMMUKALMUSA U KaK OHA BbINOMHAETCA.

MpuunHbl NpoBeaeHUs uaeHTUMUKALMKU M NPOCNEXMBAEMOCTM OTnMYaloTcs. Hanpumep, B LUBENHON
NPOMBILLIIEHHOCTU MaTtepuansbl U3 TOro Xe kpacutens 06bivHO 00pabaTbiBalOTCA Kak napTus, YTobbl u3bexarb
npobnemM LBETOBOr0 HECOOTBETCTBUSA; B KYPbEPCKOW cnyxbe Heobxoaumo npocnexuBarb 3abpaHHble u Jo-
CTaBlI€HHbIE NOCLINKK AndA noaaepxuvBaHusA 06sa3arenbLcTB U rpa(bVIKOB no AocCraBKe, Ha NPpOU3BOACTBE MOXXET
noTpeboBaTLCA rapaHTMPOBAaTL, YTO BCE Cbipbe 6€3 NPUMECH CBMHLIA UITM YTO KOMMOHEHTbI MOryT ObITh NPO-
CNEeXeHbl A0 UX MPONCX0XKOEHUA.

B HEKOTOpbIX OTpaCHAX NPOMBILLIIEHHOCTU MAEHTUMMKALMUA U NPOCNEXMBAEMOCTb ABNAIOTCA TpeboBa-
HUAMW, YCTAHOBMEHHBIMU PETYNUPYIOLLMM OPraHOM uUnu KOHTpakToMm. Hanpumep, npu Npons3soaACTBE B Kamepe
BbICOKOrO JaBneHus siensietca 06bI4YHbIM AeroM Aenatb 3anucb 06 naeHTudukaLmum nofy4eHHoro marepuana
1 NPOCNEXUBATL €r0 Yepes BCE dTarbl NPOU3BOACTBA, YTOOLI KOHEYHbIN KOMMNOHEHT MOXHO GbINO NpocneauTb
[0 UCXOOHOTo Matepuana.

Cpeacrea naeHTudukauum MOoryT pasnmyarbcs B 3aBUCMMOCTH OT XapakTepa BbIXOAHbIX AaHHbIX, Ha-
npuMmep:

- KOZ, HasBaHMe UNKU UX COYeTaHne MOryT ObiTb MCMONb30BAHbI ANA MAEHTUMMKALMMU KOHTPAKTA UK
3aKasa Ha 3aKyrnKy;

- HOMEp napTum, NOCTOSHHASA MAaPKMPOBKA UINKU ITUKETKA HA (PU3NYECKON YaCTU NPOAYKLMK;

- BUAWMbIN (OU3UYECKMI NPU3HAK, YKa3bIBAIOLWWI HA NPeaoCTaBrneHne ycnyru, Takoi kak yoéopka B ro-
CTUHULE;

- cMCTeMa UMeHOBaHUA haiinoB ANs SNEeKTPOHHOW AOKYMEHTUPOBAHHOW MHCpOpMaLmMu.

B Tex cnyyasx, korga cyLecTByeT TpeboBaHue Mo OTCNEXMBAHUIO BbIXOAHBLIX AAHHLIX, T4€ eCTb Takas
BO3MOXHOCTb, OpraHu3auusi gorkHa obecneunTs, YToObl COOTBETCTBYIOLLAA AOKYMEHTUPOBAHHaA MHAOP-
mMaums 06 ugeHTMPUUMPOBaHHLIX BbIXOAHBIX AaHHbIX MPOLEcca perucTpupoBanach, coxpaHsnac u bbina
JocTynHa. 310 MOXeT noTpeboBaTbCA, HaNpUMep, B Cry4ae OT3biBa NPOAYKLUMW; KOTaa 0BHAPYXKEHO, YTO U3-
mMeputenbHoe obopyaoBaHue He kanubposaHo (cm. MICO 9001:2015, nyHkT 7.1.5.2); B paccrneaoBaHum HeCo-
OTBETCTBUIA NPOLECCOB, NPOAYKLMUA WU YCNYT, UMW KaK pesyneraT 3aKoHoAaTerNbHbIX U HOPMAaTUBHBIX NPaBo-
BbIX TPEBOBaHUI (HaNnpuMep, KTO BBOAMT 0COBbI KOHTPONb MEANKAMEHTOB B 6OMbHULE).

[8] coaepxuT ganbHenwne pekoMeHaauun N0 MEHEAXXMEHTY KOHMUrypauuu.

lMpumep 1 — B omene Kaxdasi KOMHama, komopyro ybpanu nocjsie omsbesda oyepedHo2o 2ocms, MeHAem
cmamyc ¢ «Hezomoea» Ha «2omoea». Criyx6a y6opku ob6bIYHO 360HUM Ha peaucmpayuoHHy0 cmolKy, Ymobbl
coobwume amy uHgpopmalyuro, KOmopyio ommedarom nodxodsawum cnocobom.

lMpumep 2 — B aemocepeauce cmamyc kaxdoli onepayuu e nucme o6cryxueaHusi MeHsiemcsi ¢ «GOJHKHO
6bimb cdenaHo» Ha «cdennaHo» nMymem omMemKuU 3aseplieHUs onepayuu.

lMpumep 3 — lNpu kKoHmpose npouzeedeHHoll NPOAyKYUU KOHMposep npukpennsem amukemky «TPUHS-
TO» Ha npuHAMbIie eQUHUUbLI NPOBYKUUU U NoMelwjaem UX e 30Hy, NpedHa3HayeHHyo 0551 npuHsimol nNpodyKyuu.
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Konmponep npukpennsiem amukemky «HEMOOHAST» Ha HenpuHsimbie eQuHuybl NPOOYKUUU U rnomMeujaem ux e
30HY, NpedHa3Ha4YeHHYyo 05151 HenpuHamol NPodyKuuu.

lMpumep 4 — B menegpoHHOU cnyxbe cmamyc Kax0020 NpuHamMo2o coobuwjeHuUs ommeyaemcsi eHayase
Kak «coobuweHue nosyqeHo». [locne omnpaeneHus coobweHUs1 KIUeHMYy cmamyc MeHsiemcsl Ha «coobujeHue
omnpaesneHo». TeneghoHHas cnyx6a ucnonb3yem /IeKMPOHHbLILU KYypHan Kak cpedcmeo udeHmucpukayuu cma-
myca.

lMpumep 5§ — B npoussodcmeeHHOl cpede ucnosib3yemcs sapibik 01 moeo, Ymobb! noKasame epems,
Ko20a anokcuOHbIl Kneli 6b11 HaHeceH Ha NPodyKyuio U epemsi, koada 3aKoH4YUMCA HeobXxo0UMbIU YUKIT omeep-
XOeHus.

8.5.3 CoGCTBEHHOCTL NOTPEOUTENEN UM BHELWHUX NOCTABLYUKOB

OpraHn3auums 4OSmkHa NposBnATb 3a60Ty 0 COOCTBEHHOCTU nNoTpebuTenel M BHELLUHMX NOCTaBLLy-
KOB, KOr4a OHa HaxoAuTCA NoA ynpasreHWeM OpraHn3aLumn Umn NCNonbL3YETCA elo.

OpraHusauus gomkHa maeHTUduunpoBatb, BepuduUMpoBaTb, COXPaHATbL M 3almuaTb COOCTBEH-
HOCTb NOTPeBbuTENs MNM BHELUHEro NOCTaBLUMKA, MPEAOCTABIIEHHYIO AN UCMONb30BAHUSA UMK BKITOYEHUS
B NMPOAYKLMIO U yCIyTn.

B cny4yae, korga COGCTBEHHOCTb NOTPEOUTENS UMW BHELUHEro NOCTaBLUMKA YTEPSHA, MOBPEXAEHA UNK
npu3HaHa HENPUrogHOW ANs UCNOMb30BaHWA, OPraHU3auUmMsa AOMMKHA yBEAOMUTL 06 9TOM noTpeduTens unm
BHELUHEro NoCTaBLLUMKa, a TaKXe PErMCTPUpPOBaTE U COXPAHATL JOKYMEHTUPOBAHHYIO MHAOPMaLUIO O Npo-
usoLleLIem.

MpumevaHune — CoGCTBEHHOCTE NOTPEBUTENS UMK BHELLHEro NOCTaBLYyKa MOXET BKIoYaTh B cebst Matepu-
arbl, KOMMOHEHTHI, UHCTPYMEHTEI U 06OPYA0BaHWe, HEABMXUMOCTb, UHTEMNEKTyanbHylo COGCTBEHHOCTb U NEPCOHaANb-
Hble laHHble.

[MCO 9001:2015]

PekomeHaaLuu

CMbICN HacTosLero nyHkTa — 06ecneunTb YBEPEHHOCTb B TOM, YTO COBCTBEHHOCTb, HE NMpUHaanexa-
LLas opraHusaLmm, HO HaXOAALLAACA NoA €€ YNPaBMeHNEM, 3aLUMLLeHa.

Co6CcTBEHHOCTL NOTPebUTENA — 3T0 COBCTBEHHOCTL, KOTOPAs BKIIOYEHA UM UCNOSMb3YETCA NPU NPOUs-
BOACTBE NPOAYKLUMU UNK NpeaocTaBneHumn ycnyrm. CobCTBEHHOCTb BHELLHETO NOCTaBLUMKA — 3TO COOCTBEH-
HOCTb, KOTOpas NPeOCTaBIIAETCA OpraHu3aumu Ansi UCMosb30BaHUS MO Ha3Ha4YeHUIo (Hanpumep, o6opyaoBa-
HWe, UCNONb3yeMOe A1 YNAKOBKW UM NEePCOHarbHble AaHHbIE).

C06CTBEHHOCTb MOXET ObITb MarepuanbHON U HeMaTepuanbHOW (Hanpumep, Matepuan, MHCTPYMEH-
Tbl, NOMELLEHUA NOTpebUTENs, MHTENNeKTyanbHas COOCTBEHHOCTb MMM NepPCOoHasnbHble AaHHbIE). Mpumepsl,
Koraa notpebutenb MOXET NPeAOCTaBNATbL Marepuan, o6opyaoBaHue, 3HAHUA UNK AaHHbIe, KOTopble ByayT
MCNONb30BaHbl B NPOU3BOACTBE NPOAYKLIMM UK OKa3aHWM YCIYT, BKAIO4aIoT B cebs:

- WHCTPYMEHTLI, NPeaoCTaBnsieMble AN Lenen u3mepeHus;

- TpPaHCNOPTHOE CPeACTBO, OCTABNEHHOE ANsi 00CNY>XUBaHUA UNKU PEMOHTA;

KOMIMOHEHTHI A1 pasMeLLEHUs Ha NevaTHou nnare;

creumanbHasi ynakoBKka Ayt FOTOBOI NpoAYKLUUM;

ObiTOBas TExHUKA (Hanpumep, CTUparnbHasi MallMHA), OCTABNEHHAs ANS PEMOHTA;

(PMHAHCOBLIE M NEPCOHANBHBLIE AAHHbIE, NPEAOCTABNEHHbIE KOMNAHWUK, BbIAAIOLLEN KPeAUTHbIE Kap-
Tbl, MU ANS NOKYNOK B c€TU MHTEpHET.

[eiicTBUA, KOTOpblEe OpraHM3auMs AOIDKHA NPeAnpUHATL ANA 3awmThl, OyayT 3aBuceTb OT Tuna cob-
CTBEHHOCTM.

Bnapeney, cOGCTBEHHOCTU AOIDKEH ObITb YETKO MAEHTUMLMPOBAH U U3BECTEH B OPraHu3auum, rae aro
NPUMEHUMO. ITO MOXET ObITb UAEHTUMDUKALMA NPOAYKLMU UNKU XpaHEHWEe COBCTBEHHOCTU noTpebutens B
M30MUPOBAHHON 30HE, UMM OrpaHUYEHUE JOCTYNA K MHTENNEKTYanbHON COGCTBEHHOCTH. [pumepbl Mep, KOTO-
pble MOXXHO aanTMPOBaTb ANs 3aLUUTbl MHTENNEKTYaNbHON COBCTBEHHOCTU NOTPEOUTENSA UMW NEPCOHANbHBIX
[aHHbIX BKNIOYaloT B cebs:

- KOHKpeTHoe MecCTo unu ain aAns XpaHeHUs1 MUHTeNNeKTyasbHbIX AaHHbIX MOTPEOUTEeNs, BKIOYas yep-
TEXW NPOAYKLIMU, NATEHTHYIO0 UHGOPMaLUIO, 00bEMBI NPOU3BOANTENLHOCTU U NPOAAXK;

- 3awmTta naponem annos Ha KOMMbIOTEPE;
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- npoueaypsbl, Tpedylowme cneymdukaummn m JaHHble 0 notpeburtene, yaansaoTca N0 OKOHYaHWUM Npo-
ekTa;

- obecneyveHnue gocryna k uHcbopMaLmm TONMbKO ANs onpeaerneHHbIX U 00yYEeHHbIX UL

Bepudukaumsa cobCTBEHHOCTH, ecnu opraHu3aumsa 6epeT ee noj ynpasrieHue, SBMAETCA BaXHbIM 3ne-
MEHTOM (Hanpumep, NorioXxeHue unu mandeckme yCroBusl, TOMHOCTb NEPCOHASIbHBLIX AAHHbIX). [laHHas Be-
puchnkauusa 6yaer pasnuyaTtbCsi B 3aBUCUMOCTU OT TpeBOoBaHUi NnoTpebutenen unu BHELWHUX NOCTaBLLUKOB.

Ha3HaueHnue TpebyemMoii B AHHOM MYHKTE JOKYMEHTUPOBAHHON MHAOPMALIMKN 3aKNIOYAETCA B TOM, YTO-
Obl 06ecneunTb BO3MOXHOCTb MCMONb30BAHMS COOTBETCTBYIOLLEN MHAOPMALMK ANA TOYHOTO YBEAOMIMEHUA
noTpedbutens unu BHELUHETO MOCTaBLUMKA, B TEX CNyyasx, koraa COGCTBEHHOCTb yTepaHa, NoBpexaeHa unu
WHbIM 0Opa30oM NpU3HaHa HEMPUTOAHOW UNKU €€ UCMONb30BAHME HEBO3MOXHO.

8.5.4 CoxpaHeHue

OpraHu3aums AOHKHA COXPAaHATb BbIXOAbI BO BPEMS NMPOU3BOACTBA NPOAYKLMM M NPEAOCTaBNEeHUs
YCINyr B TOM MEpPe, HACKOMNbLKO 3T0 ByneT He0BXOAUMBIM NSt 0BECNEYEeHNsI COOTBETCTBUS TPEGOBAHUAM.

MpumeyvaHune — CoxpaHeHMe MOXET BKIIoYaThb B cebs UAEHTUDUKALMIO, NOrPy304HO-Pa3rpy304HbIe paboThl,
npeAoTBpaLleHne 3arpaAsHEHUS], yNakoBLIBaHUe, XpaHEHUe, NepeMeLLEHNE UM TPaHCTIOPTUPOBKY, U 3aLUUTY.

[MCO 9001:2015]

PekomeHgauum

CMbICI HacTosALWEro nyHkTa — ob6ecneunTb YBEPEHHOCTb B TOM, YTO BbIXOAHbIE AAHHbLIE, NPOAYKUUS U
YCMyru COXPaHSIIOTCA Ha BCEX 3Tanax B NpoLecce NPOM3BOACTBAa NPOAYKLMM M NPEAOCTaBNEHUS YCNyT.

OpraHusauus A40mkHA ONPEAEnsiTb T€ BbIXOAbl, KOTOPLIE MOTYT YXYALLUTL UMW Pa3pyLUMTb, a Takoke no-
BMUATb HA COOTBETCTBUE NPOAYKLMU M YCNYTU, U BHEAPSATb COOTBETCTBYIOLLME METOAbI COXPaAHEHUS.

Hanpumep:

a) B cdhepe 06cnyxuBaHus noTpebHOCTbL B COXpaHEHUU MOXKET BKIOYaTh B cebs:

- XpaHeHue NpoAyKTOB NUTAHWA B COOTBETCTBYIOLLIEN TeMNepaType B pecropaHe, Noka OHM He OyayT
roTOBbI AN N0AaYH,

- KOMMaHuu, npegocTaensiowme MHMOPMaLUOHHO-KOMMYHUKALIMOHHbIE TEXHOMOrMKU, o6ecnevmsalo-
LUMe COXpPaHEHUE LIeNIOCTHOCTU AAHHbLIX NYTEM PEryrnsapHOro CO3aaHus pPe3epBHbIX KOMWUN U aHTUBUPYCHOW
3aLUUTl,

- nogaep)aHue CPOKOB FOAHOCTU U YCIIOBUIN XPAHEHUSA BaKLMH,

- obecneyeHune «He pacKkpbITUS» akageMUYecKUX dk3aMeHaLUOHHbIX pador,

- «YUCTbIE» ONEPAaLMOHHbIE B GONbHULIAX;

b) B NpOMBILLNEHHOM CEKTOpe, Ha Cknajae rotoBoW NPOAYKLUMWU METOAbI COXPAHEHUA MOTYT UCNONbL30-
BaTbCcA AnA obecnevyeHms LENOCTHOCTU, nAeHTUdUKaLMU Unu 6e30NacHOCTU BbIXOAHLIX AAHHLIX AN KOH-
KPETHbIX 3TanoB UM NPOLECCOB, TakNX Kak XxpaHeHue, obpallueHue unm TpaHCnopTUpoBKa, NOCPEACTBOM
ynpaeneHnsa Takumu cakropamu, kak Temneparypa, CpOKU rOgHOCTM, SNIEKTPOCTATUYECKUIA pa3psaa, Nbib,
ynakoBKa.

B 3aBucUMOCTM OT xapakTepa BWAOB AEATENbHOCTUM MOXET notpeboBaTbCA onpeaenuTe METOAblI CO-
XpaHeHus AnsA noboii YacTu UnKM KOMNOHeHTa, KOTopble ByAYT BKMNIOYEHbI B KOHEYHYIO NPOAYKLMIO (Hanpumep,
ANs U3roToBneHus unu cbopku), unu aAns o6opyA0BaHUA UNW UHOPMAaLUK, BXHBIX ANA NPeAOoCTaBnNeHUs
ycnyru (HanpumMep, faHHble, He0OX0aUMbIE AN TEXHUYECKON NOAAEPXKKM Nocsie NoCTaBku notTpebutento fo-
MaLlUHEro KOMNbIOTEPA).

CyLUeCTBYeT Uenbliii psig obnacteii, rae npobnembl, CBA3aHHbIE C MOrPY304HO-Pa3rpy304HbIMK paboTamu
MOTYT NOBSIMATL HA KA4eCTBO NPOAYKLMKU UNu ycnyru. HeKoTopble NpUMepPbl MOXHO HAWTKU B CRneayloLwmx 0b-
nacrsix:

- BOMbLUMHCTBO METAMMOB C NPUMECHLI0 Mean (HanpuMep, Meab, naTyHb u 6pPOH3a) NOABEPIKEHBI KOPPO-
31K Nocre NPUKOCHOBEHMS NanbLamu;

- TaHKepbl, NepeBo3sLLME XUAKOCTU, JOMKHbI ObITh OYMLLEHBI U 06e33apaXeHbl Nepes 3anonHeHueMm
APYrov XXuakocTu;

- MeauUMHCKUe o0bpasubl 40MKHbI ObITb 06paboTaHbl C MOMOLLBIO CheluanbHbIX MHCTPYMEHTOB, YTOObI
NpeaoTBpaTUTL 3aHeCeHUe UHekuum.

TpeboBaHUA K XpaHEHUIO Pa3nNnYaroTCs OT OTPacnu K oTpacnu. Npumepsl yCROBUA XpaHeHUs BKKOYaoT
XpaHeHue XONOAHbIX NMULLEBbIX MPOAYKTOB; MU XPaHEHUe MarHUTHbIX HOCUTenel (Hanpumep, BUAEOKACCEThI,
ayamMoKacceTbl U KOMNAKT-AMCKM) B HEMArHUTHOW cpeae.

52



FOCT P 54985—2018

8.5.5 [leATenbHOCTb NOCJIe NOCTABKU

OpraHuzauus omkHa obecrneynTb BbiNonHeHue TpeboBaHMii K 4eATENBHOCTU, CBA3aHHON C NPOAYKLM-
ell n ycnyramu, nocre Toro, kak OHW Oblnn NOCTaBMEHbI.

Mpu onpeaeneHun o6bema TpebyeMoii AeATENBLHOCTM NOCIE NOCTABKWU OpraHM3aLus JoSbkHa paccma-
TpuBarhb:

a) 3aKkoHoAaTernbHble U HOpMaTUBHbIE NpaBoBble TPeOOBaHUS;

b) noTeHuManbHbIe HeXXenaTenbHbIE NOCNEACTBUSA, CBA3aHHbIE C €€ NPOAYKUMENR U yCryramu;

C) XxapakTep, UCMNonNb30BaHMe U NpeanonaraeMoe BPEMS XXU3HU NMPOAYKLUMU W YCIIyT;

d) TpeboBaHua notpebutenen;

e) obpaTHyo CBA3b C noTpebuTenamu.

MpumedvaHune — [JeATenbHOCTb NOCIe NOCTaBKM MOXET BKItoYaTh B ceBs AeiCTBMA COMMacHo rapaHTUAHBEIM
obazaTensCcTBam, KOHTPaKTHLIM 06s3aTenscTBam (Takue kak o6CrnyXuBaHWe) U JONOAHUTENbHbIE YCNYrW, Kak Harnpu-
Mep nepepaboTka UNi OKOHYaTENbHOE YHUUTOXEHUE.

[MCO 9001:2015]

PekomeHgauum

CMbICIN HACTOSAILLETO MyHKTa — 06ecneyYnTt YBEPEHHOCTb B TOM, YTO OpraHu3auus BbIMOSHAET COOTBET-
cTByloLME TpeGoBaHUsA NOCIe TOro, Kak NPOAYKLMSA UK yCryra NOCTaBsEHbl, NPU3HABASA, YTO HA NOCTaBKe He
3aKaH4YMBaETCH OTBETCTBEHHOCTb OpraHusaumu. MNpu onpeaeneHum 4esTenbHOCTH Nocne NOCTaBku opraHusa-
UMsA JOKHA paccmaTpuBaTh HE TONbKO M3BECTHble TpeboBaHMsA (Hanpumep, 3aKOHOAATENMbHbLIE U HOPMATUB-
Hble npaBoBble TpeboBaHuA unu TpeboBaHus NOTpeduTenst), HO TaKkkKe U BEPOSATHOCTb TOr0, YTO NPOAYKLMSA
UNK ycnyra He oTBevaroT TpeboBaHUsM, Kak TO OKuAanoch, U MOryT noTpeboBaTbCA AanbHeNLWmne AeNCTBUS.
Puck HeynoBneTBOPEHHOCTU NOTpeduTenel unu noTepu NOTEHLUAanLHOW BO3MOXHOCTU YBENUYMBAETCA, €CNU
opraHusauusi He pacCMaTpPUBAET MOTEHLUANbHBIE U YCTAHOBIEHHBIE AENCTBUS MOCNE NOCTaBKM.

Mpumepbl AeATENBHOCTU NOCE NOCTABKM BKIIOYAIOT B cebs:

a) B3aMmoAencTBue ¢ notpeburensimm Ansi NOATBEPXKAEHUS TOTO, YAOBNETBOPSIOT M MX NPOAYKUNA UNn
yenyru;

b) ycraHoBka 060pyaoBaHus Ha MECTE U yTUNu3aums craporo obopyaoBsaHua notpedurens;

C) KOHTPaKTHbIE COrMaLLEHUs], TAKUE KaK rapaHTUmM U TEXHUYECKas Noaaepxka;

d) goctyn notpebutenen Kk oHNanH-uHOPMaLUK, OTHOCALLENCA K NOCTaBKE NPOAYKLIMM UMK YCIyT, Ha-
npumep, CTaTyc percoB; YacTo 3agaBaemble sonpockl (FAQ);

€) npoBepka NnoANMHHOCTU NPOAYKTA;

f) TexHuyeckyio noaaepxky no TenedoHy, KOTopyto obecneunsaeT npogaseL, KOMNboTepa.

8.5.6 YnpaBneHue usmeHeHUAMU

OpraHu3auus AOmKHa aHanM3upoBaTb U3SMEHEHUS B NPOU3BOACTBE NPOAYKLUMU MU NPEAOCTaBNEeHUN
ycnyr v ynpaensitb UMW B TOW CTeNEHU, HACKONbKO 3T0 ByaeT Heobxoaumo Ana obecnevyeHns NOCTOAHHOIO
COOTBETCTBUS TPEOOBaAHNAM.

OpraHu3aums J0mKHA PErMcTpupoBaTb U COXPaHATL OKYMEHTUPOBAHHYIO MHpOpMALMIO, ONMUCHIBAIO-
LUYIO pe3ynbTaTbl aHanNM3a M3MeHeHuN, CBeAEHUA 0 JOMKHOCTHBIX NULUAX, CAHKLIMOHMPOBABLUMX BHECEHUE
M3MEHEHUs1, U BCe HeobxoauMble AEWHCTBUS, ABNAIOLIMECA pe3ynbTaTOM aHanu3aa.

[MCO 9001:2015]

Pekomenpauumn

CMbICN HACTOSLLETO NYHKTA — 06EeCNeYnTb YBEPEHHOCTb B TOM, YTO OpraHM3aums aHanuaupyer u ynpas-
nseT U3MEHEHUSIMU, KOTOPbIE NPOUCXOAAT B NpPOLIECCe NPOU3BOACTBA NPOAYKLUU U NPEAOCTaBEHNA YCAYT,
B COOTBETCTBUM C MOSIOXKEHUSIMU, YCTAHOBIEHHLIMU NPU NNAHUPOBAHUU CUCTEMbI MEHEIKMEHTa KadyecTea
(cMm. UCO 9001:2015, nyHkT 6.3). [leiicTBUS, ONpEAENEHHbIE ANSi PELLEHUS TAKUX U3MEHEHUN, AOMKHbI ObiTb
HanpaerneHbl Ha o6ecneyeHne Toro, YTo BbIXOAHbIE AaHHbIe, TPOAYKLUMSA U yCryru OyayT npoaosmkaTb yaoBneT-
BOPATb NPUMEHUMbIM TPeOOBaHUAM.

3TOT NYHKT KacaeTcsl USMEHEHUI, KOTOPble NPOUCXOANAT B TEYEHUe NpoM3BOACTBa NPOAYKLUUMW 1 Npeao-
CTaBNeHUs yCnyr u KOTOPbIE MOTYT NOBMUSITL HA COOTBETCTBUE TpeboBaHusaM. OpraHusauus aomkHa obecne-
YUTb COXpPAHEHUEe LIeNoCTHOCTU NPOU3BOACTBA NPOAYKLUMU U NPeAOCTaBNeHus ycnyr nocpeacTBOM ynpasne-
HUS1 STUMU U3MEHEHUSIMU U aHANU3a NPeANPUHATLIX ENCTBUNM, 4 TAKXKE PACCMOTPEHMEM TOTO, KaK 31O BNUAET
Ha cpeacTea ynpasneHusi, BHegpeHHble B cootBeTcTBuu ¢ UCO 9001:2015 (nyHkT 8.5.1).
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Mpeanaraemble W3MEHEHUS JOIKHLI ObITb PACCMOTPEHbI HA BCEX dTanax OnepauuoHHON AesATenbHO-
CTU nepej BHeapeHneM. MNpuyrHbl UBMEHEHUI MOTYT PasnMyaTbCs; HaNpUMep, HeoBXoAUMOCTb B UBMEHEHUU
MOXeET ObITb MHULMMPOBAHA BHELUHWM MOCTaBLUMKOM (HanpuMep, 3afemkku NOCTaBOK UK BOMNPOCHI MO Ka-
YecTBy), BHYTPEHHUMM hakTopamu (Hanpumep, KpUTMYECKUin 0Tkas 060pyaoBaHNS, NEPUOSNYECKUE HECOOT-
BETCTBYIOLUME BbIXOAbI) UMM BHELUHUMU pakTopamMu (Hanpumep, HOBbIA MU U3MEHEHHBIN NoTpeduTens, unu
HOPMAaTWBHbIE MPaBOBbIE TPEOOBAHUS).

B HekoTopbIx Cryyasx pesynbraTtbl BHEAPEHUS U3MEHEHWUI MOTYT MOCHYXUTb BXOAHBIMW AAHHbIMU ANS
NPOeKTMPOBaHUA n paspaboTku (cm. 8.3.1 1 8.3.6).

OpraHusauust 4ormkHa onpeaenuTb AOKYMEHTUPOBAHHYIO MHAPOPMAaLUIO, KOTOPYHO AOMXKHA perncTpupo-
BaTb M COXPaHATL, a Takke opmart, B KOTOPOM OHa AOMMKHA PEerncTpupoBaTbCa U COXpaHATLCA. [pumepsl
BKIIOYAIOT B ce08:

- NPOTOKOMbI aHanu3a BUA0B AeATEeNbHOCTY,;

- pesynsrarbl Bepudukauumn n sanuaauuu;

- OMUCaHWe UBMEHEHMUS;

- AaHHble 0 nuue(ax), aBTopm3oBaBLLEM(MX) M3MEHEHUS (Mpu HeoOXOAMMOCTU pacCMaTpuBaeTcs no-
Tpebutens).

8.6 Bbinyck npoaykumuu v ycnyr

OpraHusauus 4omkHa BHeAPATb 3annaHUpoOBaHHbIE MEPONPUATUA HA COOTBETCTBYIOLLMX 3Tanax B Le-
nax Bepudpukaumm BoINONHEHMs TpeOoBaHMIA K NPOAYKLMW U YCIyram.

Bbinyck npoaykuum v ycnyr ansi notpebutens He AOMMKEH NPOMCXOAUTL A0 OKOHYAHMA peanusauuu
BCEX 3ar1aHMPOBaHHbIX MEPOMPUATUI C YA0BMNETBOPUTENBbHBIMY PE3yrnbTataMu, KPOMe TeX Cnyyaes, Koraa
3TO CaHKLUMOHMPOBAHO YNOMHOMOYEHHbIM OPraHOM W/WMK MAULOM U, KOrAa 3T0 MPUMEHMMO, CaMUM NOTpe-
Gutenem.

OpraHu3aumsi AOMmKHa PErncTpupoBaTh M COXPaHATbH JOKYMEHTUPOBAHHYIO UHGOPMAaLMIO O BbIMyCKe
NPOAYKLMKM U YCryr. [JOKyMEHTUPOBaHHAsA UHAOPMALUS AOIDKHA BKITOYATb:

a) CBUAETENbCTBA, AEMOHCTPUPYIOLLME COOTBETCTBME KPUTEPUSIM NPUEMKU;

b) npocnexmBaemMoCTb B OTHOLLUEHUU AOJSDKHOCTHOIO nuua (nvud), CaHKUMOHWPOBAaBLUErO(MX) BbINyCK
npoayKUUK U yCIyr.

[MCO 9001:2015]

PekomeHgauum

CMBbICI HACTOSILLEro MyHKTA 3akniodaeTcs B o6ecneveHnmn coOOTBETCTBUA NPOAYKLUMU U YCRYTU BCEM Npu-
MEHUMbIM TPeGOBaHUAM 40 UX nocTaBku notpebutento (cM. UCO 9001:2015, nyHKT 8.1).

OpraHu3aumsa AOMmkHa Nony4uTb 0400peHne COOTBETCTBYIOLLErO OpraHa, Koraa 3anfaHMpoBaHHbIE CO-
rnaweHmnsi He ObiNu BbIMOMHEHLI; B HEKOTOPbLIX CAy4asX, 3T0 MOXeT ObiTb NnoTpebutens. OpraHn3auus A0mk-
Ha paccMOTPETb BOMPOC O pa3paboTke KpUTepues Ans cuTyauuii, koraa HeobxoanMmo NonyYuTb ogodpeHue
norpebutens. B arux cny4asix MOryT nNpuMeHATbCS TPeOOBaHUA K HECOOTBETCTBYIOLLUM pesynbraram (CM.
MNCO 9001:2015, nyHkT 8.7).

Jnuo(a), caHKUMOHMpYIOLIEE(ME) KOHEYHbLIA BbINyCK NPOAYKLMM WM YCAYrW, AOMKHO ObITb YeT-
KO onpeaeneHo, Hanpumep, AOIDKHOCTHOW MHCTPYKLUMEW WAW YPOBHEM MOMIHOMOYUN, U AOMKHO(b) ObiTb
NpOCNeXuBaemMbiM(u). 3TO MOXET ObITb JOCTUIHYTO NOCPEACTBOM COXPAHEHUS AOKYMEHTUPOBAHHOW MH(OP-
Mauuu, KoTopasi, HanpumMep:

a) npegocraBnsaeT NoANUCHL 0A00PUBLLIETO NULIA;

b) netanuaupyet paspeLueHme Ha aBTOMaTUYECKUI BbIMYCK NPOAYKLMU NPU BbINOMHEHNN ONpeAEneHHbIX
KpuTepueB (Hanpumep, aBTOMaTtM4ecKoe dNeKTPOHHOE pa3speLleHue nnarexa Ans OHNanH-NPoAax).

8.7 YnpaBneHue HeCOOTBETCTBYHOLWUMHU pe3yribTaTaMu NPoLeccoB

8.7.1 Opranusauus gomkHa obecneunBaTtb naeHTUUKALMIO U yNpaBreHue pesynsratamm NpoLeccos,
KOTOPbIE HE COOTBETCTBYIOT TPEOOBaHMAM, B LIENSAX NPeAOTBPALLEHUS UX HEMPEAHA3HA4YEeHHOro UCMONb-
30BaHWUA UM NOCTaBKU.

OpraHu3aumsa JorkHa npeanpuHUMAaTh COOTBETCTBYIOLLME JENCTBUS, UCXOANA U3 XapaKkTepa HecooT-
BETCTBUSA M €r0 BNUSIHUSI HA COOTBETCTBUE MPOAYKUMM U YCNYr. OTO AOIDKHO NMPUMEHATLCA TakkKe K He-
COOTBETCTBYIOLLEH MPOAYKLMU U YCIlyram, BbISIBJIEHHbIM MOCME MOCTABKN NPOAYKUMKW, B XO4€ UMK nocne
npeaoCcTaBreHns ycnyr.
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OpraHusauusi 4oShkHa OCYLUECTBNSATb B OTHOLUEHUM HECOOTBETCTBYIOLUMX Pe3ynbTaToB NpOLIeccoB
OAHO UIU HECKOMbKO M3 crieayomx AeNCTBUNA:

a) KOppeKUmIo;

b) oTaeneHue, orpaHMyeHne pacnpoCTpaHeHusi, BO3BPAT MM NPUOCTAHOBKY MOCTaBKW MPOAYKUMK U
npeaocTaBneHus ycnyr,

C) UHchopmupoBaHue notpebutens;

d) nonyyeHue paspeLueHUs Ha NPUeMKy C OTKNOHEHUEM.

Mocne BbLINOSMHEHUA KOPPEKLMU HECOOTBETCTBYIOLLMX PE3YSILTATOB MPOLIECCOB MX COOTBETCTBMUE Tpe-
G0BaHWSAM AOIKHO ObITb BEPUDPULIMPOBAHO.

[MCO 9001:2015]

PekomMeHgauumu

CMbICN HACTOALLEr0 MyHKTa 3aKMIOYMaeTcs B NPeAynpexaeHun HenpegHaMepeHHoW NOCTaBKu UMW UC-
Monb30BaHWSA HECOOTBETCTBYIOLLMX PE3YNLTATOB (Ha BCEX aTanax Npou3BOACTBa NPOAYKLUMKU UNWU NpeaocTaB-
neHuns ycnyru).

Korga HeCOOTBETCTBYIOLLMI Pe3ynbTaT OnpeaeneH, opraHn3auus 4omkHa NpeanpuHSATbL COOTBETCTBYIO-
Lee AeNCTBUE, UCXOASa U3 ero BNUAHWUA Ha COOTBETCTBME MPOAYKUMM U ycnyrn. [encteua 0yayT M3MEHATbLCA
B 3aBMCUMOCTM OT XapakTepa HeCOOTBETCTBYIOLLErO pesynbrara, HanpuMmep oT yBeaomneHus notpeburens,
Korga BoisiBneHa npobrnema 6e30nacHOCTU MU (PYHKLMOHMPOBAHUSA, A0 AENCTBUIA NPU HE3HAYUTENBHON NPO-
6neme, KOTOpas BbISIBNEHA B NPOLIECCE NPOU3BOACTBA, U KOTOpas MOXET ObITb MCNpaBneHa 40 NOCTaBKu.

CyLLecTBYIOT pasnuyHble cnocobbl ynpaeneHWs HECOOTBETCTBYOLLMMM pesynsTatamu. B cooTBeTcTBum
¢ NCO 9001:2015 [nyHkT 8.7.1, nepedncneHus a)—d)], opraHm3aumua MOXET UCNOMb30BATb NOAX0A, KOTOPbIN
npumeHsaeT 6onee 04HOro M3 CrneayoLwmMx METoA0B:

a) KOppeKLUMsA HECOOTBETCTBUS NOCPEACTBOM PEMOHTA UMW NEPEAEnKU, UK B Criydae ecnun 310 pecTo-
paH, HanpuMmep, onpeaeneHue Toro, YTo Bblna NPUroToBIEHA HENpaBunbHasa eaa u Tpebyerca Koppekuua Ao
nocCTaBKu;

b) usonaums, yaepxaHue, Bo3Bpat Unu NPUOCTAHOBIIEHUE NOCTABKM NPOAYKLMM U NPEeAOCTaBNeHuns yc-
nyr; opraHusauus gormkHa obecneyuntb, YToGbl NPOAYKUMA M yenyrn Oblnu YETKO MASHTUMDULMPOBAHDI B LIENAX
npeaoTBpaLLEHUA HenpeaHaMepeHHOro NpegocTaBneHns noTpeduTenio HECOOTBETCTBYIOLWEro pesynbraTa;
3TO MOXET BKNIOYaTb UCTMONb30BAHME (PUNYECKOW MaPKUPOBKU UM MECTONONOXEHUS;

C) MHpOpPMUPOBaHUE NOTpebUTEns B 3aBUCUMOCTM OT CEpPbE3HOCTU HECOOTBETCTBYIOLLEIO pesynerara
unu TpeboBaHuin NOTpebuTens; MoXeT ObITb Tak, YTO NOTPeOUTENb MOXKET CaM NPEANPUHATL AENCTBUE, €Cnn
HECOOTBETCTBYIOWMI pe3ynbTaT yxe Obln NocTaBneH unuv obparuTbCs B OpPraHU3auuio 3a TeMm, Kakue aen-
CTBUA HEOOX0AMMBI; NPUMEPLI AEWCTBUIA B OTHOLLEHUM NOTpebuTenei BKNOYaloT B cebn:

- OT3bIBbl (HANPUMEP, U3-3a BONPOCOB 6€30NaCHOCTH, TAKUX KaK HENPABUAbHBIA COCTaB NEKapCTBEH-
HOro cpeacTsa);

- NPUOCTaAHOBAEHNE NN U3BATUE HEUCNPABHLIX NPOAYKLIMM UNK yCNyr (HanpuMep, n3-3a Henpasunb-
HOW MApPKUPOBKM HA NULLEBOW NPOAYKLMM CPOKA rOAHOCTU UMW HEMPaBUINbHLIX LIEH B KaTanore, unu HeBos-
MOXHOCTU NPeAOCTaBMEHNS YCNYru Kak OnMCcaHo);

- NOBTOPHYIO 06paboTKy;

- YCTpPaHEHWe UNK YyMEHbLUEHWE HECOOTBETCTBUS 10 COrNMAacOBAHHOIO NMPUEMIEMOTO YPOBHS;

- MOMHOE YCTpaHEeHNe HECOOTBETCTBUSA U3 MPOLECCa;

d) nHorga MoxeT noTpebGoBaTbCA NONMyyYeHUe pas’peLleHUs Ha OTKINOHEHue (Takoe paspeLleHue Ha OT-
KIOHEHUE MOXET ObiTb NPEAOCTABNEHO YNONMHOMOYEHHbLIM NULIOM B OPraHU3aLMu, Takoe Kak UHXEHep unu
pykoBOAUTENb, NN NOTPEOUTEND); €CNU Takue CPeiCTBA YNPaBNeHUst HEBO3MOXHbI, TO, B 3aBUCMMOCTH OT Xa-
pakTepa HeCOOTBETCTBUS, MOXKET ObiTb AOCTUrHYTO COrmalueHue ¢ notpedburenem 06 MCNoNbL30BaHUM HECOOT-
BETCTBYIOLLEN NPOAYKLUMU UK YCIYTU (B 3TOW CUTYaLMM pa3peLLeHne JOIDKHO ObITb JaHO COOTBETCTBYIOLLIMM(M)
nuuom(amu) unu, rae 3To noaxoauT, notpedutenem).

Korga HecoOTBETCTBYIOLMI pe3ynbTaT UCNPABRSIETCS NOCNE ero 0OHAPYXKEHUS, OH AIOIKEH ObITb NpOBe-
peH. 3TO MOXET BKIIOYaTb B ¢€6A KOHTPONb UCMIPABNEHHOW NPOAYKLIUM UMK NPOBEPKY pPe3ynbTatoB AesTesb-
HOCTM MOCNe BbIMOJIHEHUA KOPPEKUMM B NPOLECCE NPEAOCTaBIEHUS YCITYT.

B cnyyasx npoLeccoB NpeaoCTaBneHus yCnyr ¢ HENOCPEACTBEHHbIM y4acTueM noTpebutensi HeCooT-
BETCTBYIOLLMI pe3ynsrar MOXET ObiTb BbIABMEH TOMbKO NOCMe TOro, kak ycnyra Oyaer npefocrasneHa, unu
cpasy nocne atoro. Lienb gaHHoro TpeboBaHus 3aknio4aeTcs B TOM, YTOObI NPEANPUHATL COOTBETCTBYIOLLEE
AEeWCTBUE NOKa OHO MPUMEHMMO, Hanpumep, NOCPEACTBOM NOBTOPHOIO NPEAOCTaBNEeHUs YCnyru, KOppekLumn
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HenpeaBUAEHHbIX PE3ynbTAaTOB UM KOMNEHcauun notpebutento. MpuMep MOXET BKNoYaTb B ce0A aBUakoM-
naHuio, NPeAoCTaBNAIOLYIO NOMOLLbL, MUTaHNE U (MNK) NPOXXMBaHUE B pe3ynbrare 3aJepKku penca 4o MOMEH-
Ta ero oTnpaBreHua UnNu Noka naccaxmp He 6bIN NEPEPErMCTPUPOBAH HA APYIOi penc.

B cnyyasx, korga TpebyeTca AONONHMTENbHOE AENCTBME (Hanpumep, pearupoBaHWe Ha NpPEeTeH3uu
M npeaynpexaeHne peuuauBoB), AOMKHbI ObiTb NPUMEHEHbI TpeBOBaHUS KOPPEKTUPYIOLLUX AEUCTBUN (CM.
MNCO 9001:2015, nyHkT 10.2).

8.7.2 OpraHnusauus A0MmKHa permcTpupoBaTb U COXPaHATb AOKYMEHTUPOBAHHYIO MH(pOpMAaLMIO, KOTOpast:

a) ONuCbIBAET HECOOTBETCTBUE;

b) onucbiBaeT npeanpUHATLIE 4ENCTBUS;

C) ONUCBIBAET MNONYYEHHbIE PA3PELUEHUs HA OTKIIOHEHME;

d) ykasbiBaeT NOMHOMOYHbLIN OpraH u/vnu Nuuo, NPUHUMAaBLLEE pPEeLUeHue O AEWCTBUM B OTHOLLEHUU
HECOOTBETCTBUSA.

[UCO 9001:2015]

PekxomeHgauumu

CMbICI HACTOALLEro NyHKTa — 00ecnevynTb YBEPEHHOCTb B TOM, YTO OpraHu3aumsi permcTpupyer u co-
XpaHAET [JOKYMEHTUPOBAHHYIO MH(OPMALUIO B OTHOLLEHUU:

a) HECOOTBETCTBYIOLLUMX PE3ynbTaTOB Ha BCEX dTanax NPoM3BoACTBa NPOAYKLUM U NPeaoCTaBneHus yc-
nyru,

b) nencTeuin, NPEANPUHATLIX ANA KOPPEKLUUU HECOOTBETCTBUN;

C) TEX NUL, KOTOPbIE UMEIOT MONTHOMOYMA Ha 0a400pEHNE BbINYCKa HECOOTBETCTBYIOLLIEH MPOAYKLUM UIU
YCnyr.

Peructpaumsa u coxpaHeHue AOKYMEHTMPOBAHHOM MHGOPMALMU MOXET MOMOYb B 00ecneveHumn Toro,
YTO MPOLIECChI YNy4LUEHbl U ONTUMU3UPOBAHDI; CKOPPEKTUPOBAHHLIE pabovne UHCTPYKLUUU, NPOLIECChI U NpO-
Leaypbl AeTanuampoBaHbl Ans Gyaywero Mcnonb3oBanus; MHOPMaUMSA nepeaaHa COOTBETCTBYIOLLMM FiH-
uam, kak B opraHusaumu, Tak u 3a ee npeaenbl (cm. UCO 9001:2015, nyHkT 8.2.1). STa 4OKYMEHTUPOBAHHAA
UHOPMaLUs MOXKET Takke ObiTb MCMONb30BaHA Kak OCHOBA ANA aHanu3a TeHAEHUWIn HeCOOTBETCTBUMN.

OpraHusauusa gomkHa obecneuntb, YToObI 3aperncTpupoBaHHasa U coxpaHeHHaa nHdopmauumsa cogep-
ana getanu HeCOOTBETCTBUI, NPEANPUHATBLIX AE€UCTBUM AN KOPPEKLUMU, CMAMEHUS UNKu COOBLLIEHUS O HUX,
noBbIX NOMyYEeHHbIX paspeLleHnil Ha OTKIOHEeHUs (HanpuMep, cornaileHue ¢ norpeburenem 0 TOM, YTo Npo-
AYKUUSA UNK yCNyrn MOryT UCNOMb30BaThCsl HECMOTPS HA HECOOTBETCTBUE), @ TAKXKE TEX, KTO CAHKLMOHUpOBan
BbINOSTHEHNE TAKUX AENCTBUN.

MpumMepbl JOKYMEHTUPOBAHHON MHOPMALIMKM MOTYT BKNIOYaTh B CEO0S:

- 6a3sbl JaHHbIX C UHPOPMALMEl O HECOOTBETCTBYIOLLEN NPOAYKLWK;

- 3anoniHeHHble POPMBbI, KOTOPbIE COXPAHAIOTCSA C NPOAYKLUEN;

- NMPOW3BOACTBEHHYIKO CUCTEMY, KOTOPas XPaHWUT UHGOPMAaLUIO O NPOM3BOACTBE MPOAYKLUN W Npeso-
CTaBNEHUU YCNYT;

- MOOUNBHOE NPUNOXEHME.

9 OueHKa pe3ynbLTaToB AeATerNbLHOCTU

9.1 MOHUTOPUHT, U3MEpPEeHUe, aHasrIU3 U OLeHKa

9.1.1 O6uwmMe NonoXxeHus

OpraHusauus AormkHa onpeaenuTb:

a) YTO AOMKHO NOANEXaTb MOHUTOPUHTY U N3MEPEHUSIM;

b) MeToabl MOHMTOPUHIA, M3MEPEHMUSA, aHanNM3a U oLleHKU, HeoBxoaumele ans oGecneveHus 4OCTOBEp-
HbIX Pe3ynbTaToB;

C) KOraa AOMKHbI NPOBOAUTLCS MOHUTOPUHT U U3MEPEHUST;

d) koraa pe3ynsraTbl MOHUTOPUHIA U U3MEPEHUIN AOIKHBI ObiTb NPOAHANU3UPOBAHBI U OLIEHEHbI.

OpraHusauus AOMKHa OueHuBaTh pe3ynbrathl AEATENbHOCTU U Pe3ynbTaTUBHOCTb CUCTEMBbI MEHEA-
JKMEHTa KayecTBa.

OpraHunsauusi OMKHa PErMcTpUpPOBaTh U COXPaAHSATL COOTBETCTBYIOLLYIO AOKYMEHTUPOBAHHYIO UHAOP-
MaLMIO KaK CBUAETENLCTBO NOMYYEHHbIX PEe3ynbTaToB.

[MCO 9001:2015]
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PexomeHaauum

CMbICA AAHHOMO NyHKTa — 06ecneYnTb YBEPEHHOCTb B TOM, YTO OpraHn3aunsa NpoBOAUT MOHUTOPWHE,
M3MepeHue, aHanu3 U oLeHKy, YToObl onpeaenuTb, AOCTUIAIOTCA N HAMEYEHHbIE Pe3ynbTaTh.

MUCO 9001 TpebyeT, 4ToObl OpraHusauns onpeaenuna, YTo JOIHKHO ObiTb NOABEPTHYTO MOHUTOPUHIY
M U3MEPEHUIO, a TAKXKe Kakue MEeToabl AOSMKHbI UCMOMb30BaThLCS ANsi OLIEHKN PE3ynbTaToB AeATeNbHOCTU U
pe3ynbTaTUBHOCTU CUCTEMbI MEHEMKMEHTA KadyecTea. Mpu paccMOTpeHUn pesynsraTtoB AEATENbLHOCTU U pe-
3yNbTAaTUBHOCTU CUCTEMbI MEHEAKMEHTA Ka4yecCTBa, «pe3ynbrartbl AEATENbHOCTU» ABAAIOTCA U3MEPUMBIMM
pesynbTaTtamMu opraHu3aumu, a «pesynbTaTUBHOCTbY — 3TO CTENEHb, B KOTOPON 3annaHWpPOBaHHAA AeATenNb-
HOCTb peanu3osBaHa U 3annaHUpPoBaHHbIE PEe3ynbTaThl AOCTUMHYTLI.

Mpu onpeaeneHnn, 4To AOMKHO ObITb NOABEPTHYTO MOHUTOPUHTY U (UIU) U3MEPEHUIO, OPraHU3ALIMA AOSDK-
Ha pacCMOTPETb AENCTBMA, Tpebyemble B APYrux pasgenax, Takux Kak paspaboTtka CUCTEMbl MeHeMKMEHTa
kadecTtBa 1 ee npoueccos (cMm. MCO 9001:2015, nyHkT 4.4), uene B obnacru kayectsa (cM. UCO 9001:2015,
NyHKT 6.2.1), NNaHMpOBaHWE U ynpaBneHne AeaTenbHOCTLIO (cM. UCO 9001:2015, nyHkT 8.1), yaoBNETBOPEH-
HOCTb notpebutenei (cMm. MCO 9001:2015, nyHkT 9.1.2), aHanu3 u oueHka (cm. MICO 9001:2015, nyHkT 9.1.3),
BHYTpeHHUe ayanTbl (cM. MCO 9001:2015, nyHKT 9.2) n aHanu3 co CTOPOHbI pykoBoacTaa (cm. UCO 9001:2015,
nyHKT 9.3). OpraHu3auus AomKHa 3aTeM ONPEAEenuTb, kak OyayT NPOBOAUTLCS MOHUTOPUHT, U3MepPeHue, aHa-
M3 1 OLEHKa, a Takke pecypcbl (cm. MCO 9001:2015, nyHkT 7.1.5), KOTOpBLIE NOTPEOYIOTCA.

OpraHusauus TaKxe AOIMKHa PELUNTb KaKyl AOKYMEHTUPOBaHHYIO uHdopMauumio TpebyeTca perucTpu-
poBaTb M COXPaHATb KaKk CBUAETENbCTBO Pe3ynbTaTtoB MOHUTOPUHIA, MU3MEPEHUs!, aHanu3a U oueHkW. 3Ta ao-
KYMEHTUpOBaHHas UHGOopMaLUs, Kak NnpaBuIio, Ta e 0KyMeHTUpoBaHHasa uHdopmauus, kotopas Tpebyerca
B Apyrux pasgenax NCO 9001, Takux Kak aHanus co CTOPOHbI PyKOBOACTBA.

AHanus KOHKpeTHON cutyauuu ans 9.1.1

AIMUHUCTPATOP B YYPEXIEHUU 3ApaBOOXPaHEHUs AOIMKEH aKTyanu3MpoBaTb M apXMBUMpPOBAaTb Aena
NauueHTOB KaXabll AeHb, HO He BCeraa UMeeT BPEMS BbIMONMHWUTL 3Ty paboTy, UTO BEAET K €€ HAKOMNEHMIO.
MeHemxep ycraHaBnusaeT uUenb obpabartbiBaTb HE MEHEE ABAALATU €N €XeAHEBHO, YTOObI CNPaBUTLCA C
HaKOMUBLUMMCA W YNyYLUUTL NOKasaTenu.

OHM UCNONb3YIOT HACTEHHYIO AUarpammy, YtToObl OTCMEXMBATb, KAk MHOTO HOBbIX ¢haiinoB 06aBnnocs B
paboTy Kaxkablii AeHb, Kak MHOro 06paboTtaHo u3 HakonueLeroca u Yto Tpebyer 0coboro BHMMaHuA. B KoHUe
Hegenu oHu obpalaloTcs K guarpamme, YToObl OLEHUTL NPOABWKEHUE paboThl, AOCTUrAKOT U OHU LiENu, U
o6Cy>aatoT NyTu ynyyLeHus npouecea.

Bo Bpemsi coBeLLaHnsA BeAyTCA 3anMCH, BKITIOYASA OTYET O COCTOSHUM AeNn U niobble BaXKHbIE BONPOCHI.

9.1.2 YOOBnNeTBOPEHHOCTb NOoTpeduTenen

OpraHu3aums LOMKHA NPOBOAUTE MOHUTOPMHT AaHHBLIX, KACAIOLWMXCA BOCMPUATUA NOTpeGutTensamu
CTeneHu yAoBNETBOPEHUS UX NOTPeBHOCTEN 1 oxmaaHuin. OpraHusaumusa A0MKHA onpeaenuTs MeToabl No-
NyYEeHUs, MOHUTOPUHIA U aHanu3a aToi HAOPMaLMK.

MpuMeYaHue —MpuMepsl MOHUTOPUHrA BOCNPUSTUS NOTPEBMTENSMIU MOTYT BKAKOYATL ONPOC NOTpebuTeneil,
OT3bIBbI OT MoTpeBuTenen o NoCcTaBNEeHHLIX NPOAYKLMN W yCnyrax, BCTpeUn ¢ NOTpebuTensmmn, aHanus fonu poiHka,
6riarofapHOCTH, NPETEH3NUN NO rapaHTUHBIM 06A3aTENLCTBAM U OTYETHI ANNEPOB.

[NCO 9001:2015]

Pekomengauun

CMbICA 3TOr0 NYHKTA 3aKNI04aeTCsA B OPUEHTALMM HA NONYYEHNUE OT3bIBOB OT NOTPEObUTENEN ANA OLIEHKN
yAOBNETBOPEHHOCTU NOTpeduTenen n Ana onpeaeneHns BO3IMOKHOCTEN Ans yny4ywenus. 31o obecneunsaet
noaxoa K NOHUMAHMIO BOCNPUATUA NOTPEOUTENAMN NPOAYKLMKU U YCNYT OPraHn3auum, a Takke K NOHUMAHMIO,
Obinn nNu yaoBneTBopeHbl NOTPEGHOCTU U OXKUAAHMUA.

OpraHu3auua omkHa paccMaTpuBaTth pasnuyHbie METOAbI MONyYeHUa HAoOPMaLmM, UCX0AA U3 TUNa
B3aMMOOTHOLLUEHUI C noTpebuTtenem (Hanpumep, UCCNEeaoBaHUs, OpraHU3auua-opraHnu3aums, opraHusaums-
notpebutenb, rocyaapcTBeHHasn cnyxba, NpaBUTENbCTBO, ANEKTPOHHAA Kommepuus). OpraHusaumm Moxet
notpe6oBaTbCA onpeaenuTb MeToA(bl), KOTOPbIE OHA XOYET UCMONb30BaTb, B 3aBUCUMOCTU OT Xapakrepa ee
DEeATEeNbHOCTU. 3TN METOAbI MOTYT BKNOYAaTb B Ce05, HO HE OrpaHUUUBATLCA:

a) onNpoC MHEHuN;

b) cBasb ¢ norpedbutensmu (cm. UCO 9001:2015, nyHkT 8.2.1);

C) AaHHble OT NOTPeduTENs 0 KAYECTBE NOCTABNEHHbIX NPOAYKLMU W YCIyrax;

d) aHanu3 A0Nu pblHKa;

€) noxsarnsl;
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f) npeteHsuuy;

g) peknamauuu no rapaHTuu;

h) aunepckue OT4eTHI;

i) coumanbHbie CMW, Takne kak cauT B cetn HTepHeT un aoCcku 06bABNEeHUN;

j) 3anpocbl N0 HAKNAAHbIM;

k) nybnukyemas uHcpopmauums, Takasa kak rasetbl U XXypHansl.

OpraHu3auums J0rpkHa onpeaenuTb noTpebuTenen, OT KOTOPbIX OHA XO4eT nofyyarb 0b6paTHyo uHdop-
Maumio 06 yA0BNETBOPEHHOCTHU, U TO, KAKMM 00Pa3OM OCYLLECTBASATL MOHUTOPUHT 3TON MHopmauuu. Opra-
HU3aLUMA MOXET peLuaTb 3anpalumBarb nvm 06paTHyIO CBA3b OT Ka)KA0ro NoTpebuTensa npu 3aBepLueHny corna-
WeHUs UnM UCnonb3oBaTb NPeACTaBUTENbHYIO BbIOOPKY, 0a3npylowyioca Ha LUeneBoM KONMMYecTBe Npoaax,
norpeduTenax ¢ TeKyLMMMU 3aKa3aMu UM HOBbIX NOTpedUTenax. OTO MOXET BbINOMNHATLCA HA MOCTOSIHHOW
OCHOBE UNU C onpeaeneHHoW NePUOANYHOCTbIO, YCTAHOBMNEHHOW OpraHu3auuen.

OpraHusauyus AorkHa ObITb CNOCOOHA onpeAenuTb CTeNeHb YAOBNETBOPEHHOCTU NOTpebuTenei nocne
NpOBeAEHUA aHanNU3a U OLIEHKN pe3yrnbTaToB, a TaKkke NPeanpUHATL AEWCTBUA HA OCHOBE 3TON MHOPMAaLMK.
3T1a uHdopmauma 4OmKHA paccMaTpuBaThCsl Kak BXOAHBIE AAHHbIE ANA aHanu3a Co CTOPOHbI PYKOBOACTBA U
MCNONb30BaTLCA ANA onpeaeneHus B NOTpebHOCTU AEWCTBUIN AN YNy4LWeHUa yaA0BNETBOPEHHOCTM NOTPeOu-
Tenen.

Tpumep 1 — [lepcoHan nekapHu exedHeeHo obwaemcsi ¢ nompe6GumenaMu U uMeem €03MOXHOCMbL 6bi-
SACHUMb Y HUX Hpaeumcs Jlu UM NnoKynaemasi npodykyusi. OHU makxe cnpawuearom nompebumeneii, Hauuu
J1U OHU, YMO XOomesu, U He KeJlalom JiU OHU Kynumb Ymo-Hu6ydb Opyzoe. lMocne c6opa makoll uHgpopmMayuu,
pabomHuKu 3anuchkieatom NPeOosIoKeHUs1 U obcyx0alom ux Ha coeewjaHusXx.

lMpumep 2 — lMpouseodumens cadoeo2o obopydosaHUs umMeem MHO20 pa3HbiIXx nompebumernetl. OH mno-
cmaesnisiem mebenb onmoeuKaM, 8 PO3HUYHYIO IMOP206sIio U HenocpedcmeeHHo UHAUeUOdyanbHLIM nMompe6bu-
mensamM. Y ecex amux nompebumenel pasHbie nompebHocmMu u oxudaHus. 4Ymobbi 6usHec 6bin ycnewHbIM,
npou3seodumerio Heob6xodumo nNoHUMame nompebumeneld Kaxdo2o0 muna u ux mpeboeaHus, 0Ns 4eao OH Uc-
nones3yem pasHsie Memoodbi.

MeHedxep peeynapHo ob63saHueaem onmosebIX moKynamenet, Ymo6b! nposepums, ydoenemeopeHs! U
OHU U Hem nu npo6nem. OH ces3bleaemcs ¢ PO3HUYHLIMU Npodasuamu 1o 3NeKMpoHHoU noyme nnocne Kaxadol
nocmasku npodyKuuu, npuanawas ux obpauwjamescsi 8 cjly4yae 803HUKHOGEHUS NPOOJIeM, U op2aHu3yem fepuo-
du4vecKkue ecmpeyu ¢ HUMU. B cniy4yae npodaxu uHOueudyanbHbIM TompebumernsiM MeHeoXep U e20 pabomHUKU
6ecedyrom ¢ HUMU, YmMOO6bI MOHAMb, YMO UMEHHO OHU XOMmsm U ocyujecmerisiiom fnocsienpodaxHoe obujeHue no
3/1IeKmMpPOoHHOU noyme.

lMpednpusmue xpaHum 3anucu c xanob6amu, 6nazodapHocmsamu U npedrnoxeHuamMu nompebumenel u
exemMecssYHO npoeodum cogeujaHusi 015 Ux obcyKOeHUs.

9.1.3 AHanus u oueHka

OpraHu3aums AomXHa aHanuamMpoBaTb U OLEHUBATb COOTBETCTBYIOLLUME AAHHbIE U MHbOpMaLuMIO, No-
FYYEHHYIO B X04€ MOHUTOPUHIA U U3MEPEHUS.

Pesynsrartbl aHanu3a 4omKHbl ObITb UCMONb30BaHbI 451 OLEHKK:

a) COOTBETCTBMA NPOAYKLMU U YCIIyT;

b) creneHu yaoBneTBOpeHHOCTU NOTpebuTenen;

C) pe3ynbratoB A€ATENbHOCTU U PE3ynbTaTUBHOCTN CUCTEMbl MEHEDKMEHTA Ka4eCTBa,

d) yCrneLwHoCTM NNaHMpoBaHus;

€) pesynbratTMBHOCTU AEWCTBUIA, NPEAnNPUHATLIX B OTHOLLEHUU PUCKOB U BO3MOXHOCTEN;

f) pesynsraToB AeATENbHOCTU BHELUHMX NOCTABLLUUKOB;

g) NOTPeBHOCTU B YNy4LLUEHUAX CUCTEMbl MEHEXKMEHTa KavyecTsa.

MpumedaHune — MeToabl aHanusa AaHHbIX MOTYT BKITOHaTh B cebs cTaTUCTUYECKUe METOAbI.

[MCO 9001:2015]

PekomeHaauumn

CMbICN HACTOSAILLErO NYHKTA AT OpraHW3aLuMm 3aKioyaeTcs B NPOBEAEeHUN aHanu3a U OLEHKMU AaHHbIX U
UHOPMaLMK, NOMYYEHHbIX N0 pe3ynbTataMm MOHUTOPUHIA U U3MEPEHMUS, C LieNbio onpeaeneHus BbINONHEHUS
TpeGoBaHuii kK npoleccam, NpoAYKLUU K ycrnyram, a Takke Ansa onpegeneHns nobbix He0OX0ANMbIX AENCTBUN
M BO3MOXHOCTEW ANA ynydLUEeHUs.
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OpraHu3auus AormkHa onpeaenuTb COOTBETCTBYIOLLME AaHHbIE ANA aHanu3a. Beibop gaHHbIX AOMKeH
rapaHTMpoBaTb, YTO PE3ynbTaThl aHanu3a v OLEHKU MOTYT ObITb YCTAHOBMEHLI ANsi OLEHKU Pe3ynbTaToB Aes-
TENbHOCTU M PE3ynbTaTUBHOCTU CUCTEMbI MEHEAXMEHTA KayecTBa, a Takke AnA onpeaeneHus notpebHoCTH
B KakoM-nubo ynydweHuu. Mpumepbl UCTOYHUKOB AAHHLIX MOTYT BKMOYaTh B ¢e0sl, HO He OrpaHn4MBaTbCs
ATUM:

a) NpoayKUMA: KONUYeCTBO NPOU3BEAEHHOr0 MPOAYKTa, COOTBETCTBME YCTAHOBNEHHbLIM TpebGoBaHMAM
(Hanpumep, noTpebuTens, 3aKOHOAATENbHBIM, HOPMATUBHLIM NPAaBOBbIM); 0N HECOOTBETCTBMIA [KONMYECTBO
yacren Ha munnuMoH (PPM)]; nepeBoa B OTX0AbI UNK Nnepeaernka, CBOeBPEeMEHHasi NOCTaBKa, BbINOMHEHUE 3a-
Kasa;

b) npegocraBneHue ycnyr: BpeMsa OXXUAaHUA B 0vepean, CBUAETENLCTBO PaspeLLEHMSA BONPOCOB NoTpe-
Gutena, npocToTa 40CTyna, TOYHOCTh, OBLLUMI NOPSAOK U YUCTOTA, APYKEMNOGHOCTD;

C) pesynbrarbl MOHUTOPUHIa BOCMPUATUA NOTpebuTtenei;

d) BbINOSIHEHUE MPOEKTOB MO MNMaHy (HanNnpuMep, BIOAXKET U CPOKK);

€) aHanu3 AeriCTBUI NO pUCKaM U BOSMOXHOCTSIM (Hanpumep, NPOTOKOMbI COBELLAHWN);

f) cBOEBpPEMEHHas NocTaBka u ka4ecTso (Hanpumep, 3a6pPakoBKMU) BHELLUHUX NOCTABLUUKOB;

g) cTaTyc uenei B o6nactu kayecTsa.

OpraHu3auus JomKHa y4uTbIBaTh, C KAKoW NMepUOAMYHOCTLIO OHA OyaeT aHanu3upoBaTh M OLEHMBATb
JAaHHble, KOTOPbIe NOMOTYT WAEHTMMULMPOBaTE 06MacTK Ans ynydleHusi. 3TO MOXET 3aBUCETb OT CNOCO6-
HOCTW opraHu3auuu nony4atb UHGOPMAaLUIO B SNEKTPOHHOM BUAE, & HE MOATOTaBMUBATL AaHHbLIE BPY4HYIO.
OpraHusauusa gomkHa obecneyntb, 4ToObl METOABI U AaHHbIE O Ka4eCTBe (HanpuMmep, nokasatenbHoble, G6ec-
NPUCTPaCTHbIE, NOMHbIE, TOYHbIE, KBANUMULUPOBAHHLIE) NPEAOCTABNSANU NONE3HYI0 UHbopMauumio AnNs Npu-
HATWA PELLEHU PyKOBOACTBOM. CTaTUCTMYECKMEe METOALI MOTYT ObITb NOME3HbIMU UHCTPYMEHTaMK ANS NPo-
LIeCCOB aHanM3a u OLEHKM.

BbIXOAHbIE JaHHbIE aHANM3a U OLEHKM YacTo NPeACTaBNEHbl B BUZE JOKYMEHTUPOBAHHOM MHOpMaLum,
TaKOM Kak aHanu3bl UK OTYETbI O TEHAEHUMAX, COanaHCMpPOBaHHbIE CUCTEMbI NoKasaTenei, Tabnuua nHauka-
TOPOB, U 0Ka3blBAKOTCA BXOAHLIMW AAHHBIMU ANA aHANU3a Co CTOPOHLI PYKOBOACTBA UMM BCTPEY, HA KOTOPbIX
paccmaTpuBaloT BbIXOAHbIE AaHHbIE. [0 3TON NPUYMHE OHW AOMKHLI ObITh NPEACTaBneHbl B BUAE, NO3BONSIO-
LeM onpeaenuTb He06X0ANMMOCTb BLINOMHEHNA Kaknx-nnbGo AENCTBUI NO yNy4vLLEHNIO CUCTEMbI MEHEXKMEHTA
KavecTBa. B TO Bpems Kak aHanu3 u OLeHKy 4acTo OTHOCAT K aHanu3y co CTOPOHbI PyKOBOACTBA, OpraHn3auusa
[JOMKHa onpefenuTb COOTBETCTBYIOLLYIO MEPUOAUYHOCTL ANSA OLEHKU U aHanu3a uHdopmauun. Hekotopble
opraH13auvn MOryT PeLUUTb BbIMOMHATL 3TOT aHANU3 Yalle, HAaNpPUMEp, HA eXEeAHEBHbIX COBELLAHUAX.

9.2 BHyTpeHHUI ayauT

9.2.1 OpraHu3auusi OomkHa MPOBOAUTbL BHYTPEHHUE ayauTbl Yepe3 3annaHMpoBaHHbIe WHTEpBasbl
BPEMEHM ANS NOny4YeHus MHopMaLmMm, YTO CUCTEMAa MEHEPKMEHTA KayecTBa:
a) COOTBETCTBYET:
1) co6CTBEHHBLIM TPeBOoBaHMSAM OpraHM3aLmmn K ee CUCTEME MEHEPKMEHTA Ka4yecTBa,
2) TpeboBaHMAM HACTOSILLETO CTaHAapTa;
b) pe3ynbTaTMBHO BHeApPeHa U hyHKLIMOHUPYET.

[MCO 9001:2015]

PekomeHaauum

CMbICN @HHOTO NYHKTa 3aKMo4aeTcs B NONy4eHu uHpopMaLum nocpescTBOM BHYTPEHHUX ayauTOB O
pesynsratax AeATEeNbHOCTU U PE3yNbTaTUBHOCTU CUCTEMbI MEHEIXMEHTA kKayecTBa ¢ 6eCnpuCTPaCTHON TOYKU
3peHus, Ans obecneyeHuss yBepeHHOCTH B TOM, YTO 3anfiaHUPOBAHHbIE MEPONPUSATUS BbINOMHEHbB! U YTO CU-
cTemMa MeHeaXXMEeHTa KayecTBa pe3yrnbTaTuBHO BHEAPEHa M NoAdepXuBaeTcs.

BHyTpeHHWe ayauTbl MOTYT MCMONbL30BATLCA ANs ONpeAeneHns Toro, COOTBETCTBYET N CUCTEMA Me-
HeaXXMmeHTa kadecTsa TpebosaHusm MCO 9001 u TpeboBaHMsAM opraHusauun. Metoabl ayauTta aomkHbI BKMO-
YyaTb B cebs npsmoe HabniogeHne 3a NPoLEeCcoM, NPOBEAEHME UHTEPBLIO C COOTBETCTBYHOLUMMU NULAMM, Y
U3yvyeHne JOKYMEHTUPOBAHHON MHOpMaLMK (TaKoW Kak BHYTPEHHUE Npoueayphl, YEPTEXM, cneuudukaLuu,
cTaHgaptbl; TpeboBaHusa notpebuteneli; 3akoHoAAaTENbHLIE U HOPMAaTMBHLIE NPaBOBbIe TPeGOBaHUsA; Kop-
nopaTuBHLIE CUCTEMbI MEHEIXKMEHTA). XOTS OopraHu3auus JOMKHa CTPEMUTLCA K TOMY, YTOBObl ee cuctema
MEHe>KMEeHTa COOTBETCTBOBANa BCEM NpuMeHnMbIM TpeboeaHusam MCO 9001, He cyulecTByeT TpeboBaHus
NPOBOAWTbL OLIEHKY B XO4€ Kaxkaoro ayauta aAns kaxaoro pasgena MCO 9001 unu npouecca B cucteme me-
He>KMEeHTa kayecTBa.
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lMpumep — dnopucm 3amedaem, YmMo yeesuyueaemcs Yucso xasnob Ha ono3daHue NocmMaeKu ysemoes rno-
mpe6umensm. OH pewiaem nposecmu aylum npoyecca rnocmaeku,  m. 4. epemMsi Mexo0y oghopMiIeHUeM 3aKa3a u
nepedayeli ysemoes eodumerntio, Yucsio eodumernel, Kak pacnpedensemcsi paboma, eeozpaghusi nocmaeok. Kom-
naHus npoeodum maikke 6onee wupokuli aydum u paccmampueaem, Kak ob6paujanuck ¢ ModobHbIMU xanobamu
6 npedwecmeyroujue 200b1 U KaKue peuleHUs NpUHUMaUch npu npoeedeHuu exe2o00HO20 aHall3a Co CIMOPOHbI
pykoeodcmea.

9.2.2 OpraHu3auums ormkHa:

a) nnaHupoBatb, paspabaTbiBaTb, PEanu3oBbLIBATL W MNOAAEPXKMBATL B aKTyarbHOM COCTOSIHUM
nporpamMmMy(Mbl) ayauToB, BKIOYas NEPUOANYHOCTb U METOAbI MPOBEAEHUS ayAUTOB, a TaKXKe OTBETCTBEH-
HOCTb, NNaHMpyemble Ansi NPOBepku TpeboBaHWA U NpeaocTaBneHne oT4eTHOCTU. Mporpamma(Mbl) ayau-
TOB AomkHa(bl) paspabarbiBaTbCs C Y4ETOM BaXXHOCTU NPOBEPSEMbIX NPOLECCOB, M3MEHEHMWI, OKa3blBalo-
LUMX BIIMSIHUE Ha OpraHu3auuio, U pe3ynbTaToB NpeablayLinMxX ayanTos;

b) onpeaensaTe kpuTepuun ayauta u 06nacTb NPOBEPKM ANA KXo ayauTa;

C) oTOUpaThL ayaMTOpPOB U NPOBOAUTL ayAuThl Tak, YTOOLI obecneunsanacb 0ObLEKTUBHOCTL M Becnpu-
CTPaCTHOCTb Mpouecca ayauTa;

d) obecneunBatb nepegady MHMOPMAaLMK O pe3ynsraTax ayauToB COOTBETCTBYIOLLMM PYKOBOAUTENSM;

€) OCYLLECTBMATL COOTBETCTBRYIOLLYIO KOPPEKLUUIO U KOPPEKTUPYIOLLIME AeiCTBUS 6€3 He0GOCHOBAHHOMN
3a7€PXKKH;

f) peructpupoBaTb U COXPaHATb AOKYMEHTUPOBAHHYIO MHPOPMALIMIO KaK CBUAETENbCTBO peanusauum
nporpaMMbl ayaMTOB U NOMYYEHHLIX Pe3ynLTaToB ayauTOB.

MpumevyaHune — Cm. MCO 19011 gnsa pykoBoacTea.
[MCO 9001:2015]

PekomMeHgauumn

CMbICI HACTOALLETO NyHKTa — obecnevyeHme yBEpEeHHOCTU B TOM, YTO OpraHu3auMsi YCTaHaBMUBAET,
BHeApPSsieT W noaaepxuBaeT nporpammy(bl) ayauta. B HeKOTOpbIX cnyqasx, koraa opraHu3auusi UMeeT He-
CKOMbKO NMoLLa0K, OHA MOXET YCTAaHOBUTL NPOrpaMmy ayauTa ANs KaKA0ro KOHKPETHOrO MECTOMONOXKEHUS.
Mporpamma ayauTa ycTaHaBnvMBaeT MEPONPUATUA ANS OAHOTO UMM HECKONbKMX ayaUTOB, 3annaHUPOBAaHHbIX
B KOHKPETHbIE CPOKW U HanpaBneHHbIX Ha obecneyeHne pe3ynbTaTtoB AeATENbHOCTU U Pe3ynbTaTMBHOCTU CU-
CTeMbl MEHE)KMEHTa Ka4yecTBa.

Mporpamma ayguta AOMMKHA ONpeaensaTb NEPUOANYHOCTL NPOBEAEHNS ayaAMTOB OpraHusaumeii (Hanpu-
Mep, MOMECAYHO, KBAPTarbHO, EXXErogHo, N B COOTBETCTBUU C rpadiMKOM, KOTOPLIN OTIIUYAETCA Ans obna-
cTel unu npoueccos B TedeHue roaga). Mpu onpegeneHnn NepUuOANMHOCTU OpraHM3aums AOIDKHA NMPUMEHUTb
PUCK-OPUEHTUPOBAHHOE MBILLIIEHUE U PACCMOTPETD, KaK 4acToO BbIMOMHATL MPOLIECC, KAK PA3BUT U KaK CIOXEH
npouecc, nobble USMEHEHUs B NPOLIECCE, a Taloke Lienu NporpaMmel BHYTPEHHero ayauta. Hanpumep, 6onee
3penble NpoLEeCcChl BEPOATHO TPEOYIOT MEHEe YacCTbiX BHYTPEHHMX ayauTOB. bonee cnoxHele npoLeccs MOryT
Tpebosark Gonee 4YacTbiX BHYTPEHHUX ayauToB. MNepeyeHb BXOAHbLIX AAHHBIX NSl PACCMOTPEHUS NPU NNaHKW-
pOBaHWM ayAMTOB BKIIOYAET B CE0S1, HO HE OrPaHUYUBAETCA STUM:

a) BaXXHOCTb NPOLIECCOB;

b) npuopuTeThl pyKkOBOACTBA;

C) pe3yneTaTbl AEATENBHOCTU NPOLIECCOB;

d) U3MeHeHus, BNUSIIOLLME Ha OpraHn3aumio;

€) pesynbraThbl NPeAbIayLLMX ayauToB (Hanpumep, ucropus npodnem);

f) AMHamuka npeTeH3unin ot notpebuTeneii;

g) 3aKoHOAaTeNbHbIE U HOPMAaTUBHbLIE NPaBOBbLIE BOMPOCHI.

Mporpamma(bl) BHYTPEHHMX ayaUTOB OpraHu3aumMm AOIPKHA TaKXKe yCTaHaBNMBaATb METOAbl, UCMONb3y-
emble AN ayauToB; 3TU METOAbI MOTYT BKIOYaTb B ceOsi UHTEPBLIO, HAbMIOAEHUs, BbIDOPKY U aHanu3 uH-
dopmMauuu. B kayecTBe nyyLlen NpakTUKU opraHusauus 40mkHa NilaHMpPOBaTb U MPOBOAUTL ayAWUTbl B COOT-
BETCTBUM C TpeBOBaHMAMM €€ CUCTEMbl MEHEXXMEHTA KayecTBa, NMPOEKTa UIU NPOLIECCA, @ HE KOHKPETHbIX
pasgenos CO 9001.

Mpu HasHaYyeHuu nuu Ans NPOBEAEHUs ayauTOB OpraHu3auus AormkHa obecneuntb 0OLEKTUBHOCTL U
6ecnpucTpacTHOCTb NpoLecca ayauTa. B HeKoTopbIX cryyasix, 0COBGEHHO B ManbiX OpraHM3auusx unu Ha nno-
Lagkax opraHusauuu, rae TpebyloTca cneumanbHble 3HaHWs, Nuuy MOXET noTpeboBaTbCA NMPOBEPUTL €ro
CcoOCTBEHHYIO paboTy. B aroi cuTyauum y opraHusaumm Moxet ObiTb BHYTPEHHMI ayauTop no paboTte ¢ Kor-
neroi, unn AomkHbl ObITh pe3ynbTarthl, NpoaHanM3upoBaHHbIe KONMeroi unum pykosoautenem, aAns obecne-
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YyeHus B6ecnpucTpacTHOCTU pedynsraTtoB. OpraHu3aunsa MOXET TakKe PacCMOTPETb BO3MOXHOCTb MONYYEHUSN
pPeCcypCcoB OT BHELLUHEro noCTaBLUMKa, TAKUX KaKk YHUBEPCUTET, BHELUHUI ayAUTOp MNu Apyrasi opraHu3auus.
Hanpumep, CaHTEXHUK U 3NEKTPUK MOTYT NPOBOAMTL ayauTbl APYr Apyra UnvM NOMOYb KOMY-TO APYromy, Unu
KIMHUHIOBOW KOMMaHUWU MOXET NoTpeboBaThCs €e aAMUHMCTPATUBHbIN NepcoHan Ans ayauTta KIMHUHTOBOTO
npouecca, NOCKONbKY OH He MPUMHUMAaET HENOCPEeACTBEHHOTO y4acTusi B 3TOW 3ajaye.

Kak yactb 9TOl 3annaHUMpOBaHHON AEATENbHOCTU OpraHu3auusi AOIDKHA OnpeaenuTb KpUTepun u o6-
nacTb AN KaXA0ro BHyTpeHHero ayanTa. Kputepuu ayauta MoryT ObiTb onpeaeneHbl KOHKPETHBIMU CTaHaap-
Tamu unu TpeboBaHmsamMU, a 0bnacTb ayguTa MOXET BKMIOHMAaTh B Ce0A KOHKPETHLIE NOAPAa3AeneHus, NMUHUN
NPOAYKLMU, NPOLECCHI, 34aHUS, COOPY>KEHUSA U UHXEHEPHbIE ceTU. [nsA opraHusauum, BHeapsiowein 6onee
O[HOTO CTaHAapTa Ha CUCTEeMbl MEHEAXKMEHTA C aHaNOrMYHbIMKU TPeGOBaHUAMU, MOXKET OKa3aTbCA nones-
HbIM NPOBEAEHWEe COBMECTHOro ayauTa (Hanpumep, 4ns UHTErpupoBaHHON MU KOMOMHUPOBAHHOW CUMCTEMbI
MEHEeI>KMEHTA) B LIeNnaxX COKpalleHus usnuLuHen pabotbl. 31a MHOpMauus, kak NnpaBumno, NnpeacraBneHa B
nnaHe ayauta (1. €. AeTanM3npoBaHHOM MNiaHe NPOBEAEHNS KOHKPETHOro ayauTa).

Mocne 3aBepLUeHUss BHYTPEHHErO ayauTa ero pesynsrarbl AOMKHbI ObiTb COOOLLEHbI COOTBETCTBYIOLLE-
MY PYKOBOACTBY. Ha OCHOBaHMM 3TUX pe3ynbratoB MOXET NoTpeboBaTbCA COOTBETCTBYIOLLAS KOPPEKLMS Unu
KoppekTupyoLee aencrene. OpraHm3auns MOXET YCTaHOBUTb KpUTepuu, koraa Tpebyerca KoppekTupyloLlee
JelicTBMe, OCHOBbIBAsACH Ha pakTopax, TakMx Kak BECOMOCTb HECOOTBETCTBUSA. Kak npaBuno, opraHusaums
yCTaHaBNMBAET CPOKU AN pearnpoBaHUs U KOPPEKLUU HECOOTBETCTBUIA, BbIMOSIHEHUSI KOPPEKTUPYIOLLMX AEN-
CTBUI ANnA 06ecneyeHns nx pe3ynsTaTuBHOr0 CBOEBPEMEHHOTO BHEAPEHUS.

Y106bI JO0OABUTL LIEHHOCTM BO BPEMsi NPOBEAEHUS BHYTPEHHUX ayAMTOB, MOXHO U3y4uTb 00Nacru, Ko-
TOpbIEe YAOBNETBOPAIOT TpebOBaHMAM, HO MOTYT NMPEACTaBnATb COOOM NOTEeHUManbHble criabble CTOPOHLI B
CUCTEME MEHEKMEHTA Ka4yecCTBa; C APYroi CTOPOHLI, MOTYyT ObiTb OnNpeaeneHbl BO3MOXHOCTU ANS yryJlle-
HUS HA OCHOBE OMbITa NPeAbIAYLLUX NPAKTUK BHYTPEHHMX ayaAUTOB, HAbNIOgaeMbIX B APYrUx Npoueccax u Ha
Apyrux nnowaakax. B Takux cnyyasx, ecnu opraHusauus BKAKOHYAET 3Ty MHGOPMaUUIO B OTYET NO ayauTy,
PYKOBOACTBY MpeAoCTaBfseTcs UHopMaUus ANs NPUHATUSA pelleHus 0 HeoBX0AMMOCTU UHULMUPOBAaHUS
OeWCTBUA MO YNyYLIEHUIO.

OT opraHu3auumu TpebyeTcs PerncTpupoBaTb U COXPaHSATH AOKYMEHTUPOBAHHYIO MHGOPMAaLMIO, Kak
CBMAETENLCTBO peanu3auuu nporpammbl ayauta U pesynsratoB ayauta. [Npumepbl pesynstaTtoB ayauToB
MOryT BKNto4aTb B cebs ot4yeTbl 06 ayautax, CBMAETENbLCTBA NPEANPUHATLIX KOPPEKLIMIA U KOPPEKTUPYIOLLMX
AencTBuin (Hanpumep, obyyeHue, akTyanM3aupoBaHHAA AOKYMEHTUPOBAHHAA MHGOPMaLms). Pe3ynsrarbl BHY-
TPEHHUX ayauTOB HEOOXOAUMbBI Kak BXOJHbIE JaHHbIE AfA aHanu3a Co CTOPOHbI PYKOBOACTBA.

9.3 AHanu3 co CTOPOHbI PYKOBOACTBA

9.3.1 O6wue nonoxeHus

BoiCLuee pyKOBOACTBO JOMMKHO aHANM3NPOBAaTL Yepes 3ansiaHMpPoBaHHbIe MHTEPBAibl BPEMEHM CUCTE-
MY MEHeIKMEHTa KauecTBa B Liensix obecreyeHns ee NOCTOAHHON NPUrOAHOCTU, aAEKBATHOCTH, pesyribTa-
TUBHOCTU W COTNacoOBaHHOCTU CO CTPAaTErMueckuM HanpaseHneM opraHu3aumu.

[NCO 9001:2015]

Pexomengauun

CMbICN HACTOSALLEro NyHKTa — 06GecnevnTb YBEPEHHOCTb B TOM, YTO BbICLLEE PYKOBOACTBO NPOBOAUT
aHanu3 cUcTeMbl MEHeMKMEHTa KayecTBa. 3Ta AeATENbHOCTb, KOTOPYIO BbICLLEE PYKOBOACTBO AOIDKHO Bbi-
NOSHATL B YBA3KE CO CTpaTErMyeCckuM HanpasneHmem opranusauum. Nx uens — npoaHanusmpoBartb MHOP-
Maumio 0 PYHKLMOHMPOBAHUM CUCTEMbI MEHEIDKMEHTA Ka4eCcTBa ANA TOro, YToObl ONpeAenuTbL ABNSIETCA Nu
oOHa:

a) noaxoasLen — COOTBETCTBYET NI OHA CBOEMY HA3HAYEHMIO;

b) apekBaTHON — A0OCTATOYHA JIN OHA;

C) pe3ynbLTaTMBHOW — MO-NPEXHEMY JM OHA AOCTUIaeT HAMEYEHHbIX Pe3ynbTaToB.

AHanu3 co CTOPOHbI PyKOBOACTBA AOIDKEH NPOBOAMTLCS YepE3 3ansiaHUpoBaHHbIE UHTEpPBarnbl Bpeme-
HU; 3TO MOXET BbITb EXXEAHEBHO, EXXEHEAENLHO, EXXEMECAYHO, eXXeKBapTanbHO, pa3 B NOJITOAA MU €XEeroaHo.
HekoTopble BUAbI AEATENbHOCTM aHanu3a co CTOPOHbI PYKOBOACTBA MOTYT BbINOMHATLCS HA Pa3fM4YHbIX YPOB-
HAX OpraHu3auumn, Npu yCNOBUM, YTO pe3ynbTaThl AOCTYNHLI BbiCLUEMY pykoBoacTBYy. He TpeGyetcs, utobbl
BCE BXOJHbIE JaHHblE aHanu3a co CTOPOHbI PYKOBOACTBA pacCMaTpuUBanuCh 3a OAUH pa3, BMECTO 3TOr0 OHU
MOFYT Y4UTbLIBATLCA B NOCNEAYIOLLIEM aHanu3e Co CTOPOHbI PYKOBOACTBA; OpraHu3aLms AomkHa onpeaenuTs,
Kak oHa Oyaer obecneunBarthb BbinonHeHue Bcex Tpebosanuin MCO 9001 k aHanm3y CO CTOPOHbI PYKOBOACTBA.
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OpraHu3auus MOXET BbINOSNHATb aHanu3 Co CTOPOHbLI PYKOBOACTBA Kak OTAENbHO, Tak U B KOMGMHALMKM COOT-
BETCTBYIOLLMX MEPONPUATUI (HANPUMEP, COBELLAHUS, OTYETDI).

Bpemsi npoBeaeHust aHanmsa co CTOPOHbI PYKOBOACTBA MOXET ObITb 3annaHMpoBaHO OAHOBPEMEHHO C
APpYrMMM BUZamu AenoBoii AeATENbHOCTM (Hanpumep, cTpaternyeckoe nnaHupoBsaHue, GusHec-nnaHmpoBa-
HWe, exerofHole BCTpe4n, paboume coBeLlaHusl, Apyrue CTaHgapTHbIE aHanm3bl CUCTEMbl MEHEXKMEHTA) AN
[o6aBneHust LEHHOCTM U UCKITIOYEHUSA UBMULLHMX MHOTOYMCIIEHHbIX BCTped. Hanpumep, TypucTuyeckoe areHT-
CTBO peLUaeT NpoBOAMTbL aHanus Co CTOPOHbI PYKOBOACTBA 3a A€Hb A0 LLUECTUMECAYHOIO CTPaTErMYeCcKoro co-
BeLLaHus, 4yToObl NONYYMTb BCE BXOAHBIE AaHHbIE, HEOOXOAMMbIE ANA NNaHUpoBaHus Giogxeta, u ybeautbes,
4TO Lienu B 00nacTu Ka4ecTBa COOTBETCTBYIOT CTpaTErM4ECKOMY HaNpaBneHuIo areHTCTea.

9.3.2 BxoaHble faHHbIe aHanu3a co CTOPOHbI PYKOBOACTBA

AHanus co CTOPOHbI pyKOBOACTBA AO/HKEH NNaHNPOBaTLCA U BKIIOYATL B cebs paccMoTpeHune:
a) craryca AenNCTBUIA NO pesynbratam npeabiayLmMx aHanm3os CO CTOPOHbI PYKOBOACTBA;
b) n3MeHeHWI BO BHELLUHUX U BHYTPEHHUX (pakTopax, KacatLLMXCHA CUCTEMbI MEHEAXKMEHTA Ka4eCTBa;
C) MHdOPMaLMK O pesynbTaTax 4esATeNbHOCTU U PE3YNLTAaTUBHOCTU CUCTEMbI MEHE)KMEHTA KayecTBa,
BKIIOYAS TEHAEHLUMU, OTHOCALLUECS:
1) K yAOBNETBOPEHHOCTW NoTpebuTenen n oT3biBaM OT COOTBETCTBYIOLLMX 3aUHTEPECOBAHHbIX CTO-
POH,
2) cTeneHun 4OCTUXEHUs uenen B 06nactu ka4yecTsa,
3) nokasarenamM NpPoLecCcoB U COOTBETCTBUIO MPOAYKLUU U YCIYT,
4) HECOOTBETCTBUAM N KOPPEKTUPYIOLLMM AENCTBUAM,
5) pesynsrataMm MOHUTOPUHIa U U3MEPEHUN,
6) pesynsratam ayauTos,
7) pesynsrataMm AeATENbHOCTU BHELUHWUX NOCTABLUUKOB;
d) 4OCTaTOMHOCTU Pecypcos;
€) pesynsTaTUBHOCTW AENCTBUN, MPEANPUHATLIX B OTHOLLEHUM PUCKOB U BO3MOXKHOCTEW (CM. 6.1);
f) BO3MOXHOCTAM ANA yry4LUEeHUS.

[MCO 9001:2015]

PekomMeHaauumu

CMbICI HACTOALLEro NyHKTa — 06ecnevnTb HanMune BXOAHbIX AaHHbIX, He0OX0AUMBIX OpraHu3aummn ans
OLIEHKU pe3yrnbTaToB AEATENbHOCTU U PE3YNbTaTUBHOCTA CUCTEMbI MEHEMKMEHTA KadYecTBa.

BxoaHble AaHHblE aHanu3a CO CTOPOHbI PYKOBOACTBA CBA3aHbl C TpeOOBaHUAMU APYrux pa3gernos
MCO 9001, Bkntovas aHanu3 u oUeHKY AaHHbIX (cMm. MCO 9001:2015, nyHkT 9.1.3). BXoAHbIE AAHHbIE AOSMKHbI
MCMONb30BaTLCA ANS ONpeAeneHunst TEHAEHLUUIA C LeNbio NPUHATUS] PELUEHWIE U BbINONHEHUA AEWCTBUIA, OTHO-
CALLMXCA K CUCTEMe MeHeXMeHTa kavecTsa. B cooteetrcTeun ¢ UCO 9001:2015 [nyHKT 9.3.2, nepeuncnenusn
a)—f)], cneayoLe BXO4HbIE AaHHbIE aHanM3a Co CTOPOHLI PYKOBOACTBA AOMKHbI ObITb PACCMOTPEHbI:

a) cTaTyc AeNCTBUIA NO NPeALUeCTBYIOLLMM aHanm3amM CO CTOPOHbI PYKOBOACTBA;

b) n3MeHeHUsi BO BHELUHMX U BHYTpeHHUX dakropax (cm. NCO 9001:2015, nyHkT 4.1);

C) MHbOpMaLUMS O pesyrbTatax AesTenbHOCTU U Pe3ynbTaTUBHOCTU CUCTEMbI MEHEXKMEHTa KavecTBa:

1) yAOBNETBOPEHHOCTL NOTPEOMTENEN M OT3biBbl COOTBETCTBYIOLLMX 3aUHTEPECOBAHHbLIX CTOPOH (CM.
MCO 9001:2015, nyHkT 9.1.2) 1 obpaTHasa CBA3b OT APYrMX COOTBETCTBYIOLUX 3aMHTEPECOBAHHBLIX CTOPOH
(cMm. UCO 9001:2015, nyHKT 4.2),

2) cTeneHb AOCTMXEHUs Lenen B obnactu kadectsa (cM. UCO 9001:2015, nyHkT 6.2),

3) pesynbraTtbl AEATENLHOCTU NPOLIECCOB M COOTBETCTBUE NpoayKuumn n yenyr (cm. UCO 9001:2015,
NyHKTbI 4.4 1 8.6),

4) HECOOTBETCTBUA U KOppekTupyioLue aencreus (cm. MCO 9001:2015, nyukr 10.2),

5) pesynsraTbl MOHMTOPUHIA U u3mepenus (cm. MCO 9001:2015, nyHkT 9.1.1),

6) pesynbTaTbl ayauMTOB, BKIIOYasl, NpU HEOOXOAUMOCTM, pesynbTaTbl BHYTPEHHUX ayauToB (CM.
MCO 9001:2015, nyHkT 9.2), ayauToB notpedutenen, perynupyiowmmM opraHamu, opraHamu no ceprudpmka-
LUuu,

7) pesynbraTthbl A€ATENBHOCTU BHELLHUX NOCTaBLuMKOB (cM. MCO 9001:2015, nyHkT 8.4);

d) nocraro4HocTb pecypcoB (cm. MCO 9001:2015, nyHkT 7.1);

€) pe3ynbTaTMBHOCTb MPEANPUHATLIX AEWCTBUA B OTHOLUEHUM PUCKOB W BO3MOXHOCTEN (CM.
MCO 9001:2015, nyHkT 6.1);

f) Bo3amoxxHocT Ans yny4wenus (cm. MICO 9001:2015, nynkr 10.1).
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OpraHusauust MOXeT BKNIoYaTb AOMNOJHUTENbHbLIE acNeKTbl B aHanW3 co CTOPOHbI PYKOBOACTBA (Takue
KaK BBEAEHWE HOBOW NpoAyKUuMU, (PUHAHCOBbLIE pe3ynbTaThl, HOBble GU3HEC-BO3MOXHOCTU UMW COOTBETCTBY-
IOLLYI0 MHOPMaLMIO 0 NPoGReMax unum BO3MOXKHOCTSAX PbiHKA, A€ UCMONb3yeTcAa NPOAYKLUMSA UNW NPefocTas-
nalTca yenyru) AnA Toro, 4To6bl ONpeaenuTb, AOCTUraeT M OpraHn3aumsa HaMeYeHHbIX pesynsraTtos U dyaer
M oHa cnocobHa AocTurath UX B AanbHeEALEeM. AHaNM3 CO CTOPOHbI PYKOBOACTBA MOXHO TakoKe pacLLMpPUTb
ansi oxeata TpeboBaHuin u3 apyrux pasgenos MCO 9001 Ans MOHUTOPMHIA U aHanu3a uHdopmaumm (Takmx
kak MCO 9001:2015, nyHkTbl 4.1 1 4.2).

TMpumep — MeHeOxep He60NNLWO20 cMPOUMENILHOZ0 NPEeGNPUAMUST MOXem paccMampueamb MHO20 0-
npocoe, OMHOCAWUXCA K aHalu3y co CIMOpPoHbI pykoeodcmea, eo epemsi exxeOHeeHbIX coeewjaHuli ¢ pabom-
HUuKamu u nodpsidyukamu Ha mecme. OH Moxem Gaeamb UHGOPMAaUUIO 1O U3MEHEHUSIM, MakuM KaK Hoeble
mpe6oeaHusi 3aKa3yuKa unu oxudaembie TocmaeKku, a makxe o makoi nosy4yeHHol uHgopMayuu, KaKk yooe-
nemeopeHHocmb nompebumeneli, npodeueHue pabom, 1106ble 803HUKWUE NPO6ieMbl U Kak OHU UX pa3peuia-
rom, ece nu umerom Heobxodumbie obopydoeaHue u 3anachl.

9.3.3 BbixogHble AaHHblIe aHanu3a co CTOPOHbI PYKOBOACTBA

Bbix0oaHble [aHHbIE aHaNU3a CO CTOPOHLI PYKOBOACTBA AOMKHbI BKMOYaTh B cebs pelueHus u aei-
CTBUSI, OTHOCSILLMECS:

a) K BO3MOXXHOCTSAIM AN YNYHLLEHUS;

b) no6biM HEOGX0ANMBLIM U3MEHEHMAM CUCTEMbI MEHEXKMEHTA KAa4eCTBa;

C) noTpeGHOCTU B pecypcax.

OpraHu3auma AoHKHA PErMCTPUPOBATL U COXPaHATL AOKYMEHTUPOBAHHYIO MH(OPMALMIO KaK CBUae-
TENbCTBO PE3YNETATOB aHaNU30B CO CTOPOHbLI PYKOBOACTEA.

[MCO 9001:2015]

PekomeHaauun

CMbICN HACTOSLLEro NyHKTa — B 00ecneYeHnn YBEPEHHOCTM B TOM, YTO aHanu3 CO CTOPOHbI PyKOBOA-
CTBa NO3BOJIAAET NONYYUTb BbIXOAHbIE AAHHbIE U MHAOPMALMIO O pesynbratax AeATeNnbHOCTU U pe3ynbTaTuB-
HOCTU CUCTEMbI MEHEAXXMEHTA KaueCTBa, a Takke 0 NioBbiX PELLEHUAX U HEOBXOAUMBIX AEWCTBUAX.

BbixoaHble AaHHbIe aHanu3a co CTOPOHbI PYKOBOACTBA AOMMKHbI BKNIOYATb B ¢e65 peLlueHus u AenCcTBus
B OTHOLLUEHMWN BO3MOXHOCTEN Ana ynyyweHus (cMm. MCO 9001:2015, nyHkT 10.1), HEOGX0AUMBIX U3MEHEHUI B
cucreme meHemxkmenTa kadectsa (cm. CO 9001:2015, nyHKT 6.3) n TpebyembiX AONONHUTENBLHBLIX PECYPCOB
(ocm. NCO 9001:2015, nyHkT 7.1). CTaTyc AEWCTBUIA, ONPeAENEHHbI B X0A€e aHanu3a co CTOPOHbI PyKOBOA-
CTBa, AOMKEH ObITb BKMIOYEH KaK BXOAHble AAHHble AN CNeAylowWwero aHanusa co CTOpOHbl PyKOBOACTBA.
MOHUTOPUHT MOXET NOMOYb B 06ecnevyeHnmn Toro, Yto AenCTBUsl NPeANPUHMMAIOTCS HA NMOCTOSIHHOW OCHOBE.

OpraHunsauust 4OfmkKHa perncTtpupoBarb U COXPaHATb AOKYMEHTUPOBAHHYIO MHAOPMALMIO KaK CBUAE-
TENbCTBO pe3yrnbLTaTtoB aHanu3a co CTOPOHbI pykOBOACTBA. MpuMepbl 0KyMEHTUPOBAHHOM MHOpPMaLUK MO-
ryT BKNioYaThb B cebs1 npe3eHTauum, NPOTOKOSbl COBELLIAHUIA U OTYETDI.

10 YnyuweHue

10.1 O6wme NONOXeHUs

OpraHu3auus AomkHa onpeaensitb U BbiIOMparb BO3MOXHOCTU AN YNyYLUEHMS U OCYLLECTBNATb HEOO-
XOAUMbIE AEeWCTBUSA ANS BbINONHEHUs TpeboBaHui noTpedutenel n NOBbILLEHNA UX YAOBNETBOPEHHOCTH.

3TO AOIMKHO BKNIOYATD:

a) ynyJLieHne NpoayKLMK M YCIyT B LIENSAX BbINONHEHUA TpeboBaHui, a Takke yyeta OyayLmx notped-
HOCTEN N OXMAAHUN;

b) koppekumio, NpeaoTBPALLEHUE UIU CHUXKEHUE BITUSIHUA HEXXENAaTENbHbIX BO3AENCTBUN;

C) YNyulLlLEHWe pe3ynbTatoB AEATENbHOCTU U PE3YNbTaTMBHOCTU CUCTEMbI MEHEXKMEHTA KavyecTBa.

MpumeuyaHue — lNpuUMepbl YryylleHUs] MOTYT BKITHOMAThL KOPPEKLMIO, KOPPeKTUpYioLee AeiCTBIUE, MOCTOSH-
HOE yryulleHuWe, NPopLIBHOE U3MEHEHWE, UHHOBALMIO W PeopraHu3aLiuio.

[UCO 9001:2015]
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PekomeHaauuun

CMbICN HACTOALLETO NyHKTa — 06ecnevnTb yBEPEHHOCTb B TOM, YTO OpraHu3aums onpeaensieT BO3MOX-
HOCTU ANA YAy4LUeHUs, a TaKkke NNaHUPYET 1 pakTUYECKn BHEAPAET AEUCTBUA ANA 4OCTUXKEHUA HAMEYEHHbIX
pe3ynsTaTtoB W NOBbLILEHUA YAOBIETBOPEHHOCTU NOTpedbuTenen. YnyvlleHus MoryT nomMovb opraHu3aummn B
BbINOMHEHUM TPEOOBAHWUIA U OXMAAHWI NOTPeBUTENen YEPE3 yryyLIEHUE NPOAYKLMU 1 YCIYT, KOPPEKLUIO UMK
nNpeaynpexaeHne HexenarenbHbIX BAMAHWA, U yny4lleHne pesynbTaTtoB AEATENbHOCTU U PE3YNbTaTUBHOCTU
CUCTEMbl MEHEOXKMEHTA KayecCcTBa.

CyLLEeCTBYIOT pa3nnyHble METOAbI NPOBEAEHUA YINYYLLEHWI, Takue Kak:

a) NPUHATUE AENCTBUI MO UCKIOYEHWIO NOBTOPHOIO BO3SHUKHOBEHUSA HECOOTBETCTBUI;

b) nocToaHHaa feAaTenbHOCTb MO YNYYLIEHWIO HEGOMbLUMMMU LLaraMu, BbIMOSIHAEMAasn B pamkax cyLue-
CTBYIOLLIMX NPOLIECCOB, NPOAYKLUMN U YCIIyT;

C) NPOEKTbI, KOTOPbIE MOTYT NPUBECTU K 3HAYUTENbHBIM U3MEHEHUAM B CYLLECTBYIOLLMX NPOLIeccax, BHe-
[PeHne HOBbIX MPOLECCOB, NPOAYKLMM UMW YCAYT, UMM BHEAPEHUE HOBbIX PEBOOLMOHHBIX TEXHONOMMIA NN
MHHOBALMMNA.

TpeGoBaHusA B OTHOLLEHMU KOPPEKTMpyowmx aencteuii (cM. MCO 9001:2015, nyukt 10.2) nomoraor
onpeaenuTb U YCTPaHUTb NPUYUHbLI HECOOTBETCTBUI, NPeaYNPEeAnTb UX NOBTOPEHUE.

MoctosinHoe yny4wenune (cm. MCO 9001:2015, nyHKT 10.3) AOMKHO NPOBOAUTLCA AN NOBLILLEHUSA pe-
3yNbTaTOB AEATENbHOCTU U ANS BHEAPEHMSA COrnacoBaHHbIX PeLleHUi, HanpaBneHHbIX HA JOCTUXKEHUE No-
NOXMUTENbHbIX MPEUMYLLECTB.

[encTena No yny4yweHno MOryT OTHOCUTLCSA K MPOAYKLMM U YCRyram Tak e, Kak U K CUCTeMe MeHef-
XKMEHTa KavecTBa.

TMpumep — ApxumekmypHoe 6l0po nepuoduyecku aHanu3upyem npouecc NPOeKMUpPO8aHusl U 83aumo-
delicmeus mexdy NpoekmuposwUKamMu U COOmeemcmayiowuMy 3auHmepeco8aHHbLIMU CIMOPOHaMU, Hanpumep,
3aKa34yuKamu, MECMHbIMU 6J1acmsMU U 6HeWHUMU 3Kcriepmamu. Mo MOXKeIN oCywecmesIsimiCs Ha exeHedesnb-
HbIX coeellaHusix ¢ obcyxdeHueM moao, Ymo cdeslaHo 3a HedeJslio, NIoObIX 603HUKWUX 60IMPOCOE U COCMOSIHUS
npoekma, 05151 mo2o Ymo6nl onpedesiums 803MOXHOCMU G115 yIyYuwieHuUs1 pabombl.

10.2 HecooTBeTCTBUSA M KOPPEKTUPYIOWUe AeUCTBUA

10.2.1 MNpu nosiBNEHUN HECOOTBETCTBUMN, B TOM YUCIIE CBA3AHHBIX C NPETEH3UAMM, OpraHnM3aumsa 4Onmx-
Ha:
a) pearnpoBatb HaA AaHHOE HECOOTBETCTBME U HACKONbKO NPUMEHUMO:
1) npeanpuHMMaTL A€WUCTBUA NO YNPABNEHUIO U KOPPEKLMMU BbISIBNIEHHOTO HECOOTBETCTBUS,
2) npegnpuHuMaTb AENCTBUA B OTHOLLEHUU NOCNEACTBUM AHHOTO HECOOTBETCTBUS;
b) oueHuBaTbL HEOOXOAUMOCTL AEUCTBUI NO YCTPAHEHUIO NMPUYMH AAHHOTO HECOOTBETCTBUSA C TEM, YTO-
Obl M36exaTb ero NOBTOPHOIO NOABMEHUS UNWU NOSIBITIEHUS B IPYIOM MECTE NOCPEACTBOM:
1) aHanu3a HecOOTBETCTBUS,
2) onpeaeneHusi NPUYKH, BbI3BaBLUMX NOSIBIIEHNE HECOOTBETCTBMUS,
3) onpegeneHust HaNMYMA aHaNOrMYHOTO HECOOTBETCTBUS MM BO3MOXXHOCTU €r0 BO3HMKHOBEHMS
roe-nnbo ewe;
C) BbIMOMNHATL BCe HEOOX0AUMbBIE AEWCTBUS;
d) npoaHanuampoBaTb Pe3ynbTaTUBHOCTL KAXA0ro NpeanpuUHATOr0 KOPPEKTUPYIOLWEro AeiCTBuUS;
€) aKkTyanuampoBaTb Npu HEOOXOAUMOCTU PUCKU U BO3MOXKHOCTM, ONpPeAENneHHbIe B X04€e NNaHMpoBa-
HUS;
f) BHOCMTb NPU HEOBXOAMMOCTU U3MEHEHUSI B CUCTEMY MEHEIDKMEHTA KAYeCTBa.
KoppekTupytowme aeiCTBUA 4O0SKHbI COOTBETCTBOBATL NOCNEACTBUSIM BbISIBNIEHHBIX HECOOTBETCTBUMA.

[MCO 9001:2015]

PekomeHaauumn

CMbICNn HacTosILEro NyHKkTa — o6ecnevnTs YBEPEHHOCTb B TOM, YTO OpraHn3aumsi ynpaensieT HeCooT-
BETCTBUAMM, a TaKKe BHEAPAET KOPPEKTUPYIOLWME AENCTBUSA, MPU HEOOXOAUMOCTM.

Korga BO3HMKAKOT HECOOTBETCTBUSA [BKMOYAA Te, KOTOPLIE CBA3aHbI C MPETEH3UAMM; C AEHTUDULIMPO-
BaHHbLIMWU HECOOTBETCTBYOWMMU pesynbratamu (cm. MCO 9001:2015, nyHkT 8.7); npobnembl, CBA3aHHbIE C
BELLUHWMMW NoCTaBLUMKaMu UnNn ApyruMu COOTBETCTBYIOLLIMMU 3aUHTEPECOBAHHLIMU CTOPOHAMMU; KOTOPbIE CBS-
3aHbl C pesynsratamu ayguToB; UMK BAUSHUA OT HE3annaHMPOBaHHbLIX U3MEHEHWUI], opraHu3aums AoshKHa
nNpeanpuHATL AEICTBMA NO PacCnenoBaHMIO TOro, YTO NOLLMO HENPaBUILHO, U KOPPEKTUPOBKE, €CNU 3TO BO3-
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MOXHO, U ANS UCKINOYEeHMA NogobHbIX npobnem B Byayuiem. OpraHu3auus 4OMmKHA CTPEMUTLCA YCTPaHUTL
MPUYMHBI U NOCNEACTBUA BNUSHUSA NPOBNeM, KOTOpble MOTYT MMETbL OTpULIATENbHOE BO3AENCTBUE HA €€:

a) pesynbrarhl;

b) npoaykumio, ycnyru, npoueccbl Unu CUCTEMY MEHEIPKMEHTA Ka4yecTBa;

C) yOOBNETBOPEHHOCTb NOTpebuTenein.

MoTeHUManbHble MCTOYHWKN HECOOTBETCTBUI W TUMbl HECOOTBETCTBUI BKNOYAIOT B cebs, HO HEe orpaHu-
YnBaoTCA:

- HabnoAeHNs BHYTPEHHUX U BHELUHUX ayautos (cm. NCO 9001:2015, nyHkT 9.2);

- pesynbTarbl MOHUTOPUHIA U U3MEPEHUSA (HaNPUMEP, KOHTPOIb, AeeKTbl NPOAYKLUWN UMK YCRYr);

- HecooTBeTcTByloLWME pesynerartbl (cm. MCO 9001:2015, nyHKT 8.7);

- MpeTeH3un oT noTpebutenen;

- HECOOTBETCTBME 3aKOHOAATENbHbLIM M HOPMATUBHLIM NPAaBOBLIM TPeBOBAHUAM;

- Npobnembl C BHELLHUMW NOCTaBLUMKaMK (HaNnpumMmep, CBOEBPEMEHHAs NOCTaBKa, BXOAHON KOHTPONb);

- BbISIBNEHHbIE pabOTHUKOM NPOoBnembl (HanpuMep, ¢ NOMOLLIO ALLMKOB ANS NPeanoXeHui);

- HabnogeHUs: Ha4anbHMKa UM OTBETCTBEHHOTO NLIA, UNM KOHTPOrepa Npouecea;

- peknamMauuu no rapaHTuu.

OpraHusauus 4oSkHa NpeanpuHUMaTh AeNCTBUSI NO YNPABMEHUIO UMM KOppeKLmKU NoBoro HeCooTBeT-
CTBUS. 3TO MOXET ObITb JOCTUTHYTO CAEPXKUBAHUEM NPoBnemMbl NOKa NPOAOMKaeTca paccneaosanue. Hanpu-
Mep, opraHusaumMm MOXeT noTpeboBaTbCA CBA3ATLCA C NOTPEOUTENAMU UNKU BHELLHUMMU NOCTaBLUMKAMMU, YTO-
Gbl COOOLNTL UM O HECOOTBETCTBUU U NPEAOCTaBUTb MHAOPMALIMIO O NOTEHLUMANbHOM UMK CYLLIECTBYIOLLEM
BIMSAHMU HA MPOU3BEAEHHYIO MPOAYKUMIO UNWN NPEAOCTaBMNEHHYIO YCNyTy.

Mpu oueHke HeoBXoAMMbIX AEWCTBUIA B OTHOLLEHUU HECOOTBETCTBUSI OPraHMU3aLMsa MOXET CHMTATb, YTO
BO3MOXHbI Cnyvau, KOrga npuyuHa HeCOOTBETCTBUS HE MOXET ObITb YCTPaHeHa, crneaoBarenbHO, opraHnsa-
LUMsi AOMKHA pacCMOTPETb BO3MOXHOCTb BbINOMHEHWUSA AEWCTBUMA, YTOObI ObiTh B COCTOSIHUM OBHAPYXUTb U
MWUHUMU3UPOBATb BO3AENCTBUSA TAKOr0 HECOOTBETCTBUS, €CMNU 3TO NPOM30MAET CHOBA.

OpraHusauus AomkHa paccMarpuBaTb U aHanW3MpoBaTb HECOOTBETCTBUE ANS ONPEAEerieHns ero npu-
YKHBI U TOTO, CYLLECTBYET M OHO rAe-nuGo eLle, MOXET M OHO MOBTOPUTHLCA UIIU BO3HUKHYTbL B IPYrOM Npo-
uecce u/mnu vactu opraHusauuu. OpraHusauus AosmKHa onpeaenuTb 06bem AeUCTBUM, KOTOpble HE0BX0ANMO
nNpeanpuHATbL, OCHOBbLIBASICb HA NOTEHLUMANbHOM BIIMAHMU HECOOTBETCTBUA. OpraHusauua AoMmkHa BHEAPATb
no6ble HeobxoaUMbIE AEUCTBUS, OCHOBAHHbIE HA 3TOM aHanu3e. 3T0 MOXET ObiTb JOCTUTHYTO C NOMOLLILIO
pa3snuyHbIX METOAO0B, Ha3BaHHbIX Aanee, HO HE OrPaHUYNBAACH UMU: aHANU3 KOPHEBLIX MPUYKNH, paspeLleHne
npoBnem MeToIOM «BOCEMb AnCUMNNUHY (8Ds), meToa «5 noyemy?», aHanu3 BUAOB U NOCNEACTBUI OTKA30B
(FMEA) unu auarpaMmmbl NPUHUHHO-CAEACTBEHHbIX CBA3EN.

OpraHu3auua AOSpKkHA aHanU3MpoBaTb PE3yNnbTaTUBHOCTL KaXAOro KOPPEKTUPYIoLWero AeNCTBua no-
CpeACTBOM NOATBEPXAEHUS (HAa OCHOBE CBMAETENLCTB) TOrO, YTO AeNCTBUE BbINO peanu3oBaHo UK BbINONHE-
Ha KOppeKLUUs, U B pe3ynbTaTte OTCYTCTBYIOT NOBTOPHbIE HECOOTBETCTBUS. ITO MOXET BbiTb AOCTUFHYTO NyTEM
HabniogeHusa pesynsTaroB NPOLECCOB UMK aHanu3a JOKYMEeHTUpPOBaHHON uHopmauuu. na obecnevenuns
YBEPEHHOCTU B TOM, YTO pe3ynbTaTUBHOE BHeApPEHUE MOXET ObiTb NOATBEPXAEHO, MOXET noTpeboBaTbes
BpeMSs AN BbINONHEHUA HeoBXo0AUMbIX AEUCTBUIA, Npexae Yem NpoBoAMTb ux aHanu3. 310 Byaet Bapbupo-
BarbCs B 3aBUCMMOCTU OT CMIOXHOCTU M NOTpebHOCTU B pecypcax (Hanpumep, 3akynka Nnpon3BoACTBEHHOIO
obopyaoBaHusi), HEOOGXOAMMBIX ANs BLINOIIHEHUS AE€ACTBUIA NO YCTPAHEHUIO HECOOTBETCTBUS.

OpraHu3auus A0mKHA ONPEeAenuTb, HE MOXKET N BO3AEHCTBUE NPEANPUHATOrO KOPPEKTUPYIOLLEro Aen-
CTBMSI B Of1HOI 06nacTu cratb NPUYMHON HEBNAronpusITHOrO BO3AENCTBUS B APYroi obnactu opraHusauuu, u
CNaHMpPOBaTb NoOble He0OXoAUMbIE AEWCTBUSI NO CMAMMEHUIO A0 BHeApeHus. [locne aHanu3a KoppekTupy-
IOLLMX AEWCTBUN OpraHM3auma 40mMKHA PaCCMOTPETb CYLLIECTBYET NU PUCK MNU BO3MOXKHOCTU, KOTOPbIE paHee
He Obinu onpeaeneHbl, Unu ObiNU NU AECTBUA B OTHOLUEHUU PUCKOB U BOSMOXXHOCTEW YYTEHbl B X0oA4e nna-
HupoBaHus (cm. UCO 9001:2015, nyHkr 6.1). MNpu HeoOX0AUMOCTH B NIIAHMPOBAHUE AOMKHbI ObiTb BHECEHDI
M3MEHEHUS1.

Mpy BbINONMHEHUM AENCTBUA NO aHANMU3y MPUYMHBI HECOOTBETCTBUS OPraHU3auuMsa AOMKHa Takke pac-
CMOTPETHL BOMPOC 0 HEOOXOAMMOCTU M3MEHEHUS B MPOLIECCax B paMKax CUCTEMbl MEHEDKMEHTA KayecTBa.

lMpumep — Bnadeney cmpoumensHozo nNpednpusmus npoeodum coeewjaHue ¢ MeHedKepoM yvyacmka u
o6cyxkdaem, noyeMy He cobniodaemcsi epagpuk peanusayuu npoekma, u novyemy 6bi/10 NMPUHAMO peuieHue u3-
MeHUmb yuco deepel.

MeHedxep o6bsicHsiem, 4mo UcX00HbIl NiaH 30aHus1 He y4Yumbieasl Hoeble HopMamueHbie mpeboesaHus,
omHocsuuecs K MUHUMabLHOU WupuHe HapyXHbIx deepeli U Ymo 3mo ObiJI0 3aMe4YeHO MOJILKO nocsie noce-
weHus1 nnowadku cmpoumestbHbIM UHciekmopoM. MeHedxkep yike nNpednpuHsiI Mepbi 110 Nposepke usmepeHull
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acex HapyXXHbix deepell neped npodosnKkeHueMm pabom U U3MeHeHUeM 3aka3a Ha deepu. Bnadeney u meHedxep
npuHuMarom peuleHue HemedsIeHHO NpoaHanu3upoeamb U3MEHEHUS 80 8ceX coomeemcmeyiouwux 3aKoHoda-
menbHbIX mpeboeaHUsIX U NpoeepumMb 8ce 8bIN0/IHEHHbIE pabombl U MlaHbl ewje He HayambIX pabom, Ymoob!
y6edumncs, ymo nodob6Hble Npobnems! He nosseames eHoeb. OHU ycmaHaesueaiom apaghuk Ons 6onee peay-
JISIPHO20 aHanu3a HOPMamueoe U 8K/TI0YeHUS maKo20 aHaslu3a 6 06bi4HbIl npouecc 8 6ydywem o Havyana HO6o-
20 npoekma.

10.2.2 OpraHusauus 4ormkHa perMcTpupoBaTh M COXPaHATb AOKYMEHTUPOBAHHYIO MHAOPMALMIO Kak
CBUAETENLCTBO:

a) XapakTepa BbISIBT@HHbIX HECOOTBETCTBUI U NOCNEAYIOLMX NPEANPUHSTLIX AENCTBUN;

b) pesynsraToB BCEX KOPPEKTUPYIOLLMX AENCTBUN.

[MCO 9001:2015]

PekomeHaauumn

CMbICI HACTOALLEro NyHkTa — o6ecnevynTb YBEPEHHOCTb B TOM, YTO OpraHuM3auust perucTpupyert u co-
XpaHAET JOKYMEHTUPOBAHHYIO MHpOpMaLMIO ANsi NPEAOCTaBNEHNUSA CBMAETENLCTB TOr0, YTO KOPPEKLMA UMK
KOppeKTupyioLLee 4encTere Obinm 3aBepLueHbl, kKak 3anfaHupoBaHo.

OpraHusauusa gorkHa perucTpupoBaTh M COXPaHATb AOKYMEHTUPOBAHHYIO MHbopMaUMIo ANs AEMOH-
CTpauumn TOrO, Kakue KOPPEeKUUs WNU KOPPEKTUpYOLUME AEWCTBUS Bbinn NpeanpuHATLI, BKNOYas AeTanu,
CBA3aHHbIE C HECOOTBETCTBUEM (HanpuMep, OTYET O HECOOTBETCTBUW, CEPbE3HOCTb HECOOTBETCTBUS, aHanu3
KOPHEBbLIX MPUYKH, 3annaHUpPOBaHHAsA KOPPEKLMA U KOPPEKTUPYIOLLEE IeCTBIE); NPUMEpbI BKIOYAIOT B cebs
hOPMBI KOPPEKTUPYIOLLIMX ENCTBUA UMK Ba3bl AAHHBIX.

OpraHusauusa oMmkHa Takxke PermcTpupoBaTh U COXpaHATb AOKYMEHTUPOBAHHYIO MHCOPMALMIO B OTHO-
LUEHMK pesynkTaToB NMoBoro NPeanpUHATOrO KOPPEKTUpYtoLLero geincrans. Cloga MOXHO OTHECTU CBUAETENb-
CTBO, AEMOHCTPUPYIOLLEE AEWCTBUA, Takme kak cBop AaHHbIX, UCMbITAHUSI, OTHETbI, USMEHEHUSA, CAENMAHHbIE B
JOKYMEHTUPOBAHHOW UHDOPMAaLMK, pe3ynbTaThl AeATENBHOCTU U PE3YNETAaTUBHOCTb CUCTEMbI MEHEKMEHTA
KayecTBa.

10.3 MocTosAHHOE yny4lueHue

OpraHu3auumsi AOMmKHA NOCTOAHHO YRy4LIaTh NPUrOAHOCTb, aAEKBATHOCTb U PE3YNLTAaTUBHOCTL CUCTE-
Mbl MEHEPKMEHTA KayecTBa.

OpraHu3auusi AOrKHa paccmarpuBaTh pesynbTaTbl aHanu3a U OLUEHKM, BbIXOAHbIE AaHHbIE aHanusa
CO CTOPOHbI PYKOBOACTBA, YTOObI ONPeAenuTb, MMEIOTCSl N NOTPeGHOCTU UMM BO3MOXHOCTU, Tpedyloume
pPaccMOTPEHUs1 B Ka4ecTBe Mep N0 MOCTOSIHHOMY YMYyULLEHUIO.

[UCO 9001:2015]

PexomeHaauum

CMBbICN HACTOALLEro MyHKTa — 06ecneunTb yBEPEHHOCTb B TOM, YTO OPraHM3aumsi MOCTOSAHHO yny4yLaer
NPUrogHOCTb, aAeKBaTHOCTb U Pe3yNnbTaTUBHOCTb €€ CUCTEMbl MEHEADKMEHTA KayecTBa.

MocTosiHHOE ynyylleHne MOXET BKNOYaTh B cebs eCTBUA NO NOBLILLEHWIO COrMacoBaHHOCTU BbIXOA-
HbIX JAaHHbIX, NPOAYKLMMW U YCIYT C LENbIO NOBbILLEHUSI YPOBHS COOTBETCTBUS BbIXOAHBIX AAHHBIX, YIYYLUEHMIO
BO3MOXXHOCTEMN NPOLIECCOB M CHMKEHMIO OTKMOHEHMIA npouecca. 3TO BbINOMHAETCA AN TOro, YTo6bl ynyyLuath
pe3ynbrartbl AeATENbHOCTU OPraHU3aLUMM U NMOBbLILLATL BbIFOAY AMA €e notpebutenei U 3auHTEPECOBAHHBIX
CTOPOH.

OpraHusaums omiHa paccMaTpuBath pesynsTarhl aHanuaa u oueHku (cm. MCO 9001:2015, nyHkT 9.1.3)
M aHanusa co CTopoHbl pykosogcTea (cM. UCO 9001:2015, nyHKT 9.3) AnA onpeaeneHus Toro, Heo6XoanMbI
nv AenCcTBUA NO NOCTOAHHOMY ynyylueHuio. OpraHusaums AOfDKHA paccMaTpuBaTth Takke AeNCTBUSA, Heo6xo-
AUMbIE NS yNyYLWEHUA NPUrogHOCTU, aAEeKBAaTHOCTU U Pe3ynbTaTUBHOCTU CUCTEMbI MEHEKMEHTA Ka4ecTRa.

CyLuecTByeT HeCKONbKO METOAONOMMI U UHCTPYMEHTOB, KOTOPbIE OPraHM3aLus MOXET PaCCMOTPETb ANS
BbIMOMHEHNA AEWCTBMI NO NOCTOAHHOMY ynyulleHuio (KanaseH). MpuMepbl MOryT BKNio4aTb B cebs, HO He
orpaHuumnsatbes atuMm: Lectb Curma, Bepexxnuoe npousBoACTBO; NyYLUME NPAKTUKU U UCNONb3OBAHME MO-
Aenein camoOLUEHKU.
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MpunoxeHue A (cnpaBouyHOe)

Pa3bsACHEeHWe HOBOIM CTPYKTYPbl, TEPMUHONOMMK U NMOHATUI
[MCO 9001:2015]

PekomeHaauum

MpunoxxeHue A cogepxuT nHMOPMaLMIo, PasbACHAIOLLYIO HEKOTOPbIE HOBbIE MOMOXEHUS, BKIIOYEHHbIE
B MCO 9001:2015. [inA nonb3oBareneil BaXKHO NOHWMATbL PasHULY Mexay TpeboBaHUsAMU NocrneaHen BEpCUm
cranaapta n UCO 9001:2008. 3To NpUNOXeHne MOXET ObITb NONE3HO TAKKE HOBbLIM MONbL30BATENAM AN Mo-
Humanua Tpebosanmii MICO 9001:2015.

Mpunoxexnune B (cnpaBoyHoe)

Hpyrue mexayHapoaHble CTaHAapThl B 006racTu MeHeXKMeHTa Ka4ecTBa U Ha CUCTEMbI MEHEI)KMEHTA
kavecTBa, paspabortaHHble MICO/TK 176

[MCO 9001:2015]

PekomeHgauum

Mpunoxexne B BbigenseT paspabotaHHbie UCO/TK 176 ctaHaapTbl U COAEPXUT NPUMEPLI X MpUMe-
HEHUA Kak pekomeHaauui. Tabnuua B NPUNOXEHUM NOKa3bIBAET KOHKPETHBIE MYHKThI, A€ 3T PEKOMEHAALMHN
MOryT GbITb nonesHbIMKU. OfHAKO 3TH CTaHAAPThI He ABMAIOTCA 0683aTeNbHLIMMU 4NA OpraHu3aLui, BHE psito-
wmx NCO 9001.

Bubnuorpadus
[MCO 9001:2015]

PekomeHgauuu

B AaHHOM AOKymMeHTe ucnonbayercs Gubnuorpagms UCO 9001 ¢ aononHenuammu. Bubnuorpacpus co-
AepPHUT CChINKM Ha cTanaapTbl UCO unn apyrne AOKYMEHTbI, KOTOPbIE MOMOraloT BHEAPUTL U YRYYmMThL CU-
CTEeMy MEHEeA)XMEeHTa Ka4ecTBa.
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MpunoxeHue A
(cnpaBouHoe)

Larn B HanpaBneHun cucTeMbl MEHEKMEHTa KayecTBa

BBeaeHune

CyllecTBYeT MHOXeCTBO criocoboB, NMPUMEHSA KOTOpble Manas opraHu3auus MOXET BHEAPWUTb CUCTEMY MeHea-
XMeHTa kadecTBa. [TpuMep 0fHOro U3 Takux crnoco6oB NpUBEAEH B HAcTosLLEM NpunoxeHuu. MpuseaeHHbIN fanee MeTog
NPUMEHUM L5 BCEX BUOB OpraHu3aLuii, BKIIoYas opraHuaaLumm cdephbl yeryr u opraHusauum, AeaTenbHOCTb KOTOPLIX He
HanpaeneHa Ha nony4eHue npuokInu.

JaHHblii MeTog NpuBefeH B Ka4ecTse NpUMepa U ero He cnefyeT NOHUMaTb Kak eAUHCTBEHHbIA UNK NydLWwnii MeTog,
BHEAPEHWS.

MpoLecc BHeAPEHUs BaXEH C TOUKW 3pEHUs NOMyYeHUS MaKCMMaribHbIX NPEUMYLLECTB OT CUCTEMbl MEHEXMEHTa
KadecTBa. BOMBLUMHCTBO HOBLIX MONMb3oBaTENel Nonyyar oTaavy B USMEPUMOM BUAE YXe Ha paHHUX CTagnsax 3Toro npo-
Lecca. [Ins ycneLlHoro BHeLpPeHUsi peKOMeHAYeTCs BLINOMHUTL CrieayoLyue cemb LWaros:

- war 1 — obecneveHne NOMHOMO BOBIEYEHUS BBICLLETO PYKOBOACTBA;

- war 2 — ngeHTudmKaumua Kno4eBbiX NPOLEccoB U B3auMofeicTBuiA, HeoGxoauMbIX ANA AOCTUXEHUS Uenei B
obnacTu Ka4ecTBa;

- war 3 — BHejpeHNe 1 ynpaBreHne cUCTEMOW MeHeAXMEeHTa KavyecTBa U ee npoueccamMu (C UCNONb3oBaHUEM
METOA MK MEHEAXMEHTa NpoLeccoB);

- war 4 — cosfaHve cucTeMbl MeHeXMeHTa KayecTBa Ha ocHoBe TpebosaHuit MCO 9001,

- War 5 — BHefpeHNe cUCTEMbl MEHeXMeHTa kayecTBa, 0byveHune nepcoHana U nposepka ahPEKTUBHOCTU PYHK-
LIMOHMPOBaHUS MPOLIECCOB;

- War 6 — ynpaeneH1e cUCTEMOW MEHEAXMEHTa KavecTBa,

- war 7 — cepTudmKaums/perncTpaums unm cobcTBeHHoOe 3asiBNEHNE O COOTBETCTBUN.

Lar 1

ObecneyveHne NOTHOrO BOBINEYEHUS BEICLLErO PYKOBOACTBA ANSA TOro, YTo6b!:

- onpeaenuTb NpudnHel HeobxoaumocTn BHegpenus NCO 9001,

- OMpeAenuUTb CTpaTeruo passUTUSi opraH13aLum (MUCCUIO, BUAEHUE, LIEHHOCTU U Lenu GusHeca);

- OMnpeaenuTL cpefy opraHv3alum (3anHTepecoBaHHbIe CTOPOHLI, paboTHMKK, 0bLlecTBO U T. A.);

- OMPEAENUTbL PUCKN N BOSMOXKHOCTY;

- OMpeAenuTb NOSUTUKY OpraHW3aLumn B o6rnacTu kauecTsa;

- NOCTaBWTb U yBS3aTb LiENN opraHmMsauun ¢ LensMu B obrnacTu KayecTBa, CBsI3aHHLIMU € NpoAyKuuei/ycnyramu.

Mepen Hayariom ocyLLecTBNEeHUs 3TON AeATENBHOCTU HEOOXOAMMO ONpesennTh, YTO SBMSETCA NPOAYKLMEH opraHu-
3aumu. MpuMmepsl Takoro onpeaeneHns NpUBEAEHL! Jarnee.

Tpumep 1 — lNpouseodcmeo:

- ecnu opzaHu3ayus siesissemcsi npou3ssodumernem npodykyuu, crredyem onpedesnumkb, 6ydem U OHa u3-
eomaersiueamb eOUHUYHbIU NPOOYyKM Unu yciyeay, unu Moxem npou3eodums yesnbili psd npodykmoe u/unu yc-
nye;

- op2aHu3auyus moxem npou3eodums APodyKyuio u/unu ycrnyay no cobcmeeHHOMy NPoeKmMy uu no crie-
yughukayusam nompebumerns.

Tpumep 2 — Qupma c 3anacamu 2omoeoli npodykyuu/ducmpubsiomop/onmoesili npodaeey/moeapHbill
cKnad:

- ¢hupma moxxem npuobpemams Gemanu u ocyuwecmernsime UX nepeynakoeKy (nmepeyKkoMiieKmauuio) unu
cobupameb ux e pasnudHbie cepuu Ans ydoenemeopeHus nompebHocmel nompebumernel;

- ¢hbupma Moxem nepeeo3ums cKoponopmsiuyiocsi npodykuyuro, 05151 komopol AosmkHbI 6bImb obecnedve-
Hbl TOCMOSIHHbIU KOHMPOJIL (MOHUIMOPUH2) XPaHeHUs1 8 cpede ¢ peaynupyemMol memnepamypoli u/unu peaynsp-
Hasi cMeHa napmulti;

- ¢upma moxxem npedocmaensams mpaHcrnopmHbie/ducmpubsiomopcKue ycityau 05s1 moeapoa.

Tpumep 3 — AceHmcmeo no peMoHmy U NoCyenpPodaXxHOMy 0OCITyKUeaHUIO:

- ageHmcmeo Moxem ocywjecmensimb 0esimeslibHOCMb 10 06CYKU@aHUIO USTU PeMOHMY HeKOMmopbIX eu-
doe npodykyuu, ebinosIHeHUe KOMOPhIX MOXem OmiIuYambCcs 07151 Pa3fuYHbIX KIUeHMOoe;

- ageHmMcmeo maioke Moxem npedocmasnsims 06opydoeaHue u demanu u NPUHUMame y4yacmue & Hero-
cpedcmeeHHol docmaeke yciyau.

Mpumep 4 — NMpogbeccuoHanLHoe KOHCYNILMUPOBaHUe:
- opzaHu3ayusi Moxem npedocmaesnsime npedeapumeribHbie uccnedoeaHusi Onsi KIUeHmMoes;
- Op2aHu3ayusi MoXem NPoeKmupoeams KOHUenyuu u paspabamsieams npoeKmHbI niaH;
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- op2aHU3ayUsi MOXem nocmaesisimes makue ycslyau, Kak ueHmp o6pabomKu 360HKOE UJIU UeHmp npuema
6bI306808, OKa3bieasi K/lueHmaM op2aHu3ayuu mexHU4YeCcKyro noddep)KKy;

- Oop2aHU3ayUsi maKxe Moxem npedocmaensams yciyau e obaacmu ynpaesieHus NPOeKMoM U ycnyau no
KOHCYyNbMuUpoOeaHUIo Ha Npomsi)KeHUU ece20 CpPoKa peanu3ajyuu npoekma.

Taloke cyLecTBYIOT Apyrue obnactu, B KOTOpPbIX MOXET OCYLLECTBNATLCA AEeATeNbHOCTb OpraHu3auuu, Hanpumep
cnegyowyue:

- IOpUAVMECKOE KOHCYIIETUPOBAHUE;

- obpasoBaHue;

- 31 paBOOXpaHEHUE;

- ynpaBrieHMe Ha CaMbIX BbICOKMX YPOBHSIX OpraHusauuuy;

- CBAI3b C 0OLLECTBEHHOCTLIO;

- MpoeKTupoBaHue u paspaboTka.

Heo6xogMMo 3HaTh, YTO cUCTEMa MEHEAXKMEHTa KayecTBa He NpeAycMaTpuBaeT B Kakoit-nubo mepe caepxmBaHne
Wy NogaBrieHne akageMUYeCKUX, UHTENNEKTyarnbHbIX MU TBOPYECKMX NPOLIECCOB, UMEIOLLMX MECTO B NMo6OI M3 Bbille-
YKa3aHHbIX opraHu3aLuii.

Bce atu opraHvsauumn MoryT nepegaBaTtb BHELLUHUM CTOPOHAaM MPOoLECCH UNuU ycnyru, Heobxogmmble Ansi ocyLlecT-
BMeHNUsA CBOMX BUAOB feAaTenbHocTU (cM. MCO 9001:2015, nyHkT 8.4). Heobxoaumo, 4Tobbl 3T0 661110 ngeHTMdMLMpoBaHo
M OTMEYEHO PSAOM C COOTBETCTBYIOLWMMU obnacTsaMu npouecca npu ¢opmyrnupoBaHUM OCHOBHOIN AEeSITENLHOCTH, MO-
ckoneky MCO 9001 TpebyeT ynpasnaTh NOCTaBLUUKaMMU U NepeaBaeMbIMU UM NpoLeccamu.

War 2

NaeHTUnKaLms KoHeBbIX MPOoLEeccoB U B3aUMOAEUCTBUI, HEOOXOAUMBIX AN JOCTUKEHUA Lenei B obnactu ka-
YecTBa.
MpuMepamMu KIoYeBbIX NPOLIECCOB ABMAOTCA CNeayoLme:
onpeAeneHne pacLeHoK Unu obcyxaeHne KOHTpakTa;
3aKynoyHas AenTensHOCTh;
KaneHfapHoe nnaHuposaHue;
TexXHUYecKas nogaepxka;
Npou3BoACTBO/MpefoCTaBIEHNE YCnyr,
MHCMEKLMOHHbIA KOHTPOMb U UCNBITAHUS,
yrnaKoBkKa;
yrnpaBrneHue MaTepuanbHO-TEXHUMECKUM CHabXeHueM;
npejocTaBrieHne Takol yCrnyru, Kak obydyeHue unu ycrtaHoBka NpoekTupyemoro obbekra.
[aHHble BUAbl eATenbHOCTU OpraHu3aLMs OCyLLEeCTBIAET ANS YAOBNETBOpeHMs TpeboBaHuil notpebutenei.
BsaumopeiicTene Mexay pasnuvHsIMA BUAAMU AeATeNbHOCTM obecrnedynBaeT BO3MOXHOCTL BLINONHEHUA NOCTaB-
NeHHbIX Uerneit. Hanpumep, 3aKkynoyHas AesTenbHOCTb HeobxoaguMa Ansa obecnevyeHus opraHusayuu UCXOAHBIMU MaTe-
pvanamu ANSA M3rotToBneHUs NpoAyKLMU U npeaocTaenelus yenyr. MNpoueccsl, cBA3aHHbIe ¢ UcnbiTaHUAMK, obecneqnsa-
IOT NPOBEPKY COOTBETCTBMSI FOTOBOM NPOAYKLMKU MK ycnyr TpeboBaHusM notpebuteneii. Bce npouyecchl B3aumMocBasaHbl
mMexay coboi aHanormyHelM o6pasom.

Lar 3

BHeapeHue 1 ynpasneHne cMCTEMOIN MeHePKMEHTa KayecTBa M ee npoLeccamm (C UCNONb3oBaHMEM METOAUK Me-
HeAXMeHTa MpoLeccos).
Mocne Toro kak npoueccbl U UX B3auMopencTsua byayT uaeHTuduMUMpoBaHbl, cnegyet obecnedunTs nocneaosa-
TenbHOEe BHEAPEHUE CUCTEMbI MEHEPKMEHTa KayecTBa U ynpaBneHue 1eiCTBUSIMUA KaK B3aUMOCBA3aHHLIMU NpoLIECCaMM.
Takumun feicTBMSAMU SBNAIOTCA CriegyoLyue:
- onpefeneHune TpeboBaHuin NoTpebutenei,
- onpepeneHue HeobxoaMMbIX JeACTBUIA;
- NnaHupoBaHue nocrnefoBaTenbHOCTU AeNCTBUA/NPOLECCOB,
- onpegereHune Lerneii Ans NpoAyKUuK, YCRyr U NpoLeccos,
- oueHKa TpeboBaHWii K KOMNETEHL UK,
- obecneyeHue afeKBaTHEIMU pecypcamu, BKIOYaoWumm B cebs:
a) nepcoHan,
b) UHCTPYMEHTLI U CTaHKM,
c) obopynoBaHue,
d) nporpammHble cpeficTBa,
€) uamepuTenbsHble Npubopsl,
f) matepuans,
g) cneLjoexay;
- onpeferneHne METo,0B MOHUTOPUHIA U U3MEPEHWIA,
- cospaHue U uaeHTudukayms HeobxoguMoi OKYMEHTUPOBaHHON MHdOPMaUmKU U Mep No oBecneyeHuto ee co-
XPaHHOCTW.
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Lar 4

CosfiaHne cucTeMbl MEHeKMEHTa Ka4yecTBa Ha ocHoBe TpebosaHuit CO 9001.

[ns cosfaHusa cucTeMbl MeEHeXMeHTa Ka4yecTBa HeobxoauMo:

- paccmoTpeTb TpebosaHus MCO 9001,

- COMOCTaBUTb 3TV TpeboBaHWA C BHEAPEHHO! CUCTEMON MEHEAXXMeHTa Ka4ecTBa, rae 3TO NPUMEHNMO;

- NPOBECTU aHanus: onpeAenuTb, B Kaknx obnactsax geicTBytoLel cuctembl TpeboBaHWS BLIMOMHATCS, a B Ka-
KUX — He BbIMONTHAKTCS,

- BK/HOYUTb B NPOLECChl CUCTEMbI MEHEXKMEHTa kadecTBa HeobxofMble AeNCTBUSA, [OKYMEHTUPOBaHHY UHOP-
MaLMio U CpefcTBa yrnpaBneHus.

LWar 5

BHeApeHWe cUCTEMBI MEHEXXMEHTa Ka4decTBa, oby4YeHue NepcoHana u npoBepka ahdPeKTUBHOCTU YHKLIMOHUPO-
BaHWS NPOL|ECCOoB.

Mpy BHELPEHUN CUCTEMbl MEHeXXMEHTa Ka4ecTBa criegyeT y6eguTbCs B TOM, YTO GblfM NpaBUNbHO UAEHTUDU-
LMpoBaHkl Te BuAbl oBydeHus, koTopele NoTpebyoTea AN pasHbIX paGoTHUKOB opraHusauun. Hanpumep, MOXeT GbiTb
HeobxoguMo obecnedunTb, YTOOLI N06oI paboTHUK, KOTOpLIA GyAeT NPOoBOAWUTL aHanua U o6paboTKy MHCTPYKUMKU Y
cneundmKaLmu, NoHUMan HeobxoanMocTe 0BecnevyeHuns CornacoBaHHOCTU JOKYMeHTUpoBaHHOW UHdopMmaLuun. MoxeT
notpeboBaTbes, YTOOLI HECKOMNBKO paBoTHUKOB NpoLLnK o6yYeHne N NOAroTOBKY B Ka4yecTBe BHYTPEHHUX ayauTopoB. Pa-
GOTHUKM, OTBeYaroLLMe 3a cOop AaHHbBIX O MOKasaTensX yHKUUOHUPOBaHUS, AOMKHLI MOHUMATh YCTaHOBMEHHbIE METOAbI,
YTOGHI BhICLLEE PYKOBOACTBO Nosyvarno HagexHble AaHHble ANS aHanu3a u NPUHATUSA pelueHuid. MoxeT BbiTb HeoBxoau-
MO, 4TOObI paBoTHUKM pasnMyHbIX NogpasgeneHuit npownn obyveHne B obnactu pabotel ¢ npobnemamu n cnocobamu ux
pelleHnsi, YToBbl B AanbHeALLIEM OHW MO NPUHUMATL y4acThe B NPOBEAEHUN KOPPEKTUPYIOLLWUX AEACTBUIA.

Llar 6

YrpaBreHue cUCTEMO MeHeAXMEeHTa KadyecTBa.

[eicTBUAMM NO yNpaBneHWo CUCTEMON MeHeAXXMEHTa KauecTBa ABNAIOTCA cnegyloLlue:

- OPMEHTaLMA Ha yAoBMEeTBOPEHHOCTL NoTpebuTenei;

- MPOBEJEHNE MOHUTOPUHIA U U3MEPEHUI NOKasaTenel AeATENbLHOCTU CUCTEMBI MEHEAXKMEHTa KavecTsa;
- MpOBefeHWe BHYTPeHHUX ayAuTOB COMMacHo NnaHawm;

- CTPEeMMneHue K MOCTOSTHHOMY YNyuLUEeHUIO;

- BHeJpeHve Mofereli N0 AOCTUKEHWIO COBEPLUEHCTBA B PasnNYHLIX BUAAX AEATENBLHOCTM KOMMaHUM.

LWar 7

CepTudpukaums/perncTpaums unm cobcTBeHHoe 3asiBrieHUe 0 COOTBETCTBUMN.
Mpn HeoBxoauMOCTU crieyeT obecneunTb cepTUdUKaLIMIo CUCTEMBI MEHEXKMEHTA KavyecTBa TPETbEN CTOPOHOM
UnK BBINYCTUTL COGCTBEHHOE 3asiBIIEHUE O COOTBETCTBUM.

3aknroueHue

XopoLlo npogyMaHHble U3MeHeHUs1 ByayT 3hEeKTUBHBIMU M NPUBEAYT K YIy4LIEHUsIM, KoTopble ByayT UMeTb Aor-
rocpoYHble NpenMyliiecTsa.

BbilleykasaHHble Luarn obneryatoT pa3paboTky U BHepeHUe cucTeMbl MEHEAXMEHTa KauyecTBa, KoTopasi obecne-
YUT pasBUTME OpraHu3aLum.
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MpunoxeHue B
(cnpaBouHoe)

KpaTtkoe onucaHue ceptudmkaumu/perucTpauum

Hauano pa6otbl

BHezpvB CUCTEMY MEHEAXMEHTa KadecTBa, opraHusauus He obsizaHa ee cepTUdULMPOBaThL, HO GONMBLUMHCTBO Ma-
NbIX OpraHu3auuii fenaroT aTo, MOCKOMbKY Takas cepTUdUKaLus SBMAETCS XOPOLUMM CrnocoGoM MPOAEeMOHCTPUPOBaTh
CYLLECTBYIOLLMM W NOTEHUMAmNEHEIM NOTPEBUTENSIM, YTO OHWM MOTYT MonyYaTb OT OpraHW3aLyy COOTBETCTBYHOLLYHO NpPo-
AYKUMIO U yCITyru,

[o Hayana npouecca cepTudUKaLmu/percTpaLlm HeoBxoauMo YOeANTLCS, YTO BCE ANEMEHTLI CUCTEMbI MeHES -
XMEHTa KayeCTBa BHeJPEeHbl U (PYHKLMOHUPYIOT B Te4eHWe HeCKOMBKUX MecsiLeB. B STOM criydae MOXHO pacCcMOTPETb
CUCTEMY MEHEAXMEHTa KadecTBa B [eiiCTBUN U UMETL BOSMOXHOCTL €€ YnydlnTb. Ha 3Tol cTaguu BBegeHue niobbix
YIyYLIEHWIA YNPOLL@eT NPOLIECC CepTUduKaLun/perncTpaLmm, a Takke obecneqmBaeT 3KOHOMUK BPEMEHU U leHer.

OpraHbl Mo cepTUUKALMK pacCMaTpUBaLOT TOMLKO TO, YTO YXKE MPOU3OLLIO UMW MPOUCXOAUT B AaHHLIA MOMEHT.
[ormxHo 6biTb 0GecneveHo JOCTaTOUHOE KOMUYECTBO 3annceit 451 eMOHCTPaLMK TOoro, YTO CUCTeMa MeHeKMeHTa Kade-
cTBa BHeapeHa n achcpekTneHo pabotaeT. OpraHusauus 4oskHa GyAeT NPeoCcTaBnUTL CBOK 4OKYMEHTUPOBAHHYIO UHCOP-
MaLyto (BKItoYasa 3anucu), NPefocTaBUTL opraHy no cepTuduKaLiMm BO3MOXHOCTb HabnogaTb 3a CBOMMM MpoLeccamu,
MHTEPBLIOMPOBATL NepcoHarn, NPOBOAUTL Apyrie MpoBepKW, YToObl YBeanTLCA BO BHEAPEHUU CUCTEeMbl MEHedXMeHTa
KauecTsa.

KTo npoBoguT cepTudpmkaumio

CyllecTByeT ABa TUNa OLEHKN: NEePBLIA OCYLLEeCTBRAET NOTpebuTeNnb opraHn3aLym, BTOPO — HesaBUCUMasa CTopo-
Ha (opraH no cepTudukalum).

Ecnvn oleHKy cucTeMbl MeEHeAXMeHTa Ka4ecTsa NPoBOAUT NOTpebuTenb, 3TO MOXET 6bITb HacTbio YCTAHOBNEHHOMO
UM npoLecca ANa onpefeneHns U KsanuuLUMpoBaHUa MocTaBLLMKOB (Hanpumep, opraHusauun, NocTaBnalowen npo-
Aykuuio). Takue oLeHku o6bIYHO He 3akaH4uBatoTes cepTudukauueit/peructpaumeit no MCO 9001, HO MOryT NpUBOANTL
K HEKOTOPBLIM APYrUM hopMam MPU3HaHUSA LeATENLHOCTU OpraHn3aLumn, TakuM Kak cepTudukat unnu cBMAETENLCTBO, Bbl-
faHHoe noTpebutenem.

KpaTkoe onucaHue, npusefeHHoe Aanee, OTHOCUTCA K ayauTam, NPOBOAUMBLIM OpraHamu rno ceptudukalun/pe-
rMeTpaLum, npeacTaBnstoLMMA HE3aBUCUMYLO TPETBIO CTOPOHY (MHOMAa HasbiBaeMylo peructparopamu), Ans ceptudu-
Kaluu/peructpauum cucteMbl MeHeAKMeHTa KadecTBa Ha cooTBeTcTBue TpebosaHusam MCO 9001. lMpeumyuiecTtBoM
HesaBUCKUMOI cepTudmKaLuu/perncTpaLum SBNAETCA To, YTO OHA MOXET NONYYUTL LUMPOKoe 0bLLeMUpoBOe NpU3HaHue
oprasusayuaMm (noTpedbuTensamMmn 1 Ap.) Ha pblHKE UK B OTPacnyn 1 60NbLUMHCTBOM OpPraHoB NO aKKpeAuTaLmu.

Kpatkoe onucanue

Mpouecc 06LIMHO OCYLLECTBNAT B CriefyioLlei nocneaoBaTenbHOCTH.

OpraHusauyus noaaet opopMneHHyto 3asiBKy B opraH No ceptudukayun/peructpauun. 3aseneHue, kak npasurio,
BKNiovaeT B cebs onucaHne AeATENbLHOCTU opraHu3aumK, BeiNyckaeMol NpoAyKuuKu U ntobyto Apyryto HeobxoauMyto UH-
cdopmauuto. OpraH no cepTudukaLumn MoxeT TpebosaTb 3anonHeHUs hopMeI, CoAepXalleil NepedeHb BONPOCOB.

Mepen npoBegeHneM ayauTa opraHoM no ceptTudukaLmn opraHusalmsa Moxete obpaTuTbCs 3a yenyramu K TpeTbei
CTOpOHE U NMpUBIEeYb ee ANA BbINOMHEHWA NpefBapUTENbHON OLEHKMW, KOTopasi NOMOXET NPOBEPUTE FOTOBHOCTL OpraHnu3a-
LK K NPOXOXAEHUIO CEPTUPUKALMOHHOro ayauTa.

CepTudmKaLMOHHbBIA ayanuT COCTOUT U3 ABYX cTaaui. MepByto CTagmnio NPOBOASIT C LieNbIo:

- YAOCTOBEPEHUA B TOM, YTO AOKYMeHTaluAa CUCTeMbl MeHe)KMeHTa KayeCcTBa opraHusaLlun BHegpeHa U BKNovaeT
B ceba TpebyeMble npoueaypbl,

- OL|EHKM YCOBUI MeCTa pacnofioXeHMUs1 opraHu3auuu;

- onpefeneHnsa NOArOTOBNEHHOCTU NepCcoHana Ko BTOPOI CTaAun ayauTa;

- MpoBepKuU UHOpMaLMK, KacarLleircs obnacTn NPUMEHEHUA CUCTEMBI MEHEKMEHTa KauecTBa;

- MPOBEPKU HaNU4UA Kakux-Nnubo 3akoHopaTeNbHbIX U APYrUX 0bsi3aTeNbHBIX acnekToB, KOTOpbIE BUAIOT Ha opra-
HU3aLuIo;

- obecneyeHns NNaHUpoBaHWS BTOPOIA CTagun ayauTa;

- OLIEHKM NPOBEAEHUA BHYTPEHHWUX ayAUTOB N aHaNU30B CO CTOPOHLI PYKOBOACTBA.

Ecnu Ha nepBoit cTagun ayauTa BbIIBNEHb! Kakne-nnbo HefocTaTku, opraH Mo cepTudUKaLMn JOMKEH YKasaTb Ha
HUX. OBbIYHO MOMpPaBKN K AOKYMEHTALUUU CUCTEMbl MEHeAXMeHTa KadyecTBa MO3BONSAIOT CnpaBUTbCA ¢ BONBWNHCTBOM
npobrem, HO TaKke MOXeT NoHagobuTbesA paspaboTaTb 4ONONHUTENBHBIE JOKYMeHThI. JanbHenwnin aHanusa nobbix us-
MeHeHui ByieT NpoBOANTLCA Ha CneayloLei cTagun ayauTa.

Ha BTOpoii cTaguun rpynna ayauTopoB UCMONb3YyeT PYKOBOACTBO MO KavecTsy, fitobble npoueaypbl unu gpyrne ao-
KYMEHTbl B Ka4ecTBe pyKOBOACTBA NO OMNpeAeneHunto Toro, kakum obpasom paboraet opraHusauusa. Pabodumu cnosamu
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ayauTopa 6yayTt «[Mokaxute MHe!». AyauTopbl NPOCMaTpUBaloT 3anucK, AOKYMEHTbl U Apyrue CBUAETENLCTBA C Lenbio
onpeaeneHns BLINOMHeHUs Lieneit B obnactu kadectsa n Tpebosanuit UCO 9001.

Mpwn o6HapyxeHN HeCOOTBETCTBUI AENCTBUSA ayuTopa 3aBUCAT OT CEPbE3HOCTHN BLIABNEHHBIX Npobnem. Mpu kpu-
TUYECKUX HECOOTBETCTBUAX OOBIYHO NPUMEHAIOT OCTaHOBKY Mpouecca cepTudukaummn 4o NpoBefeHNa KOPPEKTUPYIOLLNX
AeWCTBUM NO YCTPAHEHMWIO HECOOTBETCTBUMN.

B cnyvyae He3HauYMTENbHBIX HECOOTBETCTBUIA PEMUCTPALMOHHLIN CepTUUKAT MOXET GbiTb BblAaH C YCITOBUEM, YTO
BbIsIBIEHHbIe HECOOTBETCTBUA ByAyT ycTpaHeHbl 0 NpoBeAeHNs Haa3opHoro ayauTa. OpraH no cepTudukaumm notpedy-
€T, 4Tobbl 6bin NPoBeAEH aHaNU3 NPUYNHLI U NPEACTaBEHO ONUCaHUe KOPPEKTUPYIOLWNX AENCTBWIA, NpeanpUHUMaEMbIX
AN ycTpaHeHUs BbISIBNEHHbIX HECOOTBETCTBUA. CPOKN BLINOMHEHUA KOPPEKTUPYIOWUX ASHCTBUIA MOTYT pasnuyatbcs B
3aBUCUMOCTYN OT KOHKPETHOro opraHa no cepTuuKaLmu.

Mocne nonyvexus cepTudukata B Te4eHMe cpoka ero JeincTBuA opraH no ceptudukaunn yaeT nepuoguyecku npo-
BOJIMTb Hafi30pHbIE ayAuThbl AN ONpefeneHns Toro, YTo CUCTEMa MeHeAXMEHTa KadecTBa COOTBETCTBYET TpeboBaHMAM
MCO 9001. 3Tn ayauThl He ABMAIOTCA TaKUMU XXe BCECTOPOHHUMMU, KaK cepTuduKaLuoHHble. B npouecce Kaxaoro Haj-
30pHOro ayauTa Heoba3aTenbHO NPOBOAST OLIEHKY BCeil CUCTEMBI MeHe)XXMeHTa Ka4YecTBa.

Tpe6oBaHnA K NOPAAKY AENCTBUIA NPU BHIBNEHUU CEPLE3HbIX U HE3HAYUTENBHBIX HECOOTBETCTBUI B NpoLiecce Haf-
30PHbIX ayAUTOB aHaNOrMYHbI NPUHATOMY MpU NepBoHaYanbHOM cepTUUKALIMOHHOM ayauTe.
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lMpunoxeHune C
(cnpaBouHoe)

MpUHUMNBLI MEHEKMEHTA KayecTBa

CeMb NPUHLMNOB MeHeMKMeHTa KavyecTBa, KoTopble cofilepXaT OCHOBHbIE KOHLIENTyanbHbIe NONOXEHWUs, UCMorb-
30BaHHble B MCO 9001 n apyrux cTaHaapTax B 06nacTu MeHef)XMeHTa KadecTBa U Ha CUCTEMbI MeHeAXMEHTa KayecTBa,
paspaboTtaHHbix MCO/TK 176, npuBefieHbl B JAaHHOM JOKYMeHTe Kak ccbirnka (cM. MCO 9000:2015, nyHkT 2.3).

anHLIMan MEeHeXKMEeHTa KayecTBa

[ns ycnelHoro pykoBogcTBa U (pyHKLIMOHMPOBaHUSA opraHM3aLun HeobxoguMo Aenarb STO CUCTEMaTMYECKUM U SiC-
HbIM 06pa3oM. Ycnex MoXeT ObiTb pe3ynsTaToM BHe\peHUs U NoAAepXKaHNs CUCTEMbI MEHEAXMEHTa, Co3laHHOR ANs no-
CTOSIHHOTO YFyYLLEHUS1 pe3yrTaToB AeATeNIbHOCTU B OTHOLLUEHUM NOTpebHOCTel N oXKnAaHnii COOTBETCTBYIOLLUX 3aUHTe-
pecoBaHHbIX CTOPOH. MeHeAXMEeHT opraHu3aLn BKIOYaeT MEHEAXMEHT KayecTBa Hapsily C MEHeAXXMEHTOM Mo ApYruM
acrnekTam geatensHocTU. CeMb NPUHLUNOB MeHe)KMEHTa KayecTBa MOryT ObITb UCMONb30BaHbl BLICLLUM PYKOBO/ CTBOM
Ans Toro, 4To6bl BECTU OpraHW3aLyIo K JTy4LUMM pesynbsraram.

a) OpuveHTauus Ha noTpebutenei

MeHefXMeHT Ka4ecTBa HaLeneH Ha BbiNonHeHne TpeboBaHwWii NnoTpebuTeneii n Ha cTpemrneHne NpPeB30TN UX OXKK-
faHus.

b) NugepcTtBo

JInfepel Ha BCex ypOBHSX opraHusaLumn obecnevnBatotr €4UHCTBO LIEN U HanpasneHns AeATenbHOCTH opraHu3aLuum
¥ CO3AaloT YCIOBUS, B KOTOPbIX pabOTHUKW B3aMMOAeWCTBYIOT ANs AOCTUXKEHUA Lieneii opraHu3auun B obnactu kadectsa.

c) BsaumogeicTtBue paboTHUKOB

[ns opraHusauyumn KpaiiHe BaXKHO, YTOObI Bce pabOTHUKW BbiNMM KOMNETEHTHEIMU, HAaAENeHBl NONHOMOYUSMA U BO-
BriedeHbl B CO3faHue LeHHocTW. KoMneTeHTHble, HafeneHHble NMOMHOMOYMAMU U B3auMoaencTeytowme paboTHUKN Ha
BCEX YPOBHAX opraHu3aLi noBeILLakoT ee cnocobHOCTL co3fjaBaTk LIEHHOCTb.

d) MpoueccHelil noaxon

MocnepoBaTenkHbIe N NPOrHO3UpyeMmble pesynsTaTthl JocTuratoTes 6onee achPeKTUBHO U pe3ynsTaTUBHO, Koraa Ae-
ATENbHOCTL OCO3HAETCH U YNPAaBMAETCA KaK B3aMOCBA3aHHbIE NPoLIecChl, KOTopble PYHKLMOHWUPYIOT Kak cornacoBaHHas
cucrema.

e) YnydweHue

YcneluHsble opraHnsaun NOCTOSHHO HaLeneHs! Ha ynyYlleHue.

f) MpuHATUE pelleHniA, OCHOBaHHOE Ha CBUAETENbCTBAX

PelleHns, ocHOBaHHbIE Ha aHanuae 1 oLeHKe AaHHbIX U UHopmaLmK, ¢ Bonbluei BepOATHOCTLIO CO3AaAYT Xerna-
eMble pesynesraThbl.

g) MeHed»XMeHT B3aUMOOTHOLLEHWI

[na AOCTWKEHUA YCTORYMBOro ycnexa opraHuaalmmn ynpasnsaT CBOMMW B3aWMOOTHOLUEHUSIMUA C 3aUHTEepecOBaH-
HbIMW CTOPOHaMU, TaKUMU KaK NOCTaBLLMKM.

73



FOCT P 54985—2018

Bubnuorpadgua

[1] SO 9004, Managing for the sustained success of an organization — A quality management approach

[2] 1SO 10001, Quality management — Customer satisfaction — Guidelines for codes of conduct for organizations
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