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BeeneHune

HacToswwii ctaHgapT paspaboTaH B paMkax Hay4Ho-uccnepoBartenbckoii paboTbl «CoBeplleHCcTBOBA-
HVWe rocyJapCTBEHHOro ynpaB/ieHUs NocpeAcTBOM pa3paboTKu M BHeAPEHUS CUCTeMbl MeHe[XMeHTa Kaye-
CTBa B OpraHax B/flaCTuU», BbIMONHAEMON No 3akady ®efepasbHON aHTUMOHOMOBLHON CAYXObl, HA OCHOBE
FOCT ISO 9001- 2011 «Cuctembl MeHefXMeHTa KayecTBa. Tpeb6oBaHMA», NAEHTUYHOTO MeXAyHapoaHOMY
cTaHgapty NCO 9001:2008 [1].

HacToswuii ctaHAapT COAEepXUT OCHOBHbIE TpeboBaHUS, MPUHLWMbI U TEPMUHOJIOTNIO, MPUMEHSIEeMbIEe K
cucTeMaM MeHeKMeHTa KayecTBa OpraHoB BMacTu.

Tpeb6oBaHNA HacTosLWEro cTaHAapTa Hanpas/ieHbl Ha NOBbIWEHWEe YA0BNETBOPEHHOCTN NoTpebutenei,
CTeMeHn Ux [OBEPNA K OpraHam BfiacTu NocpefcTBOM 3(PEKTUBHOIO NPUMEHEHNSA CUCTEMbI MEHe[XMeHTa
KayecTBa, BK/0YAA MPOLECCbl €e NOCTOSIHHOrO ynyylleHns, u obecneyeHnss COOTBETCTBUSA TpeboBaHMAM MNo-
Tpebuteneit 1 COOTBETCTBYOLWNM 0683aTeNlbHbIM TPE6OBAHUAM.
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HALULMWOHA/NBbHBN CTAHOAPT POCCUMUCKOMN PELEPAL NN

CVUCTEMblI MEHEAXMEHTA KAYECTBA OPFAHOB BJ/IACTU

TpeboBaHus

Quality management systems for authorities. Requirements

[Narta BBefeHus — 2016— 05— 01

1 O6nacTb NPUMeHeHus

1.1 O6wue nonoxeHus

HacTosiwmii ctaHgapT ycTaHaBnMBaeT Tpe6oBaHNA K CUCTEME MeHe[XXMeHTa KayecTBa opraHa Bfactu
B TeX C/lyyasix, Korja opraH:

- HyXaeTcsl B AEMOHCTpaLun cBOE Cnoco6HOCTY NpefocTaBAsTh NPOAYKLUMIO U/MNN yCnyru, oTBeYat-
e Tpe6oBaHUAM NoTpe6uTeneii U COOTBETCTBYIOLMM 06513aTeNIbHbIM TPe60BaHUAM:

- CTaBUT CBOEIl Lenblo NOBbILEHNE YA0B/ETBOPEHHOCTM NoTpe6buTeneii nocpeacTBOM 3 PeKTUBHOIO
NPUMEHEHUS CUCTEMbI MEHE)XXMEHTA KauyecTBa, BK/loUasi NpoLEeCcChl ee MOCTOSIHHOTO yayyleHus, n obecne-
yeHue COOTBETCTBUS Tpe6oBaHUAM NOTpe6uTeneil n COOTBETCTBYIOLW UM 0693aTeNbHbIM TPeGOBaHUSAM.

MpumevaHnsa

1 OnpepfeneHns TEPMUHOB «MPOAYKLWS» U «yCnyra» NpusefeHbl B pasaene 3 HaCTOsALLEero cTaHgapTa.

2 B HacToALlEM CTaHJapTe TEPMUHbBI «MPOAYKLMA» U «yC/lyra» OTHOCATCS TOMbKO K NPOAYKLMM U yClyram, KoTopble
6b11 NpefHa3HayYeHbl 415 NOTpebuTens unn 3aTpeboBaHbl UM.

3 CoortBeTcTBYlOLME 06sA3aTENIbHbIE TPEHOBAHUA MOrYT BK/IOYaTb 3aKOHOJATe/lbHble U HOPMaTKBHbIe Tpe6oBa-
HWA. TpeboBaHNsA 3aMHTepecoBaHHbIX CTOPOH U Apyrue TpeboBaHus, NpUHATLIE OpraHoM B/IACcTH.

1.2 NMpumMeHeHne B opraHax BnacTu

TpeboBaHMA HaCTOSILEro cTaHAapTa pacnpocTpaHATCA Ha AeATEeNbHOCTb OpraHoOB BlacTW BCEX BU-
[OB. YPOBHEl 1 pa3mMepoB HE3aBMCMMO OT NepeyHs npefocTaBisieMblX UMW NPOAYKLUN U/MAN yCnyr.

HacToawwmii ctaHfapT npegHasHayeH Ana NpUMeHeHUs BHYTPEHHUMU W BHELWWHUMU CTOPOHaMWU, BKJIO-
yas opraHbl No cepTudmKaymm, B Lensx oueHKM Cnoco6HOCTM opraHa B/acTu BbINOJIHATbL Tpe60oBaHusa notpe-
6uTenein n 3anHTepecoBaHHbIX CTOPOH, TpeboBaHUA AelCTBYIOLEro 3aKkoHo4aTenbLCcTBa, TpeboBaHMa HopMa-
TUBHbIX AOKYMEHTOB U Apyrue o6a3atesnbHble Tpe60BaHNUS, NPUHSATbIE OPraHOM BNacTy.

2 HopmaTuBHble CCbIIKK

B HacToslem cTaHfapTe MCMO/b30BaHbl HOPMAaTUBHbIE CCbIJIKU Ha cnefylolne cTaHgapThbl:

FOCT ISO 9001- 2011 CwucTembl MeHefXMeHTa kayecTBa. TpeboBaHus

FOCT P 54732— 2011/ISO/TS 10004:2010 YpoBneTBOpPEHHOCTb NOoTpebuTeneii. PykoBogsuime ykasa-
HUA NO MOHUTOPUHIY U U3MEPEHUIO

FOCT P MCO 10001- 2009 MeHemXMeHT KayecTBa. YA0B/IeTBOPEHHOCTb noTtpebutenein. PekomeH-
Jauun no npasBunam noseAeHUsA Ans opraHusauymni

FOCT P NCO 10002— 2007 MeHep)XMeHT opraHuMsauuun. Y40BNeTBOPEHHOCTL noTpebuTteneii. Pyko-
BO/,CTBO MO YNPaB/AeHNI0 NPeTeH3nAMY B opraHm3annsax

FTOCT P NCO 10003- 2009 MeHemXMeEHT KayecTBa. YA0BNETBOPEHHOCTb noTpebuteneii. PekoMeH-
Jauunn no yperyinpoBaHuio CNOPHbIX BONPOCOB BHe opraHusayumn

FOCT P NCO/TO 10017— 2005 CtaTtuctuyeckme meTtofbl. PyKOBOACTBO MO MPYMEHEHUI0 B COOTBET-
cteum ¢ FOCT P MCO 9001

FOCT P MCO 19011- 2012 PykoBOAALWMe yKa3aHUa No ayguTy CUCTEM MeHeaXMeHTa

M3paHne ouymansHoe
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MpumevyaHne — [py NOb30BAHWM HACTOALLMM CTAHAAPTOM LiesIecoo6pasHo NPoBepUTh AeliCTBUE CCbINIOYHbIX
CTaHAapToB B MHOPMALIMOHHO cucTeme 06LLETO NO/b30BaHUsA — Ha OhuLMaNbHOM caliTe defepanbHOro areHTCTea no
TEXHUYECKOMY perysimpoBaHuio 1 METPOSIOTMN B CETW VIHTEPHET U/ MO eXerofHoMy NHopMaLMoHHOMY yKasaTesnto «Ha-
LIMOHa/IbHbIE CTAHAAPTbI», KOTOPbIV OMY6/IMKOBaH MO COCTOSHWIO Ha 1 iHBaps TEKYLLEro rofa, ¥ Nno BbiMyckam eXXeMecsiy-
HOro MHPOPMALIMOHHOTO YKa3aTesisi «HauuoHasbHble CTaHAapTb» 3a TeKYLLWIA rog. EC/n 3aMeHeH CCbINOYHbIN CTaHaapT,
Ha KOTOpbIii faHa HEeAATUPOBaHHAS CCbIIKA, TO PEKOMEHZYETCS UCMO/b30BaTh AeliCTBYHOLLYI0 BEPCUIO 3TOrO CTaHaapTa
C Y4YETOM BCEX BHECEHHbIX B JaHHYI0 BEPCUI0 M3MEHEHWI. ECM 3aMeHeH CCbIIOYHbIN CTaHAApPT, Ha KOTOpbI AaHa aaTu-
poBaHHas CCbI/IKa, TO PEKOMEHAYETCS MCMO/b30BaTb BEPCUIO 3TOTO CTaHAApTa C YKa3aHHbIM BbILLIE FOAOM YTBEPXKAEHMS
(NpuHsTURA). ECnn nocne yTBEPXAEHNS HACTOSLLEro cTaHAapTa B CCbINIOYHbIV CTaHAapT, Ha KOTOpbIi fAaHa AaTupoBaHHas
CCbI/IKa, BHECEHO U3MEHEHNE, 3aTparvBaroLLee MNooXeHVE, Ha KOTOPOE JaHa CCbliKa, TO 3TO MOJIOKEHNE peKOMEHAYETCs!
NPUMeHsATb 6e3 yyeTa JaHHOr0 M3MEHeHUs. ECn CCbINOYHbIN CTaHAaPT OTMEHEH 6e3 3aMeHbl, TO MOIOXeHVE, B KOTOPOM
[laHa ccblfika Ha Hero, PEKOMEHZYETCs MPUMEHSITh B YacTy, He 3aTparvBaroLLeil 3Ty CCbUIKy.

3 TepmuHbI 1 onpeaenexns

B HacToawem ctaHgapte npumMeHumbl TepMuHbl mo FTOCT ISO 9001. a Takxe crnefyowmne TeEPMUHbI C
COOTBETCTBYHLWUMN ONpefeeHUusMu:

3.1 3auMHTepecoBaHHaa cTopoHa: JIuuo nau rpynna nuy. KoTopble MOTyT BAUATL HA NPUHATUE pelle-
HWIA UK Ha OCYLLeCTBASEMYIO [eATeNbHOCTb OpraHa BNacTh WAWM Ha KOTOPbIX 3TW peleHus Win geatesnb-
HOCTb B/IUSIOT WM, KaK OHW nosarawT, MOryT NoBAUATb.

Mpumep — MoTpe6utenu (B TOM uucne rpaxgaHe), paboTHUKU opraHa BacTu, NOCTABLLMKN, gpyrue
opraHbl BNacTu, accouunalmu, col3bl, NapTHepbl UM 061, ecTBO.

3.2 notpe6uTens: JIMUO UAKM Tpynna AuL. KoTopble MOFAU 6Gbl MOMYYWUTb UMK MOy4YalT MPOAYKLUUIO
n/unn ycnyru, Kotopble npefgHasHauveHbl 418 3TOr0 /MLa UAW rpynnbl UL UK 3aTpe6oBaHbl UMW B OpraHe
BMacTu.

Mpumep — paxpaHe (KaTeropuu rpaxgaH), Npou3BoAMMIONN, LUCTPUGLIOTOPbI, PO3HUYHbIE NPOAABLbI,
Apyrve opraHbl BacTu v agp.

MpuMmevyaHue — MoTpebUTENb MOXET 6bITb BHYTPEHHVUM UMM BHELLHMM MO OTHOLLEHUIO K OpraHy BnacTu. MMo-
Tpe6uTenun, HaxogsLLMecs BHE OpraHn3aLmm, ABNSITCS BHELUHVMU NOTPEGUTENAMM. «BbIX0f» KKAO0r0 BHYTPEHHETO Npo-
Liecca siBMsieTcs «BXOAOM» B Cieayrolmii npouecc. Crneayowmnii NpoLecc sIBNsSieTcs BHYTPEHHUM NOTpebuTenem npeabl-
Zyuiero npouecca.

3.3 nocTaswuK: JIULo WA rpynna nL,. KoTopble NpeaocTasstoT NPoAYKLUMIO U/WAK YyCayri.

Mpumep — TMpou3BOAMTENMN, AUCTPUBLIOTOPLI, PO3HUUHbIE MPOAABLLI UAN NMOCTABLLMKU NPOAYKLMH,
WU YCAYT, WU UHopMauun (Hanpumep, Apyrue opraHsl BAacTtu).

MpumeyvaHune — [MOCTaBLUMK MOXET ObITb BHYTPEHHUM W/ BHELLIHUM MO OTHOLLEHUIO K OpraHy BracTu.
3.4 BbIxopg: PesynbTtar npouecca.

MpumMmeyaHue — CywecTBYET YeTbIpe OCHOBHbIX KATETrOpUM BbIXOAA, @ MMEHHO:

- ycnyru (Hanpumep, KOMMyHasIbHbIE):

- NporpamMMHbIe CpPeacTBa (Hanpuvep, KOMMbIoTEPHAs NPorpaMma, 3MeKTPOHHbIV CoBapb);
- TEXHUYECKMEe cpeacTBa (Hanpumep, MexaHudeckas YyacTb ABuraTens):

- nepepab6aTtbiBaeMble MaTepuasibl (Hanpymep, cmMaskay.

3.5 muccus opraHa snactu. OnucaHume colnanbHO-06L,eCTBEHHOIO Ha3HAYEHNUA opraHa BaacTu.
MpuMeuyaHue — B MucCUM OpraHa BACTU 3aK/OUEH CMbIC/ €70 CYLLECTBOBAHNS.

3.6 KoprnopaTuBHas KynbTypa opraHa Bnactu: COBOKYMHOCTb LEHHOCTEl W Mopenei noBefeHus,
YCTaHOBJ/IEHHbIX N YCBOEHHbIX BCEMYW €r0 paboTHUKaMU.

3.7 UeHHOCTU opraHa BfacTu: Ha6op Haubonee 3HAYUMbIX W HEU3MEHHbIX MPUHLMMNOB, HA KOTOPbIX
6a3npyeTcs NoBefeHUe BCceX pabOTHUKOB opraHa BAacTy.

MpumevaHnsn

1 LIEHHOCTV MWHMMU3MPYIOT BO3MOXHOCTb CYLLECTBOBaHMA B OpraHe B/iacTu NoBeAeHYEeCKUX YyCTaHOBOK, CMOCo6-
HbIX NPOBOLMPOBaTb KOH(PIMKTbI MeXAy paboTHUKaMU.

LleHHOCTU opraHa BnacTu ciefyeT oTanyaTb OT MOAOGHbIX LEHHOCTEN KOHKPETHOW /IMYHOCTU (Hanpumep, penu-
rMo3Hble ybexaeHus, nonntuyeckne B3rnsagbl) 1 obluedenoBeyecknx LieHHoCcTel (Hanpumep, cBoboda cnosa, ceobosa
nepeaswwkeHns, TepnnMMocTb).

2
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2 Mprmepamm LieHHOCTE opraHa BAacTy MoryT 6biTb NPOECCUOHANN3M N KOMMNETEHTHOCTb, YBaXEHMe K noTpe-
6UTeNt0. 3TNYHOE NoBEeEHNE.

3.8 couManbHO-NCUXOMOTMYOCKMI KNMMAT B opraHe BnacTu: Mpeo6nagawlias aMoymoHansHas at-
mMocdepa B KOSINEKTUBE, XapakTepusyemas HaCTPOeHUAMU, NEPEXnBaHUAMN PabOTHUKOB, UX OTHOLIEHUSIMM

APYT KAPYTYy n K pa6oTe.

MpumeuaHue — CounanbHO-NCUXOOMUECKUI KNMMAT OKa3blBaET B/USIHUE HA CAMOYYBCTBMe, paboTocnoco6-
HOCTb 11 YPOBEHb CaMopeanu3aumm paboTHIKOB.

3.9 3awmTta nHdopmayun opraHa snactu: CoxpaHeHue KOH(MAEHUNANbHOCTN U LLEe/TOCTHOCTU WH-
hopmauun opraHa BnacTtu.

3.10 puck opraHa BnacTu: BO3MOXHOCTb HAcTyn/eHWs HekKoero He6naronpusaTHOro cobbiTuA B pe-
3ynbTaTe AeATeNbHOCTM BAACTU, Korga OTCYTCTBYeT TBepAas YBEPEHHOCTb B MOIOXKNTENBHOM UCXOAeE.

3.11 cuctema MeHeAXMeHTa KayecTBa opraHa BnacTtu: COBOKYMHOCTb B3aWMOCBA3aHHbIX W B3au-
MOAeCTBYIOLWNX 3/1eMEeHTOB, KOTOpble MO3BO/IAIOT OpraHy B/acTU ycTaHaB/AMBaTb CBOK MOMUTUKY U Lenu,
CBfi3aHHble C Ka4eCTBOM, W AOCTUraTb 3TN Lenn.

3.12 npoekTupoBaHue n paspaboTka B opraHe BnacTu: Mpouecchl NpeobpasoBaHnsa noTpebHocTel
n oXungaHuin (TpebosaHuii) noTpebuteneli n/mnu obasatenbHbiXx TpeboBaHW B XxapakTepUCTUKN HOBOW MNpo-
AYKUMU U/AAN YCNYTU WK HOBblE U/WAN U3MEHEHHbIe XapaKTePUCTUKN NpefocTaBaAseMblX NPOAYKUUU numm
ycnyr.

3.13 opraHusauma: JIMuo unu rpynna auL, KoTopble UMeT CBOU COGCTBEHHbIE (DYHKLMOHANbHbIE 065-
3aHHOCTW C OTBETCTBEHHOCTbIO, MOTHOMOYUSMU U B3aNMOOTHOLLIEHNAMMN NS JOCTUKEHUS X Leneil.

MpumeuaHue — TOHATAE OpraHM3aLMM BKIOUYAET B CEBS, HO HE OrPaHMUMBAETCS STUM, WHAMBUAYA/bHBIX
npeanpuHUMaTesneii, KoMnaHuy, Koprnopauuy, oMpMbl, NPOMBbILLIEHHbIE NPEANPUSTUS, OpraHbl BAACcTU, TOBApULLECTBA,
accoupalum, 61aroTBOPUTENbHbIE OPTraHN3aLUA UM YHPEXAEHMUS, MW UX YACTb, UK X 06beNHEHNE, BHE 3aBUCHMOCTM
OT TOTO, SIBAIAOTCS OHW HOPUANYECKUMU IULLAMU N HE ABNSAIOTCS, rOCYAAPCTBEHHBIMU UM YACTHBIMN.

3.14 opraH BnacTtu: OpraHusauus, BbINONHALWAA PYHKLUW BNACTW 1 yNPaBIEHUs B KOHKPETHOI cie-
pe 06LEeCTBEHHOW XN3HU U HafeNeHHas AN peanusaunn QyHKUWA U JOCTUXKEHUS YCTAHOBNEHHbIX Lenei
HEo6X0ANMBIMU N [OCTATOYHBLIMU MOTHOMOYMUAMU, NpaBammn, 0693aHHOCTSIMU U CPEACTBAMMU.

3.15 (pyHKuMA opraHa BfacTu: OCHOBHblE HanpaBfieHUs AesATeNbHOCTH, onpeaenseMblie B COOTBET-
CTBUU C BO3/IOXKEHHLIMW HA OpraH BAACTU NOSIHOMOUYUAMMY.

3.16 npoayKkuus: BbIXoA, KOTOPbLI ABASETCS pe3ynbTatoM AesiTeNbHOCTW, He Tpebytolwei ansa cBoero
OCYLLECTBIEHUS NPSIMOTO B3aNMOAENCTBUS MEXAY OPraHoM BacTu U NoTpebuTesnem.

MpumeuyaHue — TexHuyeckue cpefcTBa 06bIMHO MaTepuasibHbl, Y UX KOIMYECTBO SIBNISETCA LIeN0UYUC/IEHHO
BEIMUMHOIA. MepepabaTbiBaemMble MaTepUasbl 06bIYHO TOXE MATEPUa/IbHBI, HO X KO/IMUYECTBO U3MEPSIETCS HEMPEPbIB-
HOI BEeNNYMHOI. TexHNYeckue cpeacTBa U nepepabaTtbiBaeMble MaTepuasibl YacTo Ha3blBAIOT ToBapamu. MporpammMHble
CPeACTBa COCTOAT U3 MHGOPMAaLWK, 06bIYHO OHU HEMAaTEPUa/IbHBI M MOTYT MUMETb (DOPMY NOAXOA0B, NEPEXOL0B UMK 40-
KYMEHTVPOBaHHOM MHGhopMaLmm.

3.17 ycnyra: HemaTepuasnbHblii BbIX0[, KOTOPbIA siBAsieTCA pe3ynbTaToM N0 MeHblleil mepe 0AHOro
felicTBMA, TpebyloLWero Ana CBOEro OCyWecTBAEHUA NPSIMOro B3auMOAEeNCTBMA Mexay MocTaBLMKOM U no-
TpebuTtenem.

MpumeyvaHuns

1 Mopg, «ycnyroii» 06bIYHO Nogpa3ymMeBaeTca HemaTepuasnibHas npoaykums. MpeobnagaHne HemaTepuaabHOro Xa-
pakTepa ycnyrm He MOXeT UCK0UUTb Hasinuve y YCnyrn psaga matepuasibHbIX KOMMOHEHTOB (Hanpumep, UHopmaLmoH-
HO-CNpaBOYHble N3AaHKs, MOCTPOEHHbIE 06BEKTbI, KOHTEHEPbI C 0TXO4aMM, NPUIOTBI 1 Ap.).

2 lMpepocTasneHne ycnyr MOXeT BKIoYaThb B cebsl, Hanpumep, cneayollee:

- BesATeNbHOCTb, OCYLLECTBNSAEMY0 C NpefoCTaB/EHHOl NOTpebuTeneM MatepuanbHON NpoayKuueid (Hanpumep,
aBTOMOOW/b, KOTOPbIA AO/MKEH ObITb OTPEMOHTUPOBAH):

- BesATeNbHOCTb, OCYLLECTBISEMYHO C NPEfOCTaB/IEHHOV NOTPpe6UTENIeM HemMaTepuasibHOV NPoayKLmMeii (Hanpumep,
NoAroToBKa fieknapauuy o 4oxofax, HeobxoAMMOIA A1 coCTaBNeHVs] HA/TOrOBOM Aeknapauun);

- NpefocTaB/ieHie HemaTepyasibHON NPOAYKLUMK (HanpumMep, HopMaLun B CMbICe Nepegayunt 3HaHWi);

- co3faHune 6naronpuATHbLIX YCNOBUIA AN NOTpebutens (Hanpumep, B rOCTUHMLIAX U pecTopaHax).

3 Ycnyra o6bI4HO OLeHUBaeTCA noTpebutenem (Hanpumep, HaCcKobkO KOMMOPTHO rpaxjaHam B3auMogeicTso-
BaTb C OpPraHoM Bnactu}.

3.18 BbiclWee PYKOBOACTBO; [JO/MKHOCTHOE INLO MU TPpynna AO/MKHOCTHLIX UL, peanu3ylowue non-
HOMOU4USA opraHa BAacTu.
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4 Tpe6OBaHVIF| K CUCTeEME MeEHEKMEHTaA KayeCTBa

4.1 O6wue TpeboBaHus

OpraH BnacTu fo/keH pa3paboTaTb, JOKYMEHTUPOBaTb, BHEAPUTb U NoAfepXxuBaTb B paboyem cOCTO-
AHUN CUCTEMY MeHe[XMeHTa KauyecTBa, MOCTOSAHHO MOBbIWATb €e pe3ynbTaTUBHOCTb U 3(P(HEKTUBHOCTb B
COOTBETCTBMM C Tpeb6OBaHUAMU HACTOALEro cTaHAapTa.

Mpu pa3paboTke cUCTEMbl MEHeXXMeHTa KayecTBa A0/HKeH OblTb peann3oBaH NPUHLMN «NPOLEeCCHbI
Noaxo4» N «CUCTEMHbIA noaxon». [as 3TOro opraH BNacTu AOJIXKEH:

- onpeAenaTb npoueccbl, Heo6XxoAMMbIe ANA CUCTEMbl MeHe[)KMeHTa KayecTsa, WX nocnepgosaTesb-
HOCTb U B3aMMOfeNCTBME Ha OCHOBaHUN YCTAHOB/IEHHbIX TpebOoBaHMIA,

- onpefenATb 06nacTb NPUMEHEHNS NAEHTUPULMPOBAHHbBIX NPOLECCOB CUCTEMbl MEHe)KMeHTa Kaye-
CcTBa B OpraHe B/lacTu B COOTBETCTBUM C 1.2;

- onpefenATb KpUTEpUM U MeToAbl, HeobxoaMMble ANA obecnevyeHns pe3ynbTaTUBHOCTU U 3hheKkTuB-
HOCTM Kak Npu oCyLLecTB/IEHUN NPOLLECCOB CUCTEMbI MEHE)XMEHTA KayecTsBa, Tak U Npu ynpasieHun umu,

- obecneumBaTb Ha/siMyme pecypcos M MHOPMaLMK, HEO6XOANMbBIX ANA NOAAEpXaHUs NpoLeccoB Cu-
cTeMbl MeHe)KMeEHTa KayecTBa U UX MOHUTOPUHTA;

- OCYLLeCTB/IATb MOHUTOPUHI, U3MEPEHMe, TaM. r4e 3T0 BO3MOXHO, M aHann3 npoLeccoB CUCTEMbl Me-
He[XXMeHTa KayecTBa, MPUMEHATb MeTOAbl CAMOOLLEHKN 1 PeNTUHIOBAHMS;

- NpUHMMAaTb Mepbl, HEO6XoAuMbIe ANA AOCTMXKEHUA 3an/aHupoBaHHbIX pPe3ynbTaToB W MOCTOSIHHOTO
yAy4dleHns NpoLeccoB CUCTEMbl MEHEDKMEHTA KayecTsa,;

- paspabatbiBaTbh ¥ MPUMEHATb AOKYMEHTbI U 3anucu, HeobxoauMble Ana obecneveHns 3 HEKTUBHOIO
N1aHMpPoOBaHUA, OCYLECTBIEHNA NPOLLECCOB CUCTEMbI MEHEDKMEHTA KavyecTBa 1 ynpaBneHus nmu;

- obecneynBaTb HanM4yMe akTyanbHON MHpOpPMaLMK B OTHOLEHUN TEX PUCKOB, KOTOPbIMU HEO6X0ANMO
ynpasnATb B CUCTEME MEHe[)XMeHTa KayecTsa.

Ecnu opraH BnacTtu peliaeT nepefaTb CTOPOHHENR opraHu3auun BbINOSHEHNE Kakux-Nnbo npoLeccos,
B/INSAIOLWLMX HA COOTBETCTBME NPOAYKLUN N'UAN yCnyrn TpeboBaHMAM, OH AO/KeH o6ecneynsaTb CO CBOEN CTO-
POHbI YNpaB/ieHne Takumu npoueccamu. Bug v cteneHb ynpasneHuna npoueccamu, nepefaHHbIMU CTOPOHHUM
opraHusaumam, A0/MKHbI 6bITb onpefenieHbl B JOKYMEHTaLUN CUCTEMbl MEHE)KMeHTa KayecTsa.

OpraH BnacTv JO/KeH yCTaHOBUTbL NepeyeHb nNpefocTaBnsaeMblX NPOAYKLUN /MK yCcayr, Ha KoTopble
pacnpocTpaHsieTca cuctema MeHeXXmeHTa KadectBa. O61acTb NPUMEHEHNS CUCTEMbl MEHe)XMeHTa Kaye-
CTBa MOXET BK/ouaTb B Ce65 BCe HanpaBfeHNs AesATeNbHOCTM No peannsaunmn QYyHKUUA, KOTopble ocyLLecT-
BMISIIOTCA MO 3anpocaM noTpebuTesnell B npegenax MOSHOMOYNI BO3MOXEHHbIX HA OpraH BacTu UM TONbKO
NX YacTb.

Ecnu kakoe-nnb6o TpeboBaHMe(s) HacToAWeEro ctaHAapTa Henb3a NPUMeEHUTb BCNeAcTBMe cneuyndukn
[esTeNnbHOCTU opraHa B/acTu, AoMyckaeTcs ero UCKIoYeHue.

Mpw gonyLweHHbIX NCKNIOYEHNAX 3aABNEHNSA O COOTBETCTBUMN HACTOALLEMY CTaHAAPTy NnpuemMnemsl, ecnm
3TV UCKNOYeHNA nognagaloT nog Tpe6oBaHns pasgena 7 1 He BMSAKT HA CMOCOGHOCTb UM OTBETCTBEHHOCTb
opraHa BnacTu npefocTaBnATb NPOAYKLUUIO UYWUIM yCNyru, cCOOTBETCTBYOLMe TpeboBaHMAM notpebuTteneli n
COOTBETCTBYIOLWMM 0653aTe/lbHbIM TPebOoBaHUAM.

MonoxeHns 0 YHKLMOHMPOBAHUN CUCTEMbI MEHeXXMeHTa KayecTBa OpraHoB BAacTW MpuBefeHbl B
npunoxexHum A.

MpumevaHna

1 YnomsHyTble BblIle NPOLECChl, HEO6X0AUMbIE AN CUCTEMbI MEHEPKMEHTA KauecTsa, MOryT 6bITb Knaccuguum-
poBaHbI M0 rpynnam MpoLeccoB: «MpoLecchl MeHe/pKMeHTa» (OTBETCTBEHHOCTU PYKOBO/CTBA), «BCrOMoraresibHble (06e-
creuvBaroLLme) NpoLecchbi» MUan NPOLECCh MEHEePKMEHTa PecypcoB, «MPOoLEecCh! NpeaocTasneHns NPoayKLun 1 ycnyr»
(Npouecchbl XN3HEHHOTO LKa NpogyKLumn). B oTaenbHyto rpynny MOryT 6biThb Bblfe/eHbl «NpoLecChl USMEPEHNs1, aHam3a
N yNyYLIEHNSA>.

2 [ns obecneyeHns NOHNUMaHWS 1 NPYMEHEHUS yNIPaB/IeHUs prYCKammn opraHam BiacTu cnegyeT nNpuMeHsTe Pyko-
BoAcCTBO MICO 73:2009 [2J.

4.2 Tpe6oBaHWA K [OKYMEHTALMUUN CUCTEMbI MEHEAXMeHTa KauyecTsa

4.2.1 O6wWwune nonoxeHus

OpraH Bf1lacTn AO/HKEH onpefennTb AOKYMEHTaUNo, Heobxoaumyo Ana obecnevyeHns PyHKLMOHUPOBa-
HWA CUCTEeMbl MEHEKMEHTA KauyecTBa, NOBbIEeHUS ee pe3ybTaTUBHOCTU U 3(PHEKTUBHOCTN B COOTBETCTBUK
C TpeboBaHUAMM HaACcToALEro cTaHgapra.

JloKymeHTaLmsa cucTemMbl MeHefXXMeHTa kayecTBa A0/KHA BKIOYaTb B Ce61:

- JOKYMEHTaslbHO O(POPMNIEHHYI0 MUCCUIO M LLeHHOCTH OpraHa BnacTu.
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- BLOKyMeHTaNbHO ohopMIEHHOE 3asB/ieHne 0 NoNTMKe 061acTu KayecTsa,;

- LOKYMeHTanbHO 0hOpPMIEeHHOE 3asB/eHne 0 KafpoBOi NOANTUKE;

- LOKYyMeHTaNlbHO 0thopMeHHble Lenu B 061acT KayecTsa, BK/OYas Len no peannsaumm KagpoBoii
NOJSINTUKN;

- PyKOBOACTBO NO Ka4yecTBy;

- JOKYMEHTMpOBaHHble npoueaypbl 1 3anucu, TpebyemMble HACTOALWMM CTaHAaPTOM;

- LOKYMEHTbI, BKIKYas 3anucu, onpejenieHHble opraHom BfacTu Kak Heobxoaumble ana obecneyveHus
3(hheKTMBHOro NNaHNPOBaHUA, OCYLLECTBIEHUA NPOLECCOB U YyNpaBAeHna UMu.

4.2.2 Muccusa opraHa Bnactu

Mwuccus opraHa BnacTu ABNAeTCA JOKYMEHTOM BbICLUEr0 YPOBHS.

Mwuceunsa pomxkHa 6bITb chopMynnpoBaHa pyKoOBOACTBOM OpraHa BAacTv M oTpaXkaTb HanpaBNeHHOCTb
opraHusauun Ha obecnevyeHne 6narononyymsa rpaxgaH nocpefcTBoM peanu3auuun @yHKUWii B paMKax ycTa-
HOBJ/TIEHHbIX MO/IHOMOYMNIA U OTBETCTBEHHOCTH OpraHa BnacTu.

MpumeuyaHne — Muccusi opraHa BNacTu B CUCTEME MEHEIKMEHTA KayecTBa 6a3unpyeTcs:

- Ha Mepapxum NoTpeduTenei, rae rnaBHbIM SBASIETCS rpavkaaHuH Poccuiickoii deaepauum, 3asBuTenb;

- Ha onpegenexHun cdrepsl 61aronoyYmns rpakaaHuHa, 3a KOTOpYH HeceT OTBETCTBEHHOCTL OpraH B/1acTy B pamKax
CBOWX (hYHKLWIA, OTBETCTBEHHOCTUN 1 MOSIHOMOUMIA;

- Ha TpeboBaHUN K Pa3BUTUIO OMMUCAHHO Bbille chepbl 61arononyyns rpaxaaHuHa, nytem hopMupoBaHmust n3me-
PUMbIX LieNIeil 1 OLLeHKW pPe3ynbTaTUBHOCTYU U 3¢h(heKTMBHOCTM 3anaH1pPOBaHHbLIX NokKasaTtenei AeaTensHOCTY.

4.2.3 ba30oBble LLEHHOCTM OpraHa Bnactu

LleHHOCTM opraHa BnacTu ABNATCA JOKYMEHTOM BbICLUErO YPOBHS.

LleHHOCTM opraHa BnacTu A0/DKHbI cO3AaBaTb OCHOBY A4 (DOPMUPOBaHWA NOAUTUKM B 06nactu Kadve-
CTBa. KafpoBOli NOMNTUKN, COOTBETCTBYIOLMX Liesieil, NporpamMm 1 nNaaHoB.

NMpumeuyaHue — Cpean 6a30BbIX LEHHOCTEN OpraHa BMacTu MOryT GbiTb PACCMOTPEHbI Takue MOHATHS, Kak:
yBaXXeHue: a(hDEKTUBHOCTb; COTPYAHNYECTBO; OTKPbITOCTb; NPOECcCUOHAIN3M; ATUYHOCTb. MpU 3TOM «yBaKEHUE» SiB-
nsieTcs KtoYeBoli 6a30B0l LIEHHOCTBIO, OMpefensiollell CTpeMieHe K NOBbILLEHUID 3P(EKTUBHOCTU AESTENBHOCTY,
thopmupyIoLLEI OCHOBY A/11 KAYECTBEHHOMO COTPYAHUYECTBA Kak BHYTPW KONNEKTUBA, Tak U Npu B3aMMOZENCTBUM C Mo-
TPEGUTENSIMI 1 3aMHTEPECOBAHHBIMY CTOPOHAMW, ONPEAENSS OCHOBY A1 OTKPLITOCTU AESTENBHOCTH, COBIIOAEHNS STVKN
noBefeHus.

4.2.4 PyKoBOACTBO MO KayecTBy

PykoBOACTBO MO KayecTBY SIBASETCSA LOKYMEHTOM BbICLUErO YPOBHS.

OpraH BnacTu Ao/xeH pa3paboTtaTb 1 noagepxmnsatb B paboyeM COCTOAHUM PYKOBOACTBO MO KayecTsy,
cofepxatiee.

- 061acTb NPUMEHEHNS CUCTEMbI MEHEIKMEHTa KavyecTBa, BK/Yasa getanm n o6ocHoBaHne NbbIX Uc-
K/NI0YeHUIA B cooTBETCTBUM € 1.2;

- LOKYMeHTMpoBaHHble npoueaypbl 1 hopmbl 3anuceil, paspaboTaHHble AN CUCTEMbI MEHeKMeHTa
KayecTBa, AN CCbIIKWN Ha HUX;

- onucaHne B3aMMoOAeliCcTBMA NPOLECCOB CUCTEMbl MEHe)XMeHTa KayecTBa;

- onucaHve peanusauun Bcex Tpeb6oOBaHU HacTOsLWEro cTaHAapTa B opraHe BiacTy.

- PYKOBOACTBO MO Ka4yecTBY A0/KHO ObiTb YTBEPXAEHO PYKOBOAUTENEM OpraHa BnacTu;

- ynpaBfieHne pPyKOBOACTBOM MO KayecTBY [JO/KHO OCYLWEeCTBNATLCA B COOTBETCTBUU C TpeboBaHUAMU
4.2.5.

MpumevaHnsa

1 CTpyKTypy pyKOBO/ACTBa MO Ka4yecTBy CcreayeT fenaTb B COOTBETCTBUM CO CTPYKTYPOI HACTOSLLEro cTaHaapTa.

2 PyKOBO/CTBO N0 Ka4yecTBy npefHasHayeHo A8 UCMO/b30BaHNs PYKOBOLCTBOM 1 paboTHUKaMu opraHa B/acty,
noTpebuTeNsMmn N 3aMHTepecoBaHHbIMMN CTOPOHAMM.

4.2.5 YnpaBneHue JoKyMeHTaunelh cUCTeMbl MEHEAXMEHTA KayecTBa

JLOKYyMEeHTbl CUCTEMblI MEHEeXKMeEHTa KavyecTBa AO/DKHbl HaXoAUTbCA nofg ynpasnieHnem. 3anucu, npea-
CTaBNAKT cneunanbHbiil BUA LOKYMEHTA U A0/KHbI HAXOAUTLCS NOA ynpaBfeHnem B COOTBETCTBMMU C Tpeb6o-
BaHuAMMN 4.2.6.

Ana onpepeneHns HE06X04MMbIX CPEeACTB ynpaBneHus fo/kHa 6biTb pa3dpaboTaHa f0KYMEHTUPOBaH-
Hasa npoueaypa, npegycMmarpusaroLLas;

- opuymanbHoe ofob6peHne AOKYMEHTOB C TOUKW 3PEHNS UX J0CTAaTOYHOCTU [0 BbIMYCKa,

- aHa/sn3 1 akTyanusauunio no Mepe Heo6xo4MMOCTU U NOBTOPHOE OhULmanbHoe 0406peHne LOKYMEHTOB;

- obecneyeHne naeHTUPUKaLNN N3MEHEHNA 1 cTaTyca NnepecmMoTpa JOKYMEHTOB:
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- o6ecneyeHne HanMuns COOTBETCTBYIOLUX BepCHil LOKYMEHTOB B MeCTax UX NPUMEHEeHUs:

- obecneyeHne coxpaHeHUss LOKYMEHTOB YETKUMU U NIETKO MAEHTUULUPYEMbBIMU;

- obecneyeHne mMaeHTUMKALUM U yNpaB/ieHUWE PAaCCbINIKOW AOKYMEHTOB BHELIHEr0 NMPOUCXOXAEHUS,
onpefeneHHbIX opraHu3aLneit kak Heo6xo4uMbIe A5 NAHWPOBAHUS N (DYHKLMOHNPOBAHNSA CUCTEMbI MEHes-
XMEeHTa KauecTBa,

- NnpeAoTBpalleHne HenpegHaMEepPeHHOro NCMoNb30BaHUs ycTapeBLUNX 4OKYMEHTOB U NPUMEHeHne co-
OoTBETCTBYIOLLENH NAeHTUDMKALUN TaKUX JOKYMEHTOB, OCTAB/IEHHbIX A5 KaKUX-M60 Leneil.

MpumevaHusna

1 O6bekTamu ynpasrieHus cnefyeT paccMaTpuBaTb BCe AOKYMEHTbI, KOTOpble TPeGyoTCsa opraHy BNacTu Ha cta-
AnAx pa3paboTkn, BHeAPeHWs, OYHKLUMOHUPOBaHWS (MoAAepXKaHus B paboyeM COCTOSAHWUM) M MOCTOSHHOTO Y/yuLlleHns
CMCTEMbI MEHeKMEHTA KayecTBa.

2 [OKYMEHTbI MOTYT yrpaBnsTbCA Ha BYMadKHbIX U/ 3M1EKTPOHHBLIX HOCUTENSAX.

3 [loKyMeHTbl MOryT NoApa3AensaTbCs Ha BHYTPEHHUE JOKYMEHTbI U AOKYMEHTbI BHELLHEro NPONCXOXAEHNS. K BHY-
TPEHHVM [OKYMEHTaM OTHOCAT [OKYMEHTbI, pa3paboTaHHble OpraHoM Bfactn (MUCCKS, LIEHHOCTW, MOUTUKA B 061acTu
KayecTBa, Kagposas NnonuTuka, Lenm B 061acTi kayectsa, PyKOBOACTBO MO KayecTBY, CXeMbl U anropuTMbl MPOLLEeCccoB,
MOSIOXKEHUs 0 NoApasfeneHnsxX, [O/MKHOCTHbIE pernaMeHnTbl 1 Ap.). KAOKyMeHTaM BHELLHETO NMPOUCXOXAEHUA OTHOCAT 3a-
KOHOAATe/IbHble U HOPMATVBHbIE OKYMEHTbI, @ Takke Apyrne JOKYMEeHTbI, OTHOCALLMECH K AeATEeNbHOCTH OpraHa Bnactu
(3aKOHbI, MOCTAHOB/IEHNS], NPUKa3bl, XXanobbl, 06paLLeHns, XoaaTaliicTa, yBEAOMIEHNS, 3anpockl 1 ap.).

4 B opraHe BnacTy MoryT 6bITb pa3paboTaHbl 0fHa WM HECKONbKO JOKYMEHTUPOBaHHbIX npoueayp. Hanpumep,
npoueaypsl, onpegensoLme:

- Npasuna 1 NopsAoK pa3paboTky, yueTa, XpaHeHnsl, 06HOBNEHNS (BHECEHWS U3MEHEHWIA UM NepecMoTpa) 1 apxu-
BMPOBAHWA BHYTPEHHUX JOKYMEHTOB;

- NpaBuna NOCTPOEHUS, COAEPKAHNS, N3N0XKEHUS 1 OCHOPMIEHNS BHYTPEHHWX JOKYMEHTOB:

- Npasuna u nopsafgok perncrpauyuy, yyeta, NPUMEHEHWUS U NOAAEPXaHUA B aKTyaSlbHOM COCTOSIHUW BHELLUHWX
[OKYMEHTOB.

5 Oco6oe BHUMaHWe crnegyeT YAeNUTb UCK/TIHYEHNIO PUCKOB UCMO/b30BaHNSA YCTapeBLUMX WK HEYTBEPXAEHHbIX
[OKYMEHTOB, a Takke HeCaHKLOHUPOBAHHOIO BHECEHWS B JIOKYMEHTbI 3MEHEHWN.

4.2.6 YnpasneHue 3anucammn

3anucu, ycTaHOBNEHHble ANA NpeAcTaBNeHUs CBUAETeNbCTB COOTBETCTBMA TpeboBaHWAM, pesynbTa-
TUBHOTO 1 3 PEKTUBHOTO (PYHKLMOHNPOBAHNA CUCTEMbI MEHeXMeHTa KayecTBa, A0/KHbl HAXOAUTbLCSA Nofg
ynpasJ/sieHnemM.

OpraHu3auns fo/HKHA YCTaHOBUTb [OKYMEHTUPOBAHHYIO Npoueaypy ANns onpejeneHnsa cpeacTs ynpas-
NeHus, HeobXxoANMbIX ANA MAEHTUMUKaLUN, XpaHEHNUS, 3alWnTbl, BOCCTAHOB/IEHNA, COXPAHEHNS U U3BATUA
3anucei.

3anucun Jo/MKHblI 0OcTaBaTbCs YETKUMU, NEerko NAeHTUULMpyeMbIMi U BOCCTaHaBNNBAEMbIMU.

B opraHe Bnactu fO/KeH 6bITb YTBEPXKAEH NepeyeHb 3annceil, UMeLWmnx KoHuaeHuanbHbli xapakrep.

MpumevaHnsa

1 O6beKTaMu ynpasfieHnst [O/DKHbI BbICTyNaTh BCE 3anucu, KOTopble TPebyroTca AnA pa3paboTku, BHeApeHus,
hyHKLMOHMPOBaHMS (NogaepXKaHus B paboyem COCTOSHMM) U MOCTOSIHHOTO Y/yULLIEHWSI CUCTEMbI MEHEKMEHTa KavecTsa.

2 [Mpumepsbl 3anvcei, KOTOpble MOTYT 6bITb ONPeAeNeHbl B CUCTEMbI MEHeDKMEHTA KauecTsa opraHa BfacTu:

- CBUAETeNIbCTBa PacCMOTPEHUS 3asBNeHUS;

- CBUETeNIbCTBA BbINO/IHEHNA N1aHOB U NpoLeayp:

- CBUAeTeNIbCTBA OLEHKN KOMMETEHTHOCTY paboTHMKOB (JOKYMEHTLI 06 06pa30BaHNM, NPOTOKO/Ibl ATTECTALMOHHBIX
KOMUCCUIA, y0CTOBEPEHNS O MOBbILIEHNN KBaNNADUKALIMN U p.);

- CBUAETeNbCTBA OLEHKM NOCTaBLUMKOB NPOAYKLMN (YCnyr):

- CBWAETeNbCTBA OLEHKW YA0BIETBOPEHHOCTN NOTpebuTeneii n Apyrnx 3anHTepecoBaHHbIX CTOPOH (aHKETbI, OT4e-
Tbl. OT3bIBbl, B TOM YMC/e NoyvyaeMble Yepes coLmnasibHble ceTu 1 Ap.):

- CBUETeNIbCTBA 06 YCTPaHEHHbIX HECOOTBETCTBUAX U UX NPUYMHAX;

- CBUAETeNbCTBA O Pe3y/bTaTMBHOCTM 1 3h(PeKTUBHOCTY NPOLLECCOB, OTAE/bHbIX BUAOB AEATENbHOCTU U CUCTEMBI
MeHePKMEHTA B LIE/IOM.

5 TpeGOBaHVIFI K PYKOBOACTBY OpraHa B/laCTh B CUCTEME MEHEKMEHTA
KayecTtBa

5.1 O6sa3aTenbcTBa pykoBoACTBa

Bbiclwee pyKOBOACTBO OpraHa BAacT AO/KHO obecneynBatb Hanumyne CBMAETENbCTB NPUHATUSA CBOUX
06a3aTenbCTB NO pa3paboTke, BHeApeHWo, (hYHKLMOHUPOBaHMIO (Noagep)KaHnio B paboyem COCTOAHUM), a

6
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TakKXXe NOCTOAHHOMY yNydlleHUo pe3ybTaTUuBHOCTU N BC*JQ)EKTVIBHOCTVI CUCTEeMbl MEeHeAXXMeHTa KadyecTBa no-
CpeAcTBOM:

- AEMOHCTpaLUM NPUBEPXKEHHOCTU NPUHLMNAM MeHe[XMeHTa KayecTBa,

- IMYHOTO yyacTus B peanunsauuun TpeboBaHuii HacTosLEro cTaHaapTa;

- AOBeJEeHUs A0 CBeAeHUs paGOTHWKOB OpraHa BNACTU BAaXHOCTU BbIMNOMHEHUSI Tpe6GoBaHUii NoTpe6u-
Tenei (M 3aMHTepecoBaHHbIX CTOPOH), @ Takxke 3aKoHoAaTesIbHbIX U UHbIX 06A3aTeNbHbIX TpeboBaHuii, npu-
HATbIX B OpraHunsayuu;

- pa3paboTku MUCCUU, LLEHHOCTel, NONUTUKM B 061aCTU KavyecTBa, KafpoBOi v APYrux BUAOB MOMUTUK,
€Cc/v NPYMEHUMO, CBA3AHHbIX C BbINO/IHEHNEM YCTaHOB/IEHHbIX TPeGOBaHWA;

- obecneyveHnn pa3paboTku Leneii B 061acTv KayecTsa U Lenei no peanmsaynm KagpoBoi NOANTUKN;

- NNaHMpoBaHMs pa6oT B 06/1aCTN KayecTBa U peannsauun KafpoBoi NONUTUKY;

- OLLeHKN ¥ ynpaB/ieHns puckamn B CUCTEME MEHE)KMEHTa KayecTsa;

- onpegeneHns MYHKLUA, OTBETCTBEHHOCTM M MOSHOMOYWI B CUCTEME MeHe[XMeHTa KavyecTsa,;

- NPOBe/leHNs aHann3a CMCTeMbl MeHeXXMeHTa KayecTBa CO CTOPOHbI PYKOBOACTBA;

- o6ecneyeHnss HeO6XOA4UMbIMU pecypcaMy CUCTEMbl MEHEIKMEHTA KayecTBa;

- CO34aHuAa npouyeccoB BHYTPEHHEro U BHeELWHero VIHCbOpMVIpOBaHI/IH O AeATe/IbHOCTK OopraHa BaacTu B
o6nacTn KayecTsa M peanusauuv KagpoBoii NOAUTUKK,

- MPUHATUA MEep. HanpaB/eHHbIX HAa yNy4lleHWe NPoAYKLUUN U/WAn YyCayr, NPoLeccoB U CUCTEMbl MEHep-
XMEHTa KayecTBa opraHa BnacTtu.

Bbicliee pyKOBOACTBO OpraHa BNacTu [O/MKHO paccmaTpuBaTh paspaboTkKy, BHeApeHue, nogaepxaHve
B paboyemM COCTOSAHWUM U NOBbILIEHNE Pe3yNbTaTUBHOCTM CUCTEMbl MEHE)KMEHTA KayecTBa, oTBevall el Tpe-
60BaHUSAM HacTosILLEro cTaHjapTa, Kak cTpaTterniyeckuii npoexT.

MNMpumeyvaHnsa

1 BbiclueMy pyKOBOACTBY OpraHa Bnactu cnefyeT AeMOHCTPUPOoBaTb paboTHUKaM CBO MPSMY0 3aUHTEpPECOBaH-
HOCTb B CO34aHUM 1 (DYHKLIMOHMPOBAHUN Pe3y/bTaTUBHOM, 3hhEKTUBHON CUCTEMbI MEHEKMEHTA Ka4eCcTBa M NOAAEePXN-
BaTb 3Ty paboTy Ha BCEX ee aTanax.

2 T1o peLueHuto BbICLLIETO PYKOBOACTBA CUCTEMA MEHE)KMEHTA KayecTBa opraHa B/lacTv MOXET ObITb AONOSHEHA
TpeboBaHUAMU:

- M0 COBEPLUEHCTBOBAHMIO KOPNOPATUBHOM Ky/IbTypbl OpraHa B/iacTy, B TOM Y1C/e BBEAEHNA N COBNIOAEHNS KOLEK-
ca MoBeJeHWs 1 ITUYECKMX CTaHAAPTOB;

- N0 YNYULUEHNIO COLMaNbHO-MNCUXONOMMYECKOro Knmmarta B KONNEKTUBE;

- No cob6noAeHN0 TpeboBaHWiA NPUPOLOOXPAHHOTO 3aKOHOAATE IbCTBA:

- N0 MOBBILLEHWIO COLMasIbHOV OTBETCTBEHHOCTY BNacTu;

- APYrUMUN Tpe6GoBaHNSAMM.

5.2 OpueHTaumns Ha noTpebuTenei

Bbiclwee pyKoBOACTBO OpraHa B/lacTu [OJ/KHO yCTaHaB/MBaTb OCHOBHble TPyMMbl noTpebutenei un 3a-
MHTEepecoBaHHbIX CTOPOH, o6ecneyvnBaTtb onpejesieHne n BbiNoSIHeHNe Tpe6oBaHWii AN NOBbIWEHNSA NX Y0B-
NeTBOPEHHOCTU B pamMKax NOSIHOMOUUiA, BO3/I0XEHHbIX Ha opraH Bnactu (7.2.1 n 8.2.1).

Bbiclwee pyKoBOACTBO opraHa BfiacTu AO/HKHO obecneynBatb BblNoNHeHWe TpeboBaHuii noTpebutenei
1 3aMHTEepecoBaHHbIX CTOPOH, ecnin TpeboBaHMA He NMpoTuBOpeYaT AelicTByloLWeMy 3aKOHo4aTeNbCTBY B CO-
OTBETCTBUM C 7.2.

3anucu o TpeboBaHUAX NOTpebuTeneil N 3aMHTepecoBaHHbIX CTOPOH, NpoTNBOpeYallye geicTByOWeMy
3aKoHofaTeNnbCTBY, A0/MKHbI ObiTh ONpeAeNieHbl B OpraHe BacTu 1 noagepxusarbcs B paboyem COCTOSIHUMN B
CoO0TBeTCTBUYU C 4.2.6.

5.3 NMonutukn opraHa Bnactu

5.3.1 Monutuka B 061acTN KayecTsa

Bbiclee pyKoBOACTBO OpraHa BnacTu Ao/MKHO obecneynsatb, 4To6bl NOANTNKA B 061aCTW KayecTBa:

- obecneynBana opmeHTaLmio AeATeNIbHOCTM OpraHa BnAacT Ha U3yyeHve 1 yaoBeTBOpeHne TpeboBa-
HWIi noTpebuTeneli n 3anHTepecoBaHHbIX CTOPOH, TaM rae NPMMEHUMO;

- COOTBETCTBOBAa/sIa MUCCUN, LLEHHOCTSAM U LleNsM opraHa BiacTu;

- yunTbiBasna u He nNpoTuBopeynna TpeboBaHMAM AeliCTBYIOLEero 3aKoHoAaTeNbCTBa, NONOXKEHNAM 4pY-
rMx NOANTUK, NPUHATLIX B OpraHe BnacTu;

- BK/lovana B cebsa 0653aTeNbCTBO COOTBETCTBOBATL TPe60BaHNAM M MOCTOAHHO MOBbIWATL pe3y/bTa-
TUBHOCTb U 3O PEeKTUBHOCTb CUCTEMbI MEHEDKMEHTA KayecTsa,;

- co3jjaBana OCHOBbI /11 NOCTAHOBKM M aHanunsa ueneit B 061acTu KayecTsa,;
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- 6blna goBeaeHa 4o ceegeHns paboTHUKOB OpraHa BiacTu U APYrUX 3aMHTEPEecoBaHHbIX CTOPOH M Mo-
HATHA UM;
- NeproAnYeckKn aHanmauposasacb Ha NPUroAHOCTb 1 akTyannampoBasiacb No Mmepe Heo6XoANMOCTU.

MpumeyvaHusn

1 Kpome nonutukn B 061acTi KavecTsa OpraH BacTy MOXeT NpUHUMATh KaApoByto NoanTuky (5.3.2). NonuMTuky B
o6nacTn 60pb6bl C KOPPYNLUWENA, NOUTUKY COLMASbHON OTBETCTBEHHOCTH, 9KOIOMMYECKYIO NOMMTUKY, MOANTUKY Npo3pay-
HOCTW AeATeNbHOCTUN U Ap.

2 PyKkoBOACTBY OpraHa BfiacTu ciefyeT NpefnpuHUMaTh COOTBETCTBYHOLLME AeNCTBYSA M0 A4OBEAEHUI0 NOSUTVKA B
obnacTn KavecTsa (gpyrux NoOAMTUK) A0 KaXKAOro CBOEro paboTHMKa v ApYrux 3anmHTepecoBaHHbIX CTOPOH W NMPOBOAUTbL
OLleHKy ee noHumaHus. [oKyMeHTa/lbHO OOPMIIEHHAA U NOAMNUCaHHasA BbICLUMM PYKOBOAMTENIEM MOSUTUKA B 0651acTu
KayecTBa jaeT BO3MOXHOCTb paboTHMKaM 1 ApYrMM 3aMHTepecoBaHHbIM CTOPOHaM NONy4YnTb YeTKoe npeacTasieHne 06
ohmumanbHOM OTHOLLEHWUM BbICLLErO PyKOBOACTBA OpraHa BNacTy K AesTe/IbHOCTY NO MOBbLILEHNI0 KayecTsa.

3 [nAa nonyyeHns AONONHUTENbHON MHhopMaLmn O NOIMTUKE 1 CTpaTernn opraHmsaumm cM. pasgen 5 1ISO 9004 (3.

5.3.2 Kapgposas nonutuka

Bbiclwee pyKoBOACTBO opraHa BnacTu A0/HKHO obecneyumBaTb, YTOOblI KagpoBas NoaAuTUKa:

- oTpaxkana HanpaB/ieHWs Mo ynpasJ/ieHWI0 pa3BuTMemM paboTHUKOB opraHa BAacTu u 6elia cornacosaHa
C NONMTUKOW B 06nacTn KavecTsa (4pPYyrMMu nNoaMTUKaMun, ecnm NnpyumMeHumo);

- COOTBETCTBOBA/Ia MUCCUUN, LEHHOCTAM U LLeIIM opraHa BiacTtu;

- yuynTblBana u He npoTuBopeynna TpeboBaHMAM AeCTBYIOLWEro 3aKoHO4aTeNbCTBA,;

- BKNtoyana B cebst o6a3arenbcTBa No B3anMoAelicTBUIO OpraHa BAacTu C BHeELWHeN cpefon ansa gop-
MWUPOBaHMA Ka4yeCTBEHHOTO KaJpoBOro pe3epsBa M NoAAePXaHUK CBA3eli C ObIBWIMMMI, N0AbHBIMU PabOTHU-
Kamu opraHa BnacTu, a Takxe ob6s3aTtenbcTBa No peannsauum cUcTeMbl HacTaBHUYECTBA, MPEEeMCTBEHHOCTM
1 nepegayv onbiTa,;

- co3faBana OCHOBbI A1 MOCTAHOBKM M aHanusa ueneli No peanvsauum KagpoBoi NOANTUKK, BKAOYAS
LleNn Mo NOBbIWEHNIO Pe3yNbTaTUBHOCTU M 3P (heKTUBHOCTU PAaBOTHUKOB OpraHa BnacTu;

- obecneynBana opveHTaumnio NporpaMm v MeponpuaTuiA No peannsaunun KagpoBO NOMUTUKM Ha 3d-
(hekTuBHOE 1 pe3ynbTaTnBHOE pa3BUTNE NPOdeccnoHanbHbIX Ka4eCcTB PaboTHMKA, OCHOBAHHbIX Ha 3TUYEeCKUX
LLEHHOCTSIX 1 Tpeb6oBaHNSAX K KOMMNETEHTHOCTM paboTHMKA, TeM cambiM oGecrneuymBas LEeNOoCTHbIA noaxos K
pasBuTuio paboTHMKa B opraHu3auuu,

- 6bla goBefeHa A0 cBefleHNs paboTHUKOB opraHa BNacTu U ApYrux 3anHTepecoBaHHbIX CTOPOH U MNO-
HATHa UM;

- Nepuoanyeckn aHannsmpoBanacb Ha NPUroAHOCTb U akTyanuavpoBanacb No Mepe Heo6Xxo4MMOCTH.

5.4 T[naHunpoBaHue

5.4.1 Uenn B o6nacTn KkayecTsa U Lenn no peanusaumn KagpoBoii NOANTUKN

Bbicwee pykoBOACTBO OopraHa BfacTu ANs peanusauuy NpUHATBIX NOAWTUK B 06/1aCcT KavyecTBa M Ka-
LPOBO MOMNTUKN LOSIKHO:

- obecneynBaTb pa3paboTKy Lenei B 06nacTM KayecTBa M peanunsaunm KagpoBoW NONUTUKKM, BKAOYAS
Te. KOTOpble HEOGX0ANMbI A5 BbINOSIHEHUSA Tpe6oBaHWii K ycnyre:

- onpefenATb M obecneynBaTb pecypchbl, He06XoAUMbIE ANA peanu3aunmn uenew;

- LOBOAUTH LeNn A0 cBeAeHns paboTHMKOB OpraHa B/acT Ha COOTBETCTBYHOLWMX YPOBHAX yNpaBaeHus,
a Takxe obecneynBaTb NOHMMaHWEe paboOTHUKAMM UX POSIN U OTBETCTBEHHOCTU 3a AOCTUXEHUE Leneil:

- MHhopMupoBaTb NOTpebuTenei N 3anHTepecoBaHHble CTOPOHbI O MPUHATBLIX LEeNsaxX U CTeNeHn ux 4o-
CTUXKEHUS;

- NepuoanyYeckn NpoBOANTb MOHUTOPUHT, U3MEPEHNEe U aHanu3 uene.

Llenn B o6nacty KayectBa ¥ Lenn no peannsaunm KagpoBol NOANTUKN LOKHbI:

- BKN0YaTh, rae ToNbKo BO3MOXHO, TEKYLLME U Npeanonaraemble NOTPeObHOCTU N OXnagaHna notpebute-
nei n 3aMHTepecoBaHHbIX CTOPOH;

- COOTBETCTBOBATb YCTAHOB/IEHHbIM 3aKOHOAATE/IbHbIM U HOPMATMBHbIM Tpeb6oBaHNSAM:

- OCHOBbIBATbCA Ha MWCCUM, LLEHHOCTAX, NONUTUKE B 06/1acTU KayecTBa, KaApoBOW NMONUTMKE opraHa
BnacTu;

- 6bITb KOHKPETHbIMUW, U3MEPUMbBIMU U AOCTUXUMbBIMU, UMETb YETKO YCTAHOB/IEHHbIE BPEMEHHbIe paMKu;

- OpMeHTMpoBaTh PaboTHNKOB Ha NOCTOSIHHOE yny4lleHne AeATeNbHOCTUN opraHa BnacTu.

5.4.2 TlnaHnpoBaHue CUCTEMbl MeHe)XXMeHTa KayecTsa

Bbiclee pyKoBOACTBO opraHa BnacTu A0/HKHO obecneymnBath:

- MaHMpoBaHMe co34aHunsa, NogaepXaHua B paboyem COCTOAHMUU U YYULLEHUA CUCTEMbI MEHEAXKMEHTA
KayecTBa 419 BbINOMIHEHUA TpeboBaHWii 4.1. LOCTMXKEHMA NONUTUKM B 06/1aCTW KavyecTBa, KaApoBoii nonnTu-
K1, a Takxe uenei B 06nacTu KkayecTsa v Lenei no peannsaunm KkagpoBoii NOMUTUKN.

8
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- COXpaHeHue LeNoCTHOCTN CUCTEMbl MEHeXXMeHTa KayecTBa Npu naaHUpoOBaHUM U BHEAPEHUN B Hee
N3MEHEHWIA.

3anncu 0 HaAM4YMn pecypcoB ANS CO34aHus, NOAAEPXKAHNA U YIYUYLWEHNUS, CUCTEMbI MEeHe)KMeHTa Ka-
yecTBa. JOCTUXEHUA NONNTUKKN B 06/1aCTU KayecTBa, KaapoBoi NONNTUKK, a Takke uenei B o6n1actu kavectsa
1 ueneii No peannsaunn KagpoBOWi NOMNTUKM AO/HKHbI NOAAEPXKUBATLCS B paGoyeM COCTOSIHUM B COOTBET-
cTBUMN C 4.2.6.

Mpumevannsna

1 OpraHy BnacTu cnegyeT yCTaHOBUTb BWAbl AOKYMEHTOB MO M/IAHMPOBaHWIO (MPOrpaMMbl, NAaHbl), Ha3HauYUTb
[O/MDKHOCTHBIX /UL, OTBETCTBEHHbIX 3@ Pa3paboTKy 1 KOHTPO/Ib UX UCMONHEHMs. MNnaHupoBaHue criedyeT OCHOBbIBAaTb Ha
ncnosb3osaHun umkna PDCA. Kak yka3aHo B pasgene 2.

2 lMnaHupoBaHve CUCTEMbl MEHEKMEeHTa KayecTBa MOXET OCYLLEeCTB/ATLCA HA OCHOBE OLEHKU AeATe/IbHOCTU
opraHa BfiacTu (ee CU/bHbIX U CNabdbiX CTOPOH, YTPO3 U BO3MOXHOCTEIA), a Takke Ha OCHOBE OLIEHKN BO3MOXHbIX PUCKOB.

3 BbicLlee pykOBOACTBO OpraHa BfacTu MOXET MaeHTuuumposaTb feaTeNbHOCTb NO pa3paboTke Muccum, LeH-
HOCTeiA. COOTBETCTBYIOLLMX NOMUTUK, Lieneid, nporpaMm, nNaaHoB M MPOLECCOB, a Takke AeATe/IbHOCTb N0 U3MEPEHM0 1
aHann3y CTeneHn MX BbIMOTHEHWS 1 BHECEHMIO HEOGXOANMbIX M3MEHEHWIA Kak NpoLecCh! rpynnbl MeHeHKMeHTa.

5.5 OTBETCTBEHHOCTb, NOJTHOMOYUSA U 06MeH MHopMaLmel

5.5.1 OTBeTCTBEHHOCTb M NOJIHOMOYUNSA

Bbicluee pyKOBOACTBO OpraHa BfacTu LOJ/IKHO ycTaHaBIMBaTh (PyHKUNOHANbHbIE 0653aHHOCTU, OTBET-
CTBEHHOCTb W MOMHOMOYMA PaboOTHUKOB, BOB/IEYEHHbIX B pa3paboTKy, AOKyMeHTMpOBaHue, BHeApeHue, noja-
AepxXaHue B paboyeM COCTOAHUM M MOCTOSAHHOE Y y4ylleHne CUCTeMbl MEHE)XMEHTa KayecTBa 1 ee NpoLeccos.

5.5.2 MNpepacTtaBuTeNb pPyKoBOACTBA

Bbiclwee pyKoBOACTBO opraHa BnacTv AO/IKHO Ha3HayaTb NpejcTaBUTeNs U3 cocTaBa BbICLLIETO PYKO-
BOACTBA. KOTOPbIA HE3aBUCMMO OT ApPYrMX 06A3aHHOCTEN A0/KEH HECTW OTBETCTBEHHOCTb W UMETb MOJIHO-
MOuUuA. pacnpocTpaHatoLmecs:

- Ha obecneyeHne pa3paboTkn, BHeAPEHUSA, LOKYMEHTMPOBaAHUA, NogAepXaHna B paboyem COCTOAHUN 1
NOCTOSAHHOTO yNyYlleHUa CUCTEMbl MEHEAXMEHTA KayecTBa opraHa BnacTu;

- Ha obecneyeHne NOCTOSSHHOrO COOTBETCTBUA CUCTEMbI MEHe)XMeHTa KayecTBa opraHa BjacTu ycTa-
HOB/IEHHbIM TPEBOBAHUAM;

- Ha onpejgeneHne NnoTpebHOCTM B pecypcax ANs pa3paboTku, LOKYMEHTUPOBAHUSA, BHEAPEHUS, nogaep-
XXaHna B paboyem COCTOSHUM Y NOCTOSAHHOTO YNYyYLWEHNS CUCTEMbl MeHe)KMeHTa KayecTBa;

- Ha npeAacTaBfieHVe OTYETOB BbICLIEMY PYKOBOACTBY O (PYHKLMOHMPOBAHUW CUCTEMbI MEHeKMeHTa
KayecTBa U HEOOXOAUMOCTU ee yNyyleHns, BKIYas BONpockl o6ecnevyeHuns pecypcamu;

- Ha cofelicTBMe pacnpocTpaHeHWo NOHUMaHUsA paboTHUKaMM opraHa BnacTu TpeboBaHuii notpebuTte-
nei n 3anHTepecoBaHHbIX CTOPOH;

- Ha [oBefeHNe MHGopMauun o CTENeHW yAOB/IETBOPEHHOCTU NOTPEOUTENEN W 3aMHTEpPeCcOBaHHbIX
CTOPOH, O KayecTBe npefocTaBnseMblX NPOAYKUUN W/MAWM YCNYyr, O pelleHnax n AelCTBUAX NO NOBbIWEHNI0
pe3ynbTaTUBHOCTM CUCTEMbI MEHEAXMEHTa KayecTBa U ee NpoueccoB A0 paboTHMKOB opraHa BnacTu, noTpe-
6uTenein n 3anHTepecoBaHHbIX CTOPOH.

MpeacTtaBuTENO PYKOBOACTBA NO CUCTEME MEHE[)KMEHTa KayecTBa A0/DKHbI 6bITb NpefocTaB/ieHbl He-
06Xx04MMble NOTHOMOYMSA U HE3aBUCUMOCTb ANA PYHKLNOHMPOBAHNA CUCTEMbl MEHeA)XMeHTa KayecTBa, obe-
crneyeHMs BbIMOMIHEHUA NONUTHKK, Lenei B o6n1acTu kadyecTsa, Lenein no peannsaunmn Kaaposoi NONNTUKN.

MpumevaHnunsna

1 MNpepcTaBnTeslb U3 cOCTaBa BbICLIETO PYKOBOACTBA OpraHa BNacTy Ha3Ha4YaeTCs U3 yuc/a 3amMecTuTeneil pyko-
BOAMTENSA OpraHa BnacTu.

2 B OTBETCTBEHHOCTb NPEACTaBUTENS PYKOBOACTBA MOXET GbiTb BK/IHOUYEHO MOAAEPXKAHUE CBSI3Ei C BHELUHUMMW
CTOpOHaMM Mo BoMpocam, KacarLmyMcs CUCTEMbl MeHeI)KMeHTa KavecTsa.

3 o peLueHuto BbICLLEro PyKOBOACTBA OpraHa BNacTy B NOMOLLb NPeACTaBUTEN0 PYKOBOACTBA MO CUCTEME Me-
HeKMEHTa KayecTBa MOXET 6bITb co3faHa paboyas rpynna, 0TBETCTBEHHOCTb U MOTHOMOUMST KOTOPOW AOKYMEHTUPYHTCS
YCTaHOB/MEHHbLIM B OpraHe crocobom.

5.5.3 BHyTpeHHUI1 06MeH nHpopmaumnei
Bbicllee pyKOBOACTBO opraHa BnacTut A0/HKHO OpraHn3oBaTtbh pa3paboTky U hyHKLMOHMpPOBaHME npoLec-
COB 06MeHa nHdopMaLmeid, BkIoyas MHOOPMaLMo 0 pe3ynbTaTUBHOCTM CUCTEMbl MEHeAKMEHTa KavyecTBa.

5.6 AHann3 co CTOPOHbLI PyKOBOACTBA

5.6.1 O6wwne NONOXEHNSA

Bbiclee pyKOBOACTBO OpraHa BfacTW [O/DKHO aHanu3npoBaThb Yepes 3anjaHupoBaHHble MHTepBasbl
BPEMEHN CUCTEMY MeHe[XMeHTa KayecTBa A1 TOro, YTo6bl o6ecneynTb ee NOCTOSAHHYI MPUTOAHOCTb, afek-
BATHOCTb U Pe3y/ibTaTUBHOCTb.
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AHanus go/mkeH BepudunumpoBaTth agekBaTtHoe PYHKLMOHMPOBaAHME CUCTEMbI MEHEeM)KMEHTa KayecTBa
opraHa BnacTu, OLeHUTb ee pe3ynbTaTUBHOCTb, 3 PEKTUBHOCTb U COOTBETCTBMUE MO K/YEBLIM NOKasaTesnsm
Ha COOTBETCTBME YCTAHOB/IEHHbIM TPe60BaHUAM U LENAM.

Mo pesynbTaTam aHanm3a PyKOBOAWTE/NO OpraHa BAacTu npeacTaBuWTeneM PYyKOBOACTBa MO cucteme
MeHe[)XMeHTa KauecTBa [JO/DKeH OblTb NpefcTaB/eH oTyeT.

OTueT 0 pe3ynbTarax aHannsa cUcTeMbl MEHEXXMEHTa KayecTBa opraHa BfacTu AO/HKEH HOCUTL Ny6auny-
HbIl XapakTep, 1 6bITb 4OCTYMEH 1 NOHATEH paboTHMKaM, NOTPe6GUTENsAM N 3auHTEepPeCcOoBaHHbIM CTOPOHaM.

3anucu 06 aHanm3e cucTeMbl MeHe[XXMeHTa KauyecTsa opraHa B/acT CO CTOPOHbI BbICLLIEro PyKOBOJ-
CTBa W pesyfibTatax aHann3a [0/DKHbI NoA4epXnBaTbca B paboyem COCTOSAHMMN B COOTBETCTBUM C 1.2.

5.6.2 BxogHble faHHble NS aHann3a CUCTeMbl MeHeaXXMeHTa KayecTBa

BxofHble faHHble ANna aHann3a cMCcTeMbl MEHe)KMeHTa KauyecTBa opraHa BfacTu Co CTOPOHbI BbICLIETO
PYKOBOJCTBa [O/KHbI BK/IOYATb!

- pe3ynbTaTbl BHYTPEHHUX U BHELHUX ayANTOB (MPOBEPOK):

- laHHble 0 pe3ynbTaTax CamMOOLEeHKN:

- obpaTHylo CBSA3b OT NoTpebuTeneil n 3anHTepecoBaHHbIX CTOPOH;

- AaHHble 0 PYHKLMOHMPOBAHMN NPOLLECCOB 1 COOTBETCTBME NPOAYKUUWN U/MAn ycnyr;

- cTaTyc npejynpexgjatoLwmx u KoppekTupyrLwmx 4eicTeui;

- nocnepgywouine aeiicTeus, BoiTekarwlme us npeablAyLx aHaan3oB co CTOPOHbI PyKOBO/ACTBA:

- peKkomeHAauun no yny4lieHuto;

- BbIMOJ/IHEHWE MEPONPUATUIA, NMPOBELEHHbIX NO PELIEHNSAM BbICLLEr0 PYKOBO/CTBA B OTUETHbIV Nepuop:

- MOHUTOPUHI NPOLECCOB U AeATeNIbHOCTU B CUCTEME MeHe/[pKMeHTa KadyecTBa {BK/4as pesysbrartbl
BHYTPEHHUX N BHELIHWNX PETUHIOB 3a onpefefieHHbIl nepnoa);

- OLLleHKY PUCKOB opraHa Bnactu,

- MOHUTOPUHT U U3MepeHne NPoLEecCcoB, HanpasB/IeHHbIX Ha Pa3BUTME KOMMETEHTHOCTN PabOTHUKOB.

5.6.3 BbIXxoAHble AaHHble aHann3a CUCTEMbl MeHeAXMeHTa KayecTsa

BbixofHble faHHble aHanM3a CUCTEeMbl MeHe[PKMeHTa KayecTBa opraHa B/acTu CO CTOPOHbI PYKOBOA-
CTBa [O/KHbI BK/lOUaTh B Ce651 BCe pelleHns 1 4eiicTBUs, OTHOCALMeCS:

- K NOBbILWEHNIO pe3ynbTaTUBHOCTU 1 3 hEKTUBHOCTI CUCTEMbI MEHEA)KMEHTa KayecTBa W ee npolec-
COB;

- K y/lyylleHnto npefocTaBaseMoil NpoAyKUMN U/MIn yCayrn no oTHOLWEHUo K TpeboBaHusaM notpebute-
nei n 3aMHTepecoBaHHbIX CTOPOH;

- K CHUXKEHWNIO PUCKOB, YCTAHOB/IEHHbIX B CUCTEME MeHe[)XMeHTa KayecTBa opraHa BnacTu;

- K npegynpexaawolumMm n/uam KoppekTUpYoWnM 4eACTBUAM MO BbiABIEHHLIM WX NOTEHUWaNbHbIM He-
COOTBETCTBUAM;

- KNoTpebHOCTHN B pecypcax.

PykoBoguTenb opraHa BAacTu HeceT OTBETCTBEHHOCTb 3a NMPUHATUE PeLUeHWii:

- 0 NOBbIWEHUN Pe3yNbTaTUBHOCTU CUCTEMbI MeHe[XXMeHTa KayecTBa U ee NpoL,eccos;

- 06 ynyyleHnm npoayKLuun u/mnv ycnyru no oTHoWeHUo K TpeboBaHnamM notpebuteneii n 3amHTepeco-
BaHHbIX CTOPOH;

- 0 He06X0AMMOCTN NepecMoTpa PUCKOB, YCTAHOBJ/IEHHbIX B CUCTEME MeHe[XXMeHTa KauyecTBa opraHa
B/1ACTN M pa3paboTKn COOTBETCTBYIOLNX MEP MO UX CHUXEHWUIO;

- 0 Heo6Xx04MMOCTV NpPOBeAeHNsa Npeaynpexaanlnx u/uan KoppekTupyowmx 4eicTBrii Mo BbiABAEH-
HbIM / MOTEHUMaNbHbIM HECOOTBETCTBUAM;

- 06 aKTyasIbHOCTU MONUTUKK B 06/1aCTW KayecTBa, KagpoBOi MOMUTUKN, AOCTUXEeHUN Lenein B o6nactu
KayecTBa ¥ Lefeil No peannsauun KagpoBoi NOANTUKY;

- 0 Bblfje/IeHUN HeobXOAUMBIX PECYpPCOB.

- 3anncuK 0 NPUHATLIX PeLleHnsax O/MKHbI NoaaepXunsaTbcs B paboyem COCTOSIHUN B COOTBETCTBUU € 4.2.6.

5.6.4 PeliTUHIOBblIE OLEHKM OpraHa Bnactu

dopmMupoBaHne penTUHIOBbIX OLLeHOK SB/IS€TCA OCHOBHbIM UHCTPYMEHTOM CO34aHWnsi NPUHYAUTENbHON
KOHKypeHUun B chepe AeATesIbHOCTU OpraHoB BacTu, OPMUPYSA CTUMY/bl K Pa3BUTUIO CUCTEMbI MeHe[X-
MeHTa KavyecTBsa.

CnctemMa peiTUHIOBbIX OLLEHOK SIBASIeTCA OAHWM W3 OCHOBHbIX WHCTPYMEHTOB NPUHATUS ynpaBfieHuye-
CKMX pelleHunii No ynyyleHunto JeaTebHOCTN opraHn3aunn, ee CTPYKTYpHbIX nojpasjeneHunii B HanpasiaeHnm
peanusyembix OYHKUWI, NpefocTaBasgeMblX YCIyr.

OpraHy BnactT Heo6xoAnMo hopMUpoBaTh TPEXYPOBHEBYIO CUCTEMY PENTUHIOBbLIX OLEHOK:

- BHyTPEHHME PENTUHTU MeXAY CTPYKTYPHbIMU nogpasfieneHnsamu;
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- BHELWHNE PERTUHIN MeXay opraHaMy BAacTu COOTBETCTBYIOLLENO YPOBHS:
- BHEWHNe MeXAyHapoAHble PeiTUHIM OpraHoB BNacTW, AEWCTBYIOWME B UAEHTUYHOM, CXOXeN (yHK-
UMoHaNbLHOM chepe AeaTenbHOCTY.

6 TpeboBaHUsi K MEHEKMEHTY pPecypcoB

6.1 O6ecnoyeHno pecypcammu

OpraH BfacTn Ao/KeH onpefennTb N obecneunsatb pecypchl, Tpebyembie:

- ANA co3gaHus, nojaepxaHus B paboyem COCTOSHWM U MOCTOSAHHOTO MOBbIWEHUA pe3ybTaTUBHOCTU
CUCTEMbI MeHe)KMeHTa KauyecTBa,;

- ANA NOBbIWEHNS YAO0BNETBOPEHHOCTY NoTpebuteneii n, ecnn onpejeneHo pykoBoACTBOM OpraHa Bna-
CTW, YA,0BNETBOPEHHOCTN 3aMHTepPecoBaHHbIX CTOPOH MyTEM BbIMOMHEHWNA MX Tpe6oBaHWA.

MpumMmeyaHue — Kpecypcam, HEOGXOAUMBIM A1Si CO3AaHUs, MOAAEPXKaHNS B paBoyem COCTOSIHUAN U YAyuLLEHUs
CUCTEMbI MEHEKMEHTA KAUYECTBA MOTYT GbITb OTHECEHbLI YENOBEUYECKME PECYPCHI, MHAIPACTPYKTYpa, NPON3BOACTBEHHAS
cpeaa, hHaHCOBbIE W MH(DOPMALIMOHHbIE PECYPCh.

6.2 PaboTHMKK opraHa Bnactu

6.2.1 O6uwwne nonoxeHus
Mpouecchl, HanpaB/eHHble Ha pPas3BUTUE KOMMNETEHTHOCTU PabOTHUKOB, fO/IKHbI GblTb UHTETPUPOBAHbI

B CMCTEMY MeHe/)KMeHTa KauyecTBa OopraHa BnacTu, B COOTBETCTBUM C KaApoOBOW MOAUTUKOA W MOAUTUKON B
obnactu kavecTsa.

B npoueccax, Hanpas/ieHHbIX HAa Pa3BUTUE KOMNETEHTHOCTU PAbOTHUKOB, J0/XKHbI ObITb ONpeAesieHbl:

- KpUTEPUYU, XapakTepun3syLme KOMNeTeHTHOCTb PaboTHUKOB (KBannunkaLloHHble Tpe6oBaHuUs):

- YCNOBUSA 3aHATOCTU C onpejefieHneM nokasartenei pesynbTaTUBHOCTU AeATENbHOCTH;

- cneundmka paboTel U NpoeccnoHasnbHble TpeboBaHusa, yunTbiBaloLIne reHjepHsle 0CO6EHHOCTN pa-
6GOTHUKOB;

- NnpaBuna BejeHna 3anuceil o pesynbTaTUBHOCTU BbINOMIHEHUA PaboT BCEMU AO/MKHOCTHLIMU NULLAMU,
3anuceli 0 pe3ynbTaTUBHOCTU MPVMEHEHMNS MOJTyYEHHOr0 06y4YeHNs N HaBbIKOB BbIMOJIHEHNSA PaboT fOMKHOCT-
HbIMU NNLaMU:

- npouefypbl Ha3HayeHUs Ha JO/HKHOCTb U CMeLLeHUs ¢ JOJ/DKHOCTU, npegycmaTtpusalrolne npospad-
HOCTb MpreMa Ha rocyAapCTBEHHYI C/y>X6y paboTHUKOB ANA YCTAHOBJIEHHbIX OPULMANBHbBIX O/MKHOCTE.

OpraH BfacTu foNXeH npefocTaBuTb paboTHUKAM BO3MOXHOCTb:

- BbISIB/IATL OrPaHNYeHuns, NPensaTcTByoUIMe AeATe/IbHOCTA PaboTHUKOB;

- NpYHMMaTb Ha ce6s 0TBETCTBEHHOCTb 3a pelleHne BO3HMUKaLWnx npobnem;

- OL,eHMBAaTh JIMYHYI0 Pe3y/ibTaTUBHOCTb MO UTOraM BbINOSIHEHUSA UHAMBUAYA bHbLIX 3a[aHWii:

- NOBbIWATbL KOMMNETEHTHOCTb;

- obecrneunBaTb B3auMHbI/i 06MEH faHHbIMMW, WHGOPMAaLUei, 3HaHMAMM W OMbITOM B paMKax opraHa
BfacTu.

OpraH BNnacTu Jo/KeH NPOBOAUTL MOHUTOPUHT U U3MepPeHue NPoLeccoB, Hanpas/eHHbIX Ha pa3sButmne
KOMNETEHTHOCTN PaboTHUKOB. [laHHble O pe3ynbTaTax MOHWUTOPMHIA U U3MEpPEeHUs MPOLECCOB [O/IKHbI UC-
Nnosib30BaTbCsA Kak BXOAHble AaHHble Npu aHanu3e CUCTeEMbl MeHe[KMeHTa KauecTBa opraHa BnacTu Co CTO-
POHbI pYyKOBOACTBA.

6.2.2 KoMneTeHTHOCTb, NOArOTOBKA U OCBELOM/IEHHOCTb

OpraH BnacTu [O/KEH;

- ycTaHaB/MBaTb TPE6OBAHUA K KOMNETEHTHOCTUN PaboTHUKOB;

- onpefenaTb NOTPe6HOCTb B KOMMNETEHTHbIX PAOOTHUKOB;

- obecneumsaTb, [Ae 3TO BO3MOXHO, 06yyeHne uam npeAnpuHUMaTh Apyrne 4eicTBUS B LLleNax 4oCTuxe-
HUSt HEO6XOAMMOI KOMNETEHTHOCTN pabOTHUKOB;

- NnaHuposartb AeliCTBUA, HeobXxoAnMble ANA AOCTUXEHUSA HEOOXOANMOM KOMMNETEHTHOCTHY;

- obecneunBatb paboOTHUKOB MHpopMaLmeid 0 muccun, 6a30BbIX LLEHHOCTAX, NOIMTUKE B 061acTh Kave-
CTBa. KaJipoBOi NoNNTUKe, Lensax B 061acT KavyecTsa, Lensx No peannsauumn Kagposoli NOAUTUKKM, MeToAax
[OCTWKEHNA 3anaaHMpOBaHHbIX Pe3yNbTaToB, MeToAax B3auMoaeiicTena ¢ notpebutenamm, 3anHTepecoBaH-
HbIMW CTOPOHAMU, a TaKke 06 akTya/bHOCTU W BaXHOCTU [eATeNbHOCTN paboTHUKOB U UX BKNage B J0OCTU-
XeHue uenei;

- OUueHnBaTb pe3ynbTaTUBHOCTb M 3(PHEKTUBHOCTL NMPEANPUHATLIX AECTBUI MO JOCTUXKEHNIO HEO6XO-
ANMOI KOMMEeTEHTHOCTH:
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- cchopmmpoBaTb CMCTeMy NMpod)ecCHoHanbHON aTTecTauun 1 nNaaHMpoBaHNa cayxebHoOro pocTa c Le-
Nbl0 CTUMYNNPOBaHNUSE NPOECCUOHANBHOIO Pa3BUTUS,

- BECTU MOHWTOPUHT YA0B/IETBOPEHHOCTU pPabGOTHWMKOB KayeCcTBOM MeponpuATuii, npesnpuHuMaeMblx
AN AOCTUXKEHUA HEOGXOAUMOWN KOMMNETEHTHOCTH, peasudyeMbix B OpraHM3aLlmmn U BHe ee.

3anucn 06 o6pa3oBaHUK, NOATOTOBKE, HABbIKAX M OMbITe AO/HKHbI NOAAEPXMBATLCSA B paboyeM cOCTOs-
HUK (CTPYKTYPHBIX NnoapasgeneHunii).

6.3 NHdpacTpykTypa

OpraH BnacTu JOJ/IXKeH onpefensitb, obecneunmBaTb U NOAAEPXKMNBATb B paGoyeM COCTOSIHWM UHppa-
CTPYKTYpY. HEOGXOAUMYIO /15t LOCTUXKEHNA COOTBETCTBUS TPeGOBaHUSIM K NpefocTaBAsieMblM NpoayKuum u/
unu ycnyram. VIHpacTpykTypa MOXeT BK/IOUYaTb B Ce6Sl, €CNIN NMPUMEHUMO:

- 3aHus, paboyee NPOCTPAHCTBO M CBSI3aHHbIE C HUMMW CpeACcTBa TPYAQ;

- o6opyfoBaHue Ansa npoueccoB (Kak TEXHUUECKUE, Tak U MPorpamMMHble CPEACTBA);

- CNYX6bl 06ecneyeHns (Takue Kak TPaHCMOPT, CBSI3b UM MH(POPMALMOHHbIE CUCTEMBI).

Mpu POPMUPOBAHUN UHPPACTPYKTYPbI JO/DKHBI 6bITh UAEHTU(PULUPOBAHbLI U CHUXEHbBI N106ble CBSA3aH-
Hble C Heli pUcku.

6.4 Tpon3BoaCTBEHHAA cpefa

OpraH BNacTu fO/HKEH CO34aBaTh NPOM3BOACTBEHHYIO Cpeay, HE06X0AUMYIO AN AOCTUXKEHNUA COOTBET-
CTBUS TPe6OBaHNUAM K NpegocTaBAsieMbliM NPOAYKLUU U/UAKN yCyraMm, v ynpasisiThb ek.

OpraHy BnacTu Takxe cieayeTt MaeHTUMULUPOBaTL PaKTOPbl MPOU3BOACTBEHHON Cpebl, BAUSIOWNE HA
KauecTBO TpyAa paboTHMKOB, YNPaBiAaTh UMW U NPEeANPUHUMATL MEPbI MO WX YAYULWEHUIO.

Bbiclwee PYKOBOACTBO [O/DKHO 3a CYeT CBOel nugupytowein ponu popmMmupoBaTth U NoaaepxuBats 6a-
30Bble LLEHHOCTM M BHYTPEHHIO MPOU3BOACTBEHHYIO Cpedy, O KOTOPOi paBoTHWK MOXEeT 6biTb MOSIHOCTLIO
BOB/IEUEH B AOCTMXEHWE NOMUTUKA U Liefeil B 061acTi KauecTsa, KaApoBoii NOIMTUKM 1 Leneit no ee peanu-
3ayuu.

MpumevyaHunsa

1 pl—epMVIH «MPOV3BOACTBEHHAsA cpefja» OTHOCWUTCA K YCNOBUAM, B KOTOPbIX BbINOJIHAIOT paboTy, BKIoYas usu-
YecKue. 3KoJorvyeckne n apyrme haktopbl (Takme Kak Lym, Temneparypa, B/1aXKHOCTb, OCBELLEHHOCTb WK MOrofHble
ycnosws).

2 OpraHy BnacTtui cfiegyeT YCTaHOBWTb NOPAJOK afeKBaTHON peakuyn Ha YpesBblyaiiHble cuTyauumn (Hanpumep, no-
Xapbl B paboumx noMeLLeHnsX) 418 NpefoTepaLleHns UM CMAr4YeHus CBsizaHHbIX C HUMM HebNaronpuAaTHbLIX BO3AEVCTBI
Ha 3K0/10rnio, 3[,0pPOBbE N 6e30MacHOCTb rpavKaaH WU CoLMasibHO-3KOHOMUYECKY0 cuTyaumio. Oprady BracTtu cnegyet
NPOBOANTL NEPUOANUECKOE MNOBbILLEeHNe KBaIMMKaLmM paboTHUKOB AJ151 06ecneyeHnst afleKBaTHON peakuun B Ype3Bbl-
YaliHbIx cuTyauusx. OpraH BnacTv, Mpyu HeobxoAVMOCTU, MOXET MOAAepXuBaTb Npouenypy MOArOTOBKW U AEWCTBUIA B
Ype3BblyaiiHbIX CUTyaLysX.

6.5 ®unHaHCOBbLIE pecypcbl B OpraHax Bnactu

BbiCLEMY PYKOBOACTBY CnefyeT onpefensitb U ynpaBnsTb QUHAHCOBLIMU pecypcamu, Heo6Xo4nMbIMU
opraHy Bnact gns o6ecrneyeHns co3gaHus, NogaepXaHus B paboyeM COCTOSIHUM W MOCTOSHHOTO Yy4lleHus
CUCTEMbl MEHE[)XMEHTa KayecTBa v ee NpoLeccoB.

Mpu ocyLiecTBNEeHUN (hMHAHCOBOTO NAAHWPOBAHUS, OpraHy BnacTW cfieAyeT BblAensdTb (QUHAHCOBbIE
pecypchl Ha co3gaHue, nogaepxaHne B paGoyeM COCTOSIHUM W Ha MOBbILEHWe Pe3y/bTaTUBHOCTU CUCTEMBI
MEeHeKMEHTa KauecTBa, BK/IOUass MEPONPUSATUS MO YNYYLWEHUIO KauyecTBa NPoayKLMM N/UIn ycnyr.

OpraH BNnacTu JO/IXeH OLeHMBaTb KayecTBO NPeAoCcTaBAsieMblX NPOAYKLWM W/UAN YCAYr C yYeTOM 3a-
TpaT Ha WX co3fiaHve 1 npegocTaBaeHne NOTPeGUTeNsaM 1 Tam rae BO3MOXHO 3anHTepecoBaHHbIM CTOPOHaM.

3anucu no pesynbTataM MOHUTOPWUHIA W U3MEpPeHWUs UCMONb30BaHUS (PUHAHCOBLIX PecypcoB ANs f0-
CTVXEHUS NONUTUKM W Lieneil B 061acTy KayecTBa, KapoBoil NOAUTAKM U Lieneil No nx peanusauuv AoaKHbI
noAfepxvnBaTbcs B paboyem COCTOSHUM B COOTBETCTBUU C NYHKTOM 4.2.6.

7 TpebGoBaHuA K Npoueccam NpeaocTaBieHns NpoayKuum n/mnm ycnyrm
B OpraHe Bnactu

7.1 MnaHupoBaHuWe NPOLECCOB NPEAOCTABAEHUA NMPOAYKLUN U/MAN YyCNYyTU

OpraH BnacTu fOSIXEH onpeAennTb U NJaHMpoBaTb OCHOBHbIE NMpPoLEecChl, He06X0AUMbIE eMy ANS npe-
[OCTaB/ieHMsa NPOAYKLMU M/MNKN YCyrn cCOOTBETCTBYIOLEro KayecTsa. MnaHnpoBaHme NpoLeccoB npefocTas-
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NeHns NPoAyKUMN N/Mnm ycnyrn Ao/MHKHO 6biTb COrnacoBaHo ¢ Tpe6oBaHMAMY K APYTUM Npoueccam CUCTEMbI
MeHeIKMeHTa KayecTsa.

Mpy NnNaHMpoBaHUN OCHOBHbIX NPOLLECCOB NPeAoCTaBAeHNS NMPOAYKLUN U/MAN yCAYT OpraH Bfactu fon-
XXEH yCTaHOBMWTb, NOAXOAAWMUM AN HETO 06pa3oM:

- Tpe6oBaHus NoTpebuTeneit N 3anHTepecoBaHHbIX CTOPOH;

- uenu B o6nacTu KavyecTsa u Tpe6oBaHMA K NpoayKuuu u/mam ycnyram;

- NoTpe6HOCTb B pa3paboTke npoLeccos {BkK/OYasA NPOLECCh, B KOTOPbIX K BbIMO/JIHEHMIO paboT npusne-
KalTca TpeTbn Nuua), Heo6Xo0ANMbIX ANA AOCTUXKEHUS YCTAHOB/IEHHbIX Leneil B o6nactn kavyectsa u Tpebo-
BaHW K NpOAyKUUM n/unun ycnyram;

- OTBETCTBEHHOCTb ¥ MO/THOMOYMA NO NpoLeccam;

- noTpebHoCTb B pa3paboTke AOKYMEHTOB AN KOHKPETHbIX NPOL,EeccoB,

- pecypcbl, Heo6xoaUMble AN AOCTUXEHUS 3anNaHUPOBaHHbIX Pe3y/bTaToB;

- Heob6XoANMYI0 feATeNbHOCTb N0 Bepudukauuv v Banugaunn, MOHUTOPUHTY, U3MepeHunto (BKI4vas
KOHTPO/b U UCMbITAHUA) AN KOHKPETHbIX MPOAYKLMM WM/MAKN YCNyr, a Takke KpUTepun OLeHKM KayecTBa Mmpo-
AyKUUKM n/ivnu ycnyr;

- 3anucu, Heobxoanmble A5 obecneyeHUss cBUAETENbCTBA TOro, YTO NPOLLECCHI, NPOAYKLUSA n/unu oka-
3aHHble YC/yT COOTBETCTBYIOT Tpe60oBaHMAM B COOTBETCTBUM C 4.2.6.

7.2 Tpouecchkl, CBA3aHHbIe C NOTPe6GUTENAMU NPOAYKLUW N/MAN yCnyru

7.2.1 OnpepgeneHne Tpe60BaHU, OTHOCAWMUXCSA K NPEAOCTABAEHUI0 NPOAYKLUN UMW YyCyTn

Mpyu ycTaHoBNEHUN TpeGoBaHWit K NPefoCTaBNseMbIM OPraHoM BfiacTU NPOAYKLUN UMK yciayre Heob-
XO4MMO Onpesensith:

- NOTPEBHOCTU U OXMAAHUS NOTPe6UTENs, BKKYAsA, €CNU NPUMEHUMO, TPE6OBaHNA K NPOAYKUUN n/nnn
YCNYI U K AeATeNbHOCTM (TaM. rae NPMMEHMMO) Noc/ie NoCTaBKU;

- Tpe60oBaHus, He onpejefieHHble NoTpebuTenemM, Ho Heo6Xxo4UMbIe AN KOHKPETHOTo UAW npeanonara-
€MOro MCnosib30BaHus, KOraa OHO U3BECTHO;

- Tpe60BaHUs, YCTAHOB/IEHHbIE 3aKOHOAATE/bCTBOM, U Apyrue o6s3atefibHble Tpe6oBaHMS, NPUMEHN-
Mble K MPOAYKUMU U/unn ycnyre;

- AOMONIHUTE bHbIEe TPe6OBaHUS, YCTAHOB/IEHHbIE OPraHOM B/acTW Kak HE06XoAuMbIe.

OpraH BflacTu A0/MKEH o6ecneynTb Hanuune UHgopMaLnum o Tpe6oBaHUAX K NPoAYKUWU n/unm ycnyre
1 o6ecneunTtb NoHMmMaHue Tpe6oBaHunii 4ns NoTpe6buTens, 3aMHTEPECOBaHHbLIX CTOPOH U PaGOTHMKOB OpraHa
BnacTu.

MpumevyaHnne — O6Wye Tpe6GOBaHWS K KQ4ecTBy NPOAYKLMN 1 YCAYT MOTYT BK/IOYATb:

- COOTBETCTBME NPOAYKLMM U yCyry Tpe6oBaHWSIM periaMeHToB U/ cTaH4apToB,

- obecneyeHne gocTyna K NosHol, akTyasibHOW 1 OCTOBEPHOW MHhopMaLn 0 TPe6OoBaHMAX K KauecTBy 1 MopsiaKe
npeaocTaBeHust NPOAYKLMU 1 yCnyr BcexX hopM (Hanpumep, 3/1eKTPOHHOIM);

- 9TUYHOCTb NOBeAEeHNs PaGOTHMKOB OpraHa B/lacTu C MOTPeoUTENs MU 1 APYTMMU 3aHTEPEeCOBaHHbIMU CTOPOHaMMU;

- KOMNETEHTHOCTbL PAGOTHUKOB OpraHa BnacTu;

- yao6Hble ans notpebuteneii/rpaxaaH Yackl 06CYyXUBaHUS;

- cobntofieHre YCTaHOBMEHHbIX CPOKOB MpefoCTaB/IeHNsl NPOAYKLMN W YCNYTL;

- COXpaHHOCTb MHhopMaLmy;

- ONepaTUBHOCTb PACCMOTPEHMSI Xanob (NpeTeH3uid) Ha HeCOOTBETCTBYIOLLEE KaYeCcTBO NPOAYKLMM U YCIYTu 1 p.

7.2.2 AHanus Tpe6GoBaHWii K NpegocTaBAsAeMblM K MPOAYKLNN n/unun ycnyre

OpraH BnacTn go/keH aHann3nposaTb Tpe60OBaHMA NO OTHOLUEHWIO K HOBbIM 1 YXe npefocTaBaseMblM
npoaykuuun n/mnu ycnyre.

Ecnu Tpe6oBaHuA K NpoayKuun u/mnun ycnyre 4eTKo He onpefeneHbl notpebutenem u/uav He yCcTaHOB-
NeHbl B 3aKOHOAATE/IbHbIX U HOPMaTUBHbIX TPe60BaHNAX, OpraH BAacTu AO/MKEH YCTaHOBUTbL 3T TpeboBaHua
B BUAE NPOBEPAEMbIX XapaKTepucTuK.

Ecnu notpebutens He BbigBUraeT JOKYMEHTMPOBAHHbIX TpeboBaHwuii, cneayet NOATBEPANTb UX Y MOTpe-
6UTENA A0 NPUHATUA K UCMOTHEHNIO.

Ecnn TpeboBaHua K NpoayKuun n/mnu ycnyre 6blnM u3MeHeHbl, Heobxogumo obecneunTb 3abnarospe-
MeHHOe nHopMmMpoBaHne noTpebuTeneli N 3aMHTEPeCcOBaHHbIX CTOPOH, BKOYAsA 3auHTepecoBaHHbIX paboT-
HUKOB OpraHa BsiacTv 06 U3MeHUBLINXCA TpeboBaHUSAX.

3anucu pe3ynbTaTtoB aHanu3a v AeicTBUiA, NCXOAS U3 UTOFOB aHanu3a, A0/DKHbl NoAAepXuBaTbCsH B
paboyeM COCTOSSHUM B COOTBETCTBUN C 4.2.6.
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7.2.3 B3aumopgeiicTBMe OpraHoB BacTu ¢ NOTPe6UTENAMU U 3aUHTEPECOBaHHbIMW CTOPOHaMM

MoTpe6uTenb 1 Tam. rae ycTaHOBNEHO, 3aUHTEPEeCOBaHHbIe CTOPOHbI, JO/KHbLI 3HATb, UTO OpraH BnacTu
peanu3yeT cBoM (hyHKLWM M MOSTHOMOYUSI HaAMexalnm o6pa3oM 1 oTBeYaeT 3a CBOK AesiTeNbHOCTb, CTpe-
MsACb K 6onbleit addpekTnBHOCTU. OpraH BnacTu JO/DKEH MOBbIWATh yyacTue notpebuTeneii B npoueccax,
CBAI3@HHbIX C NpefocTaBfeHNneM NPOAYKUUN n/unu ycnyr ana 6onee NonHOM UX yAOBNETBOPEHHOCTU, a Takxe
o6ecneymBatb NPO3PaYHOCTb U COLMASIbHYI OTBETCTBEHHOCTbL CBOEW AESATEeNbHOCTU.

OpraH BacTu Ao/HKeH onpeAenuTb U OCyWecTBAATb 3P EKTUBHbIE Mepbl N0 NOAAEPXKAHWNIO CBA3MN C
noTpebuTeNnsAMmn 1 3anHTEPECOBAHHbLIMW CTOPOHAMU, Kacawluecs:

- MHPOpPMMPOBaHUA O TPpe6OoBaHMAX K KaYecTBy NpefocTaBNeHUs NPoAYyKUUN n/nunu ycnyr;

- NPOXOXAEeHUs1 3anpoca NoTpebuTens u Tam, rae ycTaHOBMEHO, 3aNPOCOB 3aMHTEPECOBAaHHbIX CTOPOH;

- 06paTHOli CBA3M C NOTPE6UTENAMMN N 3aNHTEPECOBaHHbLIMU CTOPOHAMMU.

[leicTBNS opraHa BNacTu AOJ/DKHbI GblTb HaNpaB/ieHbl Ha NpefoTBpalleHne nonyvyeHus chopMasbHol
npeTeH3nn nam xanobbl NoCcpeCTBOM CBOEBPEMEHHOIO aHann3a AaHHbiX, NOyYeHHbIX OT NOTpebuTens u 3a-
MHTEpecoBaHHbIX CTOPOH U OTMPaBKM ONepaTUBHOIO, NOJIHOTO, MOHATHOIO W BEX/IMBOTO oTBeTa uM. Cnepyet
YyCTaHOBWTb NpoLeaypy B3auMOAeCTBUA opraHa BnacTu ¢ NoTpe6butensaMy n 3anHTepecoBaHHbIMWU CTOPOHa-
MUW. BK/lOYaA perucrpayuio, aHaams u oTnpaBkKy OTBETOB Ha 3amnpochl.

[aHHble, Nofly4YeHHble N0 06paTHOM CBSA3M OT NoTpe6uTeneli N 3aMHTEPECOBaHHbLIX CTOPOH, HE06X0AUMO
nofsepratb NepuoanYeckoMy aHanunsy, T.K. OHU SIBASOTCA WCTOUYHWKOM UHbopmauuu onsa ynydyweHns ges-
TeNbHOCTW OpraHa BfacTu BHe 3aBWCHMOCTW OT MOTPEOHOCTV B MPOBEAEHWUU KOPPEKTUPYHOLWNX AelicTBUI U
HEo6X0ANMMOCTU NpeaynpexaeHnsa NOBTOPHOrO NOSB/EHNUS NPo6ieM.

OpraH BfacTu OO/KeH onpejensaTb COCTaB, OTBETCTBEHHOCTb, MO/IHOMOUYUSl, OCHOBHblE CBeAEHUs O
[esiTeNbHOCTU O6LLEeCTBEHHbIX COBETOB WM KOJNEerManbHblX OpraHoB, KOTOpble BK/KYeHbl B npoueaypy no
B3aVMOAEeNCTBMIO C NOTPEOUTENAMMN U 3aNHTEPECOBAHHbLIMU CTOPOHAMMU /151 PeLUeHNa BONPOCOB, TpeO6YoLnX
ny6/1nYHOro 06CyXaAeHUs. VIHdhopMauusa o coctaBe 1 AeATeNbHOCTU AaHHbIX COBETOB 1 OpraHoB cinefyeT cae-
naTtb OTKPbITOW, akTyaslbHOWN, AOCTYNHON, ucyepnbiBatoLeli 1 NOHATHOW ANA noTpebuTens.

7.3 TpoekTupoBaHue U paspaboTka NPOAYKLAN U/MAN YCaYTK

7.3.1 MnaHupoBaHne NpoeKTMpPoOBaHUa U pa3paboTku

OpraH BflacTU [OJ/DKEH NiaHMpoBaTb NPOLECcChbl MPOEKTUPOBaHMA M pa3paboTKu NpoayKuun n/unm yc-
Nyrn B COOTBETCTBUMU C 3aKOHOAATENbHLIMU U APYTMMU 0653aTeNibHbIMU Tpe6oBaHMAMU, U YyNpaBnATb 3TUMU
npoueccamu.

MpoekTuposaHune n paspaboTka NPOAYKLUN U/UAW YCNYTU AO/DKHbI 6bITb OPUEHTUPOBAHbLI Ha NOTPe6HOo-
CTN 1 0XMnAaHusa notpebuteneli n 3aMHTEPeCOBaHHbIX CTOPOH.

B xo4e nnaHupoBaHWS NPOEKTUPOBaHUSA M pa3paboTku opraH BNacTu AO/KEH YCTaHOBUTL 3Tanbl, Lenw,
pe3ynbTaTtbl, CPOKM, OTBETCTBEHHOCTb, MO/IHOMOYMNS U PEeCypCbl, COOTBETCTBYOLWME NOCTABEHHbIM LenaMm, a
Takxe hakTopbl, BAUAKOLWME HA NPOLECCHl, CBA3aHHbIe C APYTMMW YPOBHAMYU BNacTu.

B pamkax nnaHMpoBaHuUsi CTafunili NpoeKTMpoBaHus 1 pa3paboTku crefyeT yCTaHOBUTb METOAbl aHanm-
3a. Bepudpmkaymm n Banmgauumn, cCooTBeTCTBYOLWME KaXA0MYy aTany NpoekTupoBaHusa n pa3paboTku, onpege-
NUTb TpeboBaHNA K OTHETHOCTY.

Ha Bcex aTanax nnaHnpoBaHUA npouecca NPOeKTUPOBaHNA 1 pa3paboTKu AO/KEH ObITb onpefeneH He-
06X0ANMbIV Mepnog peanusalumn atanos NpoekTa v NpeaycMOTPeH aHann3 pe3ynbTaTtoB ¥ 3aTpar.

Pe3ynbTaTbl NNaHNpoBaHUA [O/MKHbI aKTyann3npoBaTbCs, eC/v 3T0 He06X0A4MMO, B MPoLecce MPOoeKTu-
poBaHuAa 1 paspaboTku.

7.3.2 BXopgHble gaHHble ANA NPOEKTUpOBaHMUA 1 pa3paboTku

OpraH B1acTu fO/KEH ONpPefennTb BXOAHbIE aHHble, CBA3aHHble C TpeboBaHMAMN K NPoAyKuMn u/nnu
ycnyre, a 3anucu o BXOAHbIX AaHHbIX NoAfep>KmsaTb B paboyeM COCTOAHUN B COOTBETCTBUMK C 4.2.6.

BxogHble AaHHble JO/DKHbI BKIOYATb:

- COOTBETCTBYHOLME 3aKOHOAATENbHbIE N HOPMATUBHbIE TpeboBaHWA, BAMAKOLLME HA AeATeNbHOCTb Op-
raHusauuu;

- XapakTepucTuKn NpoayKLuMU W/unau ycnyr, onpefeneHHble no pesynbTataM aHanu3a TpeboBaHwuii no-
TpebuTenei u 3anHTepecoBaHHbIX CTOPOH;

- TpeboBaHMs No obecneyeHno pecypcamu, Heo6XoAWMbIMU AN NpefocTaBNeHus NPOAYKUUU n/mnun
yecnyru;
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- MHhopMaLmio, B3ATYI0 U3 NpeAblAyLW X aHan0rMYHbIX NPOEKTOB M YCNeLlWHbIX MeponpusaTuii No npeao-
cTaBNeHno Npoaykummn / ycnyr opyrux opraHos Bnactu (tam, rge ato npuMeH1MMo);

-nobble gpyrue TpeboBaHWsA K NPOEKTUPOBaHWIO 1 pa3paboTke, pe3ynbTaTbl ONPOCOB, UCCNeA0BaHUA
N 0XunpaHuii notpebutenei.

[aHHble f0/KHbI aHaIN3NPOBaThCA Ha [OCTATOYHOCTb. TpeboBaHUs [O/KHbI 6bITb NOAHBIMU, HEABYC-
MbICNEHHbIMW 1 HEMPOTMBOPEUYNBbIMU. TpeboBaHUA AOMKHbI 6biTb ODOPMIEHbI 4OKYMEHTaNbHO (Hanpumep,
B hpopMe TEXHUYECKOro 3afaHus, pernameHTta) Takum obpasom, Y4To6bl 3TO faBaso BO3MOXHOCTb UX nocrne-
ayoouwein sepudnkaymm.

7.3.3 BbIXxoAHble faHHble NPOEKTUPOBAHNA U pa3paboTku

BbIXoAHble AaHHble MPOEKTUPOBAHWUA U pa3paboTKn fO0MKHbI ObiTb NpeacTaBieHbl B opme, Noaxoas-
el ana npoBefeHns BepuduKauny OTHOCMTENbHO BXOAHbIX TPE6OBAHMI K NPOEKTUPOBaHWIO U pa3paboTke,
a TaKke [0/DKHbl 6bITb 0PMLManbHO 0406PEHbI 40 MX NOCEAYIOLEro NCMOb30BaHNS.

BbIXO4HbIMY JaHHBIMU MPOEKTMPOBaHUA 1 pa3paboTKu ABAAITCA XapakTepucTukn NnpogykKuum n/unm yc-
nyru. BbIxogHble AaHHble [0/MKHbI BKAKYATb KpUTEpUK, NO3BONAIOWMNE OLEeHUTb COOTBETCTBUE NpegocTase-
HUA NPOAYKUUN U/MAWN YCNYTN YCTAHOB/IEHHbIM TpeboBaHUAM 1 06ecneynTb NpaBu/ibHOE UX UCNO/Ib30BaHue.

BbIXxOfHble faHHble MPOEKTUPOBaHNA U Pa3paboTKN AOMKHbI:

- COOTBETCTBOBATb BXOAHbIM TPeboBaHMAM K NPOEKTUPOBaHUIO 1 pa3paboTke (MOryT 6biTb pa3paboTaHbl
[ONONHUTENbHbIE UHCTPYKLUW, HOPMbI U PYKOBOZACTBA);

- obecrneynsaTb COOTBETCTBYIOLLYIO MHIOPMALMIO NO 3aKynkam ANa npefocTas/ieHns NpoAyKuun n/mnm
ycnyr u nocnegytouieMy o6cnyXxXusaHuio, ecin npuMeHumMo (Hanpumep, nHopmMauuio 06 ycnyre, pernaMmeHT
UKW cTaHgapT, NporpamMmmMy cofeiicTBUS NPOABUXEHWNIO YCAYTN UAWN BHYTPEHHIO NOMUTUKY);

- cofepxatb KpUTepuu nNpuemMku NpoayKUuMM W/VMNW YCAYTM UK CCbINIKW Ha HUX. a TakKXe MeXaHW3Mmbl
BHYTPeHHel Bepudmkaumym v oLeHKn NpoayKuun u/vunu ycnyru notpebutensamMu v tam rae Heo6xogumo 3a-
MHTEepeCcoBaHHOW CTOPOHOIA;

- onpefenaTb XxapakTepuUCTUKW NPOAYKUUW W/MNn ycnyru, cylwecTBeHHble Ans ee 6e3onacHoro v npa-
BUILHOIO UCMNOJ/Ib30BaHNA.

7.3.4 AHanus npoekTupoBaHua n paspaboTku

Ha cooTBeTCTBYIOLWMX 3TaNax fO/MKEH NPOBOANTLCA cUCTEMATUYECKUIA aHaNn3 NpoeKkTa un pa3paboTkn B
COOTBETCTBUW C 3an/aHNUPOBaHHBIMU MEPONPUATUAMMU B LENAX:

- OLleHMBaHUA CNOCOBHOCTU pe3ynbTaToB NPOEKTUPOBAHNA U Pa3paboTKu yA0BNETBOPATL Tpe6oBaHNAM
nocpeAcTBOM aHanm3a CTeneHn AOCTUXKEHUS 3an/aHMpOBaHHbIX pPe3ynbTaToB Ha COOTBETCTBYIOLMX aTanax
NPOeKTUPOBaHUA 1 pa3paboTku NpefocTaB/ieHns NPoAYKLMN N/Man ycnyru - oT nnaHnpoBaHna Ao Banujauuu;

- BbliB/IEHUS N0ObIX NPO6/IEM 1 BHECEHUSA NPEAIoXEeHNA N0 HEOO6XOAMMbIM AENCTBUAM.

K pa6oTe yyacTHUKOB aHann3a, KpOMe OTBETCTBEHHbIX 3a BbIMOJ/IHEHNE COOTBETCTBYOLWUX 3TAMNO0B, Cne-
AyeT npusfiekaTb CNeunasnucTtoB M OTBETCTBEHHbIX 3a MpefocTaB/ieHne NPoAyKUUW M/Man ycnyru, a takke
npeacTasutenein notpedbutenein n 4pyrnx 3amHTepecoBaHHbIX CTOPOH.

3anucu pes3ynbTaTtoB aHanM3a U BCceX HeobXoAMMbIX AeWCTBUI A0MXHbI NoAAepXunBatbca B paboyem
COCTOAHUMN B COOTBETCTBUM C 4.2.6.

MNMpnmeyvyaHne — Pe3ynbTarbl aHa/IM3a Kaxkaoro arana MoryT 6bITb Oq)OpMI'IeHbI B BMAe OoT4yeTa C BK/NKYEHNEM
B HEero npoToOKO/10B, akToB, 3aK/IHYEHN C ONMCaHNEM BO3HMKLIMX B Xxoge pa60T npoﬁneM N NMPUHATBLIX N0 HUM peuJeHMI?‘I.
OT4yeT Nno aHa/IM3y atana HEOGXO,CI,VIMO paccmaTtpuBaTtb Npu aHasin3e nocneaywoulero artana.

7.3.5 Bepudukaumsa npoekTMpoBaHusa n pa3paboTku

Bepudunkauma gomkHa OCyLW,ecTBAATbCA B COOTBETCTBMM C 3anjaHMpPOBaHHbIMU MEpOonpuUATUAMU C
Lenbl yAOCTOBEPUTLCSH, YTO BbIXOAHbIE AaHHble NPOEeKTUPOBaHUA M pa3paboTkn COOTBETCTBYIOT BXOAHbIM
TpeboBaHNAM COr/1acHO PUCYHKY 1.

JleaTenbHOCTb NO Bepuukaumy MoxeT 6bITb OCyLlecTB/eHa cneynanuctamy opraHa Bnactu, He yda-
CTBOBAaBLUVMY B NPOEKTUPOBAHUN U pa3paboTke, WK C NPUBAEYEHNEM BHELUHUX CneumManncToB.

Ecnn Bepudukauns ykasblBaeT Ha TO, YTO pe3y/bTaT He COOTBETCTBYET BXOAHbIM AaHHbIM, cnefyeT pas-
paboTaTb 1 OCYyLW,EeCTBUTb HEOOXOANMYIO KOPPEKLMIO NN KOppeKTupylLlwme feliictBus. PesynbTaTbl BbiNO/HE-
HUSA KOPPEKUUN WIN KOPPEKTUPYHLNX AeACTBUI AO/MKHbI 6bITb PpacCMOTPEHbI NMPU NOC/AeaywWwem aHanmse
NPOEeKTUPOBaHUA 1 pa3paboTKu.

3anucu pes3ynbTtatoB BepudmMKaLmm n Bcex HeobxoanmblX 4eliCTBUI AOMKHbI NogaepxuBaTbcsa B pabo-
YyeM COCTOAHWN B COOTBETCTBUYU C 4.2.6.
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PucyHok 1— Cxema B3a/MOCBS3W aHann3a, Bepudukaum v Banuaaumm npy npoeKTMpoBaHum
1 paspaboTke NPOAYKLMN W/Mnn ycnyri

7.3.6 Banugauua npoekTUpoBaHua n paspaboTku

Banupauua npoekta u pa3paboTKu A0MXKHA OCYLW,ECTBAATLCA B COOTBETCTBUM C 3anfaHWpOBaHHbIMMW
MeponpuATUSAMM C Leblo YAOCTOBEPUTLCA, UTO NONyYEHHAs B pe3ynbTaTe NpoAyKuusa U/unv ycnyra cooTBeT-
CTBYIOT Tpe60oBaHNAM K yCTAHOBJIEHHOMY WX NpejnosiaraeMoMy UCMOJIb30BaHUIO, eC/IN OHO U3BECTHO.

Banupauunio Heo6xo4MMO NPOBOAUTL HA 3aKAOUYUTEILHOM 3Tamne npolecca NPOeKTMpoBaHusa 1 paspa-
60TKM.

B cnyyae Heo6xo4MMOCTM Banugauusi MoXeT ObiTb OCyLWleCTBAeHa C yyacTuem npefcTaBUTeNbHOM
rpynnel noTpe6uteneii.

[Ae aTo NpakTUYeckn BO3MOXHO, Banmaumna gonxHa 6biTb 3aBeplieHa 40 npegocTaBfeHns npogyKuum
n/vwnn ycnyru. 3anucu pesynbtaToB Banugaunv 1 BCex He0O6XO0ANMbIX AeACTBU A0MKHbI NOAAEPXKNBATLCA B
paboyem COCTOSIHUN B COOTBETCTBUM C 4.2.6.

7.3.7 YnpaBneHne naMeHeHUsAMN NpoeKTUupoBaHusa 1 paspaboTku

N3MeHeHns [0/MKHbI 6biTb NpoaHann3npoBaHbl, BepuduunMpoBaHbl U BannAMpoBaHbl COOTBETCTBYIO-
wum obpasom, a Takke 0406peHbl 40 BHECEHUS.

AHann3 n3MeHeHun npoekTa n pas3paboTkn AO/KEH BKAOYATb B Ce6S OLEHKY BAWAHUA U3MEHEHU Ha
COCTaBHblE YaCTU U y)Xe NOCTaBJ/IEHHYI0 NMPOAYKLMIO U/MNN ycnyry.

AHanNM3 N3MeHeHUn NPOeKTUPOBaHUA N Pa3paboTKN AOMKEH BKAOYATb OLEHKY BAUSHUS U3MEHEHUI Ha
npoueccbl CUCTEMbI MeHeXMeHTa KayecTBa, a Takke Ha yA40BNeTBOPEHHOCTb noTpebutenein n apyrux 3a-
NHTEePEeCOBaHHbIX CTOPOH.

3anucu pe3ynbTaToB aHanM3a U3MeHeHUA N N0 6bIX HEO6XOAMMbIX AENCTBUI AOMKHLI NOAAEPXMBATLCS
B paboyeM COCTOAHWUW B COOTBETCTBUN C 4.2.6.

MpumevyaHne — VI3MEHEHWsI MPKU NPOEKTVPOBaHWM W pa3paboTke MOrYT GbiTb 0GYCMOBMEHbI pPe3y/bTaTamu
aHanu3a aTanos pa6oT, BepuchmKalmy 1 BanugaLmm, a Takke HOBbIMW TpeGoBaHWSAIMU NOTPeGUTeNeli co3faBaemoli npo-
LYKUMM M/Vnn yenyrn n pyrmx 3aMHTEPECOBaHHbIX CTOPOH.

7.4 3akynku

7.4.1 Tpouecc 3aKynok

3aKkynku B opraHe BAacTW AOJ/DKHbI OCYLLECTBAATHCA C Le/blo 06ecnevyeHns NpoLeccoB CUCTEMbl Me-
He[XXMeHTa KayecTBa npoAykumei, pabotamm u ycnyramum TpebyemMoro kayectsa u konuyectsa. Heob6xoanmo
obecneunTb COOTBETCTBME MpoLecca 3akyrnok 3akoHojaTeflbHbIM 1 06513aTe/lbHbIM Tpe6oBaHUAM.

OpraH BfiacTu Ao/DKeH uaeHTuduumposatb TpeboBaHUa AN 3aKynaeMbix NpoAyKuum, paboT n ycnyr.

BxofoM B npouecc 3akynku [O/DKHbl ObiTb 3as8BKU Ha nNpuobpeTeHne Heo6XO04MMbIX PeCypCcoB, Ha OcC-
HOBE KOTOpbIX onpefensercs NOTPeBHOCTb B 3aKynkax 1 TpeboBaHWA K 3aKynaembiM npoayKuuu, pabotam u
ycnyram.

B xofe npouecca 3aKkynok opraH BnacTu [OJ/HKeH OCyLWecTB/ISATb OLEeHKY 1 BbIGOp MOCTaBLMKOB Ha OC-
HOBE MX CMOCOBGHOCTU MOCTaBNATb NPOAYKLUMIO, paboTbl U YyCAyrn B COOTBETCTBUM C TpeboBaHUSAMU OpraHa.
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JomkHbl 6bITb pa3paboTaHbl KpUTepun 0T60pa, OL,EeHKM M MOBTOPHOI OLLEeHKM MOCTaBLLMKOB. TUM U CTeneHb
ynpasfeHns, npuMeHsemMble N0 OTHOLWEHWI0 K NOCTaBLIMKY M 3aKynaeMbiM Npoaykuuun, pabotam u ycnyram,
[OJDKHbI 6bITb OnNpejAenieHbl U 3aBUCeTb OT WX BO3AEWCTBUS Ha nocnefykolime cTagun XU3HEHHOTo Lukna
npegocTas/eHns NPOAYKUUN U/MAn yCayri.

3anucu pe3ynbTaTtoB OLEHUBaHUA N N06bIX HEOOXOANMBIX AEACTBUIA, BbITEKAIOLWMNX U3 OLEHKWN, AO0MKHbI
nogfepxusartbca B paboyem COCTOSAHUM B COOTBETCTBUN C 4.2.6.

7.4.2 Vuhopmaymna o 3akynkax

WNHopmayma no 3akynkam Aos/HkKHa OnucbiBaTb 3akasaHHble ToBapbl, paboThl v ycnyru, BkAYas, rae
3TO Heobxogumo, TpeboBaHua:

- K othuymanbHoMy ofo6peHuno npoaykumm, paboT n ycnyr, npoueayp, Npoueccos n 060pyAoBaHuUs;

- K KBanuunkauum paboTHUKOB;

- KCUCTEME MeHe[)XKMeHTa KayecTsa nocrasLymKa.

OpraH BfacTn fo/mxeH obecneunBaTtb afjeKBaTHOCTb YCTAHOB/IEHHbIX TPe6OBaHMNI K 3aKynaembiM TOBa-
pam. paboTtam v ycnyram 4o nepegayv ux nocrtasLinky. JOKyMeHTauus no 3akynkam Ao/mkHa 6biTb npoaHa-
nu3nposaHa u ogobpeHa KOMMNETEHTHbIMU YNOHOMOYEHHbIMW paboTHUKaMuK opraHa BnacTu 40 ee nepejayun
NOCTaBLYUKY.

7.4.3 Bepudukaumsa 3akynneHHon npoaykumm, pabot n ycnyr

OpraH BnacTn fo/KeH pa3pabotatb U OCYLWECTBAATL KOHTPO/b UK APYTYI0 AeATeNbHOCTb, Heobxoau-
Myt0 4515 obecrneyeHns COOTBETCTBMSA 3aKyM/IeHHbIX TOBApOB, paboT 1 yCNyr ycTaHOBMEHHbIM TpeboBaHNAaM K
HUM. Bce 3akynieHHble Npoaykuuun, paboTbl U ycnyru nognexar Bepudukaunn. na atoro B cucteme MeHepq-
XMeHTa KayecTBa fo/kHa 6bITb YCTaHOBNEHA npoueaypa, npegycmarpusatoLas;

- NNaHnpoBaHue NPOBEPOK 3aKyMNAEeHHbIX MPOAYKLUMM, paboT 1 yCcayr ycTaHOBMEHHbIM TpeboBaHMAM;

- NOPAA0K NPOBeAEHNS NPOBEPOK;

- f,elicTBUSA, He06X0AMMbIE AN YCTPAHEeHUss 06HAPYXXEeHHbIX HECOOTBETCTBUIA.

Ecnu opraH Bnacti unun ee notpebutens npegnonaraeT ocywecTBUTb Bepuurkaymio npogykunm, padot
N yCcnyry noctasLiMKa, TO OH AO/XKEH YCTAHOBUTbL Mepbl Mo BepudmKaunm, NopsagokK Bbinycka npogykuuu, pa-
60T 1 ycnyr n nHopmaumio no 3akynkam.

7.5 TpepocTaBneHne NpoayKuun n/mnn ycnyrm

7.5.1 YnpaBneHue npefocTtaB/ieHMEM NpoOAYKUUN U/MNN yCNyrn

OpraH BnacTn fo/HKeH nnaHMposaTb U NPefoCcTaBNATb NPOAYKUMIO U/MN yCNyry B ynpas/isieMblX YC0-
BUSAX.

MpepoctaBneHve NpoayKLMn/ycnyrn opraHom BNacTu AO/MKHO yA0BNEeTBOPATH TpeboBaHWsaAM No nUx Ao-
CTYMHOCTW ANA noTpebuTenei n Apyrnx 3anHTepecoBaHHbIX CTOPOH.

Ynpasnsemble yCNoBMA LO/KHbI NpegycMatpuBarh:

- HanMuyme fOKYMEHTOB, ONUCHIBALLMX XapaKTepucTUKn NpoayKLumMn n/mnn ycnyru;

- Ha/M4yne npoueayp, NHCTPYKUWIA, pernameHToB, CTaHAapPTOB NpefoCcTaB/eHNs NPoAyKUUN nuav ycnyru;

- MpUMeHeHne MoAXoAswWwero o6opyAoBaHUsi, HeO6X0AMMOro AN NpeAocTaBfeHns NpPoAyKuuu u/mnu
ycnyru.

- Hannune Tpebyemoli kBanndukauum paboTHUKOB (BK/OYasA FOCYAapCTBEHHbIX CAYXaLnx) ANa pe3yb-
TaTUBHOMO M 3P (PEKTUBHOrO ynpas/ieHNs 1 BbINOSHEHNA paboT;

- Hanmyme n NpUMeHeHne KOHTPOJIbHbIX U U3MEpPUTENbHBLIX CPefCTB;

- NpoBejAeHNe MOHWUTOPMHIA U N3MepeHnii NnpeAocTaBaaeMol NPOAYKLUUN N/MAN YCAYTU N CBA3AHHbIX C
HUMMN NPOLECCOB;

- ocylwecTB/eHWe NOATBEPXKAEHUA COOTBETCTBMA MpefoCcTaBNAeMOoin NpoayKUuun n/mnu ycnyru yctaHoB-
NIeHHbIM Tpe60oBaHNAM, NPOBefeHe pacCMOTPEeHUs Xanob notTpebuTtenell N Apyrnx 3aMHTEPeCcoBaHHbIX CTOPOH.

7.5.2 Banupauus npoueccos npefocTtaBieHnsa NpoayKuuu n/mnun ycnyru

OpraH BnacTu 4O/HKEH BaAuaMpoBaTb BCe NpoLecchl NpefocTaBneHns NpoayKumu/ycnyru. pesynbTarhbl
KOTOPbIX HE MOTYT 6bITb BEpUMULMPOBaHbLI NOCNEAYOWUM MOHUTOPUHIOM WU U3MEPEHUSMU, U3-3a Yero He-
[oCTaTKN CTAHOBATCA OYEBUAHLIMU TOMILKO NOC/IE Havyana UCnosb30BaHnA NPoayKLUn/ycnyru.

Banugauuna gomkHa AeMOHCTPMpOBaTh CMOCOBHOCTb 3TUX MPOLECCOB AOCTUraTb 3annaHWpOBaHHbIX
pe3ynbtaTtoB. [1519 o6ecneyeHunsa BbIMOJIHEHUA 3TUX NPOLLECCOB OpraH B/acT AO/HKEH pa3paboTarb COOTBET-
CTBYIHOLLYIO Mpoueaypy, a Takke KpUTepUn aHannsa u OLEeHKN BbINOMIHEHNS YCTAHOB/IEHHbLIX NpoLeaypol ae-
cTBWiA. OpraH BnacTu Jo/mKeH pa3paboTartb Mepbl MO 3TUM Npoleccam, B TOM Yuc/e TaM. rae 3T0 NPUMEHNMO:

- onpefeneHHble KpUTepUn 1 MeToabl 4N aHanm3a u yTBepXAeHNa NPoLeccoB Ha NnpegMeT UX cnocoo6-
HOCTU foCcTUraTh 3anjaHupoBaHHble pe3ynbTathl.
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- yTBEpPXAEeHue cooTBeTCTBYOLLero 060pyAoBaHnsa, NHPPaACTPYKTYpbl N KBanudukaynm paboTHUKOB;

- NPUMeHeHne KOHKPETHbIX MeTOA0B 1 npoueayp;

- Tpe6oBaHNA K 3anucam;

- NOBTOPHYIO Banugaumio.

7.5.3 NpeHTuukayuns n npocnexnmsaeMocTb NpefocTaBaeHns NPpoAYKUUN N/nau ycnyru

Ecnn 3To BO3MOXHO 1 Lenecoo6pasHo, opraH BfacTu JO/KeH WAeHTUdMLMpoBaTb cTaTtyc u npocne-
XMBAeMoCTb NPOAYKUMN U/MAWN YCAYTM NO OTHOLEHWI0 K TpeboBaHUAM MOHUTOPUHIA U U3MEPEHU Ha Bcex
cTagnax ee NpefoCTaBNEHUS;

- ANA onpejeneHns COOTBETCTBMA MPOAYKLMN U/WAN YCYTN YCTAHOBMNEHHbIM 3aKOHOAATeNbHbIM U HOp-
MaTWBHbIM TpeboBaHNAM, TpeboBaHMAM noTpebutesnein n apyrum obasaTenbHbIM TpeboBaHUAM;

- N8 NpoBeAeHNsa aHanu3a pe3ynbTaToB NpefocTaBAeHNs NPoAYKUMU N/MAn ycnyru, onpefeneHns co-
LManbHO-3KOHOMUYECKUX NpenMyLLecTB A1 NoTpebuTeneii n 3anHTepecoBaHHbIX CTOPOH;

- AN BO3MOXHOCTW ONMpefeneHnss NpUu4MH HecooTBETCTBUI MPU PacCMOTPEHMMN Xanob 1 npeTeHsnii K
[leaTeNlbHOCTN opraHa BnacTu.

Ecnn npocnexusaemocTb ABNseTcA TpeboBaHMeMm, TO HE06X0AUMO yNpaBnATb cneunanbHoi NaeHTu-
hukaumneit n nogaepxunsaTte B paboyem COCTOSIHUM 3anuCu B COOTBETCTBUM C 4.2.6, BKAOYaWLW e gaHHble O;

- NpepocTaBAsieMbIX NPOAYKUNN n/unu ycnyre;

- Ha3HayeHun, mecTe u faTte/mepuoge npefocTaBaeHNa NPOAYKLUUN N/MAN yCayTu:

- paboTHUKax opraHa BnacTu u/uam notTpebuTenax, 3anHTepecoBaHHbIX CTOPOHAX, BOB/IEYEHHbIX B NPO-
Lieccbl NpegocTaBeHUs NPoAYyKUUN n/nnu ycnyru;

- NOCTYNMBLUMX 3anpocax, 3asaBAeHnsAX 1 Xkanobax notpebuteneii, oTeeTax Ha obpaleHns.

Mpn He06X0AMMOCTN NPUBEAEHHbI NepeyeHb 3anuceil MoXeT 6bITb JONO/IHEH B COOTBETCTBUM C 4.2.6.

MpumevaHusna

1 MaeHTudimkauma npouecca— ycTaHOBNEHVE NOANMHHOCTY NpoLecca NpefocTaBneHns NpoayKumMmn n/nnm ycnyrm
OCHOBHbIM XapakTepucTnkam. VigeHTndrkaLums no3BoiseT OT/IMUNTb AaHHbI NpoLecc NpefocTaBneHns MpoayKLuum Wm
ycnyrv ot Apyrux npoLeccos.

2 lMpocnexmBaemMoCTb — BO3MOXHOCTb NPOCNEANTL BbINO/IHEHME MPOLLECCOB NMPeAoCcTasNeHns NPoAyKumMn W m
yCnyr v BO3HUKHOBEHVE HECOOTBETCTBUNA.

7.5.4 CobcTBEHHOCTb NoTpebutens

OpraH BnacTu AO/HKEH NPosABAATbL 3a60Ty O COGCTBEHHOCTM NOTpebuTens, noka oHa Haxo4uTCA Moj
ynpaB/ieHMeM opraHa BAacTu UM UCMOMb3YeTcsa M.

OpraH BfacTu fo/HKeH naeHtudrymposatb, BepudunLmpoBaTh, 3awWmiaTe U COXPaHATb COGCTBEHHOCTb
noTpebuTens, NpeaocTaBNeHHY0 A1 UCNONb30BaHNS U BK/IOYEHUA B NPeAocTaBAsieMble NPOAYKUUIO n/nnn
ycnyry. 3a6oTta 0 CO6CTBEHHOCTU MOTPe6UTeNns Lo/HKHA COOTBETCTBOBaTL TPEGOBaHUSM AeiCcTBYOWEro 3a-
KOHOoZaTenbcTBa U/unu gorosopa. Ecnu npasmna B 3TOM OTHOLWEHWUW He YCTAHOB/IEHbI, OPraH BNacTu AOHKEH
paspaboTaTb AOKYMEHTMPOBAHHYIO Npouedypy, obecneuvBaolylo 3aluTy COGCTBEHHOCTN noTpe6utenei,
BK/OYas cnocobbl ee naeHTudukaymm, sepudumkaLmm n COXpaHHOCTN B opraHe Bnactu. Ecnm co6CTBEHHOCTb
noTpebuTens ytepsiHa, NOBpeXAeHa UM Npu3HaHa HeNpuroAHoi ANa UCNONb30BaHWA, OpraH BNacTu AOHKEH
n3BecTUTb 06 3TOM MOTPe6UTena U NogAepXunBaTb COOTBETCTBYHOLIME 3anncyu B paboyem COCTOSSHUW B CO-
OTBETCTBUM C 4.2.6. a TaKKe HeCTU OTBETCTBEHHOCTb 3a M0G0l yu,ep6 B COOTBETCTBUM C YCTAHOBNEHHbLIMYU
npoueaypamMmu opraHa BfacTv u felicTBYOLWUMN HOPMATUBHbLIMU MPaBOBbLIMU aKkTaMu.

MpumevaHnsa

1 Co6CTBEHHOCTL NOTPEGUTENI MOXET BK/IIOYATb B CE651 UHTE/IEKTYasIbHYI0 COBCTBEHHOCTb U CBEAEHUSA JIMYHOTO
xapakTepa. K Hell MOXeT 6bITb OTHeCeHa MHJopMaLms, NpefocTaBieHHas noTpebuTenemM 1 Hocsalwas KOHUAeHUab-
HbI XapaKTep 1 He noj/iexallas orfiacke.

2 OpraH BnacTu [MIOXeT yCTaHOBUTb NPOLLECChl 3aLLMTbl UHTENIEKTYasIbHO COBCTBEHHOCTY €ro NOCTaBLUYKOB. ITa
3almra [o/mkHa 6bITb BbINOHEHA B COOTBETCTBUM C BHYTPEHHVMM Npouedypamu opraHa. Mpu sTom [0/KHbI BbiTb Npo-
aHaM3KpoBaHbl NpefyCMOTPEHHbIe MPoLeypamm B3aMMOLenCcTBIs C permoHasibHbIMU uunu hegepanbHbIMU YPOBHSAMM
BM1aCTu.

7.5.5 CoxpaHeHue cOOTBETCTBUSA NpefocTaBAsaemMoil NpoayKuun n/vnu ycnyru

OpraH BnacTu JO/KEH COXPaHATb COOTBETCTBME NpeAocTaBfisieMblX NPOAYKUMN W/WAK ycnyr nocpej-
CTBOM yyeTa, ugeHTudunKaymm v co3faHns yciaoBuii ANa X COXPaHHOCTK.

Ecnu pe3ynbTatom npefocTas/ieHUs YyCNyru ABAsSETCSA MaTepuanbHas nNnpoayKuus, To opraH BnacTn gon-
XEeH coxpaHATb NPOoAYKLMI0 B X04e BHYTPeHHeil 06paboTku u B npoLecce NOoCTaBKM K MeCTy HasHauvyeHus
AN noajepXaHus ee cCOOTBETCTBUA YCTAHOBJIEHHbIM TpeboBaHuaM. Ecnn aTo NnpyMeHMMO, coxpaHeHue co-
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OTBETCTBUA MPOAYKUUN [O/MKHO BKAOYATb MAEHTUUKALMUIO, NOTPYy304HO-pa3rpy30yHbie paboTsl, YNnakoBKy,
XpaHeHue n 3awuTty. TpeboBaHNe COXpaHeHNs COOTBETCTBUA AO/MKHO GbiTh TAKXKE MPUMEHEHO U K COCTaBHbIM
yacTam npoaykuun. Mpu pa3paboTke COOTBETCTBYOLWMX TpeboBaHMl K npoueccam, CBA3aHHbIM C 06paboT-
KO, XpaHeHWeM, yrnakKoBKOM, OTrpy3KOW, XpaHEeHUEeM 1 3aliuMToi NPoAYyKLMK, OpraH BAacTu AO/KEH y4YecTb
BCe MPUMeHUMble 3akoHofaTeflbHble, 06a3aTeflbHble, CaHUTapHbIe U TUTMEHWYeckne Tpe6GoBaHUA, a Takxe
Tpe6oBaHuA, NpeabsaBaseMble K 6e30NacHOCTH.

MpumevyaHne — OB6GNACTb NPUMEHEHNSI 1 COXPAHEHME COOTBETCTBUS 3aBUCHAT OT KOIMYECTBA U TUNa NOCTaB-
NSIeMbIX NPOAYKLMW /WKW NpefoCcTaBsieMbIX YCyT opraHa BfacTv (AOKyMeHTbI, MHCOPMaLMs, YCM0BWSI NoAAepXaHus
KOHKYPEHLW, 06bEKTbI CTPOUTENLCTBA U AP.).

7.5.6 YnpaBneHue 060pyLOBaHNEM A1 MOHUTOPUHIA N U3MEPEHNTI

OpraH BnacTu A0/MKeH onpeaenuTb MOHUTOPUHT U U3MepeHUs, KOoTopble NPeAcTOUT OCcyLlWecTBNATb, a
TaKke 060pyfoBaHue 4S9 MOHUTOPWUHTA K U3MepeHuii, Heobxoanmoe AN o6ecnevyeHns CBUAETENbCTB COOT-
BETCTBMS MPOAYKLMN U/WIN YCNYrn YCTaHOB/IEHHbIM Tpeb6oBaHmaM. OpraH BnacTu AO/KEH YyCTaHOBUTb Mpo-
Leccbl 4na obecneyeHnsa TOro, YTo6bl MOHUTOPUHT U U3MEPEHUS MOTNN GbiTb BbINOMHEHbLI U B AENCTBUTENb-
HOCTYU ObININ BbINO/IHEHbI B COOTBETCTBUU C TPE6OBAHUAMU K HUM.

[na 3TOro opraH BAacTu [O/IKEH:

- onpeaennTb BUA 060pyAOBaHNSA, HEOOXOAUMOrO AN1A MOHUTOPUHIA U U3MEpPeHns, Tam, rae aTo npu-
MeHUMO (Hanpumep, COOTBETCTBYOLWEE NPOrpaMMHOE CPefCTBO);

- YCTaHOBUTb MEPUOLMNYHOCTb, MpaBuia n NOPsiJOK NPOBEAEHUS MOHUTOPUHIA U U3MEPEHWIA;

- onpeaennTb U BECTU 3anucy No pesynbTaTamM MOHWTOPUHIa U U3MepeHnil B CoOoTBEeTCTBUU € 4.2.6 Ha-
cTosLero ctaHaapTa;

- NPOBOAUTL PErynsipHblii KOHTPO/b 060PYA0BaHNS U OLEHKY 4OCTOBEPHOCTU pe3ybTaToB N3MepPEHMWii;

- obecneynTb 3awWuTy 060pyA0BaHNA OT YXYALIEHUSA ero COCTOAHUA B X0Ae aKCnnyaTauun, TeXHN4ecKo-
ro 06CNyXnBaHUA N XpaHeHus.

Tam, rge Heobxogmmo obecneynsBatb MMelOLME 3aKOHHYI CUy pe3ynbTaTbl, 060pyfoBaHMue [0/KHO
ObITb:

- 0TKannbpoBaHo WM/MAN NOBEPEHO B yCTAHOB/IEHHbIE NEPUOAbI UV Nepej ero NpUMMeHeHnem no atano-
Ham. nepejawuluMm pasmepbl eAUHUL, B CPABHEHUWN C MEXAYHapOoAHbIMU WUW HaLWOHa/IbHbIMWU 3TaJlOHaMU.
Mpu oTCYyTCTBUM Takux 3TanoOHOB 6a3a, ucnonb3yemas AN8 KannbpoBKU WAM NOBEPKM, JO/DKHA 6biTh 3aperu-
cTpupoBaHa;

- OTPerysinpoBaHo Uan NOBTOPHO OTPEry/IMPOBAHO MO Mepe HeO6X0ANMOCTH;

- MAEHTUMULNPOBAHO C Liefiblo YCTAHOB/IEHNA cTaTyca NoBepKu n KannbpoBku;

- 3aliMLLeHO OT perynpoBOoK, KOTopble caenanu 6ol HefelicTBUTEeNbHbIMY pe3ybTaTbl U3MepeHus;

- 3aliMLIEeHO OT NOBPEXAEHUA U YXYALWEHNA COCTOSAHUA B Xofe obpalleHus, TeXHNYecKoro o6cnyxuea-
HUSI 1 XpaHeHus.

Kpome Toro, opraH BnacTvt fO/KEH OLEHUTb U 3aperncTpupoBaTb NPaBOMOYHOCTb NpeablayLWnx pesynb-
TaToB U3MeEpEHUs, ecnm obHapyXeHo, YTo obopyfoBaHMe He COOTBETCTBYET TpeboBaHWAM, U NpefnpuHATL
COOTBETCTBYIOLLME AENCTBUSA B OTHOLIEHUU Takoro 060pyAoBaHMsA W 060 M3MepeHHOW npoaykuun wn/mnm
ycnyre.

3anucu pesynbTatoB KaiMbpoBKU U NMOBEPKU A0/XKHbI NOAAEPXMBATLCA B paboyeM COCTOSIHUWU B COOT-
BEeTCTBUN C 4.2.6.

Ecnu npy MOHUTOPUHTE U U3MEPEHUN YCTAHOBNEHHbIX TpeboBaHWii MCNOMb3YIOT KOMNbIOTEPHbIE NPO-
rpaMMHble cpefcTBa, MX CNOCOOGHOCTb YAOBMETBOPATbL npegnonaraeMomy MpUMEHeHUo npeaBapuTenbHo
[Oo/MKHa 6bITh NOATBEPXAEHA M MOBTOPHO NOATBEPXAEHA N0 Mepe HEOBXOAUMOCTH.

YnpaBneHne 060pyf0oBaHveM A8 MOHUTOPUHIA U U3MePEeHUI O/KHO OCYLLEeCTBASATLCA Ha NpUHLMNax
6ecnpucTpacTHOCTU, HE3aBUCUMOCTU JO/HKHOCTHBIMY NNLLAMU OpraHa BNacTu, He 3auHTepecoBaHHbIMU B pe-
3yfibTaTax n3mMepeHuii.

8 Tpe6oBaHUSi K MOHUTOPWHTY, U3MEPEHUI0, aHa/TU3Y 1 YyYLLEHUIO

8.1 O6uwmre NoNoXxeHns

[Ons o6ecneyeHus COOTBETCTBUSI NPeLOCTaBASEMbIX NPOAYKLUN U/WAN YCNYT yCTAHOBNEHHbIM Tpe6oBa-
HUSIM 1 NOBbILWEHUSA pe3yNbTaTUBHOCTU CUCTEMbI MEHEI)KMEHTA KauecTBa opraHy BnacTu Heo6xXoANMO nnaHu-
poBaTb U MPUMEHATL NPOLLECChI MOHUTOPUHTA, NU3MEPEHWNSA, aHanu3a u ynydlleHus.
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OpraH BNactu JO/IXeH onpefennTb COOTBETCTBYIOLME CPeACcTBa AN MOHUTOPWHIA, U3MepeHus, aHa-
in3a 1 ynydleHnii NpoLeccoB CUCTEMbI MEHEAXXMEHTA KayecTBa. DTO JO/KHO BK/OUYATb oNpejeneHe npu-
MEHMMbIX METOAO0B, B TOM YMC/Ie CTATUCTUUECKUX, N 06/1aCTb UX UCMOMb30BaHNs. Pe3ynbTaTbl MOHUTOPUHTA U
M3MepeHns A0/MKHbI NO3BONUTL 4EMOHCTPUPOBATL COOTBETCTBME NPOAYKLUN U/MAW YCAYTN 3aKOHOA4ATENbHbIM
TpeboBaHUsIM U TpeboBaHUSAM NOTpe6uTeneil, a TakKe COOTBETCTBME CUCTEMbI MEHE)KMEHTA KauecTBa BCEM
yCTaHOB/IEHHbIM TPE6OBAHMAM OpraHa BfacTy.

MOHWTOPUHT ¥ U3MepPeHNs AO/MKHbI NPOBOAUTLCA Yepe3 onpefesieHHble UHTepBasibl BPEMEHN U 0XBa-
TbiBaTb TaM. r4e NPYMEHUMO, MPOAYKUUIO M/UNKU ycnyry, npefocTaBisieMble OpraHoOM BfacTy U BXOAsWMe B
o6nacTb pacnpocTpaHeHUs CUCTEMbl MEHeIKMEHTA KayecTBa, NPOLEeCcChl CUCTEMbl MEHeI)KMEHTa KayecTsa
MO OTHOLIEHUIO K YCTAHOB/IEHHLIM TPE60BaHUAM, MONUTUKAM U LeNsm.

8.2 MOHWUTOPUHT N U3MEpPeHne

8.2.1 Y[0oBNeTBOpPEHHOCTb NoTpebutenei

OpraH BNnacTtu A0/HKeH NPOBOAUTL MOHUTOPUHT 1 U3MepeHne MHopmaLlmmn, KacatwLweica BocnpuaTns
noTpeouTensamMun u. rae BO3MOXHO, 3aMHTEPECOBAHHbIMU CTOPOHAaMM, CTEMEHU BbIMOTHEHUSI X Tpe6oBaHUA,
KaK 0iHOro U3 cnocob6oB M3MepeHus paboTbl CUCTEMbI MEHEeXXMEHTA KayecTBa.

J0/MKHbI 6bITh YCTAHOBNEHbI METOAbl NOSYYEHUS U OLEeHKW MHdopmauun o6 ya0BAETBOPEHHOCTU NO-
TpebuTeneii. BKNYas 06MeH MHopMaLmein ¢ 3auHTEPECOBaHHbIMY CTOPOHAMM, a TaKXe MeToAbl UCNO/b30-
BaHWA 3TON MHOpMaunu.

MpumevaHnsa

1 [aHHble MOHWTOPUHIa YAOBNETBOPEHHOCTY MOTpebuTeneii JO/MKHbI NPeAoCTaBUTb AOCTOBEPHYIO M 3Haualllyto
MHhopMaLio 06 yA0BNETBOPEHHOCTU 1 NpuopuTeTax notpebuteneii. na aHannsa nHdopmavmm 06 yaoBn1eTBOPEHHOCTH
noTpebuTeneli, 3aMHTepecoBaHHbIX CTOPOH OpraH BacT MOXET UCMO/b30BaTb:

- pesynbTaTbl MOHUTOPWHIA U U3MEPEHUIA NPOLLECCOB CUCTEMbI MEHeDKMEHTa KauecTBa;

- AaHHble aHa/IM3a obpalleHunii noTpebuTeneil, cogepxallyx MHpopmauuio 06 X ya0BIETBOPEHHOCTY;

- Lenesble Onpochbl:

- l@HHble Hay4HO-UCcCeoBaTe IbCKMX PaboT, cneLnaibHO 3aKa3aHHbIX OpraHoM B/1acTu.

2 Onpoc noTpebuTenein MoOXeT BbIsIBNIATb MHEHVE 1 OLeHKy 06 ypoBHe NpotheccroHaslbHbIX Ka4ecTB paboTHNKOB;
06 YpOBHEe /INYHOCTHBIX Ka4ecTB pabOTHVKOB; O COGMIOAEHNN perlaMmeHToB, TpeboBaHUil K NpeaocTaBISeMOoii OpraHom
BNaCTV NPOAYKLUMU n/vnmn ycnyre; 0 AOCTYNHOCTU UHApopMaL O NpoayKumn unnum yenyre; 06 ygobcTee gocTyna K nosy-
YeHWo NpoAyKuMK U'namn ycnyri, nHcpopmauun o npeAocTaBneHny NpoayKUMn U/van ycnyru; pacCMOTPEHUN 3asiB/IEHN,
obpalLeHuii: 0 NPUCYTCTBUM KOPPYMLIMOHHBIX (haKTOPOB Npu B3auMOAERCTBUM ¢ paboTHUKamM opraHa Bnactu: 06 Mtoro-
BOM MHEHWW MO KauecTBy MpeAocTaB/ieHHO NPOAYKLN MUK YCITyri.

3 [aHHble MOHUTOPUHIa YA0BNETBOPEHHOCTMN NOTpebuTeneil, 3amHTepecoBaHHbIX CTOPOH MOTYT 6bITb NpeacTaB-
NeHbl MO KaxKAOMY CTPYKTYPHOMY NoApasfenieHunto Uinam no Kakaoi npeaocTasiseMoii rpynne npoaykuun uinam ycyr.

4 Tlpu NPOeKTUPOBaHMM W BHEAPEHUM MPOLLECCOB, CBA3a@HHbLIX C OLEHKON YA0BMETBOPEHHOCTU noTpebutenei
N obpaleHrem ¢ xanobamu noTpebuteneli MoryT 6biTb Mcnonb3oBaHbl TOCT P MCO 10001. FOCT P NCO 10002.
FOCT P CO 10003. FOCT P 64732.

8.2.2 BHYTpeHHMe ayaAnTbl U camMoOLeHKa

8.2.2.1 BHyTpeHHMe ayauTbl

BHyTpeHHUe ayauTbl ABASAOTCA UHCTPYMEHTOM ANA onpefeneHns YPOBHSA COOTBETCTBUA U pe3ynbTaTus-
HOCTU CUCTEeMbl MEHe[XMeHTa KayecTBa opraHa BfacTu B COOTBETCTBUM C 3an/iaHUPOBaHHbLIMU LENsSMU U
TpeboBaHMAMU NOTPebUTeNns, a Takxke NOAy4YeHUs LeHHON MHdopmauum ANa NOCTOAHHOIO ynyylleHus fes-
TeNIbHOCTW.

Llenstio BHyTpeHHero ayauTa siBnseTca ycTaHOB/IEHME TOro, YTO CUCTEMa MeHeKMeHTa KayecTsa:

-COOTBETCTBYET 3anfaHUPOBaHHbIM MeEpPONpUATUAM B COOTBETCTBUM C 7.1. TpeboBaHWAM HacCTOALWEero
cTaHfjapTa u TpeboBaHMAM K CUCTEME MeHe[)XXMeHTa KavyecTBa, pa3paboTaHHbIM OpraHoM BiacTu:

- BHeJpeHa pe3ynbTaTUBHO ¥ nojaepxuBaeTca B paboyeM COCTOSHUM.

OpraH BnacTu A0/HKEH NaaHMpoBaTb perynsapHoe nposefeHne BHYTPEHHEro ayauTa ¢ yyeTom craTyca,
3HaYMMOCTU NPOLLECCOB U YYacTKOB, a TakXe pe3y/bTaTtos npeablayLumnx ayanTos.

Heo6x04MMO yCcTaHOBUTbL AOKYMEHTUPOBAHHYIO Npouenypy, cogepxalliyto OTBETCTBEHHOCTb U Tpebo-
BaHWA K NJIaHNPOBAHUIO U NPOBEAEHNI0 ayANTOB, a Takxke K 3anucsam 06 ayauTtax v ux pesynbTarax B COOT-
BeTCcTBMM C 4.2.6. KpuTepuun, o6nacTb NPUMMEHEHNs, yactoTa 1 MeToAbl ayAnMToOB AO/MKHbI O6biTb OnNpeaeneHsbl.

Bbi6op ayanTopoB M NpoBefeHWe ayAuToB AO/DKHbI 06ecrneymBaTb 06BLEKTUBHOCTL U 6ecnpucTpacT-
HOCTb npouecca ayauTta.

J0/MKHbI 6bITh YCTAHOBNIEHbI KpUTEepuu nogdopa ayautopoB U obecrneyeHna X KomneTeHTHocTu. Ha-
3Ha4YeHHble ayAMTOPbl J0/DKHbI 6GbITb HE3ABUCMMbI OT NPOBEPSAEMOW AEATENBHOCTU U HE AO/MKHbI MPOBOAUTL
ayauT ceoei paboThl.
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PykoBofCcTBO, OTBETCTBEHHOE 3a NpoBepsieMble 061acTu feATeNbHOCTH, A0/MKHO obecneynBaTb, YTOObI
AeicTBMA nNpeAnpUHUMAannCb B YCTAHOBJIEHHbIE CPOKW AN YCTPaHEeHUS 06Hapy>XeHHbIX HECOOTBETCTBUWA ©
BbI3BABLUMX WX MPUYMH. Mocnegywowme AeACTBUS AO/MKHbI BKAOYATb BepuUKaLuio NpeanpuHATLIX Mep 1
OTYeT 0 pe3ynbTaTax Bepudurkauuu.

JonmkeH 6bITb onpefeneH NOpsAOK UCMOb30BaHUA pe3ynbTaToB ayAUTOB A5 MOBbIWEHUA pe3ynbTa-
TUBHOCTU CUCTEMbI MEHEMXMEHTa KadecTBa. Pe3ynbTarbl BHYTPEHHUX ayAuTOB NpeacTaBnsaoT coboit cyuie-
CTBEHHbIE AaHHblEe U AO/DKHbI UCMOMb30BaTbCA NPU NPOBEAEHUN aHanm3a CUcCTeMbl MeHe)XMeHTa KayecTsa
CO CTOPOHbI PYKOBOACTBA B COOTBETCTBUN C4.2.6 1 5.6.2.

MNMpumeyvaHnsna

1 PesynbTarbl BHYTPEHHUX ayAWTOB SB/AIOTCSA NOME3HLIM UCTOYHUKOM MHDOPMaLMN 4151 BbISBMIEHUS MPUYNH He-
COOTBETCTBWIA. pacnpocTpaHeHUs Mose3HbIX MPaKTUK B OpraHe BAACcTH, Y/y4lleHUs MOHMMaHUA B3auMOCBS3M NPOLECcCoB.

2 AyanT cucTeMbl MEeHeXMeHTa KayecTsa He0bX0AMMO OT/IMYaTh OT APYrX BUAOB BHYTPEHHEro ayamta, 06bI4HO
NPOBOAVMBIX B OpPraHax BAacTW, Taknx Kak. HanpuMep, BHyTPEHHUIT ayanT OMHAHCOBOI [eATe/TbHOCTH.

3 B kauecTBe pyKoBOACTBA /11 BHYTPEHHUX ayAUTOPOB [O/MKEH MUCNob3oBaTbes ctaHaapT FOCT P NCO 19011.

4 BaxkHO 4TOObI BbICLLIEE PYKOBOACTBO Pa3BMBasIO Ky/bTypy BHYTPEHHEro ayamra, CnoCO6CTBYIOLLYIO BbISB/IEHWIO
npo6/1eM HECOOTBETCTBUI U UX MPUUMH, & HE MOUCKY BUHOBHbIX.

5 lNpoBepka pe3synbTaTUBHOCTU NPEeANPUHATLIX KOPPEKTUPYIOLWLMX AeNCTBUI MOXET 6biTb BbIMO/IHEHA NOCPeACTBOM
OLL€HKM NOBbILLEHNS CMIOCOBGHOCTM OpraHa BfacTu JOCTUraTb CBOM LieSn.

6 Pe3ynbTarbl BHYTPEHHUX ayAMTOB NPeACTaBNAlTCA B (DOPME OTHETOB, COAEepXKalMX UHhopMaLmio 0 COOTBET-
CTBUWN KPUTEPUAM, HECOOTBETCTBUAX U BO3MOXHOCTAX Y/yULLIEHWIA.

8.2.2 2 CamooueHka

Kpome perynsapHbiX BHYyTPEHHUX ayAUTOB CUCTEMbI MEHEXXMEHTA KayecTBa, opraH BAacTu fO0/HKeH OCy-
LWEeCTBSATb CAMOOLEHKY A5 BbIABNEHUA CUMbHBIX N CNabblXx CTOPOH CBOEW feATeNbHOCTU, Kak ANa oTAeNb-
HbIX MPOLECCOB, Tak U opraHn3auumn B LEenoMm.

Pe3ynbTarbl caMOOLEHKN [0/KHbI 6bITb fOBEAEHbl 40 BbICWIEro PYKOBOACTBA opraHa Bnactu Ans mno-
HUMaHWS Tekyliein cutyauum v ynpasneHus ee ynydweHnem. CamooLeHKa A0MXHA NoMoraTb paccTtaBnaTb
npuopuTeTbl, NNaHNPOBaTh W OCYLWECTBAATb YyNyUYlleHUa U/Mnn MHHOBaLMK, Korga 3To Heob6xoammo. Pesynb-
TaTbl CAMOOLLEHKMN [O/DKHbI UCMONb30BaThCA NMPU NPOBELEHUN aHann3a CUCTEMbl MeHe)KMeHTa KayecTsa co
CTOPOHbI PYKOBOACTBA B COOTBETCTBUM C 5.6.2.

8.2.3 MOHUTOPWHT N N3MEPEHNE NPOL,ECCOB

OpraH BnacTv A0/MKEH NPUMEHATb NOAXOAALME METOAbl MOHUTOPUHIA W, r4e 3TO LenecoobpasHo, us-
MepeHusi NPoLEecCcoB CUCTEMbI MEHe[)KMeHTa KavyecTBa C Lefnbil JeMOHCcTpauuu CcnocobHOCTU Npoueccos
JocTuratb 3anfiaHMpoBaHHble pe3ynbTaTbl B COOTBETCTBUN C NONNTUKAMU, LENAMU U TpeboBaHNAMY noTpebun-
Teneili. 3anHTEPeCcoOBaHHbIX CTOPOH Ha BCEX YPOBHAX yNpaB/eHus.

Ecnn 3annaHupoBaHHble pe3ynbTaTbl HE JOCTUTAOTCA, TO AO/KHbI NpeAnpuHMMaTbCa HeobxoauMmble
KOppeKLun 1 KoppekTupylouine aencTema. Knwyesble nokasaTesim MOHUTOPUHIA M U3MEPEHNSA OCHOBHbIX NPO-
LLeccoB A0/1XHbl COOTBETCTBOBATb OCOOEHHOCTAM OpraHa BAacTu, ero PyHKUUAM WU YCTaHOBJIEHHbIM MOJIHO-
MOUUNAM.

MpumMeyaHue — BaxHO onpefenvTb NOAXOAALIME ANS NPOLLECCOB OpraHa BNacTu nokasaTtesim U MeTofbl UX
MOHUTOPUHIA, & TaKKe YUYUTbIBATb BAMSIHAE NPOLECCOB Ha COOTBETCTBUE TPEBOBAHMAM K NPOAYKUMM UMK yCyre N Ha
pe3yNbTaTUBHOCTbL CUCTEMbI MEHEAXXMEHTA KauecTBa. Hanpymep, MeTozpl, BK/IOUAIOLLME OLEHKY U KOHTPO/Tb PUCKOB; NPo-
BEe/IEHNE VHTEPBbIO; 3ar0/IHEHNE OMPOCHbIX /INCTOB U T.4.

8.2.4 MOHUTOPUWHT U U3MeEpPeHNe NPOAYKLUN N/nnn ycnyru

OpraH BfacTu AO/MKEH YCTaHOBUTb U UCMOMb30BaTb COOTBETCTBYOLME METOAbl MOHUTOPUHIA W, Tam,
rae NPUMEHMMO, U3MEPEHUI XapaKTepUCTUK NpejocTaBnsemMblX NPoAyKuMn u/mnu ycnyrm aonsa obecneyeHus
X COOTBETCTBMA TpeboBaHMAM. DTO AO/KHO BbINO/HATHLCA Ha COOTBETCTBYHLWMUX CTAAUAX NPOLLECCOB Npeso-
cTaBfieHUsa NPoAyKLUMN U/MAN YCNYrn COrNacHo 3anfaHnupoBaHHbIM MeponpuATUAM B cooTBeTCTBUM C 7.1.

PesynbTatbl MOHMUTOPWMHIA W U3MepeHuii AO/DKHbI ObliTb 3aperucTpupoBaHbl WM UCMOb30BaHbl A4
obecneyeHus ceBupeTenbCcTBa AOCTMXKEHUS YCTAHOBMEHHbIX TpeboBaHwii. CBuaeTenbcTBa COOTBETCTBUSA
KpUTEPUAM NPUEMKM AOMKHbI Noggepxusatbca B paboyem coctosHun (4.2.6). 3anucu fONXKHbI yKa3blBaTb
nuuo(a), caHKuMOHMpoBaBLee(Me) BbiNyCK NPOAYKUUN W/Man ycnyrn notpebutensam.

PesynbTatbl npefocTaBneHUs NpoayKunn w/uaum ycnyr noTpebuTenio He AO0/MKHbI OCYLLeCTBAATLCA A0
Tex Nop. noka Bce 3anjaHMpoBaHHble AeiiCTBUSA B COOTBETCTBUMN € 7.1 He 6yayT yA0BNeTBOPUTENbHO 3aBep-
LWEeHbl. eC/IN He YTBEPXEHO NHOE COOTBETCTBYIOWMUM YNONHOMOYEHHbLIM SIMLOM WX OPraHoM W. rge aTo npu-
MEeHUMO. noTpebutenem.

MpumMmeuyaHue — lMpumepbl U3MEPSIEMbIX XapaKTEPUCTUK YCYr — BPeMs OTBETA Ha 3anpockl noTpeéuTenei,
no/fHoTa oxBara noTpeéuTenell, 4OCTOBEPHOCTb NPeoCcTaBAEMON MHGOPMAaLMN U T4,
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8.3 YnpaB/iieHMe HeCOOTBETCTBUAMM

OpraH BnacTun fosxeH obecneuymBaTb, 4UTOObI NPOAYKUMSA U/MNK ycnyra, Kotopas He COOTBETCTBYeT Tpe-
6oBaHuAM. 6blna naeHTUPUUMpPOBaHa u ynpasnsnacb C Lefblo npefoTBpalieHns HenpegHamMmepeHHOoro uc-
nosb30BaHNsA UM NOCTaBkn (eCNn nMeeTca maTepuanbHas NpoayKuns).

OpraH BfacTu A0/MKEH YCTAHOBUTb AOKYMEHTUPOBAHHYIO MpoueAypy ynpasieHUs HeCOOTBETCTBUAMMY,
onpeaensaioLLyo:

- NOPAAO0K BbIABNEHNS HECOOTBETCTBUA NPY NpPefocTaBneHn NPOAYKLMN U/MAN yenyrn n yHKLUOHNPO-
BaHWM MPOLLECCOB CUCTEMbI MEHEKMEHTA KayecTsa:

- cpefcTBa ynpaB/ieHUs HeCOOTBETCTBUAMMU;

-felicTBMSA, HanpasfeHHble Ha NpefoTBpalleHne NOABMEHUA HeCOOTBETCTBMA NpW npeaocTaBAeHUmn
NPOAYKUUN U/MNN YCAYTW.

OpraH BnacTu AO/MKEH YCTAHOBUTb OTBETCTBEHHOCTb M MO/IHOMOYMUA ANA Pe3y/ibTaTUBHOIO UCMOIHEHUSA
3TOW npoueaypbl.

Ansa cnyyaes, Korga NnpUYnHOW BbIABIEHHOTO HECOOTBETCTBMA MOTYT 6bIThb AelicTBUA NnoTpebutens, op-
raH BlacTu JO/DKEH NpeAycMOTpeTb AeNCTBUS B TaKUX CUTyauunsax.

J,0/MKHbI BECTUCH 3anucu 0 Xxapaktepe ob6HapyXeHHbIX HECOOTBETCTBUI 1 NocCneAyoLWmUX NPeanpPUHATLIX
0eiCcTBUAX B COOTBETCTBUM C 4.2.6.

Korpga HecooTBeTCTBYlOLWasa NpPoAyKUUS U/mnu ycnyra ucnpasfieHa, oHa fo/kKHa 6biTb NogBeprHyta no-
BTOpHOI Bepudhnkaumm ona noATBEPXKAEHNS COOTBETCTBUSA TpebGOBaHUAM.

Ecnu HecooTBeTCTBYOLWAA NPOAYKUUSA U/UNK ycnyra BbiiB/ieHa noTpebutenem Ui 3anHTepecoBaHHOMN
CTOPOHOIA, OpraH BNacTy AO/MKEH NPeANpUHATbL AeACTBUSA, afleKBaTHbIe NocneCcTBUSAM (MM NOTEHUNANIbHBIM
nocneacTBMAM) HECOOTBETCTBUSA.

8.4 AHanun3s gaHHbIX

BbiCliee pyKOBO/ACTBO OpraHa B/iacTi A0/KHO onpeaensTb, cobuparb 1 aHanM3npoBaTb COOTBETCTBYIO-
wue faHHble ANA AeMOHCTpaLun NpUroaHocTn, 3 PeKTUBHOCTA U Pe3yNbTaTUBHOCTA CUCTEMbI MEeHeXXMEH-
Ta KayecTBa, a Takxke OL,eHUBaHNs, B Kakoii 06/1aCT¥ MOXHO OCYLLEeCTBASATb MOCTOSSHHOE MNOBbIWEHNE pPe3y/b-
TaTMBHOCTU N 3(PHEKTUBHOCTUN CUCTEMbI MEHEA)KMEHTA KavyecTBa. [JaHHble A0/DKHbI BKIOYaTb MHhopMaLmio,
NoNy4YeHHYl0 B pe3ynbTaTe MOHUTOPUHIa U N3MEPEHUS, NAEHTU(MNKALUN N OLLEHKN PUCKOB U BO3MOXHOCTEN 1
13 APYr1X COOTBETCTBYOLNX NCTOYHNKOB.

OpraH BnacTu JOJ/DKEH onpefennTb COCTaB AaHHbIX U NPOBOAUTL UX C60p ANA aHann3a cucTembl Me-
He)KMeHTa KauecTBa, onpefenaTb NOPAAOK NPOBEEHUS aHanu3a U OLEeHKW COCTOSIHUSA CUCTeMbl MeHepaX-
MeHTa KauyecTBa, a TaKxXe onpefensAtb NOPAAOK NPOBEAEHUS NOCAeAYOWNX MEPONPUATUIA N0 NogaepXaHuio
ee B paboyem COCTOSAHUMN U NOCTOSSHHOMY Y/YYLLUEHUIO.

AHanus flaHHblX [O/KEH NpefocTaBNsATbL NHGOpMaLKO:

- M0 yA0BNeTBOPEHHOCTN NOoTpebuTeneil n Tam. rae BO3MOXHO, 3aMHTEPECOBaHHbIX CTOPOH;

- N0 COOTBETCTBMIO TPe6OBAHMAM K MPOAYKLUN U/MNN ycnyre;

- N0 XapakTepucTUKaM U TeHAEeHUMUsM MpoLeccoB, BK/Yas BO3MOXHOCTA NPOBeAEHNS KOpPeKTUpyto-
WKUX 1 Nnpegynpexjanwmux AeicTBnii:

- N0 NocTaBLMKaM U 3aMHTEepPecoBaHHbIM CTOPOHaM;

- No pesynbTaTaM NpoBeAeHNs BHYTPEHHUX ayAuToB;

- 0 MPUrOAHOCTU W afleKBATHOCTM NOMNTUK U Leneil;

- N0 pe3ynbTartam aHann3a HecoOTBETCTBUIA;

- N0 MOHUTOPUWHTY ¥ MU3MEPEHMNIO MPOLLECCOB.

OpraH BfacT MOXeT YCTaHOBUTb AOMNO/IHUTE/IbHbIE AaHHblEe ANA aHa/In3a.

AHanus cobpaHHoil MHhopMaLUK AO/KEH AaBaTb BO3MOXHOCTb MPUHATUAA PELUEHUA, OCHOBAHHbIX Ha
hakTax, OTHOCALMXCA K BONpOcam cTpaTernyt U NoAUTUKKU, TakUM Kak;

- BO3MOXHbl€ U3MEHEHUSA B NOTPEOHOCTAX M OXMUAaHUAX noTpebuTenell n 3anHTEPeCcoOBaHHbIX CTOPOH;

- HoOBaA MpoAyKuMsa n/vunu ycnyra, a Takxe npoLlecchbl, Heo6xoAnMble ANS YA0B/METBOPEHUSA N3MEHSAI0-
WMXCcA NOTPpe6GHOCTEN 1 0XNAaHUA 3anHTEpPeCcOoBaHHbIX CTOPOH;

- U3MeHeHus TpeboBaHWii K NPOAYKLMKN n/unun ycnyre, npefocTaBiseMoii opraHom BnacTu;

- BIUSIHME pa3BuUBaloLWNXCS MH(OPMALMOHHbBIX TEXHOMOMNI Ha OpraH BnacTu:

- HOBble KOMMNEeTEHLUN, KOTopble MOTYyT 6bITb HEO6XOANMbI;

- U3MEHEeHUs, KOTOpble MOTYT 0XMAaTbCa B 0693aTeflbHbIX U 3aKOHOAaTe/IbHbIX Tpe60oBaHuAX, a TaKxe B
OTHOLUEHWUMN APYTNX PecypcoB, KOTopble 6bl BANANN Ha OpraH BnacTu.
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Ana c6opa faHHbIX, ecnv NPUMEHMMO, cnefyeT NCNOoNb30BaTh CyLlecTByOLWMe NHOPMALUOHHbIE CH-
CTeMbl B OpraHe BfacTu B COOTBETCTBUM C 6.3.

Pe3ynbTaTthbl BbIMONHEHHOTO aHanu3a AO/MKHbI 6blITb MCNO/Ib30BaHbl 418 MOCTOAHHOIO Y/y4YlleHNa cucTte-
Mbl MEHE[)KMEHTa KayecTBa u fleATe/IbHOCTU opraHa BnacTtu, nyteM pa3paboTku u peanunsaunm KOPpPeKTupy-
IOLWMX 1 Npegynpexaatnwmnx geicTeuii.

3anucu o NnpoBeAeHUN U pesynbTartax aHanusa cnefyeT noggepxusatb B paboyem COCTOAHUM B COOT-
BeTCTBUYU C 4.2.6.

MpumeuyaHue — BbiCllee PYKOBOACTBO JO/MKHO WMCMO/b30BaTb CUCTEMATUUECKUI NOAXO4 K OLEHKe foCTyn-
HOWA MHChopMauun ANs NPUHATUA peLueHmnii. OLeHKa JO/MKHA NPOBOANTLCA Ha MIaHOBOI OCHOBE, Yepes onpefeseHHble
MHTEPBa/Ibl BPEMEHU, UTOObI MMETb BO3MOXHOCTb BbISIBUTb TEHAEHLMW, a TAKKE OLEHWUTb NPOrPecc opraHa BfacTu B A0-
CTWKEHUW UM MOCTaB/IEHHbIX Lie/eiA.

Pe3ynbTaTthl OLLEHKN A0MKHbI NCNOMb30BaThCA AN BbISBEHWNS BO3MOXHOCTEN YNyylleHns, MHHoBauuii n noTpe6-
HOCTV B 06Y4eHUN pabOTHNKOB OpraHa BfacTu, a Taloke A0MKHbI MPUHMMATLCS BO BHUMaHUe JaHHble Mo paHee BbInos-
HEHHbIM MPoeKTaM Mo Yy4LLEHNUAM.

Pe3ynbTathl OLLEHKN MOTYT GbITb MCMO/b30BaHbl A1 6eHUMapKUHra. PesynbTaTbl OLEHKU MOryT NoKasbiBaTb aflek-
BaTHOCTb MOCTaB/ISAEMbIX PECYPCOB U HACKO/BKO pe3yibTaTUBHO PECYPChI MCMOIb30Ba/IUCH A1 JOCTUXEHUSI MOCTaB/IEH-
HbIX Lene.

8.5 Yny4yweHwne

8.5.1 TloCTOAHHOE yny4yweHune

OpraH BnacTu fO/IXeH CTPEeMUTLCA K MOCTOSAHHOMY NOBbIWEHWIO Pe3y/IbTaTUBHOCTU U 3 WEKTUBHOCTH
NpoLeccoB N CUCTEMbl MEHeXMeHTa KayecTsa B L,e/lOM NocpeAcTBOM MCMONb30BaHUA NOMUTUKN U Leneli B
061acTn KayecTsa, KafpoBOi NOMUTUKN W Lieneil No ee AOCTUXKEHMNIO, pe3ynbTaTtoB ayAuMToB 1 aHanusa faH-
HbIX, KOPPEKTUPYILWNX 1 Npefynpexaanlnx 4eicTBUiA, a TaKkkKe aHanm3a co CTOPOHblI PYKOBOACTBA.

B cnyvyasx n3ameHeHWit 0OTBETCTBEHHOCTM U MOTHOMOYWI B paMKax npouecca yay4yweHns fO/KHbl ObiTb
paccMoTpeHbl npeAbliayline MHULUATUBLI U NPUHATLI pelleHuns Ana obecnevyeHnss HeMPepbIBHOCTU U pe3y/b-
TaTUBHOCTU NpefocTaBAsieMblX NPOAYKUUN U/MAN yCnyru.

[Ans BbIABNEHUSA NOTEHUUANbHBIX YNy4lleHWlid AO/MKHbI 6bITb UCNOJb30BaHbI cneaytoline nHhopmalm-
OHHbl€ UCTOYHUKMN:

- pesynbTaTbl aHa/im3a CUCTEMbl MeHe[XKMeHTa KayecTBa CO CTOPOHbl BbICLWIEro pyKOBOACTBA OpraHa
BiacTu;

- pe3ynbTathl Tekyleil paboThbl;

- OT3bIBbl U NpeTeH3un noTpebuteneli n Apyrux 3anHTepecoBaHHbIX CTOPOH, TaM IAe 3TO BO3MOXHO;

- faHHble aHanM3a 0 B3aMMOoAeliCTBMMN C APYTMMY OpraHamu BnacTtu.

Pa3paboTKy MeponpusATuii No ynyylieHuno cnefyet oCyLWecTBAATb C y4eTOM NOTEHLabHbIX PUCKOB MO
nx peanunsayuu.

NMpumeuvanne — [ aHanmsa NpobaEMHbIX CUTyauuii MOTyT GbiTb UCMO/Ib30BaHbl pasHoobpasHblie MeTofpl,
BK/II04as NPoCTble rpadmyeckme MeTofpl onucarensHol ctatuctnku (FOCT P CO/TO 10017). YayulueHus MoryT Bapbu-
poBaTbCs OT MOCTOSAHHBIX HEGO/bLIMX YCOBEPLUEHCTBOBaHUA Ha paboyeM MecTe 40 3HAUMTENbHbIX YyYLLEHUIA B pamkax
opraHa BfiacTu (HarnpumMep, NoBbILLEHWe KayecTBa NPOAYKLMW UMAN ycnyri, pesy/ibTaTuBHOCTU NPOLLECCOB, U3MEeHeHne
OpraHv3aLyioHHO CTPYKTYPbI). YyulleHNs A0/MKHbI OCYLLLeCTBNSTLCS C UCnonb3oBaHneM Metogonorum PDCA k npouec-
caM C/CTEMbl MEHeKMEHTA.

8.5.2 KoppekTupytwuue geincrensa

OpraH BfacTu AO/HKeH npefnpuHNUMaTh KOppekTupyloumne AelicTBUA B LensX yCTpaHeHUs MPUYMH He-
COOTBETCTBUIA ANS NpeaynpexaeHns NoBTOPHOTO UX BO3HWKHOBEHUSA. KoppekTupylouine AeicTBUA OO/MKHbI
6bITb aeKBaTHbIMW NOCNEACTBUSAM BbISIB/IEHHbIX HECOOTBETCTBUNA.

[onkHa 6bITb pa3paboTaHa 4OKYMeHTMpOBaHHaA npoueaypa AN onpegeneHnsa TpeboBaHuii:

- KaHanu3y HecoOoTBETCTBUI (BKAOUas xanobbl noTpebuteneit);

- K YCTaHOBNEHWNIO NPUYNH HECOOTBETCTBMIA;

- KOLEHUBaHUI HEO6XOAMMOCTUN feiicTBuIA, YTOObI N36exaTb NOBTOPEHUS HECOOTBETCTBUIA;

- K onpeaesieHnio 1 OCyLW,ecTBEHNIO HE06X0ANMbIX AENCTBUIA;

- K3anucsam pe3ynbTatoB NpeAnpuHATLIX AelicTBUN;

- KaHanuay pe3ynbTaTUBHOCTU NPeAnpPUHATBIX KOPPEKTUPYOLWNX felicTBUNA.
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MacwTab KOppPeKTUpYyLWmnX 4eACTBUI AO0NMXKEH OblTb afeKBaTeH NOTEeHLNaNbHbIM PUCKAM, CBA3AHHbIM C
NOBTOPHbIM BO3HUKHOBEHWEM HECOOTBETCTBMIA. KoppekTupylouwime neiicTBMS 1 hakT ycTpaHeHUs NPUYNH Bbl-
ABNEHHbIX HECOOTBETCTBUI [O/KHbI ObiTb 3aperncTpupoBaHbl B COOTBETCTBUN C 4.2.6.

8.5.3 TMMpepynpexaatwouune geincrteus

OpraH BnacTu OO/MKEH BHEAPUTb AOKYMEHTUPOBAHHYK Npoueaypy BbIMOMHEHUS npegynpexaakLwmx
[eNCcTBUIA ANS yCcTpaHeHUsa NpUYMH NoTeHuManbHblIX HECOOTBETCTBMUI BO N36exaHne nx nosiBneHus.

Mpoueaypa BbINOMHEHNA Npeaynpexaanlux geiicTBuUiA o/kHa npegycmaTpuBaTh:

- MAeHTUMKaLMo NOTEHLMaNbHOrO0 HECOOTBETCTBUS;

- BbIIB/IEHUE MPUYNH BO3MOXHOIO NOSABMEHNA HECOOTBETCTBUSA;

- aHa/n3 PUCKOB, CBA3aHHbIX C BO3MOXHbIM MOSABIEHNEM HECOOTBETCTBUS;

- pa3paboTKy 1 NnpoBefeHne NpeaynpexaalnLumnx 4eicTBuii;

- OL,EHKY pe3ynbTaTUBHOCTY MPOBEAEHHbIX Npeaynpexaalnmnx 4eicTBuii.

Mpeaynpexgatolmne gelicTBUA U X pe3ynbTaTbl A0/KHbI ObiTb 3aperncTpupoBaHbl U LOBEAEHbI 40 CO-
OTBETCTBYIOLLMX PabOTHNKOB OpraHa BnacTu, 3annucu pes3ynbTaTtoB NpeanpuHATLIX 4eiCTBUI AOMKHbI noaaep-
XunsaTtbca B paboyem COCTOSAHUM B COOTBETCTBUMU C 4.2.6.
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MpunoxeHune A
(pekomeHpyemoe)

MONOXEHUSA O PYHKLMOHNPOBAHUMN CUCTEM U OCHOBHbIE MPUHLMUNbI
MeHe)XMeHTa KayecTBa OpraHoB BAacTy

A.1 TonoxeHnsa o PYHKLMOHNPOBAHNMN CUCTEM MEHEPKMEHTa KayecTBa OpraHos BacTn

TpeboBaHWs HACTOSILLEro cTaHAapTa OTpaKaloT cneuuduky qyHKLMOHMPOBAHNUSA OpraHoB BACTW, YYUTbIBasA, YTO
OHU:

- HAXOAATCS BHE KOHKYPEHTHbIX OTHOLLEHWIA B rpaHnLax rocyjapcrsa;

- 061a4at0T UCKIIOUNTENbHBIMY NOSIHOMOUMSIMY AN NPeAoCTaBAeHUs NPOAYKLMM WM YCYT B paMKax CBOeH Kom-
neTeHLUN. I0PUCANKLNN;

- paboTaroT CO BCEMW BHELLUHUMMW 3aUHTEPEeCOBaHHLIMU CTOPOHaMU, obpallaloWwyMICs B OpraH BfacTu, B pamkax
cthepbl OTBETCTBEHHOCTU OpraHa BnacTu;

- 06n1ajatoT eauHoON 4151 BCeX YPOBHe opraHoB BAacTyi Muccueli — pasBuTre 6naronosyuns rpaxaaH CBOero rocy-
JapcTBa nocpeACTBOM peanm3aumnn PyHKLMA, OTBETCTBEHHOCTW U NMOTHOMOUUIA, 3aKpen/eHHbIX 3a KOHKPETHbIM OpraHoM
BNacTU.

- OCYLL,ECTBAIAIOT pa3BuTMe NoTeHLmana CoTpyAHNKOB, OPraHn3yloT KaueCTBEHHbIV MoA60p 1 poTaLmio Kafpos;

- OCYLLECTBNAT MHOPMUPOBaHWe NoTpebuteneli n Apyrx 3aMHTepecoBaHHbIX CTOPOH O CBOWX LieNsX, npoLeccax
1 pesynbTaTtax AesTe/IbHOCTU, B TOM YMC/e PasbsCHAS MOTPEOUTENsIM U 3aMHTepecoBaHHbIM CTOPOHaM MOTVIBbI CBOUX
OECTBUIA, peLLeHWiA.

CucteMbl MeHePKMEHTa KayecTBa OpraHoB B1IaCTU He NpegnosaratoT eAMHo06pasuns B CTPYKTypax v JOKYMeHTaLuu.

YHUKaNbHOCTb CUCTEMbI MEHEKMEHTA KayecTBa onpesensioT:

- NPOAYKUMS n/unn ycnyri, npegocTassieMble OpraHoOM BNacTyi B Npefenax BO3/I0KEHHbIX HA HErO MOITHOMOUWIA;

- BHELLHSA 1 BHYTPEHHSA cpefia opraHa BnacTui, U3MEHEHWs1 U PUCKM, CBA3aHHbIE C HUMY;

- U3MeHsoLWmMecsa TpeboBaHNa NoTpebuTenein N 3aMHTePecoBaHHbIX CTOPOH;

- MMCCMA U LLIeHHOCTY opraHa BiacTu:

- uenn, 3agaun, hyHKUMM rocyAapcTea, CyLLeCTBYHOLLME NOMMTUKM U MeToApl paboTbl opraHa Bnactu, BKIOYas
OpraHn3aLyoHHble;

- pasmMep v CTPyKTypa opraHa Bnactu;

- KOMMETEHTHOCTb PabOTHNKOB OpraHa BnacTy;

- Ha/Mune HeobXOAMMbIX PECYPCOB B OpraHe BNacTu v ap.

CucTemy MeHe)KMeHTa KauecTBa opraHa BNactu criegyeT pa3padarbiBaTb HACTO/bKO NMPOCTOM, HACKObKO 3TO BO3-
MOXHO. YTO6bI (PyHKLMOHNPOBATL Pe3y/bTaTuBHO 1 3EKTUBHO.

A.1.1 MpoueccHbIi NoAX04 B opraHax Bnactu

HacToAawwwnii ctaHgapT Hanpas/ieH Ha NPUMEHeHNe OpraHoM BNacTU «MPOLECCHOro NoAxoAa» Npu pa3paboTke, BHe-
APEHNN 1 NOBbILLEHWUN Pe3yNbTaTUBHOCTN U AhPEKTUBHOCTU CUCTEMbBI MEHEMKMEHTa KavecTsa.

Ana ycnewHoro dhyHKLVOHMPOBaHUA OpraHy BfacTu criefyeT OCyLeCTBSATh MEHEAKMEHT MHOTOUMNC/IEHHbIX B3au-
MOCBS3aHHbIX BUJ0B AeATEe/IbHOCTY.

JlesaTenbHOCTb, UCMOMb3YIoLWAas pecypcesl 1 ynpasnsemMas ¢ Le/bio Npeobpa3oBaHnsa BXOAO0B B BbIXO/bl, MOXET pac-
cmaTpuBaTbCs Kak npoLecc. YacTo BbIX04 OA4HOro npolecca obpasyeT HenocpeCcTBEHHO BXOA CliedyHoLLero.

MpuMeHeHVe B opraHax BnacTyi CUCTEMbI MPOLIECCOB Hapsay C UX AeHTUdMKauyel n B3aumogeicTBmeM, a Takke
MeHePKMEHT MPOLeCCOoB, HanpaB/eHHbIN Ha NOMyYeHUe XenaemMoro pesynbtara, MoryT 6biTb OnpefeneHbl Kak «npoLecc-
HbI Noaxoa.

MpnmeyvaHne — KoBeeM npoueccaMm MOXET 6bITb NpUMeHeH Lumkn «Ran — Do — Check— Act» (PDCA). Uykn
PDCA MOXHO KpaTko onucarb Tak:

- nnaHnpoBaHue (plan) — paspaboTka Leneli 1 NpoLeccoB, HEOBXOANMbIX AN AOCTUXEHUS pe3ybTaToB B

COOTBETCTBUM C TpeboBaHUAMUN NOTpebUTeNneli n NONTUKOI opraHa BAacTu:

- ocyllecTeneHve (do) — BHeApeHWe NpoLeccos;

- npoBepka (check) — MOCTOSHHbIE KOHTPOJIb U U3MEPEHKE NPOLLeCCOB, NPOAYKLMW W/WAN yCnyr B

CpaBHEHWW C MOSMTUKOW, LiensMu 1 TpeboBaHNAMU Ha NPOLECChl, NPOAYKLMIO W/unn yciyri, foBefeHne nHgopma-
Lmu 0 pesynbTartax:

- felicTBume (act) - NpuHATUE AeCTBII MO NOCTOSAHHOMY Y/yULLIEHWIO NOKa3aTeneli npoLeccos.

Ha pucyHke A.1 nokasaHa Mogesib CUCTEMbI MEHEKMEHTa KauecTBa opraHa B/lacTh, OCHOBAHHOI Ha MPOLECCHOM
noaxoge.

MOHWTOPWHT Y,0B/IETBOPEHHOCTM NOTPEGUTE NEN NCMOMb3YETCA AJ15 OLEHKU CTENEHU BbINOSIHEHUS YCTaHOB/IEHHbIX
Tpe6oBaHWii N NOCTOSIHHOTO Y yULIEHUS CUCTEMbI MEHEDKMEHTA KauecTsa.
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YbANMUY 06O MM M :---mmmemmemmenms »» [lesTensHOCTb, A0OBaNAIOLLBH LIEHHOCT
»  MoTckuHhopmaLym

PucyHok A.1 — Mogernb cucteMbl MEHe)KMEHTa KayecTsa opraHa Bnactu,
OCHOBaHHO Ha NPOLIECCHOM Moaxoae

MpvBeaeHHas Ha pucyHke A.l MoJesnb OXBaTbIBAeT BCE OCHOBHbIE TPE6G0BAHUS HACTOSLLErO CTAHAAPTa, HO He Mo-
Ka3blBaeT NPOoLEecChl Ha AeTa/lbHOM YPOBHE.

OpraHy BnacTi, NPUMEHSsIS «MPOLLECCHbIN NOAXOA», CNeAyeT CaAMOCTOSTENbHO OnNpeaensTh U 4eTanm3npoBaTh npo-
Lecchl. Heo6XxoAUMble ANs NPEefOCTaBNEHNS NPOAYKLUMW UMAU YCNYr HAZ/IeXallero Kadectsa, a Takke ycTaHaB/mBaTb
nocnefoBaTelbHOCTb 1 B3aMMOAEACTBIE NPOLLECCOB COrNacHo 4.1,

Mpun 3TOM ClefyeT yuuTbiBaTh, YTO MEHEMKMEHT NPOLECCOB 06ECMEUNT OpraHy BacTu pe3ynbTaTUBHOCTb M -
(heKTMBHOCTb AeATENbHOCTM, NOBbILIEHUE YPOBHS YA0BETBOPEHHOCTY NOTPeGUTENeli 1. Tam. rae BO3MOXHO, 3auHTepe-

COBaHHbIX CTOPOH.

MpumeyaHune — [na o6ecneyeHnss NOHAMaHNSA Y NPUMEHEHNS «MPOLECCHOT0 NOAX0Aa» opraHam BnacTu cne-
nyeT NpuMeHATb nonoxeHns NCOIMC176/8C 2/N 544R3 [3].

A.1.2 CoBeplUEHCTBOBaHNE CUCTEMbI MEHEKMEHTa

OpraH BNacTu MOXeT OCYyLLeCTBNSATb COBEPLUEHCTBOBAHWE CBOEN CUCTEMbI MEHEKMEHTA KayecTBa MyTeM UCMNOb-
30BaHusA ICO 9004:2000 [4].

Bepcua MCO 9004:2000 [4] coaepXnT pekomeHgauum o MeHeMKMeHTa no AOCTVXXEHWIO YCTOMYMBOrO ycnexa
nto6oii opraHmsauun B CNIOXHOI, TpeboBaTenbHON N MOCTOSIHHO M3MEHSIoLLelics cpefe.

CraHgapt NCO 9004:2000 [4] paeT opraHy BNacTy BO3MOXHOCTb MCMO/b30BaTb MEXaHN3M CaMOOLIEHKN fesaTesb-
HOCTW. Takas caMoOLleHKa SB/ISETCS BaKHbIM MHCTPYMEHTOM A1 aHasM3a YPOBHSA 3PefioCTh CUCTEMbI MEHepKMeHTa
KayecTsa C Lie/1bl0 BbISIBIEHNS CUJIbHBIX M CabblX CTOPOH, @ Takoke BO3MOXHOCTEN A1 COBEPLUEHCTBOBaHUS.

A.1.3 CoBMeCcTUMOCTb C APYrMMU cUCTEMaMN MeHeKMeHTa

HacTtoswwwmii ctaHgapT He COAepXUT KOHKPETHbIX Tpe6oBaHWi K ApYrMM cMcTeMaM MeHeMKMEHTa, TakviM Kak cucTe-
Ma 3KO/0rM4eckoro MeHepKMeHTa, cucteMa MeHepkmeHTa 6e30MacHOCTM Tpya U OXpaHbl 340POBbS, PUCK MEHEKMEHT
n ap. OfHako, HaCTOALWI CTaHAapT NO3BO/SET COrlacoBaTh WM MHTErpypoBaTb TPeboBaHMA CBOel cucTeMbl MeHeq-
XXMEHTa KayecTBa ¢ TpeboBaHUSIMU K APYTUM cCMCTEeMaM MeHeMKMeHTa (Hanpumep, ycTaHoBfieHHbIM B ICO 14001 [5],
MCO 26000 (6]. MICO/M3IK 27001 (7]. NCO 10004:2012 [8] n ap.).

OpraHbl BNacT MOryT afantyposatb AeliCTBYIOLME CUCTEMbI MEHEIXKMEHTA A1 CO3AaHNS CUCTEMbI MEHeIXKMEH-
Ta KauecTBa, COOTBETCTBYIOLLE/ Tpe6oBaHMAM HacTosLLEero cTaHaapTa.

A.2 OCHOBHbIE MPUHLUUNBLI MEHEKMEHTA KayecTBa B opraHax Bnactu

Pa3pa6oTka Tpe6oBaHuit HACTOSLLErO CTaHAapTa ONMPaeTCsl Ha OCHOBHbIE MPUHLMMLI MEHeI)KMEHTa KauecTsa op-
raHoB BNacTu:
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A.2.1 OpueHTauus Ha notpebutens

MpeumyLLecTBa NpUHLMNa:

- (hoKycrpoBaH1e BHUMaHWS OpraHa BfacTy Ha notpeduteneid, yaoBneTBOPEHUe HYXA, 1 OXULAHWA KOTOPbIX ABSI-
eTCsi OHOW U3 rNaBHbIX Lienelt opraHa Bnactu:

- MOBbILLEHNE NOASILHOCTN NOTPe6uTENeld KopraHy BnacTu.

AhcheKT OT NPUMEHEHMSI NPUHLMNA 3aK/T0YaAETCsl, KaK NpaBuio, B:

- MOHMMaHUM TeKyLLMX NOTPEGHOCTEel 1 OXvAaHuii noTpeduteneit:

- obecneyeHumn cBaA3m Lienelt B 061acTy kauecTsa ¢ NOTPEBGHOCTAMU 1 OXUAAHUAMM NoTpebuTenei;

- foBefeHMn NoTpebHoCTel 1 oxXugaHuii noTpebuTeneli 4o Bcex paboTHUKOB opraHa BnacTy;

- MOBbILLEHNN YAOBNETBOPEHHOCTUN NOTPEGUTENEN N APYTVX 3aUHTEPECOBAaHHbIX CTOPOH.

A.2.2 NlnpepcTtBo pyKkoBoaAuTens

MpenmyLLecTBa NpUMHUMNA:

- ynyJllaeTcsi NOHYMaHue paboTHUKaMK Lieneii 1 3aayq opraHa BnacTy;

- obecneynBaeTca 06MeH MHhopMaLyein Mexay pasnnyHbIMW YPOBHSIMY OpraHa BnacTu.

AhcheKT OT NpUMEHEHMsI NPUHLMNA 3aK/T0YaEeTCsl, Kak NpaBuso, B;

- yueTe noTpe6HOCTEN BCeX 3aMHTEPECOBaHHbIX CTOPOH;

- MOCTAaHOBKE MHHOBALMOHHbIX Lienei 1 3agay;

- CO3JaHnN 1 NoaaepXaHuy 6a3nCcHbIX LeHHOCTE opraHa BnacTy;

- co3aaHnn atmocdepbl JoBepus paboTHUKOB K PyKOBOACTBY OpraHa BacTy;

- obecneyeHun pabOTHMKOB HEOO6XOAMMbIMU pecypcamu, MPodeccMoHasIbHOM MNoAroTOBKOW B cdhepe CBoen
OTBETCTBEHHOCTMY;

- hopMMpOBaHUN CUCTEMBI MOTVBALMK, 0GECTIEUMBAIOLLEN NOOLLPEHNE U NPU3HAHME BKIaAa KaXA0ro paGoTHUKa B
06Kt pesynbTar.

A.2.3 BoBneyeHne paboTHUKOB

MpeumyLLecTBa NpUHLMNa:

- MOHMMaHWe TOoro, YTO pe3yNbTaTVBHOCTb AEATEIbHOCTU OpraHa BAacTy onpeaensieTcsi KOMNeTEHTHOCTbIO paboT-
HUKOB. X NPOECCUOHATbHBIM YPOBHEM W NINYHBIMI XapaKTepUCTMKamm;

- MOTMBUPOBAHHbIE, /T05/IbHbIE U BOB/IEYEHHbIE PABGOTHUKM OpraHa BacTu;

- NHHOBALWOHHLI 1 TBOPUECKMIA NOAXOA, K AOCTUXKEHUIO Lieneli opraHa Bnacty;

- FOTOBHOCTb PabOTHNKOB y4acTBOBaTb 1 BHOCWTbL CBOV BK/1aJ B HEMPEpbIBHOE COBEPLUEHCTBOBaHME.

AhcheKT OT NpUMEHEHNSI NPUHLMMA 3aK/T0YaeTCsl, Kak NpaBusio:

- B NOHMMaHUM paboTHYKaMM BROKHOCTM CBOErO BK/1aAa U posin B pe3y/bTaTbl AesTeIbHOCTU opraHa BnacTu:

- BbISIBNEHNN PaboTHMKaMWN HEO0CTATKOB B eATENbHOCTM M NYTU UX YCTPaHEHWS:

- NPUHATUN paGoTHMKaMK Ha cebsl OTBETCTBEHHOCTYM 3a YCTPaHEHWE BbISIB/IEHHbIX HEJOCTATKOB;

- aKTMBHOM NOMCKE PaboTHMKaMN BO3MOXHOCTEN /151 NOBLILLEHNSA CBOEW KOMMNETEHTHOCTY:

- co3JaHun ycnoBuiA, obecneumnBatoLLmx cBO6oAHbI 0OMEH 1 Nepefady paboTHYKaMM CBOMX 3HAHWIA U OMbITa;

- OTKPbITOM 06CYXeHnn paboTHMKamy Npo6/em 1 BONPOCOB.

A.2.4 TMpoueccHbIli nogxon

MpenmyLecTBa NpUMHUMNA:

- HaLeNeHHOCTb Ha KOHEYHble pe3y bTaTbl paboThl OpraHa BnacTu;

- HENPEPbIBHOCTb YNPaB/IEHNSI HA CTbIKaX MeXay OTAe/bHbIMU NoApasaeneHnAMU:

- (hoKycrpoBaHUe BHUMaHNSA Ha BO3MOXHOCTAX Y/yULLEHUS.

AhcheKT OT NpUMeHeHVs MPUHLMNA 3aKTo4aeTCsl, Kak Npasuio, B;

- 06beAVHEHUN OTAENbHbIX BUAOB AeATeNbHOCTU ((DYHKLWIA) B eMHbIe NPOLeCcChl:

- cMCTeMaTMyecKol aKTyanmsauymn npoLeccoB, HEOOXOAMMbIX A/151 MONYYEHNS XKeNaeMoro pesy/nbTata B Kparyaii-
LUMe CPOKY;

- YCTaHOB/IEHWW YETKO OTBETCTBEHHOCTW 3a MEHEKMEHT MPOLLECCOB:

- onpejenieHnn B3avMOAENCTBIIA OCHOBHbIX BUOB AEATENbHOCTU B paMKax OTAe/bHbIX NoApasfeneHunii n Mexay
HUMU Ha OCHOBE CKBO3HbIX MPOLLECCOB, OPUEHTUPOBAHHBIX Ha YCIyry;

- OL|EHMBAHNN PUCKOB, UX MOCNEACTBUIA N BANSHWA HA NOTpebuTeneit n apyrve 3amHTepecoBaHHbIe CTOPOHBI.

A.2.5 CucTeMHbIli NOAX0[ K MEHEIKMEHTY

MpeumyLLecTBa NpUHLMNa:

- CMCTeMHas UHTerpaums 1 yBaska npoLeccoB, 4TO B HaMbosbLuel CTeneHn CnocobCTBYET JOCTUKEHUIO XelaeMblX
pesynbLTaTos;

- obecrneyeHne yBepeHHOCTU 3aMHTepecoBaHHbIX CTOPOH B COM/TACOBaHHOCTMW, Pe3y/IbTaTUBHOCTW 1 3(hheKT1BHO-
CTV [eATeNbHOCTY OpraHa BnacTu.

AhcheKT OT NpUMeEHEHVs MPUHLMNA 3aK/TI4aeTcs, Kak Mpasusio, B:

- CTPYKTYpPUPOBaHUM CUCTEMbI MEHEKMEHTa KauecTBa [/151 JOCTKEHUsI Liefeli opraHa Bnact Hambonee pesysb-
TaTVBHbIM U 3P(hEKTUBHBIM CNOCO6GOM:

- MOHMMaHUM B3aMMO3aBMCMMOCTY MPOLLECCOB B CUCTEME MEHEMKMEHTA KauecTBa;
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- yCTaHOBNEHWN Lienell 1 nopsifKa oCyLLeCTB/EHNS AeATeNIbHOCTU B paMKax CUCTEMbI:

- MOCTOAHHOM Y/yYLLIEHNW MPOLLECCOB M CUCTEMbI MEHEKMEHTA KayecTsa.

A.2.6 MNocCToAAHHOE yy4lleHune

MpenmylecTsa npuHUMNa:

- MoBbILLEHVE 3(PEKTUBHOCTU AEATEIbHOCTI OpraHa BAacTy 3a CYET UCMO0/b30BaHWs ero pe3epBos;

- HaUeNeHHOCTb AeATENbHOCTM MO YNYULIEHWIO Ha BCEX YPOBHAX Ha [OCTWKEHWE CTpaTernyeckux Lenei opraHa
BaCTU.

OpdheKT OT NPUMEHEHWS MPUHLMMA 3aK/T04aEeTCsl, Kak Npasusio, B:

- 0B1afieHNn paboTHMKaMU MeToAamMM U MHCTPYMEHTaMMU MOCTOSAHHOIO YyULLEeHUs:

- MOTUBALMN PaBOTHUKOB Ha Y/ydlleHWe pe3ysfibTaToB [AeATe/IbHOCTU, a Takke MPU3HaHWM U MOOLPEHUN 3a
ynyuLUeHve;

- YCTAHOB/IEHNW YETKUX KPUTEPMEB OLIEHKM Pe3y/IbTaTMBHOCTU U 3(htheKTUBHOCTN:

- MpeBpaLLieHre NOCTOSHHOIO YyULLIEHWs YCNyr, NPOLECCOB 1 CUCTEMbI MEHEKMEHTa KavecTsa B 3a4aqy Kabkaoro
paboTHKKa opraHa BacTu.

A.2.7 TlpuHATME peLleHnii, OCHOBaHHbIX Ha akTax

MpenmylecTsa npuHLMNa:

- BO3MOXHOCTb MOATBEPANTbL Pe3y/IbTaTUBHOCTL 1 3(PPEKTUBHOCTb MPUHATBLIX PELLEeHWIA NyTeM CCbIIKU Ha dhakTude-
CKue 3aperucTpupoBaHHble JaHHble;

- 060CHOBAHHOCTb MPUHUMAEMbIX PELLEHUA.

OpheKT OT NPUMEHEHMSI NPUHLMIMA 3aK/T04aeTCsl, Kak Npasuso, B:

- BO3MOXHOCTM OT/IMYaTh 4OCTOBEPHbIE U HAAEXHbIE (DaKTbI OT JIOXKHBIX Y COMHUTESTbHBIX.

- obecrneyeHnn yBepeHHOCTY B JOCTOBEPHOCTM 1 TOYHOCTU JaHHbIX MHCbOpMaLmK:

- BOCTYMHOCTM AaHHbIX 1 UH(POPMALIMK TEM, KTO B HUX HYX[aeTcs:

- aHaIM3e JaHHbIX U MHChopMaLIMK C UCMO/b30BaHNEM anpo6ypoBaHHbIX METO/0B:

- OLieHKe PUCKOB, CBA3AHHbIX C MPUHATAEM PeLLeHWiA.

A.2.8 B3anMOBbIr0Hble OTHOLIEHNSA C 3auHTEePeCOBaHHbIMU CTOPOHAMY

MpenmyuiecTsa npuHUMNa:

- MoNyYeHne opraHoM BAACTU OT 3aMHTEPecOoBaHHbIX CTOPOH MHChOpMaLMK, NOME3HON ANA NPUHATUSA peLleHuin B
061aCTN OKa3aHWs rocyapCTBEHHbIX YCIyT;

- COTPYAHNYECTBO C 3aUHTEPECOBAHHbIMM CTOPOHaMM Mpu 0bMeHe nHdopMmaLyeli 1 BbIpaboTke pelleHuit B obna-
CTV OKa3aHus rocyapCTBEHHbIX YCyr.

AdhheKT 0T MPUMEHEHVST MPMHLMMA 3aK/T04aeTCsl, Kak Npasuso, B:

- COKpALLIeH!N CPOKOB MPUHATUSA PELLEHWIA, CBA3aHHbBIX C OKa3aHueM rocyapCTBeHHbIX YCyr;

- yYeTe UHTEPECOB Pa3/IMYHbIX 3aMHTePecoBaHHbIX CTOPOH MPY BbIPAbOTKE peLLEHU, CBA3aHHbIX C OKa3aHWeM ro-
CYAapCTBEHHbIX YCAYT;

- OLleHKe Cnoco6HOCTM pa3/INyHbIX 3aMHTepPecoBaHHbIX CTOPOH 06paLlaTbCca B OpraH B/1acTu 1 B3anMo/eiicTBoBaTb
C HUM:

- MOBBbILLEHWN UH(OPMUPOBAHHOCTM OpraHa B/lacT! U 3anHTEPeCcoBaHHbIX CTOPOH.

A.2.9 OnepaTtnBHOCTb

MpenmylecTsa npuHLMNa:

- MPOEKTVPOBaHMe 1 OKa3aHne HOBbIX M aKTyanm3aums CyLLeCTBYIOLWVX BULOB YCIYT A/18 3aHTEPEeCOBaHHbIX CTO-
POH a/leKBaTHO MO CPOKaM PeLLeHNsSIM BbICLLMX OPraHoB BNacT (MCMNOMHWUTENbHON, 3aKoHOAATe IbHOW, Cyie6HOA);

- CBOEBpPEMEHHOoe pediopMMpoBaHme CTPYKTYpbl OPraHoB B/IacTV B COOTBETCTBUM C 3ajadyamu, BbiTeKatowymy 13
peLLeHuii BbICLLUNX OpraHoB (MCMOMHUTENBHON, 3aKoHoAATeNbHON, cyAe6HO).

DPEKT OT NPUMEHEHVS MPUHLMMA 3aK/T04AETCA, Kak Npasusio, B

- MOBbILLEHUN IPDEKTUBHOCTU U Pe3ybTaTMBHOCTU paboTbl OpraHa BiacTy;

- YCKOPEHVN CO3[aHNs HOBbLIX BUOB YCAyT;

- MOBBbILLIEHWN YPOBHS Y/0B/IETBOPEHHOCTW NOTPEOUTENS rOCYAAPCTBEHHbBIX YCIYT.

- MOBbILLEHUN aBTOpUTETa OpraHa BNacTy B o6LiecTBe.

A.2.10 CamoaHanu3 n camopassutme

MpenmylecTsa npuHUMNa:

- MO3UTWBHbINA OMbIT, 3PEKTUBHBIE PELLEHUS 1 METOAbl Pab0oTbl OTAENbHOrO OpraHa BAacTu CTaHOBATCA [OCTOSHN-
€M BCex OpraHoB 1 MOTYT UCMOJIb30BaTLCA [/151 COBEPLUEHCTBOBAHUS X AeATeNbHOCTY,;

- BO3MOXHOCTb CO3[aHs CUCTEMbl PEATUHIOBOI OLIEHKM AeSTeNIbHOCTM BCEX OPraHoB B MacLuTabax CTpaHbl.

OhheKT OT NPUMEHEHVSI NPMHLMMA 3aK/T04aeTCsl, Kak Npasuso, B

- BO3MOXHOCTV 06BEKTMBHO OLIEHKN COOTBETCTBUSA [leATeNIbHOCTU OpraHa B/iacTv uensm (Tpeéosannsm) rocyaap-
CTBa W OXWUAAHMAM 06LLeCTBa;

- MOBbILWEHUN 3PMEKTUBHOCTU U Pe3y/bTaTUBHOCTM PaboTbl OpraHa B/acTy;

- CHUXXEeHUM rocyJjapCTBEHHbIX 3aTpaT Ha cofep)KaHue opraHa BfacTy 3a CUET COBEPLUEHCTBOBAHUS OpraHnsaLum
TpyAa paboTHUKOB U MOBBILEHVS €r0 MPOU3BOAUTE/NILHOCTY;

- MOBbILLEHNN YPOBHSA KBaMhukaLumy paboTHUKOB OpraHoB BACTU.
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A.2.11 Mpo3payHOCTb AESATENbLHOCTK

MpeumyuwiecTeoM nNpuHuuna aenseTcs obecnevyeHne JOBEPUSA KOpPraHy BNacTu 3anHTEepecoBaHHbIX CTOPOH.

DphekT OT NPUMEHeHNs NPUHLMNA 3aKNvYaeTcs, Kak Nnpasuno, B:

- TOTOBHOCTW OpraHa BfacTu NpefocTaBNATb 3aMHTEPeCOBaHHbIM CTOPOHAM MHMOPMaLNI0 0 NONUTUKE U Lensax B
o6nacTtn KayecTsa, a Takxe npoueayp, B COOTBETCTBUM C KOTOPbIMU OCYLLEeCTB/IIETCA CO3JaHne n npejocTaB/ieHne ycnyr,
NPOBOANTCA MOHUTOPUHI NPOLECCOB M OLEHKa YyA0BNETBOPEHHOCTN 3aNHTEPECOBAaHHbIX CTOPOH:

- NpefoCTaB/EHUs 3aMHTepPecoBaHHbIM CTOPOHAM MHMOpMauuu, No3BONAWEN OLEeHUTb [eATenbHOCTb opraHa
B/lacTV B UX UHTepecax.

A.2.12 3TNYHOCTb NOBeAeHns

MpevnmyujecTsa npuHumnna:

- hopmupoBaHme No3NTUBHOIO o6pasa paboTHMKa opraHa BnacTu B rnasax obujecrsa:

- noaaepXxaHue Hagnexallero ypoBHs KOpnopaTUBHOW KynbTypbl opraHa BnacTu.

AdhekT OT NpUMEHEHNA NPUHLMUNA 3aKloYaeTcs, Kak npasnno, B:

- BbIAIBNIeHUN 1 (hbopMupoBaHny 6a3nCHbIX LLeHHOCTel opraHa BnacTu;

- BbIpaboTKe HOPM 3TUYHOTO NOBEAEHNSA:

- YCTAHOB/MIEHUU N NponaraHAe KoAeKca 3TUYHOro NoBeeHns paboTHUKOB;

- hopmmpoBaHMmM 61aroNpPUSATHOIO COLMaNbHO-NCMXOIOTMYECKOr0 KAumaTa:

- NpeAoTBpaLLeHNN UK paspeleHnn KOHMINKTOB paboTHUKOB B OpraHe BNacTu.
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(ISO/IEC 270012005)

[8] WCO 10004: 2012
(ISO 10004:2012)
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