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BeepeHve

0.1 OO6wWure NoNoXeHns

lMpuMeHeHne cuCTeMbl MEHe)XKMEHTa KauyecTBa SIB/IAETCA CTpaTernyeckumM pelleHnem Ass opraHusa-
LK. KOTOPOE MOXET NOMOUb Y/IYULLNTb pe3ynbTaThbl ee AeATeIbHOCTU nobecneynTb NPOYHYH OCHOBY A/19 UHU-
LpaTVB. OPUEHTMPOBAHHBIX HA YCTONYMBOE pa3BuTue.

MoTeHUManbHbIMK MpenumyliecTsamn A8 opraHusaumn OT MNPUMEHEHUA CUCTEeMbl MeHeIXMeHTa
KayecTBa, OCHOBAHHOM Ha HACTOALLEM CTaHAapTe, SABNAIOTCSA:

a) cnoco6HOCTb CTabWIbHO NPefoCcTaBNATb MPOAYKLMIO U YCNYTK, KOTOPbIE YAO0BNETBOPSAOT TpeboBa-
HVA noTpebuTeneli n NpUMeHNMbIe 3aKoHOAAaTe bHbIe N HOPMAaTVBHbIE NpaBoBble TPe60BaHUSA:

b) co3gaHvie BO3MOXHOCTE /15 NOBbILWEHNA YA0BIETBOPEHHOCTN NOTpebuTeneii;

C) Hanpas/ieHne YCUNIA Ha PUCKN 1 BO3MOXHOCTU, CBSA3aHHbIE CO CPEeSOoi 1 LieNnsMy opraHnsanum;

d) BO3MOXHOCTb MPOAEMOHCTPUPOBATL COOTBETCTBME YCTAHOB/IEHHBIM TPEOOBAHUSAM CUCTEMbI MEHE[ -
XMeHTa KayecTsa.

HacTtosAwuin ctaHAapT MOXET MCNO/1b30BaTbCA BHYTPEHHUMU U BHELLHVMUW CTOPOHaMM.

HacTosawwuii ctaHaapT He npegnonaraeT He06X0ANUMOCTb:!

- efuHoobpasnsa B CTPYKTYpe pa3/INyHbIX CUCTEM MEHEKMEHTa KayecTBa;

- COI1acoBaHNsA [OKyMEHTaL UM Co CTPYKTYpOIi pa3fesioB HACTOALLEro cTaHaapTa;

- WNCNO/Mb30BaHWA cneynasbHON TEPMUHOMONMN HACTOSLLEro cCTaHAapTa B paMKkax opraHmsasum.

TpeboBaHUs KcMcTeEMaM MeHepKMeHTa KayecTBa, yCTaHOB/IEHHbIE HACTOALLMM CTaHAAPTOM, ABMATCA
[ONONHUTENBbHBIMU K TPEOGOBaHNAM K MPOAYKUUM U yCyram.

B HacTosilleM cTaHfapTe MpPYMEHeH NPOLECCHbI NoAXo4, KOTOPbIA BKkIYaeT Uukn «MnaHupyin —
Lenaii — Mposepsii — [elictyli» (PDCA), 1 pUCK-OpUEHTUPOBAHHOE MbILLIEHME.

MpoveccHblii Noaxoa No3BOsSeT OpraHn3auuy naaHMpoBaTh CBOU NPOLLECChI U UX B3aumogeincTaue.

Peanusaumns uvkna POCA no3sonsieT opraHnsauuy obecneyntb ee npoLeccbl HE06X0ANMbIMU pecypca-
MW. OCYLLLECTB/IATL UX MEHEI)KMEHT, ONpefenATh U peasin3oBbiBaTb BOSMOXHOCTU A5 YTYULLEHNSA.

Puck-opveHTpoBaHHOE MbILL/IEHNE NO3BOAET OpraHusauum onpeaensatb hakTopbl, KOTOpble MOTyT
NPUBECTN K OTK/IOHEHWIO OT 3arn/iaHUPOBaHHbIX Pe3y/bTaTOB MPOLECCOB U CUCTEMbI MEHE)KMEHTA KayecTBa
opraHusauny, a Takke UCNoNbL30BaTh NpeaynpexjanLlme cpeicTsa ynpasieHns 419 MUHUMU3aumMmn Heratus-
HbIX NOC/IeACTBUIA U MAaKCUMasibHOTO UCMO/Ib30BaHNA BO3HVKAIOLLMX BO3MOXHOCTEN (A.4).

MocTosAHHOE BbINOMHEHNE TPe6GoBaHW 1 yyeT Byayumx NoTPe6GHOCTEN N OXUAaHUA B YCNOBUAX BCe
60n1ee AVHAMUYHOW N CNOXHOWM cpefbl CTaBUT Nepej opraHu3auvein cnoxHble 3agaun. Jna peweHns aTux
3ajay opraHusauua morna 6bl nocyMTatb HEO6XOAUMBIM UCNOMNb30BaTb pPasnnyHbie hopMbl YyyleHUs B
[OOMONIHEHMNE K KOPPEKLMUN N MOCTOAHHOMY Y/TyULIEHWIO, HaNpUMep, Takue Kak NnpopbIBHOE U3MeHeHne, MHHOBAa-
Lus 1 peopraHunsayms.

B HacTosfWweM cTaHfgapTe UCMO/b3YTCA CnefytoLme rnarosibHble hopMbl:

- «[lo/MKHa» yka3blBaeT Ha TpeboBaHue;

- «cnefyeT» yKka3blBaeT Ha pekoMeHaaluio;

- «MOT/10 6bl» YKa3blBaeT Ha paspeLueHve;

- «MOXeT» yKa3blBaeT Ha CMOCOBHOCTb UM BO3MOXHOCTb.

WNHdopmaums, 0603HaveHHas kak «lprMeyaHne», HOCUT XxapakTep pyKOBOAALMX yKka3aHWii AN NOHK-
MaHUs UM pas3bACHEHNS COOTBETCTBYOLLEro TpeboBaHus.

0.2 TlpvHUMNbI MeHeOXMeHTa KayecTBa

HacTosiLuii cTaH4apT OCHOBAH Ha NpUHLMNax MeHeAXMEHTa KayecTBa, onucaHHbix B UICO 9000. Onuca-
Hve BKoYaeT (hOPMY/IMPOBKY KaukA0ro NpyHuMna v 060cHoBaHne, MoYemy NPUHLMM BaXEH A8 OpraHnsaumm,
a TaKkKe HeKkoTopble MpUMepbl MPEUMYLLECTB, CBA3AHHbIX C MPUHLMNOM, Y MPUMEPbI TUMNYHbLIX A4EeACTBUIA No
yAyyLlleHuto pe3y/ibTaToB AeATeIbHOCTY opraHusauuy npu NnpUMeHeHnn npuHumuna.

MpuHLUMNbI MEHeAXMEHTa KayecTBa:
opueHTauus Ha noTpebuTens;

NnaepcTso;

- B3aumogelicTBue noaei:

NpoLEecCcHbI NOAXos4;

- ynydlleHue;

NPUHATME PELLEHNA, OCHOBaHHbIX Ha CBUAETENbCTBAX.
- MeHe[XXMEeHT B3aVMOOTHOLLEHWA.
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0.3 TlMpoueccHbIn NoAXo4

0.3.1 O6uwwue nonoxeHus

HacToswuii cTaHfapT HanpaB/iieH Ha NPUMEHEHME «MPOLLECCHOro noaxoaa» npu paspaboTke, BHeape-
HVM 1 yNyYlleHUN pe3y/ibTaTUBHOCTU CUCTEMbI MEHEKMEHTA KayecTBa B Lie/1X NOBbILLEHNS yA0BNETBOPEH-
HOCTK NoTpebuTenei nyTem BbINOSHEHNS UX TpeboBaHMn. KOHKpeTHble TpeboBaHUA, MPU3HAHHbIE BaXXHbIMU
A1 BHEAPEHMS NPOLLECCHOro NoAX0Aa, BK/IHOYEHb! B noapasaen 4.4.

MoHMMaHne n MeHeJ)XKMEHT B3anMOCBA3aHHbIX MPOLECCOB Kak CUCTEMbI CNOCOBCTBYET pe3ynbTaTUBHOC-
™ 1 3 PEKTUBHOCTY OpraHn3aLum B JOCTUXKEHUN HAMEUYEHHbIX pe3yibTaToB. DTOT NOAX0[ NO3BOSET opra-
HM3auuy ynpasnisaTb B3aUMOCBA3SMU 1 B3aMMO03aBMCYMOCTAMM MeXAy NpoLeccaMyt CUCTEMbI, Tak 4YTo obLine
pesynbTaTbl AeATEeNbHOCTM OpraHn3aLmn MoryT GbIiTb yyYLleHbl.

MpoLeccHbIi noaxon BKAYaEeT B ce6s cucteMaTuyeckoe onpeaeneHne n MeHeKMeHT NPOLECCOB U KX
B3aUMOAENCTBMA TakuM 06pa3om, YToObl fOCTUraTb HAMEYEHHbIX Pe3y/IbTaToB B COOTBETCTBUU C NOSINTUKON B
o6nacTu kayecTBa M cTpaTernyeckum HanpasieHnem opraHusaumn. MeHepKMEHT NPoLEeccoB Y CUCTEMBI Kak
€MHOrO LIes1Ioro MOXeT AoCcTuratbes npy ncnonb3osaHum uukna POCA (0.3.2) coBMECTHO C 0CO6bIM BHUMAHU-
€M K pUCK-OpUeHTUpoBaHHOMY MbiwneHuto (0.3.3). HaueneHHbIX Ha UCNoib30BaHNe BO3MOXHOCTeN 1 npeaoT-
BpallleHne HexenartesibHbIX pe3yibTaToB.

MpumeHeHne NpoLEeccHOro NoAxo4a B CMCTEME MeHe)KMEHTa kayecTBa No3BO/ISeT:

a) NOoHMMAaTb M NMOCTOSAHHO BbINOHATL TpeboBaHUS;

b) paccmartpuBaTb MPOLECCHI C TOUKU 3peHUst 4O6ABNEHNS MU LLEHHOCTW;

C) pocTuratb pe3ynbTaTUBHOIO PYHKLMOHMPOBaHUSA NPOLECCOB;

d) ynyudwaTb Npouecchl Ha OCHOBE OLEeHNBaHNSA AaHHbIX U MHhopMaLmu.

PucyHok 1naeT cxematuyHoe n3obpaxeHne Nob60ro npouecca v MaalCcTprMpyeT B3anMOCBA3b 31eMEH-
TOB npouecca. KOHTPOsIbHblE TOYKM MOHUTOPUHIA U U3MEPEHUS, HEO6X0AMMbIE /19 YNpaB/eHNs, ABNATCA
crneuundpmyeckMMmn ANs Kaxaoro npouecca u 6yayT BapbupoBaTbCA B 3aBUCUMOCTM OT COOTBETCTBYHLLUX
pYCKOB.

u| r-
Touka Havana l Touka OKOHuaHus !
N CTOUYHUKN Monyuartenu
BX0O/0B BbIXO/0B
NMPEABIAYLLINE MATEPUS MOCEAYHOLLVIE
MPOLIECCH|, i MATEPUA MPOLIECCH!
Hal'lp:l'Mep, a:gg;m,\? ALS SHEPIUS, Hal'lpll:IJ'Mep, notpe6u-
nocTaBLLyka : VMHOOPMALINA, Tens (BHyTPeHHero
(BHYTpPEHHero wm Hanpumiep, 8 (hopie Hanpuvep, B (epme WM BHELLHETO)
BHELLHEro) notpe- M:gepglg: 08. npoAykumm, [pyrvix cooTBeT-
6uTens apyrux pecypcos. Yoy, peLueHua CTBYIOLLMX 3aMHTE-
Tpe6oBaHuii YHOLLY
COOTBETCTBYHOLLMX pecoBaHHbIX CTOPOH

3anHTepecoBaHHbIX
CTOPOH

Bo3MOXHbIE CpesCTBa ynpas/ieHus,
a TaKKe KOHTPOSIbHbBIE TOUKM 1St
MOHUTOPVHIa 1 U3MEpPEHMiA pesyribTaroB
[LeATeNbHOCTU

PucyHok 1 — CxemaTuyHoe n3o6paxeHue 3fIEMEHTOB npoLecca

0.3.2 Uwukn «MnaHupyin — enait — MNposepsii — feAcTByii»

Linkn POCA moxeT 6bITb MPMMEHEH KO BCEM MpoLeccam 1 K cucTeMe MeHepKMeHTa kayecTBa B Lie/IoM.
PucyHok 2 unnioctpupyeT Kak pasgenst 4—10 MoryT OblTb CrpynnupoBaHbl B COOTBETCTBUM C LMK/IOM
POCA.

Vi
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Cuctoma MeHeaXMeHTa kayecTsa (4)

Opraxuzaups
' ee cpena (4)
YpoBnetso-
peHHoCTb
noTpe6uTtenei
PesynbTaTthl
Tpe6oBaHus CMK
notpe6uTenei
Mpoaykums
nycnyru

Motpe6HoCTN  «

noxugaHna  \
COOTBETCTBYHOLLIMX
3anHTEpEecoBaHHbIX \

CTOPOH (4>

MpumMmeuyaHune — Liudpbl B ckoGKax ABASIOTCA CCbIIKAMN Ha pa3fenbl HACTOSILero cTaHaapTa.

PucyHok 2 — V306paxeHune CTPyKTypbl HACTOSALLEero cTaHAapTa B COOTBETCTBUM ¢ unknom PDCA

Linkn PDCA MOXHO KpaTKo onucaTb Tak:

- nnaHupyih — paspaboTka Lefei cuctemsl 1 ee NpoLeccoB, a Takke onpeenieHne pecypcos, HE06Xo-
AVMbIX NS AOCTMXEHMNS pe3y/ibTaToB BCOOTBETCTBUM C Tpe6OBaHUSIMU NOTpebuTeneli MNMONNTUKON opraHnsa-
uun, onpegesieHne n pacCMOTPeHVe PUCKOB M BO3MOXHOCTEN;

- fenai — BbINOJIHEHWE TOrO, YTO 6bINO 3anaHNPOBaHo;

- NpoBepsiii — MOHUTOPUHT 1 (TaM r4e 3To NPMMEHUMO) U3MEPEHME MPOLECCOB, NPOAYKUUN W YCAYT B
CpaBHEHUN C MONUTUKOWA, LieNsiMun, TpeboBaHNAMM 1 3an1aHNPOBaHHbIMU AeiCTBUSAMU 1 COOBLLEHNEe O pe3y/b-
Tarax:

- 0elCTBYN — NPUHATUE Mep MO YYYLLEHNIO pe3ynbTaToB AeATENIbHOCTU B TON CTENEHN, HACKONbKO 3TO
Heob6Xxoa4MMO.

0.3.3 Puck-opveHTUpoBaHHOE MbllU/IEHNE

Puck-opreHTMpoBaHHoe MblwneHne (A.4) Heo6X0AUMO ANA [OCTUXKEHUS Pe3yNbTaTUBHOCTW CUCTEMBI
MeHeKMeHTa kavecTBa. KoHLenumsa prck-opueHTMpPOBaHHOIO MblLIEHNA NoApa3yMeBanach B npegblayLuiel
BEPCUM HaCTOSLLEero cTaHgapTa, BkIYas, Hanpumep, BbiNO/IHEHME Npeaynpexjarwmnx geicTBuii, Hanpas-
NEHHbIX Ha UCK/TOYEHNE NoTeHUMabHbIX HECOOTBETCTBMI, aHa/IM3 /1lo6biIX HECOOTBETCTBUI, KOTOPbIE BO3HW-
KalT, W nNpuHATME Mep Mo nNpefoTBpaLleHno UX MNOBTOPEHUS, COOTBETCTBYIOLWMX MOCNEefCTBUAM
HECOOTBETCTBUA.

UTo6bl COOTBETCTBOBATL TPEOOBAHMAM HACTOSALLEro CTaHAapTa opraHusaumm Heo6xoAMMO NaHnpo-
BaTb M BHEAPATb feCTBUS, CBA3aHHbIE C pUCKamy 1 BO3MOXHOCTAMU. HanpasneHune ycunuii Ha pucku n Bos-
MOXHOCTWU CO34aeT OCHOBY [J19 TMOBbIWEHUA pPe3y/ibTaTUBHOCTM CUCTEMbl MEHeMKMeHTa KayecTsa,
[OCTMKEHUS YNYULLEHHbIX pe3ynbTaToB v NpeAoTBpalleHne HebnaronpuaTHbIX NOCNeACTBUIA.

Vil
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BO3MOXHOCTN MOTYT BO3HUKHYTb B CUTYyaLuu, 6}'IaF0I'lpVIF|THO[7I ANA AOCTUXEHNA HaMEYEHHOro pe3ysibTa-
Ta. Hanpumep, Kak COBOKYMNHOCTb 06CTOATENbCTB, No3BO1AKWMX OpraHn3aunn npmuBnekaTb n0Tpe6MTene|71,
pa3pa6aTb|BaTb HOBYIO NMpoaykuunko N ycnyru, Cokpawlatb OTXoAdbl WKW NOBbIWATbL NPOU3BOAUTESIbHOCTL.
Ll,eﬁcnavm B OTHOLLUEHUN BO3MOXHOCTEA MOTYT TakKXXe BK/1H4YaTb pacCMOTpeHue CBA3aHHbIX C HUMU PUCKOB.
Puck3To BNMAHME HeonpeaeieHHOCTH, 1 nobas Takas HeonpeaeneHHOCTb MOXeT UMETb NOJIOXNTENIbHbIE NN
oTpuuatesibHblie BO3A8VICTBVIH. [onoXxunTenbHOe OTKIOHEHWE, BbITEKAOLLLEE U3 pUCKa, MOXET CO34aTb BO3MOX-
HOCTb. HO HEe BCe NO/10XUTe/IbHbIEe OTK/TOHEHNA NPUBOAAT K BO3SMOXHOCTAM.

0.4 B3auMMOCBSA3b C APYrMMK cTaHgapTamu, npegHasHayeHHbIMU 4719 CUCTEM MEeHe)XMeHTa

B HacTosLeM cTaHAapTe NpMMeHeHa CTPyKTypa, paspaboTaHHas ICO gna ynyudlieHns cornacosaHHoc-
™ Mexay ctaHgapTamu MICO Ha cucTeMbl MeHepKMeHTa (CM. npuioxeHve A.1).

HacTtosAwuin ctaHgapT N03BOSET OpraHn3aLn NpMMeHSATb NPOLECCHbIV NOAX0[ B COYETaHUU C LMK/IOM
PDCA 1 pUCK-OPUEHTUPOBAHHBLIM MbILLIEHWEM C TEM. YTOObI COrN1acoBaTh UM UHTErPUPOBATL CBOKO CUCTEMY
MeHepKMeHTa kayecTsa ¢ Tpeb0oBaHUSAMM APYTNX CTaHAAPTOB Ha CUCTEMbI MEHeKMeHTA.

HacToswmii ctaHgapT cBasaH co ctaHgapTamu MCO 9000 n MCO 9004 cnepyowmum o6pasom:

- NCO 9000 «Cuctembl MeHefKMeHTa KavecTBa. OCHOBHbIE NOMIOXEHUSA U C/I0BAPb» CO3AaeT BaXHYH
OCHOBY /151 Ha/1exallero noHMMaHus U BHeJpeHUA HacToALWero ctaHgapTra.

- NCO 9004 «MeHemXMeHT ANs AOCTMXEHUS YCTOWYMBOro ycrnexa opraHmsaunun. Mogxon Ha ocHoBe
MeHe/KMeHTa KauecTBa» flaeT pyKOBOACTBO OpraHm3aumsamM, CTpeMAWnMcs Npes3oiTn TpeboBaHns HacTos-
Lero ctaHgapTa.

MpunoxeHve B cogepxXunT cBeAeHUs 0 ApYrMX MeXAyHapoHbIX CTaHAapTax B 061acTn MeHegKmeHTa
KayecTBa M cTaHAapTax Ha CUCTEMbl MEHeXXMeHTa KayecTBa, KoTopble 6bin paspabotaHbl UCO/TK176.

HacTosAwuii ctaHaapT He COAEePXUT KOHKPETHbIX TPe60oBaHWUiA K ApYrum cucteMam MeHe)KMeHTa, Taknum
KaK 9KOJIOrMUYeCcKnii MeHeDKMEHT, MeHeXMeHT 6e30nacHOCTM TpyAa W OXpaHbl 340POBbSA WU (PUHAHCOBBI
MEHe)KMEHT.

OTpacneBble CTaHAAPTbl HA CUCTEMbl MEeHe)KMeHTa kayecTBa paspaboTaHbl 418 psfja oTpacnei Ha
OocHoBe TpeboBaHuii HacTosLWero cTaHAaapTa. HekoTopble U3 3TUX CTaHA4APTOB yCTaHAB/IMBAOT LONONHUTE b-
Hble TpeboBaHNA K CUCTEME MEHEeXXMEHTa KayecTsa, B TO BpeMs KakK pyrue orpaHuynsaroTcs npegocrasse-
HUEeM pPyKOBOAALLMX yKa3aHWi No NPUMEHEHWI0 HaCcTOoALLero cTaHjapTa B pamkax KOHKPeTHOM oTpacsu.

Vil
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HALULMWOHANBHBIN CTAHAAPT POCCUWNCKOWN GENLEPALUMN

CACTEMbI MEHEIDKMEHTA KAYECTBA
TpeboBaHus

Quality management systems. Requirements

[aTta BBegeHns — 2015—11—01
1 O6nacTb NpUMeHeHUs

HacToawwuii ctaHgapT yctaHaBnveaeT TpeboBaHNsA K CMCTEME MeHe)KMeHTa kayecTBa B TeX Cryvasx,
Korga opraHusaums:

a) HyxzaeTcsi BeMOHCTpaLum cBoel CnoCO6HOCTM NOCTOAHHO NOCTaBAATb MPOAYKLMIO N(MNN) yCryru,
oTBevaiwLmne TpeboBaHnAM noTpebutene 1 NPUMeHVMbIM 3aKOHOAATE IbHbIM U HOPMAaTVBHBLIM MPaBOBbLIM
TpeboBaHuAM,;

b) CTaBWT CBOEl LieNblo NOBbILLIEHWE YA0BETBOPEHHOCTN NOTpebuTeneii NnocpeacTBoOM pe3ynbTaTus-
HOr0 NPUMEHEHUSI CUCTEMbl MEHe)XMeHTa KauyecTBa, BK/Yas MpoLecchl ee ynyuylleHus, n obecneveHune
COOTBETCTBMA TpeboBaHMAM noTpebuTeneli N NPYMeHNMbIM 3aKoHO4aTeTbHbIM U HOPMATUBHbLIM MPaBOBbLIM
TpeboBaHuAM.

Bce Tpe6oBaHMsi HACTOSILLLErO CTaHAapTa HOCAT 06LKiA XxapakTep 1 npegHasHavyeHbl 415 NpUMeHeHus
No6bIMY OpraHn3aLnsaMmn He3aBrUCMMO OT UX BUAA, pasmepa, NocTaBnsemMol NPoAyKLMN N NpefocTaBAseMblX
ycnyr.

MpumeyaHnsn

1 8 HacTosueM cTaHAapTe TEPMUHbI «NPOAYKLUSA» NN «yCnyra» NPUMEHUMbI TOIbKO «NPOAYKLUW WU yCyram, KoTo-
pble NpeAHa3HayYeHbl UIn 3aTpeboBaHbl NOTpebUTenem.

2 3aK0Ho,aneanb|e W HOpMaTUBHbIE NpaBOBbIe Tpe6osava MoryTt 6bITb 0603HAYEHbI KAk npasoBble Tpe60BaHVIFI.

2 HopmaTtuBHbIe CCbIIKM

Cnepyowuii LOKYMEHT, NOTHOCTbIO WM YACTUYHO, ABMSETCA HOPMATUBHOWM CCbIIKOW AN HACTOoALEro
cTaHfapTa n Heo6xoAnM A5 ero npuMeHeHus. 18 AaTUPOBaHHbIX CCbI/IOK MPUMEHAETCA TONbKO yKa3aHHas
Bepcus. NA HefaTUPOBaHHbIX CCbIIOK NPUMEHAETCA NOCNEeAHAA BEPCUSA CCbIJIOYHOIO AOKYMeHTa (BKoYas
no6ble nonpaskn).

MCO 9000:2015 Cuctema meHemKMeHTa kayecTBa. OCHOBHbIE NOMOXEHUA U C/I0Bapb

3 TepmMmuHbI 1 onpepeneHns
B HacTosALeM cTaHAapTe NpUMeHeHbl TEPMUHbLI U onpefeneHus, AaHHble B ICO 9000:2015.
4 Cpepa opraHmsaumun

4.1 lMoHuMMmaHWe opraHusaunmn u eecpefbl

OpraHun3auus go/mkHa onpeaennTb BHELHNE Y BHYTPEHHNE hakTopbl, OTHOCALLMECS K ee HAMEPEHNSM U
cTpaTernyeckomMy HanpaB/ieHWI0 U BANAKOLWME HA ee CNOCOBHOCTb [O0CTUraTb HaMeYeHHOro(bix) pesynbTa-
Ta”) eecucTemMbl MEHE)KMEHTA KauecTBa.

OpraHusauns fo/mKHa OCYLWeCTBNATb MOHUTOPUHT U aHaIn3 MHdopMaLuy 06 3TUX BHELLHUX U BHYTPEH-
HUX dhakTopax.

M3paHne ouynanbHoe



FOCTP NCO 9001—2015

MpumeyaHuns

1 PaccmaTtpuaemMblie (hakTopbl UK YCNOBUA MOTYT ObITb NONOXNTENbHBIMU MW OTPULLATENBHBIMU.

2 ToHUMaHWI0 BHeLWHell cpeabl MOXeT Cnoco6CcTBOBaTL pacCMOTpeHne (PakTopoB, CBSA3AHHbIX C 3aKoHOoAaTE b-
HOW. TEXHONOTNYECKOM, KOHKYPEHTHOM, PbIHOYHOM’, KyNbTYPHOW, COLMaNbHON 1 3KOHOMUYECKON Ccpesioil Ha MexayHapos-
HOM, HaUWOHA/IbLHOM. PETMOHA/IbHOM WU MECTHOM YPOBHE.

3 ToHMMaHUI0 BHYTPEHHE cpefibl MOXeT Cnoco6CTBOBaTL pacCMOTpeHNe hakTopoB, CBA3aHHbIX C LLEHHOCTSIMU,
KyNbTYpOWi, 3HaHNSAMMN 1 pe3ynibTaTaMn paboTbl opraHmsanuu.

4.2 ToHMMaHMe NnoTpebHOCTEN 1 OXnaaHuii 3anHTepecoBaHHbIX CTOPOH

C y4yeTOM BAMSAHUSA, KOTOpPOE 3aMHTepecoBaHHble CTOPOHbI OKa3blBaKOT WM MOryT OKa3aTb Ha C/nocob-
HOCTbOPraHu3aLny NOCTOSIHHO NOCTaBNATL MPOAYKLMIO M YCNYTN, OTBEYatoLme TpeboBaHAM NnoTpebuteneli n
NMPUMEHNMbIM K HAM 3aKOHOAATeflbHbIM M HOPMaTMBHLIM MPaBOBbIM TPeboBaHWAM, OpraHusauns JosHkHa
onpeaennTb:

a) 3aMHTepecoBaHHble CTOPOHbI, MEILLME OTHOLLEHNE K CUCTEME MEHEXXMEHTA KayecTBa:

b) TpeboBaHWUsA 3TVX 3aNHTEPECOBAaHHbIX CTOPOH, OTHOCALLMECS K CUCTEME MEHeAXXMeHTa kayecTsa.

OpraHu3aunsa fo/HKHa OCYLLLECTBAATL MOHUTOPYHT U aHanu3 nHdgopmaLmm 06 3TuX 3anHTepecoBaHHbIX
CTOPOHaXx 1 UX COOTBETCTBYIOLLMX TPe6OBaHNAX.

4.3 OnpegeneHune 061acTv NpUMEHEHUA CUCTEMbl MEHe)KMEHTa KayecTBa

OpraHu3aums Ao/KHa onNpeAennTb rpaHnuLbl CUCTEMbI MEHEKMEHTA KayecTBa W OXBaTbiBAEMYIO €l0
[eATeNbHOCTb, YTOObI YCTAaHOBUTL 06/1aCTb €€ NMPUMEHeHNs.

Mpv onpeaeneHun obnacT NPUMEHEHNA opraHn3aLnmsa oKHa paccMaTpmBath:

a) BHeLHWe nBHYTpeHHWe hakTopsbl (CM. 4.1);

b) TpeboBaHMsA COOTBETCTBYHOLLMX 3aNHTEPECOBAaHHbIX CTOPOH (CM. 4.2):

C) MPOAYKLMIO N YCMYrn opraHn3aLum.

OpraHu3aums Ao/HKHa NPUMEHATb BCe TpeboBaHWA HACTOALLEro cTaHgapTa, ecnn aTn TpebosaHusa npu-
MEHUMbI B Npejesnax yCTaHOB/EHHOW 061aCTW NPUMEHEHUSI ee CUCTEMbI MEHEe)KMEHTA KayecTBa.

O6nacTb NPUMEHEHUS CUCTEMbI MEHEI)KMEHTA KayecTBa opraHusaLum Ao/HkHa 6biTb AOCTYNHA, paspa-
6aTbiBaTbCA. aKTyaIM3npoBaTbCA U MPUMEHSATLCA Kak JOKYMEeHTMPOoBaHHasn nHopmauymsa. O6nacts npuMeHe-
HUSA [,0/MKHA yKa3blBaTb HA 0XBaTblBaeMble BUAbI NPOAYKLUUM U YCNYT 1 faBaTb 060CHOBaHWE 419 NCKYEeHNA
TpeboBaHVA HacTosLLerocTaHgapTa. KOTopoe OHa onpeAennia Kak HenpuMeHVMoe Kee 06,1acT NPUMEHEHNS
CUCTEMbI MEHEDKMEHTA KayecTsa.

CooTBeTcTBYE TPEOOBAHUAM HACTOALLEro cTaHAapTa MoXeT 6bITh 3a5B/IEHO TONbKO B TOM C/lyyae, ecnv
TpeboBaHus, onpefenieHHble Kak HenprMeHUMbIe, He BIMAIT Ha CNOCOBHOCTb MM OTBETCTBEHHOCTb OpraHu-
3auum obecneynBaTb COOTBETCTBME NPOAYKLMM 1 YCAYT 1 NOBbILWATL YA0BNETBOPEHHOCTL NOTpe6UTENeil.

4.4 Cuctema MeHe[)XMeHTa KayecTBa 1 ee npoLecchl

4.4.1 OpraHu3auns go/mKHa paspaboTaTtb, BHeApUTb, NOAAEPXKMBATb Y NOCTOAHHO yny4ylaTtb CUCTEMY
MeHeMKMeHTa kayecTBa, BKNoYas He06X0AMMble MPOLLECChI U MX B3aUMOZERCTBMSA, B COOTBETCTBUN C Tpe6o-
BaHUAMM HacToALLEero ctTaHgapra.

OpraHunsauus 4o/HkHa onpeaensaTb NPOLEeCChl, HE06X0ANMbIE ANS CUCTEMbI MEHEIKMEHTA KayecTsa, U
UX NPUMEHEHNE B paMKax opraHm3auum, a Takke:

a) onpefenatb Tpebyemble BXOAb! U OXMaeMble BbIXOAbl 3TUX NMPOLECCOB:

b) onpefenATb NOCNeA0BaTe/IbHOCTb U B3aUMOAENCTBME 3TUX NMPOLECCOB;

C) onpegenaTb M NPUMEHATb KPUTEPUN M MeTOAbI (BKIOYAS MOHUTOPUHT, U3MEPEHMUS U COOTBETCTBYHO-
e nokasatenu pesybTaTtoB AesaTeNlbHOCTH), HeobxoAnMble AN o6ecneyeHns pesyibTaTuBHOro MYHKLNO-
HUPOBAHUA 3TUX NPOLLECCOB U YNpaB/IeHNs UMu;

d) onpepgensaTb pecypcbl, HEO6XOANMbBIE 418 ATUX MPOLLECCOB, Y 06ecneynTb NX 4OCTYMHOCTb;

e) pacnpegensaTb 06893aHHOCTN, OTBETCTBEHHOCTb 1 MO/THOMOYMS B OTHOLLIEHUM 3TUX NPOLLECCOB;

f) yunTbiBaTH PUCKM M BO3SMOXHOCTW B COOTBETCTBUN C TpeboBaHnsaMU nogpasgena 6.1;

[l) oLeHMBaTb 3TW MPOLLECChbl U BHOCUTL /1t06ble N3MEHEHUS, HeobXoAMMble ANA obecneyeHns Toro, 4To
npouecch! OCTUTAOT HaMEYEHHbIX Pe3y/ibTaToB:

h) ynydwaTb npouecckl N CUCTEMY MEHEe[)KMEHTa KayecTsa.

4.4.2 OpraHu3auus fomkHa B HE06X04MMOM 06 beME:

a) paspabartbiBaTb, aKTyanusnposaTtb U NPUMEHATb OKYMEHTUPOBAaHHYI0 MHopmaLuuio Ans obecneyve-
HUSA DYHKLMOHUPOBAHNSA NPOLECCOB;

b) perncTpupoBarthb M COXPaHSATb AJOKYMEHTUPOBAHHYIO MHhopMaLmIo 47151 06ecnevyeHns yBePeHHOCTH B
TOM. YTO 3TU MPOLLECCHI OCYLLLECTB/IAIOTCA B COOTBETCTBUY C TEM. K&K 3TO ObI/10 3aMn1aHMpPOBaHoO.

2
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5 JlnpepcTteo

5.1 /lnpepcTtBo M NPUBEPXKEHHOCTb

5.1.1 O6wwne NonoxeHns

Bbicllee pykoBOACTBO AO/MKHO LEMOHCTPMPOBaTh CBOe NNAEPCTBO U NMPUBEPXKEHHOCTb B OTHOLLEHUN
CMCTEMbI MEHEe)KMEHTa kKayecTBa NocpeaCcTBOM:

a) NPUHATUSA OTBETCTBEHHOCTU 3a Pe3yNbTaTUBHOCTb CUCTEMbI MEHE)KMEHTA KayecTBa;

b) obecneyeHns pa3paboTkM NOAUTUKM 1 Lieneid Bo61acTh KayecTBa, KOTOPbIe COrNacyoTcs C yCNoBus-
MV cpefibl OpraHn3aunmn n ee cTpaternyeckum Hanpas/ieHneM;

c) obecneyeHnsa nHTerpaunm TpeboBaHnii CUCTEMbI MEHEe)KMEHTa KayecTBa B 6U3Hec-npoLeccs! opra-
HM3auuu;

d) copelicTBMS NPUMEHEHMIO NPOLLECCHOTO NOAX0a U PUCK-OPUEHTUPOBAHHOIO MbILLSIEHNUS;

e) obecneyeHuss 4OCTYMHOCTW PecypcoB, HEO6XOAUMBIX A1 CUCTEMbI MEHEKMEHTa KayecTBa:

0 pacnpocTpaHeHus B opraHu3aumn NoOHNMMaHNsa BaXXHOCTW pe3yibTaTVBHOIO MeHe)KMeHTa kavecTsa v
COOTBETCTBUSA TPEO6OBAHMAM CUCTEMbI MEHEKMEHTA KavecTBa,;

) obecneyeHns JOCTMKEHNSA CUCTEMON MEHeXMeHTa KayecTBa HaMeUYeHHbIX_pe3ynbTaTos;

h) BoBneveHusi, pyKoBOACTBA M OKa3aHUA NOALEPXKN yHacTus paboTHUKOB B o6ecneyeHnn pesynbTa-
TUBHOCTU CUCTEMbI MEHE)KMEHTA KAYeCcTBa,;

i) nmopaepXku ynydweHus;

j) noanepXku Apyrux COOTBETCTBYHOLMX PYKOBOAUTENEN B AEMOHCTPALMN UMW TMAEPCTBA B cdhepe nx
OTBETCTBEHHOCTMU:

NMpumevyaHune — CnoBo «BU3HEC» B HACTOSLEM CTaHAApPTE CledyeT NOHUMATL B LUMPOKOM CMbIC/E, KaK 0TO-
6paxeHune BUAOB AeATENIbHOCTU, KOTOPblE SABMATCS KIOYEBLIMU A5 Leneil CylecTBOBaHWSA opraHusauum, HesaBucrumo
OT TOrO0, SIBMISETCA /N OHA rOCYapCTBEHHOM, YaCTHO, CTABUT /M OHA CBOEI LeNbio NoslyyeHne NpubbIavM Unu Her.

5.1.2 OpwueHTaLus Ha noTpebutenei

Bbicllee PyKOBOACTBO [JO/IXHO ,eMOHCTPUPOBATL IMAEPCTBO U NPUBEPXKEHHOCTL B OTHOLLIEHUN OPUEH-
Tauun Ha noTpebuTteneii nocpeAcTBOM 06ECNEYEHUs TOTO, YTO:

a) Tpe6oBaHus noTpebGuTeneil, a Takke NPUMEHVMbIE 3aKOHOAATE IbHbIe Y HOPMATUBHbIE NMPAaBOBbIE
Tpe6oBaHWsA onpeAeneHbl, NOHATbI U HEM3MEHHO BbIMOJHATCS;

b) PUCKM N BO3MOXHOCTH, KOTOPbIE MOTYT OKa3blBaTb B/IMSIHUE HA COOTBETCTBME NMPOAYKL UM U YCAYT U Ha
CMOCOGHOCTL NOBLIWATL YAO0BNETBOPEHHOCTL NOTPEBGUTENET, ONpEesieNeHbl N PpacCMOTPEHbI;

C) B LEHTPE BHYMaHWS HAXO4UTCS NOBbILLEHNE Y0B/IETBOPEHHOCTMN NOTPeGUTENEN.

5.2 Monutunka

5.2.1 PaspaboTka nonuTukn B o61acTm kayecTsa

Bbicllee pykoBOACTBO A0/KHO paspaboTaTb, peasim3oBbiBaTh U NOAAEPXKMBATL B aKTyaslbHOM COCTOSA-
HUM MOSIMTUKY B 06NacTu KayecTsa, Kotopas:

a) COOTBETCTBYET HaMepeHUsIM W cpefe opraHu3aumun, a Takke nogfepxusaeT ee cTpaTernyeckoe
Harnpas/ieHue;

b) co3fgaeT OCHOBY A1 yCTaHOB/IEHUS Lieneli B 061acTu kavecTsa:

C) BK/OYaeT B cebs1 06a3aTeIbCTBO COOTBETCTBOBATL NPUMEHNMbIM TPE60BaHUAM;

d) BknovaeT B cebs 0683aTENLCTBO NOCTOAHHO yNy4llaTb CUCTEMY MEHE)XXMEHTa KayecTsa.

5.2.2 [loBeeHne NoNnTUKN B 061aCTN KayecTBa

MonuTtuka B 061aCTN KaYeCTBA [0/IKHA:

a) OblTb AOCTYNHOI N NPUMEHATLCA "AOKYyMEHTUPOBaHHas nHopmauus;

b) 6bITb JOBEAEHHON [0 CBeAeHUSs pabOTHMKOB, NOHATHON U NMPUMEHSAEMOl BHYTPY OpraHu3aunm;

¢) ObITb A4OCTYMHOW NOAXOAALMM CNOCOBOM AN COOTBETCTBYHOLMX 3aMHTEPECOBAHHbIX CTOPOH.

5.3 ®yHKUWUKN, OTBETCTBEHHOCTbL M MOJTHOMOUYUSA B OpraHu3aumu

Bbicllee pykoBOACTBO [0/MKHO 06ecneunTb onpefeneHve, fosefeHne A0 paboTHUKOB 1 MOHNUMaHWe B
opraHusauum 06a3aHHOCTE, OTBETCTBEHHOCTH U MOSTHOMOYWIA 415 BbINO/THEHUS COOTBETCTBYHOLLMX OYHKLIWIA.

BbicLee pykoBOACTBO [,O/KHO pacnpefennTb 0693aHHOCTU, OTBETCTBEHHOCTb U NOJTHOMOYMSA ANA:

a) obecneyeHWs COOTBETCTBUA CUCTEMbl MeEHe[KMeHTa KayecTBa TpeboBaHWAM HacCTOSLWEero cTaH-
JapTa;

b) obecneyeHns NONyYeHUss HAMEeYEHHbIX pe3y/IbTaToB NPOLIECCOB;

C) OTYETHOCTU BbICLUEMY PYKOBOACTBY O pesysibTartax (PyHKLMOHUPOBAHUSA CUCTEMblI MEHe[XMeHTa
KauecTBa M BO3MOXHOCTAX ee ynyywenus (10.1);

d) noppepxku opreHTauun Ha noTpebuTens Bo BCell opraHmsaLnuu;
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B) coxpaHeHna uesIoCTHOCTU CUCTEMbl MEHE)KMEHTa Ka4ecTBa npu njiaHNnpoBaHn  BHEAPEHUN N3Me-
HEHUI B CUCcTeMy MeHeXXMeHTa KayecTBa.

6 [naHnpoBaHue

6.1 [leficTBMS B OTHOLIEHUW PUCKOB M BO3MOXHOCTEN

6.1.1 [Mpwn nnaHMpoBaHUN B CUCTEME MEHEKMEHTa KayecTBa opraHusauus fOo/HKHA yvyecTb (hakTopbl
(cm. 4.1) nTpeboBaHns (cm. 4.2) nonpeaennTb PUCKN N BO3MOXHOCTU, NoA/exallne paccCMOTPEHUIO ANS:
a) obecneyeHns yBepeHHOCTM B TOM. YTO CUCTEMA MEHEJ)KMEHTa KayecTBa MOXeT A40CTNYb CBOMX Hame-
YEHHbIX Pe3y/ibTaTos;
b) yBENNYEHUS NXKeNaeMoro BANAHUS,
C) npefoTBpalleHNs UM yMeHbLUEHUSA UX HeXenaTelbHOro B/INSHUS,
d) [OCTWXEHUS yNyyLIEeHUs.
6.1.2 OpraHusauus fo/HKHa NaaHMpoBaTh:
a) AeiicTBMA NO pacCMOTPEHNI0 3TUX PUCKOB M BO3MOXHOCTE;
b) TO, KakMM 06pa3om:
1) WHTerpmpoBarTh U BHeAPUTbL 3TV AeNCTBUS B MPOLLECChI CUCTEMbI MEHeXKMeHTa kayecTsa (CM. 4.4);
2) oueHuBaTb pe3ynbTaTUBHOCTb 3TUX feCTBUIA.
Mepbl, NpMHUMaEMbIe B OTHOLLIEHUN PUCKOB U BO3MOXHOCTEN, AO/MKHbI 6bITb MPONOPLMOHA/bHBI UX BO3-
MOXHOMY BJ/IUSIHUIO HA COOTBETCTBUE NPOAYKLUN N YCNYT.

MpumeuvaHnunsa

1 BapuaHTbl pearnpoBaHWs Ha PUCKM MOTYT BK/IloUaTb n3bexaHne pucka, 4onylieHne pucka c TeM. YTobbl oTcne-
AWNTb BO3MOXHOCTU, yCTPaAHEHWE UCTOYHUKA pUCKa, NU3MEHEHME BEPOATHOCTW WM NOCNEACTBUIA, pasfeneHne pucka uim
cAepxuBaHue pucka nyTeM NPUHATUSA peLleHns, OCHOBAHHOTO Ha NHopmMaLluu.

2 BO3MOXHOCTM MOTYT NPUBECTU K NPUHATUIO HOBbIX NPAKTUK, 3anyCKy HOBOI NMPOAYKLNW, OTKPbITUIO HOBbIX PbIHKOB,
NosIB/IEHNIO HOBbIX NOTPe6uTeneil, NOCTPOEHNI0 NapTHEPCKUX OTHOLLEHWI, NCNOb30BaHWNIO HOBbIX TEXHOMOTUIA N APYrnX
XenaeMblix U peasibHbIX BO3MOXHOCTEN, 4To6bl y4ecTb MOTPEeOGHOCTM opraHn3anun nin ee notpeduteneil.

6.2 Llenn B 06nacTy kayecTBa 1 NiaHMpOBaHWe UX LOCTUXEHUs

6.2.1 OpraHu3aumsa foMKHa YCTaHOBUTL Lienn B 061acTh kavyecTBa 415 COOTBETCTBYOLNX PYHKL WA,
YPOBHeli, a Takxe NpoLeccoB, HE06X0AUMBbIX A1 CUCTEMbl MEHEAXMEHTAa KayecTBa.

Llenv Bo6nacTtu kauecTsa fO/DKHbI:

a) ObITb cornacoBaHHbIMY C NOIUTUKOW B 06/1aCTU Ka4ecTBa,;

b) 6bITb UIMEPUMbIMU;

C) yuuTbiBaTb NPUMEHUMbIe TPE6OBaHUS;

d) 6bITb CBA3aHHLIMK C 06ecrneyeHnemM COOTBETCTBMA NPOAYKLUMUM 1 YCAYT U NOBbILIEHWEM YyA0BEeTBO-
PEHHOCTU NOTPebUTENEN;

e) noanexarb MOHUTOPWHTY;

f) 6bITb 4OBEAEHHBIMU 4,0 PAOOTHMKOB;

[) aKTyanusnpoBaTtbCsi N0 Mepe Heo6X0ANMOCTH.

OpraHu3saums go/mkHa paspabartbiBaTth, akTyannsnpoBaTb N NPUMEHATb AOKYMEHTUPOBaHHY0 MHhopma-
LMo 0 Lensx Bobnactu kavecTsa.

6.2.2 [Mpu nnaHnpoBaHuUu AeCTBUIA NO AOCTUXEHWUIO Lieneli B 061acTu kayecTBa opraHmsaumns JomkHa
onpefenuTe:

a) 4TO [LOJIKHO ObITh CAENAHO;

b) Kakue NnoTpebyloTCs pecypchl;

C) KTO 6yAeT HecTu OTBETCTBEHHOCTD;

d) korpa aTu aeiicTBusA 6yayT 3aBEPLUEHSI;

e) kakum obpasom 6yfyT OLeHMBaTbLCA pe3ynbTaTbl.

6.3 TlMnaHupoBaHWe N3MEHEHU

Tawm, rae opraHusauums onpegensieT He06X04MMOCTb M3MEHEHUIA B cUCTEME MEHEIKMEHTa KauyecTBa, 3Tu
N3MEHEHUSA [O/TKHbI OCYLLECTBMATLCS HA NNaHOBO OcHoBe (CM.4.4).

OpraHuzaums goskHa paccmaTpusaTh:

a) Lesib BHOCUMOIo U3BMEHEHNA N BO3MOXHblIe Noc/1eACcTBUA ero BHeCEHUA;

b) LEN0CTHOCTb CUCTEMbI MEHEKMEHTA KAuecTBa;

C) [BOCTYMHOCTb PECYpCOB;

d) pacnpegeneHve uav nepepacnpegeneHme 0653aHHOCTEN, OTBETCTBEHHOCTM 1 MOSTHOMOYUMIA.
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7 CpepgctBa obecneyeHuns

7.1 Pecypcsl

7.1.1 O6wme NnonoxeHns

OpraHu3sauusa goskHa onpefennTb U 06ecneynTb Hannune pecypcos, HEO6XOANMBIX A8 pa3paboTky,
BHeApeHUs, NoAAepXaHus N MOCTOAHHOMO yNyylleHNss CUCTEMbl MEHE)XKMEHTa KayecTBa.

OpraHu3ayms fomKHa paccmaTpusarb:

a) BO3MOXHOCTW M OrpaHnyeHus, CBsA3aHHble C CYLLLEeCTBYIOLMMIN BHYTPEHHUMY pecypcamu;

b) TO. 4TO HEOB6XOANMO NOSTYYUTb OT BHELLIHMX NOCTAaBLLMKOB.

7.1.2 Yenoseueckue pecypcsol

OpraHusauua Jo/mkHa onpeAennTb U o6ecneynTb Hanyme AO/DKHOCTHbIX /UL, Heobxogumbix Ans
pe3ynbTaTUBHOIO BHEAPEHUS CUCTEMbI MEHE)KMEHTa KauecTBa 1 AN PYHKLMOHNPOBAaHNSA U yNpaB/ieHus ee
npoweccamu.

7.1.3 WNHdpacTpykTypa

OpraHusauus fosxHa onpefenvTb, co3faTb U NoAAepXMBaTbh MHpacTpyKTypy, Heobxoaumyto Ans
PyHKUMOHNPOBAHNA ee NPOLLEeCCOB C Lie/1bio AOCTMXEHNA COOTBETCTBUS NPOAYKLAN N YCAYT.

MpumeyaHune — VHDpaACTPyKTypa MOXET BKIOYATb:

a) 3[aHnA VN CBA3aHHbIE C HUMUN MHXEHEpPHbIe CeTUN U CUCTEMBbI,

b) obopyaosaHue, BKNOYas TEXHUYECKNEe 1 MPOrpaMMHble CpecTBa;
C) TpaHCNOpTHblE pecypchl;

d) vHdopmaLnOoHHbIE 1 KOMMYHUKALMOHHbIE TEXHOMOTUN.

7.1.4 Cpepa ana pyHKLMOHUPOBAHNSA NPOLLECCOB
OpraHusauns go/kHa onpeaennTtb, co3fartb 1 nogaepxmnsaTs cpefy, Heo6xoANMYH0 4715 PYHKLMOHUPO-
BaHWA ee NPoLeccoB U 4OCTUXEHNS COOTBETCTBUA TPe60BaHNAM K MTPOAYKLMN 1 yCyram.

MpumeuyaHune — MNoaxoaswasn cpefa MoOXeT NpeAcTaBnsATb cO60l coyeTaHne YenoBeyeckux U usnyecknx
¢hakTopoB, TakUX Kak:

a) coumanbHble (HanpuMep, OTCYTCTBUE AUCKPUMUHALUN, CNIOKONCTBUE, GECKOH(IMKTHOCTB);

b) ncuxonornyeckme (HanpuMep, CHUXeHNe YpoBHA cTpecca, NpoduiakTmka 3aMOLMOHaIbHOTO BbIrOpaHns, aMoL -
OHasnbHas 3awuTa).

c) dusnyeckme (Hanpumep, Temnepartypa, TensI0BON JI0TOK, BNaXHOCTb, OCBELLEHWNE, ABMKEHNE BO3AYXa, TTUeHa.
wym).

3Tn hakTopbl MOTYT CYLLLECTBEHHO Pa3MyaTbCs B 3aBUCUMOCTI OT NOCTABASEMbIX MPOAYKLUN U YCAYT.

7.1.5 Pecypcbl 4N MOHUTOPUHIA U U3MEPEHNA

7.1.5.1 O6wue TpeboBaHns

OpraHusauns AoskHa onpefennTb U NpeocTaBuUTb Pecypebl, HeobxoanMble 415 06ecrneyeHns nmero-
LLIMX 3aKOHHYI0 CU/TY M HAAEXHbIX Pe3y/1bTaToB B TeX CiydasnX, Korfa MOHUTOPWHT UM N3MEPEHUA UCMO/b3YOT-
cA ANA NOATBEPXAEHNA COOTBETCTBUA NPOAYKLUUN U YCNyT TpeboBaHMAM.

OpraHu3aums fomkHa obecneynTb, YTOObI NpefoCcTaBeHHbIE PECYPChI:

a) 6blNN NPUTOAHBLIMU AN KOHKPETHOTo Tuna npeanpuHUMaembix 4eiCTBUA N0 MOHUTOPUHTY 1 N3Me-
peHuto:

b) noaAepXnBanuCh B LieSIAX COXPaHeHN UX NPUrO4HOCTY AN NPeAyCMOTPEHHbIX Lenei.

OpraHu3saumsa gomkHa perncTprpoBaTb M COXPaHATb COOTBETCTBYIOLLYIO OKYMEHTUPOBAaHHYIO MHAOP-
MaLuio Kak CBMAETeNIbCTBO NMPUIOAHOCTU PECYPCOB A1 MOHUTOPUHTA U U3MEPEHUS.

7.1.5.2 TpocnexunsaemocTb U3MepeHus

B Tex cnyvasx, Korfa npocnexwsaemMocTb U3MepeHns ABnsieTcs TpeboBaHWemM Wan paccmaTpusBaeTcs
opraHu3sauueli B kKauecTBe BaXXHOT0 3/1IeMeHTa A5 06ecneyeHns yBepeHHOCTY B NPaBOMOYHOCTU pe3ybTaToB
n3MepeHus, nameputenbHoe 060py0BaHNE fOKHO ObiTb:

a) 0TKannmbpoBaHO M (M) NOBEPEHO Yepes3 yCTaHOBNEHHbIE NEPUOAbI AN Nepes ero NpUMMeHeHNeM Mo
3TasioHam, nepegarLnm pasmepbl eUHNLL B CPaBHEHWUN C MEXAYHAPOAHLIMU UN HALMOHANbHLIMY 3TaloHa-
M. Tpn OTCYTCTBUM TakMX 3TaSIOHOB 6a3a, UCnosb3yemas Ansa KanmbpoBKM UM NOBEPKK, AO/MKHA ObITh 3ape-
rMCTpPYpOBaHa 1 coXpaHeHa B KauecTBe AOKYMEHTUPOBaHHOI MHopmaumu;

b) MAEHTUMULMPOBAHO B LieNAX yCTaHOB/IEHNA UX cTaTyca,;

C) 3alMLLieHO OT pPeryInpoBoK, NMOBPEXAEHUSA 1 YXYALUEeHNS COCTOSHNA, KOTopble caenanu 6bl Hepei-
CTBMTENbHBIMU CTATYC KaNIMGPOBKM 1 NOCNeAyoLne pe3yibTaTbl U3MepeHnii.
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OpraHun3auus fo/KHa onpeaennTb NPaBOMOYHOCTb NPeabIAYLUX Pe3ynbTaToB U3SMEPEHUSA B TeX Criyya-
SX. Korga 6b1710 06HapYXeHo, UTO U3MepuUTesIbHOoe 060pyA0BaHNE HENPUTOAHO A1 NPUMEHEHUS MO ero NPSMo-
My Ha3Ha4YeHMWIo 1 NpY HE06X0AUMOCTU NPEANPUHATL COOTBETCTBYHOLLLEE feiCTBYE.

7.1.6 3HaHua opraHusayunm

OpraHu3auus fo/MKHa onpeaenunTb 3HaHNs, HeobxoaMMble AN PYHKLUOHUPOBaHMWSA ee NpoLLeccoB nans
[OCTUMXEHWS COOTBETCTBUSA NPOAYKLUUN UYCNYT.

3HaHMA [OMKHbI MOAAEPXKUBATLCA M ObITb 4OCTYMNHLIMU B HEO6X0AUMOM 06BbEME.

Mpy paccMOTpeHNV N3MEHSIIOLLMXCA HYX/ U TEHAEHUNIA OpraHn3anmns A0/HKHA OLLEHMBATb TEKYLLUIA ypo-
BEHb 3HAHWIA 1 ONpeaensaTb, Kakum 06pasomM NoNyUUTb UM 06ecnevnTb 4OCTYN KAOMNOAHUTENbHbIM 3HAHWAM U
X HE06X0ANMbIM OOHOBNEHUSM.

MpumevyaHuns

1 3HaHus opraHusaunm — aTo3HaHusA.cneundryHblegnsopraHnsalm;3HaHna.noay4YeHMbleBOCHOBHOMMU30/1bl-
Ta. 3HaHUs — 3TO MHOpMaLMsi, KOTOpas NCNOJb3YeTCS Y KOTOPOI 0GMEHUBAIOTCSA ANA LOCTUXKEHUS Leneil opraHnsaymm.

2 OCHOBOIi 3HaHWIA opraHn3aLmm MoryT GbITh:

a) BHYTPEHHWE UCTOYHWKM (HanpuMep, NHTeNNekTyanbHas CO6CTBEHHOCTb, 3HAHUS, NONYYEHHbIE 13 OMNbITa; BbIBO-
[bl. U3B/IEYEHHbIe 13 HeyauHbIX UK YCNELUHbIX NPOEKTOB; c60p N O06MEH He0KYMEHTUPOBAHHbIMU 3HAHUSIMU V1 OMNbITOM;
pesynbTaTthl yayyleHuii npoLeccos, NPOAYKLWUMN U YCAYr);

b) BHeLIHWEe UCTOYHWKK (Hanpumep, CTaHAapTbl, HAy4YHOe CO06LeCcTBO, KOHhepPeHLNN, CeMUHapbI, 3HaHWA, Nony-
YeHHble OT NOTpebuTeNeit N BHELWHNX NOCTABLLUKOB).

7.2 KOMNeTeHTHOCTb

OpraHunsauus fo/xHa,

a) onpegensTb HEO6XOAVMYIO KOMMETEHTHOCTb /IULL(a), BbIMONHAOWMX(ero) paboTy noa ee ynpassieHu-
eM, KoTopasi Oka3blBaeT B/NSAHME Ha pe3y/ibTaTbl 4eATEe/IbHOCTU 1 pe3y/ibTaTUBHOCTb CUCTEMbI MEHE)XXMEHTA
KayecTBa,;

b) obecneunBaTb KOMNETEHTHOCTb 3TUX /UL, HA OCHOBE COOTBETCTBYIOLLLEro 06pa3oBaHuns, NOLAIOTOBKM
n(nnu) onbiTa,;

C) Tam.rfe 3To NPUMeHNMO, NpeAnpUHUMaTh feiCTBUS, HanpaB/ieHHble Ha MonyYeHne Tpebyemoin KoMm-
NEeTEHTHOCTW, 1 OLeHNBaTb Pe3y/IbTaTUBHOCTb NPEANPUHATBLIX AECTBUIA;

d) peructpupoBaTb U COXPaHATb COOTBETCTBYIOLLYIO AOKYMEHTUPOBAHHYIO MHOPMAaLUIO Kak cBuie-
Te/IbCTBO KOMMETEHTHOCTU.

MpumeyaHune — MpUMeHUMble AENCTBMS MOTYT BK/IHOYaTb, Hanpumep npoBefAeHue 06y4YeHusi, HacTaBHM-
UecTBO UMW NepepacnpegesneHne 06s3aHHOCTEN CPen UMEeLWNXCs PA6OTHUKOB; UM Xe HaeM iny,. 061aganiux Tpebye-
MbIM YPOBHEM KOMMETEHTHOCTU.

7.3 OcBefOMNEHHOCTb

OpraHu3auus fomxHa obecneynTb, UTOObI COOTBETCTBYHOLLME KL, BbINOIHAKLME paboTy noj ynpas-
JNIeHneM opraHusauuu, 6b111 0CBEAOM/IEHbI:

a) 0MnonnTUKe BO6GIaCTU KauecTBa;

b) COOTBETCTBYHOLWMX Lefsx B 06/1aCTV KauecTBa,;

C) CBOEM BKnafje B pe3ynibTaTUBHOCTb CUCTEMbI MEHEAXKMEHTA KayecTBa, BK/oYas Nosb3y oT yayylle-
HUA pe3y/ibTaToB AEATE/IbHOCTMY;

d) nocneacTBUsix HECOOTBETCTBUA TPE6GOBAHNAM CUCTEMbI MEHEKMEHTA KayecTsa.

7.4 O6MmeH nHopMaumei

OpraHu3aums Ao/mKHa onpeaennTb NOpAA0K BHYTPEHHEro 1 BHeLLHero obMeHa nHopmMaleit, oTHoCS-
Lelica K cucTeme MeHepDKMeHTa kayecTBa, BKIoYas;

a) Kakas uHdopmauus 6yfeT nepefasaTbCs;

b) Korga 6yfeT nepefasaTbCcs MHOpPMaLUS;

C) Komy 6ygeT nepegaBartbecsi MHOpMaLnS;

d) kakvm 06pa3om oHa byaeT nepefaBaTbCs;

e) kTo 6yaeT nepefaBartb MHhopmauuio.

7.5 [lokymeHTUpoBaHHasa nHgopmayns

7.5.1 O6wwme nonoxeHus

CucTtema MeHe)XKMeHTa KayecTBa opraHm3auum 4o/KHa BKIYaTh:

a) AOKYMEHTMPOBaHHYI0 MHhopMaL Mo, Tpebyemyto HacTOALMM CTaHAAPTOM;

b) [OKYMEHTUPOBaHHY NH(OpMaLWio, onpeAeeHHyto opraHu3auvell kak Heo6xoAumMyto Ansi o6ecne-
UeHusl Pe3yNbTaTUBHOCTY CUCTEMbI MEHEeAXMEHTa KauecTsa.

6
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MpumedvaHue — O6bEM LOKYMEHTUPOBAHHOI MH(DOPMALMM CUCTEMbI MEHE)KMEHTa KauecTBa OfHOI opra-
HU3aLMM MOXEeT 0T/IMYaTbCs OT APYroil B 3aBUCUMOCTH OT:

- pasmepa opraHusaLluu 1 Buga ee AesTesIbHOCTM, MPOLLEeCcCOoB, MPOAYKLUN W YCIyT;

- C/IOXHOCTU NPOLLECCOB 1 NX B3aUMOAENCTBUS;

- KOMNEeTEeHTHOCTN PaGOTHUKOB.

7.5.2 Co3paHune naktyanusauna

Mpwv co3pannn 1 akTyanusauuv JOKyMEeHTUPOBaHHON MHhopMaLuy opraHnsauns fo/mkHa COOTBETCTBY-
loWwmnm o6pasom obecneumnTb;

a) uaeHTudmKaumio n onucaHne (Hanpumep HasBaHue, gata, aBTop, CCbIIOYHBIA HOMEP);

b) dopmart (Hampumep, A3blK, BEPCUS NPOrpammHOro obecneveHus, rpacuyeckme cpefcraa) n Hocu-
Tenb (Hanpumep, 6YMaXHbIA NN 3NEKTPOHHbIN);

C) aHanu3 1 ofo06peHne C TOUKM 3peHNs NPUrOAHOCTU U afieKBaTHOCTMK.

7.5.3 YnpaBreHue JOKYMEHTUPOBAHHOI NHOpMaLmeit

7.5.3.1 [lokymeHTMpOBaHHasa MHopMauums, Tpebyemas cMCTeMOW MeHefKMEHTa KayecTBa 1 HacTos-
MM CTaHAAPTOM, [O/DKHA HAaX0AWUTBLCA NoJA ynpaBieHeM B Lensx obecneyeHus;

a) ee AOCTYMHOCTM M MPUTOAHOCTHU, FAe 1 Korga oHa Heobxoauma;

b) ee [0OCTaTOYHOW 3aWMTbl (HaNpuMep, oT Heco61AeHNSA KOH(UAEHUNANBHOCTH, OT HEHaAexallero
MCMOIb30BaHUA UV NOTEPU LLeIOCTHOCTH).

7.5.3.2 [ina ynpaBneHns LOKYMEHTUPOBaHHOM MHhopMaLmeli opraHm3aLnmus fo/mkHa npejycmMaTprBath
cnepytowme feicTBUS B TOM CTENEHMN, HACKO/IbKO 3TO MPUMEHNMO;

a) pacnpefgeneHue, obecneyeHune ee JOCTYNHOCTY 1 MOUCKA, & TaKXXe UCMO/b30BaHeE;

b) XpaHeHue u 3aWuTy, BKIOYas CoxpaHeHue pa3bopunBocTy;

C) ynpaBfieHne n3sMeHeHuamun (HanpyumMep, ynpasneHne BepCuamu);

d) cobnogeHne CPOKOB XpaHEHNST U NOPSIAKA YHUUTOXEHUS.

[lokymeHTUpOBaHHaA WHOPMaLna BHELIHEro MPOWCXOXAEHUS, OnpefesieHHas opraHu3auuei kak
HeobxoAmmas AN5 NNaHUPOBaHNA M (DYHKLMOHNPOBAHWSA CUCTEMbI MEHefKMeHTa KayecTBa, A0/HkHa ObiTb
COOTBETCTBYIOLMM 06pa3om naeHTumnymposaHa n HaxoANTbLCSA NOA ynpas/ieHNeM.

[lokymeHTUpoOBaHHaa MHopMaLmsa, perucTtpupyemas n coxpaHsaemas B kKauecTBe CBMAETENbCTB COOT-
BETCTBUA. AO/KHA ObITh 3alluLLEeHa OT HenpeAyMblLLTEHHbIX U3MEHEHWA.

NMpumeyvyaHune — [locTyn nogpasymeBaeT paspelleHne ToNbKo NPOCMOoTpa AOKYMEHTUPOBAHHON MHdopMa-
L1n Uan paspelueHme NpocMoTpa C NOSIHOMOYMSIMU MO BHECEHWIO N3MEHEHUIT B JOKYMEHTUPOBAHHYIO MH(DOPMALLIO.

8 [esaTenbHOCTb Ha CTaAMSAX XXM3HEHHOro UuKia NpoaykKumMmn v ycyr

8.1 TMnaHupoBaHue n ynpasfieHne AeATeNbHOCTbI0O Ha CTafUAX XU3HEHHOTO LuKna npoaykuum
nycnyr
OpraHu3auns Ao/mkHa naaHnpoBsartb, BHeApATb npouecchl (4.4). Heob6xoanMMmble ANA BbINOAHEHNS Tpebo-
BaHWIi KNOCTaBke NPOAYKLMM 1 NPeAoCTaBEHNIO YCNYT U ANSA BbINO/THEHUS AeCTBIUIA, ONpeAeneHHbIX B pa3je-
ne 6. nocyLwecTBNATb yNpasieHve aTuMy npoueccaMmv nocpeicTBoM;
a) onpegenexns TpeboBaHWiA K NPOAYKLMMN 1 yCnyram;
b) ycTaHOBMEHWUs KpUTepveBs ANK:
1) npovueccos;
2) npvemku NpoAyKUUn 1 ycnyr:
C) onpefesneHns pecypcos, HEOOXOANMBIX 415 AOCTVKEHNSA COOTBETCTBUA TPe60BaHNAM K TPOAYKLUN 1
ycnyram:
d) ynpaBneHus npoueccaMu B COOTBETCTBUM C YCTAHOBIEHHBIMU KPUTEPUAMMU:
e) onpepfenexuns, paspaboTku, akTyanm3alumn n NPUMEHEHUS, a Takke PErmcTpMpoBaHUS U COXPaHeHUs
[OKYMEHTUPOBAHHOW MH(OpMaLM B 06beMe, He06X04UMOM ANS:
1) obecneyeHnss yBepeHHOCTU BTOM. YTO NPOLLECChI BbINOTHAINCH TaK. KaK3TO 6bI/10 3an1aHNpPoBaHo;
2) [Ana gemMoHcTpauumn cooTBETCTBMSA NPOAYKLUN 1 yCAyr Tpe60BaHUAM.
PesynbTatbl TAKOro naHMpoBaHUsA fOMKHbI 6bITb NOAXOAALLNMY NS AeATENbHOCTU OpraHn3aLmn.
OpraHusaumsa go/mkHa ynpasaaTb 3ani1aHMpoBaHHbIMU U3MEHEHNAMMW U aHanM3npoBaTb NOCneAcTBUA
HeNpeayCMOTPEHHbIX U3MEHEHU, NpeanpruHUMas, Npyu Heo6XoAUMOCTHN, Mepbl MO CMATYEHUIO NIO6bIX Hera-
TVBHbIX BO34EACTBUIA.
OpraHusauusa gomkHa obecneunsartb, YTOObI MPOLECChl, NepefaHHble BHELHUM OpraHn3aunam, Haxo-
avnuce nog ynpasnexuem (8.4).
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8.2 Tpe6oBaHWUs K NPOAYKUUUN U yCayram

8.2.1 CB#3bC noTpebuTenamm

CBA3b C NOTPebUTENAMN [0/KHA BKIOYATD:

a) obecneuyeHne UHoOpMaLMein o NPoayKLUW 1 ycnyrax;

b) 06paboTKy 3anNpoCoB, KOHTPAKTOB WM 3aKa30B, BKIOYAA X M3MEHEHWUS;

C) MnoflyyeHne O0T3bIBOB O MPOAYKLMMN M yCalyrax OT noTpebuteneil, Bktoyas npeTeH3nm notpeburteneis;

d) obpaLieHre nnm ynpasneHme cO6CTBEHHOCTLIO NOTpebuTeneil;

e) ycTaHOB/leHNe cneunasnbHbiX TpeboBaHUii Kk AeNCTBMAM, NpeanpuHMMaeMbiM B HenpeaBUAEHHbIX
o6CcTosATeNbCTBAX, TAM e 3TO YMECTHO.

8.2.2 OnpepeneHune TpeboBaHWiA, OTHOCALLMUXCA K NPOAYKLUN U yCcnyram

Mpwv onpefeneHvun TpeboBaHWii K TPOAYKLMM 1 yCayram, KoTopble 6yayT npegnaraTbcs noTpebutenam,
opraHusaums gomkHa ybeamTbes, uto:

a) TpeboBaHUA K NPOAYKLUM 1 yCnyram onpeeneHsl, BKIoYas:

1) npvMeHVMble 3aKoHoaTe bHble 1 HOPMaTVBHbIE NPaBOBble TpeboBaHUS;
2) TpeboBaHus, paccmaTpMBaeMble opraHusauuneli kak He06xoauMbIe;

b) MOXET BbINOMHATL Tpe60BaHUA K NPOAYKLUM 1 yCyraM, KOTOpble OHa npegnaraert.

8.2.3 AHanun3 TpeboBaHuUii K NPOAYKLUN U yCyram

8.2.3.1 OpraHu3auus Ao/HkHa y6eanTbcs, YTo o6n1agaeT CnoCOGHOCTLIO BbINOMHATL TPEOGOBAHNS K Npo-
AyKunn 1 ycnyram, KOTopble oHa npeanaraet notpedutenam. OpraHnsanmsa fo/HKHa NpoBOAUTL aHanus, npe-
Xe YeM NpUHATbL 0653aTeNbCTBO NOCTaBUTb NPOAYKLUMIO UM NPefoCcTaBUTb YCyrn noTpebutensam, yTobsl
yyecTb:

a) TpeboBaHuWs, yCTaHOB/IEHHbIE NOTPe6UTenemM, B TOM yncne TpeboBaHnsa K NocTaBke N 4eATeNbHOCTH
nocsie nocTaBku,

b) TpeboBaHus, He 3asB/IEHHbIE NOTPebuTeIeM, HO HE06X0ANMbIE 415 KOHKPETHOrO UNK Nnpegnonarae-
MOTO UCMNOJIb30BaHWUSA, KOra OHO N3BECTHO;

c) TpeboBaHus, yCTaHOB/IEHHbIE OpraHn3auuneil;

d) 3akoHopaTtesibHble M HOPMAaTUBHbIE NPaBoBble TPE6OBaHNSA, MPUMEHUMbIE K NPOAYKLUKN U yCayram;

e) TpeboBaHWA KOHTPaKTa UK 3aKkasa, oT/iyarLmecs oT paHee chOpPMyINPOBAHHbIX.

OpraHu3aums Ao/HKHa o6ecneunTb, YTOOb! BbINN MPUHATLI PeLleHns No TpeboBaHWAM KOHTpakTa wan
3aKasa, oT/InYaoLWmMCcsa OT paHee YyCTaHOB/IeHHbIX.

Ecnn noTpebuTtenb He BblABUraeT fOKYMEHTUPOBaHHbLIX TPe6oBaHWiA, opraHm3aumsa Ao/mkHa NogTBep-
AnTb ero TpeboBaHnsa 4,0 NPUHATUSA K UCNOSTHEHNIO.

MpumeyaHue — B HEKOTOPbIX CUTyauUsX, TakMx Kak NPOAaxwu, OCyLLeCTBAsSiEMble Yepe3 WHTEpHEeT, NpakTu-
Yeckn Helenecoo6pasHo NPOBOAUTL OMLMANLHBIA aHaNM3 KaXAoro 3akasa. BMECTo 3T0ro aHasiv3 MOXeT pacnpocTpa-
HATBHCSA HA COOTBETCTBYIOLLYI0 MH(IOPMALMI0 O NPOAYKLMN, TaKyto Kak KaTasioru.

8.2.3.2 OpraHu3aunsa [O/mKHa PerucTpuMpoBatb U COXPaHATb AOKYMEHTMPOBAaHHYK WHGopMaLuio,
HaCKOJIbKO 3TO MPUMEHVMO, B OTHOLLEHUN:

a) pesynbTaToB aHanM3a;

b) NO6bLIX HOBbIX TPEGOBAHWIT K NPOAYKLNN W yCTyram.

8.2.4 MN3meHeHVs TpeboBaHUii K NPOAYKLUN 1 ycnyram

Ecnu Tpe6oBaHus K NPOAyKLUMM N yCnyram U3MeHeHbl, opraHmsanus 4o/mkHa obecneymntb, YTo6bl B COOT-
BETCTBYIOLLYIO JOKYMEHTUPOBAHHYI0 MHhOPMaLMIO OblIM BHECEHBI MONPaBkX, & COOTBETCTBYIOLLMIA NepcoHan
6bl/1 MOCTaB/EH B N3BECTHOCTb 06 N3MEHUBLLUXCS TPe6oBaHUAX.

8.3 TMpoekTnpoBaHue n paspaboTka NPOAYKLUN 1 yCnyr

8.3.1 O6uwwue nonoxeHus

OpraHu3auus go/mkHa paspaboTaTb, BHeAPUTb U NOAAEPXMBATL NPOLECC MPOEKTUPOBAHMA 1 pa3paboT-
Kn. NoAXoAsLLMii Ansa o6ecneyeHns nocneayloLw,ero npoM3BoAcTsa NpoAyKLUN NN NpefocTaBneHns yCyru.

8.3.2 MnaHvpoBaHWe NPOEKTUPOBaHUA 1 pa3paboTku

Mpu onpefeneHnn 3TanoB U CPeLCTB yNpaB/ieHWs NPOEKTUPOBaHWEM U pa3paboTkoli opraHu3auus
[OMKHa paccmaTpmBaTh:

a) xapaktep, NPOAO/HKUTENbHOCTb U C/IOXHOCTbL PaboT No NPOEKTUPOBaHMIO U pa3paboTke;

b) Tpebyemble cTaguu npouecca, BKIOYasa NpoBefeHne NpUMEHUMbIX aHan30B NPOEKTUPOBaHUA 1
paspaboTku;

c) Tpebyemble f,eiCTBMA B OTHOLLEHUN BepudhmkaLum n sannalnm npoekTupoBaHuns n paspaboTku;

d) 0653aHHOCTUN, OTBETCTBEHHOCTb M MOTHOMOYUS B 06/1aCTU NPOEKTUPOBAHNA U pa3paboTku;
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e) BHYTPEHHVE 1 BHELUHME Pecypcbl, HE06XOANMbIE A1 MPOEKTUPOBaHNA 1 pa3paboTkv NPOAYKUMUN 1
yenyr;

0 Heo6Xo4MMOCTb B ynpas/fieHWW B3auMOAENCTBUAMU MexXAy nuuamu, y4acTBYIOLWMMU B npolecce
NpoeKTpoBaHuA 1 pa3paboTku;

) HeobxoaMMOCTb BOB/ieYeHMs noTpebuTeneil n nonb3oBaTesneil B NnpoLecc NPoeKTMPOBaHUS U pas-
paboTku.

h) Tpe6oBaHusa AnsA nocneayloLLero NPoM3BoACTBa NPOAYKL MU U YCAYT;

i) ypoBeHb ynpaB/fieHVWs NpoLeccoM NPOeKTUPOBaHWUA ¥ paspaboTku, oxugaemblii NoTpebuTenamu u
APYTMMy COOTBETCTBYOLWUMN 3aMHTEPECOBaHHbLIMY CTOPOHAMMU;

j) BOKYMEHTUPOBaHHY MHDOPMaLMI0, HEOBXOAUMYIO AN AEMOHCTPALMUN BbINMOHEHNA TPe6oBaHMIA K
NPOEKTNPOBaHWIO N paspaboTke.

8.3.3 BxofAHble faHHble N8 NPOEKTMPOBaHUA N pa3paboTku

OpraHusauusa fomkHa onpeaennTb TpeboBaHUs, UMeloLne BaxHoe 3HauyeHne 4719 KOHKPeTHOro Buga
NpoeKTUPYyeMbIX 1 pazpabdaTbiBaeMblX NPOAYKLUY 1 ycryr. OpraHusaums AO/HKHA PaCCMOTPeTb;

a) (hyHKUMOHAasbHbIE N 3KCNyaTaLOHHble Tpe6oBaHMS:

b) vHopmauuio, NOMyYEHHY M3 Npeablayliei aHanorMyHol feATeNbHOCTN NO NPOEKTUPOBAHMIO 1
paspaboTke:

C) 3aKkoHojaTtesibHble U HOPMATUBHbIE MPaBOBble TPe6oBaHUS;

d) cTaHpapTbl UK CBOAbBI NPAKTUK, KOTOPbIE OpraHn3auuns oba3anack NPUMEHATD;

€) BO3MOXHble NoCNeACTBUS HeyAaun, CBA3aHHbIE C XapakTepoM NPOAYKLMMN 1 YCAYT.

BxofHble faHHble JOMKHbI OblTb afeKkBaTHbI LiesiAM NPoeKTUpoBaHUsa U paspaboTku, a Takke 6bITb
NOMHBIMU N HEMPOTUBOPEUNBBLIMU.

MpoTuBopeuns BXOAHbIX faHHbIX MPOEKTMPOBaHNA N pa3paboTKu 4O/KHbI ObiTb paspeLleHbl.

OpraHusauus Ao/KHa perncTpupoBaTtb 1 COXpPaHAaTb OKYMEHTUPOBAHHY MHOPMALMIO N0 BXOAHbIM
[aHHbIM NPOEKTUPOBaHWSA 1 pa3paboTKu.

8.3.4 CpepacTtBa ynpaB/ieHUs MPOEKTUPOBaHNEM U pa3paboTKoii

OpraHu3saumsa go/HkHa NPUMEHATb CpeAcTBa ynpasieHus NpoLeccoM NpoekTUpoBaHnsa 1 pa3paboTku
Ans obecneyeHns yBepeHHOCTH B TOM, UTO;

a) pesynbTaTbl, KOTOPbIE AOKHBI ObITh OCTUTHYTHI, ONpefeneHsbl.

b) npoBefeHbl aHanW3bl 418 OLEHMBaHNA CNOCOBHOCTM pe3y/nbTaToB MPOEKTMPOBAaHUA 1 pa3paboTku
BbINOMIHUTL TPe6OBaHUS;

C) npoBefeHbl AelicTBMA No Bepudmkaumm B Lensx obecnevyeHns COOTBETCTBUSA BbIXOAHbIX AAHHbIX
NPOEeKTMPOBaHUA 1 pa3paboTKu BXOAHbIM TPe60BaHUAM K NPOEKTMPOBaHMIO U paspaboTke;

d) npoBepeHbl feiicTBUS NO Banugaummn B Lensx obecneyeHnss cOOTBETCTBUSA FOTOBOW MPOAyKUMW ©
ycnyr rpeboBaHNAM K yCTaHOB/TIEHHOMY MPUMEHEHWIO NN HaMEYEeHHOMY 1CNOJIb30BaHuIo;

€) nNpeanpuHATbI He06X04MMble AeNCTBMSA NO BbIIB/IEHHBIM NPpo6/1eMam B X04e aHanv3a unv sepuduka-
uuu 1 Banugaumu;

0 [oKymMeHTUpOBaHHas NHhopmauus 06 aTUX fecTBUAX 3aperncTpMpoBaHa n coxpaHeHa.

MpumeuyaHue — AHanus, BepuduKauus U Banugauus NPOEKTUPOBaHWS M Pa3paBoTKM MMeT pasnuuHble
uenn. OHW MOTYT BbIMOJIHATLCS MO OTAE/LHOCTU WM COBMECTHO, HACKO/IbKO 3TO MPUMEHUMO K MPOAYKUMW W yC/yram
opraHusaumu.

8.3.5 BbIXOAHble flaHHble NPOEKTUPOBAHNA U pa3paboTku

OpraHu3aums fomkHa o6ecneynTb, YTOObI BbIXOAHbIE aHHbIE NPOEKTUPOBAHUS 1 pa3paboTku;

a) COOTBETCTBOBA/IN BXOAHbIM TPE6OBAHUAM;

b) 6bIIV afekBaTHbIMU A1 NOCNeAyoLWnX NPoLEeCCOoB NPOU3BOACTBA NPOAYKLUN U NpefocTaBNeHuns
yChyr.

C) cogepxanu TpeboBaHNA K MOHUTOPUHTY U U3MEPEHWIO, HACKO/IbKO 3TO MOAXOANT, a Takke KpuTepum
NPUEMKU U CCbISIKW Ha HUX;

d) onpepensanu xapakTepucTukM NPOAYKLUW U YCNYT, KOTOPbIE NMEIOT BaXXHOE 3HaYeHne AN nx Leneso-
ro Ha3HayeHus, 6e30MacHOro N Hajsexaliero npoAocTaBeHNs.

OpraHun3auus fo/mKHa perncTpupoBaTh U COXPaHATL JOKYMEHTUPOBAHHYH MH(POPMALMIO MO BbIXOAHbLIM
[JaHHbIM NPOEKTUPOBAHMSA 1 paspaboTKu.

8.3.6 V3meHeHMs NnpoekTupoBaHusa n paspaboTku

OpraHusauusa Ao/mkKHa naeHTuduumnpoBsartb, aHanu3npoBaTh U ynpasiaTb U3MEHEHUAMU, CAeNaHHbIMN
BO BPEMS WM Noc/ie MPOEKTUPOBaHNA 1 pa3paboTky NPOAYKLMM U YCAYT, B TON CTENEHN, KOTopas Heobxoamma
Ans obecneyvyeHns NCKTOYEHNA HEFaTUBHOIO BAIUSIHUA HA COOTBETCTBUE TpeboBaHNAM.
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OpraHu3saums Ao/HKHA PErMcTpMpoBaTh U COXPaHATb OKYMEHTMPOBaHHY0 MHOpMAaLMIO MO:

a) W3MEeHeHWsIM NPOoeKTUpPOoBaHUs 1 pa3paboTku,;

b) pesynbTatam aHan3oB.;

C) CaHKLMOHNPOBAaHWIO N3MEHEHWIA;

d) pelicTBMAM, NpeANpUHATLIM AN NpeAoTBpaLLeHNs He61aronPUATHONO BINSIHUSA.

8.4 YnpaBneHune npoueccamu, npoaykuueli u ycayramu, MoCTaBASEMbIMW BHELHUMU

nocrtasLlimkamm

8.4.1 O6LWWMe NO0XEHUSA

OpraHusaums fo/mxkHa obecneunTb COOTBETCTBME MNPOLECCOB, MPOAYKUMW W YCAyr, NOCTaBAsieMbiX
BHELLHUMW NOCTaBLMKaMK, TpeboBaHNAM.

OpraHu3auusa fo/kHa onpefenaTb CPOACTBA yNpaBieHns, NpUMeHMbIE /18 NMPOLLECCOB, NPOAYKLUUN 1
yCnyr, NoCTaBAsSieMblX BHELLIH/MMW NOCTaBLLMKaMu, B TEX Criy4asx, Korga:

a) NPOAYKUMA N YCNYrn OT BHELLHUX MOCTaBLUUKOB NpefHa3HavyeHbl 419 BKIOYEeHUS UX B COCTaB NPOAykK-
v nycnyr, npegnaraembix camoii opraHusaume;

b) MpoOAYKUMA N YCNYrn NOCTaBASAKTCA BHELHUMWU NOCTaBLiMKaMu HanpsMyto notpebutento(sam) ot
VIMeHV opraHusaumu;

C) MpoLuecc WK ero 4acTb BbINO/IHAETCS BHELWHUM MOCTaBLUMKOM B pe3ysibTaTe NPUHATUA peLueHus
opraHu3auue.

OpraHu3auus Ao/HKHa onpegenuTb U NPUMEHSTb KPUTEPUN OLEHKK, BbIGOPa, MOHUTOPUHIA pe3yibTaTos
[eATeNnbHOCTY, a Takke NMOBTOPHON OLEHKM BHELUHWUX NOCTaBLLMKOB, UCXOAA M3 UX CMOCOBHOCTM BbINOHATL
NpoLeCcCbl UM NOCTaBNATb NPOAYKUMIO U YCNYTK B COOTBETCTBUM C TpeboBaHusaMu. OpraHusauymsa JosxkHa
perncTpmpoBaTth U COXPaHATb 4OKYMEHTUPOBAHHYO MHhopMaunio 06 aTux 4eiicTBUSAX 1 0 NtobbiIx Heobxoau-
MbIX AEACTBUAX, BbITEKAOLLMX U3 OLLEHOK.

8.4.2 Tun ncTteneHb ynpaBneHus

OpraHu3saums Ao/HkHa o6ecneynTb, YTOObI NpoLecchl, NPOAYKLUS U YCYrn, NOCTaBNsSeMble BHELUHUMU
nocTasLLMKaMu, He okasblBasi HEraTUBHOMO B/IMAHWUA HA CMOCOGHOCTbL OpraHu3aL M NoCTOAHHO NOCTaBNATb
CBOMM NOTPe6UTENAM COOTBETCTBYHOLLYIO MPOAYKLMIO U YCAYTN.

OpraHu3saums AoMKHa,;

a) obecneumsaTb, YTOObI NPOLECCHI, MOCTABASEMblE BHELHUMW MOCTaBLiMKAMMW, HaxoA4uAWUCh MOf,
ynpaB/ieHUeM ee CUCTEMbI MEHEKMEHTA KayecTBa,;

b) onpefenATbcpefcTBa ynpaBieHns, KOTOpble OHa NNaHNpyeT NPYMEHATb Kak B OTHOLLEHWW BHELLHEro
nocTaBLyMKa, Tak 1 K NoCTaBiAeMbIM UM pe3y/ibTaTam:

C) yunTbiBaTh:

1) BO3MOXHOE B/IMSAHME NPOLECCOB, NPOAYKLUN U YCNYT, NOCTaBAAEMbIX BHELUHUMY NOCTaBLUUKaMW,
Ha CMoCO6HOCTbL OpraHM3aLmmn NocTosHHO obecrneynBaTb COOTBETCTBME TpeboBaHNAM noTpebutenei n npu-
MEHMUMbIM 3aKOHOAATE bHbIM Y HOPMaTUBHbLIM NPaBOBbLIM TPE60BAHUAM;

2) pe3ynbTaTMBHOCTb CPEACTB YNpaBneHns, NPUMEHSEMbIX BHELLIHUM NOCTaBLLUKOM;

d) onpepensTb Bepudukaumio unm apyrve feincreusi, Heobxogumsle 415 obecneyeHnss COOTBETCTBUSA
npoLLeccoB, NPOAYKLMUW 1 YCNyT, NOCTaB/AEeMbIX BHELLHMMM NOCTaBLLKaMu, TpeboBaHNAM.

8.4.3 VMHopmauus, npegoctasnsgemasn BHeEWHNM NocTaBLKkam

OpraHuzaums fo/mkHa obecneymBaTb A0OCTATOYHOCTb TpeboBaHWi [0 WX COOOLLEHUS BHELLUHEMY
NOCTaBLLNKY .

OpraHu3aums Ao/mkHa coobLaTh BHELLIHM NOCTaBLLMKaM CBOM TpeboBaHus, OTHOCALMECS;

a) KnoctaBaseMbIM npoueccam, NpoayKLMn 1ycnayram;

b) ofobpeHuto;

1) npogyKuuun vnycnyr;
2) MeTo40B, NPOLLECCOB M 060pYA0BaAHNS:
3) BbINycKka NPOAYKLMMW 1 yCAyT,

C) KKOMMNETEeHTHOCTW NepcoHana, Bkayasa niobble TpebyemMble Mepbl NOATBEPXAEHNA KBaNUuKaLum;

d) B3avMopeiicTBMIO BHELLHErO NOCTaBLLMKa C OpraHu3almeii:

€) NMpPUMEHsIeMbIM OpraHu3auven ynpasieHnio 1 MOHUTOPUHTY pe3y/ibTaToB AeATeIbHOCTU BHELLHero
NOCTaBLUMKA;

f) pestenbHOCTVM no Bepudukauum unu Banufauuv, KoTopble OpraHu3auuns unu ee notpedutenb
npegnonaralT OCYLECTBASATb HA MECTe y BHELLHEro nocTasLuka.
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8.5 MMpon3BOACTBO NPOAYKLWW U NpefocTaBneHne ycnyr

8.5.1 YnpaBneHue Nnpon3BOACTBOM NPOAYKLUN N NpefoCcTaBieHnemM ycnyr

OpraHun3auusa Ao/HKHa OCyLecTBASATbL NPOU3BOACTBO NPOAYKLUM N MPOAOCTaBNeHNEe YCNYT B yNpaBnss-
MbIX YC/TOBUSIX.

YnpaBnsiemble yc/i0BUS A0/MKHbI BKIOYATb B CE65, HACKOIbKO 3TO NPUMEHNMO:

a) [OCTYNHOCTb JOKYMEHTUPOBAHHOW MHOpPMaLMK, onpeaensiowei:

1) xapaKkTepuCTUKN NPOU3BOAUMON NPOAYKUUW, NpefocTaBAsieMbIX YCAyr WX OCYLLeCcTBAsSeMON
feaTenbHoCTY;
2) pesynbTaTbl, KOTOpble 4O/MKHbI ObITb JOCTUMHYTHI:

b) AOCTYNHOCTb M MPUMEHEHME PECcYpCcOoB, NOAXOAAWMX A5 OCYLLECTBAEHUA MOHUTOPUHIA U nU3Me-
peHwui;

C) OCylLecTB/IeHNe AeATeNlbHOCTU MO MOHUTOPUHIY U M3MEPEHUIO HA COOTBETCTBYIOLLMX 3Tanax B Lenax
BepumrKaL M CoOoTBETCTBUSA NPOLECCOB UM UX BBIXOA0B KpUTEPUAM YrpaB/eHns, a Takke COOTBETCTBUSA Npo-
OYKUWAW N YCAyT KOUTEPUAM NPUEMKM:

d) npumeHeHne cOOTBETCTBYIOLLEN MHPPACTPYKTYPbI U cpefpbl AN (PYHKLMOHMPOBAHUSA NPOLECCOB:

€) HasHayeHue KOMNETEHTHOro nepcoHana, Bkitoyas nbyto Tpebyemyto kKBanmgukalmo:

0 Banupauuio n NeprmoAnYeckyro NOBTOPHYIO BaMAaLLMo CNOCOBHOCTM NPOLLECCOB NPOU3BOACTBA NPO-
AyKUMM 1 NpefocTaBfeHuns yCayr 4oCTUrath 3anjiaHMpoBaHHbIX pe3ynbTaToB B TEX C/y4yasX, KorAa KOHeUHbI
BbIXO[, HE MOXeT 6bITb BEPUULMPOBaH NOCNEYIOLLMM MOHUTOPUHIOM WU U3MEPEHVEM;

) BbINOSIHEHWE AENCTBUIA C LieNbio NpefoTBpaLleHns owmnbok, CBA3aHHbIX C YesioBeyeckuM haktopom;

h) ocyuiecTBneHue Bbinycka, NOCTaBKU U AeliCTBUIA NOC/e NOCTaBKN.

8.5.2 MageHTudukaumnsa n npocnexmsaemMmocTb

OpraHusauns Ao/HKHa UCnoib3oBaTh NoAXoAsAWmMe cnocobbl 419 naeHTUnKaLumn BeIXo40B, Korga ato
Heo6XxoANMO ANs o6ecnevyeHns COOTBETCTBUSA NPOAYKLNN 1 YCAYT.

OpraHun3aumsa Ao/HkHa naeHTudmymposaTh CTaTyC BbIXOA0B MO OTHOLUEHUIO K Tpe6oBaHUAM, OTHOCS-
LLMMCS K MOHUTOPWHTY U M3MEPEHUSIM, MO X04y NPON3BOACTBA NPOAYKLMU U NPeA0CTaBeHNS YCyr.

OpraHu3sauusa fomKHa ynpasnsaTb CneynanbHol ngeHtudmkaumnein BbIXo40B, Koraa npociexmsaeMocTb
ABnseTca TpeboBaHNEM, PerncTpupoBaTb ¥ COXPaHATb AOKYMEHTUPOBAHHYIO MHOpMaL Mo, HEO6XO0ANMYIO
Ans obecneyeHns NPoCeXnBaemMocTy.

8.5.3 Co6CcTBEHHOCTb NOTpebUTENE NN BHELWHUX NOCTABLLNKOB

OpraHu3auumsa fomKHa NPosBAAThL 3a60Ty 0 CO6CTBEHHOCTN NOTPe6UTEeNel NM BHELLHNX NOCTaBLLMKOB,
Korfa oHa Haxo4MTCs Noj ynpas/ieHnem opraHm3alum v UCrnosib3yeTcs eto.

OpraHusauns gomkHa nageHTnduunposartb, BepudunumnpoBaTth, COXpPaHaTb 1 3aliunaTb CO6CTBEHHOCTb
noTpe6uTens UM BHELHEro NocTasLMKa, NpeaocTaBeHHYIo A5 CMONb30BaHNA MW BKIOYEHNS B NPOAYK-
LMI0 1 yCAyTu.

B cnyuae, Koraa cob6CTBEHHOCTb NOTPE6GUTENA UM BHELLHEro NoCTaBLLMKa yTepsiHa, NoOBpeXxaeHa nm
npu3HaHa HenpurogHoW A9 MCNoNb30BaHNSA, opraHn3auus Ao/MKHa YBeOMUTb 06 3TOM notpebutens wnu
BHELLUHEro NocTasLLMKa, a Takke perncTpupoBaTth U COXPaHATb JOKYMEHTUPOBaHHY MHOpPMAaLUo O NPOn30-
lweAwemM.

NMpumeyvyaHunue — CoOGCTBEHHOCTb NOTPEOUTENS UMK BHELLHENO NOCTaBLLMKa MOXET BKIOUaTb B Ce6S maTepua-
Nibl. KOMMOHEHTbI, MHCTPYMEHTbI 1 060pyAOBaHNE, HEBMKUMOCTb, UHTENNEKTYaslbHYl0 CO6CTBEHHOCTb M NMEepPCoHasIbHbIe
[aHHble.

8.5.4 CoxpaHeHune
OpraHun3auus go/HKHa COXPaHATb BbIXOAbl BO BpEMS NPOM3BOACTBA MPOAYKLUN Y NPeAoCTaB/IeHNS YCyr
B TOIi Mepe, HaCKO/1bKO 3TO ByAeT He06X0ANMbIM AN 06ecneyYeHnss COOTBETCTBUSA TpeboBaHUAM.

NMpumeuaHue — CoxpaHeHne MOXET BK/IIOYATb B CE6GS MAEHTUDMKALMIO, MOTPY304HO-PA3rPy30UHbIe PaboThl,
npefoTBpaLleHne 3arpsisHeHus, ynakoBbiBaHue, XxpaHeHue, nepemeLleHme uam TpaHcnopTMPOBKY, Y 3aLLuTy.

8.5.5 [leaTeNnbHOCTb NOC/Ne NOCTaBKMN

OpraHun3auus go/mkHa o6ecneynTb BbINOSIHEHME TPeO0BaHU KA4eATeNbHOCTH, CBA3aHHOW C npoayKumei
1 ycnyramu, nocsie Toro, kak OHv 6bl1M NOCTaB/IEHbI.

Mpu onpeaeneHnn ob6bema TpebyemMoii AeaTeNbLHOCTM NOC/E NOCTaBKM OpraHM3auus Ao/HKHa paccMmar-
puBathb:

a) 3akoHofaTeslbHble N HOPMaTUBHbIE NPaBOBble TPEGOBAHUS;

b) noTeHuManbHble HexenaTesbHblie NOC/IeACTBUSA, CBA3aHHbIe C ee NPOoAYKUMe nyciyramu;

C) xapaktep, UCNo/sb30BaHWe 1 NpegnonaraemMmoe BPems X1U3HN NPOAYKLMN 1 YCAyT;

d) TpeboBaHus noTpebuTenei;

€) ob6paTHylo CBA3b C NOTpebutensmu.
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n punmedaHne — [leaTenbHOCTb NOC/ie NOCTaBKM MOXeT BKIHYaTb B cebs AeﬁCTBMﬂ cornacHo FapaHTMﬁHbIM
obaszaTtenbcTBam, KOHTPaKTHbIM obasartenbcTeam (TaKI/Ie Kak 06Cl'|y)KMBaHI/Ie) N 0ONONHUTENIbHbIE YCNYTN, KaK Hanpumep
nepepaﬁoTKa W1 OKOHYaTesIbHOE YHUUYTOXEHNE.

8.5.6 YnpaBsieHne usmMeHeHuAMHn

OpraHusauus fo/kHa aHanm3nposaTb U3MEHEHUS B NPOM3BOACTBE NPOAYKUMM v NpefocTaBneHun
ycnyr v ynpasnATb UMW B TO CTENEHW, HACKO/IbKO 3TO B6yAeT Heob6xoaumo 418 obecneyeHns NOCTOAHHOIo
COOTBETCTBUS TPE6OBaAHNAM.

OpraHu3aums AO/HKHA PEerncTpupoBaTh Y COXPaHATb AOKYMEHTUPOBaHHYI0 UHGOPMaLMio, OMUCbIBat0-
LLYyt0 pe3ynbTaTbl aHannsa M3MeHeHWi, CBeeHNa 0 JO/HKHOCTHbIX /MLax, CaHKLMOHMPOBABLLUNX BHECEHWEe
N3MEHEeHWs, 1 BCe HEOBXO0ANMbIE AECTBYSA, ABNAIOLLMECA Pe3ybTaTOM aHan3a.

8.6 Bbinyck npogykuuun nycnyr

OpraHusauus [o/mkHa BHeApATb 3an/aHUpoBaHHble MeponpuATAS Ha COOTBETCTBYHOLWMX 3dTanax B
Lensax sepudvkaLmm BbINONHEHNA TPe6oBaHMIA K TPOAYKLMM N yCcnyram.

Bbinyck npoAyKuuu nycnyr gnsa noTpebutens He O/HKEH NPOUCXOANTL A0 OKOHYAHUS peanm3anmmn Bcex
3an/1aHNPOBaHHbIX MEpPONpUATUIA C YA0BNETBOPUTENbHLIMU pe3ynbTaTaMu, KpoMe Tex C/yyaeB, Korga aTo
CaHKLMOHMPOBAHO YNO/THOMOYEHHbIM OpPraHoM W/MAu NNLOM W, KOT4a 3To NPUMEHMO, caMum noTpebuTenem.

OpraHusauns fo/HKHa perucTpupoBatb ¥ COXPaHATb AOKYMEHTUPOBaHHYI0 MHOPMaLUWIO O BbIMyCke
npoAaykuuu nycnyr. lokyMeHTUpoBaHHasA MHopMaLms A0/KHA BKAOYaTb:

a) CBUAETEeNbCTBA, JEMOHCTPUPYIOLLE COOTBETCTBYE KPUTEPUAM MPUEMKU.

b) MPOCNEeXUBAeMOCTb B OTHOLIEHUN AO/HKHOCTHOTO /iMua (/uu), CaHKLMOHMpOBaBLLEero(Mx) BbIMycK
NPOAYKLUN N yCyr.

8.7 YnpaBrieHvie HeCOOTBeTCTBYIOLW MMM pe3ynbTaTaMun NpoLeccoB

8.7.1 OpraHusauusa AomkHa obecneyvBaTtb NAeHTUdMKaLMIO 1 yNnpaBaeHne pesynbTaTaMm npoLeccos,
KOTOpble He COOTBETCTBYIOT TpeboBaHWAM, B LiesIAX NpeAoTBpaLleHns nx HenpegHasHauyeHHoro Ncnosb3oBa-
HUA WU NOCTaBKM.

OpraHusaums o/mkHa npeanprHUMaTh COOTBETCTBYOLWME AeiCTBMNA, UCXOASA U3 xapakTepa HecooT-
BETCTBMSA WM €ro B/IMAHWSA Ha COOTBETCTBME NPOAYKUUN W1 YyCAyr. DTO AO/MHKHO NPUMEHATLCA TakkKe K HeCooT-
BETCTBYIOLLEN NPOAYKUMM W ycnyram, BbISIBEHHbIM MOCMe NOCTaBkM NPOAYKLUW, B XO4e Wau nocne
npefocTaBeHNs yCyr.

OpraHu3auus fo/mKHa OCYLLLECTB/ATL B OTHOLLEHMNN HECOOTBETCTBYIOLLMX pe3ybTaToB NpoLeccoB 04HO
W/IN HECKOJIbKO M3 CNefyoLnX AeACTBUIA:

a) Koppekuuio;

b) oTAeneHune, orpaHNyYeHne pacnpocTpaHeHus, BO3BPaT UAWM NPUOCTAHOBKY NOCTaBKU NPOAYKLMU U
npefocTaBeHNs yCayr.

C) MHdOopMMpoBaHue NoTpebuTens;

d) nonydyeHve paspeLueHns Ha NPUeMKy C OTK/IOHEHWEM.

Mocne BbINO/IHEHNSA KOPPEKLMN HECOOTBETCTBYIOLLMX Pe3yNbTaToOB NPOLECCOB NX COOTBETCTBME TPebo-
BaHWSAM [O/IKHO 6bITb BepUhMLUPOBaAHO.

8.7.2 OpraHusauusi [O/KHA PerucTpupoBaTb W COXpaHATb [OKYMEHTVPOBAaHHYI WHopmauumio,
KoTopas:

a) onucbliBaeT HECOOTBETCTBME:

b) onucbiBaeT NpeAnpuHATbIE AElCTBUS;

C) onucbiBaeT NoJsyYeHHbIe paspeLleHns Ha OTK/TOHEHNE,

d) ykasbiBaeT NOSIHOMOYHbIA opraH W/wam Nuuo, NpUHYMaBLlee pelleHne O LeACTBMU B OTHOLUEHUN
HecooTBeTCTBUA.

9 OueHKa pe3ynbLTaToB AeATeNIbHOCTU

9.1 MOHWUTOPUHI, U3MEPEHNE, aHasIN3 U OLeHKa

9.1.1 O6uwMme NoNoxeHus

OpraHu3auus gomxHa onpeaennTb:

a) 4TO LOJIKHO NOANEXaTb MOHUTOPUHTY U N3MEPEHUSIM;

b) MeToAbl MOHUTOPUHTA, U3MEPEHUS, aHa/IM3a U OLEHKN, Heo6XoAUMbIe /1t 06ecneyeHns [oCcToBep-
HbIX pe3ynbTaToB;

C) Korfa AoJ/KHbl NPOBOAUTLCS MOHUTOPUHT U U3MEPEHUS;

d) korga pesynbTaTbl MOHUTOPUHIA U U3MEPEHUIA AOHKHBI BbITh MPOaHa/IM3UPOBaHbI U OLLEHEHbI.

12



FOCT PNCO 9001—2015

OpraHusauusi [O/MKHa OUeHMBaTb pesynbTaTbl AEATENIbHOCTM U Pe3yNbTaTWBHOCTb CUCTEMbI
MeHeXMeHTa KauecTBa.

OpraHu3sauus Ao/mMKHA PErMcTPMPOBaTh U COXPaHATbL COOTBETCTBYHOLLYI0 A0KYMEHTUPOBAHHYH UHOP-
MaLuI0 Kak CBUAETeNbCTBO NOJTyYEHHbIX PE3YbTATOB.

9.1.2 YA0B/IeTBOPEHHOCTb NOTpe6uTenei

OpraHusauus 4o/XHA NPOBOANTL MOHUTOPUHT JaHHbIX, KACAtOLMXCS BOCNPUATUS NOTPeBUTENAMU CTe-
NeHV YAOBNETBOPEHUSI UX NOTpe6GHoCTel 1 oxugaHuii. OpraHusayus foMxHa onpefennTbs METoAbl Nonyye-
HUSI. MOHUTOPVHTA 1 aHanv3a 3Toli MHopmaumu.

MpumeuyaHue — MpuMepPbl MOHUTOPUHIA BOCMPUSITUS NOTPEBUTENAMU MOTYT BK/lOYATb ONPOC NoTpebuTenei,
OT3bIBbl OT n0Tpe6V|Tenel7| O NOCTaB/IEHHbIX NPOAYKUUU N yCnyrax, BCTpeuun c I'IOTpeGVITeI'IFIMVI, aHanin3 AoNu pblHKa, 6naro-
AapPHOCTW. NpeTeH3nn no rapaHTMVIHbIM o6s13aTensCcTBaM M OTHETHI annepos.

9.1.3 AHanus u oueHka

OpraHu3auus 4o/MkKHa aHa/IM3npoBaTh U OL,eHMBaTbL COOTBETCTBYOLME AaHHbIe U NHOpMaLMIo, NOy-
YEHHYI0 B X0[le MOHUTOPVHIa N U3MepeHMs.

Pe3ynbTathl aHanm3a fo/mkHbl 6bITb UCNOb30BaHbI A1 OLEHKN:

a) CoOTBETCTBMSA NPOAYKLUN W YCIYT;

b) cTeneHu yaOBeTBOPEHHOCTU NOTpebuTeneis;

C) pe3ynbTaToBAesATeNIbHOCTY U Pe3y/IbTaTUBHOCTU CUCTEMbI MEHE)KMEHTA Ka4ecTBa,;

d) ycnewHOCTW NiaHMpoBaHus;

€) pe3ynbTaTUBHOCTW AeWCTBUIA, NMPEeANPUHSATLIX B OTHOLIEHMU PUCKOB M BO3MOXHOCTEIR;

f) pesynbTaToB AeATE/IbHOCTY BHELIHMX NOCTaBLLMKOB;

) MOTPEBHOCTM B Y/TyULLIEHUSAX CUCTEMbI MEHEAKMEHTa KayecTBa.

MpumMeyaHune — MeToAbl aHanusa AaHHbIX MOTYT BKOYaTL B cebsi ctaTucTuyeckne MeToAbl.
9.2 BHYTpPeHHUN aygut

9.2.1 OpraHusauus fo/mKHa NPOBOAUTbL BHYTPEHHME ayAuTbl Yepes 3an/iaHMpoBaHHble UHTepBasibl
BpeMeH A1 NoayvyeHuss HopMaLmm, YTo cMcTeMa MeHeDKMEHTa KayecTBa:

a) COOTBETCTBYET:

1) co6CcTBEHHbLIM TPEGOBAHNAM OpraHn3aLmmn K ee CUCTEMe MeHe)XXMeHTa KayecTsa,;
2) TpeboBaHMSIM HACTOSILLETO CTaHAApPTa;

b) pe3ynbTaTUBHO BHeApeHa 1 PYHKUNOHNPYET.

9.2.2 OpraHu3aumua gosmKHa:

a) nnaHupoBaTtb, paspabaTtbiBaTb, peasM30BbiBaTb W MNOAAEPXKMBATb B aKTya/lbHOM COCTOSIHUM
nporpammy(Mbl) ayauToB, BKIOYaA NEPUOAMYHOCTb U METOAbl NMPOBEAEeHNS ayAnTOoB, a Takke OTBETCTBEH-
HOCTb. NNaHupyeMble 415 NpoBepkn TpeboBaHWA 1 npefocTaBieHne oT4yeTHOCTU. Mporpamma(mbl) ayanTos
fomkHa(bl) paspabaTbiBaTbCs C yYETOM BaXHOCTU MPOBEPSAEMbIX MPOLLECCOB, U3MEHEHWIA, OKa3biBAKLLLUX B/IN-
SIHVEe Ha opraHusauuio, ¥ pe3ynbLTaToB NpeablayLUnX ayanTos;

b) onpenenaTb KPUTEPUU ayauTa v 06/1acTb NPOBEPKN 415 KAXA0r0 ayanTa,;

C) oT6bupaTb ayAUTOPOB M NPOBOAMTL ayAnNThl Tak, 4UTOOLI 06ecneynBanacb 06 bEKTUBHOCTbL U 6ecnpuc-
TpacTHOCTb NpoLlecca ayamTa;

d) obecneumBartb nepegavy nHchopmMaLmMm 0 pesynbTaTax ayAnTOB COOTBETCTBYIOLNM PYKOBOAUTENSAM:

€) OCyLLecTBASATb COOTBETCTBYHOLLYI KOPPEKLUIO N KOPPEKTUpYoLWme AelicTBMA 63 He060CHOBAHHOA
3aepPXKu:

f) perncTpmMpoBaTh Y COXPaHATb AOKYMEHTMPOBAHHYH MHCDOPMAaLMI0 Kak CBUAETENBCTBO peanm3aunm
nporpamMmbl ayauToB 1 NONyYeHHbIX pe3y/ibTaToB ayAnToB.

MpumeyvyaHune — Cm. MCO 19011 gna pykoBoacTBa.

9.3 AHann3 co CTOPOHbI pPyKOBOACTBA

9.3.1 O6wwme NoNoXeHUs

BbicLlee pyKoBOACTBO fO/IKHO aHaIN3MpoBaTh Yepes 3an/iaHupoBaHHble MHTepBasibl BpEMEHU cucTemy
MeHe[XMeHTa kayecTBa B LieNsiX o6ecneyeHns ee NoCTOSAHHON NPUrofHOCTU, afeKBaTHOCTU, pe3y/ibTaTus-
HOCTU 1 COr1acoBaHHOCTM CO CTPATErmyeckum HanpaseHnemM opraHmsanun.

9.3.2 BXxofHble faHHble aHannM3a co CTOPOHbI PyKOBOACTBA

AHann3 co CTOPOHbI PYKOBOZCTBA A0/HKEH NMAaHNPOBAaTLCA U BK/IOYaTb B Ce6A pacCMOTPEHME:

a) cTaTycaeicTBuWi1 No pe3ynbTaTaM npeaplayLmx aHanm3oB CO CTOPOHbI PYKOBOACTBA:
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b) n3meHeHW BO BHELLHNX 1 BHYTPEHHNX (DaKkTopax, KacaloLnxcs CUCTEMbl MEHE)KMEHTA KauecTBa,;
C) uHhopmauun o pesysbTartax 4esaTeNlbHOCTU 1 pe3ynbTaTUBHOCTY CUCTEMbI MEHEKMEHTA KavecTsa,
BK/lOYasA TeHAEHLMMW, OTHOCALLMECS:
1) KyAOBNETBOPEHHOCTU NOTpebuTeneli 1 0T3biBaM OT COOTBETCTBYHIOLLMX 3aMHTEPECOBaHHbIX CTOPOH;
2) cTeneHu fOCTMXEHUS Leneli B 06/1aCTU Ka4ecTBa;
3) nokasaTenAm NPoOLEeccoB 1 COOTBETCTBUIO NPOAYKLWN N YCAYT;
4) HecoOTBETCTBMSM W KOPPEKTUPYIOLWUM AENCTBUAM:
5) pesysbTaTam MOHUTOPUHIA U U3MEPEHWUIA;
6) pesynbTaTam ayguTos;
7) pesynbTatam AeATe/IbHOCTY BHELUHVX MOCTaBLLWKOB;
d) [OCTaTOYHOCTM PECYpPCOB;
€) pe3ynbTaTUBHOCTMW AelCTBUIA, NPeAnpUHATLIX B OTHOLIEHNW PUCKOB 1 BO3MOXHOCTE (CM. 6.1);
f) BO3MOXHOCTAM ANA ynyylweHuns.
9.3.3 BbIX0AHble faHHble aHa/n3a co CTOPOHbLI PyKOBOACTBA
BbIXxoAHble AaHHble aHanM3a co CTOPOHbI PYKOBOACTBA [O/DKHbI BK/IOYATh B Ce0S peLleHns 1 geincTens,
oTHOCALMecs:
a) KBO3MOXHOCTAM A1 Y/YULLIEHUS;
b) nM06bIM HEOOXOANMbBIM U3MEHEHNAM CUCTEMbI MEHE)KMEHTA KayecTBa,;
C) noTpebHOCTU B pecypcax.
OpraHu3aums Ao/mKHa PerncTpupoBaTbh M COXPaHATb AOKYMEHTUPOBAHHYI0 MHGOpPMaLUWIO Kak cBuae-
TeNbCTBO Pe3y/ibTaToB aHa/IM30B CO CTOPOHbLI PYyKOBOACTBA.

10 YnydweHwne

10.1 O6ume nonoxeHus

OpraHu3auus Ao/HkHa onpeaenstb U BblbrpaTb BO3IMOXHOCTY A1 Y/TYULLIEHUS 1 OCYLLEeCTBAATL HEO6X0-
AViIMble AeiicTBUS 415 BbINONIHEHNA Tpe6oBaHuii noTpebuTeneit 1 NoBbILLEHNS UX YA0BNETBOPEHHOCTY.

3TO f,0/KHO BKOYATB:

a) ynydleHve Nnpoaykuuu 1 ycnyr B Lensx BbiNofIHeHNs TpeboBaHuii, a Takke yyeta byayLmnx notpeo-
HOCTEeW 1 0XnaaHuii;

b) KOppekuuto, NpefoTBpaLLeHre NV CHUXKEHNE BUSHUA HeXenaTe bHbIX BO3AeACTBUIA;

C) ynyulweHue pe3ynbTaToB feATe/IbHOCTU U pe3ybTaTUBHOCTN CUCTEMbI MEHEDKMEHTA KayecTsa.

MpumeuyaHue — MNpUMepbl yNyylleHUs MOTYT BK/IOYATb KOPPEKLWio, KoppekTupyiolee aeicTBue, NOCTOsIH-
HOE y/lyylleHune, MPOPbIBHOE U3MEHEHNE, MHHOBALMIO N PEOPraHn3aumio.

10.2 HecooTBEeTCTBMA U KOppeKTUpywmne geiicteus
10.2.1 Mpy NosiBNeHNM HeCcoOTBETCTBWIA, B TOM YuC/le CBSI3aHHbIX C MPETEH3UAMU, opraHusayus
[OMmKHa:
a) pearvpoBarTb Ha laHHOE HECOOTBETCTBME M HACKO/IbKO NPYMEHUMO:
1) npegnpvHUMaTh AECTBUA NO YNPaBAEHUIO 1 KOPPEKLMN BbISIBIEHHOTO HECOOTBETCTBUS;
2) npegnpvHUMaTh AeliCTBMSA B OTHOLLIEHWM NOCNeACTBUIA flaHHOTO HECOOTBETCTBYS;
b) OUEHMBaTb HEOBXOAMMOCTb AeCTBWIA N0 YCTPAHEHWUIO NPUYMH JaHHOTO HECOOTBETCTBUS C TEM. YTO-
6bl N36eXaTb ero NOBTOPHOIO MNOSBAIEHUS U NOSABAEHUS B 4PYTOM MECTO NOCPeACTBOM:
1) aHanm3a HecooTBETCTBUS;
2) onpefenieHns NPUYNH, BbI3BaBLUUX NOSIB/IEHNE HECOOTBETCTBUS;
3) onpefeneHnss HaaMuMsl aHasIorMYHOrO0 HECOOTBETCTBMUS U/IM BO3MOXHOCTU €ro BO3HUKHOBEHWUSA
roe-nuoo elle;
C) BbIMO/HATb BCE HEO6X0AMMblE AECTBUS;
d) npoaHanusupoBaTb Pe3yNbTaTUBHOCTb KAXA0r0 NPeANPUHATOrO KOPPEKTUPYIOLLEro AeliCTBUSA:
e) akTyanusupoBaTb Npu HEO6XOAUMOCTM PUCKM U BO3MOXHOCTW, OnpeaeneHHbie B XoA4e NnnaHupo-
BaHUS:
f) BHOCUTb NpN HEOGXOAMMOCTN N3MEHEHUSI B CUCTEMY MEHEAXKMEHTA KayecTBa.
KoppekTupytoLlne felicTBNS f0MKHbI COOTBETCTBOBATb NOCNEACTBUAM BbISIBIEHHbLIX HECOOTBETCTBUIA.
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10.2.2

Opl’aHVI3aLI,VIFI A0J/DKHa perncTtpmpoBatb U COXpPaHATb AOKYMEHTUPOBAHHYHO Mchopmau,mo Kak
CBUAETENbCTBO.

a) xapakTepa BblsiB/IEHHbIX HECOOTBETCTBUIA 1 NOCNEAYOLUX NPeANPUHATBIX AelCTBNIA;
b) pe3ynbTaToB BCEX KOPPEKTUPYIOLLUX AEWCTBUIA.

10.3 T1oCTOAHHOE ynydylweHue

OpraHunsauns AoxHa NOCTOAHHO ynyyLaTb NPUroAHOCTb, a4eKBaTHOCTb U pe3ybTaTUBHOCTbL CUCTEMBI
MeHeXMeHTa KavyecTBa.

OpraHuzaums fo/KHa paccMaTprBaTh pesynbTaTbl aHaIN3a U OLEHKW, BbIXOAHbIE faHHblE aHan3a co
CTOPOHbI PYKOBOACTBA, UYTOGbI OMpefennTb, UMEKTCA NM NOTPEGHOCTM UM BO3MOXHOCTU, Tpebylune
paccMoTpeHusi B KauecTBe Mep No NOCTOSHHOMY Y/yULLIEHUIO.
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MpunoxeHune A
(cnpaBoyvHoOe)

PasbscHeHUE HOBOW CTPYKTYpbl, TEPMUHOMOMMMN 1 NOHATHIA

A.1 CTpyKTypa u TepMmmnuHoNormsa

CTpykTypa pasgenos (T B. nocfiefoBaTe/lbHOCTb Pa3fesnoB) W YacTb TEPMUHOMOTMU HACTOALWEro cTaHAapTa no
CpaBHeHWIO ¢ npeapblayLieit Bepcueit (MCO 9001:2008)6b1N1 U3MEHEHbI B LIeNAX YYYLEHNUS CTPYKTYPHOV COBMECTUMOCTH
CAPYTMMY CTaHAapTaMn Ha CUCTEMbl MEHeKMeHTa.

B HacTosILLEM cTaHAAPTE He COAEPXUTCS TPeGOoBaHUS O NPUMEHEHUMN €70 CTPYKTYPbl U TEPMUHOMOTN K OKYMEHTU-
pOBaHHON MHpopMaL MK CUCTEMbI MEHEXMEHTA KauecTBa opraHnsauum.

[laHHas CTPyKTypa pasfenos npefHasHaveHa B 6onblueil Mepe Ans 06ecneyeHmns CornacoBaHHOro U3NT0XeHNs Tpe-
60BaHuil, 4eM ANA TOro, 4TO6bl ObiTb MOAENbIO ANS AOKYMEHTUPOBAHUA NOAUTUK, Leneili N NpoLeccoB opraHusaumu.
CTpyKTypa 1 cogepxaHne JOKYMEHTUPOBAHHOW MH(OPMAaLMK, OTHOCALLENCS K CUCTEME MEHeAXMEHTa KayecTBa, 4acTo
MOryT 6bITb 60/1€€ NOAXOAALLMMU AN1A NONb30BaTeNel, ecnu 4OKYMEHTUPOBaHHAA MH(OPMaLMs OTHOCUTCS Kak K npoLec-
cam, PYHKLMOHMPYIOLLMM B OpraHu3aumm, Takm K uHgopmaummn, NnpumMeHaemMon 4Ns apyrux uene.

YTto6bl ycTaHaBNMBaTb TPe6OBAHUA K CUCTEME MEHEe)KMEHTA KayecTBa, BOBCE He 06A3aTe/IbHO TePMUHbI, UCNONb-
3yemble opraHu3auneil. 3aMeHATb TepMUHAMK, UCNONb3YEMbIMU BHACTOSLWEM cTaHAapTe. OpraHu3saumm MoryT UCnosb30-
BaTb TEPMWHbI. KOTOPbIE OHW COYTYT 6oIee NOAXOAALMMY AN CBOE AeATeNbHOCTH (HanpuMep, UCNoNb30BaTb TEPMUHbI
«3anucn», «A40KYMEHTaLNsA», «NPOTOKO/bI».a HE «A0KYMEHTUPOBAHHAS MH(OPMALMS», UV UCNOTb30BATb «MNOCTABLLMK»,
«napTHep», «NpojaBeLly, a He «BHeLIHWIi NocTaBLuK»), B Tabnuue A.1 nokasaHbl OCHOBHbIE pas3nyusi B TEPMUHOMOTUN
Mexzy HacTosLeli Bepcueii ctaHgapTta MCO 9001 u ero npegbiaylieii Bepcuei.

Tab6nuuya Al — OCHOBHble pa3nuuma B TepMuHoniorun mexay MCO 9001:2008 n MCO 9001:2015

CO 9001:2008 MCO 9001 2015

Mpoaykumna Mpoaykunsa n ycnyrun

Vcknoyenusa He npumeHsetcsa
(Cwm. MpunoxeHne A.5 Ana NOSICHEHWIA, kKacatloLWwmnxcs npu-

MEHUMOCTK)

MpepctaBuTens pykoBoAcTBa He npumeHsieTca
(AHanornyHble 0TBETCTBEHHOCTb M NO/THOMOYNS YCTaHOB-
NIeHbl. HO HeT TpeboBaHNA B OTHOLIEHUN eUHCTBEHHOrO

npeacTaBuUTENsI PYKOBOACTBA)

[oKyMeHTaLusi, PyKOBOACTBO MO Ka4ecTBY, fOKYMEHTNPO-
BaHHble Npoueaypbl, 3anncu

MpousBoAcTBEHHAsS cpesa
O6opyfoBaHue 151 MOHUTOPUHIA U U3MEPeHUit
3akynjeHHas npoayKums

MocTasLwmk

[lokymeHTMpoBaHHas MHopmaLns

Cpefa AN YHKLMOHUPOBAHNS NPOLLeCcCOoB
Pecypcbl 4151 MOHUTOPWHIA U M3MepEeHWii
BHeluHe nocTas/isiemMble NPOAYKLNS U YCyrn

BHeLHWI nocTaBLLKK

A.2 TpoayKuns nycnyru

B ICO 9001:2008 ucnonb3oBasicsi TEPMUH «NPOAYKLMS» A1 0XBaTa BCEX KaTeropuii BbIxo4oB. B AaHHO Bepcun
HacToALlero cTaHgapTa UCNosib3yeTcsl C/I0BOCOYETaHNE «NPOAYKUUA 1 ycnyrn». CnoBocovyeTaHme «npoaykumnsa uycnyrm*
oxBaTblBaeT BCe KATEropuu BbIXOAO0B (TEXHMYECKME CPefCcTBa, YCyrn, nporpamMHble cpeicTBa v nepepabartbiBaembie
MaTepuvansbl).

CneunanbHoe BKIOYEHUE «yCnyr» npeAHasHayeHo A5 TOro, YTo6bl BbIAENNTL Pasnnuna mMexay npoaykuunen u
ycayramu npu npuMeHeHnn HeKoTopbix TpeboBaHWii. XapakTepHoii 0CO6eHHOCTbIO YCNyr SABAAETCA TO, YTO. MO MeHbLUei
Mepe, YacTb BbIXOAa NosiyyaeTcs npyu HenocpeAcTBEHHOM B3aumogeincTBuu c notpebutenemM. ITo o3HavaeT, Hanpumep,
4YTO COOTBETCTBUE TpeboBaHUSAM He BCerga MoxXeT 6biTb MOATBEPXKAEHO A0 3aBEPLUEHNS NPeAoCTaBNeHNS YCAYTn.

B 60M1bWNHCTBE CAyYyaeB «NPOAYKLUA* U «yCYrn» UCNOMb3YTCA COBMECTHO. BOMbLWMHCTBO BbIXOAOB, KOTOPbIE
opraHusaumnsa nocTasnsieT noTpeduTeNnam Win KOTOpble UM MOCTaB/IAIT BHELLHWE NOCTaBLL MKW, BKIIOHAKT Kak NPOAYKUUIO,
TaK u ycnyru. Hanpumep, matepuanbHaa uan HemaTepuanbHas NpoAyKLUs MOXET UMeTb HEeKOTOPYI0 CBS3aHHYI C Hell
YCAyry, Unm ycnyra MoXxeT UMeTb HEKOTOPYI0 CBA3AHHYIO C Heil MaTepuasnbHyo UM HemaTepuasnbHylo NPoAyKLMIo.
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A.3 MoHUMaHue noTpe6GHOCTEl 1 OXUAAHWUIA 3aMHTEepPeCcCOBaHHbIX CTOPOH

Mogpasgen 4.2 cofepxuT Tpe6oBaHUA K OpraHu3anuy onpesensTb 3aMHTepecoBaHHble CTOPOHbI, KOTOPbIE UMEIOT
OTHOLLEHWNE KCUCTEME MEHELXMEHTA KAUeCcTBa, N TPe6GOBaHUS 3TUX 3aUHTEPECOBAHHbLIX CTOPOH. OgHako noapasaen 4.2
He nojpasymeBaeT pacluvpeHue Tpe6oBaHMii CUCTEMbI MeHeAXMeHTa KauecTBa 3a pamMku 06/1acT NPUMEHEHUS HACTosA-
wero craHaapra. Kak yctaHoBneHo a «O6/1acTv NpUMEHEHUS» HACTOSALLMIA CTaHAAPT NPUMEHSIETCS TOTAa, KOr4a oOpraHu-
3aumn Heo6X04MMO NPOLEMOHCTPMPOBATL CBOKO CNOCOBHOCTL HA NOCTOSIHHOM OCHOBe 06ecneynBaTh NOCTaBKy NPOAYKL UM
M yCNyr,0TBeYaWmnx Tpe6oBaHnaM NoTpebuTeneli u NpUMeHMMbIM 3aKOHOAATE/TbHBIM U HOPMATVUBHbLIM NPABOBbLIM TPE6O-
BaHWSIM. U HaLleNIeHHOCTb Ha NOBbILLEHWe YA0B/1eTBOPEHHOCTH NOTpeGuTeneii.

B HacTosLeM cTaHaapTe HET Tpe6GoBaHMS O TOM. YTOGbI OpraHu3aums paccmaTprBana 3aMHTepecoBaHHble CTOpPO-
Hbl. KOTOpble He 6blM ONpeaeneHbl JaHHON opraHusauueli kak MMeloLlne OTHOLEHWE K ee CUCTEME MeHeIKMeHTa
KkauecTBa. OpraHusauus camMma peLlaeT 0OTHOCUTCA /N Kakoe-M60 KOHKpeTHoe TpeGoBaHMe COOTBETCTBYIOLEN CTOPOHbI
K ee cucTemMe MeHeZXMeHTa KayecTBa.

A.4 PUCK-OPUEHTUPOBAHHOE MblleHne

KoHuenuusa puck-opreHTMPOBaHHOIO MbIlL/IEHNS NPOCEeXnBanach v B npeAplayLieil Bepcun HacTosLero ctaHgap-
Ta. Hanpumep, Yepes Tpe6oBaHUA K NIAHWPOBAHUIO, aHANN3y U ynydlleHuto. HacToawmii ctaHAapT ycTaHaBnuBaeT Ans
opraHusauum TpebosaHne noHumaTb ee cpeay (cMm. 4.1) n onpeAenaTb PUCKU, Kak OCHOBY AN nnaHuposaHus (cm. 6.1).
3T0 oTpaxaeT NPUMEHEHNE PUCK-OPUEHTUPOBAHHOIO MbILL/IEHNA A1 N1aHUPOBAHUSA U BHEAPEHUS NPOLLECCOB CUCTEMbI
MeHe[XMeHTa kayecTBa (CM. 4.4) n 6yaeT nomoraTk B onpejeseHnn obbema J0KyMEHTUPOBaHHOW| Hopmaymu.

OpHa 13 KNYeBbIX Lesneil cMcTeMbl MeHeAXMeHTa kayecTBa COCTOUT B TOM. YTOGbI OHa AelicTBoBana kak MHCTPY-
MeHT npegynpexgeHuns. MoaToMy HacToAWWIA cTaHAaPT He MMeeT OTAe bHOro pasjena Wan NnyHkTa no npeAynpexaato-
Wwmm geiictemaM. MNMoHATUE npedynpexjaloLlero 4eicTBUS BbipaXeHOo Yepes UCMOo/b30BaHUE PUCK-OPUEHTUPOBAHHOTO
MblLLIEHWSA Npu hOpMYIMpoBKe TpeboBaHWil kK CUCTEME MEHEe)KMEHTa KayecTBa.

PuUcK-opreHTUpoBaHHOE MblLL/IEHNE, NPUMEHAEMOE € HACTOosILLEeM CTaHAapTe, Cnoco6CTBOBA/IO HEKOTOPOMY COKpa-
weHuto TpeboBaHWii NpeanNucbIBaKOLLErO XapakTepa u nx 3ameHe TpeboBaHNAMK ONUCbIBatOLLEro XapakTepa. HacToswwnii
cTaHpapT 6onee yHuBepcasieH, yem MCO 9001:2008. B OTHOLWEHUN TpeboBaHuii K npoueccam, LOKYMEHTUPOBAHHOW
MHchopmaLlun 1 pacnpegeneHnio oTBETCTBEHHOCTW B OpraHnsanum.

HecmoTpsi Ha To 4TO 6.1 ykasbiBaeT, YTO OpraHu3aLuus JO/KHA NaHnpoBaTh AeiCTBUSA B OTHOLWEHUN PUCKOB, CTaH-
fAapT He TpebyeT hopMan3oBaHHbIX METOA0B MEeHeJ)KMEHTa PUCKOB WU AOKYMEHTVPOBAHHOTO npoLecca MeHeAXMeHTa
puckos. OpraHusauum MoryT peliaTb cinegyeT nn paspabartbiBaTtb 60/1ee 06LWNPHYIO METOAO0MN0TNI0 MEHEAXKMEHTa prCKa,
yem TpebyeTcA HACTOALWMWM CTaHAapTOM, Hanpumep, 3a cyeT NPUMEHeHUA APYruxX PyKOBOAALWMX yKasaHWi Wan cTaH-
[apToB.

He Bce npouecchbl cucTeMbl MeHeKMeHTa kavecTsa 06/1a4atloT 04MHAKOBbIM YPOBHEM pUCKa B OTHOLLEHWMN CNOC06-
HOCTM OpraHn3anmm ocTuraTb CBOUX Liesieit, U BNUsiHNe HeonpeaeneHHOCTY He ABNSIeTCA 04MHAKOBbLIM [/15 OpraHn3aumii.
B cooTBeTcTBUM C TpeboBaHNAMM 6.1 opraHu3aLlmsa oTBETCTBEHHA 3a MPUMEHEHUE PUCK-OPUEHTUPOBAHHOTO MbILUEHUS U
3a fleficTBMSi B OTHOLIEHUWN pUCKa, a TOM 4uc/e LenecoobpasHoCTb perucTpaunm u coxpaHeHns AOKYMEeHTUPOBaHHOM
MHdhopMaLmmn kak cBUAETENbCTBA ONpeAeeHnsi pUCKOB opraHusaumneil.

A.5 TIpuMeHUMOoCTb

Mpu onpegeneHun NPpUMEHNMOCTN Tpe6oBaHWi CTaHAapTa KCUCTEMe MeHeXXMeHTa KayecTBa opraHn3anum HacTo-
AWM CTaHJAPT He AenaeT CCbIIKN Ha «UCKloYeHus*. TeM He MeHee opraHu3aLns MoXeT NpPoBOANUTL aHann3 npUMeHu-
MocTy Tpe6oBaHUii C yueToM pasmepa U CAI0KHOCTM OpraHusaLm, Cnosib3yeMoit el MoAenn MeHeKMeHTa, o6nacTu
[eATeNbHOCTU OpraHn3aLnmy 1 xapaktepa ee yunTbiBaeMbIX PUCKOB 1 BOZMOXHOCTEN.

Tpe6oBaHus K NPUMEHNMOCTN paccMaTpuBatoTca B nogpasaene 4.3. onpejenaiolem ycioBus, Npu KOTOPbIX opra-
HU3aLWst MOXeT NPUHATL PeLleHne 0 TOM. 4TO TpeGoBaHMe He MOXeT GbITb MTPUMEHEHO HI KOZ, HOMY 3 NPOLLeCCcoB B pamMKax
061acTu NpUMEHEeHNS CUCTEMbI MEHe)KMeHTa kayecTBa. OpraHn3aLna MoXeT NpMHUMaTh pelleHne o ToM. 4To TpeboBsa-
HUe He NPUMEeHSIeTCsl, TONIbKO eC/IM 3TO pelleHne He NPUBEAET K HECNOCOBHOCTN 06ecneyYnTsL COOTBETCTBME NPOAYKLAN 1
ycnyr.

A.6 [lokymeHTMpoBaHHasa nHopmayusa

Kak coctaBnsawwas yacTb o6ecneyeHns COBMECTUMOCTW C APYIMMU CTaHjapTamy Ha CUCTEMbl MeHeKMeHTa
obwwuii pasgen, Kacawwmiica «JlokyMeHTUPOBaHHON WHOpMaLun», 6bi1 NPUHAT 6€3 3HAUYNTENbHOTO0 U3MEHEHWUs Uaun
pob6asneHus (cMm. 7.5). Tam. rae BO3MOXHO.TEKCT HACTOALLEro ctaHaapTa 6bi1 cornacoBaH c TpeboBaHMAMY 3TOrO pasge-
na. Bcuny aToro TepMuH «4OKYMEHTMPOBaHHas HGoOpMaLMsi» NCNo/b3yeTcs BO BCEX TPE6OBAHUSIX, OTHOCSLLUXCA K AOKY-
MeHTaMm.

Tam. rge B ICO 9001:2008 ncnonb3oBannchb cneynasibHble TEPMUHbI, TakMe Kak «AOKYMEHT» UIN «[0KYMEHTUPO-
BaHHble NpoLeAypbl», «PYKOBOACTBO MO KAYECTBY» WK «M/aH KayecTBa*, B HACTOsILL el Bepcuu cTaHgapTa onpeaeseHsl
TpeboBaHus K «pa3paboTke, akTyanmsaLum n npUMeHeHNo JOKYMEeHTUPOBAaHHON NHopmaLumn».

Tam. rge B MICO 9001:2008 ncnonb3oBasncs TEPMUH «3annucu* gna 0603HayYeHnss LOKYMEHTOB, HE06X0AMMbIX ANS
npeacTaBneHns cBuaeTeNbCTBa COOTBETCTBMA TpeboBaHWAM, Tenepb WCNonb3yeTca TpeboBaHWe «perncTpmpoBatb W
COXpPaHATb AOKYMEHTMPOBaHHY MHOpMaLuuo». OpraHusauyms HeceT OTBETCTBEHHOCTb 3a onpejesieHne Toro, kakas
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[,OKyMEHTUPOBaHHAs MHDOPMaLMS [O/KHA 6blTb 3aperncTpupoBaHa v CoXpaHeHa, B TeYeHne Kakoro nepnoaa BpeMeHu u
Kakve cpeactsa 6yAyT MCMOMb30BaHbl 4/l 3TOrO.

TpeGoBaHve no «pa3paboTke, aKTyanmsauum U NPUMEHeHN0» AOKYMEHTUPOBAHHOI MH(opMaLuu He ucknoyaeTt
BO3MOXHOCTU TOT0, YTO OpraHn3aLus MOXET TaKKe «PerncTpupoBaTh U COXPaHsTb» 3Ty AOKYMEHTUPOBAHHYIO UH(OpMa-
LMI0 4151 KOHKPETHbBIX Lenei, Hanpumep, perucTpupoBaTh ¥ COXPaHATb NpeAblgyLuve Bepcun nHgopMaumm.

Tam, rge HacTosiLUi CTAHAAPT CChINIAETCS Ha «MHOPMaLMio», a He Ha «OKYMEHTUPOBaHHY WH(OopMaLui*
(Hanpumep, B nogpasgene 4.1: «OpraHn3auus foKHa OCYLLeCTBAATb MOHUTOPUHT M aHa/IM3 MHopMaLmn 06 3TUX BHeLU-
HUX U BHYTPEHHNX (hakTopax*), HeTTpe6oBaHUs. YT 3Ta NHGOPMALMSA J0/DKHA BbITh JOKYMEHTUPOBAHHOM. B Takux ciyya-
SIX OpraHn3auusi MOXeT PeLUTb SBAAETCA /I 3TO HEOGXOAUMbBIM UM YMECTHbIM A5 paspaboTku, akTyanusauuu u
NpUMeHeHUsl [OKyMeHTUPOBAHHON MHDOPMALNY.

A.7 3HaHus opraHusayunmn

MyHKT 7.1.6 HAcTOAWEro cTaHAapTa CBs3aH C NOTPeGHOCTLI0 ONpeAennTb U OCYLLEeCTBNSATb MEHEAXMEHT 3HAHUM,
noAAepXuBaeMblx opraHusalneii, 4na o6ecneyeHuns PyHKLNOHMPOBAHUSA €€ NPOLLECCOB U JOCTUXEHUS COOTBETCTBUS
NPOAYKLMUN W YCAyT.

Tpe6oBaHus, OTHOCSLMECS K 3HAHUSIM OpraHn3aumm, 6bi/1M BBeAEHbI C Liefbio:

a) 3awwuTbl opraHusauMmu oT NoTepu 3HaHwuii, Hanpumep us-3a:

- TEKy4yecTu KaApos;
- HEeBO3MOXHOCTMW Mosly4eHns n o6mMeHa nHopmaumeit;
O) CTUMY/IMPOBAHUS OpraHn3aLuy K NPUoGPeTEHNI0 3HaHWIA, HaNpUMep, Ha OCHOBE:
- 06y4YeHNs Ha COGCTBEHHOM OMbITE;
- HaCTaBHUYECTBA;
- U3y4YeHWs Nyywero onbiTa.

A.8 YnpaBneHue npoueccamu, Npogykuuein nycnyramMmu, NocTaBAsieMbiMU BHELWHUMW NOCTaBLYMKAMK

Bce (hopMbl BHELLHMX NOCTABOK NPOLLECCOB, MPOAYKLMMU U YCYT PAaCCMOTPEHbI B 8.4, Hanpumep:

a) 3akynsieHHble y NoCTaBLMKa;

b) MONMYyYeHHbIE NO COrNaLEHNI0 C KOMNAHUER-NapTHepOM;

C) MNOJlyYeHHble OT BHELIHEro NOCTaBLLiMKa Ha OCHOBE ayTCOPCUHIa NPoLEeccoB.

AyTCOpPCUHT BCcerga o6nagaeT OCHOBHOI XapakTepuUCTUKOI YCyru, NOCKONIbKY MMeeT Mo KpaliHelh Mepe ofAuH BUA
LeATeNbHOCTH, N1 BbINOHEHNSA KOTOPOro HEO6X0AMMO B3auMoelicTBME NOCTaBLLMKa 1 OpraHn3aumu.

CpefcTBa ynpasfeHUsi BHELWHVMMW MocTaBKaMuU MOTYT LUMPOKO BapbMpOBaTbCA B 3aBUCMMOCTM OT XapakTepa
npoueccos, NPOAYKLMK 1 ycnyr. OpraHu3anns MOXeT NPUMEHSATb PUCK-OPUEHTUPOBAHHOE MbllLNEHWUE A5 onpeseneHuns
BUAa VCPEACTB yNpaB/ieHns, NOAX0AAWMNX A1 KOHKPETHOTO BHELLHEro NocTaBLLMKa U BHELLHE NOCTaB/sieMbIX MPOLLECCOoB,
npoayKLun 1 ycnyr.
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Mpunoxexve B
(cnpaBo4HOe)

[pyrue mexayHapofHble cTaH4apTbl B 06/1aCTU MEHeXMeHTa KayecTsa
1 Ha cucTeMbl MeHe)XXMeHTa kayecTBa, pa3paboTaHHble MCO/TK 176

MexayHapoaHble cTaHAapTbl, ONMCaHWe KOTOPbIX MPUBOAUTCS B HACTOALLEM NPUAOXEHUW, 6binn paspaboTaHsbl
TexHuyeckum komutetom MCOAK 176 ansa npefocTaBneHUss BCnoMoraTeibHOW MHopMaLMmn opraHu3auusiM, Kotopble
NPUMEHAIT HacToAWMI cTaHAapT, W ANsS NpefocTaBfeHus PYKOBOAALWMX yKasaHuii opraHusauusam, CTpeMsawumcs
npes3oiiTn ero Tpe6oBaHNa. PykoBoasLine ykasaHusi uim TpeboBaHus, cogepxatineca B JOKYMeHTax, nepeuncaeHHbIx
B 3TOM MPUIOKEHUN, HE AOMOMHSAIOT N He N3MEHAIT TpeboBaHNA HacTosLLero ctaHgapTa.

Tabnuua B.1 noka3biBaeT B3aMMOCBA3b MeXy 3TUMU CTaHAapTamu 1 COOTBETCTBYOLW MMM pa3fenamMmm HacTosLwero
cTaHgapra.

HacTosiee npuioxeHne He COAEPXUT CCbISIKM Ha OTpac/ieBble CTaHAApPThl HA CUCTEMbI MEHeXXMeHTa KayecTBsa,
paspaboTaHHble TexHuyeckum kommteTtom NCOAK 176.

HacTosAwuii ctaHAapT SABNSIeTCA O4HUM U3 Tpex OCHoBOMonarawLwmx ctTaHfapTos, paspaboTaHHbix MCOAK 176.

MNCO 9000 Cuctembl MeHegxXMeHTa kayecTBa. OCHOBHbIE NOJSIOXEHUS N C/I0BAPb CO34aeT OCHOBbI ANA Haj-
nexatiero noHMMaHnsa U BHeApeHNsa HacTosero ctaHgapTa. MpuHLMnbl MeHeAXXMeHTa KayecTsa, NoApobHoe onncaHme
KoTopbix gaetca B MCO 9000. 6611 yuTeHbl B npouecce pa3paboTkm HacTosawero ctaHgapTa. Camu 3Ty NpUHLMUMLI
He SIBNATCA Tpe6GoBaHUSAMU, HO OHW (DOPMUPYIOT OCHOBY AN Tex Tpe6GoBaHWii, KOTOpble ycTaHaBNMBaeT HACTOALMIA
ctaHgapT. MCO 9000 Takxe onpegensetr TEPMUHbI, ONpefeneHns N OCHOBHbIE NMOHATUA, UCNOJIb3yeMble B HacToALEeM
cTaHpapre.

NCO 9001 (HacTosAwWwmii cTaHAApT) ycTaHaBnBaeT TpeboBaHWsA, HanpaB/ieHHble raBHbIM 06pa3oM Ha co3fdaHne
[loBepus K NpPoaykKuMn U ycnyram, npegnaraembiM oprasmsauueii, u. nocpeAcTBOM 3TOro, Ha NOBbILEHWE YAO0BNETBO-
peHHOCTV noTpebuTeneil. MoXHO Takxe 0XMAATb, YTO HaJexallee BHegpeHve 3Toro cTaHjapTa NpUHeceT Apyrue Bbiro-
[bl NS OpraHu3auuu, Takue Kak ynyulleHHbli BHYTPeHHWn 06MeH UHopmaumeid, nyylee NoHUMaHue u ynpasfeHune
npoweccamu opraHusaum.

NCO 9004 MeHemXMeHT [ANA [AOCTUXEHWS YCTONYMBOro ycnexa opraHusauuu. [logxon Ha OCHOBe
MeHeqXKMeHTa KayecTBa COAepXWUT PyKoBoAALLME yKa3aHua 418 opraHusaunii, CTpeMALWnxca npeB3oinTn Tpe6osaHna
HacTosLero cTaHgapTa, oxaaTtbiBas 60/1ee WNPOKWUI CNEKTP BOMPOCOB C TeM. YTO6bI 3TO MOT/10 BECTU KY/TyHLIEHUNIO 06LWMNX
pes3ynbTatoB feATesibHoCTN opraHmsaunn. MCO 9004 BknovaeT MeETOAMYECKOE PYKOBOACTBO M0 CAMOOLEHKe C TEM. YTO-
6bl OpraHn3aLuny UMesnn BO3MOXHOCTbOLLEHNBATb YPOBEHb 3PE/I0CTU CBOMX CUCTEM MEHeAXMeHTa kayecTsa.

MexayHapofHble CTaH4apTbl, ONUCaHHbIE HUXE, MOTYT MOMOYb OpraHn3aumsam, Korga OHN BHePSAT Un CTPEMAT-
CA yNy4yWnTb CBOW CUCTEMbI MEHEXXMEHTa KayecTBa, NpoLecchbl Uav BuAbl AeATEeNbHOCTU.

NCO 10001 MeHepXMeHT. Y0BNEeTBOPEHHOCTb NoTpebuTeneii. PykoBoaslwmne ykasaHus no npasunam
noBeAeHnsa ANA opraHnsaumnii CAyxuT A5 opraHnsanun pykoBoACTBOM BOMpeAesieHnn Toro, 4To ee Mepbl No obecneve-
HUIO Y[0BNETBOPEHHOCTN NoTpebuTeneii oTBevaloT Nx NOTPEBHOCTAM ¥ OXuAaHusM. MNpuMeHeHne cTaHjapTa MoxeT
NoBbICUTb JOBEPME NOTPebUTesnell K opraHnsanmn v ynyywnTb NOHUMaHne noTpebuTensaMmn Toro, YTo OHM MOTYT OXuAaTb
OT OpraHusauuny, Tem cambiM CHUXaA BEPOSITHOCTb HegopasyMeHuit u npeTeH3unii.

NCO 10002 MeHepXMeHT KauecTBa. Y[JOB/eTBOPEHHOCTb MnoTpebuTenein. PykoBojsune yKasaHusa
no ynpas/ieHN0 NPeTEH3UAMN B OPraHn3aLmnsax CyXxuT pykoBoA4CTBOM NO nNpoLeccy obpalleHns ¢ npeTeH3nsiMum yepes
npu3HaHue u usyyeHve noTpebHOCTEl U OXMUAaHW CTOPOH, obpaljaloWwnxcs ¢ NPeTEH3UAMN, U NPUHATAA PeLleHunii no
paspelueHnto BOMPOCOB, CBSI3aHHbIX C NpeTeH3nsamMu. OH obecneymBaeT OTKPbITbIA, pe3ynbTaTUBHbIA U NpoOCcToii Ans
nNpMMeHeHns npouecc, BKAYatoLWnii NoaroTosky nepcoHana. OH Takke MOXeT UCMO/1b30BaTbCA B KaYeCTBE PyKOBOACTBA
ManbiMn NPeAnpUATUAMA.

MCO 10003 MeHemKXMeHT kayecTBa. Y 10B/NETBOPEHHOCTb NoTpebuTeneil. PykoBogauwne ykasaHus no ype-
ryNMpoOBaHNI0O CNOPHbIX BONPOCOB BHE OpraHn3auun CnyXut pykoBoACTBOM AN Pe3y/bTaTUBHOIo 1 a3 PekTUBHOro
paspelueHVs CNopoB BHe OpraHn3auunii No NnpeTeH3nsaM, CBA3aHHbIM C NpoAykumneii. Pa3pelleHne cnopos ABASETCA cpe-
[ACTBOM yperynmpoBaHua cutyauun B cayvasx, Korga opraHusalm He MoryT yperynnposaTtb BONPOCHI N0 Y/0BNETBOPEHNIO
npeTeH3nn BHyTPW opraHu3auynn. BonbWNHCTBO NPeTeH3nii MOryT 6biTb YCNELWHO pa3pelleHbl BHYTPU opraHu3auyumn 6e3
npyMeHeHna npoueayp, a KOTOPbIX CTOPOHbLI BbICTYNAaT NPOTUBO6GOPCTBYIOLNUMN CTOPOHAMM.

MCO 10004 MeHemXMeHT KayecTBa. Y[OBNeTBOPEHHOCTb MNoTpebuTeneli. PykoBogswue ykasaHus
N0 MOHUTOPWUHTY N U3MEPEHUNIO CNYXUT PYKOBOACTBOM /151 BbIPAOOTKM Mep. HanpaB/1eHHbIX Ha NOBbILIEHNE YA0B1EeTBO-
peHHOCTW noTpebuTenein n Ha NaeHTUdNKaLio BO3MOXHOCTEN yAyUlleHnsa NpoayKLuMu, NpoLeccoB U XapakTepucTuk,
KOTOpble SIBASIOTCA LeHHbIMU AN1A noTpe6uteneii. Takue Mepbl MOTYT YCUIUTL I0A/IbHOCTL NOTpeGuTeneli nnomoys opra-
HU3aLuMmn yaepxartb notTpebuteneil.

NCO 10005 Cuctembl MeHeaXMeHTa kavyecTBa. Pykosoasl e ykasaHua no naaHaMm KkayecTBa CNyXuT pyko-
BOACTBOM Mo pa3paboTke M MCNONb30BaHWIO NJ1AHOB KayecTBa Kak CBA3YIOLLEero cpeAcTsa, CBsA3biBatolero TpebosaHns
npouecca, npoAykTa, NpoekTa WAn KoHTpakTa ¢ pabounmu metogamu u npakTnukamu, obecneynsaroLMx NPoN3BoOACTBO
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npogykuun. MNMpeumyuliecTsa oT pa3paboTkn nnaHa kavyecTsa OyAyT BbipaXaTbCsA B NOBbILWEHHON YBEPEHHOCTN B TOM. YTO
TpeboBaHnsa 6yAyT BbINOJIHEHbI, YTO NPOLECCHI HAXOAATCA MOJ ynpasieHneM, a Takke B MOTUBALIUM BCEX, KTO BOBJIeYeH
B pabory.

MCO 10006 Cuctembl MeHelXXMeHTa KayecTBa. PykoBoasLW e ykasaHna no MeHeXXMeHTY KayecTsa B Npo-
eKTax NPUMeHNM K LUIMPOKOMY CMEeKTPY NPOEKTOB: OT MasibIX A0 60/bLINX, OT MPOCTbIX 40 CI0XHbIX, OT OTAE/IbHOI0 NpoeKTa
[0 NpoeKTa, ABnsALLLerocsa YacToto cepun npoektos. MMCO 10006 ncnonb3yeTca nepcoHasioM, oCcyLecTensowmnm pykoso-
[CTBO MpoOeKTaMu, N TeMU, KOMY HYXKHO 06ecneunTb NPUMeHeHVe Nx opraHu3auneit NpakTuk, cogepxalmxcsa B cTaHgapTax
MCO. npefHasHauvyeHHbIX AN1A CUCTEM MEHEXXMEHTa KayecTsa.

MNCO 10007 Cuctembl MeHeAXMeHTa kayecTBa. PykoBogsiwne ykasaHnsi N0 MeHeAXMEeHTY KOHurypauum
npeAHasHauveH A9 okasaHUa cofelicTBNA opraHn3auunsiM, NPUMEHSIOLW MM ynpaB/eHne koHdurypauueii Ana TexHnyecko-
ronagMMHUCTPaATVBHOIO PYKOBOACTBA Ha MPOTSXXEHNN BCET0 XU3HEHHOTO Lnkia npoayKuun. MeHeaXXMeHT KoHdurypaymm
MOXeT 6bITb UCMONb30BaH A5 BINOSIHEHNUA Tpe6oBaHUii K nAeHTUUKaLMM 1 NPOCNeXMBAEMOCTU NPOAYKL UK, YCTAHOB-
JNIEHHbIX B HACTOALWEM CTaHJapTe.

NCO 10008 MeHepXMeHT KauyecTBa. YAO0BNEeTBOPEHHOCTb MNOTpebutenein. PykoBoaAwme ykasaHusa
Nno 3/1eKTPOHHbLIM TOPTOBbLIM CAE/IKaM MeXAy IPUANYECKUMUN N DU3NYEeCKUMU NULaMKN fJaeT PYKOBOACTBO M0 TOMY,
KakvuM 06pa3om opraHusaumm mMoryT BHeAPUTb pe3y/bTaTuBHYI0 U a(hEKTUBHYIO CUCTEMY [/ 3/IEKTPOHHbIX TOProBbIX
onepauuii Mexay opraHusaumamu n notTpebutenammn, nTem cambiM co3gaTb OCHOBY A1 TOr0, YTO6bI NOTPe6GUTENN UMenu
NOBbIWEHHYIO YBEPEHHOCTb B OTHOLIEHWW TaKUX 3/IEKTPOHHbIX TOProBbIX ONepaLmii; NoBbICUTb CNOCOOHOCTL OpraHn3auunm
y[,0BeTBOPATL NOTpebuTeNeil; a Takke yMeHbLWUTb KOSIMYECTBO NPeTEeH3NIA 1 CNopoB.

NCO 10012 Cuctembl MeHe[XMeHTa nusmepeHuii. Tpe6oBaHus kK npouyeccaMm M3MepeHuii u UsSMepuTebHO-
My 060pYJ0BaHWUI0 CAYXUT PYKOBOACTBOM A1 MeEHe)KMeHTa W3MepuTesibHbIX MNPOLEeCcCOB W MeTposIornyeckoro
noATBEPXAEHNA N3MepUTeNbHOro 060pyAOBaHNSA, UCMOIb3yeMbIM A1 obecrneyeHns v eMOHCTpaunm CoOTBETCTBUSA
MeTposiornyeckum TpebosaHnam. CtaHAapT ycTaHaB/IMBaeT TpeboBaHUSA MeHe)KMeHTa KayecTBa B CUCTEME MeHe[X-
MeHTa n3MepeHunii AN BbINMOTHEHUS METPOIOTNYeCKNX TpeboBaHmnii.

MCO/IMO 10013 PykoBopasAline ykazaHUsa No 4OKYMEHTUPOBAHMNIO CUCTEM MEHeIXXMEHTa KayecTBa COAEPXUT
pyKkoBOAALLME YyKa3aHus Mo paspaboTke M MPUMEHEHUIO AOKYyMeHTauuu, HeobXxoauMoli AN CUCTeMbl MeHemKMeHTa
KayecTBa. DTOT TEXHNYECKUII OTYUET MOXEeT 6bITb MCMOMb30BaH /18 LOKYMEHTUPOBAHUSI CUCTEM MeHeMKMeHTa, OT/INYHbIX
OT CUCTEM MEHeXMeHTa KauyecTsa, A1 KOTOpbIX NpeAHasHadyeHbl ctaHgapTel MCO. Hanpumep, AN CUCTEM 3KO0TUYec-
KOro MeHe[)XMeHTa 1 CUCTEM MeHeXMeHTa 6e30nacHoCTu.

NCO 10014 MeHeAXMeHT KauecTBa. PykoBoAaslMe ykazaHWa No AOCTUXEHWUI0 (DUHAHCOBbLIX U 3KOHOMMU-
Yecknx NnpenmyLyecTB afjpecoBaH BbiCLLEMY PyKOBOACTBY. CTaHAapT COAEPXUT PYKOBOAALLME YKa3aHUs N0 AOCTUXKEHNIO
hMHAHCOBbIX 1 3IKOHOMUYECKNX NPEVMYLLECTB 3a CUeT NPUMEHEHUS NPUHLUMNOB MeHeAKMeHTa kayecTBa. OH nomoraeT B
paboTe no NpUMeEHEHWI0 NPUHLMNOB MeHeAXMeHTa nobieryaeT BbI6OP METOA0B M MHCTPYMEHTa/IbHbLIX CPEeACTB, NO3BONSA-
loWmnx o6ecneynTb yCTONUMBLIN ycnex opraHnsauunm.

MNCO 10015 MeHepXMeHT KayecTBa. PykoBoasLiMe ykazaHus No o6yyeHuto npegnaraeT pykoBogsLlme yka-
3aHMA. HanpaB/leHHble Ha OKa3aHue MOMOLLM OpraHM3auusiM U MOCBsILLEHHbIE BOMPOCaM, CBSA3aHHbIM C 06yveHuem.
CTaHfapT MOXeT NPUMEHATLCA B N0ObIX cuTyauusx, korgqa tpebyeTcs pykoBOACTBO, YTOObl PaCKpbITb CofepxaHue u
MHTEepnpeTMpoBaTh CCbI/IKM HA «06pa3oBaHue» U «obyvyeHne», ucnonblyemole B cTaHgapTax NCO. npegHasHauYeHHbIX
ONSA cucTeM MeHeXMeHTa kavyecTBa. /llo6asi cCbinika Ha «0byyeHne» BKIOYaeT BCe TUMbl 06pa3oBaHnsA 1 NOATOTOBKU.

NCO/TO 10017 PykoBoAsAuiMe yka3aHWs MO MPUMEHEHWID CTaTUCTUYECKMX MeTOA40B B COOTBETCTBUM C
MCO 9001:2000 npepoctaBnaeT pa3bsaACHEHUA B OTHOLIEHNM CTATUCTUYECKUX METOA0B, NPUMEHEHNE KOTOPbLIX CBA3aHO
C U3MEeH4YNBOCTbIO, HabnogaemMol B NOBEJEeHNN 1 pe3yibTaTax NPoLeccoB, fJaXe B YC0BUAX KaxyLieics cTabuabHoCTu.
Cratuctuyeckme MeTofbl NO3BOJIAIOT /yylle KCMO/b30BaTh MUMeloLWMecs AaHHble, MoMoras NnpMHUMaThb peleHns, u Tem
caMbIM coAeiicTBOBaTb MOCTOAHHOMY YNYULLEHWNIO KaYecTBa NPOAYKLMMN Y MPOLLEeCCOB A5 4OCTUXEHUS YA0BNETBOPEHHOC-
TV noTpebutenei.

MNCO 10018 MeHepXMeHT kayecTBa. PykoBogsiyme ykasaHWss NO BOBJEYEHWIO PaBOTHWKOB M WX KOM-
NeTEeHTHOCTN COAEPXUT PyKOBOAALLME yKa3aHWs, KOTOpble 0Ka3blBAKT BANSHUE HA BOB/IEYEHHOCTb U KOMMNETEHTHOCTb
paboTHMKOB. CuCTEMa MeHeXXMeHTa kayecTBa 3aBUCUT OT BOB/IEYEHHOCTU KOMNETEHTHbIX PAGOTHWKOB 1 OT TOTO, Kak OHM
MCMOMb3YITCA N HACKOMIbKO OHU MHTETPUpOBaHbl BopraHnsauuto. KpaliHe BaXHO MaeHTULMPOBaTL, pa3BuBaTh NOLLEHU-
BaTb HEO6XOANMbIe 3HaHWS, HaBbIK1, NOBEJEeHNe 1 pabouyto cpeay.

MNCO 10019 PykoBogsAwMe yka3aHuMa No Bbl6OPY KOHCY/NbTaHTOB MO cMCTEMaM MeHe[XMeHTa kayecTBa
M UCMNOMb30BAHNIO UX YCNAYT CAYXUT PYKOBOACTBOM MO BbIGOPY KOHCY/IbTAHTOB MO CUCTEMaM MeHe[XMeHTa KayecTsa
1 “cnonb3oBaHuio nx ycnyr. CtaHaapTt gaet pykoBOACTBO MO NPOLECCY OLeHUBAHUA KOMNETEHTHOCTU KOHCY/IbTAHTOB MO
cuctemMaMm MeHe)XMeHTa KayecTBa u obecneynBaeT YBEPEHHOCTb B TOM. YTO MOTPEOHOCTM U OXUAAHWA OpraHu3auun B
OTHOLUEHWUW YCNYT KOHCY/IbTAHTOB ByAyT Y/10BNEeTBOPEHbI.

MNCO 19011 PykoBOAALLME YKa3aHWUA MO ayauTy CUCTEM MeHeXMeHTa C/YXUT PyKOBOACTBOM MO MEHEL)XMEH-
Ty NporpamMmmsbl ayauTa, nNo naaHMpoBaHMio 1 NPOBEAEHNI0 ayauTa CUCTEMbI MEHEA)KMEHTA, a TakKe Mo KOMNEeTEHTHOCTH
1 OLeHMBaHWIO ayAUTOPOB 1 ayAUTOPCKUX rpynn. OH npeAHasHauveH 418 NpUMeHeHns K ayautopam, opraHnsaumnsam, BHe -
PAIOWMUM CUCTEMBI MEHeKMEHTa, W OpraHusauuam, KoTopbiM TpebyeTcsi NpPOBOAUTL ayAUTOPCKME NPOBEPKU CUCTEM
MeHe[XMeHTa.
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Ta6nuya 8.1 — B3auMOCBA3b MeXAy APYTVMMU MeXAyHapoAHbIMW CTaHAAPTaMu B 06/1aCTU MEHE)KMEHTA KayecTsa,
CTaHfapTaMy Ha CUCTEMbl MEHE[)KMEHTa KayecTBa U pasfeniamMn HacTOsILLEero ctaHgapTa

[pyrve Pasgen HacTosLLero ctaHaapTa
MeXayHapoaHble
CcTaHAapTbI 4 5 6 7 B 9 10

MCO 9000 Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

MCO 9004 Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

MCO 10001 8.2.2. 851 9.1.2

MNCO 10002 8.2.1 9.1.2 10.2.1

MNCO 10003 9.1.2

MNCO 10004 9.1.2.9.13

MNCO 10005 53 6.1.6.2 Ko Bcemy Ko Bcemy 9.1 10.2

pasgeny pasgeny

MCO 10006 Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

NCO 10007 8.5.2

MCO 10008 Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

NCO 10012 7.1.5

NCO/TO 10013 7.5

NCO 10014 Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

NCO 10015 7.2

NCO/TO 10017 6.1 7.1.5 9.1

MCO 10018 Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

MNCO 10019 8.4

NCO 19011 9.2

MpumeyaHune — BKoBceMy pa3genyH ykasblBaeT Ha TO. YTO BCE NoApasfe bl B KOHKPETHOM pasjene HacTosi-
Lero cTaHgapTa UMeroT OTHOLLEHWE K APYTOMY MeXAyHapoLHOMY CTaHAapTy.
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Tab6nuuya QAN

O603Ha4€eHNe CCbIIIOYHOTO

Mpunoxenne OA
(cnpaBo4HOE)

CBefileHNa 0 COOTBETCTBUMN CCbINTOYHBLIX MEXAYHapPOAHbIX CTaHAAPTOB
HauMoHaNbHbLIM cTaHgapTam Poccuiickoii Pegepaymm

s o e

cTaHgapTa
1ISO 9000:2015 0T
1ISO 9004:2009 IDT
1ISO 19011:2011 oT
1ISO 9001:2008 oT
1ISO 10001:2007 oT
ISO 10002:2014
ISO 10003:2007 oT
ISO 10004:2012
ISO 10005:2007
1ISO 10006:2003 0T
ISO 10007:2003 T
ISO 10008:2013 T
1ISO 10012:2003 T
ISO/TR 10013:2001 T
ISO 10014:2006 0T
1ISO 10015:1999 T
iISOttR 10017:2003 0T
ISO 10018:2012 0T
1ISO 10019:2005 0T
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OG03HaAYEHVE U MaVMEHOBAMIE COOTBETCTBYHOLLIETO HALMOHABHOMO CTaHaapTa
Poccuiicknii degepauymn

FOCT P NCO 9000—2015 «Cuctembl MeHempKMeHTa kayecTBa. OCHOBHble
NOJIOXEHMSA 1 CNoBapb»

FOCT P NCO 9004—2010 «MeHemKMeHT AN [OCTUXEHMS yCTOWYMBOrO
ycnexa opraHusauuu. Mogxod Ha OCHOBE MeHe[XMeHTa KauecTBa»

FOCT P MCO 19011—2012 «PykoBogsuine ykasaHus no ayauty cucrtem
MeHeKMeHTa»

FOCT P MCO 9001—2015 «Cuctembl MeHeg)XxMeHTa kayecTBa. TpeboBa-
HUA»

FOCT P MCO 10001—2009 «MeHeaXMEHT kayecTBa. Y40BNE€TBOPEHHOCTb
noTpe6uTeneil. PekomeHgaumMn no npaswuiam NoBeAeHUs AN opraHusa-
uMﬁ»

FOCT P MICO 10003—2009 «MeHeaXMEHT kayecTBa. Y40BNE€TBOPEHHOCTb
noTpe6uTeneil. PekomeHgauun no yperynnpoBaHMi0 CMOPHbIX BOMPOCOB
BHE opraHusaummn»

FOCT P NCO 10005—2007 «MeHemxMeHT opraHusauuun. Pykosogsiime
yKasaHusi Mo NJaHNpoBaHUI0 KavyecTBa»

FOCT P NCO 10006—2005 «CucTembl MeHe[XMeHTa KayecTsa. PyKkoBoO-
[CTBO MO MEHe)XMEHTY KayecTBa npu NpoekTUpoBaHUn»

FOCT P NCO 10007—2007 «MeHemxMeHT opraHusauumn. Pykosogsiwme
yKasaHusi no ynpasfieHnio KoHdurypauuein»

FOCT P MCO 10008—2014 «MeHe[XMeHT kayecTBa. Y/J0B/I€TBOPEHHOCTb
noTpebuTeneii. PykoBogslimne ykasaHnsa No 3/1€KTPOHHbIM TOProBbIM CAeN-
Kam mexzay topuanyeckuMun v usnyeckumun nuuammn*

FOCT P NCO 10012—2008 «MeHegKMeHT opraHusauuu. CucteMbl MeHe[-
XMeHTa n3mepeHwuii. TpeboBaHUs K npoueccam U3MepeHuii u nsmeputersb-
HOMy 060pyA0BaHNIO»

FOCT P MCO/TO 10013—2007 «MeHemKMeHT opraHusaumun. PykoBoacTBo
no AOKYMEHTVPOBAHUIO CUCTEMbI MEHEe)KMEHTa KayecTBa»

FOCT P NCO 10014—2008 «MeHemxMeHT opraHmsauuun. Pykosogsiuine
yKasaHus Nno JOCTWXEHWI0 3KOHOMUYeckoro adppekTa a cucteme MeHep-
XMeHTa KauecTBa»

FOCT P NCO 10015—2007 «MeHemxmMeHT opraHusauuu. Pykosogsawue
yKasaHus no oby4yeHunio*

FOCT P CO/TO 10017—2005 «CTtatuctuyeckue metoabl. PykoBoAcTBO No
npumMeHeHuto B cootsetcTeun ¢ FTOCT P NCO 9001»

FOCT P MCO 10018—2014 «MeHeXMeHT kayecTsa. PykoBogsime ykasa-
HUS MO BOB/IEYEHNI0 PABOTHUKOB U NX KOMMETEHTHOCTN»

FOCT P MCO 10019—2007 «MeHe)XMeHT opraHusauuv. PykoBoACcTBO Mo
BbI6OPY KOHCYNIbTAHTOB MO CUCTEMAM MeHe[XMEeHTa KayecTBa U NCNO/b30-
BaHMWIO NX yCnyr»
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OkoHuyaHue Tabnuus/ AA. 1

* COOTBETCTBYIOLNIA HBLMOHB/IbHBIA CTAHABPT OTCYTCTBYET. [l0 €ro yTBEPXAEHUS1 PEKOMEHAYETCS UCMO0/b30BaTh
nepeBof, Ha PyCcCKUil A3bIK JaHHOTO MeXAyHapogHoro cTaHgapTa. MNepeBos A4aHHOTO MeXAyHapoAHOro cTaHAapTa Ha-
xofutcsa B ®egepansHoM UHDOPMALMOHHOM (POHAE TEXHUYECKUX peramMeHToB U CTaHAapToB.

MpumeuyaHune— BHacTosWwell Tabnvue MCNoNb30BaHO cnegyloliee ycnoBHoe 0603HaYeHne cTeneHun coot-
BETCTBUS CTaH4apTOB:
- IDT — ngeHTU4YHblEe CTaH4apThI.
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4
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18]
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112)
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120)
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[22)
[23)
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ISO 9004. Managing for the sustained success of an organization — A quality management approach

ISO 10001. Quality management — Customer satisfaction — Guidelines for codes of conduct for organizations
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