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®EOEPAIIbHOE ArEHTCTBO NO TEXHUYECKOMY PErYJIMPOBAHUIO
N METPOJIOrUA

HALUMOHANBHbLIA CTAHOAPT POCCUACKOW ®EOQEPALINK
FOCT P UCO 9001-2015
CUCTEMbI MEHEOXMEHTA KAYECTBA
TPEBOBAHUA

1ISO 9001:2015
QUALITY MANAGEMENT SYSTEMS - REQUIREMENTS (IDT)

[ata BBegeHus - 2015-11-01
Mpeaucnosue

1 MOANOTOBJIEH OTKpbITbIM aKUMOHEPHbIM 06LEeCTBOM "BCepoccCMMCcKniA Hay4HO-MCCNeaoBaTenbCKUM
nHcTuTyT ceptudmkauun” (OAO "BHUNC") Ha ocHOBe ayTEHTUYHOrO NepeBoaa Ha PYyCCKUM A3blK MeXAyHapogaHoro
cTaHgapTa, ykasaHHoro B nyHkTe 4. lNepeBop BbINONMHEH paboden rpynnon B coctaBe npeacrtasutenen OAO
"BHNNC", OO0 "UHTtepceptndumka - THOP", 3AO "LleHTp MpuoputeT”, Accoumaumm no ceptudukaumm "Pycckun
pernctp”, OO0 "THO® WUHTepHaumoHanb PYC", OO0 "Bbu-3c-Aii Am-3c-Cn-Ain-3c¢”, "AE Conformity Pty Ltd",
MexgyHapoHomn accouuaumm no ceptudmkaumm nepcoHana

2 BHECEH TexHu4eckum kommuteToM no ctaHgapTtusaumm TK 076 "CucteMbl MEHEMKMEHTA"

3 YTBEPXIOEH W BBEOEH B [OEWCTBWE rlpukasom ®emepanbHOro areHTcTsa N0 TEXHUHECKOMY
perynvpoBaHuto 1 metponoruu ot 28 ceHtabps 2015 r. N 1391-ct

4 Hacrosawwmin ctaHgapT naeHTudeH mexayHapogHomy ctaHgapTty MCO 9001:2015 "Cnctembl MeHeaxXMeHTa
kayectBa. TpebosaHuma" (ISO 9001:2015 "Quality management systems - Requirements"”, IDT).

Mpu nNpuMMEeHeHWM HacTosAWEero cTaHgapTa pPeKoOMEeHOYeTCs WUCMNoMb3oBaTb BMECTO  CCbINTOYHbIX
MeXOyHapOAHbIX CTaHOapTOB COOTBETCTBYWOLIME WM HauuoHanbHble cTaHgaptbl Poccuiickon ®depepauunu,
CBeJeHMs1 O KOTOPbIX NPUBEAEHbI B AONOHUTENBHOM NpUnoxeHun JA

5 BBEOEH BINEPBbBIE

lMpaBuna npumeHeHnsa HacToswero ctaHaapTta yctaHosneHsl B FOCT P 1.0-2012 (pa3gen 8). UHdopmaums
006 M3MEHEHUSIX K HAcTOsILLEMY CTaHAAPTY NYGrMKyeTCsl B €XXerogHoMm (Mo CoCTOsiHUIO Ha 1 siHBapsi TEKyLLEero roga)
WHpopMaLUnOHHOM yKasaTene "HauwnoHanbHble cTaHdapThl", a oduumanbHbIi TEKCT U3BMEHEHUI N NOMNPaBOK - B
eXxeMeca4yHoOM MHOPMaLUUOHHOM ykasaTtene "HauuoHanbHble cTaHgapThl". B cnydae nepecmoTtpa (3ameHbl) unu
OTMEHbI HacTOsILWEero cTtaHgapTa COOTBETCTBYOLee yBegomneHve Byaet onybnumkoBaHo B Brvkanwem Bbinycke
eXeMeCAYHOro MHgopMauuoHHoro ykasatens "HauumoHanbHble cTaHgapTol". CooTBeTCcTBYKOLWAA MHGOPMaLMS,
yBeOOMIIEHMS U TEKCTbl pasMeLlalTcs Tawkke B WHPOPMAUMOHHOW cucTeMe o6Llero nonb30BaHWs - Ha
ocdmumansHoM cante ®PegepanbHOro areHTCTBa NO TEXHUYECKOMY PEeryrimpoBaHWIO U MeTpoNiorMM B CeTu
UHTepHeT (www.gost.ru)

BBeneHue
0.1 O6LKe nonoxeHus

MpyMeHeHne cUCTEMbl MeHeOXMeHTa KayecTBa SIBMNSIeTCH CTpaTerndyeckuM pelleHneM Afisi opraHusauuu,
KOTOpOE MOXET NMOMOYb YNy4YLNTb pe3yrnbTaThl ee OeATEeNbHOCTU U 06ecneynTb NPOYHY0 OCHOBY ANS MHULMATUB,
OPUEHTUPOBAHHbLIX Ha yCTOI7I'~II/IBoe pas3suTtue.

|_|0TeHLI,I/IaJ'IbeIMI/I npenmyuwiectBamMmm Ana opraHusauum ot npuMeHeHna CUCTemMbl MeHe)KMeHTa KaydecTBa,
OCHOBaHHOW Ha HacTosiLeM cTaHaapTe, SBNSTCs:

a) cnocobHOCTb CTabunbHO NPeaoCTaBnsATb MPOAYKLMIO U YCIyri, KOTopble yOooBNeTBOpsitoT TpeboBaHus
r|0Tpe6|/|Tene|7| N NnpuMeHnmMble 3aKkoHodaTellbHble U HOpMaTUBHbIE NMpaBOBbIe Tpe6OBaHI/I9|;

b) cozgaHne BO3MOXHOCTEN A4S NOBbILLEHUS YA0BNETBOPEHHOCTU NoTpebutenei;

C) HanpaBrieHne YCUMin Ha PUCKM U BO3MOXHOCTU, CBSI3aHHbIE CO Cpeao U LensiMmi opraHusaumu;

d) BO3MOXHOCTb MNPOLEMOHCTPUPOBATbL COOTBETCTBME  YCTAHOBMEHHbIM  TPeOOBaHWSM  CUCTEMBbI
MEeHeKMeHTa KavyecTBa.
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HacTtoswun ctaHgapT MoXeT UCNOoNb30BaTbCs BHYTPEHHUMU Y BHELLHUMUW CTOPOHaMM.

HacToswun ctaHgapT He npegnonaraetT Heo6Xo0ANMOCTb:

- eanHoobpasmns B CTPYKTYpe pasfnnyHbIX CUCTEM MEHEIXKMEHTa KayecTBa;

- cornacoBaHus OKYMEHTaUMmM co CTPYKTYPON pa3fenoB HACTOSALWEro cTaHaapTa;

- NCMONb30BaHUS cneunansHON TEPMUHOMOMMN HAaCTOSALWEro CTaHA4apTa B pamMmKax opraHv3auum.

TpeboBaHusa K cuctemMaM MeHed)KMeHTa KavyecTBa, YCTAHOBIIEHHblE HACTOSILMM CTaHOApTOM, SBIISIOTCS
OOMOSNTHUTENBHLIMU K TPEOOBaHMAM K NPOAYKLMMN U yCIyram.

B HacTosilemM cTaHgapTe NPMMEHEH MPOLECCHbIM NOAX04, KOTOpbIN BKAoYaeT uukn "Mnadnpyn - Oenan -
Mpoeepsan - Oencteyn" (PDCA), 1 pUCK-OpNEHTMPOBAHHOE MbILLSIEHME.

MpoueccHbI NOAXOoA NO3BONSET OpraHn3aummn NaHMpoBaTh CBOM NPOLIECCHI U NX B3aUMOAENCTBNE.

Peanusaums umkna POCA nossonseT opraHu3dauun obecneunTb ee npoLeccbl HeobxoaumbIMu pecypcamu,
OCYLLECTBMATb UX MEHEIKMEHT, ONpedensaTb U peann3oBbiBaTb BO3MOXHOCTU ANS yNydLlIeHuns.

Puck-opueHTMpoBaHHOE MbILINIEHNE NO3BOMSET OpraHuM3auuu onpeaensitb (QakTopbl, KOTOpble MOryT
NPMBECTM K OTKIMOHEHMIO OT 3anflaHUPOBAHHbLIX PEe3yNbTaTOB MPOLIECCOB U CUCTEMbl MEHEMKMEHTa KayecTBa
opraHusaumm, a Takke MCNonb3oBaTh NpeaynpexaaroLlme cpeactasa ynpasneHms onsg MMHUMU3aumMn HeraTMBHbIX
NOCNeACTBUN U MakCUMarbHOrO MCNOMNb30BaHNS BO3HUKAKOLLMX BO3MOXHOCTEN (A.4).

MocTosiHHOe BbINONHeHNe TpeboBaHM 1 ydeT ByayLinx noTpebHOCTEN N OXuaaHui B YCNoBusix Bce Gonee
OVHaMUYHOW W CROXHOW cpedbl CTaBUT Meped OpraHusauuven CrioxHble 3agadn. Ons pelweHus aTux 3agad
opraHmsaums morna Obl nocuymMTatb HEOOXOAMMBIM UCMONBb30BaTh PasnuyHble POpMbl YNyYLLEHNUsSI B AONOMHEHNE K
KOPPEKUUN U MOCTOSIHHOMY YIyYLIEHWUO, Hanpumep, Takue Kak MpPOpbIBHOE W3MEHEHWe, WHHOBaUMs U
peopraHusauusi.

B HacTosweM cTtaHaapTe UCnonb3ylTcsa crieayoLlme rnarosbHble hopMbl:

- "nomkHa" ykasbiBaeT Ha TpeboBaHue;

"cnegyeT" yka3biBaeT Ha PEKOMEHAALMIO;

- "morno 6bl" yka3bIBaeT Ha paspeLleHue;

- "MOXeT" yka3blBaeT Ha CMOCOBHOCTb NN BO3MOXHOCTb.

Wudopmauus, obosHaveHHas kak "lpumeyaHme”, HoCUT xapakTep PYKOBOASLLMX YKa3aHUW Anst NOHUMaHWS
UNN pa3bsACHEHMS COOTBETCTBYIOLLIEro TpeboBaHws.

0.2 MNpurHUMNbI MEHEDKMEHTA KayecTBa

HacTosawun ctaHgapT OCHOBaH Ha NpUHUMNAxX MEHeOKMeHTa KadecTBa, onucaHHbix B MCO 9000. OnucaHne
BKIIOYAET (POPMYNMPOBKY KaXkAoro npuHumuna n ob6ocHoBaHve, NoYemMy NPUYHLMMN BaXKeH ANS OpraHv3aunuy, a Takke
HEKOTOpble MPUMEPbLI MPENMYLLECTB, CBA3AHHbLIX C MPUHLUMINOM, U NPUMEPbLI TUMUYHBIX AEACTBMIA MO Yy4LUEHUO
pe3ynbTaTtoB AEATENbHOCTM OpraHM3aLmMm Npyv NPUMMEHEHUN NpuHLMna.

MprHUMNBI MEHEOXKMEHTA KayecTBa:

- opyeHTauus Ha noTpebutens;

- NNOEepCTBO;

- B3aumoaencTeume nigen;

- NPOLECCHbIN Noaxos;

- ynyyLleHue;

- NPUHATUE PELLUEHNn, OCHOBaHHbIX Ha CBNUOETENbCTBAX;

- MEHEI)KMEHT B3aMMOOTHOLLEHUI.

0.3 MNpoueccHbIM noaxon

0.3.1 Obuwme nonoxeHus

HacTtosawun ctaHgapT HanpasrieH Ha npuMeHeHne "mpoueccHoro noaxoda" npu paspaboTke, BHEOPEHUUN U
YNyYWEHUN pe3ynbTaTUBHOCTU CUCTEMbI MEHEMKMEHTa KavecTBa B LEeNnAX MOBbILWEHNA YAOBETBOPEHHOCTU
notpebutenen nytem BbINONHEHUS ux TpebosaHui. KoHKpeTHble TpeboBaHWs, MPU3HAHHbIE BaXKHbIMW AONS
BHeJpPeHWS MpoLeccHOro noaxoaa, BKMYeHsl B nogpasnen 4.4.

MoHMMaHWe n MeHeIKMEHT B3aMMOCBSI3aHHbIX MPOLIECCOB KaK CUCTEMbl CMOCOOCTBYET pe3ynbTaTUBHOCTU U
3(PPEKTUBHOCTN OpraHn3aumm B OOCTMKEHUM HaMEYEHHbIX pesynbTaToB. OTOT MOAXOoA MO3BOSISAET OpraHusauum
ynpaBnsiTb B3avMOCBS35MM 1 B3aMMO3aBMCUMOCTAMI Mexay npoLleccamyn CUCTEMbI, Tak YTo oblume pesynbTathl
AeATeNbHOCTM OpraHM3auumn MoryT 6biTb YryudLlEHbI.

MpoueccHbIn NOAXOA BKMYaeT B cebs cuctematmyeckoe onpegeneHne U MeHedXXMeEHT NpoLeccoB U UX
B3aMMOAENCTBMA Takum obpasom, 4YTobbl AOCTUraTb HaMEYeHHbIX pe3ynbTaToB B COOTBETCTBMM C MOMUTMKON B
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obrnactn kavyectBa M CTpaTerMyeckMm HarnpasrneHuem opraHudaumn. MeHemKMEHT npoueccoB M CUCTEMbI Kak
€[MHOr0 Lernioro MOXeT JocTuratbes npun ncnonb3osanum uukna PDCA (0.3.2) coBMeCTHO € 0COBbIM BHUMaHUEM K
PUCK-OpMEHTUPOBaHHOMY MblwwrieHuto (0.3.3), HaueneHHbIX Ha UCNoNb30BaHWe BO3MOXHOCTEN U NpeaoTBpaLleHe
HexenaTernbHbIX pe3ynbTaToB.

MNprvMeHeHne NpoLeccHOro NoAxoAa B cUCTeMe MeHed)XMeHTa KavecTBa No3BoMseT:

a) NOHNMAaTb U MOCTOSHHO BbINOMHATL TPeboBaHWS;

b) paccmaTpumBaTh Npouecchl ¢ TOYKU 3peHus 4obaBNeHns UMn LLeHHOCTW;

C) AocturaTb pe3ynbTaTMBHOMO (PYHKLMOHMPOBAHUS NPOLECCOB;

d) ynyywarb npouecchbl Ha OCHOBE OLLEHNBAHNA AaHHbIX Y UHGOpMaLmK.

PucyHok 1 gaeT cxematuuHoe usobpaxkeHve noboro npouecca n UNCTpUpyeT B3aMMOCBSA3b 3/1IEMEHTOB
npouecca. KOHTPOMbHbIE TOYKM MOHUTOPWMHIA W U3MEPEHUs, HeobxoauMmble Ans YNpasreHus, SBNSATCS
cneundundeckuMmn ans Kaxgoro npouecca u 6yayT BapbMpoBaTbCs B 3aBUCMMOCTM OT COOTBETCTBYHIOLLUMX PUCKOB.

r—-—-—-—-- 1 r-----=- = 1
Touka Hauala Touka OKOHUYAHMUA
L - — —_ - -1 L - - T - - - J
( ) — K )
VICTOUHUKM BXOIOB ( Bxonmer )y \  IedaresmpHOoCTb \ ( BrIxomer ) lNonydyaTenmn
( )/ / ( ) BEIXOIIOB
( ) /A )
[IPEILIYIE MATEPMS, /\ MATEPMS, [TOCJIE OYIOIUE
| TPOLECCH, | |2HEPTMA, | | 2HEPTYIA, | |mPOLECCH,
HanpmuMmep, VMHOOPMALIVIA, VMHOOPMALIVIA, HalnpmuMep,
|HOCTaBmMKa | |HaanMep, Bl |Hanpmmep, Bl |HOTp€6MTeHH |
(BHYTPEHHET'O MUK bopme bopwme (BHYTPEHHET'O WM
|BHGMHePO), | |MaTepMaﬂOB,| |nponyKuMM, | |BHGMH6PO), ﬂpyrmx|
norpedburens, pecypcos, yciyru, COOTBETCTBYIIINX
|npyrmx | LipG@OBaHMﬁ_J LgemeHMH |8aMHTepeCOBaHHHX |
COOTBETCTBYIIIMX - - - = - - - = CTOPOH
|3aMHTepeCOBaHHHX| /\ /\ L - - - = 4
CTOPOH | | /\
L - - - - - —
/\

| BosMOXHEIE CcpencTBa
ynpaBJIeHUA, a TakKxe
KOHTPOJIBHEIE TOUKM IJId
MOHUTOPMHTA U
V3MEPEHUM Pe3yJIbTaTOBR
0eAaTeJIbHOCTU

PucyHok 1 - CxemaTtndHoe nsobpaxeHue arnemMeHToB npolecca
0.3.2 Uukn "Mnanupyn - Oenaw - Mposepsain - Oencteyin”

Lmkn PDCA moxeT 6biTb NMPMMEHEH KO BCEM MpoOLEcCaM U K CUCTEME MEHEM)KMEHTa KayecTBa B LIETOM.
PucyHok 2 nnntoctpupyeT, kak pasgens! 4 - 10 moryT 6bITb CrpynnupoBaHbl B COOTBETCTBMM C uuknom PDCA.

| CucrTeMa MeHeImXMeHTa kauecTBa (4) |

OpraHusa- ( )
us u ee | ( ( ) )
cpema (4) ( ( CpencrTBa ) )
|« >( obecrneuenus ) )
( (1 OesaTeJIbHOCTh) )
( ( (7, 8) ) )
> ( ( ) ) YooBner—
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|« /\ ) | BopennocTs
( [IIaHUpPy" Denamn ) norpedbure-—
| ( \/ ) | nen
( \/ ( ) ) /\
TpeboBa- ( ( ) ( ) ( OueHka ) )
HUSA noT——— > ( (Ilmanuporanue) <—> (JluoepcTBO) <—> ( pe’yabTaToB) )< > PesyJjbTaTH
pebure- ( ( (6) ) ( (5) ) (mesTenbHOCTM) ) CMK
Jnen  ( ) ( ) ( (9) ) ) \/
( /\ /\ ( ) ) | Opomyxuma
—> ( ) 1 yCIayIu
( HemicTByM [lpoBepan ) |
( )
|« \/ )
[MoTpeb- ( ( ) )
HOCTU U | ( L——————————(YﬂqueHme)< ) |
OXUIAHMA ( ( (10) ) )
COOTBEeT— | ( ( ) < ) |
CTBYOIINX ( )
3aMHTEepe-
COBAHHEIX

CTOPOH (4)
MpumeyaHwue - Lindpbl B Ckobkax ABASIOTCA CCbINIKaMu Ha pasgenbl HacTosLWero craHgapTa.

PucyHok 2 - N3o6paxeHne CTpyKTypbl HAacTOsILLLEro ctaHaapTa
B cooTBeTCTBUM C Uuknom PDCA

Linkn PDCA MOXHO KpaTKO onucaTb Tak:

- NNaHupyn - pa3paboTka Lienen cuctembl U ee NPoLEeCcCoB, a Takke onpeaerneHne pecypcoB, He0OX0ANMbIX
ANs OOCTWKEHUS pe3ynbTaToB B COOTBETCTBUMM C TpeboBaHusMW noTtpebuTteneni u MOMMTUKOW OpraHusauumm,
onpeaerneHne u paccMOTPEHUE PUCKOB M BO3MOXXHOCTEWN;

- Aenaw - BbINOMHEHMWE TOro, YTO BbINo 3annaHNpPOBaHoO;

- NMPOBEPSAN - MOHUTOPWUHI M (TaM rge 3TO MPUMEHMMO) U3MEPEHWe NPOLIECCOB, MPOAYKUUW U YCNyr B
CpaBHEHWM C MNONWUTMKOW, Uenamu, TpeboBaHMAMM W 3annaHMpPOBaHHbIMU OENCTBUAMW M COObLUeHue o
pesynesTarax;

- AENCTBYN - NPUHATME Mep MO YIydleHUIo0 pe3ynbTaToB AEeATEerNbHOCTU B TOW CTeneHW, HacKOMbKO 3TO
HeobxoamMmo.

0.3.3 Puck-opneHTUpoBaHHOE MbiLLufieHne

Puck-opneHTupoBaHHoe MbiwneHne (A.4) HeobxoAMMO Ans AOCTWXKEHWUS pe3ynbTaTUBHOCTW CUCTEMbI
MeHeQ)KMeHTa KadvecTBa. KoHuenuus pUCK-OPMEeHTMPOBAHHOIO MbIWfEHUs nogpasymeBanacb B npedplaylien
BEePCWM HacToSILLero crtaHgapTa, BKIoYas, HanpyMMep, BbiNOMHEHWE NpeaynpexaatoLwwmnx AeNCTBUA, HanpaBneHHbIX
Ha WCKIIOYeHMe MOoTeHUManbHblX HECOOTBETCTBMIW, aHanm3 mnobbiX HECOOTBETCTBUMN, KOTOPblE BO3HWKAKOT, U
NpUHATME Mep No NpedoTBPaLLEHMIO X NOBTOPEHUS, COOTBETCTBYHOLLMX NOCNEACTBUSAM HECOOTBETCTBUS.

YT06bI COOTBETCTBOBATL TpEOOBaHNAM HACTOSALLEro cTaHgapTa opraHu3auum Heobxooumo nnaHupoBaTb U
BHEOPSATb OEWCTBUS, CBA3AHHbIE C PUCKaMU U BO3MOXHOCTSIMW. HanpaBneHue ycunuin Ha puckn 1 BO3MOXHOCTM
cO34aeT OCHOBY ANS MOBbILWEHNUS Pe3yNbTaTUBHOCTM CUCTEMbI MEHEAXXMEHTA KayeCcTBa, AOCTWDKEHNS YNyYLLIEHHbIX
pe3ynbTaToB M NpedoTBpaLleHne HebnaronpuaTHbIX MOCNeACTBUNA.

BO3MOXXHOCTM MOryT BO3HWKHYTb B CMTyauuu, 6naronpusaTHON Ans OOCTUXKEHMS HaMEYeHHOro pesynbTaTa,
Hanpumep, Kak COBOKYMHOCTb OOCTOATENbCTB, MO3BOMSIOWMNX OpraHu3auMm npuenekatb noTpebuTenen,
paspabaTtbiBaTb HOBYIO MPOAYKLMIO U YCMYrK, COKpaLLaTb OTXOAbl UMK NOBbILWATE MPON3BOANTENBHOCTL. [encTeus
B OTHOLLEHMWN BO3MOXHOCTEW MOTYT TakKe BKM4aTb PACCMOTPEHNE CBSA3aHHbIX C HUMW PUCKOB. PuUCK 3TO BNusiHne
HeonpedeneHHOCTW, U nobas Takass HeonpedeneHHOCTb MOXET UMETb MOMOXWUTENbHble WM OTpuuaTenbHble
BO34eNCTBUS. MonoxuTenbHoe OTKIMOHEHWE, BblTeKalollee U3 pucka, MOXeT C034aTb BO3MOXHOCTb, HO He BCe
NONOXMWTENbHbIE OTKINOHEHNS MPUBOAAT K BO3MOXHOCTSM.

0.4 BaavmocBA3b C ApYrMMiy cTaHgapTamu, NpegHasHaYeHHbIMU ANS CUCTEM MeHepKMeHTa
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B HacTosilwem cTaHaapTe npuMMeHeHa CTpyKTypa, paspabotaHHas NCO anga ynyylleHus cornacoBaHHOCTU
mexay ctaHgaptamm NCO Ha cuctembl MeHegXMeHTa (CM. npunoxexue A.1).

HacTtoswun ctaHgapT no3BonseT opraHM3aunm NPUMEHSATb MPOLECCHbIN NOAXOo4 B COYETaHMM C LMKIIOM
PDCA ” puUCK-OPMEHTUPOBAHHBLIM MbILIIEHNEM C TeM, YTOObI cornacoBaTb WMAW WHTErpuMpoBaTb CBOK CUCTEMY
MeHeIKMeHTa KayecTBa ¢ TpeboBaHMAMM OPYrMX CTaHOAPTOB HA CUCTEMbI MEHEKMEHTA.

HacTtosiwun ctangapt cesidaH co ctaHgaptamu MCO 9000 n MCO 9004 cnepyrowum obpasom:

- MCO 9000 "CuctemMbl MeHemxkmeHTa kadecTBa. OCHOBHbIE MOJIOXKEHUS U CrioBapb" CO34aET BaXKHYH
OCHOBY AN Hagnexawlero NoHMMaHust U BHEAPEHWS HAcTosILLero cTaHaapTa.

- NCO 9004 "MeHemKMeHT ANsa AOOCTWXKEHWUs YCTOMYMBOINO ycrnexa opraHu3dauuun. [Mogxon Ha OcHoBe
MeHeKMeHTa kadecTBa" AaeT pPyKOBOACTBO OpraHM3auusiM, CTPEMSALLMMCH NpeB30nTN TpeboBaHMs HacTosLEero
cTaHgapTa.

MpunoxeHne B copepXut cBefeHuss O OpYrux MeXOyHapoAHbIX CTaHgapTax B obractu MeHemXkmeHTa
KayecTBa ¥ CTaHOapTax Ha CUCTeMbl MEHEeAXMeHTa Ka4yecTBa, koTopble bbinu paspaboTtaHbl NCO/TK 176.

HacTtoswun ctaHgapT He COaep>KUT KOHKPETHbIX TpeboBaHMI K ApYrM cucTeMaM MEHe)KMEHTa, Taknum Kak
9KONOTMYECKUN MEHEMKMEHT, MeHekKMeHT 6es3onacHoCTM Tpyda W OXpaHbl 340POBbS WM PUHAHCOBbLIN
MEHE)KMEHT.

OTpacneBble cTaHOapTbl HA CUCTEMbI MEHE)KMEHTA KayecTBa pa3paboTaHbl Ans psiga oTpacren Ha OCHOBe
TpeboBaHWIA HacToslLLero craHgapTa. HekoTopble M3 3TUX CTaHOApPTOB YCTaHaBNMBAKT OOMOJIHUTENbHbIE
TpeboBaHMs K CUCTEME MEHeKMEHTa KadecTBa, B TO BPeEMS KakK Opyrve orpaHuMuMBaloTCsl NpefocTaBfieHueM
PYKOBOASALLUNX YKa3aHWi Mo NPUMEHEHMIO HACTOSILLErO CTaHAapTa B paMKax KOHKPETHOWM oTpacru.

1 ObnacTtb npuMeHeHns

HacTtosawwun ctaHgapTt yctaHaBnmsaeT TpeboBaHMs K CUCTEME MEHeI)KMEHTa KayecTBa B TeX Crydasx, korga
opraHmsaums:

a) HyxgaeTcs B AeMOHCTpauuM CBOeW CnoCOBHOCTW MOCTOAHHO MOCTaBNSATb MPOAYKUMIO U (Mnn) ycnyru,
oTBevawwme TpeboBaHnAM noTpebuTenen M NPYMEHVMbIM 3akoHOZATENbHbIM WM HOPMAaTUBHBIM MPaBOBbIM
TpeboBaHusM;

b) cTaBuT cBOen Uenblo NOBbILEHWE YAOBNETBOPEHHOCTM MOTpebutener NOCPeACcTBOM pes3ynbTaTMBHOMO
NPUMEHEHWS CUCTEMbl MEHEIXKMEHTa KayecTBa, BKINioYasi MpoLecchl ee yny4ylleHus, n obecneveHne cooTBETCTBUSA
TpeboBaHuAM noTpebuTenel u NPYMEeHNMbIM 3aKOHOAATENMbHLIM U HOPMAaTMBHBLIM NPaBOBbIM TPEOOBAHUAM.

Bce TpeboBaHusa HacToslero ctaHgapTa HOCAT obwui xapaktep M npegHasHayeHbl Ans NpUMeEHEeHWs
nobbiMK OpraHM3aumsaMm He3aBMCMMO OT WX BuAa, pa3mepa, MocTaBnseMON MpoAyKuMM U NpefocTaBnsieMblX
YCnyr.

MpumeyvaHus

1 B HacTosLWeM cTaHgapTe TepMuHbl "npoaykuma” nnu "ycnyra" npumMeHnMbl TONbKO K NMPOAYKLUUN 1 yCIyram,
KOTOpble NpegHasHayveHbl unu 3atpebosaHbl NoTpebutenem.

2 3akoHogaTenbHble M HOpMaTuBHble MpaBoBble TpeboBaHWss MoryT 6biTb 0603Ha4YeHbl Kak MpaBoOBble
TpeboBaHus.

2 HopmaTuBHbIE CChINKM

Cneayowunin JOKYMEHT, MOMHOCTbIO UMM YacTUYHO, SIBMSIETCS HOPMATUBHOW CCbINIKOM AM1S HACTOSLLEro
cTaHgapTa n HeobxoouMMm Onsi ero npuMmeHeHusi. [ns OaTMPOBaHHbBIX CCbINIOK MPUMEHSIETCS TOSMbKO yKa3aHHas
Bepcusi. [nsi HegaTUPOBAaHHbIX CChINOK MPUMEHSIETCS MOCMEOHAS BEepCUsi CChITOYHOrO AOKYMeHTa (BKIHo4das
nobble NonpaBkm).

MCO 9000:2015 Cuctema meHemkmeHTa kadecTBa. OCHOBHbIE MOSOXEHMS U CIOBapb

3 TepmuHbl 1 onpegeneHns

B HacTosiLem cTaHaapTe NpUMEHEHbI TEPMUHBLI 1 onpeaenenus, gaHHble B MCO 9000:2015.

4 Cpepa opraHusaumm

4.1 lNoHnmaHWe opraHmM3aunmn n ee cpeapl
OpraHunsaumsi JOMmKkHa onpeaennTb BHELWHWE U BHYTPEHHUE (hakTopbl, OTHOCALLMECS K €€ HaMEpPEHUAM U
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cTpaTernyeckoMy HanpasfeHUo U BNUSOLLME Ha ee CNOCOBHOCTb AOCTUraTbh HaMmeveHHoro(bix) pe3ynstata(oB) ee
CUCTEMbl MEHEXXMEHTA KayecTBa.

OpraHunsaumst JOMmKHa OCYLLECTBNAATbL MOHUTOPUHT U aHanu3 uHgopmaumm 06 3TUX BHELUHUX U BHYTPEHHUX
dakTopax.

MprmeyaHusa

1 PaccmatpuBaemble hakTopbl UK YCNOBUSA MOTYT OblTb MONOXUTENbHBIMU UMW OTPULLATENBHBIMU.

2 TloHMMaHui0 BHELWIHEN Ccpedbl MOXET CnocobCTBOBaTb pacCMOTpeHMe (aKToOpoB, CBA3aAHHbIX C
3aKoHoA4aTEeNbHOW, TEXHOMNOMMYECKON, KOHKYPEHTHOM, PbIHOYHOW, KYNbTYPHOW, COUMANbHOW UM 3KOHOMUYECKOW
cpenowv Ha MexayHapo4HOM, HaLMOHanbHOM, perMoHanibHOM UM MECTHOM YPOBHE.

3 TloHMMaHWMIO BHYTPEHHEW cpedbl MOXeT CMocobGCTBOBaTb pPacCMOTPeHWe (aKTOpOB, CBSA3AHHBIX C
LEHHOCTAMMN, KyNnbTYpOWr, 3HaHUSIMN 1 pe3ynbTaTamu paboTbl opraHn3aumm.

4.2 MNoHnmaHne noTpebHOCTEN N OXNAAHUA 3aMHTEPECOBAHHbLIX CTOPOH

C y4yeTOoM BnMsSIHUA, KOTOPOE 3aMHTEPECOBAHHbLIE CTOPOHbLI OKa3biBalOT UMM MOTYT OKka3aTb Ha CMOCOOHOCTb
opraHusaumm MnoCTOAHHO MOCTaBMATb MPOAYKUMIO W yCryrM, oOTBedvawowme TpeboBaHusiM notpebutenen wu
NPUMEHNMBIM K HUM 3aKOHOAATENbHbIM M HOPMAaTMBHbIM NpPaBOBbIM TpebOBaHUAM, oOpraHusauus AOOorHkHa
onpeaenuTb:

a) 3aUHTEPECOBAHHbIE CTOPOHbI, UMEIOLLME OTHOLLEHNE K CUCTEME MEHE)KMEHTA Ka4eCTBa;

b) TpeboBaHMA 3TNX 3aMHTEPECOBaHHbBIX CTOPOH, OTHOCSILLMECS K CUCTEME MEHE)KMEHTA KadecTBa.

OpraHusaumsa [OSPKHa OCYLLECTBMSATb MOHUTOPWMHT M aHanu3 uHgopMauum ob 3TMX 3auHTEPECOBaHHbIX
CTOPOHAaX M X COOTBETCTBYHOLLMX TpebOBaHUAX.

4.3 OnpepgeneHve obnactn NPUMEHEHUS CUCTEMbI MEHEKMEHTA KayecTBa

OpraHusaums [orpkHa onpefennTb rpaHuubl CUCTEMbl MEHEMKMEHTa KayecTBa WM OXBaTbiBAEMYIO €r0
AeAaTenbHOCTb, YTObbI YCTaHOBUTL 06NacTb ee NPUMEHEHNS.

Mpu onpegeneHn obnacti NPUMMEHEHWs opraHn3auns 4OrMKHa paccMaTpuBaTh:

a) BHeLWHWEe U BHYTpeHHue dakTopsbl (cm. 4.1);

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

C) NPOOYKUMIO U YCIyrM opraHm3aumm.

OpraHusauma [oImkHa MNpUMEHsITb Bce TpeboBaHWs HacTosIWero craHgapTta, ecnu atM TpeboBaHus
NpMMEeHNMbI B NpeJenax ycTaHOBNEHHOW 00nacTu NPMMEHEHWS €€ CUCTEMbl MEHEXKMEHTA Ka4yecTBa.

O6nactb MNpPUMEHEHMSI CUCTEMbl MEHeMKMEHTa KayecTBa OpraHuMsauum [OIbkHa ObiTb [OCTYMNHA,
paspabaTtbiBaTbCsl, aKTyanMampoBaTbCs W MNPUMEHATBCA Kak OOKYMEHTMpoBaHHasi MHdopMauusa. Obnactb
NPMMEHEeHWs [OIPKHa YyKasblBaTb Ha OxBaTblBaeMble BWAbl NPOAYKLMW M yCryr U AasBaTb OOOCHOBaHWe Ans
ncknoyeHnsa TpeboBaHMsa HacTosALWero ctaHaapTa, KOTOpPoe OHa onpedenuna Kak HenpvMeHumoe K ee obnactu
NPUMEHEHNs CUCTEMbl MEHEXXMEHTa Ka4yecTsa.

CooTBeTcTBME TPebOBaHUSAM HACTOSLIEro cTaHaapTa MOXeT ObiTb 3asBMNEeHO TOMbKO B TOM Cry4yae, ecnu
TpeboBaHus, onpegeneHHble kKak HeNPUMEHUMbIE, He BIIMSAIOT Ha CMOCOBHOCTb MM OTBETCTBEHHOCTb OpraHn3auumn
obecneuynBaTb COOTBETCTBME NPOAYKLUM M YCAYT M NOBbLIWATh Y40BNETBOPEHHOCTb NOTpebuTenen.

4.4 CncteMa MeHeXKMEHTa KayecTBa U e€ NpoLecchl

4.4.1 OpraHusauua [omkHa paspaboTaTb, BHeApUTb, MOgAepXMBaTb M MOCTOSHHO yNny4waTtb CUCTEMY
MeHeI)KMeHTa KayecTBa, BKo4Yas HeobxoouMMble Mpoueccbl M UX B3aMMOAEWCTBMSI, B COOTBETCTBUMM C
TpeboBaHMsIMM HACTOsILLErO cTaHAapTa.

OpraHunsaumst goJmkHa onpeaensTb npouecchl, HeoOXxoauMbIE AN CUCTEMbI MEHEKMEHTA KadecTBa, N Ux
NPUMEHEHME B pamMKax opraHm3auun, a Takke:

a) onpepensTb Tpebyemble BXOAbl U OXXUOAeMble BbIXOAbl 3TUX MPOLECCOB;

b) onpenenaTe nocnegoBaTENbHOCTL U B3aMMOAENCTBME STUX NMPOLECCOB;

C) onpegensaTb U MPUMEHATb KpUTEPUN U MEeTOAbl (BKIOYAs MOHUTOPUHI, U3MEPEHUS U COOTBETCTBYOLLME
nokasaTenu pesynbTaToB AeATENbHOCTN), HeobxoamMmMble ansa obecnevyeHuss pesynbTaTMBHOIO (PyHKLMOHMPOBAHMS
3TMX NPOLIECCOB U yNpaBreHns NMu;

d) onpeaenaTb pecypcbl, HeobxoanMble AN 3TUX NPOLLECCOB, U 06ecneyvnTb UX JOCTYMNHOCTb;

€) pacnpegenaTb 0653aHHOCTW, OTBETCTBEHHOCTb M NMOSTHOMOYMS B OTHOLLEHUUN 3TUX NMPOLLECCOB;

f) yumuTbIBaTH PUCKM N BO3MOXHOCTM B COOTBETCTBMM C TpeboBaHMsAMKU nogpasgena 6.1;

g) oLeHuBaTb 3TV MPOLIECCHI U BHOCUTL NOOble M3MEHeHUsl, Heobxoaumble Anst obecneyeHns Toro, YTo
npoLecchbl 4OCTUraloT HAMEYEHHbIX pe3ynbTaToB;

h) yny4dwaTb npouecchl U CUCTEMY MEHEKMEHTA KavyecTBa.
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4.4.2 OpraHnsaums gomkHa B HeobxogmMmMom obbeme:

a) paspabaTtbiBaTb, akTyanusampoBatb U NPUMEHSATb AOKYMEHTUPOBAHHYIO MHOpMauuio aAna obecneveHums
PYHKLUNOHNPOBAHUA MPOLECCOB;

b) perncrtprnpoBaTtb 1 CoOXpaHATb AOKYMEHTUPOBaHHYIO MHDOpMaUnio Anst obecnevyeHnsa yBepeHHOCTM B TOM,
YTO 3TM NPOLECChI OCYLLECTBATCA B COOTBETCTBMM C TEM, KaK 3TO ObINO 3annaHMpoBaHo.

5 Jlngepcteo
5.1 JlngepctBo 1 NPMBEPXKEHHOCTb

5.1.1 Obwume nonoxeHus

Bbicluee pykoBOACTBO AOMKHO AEMOHCTpMPOBaTb CBOE NUAEPCTBO W MPUBEPKEHHOCTb B OTHOLUEHMU
CUCTEMbI MEHEI)KMEHTa KayecTBa NocpeacTBOM:

a) NPUHATUS OTBETCTBEHHOCTM 3a Pe3yNbTaTUBHOCTb CUCTEMbI MEHEDKMEHTa KayecTBa;

b) obecneyeHusa paspaboTkn NONMTUKM U Lener B obnactu kavyecTBa, KOTOPbIE COrNacyrTCsa C YCroBUSAMM
cpenbl OpraHM3aumm u ee cTpaTerm4eckum HanpasreHuemM;

c) obecneveHuss wHTerpaumm TpebOBaHWMN CUCTEMbl MeHeMKMeHTa KayecTBa B Ou3Hec-npouecch
opraHusaumu;

d) cogencTBMsA NPYMEHEHNIO NPOLLECCHOMO NOAX0AA U PUCK-OPUEHTUPOBAHHOIO MbILLMEHWS;

e) obecneyeHns JOCTYMHOCTM PecypcoB, HEOOXOAMMbIX ANS CUCTEMbl MEHEDKMEHTA KavyecTBa;

f) pacnpocTpaHeHus B OpraHusauuMm NOHMMAaHWS BaXXHOCTW Pe3ynbTaTMBHOMO MEHeKMEeHTa KadecTsa WU
COOTBETCTBMA TPEBOBaHNSAM CUCTEMbI MEHEHKMEHTA Ka4yeCcTBa;

g) obecneyeHns JOCTUXEHUSA CUCTEMON MEHEMKMEHTA Ka4eCTBa HaMEYeHHbIX Pe3ynbTaTos;

h) BoBneyeHus, pyKOBOACTBA W OKasaHWa nNoadepXku ydactus paboTHMkoB B obecneyeHun
pe3ynbTaTMBHOCTU CUCTEMbl MEHE)KMEHTA KayeCTBa;

i) TOAAEPXKKM YIYULLEHUS;

j) mopooepXkn ApyrMx COOTBETCTBYIOLUMX PyKOBOAUTENEW B OEeMOHCTpauun mmu nugepctesa B cdepe ux
OTBETCTBEHHOCTM.

MpumeyaHne - CroBo "Gu3Hec" B HacTosWweM cTaHAapTe crnegyeT NOHUMaTb B LUMPOKOM CMbICMe, Kak
oTobpaxeHne BNOOB AEATENbHOCTU, KOTOPble SABMASIOTCA KMOYEBbIMU AN Lefen CywecTBOBaHMSA opraHv3auunm,
He3aBMCMMO OT TOrO, SIBMSIETCA NU OHa rocyAapCTBEHHOW, YaCTHOW, CTaBUT MM OHA CBOEW Lenbl nonyyeHue
npubbLINN UNK HerT.

5.1.2 OpueHTtauus Ha noTpebutenen

Bbicluee pykoBOACTBO OOMKHO AEMOHCTPUPOBATL NTMOAEPCTBO U NPUBEPXKEHHOCTb B OTHOLLEHUN OpUEHTaLMK
Ha noTpebuTtenen nocpeacTsom obecnevyeHus Toro, 4YTo:

a) TpeboBaHua noTpebutenen, a Takke MNPUMEHWMble 3aKoHoOATeNbHble WM HOPMAaTWMBHbIE NPaBOBblE
TpeboBaHusa onpegeneHbl, MOHATbI U HEM3MEHHO BbIMOSHAOTCS;

b) pyucku n BO3MOXHOCTU, KOTOPbIE MOrYT OKasblBaTb BMMSHWE Ha COOTBETCTBME MPOOYKLUMM W YCAYr U Ha
CcnocobHOCTb MOBbLILWATL YAOBNETBOPEHHOCTL NOTPEBUTENEN, onpeaeneHbl N PacCMOTPEHbI;

C) B LleHTPe BHMMaHWNsi HAXOAUTCS NOBbILLEHWE YOOBNETBOPEHHOCTM NoTpebutenen.

5.2 Monntuka

5.2.1 PaspaboTka nonutukn B 06nactu kayecTaa

Beicluee pykoBoACTBO OOMMKHO paspaboTaTb, peanv3oBbiBaTb U MOAAEPXMBaTb B aKTyarbHOM COCTOSHMM
nonuMTuKy B obnactu kayecTsa, KoTopas:

a) COOTBETCTBYET HaMepeHWsM W Cpefe opraHusaummn, a Takke noadepxvBaeT ee cTpaTerndyeckoe
HanpasneHue;

b) cosgaeTt ocHoBy Ansa ycTaHoBneHus Lenen B 06nactu kavyecTsa;

C) BKtovaeT B cebs 0643aTenbCTBO COOTBETCTBOBAThL MPUMEHUMbIM TpeboBaHMAM;

d) BknioyaeT B cebsi 0653aTeNbCTBO NOCTOSHHO YMyyllaTh CUCTEMY MEHe)KMeHTa KadecTsa.

5.2.2 loBeaeHne NonuTukM B 0bnacTu kadecTtsa

MonuTrka B obnacTtn kayecTsa AOJIKHA:

a) 6bITb JOCTYNHON N NPUMEHSATLCA Kak JOKYMEHTUpOBaHHasa nHdopmMaLms;

b) ObITb AOBEAEHHON OO CBEAEHUSA PabOTHUKOB, MOHSATHON U MPUMEHSIEMOW BHYTPU OpraH1M3auuu;
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C) ObITb 4OCTYMHOM NOAXOASLUM CMOCOOOM AN COOTBETCTBYIOLLMX 3aUHTEPECOBaHHbIX CTOPOH.

5.3 ®dyHKUUKN, OTBETCTBEHHOCTb U MOMHOMOYMS B OpraHu3auunm

Bbiclwiee pykoBOACTBO A0MKHO obecneunTb onpeaeneHve, aosefeHue 00 pabOTHUKOB M NOHUMaHWE B
opraHm3aumm o693aHHOCTEN, OTBETCTBEHHOCTU Y MOSTHOMOYUIA ANS BbINOMHEHNS] COOTBETCTBYHOLLNX PYHKLUNNA.

Bbicluee pykoBoACTBO AOIMKHO pacnpeaenvTb 0653aHHOCTU, OTBETCTBEHHOCTb Y MOSTHOMOYMNA ANS:

a) obecneyeHns COOTBETCTBUSA CUCTEMbI MEHEXXMEHTA kavyecTBa TpeboBaHMAM HACTOSLLEro CTaHAAPTa;

b) obecneyeHns nony4yeHMs HaMeYeHHbIX pPe3yNbTaToB NPOLECCOB;

C) OTYETHOCTU BbICLLIEMY PYKOBOACTBY O pe3yrnbTatax PyHKLUNOHMPOBAHUS CUCTEMbI MEHEKMEHTA KayecTBa
N BO3MOXHOCTAX ee ynyyweHus (10.1);

d) nogaepkkm opueHTaumm Ha noTpebuTenst BO BCEW opraHu3auum;

€) COXpaHeHus UEenoCTHOCTU CUCTEMbl MeEHeIKMeHTa KayecTBa Mpu MMAaHMpPOBaHUM W BHEAPEHUU
N3MEHEHNI B CUCTEMY MEHEPKMEHTA KayecTBa.

6 MNMnaHupoBaHue

6.1 [lenctBus B OTHOLLUEHNN PUCKOB U BO3MOXHOCTEN

6.1.1 MNpun NNaHMpoBaHMM B cUCTEME MEHEeMXMEHTa KayecTBa opraHu3auus OOJPKHa yyecTb ¢hakTopbl (CM.
4.1) n TpeboBaHua (cM. 4.2) n onpedennTb PUCKU 1 BO3MOXHOCTW, Nogsiexalme pacCMOTPEHUIO AIs:

a) obecnevyeHUss yBEPEHHOCTM B TOM, YTO CUCTEMA MEHEMKMEHTa KayecTBa MOXET LOCTUYb CBOUX
HaMeYeHHbIX pe3yrnbTaToB;

b) yBennyeHus nx xxenaemoro BNUsiHUS;

C) NpeaoTBpaLLEHNST UM YMEHBLLUEHUS X HEXENaTeNbHOro BIIUSAHUS;

d) AOCTMKEHNS YNYYLLEHNS.

6.1.2 OpraHu3saunst JOPKHA NaHnpoBaTh:

a) OenCTBMSI NO PACCMOTPEHUIO 3TUX PUCKOB 1 BO3MOXHOCTEMN;

b) T0, kKakum obpaszom:

1) nHTerpmMpoBaTb U BHEOPUTb 3TN AENACTBUSA B NPOLIECCHI CUCTEMbBI MEHEKMEHTA KadyecTBa (cM. 4.4);

2) oueHuBaTb pe3ynbTaTUBHOCTb 3TUX AENCTBUN.

Mepbl, MpPUHMUMAeMble B OTHOLUEHWN PUCKOB M BO3MOXHOCTEW, OOMMKHbI ObiTb MNPOMOPLMOHANbHBI UX
BO3MOXHOMY BIIMSIHUIO HA COOTBETCTBME NPOAYKLUN U YCIYT.

MprmeyaHus

1. BapraHTbl pearmpoBaHusa Ha pUCKM MOTYT BKMOYaTb M3bexaHue pucka, AOonyLleHne pucka ¢ TeM, YToObI
0TCNeanTb BO3MOXHOCTU, YCTPaHEHNE UCTOYHMKA PUCKA, UBMEHEHNE BEPOSATHOCTU UNN NOCNEACTBUN, pa3geneHue
pucka nnu coepXXuBaHMe pucka nyTem NPUHSTUS peLLeHUsl, OCHOBaHHOMO Ha MHdopMaLmu.

2. BO3MOXHOCTU MOTYT NPUBECTU K MPUHATUIO HOBbIX NMPAKTMK, 3anyCKy HOBOW NPOAYKLUKN, OTKPLITUIO HOBbIX
PbIHKOB, MOSBMEHMIO HOBbLIX MNOTPEOUTENEN, MOCTPOEHUID MNAPTHEPCKUX OTHOLLUEHMIN, WCMOMNb30BAHUI HOBbIX
TEXHOMOIMI U OPYrux XenaemblX U peanbHbIX BO3MOXHOCTEN, YTOObI y4ecTb NOTPEOHOCTN opraHmM3aumm unm ee
notpeburenen.

6.2 Llenn B obnacTu kayecTBa 1 NiiaHMpoBaHME UX AOCTUKEHUS

6.2.1 OpraHu3aums [OSKHa YCTAHOBUTL LienM B obracTu kKadecTBa AN COOTBETCTBYHOLMX DYHKUNNA,
YPOBHEMN, a TakKe NPOLLECCOB, HEOOXOAMMbIX A1 CUCTEMbI MEHEKMEHTA KavyecTBa.

Llenn B o6nactu kadecTBa AOSKHbI:

a) 6bITb cornacoBaHHbLIMM C MOMUTMKOM B 0611acTh Ka4yecTBa;

b) 6bITb 3MepUMbIMY;

C) yuuTbIBaTh NPMMEHNMblE TPEOOBaHUS;

d) ObiITb cBsI3aHHBIMM C obecnevyeHMem COOTBETCTBUS MPOAYKUMM W YCNyr U MOBbILEHUEM
YOOBMNETBOPEHHOCTU NOoTpebutenen;

€) noanexatb MOHUTOPWUHTY;

f) ObITb JOBEAEHHBIMY 4O PabOTHUKOB;

g) aKTyanuampoBaTbCs N0 Mepe HeobXoanMoCTy.

OpraHusauusa gormkHa paspabartbiBaTb, akTyanuaMpoBaTb U NPUMEHATb JOKYMEHTUPOBaHHYK MHOPMaLMIO
O Lensax B obnacTtu kayecTsa.

6.2.2 Mpu nnaHMpoBaHWM OEWCTBUN MO OOCTUMXKEHWIO Lienen B obnacTu kadecTBa OpraHusauus LOMKHa
onpeaenuTb:

a) YTo JOIMKHO ObITb CAeNnaHo;
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b) kakne noTpebyroTca pecypchl;

C) KTO BygeT HECTN OTBETCTBEHHOCTb;

d) korga aTv gencTeusa OyayT 3aBepLUeHbl;

€) kakum obpasom ByayT oLeHNBaTLCA pe3ynbTaThl.

6.3 NnaHnpoBaHne N3MeHEHUM

Tam, rge opraHu3aumsi onpegensetT HeobxoOuMOCTb U3MEHEHWUA B CUCTEME MEHEKMEHTa KayecTBa, 3aTu
N3MEHEHNs OOJPKHbI OCYLLECTBAATLCA Ha NITaHOBOW OCHOBE (CM. 4.4).

OpraHu3aums gosmKHa paccMaTpuBaTh:

a) Lernb BHOCUMOIO U3MEHEHUS U BO3MOXHbIE NMOCMNEACTBUSA €ro BHECEHNS;

b) LeNnoCTHOCTb CUCTEMBI MEHEAXXMEHTA Ka4YeCTBa;

C) OOCTYMHOCTb PECYPCOB;

d) pacnpepeneHve unu nepepacnpeneneHne 06s13aHHOCTEN, OTBETCTBEHHOCTU U MOSTHOMOYUIA.

7 Cpenctea obecnedeHus
7.1 Pecypcbl

7.1.1 O6LwKe nonoxeHus

OpraHusaums OofmkHa onpeaenutb M oGecrneynTb Hanuune pecypcoB, HeobxoauMbIX AOns pa3paboTku,
BHeOPEHMs, noaaepkaH1sl U NOCTOSIHHOIO YNy4dlleHNs1 CUCTEMbI MeHe)KMEHTa KayecTBa.

OpraHu3auus gosmkHa paccMaTpuBaTh:

a) BO3MOXXHOCTU U OrpaHnyeHus], CBsi3aHHbIE C CYLLEeCTBYOLUMN BHYTPEHHUMW pecypcamu;

b) T0, 4TO HEOBXOAMMO NONYYUTL OT BHELLUHUX MOCTaBLLMKOB.

7.1.2 Yenoseueckue pecypchl

OpraHusaumst gorpkHa onpegenutb M obecneunTb Hamumume LOMMKHOCTHBIX Nuy, Heobxoaumbix Ans
pe3ynbTaTMBHOrO BHEAPEHUS CUCTEMbl MEHeMKMeHTa KadecTBa M Ans (PYHKUMOHMPOBaHWA W ynpaBneHusa ee
npoweccamu.

7.1.3 NHdpacTpykTypa

OpraHusaumsa [OorfmkHa onpegenuTb, cosdaTe W nogaepxuBatb WMHAPACTPYKTYpy, Heobxoaumyo Ans
PyHKUMOHMPOBaHMSA ee NPOLECCOB C Liefbio OCTWKEHUSA COOTBETCTBUSA NPOAYKLUMMN N YCIYT.

MpumeyaHue - MIHppacTpyKkTypa MOXeT BKINoYaTh:

a) 30aHusi U CBA3aHHbIE C HUMMW UHXEHEPHbIE CETU U CUCTEMBI;

b) obopynosaHue, Bknovas TEXHUYECKUE 1 NPOrpaMMHbIe CPeaCTBa;

C) TPaHCMNOpPTHbIE PECYPCHI;

d) MHOPMaLMOHHbIE N KOMMYHUKALIMOHHbBIE TEXHOMOTUN.

7.1.4 Cpepa ons dyHKUNMOHNPOBaHNA NPOLECCOB

OpraHusauma  JoOfmkHa  onpedenuTb, co3daTb W nogdepxuBaTb  cpefdy, Heobxogumyw  Ans
(PYHKLMOHNPOBaHMUS €€ NPOLLECCOB U OCTUXKEHUS COOTBETCTBUS TPEOOBAHMAM K NPOAYKLMM U yCriyram.

Mpumevanne - MNopxogswas cpefa MOXeT NpeacTaBnsaTb cobol coveTaHue YenoBeYeckMx U Usn4ecknx
(haKTOpOB, TaKUX Kak:

a) coumnanbHble (Hanpumep, OTCYTCTBME OUCKPUMMHALMUK, CNIOKOMNCTBUE, 6ECKOHMIMKTHOCTD);

b) ncuxonoruyeckme (HanpuMep, CHUXEHUE YPOBHS CTpecca, NpodunakTuka aMOLMOHANbHOIO BbIrOpaHus,
3MOUMOHanNbHas 3awmra);

c) dwmsnyeckue (Hanpumep, TemnepaTtypa, TENNOBOM MOTOK, BNAXHOCTb, OCBELLEHMNE, OBWKEHME BO3AyXa,
rMrmeHa, Wwym).

OTn bakTopbl MOTYT CYLLECTBEHHO PA3NNYaTbCA B 3aBUCMMOCTHM OT NMOCTaBNSAEMbIX MPOAYKLMA U YCITYT.

7.1.5 Pecypcbl ANs MOHUTOPWHIa 1 U3MepeHust

7.1.5.1 ObLwme TpeboBaHus

OpraHusaums JorbkHa OnpeaennTb U NPeAocTaBUTb pecypcbl, HeobxoaumMble Ans obGecnevyeHnst UMeroLLMX
3aKOHHYIO CUMY M HaJEeXHbIX pe3ynbTaToB B TEX Cryyasix, KOraa MOHUTOPWUHT UM U3MEPEHUS UCNOSb3YITCA AN
NMOATBEPXKAEHUS COOTBETCTBMS NPOoaYyKUMK 1 ycnyr TpeboBaHmsaM.
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OpraHusaums gomkHa obecneuntb, YTOObI NpeaoCcTaBneHHbIE PECYPChI:

a) 66Ny NpUrogHbIMKU A1 KOHKPETHOro Tuna npeanpuHUMaeMbiX AEACTBUIN MO MOHUTOPUHTY U U3MEPEHMUIO;

b) nogaepxmBanuch B LLeNsax COXpaHeHUsa X NPUrogHOCTM ANst NPegyCMOTPEHHbIX Lienen.

OpraHunsaums 4oSmKHa permcTpupoBaTh YU COXPaHATb COOTBETCTBYHOLLYIO AOKYMEHTUPOBAHHYIO UHhOPMALIUIO
Kak CBMAETENbCTBO NPUIOAHOCTUN PECYPCOB ANt MOHUTOPUHIA U U3MEPEHUSI.

7.1.5.2 TpocnexmBaeMoCTb N3MePEHUS

B Tex cnyuasx, korga npocnexvBaeMoCTb U3MepeHus saBnseTca TpeboBaHMem wnm paccmaTtpusaeTcs
opraHusauven B KavyecTBe BaXHOro aremMeHTa Ansd obecneveHusi yBepeHHOCTU B MPaBOMOYHOCTW pesynbTaToB
n3MepeHns, nsmepuTernbHoe 06opyaoBaHNe JOMKHO BbiTh:

a) oTkanubpoBaHO M (MNM) NOBEPEHO Yepe3 YCTaHOBMEHHblE MEepuMOoAbl UNK nepen ero NpuMeHeHUeM Mo
aTanoHam, nepegalwwmnm pasMepbl eAMHUL, B CPaBHEHUN C MEXOYHAapPOAHbIMU UMM HAUMOHANbHBIMU 3TanoHaMu.
Mpn oTcytcTBMM Takux 9TanoHoB 6asa, ucnonb3dyemas and KanubpoBkM wnv NOBepkwn, [ormkHa ObiTb
3apermcTpupoBaHa u coxpaHeHa B KayecTBe JOKYMEHTUPOBAHHOW MHpopMaLuu;

b) nogeHTMdMUMPOBaHO B LENAX YCTAaHOBNEHMWS NX CTaTyCa;

C) 3awWwulieHO OT PperynupoBOK, MOBPEeXAEeHUs W  yXyOLEeHUs COCTOsSHWSA, KoTopble caenann 6ol
HeaewncTBUTENbHBIMK CTaTyC KanubpoBKM 1 Nocneaylowme pesynbTaTel U3MepeHui.

OpraHusaumsa OomkHa onpegenqTe NpaBOMOYHOCTb NPeablayLnX pe3ynbTaToB M3MEPEHUs B TeX Cryyasx,
koraa 6bino obHapyXeHo, YTO M3MepuTenbHoe obopyaoBaHWe HENpUrogHo AN NPUMEHEHUs No ero NPSMomy
Ha3Ha4eHuo 1 Npy HeobXxoAMMOCTY NPEANPUHATL COOTBETCTBYHOLLEE AENCTBME.

7.1.6 3HaHuns opraHusauum

OpraHusaumst gomkHa onpegenuTb 3HaHWs, HeobxoauMmble Ans (PYHKUMOHMPOBAHMS €e MpoLecCcoB U Ans
OOCTWXKEHUS1 COOTBETCTBUS MPOAYKLMM U YCIYT.

3HaHMA OOMKHBbI NoaaepXuBaTbCs U 6bITb JOCTYMHBIMU B HEODXOANMOM 06BbEME.

[Mpn paccMOTPEHUN U3MEHSIIOLLIMXCS HYXA U TEHOEHLUMI OpraHn3aunst OSMKHa OLeHMBATh TEKYLLUNA YPOBEHb
3HaAHUN 1 onpefenaTb, Kakum oOpas3oM Mony4MTb unu obecneunTb AOCTYN K OOMNOMHUTENbHbIM 3HAHUAM U KX
Heo6XxoaUMbIM OOHOBIEHUSIM.

MprmeyaHus

1. 3HaHWA opraHusaumun - 3TO 3HaHuA, cneunduryHblie AN opraHn3aumm; 3HaHUs, NONy4YeHHbIE B OCHOBHOM
n3 onbiTa. 3HaHMA - 3TO MHGOPMaLMS, KOTopasi MCMOMNb3yeTCsl 1 KOTOPOM OOMeHUBAOTCA ANA AOCTMXKEHUSA Lienen
opraHusauun.

2. OCHOBOW 3HaHWIA OpraHM3aunmM MoryT ObITb:

a) BHYTPEHHUE UCTOYHUKN (HanpuMep, MHTennekTyanbHas COOCTBEHHOCTb; 3HaHMUS, NOMy4YEeHHbIE U3 ONbITa;
BbIBOAbI, W3BMNEYEHHbIE W3 HEYAA4HbIX WMAW YCMNELUHbIX MPOEeKToB; cbop M OOMEH HeAOKYMEHTMPOBAHHLIMMU
3HAHUAMW N OMbITOM; Pe3yrnbTaThbl Yy4YLLEHUA NPOLLECCOB, NPOSYKLUN U YCAYT);

b) BHELWHME NCTOYHUKM (Hanpumep, CTaHOapTbl, Hay4YHOe cooOLLEecTBO, KOH(EPEHLUN, CEMMUHAPbI, 3HaHWS,
nony4eHHble OT NOTPEBUTENEN N BHELIHUX MOCTABLLMKOB).

7.2 KoMneTeHTHOCTb

OpraHusaumnst 4ormkHa;

a) onpenensitb HEOOXOAMMYK KOMMETEHTHOCTb NUL(a), BbIMOMHALLWMUX(ero) paboTy nog ee ynpaereHUEM,
KOTOpasi oOkasblBaeT BIUSIHUE Ha pe3ynbTaTbl AEATENbHOCTU U Pe3ynbTaTUBHOCTb CUCTEMbI MEHEeKMEeHTa
KayecTBa;

b) obecneunBaTte KOMNETEHTHOCTb 3TMX JIUL, HA OCHOBE COOTBETCTBYHLLEro 0Opa3oBaHUs, NOATOTOBKUA U
(vnn) onbiTa;

C) Tam, rge 3TO MPUMMEHMMO, NpeanpuHMMaTtb OENCTBUS, HanpaBfieHHble Ha MnonyyeHne Tpebyemon
KOMMETEHTHOCTU, N OLLEHMBATb PE3YyNbTaTUBHOCTb NPEANPUHATLIX OENCTBUN;

d) pernctpmpoBaTb U COXPaHATb COOTBETCTBYHOLLYH JOKYMEHTUPOBAHHYHO MHGOPMALUIO Kak CBUOETENBCTBO
KOMMETEHTHOCTMW.

MpumevaHne - T[lpumMeHMMble [ENCTBMA MOMYT  BKMYaTb, Hanpumep, npoBedeHne oby4veHus,
HacTaBHMYECTBO WUNKN nepepacnpeaeneHne o0b6s1I3aHHOCTEN cpean MMELLMXCS pabOTHUKOB; MMM XXe Haem nul,
obnapatomx TpedyeMbiM YPOBHEM KOMMETEHTHOCTMU.

7.3 OcBeOMIIEHHOCTb
OpraHusaumss pormkHa obecneyntb, 4TOObI COOTBETCTBYWOLUME nuvuUa, BbINOMHAWWMe paboTy nof
yrpaBneHnem opraHm3aumm, 6biriv 0CBE4OMITEHbI:
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a) o nonuTuke B 06nacTu KavecTBa;

b) cooTBeTCTBYIOWMX LEenax B o6nactu kKayecTsa;

C) CBOEM BKIage B pe3yrbTaTMBHOCTb CUCTEMbI MEHEKMEHTa KayecTBa, BKIOYas MOMb3y OT YryudlleHUs
pe3ynbTaToB AeATENbHOCTY;

d) nocnencTBMaX HECOOTBETCTBUS TPeOOBaHUAM CUCTEMbI MEHEIXKMEHTA Ka4yecTBa.

7.4 ObMeH nHdopmauumen

OpraHusaums [OOfKHa OnpedaenuTb  MOpsOoK  BHYTPEHHEro W BHewHero obmeHa WHdopmauunen,
OTHOCSILLENCSA K CUCTEME MEHEPKMEHTA KayecTBa, BKIo4Yas:

a) Kakas nHgopmaumsa 6yaeT nepegaBaThCs;

b) korga 6ynet nepenasatbcsa MHopMaLms;

C) Komy ByaeT nepenaBaTbCsi MHpOPMALIUS;

d) kakum obpasom oHa ByaeT nepegaBaTbCs;

€) kTo 6yaeT nepenasaTtb UHpOpMaLMIO.

7.5 [lokymeHTMpoBaHHas MHpopmauus

7.5.1 O6LMe nonoxeHus

Cuctema MeHegXMeHTa KayecTBa OpraHvM3aummn JOSPKHa BKNOYATb:

a) AOKYMEHTMPOBAaHHY0 MHopMaunio, Tpebyemyto HacToALWMM CTaHAapToOM;

b) nokymeHTMpoBaHHy0 MHpOPMaLMo, onpeaeneHHyo opraHm3aumnen kak Heobxogmmyto ans obecneveHus
pe3ynbTaTMBHOCTU CUCTEMbI MEHE)KMEHTA KayecTBa.

MpumevaHne - OB6bem [OKYMEHTMPOBaHHOW MHMOPMaUUM CUCTEMbI MEHEMKMEHTa KadecTBa OOHOM
opraHm3aumm MoOXeT OTNn4aTbCs OT APYron B 3aBMCMMOCTU OT:

- pa3mepa opraHm3auum n Buaa ee gesaTenbHOCTH, NPOLECCOB, MPOaYKUNA 1N YCAYT;

- CNOXHOCTU NPOLECCOB U UX B3aUMOOENCTBMS;

- KOMNETEHTHOCTN PabOTHNKOB.

7.5.2 Co3sgaHue 1 aktyanusaums

Mpu cosgaHum M aKkTyanu3aumm  OOKYMEHTMPOBAHHOM  MHGOPMAaUMM  OpraHmsauusa  [OOSDKHa
COOTBETCTBYHOLIUM 06pa3om obecneymnTs:

a) ugeHTndUuKaumnio 1 onncaHve (HanpMMep HasBaHue, Aarta, aBTop, CCbINTOYHbIA HOMEP);

b) dopmaT (Hanpumep, SA3bIK, BEPCUS MPOrpaMMHOro obecnevyeHns, rpadnyeckne cpeactea) U HocuTenb
(Hanpumep, GyMakHbIN NN ANEKTPOHHbIN);

C) aHanu3 n ogobpeHne ¢ TOYKM 3PEHUSA MPUrOLHOCTM U afeKBaTHOCTH.

7.5.3 YnpaBneHne AOKYMEHTUPOBAHHOM MHOpMaLMen

7.5.3.1 JokymeHTupoBaHHasa uHpopmauus, Tpebyemas CUCTEMON MEHEMXKMEHTa KayecTBa U HACTOSALLMM
CTaHOapTOM, AOMKHa HaxoAWUTbCHA Nog ynpasneHvem B Lensx obecneyeHuns;

a) ee JOCTYMNHOCTU U NPUTOAHOCTU, TOe U Korga oHa Heobxoamma;

b) ee poctaToyHOW 3awWMTbl (Hanpumep, OT HecobnAeHUs KOHMUAEHLMANBHOCTN, OT HeHagnexailero
NCNONb30BaHUS UMK NOTEPU LIENOCTHOCTH).

7.5.3.2 [na ynpaBneHuss OOKYMEHTMPOBAHHOW MWHOPMauuen opraHusauums [OfkHa npefycmaTpuBaTh
cnegyolimne AeNCTBUSA B TOW CTENEHU, HACKOMNbKO 3TO NPUMEHNMO:

a) pacnpegeneHune, obecneyeHne ee AOCTYNHOCTU M MOMCKA, @ TakKe UCMOMNb30BaHE;

b) xpaHeHune n 3awmTy, BKIOYas coxpaHeHne pa3bopynBoCTy;

C) ynpaBneHve n3aMeHeHnsiMu (HanpvuMep, ynpasneHue Bepcusmun);

d) cobrntogeHne CpoKOB XpaHEHUS 1 MOPSALKA YHUUTOXEHUS.

[okyMeHTMpoBaHHast MHAOPMauusa BHELIHEro MPOWCXOXOEHWS, oOnpedeneHHas opraHusaunen Kak
Heobxooumas AN NIaHUPOBaHMS U (PYHKUMOHMPOBAHUS CUCTEMbI MEHEeKMEHTa KadecTBa, AOJPkHa ObiTb
COOTBETCTBYHLIUM 00pa3om naeHTUMUMpoBaHa u HaxoaAuTbCA NoA ynpaBneHeMm.

[okymeHTUpOBaHHass WHoOpMauns, perucTpupyemas U CcoxpaHseMass B KayecTBe CBUOETENbLCTB
COOTBETCTBMS, A0OMKHA ObiTb 3alUMLLEHa OT HENPEAYMbILUNEHHbIX U3MEHEHWN.

lMpumeyaHue - [JocTyn noapasymeBaeT paspeLleHne TONMbKO NpocMoTpa AOKYMEHTUPOBAHHOW MHOpMaLum
Unu paspeLueHne NpocMoTpa C NOMHOMOYUAMM NO BHECEHUIO U3MEHEHUI B JOKYMEHTUPOBAHHY MHOpMaLIO.

8 [leATenbHOCTb Ha CTaausAX XU3HEHHOTO LUMKIa NPOAYKLUM U yCryr
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8.1 NnaHnpoBaHue n ynpaBneHne AesaTenbHOCTbIO Ha CTagUsaX XU3HEHHOTO LMKNa NpoayKumMm u ycnyr

OpraHusaums JofbkHa nnaHupoBaTb, BHeApATb npoueccbl (4.4), Heobxoaumble Ans  BbINOMHEHUSA
TpeboBaHM K NoOCTaBke NPOAYKLUUW W MPegoCTaBfeHNo YCnyr U AN BbINOMHEHUS AENCTBUN, ONpedeneHHbIX B
pasgene 6, 1 oCyLWeCTBNATb yNpaBeHne aTumm npoueccamm nocpeacTBOM:

a) onpegeneHusa TpeboBaHW K NPOAYKUMMN U yCryram;

b) ycTtaHoBneHus kputepnes ons:

1) npoueccos;

2) npMemKkn NpoayKLMn 1 yCnyr;

C) onpegeneHns pecypcoB, HEODXoAMMbIX AN AOCTUXEHUS COOTBETCTBMA TpebOoBaHMSM K MpoayKuun u
ycnyram;

d) ynpaBneHus npoueccamu B COOTBETCTBUN C YCTAHOBINEHHBIMU KPUTEPUSMUL;

e) onpegernenvs, pa3paboTku, akTyanu3aumm u NPUMEHEHUs, a TakKe PerucTpupoBaHMA U COXPaHEeHUs
OOKYMEHTUPOBAHHOW MHGOPMaLun B 06 beme, HeobxoamMMom Ansi:

1) obecneyeHnss yBepeHHOCTH B TOM, YTO NPOLECCHI BbINOMHANNCE TaK, Kak 9To Bblno 3annaHMpoBaHo;

2) Ans 4eMoHCTpauun COOTBETCTBUS NPOAYKLMKN N yCNyr TpeBoBaHNSM.

PesynbTaTtbl TAaKOro NiaHMpoBaHWs AOMKHbI ObiTe NOAXOAALLMMMN AN AEATENbHOCTU OpraHnsaumm.

OpraHusaumsa [orkHa ynpaBnsaTb 3anfiaHMPOBaHHbIMW W3MEHEHUSMU W aHanuManpoBaTb MOCNeACTBUA
HenpegyCcMOTPEHHbIX N3MEHEHWIA, NpeanpuH1Mas, Npu HeobXoAMMOCTW, Mepbl MO CMAMYEHMI0 MobbIX HEraTUBHbIX
BO34ENCTBUN.

OpraHusaums gomkHa obecneunBaTtb, YTOObI NPOLLECChl, NepeAaHHble BHELLHUM OpraHnsaumsm, Haxoaunmchb
noA ynpasneHunem (8.4).

8.2 TpeboBaHuMs K NPOAYKLMU 1 ycriyram

8.2.1 CBAa3b ¢ noTpebutensamm

CB#3b c noTpebutenammn AormkHa BKOYaTh:

a) obecneyeHne nHopmaLmen o NPOAYKUMMN 1 ychyrax;

b) 06paboTKy 3anpocoB, KOHTPAKTOB UMK 3aKa3oB, BKIOYAS UX U3MEHEHWS;

C) monyyeHve OT3bIBOB O MPOAYKLUM K ycriyrax oT noTpebuTtenein, BkoYasa npeTeH3un notpedbutenen;

d) obpalleHve unu ynpasneHne cobCTBEHHOCTbIO NOTpebuTenew;

€) yCTaHOBfeHWe cneuuanbHblXx TpeboBaHWA K OENCTBUSAM, NpPeArnpuHMMaemblM B HenpeaBUOEHHbIX
obcToATENbCTBAX, TAM r4e 3TO YMECTHO.

8.2.2 Onpepenenune TpeboBaHN, OTHOCALLMXCS K MPOAYKLMM U yCcnyram

Mpu onpepgeneHun TpeboBaHM K MpogyKumu u ycnyram, kotopble ByayT npegnaratecs notpebutensm,
opraHm3aums gosmkHa ybeamTbcs, 4To:

a) TpeboBaHMA K NPOAYKLMMN 1 ycnyram onpegeneHsbl, BKYas:

1) npumMeHVMble 3aKoHOA4aTenbHbIE U HOPMaTUBHbIE NPaBoBble TpeboBaHus;

2) TpeboBaHus, paccmaTprBaeMble opraHmM3aumen kak Heobxognmeble;

b) moxeT BbINOMNHATL TpeboBaHWA K NPOAYKLMN 1 yCriyram, KOTopble OHa npeanaraet.

8.2.3 AHanus TpeboBaHuii K NPOAYKLMM U ycriyram

8.2.3.1 Opranumsauus poskHa ybeautbesl, 4TO 06ragaeT CnoCOOHOCTBIO BbIMOMHATL TpeboBaHUA K
npoaykuum W ycriyram, KoTopble OHa npegnaraet noTpebutensm. OpraHusaums [OSKHA MPOBOAUTL aHanwus,
npexage Yem MNpuHATbL 00A3aTenbCTBO MOCTaBWUTb NMPOAYKUMIO UM NPedocTaBuTb ycryrn notpebutenam, 4Tobbl
yyecTb:

a) TpeboBaHus, ycTaHOBMNEHHbIe NoTpebuTenem, B TOM 4yucne TpeboBaHMS K NMOCTaBKe W OESATENbHOCTU
nocrne nocTaBKu;

b) TpeboBaHus, He 3asBNeHHbIE NOTPeEOUTENEM, HO HEOOXOAMMbIE A1 KOHKPETHOrO UK Npegnoriaraemoro
NCMNONb30BaHWs, KOrga OHO U3BECTHO;

C) TpeboBaHUsi, yCTaHOBIEHHbIE OpraHn3auunen;

d) 3akoHogaTenbHblE N HOPMAaTKBHLIE NMPaBOBbIE TPEOOBaHMWS, NPUMEHMMbIE K NMPOAYKLUN U yCIyram;

e) TpeboBaHMA KOHTpaKTa U1 3akasa, oTnuyatoLmecs ot paHee chOpMyrMPOBaHHBIX.

OpraHu3aumsa gosmkHa obecneyntb, YTobbl ObiNy NPUHATLI peLleHns No TpeboBaHMAM KOHTpaKTa Unu 3akasa,
OTNNYAKLLMMCS OT paHee YCTaHOBIEHHbIX.

Ecnu notpebutens He BbiABMraeT OOKYMEHTUPOBAHHbLIX TpebOBaHWI, opraHvM3auusi OOJPKHa NoaTBEepAnTb
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ero TpeboBaHNst 4O NPUHATMS K UCTIOSNTHEHUIO.

MpumeyaHne - B HEKOTOPbIX CUTyauusix, TakKMX Kak MpPOAaXW, OCYLLECTBRsieMble 4Yepe3 WHTepHeT,
npakTU4eckn HelienecoobpasHo NPoBOAMTL OULMANbHBIN aHanM3 Kaxaoro 3akasa. Bmecto aToro aHanus mMoxet
pacnpoCcTpaHATLCA Ha COOTBETCTBYIOLLYIO MHPOPMALMIO O MPOSYKLUMK, TaKYIO Kak KaTanoru.

8.2.3.2 OpraHnsauus gormkHa permcTpMpoBaTh ¥ COXpPaHATb AOKYMEHTUPOBaHHYIO MHOPMAaLMIO, HACKOMNBbKO
3TO NPMMEHUMO, B OTHOLLEHUN:

a) pe3ynbTaToB aHanuaa;

b) nobbix HOBbIX TPeOGOBaAHMIM K MPOAYKLMM U YCITyram.

8.2.4 'ameHeHus TpeboBaHUIM K NpoayKLMU U yCnyram

Ecnn TpeboBaHua K npogykuum u ycnyram WM3MeHeHbl, opraHu3auusa pomkHa obecneunTb, 4TOObI B
COOTBETCTBYIOLLYIO AOKYMEHTUPOBAHHYIO MHAOPMALMIO OBbiNy BHECEHbI NOMPaBku, a COOTBETCTBYIOLLMI NepcoHan
ObIn1 NOCTaBMNeH B U3BECTHOCTb 06 M3MEHUBLUUXCS TPpeBOBaHMSIX.

8.3 MNpoekTnpoBaHme 1 pa3paboTka NPOAYKLMN N yCnyr

8.3.1 O6Lwme nonoxeHus
OpraHusauusa OomkHa paspaboTaTtb, BHEAPUTb W NoAAepKMBaTb MPOLIECC NPOEKTMPOBaHUsS U pa3paboTku,
noaxoasawmi ans obecnevyeHns nocneayoLLEero Npon3soAcTea NPOAYKLUN UMK NPEAOCTaBIEHUS YCNYTA.

8.3.2 NnaHnpoBaHme NpoeKTUPOBaHNS U pa3paboTkm

Mpwn onpegeneHun atanos 1 CpeacTB yNpaBneHUs NPOEeKTMPOBaHNEM N pa3paboTKon opraHusaumsa AoMmKHa
paccmaTpuBathb:

a) xapaktep, NPoOSOMKUTENBbHOCTb U CAIOXHOCTb paboT No NPOEKTUPOBAHMIO N pa3paboTke;

b) Tpebyemble cTagum npouecca, BKMYas NPOBEAEHUE MNPUMEHMMbIX aHanu3oB MPOEKTUPOBAHUSA U
pa3paboTku,

C) Tpebyemble AeNCTBUSA B OTHOLLEHMM BepUmKaumm n Banmgauny NpoekTupoBaHus 1 paspaboTku;

d) 06513aHHOCTIN, OTBETCTBEHHOCTb M MOSTHOMOYMS B 0BnacTy NPpOeKTpPoBaHWs 1 paspaboTkuy;

€) BHYTPEHHWE W BHELLHWE pecypchbl, HeobxoanMble A NPOEKTMPOBaHUS U pa3paboTku NpogyKuMn U ycryr

f) HeobxogMmoCTb B YynpaBneHWM B3aMMOAENCTBUAMM MeEXAy fuvuamu, y4acTBYHOLWMMU B npouecce
NPOEKTMPOBaHUA 1 pa3paboTKy;

g) Heob6XxoaAMMOCTb BOBIeYeHns noTpebutener n nonb3oBartenen B NpoLEecc NpoeKTMPOBaHUS U pa3paboTku;

h) TpeboBaHusa Ansa nocneaytoLero NPoM3BoACTBa NPOAYKLUMMN U YCAYT;

i) ypOBEHb ynpaBneHns NpoLeccoM NPOEKTUPOBaHUA 1 pa3paboTky, oxungaemblin nOTpedbutenammn u Apyrumm
COOTBETCTBYHOLUMMWN 3aUHTEPECOBaHHBIMW CTOPOHaMU;

j) DOKYMEHTUPOBaHHYK MHAOPMaLuio, HEeOBXOAUMYK Ans AEMOHCTPauMu BbINOMHEHUA TpeboBaHUWM K
NPOEKTUPOBaHUIO U pa3paboTke.

8.3.3 BxoaHble faHHble AN NPOeKTUPOBaHMA 1 pa3paboTku

OpraHusaumsa gormkHa onpegenutb TpeboBaHMSA, UMeloMe BaXHOe 3HaveHue Ans KOHKPeTHOro BuAaa
NpoeKkTMpyeMbIX 1 paspabaTtbiBaembix NpoAyKuMu 1 ycnyr. OpraHmsaums 4omkHa paccMoTpeTb:

a) pyHKUMOHarnbHbIe U 3KCNNyaTaunoHHble TpeboBaHus;

b) wuHdopmaumio, nonyyeHHylo ©3 npeablaylwlen aHanorMyHom [EeSATENbHOCTU MO MPOEKTMPOBAHMIO U
pa3paboTke;

C) 3akoHOAaTenbHbIE U HOPMaTUBHLIE NPaBOBble TPeHOBaHUS;

d) ctaHgapTbl Uy cBoAbl NPAKTWK, KOTOPbIE OpraHn3auus o6s3anacb NPUMEHSTD;

€) BO3MOXHble NoCneacTBMS HeyAaun, CBA3aHHbIe C XapakTepoM NPOAYKLUMM U YCITyrT.

BxogHble gaHHble JOMKHbI ObITb ageKkBaTHbI LeNsM NPOEeKTUPOBaHUs 1 pa3paboTku, a Takke BbiTb MONHbIMU
1 HENPOTMBOPEYMBBLIMM.

lMpoTrBOpEUNst BXOAHbLIX OaHHbLIX MPOEKTMPOBaHNS U pa3paboTkn AOMKHbI OblTb pa3peLUeHbl.

OpraHu3aums JOSKHa PerucTpupoBaTb W COXPaHATb AOKYMEHTMPOBAHHYIO WMHGOPMaUMI0 MO BXOAHbIM
AaHHbIM MPOEKTMPOBaHUS U pa3paboTKu.

8.3.4 CpeacTtea ynpaBneHus MpoekTupoBaHMeM 1 paspaboTkom

OpraHusaumsa OormkHa NMpUMEHsSITb CpeacTBa ynpaBlieHMsl MPOLECCOM NMPOEKTUPOBaHMA U pa3paboTku Ans
obecneyeHnsi yBepeHHOCTU B TOM, YTO:

a) pesynbTaTbl, KOTOPbIE JOMKHbI ObITb AOCTUIHYThI, ONpedeneHbl;
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b) npoBegeHbl aHanM3bl ANS OUEHMBAHUSA CMOCOOHOCTM pe3ynbTaTOB MPOEKTUPOBAHUA U pas3paboTku
BbINONHUTE TpeboBaHus;

C) npoBefeHbl Oenctsua no Bepudmkauum B Lenax obecneyeHuss COOTBETCTBUS BbIXOOHbIX AaHHbIX
NPOEKTUPOBaHUA N pa3paboTkmn BXOAHbIM TpeboBaHMSM K NPOEKTUPOBaHMIO U pa3paboTke;

d) npoBedeHbl AeWCTBUS MO Banuaaumun B Lensax obecnevyeHns CoOOTBETCTBUSI FOTOBOW MPOAYKUUN U yChyr
TpeboBaHMAM K yCTaHOBNEHHOMY NMPUMEHEHMWIO UMM HAMEYEHHOMY UCMOMb30BaHMIO;

€) NpeanpuHATbI HeobXxoauMbIe AEWCTBUS MO BbISABIIEHHbIM NMpobnemMam B X04e aHanusa wunv Bepudukaumm
n Banugauuu;

f) BokymeHTupoBaHHas HopMauus 06 aTUX OEeNCTBUSAX 3aperncTpupoBaHa U coxpaHeHa.

MpumeyaHne - AHanua, BepuduKaums M Banvgauus NPOEKTMPOBaHWS M pas3paboTku MMET pasfnnyHble
uenu. OHM MOryT BbINOSMHATECS MO OTAENBHOCTU UMM COBMECTHO, HACKOSIbKO 9TO MPUMMEHMMO K NPOAYKUUW U
ycryram opraHusauum.

8.3.5 BbixogHble AaHHbIe NPOEKTUPOBAHUA 1 pa3paboTkm

OpraHusaumsa gomkHa obecneuntb, YTobbl BbIXOAHBIE AAaHHbLIE MPOEKTUPOBAHWS 1 pa3paboTku:

a) CoOTBETCTBOBaNM BXOAHbIM TpeboBaHuaM;

b) 6b1nn agekBaTHBIMU ANa NOcneayLmMX NPOLECCOB NPON3BOACTBA NPOAYKLUUN U MPeaoCTaBeHns yCnyr;

C) cogepxanu TpeboBaHWS K MOHUTOPUHIY U M3MEPEHMWI0, HacKoMbKO 3TO MOAXOAWT, a TakkKe Kputepum
MPUEMKN UIN CCbINIKM Ha HUX;

d) onpegenanu xapakTepuCTUKX MPOAYKLUUM U YCMYr, KOTOPble MMEIOT BaXHOe 3HayYeHue Ans UX LeneBoro
Ha3HaveHwus, 6e3onacHoro 1 Hagnexallero npegocTaBneHus.

OpraHusaumsa OOSbPKHa PerncTpyMpoBaTb M COXPaHATb AOKYMEHTUPOBAHHYH WHGOPMAUMIO MO BbIXOAHbLIM
AaHHbIM MPOEKTUPOBAHMSA N pa3paboTku.

8.3.6 MNameHeHnss NnpoeKkTnpoBaHns 1 pa3paboTku

OpraHusaumsa gomkHa ugeHTuduumMpoBaTb, aHanM3nMpoBaTb W ynpaBnsaTb U3MEHEHUSMW, CAENaHHbIMU BO
BpeMS UMM nocre NPoekTUPOBaHUSA 1M paspaboTkn NpoayKuMm 1 ycnyr, B TOW CTeneHun, kotopas Heobxoanma Ans
obecneyeHuns UCKINIOYEHNST HEraTUBHOTO BMMSAHUSA Ha COOTBETCTBUE TpeboBaHUSAM.

OpraHu3aums 4ormKHa perncTpMpoBaTh U COXPaHATb AOKYMEHTUPOBaHHYK MHOPMaLMIO MO:

a) M3MEeHEeHUSAM NPOEKTUPOBaHWA 1 paspaboTKy;

b) pesynbTaTtam aHanu3os;

C) CaHKLMOHMPOBAHUIO N3MEHEHUN;

d) gencTeuAM, NPeAnPUHATLIM A4S NpeaoTBpaLleHns HebnaronpusaTHOrO BANUSIHUA.

8.4 YnpaeneHue npoueccamu, NPpoayKUNen 1 ycryramu, nocTaBnseMbIMU BHELUHUMW NOCTaBLLMKaMK

8.4.1 Obuwme nonoxeHus

OpraHusaumss pormkHa obecneunTb COOTBETCTBME MPOLLECCOB, MNPOAYKUMW UM YCRyr, MNOCTaBNAEMbIX
BHELUHMMW NOCTaBLUUKaMu, TpeboBaHUAM.

OpraHusauma [ofmkHa OMnpefensaTb CpedcTBa yrnpaBfieHusl, MpUMEHMMbIE ONSA NPOLIECCOB, MPOOyKUUM 1
YCNyr, NOCTaBMASAEMbIX BHELLUHUMW NOCTaBLUMKaMU, B TEX CIydasx, Korga:

a) NPOAYKUUS U YCNyrn OT BHELIHUX MOCTaBLUUKOB NpegHa3HaveHbl A58 BKOYEHMS MX B COCTaB MpOayKUMM
W ycnyr, npegraraeMbiXx CaMol opraHusauunen;

b) npooykumst n ycnyru nocTaBnATCA BHELWHMMU NOCTaBLUMKAMU HaNpsMYK NOTpebuTento(am) OoT MMeEHM
opraHusauum;

C) npouecc WM ero 4YacTb BbINOSIHAETCS BHELHUMM MOCTABLUMKOM B pe3ynbTaTe MPUHATUS pPeLleHus
opraHusauuen.

OpraHunsaumsi JormkHa onpenenuTb U NPUMEHSATb KPpUTEPUM OLEHKW, BbiOOpa, MOHMTOPUHra pesynbTaToB
OEATEeNbHOCTU, a Takke MOBTOPHOW OLEHKM BHELUHMX MOCTABLUUKOB, MCXOOA U3 UX CMOCOOHOCTU BLIMOSHATH
npoLeccbl UNM MOCTaBMATb MPOLYKLUMIO W YCNyrM B COOTBETCTBUM C TpeboBaHuamu. OpraHmsauus [OSDKHa
perucTpupoBaTb U COXPaHATb LOKYMEHTMPOBAHHYIO MHAOPMaLmMo 06 3TUX OENCTBUSAX U O MNOObIX HEOOXOAUMbIX
[EeNCTBUAX, BbITEKAIOLLIMX U3 OLIEHOK.

8.4.2 Tvn u cTeneHb ynpaBneHus

OpraHusaumsa gomkHa obecrneunTb, 4TOObI Npouecchbl, NPOAYKUMS W YCMyry, MocTaBnseMble BHELUHUMM
nocTaBLUMKaMu, He OKasblBanu HEraTMBHOMO BIINSIHUSA HA CNOCOBHOCTbL OpraHu3aumm NOCTOSAHHO NOCTaBNSATbL CBOUM
noTpebuTensMm COOTBETCTBYHIOLLYIO MPOAYKLMIO U YCITYTH.
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OpraHnszaunsa gonxHa:

a) obecneumBatb, u4TOObI nNpoueccChbl, MNOCTaBMASiEMble BHELUHUMM MOCTaBLUMKaAMW, HaxXOAWNUCb Mopg
yrpaBneHnem ee CUCTEMbl MEHEKMEHTA KavyecTBa;

b) onpepenaTte cpeacTBa ynpaBneHusi, KOTOpPble OHA MMAaHUMPYET NPUMEHATb Kak B OTHOLUEHWU BHELLHEro
nocTaBLUuKa, TaK U K MOCTaBNSIEMbIM UM pe3yrbTaTam;

C) yunTbiBaThb:

1) BO3MOXHOE BNUSIHWE MPOLECCOB, MPOAYKUMW M YCNYr, NOCTaBMSieMbIX BHELUHUMMMK MOCTaBLMKaMK, Ha
CMOCOOHOCTL OpraHu3aumnm NOCTossHHO obecneynBaTb COOTBETCTBME TpeboBaHUAM NoTpebutTenen n NpMMeHMMbIM
3aKoHoAaTesbHbIM U HOPMaTUBHBIM NPaBOBLIM TPeOOBaHUSIM;

2) pe3ynbTaTUBHOCTb CPEACTB YNpaBeHUs, MPUMMEHSEMbIX BHELLHUM NMOCTaBLLMKOM;

d) onpegensTb BepuduKkauMio unu gpyrve Oencteud, Heobxoaumble Ans obecneyeHust COOTBETCTBUS
NpoLLeccoB, NPOAYKLMM 1 YCNYT, NOCTaBMASIEMbIX BHELLIHMMY NOCTaBLUMKaMU, TpeboBaHMAM.

8.4.3 lndopmaums, npegocTaBnseMas BHELLHUM NOCTaBLLMKaM

OpraHusdauma pomkHa obecneynBaTb [JOCTaTOMHOCTb TpeboBaHWA OO0 UX COOBLEHMS BHELIHeMY
MOCTaBLLMKY.

OpraHusaums gomkHa coobLaTtb BHELHMM NOCTaBLUMKaM CBoM TpeboBaHMs, OTHOCALLMECS:

a) K nocTtaBnsemblM npoueccaM, MPoAYKLUUN 1 ycryram;

b) ogobpeHuto:

1) npoaykumm n ycnyr,;

2) meToa0B, NpoLeccoB 1 06opyaoBaHUS;

3) BbinycKka NpoayKumm u ycnyr

C) K KOMMETEHTHOCTM NepcoHana, BknoYas nobble Tpebyemble Mepbl NOATBEPXKAEHUSA KBanMduKkaunu;

d) B3aMMOAENCTBUIO BHELLHETO MOCTaBLLMKA C OpraHn3aumnen;

€) MPUMMEHSEeMbIM OpraHM3auvMen YNPaBfeHUI0 N MOHUTOPUHTY pe3ynbTaToOB AESATENbHOCTU BHELUHEro
MOCTaBLLMKa;

f) pesatenbHocTM no BepuduKauuum wnu Banugauuu, KOTOpble oOpraHu3aums unn ee notpeburtens
npegnonaratoT OCYLWECTBNATb HA MeCTe y BHELLHEero nocTaBLLMKa.

8.5 MNpoun3BoacTBO NPOAYKLMM U NPeAOCTaBleHNe YCnyr

8.5.1 YnpaBneHvne NnponsBoACTBOM NPOAYKLUUN U NpedoCTaBreHnem yenyr

OpraHu3saums OomKHa OCyLeCTBASATb NPOU3BOACTBO NPOAYKUMU M NpedocTaBneHne ycnyr B ynpaBrsieMbixX
YCNOBUSX.

Ynpaensemble yCroBus SOIMKHbI BKIOYaTb B cebsi, HACKOLKO 3TO MPUMEHMMO:

a) AOCTYNHOCTb JOKYMEHTUPOBAHHON MHAOPMaLMK, onpedenstoLen:

1) XapakTepucTvku Mpou3BOAMMON MNPOAYKLUUKW, NPefoCcTaBNseMblX YCAyr Wnu  OCyLecTBAsemMon
AeaTenbHOCTY;

2) pe3ynbTaTbl, KOTOPbIE AOMKHbI OblTb AOCTUrHYTHI;

b) pocTynHOCTb U NpUMeHeHWe pecypcoB, NOAXOAALLMX A5 OCYLUECTBNEHNS MOHUTOPWHIa U U3MEePEHNI;

C) ocylecTBeHne AeATeNIbHOCTU MO MOHUTOPWMHIY U U3MEPEHMIO Ha COOTBETCTBYIOLWMX 3Tanax B Uensx
BepudmKaLMnm COOTBETCTBMUS MPOLECCOB WM WUX BbIXOAOB KPUTEPUSIM YNpPaBfieHUsi, a Takke COOTBETCTBUS
NPOAYKLUUM 1 YCNYT KPUTEPUAM NPUEMKN;

d) npumeHeHve cooTBeTCTBYOLEN MHPACTPYKTYPbI U cpedbl AN YHKLUMOHUPOBAaHWS NPOLECCOB;

€) Ha3HayeHne KOMMNETEHTHOrO NepcoHana, Bkrto4vas nobyto Tpebyemyto kBanudmkaumio;

f) Banmpaumio 1 nepmoguyeckyto MOBTOPHYO Banuaaumo cnocobHOCTM NpoLEeccoB NPOn3BoACTBa NPOAYKLIMM
N NpegocTaBneHnss ycnyr 4OCTUraTb 3anfiaHMpoBaHHbIX Pe3ynbTaToB B Tex CriyyasiX, Korga KOHEeYHbI BbIXO4 He
MOXeT ObITb BepnmunpoBaH nocneayowmMm MOHUTOPUHIOM MUITM N3MEPEHNEM;

g) BbINOJIHEHWE OEVCTBUN C Lenbio NpedoTBpaLleHnst oLnBOK, CBA3aHHbLIX C YenoBeYecknuM DakTopom;

h) ocywiecTBneHune Bbinycka, MOCTaBKN 1 AENCTBUI NOCIE NOCTaBKW.

8.5.2 NpeHTndnkauma n npocnexnBaemMocTtb

OpraHusaums OofmkHa MCMNonb3oBaTb MNOAXOASALUME crnocoObl Ans naeHTuduKauum BbIXOOOB, korga 3To
HeobxooMmo ans obecneyvyeHns COOTBETCTBUSA NPOAYKLMM U YCHYT.

OpraHusaumsa JosmkHa MaeHTUUUMPOBaTh CTaTyC BbIXOAO0B MO OTHOLLEHMIO K TPe6OoBaHUSAM, OTHOCALLMMCS K
MOHUTOPWHIY 1 U3MEPEHMAM, NO Xo4y NPOU3BOACTBA NPOAYKLMU U NPeAoCTaBNEeHUs YCNyr.

OpraHunsaumsi gormkHa YnpaBnsaTb CreumanbHoOnM maeHTuduKaumen BbIXOOOB, Korga MpOCeXnuBaeMoCcTb
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aBnsieTcs TpeboBaHWEM, perncTpupoBaTb U COXPaHATb LOKYMEHTMPOBAHHY MHopMauuto, Heobxoanmyo ans
obecneyeHns NPoCnexXnBaeMocTH.

8.5.3 CobcTBEHHOCTL NOTPEBMTENEN NN BHELLHUX NOCTABLLMKOB

OpraHusaumsa gofmkHa nposBnATb 3ab0Ty O COGCTBEHHOCTM MoTpebuTener nnv BHELHUX MNOCTaBLUMKOB,
KOraa oHa HaxoguTcsa nog ynpasreHWeM OpraHnsauny Unm NCnonb3yeTcs eto.

OpraHusaumsa gomxHa uaeHtTuduumposaTb, BepuduLMpoBaTb, COXPaHATb U 3awmuiatb COBCTBEHHOCTb
noTpebutens unu BHeELLHEro NnocTaBLUMKa, NPegoCTaBneHHY AN UCNOMb30BaHUSA UMW BKIOYEHWSA B MPOSYKLMIO U
ycnyru.

B cnyuae, korga cobCTBEHHOCTb MOTPEOUTENA WM BHELLHEro MOoCTaBLUMKa yTepsHa, MOBpexAaeHa unu
nMpu3HaHa HenpurogHoW Ans WCMNONb30BaHWS, OpraHv3aums [ofbkHa yBedoMuTb 06 3Tom noTpeburtensa unu
BHELIHEro nocTaBLMKa, a Takke perucTpupoBatb U COXPaHSATb [OOKYMEHTUPOBAHHYIO WHopmauuo o
npousoLleaLem.

MpumeyaHne - Cob6CTBEHHOCTb MOTPeObMTENs WNM BHELHEro nocTaBlUMKa MOXET Bkn4yatb B cebs
mMaTepuanbl, KOMIOHEHTbI, MHCTPYMEHTbI 1 060pyAoBaHNE, HEABWKUMOCTb, NHTENNEKTYyarnbHYl0 COBCTBEHHOCTb U
nepcoHarnbHble JaHHbIE.

8.5.4 CoxpaHeHue

OpraHusaums 4OMMKHa COXPaHsiTb BbIXOAbl BO BPEMS NPOM3BOACTBA NPOAYKUMM U NPeaoCTaBneHns ycnyr B
TOW Mepe, HacKomnbKo 3T0 ByaeT HeobxoaAnMbIM Ans obecneyeHnss COOTBETCTBUSI TpeboBaHUSIM.

MpumeyvaHne - CoxpaHeHMe MOXET BKMoYaTb B cebsi MOeHTUMUKaLMIo, NOrpy304YHO-pasrpy3oyHbie paboThl,
npenoTBpaLLeHne 3arpsi3HeHMs, ynakoBbiBaHWE, XpaHEHUE, NepeMeLLEHE UNN TPAHCTIOPTUPOBKY, M 3aLLuUTy.

8.5.5 [leatenbHOCTb NOcne NocTaBku

OpraHusaumsa gomkHa obecneuntb BbINONHEHUE TpeboBaHU K OeATEeNbHOCTU, CBSA3AaHHOW C NPOAYKUMEN U
ycnyramu, nocrne Toro, kak oHu 6binin NnocTaBneHsbl.

Mpn onpegeneHnn obbema Tpebyemon [OesaTEeNbHOCTM MNOCre MOCTaBKWM  OpraHmMsauus  AOSbKHa
paccmaTpuBaThb:

a) 3akoHogaTenbHble 1 HOpMaTMBHbIE NpaBoBble TpeboBaHWS;

b) noTeHumnanbHble HeXenaTenbHble NOCNEACTBUS, CBA3aHHbIE C ee NPoAyKUMEn 1 ycnyramu;

C) XapakTep, Ucrnornb3oBaHWe 1 NpeanonaraemMoe BPeMs XU3HU NPOAYKLMN U YCIyT;

d) TpeboBaHua notpebutenen;

e) obpaTHylo CBA3b C NoTpebuTensmu.

MpumeyaHwue - JeaTenbHOCTb Nocre NoCTaBkM MOXET BKNoYaTb B cebs AeNCTBMSA COrNacHO rapaHTUMHbLIM
0bs3aTenbCcTBam, KOHTpakTHbIM obsizaTenbcTBaM (Takme kak oBcnyxuBaHue) W AONOMHUTENbHbIE YCIyrn, Kak
Hanpumep nepepaboTka Ny OKOHYaTeNbHOE YHUUTOXEHNE.

8.5.6 YnpaBneHne nameHeHMsaMm

OpraHusauus ormkHa aHanM3npoBaTb M3MEHEHMs1 B MPOU3BOACTBE NPOAYKLUM UNN NpeaoCcTaBneHnumn ycnyr
W ynpaBnsiTb UMW B TOW CTEMeHW, Hackonbko 3To 6yaeT Heobxoaumo Anst obecneyeHuss NOCTOSIHHOMO
COOTBETCTBUS TPeBGOBaHMSAM.

OpraHusaums JofbkHa perncTpupoBaTb U COXPaHSTb AOKYMEHTUPOBAHHYIO WHGOPMAaUMIO, OMUCHIBAIOLLYIO
pes3ynbTaTbl aHanu3a U3MeHeHU, cBeeHUs O AOMMKHOCTHBIX NMLAax, CaHKLMOHUPOBAaBLUMX BHECEHUE U3MEHEHMUS,
N Bce HeobxoauMble AeNCTBUS, SBNSIOLLMECS pe3ynbTaToM aHanusa.

8.6 Buinyck npoaykumu u ycnyr

OpraHusaumsa gofmkHa BHeApsATb 3aniaHMpOBaHHbIE MEPONpUATMS Ha COOTBETCTBYIOLMUX dTanax B Lensx
Bepucmkaumm BeliNoNHeHNss TpeboBaHMI K NPOAYKLMMN U yCIyram.

Bbinyck npodykumMm n ycnyr gns notpebutens He OOIMKEH NPOMCXOAWTb OO0 OKOHYaHWs peanu3aumu BCex
3anfnaHUpoBaHHbIX MepOoNpUATUA C YAOBNETBOPUTENbHBIMW pe3yrnbTaTaMu, Kpome Tex Cry4vaeB, Korga 9To
CaHKUMOHMPOBAHO YNOMTHOMOYEHHBIM OPraHoM W/Wnn NMLUOM M1, Koraa 3To NPUMEHNMO, cCaMUM NoTpebutenem.

OpraHusaums [oIbkHa perucTpypoBaTb U COXPaHATb [OKYMEHTUPOBAHHYIO WHAOPMaLMI0O O BbINyCcKe
npoaykuuu u ycnyr. [lokyMmeHTUupoBaHHas UHopMauns AOIMKHA BKNoYaTh:

a) cBMaeTenLCcTBa, AEMOHCTPUPYIOLLME COOTBETCTBUE KPUTEPUAM MPUEMKM;

b) npocnexvBaemMoCTb B OTHOLUEHUM [OSBKHOCTHOIMO nuua (nvuy), CaHKUMOHMpOBAaBLUEro(ux) BbIMNyCK

MPOOYKUMU U YCIyT.
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8.7 YnpaBneHue HeCOOTBETCTBYHOLLUMUN pe3ynbTataMmmn NpoLLeccoB

8.7.1 OpraHuzauusa pomkHa obecneudmBaTb WOAEHTUUKALMIO W ynpaBneHwe pesynbTatamy NpoLeccos,
KOTOpble He COOTBETCTBYIOT TpeboBaHWSAM, B LeNsax NpefoTBpalleHus uxX HenpeaHasHayeHHOro UCMNonb30BaHUA
UNU NOCTaBKM.

OpraHusaumsa gormkHa npegnpyHuMaTb COOTBETCTBYHOLIME AENCTBUSA, UCXOOSA N3 XapaKTepa HECOOTBETCTBMS
N €ero BNUSHMS Ha COOTBETCTBME MPOAYKLMU W yCryr. OTO OOIMKHO MPUMEHATLCSH TakKe K HECOOTBETCTBYHOLLEN
NpoaYKUUM 1 yCryraMm, BbIIBIIEHHBIM NMOCIe NOCTaBKU NPOAYKUMK, B XO04€e UK Nocne npegocTaBneHns YCryr.

OpraHunsaums gosmkHa OCYLLECTBNSATb B OTHOLLEHMN HECOOTBETCTBYIOLLMX pe3yNbTaToB NPOLECCOB OQHO UMK
HECKOJbKO M3 CreayoLwmnx AeACTBUN:

a) KoppekKLuto;

b) oTtoeneHuwe, orpaHuMdeHue pacnpocTpaHeHus, BO3BPaT MWW MPUOCTAHOBKY MOCTaBKW MNPOAYKUMM W
npenocTaBneHns yenyr;

C) nHdopmMmmpoBaHue noTpeburens;

d) nony4yeHue paspeLleHns Ha NPUEMKY C OTKIIOHEHMEM.

lMocne BbLINONMHEHMS KOPPEeKUMM HECOOTBETCTBYIOWMX pe3ynbTaToB MPOLECCOB WX COOTBETCTBME
TpeboBaHMAM JOMKHO ObiTb BEPUMMLMPOBAHO.

8.7.2 OpraHu3sauusi JOIMKHA PErMCTPUPOBATb U COXPaHSTb AOKYMEHTMPOBaHHY MHOPMaL Mo, KoTopas:

a) onncbiBaeT HECOOTBETCTBNE;

b) onnceiBaeT NnpeanpuHATLIE OENCTBUS;

C) onucbIBaeT NoJTy4YeHHbIE pa3peLLeHNst Ha OTKITOHEHWE;

d) ykasbiBaeT MOSIHOMOYHBIA OpraH W/wnu nuuo, NPUHUMAaBLUEE pELUEHNE O AOEWCTBUM B OTHOLUEHMM
HeCoOTBETCTBUS.

9 OueHka pe3ynbTaTtoB AeATENbHOCTU
9.1 MOHUTOPUHT, M3MepeHue, aHanus3 n oueHka

9.1.1 O6wWwMme nonoxeHus

OpraHusauus gormkHa onpeaenunTb:

a) YTO JOMKHO NOAMEXaTb MOHUTOPUHTY U U3MEPEHUSIM;

b) MeToabl MOHUTOPUHIA, M3MEPEHUS, aHanM3a U OLEHKM, HeobxoauMble Ansi oGecnevyeHnst 4OCTOBEPHBIX
pe3ynbTaTos;

C) KOr4a OOSMKHbI NMPOBOAUTLCS MOHUTOPUHT U U3MEPEHUS;

d) korga pesynbTaTbl MOHUTOPUHIA U N3MEPEHUI JOJKHbI ObITb MPOAHANM3NPOBaHbI U OLEHEHbI.

OpraHusaums ormkHa oueHMBaTb pe3ynbTaTbl 4eATeNbHOCTU U Pe3yrbTaTUBHOCTb CUCTEMbI MEHEKMEHTA
KayecTBa.

OpraHu3aums SOmKHa PerMcTpupoBaTh U COXPaHSATb COOTBETCTBYIOLLYIO AOKYMEHTUPOBAHHYIO MHGOPMAaLMIO
Kak CBMAETENbCTBO NOMYYEHHbIX pe3ynbTaToBs.

9.1.2 YOoBNeTBOPEHHOCTL NOTpebuTenen

OpraHusaumsa ormkHa NpoBOAMTE MOHUTOPWHI AaHHbIX, Kacalowmuxcs BOCNpUATUSE NOTPeOUTENAMN CTENEHN
YOOBNETBOPEHUS MX MNOTPebHOCTEN M oxupaHui. OpraHusaums [orkHa onpefenntb MeToAbl NONyYeHus,
MOHWUTOPWHIa 1 aHanuaa aTon nHdopmaumm.

MpumeyaHue - NpuMepbl MOHUTOPUHIA BOCNPUSTUS NOTPEBUTENAMIU MOTYT BKITHOYaTb OMPOC NoTpebutenen,
OT3bIBbl OT NOTpebuTener O MOCTABMEHHbIX MPOAYKLUMW U ycnyrax, BCTPEYM C NoTpedbuTensamu, aHanus Jonm
pbliHKa, 6r1arogapHOCTU, MPETEH3UN MO rapaHTUHLIM 00A3aTeNnbCTBaM M OTYEThI UITEPOB.

9.1.3 AHanus v oLeHkKa

OpraHusaumsi JOfKHa aHanmMsMpoBaTb W OLEHMBATb COOTBETCTBYHLIME [aHHble U MHGOPMaLuio,
MOMNy4YeHHY B XOAE€ MOHUTOPUHIa U NU3MEPEHUS.

PesynbTaTtbl aHanu3a AomkHbl OblTb UCMOSb30BaHbI 41151 OLIEHKN:

a) COOTBETCTBMSA NPOAYKLUNN W YCYT;

b) cteneHn yogoBneTBOpeHHOCTM NoTpebutenen;

C) pe3ynbTaToB AEATENbHOCTU U Pe3yrnbTaTUBHOCTU CUCTEMbI MEHE)KMEHTA Ka4eCTBa;

d) ycnewHoCT/ NnaHMpoBaHus;

€) pe3ynbTaTUBHOCTU AENCTBUIA, NPEANPUHSTLIX B OTHOLUEHWUM PUCKOB 1 BO3MOXHOCTEN,;

f) pesynbTaTtoB 0EeATENBHOCTM BHELLUHUX NOCTABLLMKOB;
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g) NOTPeBHOCTM B yNy4LUEHUSIX CUCTEMbI MEHEKMEHTA KavyecTBa.
MpumeyaHne - MeToabl aHann3a AaHHbIX MOTYT BKIOYaTh B cebs cTaTUCTUYECKME METObI.

9.2 BHyTpeHHuIn ayouT

9.2.1 OpraHusaumsa gormkHa NPoBOANUTL BHYTPEHHME ayauTbl Yepes 3anfaHnpoBaHHbIE MHTEepBalbl BpEMEHU
AN NONy4YeHns nHgopmaLmm, YTo cucTtema MeHeXXMeHTa KavecTaa:

a) COOTBETCTBYET:

1) cobcTBEHHBIM TPeboBaHMAM OpraHn3aunmn K ee cMcTemMe MeHe)KMeHTa KayecTBa;

2) TpeboBaHMAM HaCTOSALWEro CTaHAapTa;

b) pesynbTatMBHO BHeApeHa 1 OYyHKUMOHMPYET.

9.2.2 OpraHunsaums JomxkHa:

a) nnaHuposaTb, paspabaTbiBaTb, peanu3oBbiBaTb W MNOAAEPXKMBaTb B  aKTyanbHOM  COCTOSIHUU
nporpaMmmy(Mbl) ayauToB, BKIOYas NEepUOANYHOCTb U MEeToAbl MPOBEAEHUS ayauTOB, @ Takke OTBETCTBEHHOCTD,
nnaHupyemble Ans nposepkn TpeboBaHWs u nNpegocTaBneHne otyeTHocTw. MNporpamma(mbl) ayantoB ormkHa(bl)
paspabaTtbiBaTbCs C Yy4€TOM BaXXHOCTU MPOBEPSAEMbIX MPOLECCOB, W3MEHEHWW, OKa3blBaloWMX BIUSHME Ha
opraHm3auuio, u pesynbTaToB NpeablayLnx ayanTos;

b) onpegensaTtb kpuTepun ayauta n o6nactb NPOBEPKM ANA KaXKAoro ayauTa;

c) otbupaTb ayouTopoB W MpPOBOAUTbL ayauTbl Tak, 4TOObl obecneumBanacb OOBLEKTUBHOCTb U
GecnpucTpacTHOCTb NpoLecca ayamTa;

d) obecneunBaTtb nepegavy MHOpPMaLMmM O pesynbTaTax ayauTtoB COOTBETCTBYIOLLUMM PYKOBOOUTENSM;

€) OCYLLeCTBMATb COOTBETCTBYIOLLYIO KOPPEKUMIO W KOppekTupylowune aenctBus 6e3 HeobocHOBaHHOM
3a0epXKKu;

f) pernctpupoBaTb M COXpaHATb AOKYMEHTMPOBaHHYIO MH(OpMauUMio Kak CBUOETENbCTBO peanusauum
nporpaMmmbl ayaMTOB U NOMYYEHHbIX Pe3ynbTaToB ayanToB.

MpumeyaHue - Cm. MCO 19011 gns pykoBoacTea.

9.3 AHanu3 co CTOpPOHbI pyKoBoACTBa

9.3.1 O6LWMme nonoxeHus

Bhiclwee pykoBOACTBO HAOMKHO aHanuM3vpoBaTb Yepes 3annaHMpOBaHHble MHTEpBasibl BPEMEHU CUCTEMY
MeHe)KMeHTa KayecTBa B LieNnsix obecneyeHns ee NOCTOSAHHOW NPUrOAHOCTUN, afeKBaTHOCTMW, Pe3ynbTaTUBHOCTU U
COrnacoBaHHOCTM CO CTpaTermyecknm HanpaBneHuemM opraHu3aumu.

9.3.2 BxogHble faHHble aHanu3a co CTOPOHbI PYKOBOACTBA

AHanmM3 co CTOpOHbI PYKOBOACTBA AOMMKEH NIaHMpoBaTbCs U BKIKOYaThL B ce6A pacCMOTpeHue:

a) cTaTyca 4EeNCTBUN NO pe3ynbTaTam NpeablayLmnx aHanmn3oB CO CTOPOHbI PYKOBOACTBA;

b) N3MEeHEeHUN BO BHELIHMX 1 BHYTPEHHNX (hakTopax, KacarLMXCS CUCTEMbI MEHEKMEHTA KavyecTBa;

C) WMHopMauum o pesynbTaTax AEATENbHOCTU U pPe3ynbTaTMBHOCTU CUCTEMbI MEHEKMEHTa KayecTBa,
BKITOYasA TEHAEHLMM, OTHOCALLMNECS:

1) K yAOBNETBOPEHHOCTM NOTPEOUTENEN N OT3bIBAM OT COOTBETCTBYHOLLUX 3aMHTEPECOBAHHbBIX CTOPOH;

2) cTeneHu JOCTUXKEHUS Lienen B obnacTu kavyecTBa;

3) nokasaTensam NpoLEeccoB N COOTBETCTBUIO NPOAYKLUN U YCYT;

4) HeCOOTBETCTBMSAM 1 KOPPEKTUPYIOLLNM OEACTBUAM;

5) pesynbTaTtam MOHUTOPUHIa U U3MEPEHUN;

6) pesynbTatam ayamTos;

7) pesynbTaTam OeATeNbHOCTU BHELLUHUX MOCTaBLLMKOB;

d) OCTaTOYHOCTM PECYPCOB;

€) pe3ynbTaTUBHOCTU OENCTBUIA, NPEANPUHSTLIX B OTHOLLEHMW PUCKOB Y BO3MOXHOCTEN (CM. 6.1);

f) BO3MOXHOCTAM AN yNny4LleHuns.

9.3.3 BbIxogHble AaHHble aHanm3a co CTOPOHbI PYKOBOACTBA

BbixogHble JaHHble aHanmM3a Cco CTOPOHblI PYKOBOACTBA AOSKHbI BKMoYaTh B ce0S pelleHuss u OercTeus,
OoTHOcCSLLMeCS::

a) K BO3MOXHOCTAM AN yNy4dLlleHuns;

b) ntobbIM HEOBXOONMBIM U3MEHEHUSAM CUCTEMBI MEHEXKMEHTA KA4ecTBa;

C) noTpebHOCTU B pecypcax.

OpraHunsaumsi 4ofmKHA PerMcTpmMpoBaTh U COXPaHATb AOKYMEHTMPOBAHHYO MHGPOPMaLMIO Kak CBUAETENLCTBO
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pes3ynbTaToB aHann3oB CO CTOPOHbI PYKOBOACTBA.
10 YnyyweHnue

10.1 O6wWMme nonoxeHns

OpraHusaumsi OomkHa onpegensate U BbiOMpaTb BO3MOXHOCTU  OSIA YIyYLWIEHUS U OCYLLECTBNATb
HeobxoauMble OeNCTBUS ANS BbINOMHEHM TpeboBaHUI NoTpeduTenern U NoBbILLEHWS UX YAOBNETBOPEHHOCTMU.

OTO0 AOMKHO BKNOYATh:

a) ynydlweHne npoAyKUMM W YCNyr B LEensX BbIMONHEHUA TpeboBaHWMiA, a Takke ydeta Oyaywmx
NnoTpebHOCTEN 1 OXMOAHUN;

b) koppekumio, npegoTBpaLLeHNEe UNN CHUXKEHNE BNUSIHUSA HeXenaTernbHbIX BO3AENCTBUN,

C) ynyylleHne pe3ynbTaToB AeATENbHOCTU N pe3ynbTaTUBHOCTU CUCTEMbI MEHEPKMEHTA KayecTsa.

MpumeyaHue - MNMpuMepbl yny4ylleHnsa MOryT BKIoYaTb KOPPEKLMIO, KOppEKTUpyoLLee AeNCTBUE, NOCTOSTHHOE
ynyJlleHue, NpopbIBHOE U3MEHEHUE, MHHOBALMIO 1 peopraHu3auumio.

10.2 HecooTBeTCTBUSA 1 KOPPEKTUPYIOLLME OENCTBUSA

10.2.1 lNMpwn nosiBNEHNN HECOOTBETCTBUI, B TOM YMCIE CBSA3AHHbIX C NPETEH3NAMU, OpraHmn3aumnsa OSmKHa:

a) pearnpoBaTb Ha JaHHOE HECOOTBETCTBME U HACKONBbKO NPUMEHMMO:

1) NnpegnpvHUMaTh AEWCTBUS NO YNPaBIEHUIO N KOPPEKLMM BbISIBMIEHHOrO HECOOTBETCTBUS;

2) npeanpuHMMaTh AeACTBUSI B OTHOLLEHMM NOCNEACTBUN AAaHHOIO HECOOTBETCTBUS;

b) oueHnBaTb HEOOXOAMMOCTb AENCTBMI MO YCTPAHEHWIO MPUYMH OAHHOIO HECOOTBETCTBMSA C TEM, YTOObI
n3bexartb ero NOBTOPHOro NOSBEHMS UM NOSIBIIEHUS B APYrOM MecTe NocpeacTBOM:

1) aHann3a HeCoOoTBETCTBYS;

2) onpegeneHuns NpuYmnH, Bbi3BaBLUMX NOSIBIIEHNE HECOOTBETCTBUS;

3) onpeaeneHnst HanMYnsg aHanorMyHoro HeCOOTBETCTBUST UMM BO3MOXHOCTM €ro BO3HWKHOBEHUS roe-nnbo
ewe;

C) BbIMOSHATL BCe HeobXxoaMMble OENCTBUS;

d) npoaHanuaupoBaTb pe3ynbTaTUBHOCTb KaXoro NpeanpuHATOrO KOPPEKTUPYHOLLEro 4enCcTBIUS;

€) aKTyanuampoBaTb Npu HEOOXOAMMOCTM PUCKM U BO3MOXHOCTU, OnpeAeneHHbIe B Xo4e NITaHNPOBaHUS;

f) BHOCUTb NpY HEOOXOAMMOCTM U3MEHEHNSI B CUCTEMY MEHEPKMEHTa Ka4yecTBa.

KoppekTtupytoLine nenctenst 40MKHbl COOTBETCTBOBATbL NOCHEACTBUAM BbISIBIIEHHbIX HECOOTBETCTBUNA.

10.2.2 OpraHusauusa OomkHa perncTtpupoBaTb U COXPaHATb [AOKYMEHTUPOBAHHYO WHGOPMaLMo Kak
CBMOETENbLCTBO:

a) xapakTepa BbISIBNIEHHbIX HECOOTBETCTBUIA M NOCNEAYIOLWLNX NPEANPUHATBIX AENCTBUMN;

b) pe3ynbTaToB BCEX KOPPEKTMPYHOLLUX AEACTBUN.

10.3 MNMocTosHHOE yny4lleHne

OpraHunsaumst gomkHa MOCTOSIHHO ynyyllaTbh NPUroAHOCTb, afeKBAaTHOCTb M Pe3yrnbTaTUBHOCTb CUCTEMBI
MEeHe)KMEeHTa KayecTBa.

OpraHusauma OofkHa paccmaTpuBaTb pesynbTaTbl aHanu3a U OLEHKW, BbIXOAHbIE [AaHHble aHanusa co

CTOPOHbI pPYyKOBOACTBA, 4YTOObI onpenenntb, WMeEKTCA Jn ﬂOTpe6HOCTI/I mnn BO3MOXHOCTHU, Tpe6ytoume
paccMOTpeHna B Ka4eCTBe Mep No NOCTOAHHOMY YIy4LllEeHUIO.

MpunoxeHue A
(cnpaBo4Hoe)
PA3SbACHEHWE HOBOW CTPYKTYPbI, TEPMVHONOMM 1 MOHATUI
A.1 CTpykTypa n TepMnHONOrus

CTpyKkTypa pa3gernos (T.e. nocnefoBaTenlbHOCTL pa3dernoB) U YacTb TEPMUHONOTMN HACTOSILLErO CTaHAapTa
no cpaBHeHuio ¢ npeabigywen sepcuen (MCO 9001:2008) ObiNM M3MEHEHBI B LIENSIX YIYYLWEHUS CTPYKTYPHOM
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COBMECTMMOCTU C APYrMMy CTaHAapTaMu Ha CUCTEMbI MEHEXKMEHTA.

B HacTodwem cTaHaapTe He coaepXuTcs TpeboBaHusi O NPUMEHEHUN €ro CTPYKTYpPbl U TEPMUHOMOrMM K
OOKYMEHTUPOBAHHOW MHGOPMALMM CUCTEMbI MEHEXKMEHTA KaueCTBa OpraHnsaunu.

[daHHaa cTpykTypa pas3genoB npegHasHayeHa B Oomnblierr Mepe Ana obecnevyeHus cornacoBaHHOro
n3noxeHnss TpeboBaHuW, YyeM AOns TOro, 4YtoObl ObiTb MOAENbK AN OOKYMEHTUPOBAHUSA MOSNUTUK, Lenen u
npoueccoB opraHusaumn. CTpyKkTypa 1 cogep)aHne OOKYMEHTUPOBAHHOM MHOPMaLMN, OTHOCSILLIENCS K CUCTeEMe
MeHeIKMeHTa Ka4yecTBa, 4acTo MOryT ObiTb 6onee noaxoasaLwmMmm s nonb3oBaTenemn, ecrv A0KYMeEHTMpOBaHHas
MHpopMaunsi OTHOCUTCA Kak K npoueccaM, (YHKLUMOHMPYOLWMM B OpraHu3auum, Tak M K WHGopmaumm,
NPUMEHSEMON ONs ApYrux Lenemn.

YTto6bl ycTaHaBnuBaTh TPeOOBaHMSA K CUCTEME MEHEeI)KMEHTa KayecTBa, BOBCE He 006s13aTeNbHO TEPMUHbI,
ucnonb3yemble opraHusaumen, 3ameHaTb TeEpMUHAMK, UCMOMNb3yeMbiMM B HacTosileM ctaHaapte. OpraHusaumm
MOrYT UCNONb30BaTb TEPMUHbI, KOTOPbIE OHW COYTYT Gonee NOAXOAAWMMN ANA CBOEN AeATENbHOCTU (Hanpumep,
MCnonb3oBaTb TEPMUHbI "3anucun”, "gokymeHTaums", "npoTokonsl", a He "AOKYMEHTMpPOBaHHast MHopmauna", unm
ucnonb3oBaTb "noctaBwuk”, "naptHep", "npogasey”, a He "BHeWHuN noctaBwuk"'). B Tabnuue A.1 nokasaHbl
OCHOBHble pas3nuuusa B TEPMUHOMOrMM mexay HacTosien Bepcuen ctaHgapta MICO 9001 m ero npeabigylien
BEPCUEN.

Tabnuua A.1 - OcHoBHble pasnunyus B TepMuHonorun mexay MCO 9001:2008 n MCO 9001:2015

NCO 9001:2008 NCO 9001:2015

Mpoaykuwms Mpoaykuwns n ycnyru

WckrntoveHuns He npumeHsieTca
(Cm. MpunoxeHune A5 ans NOSICHEHUN,
KacaloLLMxcsa NPUMEHMMOCTI)

MpencraBuTens pykoBoACTBa He npumeHseTca

(AHanornyHble OTBETCTBEHHOCTb W MOSIHOMOYUS
YCTaHOBMEHbI, HO HeT TpeboBaHWs B OTHOLUEHMU
€OWHCTBEHHOro NpeacTaBMTeNns pykoBOACTBA)

,D,OKyMeHTaLI,I/IFI, PyKOBOACTBO no Ka4yecTBy, ﬂ,OKyMeHTMpOBaHHaﬂ VIH(*)OpMaLI,I/IFI
OOKYMEeHTUpOBaHHble npoueaypbl, 3anncu

MponsBoacTBeHHas cpena Cpena ons pyHKLUMOHMPOBAHMSA NPOLIECCOB
O6opynoBaHue s MOHUTOPWHIA U U3MEPEHUI Pecypcbl 4ns MOHUTOPWHIa N namepeHumn
3akynneHHasa npoayKums BHelwHe nocTaBnsieMble NPOAYKUUSA U YCIyrn
MNocTaBLuk BHewHnn noctaBwmK

A.2 MNpoaykumsa n yecnyrm

B NCO 9001:2008 ucnonb3oBarncst TepMUH "Mpoaykums" Ons oxeaTa BCEX KaTeropui BbIXOAOB. B gaHHoM
BEPCUM HaCTOsILLLEro CTaHgapTa WCMNOmb3yeTcsi CrnoBocodeTaHue "mpoaykumst u ycnyrn". CnoBocoyeTaHue
"mpogykumsi n ycnyrn" oxBaTbiBaeT BCE KaTeropum BbIXOAOB (TEXHWYECKME CpencTBa, YCNyru, NporpamMmHble
cpencTtBa u nepepabaTbiBaeMble maTepuansi).

CneumanbHoe BkNtoveHMe "ycnyr" npegHasHadeHo pAnis TOoro, 4ToObl BbIAENWTL  Pasnuuns  Mexay
npoayKkuuen n ycnyramm npyv NpUMeHeHnM HeKoTopbix TpeboBaHuiA. XapakTepHoi 0COBEHHOCTLIO YCIyr siBNseTCs
TO, 4YTO, MO MeHbLUEeA Mepe, 4YacTb BbIXO4a MONy4YaeTcsas NpW  HEMOCPeACTBEHHOM B3aUMOLEWCTBUN C
notpebutenem. ATo o3Ha4aeT, HaNpMMep, YTO COOTBETCTBMNE TPeOOBaHMAM He Bcerga MoXeT ObiTb NoaTBEPXKAEHO
00 3aBepLUEHUS NPeAOCTaBNEHMS YCITYTU.

B 6onbwuHcTBe cnydaeB "npogykums" u "ycryrn" MCNonb3ylTcs COBMECTHO. BOMbLUMHCTBO BbLIXOOOB,
KOTOpble OpraHu3auMs nocTaensieT MNOTPEOUTENAM WM KOTOPble WM MNOCTAaBMAT BHELWHWE MOCTaBLUMKK,
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BKIMIOYAIOT Kak NpoayKuMio, Tak M ycnyru. Hanpumep, matepuanbHas unuv HemartepuanbHas npoaykuusi MOXeT
MMETb HEKOTOPYI0 CBA3AHHYHD C HeW YChyry, Wnu ycryra MOXeT WMeTb HEKOTOPYH CBSI3aHHYI0 C Hew
MaTepuanbHylo U HemaTepuanbHylo NPOAYKLNIO.

A.3 lNoHnmaHne NoTpebHOCTEN U OXNOAHUA 3aUHTEPECOBAHHLIX CTOPOH

Moppaszgen 4.2 cooepxuT TpeboBaHUS K opraHnsauum onpeaensTb 3anHTepecoBaHHble CTOPOHbI, KOTOpble
MUMEIOT OTHOLLEHUE K CUCTEME MEHEKMEHTa KayecTBa, U TpeboBaHUA 3TUX 3aUHTEPECOBaHHbLIX CTOPOH. OgHako
nogpasgen 4.2 He nogpasymeBaeT paclumpeHne TpeboBaHnin CMCTEMbI MEHE)KMEHTa KayecTBa 3a paMku obnactu
NPUMEHeHNs1 HacTosiero craHgapTa. Kak yctaHoBneHo B "O6nactu npumMeHeHus" HacTOAWMK CcTaHgapT
nNpMMeHseTca Toraa, Korga opraHnsauMm HeobxoaMMO NPOAEMOHCTPUPOBATL CBOK CMOCOBHOCTb HA NOCTOSIHHOM
OCHOBe obecrneynBaTb MOCTaBKY MPOAYKLMM U yCnyr, oTBevarLmx TpeboBaHuamM notpebutenen n npuMmeHnmbIM
3aKkoHodaTenbHbIM M HOPMATUBHBIM  MNPaBOBbIM  TPeOOBaHUAM, W HAUENEeHHOCTb Ha  MOBbILEHUE
YAOBNETBOPEHHOCTN NoTpebuTtenen.

B HacTosiwem ctaHgapTe HeT TpeboBaHusa 0 TOM, YTODObI OpraHn3auus paccMmaTpvsana 3anHTepecoBaHHbIe
CTOPOHbI, KOTOpble He ObINM onpefeneHbl AaHHOW OopraHuM3auven Kak MMetlolmMe OTHOLLEHWE K ee CUCTeEMe
MeHemXMeHTa kadyectBa. OpraHusauusi cama peluaeT, OTHOCWUTCA nu Kakoe-nnbo KOHKpeTHoe TpeboBaHue
COOTBETCTBYHLLEW CTOPOHBI K €8 CUCTEME MEHE)KMEHTa KayecTBa.

A.4 PUCK-OpMEHTMPOBAHHOE MbILLMIEHNE

KoHuenuns puck-opMeHTUPOBAHHOIO MbILIIEHNS NPOCMeXMBanacb M B Npeabiaylien BepCun HacTOSLLEro
CTaHdapTa, Hanpumep, 4Yepe3 TpeboBaHUS K MMaHUPOBAHMIO, aHanuM3y W ynydwexuto. Hactoawwmi craHgapt
yCTaHaBnvBaeT Ans opraHusaumm TpeboBaHme noHUmaTh ee cpedy (CM. 4.1) n onpegensaTb PUCKKU, Kak OCHOBY Ans
nnaHuposaHusa (cMm. 6.1). OTO oTpaxaeT NPUMEHEHME PUCK-OPUEHTUPOBAHHOIO MbILWMEHUSA ANS NIaHUPOBaHUA U
BHEOPEHMS MPOLLEeCCOB CUCTEMbl MEHeaXmeHTa kadectsa (cm. 4.4) n BygeT nomoratb B onpegeneHun obbema
OOKYMEHTUPOBAHHOW MHpopMauuu.

OpHa n3 KNYeBbIX Lenen CUCTEMbl MEHE)KMEHTA KayecTBa COCTOUT B TOM, YTOObI OHa AelcTBOBana Kak
WHCTPYMEHT npepynpexgeHust. NoaToMy HacTosAWMIA CTanHO4apT HEe UMEeeT OTAEeNbHOro pasfdena WM NyHKTa no
npegynpexgawwmm gencteuaM. [MoHATME npeaynpexpalowero OencTBUSA BbIPAaXEHO 4Yepe3 UCMNOoNb30oBaHue
PUCK-OPMEHTMPOBAHHOIO MbILLIIEHUS NPU POPMYNMPOBKE TPEOOBaHUI K CUCTEME MEHEPKMEHTa KayecTBa.

Puck-opreHTMpoBaHHOE MbILLNEHME, NPUMEHSIEMOE B HacTosILLeM CTaHAapTe, CNocobCTBOBario HEKOTOPOMY
coKpalleHuo TpeboBaHMI NpeanuchiBaloLLErO XapakTepa 1 Ux 3ameHe TpeboBaHWSIMM ONUCLIBAIOLLENO Xapakrepa.
Hactoswun craHgapt 6onee yHuepcaneH, yem MCO 9001:2008, B OTHOWeEHMM TpeboBaHWM K mpoLeccam,
OOKYMEHTUPOBAHHOW MHpOpMaLun 1 pacrnpeaeneHnio OTBETCTBEHHOCTM B OpraHv3aunm.

HecmoTpst Ha To 4TO 6.1 yKasbiBaeT, YTO OpraHu3auMs OOSbKHa nnaHMpoBaTb AENCTBMS B OTHOLUEHMM
puCKOB, CTaHAapT He TpebyeT hopmMann3oBaHHbIX METOOOB MEHeAXXMeHTa PUCKOB UMW AOKYMEHTUPOBAHHOMO
npouecca MeHemkmeHTa puckoB. OpraHusaumm MOryT pelwaTb crnegyet nu paspabatbiBaTtb 6onee obLMpHYHO
MEeTOAOMOMMI0 MeHe)KMeHTa pucka, Yem TpebyeTcs HacToAWMM CTaH4apTOM, Hanpumep, 3a cYeT NpuMeHeHus
OPYrMX pyKOBOOSALLMX YKa3aHUA v CTaHOapToB.

He Bce npouecchl CUCTEMbI MEHEPKMEHTa KayecTBa 00nafatoT OOUHAKOBLIM YPOBHEM pUCKA B OTHOLLEHMWM
CNocoBHOCTM OpraHM3aLun ocTuratb CBOMX LEenen, U BIUSIHUE HEeoNnpenenieHHOCTU He SBMAeTCS OOMHAKOBbLIM
Onst  opraHusauun. B cooTBeTcTBMM C TpeboBaHusiMu 6.1 opraHuM3aumsi OTBETCTBEHHA 3a MNPUMEHEHWEe
PUCK-OPMEHTMPOBAHHOIO MbILIMNEHMS UM 33 LENCTBMS B OTHOLLUEHWM puUcKa, B TOM 4ucne LenecoobpasHoCTb
pernctpaumMm M COXpaHeHWst OOKYMEHTMPOBaHHOW WHAOpMaLMn Kak CBuaeTenbCTBa OMNpeAeneHus pUCKoB
opraHusauuen.

A.5 lNpumeHnmMocTb

Mpwv onpeaeneHn NPUMEHUMOCTH TpeboBaHWI CTaHgapTa K CUCTEME MEHEKMEHTa KavyecTBa opraHusaumm
HacTosILUMA cTaHOApPT He AenaeT CCblkM Ha "MckniodeHus". TeM He MeHee opraHu3aums MOXeT NpoBOAWTb
aHanu3 NpMMeEHNMOCTM TpeboBaHWI C y4ETOM pasMepa Unu CMOXHOCTU OpraHu3aLmm, UCNonb3yeMown el Moaenu
MeHeKMeHTa, 06nacTu AenaTenbHOCTU OpraHn3aLmnm U xapaktepa ee yYUTblBaeMbIX PUCKOB Y BO3MOXHOCTEN.

TpeboBaHusi K MPUMEHMMOCTU paccmaTpuBaloTcs B nogpasgene 4.3, onpeaensiollem Ycrosus, npu
KOTOPbIX OpraHM3aLusi MOXeT NPUHATb PeLleHne 0 TOM, YTO TpeboBaHne He MOXET BbITb NPUMEHEHO HU K OOHOMY
13 NPOLECCOB B paMkax 0brnactu npyMeHeHWsi CUCTEMbl MEHEKMEHTa kadecTBa. OpraHM3aumus MOXeT NpuHUMaTh
pelleHne o ToM, YTo TpeboBaHVe He MPUMEHSIETCS, TOMbKO €Cnu 3TO pelleHne He MpuBeAeT K HecnocobHoCTU
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obecneuntb COOTBETCTBME NPOAYKLUN N YCAIYT.
A.6 [lokymeHTMpoBaHHasa UHgopmaLus

Kak coctaBnsiowas 4Yactb obecrnedeHus COBMECTMMOCTM C ApPYrMMM  CTaHgapTamMu Ha CUCTEMBI
MeHempKMeHTa obwun pasgen, kacawwwmnca "[JOKYMEHTUPOBaHHOW uHdopMaumu”, Obin  nNpuHAT  6e3
3HAYUTENbHOrO U3MEHeHMs unu gobaeneHusa (cm. 7.5). Tam, roe BO3MOXHO, TEKCT HacToswero ctaHgapta Obin
cornacoBaH c TpeboBaHuMaAMM 3TOro pasgena. B cuny aTtoro TepmMuH "goOKymMeHTMpoBaHHast uHdopmauma”
MCMnonb3yeTcsi BO BCeX TpeDbOBaHUAX, OTHOCALLMXCS K AOKYMEHTaM.

Tam, roe B MCO 9001:2008 wucnonb3oBanucb creyuanbHble TEPMUHbI, TakuMe Kak "OOKYMEeHT" wunm
"NOKYMEHTUPOBaHHbIEe npoueaypbl”, "pykoBOACTBO MO kayecTBY" unu "nnaH kadyectsa", B HacTosALlEen Bepcun
cTaHgapTa onpegeneHbl TpeboBaHua Kk "pa3paboTke, akTyanu3auum U MPUMEHEHUI0 OOKYMEHTUPOBAHHOW
nHdopmaummn”.

Tam, rae 8 UCO 9001:2008 ncnonb3osarncsa TepMyH "3anmcn” ans o603HaveHns 4OKYyMEHTOB, He06XoaNMbIX
ONs  NpeacTtaBneHus  CBMAETenbCTBA COOTBETCTBUSA TpeboBaHusaM, Tenepb ucnonbdyetcsa TpeboBaHue
"perncTpupoBaTtb M COXPaHATb OOKYMEHTUPOBaHHYK MHpopmaunio". OpraHnsaums HeceT OTBETCTBEHHOCTb 3a
onpegerneHne Toro, kakas JOKYMEHTUpOBaHHas UHdopmauns formkHa ObiTb 3aperncTtpMpoBaHa M CoXpaHeHa, B
TEeYeHne Kakoro nepmoaa BPEMEHU U Kakme cpeacTsa 6yaoyT Ucnonb3oBaHbl 4N 3TOro.

TpeboBaHne no "paspaboTke, akTyanusaumm W MNPUMEHEHUIO" OOKYMEHTUPOBAHHOW WHGOPMaUMKM He
UCKMIOYaeT BO3MOXHOCTM TOro, YTO OpraHvM3aumMsi MOXeT Takke "peructpypoBatb W COXpaHATb" 3Ty
OOKYMEHTUPOBAHHYH UWHOPMaUMIO ANst  KOHKPETHbIX Lenen, Hanpumep, pPerncTpupoBaTb M COXpPaHATb
npeablayLine Bepcumn nHpopmaumm.

Tawm, rge HacToALWMI CTaHAapT cebinaeTcs Ha "nHopmaumio”, a He Ha "OOKYMEHTUPOBaHHYIO MHopmaumo”
(Hanpumep, B nogpasgene 4.1: "OpraHnsaumnsa OorkHa OCYLECTBAATbe MOHUTOPUHN U aHanu3 uHdgopmMauun ob
3TUX BHELWHWX W BHYTPEHHWX akTopax"”), HeT TpeboBaHusa, 4YTO 9Ta WHoOpmaums [ormkHa ObiTb
OOKYMEHTUPOBaHHOW. B Takmx cnyyasix opraHusaumss MOXET peLlnTb, SBNAETCA NM 3TO HeobxoaumbiM uUnu
YMECTHbIM A51a pa3paboTku, akTyanusaumm u NpUMEHEeHNsa AOKYMEHTUPOBAHHOW MHGbOpMaLuu.

A.7 3HaHus opraHmnsauumn

MyHKT 7.1.6 HacTosLlero ctaHgapTa cBsidaH C MOTPEOHOCTbIO OMpefenuTb U OCYLLECTBMATE MEHEMKMEHT
3HaHWI, NogaepXMBaeMblX opraHusaumen, ona obecnedveHms OYHKUMOHUPOBAHMS ee NMPOLLEeCCOB U OOCTUXEHMS
COOTBETCTBUSA NPOAYKLUUN N YCIIYT.

TpeboBaHus, OTHOCALMECS K 3HAHUAM OpraHmn3aLmm, Obinn BBEAEHbI C LESbio:

a) 3aMTbl OpraHu3auumn oT NOTepPU 3HaHWI, HaNpuMep n3-3a:

- TeKy4YecTu Kagpos;

- HEBO3MOXXHOCTM NOSydeHnss 1 obmeHa MHdopmauuen;

b) cTumynupoBaHusi opraHnsaumm K NpuodpeTeHnI0 3HaHWI, HanNpuMep, Ha OCHOBE:

- 06y4yeHus Ha COBCTBEHHOM OMbITE;

- HACTaBHMYECTBa;

- U3y4eHuns Ny4yLlero onbITa.

A.8 YHpaBneHme npoueccamu, ﬂpOﬂyKLl,I/IGVI n ycnyramm, noctaBndemMbiMn BHELLUHNMU NMOCTaBLLUKaMUN

Bce dhopmbl BHELLIHMX MOCTaBOK MPOLECCOoB, NPOAYKLMM U YCNYr PacCMOTPEHbI B 8.4, Hanpumep:

a) 3aKynmneHHble Y MOCTaBLLMKa;

b) nonyyeHHble NO cornalleHnto ¢ KOMNaHuen-NapTHeEPOM;

C) NonyYeHHbIe OT BHELLHEro NocTaBLLUMKa Ha OCHOBE ayTCOpPCHHIa NpoLeCCoB.

AyTCcOpCUHr Bcerga obrnagaeT OCHOBHOWM XapaKTEPUCTMKOWM YCMyri, MOCKOMbKY MMEET Mo KpaHen Mepe OavH
BVA AEATENbHOCTM, ANS BbIMONIHEHMS KOTOPOro He0H6Xxo4UMO B3anMOAENCTBME NOCTAaBLLUMKA M OpraHu3aumm.

CpeqncTBa ynpaBneHust BHELLHUMM MOCTaBKaMn MOTYT LLIMPOKO BapbMpOBaTbCs B 3aBMCUMOCTU OT Xapakrtepa
npoueccos, npoaykuun u ycnyr. OpraHusauus MOXeT MPUMEHATb PUCK-OPUEHTUPOBAHHOE MbIlLNeHne And
onpefeneHusa Buaa u CpeAcTB ynpaBreHus, Noaxoaswux Ans KOHKPETHOro BHELUHEro MocTaBlUMKa W BHELLHE
nocTaBnsieMblX NPOLECCOB, NPOAYKLUN N YCIIYr.
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MpunoxeHne B
(cnpaBo4HoE)

AOPYITME MEXOYHAPOOHLIE CTAHOAPTDI
B OBJIACTU MEHEOXMEHTA KAYECTBA 1 HA CUCTEMblI MEHEOXMEHTA
KAYECTBA, PABPABOTAHHbBLIE NCO/TK 176

MexayHapodHble CcTaHAapTbl, OMUCaHWe KOTOPbIX MPUMBOAMTCA B HACTOALWEM MpuUnoxeHuu, 6binu
paspaboTtaHbl TexHudeckum komuteTom WCO/TK 176 ana npepoctaBneHus BcnoMoratenbHon uHdopmaumm
opraHm3aumsmM, KOTOpble MPUMEHSIOT HACTOSAWMW CTaH4apT, M ANs NpefocTaBneHus PYKOBOASALMX YyKa3aHUn
opraHmsaumam, CTpemMsWMMCs MpeB3onTn ero TpebosaHus. PykoBoaswme ykasaHua wunu  TpeboBaHus,
copepXawmecs B JOKyMEHTaX, MePEeYNCIIEHHbIX B 3TOM MPUMOXEHNUW, HE AOMOMHSAT U HE U3MEHAT TpeboBaHus
HacTosLLero craHgapTa.

Tabnuua B.1 nokasbiBaeT B3aMMOCBA3b MeXAy 3TWMM CTaHgapTamy U COOTBETCTBYOLMMW pasgenamu
HacTosLLero cTaHgapTa.

HacTosilwee npunoxeHve He COOEPXUT CCbIIKM Ha oTpacfieBble CTaHAapTbl HA CUCTEMbl MeHeIKMEeHTa
KayecTBa, pa3paboTaHHble TexHu4Yecknum kommtetom MCO/TK 176.

Hactosawwun ctaHgapT SBNsSeTcsa OAHWM U3 Tpex OCHOBoMonaratwwmx ctaHaapTos, pa3pabotaHHbix MCO/TK
176.

MCO 9000 Cunctembl mMeHepxmeHTa kadectBa. OCHOBHble MOMOXEHWS W CroBapb CO34aeT OCHOBbI AN
Haanexallero NoHMMaHusa 1 BHeAPEeHUs HacToswero ctaHgapra. [NpuHumnel MeHeMKMeHTa kadecTsa, nogpobHoe
onuncaHue kotopbix gaetcsa B MCO 9000, 6binm yuTeHsl B npouecce pa3paboTkm HacToswero ctaHgapTta. Camu atn
MPUHUMMBLI He SBNATCA TpeboBaHMAMKW, HO OHU OPMUPYIOT OCHOBY ANa Tex TpeboBaHwuh, KoTopble
ycTaHaBnmBaeT HactoAwmn crtaHgapt. MCO 9000 Takke onpegenseT TEPMUHbl, onpederneHnss U OCHOBHblE
MOHATUSA, NCNOSb3yeMble B HACTOsLLEM CTaHAapTe.

MCO 9001 (HacToAwmMIi cTaHOapT) ycTaHaBnvBaeT TpebOoBaHWs, HanpaBneHHble TMaBHbIM 0O6pasom Ha
co3jaHve [oBepus K NPOAyKUMM W ycnyram, npegnaraeMbiM oOpraHu3auuen, W, MOCPeACTBOM 3TOro, Ha
NoBbILLEHNE YOOBMETBOPEHHOCTM noTpebuTtenen. MOXHO Takke OXuaaTb, YTO Hagnexailee BHeApeHMe 3TOro
CTaHoapTa npvHeceT JpyrMe BbIroAbl AN OpraHv3auun, TakMe KakK YNyyleHHbIA BHYTPEeHHUA obmeH
nHdopmaumen, nydlee NOHNMaHWe 1 ynpasneHue npoueccamy opraHMsaumn.

NMCO 9004 MeHemKMeHT AOns JOCTUXKEHUS YCTOMYMBOIO ycrnexa opraHusauun. [logxog Ha OCHOBe
MEHe[XMeHTa KayecTBa COAEPXKUT PYKOBOASLIME YKasaHWs ANS OpraHu3auun, CTPEeMSLLMXCH NPeB30ONTH
TpeboBaHWsa HacTosILLEero cTaHaapTa, oxBaTbliBas bonee LMPOKUIA CNEKTP BONPOCOB C TEM, YTOObI 3TO MOTTO BECTH
K ynyJLleHuio obwux pesynbTaTtoB gestensHocTn opraHm3aumm. MCO 9004 BknoyaeT MeToamnyeckoe pykoBOACTBO
no camooueHKke C TeMm, 4Tobbl opraHM3auun MMenuM BO3MOXHOCTb OLEHMBAaTb YPOBEHb 3PENoCTUM CBOUX CUCTEM
MEeHeKMeHTa KavyecTBa.

MexayHapoaHble CTaHAapTbl, ONWCaHHbIE HWbKe, MOTYT MOMOYb OpraHvM3auusaM, KOrda OHW BHEAPST unn
CTPEMSATCS YNy4LWUTb CBOM CUCTEMbI MEHE)KMEHTA KayecTBa, NpoLecChl Nnu BUAbI AeATENbHOCTH.

MCO 10001 MeHemXmeHT. YOOBNETBOPEHHOCTb MNoTpebutenen. PykoBogsime ykaszaHus MO MpaBuiam
noBeAeHVs ANA OpraHnsauui CNyXuT ONs opraHvM3auvMu pykoBOACTBOM B OMpeAerieHvMu Toro, YTO ee Mepbl Mo
obecrneyeHnio yAOBNETBOPEHHOCTU NOTpebuTenen oTBevalT WX MNoTpebHocTAM M oxupaHuam. [MpumeHeHne
CTaHdapTa MOXeT MOBbICMTb AOBepue notpebutenen K opraHvsauum M ynyywutb MOHUMMaHWE noTpedbuTensmu
TOrO, YTO OHW MOTYT OXMAATb OT OpraHn3aLun, TEM CaMbIM CHWXKas BEPOATHOCTb HEAOPa3yMEHU U NPETEH3WN.

NMCO 10002 MeHemKXMeHT KayecTBa. YOOBNETBOPEHHOCTb noTpebutenen. PykosBogswume ykasaHnus Mo
yNpaBfeHnto NPeTeH3nsaIMn B OpraHu3aumsx CIyKUT PYKOBOACTBOM MO Mpoueccy obpalleHusi ¢ npeTeH3nsaMmu
yepes Mpu3HaHMe U N3yYyeHne NoTpebHOCTEN M OXUOAHWUN CTOPOH, ObpaLlalLWnXCs C NPETEH3NAMMN, U NMPUHATUS
peLleHnn No pa3peLleHnto BONPOCOB, CBA3aHHbIX C npeTeH3namn. OH obecneunBaeT OTKPbIThIN, pe3ynbTaTUBHbIN
M NPOCTON AN NPUMEHEHNS NPOLECC, BKIHOYaloLWmi NoaroToBKy nepcoHana. OH Takke MOXeT MCMOoNb30BaTbCs B
KayecTBe pyKOBOACTBA ManbiMu NPeAnpUAaTUSAMU.

MCO 10003 MeHemKMeHT KayecTBa. YOOBNETBOPEHHOCTb NoTpebutenen. PykoBogswuve ykasaHusi Mo
YperynMpoBaHuio CMOPHbIX BOMPOCOB BHE OpraHvM3auum CryXuWT pyKOBOACTBOM AN pPe3ynbTaTUBHOMO W
9h(heKTUBHOro paspeLLeHnsi CNopoB BHE OpraHM3auuii No NpeTeH3nsaM, CBA3aHHbIM C npoaykuven. PaspelueHuve
CMOpOB SIBMNSETCHA CPEACTBOM YperynmpoBaHust CUTyauum B Crydasix, Korga opraHusaumm He MoryT yperynupoBaTb
BOMPOCHI NO YAOBNETBOPEHMIO MPETEH3MN BHYTPU OpraHunsaummn. bonbwWMHCTBO NpeTeH3ni MoryT GbiTb ycnewwHo
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paspelleHbl BHYTpU opraHusaumm 6e3 npumMeHeHusa npouenyp, B KOTOPbIX  CTOPOHbI  BbICTynatoT
NpOTMBOGOPCTBYIOLLIMMU CTOPOHAMN.

MCO 10004 MeHemkmeHT KayecTBa. YOOBNETBOPEHHOCTb noTpebutenen. PykoBoaswme ykasaHus no
MOHUTOPUHIY W W3MEPEHUIO CIYXWUT PYKOBOACTBOM Ans BbIpaboTkM Mep, HanpasfeHHbIX Ha MNOBbILEHNE
YAOBNETBOPEHHOCTUN NoTpebutenen n Ha MAEHTUPUKALMIO BO3MOXHOCTEN YNyYllEHUs NPOAYKUUW, NMPOLECCOB U
XapaKTepPUCTUK, KOTOpble SABNSAOTCA LEHHbIMM And notpebutenen. Takme mepbl MOryT YCUIUTb JOSINIbHOCTb
noTpebuTenen n NOMoYb OpraHM3aumm yaepxartb notpeburenen.

MCO 10005 CucteMbl MeHemkmeHTa KadyecTBa. PykoBogsiume ykasaHus MO MnflaHam KavecTBa CIYXUT
PYKOBOACTBOM MO pa3paboTke M UCMOMb30BaHMIO MNAHOB KayecTBa Kak CBA3YHLLEro CpeAcTBa, CBSA3bIBAOLLEro
TpeboBaHMa npouecca, NpPoAykTa, MpPOEKTa WM KOHTpakta ¢ pabodvmym MeTogamu U MpakTMKamu,
obecneunBatoLnxX NpomM3BoACTBO npoaykuuu. MNpeumyuectsa ot pa3paboTkm nnaHa kayectBa OyayT BblpaxaTbCs
B MOBLILEHHON YBEPEHHOCTM B TOM, 4YTO TpeboBaHua OyayT BbINOMHEHbI, YTO MPOLECChbl HaXOOATCA MoA
yrpaBneHnem, a Takke B MOTUBALIMM BCEX, KTO BOBIeYeH B paboTy.

NCO 10006 Cuctembl MeHemKMeHTa KayecTBa. PykoBogswme ykasaHus MO MEHEOKMEHTY KavecTBa B
npoekTax NPUMEHUM K LUMPOKOMY CMEKTPY MPOEKTOB: OT ManbiXx A0 O0nblMX, OT MPOCTbIX A0 CMOXHbIX, OT
OTOENbHOrO MNpoekTa A0 MNpoeKkTa, sBnswwerocs 4actelo cepum npoektoB. MCO 10006 wmcnone3yetcs
nepcoHanoMm, OCYLeCTBMSAIOWMM PYKOBOACTBO MPOEKTaMu, U TEMMU, KOMY HYXHO obecneymTb NpUMEHEHME WX
opraHu3aumen npakTuk, cofaepxawmxcs B craHgaptax MCO, npegHasHadeHHbIX AONs CUCTEM MEHedXMeHTa
KadecTBa.

MCO 10007 Cuctembl MeHemKMeHTa kadecTBa. PykoBogslimMe ykaszaHusi N0 MEHEOKMEHTY KOHurypauum
npegHasHa4yeH ONa OKasaHUs COAENCTBMS OpraHuM3auusiM, NPUMEHSIOWMM YynpaBreHne KoHdurypauuen ans
TEXHMYECKOr0 W agMUMHUCTPATMBHOIO pPYKOBOACTBA HA MNPOTSXKEHWMM BCEr0 >XM3HEHHOrO LMKNa npogyKuuu.
MeHemKMeHT KoHpurypaumm moxeT ObiTb MCMOMb30BaH AN BbINOMHEHMS TpeboBaHWi K uaeHTudumkaumum un
NPOCNEXNBAEMOCTIN NPOAYKLMM, YCTAHOBIEHHbIX B HACTOSILLEM CTaHOapTe.

NCO 10008 MeHemkmeHT KayecTBa. YOOBNETBOPEHHOCTb noTpebutenen. PykoBoaswme ykasaHus no
3MNEKTPOHHBbIM TOProBbIM CAENKaM MEeXAy pPUANYECKUMU U (PU3MYECKMMN NULaMU OaeT PYKOBOACTBO MO TOMY,
KakuMm 06pas3oM opraHusaumm MOryT BHeOPUTb pPe3yrnbTaTUBHYO U IPMEKTUBHYIO CUCTEMY ANSA 3NEKTPOHHbIX
TOProBbIX onepauuii Mexay opraHusauusiMm U nNoTpeduTensiMM, U TeM caMblM CO34aTb OCHOBY AN TOro, YTOObI
noTpeduTenNn UMENU MOBbLILEHHYI YBEPEHHOCTb B OTHOLUEHUW TakUX 3MEKTPOHHBIX TOProBbIX OMepauui;
MOBBLICUTbL CMOCOOHOCTL OpraHv3auny yooBneTBOpATb NoTpebutenen; a Takke YMEHbLUNTbL KONMYECTBO NPETEH3UN
1 CMOPOB.

MCO 10012 Cuctembl MEHEKMEHTA n3MepeHuii. TpeboBaHus K NpoLeccamM M3MepPEHNUn N U3MEPUTENIBHOMY
0060opy0BaHUIO CNYXUT PYKOBOACTBOM ANS MEHeMXMeHTa W3MepUTENbHbIX MPOLIECCOB U METPOSIOrMYeCKOro
NoATBEPXKAEHMS M3MEpUTENbHOro obopyaoBaHMs, WCMNOMb3yeMbiM Ans  obecneyeHus W OEMOHCTpaumm
COOTBETCTBMSA MeTponormdeckum TpeboBaHuam. CtaHgapT ycTaHaBnmBaeT TpebOBaHUSA MEHE)KMEHTA KayecTBa B
CUCTEME MEHEIKMEHTA U3MEPEHUI ANA BbINOMHEHNS METPOSIOMMYECKMX TPeOoBaHNN.

MCO/TO 10013 PykoBogsLime ykasaHusi N0 JOKYMEHTUPOBAHUIO CUCTEM MEHEIKMEHTa KavyecTBa COAEpXKUT
PYKOBOAALUME yKasaHua Mo pas3paboTke W NPUMEHEHUI [OOKyMeHTauun, Heobxoammowm ans  cuctembl
MEHEeKMEHTa KayecTBa. OTOT TEXHUYECKUN OTYET MOXET ObITb MCMOMb30BaH AN OOKYMEHTUPOBAHUSA CUCTEM
MEHEDKMEHTA, OTIIMYHBIX OT CUCTEM MEHEKMEHTa Ka4yecTBa, ONA KOTOpbIX MpeAHasHadveHbl ctaHgapTel VNCO,
Hanpumep, 4Ns CUCTEM 3KONOrMYECKOro MEHEXKMEHTA U CUCTEM MeHe)KMeHTa 6e30nacHoOCTy.

MCO 10014 MeHeoxmeHT kadecTBa. PykoBogduive ykasaHUs NO OOCTUKEHUIO (PUHAHCOBBLIX W
3KOHOMMYECKMX MPEUMYLLECTB afpecoBaH BbiCLleMY pykoBOACTBY. CTaHOapT COOEPXKUT PYKOBOASLLME YKa3aHUs
No OOCTUXKEHUIO (PUHAHCOBBLIX U 3KOHOMWUYECKUX NMPEUMYLLECTB 3a CYET NPUMEHEHUSI NMPUHLUMUMOB MEHESKMEHTA
kayectBa. OH nNomoraeT B paboTe MO MPUMEHEHUI0 NMPUHLMIMOB MEHemKMeHTa u obnerdaeTt BblIGOp MeTodoB U
WMHCTPYMEHTAIbHbIX CPEACTB, MO3BONAOLLMX 00eCneynTb YCTONYMBBIV YCNEX OpraHn3aLmm.

NCO 10015 MeHemxmeHT kavecTBa. PykoBogswme ykasaHud no oBydeHuI0 npegrnaraeT pykoBogsiime
YKa3aHUs, HarnpaBfieHHble Ha OKa3aHWe MOMOLUM OpraHM3auusiM M MOCBSILLEHHbIE BOMPOCaM, CBSA3aHHbIM C
06yyeHmem. CTaHOapT MOXET NPUMEHATLCH B MOObIX cuTyaumsax, korga TpebyeTcst pykoBogcTBO, YTOObI pacKkpbiTh
coAepXaHue U MHTepPrnpPeTMpoOBaTh CChINkM Ha "obpasoBaHune" un "obyyeHune", ncnonbdyemele B ctanHgaptax MCO,
npegHasHa4YeHHbIX AMs CUCTEM MeHepKMeHTa kKadecTBa. Jllob6asa ccbinka Ha "obyyeHue" BKMoYaeT BCE TUMbI
o6pa3oBaHus 1 NOATOTOBKU.

MCO/TO 10017 PykoBoasiune ykaszaHus rno nNpMMEHEHUIO CTaTUCTUYEeCKUX MeToaoB B cootseTcTBum ¢ UCO
9001:2000 npenocTtaBnseT pa3bsACHEHUS B OTHOLLUEHUN CTAaTUCTUYECKUX METOO0B, NPUMEHEHNE KOTOPbIX CBA3aHO
C M3MEHYMBOCTbIO, HabniogaeMon B MOBeOEHWM U pesynbTaTax MpOLEeCCOB, OaXe B YCIMOBMSAX Kaxyllencs
ctabunbHocTn. CTaTucTMyeckne MeToAbl MO3BOMSKT fydlle WCMNOoMNb30BaThb UMEKLIMECH [AaHHble, nomoras
NPUHUMATb pPEeLLeHNsi, U TEM CamMbiM COAENCTBOBaTb NMOCTOSHHOMY YITyYLLEHWIO Ka4YecTBa NPOAYKLUN U NPOLIECCOB

KOHcyanaHTI'Imoc www.consultant.ru CtpaHuua 25 n3 30

HageXHas npaBoBas noaaepxkka


http://www.consultant.ru/
http://www.consultant.ru/

"TOCT P MCO 9001-2015. HaumoHanbHbI cTaHgapT Poccuiickom
depepauynn. Cuctembl MeHeKMEHTa kavecTBa. TpeboBaHusa"
(y7B. MNpuka...

[okymeHT npegoctasneH KoHcynbTaHTlnoc
[ata coxpaHeHusi: 08.02.2017

AN JOCTUXKEHUSA yOOBNETBOPEHHOCTN NOTpebuTtenen.

MCO 10018 MeHemxkmeHT kadecTBa. PykoBogslmne ykasaHusi MO BOBMEYEHUIO PABOTHUKOB M UX
KOMMNETEHTHOCTU COAEPXKUT PYKOBOASLUME YKa3aHWHA, KOTOpble OKa3blBalOT BAWSHME Ha BOBMEYEHHOCTb U
KOMMNETEHTHOCTb paboTHUKOB. CucTtema MeHemKMeHTa KayecTBa 3aBMCUT OT BOBMEYEHHOCTU KOMMETEHTHbIX
pabOTHWKOB M OT TOrO, KakK OHWM MUCMONb3YTCA M HAaCKOMNbKO OHU MHTErpMpoBaHbl B opraHu3auuto. KpanHe BaxHO
naeHTumumMpoBaTh, pa3BnBaTh U OLlEHUBaTb HEOOXOANMbIE 3HAHWS, HaBbIKM, MOBeAeHMe 1 paboyyto cpeay.

MCO 10019 PykoBogsilumMe ykasaHusi Nno BblIOOPY KOHCYNbTAHTOB MO CUMCTEMaM MeEHeKMEHTa KadecTBa U
NCMOMb30BaHMWIO UX YCMYT CAY>XUT PYKOBOACTBOM MO BbIOGOPY KOHCYbTAaHTOB MO CUCTEMaM MEHeI)KMEHTa KayecTBa
U wncnomnb3oBaHuio ux ycnyr. CTaHgapT [aeT pPyKOBOACTBO MO MNPOLIECCY OLEHMBAHUSA KOMMETEHTHOCTM
KOHCYNbTaHTOB MO CMCTEMaM MeHe)KMeHTa KadyecTBa M obecrneynBaeT yBEPEHHOCTb B TOM, YTO MOTPEBGHOCTU n
OXMAaHWs opraHmM3aLmm B OTHOLUEHWUM YCIYT KOHCYNbTAHTOB OyAyT YAOBNETBOPEHbI.

MCO 19011 PykoBoasline ykasaHus nNo ayauTy CUCTEM MEHedXMeHTa ChyXWUT pPYKOBOACTBOM MO
MEHeKMEHTY NporpamMMbl ayanTta, No NiiaHMPOBaHMIO U NPOBEAEHMIO ayauTa CUCTEMbI MEHEXKMEHTA, a Takke Mno
KOMMETEHTHOCTU W OLIEHVMBAHWIO ayaAUTOPOB W ayauTopckmx rpynn. OH npegHasHavyeH Ans NpUMEHeHus K
ayautopaMm, opraHu3auusiM, BHEOPSOWMM CUCTEMbl MEHEKMEHTa, M OpraHusaumsiM, KOTopbiM TpebyeTcs
NpOBOAMTbL ayaAUTOPCKMNE MPOBEPKM CUCTEM MEHEIKMEHTA.

Tabnuua B.1 - BaaumocBA3b Mexay APYrMMM MeXOyHapoOHbIMKM CTaHaapTaMuM B 06nactu MeHemXMeHTa
KayecTBa, CTaHAapTaMu Ha CUCTeMbl MEeHe)KMEeHTa KayecTBa 1 pasaenammn HacTosLLero ctaHgapTa

Opyrue Paspen HacTosilwero ctaHgapTa
MexayHapoaHble
cTaHOapThbl 4 5 6 7 8 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

nCO 10001 8.2.2, 9.1.2
8.5.1
nCO 10002 8.2.1 9.1.2 10.2.1
MNCO 10003 9.1.2
NCO 10004 9.1.2,
9.1.3
MCO 10005 5.3 6.1, 6.2 Ko Bcemy | Ko Bcemy 9.1 10.2

pasaeny 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 7.15
NCO/TO 10013 7.5
MCO 10014 Ko Bcemy | Ko Bcemy | Ko Bcemy | Ko Bcemy | Ko Bcemy | Ko Bcemy | Ko Bcemy

pasgeny | pasgeny | pasgeny | pasgeny | pasgeny | pasgeny | pasgeny
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NCO 10015 7.2

NCO/TO 10017 6.1 7.1.5 9.1

nCO 10018 Ko Bcemy | Ko Bcemy | Ko Bcemy | Ko Bcemy | Ko Bcemy | Ko Bcemy | Ko Bcemy
pasgeny | pasgeny | pasgeny | pasgeny | pasgeny | pasgeny | pasgeny

NCO 10019 8.4

NCO 19011 9.2

MpumeuaHue - "Ko Bcemy pasgeny" ykasblBaeT Ha TO, YTO BCe noAapasgenbl B KOHKPETHOM pasferne
HaCTOSALLEro ctTaHgapTa MMeKT OTHOLUEHME K ApYroMy MeXayHapoaHOMY CcTaHAapTy.

Mpunoxexne OA

(cnpaBoyHoE)

CBEOEHVA

O COOTBETCTBWU CCbINTOYHbIX MEXXOYHAPOAHbLIX CTAHOAPTOB
HALMOHAINBbHBIM CTAHOAPTAM POCCUNCKOW ®EOEPALINA

Tabnuua OJA.1

O6o3Ha4veHne CreneHb O6o03Ha4yeHre 1 HaMMeHOBaHME COOTBETCTBYIOLLENO
CCbIITOYHOIO COOTBETCTB HaumoHanbHoro ctaHgapTta Poccuickon ®eaepaunn
MEeXAyHapOaHOro ms
CcTaHgapTa

ISO 9000:2015 IDT FTOCT P NCO 9000-2015 "Cuctembl MeHemXKMeHTa Ka4vecTBa.
OcHOBHbIe NonoXxeHus n cnosapb”

ISO 9004:2009 IDT FTOCT P KWCO 9004-2010 "MeHemXMeHT [Onsi [OOCTUXKEHUSA
yCTOMYMBOro  ycnexa opraHusauuun. [lloaxon Ha  ocHoBe
MeHeoXMeHTa KkayecTea"

ISO 19011:2011 IDT FOCT P NCO 19011-2012 "PykoBoasime ykasaHus Mo ayauty
cucTemMm MeHegKmeHTa"

ISO 9001:2008 IDT FTOCT P NCO 9001-2015 "Cuctembl MeHemdXKMeEHTa KadecTBa.
TpeboBaHus"

ISO 10001:2007 IDT MMOCT P nco 10001-2009 "MeHegKMeEHT KayecTBa.
YaoBneTBOpeHHOCTb NoTpebuTenen. PekomeHgaumm no npasunam
noBegeHns ansa opraHusauun”

ISO 10002:2014 <*>

ISO 10003:2007 IDT OCT P nco 10003-2009 "MeHegKMeHT KayecTBa.
YA0BNeTBOPEHHOCTb notpebutenen. PekomeHaaumn no
yperynmpoBaHuio CropHbIX BONPOCOB BHe opraHm3auun”
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ISO 10004:2012 <*>

ISO 10005:2007 IOCT P KWCO 10005-2007 "MeHemXMeHT opraHuMsauumn.
PykoBogsiLmne ykasaHus No ninaHMpoBaHuio kavecTtsa"

ISO 10006:2003 IDT FTOCT P NCO 10006-2005 "Cuctembl MeHemKMeHTa KadecTsa.
PykoBOACTBO NO MEHEIKMEHTY KavyecTBa Npu NpoeKkTupoBaHnn”

ISO 10007:2003 IDT T’OCT P WCO 10007-2007 "MeHemKMEHT opraHusauuu.
PykoBogsuime ykaszaHus nNo ynpasneHunto KoHdurypaumen"”

ISO 10008:2013 IDT rOCT P WNCO 10008-2014  "MeHemXMeHT  Ka4decTBa.
YpoBneTBOpeHHOCTb noTpebutenen. PykosBogswme ykasaHus no
3MNEKTPOHHBbIM TOProBbIM cCAenkam MexXay opuanvyeckumm un
dusmyeckummn nuuamm”

ISO 10012:2003 IDT FOCT P UCO 10012-2008 "MeHemKMeHT opraHusauun. Cuctemol
MeHeKMeHTa naMepeHuin. TpeboBaHMs K npoLeccaM U3mMepeHui
1 n3ameputensHoMy obopyaoBaHumio"”

ISO/TR 10013:2001 IDT FTOCT P WMCO/TO 10013-2007 "MeHeOKMEHT oOpraHusauumn.
PykoBOACTBO MO [AOKYMEHTUPOBAHWIO CUCTEMbI MEHEMKMEHTA
KayectBa"

| ISO 10014:2006 IDT NT’OCT P WCO 10014-2008 "MeHemKMeHT opraHu3auuu.
PykoBogsiime ykasaHuss MO  OOCTUXKEHUIO  3KOHOMUYECKOTO
achbdekTa B cucteme MeHegKMeHTa Kadyectea"”

ISO 10015:1999 IDT NOCT P KWCO 10015-2007 "MeHemKMEHT opraHuMsauumn.
PykoBogsiune ykasaHus no obyyeHmio"

ISO/TR 10017:2003 IDT TOCT P WNCO/TO 10017-2005 "Ctatuctuyeckme MeToqbl.
PykoBoactBo no npumeHeHuto B cootsetctBum ¢ FTOCT P UCO
9001"

ISO 10018:2012 IDT FOCT P NCO 10018-2014 "MeHemXmeHT kavecTBa. PykoBoasiiune
YKa3aHUA Mo BOBMEYEHUO pabOTHUKOB U UX KOMNETEHTHOCTMN"

ISO 10019:2005 IDT NCT P KWCO 10019-2007 "MeHemKMEHT  opraHuMsauumn.
PykoBoactBo No  BbIOOpPY  KOHCYNbTAHTOB MO  CMCTEMAaM
MEHEeDKMEHTa Ka4yecTBa U UCMONb30BaHMI0 X ycnyr"

<*> CoOTBETCTBYIOLWNA HaAUMOHamNbHbIAN CTaHgapT oTcyTcTByeT. [o ero yTBepXaeHus
peKkoMeHAyeTCst UCNoNb30BaTh NEPEBOA HA PYCCKUI s3blK JAHHOTO MeXayHapoaHoro ctaHaapTa. Mepesopg

OaHHOrO  MEeXOYHapOAHOro craHfapta Haxoautca B ®PegepanbHoM  MHAOPMaUMOHHOM  dhoHAEe

TEXHUYECKNX pernameHToB U CTaHAapTOB.

MpumeyaHue - B HacTosLel Tabnmue MCNonb3oBaHO crefyollee yCroBHoe 0603HayYeHne CTeneHu

COOTBETCTBUS CTAHOAPTOB:

- IDT - uAeHTUYHbIE CTaHAApPThI.

BUBNUOTIPA®UA
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[1] ISO 9004, Managing for the sustained success of an organization - A quality management approach
[2] ISO 10001, Quality management - Customer satisfaction - Guidelines for codes of conduct for

organizations

[3} ISO 10002, Quality management - Customer satisfaction - Guidelines for complaints handling in
organizations

[4] ISO 10003, Quality management - Customer satisfaction - Guidelines for dispute resolution external
to organizations

[5] ISO 10004, Quality management - Customer satisfaction - Guidelines for monitoring and measuring

[6] ISO 10005, Quality management systems - Guidelines for quality plans

[7] ISO 10006, Quality management systems - Guidelines for quality management in projects
[8] ISO 10007, Quality management systems - Guidelines for configuration management
[9) ISO 10008, Quality management - Customer satisfaction - Guidelines for business-to-consumer

electronic commerce transactions

[10] ISO 10012, Measurement management systems - Requirements for measurement processes and
measuring equipment

[11] ISO/TR 10013, Guidelines for quality management system documentation

[12] 1SO 10014, Quality management - Guidelines for realizing financial and economic benefits
[13] 1SO 10015, Quality management - Guidelines for training

[14] ISO/TR 10017, Guidance on statistical techniques for ISO 9001:2000

[15] IS0 10018, Quality management - Guidelines on people involvement and competence

[16] 1SO 10019, Guidelines for the selection of quality management system consultants and use of their
services

[17] 1SO 14001, Environmental management systems - Requirements with guidance for use
[18] 1SO 19011, Guidelines for auditing management systems

[19] 1SO 31000, Risk management - Principles and guidelines

[20] 1SO 37500, Guidance on outsourcing

[21] 1SO/IEC 90003, Software engineering - Guidelines for the application of ISO 9001:2008 to computer
software

[22] IEC 60300-1, Dependability management - Part 1: Guidance for management and application
[23] IEC 61160, Design review

[24] Quality management principles, 1ISO <1>

[25] Selection and use of the ISO 9000 family of standards, 1SO <1>

[26] 1SO 9001 for Small Businesses - What to do, 1ISO <1>
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