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BBenenue

0.1 O0mMe moJ10KeHus

Hacrosmmit ctaHgapTr CONEPKHUT PYKOBONSINME YKa3aHUA JUIS YYPEXKACHUHM, NPEIOCTaBIISIOIIUX
o0pa3oBaTeNbHBIC  YCIIYTH, [0 BHEAPEHHIO pPE3yJIbTaTUBHOW CHCTEMBl MEHE/DKMCHTA KadecTBa,
cootBeTcTBYyMOIICH TpeboBanusam MCO 9001.

IIpumeuanust

1 Iy noBBILIEHUS pe3yIbTaTUBHOCTH CUCTEMBI MeHeIkMeHTa kaduecTBa TekeT MCO 9004 ocrasiieH
0e3 KOMMEHTapHueB JUIsl TeX 00pa3oBaTebHbIX YUPEKACHUH, KOTOpPBHIE BBIXOIAT 3a paMKU TpeOOBaHUH,
ycranoBieHHbIX 1ICO 9001.

M3BeCTHO, YTO CTOMMOCTh BHEIPEHUS U MOAJEPKaHUs Pe3yIbTaTUBHOW U 3(P(PEKTUBHOM CUCTEMBI
MEHE/IP)KMEHTa Ka4eCTBa - BEJIMUMHA ONPEJIEICHHasA, TOra Kak JOXO0/bl OT JaJIbHEUIIEro (yHKIIMOHUPOBAHUS
CHCTEMbl MEHE/IKMEHTA KauecTBa TAKOBBIMU He sABIAOTCS. OOpa3oBaTeNbHbIE YUPEKIECHUS 3aUHTEPECOBAHbI
B MOHUMaHUM M Hcnoib3oBaHuu crangapra MCO 9004 u BocbMM NPUHIMIIOB CHCTEMbI MEHEIKMEHTa
Ka4ecTBa B COOTBETCTBUM CO CBOMMHU MOTPEOHOCTSIMH.

2 Jlns TOro 4TroObl COBOKYIIHBIE 3aTpaTbl OOpa30BaTENLHOTO YUPEKJCHHS Ha BHEJpPEHUE WU
NOJIEp’KaHUE CUCTEMbI MEHEKMEHTA KaueCTBA MPUBOAMIIHN K MOCTOSHHOMY YJIYULIEHUIO €r0 JAESITEbHOCTH,
BHE/IPEHHUE M MOAJEP’KaHHE 3TOM CHCTEMBbl JOJDKHBI ObITh 3aIlVIAaHMPOBAHBI U BBIMOJHEHBl KaK MPOEKT WIIH
nporpaMMa IMpOEKTOB B 3aBUCMMOCTH OT pa3Mepa M HHJMBHUIYaJbHBIX OCOOEHHOCTEH 00pa30BaTeIbHOIO
YUPEXKICHUS.

3 BeblaeneHHble KypCUBOM CHOCKHM B TEKCT€ HACTOAILIErO CTaHAapTa NMPUBEIACHBI JJI IMOSICHEHUs
TEKCTa UACHTUYHOrO MeXayHapoaHoro cranaapra IWA 2:2003.

PykoBonsmue ykazaHus, NPUBEACHHbIE B HACTOSIIEM CTaHAapTe, IMOMOTrYT 00pa30BaTeIbHBIM
YUPEXKIEHUSAM CONOCTAaBUTh MojoxeHuss crapaaproB MCO mno cucremMaM MEHEIKMEHTAa KadecTBa C
MeJIarOrM4eCKOr MPaKTUKOM.

VY4eOHblil maaH o00pa30BaTENbHOIO YUYPEKICHUS MOXKET ONPEIeNIUTh OCHOBHBIE HaIpaBlIEHUS
oOyuyeHus ¥ (HOpMBbI OLEHKH 3HaHMH. OgHAKO HaJIMuue y4yeOHOro IUIaHa HE TapaHTUPYET YJOBICTBOPEHHUS
NOTpeOHOCTEN U 0XKUJIaHUM MTOTpeduTeNel, eciiy npoiecchl 00pa3oBaTeNbHBIX YUPEKICHUNH HECOBEPILIECHHBI.
[TorpeOHOCTE B MpeAynpexXaeHUHM 3TUX HEJOCTATKOB IpHBeNa K pa3padOTKe HACTOAIIET0 CTaHAapTa B
MOMOIIb O00pa30BaTEIbHBIM YUPEXKACHUSM IPU BHEAPEHUUM HUMH CHCTEMbl MEHEIKMEHTa KadecTBa.
JanbHeiimas oneHka y4eOHOro IiaHa U 00pa3oBaTelbHbBIX MPOIECCOB B COOTBETCTBHH C YCTAaHOBJIEHHBIMHU
TpeOOBaHUSMU MOXKET IMOBBICUTH PE3YJIbTaTUBHOCTh U 3((PEeKTHUBHOCTH yueOHOTro mpolecca. BHyTpenHue
ayJUTbl CHUCTEMbl MEHEKMEHTa KauecTBa 00eCHeuMBaIOT BEpU(UKALUIO BBITOJHEHHUS YCTAaHOBIECHHBIX
TpeOoBaHU, HaIIpUMep JOCTHUKEHHE 3allJTAaHUPOBAHHBIX MOKa3aTeNeH.

Cucrema MEHE)KMEHTa KauecTBa 00pa30BaTEIbHOTO YUPEXkKACHUS J0JDKHA MOKa3aTh, YTO BCE B HEM
pabotaer xopomo. Cucrema Jo0KHa OBITH JOCTAaTOYHO BCEOOBEMIIIOLIEH, dYTOOBI OHa OTBedana
OOBEKTUBHBIM KpHUTEpHUSIM KayecTBa JJs oOpa3oBaTelbHbIX yupexaeHud. KonTponp kayecTtBa -
OCHOBOITOJIATAIOIIMI TPOIIECC B CUCTEME MEHEKMEHTa KadecTBa. [Ipu oreHke paOoThl JrOAEH CIOKHO
IPOBECTU TOYHOE U3MepeHHe. OLieHKY 0OBIYHO ITPOBOJIAT BO BpeMsi 00pa30BaTEIbHOrO Mpoliecca.

TpeboBaHusi, TPUBEICHHBIE B HACTOSIEM CTaHAAPTE, MOTYT OBITh JOMOJHEHBI B COOTBETCTBHH CO
crieniuukoit 00pa3oBaTEILHOTO YUPEKICHHS.
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VICO 9001:2000 CucreMmsl MeHemxMeHTa KadecTBa. Tpe6oBaHmsi* (1)
0.1 OBmme nonoxeHUST
IOna co3maHusa CHUCTEeMH MeHeIXXMeHTa KauecTBa TpebyeTcsa cTpaTernueckoe

peweHre opraHmzaummu. Ha pas3paboTKy M BHeIPEHME CUCTEMBl MeHEeIXMEeHTAa
KadueCcTBa OpTaHM3alluM BJIMAT M3MEHAKIMECH HOTpG@HOCTM, KOHKPETHEIE neJunm,

BHIIIyCKaeMasd npoomyxkum4d, IIPVIMEeH A EeMbIE IIPOLIeCCHL, rasmMep n CTPYKTYypPa
opraHM3auuu. HacTogammil CTaHIapT He npennojiaraeT ennHoOOpasua B
CTPYKTYPE CHUCTEM MEHEeIXMeHTa KaudecTBa MM INOKYMEHTAalLUM.

TpeboBaHMa K CHUCTEMe MeHeIXMeHTa KadecTBa, YCTaHOBJIEHHEIE B
HacTodlleM CTaHIapTe, SABJLTCH OOMNOJNHAKIMMM IO OTHOULEHMIO K TpeDoBaHMUAM K
nponykumm. ¥VHbopmaumsa, oboz3HadeHHasa kak "llpuMmMeuaHme'", HOCHUT xXapakKTep

METOOMUECKUX yKaz3aHMM IOJiS IOHMMAaHMS WM Pa3bSCHEHMS COOTBETCTBYUEIO
TpebOoBaHMUA .

HacTosgumli CcTaHIaApT MOXET MCIOJNb30BATHCH BHYTPEHHMMM UM BHEWHMMU
CTOPOHaMM, BKJIOUAS OPTAaHHE 10 cepTudMkKaumM, C LeJibl0 OLEeHKM CIOCOOHOCTHU

OopraHm3almnum BBIIIOJIHATDH Tp@@OBaHMH HOTp@@MTeHeﬁ, perJjlaMeHTOBR I
COOCTBEeHHEE TPeOOBAaHUA.
[lpr paspaboTke HACTOAWETO cTaHzmapTa OBLIIN YUTEHEL [IPMHLMIIEL

MEHeIXMEeHTa KauecTBa, YycTaHoBJieHHume B MCO 9000:2000 m MCO 9004:2000.

0.2 IIpoueccHblii MOAX0A B 00pa30BaTeIbHOM y4peKACHNH

OO0pa3zoBarenbHbIe YUPEKACHUS, TPEIOCTABISAIONINE 00pa30BaTeNbHBIC YCIIYTH, JODKHBI OMPEICIUTh
CBOM IMPOLECCHI. DTU MPOIECCHl OOBIYHO SIBJISIOTCS MEXKIUCIUIUIMHAPHBIMU U BKIIIOYAIOT B ce€0sl B TOM YHCIIE
BCIIOMOTATENbHBIE YCIIYTH, HAPUMED:

- CTpaTernyeckuil Impouecc [uid ONpeAeleHHs poid  00pa3oBaTENbHOTO  YUPEXKJICHHS B
COLMATEHO-9KOHOMHYECKOH Cpe/Ie;

- IOJITOTOBKA U 00ecreyeHne KOMIIETEHTHOCTH NMPO(heccCopCKo-NMpenoaBaTeIbCKoro CocTana,

- 00CITy>)KMBaHUE NTPOU3BOICTBEHHOM Cpe/ibl;

- pa3paboTKa, aHAIN3 U aKTyaIn3anus y9eOHBIX IJIAHOB M IIPOTPaMM;

- IOCTYIUIEHHE U 0TOOp aOUTYpHUEHTOB;

- TIporiecc 00y4YeHHS CTYJCHTOB H €ro OICHKA;

- WUTOrOBas OLIEHKAa C IPUCBOCHUEM OO0Y4YaloOLIEeMyCsl aKaJeMHUYECKOH CTeNneHM, MpPUCYXJaeMod B
COOTBETCTBUH C JAUIIJIOMOM WJIA CBUIETEIILCTBOM O KOMIIETEHTHOCTH;

- BCIIOMOTaTeJNIbHbIE MPOLIECCHI Il Pealn3alii OCHOBHBIX MPOIECCOB 0OyU€HUs!, HAlPaBJIEHHbBIX Ha
BBINTOJIHEHHE yYeOHBIX IIAHOB M TOJICPIKKY OOYYaIOUIMXCS IO MOJYYCHHS UMM aKaJeMHUYEeCKON CTeTIeHH
WIN CBHUJIETEIILCTBA,

- BHYTPEHHUN U BHEITHUNA 00MeH MHPOpMAITHEH;

- U3MEpEeHne 00pa30BaTEIHHBIX MPOIECCOB.

MICO 9001:2000 CmcTeMsl MeHemkMeHTa KadvecTBa. TpeGoBaHus
0.2 [IpoueccHsNI NOIXOXN

HacTosaumit cTaHmapT HaNpabJieH Ha NpuMeHeHMe '"'mnpoueccHoro nozaxona'"
npu pas3paboTke, BHEOPEHUM U YIIydleHUN Pes3yJbTaTUBHOCTHU CUCTEME
MeHeIXMeHTa KadueCTBa C LeJIb0 IIOBHUIEHMS YHOBJIETBOPEHHOCTM NOTpedbuTeseln
IIyTEM BEHIIOJIHEHUS UX TpebOOoBaHUN.

Ing ychnemHoOTo QYyHKLUMOHMPOBAaHMSA opraHM3almMsa OOJDKHa ONpPEeneyUuTbL U
OCYUEeCTBJIATH MEeHeIXMEeHT MHOT'OUMCJIEHHEIX B3aMMOCBS3aHHEIX BUIOB
IesATeJbHOCTU. JedaTeJIbHOCTh, MCIOJIb3ylllad PEeCcypcCh M yhnpabisgeMas C LeJbo
npeobpas30oBaHMsa BXOIOB B BEHXOMHB, MOXeT paccMaTpuBaTbCA Kak IIpoLecC.
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JacTo BHIXOI OIHOT'O Ipollecca obpal3yeT HENOCPEeNCTBEHHO BXOI CJIEeNYyKIETO.

[IlpyuMeHeHVEe B OpTraHuU3aluu CUCTEMH IPOLIeCCOB Hapany C UX
nneHTUOUKALMEN UM B3aUMOINEMCTBMEM, a TaKXe MeHeIXMEeHT IPOLeCcCOB MOI'yT
cumMTaTbCad "NpoLUecCHEM nomxomom'.

[lpeuMymecTBO IIPOLIECCHOT'O nonxona COCTOUT B HEINPEPEIBHOCTA
YIOpaBJIeHs, KOTOopoe OH ofecrnedymMBaeT Ha CTHKE OTHEeJIbHHX IPOLIECCOB B
paMkax ¥Mx CHUCTEMH, a TaKXe NIPpM MX KOMOMHALMM M B3AVMOIEVCTBUN.

[lpy OpPpUMEHEeHMM B CHUCTEMe MeHeIXMeHTa KadecTBa TakKou IOnXOn
IONUEPKMBAET BAaXHOCTH :

a) IOHMMAaHMS U BHIIOJIHEHUA TpPeOOoBaHUM;

b) HeoOxOODMMOCTM PACCMOTPEHMS NPOLECCOB C TOUKM 3PeHUd IO00aBJIEHHOMU
LIeHHOCTU;

C) IOJOCTUMXEeHMA Pe3yJyirTaTOB BBIITOJIHEHWU A IIpounecco 1M UuX
Pes3yJIbTaTUBHOCTHU;

d) TNOCTOSHHOTO YJIydlleHUsS TIIPOLIeCCOB, OCHOBAHHOTO Ha OOBEKTUBHOM
M3MEPEeHUN .

HpMBe,HeHHaH Ha PHUCYHKe 1 MOIIeJIb CUCTEMEL MeHeIIXMeHTAa KauecTBa,
OCHOBaHHASA Ha INIPOLECCHOM OIXOoIe, WIUICTPMPpYyeT CBA3M MexIy IpolleccaMmy,
IpelcTaBJIeHHEIMM B pas3zgejrax 4 - 8. D3STa MozeJb IoOKas3EBaeT, UYTO
IoTpeduTeN MUIPalT CYHWLEeCTBEHHYI POJIb NPM OINpeneJjieHMM BXOIHEIX HOaHHBIX.
MOHUTOPUHI YyIOBJIETBOPEHHOCTM NOTpebuTeisey TpebyeT OlLeHKM MuHbopMauuM O
BOCIPUATUM HOTPeOUTEJIAMM BHIIOJIHEHUS UX TpeDOBaHUMA. [lpyBeneHHasa Ha
pucyHnke 1 wMoIesnb OXBaTHBaeT BCEe OCHOBHEE TpeOOoBaHUA HaCcToOAWeTo
cTaHmapTa, He IOeTaju3upys UX.

IIlpuMmeuanmne - Kpome TOI'O, KO BCEM IpolleccaM MOXET MNPMMEeHSATbCS  LUKJI
"IlnanuporaHue - OcymecTrBjieHMe - Illporepka - Hencrsue" (PDCA* (2)) . Uwukia
PDCA MOXHO KpPaTKO OIMCaTb TaK:

[InanupoBaHue (plan) - pazpaboTanTe LeJM U IPOLECCH, HeOOXOIUMEE

I0JiS OOCTWXEHUS pPe3yJjiIbTaTOB B COOTBETCTBUM C TpeOOBaHMAMM HOTpeduUTesiel U
HNOJIMTUKOM OPTaHM3aLUM;

OcywecTsBiieHMe (do) - BHeOpuTe IIPOLLECCH;

[IpoBepka (check) - NOCTOAHHO KOHTPOJIMPYUTE UM U3MEPANUTE IIPOLECCH U
OPOOYKLUMIO B CPaBHEHUM C NOJUTUKOM, LeJaAMM M TpeOOBaHMAMM HA NPOOYKLMIO U
coobwanrTe O pes3sylbTaTax;

Hemcrere (act) - ODpennpMHMMaMTE OEMCTBMA 10 IOCTOSAHHOMY  YJIYUIIEHUIO
moxkasaTeJie¥ NIPOLleCCOB.
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NOCTOAHHOE YNYYIEHUE
CUCTEMbI MEHEIDKMEHTA KAYECTBA

NOTPEBU- NOTPEBU-
TEM TENWA
(1 PYrUE (A IPYTVE
SAUHTEPE- el OTBETCTBEHHOCTB 3AVMHTEPE-
COBAHHbIE PYKOBOACTBA COBAHHBIE
CTOPOHGbI) CTOPOHbI)

W3MEPEHWE, Ynos-
MEHEIDKMEHT POy S SR R R
YNYYUWEHNE peHHOCTb
5 NPOLEECCH! 5
. x04 YWUBHEHHOIO —\ Boixoa
Tpifazsa LAKNA B Mpoaykumst
nPOAYKUUN

YcnoeHbie 0603HaueHns:
- [l€ATENEHOCTb, 4OBABNAIOWAR LEHHOCTL

PN » [loToxk uHcpopmaLum

Pucydok 1 — Mopens ccTembl MEHeIKMEHTa Ka4eCTBa, OCHOBAHHOM Ha NPOUECCHOM noaxoae

MICO 9001:2000 Cmcremsl MeHemxMeHTa KadecTBa. Tpe6oBauHus
0.3 Cesizs c MCO 9004

NCO 9001 m MCO 9004 Owvmm pas3paboTaHEl Kak corJjlacoBaHHad Iapa
CTaHIApPTOB Ha CUCTEMEl MEHEeIXMEeHTa KkadecTBa IOJid IOONOJIHEeHMsa Ipyr Ipyra,

HO mux MOXHO IIPVIMEHATD TaKxe He3aBMCHUMO . HeCMOTpH Ha TO, 4YTO Yy
CTaHIIApPTOB Pa3JIMYHBIE oBJyacTu IIPVIMEeHeHV A, OHUM MEeKRT AHAJIOTUMYHYIO
CTPYKTYPY B mejiax CO30aHMA YCHOBMﬁ J14 ux MCIIOJIB30OBAHMA KakK

COTJIaCOBaHHOM IapHl.
MCO 9001 ycrTaHaBauBaeT TpebOBaHMUSA K CUCTEME MeHeIXMeHTa KauecTBa,
KOTOPEIE MOTYT MCIOJHL30BATLCS IJIS BHYTPEHHETO IPMMEHEHMS OpTaHM3aLMsIMu,

B nmejax CepTM(l)MKaLU/IM VJin 3aKJIIOUeHNdA KOHTPAaKTOB. On HalpaeJIEH Ha
PE3YIJNIBETATVMBHOCTE CHMCTEMEI MEHEIDKMEHTAa KaudecCcTBa IIPM BHEIIOJIHEHWUN 'I‘pe@OBaH]/[ﬁ
norpedbuTresen.

NCO 9004 comepxmuT pekoOMeHIauuM o OoJjiee mWUMPOKOMY CIEeKTpy LeJen
cucTeMel MeHeIXMeHTa kKauecTrBa, uem MCO 9001, ocoBeHHO IO TIOCTOSHHOMY
YIAYUIIeHVIO IesaTeJIbHOCTM opraHmM3alumuu, a Takxe ee sbbexTUBHOCTU M
pesyabTaTuBHOCTU. JCO 9004 peKoMeHIyeTCs Kak PYKOBOICTBO IJid
opraHmMs3aluii, BHCIIEE PYKOBOIACTBO KOTOPHX, MNpecjienys LeJjib [IOCTOSHHOTO
YIYyUlleHVs IesaTeJIbHOCTHU, XeJlaeT BHUTM 23a paMku TpeboBaHum MWCO 9001.
OmHakO OH He TIpeldHasHaudeH nOJd LeJjelr cepTudukaluuM WM SBakKJIodeHUS
KOHTPAKTOB.

0.4 CoBMecTMMOCTEL C aApyrvMm CcmucTeMaMm MeHeIKMEeHTAa

HacTosumi cTaHmapT corjlacoraH ¢ MCO 14001:1996 mjnga yiaydlleHUs
COBMECTUMOCTHU 3TUX OBYX CTaHOApPTOB B MHTEepecax coobmecTBa
IOJIb30BaTEJIEN .

HacTosmmi cTaHDApT HEe COHNEPXUT KOHKPETHHX TpebOoBaHMM K IPYIUM
cucTeMaM MeHeIXMeHTa, TaKMM KakK MeHEeIDKMeHT OXpPaHbl OKpyXallley CpenH,
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MEHEeIXMEeHT NpodeCCUOHAJIBHOTO 3O0OPOBbA U 0e30nacHoOCTH, brHaHCOBEM
MEeHEeIXMEeHT WMJIM MeHeIXMeHT pPUCKOB. OIHakO OH I[I03BOJIAET OpraHu3aluu
COTJIaCOBAThH WMJIM MHTETPUPOBATH CBOK COOCTBEHHYI CHUCTEMY MeHeIXMeHTa
KauecTra C APy I ViMM crucrTeMaMm MeHeII)XMeHTa C COOTBETCTBYIMMN
TpeboBaHuAMM. OpraHM3alMsa MOXeT amalTUPpOoBaTh JEeMCTBYOIYI CHUCTeMY (BI)
MeHeIXMeHTa IOJI CO3IaHMs CUCTEME MeHeIXMeHTa KauecTBa, COOTBETCTRYyoIEMN
TpeOOBaHMAM HACTOAWETO CTaHZapTa.

1 ObsacTh NpUMeHEHUS VISl 00Pa30BaTeJIbHBIX YUPeKIeHU I

Hacrosiimuii crangapT ycTaHaBIMBAEeT PYKOBOJAIIME Yyka3zaHusi mno npumeHeHutro HMCO 9001 B
00pa30BaTeNbHBIX YUPEKICHUSIX, TPEIOCTABIISIONINX 00pa30BaTEIbHBIC YCIYTH.

OTH PYKOBOSAIINE yKa3aHHs HE JAO0ABISIOT, HE 3aMEHSIOT U He u3MeHstoT Tpedoanus MCO 9001.
OHu He TpeaHa3HA4YeHBbI /IS HMCIOJIb30BaHUS B JOTOBOPAX MPU OLIEHKE COOTBETCTBUSA WIM JIA IIEJeH
cepTrdUKAIIH.

Kaxnapiii nyaxkr UCO 9001, 3akimroyeHHbI B paMKy M3 CIUIOLIHBIX JIMHUN, IPUBENEH 3a TEKCTOM
COOTBETCTBYIOIIET0 MMyHKTa Hacrtosimero crangapra. Texct MCO 9004, 3akitodeHHBIW B pPaMKy U3
NYHKTUPHBIX JIMHUWA TPUBEIEH C IEJbI0 O00ECIeYUuTh IOJTHOE BHUACHHUE BO3MOXKHOCTEH MOCTOSHHOTO
yIy4IIEeHUS AeITeIbHOCTH opranu3anuii*(3).

MCO 9001:2000 CmcrTemsl MeHemxMeHTa kaudecTBa. TpeboBaHus
1 O6nacTes npMMeHeHMUS
1.1 OBmume nonoxeHus

HacTosaumy cTaHIapT yCTaHaBJIMBaeT TpeOOBaHMA K CUCTEME MEHEeIXMEHTA
KadecTea B TexX ClydYasax, KoI'a OpTaHM3alusa:

a) HyX»maeTcd B IeMOHCTpaluumn cBoOeM CIIOCOBOHOCTHU IIOCTAaBJIATH
NPOOYyKLMIO, oTBedawlyl TpebOoBaHMAM IOTpebuTesien u COOTBETCTBYIIMM
oba3aTesIbHEIM TpeOOBaHMAM;

b) craBuT CcBOEM LeJbl0 I[OBHUEHME YIOOBJIETBOPEHHOCTM NOTPeOUTENEN

IIOCPENCTBOM 30PeKTUBHOTO IPVIMEHEHUSA CHUCTEMHI, BKJIOUA A IPOLIECCEI
IIOCTOSHHOTO €€ YJyulleHMsa u obecrnedeHue COOTBETCTBUSA TpeOOBaHUAM
norpedburesiell n oOA3aTEJIbHEM TPeOOBaHMUAM.

[IpuMewanne - B HacToAmeM CTaHmapTe TepMMH "nponykuma'" [IpUMEeHMM
TOJIBKO K I[pefHasHadaeMoM nJig [IOTpebuTensd Wi 3aTpeBOBaHHOM UM
NPOOYKLWN.

MCO 9004:2000 CmcrTeMrl MeHeIXMEeHTAa KaudecCcTBa. PekoMeHmaumMy II0 YJydlleHMIO
OesiTeJILHOCTHU

1 O6nacTe npuMeHEeHMS

HacTosaumm CTaHIOapT COOEPXUT peKOMeHIalilMlM, KOTOPEIE BBXOIOAT 3a PaMKU

TpeOOBaHUM, [PMBEIEHHBX B nCco 9001, n BKJIOUAET paccMoOTpeHMe
Pe3yJIbTaTUBHOCTU ¥ 5S0OEeKTMBHOCTM CMCTEMB MeHeIXMeHTa KayecTea, a
cjlefoBaTesIbHO, M NOTEeHLMajla [0 YJYyUYIeHMIO BCeM OeATeJIbHOCTM OpraHM3aluu.
[Io cpaBHeHMHO Cc MCO 9001 wuenm, HanpabJIeHHBIE Ha YIOBJIETBOPEHHOCTH
norpeburesiey ¥ KadecTBO MNPOOYKUMUM, pacuMpeHs], B HUX BKJIOUEHEH
YIOOBJIETBOPEHHOCTE BCex 3aMHTEpPEeCOBaHHEIX CTOPOH u IesaTeJIbHOCTb
opraHM3auMM B L€JIOM.

HacToqumli cTaHmapT NIPMMEHMM K IpolleccaM opraHMs3aummM M, TaKuMm
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obpasoM, IMPUHLUMIE MEHEIPKMEHTAa KadeCTbka, Ha KOTOPBEIX OH OasupyeTcs, MOTYT
OBITE PACHPOCTPAHEHE Ha BCIO OpraHM3aluMo. BHMMaHMe B HAHHOM CTaHOapTe
COCPeImOTOYEeHO Ha IOOCTMXEHUM [NOCTOSHHOTO YJIYUlleHUHd, M3MEPSAeMOI'0 CTEIeHbI
YIOOBJIETBOPEHHOCTHM NOTPeOUTENIeN U OPYyTUX BaMHTEPEeCOBAHHEIX CTOPOH.

HacToammii CTaHOApT COHOEPXUT MeTOIMYEeCKMEe yKa3aHMsa UM PEeKOMeHIaluu.
OH He NpenHaszsHAYeH HUM OJI8 CepTUOMKALUM MM MUCIOJIB30BaHMA B KOHTPAKTax U
perJylaMeHTax, HM IOJIg MCHOJIb30BaHMA B KadeCcTBe PYKOBOACTBA MO BHEIPEHUI
nco 9001.

VICO 9001:2000 Cmcremsl MeHemxMeHTa KadecrTBa. Tpe6oBaHus
1.2 [pmuMeHeHMe

TpeGoBaHMa HACTOAMETO CTaHOapTa IpelHal’HaUeHH IJIS BCeX OpTraHuM3alumi
He3aBUCKMO OT BUIa, PasMepa UM [IOCTaBJISEMOM IMPOAYKLMUM.

Ecim kakoe-amudbo TpeboBaHMe (g) HacToOAWEeTo CTaHOapTa HeJb34
HpMMeHMTb BBUIOY CHGLU/I(DMKM OpI‘aHT/[BaLU/H/I n ee HpO,JIYKLU/IM, OOIIyCcKaeTcCcsa eTro
UCKJIIOUeHME .

HpM CIOeJIaHHBIX VICKJIDUEHMAX 3a4dBJIEeHU A O COOTBETCTBUNAN HacTodueMy
CTaH,JIapTy HpMeMﬂeMbI, eCJin oOTU VICKJIOUEHWM A ImonoranganT 1o TpGGOBaHVIH,
HpMBe,HeHHI:Ie B pagnene 7, I HEe BJIMAKT Ha CIOCOOHOCTL MM OTBETCTBEHHOCTDL
opTraHu3almumu obecrneurBaTh nponyKuUmuen, oTBeUYanlen TpeOOoBaHUSIM
noTpeduTesyiel U COOTBETCTBYHIMM O00S3aTeJIbHEIM TpeOOoBaHMUAM.

2 HopMaTuBHbBIE CCHLIKH

B HacrosiiieM cTannapTe UCIoIb30BaHbl HOPMATUBHBIE CCHUIKM Ha CIEAYIOIUE CTaHapThI:

NCO 9000:2000 Cuctemsl MeHeIKMEHTa KauecTBa. OCHOBHBIE MOJIOXKEHUS U CI0BApPh

NCO 9001:2000 Cucremsl MeHeIKMEHTa KayecTBa. TpeOoBaHus

NCO 9004:2000 Cuctembl MEHEIKMEHTA KauecTBa. PekoMeHaaluy 1o yinyqueHuto JesiTeIbHOCTH

HNCO 10007:2003 Cucrembl MEHEIKMEHTa KadecTBa. PyKoBOIAIME yKa3aHUS IO YIPABICHUIO
KOH(urypauuen

NCO 10012:2003 Cucremsl MeHeIKMEHTa n3MepeHuil. TpeboBaHMs K H3MEPUTENbHBIM MpolieccaM U
U3MEPUTEITEHOMY 000pYI0BaHHUIO

NCO/TO 10013:2001 Pexomennaruu no JOKYMEHTUPOBAHHUIO CUCTEM MEHEKMEHTA KauecTBa

HCO 19011:2002 PykoBoasiiiue yka3aHus 10 ayJUTy CUCTEM MEHEKMEHTa KauyecTBa W/UJIM CUCTEM
9KOJIOTMYECKOI0 MEHEKMEHTA

3 TepMuHBI U onpeeIeHUs] IPUMEHUTEIbHO K 00pa30BaTeIbHOMY YUPeKICHUIO

B Hacrosmem crangapre npumenensl TepmuHbl MCO 9000, a Takke creayromue TEPMHUHBI C
COOTBETCTBYIOLIMMH OTIPE/IEICHUIMHU:

3.1 norpeduTesnb (customer): Opranuzanus Uiy JULo, nojydaromas(iee) NpoayKUuuio (yCayry).

[MCO 9000:2000]

[Tpumep - Ilorpeburens mMoxer ObITH MoTpeOuTeneM (B 0Opa30BaHUM - OOBIYHO OOYyYarOLIHUIicH),
KJIMEHTOM WJIHM TOKynareneM (B oOpa30BaHUHM - OOBIYHO JIMIIO WJIM OpraHu3alus, (pUHaHCUpYoIee(1as)
oOyyJaromierocs, KoTopoe(as) MOXET Takke OBITh O00ydJaromuMcs), KOHEYHBIM IIOJIb30BaTeneM (B
00pa3oBaHUM - OOBIYHO JIMIIO WJIM OpraHU3alUs, KOTOpas HMMEeT A0XOA OT OOYy4eHHus, MOIy4EeHHOIrO
oOydJaronuMmcs).

3.2 3auHTepecoBaHHas cTOpoHa (interested party): JIuno wiau rpynmna Jiuil, 3aMHTEPECOBAHHBIC B
NeSITeIbHOCTH WM yCIIeXe OpraHU3aIiH.

[MCO 9000:2000]

[Tpumep - 3amHTEepecoBaHHas] CTOPOHA MOXKET OBITh moTpedutenem (3.1), acconmanueid poauTeNe,
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JIpyruM 00pa3oBaTeIbHBIM yupexxaeHueM (3.5) uianu oouiecTBoMm.
IIpumeuyanue - ['pynma aui MokeT BKIIOYaTh B ceOsl OpraHM3alldio, €€ 4acTb WM HECKOJBbKO
OpraHu3aIuu.

3.3 oOpa3oBarenbHblii mpomecc (educational process): IIpomecc coszmanus o0pa3oBaTeIbHON
MIPOJIYKIIUHU [ITPEAO0CTaBICHUS 00pa3oBaTeIbHOM yeiuyrH (cm. 3.4)].

3.4 oOpa3oBarteabHasi ycayra (mpoaykuusi) (educational product): VYcayra (mpomykius),
CBsI3aHHAS ¢ 00pa30BaHUEM.

IIpumeuanue - IIpegocraBieHre oOpa30BaTEIbHON YCIYTH MOXKET BKIIIOYATh B ceOs MHPOpMAIUIO
00 HCIIOJIb30BaHUM MPOTPAMMHOTO OOECTeUeHHs, anmapaTrHeix cpeacts OBM unu OyMaxHBIX HOCUTENEH,
UCIIOJIb3YEMBIX KaK BCIIOMOTaTelbHbIE CPEACTBa JUIsl Mepenayd MH(OpPMALKUU U COXPAaHHOCTU CIIPaBOYHBIX
JAHHBIX.

3.5 oOpa3zoBarenbHoe yupe:xxkaenue (educational organization): Opranuzanus, IpeaoCTaBIsAIOMIAs
oOpasoBarenbHyIo yciyry (cMm. 3.4).

3.6 mocraBmuk oOpa3zoBanusi (education provider): Jluio, npegocrasisroniee (MOCTABISIONICE)
o0OpazoBarenbHyIo yeiyry (cM. 3.4) o0yqaronmumcs.

IIpumeuanue - Bwmecto TepmMuHa '"MOCTaBUIMK 00pa3oBaHUA" MOTYT OBITh NPUMEHUMBI
OOIICTIPUHATHIC TEPMHHBI, WU3MCHSICMbBIC B 3aBUCUMOCTH OT HAI[MOHAJIBHBIX OCOOCHHOCTEH M CIelu(UKH
00pa30BaTeNbHOTO YUPEKACHUS, HAIPUMED MPEIo/iaBaTelb, TPEHEP, TOIEHT Ui mpodeccop.

MICO 9001:2000 Cmcremsl MeHemkMeHTa KauecTBa. TpeboBaHMs
3 OmpepeneHust

B HacTofAlleM CTaHIOapTe IPMMEHSIT TePMMHEl M onpenejienus o JMCO 9000.
[IpyBeneHHble HMWXEe TEepPMMHEB, MCIOJIb3yeMele B 3ToM wm3maHum JVCO 9001 mnsa
ONMCaHMsa LeNy [IOCTaBkKM, OBUIM MSBMEeHEHH IJI OTPaXeHMUHd [IPMMEHSAEMOTO B
HacTodlee BpeMs CJIOBAPS TEPMMHOB.

IIOCTaBUMK —> OpraHmMs3auusa —> [NOTpeluTesib

TepMmH "opraHmszauua'" 3aMeHsaeT TepMMH '"nocTaBumk", MCHOOJNBbB3yEMBM B
MCO 9001, m oTHOCHTCA K OOBEKTY, B OTHOUEHMM KOTOPOTO I[PMMEHSeTCs

HacToAwWMM cTaHmapT. Kpome ToOTO, TepMMH "mocTaBuuMk" < 3aMeHSEeT TEepPMUH
"cybnonpanduk" .
B TexkCTe HaCTOAWEIro CTaHZapTa TepMuH "npomykumda" MOXeT O3HadaThb

Takxe "ycuayry".

4 Cucrembl MCHEIXKMCECHTA Ka4YeCTBa

4.1 O0mue TpeGoBaHus /151 00PA30BaTEIbHOIO YUpeKIeHUs

Hacrosmuii noapasaen HOCUT (pyHIaMEHTANbHBIM XapakTep M YCTAHABJIMBAET OCHOBOIMOJAraroIue
tpedoBanus MUCO 9001 mpumeHnurenbHO kK 00pa3oBaTebHOMY yupekJIeHUI0. TpeOoBaHUs OrpaHUYMBAIOTCS
cieaytommM. OOpa30BaTeIbHOE YUPEKAECHUE TOIDKHO:

a) OIpeNeNaTh MPOLECCHl, BKIOYaroImue B cedsd (opMUpoBaHHE 00pa3zoBaTEIbHONU MPOTPaMMBI,
OpraHM3aIMio y4eOHOro IMpolecca, MpeaocTaBiIeHe 00pa30BaTeIbHbIX YCIYT, OPraHU3alNI0 U MPOBEIECHUE
aTTecTaluy o0y4aroIuXcs, U YIPaBIiATh STUMHU IPOLIECCAMU;

b) ycraHaBiaMBaTh YCIOBUS NPUEMKH OOpa30BaTE€IbHOW NPOAYKUUU (YCIyTH) MpHU pealn3aluu
00pa3oBaTeNbHBIX MPOLIECCOB;

C) MIOCTOSIHHO YJIY4IIaTh 3THU MPOLECCH] U BBIAEIATH HEOOXOUMBIE PECYPCHI.

OO0pa3zoBarenbHOE YUPEKACHUE JOJDKHO TOYHO ONpPEAeNuTh 00JacTh TNPUMEHEHUS CUCTEMBI
MEHE/DKMEHTa KadecTBa B opraHusanuu. Hampumep, 3To Moryt ObITh Kadenapa (hakyabTeT) WIM IIKOJA B
pamkax 0oJiee KpyImHOro 0O0pa3oBaTeIbHOIO yUpEexkIEHUs, 00pa30oBaTeiIbHOEC YUPEKJICHHE B 11€JIOM HIIA BCE
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oOpa3oBaTeNbHbIC YUpexKIeHH (peaepanbHOr0 UM PETHOHAIBHOTO (MYHHUIMIIAIBHOTO) MO TYUHEHHS.

YcraHoBieHUE 00J1aCTH IPUMEHEHHS IOMOXKET 00pa30BaTeIbHOMY YUPEKACHUIO NACHTU(DHUIIMPOBATh
BBICIIIEE PYKOBOJICTBO M TIOHATh XapakTep CHCTEM M MPOIECCOB, HEOOXOAUMBIX Ui JOCTHKCHHS
YJIOBJIETBOPEHHOCTH  MOTPEOUTENsT M  IMOCTOSHHOI'O  YIYYIIEHUS JESTElIbHOCTH 00pa3oBaTeIbHOIO
YUPEKACHUSI.

OTO0 TaKKe MOMOXKET UICHTU(DUIUPOBATh IPEAOCTABIAEMbIE YCIYTH, YTO SBJISIETCS CYLIECTBEHHBIM B
UECHTU(PHUKALMY U ONPEAEICHUH NOTpeOUTENeH U IPYTUX 3aMHTEPECOBAHHBIX CTOPOH.

Cucrema MeEHEKMEHTa KadecTBa B OOpa30oBaHMU JOJDKHA OBITH OCHOBaHAa Ha TEPMHMHOJIOTHH,
coJepalleiics B yuyeOHbIX IUIaHAaX, y4eOHOM M JAPYIMX Ipoleccax 00pa30BaTEIbHOIO YUPEXICHHsI, €ro
OpPraHU3alMOHHON CTPYKTYpe, OTBETCTBEHHOCTH, PECypcax, KOTOphle 00ECHEeurBaIOT KayecTBO OOYyYEHHUSI.
TpeboBaHusl cuCTEMBbl MEHE)KMEHTa KadecTBa JOJDKHBI OXBaThIBaTh OOJIBLIYIO 4YacTh JESTEIbHOCTH
IepcoHaNa M IMOCTaBIIMKOB OOpPa30BAaTENbHOIO YUPESKICHHUA. YIpaBlieHHE OOyYeHHEM MOXKeT ObITh
OCYILECTBJIEHO BO BpEMsl CIIEIYIOIUX IIPOLECCOB:

- aHanM3 noTpedHocTel B 00yueHnu (mpodopueHTanms);

- opMupoBaHue yueOHOTO TUIaHA,

- OpraHu3alus 1 MPOBeACHNE YIeOHOT0 TpoIiecca;

- OpraHu3alys U MIPOBEACHUE OIICHKH U aTTECTAlUU 00YyJarOIuXCs;

- IOBBIIIEHUE 00Pa30BaTEIBHOTO MOTEHIMANIA OPraHU3alHH;

- (pyHKLIMOHMpPOBaHUE OUOINOTEK, MACTEPCKUX U J1a00paTOPUiA.

MCO 9001:2000 CmcrTemsl MeHemxMeHTa kaudecTBa. TpeboBaHus
4 CucreMa MeHeOXMEeHTa KauecTeBa
4.1 O6ume TpeboBaHMS

OpraHmsaumsa »OOJKHa paspaboraThb, 3aIOKyMEeHTUPOBAaTh, BHEIPUTL U
nonnepxmeaTb B pabodeM COCTOSHUMU cucTemy MeHeIXMeHTa KadyecTBa,
IIOCTOSHHO yJydllaTh €€ pes3yJIbTaTUBHOCTE B COOTBETCTBMM C TpeOOBaHUAMU
HacToAmero craHmapTa.

OpraHm3aumsa OOJDKHA :

a) omnpeneysaTb IPOLIECCH, HeOoOXOoOMMble IJig CHUCTEME MeHeIXMeHTa
KadyecTBa, M UX [IPMMEHEeHMe BO BCeM opTraHm3aumm (cMmM. 1.2);

b) onpenmenaTe HOCIEIOBATEJILHOCTL M B3aMMOINEMCTBME D3TUX [IPOLECCOB;

C) onpenesyiaTb KPUTEpUM U MeTOIH, HeOoOXoOouMEle IJjig oObecrnedeHus
PeE3YIJIBETATMBHOCTM KaK IIPM OCYyUWEeCTBJIEHUN, Tak u npn YIIpaBJICHUN S TVIMIU
npoleccaMu;

d) ofbecneuuBaTh HajlMuMe PeCypCcoB U MHOOpMalLUM, HEOOXOOMMBIX IOJIA
NONOEPXKM BTUX MIPOLECCOB M MX MOHMTOPMHIA;

€) OCyUeCTBJATb MOHUTOPMHI, M3MEPEeHMEe M aHaJM3 BTUX IIPOLIeCCOB;

f) nDpmuHMMaATL Mepb, HeOOXOIMMEIE IJIsI IOCTMXEHMS 3BallJIaHMPOBAHHBIX
Pes3yJbTaTOB M INOCTOSHHOTO YJIyUYlIEHMS STMX I[IPOLIEeCCOB.

OpI‘aHMBaLU/IFI OOJIXKHAa OCylmeCTBJIATH MEeHeIXMeHT OTUX IIpoLueCCOB B
COOTBETCTBUM C TpeOOBaHMAMM HACTOAMEI'O CTaHIapTa.

Ecam OpraHmM3alM4a pemaeT IlrnepernaTb CTOPOHHVMM OPIaHM3allMMAM BEIIIOJIHEHME
Kakoro-ynmbo Ipolecca, BIMAKIETIO Ha COOTBETCTBME NPONYKUMM TpeOOoBaHMUAM,
OHa noJrxkHa ofecHeuMBaTh CO CBOEM CTOPOHH KOHTPOJIB 3a& TaKMM IIPOLIECCOM.
YnpaBJiieHVEe MM IOJIKHO OBITH OIPEeNeJIeHO B CUMCTEMe MeHeIXMeHTa KadecTBa.

Hpnmeuar-me - B npouecCcCH, H@O@XO,HMMBI@ OJ14a CHCTEMBL MeHeIXMeHTa
KadyecTsa, CJlenyeT BKJOYATH [IPOLIECCH yIpaBJIeHUeCKOM nesaTeJIbHOCTH
PYyKOBOACTBa, oOOeclledeHMs pecypcaMy, IIPOLEeCCh XMBHEHHOTO LMKJa NPOIYyKLUM
M VBMEepeHUs.

MICO 9004:2000 CucTeMsl MeHeIXMEeHTAa KauecTBa. PeKOMeHOaluMM II0 YJIYyYlUeHMIO
OesiTeJILHOCTU
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4 CucremMa MeHeIXMeHTa KadecTBa
4.1 MeHemXMeHT CMUCTEM M NPOLIECCOB

YcneumHoe PYKOBOLCTBO u yIpaBJIeHKe opraHm3auuey TpebyeT
CUCTEMaAaTUUECKOTO M OTKPEITOI'O MeHeIXMeHTa. UYToOb IJOOUTLCH ycnexa,
cyenyeT BHeIPUTL U IOOIEPXUBATH B pabouem COCTOSHUM CUCTEMY
MeHeIXMeHTa, pa3paboTaHHyl IOJg NOCTOSHHOTO YIIYUIIEeHMS Pe3yJIbTaTUBHOCTU U
30beKTMBHOCTM OpTaHM3aumMy C y4deTOoM norpebHOCTEN 3aMHTEPECOBAHHBIX
CTOPOH. MeHeIXMeHT opraHmu3aluM Hapaly C IOPpyI'MMM aclekTaMy BKJIodYaeT
MeHeIXMeHT KadecCTBa.

Bricmemy PYKOBOICTBY HeoOXOOVMO co3maThb opraHmM3aluo,
OPMEHTUPOBAHHYI Ha [NOTpeduTesisg, IIOCPEeOCTBOM:

a) omnpenejyieHUs CUCTEM U TIIPOLIECCOB, KOTOPHE MOTYT OBITH YETKO
TTOHSTHL, IOIBEPT'HY THL MEHEeIXMEHTY u YITy dllie Hbl c TOUKM 3BPEeHUS
PE3YIbTATUBHOCTU U 30QEeKTUBHOCTH;

b) obecneueHusa pPes3’yJbBTATUBHOTO U 3OQEeKTUBHOTO BBIIIOJIHEHUS U

YIIPpaBJIEHMA IIpoueccaMyr, a TaKXe IIoKa3aTeJIAMM VM IJaHHBIMU IJIA OolipeneJieHmA
yHOBﬂeTBOpMTeHbHOﬁ OeATEeJIbHOCTM OpI'aHM3aluuM.

HpmmepaMM OJeAdTeJIbHOCTM IIO CO3IOaHMIO OpMeHTMpOBaHHOﬁ Ha HOTpe@MTeHH
OpTraHM3alilM ABJIAITCA:

- omnpegnejieHMe ¥ I[IPOOBMXEHME I[IPOLEeCCOB, BeOyllMx K YJIy dlle HMIO
OeATeJIbHOCTU OpraHM3alumn;
- CcOOp ¥ MCHOOJIb30BAaHME HOaHHEIX W MHOoOpMaLUUM O npoueccax Ha

IIOCTOSAHHOM OCHOBE;

- paBBMTMe B HaHpaBHeHMM IIOCTOAHHOT'O YJIY4YIIEeHWA,

— MCIIOJIb30OBaHMEe IIO0OXOoOIOAllMX MeTOIOOB IOJId OLESHKM YJIYUIeHWMHA HpOHeCCOB,
TaKMX KaK CaMOOLleHKa ¥ aHajiu3 CO CTOPOHH PYKOBOICTEBA.

HpMMepH CaMOOLIEeHKM U HpOHeCCOB IIOCTOAHHOTIT'O YJIYyUIlIeHUNA HpMBeHeHH B
IPUJIOXKEHUSAX A M B COOTBETCTBEHHO.

4.2 TpeOoBaHusI K JOKYMEHTAILUN

4.2.1 O0mue MO0 KeHHS

[Ipy TuIaHWpPOBAaHMM CHUCTEMBl MEHEKMEHTa KadecTBa M pPa3pabOTKe PYKOBOJACTBA IO KadyecTBY
oOpa3oBaTeNbHbIE YUPEKJICHHs MOTYT YCTaHaBIMBAaTh TPeOOBaHUS WIM CChbUIAThCS Ha TpeOOBaHHUs, HE
ycranosneHHble MCO 9001 (ecm. UCO/TO 10013), Takue Kak clieAyromye, HO He OrpaHUYeHHbIE UMU:

- He00XO0IMMble OpraHU3alluy TEPMUHBI U ONIpEAEICHUS;

- 00111381 cTpaTerusi OpraHu3aluu;

- 3aKOHBI 1 HOPMATHBHO-TIPABOBbIE aKThI, IPUMEHSIEMbIE B OpraHU3aIUH;

- He00X0/1MMasi KOMIIETEHTHOCTh MPENo/aBaTeIbCKOro COCTaBa (MIOCTABIIMKOB 00pa30BaHus);

- aKKpeJIMTOBaHHbIE U CePTU(HUIIMPOBAHHbBIE 00pa30BaTebHbIE IPOTPAMMBI;

- yueOHbIe TPOrpaMMbl U yueOHbIE TIaHBI;

- MpOrpamMMbl TOBBIIIEHUS KBAIU(PUKAIMK, MOATOTOBKHM M MEPENOATOTOBKH MPEIo1aBaTeIbCKOTro
COCTaBa U NEPCOHAIIA;

- BCTIOMOTaTeJIbHbIE CITYKObI OpraHU3aIuy.

4.2.2 TpeGoBaHUA K JOKYMEHTALMHU B 00pPa30BaTeIbHOM Y4YpPEKIACHUH

4.2.2.1 PyKoBOACTBO 0 KA4€CTBY

P YKOBOACTBO IO KA4YCCTBY MAOJIKHO BKIIIOYAaTh B cebs ommcaHue 00JacTU NPUMCHCHUS CUCTCMBbI
MCHCI’)KMCHTa KadycCTBa 06p330BaTeJ'IBHOFO YUPCKOACHHUA, ITOCICAOBATCIBHOCTE U BSaHMOHeﬁCTBHe €ro
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O6p3.30BaTe.HBHI>IX N BCIIOMOT'aTCJIbHBIX MPOUCCCOB. PyKOBOIICTBO Mo Ka4CCTBY HOJDKHO BKJIFOYATh B CCGSI BCC
MPUMEHUMBIE TOKYMEHTHPOBaHHBIC Tporieaypsl, Tpedyembie UCO 9001, n kputepun, Ha KOTOPBIX OCHOBaHA
CUCTCMAa MCHCIPKMCHTA Ka4€CTBAa, UJIM COACPKATh CChUIKH HA 3THU NPOUCAYPbI U KPUTCPUH.

4.2.2.2 YupasJieHue JOKyMeHTalnueil B 00pa3oBaTe;ibHOM yUpeKIeHU

Ilenpto ympaBieHuss JOKyMEHTalUe sBiseTcsl oOecliedeHue IOCTOSHHOM aKTyaln3aluud |
JOCTYIIHOCTH ~ JOKYMEHTallMd CHUCTEMbl MEHEI)KMEHTa KauecTBa. [l JOCTMXKEHHS JTOM  LenH
00pa30BaTeNIbHOE YUPEXKICHHE JOJDKHO YCTAaHOBUTh JOKYMEHTHPOBAHHYIO IPOLEAYPY, OIHCHIBAIOLIYIO
HOPSJIOK:

- W3MEHEHMs, aHaJIu3a U OJ0O0peHUs] BHYTPEHHEH JOKyMEHTAalluH, BKJIOYas €€ MICHTU(UKALUIO U
CTaTyc MepecMOTpa;

- yIIpaBJICHUS BHEIIIHEH JOKyMEHTalueH, IJIABHBIM oOpa3om HE00XO0IUMBIMU
HOPMaTUBHO-IIPAaBOBBIMU aKTaMH, KOTOPbIE CJIEAYET IIOCTOSIHHO aKTyaJu3UpOBaTh;

- o0ecrieyeHHst JOCTYITHOCTH JIOKyMEHTAllUU MIEPCOHAIly OpraHU3allny;

- ympaBieHHs] OQHUIHMATBHBIME JOKYMEHTAaMH OOYYaIOMIMXCS Ui 00ECTICYCHHUsI MPOCICKUBAEMOCTH
00pa3oBaTeNbHBIX YCIOYr W BepU(UKALUU BBIIOJIHEHUS TpeOOBaHMWN HAa YCTAaHOBJICHHBIX 00pa30BaTEIbHBIX
JTamnax.

JlokyMeHTaIus, OTHOCSINAACS K OIPEAEICHUIO IPOLECCOB 00yUeHHsI, UX YIPABICHHUIO U KOHTPOJIIO, a
TaKXKe JIOKyMEHTallus [0 BCIOMOTaTeIbHOMY OOCIIY)KMBAaHUIO JOJDKHA ObITh ympasiasemMod (cm. 7.1).
JlokyMeHTanus, BbINYLIEHHAas BHYTPU OpraHu3alllM, J0JDKHA OBITh IpoaHalM3MpoBaHa W OJ00peHa Ha
IpEeMET €€ aJleKBaTHOCTU U COOTBETCTBHSI YCTAHOBJICHHBIM TPEOOBAHUSM.

Wudopmanusa 06 u3gaHuy yueOHUKOB WM Y4€OHBIX MaTe€pHalioB, MPAKTUKYMOB, YY4EOHBIX MOCOOUM
WIA Jpyro ydyeOHOW muTepaTypbl JOJDKHA OBITh YHpaBIIEMOM M NPOCISKHBAEMOW Ha JTare
IPOEKTUPOBAHUS U Pa3pabOTKHU.

[Tponietypsl perucTpanuu Kypca, CTpyKTypa IUIaHOB y4eOHBIX 3aHATUN, HHCTPYKLUU IO CTPYKType
HAy4YHO-UCCIIEI0BATENBCKOrO OTYETA U T.J. TOJIKHBI TOAIEP)KUBATHCS B aKTyaJIM3UPOBAHHOM COCTOSIHUU IS
oOecrieueHHUss HEOOXOIUMOM KOPPEKTHOCTH M KOMIUIEKTHOCTH JIOKYMEHTAllUM CHCTEMbl MEHEKMEHTa
Ka4yecTBa, HaxoAs1Ieiics B 0OpalieHnu.

Cucrema ymnpaBlieHUsl JOKYMEHTAallME€W JOJDKHA BKJIIOYATh B CeOsl yCIOBHS YHpPAaBIEHUS BHEIIHEH
JOKYMEHTalue (HampuMmep, 3aKoOHOJATelIbHblEe aKThl, [paBWJIa, IIOCTAHOBIEHHUS MPAaBUTEIILCTBA,
HOPMAaTHUBHO-IIPaBOBBIE aKThl B 00JIACTH aTTECTAI[MH U T.J1.).

4.2.2.3 YnpasieHue 3anucsiMi B 00pa30BaTeJIbHOM y4peKICHUH

3anucu obecreynBalOT MHGOPMALMIO O TEKyleld MAeITeIbHOCTH OpraHu3aluu, HampuMmep o
pe3ynbpTaTrax, IOJNYYEHHBIX Ha KaXIOM OJTare ydeOHO-TeJarornyeckoro Impormecca (IpeaocTaBICHUs
00pa30BaTEeNbHBIX YCIYT).

OO0pa3zoBarenbHOE YUPEKACHNE TOHKHO OOpaTHTh BHUMAaHNE HA CPOK XPaHEHUS 3aluceil U TOPSIOK
pacropsKeHUsT HMMH, KOTOpble OOBIYHO YCTaHOBJEHbI B COOTBETCTBMM C 3aKOHOAATEIbHBIMHU H/HIU
00s13aTEIIbHBIMA TPEOOBAHUSIMH.

OO0pa3zoBarenbHOE YUYpeXJECHUE AOJDKHO YIPABIATH 3amUCSIMU 00 OOy4yeHMH M OO0yYaroumuxcs B
COOTBETCTBUU C YCTAaHOBJIECHHBIMU IponieaypamMu™(4). 3To Takue JOKYMEHTHI KaK:

- OTYET O MPOEKTHUPOBAHUU M pa3paboTKe yueOHOro mpoiecca (Hampumep, O COCTaBICHUU y4eOHOTO
1JIaHa);

- 3alUCH O KBalIM(UKALMU NpernoaaBareneil (CBUIAETEIbCTBA, CEPTU(PUKATEI U APYTUE JTOKYMEHTHI,
HOJTBEPXKIAIOIINE KBaTH(PUKAIINIO);

- 3anKcu 00 OIIeHKE BO3/AENUCTBHUS Mpoliecca 00yUueHus (Harpumep, OlleHKa KauecTBa MpPenoiaBaHus);

- 3aIuCcH 0 paboTax, BHIIOJIHEHHBIX 00YYaIOUIMMHUCS, U OTYETHI 110 00YUEHUIO;

- CBUJETENbCTBO 00 OKOHYAHUM Y4e€OHOrO 3aBeieHHs (CBUAETENIBCTBO, YJOCTOBEPEHHE, AMUIIIIOM U
T.J.);

- 3amUcu O TOTepsAx, ymepOde wim HeJOOPOCOBECTHOM HCIOJIB30BAHUU  OOYJarOIIMMUCS
BCIIOMOTATENbHBIX MaTECPUAJIOB;
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- JKaJIO0BI;

- 3anKcu 00 y4acTHH B UCCIIETOBAHUSX;

- 3aIIMCHU O MPOU3BOJICTBEHHON MTPAKTHUKE;

- 3anKcu 00 aBTOPCKOM IIPaBe U/UJIU pa3pelieHne Ha MPaBo UCIOIb30BaHUs HHPOPMAIIIH.

OcoOble  TpebOOBaHMS, YCTAHOBJIGHHBIE K  3alUCSIM  CHUCTEMbl  MEHEIKMEHTa
00pa3oBaTeNbHOTO YUPEIKICHUS, OTPEICIICHBI B pazaenax S5 - 8 ucxomus u3 4.2.4.

MCO 9001:2000 CmcrTemsl MeHemxMeHTa KauecTBa. Tpe6boBaHus
4.2 TpeboBaHMsaA K [OKYMeHTALMK

4.2.1 Obume TOJIOXEHMUS

JOKyMeHTalusad CUCTEMBE MEHEeIXMEeHTa KaudueCTBa OOJDKHa BKJIOUYATH :

a) IOOKYMeHTaJIbHO OGOPMJIEHHEIE 3afaBJIEHUMS O TIOJUTUKE U HeJax B
oBJlacTM KauyeCcTBa;

b) PYKOBOACTBO IO Ka4yeCTBY;

C) IOKYMEHTUPOBAHHEIE MNPOLEenypH, TpebyeMele HACTOSANMM CTaHIapTOM;

d) IOOKYMEHTE, HeODXOIMMEIE OpTaHMu3auumM Ijsa obecrieueHrsa 20OeKTUBHOTO
[IJIaHMPOBAHMSA, OCYUECTBJIEHUS NIPOLEeCCOB U yINpPaBJIEHUS MMU;

e) Banmucu, TpebyeMele HacTOANMM CTaHmapToM (4.2.4).

[IpuMevauns
1 Tawm, roe B HacTodaleM cTaHIapTe BCTpedaeTCad TEepMUH
"OOKYMEHTMPOBAaHHAaa mnpouenypa'", 2TO O3HadaeT, YTO Opolenypa pas3paboTaHa,

OOKYMEHTAJIbHO ObopMiieHa, BHEIOPeHa U INOoIINepXMBaeTcs B paboyeM COCTOSHUU.
2 CrTerneHb OOKYMEHTUPOBAHHOCTM CUCTEME MEHeIXMEeHTa KauecTBa OJHOM
opraHM3aluy MOXET OTJIMYATHLCHA OT JPYyT'OM B 3aBUCUMMOCTU OT:
a) pasMepa opraHM3aluM ¥ BUIA IeSTeJIbHOCTH;
b) croxHOCTM M B3aMMOIEMCTBMSA IPOLIECCOB;
C) KOMIIETEHLUM IIepCOHaJja.
3 IoxyMeHTaLMsa MOXeT OBIThH B JioOOM dopMe M Ha JioOOM HOCUTeJe.

4.2.2 PYKOBOICTBO IO KAUueCTBY
OpraHmzaumsa OOJIKHA paspaboTaTs M HNOOOEPXMBATH B paboueM COCTOAHMU
PYKOBOICTBO IIO KaudeCTBY, coIepxallee:

a) oBJjacTb IIPVIMEHEHM A CHICTEMEBL MeHeIIXXMeHTa KauecCcTBa, BKJIOUA A
IompoBOHOCTM M ODOCHOBaHME JIOOBIX MCKJUeHMr (1.2);
b) noxyMeHTHMPOBaHHEE IpOLUEenyPH, pazpaboTaHHEE oJs CUCTEMEL

MEeHeIXMeHTa KaueCTBa, WM CCBUJIKM Ha HUX;
C) omnmcaHMe B3auMMOIEMCTBMSA IMIPOLEeCCOB CHUCTEMH MEHEeIXXMEHTa KadyecTBa.
4.2.3 YnpaBJjieHMe HOOKyMeHTalueu
JokyMeHTaMy CHUCTEeMH MeHeIXMeHTa KaudecTBa HeOoOXOOMMO YIPaBJATH.

3anmMcu - CHEeLUMAJIbHEI BMI HOOKYMEHTOB, M OHM IHOOJIKHEL YIPAaBJATHBCH COIJIACHO
TpeOOBaHMAM, NPUBEIEHHBM B 4.2.4.

IOi1d onpenejyieHrsa HeOOXONOMMBIX CPenCTB ylIpaBJIeHUA IOOJIXKHa OBITh
pazpaboTaHa IOOKYMEHTMPOBAHHAA Ipolenypa, IpelycMaTpMBalllas:

a) obuLIMaJIbLHOE omoBpeHue OOKYMEHTOB ¢} TOUKU 3peHMnd X
OOCTAaTOUHOCTM IO MX BHIIyCKa;

b) aHammM3 ¥ axTyaaMs3auuio IO Mepe HeOoOXOOMMOCTM M I[IIOBTOPHOE
opmLMaTIbHOE OnOOpeHre INOKYMEHTOB;

c) obecrnieueHre MIEHTUOUKALIMYM WUBMEHEHUM U CcTaTyca nepecMoTpa
IOOKYMEHTOB;

d) obecneueHMe HaJIMuMsag COOTBETCTBYKIMX BEPCHUM HOOKYMEHTOB B MeCcTax
UX [IPUMEeHEHUS;

e) obecrnieueHue COXpPaHeHUd OOKYMEHTOBR UYEeTKUMU U
JIETKOUIOEHTUOULUPYEMEIMU ;

f) ofecneueHue MOeHTUOMKALUM IOKYMEHTOB BHEUNHETO MIPOMCXOXIESHUS U
yIOpaBJIeHME UX PaCCBUIKOM;

g) TI[penoTBpalleHMe HenpemHaMepeHHOTO MCIIOJIb 30BAHMSA yCcTapeBImMx

KadcCTBa
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IOOKYMEHTORB U IIPUMEHEeHMUE COOTBETCTBYWIEM MAeHTUOMKALUM TaKUX ITOKYMEHTOB,
OCTAaBJIEHHEIX IJIS KaKUx-JiMOo lLeJjien.

4.2.4 YnpapiieHUEe 3BalUCIMU

3anucu OOJIKHEL BECTUCH U NOOIEPXMBATHLCS B padboueM COCTOSHMM IJig
NIpenoCTaBJIeHUS CBUIETEJILCTB COOTBETCTBUA TPeOOBAHMUAM U PEe3yJIbTATUBHOCTH
bYHKIMOHMPOBAHMSA CUCTEMBI MEeHEeIXMeHTa KadecTBa. OHM IOJIXHEL OCTaBaThbCs
YEeTKMMM, JIETKOMOSHTUOMUMPYEMEIMM M BOCCTaHaBJIMBAaeMbIMM. JOJDXHA BEITB
pazpaboTaHa IOOKYyMEHTMPOBAaHHAas Ipolenypa oJis onpenejyeHns cpencTs
yIpaBJIeHUS, TpeByeMBIX npu nneHTubrkaumy, XpaHeHuy, 3almTe,
BOCCTAaHOBJIEHUM, OIpPENeJIeHUM CPOKOB COXPAHEHMS UM MUIBATUM BalUCEN.

MCO 9004:2000 CmcrTeMsl MEHeIOXMEHTAa KadYeCTBa. PeKOMeHOauuM I[I0 YJIYy4IIeHMIO
OesiTeJILHOCTU

4.2 JoxyMeHTAaUMUsS

PyKOBOICTBY OpPTaHM3aLUM CJelyeT OIpenNesiMTb HOOKYyMeHTAalMi, BKJIoUas
COOTBETCTByIME 3alMCK, HeOoOXoOMMyM IJjisa paspaboTky, BHEIPEHUS U
nonnepxaHus B paboueM COCTOSHMM CUCTEMBl MeHeIXMeHTa KayecTBa u
IONNEPXKM Pes3yJIbTaTUBHOTO ¥ 3OOEeKTMBHOT'O BEHIIOJIHEHMS IIPOLIECCOB.

XapakTep n CTeleHb IOOKYMEHTUPOBAHHOCTH IOJIXHEL OTBEeuYaThb
KOHTPaKTHEM, SBaKOHONATEJILHEM U IpyT¥M oBsa3aTellbHEM TpeBOoBaAHUAM,
NOTPeOHOCTAM M OXMIOAHMAM NOTpebuTesiey UM IPYyTIMX 3aMHTEPECOBAHHHBIX CTOPOH,
a TakKxe yCcTpaMBaTh OPTaHMBALMNO.

HoxkyMeHTauus MoxeT ObTb B JioOOM bopMe miM Ha JIIoOOM HOCHTEJIe MCXOIs
13 NOoTpebHOCTEeV OPTaHM3ALUN.

C uenpi obecnedeHMda »NOKyMeHTalUMelM, oOTBedanlen noTpedHOCTAM U
OXMIOAHMAM BaMHTEPECOBAHHEIX CTOPOH, PYKOBOICTBY HEOOXOMOMMO YUMTHBATH :

- KOHTPAaKTHEHE TpeboBaHMA HOoTpeduTesier ¥ OPYyIMX SBaMHTEPEeCOBaHHBIX

CTOPOH;

- VICIIOJIb30BaHME opTraHu3alLuen MEeXOYyHapPOOHHIX, HalMOHAJIbHEIX,
PETMOHAJIBHEIX M OTPACJIEBEIX CTAHIOAPTOB;

- COOTBETCTBYKIME 3aKOHOIATEJbHEIE 128 opyrue obs3aTesibHBIE
TpeOOBaHMUA;

— peumeHusa OpITaHM3aLuuM;

- UCTOUHUKUA BHEUIHEN nHbopMaLmM, Kacamnimmuecs BO3MOXHOCTEN
oOpTraHu3alun;

- mHOOpMaALUMID O NOTPeOHOCTAX M OXMIAHMAX BaMHTEPEeCOBAHHBIX CTOPOH.

PazpaboTky, MCHOJIB30BaHME U YyHOpaBJIeHMEe INOKyMeHTalMeln crienyerT
OLIEHMBATEL C YUYETOM PpPe3yJIbTaTUBHOCTU U 30OeKTUBHOCTU OopraHM3aLuuM Ha

OCHOBE TaKMX KpUTEpmMen, Kak:
- OYHKUMOHAJIBHOCTL (HaIpMMeEp, CKOPOCTbH 00paboTKM) ;
- NPpOCTOTa B MCIIOJIL30BAaHUN;
- NoTpebHOCTL B pecypcax;
- IIOJIUTUKa M LeJin,
- Tekymme U Oyayume TpeOOBaHMUS, OTHOCAIMECS K MEHEIXMEHTY 3HaHUM;
— CpaBHEHME C JIydllMMM CHUCTEMaMM IOOKYMEHTALWV,;

- B3aMMOIEMCTBUSA norpedbuTrenen, [IOCTABUMKOB U IOPYIMUX
3aMHTEPECOBAHHEX CTOPOH OpITaHM3aluM.
JocTynl K OOKyMeHTaluuM IIpenocTaBigeTcsa paboTHUKAM opraHmM3aluuy U

OPpYyIT'VIM 3aMHTEepeCOBaHHBEIM CTOPOHaAM MCXOIOA M3 IIOJIMTUKU obMeHa MH@OpMaHMeﬁ
B OpPr'aHM3alVN.

4.3 Hcnoas30BaHMue IIPMHIOVIIOBE MEeHeIXMeHTa KadecCTBa

IOns  yCHmemHOTO PYKOBOINCTBAa OpTraHuMzaumerr u ee GyHKUMOHMPOBAHUS
HeoBOXOOMMO OCYHECTBJIATH MEeHeIXMEeHT cCUCTeMaTUUEeCKU u OTKPEITO .
PekxoMeHIALMM PYKOBOAOCTBY opraHm3alum, npenjaraeMse B HaCTOAIEeM
crTaHmapTe, 0a3MPYTCS Ha BOCHBMM OPMHIMIAX MEHEeIXMEeHTa KauecTBa.
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3TU OPUMHUUIE OHJIM paspad®oTaHBl OJiS [NPMMEHEHMS BHCIMM PYKOBOINCTBOM C
HeJsiblo YJIYUlIeHUS IeSTeJIbHOCTU opTaHmz3aumum. OHM BKJIOUEHHl B COIepXaHue
HaCcTOAWEeI'O CTaHIapTa UM [NPUBEIEHB HUXE.

a) OpumeHTauusa Ha OOTpeburesid

OpraHmMz3auuM BaBUCAT OT CBOMX [OTpedbuTreser U I[I03TOMY IOOJIKHEI
MIOHMMAaTh MX Tekyure ¥ Oyaymme noTpeOHOCTM, BHIIOJHATL UX TpeGoBaHUS U
CTPEMUTLCS TIPEB3OUTU UX OXUIOAHUS.

b) JimmepcTBO PYKOBOIMTEIS

PyKOBOIMTENM OOEeCIeuMBalnT €OVMHCTBO LEeJIM ¥ HalpaBJIEHMS OedTeJIbHOCTU

opraHmM3auuM. VM cremyeT CO3IOaTh ¥ NOOIEPXMBATL BHYTPEHHID cpeny, B
KOTOPOM PafoTHUKM MOTYT OHTH I[IOJJHOCTHLIO BOBJIEUEHHE B pelueHve 3amaud
OpTaHM3aLUA.

c) BoBjeueHre pabOTHUKOB

PabOTHUKM BCeX YPOBHEM COCTABJIAIT OCHOBY OpTaHM3aLMM, M MX I[IOJIHOE
BOBJIEUEHME JaeT BO3MOXHOCTbL OpTaHM3aluMy C BHIOIOU MCIIOJIbE30BaATh MX
CIIOCOOHOCTH .

d) IIpoLeCCHEM HOOXOX

Kenaemer pesysibTaT OoCTUTaeTcsa 20bekTuMBHee, KoTI'Ja JOeSTeJIbHOCThIO U
COOTBETCTBYNIVMMM pPecypcCaMyu yNpaBJISKOT Kak OPOLIECCOM.

e) CucTeMHBM MNOIOXOI K MEeHEeIXMEeHTY

BrigBJIEHME, [NOHMMAHME M MEHEIXKMEHT B3aMMOCBAS3aHHHEIX I[IPOLIECCOB Kak
CUCTEMEl BHOCAT BKJIAI B PEe3YJIbTATUBHOCTE U B20OEeKTMBHOCTL OpTraHM3aLUM IPU
OOCTVXEHUM ee LeJieN.

f) TlocTOsAHHOE YyJyulleHue

[IoCTOSHHOE YyJydlleHMe HOedTeJIbHOCTM OpraHM3aluuMy B LeJIOM CcJjelyeT
paccMaTpMBaTL KaK €e HEeM3MEeHHYK LeJlb.

n) IpuHATHME pemeHMM, OCHOBaHHBIX Ha (akTax

SddexkTMBHEIE pPeleHMS OCHOBEBAKTCS Ha aHajM3e NOAaHHBIX UM MHOOPpMaLUM.

h) B3aMMOBEITOIHEE OTHOIEHMS C I[IO0CTAaBIMKAMMU

OpraHmzaumsa M ee IOoCTaBIMKM B3aVMMO3aBMCUMME, M OTHOUEHMS B3aVMHOM
BBITOOEl [IOBBIIAIT CIOCODOHOCTE OOEMX CTOPOH CO3IaBaThb LIEHHOCTM.

YcrnemHoe MCIOJIb30BAaHME OpraHM3alMel BOCBMM NOPUMHLMUIIOB MEHEeIXMeHTAa
opuBeneT B pes3yjibTaTe K BHI'OIaM IJiS 33aMHTEPECOBAaHHEIX CTOPOH, TakMM Kak
yBeJIndeHue IOEeHEeXHOT O oboporTa, cosmaHue LIEHHOCTU Y IIOBLBIIEHMUE
CTabUIILHOCTHA.

5 OTBeTCTBEHHOCTD CO CTOPOHBLI PYKOBO/JIACTBA

5.1 O6s3aTe/IbCTBA PYKOBOACTBA B 00pa30BaTe/IbHOM YUpesKIeHUH

Bricuiee pykoBOJCTBO (JIMIIO MIIM TPYIIIA JIHII, KOTOPBIE OCYIIECTBIIAIOT YIPABICHHUE JEATEIbHOCTHIO
00pa30BaTeNbHOTO YUPEXKIECHUS M KOHTPOJIb 3TOH JEATEIBHOCTH) JOJDKHO MACHTU(PUIMPOBATh (PAKTOPHI U
XapaKTEePUCTHKH 00pa30BaTENbHOM NesTeIbHOCTH, OTBEYAOIINE TPEOOBAHUSAM U OXKUAHUAM OTPEOUTENEH.

[Ipu cepTuduKauuu W/WIAM aKKpeAUTAUUU 00pa30BaTENbHOTO YUYPEKICHHS BBICIIEE PYKOBOACTBO
JIOJDKHO TapaHTHUPOBATh BBIOJHEHHE 3aKOHOAATENBHBIX W 00s3aTeIbHBIX TPeOOBaHHN B 00pa30BaTEIbHBIX
nporpaMMax M mporieccax.

['maBHOE TpeboBaHME ATOro MOJpa3zesa - BhICIIEE PYKOBOACTBO JOJKHO OMPENEIUTh U BBITOJIHATH
o0si3aTesbcTBA 1O TOAJIEPKAHUIO B pabouyeM COCTOSHUM M TOCTOSHHOMY YIIYYLIEHHIO CHCTEMBI
MEHEI)KMEHTa KauecTBa. [l 3Toro BeiclIee PYKOBOACTBO OOpa30BATEIBHOTO YUPEKICHHUS TOJIKHO
UCIIOJIb30BaTh TAKHE CTPATETHH, KaK:

- pa3pa0oTKa MOJUTUKHU B 00JIaCTH KayecTBa 00pa30BaTEIbHOIO YUPEKICHUS;

- 0OMeH nH(popMaIen o IIaHUPOBAHUH CUCTEMBI MEHEKMEHTA KauecTBa 110 BCeH OpraHu3aluy;

- obmeH wuH(pOpMaIMen, OTHOCAMICHCS K aHAIM3y W JO0pa0OTKe IIaHa CHCTEMbl MEHEIKMEHTa
Ka4yecTBa.

HarnsaHelM  CBUAETENILCTBOM O TPUHATHM O0S3aTENBbCTB, BBIMOJHEHUM aHajdW3a W CO3JaHUU
HE00XO0IMMOH BHYTPEHHEH cpeJibl CO CTOPOHBI BBICIIETO PYKOBOJICTBA MOTYT OBITh CIENYIOIIUE ICHCTBUS:
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- YCTaHOBJICHHE U JOBEJCHUE /0 CBEICHHUS MEpPCOHANA MOJUTUKH B OONACTH KadecTBa, KOTOpas
MO3BOJISIET BCeM pabOTHHKaM 0O0pa3oBaTEIbHOTO  YYPSKICHHS IOHUMATh BHJCHHE, MHCCUIO H
CTpaTernyecKue 1eIi OpraHu3alui B 00JIacTH Ka4ecTBa;

- YCTaHOBJICHHE Iielieii B 00JacTH KauyecTBa B TEKyHIeH OOpa30BaTeIbHOW IESITEIBHOCTH JUIS
peanu3any MOJUTHKH B 001aCTH KauecTBa 00pa30BaTEIbHOTO YUPESIKICHHS;

- MaKCHUMaJbHO BO3MOXXHOE OOCCIICUCHHE YeIOBEYECKMMH ¢ MaTepHAIbHBIMU peCcypcami,
HEOOXOMMBIMH JIJISI IOCTUIKCHUSI TIOCTABIICHHBIX TIEJICH;

- JIOBeIEHHE JI0 CBEACHHUS BCEro IMEpCOHana O0pa30BATEIbHOIO YUPEKACHUS BaXKHOCTH
YIIOBJIETBOPEHHS TPeOOBaHUH OOydJarorerocst (moTpeOuTest), Tak e KaK MCIOJHEHUs 3aKOHOJATeIbHBIX U
00s13aTeNIbHBIX TPEOOBaHUH, K PEIOCTABICHUIO 00Pa30BaTENbHBIX YCIYT HAJIEKAIETO KauecTBa;

- IMyOJIMKaIUs MEPHOJANICCKUX HM3JIaHUH 00pa30BaTEILHOIO YUYPSKICHHS Il MHOOPMUPOBAHHS TI0
BOIIPOCaM, CBSI3AHHBIM C Ka4€CTBOM (TaKHMM KakK IIeJIM B 00JaCTH Ka4ecTBa), U 00ECIIeUeHUs] 0OpaTHOM CBS3H
¢ 00y4arOITUMHUCS/TIOTPEONTEIISIMH;

- OIICHKa pabOoTHl 00Pa30BATEIBHOTO YUPEKIACHUS JIJII MOHUTOPUHTA BBHITIOJHEHUS YCTAHOBICHHBIX
TIOJIMTHKH U IIeJIei B 00JIaCTH KauecTBa.

MCO 9001:2000 CmcrTemsl MeHemxMeHTa kauecTBa. TpeboBaHus
5 OTBEeTCTBEHHOCTE PYKOBOIACTBA

5.1 O6sizaTenscTBa PYKOBOXLCTBA

Bricuiee PpPYKOBOICTBO IOJIXHO oOOecleurBaTh Haudme CBUIOETEJILCTB
OPUHATUS CBOMX 0043aTeJbCTB IO paspaboTke u BHEIOPEHUID CUCTEMH
MeHeIXMeHTa KadecTBa, a TaKxXe NOCTOSHHOMY YJYyUlleHUID ee Pes3yJlbTaTUBHOCTU
IIOCPENCTBOM:

a) IHmoBemeHMsa OO CBeIeHUud opraHmM3alunn BaXHOCTHU BBIIIOJIHEHUS
TpeOOBaHMM HOTpebuTresiey, a TakXe 3BaKOHOOATEeJIbHBIX n obsa3aTeNIbHBIX
TpebOoBaHUM;

b) pazpaboTky HOIUTUKM B OOJIACTM KadeCTBa;

c) obecnedueHus paszpaboTkU lLejie B o00JlaCTM KadeCcTBa;
d) npoBemeHMA aHaJM3a CO CTOPOHH PYKOBOICTBA;

e) obecnedeHMsa HeOOXOIMMBIMM PecypCcaMM.

MCO 9004:2000 CmcrTeMrl MeHeIXMEeHTAa KaudueCTBa. PekoMeHmaumMy II0 YJydlleHMIO
OesiTeJILHOCTHU

5 OTBEeTCTBEHHOCTE PYKOBOACTBA
5.1 Obume pexoMeHpaLMM
5.1.1 BmeneHue
JIMnepcTBO BHCWIETO PYyKOBOICTBa, ero obsg3aTejbCcTBa U aKTUBHOE

YdacTre ABJIAITCA pellallyiMI npn pa3pa6OTKe nu IIonoeprXaHnn B pa6oqu
COCTOAHMNM peBYHbTaTMBHOﬁ nu 3@®GKTMBHOﬁ CrCcTeMbel MEeHEeIXMEHTa KauecTBa C

LIeJIbI0 IOOCTIMXEHMA BBIT'OOBI OJIA BCeX 3aMHTEepeCOBaHHBIX CTOPOH. nx MOXHO
ﬂO@MTbCH, BBEIABJIAA, IIOOOEePXMBaA )zt IIOBHIIA A YOOBJIETBOPEHHOCTD
norpedbuTresnen.

Hepen BEICIIMIM PYKOBOICTBOM CTOUT 3allada PaccMOTPETh Taxrme MEDPEI,
Kak:

- pazpaborka IPOTHO33a, TIOJNIUTUKHA n CTpaTerMuecKkux leJjel,
COOTBETCTBYKIMX HA3HAUEHMI0 OpTaHM3alLuM;

- IOeMOHCTpalumusd Ha CODCTBEHHOM npuMepe CTuiAa yhnpaBsJlIeHUs:d,
obecrneumMBapIIero IOBepMe IIepCcoHasla;

- IOOBeIeHMe QO CBeIOeHuda IepcoHaJa HalnpaBJIeHUHA OesaTeJIbHOCTU

opraHmsaununy, HeHHOCTeﬁ, CBA3aHHEIX C Ka4YeCTBOM nu CUCTEMOMN MEHEeIIXMEHTa
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KadecTBa;
- ydacTHe B NPOeKTaxX [0 YJYyUdUIeHMUIO, [IOMCK HOBHEIX METOINOB, pPEUeHUM U
pa3paboTka HOBOM NPOOYKLUM;
— HOJIydeHMe ODOPAaTHOM CBSA3M HEINOCPEeINCTBEHHO II0 pPe3yJIbTaTUBHOCTU U
50PEeKTMBHOCTM CUCTEME MEHEIXMEHTAa KadecTBa;

— OIIpeneJieHMEe IIPpOoLueCCOB XM3HEHHOTIO LMKJIa NpOOoOyKLUUM, ODoOaBJIS0IIMX
II€HHOCTb B MHTepeCaXxX OpIraHM3aluum;
- ornpenesieHe BCIIOMOT'aTeJIbHBIX IIpoLueccos, BJIMAKOIMX Ha

PE3YJIbTATUBHOCTL U 5OOPEKTUBHOCTL IPOLIECCOB XMBHEHHOTO LMKJAa NPOOYKLUM;

- CcO3JaHMue Cpens, CHOCOOCTBYKIEM BOBJIEUEHMIO M PA3BUTUID PabOTHUKOB;

- obecrneueHMre OPIaHMBALMOHHOM CTPYKTYPEl M pPeCcypCcoOB, HeODXOIMMEBIX
OJ1 NOOOEPXKM CTpaTeIMU4eCKMX I[IJIAHOB OpraHM3aluM.

BricmeMy PYyKOBOICTBY CJleOyeT TaKXe OIpelesjiMTbh MeTOIbl M3MEPEHUS
OesaTeJIbHOCTHU opraHmusaluy, UTOOH YCTAaHOBUTE, OOCTUIHYTE JIU
3allJIaHMPOBAHHEIE LeJiM, BKJIOYAIME :

- UBMepeHMe OMHAHCOBBIX [OoKaszaTeJel;

- UM3BMEepeHMe [oKa3aTeJIeM BEHIIOJIHEHMS [IPOLIECCOB BO BCEM OpraHM3aLUM;

— BHEUHME U3MEpeHMs, TakMe KakK CPpaBHEHME C JIydllMMM IOOCTMXEHMAMU U
OlleHKa TpeTbel CTOPOHOM;

- OLeHKY YIHOOBJIETBOPEHHOCTHM LOTpebuTresel, pab®OoTHMKOB OpraHM3aUUM U
IPYTUX SBaMHTEPEeCOBaHHBIX CTOPOH;

— OLIEHKY BOCIPUATHUA [HOTpebUTeNlaMy M IOPpyI'MMM BaMHTepeCOBaHHEMU
CTOPOHaAMM XapPaKTEePUCTUK [NOCTABJIEHHOM MNPOOYyKILIUN;

- UBMEepeHMe IOPpyIHMX IoKazaTeJlell ycllexa, OlIpeleJIeHHEX PYKOBOICTBOM
opraHM3aluN.

VubpopMalMio, [OJIyYEeHHYI B pe3yJibTaTe TaKMxX M3MEepeHUMM U OLIeHOK,
PEKOMEHIOyeTCsa PpacCMaTpMBATh KakK BXONOHEIE IaHHBIE IOJI aHajlM3a CO CTOPOHH
PYKOBOIOCTBaA, YTOOH yDeOZUTLCH, UYTO IIOCTOSHHOE yIydlueHue CHUCTEME
MeHeIXMeHTa KaudecTka ABJIAETCSH OBMXYyLIEN CHJIOM COBEPUWEHCTBOBAHUA
OedATeJIbHOCTU OpraHM3alNM.

5.1.2 BoONpoOCH, KOTOPBE IOJIXHE MNPMHMMATLCS BO BHMMAaHME

[Ipy paszpaboTke, BHEIOPEHUM U YIPABJIEHUM CUCTEMOU MeHeIXMeHTa
KadecTea OpTaHM3alMM BHCULIEMY PYKOBOICTBY HEeOOXOIMMO CJIeOOBATb IIPMHLMIIAM
MeHeIXMeHTa KaudecTBa, M3JIOKEHHEM B 4.3.

Mcxoma m3 3TUX NPMHLUIIOB  BHCILEMYy PYKOBOACTBY HaIO IOOTBEPXIATHb
JIUOEPCTBO M 0043aTeJIbCTBa B OTHOUWEHMM CJlenyluero:

- TIOHMMAaHUL TeKYIVX u Oy Oymmx norped®HOCTEN u OXUIAHMM
norpeduresier, IONOJHAKNIMX TPeOOBaAHUS;

- Pas’sbACHEHUS HOJNUTUKU M LeJiey IJiS IIOBHIEeHMS IIOHMMAaHMsa, MOTMBALUMU
¥ BOBJIeUEeHUS PaBOTHMKOB OPTaHMBALIUU;

- TIOCTAHOBKMU e MIOCTOSHHOTO YITYUIIeHU S BCEeX IPOLIECCORB,

BHIIIOJIHSEMEIX B OPTaHMB3aLUN;

- IJIaHMPOBaHMA OyIOymeIo OpraHM3alUuM U MeHeIXMeHTa M3MEeHEeHUM;

- YCTAHOBJIEHMS U HOOBEeIeHMs OO IIepcoHajla OCHOB OesaTeJIbHOCTU I10
OOCTUXEHUIO YHOOBJIETBOPEHHOCTHU BaMHTEPECOBAHHEX CTOPOH.

B IOomnoJsiHeHMe K IIOCTEeIeHHOMYy WM [IPOoHoJiKalleMyCs [IOCTOSHHOMY
YIIYULIeHUIO BHICIIEMY PYKOBOICTBY HEOOXOIMMO TaKXe pPacCMaTpPMBATL IIPOEKTH
IIpOpHEBa, Benyuye K WU3MEeHEHU [IPOLIeCCOB, Kak crioco® YIIy4dle HY A
OeSTEeJIbHOCTM OpTaHMBalMM. B XOome TaKux M3MeHEeHUM PYyKOBOANCTBY CJeIyeT
NpennpMHMMAaTL mary no obecrnedveHun pecypcamMmu u  obOMeHYy wmHbOpMaumen,
HeOoOXOoOMMBIE IJIS MNOOOEePXaHMs OGOYHKLUMM CHUCTEMEH MEHEIXMEHTa KadecTBa.

BricmieMy PYKOBOICTBY HeOOXOOMMO OINPEeNeNMTh [IPOLIECCH XMBHEHHOTO
UMKJIa T[POOYKLUMM, TaK KakK OT HMX HEIOCPEeIOCTBEHHO 3aBUCUT YyCIIEX
opraHm3aluun. BreCHEMY PYKOBOICTBY cyenyerT TaKXe ONpeneyIuThL Te
BCIIOMOT'@TeJIbHEIE IIPOLIeCCE, KOTOpPhle BO3IOEMCTBYWT JIMOO Ha pPe3yJIbTaTUMBHOCTDL
1 200eKTUBHOCTL IPOLIECCOB XMBHEHHOTO LUKJa, JMOO Ha 3alpOoCH M  OXUIOAHUSA
3aMHTEPECOBAHHEIX CTOPOH.

PyxkoBoncTBy Hanoo y@eJ_'LMTbCF[, uTo IIPOLeCCHL @yHKLLMOHMPYIOT KakK
pre3syJsibTaTMBHAA U 9@®GKTMBHaH cucreMa. PyKOBOICTBO IOJIXHO aHaJIm3mMpoBaThb
12 OINTVMMHM3VPOBATDH B3aMMOINENCTRBUE OTUX InIponeccos, paccMaTpMBad Kak

IIPOLEeCCh XVM3HEHHOTI'O LMKJIa NPOOYyKLMM, TaK M BCIIOMOTI'aTeJIbHBEIE IIPOLIECCEL.
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HeobxomumMo oOpaTUTL BHMMAaHME Ha:

- [NPOEKTUPOBAaHME IIOCJIEINOBATEJIBHEX M B3aMMOINEMCTBYOIMX IIPOLECCOB
0711 20PEeKTUBHOTO OOCTMXEHUS XEeJIAeMEX Pe3yJIbTAaTOB;

- YeTKOoe OlpeleJleHue U yIIpaBJieHUE BXOIOaMu IPOLIECCOB, UX
peanuszauyey ¥ BHEXOIAMU;

- MOHMTOPMHI BXOIOB M BEIXOINOB IJIig BepmbmMKalLMM TOT'O, YTO OTIEJIbHEE
IIPOLIECCH B3aMMOCBSBAaHH M BHIIOJIHAOTCA PE3yJIbTaTUBHO U 3bbekTUBHO;

- oInpezejyieHME U MEHEIXMEHT PUCKOB, a TaKXe VICIIOJIb30BAHUE
BO3MOXHOCTEN IJId YJIYULIeHUS HOeATeJIbHOCTH;

- IpOBeIeHMEe aHaJiM3a IaHHBEX, CIOCOOCTBYWOIEIO MNOCTOSHHOMY YITydlleHMO
IPOLIECCOB;

- onpeIeJyieHME PYKOBOIOMUTEJIEM IPOLEeCCOB M HaIeJIeHMe UX I[IOJIHOTOM
OTBETCTBEHHOCTU ¥ IIOJIHOMOUMSIMU;

- MEHEIXMEHT KaXIOoI'0 MNpollecca IJisg HOOCTWXeHMS LeJiell 3TOT0 IIpoLecca;

- HOTPeBHOCTM M OXMIaHMS BauMHTEPEeCOBaHHHX CTOPOH.

5.2 OpueHTanusi Ha NOTpedUTEIA B 00pa30BaATEJIbHOM YUPEKICHUN

Briciiee pykoBOACTBO 00pa30oBaTEIBHOTO YUPEKACHUS JOJKHO MACHTH(PUIIMPOBATH MOTPEOHOCTH U

OXHUJaHusA HOTpe6I/ITeJICI71, BBIIIOJIHATE UX U CTPEMHUTHCS K UX ITOJTHOMY YAOBJICTBOPCHUIO.

[TorpeOHOCTH M OXUAAHUS IOJDKHBI OBITH MACHTH(HIMPOBAHBI B COOTBETCTBHHM CO CHEHU(DUKOM

O6paSOBaTCJ'IBHOFO YUpCIKACHUA.

TpeboBanwus moTpeduTenel yacto moapazymeBarorcss. OHU JTOKHBI OBITH ONPEICICHBI U YUTEHBI IPU
COCTaBICHMH Yy4yeOHOro IlaHa TYyTEM YCTAHOBJCHHS YETKUX I[OKa3aTeleld pe3ylbTaTUBHOCTH H

spdexTuBHOCTH 0O0y4deHHA. IIpoeKTbl y4eOHBIX TIIJJAHOB JIOJDKHBI  OBITH  MPOAHATU3UPOBAHBI

Ha

HpeﬂBapHTeHBHOﬁ cTagun y‘le6HOFO nponecca U Kak MUHUMYM OJHWH pa3 B T'OA IIOCIIC YTBCPIKACHUA
AKTYAJIM3UPOBAaHbl W TIPOBCPCHBI Ha BBINIOJHCHUC YCTAHOBJICHHBIX TpeGOBaHI/Iﬁ U COOTBCTCTBHUEC LCISAM

00pa30BaTENbHOTO YUPEKIACHHUS.

MICO 9001:2000 Cmcremsl MeHemxMeHTa kKadecTBa. Tpe6oBauHus
5.2 OpmenTanusa Ha norpeburens

Bricmiee pPYyKOBOICTBO IOJIKHO OOecHnedmMBaTh OIpeleJiIeHMEe W BHIIOJIHEHUE
TPeOOBaAHMM HNOTpebOMTesIeM IJiS IIOBHIEHMS MX YIOOBJIETBOPEHHOCTHU (7.2.1 n
8.2.1).

MCO 9004:2000 CucrTeMsl MeHEeIXMEHTAa KadYecTBa. PeKxOMeHfjauuy IO YJIydIIeHMIO
OessTeJILHOCTA

5.2 [oTpebHOCTM M OXMAAHMS BaMHTEPECOBaHHHX CTOPOH

5.2.1 Obmme MNOJIOXEHMUSA

Y Kaxmooy opraHM3alLMM eCTb BaMHTEpPEeCOBaHHEHE B €€ IOesdTeJIbHOCTU
CTOPOHH, KaxIasd M3 KOTOPEX MMEET CBOM NOTPEOHOCTM M OXMIOAHMUA.

3aMHTEepeCcCOBaHHEE CTOPOHE OpTaHM3alMM BKJIIOYAT:

- norpedbuTesieM M KOHEUHHIX I10JIb30BaTeJIel;

- PabOTHMKOB OPIaHU3ALUM;

- BJIAIEJSIbLEB/MHBECTOPOB (TAaKMX KaK AKLMOHEPH, OTIEJIbHBE JIMLa WU

TPYIINE, BKJIOYas OOIWECTBEHHE CeKTOp, VMeK e KOHKPETHBIN MHTEpEeC B
opraHm3alumnu) ;

— [HNOCTABUMKOB U [NapTHEPOB;

- ofWecTBO B BUIE PABJIMUHEX OOBeOVMHEHUM u TOCYyHapCTBEHHBIX
CTPYKTYP, Ha KOTOPHE opraHu3alumsg U ee IPOOyKUMS OKa3HBAKT
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BO3IOEVICTBUE.

5.2.2 TloTpeBHOCTU U OXUIAHUSI

Yycrnex opraHM3aluM 3aBUCUT OT IIOHMMAaHMA M YHOOBJIETBOPEHMS TEeKyLUX U
OyOoymLMx HNOTPeOHOCTEN M OXMIAHMUM HBHEUHMUX M [NOTEHLMAJILHBEIX IOTpebuTeiel U

KOHEUHEIX II0JIb30BaTeJIel, a TakxXe OT IOHMMAaHMA U YydeTa norpedHOCTEN U
OXMIOAHUN IOPYTUX BaMHTEPECOBAHHHX CTOPOH.

s [TOHMMAaHM A u YIOOBJIETBOPEHNUS norpebHOCTEN M OXMIOAaHUNA
3aMHTEPECOBAHHEX CTOPOH OPTaHM3aUMM HeOoOXOIMMO :

- OoImnpeneluMTb CBOM 3BaMHTEPECOBAaHHLIE CTOPOHE u IONNEPXNBATH

CIHOCOOHOCTE COaJIaHCUMPOBAHHO OTBEUYATh Ha MX HNOTPEOHOCTM UM OXMIAHUA;

- OpeobpaszsoBaTh OIpPeneJIeHHBE HNOTPeOHOCTM M OXMIAHMS B TpeOOBAHUA;

- IOOBeCTHU TpeDOoBaHMA OO CBEIeHUHd BCEeTrO IepCoHajla OpTaHM3aluMr;

- CKOHLIEHTPMPOBATBCA Ha YJYUIleHUM [POLIECCOB C LeJblk ObOeCHedeHusd
LLEHHOCTM IJId BaMHTEpPEeCOBAHHBIX CTOPOH.

19 yIOOBJIETBOPEHMUA NOTPEeOHOCTEN UM OXMUIAHUM HOTpebuTresel M KOHEUHEIX
IOJIb30BAaTEJIEN PYKOBOICTBY OpPTaHM3aUuM CJenyerT:

— HOHATHL NOTPeOHOCTM M OXMIOAHMSA CBOMX HNOTpebuTesier, B TOM UYMCIe
IIOTEeHUMAJIbHEIX [NOTpebuTresey;

- YCTAHOBUTL OCHOBHEIE XapaKTepUCTUKM NIPOOYyKLMM, IpelHasHaUYeHHOMU
I0Jig ee HNOoTpebuTeJieM M KOHEUHEIX [10JIb30BaTeJiel;

— OINpeneNyIMTb M OLEHUTH KOHKYPEHTHYI ODCTaHOBKY Ha CBOEM pPHHKE;

- ONpeleyiMTb BO3MOXHOCTMU PHHKa, CJabue CTOPOHH 1 Oynyume
npeuMylleCcTBa B KOHKYPEHTHOM Oopnbe.
[IlpyMepEl NOTPeOHOCTEN u OXMIOaHUMN norpeduTesen M KOHEUHEIX

IOJIb30BATEJIEN NPOOYKLUUM OpTaHM3alLIUM:
— COOTBEeTCTBME TPeOOBAHUAM;
- HaAIEeXHOCTh;
— Halnuue,
- IIoCTaBKa;
- IeATeJIbHOCTL IIOCJIe 3aBepllieHMs XMIHEHHOT'O LMKJIIa MNPOIOYyKLIWM;
- LIeHa U CTOMMOCTB XMI3HEHHOTO LUKJIA;
— 0e30NacHOCTb NPOOYKLMUN;
- OTBETCTBEHHOCTb 3a KAaueCTBO MNPONYyKLUM;
— BO3IEMCTBME Ha OKpPyXaolyln cpeny.

OpraHmusaumum cjenyeT OIpeleliMTb I[IOTPeBHOCTM U OXMIOAHUHA CBOMX
PabOTHMKOB B I[IPU3HAHUM MX HOEATEJIBHOCTU, YIOBJIETBOPEHHOCTHU pabotTon, a
TakXkXe B MX pas3BuTumM. Takoe BHMMAaHMe IoOMoTr'aeT obecrneumBaThb Hambojiee

[IOJIHOE BOBJICUEHME M HauboJiee CUJIBHYID MOTMBALUMID PAaBOTHMKOB.
OpraHmM3auMu CJlenyeT OIpenesiMTb (QMHAHCOBHE M IJpyTMe pe3yJibTaThH,

oTBEeUanMe YCTAHOBJIEHHHIM MIOTPeBHOCTAM U OXMIAHMUAM BJIANEJILLER U
VIHBECTOPOB.
PyKOBOICTBY HeODXOIMUMO YUUTHIBATH [IOTEHIIMAJIbHEIE BEITOIBl IJIS

OpraHM3aluuy OT YCTAaHOBJIEHMS [NAPTHEPCTBA C [IOCTAaBUMKaAMM C LEJIBI0 CO3IaHUS
LLEeHHOCTM nOJiad obeux CTOpOH. llapTHepCcTBO cJenyeT 60as3upoBaThb Ha OCHOBE
COBMECTHOM cCcTpaTerur, OOMeHa 3HaHMAMM, a TaKXe Ha pacClhpemelieHUM IOOXOHOB
U yOBITKOB.

[Ipy yCTaHOBJIEHMM NAPTHEPCKMX OTHOULEHMM OpTaHM3aluM CJenyerT:

— ONpPEeneyIMTb OCHOBHEIX I[NOCTABULIMKOB U IpyI'Me OpIaHM3alMM B KadeCcTke
IIOTEHUMAJIbHEIX [IapTHEPORB;

- COBMECTHO IOOCTMUL UYEeTKOI'O I[IOHMMAaHMS IIOTPeDHOCTEeM M  OXMIOAHUM

norpedbureney;

— COBMECTHO IOOCTMUb gyeTKOI'O IIOHVIMAaHWMA HOTpG@HOCTeﬁ n OXMHaHMﬁ
IapTHEPORB;

- IIOCTAaBUTH uenu, obecneurBapime BOBMOXHOCTU IIOCTOSHHOTO
napTHeEpPCTBA.

[Ip PacCMOTPEHUM CBOMX OTHOWEHUM C OOIEeCTBOM OpPIaHM3alUM CJenyeT:

- IOEeMOHCTPMPOBATL CBOK OTBETCTBEHHOCTL B 00JlaCcTH 3I0POBLA U
©e30MIacHOCTU;

- YUMTHBATL BO3IEMWCTBME Ha OKpyXaolyl Cpeny, BKJWUas COXpaHeHUue
SHEPTUM U NPUPONHEIX PEeCYypCOB;
- UOSHTUOULVPOBATH IPUMEHUMEIE 3aKOHOIAaTEe b Hbe u opyrue

17/78



obsa3aTesibHEle TpeOOBaHUS;

-  uOeHTUOMUMPOBATL Tekyllee U I[IOTEHLMAJIbHOe BO3IOEMCTBME CBOEMU
NpoOyKUIMM, I[IPOLIEeCCOB M IOedATeJIbLHOCTM Ha OofmecTBO B LeJIOM U MeCTHOe
coofwecTBO B YAaCTHOCTH.

5.2.3 3BakoHOoIaTeJIbHEIE U IOpyTue obOsa3aTelibHble TpeOoBaHUS

PyxOBOICTBY crenyerT obecrneumBaTh 3HaHUE opTraHmM3aumemn
3aKOHOIATEJIEHEIX U IOPYyI'MX OO0S3aTesIbHHX TpeBOoBaHWUM, KOTOPHE MIPMMEHMME K
ee NpomykKuUuM, IIpolieccCaM M HOesSTeJIbHOCTM, M BKJIOUMTH DTU TpeBOBaAHUA B

cucTeMy MeHeIXMeHTa kauecTBa. ClemyeT Takxe obpamaTh BHMMAHUE HA:

- pasbsACHEHMVEe COOTBETCTBMSA TEKYIMM M MNEePCIeKTUBHEIM Tpe®OoBaHUSAM C
TOUKM SBPEHUS DTUKMU, PEeBYJILTATUBHOCTU U 2ODEKTUBHOCTH;

- BHIT'OIHEl IJIS 3aMHTEPECOBAHHBIX CTOPOH OT IIOBHIIEHMS COOTBETCTBUSA
TPeOOBaAHUAM;

- POJIb OpTraHM3aluy B 3BallMTe MHTEPECOB coobmecTBa.

5.3 IlomuTuKa B 00J1aCTH KavyecTBa B 00pa30BaTeIbHOM Y4peKIeHUH

[TonmuTuka B 007aCTH KauyecTBa IOJDKHA OBITh IOKYMEHTHPOBAHA.

ITonuTuka B 00JIaCTH KadyecTBa JOJDKHa OBITb COBMECTHMA C HpO(I)eCCI/IOHaHBHLIMI/I CTaHaapTaMu,
3aKOHOAATCJIbHBIMW W APYTHMMHU HOPMATHBHO-IIPABOBBIMU aKTaMH, a TaKXKEC JPYrUMHU IIOJUTHKaAMH
O6paSOBaTeJ'IBHOFO YUYpCIKACHUS. PYKOBOI[CTBO JOJIDKHO 00ecneynTh BBIIOJHEHUE Tpe60BaHI/II71 K TOMY, YTOOBI
IOJIUTUKA B 00JacTM KadecTBa Oblla IOHATHA, BHCAPCHA HW MMOAACPKUBAIACH O6pa3OBaTeJII>HI>IM

YUPCIKIACHHUEM B pa6oqu COCTOsAHHUU.

Beiciiee pykoBoACTBO 00pa30BaTEIbHOIO YUPEKAECHUS JOJKHO UCIOJIb30BAaTh MOJIUTUKY B 00JIaCTH
Ka4yecTBa Ui YNpaBJIEHUS U PYKOBOJCTBA PEIICHUSMH, NMPUHUMAEMBbIMU IIEPCOHAIOM, BOBJICUYEHHBIM B

IMMOCTOAHHOC YIy4YlICHUC O6pa30BaTeJII)HOFO mponecca.

MICO 9001:2000 Cmcremsl MeHemkxMeHTa KauecTBa. Tpe6boBaHMSA
5.3 MonmuTuxka B o6NacTM KauecTBa

Briciiee pyKOBOICTBO IOJIXHO ofeclneuMBaThb, UYTOOBl IOJIMUTMKA B 0oOJacTu
KauecTBa:

a) COOTBEeTCTBOBAJIA LEJIAM OPpTaHM3alLMUMU;

b) Bxiouasia 00643aTeJIbLCTBO COOTBETCTBOBATL TpeOOBAHUAM UM IIOCTOSHHO
IIOBHIIIAQATH peSyﬂbTaTVIBHOCTb CHUCTEMBI MEHEeIIXXMEeHTa KadueCTBa,

C) cosmaBajla OCHOBHE OJIS I[IOCTAHOBKM UM aHalu=a LUejer B 2 objlacTu
KauecTBa;

d) Ovlla moBeneHa IO CBeIeHMdA IIepCOHAajJla OpTlaHM3aluuM M I[IOHATHa eMy;

€) aHalMB¥pOBaJjlaCb Ha INOCTOSHHYI NPUIOIHOCTL.

MCO 9004:2000 CmcrTeMrl MeHeIXMEeHTa KauduecCcTBa. PekoMeHmaumMy II0 YJydlleHMIO
OesiTeJILHOCTHU

5.3 HNoamunTka B O6JjIacTM KadecTBa

BrlclileMy PYKOBOICTBY HEOOXOIMMO MCIIOJIB30BATh I[OJIUTUKY B 00JacTu
KayecTbBa KakK CPenCcTBO yIpaBJIeHMA OpTraHuM3aluuer C LeJbo YIIyULIeHNA ee
OeATeJIbHOCTU.

[TonmuTMka opraHMz3alUMM B OOJIAaCTM KadecTBa INOJIKHa OBITh PABHOIPABHOM U
COTJIaCOBAHHOM dYaCThI OOWEM MNOJMMTMKM M CTPpaTeTrMM OPTaHM3aLUM.

[Ipy paspaboTke MNOJIUTHKM B OOJIaCTM KadeCTBa BHCIEMY PYKOBOICTBY
crenyeT Y4YMTHBATH:

- YPOBEHb M BuI OyOyuMxX VYIy4dlleHMM, HeOOXOIOMMBIX IJIa YCIHIEHWHOMN
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IesdaTeNbHOCTM OpTaHMB3alLuM;

- OXMIOAEMYI MM XeJlaeMyKk CTeleHb yIOOBJIETBOPEHHOCTM NOTpeOuTeselt;

- pasBuUTHEe PabOTHUKOB OpIraHM3aluu;

- NOTPeBHOCTM M OXUIAHUSA IPYIMUX BaMHTEepPeCOBAHHHIX CTOPOH;

- pecypcChl, HeoOXOIOMMBIE IJIS BEIXOIAa 3a paMku TpeboBaHum MCO 9001;

- [OTEeHUMAaJIbHEM BKJIaI [IOCTaBIMKOB M [NapTHEPOB.

[TonmuTMka B OOJIAaCTM KadeCcTBa MOXET MCIOJb30BaThCA IJig YIYUYIlleHUS,
ecyay OHa:

- coIJlacyeTcsa C OPOTHO30OM UM CTpaTeTrMey BECIETO PYKOBOICTBA IIO
IepCleKTBaM OpTraHM3aluN;

- IIOBBOJISET IOHATHL U IpPecilenoBaTh Lejyu B objlacTM KauecTBa BO BCEMU
opraHmM3auun;

- T[OITBEpPXIaeT IPUBEPXEHHOCTbL BHCIIETI'O PYyKOBOICTBA KayecTBy U
oBs3aTesIbCTBO ofecleurBaTh alekBAaTHHMM pecypcaMM IOCTMXEHMUE LeJel;

- IHOMOTaeT pPas3bsACHEHMK DTOM [IPUBEPXEHHOCTM KadecTBYy BO BCeU
opraHM3auuM IPpM YeTKOM JIMAEePCTBE BHICIIETO PYKOBOICTBA;

- BKJIOUaAeT I[IOCTOSHHOE YyJlyudlleHMe, CBSBaHHOe C YIOBJIETBOPEHMEM
noTpeOHOCTEN M OXMIAAHMY NOTpebuTesieM U IPYyTMX BaMHTEePEeCOBaHHBIX CTOPOH;

- 50dPexkTMBHO chopMyIMpOBaHa M yMeJO HIoBeIeHa OO CBeIeHMs BCeTO
IepcoHajna.

Kak u gpyrme BMIOBE HNOJMTMKM, OTHOcAmMecsa K OuU3HecCy, IIOJIUTUKY B
oBJIacTM KadecTeBa ClenyeT NepMOAMYEeCKM aHaJIM3UPOBAaTh.

5.4 IlnanupoBanue

5.4.1 Uenu B oGnacT kauecTBa B 00pa30BaTEIbHOM YUPEXKIAECHUU

Llenmn B obsacTy KadecTBa MOJDKHBI OBITH M3MEPHUMBI M MIPUMEHUMBI K JEATEIBHOCTH M IPOIeccam
CHCTEMBbl MEHE/DKMEHTa KauyecTBa M COIJIaCOBaHbI C MOJMTHUKON B 001acTH KauecTBa 0Opa30BaTEIbHOTO
YUPEXKIECHUS.

Ilenru B o0OsacTM KauyecTBa HEOOXOAMMO MHTETPUpPOBaTh B OOIIME MLEIHM 00pa30BaTEIbHOTO
YUPEXJIEHUS, MOJIOKEHUSI U MHCTPYKLHUU OOCIYKMBAIOIIMX (BCIIOMOTaTeNbHbIX) nojapasjeneHuid. Llenu B
00J1aCTH KauecTBa JOJKHBI BKIIIOYATh B ce0sl KPUTEPUN W/HITH TTOKA3aTeNId KaueCTBa BBITIOJIHEHUS PadoT.

MICO 9001:2000 Cmcremsl MeHemxMeHTa KadecTBa. Tpe6oBaHus
5.4 OnaumpoBaHme

5.4.1 Ienum B oBJacTM KauvecCTBa

Bricmiee PYyKOBOICTBO OpPTaHM3alLMM IOOJDKHO obOecnedmBaTh, YTOOBL LeJu B
obJjlacTM KadecTka, BKJKYasa Te, KOTOPBE HeOOXOOMMEL -IJII BEITIOJIHEHU S
TpeboBaHUM k npomykuum [7.1 a)l, OBLJIM  YCTAHOBJIEHEI B COOTBETCTBYIOUMX
nompaslesleHUaX M Ha COOTBETCTBYHIMX €€ YPOBHAX. lenm B obOJjacTM KadecTBa
IOOJDKHEL OBITH MBMEPUMEIMM M COIJIACYEMBMM C IIOJUTUMKOM B O0JIaCTM KadecTBa.

MCO 9004:2000 CucrTeMsl MeHEeOXMEHTAa KadYecTBa. PeKxOMeHfjauuy IO YJydIeHMIO
OessTeJILHOCTA

5.4 MnanupoBaHMe

5.4.1 Ienum B oBJacTM KauvecCTBa

CTpaTerMyeckoe IIJIAHVMPOBaHME U I[IOJIUTHUKA B obnacTu KauecTBa
ofecrneumMBanT OpTaHM3aLuUM OCHOBY IJiS I[IOCTAHOBKU LieJien B obynacTu
KauecTRa. Bricmemy PYKOBOICTBY cienyerT paspaboTaThb STHU nueau,
HanpaBJIeHHBEIE Ha YJIyUdlleHMe IOedTeJIbLHOCTM opTraHmMszauum. Lenum HeoOxoIMMO

U3MEPATh, YTOOEH CHOCOOCTBOBATH PEIYJIBTATUBHOMY M 3OPOEKTMBHOMY aHaamMsy,
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IPOBOIMMOMY PYKOBOIICTBOM.

[Ipu pazpaboTke BTUX LeJiell PYKOBOICTBO IOJIDXKHO YUMTHBATD :

- baxTuueckue u Oynyume NOTPeOHOCTM OpTaHU3alUuM U ODCIIYyXUBAEMHX
PEIHKOB;

- COOTBETCTBYKIME BEBOIR aHaJiM3a CO CTOPOHH PYKOBOICTBA;

- bakTUUeCcKMe XaAPaKTEPUCTUKM MNPOAOYKLUMM M [IoKasaTeJM IIPOlLleCCOB;

- YPOBHM YIOBJIETBOPEHHOCTM 3aMHTEPECOBAHHBIX CTOPOH;

- pe3yJbTaThl CaMOOLIEHKU;

- CpaBHeHUe c Iy YIMU OOCTWXEHUSAMU, pPe3yJibTaTh aHaluza
KOHKYPEHTOB, BO3MOXHOCTM IOJIA YJIyUlleHUS;

- pecypcChl, HeOOXOOMMBIE IJIS IOOCTIWXEHUS LeJlel.

enn B 06JacTM KadecTBa HeOOXOOMMO OOBECTM IO CbBeIeHMsa pabOTHUKOB
OpraHm3aly TaKMM CHOCOGOM, KOTOprZ IJaeT VMM BO3MOXHOCTDB y4acTBOBATb B
X IOOCTUMXEHUN. CnenyeT onpenesyinTb OTBETCTBEHHOCTb 3a PrasBepTEIBaHMe
uejiem B obOJjlacTM KauecTBa. lejlu Hajgo CcucTeMaTuuecKU aHAJIMBUPOBATEL U
nepecMaTpMBaThL 10 Mepe HeODXOOVMMOCTMU.

5.4.2 IlnanupoBaHUE CUCTEMBI MEHEKMEHTA KauecTBa B 00pa30BaTEIbHOM YUPEKICHUU

[InanupoBaHue cHUCTEMBbl MEHEPKMEHTAa KayecTBa JOJDKHO BKJIIOYATh B ce0s IUIaHUPOBAaHUE
JESATETLHOCTH U PECYpPCOB, HEOOXOMUMBIX IUIsl JOCTHOXKCHHS Iiesield o0pa3oBaTeNnbHOro yupekaenus. s

npuMepoB Heobxoaumo obpamatses k MCO 9004.

MICO 9001:2000 Cmcremsl MeHemkMeHTa KauecTBa. TpeboBaHMsA

5.4.2 IInaHMpPOBaHME CO3NaHMUA U PaABBUTUS CUCTEMEBI MeHeIXMeHTa
KadecTBa

Bricumiee pPyKOBOICTBO IOJIKHO ODECHeUMBAaTh :

a) MJaHMPOBAaHME COBIOAHMS UM PA3BUTHUS CHUCTEMHE MEHEIXMEHTa KaudecTBa
IJIS BBIIOJIHEHMS TpeboBaHMM, NpMBeIeHHEX B 4.1, a Takxe g OOCTUXEeHUS
uejilel B OOJIaCTM KadecTBa;

b) coxpaHeHMe LEJIOCTHOCTM CUCTEMEl MeHeIXMeHTa KayecTea Ipu
IJIaHMPOBAHMM M BHEIOPEHMM B Hee M3MeHEHUM.

MCO 9004:2000 CucTeMsl MeHeOXMEeHTa KadYeCTBa. PeKOMeHJauMM [0 YJIYydIeHMI0
OesiTeJILHOCTA

5.4.2 IlnaHMpPOBaHME KadeCTBa

PyxkOBOIOCTBO IOOJIXHO B3ATb Ha CeOd OTBETCTBEHHOCTHL 3a IIJIAHMPOBAHUE
KadecTka NPOOYyKUMM OpPIaHM3aUMM. IOTO IJIAHMPOBAHME CJleOyeT HalpaBMTb Ha
omnpeneJieHMe IPOLEeCCOB, TPeOyoIMXCHa OJS Pe3yJIbTaTUMBHOTO M 30QeKTHMBHOIO
OOCTWXEHMS LeJlel U BHIIOJIHEHUS TpeOOoBaHUNM K KadeCTBY, COOTBETCTBYIIUNUX
cCTpaTeruu opTaHu3alLUN.

BXOOHBEIMM HOaHHEIMM IJiS Pe3yJIbTAaTUBHOTO ¥ 52OOEeKTUBHOTO IIJIAHUPOBAHUSA
ABJISIOTCS :

- CcTpaTerusa OopraHM3aluM;

— oIpegneJieHHHE LeJiM OpTaHu3aluM;

- OIpeneJIeHHEE TNOTPeOHOCTM M OXMIaHMsa IHOoTpeduTesie U IPyTUX
3aMHTEPECOBAHHEX CTOPOH;

— OLIeHKa 3aKOHOIATEJIbHEIX M IPYyIMX O0A3aTeJIbHBEIX TpeOOBaHWUM;

— OLIeHKa JaHHEIX O XapPaKTEepMCTUKaAX NPOOYyKLUUN;

— OLIeHKa JaHHEIX O IoKa3aTejax IIPpOLeCCOB;

- YPOKM, M3BJIEUEHHHE M3 NPEIBOyleI'O0 OIBITa;

— YKaz3aHHBIE BOBMOXHOCTM IJIS YJIYUIIEeHMUS;

— OLIEHKa COOTBETCTBYKIMX PUCKOB M IOAHHEIX OO0 MX YMEHBIIEHUU.

BEIXOOHBIE IAHHBEIE IIJIAHMPOBAHMA KadeCcTBa NPOOYyKUMM OJS OpTlaHM3alumn
ONpenesigaioT IIPOLECCH XM3HEHHOTO LMKJIa OPOOYyKUMM U BCIIOMOT'aTEJIb HEIE
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IIpoLeCCh, BKJIOYAaKIMe :
- HeoOXOoIMMBIE IJId OpraHM3allviyt HaBBIKM ¥ 3HaAHMA paGOTHMKOB;
— OTBETCTBEHHOCTBE UM IIOJIHOMOUYMA OJId OCYUECTBJICHUA IIJIAHOB YIIydlueHnAa

IpoLeCCOB;
- HeOobOXOOMMEE PEeCypCH, TaKue KakK bMHaHCOBEIE PEeCypCH u
MHOpaCTPyKTypa;
- COBOKYIIHOCTBL TIoKaszaTeJey IJg OLEeHKM VYJIYUlleHMS »OeSaTeJIbHOCTHU
opraHmM3alunm;

- NOTPe®HOCTM B YJydlleHMM, BKJIOUAsS CPeICTBa M METOIH;

- HNOTPe®HOCTM B IOKYyMeHTaluM, BKJOUYAsS 3alucCH.

BEIXOOHEIE IaHHBEIE HEOOXOIOMMO CUCTEeMaTUUeCKU AQHAJIMBUPOBATE IJIS
obecrneueHMsa Pe3yJIbTATUBHOCTMY U 2QOEeKTMBHOCTM IPOLECCOB OpPIaHM3aluM.

5.5 OTBeTCTBEHHOCTDb, IOJTHOMOYHS M 00MeH MH(opMmaluei

5.5.1 OTBETCTBEHHOCTH U MTOJIHOMOUUS B 00pa30BaTEIbHOM YUPEKICHUN

Briciiee pykoBoACTBO 00Opa30BATEIBHOIO YUPEXKJIEHUS JOJDKHO SCHO ONUCATh OPraHU3alMOHHYIO
CTPYKTYpY 00pa3oBaTelIbHOI0 YUPEKICHHs, OPHUEHTUPYSICh Ha IPOLECCHl, 00ECHEUMBAIOLIME PA3BUTHE U
pasBepThIBaHUE (CTPYKTYpUPOBAaHME) CHUCTEMbl MEHEKMEHTa KauecTBa. Bhicmiee pyKOBOJACTBO
00pa30BaTENbHOTO YYPEXKJICHUS JOJDKHO paclpeiesuTh OTBETCTBEHHOCTh M JEJIETMPOBATh IMOJTHOMOYUS
IIepCOHATy, BOBJICUYCHHOMY B IIPOLIECCHI CUCTEMbI MEHEKMEHTA KaueCcTBa.

MICO 9001:2000 Cmcremsl MeHemkMeHTa KauecTBa. TpeboBaHMsA
5.5 OTBeTCTBEHHOCTEL, MNOJIHOMOYMSI M O6MeH mMHpopMaumenn
5.5.1 OTBeTCTBREHHOCTL M I[IOJIHOMOUMSI

Bricuiee PYKOBOIOCTBO IOOJIXHO obecrneumBaTh ornpenesyieHre M OoOBeIOeHMe o
CBeIEeHMA IePpCOHaJla OpTraHM3alMM OTBETCTBEHHOCTNM U TOJIHOMOUUM .

MCO 9004:2000 CmcrTeMrl MeHeIXMEeHTAa KaudueCTBa. PekoMeHmaumMy 10 YJydlleHMIO
OesiTeJILHOCTHU

5.5 OTBeTCTBEHHOCTL, MOJHOMOYMSI M O6MeH mMHOopMalumen

5.5.1 OTrBeTCTBEHHOCTbL M IIOJIHOMOUMS

BricmeMy PYyKOBOICTBY CJleOyeT ONpeleyiMTb UM HOBEeCTM IO CBEeIeHUHI
[IepCOHajla OTBETCTBEHHOCTL M I[IOJIHOMOUMSA C LeJIbl0 BHEIPEHMSA U [HOOOEPXaHUS
B paboueM COCTOSAHUM PEe3yJIbTaTUBHOM M 3OOEeKTMBHOM CHCTEMBl MEeHEeIXMEeHTAa
KayuecTRBa.

Hamo HameluTb OTBETCTBEHHOCTBIO M IIOJIHOMOUMAMM BCeX pPabOTHUKOB
opraHmM3aluuy, OaB MM BO3MOXHOCTB Yy4YaCTBOBATbH B HOOCTWXEHUU uejem B
obJjlacTM KauecTBa M CO3IOaB YCJOBMSA IOJIS WMX BOBJIEUEHUS, MOTHUBALUM U
NPUHATUA MMU ODA3aTeJIbCTB.

5.5.2 TlpencraBuTens pyKOBOACTBA B 00pa30BaTEIHLHOM YUPEIKICHUH

OO6pa3oBarenbHOE yupekJIeHue AOHKHO Ha3HAYMTh MpeAcTaBUTENs (MpeacTaBUTENE) pyKOBOJICTBA,
OTBETCTBEHHOTO 32 BBHIMIOJHEHHE TpeboBaHuit 1 ocHoBomnonaratonux npuanunoB MCO 9001 Ha Hagiexariem
YpPOBHE W BHEAPECHHE DPYKOBOJSAIIMX TMPUHIIMIIOB, M3J0KEHHBIX B HACTOsIeM cTaHmaprte. lIpencraButens
PYKOBOJCTBA JODKEH 3HATh COJACP)KAHWE ATUX CTAHIAPTOB M OBITH JOCTYMHBIM JJIsi OKa3aHUsS MOMOIIU U
KOHCYJIBTAIIMI MO0 UX BHEJIPEHUIO.
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MCO 9001:2000 Cmcremsl MeHemxMeHTa KauecTBa. Tpe6boBaHus

5.5.2 llpencTaBuUTEeJlb PYKOBOICTBA

Bricumlee pPyKOBOILCTBO IOJIKHO Ha3HaUMUTL IpencTaBMUTesis M3 CcocTaBa
PYKOBOIACTBAa, KOTOPHM HE3aBUCKMMO OT IPYIMX OO0OS3aHHOCTEM HOOJDKEH HEeCTHU
OTBETCTBEHHOCTb M MMETH IIOJIHOMOUMS, PacClOpOCTpaHdolMecs Ha:

a) obecrneueHue pasl3paboTKM, BHeIPEeHMS M IoIIepxaHMsa B pabouem
COCTOSHUM INIPOLIECCOB, TpebyeMHxX CHUCTEMOM MeHeIXMeHTa KaudecTBa;

b) npemcraBieHME OTUETOB BEHCUIEMY PYKOBOACTBY O OYHKUMOHMPOBAHUMU
CUCTEeME MEeHeIXMEeHTa KaueCTBa M HeOOXOOMMOCTU YJIYyUIeHMUS;

C) COIEeNCTBME PaCIPOCTPAHEHMIO [NOHMMAaHMA TpeOOoOBaHUN HOTpebuTesieM 10
BCEeM OpraHM3aluM.

[IlpMeuanmMe - B OTBETCTBEHHOCTL IIPeICTaBUTENSd PYKOBOICTBA MOXeET
OBITE BKJIIOUEHO InonomepxaHme CBA3U C BHeIIHVMM CTOPOHaAMMN I10 BOIpocaM,
KacammyMcsd CUuCTeMbl MEeHeIlXXKMeHTa KaueCTBa.

MCO 9004:2000 CmcrTeMrl MeHeIXMEeHTA KaudueCTBa. PekoMeHmaumum II0 YJydlIeHMIO
OesiTeJLHOCTHU

5.5.2 IlpencTaBuUTellb PYKOBOICTEBA

BmcmeMy PYKOBOLOCTRBY CJIenyeT Ha3HA4YMTBb IIpeaCcTaBUTEJId PYKOBOICTBA nu
HaleJIUThb €T'0 IIOJIHOMOUMAMM IJiS yHIpaBJIeHMS, [NOCTOSHHOT'O KOHTPOJIS, OLeHKM
¥ KOOPpIMHAUUM CUCTEMEl MeHeIXMeHTa KauecTBa. Takoe Has3HadueHMEe I[IPU3BAHO
COIEMCTBOBATE PEe3yJbTaTUBHON U 30dekTUBHON padoTe M YIYyUIEeHMIO CHUCTEME
MeHeIXMeHTa KauecTBa. llpencTaBuUTelb NOLOTUETEH BHCIIEMY PYKOBOICTBY U
nonmepxmuBaeT CBA3M C [IOTPebuTeNsaMu n IPyTVIMU 3aMHTEepPEeCOBaHHEIMAU
CTOpPOHaMM IO BONpOCaM, KacaollMMCs CHMCTEMH MeHeIKMeHTa KadecTBa.

5.5.3 Buyrpenuuii oOMeH nHpopmanuei B 00pa3oBaTeIbHOM YUPESKICHUN

Beiciiee pykoBOACTBO 00pa30BaTEIbHOIO YUYPEXKACHUS IOJDKHO OOECIEYMTh HalIW4Ke IPOLECCOB
oOMeHa mHGpopManMell Kak BEpPTUKAJIbHO, HAa PA3JIMYHBIX YPOBHAX 00pa30BATENIbHOTO YUPEKICHUS, TaK U
TOPU30HTAIIBHO, Y€PE3 B3aMMOACUCTBHE MOAPA3JEICHAN OQHOIO YPOBHS, I COBMECTHOI'O HCIOJIB30BAHUS
UH(OPMALIMK 110 BOIIPOCAM Pe3yIbTaTUBHOCTH CUCTEMbI MEHEIPKMEHTA KaueCTBa.

MICO 9001:2000 CmcrTemsl MeHemkxMeHTa KauecTBa. Tpe6boBaHuMSA

5.5.3 BryTpeHHUM OOMeH mMHbOPMAaLMEN

Bricmiee pyKOBOICTBO IOJDKHO ofecrnedmBaTh paspaboTkKy B OpraHM3alumn
COOTBETCTBYKHIMX NIpPOoLleCcCcOoB obMeHa MHOOpMalLMElM, B TOM dYMCJEe IO BOIpOoCaM
PE3YIJIBTATMBHOCTM CHMCTEMBI MEHEIIXMEHTAa KadecCTBa.

MICO 9004:2000 CmucTeMsl MeHeIXMEHTA KauecTBa. PeKOMeHOalMM I10 YJIYyYlIeHMIO
OesiTeJILHOCTHU

5.5.3 BHyTpeHHUNV OOMeH MHbOpMaLUeN

PyKOBOICTBO opTraHu3aluun IOJIKHO OnpenesinThb u BHEIIPUTH
pPesynbTaTUBHEM U 5QQPEeKTMBHEI IpoLecc OOMeHa MHOOpMaLMel [0 BOIpocaMm
IIOJIMTUKM B 00OJlacTM KadecTBa, TpebOBaHUN, uejgerm UM  UX IOOCTUMXEeHUS.

ObecrnieueHMre TaKOM MHOOpMaALMEM MOXET I[IOMOYb B YJYUIIEHUM »OEeSATeJIbHOCTHU
OpTraHM3alUM M HENOCPEeINCTBEHHO BOBJIEKaeT ee pabOoTHMKOB B HOOCTWXEHUE
ueJjey B 00OJIaCTM KadeCTBa. PYyKOBOICTBY CJleyeT aKTHMBHO IIOOUWPATHL OOPaTHYIO
CBA3b M HoJiydeHMe uHOoOpMauuM OT pabOTHMKOB OpTraHM3alMM KaK CpencTBa UX
BOBJIEUEHUS .

ObMeH MHbOpMaLMEV MOXeT, HalpMUMepP, BKJIOUYATH:
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- uHbopMUPOBaAHME, [NPOBOIMMOE PYKOBOICTBOM Ha paboumux ydacTKax;

- TPyNnnoBte OpuOMHTU M IpyI'Me COBellaHMsd, HalpuMep [0 IIPU3HAHUI
IOOCTIMXEHUN;

- UCIOJIb3OBAHME OOCOK OOBABJIEHUM, BHYTPEHHUX Ta3eT/XypPHAJIOB;

- ayIomo-, BUIEO- ¥ DJIEKTPOHHEIE CpPEeAcTBa, TakMe KaK DJIeKTPOHHasa
noura M web-camTh;

- 0030pH, NOATOTOBJIEHHEE PAOOTHUKAMM, M HaAIJIAOHO MpelcCTaBJIEHHBE
IPEenJIOXEeHUS .

5.6 Anajau3 co CTOpOHBI PYKOBO/JCTBA B cepe oOpa3oBaHusi

5.6.1 OO1ue moMoKEeHUA

Briciiee  pykoBOACTBO — 00pa3oBATENBHOTO  YUPEXKICHUS JODKHO aHAIM3HPOBATH  CHCTEMY
MEHE/DKMEHTa KayecTBa 4epe3 3alllaHMpPOBAHHBIC MHTEPBAJIbl BPEMEHHU, B COOTBETCTBHH C IMOTPEOHOCTSIMHU
00pa30BaTEeLHOTO YYPEKICHUS, IS OLICHKH PE3yJIbTATHBHOCTH BBIIOJIHCHUS TPEOOBAaHWA W TIOKa3aTeleh
CHCTEMbl MEHE/DKMECHTa KayecTBa W Pa3padoTaTh MPEAYNPEKIAOIINE U KOPPEKTHPYIOUINE NEHCTBUS IS
UACHTH(DUIIMPOBAHHBIX WU MIOTECHITHALHBIX HECOOTBETCTBHIM.

AHaM3 CHUCTEMbl MEHEIDKMEHTa KauecTBa JIOJDKEH BKJIIOYaTh B ceOs  3alUIaHUPOBAHHBIN
NEPUOANYCCKUA  aHaJdM3  CHUCTEMBbl  OOYYCHHs, OCHOBHBIX HM  BCIIOMOTATEIBbHBIX  IPOIECCOB,
YIIOBJIETBOPEHHOCTH TOTPEOUTENCH, KPUTEPUEB OLICHKH, PE3YJIbTATOB OICHKH M 3allUCEe O MPEIIPUHSATHIX
JNEHCTBUSAX MO YIYYIICHHUI0. DTOT MEepPeYeHb HE SBISETCS HHU HCUEPIBIBAIOLIUM, HHU TMPEANHUCHIBAIOIINM.
3anucu 00 aHaJIM3€ CO CTOPOHBI PYKOBOJICTBA JIOJKHBI OBITh COXPAHEHBI.

MCO 9001:2000 CmcrTemsl MeHemxMeHTa kauecTBa. TpeboBaHus
5.6 AHanM3 CO CTOPOHH PYKOBOXLCTBA
5.6.1 O60ume MI0OJIOXEeHMUS

Bricmee PYKOBOICTBO JOJIXHO aHaJIm3mMpoBaThb Jepes 3allJIaHMPOBAaHHEBIE
MHTepBaJlbl CHMCTeMy MeHeIIXXMEeHTad KadeCTBa OpIraHM3alMM C LeJIbIo obecrneueHud

ee TIOCTOSHHOU IpMIOOgHOCTM, aIeKBaAaTHOCTU U pPe3ysibTaTMBHOCTN . B aHaJln3
ciienyerT BKJIIOYATBb OLIEHKY BO3MOXHOCTEM YITydlueHMA n HOTpe@HOCTM B
M3MEeHEeHNMAX B CHCTeMe MeHeIXMeHTa KadeCTBa OpIl'aHM3aluyr, B TOM Umcijie B

HNOJIMTUKE UM LeJax B o0JlaCTU KadeCcTBa.
3anmucu o6 aHaJM3e CO CTOPOHE PYKOBOIACTBA IOOJIKHBEL INOOOEPXMBATBHCS B
pabouem coctTosHuM (4.2.4).

MCO 9004:2000 CucrTeMsl MeHEeOXMEHTAa KadYecTBa. PeKxOMeHfauuy IO YJIydIeHMIO
OessTeNbLHOCTH

5.6 AHammM3 CO CTOPOHH PYKOBOACTBAa

5.6.1 Obumme MIOJIOXEHMUS

BricmeMy PYKOBOICTBY HEOOXOIMMO PAaCHPOCTPAHMTL aHaJiM3 CO CTOPOHH
PYKOBOICTBA 3a IIpenejitl Bepudukaluy pes3ybTaTUBHOCTU U 200EeKTUBHOCTU
CUCTEeME MeHeIXMeHTa KkauecTBa WM I[IpeBpaTUTb BTOT aHajaus B IIpolecc,
OXBaTHBALIMM BCIO OplaHM3aliMio, KOTOPHIM Takxe oleHUBaeT 30PeKTUBHOCTDL
CUCTeMEl. AHAJIM3 CO CTOPOHHE PYKOBOICTRA CJlelyeT MNPeBpaTUTb B TpuOYyHY IO
OoOMeHYy HOBEMM MIeSIMU CO CTUMYJIMPOBAaHHBIM JIMOIEPCTBOM BECIET'O PYKOBONCTRA,
OTKPHTOM IOUCKYCCHEM UM OLIEHKOM BXOIHBIX IaHHBIX.

Insa mobaBJIeHMS LIEHHOCTU OopraHm3almnum 10 pesynpTaTaM aHajiim3a cCoO
CTOPOHEI PYKOBOICTBA BEICIIEMY PYKOBOIOCTBY HaIO YIIPaBJIATb OoCcyumeCTBJIEHMEM
IIpoLeCcCoOB XKM3SHEHHOI'O LMKJIa IpooyKUmMmM 12 BCIIOMOT'@TeJIbHBIX IIpoLeCcCOB
IIoCcpenCTBOM CruCcreMaTmdeCKOoIro aHajimsa, OCHOBa&HHOTO Ha IIPVHLOUIIax
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MEHEeIIXMEHTa KadyeCcTBa. YacToTa aHaJim3a YCTaHaBJIMMBaeTC4d ncxonda ms
HOTpeGHOCTM opraHmM3aLuMM. BXOIOHBIE OaHHEIE K I[IPOLIECCY dHaJim3a HeOoBOXOoOMMO

HpeO@paBOBaTb B BEIXOIOHEIS IJaHHEIE, OXBaTeIBawmmMe He TOJIBKO
PeE3YIIBETATMBHOCTD 12 SQQGKTMBHOCTE CrCTEMEL MEHEeIIXMEHTa KayecTBa.
PesyrnbTaTH aHajiim3a nIpenoCTaBJIAKT IaHHEIE, KOTOPEIE VCIIOJIB3YIT IIpn

IIJIAHVMPOBAHUM YJIYUIIEHMA IOEeEATEJIBHOCTM OpITaHM3aluM.

5.6.2 BxonHble JaHHBIC 71 aHAIHM3a B 00pa30BaTEIIbHOM YUPEKACHUU

BxopaHble naHHBIC U1 OLIEHKH PE3YJIbTaTHBHOCTU CHCTEMBI MEHEIKMEHTA KAaueCTBa JOJDKHBI OBITH
NOJIy4YEHbI Ha OCHOBE MH(pOopMauy 00 00yJaronuxcsl W/HIM NOTPEOUTENSAX U MOTYT, HAallpuMep, BKIIIOYATh B

ceos:

- CpaBHUTEJIbHBINA aHaIu3 O0y4eHUs B JaHHOM 00pa30BaTEIbHOM YUPEKICHUH U O0YUEeHUsS B IPYTUX

00pa30BaTEeNbHBIX YUPESIKICHUAX, HAIPUMEP HAa OCHOBE OCHUMApPKHUHTa;
- HaOJII0IeHNE 3a KapbePHBIM POCTOM BBIITYCKHHKOB;
- IPEUIOKEHUS 00 YIyUYIICHUSX WIA U3MEHECHHUSX.

MCO 9001:2000 CmcrTemsl MeHemxMeHTa kauecTBa. TpeboBaHus

5.6.2 BxonHble IaHHHE IJiS aHalMsza

BxonHble IaHHBIE IJIS aHalM3a CO CTOPOHH PYKOBOINCTBA IOJIXKHEL BKJIOUYATH
cllenynilyio MHOOPpMAaLMIO

a) pes3yJabTaTE ayOUTOB (IIPOBEPOK) ;

b) obpaTHyl CBSA3b OT HOTpedbUTesEN;

c) OGYyHKUMOHMPOBAHME IIPOLECCOB UM COOTBETCTBME NPONYKLUM;

d) cTaTyc OpemnynpexnaniMx ¥ KOPPeKTUPYIUX OeMCTBUNM;

e) mnocryemywnuMe IEMCTBMUSA, BHTEKAKIME M3 IPEeNHOYIETO aHanusa Cco
CTOPOHHE PYKOBOICTRA;

f) wmBMeHeHMSs, KOTOPHE MOIJIM OB HOBJMSATH Ha CHUCTEMY MEHEeIXMEeHTAa
KayecTBa;

IO) PEeKOMeHINalMM 10 YIIYUIIeHM.

MCO 9004:2000 CucTeMsl MeHeOXMEeHTa KadYeCTBa. PeKOMeHJauMM [0 YJIydIeHMIO
OesiTeJILHOCTU

5.6.2 BxonHble HNaHHBEE IJIS aHajJam3a
BXOHHHe IIaHHBIE K OILleHKe peSYHbTaTMBHOCTM mu S@QGKTMBHOCTM CHrCTeMEL

MEHEeIXMEHTAa KadyecCTBa YUYUTEIBAOT VMHTEepeCEl HOTpeGMTeHeﬁ n Opyrnx
SalVMHTepPeCOBaAHHEIX CTOPOH M CcOoIepXaT:
- CTaTyCc u pe3yJibTaTe JOCTUMXEHIMA ueJsen B oBJjacTu KauecTBa "

OeATeJIbHOCTU [0 YJIYyYUEHUIO;

- CTaTyC IOYyHKTOB, O KOTOPBM TpebOoBaJMCh IOEMCTBUS HA OCHOBE
aHaJM3a CO CTOPOHE PYKOBOICTBA;

- pe3yJbTaTH ayIUTOB (IIPOBEPOK) M CAMOOLIEHKM OpIraHM3aluM;

- ofOpaTHYH CBA3b OO0 YIOBJIETBOPEHHOCTM SBaMHTEPECOBAHHEIX CTOPOH,
BOBMOXHO Iaxe IO MOMEHTa MX ydacTus;

- @aKTOpH, CBA3aHHEIE C PEIHKOM (TeXHOHOPMM, NCCJIeOJOBaAaHMA U
pa3paboTKy, HOedTeJIbHOCTb KOHKYPEHTOB M T.II.);

— pe3yyibTaTel CPpaBHEHMA C JIYUIIVMMM OOCTUMXEHMAMIN,;

- CBezeHuda O paboTe NOCTABIMKOB;

— HOBBIE BO3MOXHOCTM YJIYUIIEHUS;

— yIOpaBJIEHME HECOOTBETCTBUAMM [IPOLECCOB U NPOOYKLUM;

— OLIEHKY PBIHKa ¥ CTpaTeIruio;

- CTaTyC IOeSTeJIbHOCTM IO CTpaTelMdeCKOMY [IapTHEPCTBY;

- OMHAHCOBEE PEe3yJbTAaTH OeATeJIbHOCTM, CBA33aHHOM C KadeCTBOM;

- Opyrue QakTOpPH, KOTOPBE MOI'YT BO3IOEMCTBOBATL Ha OpIraHM3alLMio,
TakMe Kak OMHAHCOBBEE, COLMAaJIbHHE ZnpeZs 3KOJIOTUUYECKHUE YCJIOBUSA U
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COoOTBETCTBYyKIME VM3SMEHEHMA 3aKOHOB M PEeIrJIlaMEeHTOB.

5.6.3 BrixoHbBIC JaHHBIC aHAIM3a B 00pa30BaTEILHOM YUPESKICHUH

BBIXOI[HBIG AAaHHBIC aHaJIM3a CUCTCMbI MCHCIPKMCHTA KadCeCTBa CO CTOPOHBLI BBICHICTO PYKOBOJCTBA

00pa30BaTEeNLHOTO YUPEKIACHUS JOJKHBI BKIIFOYATh B CEOSI:

- YCTaHOBJICHHE IOKa3aTeleil yiydllleHHs MPOLECCOB 00pa30BaTEIbHOIO YUPEXKIEHUS, HampuMep

npoliecca MOBBIIICHNUS KBATHU(PHUKAIIMK IPEroiaBaTesei;

- IEPECMOTP WJIH MPOBEJIEHUE KOPPEKTUPOBKH IJIaHa 00y4eHHUs, COJIEpKaHUsl KypCOB MPU BHECEHUU

W3MEHEHUH B yYeOHHK WM MHTEPAKTUBHYIO 00 YUaIOIIyIO IPOTPamMmy.

MCO 9001:2000 CmcrTemsl MeHemxMeHTa KauecTBa. Tpe6boBaHus

5.6.3 BBHIXOIHBIE IOAHHBIE AHAJNIM3a

BEIXOIHBIE IOaHHBEE aHaJiM3a CO CTOPOHH PYKOBOICTBA IOJDKHE BKJIOUATE BCE
peueHns M JOeVCTBUS, OTHOCANMECS K:

a) IOBHIIEHUIO Pe3yJIbTaTUMBHOCTM CUCTEMEl MEHeIXMEeHTa KauecTBa U ee
IPOLIECCOB;

b) yayumeHuo NPOOYKLMM COTJIACHO TpeOoBaHMUAM HOoTpebuTeien;

C) HOTPeOHOCTM B pecypcax.

MCO 9004:2000 CmcTeMsl MEHEeIXMEHTAa KadYeCcTBa. PeKOMeHJaluMM I10 YJIYy4dIIeHMIO
OesiTeJILHOCTA

5.6.3 BLIXOIHBEE IOAHHBIE AaHAJNIM3a

[IpM pacnpoCTPaHeHMM aHaJy3a CO CTOPOHH PYKOBOICTBA Ha BOIPOCH,
BEIXOIDAIMEe 3a npenenbl BepM@MKaLU/H/I CHICTEMEBL MEeHEeIIXXMEeHTa KaueCcTBa,
pesyanaTbI TaKOI'O aHaJIMm3a MOT'YT MCIIOJIB30OBATHBLCHA BEICIIVIM pyKOBO,I[CTBOM B
KayeCTBe BXOIHBEIX IaHHBIX IIJIA HpOLLeCCOB YIIYUIIEeHNMA . Bricuiee pyKOBOHCTBO
MOXeT I[PVMEeHSThL STOT MPOolLleCC aHalmMs3a Kak MOIIHOE CpencTBO IIPHU
ONnpenejIeHuM BO3MOXHOCTEN YJyUlleHVs JesaTeJIbHOCTM opraHm3auum. ['padtmuk
NpOBEeNEeHMs aHaJIM30B CIOCOOBCTBYEeT CBOEBPEMEHHOMY OOECHIEeUYEeHMI NaHHBEIMM OJIS
CTpaTeTMUYEeCKOTO IIJIAHMPOBAHUSA B OpraHuzauuu. OToOpaHHBEE BHEXOIHBEIE ITaHHBE
cyenyeT IOOBOIMUTL IO CBeneHusa pPabOTHMKOB OpPTaHMBALUMM, IEMOHCTPUPYS UM,
KaK MpPOLIeCC aHajM3a CO CTOPOHH PYKOBOICTBA BeIeT K I[IOCTAHOBKE  HOBHIX
LeJjiel, KOTOpPHE MNPMHECYT BHITOIY OPTaHM3aLUM.

HONMONHUTENIbHEE  BHIXOIHBEIE IaHHBIE OJis [IOBLIIEHU S sbbexTUBHOCTM
BKJIOUAIT, HAaIPUMEP :

- lLejmu, Kacawouyecs XapaKTEepUCTUK NPOOYyKLUNA " nokaszareyen
IPOLIECCOB;

- LenyM yJIydlleHUd HOeATeJbHOCTM OpraHM3aluu;
- OLEHKY NPUTONHOCTM OPTaHM3AaLMOHHOM CTPYKTYPH M PECYpPCOB;
- CTpaTeruio " VHMULIMA TUBEL 1o MapKeTUHTY, POy KLMM n
YIOOBJIETBOPEHHOCTM NOTpeOuUTesIel U OPYyTUX BaMHTEePeCOBAHHEIX CTOPOH;
- COKpalleHMe [OTepPb U IIJIaHBl CHUXEHMA UOSHTUOUMLMPOBAHHEIX PUCKOB;

- mHbOpMAIMI IO CTPATETUUECKOMY I[JIAHMPOBAHMUIL OYyIymmMx MNOoTpedHOCTEeNR
opraHu3aLunn.

Heobxonmmo VIMETb OOCTAaTOYHO 3anmncen oja obecredeHud
[IPOCJIEXMBAEMOCTHM U OOJIeTdYeHMsa OLEeHKM CaMOI'o Ipolecca aHalu3a CO CTOPOHE
PYKOBOICTBa, YTOOH yOeIUThbCHa B €I'0 IIOCTOSHHOMU 50OEKTMBHOCTI U B

DoOaBJIEHUM LIEHHOCTU OpraHM3aluun.

6 MeHea)KMEHT pecypcoB

25/78



6.1 Ob0ecnneuenne pecypcaMy B 00pa3oBaTeIbHOM YUpe:KICHUHU

OOpa3zoBarenbHOE  YUPESKICHHE JIOJDKHO  HMACHTH(QHIMPOBATH IMOTPEOHOCTH B  pecypcax,
HEOOXOIUMBIX JUIs (DYHKIIMOHHPOBAHUS NporeccoB oOyudeHus. OOpa3zoBaTeiabHOE YUPESKICHHE IOJDKHO
00eCIeYnTh JOCTYITHOCTh PECYpPCOB JUIsl PE3YJIbTaTUBHOIO (PYHKIIMOHUPOBAHHS CHCTEMbl MEHEIKMEHTA
KayecTBa W TMIOBBIIICHUS YIOBJICTBOPEHHOCTH TIOTPEOMTENs] MyTEeM BBINOJHEHHS HX TpeOOBaHUM.
OO6pa3zoBaTeabHOE YUPEKICHUE JOJIKHO:

a) YCTaHOBHTH BXOJIHBIC JAHHBIC JUIsI ONIPEICIICHUS IIOTPEOHOCTEH B pecypcax;

b) muiaHupoBaTh pecypchl Ha KpaTKO-, CpPE/IHEe- U JOITOCPOYHBIHN MTEPUO/IbI;

C) OCYIIECTBIIATH KOHTPOJIb UCIIOJTHEHUS 33/IaHUH 110 OIICHKE U BepU(DUKAIIH;

d) obecneunth  pecypchl  IUISI  pe3yNBTaTUBHOrO  oOMeHa  umHpOpMammerd  Mexay
PO eCCOPCKO-TIPENIOAABATEIILCKMM COCTABOM, IITATOM aJMHHUCTPATHUBHBIX COTPYTHUKOB, CIYKAIIUMH U
OTPEOUTETSIMHU.

MCO 9001:2000 CmcrTemsl MeHemxMeHTa KauecTBa. TpeboBaHus
6 MeHeImXMEHT pPeCcypCOB

6.1 ObecneueHMe pecypcamu

OpraHmMzanumsa OOJIXKHA OIpenesuTh u obeclneunBaTh pecypch/TpebyeMee
IoJis :

a) BHeIPEeHMS U NoIOepXaHus B padoueM COCTOSHUM CUCTEMEl MeHEIDKMeHTa
KadyecTBa, a Takxe I[IOCTOSHHOTO IOBHIIEHMS €€ Pe3yJIbTaTUBHOCTM;

b) noBbmIEHMS YIOBJIETBOPEHHOCTM MNOTpebuTesiey OyTeM BHIIOJIHEHUS UX
TpeOOBaAHMI.

MICO 9004:2000 CmucTeMsl MeHeIXMEeHTA KauecTBa. PeKOMeHOalMuM I10 YJIyYleHMI0
OesiTeJILHOCTHU

6 MeHeIoXMEeHT pPecypCOB
6.1 Obume pexoMeHIZaALUM
6.1.1 BBenenue
Briciiee pPYKOBOICTBO JOJIKHO OINpeneMTsh ¥ oBeclneuyMBaTh HaJIMume

precypcos, HEeODOXOOMMEIX IJIS OCYyUIleCTBJIEHA CTpaTel'in n JOCTUMXEHIMA Lnejen
OpIraHM3allvn. OHM BKJIIOUAT pecCcypcCH J14 @yHKHMOHMpOBaHMH n YIIydlueHMA

CUCTeMEl MEHeIXKMEeHTa KadecTkBa, a TaKXe YyIOBJIETBOPEHUA norpedburesien u
IOIPpyTUX BaMHTEPECOBAHHEIX CTOPOH. K pecypcaM MOXHO OTHeCTM pPabOTHUKOB,
MHOPaCTPYKTYypPy, NIPOM3BOICTBEHHY cCcpeny, MuHbopmMalMo, IIOCTaBUIMKOB U

[IapTHEPOB, NIPUPOIHHE ¥ (QMHAHCOBEE PECYPCH .

6.1.2 BOOpPOCE, KOTOPBIE HOOJIKHH [IPMHMMATHLCS BO BHMMAaHMUE

IOna yJydmeHus OesaTeJIbHOCTM OpTaHM3almMy HeOOXOOMMO PacCMOTPeTh BCe
BOIIPOCEH], KacamomMecs PecypCcoB, HAIpUMep:

-  pe3ylbTaTuBHOe, DHS0OeKTMBHOE UM CBOEBPEMEHHOEe IpenoCTaBJIEHUE
PECYPCOB C y4UeTOM BO3MOXHOCTEM U OI'PaHMUEHUN;

- MaTepMraJlbHEE pPeCypcCH, TakKue KakK YCOBEPIIEHCTBOBAHHEIE
IIPOM3BOACTBEHHEE M BCIOMOTATEJIbHEE CPpenCcTBa;

- HeMaTepuajbHbEe pPeCypCH, TaxKue KakK VMHTEeJIJIeKTyaJlbHasa
coBCTBEHHOCTD ;

- pecypcChl ¥ MEXaHWU3ME, COIOEMCTBYIME MHHOBALMOHHEIM [IOCTOSAHHEM
YIIYUUIEHUAM ;

- OpTraHM3aLMOHHBE CTPYKTYPB, BKJOUasg CJYXOH, YIOOBJIETBOPALIME

HOTpGGHOCTM MEeHEeIXMEHTa IIPOEeKTa VM MaTPMYHOI'O IOoIOxXona;
— MEHeIIXMEHT MH@OpMaHMM N TEeXHOJIOTUIM,
— IIOBEIIEHME KOMIIETEHLMM IIOCPeInCTBOM ueneHanpaBneHHoﬁ IIOOIOTOBKIU,
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obpaszopaHMsa U ODOydeHUHd;

— Pa3BUTME HABHIKOB UM NPOOMIIEM JMIEePpCTBa OJ4 OyIOyLMX MEeHEeIXEepOB
oOpraHu3alLuN;

— MCIOJIb30BaHME INPUPOIHBIX PECYPCOB UM MX BO3IEVCTBME Ha OKPYXaoIYyo
cpeny;

- I[IJIaHMPOBaHME TNOTPeOHOCTEM B pecypcax Ha Oynylee.

6.2 YestoBeueckue pecypchbl B 00pa30BaTeIbHOM YUpeKIeHUH

6.2.1 Obmue noaoxKeHus

OOpa3oBarenbHOE YYpeXKACHHUE JIOJDKHO IUIAHUPOBATh CHUCTEMY YIPABICHUS IEPCOHATIOM st
HNOJJIEP)KaHUST MPOLECCOB OOYYEHUS U TMOBBIMICHHS KOMIIETEHTHOCTH OCHOBHOIO M BCIOMOTaTEIbHOIO
nepcoHasia. YPOBEHb KOMIETCHTHOCTH OO0pa30BaTEIbHOIO YUPEKICHHUS TMOIICPKUBAIOT, HANpUMEp, C
MIOMOILBIO:

- COBEpUICHCTBOBAHMS YYEOHBIX IUJIJAHOB B COOTBETCTBMM C HAYYHBIMU M TEXHOJOTHYECKUMU
U3MEHEHUSIMU;

- OIEHKH JOCTIKEHHH OO0y4Jarommxcs H Pe3yJbTaTUBHOCTH OOpPa30BaTEIBHOTO YUPEKICHUS,
OCHOBaHHOM Ha BBHIMIOJTHEHHUH MTOCTABIEHHBIX 00Pa30BaTENbHBIX IIEJICH;

- TIOBBIIICHHWS KOMIETEHTHOCTH TMEepCOHasa (Hampumep, MpodheccopcKO-IPeno aBaTeabCKoro
cOCTaBa), HEOOXOAMMOM /IJIsl BBIMOIHEHHSI UX (PYHKIIMOHAIBHBIX 00s13aHHOCTEH.

[Torpeburenu  AODKHBI ~ OBITH  yBEPEHBI, UYTO  OOpPa30BaTEIbHOE  YYPEKICHHUE  HMEET
KBUTM(UIIMPOBAHHBIN  TPEMOAABATCILCKANA M Y4eOHO-BCIIOMOTATEIbHBIA  MEPCOHAT,  CIIOCOOHBIH
yIIOBJIETBOPATH TpeOOBaHUS 00y4arOIUXCs K mporeccy ooydenus. Kpanudukanus MoxkeT ObITh OnpeesieHa
Ha OCHOBE HAJIWYUSA AaKaJEeMUYECKUX CTEMEeHEH, OmbITa padOThl, CBUACTECIBCTB U YIOCTOBEPEHHUH O
MOJTOTOBKE U MEPENOArOTOBKE, CTAXKUPOBOK HA MPOU3BOJCTBE, KOTOPHIE TOJKHBI OBITH YaCThIO 3aMucel O
Ka4eCTBE.

MICO 9001:2000 Cmcremsl MeHemxMeHTa KadecrTBa. Tpe6oBaHus
6.2 YenoBeueckme peCcypCH

6.2.1 OOmme MOJIOXEHUSA

[lepcoHas, BHOOJHAKLMM paboTy, BIMAKIMY Ha KadeCTBO NIPONyKLUMM,
OOJDKeH OBTb KOMIIETEHTHEIM Ha OCHOBE COOTBETCTBYKIETO obpa3oBaHud,
MIOOTOTOBKM, HABHKOB WM OIIHTA.

MCO 9004:2000 CucrTeMsl MeHEeOXMEHTAa KadYecTBa. PexKxOMeHfjauuy IO YJIydIeHMIO
OessTeJILHOCTA

6.2 PaboTHUKU

6.2.1 BoBJjeueHMe pabOTHUKOB

PyKOBOOCTBY CJenyeT YJIy4dllMTh pPEe3yJbTaTMBHOCTE U 3SOOEeKTMBHOCTD
OpraHM3aluM, B TOM UYMCJIE CUCTEMYy MEHEIXMEHTAa KadeCTBa, UYepes BOBJIEUEHUE
PabOTHUKOB M MX NOIOOEPXKY .

B kauecTBe noMomyM B OOCTWXEHUM LeJIeM YJIydlleHMs CBOeM OesaTeJIbHOCTU
OopraHM3aluuMy HeOoOXOOMMO [NOOWPSATH BOBJIEUEHME M PA3BUTME CBOUX pPaOOTHUKOB
IIOCPEenCTBOM:

— [JIQHMPOBaHMA ODeCHIedeHMSa [NOCTOSHHOM HNONTOTOBKM M KapbepH;

— oInpeneJjyieHMs OTBETCTBEHHOCTM M [IOJIHOMOUMM II€PCOHAaJa;

- pa3paboTkM MHAOMBUIAYAJIBHEIX W TIPYIHNIOBBIX uesen, MEHEeIIXMEeHTa
BLIIIOJIHEHMSA Ipolecca M OLEeHMBaHUA pesyJibTaTOB;

- COIeMCTBUSA BOBJIEUEHUI0O PabOTHUKOB IIPM INOCTAHOBKE LieJIeM UM NPUHSTUU
peueHnM ;
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— OPU3HAHUA M BO3HATPAXIEHUS;

— COIEeMCTBUSA OTKPLHITOMY, IOBYCTOPOHHeMYy OOMeHY MuHOOpMaLMel;

— HOCTOSHHOT'O aHajiM3a NOTPpeOHOCTEeM CBOMUX PADOTHUKOB;

— CO3HaHMSA YyCJIOBUM, IOOWPANIMX HOBOBBENEHMUS;

- obecrnieueHus 20OeKTUBHOM I'PYINOBOM pPaboOTH;

- MHOOPMUPOBAHUS O MNPEelJIOXKEHUSIX M MHEHUAX;

- MCIOJIb30BAHUA UBMEPEHUM CTEIeHM YIOOBJIETBOPEHHOCTU PABOTHUKOB;

— BBEIICHEHUS MNPUUMH OpUxoJda pPaboOTHUKOB B opTraHM3aLMio U UX
YBOJIbHEHMS .

6.2.2 KoMIETeHTHOCTb, OCBEIOMJIICHHOCTh M MOATOTOBKA B 00pa30BaTEIbHOM yUPEKICHUH

Briciiee pykoBOJICTBO JOMKHO OOECIeYUTh OCHOBHOM OOy4aromuii U BCIIOMOTATEIbHBIN MEepPCOHAT
uH(pOopMaliell OTHOCUTENIBHO TOT0, KaK MX KOMIIETEHTHOCTh, OCBEOMJICHHOCTh M TIOJITOTOBKA CBSI3aHBI C X
OTBETCTBEHHOCTbIO, TOJTHOMOYHSIMH, aKaJIEMUIECKUMHU U a]MUHUCTPATUBHBIMH JICHCTBUAMHU.

OO6pa3oBarenbHOE YUPEKICHUE JTOJIKHO:

- BECTH CHCTEMAaTHYECKYyI0 [ESATEIbHOCTh IO OINPEACICHUI0 MOTPEOHOCTH B KOMIIETEHTHOCTH
nepcoHaia MyTeM CpaBHEHHs TPEOOBaHUN yUEOHBIX MJIAHOB C TEKYIEH KOMIIETEHTHOCTBIO MIEpPCOHANA;

- OIIPEACINIATh MOTPEOHOCTh B OOYUYECHHUH MepCOoHaa WK JII000H Apyron nesTeIbHOCTH, HAapaBJICHHON
Ha YCTpaHEeHHue JII000Tro HeI0CTaTKa KOMIIETEHTHOCTH;

- obecrieunBaTh paboOTy MpenojaBaTeseld Mpu HATMYUU aKTyalTu3UPOBAHHBIX KPUTEPUEB OLICHKH;

- BECTH Y4YE€T aKaJIeMHUUECKOW U aJMUHUCTPATUBHON KOMIIETEHTHOCTH IITaTa COTPYIHUKOB (cM. 4.2.4
NCO 9001:2000).

3anucu TOIHKHBI OTPaXkaTh MEPUOJMUECKUI aHAIN3 MOTPEOHOCTEH B 00YUEHHUH U €TO PE3YIIbTaTHI.

MCO 9001:2000 CmcTemml MeHemxMeHTa kaudecTBa. TpeboBaHus

6.2.2 KOMIETEHTHOCTHL, OCBEIOMJIEHHOCTL M MNOINTIOTOBKA

OpraHmsaumsa OOJIKHA :

a) onpenesyfaTb HeOOXOIMMYyH KOMIIETEHTHOCTB I[I€PCOHAaJa,  BBIIOJHALIETO
paboTy, KOTOpad BJIMAEST Ha KAUeCTBO IPONYKLWM;

b) obecneumpaTh NOOTOTOBKY WMJM IIPENIPMHMMATH IOPYyIME OeCTBUA C
LeJIb YyIOOBJIETBOPEHMSA DTUX NOTPEeOHOCTEMN;

C) OLEeHMBATh pPe3yJIbTATMBHOCTb IIPENIPUHATEIX MEpP;

d) obecneurBaTb OCBEIOMJIEHHOCTBL CBOETIO IIepCoHajla 00 aKTyaJIbHOCTU U
BAXHOCTM €TI0 JOedaTeJIbHOCTM M BKJIale B IOCTUMXEHMEe LeJiey B 00JjlacTu
KadecTBa;

e) nommepxXueaTb B paboueM COCTOSHUM COOTBETCTBYIME 3anmucu o6
obpasoBaHuM, MNOOTOTOBKE, HABHKAX M oOmelTe (4.2.4).

MCO 9004:2000 CmcrTeMrl MeHeIXMEeHTAa KaudeCcTBa. PekoMeHmaumMy II0 YJydlleHMIO
OesiTeJILHOCTHU

6.2.2 KOMIEeTeHTHOCTL, OCBEIOMJIEHHOCTHL M MIOOI'OTOBKA
6.2.2.1 KOMIETEHTHOCTb

PykoBOnOCTBY crenyer ybemourbcsa B HaJIN4um KOMIIETEHTHOCTH,
TpebyKleNca OJid pPes3yJIbTAaTUBHOM U 5QPeKTMBHOM pab®OoTH oOpraHmu3auum. OIOTO
OOCTUIaeTCsa Ha OCHOBe aHamM3a (QaKTUUeCKUX M  OXMIOAEMBIX IIOTPeDHOCTEN B

KOMIIETEHTHOCTM B CPaBHEHUU C YyXe MMelleMCcsa KOMIETEeHTHOCTbI pPabOTHUKOB
opraHM3alun.

B ocHOBe coofOpaxeHuM IO IIOBOIOY IIOTPeOHOCTEM B KOMIETEHTHOCTU
Jiexar :

- Bynymme TpebOBaHMUSA, CBSABAHHEIE CO CTPATEeIMUeCKVMM M  OllepaTUBHEIMU
iaHaMy ¥ LeJIaMM;

- OXMIAaeME) MEHEIXMEHT U HOTPeOHOCTH IIOCJIeHOBATEJIBHOTO MPUMEHEHUS
pabouey CUJIBL;
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- U3MEeHeHMA B Ipolleccax opraHmus3auuy, CpencTBax U OOOpyINOBaHUU;

- OLEeHMBaHME KOMIIETEHTHOCTM OTIEJIbHEX pPaOOTHMKOB HOJIA  BBIIOJIHEHUA
ONpeIeJIEeHHEX BUIOB HOeATEeJIbHOCTMU;

- B3akoHOIaTeJIbHBEIE M IOpyIMe obsa3aTesibHElE TpeOOBaHMA UM CTAHOAPTH,
BIMAKIME Ha OPTaHM3alMiO M e€e BalHTEepPeCOBAaHHEIE CTOPOHE.

6.2.2.2 OCBEOOMJIEHHOCTb M MNOIATOTOBKA

[Ipy MJIaHUPOBAHUM MNOTPebHOCTEV B OOyUYEeHUM M MNOATOTOBKM PaOOTHUKOB
HeoOXOOMMO YUYMTHBATL M3MEHEHUsd, BEI3BaHHEIE XapaKTepoM IIPOLIECCOB,
KyJIbTYPOM OpraHM3alMy M CTENEeHBK NOATOTOBJIEHHOCTU PabOTHMKOB.

BoopyxeHre pabOTHMKOB 3HAaHMUAMM, NPUOOPETEHME MMM HaBBIKOB M  OIBTA
NpeciyenynT LeJib HOBHIIEHMS MX KOMIETEHTHOCTU.

B xome oOy4YeHMs M NOOTIOTOBKM [NOONUEPKUBAETCH BAXHOCTBE  BBIINOJIHEHUA
TpeOOBaHUI, norpebHoOCTEN n OXMIOAHUN norpedburesen n APy TUX
3aMHTEPECOBAHHBIX CTOPOH. [TooroTOoBKA TaKXe BKJIOUAET OCOBHaHMe
IIOCJIENCTBMUM HEBHIIOJHEHUA TpeOOBaHUM OJIA OpraHuU3auum 1M ee pabOoTHUKOB.

I1a okasaHMAa MNOOOEPXKM HOOCTMXEHMIO LieJIeM OpTaHM3aluM M Pa3BUTUID ee
PabOTHMKOB NPM NJIaHMPOBAHUM OOyYEeHMS UM HNOOTOTOBKM PAaOOTHMKOB YUMTHBAIT :

- OINBIT PabOTHUKOB;

- rnompasyMeBaeMble M OUeBMIHBIE SHaHUA;

- HaBHKM JIMIEPCTBa M MeHEIXKMEHTa;

- CpencTBa IJIaHMPOBAHMA UM YIIYyUIIEHUA;

- TPYNNoByKn paboTry;

- peleHue npodieM;

— HABHIKUM OOIEeHMUSd;

- KyJIbTYPY M COLMaJIbHOE MNOBEIOEHUE;

- SBHaHME PBIHKOB, NOTPEOHOCTEN M OXMIaHMM HOTpedbuTesie U IOPpyTUX
3aMHTEPECOBAHHBIX CTOPOH;

- TBOPYECTBO M HOBATOPCTBO.

19 COHOEeMCTBMSA BOBJIEUEHMIO PAOOTHUMKOBR OOyUeHMe M I[IOATOTOBKA TakKXe
BKJIOYAIOT :

- [NPOTHO3 Oynylero opraHu3aluu;

- HOJIMTUKY ¥ LeJiM OpraHu3alun;

- OpraHM3alMOHHBEIE M3MEHEHUHA UM Pa3BUTUE;

- UMHMLMMPOBAHME ¥ BHEIPEeHMEe IIPOLECCOB YJIyUlIeHNA;

- BEII'OIEl OT TBOPUYECKOM pabOThl M HOBOBBEINEHUN;

- BJIMAHME OpTaHM3aLuM Ha OOleCTBO;

- BBOIHEM KypC IJiS HOBBIX PabOTHUKOB;

- [IepruoIMYecKMe MNPOTPaMMEl IIOBHIIEHMSA KBaJIMOMKALUM s yxe
INIOOTOTOBJIEHHEIX PaOOTHUKOB.

B njaHel NOOTOTOBKM CJeOyeT BKJIOYATh:

- Lenan;

- NPpOTPaMMbBl M METOIEI;

- HeoOXOoIOVMBE PEeCYPCEH;

- OoIpegneJieHVe HeOOXONVMOM BHYTPEHHEN MNONOEPXKM;

- OLEHMBaHMe I[OBBIIEHUSA KOMIETEHTHOCTU PabOTHUKOB;

- U3MepeHMe Pe3yJIbTAaTUMBHOCTM M BJIIMAHUA Ha OPraHU3aLMDo.

[IpoBoOuMeEle OOydeHME M NOOTOTOBKY PabOTHUKOB HEOOXOIMMO OLIEHMBATB C
TOUKM SBPEHMA OXMIOAHUNM M BO3HOEMCTBMA Ha PEe3yJIbTATUBHOCTb UM 30OEeKTUBHOCTH
opraHM3alUMM Kak CPEeOCTB YJydlIeHMS I1IJIaHOB IMIOATOTOBKM KaIpOB Ha Oyoyluee.

6.3 UndpacTpykTypa 00pa3oBaTejibHOTO YUpPeKIeHUs

OO0pasoBarenbHOE YUPEKICHUE MODKHO HISHTHPUIIMPOBATH UHPPACTPYKTYpY U 00OpymOBaHUE,
HEOOXOIUMBIC JJIs JJOCTHIKCHHS YCTAHOBJICHHBIX TPEOOBAaHUH.

Opranuzanus JOJKHA ONPEISIUTh OTBETCTBEHHOCTh M IIOJTHOMOYHWS IS YCTAHOBJICHHS IIEH W
BBITTOJIHEHUSI 3asBOK, 3aKYIOK, TIPUEMKH, XpaHCHHUsS, OXPAHbI, YCTAHOBKHU, UCIOJIH30BAHUS M TEXHHUYECKOTO
00CITy>)KMBaHUS.

OO0pa3oBarenbHOE YUpEKICHUE JOHKHO OMPEACTUTh MPOrPpaMMBbI 7S TUTAHUPOBAHUS, OOSCTICUeHUS U
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NoJ/Iep)KaHUsT HeoOXoauMoW HHQPACTPYKTYphl, a TakXke NporpaMMy aHajlu3a pHCKa B OTHOILEHHUH

0€30I1aCHOCTH U TUTHEHBI.
HNudpacTpykTypa BKIOYAET B ce0s MPU HEOOXOUMOCTH:

a) 31aHus, pabouyee MPOCTPAHCTBO: ayIUTOPUH, JTaOOpaTOpUU, MAcTepcKue, OMOIMOTEKH, 3eJICHbIe

30HBI OT/BIXA;
b) cBsi3aHHBIC YCIYTH, TAKKE KaK:
- BOJOCHA0KEHHE,
- QIIEKTPOCHA0KEHHE C COOTBETCTBYIOIIUM 000PY/JOBaHUEM,

- obecrieueHue ra3omM u TOIIIMBOM, BKJIFOYasA COOTBETCTBYIOIIUC HHCTPYMCHTBI JJIA 06CJ'IY)KI/IBaHI/I$I,

- MEIUIIMHCKOE 00CITyKUBAHUE;

C) 060py,I[OBaHI/Ie A 1ponecca O6y‘ICHI/IH, BKJIIOYas IIPUHAAJICKHOCTH, TOBApPHO-MaTCpHUAJIbHBIC

ONCHHOCTH U PACXOJHBIC MAaTCPUAJIBI;

d) cmyxOb1 o0ecnieueHus, Takue Kak TpaHCIOPT, KHIDKHBIN MarasuH, kaderepuii, CTOJIOBbIE U JETCKUE

SICJIN.

Ecmu Ipu O6y‘ICHI/II/I HCIIOJIB3YIOTCA MaTepuajibl U 060py,Z[OBaHI/IC, KOTOPKBIE HE OXBAYCHBI ITPOLECCaAMU
CHUCTCMBI MCHCI)XMCHTA KadcCTBa 06pa30BaTean0r0 YUpCKACHUA, TO OJIA HOI[O6HI>IX PECYPCOB OOJIKHBI
OBITH OIHCAHBI MNPUYUHBI U LCJIN UX HUCIIOJb30BaHMA, OMPCACIICHBI CTAHAAPTHI AJId OLCHKU U HGO6XOI[I/IMBIG

YIPaBISIONIUE ICHCTBUS.

MICO 9001:2000 Cmcremsl MeHemkMeHTa KauecTBa. TpeboBaHus
6.3 MNuppacTpykTypa

OpraHm3auusa HOOJDKHa ONpenesisaTh, obecnedmMBaTb U IIONNEPXUBATEL B
pabouem COCTOSAHUU MHOPACTPYKTYPY, HeoOXOoOMMyo OJis OOCTVXEHMA
COOTBETCTBMUA TpeOOBaHMAM K NPOOYyKUUM. VHOPACTPYKTYypa MOXET BKJIIOUATH:

a) BmaHu#g, pabodee NPOCTPAHCTBO M CBA3AaHHEIE C HMM CpPenNcTBa Tpyla;

b) obopynoraHmMe »Oja NPOLECCOB (KakK TexXHMUYeCKMe, TakK M [IPpOTpPaMMHHE
cpencTra) ;

C) CJyxObl obecliedeHua (HalpyMep, TPAHCIOPT WM CBA3b) .

MICO 9004:2000 CmucTeMsl MeHeIXMeHTA KauecTBa. PeKOMeHOalMM I10 YJIyYleHMI0
OesiTeJILHOCTHU

6.3 MuppacTpykTypa

PykKOBOICTBY CJIeIyeT ONPEeNeJiMTb MHOPaCTPYyKTypy, HeOoOXOoIMMy®l IJid

IPOLECCOB XM3HEHHOTO LMKJa NPOOYyKLUUM, YUYMTHBAA B TO xe BpeMda
IIOTPEOHOCTM M OXMIAHMA BaMHTEPECOBAHHBIX CTOPOH. VHOpacTpyKTypa BKJOUYAET
B Ccebda TakMe pecypch, Kak [IPOMU3BOLNCTBEHHOE noMeueHre, pabouee
NPOCTPAHCTBO, CpencTea Tpyla M OOOpyIOoBaHME, BCIIOMOT'A@TEJIbHEIE  CJIyXOEI,
MHQOPMALMOHHEE M KOMMYHMKALMOHHEE TEXHOJIOTMM, a TaKXe TPaHCIOPTHEE
cpencrsa.

[Ipouecc onpenejieHMUa MHOPACTPYKTYPH, HeOOXOIMMOM IJid IJOCTMXEeHUS

PE3YNIBETATUBHOTO " S(DQ)GKTMBHOI‘O XM3HEHHOIT'O LMKJIa INPOOYyKLNMM, BKJIIOUAET:
a) obecrneueHue MHOPACTPYKTYPH, OINPEeIeJIEeHHOM C TOUKM 3PEeHMuS LeJel,

OYHKUMOHANBHOCTY, DSKCIJIyaTalUMOHHHX XapaKTepUCTUK, TOTOBHOCTM, 3aTpar,
Be30MIacCHOCTHM, CEKPETHOCTM M BO3OOHOBJIEHMS;

b) pazpaboTky M BHeIOpEeHME METONOB TEXHMUECKOTO ODCIIyXBaHMUSA U
peMoHTa, UYTOOE yOeIuThbCs, UYTO MHOPACTPYKTypa IpOoIojiKkaeT OTBEeUYaThb
IOoTpebHOCTAM OpTaHM3aluuM; 2TU MeTOIbl HOJDKHEI YUMTHBATL BUI UM UYacCTOTy
TEXHUUECKOT'O ODCIIyXUBAHUSA u peMoHTa, a Takxe BepUOUKAIINIO

OYHKUMOHMPOBAHMSA KaXIOOT'O 3JIEMEeHTa MHOPACTPYKTYPH B 3aBUCHMMOCTM OT €TI0
BaXHOCTU M COEpB MCIOJIB30BAHUA;

C) OlLEeHKY MHOQPACTPYKTYypPH MCXOOsS M3 [OOTpebHOCTeM U OXUIaHUM
3aMHTEPECOBAHHEIX CTOPOH;
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d) paccMoTpeHue BOIIPOCOB OKpyXamnien cpemsr, CBS3AHHHX C

VHOPACTPYKTYPOM, TaKMUX KaK COXPaHeHM’e IIPUPOIE, 3BarpsasHeHUe, OTXOIH U
PELUUKIIVHT .

Ha mHOpacTpyXTypy MOTYT BO3IESMCTBOBATL MIPUPOIHEE SABJIEHUS, KOTOPBIMU
HEeBO3MOXHO YIPaBJaATbL. B IJaHe MHOPACTPYKTYPH cienyerT YUUTEBATEH

ornpengesyieHre M yMEHBIIEHVE COOTBETCTBYKIMX PUCKOB 12 oTPaxaTb CTpaTeInio
3allMTEl MHTEPECOB 3aMHTEPEeCOBaAHHBIX CTOPOH.

6.4 Ilpou3BoacTBeHHAsI cpeaa B 00pa30BaTeJIbHOM yUYpe:KIeHU U

B y4eOHBIN IMIaH HEOOXOOMMO BKIIOYATh TPEOOBaHHS K YCIOBHSM OOydYEHHs, B TOM YHUCIE K
ayUTOPUSM, CIY’)KEOHBIM TMOMEIICHUSM, JTA0OpaTOPHUSM, OOIICKHUTHSIM M MECTaM OOIIEro IMOJIb30BAHHS,
obecrieunBaronye 0€30MacHOCTh JUIsl 370pOBbsA W dusndeckue pasrpy3ku®(5). CmyxObl obOecrieueHus
JOJDKHBI CIIOCOOCTBOBATh, a HE MemaTh mpoueccy oOydenus. OOpa3oBaTeNbHOE YUYpPEKIECHHE OJKHO
aHAJIM3UPOBATh COCTOSIHUE OKPYXKAIOIIeH cpenbl mporiecca OOyueHUsT W TEPPUTOPUU O0Opa30BATEIBHOTO
YUPEKICHUSI.

MCO 9001:2000 CmcrTemml MeHemxMeHTa kauecTBa. Tpe6oBaHus
6.4 IpouSBOACTBEHHAsI cpega

OpPaHMBaHMH OOJIXHa CO3dakBaThb IPOM3BOIACTBEHHYIO cpeny, HeO@XOHMMyD
IJI4 IOOCTUMXEHMA COOTBETCTBUA Tpe@OBaHMHM K Inpooyrumm, ¥u YyIHIpaBJIATb €I0.

MCO 9004:2000 CmcTeMsl MEHEeIXMEHTAa KadyecTBa. PeKOMeHJauMM I10 YJIydIIeHMIO
OesiTeJILHOCTA

6.4 IpouSBOACTBEHHAsT cpega

PyxkoBoncTrO OOJIXHO obecneumBaTh IIO3UTUBHOE BJIMSAHME
IPOMBBOIOCTBEHHOM CpeOe Ha MOTMBALMIO, YIOBJIETBOPEHHOCTDH u pabotry
IepcoHajyla C LeJIbl yJydlleHUS HOEeSTEeJIbHOCTUM OpIaHM3alyu.

[Ipy Cco3maHuUM MNOOXOIAUEM IPOM3BOOCTBEHHOM Cpenbl - KOMOMHAaLMNU
UeJIOBEUECKOTO M QuUamMuecKoro QakTOpOBR - CJlenyeT YHOeJIAThb BHMMAaHUE:

- MeToIaM TBOPYECKOM paboTel U BOBMOXHOCTAM foJjiee MOJIHOTO
BOBJIEUEHMSA C LEJIbD peain3aluM IOTeHLMAaJla PpabOTHUKOB OPIaHU3ALUM;

— HOpaBUJlaM TEeXHMKM OEe30NAaCHOCTM M METOOMYECKMM yKasaHMAM, B TOM
Jycjie IO [NPUMEHEHUI CPpelCTB 3allMTHL;

— DPIOHOMMKE;

- pasMeleHun pabouux MecCT;

— COLMAJIbHOMY B3aMMOINEMCTBUII;

— CcpeICTBaM OOCJyXMBAHMUSA IIepCOHajla B OpTaHMU3alLUN;

- TeMIepaType, BJIQXHOCTM, OCBEUEHMI0, BO3IOYWHOM BHTIXKE;

- CaAHMTAaPHBIM YCJIOBMSAM, UMUCTOTE, WyMy, BMUOpaUUM U BaTPSA3HEHUO.

6.5 MubopmMaums

PykKOBOOCTBY HeOOXOIMMO OOpawaTbCsa C OAaHHBEIMM Kak C OGyHIaMEeHTAJIbHBM
MCTOUHMKOM IJId Npeobpa30BaHMAa B MHOOPMALMIO M IIOCTOAHHOTO pa3BUTUA OasH
3HAHMM OpraHM3alMM, KOTOpas BaXHA NPM NPMHATUM PelleHMM, OCHOBAHHEIX Ha
baxTax, ¥ MOXET CTUMYJIMPOBATbH HOBOBBEINEHUS.

IOna MeHeIxMeHTa MHOOpMaLMM OpraHM3aluM CJendyeT:

- OINpenesIUThb CBOM NOTPeOHOCTM B MHOOPMALMM;

- ONpPeneNyIUTb M [NOJIydMTb OOCTYIl K BHYTPEHHMM M BHEUWHMUM MCTOUHMKAM
nHbOPMaLIN;
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- npeobpaszoBaTb MHOOPMALMIO B 3HAHMA, MCIOJNb3yeMble B OpI'aHM3alLUM;

- MCIOJIb30BAThb IOaHHBE, MHOOPMAaLMIO WM 3HAHMSA OJd9 IIOCTAHOBKU U
peanmuzaumuy LeJiey M CTpaTeIuy;

- obecrneuMBaThb COOTBETCTBYWIYI Oe30MINaCHOCThE UM KOHOUIEHUMAJIbHOCTD;

- TPOBOIMTHL OLIEHKY BHIOH, IIOJIydaeMbIXx Ba CuUeT VCIIOJIb30BaHUSA
yHbopMaluMM, C LeJbl YJYUIIeHMS MeHeIKMeHTa MHOoOpMaluuM M BHAHUM.

6.6 [ocTaBIMKM U IIapTHEPEH

PyKOBOICTBY CJleIyeT YyCTaHOBUTHL B3auMOIENCTBUE C IOoCTaBIMKaAMU U
napTHepaMmu »OJjisg HOOOEPXKM U objJieryeHus oOMeHa MHOopMauuen C LeJbo
B3aMMHOTI'O YIIydlueHMA PE3YIIBETATVMBHOCTU 12 9@®eKTMBHOCTM InIponeccos,
co3OammMx LEHHOCTb.

N OpraHM3alV VMEKTCHA Pa3JIMYHBIE BO3SMOXHOCTIU YBeJIMUMTb II€eHHOCTb
nocpencTsoM paboTH CO CBOMMM [IOCTaBIMKaAMM U IapTHepaMy, HalpuMep:

— OITVIMM3allMAa KOJIMYeCTBa IIOCTAaBIMKOB M IIapPTHEPOB;

- YCTAaHOBJIEHME IBYCTOPOHHEN CBA3M Ha COOTBETCTBYWIMX YPOBHIAX O0DeUx
opraHmM3auuy »Ojsg COHOEeMCTBMS OBCTPOMY PeEHeHMI0 OpolJieM M yCTpaHeHMS
OOPOTOCTOANMX OTCPOUYEK MJIM CIOPOB;

- COTPYyIHMYECTBO C IOCTaBllMKaMy [OPpM BaJuIaluM BO3MOXHOCTEN MX
NPOLIeCCOB;

- MOHMTOPMHIT CHOCODOHOCTM IOCTaBIMKOB IIOCTABJIATE COOTBETCTBYIUYIO
NPOOYKLUMIO C LeJblD YyCTPaHEHMS M3JIMIIHUX Bepudmraumii;

- CTUHMYJIMPOBaHME IIOCTaBIIMKOB K BBEITIOJIHEHMIO IIpoIPraMMbBL IIOCTOAHHOTIO
YIIydle HM A OJeATeJIbHOCTIM 12 K IIPVMHATUIO ydyacTm4a B IpyInx COBMECTHBIX
VHNMLMATVMBAX II0 YJIYUYIEHMIO,

- BOBJICUECHIE IIOCTABUIMKOB B IeATeJIbHOCTDb opraHm3aumum I10
NIPOEKTMPOBAHMIO M pas3paboTKe C Lejblo oOMeHa 3HaHMAMM, Pe3yJIbTaTMBHOTO U
20PEeKTUBHOTO YJIYUIIEHUS POLIECCOB KMBHEHHOT'O LIMKJIa M T[IOCTAaBKU
COOTBETCTBYMEN NPOOYKLUM;

- BOBJIEUEHME MapTHEPOB B OlIpelejyieHMe NoTpebHOCTEM B 3aKynKax Uu
COBMECTHYK paspaboTKy CTpaTeruu;

- OLIeHMBaHMEe, IMNpPMU3HaHMEe U BO3HATpPaXIeHMEe YCUIMM U IJOCTUXESHUM
IIOCTaBUIMKOB M I[IapPTHEPOB.

6.7 [pupoIHEE pPecypCHl

CnenyeT YyUYMTHBATL HaJMuMe NPUPOIHBIX PEeCYpPCOB, KOTOPBE MOTYT BJIMATH
Ha HOeATeJIbHOCTbL opraHuMszauum. HecMoTps Ha TO, UTO TakMe pPecypChl UYacTo
HAaXOIOATCSA BHE HENOCPEANCTBEHHOI'O YIPaBJIEHMSA CO CTOPOHH OpraHM3aluM, OHU
MOTYT MMETBb CYILEeCTBEeHHOe TIIO3UTMBHOE MJIM HeTaTMBHOE BJMSAHME Ha ee
pesyJybpTaTel. OpraHmM3aumMda OOJDKHA MMETH  I1JIaHBL OeMCTBUM Ha cJydan
HeNpeOBUIEHHEIX ODCTOATENbLCTB 1o obeCrnedeHuro pecypcaMu MM UX
BO30OOHOBJIEHMIO C LeJIbID [NPeOOoTBPpalleHMsa WM MUHMMU3ALUNU HET'aTUBHOI'O
BO3IEMCTBUSA Ha IOEATEJIbHOCTE OpIaHM3aLUM.

6.8 ®mHaHCOBIE PeCcypCH

MeHeIXMEHT pPeCcypCoOB BKJIOUYAET OesTEeJIbHOCTD o YCTaHOBJIEHUIO
norpebHocTey B OMHAHCOBEIX pPecypcax U UX MCTOUHMKOB. KoHTposb 3a
brHAHCOBEIMM pecypcCaMM BKJIOUAET CpaBHeHMe (QaKTUUeCKOTO IPYMEeHEeHUs C
[IJIAHOBBIM UM NPUHATUE HEOOXOIVMEIX NEeVCTBUI.

MeHemXMEHT OMHAHCOBEIX PECYPCOB BKJIOUAET IIJIAaHMPOBAaHMEe, oOOeclHeueHue
HaJlMuMsa U KOHTPOJIb, HeoBXOOVMEIE st BHeIOpEeHUs n nonmepXaHus
pPe3yNbTaTUBHOM U 2b0OEKTUBHOM CHUCTEMEl MEHEeIXMEHTAa KadeCTBa M IOOCTMXEHUS
ueJjiey opraHM3aluu. MeHEeIXMEeHT TaKXe npenycMaTpuBaeT paspaborky

IIPOI'PEeCCUMBHEIX @MHaHCOBHX MeTOoOOOB IJiAd INOLIEPXKNM 12 IIOOCHWPEeHMA YIIydleHM A
OeATEeJIbHOCTM OpI'aHM3alMlM.

[ToBrIIEHME PeE3yIJIETATVMBHOCTHU n 3®@GKTMBHOCTM CrCTEMEI MEHEeIIXMEHTa
KauecTBa MOXeT TIIOJIOXMTEJIBEHO CKa3eBaATbBECHA Ha @MHaHCOBHX re3syJyipTaTax
opraHm3aluny, HallpyMMep:
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a) BHYTpPEHHE, [NOCPEeICTBOM COKpalleHVS OTKA3Z0B MNPOLECCOB U MNPONYKIUU
WY PACTOUMTEJILHOTO PAaCXOINOBaHMS MaTepUaljioB M BPEMEeHU;

b) BHemHe, NOCPEICTBOM COKpalleHMs OTKaz30B OPOAOYKLWM, CHWXEHUS
3aTpaT Ha KOMIIEHCALMID [0 MOPYUMTEeJbLCTBAM M TAPaHTUSAM, a TaKXe CHUWKEHUI
LIEHEl [IOTEepPM NnoTpebuTesielr ¥ PHHKOB.

VHbOpMALMa MO TaKMM BONPOCaM MOXET Takxe ofecneuyBaThL CPeICTBO

YCTAaHOBJIEHUS Hepes’yJIbTaTUBHOM WU HesObeKTUBHOM OeaTebHOCTU U
VHULIMUPOBATE MNOOXOIAlMEe IeMCTBUA [0 YIIYUIEHUD.

®MHAHCOBYIO OTUYETHOCTb 1o OesaTesbHOCTH, CBS3aHHOM c
OYHKLUMOHUPOBAHMEM CUCTEMEL MEeHEeIXMEeHTAa KauecTBa u COOTBETCTBMEM

npogyrumm, cCjenyeT MCIIOJNb30BaThb IIPV aHajJjim3e CO CTOPOHEI PYKOBOICTRBA.

7 IIpouecchbl })KU3HEHHOT0 LUKJIa 00pPa30BaTeIbHBIX YCIYT

7.1 Il1annpoBaHe NPOLECCOB }KU3HEHHOI0 LINKJIa B 00pa30BaTeIbHOM y4pesKIeHUn

OOpa3oBarenbHOE YUYpEXKICHHE IOJHKHO IUIAHUPOBAaTh MPOEKTUPOBAHME M pa3paboTKy Ipoiiecca
o0y4yeHHs, peaoCTaBlIeHHEe 00pa30BaTEIbHOW YCIYTH, OLEHKY IMOJyYEHHBIX PE3YyJIbTaTOB, AEATEIBHOCTD
BCIIOMOTaTENbHBIX CIIyXk0, paclpeneseHue pecypcoB, OINpElElIeHHEe KPUTEPUEB OLEHKM WU BHEJIpPEHUE
IPOLEAYP MOCTOSHHOTO YITYYIICHUS JUIS JOCTHKEHHS 0’KUIaeMbIX PE3yIbTaTOB.

O0pa3zoBarenbHOE YUPEKICHUE TOJDKHO TUNIAHKPOBATH HEOOXOIUMBIE PECYPCHI TSI BCEX MPOIECCOB.

B o0Opa3oBaTenbHOM YUpexJACHUU MOTYT OBITh ONpPEAENCHBI CIECAYIOIINE MPOLECChl IPEI0CTaBICHUS
00pa30BaTeNIbHbIX YCIYT:

a) Mpo1LIeCC MOBBIIICHHS KBATH(PHUKAIIUH TTPENOo1aBaTeNeH;

b) nmpoekTupoBaHue U pa3padoTKa (COCTABICHUE) YICOHBIX TUTAHOB;

C) oIpe/ieieHne MPOEKTOB M HAaIIPaBJIeHUH HCCIIeI0BaHNUS;

d) nmporecc oOyueHus Win apyrasi AesITeIbHOCTD;

€) mpueM Ha paboTy nepcoHana;

f) npuoOperenne MaTepualioB U APYTrUX PECypCoB;

g) npueM abUTYpPUEHTOB (00yJaroLIXCs);

h) ympaBnenue M3MEHEHUSIMU TPH COCTABICHUU U KOPPEKTHUPOBKE yUEOHBIX IUIAHOB, KalleHIApHBIX
IUTAHOB KYPCOB, paclIMCaHUil 3aHATHI U BCTYNIUTEIbHBIX 3K3aMEHOB;

1) TOJIydeHHE aKKpeAUTalMM OoOpa30BaTENIbHOIO YUYPEXKJIEHUs, MPUCBOCHHE NPOQPecCHOHATBHOM
kBaM(puKauuy (Hampumep, IoJydyeHue JuruiomMa o0 00pa3oBaHMM), OpraHu3alMs MOCTIUILIOMHOIO
JOTIOTHUTETILHOTO 00pa30BaHus (HapuMep, aClIUPaHTypa);

J) TpenocTaBiieHHe YCIyr OUOJIMOTEKH, ayIuo-, BHUACO00OPYAOBAHHS, KOMIBIOTEPHONW TEXHHKU W
APYTHX yCIIyT,

K) obecrieueHne 0€30MacHOCTH, YCIYTH 110 OXPaHe U 3alluTe TpaxaaH;

I) pacnpenenenne aymutopHoro ¢GoHmAa, JIaOOpaTOpPHil, MACTEPCKUX, KIACCHBIX KOMHAT, aKTOBBIX
3aJI0B;

m) TeXHUYECKOoe 00CITy)KMBaHHE 000PYIOBaHMUSL.

VYnpaBieHre OCHOBHBIMHM IpolieccaMyd OOydeHHsl BKJIIOYAaeT B ce0s OLEHKY MOTpeOHOCTel B
00y4eHuu, pa3paboTKy y4eOHOTO TUTaHa, OpPTraHU3AIMI0 M MPOBEACHUE MpoIecca 00yUeHHUs, a TaKKe OIEHKY
pe3ynbTaToB 00yueHHs. BcmomorarensHbie mporiecchl, onucanHble B MCO 9001, momkHBI Takxke OBITH
ynpasisiembiMH. [ oOpazoBaTenbHbIX yupexaeHui, BHenpstomux MCO 9001, MoryT OBITH yCTaHOBIIEHBI
METO/bl KOHTPOJsI, pa3pabOTaHHbIE MPENoAaBaTeNIIMU WM HK3aMEHALMOHHOM KoMuccuend. MeTobl
KOHTPOJISI TOJKHBI CTaTh YaCThIO aHalIM3a CO CTOPOHBI PYKOBOJCTBA, a TaKXKe JOJKHBI MOATBEPKIAATh, YTO
TpeOOBaHUs K IMpoleccy 00y4YeHHUs BBIMOIHEHBI U JJAHHbIE METOJIbI ABISIOTCS COCTaBHOM YacThiO Mpoliecca
yIAy4IlIeHUs] KauecTBa. VI3MeHeHusl, BHECEHHbIE B METOJIbl KOHTPOJS OCHOBHBIX IPOLIECCOB, JIOJKHBI OBITh
JOKYMEHTHPOBAHBI, M, B COOTBETCTBHH C BHECCHHBIMH W3MEHEHHSIMHU, JIOJDKHBI OBITH aKTyaTH3UpPOBAHBI
COOTBETCTBYIOIINE HHCTPYKIIHH.

[IpoBepKy pe3ynbTaTUBHOCTH METOAOB KOHTPOJSI CIEAyeT MPOBOAUTh Ha OCHOBE HaOIIOJIECHUU.
Hepe3ynbTaTUBHBIE METOIBI KOHTPOJISL JOKHBI OBITh H3MEHCHBI.
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MCO 9001:2000 CmcTeMsl MeHemkMeHTa KadvecTBa. TpeGoBaHMs
7 IpoleccCs XMBHEHHOTO UMKIA NPOAYKIMKU

7.1 IlJlaHMPOBAHME IPOLIECCOBR XUBHEHHOTO LMKJIA NPOOYKLUMU

OpraHuszaums IOOJIKHA IJIaHUPOBATH " paspabaTEBaTh IPOLIECCEHI,
HeOOXOOMMEIE IOJI OOeCIEeYeHMA XMBHEHHOTO LUMKJa NPOOYyKUMM. IIJIaHMpOBaHME
NPOoLEeCCOB XMB3HEHHOT'O LMKJAa NPOOYKUUM [OOJDKHO OBITH COTJIaCOBAHO C

TpeOOBaAHMAMM K IOPYTMM [IpPOLeccCaM CHUCTEMBl MEeHeIXMeHTa KaudecTsa (4.1).

[Ipy OJIaHMPOBAHMM NPOLIECCOB XMB3HEHHOTO LMKJIa HNPONYKUMM OpTaHM3alMsa
IOOJDXKHa YyCTAaHOBMTBL, €CJM 3TO LieJleCooBpasHO:

a) ueam B 0OJacCTM KadecTBa M TpeOOBaHMA K NPOOYKLUM;

b) nmorpebHOCTL B pa3paboTKe IIPOLIeCCOB, IOOKYMEHTOB, a Takxe B
obecrieueHu pecypcaMm OJjigd KOHKPETHOM MNPOIYyKLUM;

Cc) HeoDOXOIUMYIO IesSTeJIbHOCThb 1o Bepudmralmm n BaIMIauuy,
MOHMUTOPVMHIY, KOHTPOJIKK WM MCIIBITAHVAM OJIA KOHerTHOﬁ nmpoonykumm, a TaKXe

KPpUTEePpUM IPUEeMKM TPONOYKLMN;
d) Banmcu, HeoOxoIuMMEIEe IJISd obecrneueHus CBUIETeJbLCTBaA TOI'O, UYTO

IIpOoLEeCCEL XKMBHEHHOTI'O IIVKJIIAa InponykKumm n InpomnM3sBeeHHaAd InIponyKUmAa
COOTBETCTBYWT TpeboBaHuaM (4.2.4).

PesysbTaT 3TOTO IJIAHMPOBAHMSA IHOOJIXeH OBITH B Qopwme, COOTBETCTBYIIIEN
IpakTUKe opTraHu3aluu.

[IpuMeuauns

1 JoxkyMeHT, OoNpelesigimmui MIPOolLleCCh CHUCTEMH MeHeIXMeHTa KaudecTBa
(BKJIIOUAS TIPOLIECCH XM3HEHHOTO LMKJa HOPOIOYKIMM) U PEeCYPCH, KOTOPHE
IPENCTOUT IPMMEHATb K KOHKPETHOM MNPOIYyKUMM, [IPOEKTY WM KOHTPAaKTy,

MOXEeT PacCCMATPMBATLCS KakK IIJIaH KadecTBa.
2 Ipu pas3paboTKe MNPOLECCOB XM3HEHHOTO LUMKJA NPOOYKLUUM OPTaHM3alusd
MOXET TakKXe MNPMMEHSTbL TpeboBaHus 7.3.

MCO 9004:2000 CmcTeMsl MEHeIXMEHTAa KadyecTBa. PeKOMeHJauMM I10 YJIy4IIeHMIO
OesiTeJILHOCTA

7 IlpoueccH XMBHEHHOT'O UMKJIA NPOAYKLIMM
7.1 O6ume pexOMeHIALUM

7.1.1 BBemeHue

Bricuiee PYKOBOLCTBO IOJIXKHO obecrneumMBaThb PEeE3YyNILTATUBHOE U
sbdexTBHOE QYHKUMOHMPOBAHME [IPOLIECCOB XM3HEHHOT'O LMKJIa NIPOOYKLMM,
BCIIOMOT'ATEJIbHEIX IIPOLIECCOB, a TakKXe CBA3aHHYK C HUMMM CeThb IIPOLIeCCOB, C
TeM dYTOOE OpraHM3alumda MoIvla YIOBJETBOPATH CBOU 3aMHTEepPeCOBaHHEIE
CTOPOHEI. B TO BpeMda KaK IIPOLIEeCCH XM3HEHHOT'O LMKJIa [IPMBOOAT K CO3IaHMD
NponykKuuy, DOoOABJIAKWEN LEeHHOCTb OpITaHM3alNuM, BCIIOMOT'aTeJIbHEIE IIPOLLECCEH
TakXe HeOOXOIMMEl OpraHM3alMM, Tak KaK OHM IOOAaBJAT LEHHOCTb KOCBEHHO.

Jo60M MNpollecC ABJISETCS I[IOCJIeNOBATEJIbHOCTBIO CBSA3AHHBIX MexIdy Ccobon

BMUIOB IEATEJIbHOCTM MJIM IEeATeJIbHOCTBhIO, KOoTopas MMeeT BXOI M BHXOI.
PYKOBOICTRY CJleyeT OIpPeneJiuThb HeOoOXOOMMBIE BBIX O ITBI IPOLIECCOB U
UOEeHTUOULIMPOBATH HeOoOXOOMMEBIE BXOIBI u B OesaTeJIbHOCTHY IJIs

PE3YJBTATMBHOTO M 30PEKTMBHOTO HOOCTMXEHMS BBEIXOIOB IIPOLIECCOB.

BS&MMOﬂeﬁCTBMe IIpoLeCCOB MOXeT OBIT b CJIOXHBEIM, IIPMBOOAWMM K CO3IOaHMIO
cerem npoueccor. [nsa obecrneuyeHus PEe3yJIbTaTUBHOM u 20beKTMBHOM
OesaTeJIbHOCTM OpTraHMBaluM PYKOBOICTBY HeOOXOIMMO IPMBHATL, YTO BHXOI
ONHOT'O IIpOllecCa MOXET CTaTh BXOINOM IJIS IPYI'OT'O MM HECKOJIBKUX OPYyTUX
[IPOLIeCCOB.

7.1.2 BONpPOCH, KOTOPHE IOJIXHH MNPUHMMATLCS BO BHUMAaHMUE

[loHMMaHue TOT'0, UTO polecc MOXET OBITH pencraBjieH Kak
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[IOCJIEOOBATEJILHOCTE BUIOOB IOEATEJILHOCTH, noMoraeT PYKOBOOCTBY IIpMU
OIpeIeJIeHMM BXOHNOB IJA HNpolecca. llocjle onpenesieHMa BXOOOB MOTYT OHBTH
oInperneJieHs HeOoOxOoOuMele BMIOE HOeATEJIbHOCTM, IOEeUCTBUA U TpebyKimeca
pecypcCH OJjida Ipolecca C LeJyIblo OOCTMXEHUA XeJIaeMBEIX BEXONOB.

PesynbTaTe BepuOMKaALUM M BalumaluUyM [OIPOLECCOB M BHXOLOB CcjenyerT
TakXe paccMaTpMBaTh KakK @ BXOIB IJIA IIpoliecca C LeJIbIo OOCTVXEHUA
[IOCTOAHHOTO YJYUIIeHMA OeATEeJIbHOCTM U [IONYyJApM3aluKM €e COBeplleHCTBa Ha
BCeX YPOBHAX OpPraHM3alNM.

[locTOoAHHOE yIIydleHnue [IPOLLeCCOB B OpraHM3aumy IIOBBEICUT
PesyIbTATUBHOCTE M 30QEeKTUMBHOCTE CHCTEMBl MEHEeIXMEHTAa KadecTBa M YJIYy4dlNT
OeAaTeJIbHOCTL OopraHms3aumum. B NIPUIJIOXEHNUM B OIIMCEIBAETCH "llpouecc
IIOCTOSHHOTO yJy4dlleHMA", KOTOPBIM MOXHO MCIIOJIB30BAaTh OJ8 OKa3aHUA I[IOMOLMU
Opy ONpeleJjIeHuM HOeNCTBMM, HeOOXOOMMEIX IJIid IIOCTOAHHOTO [IOBBIIEHNMA
PE3YIbTATUBHOCTU U 30PEeKTUMBHOCTHU IIPOLIECCOB.

[lo-BuOMMOMy, B TEeKCTe npelpnylero afszalla OolylleHa olledaTka. 3Iecb U
majiee MO TEeKCTY BMECTO IIPUIIOXEeHMA B mMMeeTcda B BUOY NPUIIOXeHMe B

[Ipouecce cJenyeT 3aloKyMEeHTUMPOBaThL B TOM CTeIeHH, KOTOpasd
TpebyeTcsa IJig MONOEPXKM Pe3yJIbTaTUBHOM U 20beKTUMBHOM pab®OoTH.

JokyMeHTaumusa, CBsA3aHHAs C IIpoleccaMmy, CIOCODCTByeT:

- OoIpeleJIeHUI U IOBEIEeHUIO no CBeIeHUA IepcoHajyia BaxXHHX
XapPaKTEepUCTUK IIPOLIEeCCOB;

- HNOOTOTOBKE IO BONpocaM OYyHKUMOHMPOBAHMA IIPOLECCOB;

- OOMeHyYy 3HaHMAMM M OINBITOM B KOMaHIax M pabouux Ipylnlax;

- [NPOBEIEHUI0 MIBMEPEHUMY UM ayIuUTa IIPOLIEeCCOB;

- aHaM3y, [IepPecCMOTPy U YJYyUIeHUIO NPOLIeCCOB.

HeobxoomMO OLIEHMBATBL POJIb PabOTHMKOB B IIpolleccax, C TeM UYTOOBI:

- obecneurBaTh OXPaHy Tpyla [IepCOoHala;

— ofbecneuupBaTh HaJudMe TpeOyeMBIX HaBEKOB;

— HNOINIEepPXMBAThb KOOPIOMHALMIO [NPOLECCOB;

- obecneurBaTh BXOIOHBIE HOAHHEE IJIS aHAJM3a NIPOLECCOB, [OJIydaeMele OT
PabOTHUKOB;

— COIEMCTBOBATH BHEIPEHMI HOBOBBEIESHMM, IpeljlarlaeMblx pabOoTHMKaAMM.

[Ipy CTUMMYyJIMPOBaHMM IIOCTOSHHOIO YJIYUIIEHUA OeATeJIbHOCTM OpIraHM3alumn
AKLEeHT cJlenyeT IeJjlaTb Ha I[OBHUEHUM pPe3YJIbTATUBHOCTM U 50POeKTMBHOCTU
IPOLIECCOBR Kak CpelCTBe IOOCTUXEeHMS OJIaTONPUSATHEIX pPe3yJibTaTOB. Boszpocuue
BBITOOEI, I[IOBHIUIEHHAS YIOBJIETBOPEHHOCTL [OTpebuTesiel, Jiydllee MCIIOJIb30BaHMe
PECYPCOB U COKpalleHME HEeNPOM3BOIOUTEJIbHEIX PacxXOOOB — DBTO IIPUMEPEL
U3MeP SeMbIX pPe3yJbTaTOR, KOTOpPHE OBLIIN OOCTUTHY TH npu OoJibleM
PE3YJIBTATMBHOCTM M 5PPEKTMBHOCTM IPOLIECCOB.

7.1.3 MeHEemDXMEHT IIPOLIECCOB

7.1.3.1 Obume MOJIOXEHUS

PyxkOBOOCTBO OIpelesigeT NPOLEeCCH, HeOOXOIMMEE IJIS XMU3HEHHOT'O LMKIa
NpooyKUMy, C LeJIbl0 YyIOOBJIETBOPEHMA TPeOOBaHUM NOTpebuTeserl u OpyIux
3aMHTEPECOBAHHEX CTOPOH. g obecnedeHusa XMIBHEHHOI'O LMKJA OPOOYyKLUM
crenyeT yIeJiaiTh BHMMAHME COOTBETCTBYKUMM BCIOMOTATEJIBHEIM IpoleccaMm, a
TakXe XeJlaeMEIM BEIXOIAaM, 5STallaM IIPpOoLeCcCCOB, IOedaTeJIbHOCTM, IIOTOKaM, MepaM
yIpaBJjieHMs, NOTpeOHOCTAM B IIOOT'OTOBKEe KaIgpob, oOOOpyIdOBaHMIO, MeToIaM,
vHbOopMaLMM, MaTepMaJaM M IPpyT'MM pecypcam.

Heo®OxoOouMO COCTaBUTH OIEPAaTMBHEIM IIJIaH IIO0 MEHEeIXMeHTY I[IPOLIeCCOB,
BKJIIOUAOWMMN :

- TpeboBaHMUSA K BXOIOY M BHXOIY (HaIpuMMep, CcOeuuduKaluum U pPecypcChl) ;

- BMIOB OESATEJIbHOCTM BHYTPM I[IPOLIECCOB;

- BepMOMKALMIO M BaJdMOALMIO [IPOLECCOB M NPOOYyKLUM;

- aHaJM3 IOpollecca, B TOM 4YMCJIe €TI0 HaIeXHOCTHU;

— omnpegneJjyieHMre, OLEHKY U yMEeHbIIEHME PUCKOB;

- KOPpPeKTHUpyKlMe U Hpelylpexiallie OeMCTBUS;

— BO3MOXHOCTM UM IOEMCTBUSA [0 YJYYUWEHMIO [IPOLIECCOB;

— yOpaBJIeHME WM3MEHEHMAMM, OTHOCALMMMCHA K OpolecCaM M NPOOYyKLMUM.

[IpyMepaMy BCIOMOT'AQTEJIbHEIX [IPOLECCOB ABJIANTCS:
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- MEHeIXMEHT MHOoOpMaluu;

- HOOTOTOBKA PabOTHUKOB;

- OMHaHCOBaSA HOEATEeJIbBHOCTL;

- nomnmepxaHyre MHOQPACTPYKTYPE M OOCIyXUBaHUE;

- TIp¥MEeHeHMe [NPOMEIJIEHHOTO ODOpyHnOBaHMA, KOTOpoe obecnedmBaeT
6e30MacHOCTh / 3alMUTy ;

- MapKeTMHT.

7.1.3.2 Bxomel, BEIXOIB M aHaJ M3 I[polilecca

CoryacHo NIPOLIECCHOMY nonxony HeoOXOonOMMO OonpenesiuTb U
3apPeruCcTPMPOBaTh BXOHB IOJA Ipollecca ¢  LeJbilo obecredyeHnss OCHOBEH
bopMmynupoBaHMA TpPeOOBaHUM, KOTOPHE OyOyT NPMMEHATBHCHA NPM BepudUKaAUMM U
BaIMIalMy BEIXOOOB. IO OTHOWEHMI K OpraHM3auuMy BXOIH MOTYT OEBITH
BHYTPEHHUMM WUJIM BHEUHVMMU.

PemeHnre npobJeMsl, Kacaplelcsa »OBYCMEICJIEHHEIX WM [IPOTUBOPEUYMBEIX
TpeOOBaHMUI K BXOIOYy, MOXET MNOTpebOBaThb I[NPOBENEHUA KOHCYJIbTaluUll C
BHYTPEHHMMM M BHEUHMMM CTOPOHaMM, MMEKIMMM OTHOLIEHME K STOM NpobJjeMme.
BxonHele OaHHBIE, IIOJIYyYEeHHEHE Ha OCHOBE IOesATeJbHOCTM, I[IOJIHad OlLleHKa
KOTOPOM €lle He 3abBeplleHa, CcJeAyeT I[NOIBEPTHYTh OLEHMBaHMI I[IOCPEeInCTBOM
IoCJIenyKero aHanmsa, BepudmuraumUm n BaIMOaLuum. OpraHmszanumm

PEeKOMEeHIOyeTCsa MISHTUOULMPOBATL BaXHBE MIM KPUTHUUECKME XapPaKTePUCTUKU
NPOOYKLUMM U IMNPOLECCOB C LeJbl paspaboTKU pPes3yJIbTaTUBHOTO U 3PPEeKTMBHOI'O
[JIaHa YIPaBJIEHMA M MOHUTOPMHI'A HOeATEeJIbHOCTM B XOIe IPOLEeCCOB.

[Ip paccMOTPeHMM BONPOCOB, OTHOCHAIMXCHA K BXOmIy, HeoDOxXOOMMO
NPMHMMATE BO BHMMAaHME Clenyilee:

- KOMIIETEHTHOCTb PaBOTHUKOB;

- IOOKyMEHTalMsd;

- BOBMOXHOCTM M MOHUTOPMHI OOOPYINOBAHUA;

- OXpaHa Tpyla, O0e30MNaCHOCTb U NPOM3BOINCTBEHHAA Cpena.

BeIxOnpl mpoluecca, BepuOMUMPOBAHHEE OTHOCUTEJIBHO TpeObOoBaHMII K ero

BXOLy, BKJOYasd KPUTEPUM [PUEMKM, LOOJDKHHE YUUTHBATH IOTPeBHOCTHU U
oOXMIOaHusa [oTpedbuTesiell M OPYyIMX SBaMHTEPEeCOBaHHEIX CTOPOH. B nmemnax
BepubpmKaumy BBEIXOIEl CJIeNyeT 3BaloKyMeHTMPOBATH W OLEHUTb OTHOCUTEJIBHO
Tpe®OBaAHMM K BXOLYy M KpuUTepusaM OpueMku. Takasg OlLleHka oIpenessderT
HeOoOXOOMMEIE KOPPEeKTHMpyllMe, penynpexnanmre OeMCTBUS MM [IOTeHLMaJIbHBE
BOBMOXHOCTM IIOBHIIEHUS PE3YJbTaTUBHOCTU U s3hbeKkTUBHOCTM npolecca.
Bepudmkaumio OPOOYKLMM MOXHO OCYHIECTBIIATH B xozme npouecca g
ompeneJyieHus €TI0 M3MEeHUYMBOCTU.

PYyKOBOICTEBO opTraHM3aluun IPOBOONT [IePUOOUUECKHUN aHaJnu3
XapaKTepuCcTUK npouecca, dYTOOH yOeIuTbCs, UYTO MNPOLEeCC COOTBETCTBYET

IOelCTByOIEeMy IIJIaHy. [IpMMEepH TeM IJId TaKoI'o aHajilM3a:
- 0e30TKAa3HOCTb M I[NOBTOPSEMOCTbL IIpollecca;
- UOeHTUOMKALMSA M NpelylpexlIeHMe IOTEHLMAJIbHOT'O HEeCOOTBETCTBUSA;
- aIeKBATHOCTb BXOIOB M BEIXOINOB IIPOEKTMPOBAHMSA M paspaboTKy;
- COTJIaCOBAHHOCTBL BXOIOB M BEIXOINOB C 3allJIaHVMPOBAHHBEIMM LIeJIAMU;
- BOBMOXHOCTM YJIyYIEHMUS;
- Hepas3pelleHHEEe BOIPOCH.
7.1.3.3 Banumauus U M3MEHEHUS NPONYyKLMM M IIPOLEeCCOB

PykOBOICTBY HeOOxXOoIMMO of0eclneuMBaTb, UYTOOH BajdMIalMsa NPOIYKLUM
IEMOHCTPMPOBAaJla e€e CIIOCOOHOCTL YIOBJIETBOPATH IHOTPEOHOCTM UM OXMIOAHUS
norpeduTesier M OPYI'MX SBaMHTEPEeCOBAHHEIX CTOPOH. Bammpmaumsa OXBaTHBAaeT

MOIeJIMpOBaHMeE, MVMUTVMPOBAHME WM MCIEBITAaHMA, a TaKXe aHaJlu3 C BOBJICUEHNEM
noTpedbuTesie M IPYI'MX BaMHTEPECOBaHHBIX CTOPOH.

BOHpOCbI, KOTOpPEIE CJIenyeT IPMHMMATE BO BHMMAHME, BKJIOYAKT B cebs:

- HNOJMTMKY M LeJu B oOJacTM KadecTBa;

— BO3MOXHOCTM MM KBaJIMOUKaLUMO OOOPYyIHOBAHMUS;

— YCJIOBMA DBKCIJIyaTaluuM NPOOYKLUM;

— MCIOJIb30BaHME WM [IPUMEHEHME NPOOYKLUM;

- YTUIM3aUU0 NPOOYKLUM;

— XM3HEHHHMV LMKJI NPOOYKLUM;

— BO3IEMCTBME NPOOYKLUMM Ha OKPYXaKIUyln Ccpeny;

- BO3IENCTBME I[IPUMEHEHMHA IIPUPOIHEIX PECypPCOB, B TOM UYMCJIIe
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MaTepMraJloB M SHEPIUU.

[Ilpouecc BamMmalLUM cienyer IPOBOIUTH yepes COOTBETCTBYyKIME
MHTEepBAaJEl, dYTOOB oO0OecnedMBaTb CBOEBPEMEHHYK pPeakKLMi Ha M3MEHEHNd,
BOBIEMCTBYyIME Ha IIpoLeccC.

Ocoboe BHUMMaHME yIejideTCsd BaJlMOaluM IPOLIeCCOB:

- nma  o0cobOo LEeHHOM NponoyKUMM U NPOOyKLUN c KPUTUUE CKUMHU
TpeboBaHMUAMM K Oe30I0acHOCTH;

- TaM, T'Ie HeIOCTaTKM B NPONYKUMM MOTYT CTaThb OUYEBMIHEIMM TOJIBKO
IpY MCIOJIL30BAHUN;

- TaM, T'Ie BaJlumauMusa He MOXeT OBTb IOBTOPEHa;

- TaM, I'IOe BepudUKaLMS NPOOYKLUMM HEBO3MOXHA .

OpraHmu3auuM HeOoOXOOMMO BHEIPUTH npoLlecc Pe3yJIbTATUBHOT'O U
30PexkTMBHOTO yINpPaBJIEHUS WU3MEHEHMIMHU, yTOoOH yOemmuTbCH, UTO WM3MEHEeHUudA
InponykKumm Vi IIpoLeccoB BBIT'O IIHEI OopraHm3almnum u YOOBJIETBOP AT
NOTPEOHOCTAM M OXMIOAHUAM SaMHTEPECOBAHHBIX CTOPOH. JV3BMeHeHusa cJenyeT
onpenesiaTrob, perucrpmnporaTsb, OlLleHMBAaThL, aHaJIm3mMpoBaThb 12 nmomeeprarTsb
YIPaBJIEHMIO, yTOOBl TMIOHSTHL CTEINEeHb UMX BJIMSHUS Ha Opyrmne IMpoueccCel, a TaKXe
NOTPeOHOCTM M OXMIAHMA NOTpedbuTesieM M IPYyTIMX 3aMHTEePEeCOBAHHBIX CTOPOH.

JioOble M3MEeHEeHMs B NpollecCe, BIMAKNIME Ha XapaKTEePUCTUKM NOPOIYyKLMUM,
HeOoOXOOMMO PeTrMCTPMPOBaThL M IJOBOIMTBL IO CBEeIEeHMA I[epcoHaja, dYTOOH
NoONepXMBaTh COOTBETCTBME MNPOOYKLMM M [IPefoCTabBlIATh nHbopMaluMo 10
KOPPEKTUPYIMM OEeMCTBMAM WM YJIIYyUIEeHUO IeATeNbHOCTU OpTraHM3alLuM.
CienyeT oNpenenMThb I[IOJHOMOUMS IJIS MHUUIMMPOBAaHMA WM3MEHEHMS C LeJbb
obecrieueHra yHnpaBJICHUA.

B CJlydadaX, KOoI'la BBIXOIOOM IIpOLieCCa ABJIA€TCA IIponoyKUMH, STOT BBEIXOL
YTBEPXIOAT [IOCJE JIOOTO COOTBETCTBYKIEIO M3MEHEHMUT, UYTOOBl MOXHO OBLIO
ybenomnuTbCsa B XeJlaeMOM BOSBIEMCTBUM [IOCJEOHETO.

MoxeT Takxe paccMaTPpMBaTBECA IIPVIMEHEHNME MeTOIOOB MOOeJIMpOBaHMA C
L[eJIb0 [JIaHMPOBAHUA NPenynNpexXIeHMsa OTKAa30B MJIM HeOOCTaTKOB IIPOLECCOB.

CilenyeT NPOBOOMTE OLEHKY PUCKOB, UYTOOB OLIEHMBATB BO3MOXHOCTBb
[IOABJIEHMA PUCKOB M IOCJIeOCTBMA BEPOATHHIX OTKAa30B MWJIM HeINOCTATKOB
IpOLEeCCOB. PesysnbTaTE HeOOXOOMMO MCIOJIB30BAaTh  IJIA onpeneJjyieHusa U
OCylleCTBJIEHUHA npenynpexnammmx OeNCTBUN c LeJIbl0 yMEeHBbIEeHUH
MOEHTUQULMPOBAHHBIX PUCKOB.

[IpyMepEl CPEeNCTB OLEHKM PUCKOB:

- aHaJM3 XapakKTepa UM IOCJeNCTBUM OTKas3a;

- aHaJaM3 IOepeBa OTKa30B;

— IMarl'paMMBEl 3aBUCVMOCTIM;

— MEeTOIBl MOIEeJIMPOBAHMA;

— [POTHO3 OEe30TKAa3HOCTU.

7.2 IIponecchbl 00pa30BATEIBLHOIO YUYPEKICHHS, CBAA3AHHBIC C IOTPEONTEIAMH

OO0pa3zoBarenbHOE YUPESKICHHE OKa3bIBACT HACCICHUIO 00pa30BaTeIbHBIE YCIYTH, KOTOPHIE SBISIOTCS
HEOCs3aeMbIMH, CIIOCOOHBIMU K COXPAHEHUIO M UCIOJIB3YIOTCS BO BpeMsl npenoctaBieHus. OOpa3oBaTesbHbIe
YUPEKACHUS TPEAOCTABISIOT 00YJIArOIUMCSI BO3MOKHOCTB JIJISl OCBOCHUSI CYIIIECTBYIOIIETO YPOBHS 3HAHUN U
METO/I0B IPUMEHEHHUS 3HAaHUH B MPaKTHUECKON JiesTeabHOCTH. OOpa3oBaTelbHbIe YUPEKACHUS TAK)KEe UMEIOT
BCIIOMOTATENIbHBIE CITYXKOBI, KOTOpPHIE CIIOCOOCTBYIOT MOJYYSHHIO BBICOKOKAUYECTBEHHOTO O0Opa30BaHUSI.
OO0u1e He3aBUCUMBIE TpeOOBaHMS TOTPeOUTENEH MOTYT BKJIOUYaTh B ¢e0st (HO HE OrpaHHUYEHbl IPUBEICHHBIM
MEPEYHEM):

a) obecrieueHue 0€30MacHOCTU OOYYArOIIMXCS M YUCTOTHI OOOPYAOBAaHUS, KOTOPOE 3aKpPEIUIEHO 3a
OTBETCTBEHHBIM JIMIIOM;

b) ycraHOBIEHHE TPOIETyphl ABYCTOPOHHETO OOMeHa WH(OpMaIue W B3aWMOOTHOIICHUH MEXITy
(GU3NUECKUMU JTUIIAMU U 00pa30BaTEIbHBIM YUPEKICHUEM;

C) YBaXHUTEJIbHOE  OTHOLIEHHWE BCEro IepcoHajga  00pa3oBaTeNbHOIO  YUPEKICHUS K
3aMHTEPECOBAHHBIM CTOPOHAM (TIOTPEOUTEIISIM);

d) BeIMONHEHWE KBaTU(UIMPOBAHHBIM  TIEPCOHAJIOM BCEX HEOOXOIUMBIX  JCHCTBUH  TIO
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NPEOCTABICHUIO 00Pa30BATEIbHBIX YCIIYT.
7.2.1 Onpenenenue TpeOOBaHUM, CBA3aHHBIX C YCIYTOW B 00pa30BaTEIbHOM YUPEIKICHUN
OOpasoBarenpHble TPeOOBAHUS BBIPAKAIOT KAaK IMOBEACHUYECKHE XapaKTEPUCTHKU COOTBETCTBUS
aKaJeMUYECKHUM, PO(ecCHOHATBHBIM U COLIMATTBHBIM OKUAHUSIM.

MCO 9001:2000 Cmcremsl MeHemxMeHTa KauecTBa. Tpe6oBaHus
7.2 Ipoueccsl, CBASaHHHE C NOTpebuTensiMm

7.2.1 OnpeneseHuve TpeOOBaHUM, OTHOCAMMUXCS K OPOIYKLUM

OpraHmus3auusa OOJDKHA ONPEenNesIUTh:

a) TpeboBaHUA, YCTAHOBJIEHHHE NOTPeOUTesNaMM, BKJOUasa TpeboBaHMS K
IIOCTaBKe M IOEeSaTEeJIbHOCTM IIOCJIe IIOCTaBKU;

b) TpeboraHMsa, He ONpPeIeJIeHHBE MNOoTpedbuTeseM, HO HeODOXOOMMEIE MOJIid
KOHKPETHOTO MM MNPEennojlaraeMoro MCIOJb30BaHMA, KOoT'Da OHO M3BECTHO;

C) 3akKOHOIaTeJibHBEE U IOpyIMe obsa3aTesibHble TpeOOoBaHMS, OTHOCAIMEeCs K
OPOOYKLUNMM;

d) Jobble IOONOJIHUTEJNIbHEE TpeOOBaHMUSA, OINpeleJieHHEe OopTraHMu3alMel.

7.2.2 AHanmMz TpebDOBaHMUM, OTHOCHAMMXCS K MIPOOYKLUM

OpraHmzaumMsa HOOJIXHA aHaJIM3UPOBATH Tpe®OBaHMA, OTHOCHWMECS K
OPOOYyKLUMM . DTOT aHaJlM3 HOJIKEH [IPOBOAMUTLCS OO IIPUHATMS OpTaHM3auuen
oBsaBaTesbCTBa [IOCTABJATL NPOOYKUMIO [IOTPebuTeso  (HanpuMmep, ydyacTue B
TeHIepax, [IPMHATME KOHTPAKTOB MM 3aKas30B, [IPUHATHUE MBMEHEHUN K

KOHTpPaKTaM MJIM 3akKazaM) M IJOJIXKeH oOecneuMBaTh:

a) omnpenejeHue TPebOBaHUM K MNPONOYKLUUMA;

b) corsacoBaHue TpeboBaHMM KOHTpPakTa MM 3akKaza, OTJIMYAIMUXCS OT
paHee CcOOPMYyJIMPOBAHHEIX;

C) CHOCODHOCTBE OpTaHM3alMM BHIIOJHATH OIpeneJieHHBEe TpeOOoBaHMUA.

3anmMcu pes3yJibTaTOB aHalM3a M [NOCJeny lMX IeVCTBUM, BEITEKAKLIMX U3
aHay3a, OOJIKHE NONIOepXUBAThbCHa B pabouem cocTosHum (4.2.4).

Ecim mnorpef®uTenr He  BHIOBUIAKLT IOOKYMEHTHMPOBAHHBIX TpeOOBaHMI,
opraHm3alm-da IOOJIXHa IIoOoTBEepPanUTb nx N4 HOTpG@MTeHH oo IIPVMHATUA K
VCIIOJIHEHMIO .

Ecnm Tp@@OBaHMH K IIPpOOoyKLMM VIBMEHEHEI, OpraHm3alurda OOJIXHAa
obecneumTsb, UYTOOBE COOTBETCTBYyIME IOOKYMEHTH OBLIIN VICIIPABJIEHE], a
3aMHTEPECOBAHHEM [I€PCOHAJI OBl NIOCTABJIEH B M3BECTHOCTL 00 M3MEHUBUUXCS
TpeOOBaHMAX .

[lpymeuvaumne - B HEKOTOPEIX CUTyaum§ax, TaKMX Kak MIpoOaxu,
OCylleCTBJIIEMEIe Uepes VHTepHeT, NPpaKTUUEeCKM HelleJlIeCOODpa3HO MNPOBOOUTH
OQMUMAJIbHEI aHaJiu3 KaxXIoro 3akas3a. BmecTO 2TOTO aHaIM3 MOXeT
PacCIpOCTPaHATBECSA Ha COOTBETCTBYNUYK MHOOPMALMI O HNPOOYyKLMM, Takyln Kak

KaTaJIoTM UM PeKJIaMHBle MaTepMaJibl.
7.2.3 CBaA3b C HNOTPEedOUTENAMU
OpraHm3aumsa OOJIKHA ONpPelesiaTh M OCYWEeCTBJIAThE 30OeKTMBHBIE MEPEL [0
NONNEPXAaHMIO CBSA3M C NOTpebuTessaMu, KacaoluecHd:
a) uHOOpMaUuM O NPOOYKLUM;
b) npoxoxmeHus 3alpoOCOB, KOHTpAaKTa MM 3akKasa, BKJoUad NONpaBKM;
Cc) oOpaTHOM CBA3M OT NOTPebuTesiey, BKJIOUYAS XaJIOOB NIOTpebuTesieln.

MICO 9004:2000 CmucTeMsl MeHeIXMEeHTA KauecTBa. PeKOMeHOaLUMM I10 YJIyYlIeHMI0
OesiTeJILHOCTHU

7.2 Ilpoueccsl, CBASaHHIHE C BaMHTEPECOBAaHHEIMM CTOPOHAaMM
PyKOBONCTBY HEOOXOOMMO OOeCHeurBaThb onpenesyieHue opraHmsaluen

B3aMMMHO IIpreMJIEMBIX IIPpOoLeCCOB IJ14 pPe3sysbTaTMBHOI'O nu 9@®GKTMBHOPO
InogoepXaHrd CBA3M CO CBOVMMU HOTpeGMTeﬂHMM n OIPYyT'VIMM 3alHTepeCOBaHHEBEIMM
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CTOpPOHaMM. OpraHM3aluM CJeOyeT BHeIPUTb M HOOIOEPXUBATHL BTU NPOLIECCH IOJIid
obecneueHmus aIeKBaTHOTO [IOHMMAaHUA IOoTPpebHOCTEN u OXUIaHUM
3aMHTEPECOBAHHEX CTOPOH M IepeBOola DTUX NOTpebHOCTeM U OXUIAHUM B
TpeOOBaHMA K OpraHM3aluMM. OTM NPOLECCH BKJKYAKT OIpeneJieHMe UM aHaJu3
COOTBETCTBYIEN MHOOpMALIMM, a TakXe aKTMBHOE BOBJIEUEHME IMOTpeduTesier u
IPYTUX BaMHTEPECOBAHHBIX CTOPOH.

[IpUMepPE COOTBETCTRYIIINEV MHOOPMaALIMM O IIPOolleccax:

- TpeboBaHUA NOTPebuUTelIey UM IPYyTUX BaMHTEPEeCOBAHHEIX CTOPOH;

- MCCcJlegOBaHMEe PBEHKa, B TOM 4YMCJIe IaHHBle 00 OTpaciigax UM KOHEUHOM
noJib30BaTesie;

— KOHTpPakTHBE TpeOOBaHMUS;

- aHaJIU3 KOHKYPEHTOB;

— CpaBHEHME C JIy4YlMMM IOOCTWXEHUSAMM;

- IIPOLIeCCHI, nonrnanammme non 3aKOHOIaTeJIbHEIe WM OpyTrue
oba3aTesibHEle TpeboBaHMA. OpraHM3aluMy HeOoOXOOMMO IIOJIHOCTHIO IIOHATH
TpeOOBaHMA MNOTPeOUTeNer WK OPYTUX 3aMHTEePEeCOBAaHHEIX CTOPOH 1O

VHULMMPOBaHMSA MEPONPUATUM IO OOECIEeUeHMIO COOTBETCTBMS STUM TPeOOBaHMAM.
3TO HOHMMaHMe M €TI0 BO3AEMCTBME IOOJIKHE OBThE B3aMMHO IIpMEeMJIEMBIMM
I y4aCTHMKOB.

7.3 IIpoekTUpoOBaHMe U pa3padoTka

7.3.1 IlnanupoBaHue NPOEKTUPOBAHUS U Pa3pabOTKHU B 00pa30BaTEIbHOM YUPEKICHUU

[Tpu npoekTrpoBaHUM U pa3pabOTKe (COCTABICHWH) Y4EOHOTO TUIaHAa 00pa30BaTEILHOE YUPEKICHUE
JOJKHO COTOCTaBUTh BXOABl KaXJOTO Mpollecca C BBIXOJAMHU MPEIBIAYIIEro Mpolecca WU YPOBHEM
KOMITETEHTHOCTH.

Briciiee pykoBOJCTBO MpU MPOESKTHUPOBAHUHM U pa3pabOTKe 00pa30BaTEIbHBIX MPOIECCOB JOJKHO
YUUTBHIBaTh UHTEPECH! O0YUaAIOUINXCS U APYTUX MOTPEOUTENEH.

B mnpouecce cocraBneHuss y4eOHOro IjaHa HEOOXOJUMO YYeCTh ILeidb U MPOJOIKUTENBHOCTh
o0yuenwusi. [Iporieaypsl 1OKHBI 00ECIEYNBATh COOTBETCTBHE O0OYUEHHSI YCTAaHOBJICHHBIM TpeOoBanusM. J1jist
HEKOTOPBIX YUeOHBIX Lieel He0OX0IMMO KaluOpoBaHHOE 000pyI0BaHHE.

HeoOxomuMo oOIeHMBAaTh JOCTHIKEHHS CTYACHTOB M PE3YJIBTaTUBHOCTH 00pa30BaTEIbHOTO
yupexaenus. OleHKa JO/DKHAa BKJIIOYAaTh B ce0sl MOTEHIMalbHblE MM (DAKTUYECKH BBINOJIHEHHBIE
TpeOOBaHUs, ISl TOTO YTOOBI ONPEACTUTh:

- KaK 00ydJeHHe MOMOTaeT 00YJaIOIMCS TOBBICUTh KOMIIETEHTHOCTD;

- KaK MOT'YT OBITh Y/I0BJIIE€TBOPEHBI HOBbIE TPEOOBAHUS;

- KaKkWe JIOTIOJTHUTENIbHBIE MEPBhl HEOOXOIUMO TPEANPHHUMATH JUIS TIOBBIIICHHUS PE3Y/IbTaTHBHOCTH
oOy4eHus;

- KaK HaBBIKH, [TOJIyYE€HHBIE B ITpoliecce 00y4eHus, COOTBETCTBYIOT TPeOOBaHHAM Yy4eOHOTO IJIaHa.

Wudopmanus, monxydeHHass INpPH OIEHKE, MOXeT ObITh MCIIOJb30BaHa MpPHU aHalU3e Ipoliecca
00yJeHwusI.

Ecnu HEBO3MOXHO MPUMEHUTHh SKCIEPUMEHTAIBHYIO BaIMJAIMIO OOYYEHHs, HMCIIOJB3YIOT aHAJIN3
PaBHO3HAYHOI'O IpoIlecca.

Otuer 00 aHanmu3e TpeOOBaHMU MOTpeOHTENEH SBISIETCS BXOAHBIMU JAHHBIMH JUIS Pa3pabOTKU
npoiiecca 00yueHHsl, OMUCAHUS Pe3yIbTATOB OLIEHKU TpeOOBaHUN MOTpeOuTENs U (GOPMYIUPOBKH LETeH 1
MPOEKTUPOBAHHUS ITPOLIECCOB.

Otuet 06 aHanmu3e TpebOBaHMM MOTpeOUTENEH TOKEH coepkaTh MH(OpMAIIHIO:

- 0 TOM, I0YeMY UMEHHO 00y4eHHe BbIOpaHO CPEICTBOM MOBBIIIEHUS KBAIM(DUKAIINH;

- 0 MOOBIX pa3IUyUsIX MeXAy TpeOyeMbIMH M MpPUOOPETEHHBIMU YPOBHSMH 3HAHUH, KOTOPBIM
oOydeHune JOKHO YAOBIETBOPUTS;

- 0 TOM, Kak OJTH pa3Iu4usi MOTYT OBITh COKpAllleHbl WM JIOTHYECKH OOOCHOBAHBI IpH
MPEIOCTaBIEHUU 00pa30BaTEIbHOM YCIYTH;

- 00 UAeHTU(HUKAINY TIeTICBON TPYIIIBI 00yYaroINuXCs;

- 00 uaeHTHUKAINY MPETYTPEKIAIONUX TCHCTBUH;

- 0 JTIOOBIX U3MEHEHUSX B YUCOHOU JIEATETLHOCTH, CBI3aHHBIX C TPEOOBAHUSIMHU IMOTPEOUTEICH;
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- 0 COOJIOJIEHUU BCEX YCTAHOBJICHHBIX TPEOOBaHMI 0€30MaCHOCTH M 3aKOHOAATEIHHBIX TPEOOBAHUM,
JIa’Ke €CITM OTO HE OTOBOPEHO B KOHTPAKTE, CICHU(PUKAIIMH HAa 00yICeHUE UK YICOHOM IIJIaHe.

VICO 9001:2000 Cmcremsl MeHemxMeHTa KadecrTBa. Tpe6oBaHus
7.3 IpoexTupoBaHMe u paspaborka

7.3.1 IlnaHMPOBaHME MNPOEKTUPOBaAHUA U pas3zpaboTku

OpraHms3aumusa HOOJDKHA I[IJIAHMPOBaATh UM yNpaBbJAaThb NIPOEKTMPOBAaHMEM U
Pa3paboTkKOM NPOOYKLUM.

B xoze NJaHMPOBAHMA MNPOEKTUPOBaHMA M pas3paboTKM opraHM3alMsa OOJIKHA
YCTaHaBJIMBATE :

a) cTaIumM NPOEKTUPOBaHMA M pas3paboTky;

b) npoBenmeHMe aHamMza, BepubMkauM ¥ BaJIMIAlMIO, COOTBETCTRYyIME
KaxIOoM CcTaIuM NPOEKTUPOBaAHMUA U pazpaboTKu;

C) OTBETCTBEHHOCTB M I[IOJIHOMOUYMA B OOJIacTHU IPOEKTUPOBAHMSA U
pa3paboTKu.

OpraHm3auusa OOJDKHaA YHNPaBJATH B3aMMOIEMCTBMEM Pa3JIMUHEIX TPYII,
3aHATHX [NPOEKTMPOBaHMEM M pas3paboTKoiM, C LUesybl obecrnedueHusa >QPPeKTUBHON
CBA3M M UYeTKOI'O paclpelesieHM:A OTBEeTCTBEHHOCTMU.

PesynbTaTe [IJIAHUPOBAHUA  OOJDKHEL AKTyaImus3nupoBaTbCH, eCJIM 3TO
ejiecoobpasHo, IO XOOy MNPOeKTMPOBaHMA M pPaspaboTKM.

MCO 9004:2000 CmcrTeMrl MeHeOXMEeHTAa KaueCTBa. PekxoMeHmaumum 10 YJydlleHMIO
OesiTeNLHOCTHU

7.3.1 Obmme pekKOMeHIAalLUN

BricmieMy pPYyKOBOLCTBY CJleOyeT yIOCTOBEPUTHLCH, dYTO B OpraHM3alumn
OIpeneJIeHEl, BHEIPEHH U NONIEPXMBAITCHA B pabodeM COCTOSHMM HeOOXOIMMEIE
IPOLIECCH NPOEKTUPOBAHMA UM pas3’paboTKU OJId Pe3yJbTaTUBHOTO U 30PeKkTUBHOTO
pearupoBaHusa Ha HOTPEOHOCTM M OXMIAHUS CBOMX [HOTpebureselr M OPYIUX
B3aMHTEPECOBAHHEIX CTOPOH.

[lp NOPOEKTUPOBAHUM n pa3paboTke NPOOYyKLUUM VI IpoLEeccoB
PYKOBOIACTBY HeOOXOOMMO OOecleurBaThb CIOCOOHOCTB OpITaHM3alUuM YyUUTHBATH
HE TOJIBKO CBOK OCHOBHYK HOESTEJIbHOCTbL UM CBOM QyHKLUMM, HO M BCe GaKTOpPH,
COOEeMCTRyKUME TOMY, UYTOOB XaPAKTEPUCTUKM OPOIYKLUU 18 IoKa3aTeNn
IIPOLECCOB COOTBETCTBOBAJIN OXMIOAHUAM norpedbuTenen n IpyTnx
3aMHTEPECOBAHHEIX CTOPOH. HanpmmMmep, opraHmMs3aumsa IJOJIKHA NIPMHMMATBE BO
BHMMAHME XMBHEHHBM LMKJI NPOOYKIMM, OXPaHy Tpyla, BO3MOXHOCTL NPOBEeIeHUS
VCIEITaHUN, IPUTOOHOCTD, OPOCTOTY B VICIIOJIb30BaHUY, HaOeXHOCTh,
OOJITOBEYHOCTb, 3PIOHOMMKY, BHEIHK Cpeny, yTUIM3alMio IPpOOYKLUMM, a TakKxe
OonpeneJieHHBlE PUCKU.

PykoBOOCTBO TakKXe HeceT OTBETCTBEHHOCTbL 3a I[IPUHATHUE Mep II0
UOSHTUOUKALMY M yMEHBUIEHMIO I[IOTEHLUMAJIbBHOT'O PpPMCKa IJig [OJIb30BaTeJel
IPOOYKUUM M IIPOLIeCCOB oOpraHm3auum. CirenyeT NPOBOIOUTH OLEHMBAHME PUCKOB,
UTOOH OLEHMTHb BO3MOXHOCTb MX INOABJIEHMS UM IIOCJIEIACTBMSA BEPOSATHBIX OTKAa30B
MUY HEeOOCTAaTKOB MNPOOYyKLMM WM I[IPOoLeccoB. PesyJbTaTe OLIeHKM HaIo
MCIIOJIB30BATE IJIA ONpeleJjleHMs UM OCYUEeCTBJIEHMA NpelylpexlallMx OeMCTBUM C
LEeJIbI0 YMEHBUIEHVA UAOSHTUOMIIMPOBAHHEIX PUCKOB.

[IpMMEPEl CPEnCTB OLIEHMBAHMSA PUCKOB MIPOEKTUMPOBAHMA UM pas3paboTKM:

- aHaJM3 IPUUMH U [IOCJIEOCTBMM OTKA30B IIPOEKTa;

- aHaJu3 I»OepeBa OTKAask30B;

— IPOTHO3 OE30TKA3HOCTU;

- IMarpaMMBl 3aBUCUMOCTU;

— MEeTOIbl PaHXMPOBaHMUA;

- MeTOIbl MOIEJIMPOBAHUA.
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7.3.2 BXoaHbIe TaHHBIE JIs1 MPOCKTUPOBAHUS U Pa3pabOTKH B 00pa30BaTEILHOM YyUPEIKICHUH

OO6pa3zoBarenbHOE YUPEKACHUE TOKHO UACHTU(UIIMPOBATh BXOAHbBIE JaHHbIE JJISl POCKTHPOBAHUS
1 pa3paboTKH (COCTaBJICHUS) yUCOHBIX TIJIAHOB.

OHU TOJDKHBI BKJTFOYATH B CEOs:

- TaHHBIE 00 OLIEHKE Pe3yJbTATUBHOCTH YUEOHBIX MaTECPUAIIOB;

- TpeOOBaHUS 110 aTTECTAIINH, JTUIICH3UPOBAHUIO HJIM HHBIC TIPOEeCCHOHATBHBIC TPEOOBAHUS;

- TaHHBIE UCCIICIOBAHMIA O CITIOCOOHOCTSAX 00YYaIOLIHXCS;

- TpeOOBaHUs K YPOBHIO KOMIIETEHTHOCTH TIPEIOaBaTelei;

- IPOEKTHI y4eOHBIX KYypPCOB;

- YPOBCHB CII0KHOCTH pa3pa60TKH 1 HAJIMYHC HpeHHTCTBI/Iﬁ 110 ITIOCTAaBJICHHBIM LICJISIM.

VICO 9001:2000 Cmcremsl MeHemxMeHTa KadecrTBa. Tpe6oBauus

7.3.2 BxXOnHEE IaHHEE IJIsS IPOEKTUPOBAHMSA UM paszpaboTku

BxonmHble HOaHHBE, OTHOCAWMECs K TpeOoBaHMAM K NPOOYKLMM, IOJIKHE OHTH
OIpeneJIeHH, a 3alMuCU IOOJIXKHH MNONOePXMBATBLCS B padoueM cocTosgHumM (4.2.4).

BxonmHble HOaHHBIE IOJDKHEL BKJIOYUATH :

a) OyHKUMOHAJIbHEIE UM DBKCIUIyaTallMOHHBE TpebOoBaHUA;

b) COOTBETCTRYIIOIME 3aKOHOIOATEJIbLHEE u opyrmue obsazaTeJibHEE
TpebOBaHMUL;
c) Tam, TIe BTO lejiecoobpasHo, MHboOpMalmMi, B3ATYID M3 [OIPEIOBIYIINMX

QHAJIOTMUYHEIX IIPOEKTOB;

d) zmpyrue TpeOOBaHMSA, BaxXHHE IJid NPOEKTUPOBAHUA U pa3paboTKU.

BxonHele IOaHHBE IOOJDKHEL aHAJIM3MPOBATbLCA Ha HOOCTATOYHOCTL. TpeboBaHMA
IOOJIXHEL OBITH [IOJIHEIMM, HEIBYCMEICJIEHHEIMM M HEIPOTUBOPEUYMBEIMU .

7.3.3 BHIXOIHEIE IaHHEE NPOEKTUPOBaAHMSA M paszpaborTku

BeIxOHBIE OAHHEE NIPOEKTUPOBaHMA n pa3paboTKu IOOJIKHEL OEITH
npencTaBJIeHEl B QopMe, I[IO3BOJIAKIEN NPOBECTM BepUOMKALUMI OTHOCUTEJIBHO
BXOIHEIX TPeOOBaHMM K IPOEKTUMPOBAHMIO M paszpaboTke, a TaKxXe IJOJIKHE OBTH
YTBEPXIEHE OO MX IIOCJIeNyKRIeI0 MCIOJIb30BaAHMA.

BeIxOnHBIE HOAHHEE [NPOEKTUMPOBAHMA M Pa3pa®OoTKM IOOJDKHEL:

a) COOTBETCTBOBATL BXOIOHBM TPeOOBaAHMAM K [IPOEKTUPOBAHNIO U
pazpaboTke;
b) obecneunBaTh COOTBETCTBYyIIIEN nHbopMaLmen 1o 3aKyInkKam,

IIPOM3BOLOCTBY U O@CHYXMBaHMD;
c) comepXxaThb KpUTepHry IIPMEeMKM IIPOIOYKIMM WMJIM CCBIJIKM Ha HUX;

d) ornpenesyiaATb XapaKTepnUCTVKNM Inponyxrumm, CyumeCTBEHHEE oJId ee
©e30nacHOTO U IIPaBMJILHOT'O MCIIOJIb3OBAHUA.

MCO 9004:2000 CucTeMsl MeHEeOXMEHTAa KadYecTBa. PeKxOMeHfjaumy I[IO YJy4IIeHMIO
OessTeJILHOCTA

7.3.2 BXOIHEIE M BBIXOOHHE IOaHHEE OJIS [NPOEKTUPOBAHMSA U paspadoTKu

OpraHm3auMsa OOJIXHa OINpelesIMTb BXONHBEIE HOaHHHBE onsa npolecca,
BIMAKIME Ha [IPOEKTMpOBaHMe U pas3paboTKy NOpOoOyKUMM M COHNEMCTBYKIME
pe3yJbTaTUBHOM U »3bdexTHMBHOM eT0 pabore C LEeJIbI0 YIOOBJIETBOPEHUSA

NOTPeOHOCTEN M OXMIOAHMUM NOTpeOuTesel, a TakKke IOPYyIMX SBauMHTEepPeCOBaHHBIX
CTOPOH. 3TM BHEWHME NOTPEOHOCTM M OXMIOAHMSA B COUYETAHMM C BHYTPEHHUMU
3anpocaMmy OpraHM3alMy OOJDKHEL OBITh NPMI'OOHEIMM IJIS [epeBola BO BXOIHEE
TpeOOBaHMA K IpoleccaM NPOeKTUPOBAHUA UM pa3paboTKM.

[TpyMepH :

a) BHeUHMe BXOIHHE IaHHEE:

- HOTPEeOHOCTU U OXUIAHMA HNOTpedUTesIeM MM PBHKA;

- HOTPEeOHOCTU U OXMIAHMA IOPYyI'MX SBaMHTEPEeCOBAHHEIX CTOPOH;

- BKJIaI [NOCTAaBIMKOB;
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- BXOIHEHE OaHHEE IoJIb30BaTeN, HalpaBJIEHHEE Ha CcoO30aHue
CTabMJIBHOTO MNPOeKTa M pas3paboTKu;

- M3MEHEHNA B COOTBETCTBYIIMX 3aKOHOOATEeJIbHEIX n OPYyTUX
oba3aTeJIbHEX TpeOOBaHMAX;

- MeXIOyHapOOHEE WM HalMOHAaJIbHEE CTaHOaPTHL;

— TPOMBIJIEHHEE KOIEKCE YCTaHOBMBIIENMCA NPAKTUKN;

b) BHYyTpeHHMEe BXOIHHE IIaHHEHE :

- [NOJINTUKA ¥ LeJu;

- [NOTPeBOHOCTM U OXUIOAHMA pPabOTHMKOB OpTaHM3aluM, BKJWOYAA JINMI,
IoJIydamolMxX BEIXOILHBIE IaHHBE I[IPOLEeCCOB;

— TEeXHOJIOTUUYEeCKMEe paspaboTkKM;

- TpeOOBaHMA K KOMIETEHTHOCTM MNPOEKTUPOBIMKOB M Pa3zpabOTUMKOB;

- obpaTHad MHOOpMALMA O MNPOLJIOM OIBITE;

- 3anMcM M HOaHHBIE O CYWEeCTBYKRIMUX Ipoleccax M NPOOYyKLMUM;

- BEIXOIH IOPYyTUX NPOLIECCOB;

C) BXOIHBEIE IaHHBE, ONpelesdaplMe Te XaPaKTEPUCTUKM [IPOLEeCCOB WM
OPOOYyKLUMM, KOTOPEE ABJISKNTCH KPUTUYUE CKMMU onsa nx 0©e30IacCHOCTH,
NPaBUJIBHOTO QYHKLUMOHMPOBAHMA M OOCIyXMBaHMA, Takye Kak IaHHBE O:

- paboTe, MOHTaxe U IIPVMEHEHWN;

- XPaHeHuu, [NOIPYy304YHO-Pa3TPy30UYHHIX paboTax M INOCTABKE;

- QuBMUecCKMxX NapaMeTpax M OKpyxXawoley cpene;

- TpebOoBaHMAX K YyTUIM3ALUM NPOLYKLMN.

CylleCTBeHHOE 3HAauUeHMe MOI'yT MMeTb BXOIHBEIE IaHHHE, CBA3AaHHEIE C
OpOOyKLMEN, KOTOPBEIE OCHOBAHBI HAa OLleHKe NOTPeDHOCTEeM M OXMIOAHMM KOHEUHBIX
IoJIb30BaTeJIel, a TaKXe HENOCPeOCTBEHHEIX NoTpedburesner. OTU BXOIHEE
IOaHHEE HeoOxXxonomMmo COOPMyJIMPOBATbH TaK, WYWTOOH MIPOIYKLMIO MOXHO OBLJIIO
Pe3yJbTaTUBHO U 30PeKTUBHO BepMOMUUPOBATE M BAJIMOMPOBATE.

BeIXxOHBIE OAHHEE BKJIOYAT MHPOPMALIMIO, [I03BOJIAKIYI IPOBECTHU
BepudUKALMIO M BaJdMOALMIO Ha COOTBETCTBME 3allJIAaHMPOBAHHBIM TPEOOBaHMAM.

[IpyMepEl BHIXONA MNPOEKTUPOBAHUA UM pa3paboTKM:

- IOaHHHE, NOATBEepXIallye CpaBHEHMEe BXONOB IJIA IIpolecca C BHXOIaMU
npouecca;

- crneuuduUKaLMM Ha NPOAOYKLMUIO, B TOM UUCJIE KPUTEPUU IPUEMKN;

- cneuudmMrKauMmM Ha IPOLIEeCC;

- crneuuduUKaLMM Ha MaTEepPUAJIEL;

- cneuuduUKaLMM Ha MCIBITAHULA;

- TpeboBaHMSa K INOATOTOBKE KaIpOB;

- MHOoOpMaLUMA O I[IOJIb30OBAaTeJIe U IIOTpedbuTelie;

- TpebOoOBaHMA K BaKyIlKaM;

- MNPOTOKOJIBI NMPOBEPKM COOTBETCTBUA TEXHUUECKUM YCJOBMAM.

BEIXOIEI NPOEKTMPOBaAHMA M pa3paboTKyM cJenyerT [IPOaHAaIM3UPOBATE II0
OTHOIEHMIO K BXOIaM C LeJIbI0 obecrnedeHMs OOBEKTMBHOTO CBMIOETENIbBCTBa TOTO,
WUTO BEIXOIEl PEe3yJIbTATMBHO UM 30PEeKTUBHO OTBEUalT TpeDOoBaHUAM K IIPOLECCy U
NPOOYyKLUN .

7.3.3 BbIxo/HbIE TaHHBIE TPOEKTUPOBAHMS U Pa3pabOTKU B 00pa30BaTEIbHOM YUPEKIECHUN

BbixosHbIe 1aHHBIE MPOEKTUPOBAHUS U pa3pabOTKU JOJDKHBI, IO KpaifHel Mepe, BKIIOYaTh B ceOs
CIIEyIOIIEe:

- IpUOOpETEeHHbIE 3HAHUS U HABBIKU;

- OLEHKY BBIIIOJHEHHBIX pabOT MO MPOEKTUPOBAHMIO M Pa3paboTKe (HampuMep, MO COCTABJICHUIO
y4eOHOTO TJ1aHa);

- COOTBETCTBYIOILIME CTPATErMu O0yUEeHHUS;

- IOCTOBEPHBIE METO/IBI IEPENAYN 3HAHUI.

MCO 9004:2000 CmcTeMsl MeHeOXMEeHTAa KadYecTBa. PeKOMeHJauMM II0 YJIydlleHMI0
OesiTeJILHOCTU

7.3.3 AHaNM3 NpoeKTa U pa3padoTku
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BricmeMy PYKOBOICTBY HeOoOXOOUMO obecrneumMBaTh Has3Ha4YeHMre
COOTBETCTBYKIMX PAOOTHMUKOBR IJIS YHIPaBJIEHMA M NPOBEIEHUS CUCTEMATUIESCKOIO
aHanysza, 4YTOOB YyCTAHOBUTL, IOOCTUITHYTH JIM Leju B OOJIacTM [IPOeKTUPOBAHUSA
n pas3paborkm. Takme aHaAIM3BL MOT'YT NPOBOOMTHBCHA B  BHEHOPAHHEIX TOUYKAX
Ipolecca NPOeKTUPOBAaHUA M pa3paboTKM, a TakXe II0CJie er0 3aBeplleHUd.

ObbeKTaMM TakKMX aHaJIM30B SBJIAOTCSA:

- aImekBaTHOCTL BXOIOB HIJIS BBIIOJIHEHMS BaOaHUM 10 I[IPOEeKTUMPOBAHUIO U
paspaboTrke;

- XOI BallJIaHMPOBAHHOTO Mpollecca IPOeKTUMPOBaHMSA U paspaboTku;

- COOTBETCTBME LeJiaM BepudMKaLuMM M BaJlMIOalLMUM;

— OLl€HKa IIOTEeHIMAaJIbHEIX PUCKOB WMJIM IIPUYMH OTKAa30B IIPUM MCIIOJIb30BaHUN
NPOOYKLUN;

— IOaHHBIE XM3HEHHOI'O LMKJIa, KacaKlMecCHd XadpPaKTePpMCTUK IIPpOIOYyKUMUM,

— YIIpaBJIeHME M3MEHEHMAMM UM UX IIOCJIeNCTBMA B XOOe IPOEKTUMPOBAHUMA n
pa3paboTku;

- OIpegeJIeHMEe U yCTpaHeHMue OpobJeM;

— BO3MOXHOCTUM IJIAd YJIYUIEHMA IIpolecCa IIPOEeKTVMPOBaAHMA U paBpa@OTKM;

- [NOTeHUMaJIbHOE BO3IEMCTBME NPONYKLUMM Ha OKpyXaKlylh cpeny.

Ha nmomxomsammx cTamMax opraHM3aluM CleOyeT TakKxXe IPOBOOUTL  aHaJIM3BL
BEIXOIOB NPOEKTUPOBAHMA U pas3paboTKM U I[IPOLEeCcCOB IJig YIOBJIETBOPEHUHA
IOTPeBHOCTEN M OXMIOAHUM INOTpebuTesel, a Takxe paboTHMKOB oOpraHusaluu,

oJlydamommMx BBIXOAHBIE JaHHBEE Ipollecca. Hamo Takxe yHOendaTb BHMMaHMKE
NOTPEOHOCTAM M OXMIOAHUAM IOPYTIMX SaMHTEPECOBAHHBIX CTOPOH.
[TpMMepPEL OeATeNIbHOCTHA 1o BepudmUKaL UM BEIXOOB Mpolecca

[NIPOEKTUPOBAHMA M paspaboTKuM:

- CpaBHeHMA TpeOOBaHUM K BXOLY IO OTHOUWEHMIO K BEXONYy Npollecca;

- I[PMMEHEHME CPaBHUTEJIbHEIX METOHOB, TaKMX KaK aJibTEepPHATUBHHE
pacyeTs NpM NPOEKTUPOBAHUM U pas3paboTke;

- OLleHKa IO OTHOWEHMI K aHajoraM;

- IIpoBEPKA, MOIOeJIMPpOBaHME 12 VCIIEITaHMA C LeJIbI0O KOHTPOJIA
COOTBETCTBMA KOHKPETHBIM TpeGOBaHMHM K BXOIHBIM IJaHHEBIM,
- OLIEHKa YPOKOB, M3BJIEUEHHBIX mus3 IIpoIJIoIro OIlBITa, TaKMX Kak

HEeCOOTBETCTBMA M HEeIOCTaTKM IIpolecca.

Banmupmaumsa BEIXONOB NPOLIECCOB NPOEKTUPOBaHMUA M pa3pabOoTKM BaxHa OJId
YCIEWHOT'O MX I[IOJIydeHMS M MCIOJIB30BaHMSA NOoTpebuTesiaMy, NOCTaBIMKAMM,
PaboTHMKAMM OPTaHM3aUUM M OPYTMMM 3aMHTEPECOBAHHEIMM CTOPOHaMM.

YyacTme CTOPOH [O3BOJAeT (QaKTUUYECKMM II0JIb30BAaTEJIAM OLIEHMBATBb
BBIXOOEl C IIOMOUBI0 BaJIMOALIVN:

— MHXEHEPHOTO nmsaﬁHa OO KOHCTPYMPOBAHMA, MOHTAaXa MM IIPVMMEHEHUMA;

— BBEIXOIOOB IIPOTPAMMHOI'O CcpencTBa OO MOHTAaXa WM MCIIOJIB3OBAHUMA;

- YyCJyT' OO WMPOKOITO MX BBEeIOeHMUS.

MoxeT HOTpS@OBaTbCH YaCTUMUHAA BaJlMgaumda BEIXOIOHBIX ITAaHHBIX
NPOEKTMPOBAHMA M pa3paboTKM C LeJbl obecledeHud YBEPEHHOCTHU B UX
OyoymeM NPVMEHEHUN .

B xome Bepubmxauvmy ¥ BaIMIauuMM HeoOXoOouMMoO cobpaTb IOOCTAaTOUYHO
IOAHHEX, [103BOJIALIMX IPOaHaNIMU3UPOBAThH MEeTOIEL IPOEKTMPOBAHMSA U
pa3paboTkKM, a TaKXe IIPUHATHE peleHUd.

AHalM3 METOHNOB BKJIOUYAET:

- yJydlleH)e [POLEeCCOB U NPOOYKLUM;

— IPVMIMEHVMOCTB BBIXOIOHEIX IOAaHHBIX;

- aIekKBaTHOCTL 3alMCey Ipolecca M aHaJlmMsza;

- OeATeJIbHOCTb IO MCCJIEOOBAHMUIO OTKa30B;

- Oynymme NOTpebHOCTM MNpolecca IPOEeKTMPOBAHMA M paspaboTKM.

7.3.4 Ananu3 npoekTa U pa3pabOTKU B 00pa30BaTEIbHOM YUPEKIECHUN

B 3aBHCHMMOCTH OT CJIOXHOCTH aHalU3 MPOEKTa M pa3pabOTKU (HAIpUMEp, COCTABICHHS Yy4eOHOTO
1JlaHa) MPOBOAST B OAHY WJIM HECKOJIBKO CTaIWi WM IUIAaHUPYIOT coriacHo 7.3.1. Ha kaxkmon cragum
YUaCTHUKH JIOJDKHBI aHAIM3UPOBATh PE3YNIbTATHI MPOCKTHUPOBAHUS M pa3pabOTKU HA MPEIMET COOTBETCTBUS
YCTAaHOBJICHHBIM TpeOOBaHMAM (Hampumep, Mpoduiao 00pa30BaTEIbHOTO YUPESXKIACHHS, YCTAaHOBICHHOMY
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YPOBHIO KOMIIETEHITNH ). 3aMKUCH TIO CJIOKHBIM BOIIPOCAM JIOJDKHBI OBITH MTPOTOKOIUPOBAHEI.

[Tpouecc aHanu3a OT4ETOB (ATTECTALMU M OLICHKH) IO MPOEKTY HEOOXOIUMO UCIOIB30BaTh JUISl BCEX
y4eOHBIX MPOEKTOB. AHAIIN3 JOJKEH MPOBOAUTHCS padoueii rpyIIol, BKIIOYAONMIEH B ce0s1 OTBETCTBEHHBIX
3a MPOEKT, 3aMHTEPECOBAHHBIE CTOPOHBI, a TAK)KE€ HEKOTOPBIX JIUI], HEMOCPEJACTBEHHO HE OTBEYAIOIIMX 32
npoekT. Pabowas rpymnma paccMaTpuBaeT OTYETHl IO aHadM3y HpoekTa (y4yeOHOro IUIaHa) W HECeT
OTBETCTBEHHOCTh 3a OLIEHKY COOTBETCTBUS PE3YJIbTATOB MPOCKTUPOBAHUS U Pa3pabOTKU YCTAHOBIIEHHBIM
TpeOOBAHUSIM.

[Tporecc mMpOeKTUPOBaHMS TOJKEH OBITH OILICHEH M, MPU HEOOXOIMMOCTH, MEPECMOTPEH C MO3UIUI
OKHJIaEMBIX Pe3yJbTaTOB 00y4yeHus. JJaHHBIN aHaIu3 J0JIKEeH ObITh OCHOBAH Ha OMbBITE YCIEUIHBIX TPOEKTOB
¥ THPOPMAIUH O JalbHEHIIIeM Pa3BUTUU U dTanaxX BHEPCHUS.

[Tpouecc pa3paboTKu HOJKEH OBITh JOKYMEHTHPOBAH, a IOJYYECHHBIC JTaHHBIE JIOJDKHBI OBITh
UCTIOJIb30BaHbl MPHU JalbHEHIINX pa3paboTkax. JJOKyMEeHTHl MOTYT ObITh pa3paboTaHbl MO KaKIOMY 3Tamy
pa3paboTKM WM 1O BceMmy Ipoieccy B neiaoMm. OmnucaHue MpoLEecCOB JOKHO BKIIOYATh B ceOs
NOCJEI0BATEIBHOCTh  IIATOB  NMPH  pa3padOTKe, BOBJICYCHHBIM  TMEpPCOHAN, aHalIM3  MPOIECCOB,
COOTBETCTBYIOIINE KPUTEPHUHU.

B noxkymMeHTHpOBaHHYIO HpOIEIypy IO NPOSKTHPOBAHUIO U pa3pabOTKE JOJDKHBI OBITh BKIIFOYCHBI
OTYET 1O pa3padOTKe W/WIM KOHTPOJBHBIA BONPOCHUK, TO3BOJISIONINE 00ECIIEYNTh COOTBETCTBHE MpOIEcca
oOyueHus TpeOOBaHUSIM, YCTAHOBIEHHBIM B ITPOEKTE.

[Iponiecc ananmu3a oOydeHHWs [OJDKEH OBITH HCIIONB30BaH Juisi Bcero oOyueHus. [lepconan,
BBITMIOJTHSIONINI aHATN3 U OTBETCTBEHHBIN 3a €ro KOHTPOJIb, TOJKEH ObITh HaeHTUuupoBan. Kputepuu ms
MPUEMKH TTPOSKTa B Pa3paOdOTKH JOKHBEI OBITh ONPE/ICIICHBI B TEPMUHAX, MPUTOIHBIX JJIS UCIIOIH30BAHUS B
0o0y4eHUH, 1 MOT'YT BKJIIOYATh B ceOsl:

a) ongo0peHue TMPaBUIBLHOCTH COJCPKAHMS OJHUM WM Oojiee CICHHAIUCTOM II0 TPEIMETY,
KOTOPBIi(bI€) HE Y4acTBOBAJ(H) B pa3paboTke 00yueHus (Harpumep, ydeOHOro IuiaHa);

b) omoOpeHue TEKCTOB, WLIIOCTPAllMii W BHEUIHETO BUAA JOKYMEHTAIlMM pPEIaKTOpamMH |
CHeIMalIucTaMu 1o rpaduke;

€) 000peHre MPOeKTa CHEeIHATUCTAMH 110 TEXHOJIOTUHU IYTEM OIBITHON MPOBEPKU C MPUBJICUCHUEM
1EJICBOM TPYMIBl 00YyYarOIIUXCsl pa3paOOTaHHBIX MPOIIECCOB OOYYEHHUS M OLIEHOK W, TPU HEOOXOAUMOCTH,
MepecMOTp MPOEKTa HAa OCHOBAHHUH MOJYYEHHBIX Pe3yIbTaTOB;

d) mpoBeneHue SKCIEPUMEHTAIBHOTO 00yueHus (10 KpalHeW Mepe OJHOro Kypca) B cpeje,
AQHAJIOTMYHOU TOH, B KOTOPOU OyJIeT MPOBOAUTHCA MPOIIECC OOYUESHHUSI, C UCIIOIb30BAHUEM 3aIlNIaHUPOBAHHBIX
B TPOEKTE BCIIOMOTATENIbHBIX MAaTEPUATOB IS OOYJarOIIMXCs, a TaKXKe IMPOIEAYyp M BCIIOMOTAaTEIbHBIX
MaTepuaoB JUIsl MOATOTOBKH MPENo/IaBaTeNeH.

Ha cragnu BHenpeHus mpoekTa o0pazoBaTeIbHOE YUPEKICHHUE JIOJDKHO OMUCATh MPOIECC aHAIN3a U
nepecMoTpa pa3pabOTKM Ha OCHOBE HAKOIUIGHHOTO MPEABIAYIIEro OIbITa, BKIIOYas JIOObIE >KanoObl
norpedurenei.

7.3.5 Bepudukanus npoekta u pa3pabOoTKH B 00pa30BaTeIIbHOM YUPEKICHUN

Bepudukanus mnpoekra u pa3pabOTKU AOKHA OBITh BBHIMOJHEHA B COOTBETCTBUM C TUIAHOM
IPOEKTHPOBAHUS B Pa3pabOTKH B OJMH WJIM HECKOJIBKO 3TANoOB. DTa JEATEIBHOCTh MOXKET OBITH BBIITOJHEHA
JTHO0BIMU CTIEIMATTUCTaMH 00pa30BaTEILHOTO YUPEKACHUS, KOTOPbIE paHee HEe yJacTBOBAIM B BepUUKAIIH
9TOTO MPOEKTA U pa3pabOTKH, WM MPUBJICUCHHBIMI CTOPOHHUMH CTIEIMANIACTaMH. BBIXO/IHBIE TaHHBIE dTarna
MPOEKTUPOBAHUS U Pa3paOOTKH TOJKHBI COOTBETCTBOBATH BXO/JIHBIM JIaHHBIM Pa3pabOTKH MPOEKTa.

7.3.6 Banmmnanusi mpoeKTUPOBAHUS U Pa3padOTKU B 00pa30BaTEILHOM yUPEKIACHUN

[Ipouiecc Bamumanuu TPOBOIAT JUIsl OOECMEUeHHs] TOTO, UTO 3allJITAHMPOBAHHBIE XapaKTEPUCTHKU
MpeI0CTaBIsIeMOl 00pa30BaTEIbHONW YCIYTH YYTEHBI B OKOHUATEIBHBIX yUEOHBIX IJIaHAX WA TMPOEKTaX
POTPaMM.

Banupanus momkHa OBITH BBITIONHEHA Ha 3aKIIOYUTENBHBIX dTanax MPOCKTUPOBAHHS M Pa3paOOTKH.
[TpUHSTHIMU METOJAMH BTUIAINH SBJISTFOTCS, CPEIN TIPOYHX, MJIOTHBIC IPOCKTHI ¥ aTTECTAITHSI.

7.3.7 YapaBneHue U3MEHEHHUSIMH MPOEKTa U Pa3pabOTKU B 00pa30BaTEILHOM YUPEKICHUN

BreicTpoe pa3BuTHE 3HAHWI B COBPEMEHHOM MHPE MPUBONT K TEPUOJINISCKUM U3MEHEHUSM YIeOHBIX
IUTAHOB M aHAIHM3y MPOrpaMM, KOTOPHIH OOBIYHO 3aKaHUYMBAETCS UX MEPECMOTPOM. ITU U3MEHEHHSI JOJKHBI
OBITh UACHTU(DULIMPOBAHBI, TOKYMEHTUPOBAHBI, YTBEPKIACHBI U IOBEACHHI /10 IIEpCOHANIA.

[TepecmoTp nr000K yuyeOHOW AMCHUILIMHBI JODKEH BKIIOYATh B ce€0sl OLIGHKY €€ BIMSHUSA Ha BECh
yueOHBIN M1aH. 3aKUCH O MIEPECMOTPE JOJIKHBI OJEPKUBATHCS B pab0OYeM COCTOSIHHUH.
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MCO 9001:2000 CmcrTemsl MeHemxMeHTa KauecTBa. Tpe6boBaHus

7.3.4 AHaNM3 NpoekTa U pas3padoTku

Ha cCoOTBeTCTBYyOIMX CTaOuaxX IOOJDKEeH TIMPOBOAMUTHECH CUCTeMaTUUdeCKUM
aHaJluz3 TIpoeKTa U pas3paboTku B COOTBETCTBUMA c 3arJjiaHUPOBaHHBIMMU
MeponpuaTuaMu (7.3.1) C uesbo:

a) OlleHMBaHMUA CIOCODOHOCTHU Pe3yJIbTaTOB IPOEKTUPOBAHUA M pa3paboTKu
YIOOBJIETBOPATEL TpPeOOBaHMUAM;

b) BHABJIEHMA JIHOOBIX MNPOBOJIEM ¥ BHECEHMS MNPEeJIOXKEeHUMM IO HeOoDXOIVMEIM
OeVICTBUAM.

B cocTaBR y4acCTHMKOB TaKOI'O aHajM3a IOJIKHEL BKJIOUATLCS IpelcTaBUTeIIM
noOpa3neJieHul, MMEKUMX OTHOUEeHUEe K AHAJIMBUPYEMOM (BIM) cTanmuu (sam)
OPOEKTUPOBAHMA UM pas3zpaboTku. 3anmucu pes3yJbTaTOBR aHaJlusza u BCEX
HeOOXOOMMEIX HOeMCTBUMM IOJDKHH MNOOIEPXMBATLCS B paboueM cocTosgHuM (4.2.4).

7.3.5 Bepuduxaums npoexTa 1 paszpaboTku

Bepubmkaums IOOJDXHA OCYUEeCTBJISATLCS B COOTBETCTBUKU C
3arJlaHMPOBAHHBIMKM  MeponpuaTuammu  (7.3.1), UYTOOH YIOOCTOBEPUTHLCSA, UYTO
BHIXOIHEIE JaHHBEE MPOEKTUMPOBAHMS U pa3paboTKM COOTBETCTBYIT BXOIHBIM
TpeboBaHMAM. 3alMcHU pe3yJIbTaTOB BepUOMUKALUMM M BCEX HEOOXOIMMEIX IEWCTBUM
IOJIXHEl TMTOOJEPXMUBATHLCSA B paboueM cocTosHum (4.2.4).

7.3.6 Banmmmaumsa npoekTa U paszpaboTku

Banmupaums npoekTa u pa3paboTKu IOJIXHA OCYHECTBJIATLCS B
COOTBETCTBUU c 3alJIaHUPOBaHHEIMU MEPONPUATUAMN (7.3.1), uToObH
YIOOCTOBEPUTHCS, YTO IOJIydeHHas B pe3yJibTaTe IMNIPOOYyKUMS COOTBETCTBYeET
TpeOOBaHMAM K YCTAHOBJIEHHOMY WMJIM IpennojlaraeMoMy MCIOJIB30BaHMIO, €CJU
OHO MBBECTHO. I'Ie B3TO INpakTUUeCKM LeJleCOoOOpasHO, BaluIalumuda IOJDKHA OBTh
3aBeplieHa IO [OCTAaBKM MUJIM [IPMMEeHEeHMS MNPOOYyKLIMM. 3anucu pesyJIbTaTOB
BauIalMy ¥ BCeX HEOOXOIOMMHIX INEMCTBUM IOJIKHH INOOOEPXMBATBCS B paboueMm
cocToguumu (4.2.4).

7.3.7 YnpaBJjieHMEe M3MEHeHUAMM [NpoekTa U pas3paboTku

VI3MeHeHusa OpoeKTa U paspaboTKM HOOJIKHBL OBITH UOEHTUQUUMPOBAHEL, a
3anoMcCK OOJDKHEL IOIOEPXMBATHLCSA B paboueM COCTOSHUM. V3MeHeHUS IOOJDKHB OBITb
IpoaHalIn3UPOBAHEH, BepUOULIMPOBaHEL u IIOOTBEPXIEHE COOTBETCTRBYIOMMM
obpasoM, a Takxe OINOOPEeHEl IO BHECEeHMA. AHAJIM3 MW3MEHEHUN opoeKTa u
Pas3paboTKM OOJIKEH BKJIOUATH OLIEHKY BJMSAHMS M3MEHEeHUM Ha COCTAaBHBIE UYacTU
U yXe TOCTaBJIEHHYI NPOIYKLMIO.

3anmMcu pe3yJibTaTOR aHajM3a M3MEHEeHUMM UM JIOOBIX HeOOXONOMMEBIX HOeMCTBUM
OOJDKHEL IIOOIEPXMBATHCSA B pabouem cocTosHum (4.2.4).

7.4 3akynku

CrenuanpHbie TPEOOBAHUS IJI1 00pa30BATEIBHBIX YUPEIKIECHUNH OTCYTCTBYIOT.

MICO 9001:2000 CmcTeMsl MeHemkMeHTa KadvecTBa. TpeGoBaHus
7.4 Bakynkm

7.4.1 Ilpouecc BaKylok

OpraHm3zauMsa OOJDKHa obecleurBaTb COOTBETCTBME 3BaKYIJIEHHOVM NPONYyKLUWM
YCTAHOBJIEHHEIM TpeboBaHMAM K 3akylkaM. Twulnl M CTeleHb yIhpaBJIeHUs,
IPUMEHSAEMBle IO OTHOWEHMI K IIOCTABUMKY M 3aKYIJIEHHOM OPOOYKUMM,  IOJDKHEL
3aBMCETb OT €e BO3OEMCTBMA Ha [ocjedyllMe CTaIuM XMSHEHHOTO LMKJIa
NPOOYyKUUM MJIM TOTOBYK HNPOAOYKLMIO.

OpraHm3aluysa OOJDKHA OLIeHMBATB M BHOMpPATh [IOCTAaBUIMKOB Ha OCHOBE UX
CIIOCOOHOCTM IIOCTABJIATL NPOOYKLMIO B COOTBETCTBUMU c TpeOOBaHMAMU
opraHm3auuM. JoOJokHEL OBITHE pa3paboTaHel KpuUTepum oTbopa, OLIEHKU U
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IIOBTOPHOM OLIEHKM. 3alMcCHU pe3yJIbTATOB OLEHUMBAHMA UM JIOOHX HeOOXOIMMEBIX
OeICTBMM, BHTEKAalWMX M3 OLEeHKM, HOOJDKHEL [NOIOEPXMBATHLCH B paboueMm
cocTogaHum (4.2.4).

7.4.2 VHbOOpMaAUMSA IO 3akylKaM

MubopMalmsa Mo 3BakylkaM IOJDKHAa ONMCHBATH 3akKasaHHYKn OIPOOYKLMI,
BKJIOUAsg, I'Ie 3TO HeOoOXOoIMMO :

a) TpeboBaHMUA K odMUMANIBHOMY OINODPEHMI0 MNIPOOYKLMUM, opouenyp,
IpOoLEeCCOB M ODOPYyIOOBAaHUA;

b) TpeboraHMa K KBaJdudMKaLUMM IIepcoHaja;

Cc) TpeboBaHMA K CHUCTEMe MeHeIXMeHTa KadecTBa.

OpraHuszaumusa OOJDKHA obecneunBaTh aIeKBATHOCTD YCTaHOBJIEHHEIX
TpeOOBaHUM K 3aKylkKaM OO MX COOOIWEeHMS IOCTaBIMUKY .

7.4.3 Bepubukaumsa BaKyIJIEHHOM NPONYyKUUM

OpraHm3auMsa OOJDKHa pa3paboTaTh M OCYUWEeCTBJIATH KOHTPOJbE MM IOPYIYI
OedaTeJIbHOCTL, HeobxoIoumykl OJjisg obecledeHuMs COOTBETCTBUA 3BaKyIJIEHHOU
OPOOYKLUUM YCTAHOBJIEHHBEIM TpeOOBaHMUAM K 3aKyIKaM.

Ecim opraHmuzauMsa WIM e€e OoTpebuTesib OpenlojiaraeT OCYyLEeCTBUTH
BepudmKalmMio v IoCTaBIMKAE, TO opTraHu3aums IOJDKHA YCTaHOBUTH
npennojlaraeMele Mephl [0 BepubMKaluM M [HOPAIOK  BHIIyCKa OPONyKUUM B
vHbopMalMKY 110 3aKyIlKaM.

MCO 9004:2000 CmcTeMsl MEHEeIXMEHTAa KadYeCcTBa. PeKOMeHJauMM I10 YJIy4dIIeHMIO
OesiTeJILHOCTU

7.4 Bakynkm
7.4.1 Ilpouecc 3akylokK

BHCMGMV PYKOBOAOCTBY OpI'aHM3aUVM CJjienyeT obecneurBaTh olipeneJieHre un
BHEOPEHME PEe3YJIbTATUBHEX U 9@@@KTMBHHX IIPOLECCOB 3aKYIIOK nOJIA OLIEHKM 12

yIPaBJIeHMS 3BaKyINJIEHHOM MNpoOyKLUMeM C TeM, dYTODOB OHa YIOOBJIeTBOpPAJa
norpebHOCTAM U TpebOoBaHMAM OpTraHM3aluMy, a Takxe 3ayHTEePEeCOBAHHBIX
CTOPOH.

C UeJspn ONTMMM3AUMM MHQOPMUPOBAHUA O TpebOBaHUAX HeOoOXOOMMO
PaCcCMOTPEThL MCIIOJIE30BAaHME DJIEKTPOHHOM CBA3M C NOCTaBIIMKAMMU.

I pes3yJbTaTUBHOM u sbbexkTUBHOM OesaTeJIbHOCTU opraHmM3alum

PYKOBOIACTBY CJIeOyeT BKJIOUUTL B IIPOLIECCH 3aKyIOK:

— CBOEBPEMEHHOE, pe3yJIbTAaTMBHOE M TOUHOE OINpelesiIeHMe [NOTpeOHOCTeN
u TpeOOBaHMUM K 3akylaeMO¥ NPOOYyKLUM;

— OLIEHKY CTOMMOCTM 3aKyllaeMOM NIPpOOyKUMM C Y4eTOM XapaKTepUCTUK
OPOOYKLUMM, LI€HEl M I[IOCTaBKU;

- [noTpeOHOCTL OpTaHM3aUUM U KPUTEepUM BepubuKalLuuy 3BaKyIJIEHHOM
OPOOYKLUM;

— YHUKAJIbHEIE IPOLIECCH IIOCTAaBUMKOB;

- yHOpaBJleHMEe KOHTPAaKTOM IPUMEHUTEJIEHO K MEPONPUATUAM KakK
IIOCTAaBUMKA, TaK ¥ [IapTHEPOB;

— TAPaHTUMHYI 3aMeHY HECOOTBETCTBYUEM 3aKyIIJIEHHOM NPOIYyKLMUN;

- TpebOBaHUSA K MaTepMaJIbHO-TEeXHUUeCKOMy OOeClleueHUIo;

- MOeHTUOUMKALMI M OPOCIEXMBAEMOCTE NPOLYKLMUM;

— COXpaHeHMEe NPONyKLUM;

- IOOKYMEHTAlLMIO, BKJOUYas 33allMcClu;

— yHOpaBJIEHME 3aKyIJIEHHOM MNIPOOyKUMEN, MMeK el OTKJIOHEHMUS OT
TPeOOBaAHUN;

— HOOCTyIl Ha NPEeOIpUATHS NOCTaBIMKA;

- CBeIeHMs O IIOCTaBKe MNPOOyKLUMM, MOHTAaxXe WM IIPMMEeHEeHUU;

- pPa3BUTHUE IIOCTABIMUKOB;

- omnpezejieHME U YMEHbIIEHME PUCKOB, CBSB3aHHHX C 3aKyIJIEHHOMN
IPOOYyKILMEN.
TpeboBaHMsA K OPOOYKLUMM I[IOCTABIMKA M €TI0 npolueccam crenyerT

paspaGaTuBaTb BMeCTe C IIOCTaBUMKaMM, M3BJIEeKadA BEHITOLY nus3 IHAHUN STUX
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IIOCTaBIIMKOB . OpI‘aHMBa]_U/IFI MOoTJla OBl TakXe BOBJIEKATH [IOCTABUMKOB B nponecc
3aKyIOK U’X INPOOYKIMM IIJId IIOBHINIEHM A pPe3yIbTaTMBHOCTHU nu S(D@GKTMBHOCTM
InpolneccCa 3akKyIIOK OpIl'aHM3alMM. 3T0 MOTJIO OBl TakXe IIOMOUYb OpraHmM3aluum B
YIpaBJIEHUNM U obecrieyeHM HalMuudgd ee 3alacoB.

OpraHmu3aluum HeoOxXOoOMMO onpenesnThb IOTPeBHOCTH B 3anmncax,
Kacapmmuxcsa Bepudmrauuy, MHOOPMMPOBaHMSA M pearMpoOBaHMSa Ha HECOOTBETCTBUA
OPOOYyKLUMM C LEeJIbI0 [NOOTBEPXIEHMS CBOETO COOCTBEHHOTO COOTBETCTBUSA
TpeOOBaHMAM.

7.4.2 Tlpouecc yhnpaBJeHUS NOCTaBIMKaAMU

OpraHmzauum cJjenyeT paszpaboTaTs pesyJbTaTUMBHEE U 5dbe K TURHEE
IIPOLIECCEL OllpeneJieHMA IIOTEHUMAJIbHEIX MCTOUYWHMKOB HOJIAd 3aKyllaeMbIX MaTepurajlioB
C LeJIBI0 pPa3BUTUA MernImMxXcsd IIOCTaBUIMKOB jZnpnzs IIapPTHEPOB 1z OLIeHKM UX
CIIOCOOHOCTEM IIOCTAaBJATE TpebyeMylo OPOOYKIMIO, YT OOH obecneurBaTh

PEe3YyJIbTAaTUBHOCTE M 30PEKTUMBHOCTEL IIPOLECCOB 3akKyIOK B LEeJIOM.

[lpyMeps BXOOOB IJIA IIpollecCa YIpaBJIeHMA IIOCTaBIIMKAMMU:

— OlleHKa COOTBETCTBYIWUETO OIBITA;

- IedTeJIbLHOCTDb IIOCTaBIIMMKOB B CPaBHEHUN C nIedTeJIbHOCTBIO
KOHKYPEHTOB;

- aHaJM3 KadecTBa B3BakylJIeHHOM MNPpOOyKUMM, I1IeHE, OCYIeCTBJIeHUS
IIOCTABKM M pearuMpoBaHMUS Ha NOPOOJIEMEH;

- ayIUTH CHUCTEM MeHeIXMeHTa I[OCTAaBIIMKOB M OlLEeHKa MX [IO0TeHLMAJIbHOM

CIIOCOOHOCTHU obecrneumBaThb norpedburesnen HeoOxXOoOUMOM nponyKUVen
pPe3ysbTaTuUBHO, 30QEeKTMBHO M B COOTBETCTBUUM C I'paduUKoOM;

- KOHTPOJIMPOBAHME CBEIOEeHMM U MUMEKUIMXCS OaHHBIX mocraBuMKa o6
YIOOBJIETBOPEHHOCTHU NOTpebuTesel;

- QMHaAHCOBAS OlleHKa OOecCcleueHMus XMUBHECIOCODOHOCTHU [IOCTABIIMKORBR B
TedueHMe [IpennojlaraeMoro Nepuona IIOCTAaBKM M COTPYIHMUECTRA;

- pearupoBaHME I[NOCTABIMKOB Ha 3alpOoOCh, KOTUPOBKU U ydyacTue B
TeHIepax;

— BO3MOXHOCTHM OOCJIyXUBAHMS, MOHTaxXa U I[IOOOEPXKM CO CTOPOHEL
INOCTABUMKOB M MNpelplCcTopud paboTH B COOTBETCTBUM C TPeOOBAHUAMU;

- OCBEIOOMJIEHHOCTb IIOCTAaBUMKOB " COOTBETCTBUE [IPYME HMMEIM

3aKOHONATEJIbHEIM M IOPYyI'MM OOS33aTEeJIbHEIM TPeOOBAHMAM;

— BOB3MOXHOCTM MaTEepUAJbHO-TEXHUUECKOTO obOecledeHrss CO CTOPOHEBL
IOCTABUMKOB, BKJIOUAas MECTOHAXOXIEHME U PeCypPCH;

— [OJIOXEHME M pPOJib IIOCTaBUIMKa B COOOMEeCcTBe, a TakKXe ero BOCHpUATHUE
oBmeCcTBOM.

PyKOBOIOCTBY HeODOXOIOMMO PAaCCMOTPeTb HOeMCTBUS, Tpebynmmecsa IJisa
IIOOIOEPXaHMA pa@OTH OpraHM3auVnM M YyHOOBJIETBOPEHMA 3aMHTEPECOBAHHEBIX CTOPOH
B CJIydae HEBLHIIIOJIHEHUA Tp@GOBaHMﬁ IIOCTAaBIMMKaMM .

7.5 Ilpou3BoaCTBO U 00CTy:KHBAHHE

7.5.1 YnpasneHue npou3BOJICTBOM U 00CITy>KMBaHHEM B 00pa30BaTeIbHOM YUpEXKICHUN

Briciiee pykoBOJACTBO (PYKOBOJIUTENH, AUPEKTOPA, JIEKaHbl (haKyIbTETOB, MPOPEKTOPHI, PEKTOPHI,
BUIC-TIPE3UICHTEI, HpGSI/I)IeHTI)I) B COTPYAHHYECTBE C MpECTIoaAaBaTCIIMHU JOJIPKHBI I/IlIeHTI/I(bI/IHI/IpOBaTB TEMBI,
IPEIMETHI U METO/1bI 00yUeHUsI, KOTOPBIE TOJIKHBI OBITh COTTIACOBAHBI C LEISIMU O0yUCHHUSI.

OO0pa3zoBarenbHOE y4YpeXJIEHHE JOJDKHO O00eCrednTh yIpaBiieHHe mnporeccamu. Jlims a3toro
00pa3oBaTeNbHOE YUPEKICHHE JTOJDKHO OMPEAETUTh MPOLECCH, SBISAIOIMIMECS YacTbio y4eOHOro mpoiiecca,
TaKue Kak:

- 0TOOp U 3a4YKCIeHHE 00YJaIOIIUXCS;

- COCTaBJIeHUE YU€OHBIX IUIAHOB 110 Pa3IMYHBIM MpeIMETaM;

- pa3zpaboTKa epeyHs KypCcoB;

- pactipesienieHne y4eOHOM Harpy3Ku;

- obecrieueHre OOYYAIONMIUXCS METOJUYSCKUMH TOCOOMSIMH 10 paboTe B JIA0OpaTOpHUAX U
MaCTEpCKHX;

- pacmpenelieHHe pecypcoB, HEOOXOTUMBIX MJisi MpPOBEAEHUS OOydeHUss BHE TEPPUTOPUU
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00pa30BaTENILHOTO YUPEKACHUS;

- pa3paboTka yueOHbIX MaTepHasIoOB MO KypcCy;

- YCTAHOBJICHHE METO/I0B IIPOBEPKU aKaIeMUUECKOI yCIIeBaeéMOCTH;

- pacmpenesieHue ayIuTOpHii, 1abopaTopuil, MacTepcKuX, ONOINOTEK U T.1.;

- 00yueHHe U KOHCYIbTHPOBAHUE TI0 PO(PECCHOHATBHBIM HAIIPABICHUSM.

Ecnu ycnoBus norosopa TpeOYIOT MOAJCPKKU OOYHAIOLIMXCS IOCIE 3aBEPILEHHUS] UMHU IIPOrpaMMBbl
o0yueHHsl, 00pa30BaTEIILHOE YUPEKAECHUE JIOJKHO OINPENeNIUTh, KaKUM 00pa3oM Takas HOJJAEp)KKa Oyner
OKAa3bIBATHCS M KaK OyJeT MPOBOIUTHCS €€ MOHUTOPHUHT.

Heo6xonuMo OLEHUTh MPUIOJHOCTb, 3HAHMSI, HAaBBIKM M CIIOCOOHOCTH aOUTYPUEHTOB JUIsl TOTO,
4YT0OBI 00y4YeHHe OBLIO MPOBEACHO HA COOTBETCTBYIOIIEM YPOBHE M B COOTBETCTBYIOLIEM TemIe. Pexiama,
OpolIIOpbl Kypca M Jpyrue W3/aHusi, BBINYIIEHHbIE OOpa30BaTENbHBIM YUYPEXKIECHHUEM, IOJDKHBI SICHO
OIKCHIBATh B3aMMOCBS3b IPEALIECTBYIOIIETO 00pa3oBaHUsA M OIBITa OOYYaIOUIMXCS C TPeOOBAHUSAMHU K
o0yueHuto. OTCYTCTBHE OIpPENENIECHHBIX BCTYNMTENbHBIX TpeOOBaHMI He OCBOOOXKIAaeT 00pa30BaTENbHOE
YUpEKACHUE OT OICHKH MHIMBUAYAJIBHBIX MOTPEOHOCTEH OO0ydarommxcs. JTa OLIEHKa IMO3BOJISET y4ecThb
UH/IMBUYyalIbHbIE IOTPEOHOCTH 00Y4YaroLIMXCs IPU pa3paboTKe mpolecca 00ydeHus.

B o0pa3oBarenbHBIX YYPEKACHUSAX JJOJDKHA OBITH co3laHa 0a3a NaHHBIX JUISI HICHTHU(DUKAIUU
JIEMCTBYIOIIEH CUCTEeMBI 00YYEeHHUsI, KOTOpask MOXKET BKIIIOYATh B CEOSI:

- 3anucH (0TYETHI) O0YUAIOUINXCS IO KYPCY;

- IporpamMMmy Kypca;

- CIIMCOK I'pYII 00y4aromuxcs;

- y4eOHUKH U IpyTUE U3/IaHUS;

- CIIMCOK IIperoJiaBaTereii;

- y4eOHO-METOJUUECKNE MaTEPUAITbI;

- TpeOyeMble 3HaHUS WIH OMBIT (UTO YMECTHO).

7.5.2 Banupamus mpoueccoB IPOU3BOJICTBA U OOCITY)KUBAHHSI B 00pa30BaTEIIbHOM YUPEKACHUU

OTOT MYHKT J0JIKEH OBbITh IPUMEHEH NP MOHUTOPUHIE U U3MEPEHUU 00pa30BaTENIBbHBIX YCIYT, €CIIH
OHH HE MOTYT OBITh BBIMOJIHEHBI, KAK OMHCAHO B 8.2.3.

Bammnamus nporieccoB o0y4deHus JOIDKHA BKIIIOYATh B ce0s1, IO Mepe He0OXOMMOCTH, BAITUAALINIO:

- IPOEKTUPOBAHUA U pa3pabOTKU (COCTaBICHU) YUeOHBIX MJIAHOB WJIU IPOrPaMM;

- 000pyA0OBaHUS U KBaIM(UKAIIUK [TperoaBaTesnei;

- JIOKYMEHTOB, IOATBEPXKAAIOLIMX  YCIEBAEMOCTb  (HampuMep, 3aUeTHBIX  KHWKEK) U
9K3aMEHAIIMOHHBIX BEIOMOCTEI;

- 3anucei 6a3bl JAHHBIX;

- IEPUOTMIHOCTH TIOBTOPHBIX BAJIMIAITHIH.

MICO 9001:2000 CmcTemsl MeHemkxMeHTa KauecTBa. Tpe6boBaHuMSA
7.5 IponsBOACTEBO M O6CHyXMBaHME

7.5.1 YnpaeJjieHMe NPOM3BOACTBOM M OOCJIYyXMBaHUEM

OpraHmzauys OOJIKHA I[IJIaHMPOBaTh U oOecleurBaTh IIPOU3BONCTBO U
O@Cﬂy)KMB aHue B YIIpaBJIgAEMEBEIX YCIJIOBUAX. anaBnHeMble YCIIOBUA IO OJIKHEL
BKJIOYATE TaM, I'Oe O5TO IIPVMMEHMMO :

a) Haauuue uMHOOPMAalLMM, OIMCEBAIEN XapaKTepPUCTUKM NIPOOYKLUM;

b) Hamnume paboumx MHCTPYKUMM B Cllydae HeOOXOOUMMOCTMU;

C) INpPpMMeHEeHM e MNOOXOoNAueIro ODOPYyHOBaHMUS;

d) HaIMume U IPMMEeHEeHMEe KOHTPOJIBHEIX UM M3MEPUTEJIBHHX IPUOOPOR;

€) INpOBeleHMEe MOHUTOPMHITA M M3MEPEHUM;

f) ocymecTBJeHMEe BHIIYCKAa, IIOCTaBKM W JIOEeVCTBUM IIOCJIe IIOCTaBKU
NPOOYyKLUM .

7.5.2 Banmpaumus MNPOLIECCOB NPOM3BOACTBa M OOCIYyXMBaHMUSA

OpraHm3auMsa OOJIXHA BaJlMAMPOBATH BCEe IIPOLIECCH IIPOM3BOLACTBA U
OOCIIyXMBAHMSA, PE3YJIbTATE KOTOPHIX He MOT'YT OBITH BepUOULMPOBaHE
IOCJIeOYy MM MOHUTOPMHIOM MJIM M3MepeHUaMM. K HMM OTHOCATCH BCe IIPOLIEeCCH,
HeIOCTaTKM KOTOPEIX CTaHOBSATCSH oueBUIHEMU TOJIBKO mocJie Hauaja

MCIIOJIB30OBAHMA TPOOYKUMM WMJIM IIOCJIE TMPpenoCTaBJIEHUA YCIIyIW.
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Banunauus »OoJikHa IIPOINEMOHCTPMPOBATEH CIOCODHOCTHL DITUX I[IPOLIECCOB
OOCTUTIATh 3allJIaHMPOBAHHEIX PEe3yJIbTaTOB.

OpraHmzauys OOoJIKHa paspadoTaTb MEepHl 10 3TUMM [IpolleccaM, B TOM UMUCIe
TaM, I'ge B5TO HpMMeHMMO:

a) oIpenesyieHHBIE KPUTEPUM IOJIS aHadM3a ¥ YTBEPXISHUS MNPOLIeCCOB;

b) yTBepxmeHMEe COOTBETCTBYHIETO OO00OpPYyOOBaHUSI u KBaIuOUKaALUM
nmepcoHana;

C) TpPMMEHeHMEe KOHKPETHHX MEeTOIOB ¥ MNPOoLenyp;

d) TpeboBaHuMA K zanucam (4.2.4);

€) IOBTOPHYII BaluIallMio.

MCO 9004:2000 CmcrTeMsl MEeHeIXMEHTAa KadYeCcTBa. PeKOMeHOauMM II0 YJIYyYIeHMIO
OesiTeJILHOCTU

7.5 Onepauuy no HNpPOMBBOIACTBY M OO6CIYyXMBaHMIO

7.5.1 Onepauun M HOPOLIECCH XM3HEHHOI'O LMKJIA NPONYyKLUMU

Brlcmee PYKOBOACTBO opraHM3aluum He IOJDKHO OT'PaHUYMBATHLCH
yIOpaBJIeHMeM I[pollecCaMM XM3HEHHOT'O LMKJa [IPOOYyKUMM IJid OOCTIMXEHY A
COOTBETCTBUA TpebOoBaHMAM M OOecCledeHMSs BHI'OI 3aMHTEPECOBaHHEIM CTOPOHAaM.

3TOTO0 MOXHO HOOUTBCS MHNOCPEINCTBOM YJYyUYHlIEHMS PesyJIbTATUBHOCTHU U
30QeKTUBHOCTHM NIPOLIECCOB XMBHEHHOTO LUKJIA NPOOYKLUMM M COOTBETCTBYIIMUX
BCIOMOT'@TeJIbHEIX IIPOLIeCCOB, TaKMUX Kak:

- COKpalleHMe HEeIPOM3BOAUTEJILHEX PacxOoIoB;

- [NOOTOTOBKa PabOTHUKOB;

- oOMeH uHbQOpMaALMEM U ee perucTpalusd;

- pasBUTUE BO3MOXHOCTEM NOCTABIMKOB;

- yJydieHMre MHOPpaCTPYKTYPEH;

- npenynpexneHue npobJeMm;

- MeTOIE O0pabOoTKM M BO3MOXHOCTU IIpPOLIEecca;

- METOIBE MOHUTOPMHTA .

7.5.3 Unentudukaius 1 npocieXuBaeMocTb B 00pa30BaTeIbHOM YUPEXKICHUH

OO0pa3oBaTeabHOE YUPEKICHHUE [IOJDKHO O00€CreunuTh HWIASHTU(UKAIMI0O U TMPOCICKUBAEMOCTD

UCTIONBb3yeMor HHpopManuu. MneHTnuKais 1 mpocie)kKnBaeMOCTh JIOJDKHBI OXBAThIBATh:
- mMQpsl y4eOHBIX MPOrpaMmM, KypcoB, CIIELIHaIbHOCTEH;
- 3aMMCH M0 UJIEHTU(UKALUN 00yUYarOLUIXCS;
- pacnucaHue 3aHATHI;
- yueOHUKH/MaTepHuabl JeKUuH (yueOHble MaTepHUAaIbl);
- ntabopaTtopHoe 000pyI0BaHUE;
- IOTOBOPBI HA HAYYHO-UCCIIEIOBATEIBCKYIO eI TETHHOCTD.

I[aHHBIe TCKYHIEr0O MOHUTOpHMHIa HW  YCIICBACMOCTHU 06yqaroumxc;1/ rpymnmn  OO0JIKHBI

UACHTU(PUIIMPOBAHBI U 3aPETUCTPUPOBAHBI.

MICO 9001:2000 Cmcremsl MeHemkxMeHTa KauecTBa. Tpe6GoBaHusA

7.5.3 VmeHTUdUKaALMSA U IPOCIEXMBAEMOCTDb

Ecan oT0 ueJlecoobpas3HO, oOpraHM3almsd IOJDKHA UOeHTUOMLMPOBATE
NPOOyKUMI0O IpM IIOMOIM COOTBETCTBYWIMX CPEICTB Ha BCex cTamuax ee
XMBHEHHOT'O LMUKJIIA .

OpPaHMSaHMH IOOJIXKHAa Mﬂ@HTM@MHMpOBaTb craTtTyc npomykxumm I10 OTHOUWEHNVIO
K TpeDOOBaHMAM MOHUTOPMHIA U MUIMEPEHUMN.

Ecay OpociyexmMBaeMOCTh SABJISeTCd TpeboBaHMEM, TO OpTaHM3alumuda IOOJDKHA
YyIIpPaBJIaTE oOOecredrBamllen peanm3anmio IOaHHOM HeJn nneHTMOUKaLuMeM
OPOOYKLUM M pPerucTpupoBaTh ee (4.2.4).

OBITH
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puMeuaHne - B psane oTpacyen NPOMEIIIJIEHHOC TN MEHEeIXMEHT
KOHQUIypauum gBJIsSeTCS CPEeICTBOM, C IIOMOIBI0D KOTOPOI'O MNOIOOEPXMUBANTCS
MOeHTUOUKALMUSA U [IPOCJIeXMBAEMOCTb. BONPOCEH MEHeIXMEHTa KOHQUIypauuu
oTpaxeHsl B VMCO 10007.

MCO 9004:2000 CmcrTeMrml MeHeIXMEeHTA KadeCTBa. PexoMeHmaumum II0 YJydlIeHMIO
OesiTeJILHOCTHU

7.5.2 VneHTudUKaUUsa U IIPOCIIEXMBAEMOCTb

C uenbi cbopa IHOaHHBIX, KOTOPEE MOXHO MCIOJNb30BaAThH IJg YIYUdIlleHUSd,
opraHmM3alusa MOXeT paszpaboTaThk NPOLEeCC MISHTHUOMKALUMM UM [OPOCJIEeXMBaHUA,
BRIXOOAWIMM 3a paMku TpeOOoBaHUMN.

[IoTpeBHOCTE B MIESHTUOUKALMM U IPOCIIEXMBAEMOCTU MOXET MUCXOIUTH MU3:

- cTaTyca IOpoaykKumuu, B TOM UMCJIe CcTaTyca JeTaJle¥ CepUMHOTO
IPOU3BOLACTRA;

- cTraTyca M BO3MOXHOCTEN IPOLIeCCOB;

— IOAHHBEIX II1I0 CPAaBHEHMIO C JIYUUVMM OOCTUXEHMAMN, HaAllpMMEp pe3yJiIbTaTOB
MapPKETVMHI' OBEIX ]/ICCJ'Ie,HOBaHMﬁ;

— KOHTPAaKTHEX Tp@@OBaHT/HZ, TaKMX KaK BO3MOXHOCTB OT3EIBaA INPOOYKLMI;

- COOTBETCTBYIIIMX 3aKOHOIATEJIbHEIX " OPYyTHUX 00s3aTEJIbHEX
TpeOOBaHUM;

- [OpennojlaraeMoro MCIOJIb30BAaHUSA UM [NPUMEeHEeHUS;

- OIIaCHEIX MaTepuaJioB;

- YMEHBbUIEHUS MUIOSHTUOULIMPOBAHHEX PUCKOB.

7.5.4 CobCcTBEHHOCTH OTPEOUTENS B 00pa30BaTEIbHOM YUPEKIECHUN

B oOpa3oBarenbHOM YUpeXJeHMH COOCTBEHHOCTb MOTpedutensa*(6) obydaromierocst obecredeHa
BCTYNUTEIbHBIM B3HOCOM (oruiaroif). CoOCTBEHHOCTh BHOCST NpPHU TMOCTYIJIEHUH, HpPU MPOJIOHTALUU
NOCTYIUICHUS U B Tiepuo 00yueHusl. [JOKyMEeHTHI, SIBISOUIHECsS COOCTBEHHOCTBIO MOTPEOUTEINS, BKIIOYAIOT B
ceOs1 (HO He OTpaHUYEHBI CIEIYIOUIM MEPEYHEM):

- JIOKyMEHTHI, CJaHHbIE 00yYaroIUMCs, TaKie KaK yIOCTOBEPEHHUS, TUTIOMBI IPEIBIAYIINX YPOBHEH
00pa30BaHusl, TUUHBIE TOKYMEHTHI (CBUJETEIBCTBO O POXKICHNUH, MTACTIOPT) U IpYTrHUe NOJ00HbIE TOKYMEHTHI;

- COTJIallleHUs 00 MHTEIUIEKTYaIbHOW COOCTBEHHOCTH;

- MEJIMIIUHCKHE CIPaBKHU, CBUAETENbCTBA U yJJOCTOBEPEHHUS, MOIyUYE€HHbIE 00YyJalOLUIMMCs B ITpoLecce
o0y4eHwus;

- 9K3aMEeHallMOHHbIE pabO0ThI, TECTHI U IPOBEPOUHBIE JIUCTHI, 3aTI0JHEHHBIE 00YJarOIUMCS;

- 3aKJIIOYUTEIbHBIE PA0OTHI (HallpUMep, NUIJIOMHasl paboTa), ONBITHBIE 00PA3Ibl U JP.;

- 3asBJIGHUS WIM JTIOKYMEHTHI, 3all0JHEHHbIE OOydYarolmMMCs NMPH MOCTYIUIEHUH WM MPOJIOHTAIlMH
HOCTYIUICHHUS;

- OTYETHI U JOKYMEHTHI 00 aKaJleMUYeCKON yCcIIeBaeMOCTH 00yyaromierocs (uctopusi o0yueHus);

- coOCTBEHHOE 000PYyI0BaHUE 00YYAIOIIETOCS /TIOTPEOUTENS;

- cpencTBa O0CITY)KUBaHUS TSI KYPCOB, HAXOSIIUXCS B TIOMEIICHUH TTOTPEOUTEIS.

CoOCTBEHHOCTh MOTpeOUTENsT BKIIOYAET B ceOs y4yeOHUKH, ydeOHbIEe MOCOOMs, COIMOJIOTMYECKHE
uccienoBanus, HHPopManHuio 00 0cCOOBIX YCIOBHUSX 00pa3oBaHUS, KOMIIBIOTEPHI, MPOrPaMMHOE
o0ecrieyeHre, XyA0XKECTBEHHBIE PACXOJHBbIE MaTepHalibl WM CPEICTBA OOCIYXHBAHHs, MPUOOPETEHHbIE
KOMITAaHUSIMH, 3aKa3aBIIMMH OOyYeHHE Ul CIyKammx. JIJisi BBIIICYITOMSIHYTBIX 3aKYIUICHHBIX MaTepHajioB
MOTYT OBITh YCTAHOBJIEHBI CTaHJAPThl W/WIM TEXHUYECKHE TpeOOBaHUS Ul 0OecredeHUs MPUTOAHOCTU
UCTIOJIB30BaHUS HX B OOYUCHUH.

VICO 9001:2000 CmcrTemsl MeHemkxMeHTa KauecTBa. Tpe6boBaHuSA

7.5.4 CoDCTBEHHOCTBb HOTpedbuUTesen
OpraHmM3aumMsa OOJDKHA MNPOABJIATHL 3ab0Ty O COOCTBEHHOCTM HOTpebuTrend,
[IOKa OHa HaXOOUTCHA [OoJI yNpaBJIEHMEM OpraHM3aluM WM UCHOJb3yeTCcsa €.
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OpraHmzanuusa OOJIXHa MISHTUOUUIMPOBATH, BepUOUUMPOBATE, 3alMaTh U
COXPaHATHL COOCTBEHHOCTL NOTPeOuTesid, NPeldOCTaBJIEHHYK OJIA MCIOJIb30BaHUSA
WM BKJIOYEHMS B HOponoykKumio. Ecam CcoOOCTBEHHOCTHL IOTpebuTesnsa yTepsHa,
IIOBPEXOEeHa WIIN IIPVISHaHa HerMPOﬂHOﬁ IOJIA MCIIOJIBb30BaHMA, HOTpG@MTeHb
OOJDKEH OBITH OO BTOM M3BEUEH, a 3alMCM OOJIKHEL NOOOEepXMBATHCS B paboueMm
cocrogHum (4.2.4).

[IpuMeuanne - COOCTBEHHOCTEL I[OTPeOUTENIA MOXET BKJIOUATH B ceba
MHTEeJJIEKTYaJIbHYID COOCTBEHHOCTH.

MCO 9004:2000 CmcrTeMsl MeHeIXMEHTAa KadueCcTBa. PeKOMeHJauMM II0 YJIy4IleHMIO
OesiTeJILHOCTU

7.5.3 CoOCTBEHHOCThL MOTpebuTesen

OpPaHMBaHMM HeoBxXOoOmMMO MﬂeHTM@MHMPOBaTb OTBETCTBEHHOCTE B
OTHOUEHUN COOCTBEHHOCTU U IPYI'VMX aKTVMBOB, IIPpMHaOJieXallX HOTpe@MTeHHM n
OPpYyIT'VM 3aMHTEpEeCOBaAHHBEIM CTOPOHAM M HAXOIOAIMXCHA IIOoL ee ypaBsJieHMeM, C

LIeJIb0 BalMUTH 1LIE€HHOCTM COOCTBEHHOCTM.

[lpyMepsl COBCTBEHHOCTH MHOTPEOUTEJIEN

- COCTAaBHBIE YACTM WMJIM KOMIIOHEHTH, IIOCTABJIEHHEIE IJId BKJIOUEHUS B
IPOIOYKILIMIO;

- OPOOyKLMS, INOCTABJIEHHAS IJIS PEMOHTa, TEeXHUUECKOT'O OOCIYyXMBAHUS U
PEMOHTAa MJIM MOIEPHMU3aALUN;

- YIIaKOBOUYHEIE MaTepraJkl, [IOCTaBJIEHHEE HENOCPEelNCTBEHHO
IOTPeOuUTeIIaAMN;

- MaTepuaJjibl [IoTpebuTesied, NpelHasHauUeHHBe IJId ollepaluuy 0 yciyTau,
TakMM Kak XpaHeHMe;

- yCcayTru, [OpenOoCTaBJIeHHEIE OT MMeHM [oTpebureiney, Takme Kak
TPAHCIOPTUPOBaAHME COOCTBEHHOCTHU IOTPeOUTEeJIelM TpeTbey CTOPOHE;
- MHTEJIJIEKTYAaJIbHA g CODCTBEHHOCTD noTpedbuTesel, BKJOUYAS

crneundmkaLmy, dYepTexm ¥ MHOOPpMaLMO.

7.5.5 CoxpaHeHHe COOTBETCTBHSI YCIYTH B 00pa30BaTEIbHOM YUPEKACHUU

OO0pa3oBarenbHOE yUpeXJI€HUE JOKHO OOECHEeUUTh COXPAHHOCTh y4EOHOM JOKYMEHTAIMH, TaKon
Kak y4deOHble IJIaHbl U MPOrpaMMBbl, I€UaTHbIE WM JIEKTPOHHBIE MaTepHalibl (KHUTH, KypCOBble y4ueOHbIE

MaTepHraJibl, MArHUTHBIC UJIK OIITUYCCKUEC NUCKU, KOMIIBIOTCPHLIC IIPOTPAMMBI, (I)aﬁHLI n T.)I.).

Jns uenmedt mpemojiaBaHUs WM HAyYHO-HCCIIENOBATEIBLCKUX pPabOT TakKe MOXKHO COXPaHITh
BCIIOMOTaTeNbHbIE MaTepHUaabl C Y4€TOM COOIIOJIEHUS CPOKa TOJHOCTH, HCHOJb3yeMble NJIsl MPOBEACHUS
y4eOHBIX U IKCIIEPUMEHTAIBHBIX MTPOIIECCOB, BKIIIOUAs, HAIPUMEDP, XUMHUKATHI JIJIs TA0OpaTOpui, ChIphe WU

HOJ'Iy(l)a6pI/IKaTLI IJI SKCTICPUMCHTAJIBHBIX MAaCTCPCKUX.

Hacrosmee tpe6osanre UCO 9001, npumeHeHrEe KOTOPOTO MOXKET HOCUTh OTPaHUUEHHBIN XapakTep,
BKJIIOYAET B €051 METOIMKH [TOCTABKU, MaTepHaJIbl, KOTOPBIE JOJKHBI OBITH MPEI0CTABICHBI 00Y4aIOLIEMYCs,
U 00opynoBaHHE, KOTOPOE AOJKHO OBITH JOCTYNHO (HampuMep, BHAEOJIEHTHI), u T.A. OOydarommmcs,
IPOXKUBAIOLINM B OOILIEKUTHH, JOJDKHBI OBITH TaKXKe MpPEJOCTaBIIEHbI 00s3aTeNbHBbIE YCIYTH, TaKHe Kak
MEIUIUHCKOE O00CITYy)KMBAaHUE, KOHCYJIbTUPOBaHHE, OOeCreueHHe JIMYHON Oe30MacHOCTH, KWIILIOIIA/b,

yCIIyTH 10 00€CTIeYeHHNI0 POAOBOIBCTBUEM U T.JI.

MICO 9001:2000 CmcTeMsl MeHemkMeHTa KadvecTBa. TpeGoBaHus

7.5.5 CoxpaHeHHMEe COOTBETCTBMSA MNPONYKLUM

OpraHm3auusa H»OOJKHa COXPAHATbH COOTBETCTBME MNPOIOYKLUM B xoze
BHYyTpEeHHE)N O00OpaboTKM M B OpPOLleCCe IIOCTaBKM K MeCTy Ha3Ha4eHuA. 2TO
COXpaHeHMe IOOJDKHO BKJIOYaATh MOeHTUOMKALMIO, [NOTPY30YHO—Pa3TPy30UHHE
pPaboTe, YHNAaKOBKY, XPaHeHue U 3alnTY . CoxpaHeHMe OOJIKHO TakKXe
IPMMEHATHCA M K COCTABHEIM YAaCTHAM NPOOYKLUM.
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MCO 9004:2000 CmcTeMsl MeHeIXMEeHTAa KadYecTBa. PeKOMeHJauMM I[I0 YJydleHMI0
OesiTeJILHOCTU

7.5.4 CoxpaHeHMe COOTBETCTBMA NPOOYKLMUU

PYKOBOICTBY crenyer OnpenesmThb u BHEIOPUTL IIPOLIECCH
IOTPY30UYHO-PalTPY30UHEIX paboT, VYIakOBKM, XpPaHeHUsd, KOHCepBaUuuu u
IIOCTaBKM MNPOOYKUUM IJisd [NPelOoTBPAllEeHUS INOBPEeXIEeHUs, YXyIUeHUS COCTOSHUS
WM HEeNpaBMUJIbBHOT'O MCIOJB30BAaHUA B XOomIe BHYTPEHHEN obpaboTkU U
OKOHUATEJILHOM TIIOCTaBKM NPOOYKLUWM. PyKOBOINCTBY HeoBOXOoOMMO BORJIEUDb
IIOCTABIIMKOB U IAPTHEPOB B ONpemejieHre U BHEeIpeHMue PesyIbTATUBHEX U
5bbeKTUBHEX MNPOLECCOB SBallMTH S[aKYyIJIEHHHX MaTepualioB.

PYKOBOICTBY CJieOyeT PacCMOTPEeTh HeOOXOOMMOCTB B JIOOBIX CHIEeLMalibHHX
Tpe®OBaAHMAX, BHTEKAIMX M3 XapaKTepa Oponykumu. CHeumayibHeEe TpeboBaHUS

MOTYT OBITH CBS3aHBEl C HNPOTPAMMHEIMM M BJIEKTPOHHBIMM CPEeOCTBaMM,  OIaCHBEMU
MaTepualnaMmy, nponykKumuemn, Tpebynmen CIIelMaJIbHOTO nepcoHayia njsa
O@CJ‘Iy)KMB aHMAg, MOHTAaXa jZupezs IIPpVIMEHEHN A, a TaKXe HpO,JIy'KLU/Ie]Z jZupezs
MaTeprajiaMm, ABJIAKRIVMMCAHA YHUMKAJIBHBEIMM WMJIM HE3aMEHIVMEBIMUA .

PyxkoBonmcTBy crenyetT ONpeneynThb pPecypcCtHl, HeOOXOOMMEIE OJid

nonmepxaHus B pafoueM COCTOSHMM HPOIOYKLUMM B TEeUeHME €€ XM3HEHHOT'O LMKJa
IJIs NpenynpexOeHUs NOBPEeXOeHMS, I[IOPUM WMJIM HEeNPaBMUJIbHOTO MCIOJIb30BAHUS.
OpraHuzauus coofllaeT BOBJIEUEHHBIM 3aMHTEPECOBAHHEIM CTOPOHaAM MHbOpMAaLMO
II0 pecypcaM M MeTozaM, TpebOyoumMcs IJIS COXpaHeHMS M[IpennojlaraeMoro
MICIIOJIb30BaHUSA NPONYKLUMM B TeUeHMe BCeI'O e€e XMBHEeHHOI'O LMKIA.

7.6 YupaBJ/ieHue yCTPOCTBAMH /i1 MOHUTOPHHIA U M3MEPEeHHUil B 00pa30BaTeIbHOM yUpeKAeHUH

s obecrieueHust COOTBETCTBUSL U3MEPEHUIN YCTAHOBJICHHBIM TPEOOBAHUSM, a TAKKE UX HAJIEKHOCTU

U IPpUT'OJHOCTU CUCTEMA H3MepeHHfI JOJIDKHa OBITh BaJIMAUPOBAaHaA.

B npornecce 06y4deHns B COOTBETCTBUU C YU€OHBIM IJIAHOM JIOJIKHBI ObITh BBINIOJIHEHBl MOHUTOPHUHT
u3MepeHusi. OHM MOTYT OXBaTbIBaTh TEMbl W HaIpaBlieHUs pPadOT 0O0ydarolIMXcCs, 3aMUCH 00 OLEHKe
NepCOHaNa, OLIEHKM KOHCIEKTOB YYEOHBIX KYpCOB, COONIO/IEHHE MpenojaBaTeiasiMH y4eOHBIX IUIAHOB M

3aKIIFOYUTCIIBHBIC DK3aMCHHBEI.

Ecnu KOHTpOIb 3a 1€ATEeIbHOCTHIO AUMJIOMUPOBAHHBIX CIHEIIMATUCTOB BBISBHII TOMYIICHHBIE OIIUOKH
B Iporecce 00ydeHus, o0pa30oBaTeIbHOE YUPEXKIECHUE MOXKET MPEAOCTaBUTh BO3MOKHOCTH OOydaromuMcs

HpOﬁTH JOITIOJIHUTCIIBHOC 06yquHe, KOPPCKTHPYIOIICC BbISIBJICHHBIC HCIOCTATKH.

MICO 9001:2000 CmcrTemsl MeHemkxMeHTa KauecTBa. Tpe6boBaHMSA
7.6 YmnpaBleHMe yCTPOMCTBaMM mJisi MOHMTOPMHIA M M3MepeHmi* (7)

OpraHmz3auys OOJDKHA ONPEeNesMTh MOHUMTOPUHI M MBMEPEHUs, KOTOPHEe
NPeICTOUT OCYWECTBJIATE, a TaKXe YCTPOMCTBA IJIS MOHUTOPMHITA M M3MEepeHMsd,
HeoOxomomMele nJsa obecneueHMs CBUIOETEJILCTBA COOTBETCTBUS IPOIYKLUN
YCTaHOBJIEHHEIM TpeboBaHuam ((7.2.1).

OpraHmzaluys OOoJIKHA MMEeTb I[IPOLEeCCH IOjsa ofecledyeHus TOoI'o, UYTOOH
MOHUTOPMHI M WU3MEepeHMUS MOIJIM OBITH BHIIOJIHEHH U B IOEeMCTBUTEJIBHOCTU
BHIIOJIHAJIMCE B COOTBETCTBUM C TpeOOBaHMAMU K HUM.

TaM, TI'Ie HeoOxomMMO oOOecleuVBaThb MMellMe 3BaKOHHYI CUIIYy pes3yJibTaTH,
UBMEPUTEJIbHOe ODOpYyIOoBaHME NOJIKHO OHBITH:

a) orTxkaIMbpOBaHO MJIM IIOBEPEHO B YCTAHOBJIEHHEE [EePUOINE WM Iepen
ero mpMMeHeHMeM N0 OOpa3lLOBHM 3TajioHaM, [IepelanlyM pPasMep: eIOMHUI] B
CPaBHEHUM C MEXOYHAPONOHBIMM WMJIM HALMOHAJIBHBEIMM 3TaJIOHAMM. [IpM OTCYTCTBUMU
TaKMX STaJIOHOB 0asa, MCIOJb30BaHHAS IJIS KaJIMOPOBKM WMJIM [IOBEPKM, IOJIDKHA
OBITE BapeIrMCcCTPMPOBAaHA;
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b) OTPeTryJIMPOBaHO VZnpeZi IIOBTOPHO OTPeTryJIMPOBAHO 10 Mepe
HeoOXOoOVMMOCTH ;

C) MOeHTUOUUUPOBAHO C LEJIbID YCTAHOBJIEHUS CTaTyCa KaJIUOPOBKU;

d) 3BamMIeHO OT PeTryJMPOBOK, KOTOPBE cHmejlajiM OB HeOeMCTBUTEJbHBMU
pPes3yJbTaTH M3MEPEHUS;

€) BalMIIeHO OT IMOBPEeXIeHMS M yXyIeHUs COCTOSHMSA B XOoIe ofOpalleHusd,
TEXHUUECKOTO OOCIIyXMBaAHUA U XPAaHEHUS.

Kpome ToOTO, oOpraHuzaumMsa IJOJDKHA OLIEHUTHb u 3aPETUCTPUPOBATEH
IPaBOMOYHOCTE IMPEemHOYIMX Pe3yJIbTATOB M3MEPEeHUs, ecyiu OOHapyXeHO, UTo
oBopynoBaHue HEe COOTBETCTBYET TpeBOBAHUSAM. OpraHmzanmsa OOJIXHa

NPpenlIpMHAThL COOTBETCTBYyWIee IeMCTBME B OTHOUEHUM TakKoI'o OOOpyHOBAaHUS U
JIOOOM M3BMEPEeHHOM NPOOYKLUMM. 3alucCK pes3yJabTaTOB KaJMOPOBKM U IIOBEPKU
IOOJDKHEL IIOIIEPXMBATHCA B paboueMm cocTosHuM (4.2.4).

Ecam nOpu MOHUTOPMHITE U U3MEPEHUN YCTaHOBJIEHHEBIX TpeOOBaHUN
VICHOJIb3YIT KOMITBIOTE€PHEE NIpOTrpPaMMHEE cpencrsa, nx CIIOCODHOCTB
YIOOBJIETBOPATE MNpennojiaraeMoMy INPMMEHEHMIO IOJDKHA OBITh MNONTBEPXIOeHa. OJOTO

IOOJDKHO OBITH OCYWECTBJIEHO IO Hadajla NPMMEeHEHMS M INOBTOPHO I[IOITBEPXIESHO
IO Mepe HeOOXOOUMOCTH.
IpmMewvanme - CMm. MCO 10012.

MCO 9004:2000 CmcrTeMrl MeHeIXMEeHTA KaudueCTBa. PekoMeHmaumum II0 YJydlIeHMIO
OesiTeJILHOCTHU

7.6 YnpaBJleHME YCTPOMCTBaMM IOJIS MOHUTOPMHTA U M3IMEepPeHUM

PyxkoBoIcTBY ciienyerT onpenejimTb 12 BHEIIPUTDb pPe3syJIibTaTVMBHEIE U
9¢)¢)eKTMBHBIe IIpoLuecCcCr, BKJIIODUaAd METOIBI 12 YCTpO]ZCTBa, MCIIOJIbE 3y EMEIE npm
BepM@)MKaLLMM 12 BaJimgaluln IIpooyKUMM n IIpoueccosB IJIA obecrneueHms
YOOBJIETBOPEHHOCTU HOTpe@MTeJ’IeTZ n Opyrmux SAVMHTEPEeCOBaAHHBIX CTOPOH. oTU

IPOLECCH BKJOUAKT HAOJOIEHMUS, MOINENIMPOBAHME M IOPYTYID HOEeSTeJBHOCTL II0
VIBMEPEHNI0 ¥ MOHUTOPHUHTY .

IOna obecrneueHus YBEPEHHOCTM B IAHHEIX B [IPOLECCH VBMEepeHUs u
MOHUTOPMHTA HeOBXOIMMO BKJIOUATH [ONTBEPXIEeHME TOTO, UTO YCTPOMUCTBA
NPUTONOHE IOJIS MCIOJbL30BAHMA M [NOOIEPXMBAKTCS B paboueMm COCTOSIHUM C
COOTBETCTBYIEN TOUYHOCTBHID ¥ COIJIACHO I[PUHATHEM STaJioHaM, a Takxe
BKJIOUATL CPenCTBa OIpeleJleHMs CTaTyca yCTPOMCTB.

OpraHmzalusa OOJDKHA pPacCMaTPMBATL UM IPyTMe CpencTBa YyCTpaHeHUus
IOTEHLMaNIbHEIX omrBOoK B Mpolleccax, HanpuMep OJIOKMPOBKY, C LeJbio
BepubMKauMy pPel’yJsIbTAaTOB I[IPOLEeCCOB IJa MUHUMMU3ALUU noTpe®HOCTU B
YIOPaBJEeHUY YyCTPOMCTBAMMU IJIS M3MEPEHUN M MOHUTOPMHIA, a Takxe nobaBJeHUs
LIEHHOCTM B3aMHTEPEeCOBAHHEIM CTOPOHAaM.

8 U3mepenue, aHaIU3 U yJay4qllIeHUE

8.1 O0uue nmos1o:xeHNs1 B 00Pa30BATENbHBIX YUPEKICHUAX

OO0pa3zoBarenbHOE YUPEKICHHE JOJDKHO YCTAaHOBUTH Iporecc cOopa HH(POpMAILUH, BKIIOYAs
WICHTUQUKAIIMIO €€ HWCTOYHMKOB. JlaHHBIE JODKHBI OBITH  HCIIOJNIB30BaHBI Uil OOECTIeYeHHS
pe3yJIbTaTUBHOCTH TIporecca oOyuyeHus. Hampumep, KOHTpOJIbHBIE KapThl, TUCTOIPaMMBbI, JUArpaMMbI
[Tapero, aHanmM3 yJIOBIETBOPEHHOCTH MOTPEOUTENS U APYIHX HAECHTH(PHUIMPOBAHHBIX 3aWHTEPECOBAHHBIX
CTOPOH, METOJIMKHU TIPETIOIaBaHusl, H3MEPEHHsI TaHHBIX, CBSI3aHHBIX C OPraHU3allMOHHO-aIMHHUCTPATHBHON
NesITeIbHOCTBIO, N3MEPEHUS IEPEMEHHBIX MTOKa3aTesel, CBA3aHHbIX ¢ 00YJaloUMMHCS, PEnoaaBaTeIbCKIM
COCTaBOM, COTPYJHHMKAMH BCIIOMOTATENbHBIX CIYKO, M Jpyrue HEoOXOIMMBIE ITOKAa3aTeld, TaKhe Kak
OLIMOKH, PacXO/bl, YBOJIHHEHHUS U BBHITIOJHEHUE paboT 00yUarOIMMUCS.

[Ipomecc m3MepeHuUst Asl OCHOBHBIX (0Opa30BaTENbHBIX) W BCHOMOTATENIBHBIX IPOIECCOB JIOJDKEH
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BKIIIOUATh B Ce0s CIICIYIOIINE dTaIIbI:
- IPUHSATHE PEIICHUs 0 3HAUMMOCTH U3MEPEHUH /17151 MOHUTOPHUHTA;

- Ha6JHOI[eHI/Ie U IMMPOBCACHUC H3MCpCHHI>'I Ka4eCTBEHHBIX W/HMIIM KOJITMYCCTBEHHBIX HOKa3aTeHeﬁ;

- IpeoOpa3oBaHue MOTyUYeHHON HH(pOpMALIUY B 3HAHUS.

MCO 9001:2000 Cmcremsl MeHemxMeHTa KauecTBa. Tpe6oBaHus
8 HMsMepeHMe, aHaNIMUB3 U YyJAydlleHUE
8.1 OBmme noNOXEeHUS

OpraHmzalysa OOJDKHA IIJIaHMPOBATHL M IMNPUMEHSATH [IPOLIECCH MOHMTOPMHIAE,
VBMEPEeHNSs, aHaNIM3a U YJIy4dlleHMs, HeOOXOIVMBIEe oJid:

a) IeMOHCTpaluuM COOTBETCTBUS NPOOYKLMN;

b) obecneueHys COOTBETCTBUSA CUCTEME MEHEIXMEHTa KauecTBa;

C) TIOCTOSHHOTO I[IOBHIEHUS Pe3yJbTATUBHOCTM CUCTEME MEHEIXMEHTAa
KayecTBa. OTO IOJDKHO BKJIOUATH ONpelejieHMe [IPUMEHMUMEIX METOINOB, B TOM
yycJyie CTAaTUCTUUECKMX, ¥ OBJIaCTb MX MCIOJIL30BAHUA.

MCO 9004:2000 CmcTeMsl MEHEeIXMEHTAa KadYeCTBa. PeKOMeHOauuM I10 YJIy4dIIeHMIO
OesiTeJILHOCTA

8 HMsMepeHMe, aHaNIMUB3 U YyAydlleHUE
8.1 O6bume pexoMeHIZaAUUN

8.1.1 Bmemenue

VI3MepeHMe HOAaHHBIX BAaXHO IJIsS NPUHSATUS PEUleHMM, OCHOBAHHEIX Ha (GakTax.
BrlcmieMy PYyKOBOICTBY cJjlenyeT obecnedmBaTb >0dexkTMBHOE U3MepeHMe, cOOp U
BaJIMIALMIO IaHHBIX, UYTOOH yOeIMTbCS B pPesyJIbTaTUBHOM paboTe opraHM3aluM U
YIOOBJIETBOPEHHOCTM SBaMHTEPECOBAHHEIX CTOPOH. 3Ta »OedTeJIbHOCThL BKJIOUaeT
aHauM3 HOeV¥ICTBEHHOCTM U LeJM UBMepeHUsd, a TaKxe npennojiaraeMoe
MCIIOJIb30BaHMe IaHHHX IJigd ofeclieueHMs INOOABJIEHHOM LIEHHOCTM OpTaHM3aluU.

[IpyMepE UBMEpPeHMUsa IIokas3aTeJlel NPOoLleCCOB OpIlaHM3alUM:

- U3MepeHMe U OleHKa NPOOYyKUMM OpITaHM3alUM;

— BO3MOXHOCTM IIPOLIECCOB;

- HOOCTWXeHUEe LeJIel IpoeKTa;

- YIOOBJIETBOPEHHOCTBL HOTPEebUTEsIEN M IPYI'MX BaMHTEPECOBAHHEBIX CTOPOH.

OpraHm3aluMy HeOOXOOMMO INOCTOSHHO OCYUWECTBJIATH MOHUTOPMHI  OeMCTBUM
10 YJIYUYIIEHMID CBOEM HOesATEeJIbHOCTM UM PeIrMCTPMPOBATH MX peajiM3almuio, TaK Kak
5TO MOXeT ofecneumMBaTh JaHHBE IS OYIOyNMX YJIYUIIEeHWN .

PesynbTaTH aHallM3a HOaHHBIX, [IOJIYUEHHEIX B XOIe OessTeJIbHOCTU I10
YIIYUUIEHUIO, CJIyXaT OIOHMM M3 BXOIOB IJIS aHajiM3a CO CTOPOHEL PYKOBOIACTBa C
Hesibilo obecreueHus MHOOPMAUMUM [10 YIIYUINEHUIO HesSTeJIbHOCTU OpIaHM3aluN.

8.1.2 BomnpocCh, KOTOPHE IOOJIKHBE IIPUMHMMATBLCS BO BHMMAaHUE

[Ipy mM3MepeHUM, aHalusze U YJIyUdlleHUM HeOoOXOIOMMO YUMTHBATL, YTO:

a) IOaHHEIE K3MEPpeHUuM cJljlelyeT NpeoOpa30BHIBATL B MHOOpMALMI M 3HAHUA,
KOTOPHE MNOMIOYT HAa IOJbL3Y OPTaHM3aLUM;

b) m3MepeHMe, aHaIM3 U yJIydlleHVEe NPOOYKUUM M MIPOLECCOB HeOoOXOOMMO
VICIIOJIB3OBATH IJIS PACCTAHOBKM COOTBETCTBYKIMX IPUOPUTETOB OPTaHM3aLUM;

C) TIpPMMEHSeMBIe OpTaHMB3alLMEelr MEeTONH M3MEPEHUS CJenyeT [IepPUOONYEeCKU
aHaIM3MPOBATL, a IaHHHE BepUOMUMPOBATH Ha NOCTOSHHOM OCHOBE Ha TOUYHOCTH
U TIOJIHOTY;

d) cpaBHEeHME C JIyUllMMM IOOCTMXEHUAMM OTIEJIbHEIX I[IPOLIECCOB HeOoOXOIOMMO
MCIIOJIb30OBATE KaK CPEelCTBO YJIYUIIEHUS Pe3yJbTaTUBHOCTU U 20OEeKTUBHOCTU
IIPOLIECCOB;

€) WMBMepeHMs YyIOBJETBOPEHHOCTHM NOTpebuTesiel cjelyeT pacCMaTpMBaTh
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Kak XM3HEHHO BaXHEE OJIS OLEeHKU HOesATeJIbHOCTUM OpTraHu3aluu;

f) wmcnonbpz0OBaHME M3MepeHuM, cOOp M IOOBeIeHMe 1O CBeIeHUs BCeX
3aMHTEPECOBAHHEX CTOPOH [IOJIYUYEeHHOMN nHdopMaL UM CYUEeCTBEHHE IJIA
OpraHm3aluy M COCTAaBJIAKT OCHOBY VYJIYUIIEHMA €€ IOeATEJIbHOCTU U BOBRJIEUEeHUHA
3ayHTEPEeCOBAHHEIX CTOPOH; Takasa uHbopMaumMsa JoJikHa OBITh aKTyaJIbHOV U
VMETbL UEeTKO OlpelleJIeHHOEe HasHaueHUue;

g) cJenyeT NPMMEHATH COOTBETCTBYKIME CPEeACTBa lepelauu MHbopMaLMM,
BHITEKAONEN M3 aHaJlM3a M3MEePEeHUM;

h) pesyIbTaTMBHOCTBL u 50beKTMBHOCTD nonnepXaHus CBA3U o}
3aMHTEPECOBAHHEIMM CTOPOHAaMM HeODXOIOMMO M3MEPSAThb, UYTOOB YCTaHOBUTH,
CBOEBPEMEHHO M YEeTKO JIM IIOHATA MH@OpMaHMH;

i) ecnu xpuTepum rnokaszaTeJiel NPOLEeCCOB M XapaKTEPUCTUK IPOOYKLUMU
YIOOBJIETBOPSNTCS, MOXeT OBTb HeJjiecoobpa3Ho IOo-IpexHeMy IPOBOINUTH
MOHUMTOPVHI' M aHaJIM3 IOaHHBIX O XapaKTepMCTMKaXxX C LeJIbI JIydleIro IIOHVIMaHWMSA
X TIPUPOILEL;

j) MCIIOJIB30OBaHME COOTBETCTBYIMX CTATUCTUUECKMUX MM OPYyI'MX MeTOIOB
MOXEeT IIOMOUYL B IIOHMMAHUM OTKJIOHEHMM Kak nponecca, Tak n M3MEPEHVA U
MOXeT, CJieIOBaTeJIbHO, YJIYyUllMTb IIoKasaTeJM I[pollecca U XapaKTepUCTUKU
IPOOYKIUMM TIOCPENCTBOM YyINPAaBJIEHMS TaKMMU OTKJIOHEHUMSAMMU;

K) CJlenyeT Nepuommyecky oOCyxXxIaThb CaMOOILeHKYy B LeJidxX OlleHUMBaHUA
IOJIHOTH Pa3BUTUS CUCTEME MeHeIXMeHTAa KauecTBa, YPOBHSA pPaboTh
opraHu3auun, a Takxe onpenesieHUs BO3MOXHOCTEMN OJ1a yJIyudlleHUS
OeSTeJIbHOCTU (CM. TIPUIIOXeHMue A) .

8.2 MOHUTOpPHUHT M U3MepeHHe

8.2.1 Y 10BIE€TBOPEHHOCTH MOTpeOuTENel B 00pa3oBaTeIbHOM YUPEKACHUN

OO0pa3oBaTeabHOE YUPEKACHUE TOJDKHO TPUMEHATH HAJEKHBIE METOJBI JII MOHUTOPHHTA |
U3MEpPEHUsT  yJIOBJIETBOPEHHOCTH  moTpeOuteneil. TeHAeHIMHM  TOKaszareiaedl  yJOBIETBOPEHHOCTH
notpebureneii, ocHoBaHHbIE Ha (hakTax (0OBEKTUBHBIX CBUACTEIHCTBAX), TOKHBI OBITH 3apPErHCTPUPOBAHBI.
OO6pa3oBarenbHOE YUpEkKACHHE JOHKHO COOOIATh Pe3yNIbTaThl aHAIN3a YA0BIETBOPEHHOCTH NOTpeOuTenen

3aMHTEPECOBAHHBIM CTOPOHAM Y€PE3 3aILIAHUPOBAHHBIE IIPOMEXYTKH BPEMEHU.
[IpumepaMu  MOHUTOPUHTAa M  H3MEPEHUN  YJOBIETBOPEHHOCTH MOTpeOUTEnei

SABJIIFOTCA

CBOCBPCMCHHBIC OTBCTHI Ha )Ka.]'IO6BI, AHAJIN3 YAOBJICTBOPCHHOCTU HOTpC6I/ITeJIeI>'I 00 OTHOIICHUU K HUM CO

CTOPOHBI AAMUHUCTPATUBHOI'O IEPCOHAJIA U TPCTIOAABATCIILCKOTO COCTAaBa.

MICO 9001:2000 Cmcremsl MeHemxMeHTa kKadecTBa. Tpe6oBauus
8.2 MOHMTOPMHI M MBMEepPeHMe

8.2.1 YIOOBJIETBOPEHHOCTL IOTpPebUTEeNeN

OpraHmMzauus OOJDKHA [IPOBOIMTHL MOHMTOPMHI' MHbOOpMauMM, Kacawoumics
BOCHPUATHUA NOTPeOMTEJSIEM BHIIOJHEHMS OpraHMs3aluuelr ero TpeboBaHUM, Kak
OIHOT'O M3 CIOCODOB wM3MepeHMsa pPaboTEl CHUCTEMEl MeHeIXMeHTa KauecTBa.
HOHXHH OBIT b YCTAaHOBJICHEI MeTOOEBI IIOJIYUYEeHUA jZ8 MCIIOJIL30BAHUA DBTOM
nHpoOPMaLIM .

MCO 9004:2000 CucrTeMsl MeHEeOXMEHTAa KadYecTBa. PeKxOMeHfauuy IO YJIydIeHMIO
OessTeNbLHOCTH

8.2 VsMepeHMe M MOHMTOPMHI

8.2.1 lVBMepeHUEe M MOHUTOPUHI PaBOOTH CUCTEMEBL
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8.2.1.1 OBOume IMOJIOXEHMUS
Bricmiee pPyKOBOICTBO IOJIKHO ofecneumMBaThb, UYTOOB OpU OIpelesieHUM

obylacTen YIIydleHM A OeATeJIbHOCTHU CUCTEMEL MEHEeIXMEeHTa KayecTBa
VCIOJIb30BAJIMCE PEe3yJIbTaTUBHEE U D20OEeKTUMBHBIE MEeTOIbl. I[IpMMEPH TakKUX
METOIOB :

- OTCJIEXMBaHME YIOOBJIETBOPEHHOCTHU noTpedbuTenemn n OpyTnx

3aMHTEPECOBAHHEIX CTOPOH;

- BHYTPEHHME ayIWUTH;

- u3MepeHMe (QMHAHCOBEIX IOKas3aTejel;

- CaMOOlLIEHKa.

8.2.1.2 ViBMepeHME ¥ MOHUTOPMHI YIOBJIETBOPEHHOCTM IOoTpebuTesieM

VI3MepeHMe M MOHUTOPMHI yIOOBJIETBOPEHHOCTM HOTpedbuTreser O0a3UpynTCH
Ha aHammse uHbopMaumM, CBASAHHOM C norpeburenaMm. COOp Takoy mMHOOpMaLUM
MOXeT OBITb AKTUBHBIM MJIM [NaCCMBHEIM. PyKOBOICTBY Ha-Io YUYUTEBATE, YTO
VMEeeTCs MHOTO MCTOUHMKOB MHOOpMauUMM, CBAS3AHHOM C IoTpeduTesaMm, u
paspaboTaTh pes3ynabTaTUBHEE U 30bexkTMBHEIE MNPOLECCHE cbopa, aHanmsa u
VICHOJNb30BAaHUA YyKa3aHHOM nHbOpMaLUM onsa YIIy4dlIeHN A OeATeIbHOCTHA
opraHmsauum. OpraHM3alLuM CcJenyeT OIpenesinTb BHYTPEeHHUE U BHEIIHKE
VCTOUYHMKM MHOOPMALMM O IOTPEOUTENIAX M KOHEUHBIX I[I0JIb30BaTeJIaX, HNOCTYIIHHE
B INMCBMEHHOM U YCTHOM GopMe.

[lpuMepEl MHOOPMAalLIMM, CBS3aHHOM C MNOTPEOUTEIISAMU:

- 0O30pH NOTPEOUTEJIEM U IOJIb30BaTesel;

- ofpaTHad CBA3b IO INEPCIEeKTMBAM NPOOYKLNMN;

- TpeboBaHMA NOTpedbuTeseM M MHOOpMaLMI IO KOHTPAKTY;

— NOTPeOHOCTM PHHKA;

- IOaHHHE O NPEeNOoCTaBJIEHUM YCIyT;

- mHbQopMaUMsa, OTHOCAWAACHS K KOHKYPEeHLUM.

PyKOBOIOCTBY HEOOXOIMMO MCIOJIB30BAaTh M3MEPEHMe YIOOBJIETBOPEHHOCTHU
norpedtuTresiel KakK XM3HEHHO BaXHOe CPEeAOCTBO. 3anpammBaHue, MB3MEPEHUE U
MOHUTOPUHT opraHmu3aluen obpaTHOM CBA3MU (e]e} YIOOBJIETBOPEHHOCTHA
norpedburesien obecrneumBanT MHOOPMALMIO Ha I[IOCTOAHHOM OCHOBE. OJOTOT IIpPOoLecc
YUUTHBAET COOTBETCTBME TpeOOoBaHUAM, YIOOBJIETBOPEHME noTpebHOCTEN U
OXMIOAHUM IOTpebuTesiel, a TaKXe LeHYy U IIOCTaBKy MIPOOYyKLMM.

OpraHmusaumnm crenyer paspaboTars n MCIIOJIb30BaTh VMCTOYHUKU
nHpopMaLum o060 yYyINOBJIETBOPEHHOCTM IOTpeduTresiel, a TakXe COTPYyIOHMYATB CO
CBOMMM [OTpebuUTejiaMM C LeJIbl [IPOTHO3MPOBAaHMA OyOylMUX [NOTPeOHOCTEN.
OpraHmuszauuy Hano [IJIAHVMPOBATH " paszpabaTeBaTh IIPOLECCE, UYTOOH
PE3YJIbTATURBHO U 30QEKTUBHO YyUMTEIBATH MHEeHUs HoTpebureser. C IOMOUBI
IJIAaHMPOBAHUA SDTUX [IPOLIECCOB HEOOXOOMMO ONpelesiMTh M BHEIOPUTbE MEeTONEH
cOopa IOaHHEIX, BKJIOUada MCTOYHMKM MHOOpMaLMM, dYaCTOTy cOopa M aHaamsa
IOAHHEIX .

[IlpyMMepPEl MCTOYHMKOB MHOOpMauMM OO0 yIOOBJIETBOPEHHOCTM NOTPeOUTEeseN:

— XaJIOOEl noTpeburesien;

- HENOCPEeINCTBEHHOe OODlleHME C MNOTPeOUTEJIAMU;

- AQHKeTUPOBAHUA M OO3O0PH;

- cOOp M aHaJamM3 HaHHEIX [0 CyOnompAany;

- LeJIeBEHE TI'PYIIIBL;

- OT4YeTH OpraHuU3aLuuN-rnoTpeduTesieln;

- CcoofmeHMsa B Pas3JIMUHBIX CpencTBax MHOOpMaLMUM;

- U3yUYeHHMEe OTpacieM MNPOMBIIJIEHHOCTM M S3KOHOMUKMU.

8.2.2 BHyTpeHHUE ayauThl (IPOBEPKH) B 00pa30BaTEIbHOM YUPEKICHUN

OOpa3oBarenbHOE YUpeXKAECHUE [OJKHO TPOBOJUTH BHYTPEHHUE ayJIWThl, paccMaTpUBarollne
aCIeKThbl, CBSI3aHHbIE C TNPEAOCTaBICHHMEM O0pa30BaTEIbHBIX YCIYr, MOJYYEHHEM aKKpEAUTAlUH MU
cepTuduKanyy, HECOOTBETCTBUSMH, BBIBIEHHBIMU B Ipollecce OOy4YeHUs, Pe3yJbTaTUBHOCTHIO METO/0B
o0yueHusl, 00pa3oBaTEIbHBIMU IpOLECCAaMU M (YHKIMOHMPOBAHUEM CHUCTEMbl MEHEKMEHTa KauecTBa.
OTueT 0 BHYTpEHHEM ayJIuTe JOJKEH ObITh JOKYMEHTHPOBAH.

[Ipumepsl HanpaBIeHU BHYTPEHHETO ayIUTa:

- Bepu(UKaLys TOTHOTHI TOCTHKEHUS 00pa30BaTeNbHBIX LIEIeH;
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- BepI/Iq)I/IKaI_[I/ISI JOCTHIXKCHUA COOTBCTCTBUA Tp€6OBaHI/I$IM CHUCTEMbI MCHCIXKMCHTA Ka4CCTBA,

- BepuUKalus JOCTaATOYHOCTH PECYPCOB IS BBHIIIOJHEHUS 1ieieii B 00J1acTH KayecTBa;
- 3aMKCH O Ka4eCcTBe, TpeOyeMble CHCTEMO MEHEKMEHTA KaueCTBa,;
- IeSITENIbHOCTH MEPCOHala 00pa30BaTEIbHOIO YUPEKICHUS, CBSI3aHHAs C KAUECTBOM;

- o0ecrieueHre 3HaHUs, BHEAPEHU U TIOJIepKaHust B pabouem coctostanu TpedoBanuit ICO 9001.

Hpumeuanue - Cm. UCO 19011.

MCO 9001:2000 CmcrTemsl MeHemxMeHTa KauecTBa. Tpe6boBaHus

8.2.2 BHYTpPeHHME ayIUTH ([IPOBEPKU)

OpraHm3aumusa OOJIKHA [IPOBOOUTL BHYTPEHHME  ayIOUTEHL (mpoBepku) uepes
3allJIaHMPOBAaHHEIE MHTEePBAaJIbL C I1€JIBIO YCTaHOBJIECHMA TOTO, qTOo cucreMa
MEeHeIXMeHTa KauecCTBa:

a) COOTBETCTBYET 3allJIaHMPOBAHHEIM MeponpuaTuaMm (7.1), TpeboBaHUAM
HacToAmero CcTaHmapTa ¥ TpeboBaHMAM K CHUCTEME MeHeIXMeHTa KaudecTBa,
pazpaboTaHHEM OPTaHMU3aLUEN;

b) BHempeHa pPes’yJIbLTATMBHO M MNOINIEPXMBAETCH B padoueM COCTOSHUU.

[lporpaMmMa ayouToOB (MIPOBEPOK) IOJIKHA I[IJIAHMPOBATHCH C YyYeTOM CTaTyca
M BAXHOCTM IIPOLIECCOB M Yy4YaCTKOB, IIOoJjIeXallMX ayonuTy, 4d TaKXe pe3yJIbTaTOB
INIpeneloynmMmx ayaonuToB. KpMTepMT/I, obJjlacThb IIPVMIMEHEHNU A, JacToTa n MeTOObL
AyInNTOB IOOJIXHEI OBIT b OonpeneJleHul. BI::I@Op aAyamMTopoOB 1Z8 InpoeBeneHme ayIonToB
IOOJIKHEL OofecrieurBaTh OOBEKTMBHOCTL M OECIPUCTPACTHOCTHL Ipoliecca ayaura.
AyOMTOPEL HE IOOJIKHEL [IPOBEPATE CBOK COOCTBEHHYK padoTy.

OTBEeTCTBEHHOCTL U Tp@@OBaHMH K I[IJIaHMPOBAHMIO M IIPOBEIOCSHNMIO ayaomnTos,
a TakKXe K OTUETHOCTM O pes3syJibTaTaX U IIO0OOEePXaHMIO B paGOqu COCTOAHMU
3anucen (4.2.4) DOJXHHE OBITHL OINpeleJieHb B INOKYMEHTHMPOBAHHOM Opolenype.

PykOBOICTBO, OTBETCTBEHHOE 3a IpoBepsaeMble o0OJacTy JIesaTeJIbHOCTH,
OOJXKHO obecrneumBaTh, UYTOOH JIEeWCTBUA NPENIPUMHUMANIMCL 0es VBJIMIHEN
OTCPOYKM IJII yCTpaHeHMs OOHapPyXeHHEX HECOOTBETCTBUN U BEI3BABUMX UX
npuumH. llocjenyomye IOeVCTBMSA IOJIKHEI BKJIOYAThH BepMOMKALMIOD NPEeANPMHSTHX
Mep M OTUeT O pes3yJbTaTax bepuburaumm (8.5.2).

Dpumeuvanme - Cm. JICO 19011.

MCO 9004:2000 CmcTeMsl MEHeIXMEHTAa KadYecTBa. PeKOMeHJauMM I10 YJIy4IIeHMIO
OesiTeJILHOCTA

8.2.1.3 BHYTpPEeHHUN aynouT

BricmeMy PYKOBOICTBY CJleyeT ofOecCHeuuThb pa3paboTKy pe3yJibTaTUBHOIO
u 200eKTMBHOTO IpOollecCa BHYTPEHHETO ayOuTa IJiS OLEeHKM CUJIBHBIX M CJIabBIX
CTOPOH CHMCTEeMH MeHeIXMeHTa KaudecTBa. Illpolecc BHYTPEHHETO aynouTa
OeliCTByeT KakK CpenCcTBO MeHeIXMeHTa [IPpM He3aBUCUMMOM OlleHKe JIbOOoTo
YKas3aHHOT'O IpollecCa WM BMIa OedaTesJibHOCTM. OH NpemoCTaBJiISeT He3aBUCHUMEBIM
VHCTPYMEHT IJI MCIOJIb30BAHMA [IPM [NOJYyYeHUM OOBEKTUBHEIX CBUIETEJILCTB
TOI'O, YTO CylleCcTByllMe TpeOOBaHMS BHIIOJIHEHE, TakKk KaK IIpM BHYTPEHHEM
ayIuUTe OLEHMBAKTCSA Pe3yJIbTATUMBHOCTL U 30QEeKTMBHOCTE OpIraHMU3ALUM.

BaxHO, dYTOOB pPYKOBOACTBO OOeCHeduMBaJIO NIPOBeIeHUE OEVICTBUM IO
VIIYUUIEHUIO, BHTEKANIMUX U3 PEe3yJIbTaTOB BHYTPEHHEIO ayiuTa. [lJIaHMpOBaHMKE
OOJDKHO OBITH I'MOKMM, UTOOB MOXHO OBJIO BHECTM M3MEHEHUS B aKLEeHTH MCXOoId
"3 BHBOIOB U OOBEKTUMBHEIX CBUIETEJILCTB, IIOJIYUYEeHHEIX B XOIOe ayIuTa.
CooTBeTCTByKIME BXOIHBEIE IaHHBIE OT oOOJjlacTeM, NomJjexalMx ayIuTy, a TaKxe
OT IOPYyI'MX BaMHTEPEeCOBAHHEIX CTOPOH CJjledyeT VYUMTHBATL IIpU pal3paboTke
IJIAHOB BHYTPEHHUX ayIUTOB.

OOBEKTEl PACCMOTPEHMA IIPM BHYTPEHHEM ayIuTe:

- pesyJbTaTMBHOE U 3OOEeKTMBHOE BHEIPEHME IIPOLIECCOB;

— BOBMOXHOCTM IIOCTOSHHOTO YJIYUIIEeHMUS;

— BO3MOXHOCTM IIPOLIECCOB;

- pe3yJbTaTuMBHOEe U 30PekTMBHOE NPUMEHEHMEe CTATUCTUUECKMUX MEeTOIOB;
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- MCIOJIb30BaHMe MHOOPMAalLMOHHEIX TEXHOJIOTMN;

- aHaJNM3 JaHHEIX O 3aTpaTaxX Ha KadecTBO;

- pesyJbTaTuBHOE U S0OEeKTMBHOE MUCIIONb30BaHME PEeCcypCOB;

- OXMIaHMUS ¥ Pe3yJbTaTH QYHKIUMOHMPOBAHMS [IPOLECCOB M NPOIYKLMUM;

- aIeKBATHOCTb M TOYHOCTB WUBMEPEHMA OeATEeJIbHOCTU;

- IOeATEeJIbHOCTBb MO YJIYyYHEeHMU;

— OTHOIEHMS C 3aMHTEPECOBaHHEIMUM CTOPOHaMM.

B oTueTEl N0 BHYTPEHHMM ayIMTaM MHOTIa BKJIOYAOT CBMUIETEJbCTBA
OTJIMYHOM paboTEl OpraHM3almMM, C TeM dYTOOH NPedoCTaBUTh BO3MOXHOCTH
PYKOBOACTBY MNPM3HATBE M OTMETUTE PabOTHUKOB.

8.2.1.4 OduHAHCOBLIE MEPH

PyKOBOICTBY HeODXOIUMO paccMaTpuBaTh npeobpaszopaHue IDaHHBIX,
[IOJIyUYEeHHBIX B XOZe IpolleccoB, B MHOopMauuio OGMHAHCOBOT'O XxapakTepa IJs
obecrieueHss CPaBHMMBIX Mep [PMMEeHMTEJIbHO KO BCEM IpolleccaM M COHNeMCTBUS
[IOBHIIEHMIO Pe3yJIbTATUBHOCTY U 20PEeKTUBHOCTU IOesATeJIbHOCTM OpTraHM3aluM.

[IpyMepEl @MHAaHCOBEIX Mep:

- aHaJNM3 CTOMMOCTM MNpenylpexXIanllMX M OLEHOUHHBIX Mep;

- aHaJIM3 CTOMMOCTM HECOOTBETCTBMI;

- aHaJNM3 CTOMMOCTM BHYTPEHHMX M BHENHMX OTKAaB0B;

- aHaJIM3 CTOMMOCTM XM3HEHHOTO LMKJAa.

8.2.1.5 CamoolueHKa

BeicmeMy pPyKOBOACTBY CJledyeT pacCMaTpMBaTh BOIPOCEH IpOoBENEeHUd
caMmoolleHKM. CaMOOlleHKa — TlaTeJIbHOe OlleHMBaHMEe, OOBUHO MNPOBOIMMOE CaMUM
PYKOBOIACTBOM OPTaHM3aLUM, MTOI'OM KOTOPOI'O SABJISETCS MHEHMEe MM CyXIeHUue
O pes3yabTaTuBHOCTM U 20PekTMBHOCTM OpPTaHM3aLMM U YPOBHE 3pPeJjioCTu
CYCTEeME MeHeIXMeHTa KadecTBa. CamooLeHKa MOXeT MCIIOJNIEBOBATHCS
opraHmM3auMelN OJjisg CPpaBHEHMS CBOeM IesaTeJIbHOCTM C JIy4dllMMM JOCTMXEHMSIMU
BHEUHMX OpTraHM3alMi M IokaszaTesiaMM MMPOBOTO YPOBHSA II0 INaHHOMY BUOY
nesarenbHocTr. OHa TI[oMOTaeT IIPM OLEHMBAHUM  YJIIYyUlIeHUS OesaTeJIbHOCTH
opraHM3aluuM, B TO BpeMsa kak I[IPOolLlecC BHYTPEHHETO He3aBUCUMOIO ayIuTa
opraHM3aluuy MUCIOJNb3yeTCcs OJiS [NOJIydeHMs OOBEeKTMBHEIX CBUIETENLCTB TOTO,
YTO CylleCcTByolMe NOJUTUKA, MNPOLelypPH MuIM TpeOoBaHMA BBIIOJHEHH (IIpKU
BHYTPEHHEM ayIMuTe OLEHMBAKTCS Pes3yJbTaTUBHOCTE U 50OEKTMBHOCTBH CUCTEMEI
MeHeIXMeHTa KauecTBa) .

MacmTa®b M CTeNeHb CaMOOLIEHKM HeOOXOAOMMO IIJIaHMPOBAaTh MCxXomosa us
Heney ¥ IOIPMOPMTETOB OpTaHus3aumm. MeTon CcaMOOLIeHKH, IPMBEOEHHBI B
IPMIIOXEHMM A, HANpaBJIeH Ha YCTAHOBJIEHME CTeIlleHU PEe3YJIIBTATUBHOCTHU U
50OEKTUMBHOCTM BHEIOPEHMS CUCTEMH MeHeIXMeHTa KadeCTBa B OpraHM3aluu.

HexoTopre NpemMylleCTBa IPMMEHEHMs MeToIa CaMOOLIeHKH, IDaHHOTO B
NPMIJIOXEHMM A, 3BaKJIOYaKnTCsS B TOM, YTO OH:

- IPOCT nIJis INOHMMAaHUSA;

- JIETOK I[PY MCIIOJIL30BaHUM;

- TpebyeT MMHMMAJIbLHEIX PECYPCOB PYKOBOACTBA;

- obecrneuyBaeT BXOIHEE NaHHBE IJg YJydlleHMs QYyHKUMOHUPOBaHUSA
CHUCTEeME MEeHEIXMEHTa KadecTBa OpTraHM3alLuM.

[lpunoxeHre A gBjSeTCsS OIHMM M3 IIPUMEPOB CaMOOleHKM. CaMOOlleHKYy He
cJlenlyeT pacCMaTPMBaThL KakK ajlbTEePHATMBY BHYTPEHHEMY MJIM BHEIHEMY ayIuTy

KayuecTBa. HpMMeHeHMe MeTona, OIIMCaHHOTI'O B IIPMIJIOXEHVIV A, mMOxeT
npenoCTaBUTb PYKOBOIOCTBY O6LLLyIO KapTMHY IJedTeJIbHOCTU OpraHm3alu n
YPOBHA 3PEJIOCTUM CHMCTEMEI MEHEIXMEHTAa KadeCTBa. CamMoolIeHKa MOXeT TaKxe

obecneurBaThk BXOIHBIE IaHHBIE IOJId ONpenejieHMs obJjlacTeM B OpTraHM3aluy,
TpeOyK MX yJIy4dlleHMsa, M OKaz3aHMsa [IOMOUM B PaCCTAHOBKE IIPMOPUTETOB.

8.2.3 MOHUTOPHHT U U3MEPEHHE MPOLECCOB B 00pa30BaTEILHOM YUPEKICHUH

OO0pa3zoBarenbHOE y4peXJIEHHE JIOJDKHO MPOBOJUTH HM3MEPEHHS M MOHUTOPHHI IPOIIECCOB
YIIPaBJICHUS U MPEAOCTaBICHUS 00pa30BaTEIBbHBIX YCIYT. MI3MepeHust JOIKHBI OBITh PETYISIPHBIMU.

[IpumepamMu mporeccoB, MOMAIEKAIMX MOHUTOPUHTY, MOTYT OBITH CIEAYIOIIME IPOLECCHI
(TIpuBEACHHBIN MMepeYeHb MOXKET OBITh JIOTIOTHEH ):

- yIIpaBJIEHUE PETUCTPAIIIOHHBIMU pEeCTpaMu, OLICHKAaMH U aTTeCTALUsIMHU;
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- YIpaBJIEHUE 3aIUCSIMU;
- ypaBieHHe 00pa3oBaTeIbHBIMU IPOrpaMMaMH.

O6pa30BaTeanoe YUPCIKACHUC NJOJIKHO OIMUCATh MCTOABI, UCITIOJIb3YCMBIC IJId U3MCPCHUA ITPOLCCCOB.

HpI/IMepH MCTOHOB: METOJ CPABHUTCIILPHOT'O aHAJIM3a, CTATUCTUYCCKUE METOABI U T. /.

MCO 9001:2000 CmcrTemsl MeHemxMeHTa KauecTBa. TpeboBaHus

8.2.3 MOHMTOPMHI M M3MEPEHMUE IIPOLIECCOB

OpI‘aHMBaLU/IFI OOJIXHa IIPMMEHATH IIoOXogdure MeTOOBl MOHMTOPpMHI'a I, roe
3TO Lejlecoobpas3HO, M3MEPEHMA NPOLEeCCOB CHUCTEMEl MeHeIXMeHTa KadecTka.
STM MeTOonmsl IOJIXHBI HOEeMOHCTPMPOBATL CIIOCODHOCTL IPOLIECCOB IOOCTMUI'ATh
3allJIaHMPOBAHHEIX pPesylbTaToB. Eciau 3alJjlaHMPOBaHHLE pe3yJbTaTe He
IDOCTUT'AITCs, TO HeOOXOIOMMEIE KOPPEKLMM M KOPPeKTMUpyllMe NeMCTBMS  OOJDKHEL
IpelNpMHMMATLCS C LeJibio ofecledeHMs COOTBETCTBMSA NPOIYKLMM.

MCO 9004:2000 CmcrTeMrl MeHeIXMEeHTA KaudeCTBa. PekoMeHmaumum II0 YJydlleHMIO
OesiTeJILHOCTHU

8.2.2 lVBMepeHMEe UM MOHUTOPMHI IIPOLIECCOB

OpraHmzauum cjenyeT OIpemesIMTh MeTOIE U3MEPEeHUsS U IPOBOIOUTH
UBMEpeHUs OJiS OLEeHKM BHIIOJIHEHMSA MpolleccoB. OpraHM3aluuy HeoOXOOMMO
BKJIOUUTL 2TU MBMEPEeHMsS B [POLECCH U MCIOJb30BATh [IPU MeHEeIXMEeHTE
IIPOLIECCOB.

VI3MepeHUss TPUMEHSKT I[IPYM E€XeIHEBHOM MeHEIXMEeHTE omnepaumuit, npu
OllIeHKE IIPOLIECCOB, KOTOPHEIE MOT'yT OBTHL OOBEKTaMM IJId [IODTAIHEIX WU
IIOCTOSHHEX YJIYUIIEHWM, a TaKXe OJsg [IPOEeKTOB I[IPOPHIBA COIJIACHO IPOTHO3Y U
CTpaTerMyeCcKuM LeJjigsM OPTaHM3alLuUM.

HeoOxonmmMmo, dWTOOEl WM3MEPEHMSA  BEIIOJIHEHUA IIpOLEeCCOB OXBaTHBAJIU
INOTPEOHOCTU M OXUINAHMA BaAMHTEPECOBAHHHIX CTOPOH COAJIaHCHMPOBAHHO.

[IpyMepEr :

— BO3MOXHOCTMN;

- BpeMda pearmMpoBaHMuA;

— HNPOOOJIXMTEJILHOCTE LMKJIa MM [NPOM3BOOUTEJIBHOCTD;

- U3MEepHAEeMEe aCIeKTHE HaOeXHOCTH;

— BHIIYCK NPOOYKLMUN;

- Pe3yJbTATMBHOCTb U 30PeKTMBHOCTE PAaOOTE COTPYOHUKOB OPIaHM3aLNMM;
- [PMMEHEHME TEXHOJIOTMI;

— COKpalleHMEe HENPOMU3BOOUTEJIBHEIX PaCXOINOB;

- pachnpepesyieHMe M COKpalleHMe 3aTpar.

8.2.4 MOHUTOPHUHT U U3MEPEHUE YCIYT B 00pa30BaTeIbHOM YUPEKICHUN

OOpasoBarenbHOE YUPEXKIECHHUE JOHKHO YCTAaHOBUTH U HCIONB30BaTh METOABl MOHUTOPHHTA
PE3yJIbTAaTOB MPEIOCTABIEHUSI 00pa30BaTENbHBIX YCIYT IJIs1 00€CIeYeH s YCTaHOBJIEHHBIX 00pa30BaTEIbHbBIX

mponeccoB.

21.]'[5[ BCE€X BHIOB 06yquH${ JOJDKHO HPOBOAUTHECA HN3MCPCHUC COBCPUICHCTBOBAHUS BBIIIOJHCHUA

y"-IC6HOI“O IJIaHa, BKJIr0O4as NpoueCChl aTTCCTalluu, HAIPUMEP OLICHKY, TCCTUPOBAHUC UJIN DK3aMCH.

ZII/IaHaSOH H3MepeHHﬁ MOXET BAapbUPOBATHECA OT Ha6J'IIO)IeHI/I$[ OTACJIBHBIX XapaKTECPUCTUK 0 ITOJTHOTO

MEepCUHsA 5K3aMCHOB.

Pe?:y.TIBTaTBI mnmponecca arreCtalvu JOJIKHBI OBITH 3apCTUCTPUPOBAHBI W HCIOJB30BAHBI  JIA

ACMOHCTpal JOCTUKCHUS 3alNITAHUPOBAHHBIX LeiaeH mo O6pa3OBaTCJ'IBHLIM yciayram.

| MCO 9001:2000 CmcreMsl MeHemXMeHTa KadvecTBa. TpeboBaHus

‘ 8.2.4 MOHMTOPUHI U M3IMEPEeHMEe NPOIoyKLUUMU
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OpPaHMBaHMH IOOJIXHa oCymecCTBIIATH MOHUMTOPVHT n M3SMEePATH

XaAPaKTEPUCTUKY IIPOOYKIMN C LeJIbIo IIPOBEPKU cobmoeHmus Tpe@OBaHMﬁ K
INIPOOYKIIUN . CLfe) IOJIXHO OoOCymecCTBIJIATECA Ha COOTBETCTBYOIMX CTalnmAax
Inpolecca XKM3HEHHOI'O LIMKJIa InponykKumm COIJIaCHO 3allJIaHMPOBAaHHBIM

MeponpuaTuaMm (7.1) .

CBuIeTeNbCTBa COOTBETCTBUS KPUTEPUSM NPUEMKM IOJIKHE MOOIEPXUBATLCSI
B paboueMm COCTOSHUN. 3anmucu IOOJIKHEL yKaseBaTh JMILO (a),
CaHKLUMOHMPOBAaBIEEe (Me) BHIYCK Npoaykumum (4.2.4).

BHIIYCK TNPOOYKLMM M NPEeOoCTaBJIeHME YCJYTM He INOJDKHEl OCYHEeCTBJISATHCS
OO Tex I0op, Ioka BCe 3allJlaHMPOBaHHBIE IOEMCTBUA (7.1) He OynoyT
YIOBJIETBOPUTEJILHO SBaBEpPIEHE, e€CJIM He YTBEPXIeHO MHOE COOTBETCTRYIIMM
ITOJIHOMOUYHEIM OpI‘aHOM m, rage S9TO HpI/LMeHVIMO, HOTpeéMTeﬂeM.

MCO 9004:2000 CmcTeMsl MeHeIXMEHTAa KadYeCcTBa. PeKOMeHJalMM II0 YJIYyYIIeHMIO
OesiTeJILHOCTU

8.2.3 ViBMepeHMVEe ¥ MOHUTOPMHIT MNPOIYKLUMU

OpraHmzauum cJjenyeT pas3paboraTs u YCTaHOBUTH TpebOOBaHUSA K
MB3MEPEeHUI (BKJIOYAs KPUTEPMM [PMEMKM) CBOEN NPONOYKLWN . sMepeHUE
OPOOYKLUMM HaHOo MJIaHMPOBATH M OCYWECTBJIATH C LIEJIbK HNPOBEPKM TOIO, YTO
TpeOOBaAHMA SBaMHTEPECOBAHHBEIX CTOPOH  BBIIIOJIHEHH U VICNOJIb30BAHEl OJIA
YIAyUYIleHMs MNPOLeCCOB XM3HEHHOTO LUKJIa HPONYKLMM.

[Ilpy BEHIOOPE MEeTONOB U3MEPEeHUA s obecrnedeHusd COOTBETCTBUHA
NponykUmMy TpeboBaHMAM, a TakKXe IPM PacCCMOTPEHUM NOTPeOHOCTEN M OXMIAHUM
norpebuTreniey oOpraHMBalMM HeOOXOIMMO YUMUTEIBATH :

a) BUIBE XapPaKTEPUCTUK NPONYKLMM, OT KOTOPHIX 3aTeM 3aBUCAT BUIEH
M3MEPeHMY, NOAXOIAlMe CpelCTBa WM3MEepeHMM, HeobxoamMas TOYHOCTB U
TpebyKnMeCcs HaBEKU;

b) HeobxommMele OOOPYyIOBaHME, NPOTPAMMHEE CPenCTBa UM MHCTPYMEHTEL;

C) PpPacCHOJIOXEHME MNOONXOOANMX TOYEeK M3MEPEeHMS B I[IOCJIEeNOBATEJIIBHOCTHU
npolecca XMB3HEHHOTO LMKJa NPOOYyKLMM;

d) xapaKTepMuCTUKH, nonJjexaimye M3MEPEHMD B KaxIoM Touke,
IOOKYMEHTALMIO M KPUTEePUM [IPMEMKM, KOTOPBE OyIoyT IPMMEHSATHCS;

€) YCTaHOBJIEHHHE NOTPEOUTEJIAMM TOYUKM IOJII OCBUIOETEJIECTBOBAHMA MU
BepudmKauuy BEIOPAHHBIX XapaKTEePMUCTUK NPOIYKLMUM;

f) KOHTPOJB WU UCIEITaHUSI B IPUCYTCTBUN 3aKas’umMKa MiIn
OCylIeCTBJISEMEIE 3aKOHOIATEJbHBEMM u perJiaMeH TUPYIVMM/ [IOJIHOMOUHEIMM
opraHamu;

g) Tme, kxorma M Kak OpTaHM3aumMs HamepeHa (uiam 3TO0 Tpebyercs

OOTPpebUTEeNAMM MM 3BaKOHOIATEJIbHEIMM M PeIrJIaMEeHTUPYRUVMM  [IOJIHOMOUYHBIMMU
opraHaMM) IIPUBJIEKATH KBAJIUOULUMPOBAHHYI TPETHI CTOPOHY IJIS INIPOBENEeHM:

- MCIBITAHUM TUIla,

- KOHTPOJIS WMJM MCHIHTAHUNM B XOHe IIpollecca,

- BepuOMKaALUMM NPOOYKLMUM,

- BaJIMIauuM NOPOOYKLMM,

- KBaJMOMKaALUM NPOOYKLUN;

h) xpamubmxkaumio pabOTHUKOB, MaTepualjioB, NIPOOYKLMUM, IPOLECCOB U
CUCTEME MEHEeIXMEHTa KadecCTBa;

1) OKOHUATEeJIBHEI KOHTPOJIb C LEeJIbI0 MNONTBEePXIEeHMs, UYTO INesSTeJIbHOCTHb
no epepubomkauMy M BaduIalMM 3aBeplieHa M omobOpeHa;

J) perucTpauMio pesyJibTaTOBR M3MEePEeHUS NPOOYyKIUU.

OpraHmMzauuy CcJenyeT aHaJlM3MPOBaTH MEeTOIH, UCIOJIb3YyEeMEE IPU
VBMEPEeHUM MNPOIYKLIUM, U NpelyCMaTpMBaeMble 3alucy N0 Bepudmkaumm, UTOOH
YUMTHBATEL BOSMOXHOCTM YJIYUIEHUS NEeSTEJIbHOCTMU.

TUNMYHEIE [IPMMEPE 3alucen 06 V3MEepPeHUN NPONYyKLUMM, KOTOPEIE

paccMaTpPMBANMCEL OB NPU YIIYYIIEHUM OEeATeJIbHOCTN:
- IPOTOKOJIEL KOHTPOJISA M MCIBITaHUN;
- YBEIOMJIEHMS O BEHITyCKE MaTepMalioB;
- OJIaHKM [PUEMKU POIYKLIMU;
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- CcepTUOMKATE COOTBETCTBMA, €CJIM B3TO HeODXOIMMO .

8.2.4 lVisMepeHVEe M MOHUTOPMUHI' YIOBJIETBOPEHHOCTM 3BaMHTEPECOBAaHHBIX
CTOPOH

OpraHmusaumusa OOJDKHA OonpenejnThb MHOOPMaLIMIO 1o 3MEepPEeHUAM,
TpeOyK IlyloCcsa IJIS BHIIOJIHEHMUSA NOTPEeOHOCTEM SBaMHTEPEeCOBAHHEIX CTOPOH  (KpoMme
noTpedbuTesiel) M Kacaollylcs IPOlLleCCOB OopraHMs3aluu, C TeM 4YTOOB HOODUThLCS
fajlaHca TI[IpM paclpenelieHUM pPecypcoB. Takxasa nHbopMalUm BKJIOUAET
MUBMEpPeHus, OTHOoCcAmMecs K paboTHMKAaM opraHmu3aluuy, BJlaZeJibllaM U’
MHBECTOpaM, [IOCTaBIMKaM M IapTHepaM, a Takxe oOOIeCTBY.

[IpUMEPE M3MEPEHUN :

a) B OTHOUWEHUM CBOMX PAOOTHUKOBR OpTraHM3aLUUM CJeOyeT:

- M3Y4YaTb MHEHMS CBOMX PaAOOTHMKOB O CTEINEHM YIOOBJIETBOPEHHOCTM UX
HOTPeOHOCTEN M OXUIOAHUNM;

- I[IpOBOIUTH OLIEHKY UHIOUBUIOYAJIbHOM u KOJIJIEKTUBHOM pPabOTH
COTPYIOHMKOB M MX BKJIala B pPe3yJibTaTh OpTraHmM3aluM;

b) B oTHOmWeHMM BJIAHEJIBLEB M MHBECTOPOB OpIaHM3aLUM CJEeOyeT:

— OLIEHMBATb CBOM CIOCODHOCTM B IOCTWMXEHMM [NOCTAaBJIEHHEIX LeJIel;

- OLeHMBATbh CBOK (QMHAHCOBYI HOeSTEJIbHOCTL;

- OLIeHMBATh BO3IEMCTBME BHEWHUX GaKTOPOB Ha CBOM pPe3yJIbTaTH;

- omnpenesyaThb LIEHHOCTL, IIOJIYUEHHYI B pes3yJjibTaTe IPEennpPMHSaTHIX
OEeMCTBUN;

C) B OTHOIEHUM INOCTABUMKOB U IapTHEPOB OpTaHM3alLuM CJelyeT:

- UByyaTb MHEHMS IIOCTAaBIIMKOB u IapTHEPOR, KacamlnxCcsa MuX

YIOOBJIETBOPEHHOCTM IIPOLIeCCaMM BaKyYIOK, OCYUECTBJISEMEIMM OPTaHM3alUeN;

- KOHTpOJ’H/IpOBaTb 1 obecrieumMBaThb o@paTHon CBA3b I10 IedTeJIbHOCTHU!
IIOCTAaBUIMMKOB W HapTHepOB IO MX COOTBeTCTBMIO IIOJIMTUKE B obJacTu 3aKYIIOK
opraHm3aLmumn;

— OLIeHVMBATb KaueCTBO BaKYHJ'IeHHOTZ HpO,HyKLLI/H/I, BKJIall IIOCTaBIUIIMMKOB "
BEITTOIOBEI OT BSaMMOOTHOLLIeHT/HZ,'

d) B OTHOUmeHMM OOMecTBa OopTraHM3alMKy CJEeNyeT:

- omnpeneydaTb UM OTCJeXMBaTh [IOAOXOIAlMe IaHHEEe O pesyJjbTaTax,
CBSA3aHHBIX e} ee LeJaMu, nijsa IOOCTVXEeHUS YIOBJIETBOPUTEJIEHOT'O
B3aMMOIEeMCcTBUSA C OOIeCcTBOM;

- [NepuoIMUYeCKM OlIeHMBAThL Pe3yJIbTaTUBHOCTL U 20OEeKTUBHOCTL CBOUX
OEeVICTBUM U BOCIPMATHE CBOEM IedTeJIbHOCTM COOTBETCTRYUMMHA CJIO MU
obuecTBa .

8.3 YnpaBJjieHue HeCOOTBETCTBYIOMIEIH yCayroii B 00pa3oBaTe/ibHOM YUpe:KIeHNH

Ob6nactu 0OHapy>KeHUsI HECOOTBETCTBHUSI BKJIIOYAIOT B ce0s (HO HE OrpaHUYCHBI STUM IEpPEUHEM)
yueOHble IUIaHbl, paboTy MpPenoJaBaTelbCKOr0 COCTaBa M OO0yYarolMXCs, MaTepuanbl MU YCIYIH,
MpeIoCcTaBIsieMble 00pa30BaATEIHLHBIMU YUPEIKICHHUSIMH.

Ecnu nmpuunHO# BBISIBIEHHOTO HECOOTBETCTBUS SIBIISIOTCS JCUCTBUS 00YJaIONMIUXCsl, OHM MOTYT (T/e
pa3penieHo):

- IPOUTH JAOTMOJIHUTENIBHOE 00YUCHHE U TIEPEOIICHKY;

- MPOAOIKATh 00Pa30BaTEIHLHYIO TPOTPAMMY B COOTBETCTBHH C YCTAHOBJICHHBIMH MPOIEAYPaAMU;

- 00y4aTbcs Mo IpYroi mporpaMmMe o0 yueHHsI.

HecootBeTcTBytomas yciayra (IpoayKIHs) MOKET BKIIIOYAaTh B ce0s oOpa3oBaTeIbHBIE MPOTPaMMBI,
yueOHbIe TUIaHBI, BCIIOMOTAaTelbHbIE MaTepuaibl WJIM WHCTPYMEHTHI. Paspernaromme W 3amperiaromime
JIOKYMEHTHI Ha 00y4YeHHe MO CHEeIUaATbHBIM ITPOrpaMMaM JIOJDKHBI ObITh 3apETUCTPHPOBAHHBIME U €KETOTHO
AQHAJTU3UPYEMBIMH.

| MICO 9001:2000 CmcTeMsl MeHemkMeHTa KavecTBa. TpeGoBaHMsS |

| 8.3 YnpaeneHue HECOOTBETCTBYHWIWEN IPORYKLMEN }
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OpraHm3zaumMsa »OoJixHa obecneurBaTb, UYTOOH NOPOOYKLMUS, KOoTOpasa He
COOTBETCTBYeT TpebOoBaHMAM, ObUla MIOSHTUOMUMPOBaHA M YIPaBJAJaCb C LEJb
NpelOTRPpalleHMsa HENPpeIHAMEPEHHOI'O MCIOJIB30BaHMA MM [HOCTaBkM. CpencrTea
YIpaBJIEHMA, COOTBETCTBYKIlasA OTBETCTBEHHOCTB WM IIOJIHOMOUMA LOJIA pa@OTbI C
HECOOTBETCTBRYWIEN MNPOAOYKLMEN INOJIKHE OBITH ONpeneJieHEl B IOOKYMEHTUMPOBAHHOM
npolenype.

OpraHm3aluMsa OOJDKHa pellaTb BOIPOC C HECOOTBETCTBYKUEM NPOIyKLMeEM
OIOHVM WMJIM HECKOJIbKMMM CJIeOYyIMMM CIIOCOOaMM :

a) OCYymecCTBJATbL IEeWNCTBUSA C 11eJIbIo yCTpaHeHus OOHaPYXEeHHOTO
HEeCOOTBETCTBUSA;
b) CcaHKUMOHMPOBATHL €& MCIIOJIb30BaHME, BHIIYCK WM [OPUEMKY, €CJMU

MMeeTCsa paspelleHMe Ha OTKJIOHEHME OT COOTBETCTBYKIEIO IIOJHOMOYWHOTO JIMLa
Wiy opraHa M, I'Oe 3TO IIPMMEHMMO, IOTpelOuTesid;

C) OCYWECTBJIATb OEUCTBMUA C LEJIbD NPeNOTBPAlleHMsa €€ NePBOHAaYaJIbHOTO
NpennoyaraeMoro MCIOJIb30BAHUA MM [NPVMEHEHUS .

3anmucu O xapakTepe HeCOOTBETCTBMM U JIOOEIX [IOCJIEAOYyKRIMX IPEeNIPMHATEX

OeVICTBUAX, BKJKOUAS I[IOJIyUeHHEE pa3pelleHns Ha OTKJIOHEHUS, IOJIXHEI
IonIepXnUBaTbCca B paboueM cocTogHuM (4.2.4).

Korzma HecooOTBeTCTByMIAs NIPOOYKLMS MCIOpaBjieHa, OHa HOOJIXHa OBIThH
IOOIBEPIHYyTa I[IOBTOPHOM BepubMxaluuUM IJIid IIOOTBEPXIEHMSI COOTBETCTBUSA
TPeOOBAHMAM.

EcimM HeCcOOTBeTCTByKNasd NOPONYyKLUMSA BHSABJIEHA IIOCJHe IIOCTaBKU WUJIU
Hadajla MCIOJIb30BaHUSL, opraHm3aumusa OOJIKHA NpendnpUHAThH oeyucTBuL,
anekxBaTHEE IOCJIENCTBUAM (nnm IOTEeHIIMAJIbHEIM IOCJIENCTBUAM)
HEeCOOTBETCTBUSA.

MCO 9004:2000 CmcTeMsl MEHEeIXMEHTAa KadYeCcTBa. PeKOMeHJauMM I10 YJIy4dIleHMIO
OesiTeJILHOCTA

8.3 VmpamBseHMe HECOOTBETCTBUSIMU

8.3.1 Obmme MOJIOXEHMUS

BricmieMy PYKOBOICTBY HeOOXOOMMO HaOeJuTb PadOoTHUKOB OPIAaHMU3ALNUMA
MIOJIHOMOUMSAMM M OTBETCTBEHHOCTBIO CcoOBmaTb O HECOOTBETCTBMSX Ha Jiobon
cTaIuy IIpoluecca IJjsa obecledeHMs CBOEBPEMEHHOTO OOHApyXeHMs M yCTPpaHEeHUH
HEeCOOTBETCTBMM, a TakKxXe OINpeleyiMThb [IOJIHOMOUMUSA IO pearupoBaHMIO Ha
HEeCOOTBETCTBMSA C LeJiblo NOOIepXaHUA COOTBETCTBMS IPOLECCOB U IPOOYKLUU
TpeboBaHMAM. OpraHM3alLUM CJelyeT Pe3yJIbTATUBHO U 20OeKTMBHO yNpPaBJISThb
UOSHTUOUKALMEN HEeCOOTBETCTBYyKRUEM NPOOYKLUMM, M30JAUMer W yTuilnsaumuei,
YTOOE NPelOTBPATUTL HENpaBUIJIbLHOE €€ MCIOJIb30BaHUe.

TaMm, T'Ie B3TO NPaKTUUECKM leJlecooOpasHO, HEeCOOTBETCTBMS HeoOXOoIMMO
PeruMcTpMpoOBaThL OOHOBPEMEHHO C YKasaHMeM MeCcTa MX HaxXOXIeHUs, YTOOH
oBJIeTUMTL MBYyUEeHMe U ofOeclleuMBaThb IaHHBIE IJIS aHaJliM3a U OeSTeJIbHOCTUM  II0
yayumeHuion. OpTraHMB3almsa MOXET TakKxXe IMIPUMHATL pPeleHue O perucTpaumum u
yIIPaBJIeHUM HECOOTBETCTBMAMM, OTHOCSIIMMMCS KakK K [IPOLEecCaM XMBHEHHOTO
LUMKJIa OPOIYKLMM, TaK M BCIOMOTATEJIbHEM MIPOLleCcCaM.

OpraHm3alMsa MOXET TaKXe PaCCMOTPETh 3apPeIMCTPUMPOBAHHYK MHQOPMAaLMIO
10 TeM HEeCOOTBEeTCTBMAM, KOTOPHE OBJIM MCIPAaBJIeHEl B xome pabdoTeH. Takue
IaHHBIE MOT'YT IpeIoCTaBUTh LIEHHYIO nHbOPMaLIUIO 1o yJIydlleHUIO
PE3YIbTAaTUBHOCTU UM 30QEeKTUBHOCTHU IPOLIECCOB.

8.3.2 AHaIM3 HECOOTBETCTBUM M UX yCTPaHEHUE

PYKOBOICTRBO opraHm3alum IOJIXKHO obecneunTb pa3paboTky
PE3YIbTaTUBHOTO U 30QeKTUMBHOI'O MNpollecCa NPOBEeIeHMsa aHaluz3a UM yCTpaHeHUe
BHISBJIEHHEIX HECOOTBETCTBUM. Heobxommmo, UTOOR aHalIM3 HEeCOOTBETCTBUM
OPOBOOMIIM YIIOJIHOMOUEHHHE JiMla C LeJibl0 YCTAaHOBJIeHUMSA, TpPeOyiT JiM BHUMAHUS
Kakue-Jubo TEeHIEeHLMM UM CIOCOOH MX BO3HMKHOBEHMS. HeraTmBHHE TeHIeHLUU
paccMaTpMBalTCa Ha NpelIMeTax M3MeHEeHMA B JIydllyldo CTOPOHY, a Takxe Kak
BXOIHEIE JaHHEIE IJIS aHajiM3a CO CTOPOHE PYKOBOICTBAa, KoI'Ja OOCYyXIalnTCs
3alauy 10 MX YMEHBUIEHMIO M MPUBJIEUEHUI0O HEODOXOIMMEIX PECYPCOB.
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PaBoTHMKAM, oCyle CTBJIIALIIMM aHanms, Heobxonumo ob6JanaTh

KOMIIETEHTHOCTBI IOJI OLEHMBAHMSA OOWEero BO3LOEMCTBUA HEeCOOTBETCTBUM, a
TakXxe IIOJIHOMOUMAMM M pecypcaMmM IO YCTPaHEHMI HEeCOOTBETCTBUN U
ONpeneJIeHUK MNOAOXOOAUMX KOPPEKTUPYKIMUX OEeMCTBUM. YTBEPXIEHUE yCTPaHEeHUHd
HECOOTBETCTBMA MOXET OBTb KOHTPaAKTHEIM TpebOOoBaHUEM noTpeduTenen uUin

TpeBOBaAHMEM IPYIMX BaMHTEPECOBAHHBIX CTOPOH.

8.4 Anajau3 1aHHBIX B 00Pa30BaTEJIbLHOM YUPeKIeHUN

OO6pa3zoBarenbHOE YUpEXKJIECHHE JTOJDKHO MPOBOIUTH COOp JAHHBIX JIsi aHalu3a CBOEeW paboThl Ha
COOTBETCTBUE TPEOOBAHUAM CHCTEMbl MEHEKMEHTA KauecTBa U 00pa3oBaTelbHbIX HpoleccoB. /g aHanusa
MCIIOJIB3YIOTCS CIICAYIOIINE JAHHBIE!

- pe3yJIbTaThl aHAJIN3a CO CTOPOHBI PYKOBOJICTBA;

- JaHHbIE 0 NMPO(eCcCOPCKO-NMPENOo1aBaTeIbCKOM U aIMUHUCTPATUBHOM LITATe, a TAKXKe 00yUYaroIuXcs
(HarpuMmep, 0 KOMIIETEHTHOCTH );

- TpeOOBaHUs K 00pa30BaTEIbHBIM YCIIyraMm;

- JaHHBIE TPOEKTUPOBAHUS U pa3paboTKu 00pa30BaTENbHON MPOTPaMMBbI U y4eOHOTO TUIaHa;

- JaHHBIE O MPEIOCTaBICHUN 00pa30BaTEIbHbBIX YCIYT;

- pe3yJIbTaThl OLIEHKHU MOCTaBIINKOB;

- pe3y/bTaThl aHAJIN3a YAOBIETBOPEHHOCTH MOTpeOUTENEN U IPYTUX 3aMHTEPECOBAHHBIX CTOPOH;

- OTYETHI ay/IUTOB;

- TaHHbIE MOHUTOPUHIA U U3MEPEHUI B Hauase, BO BpeMs U B KOHIIE NIPOLIECCOB;

- JaHHbIE UACHTU(UKAMHY 00pPa30BaTENIbHBIX YCIIYT;

- JaHHBIE O COOCTBEHHOCTHU NOTPEOUTENCH;

- pe3ynbTaThl BepU(UKALUU U BaIUIALMHA METOAOB, UCIIOJIb3YEMbIX JJI1 MOHUTOPUHIA U U3MEPEHHUIA;

- JaHHBIE IO HECOOTBETCTBYIOIIUM 00pa30BaTENIbHBIM YCIIYTaM.

OO0pa3zoBarenbHOE YUpEKJCHHUE JOJDKHO aHAM3UPOBAaTh COOpaHHbIE JaHHbIE U MH(POPMALHIO, B TOM
YHClie JaHHble BHYTPEHHUX ayauToB. [Ipu 3TOM MOTyT OBITH MCIOJIB30BaHbI CIEAYIOIINE MPUHSATHIE METOIbI
aHaJu3a v peleHus mpooaem:

- KOHLIENTyaJbHbIE AUarpaMMbl IpoIiecca;

- IMarpamMmmsl IIpoLEcCa;

- rpaduUecKoe MpeaCTaBlIeHHe MpoLecca;

- CTaTUCTHYECKHUE KOHTPOJIbHbBIE KapThl;

- nmuarpammsl [lapero;

- IPUYHUHHO-CJIEICTBEHHBIE TUAarpaMMBbl;

- METO/]I aHAJIW3a BUJIOB U MOCJEICTBUN MOTeHIIMANbHBIX 0TKa30B (FMEA) u np.

Pe3ynbTaThl BBINOJHEHHOTO aHalIW3a JOJDKHBI HCIIOJIB30BATHCA JJISl TOCTOSHHOTO YIIYYILIEHUS
JESATEIIBHOCTH ITyTEM NIPUMEHEHMSI KOPPEKTUPYIOIIMX U MPEAYIPEKIAIOIINX JEUCTBUM.

Cratuctudeckre MeTo bl MOTYT ObITh IPUMEHEHBI B JIF00O0M YacTH CUCTEMBbl MEHEP)KMEHTA KauyecTBa.
Pe3ynbTaThl CTaTUCTHUYECKOTO aHalIM3a BapuaOelIbHOCTH M3MEPEHHMH TakuX IOKa3aTeneil, Kak Moka3aTesH
IPEIOCTaBIEHUsI  yCIyr, MHTEHCUBHOCTh OTYMCIEHUS OOy4yaroluuxcs, OTYeThl O JIOCTHXKEHUSX,
YIIOBJIETBOPEHHOCTh OOYYAIOIIMXCS W aHAIU3 TEHACHLUH, CIHOCOOCTBYIOT JOCTHXKEHUIO 3(PPEKTUBHOTO
yIPaBJIEHUS NPOLECCAMU B CUCTEME MEHEKMEHTA KaueCTBa.

VYyeOHble mpolecchl HUMEIOT  KOJMYECTBEHHbIE W KaueCTBEHHblE  XapakTepucTuku. Ha
pE3yIbTaTUBHOCTh OOYUEHUS TaKXkKe BIHAIOT KOJMUECTBEHHBIE XapaKTEPHUCTUKU BHE "KJIACCHOM KOMHATHI".
JlaHHBIE HEKOTOpPBIX M3 OSTHUX XapaKTEPUCTUK, HANpUMEp CTENEeHb B3aUMOACUCTBUS pPOAUTENECH WIH
npeanpuHUMaTeNeil ¢ 00pa3oBaTeIbHBIM YUPEKICHUEM, YaCTOTa M CEPbE3HOCTh MHIIMJCHTOB U HECYACTHBIX
CJIy4aeB, JOJKHBI OBITh YAaCThIO MPOLIECCa MOCTOSIHHOTO YIyYIICHHUS.

[TprMepbl KOTUYECTBEHHBIX XapaKTEPUCTHUK OOyueHHs: BpeMsi 0OyueHHsl, BpeMsl IPOCTOs U PabOTHI
oOy4aromuxcsi, MHTEHCUBHOCTb OTYHUCIEHUNW W YBOJIbHEHUM, 3aTpaThl, HAJAECKHOCTh U BaJUAALUS
HK3aMEHAIIMOHHBIX OLEHOK, YMCJIO JOCTYMHBIX MECT Uil O0ydaromuxcs (Hampumep, YUcio OOKETHBIX
MECT), HHTEHCHUBHOCTh KYpPCOB IO OOMEHY OO0YYaroIIMMHCS, BpeMsl CTaXHPOBOK (NEpeKBaIH(pHUKAINK) Ha
OPEANPUATHSIX, YUCIO Y4eOHMKOB, BCIIOMOIATENbHbIE pecypchl JUlsl O0OydeHMsl, NMPHCBAWBaEMble YUYCHbBIE
3BaHMS U Hay4HbIE CTEIICHHU.
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[IpuMepbl KaueCTBEHHBIX XapaKTEPUCTUK pabOThI: BEPOSITHOCTh MOSABICHHS, IOCTHKUMOCTD,
0€30MacCHOCTb, YBAXXUTEIBHOCTb, OBICTPOTa pearupoBaHUs, BEXIUBOCTb, KOMGOPT, KOMIETEHTHOCTD,
HaJIe)KHOCTb, PEILyTal|sl, IOJTHOLUEHHOCTb, 3CTETUKA OKPYXKAIOIIEH CpeIbl U TUTHEHA.

W3mepenne u oleHKa BO BpeMsi OOydYeHHs JOJDKHBbI OBbITh HENPEPHIBHBIMH U MPSIMBIMU.
Pe3ynpTaTuBHOCT, HE BCEr/Jla M3BECTHA, IIOKA IIOJYYEHHBbIE 3HAHMS M HABBIKM HE IIPUMEHEHBI, HO
oOydaromuiicss JOKeH ObITh YBEPEH, UYTO MPOTHO3bI YCIEHIHOTO WX MPUMEHEHUS BBIIOJIHEHBI C
COOTBETCTBYIOIIECH CTATUCTUYECKON TOYHOCTHIO.

OOpa3oBarenbHble YUYPEKICHUS JIOJDKHBl aHAIW3UPOBATh JIaHHBIE, IOJYYEHHBIE U3 Pa3IMUYHBIX
UCTOYHUKOB, JJISi OLICHKH BBIMIOJIHEHUS IUIAHOB U Iiesiell oOyueHus W UACHTU(GULIUPOBATH OOJIACTH IS
yiaydmeHusi. OHU JOJDKHBI IPEIyCMOTPETh NMPUMEHEHHE CTaTUCTUYECKMX METOJAOB JUIsl aHalu3a JIaHHBIX,
KOTOPBIE MOKHO HCIIOIb30BaTh MPHU OLIEHKE U YIYUIIEHUH pabOThl IPOLIECCOB U YIPABICHUH UMHU.

VICO 9001:2000 Cmcremsl MeHemxMeHTa KadecrTBa. Tpe6oBaHus
8.4 AHanmB OAHHBX

OpraHm3aumus IOOJIKHA ONIpeneyinTh, cobupaThb u aHaIM3UPOBATH
COOTBETCTBYKIIME HOAaHHEE IJIS OEMOHCTPALMM NPUTOOHOCTU M PelYyJIbTATUBHOCTU
CUCTeMBl MeHeIXMEeHTa KauecTBa, a TakKXe OLEeHMBAHMSI, B KaKoM 00JacTM MOXHO
OCYIECTBJIATE [IOCTOSHHOE IIOBHIIEHME PE3YJIbTATUBHOCTM CUCTEME MEeHEIDKMeHTa
KauecTBa. JaHHBHE JOJDKHB BKJIIOUATH MHOOpMAlIMIO, IIOJIYUEHHYI B pe3yJjbTaTe
MOHUTOPUHTA U UBMEPEHUS U U3 OPYI'UX COOTBETCTBYIIMX MCTOUHUKOB.

AHaJM3 JaHHBIX OOJIDKEH MPeloCTaBJIAThL MHOOPMALMIO II10:

a) YIOOBJIETBOPEHHOCTM norTpeburejen (8.2.1);

b) coorBeTcTBUIO TpeboBaHMAM K Opoaykumm (7.2.1);

C) XapaKTepuCTHKaM UM TeHIeHUMSM I[IPOlLeCCOB U NPOAYKLUUM, BKJIOUYAS
BOBMOXHOCTY MNPOBEIEHMSA MNPenynpexmanlnx IeMCTBUM;

d) nocTaBUMKAM.

MCO 9004:2000 CmcTeMsl MEHEeIXMEHTAa KadyeCcTBa. PeKOMeHJauuM I10 YJIYy4IIeHMIO
OesiTeJILHOCTA

8.4 AHanms OaHHBX

PemeHMsa OOJIKHEL OBITH OCHOBAHEI Ha aHaJin3e IJAHHBIX, IIOJIYUYEHHBIX B
pesyibTaTe M3MepeHuyr, u uHbopMaumy, COOPAHHOM COIJIACHO TpebDOBaHUAM
HacToAmero cTaHzaprTa. B 3TOM KOHTEKCTE opraHM3auuM CJlenyeT
aHaIM3UPOBaTh IHaHHBE PAB3JIMUHBIX MCTOUHMKOB KaK IJIs OLIEHKM IOeATeJbHOCTM B
CPaBHEHMUM C IJlaHaMM, LeJlsaMM M OPpYyT'MMM OIpeIesiIeHHHMM 3aladaMy, TakK U
onpenejyieHus objacTey Oug  yJydlleHMs, BKJIOUas BO3MOXHEIE BEITOIEl IJIs
3aMHTEPECOBAHHBIX CTOPOH.

PemeHus, OCHOBAHHEE Ha baxrax, TpedbyoT Pes3yIbTAaTUBHEX U
20PEeKTUBHEIX OEeMCTBUM, TakMxX Kak:

- IPVMeHeHMe YTBEPXIEHHEIX MEeTOIOB aHalmusa;

— IIPVMIMEHEHME COOTBETCTBYIMX CTATUCTUYUYECKUX MEeTOOOB;

- NPUHATHKE PEelleHUM M Mep, OCHOBAHHEIX Ha pes3yJjbTaTax JIOTMUeCKOTO
aHajJinm3a, YpaBHOBeUWMBAKIEI'O OIIBT M VMHTYULIUN.

AHaAJIM3 OAHHBIX MOXET I[IOMOUYb YCTAHOBUTDH IIEPBOIIPUUMHY CymeCTBYRIMX
[IOTEHLUMAaJNIbHEIX NIpobJjieM ¥, CJIeIOBaTEJIbHO, CIOCOOCTBOBATH IPUHATUIO PEleHUM
I10 KOPPEKTUPYIVM u npenyrpexXxnanlyiM ,HeﬁCTBMF[M, TpeﬁyIOLU,MMCF[ IJIAa
YIIyUdleHNs .

g pes3ysibTaTUMBHOM OLIEHKM PYKOBOICTBOM INEATEJLHOCTM OpTaHM3aluM B
L[eJIOM HeOoOXOoAMMO OOO0o0LMTE M [OPpOaHalIM3MpOoBaTh JaHHHE U MHOOpMALMO,
[IOJIydYeHHEIE OT BCeX IoApas3delieHMM opTaHu3auuMu. [JesaTeJIbHOCTb OplaHM3aluu
B LeJIOM Hano oTpaxaTe B (opMme, yIoOHOM 04 Pa3JIMUHEIX YPOBHEN
PYKOBOACTBA.
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PesynbTaTH TaKOI'O aHajlM3a MOI'yT OHTb MCIOJIB30BAHE OpraHM3alMelr IJig
onpeneJieHus :

- TeHIeHLUN;

— YIOBJIETBOPEHHOCTM NOTpebuTesel;

- YIOOBJIETBOPEHHOCTM IOPYyIMUX BaMHTEPECOBAHHEIX CTOPOH;

- PEesyJbTaTUMBHOCTU U 3OOEKTMBHOCTM IIPOLIECCOB;

- BKJIaZa I[IOCTaBUMKOB;

- YCHEeMNHOTO IOCTWXEeHMS LeJie) O YJYyUIEeHMIO OeSTeJIbHOCTHU;

- DKOHOMUUECKMX aCIEeKTOB KayecTeBa, brHaHCOBEIX n PBIHOUHBIX
nokaszaTeJsiel;

— CPaBHMMOCTU cBROEeM IJeAdATeJIbHOCTM C JIy4dlIMMM IOOCTVMXeHMAMIM,

— KOHKYPEHTOCIOCOOHOCTU.

8.5 Yiayuienne

8.5.1 [NocTosiHHOE yydlIeHUE B 00Pa30BaTEIILHOM YUPEIKICHUN

OO0pa3oBarenbHOE YUPESKIACHUE TOKHO CTPEMUTHCS K TIOCTOSIHHOMY YIyUYIICHHIO PE3yIbTaTHBHOCTH
CBOCH CHCTEMbl MCHEDKMEHTa KadyecTBa M 00pa3oBaTENIbHBIX IPOIECCOB IyTEM BOBJICYCHHUS BCETO
NEpCOHANA B WICHTHU(HUKAIMIO U YCTAHOBJICHUE 3a/1a4 /IS COBEPIICHCTBOBAHUS B 00JIACTH MX IPUMCHEHUSI.

I[J'ISI I/II[CHTI/I(i)I/IKaHI/II/I IIOTCHIOUAJIBHBIX y.]'IyLIIHeHI/Iﬁ HCIIOJIB3YIOT COOTBCTCTBYIOIIME MCTOAbI,
KOTOpbIC OCHOBaHbI (HO HE OrpPaHMYCHBbI) HA METOJaX aHaju3a KadecTBa, MPH 3TOM HCIOJIb3YIOIIUX
HH@OpMaHHK)H3TaKHXIKHOqHHKOB,KaK:

- BHYTPEHHHE OIICHKH IOHMMAaHUS TICPCOHAIIOM 00pa30BaTEIbHOIO YUPEKJACHUS OJUTUKHA B 00JIaCTH
Ka4yecTBa;

- IOCTYDKEHHE 1eJIel B 00JIaCTH Ka4eCTBa,;

- pe3yabTaThl paboTHI;

- BXOJHBIE JaHHbIE, TIONy4YeHHBbIE OT TMOTpPeOUTENed U JPYTUX UIASHTHPUIIMPOBAHHBIX
3aNMHTCPCCOBAHHBIX CTOPOH: pOHHTGJ’IGfI, HpeHCTaBHTCHGﬁ IMPOMBIIIJICHHOCTH, ITPABUTCIILCTBA U 06HI€CTBa.

[Iporiecc MOCTOSIHHOTO YIIYYIIEHUS JODKEH YYHTHIBATh JKajdoObl M 3aMeuaHus MOTpeOutenedt u
IPYTUX WACHTU(GUIIMPOBAHHBIX 3aMHTEPECOBAHHBIX CTOPOH, OTYETHl AyJUTOB KadyecTBa, COXpAaHEHHE H
HHTCHCHUBHOCTH TCMIIOB POCTA.

MICO 9001:2000 Cmcremsl MeHemxMeHTa KadecTBa. Tpe6oBaHus
8.5 Ynyumenme

8.5.1 IlocTOsAHHOE YyJydlleHue

OpraHmzanumsa OOJDKHA IIOCTOSHHO IMOBHIIATE PE3YJILTATUBHOCTE  CUCTEMH
MEeHeIXMeHTa KauecTBa I[OCPEICTBOM MUCIOJIL30BAHUSA TMOJUTUKY U nejem B
oBJjlacTM KavyecTBa, pPel3yJbTAaTOB ayIMTOB, aHaJM3a IaHHBEIX, KOPPEKTUPYIIUX U
npenynpexnamnmmMx OeMCTBUM, a TakXe aHaJM3a CO CTOPOHHE PYKOBOICTBA.

MCO 9004:2000 CucTeMsl MeHEeOXMEHTAa KadYecTBa. PekKOMeHfauuy IO YJyYIIeHMIO
OessTeJILHOCTA

8.5 VYanyumenune
8.5.1 Obmme MoJOXeHUS

PykoBoncTBy cCJenyeT npexme BCeIro IIOCTOAHHO CTPpEMUMTBCH K YITydlIe HUIO
PeE3YNIETATUBHOCTU U 9(_1)(1_)6KTMBHOCTM IIpouecCcoB OpIraHmM3aumm, a He OXMIaThb

MOSBJIEHUS NOpoBJeMbl, YTOOH BHSABUTH BO3MOXHOCTM yJydlleHMs. [ranaz30H
YIYUIIeHVY MOXeT OBTHL OT IOCTENEeHHBX MOCTOSHHO MNPOIOJIKAKRIMXCS  YIIYyUleHUM
OO CTpaTerMyecKux I[POeKTOB INPOPHBa B cbepe yiayumeHuda. OpTaHMBaLUUMU

HeoBOxXOoOmUMO pacriojiaraTb IIpolLleCCOM OllpelneJiIeHMA M MEeHeIXMeHTa IHOeATEeJIbHOCTU
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10 YJYUYUIEHUI. OTU YJIYyUdlleHUS MOITYT IIpMBECTM K MI3MEHEHMAM B IIPOOYKLIUM WMJIIN
nponeccax M nmaxe B CcHucTreMe MeHeIXMeHTa KadecCTBa MJIM B OPpI'aHM3alMlM.

8.5.2 Koppektupyromiue 1eiHCTBUSI B 00pa30BaTeIbHOM YUPEKICHUU

OOpa3oBareibHOE  yUYPEKJCHUE JOJDKHO  OCYHIECTBISTH  KOPPEKTHPYIOIIUE JACHCTBUS  TIO
I/II[eHTI/Iq)I/II_II/IpOBaHHBIM B PE3YJIbTATC aHAJIM3a MMPpUYUHaAM HECOOTBETCTBUI U HaIpaBJICHHUAM BO3MOXKHBIX
ynyuiienuii. Koppekrupyroriee aeiicTBUe AODKHO OBITH MPEIIPUHATO Ui YCTPAHEHUsT HECOOTBETCTBUIA,
BBIABJICHHBIX ITPHU OCYIICCTBJIICHUN O6pa3OBaTeJIBHBIX MponeccoB, TAKMX KakK:

- HECOOTBETCTBYIOIIasi 00pa3oBaTeNbHas yCIIyTa;

- HEIOCTHXKEHHE 00Pa30BaTeNIbHBIX LIEJICH;

- OTKJIOHEHHUE OT 00pa30BaTEeIbHBIX POTPaMM H IJIAHOB O0YYCHHUS TICPCOHAIA;

- BBIXOJIHBIC JaHHBIC aHAIHM3a MIPOCKTa, BepU(DUKAINH, BATAIAINN U MOAU(DHUKAIIIN TPOCKTUPOBAHUS
U pa3paboTku 00pa30BaTELHON YCITYTH;

- BBICOKAsi HHTEHCUBHOCTh OTYMCIICHUH U YBOJIbHEHHIA,

- XKaJ00BI TOTPEOUTENCH 1 APYTUX UACHTH(PHUINPOBAHHBIX 3aWHTEPECOBAHHBIX CTOPOH;

- OTYETHI ay/IUTOB,

- HCCOOTBCTCTBHUA, BBIABJIICHHBIC B IIPOHECCEC MOHUTOPHHIA H I/ISMepeHI/If/'I 06pa30BaTCJII)HI)IX
MPOIIECCOB U YCIYT.

YcTaHOBIIEHHBIE KOPPEKTUPYIOIINE ACHCTBUS JTOJKHBI OBITH NMPUMEHEHBI JJISl YCTPAHEHUs NPUYUH
UJICHTU(UIIMPOBAHHBIX HECOOTBETCTBUM, KOTOPbIC BBISIBIICHBI B XOJ€ aHajiW3a W IS KOTOPBIX
UICHTU(PHUIIMPOBAH YPOBEHb PUCKA.

KoppekTupyromiye 1eicTBUS TOJKHBI ObITh 3apETUCTPUPOBAHBI IS 00ECIICYCHUST UX BBITIOJIHCHHUSL.

B oOpaszoBarenbHOM yUYpPEeKICHUH JIOJDKHA OBITH YCTAaHOBIIEHA TIPOIEAypa MOHHUTOPUHTA
KOPPEKTHPYIOLIMX JICHCTBHI, BKJIIOYAIONIass B ceOs aHAIU3 TEPBUYHBIX [PHYUH, TapaHTUPYIOIIAs
pe3yIbTaTUBHOCTh KOPPEKTUPYIOLIUX ACHCTBUI BO M30exkaHHe MOBTOpa HECOOTBETCTBHUS. OlieHKa JOJKHA
ObITh TpOBeJEHA JUISl MACHTU(UKALMK TMEPBUYHBIX IPUYMH HPEXKIE, YeM KOpPpEKTUpYIollee eicTBHe
MPEIPUHSTO.

MICO 9001:2000 Cmcremsl MeHemkxMeHTa KauecTBa. Tpe6boBaHMSA

8.5.2 KoppekTupymnuye IeNCTBUSI
OpraHm3auMsa OOJDKHa NPEedNpPpMHMMATh KOPPEKTUPYKRIME HOeMCTBMS C  LeJb

YCTPaHEeHUS MNPUUMH HECOOTBETCTBMI IJisd OPenylNpexIeHMUs [IOBTOPHOTO MX
BOBHMKHOBEHMs. KoppexTupymoume OEeCTBUS I OJIKHEL OBITH aIeKBaTHEMU
[IOCJIEOCTBUSAM BBISIBJIEHHEIX HECOOTBETCTBUM.

JosxHa OBITB paspaboraHa IOKYMEHTMPOBAaHHAS npouenypa njs

onpeneyieHUsa TpeOOBaHUM K:

a) aHaJIM3y HECOOTBETCTBMM (BKJIOUAA XaJIOOBl OTpeOUTEesIeN) ;

b) yCcTaHOBJIEHMIO NPUUMH HECOOTBETCTBUN;

C) OLEeHMBaHMI HeOOXOIMMOCTMU IeMCTBUM, uyTOOH M30eXaTb I[IOBTOPEHUH
HEeCOOTBETCTBUN;

d) omnpemesyieHMIO M OCYWEeCTBJIEHMI HEOOXOOMMEIX HOEVCTBUM;

e) BanmMcsaMm pes3yJibTaTOB IIPelONPUMHSTHX nercTeuy (4.2.4);

f) aHammM3y NPEennpMHATHEX KOPPEKTUPYKIMX OEMCTBUN.

MCO 9004:2000 CucrTeMsl MeHEeOXMEHTAa KadYecTBa. PeKxOMeHfjauuy IO YJIydIeHMIO
OessTeJILHOCTA

8.5.2 KoppexkTupynouye IOeMCTBUSA

Bricuiee PYKOBOIOCTBO IOJIKHO oBecrneumMBaTh MCIIOJIL30BaHMe
KOPPEKTUPYIIMX nemncTeun KakK cpezncrTBa YIIYUIIe HYSA . [ImauMpoBaHme
KOPPEKTUPYIMX HOEMCTBMI BKJIOYUAET OLEeHVBAaHMUE BaXHOCTU npodyeM u
BEIPaXaeTCsa Yepes IIOTeHLUMaJIbHOe BO3IEMCTBME Ha TakKue ACIIEKTH, Kak
SKCILTyaTalMIOHHEIE 3aTPaTH, LeHa HECOOTBETCTBUHA, XapaKTepUCTUKN
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NpOoOoyKUMM, HaIeXHOCTb, ©e30IaCcCHOCTE, a TaKXe YIOOBJIETBOPEHHOCTD
noTpebuTresney M IOpyI'MX BaMHTEPECOBAHHEIX CTOPOH. B mHOpollecce BHIIOJIHEHUS
KOPPEKTUPYRIMX OEeMCTBUM NOPUMHMMAKT ydacTue pPabOTHUKM COOTBETCTBYIIMX
cinyx0. [IpyM OPUMHATUM HOEeMCTBMM HeOoOXOoIMMO Takxe obpallaThb BHMMAaHME Ha
PEe3YIbTATUBHOCTE U 20OEKTMBHOCTE IIPOLECCOB, IIOABEPraTh MOHUTOPMHIY CaMM
oeyicTBUSA onsa obecrieueHusa OOCTMXEHUS KeJlaeMEBIX uejnen. Cruenyer
paccMaTpMBaTh KOPpPEeKTHUpyKlMe IOeMCTBMSA Ha NpeIMeT BKJIUEeHMS B aHajlu3 Co
CTOPOHE PYKOBOICTBA .

[locyie OPUHATMS pPEUEeHUs O I[IPOBEISHUM KOPPEKTUPYIIMX OeVICTBUN
OpraHM3aluM HeOoOXOoOMMO OIpenesiMTh MCTOUHMKM MHOoOpMaUMM U cobpaThb
nHPoOpMaLMI IOJId OINpenesjleHUsd KOPPEeKTUPYIMUX OeNCTBUN. OnpeneJsieHHEE
KOPppPeKTHUpyK e IOeMCTBUA CcJedyeT HalpaBUTh Ha YCTPaHeHue NOPUYUH

HECOOTBETCTBMM, UYTOOBE M30eXaTb [NOBTOPHOI'O BO3HMKHOBEHMUS NPOOJIEM.

[IpyMepEl MCTOYHMKOB MHOOpMaALMM IJiIS PaACCMOTPEHMS KOPPEKTUPYUNMX
OeVICTBUN :

— XaJIOOBl noTpeburesen;

- OTUEeTH O HEeCOOTBETCTBUAX;

— OTYETH O BHYTPEHHUX ayIuTax;

— BHIXOJHBIE JIaHHEE aHaJiM3a CO CTOPOHH PYKOBOICTBA;

— BHIXOJHBIE JIaHHEE aHaJM3a MHbopMaLUM;

— BHIXOJHBIE JIaHHHE M3MEPEHUM YIOBJIETBOPEHHOCTHU;

— COOTBETCTBYyIME SBalMcCyu O CHUCTEMEe MeHeIXMeHTa KauecTBa;

- Pab®OoOTHUKU OpPTaHM3aALUMA;

- UMBMEepeHUs IIPOLEeCCOB;

- pPe3yJbTaThl CaMOOLIEHKU.

VIMeeTCsa MHOT'O CIHOCODOB YyCTAHOBJIEHMSA [NIPUUMH HECOOTBETCTBUIM, BKJIOUAS

aHaamus, IPOBOIOMMEIM OTIOEJIbHEIM JIMLIOM WM TpPYIIIOoN, HalsHAUYEeHHOMW »IJis
Pa3paboTKM KOPPEeKTUPpYIMX IecTBuUM. OpraHM3auumM CcJjaenyeT OlIpenesidThb
OPUOPUTETE NOPM MHBECTUPOBAHUM KOPPEKTUPYKRUMX IeNCTBUM MCXOnOsa mU3
BOBMOXHBIX ITOCJIEICTBUM pacCMaTpMBaEMOM MNPODOJIEMEL.

[Ipy oOUueHMBaHMM NOTPeOHOCTM B IOEeNCTBUAX C LeJIbIo UCKJIIOUEHUS

IIOBTOPEHMSA HECOOTBETCTBUNM OpITaHM3alLUuUsa IOOJIDKHA [NIPeOyCMOTPEeTh [IpOBeIeHUe
HOOTOTOBKM PABbOTHUKOB, BKJIOUEHHHX B [IPOEKTH KOPPEKTUPYIRIMX INEeMCTBUM.

OpraHm3alMsa BKJIOYAET aHaliM3 I[EePBOIPUUYMH, €CJM 3TO LeJjecoobpasHO, B
OpOoLEeCC KOPPEeKTUPYRIMX OeMCTBUNM. Pe3yJbTaTh aHallM3a [NEepBOIPUUMH ClelyeT
OPOBEPUTEL MCIBEITAHMEM JOOONpelesiIeHMsa U MHUIMKMPOBAHUSA KOPPEKTUPYIIMX
OeVICTBUM.

8.5.3 Ilpenympesxaatomiye IeHCTBUS B 00pa30BaTEIbHOM YUPEXKICHUU

OO0pa3oBaTeabHOE YUYPEXKACHHE JIODKHO TMPOBOAWTH NPEIYIPEKIAIONMIUE JIEUCTBHS, KOTOPHIE
BBITEKAIOT M3 aHA/M3a MPUYMH MOTEHUUAIbHBIX HECOOTBETCTBUH M BO3MOYKHOCTEH YIYUYIIEHHUS CUCTEMBI
MEHEKMEHTA KauecTBa U 00pa30BaTeNIbHBIX MPOIleccoB. Vcronb3yembie TaHHbIE BKIIOYAIOT B CEOsI:

- undopmanuo o0 OOImMX TEHACHIMSX, MOKa3aTensx oOydeHus, paboThl TpernojaaBareiel u
aJIMUHUCTPATUBHOTO IEPCOHANIA;

- ”TH(OPMAIIHIO O TOCTHXKCHHH TIeJIeH B 00J1aCTH Ka4eCTBa;

- aHAJIM3 3aTpPaT, CBA3AHHBIN C JOCTHKEHHUEM LieJie B 00JIaCTH Ka4ecTBa;

- HUCCIIEIOBaHWE  YJOBJICTBOPEHHOCTH  TMOTpeOUTENed U  JPYyrux  UACHTH(UIIMPOBAHHBIX
3aMHTEPECOBAHHBIX CTOPOH;

- OTYETHI ayIUTOB U aHAJIU3 CO CTOPOHBI PYKOBOJICTRBA.

[Ipenynpexnatomue IeHCTBUS JOMKHBI OBITh  3apETUCTPUPOBAHBI, YTOOBI 00ECHEYHUTh WX
BbIMOJIHEeHHe. JlefcTBUs, BBITEKAIOIIME M3 IMpolecca MNPeayNpeKJaoIuX IeHCTBUN, OJKHBI OBITh
3aperucTPUPOBAHBI U JOBEJEHBI JO COOTBETCTBYIOIIMX MOJIpa3AeNieHHui 00pa30BaTeIbHOTO YUPEKICHUSI.

PesynpTaThl mpemynpexaarmmx JeUCTBUN JOHKHBI OBITh MPOAHAIU3UPOBAHBI U JIOBEIEHBI 0
CBEJICHUS BCETO 00Pa30BaTEIBLHOTO YUPEKICHHUS.

| MICO 9001:2000 CmcTeMsl MeHemkMeHTa KadvecTBa. TpeGoBaHMs |
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8.5.3 Ipenynpexnamomye NOeVCTBUS

OpraHmzaluys OOJIKHA OINpPenNesyiMThb HOeMCTBUS C lLeJiblo YyCTPaHeHUS IPpUUMH
[IOTEeHUMAJIbHEIX HECOOTBETCTBUMN onsa npenynpexieHns ux [IOSBJIEHUS .
Hpeﬂynpexnammme HeﬁCTBMH IOOJI)XKHBEL COOTBETCTBOBATE BO3MOXHEBIM IIOCJIEeOCTBUMAM
IIOTEeHLMAJIbHEIX NIpOoDJeM.

HosrxHa OBITH paspaboTaHa OOKYMEHTUPOBAaHHAS npouenypa I
omnpenejyieHMsa TpeOOBaHUM K:

a) YCTaHOBJIEHMIO IIOTEHLMAJIBHEX HECOOTBETCTBUNM UM UX NPUUMH;

b) oueHMBaHMIO HEeOOXOIMMOCTM JEMCTBUM C LeJIbio npenynpexneHms
IIOSBJIEHUS HECOOTBETCTBUMN;

C) OlIpeneJIeHUI UM OCYUECTBJIEHMIO HeOOXONOMMEBIX NOEeMCTBUN;

d) BanmcsaMm pes’yJbTaTOB NPelONpPUMHSTHX nevcTteur (4.2.4);

e) aHaIM3y NPenONpPUHATHX Npelylpexianlyx OeMCTBUM.

MCO 9004:2000 CmcTeMsl MEHEeIXMEHTAa KadYeCcTBa. PeKOMeHOauMM I[I0 YJIy4dIIeHMIO
OessTeJILHOCTU

8.5.3 IllpenynpexlieHue IIOTEPHb

PyKOBOﬂCTBO OOJIXHO IIJIaHMPOBATDH YMEeHBUIECHVE BOBHeﬁCTBMH IIOTEPb B
opraHM3auMy C LEeJIbD IONIepXaHMs INoKaszaTeJiel IPOLeCCOB U XaAPaKTEePUCTUK
nponykumm. HpenynpexneHme IIOTEPb B @opMe IIJIaHMPOBaHMA CJleoyeT IIPVMMEHATH
B OTHOUEHUM IPOLECCOB XMBHEHHOTO UMKJA OPOOYKUUM M BCIOMOT'@TEJIbHEIX

Inpoueccos, a TaKXxe JeATeJIbHOCTU n InIpoaogyKumMm C 11eJIBIO obecrnieueHMs
YOOBJIETBOPEHHOCTM 3aVMHTEPECOBAHHEBEIX CTOPOH.

s TOI'O UTOORBL IIJIaHVMPOBaAHNME InpenylpeXxaeHnA II0OTEPDb OBLIIO
Pe3yIJIbTATVMBHEIM U 9@@@KTMBHHM, eTro Hano OoOCymeCTBIJIATH CrucreMaTmdyeCKNM.
CUCTEMaTMUHOCTb IIJIaHMPOBAHMA GaBMpyeTCH Ha IJaHHEBEIX, ITOJIYYEHHEIX
IrnocpelCTeoOM COOTBETCTBYIINMX MeTOIHOOoB, BKJIOYAOMMX OLIEHKY IpeaplOymmx
CBeIOeHUuM 10 TEeHIEeHIVAM n KPUTUMYECKOT'O COCTOAHMA TJeAdTeJIbHOCTU

OpraHm3alM 1M €€ INPOOyKLUMM. HaHHbIe MOT'YT OBITH IIOJIYYEHEl IIOCPEIOCTBOM:

- MCIOJIb30BAaHMUA CPEeICTB aHalMs3a PMCKOB, TaKMX KaK aHaJlIM3 xapakKkTepa
¥ NOCJIeICTBMM OTKasa;

- aHaaMz3a NOTPEeOHOCTEM M OXMIOAHUM HOTpebuTesen;

- aHaJM3a pPHHKA;

- MCIIOJIb30BAaHMUA BBIXOINHBIX IaHHBIX aHajlM3a, B TOM UMCJIe aHajam3a Cco
CTOPOHE PYKOBOICTBA;

- U3MEePpEeHUN yIOBJIETBOPEHHOCTM;

— M3MEPEHUM [IpPOLIEeCCOB;

- MCIIOJIb30BaHMA OOBe OMH ALK VMCTOYHMKOB nHdopMaUMM OT
3aMHTEPECOBAHHBIX CTOPOH;

— COOTBETCTBYKIMX 3anmMcer CUCTEME MeHeIXMeHTa KadueCTBbBay,

- YPOKOB, WM3BJIEUEHHEIX M3 INIPOmJIOT'O OIIBITAa;,

- pPes3yJbTaTOB CaMOOLIEHKMU;

- [OpOoLEecCcOoB, ofecneuMpBanlMX pPaHHee MNpenynpexneHrue O NIPpUOIMXeHUN
HeyIpaBJIAEMBIX yCﬂOBMﬁ.

Takue IaHHBIE obecrneunBaKnT MHOPMaLMI oJjd pas3paboTku
PeE3yJIETATVMBHOT'O 12 S@QGKTMBHOPO IIJIaHa InpenyrnpeXxgeHMAa IIOTEPb 12
OIpeneJIeHUA INPMOPUTETOB, KacCallMXCA KaXIOoI'o INpoluecca M NPOOYyKLUM, UYTOOE
YIOOBJIETBOPATE MNOTPEOHOCTM U OXMIAHMA SBaMHTEPECOBAHHBIX CTOPOH.

PesysibTaTH OLEHKIM 3®®6KTMBHOCTM n PeE3YIIETATVMBHOCTHM ILJIAHOB
npenylripeXxineHrd I[IOTepb cjienyeT MCIIOJNIbB30BaThb KaK BBIXOIHEIE IOaHHBIE dHaJinm3a
co CTOPOHEI pyroBOICTBa 12 IIPVIMEHATDB nux KakK BXOOHEIE IOaHHBIE IJ14

MOIMbMKALMM IIJIaHOB, a TakXe Kak BXOIOHEE IOaHHBEE IJId [IPOLEeCCOB YJIYyUIIEeHUS.
8.5.4 IloCcTOSAHHOE YyJydlleHMe HOesATeJIbHOCTU OpIlaHM3aluu

s COmeMCcTBUSA obecreyueHunIo Oynymero opraHu3aluM Uu
YVIOOBJIETBOPEHHOCTHY SBaMHTEPECOBAHHBIX CTOPOH PYKOBOICTBY HeoBXOoOmMMO
co3IaThb KyJbTYPHYI Cpely, CIOCOOCTBYKUY BOBJIEUEHUIO PabOTHUKOB B
AKTUBHEMN IIOMCK BOBMOXHOCTEM YVIIYUIIe HU A nmokaszaresen IIPOLIECCOR,

OEeATEJIbHOCTM M XapaKTEepUMCTUK INPOOYKIWN.
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C ueJsibl0 BOBJIeUeHMS PabOTHMKOB BHCULIEMY PYKOBOICTBY CJleyeT CO3IaThb
cpely, B KOTOPOM IIOJIHOMOUMS NeJIETUMPYKITCHa TaK, 4YTOOB pPabOTHUKM [IPUHAIN
Ha cebsa OTBETCTBEHHOCTL IO ONpeneJieHui objacTel, I'Ie OopraHM3alMsa MOXeT
YIYULIMThE CBOK HOEeATEeJIbHOCTLH.

3TOTO MOXHO HOOUTHLCS IMOCPEICTBOM TaKOWM INesaTeJIbHOCTM, Kak:

- [IOCTaHOBKa LeJiey nepen paboTHMKaAMM OpTaHM3aluyi, a TakKXe B paMKax
IPOEKTOB;

- CpaBHEHME C OOCTUXEHUSIMM KOHKYPEHTOB M JiydlleM NIPaKTUKOM;

- OPU3HaAHME M BO3HATpaxiIeHMVe 3a OOCTUXeHMe YJIIyUdlleHUM;

- HaAIJIAOHOCTL MNPeIJIOXEeHWUM, BKJIOUasd CBOEBpPeMeHHOe peaTrupoBaHue
PYKOBOICTBA .

IOna obecrneueHMs CTPYKTYPBE OEeATEeJIbHOCTM [0 YJIY4IEeHMIO BRHICIIEMY
PYKOBOLCTBY HeOOXOOMMO ONpenesyiMTb WM BHEIOPUTHL I[IPpOoLecc IIOCTOSHHOTO
YIIYyUIIeHUS, KOTOPBM MOXHO INPMMEHATH K IIpolleccaM XKMBHEHHOT'O LMKJIa
OPOOYyKLMM, BCIOMOT'aTEJIbHBEIM IIPOLeCCaM M OPYI'OM HedTeJIbHOCTHU.

B Lenax IOOCTMXEHMS PpPes3yJIbTaTUBHOCTM U 30QeKTMBHOCTHM IOpollecca
YIIYUIIeHMA CJlenyeT yNOeJiIaTh BHMMAHME IIPOLeCCaM XM3HEHHOT'O LUMKJIIA [NPONOYyKLMMU
¥ BCIOMOTATEJIbHBEIM IpollecCcaM C TOUKM SBPEeHUS:

- pPe3’yJIbTAaTUMBHOCTM (HANpUMEp, CTeleHM BHIIOJHEeHUS TpeOoBaHMUM) ;

- 20dexTMBHOCTHM (HaOpMMep, pacxola PeCcypPCOB, BEPAaXeHHBIX BO BPEMEHU
¥ IOeHbT'axX Ha eIMHULIY NOPOIOYyKLUMUM) ;

— BHENHMUX BOBIEWCTBUN (HaAIpUMep, M3MeHeHUsS 3aKOHOB U PeTJIaMeHTORB) ;

- MOTeHLMaJIbHOM cJjlaboCTM (HanopuMep, OTCYTCTBMUSA BO3MOXHOCTEM MU
COTJIaCOBAHHOCTH) ;

— BO3MOXHOCTM [IPUMEHEHUS JIydllMX MeTOIOB;

— yOpaBJIeHUS I1JIAHOBEIMM M HEIJIAHOBEIMM M3MEHEHUAMU;

- UMBMEepEeHMs 3allJIaHMPOBAHHEIX BHIOIX.

TaxkoM MNPOLleCC INIOCTOAHHOTO YJIyUlIeHMS HeOoOXOOMMO MCIOJIB30BAThH Kak
CPenCTBO YJIyUYIIEHUH BHYTPEHHEN Pe3yJbTaTUBHOCTU u 50beKTMBHOCTHU
opraHM3aluM, a TakKXe OJid I[OBHUEHMUI YIOOBJIETBOPEHHOCTU norpedbuTresen u
OIPYyITMX BaMHTEPECOBAHHEIX CTOPOH.

PyxOBOIOCTBY cCJlelyeT NONOEePXMBATh YJydlleHMs B (QOopMe IIOCTEIeHHOM
OPOOOJIXKAKWENCA HOeATeJIbHOCTM, HEOTBHEMIJIEMOM OT CYyWLEeCTBYOUMX NPOLEeCcCCOB, a
TakXe BO3MOXHOCTEM [IPOPBEBAa IOJIS [DOJIyU4eHMSa MaKCHUMMaJIbHOM BEITOOBl IJI4
OpraHM3aluM M BaMHTEePeCOBAHHEIX CTOPOH.

[IpyMepsl BXOIHBIX HOAaHHEIX IJIS NOOOEPXKM IIpollecca YIIy4dlleHMS COHNepXaT
nHPOpMaALMIO, I[IOJIYUYEHHYI M3:

— IaHHBIX BaJIMOALIUM;

— IAaHHEIX Pe3yJIbTAaTOB IIPOLIeCCa;

— IAHHBIX MWCIBITAHUM;

— IaHHBIX CAaMOOLIEHKMU;

— YCTAHOBJIEHHEIX TpeOOBaHMUM M OOpaTHOM CBS3M OT 3BaMHTEPEeCOBAaHHEBIX
CTOPOH;

— ONBITa PAaOOTHMKOB OpPITaHU3ALUN;

— (OMHAHCOBBIX IIAHHBIX;

— IHOAHHEIX O XapPaKTEepUCTUKAX NPOOYKLMUN;

— IAHHBEIX O IIPenoCTaBJIEHUM YyCJIYyIM.

PykoBOICTBY cJlenyeT ofbecrneumBaThb, UYTOOB M3MEHEHUSd, BHOCHUMEIE B
OPOOYyKLUMIO MM HOpouecc, OvuiM OIJOOPEHE, pacHpelesieHs [0 IIpuopuTeTaM,
CIIJIAHMPOBAHEI, IIOJYyUMIIM MaTEPUAJIbHO-TEXHUUECKYID MNOOIOEPXKY UM YIOPaBJIAJIUCH
B LeJyIgX YyIOOBJIETBOPEHUA TPpeOOoBaHMM B3aMHTEPECOBAHHEIX CTOPOH, a TakXe He
IPEeBHIIAIM BO3MOXHOCTENM OpITaHu3aluM.

B nOpuiioxeHMM B OpMBeIeH IIpPOLEeCcC IIOCTOSHHOTO YIYUULIEeHMA OJIS
IPVMMEHEHMS OpTraHmu3alMueNn.

*(1) IlpuBemennbiii B pamke u3 crmiomHbix JuHUE TekcT MCO 9001 wuIeHTHYEeH TeKCTy

cootBercTBytonero pasaena F[OCT P UCO 9001.
*(2) Plan - Do - Check - Act.
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*(3) IlpuBenennnie B pamkax ¢parmentel MCO 9001 u MCO 9004 mOMHOCTBIO HICHTUYHBI

cootBercTByrommM ¢parmertam ['OCT P UCO 9001 u TOCT P UCO 9004.

*(4) Benmenue 3ammceil TOJDKHO COOTBETCTBOBaTh 3akoHy Poccuiickoit ®epeparuu N 5351-1 ot
09.07.1993 . 06 aBTOPCKOM ITpaBe U CMEXHBIX MpaBax (¢ uameHeHusmMu ot 19.07.1995 r., 20.07.2004 r.).
*(5) YcranoBneHHbIE TPEOOBAHMS K yCIOBHSIM OOyUYEHUS JOJDKHBI BKIIIOYATh B ce€0s JIMIICH3MOHHBIC

TpeOOBaHMS.

*(6) IlpaBa Ha WHTEJUICKTYyaJIbHYI0O COOCTBEHHOCTH, BKJIIFOUYCHHYIO B COOCTBEHHOCTH IOTPEOMTEIIS,

PETYIHPYIOTCS NEHCTBYIOIIMM IOJIOKCHHEM 00 WHTEIUIEKTYalIbHOW COOCTBEHHOCTH.

*(7) TpeboBanus moapaszaena 7.6 TPUMEHSIOT HAPSAAY C METPOJIOTMYECKUMHU TIPaBUIAMH U HOPMaMH,
UMEIOIIMMHU  0053aTeNIbHYI0 CUIy Ha Tepputopun Poccuiickoit Denepanuu, KOTOpbBIE COJAEpXKATCA B
HOPMATHBHBIX JOKYMEHTaX II0 OOCCIEYCHHIO €IMHCTBA H3MEpPEHHUH, yTBepkaaeMmblx DenepanbHbIM
AreHTCTBOM IO TEXHUYECKOMY PErYJIUPOBAHUIO U METPOJOTMHU B COOTBETCTBUU C 3akoHOM Poccuiickoit
Oenepannu N 4871-1 ot 27 anpens 1993 r. "O6 obecnieyeHUU €IMHCTBA M3MEPEHUN'" ¢ U3MEHEHUSMU OT

10.01.2003 r.

MCO 9004:2000 CmcrTeMrl MeHeOXMEHTAa KaudueCTBa. PexoMeHmjaumum 10 YJydlleHMIO
OesiTeNLHOCTHU

[lpunoxenne A

(cnpaBouHoOe)
PekxoMeHpaLMM 10 CaMOOLIeHKe
A.l1 Beenenme

CaMooOIleHKa — BTO BCECTOPOHHEE OLIEHMBAHME, MTOI'OM KOTOPOTO SABJISETCSH
MHEHME MM CyXIeHMNe O PpesyJIbTATUBHOCTU U »2ObekTUBHOCTHU opraHmu3auum u
YPOBHE 3pPEeJyIoOCTM CHUCTEMH MeHeIXMeHTa KaudecTBa. CaMOOLIEHKY OBBIUHO
OPOBOOUT PYKOBOICTBO OpTaHM3aumm. lLesgbp CcaMOOLeHKU 3aKJIoUYaeTCcsa B
NpenoCTaBJIEHUM OpPITaHM3aALUU pexoMeHIaumi, OCHOBAHHHIX Ha baxTax,

KacawommMxcs o0JjlaCTEeM NPUMEHEHUS PeCcypCOB IJiS YJIYUINIEeHUS €& OesSITeJIbLHOCTH.
CaMoOOlleHKa MOXeT OBTh IIOJIE3HOM MNIPpM MU3MEPEHUM OOCTMXEHUM B
CpaBHeHUM C LeJsaMM, a TakKxe mIoJjsd IIOBTOPHOM OLIEHKM IIOCTOSHHOTO

COOTBETCTBMA STVMM LEJIAM.
B Hacrogmee BpeMA cylecCcTByeT MHOI'O MOZeJiey CaMOOLIEHKU OpPaHMSaHMﬁ

10 KpuTepmAaM CriCTEMEI MEHEeIIXXMEHTa KadyeCcTBa. Hambogee IMPOKO
IIPpVIBHaBaeMbIMIM ¥V IIPVIMEHAEeMBIMY MOIEeJIAMM ABJIAITCHA MO IoeJIin HallMOHAJIBHEIX U
PerrMoHaJIbHEIX HpeMMﬁ 10 KadyeCTBYy, curTammmecHd TakKXe MOIOeJIAMM

COBEPLWEHCTBA OpTraHmM3aluil.

MeTon caMOOLleHKM ofbecleumBaeT NPOCTOM M JIeTKMM B IIPMMEHEHMM CIOCOD
YCTAHOBJIEHUSA YPOBHS Pas3BUTUA (3pPeJIOCTU) CHUCTEMBEl MEHEeIXMEHTa KauecTBa
opraHM3alUUM U OIpeleJieHMS OCHOBHEIX OOJlacTel IJia YJydlleHUS .

KoHKpeTHEE OCODEHHOCTM MeTona camooleHku no MCO 9004 TakoBEH, YTO
OH MOXEeT:

- IPUMEHSATbLCS KO BCEM CHUCTEMEe MEeHeIKMeHTa KadecTBa MM e€ee dacTH,
Uiy K JIOOOMYy NOPOLIECCY;

— HNPMMEHATbLCSA K OpTaHM3aluMM B LeJIOM MM €€ YacTU;

— OHTb OBICTPO OCYWECTBJIEH BHYTPEHHUMM CPEOCTBAMU;

— OHTb OCYUWECTBJIEH MHOTONPOOUIIBHOM I'PYNNOM WM OHOHUM pPabOTHMKOM
OpraHM3aluuM IPY HNONOEPXKE BECIIEIO PYKOBOACTBA;

- chopMMpPORBATHL BXOIHBIE HOAHHEE IJid 0OoJjiee BCECTOPOHHEIO Ipolecca
CaMOOILIEHKM CUCTEMBI MeHeIXMeHTa;

- OINpeleyiUTb M OOJIETUUTb PACCTAHOBKY IIPUOPUTETOB BO3MOXHOCTEM IJig
YIIYyUlIeHUS ;

- Ccnocof6CTBOBATbL PA3BUTHUIO CUCTEMEL MeHeIXMeHTa KauecTBa B
HalpaBJIeHUM YPOBHSA MUPOBOIO KJacca.

MeTon cCcaMOOLIeHKM, M3IJIOXKEHHBM B HACTOSAUlEM CTaHIapTe, IIpelHa3HadeH
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IOJIS OLIeHVBAaHUS YPOBHEM pPasBUTUS CUCTEMH MEHeIXMeHTa KaudecTBa I[10 KaxXIoMy
OCHOBHOMYy pa3neny MCO 9004 nocpezmcTBOM OaljiIbHOM WKAJEL OT 1 (OTCYTCTBYET
bopmManmzOoBaHHASA cucTeMa) o 5 (JTyuume mokaszaTeJiu B KJjlacce
IedaTeJIbHOCTHU) .

B HacTodmEeM IPUIIOKEHUM [PUBEIOEHE peKoOMeHIauuy B GopMe  OOBUHHIX
BOINPOCOB, KOTOPHE OPpTaHM3ALMsI MOXEeT I[IOCTaBMTL mOJS OlLEeHMBAHMUSA CBOEl
OesaATeJIbHOCTU IO KaXIOoMy OCHOBHOMY pa3z3meisy MCO 9004.

Ipyroe mnOpeMMymecTBO HACTOSmMEeTo MeToIa COCTOUT B TOM, UYTO
Pes3yJbTaTH, KOHTPOJMPYEMHE IO BPeMeHM, MOTYyT OBTH MCIIOJIb30BAHEl TIPU
OlIEHKE pPasBUTUS OPTaHMU3ALIUN.

HacTosumi nomxon K CaMOOLEHKe He 3aMeHdeT BHYTPEeHHUEe ayIUTH
CUCTEMBE MEeHeIXMEeHTa KauecCTBa WM MCIOJb30BaHME CYIEeCTBYIMX MoIejien
NpeMmur o KadecTBY.

A.2 [lokaBaTenu ypOBHe) pal3BuUTUA (BpesocTH)

ypOBHM pasBuTMA oedTeJIbHOCTHM, OXBaTEIBaeMbIe HaCTOoAmMM MeTOIIOM
CaMOOLI€EHKM, IIPVMBEIOEHEI B Tabmauue A.1l.

Tabmuua A.l1 - YpPOBHM pPaSBUTHSI OeATEILHOCTHU

Ypo- XapakTepnucTuKa [loacHeHuUsa
BEHb YPOBHSA
pas-
BUTUSA
1 Her dopManm30BaHHOTO |CHUCTeMaTHUUEeCKUN IOOXOL K npobJsieMam
nomxona OTCYTCTBYET, HeT pPes3yJjIbTaTOB, pe3yJbTaTH

crnabrele MM HelrlpenCKa3yeMble

2 llooxon, OCHOBAaHHEM | CMCTEMAaTUUECKUNM [OIOXOIH, OCHOBAHHEIM Ha
Ha peakuMy Ha |BO3HMKIIEN NpobJjeMe MM KOPPeKLMM; Hajudue
IpOoBOJIEMEL MMHVMMAJIbHEIX IOaHHEIX O pe3yJibTaTax YyJydlleHUS

3 YcTogaBmmmcA CucremaTmueCKuUM IPOLIeCCHEI nonxom,
bopMaIM30BaHHEMN cucTeMaTUdeCcKue YIIy4dlIeHU A Ha paHHeN
CUCTEMHHM INOIOXOI cTammMy; HaJluumMe IJaHHBEIX O COOTBETCTBUU

neJjsimM M CyleCTBOBAHUM TeHIeHLIUN YIIydle H A

4 AKLIEHT Ha I[IOCTOAHHOE |l[I[pMMeHeHMe mpolecca YIIYUYIEeHUI; Xopoumne
yIlydleHne Pes3yJIbTaTH 1Z8 YCTOMUYMBEE TEeHOeHLWN
YIIy4dleHa
5 Jlyumme nokasaTesamM B |3HAUUTEJIBHO MHTETIPUPOBaHHBIM npouecc
KJlacce OedTeJIbHOCTU |YJYyUlleHrsd; Jiydlre B  KJjacce pesyJsibTaTH B
CpaBHEeHUM C IPOOEeMOHCTPUPOBAaHHBIMU
IOOCTUXEHUAMU

A.3 BonpocCh Oiss CaMOOLIeHKM

Momesnu HpeMuMM IO Ka4eCTBY, a TaKxXe OpyI'Me MOOeJIM CaMOOLIEHKM UMelT
MMpOKMﬁ IVMalla30H IOeTaJIbHEIX KpuTepnesn I10 OLIEeHKE nedTeJIbHOCTU CcCrucTrTeM
MeHeIxMeHTa . CaMOOlleHKa obecrneumBaeT YHOOHHM [HOOXOHI K OLEHKEe YpPOBHA
Pas3BUTUA OopTaHMz3auuy, Oaslupyrommicsa Ha paszejax 4 - 8 HacTodmwero
CTaHIoapTa. Kaxmorm opraHM3aluuM HeOoOXOIMMO pa3paboTaThb KOMIIJIEKC BOIPOCOB
IO TeM I[IyHKTaM HacCToAWeI'0 CTaHZapTa, KOTOpPEIE COOTBETCTBYKT €€
IOTPeBOHOCTAM.

[IpyMepsl TUMIMUYHEIX BOINPOCOB IJIS CAaMOOLIEHKM NPMBOIATCA HMxe. Homepa
IompasnesioB INaHbBl B KPYIJIBIX CKODOKax.
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Bonpoc 1. MeHemxMeHT CcHCTeM M Opoleccos (4.1)

a) Kax pykOBOICTBO IpPMMEHSeT IIPOLECCHHM I[I0IOXO0N IJiS IOOCTMXEeHUS
pe3ylbTaTUBHOTO M 300exTMBHOTO YyIpabBJieHMS [IpolleccaMu, pe3yJbTaToM
KOTOPOT'O ABJIAETCSH YJydlleHMe OesaTeJIbHOCTU?

Bonpoc 2. IokyMeHTaumusa (4.2)

a) Kax MCIOJIb3YITCS OOKYMEHTH n 3alucu I0Jig [NONOOEPXKU
PEBYJIBTATUBHOTO U 30PeKTUBHOTO QYHKUMOHMPOBAHMSA MIPOLIECCOR OpTraHM3aluM?

Bonpoc 3. OTBEeTCTBEHHOCTHL pPyKoOBOICTBa. OOume pekomMeHmaumm (5.1)

a) Kax BHICIIEE PYKOBOIOCTBO IOOTBEPXIOAET cBoOe JINIEPCTBO,
obgzaTesbCTBa M BOBJIEUEHHUE?

Bonpoc 4. IloTpeBHOCTM M OXMIAHMSA 3aMHTEPECOBaHHBIX CTOPOH (5.2)

a) Kaxk opraHmusauusa onpenenseT HNOTPeDHOCTUM M OXUIAHMA HOTpebuTesien
Ha [IOCTOSHHOM OCHOBE?

b) Kak opraHmsaumusa onNpenesyisgeT NOTPeOHOCTM pPabOTHMKOB B [NPU3HAHUY,
YIOOBJIETBOPEHHOCTM pPabOTOM, KOMIETEHTHOCTM U pPasBUTUM?

c) Kak opraHmuzalus IPpMHMMAET BO BHMMAaHME IOTEHUMAJIBHEIE BHITONE OT
YCTAHOBJIEHUSA INAapTHEPCTBa CO CBOMMM [IOCTAaBIMKAMM?

d) Kax opraHuszaumMsa olpeneydeT [HOTPeBHOCTM UM OXMIOAHUA IOPYIUX
3aMHTEPECOBAHHEIX CTOPOH, KOTOPHEE MOI'YT OTPasUTbLCS Ha I[IOCTAaHOBKe leJieln?

e) Kax opranmsaumusa JodOMBaeTCsda YyueTa 3BaKOHONATEJIBHHX UM IPYyIUX
obgaB3aTeNbHEX TpeDOoBaHMUM?

Bonpoc 5. TlomuTuka B obBjlacTu kauvecTBa (5.3)

a) Kax nommrtmka B obJjacTu KadecTBa obecneumBaeT [IOHVMaHMe B
opraHm3almun norpebHoOCTEN u OXMIOAHUM norpedbuTenen n OPYTHUX
3aMHTEPECOBAHHEX CTOPOH?

b) Kak nommTuka B 00JIaCTV KayeCTBa IPUBOOUT K SBHEIM M OXMIAEMBM
YIYyUIEeHUAM?

c) Kak nommTuka B 0OJIaCTM KaudeCTBa YyYMTEBAET [IPOTHO3 Ha Oyayuee
opraHmu3aumum?

Bomnpoc 6. ImaHupoBaHue (5.4)

a) Kak uenm npeofpaszyoT HOJIUTUKY B OOJIaCTM KadecTBa B UM3MepsSeMble
nokasaTenm?

b) Kak pmenm opraHmszaluuM OOBOOATCS IO KAXIOIO YPOBHSA pPYyKOBOICTBA
osa obecledeHMsa MHIAOVMBUIAYAJIBHOTO BKJaIa B UX IOOCTMXEHMKE?

c) Kak pykoBomCcTBO oOfOeclneuuBaeT HaJMuMe pPecypCOB, HeOOXOIMMEIX IJisd
OOCTIXEeHUS LeJyemn?

Bonpoc 7. OTBETCTBEHHOCTL, IIOJIHOMOUMS M OOMeH MHQopMaumen (5.5)

a) Kak BEHICIIEE PYKOBOICTBO obecrnieumBaeT YCTAaHOBJIEHUE
OTBETCTBEHHOCTM M IOBEIeHMEe e€e OO CBeIeHUs PabOoOTHUKOB OpTaHMU3aLUM?

b) Kax »moBeneHHBIEe OO CBeIOeHMS IepCoHajla TpeboBaHMSA K KadecTBY,
HeJt UM OOCTUMXEHMS COIOEMCTBYIT YJIYUIEHUI0 OeSTeJIbHOCTM OpTaHM3aLumum?

Bompoc 8. AHaiM3 CO CTOPOHH pykoBomcTrBa (5.6)

a) Kaxk BrICllee pyKOBOOCTBO OODeCIeuMBaEeT HaJIMuMe HOEeEVCTBYyKRUEM BXOOHOM
nHboOpMaLMM OJI aHaJM3a CO CTOPOHBE PYKOBOICTBA?

b) Kax B »edATeJbHOCTM IO aHaJIU3y co CTOPOHE PYKOBOICTBA
YUMTHBaAeTCHS OlleHka uHbopMaluy 1o YITydle HUIO PesyJIbTaTUBHOCTHU U
50PexkTMBHOCTM NPOLECCOB OpTaHMU3aLUm?

Bonpoc 9. MeHeIXMeHT pecypcoB. Obume pekoMeHmaumm (6.1)

a) Kax Brocllee PYKOBOICTBO JIaHUPYyeT CBOEBpPEMEHHOe HaJmuue
pecypcos?

Bonpoc 10. PaboTHUkM (6.2)

a) Kak pyKOBOAOCTBO IpolaraHIMPyeT ydacTue U HNOIINEPXKY PabOTHUKOB
OpM yJIy4dlIEeHUM PEe3YJIbTATUBHOCTU U 3QOEKTUMBHOCTM OpIaHM3aALUM?

b) Kak pyKOBOICTBO obOecreuMBaeT aleKBaTHOCTb YPOBHS KOMIIETEHTHOCTU
PabOTHUKOB OpTaHMB3aluuM TeKyllMM U OyIOymuM NOoTpebHOCTAM?

Bonpoc 11. MHpacTpykTypa (6.3)

a) Kak pykoBomcTeO obecrneunBaeT COOTBETCTBME MHOPACTPYKTYPH 3alaude
OOCTIWXEHMSA LeJlell OpTaHM3aumm?

b) Kax pyxOBOICTBO pacCMaTpMBaeT BOIPOCH OXPAaHE OKpyXaolley CpenH,
CBABAaHHEE C MHOPACTPYKTYpPOM?

Bonpoc 12. IlpousBOICTBEHHas cpena (6.4)
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a) Kax pyxoBomcTBO ofOecrneumpaeT, UYTOOH [POU3BOILCTBEHHAs Cpela
criocobcTBOBAJla MOTUBALIMM, YOOBJIETBOPEHHOCTM, Pa3BUTUI U »OeATeJIbLHOCTU
PabOTHUKOB OpTaHM3auUM?

Bomnpoc 13. Mubopmaumsa (6.5)

a) Kax pyxoBomcTeOo ofecrneumBaeT IOOCTYIIHOCTb COOTBETCTBYyIEN
nHbopMaLUMY IJia NPUHATUSA PEeleHMs, OCHOBAHHOTO Ha dakTax?

Bonpoc 14. IocTaBUMKM M MDapTHEPH (6.6)

a) Kax PYKOBOLACTBO BOBJIEKAET IIOCTaBUMKOB B onpezneJeHuE
IOTPe®HOCTEM IO 3akKylkKaM M B paspaboTKy COBMECTHOM CTpaTeIrum?

b) Kak PYKOBOICTBO PeKJIaMUpyeT IapTHEPCKUE OTHOIEHUS C
nocTaBlUKaAMU ?

Bonpoc 15. IIpuponHble pecypcH (6.7)

a) Kax opranmszauusa obecnedmBaeT HaJMuMe HeOOXOIMMEX IPUPOIHBIX
PECYPCOBR IOJIS CBOMX IIPOLIECCOB XM3HEHHOI'O LMKJIa NPOOyKLIMUMK?

Bonpoc 16. OdMHaAHCOBHE pecypch (6.8)

a) Kax PYKOBOICTBO ILJIaHUPYET, obecneuuBaeT, yIpaBJgeT U
KOHTPOJNMPYeT (QMHAHCOBEIE PECYPCEH, HEeOOXOOMMEBIE IJIA NONOEePXaHMsa B padboueM
COCTOSHUM Pe3yJIbTATUBHOM U 20OEKTUBHOM CUCTEMH MEeHeIXMeHTa KaudecTBa U
obecrneueHUs NOCTWXEHUSA LeJjiey opraHmu3aLum?

b) Kakx pykoBoICTBO ofeclneuMBaeT OCBEIOMJIEHHOCTL PabOTHUKOB O CBSA3U
MeXIy KadeCTBOM NPOOyKLUMM M 3aTpaTaMm?

Bomnpoc 17. IIpoleccChH XM3HEHHOTO LMKJIa Nponykuum. Ofure peKOoMeHIallUM
(7.1)

a) Kak pyKOBOAOCTBO NpPMMeHSeT I[IPOLECCHEM [NOOXO0X nJa obecledeHus
PE3YJIBTATUMBHOIO U 30PEeKTUBHOTO (QYHKUMOHMPOBAHMA I[IPOLECCOB XM3HEHHOI'O
LUMKJIa OPOOYKLUMM M BCIOMOTATEJIbHEIX IIPOLEeCCOB, a TaKxXe CBS3aHHOM CeTUu
IpOLIEeCCOB?

Bomnpoc 18. IIpouecch, CBSSBaHHEE C BaMHTEPECOBAHHHEIMM CTOpoOHamu (7.2)

a) Kak pykKOBOICTBO OIpenejigeT IIPOLlIeCCh, CBSA3aHHEE C IOTpebuTessaMmyu,
I0JIS PacCMOTPEHUS UX NOoTpebHOCTeNn?

b) Kak pykoBOOCTBO oIpenejigeT I[IPOLECCH, CBA3aHHHE C JIPYI'VMU
3aMHTEPECOBAHHBIMM CTOPOHAaMM, IOJId PAaCCMOTPEHMUS UX norpebHOCTEN U
OXUIOAHUI?

Bonpoc 19. IIpoexTupoBaHMe U paspadorxa (7.3)

a) Kak BrCllee PYKOBOICTBO OlpenesigseT IMIPOLEeCCH IIPOEKTUPOBAHMUA U

paspaboTku Ojda obOecClledYeHMA UMX COOTBETCTBMA [NOTPEOHOCTAM UM OXMIAHMAM
noTpedbuTesiel OopraHM3aluM M IPYTMX BaMHTEPECOBaHHBIX CTOPOH?

b) Kak Ha NIpaKTUKe OCylleCTBJIAEeTCA MEHEeIXMEHT IIPOLLeCCOB
NPOEKTMPOBaHMA U paspaboTKM, B TOM UYMCJE OIpeleyieHUe TpeOOBaHUM K
NPOEKTMPOBaHMID M paspaboTke, M OOCTMXEHMS 3aNJIaHMPOBAHHEIX BBIXOIOB?

c) Kax B mpoueccax NPOeKTMPOBaHMA M pas3paboTkM YUMTHBAEeTCHA TakKad
OeAaTeJIbHOCTh, KaK aHalMz, BepuduKalUMa M BaduIalMsa NpOeKTa M MEHEeIXMEHT
KOHbOUITypaumum?

Bonpoc 20. Baxynkmu (7.4)

a) Kax BrClIee pPYKOBOACTBO oOlpenejydgeT IIPOLeCCH 3aKyIOK IJIg
obecrnieueHusa COOTBETCTBUSA 3aKyIJIEHHOM NPOnoyKLUMM IOTPebHOCTAM
opraHm3aumum?

b) Kax ocymecTrigeTCd MEHEIXMEHT IIPOLECCOB 3akKyIOK?

c) Kaxk OpraHu3aluug obecrieumBaeT COOTBETCTBMUE 3aKyYIJIEHHOMN

OPOOYKLMM, HAauMHAA CO cHeuMduKauuy UM KOHUad NPUEeMKOM?

Bonpoc 21. Onepaumuy HO HNPOMU3BOIACTBY M OOCIHyXMBaHMUL (7.5)

a) Kakx Broicliee pPyKOBOINCTBO OOeCIleuMBAaEeT, YUMTHBAET IIOTPeOHOCTU
noTpedbuTesie U IPYyIMX 3aMHTEPEeCOBAaHHEIX CTOPOH BO BXOHAax IIPOLIECCOB
XKMBHEHHOTO LUMKJIA NPOOYKUMUM?

b) Kaxk ocymecCTBIIAE€TCA MEHEIXMEHT IIpoLeCcCOoB XKMSHEHHOTI'O LMKJia OT
BXOIIOB IO BHXOHNOB?
c) Kaxk B Inponeccax XKM3HEHHOTI'O LMKJIa OTPaXeHbl TaKMe BMIOBL

OesITeJLHOCTU, KakK Bepudrkauus ¥ BaJAUIALUS?

Bomnpoc 22. YmnpaBJeHME YyCTPOMUCTBaAMM IJiS MOHUTOPMHTA U MVBMEPEeHUM
(7.6)

a) Kax pyYyKOBOINCTBO YyHOpPaBJdgeT YyCTPOWCTBAMM IJid MOHUTOPUHTA U
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VUBMEPEeHUM C LeJIbI IOJIYyYeHUS UM MCIOJIb30BAaHMUSA [IPABUJILHHEX INaHHEIX?

Bonpoc 23. lUsBMepeHMe, aHalIuU3 U yjayudmeHue. Obume pexkoMeHnmaumm (8.1)

a) Kax pykOBOICTBO IpolNaraHIMpPyeT BaxXHOCTbL M3MEepeHUsd, aHamza u
IedTeJIbHOCTU I10 YIITYydleHNIO, YyTOORI obecrieumMBaTh YOOBJIETBOPEHHOCTD
3aMHTEPECOBAHHEIX CTOPOH pPes’yJjibTaTaMu OeSTeJIbHOCTU OPTaHM3aLUM?

Bonpoc 24. VsMmMepeHVEe M MOHUTOPMHI (8.2)

a) Kax PYKOBOZICTBO obecneuupaeT cbop IOaHHBIX, Kacamommxcs
norTpedburesielr, IJd4 aHalMBa C LeJbl IoJIydeHMs MHOopMauuyM IOJId yJIy4dUeHUM?

b) Kak PYKOBOICTRBO obecneumBaeT cbop IOaHHBIX oT OPYTUX
3aMHTEPECOBAHHEIX CTOPOH IJiS aHajlM3a M BO3MOXHEIX YJIYUNEHUM?

c) Kax opraHmMszauusa MCIOJIB3YET CaMOOLIEHKY CUCTEME MeHEeIDKMeHTa

KayecTBa OJisd YJyUlleHUS Pe3yJbTaTUBHOCTM U 2OOEeKTUBHOCTM HOeATeJIbHOCTU
OoOpraHM3aluM B LEJIOM?
Bonpoc 25. YmoparjieHue HecooTBeTCcTBMAMM (8.3)

a) Kax opraHmszaumsa yHIpaBJIsgeT HECOOTBETCTBUIMU IPOLIECCOB U
NpOnoyKLUUM?
b) Kakx opraHmMzanusa aHaJIM3UPYyeT HECOOTBETCTBMS HOJIA M3BJIEUEHUA

YPOKOB U YJIYUlIeHUsS MPOlLIeCCOB UM MNPOIYyKLUMM?

Bonpoc 26. AHaJlu3 OaHHBEX (8.4)

a) Kaxkx opraHuzaumsa aHalu3upyeT JaHHEEe C LeJbio OLIEHKM CBOeu
OesaTeJIbHOCTU UM olpenejyieHusa obJjlacTeV OJsa yJaydleHUS?

Bonpoc 27. YayumeHue (8.5)

a) Kaxkx opraHu3aumMsa MUCHOJIL3YyeT KOPpPeKTUpYyIome OevicTBUS IJid
OLIEHVBAHMSA WU yCTPaHeHUs 2BadMKCUPOBAHHEIX [OIpoOJIeM, BIMAKIMX Ha ee
IeaTeJIbHOCTD ?

b) Kax opraHmsaumsa MCIHOJb3yeT IIpenylpexnanuye IeVICTBUSA IOJIg

npenoTBpalleHnsa [NOTEPhb”?
c) Kax pyxoBOOCTBO oOfOecHneumMBaeT NPMMEHEHME CUCTEMATUYUECKUX METOIOB
M CPenCcTB YJIydlleHMa C LeJIbI0 COBEPIEHCTBOBAHUA OEATEJIBHOCTM OpTraHm3alum?

A.4 JJoxyMeHTHMPOBaHME PEeByNbTaTOB CaMOOLEHKM
CymecTByeT MHOT'O CIOCOOO0B (QopManm3alMM BOIPOCOB IO CAMOOLIEHKEe  IJid
OLleHMBAaHUA IOESATEeJIbHOCTM, ONPeleJIeHMS PEUTUMHIOB Pas3BUTUA U perucTpalun
BO3MOXHBIX HOEMCTBMM O yJydmeHuio. OOMH M3 CIOCOOOB IIpuBeIeH B Tabiuue

A.2.

Ta6auua A.2 - [lpyMep BanmMcyu pesSyJIbTAaTOB CaMOOLIEHKU

Howmep Howmep HabmmoneHmsa 1o PeVTUHT OericTBUA 110
nompa- | Bonpoca bakTMUecKoM YITy die HUIO
37es5a OeaTeJIbHOCTHU
5.2 43) Yro kacaeTcsg JaHHOTO 5 He Tpebywnrcsa
NIyHKTa, Hall npouecc

Jrydiie JII060T0 OpyIroro
InIponecca B MUpe

5.2 4a) YTo KxacaeTcd OaHHOTO 1 Heobxongmumo
IIyHKTa, VY Hac HeT pazpaborarse
CHICTEMEL COOTBeTCTByDMMﬁ
npoliecc.
OTBEeTCTBEHHBM u
CPOKM?
CaMoolleHKa MOXeT MCIIOJIb30BATHCH ns3bupaTesbHO UCXOonosa u3
norpebHOCTEM oOpTraHMszauum. OnuH infedib dodit TOIEeH OJ1st OCyUEeCTBJIEHUS
CaMOOIlIeHKM Ha MHIMBUIOYAJIBHOY OCHOBE IJIS BCEeM WM YacCTHu CUCTEMEI

MEeHeIIXXMeHTa KadecCcTBa UM 3aTeM IIJi4d peajim3alluM YJIydlleHUA, ,prl"oﬁ nmonoxono -
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OJI1 MHOTONPOQWMIIBHOM TPYHNNHE PabOTHUKOB, OCYLECTBJAKIEN CaMOOLEHKY BCeM
MM YacTU CMCTEMBl MEHeIXMEHTa KadecTea, 3a KOTOpoM’ rnocjyienosanm Okl
PacCMOTpPEeHME M aHaJM3 CO CTOPOHEl I'PYIIIE, 3aTeM OOCTWXeHMEe KOHCEHCycCa IO
YCTAaHOBKE IIPUOPUTETOB YJIy4YlleHMS M I[IJIaHaM »OEeWCTBUM. PesysibTaTMBHOE U
50beKTMBHOE NPMMEHEeHMe CaMOOLIeHKM B OpTaHM3aluM 3aBUCUT TOJIBKO OT
TBOPYECKOTO BOOOPaXeHMUsa M M300peTaTeJbHOCTM COTPYIHMKOB OpraHM3auuyu,
3aMHTEPECOBaHHEIX B HOOCTMXEHMM COBEPIIEHCTBA.

A.5 CeBaABbp MexAy NOTEeHUMaNILHEMKM NpPpeMMylleCTBaMM OT npuMeHeHust MCO 9004 m
CaMOOLIeHKN

MMeeTCcda MHOTO Pa3JIMYHEIX Criocobor njga IIPVMHATHMA peleHrd O TOM, KaKue
OenCcTBUA criegyeT INpedllPMHATBE B pe3yJibTaTe CaMOOLIEHKU. OnHVM M3 NOOXOIOB

ABJIIETCS pPaCCMOTPEHUEe BBIXOJHBIX IAHHBIX CaMOOLIeHKM COBMECTHO C
NOTEHUMAJIbHEIMY KJIIOUEBBIMM I[IpPeUMylleCTBaMM, KOTOPBE MOXHO MNOJIYUYUTE OT
CcTabuJIbHOM CUCTEMBl MeHeIXMeHTa KauecTBa. TakoM IIOIOXOX [IO3BOJINJT OBL

opTraHM3alUuy ONPeleJIUThL UM MHULIMMPOBATH IIPOEKTH I[I0 YJIYUIIEeHMI, KOTOPHE,
BepoaTHO, obecrneumyu OB HauboJiee OJIATONPUATHHE Pe3yJIbTaThH MCXOISA U3 ee
IIPUOPUTETHHX IoTpebHOoCTeM. [a yIdoOCTBa NPMMEHEHMS TaKOT'O IOoAXOoIda HMXe
IPUBOOSATCS MNPUMEPH IMOTEHUMAJIbHEIX [IPEMMYIECTB, CBS3aHHBIX C BOIpoCcCaMmwy,
IpUBEeIEeHHBEIMM B pas3nejie A.3, U OTHOCAIMXCS K OTIEJIbHEIM I[IoJpa3aejiaMm
HACTOAMETO CTaHOapTa. OTUM NPUMEPH MOXHO MCIIOJIB30BATh KakK TOUKY OTCUeTa
IpM COCTaBJIEHUM IIepeudHs, [IOOXOIAmero IJig opraHuszaumm. Himxe nawoTcsa
IPYMEPE MTOTEHUMAJIBHEX [IPeUMyIeCTB .

1. MeHemxMeHT cucTeM M npoueccor (4.1)

ObecneuMBaeT CUCTEMATHMYECKMM M HATDJIAIOHEM CHOCOO PYKOBOAOCTBA U
yIpaBpJieHUss OopTaHMBalMelr, KOTopas NOCTOSHHO YJIyUllaeT CBOK HOesATEeJIbHOCTH.

2. IoxymeHTauusa (4.2)

ObecrnieumBaeT nHOOPMAaLMIO n IOOIOJIHUTEJIbHEIE CBeIeHus e}
PE3YIIbTATUBHOCTU U 5OOPEKTUBHOCTU CUCTEMH MeHEeXMeHTa KadecTBa.

3. OTBeTCTBEHHOCTL PYyKOBOICTBa. OOmme pexomMeHmaumm (5.1)

ObecneumBaeT COIJIaCOBaHHOE u HarJgagHoe BOBJIEUEHUE BEICUIET'O
PYKOBOICTBA .

4. IMoTpeBHOCTU UM OXUIAHUS 3BaMHTEPECOBAHHHEIX CTOPOH (5.2)

ObecneunBaeT cOaJlaHCMPOBAHHOE PpPacCMOTPEeHMEe B paMKax CUCTEMEL

MeHeIXMeHTa KadecTBa [IOTpeOHOCTeM UM OXMIaHMM BCeX BaMHTepeCOBaHHHX
CTOPOH C LEeJIbI0 CO3IaHMUA PEe3yJIbTaTUBHOM U 20OEeKTUBHOM CUCTEMH.

5. Tlosmmrmxka B objacTm kauecTBa (5.3)

ObecrneuMBaEeT NOHATHOCTB NOTPEOHOCTENM BCEX BaMHTEPECOBAHHEIX CTOPOH
M HallpaBJIEHME OEATEJIBHOCTU BCEN opraHmsauuy, IHIpmMBOIAllee K OUYeBVIOHBIM )zt
OXMIOAEMEIM PE3YJILTATaM.

6. IlnaumpoBanme (5.4)

[lepeBOOUT MHNOJIUTUKY B 0OOJIaCTM KadveCTBa B U3MepseMble Lejy U IIJIaHB
oyisa obecrnedueHus UYeTKOM QOKYCHMPOBKM Ha BaXHHX ydacTKax BCEM opTlaHM3aluM.

CrnocoBCcTBYyeT MBBJIEUEHMI0O YPOKOB M3 IIPOIJIOIO OIBITA .

7. OTBETCTBEHHOCTb, OJIHOMOUMS U oOMeH uHOopMaumerm (5.5)

ObecrneurBaeT COIJIACOBAHHEM U BCeOOBEeMJIOLMUN IOOXOL BO BCeU
opraHm3alUuy U [POLACHSEeT PpPOoJiM, OTBETCTBEHHOCTL U CBA3U co BCeMU
3aMHTEPECOBAHHEMM CTOPOHAMMA .

8. AHaIM3 CO CTOPOHH pyKoBoZIcCTBa (5.6)

BoriekaeT BEHICIIEE PYKOBOIOCTBO B YIIydlueHre CHUCTEMEL MeHeIIXMEHTA
KayecTBa.

IaeT OLEHKY BHIIOJIHEHUS IIJIAHOB U onpemesyseT COOTBETCTBYIIIME
OEeVICTBUSA 10 YJIYUIIEeHUIO.

9. MeHemxMeHT pecypcoB. Of0mme pexoMeHmauum (6.1)

ObecrnieumBaEeT HaJmdame aleKBaTHHX pecypcosB (paboTHUKM,
MHPpacTpyKTypa, [IPpOU3BOICTBEHHAad cpena, uHOopmMauuda, IIOCTAaBUMKM U
[IapTHEPE, MNOPpUMPOIOHEIE U (QMHAHCOBEHE pPeCypCH) OJ4 OOCTWXEHMA LeJyieln
opraHm3alunn.

10. PabBoruuku (6.2)

ObecrneumBaeT Jlydllee I[IOHMMaHMe POJIM, OTBETCTBEHHOCTH, uejiem u
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[IOBHIIAET BOBJIeUeHMEe PabOTHUKOB Ha BCeX YPOBHAX opraHmM3auuy g
OOCTUXEHUS LeJieM yJIyulleHUs NeSTeJIbHOCTU.

[IoompseT NpM3HAHUE UM BO3HATPaXIeHUE.

IpemmymecTra 11, 12, 13 m 15, cBs3aHHHEe C UHOpacTpykTypom (6.3),
IPOMBBOIACTBEHHOM cpelon (6.4), mHbopMaumen (6.5) M OPUPOIHEIMU PecypcaMu
(6.7)

ObecneumBamwT sbbexTMBHOE MCIIOJIE30BaHME PEeCYpPCOB, KpoMe
YeJIOBEUEeCKUX .

ComeMCTBYIOT IIOHMMAaHMIO OTPAHMUEHUM M BO3MOXHOCTEeM IJjid oOecleueHUs
OOCTUMXVMOCTHM LeJIel M OCYWEeCTBMMOCTM IIJIaHOB.

HyMepaLU/IFI IIYHKTOB IIPMBOIOIMTCHA B COOTBETCTBUM C MCTOYUYHMKOM

14. IocTaBUMKM U [IapTHEPH (6.6)

[lponaraHOypyeT OTHOWEHUS I[apTHEePCTBa C I[IOCTaBIMKAMM U OPYIUMU
opraHM3alUVAaAMM OJIS B3AaMMHOM BEIT'OIH.

16. OmHAHCOBEIE pPecypcH (6.8)

ObecrieuyBaeT Jyullee IIOHVMMaHME B3aMMOCBA3U MEXIY 3aTpaTaMu u
BHITOaMMU .

[loompsaeT yJydlleHVe, HallpaBJIEHHOe Ha pel3yJibTaTMBHOe U »>bOeKTUBHOE
IOCTWXEeHMe leJiel opTaHu3aluM.

17. IlpouecCh XM3HEHHOT'O LUMKJIa Nponmykumum. OOmme pexoMeHmaumm (7.1)

ComevicTByeT paszpaboTke olepauumn opTraHu3auun oJis IOCTWXEeHUS
XeJIaeMEIX Pes3yJIETaTOB.

18. Ilpoueccr, CBSA3aHHEE C BaMHTEPECOBAHHBIMM CTOpoHaMu (7.2)

ObecrneurBaeT MEHEIXMEHT PeCypCOB U IOedaTeJIbHOCTM KakK IIPOLEeCCOB.

ObecneunBaeT, 4YTOOB NOTPEOHOCTM M OXMIOAHMA BCEeX 3BaMHTEPEeCOBAHHBIX
CTOPOH OBUIM IOHSATHE BO BCEM OpPTaHMB3aLUU.

19. IpoexTupoBaHMe M paspadborxka (7.3)

ObecrieurBaeT CO3IOaHME IIPOLIECCOB IMNPOEKTUPOBAHUSA U pa3paboTKy, UTOOH
pPe3yabTaTUBHO U 20bexTMBHO pearupoBaTh Ha NOOTPeOHOCTM U OXUIAHUS
noTpedbuTresiel U IPYI'MX 3BaMHTEPECOBAHHHIX CTOPOH.

20. Bakynkm (7.4)

ObecrneuMBaeT COOTBETCTBME I[NOCTABIMKOB I[IOJIUTUKE UM LeJIIM OpIraHMU3alUM
B OOJIaCTM KadecTBa.

21. Onepauumn 0O HNPOM3BOACTBY M OOCIHIyXmMBaHMIO (7.5)

ObecrneurBaeT yCTOMUMBYI YIOOBJIETBOPEHHOCTL IIOTPebMTEeJIeM NOCPenCTBOM
NPOM3BOLACTBA MNPONYKLUMM, MIPEeNOCTAaBJIEHMS YCIAYyT U IIOOOEPXKM, OTBeUalIMX
NOTPEOHOCTAM M OXMIOAHUAM NOTPeOUTENEN.

22 . YnpaBJieHME YyCTPOMCTBaMM IJiS MOHUTOPMHIA U M3MepeHUM (7.6)

ObecneumMBaeT TOUHOCTBL IOAHHEIX IOJI9 aHalM3a.

23. VBmMepeHMe, aHaJIM3 U yiydmeHue. OOmme pekoMeHmaumm (8.1)

ObecneurBaeT pes3yabTaTubHEEe U 350OexTMBHBEIE WM3MEPEeHUHd, cbop u
BaJIMOALMIO HOAaHHBIX IJIS YJIYUIIEHUS .

24. VsMepeHMEe M MOHUTOPMHI (8.2)

ObecrnieuMBaeT yIpaBJIeHME MeTOoIaMM MU3MEePpeHMUS M MOHUTOPMHI'A IIPOLEeCCOB
¥ NPOOYyKLUU.

25. YnpapJjieHUe HecooTBeTCTBUAMU (8.3)

ObecneumBaeT PEe3yJIbTaTMBHOE yCTpaHeHM e HECOOTBETCTBUN,
BCTPETUBIMXCS B NPOOYKLUUM ¥ Ipolleccax.

26. AHaJIM3 OaHHHEX (8.4)

ObecrnieurBaeT NPUHATHE pPelleHMM, OCHOBAHHBEIX Ha GaKTax.

27 . Ynyumenmue (8.5)

[IoBHIIAET PE3YJBTATUBHOCTE ¥ 5bGeKTUMBHOCTL OPTaHM3ALUM.

CocpenoTounBaeT YyCUJIMA Ha NPenylpexIeHUM U YIIYyUJlleHUU UCXOOsa U3
TEeHIOEeHLIUN .

MCO 9004:2000 CmcTeMsl MeHeOXMEeHTAa KadYecTBa. PeKOMeHJauMM II0 YJIydleHMI0
OesiTeJILHOCTU
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I[lpunoxenmue B
(cnpaBouHOe)

[Ipomecc MNOCTOSIHHOT'O YJydlIeHUST

CTpaTerMyeckoy LeJiblo OpTraHM3aluM ABJIAETCHS I[IOCTOSAHHOEe YJIYyUlleHUe
OIPOLIECCOB HOJIS COBEPUEHCTBOBAHUSA HOEeATEJIBHOCTM OpraHM3aluuM UM obecledeHud
BEIITOIIEL €€ BaMHTEPECOBAHHBEIM CTOPOHAaM.

ViMelTCHa IOBa OCHOBHEIX [NOOXOIa K IMPOBEHNEHMIO I[NOCTOSHHOTO YJIYyUYUIEHUS
IPOLEeCCOB :

a) I[POEeKTH [pOoOpHEBa, BenoylmMe MWIM K [IepecMOTpy 171 YITydle HMIO
CYWEeCTRYKRIMX IIPOLECCOB, WM BHEIPEHMIO HOBBIX [IPOLIECCOB; KakK NOpaBUIJIO, UX
OCYWEeCTBJIANT MHOTONPOOMIILHEIE TPYIMIE BHE OOBYUHOM HOeSATeJIbHOCTH;

b) medTelpHOCTHL IO NODTAINHOMY I[NOCTOSHHOMY VYJYYIIEHMIO, [IPOBOIMMASNA
paboTHMKAMM B paMKaxX CYWEeCTBYIIMX IPOLECCOB.

[IpOeKTE MNPOPBEIBa OOBIUHO COIEepXaT I[IepPelpOeKTUPOBAHME CyLEeCTBYIINX
IPOLIECCOB M BKJIOUAIT :

- onpegnejyieHMe lieJie¥ UM KpaTKOoe OIlMCaHMe IMPOoeKTa I10 YJIYUIeHUo;

- aHaimM3 cylecTByllero npoiuecca ("rTaxkoro xak ecTb" npolecca) u
BOBMOXHOCTENV peaiM3aluy M3MEeHEeHUS;

— omnpenejieHMe U IIJIaHMPOBAaHME YJIyUUIEHMSI IIpollecca;

— BHeIOpEeHMEe YJIydlleHUS;

- BepMOMKALMIO M BaJdMIOALMIO yJIYUIIeHMSA Opollecca;

— OLIEHKY IOOCTUIHYTOTIO YJIy4YlleHMS, BKJIOUYAS M3BJIEUEHHBE YPOKM.

[IpOeKTH NPOPBBA YIPABJAKNTCH PE3YJIBTATUBHEM M 30PEeKTUMBHBEIM CIOCOOOM,
VCIIOJIb3YIMM METONE MeHeIXMeHTa IIpoekTa. llocjie BHeCeHMS M3MEHEHMS HOBHIM
IJIaH [OPOeKTa CJYyXUT OCHOBOM IIOCTOSHHOI'O MEHeIDXMeHTa IIpolecca.

PaboOTHUKM OpTraHU3alMM SABJISITCHS JIYUUMMM [IOCTaBUMKAMU unem o
INOCTOSAHHOMY YJIYUIIEHMIO HNPOLIECCOB UM YacCTO MNIPMHMMAKLT ydacTue B paboumx
rpynnax. JesaTeJIbHOCTBI IO [NODTANHOMY [NOCTOSHHOMY VYIIYYIIEHMIO [IPOLEeCCOB

crlenyeT yNpaBJATb, UYTOOH IOHVMATH ee IOCJenCTBUS . BOBJIEUEHHEIX
PaboOTHMKOB OpPTaHMU3aLUn Hamo HAOeJIUTh [TOJTHOMOUM MU, TeXHUUECKOM
NONNEPXKOM ¥ HeOOXOOVMEMM pecypcamMu IJjid M3MeHEeHU, CBS3aHHEIX C
YIIYUIIeHUEM .

[IocTOAHHOE YyJydlleHMe IIPpU [IOMOWM JIOOTO M3 OBYX YKA3aHHEX METOLOB
BKJIIOUaeT B cebsa:

a) NpUYUMHY yJydlleHus - OpobJemy Ipollecca CcJenyeT OnpenesinTb, a
obJjlacTb IJig YJydlleHMS BHOPATh, yKaszakR Ha NPUUMHY pPaO®OTE HaX HEM;

b) dakTuueckyw CUTyalLUMio - HaIO OLEHUTH Pe3yJbTAaTUBHOCTL U
50PeKTMBHOCTE CyHMECTBYyKIETro npolecca. CobepuTe M NPOoaHaNIM3UPYyWTE NOaHHEE
IOJIs BEBEIABJIEHUS TUIIOB NpoOJyieM, KOTOpPHE dYalle BCero BO3HMKAKT. Brbepure
KOHKPETHY NpoOJeMy M NOCTAaBbTEe 3alady [0 YJIYy4UEeHUO;

C) aHaIMsz - CcJjenyeT OIpelesiUMTh UM IPOBEPUTH NEPBOIPUYMHY OPOOJIEMEL;

d) mpeHTHMOMKALMIO BO3MOXHBEIX pPeEUEeHMM - MCCJAeOyUTe aJibTepPHaTUBHERE
peweHMrsa. HeobxommMo BHOpPATh M BHEIPMTH Jiydllee peleHue, T.e. Takoe,
KOTOpOEe YCTPaHUT NEePBONPUUMHEL NOPOOJIEMH M [OPeIOTBPATUT €€ I[IOBTOPHOEe
BO3HMKHOBEHUE;

€) OlleHKY IIOCJIeNCTBUM - CJjleOyeT NOATBepIuTb, UYTO IpobjeMa un ee
IEePBONPUUMHE YCTPAaHEHE WM WX BO3IEUCTBMSA YMEHBIIEHBE, UYTO pPelleHue
cpaboTajio M 3amada 10 YJYy4lleHMIO BEIIOJIHEHA;

f) BHeIpeHMe M CTAHIAPTM3ALMIO HOBOT'O PEleHUs - HeoOXOoOMMO B3aMeHMUTHb
CTapBM OPOLEeCC Ha VYJYYlLleHHHBM, TaKuM ofOpa3oM [NpeloTBpallas IIOBTOPHOE
BOBHMKHOBEHME TIPOBJIEMH U €& MNEePBONPUUNH;

I) OLEHKYy pe3yJlbTaTUMBHOCTM U 20beKTMBHOCTHU npoluecca I[ocje
3aBeplieHns OeMCTBUM [0 YJIYUIIEHUID - Pes3yJIbTATUBHOCTLE U 30QeKTUMBHOCTDL
IpoeKkTa [0 YJIYydUIeHMIO CJeAyeT OLEHUTb M pPacCMOTPEThb IpUMEHEH e €TI0
pemeHus eme Tne-HUOYINbL B OpIraHU3alUM.

[Ipouecc YIIy4le U A IIOBTOPSAETCH IPVMEHUTEJIEHO K OCTAaIMUMC g

npobJyieMaM, a TaKxe pas3paboTke LeJield M NPUMHATHUIO PElleHMM IO OaJlbHelleMy
YIIy4lUIeHUI0 IIpollecca.
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Ing CcomeycTBMSA BOBJIEUEHUIO u OCBEIOMJIEHHOCTHU PaboOTHUKOB O
IesdaTeNbHOCTM 10 YJYUIEeHMI0 PYKOBOICTBY CJIeNyeT paccMaTpMBaTb Takye Mephl,
KakK:

- dopMmpoOBaHMEe HeDOJBUMX TI'PYII C BHOOPOM JIMAEPOB CaMMMM I'PYyINaMu;

- paspemeHye paboTHMKAM yHPaBJIATE pabouuM NPOCTPAHCTBOM M YJIydlaThb
ero;

- MOBHIIEHME 3HAaHWUM, HAKOIUJIEHME OIETa M COBEPUEHCTBOBAHME HABEKOB
PabOTHMKOB KaK YacTu oOBmel »eaTeJIbHOCTM OpTaHMB3aUuMM IO MEHEIXMEHTY
KadyecTRBa.

Mpuaoxenne C
(cmpaBouHoe€)

Ceenenns

0 COOTBETCTBUHU HAIIUOHAJBHBIX CTAHAAPTOB Poccuiickoi (I)e)lepamm CCHIIOYHBIM MEKAYHAPOAHBIM

(permoHaJIbHBIM) CTAHAAPTAM

OBbosHaueHue OBbosHaueHue u HauMeHOBaHMe COOTBETCTBYKIET O
CCBIJIOUHOT'O HallMOHAJILHOTO CTaHzmapTa Poccutickon denepalum
MEXIYHAPOIHOTO

cTaHmapTa

MCO 9000:2000 T'OCT P MCO 9000-2001 CumcTemMmH MeHeIXMEeHTa KauecTBa.

OCHOBHEIE T[IOJIOXEHUSA U CJIOBApPhb

MCO 9001:2000 T'OCT P MCO 9001-2001 CumcrTembl MeHeIXMEeHTa KauecTBa.
TpeboBaHMA
MCO 9004:2000 T'OCT P MCO 9004-2001 Cumcremsl MEeHeIXMEHTa KauecTBa.

PexoMeHmauum 1o VIIYUIIEHNIO ITeATEJIBHOCTU

NCoO 10007:2003 *

NCO 10012:2003 *

MCO/TO 10013:2001 *

MCO 19011:2002 I'OCT P MCO 19011-2003 Pyxkxopoznmgamme yKasaHusg TI0
ayIouTy CUCTEeM MEeHeIXMEeHTa KadecTBa U/UiIM CUCTEM
SKOJIOTUMUYECKOTO MEeHEeIKMEeHTAa

* COOTBETCTBYUMM HALMOHAJIBHEIM CTAHOAPT OTCYTCTBYyeT. IO €TI0 yTBEepPXIEHUS
PEKOMeHIOyeTCs MCIIOJIb30BATH nepeBon Ha PYCCKUM S3BIK TAHHOT'O
MEeXIOYHAPOOHOT'O CTaHImapTa. IllepeBol IOaHHOT'O MEeXIOYHapOIOHOI'O CTaHIapTa
Haxomurcsa B denmepasibHOM MHOOPMALMOHHOM QOHINE TEeXHMUECKUX PEeIJIaMEeHTOB U
CTaHOAPTOB.
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