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NMpeaucnoBue

ISO (MexayHapoaHasi opraHusauunsa no ctaHgapTM3aLlmm) aBnseTcs BceMMpHon deaepaumnen HaumoHanbHbIX
opraHusaumi no craHgapTu3auumn (KomutetoB-uneHoB ISO). PaspaboTka mexayHapogHbIX CTaHAapTOB
0ObIYHO OCyLLecTBRSAeTCA TeXHUYeckumMn komuteTamm I1SO. Kaxablii KOMUTET-UrneH, 3aMHTepecoBaHHbIN B
OeATenbHOCTW, ANs KOTOPOW CO30aH TEXHUYECKUA KOMWUTET, MMeeT npaBo ObiTb NpeAcTaBEeHHbIM B 9TOM
komuteTe. MexayHapoaHble npaBUTENbCTBEHHBIE N HEMPaBUTENbCTBEHHbIE OpraHM3auumn, MetoLLmne CBA3N C
ISO, Takke npuHMMatoT ydacTue B paboTax. Yto kacaeTcs cTaHgapTM3aumMmM B 06nacTu anekTpoTexHuky, 1SO
paboTaeT B TECHOM COTpyaHMYecTBe ¢ MexayHapoaHOoW anekTpoTexHnyeckon kommcenein (IEC).

Mpouenypbl, NPUMEHEHHbIE ANS Pa3paboTKM 3TOro AOKYMEHTa M npefHasHavYeHHble ANns ero garnbHenLero
noggepxanusi, npumeegeHol B Yactm 1 [OupektnB ISO/IEC. OcobeHHO cnegyeT OTMETUTb pasnnyHble
KpuTepun opobpeHus, Heobxoaumble ANS pasfU4YHbIX TUNOB AOKYMEHTOB ISO. OTOT AO0KYMEHT 6bin
MOAroTOBNEH B  COOTBETCTBUM C npasBunamu  pegaktmposaHma Yactm 2 [Oupektus  ISO/IEC
(cm. www.iso.org/directives).

CnegyeT umeTb B BMAY, YTO HEKOTOPbIE 3fIEMEHTbl HACTOSALWEro MexayHapoAHOro ctaHgapta MoryT ObiTb
00BbEeKTOM naTeHTHbIX npaB. ISO He 6epeT Ha cebst OTBETCTBEHHOCTb 3a MAEHTUMMKALMNIO Kakoro-nnmbo unu
BCEX TaKMX MaTeHTHbIX npaB. [1ogpoBGHOCTM MaTEHTHbLIX NpaB, ONpeferneHHbIX BO BpeMsi pa3paboTku 3Toro
OOKYMeHTa npvBedeHbl BO BBEOEHMM WM B MepeyHe nonydeHHblx SO naTeHTHbIX Aeknapauumn
(cm. www.iso.org/patents).

JliobBas TOproead Mapka, UCnoJib30BaHHaA B 3TOM [OJOKYMEHTE, ABJIAETCA MHd)OpMaLlMeVI, HpMBeﬂeHHOVI ana
yﬂ,06CTBa norib3oBaTenien, u He ABnseTcd FIOLI,,CI,Gp)KKOVI.

Ons obObsAcHeHUs 3HaveHus cneunduyecknx TepMUHOB [SO © BbIPaXEHWUA, OTHOCALLMXCA K OLEHKe
COOTBETCTBMS, @ TaKKe N0 MHPOPMAaLIMN OTHOCUTENBHO MPUBEPXKEHHOCTU ISO cornalleHnto N0 TEXHUYECKUM
b6apbepam B Toproene BcemupHown Toproson Opranusauum (BTO) cm. www.iso.org/iso/foreword.htm.

MexayHapogHbin ctangapT ISO 9001 6bin paspabotaH TexHudeckum komuTteToM ISO/TC 176 MeHedxmeHm
kayecmea u obecrnevyeHue kadyecmea, [Nookomumem 1K 2 Cucmemsbl Kadyecmasa.

Hactosiwee nATtoe u3gaHve OTMeHsieT U 3amMeHsieT JeTtBeptoe usgadHue (ISO 9001:2008), koTopoe
NepecMOTPEHO MOCPEACTBOM TMPUHATUS M3MEHEHHOW MNOCINEeAOBATENBHOCTM MYHKTOB, MNEPECMOTPEHHbIX
MPUHLMMNOB MEHEXXMEHTa KayecTBa W HOBbIX KOHLUenuui. OHO Takke OTMEHSIET U 3aMeHsIeT TexXHUYECKyHo
nonpasky ISO 9001:2008/Cor.1:2009.

© I1SO 2015 - Bce npaBa coxpaHsaTCs Y
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BBeneHue

0.1 O6wue nonoxeHus

MpuMeHeHNe cucTeMbl MEHEeOXXMeHTa kayecTBa SIBNSIETCA CTpaTerMyeckum peLleHueM Ans opraHvsauuu,
KOTOPOE MOXET MOMOYb YNyuYluTb pesynbTaTbl ee AeATenbHOCTU U obecneynTb MPO4YHY OCHOBY ANS
WHULMATUB, OPUEHTUPOBAHHbIX HAa YCTONYMBOE pa3BuUTHE.

lMoTeHunanbHbIMK npenMmyulecteamMmn and opraHmn3auunm ot npuMeHeHnda CUCTEMbl MEeHEePKMEHTa Ka4decCTBa,
OCHOBaHHOW Ha HacTosILLEM CTaHOapTe, ABNAITCA:

a) CcnocobHOCTb CTabunbHO NPeaocTaBNATb NPOAYKUMIO U YCNYrK, KOTOpble yOOBNEeTBOPSAT TpeboBaHus
noTpebutenei n NPUMEHNMbIE 3aKOHOAATENbHbIE U HOPMATVBHLIE NPaBOBble TpebOBaHUS;

b) CO34aHne BO3MOXHOCTEN ANS NOBbILLEHUS yAoOBJIIETBOPEHHOCTA r|0Tpe6|/|Tene|7|;
C) HanpasneHne ycwnvu7| Ha PUCKN N BO3SMOXXHOCTU, CBA3aHHblE CO cpe/J,0|7| n uendamMmm opraHmnsauunm;

d) BO3MOXHOCTb MNPOAEMOHCTPUPOBATbL  COOTBETCTBME  YCTAHOBMEHHbIM  TPebOBaHUSIM  CUCTEMbI
MeHe)XMeHTa kayecTsa.

HacTosaLmit cTaHgapT MOXXET MCMONb30BaTbCA BHYTPEHHUMU U BHELLHUMU CTOPOHAMM.
HacTtosAwuin ctaHaapT He npeanonaraeT HE06X0AUMOCTb:

— enuHoobpasunsa B CTPYKTYpe pasnuyHbIX CUCTEM MeHeOXXMeHTa KayecTBa;

— cornacoBaHusi JOKYMEHTaLMM CO CTPYKTYPOI pasaenos HacToALWEro ctaHaapTa;

—  UCMOMb30BaHNUA creumanbHOM TEPMUHOMOMMIN HACTOALLEro CTaHAapTa B paMKax opraHu3aumu.

Tpe6OBava K CuncrteMmamMm MeHep)KMeHTa KadeCTBa, YCTaHOBJI€HHble HaCTOAWMM CTaHOApPTOM, ABIAKTCA
AONOJNTHUTENTIbHbIMU K TpeGOBaHVIFIM K npoaykumn n ycnyram.

B HacToswem cTtaHgapTe NpMMEHEH NpouecCHbIN NOAXOA, KOTOpbIA BKtoYaeT umkn «Mnanupyn — Oenan —
Mposepsan — Oencteyin» (PDCA), 1 pUCK-OPUEHTUPOBAHHOE MbILUfIEHUE.

npOLI,eCCHbIVI noaxoa no3BondeT opraHn3aunm nnaHnpoBaTb CBOU NMpouecchbl U Ux B3aMMOLENCTBME.

Peanuzaunsa umkna PDCA no3BonsieT opraHusaumm obecneynTb ee NpoLeccbl HeoGXoanMbIMU pecypcamu,
OCYLLECTBMIATb UX MEHeI)KMEHT, onpeaensiTe U peann3oBbiBaTb BO3MOXHOCTU ANS YNYYLLEHUS.

Puck-opMeHTUpoBaHHOE MbILUMIEHNE MO3BOMSET OpraHusauun onpefensatb QakTopbl, KOTopble MOryT
NPUBECTU K OTKNOHEHWIO OT 3arnsfaHMpoBaHHbIX Pe3ynbLTaToB MPOLLECCOB U CUCTEMbI MEHE)KMEHTa KayecTBa
opraHusaumu, a TaKKe MWCMonb3oBaTh npegynpexjallme cpeacrsa yrnpasneHus AN MUHUMMU3aLUu
HeraTMBHbIX MOCNEACTBUIA U MAaKCMMarbHOIO MCMOMb30BaHWs BO3HMKAOLWMUX BO3MOXHOCTEN (A.4).

[MoCTOsIHHOE BLINOMHEHNE TPebOoBaHUA N yveT OyayLmx NOoTpebHOCTEN N OXNOAaHUA B YCroBUSAX Bce bonee
OVNHaMWYHOW M CINOXHOW cpefpbl CTaBUT Neped OopraHusauuven crnoxHble 3agadu. [ns pelweHus aTux 3agad
opraHusauus morna ©Obl nocumMTatb HeobXoOUMbIM UCMOMb30BaTb pPasnuMyHble (QOPMbl  YIy4yllEHUS B
JOMONHEHME K KOPPEKLUMU W MOCTOSAHHOMY YNy4lleHWI0, HanpuMep, Takme Kak MpOpPbIBHOE W3MEHEHWE,
WHHOBALMSA N peopraHusaLms.

B HacToswem cTaHgapTe NCNOMb3YTCA CriegyroLme rnarorbHble opMbl:

—  «JOMmKHa» ykasblBaeT Ha TpeboBaHue;

Vi © ISO 2015 - Bce npaBa coxpaHsoTcs
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— «cnegyeT» ykasblBaeT Ha PEKOMEHAALMIO;
— «MOrno 6bl» ykasblBaeT Ha paspeLleHue;
— «MOXeT» yKa3blBaeT Ha CNOCOBHOCTb UM BO3MOXHOCTb.

NHbopmauus, ob6o3HaveHHas kak «[prvmeyaHne», HOCUT XxapakTep PYKOBOASALMX yKasaHWi Ans NOHUMaHUs
UMK pasbsiCHEHNs1 COOTBETCTBYIOLLErO TpebGoBaHUs.

0.2 MpuHUMNBbI MeHegXXMeHTa KayecTBa

HacTtoawuin ctTaHgapT OCHOBaH Ha MpUHUMNAX MeHemXMEeHTa KayecTBa, onucaHHbix B 1ISO 9000. OnucaHue
BKMoYaeT opMynNmMpPOBKY KaXaoro npuHumna n oboCHOBaHUE, NOYeMy NPUHLMM BaXeH ANA opraHusauum, a
TaKKke HEKOTOopble NPUMEpPbI NPEUMYLLECTB, CBA3AHHbLIX C MPUHUMMAOM, U NPUMEpPbI TUMWYHbLIX AENCTBUN NO
YNYYLIEHUIO pe3ynbTaToB AeATENbHOCTM OpraHm3aunm npu npUMeHeHnn NpuHUmuna.

MpuHUKMNBI MEHeAXKMEHTa KayecTBa:

— OpWeHTauusi Ha noTpebduTens;

— TIMAEepCTBO;

— B3auMmoaeuncTBue naen;

— MpPOLECCHbIN NOAXO0A;

— ynyyuweHue;

— MNPWHSTME PELLUEHUN, OCHOBAHHbIX HA CBUAETENbCTBAX;

— MEHEeKMEHT B3aMOOTHOLLEHWUNA.

0.3 MpoueccHbI noaxon

0.3.1 OO6ume nonoxeHusn

Hactoswun ctaHgapT HanpaeneH Ha NPUMEHEHUEe «MNpPOLLEeCCHOro noaxoga» npu paspaboTtke, BHeOPEHUN U
YNy4LLEHUN Pe3yNbTaTMBHOCTU CUCTEMblI MEHEKMEHTA KayeCTBa B LiEMsiX MOBbILEHUSA yOOBNETBOPEHHOCTH
noTpebutenen nytem BbINOMHEHUs ux TpeboBaHUN. KOHKpeTHble TpeboBaHUA, NPU3HaHHbIE BaXKHbIMU A5
BHeJpeHUs1 NPoLLeCCHOro Noaxona, BKIYeHbl B nogpasgen 4.4.

MoHUMaHe n MeHeKMEHT B3aMMOCBS3aHHbIX NPOLIECCOB Kak CUCTEMbI CMOCOOCTBYET pe3ynbTaTUBHOCTU U
a(ppekTMBHOCTM oOpraHmsaumMm B [JOCTWXKEHUW HaMeYeHHbIX pe3ynbTatoB. JTOT noaxod no3BonseT
opraHusaumm ynpaenaTb B3aMMOCBSA3SMU M B3aMMO3aBUCUMOCTSIMU MeXAy MpoLeccaMu CUCTEMbI, Tak YTO
obLme pesynbTaTthl 4EATENBHOCTM OpraHn3aumm MoryT 6biTb yNyyLleHbI.

MpoueccHbIi Noaxon BkNO4YaeT B cebs cuctematvyeckoe onpeaerneHve M MEeHeKMEHT MpoLecCoB U Ux
B3aMMOJENCTBMSA Takum 06pasom, YTOObl AOCTUraTb HAMEYEHHbIX Pe3yrnbTaToB B COOTBETCTBMMU C NOSIUTUKOM
B obracTu kayecTBa U cTpaTerMyeckMM HanpasfieHMeM opraHudauun. MeHeoKMeHT MpoLecCcoB U CUCTEMbI
KaKk eOuMHOro Lenoro MoXeT AoCTuratbCsl npu ucnonb3oBaHuy uukna PDCA (0.3.2) coBMeCTHO C 0COObIM
BHUMaHWEM K PUCK-OPUEHTUPOBAHHOMY MblrieHuto (0.3.3), HaueneHHbIX Ha UCMOoNb30BaHMe BO3MOXHOCTEWN
W NpefoTBpaLlleHne HexernaTenbHbIX pe3ynbTaToB.

MpumeHeHne npoueccHoro noaxoaa B CUCTEME MEHEAKMEHTA KayecTBa NO3BOSISET:

a) MOHMMAaTb M MOCTOSIHHO BLIMOMHATL TPeOOBaHUS;

b) paccmaTpmBaTb NpoLEecChl C TOUYKM 3peHus JobaBNeHNss UMU LLEHHOCTH;

C) 0OCTUraTb pesynbTaTnuBHOIO (byHKLI,VIOHI/IpOBaHVIFl npoLueccos;
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d) ynydwaTb NPOLECCHl HA OCHOBE OLIEHNBAHWS AaHHbIX U MHGOpPMaLuK.

PucyHok 1 maeT cxematuyHoe mM3obpaxeHue Moboro npouecca M UNMCTPUPYeT B3aUMOCBA3b 3NEMEHTOB
npouecca. KOHTpOnbHbIE TOYKM MOHUTOPUHIrA M U3MEPEHUs, HeoBGXoaMMble AN YNpaBreHusi, ABNATCS
cneunUyeckMMn Ans KaOoro npouecca v 6yayT BapbUpoBaTbCA B 3aBUMCMMOCTM OT COOTBETCTBYHOLLMX
PVICKOB.

|[_ Touka _‘ :—_ To:x;__}
L _OKoHuaHua |
T

|
MCTOYHUKM BXOAOB Bxoap! Bbixoap! Monyyarenu BbIXO40B
|
| | |
| | | i I i ! !
I I I | | I i i
| nPEABIAYIWVE | | maTEPKIS, | | MATEPVS, | | NOCNEAYIOWWE |
I nPoLiECCHI | | 3HEPTYIS, | | OHEPTUS, | | MPOLIECCHI, |
| Hanpumep, NocTaBLuKa | | UHOOPMALINA, | | NHOOPMALINA, | | Hanpumep, notpebutens |
| (BHYTpPEHHero unu | | hanpumep, & hopme | | Hanpumep, 8 opme | | (BHyTpeHHero unu |
| BHeLLHero), notpebutens, | | marepuanos, | | npoaykumm, yenyrm, | | BHewwHero), Apyrux |
| apyrux coorsercrayiowmx | | pecypcos, | | pewexus | | cooTeTCTBYIOWNX |
I 3anMHTepecoBaHHbIX CTOPOH : I Tpeﬁoaahwﬁ | | : | 3avHTepecoBaHHbIX CTODOH'
|
| i i i | | I |
S, | | 4l | PSR | P P T il

BO3MOXHbIE CPEACTBa ynpasneHms,
a TaKKe KOHTPOMLHBIE TOUKU ANA
MOHUTOPUHIa M U3MEPEHHI
Pe3ynbTaToB AEsTeNnbHOCTH

PucyHok 1 — CxemaTuyHoe n3obpaxeHue 3afieMeHTOB npouecca

0.3.2 Uwukn «MnaHupyn — Oenan — NpoBepsan — JeAcTByn»

Lmkn PDCA moxeT b6biTb NPpUMEHEH KO BCEM Mnpoueccam M K CUCTEME MEHeKMEHTa KadecTBa B LENoM.
PucyHok 2 nnnoctpupyeT kak pasgensl 4 — 10 moryT 6biTb CrpynnmMpoBaHbl B COOTBETCTBUM C Luknom PDCA.

OpraHusauus

n ee cpeja

(4)

Cpeactea
obecneyeHus
(7)
[esTtenbHOCTb

®)

Mnanupyn

OueHka

YA0BNEeTBOPEHHOCTL
notpebutenei

L
Pesynbrathb!
:C% CMK

Tpe6oBaHus MnaHupoBaHue Jlnpepcteo pesynsraToB
norpeéurenen T (6) (5) AeATenbHOCTN F‘-
) 3 \
N
N
_ . ; y Mpoaykuus
/,’ Yy DeiicTayit Mposepsii W yenymm
> o
-
\ ot
MoTpebHocTn
n oxXnaaHua
COOTBETCTBYIOLLUX Ynyylwexuve
3aUHTEpPECOBaHHbIX | (10)

CTOPOH (4) \

NMPUMEYAHUE Lindpbl B ckobkax SBMSIOTCA CCbINIKaMy Ha pasgerbl HacTosILWero craHaapTa.

PucyHok 2 — N3o6paxkeHne CTPYKTYpbl HacTOsILLEero cTaHaapTa B COOTBeTCTBUU € umuknom PDCA
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Linkn PDCA MOXHO KpaTKo onucaTtb Tak:

— TnaHupymn: paspaboTka Uenen cucteMbl WU ee MpoLeccoB, a TaKkKe oOrnpegerieHne pecypcos,
HeobxoauMbIX ONsi JOCTUXEHUS pe3ynbTaToB B COOTBETCTBMM C TpeboBaHMaMM noTpedbutenen u nonmTukon
opraHmMsauun, onpeneneHne n pacCMOTPEHNE PUCKOB 1 BO3MOXHOCTEWN;

— [Oenan: BbINOMHEHUE TOro, YTO ObINO 3aniaHnpoBaHoO;

— MpoBepsAi: MOHUTOPUHT 1 (Tam rOe 3TO NPUMEHUMO) U3MEpPEHMe MpPOLECCOB, MPOAYKUMU U YCRyr B
CpPaBHEHUW C MOMUTUKOW, UensMu, TpeboBaHMSMU W 3anaHUPOBaHHbIMU OEWCTBUSIMU, U COOOLLEHME O
pesynbTartax;

— [encTtByn: NpUHATME MEpP MO YNYYLWEHUIO pe3ynbTaToB AEATENbHOCTM B TOWM CTEMEHWU, HACKOMbKO 3TO
Heobxoaumo.

0.3.3 Puck-opneHTUpOBaHHOE MbILLNEeHUe

Puck-opueHtTupoBaHHoe MblwwneHne (A.4) HeobGXoauMMO ANs [OOCTMXKEHWUS pPe3ynbTaTUBHOCTU CUCTEMbI
MeHeKMeHTa kadecTBa. KoHuenums puck-opueHTMpoBaHHOMO MbILLNIEHMS NoApa3ymeBanach B NpeabiayLei
BEPCMM HACTOSILLEro cTaHhapTa, BKMKOYasi, Hanpumep, BbINOMHEHVE Mpeaynpexgarwmnx AencTBUNn,
HanpaBneHHbIX Ha UCKIOYeHMe NoTeHLNanbHbIX HECOOTBETCTBMI, aHanun3 NobbiX HECOOTBETCTBUN, KOTOPbIE
BO3HMKAIOT, U MPUHATAE Mep MO NpefoTBPAaLLEHWMIO WX MOBTOPEHWS, COOTBETCTBYIOLUMX MOCNeaCTBUSIM
HEeCOOTBETCTBUS.

UTtobbl cooTBeTCTBOBaThL TPpebOBaHWSIM HACTOSILLEro cTaHgapTa opraHmsaumMm Heobxoammo nnaHMpoBaTh U
BHEAPSTb [OENCTBUS, CBSI3aHHblE C pPUCKaMM W BO3MOXHOCTSIMW. HanpaBneHue ycunuim Ha PUCKM U
BO3MOXHOCTW CO034aeT OCHOBY [AJ1 MNOBbIWEHUS] Pe3ynbTaTUBHOCTU CUCTEMbI MEHEeIKMEHTa KadecTBa,
OOCTWXKEHUS YNYULLIEHHbIX Ppe3ynbTaToB U NpeAoTBpaLleHne HebNaronpusiTHbIX NOCNeaCTBUN.

B0o3MOXHOCTU MOryT BO3HWUKHYTb B CUTyaLWUW, GraronpuUaTHOW ANS OOCTWKEHUS HaMeYeHHOro pesynbraTa,
Hanpumep, Kak COBOKYMHOCTb OOCTOATENbCTB, MO3BONMALWIMUX OpraHu3auuu npuBrekaTtb noTpebutenen,
paspabaTtbiBaTb HOBYIO MPOAYKLMIO U YCNYrk, COKpallaTb OTXOAbl WM MOBbIWATbL MNPOU3BOAUTENBHOCTD.
[eicTBUst B OTHOLLEHNM BO3MOXHOCTEN MOrYT TakKkKe BKNOYaTb PacCMOTPEHME CBA3aHHbIX C HUMU PUCKOB.
Puck aTo BnusiHMe HeonpeaeneHHOCTH, 1 fobas Takas HeonpeaeneHHOCTb MOXET UMETb MONOXUTENbHbIE
Unu oTpuuaTtenbHble Bo3dencTBus. MonoxuTensHOe OTKMOHEHWE, BblTeKalllee U3 pucka, MOXeT co3fdaTb
BO3MOXHOCTb, HO HE BCE MONOXMUTENbHbIE OTKIOHEHMS MPUBOAAT K BO3MOXHOCTSIM.

0.4 B3aumocBssb ¢ APyrmmMmun ctaHgaptamMu, npegHasHa4eHHbIMU ONA CUCTEM MeHeaXMeHTa

B HacTosiem cTaHgapTe nNpUMEHeHa CTpyKTypa, paspaboTaHHas ISO gns ynyylleHus CcOornacOoBaHHOCTU
Mexay ctaHgaptTamu ISO Ha cucteMbl MeHepKMeHTa (CM. npunoxeHue A.1).

HacTtosawuin CTaHOapT NO3BOJIAET OpraHn3aunn NpUMeHATb I'IpOLI,GCCHbIVI nogxoa B CoYeTaHMM C LUKIIOM
PDCA 1 pUCK-OpNEHTUPOBAHHBLIM MbILLSIEHUEM C TEM, 4yTOObLI CornacoeaTtb UK MHTErpmnpoBaTb CBOKO CUCTEMY
MeHeP)KMEeHTa Ka4decTBa C Tpe6OBaHVIﬂMVI OPpYyrux ctaHgapToB HAa CUCTEMbl MEHE)KMEHTAa.

HacTtoswmn ctaHgapT cBasaH co ctaHgapTamu ISO 9000 n ISO 9004 cneaytowum obpasom:

— IS0 9000 «Cucmembl meHedxmeHma kadyecmea. OCHOBHbIE MOMOKEHUS U C/108apb» CO30AeT BaKHYHO
OCHOBY ONnA Haanexatllero noHMMaHunAa U BHeapeHna HacTodlwlero ctaHgapTa.

— 1SO 9004 «MeHedxmeHm Onssi docmuxkeHUs1 ycmoldugozao ycriexa opeaaHu3ayuu. Modxod Ha ocHoee
MeHeOXMeHma Kayecmea» [aeT pPYKOBOACTBO OpraHv3auusiM, CTpeMSAWMMCH NpeB3onTM TpeboBaHus
HacTosLLero ctaHgapTa.

MpunoxeHne B cogepXuT CBeAeHWs O OPYrnxX MeXAyHapoAHblX CcTaHgapTax B obnactm mMeHemxmeHTa
KayecTBa ¥ CTaHOapTax Ha CUCTEMbl MEHEMKMEHTa KavyecTBa, KoTopble 6binv pa3paboTaHbl ISO/TC 176.
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HacTtoswun ctaHaapT He COOePXUT KOHKPETHbIX TpeboBaHMN K ApYrMM cUCTEMaM MeHeKMeHTa, TakuM Kak
9KOMOrMYEeCKNA MEHeKMEHT, MEeHeKMEHT 6e30macHOCTU Tpyda W OXpaHbl 340pOBbs UMNN (PUHAHCOBLIV
MEHEeDKMEHT.

OTpacneBble cTaHAapTbl HA CUCTEMbI MEHEPKMEHTA KayecTBa paspaboTaHbl AN psaa oTpacrnei Ha ocHoBe
TpeboBaHWi HacTosLlero cTaHgapTa. HekoTopble M3 3TUX CTaHOAPTOB YCTaHABNMBAOT AOMONHUTESNbHbIE
TpeboBaHMsA K cUCTeMe MeHe)KMeHTa kayecTBa, B TO BPeMsl Kak Apyrne orpaHn4YnBaoTcs NpeaocTaBneHmem
PYKOBOASLLMX YKa3aHWi Mo NPMMEHEHMIO HAaCTOSILLEro cTaHaapTa B paMKkax KOHKPETHOM oTpacny.

MaTpwvua, nokasbiBaloLlas KOppensauuio Mexay pasgenamMm HacTosILWero n3gaHus AaHHOro MeXayHapogHoro
cTaHgapta w npegbigywuMm  um3gaHuem  (ISO  9001:2008) cm. Ha Beb-calTe OTKpbITOro AocTyna
ISO/TC 176/SC 2 no ccbinke: Www.iso.org/tc176/sc02/public.
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MEXOYHAPOOHbIA CTAHOAPT ISO 9001:2015(R)

Cuctembl MeHeaXXKMeHTa KayecTBa. TpeboBaHuA

1 O6nacTtb NpuMeHeHus

HacTtosiwun ctaHgapT ycTaHaBnmBaeT TpeboBaHMS K CUCTEME MEHEKMEHTa KadecTBa B TeX crny4vasx, koraa
opraHusauus:

a) HyxpaeTcs B OEMOHCTpauuM CBOEW CMOCOBHOCTM MOCTOSAHHO MNOCTaBMATb NPOAYKUMIO M(UNK) ycrnyru,
oTBevaoLme TpeboBaHnsaM noTpedbuTenen u NPUMEHMMbIM 3aKOHOAATENbHBIM U HOPMATUBHBLIM NPABOBLIM
TpeboBaHusIM;

b) cTaBuT cBOEN Lenbl MOBbIWEHVWE YOOBNETBOPEHHOCTM MOoTpebutenen NocpeacTBOM Pe3ynbTaTUBHOMO
NMPUMEHEHNS CUCTEMbl MEHeMKMEeHTa KavecTBa, BKMoYas npouecchbl ee ynydwexus, n obecneyeHue
COoOTBETCTBMA TpeboBaHuAM noTpebutenelr U NPUMEHUMbIM 3aKkoHoAaTeflbHbIM W HOPMaTWBHBIM
npaBoBbIM TpeboOBaHNAM.

Bce TpeGOBaHMFI HacTodlwero craHgapTa HOCAT odwun XapaKktep u npegHa3Ha4deHbl and npuMeHeHunA nobbiMn
opraHudaumamMmm HesaBmMcnMmMmo OT UX BUAa, paamMmepa, nocTaBnsiemMon npoaykumm n npenocrtaBnAeMblX yCnyr.

NMPUMEYAHME 1 B HacTosLleM cTaHAapTe TePMUHbI «MPOAYKLUUS» UNKN «ycrnyra» NPUMEHWMbl TOMbKO K NPOAYKUMK 1
ycnyram, KoTopble npegHasHadeHbl unu 3atpebosaHbl notpebutenem.

NMPUMEYAHWE 2 3akoHogaTtenbHble M HOpMaTMBHbIE NpPaBoBble TpeboBaHWMA MOryT ObiTb 0603Ha4YeHbl Kak NpaBOBble
TpeboBaHus.

2 HopmaTtuBHbIe cCbiNnku

Crepylowmnii - JOKYMEHT, MOMHOCTBIO UMM YacTUYHO, SIBNAETCS HOPMAaTMBHOW CChINIKOW [ANs1 HAcTOosILLEero
cTaHOapTa U Heobxoaum Anst ero NpMMeHeHus. Ons AaTMpOBaHHbIX CCbINOK NPUMEHSIETCS TOMbKO yKa3aHHas
Bepcus. [Ins HegaTUpPOBaHHbLIX CCbINOK MPUMEHSIETCA MOCMEeAHSS BEpPCUS CCbINIOYHOrO AOKyMeHTa (BKrMouvas
nobble Nonpaskm).

ISO 9000:2015, Cucmema meHedxmeHma kadecmea. OCHOBHbIE MOI0XKEHUS U criosapb

3 TepMVIHbI n onpeperneHvns

B HacToswem cTaHaapTe NpUMeEHEHbI TEPMUHBI 1 onpeaenenns, gaHHble B ISO 9000:2015.

4 Cpepa opraHusauum

4.1 TloHMMaHue opraHu3aumm u ee cpeabl

OpraHusaums JofmkHa onpefenutb BHELHWE UM BHYTPEHHME (DaKTopbl, OTHOCALMECS K €€ HaMepeHusiM U
cTpaTermyeckomy HarnpaBfeHUIo 1 BUSAIOLWME Ha ee CNOCOOHOCTb AOCTUraTb HaMmeyeHHoro(bix) pesynbTaTa(oB)

€€ CUCTeMbl MeEHE)KMEeHTa Ka4veCcTBa.

OpraHu3aumst JOfPKHa OCYLLECTBMSATb MOHUTOPUHT U aHanu3 MHgopmMauum 06 3TUX BHELUHWUX U BHYTPEHHMX
dakTopax.

NMPUMEYAHNE 1 PaccmatpuBaemMble chakTopbl Unu yCnoBust MOryT ObITb MONOXUTENBHLIMW UMW OTPULLATENBHBIMU.
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MPUMEYAHUME 2  lMoHuMaHMIO BHELLHeW cpedbl MOXET CrnocobCcTBOBaTb pacCMOTpeHne (OaKkTopoB, CBHA3aHHbIX C
3aKoHoOATeNbHOW, TEXHOMOrMYECKOW, KOHKYPEHTHOW, PbIHOYHOW, KYyNbTYPHOW, cOuManbHONW U 3KOHOMWUYECKOW cpefon Ha
MeXOyHapOAHOM, HaLMOHaNbLHOM, PErMOHanbHOM U MECTHOM YPOBHE.

MPUMEYAHME 3  ToHMMaHWIO BHYTPEHHEN cpefdbl MOXET CrnocoOCTBOBAaTb pacCcMOTpeHue (hakTOpoB, CBSI3aHHbIX C
LIEHHOCTAMM, KyNbTYPOW, 3HAHWAMW 1 pe3ynbTaTtamu paboTbl OpraHnsauuu.

4.2 ToHumaHMe NOTpebGHOCTEeN U OXUAAHUM 3aUHTEPEeCOBaHHbIX CTOPOH

C y4eTOM BRUSHUSI, KOTOPOE 3aUHTEPecOBaHHbIE CTOPOHbLI OKa3blBAOT UMM MOryT OKasaTb Ha CMOCOBHOCTb
opraHusaumy NOCTOSIHHO MOCTaBMATb MPOAYKLMIO WM YCRyru, oTBevawlme TpeboBaHuaM notpebutenen u
NPUMEHUMbBIM K HUM 3aKOHOAATENbHLIM M HOPMAaTUBHLIM MNPABOBLIM TPEGOBAHMAM, OpraHU3auUus AOIHKHa
onpenenuTb:

a) 3anMHTepecoBaHHbIe CTOPOHbI, UMEIOLLIME OTHOLLIEHME K CUCTEME MEHEeIKMEHTa KauyecTsa;

b) TpeGoBaHus 3TNX 3aUHTEPECOBaHHbLIX CTOPOH, OTHOCSILLIMECS K CUCTEME MEHEeA)XMEHTa KayecTBa.

OpraHusaums [OOSKHA OCYLLEeCTBMATb MOHWUTOPUHI UM aHanuM3 uHdopMaumm 06 3TUX 3auHTEpPecOBaHHbIX
CTOPOHAaXxX M NX COOTBETCTBYHOLLUX TPEOOBAHMSX.

4.3 OnpegeneHne o6nacTy NPMMEHEeHUs1 CUCTEeMbl MeHeAXKMEHTa KayecTBa

OpFaHI/I3aLI,VIF| OOJDKHa onpenennutb rpaHuubl CUCTEMbl MEHEePKMEeHTa KadeCTBa W OXBaTbiBaeMyiko et
[enTenbHOCTb, YTObbI YCTaHOBUTb obnactb ee NPpUMEHEeHUA.

Mpu onpegeneHn obnactu NPMMEHEHWS OpraHn3auus AoMMKHa paccMaTpuBaTh:
a) BHELUHWE N BHYTPEHHUE dakTopsbl (CM. 4.1);

b) TpeboBaHusA COOTBETCTBYIOLLMX 3aNHTEPECOBAHHbBIX CTOPOH (CM. 4.2);

C) NPOAYKLMIO N YCNYrn opraHnsaunn.

OpransauMﬂ OOJIKHa NPpUMEeHATb BCe Tpe6OBaHI/IFI HacTodllero craHgapTa, eciin 3Tth Tpe60BaHMFI NPUMEHUMbI
B npeaenax yCTaHOBﬂeHHOVI obnactu NpUMEHEHUA ee CUCTEMbl MEHEIKMEHTa KayveCTBa.

O6nactb NPYMEHEHUs CUCTEMbl MEHEOXMEHTa KayecTBa oOpraHuM3auuMu [orkHa ObiTb  [OCTYMHa,
pa3pabaTbiBaTbCs, aKTyanuampoBaTbCsl U MPUMEHSATbLCS Kak [OKYMeHTUpoBaHHasi uHgopmaums. ObnacTb
NPUMEHEHNS OOMMKHA yKasblBaTb HA OXBaTblBAaeMble BUAbl NPOAYKUMU U yCcrnyr U gaBaTb OOOCHOBaHWe Ans
ucknroyeHus TpeboBaHUs HacTosLLEro cTaHgapTa, KOTopoe OHa onpeaenuna kak HenpuMeHUMoe kK ee obnactu
NPUMEHEHNS CUCTEMbI MEHEI)KMEHTA KayecTsa.

CooTtBeTcTBUE TpGﬁOBaHI/IFlM HacTodlero craHgapTta MoOXeT ObITb 3asBNIEHO TOJNIbKO B TOM cnydae, ecnu
TpeboBaHWs, onpeaeneHHble Kak HenpuMeHMMble, He BMUAKT Ha CMNOCOGHOCTb MMM OTBETCTBEHHOCTb
opraHusaumm obecneuymBaTb COOTBETCTBME MPOAYKUMM W YCNyr W MOBblWaTh YAOBMETBOPEHHOCTb
notpebutenen.

4.4 Cucrema MEHeMKMEHTa Ka4yecTBa U ee npouecchl

4.4.1 OpraHusaums gormkHa paspaboTtaTe, BHeOpWUTb, NOAAEPXKMBATbL M MOCTOAHHO YMy4laTb CUCTEMY
MeHeKMeHTa KadyecTBa, BKMo4yas HeoOGXoaumble MPOLECChl M WX B3aMMOOEWNCTBUS, B COOTBETCTBUM C
TpeboBaHNAMM HACTOSILLIEro cTaHaapTa.

OpraHmaau,Mﬂ AOJDKHa onpeaendaTtb npouecchl, HeobxoouMMble AN CUCTEMbl MEHedXXMeHTa KadecTBa, U Uux
npuMeHeHue B paMkKax opraHu3aumnmn, a Takxe:

a) onpegenaTb TpebyeMble BXOAbl U OXMAaeMble BbiIXoAbl 3TUX NPOLECCOoB;
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onpeaenaTb NocrnenoBaTenbHOCTb U B3aUMOOENCTBIE 3TUX MPOLECCOB;

onpeaensaTb U NPUMEHSITb KpUTepun n MeToabl (BKMHOYash MOHUTOPWHE, U3MEPEHUST U COOTBETCTBYHOLLNE
nokasaTenu pesynbTaToB  AeSATeNlbHOCTM), Heobxoaumble Anst  obecneyeHust  pesynbTaTUBHOMO
(PYHKLMOHMPOBaHNSA 3TUX NPOLECCOB U YNPaBreHUst UMK;

onpeaensTb pecypcbl, HeobxoayMble Ans 3TUX NPOLECCoB, 1 06ecneYnTb X AOCTYMHOCTb;

pacnpenensiTb 0653aHHOCTW, OTBETCTBEHHOCTb U NMOMTHOMOYMS B OTHOLLEHUW 3TUX NMPOLIECCOB;

y4nTbiBaTb PUCKN N BOSMOXHOCTWU B COOTBETCTBUU C Tp96OBaHVI9|MVI nogpasagena 6.1;

oueHumBaTb 3TU npouecCbl 1 BHOCUTb nobble M3MeHeHund, Heobxoaumbie AnNst obecnedeHuss Toro, YTo
npouecchbl AOCTUrakOT HaMe4YeHHbIX Pe3yrbTaToB,

ynyydwaTtb npoueccbl U CUCTEMY MEHEeP)KMEHTa KavecTBa.

4.4.2 OpraHusauns gomkHa B HeobxoaMMom obbeMe:

a)

b)

5

paspabaTtbiBaTb, aKkTyanusamMpoBaTb U MPUMEHSITb JOKYMEHTUPOBAHHYIO MH@opMauuio and obecnedeHus
PYHKLMOHNPOBAHNSA MPOLIECCOB;

perncTpmpoBaTb U COXPaHSATb JOKYMEHTUPOBAaHHYO MHopMauuio ans obecrneyeHuss ysepeHHOCT B TOM,
YTO 3TU NPOLIECCHI OCYLLECTBSATCS B COOTBETCTBUM C TEM, Kak 3TO GbIfo 3annaHnpoBaHo.

NnpepcTtBO

5.1 JlngepcTBO U NPUBEPXKEHHOCTb

5.1.1 O6Lwue nonoxeHuns

Bhicliee pykoBOACTBO AOIMKHO AEMOHCTPUPOBATL CBOE NNAEPCTBO U NPUBEPKEHHOCTb B OTHOLLEHUN CUCTEMBI
MeHe)KMeHTa KayecTBa NOCPEACTBOM:

a)

b)

c)

d)

f)

)]

h)

)
)

NPUHATUA OTBETCTBEHHOCTU 3a pe3yribTaTUBHOCTb CUCTEMbI MEHEXXMEHTa Ka4veCTBa,

obecneyeHns pa3paboTku NOMUTUKN U Lener B obnactu KayecTsa, KOTOPblE COrNacylTCs C YCMNOBUSMM
cpefbl OpraHn3aumnn n ee cTpaTernyeckuM HanpaBneHUeMm;

obecrieyeHnst uHTerpaumMm TpeGoBaHM CUCTEMbl MeHemKMeHTa KadecTBa B OW3Hec-NpoLecchl
opraHusauuu;

cogencTems NPUMEHEHUI0 NpoLeCCHOro noaxoga n puCK-opueHTnpoBaHHOIO MbILLITEHUA;
obecneyeHus OOCTYNHOCTU pecypcos, HeobXoAMMbIX AN CUCTEMbl MEHEPKMEHTA KayeCcTBa;

pacnpocTpaHeHna B opraHm3aunun nOHUMaHuUA Ba)XHOCTU pPe3ynbTaTUBHOIO MEeHE)KMEeHTa KadeCTBa U
COOTBETCTBUA TpGGOBaHI/IﬂM CUCTEMbI MEHEXXKMEHTa Ka4yeCTBa,

obecneyeHuns OOCTWXEHUSI CUCTEMON MEHEXKMEHTa KayecTBa HaMe4eHHbIX_pe3ynbTaToB;

BOBI1e4YeHud, pykoBoACTBa n OKa3aHuA noanep>XxXku yy4yacTtua paGOTHVIKOB B obecneyeHuu
pe3ynbTaTuBHOCTU CUCTEMbI MEHEIKMEHTa Ka4eCTBa,

NOOOEPXKKN YNYyYLLEHUS;

NoaOEPKKA OPYrMx COOTBETCTBYIOLLMX PYKOBOAMTENEN B OEMOHCTpauLMM MMU nuaepcTBa B cdepe ux
OTBETCTBEHHOCTMY;
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NMPUMEYAHNE CnoBo «bn3Hec» B HacTosLeM CTaHgapTe cnegyeT NoHMMaTh B LUMPOKOM CMbICIEe, Kak oTobpaxeHue
BUOOB LEATENbHOCTU, KOTOPblE SIBMSAIOTCS KIHOYEBLIMU AONs LEeNen CyLeCTBOBaHWUS OpraHv3auun, He3aBMCMMO OT TOrO,
SIBNSIETCS NN OHa rocy4apCTBEHHON, YACTHOW, CTABUT M OHA CBOEW LieNblo NosyvyeHne npubbinm unm Her.

5.1.2 OpueHTauus Ha noTpebuTtenen

Bobicwee PpyKOBOACTBO AOOJIKHO AEeMOHCTpuUupoBaTb NNAEPCTBO N NPUBEPXEHHOCTb B OTHOLWUIEHUN OpuneHTauun Ha
ﬂOTpEGMTeﬂeVI nocpencTtsomMm obecneyeHns Toro, YTo:

a) Tp96OBaHVI9| I'IOTpeGVITeJ'IeVI, a TaKke TMpuMeHuMble 3aKoHOAdaTeslbHble W HOPMAaTUBHbIE TMpaBOBbIE
Tpe6OBaHVIF| onpepgeneHbl, NOHATblI N HEU3MEHHO BbINOJTHATCA,

b) pwckM M BO3MOXHOCTM, KOTOpbIE MOFYT OKasblBaTb BIWSIHUE HA COOTBETCTBUE MPOAYKUMM W YCRyr U Ha
CNocobHOCTb NOBbLILATE YAOBNETBOPEHHOCTL NOTPeOUTENEN, ONpeaeneHbl U PACCMOTPEHbI;

C) B LEHTpe BHMMaHUS HaxXo4MTCs NOBbILIEHWE YAOBNETBOPEHHOCTM NoTpebutenen.
5.2 TMNonuTtuka
5.2.1 Pa3paboTka NoNMTUKK B 06nacTn KayecTBa

Bbiclwiee pykoBOACTBO AOMKHO pa3paboTaTtb, peanv3oBblBaTb M MOAAEPXKMBATb B aKTyarlbHOM COCTOSIHWM
nonuTuKy B obracTu KayecTsa, KoTopas:

a) COOTBETCTBYET HaMepeHnaM W cpege opraHm3adunn, a TakKkKe nogaepXxumBaeTt e€ee crTpaTternyeckoe
HanpaslieHne;

b) cospaet ocHOBY AnsA ycTaHOBNEeHUs uenemn B 06nactn kayecTsa;

C) BKIoYaeT B cebs 06A3aTenbCTBO COOTBETCTBOBATE NPUMEHUMbBIM TpeboBaHMAM;

d) BkoyaeT B cebs 06A3aTeNbCTBO NOCTOAHHO YNyyllaTbh CUCTEMY MEHeXXMeHTa KayecTsa.
5.2.2 [OoBepeHue NONMUTUKU B 061aCTU KayecTBa

Monutrka B obnacTn kayectsa AOSKHA:

a) ObITb OCTYMHOM N NPUMEHATHCSA Kak JOKYMEHTUPOBaHHasa MHpopmMauus;

b) O6bITb fOBeAeHHOW Ao cBeAeHMs pabOTHMKOB, MOHATHON N MPUMEHSAEMON BHYTPU OpraHM3aunu;
C) ObITb 4OCTYMHON NOAXOASALMM CNOCOBOM ANA COOTBETCTBYOLWMX 3aUHTEPECOBAHHbBIX CTOPOH.
5.3 ®YHKUUN, OTBETCTBEHHOCTb U NOJIHOMOYUSI B OpraHu3auum

Bbicluee pykoBOACTBO AOMKHO obecneunTb onpegeneHve, gosBefeHne A0 paboTHMKOB W MOHMMaHue B
opraHusaumm o653aHHOCTEN, OTBETCTBEHHOCTY Y NONHOMOYMIA AN BbINOMHEHNS COOTBETCTBYOLNX (DYHKLNIA.

Bbicluee pykoBoACTBO JOIMKHO pacnpeaenvTb 0653aHHOCTM, OTBETCTBEHHOCTb M NOSTHOMOYUS Ans:
a) obecneyeHnss COOTBETCTBUSI CUCTEMbI MEHEKMEHTA KayecTBa TpeboBaHNAM HACTOSILLEro cTaH4apTa;
b) obGecneyeHus Nony4yeHUst HaMeYEeHHbIX Pe3ynbTaToB NPOLECCOB;

C) OT4YETHOCTM BbICLLEMY PYKOBOACTBY O pe3ynbTatax (OYyHKUMOHMPOBAHMSA CUCTEMbl MEHEeKMEHTa KayecTBa
N BO3MOXHOCTSIX ee ynydweHus (10.1);

d) noapepxku opueHTauun Ha NoTpebuTens Bo BCeW opraHnsaLum;
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E) COXpaHeHNA UEerioCTHOCTUN CUCTEMbI MEHE)KMEeHTa Ka4yecTBa Nnpu ninaHMpoBaHUN U BHeOPEHUN N3MEHEHUN
B CUCTEMY MEHEP)KMEHTa Ka4vecTBa.

6 [naHupoBaHue

6.1 [JencTBMA B OTHOLUEHMU PUCKOB M BO3MOXHOCTEMN

6.1.1 Mpy NnaHMpoBaHMM B CUCTEME MEHEKMEHTA KayecTBa OpraHmsaumsi AOSHKHa y4ecTb hakTopbl (CM.
4.1) n TpeboBaHua (cM. 4.2) n onpeaennTb PUCKA N BO3MOXHOCTU, NoAnexalime paccCMOTPEHUIO ANs:

a) obecneyeHuns YBEPEHHOCTM B TOM, Y4YTO CUCTEMa MEeHe)KMEeHTa Ka4deCcTBa MOXeT [OOCTU4Yb CBOUX
HaMe4eHHbIX Pe3ynbTaToB,

b) yBenuyeHus nx xenaemoro BrVSHUS;

C) nNpenoTBpaLLEHMS NN YMEHbLLIEHUS UX HEXeNaTeNnbHOro BIUSAHWS;

d) [ocTuwkeHus ynydweHus.

6.1.2 OpraHu3auns gosmkHa NnaHnpoBaThb:

a) [encTBus MO PAaCCMOTPEHUIO 3TUX PUCKOB U BO3MOXHOCTEN;

b) TO, KakMm obpasom:
1)  wHTerpvpoBaTb M BHEAPUTb 3TU OEWCTBUS B MPOLLECCHI CUCTEMbI MEHEXXMEHTA KadecTBa (cM. 4.4);
2)  oueHuBaTb Pe3ynbTaTUBHOCTb 3TUX AENCTBUM.

Mepbl, npuHnMMaemble B OTHOLWEHUN pPUCKOB WU BO3MOXHOCTEN, OOMMKHbI OblTb nponopunoHanbHbl KX
BO3MOXXHOMY BJTUAHUIO HA COOTBETCTBME NPOAYKLUUN N YCNYT.

NMPUMEYAHME 1 BapuaHTbl pearpoBaH/is Ha pUCKU MOTyT BKMoYaTb mM3bexaHwe pucka, AonyleHue pucka C Tew,
YTOObI OTCNEANTb BO3MOXHOCTU, YCTPAHEHWE UCTOYHUKA pUCKa, U3MEHEHWE BEPOSATHOCTU WM NMOCNEeACTBUI, pasgeneHne
pucka nunu coepXXmBaHne pyucka nyTeM NPUHATUS peLleHns, OCHOBaHHOMO Ha MHdopmaumu.

MPUMEYAHME 2 BO3MOXHOCTM MOTYT MPUBECTU K MPUHATUIO HOBbIX MPaKTUK, 3anycky HOBOW MPOAYKLMMW, OTKPbITUIO
HOBbIX PbIHKOB, MOSIBIIEHUIO HOBbIX MOTpebuTeneln, MNOCTPOEHUIO MNapPTHEPCKUX OTHOLUEHWIA, MCMOMb30BaHUIO HOBbIX
TEXHOMOTMN W APYrMX XenaemblX W peanbHbIX BO3MOXHOCTEW, 4TOObl y4yecTb MNOTpebHOCTM opraHusauuMn unu ee
notpebuTenen.

6.2 Lenu B obnacTu kKayecTsa 1 NraHMpPOBaHUE UX [OCTUKEHUA

6.2.1 OpraHusaums OOSpKHa yCTaHoBMTb Lenu B obnactm kayecTBa AN COOTBETCTBYHOLUMX DYHKUMM,
YPOBHEMW, a Takke NnpoLeccoB, He0O6XOAMMbIX A4S CUCTEMbl MEHEIKMEHTa KayecTBa.

Llenn B obnactu kadecTBa OOMKHbI:

a) ObITb cornacoBaHHbIMM C MONUTUKON B 0b6nacTu KavecTBa;
b) 6bITb M3MepUMbIMY;

C) yuuTbiBaTb NpMMeEHMMbIE TpeOOBaHMS;

d) ObITb cBfA3aHHbIMM C obecnevyeHWeM COOTBETCTBMA MNPOAYKUMM M YCAYr U MOBbILEHMEM
YAOBMNETBOPEHHOCTUN NoTpebuTenen;

€) noanexaTb MOHUTOPUHIY;
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f)  ObITb LOBeaeHHbIMU A0 PabOTHUKOB;
g) akTyanuM3upoBaTtbCs MO Mepe HeobXxoanMOCTW.

OpraHusauusa gomkHa paspabaTtbiBaTb, akTyanusnpoBaTb M NPUMEHSTb JOKYMEHTUPOBAHHYIO MHGOpMaLuio O
uensix B obnacTu kayecTtsa.

6.2.2 Mpy nnaHWpoBaHUM AEWCTBMKA MO AOCTUXEHMIO Lernen B obnactyu kayecTBa OpraHu3auus AOrkHa
onpegenuTb:

a) 4TO OOIMKHO ObITb cAeNnaHo;

b) kakue noTpebyloTcs pecypcesl;

C) KTo OyaeT HeCTu OTBETCTBEHHOCTD;

d) «korga aTu gencteus ByayT 3aBepLUEHb;

€) Kakum obpasom 6yayT oLeHMBaTLCA pe3ynbTaThl.
6.3 [naHupoBaHue N3MeHeHun

Tam, roe opraHu3daums onpegensieT HeobxoAMMOCTb M3MEHEHWM B CUCTEME MeHeOXXMeHTa KavecTBa, 3Tu
U3MeHEeHWs AOIMKHbI OCYLLEeCTBMAATLCA Ha NiiaHoBoW ocHoBe (cm.4.4).

OpraHusauusa OomKHa paccmaTpuBaTh:

a) ueslb BHOCUMOrO U3MEHEHUSI U BO3MOXHbIE MOCIEACTBUSI €r0 BHECEHUS;
b) UenocTHoCTb CUCTEMbI MeHed)KMeHTa KayecTBa;

C) [AOCTYMHOCTb PECYPCOB;

d) pacnpegeneHue unu nepepacnpeneneHne o6a3aHHOCTEN, OTBETCTBEHHOCTY U NMOSTHOMOYMIA.

7 CpeactBa obecnevyeHus
7.1 Pecypchbl
7.1.1 OO6Lwue nonoxeHus

OpraHusaumss OofbkHa onpegenutb M obecneunTb HanuMume pecypcoB, HeobxoauMmbix AN paspaboTku,
BHeApPeHWS, MOAAEPXKaHMS N NOCTOSIHHOIO YNYYLEHUS CUCTEMbI MEHEDKMEHTA KavyecTsa.

OpraHusauus JOmkHa paccMaTpuBaTh:

a) BO3MOXHOCTW U OFPaHUYEHUs], CBSA3AHHBIE C CYLLECTBYIOLLMMY BHYTPEHHMY peCYpcamu;

b) TO, YTO HEOOXOAMMO NONYYUTHL OT BHELLHUX NMOCTaBLLMKOB.

7.1.2 YenoBeyeckue pecypchbl

OpraHusaumsi [oSbkHa onpegenuTb U obecnevnTb Hanuyunme [OOMMKHOCTHBIX 1vu, Heobxoaumbix Ans

pe3ynbTaTMBHOMO BHEOPEHUsI CUCTEMbl MEHEDKMEHTa KavyecTsa v AN (PYHKUMOHMPOBAHUS U yNpaBrieHus ee
npoueccamu.
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7.1.3 WHdpacTpykTypa

OpraHuzaumsi [OofkHa onpedenuTb, Co3fdaTb W noadepXkvBaTb MHGPACTPYKTYpPY, Heobxoaumylo AOns
(hYHKLUMOHMPOBAHNSA €€ NPOLECCOB C LieNblo JOCTUXKEHNS COOTBETCTBMS NMPOAYKLMM U YCIYT.

NMPUMEYHAHNE WHpacTpyKTypa MOXET BKMtoYaThb:

a) 34aHus U CBSI3aHHbIE C HUMMW UHXXEHEPHbIE CETU U CUCTEMBI;

b) obopynoBaHue, BkoyYas TEXHUYECKNE U MpOrpamMMHbIe CPeacTBa;
C) TpaHCMOPTHbIE PECYPCHI;

d) wHdOPMAaLMOHHbIE U KOMMYHWUKALIMOHHbIE TEXHOMOIMMN.

7.1.4 Cpepa ana PyHKLUMOHUPOBAHUA NPOLLECCOB

OpraHusaumsa gomkHa onpeaenuTb, co3fatb U NOAAEpXKMBaTL cpedy, Heobxoammylo Anst PyHKLUMOHMPOBaHUS
ee NpoLLEeccoB U AOCTUXEHNS COOTBETCTBUSA TpeboBaHUSIM K NPOAYKLMM U yCryram.

NMPUMEYAHNE Moaxopsias cpeaa MoOXeT NPeacTaBnATb COOON coyeTaHne YernoBeYecknx n usndecknx hakTopos,
TaKuX Kak:

a) coumanbHble (HanpuMep, OTCYTCTBME OUCKPYMUHALLMM, CMIOKOWCTBIE, GECKOHM(ITNKTHOCTD);

b) ncuxonornyeckne (Hanpumep, CHWXEHWE YPOBHS CcTpecca, NpouiakTMka SMOLMOHANBHOTO — BbiropaHus,
3MOLMOHanbHas 3awmTa);

C) manyeckne (Hanpumep, TemnepaTypa, TENOBOW NOTOK, BMAXHOCTb, OCBELLEHME, ABWXKEHNE BO3AYXa, TMINEHa, LyM).
otn (baKTOpr MOryT CyLWleCTBEHHO pa3nmn4aTbCA B 3aBUCMMOCTU OT NOCTaBNAEMbIX NPOAYKUUN U YCIyT.

7.1.5 Pecypcbl ANsi MOHUTOPUHIa U U3MepeHus

7.1.5.1 OG6wue TpeboBaHUA

OpraHusaums gomkHa onpegenutb M NpegocTaBuUTb Pecypcebl, Heobxoaumble Ans obecneyeHus MMerLmMx
3aKOHHYIO CUIY M HadeXHbIX pe3ynbTaToB B TeX Cryyasx, Korga MOHUTOPUHT UKW U3MEPEHUs UCMONb3YHTCA
ANs noATBepX4eHns COOTBETCTBUSA NPOAYKLMUN 1 yCnyr TpeboBaHUAM.

OpraHu3auuns gormkHa obecneuntb, YToObl NPpeaoCcTaBneHHbIE PECYPCI:

a) ObIny NPUroAHBIMY ANS KOHKPETHOrO TUNa NpeanpuHMMaeMbIX 4EVNCTBUN MO MOHUTOPUHIY U U3MEPEHMUIO;

b) nogaepXuBarnncb B LENAX COXpaHeHUA X npurogHoOCTn Ana npeyCcMoTpeHHbIX uenen.

OpFaHI/I3aLI,I/IF| OOJDKHa perncTtpupoBaTtb U COXpPaHATb COOTBETCTBYHOLUYH OOKYMEHTUPOBAHHYHO I/IH(bOpMaLI,VIIO
KaK CBMOETENIbCTBO NPpUroaHOCTN pecypcoB Arfd MOHUTOPUHIa U USMEPEHUA.

7.1.5.2 TlpocnexuBaeMoCTb U3MepeHuUA

B Tex cnyuasix, korga npoCrexmBaeMoCTb W3MepeHus sBnsietcsa TpeboBaHMeM unu paccmaTtpuBaeTcs
opraHu3auven B Ka4ecTBe BaXKHOIO anemeHTa Ansg obecneyeHns yBepeHHOCTN B MPaBOMOYHOCTU pe3ynbTaTtoB
n3MepeHusi, usmepuTensHoe 06opygoBaHNe AOIMKHO BbITh:

a) oTkanubpoBaHO U (MrM) MOBEPEHO Yepe3 YCTaHOBJIEHHbIE MEpPUOAbl UMW Meped ero MpPUMMEHEHUEM Mo
aTarioHaMm, nepeparvwimMm pas3Mepbl eduHUL B CpaBHEHUU C MeXAyHapoAHbIMU WU HaUWOHaNbHbIMU
TarioHaMu. |_|pl/l OTCYTCTBUU TAKMX 3STAJIOHOB 6333, ncnonb3dyemasa ona KaJ'II/I6pOBKI/I Unn NoBepKun, AoJNKHa
ObITb 3aperncTpmMpoBaHa 1 COXpaHeHa B Ka4ecTBe AOKYMEHTMPOBaHHOW UHOpMaLnu;
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b) wnpeHTMULMPOBAHO B LIENAX YCTAHOBNEHUS UX CTATyCa;

C) 3aumueHo OT perynmpoBOK, noBpeXaeHnda W  yxyaleHusa COCTOdAHUA, KOTOopble caernanu Obl
HeOeNCTBUTENbHBIMU crtatyc KaJ'IVI6DOBKVI n nocrnegyowine pe3ynbtaTbl M3mepeHvu7|.

Opranaau,Mﬂ AOJDKHa onpeaenntb nNpaBOMOYHOCTL nNpeablAylnx pe3ynbTaTtoB U3IMEpPEeHUA B TeX Clydasx,
korga 6bino 06Hapy>KeHo, 4YTO U3MepuTesibHoe O60pyﬂ,OBaHMe HenpurogHo onda npMMeHeHnA no ero npamMmomy
Ha3Ha4YeHuto 1 npum HeobxoauMocTun npeanpuHATb COOTBETCTBYHOLLEE aencrteme.

7.1.6 3HaHuA opraHmMsauum

OpraHusaumsi SOfmkHa onpefennuTb 3HaHWsi, Heobxoaumble AN (OYHKUMOHUPOBAHMS €e MPOLLEeCcCOB U Ans
OOCTWDKEHUSI COOTBETCTBMS MPOSYKLMM U YCIIyT.

3HaHWA OOMKHbI NoaaepXuBaTbCsa U H6bITb JOCTYMHLIMU B HEODXOANMMOM 06BbEME.

Mpn paccMoOTpeHMM U3MEHSIOLLMXCA HYXO U TEeHOEHUUN opraHm3auus AOofkKHa OLeHMBaTbh TEKYLLMWA YPOBEHb
3HaHWN N onpeaensTb, KakuM 06pa3oM Nony4nMTb unu obecneynte 4OCTYN K AOMNOMHUTENbHBIM 3HAHUAM U UX
HeobxoaMMbIM OGHOBNEHUAM.

MPUMEYAHME 1  3HaHuMa opraHuM3auMum — 3TO 3HaHUA, chneunduyHble Ans OpraHvM3auuu; 3HaHuS, MONyYeHHble B
OCHOBHOM M3 OMnbiTa. 3HaHUS — 3TO MHOPMAaLMS, KOTOpas UCMONb3YeTCst U KOTOPOM OOMEHMBAKTCA AN AOCTUXKEHUS
uenen opraHusauum.

MPUMEYAHME 2 OcHoBOW 3HaHMI OpraHu3auum MoryT ObiTb:

a) BHYTPEHHVWE MWCTOYHWKWU (Hampumep, MHTenneKTyanbHass COGCTBEHHOCTb; 3HaHWs, MONyYeHHbIe M3 OMbiTa; BbIBOAbI,
M3BMEYEHHbIE M3 HEeydauyHbIX UMK YCMELIHbIX MPOEKTOB; cOOp M OOMEH HEeAOKYMEHTUPOBAHHLIMU 3HAHWSMU U OMbITOM;

pe3ynbTaTbl Yry4yLUEeHWA NpoLeccoB, NPOAYKLMN 1 yCryr);

b) BHelwHue MCTOYHMKM (Hanpumep, CTaH4APThbl, HAYYHOEe COOBLLECTBO, KOHPEpEeHUNU, CEMMHApPbI, 3HaHUSA, NOJTyYEHHbIE
OT noTpebuTenern n BHELWHNX NOCTaBLLMKOB).

7.2 KomneTeHTHOCTb

OpraHusauusa gomxHa:

a) onpegenaTb HEOOXOAMMYIKO KOMMETEHTHOCTb nuu(a), BbiNONHsOWMX(ero) paboTy nog ee ynpaBneHueM,
KOTOpasi okasblBaeT BNUSHME Ha pe3ynbTaTbl AeATENbHOCTU U Pe3ynbTaTUBHOCTb CUCTEMbI MEHEOXKMEHTA

KayecTBa,

b) obecneunBaTb KOMMNETEHTHOCTb 3TUX JIUL, HA OCHOBE COOTBETCTBYHOLLEro 06pa3OBaHVIF|, noaroToBKkn VI(I/IJ'IVI)
onbITa;

C) Tam, rge 370 NpuMeHUMMo, npeanpuHnMaTb nencTeus, HanpaeJieHHble Ha noly4yeHne Tpe6yeM017|
KOMMNETEeHTHOCTU, N OLueHNBaTb pe3ynbTaTUBHOCTb NPeanpuHATLIX nencTeni;

d) perncTpnpoBaTb U COXpaHATb COOTBETCTBYHOLLYH OOKYMEHTUPOBAHHYHO Mchopmau,mo KaK cBMNOETENIbCTBO
KOMNEeTEHTHOCTW.

NMPUMEYAHME [MpumeHuMbIEe OenCcTBUS MOTyT BKIOYaTb, Hanpumep npoBedeHue obyyeHus, HacTaBHUYECTBO WU
nepepacnpegeneHdne obs3aHHOCTEN cpean MMeWmMxXcs paboTHMKOB; WM Xe Haem nuu, obnagawowmx Tpebyembim
YPOBHEM KOMMETEHTHOCTW.

7.3 OcBegoMNeHHOCTb

OpraHusaums gormkHa obecneyvmnTb, 4ToObl COOTBETCTBYIOLLME NMLA, BbINOMNHSAIOWME paboTy nog ynpaBneHnem
opraHusaumm, 66 0CBEAOMIEHBI:
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a) O nonuTuke B 06nacTu KavyecTBa;
b) cooTBeTcTBYlOLWMX LENSAX B 0ONaCTN Ka4eCcTBa;

C) CBOEM BKnaae B pe3ylibTaTUBHOCTb CUCTEMblI MEHe)KMEHTa KadecCTBa, BKIHo4Yad nosib3dy OT ylydlleHuA
pe3ynbTaTtoB AEATEJIbHOCTU;

d) nocneacTBUAX HECOOTBETCTBUA Tpe6OBaHVI9|M CUCTEMbI MEHE)KMEHTA KayecTBa.
7.4 O6MeH nHcgpopmauuen

Opl’aHI/I3aLI,VI9| AOJDKHa onpeaenntb NnopAaoK BHYTPEHHEro n BHeWwHero obmeHa VIHCpOpMaLlVIeVI, OTHOCHLLENCS K
cucreme MeHeaKMeHTa KadyecTtBa, BKIo4van:

a) Kakad MHgopmauusa bygeT nepefaBaThCs;

b) «korpa 6ynet nepenaBsaTtbca MHOpPMaLUms;

c) komy bygeT nepegaBaTtbCcsa MHOPMaLMS;

d) kakum obpasom oHa BygeT nepenaBaTbCH;

e) KTo b6yaeT nepegasaTb UHOPMALMIO.

7.5 [OoKymeHTUpOBaHHas UHcopmauus

7.5.1 O6wwue nonoxeHus

Cuctema MeHeKMeHTa KayecTBa OpraHM3aummn AOMmKHa BKIOYaTb:

a) [OOKYMEHTUPOBAHHYI MHopMaumio, Tpebyemyto HaCTOALLMM CTaHOapTOM;

b) [OOKyMEeHTMpOBaHHY MHGOPMAaLUIO, ONPeaeneHHy0 opraHu3auueit kak Heobxoaumylo ans obecrnevyeHus
pe3ynbTaTMBHOCTU CUCTEMbl MEHEDKMEHTA KayecTBa.

NMPUMEYAHNE O6beM [OOKYMEHTUPOBaAHHOM MHMOPMAaLMN CUCTEMbI MEHEMXXMEHTa KayecTBa OLHOW opraHu3auun
MOXET OTNNYaTbCA OT APYroi B 3aBMCUMOCTH OT:

— pas3mMmepa opraHn3auunn n Buaa ee eAatenbHOCTU, NpoLeCcCoB, NPOoAYKUUN N YCNyT;
—  CIOXHOCTU npoLeccoB n nx B3aI/IM0,£|,el7ICTBI/I9|;

—_— KOMMNETEHTHOCTU paGOTHVIKOB.

7.5.2 Co3paHue 1 akTyanusauus

Mpu co3paHumn 1 akTyanusaumm OOKYMEHTMPOBAHHOM MHOPMaLMU opraHu3aumsa OOSMKHA COOTBETCTBYIOLLNM
obpasom obecneunTsb:

a) umgeHTMdMKauuo 1 onucaHue (Hanpumep Ha3BaHue, gaTa, aBTop, CCbINIOYHbIN HOMEP);

b) dopmaT (Hanpumep, s3blK, Bepcus nporpammMHoro obecnevyeHus, rpadmyeckme CpeacTtBa) U HOCUTENb
(Hanpumep, GyMaXKHbIN UNWN ANEKTPOHHBIN);

C) aHanm3 un o,£|,06peH|/|e C TOYKN 3pEeHNA NPUroaHOCTN N aAeKBATHOCTW.
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7.5.3 YnpaBneHue JOKYMEHTUPOBaHHOW NH(opMaLuen

7.5.3.1 [okymeHTupoBaHHasa uHdopmauud, Tpebyemas CUCTEMON MEHEeKMEeHTa KavyecTBa M HaCTOSALLMM
CTaHAapToOM, AOMKHA HaX0AUTLCSA NoA ynpaBreHMeM B Lensx obecneyeHus:

a) ee OOCTYNHOCTU U NpUrogHoCTHn, rae n Korga oHa Heobxoamma;

b) ee pocTtatouyHol 3alMTbl (Hanpumep, OT HecoGMAEHUs KOHMUAEHUUANbHOCTU, OT HeHaanexallero
MCMONb30BaHUS UMK NOTEPU LENOCTHOCTH).

7.5.3.2 [Ona ynpaBneHus [OKYMEHTUPOBaHHOM WHOpMaUMen opraHmsaums [[OrbkHa npegycMmatpuBaTh
cnegyloLine OeNCTBUS B TOW CTEMNEHU, HACKOMNbKO 3TO NPUMEHNMO:

a) pacnpegeneHue, obecneyeHme ee 4OCTYNHOCTM U NMOUCKA, @ TakKe UCNOMb30BaHUE;

b) xpaHeHue u 3awwmTy, BKNIOYasi CoxpaHeHne pa3bopyunBoCcTy;

C) ynpaBsrneHue N3MeHeHUsMN (Hanpumep, ynpasreHne Bepcrsmn);

d) cobniogeHne CPpoKOB XpaHEHUS 1 NOPSOKA YHUHTOXEHUS.

[okymeHTpoBaHHas wuHOPMaUMa  BHELWHEro MNPOVCXOXAEHUS, OMNpedereHHas opraHusdauven  Kak
HeoOxoovMas Anst NNaHMpoBaHWA N (PYHKLUMOHMPOBAHUSA CUCTEMblI MEHEMKMEHTa kayecTBa, OOSKHa ObITb

COOTBETCTBYIOLWLNM o6pa30M VID,eHTI/ICbVILI,VIpOBaHa N HaxoanTbCA noa ynpaBiieHNeM.

,D,OKYMeHTVIpOBaHHaﬂ VIH(bOpMaLI,VIFI, pernctpmnpyemMmasa n coxpaHdaemas B Ka4eCctBe CBMAETENIbCTB COOTBETCTBUA,
[OIMKHa ObITh 3aluMeHa oT HenpeaymblleHHbIX N3MEHEHNN.

NMPUMEYAHNE HocTyn nogpasymeBaeT paspelleHue TOMbKO MNpOoCMoTpa OOKYMEHTMPOBaHHOW WHMopMauun wnu
paspeLlueHne NpocMoTpa C MOSTHOMOYMSAMU MO BHECEHMIO N3MEHEHWI B JOKYMEHTUPOBaHHYO MHOpMaLuIo.

8 [eATenbHOCTb Ha CTaAUAX XXU3HEHHOro LuKna npoaykunm n ycnyr

8.1 MnaHupoBaHue M ynpaBreHne AeATeNbHOCTbIO Ha CTaAUAX XXU3HEHHOro LMKna
npoAayKuuu 1 ycnyr

OpraHusaums 4OrpKHa NnaHupoBaTh, BHEAPHATb npouecchl (4.4), HeobxoamMble ANS BbINONHEHWs TpeboBaHui K
noctaBke NpoayKUUW U MPeaoCTaBneHnto YCryr U Ans BbIMNONHEHMA AeNCTBUWA, onpedeneHHbIX B pasgene 6, u
OCYLLeCTBMIATb yNpaBneHne 3aTMmMmn npoueccamv nocpeacTBoMm:
a) onpegeneHus TpeboBaHWI K NPOSYKLMK U yCryram;
b) ycTaHoBneHus kpuTepues ans:

1) npoueccos;

2) NpWeMKu NpoayKUUU U YCIyT;

C) onpedeneHNst pecypcoB, HEOBXOAMMBIX ANA AOCTMXKEHWUS COOTBETCTBUS TpebGoBaHMSM K MPOAYKUMMU M
ycnyram;

d) ynpaBneHusi npoLeccaMmv B COOTBETCTBUM C YCTAHOBIIEHHBLIMU KPUTEPUSIMMU;

e) onpegeneHus, paspaboTku, akTyanusauuum U MPUMEHEHUsl, a Takke PEerncTPMpOBaHUS U COXpPaHEHUs
[OKYMEHTUPOBAHHON MH(opMaLum B o6beme, Heo6xoanMoMm Anisi:

1) obecneyeHUs yBepeHHOCTM B TOM, YTO MPOLIECChI BbIMOMHAMNMCH TaK, Kak 3To ObINo 3annaHMpoBaHo;
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2) 4ns AeMOHCTpauMu COOTBETCTBMS MPOAYKUMM U yCryr TpeboBaHMsIM.
Pes3ynbTaTbl Takoro nnaHMpoBaHUS AOMKHbI ObITb MOAXOAALLMMM ANA OEATENBbHOCTU OpraHM3aLun.
OpraHvsaums OorfkHa yhnpaensaTb 3anfaHUPOBaHHbIMU M3MEHEHUSIMW W aHanu3upoBaTb MOCMNEACTBUS
HenpeaycMOTPEHHbIX M3MEHEHUIN, npearnpuHUmasi, npu HeobXoAMMOCTM, Mepbl MO CMSArYeHu nobbix

HeraTMBHbIX BO3EeNCTBUM.

OpraHusaumsa gomkHa obecneumBaTb, YTOObI NpOLECChl, NepefaHHble BHELLHUM OpraHu3auusiM, Haxoaunuch
noa ynpaeneHvem (8.4).

8.2 TpeboBaHMA K NPOAYKLMU U yCIyram

8.2.1 CgBAa3b c noTpedbuTenammu

CBs3b ¢ NoTpebuTensamMm OMmKHa BKNOYaTb:

a) obecneyeHne nHdopmaumen o NPoAyKUMM 1 ycryrax;

b) 06paboTKy 3anNpoOCoOB, KOHTPAKTOB MW 3aKa30B, BKMOYAsA X NU3MEHEHNS;

C) nomny4YyeHue OT3bIBOB O NPOAYKUUKM K ycryrax oT noTpebuTenen, Bkroyas npeteHsnm notpeburtenen;
d) obpaweHune nnu ynpasneHme coOOCTBEHHOCTbIO NOTpebuTenen;

€) YyCTaHOBreHvue cneuuanbHblX TpeboBaHuUM K OeWCTBUSM, MNPeanpvHMMaemMbiM B HeENpeaBUOEHHbIX
obcToATenbcTBax, TaM rae 3To yMeCTHO.

8.2.2 OnpepgeneHne TpeboBaHMIN K NPOAYKLUM U yCIlyram

Mpu onpedeneHun TpeboBaHMIn K MPOAYKLUMM W ycryram, KoTopble OydyT npegnaratbCs MNoTpeGutensm,
opraHusauust 4oImkHa yoeauTbes, YTo:

a) TpeboBaHWUs K NPOAYKLUMM U yCryram onpeaerneHbl, BKNoyas:
1) npvMeHVMble 3akoHOZaTeNbHbIE U HOPMAaTMBHbIE NpaBoBble TpeboBaHus;
2)  TpeboBaHus, paccmaTpuBaeMble OpraHm3aumen Kak Heobxogumble;
b) moxeT BbINONHATL TPebOBaHMSA K NPOAYKLMKU N yCnyram, KOTOpble OHa npeanaraert.
8.2.3 AHanus TpeboBaHUM K NpoAYyKUUM U yCcriyram
8.2.3.1 OpraHusaumsa gomxHa ybeamtbcs, 4To obnagaet cnocOOHOCTbLIO BbIMOMHATE TpeboBaHMsA K NpogyKLmu
1 ycnyram, KOTopble oHa npegnaraet notpebutensam. OpraHnsauusa OomKkHa NPOBOAUTL aHanus, npexage yem

NPUHATb 00s3aTenbCTBO NOCTaBUTL npoaykuuto nnm npenoctaBuUTb ycnyru I'IOTpe6I/ITeJ'IF|M, YTOObI Y4eCTb:

a) Tpe6OBaHI/IFI, YCTaHOBJIEHHbIE I'IOTpe6l/ITeJ'IeM, B TOM 4yucne Tpe6OBaHl/Iﬂ K MoCTaBKe U OeATENIbHOCTHU Nnocrie
NOCTaBKW;

b) Tpe6OBaHI/IF|, He 3adBJ1€HHbIEe n0Tpe6|/|TeneM, HO HeobxoauMMble Ans KOHKPETHOro Unu npepnofiaraemMmoro
Mncnonb3oBaHuA, kKorga oHO N3BECTHO;

C) TpeboBaHWs, yCTaHOBMNEHHbIE OpraHu3auueit;
d) 3akoHogaTenbHble U HOpMaTUBHbIE NpaBoBble TpeboBaHMSA, NPUMEHVMbIE K MPOAYKLUMWN U yCryram;

e) TpebGoBaHUsA KOHTpPaKTa UNu 3akasa, OTIIMYaKoLLMECS OT paHee CHOPMYNUPOBAHHbIX.
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OpraHusauusa gomkHa obecneunTb, YTOObl OblNM NPUHATBI pelleHus No TpeboBaHMAM KOHTpaKTa Mnu 3akasa,
OTNINYAIOLLMMCS OT paHee YCTaHOBMEHHbIX.

Ecnn I'IOTpe6VITeJ'Ib HE BblABUraeT OOKYMEHTUPOBAHHbIX Tpe6OBaHV|l7I, opraHm3auuna OoJnkKHa noarBepanTb ero
TpeGOBaHVIFI A0 NPUHATUA K UCMOJTHEHUIO.

NMPUMEYAHUWE B HekoTOpbIX cuTyauusx, Takux Kak npogaxwu, ocylecTensemMble yepe3 VHTepHeT, npakTtuvecku
HelenecoobpasHo NPoBOAMTL odMuManbHbI aHanM3 Kaxaoro 3akasa. BMecTo 3Toro aHanua MoXeT pacrnpoCTpaHsTbCA Ha

COOTBETCTBYHLLYIO MHopMaLmIo O npoAyKunn, Takyro Kak Katanoru.

8.2.3.2 OpraHu3auusi JOMMKHa PerncTpMpoBaTh U COXPaHSATb AOKYMEHTMPOBaHHYI0 MH(OPMaUMIO, HACKOSbKO
3TO NPUMEHNMO, B OTHOLLEHUMK:

a) pes3ynbTaToB aHanuaa;

b) nobbix HOBLIX TPeBOBaHMIM K NPOAYKLMW 1 yCriyram.

8.2.4 WN3meHeHus TpeboOBaHMN K NPOAYKLMUN U yCriyram

Ecnn TpeboBaHua K npoaykuun u ycriyramM M3MEHEHbl, OpraHusaumsa [orkHa obecrneynTb, 4YTOObl B
COOTBETCTBYIOLLYHO [AOKYMEHTUPOBaHHYIO MWHopMauuio Obinv BHECEHbI MOMpPaBkW, a COOTBETCTBYIOLLUNA
nepcoHan 6bin NocTaBneH B U3BECTHOCTb 00 N3MEHMBLLMXCS TPEOOBaHUSAX.

8.3 TpoekTMpoBaHue u paspaboTka NPoAyKUMU U yCcnyr

8.3.1 OO6wme nonoxeHus

OpraHuzaumsa gofbkHa paspaboTaTb, BHEAPUTb W NOAAEPXKMBaTb MPOLIECC MPOEKTUPOBaHUS U pa3paboTku,
noaxoAswuii Ana obecneyeHns nocneayoLero NPoM3BoACTBa NPoAYKLUUM UM NPEeOCTaBNEHNUS YCIyTU.

8.3.2 [MnaHnpoBaHue NPOEKTUPOBAHUA U pa3paboTKu

Mpn onpegeneHun 3TanoB M CPeACcTB YNpaBreHUsi NPOeKTUpOBaHWMEM WU pa3paboTko opraHusauus LOIKHa
paccmaTpuBaTh:

a) xapakTep, NPOAOIHKUTENBHOCTb M CIMOXHOCTb PaboT Mo NPOEKTUPOBAaHMIO U pa3paboTke;

b) Tpebyemble cTaguu npouecca, BKNOYad MNPOBEAEHWE MNPUMEHUMbIX aHanu3oB MPOEKTUPOBaHNSA U
pa3paboTky;

c) Tpebyemble OENCTBUSA B OTHOLLEHUW BepUdMKaLum U Banvaauumn NpoekTupoBaHus 1 pa3paboTku;
d) 0653aHHOCTW, OTBETCTBEHHOCTb Y NONHOMOYNS B 0BMacTu NpoeKTUpoBaHus n pa3paboTku;
€) BHYTPEHHWE M BHELUHME pecypcChbl, He0OXoAMMble ANA NPOEKTUPOBaHNA 1 pa3paboTKM NPOAYKLUN U YCIYT;

f) HeoGXxoAMMOCTb B YyMpaBreHWX B3aVMOAENCTBMSMM MexAy nuvuamy, ydyacTBYylOLWMMKM B Mpouecce
NPOeKTUPOBaHUSA 1 Pa3paboTKK;

g) HeobXoaMMOCTb BOBMeYeHus NoTpebuTeneit u nonb3oBaTternen B NPOLLECC NPOeKTMPOoBaHUSA U pas3paboTky;
h) TpeboBaHWsA AnNs NocneayroLero NPOUM3BOACTBa NPOAYKLUMN U YCNYT;

i)  ypoBeHb ynpaBneHusl NPOLLECCOM MPOEKTUPOBaHNA U paspaboTKX, OXuaaeMblii NOTPEGUTENAMI U OPYTUMM
COOTBETCTBYIOLUVMMN 3aUHTEPECOBAHHbLIMM CTOPOHaMU;

i) AOKYMEHTMPOBaHHYO WHOpMauno, HeobXxoaumyo AONs OEeMOHCTpauuu BbIMOMHEHUS TpeboBaHUM K
NPOEKTUPOBaHUIO U pa3paboTke.
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8.3.3 BxopgHble AaHHble A4NA NPOEKTMPOBaHUsA U pa3paboTku

OpraHuzaumsi JofbkHa onpedenuTs TpeboBaHusl, MMelolMe BaXHOe 3Ha4yeHWe [Ans KOHKPeTHOro Buga
NpoeKTUpyeMbIX U paspabaTbiBaembix NPOAYKUMU 1 ycnyr. OpraHnsaums oimkHa pacCMOTPEeTb:

a) (byHKUMOHAarmbHbIE M 3KCMyaTaunoHHbIe TPeGoBaHUS;

b) wWHdboOpMauuio, nonyvyeHHyw ©3 npeablaylwiel aHanorMyHOM AesATeNbHOCTU MO MPOEKTUPOBAHMIO U
pa3paboTke;

C) 3aKoHoAaTenbHble U HOPMAaTUBHLIE NPaBoOBble TPeGOBaHUS;
d) cTangapTbl MK CBOAbI NPaKTUK, KOTOPbLIE OpraHM3auus ob6s13anacb NPUMEHSTD;
€) BO3MOXHble NOCNEACTBUS HEYAa4M, CBSA3aHHbIE C XapakTePOM MPOAYKLNN U YCIyT.

BxoaHble faHHble JOMKHbI ObITb afeKBaTHbI LensiM NpoekTMpOBaHUS 1 pa3paboTku, a Takke ObiTb NONMHLIMA U
HEeNpPOTUBOPEYUBLIMMU.

MpoTnBOpeYNs BXOOHbIX AaHHbIX MPOEKTUPOBAHMS U pa3paboTku AOMKHbI OblTb pa3peLLeHbl.

OpraHusaums OoMmKHa PerncTpupoBaTh U COXPaHATb AOKYMEHTUPOBAHHYIO MHIOPMALIMIO MO BXOAHLIM AaHHLIM
NPOEKTUPOBaHUA U pa3paboTKu.

8.3.4 CpeacTBa ynpaBfieHUs NPOEKTUPOBaHMEM U pa3paboTkon

OpraHmsau,vm AOJKHa NpUMEeHATb CpeacTBa yrnpaBlieHUaA npoueccoM MNpoeKTnpoBaHUA U pa3pa60TKM ana
obecneyeHust YBEPEHHOCTU B TOM, YTO!

a) pe3ynbTaTbl, KOTOPbI€ OOJTXHbI ObITb OOCTUITHYTbI, onpeaerneHbl;

b) npoeedeHbl aHanum3bl AOnd oueHnBaHud cnocobHocTn pe3ynbTaTtoB NpPOEKTUPOBaHNA WU pa3pa60TKM
BbIMOJTHUTb Tpe60BaHI/IF|;

C) nNpoBeAeHbl OENCcTBUA MO Bepudmkaumm B uUenax obecneyvyeHusi COOTBETCTBUS BbIXOAHbIX AaHHbIX
NPOEKTUPOBaHMS U pa3paboTku BXOAHbIM TPEOOBaHNAM K MPOEKTUPOBaHMIO U pa3paboTke;

d) npoBeneHbl AeNCTBMS MO BanvMpauum B Lensx obecrneyeHusi COOTBETCTBUS FOTOBOW MPOAYKLMU U yCnyr
TpeboBaHWAM K yCTaHOBNEHHOMY NMPUMEHEHUIO UNTN HaMEYEHHOMY UCMOSb30BaHUI0.

€) npeanpuHsaTH HeobxoauMble AEVCTBMSA MO BbISBIIEHHBIM NpobrieMam B Xo4e aHanumsa unv sepudukaunm u
Banuaauuu;

f)  moKyMeHTUpoBaHHasi MHGopMaLWsa 06 3TUX AeNCTBUSX 3aperucTpupoBaHa U coxpaHeHa.

NMPUMEYAHNE AHanus, Bepudukauus 1 Banugaumsi NPOeKTUpoBaHUSA 1 pas3paboTkn MMeT pasnuuHble uenu. OHu
MOTYT BbIMOMHSTHCSA MO OTAENBHOCTU UMM COBMECTHO, HACKOIbKO 3TO MPUMEHUMO K NMPOAYKLUM M yCrlyram opraHnsauuu.

8.3.5 BbIxoaHble AaHHbIE NPOEKTUPOBaHUSA U pa3paboTkn

OpraHusaums gomkHa obecneunTtb, YTOOb! BbIXOAHbIE AaHHbIE MPOEKTMPOBaHUS U pa3paboTku:

a) COOTBETCTBOBaNM BXOAHbIM TpeboBaHMAM;

b) ObiNvM agekBaTHbIMK ANS NOCNEeAyLWMX NPOLIECCOB NPOM3BOACTBA NPOAYKLMU U NPeAoCTaBNeHNs YChyr;

C) copepxanu TpeboBaHUS K MOHUTOPUHIY WU U3MEPEHWID, HAacCKONMbKO 3TO MOAXOOWUT, a Takke KpUTepuu
NPUEMKUN UFN CCbINKM Ha HUX;
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d) onpepensnu xapakTepuUCTUKN NPOAYKLMM WU YCNyr, KOTOPblE UMEIOT BaXKHOE 3HAYEeHWe Ans UX LeneBoro
HasHauyeHus, 6e3onacHoro U Hagnexallero npeaocTaBeHuns.

OpraHusaums OomkHa PEerMcTpupoBatb UM COXPaHSiTb AOKYMEHTUPOBaHHYH WHGOPMaLUo MO BbIXOAHbLIM
AaHHbIM NMPOEKTUPOBaHUS U Pa3paboTKM.

8.3.6 WU3meHeHMs NpoeKkTUPOBaHUA U pa3paboTKu

OpraHusaumsi gormkHa waeHTUUUUpoBaTb, aHanM3MpoBaTb W YNpaBnATb M3MEHEHUAMMW, CAenaHHbIMU BO
BpeMS UM nocrie NpoeKkTUpoBaHUs 1 pa3paboTkn NpoayKuMu W yCryr, B TOW CTeneHu, Kotopas Heobxognma
ansa obecnevyeHns NCKNIOYEHUSA HEraTMBHOIO BIIMSIHUA Ha COOTBETCTBME TpeboBaHMAM.

OpraHusauusa gomkHa perMcTpmpoBaTth U COXpaHATb AOKYMEHTUPOBAHHYO MHGOpPMaLMIo Mo:

a) W3MEHEHMAM NPOEKTMPOBaHUS U pa3paboTkuy;

b) pesynbTaTam aHanu3os;

C) CaHKUMOHMPOBAHUIO U3MEHEHWI;

d) pencrtBusM, NpeanpUHATLIM AN NpegoTBpaLleHns HebnaronpuaTHOrO BIUSHUS.

8.4 yl'lpaBHEHMe npoueccamMm, npo,quLmeﬁ nycnyramum, nocraBndemMbiMu BHELUHNMU
nocrtaBwWMKamMmun

8.4.1 0OO6Lue nonoxeHns

OpraHusaums gormkHa obecneynTb COOTBETCTBME MPOLIECCOB, MPOAYKUMU WU YCMYr, NMOCTaBMsieMbIX BHELUHUMU
nocTasLlMKamu, TpeboBaHusAM.

OpransauMﬂ AOOJDKHa onpenendrtb cpeacrtsa ynpaslieHnUA, npuMeHnMble AnAa npoueccos, npoaykunm n ycnyr,
nocTaBJ1IA€MbIX BHELWWHUMU NOCTaBLUMKAMK, B TE€X Clny4dadX, Koraa:

a) npoaykuusa n ycnyrn OoT BHEeWHUX NOCTaBLUMKOB NnpegHa3Ha4vYeHbl AnA BKIHYEeHUA X B COCTaB npoaykuunm n
ycnyr, npegnaraemMblix camon opraHmsauMeﬁ;

b) npoaykums u ycnyru noctaBnstoTCS BHELHMMW MOCTaBLUMKAMKU HamnpsiMyto noTpebutento(siM) oT UMEHM
opraHusauuu;

C) npouecc wunu ero 4acTtb BbINOJIHAETCA BHELWHUM MOCTaBWUKOM B pesyrnbTate MNpUHATUA pelleHnsa
opraHusaumen.

OpraHusaums [JOMmKHa onpeaenutb U MPUMEHSITb KPUTEPUM OLIEHKM, BblbOpa, MOHWUTOPWHra pesynbTaToB
[eATENbHOCTM, @ Takke MOBTOPHOW OLIEHKM BHELUHMX MOCTAaBLLMKOB, UCXOOS U3 UX CMOCOOHOCTM BbIMOMHATH
npoLeccbl UNM NOCTaBNSATb MPOAYKLMIO U YCIyrM B COOTBETCTBMMU C TpebGoBaHusamu. OpraHu3auus OofmkHa
peructpupoBaTb W COXpaHsATb [OKYMEHTMPOBAHHYK WHopMaumio o6 39TUX [AelcTBusiX U 0 mnobbix
HeobXxoaNMbIX OENCTBUAX, BbITEKAIOLLMX U3 OLIEHOK.

8.4.2 Twvn u cTeneHb ynpaBneHus

OpraHusauma gomkHa obecneuntb, 4TOObl Npouecchbl, NPOAYKUMA W YCMyru, NOCTaBfsieMble BHELHUMMU
MocTaBLUMKaMM, He OKa3blBanu HeraTMBHOrO BIIMSIHUS HA CMNOCOOHOCTb OpraHm3auuy MOCTOSIHHO MOCTaBNSATb
CBOMM NOTPeBUTENAM COOTBETCTBYHOLLYIO MPOAYKLMIO N YCIyru.

OpraHusauus gomkHa:

a) obecneunBatb, 4TOOLI npouecchbl, noctaBrideMmble BHeEWHUMU NOCTaBWMKaMK, Haxoaunncb noa
ynpaeleHnem ee CUCTEMbl MEHEPKMEHTa Ka4veCTBa,
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b) onpepensTtb cpeacTBa ynpaeneHusl, KOTOpble OHA MNaHMPYeT MPUMEHSTb Kak B OTHOLUEHMU BHELLHErO
nocTaBLUMKa, TaK U K NOCTaBMAsieMbiM UM pe3yrbTaTam;

C) y4MTbIBaThb:
1) BO3MOXHOE BNUsSIHWE MPOLIECCOB, NPOAYKLUMMN 1 YCIYT, NOCTABMASIEMbIX BHELUHVMMW NOCTaBLLMKaMM, Ha
CNocoGHOCTb opraHM3auum NocTosiHHO obecneynBaTb COOTBETCTBUE TpeboBaHUsIM noTpebuTtenen u
NPUMEHUMbIM 3aKoHOAATENbHBIM U HOPMaTUBHBLIM MPaBOBbLIM TPEGOBAHMAM;

2) pPe3ynbTaTMBHOCTb CpeacTB ynpaBJieHUsA, NpuMeHAeMbIX BHELWWHUM NMOCTaBLLMKOM;

d) onpepenatb BepuduKauMio WM Opyrue LencTBusi, Heobxoaumble Ans obecneyeHus COOTBETCTBUS
npoueccos, npoaykunn n ycnyr, noctaBidAeMblX BHELLHUMWU NOCTaBLMKaAMU, Tpe6OBaHI/IF|M.

8.4.3 WHdopmauus, npegocraBnsieMas BHELWWHMM NOCTaBLUUKaM
OpraHu3auuns gomkHa obecneunBaTb 4OCTATOMHOCTL TpeboBaHWM 40 UX COOBLLEHNS BHELLHEMY NOCTaBLLUKY.
OpraHusaumsa gomkHa coobLliatb BHELLHUM NOCTaBLUMKaM CBOW TpeboBaHMS, OTHOCALLMNECS:
a) KnocTaBnsgembIiM npoLeccam, NpoayKuum 1 ycryram;
b) opobpeHuto:
1) npoayKumu n ycnyr;
2) MmeTomoB, NPOLIECCOB U 060pPYAOBaHUS;
3) BbiNycka NPOAYKUUN U YCNYT;
C) K KOMMETEHTHOCTU NepcoHana, Bkno4yas nobblie Tpebyemble Mepbl MOATBEPXKAEHNS KBanudmkaumm;
d) B3anMoOAeNCTBUIO BHELUHEro NocTaBLiMKa C OpraHmM3aunen;

€) MpUMEHsieMbIM OpraHu3auuen ynpaeneHUI0 U MOHUTOPUHTY pPe3ynbTaToB [AeATEeNbHOCTU BHELUHEro
NoCTaBLUMKa;

f) pesTenbHOCTM NO BepudmkauMmM wnu Banugauuu, KOTOpble OpraHusauust unuM ee noTpebutens
npegnonararoT OCYLLEeCTBNSATbL HA MECTe Yy BHELLHEro NocTaBLuyMKa.

8.5 [lpousBoacTBO NpoAyKUMU U NpegocTaBneHue ycnyr
8.5.1 anaBneHMe npoun3BoacTBOM NpoAyKUUMN U NpefocTaBrieHNneM ycnyr

OpraHuzaumsa OoSmKHa OCYLLEeCTBMATb NPOM3BOACTBO MPOAYKUMW U NpenoCcTaBfeHne ycnyr B yrnpaBrsieMblxX
YCNOBUSX.

Ynpaensiemble yCrioBus JOJIKHbI BKIIOYaThb B ce6s1, HACKOMbKO 3TO MPUMEHUMO:
a) [OOCTYNHOCTb AOKYMEHTUPOBAHHOW MHGOPMaL MK, onpeaenstowen:

1) XapaKTepucTtukun l'IpOVI3BOD,I/IMOl7I npoaykumn, npenocrtaesndemMblX ycnyr Wunm OcyLIJ,eCTBﬂFleMOVI
DeATENbHOCTH;

2) pe3ynbTaTbl, KOTOPbI€ OOJTXHbI ObITb LOOCTUTHYTbI;

b) OOCTYNHOCTb U NpUMEeHeHne pecypcoB, noaxoadawmnx anda ocywecrtesiieHUna MOHUTOPUHra n M3MepeHMl;'l;
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C) ocyuwlecTBneHne OeATENbHOCTU MO MOHUTOPUMHTY U U3MEPEHMIO Ha COOTBETCTBYIOLLMX 3Tanax B LENnsax
BepMdUKaLMM COOTBETCTBMS MPOLIECCOB MMM UX BbIXOAOB KPUTEPUSAM YyMNpaBfeHusl, a Takke COOTBETCTBUS
NPOAYKUNN U YCITYT KPUTEPUSIM MPUEMKMU;

d) npuMeHeHMe COOTBETCTBYIOLLEN MHAPPACTPYKTYPbI U cpeabl Anst (YHKLNOHNPOBaHNS NPOLLECCOB;

€) HasHadeHue KOMMNEeTEHTHOro nepcoHana, Bkntovasi nobyto Tpedyemyto kBanudmkaumio;

f)  Banmuaaumo 1 NepMoaMYEcKyro NOBTOPHYO Banvaaumio CNocoBHOCTM NPOLECCOB NPOU3BOACTBA NPOOYKLUK
N NMpefoCTaBeHnsa ycryr gocTuraTb 3anfaHWpOBaHHbIX Pe3ynbTaToB B TEX CIydasx, Korga KOHEYHbIN
BbIXOA HE MOXEeT ObITb BepuuLmMpoBaH nocneayowmMm MOHUTOPUHIOM UM U3MEPEHNEM;

g) BbINOMNHEHME OAEUCTBUN C LieNbio NpeaoTBpaLLeHnst OLNBOK, CBA3AHHBLIX C YeroBevYeCcKMM (akTopom;

h) ocywecTBneHne Bbinycka, NOCTaBKM U AEACTBUIN NOCIE NOCTaBKU.

8.5.2 WpeHTUdMKaUMA U npocrnexnBaeMoCTb

OpraHusaums [JOrKHa WCMonb3oBaTb MNOAXoAsLMe Crnocobbl Ans uaeHTUdUKaUMM BbIXOAOB, Korga 3To
HeobxoamMo Ansa obecnevyeHnss COOTBETCTBUSA NPOSYKLMA W YCHYT.

OpransauMﬂ OOJDKHa VI,D,eHTVId)I/ILI,I/IpOBaTb CTaTyC BbIXOOOB MO OTHOLUEHUIO K Tpe6OBaHVIF|M, OTHOCALUMMCA K
MOHUTOPUHTY N N3BMEPEHUAM, NO XOA4Yy NpPpon3BoACTBa NpoAyKUMN N npegocTaBiieHna yenyr.

OpraHuzaumsa [OormkHa YhnpaBnaTb creuvarnbHo MaeHTUMKauMeid BbIXOAOB, Koraa MNpOCIeXuBaeMoCTb
aBnsieTcs TpeboBaHMEM, PErNCTPMPOBaTh Y COXPaHATb AOKYMEHTMPOBaHHYIO MHGOPMaLMIo, HEOGXoaAMMYIO Ans
obecrneyeHunsi NPoCnexnBaemMocCTy.

8.5.3 Co6CTBEHHOCTb NOTPebuTEeNnen UnNn BHELWWHUX NOCTaBLMKOB

OpraHusauusa gormkHa nposiBnsaTb 3ab0Ty 0 COBCTBEHHOCTM NoTpebutenen nnym BHELLHUX NOCTAaBLLMKOB, Koraa
OHa HaxoguTcsa nofg ynpaesneHMeM OpraHusaunm Unm UCrnonb3yeTcs eto.

OpraHusaums [ormkHa uaeHTuduuMpoBaTb, BepUEULMPOBAaTb, COXPaHATb M 3awmuiaTb COOGCTBEHHOCTb
noTpebutens wnuM BHELUHEro MOCTaBLUUKa, MNPeOOCTaBMEHHYID Ans WCMOMb30BaHUS UMW BKIOYEHUS B
NPOAYKLMIO U YCIYTH.

B cnyyae, korga cob6CTBEHHOCTb NOTpPebUTENs unM BHELWIHEro NOCTaBLUMKa YTepsiHa, MNOBpeXAeHa Wunu
npu3HaHa HenpurogHon Ansi UCMONb30BaHUA, OpraHmsauus OofkHa yBeJoMuTb 06 3ToM nmoTpebuTtens wnu
BHELUHEro nocTaBLUMKa, a Takke perucTpupoBatb W COXPaHATb [AOKYMEHTUPOBaHHYI WHGOpMaLMIO O
npounsoLleailiem.

NMPUMEYAHUNE CobCcTBEHHOCTL MOTPedbUTENs UNM BHELUHEro NocTaBLUMKA MOXET BkNtoyaTb B cebs matepuansl,
KOMMOHEHTbI, WHCTPYMEHTbI M 00OpyAOBaHWE, HEOBWKUMOCTb, WHTENMEKTyamnbHyl0 COOCTBEHHOCTb W MEpCOHAanbHble
OaHHble.

8.5.4 CoxpaHeHue

OpraHu3zauus JomKHa COXPaHsTh BbIXOAbl BO BPeMsi NPOM3BOACTBA NPOAYKLMM U NPEAOCTaBMNeHUs YCryr B TOW
Mepe, Hackonbko 310 byaeT HeobxoauMbIM Anst obecrnevyeHnsi COOTBETCTBUA TPeGOBAHUSIM.

NMPUMEYAHUE CoxpaHeHne MOXeT BKYaTb B ceba  uaeHTudumKaumoo, MNorpy3odHO-pasrpy3oyHbie  paboThl,
npenoTBpaLleHne 3arpa3HeHns, ynakoBblBaHWe, XpaHeHe, nepeMeLLeHne UM TpaHCnopTUPOBKY, U 3allnTy.

8.5.5 [lesATenbHOCTb NOCNe NOCTaBKU

OpranaauMﬂ AOIMKHa obecneynTb BbINOSIHEHME Tpe6OBaHI/Il7I K OEATEeNbHOCTU, CBSA3aHHOM C npouyKumePl n
ycnyramu, nocrne 1oro, Kak OHu ObINM NOCTaBMNEHbI.
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Mpwn onpeneneHun obvema Tpebyemon AeaTenbHOCTU NOCne NOCTaBKM OpraHM3aLmsa SOMMKHa paccMaTpmBaTh:
a) 3akoHogaTesibHble M HOpMaTMBHbIE MPaBOBblE TPeOOBaHUS;

b) noTeHumanbHble HEXENnaTenbHble MOCNEACTBUS, CBA3AHHbIE C €€ NPOAYKUMEN U yCriyramu;

C) XapakTep, UCMONb30BaHWE 1 NpeanoniaraeMoe BpeMs XU3HU NPOaYKUMU 1 YCIIyT;

d) TpeboBaHus noTpebutenen;

e) obpaTHylo CBA3b C NoTpebuTtensamu.

NMPUMEYAHNE [eatenbHOCTb MOCNe MNOCTaBKM MOXET BKM4YaTb B ceba OelcTBMS COrfacHO rapaHTUMHBLIM
obsA3aTenLCcTBaM, KOHTpakTHbIM 0b6si3aTenscTBam (Takume Kak obcrnyxmBaHWe) U OOMONHUTENbHbIE YCNYrK, Kak Hanpumep
nepepaboTka UM okoHYaTenbHOE YHUUTOXEHME.

8.5.6 YnpaBneHue uaMeHeHUAMHU

OpraHusaumsa gomkHa aHanusanpoBaTb M3MEHEHMS B MPOM3BOACTBE MPOAYKUMM UNN NpeaoCTaBneHnn ycnyr u
ynpaeBnsaTe VMW B TOW CTENEHW, HacKonbko 9TOo OydeT Heobxogumo Ans obecneyeHuss NOCTOSTHHOrO
COOTBETCTBMUA TpeboBaHNAM.

OpraHv3aumss JOImkHa PEerMcTpypoBaTb W COXPaHATb [OKYMEHTMPOBAHHYIO WMHMOPMAaUWo, OMNMChIBAOLLYIO
pe3ynbTaTbl aHanu3a W3MEHEHUW, CBedeHMs O [OIDKHOCTHbIX nuuax, CaHKUMOHUPOBAaBLUUX BHECEHWe
N3MEHEHNSsI, N BCe HEODXOAMMbIE OENCTBUS, ABMAOLLMECA Pe3yNbTaToOM aHanmaa.

8.6 BbInyck npoaykumuu u ycnyr

OpraHuzaumsi JormkHa BHeapsATb 3anfaHMpOBaHHble MEPOMNPUSTAS Ha COOTBETCTBYIOLWIMX 3dTarnax B Lensx
BEepUUKaLMN BbINOSTHEHUS] TpeBoBaHMI K NPOAYKUUM U yCryram.

BbIHYCK npoaoykumn mn ycnyr and I'IOTpe6VITeJ'Iﬂ He [OOJDKeH NnpoucxognTb OO OKOHYaHWUA peann3aunm BCeX
3aniaHMpoBaHHbIX MepOI'IpVIFITMVI C yaoBNneTBOpPUTESIbHbIMU pe3dyrnbTaTaMnu, KpoMe TexX CliydaeB, Korga 3TO
CaHKUMOHMPOBAHO YNMOJTHOMOYEHHbIM OpraHom n/vnn nMuomMm n, Korga aTo npuMeHnmMo, caMmmnm I'IOTp66VITeJ'IeM.

OpraHusaums JomKHa perncTprpoBaTth 1 COXPaHATb JOKYMEHTUPOBAHHY UHOPMAaLMIO O BbIMyCKE NPOAYKLUU
n ycnyr. [JokyMeHTUpOBaHHasa MHpopmaLms AOSKHA BKIOYATb:

a) CcBUOETENbCTBA, AEMOHCTPUPYIOLLME COOTBETCTBUE KPUTEPUSIM NPUEMKH;

b) npocnexmBaeMoCcTb B OTHOLIEHUM [OOIMKHOCTHOrO nuvua (nvd), CaHKLMOHMpOBaBLUEro(Mx) BbIMyCK
NPOAYKLUUN 1 YCIyT.

8.7 YnpaBneHue HeCOOTBETCTBYIOLMMM pe3yribTaTamMmmn NpoLeccoB

8.7.1 OpFaHI/I3aLJ,I/IF| AOOJPKHa obecne4ynBaTtb VI,D,eHTVI(*)I/IKaLI,VIIO M ynpasneHue pesynbTatamMmn npoueccos,
KOTOpble HE COOTBETCTBYIOT Tpe6OBaHVIF|M, B Uendax npeaorBpalleHnd nx HenpegHa3Ha4eHHoOro
MCNoNb30BaHNUA UM NOCTAaBKA.

OpFaHI/I3aLI,I/|ﬂ OOJDKHa npeanpunHnMmaTtb COOTBETCTBYHOLLME LI,SVICTBVIH, ncxoga U3 Xxapakrtepa HeCOOTBETCTBUA U
€ro BImaHMA Ha COOTBETCTBUE NpPOAYyKUUU N YCNyr. 3710 OOJIDKHO MNMPUMEHATLCA TaKXKe K HeCOOTBeTCTByPOUJ,eVI

npoaykunm un ycnyram, BbidABII€HHbIM NOCIe NOCTaBKM NpoayKuunun, B Xxoae Ui nocne npenocraBiieHnda yenyr.

OpraHusaumsa OOMmKHa OCYLLECTBMATb B OTHOLIEHMM HECOOTBETCTBYHOLUUX pe3yrnbTaToB MpoLecCcoB OOHO WMn
HECKONbKO U3 cnegylowmx 4encTBui:

a) KOppeKuwuto;
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b) oToeneHve, orpaHuyeHWe pacnpocTpaHeHUsl, BO3BPAT WM MNPUOCTAHOBKY MOCTaBKX MPOAYKUMM 1
NpPeaoCTaBEHUS YCIYT;

Cc) wHdopMMpoBaHME NOTpebutens;
d) nony4yeHve paspelleHUs Ha NPUEMKY C OTKITOHEHUEM.

Mocne BbINOMIHEHMS] KOPPEKLMM HECOOTBETCTBYIOLLMX PE3YNbTAaTOB NMPOLIECCOB UX COOTBETCTBUE TpebGoBaHUSM
AOIMKHO GbITb BepudULMpoBaHo.

8.7.2  OpraHusaumsi LOMKHA PErMcTpMpoBaTh U COXPaHATb JOKYMEHTMPOBAHHYO MHAOPMAaLMIO, KOTopast:
a) onucbiBaeT HECOOTBETCTBUE;

b) onuceiBaeT npeonpuHATLIE 4ENCTBUS;

C) onucbiBaeT NofyYeHHble paspeLleHmns Ha OTKINOHEHME;

d) ykasbiBaeT MOMHOMOYHbLIA OpraH wwunu nuuo, NPUHUMaBLLEE pelleHMe O AEWCTBUM B OTHOLUEHWUU
HECOOTBETCTBUA.

9 OueHKa pe3ynbTaToB AeATENbHOCTHU

9.1 MOHUTOPUHI, U3MEpPEHNE, aHaNn3 N oLleHKa
9.1.1 O6wwme NONoXxeHus

OpransauMﬂ OOJPKHa onpenennTb:

a) YTO OOJDKHO nogneXxaTb MOHUTOPUHTY U USMEPEHUNAM;

b) ™meToabl MOHUTOPWHra, U3MEpeHUsi, aHanuM3a M oueHku, Heobxooumble aAna obecnedeHns OOCTOBEPHbIX
pe3ynbTaTos;

C) KOrAa [LOIMKHbI MPOBOAUTLCS MOHUTOPUHT Y U3MEPEHUS;
d) «Koraa pesynbTaTbl MOHUTOPUHIA N U3MEPEHUI OOIKHBI ObITb NPOAHANU3NPOBaHbI Y OLEHEHDI.

OpraHm3au,|/|;| OOJDKHa oueHunBaTb pes3ynbTaTbl OeATEeNIbHOCTU U pe3ynbTaTUBHOCTb CUCTEMbl MEeHe)KMeHTa
Ka4dyecTBa.

OpransauMﬂ OO0JDKHa perncTtpupoBaTtb U COXpaHATb COOTBETCTBYHLUYHO JOKYMEHTUPOBAHHYIO VIH(bOpMaLI,VI}O
KaK CBMOETENIbCTBO NOJTy4EeHHbIX Pe3ynbTaToB.

9.1.2 YpoBneTBOpeHHOCTb NOoTpedbutenen

OpraHusaumsi JomKkHa NPOBOAUTb MOHUTOPUHI AaHHbIX, KacaloMXCcA BOCNPUSATUSA NOTPEOUTENAMM CTENeHM
YLOOBNETBOPEHUSA WX NOTpebHOCcTen M oxupaHuin. OpraHusauus OOofKHa OMNpefenuTb MeToabl NosydeHus,
MOHUTOPWHIa 1 aHanuaa aTon uHopmaumn.

NMPUMEYAHME [Mpumepbl MOHUTOPWHIa BOCNPUATMSA NOTpebrTENsiMM MOryT BKMOYaTb Onpoc notpebutenen, OT3biBbI
OT noTpebuTenen o NOCTaBNEHHbIX NPOAYKLUMM U YCryrax, BCTPeYM ¢ noTpebutensamm, aHanus 4onm peiHka, bnarogapHocTtu,
NPeTeH3nn Mo rapaHTUNHLIM 0653aTenbLCTBaM UM OTYETbI AUNIEPOB.

9.1.3 AHanu3 n oLeHKa

OpraHm3au,|/|;| OOJKHa aHanmM3nmpoBaTtTb U OLEeHMBaTb COOTBETCTBYOLLME OaHHblE U I/IH(*)OpMaLlI/II-O, nony4vyeHHyw
B XO04e MOHUTOPUHIa n n3aMepeHus.
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Pe3ynbTaTthl aHanu3a A4oMmKHbl OblTb UCMOSb30BaHbI 41151 OLIEHKN:

a) COOTBETCTBMS MPOAYKUMMW W YCRYT;

b) cTeneHun ygoBneTBOpEHHOCTM NoTpeduTenen;

C) pe3ynbTaToB AESATENBHOCTU U Pe3yNbTaTUBHOCTM CUCTEMbI MEHEPKMEHTa KayecTBa;
d) ycnewHOCTM NNaHMPOBaHMS;

€) pe3ynbTaTUBHOCTW OENCTBUN, NPEONpUHATLIX B OTHOLLEHMN PUCKOB Y BO3MOXHOCTEN;
f)  pesynbTaToOB OEATENBHOCTU BHELIHUX NOCTaBLLMKOB;

g) noTpebHOCTM B yNy4LLEHMSIX CUCTEMbI MEHE)KMEHTA KayecTBa.

NMPUMEYAHNE MeToabl aHanu3a gaHHbIX MOryT BKMOYaTh B ce0s CTaTUCTUYECKME MeTOAbI.
9.2 BHyTpeHHuUM aygut

9.2.1  OpraHu3auusa gomkHa NPoBOANTL BHYTPEHHME ayauTbl Yepes 3annaHMpoBaHHbIE UHTepPBaribl BpEMEHM
AN NonyvyeHnst MHGopMaLuK, YTO cUcTeMa MeHeIKMeHTa KadyecTsa:

a) COOTBETCTBYET:

1) cobcTBeHHbIM TpeboBaHUSAM OpraHM3auny K ee cucTeMe MeHeDKMEHTa KavyecTBa;
2) TpeboBaHMAM HACTOSLLEro CTaHAAPTa;

b) pesynbTaTMBHO BHegpeHa 1 OYHKLUNOHUPYET.

9.2.2 OpraHu3aums gonxHa:

a) nnaHuvpoBaTtb, paspabaTtbiBaTb, peanu3oBbiBaTb W NOgAepPXuBaTb B aKTyallbHOM  COCTOSIHUM
nporpammy(Mbl) ayguMToB, BKIOYas NepuoaMyHOCTb W MeTOAbl NPOBeAeHWs ayauToB, a Takke
OTBETCTBEHHOCTb, MMaHWpyemble Ans npoBepku TpeboBaHWS W npeaocTaBrieHMe OTYETHOCTW.
Mporpamma(mbl) ayautoB gormkHa(bl) paspabaTbiBaTbCs C Y4ETOM BaXHOCTWM MpOBepsSeMblX NpOLEeCccoB,
N3MEHEHWI, OKa3bIBaKLLMX BNSHUE HA OpraHn3auuio, 1 pe3ynbTaToB npeablayLwmx ayamTos;

b) onpegensatb kpuTepun ayanta n obnactb NPOBEPKM AN KaXXA0ro ayauTa;

C) oTOuMpaTb ayauTopoB U MNPOBOAMTL ayauTbl Tak, 4ToObl obecneunBanacb OOBLEKTUBHOCTE MU
BecnpucTpacTHOCTb Npouecca ayauTa;

d) obecneunBaTtb Nnepegavy MHoOpMaLuKn o pesynbTaTtax ayanuToB COOTBETCTBYIOLLMM PYKOBOOUTENSM;

€) OCYLEeCTBNATb COOTBETCTBYIOLLYIO KOPPEKLUUIO U KOppekTupylowme OeicTeus Ge3 HeoBGOoCHOBaHHO
3a[epPXKKK;

f) perncTpupoBatb U COXpaHATb [OOKYMEHTUPOBaAHHYH I/IHCbOpMaLI,VIIO KaK CBUOETENbCTBO peann3aunmn
nporpamMmmbl ayauUTOB U NOJTy4EeHHbIX pe3yrnbTaToB ayauToB.

NMPUMEYAHNE Cwm. I1ISO 19011 gnsa pykoBoacTBa.
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9.3 AHanu3 co CTOpPOHbLI PyKOBOACTBA

9.3.1 0O6Lwue nonoxeHns

Bbicwee PyKOBOACTBO [OOJDKHO aHanu3npoBaTb 4epe3 3ansjlaHMpOBaHHbIE WHTepBalbl BpPeMEeHU Cuctemy
MeHeXKMEHTa Ka4yecTtBa B uenax obecneveHus ee NOCTOSIHHOM npurogHocCTn, aEeKBaTHOCTMU,
pPe3ynbTaTBHOCTU N COrMacoBaHHOCTU CO CTpaTerm4eCknum HanpasrieHnem opraHm3aumn.

9.3.2 BxopgHble gaHHble aHan13a co CTOPOHbI PYKOBOACTBA

AHanusa co CTOPOHbI pykOBOACTBa AOJKEH NMiaHMpoBaTbCA U BKIO4YaTb B cebs paccMmoTpeHne:

a) cTaTyca AeiicTBuiA Mo pesynbTaTtam npeablayLmnx aHanmn3oB co CTOPOHbI PYKOBOACTBA;

b) N3MEHEHNIN BO BHELLHMWX U BHYTPEHHUX (*)aKToan, Kacarowmnxca CUCteMbl MEHEOXMEHTA Ka4veCTBa,

C) WHcdopmaumum o pesynbTatax OesATeNbHOCTU U pe3ynbTaTUMBHOCTU CUCTEMbl MeHeO)XMeHTa KavecTBa,
BKMtOYas TEHAEHL MU, OTHOCSLLINECS:

1)
2)
3)
4)
5)
6)

7)

K yOOBNETBOPEHHOCTH NOTpebuTenen n oTabiBam OT COOTBETCTBYHOLLUX 3aUHTEPECOBAHHbIX CTOPOH;
cTeneHn JOCTUXKEHUS Lienen B obnactun Ka4ecTBa;

nokasaTensam npoLeccoB N COOTBETCTBUIO MPOAYKLM U YCNYT;

HECOOTBETCTBUAM U KOPPEKTUPYIOLLIMM OENCTBUSM;

pe3ynbTataM MOHUTOPUHIa U NU3MEPEHWIA;

pe3ynbTataMm ayauToB;

pe3ynbTataM AeATeribHOCTN BHELWWHUX NOCTaBLNKOB;

d) [JocTaToOYHOCTM pecypcos;

€) pes3ynbTaTUBHOCTU AENCTBUIA, NPEONPUHSATLIX B OTHOLLEHNM PUCKOB 1 BO3MOXHOCTEN (cM. 6.1);

f)  BO3MOXHOCTSAM ONS ynyyLleHus.

9.3.3 BbIxogHble AaHHble aHanu3a co CTOPOHbI pyKoBoACTBa

BbixogHble faHHble aHanu3a cO CTOpPOHbl PYKOBOACTBA [OMKHbI BKMOYATb B cebs pelueHuss u OencTeus,
oTHocsLMecs:

a) K BO3MOXHOCTAM ANs YNy4YLleHUst;

b) nbbiM HEOOXOOUMBIM U3MEHEHNSIM CUCTEMbI MEHEPKMEHTA Ka4yeCTBa;

C) noTpebHOCTM B pecypcax.

OpraHmaau,Mﬂ OOJDKHa perncrtpuposatb U COXpPaHATb OOKYMEHTUPOBAHHYHO MH(bOpMaLI,I/II'O KaK cBMUOETENbCTBO
pe3ynbTaTtoB aHarM30B CO CTOPOHbI PyKOBOACTBA.
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10 YnydweHue

10.1 O6Lwume nonoxeHus

OpraHusauns gomkHa onpenensaTb U BblbMpaTb BO3MOXHOCTU ANA YNYYLLEHUA U OCYLLEeCTBNATL Heobxoaumble
OencTBua ANs BbINONHeHUs TpeboBaHunin noTpebuTtenen n NOBbILLEHUSA X YOOBNETBOPEHHOCTMW.

3OTO OOMKHO BKAOYaTb:

a) ynydleHue NpoayKUMW U yCrnyr B Liensx BbINONHeHMs TpeboBaHui, a Takke ydyeTa bygywmx notpebHocTen
N OXXnaoaHum;

b) KOppeKuuto, npeaorepalleHne nnmn CHMXeHne BIIMAHNA HeXeraTellbHbIX BO34ENCTBUM;
C) ynydweHune pe3yrnbTtaTtoB OEATEJIbHOCTU U pe3yNbTaTUBHOCTU CUCTEMbI MEHE)KMEHTa Ka4vecTBa.

NMPUMEYHAHNE MpuMepbl  ynydlweHns MOryT BKNoYaTb KOPPEKLUIO, KOppeKTupylollee AencTBue, MNOCTOSHHOE
ynydLleHne, NPOPbIBHOE N3MEHEHNE, NHHOBALMIO Y peopraHu3auuio.

10.2 HecooTBeTCTBUS U KOppPEKTUpYOLWMe AeUCTBUSA
10.2.1 [pu nosiBNEHMM HECOOTBETCTBMIN, B TOM YMCIE CBA3AHHbIX C MPETEH3UAMU, OpraHn3aLms OOMKHa:
a) pearmpoBaTtb Ha JaHHOE HECOOTBETCTBME N HACKOJIbKO NPUMEHNMO!

1) npegnpuHnMaTb ,D,el7ICTBVIFI Nno ynpasJieHUN N KoOppeKUunn BbliABJ1IEHHOIO HECOOTBETCTBUA;

2) npegnpuHMMaTh AEWCTBUS B OTHOLIEHMM NOCMNEACTBUIA AaHHOMO HECOOTBETCTBUS;

b) oueHuBaTb HeobGXOOUMOCTb AENCTBMM NO YCTPAHEHWUIO MPUYMH AAHHOrO HECOOTBETCTBMS C TeM, YTOObI
nsbexaTb ero NOBTOPHOro NOSIBAEHUSA UK NOSBIEHUS B APYrOM MeCTe NOCPeACTBOM:

1) aHanusa HecCoOoTBETCTBUS;
2) onpegeneHus NPUYMH, BbI3BaBLUMX MNOSIBIEHNE HECOOTBETCTBUS;

3) onpegeneHnst HaNU4YMs aHanorMYyHOro HECOOTBETCTBUS UMM BO3MOXXHOCTU €ro BO3HWKHOBEHWS rae-
nuoo eue;

C) BbIMOMHATL BCe HEOBXOAMMbIE AEVCTBUS;

d) npoaHanuaMpoBaTb Pe3yNbTaTUBHOCTb KaXXOoro NpeanpuHSATOro KOpPeKTUPYHLEro AeiCTBUS;

€) aKTyanuaupoBaTb Npu HeO0GXOAMMOCTU PUCKU U BO3MOXXHOCTU, onpeAerneHHble B Xode NiaHnpoBaHus;
f)  BHOCUTb NPU HEOGXOAUMOCTU U3MEHEHUSI B CUCTEMY MEeHe)KMeHTa kayecTBa.

KoppekTupytoLine aeicTems OMKHbI COOTBETCTBOBATL NOCNEACTBUAM BbISIBNEHHbIX HECOOTBETCTBUIA.

10.2.2 OpraHusauus [OOfmKHa perucTpupoBaTb W COXPaHSATb [OKYMEHTMPOBaHHYH WMHQOPMaUMo Kak
CBMOETENbLCTBO:

a) XxapakTepa BbISIBNIEHHbIX HECOOTBETCTBUI 1 NOCNEAYIOLLMX NPEANPUHSTHIX 4EACTBUN;

b) pesynbTaToOB BCEX KOPPEKTMPYHOLLUX AEACTBUNA.
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10.3 MocTosiHHOE yrnyulieHue

OpraHmsame OO0JDKHa MOCTOAHHO ynydlwaTtb NPUroaHOCTb, aAeKBaTHOCTb U pPe3ylNibTaTUBHOCTb CUCTEMbI
MeHeXXMeHTa KavyecTBa.

Opranaau,Mﬂ AOOJPKHa paccMaTpuBaTb pe3ylibTaTtbl aHaln3a W OUeHKW, BbiXOAHble OaHHble aHanm3a Cco

CTOPOHbI pyKOoBOACTBA, 4YTOObI onpenennTtb, MUMEeKTCA Jn ﬂOTpGGHOCTVI N BO3MOXHOCTH, Tpe6yrou.w|e
pacCMOTpPpEHNA B Ka4eCTBE MeP NO NOCTOAHHOMY yny4LllIEeHUIO.
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MpunoxeHue A
(cnpaBo4HoOE)

Pa3sbsicHeHne HOBOW CTPYKTYpPbl, TEPMUHONOIMU U NOHATUN

A.1  CTpykTypa u TepMUHONOIUs

CTpykTypa pa3genos (T.e. NOCNeaoBaTenbHOCTb Pa3ferioB) M YacTb TEPMUHONOMMU HACTOSLLEro ctaHgapTa no
cpaBHeHuo ¢ npedblgywen Bepcuen (ISO 9001:2008) Obinn M3MEHEHbl B LEnsx YNydlWweHUs CTPYKTYpPHOW
COBMECTMMOCTM C APYTUMW CTaHAAPTaMu Ha CUCTEMbl MEHEXMEHTA.

B HacTosieM cTanHgapTe He codepXuTcs TpeboBaHUS O MPUMEHEHWUM €ero CTPYKTYpbl U TEPMUHOMOMMU K
OOKYMEHTUPOBAHHOWM MHDOPMaLMM CUCTEMbI MEHEXXMEHTA KauyecTBa OpraHn3auum.

[aHHasa cTpyKTypa pasgenoB npeaHasHaveHa B Oonbluen mepe ansi o0ecneyveHnss cornacoBaHHOro U3noXeHUs
TpeboBaHuin, YeM Onsi TOro, 4YtobObl ObITb MOAENbI0 ANS OOKYMEHTMPOBAHUS MOMUTMK, LieNei U MNpoLeccoB
opraHusaumn. CTpyKTypa W coAepXaHue [OKYMEeHTUPOBaAHHOW WHGOPMaLMK, OTHOCSLWENCS K CUCTEME
MeHeKMeHTa KayecTBa, 4acTo MoryT ObiTb 0Oonee noaxogsdwmMn Ans  nonb3oBaTenen, ecnu
OOKYMEHTUpOBaHHast MHopMaLms OTHOCUMTCS Kak K npoueccam, YHKLUNOHUPYOLWMM B OpraHu3aumm, Tak un K
WHbopMaLmm, NPpUMEHSEMON ANa OpYrux Lenen.

UTtobbl ycTaHaBnvBaTe TpebOBaHUA K CUCTEME MeEHEMKMEHTa KayecTBa, BOBCE He 00si3aTeNnbHO TEPMWHBI,
ucnonb3yemble oOpraHv3aumen, 3aMeHsTb TEepMWHaMW, UCNONb3yeMblMM B  HaCTOsILEeM CTaHgapTe.
OpraHusaumm MOryT UCNonb3oBaTb TEPMUHbI, KOTOpPble OHM COYTYT Oornee nogxoAdwMMuU [Onisi CBOEW
OeaTenbHOCTU (HanpuMMep, WCMONb30BaTh TEPMUHbI  «3anUCU», «OOKYMEHTauus», «MNpOTOKONbI», a He
«OOKYMEHTUPOBaHHAA MHGOPMaUUsay, WM UCMNOMb30BaTb «MOCTaBLUMK», «MapTHEP», «MNpodaBeuy, a He
«BHELUHWUIA MoCcTaBLWMK»). B Tabnmue A.1 nokasaHbl OCHOBHbIE Pa3nNuyns B TEPMUHOMOMUN MeXOy HaCTOsILLEN
Bepcuen ctaHgapTa ISO 9001 m ero npeablayLen Bepcuei.

Ta6nuua A.1 — OCHOBHbIEe pa3nuuus B TepMmuHonorum mexay SO 9001:2008 n 1ISO 9001:2015

ISO 9001:2008

ISO 9001:2015

Mpoaykuwns

Mpoaykums n ycnyru

WNckntoveHns

He npumeHseTca

(Cm. MpunoxeHue A.5 onsa NosicCHEHUN,
KacarLmnxcs NpUMeHNMOCTH)

M peacrtaBuTesib pykoBoACTBa

He npumeHseTcsa

(AHaJ'IOFW-IHbIe OTBETCTBEHHOCTb U NOJIHOMO4YUA
YCTaHOBJIE€HbI, HO HET Tpe6OBaHI/IFI B OTHOLUEHUN
€O0WHCTBEHHOIO npeacrtaBnTend DYKOBO}J,CTBa)

,D,OKYMeHTaLI,VIﬂ, PYKOBOACTBO MO Ka4eCcTBy,
OOKYMEeHTUpOBaHHbIe npoueaypbl, 3anmcu

[okymeHTUpoBaHHast MHopmauus

M pon3BoaACTBEHHAA cpeaa

Cpega Ans yHKUMOHNPOBaHNUSA NpoLECcoB

OGopynoBaHve AN MOHUTOPUHIA U U3MEPEHMiA

Pecypcbl AN MOHUTOPUHIa U U3MEPEHMii

3aKynneHHaﬂ npoaykuus

BHelwHe noctaBnsemble npoaykuma n ycnyrm

MNocTaBLwmk

BHellHM nocTaBLWMK
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A.2 Tpoaykuusa n ycnyrm

B 1SO 9001:2008 wucnonb3oBanca TepMUH «NpoayKUMsi» ONS OXBaTa BCeEX KaTteropmin BbIxogoB. B gaHHomM
BEPCUMN HACTOSALLEro CTtaHaapTa MCMOnb3yeTcsl CMOBOCOYETaHME «npoaykums n ycnyruy». CnoBocoyeTaHue
«NPOAYKUMSI U yCIyrn» oxBaTbiBaeT BCE KAaTEropum BbIXOAOB (TEXHMYECKME CpeAcTBa, YCnyrn, NporpaMMHble
cpeAcTBa 1 nepepabartbiBaemble MaTtepuansl).

CneumanbHOe BKITHOUYEHME «YCIyr» NpeAHasHayeHo ans Toro, YTodbl BbIAENUTL pasnuuns Mexay npogykumnen un
ycryramu rnpu NpMMEHEHUN HEKOTOPbLIX TpeboBaHMiA. XapakTepHOM 0COBEHHOCTBLIO YCIyr SABMSIETCS TO, YTO, Mo
MeHbLUEeNn Mepe, 4YacTb BbIXOA4a MOMy4yaeTcs Mnpu HENnoOCpeLCTBEHHOM B3auUMOLEWCTBUM ¢ noTtpebutenem. 310
O3HauvaeT, Hanpumep, YTO COOTBETCTBME TpeboBaHUAM He Bcerga MoxeT ObiTb NOATBEPXKAEHO A0 3aBEpPLUEHUS
npeaocTaBneHns yecnyru.

B GomnblUMHCTBE Crny4YaeB «MPOAYKUMS» U «YCMNyrM» WUCMOMNb3YyTCA COBMECTHO. BOMbLUMHCTBO BbLIXOAOB,
KOTOpble OpraHu3auusi MOCTaBnseT MNOTPeOMTENsM WNU KOTOpble UM MOCTaBMsOT BHELUHUE MOCTaBLUMKK,
BKIMIOYAIOT Kak MpoAyKumio, Tak U ycnyrin. Hanpumep, matepuanbHas unu HemaTepuarnsHas NpoayKLUst MOXET
MMEeTb HEKOTOPYID CBSI3aHHYD C HeW YCNyry, WM ycryra MOXeT MMETb HEKOTOpYI0 CBSI3aHHYI C Heil
mMaTtepuanbHylo Uy HemaTepuanbHyo NPOAYKLMIO.

A.3 ToHumaHme noTpebHOCTEN N OXUAAHUNA 3aUHTEPECOBaHHbIX CTOPOH

Moagpasgen 4.2 cogepxut TpeboBaHWA K opraHuM3auun onpedensdTb 3auHTepecoBaHHble CTOPOHbI, KOTOpble
MUMEelT OTHOLWIEHWEe K CUCTeMe MeHe)KMeHTa KayecTBa, M TpeboBaHWs 3TUX 3aMHTEpPEeCOBaHHbIX CTOPOH.
OpHako nogpasgen 4.2 He nogpa3ymeBaeT pacluvMpeHve TpeboBaHWMA CMCTEMbl MEHedXXMeHTa KadecTBa 3a
pamMkm 06nactu npuvMeHeHWs HacToswero craHgapta. Kak yctaHoBrneHo B «O6nactm npumeHeHus»
HaCcTOALWMN CTaHAapT MpPUMEHsieTCA Torga, Korga opraHusaumMm HeobxOAMMO MpPOLEMOHCTPMPOBaTb CBOKO
CMocoBHOCTb Ha MOCTOSIHHOW OCHOBE obecneynBaTb NOCTaBKy NPOAYKLMKU U YCRyr, oTBeYarowmx TpeboBaHmam
notpebutenen n NPUMEHMMbIM 3aKOHOAATEMNbHBIM U HOPMaTUBHBLIM NPaBoOBbLIM TpeboBaHWAM, 1 HaLEneHHOCTb
Ha NOBbLILLEHNE YAOBNETBOPEHHOCTU NOTpedbuTenen.

B HacTosiwem cTaHgapTe HeT TpeboBaHWs 0 TOM, 4TOObI OpraHu3auusi paccmaTpuBarna 3auHTepecoBaHHbIE
CTOPOHbLI, KOTopble He ObiNn onpegeneHbl AaHHOW OpraHM3auMen Kak MMelLlMe OTHOLUEHWE K ee CUCTeMe
MeHemkKMeHTa kadectBa. OpraHusaums cama pellaeT OTHOCUTCS NN Kakoe-nmbo KoHKpeTHoe TpeboBaHue
COOTBETCTBYHOLLEN CTOPOHbI K €€ CUCTEME MEHEKMEHTA KayecTBa.

A.4 Puck-opneHTMpOBaHHOE MbILWIIeHUe

KoHuenuns puUCK-OpMEHTMPOBAHHOIO MBILLNEHUS MpOcnexmBanacb U B MNpeablaylierd Bepcun HacTosLEero
cTaHgapTa, Hanpumep, Yepe3 TpeboBaHMA K MIaHWPOBaHMWIO, aHanu3y K ynydleHuto. Hactodwmin ctaHgapT
yCcTaHaBnvBaeT Ans opraHusauumn TpebosaHne noHmmaTb ee cpedy (cMm. 4.1) u onpeaenaTb pUCKKU, Kak OCHOBY
Ans nnaHuposaHus (cMm. 6.1). OTO oOTpaxaeT nNpUMEHEHWEe PUCK-OPUEHTUPOBAHHOIO MbILWMEHNS ANng
NNaHMpoOBaHNS U BHEAPEHUs MPOLECCOB CUCTEMbl MeHegXMeHTa kadectBa (cMm. 4.4) n GygeT nomoratb B
onpegeneHnn obbemMa 4OKYMEHTMPOBAHHOM UHOPMaLK.

OpHa 13 KknoYeBbIX Lenen CUCTEMbl MEHeMKMEHTa KayecTBa COCTOUT B TOM, YTOObl OHa AeWcTBOBana Kak
WHCTPYMEHT npeaynpexaeHus. NMoaToMy HacTosAWmMiA CTaHaapT He MMeeT OTAENbHOro pasgena WUnm nyHkTa no
npegynpexgaoowmm aencteuam. MNoHsTre npegynpexpatollero OeWCTBUSI BbIpaXKEHO 4epes3 MCMonb3oBaHue
PVICK-OPUEHTUPOBAHHOIO MbILLNEHUSI Npyu hopMynupoBke TpeboBaHWIM k CUCTEME MEHEeIKMEHTa KayecTBa.

PuCk-OpMeHTMpOBaHHOE MbILfIEHNE, NMPUMEHSIEMOE B HACTOSILLLEM CTaHAapTe, CrnocoOCTBOBANo HEKOTOPOMY
cokpalleHutio TpeboBaHMI MNpPennUCLIBAlOLLErO Xapaktepa W WX 3aMeHe TpebOBaHUSAMU OMUCLIBAOLLETO
xapaktepa. HacTtosiwui ctaHgapt Gonee yHumBepcaneH, dem I1SO 9001:2008, B oTHoweHuM TpeboBaHMI K
npoueccaM, LOKYMEHTMPOBaHHOM UHopMaLMK 1 pacnpeneneHnto OTBETCTBEHHOCTM B OpraHmM3aunu.

HecmoTps Ha TO 4YTO 6.1 yKasbiBaeT, YTO OpraHuM3aumnsa OOSKHA NNaHupoBaTh AENCTBUSA B OTHOLLUEHUU PUCKOB,

cTaHgapT He TpebyeT hopManmM3oBaHHbIX METOAOB MEHEMXKMEHTA PUCKOB UM JOKYMEHTUPOBAHHOTO npoLiecca
MeHempkMeHTa puckoB. OpraHmsauuMmM MOryT pewaTb crnegyet nvm paspabatbiBaTb 0Oonee 06LWMpPHYHO
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METOOOSONMI0 MEHEMKMEHTA pUCKa, YeM TpebyeTcs HacToSLWMM CTaHAapTOM, HanpuMep, 3a CYET NPUMEHEHNS
OPYrMX pyKoBOASLLMX YKa3aHUA Ui CTaHOapToB.

He Bce npouecchbl cMCTEMbI MEHEAXKMEHTA kadecTBa 00nagatoT OAMHAKOBBLIM YPOBHEM pPUCKA B OTHOLUEHWUU
CMOCOOHOCTM OpraHM3auumn AoCTUraTtb CBOMX Liernen, n BNusiHMe HeonpeneneHHOCTU He SBMSeTCs OAMHaKOBbLIM
ans opraHusauun. B cootBeTCcTBUMM ¢ TpebGoBaHusiMu 6.1 opraHusaumsi OTBETCTBEHHA 3@ MPUMEHEHUEe PUCK-
OPVEHTUPOBAHHOIO MbIWMEHNA M 3a OEWCTBMS B OTHOLLUEHMM pUCKa, B TOM 4MUCIEe LerecoodbpasHoCTb
perncTpaumm n CcoxpaHeHuUst OOKYMEHTUPOBAHHOW MHdOpMaLUM Kak CBUAETENbCTBA OMNpeaeneHns puckoB
opraHusauuen.

A5 TlpumeHnmocTb

Mpn onpegeneHnn npMMmeHnMocTn TpeboBaHW CTaHOapTa K CUCTEME MEHEIKMEHTa KayecTBa OopraHmM3auunn
HaCTOSLWMIA CTaHOApPT He OenaeT CCbITKU Ha «UCKMYEHNsS». TeM He MeHee opraHmsauus MOXeT NpoBOAUTb
aHanu3 npUMeHUMocTn TpeboBaHWi C Yy4eTOM pasmepa WUNU CAOXHOCTU OpraHu3auum, UCMOoNb3yemMon et
MOLEenu MeHeKMeHTa, 0bnacTn [eATenbHOCTM OpraHu3auun 1M xapaktepa €€ y4uMTbiBaeMblX PUCKOB W
BO3MOXXHOCTEN.

TpeboBaHusi K NPUMEHMMOCTY paccMaTpuBaloTcs B nogpasgene 4.3, onpeaensioweM yCroBusl, Npy KOTOpbIX
opraHusauusi MOXeT MPUHSATL peLleHre O TOM, YTo TpeGoBaHWe He MOXET OblTb MPUMEHEHO HU K OOHOMY U3
MPOLECCOB B pamkax o6nacTu MpYMEHeHUsI CUCTeMbl MeHekKMeHTa kadyecTBa. OpraHusaumsi MOXeT
NpYHUMaTb peLleHne O TOM, YTO TpeGoBaHWe He NMPUMEHSIETCS, TOMbKO €CN 3TO pelleHMe He MpuBedeT K
HecnocoBGHOCT 06ecneYnTb COOTBETCTBME NPOAYKLMM U YCIYT.

A.6 [okymeHTMpoBaHHasa nHcgopmaumsa

Kak cocTtaBnstowasa yactb obecneyeHns COBMECTUMOCTU C APYrMMX CTaHAapTaMuM Ha CUCTEMbl MEHEeKMEHTa
obwun pasgen, kacawowuncs  «[JOKYMEHTUPOBaAHHOM MWHOpMauuny, Obin NPUHAT 6e3 3HaYUTENbHOro
naMeHeHns unn gobaeneHus (cm. 7.5). Tam, rae BO3MOXKHO, TEKCT HACTOsILLEro ctaHgapTa Obin cornacosaH ¢
TpeboBaHusMM 3TOro pasgena. B cuny aToro TepmMmnH «4OKYMEHTUPOBaHHAsA MHGOpPMaLmMa» MCMonb3yeTcs BO
BCeX TpeboBaHUAX, OTHOCALLMXCH K JOKYMEHTAM.

Tam, rge B 1SO 9001:2008 wucnonb3oBanucb crneumasnbHble TEPMUHbI, TakMe KakK «OOKYMEHT» unu
«OOKYMEHTUpOBaHHbIE NpoLeaypbl», «PYKOBOACTBO MO KAYeCTBY» UMK «MfaH KayecTBa», B HACTOSLLEN Bepcum
CTaHgapTa onpegerneHbl TpeboBaHUS K «pa3paboTke, akTyanu3auum U NPUMEHEHWUID OOKYMEHTUPOBAHHON
MHopMaLnny.

Tam, rge B 1SO 9001:2008 ucnonb3oBancs TEPMUH «3anucu» Ans 0603HaYeHUs OOKYMEHTOB, HEOOXOAMMBIX
ONs  NpefcTaBfeHus CBUOETENbCTBA COOTBETCTBMA TpeboBaHusaM, Tenepb wcnonb3yeTcsa TpeboBaHue
«PErnCTpMpOBaTh N COXPaHATb JOKYMEHTUPOBaHHYO MHopmaumo». OpraHnsaums HeCeT OTBETCTBEHHOCTb 3a
onpegerneHue Toro, kakas JOKYMEHTUpOBaHHasa UHopmauns aomkHa ObITe 3aperncTpupoBaHa U CoXpaHeHa, B
TeYeHne Kakoro nepmoaa BpeEMEHM 1 Kakme cpefctea OyayT Mcnonb30oBaHbl Anst 3TOro.

TpeboBaHue no «pas3paboTke, akTyanu3aumv W MPUMEHEHUIO» OOKYMEHTUPOBAHHOW WHGOPMALMN He
WCKNIOYaeT BO3MOXHOCTW TOro, 4YTO OpraHu3auna MOXeT TakKe «PerncTtpupoBaTb U COXPaHATb» 3Ty
OOKYMEHTUPOBaHHYI0O MHAOPMaLMIO ANA KOHKPETHLIX Lenen, HanpuMmep, pernctpupoBaTb U COXPaHATb
npeabiayLwme Bepcmumn nHdopmamm.

Tam, rae HacToAWMIA CTaHAAPT CCbINaeTca Ha «MHOPMaLIMIO», a He Ha «AOKYMEHTMPOBAaHHYIO MHGOPMaLNIO»
(Hanpumep, B nogpasgene 4.1: «OpraHusauns OOMHKHA OCYLLECTBNATb MOHUTOPUHT U aHanu3 nHdopmauum ob
3TUX BHELIHMX W BHYTPEHHMX pakTopax»), HeT TpeboBaHMsl, 4YTO 3Ta WHopMauMs [doskHa ObiTb
[OKYMEHTUPOBaHHOW. B Takmx crnydyasax opraHusauusi MOXeT pellinTb SABNSeTcA N 3To HeobxoauMbIM Wn
YMECTHbIM Ans paspaboTku, akTyanusauum U NpUMEHEHUs AOKYMEHTUPOBAHHON MHGOpMaLIMW.
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A.7 3HaHuA opraHmsauumu
MyHkT 7.1.6 HacTosiero cTaHgapTa CBA3aH C MOTPeOHOCTbIO ONpedenuTb U OCYLLECTBASATb MEHEeIKMEHT
3HaHMIN, NOAAEpPXKMBAEMbIX oOpraHusauuen, ana obecnedyeHns QYHKUMOHUPOBAHUSA e€e MpOLEecCoB U
OOCTWDKEHUS] COOTBETCTBMS MPOSYKLUMMU U YCIIYT.
TpeboBaHus, OTHOCALLMECH K 3HAHUSIM OpraHM3aunmn, 6bInm BBEAEHDI C LIENbIO:
a) 3awuMTbl OpraHM3aumm oT NoTepu 3HaHUN, HanNpuMep ns-3a:
—  TeKy4yecTu Kagpos;
—  HEBO3MOXHOCTM nonyyeHus n obmeHa nHgopmaumen;
b) cTumynupoBaHus opraHusaumm kK NpuodpeTEeHUI0 3HaHWIA, HaNpuMep, Ha OCHOBE:
—  0by4eHnst Ha COGCTBEHHOM OMbITE;
—  HacTaBHWYECTBa;
—  U3y4eHus Ny4yLiero onbiTta.
A.8 YnpaBneHue npoueccamu, NpoayKLMEN M yCrlyramm, NnocTaBrisieMbIMU BHELULHUMU NOCTaBLUMKaMU
Bce dhopmbl BHELLHMX NOCTABOK NPOLIECCOB, MPOAYKLUN U YCIyr paccMOTpeHbI B 8.4, Hanpumvep:
a) 3aKynmeHHble y MOCTaBLUUKa;
b) nonyyeHHble MO cornalleHnto ¢ KOMMNaHWen-NapTHEPOM;

C) nony4yeHHble OT BHELUHEero nocrtaBlka Ha OCHOBE ayTCOpCUHra npoueccos.

AYTCODCI/IHF Bcerga obnagaet OCHOBHOM XapaKTepI/ICTVIK0l7I yCnyru, nocKkoJibKy nmMmeeT no KpaVIHeIZ mepe oauvH
BUA OEATENbHOCTHU, ANA BbINOJIHEHUA KOTOPOIo HeobxoQMMOo B3anMoaencTBMe NOCTaBLLMKA U opraHusauun.

CpenctBa ynpaBreHusi BHELLHMMM NOCTaBKaMy MOTYT LUMPOKO BapbUpOBaTbCs B 3aBUCUMOCTU OT Xapaktepa
npoteccos, npogykumn u ycnyr. OpraHnsaums MOXeT MPUMEHATb PUCK-OPUEHTUPOBAHHOE MbllUNEeHWe Ans
onpeeneHns Buaa u cpeacTs ynpaBneHus, MoAXOAsLUMX AN KOHKPETHOrO BHELUHEro NOCTaBLUMKA U BHELLHE
nocTaBnsieMbIX NPOLECCOB, NMPOAYKLUN U YCIYT.
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MpunoxeHne B
(cnpaBo4HoOE)

Opyrue mexayHapoaHble cTaHAApThbl B 00f1aCTM MeHeXKMeHTa KavyecTBa
M Ha CUCTEeMbl MEeHeA)KMeHTa Ka4yecTBa, pa3paboTaHHble ISO/TC 176

MexayHapogHble cTanHgapThbl, OnMcaHMe KOTOpbIX NMPUBOAUTCS B HACTOSILLEM NMPUITOXEHUN, Obinn paspaboTaHbl
TexHuyecknm kommutetom ISO/TC 176 ona npegocTaBneHns BCnomMoraTenbHOM MHOpMaumMmn opraHusauusiv,
KOTOpblEe NPUMEHSAIOT HACTOALWMA CTaHAapT, U AN NpeaocTaBrneHns PyKOBOASALUMX yKasaHUN opraHu3auusm,
CTpeMsaLWwmnMecs NpeB3onMTU ero TpebosaHus. PykoBogsduime ykasanust unu TpeboBaHus, copepxkalimecss B
OOKYMEHTax, NepeyvmcneHHbiX B 3TOM MPUNOXEHUN, HE OOMNOMHAT U HE U3MEHSAT TpeboBaHUA HACTOALLEro
cTaHpapTa.

Tabnuua B.1 nokasbiBaeT B3anMMOCBSI3b mMexay 93TuMn CTaHgaptaMm U COOTBETCTBYHLWMMU pasaenamMu
HacTodLlero craHgapTa.

HacTtosilwiee npunoxeHne He COOEPXWUT CCbIIKM Ha oTpacrnesBble CTaHA4apTbl Ha CUCTEMbl MeHeXMeHTa
KayecTBa, paspaboTaHHble TeXHU4Yeckum komutetom ISO/TC 176.

HacTtoswun ctangapT SBnseTcs OgHUM M3 TPeX OCHOBOMOararLmnx cTaHgapToB, paspaboTaHHbix ISO/TC 176.

— IS0 9000 Cucmembi MmeHedxmeHmMa Kadecmea — OCHOBHbIE MOI0XEHUS U C/108apb CO34aeT OCHOBbI AN
Hagnexawiero noHMMaHus U BHeApPEeHWs HacToswero craHgapTa. [MpuHUMNbI MeHeaXMeHTa KadecTBa,
nogpobHoe onucaHue koTopbix Aaetca B 1SO 9000, 6binn yuTeHbl B npouecce pa3paboTky HacTOoSLLEro
ctaHgapta. Camy 3TW NpUHUMNBI He SABNSATCA TPebGoBaHWAMW, HO OHM (POPMMPYIOT OCHOBY AN Tex
TpeboBaHWi, KOTOpble ycTaHaBnMBaeT HacToAwmin ctaHgapT. 1SO 9000 Tawke onpegenseT TEepPMUHbI,
onpeaeneHns 1 OCHOBHbIE MOHATUSA, UCMONb3yeMble B HACTOsILLLEM CTaHaapTe.

— 1SO 9001 (HacTosAwMK CcTaHOapT) ycTaHaBnmMBaeT TpeboBaHUA, HamnpaBneHHble rraBHbIM OOpa3om Ha
co3faHve [oBepusl K MPOAYKUMKW M ycnyram, npegnaraeMbiM opraHusaumen, n, nocpeacTBoM 3TOro, Ha
NoBblLLEHME YOOBNETBOPEHHOCTM noTpebutenen. MoXHO Takke oXuaaTb, YTO Haanexalwee BHeOpeHue
3TOro CTaHAapTa NPUHECET ApYrue Bbirodbl AN opraHM3auun, Takme Kak ynyylleHHbI BHYTPEeHHUA oGMeH
UHopMaLmen, nydllee NOHUMaHWE U yNpaBneHNe NpoLeccamy opraHsaLm.

— 1SO 9004 MeHedxmeHm Onsi docmuXKeHUs ycmou4ueoz2o ycriexa opeaHu3dayuu — [1o0xo0 Ha ocHose
MeHedXMeHma KadJecmea COOEPXUT PYKOBOASLLME yKa3aHusa Ans opraHu3auun, CTPEMSLWNXCA NPeB3onTH
TpeboBaHMA HacCTOSsILLEro CTaHAapTa, oxBaTbiBas Gonee LMPOKMIA CNEKTP BOMPOCOB C TeM, 4TOObl 3TO
MOMO BECTU K YMNy4yleHUo o6LMX pe3ynbTaToB AesATeNbHOCTUM opraHusauun. ISO 9004 BkntoyaeT
MeToAMYEeCKoe PYKOBOACTBO MO CaMOOLIEHKE C TeM, YTOoObl opraHu3aumMm UMenyu BO3MOXHOCTb OLeHMBaTb
YPOBEHb 3pPENOCTN CBOUX CUCTEM MEHEPKMEHTa KayecTsa.

Mem,quapop,Hble CTaHOapTbl, ONMUCaHHblE HWXe, MOryT MNMOMOYb OpraHum3aunam, Korga OHWU BHeOPAT UNn
CTPEMATCA yNy4ylWUTb CBON CUCTEMbI MEHEIKMEHTa Ka4veCTBa, npouecchbl Unn Buabl 4eATENIbHOCTU.

— 1SO 10001 MeHedxmeHm kadyecmea — YOosrnemeopeHHocmb nompebumenel — Pykogodsuue ykasaHusi
o npasunam nogedeHus 05151 opeaHu3ayuli CY>XWUT NS OpraHn3auuy pykoBoACTBOM B onpedeneHunm Toro,
4yTo ee Mepbl Mo obecrnevyeHWio YyOOBNETBOPEHHOCTUM NoTpebuTenen OTBeYarT KX NOTPEOHOCTAM U
oxugaHuam. [pMMeHeHWe cTaHgapTa MOXET MOBbICUTb [AOBepue noTpebutener K opraHusaumm wu
yNyylWnTb NOHMMaHWEe NOTPEeBUTENAMM TOro, YTO OHWM MOTYT OXMAaTb OT OpraHM3aumn, TeM CaMbIM CHUKas
BEPOATHOCTb HeJopa3yMeHU U NPETEH3NN.

— 1S0O 10002 MeHedxmeHm Kadyecmea — YOosrnemeopeHHocmb nompebumernel — Pykogodsiuue ykasaHusi
[0 yrpasnieHur npemeH3usIMuU 8 opaaHu3ayusix CryXWT PYKOBOACTBOM MO npoleccy obpalueHuns ¢
NPeTEeH3NsIMN Yepe3 MpU3HaHMe U MU3ydeHue NoTpebHOCTEeN M OXMOaHW CTOPOH, obpallalLlmxcs ¢
npeTeH3nammn, n npuHATUA peLIJeHI/Iﬁ Nno paspelleHno BOMNpocoB, CBA3aAHHbLIX C MNPEeTEeH3NAMW. OH
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obecneunBaeT OTKPbITbIN, pPe3ynbTaTVBHbIA U NPOCTOM AN MNPUMEHEHMSI NPOLECC, BKMKYaoLLMA
nogrotoBky nepcoHana. OH Takke MOXET UCNOoNb30oBaTbCA B KadeCcTBE PYKOBOACTBA MalnbiMu
npeanpusTUSMN.

ISO 10003 MeHedxmeHm kadecmea — YdoernemeopeHHOCMb nompebumenel — Pykosodsujue ykazaHus
10 ypeaynupoeaHuro CrIOPHbIX 80MPOCO8 BHE OpaaHu3ayuu CIY>XUT PYKOBOACTBOM /s Pe3yNbTaTUBHOIO U
9P(PEeKTUBHOrO paspeLleHnsi CNopoB BHE OpraHuM3auuMi Mo MNPETEH3UsIM, CBSI3aHHLIM C MPOAYKUMEN.
PaspelueHne cnopoB siBNSIETCSt CPEACTBOM YPETYNUPOBaHNA CUTYaLMK B Criydasix, Korga opraHusaumm He
MOryT yperynupoBaTb BOMPOCbI MO YOOBNETBOPEHUIO MPETEeH3UM BHYTPWU OpraHusaumm. BonblUMHCTBO
NpeTeH3nn MoryT BbiTb YCNELIHO paspeLleHbl BHYTPU OpraHu3auun 6e3 npumeHeHns npoueayp, B KOTOPbIX
CTOPOHBI BbICTYNAKT NPOTMBOGOPCTBYIOLLMMI CTOPOHAMM.

ISO 10004 MeHedxmeHm kadecmea — YdoernemeopeHHOCMb rnompebumenel — Pykosodsiujue ykazaHusi
10 MOHUMOPUH2Y U U3MEPEHUI0 CINYXWUT PYKOBOACTBOM Ans BblpaboTkM Mep, HanpaBfeHHbIX Ha
MoBbILLIEHNE YOOBNETBOPEHHOCTN noTpebutenen u Ha wnAeHTUMKaALUUIO BO3MOXHOCTEN YNy4dlleHUs
NpOaYKLUMUW, NPOLLECCOB U XapaKTEPUCTUK, KOTOpbIE SIBASAKTCA LEHHbIMWU ANng notpebutenei. Takne mepbl
MOTYT YCUNUTb NOSANBHOCTb NOTPpeOMTENEN 1 MOMOYb OpraHu3aLmmn yaepxaTtb notpeburene.

ISO 10005 Cucmembi meHedxmMeHmMa Kadecmea — Pykogodsuwjue ykasaHusi o rniaHaMm Kadecmea Cnyxut
PYKOBOACTBOM MO pa3paboTke M UCMOMb30BaHMIO MNMaHOB KayecTBa Kak CBSA3YHWOLEro CcpeacTtsa,
cBA3bIBatollero TpeboBaHMsl npouecca, NpoaykTa, MpoekTa Wnu KOHTpakTa ¢ paboyumy mMetodamu u
npakTukamu, obecneumBaroLMX MPOM3BOACTBO npoaykuun. [MpeumyiectBa oT pas3paboTku nnaHa
KadyecTBa b6yayT BblpaXKaTbCs B MOBbLILIEHHOW YBEPEHHOCTU B TOM, YTO TpeboBaHusa 6yayT BbINOMHEHbI, YTO
npoueccbl HaXogATCA No4 ynpaeleHnem, a Takke B MOTUBaLUUM BCEX, KTO BOBJ1€YEH B pa60Ty.

ISO 10006 Cucmembi MeHeEOXMeHMa Kadecmea — Pykogoodsiuiue ykasaHusl o MeHeOXXMeHmy Kadyecmea 8
rpoekmax NPUMEHUM K LUMPOKOMY CMEKTPY NMPOEKTOB: OT ManbiX 40 60MbLUNX, OT MPOCTbIX 40 CIOXHbIX, OT
OTOENbHOro MpoekTa A0 NpPoekTa, SABnsLWerocs 4actbio cepun npoektoB. ISO 10006 wncnonb3yetcs
nepcoHanoMm, ocyLeCTBASIOWMM PYKOBOACTBO MpOEKTamMu, U TEMKU, KOMY HYXXHO obecneunTb NpyMeHeHne
UX opraHuvsaumen npakTuK, cogepXxawmxca B cTaHgapTax ISO, npegHasHayeHHbIX ANs  cuctem
MeHeKMeHTa KayecTBa.

ISO 10007 Cucmembl MeHedxMeHma kKavyecmea — Pykogodsawue ykasaHusi o MeHeOxmeHmy
KOHGbu2ypayuu npegHasHayeH Ans okasaHus COOEWCTBUS OpraHu3aumsiM, MPUMEHSIIOWMM yrnpaBreHue
KOHbMrypaumen ans TEXHNYECKOro 1 agMUHUCTPATUBHOIO PYKOBOACTBA HA MPOTSXKEHUU BCETNO XKU3HEHHOTO
umkna npoaykumm. MeHemxMeHT KOHMUrypaumum MoXeT OblTb UCMONbL30BaH A5 BbINONHEHUS TpeGoBaHWiA
K I/Ip,eHTI/Id.)VIKaLI,I/II/I N npocnexmnsaemMocTn npoaykuun, yCtaHOBIEHHbIX B HAaCTOodALWlEeM CTaH4apTe.

ISO 10008 MeHedxmeHm kadecmea — YdosrnemegopeHHOcmb rnompebumenel — Pykogodsujue ykazaHus
10 371eKMPOHHBLIM MOP208biM cOesikaM MexX0y opUOUYECKUMU U (hu3udecKuMuU nuyamMmu faeT pyKoBOACTBO
no TOMy, Kakmum obpasom opraHusauum MOryT BHEAPUTb Pe3ynbTaTUBHYIO U 3(PPEKTUBHYIO CUCTEMY OnS
3MNEKTPOHHbIX TOProBbIX Ofepauui Mexay opraHu3aumsiMum u notpebutensammu, m Tem cambiM CO34aTb
OCHOBY AN TOro, 4Tobbl noTpebutenu uMenu MOBbIWEHHYIO YBEPEHHOCTb B OTHOLIEHWM TaKux
3MEeKTPOHHbIX TOProBbIX Onepaumii; MOBbICUTL CMOCOOHOCTb OpraHu3auuy yaoBneTBopaTb NoTpebutenew; a
TakkKe YMEHbLUMTb KONIMYECTBO NPETEH3NI U CMOPOB.

ISO 10012 Cucmembi MeHedxMeHmMa u3mepeHul — TpeboeaHuss K npoueccam U3MepeHul U
uaMmepumersibHoMy 060py008aHUK CNYXUT PYKOBOACTBOM NSl MEHEIKMEHTa M3MepUTenbHbIX NPOLEecCcoB
N METPOSIOrMYECKOro NOATBEPKAEHUS U3MEPUTENbHOTO 000PYAOBaHUS, UCNosb3yeMbiM Ans obecneyeHus
N OEMOHCTpaUMM COOTBETCTBUS MeTponorndeckum tpeboeaHusMm. CTaHaapT ycTaHaBnueaeT TpeGoBaHus
MeHeO)XMeHTa KadecTBa B CUCTEMe MeHeO)XMeHTa I/I3MepeHI/II7I ana BbINOJTHEHNUA MEeTPOJIormM4YecKmnx
TpeboBaHuW.

ISO/TO 10013 Pykosodswue ykazaHusi Mo OOKyMeHmuposaHUro cucmemM MeHedXMeHma Kadyecmea
COOEpPXUT pyKoBOASALIME YKasaHus No paspaboTke M MPUMEHEHMIO OOKyMeHTauuu, Heobxogumown Ans
CUCTEMbl MEHEeKMEHTa kKayecTBa. OTOT TEXHWYECKMN OTYeT MOXeT ObiTb WCMOMb30BaH Ans
OOKYMEHTUPOBAHUSA CUCTEM MEHEIKMEHTa, OTMMYHbIX OT CUCTEM MEHEe)KMEHTa KavyecTBa, ANA KOTOPbIX
npegHasHaveHbl cTaHgapTbl ISO, HanpvMep, AOfsi CUCTEM 3KOMOrMYECKOro MeHeXKMeHTa U CUCTEM
MeHeQ)KMeHTa 6e30MacHOCTU.
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— 1S0 10014 MeHedxmeHm kKadyecmea — Pykoesodsiuwue ykazaHusi no OOCMUXeHUK (bUHAHCO8bIX U
3KOHOMUYECKUX Mpeumywiecms aapecoBaH BbiCLLeMY pykoBoacTBy. CTaHOapT coOepXuT pykoBogsLlme
yKasaHus no AOCTUXEHNIO (OUHAHCOBBLIX N SKOHOMUYECKUX MPEUMYLLIECTB 3a cYET NPUMEHEHUS NPUHLMNOB
MeHeLKMeHTa kadyectBa. OH nomoraeT B paboTe MO NPUMEHEHMIO NPUHLIMINOB MEHEKMEHTa u obrerdyaet
BbIOOp MeTOOOB M WHCTPYMEHTAalbHbIX CPEACTB, MO3BOMSAOWMX 0becneyntb YCTOMYMBBIA ycnex
opraHusaumn.

— IS0 10015 MeHedxmeHm kadecmea — Pykoeodsujue ykasaHusi o obyqeHuro npegnaraeT pykoBoasdiume
yKasaHus, HanpaBfeHHble Ha OKas3aHue NOMOLLM OpraHM3auusM 1 NOCBSLEHHbIE BONPOCaM, CBA3aHHbIM C
obydyeHnem. CtaHOapT MOXET NPUMEHSTLCS B MOBbLIX cuTyauusx, korga Tpebyetcs pykoBOACTBO, YTOObI
packpbITb COAEpXaHWe U MHTepPNPeTMpOoBaTh CCbIIKU Ha «obpa3oBaHue» 1 «obyyeHue», NCnonb3yemMble B
ctaHgapTax ISO, npegHasHavYeHHbIX ONA cMCcTeM MeHeQXMmeHTa kadecTsa. JTiobas cebinka Ha «obyyeHne»
BKIIOMaeT BCe TuMbl 06pa3oBaHUs U NOArOTOBKW.

— ISO/TR 10017 Pykosodsiujue ykasaHusi no rnpuMeEHEHU0 crmamucmuyYeckKux Memodos 8 coomeemcmeuu ¢
ISO 9001:2000 npepoctaBnsieT pasbsACHEHUSI B OTHOLUIEHMW CTaTUCTUYECKUX METOAO0B, MPUMEHEHUE
KOTOPbIX CBSI3aHO C M3MEHYMBOCTbLIO, HabnogaemMon B NoBefeHWM M pesynbTaTax MpoLeccoB, axe B
yCnoBusIX Kaxylwienca crabuneHoctn. CraTtucTudeckue MeToAdbl MO3BOMSAT Jlyylle WCMNoNb30BaTb
uMerLmnecs faHHble, nomMoras MNpUHMMAaTb peLLeHusd, U TeM caMblM COAENCTBOBaTb MNOCTOSAHHOMY
YNyYLWEHNIO KA4YeCTBa NPOAYKLMU 1 NPOLLECCOB A1 AOCTWKEHNST YAOBNETBOPEHHOCTN NOTpebumTenen.

— IS0 10018 MeHedxmeHm kadecmea — Pykogodswue ykasaHUsi 0 608/1e4eHU0 PabomHUKO8 U UX
KOMremeHmMHOCMU COOEPXUT PYKOBOASLLME YKasaHWs, KOTOpble OKa3blBalOT BNNSHWE Ha BOBMEYEHHOCTb U
KOMMNETEHTHOCTb paboTHMkoB. CucTeMa MeHeOXMeHTa KayecTBa 3aBMCUT OT  BOBJIEYEHHOCTU
KOMMETEHTHbIX PabOTHMKOB M OT TOrO, Kak OHW MCMOMb3YITCH W HACKOMbKO OHU WHTErpuMpoBaHbl B
opraHusaumio. KpanHe BaxHO WAeHTUULMPOBATbL, pasBuBaTb W OLEHMBATb HeObXoAuWMble 3HaHWS,
HaBbIKK, MOBeAeHne n pabouyyto cpeay.

— 1SS0 10019 Pykosoldsiuue ykasaHusi 1o eblbopy KOHCYIbMmaHmos o cucmemam MeHedXXMeHma Kadyecmea
U UCro/b308aHUK UX yCrlye CIY>XUT PYKOBOACTBOM MO BbIOOPY KOHCYNbTAHTOB MO CUCTEMaM MEHedXMeHTa
KayectBa W wucnonb3oBaHuMio wux ycnyr. CraHgapT JaeT PpyKOBOACTBO MO MPOLECCY OLeHMBaHUSA
KOMMETEHTHOCTW KOHCYNbTaHTOB MO CUCTEMaM MeHemXMeHTa kayecTBa n obecnednBaeT yBEPEHHOCTb B
TOM, 4YTO MNOTPEOHOCTM W OXMOAHWS OpraHM3aumM B OTHOLUEHUW YCMYr KOHCYNbTAHTOB OyayT
YAOBMNETBOPEHbI.

— IS0 19011 Pykosodsiwue ykasaHusi rno aydumy cucmem MeHedXMeHma CryXUT PYKOBOACTBOM MO
MeHeKMEeHTY nporpaMmmbl ayauta, no ninaHWpoBaHUO U NpoBeneHUI0 ayanTta CUCTeMbl MEHe)KMEeHTa, a
Takke MO KOMMETEHTHOCTM WM OLUEHMBaHWO ayauTtopoB M ayautopckux rpynn. OH npegHasHayeH Ans
NPUMEHEHUaA K ayauTopam, opraHusaumam, BHeApAWMM CUCTEMbl MEHe[XMeHTa, U opraHuvsaumnam,
KoTOpbIM TpebyeTcs NPOBOANTL ayAUTOPCKMUE NPOBEPKU CUCTEM MEHEIKMEHTA.
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Ta6bnuua B.1 — B3aMmocBsa3b Mexay ApYrMMuU MeXayHapoAHbIMU cTaHAapTaMu B obnacTu
MeHeaXXMeHTa KayecTBa, CTaHAapTaMM Ha CUCTEMbl MeHeI)KMEHTa KayecTBa M pasfernamm HacTosiLero

CcTaHAapTa UMEIOT OTHOLLEHWNE K APYroMy MeXayHapoaHOMY CTaHaapTy.

cTtaHpapTa
Opyrve Paspgen HacTosllero ctaHpapTa
MeXayHapoaHble 4 5 6 7 8 9 10
cTaHaapThbl

ISO 9000 Ko Bcemy Ko Bcemy | Ko Bcemy Ko Bcemy Ko Bcemy | Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

ISO 9004 Ko Bcemy Ko Bcemy | Ko Bcemy Ko Bcemy Ko Bcemy | Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

ISO 10001 8.2.2, 9.1.2

85.1

ISO 10002 8.2.1 9.1.2 10.2.1

ISO 10003 9.1.2

ISO 10004 9.1.2,9.13

ISO 10005 53 6.1,6.2 Ko Bcemy Ko Bcemy 9.1 10.2

pasgeny pasgeny

ISO 10006 Ko Bcemy Ko Bcemy | Ko Bcemy Ko Bcemy Ko Bcemy | Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

ISO 10007 8.5.2

ISO 10008 Ko Bcemy Ko Bcemy | Ko Bcemy Ko Bcemy Ko Bcemy | Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

ISO 10012 7.15

ISO/TO 10013 7.5

ISO 10014 Ko Bcemy Ko Bcemy | Ko Bcemy Ko Bcemy Ko Bcemy | Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

ISO 10015 7.2

ISO/TO 10017 6.1 7.1.5 9.1

ISO 10018 Ko Bcemy Ko Bcemy | Ko Bcemy Ko Bcemy Ko Bcemy | Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

ISO 10019 8.4

ISO 19011 9.2

NMPUMEYAHUE «Ko Bcemy pasgeny» ykasblBaeT Ha TO, YTO BCe nogpasfernbl B KOHKPETHOM pasfene HacTosLero

30

© 1SO 2015 — Bce npaBa coxpaHsitoTcs




[1]

(2]

3]

[4]

[5]

[6]
[7]

(8]

9]

[10]

[11]

[12]

[13]
[14]

[15]

[16]

[17]
[18]
[19]

[20]
[21]

ISO 9001:2015(R)

Bubnuorpadusn

ISO 9004, MeHedxmeHm c uernbio OOCMUXKEHUS ycmoul4ueo20 ycriexa opeaHusauuu. [1odxod c
no3uyuu MeHeOxmMeHma KavJecmea

ISO 10001, MeHedxmeHm Kadecmea. YooeremeopeHHoCcmb riompebumersisi. Pykosodswue ykasaHusi
rno kodekcam rnogedeHus 07151 opaaHu3ayull

ISO 10002, MeHedxmeHm Kkadecmea. YoosrnemeopeHHocmb riompebumened. Pykogodsuwue yka3aHusi
o pabome ¢ NpemeH3uUsIMU 8 op2aHu3ayusix

ISO 10003, MeHedxmeHm kadecmea. YooernemeopeHHocmb nompebumerns. Pykoeodsuwue ykazaHus
10 pa3peweHuro CrIopHbIX 80MPOCO8 8HE Op2aHuU3ayull

ISO 10004, MeHedxmeHmM Kadecmea. YOoernemeopeHHOCMb nompebumernsi. Pykogodsiuue ykasaHusi
10 MOHUMOPUHaY U U3MepeHUIo

ISO 10005, Cucmembi MeHedXMeHmMa Kadecmea. Pykogodsaujue ykazaHus o niaHaMm Kadecmea

ISO 10006, Cucmembl MeHedxmeHma Kayecmea. Pykogodswue ykasaHusi Mo MeHedXMeHmy
Kadecmea npoeKkmos

ISO 10007, Cucmembl MeHeOXMeHMa Kadecmea. Pykoeodsiuue ykaszaHusi Mo MEeHeOXMeHmy
KOHGhuzypayuu

ISO 10008, MeHedxmeHm kadyecmea. YOosnemeopeHue rnokynamened. Pykogodsiuue ykazaHusi Onsi
3/1IEKMPOHHbIX KOMMEPYECKUX cOeslok 8 busHece Orsi nompebumerns

ISO 10012, Cucmembl mMeHedxMeHma u3amepeHull. TpebosaHusi K usMepumersibHbIM poueccam U
usmepumernsHomMy o6opydosaHuto

ISO/TR 10013, PekomeHdayuu rno O0KyMeHmupogaHuUr cucmem MeHedXXMeHma KadJecmea

ISO 10014, MeHedxmeHm kadecmea. Pykogodswue ykaszaHus Mo peanusayuu (OUHaAHCO8bIX U
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