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Mpenucnosune
1 NOOrOTOBNEH  OtkpbiTbiIM  akuMOHepHbIM  obwecTtBoM  "Bcepoccuiickmii - Hay4Ho-
nccnenoBaTenbCckuin MHCTUTYT ceptudmkauumn” (OAO "BHUNC") Ha ocHOBe ayTEHTMYHOro nepeeoja Ha
PYCCKMIA S13bIK MEX AyHapOAHOro cTaHaapTa, ykasaHHoro B nyHkTe 4. MNepeson BbINONHEH paboyei rpynnoi
B coctase npeactasutenenn OAO "BHUNC", OO0 "VHtepcepTtndovka - THOD", A0 "UeHTp MNpuoputet”,
Accoumnauun no ceptudomkaumm "Pycckuia permctp”, OO0 "THOD UHTepHaumoHans PYC", OO0 "bu-3c¢-Aii
OM-3c-Cu-Aii-Oc¢", "AE Conformity Pty Ltd", MexayHapoaHoi accoumaumm no ceptugpukaumm nepcoHana

2 BHECEH TexHnyeckum koMmnteToM no ctaHgapTusaumm TK 076 "Cuctembl MeHegXMeHTa"

3 YTBEPXOEH M BBEOEH B OEVICTBUE [Mprkazom PenepanbHOro areHTCTBa MO0 TEXHUYECKOMY
perynnpoBaHunto n Metponorum ot 28 ceHTs6pst 2015 r. N 1391-c1

4 Hactoawmin cTaHgapT WAOEHTUYEeH MexayHapogHoMmy ctaHgapty MCO 9001:2015* "Cuctemsl
MeHelXMeHTa kadyecTBa. Tpebosanusa" (ISO 9001:2015 "Quality management systems - Requirements",
IDT).

* [octyn K MexAayHapoAHbiM 1 3apybeXHbIM OOKYMEHTaM, YNMOMSHyTbIM 34eCb W hanee Mo TeKcTy,
MOXHO MONyYMTb, Mepeinas no ccoiike Ha cait http://shop.cntd.ru. - MpumeyaHwe uarotoButens 6asbl
DaHHbIX.

Mpn nNpUMEeHeHMM HaCTOSIWEro cTaHOapTa PEeKOMEeHAyeTCsl WCMoNb30BaTb BMECTO  CCbINOYHbIX
MeXOyHapOoHbIX CTaHOApTOB COOTBETCTBYIOWME MM HaUMOHaNbHble cTaHhapTel Poccuiickoin depepaunn,
CBeAEeHNs 0 KOTOPbIX MPMBEAEHbI B AOMONIHUTENBHOM NpuaoXeHun A

5 BBEJEH BINEPBbIE

lNpasuna npumeHeHns Hactoswero craHgapra ycraHosneHsi BIOCT P 1.0-2012 (paszen 8).
VIHgpopmaumsi 06 n3MEeHeHNsIX K HacTosileMy CTaH[apTy nybankyeTcs B eXerogHoM (Mo coctosiHnioo Ha 1
SHBaps TeKylero rona) MHGbopMaLMoHHOM ykasatene "HaumoHanbHbie cTaHaapTsl”, a ogouunanbHbIi TEKCT



U3MEHEHWUI 1 MOoMpaBoK - B €XEMECSYHOM MHGDOPMAaLMOHHOM ykasatene "HauwoHanbHele craHaapts!”. B
crnyyae nepecmotpa (3aMeHbl) v OTMEHbI HACTOSILLEero cTaHgapTa CoOTBETCTBYyKolLee yBenomneHne byner
onybnukoBaHo B OnuXauilueM BbIMyCKE €XEMeCSYHOro WHQOPMauMoHHOro ykasartensi "HauwoHanbHble
craHaaptel”. CoorBeTcTByrOWAas uHGopMaLus, yBEAOMIEHWS U TEeKCTbl pPasMellaroTcs TakXe B
MHGPOPMaLIMOHHOV cuCTEME OOLWEro rnoib30BaHNs - Ha 0UUMa/IbHOM cavite denepanbHOro areHTcTBa rno
TEXHUYECKOMY PerynnpoBaHuio u MeTposoriu B cety VIHtepHer (www.gost.ru)

BBeneHue

0.1 O6Lw e NoNnoXxeHus

MNpuMeHeHNe CUCTEMbl MEHeOXMEHTa KayecTBa SBASETCS CTpaTernyeckyM peleHuem  Ons
opraHMsauun, KoTopoe MOXEeT MOMOYb YNy4ylnTb pe3ynbTaTbl ee OesTeNbHOCTU U 06ecneynTb MPOYHYHo
OCHOBY AN1S1 UHALMATMB, OPUEHTUPOBAHHbIX HAa YCTONYMBOE pa3BuTHe.

[MoTeHumanbHbIMK npemmywiectsamMhn nOnsa opraHnsadnnm OT MNPpUMEHEeHUsa CUCTeMbl MeHedXMeHTa
KayecTBa, OCHOBAHHOWM Ha HacTosWweM CTaHpapTe, 4ABNAITCA.

a) crnocobHocTb CcTabuibHO NPEnoCTaBNATb MNPOAYKUMIO W YCNyru, KOTOpble YOOBNETBOPSIOT
TpeboBaHua noTpebuTenel n NPUMeHNMbIE 3aKOHOAATENbHbIE Y HOPMATMBHbLIE NpPaBoBble TpeboBaHws;

b) cozpaHne BO3MOXHOCTE ANsi NOBLIWEHUS YAOBNETBOPEHHOCTM NOTpebuTeneil;
C) HanpaBneHWe YCUniA Ha PUCKMN N BO3MOXXHOCTM, CBSI3aHHbIE CO CPELON M LIeNsSiMU OpraHm3aumni;

d) BO3MOXHOCTb MnpoAeMOHCTpMpoBaTb COOTBETCTBME YCTAHOBJIEHHbIM TpeﬁoBaHI/IﬂM CUCTEMbI
MeHeOXMeHTa KayecTtBa.

HacTtosiwmin ctTaHaapT MOXEeT UCMONb30BaTbCS BHYTPEHHUMMU U BHEWHUMW CTOPOHaMM.
HacTtosiwmin ctaHpaapT He npennonaraeT HeobXoAMMOCTb:

- eIMHO06pasusi B CTPYKTYpe pasivyHblX CUCTEM MEHELXMEHTA KAYecTBa;

- CornacoBaHmsl JOKyMEHTALMN CO CTPYKTYPOW pasfenos HacTOSAWEro ctaHaapTa;

- ICNONb30BaHMS CrieunanbHON TEPMUHONOT UM HACTOSWErO CTaH4apTa B pamMkax opraHm3auum.

TpeéoBaHm K cuctemMaMm MeHed>XMeHTa KavyecTBa, yCTaHOBNIEHHble HACTOAWMM CTaHOAPTOM, SABNAKOTCA
OOMNONHNTENTIbHbIMU K TpeéoBaHI/IﬂM K npooykuumn n ycnyram.

B HacToswem cTtaHgapTte NpMMEHeH MNpOLECCHbI noaxohd, KOTopbln BkAwYaeT umkn "lMnaHvpyi -
Henai - Mpoeepsai - Oencteyin” (PDCA), n puck-opueHTUPOBaHHOE MbIWEHNE.

npoueCCHbIVI noaxon no3sonsgeT opraHusaumm nnaHMpPoBaTb CBOU MPOLECCHhl U UX B3aUMOLEeNCTBMYE.

Peannsaumns umkna PDCA nossonset opraHmsauunmu obecrneuntb ee npouecchbl HeobXxoaMMbIMU
pecypcamMn, OCylLeCTBNATb X MEHEOXMEHT, onpenensaTb 1 peann3oBbliBaTb BOSMOXHOCTU ON14 YNny4dleHns.

PVICK-OpVIeHTI/IpOBaHHOG MbillNeHne no3BoNnsdeT opraHu3auun onpenensatb (paKTOpr, KOTOpble MOryT
npuBeCcTn K OTKJIOHEHUIKO OT 3aniaHNpPOBaHHbIX pPe3yNbTaToOB MNpPOUEecCoOB U CUCTEMbl MeHelXMeHTa
KadyecTtBa oOpraHumsaunn, a TakKXxXe ucnonb3oBatb npegynpexpawwmne cpenciea ynpaesneHuda aOns
MUHNMN3aUMnN HeraTuBHbIX I'IOCJ'IG,D,CTBVII?I n MakCnManbHOro Mcnonb3oBaHMsA BO3HUKAKOWUX BO3MOXHOCTEN
(A.4).

MocTosiHHOE BbINOMHEHNE TpeboBaHui K yyeT Oyaywmx NoTPebHOCTER 1 OXMAAHWA B YCNOBUSIX BCE
6onee OMHAMUYHOM U CNOXHOW cpeabl CTAaBUT Nepen opraHnsaunein CnoxHole 3agayn. [ng peweHns atmx
3ajay opraHusaums morna 6bl nocuMTatb HEOOXOAMMBIM UCMONL30BAaTh PasnnyHbie HOPMbl YNyYlWEHNS B
JOMOJIHEHNE K KOPPEKLUMM U MOCTOSHHOMY YIyYWEHWIO, Hanpumep, Takme Kak MpopbiBHOE W3MEHEeHWue,



WMHHOBALMSA 1 peopraHn3aums.
B HacTosweM cTaHoapTe NCNONb3yOTCA CReaytowmne rnarofibHble hopMbl:
-"monxHa" ykasbiBaeT Ha TpeboBaHue;

- "cnepyet" ykasblBaeT Ha PeKOMeHaaumto;
- "Morno 6bl" ykasblBaeT Ha paspeLleHiE;
- "MOXeT" yKasblBaeT Ha CMNOCOBHOCTb UM BO3MOXHOCTb.

NHdpopmaumsi, obosHayeHHast kak "lMpuMeyaHune", HOCUT XapakTep PYKOBOIAWMX yKasaHWin Ons
NOHMMaHMWS NN Pa3bsCHEHWS COOTBETCTBYIOLWEro TpeboBaHms.

0.2 NMpuHUMNBbI MeHe)XMeHTa KayecTBa

HacTtoawuii ctaHoapT OCHOBaH Ha MpMHUMMIAX MEHeOXMeHTa KayecTBa, onvcaHHbix B MICO 9000.
OnucaHue BKOYaeT POPMYINPOBKY KaxXAoro mpuHUMna n obocHOBaHWe, NoYeMy MPUHLMUMN BaXeH Ons
opraHudauum, a TakXe HeKoTopble MNPUMEPbl MNPEUMYLECTB, CBA3aHHbIX C MNPUHLMUMNOM, U MpPUMEpHI
TUMUYHBIX OEACTBUIA MO YNYYLWEHNIO PE3YNIbTATOB AEATENbHOCTU OpraHM3aummn Npyu NPUMEHEHN NpuHLMNa.

MprHUMNbI MEHEOXMEHTA KayecTBa:

- OpvieHTauusi Ha noTpebuTtens;

- NNOEPCTBO;

- B3anMoOOencTBme noaen;

- MPOLLECCHbIN Noaxon;

- YNyYWeEHME;

- NPUHATME PELIEHUA, OCHOBaHHbIX HA CBUAETENLCTBAX;

- MEHeXXMEHT B3aMOOTHOLIEHWIA.

0.3 MpoueccHbIN Nnoaxon

0.3.1 O6Lue NonoXeHus

HacTtoswmin ctaHpapT HampaBneH Ha MpUMMEHeHWe "mpoueccHoro nogxoga" npu paspaboTke,
BHEOPEHUN W YNYYWEHUN Pe3yNbTaTUBHOCTU CUCTEMbl MEHEeOXMeHTa KayecTBa B LENsX MOBbIWEHNS
yIOOBNETBOPEHHOCTM MOTpebutenen nyTeMm BbIMNONHEHWS ux TpeboBaHuin. KoHkpeTHble TpeboBaHus,
NPU3HaHHbIE BaXHbIMN AN BHEAPEHMSA NPOLIECCHOr0 NOAX04a, BK/OYEHbl B noapasaen 4.4.

MNMoHMMaHMe W  MeHeOXMeHT B3aUMOCBS3aHHbIX MPOLECCOB  KakK CUCTeMbl  crnocobcTByet
pes3ynbTaTMBHOCTA U 3(PAEKTMBHOCTN OpraHu3aunn B OOCTUXEHUN HaAMEYEHHbIX pe3ynbTaTtoB. ITOT
noaxon No3BONSiET OpraHn3aumm ynpasnsaTb B3aUMOCBA3SAMM U B3aUMO3aBMCMMOCTAMN MEX 4y npoLeccamm
CUCTEMbI, TaK YTO 0blne pe3ynbTaThl 0eaTeNbHOCTU OpPraHn3aUunn MoryT ObiTb YNydLIeHbI.

MpoLeccHblil noaxon BkAYaeT B cebs cuctematnyeckoe onpeneneHne n MeHenXMeHT MpoLEeCcCoB U
NUX B3aUMOAENCTBUS TakmMm o6pasoM, 4yTobbl OOCTUraTb HaMEYEHHbIX Pe3ynbTaTtoB B COOTBETCTBMM C
NMONUTMKO B 061acTy KayecTBa 1 CTpaTEermyeckuM HanpaeneHnem opraHnsaumun. MeHeoXXMeHT nNpoueccoB
N CUCTEMbI KaK eQUHOro LLenoro MoXeT AoCTuratbea npu ncnonb3osaHum umkna PDCA (0.3.2) coBMeCTHO ¢
0cobbiIM BHMMaHWEM K PUCK-OPMEHTMPOBAHHOMY MblwneHnto (0.3.3), HaueneHHblX Ha WCnofib3oBaHue
BO3MOXXHOCTEN U NpeaoTBpalleHne HeXenaTenbHblX Pe3ynbTaTos.

an/IMeHeHI/Ie npoueccHoro nogxona B CUCTeMe MeHen>XMeHTa Ka4ecTtBa No3BONSAET:

a) NoOHMMaTb N NOCTOAHHO BbIMONTHATb TDGGOBaHI/IFI;



b) paccmaTpmBaTh NPOLECCHI C TOYKM 3peHNs NoHaBNEHNS MU LLEHHOCTH;

C) mocTuratb pesynbTaTVBHOro (YHKLUMOHMPOBAHWS NMPOLIECCOB;

d) ynyywaTtb npouecchl Ha OCHOBE OLEHMBAHUS AaHHbIX U MHCDOpMaLmn.

PucyHok 1 paeT cxematuyHoe wusobpaxeHue noboro npouecca M WAMOCTPUPYET B3aUMOCBS3b
anemeHTOB npouecca. KOHTPO/bHbIE TOYKM MOHUTOPUHTA U M3MEpPeEHWs, HeobxXoauMble ANs ynpasneHus,

ABNAIOTCA Ccneungouyeckumn Ons Kaxporo npouecca Wu 6yﬂ,yT BapbupoBatbCA B 3aBUCUMOCTU OT
COOTBETCTBYIOLWMNX PUCKOB.

Eurena, apyrux YCNYTH, PELLEHUA
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PucyHok 1 - CxematnyHoe n3obpaxeHne aneMeHToB npouecca
0.3.2 Uukn "Mnanupyn - Oenan - NMpoeepsan - Oenctesyn”

Lukn PDCA moxeT 6biTb NPMMEHEH KO BCEM NpOLEccaM 1 K CUCTEME MEHEAXMEHTA Ka4yeCTBa B LiE/IOM.
PucyHok 2 nnnioctpupyeTt kak pasgensl 4-10 MoryT 6biTb CrpynnmpoBaHbl B COOTBETCTBUM C Umkiom PDCA.



~
/»/ Cuctema MeHeXKMEHTA KavecTEa (4) \\
rl LY
OpraHuzauuna .‘{ \‘,
W e& cpaaa (4) i ‘
Cpencrea
] obecnevyeHWs |
W [eATensHOCTE ‘
(7. 8) ! ¥LOoENETEO-
‘ PEHHOCTE
MnaHKpy# i noTpebnTened
|
|
QueHka PesynesraTil
TpebGoBaHuA MnanuposaHue pezynLTaTos CMK
noTpebuTenei I (6) DeATENLHOCTH
(9
|
I
| P " Mpoaykums
] Oencreyn Mpoeepri W yenyru

MoTpebHOCTH |
W ORI EHUA \
COOTBETCTEYROLLMX
3AWHTEPECOBAHHBIX
cTOpoH (4} .

MpumeyaHue - Lingopbl B ckobkax SBNSOTCS CCbiIkaMy Ha pa3aenbl HACTOSWeEro cTaHaapTa.
PurcyHok 2 - MI3obpakeHne CTpyKTypbl HACcTosIWero ctaHaapTa B COOTBETCTBUM C Lmkiom PDCA
Linkn PDCA MOXHO KpaTKo onucatb Tak:

- nnaHupyin - paspaboTka uUeneii CUCTEMbl W ee MPOLECCOB, a TakXe OonpeaeneHne pPecypcos,
HEoOXOAMMbIX [N OOCTUXEHUS pe3ynbTaToB B COOTBETCTBUM C TpeboBaHusiMM noTpebutenein wu
NONUTMKOW OpraHn3aumnn, onpeaeneHme n pacCMoOTPEHNe PUCKOB 1 BO3MOXHOCTEN;

- Jenaw - BbINOSIHEHWE TOro, 4YTO 66110 3annaHnpoBaHo;

- NPOBEPSI - MOHUTOPUHI 1 (TaMm rae 370 NPUMEHVMO) M3MEPEeHVe MPOLLECCOB, NPOAYKUMN U YCNyr B
CPaBHEHUN C MONUTWUKON, LensaMu, TpeboBaHUSMU W 3annaHUMPOBAHHBIMU OEACTBUSAMU U COOBWEHME O
pesynbTaTax;

- DENCTBYM - NPUHSTUE Mep MO YNyYWEHNo pe3ynbTaToB AeATeNbHOCTU B TOW CTEMNeHu, HackobKo 3T0
HeobxoOnMO.

0.3.3 Puck-opueHTUpoBaHHOE MbiLLIeHne

Puck-opreHTMpoBaHHoe MblwneHne (A.4) HeobxoaMMo LN AOCTUXEHUS Pe3ynbTaTUBHOCTU CUCTEMbI
MeHeOXMeHTa kadectBa. KoHuenumns puUCK-OPMEHTUPOBAHHOIO  MbllWAEHMS nogpasymeBanacb B
npenbloylen BepcuM HacTosAWwero crtaHhapTa, BKYas, HanpuMep, BbINOMHEHWE MpenynpeXaatowmnx
,D,GVICTBVIVI, HanpaBeHHbIX Ha ncKknyeHue noTeHumnanbHbIX HGCOOTBGTCTBVII7I, aHanma NoBbIX
HeCOOTBETCTBMIA, KOTOpble BO3HWKAKOT, W MPUHATME Mep Mo NpPefoTBpPalleHUI0 KX MNOBTOPEHUS,
COOTBETCTBYIOWNX NOCNEACTBUSAM HECOOTBETCTBUS.

Utobbl COOTBETCTBOBATH TpeéoBaHI/IHM HacTodwero cCrtaHoapta opraHudaunm HeobxoanuMo
nnaHnpoBatb U BHEOPATb OEencTBus, CBA3aHHbIE C punckamm 1 BO3MOXHOCTSAMN. HanpaBneHme yCI/I}'II/II7I Ha
pnuckn " BO3MOXHOCTWM CO34aeT OCHOBY 4/14 NOBblWeHNA pe3yNbTaTUBHOCTU CUCTEMbl MeHenXMeHTa
KayectBa, AOCTUXEHNA ynydleHHbIX pe3yibTaToB 1 npenotepalleHne He6ﬂaFOI'IpI/IFITHbIX nocneacTBuiA.



B0O3MOXHOCTA MOryT BO3HWMKHYTb B CUTyauuu, OnaronpusiTHOM ANs OOCTUXEHUS HaMeYeHHOro
pesynbTaTta, Hanpumep, Kak COBOKYMHOCTb O0OCTOSITENbCTB, MO3BONSAOWMX OpraHM3auuy npuBnIeKkaTtb
notpebuteneir, paspabartbiBaTb HOBYIO MNPOAYKUMIO W YCNyru, coKpawaTb OTX0oAbl WAM MOBblWaTb
NPOV3BOAUTENBbHOCTb. [leCTBUS B OTHOWEHUM BO3MOXHOCTEW MOryT TakXe BKoYaTb paccMOTpeHue
CBSI3@aHHbIX C HWMMK PUCKOB. PUCK 3TO BNUSIHWE HeomnpeaeneHHocTn, u nobas Takas HeonpeneneHHoCTb
MOXET WMEeTb MONOXWUTENbHbIe WNWM oTpuuatenbHble BO3AEeACTBUS. [MoNOXUTENbHOE OTKIOHEHME,
BblTEKalllee M3 pucka, MoXeT co3aaTb BO3MOXHOCTb, HO HE BCE MOMIOXUTE/bHbIE OTK/IOHEHWUS NPUBOAST
K BO3MO>XXHOCTSIM.

0.4 BsaMmocBSA3b C Apyrmmun ctaHgaprtamu, npegHasHa4eHHbIMU ONs CUCTeM MeHeO)XMeHTa

B HacTosiwem cTaHgapte npuMeHeHa CTpykTypa, paspabotaHHas WCO gns  ynydweHus
cornacoBaHHocTu Mexay ctaHgapTamu ICO Ha cucTteMbl MeHeAXMeHTa (CM. NpunoxeHune A.1).

HacTtosiwmin ctTaHaapT No3BONSET OpraHmM3aummn NPUMEHATb NPOLECCHbIV NOAXOA B COYETAHNM C LIUKIIOM
PDCA 1 pucK-OpUMEHTUPOBAHHBLIM MbIWAEHNEM C TeM, 4YTOObl cornacoBartb MM WHTErpMpoBaThb CBOIO
CUCTEMY MEeHeAXMeHTa Ka4yecTBa C TpeboBaHNAMN OPYrX CTAaHOAPTOB HA CUCTEMbI MEHELXMEHTA.

HacTtosiumin ctaHaapT cesidaH co ctaHaapTamm MCO 9000 n MCO 9004 cneaytowmm obpasom:

- NCO 9000 "Cuctembl MeHeaxMeHTa kadyectsa. OCHOBHblE MONOXEHNS N CnoBapb" CO34aeT BaXHYH0
OCHOBY ANS HAaANeXallero NOHMMaHus U BHeAPEHNS HACTOSWero cTaHaapTa.

- NCO 9004 "MeHenXMeHT Ons OOCTUXEHUSA YCTOMYMBOro ycnexa opraHmsauun. loaoxon Ha ocHoBe
MEHeIXMeHTa kayecTBa" [naeT PYyKOBOACTBO OpraHu3auusiM, CTPEMSMMCS MpeB3oiTn TpeboBaHus
HacToswero craHaapTa.

MprnoxeHne B cooepXunT cBEAEHNS O OPYrMx MEXAyHapOoOHbIX CTaHaapTax B 061acTu MEHEOXMEHTA
KayecTBa M CTaHOapTax Ha CUCTEMbl MEHeaXMeHTa KadecTBa, koTopble 6binn paspaboTtaHsl UCO/TK 176.

Hactosiwmin ctaHOapT He COAEPXMUT KOHKPETHbIX TpeboBaHWin K OPYrMM cCUCTEMaM MEHELXMEHTa,
TaKMM Kak 3KOMOrMYecKuii MeHeaXXMEeHT, MeHedXMeHT 6e3onacHocTV Tpyda U OXpaHbl 340POBbS UMK
(PUHAHCOBbLIN MEHEXMEHT.

OTpacneBble cTaHAAPTbl HA CUCTEMbl MEHEAXMEHTA KayecTBa paspaboTaHbl Ans psna oTpacnein Ha
ocHoBe TpeboBaHWin HacToswero crtaHjapta. Hekotopble U3 3TWX CTaHOAPTOB YyCTaHaBNMBAOT
LOMNoNHUTeNbHble TpeboBaHMS K CUCTEME MeHeOXMeHTa KadyectBa, B TO BpeMs Kak gpyrue
OrpaHnYMBalOTCS NPenoCTaBNeHNEM PYKOBOLSIWMX yKa3aHui Mo MPUMEHEHWUIO HACTOSIWEro crtaHaapTa B
pamkax KOHKPEeTHOI oTpachnu.

1 O6nactb NpUMeHeHUs

HacTtoswwuia CTaHOoapT ycTaHaBnmBaeTt Tpe6OBaHVI9| K CUCTeMe MeHelXMeHTa Ka4yecTBa B TeX cny4yasX,
Koraoa opraHmsauuns:

a) Hy>XJaeTcs B IeMOHCTpaLUuUM CBOei CrocoBHOCTM NOCTOSIHHO MOCTaBNATb MNPOAYKLUMIO U(UAK) yCryriA,
oTBevawowme TpeboBaHusM noTpedbuTenen N NPMMEHUMbIM 3aKOHOAATENbHLIM 1 HOPMATMBHLIM MPaBOBbLIM
TpeboBaHuAM;

b) cTaBMT cBoOeil LEenbl0  MOBbIWEHWE  YOOBNETBOPEHHOCTM noTpebutenein  nocpencTBOM
pe3ynbTaTUBHOIO NMPUMEHEHNS1 CUCTEMbl MEHEOXMEHTA KayecTBa, BK/oYasi MPOLEeCChl ee ynyylweHus, 1
obecrneyeHne CcooTBeTCTBMSA TpeboBaHusM noTpebutenein ”n NPUMEHUMbIM  3aKOHOLATENbHbIM 1
HOPMAaTMBHbIM NPaBOBbIM TPEOOBAHNSAM.

Bce TpeboBaHus HacTosIWero ctaHaapTa HocAT obWmMin xapakTep W NpefHasHayYeHbl ONs NMPUMEHEeHs!
nobbiMA  OpraHM3aumMsMu  He3aBWCMMO OT WX BuAa, pasMepa, MOCTaBNsieMOV NPOAyKUUM 1
npenocTaBnsieMbIX YCyr.



MNpumeyanuns

1 B HacTosweMm ctaHdapTe TepMUHbl "npoaykuma” van "ycnyra" NnpUMeHWMbl TOMbKO K NPoAyKuuMn u
ycnyram, koTopble npeaHa3HadyeHbl unu 3atpeboBaHbl noTpebutenem.

2 3akoHopaTenbHble 1 HOPMAaTUBHbIE NPaBoBble TPpeboBaHMS MOryT ObiTb 0603HAYEHbI Kak MPaBoBble
TpeboBaHus.

2 HopmaTtuBHbI€ CCbINIKU

Cnegnyowmin 4OKYMEHT, MOMHOCTbIO MAW YACTUYHO, SBNSETCA HOPMATUBHOWM CCbINKON ANS HACTOSAWEro
ctaHOapTa Wu HeO6X0,EI,VIM anda ero npuMeHeHus. ,D,ﬂﬂ OaTUPOBaAHHbIX CCbIJIOK MPUMEHAETCA TONbKO
ykasaHHas Bepcus. [na HepaTUpPOBaAHHbLIX CCbIIOK MPUMEHSETCS MNOCNedHAS BEepcus  CCbINIOYHOro
LOKyMeHTa (BK/toyas nobble nonpaBKu).

NCO 9000:2015 Cuctema MeHeaxMeHTa kadectsa. OCHOBHbIE MONOXEHUS U CROBapb

3 TepmuHbI 1 onpepeneHusi

B HacToSWwem cTaHaapTe NPUMEHEHBI TEPMUHBI U onpeaeneHns, naHHblie B ICO 9000:2015.

4 Cpepa opraHusauum

4.1 NoHMMaHne opraHusauum v ee cpepnbl

OpraHusauus gonxHa onpenenuTb BHEWHNE N BHYTPEHHWE (0akTopbl, OTHOCAWMECS K €8 HAMepPEeHUAM
W CcTpaTermyeckOoMy HampaBfEHUD W BAMSIOWME HA €€ CMocoBHOCTb [HOoCTUraTb HaMeyYeHHOro(bix)
pesynbTata(oB) ee CUCTEMbl MEHEAXMEHTA KayecTBa.

OpraHuzaums [onXHa OCYWEeCTBNATb MOHWUTOPUHI WM aHann3 MHopMaumm 06 3TWX BHEWHUX W
BHYTPEHHUX dpakTopax.

MNpumeyanuns
1 PaccmatpuBaemble 0akTopbl UAN YCNOBUS MOTYT ObiTb MONOXMUTENbHBIMUA UK OTPULLATENBHBIMU.
2 ToHMMaHUIO BHELHEN cpenbl MOXEeT CrnocobCcTBOBaTb PacCMOTPEHUE (PakTOpOB, CBSA3AHHbIX

3akoHodaTenbHOW, TEXHONOrNMYeckom, KOHKYPEHTHOMW, PbIHOYHOW, KYNbTYpHOW, counanbHoOW Wu
9KOHOMWYECKOW Cpeoil Ha MeX ayHapoaHOM, HaLMOoHaIbHOM, PEermoHanbHOM NN MECTHOM YPOBHE.

o

3 lMoHMMaHMIO BHYTPEHHE cpenbl MOXEeT Crocob6CTBOBATb PACcCMOTPEHWE (PAKTOPOB, CBSI3aHHbLIX C
LLeHHOCTSIMU, KYNbTYPOW, 3HaHWSMK U pe3ynbTatamu paboTbl opraHusaumm.

4.2 NMoHnMaHue NoTpebHOCTEeN N 0OXUAAHWUA 3aUHTEPEeCOBaHHbIX CTOPOH

C yyeToM BAWSHUS, KOTOPOE 3anHTEepecoBaHHble CTOPOHbl OKa3blBAlOT WM MOryT oOKasaTb Ha
CNocobHOCTb OpraHM3auuy MOCTOSIHHO MOCTaBASATb MPOAYKUMIO M yCnyru, oTBevawwme TpeboBaHMSM
noTpebutenein n nNPUMEHWMbIM K HUM 3aKOHOAATENbHbIM U HOPMATWBHbLIM MPAaBOBbIM TPeboBaHMAM,
opraHusaums AonXHa onpenennTb:



a) 3aMHTepPecoBaHHble CTOPOHbI, UMEIOLLME OTHOLWEHUE K CUICTEME MEHEAKMEHTA KA4YeCTBa;
b) TpeboBaHNS 3TUX 3aMHTEPECOBAHHbBIX CTOPOH, OTHOCSILLMECS K CUCTEME MEHELXMEHTa KayecTsa.

OpraHmsaLu/m JOJIXXHA OCYWECTBNATb MOHUTOPUHI U aHanu3 nHgopmaunm 06 aTux 3anHTepecoBaHHbIX
CTOpPOHax n nx cCooTBeTCTBYHOWMNX TpeﬁoBaHVlFlX.

4.3 Onpep.eneHVIe obnacTtu NMPUMEeHeHns1 CUCTeMbl MeHe O )XXMEeHTa KayeCTBa

OpraHmsauMﬂ OONXHa onpenenntb rpaHnubl CUCTEMbl MEHeOXXMEeHTa KayeCTBa U OxXBaTbiBaeMylo elo
0eAaTenbHOCTb, yTObbI YCTAHOBUTb obnacTb ee NPpUMEHeHn4.

Mpw onpeneneHny obnacTn NPUMEHEHNS OpraHn3aLms 0oNXHa paccMaTpueaTh:
a) BHEWHWe 1 BHYTPEeHHNe hakTopsbl (CM. 4.1);

b) TpeboBaHNs COOTBETCTBYIOWMNX 3ANHTEPECOBAHHbBIX CTOPOH (CM. 4.2);

C) NPOLYKLMIO 1 YCNYr OpraHm3aunm.

OpraHnsauus nonxHa npuMeHsiTb Bce TpeboBaHUs HACTOSIWEro craHgapTa, ecnn atu TpeboBaHus
NPUMEHUMbI B Npefenax yCTaHOBNEHHON 06nacTv NPUMEHEHUS €€ CUCTEMbl MEHEIXMEHTA KayecTBa.

ObnacTb NnpuMeHeHnsa CcucTembl MeHegXMeHTa KadecTBa opraHudauunn nonixHa 6bITb OOCTynHa,
pa3pa6aTblBaTbCﬂ, aKTyanmanpoBaTbCsa U NMPUMEHATbLCA KaK AOKYMEHTUpOBaHHasa MHopMauuns. O6nacTb
npuMeHeHnsa 00J1IXHa yKa3dblBaTb Ha oxXxBaTbiBaeMble BUAbl NpOAyKUWW N YCNYr N OaBaTb obocHoBaHWe Ans
NCKNo4YeHn4 Tpe6OBaHI/I9| HacToslWero craHpgapTa, KOTOpoe OHa onpenennna Kak HenpmuMmeHmmoe K ee
obnactu NPpUMEeHeHnsa CUCTeEMbl MEHEXKMEHTA KayeCTBa.

CootBetcTBUME Tpe6OBaHI/IFIM HacTosAwWwero craHoaprta MOXeT OblTb 3asIBIeHO TOMbKO B TOM cnyyae,
ecnn Tpe6OBaHI/IH, onpepgeneHHble Kak HenpuMeHnMble, HEe BNAIOT Ha CMOCOBHOCTb MM OTBETCTBEHHOCTb

opraHusaumm obecneynBatb COOTBETCTBME MNPOLYKLUUM W yCnyr W MoBblwaTbh YAOBNETBOPEHHOCTb
noTpebutenei.

4.4 Cuctema MeHe XMeHTa KayecTBa 1 ee npouecchl

4.4.1 OpraHusauus nonxHa paspabotatb, BHeAPUTb, MOAAEPXKMBATb M NOCTOSHHO YyylaTb CUCTEMY
MEHEOXMEHTa KayecTBa, BK/4Yasi HeobxoAuMble MPOLECChbl U KX B3aWMOAEWCTBUS, B COOTBETCTBMMU C
TpeboBaHMAMN HACTOSIWEro cTaHaapTa.

OpraHmsaLu/m OO0J1XXKHa onpenendtb npouecchl, HeobxoOMMble ONs CUCTEMbI MEHEOKMEHTA KadecTtBa, n
X NnpuMeHeHne B pamMkax opraHndauummn, a Takxe:

a) onpenensite TpebyemMble BXOAbl U 0XWOAEMbIE BbIXOLbl 3TUX NMPOLLECCOB;

b) onpenensTe NnocnenoBaTeNnbHOCTb U B3aMOAENCTBME STUX NMPOLIECCOB;

C) onpenenstb W MNPUMEHATb KPUTEPUM U MeToAdbl (BKMOYAsi MOHWUTOPUHE, W3MEPEHUS U
COOTBETCTBylOWME MoOKasaTenn pe3ynbTaTtoB [AesTenbHOCTU), Heobxoaumble nns  obecneyvyeHus
pe3ynbTaTUBHOIO (YHKLMOHMPOBAHNS 3TMX NPOLIECCOB M YNPaBNEeHUs UMU;

d) onpepensitb pecypcbl, HEO6X0AMMbIE OIS 3TUX MPOLECCOB, 1 06€CNeYnTb UX JOCTYMHOCTD;

e) pacnpenenatb O6ﬂ3aHHOCTVI, OTBETCTBEHHOCTb M NMOJIHOMO4YNA B OTHOWEHUN 3TUX NPOLLECCOB;

f) y4nTbiBaTb PUCKN N BOBMOXKHOCTW B COOTBETCTBUN C Tpe6OBaHI/IF|MI/I nogpasgena 6.1;



g) oueHuBaTb 3TW NpouecCbl N BHOCUTb nobble N3MEHEHU4, Heobxoaumble Ansi obecneyeHns Toro, 4to
npoueccbl 4OCTUralT HaMedYeHHbIX pe3yibTaToB,

h) ynydwaTb npouecchl U CUCTEMY MEHEOXMeEHTa KayecTBa.
4.4.2 OpraHusauust oonxHa B Heo6xoaAnMoM 06 beMe:

a) paspabaTtbiBaTb, akTyanuaupoBatb W MPUMEHSATb LOKYMEHTMPOBAHHYIO WHpOpMauuio Ons
obecneyeHnst PyHKLMOHUPOBAHNS NPOLIECCOB;

b) pernctpupoBaTtb 1 COXpPaHsATb AOKYMEHTMPOBAHHYIO MHCPOPMaUMto Ans obecneyeHns yBepeHHoCT B
TOM, 4YTO 3TV NPOLIECChI OCYLECTBNSAOTCA B COOTBETCTBMU C TEM, KaK 3T0 ObIN0 3annaHnMpoBaHo.

5 INlupepctBo
5.1 JlupepctBo U NpMBEPXEHHOCTb

5.1.1 O6LMe NonoXeHus

Bbiclwee pykoBOACTBO AONXHO AEMOHCTPMPOBATb CBOE NMAEPCTBO U MPUBEPXEHHOCTb B OTHOWEHUM
CUCTEMbl MEHEXMEHTa Ka4yecTBa NoCPenCTBOM:

a) NPUHATNA OTBETCTBEHHOCTU 3a Pe3yNbTaTUBHOCTb CUCTEMbI MEHENXMEHTA Ka4eCTBa,

b) obecneyeHus pa3pa60TKv| MONMTMKM W uenein B obnactu KadyecTtBa, KOTOpble cOornacyrtcsa C
ycnosusaMn cpenbl opraHnsaunm n ee cTtpaterm4eCcknm HanpaBneHnem;

c) obecnevyeHnss uHTerpauun TpeboBaHW CUCTEMbl MEHEeOXMEeHTa kayecTBa B OU3HEC-MPoLecchl
opraHusauuu;

d) conecTBMS NPMMEHEHWIO NPOLECCHOro NoaxoAa U PUCK-OPUEHTUPOBAHHOIO MbllWEHNS;
e) obecrneyeHmnst 4OCTYMHOCTU PECYPCOB, HEOOXOAMMbIX ANl CUCTEMbI MEHEeIXMEeHTa KayecTsa;

f) pacnpocTpaHeHns B opraHm3auum NOHMMaHWS BaXHOCTW Pe3yNbTaTVBHOrO MEHEAXMEHTA KayecTBa
1 COOTBETCTBUS TPeboBaHMSIM CUCTEMbI MEHEAXKMEHTa Ka4yecTBa;

g) obecrneyeHns JOCTUXEHUS CUCTEMO MEHedXMEeHTa KauyecTBa HaMeYeHHbIX Pe3ynbTaToB;

h) BOBneyeHus, pPykoOBOACTBA M OKal3aHUS MNOOOEPXKM YyyacTus paboTHMKoB B obecneveHun
pe3ynbTaTUBHOCTM CUCTEMbl MEHEAXMEHTA Ka4yecTBa;

i) NoOALEPXKU yNyylleHUs;

j) noonep>xkn opyrux COOTBETCTBYIOWMX PYKOBOAUTENEH B AEMOHCTPALMM UM NUOEPCTBA B Chepe MX
OTBETCTBEHHOCTY;

MpumedaHue - Cnoeo "6U3HeC" B HACTOSIWEM CTaHOapTe cnedyeTt MOHMMAaTb B LUMPOKOM CMbICNe, Kak
oToOpaxeHne BUIOOB [EATENbHOCTU, KOTOPble SBASIOTCS K/OYEBbIMA [ONS  LENeil CyuecTBOBaHUS
opraHm3auunn, He3aBUCUMO OT TOro, SABNSAETCA NN OHA rocy,u,apCTBeHHon, '-IaCTHOVI, CTaBUT N OHa CBOEW
Lenbto NosiyyeHne npubblnv Unn Her.

5.1.2 OpueHTauusa Ha noTpebutenen

Bbicluee pykOBOACTBO [HOONXKHO LOEMOHCTPMPOBATbL NMAEPCTBO W MPUBEPXEHHOCTb B OTHOLEHUW
opvieHTaummn Ha noTpebuTenel NocpeacTBOM obecneyeHns Toro, YTo:



a) Tpe6OBaHV|$| r|0Tpe6|/|Tene|7|, a TakXe MNnpuMeHunMble 3akoHoOaTe/lbHble N HOpMaTMBHbIE MpaBOBble
Tpe6OBaHI/I9I onpeneneHbl, NOHATbl N HEUM3MEHHO BbINMONHAKOTCA,

b) PUCKN N BOSMOXHOCTW, KOTOPble MOTYT OKa3blBaTb BINAHME HA COOTBETCTBME NpOoAYyKUUN 1N yCnyr n
Ha CMocoBHOCTb MOBbLIWATD yooBNeTBOPEHHOCTb I'IOTpGﬁI/ITGﬂGVI, onpepneneHbl N paCCMOTPEHbI;

C) B LEHTpPEe BHUMAHNA HaxoanTcs nosblleHne yooBneTBoOpeHHOCTH n0Tpe6v|Tene|7|.

5.2 MNonntuka

5.2.1 PaspaboTka nonuMTnkn B o6nactm kayectsa

Bbicluee pykoBOACTBO [LONXHO paspaboTaTtb, peanv3oBbiBaTb W MOALEPXMBATb B aKkTyasbHOM
COCTOSIHAM NONMTUKY B 06N1acTh KayecTBa, KOTopas:

a) COOTBETCTBYeT HaMepeHMsIM U Cpede OpraHusauun, a Takxe NoadepXuBaeT ee cTpaTermyeckoe
HanpasneHue;

b) cospaeT ocHOBY Lnsi yCTAHOBNEHUS Lenel B 06nactn KayecTsa;
C) BK/toyaeT B cebs 0653aTenbCTBO COOTBETCTBOBATL NPUMEHMMbIM TPEOOBaHNSAM;

d) BknoyaeT B cebsi 06593aTeNbCTBO MNOCTOSIHHO YNydllaTbh CUCTEMY MEHeOXMeHTa KayecTea.

5.2.2 [loBepeHne NONUTUKK B obnacty kayecTsa
MonnTtuka B obnacTu kayectsa AONXHa:
a) 6bITb AOCTYMHOW 1N MPUMEHSITLCS KaK AOKYMEHTUPOBaHHAs UHpopMaLUs;
b) 6bITb NOBEOEHHON [0 CBedeHNS PabOTHUKOB, MOHSTHOW U MPUMEHSIEMON BHYTPU OpraHnsauum;

c) 6bITb [OCTYMNHON NOAXOASIWMM CNOCOBOM A1 COOTBETCTBYIOWMNX 3aMHTEPECOBAHHbBIX CTOPOH.

5.3 q)yHKLIMM, OTBETCTBEHHOCTb U NOJIHOMO4YUA B OpraHn3auumun

Bbicliee pykoBOACTBO A0NXHO obecneynTb onpeneneHve, noseneHne 0o paboTHUKOB U NMOHMMaHWE B
opraHusauun o06s3aHHOCTE, OTBETCTBEHHOCTM W TMONHOMOYMIA ANS BbINONHEHUS COOTBETCTBYHOWMX
hyHKUMIA.

Bbicliee pykoBOACTBO LOXHO pacnpefenntb 0653aHHOCTU, OTBETCTBEHHOCTb 1 MOHOMOYNS ANS:

a) obecrneuyeHnsi COOTBETCTBUS CUCTEMbl MeHeAXMeHTa KkauyecTBa TPebGOoBaHUSM HaCTOSIWEro
cTaHmapTa;

b) obecrneyeHnst NONyYeHUsi HAMEYEHHbIX Pe3yNbTaToB NPOLECCOB;

C) OTYETHOCTW BbICIIEMY PYKOBOACTBY O pesynbTarax (PYyHKUWOHWPOBAHWUS CUCTEMbl MEHeOXMeHTa
KayecTsa 1 BO3MOXHOCTAX ee ynyyweHus (10.1);

d) noooepxku opreHTaummn Ha noTpebuTens Bo BCell opraHnsaumu;



e) COXpaHeHnsa UenoCTHOCTU CUCTEMbl MeHedXMeHTa KayecCtBa npu nnaHnpoBaHWM N BHeOpPEHUU
W3MEHEHWUI B CUCTeMy MeHenoXMeHTa KadecTBa.

6 NMnaHupoBaHue

6.1 lencTBUSA B OTHOLLIEHUN PUCKOB U BO3MOXHOCTEN

6.1.1 lNpwn NnaHMpoBaHUM B CUCTEME MEHeAXMeHTa KayecTBa opraHmsauunst JONXHa y4ecTb doakTopbl
(c™. 4.1) n TpeboBaHKs (CM. 4.2) 1 oNpenennTb PUCKK 1 BOSMOXHOCTU, NoANEXalme pacCMOTPEHNIO ANS:

a) obecneveHus YBEPEHHOCTN B TOM, 4YTO CUCTEeMa MeHeldXMeHTa KadecTBa MOXeT OOCTU4Yb CBOUX
HaMe4YeHHbIX Pe3yNbTaToB;

b) yBennyeHns nx xenaemoro BAUSHUS;

C) NPenoTBPAaLEHNS NN YMEHbLIEHUS X HeXenaTenbHOro BAusHUS;

d) LOCTMXEHNS YNyYlleHns.

6.1.2 OpraHusaums nonxHa nnaHupoBathb:

a) AeCTBMS NO PACCMOTPEHMIO 3TUX PUCKOB N BO3MOXHOCTEN;

b) To, kKakum obpasom:

1) MHTerpupoBaTtb U BHEOPUTb 3TN OENCTBUS B NPOLECCHI CUCTEMbI MEHEAXXMEHTA KayecTsa (CM. 4.4);
2) oueHuBaTb Pe3ynbTaTUBHOCTb 3TUX OEACTBUIA.

Mepb|, NnpnHMMaemble B OTHOWEHUN PUCKOB W BO3MOXXHOCTEN, OOJIXHbI 6bITb nponopunoHanbHbl UX
BO3MOXHOMY B/IMAHNIO HA COOTBETCTBUE NpoayKUMUn 1N ycnyr.

MNpumeyanuns

1 BapuaHTbl pearnpoBaHus Ha puUCKM MOryT BK/OYaTb n3bexaHune pucka, OOnyleHne pucka Cc Tewm,
4yTOObl OTCNEOMTb BO3MOXHOCTW, YCTPAHEHWE WCTOYHMKA pWCKA, W3MEHEHVWE BEPOSTHOCTU WK
nocnencTBui, pasmneneHne pucka UamM coepXmnBaHne pucka nyteMm NpUHATUSA pelleHWUs, OCHOBaHHOro Ha
MHopMaLuunn.

2 BO3MOXHOCTW MOryT MPMBECTU K MPUHATUIO HOBbIX NMPaKTUK, 3anycky HOBOW NPOAYKUMMK, OTKPbITUIO
HOBbIX PbIHKOB, NMOSIBNEHNIO HOBbIX NOTPEebMTENEN, MOCTPOEHMIO MAPTHEPCKMX OTHOWEHWUIA, NCMOb30BaHMIO

HOBbIX TEXHOMOrUA W LPYrUX XEeNnaemblXx W peanbHblX BO3MOXHOCTEW, 4TOObl y4yecTb MnoTpebHoCcTU
opraHusauum unu ee notpebutenen.

6.2 Llenn B o6nacTtu KayecTsa U NIaHUPOBaHNE UX OOCTUXEHUSA
6.2.1 OpraHnsauusi [ONXHa YCTaHOBUTb Lienn B 06NacTy KayecTBa AN COOTBETCTBYOWMUX GDYHKLNIA,
YPOBHEW, a Tak>Xe NpoLeccoB, He06X0AUMbIX A1 CUCTEMbI MEHEAKMEHTA KaYecTBa.
Llenn B obnactu kayecTBa OONXHbI:
a) 6bITb cOrnacoBaHHbIMK C NMONUTUKOK B 06NacTu Ka4yecTsa;
b) 6bITb N3MEPUMBIMMY;

C) yunTbiBaTh NpMMEHMblE TpeboBaHNS;

d) 6blITb cBA3aHHbIMM C o6ecrneyeHnem COOTBETCTBUS MPOAYKUMW W YCAYr U MOBbIWEHNEM



yLOBNETBOPEHHOCTM NOTpebuTeneil;
€) nognexaTtb MOHUTOPUHTY;
f) 6bITb DOBEeOEHHbIMM 00 PaboTHUKOB;
g) aKTyanuanpoBaTbCcs Nno Mepe HeobXxoaUMOCTN.

OpraHusaums ponxHa paspabartbiBatb, akTyanuavMpoBaTb W MPUMEHSTb AOKYMEHTUPOBaHHYO
MHEpopMaLMIo O Lensx B obnacTu kayecTsa.

6.2.2 MNMpu nnaHpoBaHUM OERCTBMIA MO LOCTUXEHUIO Lenel B 06nacTn kayecTsa opraHm3aumns foNxHa
onpenenuTb:

a) 4TO [ONXHO 6bITb CAENAHO;

b) kakne noTpebytoTCs pecypchl;

C) KTO ByneT HecT! OTBETCTBEHHOCTb;

d) korna aTu nencTeumst 6yayT 3aBepleHb;

€) KakuMm 0bpasom ByayT oLeHNBaTbCs pedynbTaTthl.

6.3 NMnaHnpoBaHne N3MEHEHUN

Tam, roe opraHusauusi onpenensieT Heo6xoAMMOCTb M3MEHEHWIn B CUCTEME MEeHeaXXMeHTa Ka4yecTBa,
3TN N3MEHEHMS AONXHbl OCYIECTBAATLCS Ha NNAHOBOW OCHOBE (CM.4.4).

OpraHnsauus gonxHa paccmarpusaTb:

a) uenb BHOCUMOrO M3MEHEHNS U BO3MOXHble MOCNeACTBUS ero BHECEHNS;
b) LeNOCTHOCTb CUCTEMbI MEHEXMEHTA KaYeCTBa;

C) OOCTYMHOCTb PECYPCOB;

d) pacnpeneneHve unu nepepacnpeneneHme 0653aHHOCTER, OTBETCTBEHHOCTU U NMOHOMOYMIA.

7 CpeanctBa obecneveHus
7.1 Pecypchbl

7.1.1 O6LMe nonoxeHus

OpraHusauus fjonxHa onpenenvTtb 1 obecneynTb HannymMe pecypcoB, HeobxoamMblX Ans pa3paboTkuy,
BHEAPEHUS, NOALEPXaHMS U MOCTOSIHHOIO YNyYlWeHWs CUCTEMbl MEHEAXXMEHTa KayecTsa.

OpraHusauus gonxHa paccmaTpusathb:
a) BO3MOXHOCTW U OrPaHNYEHNS, CBA3aHHbIE C CYLECTBYIOWMMN BHYTPEHHUMU pecypcamu;

b) TO, 4TO Heobxo0a1MMo nony4ynTb OT BHEWHMUX NOCTaBLWWNKOB.



7.1.2 Yenoseueckue pecypcbl

OpraHm3aLu/|;| OOIKHa onpenenntb u obecrneuntb HanuumMe AOMXHOCTHbIX nnu, HeobxooMMbIX ANs
pe3ynbTaTtuBHOroO BHEOPEHUSA CUCTEMbl MEHEOXMEHTa KavyecTsa U ANng PYHKUMOHNPOBAHUA N ynpaBneHns
ee npoueccamn.

7.1.3 UHcbpacTpykTypa

OpraHuzauns nonxHa onpenenvTtb, co34atb M NOLLEPXMBATL MHAPPACTPYKTYPY, HEOOX0AMMYIO ANs
(PYHKLMOHMPOBAHMS €€ NPOLIECCOB C LEeNbio AOCTUXEHNS COOTBETCTBUS MPOAYKLMN 1 YCAYT.

MpumevaHue - MHpacTpykTypa MOXET BKAOYATh:

a) 30aHNA N CBA3aHHbIE C HUMU MHXXEHEepPHbIe CeTU N CUCTEMDI;

b) obopynoBaHve, BKIOYasi TEXHUYECKUE M NPOrpaMMHble CPeacTBa;
C) TPaHCMNOPTHbIE PECYPChI;

d) NHpopMauMOHHbIE N KOMMYHUKALIMOHHbIE TEXHOOTUN.

7.1.4 Cpepna onst pyHKLMOHNPOBAHNA NPOLLECCOB

OpraHmsaLu/m OONXHa onpepnenntb, c<€o0340aTb W nogaoepXxwueartb cpeny, HGOﬁXO,EI,VIMy}O ans
PyHKLMOHMPOBAHUSA ee NPOoLLeCCoB N AOCTUXEHUSA COOTBETCTBUS TpeéoBaHI/IﬂM K npooykuumn n ycnyram.

MpumeyaHne - [llooxopswas cpefa MOXeET NPencTaBnsTe coboil coyeTaHUe 4enoBevyeckux W
pun3nyecknx hakTopos, Taknx Kak:

a) coumanbHble (HanpuMep, OTCYTCTBE AUCKPUMUHALNW, CNIOKOMCTBME, 6ECKOHMIMKTHOCTL);

b) ncuxonornyeckve (HampuMep, CHUXEHWE YPOBHS CTpecca, MNpoMnakThka 3SMOLMOHANBHOrO
BbIFOpPaHus, SMOLMOHANbHAS 3aWnTa);

C) chmamyeckne (Hanpumep, Temnepartypa, TEMnnOBOM MOTOK, BNAXHOCTb, OCBELLEHWE, OBUXEHUE
BO3.yXa, FUrnexa, Wwym).

1K pakTopbl MOTYT CYLECTBEHHO pa3nnyaTbCcs B 3aBUCUMOCTWN OT NOCTaBNAEMbIX MPOAYKLINU N YCNYT.

7.1.5 Pecypcbl Ans1 MOHATOPUHra 1 N3MepeHns
7.1.5.1 Obwme TpeboBaHus

OpraHm3aLu/|;| OONKHa onpenenntb M npenoCtaBunTb pPecypchl, Heobxoaoumble Ansi obecneyeHus
MMELWNX 3aKOHHYIO CUNy U HadeXHbIX pe3ynbTatoB B Te€X Chy4dasx, Koroa MOHUTOPWUHI UK U3MepeHns
NCNONb3YIOTCA ONg noaTBepXaeHnsa COoTBeTCTBUA NpoayKunn n ycnyr Tpe6OBaHVIﬂM.

OpraHmsauvm AO0NXHa OﬁeCI'Ie'-II/ITb, yTObbI npenoctasBieHHble peCypcChbl:

a) O6biMM NPUroOHBIMM ANS KOHKPETHOro Tuna NPeanpuHMMaeMbiX OEACTBUA MO MOHUTOPUHTY WU
N3MEPEHNIO;

b) nopnepXxunBanuch B LENSIX COXPAHEHUS UX MPUrOAHOCTU LNsi NPeayCMOTPEHHbIX Lenei.



OpraHuzaums OOMXHa pPerucTpyMpoBatb W COXPaHSATb COOTBETCTBYIOWY AOKYMEHTUPOBAHHYIO
MHCPOPMaLMIO KakK CBUAETENbCTBO NPUrOAHOCTM PECYPCOB A/ MOHUTOPUHIA U N3MEPEHUS.

7.1.5.2 [pocnexusaemMocTb N3MepeHns

B Tex cnyyasix, koraa npocneXvBaeMocTb M3MepeHUst sBnsieTcs TpeboBaHMeM Unu paccMatpusaeTcst
opraHusaumeli B KauyecTBe BaXHOro anemMeHta pAns obecneyeHusi YBEPEHHOCTM B MNPABOMOYHOCTU
pe3ynbTaToB M3MEPEHMS, U3MepPUTENbHOE 060pynOBaHNE AONXKHO ObITb:

a) 0TKannMbpoBaHo 1 (M) NOBEPEHO Yepes YCTaHOBNEHHbIE NEPMOLbI W NEpPen ero NPUMeHeHNeM no
aTanoHam, nepepawlnM pasMepbl eOvHWL, B CPaBHEHWM C MeXAyHapOOHbIMU WAM HaLMOHaNbHbIMU
aTanoHaMu. I‘Ipm OTCYTCTBUN TaKNX 3Ta/llIOHOB 6a3a, ncnonb3yemasd ons KaJ'II/I6pOBKI/I NN NoBepkKun, OONXHa
ObITb 3apErncTpMpoBaHa 1 CoOXpaHeHa B KA4eCTBE LOKYMEHTMPOBAHHOW UHGOPMaLK;

b) MOEHTUULNPOBAHO B LEeNnsax yCTaHOBIEHUS X CTATyCa;

C) 3almieHo OT perynnmpoBoK, noBpeXaeHusa u yxXyauweHusa COCTOSAHUA, KOTOpble caenanu 6bl
HeOEenCTBUTENbHbIMU crartyc Kan|/|6p0|3|<|/| nnocnenytowmne pesynbtartbl V|3mepean7|.

OpFaHVISaLI,VIﬂ OONXKHa onpenenntb MNpaBOMOYHOCTb Mpenbloywmnx pe3ynbTtatoB U3MeEepeHns B TeX

cny4yasx, Korgoa 6b110 06Hapy>KeHo, 4TO n3MepuTesibHoe o6opyu03aH|/|e HenpurooHo Ans npuMeHeHmsa no
ero npsMoMy HasHa4YeHuto 1 nNpu HeobxoaMmMocTun npennpuHATb COOTBETCTBYOWEE nencreme.

7.1.6 3HaHuA opraHuM3auumn

OpraHu3aums foNnXHa OnpefennTb 3HaHWUs, HeobxoanMble LN OYHKLUMOHUPOBAHWUS ee MPOLECCOB U
NSt BOCTUXEHUSt COOTBETCTBMS NMPOLYKLMM U YCIyT.

3HaHWs [ONXKHbI NOAAEePXMBATLCS U ObITb LOCTYMHLIMU B HEOOX0ANMOM 06 beMme.

MNpu paccMOTPEHNN U3MEHSIOWMXCA HYXL U TEHOEHUUA opraHn3aums OONXHa OueHWBaTb TeKylWi
YPOBEHb 3HaHWIA 1 onpenensTb, KakuM obpasoM MonyynmTb unm obecneynTb LOCTYN K AOMONHUTENbHbBIM
3HaHUSIM U NX HE0BX0AMMbIM OOHOBNEHUSIM.

MNpumeyanus

1 3HaHua opraHusaumm - 3TO 3HaHWUSA, crneunduyHble ONS OpraHU3auun; 3HaHUS, MNOflyYeHHbIe B
OCHOBHOM 13 OMbiTa. 3HaHNS - 9TO MHPOpPMaLMs, KOTOpas MCNONb3yeTCs N KOTOPO 0bMeHunBalTCa Ans
LOCTUXEHNS Lenel opraHnsaunm.

2 OCHOBOW 3HaHWIA OpraHM3aummn MoryT ObiTb:

a) BHYTPEHHME WCTOYHWKWN (Hanpumep, MHTENneKkTyanbHasi COBCTBEHHOCTb; 3HaHWS, MONyYeHHble 13
onbiTa; BbIBOAObI, W3BMEYEHHbIE W3 HEyAayHblX WAW  YCMEWHbIX MNpoekToB; cbop U  0bMeH

HEe4OKYMEHTUPOBAHHBLIMM 3HAHWSMU U OMbITOM; Pe3ybTaTbl yNyylWeHA NPOLECCOB, NPOAYKLMN 1 YCAYT);

b) BHEWHME WCTOYHMKU (HampuMmep, CTaHOAPTbl, Hay4yHOe COOBWECTBO, KOHMEPEeHUMN, CeMUHapsbl,
3HaHWS, NONy4YeHHbIe OT NOTPEebUTENein N BHEIHMX NOCTaBLIMKOB).

7.2 KoMmneTteHTHOCTb

OpraHunsauusa nonxHa:

a) onpenensitb HeoOXOOWMYKD KOMMETEHTHOCTb nuu(a), BbiMonHsAWWMX(ero) paboTy nog ee
ynpaBneHneM, Kotopasli okasbiBaeT BAUSHWE Ha pe3y/bTaTbl AeSTENbHOCTU U PE3yNbTaTUBHOCTb CUCTEMI
MEHeOXMEeHTa KayecTBa;



b) obecneunBaTb KOMNETEHTHOCTb 3TMX NULL HA OCHOBE COOTBETCTBYIOWEro 06pasoBaHns, NOAroTOBKU
n(nnn) onbITa;

C) Tam, rge 9T0 MPUMEHUMO, NPeLnpPUHMMaTb OENCTBUS, HanpaBleHHble Ha MonyyeHve Tpebyemoii
KOMMETEHTHOCTW, 1 OLEeHMBaTb Pe3yNbTaTUBHOCTb NPEANPUHSATBIX AEACTBUNA;

d) peructpumpoBaTb W COXPaHSITb COOTBETCTBYIOWYIO [LOKYMEHTMPOBAHHYIO WHpopMaumMio Kak
CBMOETENbCTBO KOMNETEHTHOCTM.

MpvmeyaHne - T[puMeHWMble OEACTBUS MOryT BKAOYaTb, HanpuMep npoBeneHve 0byyeHus,

HACTaBHWYECTBO UNU nepepacnpeneneHne 06s3aHHOCTEN CPELN UMEKOWMXCS PABOTHUKOB; UNN Xe Haem
nvu, obnagatowmx TpebyemMbiM YpOBHEM KOMMETEHTHOCTMU.

7.3 OcBenoOMNEHHOCTb

OpraHuzaums ponxHa obecneumTb, 4TOObI COOTBETCTBYOWME nMLA, BbINONHSAIOWME paboTy noa
ynpasneHnem opraHusaumm, 6binm 0CBeLOMNEHbI:

a) o nonuTuke B 061acTn Ka4ecTBa;
b) cooTBETCTBYIOWMX LiEeNsiX B 061acTh KA4ecTBa;

C) CBOEM BKnade B pe3ynbTaTMBHOCTb CUCTEMbl MEHEOXMEHTa KayecTBa, BKMOYas MNonb3y OT
ynyyweHns pesynbTaTtoB AEeATENbHOCTY;

d) nocnencTBmax HecooTBeTCTBUA Tpe6OBaHVIFIM CuUCTeMbl MEHeOXKMeHTa Ka4yecTBa.

7.4 O6MeH uHcbopmaumen

OpraHuzaumns ponxHa onpenenuTb MNOPSAOK BHYTPEHHErO0 W BHEWHero obmeHa WHpopmaumen,
OTHOCSILLENCSA K CUCTEME MEHEAXXMEHTA KayecTsa, BKoYas:

a) kakast uHpopmauus byneT nepenaBaTbCs;
b) korna 6yneT nepenasaTbCcs MHPOPMALNS;
C) KoMy byaeT nepenaBaTbCs MHPOPMALNS;

d) kakum obpa3om oHa byaeT nepenaBaTbCs;

e) KTo byneT nepenasaTb MHAPOPMALIMIO.

7.5 [lokymeHTUpOBaHHasa HdpopMaLms
7.5.1 O6wwme NONoXeHUs
Cunctema MeHeXMeHTa KayecTsa opraHuaaumm AosiXHa BKaoYarhb:
a) LOKYMEHTUPOBaHHYO MHGOpMaLMio, Tpebyemyio HaCcTOSWMM CTaHAAPTOM;

b) OOKYMEHTMPOBaHHYIO WHMOPMaLWO, OMPedeNeHHy0 oOpraHu3aumein kak Heobxooummyro Ans
obecneyeHunsi pe3ynbTaTUBHOCTY CUCTEMbI MEHEAXMEHTA Ka4yecTBa.



MpumeyaHne - O6beM AOOKYMEHTUPOBAHHOW WHCPOPMALMM CUCTEMbl MEHELXMEHTA KayecTBa OLHOM
opraHu3auum MoXeT OTNnYaTbCs 0T OPYroi B 3aBUCUMOCTU OT:

- pasMepa opraHv3aummn 1 Buaa ee AesiTeNbHOCTU, MPOLLECCOB, NPOLYKLMN U YCNyT;
- CNOXHOCTM NPOLIECCOB U UX B3aUMOAENCTBUS;

- KOMMNETEHTHOCTU paﬁoTHI/IKOB.

7.5.2 Co3paHue U aKkTyanusauus

Mpu cosmaHuM U aKkTyanusauuyM OOKYMEHTMPOBaHHOM MHGOPMauuMu opraHusauvsi OonxHa
CoOTBETCTBYOWMM 06pa3oM obecneunTs:

a) ngeHTnukaunio 1 onnucaHme (Hanprmep HassaHue, nata, aBTop, CCbIIOYHbIA HOMED);

b) chopmat (Hampumep, $3blK, Bepcusi MporpaMmMmHoro obecrnedyeHusi, rpadmyeckne cpenctsa) U
HOCMTEnNb (HanpuMep, ByMaXHbl NN 3NEKTPOHHbIN);

C) aHanu3 n ofobpeHne C TOYKM 3PEHNS MPUrOLHOCTM 1 aAEKBATHOCTH.

7.5.3 YnpaBneHue BOKYMEHTUpOBaHHOW NHdpopMauven
7.5.3.1 [oKyMeHTUpoBaHHas WHopMaums, Tpebyemas CUCTEMO MeHeAXMeHTa KayecTBa W
HaCcToAWNMM CTaHOAPTOM, O0J/1IXKHA HAXO0AUTbCA No4 ynpaBneHeMm B Lensax obecneyeHuns:

a) ee AOCTYMHOCTW 1 NPUrogHOCTW, rOe U Korga oHa Heobxoomma;

b) ee mocTaToyHOM 3aWKUThI (HANPUMepP, OT HEeCOBNIAEHUS KOHPUAEHUMANBHOCTU, OT HEeHaaneXallero
CMONb30BaHUS NN NOTEepY LIENOCTHOCTH).

7.5.3.2 1ns ynpaBneHns AOKyMEHTUPOBAHHON MHbOpMaLIMen opraHisaumsa gonXxHa npegycmatpmsatb
crnenywouwmne 0eACTBUSA B TON CTEMNEHW, HACKONIbKO 3TO NMPUMEHKMO:

a) pacnpeneneHue, obecrneyeHre ee AOCTYMHOCTM U NOUCKA, @ TaKXe UCMONb30BaHNE;

b) xpaHeHue 1 3awuTy, BKNOYAA CoOXpaHeHne pa3bopynBocTy;

C) ynpasneHvne n3MeHeHnsaMu (Hanpumep, ynpaeneHne Bepcusimn);

d) cobntofeHne CpoKoB XpaHeHUs 1 NopsioKa YHUYTOXEHNS.

JoKkyMeHTUpoBaHHaa WHMopMaLus BHELWHEro MPOWUCXOXAEHUS, onpedeneHHas opraHusauven kKak
HeobxoamMmas Ans NNaHNPOBaHUS N PYHKLMOHMPOBAHMS CUCTEMbI MEHEAXMEHTA Ka4yecTBa, AONXHa ObiTb

COOTBETCTBYIOLWMM 06pa30M NAEHTUGMLMPOBAHA N HAXOAMTHCSA NOL YNpaBneHNeM.

JoKyMeHTUpOBaHHasa MHpopMaumsl, pernucTpypyeMasl M coxpaHsiemMass B KauyecTBe CBUOETENbCTB
COOTBETCTBUS, OOMXHAa OblTh 3alWuleHa OT HeNpeayMbllIEHHbIX U3MEHEHNIA.

Mpumeyanne - [ocTyn nonpasymMeBaeT paspeweHne TOMbKO MpoCMOTpa [AOKYMEHTMPOBaHHOW
MHOpMaUMM  WAU  paspelleHne npocMoTpa C  MOJHOMOYMSMW MO BHECEHMIO  W3MEHEHWIA B
LLOKYMEHTUPOBAHHYO MHZOPMALMNIO.



8 [eATenbHOCTb Ha CTaAMUAX XU3HEHHOro LuKna npoaykuun n ycnyr

8.1 I'Inal-wlpoaaHue U ynpaseyieHne pesitTe/ibHOCTbiO Ha CTagusiX XU3HeHHOro uukna npogoykumm v
ycnyr

OpraHuzaums gonxHa nnaHvpoBaTb, BHEOPSTb npouecchl (4.4), HeobxoOuMMble ONS BbINOAHEHMWS
TpeboBaHMiA K MNOCTaBKe MNPOAYKUMM W NPEeAoCTaBfeHMio YCNyr W ANs  BbiMONHEHUS LOEeNCTBUIA,
onpefeneHHbIX B pasaene 6, 1 OCYIWECTBASTb YNpaBieHne 3TUMU NpoLeccaMm NoCPELCTBOM:

a) onpeneneHust TpeboBaHWii K NPOAYKLIMN 1 YCNyram;

b) ycTaHOBNEHUS KpuTepmes ans:

1) npoueccos;

2) NpYeMKN NPoLaYKUUN 1 YCIyr;

C) onpeneneHns pecypcoB, HEOHXoAMMbIX ON1S1 HOCTUXEHNS COOTBETCTBUSA TpeboBaHMSM K NpoayKLmMK
n ycnyram;

d) ynpasneHusa npoueccaMmm B COOTBETCTBUN C YCTAHOB/TIEHHBIMU KPUTEPUAMI]

e) onpeneneHns, paspaboTky, akTyanu3aumm W MPUMEHEHWs,, a TakXe PErucTtpupoBaHns Wu
CcoXpaHeHus AOKYMEHTMPOBaHHO UHopMauun B 06 beme, HeobxoANUMOM ANs:

1) obecneyeHns yBepeHHOCTU B TOM, YTO MPOLLECChI BBIMOMHSANNCL Tak, Kak 3To 6bIN0 3annaHMpoBaHo;

2) Lnsi AEMOHCTPAaUMM COOTBETCTBUSA NPOLYKLUN U yCnyr TpeboBaHNM.

PeaynbTatbl Takoro NiaHMpoBaHNs OOMXHbI ObiTb NOAXOAAWNMY ONS AEATENbHOCTM OpraHm3aLni.

OpraHusauus foNXHa ynpaensiTb 3annaHPOBaHHbIMKA U3MEHEHUSIMU 1 aHaNU3MPoBaTb MOCNEACTBUS
HenpeayCMOTPEHHbIX W3MEHeHW, NpeanpuHuMas, npu HeobXoOMMOCTW, Mepbl MO CMSIrYeHWU NobbIX

HeraTuBHbIX BO3OENCTBUNA.

Opranuzaums ponxHa obecneyvBaTb, 4TOObI MPOLECCH, NEpPefaHHble BHEWHWM OpPraHM3aLunsMm,
HaxoOunnucb nofg ynpasneHnem (8.4).

8.2 TpeboBaHus K NPOAYKLIMKM U yCyram

8.2.1 CBsa3b ¢ noTpebutensmm

CBsi3b € NoTpedbuTensiMm OoNXHa BKOYaTb:

a) obecneyeHve NHGoOPMaLMen o NPOoOyKUNN 1 YCIyrax;

b) 06paboTKy 3anpPoCcoB, KOHTPAKTOB UMM 3aKa30B, BK/IOYAS NX U3MEHEHNS;

C) Nony4YeHne OT3bIBOB O NMPOLYKUMM 1 yCcryrax oT noTpebuteneil, Bkaoyas npetTeH3nn notpebutenei;
d) obpaleHune nnm ynpaeneHne cobCTBEHHOCTbIO NoTpebuTteneil;

€) yCTaHOBNeHMe crneunanbHbiXx TpeboBaHWin K LEACTBMSM, NpeanpuHMMaeMbiM B HenpeaBuaeHHbIX
ob6CcTOSITENLCTBAX, TAM e 3TO YMECTHO.

8.2.2 OnpepeneHue Tpe60BaHUM, OTHOCSILLUXCS K NPOAYKLMAWN U yCyram



I'Ip|/| onpeneneHnn Tpe6OBaHVII7I K npoaykuun n ycnyram, KotTopblie 6y,D,YT npennaratbcs I'IOTpeél/ITeHFIM,
opraHmaaumsa gonxdHa yﬁe,D,I/ITbCﬂ, 4yTO!:

a) TpeboBaHNs K NPOAYKLMW 1 yCryram onpeneneHbl, BKYas:
1) NpUMeHNMbIe 3aKOHOAAaTENIbHbIE 1 HOPMATVBHbIE NPaBoOBble TPeOOBaHNS;
2) TpeboBaHus, paccMaTpuBaeMble opraHnusaunen kak Heo6xoanMble;

b) MO>XeT BbINOJIHATb Tpe6OBaHVI$| K npooykuunm n ycnyram, KOtopblie oHa npegnaraer.

8.2.3 AHanu3 TpeboBaHUI K NPOAYKLIMW U yCcyram

8.2.3.1 OpraHusaumsi gonxHa ybeomtbcs, 4To obnagaeTt cnocoBHOCTbIO BbIMOMHSATL TpeboBaHMsA K
NpoAyKUMM K ycryram, KoTopble OHa npepnaraet notpebutensm. OpraHusaums LOMXHaA NPOBOAMTb
aHanua, npexpae 4Yem npuHATb 0053aTenbCTBO MOCTaBWUTb MPOAYKUMIO WNAM MNPeaocTaBUTb YCNyru
noTpebutensm, 4Tobbl y4ecTb:

a) TpeboBaHusl, yCTaHOB/IEHHbIE NOTPebuTeneM, B TOM Yyncne TpeboBaHMs K NOCTaBKe U OesATeNbHOCTU
nocne nocTaeku;

b) TpeboBaHus, He 3asiBfieHHble noTpebutenem, HO HeobxoAuWMble [ONSl KOHKPETHOro WM
npeanonaraeMoro UCrnonb30BaHUs, KOrga OHO M3BECTHO;

c) TpeboBaHMs, yCTAHOBNEHHbIE OPraHn3auneil;
d) 3akoHoaaTeNbHble 1 HOPMaTVBHbIE MPABOBbIE TPEBOBAHWS, MPUMEHMUMbIE K NPOAYKLMA N YCIyraMm;
e) TpeboBaHNa KOHTPakTa UM 3akasa, OTnyalowWwmnecs oT paHee COOPMyIMPOBAHHbIX.

OpraHuzauus nonxHa obecneyntb, 4To6bl ObiNM NPUHSATHI PelweHns No TpeboBaHUSIM KOHTpaKTa Mu
3aKkasa, OT/IMYatoWmMMcs OT paHee YCTaHOBIEHHbIX.

Ecnn I'IOTpe6I/ITeJ'Ib He BbloBUraet MOOKYMEeHTUPOBaHHbIX TpGGOBaHMVI, opraHmsaumsa OonXxHa
noanTeepanTb ero Tpe6OBaHVI9| OO0 NMPUHATNA K UCNONTHEHNIO.

I'Ipleeanme -B HEKOTOPbIX CUTyauunsaX, TakKMX Kak npooaxu, OCylecCTBisdeMble 4epes MHTepHeT,

NpakTUYecKun HelenecoobpasHo NPOBOAMTL OPULIMANBbHbBIN aHaNn3 Kaxaoro 3akasa. Bmecto atoro aHanus
MOXET pPacnpoCcTPaHsiTbCs HA COOTBETCTBYHIOWYIO MHADOpMaLMO 0 MPOAYKLMUW, Takyto Kak Katanoru.

8.2.3.2 OpraHusaums [ONXHa PEernctTpupoBatb U COXPaHSATb LOKYMEHTUMPOBAHHYO WHGOPMaLMIo,
HaCKO/IbKO 3TO NMPVUMEHNMO, B OTHOLWEHNW:

a) pesynbTaTtoB aHanun3a;

b) ntobbix HOBbIX TPeB6OBaHMIA K MPOAYKLIMN W yCNyram.

8.2.4 UameHeHUs1 TpeboBaHU K NPOAYKLMAN U yClyram

Ecnn TpeboBaHMsi K MPOAYKUMU W yCnyraM M3MEHeHbl, OpraHusaumsi gonxHa obecneuntb, 4ToObl B
COOTBETCTBYIOLYO LOKYMEHTUPOBAHHYIO WMHAPOpMauuio Obinn BHECEHbl MOMpPaBkW, a COOTBETCTBYHOWMIA
nepcoHan 6bln NOCTaB/EH B M3BECTHOCTb 06 N3MEHMBLUMXCS TPEOOBaHMAX.



8.3 NMpoekTnpoBaHue 1 pa3paboTka NPOAYKLMM U yCnyr

8.3.1 O6LMe nonoXxeHns

OpraHu3aums ponxHa paspaboTtatb, BHEOPWUTb W MOALEPXMBaTb MPOLECC MNPOEKTUPOBaHUS W
paspaboTku, noaxomswmii Ana  obecneyeHus MOCNedyloWero MPOU3BOACTBA  MPOAYKUUW UK
NPeLoCTaBNEHUS YCNyT .

8.3.2 NMnaHupoBaHue NPOEKTUPOBaHUSA U pa3paboTku

Mpv onpeneneHun aTanoB M CPELACTB yNpaBNeHUs NPOEKTUPOBaHMEM W pa3paboTKoi opraHusaums
JONXHa paccMaTtpuBaTh:

a) xapakTep, NPOAOIXMTENbHOCTb U CMOXHOCTb PaboT Mo NPOEKTUPOBaHUIO U pa3paboTke;

b) Tpebyemble cTammmu nmpouecca, BKIoYas NpoBedeHVE MPUMEHUMbIX aHaNn30B MPOEKTUPOBaHNUA U
paspabdboTku;

c) TpebyeMmble OENCTBUS B OTHOWEHUM BEPUCOMKALUM 1 BaNnULaLMmM NPOEKTUPOBaHNS U pas3paboTkuy;
d) 06s3aHHOCTN, OTBETCTBEHHOCTb ¥ NMOMHOMOYNSA B 061aCTV NPOEKTUPOBaHUS 1 pa3paboTku;

€) BHyTPEeHHUE U BHELWHNE Pecypchbl, HE0OX0aUMblE ANS MPOEKTUPOBAHMS U pa3paboTKu NPOLyKLUA 1
ycnyr;

f) HeobxoOMMOCTb B ynpaBfeHWM B3aUMOAENCTBMAMM MEXOy Nuuamy, y4acTBYHOLWMMW B Mpouecce
NPOEKTUPOBaHMS 1 pa3paboTkuy;

g) HeobxoOMMOCTb BOBNEYeHWs noTpebuTeneir M nonb3oBaTeneir B MPOLECC MPOEKTMPOBAHWSA U
pa3paboTku;

h) TpeboBaHust ans Nnocneaytowero NPOM3BOACTBA NPOLYKLUMMN U YCIYT;

i) YypOBEHb ynpaBneHus NMpPoLECCOM MPOEKTUPOBaHUS U pas3paboTku, 0XUaaeMblii noTpebutensmm n
LPYrMMn COOTBETCTBYIOWMMY 3aVHTEPECOBAHHBIMU CTOPOHAMMU;

j) BOKYMEHTUPOBAHHYO MHCpOpMaUMio, HEOBX0AMMYIO ANS AEMOHCTPaUUM BbIMONHEHUS TpeboBaHui K
NPOEKTUPOBaHNIO U paspaboTke.

8.3.3 BxoaHble AaHHble ON5 NPOEeKTMPOBaHUA U pa3paboTku

OpraHusauns gonxHa onpenenvtb TpeboBaHNs, UMEIOWMNE BaXHOE 3HAYEHNEe ON5 KOHKPETHOro Bnaa
NpoeKkTUpyeMbix 1 paspabaTbiBaeMblx Npoaykumn n ycnyr. OpraHnsaums AonxXHa paccMoTpeThb:

a) OYHKUMOHaNbHbIE 1 3KCnnyaTaunoHHble TpeboBaHUS;

b) nHgopmMauuo, NonyyYeHHyo 13 Npeaplayleil aHanornyHom LesiTeNbHOCTU MO MPOEKTUPOBAHUIO Y
paspaboTke;

C) 3aKoHoaaTenbHble 1 HOPMaTUBHbIE NPaBOBble TPeboBaHNS;
d) cTaHmapTbl MK CBOAbLI NPaKTUK, KOTOPbIE OpraHn3auunst obsisanacb NPUMEHNATb;

e) BO3MOXHbIE NMocnencTensa Heynadun, CBA3aHHbIE C XapakTepoM npoaykKuun n ycnyr.



BxofHble OaHHble OONXHbl ObiTb agekBaTHbI LEensiM NPOEeKTNpPOBaHNA U paspa60TK|/|, a Takxe 6bITb
NONHbIMA N HENPOTUBOPEYNBbBIMA.

MpoTUBOPEUNS BXOAHBIX AAaHHbBIX MPOEKTUPOBAHUS 1 pa3paboTKmM LONXHbI ObiTb pa3peLeHsbl.

OpraHu3auus 0onxHa perucTpupoBatb 1 COXPaHATb LOKYMEHTMPOBAHHYIO MHAOPMALIMIO MO BXOLHbIM
JaHHbIM MPOEKTUPOBaHUS 1 pa3paboTKu.

8.3.4 CpeacTBa ynpaBneHUsi NPOeKTUMPOBaHNEM U pa3paboTKon

OpraHnsauusi JonXHa NPUMeHATb CPpeacTBa ynpaBNeHNs NPOLECCOM MPOEKTUPOBaHMS 1 pa3paboTku
nns obecrneyeHns yBepeHHOCTU B TOM, YTO:

a) pesynbTatbl, KOTOPbIE AOSIXHbI OblITb JOCTUMHY Thl, ONPEeneNeHb;

b) npoBeaeHbl aHanNM3bl ANs OLEHMBAHMS CMOCOOHOCTM Pe3ynbTaToB MPOEKTMPOBAHNS 1 pa3paboTkm
BbINOMHUTL TpeboBaHus;

C) NpoBefeHbl OEVCTBMS NO BepudrKaumm B Lensix obecrneyeHnss cooTBETCTBUS BbIXOAHbIX OaHHbIX
NPOEKTUPOBaHMS 1 pa3paboTkin BXOAHbIM TpeboBaHMSM K NMPOEKTUPOBAHMIO 1 pa3paboTke;

d) npoeeneHbl OencTBus No Banupauum B Lensx obecrnevyeHnss CoOOTBETCTBUS FOTOBOM npooykumm m
ycnyr TpeGOBaHI/IFIM K yCTaHOBNIE€HHOMY NMPUMEHEHUIO NN HaAaMEeYEeHHOMY NCNO/Tb30BaHMIO;

€) NpeanpuHsiTel HeobxoauMMble MEWCTBMS MO BbISIBNEHHBIM MpobnemMaM B Xxo4e aHanusa Wunm
BepudrKauum 1 Banugauuu;

f) nokyMeHTupoBaHHas MHpopmMaLumsi 06 3TUX LECTBUAX 3aperucTpupoBaHa n coxpaHeHa.

MpuMedaHune - AHanus, Bepudorkaumns 1 Bannmaaumns nNpoeKTPOBaHNs U paspaboTkn MMeoT pasinyHble
uenu. OHun MOryT BbIMOMHATbCA MO OTAE/IbHOCTU NN COBMECTHO, HACKO/1IbKO 3TO MPUMEHUMO K nNpoaykKuunn n
yc/nyram opraHusaumu.

8.3.5 BbixoaHble paHHble NPOEKTUPOBaHUSA U pa3paboTku
Opranusauns nonxHa obecneynTb, 4TOObI BbIXOLHbIE AAHHbIE MPOEKTUPOBAHMS 1 pa3paboTku:
a) COOTBETCTBOBANN BXOAHBIM TPEOOBAHMSM;

b) 6bin agekBaTHbIMKA NS nocnenywwmnx npoueccos npon3soactea npoaykunm n npenocrtaBneHns
yenyr;

c) comepxanu TpeboBaHMS K MOHUTOPWUHIY W W3MEPEHWI0, HACKONbKO 3TO MOAXOAWUT, a TakXxe
KPUTEPUU MPUEMKU NN CChINKW Ha HUX;

d) onpepnenann Xapaktepuctmkm npoaykumn wn ycnyr, KOTopble UMEKT BaXHOEe 3Ha4deHune Onsa ux
uenesoro HasHav4yeHus, 6e30MnacHOro 1 Hagnexaltero npenoctaBneHns.

OpraHuzaums [onXHa PerucTpupoBatb U COXPaHSATb  LOKYMEHTUPOBAHHYO WHGOPMALMO Mo
BbIXOHbIM AAHHBLIM NPOEKTUPOBAHNS 1 PaspaboTKu.

8.3.6 3ameHeHUs NpoeKTUpoBaHMS U pa3paboTku



OpraHumsauus gonxHa naeHTMnUMpoBaTh, aHanM3npoBaTh 1 yNpaBnsTh U3MEHEHNAMM, COENAHHbIMM
BO BPEMS UNM MOCNe NPOEKTMPOBaHUS M pa3paboTky MPOmyKUMW W yCnyr, B TOW CTEMeHu, Kotopas
Heobxoaovma ans obecrnedyeHnst UCKNIOYEHUSI HEraTMBHOMO BIMSIHWS HA COOTBETCTBME TpeboBaHMUsIM.

OpraHunzaumnsa nonxHa perncTpmpoBaTtb 1 COXPaHATb OJOKYMEHTUPOBaHHYO MHOpMaLMIO Mo:

a) N3MEHEHMSIM MPOEKTUPOBAHNA 1 pa3paboTku;

b) pesynbtaram aHanus3os;

C) CaHKLVNOHNPOBAHUIO UBMEHEHWIA;

d) OenCTBUAM, NPpeanpuHATLIM ANna NpenoTepalleHns HeéﬂaFOHpVIHTHOFO BNAHNA.

8.4 anaBneHue npoueccamu, npo,u,yl(u,meﬁ n ycnyramu, nocrtaensieMmbiMu BHELUHUMU
nocrtaswuuKkamum

8.4.1 O6L e NnonoXxeHus

OpraHVISaLJ.VIFI IonXxHa obecneyntb COOTBETCTBME npoueccos, npoaoykuun un ycnyr, noctaBnsemblX
BHEWHNMWN NOCTAaBLWNKAMN, TpGéOBaHI/IﬂM.

OpraHm3aLu/|$| JONIKHa onpenensaTtb cpenctea ynpaeneHus, npuMeHnMble onda npoueccos, npoaoykunm m
ycnyr, noctaBnseMbliX BHEWHNMK NMOCTaBlWMKaMn, B Tex cnyyasx, Kkorna:

a) NPOLYyKUMS U YCNyrn OT BHELWHWX MNOCTaBLWMKOB MpefHasHayeHbl ONS BKIOYEHUS UX B COCTaB
NPOAYKLUMW 1 yCNyr, NpeanaraemMbix CaMoi opraHu3aumen;

b) npoaykums n ycnyru MOCTaBNSOTCS BHEWHWMK MOCTaBWMKaMM HanpsMyto notpebutento(sm) ot
UMEHW OpraHuaaunu;

C) MPOLECC UM ero 4YacTb BbINOMHSAETCS BHEWHMM MOCTaBLMKOM B pe3yfbTarte MPUHATUS pelleHus
opraHusauuen.

OpraHuzaums [OonXHa OnpeaenuTb W MNPUMEHATb KPUTEPUU OUEHKW, Bblbopa, MOHUTOPUHra
pe3ynbTaToB AEATENbHOCTM, a TakXe MOBTOPHON OLEHKM BHEWHMX MOCTaBWWKOB, WCXOAS M3 WX
CnocobHOCTM BbIMOMHATL MPOLECChl WAW  MOCTaBNATb MPOAYKUMIO W YCAyrM B COOTBETCTBUM C
TpeboBaHuaMn. OpraHm3aumns JONXHa PerncTpupoBaTb U COXPaHATb LOKYMEHTUPOBAHHYIO MHCPOPMALKIO
00 3TUX OeicTBUAX 1 0 NobbIX HEOOXOAUMBIX OEACTBUSX, BbITEKAKOWMX N3 OLLEHOK.

8.4.2 Tun n cTeneHb ynpasneHus

Opranusauns gonxHa obecneynTb, 4T0Obl MPOLECCHI, MPOAYKLUMS U YCNYri, MOCTaBNSEMble BHEWHUMM
nocTaBliMKaMn, He O0KasblBaNM HEraTMBHOrO B/WSIHUS Ha CMOCOBHOCTb OpraHMsauum MOCTOSIHHO
MoCTaBNSATb CBOUM MNOTPEBUTENAM COOTBETCTBYIOLYIO NPOAYKLMIO U YCNYTI.

OpraHusauus ponxHa:

a) O6eCI'|e‘-IVIBaTb, 4yTObbI npoueccobl, noctae/seMble BHEWHMMM nNocCcTaBwMkaMmh, Haxoouancb non
ynpasneHnem ee CUCTEMbl MEHENKMEHTA Ka4yeCTBa,;

b) onpenensitb cpefcTBa ynpasieHWs, KOTOPblE OHa MNAHWPYET MPUMEHSTb KakK B OTHOLWEHWU
BHELHEro NoCTaBLWMKa, Tak 1 K NMOCTaBNSEMbIM UM Pe3y/ibTaTtam;

C) yunTbiBaTb:



1) BOBMOXHOE BNUSIHVME NPOLECCOB, NPOLYKLMUN U YCNYyr, NOCTaBNSEMbIX BHEWHUMK MOCTaBLUMKaMK, Ha
CrnocobHOCTb OpraHM3auuy MocTosiHHO obecneynBaTtb COOTBETCTBME TpeboBaHMsSIM noTpebutenein wu
NPUMEHUMbIM 3aKOHOAATENbHbLIM U HOPMATUBHBLIM NMPaBOBLIM TPeOOBAHUSIM;

2) pe3ynbTaTUBHOCTb CPELCTB YNPaBneHNs, MPYMEHSIEMbIX BHEWHUM MOCTaBLUMKOM;

d) onpenenstb Bepudpmkaumio Unn opyrve OencTeus, Heobxoammble onsi obecrieyeHmst COOTBETCTBUS
NPOLIeCCOB, MPOAYKLUMM 1 YCAYT, MOCTaBNSEMbIX BHEWHMMUN NOCTaBLmMKaMu, TpeboBaHMAM.

8.4.3 UHbopmauus, npenocraBnsiemasi BHELLIHMM NOCTaBLLLUKaM

OpraHuzaums ponxHa obecrneymBaTb [LOCTAaTOYHOCTb TpeboBaHMA [0 WX COOOWEHUS BHELWHEMY
NOCTaBLUKKY.

OpraHusauus nonxHa coobwatb BHEWHMM NOCTaBWwmKam cBou TpeboBaHUs, 0THOCSLLMECS:

a) K NoCTaBNsSEMbIM NpOLIecCaM, NPOAYKLUNN 1 yChyram;

b) opobpeHuto:

1) npoaykumm n ycnyr;

2) METOA0B, MPOLLECCOB 1 0O60PYLOBAHMS;

3) Bbinycka NpoayKUnUn 1 YCnyr;

C) K KOMNETEHTHOCTM NepcoHana, Bk4yas nobblie Tpebyembie Mepbl NOATBEPXAEHMS KBanndmKaumu;
d) B3aMMOOeCTBUIO BHELWHErO NOCTaBLUMKa C OpraHm3auuen;

€) NPUMEHSIEMbIM OpraHu3aumnein ynpaBneHnto 1 MOHUTOPWHIY Pe3ynbTaToB OesTeNIbHOCTU BHELWHEro
noCTaBLUVKa;

f) mestenbHOCTM NO BepudpMKaumnm UAM Banupauumv, KOTOpble OpraHu3aums uam ee notpebutenb
npeanonaratT OCYLWeCTBNSATb HA MECTE Y BHEWHEro NocTaslumKa.

8.5 NpounssoacTBo NpoAyKLUM U NpenocTaBneHne yenyr

8.5.1 YnpaBneHue Npon3BoACTBOM NPOAYKLUU U NpeaocTaBleHneM ycnyr

OpraHmsaLu/m OOIKHa OCyWwecCTBNATb NpPOM3BOACTBO nNpoaoykuMm W npenoctaBneHne ycnyr B
ynpasnsaembiX yCNnoBusX.

YnpaBnsieMble yCNoBMs OOMXKHbI BKtoYaTh B ce6s, HACKOMbKO 3TO NPUMEHMMO:
a) AOCTYMHOCTb OOKYMEHTUPOBAHHOW MHCpOpMALIMK, ONPenensoweii:

1) XapakTepuCTUKM NPOM3BOAUMONM NPOLYKLUW, NPEeNOCTaBNSEMbIX YCAYr WAM OCYLWeEeCTBNSEeMOW
LesTeNbHOCTY;

2) pe3ynbtaThbl, KOTOPbIE O0JTXHbI 6bITb OOCTUTHYTbI;

b) [OCTYNHOCTb W MNPUMMEHEHWE pPecypcoB, MNOAXOOSAWMX AN OCYWeCTBAEHUS MOHUTOPUHra WU
Nn3MepeHuii;



C) ocyLlecTB/IeHEe AEATENbHOCTN N0 MOHUTOPUHIY Y M3MEPEHMWIO HA COOTBETCTBYIOWMX 3Tanax B Lensx
BEpUMKaLMM COOTBETCTBUS MPOLIECCOB UM UX BbIXOLOB KPUTEPUSIM YPaBeHNs, a TakXe COOTBETCTBUS
NPOLYKUMMN 1 YCNYT KPUTEPUSM NPUEMKM;

d) npMMeHeHre COOTBETCTBYIOWER MHAPACTPYKTYPbI U cpedbl AN YHKLUMOHMPOBAHNS NPOLIECCOB;

€) Ha3Ha4yeHVe KOMNETEHTHOroO NepcoHana, Bknoyas nobyto Tpebyemyto kBanudmkaumio;

f) Bannpaumio M NeproaMYEcKylo MOBTOPHYIO Banuaumilo CnocobHOCTM MPOLLECCOB NPOW3BOACTBA
NPOLYKUMM W MPenocTaBneHnsl yCayr OOCTWraTb 3anfiaHMpoBaHHbIX Pe3ynbTaToB B TeX Cryyasx, koraa
KOHEYHbI BbIXOA HE MOXeT BblTb BEpUULMPOBaH NOCNENYIOWMM MOHUTOPUHIOM U N3MEPEHNEM;

g) BbIMONHEHWNE AENCTBUIA C LeNblo NPefoTBPaLLeHNs OWnOoK, CBA3AHHbIX C YHENOBEYECKUM (PakTOPOM;

h) ocywecTBneHne Bbinycka, NOCTaBKy U AEACTBUIA NOCNE NOCTABKMU.

8.5.2 UpneHTUdpnkKaumsa n npocnexmnBaemMocTb

OpraHI/I3aL|,VIF| AO>KHA MCnonb30BaTb nogxoasdiwme cnocoo6bl ans VI,EI,eHTVICpI/IKaLI,VII/I BbIXOO0B, KOrga ato
Heobxoammo ans obecrneyeHns COOTBETCTBUS NPOAYKLMN U YCNYT.

OpFaHI/ISaLI,VIﬂ JOIXHa wunaeHTUumumpoBaTb CTaTyC BbIXOOOB MO OTHOWEHUIO K Tpe6OBaHI/IFIM,
OTHOCALWMMCA K MOHUTOPUHIY U N3BMEPEHUAM, MO XO4Y NPOn3BOACTBA NPpOooYKUMN N NpenocTaB/ieHna yCcnyr.

OpraHusaumss  OoMXHa  ynpaBnaTb  crneumanbHOM nOeHTUgUKaumern  BbIXOLOB, Korna
NMpOCNeXmnBaeMocTb sBnsieTca TpeboBaHMEM, PErnucTpypoBaTb W COXPaHSATb OOKYMEHTUPOBAHHYIO
nHdopmauuio, Heobxoammyto onsi obecneyeHust NPOCNEXMBAEMOCTU.

8.5.3 Cob6CcTBEHHOCTb NOTpebuTenein AN BHELLHUX NOCTaBLLLUKOB

OpraHnsauusi onxHa nposienaTb 3aboTy 0 COBCTBEHHOCTM NOTPEBMTENER NN BHEWHNX NOCTABLWMUKOB,
KOra oHa HaxoOuTCs Nofd ynpasBfieHNeM opraHn3aumnm unm Ucrnonb3yeTcs elo.

OpraHuzaumss OOMXHa  WOEHTMUUMPOBaTb, BEpPMUUMPOBATbL, COXpaHATb U 3awuwaTtb
COBCTBEHHOCTb MOTPEOUTENS UNN BHEWHEro MOCTaBlUMKA, NPELOCTaBNEeHHYK AN UCMONb30BaHWUS UK
BK/IOYEHWS B NMPOAYKLIMIO U YCIYT W,

B cnyuyae, korna cobCcTBEHHOCTb MNOTPEOMTENS UMM BHELWHErO NOCTaBLUMKA YTepsiHa, NOBPeXaeHa Mn
npu3HaHa HenpuUroaHon Ans UCNOMb30BaHNs, OpraHu3aumnst AonXHa yBeaoMutb 06 aTomM notpebutens nnm
BHEWHEro nocTaBluMka, a TakXe PerucTpvpoBaTtb W COXPaHSTb OOKYMEHTMPOBAHHYIO WMHCOpMauUuio O
NPOV30LWeLEM.

anMe'—IaHVIe - CobCcTBEHHOCTD I'IOTpeﬁl/ITeﬂﬂ WAN BHEWHEero nocTaBslMKa MOXeT BKo4YaTb B cebs

Matepuanbl, KOMMOHEHTbl, WHCTPYMEHTbl WU o6opyu03aHme, HeOBUXWNMOCTb, WHTEeNNneKTyalbHylo
COBCTBEHHOCTDb 1 nepcoHanbHble OaHHble.

8.5.4 CoxpaHeHue

OpraHm3au,|/|;| OONXHa COXpaHATb BbiXOAbl BO BpeMsA Npon3sBoACTBa npoaoykuum n npenoctas/ieHUA
YCnyr B TOIN Mepe, Hacko/bko 310 ByneT HeobxoaMMbIM oS obecrneyeHns CooTBETCTBMS TpeboBaHNSM.

I'Ipleeanme - COXpaHeHI/Ie MOXeT BK/oYaTb B cebs naoeHTudgoukaunio, Norpy3o0yHo-pasrpy3oyHbie
pa6OTbI, npenotepaleHne 3arpsasHeHuns, ynakosbiBaHne, XxpaHeHune, nepemMelleHne nnn TpaHcnopTnpoBky,



V 3awWmTy.

8.5.5 [lesitenbHOCTb NOc/ne NocTaBKkKu

OpraHuzaumss ponxHa obecneuntb BbINONMHEHWE TpPebOBaHWA K [OesiTeNbHOCTW, CBSI3AHHON C
npoAayKUMel U ycnyramu, nocne Toro, Kak oHv 6biny nocTaBneHbI.

Mpn onpeneneHnn obbema Tpebyemol [esATeNbHOCTVM MOC/ie TMOCTaBKWM OpraHu3aums AonxHa
paccmaTpuBaTh:

a) 3aKoHOZaTeNbHbIE M HOPMATMBHBIE NPaBOBbLIE TPEOOBAHUS;

b) noTeHumManbHble HeXenaTenbHble NOCNeACTBUS, CBA3aHHbIE C €€ NPOAYKUMEN N yCNyramu;

C) XapakTep, UCnob3oBaHne 1 npeanonaraeMoe Bpems Xn3Hu npoaykumm n ycnyr;

d) TpeboBaHust noTpedbuTeneii;

e) 06paTHyto CBSA3b C NOTPebuTENSMU.

MpumeuyaHne - [esTeNnbHOCTb MNOCNEe MOCTaBKM MOXET BKAuyaTb B cebs OeicTBMS COrnacHo

rapaHTuiiHbiM  06s3aTenbCcTBaM, KOHTpPaKTHbIM  obsi3atenbcTBaM  (Takme Kak obcnyxuBaHue) w
LONONHUTENbHbIE YCNYTK, Kak Hanpumep nepepaboTka nav oKoHYaTeNbHOE YHUYTOXEHNE.

8.5.6 YnpaBsneHue uameHeHUsIMU

OpraHusauns [onxHa aHanMa3upoBaTb U3MEHEHWUS B MPOM3BOACTBE NPOLYKLUWM MW NPenocTaBneHnm
ycnyr v ynpaensiTb UMM B TO CTEMEHMW, HACKONbKO 3TO ByaeT Heobxoaumo Ans obecneyeHns NoCTOSHHOMO
COOTBETCTBUSI TpeboBaHMSM.

OpraHuzaums JONXHa perucTpupoBatb U COXPaHSATb  LOKYMEHTMPOBAHHYIO  MHGOpMaLMio,
OMMCbIBAIOWYIO Pe3y/bTaTbl aHann3a U3MEeHeHWi, CBEAEHNS O AOMXKHOCTHbIX NULAX, CaHKLUMOHMPOBABLINX
BHECEHVE U3MEHEHWS, 1 BCE HEOOX0AUMbIE [ECTBUS, ABNAOWMECS pe3yNbTaToM aHanuaa.

8.6 Bbinyck npoaykuuu u ycnyr

OpraHuzauns oonxHa BHeLPSTb 3annaHWpOBaHHbIE MepPOnpuATAS Ha COOTBETCTBYIOWMX 3dTanax B
Lensix Bepucukaumny BbinoaHeHs TpeboBaHuii K NPOaYKLMNA 1 yCyram.

Bbinyck npomykumn u ycnyr ons notpebutenst He OONMXEH NMPOUCXOAUTb O OKOHYaHMS peanusauuu
BCEX 3aniaHnpOoBaHHbIX MEPONpUATUiA C YOOBNETBOPUTENbHBIMU pe3ynbTaTaMu, KpOMe Tex Ciydaes, koraa
9TO CaHKUMOHMPOBAHO YMONHOMOYEHHBIM OPraHoM W/WnM NWUOM W, KOorga 3TO MNPUVMEHMMO, CamMuMm
noTpebutenem.

OpraHuzauns 0onxHa perucTpmpoBaTb U COXPaHATb OOKYMEHTMPOBAHHYIO MHAPOPMaLMIO O BbiNycke
npoAaykumu n ycnyr. JJokyMeHTUpoBaHHas nHopMaumsa JONXHa BKAYaTh:

a) CBMOETENbCTBA, AEMOHCTPUPYIOWME COOTBETCTBUE KPUTEPUSM NPUEMKMN;

b) npocnexuBaeMocTb B OTHOWEHUW AOMXHOCTHONO nuua (nuu), CaHKUMOHMPOBABLUEro(ux) BbIMyCK
NPOoYKLUN N YCNyr.



8.7 YnpaBneHne HeCOOTBETCTBYIOLLLUMU pe3y/ibTaTaMy NpoL.eccoB

8.7.1 OpraHusaums gonxHa obecrneymBaTtb MAeHTUUKALMIO 1 yNpaBieHne pe3ynbTatamy NpoLeccos,
KOTOpble He COOTBETCTBYIOT TpeboBaHWsM, B UeNsx npenoTBpalleHns WX HenpenHasHa4YeHHoro
NCNONb30BaHNS NN NOCTaBKN.

OpraHmsauuss gonxHa npeanpuHMMaTb COOTBETCTBYIOWME OENCTBMSA, MWCXOOS W3  xapakTepa
HECOOTBETCTBUSA W €ro BANSHNS HA COOTBETCTBUE MPOAYKLMN U YCAyr. OTO AONXKHO NMPUMEHATLCS TakXe K
HEeCOOTBETCTBYIOWEN NMPOOYKUMU U YCnyram, BbiSIBIEHHbIM MOCNEe NOCTaBKU NPOAYKUUW, B XO4€ WX nocrne
npenocTaBneHus ycnyr.

OpraHmsauus OOonXHa OCYWEeCTBNSATb B OTHOWEHWM HECOOTBETCTBYIOWNX pPe3ynbTaToB MPOLECCOB
OJOHO UMM HECKONbKO N3 Creayowmx 4eACTBUA:

a) KOppEeKLUUIo;

b) oTAeneHne, orpaHMYyeHne pacnpocTpaHeHus, BO3BPAT UMM MPUOCTAHOBKY MOCTaBKW MPOLyKUUW U
NpPeLoCTaBNEeHUS YCIyT;

C) UHCbopMMpOBaHMe NoTpebuTens;
d) nonyyeHne paspelieHnst Ha NPUEMKY C OTK/TIOHEHNEM.

MNMocne BbINONMHEHUS KOPPEKLUMU HECOOTBETCTBYIOWMX Pe3ynbTaToB MNPOLECCOB WX COOTBETCTBUE
TpeboBaHVAM 0ONXHO ObITb BEPUPULMPOBAHO.

8.7.2 OpraHu3auusi [OofXHa PerncTpupoBatb W COXPaHATb [LOKYMEHTUPOBAHHYK WHGOPMaLMIO,
KoTopas:

a) ornvcbiBaeT HECOOTBETCTBUE;
b) onucbiBaeT npeanpuHATHIE AEACTBUS;
C) OnmncbIBaeT MosyyYeHHble paspelleHns Ha OTKNIOHEHWE;

d) ykasblBaeT MOSIHOMOYHbIA OpraH nwnunn nnuo, NnPpUHUMaBLIee pelleHne O OeACTBUM B OTHOLWEHUN
HEeCOOTBETCTBUA.

9 OueHKa pe3ynbTaTtoB OEeATeNbHOCTU
9.1 MOHNUTOPUHr, U3MepeHne, aHaNn3 N oLeHKa

9.1.1 O6LMe nonoXxXeHns

OpraHusauns gonxHa onpenenuTb:
a) YTO AONXKHO NoanexaTb MOHUTOPUHTY Y U3MEPEHUSIM;

b) MeToObl MOHUTOPWHra, W3MEPEeHUsi, aHanM3a W oueHKW, Heobxoaumble Ans obecrneyveHus
[OCTOBEPHbIX Pe3y/bTaToB;

C) Korga AoJIXHbl MPOBOANTLCS MOHUTOPUHT 1 U3MEPEHUS;
d) korga pesynbTaTbl MOHUTOPUHIA U N3MEPEHNIA OONXHbI ObiTb NPOAHANM3NPOBaHbI 1 OLEHEHDI.

OpraHmsauMﬂ AONXHa oueHuBatb pe3ynbTaTbl OEATE/IbHOCTU W pPe3yNbTAaTUBHOCTb CUCTEMDbI
MeHeOXMeHTa KayecTtBa.



OpraHuzaums OOMXHa pPerucTpyMpoBatb W COXPaHSATb COOTBETCTBYIOWY AOKYMEHTUPOBAHHYIO
MHCPOPMaLMIO KakK CBUAETENbCTBO NONYYEHHbIX PE3YIbTATOB.

9.1.2 Y noBNeTBOPEHHOCTb NoTpeburenemn

OpraHusaumsi OonXHa MpPOBOAMTb MOHUTOPWHI AaHHbIX, KacaloWmxcs BOCMpUATAS MoTpebuTtensmu
CTEMEeHW YLOBNETBOPEHNS UX MoTpebHocTel n oxupaHuid. OpraHusauus LOnXHa onpenennTbs MeTonbl
NONYYeHNs, MOHUTOPMHIra N aHann3a aToin MHpopMaLMK.

MpumeyaHne - [lpuMepbl MOHWTOPWHra BOCMPUSATUSI MNOTPebUTENnsMM MOryT BKNOYaTb OMNPOC
noTpebuteneit, oT3biBbl OT NOTPebUTenein O MOCTaBNEHHbIX MNPOAYKUMM W ycriyrax, BCTpeYM C

I'IOTpe6VITeJ'IF|MVI, aHannm3 OOoNn pblHKA, 6naronapHocw|, npeTeH3nn no FapaHTVIVIHbIM obsizaTenncTeam u
OT4YeTbl Annepos.

9.1.3 AHanu3 n oueHkKa

OpraHm3aLu/|$| JONXHa aHanu3mpoBaTb U OUEHMBaTb COOTBETCTBYKOWME AaHHble U WHpopMauuio,
NOJNIy4EeHHYIO B XO04€ MOHNTOPUHIa N N3SMEepPEeHNA.

PeaynbTathl aHanvMaa Ao/XHbl ObiTb MCNONb30BaHbl A/15 OLIEHKN:

a) COOTBETCTBMS NPOAYKUMAN U YCAYT;

b) cTeneHun yooBneTBOPEHHOCTY NoTpebutenei;

C) pe3ynbTaToB AESATENbHOCTU U PE3YNbTATUBHOCTU CUCTEMbI MEHEAXMEHTA KA4ecTBa;
d) yCnewHocTn NnaHnpoBaHus;

€) pesynbTaTMBHOCTW OENCTBMIA, NPEONPUHSTLIX B OTHOWEHNN PUCKOB Y BO3MOXHOCTEN;
f) pesynbTaToB AEATENbHOCTU BHELWHWX MOCTaBILNKOB;

g) NOTPebHOCTN B YNyULIEHNSIX CUCTEMbBI MEHEOXMEHTa KadyecTBa.

|_|pI/IMel-IaHI/Ie - MeTonbl aHanm3a gaHHbIX MOryT BK/1lO4aTb B cebs cTaTucTUyeckme Metodpbl.

9.2 BHyTpeHHu ayouT
9.2.1 OpraHusaums AofAXHa NPOBOAWUTb BHYTPEHHME ayiuTbl Yepes 3aniaHupoBaHHble WHTepBasbl
BPEMEHMN N5 NONyYeHNs nHopMaLmm, 4TOo CUCTEMA MEHELXMEHTA KaYecTBa:
a) cooTBeTCTBYeT:
1) cobCTBEHHBIM TPEBOBAHMSAM OpraHM3aummn K ee CUCTEME MeEHeXMEHTa KayecTBa;
2) TpeboBaHNAM HaCTOAIWEro CTaHAAPTa;
b) pesynbTaTMBHO BHEeApeHa N OYHKLMOHUPYET.

9.2.2 OpraHmsauus 0onxHa:

a) nnaHvpoBaTtb, paspabaTtbiBaTb, peanv3oBbiBaTb W MNOAAEPXMBATE B aKTyalbHOM COCTOSIHWM
nporpamMmy(Mbl) ayouToB, BKJ/OYas MNepUOaMYHOCTb W MeToldbl MNpOBedeHMsl ayOuToB, a TakXe



OTBETCTBEHHOCTb, MNaHMpyeMble ONs NpoBepku TpeboBaHWs U NPefOCTaBMAEHUE OTYETHOCTW.
MporpamMma(mbl) ayamMToB LONMXHa(bl) pa3pabartbiBaTbCs C yY4ETOM BaXHOCTW MPOBEPSEMbIX MPOLIECCOB,
N3MEHEHWI, OKa3blBaOWMX BAUSHNE HA OpraHM3aumnio, 1 pesynbTaTos Npenblaylwmx ayanTos;

b) onpenensTe kKpuTepun ayamTta n obnacTtb NpoBEPKM AN KaXOro ayauTa;

c) oTbuvpaTb ayauTOpPOB W NPOBOAMTb ayauTbl Tak, 4Tobbl obecneymBanacb OBOBEKTUBHOCTb U
6ecnpucTpacTHOCTb Mpouecca ayamTa;

d) obecneunBaTb Nepenavy MHYOPMaLMKM 0 pe3ynbTaTtax ayauToB COOTBETCTBYIOWMM PYKOBOAUTENSIM;

€) OCYLEeCTBNSATb COOTBETCTBYIOLYIO KOPPEKLMIO N KOppeKTupylowmne aeicteust 6e3 HeoboCHOBaHHOW
3a0epXKu;

f) perucTprpoBatb 1 COXpaHATb OOKYMEHTUPOBAHHYI MHGOPMALMIO Kak CBUAETENbCTBO peann3auum
nporpamMmbl ayANTOB W NMONYYEHHbIX PE3YNbTaTOB ayANTOB.

MNpumeyanue - Cm. NCO 19011 ansa pykoBoacTBa.

9.3 AHanu3s co CTOpPOHbI PyKOBOACTBA

9.3.1 O6LMe NonoXeHus

Bbicliee pykoBOACTBO LOJ/IXHO aHann3nMpoBaTh Yepes 3aniaHnpoBaHHbIe MHTepBasbl BDEMEHN CUCTEMY
MEHEeOXMEHTa KayecTBa B Uensx obecrneyeHuss ee MOCTOSHHOW MPUroAHOCTW, aAekBaTHOCTW,
pe3ynbTaTUBHOCTM U COrNAacoBAHHOCTU CO CTPATErMYECKMM HanpaB/ieHNEM OpraHm3aLni.

9.3.2 BxoaHble AaHHble aHanM3a co CTOPOHbI PYKOBOACTBA

AHanma co CTOPOHbI pyKOBOOCTBA O0N1KEH NNaHNpOoBaTbCA KU BK/OYATb B cebs paccMoTpeHne:
a) cratyca OencTBui no pesynbtataM npenblaywmx aHann3os CO CTOPOHbI PyKOBOACTBA;
b) W3MEHEHWUI BO BHELWHUX U BHYTPEHHUX dhakTopax, KacaloWmxcs CUCTEMbl MEHEAXMEeHTa Ka4yecTBa,;

C) UHcbopMaLuun o0 pesynbTaTtax AesaTeNnbHOCTU U Pe3ynbTaTUBHOCTU CUCTEMbl MEHEXMEHTa Ka4yecTBa,
BK/IOYAS TEHOEHUMMW, OTHOCSLWNECS:

1) K yLOBNETBOPEHHOCTM NOTPEOUTENEN 1 OT3bIBaAM OT COOTBETCTBYIOLWMX 3aNHTEPECOBAHHbBIX CTOPOH;
2) cTeneHn [OCTUXEHMS Leneil B obnacTu KayecTBa;

3) nokasartensam nNpoLEecCoB U COOTBETCTBUIO NPOAYKLUUN U YCAYT;

4) HECOOTBETCTBUSAM 1 KOPPEKTUPYIOWUM OENCTBUSAM;

5) pe3ynbTtaram MOHUTOPUHra U N3MEPEHWIA;

6) pesynbTaram ayanToB;

7) pesynbtartaM AesaTENbHOCTM BHELWHNX NOCTABILNKOB;

d) DOCTATOYHOCTU PECYPCOB;



€) pe3ynbTaTUBHOCTW OEACTBUIA, NPEANPUHSTHIX B OTHOWEHUN PUCKOB U BO3MOXHOCTEN (CM. 6.1);

f) BOBMOXHOCTSAM ANS ynyywWweHus.

9.3.3 BbixogHble AaHHble aHann3a co CTOPOHblI PyKOBOACTBA

BbixooHble OaHHble aHanuM3a CcO CTOPOHbl PYKOBOACTBA [HO/MXKHbI BKAOYaTb B Cebs peweHus u
NEencTBuUs, oTHOCSIWMECS:

a) K BO3MOXHOCTSIM ANS yNyYIEHUs;
b) niobbiM HEO6XOAUMBIM U3MEHEHUSIM CUCTEMbI MEHEAXMEHTA Ka4yecTBa;
C) NoTpebHOCTU B pecypcax.

OpraHu3aums [OONXHa pPerucTpupoBatb U COXPaHATb LOKYMEHTVMPOBAHHYK WHCpOpMaUMIo Kak
CBMOETENbCTBO Pe3yNbTaToB aHaNN30B CO CTOPOHbI PyKOBOLCTBA.

10 Ynyu4weHwve

10.1 O6LMe NoONoXeHus

OpraHnsauusi OonXxHa onpemensite M BbiOUpaTb BO3MOXHOCTW ONS YNYyYWEHUS U OCYWEeCTBNSAThb
HeobXoOMMble  OEWCTBUMS  ONS  BbINONHeHWs  TpeboBaHWii  noTpebuTeneim 1 MOBLIWEHUS KX
yLOBNETBOPEHHOCTW.

OTO OOMXHO BK/OYaTh:

a) ynydweHue npooykuMvi W YCnyr B UENsX BbINOMHEHWs TpeboBaHuii, a TakXxe y4yeTa Oyaywmx
noTpebHOCTEN U OXNOAHUIA;

b) Koppekuuto, NpeaoTBPALLEHNE UM CHUXEHNE BANSIHUS HeXenaTeNbHblX BO3AENCTBUIA;
C) ynyyweHve pesynbTatoB AeSTEeNbHOCTU N Pe3yNbTaTUBHOCTUA CUCTEMbI MEHEIXMEHTA KayecTBa.

I'IpMMeanme - rlpVIMepr YNydleHnsa MOryT BKOYATb KOPPEKUMID, KOppekTupylolwee OencTtseue,
NOCTOAHHOE yny4dlweHune, NnpopbiBHOE N3MEeHeHNe, MHHOBaUWIO 1 peopraHn3aunto.

10.2 HecooTBeTCTBMA U KOPPEKTUPYIOLLME OeNCTBUS
10.2.1 lpu nosiBNEHWM HECOOTBETCTBMA, B TOM 4MCNE CBA3AHHbIX C MNPETEH3NAMU, OpraHm3aums
JonXHa:

a) pearvpoBaTb Ha JaHHOE HECOOTBETCTBME M HACKONIbKO MPUMEHUMO:
1) npeanpvHUMaTh OEenCcTBUS MO YNPaBNEHUIO U KOPPEKLNM BbISBIEHHOrO HECOOTBETCTBHUS;
2) npeanpvHUMaTb LeiCTBMS B OTHOWEHUM NOCNEeACTBUA JAHHOrO HECOOTBETCTBUS;

b) ouUeHMBaTb HeobXxoOMMOCTb AeNCcTBUIA MO YyCTPaHEHNIO NpPpUYNH OaHHOro HEeCOOTBETCTBUA C TEM,
ytobbl N3bexaTb ero NMOBTOPHOI0 NOSABNEHUA NN NOSABNEHNA B APYrOM MeCTe NoCpencTBOM:

1) aHann3a HeCOOTBETCTBUS;



2) onpeneneHnsa npnuynH, Bbi3BaBLINX NOsABIEHNE HECOOTBETCTBUA;

3) onpeﬂ.eneva Hannymna aHanormyHoro HeCoOOoTBeTCTBNA UM BO3MOXHOCTU ero BO3HUMKHOBEHUSA roe-
nmnbo elle;

C) BbINO/HATL BCE HEOOX0AMMblE AENCTBUS;
d) npoaHannanpoBatb pe3ynbTaTUBHOCTb KAXA0r0 NPEeANPUHSTOr0 KOPPEKTUPYIOWEro AENCTBUS;

e) aKkTyanmusmposatb npu HeobxoOMMOoCTH pnckn 1 BO3MOXHOCTW, onpepdeneHHble B Xonoe
nnaHNpoBaHUA;

f) BHOCUTb Npu HeO6XO,D,VIMOCTVI N3MEHEHNA B CUCTEMY MEHEe N XMEeHTAa KayeCTBa.
KoppeKTmpyloLume OEenCTBUS JONXKHbI COOTBETCTBOBATb MOCNEACTBUSAM BbISIBIEHHbIX HECOOTBETCTBUIA.

10.2.2 OpraHnsauus [oNXHa PerncTpmpoBatb M COXPaHATb AOKYMEHTMPOBAHHYIO MHCDOpMaLMIO Kak
CBMIETENbCTBO:

a) XapakTepa BbISIBJIEHHbIX HECOOTBETCTBUIA 1 NOCNEayoWnX NpeanpuHATbLIX 0eACTBUN;

b) peaynbTaTtoB BCEX KOPPEKTUPYIOWNX AEACTBUNA.

10.3 MNocTosiHHOE ynyuLleHue

OpFaHI/ISaLJ,I/IFI OONXHa MNOCTOAHHO YynydlWaTtb nNpurogHoCTb, andekBaTHOCTb W pPe3ynbTaTUBHOCTb
CUCTeMbl MeHeXMeHTa KayecTBa.

OpraHm3aLu/|$| JONIKHa paccMaTpuBaTtb pe3dynbTatbl aHanm3a n oueHKW, BbiIXodHble OaHHble aHann3a co
CTOpPOHbI pyKkoBOoACTBA, yTObbI onpenenntb, MMEKTCA Nn I'IOTpe6HOCTI/I nnn BO3MOXHOCTH, Tpe6yrou.u/|e
paccMoTpeHnsa B Ka4yeCTBe Mep No NOCTOAHHOMY yny4lWeEeHWIO.

MpunoxeHune A
(cnpaBoyHoe)

Pa3bsicHeHWe HOBOW CTPYKTYpbl, TEPMUHONOTMU U NOHATUN
A.1 CTpyKTypa 1 TEpMUHONOTUS

CTpykTypa pasgenoB (T.e. MOCNenoBaTeNbHOCTb pasfenoB) M YacTb TEPMUHONOTMU HACTOSIWEro
cTaHgapTa Mo cpaBHeHumio ¢ npenblaywer sepcrein (MCO 9001:2008) 6binu M3MEHEHbl B LIENSX YyUWeHns!
CTPYKTYPHOW COBMECTMMOCTIY C APYrMMK cTaH4apTamMy Ha CUCTEMbl MEHEOXMEHTA.

B HacToswem ctaHoapTe He CcooepXMUTCs TPpeboBaHNS O NPUMEHEHWUN ero CTPYKTYPbl U TEPMUHONOM UK
K AOKYMEHTMPOBAHHOW NHAOPMaLMK CUCTEMbI MEHEAXMEHTA Ka4yecTBa opraHnsauum.

NaHHas cTpykTypa pasnenos npefHasHayeHa B Gonbleit Mepe Ansi obecriedeHust CornacoBaHHOro
N3N0XeHUst TpeboBaHWii, YeM 4ns Toro, 4Tobbl ObiTb MOAENbIO ANS LOKYMEHTUPOBAHWS MONUTUK, LEnei u
npoueccos opraHusaumn. CTpykTypa U coaepXaHvne LOKYMEHTUPOBAHHOW MHGOpMaLMn, OTHOCSWenca K
cCUCTEME MEHeOXMeHTa KayecTBa, 4YacTto MoryT 6biTb Bonee noOAXoAsWMMKU ANS MONb3oBaTeNein, ecnum
DNOKYMEHTMPOBaHHAs MHCPOPMALIMS OTHOCUTCS Kak K mpoLeccaM, (OYHKLVOHVPYIOWMM B OpraHm3aumm, Tak 1
K MHGPOPMaLMK, MPUMEHSIEMOI ANS APYrvX Lenei.

Utobbl ycTaHaBnueBaTb TpeboBaHWS K CUCTEME MeHeOXMeHTa KayecTBa, BOBce He o0b6s3atefbHO
TEPMVHbI, UICNONb3yeMble OpraHu3aumnen, 3aMeHITb TEPMUHAMK, NCNONb3YEMbIMA B HACTOSLWEM CTaHOapTe.
OpraHunsaumm MoryT WCMosfib30BaTb TEPMUHbI, KOTOPble OHWM co4YTyT 6onee MNoOXOOsWWUMU 0N CBOEW
JeatenbHoCTM (HampuMep, MCNonb30BaTb TepMuHbl "3anmcu”, "gokymeHTaums", "npoTokonbl”, a He



"IOKYMEHTMpOBaHHasa uHopmMauma", unm ucnonb3osaTb "nocraswuk”, "naptHep", "npopaseu’, a He
"BHEWHWUA nocTaBwmk"). B Tabnmue A.1 nokasaHbl OCHOBHblE Pa3finynsi B TEPMUHONOT MEXAY HacToALWew
Bepcuei ctaHpapta MICO 9001 n ero npeabioyuen Bepcuen.

Tabnuua A.1 - OcHOBHble pa3nunyns B TepMunHonorum mexay MCO 9001:2008 n MCO 9001:2015

MCO 9001:2008 MCO 9001:2015
Mpoaykuns Mpoaykuns u ycnyru
VcknioyeHuns He npumeHseTcs

(Cm. MpunoxeHune A.5 ons NOSCHEHWIA, KacatoWmXCs
NPUMEHNMOCTN)

Mpencrasntenb pykoBoACTBA He npumeHseTcs

(AHanornyHble 0TBETCTBEHHOCTb M NOMTHOMOYMSI
yCTaHOB/IEHbI, HO HET TpeboBaHMS B OTHOLIEHMM
€0VMHCTBEHHOro NpeacTaBuTenst pykoBoACTBa)

JlokymeHTaums, pykoBOACTBO MO KAYeCTRY, JokymeHTupoBaHHasa nHcopmaums
JOKYMEHTUPOBAHHbIE NpoLeaypbl, 3annucu

MpouasoacTBeHHas cpena Cpefa onsa goyHKLMOHNPOBAHMS NPOLECCOB
Ob6opynoBaHue Ot MOHUTOPUHIA U M3MEPEHUIA Pecypcbl ons MOHUTOPMHIa N N3MEPEHUN
3akynneHHas npoaykumns BHelwHe nocTaBnsemMble NpoayKUNS 1 YCNyrn
MocTaBwwmk BHewHwnin nocTaBLwuk

A.2 MpoayKumusa n ycnyrm

B MCO 9001:2008 ncnonb3oBancs TepMuH "Mpoaykums" Ons oxsaTa BCEX KaTeropui BbixoLoB. B
JaHHOM BepcuMM HacTosAwero crtaHgapTa MWCMOoNb3yeTcs CnoBocoYeTaHme "npoaykums u  ycnayru'.
CnoBocoyeTaHue "nMpooykuust u ycnyrm" oxBaTbiBaeT BCE KaTeropumu BbIXOAOB (TEXHMYECKMe CpPencTBa,
ycnyru, nporpamMHble CpeacTBa v nepepabaTtbiBaeMble MaTepuanbl).

CneunanbHoe BKNOYeHMe "ycnyr" npefHasHayeHo ANs TOro, 4Tobbl BbIAENMTb Pa3NUyMs Mexnay
npoaykumei n ycnyramm npu npuMeHeHWn HeKoTopbix TpeboBaHuii. XapakTepHON OCOBEHHOCTbIO yCcnyr
ABNSETCA TO, YTO, MO MEHbLUE Mepe, YacTb BbIX04a NONyYyaeTcs Npu HenocpencTBEHHOM B3aVMOLENCTBIN
c notpebutenem. ST0 03HayaeT, HampuMep, 4TO COOTBETCTBME TpeboBaHWAM He Bcerga MoXeT ObiTb
NOATBEPXAEHO A0 3aBEpLEHNS NPesoCTaBNeHNs yCnyru.

B 6onbwuHCTBE cnydYaesB "npoaykums" u "ycnyru" ncrnonb3ylTcs COBMECTHO. BoMbWMHCTBO BLIXOLOB,
KOTOpble OpraHvM3aums noctaBnsieT NOTPebuUTensiM UnM KOTOopble UM MOCTaBASIOT BHEWHME MOCTaBLUKW,
BK/IIQUAIOT Kak Npoaykumio, Tak M ycnyru. Hanpumep, matepmanbHas MaM HematepuanbHas npoaykums
MOXET MMEeTb HEKOTOPYIO CBA3AHHYIO C HEl yCnyry, Uin ycnyra MoXeT UMeTb HEKOTOPYHO CBSA3aHHYIO C Hel
mMarepuasnbHy0 U HeMaTepuranbHyo NPOAYKLUNIO.

A.3 NoHumaHune noTpebHOCTEN N OXXUAAHUIN 3aUHTEPECOBaHHbIX CTOPOH

Moppasnen 4.2 comepXuT TpeboBaHMS K OpraHvM3auuv onpenenstb 3avHTepecoBaHHble CTOPOHbI,
KOTOpble MMEIOT OTHOLWIEHNE K CUCTEME MEHeXMeHTa KayecTBa, U TpeboBaHUS 3TUX 3aVHTEepPecOoBaHHbIX
cTopoH. OpHako nogpasgen 4.2 He noapasyMeBaeT pacluvpeHve TpeboBaHWin CUCTEMbl MEHELXMEeHTa
KayecTBa 3a pamMku 06nactTu nNpUMEHeHWs HacToswero cTaHgapta. Kak yctaHoBneHo B "O6nacTu
NPUMEHeHMs"  HacTosWMA  CcTaHOapT  MNPUMEHsieTca  Torga, korga opraHusaumMm  Heo6XoOuMo
MPO4EMOHCTPUPOBATL CBOK CMOCOOHOCTb Ha MOCTOSIHHOM OCHOBe obecrnedynBaTb MOCTaBKY NPOAYKUMW U
ycnyr, oTtBevawwux TpeboBaHWsiM mnoTpebuTenein U NPUMEHUMbIM 3aKOHOLATE/IbHbIM U HOPMAaTUBHbBIM
NnpaBoBbIM TPEOOBAHUSM, U HALENIEHHOCTb Ha NOBbIWEHKE YO0BNIETBOPEHHOCTU NoTpebuTenei.

B HacToswem cTtaHOapTe Het Tpe6osava O TOM, YTOObl opraHmsdaumnda paccMmatpusana
3anHTepecoBaHHble CTOPOHbI, KOTOpPble He 6binu onpeneneHbl naHHom opraHmaaumeVl Kak wumerlimne
OTHOWEeHNe K ee CUCTeMe MeHelXMeHTa KadecTBa. Opl'aHI/I3aLI,VIFI camMa pelaeTt OTHOCUTCA Nn Kakoe-nmbo
KOHKpeTHOe Tpe6OBaHI/Ie COOTBETCTBYIOLLEN CTOPOHbI K ee CUCTEME MEHEeIXMEeHTa KayecTBa.



A.4 Puck-opreHTMpOBaHHOE MbiLL/IEHNe

KoHuenumsi puck-opreHTUPOBAHHOrO MbIWMEHUS MpOCcieXuBanacb W B Npenbloylein Bepcum
HacToslWero craHjapTta, Hanpumep, 4Yepe3 TpeboBaHMA K MNAHUPOBAHUID, aHANM3y W YNy4WeHWUo.
Hactosiwmin ctaHpapT ycTaHaBnMBaeT AONsl opraHusauun TpeboBaHue noHuMatb ee cpepy (cM. 4.1) n
onpefensite PUCKW, Kak OCHOBY [ANs NnaHvMpoBaHus (cM. 6.1). 3To oTpaxaeT MNpUMEHEHWEe PUck-
OPVIEHTUPOBAHHOIrO MbIWMNEHNS ONS MNAHUPOBAHWS WM BHEOPEHMS MPOLECCOB CUCTEMbl MEHeLXMeHTa
KayecTBa (cM. 4.4) n 6yneT nomoratb B onpeneneHn obbema JOKYyMEHTUPOBAHHON MHCDOpMaLIN.

OpnHa 13 KNYEBbIX Liefei CUCTEMbI MEHEAXMEHTA Ka4yeCcTBa COCTOUT B TOM, 4TOObl OHa HeicTBOBana
Kak MHCTPYMEHT npeaynpexneHusi. [103ToMy HacTosIWmiA CTaHLapT He MMeeT OTAE/bHOro pasgena wunu
MyHKTa No npepynpexgjawowum nencTeuam. MNoHaTHe npedynpexaarowero OeCTBUS BbIpaXEHO yepes
NCNONb30BaHNE PUCK-OPUEHTUMPOBAHHOMO MbIWNEHNS MNpU  QOPMYyIMpoBKe TpeboBaHWi K cuUCTEME
MeHe[XMeHTa KayecTBa.

Puck-opneHTMpoBaHHOE MbllfieHNe, MPUMEHSIEMOE B HACTOsIWEeM CcTaHaapTe, cnocobcTeoBano
HEKOTOPOMY cokpauweHuto TpeboBaHWi NpPennucbiBalOWEro xapakTepa W ux 3ameHe TpeboBaHMsMM
onvcbiBawollero xapakrtepa. Hactoswmin ctaHnapT 6onee yHmBepcaneH, 4em MICO 9001:2008, B OTHOLEHNM
TpeboBaHWii K npoueccam, AOKYMEHTUPOBAHHON MHGOPMauUM 1 pacnpeneneHnio OTBETCTBEHHOCTM B
opraHusauum.

HecMoTpsi Ha TO 4TO 6.1 yKasbiBaeT, YTO OpraHn3aumMs OONXHa NNaHMPoBaTb OENCTBUS B OTHOWEHUN
pUCKOB, cTaHOapT He TpebyeT (POPManM30BaHHbIX METOAOB  MeHeAXMeHTa  PUCKOB UMK
OOKYMEHTMPOBAHHOIO npouecca MeHeOoXMeHTa pPUCKOB. OpraHm3a|_w|v| MOryT pewatb cnegyet num
paspabatbiBatb 6ofiee OOWMPHYIO METOAONOrMI0 MEHedXMeHTa pucka, 4Yem TpebyeTcsi HacToAWUM
CTaHOapTOM, HAaNpPUMep, 3a CYET NPUMEHEHNs OPpYrux PYKOBOASIWMX yKas3aHWin UM cTaHoapToB.

He Bce npoueccbl cucTeMbl MeHeoXMeHTa kadyecTBa 061anal0T OAMHAKOBLIM YPOBHEM puUcka B
OTHOWEHUM CMOCOBHOCTM OpraHu3auuMn [ocTUratb CBOWX LUENei, W BAUSIHUE HEeOonpeneneHHOCTU He
SBNSEeTCS OAMHAKOBbIM [Ons opraHu3aumii. B cooTeBetcTBUM ¢ TpeboBanumsamu 6.1 opraHu3auus
OTBETCTBEHHA 3@ NMPUMEHEHWNE PUCK-OPUEHTUPOBAHHOIO MbIWNEHNS U 32 AEACTBMS B OTHOWEHWM pUCKa, B
TOM uucne uenecoobpasHOCTb PerucTpaunMm u COXPaHEHUS [OKYMEHTUPOBAHHOM WHGoOpMauMn Kak
CBMAETENbCTBA ONPEAENEHNS PUCKOB OpraHn3aumne.

A.5 MpnMeHUMOCTb

Mpu onpeneneHUn nNPUMEHUMOCTU TpPebOBaHWUIA cTaHAapTa K CUCTEME MeEHeOXMeHTa kayecTsa
opraHmsauun HacTOSWWA CTaHOApPT He OenaeTt CCbiNkKM Ha "ucknodeHus". TeM He MeHee opraHusaums
MOXEeT NMPOBOAMUTb aHanM3 NPUMEHUMOCTM TPebOoBaHWA C y4eTOM pasmepa WM CNOXHOCTU OpraHm3auuu,
NCNONb3yeMoi el MOoAenM MeHeLXMeHTa, obnactv [esiTeNbHOCTW opraHuM3auum U xapaktepa ee
Y4 TbIBAEMbIX PUCKOB Y BO3MOXHOCTEN.

TpeboBaHus K NMPMMEHMMOCTM paccMaTpuBaloTCcs B nogpasgene 4.3, onpenensiowem ycnosus, npu
KOTOPbIX OpraHn3auns MoOXeT NMPUHATb peleHne 0 ToM, YTo TpeboBaHne He MOXET BbiTb NPUMEHEHO HU K
OLHOMY W3 MPOLECCOB B pamkax o6nacTu NMPUMEHEHUs CUCTEMbl MeEHeOXMeHTa kadecTea. OpraHusauus
MOXET MPUHMMATb pELeHNe O TOM, 4YTO TpeboBaHWe He MPUMEHSETCS, TONbKO €CNW 3TO pPELeHne He
npuBeaeT K HeCnocobHOCTM 0becneynTb COOTBETCTBME NMPOLYKLAMN W YCAyT.

A.6 [lokyMeHTMpOBaHHas MHbopmaLuus

Kak coctaBnsiowas yactb obecneyeHns COBMECTUMOCTM C ApPYrMMM CTaHgapTamyM Ha CUCTEMbI
MeHeOXMeHTa obwwnin pasgen, kacawwmiics "IOKyMEHTUPOBAHHOW WHpopMauumn”, Obin NpuHAT 6e3
3HAYMTENBHOrO M3MeHeHUst nnn nobasneHns (cMm. 7.5). Tam, roe BO3MOXHO, TEKCT HACTOSWEro ctaHoapTa
6bin cornacoBaH c TpeboBaHuMsMM 3TOro pasmena. B cuny aTOro TepMuH "AOKYMEHTMPOBaHHas
MHPopMauma” CNonb3yeTcs BO BCeX TPeBOBAHUSX, OTHOCSALLMXCSA K JOKYMEHTaM.

Tam, rge B MICO 9001:2008 ncnonb3oBannCb crieumanbHble TEPMUHbI, Takme Kak "OOKYMEeHT" mnau
"NOKYMEHTMPOBaHHbIE NpoLenypbl”, "PyKOBOLACTBO MO KayecTBy" unu "nnaH Kkayectsa”, B HacCTosLWeEN BepCcum
cTaHgapTa onpeneneHbl TpeboBaHMs K "paspaboTke, akTyanusauum v NPUMEHEHUIO OOKYMEHTUPOBAHHOWM
nHdopmauunn”.

Tam, rge B MCO 9001:2008 wucnonb3oBancs TepMuH "sanucu" ans ob6o3Ha4YeHWs OOKYMEHTOB,
HeobXoOMMbIX NS NMPenCcTaBNeHNs CBUOETEeNbCTBA COOTBETCTBUS TpeboBaHMSM, Tenepb WUCMONb3yeTcs



TpeboBaHne "PerncTpmpoBaTbh W COXPaHSTb LOKYMEHTUPOBAHHYI WHApopmaumio”. OpraHusaums HeceTt
OTBETCTBEHHOCTb 3a OMNpefeneHve TOoro, Kakas [OOKYMEHTMpPOBaHHas WHdopMauus [onxHa ObiTb
3aperucTpypoBaHa W COXpaHeHa, B TeYeHMe Kakoro rnepuogja BpPeMEHU W Kakume cpenctesa OynyT
NCNONb30BaHbl N5 3TOro.

TpeboBaHue no "paspaboTke, akTyannaaumm U NMPUMEHEHMIO" OOKYMEHTUPOBAHHON MHpOpMaLMN He
UCKNoYaeT BO3MOXHOCTM TOro, YTO oOpraHu3aumsi MOXeT TakXe "perucTpupoBaTtb M COXpPaHATb" 3Ty
JOKYMEHTUPOBAHHYIO MHOPMaLMIO 0N KOHKPETHbIX uenen, Hanpumep, PerucTpupoBaTtb M COXPaHATb
npeabloywme Bepcumn nHgopmauunu.

Tam, roe HacTosawWMid CTaHOapT CCbilaeTcsa Ha "MHdopMmauumi”, a He Ha "OOKYMEeHTUPOBAaHHYKO
nHpopmaumo” (Hanpumep, B nogpasgene 4.1: "OpraHnsauns JONXHA OCYWECTBAATb MOHUTOPUHI 1 aHann3
MHgpopMaumm 06 3TUX BHEWHUX 1 BHYTPEHHMX hakTopax"), HeT TpeboBaHusl, 4TO aTa UHGOPMALUS [ONKHA
6bITb LOKYMEHTUPOBAHHOW. B Takux cnyyasix opraHmsaums MOXeT PelmnTb SBASETCS N 3T0 HE0OX0AMMbIM
NN YMECTHBbIM Onsi pas3paboTku, akTyanm3aumm n NpUMEHEHUS [OKYMEHTUPOBAHHON MHCpopMaLMK.

A.7 3HaHna opraHu3auuu

MyHKT 7.1.6 HacTosiwero crtaHjapTa CBs3aH C NOTPeBHOCTbI0 OnpeaennTb U OCYLWEeCTBASTb
MEHEeLXMEHT 3HaHWiA, MNOAAEPXUBAEMbIX OpraHusaumein, Ans obecrneyvyeHus YHKLMOHUPOBAHUS ee
NMpOLECcCoB N AOCTUXEHNS COOTBETCTBUSA NPOLYKLIMN W YCIIYT.

TpeboBaHUs, OTHOCSIUMECS K 3HAHMSIM OpraHn3aunm, 6binv BBeAEHb C LENbIO:

a) 3aWmnThbl opraHnu3aumy oT NOTEPU 3HAHWIA, HaNpuMep 13-3a:

- TEKy4YecTun Kagpos;

- HEBO3MOXXHOCTM NONyYeHNs 1 obMeHa nHhopmaumeit;

b) cTUMynMpoBaHMsa opraHnsaunm K NpUobpeTEHNO 3HaHWIA, HanpPUMep, Ha OCHOBE:

- 06y4eHunst Ha cOBCTBEHHOM OMbITE;

- HAaCTaBHWYECTBA;

- U3y4eHud ny4yuwero onbiTa.

A.8 anaBneHMe npoueccamum, I'IpO,ﬂyKLI,VIEﬁ n ycnyramm, nocrtas/isseMbiMU BHELUHUMU
nocrtaslwinkamu

Bce goopMbl BHELWHNX NOCTABOK NPOLECCOB, NPOAYKLUMM U YCAYr pacCcMOTpPeHb! B 8.4, HanpuMep:

a) 3aKkynneHHble ¥ NoCTaBLKKa;

b) nony4yeHHble NO cornaweHmo ¢ KOMNaHnek-NapTHEPOM;

C) NONyYeHHble OT BHEWHero nocTaslmka Ha OCHOBE ay TCOPCUHIra NpoLeccoB.

AyTcopcuHr Bcerga obnafaeT OCHOBHO XapakTepucTKOi yCnyri, MOCKOMbKY MMEeT Mo KpaliHel mepe
OOVMH BWL [OeATeNbHOCTU, ANS BbINONHEHWS KOTOPOro HeobXxoAMMO B3aWMOLEWCTBME MOCTaBLMKA W
opraHusauum.

CpencTBa ynpaBneHUsl BHEWHUMK MNOCTaBKaMyM MOryT LWMPOKO BapbUpoOBaTbCH B 3aBUCUMMOCTUA OT
XapakTtepa npoueccoB, npoaykumm mn ycnayr. OpraHusauusi MOXeT MNPUMEHSITb PUCK-OPUEHTUPOBAHHOE

MbillNneHne Onsa onpeneneHnsa sunga WU Cpencts ynpaBneHud, noaoxonswmx nonsa KOHKPeTHOro BHeWHero
nocrtaBwmka 1 BHeWHe noctaBisgeMbIX npoueccos, NnpoayKunm n ycnyr.

MpunoxeHne B
(cnpaBoyHoe)



Lpyrve MexayHapogHble cTaHOapTbl B 061aCTU MeHeAXXMeHTa KayecTBa U Ha CUCTeMbl MEHe O KMeHTa
KauyecTBa, pa3paboraHHbie UCO/TK 176

Mexp,yHapop,Hble cTaHOapTbl, OonncaHme KOTOpPbIX NPMBOOUTCA B HACTOSAWEM MNPUNOXEHUN, Oblnn
paspaboTaHbl TexHnyeckum kommtetoM CO/TK 176 ons npenoctaBneHns BCNOMOratenbHOM nHpopMaumm
opraHu3aumsMm, KOTopble MPUMEHSAIOT HACTOAWWA CcTaHdapT, W ANS NPefoCTaBNeHUs PYKOBOOSLIMX
yKasaHuii opraHmsauusiM, CTPeMsiuMMcsl npeB3oiiTn ero TpeboBaHus. PykoBoasiume ykasaHus wunu
TpeboBaHWs, cogepXawmnecs B LOKYMEHTAX, NEPEYNCNEHHBIX B 3TOM MPUNOXEHUW, HE AOMONHAOT N He
N3MeHsII0T TpeboBaHUS HACTOSAWeEro cTaHaapTa.

Tabnuua B.1 nokasbiBaeT B3aMMOCBA3b Mexnay aTuMn ctaHoaptaMmm n COOTBETCTBYOWMMA pa3nenammn
HacTosWwero ctaHnapra.

HacTosuee npunoXxeHne He COAEPXUT CCbINKM Ha OTpacneBble CTaHAapThl HA CUCTEMbI MEHELXMEHTA
KadyecTBa, paspaboTaHHble TexHnYeckum kommtetom NCO/TK 176.

HacTtoswwui CTaHOapT sABndetTca OAHMM M3 TpexX OCHOoBononarawwmx CtaHOoapToB, pa3p3.60TaHHbIX
NCO/TK 176.

MCO 9000 CucteMbl MeHeaXMeHTa KayecTBa. OCHOBHbIE MONMIOXEHUS U CNoBapb CO34aeT OCHOBbI
ONg Haanexauero noHNMaHua 1 BHELPEHUs HacToswero ctaHgapTa. MNpuHuMnbl MeHegXMeHTa KayecTBa,
nogpobHoe onucaHme kotopbix gaetcs B CO 9000, 6binn yyTeHbl B npoLuecce pa3paboTkym HacTOSWeEro
ctaHgapta. Camy 9TW MPUHUMNbLI HE ABNSOTCA TpeboBaHMSMW, HO OHM CHOPMUPYIOT OCHOBY ONS Tex
TpeboBaHWil, KOTOpble yCTaHaBnMBaeT HacToswuid ctaHgapT. MCO 9000 Takxe onpenensieT TEPMUHbI,
onpeneneHns N OCHOBHbIE MOHATUS, UCMONb3YEeMble B HACTOSIWEM CTaHaapTe.

NCO 9001 (HacTosiwmiA cTaHmapT) yctaHaBnueaeT TpeboBaHWs, HanpaBneHHble rNaBHbIM 06pa3oM Ha
CO3[aHve LOoBepus K MpoayKuuu n ycnyram, npegnaraembiM opraHusauueid, 1, nocpeacTtsoM 3TOro, Ha
NoBbIWEHNE yAO0BNETBOPEHHOCTU NoTpebuteneit. MoXHO TakXe 0Xuaatb, YTO HaAnexaiiee BHeApeHue
9TOro cTaHgapTa NpPUHeceT APYrue BbiroAbl NS OpraHM3aummn, Takue Kak ynyyleHHbIA BHYTPEHHWA 0BMeH
nHdbopmaumeit, nydiee NoOHNMaHWe 1 yrpasneHne npoLeccamMm opraHnsaumn.

MCO 9004 MeHemXMeHT AOnsi OOCTUXEHUA YCTOWUYMBOro ycnexa opraHusauuu. lMopxopn Ha
OCHOBE MeHen)XXMeHTa KayecTBa COLEPXWUT PyKOBOLAWME yKasaHUs ONns opraHusauunil, CTPeMswmxcs
npeB30iTn TpeboBaHWS HaCTOSIWEro cTaHhapTa, oxBaTbiBas 6oNee WWMPOKWUiA CNEKTP BOMPOCOB C TEM,
yTobbl 3TO MOM/I0 BECTM K YNy4ylWweHuo obwux pesynbTaToB OesiTenbHocTU opraHmsaumn. MCO 9004
BK/IlOYAET METOANYECKOEe PYKOBOACTBO MO CaMOOLEHKe C TeM, YTOObl opraHusauum MMenum BO3MOXHOCTb
OLEeHVBaTb YPOBEHb 3PENOCTU CBOMX CUCTEM MEHEAXMEHTA KayecTaa.

MexnyHapoqule CTaHOapTbl, ONNCAHHbIE HNXXE, MOTYT NOMOYb OpraHm3auunsam, Koroa OHM BHEOPAKOT
NNN CTPEMATCA YNYHWNTb CBON CUCTEMbI MEHEOXKMEHTA KaYecCTBa, npoueccbl Uin suabl 0eAaTe/IbHOCTU.

MCO 10001 MeHepXMeHT. YOOBNeTBOPeHHOCTb NoTpebutenen. PykoBopsiime ykKasaHusi no
npasunaM NoBeAeHUA O OpraHUu3auuin cnyXxuT ons opraHusaumm pykoBoACTBOM B ONpeneneHun Toro,
4yTo ee Mepbl Mo obecrneyeHNio yOOBMETBOPEHHOCTU noTpebutenelr OTBeYardT WX MNOTPEeBHOCTSM U
oxupanusm. [NpumeHeHve cTaHfapTa MOXET MOBbICUTb AoBepue noTpebuTeneir K opraHu3auum u
YNYYWNTb NMOHMMaHWe NoTPebuTensiMn Toro, YT0 OHM MOTYT OXWAATb OT OpraHM3auun, TeM CaMblM CHUXas
BEPOSATHOCTb HEAOPA3YMEHWIA N NPETEH3NIA.

MCO 10002 MeHepXMeHT KauyecTBa. YOOBNETBOPEHHOCTb noTpebutenen. Pykosopswiue
yKasaHusi Mo ynpasfieHMI0O MpPeTeH3UsIMM B oOpraHusauMsX CnyXuT pyKOBOOCTBOM MO mnpoLeccy
obpalleHns ¢ MPeTEH3NsMM Yepe3 MNpu3HaHWE U KU3yYyeHUe MNOoTPebHOCTE U OXMWAAHWA CTOPOH,
obpallaioWmnxcs € MNPEeTeH3NaIMW, W MNPUHATUS pPeWeHuidA Mo paspelleHnio BOMPOCOB, CBS3AHHbLIX C
npeteH3namn. OH obecneumBaeT OTKPbITHIA, PE3ynbTaTUBHBLIA U MPOCTOW AONS NPUMEHEHUs npoLecc,
BKNIOYaoWMN NoAroTosky nepcoHana. OH TakXXe MoOXeT UCMOoMb30BaTbCs B KA4eCTBe PYKOBOLCTBA ManbiMu
npeanpuaTUsSMn.

MCO 10003 MeHepXMeHT KauyecTBa. YOOBNETBOPEHHOCTb noTpebutenen. Pykosopswive
yKasaHusi Mo yperynmpoBaHUIO CMOPHbIX BONPOCOB BHE OopraHW3auun CnyXWT PYKOBOACTBOM ANA
pe3ynbTaTUBHOIrO N 3PMEKTUBHOIO paspelleHns CropoB BHE opraHM3aunii No NpeTeH3nsaM, CBA3aHHbIM C
npoaykumen. PaspelweHne cnopos SBNSETCS CPEACTBOM yperynMpoBaHus cuTyauum B cnydasix, korpa



opraHusauun He MOryT yperynupoBaTb BOMPOCHI MO YAOBNETBOPEHWIO MPETEH3MU BHYTPU OpraHM3auuu.
BonbwMHCTBO MpeTeHauii MoryT ObiTb YCMEWHO paspelweHbl BHYTPU opraHusaumn 6e3 npuMeHeHust
npoLeayp, B KOTOPbIX CTOPOHbI BbICTYNAaT NPOTMBOOOPCTBYOWMMU CTOPOHAMM.

MCO 10004 MeHepXMeHT KauvecTBa. YOOBNETBOPEHHOCTb noTpebutenen. Pykosopswiue
yKa3aHusi N0 MOHUTOPUHIY U N3MEPEHUIO C/YXMNT PYyKOBOACTBOM A5 BbIPpAbOTKM Mep, HanpaBneHHbIX Ha
NOBbIWEHNE YAOBNETBOPEHHOCTU nNOTpebutenein M Ha WAEHTUUKALUIO BO3MOXHOCTEN YynyylWweHUs
NPOAYKLMWN, MPOLIECCOB U XapakTEePUCTUK, KOTOPbIE SIBNSKOTCS LEeHHbIMU Ans notpebuteneit. Takme Mmepobl
MOTYT YCUANTb NOSNBHOCTb NOTPebMTENER N NOMOYb OpraHM3aunm yaepxatb notpebutenei.

MCO 10005 Cuctembl MeHepXMeHTa KadecTBa. PykoBopgsilive ykasaHuMsi No nnaHaMm KauyecTBa
CNYyXWUT PyKOBOACTBOM MO pa3paboTke U MCMONb30BaHUKO MNAHOB KayecTBa Kak CBA3yOWEero Cpeactsa,
cBsi3blBatowero TpeboBaHus nmpouecca, NPomykTa, MpoekTa MM KOHTpakTa ¢ paboynmym MeTodamu u
npakTukamu, obecneymsatowwmx NPoU3BoACTBO Npoaykumn. MpenMywecTsa ot pa3paboTku nnaHa kayecTea
6ynyT BblpaxaTbCsi B MOBbIWEHHON YBEPEHHOCTM B TOM, 4TO TpeboBaHUs ByoyT BbINMOMHEHbI, YTO NPOLECCHI
HaxoAasTCs NoA ynpaBneHUeM, a TakXXe B MOTMBALUM BCEX, KTO BOB/IEYEH B paboTy.

MCO 10006 Cwuctembl MeHep)XMeHTa KayecTBa. PykoBogsiliue ykasaHUsi MO MeHenXMEeHTY
KayecTBa B NpoeKTax NMPMMEHUM K WUPOKOMY CMEKTPY NPOEKTOB: OT Manbix A0 60nbwmnX, OT NPOCTbIX OO
CMOXHbIX, OT OTAENbHOro MpoekTa OO0 MpOoeKTa, ABASAIWErocs yactbio cepuu npoektoB. NCO 10006
MCNONb3yeTCs NEPCOHANOM, OCYILECTBAAIOWMM PYKOBOACTBO NPOEKTAMU, U TEMU, KOMY HYyXHO obecneynTb
NPUMEHEHNE WX OpraHusauuein npakTuk, cogepxawmxcsa B ctaHmaptax WMICO, npenHasHayeHHbIX ANs
CNCTEM MeHe XMeHTa KayecTBa.

MCO 10007 Cuctembl MeHepXMeHTa KadecTBa. PykoBogsiLivMe ykasaHWS MO MeHeOXMEHTY
KOHcpUrypauum npenHasHadeH ONns oKasaHus COLEWCTBUS OpraHusauumsiM, NPUMEHSIOWMM ynpaBneHne
KOHdourypaumein [Lns TEXHUYECKOro W aOMUHUCTPATMBHONO PYKOBOACTBA HA MPOTSXEHWM BCEro
KMW3HEHHOrO UyKna npoaykumn. MeHeaXMeHT KOHpUrypaumm MoxXeT ObiTb MCNONb30BaH 415 BbiNONHEHNS
TpeboBaHWi K WAEHTUEMKAUMN W NPOCNEXMBAEMOCTU MPOAYKLMW, YCTAHOB/EHHbIX B HACTOSIEM
cTaHpapre.

MCO 10008 MeHepXMeHT KauyecTBa. YOOBNETBOPEHHOCTb noTpebutenen. Pykosopswive
yKasaHusi o 3/1eKTPOHHbIM TOProBbIM cAenkaM Mexay lopuanyeckumm n dousnyeckumMmn nuuamm naet
PYKOBOLCTBO MO TOMY, Kakum 06pa3om opraHvM3auuy MoryT BHeOpPUTb Pe3ynbTaTUBHYIO U 3EEKTUBHYIO
CUCTEMY ONS 9NEeKTPOHHbIX TOProBbIX OMepauunii Mexay opraHv3aumsmy u notpebutensmm, n Tem cambim
co3aaTtb OCHOBY ANA TOro, 4Tobbl MOTPEOUTENN UMENU MOBbLIWEHHYID YBEPEHHOCTb B OTHOWEHUW TaKuUx
3NEKTPOHHbIX TOPrOBbIX ONepauwii; MOBLICUTbL CMOCOOHOCTb OpraHn3auuy yooBneTBopaTb noTpebuteneir; a
TakXe yMeHbWNTb KONNYECTBO NPETEH3NA 1 CNOPOB.

MCO 10012 Cucrtembl MeHepXMmeHTa u3MepeHun. TpeboBaHMs K npoueccam U3MepeHUun wu
M3MepuTenbHOMY 060pPYA0BaHUIO CNYXWUT PYKOBOACTBOM ONS MEHEAXMEHTA N3MEPUTENbHbBIX NPOLECCOB
1 METPONIOrMYECKOro NOATBEPXAEHUS U3MEPUTENbHOro 060pynOBaHMS, UCNONb3yeMbiM ANns obecneyeHns
M OEMOHCTPaLUMM COOTBETCTBUS MeTponoruyeckum tpebosaHusm. CtaHpoapT yctaHaBnneaeT TpeboBaHus
MeHeOoXMeHTa KayeCcTBa B CUCTeMe MeHedXMeHTa |/|3MepeH|/||7| Onga  BbINOJIHEHUA MEeTPONornyeckumnx
TpeboBaHwiA.

MCO/TO 10013 PykoBoasiime yKka3aHMs NO AOKYMEHTUPOBaHUIO CUCTEM MeHenXMeHTa KayecTBa
COLEPXUT PYKOBOASIME yKa3aHWs Mo pas3paboTKe UM MPUMEHEHWIO LOKYMeHTauuu, HeobxooMMoin Ans
CNCTeMbl MeHeOXMeHTa KadecTBa. OTOT TEeXHWYEecKUin OT4yeT MOXeT ObiTb MCNONb30BaH ans
JOKYMEHTUPOBAHUS CUCTEM MEHELXMEHTa, OT/AIMYHbIX OT CUCTEM MEeHeOXMeHTa KayecTBa, ANs KOTOPbIX
npefHasHadveHol ctaHpapTtel VICO, HanpuMmep, ONS CUCTEM 9KONOrMYECKOro MeHeOXMeHTa M CUCTEM
MeHeaXMeHTa 6e30nacHOCTH.

MCO 10014 MeHenXXMeHT KayecTBa. PykoBogsilime ykasaHUsi MO OOCTUXEHUIO OUHAHCOBLIX U
3KOHOMMYECKMUX MPEeUMYLLLeCTB aapecoBaH BbiCWeEMY pykoBoAcTBy. CTaHOapT COOAEPXMUT pyKoBoAaswue
yKasaHus no OOCTUXEHMUIO (PUHAHCOBBIX N 3KOHOMMYECKMX MPEUMYILECTB 3a CYET NPUMEHEHUS NPUHLIAMOB
MeHeOXMeHTa KavyecTBa. OH nomoraer B pa60Te Nno NPUMEHEHNI0 NPUHUKNOB MEHEONXMEHTA U obneryaet
BbIOOp METOLOB W VHCTPYMEHTalbHbIX CPEACTB, MO3BONsiowmux obecneuntb YCTONYMBBLIA  ycnex
opraHuaauuu.

MCO 10015 MeHepXxmeHT KayecTBa. PykoBopgsiiue ykasaHusi No oOyyeHuMIO npegnaraet
pykoBoaswme ykasaHusd, Hanpas/eHHble Ha oKa3aHue nomoum opraHmdaumsam n nocesweHHble BOMpocam,
CBSi3aHHbIM C 0O0yuyeHveM. CTaHOapT MOXET MpPUMEHATbCS B MOObIX CUTyaumsix, korga Tpebyetcs



PYyKOBOACTBO, 4TOObl packpbiTb COAEPXaHWe W WHTEepnpeTMpoBaTbh CCbiNkM Ha "obpasosaHue" u
"0byyeHne", ncnonbayemole B ctaHmaptax MICO, npeaHa3HaYeHHbIX ANs CUCTEM MEHEeOXMEHTa KayecTsa.
Niobas ccbinka Ha "obyyeHune" BKYaeT Bce TuMbl 06pa3oBaHns U MOAFOTOBKM.

MCO/TO 10017 PykoBopsilive YyKasaHUss MO TMPUMEHEHMI0 CTaTUCTMYECKUX MEeToOoB B
cootBetcTBMU ¢ MCO 9001:2000 npenocTaBnseT pa3bsiCHEHNS B OTHOWEHWM CTATUCTUYECKUX METOLOB,
NPUMEHEHNE KOTOPbIX CBA3aHO C M3MEHYMBOCTbIO, Habno4aeMoil B NoOBeAEHUN 1 pedynbTaTtax NpoLeccos,
Jaxe B yCNoBuMsIX kaxyueics ctabunbHocT. CtaTucTmyeckne MetTonbl NO3BONSIOT Nyyle UCNONb30BaTh
nMelowmecs OaHHble, NOMoras mnpuvHMMaTb pPEeWeHns, U TeM CcaMblM COOENCTBOBATb MOCTOSHHOMY
ynydweHno Kadectea npoaykunm n npoueccoB OAngd AOCTUXEeHWA yaooBNeTBOPEHHOCTH n0Tpe6|/|Tene|7|.

MCO 10018 MeHepXxMeHT KayecTBa. PykoBopsiive yka3aHusi NO BOBNEYEHUIO PabOTHUKOB U UX
KOMMETEHTHOCTU COLEPXUT PYKOBOLSAWME yKa3aHUS, KOTOPbIe OKa3biBAKT BMSHNE HA BOBNEYEHHOCTb U
KOMMNEeTEeHTHOCTb paboTHMKoB. CucTemMa MeHeOXMeHTa KayecTBa 3aBUCUT OT  BOBJIEYEHHOCTU
KOMMETEHTHbIX PABOTHMKOB M OT TOrO, Kak OHW WUCMONb3YKTCA U HACKONbKO OHU WHTErpvpoBaHbl B
opraHusaumio. KpaiHe BaxHO WAEHTUMUMPOBATb, Pal3BMBaTb W OLEHMBATb HEOOXOAMMble 3HAHWS,
HaBblkW, NOBeaeHNe 1 pabouyyto cpeny.

MCO 10019 PykoBopsilivMe yKasaHWsi MO Bbl6OPY KOHCY/NbTAaHTOB MO CUCTEMaM MeHeO)XMeHTa
KayecTBa M MCMONb30BAHUIO UX YCAYr CNyXWUT PYKOBOACTBOM MO BbIBOPY KOHCYNbTAHTOB MO cMCTEMam
MEHeLXMEeHTa KayecTBa W MCNonb3oBaHuMio ux ycnyr. CTaHmapT AaeT PyKOBOACTBO MO npoueccy
OLEHMBAHNS KOMMETEHTHOCTM KOHCYNbTAHTOB MO CUCTEMaM MeHeAXMeHTa kadyecTBa u obecneyvBaeTt
YBEPEHHOCTb B TOM, YTO MOTPEBHOCTM U OXULAHUS OPraHM3aunmn B OTHOLWEHUN YCYT KOHCYIbTaHToB ByayT
yOOBNETBOPEHDI.

MCO 19011 PykoBopgsilimne yKka3aHUA MO ayauTy CUCTEM MeHenXXMEeHTa CNny>XWUT PyKOBOACTBOM Mo
MEHEeOXXMEHTY NporpaMmbl ayamMTta, N0 NAAHUPOBAHMIO U MPOBEOEHMIO ayamMTa CUCTEMbl MEHEOXMEHTA, a
TakXe Mo KOMMETEHTHOCTW W OLEHUBAHMIO ayauTOpPOB M ayaumtopckux rpynn. OH npegHasHadveH nons
NMPYMEHEHUS K ayauMTopaM, OpraHu3auvsaM, BHEApSIoWWM CUCTEMbl MEHeLXMEHTa, WM OpraHm3aumsam,
KOTOpbIM TpebyeTcsi NPOBOAMTL ayANTOPCKME MPOBEPKU CUCTEM MEHE L KMEHTA.

Tabnuua B.1 - B3aMMocBsi3b MeXAy LPYrMMU MeXAyHapOoLHbIMU cTaHgoapTamn B 06nactv MeHenXMeHTa
KayecTBa, CTaH4apTaMmn Ha CUCTEMbl MEHe 4 XMeHTa KayecTBa 1 pasfenammn HacTosiwero ctaHaapTa

Opyrue Pasnen HacTosuwero ctaHaapTa
MeXLyHapoIHble
cTaHaapThbl
4 5 6 7 8 9 10

MCO 9000 Ko Bcemy | Ko Bcemy | Ko Bcemy | Ko Bcemy | Koscemy | Ko Bcemy | Ko Bcemy
pasneny | paspeny | pasgeny | pasgeny | paspeny | pasmeny | paszeny

MCO 9004 Ko Bcemy | Ko Bcemy | Ko Bcemy | Ko Bcemy | Ko Bcemy | Ko Bcemy | Ko Bcemy
pasneny | paspeny | pasgeny | pasgeny | paspeny | pasmeny | paszeny

NCO 10001 8.2.2,8.5.1 9.1.2

NCO 10002 8.2.1 9.1.2 10.2.1

NCO 10003 9.1.2

MCO 10004 9.1.2,9.1.3

MCO 10005 5.3 6.1,6.2 Ko Bcemy | Ko Bcemy 9.1 10.2

pasgeny | pasmeny

MCO 10006 Ko Bcemy | Ko Bcemy | Ko Bcemy | Ko Bcemy | Ko Bcemy | Ko Bcemy | Ko Bcemy
pasgeny | pasgeny | pasgeny | pasmeny | pasmeny | pasgeny | pasgeny

nCoO 10007 8.5.2

NCO 10008 Ko Bcemy | Ko Bcemy | Ko scemy | Koscemy | Koscemy | Ko scemy | Ko Bcemy
pasgeny | paspeny | pasgeny | pasgeny | pasgeny | pasgeny | pasgeny

nCO 10012 7.1.5

NCO/TO 10013 7.5




nCO 10014 Ko ecemy | Ko Bcemy | Ko Bcemy | Ko cemy | Ko scemy | Ko Bcemy | Ko Bcemy
pasgeny | pasgeny | pasgeny | pasgeny | paspeny | paspeny | pasgeny

NCO 10015 7.2

NCO/TO 10017 6.1 715 9.1

NCO 10018 Ko scemy | Ko Bcemy | Ko Bcemy | Ko cemy | Ko scemy | Ko eBcemy | Ko Bcemy
pasgeny | pasgeny | pasgeny | pasgeny | paspeny | pasgeny | pasgeny

NCO 10019 8.4

NCO 19011 9.2

MpnmeyaHme - "Ko BceMy pasgeny” ykasblBaeT Ha TO, YTO BCe noapasnesbl B KOHKPETHOM pasaene
HACTOSIWEro cTaHgapTa UMEKT OTHOLWEHWE K OPpYroMy MeXAyHapo4HOMY CTaHoapTy.

Mpunoxenve OA
(cnpaBoyHoe)

CBeneHnst 0 COOTBETCTBUM CChIJTIOYHbIX MeXAyHapoOHbIX CTaHOAPTOB HaUUOHA/IbHbIM CTaHOApPTaMm

Tabnunua JA.1

Poccuiickon depepaumm

ObosHayeHne CrteneHb O603HayeHne 1 HaMeHOBaHNE COOTBETCTBYHIOWETO
CCbI/IOYHOr O COOTBETCTBUS HauuoHanbHoro ctaHaapta Poccuiickon denepaunm
Me X yHapoOHOro
cTaHgapTa

ISO 9000:2015 IDT FOCT P MCO 9000-2015 "CucTtembl MeHeaXMeHTa KayecTsa.
OcHoOBHble MONOXEHMNS 1 cnoBapb”

ISO 9004:2009 IDT FOCT P NCO 9004-2010 "MeHeaXMeHT Ans LOCTUXEHUS
yCTONYMBOro ycrnexa opraHnsauuu. [Noaxon Ha ocHose
MeHeOXMeHTa kayecTea"

ISO 19011:2011 IDT FOCT P MCO 19011-2012 "PykoBoasuime ykasaHus no ayanty
cucTem MeHepXxXmeHTta"

ISO 9001:2008 IDT FOCT P MCO 9001-2015 "Cnctembl MEHEOXMEHTA KayecTsa.
TpeboeaHus"

ISO 10001:2007 IDT FOCT P MCO 10001-2009 "MeHeOXMeHT KayecTBa.
Y noBneTBopeHHOCTb NoTpebuteneii. PekomeHaauum no
npasmnam noBeaeHus 4ns opraHmsaumii

ISO 10002:2014 *

ISO 10003:2007 IDT FOCT P MCO 10003-2009 "MeHeOXMeHT KayecTBa.
Y noBneTBopeHHOCTb NoTpebuteneii. PekomeHaauum no
yperynmpoBaHuio CNopHbIX BOMPOCOB BHE opraHu3aumnm”

ISO 10004:2012 *

ISO 10005:2007 FOCT P MCO 10005-2007 "MeHeXMEHT OpraHn3auuu.
PykoBoaswme ykasaHus no nnaHnMpoBaHuio kavyectea"

ISO 10006:2003 IDT FOCT P MCO 10006-2005 "CncteMbl MeHeOXMeHTa KayecTsa.
PykoBoACTBO MO MEHEAXMEHTY KayecTBa Npu NPOeKTUPOBaHUM"

ISO 10007:2003 IDT TOCT P CO 10007-2007 "MeHeaXMeHT opraHm3auun.
PykoBopsiwme ykasaHus no ynpaeneHnto KoHdurypaumein"

ISO 10008:2013 IDT TOCT P MCO 10008-2014 "MeHeOXMeHT KayecTsa.
Y 0oBNeTBOPEHHOCTb NOTpebuTenei. PykoBoasiune ykasaHus no
9NEKTPOHHbBIM TOProBbIM CAENKaM MexXay topuanyeckumm un
domnamyeckumn nuuammn”

ISO 10012:2003 IDT FOCT P MCO 10012-2008 "MeHeXXMEHT opraHnsauuu.
CuncTeMbl MeHeIXMeHTa uaMepeHuii. TpeboBaHus K NpoLeccam
N3MepeHUii n N3MepuTeNbLHOMY 060pyaAOBaHMIO"




ISO/TR 10013:2001 IDT FOCT P NCO/TO 10013-2007 "MeHenXMeHT opraHm3auuu.

kayectsa"

ISO 10014:2006 IDT FOCT P MCO 10014-2008 "MeHeaXMeHT opraHm3auuu.
PykoBoasiwme ykazaHusi No 4OCTUXEHUIO 93KOHOMUYECKOrO
adopeKTa B CUCTEME MEHEOXMEHTA KadyecTea"

ISO 10015:1999 IDT FOCT P CO 10015-2007 "MeHenXMeHT opraHm3auun.
PykoBoasiwme ykasaHus no obyyeHuo"

ISO/TR 10017:2003 IDT [TOCT P CO/TO 10017-2005 "CTtatuctnyeckme Metonpbl.

9001"

ISO 10018:2012 IDT FOCT P CO 10018-2014 "MeHenXMeHT Ka4yecTBa.
PykoBoasime ykasaHusi no BOBNeYeHuo paboTHUKOB 1 UX
KOMMNeTeHTHoCTN"

ISO 10019:2005 IDT FOCT P CO 10019-2007 "MeHen XMeHT opraHnsauuu.
PykoBoACTBO Mo BbIGOPY KOHCYNbTAHTOB MO CMCTEMAaM
MeHelXMeHTa KayecTBa 1 UCMoNb30BaHuIo ux ycnyr"

* COOTBETCTBYIOWMIA HALIMOHANbHbIA cTaHOapT oTcyTCcTBYeT. [10 ero yTBepXAeHUs peKoMeHayeTcs
NCMONb30BaTh NEPEBOL HA PYCCKMIA A3bIK JAHHOrO MEXyHapo4HOro ctaHgapta. lNepeson JaHHOMo
MeXOYyHapOLHOro ctaHgapTa Haxooutcs B depepanbHOM MHGOPMALMOHHOM (OOHAE TEXHUYECKMX
pernameHToB 1 CTaHAAPTOB.

MpumeyaHue - B HacTosweih Tabnvue NCNoNb30BaHO cnedytowee YCnoBHoe 0603HaYeHe cTeneHn
COOTBETCTBUS CTAHOAPTOB:

- IDT - ngeHTnYHble cTaH4apThl.
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