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IIpegucioBue

ISO (International Organization for Standardization - MexayHapogHasa OpraHusanus Mo
CraHpapTyh3anuu) ABJSeTCd  BCEMUpPHOM  (defepanyed  HalLUOHaJbHBIX OpPraHoB IO
cTaHjapTu3anuu (opraHoB-4ieHoB ISO). Pabota Haj noAroroBkoi MexayHapoaHbiXx CTaHJapTOB
BBINOJIHSIETCS], KaK IMpaBWJO, TeXHHUYecKUM KkKomuTeToM [SO. Kaxaeii opran-usieH ISO,
3aMHTepeCcOBaHHbIM B LieJIH, [Jis KOTOPOH OblJ CO3/1aH TEXHUYECKUM KOMUTET, UMeeT NPaBo ObITh
npe/CTaBJeHHBIM B JAHHOM KOMUTeTe. MexAyHapo/JHble OpraHHU3alluy, NPaBUTEJNbCTBEHHbIE U
HelNpaBUTENbCTBEHHbIE, IO/ epKUBatolue CBsA3b C [SO, Tak’ke NPpUHUMAIOT y4acTue B paboTe. ISO
TaK)Xe TeCHO COTpyAHHYaeT ¢ MexayHapoHoU JnekTpoTexHuyeckoi Komuccuei (IEC), BeneTcs
COBMeCTHas paboTa [0 BCEM BOMPOCaM 3JIEKTPOTEXHUYECKOU CTaHJapTU3aL M.

[Iponeaypsbl, MCNOJb30BaHHbBIE NPU Pa3pabOTKe 3TOro JAOKyMeHTa W NpeJHa3HAuyeHHble [JIs
JlabHelel noaaep>ku, onvcanbl B JlupektuBax ISO/IEC, YacTp 1. B yacTHOCTH, AOKHBI OBITH
yKa3aHbl pa3JIMuHble KPUTEPUHU YTBEPKAEHUs], HE0OX0JUMble /IJ1s Pa3JUYHbIX TUIIOB JJOKYMEHTOB
[SO. HacTosmuii OKyMeHT OblJ1 pa3paboTaH B COOTBETCTBUM C NPaBUJIAMHU, HU3J0KEHHBIMHU B
Jupextuax ISO/IEC, YacTb 2 (cM. www.iso.org/directives).

Oco60e BHUMaHUe y/IeJIEHO TOMY, YTO HEKOTOPbBIE 3JIeMEHTHI JJAHHOTO JOKYMEHTa MOTYT SIBJISThCS
peJMeTOM NAaTeHTHBIX MpaB. SO He 0/KHA HECTH OTBETCTBEHHOCTD 3a UIeHTUPUKALMIO KaKOTO-
JIU60 WJIM BCeX MOAOOHBIX MaTEeHTHBIX MNpaB. [leTanu, Kacawliuecs JOObIX MaTEHTHBIX IMPaB,
yCTaHOBJIEHHbIE B XOJle pa3paboTKH JOKYMEHTa, JO/DKHbI GbITh yKa3aHbl B pa3jesie BBeneHue
¥/WJIM B JIUCTe NAaTEHTHbIX Aekapanui [SO (cm. www.iso.org/patents).

Bce ToproBble Mapky, yNOMsHYTble B HacCTOsIEeM [JOKyMeHTe, NpPUBeJeHbl JJs yA06CTBa
NoJIb30BaTeJiell U He 03HAYalT peKoMeHAaluuu (0106peHus ).

[ pa3bsiCHEHUs1 3HayeHUH, ucnoJsb3dyeMbix ISO cnennduuyeckux TEPMHUHOB M BbIpaXK€HUH,
CBI3aHHBIX C OLlEHKOM COOTBETCTBMS, PaBHO KakK U MHPopMaLuu o cobaogenuu ISO npuHuunos
coryiamieHus: BcemupHoit Toproeoit Opranusayuu (BTO) mo TexHU4ueckuM GapbepaM B TOProBJie
(TBT) cMm. no caeapywoen ccolike: www.iso.org/iso/foreword.html.

3a HacToAMU 0KyMeHT oTBevyaeT TexHuueckut Komuret ISO/TC 176, Menedxcmenm kauecmea u
obecneverue kauecmsa, [logkomutet SC 2, Cucmembl Kauecmad.

A. lopbyHoB www.pgm-online.com He aBnseTtca oduumanbHbIM NepeBojom
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BBeaeHue

JlaHHBIA JOKYMEHT Obl1 pa3paboTaH C LieJIbI0 0Ka3aTh MOMOIIb 10Jb30BaTE/ISM IPY IPUMEHEHUU
Tpeb6oBaHuM ctangapTa ISO 9001:2015 Cucmembl meHedemenma kauecmaa — Tpe6osaHusl.

JlaHHBIA [OKYMEHT MpeACTaBJisieT PYKOBOJsALWEe yKa3aHWSA pasfiesl 3a pas3fieJioM B TOU Ke
10CJIeIOBaTEJbHOCTH, YTO M pasfesbl ¢ 4-ro no 10-i 1SO 9001:2015; ogHAaKO OH He COAEPKHUT
pexoMenganui [lpunoxenut A u B ISO 9001:2015.

JlaHHBIA JJOKYMEHT JlaeT NpUMepbl TOr0, YTO MOKeT JeJlaThb OpraHu3alus, HO OH He COJEepXHUT
JIOMOJIHUTENIbHBIX OTHOCcUTeJNbHO [SO 9001 Tpe6oBaHuul. [IpuMepbl B JaHHOM JIOKYMEHTE He
ABJIAIOTCA MOJHBIMU U NPEJCTABJSAT JIUIIb BO3MOXHble BApUAHTHI, He BCE U3 KOTOPBIX MOTYT
HOJXOAUTH JIDOOM OpraHU3alUu.

Crangapt ISO 9001 conmep>uT TpeOOBAHMUS, BbINOJIHEHHE KOTOPbIX MOXET ObITh 00'bEKTHBHO
IIPOBEPEHO WJIU OlleHeHO. JJaHHbIN JOKYMEHT BKJIIOYAET B ce651 MPUMeEpPDI, YKa3aHHUs U BO3MOXKHbIE
BapHUaHThl, KOTOPbIe HalleJleHbl Ha IOMOLb KaK IPU BHEJIPEHUU CUCTEMbI MEHEe/)KMeHTa KauecTBa,
TaK Y yJy4YlLIeHHUH ee CBSA3U C 00LUM MeHe>KMeHTOM OpraHru3aluu. XoTs peKOMeHAaluU JaHHOTO0
JIOKYMEHTa COTJIACOBAHbI C MOJIeJIbI0 CUCTEMBI MeHe/PKMeHTa KadecTBa ctaHgapTa I1SO 9001, ouu
He HalleJIeHbl Ha UHTeprnpeTanuio Tpe6oBaHui ISO 9001 v npuMeHeHUe AJ1s ayIUTa UM OLIEHKHU.

B cuaty Toro, yto cranzapt ISO 9001 HocuT yHHUBepcaJbHbIM XapaKTep, JAHHbIM JOKYMEHT MOXET
OBITh MCI0JIb30BAH OPraHMU3aLUSAMMU JIIOOOI0 TUIA, pa3Mepa, YPOBHA 3peJIOCTH, B JIIOO0M OTPACIH U
B JIIOOOM reorpadpuyeckoM MecTe pacnosioxkeHUA. OJHAKO crnocod6 MNpUMeHeHHUA 3THUX
peKoMeHJalluid MOXET OTJM4YaThbCAd B CUJIY TaKUX (PAKTOpPOB, KaK pa3Mep HJMU CJI0KHOCTb
OpraHM3alyM, IPUHATON B HeH MOJe/id yIpaBJeHUs, pa3HooOpa3us ee BUJOB AeATEeJbHOCTH U
XapaKTepa PUCKOB M BO3MOXXHOCTEHN, C KOTOPbIMU OHA CTAJIKUBAETCH.

Puck omnpejesisieTcsi ypOBHEM HeOllpe/ieJIeHHOCTH, NPUCYIlel CUCTeMe MeHe/PKMEeHTa KadecCTBa.
Pucku cyliecTBYIOT BO BCeX CUCTEMAX, MpoLeccax U QyHKLUUAX. MplllJieHre, OCHOBAaHHOE Ha OLleHKe
PHCKOB, TapaHTUPYET, YTO 3THU PUCKU OYAYT ONpesesieHbl, yYTeHbl U KOHTPOJUPOBATbCSA B X0/
pa3paboOTKY M IPUMEHEHHUA CUCTEMBI MeHe/PKMEHTa KayecTBa.

KoHyenuua MblllJIeHMd, OCHOBAHHOI'0O Ha OLeHKE PUCKOB, NMPUCYTCTBOBAaJA U B NpebIAYIIUX
penakuusax ISO 9001, HanpuMep, B TakKuX TpPeOOBaHUAX, KaK oOlpejie/ileHHe TUIA U CTeNeHHU
yIpaBJieHUs BHEUIHMMHU I10CTaBIIMKaM{, OCHOBAHHOM Ha BJIMAAHUU NPOAYKLMH, KOTOPYI OHU
NJIAHUPYIOT TMOCTaBJATh, WA OCYIIECTBJIEHUE KOPPEKTHUPYIOILIUX AeNCTBUM, OCHOBAaHHOE Ha
NOTEHUaJIbHOM BJIMSIHUU BbIABJIEHHOI'O HECOOTBETCTBUS.

Kpome Toro, B mnpezabiaymux pegakuuax [ISO 9001 npucyrcTBoBas paszes, NOCBALLEHHBIN
npeaynpexaaruum AeUcTBUSIM. [[puMeHeHe MblIIIJIEHUS], OCHOBAaHHOE Ha OLleHKe PUCKOB, JieJlaeT
NOJX0/, LieJIOCTHbIM. B MaHe mpeaynpex/JeHdus U CHUXKEHUS HeXeJlaTeJIbHbIX MOCAeACTBUN OH
CTaHOBHUTCs 60Jiee OCHOBAaHHBIM Ha MpeAyNpexXJeHUH 3a CYeT PAaHHEr0 BbIIBJIEHUS W NPUHATUSA
Mep, HeXKeJIM Ha OTBETHOM peaKIvH.

He Bce mpoueccobl cucTeMbl MeHeJKMeHTa KayecTBa MMEKT PaBHbIM ypOBEHb pUCKa B IMJaHe
CIIOCOOHOCTU OpraHM3alnyu JOCTUraThb ee Ilejied B 06JlacTU KayecTBa. HekoTopble TpeGyrOT
60J1b1lIero BHUMaHUs1, GOpMaJM30BaHHOTO IJIAHUPOBAHUS U yIIpaBJIeHUs, HEXKeJU ApyTUe.

B ISO 9001 HeT TpeboBaHHS MO NpUMeHEHUIO GOpPMabHbIX METO/0B yIpaBJAeHUSl PUCKAMU MIPU
onpezesieHUd U GOPMUPOBAHUM Mep IO 0OpabOTKe PHUCKOB W peasiM3allMid BO3MOXXHOCTEH.
OpraHusaluy MOTYT CaMH BbIOMpPATb METO/AbI, KOTOPbIE NOAXOAAT UX noTpedbHocTAM. CTangapT [SO
31010 comep>UT HAGOp MUHCTPYMEHTOB M METO/IOB JJis OIleHKH PUCKOB, KOTOPble MOTYT ObITh
IPUHATHI BO BHUMaHHUE C y4eTOM KOHTEKCTa OpraHu3alyH.

B HeKOTOpBIX c/ly4assx OpraHU3aLUsa MOXeT y»Ke UMeTb paboTarwlui ¢opMaJlru30BaHHbIN NpoLecc
ylnpaBJ/IeHUs] PUCKAaMH, BbI3BAaHHBIM HaJIMYMEM COOTBETCTBYIOLIMX TPEOOBAHUM NOTpebUTEIel UIIU
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3aKOHOJaTeJbHbIX M HOPMAaTUBHBIX TpeboBaHMM. B Takod cHUTyaluy opraHuMsaunus MOXeT
fiopaboTaTb ee $popMaJrM30BaHHbIN NpoOLECC yIpaBJeHUs] PUCKaMU /10 BbINOJHEHUS Tpe6GoBaHUN
ISO 9001, cBA3aHHBIX C pUCKAMH U BO3MOXXHOCTAMH.

B nonosnenue k [lpunoxenuto A 1ISO 9001:2015 UCO ony6srkoBasia psif, APYTUX CTAaHAAPTOB IO
MEHEe/)KMEHTY KadyecTBa, a TakKe MHQPOPMALlMOHHbIX MaTepUaJioB, KOTOpPblE MOTLYT MOMOYb
M0JIb30BATEJI0 U 1aTh HHGOPMAIMIO 10 JIONOJHUTEIbHBIM METO/JaM BHE/IPEHUS:

— pyxkoBoactBo UCO: ISO 9001:2015 for Small Businesses — What to do ? Advice from ISO/TC 176
(ISO9001:2015 g masioro 6usHeca — Uto Hazo fenath? CoBethl oT [ISO/TC 176)

— JpokyMeHTbI ['pynnbl no npaktuke ayauta [ISO 90011 Ha caiTe:
www.iso.org/tc176/1S09001AuditingPracticesGroup

— OoTKpbITasg H$opMalus Ha caiite nogkomuteTta ISO/TC 176 /SC2:
www.iso.org/tc176/sc02/public

— pyxoBozcTBo UCO: The Integrated Use of Management System Standards (CoBMecTHOe
MCI0JIb30BAaHHE CTAHIAPTOB HA CUCTEMbI MEHEPKMEHTA).

JlonoJIHUTe /IbHbIE CTAaHAAPThI U JOKyMEHTbI YKa3aHbl B bubinorpadpuu.

13 MaTepuanbl B nepeBoge A. NlopbyHoBa AOCTYMHbI MO agpecy http://pgm-online.com/publications/translations/ [npum. nep.]
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TEXHUYECKAA CMNELNPUKALINA ISO/TS 9002:2016

CucrtemMa MeHeAXMEHTA KauyecTBa - PykoBoasinue
yKa3aHMs 1o npuMeHeHuo 1SO 9001:2015

1 O6J/1acTh NpUMEHEeHUA

JlaHHBIH JOKYMEHT COJIEP>KUT pEKOMeH/JallUH, pa3bsCHsAOIME cMbIca TpeboBaHu# 1SO 9001:2015,
C MpUMepaMU [AeWCTBUN, KOTOPble OpraHU3alUs MOXKeT NPeANPUHSTH [AJs BbINOJHEHUS 3THUX
TpeboBaHUM. OH He A06aBJISIET, He yAa/sieT UK KaK-TO ellle U3MEHseT 3TH TPeOOBaHU .

,ZlaHHbIﬁ AOKYMEHT HE€ YCTaHABJINBAET 00s13aTeJIbHbIX moAxXo40B K BHEAPEHHUIO KU HE JA€T KAKHUX-TO
Npeano4YTHUTE/IbHBIX CIoco60B HHTEpPIpeTal .

2 HopmaTHBHBIE CCBLIKHA

Ha ciepyoumue AOKYyMeHTBbl €CTb HOPMAaTHUBHbIE CCBUIKA B TEKCTe, TaK 4YTO MOJIHOCTbI WJIH
YaCTUYHO OHHU SABJSAIOTCA TPeOGOBaHUSIMM [JAHHOrO JAOKyMeHTa. /lJie AAaTUPOBAHHBIX CChIIOK
NpUMeHseTCs TOJIbKO yKa3aHHasd pejakuusa. /[l HeJaTUPOBAaHHBIX CChUIOK TNPUMeEHseTCs
nocje Hsas peJaKLUs CCbIJIOUHOTO JOKYMeHTa (BKJIoYas JI0bble U3MEHEHUS ).

[SO 9000:2015 Cucmembl meHedncmeHma kauecmaea — OCHOBHbIE NOJ0NHCEHUS U C/108APb

IS0 9001:2015 Cucmembl meHedncmenma kauecmea — Tpe6osaHus

3 TepMI/leI U oripeaec/JiceHudA

Jlis nesiel JaHHOTO IOKyMEHTA MPUMEHSITCSI TeEpMUHBI, flaHHbIe B ISO 9000:2015.

ISO u IEC nopiepvBalOT TepPMUHOJIOTUYECKYl0 0a3y [aHHbIX [AJs NpUMeHeHUs B cdepe
CTaHZapTHU3aL MU N0 CJIeyILAM aJjpecaM:

e miaTtdopma ISO Online browsing: foctynHa Ha http://www.iso.org/obp
e IECElectropedia: foctynHa Ha http://www.electropedia.org/

4 KOHTEeKCT opraHusauuu

4.1 IloHMMaHWe OpraHU3alM1 U ee KOHTeKCTa

llenpto aTOrO TpeboBaHUS SABJSIETCS 0OecrnedyeHre NOHUMaHUSl BHYTPEHHUX U BHEIIHUX GAaKTOPOB,
CYLLLECTBEHHBIX C TOYKH 3pEHUS 1|eJIel U CTpAaTernyecKoro HarnpaBJieHHWsl pa3BUTUSI OPTaHU3aALUU U
KOTOpble MOTYT TMOBJIUATb, KaK IMOJIOKUTEJNbHO, TaK U OTPHULATEJbHO, Ha CIOCOOHOCTh
OpraHu3alUu [JOCTUraTh 3allJIlaHMPOBAaHHBIX B paMKaX e€e CHUCTeMbl MeHeP)KMEeHTa KayecTBa
pe3ysbTaToB. OpraHvusanuy cjaeAyeT MOMHUTb, YTO BHYTPeHHHE U BHellHUEe (GAKTOPbl MOTYT
MEHSATBbCS U, C/eJloBaTeJbHO, UX HEOOXOJUMO OTCJEXUBaTh U NepecMaTpuBaThb. OpraHusanus
MOXET NMPOBOJUTH aHa/IU3 KOHTEKCTAa yepe3 3alJlaHUpPOBaHHblE MHTEpPBaJibl BpEMEHU U B XOJi€
TaKUX MEPONPUATHH, KAK aHAJIU3 MEHE/PKMEHTa.
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Mudopmarnys o BHyTPEHHUX U BHENTHUX GaKTOpaX MOXKET ObITh MMOJIy4YeHa U3 Pa3HbIX UCTOYHUKOB,
TaKUMX KaK BHYTPEHHss AOKYMEHTUpPOBaHHasd MHQOpMalys W COBeLlaHWUs, M3 NyOJUKAlUH B
HAllUOHAJIBHOW M MEX/JAYHapOJHOM Ipecce, HWHTEPHET-CAUTOB, MaTepHa/ OB HAaLMOHAJbHBIX
CTaTUCTUYECKUX OPTraHOB M JIPYTHMX NPABUTEJbCTBEHHbIX y4pexJeHUW, NpodecCHOHATbHBIX U
TEeXHUYECKHUX HW3JaHWM, MaTepuasioB KoHpepeHIM U BCTped C MpPeJCTaBUTENSIMU
COOTBETCTBYIOLUX  YYpPEXKJAEHUH, BCTpeY C MNOTPeOUTEeNsIMU U  COOTBETCTBYIOIIUMU
3aMHTEepPeCOBaHHBIMU CTOPOHAMH, a TaKXKe MaTepruaJioB NpodeCcCUOHATbHBIX aCCOIAALMH.

[IpyuMepbl BHYTPEHHUX U BHEIIHUX GAKTOPOB, CYL|eCTBEHHDIX JIJI1 KOHTEKCTa OpraHU3alu, MOTYT
BKJIIOYATh, HO HE OTPAaHUYUBATLCA 3TUM, Cefyloliee:

a) BHelIHHUe PaKTOPbI, CBSI3aHHBIE C:

1) MaKpPO3KOHOMHWYE€CKHUMH aAClI€KTaMH, TAKHMHU KAK IIPOTHO3bI 10 KYPCY BaJKOT, 3GKOHOMHUYE€CKAA
CUTyallysd, IPOrHo3 I/IH(l)JIHI_U/II/I, AOCTYIMHOCTb KpeJHUTOB,

2) collMaJIbHbIMU acCleKTaMU, TAKUMU KaK perdoHaibHbIA ypOBeHb 6€3paboTUllbl, OlIYILeHUe
6€e30MaCHOCTH, YPOBEHb 06pa30BaHusl, Npa3JHUYHbIE U paboyre THY;

3) NOJIMTUYECKUMHU acClleKTaMH, TAKUMU KaK MOJHUTHYEeCKasd CTAaOU/IBbHOCTb, FOCYJapCTBEHHbIE
WHBECTHULMHY, peTMOHa/bHAsA MHPACTPYKTYPa, MeXyHapO/Hble TOProBble COT/IalleHus;

4) TeXHOJIOTUYECKHMH aclleKTaMH1, TAKUMHU KaK HOBble HallpaBJIEHH S B TEXHOJIOTHH, MaTepHasiax
¥ 060pyIOBAHUHU, CPOK JIeHCTBUS ATEHTOB, MPodeCcCHOHaIbHbIe KOJEKChI TOBE/IeHUS;

5) KOHKypeHI[Uel, BKJIIOYas [AOJ0 pbIHKA, 3aHHUMaeMyl OpraHusaluel, mnoJo0Hble WJIU
3aMellawlie MNPOAYKTbl WM YCAYrd, TEHJEeHUHUH JINJEepPOB pPbIHKA, TEHJAEHLUH pocTa
KJIMEHTCKOM 0a3bl, CTAOUJIbHOCTb PbIHKA;

6) dakTOpaMH, BIAUSIOLUMH Ha pabodyr cpefly, TAKMe KaK perJiaMeHTUpPYIiue Tpe6boBaHUSA
1po¢co030B, 3aKOHO/IaTe/IbHbIE U HOPMAaTUBHbIe TPeOGOBaHUs, B TOM YHCJIe 9KOJIOTUYECKOe
3aKOHO/IaTE/bCTBO U KOJEKCHI;

b) BHyTpeHHUe GaKTOPHI, CBSI3aHHBIE C:
1) o6uUM pe3yibTaTOM JAeaTeJbHOCTU OpraHU3aluy;

2) dakTOopaMM, OTHOCSLUMUCS K pecypcaM, TaKUM Kak uHPpacTpyktypa (cm. ISO 9001:2015,
7.1.3), npou3BoOJCcTBeHHAs cpeJia JJis BbllloJHEHUs mnpoueccoB (cM. ISO 9001:2015, 7.1.4),
KOpIopaTUBHbIe 3HaHUS opraHusanuu (cM. ISO 9001:2015, 7.1.6);

3) nepcoHasioM, TaKHe KaK KOMIIETEHTHOCTb COTPY/HUKOB, KOPIIOPAaTUBHAS 3THKA U KYJIbTYPa,
OTHOLIEHUs C TPodCcor3aMu;

4) onepanMOHHOMN eATeJbHOCTbIO, TAKME KaK BO3MOXXHOCTH Npoliecca WM MNPOU3BOJACTBA U
OKa3aHUs YCJIYT, IOKa3aTe/JU CUCTEMbl MeHe)KMEHTA KayeCTBa, OLleHKa y/I0BJIeTBOPEHHOCTH
HOTpeouTeIs;

5) ynpaB/ieHHUEM OpraHu3alUel, TakyMe KakK MpaBuJia U NPOLeAYypbl NPUHATUSL PELIeHUN WU
OpraHM3alOHHAas CTPYKTypa.

Ha cTpaTervueckom ypoBHe MOTYT ObITh UCIOJIb30BaHbl TaAKME UHCTPYMeHThI, kKak SWOT-ananu3t
u PESTLE-ananu3ii. [IpocTbiM pelileHHMeM AJis OpraHU3aldidi B 3aBUCHUMOCTH OT Macuitaba u
CJI0’KHOCTH UX JIeITeJIbHOCTH MOXKEeT ObITh MO3TrOBOH IITYPM WUJIM 33/laHHE BOIIPOCOB «UTO, €CJIUY.

il aHanns cunbHbIX (Strengths) n cnabbix ctopoH (Weaknesses), BoamoxHocTew (Opportunities) u yrpos (Threats) [npum. nep.]

il ananua nonuTUYeckux (Political), akoHomu4yecknx (Economical), counanbHbix (Social), TexHonornyeckux (Technological),
3akoHogaTenbHbIX (Legal) n akonoruyecknx (Ecological) daktopos [npum. nep.]
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4.2 [loHnuMaHue NOTPEOHOCTEN U 02KUJAHUNA 3aUHTEPECOBAHHbIX CTOPOH

llesib 3TOrO MoOApaszesna COCTOMT B TOM, UYTOOBI TapaHTUPOBATh, YTO OpraHU3aLUsl yYUTbIBAET
CylleCTBEHHble TPe6G0BaHUS 3HAUUMbIX 3aUHTEPECOBAHHBIX CTOPOH, B YHCJIe KOTOPBIX HE TOJIbKO
UX HeNocpeACcTBeHHble NMOTpebuTesd. CMbICA B TOM, YTOOGbl CHOKYCHPOBATBHCA TOJIbBKO Ha TeX
3HAUUMBbIX 3aUHTEPECOBAHHbIX CTOPOHAX, WUMEKT BJMUSAHUE Ha CIOCOOHOCTb OpraHU3alUU
NOCTaBJSATb HPOAYKTbI W YCJAYTH, OTBeyawllue TpeboBaHUSAM. M XOTS 3TO HaNpsMyl He
ycraHoBsieHO B ISO 9001, opranusanusa MOXKeT pacCMaTpUBaTb CBOM BHELIHWE W BHYTpPEHHUeE
dakTopsl (cM. ISO 9001:2015, 4.1) g0 - 4TOOBI OMOYb cebe B 3TOM — OMNpeJie/ieHUs 3HaUMMbIX
3aUHTEPECOBAHHBIX CTOPOH.

Hepequb 3HAYHUMbIX 3dUHTEPECOBAHHBIX CTOPOH [OJiA KaH(ﬂOﬁ OpraHu3an YHHWKaJICH.
Opraﬂusaunﬂ MOXKeT paspa60TaTb KPpUTEPHUHU OTHECEHHUA K 3HAYUMBbIM 3aWHTEPECOBAHHbLIM
CTOpOHAaM, YYUTbIBad CJleAyroliee:

a) BO3MOXKHOE BJIMSIHUE Ha JIeSTEJIbHOCTb OPraHU3aluy U e€e pellleHus;

b) cnoco6HOCTB cO3/1aBaTh PUCKU U BO3MOKHOCTH;

C) BO3MOXKHOE BJIMSIHUE HA PBIHOK;

d) cnoco6HOCThb BJAMSATH Ha OPraHU3aLMI0 MOCPEACTBOM CBOUX PELIEHUN U NeUCTBUM.

[IPUMEP 1 IIpuMepaMu 3aHTEpPECOBAHHbBIX CTOPOH, KOTOPbIE MOTYT pacCMaTpUBaTbCS OpraHU3aluel Kak
3HAYUMBbIE, CJIyKaT, HO HE OTPAHUYUBAIOTCS 3TUM:

— T§oTpebuTeNy;

— KOHeYHbI€ [10JIb30BaTe/IU WU GeHepuIUaphI;

— MapTHephI 10 COBMECTHOMY NPEANPHUSTHIO;

— ¢paHyaiizepsr;

— BJa/ieJblbl UHTEJJIEKTYaJbHON COGCTBEHHOCTH;

— JloYepHUE U roJIOBHble OPraHU3alUU;

— COGCTBEHHHUKH, aKI[MOHEPHI;

— 6aHKW;

— 1podcoio3bl;

— COTPYAHUKH U BCe, KTO paboTaeT OT UMEeHU OpraHu3alliy;

— 3aKOHOJaTeJibHble U peryJjupyloliue opraHbl (MecTHble, perdoHasbHble, HallMOHaJbHble WJIH
MeX/IyHapO/HbIEe);

— TOproBble U NpodeccuoHaIbHbIE aCCOLMALINY;

— MeCTHbIe 0011leCTBEHHbIE [PYIIIIbI;

— HeNpaBUTEJbCTBEHHbIE OPraHU3aALUH;

— pacmoJio’KeHHbIe PSI0M B JAHHOW MeCTHOCTH OpraHU3aluy;
— KOHKYPEHTHI.

YTo6bl MOHATH NOTPEOHOCTH U OXUAAHUS 3HAYUMbBIX 3aUHTEPECOBAHHBLIX CTOPOH, MOXHO
MCII0JIb30BaTh PsiJi METO/0B. ITO MOXET OBbITh paboTa C TEMH, KTO OTBeYaeT 3a MPOIeCChl HUJIH
IpUMeHeHHe MEeTO/I0B, TO3BOJIIOIIUX COOUPATh UHPOPMALUIO. ITU METO/Ibl BKJIIOYAIOT B Ce651, HO
He OrPaHUYMBAIOTCS 3TUM:

— dHaJIW3 [I0JIYY€HHbIX 3aKA30B,

— aHaJIM3 3aKOHO/IaTeJIbHbIX U HOPMAaTUBHBIX TPe60BaHUHN IOPUANIECKUM MOpa3ie/IeHueM WU
CTPYKTYpPOM, OTBeyarolei 3a COOTBETCTBUE;
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— JI066upoBaHre U HepopMasbHOE OOIIeHHE;

— y4YacTHe B COOTBETCTBYIOLHE aCCOLHALUAX;

— OeHYMapKHUHT;

— HCCAel0OBaHUe PBIHKA;

— QaHaJ/IM3 B3aUMOCBs3€eHU B LelI0YKe 10CTABOK;

— QaHKeTUpOBaHMUe NOTpebuTesel NN KOHEUYHBIX [10J1b30BaTe/1el;

— OTCJIe)XUBaHUe NOTPeOHOCTEeN, OX)KUJaHUM U YI0BJIETBOPEHHOCTH.

[IPUMEP 2 IIpuMepsl Tpe6OBaHUN 3aHTEPECOBAHHBIX CTOPOH BKJ/IKOYAIOT, HO HE OTPaHUYMBAIOTCS 3TUM:
— Tpe6OBaHI/IH HOTpe6HTEHeﬁ B OTHOIIEHHUH COOTBETCTBHSA, IEHbI, IOCTYITHOCTH WJIK IIOCTABKH;
— KOHTPAKTbl, KOTOPbIE 3aK/II0YEHbI C IOTPeGUTE/IEM MM BHEIIHUMH [OCTABLUIMKAMUY;

— OoTpac/ieBble HOPMbI U CTaHJAPTHI;

— CorJialieHHud C O6].LleCTBeHHbIMI/I rpynnamMmy Ui HelmfpaBUTEJIbCTBEHHbBIMU OPraHU3allUAMU;

— 3dKOHOJaTeJIbHbl€ 1 HOPMATHUBHBIE Tpe6OBaHI/IH K IMOCTaBJIAEMbIM IIPOAYKTaM H yCJyraM, a TakKxe Te,
KOTOpbI€ BJIHUAKT Ha CIIOCOOHOCTbD OpraHu3any NOCTAaBJIATDb TaKUe NPOAYKTBI U YCIYTH,

— MeMOpaHAyM O B3aUMOINOHHWMaHUY;

— paspelleHUs, JULeH3UU WU HHble POPMbI CAHKIIMOHUPOBAHUS;

— TMpejANvcaHus, BbIyIlleHHbIE HAZ30PHBIMU OpTaHaAMU;

— JI0TOBOPBI, COTJIALIEHUST U TPOTOKOJIbL;

— COrJIalleHUs C OpraHaMU rocy/japCTBEHHOM BJIACTH U MOTPEOUTENSIMUY;

— [106pOBOJIbHO NPUHHUMaeMble IPUHLUIbI U HOPMBI;

— [106pOoBOJIbHAs MAaPKHUPOBKA HJIK 3KOJIOTUYECKHE 00513aTe/IbCTBa;

— 00653aTeJbCTBA, BbITEKAIOIINE U3 JIOTOBOPHBIX OTHOIIEHUH C OpraHu3alnuen,

— IOJIUTHUKH OJid COTPYAHUKOB.

Mudopmarnys, nosydyeHHass TaKUM 00pa3oM, JIODKHA ObITh yYYTeHa MPU MJIaHUPOBAHUM CUCTEMbI
MeHe/KMeHTa KadecTBa (cM. [ISO 9001:2015, paszen 6).

Opraﬂnsaunﬂ AOJIX)KHA IOMHHUTD, YTO 3HAYHUMbI€ 3aMHTEPECOBAHHbLIE CTOPOHBI U UX CYlLI€CTBEHHbIE
Tpe6OBaHI/IH MOT'yT OBbITh pPa3/IM9YHbIMHU OJIA Pa3JIMYHbIX IPOAYKTOB H YCJIYT, 4 TAKXE MEHATbLCA B
CHUJIy HellpeJBHUAE€HHbIX 06CTOSATENIbCTB UJIU omnaaeMof/i peaKnr Ha COOBITHSA HA PbIHKE.

OpraHusauuu ciefyeT UMeTb HaJleXXHble CUCTeMbl MOHHUTOPHMHIA U aHa/M3a CyIlleCTBEHHBIX
Tpe6GOBaHUH ee 3aMHTEPECOBAHHBIX CTOPOH. DTU MOHUTOPHHT U aHAJU3 MOTYT OCYLIeCTB/ISATHCS B
paMKax mpolecca, CBA3aHHOTO C TpeOGOBaHUSMU NOTpebUTesIel, NPOEKTUPOBAHUSA U pa3pabOTKU
IPOJYKTOB W YCJYT, a Takxke (Ha 6oJiee BBICOKOM CTpaTervyeckoM YpOBHe) B XOJie aHajv3a
MeHe/P)KMEHTA.

4.3 OnpeaesieHUe 06/1aCTH AeMCTBUS CUCTEMbI MEHEA)KMEHTA Ka4yeCcTBa

[lesnb 3TOrO mojipaszesia B TOM, YTOObI ONpeeJMTh I'PAaHUIbI CUCTEMbl MEHE/P)KMEHTA KayecTBa
TaKUM 00pa3oM, KOTOPbIM MOMOXET OpraHU3alyd BBIMOJHUTh TPeOOBAaHUS U TMOJYYUTH
OKU/laeMble pe3yJbTaThl CUCTEMBI.

B cOOTBETCTBUM C MyHKTaMM «a» — «C» pasgena 4.3 ISO 9001:2015 ob6sacTh AeUCTBUSA CaedyeT
yCTaHaBJIMBATh, OCHOBBIBASACH Ha:

a) BHEIIHUX U BHYTpPeHHUX (aKTopax, KOTOpble yKa3aHbl B TpeboBaHUsAX pa3zgena 4.1 ISO
9001:2015;
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b) cymecTBeHHbIX TpeGOBaHUAX 3HAYUMBIX 3aWHTEPECOBAaHHBIX CTOPOH  (TaKHUX, Kak
peryjupyouiye opraHbl WJM NOTpe6GUTeNH), KOTOpble OIllpeJiesieHbl B COOTBETCTBUU C
Tpeb6oBaHUAMHU pa3fea 4.2 ISO 9001:2015;

C) NPOAYKTAaX U yCJayrax, IoCTaBJ/IsieMbIX OpraHu3alue.

[Ipu ompeneseHUn 06JIaCTH JEHCTBUS OPraHU3ALUHU CJeAyeT TAKXKe yCTAHABJUBATb T'PAHHULbI
CUCTEMbI MEHE/P)KMEHTA KayeCTBa, IPMHUMasi BO BHUMaHUe Takue GpaKTOphl, KaK:

— HHOpPACTPYKTypa OpraHu3anuu;
— pasJIMYHble MeCTa PacloJIOKEeHUsI OPTaHU3aLMHU U BUJIbI J1eITEeIbHOCTH;
— KOMMepuecKHue NOJUTUKU U CTPaTeruy;

— BBINIOJIHSIEMbIE CaMOU OpFaHHBaHHEﬁ HJIKW OCylecCTBJIdAeMble BHE e€e (I)YHKL[I/II/I, BHU/bI
AeATEeJIbHOCTH, IIPOLECCHI, MOCTAaBJIA€MbI€ U3BHE NIPOAYKThBI U YCIYT'H.

Bce Tpe6oBanus ISO 9001 cyvTaroTCcs NpMMEHUMbIMM [0 Te€X MOP, TOKA 0Ka3bIBAalOT BJAMSHHE Ha
CIIOCOOHOCTb OpraHU3allMU MOCTaBJSATh HPOJAYKTbl W OKa3blBaTh YCJAYTH, COOTBETCTBYIOLIUE
TpebOBaHUSAM, UJIM OBBILIATH YA0BJIETBOPEHHOCTb NOTPEOUTEIEN.

[Ipu onpeneseHMU NpUMeHUMOCTH TpeboBaHUM [SO 9001 opraHu3auuu cjaeayeT pacCMaTpUBaATh
KaXkJj0e OTJeJibHOe TpebOoBaHMe, a He MPOCTO MPU3HABATh HEMNPUMEHUMbIM Bech pasjes. UHorga B
paszesie MOTYT ObITb MIPMMEHHMMBIMHU TOJIbKO HEKOTOpble TpeOOBaHUSA WJIM Ke BCe TpebOBaHUS
pasziesia MOTYT ObITh IPUMEHUMbIMH, IMOO HE TPUMEHUMbIMHU.

O6snacTb [AEeWCTBUSA [JOJDKHA YNpPaBJAATbCA KaK JOKYMEHTHpoBaHHass HWHopManus. 06sacThb
JleCTBUA 0/DKHA BK/IOYATh N0JJPOOGHOCTH, Kacarliyuecs 0XBaTblBaeMbIX IPOJYKTOB U ycayr. OHa
TakKXe JJ0/>KHA BKJIOYaTh B cebs1 000CHOBaHME IPU3HAHUSA HENIPUMEHUMBIM JIDOOT0 Tpe6OBaHUS.
dTa JAOKYMEHTHpOBaHHas WH$oOpMauus Jo/KHA 0POPMJATHCA U YIpPaBJIATHCI TEM CIOCO6GOM,
KOTOpBIH, 10 MHEHUIO OPTaHU3al1Y, YI0BJIETBOPSIET ee NOTPeGHOCTAM, 6Y/1b 3TO PYKOBO/CTBO UJIU
BeOCaNT.

4.4 CucteMa MeHe/)KMEeHTa Ka4yeCTBa U ee NPOoLecChl

4.4.1 llenb ga”HHOrO NMoJipas/iesia B TOM, YTOObI FapaHTUPOBATh, UTO OPraHU3alUs ONpe/iesisieT B
cootBeTcTBUU € ISO 9001 nporiecchl, HEO6X0AUMbIe /IJIs €e CUCTeMbl MEHEPKMEHTA KadyecTBa. ITO
BKJIIOYAET B ce6s1 He TOJIbKO MPOILeCChl MPOU3BOACTBA MPOAYKTOB U YCJIYT, HO TaKXe MPOILECCHI,
KOTOpble HEOOXOAUMbl [Jil pe3yJbTaTUBHOIO (QYHKIMOHUPOBAHUSI CUCTEMbI, TaKHhe Kak
BHYTPEHHUM ayJuT, aHAJIM3 MeHe/J)KMEeHTa W Apyrue (B TOM YMCJIe NPOLECCH], BbINOJIHSEMbIE
BHEIIHMMH NOCTaBlIMKaMu). Hanpumep, eciiv opraHusanus onpezeinia noTpebHOCTb B MPOIecce,
CBSI3aHHOM C peCypcaMH [iJisi MOHUTOPUHTA U U3MEPEHUS], TO ITOT MPOLECC I0/KEH OY/IET OTBEeYaTh
TpeboBaHuAM ISO 9001:2015, 7.1.5. YpoBeHb AeTanu3alny, C KOTOPbIM J0JKHbI ObITh ONpe/ie/ieHbl
IPOLIECCh], MOXXET pa3jM4yaTbCi B 3aBUCHMOCTH OT KOHTEKCTA OpraHU3alldd U NpPHMeHeHUs
MBbIIJIEHUS], OCHOBAHHOTO Ha OlLIEHKE PUCKOB, YYUTbIBAsA CTeNeHb, C KOTOPOU MpPOLeCC BAUSET HA
CIIOCOOGHOCTh OpTraHM3alUM MOJy4YaTh 3allJIAHUPOBAHHbIE Pe3yJibTaThl, BEPOSATHOCTb MOSIBJIEHUS
npo6JieM B Ipoliecce ¥ BO3MOXHbIe MOCJe/ICTBUS 3TUX TPO6JIEeM.

[Iporiecc - 3TO COBOKYNMHOCTb B3aMMOCBSI3aHHBIX U B3aMMOZEHCTBYIOIMX BUJOB JeSATEeJbHOCTH,
KOTOpad HUCIIoJb3yeT BXOAbl OJId ITOJYIY€HHUA 3allJ/ITaHWPOBAHHBIX PE3YyJIbTATOB. B cooTBeTCTBUU C
n.1m. «a» — «h» pasgena 4.4.1 1ISO 9001:2015:

a) opraHM3alUu ClefyeT ONpee/iTb TpebyeMble BXOJbl U OXKHJAdeMble OT MPOLLECCa BbIXObI;
TpebyeMble MPOLECCY BXO/1bl CJIeyeT pacCMaTpPUBATh C TOYKH 3pEHHUs TOr0, UYTO TpebyeTcs AJis
3alJIAHUPOBAHHOTO BBINOJTHEHUS MPOLIECCA; OXKUAAeMble Pe3YJIbTAThI CIeyeT pacCMaTPUBATD C
TOYKHM 3pEHMs TOTO, YTO OXKMJAeTCH JIMO0 MOTpebUTeNsIMH, MO0 CleAYIOLUIMMU NPOLeccaMy;
BXO/Ibl U BBbIXOJIbl MOTYT ObITh BellleCTBEHHbIMU (HampHMep, MaTepHuasbl, KOMOIOHEHThI WJIH
060pyloBaHUE) WM HeMaTepHaibHbIMU (HalpuMep, JaHHble, UHPOpMaL Ul UM 3HAHUS );
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b) npu omnpezeseHUM nocjae0BaTEJbHOCTA U B3aUMOJEWCTBUA 3TUX NMPOLECCOB JOKHbI OBbITh
NpOaHa/JU3UPOBaHbl CBA3W MpeALIECTBYOIUX U MNOCAeAYIIHUX MPOLEccoB; MeTOo/bl
JleTaJM3aluy M0CJe0BaTeJIbHOCTH U B3aMMOJIEMCTBUSA 3aBUCAT OT XapaKTepa OpraHU3alyy;
MOTYT HCIOJb30BaThbCs pa3JiMuHble MeTO/bl, TaKhe KaK COXpaHeHUWe U yIpaBJeHHe
JIOKYMEHTUPOBAaHHOW HHQopMauuer (HanmpuMep, KapThl MPOLECCOB WJIU OJOK-CXeMbl) WU
6osiee NpOCTble NOAXOAbI, TaKWe KaK YCTHble TMOSICHEHUS N0C/JeJ0BaTeJbHOCTH U
B3aMMO/IeNCTBUS NIPOLECCOB;

€) y6eUTbCs, YTO NPOLECChl pe3yJbTaTUBHBI (T.e. QOPMUPYIOT 3allJIAHUPOBAHHbIE Pe3yJbTaThl),
opraHusalueil JOoJ/DKHBI ObITh OnpejiesieHbl U NPUMeHeHbl KPUTEPUU W MeTO/ibl yHpaBJeHUs
NpOLIeCCOM; B KauecTBe KpUTEpPUEB JJiI MOHUTOPUHIA U H3MepeHUH MOryT BbICTYNaATh
napaMeTphl Iponecca W clnenupuKaluyd NPOAYKTOB M YCJYT; NOKas3aTeau JedaTeJbHOCTU
JLOJ>KHBI OBITh CBSI3aHbl C MOHUTOPHUHIOM U U3MEPEHHUAMHU UJIM MOTYT OBbITh CBA3aHBI C LIeJISIMU B
06J1acTU KayecTBa OpraHu3aunuu (KpUTepUsIMH); APYyrue MeTo/bl ONpe/esieHus MoKasaTesen
JlesITeJIbHOCTU BKJIIOYAIOT, HO HE OTPAaHUYMBAIOTCH 3TUM, OTYETh], rpadUKU UM pe3ysbTaTbl
ay/IuTOB;

d) opraHusanuu ciaeiyeT onpesieJIMTh pecypchbl, HE0OX0JUMble /1/151 BbIOJIHEHUS IPOLECCOB, TAKUe
KaK MepcoHaJi, UHPpacTpyKTypa, IPOU3BOJACTBEHHAs Cpe/ia, KOPIOpPAaTUBHbIE 3HAHUS U PECYPChl
JUI1 MOHUTOpUHTA U u3MepeHu (cm. ISO 9001:2015, 7.1); aHa/IM3 HaJIUYHS PECYPCOB JIO0KEH
BKJIIOYATh YYET BO3MOXHOCTEN M OTPAaHUYEHHUU CYIECTBYIOLUUX BHYTPEHHUX MPOLIECCOB U TEX,
YTO BbIMOJIHAOTCS BHEULIHUMU MOCTABLUKAMU;

€) opraHvdsaluu cjaeiyeT NpU Ha3HAYeHUU OTBETCTBEHHOCTH M MOJHOMOYMH JJisl ee MPOLLECCOB
CHauaJia onpeJieJINTh BU/bl eTeJbHOCTH, B HUX BXO/JSIIMeE, a 3aTEM ONpeJie/IUTh JIUL, KTO OyAeT
HECTU OTBETCTBEHHOCTb; OTBETCTBEHHOCTb K IMOJHOMOYUSI MOTYT YyCTaHaBJUBATbCA B
JIOKYMEeHTHUPOBAaHHOM MHpOpMaLuy, TaKoM KaK  OpraHu3allMOHHas CTPYKTYpa,
JIOKyMeHTHPOBaHHble NpOLEeAYpPhl, ONepallMOHHbIe MOJUTUKHA U JOHKHOCTHbIE WUHCTPYKIUH,
U1 60J1ee NPOCTBIM CIIOCOOOM — YCTHBIMHM PacHOpPsKEHUSIMUY;

f) opraHusaunuu ciaeayeT rapaHTHPOBATh, UTO JilOOble JIEMCTBHUS, HEOOXOAUMble [IJiT 06paboOTKHU
PHUCKOB W peasii3allid BO3MOXXKHOCTEH, CBsI3aHHble C MpoOIeccaMu, BbINOJIHAKWTCA (cM. ISO
9001:2015, 6.1);

g) OpraHu3anuu cjaeayeT paCCMOTPETb AAdHHbIE O Q)YHKHHOHI/IpOBaHI/II/I, IMOJIY4€HHBbIEC U3 aHAJIN3a
KPpHUTEPHEB, 3aldHHbBIX OJAd MOHHUTOPUHIA H HBMEpGHHﬁ; IMpOaHA/JIU3NPOBATbh U OLEHHUTDb 3THU
JaHHbIE; U OCYILIECTBUTD JIIOObIE HN3MEHeHHud, HeO6XOﬂI/IMbIe A1 obecreyeHus TOTO, YTOOBI 3TH
npouneccbl HEU3MEHHO MPOU3BOAUJIN 3allJIAHUPOBAaHHBIE pe3yJIbTAThI,

h) opraHusanus MOXeT MCI0JIb30BaTh pe3yJbTaTbl aHa/IW3a U OIEHKU JJis oOolpejeseHus
HeOoOXOZMMbIX Mep MO YJy4YIIEeHUI0; YJy4lleHHUs MOTYT ObIThb C/leJlaHbl HAa YPOBHe IMpolecca
(HanpuMep, CHMXKEHUEM BapHalUi B crnocob6ax BbINOJHEHUS AeSTeJbHOCTH) WJM Ha ypPOBHE
CUCTEMbl MeHEe/P)KMeHTa KadecTBa (HampuMep, CHIXeHHEeM o6beMa OyMaKHOHW paboThI,
CBSI3aHHOW C 3TOU CHUCTEMOW, MO3BOJISAWOIEN MepcoHasly OoJibllle CKOHLLEHTPUPOBATbCSA Ha
yIpaBJIEHUHU NTPOIECCOM).

4.4.2 llenp 3TOro moApasjesa COCTOUT B TOM, YTOObl TapaHTUPOBATh, YTO OpPraHU3aLUS
onpejesisieT HE06X0JUMbI 06'beM JOKYMEHTUPOBAHHOU UHPOPMALIUH.

JlokyMeHTHpOBaHHasd WHpopMauuss - 3To HHbOpMaIUs, KoTopas JOJ/DKHA YHpPaBJSThCS
OpraHU3allel, U HOCHUTEJIb, HA KOTOPOM OHA PacCIoJIoXKeHa.

CooTBeTcTByWOIIee JUIO (Hanmpumep, Bjajesiel] Mpolecca, Baazesel pe3yJbTaTa npolecca, Julo,
KOHTPOJIUPYIOlllee Mpolecc) AO/KHO aHaJU3UWpOBaTh, Kakasg HUHGOpMaLMsl HCIOJIb3yeTcs B
nmpoiecce Jisi HEU3MEHHOTO TMOJIydYeHHUs 3allJlaHUpPOBAaHHOro pe3ysbraTta. [ HUHboOpMaIUU
(HampuMep, npoueayp, paboyux MHCTPYKLMH, HarJAsaJHbIX M[0COO6UN, HWHGPOPMALUOHHO-
KOMMYHUKAIlMOHHBIX CHUCTeM, 4epTexel, cnenqudpukalui, cucTeM INokKasaTesell, oTyeToB, KPI,
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IIPOTOKOJIOB COBELLIAHU M, TOKa3aTeJbHbIX 060pa310B, pa3rOBOPOB), KOTOPas UCNOJIb3yeTcs, J0JDKEH
BBINIOJIHATBCSA aHa/JIM3 BaXXHOCTH C TOYKM 3peHUsl obeclieyeHUs] NMOTpPeGHOCTH mpouecca. B
pe3y/bTaTe JJOJPKHO ObITh IPUHATO pelleHue, Kakasd MUHPopMaLus AoKHA pacCMaTPpUBAThCA KakK
JIOKyMeHTHpOoBaHHas HH$opMauusa. Hanpumep, Korga BbiCllee PYKOBOJACTBO OCYLIECTBJISET
CTpaTervyeckoe JaHUPOBAHUE, OHO MOXKeT 110 MHTepHeTY KOHCY/IbTUPOBAThHCA U U3y4aTb TaKYHO
BaXKHYI0 UH(POPMALUIO, KAaK OTYETHI O TEKYLEM U IEPCIEKTHBHOM COCTOSSHUM OTPACJH, B KOTOPOU
paboTaeT opraHusanusi, pa3paboTaHHble NPAaBUTEJbCTBEHHBIMU YYpEXJAEHUAMU U [PYyTUMHU
COOTBETCTBYWUIMMH CTOPOHAaMHM. IJTy UHPOpPMalLMI0 He CTOUT paccMaTpuUBaTh, Kak
JIOKYMEeHTHPOBaHHY0 MHPOPMALHIO, TaK KaK OHA IMOoJiyyeHa M3 06LieJOCTYIIHbIX UCTOYHUKOB. U
Hao60poT, OM3Hec-IJIaH, KOTOPbIM, KpoMe BCero npoyero (HanpyMMep, MUCCHM OpraHM3allly, ee
BU/IeHUS], [IeHHOCTeN U KapThl IPOLECCOB), COAEPKUT 1ieJIU B 06J1aCTH Ka4eCTBa, ONUCAaHUS PUCKOB
M BO3MOXHOCTEH, CTpaTerud JoJokeH Obl paccMaTpuBaTbCsl KaK JJOKYMEHTHpPOBaHHas
MHpOpManus.

OpraHusauusi camMa oOIpejesisieT pas3/IdiHble THUIbI JOKYMEHTUPOBAaHHOW HHOpMaLuH,
Heo6X0JUMOM JiJisi obecriedeHUs] PYHKIIMOHUPOBAHUS €€ MPOLeCCOB U CUCTEMblI MeHeKMeHTa
KavyecTBa. [Ipu onpejiesleHUU THUNA U 00'beMa HeOO6XOAHMMON JOKYMEHTUPOBAHHOU MHQOpMaAIUU
OpraHMU3alUU CJelyeT OLEHUTb ee COOCTBEHHble MOTPEGHOCTH M HUCNOJIb30BaTh MbIIIJIEHHUE,
OCHOBaHHOE Ha OlleHKe PUCKOB. TakKe cje/lyeT y4ecTb pa3Mep OpraHy3aluu, BU/ibl esITeJIbHOCTH,
THUIIbI TPOJYKTOB U YCJYT, CJIO)KHOCTh €€ MPOIeCCOB, Pecypchl U T.J. U BO3MOXXHbIEe MOC/e1CTBUSA
HECOOTBETCTBHUM.

B To Bpems, kak ISO 9001 onpepensieT npuMeHEHUE JOKYMEHTUPOBAHHOW UHPOpPMALUU B psje
TpebOBaHWM, Yy OpraHU3alMud MOXeT ObITb HOTPeOHOCTb HMeTb [ONOJHUTEJIbHYI0
JIOKyMEeHTHPOBaHHYI0 MHPoOpMaLUI0 (TaKyl KaK JOKyMEHTUPOBaHHble NMPOLEeAYypbl, BeOCANTHI,
paboyre MHCTPYKLUH, PYKOBOJCTBA, perjJaMeHTbl, CTaHAApTbl, GOpPMbI, pPeKOMeHJaluH,
IporpaMMHoOe obecrneyeHre, MOOUJIbHbIE MPUJIOXKEHUS) AJis1 yIIpaBaeHUs1 QYHKLIUOHUPOBAHUEM
CBOUX MPOLECCOB.

Kakyo-To JOKyMeHTHPOBAaHHYI0 UHPOPMAIMI0 OpraHU3al[uM He0OX0AMMO OYAEeT epecMaTpUBaTh
nepuou4ecKy, YTOObI COXPaHATD ee aKTyaabHOCTb. ISO 9001 ucnosib3yeT BhlpaxkeHU e «yNPaBAATh
JIOKyMEHTHPOBAaHHONW HHpoOpManuen»V i yKaszaHUs TaKOro THUINA JOKYMEHTUPOBAHHOU
WHpOpMaIHu.

Jlpyrasg JOKyMeHTHpOBaHHas WH$OpMalus [OJPKHA COXpPaHATbCS B HEM3MEHHOM BHJe (eciu
TOJIbKO M3MEeHEeHHe He CaHKLHUOHHUPOBAHO), YTOObI JEMOHCTPHUPOBATh COOTBETCTBUE U [laBaTh
YBEPEHHOCTb B TOM, YTO IPOLECC BBINOJIHAJICSA, KaK 3allJIAHUPOBAHO, UJIK POJLEMOHCTPUPOBATD,
OblJIM MJIM HET BbINOJIHEHBI TpeboBaHUsA (TakOM THUN JJOKYMEHTUPOBAaHHOW MHGQOpPMALUHU 4YaCTO
HasblBaeTcd «3anucaMu»). ISO 9001 ncnosib3yeT BblpaXKeHHE «COXPAaHATbH JOKYMEHTHUPOBAHHYIO
uHpopMalMo»Y /ISl yKa3aHUS TAKOro TUNA JJOKYMEHTUPOBAaHHOM MHopManuu. JJaHHBIA THUI
JIOKYMEHTUPOBAaHHOW HMHGOpMALMM 4YaCcTO CBA3aH C TpeOGOBaHUAMU  TMOTpebUTesEeH,
3aKOHOJATe/JbHBIMU M HOPMATUBHBIMHU TpPEOGOBAaHUSIMM MWJIHW COOGCTBEHHBIMHU TpeOGOBAaHUSAMU
OpraHMU3aL MU K COXpaHsieMO# JOKyMeHTUPOBaHHOU HHOpMaL 1 H.

5 JluaepcrBo

5.1/InaepcTBO U 06513aTE/IbCTBA

5.1.1 061mMe noJI0KeHUus

llesb aTOrO MOJIpas/iesa B TOM, UTOObI FapaHTUPOBATh, UTO BhICLIEE PYKOBO/CTBO JIEMOHCTPUPYET
JINIePCTBO U 00f3aTe/JbCTBA TEM, UYTO WrpaeT aKTHUBHYK pOJIb B NPHUHATHUU 00643aTesbCTB,
nojJiepKKe, a Takke B obecriedeHMHU, MHOQOPMHUPOBAHUN U MOHUTOPUHTe QYHKIIMOHUPOBAHUSA U

VB opurmHane «maintain documented information» [npum. nep.]

V B opuruHane «retain documented information» [npum. nep.]
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pe3yJIbTaTUBHOCTH CUCTEMbl MeHeJpKMeHTa KadecTBa. [lyTH, KOTOpBIMHM 3TO MOXeET ObIThb
OCyILLeCTBJIEHO, 3aBUCAT OT PAa3/JIMYHbIX GaKTOPOB, HAIPUMeED, pa3Mepa U CJI0KHOCTHU OpTaHU3aLUH,
CTUJIS1 yIIpaBJI€HUA U KOPIIOPATUBHOU KYJIbTYPBI.

B opranusanuu B KayecTBe «BBICIIEr0 PYKOBOJACTBAa» MOXET BBICTYNATb, HallpUMep, IJIaBHbIU
ucnosHuTesbHbld gupektop (CEO), ynpaBisoWuyil JAUPEKTOp, TreHepasJbHBbIA MeHeKep,
npe3u/ieHT, COBeT JUPEeKTOpOB, IpaBJieHUe, YOpaBJALMN napTHep(bl), eAUHCTBEHHBIN
COGCTBEHHUK, NapTHep(bl) U PYKOBOAUTE/IM BBICLIErO 3BeHa. Briclliee pyKOBOACTBO MMeeT NPaBo
JleJIerTMpoBaTh OJTHOMOYHMSA U pacnopskaThbCs pecypcaMy B paMKax opraHusauuu. Eciu obaactb
JleMCTBUA CUCTEMbI MEHe/P)KMEHTA 0XBaTbIBaeT TOJIBKO 4YaCTh OPraHU3alL UM, TO IOHATHE «BbICLIEe
PYKOBO/ZCTBO» OTHOCUTCA K T€M, KTO HEIIOCPEACTBEHHO YNPaBJseT 3TOW YaCTbIO OPraHU3aluu.

Kaxaa opranusanusa uMeeT COOCTBEHHbIe IOTPEOHOCTH U BbICLIee PYKOBO/ACTBO IPUHUMAET CBOU
COGCTBEeHHbIe pellleHUA. [l BBICLIErO0 PYKOBOZCTBA BaXXKHO IapaHTUPOBATb, YTOOBI NPOLECChI
CUCTeMbI MeHe)KMeHTa KayeCcTBa OpraH13aluy ObLJIM BCTPOEHbI B GU3HeC-MIPOLeCChI.

B cooTBeTCTBUH C IL.II. «a» — «j» pazgesa 5.1.1 ISO 9001:2015 sTo npexmoiaraer:

a) 4TO BBICIIEE PYKOBOJICTBO JAEMOHCTPUPYET, YTO OHO OCO3HAET U MPUHUMAET OTBETCTBEHHOCTD
3a pe3yJbTaTUBHOCTb CHUCTEMbl MeEHE)KMEHTA KadyecTBa TEM, YTO OHO MPUHUMAET
OTBETCTBEHHOCTb 32 ee QYHKLUOHUPOBAHHE U CBOI CHOCOBGHOCTb OOBSCHUTH JOCTUTHYThIE
pe3yJbTaThl; U XOTS ONpe/iesieHHble OTBETCTBEHHOCTb U oJiHOMOoYHA (cM. ISO 9001:2015, 5.3)
MOTYT OBITh JleJIETUPOBaHbI, IOJIHAS OTBETCTBEHHOCTh OCTAETCS 32 BbICIIUM PYKOBO/ICTBOM;

b) rapaHTHIO0 TOT0, YTO MOJMTHUKA B 06s1acTU KadecTBa (cM. ISO 9001:2015, 5.2) u uesu B 06J1aCTH
kavyecTBa (cM. ISO 9001, 6.2) ycTaHOBJIEHBI C YYETOM CTPATErMUYECKOTO HAMPABJIEHUS PAa3BUTHUSA
M KOHTEKCTa OpraHU3alMy; MOJUTHUKA B 00JIaCTH KauyecTBa W LieJid B 06J1aCTU KayecTBa MOTYT
YCTAHABJMBATbCS WJIM I[epecMaTPUBATbCA B XOJle PEryJsipHbIX COBELIAHUM BbICIIETO
PYKOBOJICTBa, HampuMep, MOCBAUIEHHbIX CTpPAaTerMyeCKOMY TIJIAHUPOBAHUIO WJMU aHAIU3Y
MeHe/[P)KMeHTa;

C) rapaHTHIO TOro, 4YTO MpouecCbl CUCTEMbI MEHEAXXMEHTA Ka4YeCTBa OpPraHU3allMi BCTPOEHbI U
YIpaBJIAKTCA B paMKax O6I_LU/IX 6H3HeC-l’[pOL[eCCOB H He BOCIIPUHHUMAIOTCA KaK
«AOIIOJIHUTEJIbHbIE» WJIX Mellalolue ,ZlEI‘/JICTBI/IH;

d) NPpOABHXKEHHE ITPOLECCHOIO NMNoAX0/Ja U MbIIJIEHWA, OCHOBAHHOI'O HAa OlI€HKEe PUCKOB, HAlIpUMeED,
AJ1d obecrieyeHHUs BSaHMOAGﬁCTBHH Mexay mnponecCamMmr C HCIOJb30BAHHUEM CHCTEMHOTIO
noaxoad, HAIPaAaBJIEHHOI0O Ha AO0CTHUXKEHHEe COIJIaCOBAHHOI'O IIOTOKa BXOﬂOB/BbIXO,E[OB H
COTpyAHHWYECTBaA B IPUHATHUHU MEP B OTHOILIEHHUH PUCKOB U BO3MO)KHOCTeI>i;

€) MOHUTOPHHT TeKYLIel U MPOTHO3UPYyEMOM 3arpy3Ku U pabouyero rpaduka Jijisi rapaHTHUU TOTO,
YTO COOTBETCTBYWOIME pecypchl [JisI CHUCTeMbl MeHe)KMeHTa KauyecTBa (mepcoHal,
WHCTPYMEHTapHUH, 000pyJ0BaHUE U T.[|.) BblIEeJIEHbI U JJOCTYIHbI, KOT/Ia U T'Zle OHU HEOOXOJUMBI;

f) obcykneHre Ha BHYTPEHHUX HWHOOPMAIMOHHBIX COBEIAHHUSAX, Yepe3 3JIEKTPOHHYI IOYTY,
JINYHbIE GeceJibl, MHTPAHET OPTraHU3alMU U T.J. BAXXHOCTU W M0Jib3bl CUCTEMbI MEeHeIKMeHTa
KayecTBa U co0JII0/IeHUsI ee TPeOOBaHUM;

g) Ha OCHOBAaHMU MOHUTOPHUHIA pe3y/IbTaTOB rapaHTHIO TOTO, YTO CUCTEMA MeHe/[PKMeHTa KayecTBa
obecrieyrMBaeT 3alJlaHUPOBAaHHble pe3yJbTaThbl; MHOrJA MOTYT NOTPebOBaTbCA Mepbl AJs
M3MeHeHHUd WJM YJIy4lleHUs CUCTeMbl W/ COCTaBJAWIIUX e€e TMPOLLEeCCOB, BBICHIEMY
PYKOBO/ICTBY CJieiyeT rapaHTUPOBATh, YTO BCAKUH pas, KOT/a Takue JelcTBUsS HE06X0AUMbl, UM
Ha3Ha4yeHbl OTBETCTBEHHbIE U OHU 0OecliedeHbl pecypcaMy HajjlexaliuM 06pa3om;

h) mooumpeHue, ynpaBjieHre U NOAJEPKKY BKJaZa MepcOHala B Pe3yJbTaTHUBHOCTb CUCTEMBI
MeHeI)KMeHTa KayecTBa 06CyXJeHHeM C HUM 3THX BompocoB (cM. ISO 9001:2015, 7.4); 3To
MOXKEeT MPOSABJASATHLCSA B TOM, UTO BbICLIIEE PYKOBO/CTBO BBICTYNAET JABUXKYILEN CUJIOW IPOEKTOB
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Imo H606X0,£[I/IMI:>IM yJayqlleHUuAM U noompdaeT COTpYAHUKOB U APYTIHX Y9aCTBOBATb B Ka4€CTBE
YJIEHOB KOMAaHAhbI 110 YJIYYUI€HHUIO,

i) moamepkKy yJay4dlleHUH 3a cyeT 0becredeHus TOTo, YTO UHPOopMal s U peKOMeHJalliu ayUTOB,
VMHble OLIEHKU WU pe3yJsbTaThbl aHaiu3a MeHemxkMeHTa (cMm. ISO 9001:2015, 9.3) nepenarTcsa
OTBETCTBEHHBIM JIUI[AM (YTO MOXKET TaKXXe MOMOYb B JIeMOHCTPALMU BAXXHOCTU U MOJIE3HOCTHU
yAy4lIeHUM );

j) obecnedeHue MOAAEP! KU W METOAHWYECKOW MOMOILM JIHUIAM B JAPYTHUX BAXKHBIX 06J1aCTIX
yIpaBJieHUs B IEMOHCTPALMK UMHU JIMJIEPCTBA B TOM Mepe, B KAaKOM 3TO IPUMEHUMO B chepe Ux
BJIMSIHHSI; 9TO MOXXET BKJ/IIOYATh KYPaTOPCTBO M MOAJEPKKY HUX MPU MPUHATUHA KOHKPETHBIX
pellleHUi, KOTOpble IOMOTyT OPraHW3alM{ Jiydllle COOTBETCTBOBAaTb TPEOOBAHUAM HWJIH
OCYUIeCTBJSATD YJAy4lIeHHs, KOrJja 3TO HE06X0IUMO.

JleficTBUTe/NIbHOE JIMJEPCTBO U 006s3aTeJbCTBA MOLYT BEeCTU K JiydllleMy [OHHUMaHUIO
COTPYAHHWKAMH OpraHU3alUM TOTO, KAKUM 06pa30M OHM Y4YacCTBYIOT B CUCTEME MeHeIKMeHTa
KayecTBa, KOTOpasi CIOCOOGCTBYET OpraHuM3aldd HEU3MEHHO JOCTUraTh 3allJIaHUPOBAHHBIX
pe3y/IbTaToB.

5.1.2 OpueHTanuA HA NOTPeGUTE IS

llesb aTOTO MOAPa3/iesia B TOM, YTOOBI FapaHTUPOBATh, UTO BhICIlIEE PYKOBO/ICTBO OyZeT BUJUMbIM
06pa3oM JAEeMOHCTPUPOBATb JIUAEPCTBO M 06s53aTeJbCTBA B MOAJEPKKEe HalleJIEeHHOCTH
OpraHMU3alMM Ha BBINOJIHEHUE TPeOOBAaHHUU MOTpebUTess U IMOBBILIEHUE YA0BJETBOPEHHOCTH
noTpebuTes.

HOTpe6I/ITeJII/I — 3TO, KaK MIpaBuJo, JIOANU WX OPraHU3alluH, KOTOPbI€ 3aKYIIAaKOT NPOAYKTBI HJIHU
yCayru OpraHu3aliuu-ipou3BoAUTEJIA; OJHAKO, IO/ HOTpe6I/ITeJIHMI/I MOTYT NoApPa3yMeBaTbCA U
TaKHe KaTeropuu Jiml uJjimn opraﬂnsaunﬁ, KaK IrpaxziaHe, KINEeHTbI, IallUeHThbl, CTYA€HTbI U T.[., KTO
noJsiy4aeT NpoAyKTbI X1 YCJIIYT'Y OT OpraHHU3alUH.

Bhicliee pyKOBOJACTBO [IOJ/DKHO TapaHTHPOBATh, UYTO BHEeAPEHbl pe3y/bTaTUBHbIE MPOIECCHI
omnpejiesieHUs1 TpebGOBaHUK TMOTpebUTesNied, a TaKXKe 3aKOHOJATEJNbHbIX W HOPMAaTUBHBIX
Tpe6OBaHUHM, OTHOCAIIMXCA K MPOAYKTaM M ycjyram, NpOU3BOJUMBbIM OpTraHU3alUel, PU 3TOM
yKa3aHHble TpeGOBaHUSA MOHATHI HajJeXaluM ob6pa3oM. Bo MHOTHMX ciy4yasix HalleJIEHHOCTb Ha
CBOEBPEMEHHYI0 IN0CTAaBKy U BHUMaHHeE K [peTeH3UsIM OTpebuTe el MOTYT ZJaBaTh HHPOPMAIHIO
JUIsl JIIOObIX Mep, KOTOpble ObLJIM Obl HEOOXOAUMBbI [Jis1 OOecrnevyeHUs] WJU TOBBIIIEHUS
YI0BJIETBOPEHHOCTH MOTPEOUTEIIEMN.

Bricillee pyKOBO/ICTBO JI0JIXKHO FrapaHTHPOBATh, YTO COOTBETCTBYIOIME MePhI 10 06paboTKe PUCKOB
¥ BO3MOXXHOCTEU MPUHSATHI U 0’KHJlaeMble pe3yJibTaTbl HEU3MEHHO JIOCTUTAIOTCS; a €C/IM HET, TO
ciefyeT NpoAo/kaTh npuMeHeHue nukia Plan-Do-Check-Act (PDCA), 4To6bl rapaHTUPOBATh, UTO
OTBETCTBEHHOCTb 3a OCYIIeCTBJEHHE JAJbHEUIIUX YJAydlIeHUH Ha3HauyeHa, 0 TeX Mop, oKa He
OyJleT JOCTUTHYTO y/0BJIeTBOpEeHHE MOTPEOHOCTEN U OXKUJAHHUUM TOTpeOUTE e,

Bhicilee pYKOBOACTBO MOMET CJe[loBaTb KypCOM Ha TIOBBIIIEHUE Y/0BJETBOPEHHOCTH
NOTpeOuTessA, HCINOJb3ys pe3y/bTaTbl aHajJW3a W OLEHKH [IaHHbIX Y/0BJIETBOPEHHOCTH
notpe6butens (cM. ISO 9001:2015, 9.1.2). B pe3sysbTaTe TaKOro aHaju3a BbIClllee PyKOBOJCTBO
MOXXeT BHECTH H3MeHEHHUsI B IPOLeCcChl, CBSI3aHHble C MOTPeOUTENSIMH, U [J1esITEeJbHOCTb
OpraHu3ally, BKJIK4as pacnpe/iesieHue pecypcosB.

5.2losiuTHKA

5.2.1 Pa3pa60oTKa NOJUTHUKHU B 06/1aCTH KayeCcTBa

Llesib aTOrO NMOApaszesa COCTOMT B TOM, YTOOBI TapaHTUPOBATh, UTO MOJIMTHKA B 00J1aCTH KayecTBa
yCTaHOBJIEHA U COTJIAaCOBAHA CO CTpaTeruyeCKUM HampaBJieHUeM Pa3BUTUS OpraHU3aluiy, BK/IYast
B 1]eJIOM IOHMMaHHWEe OpraHu3alueil YTo eCTb KauyecTBO /1Jisl Hee U i ee noTpebuTenei. [lonutrka
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B 06J1aCTH KayeCcTBa ONKCbIBaeT HAMEPEHUs U HallpaBJIeHHs pa3BUTUS OpraHu3aluy, opUIMasbHO
copMyIMpOBaHHbIE €€ BbICIIUM PYKOBO/CTBOM.

B cooTBeTCTBUM C IL.II. «a» — «d» pa3zena 5.2.1 [SO 9001:2015 ycTaHOB/IeHHas NOJUMTHKA B 06/1aCTU
KauecTBa J0JDKHA:

a) COOTBETCTBOBATb OPraHrW3alilu U NOAJAECPKUBATDb HAIIPpABJIEHHUA €€ CTPATErn4€CKOro pa3BuTHA,

b) o6ecneynBaTh OCHOBY JJis NOCTAaHOBKU Iiesied (YTO O3HAYaeT, UTO JioOble 3asiBJIEHUS O
HaMepeHHUsIX MOJUTHUKH B 00JIaCTH KauecTBa J0/DKHbI ObITb U3MEPHUMBIMHU);

C) coZilep:aTb 0053aTeJbCTBO OpPraHU3alluM BBINOJHATh JEeHCTBylOLlMe TpeboBaHUs, HalpUMep,
NOTpeOuTe/Ied UK 3aKOHOAATe /IbHble U HOpMaTUBHbIe TPeOOBaHHUS;

d) cogeprKaTb 00513aTe/IbCTBO IIOCTOSTHHOTO yJay4dlleHUA CUCTeMbl MEHEIXKMEHTAa Ka4eCTBaA.

[Ipy pa3paboTKe NOJUTUKHU B 06/1aCTH KayeCcTBa MOTYT OBbITh IPUHATHI BO BHUMaHUe Clefyloliue
UCXOJHblE IaHHbIE:

—ACHOe IIOHUMaHHe KOHTEKCTa OpraHu3anum, BKJIIO4asd TEeKyliue ITOKa3aTeJIn
(1DYHKU,I/IOHI/IpOBaHI/IH €e CuCTteMbl MEHeIXMEHTA, a TaKXe l'IOTpe6HOCTI/I H OXHWJIAHHA ee
3HAYUMBIX 3dMHTEPECOBAHHbIX CTOPOH,

— CTpaTerud4eCKkoe HallpaBJI€HHUE€ PA3BHUTHUA OpPraHU3alki¥d, OCHOBAHHO€ HA €€ MHCCHUH, BUJAECHHUHU,
PYKOBOJAIIUX IPUHLOHWIIAX U KJIIOYEBbIX [EHHOCTAX;

— YPOBEHb U THI OYAYIIUX YIAYYLIeHUH, HE00X0JUMbIX, YTOObI OpraHu3alus Oblja YCIeuHOH;
— OU/]aeMbIH WJIM JKeJIaeMbIH YPOBEHb Y/I0BJIETBOPEHHOCTHU NNOTPEOUTEIS;

— pecypchbl, Heo6xX0AUMble JJisl IOCTHUXKEHUsI 3allJITaHUPOBAHHBIX Pe3yJbTaTOB;

— BO3MOXHbIH BKJIa/| 3HAUMMbIX 3aMHTEepPECOBAHHbIX CTOPOH.

5.2.2 HWHdopMupOBaHHE O NOJUTHKE B 06/1aCTH KayecTBa

llesap faHHOrO Mojpasjesa COCTOUT B TOM, UTOOBI TapaHTHUPOBATh, YTO MEPCOHAJ OpraHU3aluU
O3HAaKOMJIEH C IMOJIMTUKON B 06JIaCTM KayecTBa, NOHHWMAeT U CJeJyeT e, TeM CaMbIM HUMeeT
BO3MOXXHOCTb BHOCUTb BKJIa/l B pe3yJIbTATUBHOCTb CHCTEMbI MEHE/[PKMEHTA Ka4yeCTBa, a TAKXKe, UTO
MOJIMTUKA JJOCTYIIHA COOTBETCTBYIOLMM 3aHTEPECOBAaHHBIM CTOPOHAM.

OpraHusanusi JoJDKHA rapaHTHpPOBaTh, YTO K MOJIMTHKE B 00JIaCTU KayecTBAa UMeeTCs JIerKUH
JIOCTyl. U OHa YINpaBJseTCsd, KaK JOKyMeHTHpoBaHHas uHopmauusa. /Jljisg TOro, 4YTOOBI
NO//lepP>)KUBATh ~ aKTyaJbHOCTh MNOJUTUKM B 06JIaCTM KauyecTBa OpraHUsaluu cjiaefyeT
epuoNYeCcKHy ee epecMaTpUBaTh, YTOObI OLLEHUTb, HACKOJIbKO OHA COOTBETCTBYET Ha3HAYEHUIO
OpraHu3alMu. JTO MOXeT ObITb BBINOJHEHO, HANpHMep, KaK 4YacTb Ipoliecca aHajau3a
MeHemxMeHTa (cM. [SO 9001:2015, 9.3).

OpraHusauuyd Heo6X0JMMO rapaHTUPOBATb, YTO €CTh SICHOe MOHHWMaHUEe MOJUTUKU B 06J1aCTH
KayecTBa BO BCeW OpraHusaluy. JTO MOXET OBbITh 0OecrnevyeHO COTPYJHUKAMH Ha Pa3JUYHbBIX
YPOBHSIX OpraHMU3allMU C y4eTOM TpeOOoBaHUM K ocBemomieHHOCTH (cM. ISO 9001:2015, 7.3) u
KoMMyHUKanuaM (cM. ISO 9001:2015, 7.4). [ToMTHKa B 06/1aCTH KayeCTBa MOXKET ObITh Jl0Be/leHa
Jl0 CBeIeHUs pa3/IMYHbIMU Y TSIMU, HAalIpUMep, pa3MellleHueM Ha J0CKe 00'bsIBJIEHUH, Ha BeO-canTe
OpraHM3al MM, B Ka4eCTBe 3aCTaBKU Ha 3KpaHe KOMIbIOTEPA, Ha PeryJIIPHbIX COBEILaHHUSIX.

OpraHusauuu cjaenyeT 06eCleduThb JOCTYI, HACKOJIbKO 3TO BO3MOXHO, K MOJMTUKE B 00J1aCTH
Ka4yecTBa [/l COOTBETCTBYIOLIMX 3aUHTEPECOBAHHbBIX CTOPOH, TAKUX KaK BHEIIHHE MOCTAaBILHUKH,
NapTHepbl, NOTPEOUTENN WU peryJavpylolide OpraHu3alydu. ITO MOXKET ObITh CAeJlaHO KaK Mo
3ampocy, Tak U pa3MelleHueM NOJUTUKH B 06J1aCTH KayecTBa Ha BebcaiTe.
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5.3 OpraHu3anyoHHbIE POJIM, OTBETCTBEHHOCTb U MOJTHOMOYHS

llesnb JaHHOTO MOJpa3/iesia COCTOUT B TOM, UTO6bI BbICIIEE PYKOBOACTBO paclpesesinio 3HaUUMble
poJiM B paMKax CUCTEMbl MeHe/PKMeHTa KayeCTBa U TeM TrapaHTHUPOBaJIO pPe3yJbTAaTUBHOCTb U
NoJlyyeHue 3alJIaHMPOBAHHBIX pe3yJbTaTOB. BriclieMy pyKoBOJCTBY Oy/JeT Heo6X0AMMO
YCTAaHOBUTh KOHKpPETHble OTBETCTBEHHOCTb W IOJHOMOYHS, CBs3aHHble C 3TUMH pOJISMH, U
rapaHTUpPOBATh, YTO MEPCOHAJ OpraHU3al MU MOHUMAET U HaJJIeXKalllUM 06pa3oM ocBeJloMJieH 06
3TUX Ha3HAYEHHUsIX.

OTBETCTBEHHOCTb U MOJIHOMOYUS MOTYT ObITh Ha3HAYEHBI OJJHOMY WJIM HECKOJIbKUM JiuIaM. OHU
JIOJDKHBI OYy1yT UMETh BO3MOXXHOCTb NMPUHUMATh pelleHUs] U OCYLIECTBJSTb U3MEHEHHUS] B TOU
chepe /WM Npoleccax, 3a KOTOPble OHU OTBeYaloT. BaXKHO MOAYEPKHYTh, UTO, HECMOTPS Ha TO,
YTO NOJIHOMOYHS MOTYT ObITh JleJIerMPOBaHbl, 0611jasi OTBETCTBEHHOCTD 32 CUCTEMY MEHe/PKMEeHTa
Ka4yeCTBa OCTAeTCsl Ha BbICLIEM PYKOBO/ICTBE.

B cooTBeTCTBUU C ILI. «a» — «e» paszgena 5.3 ISO 9001:2015 oTBeTCTBEHHOCTb U MOJHOMOYMUS
JIOJIKHBI OBITh YCTAaHOBJIEHBI JJIS:

a) obecrieyeHUsi COOTBETCTBUSI CHUCTEMbl MeHe/PKMeHTa KadyecTBa TpeboBaHusM [SO 9001 k
KOHKPEeTHBIM pOJIIM, TaKUM KaK BHYTPEHHHE ayJUTOpPbl WJMA HCIOJHUTEJNHW aHaJln3a
MeHe/PKMEeHTa;

b) ob6ecneyeHus 3anaHUPOBAHHbIX PE3YJILTATOB MPOIECCOB; 3Ta PYHKIUA MOXKET ObITh HA3HAY€EHA
HECKOJIbKHUM JIMIaM, KaXKj0e U3 KOTOPbIX UMeJIO ObI CBOIO 00J1aCTb OTBETCTBEHHOCTH, HAIIPUMED,
MOHUTOPHUHT IieJled B 006JIaCTH KayecTBa, OIpeJesieHHe, JOCTHUTAlT JIM HPOLECCh
3alJIaHUPOBAHHBIX Pe3yJIbTAaTOB, UJIM IPOBeJleHHe BHYTPEHHUX ayIUTOB;

c) bopMUpOBaHUS OTYETOB O OKA3aTE/SAX CUCTEMbl MEHEXKMEHTA KauyeCTBa; TaKasi OTYETHOCTD,
KaK IpaBuUJIO, JleJlaeTCsl B paMKax Ipoliecca aHaarM3a MeHeqxMeHTa (cM. ISO 9001:2015, 9.3);
OJIUH COTPYAHHUK MOT Obl HECTH OTBETCTBEHHOCTb 32 KOOPAWHALUI0 OTYETHOCTH C JPYTUMU
JIMLAMH, OTBETCTBEHHBIMH 33 OTYEThl N0 KOHKPETHBIM MpPOLleCCaM CHUCTEMbl MeHeKMeHTa
Ka4yecTBa;

d) npoJBM>KeHUSI KOHIENLMU OpUeHTauuu Ha notpebuTtens (cm. ISO 9001:2015, 5.1.2); Takas
OTBETCTBEHHOCTb KaK MpPaBWJ/IO, Ha3HayaeTcs JIMLY, OTBeYallleMy 3a B3aMMOJIEHCTBUE C
NOTpeObUTEeNSIMU M 3a TO, YTOObI J06ass mpobJsema Oblaa pelleHa; NOAO0OHBIM COTPYAHUK
3a4acTY0 HAaXOJHUTCS B CIYXK6e MOAJep>KKU MOTpebUTe el WU CIyK6e KaueCTBa;

e) obecrnieyeHUs1 L|eJIOCTHOCTH CUCTEMbl MeHEe/)KMEHTa KayecTBa NpPU BbINOJHEHUH, HApPUMeED,
TaKUX HM3MeHeHUH, kak BHeJpeHue ERP-cucrembl, nmepesada mporecca NpoeKTUPOBAHUS U
pa3paboTKH Ha ayTCOPCHHT, POCT B CUJIY NMPEJCTAaBUBILUXCS HOBBIX PhIHOYHBIX BO3MOXHOCTEH,
pecTpyKTypu3alUsi OpraHU3alUy, CIAUsHUE WM NOTIJIOLieHHe; TaKasg OTBETCTBEHHOCTb, KakK
NpaBWJIO, HasHayaeTcs July (JMIaM), KOTOpOoe OTBedaeT 3a obllee QYHKLUOHUPOBAHUE
CUCTEMBbI MEHE/IP)KMEHTA KauyecTBa W KTO UMeeT BO3MOXHOCTb FapaHTUPOBATh, YTO U3MEHEHUS
He IJIAaHUPYIOTCS 6e3 y4eTa UX BO3MOXKHBIX N0C/Ie/[CTBUM.

B HEKOTOpBIX OpraHu3alysax MOXKeT ObITb OTPAaHUYEHHOE YMCJI0 COTPYJHUKOB C TpebyeMou s
BbINIOJIHEHHUS] TMOJO0OHBIX 33Jlad KOMIIETEHTHOCTbIO; MOXET ObIThb IMOJIE3HBIM CILJIAHUPOBATH
pacnpejiesieHre poJieil U OTBETCTBEHHOCTH. TaKue MJiaHbl 0COOEHHO MM0JIE3Hb] HA TEPHUO/, OTIYCKA,
KOT/la PYKOBOJUTEIN HAXOASATCS BJJaJIk OT 00'bEKTA, UJIM IIPU HECYACTHOM CJIydae Uu 60JIe3HHU.

BriclieMy pYKOBOJCTBY CJieiyeT ONpeJie/IuTh, KAKUM 06pa3oM HMHPOPMHUPOBATb O Ha3HAYEHUHU
COOTBETCTBYIOLUX POJIEN, OTBETCTBEHHOCTH U NOJTHOMOYU . ITO MOXKET ObIThH CAEJIaHO C TOMOUIbI0
JIOKYMEHTHPOBaHHOM UH}OpMaLMK, HAllpUMep, JOKHOCTHBIX UHCTPYKLMH, pab0unX HHCTPYKIUH,
JIOJDKHOCTHBIX 00513aHHOCTEM, OpraHM3alMOHHbIX MarpaMM, pyKOBO/ICTB, IPOLEAYD.
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6 IlnanupoBaHue

6.1 /leficTBMA 110 0OPa6bOTKe PUCKOB U peain3al i BO3MOXKHOCTeM

6.1.1 llenp paHHOro mnojpasjiena B TOM, 4YTOObl TapaHTUPOBATh, UYTO OpraHU3alus MpU
MJIAHUPOBAHUU NPOLIECCOB CUCTEMbI MEHE/PKMEHTA KauecTBa ONpe/ie/isieT PUCKH U BO3MOXKHOCTH,
a TakXXe IJIAaHUPYeT Mepbl N0 UX 06pabOTKe U peasru3anuyd. CMbIC B TOM, YTOObI IPeJOTBPATUTD
BO3HHKHOBEHHE HECOOTBETCTBHUH, B TOM YK CJIe HECOOTBETCTBUM pe3y/IbTAaTOB MPOLIECCOB, a TAKKE
onpeeJUTb BO3MOXXHOCTH, KOTOPbIe MOTJIH Gbl TOBBICUTD Y/I0BJIETBOPEHHOCTh NOTPEOUTE e N HITH
IIOMOYb B IOCTXKEHUH LieJied B 06/1aCTH KauyeCcTBa OpraHU3aluu.

[Ipy onpefiesieHUH PUCKOB U BO3MOXXHOCTEM B paMKax CUCTEMbl MeHe/KMeHTa KayeCcTBa ClefyeT
y4eCTb BHelIHHMEe WU BHyTpeHHUe ¢akTopbl (cMm. ISO 9001:2015, 4.1), a Takke TpeboBaHUS
COOTBETCTBYIOULIMX 3aUHTepecoBaHHbIX CTOpoH (cM. ISO 9001:2015, 4.2). [IpuMepaMu pPHUCKOB,
KOTOpble MOTYT IOMellaTb CUCTeMe MeHeJ)KMeHTa KayecTBa JOCTHYb CBOUX LieJied ciayxaT
CUTYyalluH, KOrJja MpoLecchl, MPOAYKTbl U YCJAYTH He COOTBETCTBYIOT TPe6GOBAHUSIM, WJIM KOrja
opraHusanus He obecrneyuMBaeT Y[ OBJETBOPEHHOCTU NoTpebuTess. [IpruMepbl BO3MOXKHOCTEU
BKJIOYAIOT B Cce0sl BbIsIBJIEHHE HOBBIX NMOTpebUTesNield C onpejesieHHeM NMOTPeGHOCTH B HOBBIX
NPOAYKTaX U YCIyrax U BbIBOJIOM UX Ha PbIHOK, UJIM ONpe/ie/ieHre HE0OX0AUMMOCTH ITepecMOoTpa WU
3aMeHbl Ipoliecca BBeJeHUEM HOBBIX TEXHOJIOTHH C LieJIbI0 MOBBILIEHUS €0 3P PEeKTUBHOCTH.

an/I OLl€EHKEe CBOHMX BO3MOXXHOCTeM OpraHu3anyu cjieayeT B IIEPBYHO o4Yepedb OIIpeacjinTb U
OLIEHUTb BO3MOXHbl€ PHUCKHU CHCTE€EMbl MEHEIXKMEHTa Ka4deCTBd, CBA3daHHble C 3THMH
BO3MOXHOCTAMH,; Ppe3yJibTaTbl OLEHKHU CaeayeT HMCII0Jb30BaATh INPHU MNPHUHATHUH pemeHm‘/’I,
p€asn30BbIBATb 3TH BO3MOXHOCTH UJIK HET.

B cooTBeTcTBUM C IL.I. «a» — «d» pasgena 6.1.1 ISO 9001:2015 npu onpejeseHUU PUCKOB U
BO3MOKHOCTeH OpraHu3alyu ciaeJyeT aKIleHTUPOBaTh BHUMaHUe Ha:

a) MMOJIYy4€HUU YBEPEHHOCTH, 4YTO CHCTE€Mad MEHEJAXXMEHTA KadeCTBa MOXXET 00€eCIeyUuThb
AOCTHXEHHE OXKUJaEeMbIX PE€3YJIbTATOB,;

b) moBBIIEHUN MOJIOKUTENBHOIO 3PdeKTa U CO3JaHHMU HOBBIX BO3MOXXHOCTEH (MOBBILIEHHWEM
3G PEeKTUBHOCTH /1€ATENbHOCTH, Pa3paboTKON U IPUMeHEeHEeM HOBbIX TEXHOJIOTUH U T.[.);

C) mpeJOTBpAllleHUH WUJIM CHIKEHUU HeXXeslaTeJIbHbIX MOC/AeJCTBUM (3a cYeT Mep MO CHUXKEHHUIO
pHCKa WM NPeAYTNPEXRAAIUX AeHCTBUN);

d) obecnieyeHUN yJay4ylleHUs C LieJbl0 FapaHTHUM COOTBETCTBUS NPOAYKTOB U YCJIAYTr, a TaKXe
MOBBILIEHHS YAOBJIETBOPEHHOCTH IOTPEOUTEIEH.

JTO 4BJIsIeTCA CBUAETEJIbCTBOM INPHUHATHUA IMOAX0[Ad, OCHOBAHHOI'O Ha OLEHKEe PUCKOB, H
OpraHu3aluu cieayeT paCcCMOTpPeTb IPpUMEHEHHE 3TOro moixoaa Ko BCeM Iponeccam, Tpe6yeMbIM
AJ1d ee CUCTEMbI MEHEAXKMEHTA Ka4deCTBa.

B ISO 9001 HeT Tpe6oBaHUS MO MpUMeHEHUI0 (GOPMAJTU30BAHHOIO MEHEJKMEHTA PUCKOB (B
coorBeTcTBUM c ISO 31000) mpu omnpejiesleHUU PUCKOB U BO3MOXXHOCTEH U MPUHATUH Mep B UX
OoTHOWeHUU. OpraHusanuss MOXeT BbIOpaTb Te MeTOJbl, KOTOpble COOTBETCTBYIOT ee
notpebHocTtaM. Ctangapt IEC 31010 cofep>kUT HA60Op UHCTPYMEHTOB U METOAUK OLleHKH PUCKOB,
KOTOpbIe MOTYT OBITb PacCMOTpPEeHbI Ha NpeAMeT NPUMEHHMMOCTH B 3aBUCMMOCTH OT KOHTEKCTA
OpraHu3alyHu.

[Ipu onpejiesleHUU PUCKOB U BO3MOXXHOCTEH OpraHM3alUsi MOXET pacCMaTpUBaThb NpPUMEHEeHUEe
Takux MeToz10B, Kak SWOT u PESTLE. Tak:xe MoryT npuMeHSITbCSA M Takhe MeTo/ibl, kak FMEAY
(aHa/u3 BUAOB U MOCaeACTBUM oTKa3oB); FMECAVi (aHa/su3 BUJOB, MOCJAEACTBUNA U KPUTUYHOCTH

Vi Failure Mode and Effects Analysis [mpum. nep.]

Vi Fajlure Mode, Effects and Criticality Analysis [npum. nep.]
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oTka3oB); HACCPYi (aHa/M3 pUCKOB U KPUTHYECKHE KOHTPOJIbHbIe TOYKH). OpraHusainus cama
peliaeT, KaKue MeTO/bl UJIM MHCTPYMEHTHI e clelyeT UCI0JIb30BaTh. boJiee MpoCThIM pelieHHEM
MOXeT ObITb MPUMEHEHUE METOJAa MO3TrOBOr0 LITYpMa, CTPYKTYPUPOBAaHHOU MeTOAUKHU «YTo,
ecJIN?» WA MaTpPUL, 10CJIe[,CTBUNA U BEPOSITHOCTH.

CiemoBaHUe MBILUIEHHWIO, OCHOBAHHOMY Ha OLleHKEe PUCKOB, MOXKET TaKXe IIOM0Yb OpraHU3alyuu
CO3/1aTh KOPIOPAaTHUBHYIO KyJIbTYypy, UMEIOILYI0 NPOAKTUBHBIA U NpeAyNpexJalIiuid xapaKTep,
HalleJIeHHY0 Ha TO, YTOOBI Jles1aTh JIy4llle, U COBEpLIeHCTBOBAaHHE BBINIOJHEHUSA paboT B LieJIOM.

CyliecTBYIOT pas3JIMYHble CUTYaLUH, IPU KOTOPBIX CAeAyeT YYUTbIBAaTb PUCKU U BO3MOXKHOCTH,
HalpyuMep, COBeLJaHUs M0 CTpaTerM4ecKMM BOIpPOCAaM, aHa/lU3 MeHeJKMEeHTa, BHYTPeHHHe
ay[uThl, COBELIaHUs pa3/JIMYHOr0 poJia M0 BOIpPOCAaM KadyeCcTBa M IOCTAHOBKe Lesield B 00J1aCTH
Ka4yeCTBa, 3Tallbl IJIAHKUPOBAHUS NIPU IPOEKTUPOBAHUU U pa3paboTKe HOBBIX IPOAYKTOB U YCJYT, a
TaKe POU3BO/ICTBEHHBIX IPOLECCOB.

6.1.2 llesp gaHHOrO MoApasjesia B TOM, YTOObl TapaHTUPOBATh, YTO OpPraHU3alUsl MJIAHUPYET
Mephbl 10 06paboTKe BbISIBJIEHHBIX PUCKOB U peasiM3aliuu Bo3MoxkHocTel (cM. IS0 9001:2015, 6.1.1),
OCYILECTBJISIET 3TH Mepbl, aHAJIU3UPYET U OLeHUBAET Pe3y/IbTaTUBHOCTb NPEANPUHATHIX Mep. [Ipu
pa3paboTke 3TUX Mep CJAeAYeT YYUTbIBATb BO3MOXKHOE BJIMSIHUE HAa COOTBETCTBUE MPOAYKTOB U
yCJIyT WJIWA YAOBJETBOPEHHOCTb NMOTpebUTesel, a TakKe HeoO6XOJAUMOCTb BCTPOHUTh UX KaK B
CUCTEMY MEHe/P)KMeHTa KauecTBa, TaK U ee MPOLECCh], HACKOJIbKO 3TO MPUMEHUMO.

Mepbl, KOTOpble OpraHu3anus MOXeT NPeANPUHATb B OTHOLIEHUM PUCKOB, OyAYT 3aBUCETH OT
XapaKTepa pUCKa, HapuMep:

a) usberaHue pUCKa, T.e. 60JIble He BBIIOJHATD IPOLECC, B KOTOPOM BbISIBJIEH PUCK;

b) vckyoueHHe pUCKA, HANpUMep, NPUMEHEHHEM [JIOKYMEHTUPOBAaHHOW HHPOpMALUU AJIs
OKa3aHUs MOMOLIY COTPYAHHUKAM OpraHU3aI[MU, UMEIIIUM He6O0JIbIIOH OMbIT;

C) INPUHATHE PHUCKA C IIeJIbI0 NCIIOJIb30BAHHWA BO3MOXHOCTH, HAlIPpUMep, MHBECTHUPOBaHHWE B HOBO€E
MMPpOU3BOACTBEHHOE 060py,ILOBaHI/Ie AJIdd 3allyCKa HpOAYKTOBOfI JIMHUH, KOrJa CUTyalnud C
BO3BpPAaTOM Ha HHBECTULIUH HEOIIpeJe/I€HHAA;

[TIPUMEP IlpuMepamu AelCTBUH MO peaju3aliid BO3MOXKHOCTEN CJAyKaT BHeJJpeHUe HOBBIX TEXHOJIOTUU
Y TIOUCK HOBBIX IOTPe6UTe el UK PBIHKOB

d) paszgeneHue pucka, HampuMmep, COTPYAHUYECTBO C MOTpPeOUTENEM JJI1 OKa3aHUs MOMOILIY B
peIBapUTEIbHOH 3aKyIKe ChIpbs, KOTZIa 06'beMbl IPOU3BO/ICTBA HEU3BECTHBI;

e) NPUHSATHE PHCKa 6e3 BbINOJHEHHS KaKUX-JIM60 eHCTBUH C yUeTOM BO3MOXHBIX NMOCTIEACTBUM U
3aTpaT Ha He06X0/MMble Mepbl 10 06paboTKe.

OpraHu3aius MOXeT PacCMOTPETh MOTPEOHOCTh B JJIOKYMEHTUPOBAHHOW MHGOPMAIMU MO PUCKAM
M BO3MOXXHOCTSIM KakK /IJIsi CUCTeMbl MeHe/P)KMEHTA KauyeCTBa, TaK U JJis ee mponeccoB (cm. I1SO
9001:2015, 4.4.1).

6.2 1les11 B 06/1aCTH Ka4eCTBA* U IJIAHUPOBaHUE MX J0CTHKEHUS

6.2.1 ]_Ie.}lb AAaHHOI'O 1moApasjesia B TOM, YTOOBI rapaHTHpPOBATb, YTO OpraHHU3alA YCTAHOBHJIA
neJyiu B 006J1aCTH KadyecTBa U CIIJIaHHUpOBaJia COOTBETCTBYIOIIIKUE MEPbI OJd UX JOCTHUXEHHA.

llenrn B o06JaCTH KayecTBa CJjeAyeT YCTAHOBUTb [Jis COOTBETCTBYWOIIMX QYHKUMNA, Ha
COOTBETCTBYIOIIMX YPOBHSIX U /I COOTBETCTBYKIL[UX NPOLECCOB, HACKOJBKO 3TO MPUMEHUMO,

Vil Hazard Analysis and Critical Control Points [npum. nep.]

IX B aHrmumnckom sisbike CyLLIECTBYET, Kak MUHUMYM, MSATh PasHbIX CMOB, KOTOPLIE Ha PYCCKWIt NepeBoaaTCs Kak «Lenby. B gaHHOM
criyyae B TEKCTe WUCMOMb30BaHO CMOBO «objectives», YTo Mo CMbICMy BRvKe K PYCCKOMY MOHATUIO «3afada», T.e. HeyTo
KOHKPETHOE, YTO AOMKHO BbiTh cAenaHo U JOCTUIHYTO B onpeaeneHHbIe CPokU. TakuM obpasoM, opMynMpPOBKY «LEnu B
obnacTu kayecTea» crieayeT NOHUMaThb KaK «3afadn B obnactu kayectsa» [Mpum. nep.]
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YyTOOBl 00eCcnedyuTh [eNCTBEHHOE pa3BepThbIBaHHWE CTpAaTeruy OpPraHv3ally U ee NOJUTHUKHU B
obsactyu KadecTtBa. Hampumep, nenu B 06J1acTU KayecTBa MOIJIM Obl OBITH YCTAaHOBJIEHBI Ha
omnepalMOHHOM YPOBHE /151 QYHKIUHU 3aKyOK UJIU Npoliecca MIPOEKTUPOBaHUS.

B cooTBeTCTBUH C ILII. «a» — «g» pa3zesa 6.2.1 ISO 9001:2015 pesu B 06J1aCcTU KauecTBa JOJKHBI:

a) 6bITb COTJIaCOBAaHHBIMU C IOJTUTHUKOM B 06J1aCTH Ka4yeCTBa, T.e. IPU pa3paboTKe 1eJieil B 06/1aCTU
Ka4yecTBa OpraHu3anusa [0/HKHA UCHO0JIb30BaTh MOJUTUKY B 00JIaCTU KayecTBa KaK UCXOJHbIE
JlaHHble; HalpuMep, ecJd opraHusanus ¢opMmyJaupyeT B INOJUTHKE B 006J1aCTM KayecTBa
CTpeMJ/IeHUWe INPEeBOCXOJAUTb OXHUJAHUA MNOTpebUuTeseld, TO MOXeT ObITh LieJib B 006J1IacTH
KayecTBa, KOTopas OyZieT CBf3aHa CO CBOEBPEMEHHOCTbI0 IOCTAaBKU WJMU IPETEH3UAMHU
noTpebuTesNIEH;

b) 6bITh U3MEePHUMBIMH, HAIPUMEP, YKa3aHUEM IepU0/ja BpEMEHU UJIH ONIPeIe/IEHHOT'0 KOJIUY€ECTBa,
KOTOpOe TpebyeTcst 06eceyrTh; LieJId B 06/1aCTH Ka4eCTBA MOTYT O6bITh U3MEePUMbIMHU HE TOJIbKO
3a CYET NPUMEHEHHUSsI KOJIMYEeCTBEHHBIX METO/[0B, HO U KaYyeCTBEHHbIX TOXKe (Hanpumep, ypoBEHb
006Cay>KMUBaHUS JJiS1 YCAYT);

C) YYUTBIBATh JIEMCTBYIOIIME TPeOOBaHUS;

d) 6bITh 3HAYUMBIMH C TOYKH 3pEHHUS COOTBETCTBHUS MNPOLYKTOB M YCJAYr W MOBBILIEHUS
YA0BJIETBOPEHHOCTH NOTPeOUTEEeH; HAanpUuMep, oTpaxkas GyHKIMOHA/IbHbIE UM KOHTPAKTHbIE
TpebOBaHUA K NPOAYKLUM, Takhe Kak «CBoeBpeMeHHO» WM «B mosHOM o006beMe», WU
onpejiesieHUe corJialleHrs 06 YpoBHe CEPBUCA;

e) OTCJ/IEKMBATLCA I/I/I/IJII/I nepeCcMaTpruBaTbCA 10 Mepe NMPOABUNKEHHUA K OOCTHXKEHHIO LEeJIH; 3TO
MOXET OCyleCTBJIATbCA MOCPEeaACTBOM JIIOOBIX noAXoAAIUX CpeacTB, BK/IKOYAA OTYETHI O X0/[€
BBIIIOJIHEHUA, [JaHHBbIE 06paTHOI>'I CBA3U C HOTpe6I/ITeJIeM WKW pe3yJibTaTbl aHaAJ/JIM3ad
MeHe/J>KXMEHTa U T.A.;

f) 6bITH OBE/IEHBI 0 CBeleHUs, ecu HeooxoauMo (cM. [ISO 9001:2015, 7.4); opraHu3anuu cjieayer
3HAKOMHUTD C ee IeJIIMU B 06J1aCTH KaueCcTBa COTPYAHHUKOB OpTaHU3allMy U 3aUHTEePEeCOBaHHbIE
CTOPOHBI 1O Mepe HeOoO6XOJUMOCTH; HAmpUMep, Ha COBelaHUAX, MOCBALEHHbIX
WHPOPMUPOBAHUIO COOTBETCTBYIOIIMX JIMI[ O I[eJIIX B 06JIaCTH Ka4eCTBa, OTHOCALIUXCA K HUX
chepe AeATENbHOCTH, WIHM HHGOPMHUpPOBaHHE PaGOTHUKOB MPOU3BOJCTBA 06  OXKHAAEMOM
CHWPKEHUM OpaKa, WM NMUCbMEHHO€e H3BellleHHWe BHEIIHEro MoCTaBIIMKa YCJAYT O ero LessXx B
06J1aCTH Ka4yeCTBa, CBS3aHHbBIX C CBOEBPEMEHHOCTbIO OKa3aHUS YCIYTH;

g) OOHOBJISITHCA T10 Mepe HEO6XOLLI/IMOCTI/I; BO3MOXHbI€ UJIN IPOW3BEAE€HHbIE N3MEHEHH A, KOTOpbIe
MOTYT BJIUATb Ha CITOCOOHOCTDb AOCTUI'aThb ueneﬁ B o06J1acTH KadeCTBa, JAOJIXKHBI OBbITh
paCcCMOTpPEHBI U TpeANNPHUHATDI HeO6XOAI/IMbIe MeEpHhI, YTOOBI rapaHTHpPOBATDb, YTO BO3HHUKAKOIIHE
BOITPpOCHI UJIHN Tpe60BaHI/IH Y4YTEHBbI,

llesin B 06/1acTH KayecTBa cjeyeT YCTaHABJIMBATh U U3MEPATh UX BbINOJHEHHE C IPUMEeHEeHUEM
NOAXOASIUX UHCTPYMEHTOB, TaKuX kKak SMART* (T.e. ycTaHOBJIeHHE 1ieJied B 006/1aCTH KauyecTBa,
KOTOpble KOHKpeTHBI (S), usMepuMsbl (M), nocTuxkuMmbl (A), 3HauuMbl (R) 1 orpaHruyeHbl BO BpeMeHU
(T)), cbanaHcupoBaHHasi cucTeMa MoOKa3aTesJel WA MaHeJb WHJAUKATOPOB; LieJU B 006J1aCTH
Ka4yecTBa CjeJyeT OOHOBJSATh WM PacUIMPSTh MPU HEOOXOAUMOCTH, YTOObI yYUTHIBATh JHOObIE
c/leJlaHHble U3MEeHEHUSL.

[Ipu ycTaHOBJIEHUH LieJiel OpraHU3aluy cjlelyeT TakKe NPUHATb BO BHUMaHUe Takue GaKTOpbl,
KaK TeKyllrde BO3MOXXHOCTU U OTPaHHUY€eHUs], laHHble 0O0PAaTHOU CBSI3W C IOTPEOUTENIEM U IpyTUe
BOIIPOCHI, CBSI3aHHBIE C PbIHKOM.

X Specific, Measurable, Achievable, Relevant, Time-bound [npum. nep.]
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[TIPUMEP B ciydae okazaHus ycayT/B3auMOAENCTBHS C KJIMEHTOM WJIM Ha MPOU3BOICTBEHHOH JIMHUM 1[€JTH
B 06J1aCTH Ka4eCTBa MOTYT ObITh BECbMa MPOCTBIMU U HETOCPEACTBEHHBIMH, HAIIPUMED,

— TpaHCIOpPTHAas OpraHM3allusi, OCYLIeCTBJSAIOIIAA aBTOOYCHble IepeBO3KH, MOXET YCTAaHOBUTb B
KadecTBe LieJIM NPOLEeHT aBTOBYCOB, KOTOPbIE XOJSAT M0 PAaclIUCaHUI0 MPU UMEIOIIUXCS JOMYyCTUMBIX
OTKJIOHEHUSX;

— I MIPOM3BOJCTBAa MOXET ObIThb yCTAaHOBJIEHA KaK LieJlb NPOU3BOAUTENbHOCTb B 4ac C 3aJaHHeEM
npezieIbHO AONMYCTUMOTr0 ypOBHs O6paka;

— B napHKMaxepCKoﬁ Ha TO BpeMd, Korga BCe MacCTepa 3aHATbI, MOXKeET OBbITh BblJeJIeH OJHH 4Y€eJIOBEK,
HpI/IBeTCTBy}OH_IHﬁ HOBBIX [IOCETUTEJIEN; B 3TOM CJy4dae LeJibIo MOXEeT OBbITH «MPHUBETCTBHUE MPpUILLHEAITHUX
K/JIMEHTOB B T€4Y€HHE OﬂHOﬁ MHUHYTBI U BbIACHEHHE NX MOoXKeJaHUK».

OT opraHu3anyu TpebyeTCs COXPAHATb JOKYMEHTUPOBAHHYI0 MHPOPMALUIO MO LeJiIM B 06J1acTH
kadyecTBa. [IlpyuMepaMu TakoW JOKYMEHTHpPOBAaHHONW HMHQPOpPMAIMM, KOTOPYIO MOXET BbIOpPATh
OpraHM3alUs, CAYXKAT, HO He OTPAaHUYMBAIOTCSA MMM, GU3HeC-IJIaHbl, KAPThI COaJlaHCHPOBAHHBIX
noKasaTeJiel, NaHe/ib UHAMKAaTOPOB, UHTPaHeT U UHPOPMaLlMOHHbIE JOCKHU.

6.2.2 llesb maHHOIO MOJpaszesia B TOM, YTOObl OpraHU3anus MJIAHHPOBaJa MEPONPUATHS AJIsI
obecreyeHHs JOCTHXKEHUS 1jeJied B 00J1aCTH KadyecTBa.

B cooTBeTCTBUH C I.II. «a» — «e» paszena 6.2.2 1SO 9001:2015 opraHusanuu ciaenyer:

a) ompeJle/IUTh JAEeHCTBUSL, KOTOPbIE JOJIKHbI ObIThb NPEANPUHATBHI JJis JOCTHXKEHUS LieJied B
006J1aCTH Ka4yecCTBa;

b) rapaHTHUpOBaTh JOCTAaTOYHOE Ha/sMyKe pecypcoB (cM. [ISO 9001:2015, pasgen 7);

C) onpezeJuThb, KTO OTBEYAET 3a JOCTUKEHHE KOHKPETHbIX 1jeJiel B 06J1aCTU Ka4ecTBa (3TO MOXKET
OBITh I'pyIIa UK N0Jipa3/ie/IeHHE, 2 He TOJIbKO OJIMH YeJI0BEK);

d) pemuTs, Koraa 6yAyT 3aBeplleHbl 3allJIaHUPOBAHHbIE JIeHCTBUS;
€) peluTh, KaKUM 06pa3oM 6YlyT OLLleHUBATbCS Pe3yJbTaThl.

Ouenka pesysbTaToB (cM. ISO 9001:2015, 9.1.3) focTHKeHUSA YCTAHOBJIEHHBIX LieJlel B 06J1aCTH
KayecTBa MOXeT ObITh YaCTbI0 aHa/iM3a MEHEe/»KMEHTa, OLleHKU MOoKa3aTeJled WU MOXKET ObIThb
BBINOJIHEHA C MOMOUIbIO IPYTUX METO/J 0B, TAKUX KaK MEHE/)KMEHT MPOEKTOB C YCTAHOBJIEHHbIMU
cpokamy, KPI (ksitoueBble NoKa3aTesu AesTeNbHOCTH), IOCTOSHHBIN aHa/IM3 WM COBELaHUsA JJis
aHa/iM3a JJaHHbIX 0O0paTHOM CBSA3U.

6.3 [l1anHupoBaHU e U3MEHEHU

]_leflb 9TOro pa3aeJsa — onpeaejuTb HOTpe6HOCTb B UBMEHEHHAX CUCTEMbI MEHE)KMEHTA Ka4eCTBa
OpraHU3aluy, HeO6X0ﬂI/IMbIX AJIA OTpaGOTKI/I W3MeHEeHHUH B 6I/I3Hec-cpeae OpraHu3alyvy, a TaKxKe
AJId TapaHTHUHX TOrO, 4YTO MpeArnoJaraéMblie U3MEHEHUA MJIAaHUPYHOTCA, BHOCATCA U peaJIM3YIOTCA B
ylnpaBJideMbIX YCJIOBUAX.

Hajuiexkaniee mnJilaHUpoBaHWEe W3MEHEHUHW MOXeT IOoMOYb H36eXXaTb TaKUX HeraTHBHBIX
NOC/JIeICTBUM, KaK NepejesiKka, OTMeHa WJM 3a/lep>KKa B OKa3aHUHU YCJIYyTH; HO MOXKET M BEeCTU K
TaKHUM MO3UTHUBHBIM IOCJEJCTBUSM, KaK CHU’KEHHE HECOOTBETCTBUM, CHU)KEHHE UHIIUAEHTOB U3-
3a omMOO0K Jtojei. Llesblo MJaHUPOBAHUS HM3MEHEHUU SBJseTCs obeclneyeHue IeJJIOCTHOCTH
CUCTEMbl MeHEe/J)KMeHTa KayeCcTBa M CIOCOOHOCTH OpraHU3alMU MPOAOJIKATH IMOCTABJIATh
COOTBETCTBYIOLUE NPOAYKTbl U YCJAYTA B XOJle pealn3alui U3MeHeHUU. OpraHvusayguu ciefyeT
paccMOTpeTb Mepbl, KOTOpble Obl MOIJIM CHU3UTb BO3MOXHble HeraTHUBHbIE MOCJeACTBUS
W3MeHEeHUH, HampuMmep, NpoBeJieHUe MPOOHBLIX U3MEHEHUH [0 OCYIIeCTBJIEHHS UX B MOJHOM
MaciuTabe, WU onpejiesieHue JeiCTBUN, KOTOpble HEOOXOAMMO MpPeANPUHATh, €C/Id U3MEHEHUs
OKa3aJIMChb HeYyCNelHbIMU.
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[IlpuMeHeHHe MBILJIEHWS, OCHOBAaHHOTO Ha OLleHKE PHUCKOB, MOXeT OBbITb II0JIE3HBIM MpHU
onpesie/leHUH JelCTBUM, He0OXOAUMBIX JJIs1 IJITaHUPOBaHUS U3MEHEHUH B CHCTeMe MeHe/)KMeHTa
KadyecTBa. OpraHusayuu cjefyeT IpPOAaHAJIU3UPOBATb Ha/M4YUMe peCcypcoB U HeobXoAuMoe
Ha3HaueHUe WJIM NepeHa3HaueHHWe OTBETCTBEHHOCTH JJIsl JII0ObIX U3MeHEeHUH. ITO MOXeT ObIThb
BbINIOJIHEHO Ha3HauyeHHWeM COTPYJHUKOB B KOMaH/[bl IO YIPaBJEHUI0 HW3MEHEHUSMHU WU
3a/lep>KKOM B pea/iM3allui U3MEHEHUH /10 TeX, I0OKa He06X04MMble pecypchbl He 6yyT B HAJIUYUU.

HOTpe6HOCTb B H3MEHEHHAX B CHCTEeM€ MEHEIXMEHTA Ka4YeCTBa MOXKET OoIlIpefejadTbCAa
pa3/IM9YHBbIMHU CHOCOGaMI/I, HallpyuMep, B X04€ aHa/In3a MEHeIXKMEHTa, IO pe3yJibTaTaM ayJUTOB,
dHaJIM3a HECOOTBETCTBHﬁ, HpETeH3Hﬁ, nokKasaTreJsei IIpoueccos, M3MEHEHUN B KOHTEKCTe WJIU
M3MEHEeHUH B l'IOTpE6HOCTHX HOTpE6HT€H€ﬁ N MHBbIX 3HAYHUMBIX 3aMHTEPECOBAHHbLIX CTOPOH.

[ToTpeOGHOCTL B MU3MEHEHHUSX MOXKET BbI3bIBAaThCSl, HAIPUMEP, MEePEHOCOM MPOU3BOJCTBEHHBIX
JIMHUH C OJHOrO0 y4acTKa Ha Jpyrod, U3MeHSIOIIUM NpoleAypbl MPOIECCOB MAJd YJyYlleHUs
TEHJEHIUM B TMOSBJEHUHW HECOOTBETCTBUM B HUX pe3yJibTaTaX, HCIO0Jb30BAHUEM HOBBIX
MHPOpPMaIMOHHO-KOMMYHUKAIIMOHHBIX TEXHOJIOTMH JJisl yCJyr HWJIM MPOIECCOB, mnepegadyed
BaXKHBIX MTPOI[ECCOB HA ayTCOPCHHT, YX0/I0M COTPY/IHUKOB C KJIFOUEeBbIX MOCTOB (JIN60 10 BO3PacTy,
JINOO 10 3/J0POBbI0), UJIM NTEPEX0I0M Ha OHJIAWHOBYI0 06pabOTKY 3aKa30B.

OpraHu3auuu cjeAyeT OLEHUBATH MOCJAEACTBUA TAaKUX U3MEHEHUU AJIl CUCTEMbl MeHe/KMeHTa
KadyecTBa W NpeANpUHUMATb HeOOXOAWMble JAeUCTBUSA AJs NpeJoTBpalleHHs HeXXesaTeJbHbIX
pe3ysibTaToB. OHM MOTYT BapbUpPOBAThCA OT NPUMEHEHUS METOJOB MeHe/PKMEeHTa IPOeKTOB [0
NpHYMeHEeHHUS IKCIJIyaTalMOHHBIX U IPUEMO-CAATOYHBIX UCNIBITAHUM HOBBIX IPOLIECCOB U CUCTEM B
dopMe NUIOTHBIX MPOEKTOB 10 UX peasn3aluu. TpebyeMbli YpOBeHb MJIaHUPOBAHHUS U ENUCTBUA
OyZyT MEHATHCA B 3aBUCHUMOCTH OT BO3MOXXHBIX I10CJIeICTBUHA N3MEHEHUH.

[IpuMepsbl 1eACTBUHM, KOTOpPbIe MOXKET NpeANPUHSATh OpraHU3aLUs IPU MJIAHUPOBAHUU U3MEHEHU:

— C BHeJ[peHHEeM HOBOTO MPOTPaMMHOro obecrnedyeHHs [IJii 06pabOTKU 3aKAa30B OpraHU3alUs
MOXXET IJIAHUPOBATh 3KCILJIyaTallMOHHbIE TECTbI U MOJTBEPXK/JeHHEe MPUTOJAHOCTH, a TAKXKe
MCII0JIb30BaTh OTPaHUYEHHOE BpeMsl KaK CTapylo, TaK U HOBYI CHCTEMbI OJJHOBPEMEHHO,
YTOOBI yOEeAUTHCS, YTO HOBasl CHCTeMa paboTaeT, KaK OXHU/JAAJIOCh, 0 TOTO, KaK OHA OyAeT
MIOJIHOCTBIO IPUHSTA;

— IpU pellieHUM o06pa3oBaThb HOBBIA OQUC [JIT OKa3aHUs yCJAyr Ha HOBOM TeppUTOpPUH
opraHusalys MOXKeT BbIOpaTb NpHMeHeHHe ¢(OpPMa/M30BaHHBIX MeTOJO0B yIpaBJIeHUA
IPOEKTaMH.

7 O6ecneyeHue
7.1 Pecypchl

7.1.1 O6mmue noJjI0KeHus

llenp JaHHOTO MoApasjesia B TOM, YTOObl rapaHTHPOBATh, YTO OpraHU3alUsi obecrneynBaeT
pecypchbl, HeobOxoAuMble JJisi Pa3pabOTKH, BHeApPEHUSs, MOAJEPXKU UM YJIy4dlIeHHUS CHCTeMbl
MeHe/>KMeHTa KayeCcTBa U ee pe3yJIbTATUBHOTO QYHKIMOHUPOBAHUSI.

[Ipy ompejiesleHUH 3TUX PECYPCOB, HAJUUYME KOTOPBIX JIOJKHO ObITh 06ecrneyeHo, OpraHu3anuu
cjleiyeT y4eCcTb TeKylhde BO3MOXXHOCTH IO BHYTPEHHUM pecypcaM (Hampumep, IepcoHal,
BO3MOXXHOCTU O060OpYyZ0OBaHHS, KOpPHNOpAaTHBHble 3HAHWSA), a TakKke J0Oble orpaHuyeHus (B
YaCTHOCTH, GI0/IKET, KOJIMYECTBO PECYPCOB, FPapUKH).

B xozie onpeseseHus1 pecypcoB OpraHM3anusl MOXKET MPOBECTH aHAIU3 3aTPaT B CPABHEHUHU C TEM,
YTO JacT NPUMeHeHHe 3TUX PecypcoB, UCNOJIb3ysl MbILJeHUEe, OCHOBAaHHOE Ha OLleHKe PUCKOB. A
3aTeM YyXe cJjeAyeT NPHHUMATh pellleHHe M0 HeOoO6XOJAUMBIM pecypcaM, BK/KOYasg U Te, YTO
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NIOCTaBJIAIOTCA H3BHE; a TakKXe MO HeOOXOAMMBIM MepaM, FapaHTUPYIOLIUM, 4YTO TpebyeMble
pecypchl 6yayT obecrneyeHbl; 3TO NMoJ0KeHUe IPUMeHUMO K paszenam 7.1.1 - 7.1.6 ISO 9001:2015.

7.1.2 IlepcoHa

llenp fgaHHOro mojpasfjesia B TOM, YTOObl TapaHTHPOBAaTh, YTO Yy OpPraHU3ALUUA HUMEETCS
HaJiJIeXKal[Mid TepcoHas, KOTOPbIH Heo6XoAuM s (QYHKIUOHUPOBAHUSA U YyIpaBJIEHUS
npolueccaMd M pe3yJbTaTUBHOIO BHEJApPEHHs CHUCTEMbl MeHe)KMEHTa KayecTBAa. BHHMaHHe
JIOJDKHO OBITh 00pallleHO Ha TeKYLYI0 pabouyo Harpy3Ky U KOMIETEHTHOCTb COOTBETCTBYIOLIETO
MepcoHala C TOYKH 3pEHHs BBINOJHEHUS OQYHKIUMHA U O00S3aHHOCTEH B paMKaX CHUCTEMbBI
MeHeP)KMEeHTa KadecTBa (HampuMep, OINepalMoOHHAsg [JesTeJbHOCTb, AayAUTbl, TMPOBEPKH,
UCIBITAHUS, U3yUeHHUe XKaJiob).

HpI/I onpengeseHnu H606XO,HI/IM01"O IIepCcoHasia OpraHu3anuvu cjaegyeT INPHUMEHATb MbIIIJIEHHUE,
OCHOBaHHO€ Ha OIEHKe PHCKOB, a4 TAKXe€ Y4YHUTbIBATb I[MOJHOMO4YHA W OTBETCTBEHHOCTDb, YyXKe
Ha3HAa4Y€HHbI€ B paMKaX KOHKPETHLIX ITPOLEeCCOB.

OpraHusauusi MOXeT pelIUTb NpPHUBJeYb IepCOHaJ CO CTOPOHBbI WJMU NPUOErHYTb K ycCJayram
BHELIHEro MOCTaBLIMKA, B TAaKOM CJly4ae OpraHU3alMy cJeAyeT y4ecTb Takue (GaKTOphbl, Kak
HeO06X0JUMOCTD JI0NOJHUTENbHOI0 00ydyeHHUs, pa3paboTKa corJjalleHud 06 ypoBHe cepBHCa WU
NpoBeJieHUe ayJAUTOB MOCTABLIUKOB YCJAyr AJis TOro, 4YTOObl y6eAuThCA, YTO OHU pabOTalOT
HajsiexaluuM obpasom. CiesyeT B IOJIHOW Mepe YYUThIBAaTh TPpe6GOBaHUA K KOMIIETEHTHOCTH (CM.
[SO0 9001:2015, 7.2).

7.1.3 HHpacTpyKTypa

llenb JaHHOTO paszesia B TOM, YTOObI TapaHTHUPOBATD, UYTO Y OpTaHU3al[MM €CTb B HAJIUUUU 3/JaHUS,
060pyZloBaHWE U BCIOMOTraTeJsibHble CJyKObl, HEOOXOAHMble [Ji1 HeNpepblBHOW NOCTAaBKU
COOTBETCTBYIOLUX NPOAYKTOB U YCJAYTHA UX IOTPEOHUTEIISIM.

Tepmunbl «onpefensiTb» («determine»), «obecneyuBaTb» («provide») U «IOAAEPHKUBATHY
(«maintain») oTHOCATCA K TpeM pasJMYHBIM JeUCTBUSIM, KOTOpble MOTYT BBINOJHATHCS B
pas3J/IMYHBIX NpoLeccax Wiu GyHKLUUAX opraHu3aluu. HanmpuMep, oTBETCTBEHHBIN 32 KOHKPETHBIN
npouecc MOXeT ONpejeJUTb COOTBETCTBYOIHE TpeboBaHUSA K HUHOPACTPYKType, B paMKax
npolecca 3aKylnok Heob6xoJWMoe OyJeT 3aKka3aHO W NpPUOOpeTeHO, U [JIO/LKHBI  ObITh
npefycMOTpPEHbl JeHCTBUA MO MOAJAEpPHKe paboTOCIOCOOHOCTH ITUX 3aKyIJIEHHbIX 3JIEMEHTOB
MHPaACTPYKTYphl (HanpuMep, TEXHUYECKOe 06CayKUBaHUe, 10 /jepKaHhe YUCTOThI, 0OHOBJIEHUE
MHPOPMaIMOHHBIX TEXHOJIOTMU WM IEPUOIUYECKHUE UCTIBITAHUSA 060'bEKTOB U 000PY/I0BaHUA).

NHpacTpyKTypa MOXeT OKa3blBaTb KPUTHUYECKOE BJIMSIHUE Ha [JOCTHKEHHE COOTBETCTBUSA
NpOAYKTOB U ycayr. OT opraHu3anuu TpebyeTcs:

a) omnpezeauTb HEOOXOAUMYI MHPPACTPYKTYPY AJisl pe3yJibTaTUBHOrO GYHKLIMOHUPOBAHUS ee
IPOLECCOB U JOCTHXKEHUS 3allJIAHMPOBAHHBIX Pe3yJIbTATOB;

b) o06ecne4uTh U NOAAEPNKUBATH HEOOXOAUMYI0 UHOPACTPYKTYPY.

[Ipu onpeiesieHUH HEO6X0AMMOUN HHPPACTPYKTYPbl OpraHU3ALMU CIe/lyeT YIYeCTh, KaKHe 00'bEKTHI,
obopyloBaHHWE, NpOrpaMMHOe obecliedeHue, yCAyrd U/UIA TpPaHCOOPTHOe O0O6CaAyKHBaHUE
HeoOXOUMbI JJisi 06ecriedeHusl COOTBETCTBUS MPOAYKTOB U ycayr. [lIoTpeGHOCTH, CBSI3aHHbIE C
MHOPACTPYKTYPOH, MOT'YT Pa3MyaThCs B 3aBUCHMOCTU OT THIIA MPOU3BOJUMBIX OpraHU3aluen
OpOAYKTOB W ycayr. /Jlasg TpaJuLMOHHOTO MPOU3BOACTBEHHBIX K COOPOYHBIX MPOILECCOB
MHOPACTPYKTypa MOXKET BKJIIOYATh B cebs1 060py/J0BaHHEe U 3[JaHU /sl MTPOXU3BO/ICTBA, YIIAKOBKH,
pacnpejieJieHus], TpaHCIOPTUPOBKU U UT-cucremsl.

B cepBHUCHBIX OpraHu3aIysax UHQPACTPYyKTypa MOXKeT BKIOYATh B cebst UT-cucTeMbl uiu paboyue
NOMellleHHUsl; HanmpuMmep, NPU OKa3aHUU MEAMIMHCKUX YCJAYT WJIH YCIAYyT KOHCYJbTHPOBAHUS,
WHTEpPHET-CUCTEMbI [IJIsl OHJIAWH TOPrOBJM WM GAHKOBCKUX YCJYT, WIH LIEHTPaJibHble OQUCHI
KOMITIaHHUH.
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Jlpyrue npuMepbl UHQPACTPYKTYPhI:

— 3amuTHOEe 060py/I0BaHUe [ MPeAOTBPAIleHHs] 3arpsi3HEHUsI B KOMIAHUSX 10 PO3JIUBY B
OYTBLJIKHY;

— COOTBeTCTByHOLIEE o6opy,a03a1-me AJid BO3AYIIHOIO KOHAWLHWOHHUPOBAHHUA H obecrieyeHUs
YHUCTOMU CpeAdbl B IOMEIIEHHUAX KINHUKH;

— I/IH(l)OpMaLU/IOHHO-KOMMYHI/IKaL[I/IOHHbIe TEeXHOJIOTHUH AJIA BBITIOJIHEHHUA onepaum?l C
KpeJUTHBIMH KapTaMH KJIMEHTOB,

— pecypchl AJi yOpaBJieHUsl yPOBHEM IllyMa Ha MNpeANpUATHU C TeM, YTOObI omepaTop MOr
CJIBIIIATh 3BYKH, HE0OX0JUMble [JIs1 MOHUTOPUHTA NpoLecca.

7.1.4 Cpeja BbIIOJIHEHMA NIpoLecca

[lesip JaHHOrO mMojpasjesa B TOM, YTOObl rapaHTHPOBaTh, YTO OpraHU3alys OINpeAe/uaIa U
obecreuMBaeT HeOOXOAMMYIO CpeAy [AJisl BBINOJHEHHS ee MPOLeccoB, YTOObI CIMOCOOGCTBOBATh
IPOU3BO/ICTBY COOTBETCTBYIOLIUX MPOJYKTOB U YCJIYT.

[Ipu onpenenennn pabodedl cpefbl [Jis BBINOJHEHUS IIPOLIECCOB CJeAyeT pPacCMOTPeTb
MHPOpMaIMI0, MOJyYeHHYI0 OT 3auHTEePEeCOBAHHbIX CTOPOH, HACKOJbKO 3TO NPHUMEHHUMO.
Hanpumep, peryaupyroumuyii opraH MOXeT YCTaHOBUTb 0COOble TpeboBaHUA K 4YHUCTOTe
IIPOU3BOJACTBEHHOU Cpe/ibl [/ IpeLOTBpallleHUs 3arpsA3HEeHUN.

TpeboBanuss k paboued cpeje mpolecca MOTYT B 3HAYUTEJbHOW CTeNeHU pasIMvyaThbCs B
3aBHCHUMOCTH OT BHJA MOCTABJSEMbIX IPOAYKTOB U YCAYT. B HEKOTOPBIX c/ly4yassX B OTHOLIEHUHU
cpe/bl HEOOX0AMMO PELIUTh TOJIbKO BONPOCHI, CBA3aHHbIE C TAKUMHU GU3NYECKUMU [TapaMeTpaMHy,
KaK TeMIlepaTypa, OCBellleHHWe, CaHUTApHOe COCTOSIHWE, BEHTHJISLMSA, IyM U T.J. B apyrux
CUTyalUsX Takue pusndeckre GaKkTOpPhI, KaK YACTOTA, MOT'YT ObITh KPUTUYECKHMMHU, HAIpUMep, NpU
IPOM3BO/ICTBE KOMIIBIOTEPHBIX MUKPOCXEM, KOT/1a TpebyeTcsl YUCTOe OMeLeHHe.

B HekOTOphIX cJyyassiX MOTYT ObITb KPUTHUYECKUMH QaKTOpbI, CBSI3aHHblE C YeJIOBEKOM;
c/le[j0BaTeJbHO, UX CJeJlyeT MPUHUMaTb BO BHHMaHUe IpPU ompejesieHUuU paboded cpeabl s
BbINIOJIHEHHUS IPOLIECCOB, HAIPUMeD, UCK/II0UeHHeM BbICOKOM paboyeil Harpy3kyu paboTHUKOB WJIH
cTpecca (C LeJbl0 MPeJOTBPAaTUTb BO3MOXHble OIIMOKH, 3MOIIMOHAJbHOE MCTOIEHUE WU
IICUXO0JIOTUYeCKoe JaBjeHue) UJIU MHPOPMHUPOBAHHEM (HaNMpUMep, O BpeMEHHU OXKH/JAaHUA NpHU
OKa3aHUM YCJIyTry) NoTpebuTesien.

MoryT Takxke TpeboBaTb pacCMOTpeHUs U JApyrue ¢GakToOpbl, TakKhe KaK colyajibHble WJIH
ncuxoJsiorndyeckre. Hampumep, acnekTbl, CBs3aHHble C 4YeJIOBEKOM, TaKHWe KaK IOOoLipeHue
NI0O3HABATEJIbHOTO HHTepeca B JOIIKOJbHBIX YYpPEeX/JeHHUAX; Mepbl MO YyJAKWBAHHUIO CIOPOB,
OKa3bIBaeMble B COOTBETCTBYIOULIMX YCJOBUAX AJis U30exKaHUsI KOHPJIUKTOB; JOCTATOYHOE BpeMs
OT/blxa, NpeJOoTBpallalolliee BO3HUKHOBEHHE HeCYACTHBIX CJy4aeB, HalpHUMep, OrpaHUYeHHe
NOJIETHBIX YacoB JJi MUWJOTOB WJM BpPeMeHH, NPOBOJUMOrO 3a pyJieM JJid TeX, KTO 3aHAT B
IPY30BbIX IEPEBO3KaX).

JTO He oO3HayaeT, 4YTO BaM cJeJyeT BHeJpSATb (opMasM30BaHHblE CUCTEMbl YHIpaBJIEHUS
POU3BOICTBEHHOM CpeJioN UJIM CUCTEMbI MEHE/PKMEHTA 6€30MaCHOCTU TPYAA U OXPaHbl 3/J0POBbsI
JUlsl BBINOJIHEHUS TpeboBaHuM pasgena 7.1.4 ISO 9001:2015, eciu y Bac B 3TOM HeT
HeoOXO0JHMOCTH.

OnpenenuB pabouyylo cpeAy /il BBINOJHEHUS TMPOLECCOB, CAeAYyeT ee TOoJAJepPKUBATh
COOTBETCTBYIOLUM 06pa30M U KOHTPOJIMPOBATh 110 Mepe HEOOXOJUMOCTH.

7.1.5 Pecypchl Aji1 MOHUTOPUHIA U U3MEpPEHUN

7.1.5.1 0O61mue NOJI0KEHHUS

llesp faHHOro mojpaszesa B TOM, YTOObl rapaHTUPOBATh, YTO OpraHM3alyd ONpejesausa U
obecrneyuBaeT MOAXOJsALIME Pecypchbl JJi NOJYYEeHUs HaJeXHbIX M JJOCTOBEPHBIX Pe3y/bTaTOB
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MOHUTOPUHIAa U U3MEpEeHUH MpPU OLleHKE COOTBETCTBUS MPOJAYKTOB U YCJYT, MPOU3BOJAUMBIX
opraHu3anuen.

Pecypcebl, Heo6x0jUMble /i1 MOHUTOPUHIA U U3MEpeHUU, MOryT 3HAUYUTEJbHO pa3jnyaTbCs B
3aBHCHMOCTH OT BHJIA NPOAYKTOB U YCJYT, NOCTABJAEMbIX OpraHU3alliel, a TaKXe IpOoLecCoB,
YCTAHOBJIEHHBIX B paMKaX CUCTEMbl MeHeP)KMeHTa KayecTBa.

B HEKOTOPBIX C/Iy4assx MPOCTON MPOBEPKHU UJIU MOHUTOPHUHTA 6yAET AOCTATOYHO /JIsl ONIpeieIeHUsl
napaMeTpoB. B fpyrux ciayyasax norpebyeTcs U3MepeHHe U 3TO MOXKeT BbI3BaTb HEOOXOJUMOCTb
HaJINYUsl U3MEPUTENbHOTO 060PYJ0BaHMs, KOTOPOE HYK/IAeTCsl B IOBEPKE MJIU KaJUOGPOBKe, WU B
TOM, U ZIPYTOM.

MOHUTOPUHT NpeAnoJiaraeT BHUMaTe/JbHOE HAOJ/I0/leHUe, KOHTPOJIb U MPOBEPKU C T€M, YTOObI
OnpeeJUTh KOJUYECTBEHHbIE U KayeCTBEHHble MapaMeTphbl (UM WU Te, U APYTrUe) mpolecca,
NPOAYKTA WJMU YCJAYTH. ITO MOXET ObITh MPOCTOM NPOBEPKOM, YTOOBI YOEAUTHCS, UTO €CThb
Heob6Xx0JJMMOe KOJIMYECTBO MJIM UTO 3aKa3 BBINOJIHEH; MHAWKATOP, MOKa3bIBAIOLUUH, YTO YTO-TO
HaXOJUTCS B NpejiesiaX HOPMbl; POCAYLIMBAaHHE PAa3roBOPOB MEXAY KJAWEHTAaMU U COTPYAHUKAMU
call-eHTpOB («Ball 3BOHOK MOKET 3aMMCbIBAThCS B LIeJISIX YAYUYLIEHUsI KA4YeCTBA 00CTYKUBAHUS»);
WJIM 33/laBaeMble B X0Jie OKa3aHHUs YCJAYTr BOMPOCHI, HAPUMepP, OPUIMAHTOM, Y/IOBJETBOPEH JIU
MIOCETUTEIb KAa4eCTBOM 6JI10/] U YPOBHEM 00C/IyKHUBaHMUSI.

I/I3MepeH14e noJsjpa3yMeBaeT olpeaejeHrue KOJIN4€eCTBa, 3Ha4Y€HU A WU pa3Mepa C UCII0JIb30OBAHHUEM
noaxXoaAIMux HMU3MEPHUTEJIbHBIX CpPEACTB. OHO MOXeT BKJIYaThb B Ceod IIpUMEHEHHUE
KaJII/I6pOBaHHOI‘O HJIN IIOBEPEHHOI'0 06opy,a013aH1/1H, KOTOpoe MMeeT IpPOoCIeKNBAa€eMYHKO CBA3b K
HAallMOHAJIbHBIM HWJIK MEXAYHAPOAHbBIM 3Ta/JIOHAM. AJIH yCciayr OHO MOXET BKJIIOYATb B cebs
IMpUMEHEHHE M3BECTHLIX W IIPOBEPEHHBIX MOAGHEﬁ 10 MOJIYy4€HHIO O6paTHOﬁ CBA3H, HallpuMmep,
MO,ZLEJIef/'I COLMaJIBHOT O O6CJIy}KI/IBaHI/IH.

OpFaHI/I3aLU/II/I H606XOL[I/IMO MMPpOaHA/JIM3NPOBATH, HACKOJIbKO KPUTHUYHbI MOHUTOPHWUHT U U3MEPEHHUA
B oIipeaeJIeHUHU COOTBETCTBUA €€ IPOAYKTOB U YCJIYT.

[Ipu onpejesieHUU KPUTUYHOCTU MOHUTOPUHIA U U3MepeHUH i1 obecriedeHUs1 JOCTOBEPHOCTHU
pe3y/IbTaTOB OPraHU3aLUU CleAYeT ONPEAENTh, YTO JOKHO OTCIEKUBATHCA U/UIU U3MEPATHCSA
B ee Ipoleccax, NPOAYyKTax WJM yciayrax. OpraHusanuu cjeAyeT OIpeeJUTb pecypchl,
Heo6X0/JUMble [IJIsl TAKOTO MOHUTOPUHIA U M3MEPEHHUH, TapaHTUPYs UX NPUTOJHOCTb B 06J1aCTH
IpHYMeHEeHHUH.

ﬂOKYMeHTI/IPOBaHHaH I/IH(l)OpMaLU/IH JAO0JI2)KHa OBbITh AOCTYIIHa, YTOOBI MNpoAEMOHCTPUPOBATDH
COOTBETCTBHE BbI6paHHbIX CpeACTB MOHUTOPHUHTA U H3MepeHHﬁ eJjiu. OHa MOXeT BKJII0YaTh B Ce6s
I‘pacl)mm, MMOKa3bIBAOIIKME, HACKOJIBKO 4YaCTO Tpe6y}OTCH IIPOBEPKH, YTOOBI rapaHTHUpPOBATb
AOCTOBEPHOCTL pe3yJbTaTOB, HJIA I/IH(l)OpMaLlI/IIO, IMIOKa3bIBAOMYO IPOCIEKHNBAEMOCTb K
HallMOHAJIbHBIM 3TAaJIOHAM HJIHU JII0ObIEe HNHBbIE, KOTOPhbIE OBLJIU MCII0JIb30BaHBI.

B HeKOTOpBIX cly4asax MOXKeT NOTPeO60BaTbCA CHELMAJUCT, YTOObI OLLeHUTh, IPABUJIBHO WJIU HET
OCylllecTBJIeHa MOCTaBKa NPOAYKTOB U YCJIYT, HapUMep, lied-noBap B pecTopaHe, COLUaIbHBIN
pabOTHHUK JJis OLLlEHKU yCJAOBUH B NPUEMHOM ceMbe WM NpodecCHOHAJbHbIM MeJUK B Caydae
OKa3aHUsl MeJULHUHCKUX YCayr. B HeKOTOphIX cayyasix noTpebyeTcsi pa3paboTKa UHCTPYMEHTOB,
KOTOpbI€ JOJDKHBI OBbITh MCHOJb30BaHbl JJis MOJTBEPXKAEHHUS, YTO TpPeOOBaHMUs BBINOJIHEHBI,
HanpuMep, KJ1accuPUKalMOHHbIEe CXeMbI, YTOOBI pacnpe/ieIMTh pe3yabTaThbl UCIIBITAHUM.

7.1.5.2 IIpocae:xuBaeMOCTb U3MEpPEeHUN

llesb maHHOTO mMOJpaszesa B TOM, YTOObl rapaHTUPOBATb, YTO OPraHU3aLUs OOeclneyrBaET
NPOCJEXXUBAEMOCTb HW3MEpPEHUM, eC/d 3TO sBJseTCs TpeOGOBaHMWEM, WJM KOrJ[a OpraHu3alus
YCTAHOBUJIA, UTO 3TO 6yZeT HE06X0JUMO JJIsI TOJIyYeHHs] yBePEHHOCTH B HAJIEXKHOCTH Pe3yJbTaTOB
M3MepeHUH.
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Ecnu usmepuTesibHOE 060py0BaHUeE UCIIOJIb3YeTCs /11 IPOBEPKH COOTBETCTBUS TPEOOBAHUAM U
obeclieyeHUs] YBEPEHHOCTH B JIOCTOBEPHOCTHU pPe3yJIbTaTOB U3MepeHMsl, OpraHM3aluu ciaefyeT
NpoaHa/JU3UpOBaTh, KaKWM 00pa3oM H3MepUTeJbHOe 000pyJ0BaHUe IoBepsieTcs HU/UH
KaJIM6pyeTcs, KOHTPOJUPYETCS, XPAaHUTCS], UCTI0JIb3YeTCs U N0 epXKUBAETCS er0 TOUHOCTb.

JlookeH OBITb yKas3aH CTaTyC KaJUOpOBKH/NOBEpPKM (HampuMep, OBbLIO JIM HW3MEpPUTEbHOE
0o6opyZ0BaHMEe OTKaJIMOpOBaHO/IOBEPEHO U, €CJIU [ia, TO B KAKOM JiMana3oHe U /10 KaKOro CpoKa
OHO MOXeT MCIoJb30BaThcsA). Takasg uaeHTHPUKALUA MOXKeT ObITb HA CAMOM HW3MepPUTEJIbHOM
obopyloBaHUM, Ha QyTJisipe UJIM KOHTeHHepe, B KOTOPOM OHO pa3MellaeTcs, WM yKa3aHa elle
KaKMMU-TO CII0CO6aMH, HalpuMep, HaHeCeHWeM YHHUKaJIbHOI'0 HOMepa yCTPOoMCTBa U3 BeAylencs
y4yeTHOH 6a3bl JaHHbIX. U3MepuTesbHOe 060py/l0BaHHE C HACTPAaUBAaeMbIMU XapaKTepUCTHKAMU
IpY KaJUOpOBKe JO/KHO OBbITh 3aLUILEHO OT CJAYy4YalHOrO M3MEeHEHUS COCTOSHUS KaJMOpOBKHU.
J15 3TO MOXKHO 3aKpbITb JOCTYN (HampuMmep, KpbILIKOM) K oOpraHaM peryJupoBKH JJs
npeoTBpallleHUs1 U3MEHEHUS UX COCTOSIHUSA BPYYHYI0 UJIM UHCTPYMEHTOM.

B cuTyauusx, korja Ha KaJUOPOBOYHble HACTPOWKU MOXKET MOBJIMATH BUOpaLUsA WM yJapHble
Harpys3kd, 000pyJoOBaHHe [JOJ/DKHO OBITb 3allyleHO, HalpuMep, MOMeLleHO B CllelHabHbIN
KOHTeWHep UJIH YIIaKOBKY.

I/IBMepI/ITeJIbeIe CUCTEMbl TaKXe€ MOIr'yT BKJIIOYATb B cebs KOM6I/IHaLII/II'O I[IporpaMMHOrIo
obecrieyeHus U APyrux YCTpOﬁCTB, TaKHX KaK TOIIJIMBHbIE€ HACOChI NJIHN YCTpOi’ICTBa CUT'HaJIM3al KU
AJisd KOHTPOJIA ITapaMeTpoOB IIponecca. B aTux Cly4adX OpraHu3anuu ciaeayeT IIpoaHaJIM3UpPOBaATb
NPpUTOAHOCTDb C TOYKH 3pEHUA HA3HAYECHUA BCcel HBMGpHTeHbHOﬁ CUCTEMDI.

Pa3paboTka rpadpuka KaJUOPOBKU U NMPOBEPOK TEXHUYECKOTO COCTOSIHUS JJIsi U3MEPUTENbHOTO
060pyZ0BaHHUS J0J>KHA OCHOBBIBATbCSI HA PUCKAX U KPUTUYHOCTH U3MEPEHUM ISl onpe/iesieHUs
COOTBETCTBUS NPOJAYKTOB U YCJIYT.

Eciiu BbISICHSIETCS, UTO U3MepUTebHOE 060pYJOBaHUE He MOAXOUT JJis Mpe/inoJaraeMbix HesaeH,
cleflyeT OLEHUTb BO3MOXHOe BJIMSIHUE Ha COOTBETCTBUE TpPeOOBAaHUSM K H3MEpPEHUSIM U
NpeANpUHATh HeoOXoJuMble JelcTBUs. Takue JelCTBUS MOTyT BKJIOYAaTh B Cebs MPOBEPKY
006pa310B MPOAYKIIMH, B OTHOIIEHUU COOTBETCTBUS KOTOPOUM €CThb COMHEHMUS], YTOObI ONpPe/IeUTh,
BBINOJIHSAKOTCS JIX KPUTEPUU TPUEMKH.

Pe3y/abTaThl aHa/M3a MOTYT IOKa3blBaTh, YTO HUKAKUX J1IeMCTBUH He TpebyeTcs UJIU e, HA060POT,
TpebyeTcsl 3aHOBO OKa3aThb yCJyry, IPOBEPUTh NMPOAYKLHUIO Ha CKJIaZe WM NpoUHPOPMUPOBATh
COOTBETCTBYIOUIMX MOTpedbUTesel, M60 Jake OTO3BaThb NPOAYKLHIO. YpOBEHb HeOOXOJUMBIX
JleICTBUU 3aBUCUT OT COOTBETCTBUSA NPOJAYKTOB U YCJIYT.

7.1.6 ba3a 3HaHU#U OpraHU3al MU

llenp paHHOro mojpasjesna B TOM, 4YTOObl yNpaBJ/fATb 3HAHUSIMH, KOTOpPble, MO MHEHHUIO
OpraHu3alUy, HeoOXOJWMbl J[Jis BBINOJHEHUS ee MpPOoLlecCOB M obecredyeHUsT COOTBETCTBUS
IPOJIyKTOB W YCJAYT, a TaKXe MOOUPUTh MpUOOpeTeHHe HeOoOXOAMMBbIX 3HAaHUW B YCJIOBHAX
MEHSAIIUXCSI MTOTPEOHOCTEN U TEHAEHIIUHN.

KOpHOpaTI/IBHbIe 3HaHHUA — 3TO cneund)nqecmxle 3HAHHUA OpraHU3aluH, IIOJIYy4€HHbIE JIM60 U3 ee
KOJIJIEKTUBHOI'O OIIbITa, JIN60 HWHAWBUAYAJIbHOIO OIlbITa €€ COTPYAHUKOB. OTU 3HaHUA
HCIOJIb3YIOTCA HWJIKM MOTYT HCIOJIb30BATbCA [OJIA AOOCTHUXKEHHUA ueneﬁ B 00JIaCTHM KadecTBa
OpraHU3al iy UJIH €€ 3allJIAaHUPOBAHHBIX PE3yJIbTATOB.

OpraHvszauuy cjieAyeT TMpOaHAJM3UPOBaTh, KAaKUM 006pa3oM oONpejessiTb W YINPaBJIATb
KOPNOPAaTUBHBIMU 3HAHUSIMH, YTOObI yZ0BJETBOPAThL €€ TeKYIUM KU OyAyLMM MNOTPeOGHOCTSM.
[lepcoHan opraHu3alyMu M €ro ONBbIT — 3TO OCHOBAa KOPHOPAaTHMBHbIX 3HaHUW. Pukcanus u
pacnpocTpaHeHHMe TaKOIro ONbITa M 3HAHUM MOXET IMOpOXKAATh CHHeEpPreThudeckut 3ddekr,
BeyIIMH K CO3/JaHUI0 HOBBIX UJIM 0OHOBJIEHUIO KOPIIOPATUBHbIX 3HAHUH.
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[Ipy omnpeneneHuH, ympaBJeHUH U obOecrneyeHUU [JOCTyna K KOPHNOpaTHMBHOW 06a3e 3HAHUM
OpraHM3alMs MOXKET MPUHUMATh BO BHUMaHHUE:

a) YpOKH, U3JieYeHHbIe U3 Hey/1ay, IPeANOChIIOK K UHIU/IEHTAaM U YCIeX0B;
b) c6op nundpopMaluu OT NOTpebUTEEH, TOCTABIIMKOB U MAPTHEPOB;

c) duKcanuo 3HaHUH, KOTOpPbIE CYIECTBYIOT B OpraHU3alUH, HAIPUMep, Yepe3 HaCTaBHUYECTBO,
IIJIAHUPOBaHUE TPEeMCTBEHHOCTH;

d) faHHbIe CpaBHEHUS C KOHKYPEHTaMU;

e) MHTpaHeT, OU6IM0TEKH, UHPOPMALMOHHbIE CECCUH, PACCBIIKA HOBOCTEU U T.J,.
7.2 KoMIIeTeHTHOCTb

llenb gaHHOTO pasjesna - ONpeAeNuTb TpebyeMyr KOMIETEHTHOCTD /JJisl BbIIIOJHEHUsS paboT B
OpraHMU3allM, KOTOpble MOTYT BJHUATb Ha COOTBETCTBHE MPOAYKTOB W YCJAyr TpeGOBaHUAM
NOoTpebUTeNeH, a TaKKe YTOObI FapaHTUPOBATD, YTO JIMLA, BBINOJHAIIINE 3TU paboThl (Hanpumep,
PYKOBOAMUTEJU, NMOCTOSIHHbIE W BpPEMeHHble COTPYAHUKH, NOAPSAYMKH, JIUIA, BBINOJJIHSIOLIHE
paboThl, epelaHHbIE HA AYTCOPCUHT ), KOMIIETEHTHBI JIJ/1s1 JAHHOW paboThl.

KoMneTeHTHOCTb COTPYZAHUKOB MOXKET ONPeAeAThCA UX 06pa30BaHUEM, IOATOTOBKOU U ONBITOM.
Tex, KTo cmnocob6eH MpPOJIEMOHCTPUPOBATh CBOK KOMIIETEHTHOCTb, HWHOT/A Ha3bIBAIOT
KBaIMPULHPOBAHHBIMHU.

OpraHusauuu ciejilyeT onpejesuTb TPeOOBaHUS K KOMIIETEHTHOCTH JJisl pabOT UJIU JOJIKHOCTEM.
HekoTopsble 3aa4u MoOryT Tpe6oBaTh 0CO60r0 yPOBHSI KOMIIETEHTHOCTH [0 UX HaZJIeXKallero u
06e30MacHOr0  BbIMOJHEHUS (HampuMep, BHYTPEHHUH ayAUT KayecTBa, CBapka WM
Hepa3pylawiudil KOHTPOJIb). [/ JIUl, BbIMOJHSIIIMX T0J00HbIe pab0Thl, MOXKET TPeOOBAThCS
omnpejiesieHHass KBajupuKaius (HanpuMmep, /[AJs BOXAEHUS BHJOYHBIX IOrPY3YUKOB WJIU
IPY30BUKOB, WJIM BbIMOJHEHUS 0NpocoB). TpeboBaHUSA K KOMIETEHTHOCTU MOTYT ONpPeAeasiThCs
pa3/IMYHBIMU CIIOCO6AMH, HAIPUMEDP, B JOKHOCTHBIX UHCTPYKIMSAX UJIH BBIITOJIHEHUEM TECTOBBIX
3aJlaHUH,

KoMneTeHTHOCTh COTPYAHHKA JO/DKHA OBbITh MOATBEPXKAEHA MPOBEPKOU, UMEET JIM OH UJIM OHA
Ha/JJiexkalliee 06pa3oBaHUe, NOATOTOBKY U oNbIT. Takasi IpoBepKa MOXeT ObIThb BbIIIOJIHEHA B X0/ie
cobece/l0BaHUS, aHa/IN3a pe3l0Me, HabJII0leH s, HA OCHOBEe IOKYME@HTHPOBAaHHOW MHPOPMAILMH O
MO/ATOTOBKE WJIM JJUTIJIOMOB.

Eciu coTpyHUK opraHvM3aliy He COOTBETCTBOBAJ UJIU IlepecTal COOTBETCTBOBATh TPeOOBAHUSAM
K KOMIIETEHTHOCTH, JO/IKHbI OBITh NPENPUHSATHI AeNUCTBUS; TaKHMe Mepbl MOTYT BKJIIOYATh, HO HE
OTPaHUYUBATBHCH 3TUM, HA3HaYEHMEe HAaCTaBHUKA COTPY/AHUKY, IPOBeJileHHe 00y4YeHHs, yIpoleHue
npolecca TakK, YTOObl pAOOTHUK MOT €ro BBINOJIHATD YCIEIIHO, UJIU IepeBO/i pabOTHUKA Ha JIPYTyI0
NO3ULHIO.

OpraHvsanuy Takxe ciae[yeT OLEeHUBATh Pe3yJbTaTUBHOCTb JIIOOBIX MPEAIPUHATBIX JeUCTBUIM.
Hanpumep, opraHvsanys MOXXeT 3allpOCUTb Y COTPY/HUKOB, IpoLIeJIIMX 06y4eHue, 4YBCTBYIOT JIU
OHH, YTO NOJYIUJIM HEO6XO0JMMYI0 KOMIIETEHTHOCTD /iJIs1 BBINIOJIHEHHUs cCBOel paboTel. KpoMe aToro,
MOTYT OBITh IPUMEHEHBI U Jpyrhe MeTO/Ibl OLleHKH, BKJII04asl HENOCPeICTBEHHOE HabJIo/leHue 3a
paboToM COTPYyAHUKA UM IPOBEPKY Pe3yIbTATOB €ro paboThl.

B cuTyanusx, Korja COTPyAHUK BHEUIHEro IMOCTaBLIMKA BbINOJIHSAET PaboTy M0J KOHTPOJIEM
OpraHM3al 1M, MOTYT NMOTPE6OBATHLCA JAONOJHUTENbHbIE Mepbl KOHTPOJISI U MOHUTOPUHIA, TaKue
KaK ayZMThbl MpPOLECCOB, BBINOJIHSEMbIX BHE OpPraHU3alluy, IpOBepKa MPOJYKTOB U yCJAYyT WU
pa3paboTKa KOHTPAKTOB W COTIJIalleHWH 00 ypoBHe O0OCAyKUBaHUS, YCTaHABJIHUBAOIUX
Tpeb6oBaHUSA K KOMIeTeHTHOCTH. OpraHusanus HeceT OTBETCTBEHHOCTb 3a OIpejiesleHHe
HEO0OXOAUMBIX Mep, KOTOpble OYAYT pas/iMdaThbCs B 3aBUCMMOCTU OT TOr0, HACKOJIbKO KPUTHYHA
KOMIIETEHTHOCTbD [IJIsl 06ecne4eH sl COOTBETCTBUS TPe6GOBAHUSAM.
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OpraHusanusi [JOJPKHA COXpPaHATb COOTBETCTBYIOILYI0 JOKYMEHTHPOBAaHHYI HWHpOpMaIUIO,
KOTOpasi peAoCTaBJ/sIET J0Ka3aTeJbCTBA KOMIETEHTHOCTU COTPYAHUKOB, HAaIpUMED, AUILJIOMBI,
JINIIEH3UH, pe3I0Me, CBU/IETEIbCTBA POX0XKAEHHS MOATOTOBKU HUJIM aTTECTAI[UH.

Ecay coTpyAHUKH UMeOT odUIIMaTbHO NOATBEPKAEeHHOe 06pa3oBaHue (HalmpUMep, BbIClIee), TO
TaKOM JOKYMEHT MOXeT ObITb HMCII0JIb30BaH JJI JEMOHCTpPAlUM TOro, YTO OHU 00/1aJjal0T -
MOJTHOCThIO MJIK YACTUYHO — 3HAHUSAMU, TPeGyeMbIMH [Jisl BBINOJHEHUS MX PabOThl, HO 3TO He
06s13aTesIbHO OyZeT MOJATBEPXKAATbh UX CIIOCOOHOCTb NMPUMEHSTh UMewliuecs 3HaHUsA. [pyrue
bopMbI JOMOJHUTENBHON NPOodecCHOHATPHOW MOATOTOBKU (HAaNpUMED, yX0/ 32 GOJbHBIMU WU
NpPOXOXK/AEHUEe NMPAKTUKKM B KauyecTBe MeXaHHWKAa) MOTYT TakKXKe BKJYaTb B cebsl CIOCOGHOCTH
IPHUMEHSTDh 3HAHHUS U HABBIKHU.

7.3 0cBeOMJ/IEHHOCTb

lleip 3TOro pasfesna B TOM, YTOObl TrapaHTUPOBaThb, YTO COOTBETCTBYIOLIMU IepCOHaJ,
BBINOJIHALMN paboTy noj, ynpaB/jeHMeM OopraHv3anyy, UHOpPMHUPOBaH O MOJUTHUKE B 06J1acTH
Ka4yeCTBa, COOTBETCTBYIOILMUX LieJiAX B 00JIaCTU KayecTBa, CBOEM BKJaJe B pe3yJbTaTUBHOCTb
CUCTEMbl MEHEe/)KMEHTa KayecTBa M MOC/JAeJCTBUSX HECOOTBETCTBUS TPeOGOBAHUSIM CHUCTEMbI
MeHe/PKMeHTa KayecTBa.

OcBeJJOMJIEHHOCTD JJOCTUTaeTCs TOT/1a, KOT/ia JIIoAYM NIOHUMAIT CBOU 003aHHOCTH Y MOJIHOMOYHS
M KakuM 006pa3oM HX JeUCTBUSI CIOCOOCTBYIOT [AOCTIDKEHMUIO Iiejiled B 00JlacTU KadyecTBa
opraHusanuud. MHorue opraHu3aluu AJs obecledyeHUsI OCBEJOMJIEHHOCTH MCIOJIb3YIOT
KoMMyHUKanuu (cM. SO 9001:2015, 7.4).

[lepcoHas1, BBINOMHAKIIUN PaGOTy MOJ yHnpaBJeHUEM OpPTraHU3ALUH, MOXET AEMOHCTPUPOBATH
CBOIO OCBE/IOMJIEHHOCTD B X0/I€ €3KeJJHEBHOU eATEeJbHOCTH TEM, YTO BUJUT pPas3huinle MEXAY TEM,
YTO NPHUEMJIEMO U TEM, YTO He NMPUEMJIEMO, A TAKXKe MPUHATHEM COOTBETCTBYIOIUX Mep, KOTAa
IpoIecchl, MPOAYKTbl WJIU YCJAYTd He COOTBETCTBYIOT COTJIACOBAHHBIM crlelUPUKAIUSAM. ITOT
MepCcoHas JIO/KEH MOHUMATh, KAKOBbI MOC/IE/[CTBUSI HECOOTBETCTBUN B CUCTEMbl MeHeIKMEHTA
KadecTBa (Hampumep, nepeziesika, 6Gpak, HEYAOBJETBOPEHHOCTb NMOTPeGHTE/eH, I0pUUYeCcKHe
npo6sieMbl). B 3aBUCUMOCTH OT XapaKTepa BbINOJHSIEMbIX COTPYJTHUKOM paboT, MEPOIPUSATHS 110
06ecleyeHHI0 ero 0CBeZJOMJIEHHOCTH MOTYT OBbITh PAa3JIMYHBIMH.

OpraHu3anus A0J/KHA FrapaHTUPOBATh, YTO paOOTHUKM OpraHM3alMyi NOHKMMAIT, KaKUM 06pa3oM
BHOCAT CBOM BKJAJ B pe3yJbTaTUBHOCTb CHUCTEMbl MeHe/)KMeHTa KayecTBa, BbINOJIHAA
IPOU3BOACTBEHHbBIE NPOLECCh], KOTOPbIE AAIOT COOTBETCTBYIOLIME pe3yJbTaThbl, B CBOIO 04Yepenb,
N03BOJIAIOLHE 00eCleYUTh yA,0BJIeTBOPEHHOCTb IOTPeOUTeIeH.

OpI‘aHI/I3aU,I/IH MO>KeT 06ecreuyrBaTh OCBEJOMJIEHHOCTb pAa3HbIMHU Cl'IOCO6aMI/I, HallpuMep:

a) oO'bsICHEHHEM TOro, 4YTO OXujaeTcs (HampuMmep, BHU3yaJbHOM rpaduKod, TakKoW Kak
M300pakeHus, JeMOHCTPUPYIOLMe HaJiJlexkalliie U HeHalexalllhe NPOAYKThI U YCJIyTH);

b) coobuieHMeM YeTKUX TPeOOBaHUM K IPOAYKTAM U yCJIyram;
C) MOCTPOEHHEM IPOIIECCa C YETKUM OTZeIeHHeM HECOOTBETCTBYIOLIUX IPOAYKTOB U YCJIYT;

d) noHATHPIM HWH)OPMUPOBAHMEM O TOM, KakK paboTaTb C MNpeTeH3WsIMA U KaKue LIaru
npeANpUHUMATL [Jisl TMepefadyd MNpo6JieMbl HA BbIINIECTOSLN[MHA ypOBEHb B  Clydae
HECOOTBETCTBYIOIIUX PE3yJIbTATOB.

KoMMyHUKalMM Bcex BHUJAOB HMEKT BaXXHOe 3HAaueHWe C TOYKU 3peHUsl TrapaHTHU
OCBEJIOMJIEHHOCTH U MOTYT BKJIIOUATh B cebsl pery/isspHble aHaJIMTHUYECKHE COBELaHUs], BCTPEUH C
NOTPEOUTENSIMU U BHELITHUMU NOCTAaBLUIMKAMHU, COOP JJaHHBIX 0OpAaTHOU CBSI3U U 0becriedyeHue TOro,
YTO 3TH JlaHHbIe COO0OIeHbl COOTBETCTBYIOLMM JIMLIAM.
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7.4 KoMMyHUKauuu

llesib laHHOTO NOZpa3/esia B TOM, YTOObI TapaHTUPOBATh, YTO OPraHU3aLUs pa3paboTasia ClocooObI
BHYTPEHHEr0 W BHELIHero oo6MeHa HHPopManuel, KOTopble HEO6XOAUMBI U BaXKHbI /1JIs1 CUCTEMBI
MeHe)KMeHTa KauecTBa.

OpraHusanuyd HeoO6XOAHWMO ONpeJle/IUTh, YTO OyJeT ABJIATbCA NpeJMeTOM KOMMYyHHUKauuil. OH
MO>KeT ObITb pa3HbIM /151 BHYTPEHHUX M BHEIIHMX y4aCTHUKOB. Hanpumep, opranusanusa MorJia obl
obMeHUBaTbcd HHbOpMaLMeld @O MOBOAY COCTOSHUS CUCTEMbl MeHEeKMEHTa KadecTBa C
IIepCOHAJIOM BHYTPH OPraHU3aLMy, a C BHEIIHUMH [TOCTAaBUIMKAMU — 110 IOBOJY HOBBIX YCJIOBUH 110
3aKyIKaM.

OpraHusanuu cjieayeT onpeeauTh TEX COOTBETCTBYIOLUX BHYTPEHHUX U BHELTHUX YYaCTHHUKOB, C
KOTOPBIMHU OyeT BECTUCh 0OMeH UHPOpMaLKel, YTOObl TapaHTUPOBATb pPe3yJbTaTUBHY paboTy
CUCTEeMbl MeHe/PKMeHTa KadecTBa. CioJja MOryT OBbITb OTHECEHbl COOTBETCTBYMOLIME JIMIA B
OpraHu3ally Ha BCeX YPOBHSIX U COOTBETCTBYIOL[UE 3aWHTEpPECOBAHHbIE CTOPOHBI (Takue Kak
NOTPeOUTE/M, BHEUIHWE IMOCTABLUUKH, IMOCTABJSAKIIME MPOAYKTbl W YCJAYTH, PEryjaupyroliue
OpraHbl).

JIs1 pa3/IMYHBIX CUTyalMHd 4YacTo TPeOylTcd M pa3jiMuHble MeTOoJbl KOMMYHHKaUUd. Bosee
dbopMasibHBIK 06MeH MHpOpMalLMeld, HalpUMep, OTYEThl, cienidpUKaLMM, CYeTa UJIU COTJallleHUs
006 ypoBHe cepBHCa, MOIJIM Obl ObITb BOCTPEOOBaHbI JJisi BHEIIHHUX COOTBETCTBYIOIUX
3aMHTEPECOBAHHBIX CTOPOH. [l BHYTPEHHUX KOMMYHHUKAlMHA MOTYT HCIOJIb30BaThCSl TaKHe
MeTO/lbl, KaK e)XeJlHeBHble BCTPEeYM, peryJisipHble COBEUIAHHS B MOJipa3jie/IeHUsIX, OpUPUHTH,
3JIEKTPOHHAs M0YTa UJIU UHTPaHeT. Bo BHYTpeHHUX KOMMYHUKaIMAX 60J1ee popMasibHbIE METO/bI,
TaKHe KaK NMCbMeHHble OTYEThl WU pabouue 3aZlaHus, TaKXKe MOIJIM Obl 6bITh BOCTpe6OBaHbI B
3aBUCUMOCTU OT XapakTepa MHOpPMALMU U TOTO, HACKOJbKO KPUTHYHBI Te€ BOMPOCHI, KOTOpbIE
JIOJDKHBI OBITh 00CYX/eHBbl.

OpraHu3anuy TakXe CjleAyeT ONpeesUTb, KTO 6yZeT BecTH o6MeH WHpopMauue. ITo 6yleT
3aBHCETb OT XapaKTepa KOMMYHHUKAI[MH U C KEM OHA OYyAeT OCYUeCTBJSTbCS OpraHU3alHel.
Hanmpumep, BbICllee PYKOBOJACTBO MOXeT OOMeHUBATbCcsd HWHPOpMalMeld C MepcoHaJoM
OpraHM3allM¥, B TO BpeMs KaK BJIaJeJiel] Mpolecca 3aKyNoK MOXeT OOINaThCA C BHEINIHUMH
MOCTaBIIUKaAMHU.

YTo6bl OBITh pPe3yJIbTATUBHBIMH, IMPOLECChl 00MeHa WHoOpManued B OpraHU3aluy JO0JDKHBI
o6ecreyrnBaThb el U ee MepCoOHaNy BO3MOXKHOCTb:

— 6bICTpO nepeaaBaTb U IOJYy4aTb I/IH(l)OpMaLU/II'O, H pearupoBaTb Ha Hee,;
— BBICTPAHWBATb JOBEPHUTEJIbHbI€ OTHOEHHUA APYT C APYTOM;

— H“HPOPMHUPOBATH O BAXKHOCTH y/I0BJIETBOPEHUS MOTPebUTEs, QYHKIMOHUPOBAHUS MPOIECCOB
U T.1.;

— BbIABJIATDb NPeANOCbIJIKH K YJIYYIIE€HUIO.
7.5 loOKyMeHTUpOBaHHasi UHPOPMaALUA

7.5.1 O6mue MoJjI0KeHus

lleb JaHHOrO mojpasjesia B TOM, YTOObl TapaHTUPOBaTb, YTO OpraHU3alUs yNOpaBjsieT
JIOKYMEHTHPOBaHHONW HHopManuel, HeobxoauMou st cooTBeTcTBUA ISO 9001, a Takxke
JIOKYMEHTHPOBAaHHOM HMHOpMalnyel, KOTOPY0 OHa caMa OIpejesnja KaK HeoOXOAUMYI0 JJis
pe3y/IbTaTHUBHOCTH ee CUCTeMbI MeHe/kMeHTa kayecTBa (cM. [SO 9001:2015, 4.4.2).

Tam, rge B ISO 9001 ykasaHO «ymnpaBJ/sAiTb AOKYMEHTUPOBAaHHOW HHQopManuen» («maintain
documented information»), 3To 03HayaeT obecneyeHre aKTyaJlbHOCTU HHPOPMAIUH, KaK IpUMep,
MH}opManus, cojepkalascs B JOKYMEHTUPOBAHHBIX NIpoLe/lypaX, pyKoBOACTBaX, popMax U 4yek-
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JiucTax, MH$opMalus, KoTopasi MOXKeT ObITh COXpaHeHa B «06Jiake» U 3arpy»keHa Ha cMapTQOH UJIH
MHOE 3JIEKTPOHHOE YCTPOMCTBO, a TaKXe Mpoyas JOKYMEHTHpPOBaHHAss MHPopMalus (Takasi, Kak
MOJIUTHUKA UJIM LIeJIM B 06J1aCTH KauyecTBa).

Tam, rae B ISO 9001 ykasaHO «COXpaHATb JAOKYMEHTUPOBAHHYI HWHPopmaluio» («retain
documented information»), 3To 03Ha4aeT ob6ecrieyeHue TOTO, YTO UHPOPMALUA UCIIOIb3yeTCH KaK
CBUJIETE/IbCTBO BBINOJHEHUS WJ/IM HEBBINOJHEHUS TpeOOBaHMWA M 3alllMllleHa OT JIOBIX
NOBPEeX/JEeHUW U HEeCaHKLHUOHHPOBAHHBbIX M3MEHEHUU (KOTOpPBbIX He JOJDKHO ObITh, MOKa He
IIOJIY4Y€HO COTJIacue Ha MCIIpaBJIeHUe).

B wnenom ISO 9001 He sBasgeTcd [JUPEKTHBHbBIM B IJlaHe 06beMa HeE06X0AUMOU
JIOKYMeHTHpPOBaHHOM HWHQopManuu. OH OyJeT pa3jiMYHbIM [Js pa3HbIX OpraHU3aldil B
3aBUCUMOCTHU OT pa3Mepa U CJA0’KHOCTH UX JesITeJIbHOCTU U IPOLeCCOB; TPeOOBAaHUU NOTpebUTE el
M 3aKOHOJATeJbHbIX U HOPMATHBHbIX TPEOOBAaHUW; U TaKKe KOMIETEHTHOCTH Y4aCTBYIOLIETO
nepcoHasa. Hampumep, AoKyMeHTUpOBaHHass HHpopMalus, HeobxoArMas [Jisi HeOOJIbIION
NeKapHU OyJeT Npolle M MeHblle N0 00beMy, HeXeJd Ta, YTO HeoO6XoAuMa MPOU3BOJAUTEJIO
aBTOMOOHWJIbHBIX KOMIIOHEHTOB, Y KOTOPOTO BecbMa crnenupuyeckue TpeboBaHUSA MOTPeOUTess
(3akoHOAaTe/JibHbIeE U HOPMAaTUBHbIE), B TOM YMCJ€ JJOKyMEHTbl BHEIIHETO MPOUCXOXJEHUS,
KOTOPbI€E JOIXKHBI ObITh BKJIIOUEHBI B CHCTEMY.

7.5.2 Co3aaHue M OOHOBJIEHHE

lleib 3TOro mnojpaszesa B TOM, UYTOObl TApaHTHUPOBATh, YTO MCIOJb3yeTCs HaJJiexallas
uJieHTUUKaLMsA, GOpMAT U HOCUTEJIH, KOT/la OpraHU3alUs CO3/IaeT U OOHOBJISIET, A TAKXKE KOr/a
repecMaTpPUBaeT U yTBEPXK/IAET JJOKYMEHTHPOBAHHYIO UHOpMaLUIO.

JlokyMeHTHpOBaHHass UHPopMalnUsl A0HKHA HMMETh UJEHTHPUKALMUI0O U ONUCATEJNbHYI0 4YacCTh.
CymiecTByeT MHOXXeCTBO METO/IOB [JiJI 3TOTr0, HAIPUMeD, yKa3aHWe Ha3BaHMUS, 1aThl, aBTOpPaA WUJIU
CCbIJIOYHOTO HOMepa (UM KOMOMHALMU [ABYX WK O0Jiee MepevyrcIeHHbIX 3J1eMEHTOB), KOTOpbIe
MOTYT MCII0JIb30BaThCSA JIJIs1 ONpejiesieHuss MHQOpMallUuY U ee cTaTyca.

OpraHusauuu cJjeAyeT YCTAaHOBUTb COOTBETCTBYWOILMM ¢opMaT [Jd JOKYMEHTHUPOBAaHHOMU
MHPopManuu. OpraHusanus MoKeT UCI0JIb30BaTh OyMaXKHbIe JIOKYMEHThI, 3JIEKTPOHHBIE UJIU U Te,
u aApyrue. CiefyeT NpoaHaJU3UpPOBaTh, KaKasi BepCHsl IPOTrPaMMHOI0 ob6ecreyeHus UCIO0Ib3yeTcs,
T.K., BO3MOHO, He BCe M0J1b30BaTe M OyAyT M0J1b30BaThCA OJMHAKOBBIMU BepcUAMU. HeKoTopbIM
OpraHMU3alUsAM MOXKeT NOTPebOoBaThCs pacCMOTPETh BeJleHWe JJOKYMEHTHPOBAaHHOM UHpOopMaLUU
Ha 60Jiee, YeM OZJTHOM fI3bIKe, B 3aBUCMMOCTH OT CUTyallUU B OpraHU3al 1.

OpraHu3anuu cjaeayeT pa3paboTaTb MeTO/bl IEPECMOTPA U YTBEPKAEHUS ee JOKyMEeHTUPOBAaHHOU
uHpopMalMy, HampuMep, Ha3HAYeHUE BbIJEJEHHOr0 JIMIA C IMOJHOMOYMSIMU YyTBEPXKAEHUS
JIOKYMEHTUPOBAaHHOW MHPOpPMaLHHU.

7.5.3 YnpaByeHHMe JOKYMEHTHPOBAaHHON UHPpOpMaLuen

7.5.3.1 lleap paHHOro pasjena - rapaHTUpPOBaTh, 4YTO JAOKYMEHTHPOBaHHasg HHopMauus
JIOCTyIIHa Ha COOTBETCTBYIOIIMX HOCHUTEJISIX BCerja, Korja OHa HeoOXoJMMa, U HaJJexaluM
0o6pa3oM 3aluieHa.

OnpepenuB, Kakasi JJOKYMeHTHpPOBaHHass MHOpMalMsi Heo6xXoAuMa /il CUCTEMbl MEHE/KMEeHTa
KayecTBa, OpraHvsalusl [0/PKHAa rapaHTHUpPOBaTb ee JOCTYNHOCTb /[Jii BCEX COOTBETCTBYIOIIUX
Yy4aCTKOB, NO/ipa3/ie/IeHUH, BaJiesiblieB MPOLeccoB U T.J. Takke HE06X0JUMO PacCMOTPETh BOMPOC
0 MpeAOoCTaBJIEHUN COOTBETCTBYIOLIEN JJOKYMEHTHUPOBAaHHONW UHPOpPMAL UK 3HAYUMbIM BHEIIHUM
3aMHTEpPEeCOBAaHHbIM  CTOpPOHAM, €CJAd MNPOAYKTbBl U YCJAYrd  MOCTAaBJSIOTCS  U3BHE.
JlokyMeHTHpOoBaHHass MWHpoOpManus [Jo/KHa ObITb B ¢opMe, KoTopas MOAXOAUT JJis
npeAnoJiaraeMoro NpUMeEHEHUs], HalmpuUMep, MUCbMEHHbIe COrJallleHUsI 00 YpOBHE cepBHUca C
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BHEIIHWMHU IIOCTaBIIMKaMH YyCJIOyTI' UJIH I/IHCl)OpMaLlI/IH 0 IIapaMeTpax mnponecca B 3JIEKTPOHHOM
cl)opMaTe, KOTOpad MOXKeT ObITh IMoJIy4€Ha B TOYKaX KOHTPOJIA Iponecca.

OpraHusauuu ciaefyeT olpezeJuTb HEOOXOAWMbIHA YPOBEHb YIIpaBJeHUs], YTOObl TapaHTUPOBATH
HaJilexalllee  yrnpaBJieHUWe [JOKyMeHTHpPOBaHHOW HWHopMalueld, NpUHUMas BO BHHUMaHUe
HOCHTeJIY, Ha KOTOPBIX OHA pa3MelleHa. YIIpaBJeHHe BK/IYaeT B cebs obecriedeHre JOCTYITHOCTH,
pacnpezesieHde W 3allUTy, HaNpuMep, OT TMOTepU JaHHbIX W KOHQUJEHIMaJTbHOCTH,
HelpaBUJIbHOTO TNPUMEHEHHWS W HeCaHKLUHWOHUPOBAaHHBbIX HM3MeHeHUH. OpraHusauuu cjaegyeT
obecrneyuTh BHeJpeHUe HeOOXOJUMBIX CPeJACTB YIpaBJeHUs, KaK 4aCTU CUCTEMbl ylpaBJieHUs
JIOKYMEeHTUPOBaHHOW HHOpManued U KOMMYHHUKALUMAMH, YTOObl rapaHTHPOBaThb 3allUTy OT
NOoTepHy, HeNPaBUJIbHOTO IPUMeHEHUs] UM HeCAHKLIMOHUPOBAHHBIX U3MeHEeHUH. ITO MOXKET ObITh
OCyILeCTBJIEHO Pa3JIMYHBIMU CIOCOOAMHU, BKJIIOYas 3JIeKTPOHHBIE CUCTEMBI C JOCTYIIOM TOJIbKO /1
YTEeHUsl ¥ yCTAHOBJIEHHbIMU pa3pelleHUsIMH, YTOObI 06eCneduTh JOCTYII C pa3JIMUHBIMU YPOBHSMH,
NapoJIbHYI0 3alUTy WJIHA BXOJ N0 UAEHTUPUKALMOHHBIM JaHHBIM. YPOBEHb YIIPABJEHUS MOXET
BapbHMpOBAaTbCA B 3aBUCMMOCTHU OT TOTr'0, OTKY/la OCYIeCTBJSETCH JOCTYI K JOKYMEHTUPOBAaHHOMN
uHopManuy; HanpuMep, 6ojiee CTporue orpaHMYeHUsl Ha JOCTYMN /JJis BHEIIHUX CTOpoH. Takxke
cjleflyeT pacCMOTPeTb BONPOCbl MHPOPMALMOHHOW 06e30MaCHOCTU M pPe3epBHOr0 KONHWPOBAHHUA
JJaHHBIX.

7.5.3.2 llesb 3TOTO paszesa B TOM, YTOObI FapaHTUPOBATh, YTO yIpPaBJeHUEe JOKYMEHTUPOBAaHHOU
MHpopMalMell BK/IOYaeT B cebs pacCbLIKy, AOCTYMN, BblJady M MCIOJb30BaHUE, XpaHEHUE U
COXPAHHOCTb, yIIpaBJieHe U3MEeHEeHUsIMHY, ONpe/ieJieHue CpoKa JelCTBUSA U yHUUYTOXKeHUe. Bce 3TO
TaK)Xe IPUMEHUMO K IOKYyMeHTaM BHEIHEero NpOoUCX0X/eHUs, KOTOpble IPU3HaHbl OpraHu3anuei
HEeOOXOAUMBIMU /ISl IJIAHUPOBAaHUA U QYHKIMOHHMPOBAHUSA CUCTEMbl MeHeJKMEHTa KadecTBa.
Pacchblyika J0KyMeHTUPOBAaHHOM HHPOPMALUU MOXKeT KOHTPOJIMPOBATHCS Pa3/IMYHbIMU METOJaMHU.

MMes pa3paboTaHHYI CUCTEMY VYIpPaBJisieMOW pPaCChLIKUM W JOCTyna K JOKYMEHTHPOBAaHHOU
MHbOpMalLMy, OpraHu3aluy cieyeT 3aTeM pPacCMOTpPeThb BONPOC, KaKUM 06pa3oM MHopManus
XPaHUTCS, NOAJIEP)KUBAETCS €e MPUTOJHOE COCTOSHME M KaK OHA YHUYTOXKAETCS MO MCTeYeHUU
BpeMeHH, eCJIU 3TO HEOOX0IUMO.

l,ZlOKYMeHTI/II)OBE[HH&IH I/IH(l)OpMaLU/IH MOXET MEHATBbCA U COBEpHIEHCTBOBATLCA 10 MeEpe TOro, Kak
OpraHu3anusd COBEPIIEHCTBYET CBOU IIPOLECChI U CUCTEMY MEeHe)KMEHTa Ka4eCTBa.

HUMeeTcss TakKe HeEOOGXOJMMOCTb NPOAHAJM3UPOBATh, KAaKUM 00pa3oM IOJJepP>KUBAETCA B
IPUTOZHOM COCTOSIHUU, XPAHUTCS U MOXKET OBbITh MOJIy4YeHa, eCJIU HE0O6X0UMO, AJ151 TOCIeAYIOIIEro
MCII0JIb30BaHUS YCTapeBIllasi JOKYMEHTUPOBaHHAsA UHpopMaIUsl.

CnenyeT npeayCcMOTpPeTb KOHTPOJIb BEPCHM, NPH KOTOPOM OpraHu3alus omnpejesseT pAfL
NPHU3HAKOB, OTJIMYAKIIUX JeUCTBYOILY0 JOKYMEHTUPOBAHHYI0 UHPOPMALMIO OT yCTapeBIlel, U
obecreuMBaeT CpeJCTBa yIpaBJieHUs, CIOCOOCTBYIOIME TOMY, 4YTO HPUMEHSIETCS TOJIBKO
JleHiCTBYyIOIasl JOKYMEHTUPOBaHHasA UHpopMalusl.

To, kak XpaHUTCA ycTapeBllasg [JOKYMEHTUpOBaHHasg HHQopMalUs, MOXeT ObITb BaKHBIM.
JlokyMeHTHpOBaHHass HWHpoOpManusl [JOJKHA MOAJEpKUBATbCA B paboyeM COCTOSHUMU Ha
COOTBETCTBYIOUIMX HOCUTEJISAX, YTOObI FApaHTHUPOBATh €€ COXPAaHHOCTb U YUTAEMOCTb, HAllpUMep,
JIJ1s1 U3y4eHUs NpeTeH3UM CIyCcTs MHOTO JIeT 10CJie NPOXU3BO/CTBA MOTYT NOTPe6OBaThCS CTapble
JlaHHbIE N0 POU3BO/CTBY, WU [Jisl BKJIIOYEHHS B KOPIOPAaTUBHYI0 6a3y 3HaHUK. CpOK XpaHeHHUSs
JIOKYMEHTUPOBAaHHOW  MHPOpPMalMM  MOXET  ONpeAessATbCA  3aKOHOJATeJbHbIMU WM
HOPMAaTHBHBIMU TPEOOBAHUSAMHU, TPEOOBAHUSMHU KOHTPAKTA WJIM MOXET YCTAaHABJUBATbCS CaMOM
opraHusanuei (B 3aBUCHMMOCTU OT CPOKa 3KCIJIyaTalUU ee NPOJAYKTOB U yCayr). st TUKBUAL U
yCTapeBLIel WU CTaBIIEd HEHYKHOM JJOKYMEHTHPOBAaHHOW MHQOpMalUU OpraHU3aLUs J0KHA
NpeAyCMOTPETb Mepbl KOHTpPOJIS KOHGQUJEHLUAJbHBbIX [JaHHbIX (HampuMmep, MNepPCOHATbHbIX
JlaHHBIX) B X0/l YHUUTOKEHMHUSL.
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Eciyv pokyMeHTUpoOBaHHasi MHGOpMalLMsl BHELIHEro NPOMCXO0XKJEeHHUs NMpPU3HaHA OpraHU3aluein
HeO6X0JUMOH /J1s1 MJIAaHUPOBAHUS U QYHKIMOHUPOBAHUS CUCTEMbI MEHE/PKMEHTa KadyecTBa, ee
cjleyeT COOTBETCTBYHIOIIMM 006pa3oM HAEHTUUIMPOBATh U YIPABJIATb €10, KaK U Jpyrou
JIOKYMEHTUPOBAaHHOW HHPopManueld. OHa MoXKeT BKJWOYAaThb B cebs JOKYMEHTHPOBAHHYIO
MHpOpMaIMIO OT MOTPEOUTES UM BHELIHETO MOCTABILMKA, HAIPUMED, YePTEXKH, ONpe/ieJIeHHbIe
MEeTOJJUKU MPOBEPKH, IJIAaHBI BBIDOPOYHOTO KOHTPOJIS, 3TAJIOHbI WU JAaHHbIE KaJinbpoBKU. Ocoboe
BHUMaHUeE CJelyeT Y/ eJIUTh YIIPaBJeHUI0 KOHQUAEHIIMaIbHbIMU JAHHBIMHU.

Korpa nmokymeHTHpOBaHHasA MHPOpMAIUs COXpPAHSETCS, KaK CBUJIETEJbCTBO COOTBETCTBUS, €€
cieAyeT 3aljyMlaTh OT HECAaHKLMOHUPOBAHHOI0 M3MeHeHUs1. OpraHusanuu cjieAyeT pa3peliaTb
TOJIbKO KOHTPOJIMPYEeMbIH JOCTYN K TaKOro poja WH$opMalUH, HanpHMep, aBTOPU30BAaHHbIM
JIOCTYIl COOTBETCTBYIOIIMX JIMI, pabOTAIUN OT UMEHU OpPraHU3allMU, UM OTPaHUYEHHe THIIA
«TOJIBKO JIJIsl YTEHUSI» B C/Iy4yae 3JIeKTPOHHOU pOpPMbI, €CJIK TPUMEHHUMO.

8 PYHKIUOHHUPOBaHUE

8.1 OnepaTuBHOE IVIAaHMPOBAHHE M ylIpaBJIeHHe

llesb faHHOTO MO/ pa3/iesia B TOM, YTOObI FapaHTUPOBAThb, UTO OpPraHM3alUs IJIaHUPYeT, BHeApsIEeT
M KOHTPOJIUPYeT MNpOLecchl, KOTOpble HEeOO6XOAMMBbI JJsi NMPOU3BOACTBA MPOAYKTOB W YCIVT,
BKJIIOYas JIl0Oble UCTIOJHsIeMble BHe ee npouecchl (cM. [ISO 9001:2015, 8.4).

PHCKH, BO3MOXXHOCTH U 1IeJIM B 00J1aCTH Ka4eCTBa, oNpe/ieJieHHbIe B X0/ie MIaHupoBaHus (cM. ISO
9001:2015, pasaen 6), BK/IOYass BO3MOXXHble MU3MEHEHUS, SABJSIOTCS K/IOUYEBBIMU HCXOJHBIMHU
JIAHHBIMU NPU IIJIAHUPOBAHUU U YIIPaBJE€HUU IPOU3BOACTBEHHOU eI TeIbHOCThIO, YCTAHOBJIEHUHU
KpHUTEepHUEB /sl TPOLIECCOB U KPUTEPHEB MPUEMKH JJIsl TPOJAYKTOB U YCJIYT.

Opranusanus 6yAeT J0/DKHA, OCHOBBIBAsICh HA XapaKTEePe U CJI0KHOCTH MPOLECCOB MPOU3BO/ICTBA
NPOAYKTOB U OKa3aHUs YCJAYT, ONpelesuTb, KaKhe pecypcbl MOTPEOYHTCI U JOCTATOYHO JIK
HMMEIOIIHUXCS PECYPCOB.

PEBYJIbTaTI/IBHbIe CpeAacCTBa yipaBJI€eHUA HEO6XOLLI/IMI:;I, YTOOBI:

a) NnNoATBEPAUTD BbIIIOJIHEHHNE KPUTEPHEB,

b) rapaHTHUPOBATDL, YTO 3allJIaHUPOBAHHbIE€ PE€3YyJ/JIbTATHI I10JIYI€HBbI;
C) onpeaeJinTb, Kakue yJaydlleHH A HEO6XO,U,I/IMbI.

KpI/ITepI/II/I U NJOKYMEHTHPOBAaHHAA I/IH(l)OpMaL[I/IH, CBA3dHHAA C 3THUMHU KPHUTEPUAMH, ABJAKOTCA
pe3ysibTaTaMHy 3TOIr'0O IIJIaHWUPOBAHHA.

Pe3y/ibTaThl 3TOT0 MJIAHUPOBAHUS 6Y1yT HEOOXOAUMBI /IJIsl UCIIOJIb30BAHUS B KAUeCTBE UCXO/IHbBIX
JIAHHBIX JJI1 MIPOWU3BO/ICTBEHHOH JeATeJbHOCTU opraHusanuu. OHU MOTYT NOTpe6oBaThCA AJIA
MCI0JIb30BAHUS TMOTPEOUTENSIMU WM BHENIHUMH INOCTaBU[MKaMH. WX ciefyeT COXpaHATb B
npurogHoM ¢opMaTe U Ha MNOAXOJAIMX HOCUTEJSl JJIST HCIOJb30BAaHHUS TEMH, KOMY OHH
NOTPEOYOTCH.

[Ipy mnJaHWpPOBaHUM MPOU3BOACTBEHHOM /[eSITEJIbBHOCTU UM KpUTepUeB /[Jisl yHOpaBJeHUs
OpraHu3alUu clelyeT pacCMOTpPeTh, KaK MJIaHUpPYyeMble, TaK U BO3MO>KHble He3alJlaHUPOBaHHbIE
M3MeHEeHHs], a TAKXKe KaKUM 06pa30oM 3TH U3MEHEHUsI MOTYT MOBJIUATH Ha ee MPOU3BOJCTBEHHYIO
/eI TeJIbHOCTbD.

[Ipy maHUPOBAHUU MPOLLECCOB NPOMU3BOJCTBA MPOJYKTOB U YCJIYT, NMPOLECCH], epeJaHHble Ha
ayTCOPCHHT, ZJ0OJDKHBI ObITH [10J] KOHTPOJIEM OPraHU3alMH1, ECJIU OHU CYLeCTBEHHBI /IJI51 €€ CUCTEMbI
MeHeJKMeHTa KaudecTBa. KOHTpoJib [loKeH ObIThb obOecrieueH NpHMeHeHHWEeM TpebOBaHUM K
yNpaBJIeHUIO NPOoLiecCaMy, UCIOJHAEMbIMU BHEe OpraHM3aluy, K NpoAyKTaM U ycayram (cm. ISO
9001:2015, 8.4).
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8.2 Tpe6oBaHUA K IPOAYKTAM M yCJIyraM

8.2.1 CB#A3b c HOTpedUTE/IEM

llesib 3TOTO pa3zesa B TOM, YTOOBI FAPAaHTHUPOBATH, YTO UMEETCSA YeTKasA B3aUMONIOHUMaHue MeXAy
opraHusalyel U noTpebUTeseM IPU ONpe/ie/IeHUH TpebOBaHUM K NPOJAYKTaM U yCJIyraM, KOTopble
JL0JIKHBI OBITh I0CTaBJIEHBI.

B cooTBeTCTBUHU C IL.II. «a» — «e» pa3zea 8.2.1 ISO 9001:2015 opraHusanuu caeayer:

a) coo61AaTh NOJPOGHOCTH O MPOJAYKTAX U YCJAyrax, KOTOpble JO/KHbBI ObITh NMOCTaBJIEHbI, YTOOBI
noTpebuTe b MOHKWMAJ, YTO eMy IpeaJaraeTcs; 3Ta MHoOpMalus MOXeT ObIThb MepeaaHa Ha
COBelllaHUSAX, Yepe3 NPOCNeKThl, BEOCANThI, 110 TeJiePOHY WU JIIOObIMU MHBIMU MOAXOASLUMU
crioco6amuy;

b) nposicHUTB:

— KaKuM 00pa3oM NnoTpebUuTesb CMOXKET KOHTAKTUPOBATh C OpraHU3aluen /sl BbIICHEHHUS
BOIIPOCOB, 3aKa3a MPOAYKTOB U YCJYT;

— KaKuM 00pa3oM opraHusanus 6yJeT UHPOPMUPOBATh NOTPEOUTEIS O JIFOOBIX, CBA3AHHBIX C
3TUM, U3MEHEHUSX;

C) omnpejeJUTb B OpraHU3alMy COOTBETCTBYIOLIME KaHasbl c60opa HHPOpPMaLMU OT OTpebUTe e,
CBSI3aHHBIX C  BOMpPOCAMH, MNpoGJeMaMM, MNPETEH3USIMH, IMOJOKUTEJIbHBIMU WU
OTpHULATeJbHbBIMU OT3bIBaMHU; METO/Ibl BKJIIOYAIOT, HO HE OTPAaHUYUBAIOTCSA 3TUM, Cefylollee:
HelnocpeACTBEHHOe OOlLleHUWe MO 3JIEKTPOHHOM IoYTe WJMU Mo TesedOHY, OHJAHH (OpMBbI
06paTHOM CBSI3Y, KaHAJIbI IO ePXKKU TOTpebUTe el, TUYHbIe BCTPEYH;

d) rapaHTHpOBaTh, YTO NOTpebUTENb HWHGOPMUPOBAH O TOM, KaKMM 00pa3oM OpraHU3alus
obpalaeTcs U ynpasJisieT COOCTBEHHOCTbIO IOTPeOUTEIs, I'/ie 3TO IPUMEHUMO;

€) rapaHTUPOBATh NpeAyNpPeXAAIUN XapaKTep UHGOPMHUPOBAHUS IOTPEOHUTEIEN O BOSMOXKHBIX
JIeMCTBUSAX, KOTOpPble MOTYT OBbITh MPEJNPUHATHI B Cy4ae HelpeJBUAEHHBIX 06CTOSTEbCTB,
ec/v 6yZieT B HUX He06X0MMOCTh, YTOObI U30€KaTh HErAaTUBHOTO BJIMSIHUS Ha BbINOJIHEHHE
TpeGOBaHUN MOTPeOUTess; CJla MOTYT OTHOCHUTbCS TaKHe CHUTyallMd, KaK IPHUPOJIHbIE
KaTacTpodml, MOro/a, TPyA0BbIe CIOPHI, AePUIIUT ChIPbsi UJIH Pe3ePBOB BHELUTHUX MMOCTABIIUKOB.

Takasi CBSI3b IO3BOJISIET l'IOTpe6I/ITeJII-O IIOHHUMATDb, YTO OpraHr3alud MOXKeT HJIM HaMepeBaeTCA
npeajoXuTb, d OpraHrM3ali HIOHATDb UJIK IIOATBEPAUTD l'IOTpe6HOCTI/I U OXKHUJdHUA HOTpe6HTeﬂeﬁ.

8.2.2 OmnpepaesieHye TPe6G0BAHUM, OTHOCSAIMXCA K NPOAYKIIUU U YCJIyTaM

llenp fgaHHOrO mnojpasjesa B TOM, 4YTOObl TapaHTUPOBATh, UTO OpraHU3alUs oONpejessieT
TpebOBaHUA K ee IPOJyKTaM U ycjayraMm. ITU TpeOGOBaHUS MOTYT OBbITh ONIpe/ieJIEHBI C YYeTOM:

a) Ha3Ha4YeHHUs NPOJAYKTA UJIU YCIYTH;

b) noTpe6GHOCTEN U OXKUAAHUUN TIOTPEOUTEIS;

C) COOTBETCTBYIOIIUX 3aKOHO/ATeJbHbIX U HOPMaTUBHbIX TPeOOBaHUK;

d) Tex Tpe6oBaHUH, KOTOpble pacCMaTPUBAIOTCSA OpraHU3alueld, Kak Heob6xoJuMble (Hampumep,
NpoCTaBJeHWe HOMEpPOB Ha /[leTajsdX, NpUCBoeHHe HMeH ailsaMm A obecneyeHUs
IPOCJIEXKUBAEMOCTH ).

OT opraHuzanuu TpebyeTcs rapaHTUPOBATb COOTBETCTBHE 3asiBJ€HHBIX CBOWCTB NPOJYKTOB U
yCJIyT, KOTOpble OHAa MpejJsaraeT. 3asiBJieHHble CBOWCTBAa - 3TO GopMHUpyeMoe opraHusaluen
OnyYcaHHe NPOAYKTOB WUJIH YCIYT, KOTOPble MOTYT ObITh NOCTAaBJIEHBI IOTPEOUTEIO, C YKa3aHUeM UX
0COOEHHOCTeM M XapaKTepuCTHUK. Hampumep, mnocTaBIIMK HHTEPHET-YCJAYr MOXKET yKa3aTb
CKOPOCTb 3arpy3Kd C BeOCAalTOB; MPOU3BOJAUTE/b JIANTONOB MOXET B OpOLIOpe yKa3aTb CPOK
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CJIy>K6bI 6aTapeH; IIpOU3BOAUTEb aBTOMOOUJIEHN B pPeKsiaMe MOXKET YKa3aTb BEJINYMHY SKOHOMHUH
TOIIJIMBA; a4 CTPpaxXoBad KOMIIAHHUA MOXET 3aABUTb, YTO OHA obecrieyrBaeT prrJIOCYTO‘lelf/'I cepBHUC.

OpraHusanuu cjieAyeT pacCMOTPETD caeytolue GaKkTophbI:
a) MMeloLMecsl B HAIMYHUU pecypcChl;

b) Bo3aMoxkHOCTY;

C) NPOU3BO/CTBEHHAS MOIIHOCTD;

d) BpeMs NOCTaBKH.

Cranggapt ISO 10001 paet pekoMeHJAUUU IO 3TUYECKMM HOpPMaM, KOTOpble CBSI3aHbI C
3asBJIIEMbIMH XapaKTePUCTHKAMU.

8.2.3 AHaJ/iM3 Tpe6GOBaHMI, OTHOCALMXCA K NIPOAYKLHUH U YCJIyraM

8.2.3.1 lleab JaHHOro pa3sjesia COCTOMT B TOM, 4YTOObl TapaHTUPOBATh, YTO OpraHU3aLUs
aHa/JM3UpyeT CBOU 0053aTe/bCTBA, KOTOPble OHA B3sJa IepeJ NOTpebuTeseM, U HMeeT
BO3MO>KHOCTb WX BBINOJHUTB. TaKOW aHa/Iv3 MO3BOJIA€T OpPraHU3allid CHU3UTh PUCK NMPOOJEM,
BO3HMKAIOIIUX B X0/le MPOU3BO/CTBA U NOCJI€ TOCTABKH.

B coorBeTcTBUM C MO «a» - «e» pa3gena 8.2.3.1 ISO 9001:2015 opraHusauuu craegyer
poaHaJM3UPOBATh:

a) MoTpe6GHOCTh B JIEMCTBUAX MO IOCTaBKe W MOCJE IMOCTABKH, TAaKUX KAaK TPAHCIOPTHUPOBKQ,
obyyeHUe NOTpebUTE s, MOHTAX Ha MeCTe, obecreyeHre rapaHTUIHbIX 00513aTe/IbCTB, PEMOHTHI
Y TeXHUYecKas Mo//lep>KKa oTpeduTes;

b) mMoryT s noZjpazymMmeBaeMble TPeOOBAHUS ObITh BbINOJHEHDI, T.€. MPOAYKTHI U YCIAYTU JOJIXKHBI
ObITh CIIOCOOHBI COOTBETCTBOBATb OXKH/JAHUSIM MOTpebUTes el (HanmpuMmep, OXUAAETCS, YTO
KOMHAaTa B IOCTUHMILE OyAeT ybpaHa U OyAeT MMeTb 0a30BOe OCHallleHHWe, a B OTHOIIEHUHU
IepcoHasa 0XKUJAeTCsl, YTO OH OY/JIeT BEXJIUBbIM U MNpeJynpeauTesbHbIM; MHUTheBasg BO/a
Jl0JDKHA OBITh 6€30MacHOM AJ1s1 ynoTpebyeHus );

C) JAOIIOJIHUTEJ/IbHbIE TpE6OBaHI/IH, KOTOpad OpraHrn3anuda yCTaHOBUJIA AJIA TOrO, YTOOBI BLIOJTHUTh
H HpeBBOﬁTH OXKHUJaHHA l'IOTpe6I/ITeJleIL/'I, IMOBBICUTb YAOBJIETBOPEHHOCTD l'IOTpe6I/ITeJ1H HUJIN
YTOOBI COOTBETCTBOBATh CBOUM BHYTPEHHHUM IOJINTUKAM,;

d) 6bIM 1M ompejesieHbl U y4YTEHbl [JIEeHWCTBYWOIIMEe 3aKOHOJAaTesJbHble U HOPMaTUBHbIE
TpebGOBaHUS;

e) ObLIM JIM U3BMEeHEHUs B I0OTOBOPE UJIM 3aKa3e.

Eciu ecTb oT/inuusi MeXAy paHee ompeJie/IeHHBIMH TPeOOBAaHUSIMU W TEMH, YTO yKa3aHbl B
JIOrOBOpeE WJIK 3aKa3e, OpraHu3anus Jo/HKHA CBA3aThCS C IOTPEOUTENIEM U PELIUTD BOMPOC C 3TUMHU
OTJINYUSIMHU.

Eciu notpe6uTesib He NpeACTABUJ JAOKYMEHTHPOBAHHOTO W3JIOKEHUSI CBOUX TpeGOBaHUH,
HampuMep, KOra 3akKas JiejlaeTcs 1o TejepoHy WJIU KaK-TO MHA4ye YCTHO, TPeOOBaHHUS [JI0OJIXKHbI
OBITh MOATBEPXKJEHbl MOTPedbHUTeseM [0 TOro, Kak MNPOAYKT WX ycayra OyAyT MOCTaBJIEHBI
(HanpuMep, B pecTOpaHe 3aKa3 MOXKET ObITh IOBTOPEH KJIUEHTY).

8.2.3.2 llerb 3TOro pasjaesa - TapaHTHPOBATh, 4YTO [IOKyMeHTHpPOBaHHas HWHopMaIs
COXpaHsieTcsl il [IeMOHCTpAalMM OKOHYaTeJbHOTO COTJIAaCOBAHUSl C MOTpPeOHTesieM, BKJIHOYas
MCIIpaBJIeHUS] U U3MEHEeHHs], a TaKXKe YTOObI I0Ka3aTh, YTO TPeOOBAHUSI MOTYT ObITh BbINOJHEHBDI.

B cooTBeTCcTBUH C I.II. «a» — «b» pa3aesa 8.2.3.2 SO 9001:2015:

a) pe3y/JbTaTbl aHa/Ju3a MOTYT COXPaHATbCA Ha JIOOBIX MOAXOAAIMX HOCHUTEJAX, HaIllpUMep,
pecTopaH Mor 6bl COXPAaHATb B IMCbBMEHHOM HJIM B 3JIEKTPOHHOM BH/e 3aKa3, KOTOPBIX cAesall
IOCeTUTEeJIb; KaKasA-TO KOMIIaHUA MOTJa O0bl U30paTh COXpaHEHHe BbIOOPOYHOM 3JIEKTPOHHOU
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IMNepernunucKu C l'IOTpE6I/ITe.HEM, B TO Bp€Md, KaK I10 CJIO)KHOMY CTPOHUTEJIbHOMY IIPOEKTY MOT Obl
COXpPAaHATBLCA HO,E[pO6HbIﬁ OT4YEeT 0 TEXHUKO-3KOHOMHWYECKOM aHaJIN3¢E,

b) ecsniv aHa/1M3 BBIABJ/ISAET AONOJHUTE/bHbBIE UJIU U3MEHEHHbIe TPe60BaHUA, JOKYMEHTHPOBAHHYO
MHPOpMALMIO cJelyeT OOHOBUTH UJIM BHECTHU B Hee JONOJIHeHHs], YTOObI rapaHTUPOBATh, YTO
HOBble Tpe6OBaHUSA YYTEHbI (HallpUMep, C/le[lyeT COXpaHATb IePeNUCKY 110 3JIEKTPOHHOM M0oYTe,
M3MEHSIOLYI0 3aKa3 UJIM YCTPaHAOLLY0 HeJOOHUMaHue).

Takaa [OKyMeHTHpOBaHHAasA HWHQPOpPMALUMA MOXET CJHYXUTb OCHOBOM JJ aHaJOTMYHbIX
corJiallleHU# B OyAylieM C HOBbIMH WJIM CYLEeCTBYIOLUMHU NOTPEOUTEISIMHU.

8.2.4 Hi3MeHeHHs B TPeOOBaHMAX K IPOAYKTAM U yCJIyram

[lesib 3TOrO paszesa B TOM, YTOOBI rapaHTHPOBATh, YTO COOTBETCTBYIOIIME JiUNa (KaK B CaMOM
OpraHMU3alMM, TaK W 3a ee MpejesamMu) UHGOPMHUpPOBaHbl 06 H3MEHEHUSIX B TPEOOBAHUAX K
IpOAYKTaM M ycayraM. OpraHu3anuu cjieZyeT BbI6paTh NOAXOASIIMNA METO/ CBSI3H U COXpaHEHMUS
COOTBETCTBYIOLIEH JOKYMEHTHPOBAaHHOW HHOpMaLUH, HaNpUMep, O6MeH COOBILEeHUSIMHU IO
3JIEKTPOHHOM MOYTE, MPOTOKOJIbI COBEIlaHUH UJIU U3MEHEHHbIE 3aKa3bl.

8.3 Pa3pa6oTKa M NPOEKTUPOBaHUE NPOAYKTOB M YCJIYT

8.3.1 061mue noJ1IoKeHHus

llenb gaHHOrO mojpasjiesia B TOM, YTOObl rapaHTHpPOBaTh, YTO OpraHu3alus pa3pabaTbIBaer,
BHeJipsieT W obOecneyrMBaeT pabOTOCNOCOOHOCTb Npolecca MPOEKTUPOBAaHUS M pPa3pabOTKH,
KOTOpBbIA ompejesisieT XapaKTepPUCTUKU NPOAYKTOB U YCJYT, C LieJbl0 rapaHTUPOBAaTh, YTO ee
OPOAYKTBHl U YCAYTU COOTBETCTBYIT TpeboBaHUAM. OpraHusanuu cjieAyeT NMpOaHaJIU3WpPOBATh
CBOM KOHTEKCT, B TOM YHCJIE U COOTBETCTBYIOLME 3aMHTEPECOBAaHHbIEe CTOPOHBI, IPYU ONIpe/ie/IeHUU
006J1aCTH JeWCTBUS CUCTEeMbl MeHekMeHTa kaudectBa (cMm. ISO 9001:2015, 4.3), T.K. o6JacThb
JleiCTBUS onpeJiesisieT NpUMeHeHUe TpeboBaHUM pa3zena 8.3 [SO 9001:2015.

KakuM-To opraHusanysaM MoeT NoTpe6oBaThCsl yYUTHIBATb BCe TPe6OBaHUS K IPOEKTUPOBAHUIO
¥ pa3paboTKe, B TO BpeMs, KaK JpyrUM TOJIbKO HEKOTOPbIe U3 HUX, HAIPHUMeD, K U3SMEHEHUSIM B X0/ie
IpPOEKTUPOBAHUSA U Pa3paboTKU UM 06MeHy UHPopMaLuel c NoTpeGUTeNIMHU.

Hanpumep, opraHvsanuy, Nporu3Boslel CBOI CO6CTBEHHYIO IMHEWKY BEJIOCUIIE/I0B, TOTPebyeTcst
NpUHATH BO BHUMaHHWEe TpeOOBaHMUS K NPOEKTUPOBAHUI0 M pa3paboTKe /Jisi HOBOW MJIU
Moauduuupyemoi Mmoaenu. OpraHusalyu ke Npou3BoJsILeN NPOAYKLHUIO B TOUHOM COOTBETCTBUHU
C Ju3ailHOM, oOIpe/ie/IeHHbIM TOTpebuTeseM, HeOOXOJAUMO YYUTbIBaTb TpebOBaHUSA K
NPOEKTUPOBAHUIO U pa3paboTKe TOJIbKO eCJIY NOTPeObUTe/Ib BHOCUT U3MEHEHUS B 3TOT JJU3alH UJIH
ecTb MHPopMaL s 06 U3SMEHEHUU POAYKIHH.

Touno Tak ke kade, paboTawllee no ¢paHIIN3e, MOXKET UMETb HEOOXOAUMMOCTb BbINOJIHATH
MeHblllee YHMCJI0 TpeOOBaHUM K NPOEKTUPOBAHMUI0O W pa3paboTKe, Hexeau Kade, KOTopoe
CaMOCTOSITEJIbHO MIPUHHUMAET pellleHUs] OTHOCUTEJIbHO aCCOPTUMEHTA, BHYTPeHHero opopMIeHUs
Y MapKeTHHTa.

B HEKOTOPBIX C/ydasiX OpraHU3aIus MOXKET PelllUTh NPUMEHSATh TPeO6OBaHUS K TPOEKTHUPOBAHUIO
Y pa3paboTKe K CBOMM IPOU3BO/ICTBEHHBIM MpPOlleccaM JiMb60 OCHOBBIBAsICh HA 06J1aCTU JeMCTBUS
CUCTEMbl MeHe/P)KMeHTa KadyeCTBa, TpebGOBaHUAX TMOTpeOUTesed U 3aKOHOJATEJNbHbIX M
HOPMaTHUBHBIX TPe6OBAHUSAX, MO0 UCXO/S U3 JYULIUX TPAKTHUK.

[TIPUMEP [Ipumepsnl TOro, Korjaa Heo6X0JUMbI IPOEKTHPOBAHKE U pa3paboTKa:
— TOPTHOH, NOJYYMBIIUHI 3aKa3 OT KJIMEHTa J00aBUTh JleTalb K UMELEeMYCS IJIaThI0 UK KOCTIOMY;

— HeO6OoJIbIIOH nex IoJy4duia CI'IEU,I/I(I)I/IKaLlI/II-O Ha IMHEeBMaTHYECKUH KJjamaH U HOTpe6I/ITEJIb IMpocUuT
HNU3MEHUTDb NOCaJ09YHOE MECTO, YTO BeJ€T K UBMEHEHNI0 KOHCTPYKI MU KJIdIlaHa,

— KOMIaHUs, 0OKa3bIBAKIIAs yCJAyrd GUHAHCOBOrO KOHCYJIbTUPOBAHUS, MPOEKTUPYET U pa3pabaTbiBaeT
yCJIyTH, KOTOpPbIE OHA Npe/ijlaraeT CBOMM KJIHMeHTaM B cdepe ynpaBjeHus: HOPTPeIIMU aKIui;

A. lopbyHoB www.pgm-online.com He aBnseTtca oduumanbHbIM NepeBojom
20.12.2016 29



www.pqm-online.com

ISO/TS 9002:2016

— o6pasoBaTesibHasl OpraHU3alus, IPOEKTUPYIOIIAs U pa3pabaThiBaoias yuebHble MPOrpaMMbl.

8.3.2 IlnnaHMpoBaHHUe NPOEKTUPOBAHUSA U Pa3pabOTKH

llenp paHHOrO mojpasfiesa B TOM, YTOObl rapaHTUPOBATh, YTO OpraHU3alUs OCYLLEeCTBJISET
IJIaHUPOBaHMeE NPOEKTHPOBAHUS U Pa3pabOTKU C T€M, YTOObI ONPEAEJUTb HEOOX0JUMbIE JIeHCTBUS
Y 33/layd. Takoe MJIaHUPOBAHUE [O/DKHO BKJIKOYATh aHAJIU3 AEeUCTBUM, KOTOPHIE Olpe/ie/ieHbl KaK
HeoOxoauMble (cM. ISO 9001:2015, pa3sgen 6 v 8.1) U KOTOpble MOTYT OKa3blBaThb BJIMSHHE Ha
BbINIOJIHEHUE 3allJIaHUPOBAHHBIX MEPONPUSATUH, NOTPEOHOCTh B pecypcax, a TaKXKe YeTKOCTb
omnpefesieHUsl poJied U OTBETCTBEHHOCTH.

TpeboBaHuss B 3TOM MoApasjiese 00pa3ylT COBOKYNHOCTb KJIIOYEBBIX 3JIEMEHTOB, KOTOpPbIE
JIOJDKHbI OBITh pPAacCMOTPEHbl B XOJie IJIAHUPOBAHUSI MPOEKTHUPOBAHUSA U pa3paboTku. B
COOTBETCTBUHU C ILI. «a» — «j» pa3zena 8.3.2 [SO 9001:2015, crona BXOAUT:

a) CJIOXKHOCTb MPOAYKTOB M YCJIyr (HampruMep, MOBTOPHBIN MPOEKT, HOBbIMA NMPOEKT, Ha3HAUYeHUe
OpOAYKTAa WJM YCIAYyTH, Takde JU3UYECKHMe XapaKTEePUCTHUKH, KaK IJIJaHUpyeMas
IPOJOKUTEBHOCTD U 06'bEM YCJIYT), a TaKXKe Takue GaKTOpPbl, KaK Tpe6oBaHUs K OCTABKE;

b) Heo6xoAMMbIe 3Tamnbl, BK/OYAsg NPUMEHUMbIH aHaIW3 pe3yJbTaTOB MNPOEKTHPOBAHUS U
pa3paboTKyH (HampuMep, 3CKU3HBbIM MPOEKT, paboyuid NPOEKT), a TaKXKe MOATBEPXKAeHHE
COOTBETCTBUSI/BepudHrKalUio (HAlpUMepP, BCe JIM pa3Mepbl TOUHO yKa3aHbl HA TEXHUYECKHUX
yepTexax) U NMOJTBeEPXK/JeHUe NMPUTOJHOCTU/Baiujaluio (HanpyuMep, ONbITHOE MPOU3BO/CTBO
WJIK OKa3aHHe YCJIYT B TECTOBOM PeEXXUME);

C) AefCTBUS MO MOATBEPXKAEHHUIO COOTBETCTBUS, HEOOXOAUMble JJisl TapaHTHU, YTO Pe3yJbTaThl
YZ0BJIETBOPSIIOT UCXOAHBIM TPEOOBAHUSAM, U MO MOATBEPXKAEHHUIO MPUTOJHOCTH, HEOOXOAMblE
JUISI TapaHTHUH, YTO KOHEYHble MPOAYKTbl M YCJYTH COOTBETCTBYIOT TpeOOBaHUSAM AJis
KOHKPETHOI0 IPUMEHEHUS WU NIPEAI0JaraeMoro UCrnoJib30BaHus;

d) KTO 6y,£[€T 9TO AeJiaThb, T.e. ollpeaesiIeHHue H606XO,Z[I/IMI:>IX OTBETCTBEHHOCTU U IOJIHOMOYUH,
CBA3aHHBIX C IPOLEeCCOM NPOEKTUPOBAHHUA U p33pa6OTKI/I;

e) TpebyeMble BHYTpeHHHE U BHeIHHe pecypchl (HampuMmep, KOpIOpaTHBHbIe 3HAHWUS,
060pyZiI0BaHHE, TEXHOJIOTUH, KOMIIETEHTHOCTb, MOAJEPKKA OT MOTpebUTesed UIM BHEIIHUX
MOCTaBIIMKOB, BpeMeHHble PA6OTHUKH, HOPMbI U CTAaH/AAPThI, IPe/[0CTABJSIONNE TEXHUUECKYIO
nHopMalu);

f) KOMMyHUKaLMU MeXJy TeMH, KTO y4acTBYeT B IPOLieCCe NMPOEKTUPOBAHUSA U Pa3pabOTKH C
y4eTOM KOJIMYecTBa YYaCTHUKOB W HauboJsiee pe3yJbTaTUBHbIX CIOCO60B 0OMeHa
uHdopMalrel, Takux Kak coBelllaHus, TeJleKOHPepeHIIuH, IPOTOKOJIbI;

g) NoTeHLHaJbHOe I[pHUBJeYeHUe NOTpebuTesell U TNoJb30BaTeNell K MPOeKTUPOBAHUIO U
paspaboTke (HampuMep, MOHUTOPUHT NOTPeOHTENEN HAa MeCTe, TECTUPOBAaHUE NOTPEOUTEISIMY,
u3y4yeHue TpeboBaHUM NOTPeOUTEIeN MU KaueCTBa 00CIyKUBaHUSA);

h) 4To He06X0AMMO /i1 TOT'0, YTOOBI ePCOHAJ OPraHU3alMU MPOU3BOIUJ IPOAYKTHI U OKa3bIBaJ
ycayry (Hanpumep, YepTexXH, CpeiCTBA yIpaBJeHUs, CbIpbe, KDUTEPUU IPUEMKHU );

i) oxxuzaemMble ypOBHM KOHTpPOJI IMpolecca CcO CTOPOHbI MNOTpeOuTesNieldl WM  HUHBIX
3aMHTEPECOBAaHHBIX CTOPOH (HampuMmep, MNpPOBEPKH 0€30MaCHOCTH JJid MeJUIIMHCKOIOo
060py/I0BaHUS UJIU CaMOJIETOB); TaM, I'Zile KOHTPOJIb CO CTOPOHBI NOTPeOUTEeN UM KOHEYHbIX
noJib30BaTeJied fIBHO He OrOBOPEH, OpraHU3alMU CJeAyeT ONpeJesUTb, KaKhe CpejcTBa
KOHTPOJISI HEOOXOAMMBbI, IPUHMMasi BO BHUMaHUe XapaKTep NPOAYKTOB U yCJYT;

j) AOKyMeHTUpOBaHHasg UHopManus, HeobxoAuMas AJs MNOATBEPXKKJEHUS], UTO TPeOOBaHUS K
IPOEKTHPOBAHUIO U pa3paboTKe BBINOJHEHBI U NPOLLECC UCIIOJHEH HajJjleXalluM o6pa3oM Ha
3Tanax aHaau3a, MOATBEPKAEHUSI COOTBETCTBUS U NMPUTOJHOCTH; HANPUMED, IJIaHbl NMPOEKTA,
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IPOTOKOJIbI COBEIllaHWH, OTMeTKa O BBINOJHEHUM MEPONPHUSTHN, OTYEThl 00 HCIbITAHUSAX,
yepTexKH, paboyre UHCTPYKIUU U BJIOK-CXeMbI NpolLiecca.

8.3.3 HcxopaHble JaHHBbIE JJi NIPOEKTUPOBAaHUSA U Pa3paboTKH

llesb faHHOTO MoApas/iesia B TOM, YTOObl FTapaHTUPOBATh, UTO OpraHU3alus onpe/iesseT UCXOJHble
JlaHHble [Ji1 MPOEKTUPOBAaHMA W pa3pabOTKH, KaK 4YacTb IJIAHUPOBAaHUSA NPOEKTHUPOBAHUA M
pa3paboTKU. ITU UCXOAHbIE JaHHBIE JOJDKHBI ObITh OJHO3HAYHbIMU, NIOJIHBIMH U COTJIAaCOBBIBATHCS
C Tpe6OBaHUSIMHU, KOTOPBIE ONMPEAESIOT XapaKTEePUCTUKU NPOAYKTa UK YCAYTU. B cOOTBETCTBUM
C IL.I. «a» — «e» pa3zeda 8.3.3 IS0 9001:2015 opranusanuu ciaeayeT pacCCMOTPETh:

a) GyHKIHMOHAMbHbIE U KCIJIyaTallMOHHblE TPEOOBaHUS, 3aJlaHHbIE NOTPEOUTENSAMHU, TPeOOBAHUS
pBbIHKa; HallpuMep, He06XOAMMbIH }KU3HEHHbIN LJUKJI [IJI1 KOMIIOHEHTa 000Py/10BaHUs — JIaMIIbI,
KOTopas JlaeT onpe/ieJIeHHOEe KOJIMYeCTBO CBETA, UJIU YCJIyra, KOTopasl Ao/DKHA ObITh OKa3aHa B
onpeJieJleHHOe BpeMs, CTAHOK, KOTOPbIA MOXeT ObIThb 6e30MacHbIM B paboTe, TPAaHCIOPTHBIN
IIOTOK Ha Tpacce;

b) unpopmManuo K3 NpeAblAYUIMX MOAOOHBIX MPOEKTOB MO pa3paboTKe, Hampumep, ¢ailibl
NpPOEKTa, YepTexH, cneuudPuKaluu UId JaHHble 00 M3JIeUeHHBbIX YpPOKaX, KOTOpble MOTYT
MOBBICUTb Pe3yJIbTATUBHOCTh W JaTh BO3MOXXHOCTb OpPraHM3alldM pa3paboTaTb XOpOILIHUe
MeTO/J bl UJIU U36€e3KaTh OLIHOO0K;

C) 3aKOHOJATe/IbHble W HOpPMAaTHBHble Tpe6GOBaHUs, KOTOpble CBSI3aHbI HENOCPEACTBEHHO C
IPOAYKTOM WJIH YCIAyro (HampuMep, HOpMbI 0 6€30MaCHOCTH, 3aKOHO/IaTe/NbCTBO B 06J1aCTH
NUILEBOM I'MTUEHbI), MU IPeA0CTaBJIEHHMEM 3TOTO MPOAYKTA WK ycayr (HanpuMmep, o6paboTka
XUMHUYECKUX BEIIECTB, SABJSIOIMXCA YAacTbl0 KOHEYHOW MPOJYKIMH; TPAHCIOPTUPOBKA WJIH
HWHbIE CIIOCOOBI JIOCTAaBKH; NpPHUMEHEHHWe I[epyaTOK MPU OKa3aHUM MEeAULMHCKUX VCJYT;
Tpe6GOBaHMUSA MO TUTHEHE B pECTOpPaHE);

d) ctanzapThl ¥ HOPMbI JA06GPOBOJILHOTO NPHUMEHEHUS, KOTOPbIM OpraHu3anus 006s3a/1ach
C/IeIoBaTh (HApUMeED, OTpacjieBble HOPMbI, CTAH/AAPTHI 10 6E30MACHOCTH U 3/J0POBBIO);

E) BO3MOXKHbI€ [10CJIeJCTBUA Hapymemxlﬁ B CHJIY XapaKTepa NPpOAYKTOB U YCJIYT; TAKHE HapyIIEeHHA
MOTYT BapbHPOBATbCA OT MNOTEHLOHAJIbHO OITdCHBIX (Haan/IMep, IJioxoe IIJIaHUPOBAHHE
06€e30IMacCHOCTH AOPOXKHOTO0 ABHUXEHHA MOXET IMPHUBECTU K HECYAaCTHBIM CJIy‘-laHM) A0 MOMEHTOB,
KOTOpbI€ MPUBOAAT K IOTEpe yAOBJIETBOPEHHOCTH HOTpe6I/ITeJIH (HaanMep, HGYCTOﬁqHBbIe
KpaCHuTeJn TKaHeu MOTYT IIPUBOJUTDH K BbIIBETAHWUIO UJIHN HOTEKaM).

HpI/IMeHI/IMbIe HCXOAHbIE NaHHbIE OJId IIPOEKTHUPOBAHHA U pa3pa60T}<H AOJI’KHBI COXPAHATHLCA B
BUAE I,[I,OKYM(EHTI/IpOBaHHOIL/'I I/IH(l)OpMaI_[I/II/I. 3TH HCXOJAHbIE€ JaHHbI€e MOTrYT CCblJIATbCA Ha
KOHKpPETHbI€ HOPMbI HJIN CHEL{I/ICI)I/IKaLU/II/I, 3aJlaHHbIE IIPH IIJTAaHWUPOBAHHWH IIPOEKTA.

Ecau umeeTtca KOHCI)JII/IKT HCXOJHBIX TaHHBIX WUJIX CJIOKHO HUX peaJIn30BaATb, OPpraHru3alu cjieayeT
OCyleCTBUTb MEpPONIPUATHUA AJId pa3pelleHUA 3TUX l'IpO6J'IeM.

8.3.4 CpepacrTBa ynpaB/eHUA NPOEKTHPOBAaHUEM M pa3paboOTKOM

U,e.]lb 9TOro pasaeJjia B TOM, YTOOBI rapaHTHpPOBATb, YTO IIOCJIE€ TOI'O, KaK ollpeae/sIieHbl UCXOJHbI€E
AaHHbIE, NPOEKTHPOBaHHE H pa3pa60TKa BBIIIOJIHAETCA B COOTBE€TCTBHHU C IIJIAHOM, YTOOBI
00€eCIeYyUThb pe3yJbTaTUBHOCTDb IIpoLEeCCa.

AHanuvs, TnoATBepKJeHUEe COOTBETCTBUS W TMOATBEPXKJAEHHWE TNPUTOJHOCTH  SIBJSIOTCSA
CYLIeCTBEHHbIMU JJIl KOHTPOJIS IMpoliecca MNPOEKTHPOBAaHUS U Pa3pabOTKU U JOJIXKHBI
BBINIOJIHATBCS HajJIeXaluM o6pa3oM. Eciv BO3MOXKHO, aHAJIU3, OATBEPXKIEHUE COOTBETCTBUS
(Bepudukanusa) U NOATBEPXKJEHHE MPUTOJHOCTU (BalUalus) [AOKHbI BBINOJHATBCA KakK
OT/leJIbHbIN MPOLECC UJIU KaK OTAeJbHbIe 33/la4u. B cooTBeTCTBUH C I.II. «a» — «f» pa3aesna 8.3.4 [SO
9001:2015 opranusanuu ciaeayeTt 06ecrneyrTh:
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YTOGbI BECh TEPCOHAJI, YYaCTBYOUIMN B IPOEKTUPOBAHUH U pa3paboTKe, ObLJI OCBEJJOMJIEH O U B
IOJTHOM Mepe MOHMMaJ TpebOBaHUS MOTPebUTeNiell U KOHEYHbIX IM0Jib30BaTesel, a Takxke
OXHJaeMble KOHeYHble pe3y/bTaThbl; OTKJIOHEHUs OT 3TUX TpeOOBaHUW, Hampumep, Hpu
IJIAHUPOBAHUHW YJIy4YIleHUsl 3KCIJIYaTallMOHHBIX XapaKTEPUCTUK MPOAYKIUMH, HEO0OXO0JHUMO
paccMaTpUBaTh B CPaBHEHUHU C TAKUMU GAKTOPAMHU, KaK CTOUMOCTb Y IPOCTOTA UCNI0JIb30BAHUS;

aHaJIM3 BbINOJIHEHUS 3allJIaHUPOBAHHbIX 3TAllOB IPOEKTUPOBAHUA U pa3pabOTKU U pe3yJIbTaTOB
KaXK,0T0 3Tala /Jisl O TBEPKAEHUS UX COOTBETCTBUS UCXOHBIM JJaHHBIM, BbISIBJIEHHS IPOO6JIEM
M pa3paboOTKU pelleHUl; IepcoHal, He y4acTBYWIUMH B paboTax HeNnocpejCTBEHHO Ha
KOHKPETHOM 3Talle MPOeKTUPOBAHHUS U pa3pabOTKU, MOXKET ObITh PUBJIEYEH K aHA/NU3Y, B TOM
4HcJie U Te, KTO y4aCcTBYET B IPOMU3BO/JCTBE NPOAYKTA UJIH YCIYTH, A TAKXKE, B COOTBETCTBYIOIIUX
cly4asx, MOoTpeGUTeN M, KOHeYHble N0JIb30BaTeJd U BHELIHWEe NOCTAaBUIMKHU; [AJS Pa3JIUYHbIX
YPOBHEH CI0’KHOCTH:

— CJIOXKHbIE IPOEKTbl MOTYT pacCMaTpPUBATbCS HA 0QUIMATbHBIX COBEIAHUSX, A IPOTOKOJIbI
TaKUX COBEIllaHWU# OYAYT BBINOJHATb POJib 3alIUCEH;

— dHaJIUu3 MMPOCTLIX MMIPOEKTOB MOXET ObITb MeHee (l)OpMaJlebIM " 3allUCH MOTYT COAEPXKATb
OIMMCaHHEe PACCMOTPEHHOTIO IIJIaHa, C IOAIKUCbIO TOT'O, KTO BBINIOJIHAJI daHAJIN3, U ILLE:\TOI‘/’I;

NOATBEPXK/JeHWe COOTBETCTBHUA, YTOObI rapaHTUPOBATh, YTO BCe TpeOOBAaHMUS, YCTAaHOBJIEHHbIE
Ha HayaJIbHOM 3Tale NPOeKTUPOBAaHHUS U pa3paboTKH BbIIIOJIHEHDI; HA 60J1ee KPYIHBIX IPOEKTax
IpOoLeCcC MOXKET ObITh pa3zeJsieH Ha KJIoUeBble CTa/JUU C BBIIOJHEHUEM B KOHIle KaXKJ0W U3 HUX
NOATBEPXK/eHNUA COOTBETCTBUSA, KOTOpOEe MOXKET BK/IKYaTh B Ce01:

— IIpOBeJieHMe a/IbTePHAaTUBHbIX PaCYeTOB;

— CpaBHEHHe HOBOTO IIPOEKTA C MOJA0OHBIM yKe IPOBEPEHHBIM IPOEKTOM;
— TIpoBeJileHHe TeCTOB U JIeMOHCTpaLUH;

— TNpPOBEPKY NPOEKTHOM JOKYyMEHTUPOBAaHHOU HHPOpPMaLIUH /0 ee BBINYCKa;

noATBepXAeHHE NNPUTOAHOCTH, YTOOBI rapaHTHUpPOBATDbL, YTO KOHEYHbIN NpOAYKT WJIK yCJyra
6YLLYT COOTBETCTBOBATDH HOTpe6HOCTHM l'IOTpe6I/ITeJ'IH HJIK KOHEYHOro I10J1b30BaTeJid [AJid
KOHKPETHOI'o WJIKM IJIaHUPYEMOTI'O HCIIOJIb30BAHHA; NMPHUMEPDI ﬂeﬁCTBHﬁ 10 NOATBEPXIAECHHIO
IPpUTOAHOCTH MOTYT BKJIIOYATb B ceost:

— MApPKeTHUHI'OBbI€ UCC/IeJOBAHHA,
— IJKCIJIyaTallHOHHbIE€ UCIIBITAHHWA,;
— MOJAeJIMPOBaHHE U UCIIBITAHUA B IPEAINOJIaraeMbIX YCJIOBUAX IPUMEHEHUA;

— YacTH4YHOe MOJieJIMpOBaHWEe WJIM HCNbITaHUs (HanpuMep, YTOObl MPOBEPUTh CIOCOOHOCTH
3/laHUS BbIJIEPKMBATh 3€MJIETPSICEHUE);

— TeCTHUPOBAHHWE KOHE€YHbIMH I10JIb30BaTEJIAMHU C [IOJIY4€EHHUEM OT3bIBOB;

onpejie/ieHUe JeUCTBUM MO paspelleHUI0 MPOOJIeM, eCIM OHU BBISBJSIOTCS B XOJle aHAJ/IU3a,
NOATBEPXK/JEHUS COOTBETCTBUS W MOJATBEPXKAEHUS NPUTOAHOCTH; OLleHKA pe3yJIbTaTUBHOCTHU
3THUX JIeMCTBUM I0/DKHA ObITh YAaCThIO CI€IYIOIEr0 aHAIN33;

yTOOBl [JOKYMEHTUpPOBaHHasi HWHPOpMalus, CBs3aHHAsd C aHaJU30M, MOATBEPKIAEeHUEM
COOTBETCTBUSA U MOATBEPXKAEHUEM NMPUTOJHOCTH, COXPAHSJIACh KaK CBUJIETEJbCTBO TOrO, YTO
paboTbl MO NPOEKTUPOBAHMIO M pa3paboTKe ObLIM BbINOJHEHB], KaK 3alJaHUPOBAHO;
npUMepaMy MOTYT CAY>KUTb IPOTOKOJIbI COBEIIAHUN, OTYEThI 00 UCIIBITAHUSX U TECTAX, a TAKXKE
COTJIAaCOBaHHWE MOTPEOUTESIMH.
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8.3.5 Pe3ysbTaThbl IPOEKTUPOBAHUA U Pa3pabOTKH

lleip sTOro paszgesna B TOM, 4YTOObI TapaHTUPOBATh, UYTO pe3yJbTaTbl NPOEKTUPOBAHUA U
pa3paboTKH MpeLOoCTaB/IAIT HEO6X0AMMY0 HHPOPMALUIO /ISl BCeX MPOLEeCCOB, TPeOYeMbIX /Js
MIOCTaBKU O0KUJAEMbIX MPOAYKTOB U YCJAYT (BKJIIOYAsl 3aKYINKH, IPOU3BOJCTBO U JeUCTBUS TOCIE
NOCTaBKU); OHU [JIO/DKHBI TakKXKe ObITh JOCTaTOYHO YEeTKUMH, YTOObI TapaHTUPOBATh, YTO
MCIIOJIHUTE/IM IOHUMAIOT, KaKHe J1eICTBUS OT HUX TPeOYIOTCA U B KAKOM N0CJIel0BaTEebHOCTH.

Pe3ysbTaThl NIpOEKTUPOBAaHUSA U pa3pabOTKU OYyAYyT pasjvMyaTbCsd B 3aBUCHMOCTH OT XapakTepa
npolecca NpoeKTUPOBaHUA U pa3paboTKH, a TakkKe TpeObyeMbIX MPOAYKTOB U YCIyr. Pe3ysbTaThl
NpPOEKTUPOBAaHUSA M pa3pabOTKU OyAyT KJ/IHYEBBIMU HCXOJHBIMHU J@HHBIMH JJ1 HpPOLECCOB
IpPOU3BO/CTBA NPOAYKTOB U 0Ka3aHud ycayr (cM. [SO 9001:2015, 8.5).

B cooTBeTcTBUH C I.II. «a» — «d» pa3aena 8.3.5 IS0 9001:2015 3Tu pe3yibTaThbl AOHKHbI:

a) 6BbITb COTJIAaCOBAaHHBIMHU C UCXOJHBIMHU TpeOOBaHUAMH, OllpesieieHHbIM B COOTBETCTBUHU C [SO
9001:2015, 8.3.3;

b) 6bITh AOCTATOYHBIMU JJIsl FTAPAHTUH TOTO, UTO BCE MOC/EeAyI0IHe NPOLeCcChl, HEOOX0AUMbIe [/
MOCTaBKHU MPOAYKTOB U YCJIYT, MOTYT ObITh BbIIIOJIHEHBI C y4€TOM TOI'0, KTO Oy/1eT UCII0JIb30BaTh
KaXX/[bIi U3 Pe3yJIbTAaTOB U B KAKUX 00CTOSITE/NbCTBAX;

c) obecrneyuBaTh 4YeTKyd MUHGOpPMAIUIO O TOM, YTO TpebyeTcs B OTHOIIEHHWHW MOHHUTOPHUHIA U
M3MepeHUH, BKJI0Yas MoJAPO6HOCTH JIIOObIX KPUTEPHUEB MMPUEMKHU JIJIsl IPOLECCOB, MPOAYKTOB U
yCJIyT, OCTaBJISIEMbIX U3BHE, @ TAKXKe BbINYCKA NPOAYKTOB U YCJIYT;

d) npenocTaBaAaTh 3HAUUMY0 HHPOpPMAIMI0O O XapaKTEPUCTUKAX MPOAYKTOB M YCJAYT, YTOOBI
rapaHTUpOBaTh, YTO NPOAYKIMS MOXKET ObITh IPOU3BEJEHA, a YCJAYTH OKa3aHbl 6e30MacHbIM U
NOAXOASAIIUM CIIOCOO60M, a TakXke 00 OCOOEHHOCTSIX NpPUMEHEHUs NPOAYKTa WM YCAyrd
(HampuMep, MUHCTPYKIMUU 10 NMPUMEHEHHUIO JIEKAPCTB, XPAaHEHUIO MPOJYKTOB HJIU MO YHUCTKE
W3/esus).

B HeKOTOpBIX cay4yasx pe3yabTaThbl MPOEKTUPOBAHUS MOTYT ObITb (QaKTUYECKON NPOAYKLHEN
OpraHM3alliy, HallpuMep, TAKOe MOXXeT OBbITb Yy apXUTEKTOPOB, WHXXEeHEpPOB-KOHCTPYKTOPOB,
XyZI0°)KHUKOB-0pOopMHUTEJIEeN.

PEBYJIbTaTbI MNPOEKTUPOBAHHUA AOJIXKHbI COXPAHATBLCA KaK JOKYMEHTHPOBAHHAA I/IHCI)OpMaLU/IH,
BKJIIO4adAd B Ce6ﬂ, HO He OTPaHHUYHBAACh 3TUM:

— YepTexH, cHnenupuKalUu Ha MOPOAYKIUIO (BKJIKYAasA OCOOEHHOCTH obecrneyeHus
COXpaHHOCTH), crneluPUKAIMKM Ha MaTepuasbl, TPeGOBaHHUS K HCIObITAHUSAM, IMJIAHBI
KayecTBa, MJIaHbl KOHTPOJIs;

— cnenudUKalMUY Ha TMpoLecc, JAeTaju3alus [0 He0O0X0JUMOMY MPOU3BOACTBEHHOMY
060py/10BaHUIO;

— CTpOUTeJibHble IJIaHbl U TEXHUYECKUEe pacyeThbl (HampuMep, MPOYHOCTH, CEUCMUYECKOMN
YCTOMYHUBOCTH);

— MEHIO, peLeNThl, CIOCOObI NPUTOTOBJIEHUS MUILY, PyKOBO/ACTBA N0 00CAYKHBAHUIO;

— (1)aCOHbI oJexabl, ollpeae/ieHHble 3CKH3aMH, U CHELU/I(I)I/IKaLU/II/I MaTepHrasJioB, KOTOpbIE
AOJIXKHbI OBbITH HCII0JIb30BAaHBbI;

— XyJ0)KeCTBEHHble WJIIIOCTpAlMH, Jalollie NpeJcTaB/JeHre 0 KOMIIOHOBKe, KOTopasi OyJeT
HCIOJIb30BaHA MPU NMyOJIUKALUY;

— TINpOeKTHbIe MaTepHaJibl peKJIaMHOI0 areHTCTBA B pOpMe IJIaHa MapKeTUHIOBOM KaMIIaHUM.
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8.3.6 H3MeHeHHs B X0/Je NPOEKTUPOBAHUS U Pa3padbOTKU

llesb JaHHOTO pa3/iesia COCTOUT B 00ecredeHnH onpe/esieH s, aHaIM3a U KOHTPOJIsI U3MEHEHUH,
NpPOM3BOAMMBIX B XOJle WM IOCJe NPOEeKTUPOBAaHUS W pa3paboTku. OpraHusauuu cjiaefyeT
paccMaTpuBaTh KaK 4YacCTb IMpolecca MNpPOEeKTUPOBAHUS W pa3pabOTKH To, Kak OyayT
OCYILeCTBJISATbCSA B3aUMOJIEUCTBUS C APYTUMHU NPOLLECCAMU UM 3aUHTEPECOBAaHHBIMU CTOPOHAMU
(HampuMep, NOTPEOUTENAMU WM BHEUIHUMH MOCTABLUIMKAMH) U YYECTb 3TO NMPHU ONpeJeleHUU
M3MEHEHUH B paMKax MPOEKTUPOBAHUS U Pa3pabOTKH.

M3MeHeHHs1 MOTYT BOSHUKATh MPH BbINOJHEHWH JII0O0M paboThl B paMKax CUCTEMbI MEHEIXKMEHTA
KayecTBa Y Ha JIDOOM CTaJiMM, BKJIIOYasi, HO He OTPAaHUYUBASICh ITUM:

a) B X0/ie BbINOJIHEHHUA Mpoliecca NPOeKTUPOBAaHUSA U pa3paboTKy;
b) nocJie BoinycKa ¥ yTBep>KJeHUs pe3yibTaTOB IPOEKTUPOBAHUSA U pa3paboTKy;

C) KaK pe3yJbTaT MOHUTOPHUHIA Y[ OBJETBOPEHHOCTH TMOTPeOUTeNsT U paboThl BHEIIHUX
IOCTaBIIUKOB.

JloKyMeHTHpOBaHHas HHPOpPMaIHsl, CBSI3aHHAsl C ©3MEeHEHHUsIMU B IPOEKTHPOBAHUH U pa3paboTKe,
KOTOpas I0JI?)KHAa COXPAHATbLCS, MOXKET BKJIFOYATh B Ce6sl pe3yJibTaThl OLeHKHU BJUSAHUS U3MEHEHU N
Ha yXKe MOCTaBJIeHHble COCTAaBHble YAaCTH WJIM HA MPOJAYKT WJIU YCIYTY AJs NpeaynpexxieHus
HeraTUBHBIX OC/IeCTBUU. [Ipoliecchl aHa/IM3a, TOATBEPK/I€HHS] COOTBETCTBUSA U NOATBEPKAEHUS
NPUTOAHOCTH  MOTYT  3a4aCTyd OTpPaKaThbCd B  JOKYMEHTHPOBAHHOH  HMHQPOPMaLUH,
JleTaJM3Upylollled H3MeHeHUsT B IPOEKTHPOBAaHUM M paspaboTke. J[oOKyMeHTHpOBaHHas
MHPOpMAIMsI MOXKET TaKKe COJZep>KaTb MOJAPOOGHOCTH AeWCTBUH, NMPEANPUHATHIX B OTHOLIEHUH
3aTPOHYTHIX MOCTEAYIONUX MPOIECCOB (HanpuMep, 3aKyNoK, IPOU3BO/CTBA, MOCTABKH MPOJYKTOB
W YCJIYT), ¥ TOTO, KAKUM 00pa3oM 06 3TOM O6y/IeT CO0OIAThCS.

JlOKyMeHTHpOBaHHass MHpopMalus JoJDKHa YKa3blBaTb, KTO CAaHKLMOHHWpPOBaJ H3MeHeHHUs. B
HEKOTOPBIX C/1y4asx TaKoe pa3pelleHre TpebyeTcs OT NOTPpeOUTe I UM Peryupyloliero opraHa.
JloKyMeHTHpOBaHHasA MHPOpMalLMs MOXKeT BK/IYATh YTBEPK/AEHHBIM 3aIpOC HA U3MEHEHHE WJIU
3JIEKTPOHHOE COIJIacOBaHHWE U3MEHEHUH.

8.4 YnpaBJiieHHe nocTraB/isieMbBIMH U3BHE IIPOLECCaMUy, NPOAYKTAaMHU U yCJIyraMH

8.4.1 0611 e noJIoKeHus

llesib JaHHOTO pas/iesia — KOHTPOJIUPOBATD MPOLECCH], TPOAYKTHI U YCJIYTH, KOTOPbIE OCTABJSIOTCS
BHEIIHUMMHU MOCTaBUIMKaMU. K BHEIIHMM MOCTaBIIMKAaM MOTYT OTHOCHUTBCS T'0JIOBHbIE OQHUCHI
OpraHu3alui, acCOMUPOBAHHbIE KOMIIAHWH, MOCTABIIMKH WM JIIOOOW, KOMY OpraHu3anus
nepe/iajia NpoLecc Ha ayTCOPCUHT.

OpFaHI/IBaL[I/IH HeCeT OTBETCTBEHHOCTb 3ad I'dPpAHTHUIKO TOr'o, 4YTO ITIOCTaBJId€Mble M3BHE IIPOLECCHI,
MNpOoAYKTbI M YCJIYyIrH COOTBETCTBYHOT €€ TpE6OBaHI/IHM (Haan/IMep, nocpeacrsomM BXOJHOTIO
KOHTPOJIAA TOBAPOB UJIKM HHCIIEKTHUPOBAHUA TOCTABIIMKA dyTCOPCHUHT OBBIX YCJ'IYF).

OpraHu3anuy cjaefyeT ONpeseUTh:

a) KdKHe BHYTPEHHHE ITPOLECChI BSaHMO,E[efICTBYIOT C IIOCTAaBJIAEMbIMH M3BHE ITPOLECCAMHU U KAKO€E
BJIMAHHE 3TO OKA3bIBA€T HA 3KCIIJIYAaTAIUOHHBIE XapAKTEPUCTHUKH;

b) kakve U3BHE MOCTaBJIsieMble MaTepHasibl, KOMIIOHEHThI UJIU YCAYTH BXOASAT COCTAaBHOM YacThIO B
KOHEYHbIN NMPOJYKT WM YCJAYTY WU ABJATCA KPUTUUYECKUMHU JJI1 NPOU3BOJACTBA NMPOAYKTA
WJIU YCIIYTH;

C) Tp660BaHI/IH N KOHKpE€THbIe CpeACTBa YIIpaBJIEHUA, KOTOPbIE OOJIXKHBI ObITh [MPpUMEHEHBI K
BHEIIHUM IMOCTaBKaM B 3dBHCUMOCTH OT BJIMAHHA, KOTOpPO€ OHHU MOTYT OKA3bIBATb Ha
AeATEJIbHOCTb OpraHrU3allkuyi KU €€ II0Ka3aTeJIH.

Hanpumep, opranusanys MoxKeT NOTPe6OBATh, UTOOBI:
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— CbIpbe COOTBETCTBOBAJIO TEXHUYECKUM CrielldPUKALMAM MTPU IPOBEPKE B X0/I€ UCIIBITAHUU UJTH
TEeCTOB;

— TeXHHWYecKas MOAJEPKKa, OCYIIeCTBJsseMas KOMIaHUEH-TapTHEPOM, BBINOJHSIACh JIUIAMH,
06J131aI0IMMH KOMIIETEHTHOCTBIO B COOTBETCTBYIOIIEH 06/1aCTH C TPUMeHEHHEM 6e30TaCHOTO
060pyl0BaHUS,

— accouMHUpOBaHHasl KOMIMAHHUsA (HampuMep, Jo4YepHee NpeANpHUITHE, KOTOPOe IOCTaBJsSET
KOMIIOHEHTBI JJ1s1 COOPKH ) NPOBOAU/IA NOATBEPKeHUE COOTBETCTBHUS /BepuUKaALIUIO.

OpraHusauus A0/KHA ONpeJlesiaTh U IPUMEHATh KPUTEPUHU /ISl OLlEHKH, BbIOOpA, MOHUTOPUHTA
GYHKIMOHUMPOBAHUS U MOBTOPHOM OLIEHKU BHELIHETo MOCTaBIlMKa. BHeApeHHe TaKUX NPOLECCOB
M03BOJISET OpraHu3allMd HUMETb SICHOE MpeJCTaBJeHHEe O TEKYILIMX BO3MOXXHOCTSIX BHEUIHUX
MOCTaBIIMKOB, ONpeeNsTh HEXBATKY HEOOXOAMMOTO0, a TAKXKe BblpabaThIBaTh pPelIEHUs MO 3TUM
npo6JsemMam.

B cuTyanusx, korja rojoBHasi KOMIAHUSA UM NOTpebUTeNb TPeOYyOT 06palleHUsl K KOHKPETHbBIM
BHEUIHUM IIOCTaBIIMKaM, 3TO MOXeT OBITb 3aJJaHHbIM KpUTepueM; OJHAKO, MOHUTOPHUHT
GYHKIMOHUPOBAHUA TaKKMX BHEIIHUX IIOCTABLIMKOB BCe paBHO TPeOyeTCs.

8.4.2 Tun u cTeneHb KOHTPOJIAA BHEIIHUX ITOCTABOK

llenp faHHOTO pasjiesia — ONpeAeJUTh CPeACTBA yIpPaBJeHUs BHEIIHUMU MOCTABIIMKAMH, YTOObI
opraHu3aiusi uMMeJia YBEPEHHOCTb B TOM, UYTO IOCTaBJisieMble NPOAYKTbl U YCJAYTH OYAYyT
COOTBETCTBOBATb TPeOOBAHUSIM.

Tun M cTeneHb KOHTPOJISA BBIOHMPAIOTCA UCXOAS U3 MOTEHLHAJbHOTO BJIMSIHUS, KOTOpOEe M3BHE
NIOCTaBJIIeMbIM NPOLLECC, NPOAYKT WJIH YCJIyra MOXKeT OKasblBaTb Ha CIIOCOOHOCTb OpPraHU3aLuU
HEU3MEeHHO NOCTaBJATb COOTBETCTBYIOLHE IPOAYKTBI U YCIYTH.

[IPUMEP B opraHu3zanuy, okasblBalolLleld yCJAyrd MNe4aTH, KauyeCcTBO OyMard MOKeT ObITb KPUTHUYECKUM
dakTopoM. OfHAaKO TYpUCTHYECKOe areHTCTBO MOXKeT MWCI0JIb30BaTh OOBbIYHbIe KaHLTOBAapbl 06e3
HeoOX0JUMOCTH KaKHX-JUO0 MpoLeAyp KOHTPOJIA 3aKyIOK, CBA3aHHBIX C KadecTBOM. OpraHusaluy,
OKasblBaloOlllell yC/lIyru nedyaTH, HeOOXOAMMO BeCcbMa OCHOBATEJbHO OTC/EXHUBATb PabOTy MOCTABIIUKOB
6yMaru JiJisi rapaHTHH TOT0, YTO Ka4eCTBO Ne4aTHOU NPOAYKLIUM OyZileT 0CTaBaThCsl Ha 0XKMJjaeMOM yPOBHe.

OpI‘aHI/I3aI_II/II/I cgleayetr onpenesinTb, KakKue KOHKPETHO CpeACTBa yIpaBJIEHHUA JOJIXKHBI OBbITh
IIPUMEHEHbI K BHEIIIHEMY IIOCTABIIUKY. ]_leJIbI-O 3THUX CPEACTB YIIPABJIEHUA ABJIAETCA rapaHTHUA TOTO,
49TO NMOCTAaBKa NPOAYKTa WJIH yCIYyI' 6y,£[€T BBIINIOJIHATBCA B COOTBETCTBHUH C 3dlIJIAHUPOBAHHBIMH
MEpONpUATUAMHU U 9TO NPOAYKT HUJIN YCJIyTa 6y,£[}7T COOTBETCTBOBATDb TpE6OBaHI/IHM.

OpraHu3zauuyd HeoO0XOJMMO TrapaHTUPOBaTb, YTO IMPOLIECChbl, BbINOJHSEMble BHEIIHUM
NIOCTABILMKOM, HaxoAdluecsd IM0J KOHTPOJIeM CUCTEMbl MeHe/pKMEeHTA KayeCTBa OpraHU3aliuy,
yA0BJIETBOPAIOT TpeboBaHusaM ISO 9001.

HpI/IMepaMI/I TaKUX CpeACTB YIIpaBJIE€HHA C/IYKAT, HO HE O'PAHUYUBAOTCA 3TUM!

a) Ay aytcopcuHroBoro call-ieHTpa - kBanuduKalys NepcoHasa, NIPUHUMAIOILETO 3BOHKU U
HacTpoika HHGOPMAIMOHHO-KOMMYHHUKAIJMOHHON CUCTEMbBI B HayaJjie CMEHbI;

b) a5 mocTtaBisieMOW NPOAYKLHUM — BXOJAHOW KOHTPOJIb, BbINOJIHSIEMbIA KBaJIUPHUIIMPOBAaHHBIM
WHCIIEKTOPOM, UJIM UCIbITAaHUS, TPOBOAMMbBIE Jisl 06pasiia B Jab0paTOPHUU OpPraHU3al1H;

C) A ycayr yOopKU (BaHHBIX B OTeJsie WU OPHUCOB) — YEK-JIUCT, UCNOJIb3yEMbIH MPU NMPOBEpPKe
TOTO, 4YTO BCe 3allJIAaHUPOBAaHHbIe MEPONPUATHS BBIIIOJHEHBI.

MepOHpI/IHTI/IH Mo MoATBEPKAECHHUIO COOTBETCTBHUA MOTYT IpeayCMaTpvBaTh cjlejyroniee, HO He
OrpaHUYINBATBCA 3TUM:

— BXOJHOM KOHTpOJb (HampuMep, KOHTPOJIb KaHLEJSPCKUX TOBApPOB MOMET 3aK/IH04aThCs
IPOCTO B IPOBEPKE, YTO NMOCTABJIEHO 3aKa3aHHOe KOJIMYeCTBO, IPU 3TOM TOBapHasi HakKJ1aAHas,
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NOJANHWCAaHHAs COTPYAHUKOM, MOXKeT ObITb U BCeH TpebyeMOu [AOKYMEHTUPOBAHHOU
nHpopMaLuen);

— HM3y4YeHUe NPOTOKOJIa UCTIbITAHUY;
— ayJUTbl BTOPOX CTOPOHBI;

— MUCIbITaHUA (HalpuMep, OpraHu3anus MOXXeT BbIOpaTh NPOBEPKY HECKOJIbKHMX 00pa3L0B UJIU
BBINIOJIHUTb ONpe/ie/IeHHYyl0 ($OpMy TeCTUPOBAaHUA JJisd TNOATBEPXKAEHUS COOTBETCTBUSA
Tpeb6OBaHUAM; KaK BAPUAHT, MOXKHO C TEM Ke YCIIeX0M, HO 6oJiee 3¢ PEeKTUBHO, IPOCTO U3YYUTD
IPOTOKOJIbI UCIIBITAHUM WJIU Pe3yJIbTaThbl TECTOB, IIpe/iCTaBJIeHHbIX BHEIIHUM [IO0CTaBLUKOM);

— OII€éHKa CTATUCTHUYE€CKHNX JaHHDbIX;
— OII€HKa nokKasaTeJsiei AeATEeJIbHOCTH.

8.4.3 HHdopmanus sl BHEIIHUX IOCTABIIUKOB

Lle]lb JAHHOTIO noJpa3jiesjiad — rapaHTHPOBATD, YTO OpraHM3alvAa ACHO U Y€TKO JOHEeC/Ia 10 BHEITHHUX
ITOCTAaBIIMKOB PIH(l)OpMaL[I/I}O (0] Tpe60BaHI/IHX H CpeacCTBax yIipaBJIEeHHA, KOTOPbIE HeO6XO,Z[I/IMbI AJ1d
rapaHTHHX TOro, 4YTO IOCTaBJid€Mbl€ H3BHE€ IPOLECChbl, MPOAYKTbl HJIM YCJAYIH HE OKaXyT
OTPpHULATEJIbHOI'O BJIMAHUA HA A€ATE€JIbHOCTb OpraHM3alluv UJIU YAOBJIETBOPEHHOCTDb HOTpe6I/ITeJ'IH.

OpraHu3auuy cJjeAyeT rapaHTHPOBATh, YTO ee TPeOGOBaHUS SIBJSAKTCA MOJIHbIMHU, SICHBIMU U
pa3peuiarT J06ble BO3MOXHbIe MPO6JIEeMbl U HEONPEAEJEHHOCTH; 00€ CTOPOHBI JO/KHBI OBITh
corJlacHel ¢ TeM, 4To TpebyeTrcs. CyllecTBEHHO, 4YTOObI BCe BaKHble JleTald ObLIU YETKO
YCTAHOBJIEHbI HAa MOMEHT odopMJIeHUsl 3aKa3a; HanpuMep, YepTeXH, KaTajJoru ¢ HOMepaMHu
Mo/ieJiel, BpeMsl OTKJIMKA, YCTAHOBJIEHHbIE JlaTa U MeCTO MOCTaBKH.

WHdopMalnuwo, KoTopass JoJKHA ObITh MpeAocTaB/JeHa BHEUIHEMY IOCTaBIIMKY (Hampumep,
NYMCbMEHHbIHN 3aKa3 Ha 3aKyIKY), CJlelyeT IPOBEPUTH 10 €€ BblNycKa. B He60/1bIIMX OpraHU3alysx,
BEPOSITHO, TO JIML0, KOTOPO€e NMPOU3BOJAUT 3aKYIKH, U Oy/leT NPOBepsTh 3aKa3 Ha COOTBETCTBHUE. A
MOKeT MPOCTO NMPOYECTb U NOATBEPAUTH 3aKa3 10 TesiepoHy.

Mudopmanysa mo 3akynkam J0JKHA COAepPKaTh MOJAPOOHOCTH, CBSI3aHHbIE C JIIOOBIMU METO/JaMU,
npoieccaMd U 000py/lOBaHUEM, KOTOpble JOJDKHbI OBbITh MHCIOJIb30BaHbl, HaNpUMep,
omnpe/ieJieHHble CBapOYHble TEXHOJIOTHH, TIMpPUMEHeHHe KOHKPETHOTO OTKaJW6pPOBAHHOTO
o6opyoBaHUA WU YHUDOPMBI Jiis nepcoHasa. Jpyrue pakTopbl, KOTOpble HEOOXOJUMO TOYHO
OnpeJleIUTh, MOTYT OBbIThb CBSI3aHbI, HAllpUMep, C yYHNAaKOBKOMW, MapKUPOBAaHUEM, MPOTOKOJAMU
WCNbITAaHUNA WJIM pe3yJibTaTaMU TeCTOB. [Ipy TOM, UTO BCe 3TO CYLIECTBEHHO C TOYKH 3pEHUS
MOJIHOThl OMHCAHUS TOrO, YTO HEOOXOJWMO, JIMIIHHE MOAPOOHOCTH MOTLYT BeCTH K
HeJ/IoOpa3yMeHUSIM U HEBEPHBIM [TOCTAaBKaM.

Mudopmaiya Ao/mKHaA cojiepKaTh JiloOble TPe6GOBaHHUSA K KOMIETEHTHOCTH, HEOOXOAUMOMW AJist
IepcoHasia BHEIIHEro TMOCTaBLMKa, HaNpuMep, CEPTUPUIMPOBAHHOIO CBapUidKa WU
JIMLIeH3UPOBAHHOI0 I0PUCTA.

JloJDKHBI ObITh YCTAaHOBJIEHBI TPEOOBAHUSA K TOMY, KAKUM 06pa30oM BHEUIHUM MOCTABUIUK OY/ET
obMeHHBaThCA MHOpMalMEN C OpraHu3alyel, HanpuMep, 3alJaHUPOBAHHbIE COBEIAHUS AJIs
OlleHKH Mporpecca WM olpefiejieHUe, KTO B OpPraHM3alMd OyAeT OCHOBHbIM KOHTAKTOM JJisi
BHEILHEro NOoCTaBIUKa.

B oTHOIIEHUH JiesITeJIbHOCTH BHENIHETO MOCTABIHUKA J0/KEH OCYLIEeCTBASTHCS MOHUTOPUHT. By
M 4YacTOTa MOHUTOPHHIA, KOTOPBbIA OyJeT MPUMEHSATb OpraHMU3alus, AOKHbI OBbITh TaKXKe
BKJIDUEHbl B HUHGOpPMAIUIO, Iepe/laBaeMyl0 BHEIIHEMY IMOCTABIIMKY. ITO MOMXET BKJ/IOYATh
YPOBeHb NMPOU3BOJAUTEIBHOCTH, KOTOPOMY JI0JI’KEH COOTBETCTBOBATh BHELIHUMN MOCTABILUK, UJIU
JlaBaTb MHPOpMaIMI0, CBI3aHHYIO C TEM, KAKMM 06pa3oM O6YyT cCOOOILAThCSA pe3ybTaThl OLLEHKU
JlesITeJIbHOCTH OPraHU3alUU.
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WHorza opraHusanus M ee IOTPeOMTeJH MOTyT TpebOBaTb NpPOBeAeHUs NOATBEPXKAEHUS
COOTBETCTBUA WJIA NPUTrOJHOCTH HAa TEPPUTOPHUU BHEILIHEro MocCTaBlIMKa. Takoe MOXeT ObIThb
CBA3aHO C pa3MepaMu NPOAYKIHH, XapaKTepOM yCJIyT UM OTPAaHUYEHUSAMHA BpeMEeHH Ha I0CTaBKY.

[TIPUMEP OdopMuTe 0 MHTEPLEPOB MOXKET OTPEOOBATHCS MOCETUTh MPOU3BOAUTEJIS, YTOOBI IOCMOTPETH
3aKasaHHble TKaHU IS LITOP, UK MOXXET BO3HUKHYTh HEOOXOJMMOCTh OTC/AEXKHUBATh MpoLecc 06ydeHus
COTPY/IHUKOB B y4e6HOM ILIEHTPE.

B 3Tux ciydasix opraHusanus JoO/DKHA NPEeJOCTaBUTh TaKyl HHQOpMaIMio, KaK pacnyicaHue
npoBeZieHUs BepuUKALMU U BaJUJaLMH, a TaKXKe JII06ble Apyrue JaHHble (HampuMep, opucHoe
noMeleHUe, OpraHUu3allMOHHOe oOeclieyeHre UM UCTIbITaTe/IbHOe 0600py/i0BaHue), TpebyeMble OT
BHELIHEro NoCTaBIIUKA.

8.5TIpou3BOACTBO NPOJYKTOB U YCJIYT

8.5.1 Ynpas/jieHue NpOU3BOACTBOM NPOAYKTOB U YCJAYT

llesib AaHHOTO MOJpaszesia B TOM, YTOObl OopraHu3anusi paspabaTbiBajia CpeACTBa YIpaBJeHUs
MIOCTAaBKOW TMpOJYKTOB M OKa3aHUEM VCJIYr, KOTOpble Obl TrapaHTHPOBAIU [JAOCTHXKEHHE
3alJIaHUPOBAHHBIX Pe3yJbTATOB CHUXEHHWEM BO3MOXXHOCTH IOJIyYEHUsS] HECOOTBETCTBYIOLIUX
pe3y/IbTaToB.

OpraHusanuu cjaeayeT YCTAaHOBUTD YCJA0BUS AJisi KOHTPOJISI TOCTAaBKX NPOJAYKTA U YCAYTH, YTOObI
rapaHTHUPOBATh, YTO KPUTEPHUH, onipeesieHHbIe B paszesie 8.1 ISO 9001:2015, BbINOJHEHBI.

OpraHusauuu cjiefyeT pacCMOTpPeTb NMOJIHBIA LIMKJ IPOU3BO/ACTBA NPOJAYKTOB U OKa3aHUS YCJAyT
IpU ONpesieJIEHUH, YTO HEOOX0IMMO KOHTPOJIMPOBATh, BKJIIOYask TPeOOBaHUS K AeUCTBUSAM MOC/e
NOCTaBKU (TaKUM KaK MOHTa), obecrnedyeHHe TrapaHTHUW WJIU paboTa C MpeTeH3UusMH). B
COOTBETCTBUHU C ILI. «a» — «h» paszgesna 8.5.1 ISO 9001:2015 Bce nmpuUMeHHMble aCNeKTbl U3
CeIYIOIUX JOJIXKHbBI ObITh MPUHSATHI BO BHUMaHUE:

a) HaJIM4ue JOKYMEHTUPOBAaHHON HHPOPMAL LY, ONIpeieaollel XapaKTepUCTUKHA NPOU3BOAMMbBIX
NPOAYKTOB M OKa3blBaEMbIX YCJYT HWJMA BBINOJHSAEMbIX ONEepalui; OpraHu3alus JOJKHA
Npea0CTaBUTh JJIOKYMEHTUPOBAHHYIO HHOPMAIMIO, KOTOpasi IOHSATHA U TOMOTaeT 06eClevYuTh
COOTBETCTBUE NpPOAYKTOB U ycayr TpeboBanusaMm (ISO 9001 He TpebyeT OT opraHusanuu
pa3pabaTbiBaTh JOKYMEHTUPOBAHHY0 HHPOPMALMIO, COZeprKallyto Bce NOAPOOHOCTH, KOTOpbIE
KOMIIETEHTHBIM UCIIOJHUTEJb JI0/KEH 3HATD);

[IPUMEP 1 O6blyHO HeT Heo6XO0JUMOCTH OIMNUCHIBATH BOJUTEJNI0 BUJIOYHOTO MOrPY34YHKa, Kak UM
yIPaBJSATh; OJJHAKO, pabourie HHCTPYKLUK MOTYT NOTPEOOBAThHCS, YTOOLI OJPOOHEe OMUCATh NMOPSIA0K
CKJIaZJMpOBaHUs, OrpaHUYEHHS, [eMCTBYIOLMe NIPU NOTPy3Ke-pasrpy3Ke U NpoLeAypbl NOBCeJHEBHOIO
00CIY>KUBaHUS;

b) BCe HeO6XO,£[I/IMbIe pecypcChl AJid MOHHUTOPHWHIAa U I/IBMepeHI/Iﬁ; 3TO MOXKET OBbITh ornpegesieHHOoe
HU3MEPUTEJIbHOE O60py,LLOBaHI/Ie, OTKaJ'II/I6pOBaHHOE AJid BBIINIOJIHEHUA OIllIpeAe/IEHHbIX BHUAOB
H3MepeHHﬁ, NJIN npe,qnncaHan?l MEeTO/] OKa3aHHUA YCJIYTH;

C) BCe omepanuyd MO MOHUTOPHUHTY U HU3MepPeHHUsM, He0OXOJUMble, YTOOBI rapaHTUPOBATh, YTO
pe3yJbTaTbl COOTBETCTBYKOT TPeOOBAaHUSAM K MPOAYKTAM W yCJayraM, HalmpuMep, KOHTPOJIb
NpOJAyKU UM Ha OMNpeJieJleHHbIX 3Tanax WJUM MOHUTOPHUHI 3BOHKOB B CJYXOy MOJAJEPXKKU
KJINEHTOB;

d) Bce Heo6xoAuMble KpuUTepuu s HHOpacTpykTypbl (cm. ISO 9001:2015, 7.1.3) wuam
NPOU3BOACTBEHHOU cpefbl poreccoB (cM. ISO 9001:2015, 7.1.4);

e) He06X0UMOCTb 00eCneuYuTh KOMIIETEHTHOCTb MepCcOoHasa JJis BbINOJHeHUsA paboT (cMm. ISO
9001:2015, 7.2), Bk/lOYasg aHaAJU3 HaIW4YUsl KBaJUPUKALlMM, HANpUMep, [Jisi ONEepaToOpoB
Hepaspyllalllero KOHTPOJIs UJIH JIULEH3UH /I NPAKTUKYIOLIUMX Bpayel;
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f) rapaHTHUs TOro, YTO NPUTOAHOCTDb MPOLLECCOB, COOTBETCTBUE PE3y/IbTAaTOB KOTOPbIX HE MOXKET
ObITh NpPOBEPEHO MOCAeAYHUIMM MOHUTOPUHIOM WA H3MepeHUdIMH, MOJATBepXJieHa
(Basupanusa - 3TO NO/JTBEPXK/EHUE NPeOCTaB/eHHEM 00 beKTUBHbBIX CBUJETENbCTB TOTO, YTO
TpebOBaHUA [AJ1 KOHKPETHOIro INpezIoJiaraeMoro NpUMeHeHUs BbINOJIHEHBI); MpUMepaMu
NPOLIECCOB, T/Ae KOHEYHbIH pe3ysJbTaT He MOXeT ObITb BepuPULUPOBAH MNOCAEAYIOIIUM
KOHTpPOJIEM, MOTYT SIBJSITbCSl OMNpeJie/IeHHble BH/bl 00pabOTKH MOBEPXHOCTEH, AEWCTBHS B
Yype3BbIYaHOW CUTyallMU WJHU LeUCTBUSA B HeNpeJBUJEHHBIX 0OCTOATE/bCTBAxX, HallpUMeD,
nocajika caMoJieTa Ha BOAY;

g) TO, 4YTO OpraHu3anus Jo/PKHA NMPUHUMATb Mepbl JJis NpeAoTBpalleHHs OLIHNO0K YesOBEKa,
HampuMep, OrpaHUYMBasl KOJIMYECTBO 4YacOB IepepaboOTKH, co3JaBas Ha pabOuYUX MecTax
COOTBETCTBYIOLIYI0 pabouyl cpefy, obecreyvBas HaJJieXallyl MOATOTOBKY M Haluyue
WHCTPYKIU UMW, aBTOMATU3UPYs IPOLECCHI, TPeOYS AyOJUPOBAHUS B 3JIEKTPOHHOU popMe BarKHOHU
MHbOpMalLMY, MPeJoCTaB/sisl COOTBETCTBYIOIMNA HMHCTPYMEHTAPUM W OCHACTKY, MCKJIOYas
oTBJeKawiue Jwjedl ¢akTopbl (HampuMmep, MepcoOHaNbHble 3JIEKTPOHHbIE YCTPOMCTBA),
OCYILECTBJISISI CMEHY AesATeJbHOCTH, Tpebysl OKOHYATeJbHOro opopMieHUs HHPOopMaLUKY niepes
npeJcTaBJeHUEM;

h) BHeipeHHe cpeJCTB ynpaB/ieHUs BbIIYCKOM, IOCTaBKOU U JeMCTBHUSAMM IIOC/Ie NI0CTaBKU; OHHU
MOTYT pa3/iMyaThCs B 3aBUCUMOCTH OT OPTaHU3aLUK, HO, KaK MIPaBUJIO, BKJIKOYAIOT B Ce651 TaKUe
JleCTBUS, KaK BbIXOIHOM KOHTPOJIb, TEXHUYECKOE U TapaHTUHHOE 00C/IyKMBaHUeE.

[IPUMEP 2 CBapouHoe 060pyAoOBaHHE 00€CMEUYUT KAaueCTBEHHYIO CBAapKy TOJIbKO TOrJa, Korja OyayT
MO leP>KUBAThCA HaJ/IeXall ke YCJI0BUA XpaHeHUs 3JIEKTPOOB.

8.5.2 HaeHTHUKALMS U IPOCIEKNBAEMOCTD

lleip pgaHHOro mnojpasjesa B TOM, 4YTOObl TrapaHTUPOBAaThb, YTO OpraHU3alus MpPUMeHseT
UJeHTHPUKaALUI0 U TNPOCTAEKUBAEMOCTb, YTOObl MMETh BO3MOXKHOCTb ONpe/ie/siThb IMPOLECCH,
NPOAYKTHI U YCIAYTH, KOTOPbIe MOTJIM 6bl ObITh 3aTPOHYThI HOTEHIIMAJIbHBIMU HECOOTBETCTBUSMU B
X0/le IPOU3BOJCTBA M OKaszaHUsA ycuayr. OpraHusanuu cjieayeT NPUMEHATb pa3/IMuHble METO/bI
uJeHTHPUKaLUU B 3aBUCHUMOCTH OT XapaKTepa NPOAYKTOB WM ycayr. [Ipu Bbibope cpeicTB
UJleHTUPUKALMY OpraHU3alyU CllelyeT yYUThIBATh CJeAYIollee:

a) noyeMy TpebyeTcd HJAeHTUPULUPOBATH NMPOU3BOAUMBIN pe3ysbTaT, B YaCTHOCTH, B CHJIY
3aKOHO/IaTe/JIbHbIX © HOPMAaTUBHBIX TPeOOBaHUM (HanpyuMep, B a9POKOCMUYECKOU UJIH NTUILLEBOU
IPOMBILIJIEHHOCTH);

b) Ha KaKo! CTaZUU UM CTAJIUSX MPOLecca OCYLeCTBIsIeTC UAeHTUPUKALIMS U KaKUM 06pa3oM
OHa JieJIaeTcs.

HpI/I‘-II/IHbI AJIF BBEJEHUA I/I,I_'LeHTI/I(l)I/IKaL[I/II/I U IPpOCJIEXKUBAEMOCTH PA3JIMYHBI.

[IPUMEP 1 B uiBeliHOM MpPOU3BOACTBE MaTepuUalbl U3 OJHOW U TOW Ke MapTUM KpacUTessd OObIYHO
MCIO0JIb3YIOTCS 3a OAMH pas, YTOObI U36exaTb NPo6JieM C HeCOBNA/leHUEM 11BeTa; B KypbepCKOH CIy»K6e eCThb
Heob6X0JUMOCTb COXPAaHSATb MapILPYT ABWKEHHUS IPY30B, 3a0MpaeMbIX U JJOCTABJISIEMbIX, YTOOBI 00ECIEYUTD
BbINIOJTHEHHE 00513aTe/IbCTB 10 [J0CTAaBKe M CPOKaM; B IPOU3BO/ICTBE MOXKET ObITh HEOOX0JUMOCTb rapaHTUH
TOTO, YTO BCE ChIPbe He COJIeP>KUT CBUHLA UJIM YTO MOXKET ObITh IPOC/IeXKEHO POUCX0XAeHNEe KOMIIOHEHTOB.

B HeKOTOpbIX OTpacasXx HJeHTUPUKALMUSA W MPOCAEKUBAEMOCTb SIBJSIOTCSI TpPeOOBAHUSAMU,
YCTaHOBJIEHHBIMU JIM60 3aKOHOATEJbHO, IMOO B KOHTPAKTE.

[TIPUMEP 2 B npou3Bo/ACTBe eMKOCTeN BbICOKOTO JlaBJIEHUS], KaK MPABUJIO, /ISl UAEeHTUPUKAIUU JAHHOTO
MaTepHaJsia OH J0/HKeH ObITb 3apUKCUPOBAH U MPOCJIEXKUBATHCS HA BCEM NMPOTSKEHUH TPOU3BO/ICTBEHHOTO
IUKJIA, TaK, YTOOBI KOHEYHBIN MPOAYKT MOT OBITH MPOCJIEXKEH /10 UCXOJHOT0 MaTepHUasa.

CpenctBa ujeHTUGUKALUM OyAyT pa3jidyaTbCd B 3aBUCUMOCTU OT XapaKTepa NMPOU3BOJUMOIO
pe3yJ/ibTaTa, HalpuMep:
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— KO/, Ha3BaHHe€ HNJIN HUX KOM6I/IHaHI/IH MOTYT HCIIOJIb30BATbCA AJIA I/IﬂeHTI/I(l)I/IKaLU/II/I AOoroBopa
HJIX 3daKa3d Had 3aKYIIKY,

— HOMeDp JAeTaJk NWJIKM HeCTUPpAKIadCAd MapKHUPOBKd, METKa Ha (l)I/IBI/I‘-IeCKOI‘/)I AeTaJIu IPOAYKI WU,

— BHU/JMMBbIH, 0CsI3aeMbl{ 3HAK, YKa3blBAlOIMK Ha BBINOJHEHHE [EMCTBUH, TAKUX KaK yOOpKa
HOMeEpa B OTeJIE;

— cucTteMa uMeH $ailJioB JJ1g 371eKTPOHHOW JJOKYMEHTUPOBAaHHON UHPOPMALUH.

Tam, rae ecTb TpebGoBaHHe obecredeHHUs MNPOCAEKUBAEMOCTH NPOU3BOAMMBIX DPe3yJbTaTOB,
OpraHusalUu cjlefyeT TrapaHTUpPOBaTh, 4YTOObI COOTBETCTBYKOLIAsA JOKYMEHTHPOBAaHHas
uHpopManusa 06 uAeHTUGULMPYyEMOM pe3yJibTaTe COXpaHsAJach U Oblla JOCTYNHA. JTO MOXET
ObITh HEOOXOAMMO, HAallpUMep, B cjly4ae OT3bIBa NPOAYKLHMH; KOTJa BbISIBJEHO, YTO COCTOSIHUE
M3MepUTEeJIbHOI0 000py/l0BaHUSI He COOTBETCTBYyeT KajubpoBke (cMm. ISO 9001:2015, 7.1.5.2); B
npoluecce M3y4eHUs HECOOTBETCTBUHM IHpolecca, NPOAYKTa WJIM YCIAYTH WIX B CUILY
3aKOHO/laTe/JIbHbIX U HOPMaTHUBHBIX TpeOOBaHUM (HallpUMep, KOTOpble PeryJupyrT obpalieHue
npenapaToB CTPOro yyeTa B 60JIbHULLE).

CtrangapT ISO 10007 comep>KUT N0ApOOHbIE pEKOMEHJAIUH 10 MEHEPKMEHTY KOHQUTYpaLU .

8.5.3 CoO6CTBEHHOCTb, NPUHAAJIeXKallasA NOTPeOUTEeISIM UM BHELTHAM NMOCTaBIIUKaM

[leib JmaHHOrO paszesna B TOM, 4YTOObl TapaHTHPOBAaTh, YTO COOGCTBEHHOCThb, KOTOpas He
NPUHAJIEXKUT OpraHu3aluy, HO HAXOAUTCS M0/J] ee yIpaBJeHHEeM, 3allUIIeHa.

Co6CTBEHHOCTb NOTPEOUTES — 3TO UMYLIECTBO, EMY NPUHAJJIeXallee, KOTOpOe BXOJAUT YacCThlO B
MPOU3BOJAMMYIO MPOJAYKLMIO WJIM MCIOJIb3yeTCs [JiJIs ee MPOM3BOJACTBA WJM OKa3aHHUS YCJIYTH.
Co6GCTBEHHOCTb BHEIIHEro MNOCTAaBIMKA - 3TO MMYIECTBO, eMy MpHHajJjexallee, KOTopoe
MIOCTaBJISIETC OpPraHW3alUH [Ji NPUMEHEHHWsT MO Ha3HavyeHUI0 (HampuMep, 0060pY/0BaHHUE,
KOTOpOE MCIO0JIb3YeTCs /sl yIAKOBKH, UJIM TepCOHAJIbHBIE IaHHbIE).

Co6GCTBEHHOCTh MOXeT ObIThb MaTepUaJIbHOM W HeMaTepua/JbHOW (HAmpuUMep, ChIPbE,
WHCTPYMEHTAapul, aboHEHTCKoe O00OpyZ0BaHUE, WHTeEJJIEKTyaJlbHass COOCTBEHHOCTb U
NepCOHa/IbHbIE JAHHBIE).

[TIPUMEP 1 [IpuMepsl, Korga N10TPeOUTENb MOXKET IPEAOCTABJSATh MaTepHasbl, 060pyl0BaHUE, 3HAHUS WU
JlaHHbIe JJI51 UCII0JIb30BaHUS B IPOM3BO/ACTBE MPOAYKTOB UJIM OKa3aHUM yCIyT, BKJIKYAIOT B Ce05:

— HWHCTPyMeHTapuH, npeJHa3sHaYeHHbIN /151 U3MEPUTE/bHBIX Liesel;

— JIBUraTeJib aBTOMOOWJIsI, OCTABJIEHHBIH /1J1s1 06CAY>KMBaHUS UM PEMOHTa;
— KOMIIOHEHTHI /Il 3aMeHbI Ha Ie4aTHOH NJIaTe;

— chenuasibHas YIIaKOBKA [JIJIsi KOHEUHOU MPOAYKLIHY;

— o6opy/ij0BaHME /[IOMAlllHEr0 NpUMeHeHHs (HampuMep, CTUpaJbHasg MallKHA), OCTaBJEHHOe JJIs
PEMOHTA;

— d)HHaHCOBbIe U NepCoOHa/IbHbIE€ JAaHHbIE, NepeJaHHbIE€ SMHUTEHTY erﬂHTHOﬁ KapThbl WKW B IIpoLecce
IOKYIIOK Yepe3 UHTEPHET.

JlelicTBUS, KOTOPbIE OpraHU3alMsl 1O/DKHA MPEAIPUHATD JJIS €€ 3alllUThl, OyAYT 3aBUCETh OT THIA
COOCTBEHHOCTH.

Bsiasiesien; CO6CTBEHHOCTHU 0/KEH ObITh YETKO ONpe/ie/ieH U U3BECTEH B OpraHU3aluy, HACKOJIbKO
3TO NPUMEHUMO. ITO MOXKET ObITh IOCTUTHYTO UJeHTUPUKALUEN HA POAYKLUU WU XpaHEHUEM
COOCTBEHHOCTH TMOTpPeOUTesNiI B OTAEJbHOM MeCTe, WM Ke OrpaHUYeHHeM [JOCTyma K
MHTEJIJIEKTyaJIbHOM COOCTBEHHOCTH.

[IPUMEP 2 Ilpumepnl Mep, KOTOpble Bbl MOXeTe MNPEeANPUHATh [AJ 3allUThl HUHTeEJJIEKTyaJlbHOU
COOGCTBEHHOCTH BalllUX NOTpebHTe el UM TepCOHATbHBIX JaHHBIX:
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— CcHenuaJbHOE MeCTO pa3MelleHUs WU 0CoOblM Qaila i XpaHeHHs WHTEe/JIEKTYaJbHbIX JAaHHBIX
notpebuTessi, B TOM 4YHCJe 4YepTeXed U3Jesnus, MNaTeHTHOHM uHbopManud, rpadUKoB
MPOU3BOAUTENBHOCTH U MPOJAK;

— 3amuTa GpaisioB NapoJISIMY;

— mpoueaypbl, Tpebywouive crnelqdpUKalUM NOTPeOUTENsA, U JaHHble, KOTOpble OyAYyT yAaJeHbl IO
3aBeplLIeHUH IPOEKTa;

— OrpaHH4Y€HHE€ JOCTyIIa K I/IH(l)OpMa]_[I/II/I TOJIbKO YKa3aHHBIMH Y NIOATOTOBJIEHHBIMH JIMLIAMH.

[IpoBepka COGCTBEHHOCTH, KOTJA OpraHU3alUsi NPUHUMAET ee yIpaBjeHHe Ha cebs, BaxKHa
(HampuMep, nosioXKeHUe WM GU3NYecKoe COCTOSIHUE, TOYHOCTb MepCOHANbHBIX JaHHBIX). Takyio
NPOBEPKY C/leAyeT MPOBOJAUTb PEryJsipHO Ha OCHOBE TPeGOBAaHUU MOTpPe6GUTEJs WIM BHEIIHUX
MOCTaBIUKOB.

HasHauyeHue TpebGyeMoil B 3TOM pasjesie JOKyMeHTUpYyeMOr HUHPOPMALIMU COCTOUT B 06ecrieYeHUuU
BO3MOXXHOCTH HCIIOJIb30BAaHUSI COOTBETCTBYyHOUIed MHPOpPMalLUMM, 4YTOObI rapaHTUPOBAThb, YTO
NOTPeOUTEe/Nb WU BHEUIHUH MOCTAaBI[MK B TOYHOCTU NPOMHPOPMUPOBAH B Cjydae, eCId
COGCTBEHHOCTb yTepsiHa, NOBpPEXJEeHa WJM, B HHBIX CAydyasX, NpU3HaHA HENpPUrOJHOW [Js
IpUMeEHEHHS.

8.5.4 CoxpaHHOCTB

ue]lb 3TOro pasaeJia B TOM, YTOObI rapaHTHPOBATD, YTO NPOMEKYTOYHbIE PE3YJIbTAThI IIPOLECCOB,
MNPOAYKTBI U YCJIYTU COXPAHAKT CBOE€ COOTBETCTBHE HA BCEX CTaAHAX IMPOMW3BOACTBA M OKa3aHUA

YCJIYT.
OpraHusanuu cjieayeT onpeJieIUTh Te IPOU3BOAUMbIe Pe3yabTaThl, KOTOPble MOT'YT UCIOPTUTHCS

WJIN YXYAIIUTb CBOU XadPAKTEPHUCTUKH H, T€M CAMbIM, IOBJHUATb HAa COOTBETCTBHUE NIPOAYKTA HUJIHN
YCJIyTH, a TaKXKe peaJin30BaTb COOTBETCTBYIOLIHXE MEPHbI 110 obecrie4yeHUI0 COXPAaHHOCTH.

Hanpumep:
a) B cdhepe ycayr HEO6X0JUMOCTb COXPAaHHOCTU MOXKET I0/ipa3yMeBaTh:

— XpaHeHue IPOAYKTOB B peCTOpaHe IIpH COOTBeTCTBYI-OI_U,eﬁ TeMIeparype A0 HX
IIPUTOTOBJICHU A,

— T'apaHTHIO IT-koMnaHueu COXpaHEHHA LEeJJOCTHOCTH [JaHHBbIX peryJJsaApHbIM pe3€pBHbLIM
KOIMKMPOBAHHEM U BaH_[PITOP'I OT BUPYCOB,

— obecreyeHre COXPAaHHOCTH B TeYEHHE CPOKA F'OJHOCTH U YCJIOBUH XpaHeHHUs BaKIMH;
— obecreyeHue TOro, YTO pe3y/bTaThl aKaJleMHUUeCKHX IK3aMeHOB He OY/lyT pasrJallleHbl;
— «4HUCTbIe» ONEpPALMOHHbIE B 6OJIbHUIAX;

b) B Mpou3BOACTBEHHOM CEKTOpe Ha CKJIajie TOTOBOM NPOJAYKIHUH MeTOAbl obecredyeHUsI
COXPAaHHOCTH MOTYT TrapaHTUPOBAThb I€JIOCTHOCTb, HAeHTU(UKAIMI0 WM 6e30NacHOCTb
NPOJAYKIUH Ha ONpeJesieHHbIX CTa[USAX WJM NpolleccaX, TAKUX KaK XpaHeHHe, MOrpy304YHO-
pasrpys3oyHble paboTbl M TPAHCHOPTUPOBKA 3a CYET KOHTPOJII TAaKHWX [apaMeTpoOB, Kak
TeMIepaTypa, CPOK F'OJHOCTH, CTATUUYECKOE 3JIEKTPUYECTBO, NbL/Ib, YIIaKOBKA.

B 3aBHCHMOCTH OT XapaKTepa [AesITeJIbHOCTH MOXET ObITh HEOOXOJUMO OINpeAe/,UTh METO/Ibl
o6ecreyeHusI COXPaHHOCTH J1Jisl BCEX COCTABHbIX YACTEH U KOMIIOHEHTOB, U3 KOTOPbIX I0JI?)KHA ObITH
cobpaHa KOHeYHasi MpOAYKIUS (Hampumep, JJs TNPOU3BOJACTBA WU COOPKH) WJIU IS
060py/10BaHUs, WM HHGOOpPMALMH, KPUTUYECKOU [/ OKasaHUs ycayrd (HampuMep, JaHHbIE
HEOOXOJUMbIe [IJIsl TEXHUYECKOW TMOJJEPXKKH I0C/Ae IOCTaBKU MOTPEOUTENI0 JOMaIIHEro
KOMIIbIOTEPA).

CyliecTByeT HECKOJIbKO ob6JsiacTeld, rae NpobJeMbl 00pabOTKM MOTYyT BJIUATHL Ha KavecTBO
NPOAYKTOB U yCJIYT.
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[TIPUMEP 1 Hanpumep, B c/ieAy0IMMUX 06J1aCTIX:

— GOJIBIIMHCTBO CIIJIABOB Ha OCHOBE Meaun (caMa Me/[b, JIATYHb U 6p0H33) MMoJgBEPXKEHbI KOPPO3HUHU B MeCTaX
IMMPUKOCHOBEHHA IMaJibllaMHy;

— HaJIMBHble TaHKepbl TPeOYIOT OUUCTKHU WJIM 06e33apaKMBaHUsA [0 3all0JIHEHUs UX JPYTrod }KUJKOCThIO;

— MeJHNIMHCKHE l'[pO6bI AOJIXKHBI O6pa6aTbIBaTbCH criegqraJIbHbIMH HHCTPYMEHTAMHU AJiA
npegoTBpalleHHud 3aparKeHH .

Tpe6oBaHuMA K XpaHEHUIO Pa3JIMYHbI B Pa3HbIX OTPAC/IAX.

[TPUMEP 2 IIpyMepnbl yCJI0BUU XpaHEHH s BKJIIOYAIOT XpaHEHHE IPOAYKTOB B X0J10/le; MATHUTHBIX HOCUTE el
(Hampumep, BUAEO- U ayIUOJIEHT, KOMIIbIOTEPHBIX JUCKOB) B HEMarHUTHOH cpejie.

8.5.5 /leATe/IbHOCTH MOCJIE NOCTABKHU

lleib 3TOoro pasjesna - rapaHTHpPOBATb, YTO OpraHU3alus BBINOJHSAET COOTBETCTBYIOLIME
Tpeb6oBaHUs NOCJE TOTO0, KaK MPOAYKT MOCTaBJIEH WJIM YCJIyra 0OKa3aHa, OT/aBas cebe 0TYeT, UTO Ha
MIOCTaBKe He 3aKaHUYMBAETCsl OTBETCTBEHHOCTb OopraHu3auuu. [Ipu onpejesieHUU AesSTENbHOCTU
M0CJie MOCTaBKU OpTraHU3allMU C/eyeT IPUHATh BO BHUMaHUE He TOJIbKO U3BECTHbIE TPEOOBaHMUSA
(HampuMep, 3aKOHOZATe/bHbIe UJIU TPeOOBaHUS NOTPEOUTEJIsSI), HO TaKXKe U BO3MOXXHOCTb TOTO,
YTO TMPOJAYKT WJM YCIyra He COOTBETCTBYIOT OXHJAeMOMy M MOTYT MOTpe6oBaThCs
JIOTIOJTHUTE/IbHbIE PAbOThI. PUCK HEY/1OBJIETBOPEHHOCTU NMOTPEOUTENS UIX TOTEPU BO3MOXKHOCTH
JIJIs1 yJIydllleHUsl BO3pacCTaeT, eCIM OpraHu3alus yIycKaeT U3 BU/ly BO3MOXKHbIE U YCTAaHOBJIEHHbIE
JleCTBUS MOCJIe TOCTaBKHU.

[IpuMepbl AleiCTBUM MTOC/Ie TOCTABKHY BKJIIOYAIOT B CEOS:
a) npuBJieYeHUEe OTpebUTeel AJ1s1 OLeHKH UX Y/I0BJIE€TBOPEHHOCTH NMPOAYKTAMHU U YCAYyTraMu;
b) ycTaHOBKa 060pyJOBaHUsI HA MeCTe U YTUJIU3allUsl CTAPOTro 060PYyA0BAHUS;

C) MepONpHUsITHS, 3aKpeIJIEeHHbIE B JIOTOBOPE, TaKHE KaK ob6ecrieyeHre rapaHTHH UM TeXHUYecKast
O/ JIePIKKa;

d) gocTymn noTpebuTesisi B peXxuMe OHJIAlH K UHQOpMalluY, CBA3aHHOM C MOCTAaBKOW MPOAYKTA UJIU
yCJIyTH, HallpUMep, CTaTyC pelcoB; 4acTo 3aZaBaeMble Bonpockl (FAQs);

e) noATBepXK/JeHre MOJJIUHHOCTHU POAYKIUY;
f) TexHu4eckas nojJep:kKa Mo TesnedoHy CaAyKO601 pO3HUYHOI0 PO/aBLia KOMIIbIOTEPOB.

8.5.6 YnpaB/jieHUe U3MEHEHUSIMU

llesib maHHOTO MOJpaszesa B TOM, YTOObI rapaHTHUPOBATh, YTO OpraHU3alMs aHAJU3UPYET U
yOpaBJsieT U3MEeHEHUSIMU, KOTOPble MPOUCXOAAT B X0Jle NMPOU3BO/CTBA MPOAYKTOB U OKa3aHHUS
YCAYT B COOTBETCTBUH C TIOJIOXKEHUSIMH, ONpeJieJIeHHbIMA TMpPU IJIAHUPOBAHUU CHUCTEMbI
MeHeAxkMeHTa kKayecTBa (cM. [SO 9001:2015, 6.3). OnpeesieHHbIe AeCTBUSA /11 00pabOTKU TaKUX
M3MEHEHUM MO0JHKHbI ObITh HampaBJieHbl HA FAPAaHTUIO TOTO, YTO MPOMEXYTOUYHbIE Pe3y/bTaThl
MpOIeCCOB, MPOAYKTbl U YyCAYrd OYAYT NO-NPEXHEMY COOTBETCTBOBATb JEHCTBYIOUIUM
TpeOGOBaHUSIM.

ITOT pasjies1 MOCBAILEH WU3MEHEHHUSM, KOTOpPble CAy4YarTCsd B XOJe NMPOU3BOJCTBA MNPOAYKTA U
OKa3aHHUA YCJAYT U BJUSAIOT Ha COOTBETCTBUE TpeboBaHUAM. OpraHrusaluu cielyeT rapaHTUPOBaTh,
YTO 1[eJIOCTHOCTb MPOU3BO/ICTBA MPOJYKTA U OKa3aHUs YCIYT COXPaHSETCs 3a CYET KOHTPOJISI 3TUX
V3MEHEHUU U aHa/iu3a NPeANPUHATBIX JEHWCTBUM, a TaKXKe TOro, Kak 3TO BJIMSIET Ha CpeJCcTBa
ynpaBJieHus, peasnsyemble B cooTBeTcTBUM € [SO 9001:2015, 8.5.1.

[IpepnaraemMmble U3MeHeHUA AOJDKHBI OBITb IPOBEPEHBbl HAa BCeX 3TalaxXx MPOU3BOJACTBA [0 HX
BHe/IpeHUsl.

HpI/I‘II/IHa M3MeHEeHUH MOXKET ObIThb pastquf/i; HallpuMmep, H606XO,£[I/IMOCTI:> B UBMEHEHHUAX MOXeT

OBITh UHUIMMPOBAHA BHELIHUM MOCTABIIMKOM (KaK BapUaHT, 3a/lep>KKa MOCTAaBKH UJIH MPO6JIeMbl
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C KaYeCTBOM ), BHYTPEHHUMHU Npob6ieMaMu (Hanpumep, C60M KPUTUYECKH BaXKHOTO 060py0BaHUH,
NOBTOPSIOIIMECS HECOOTBETCTBUS NPOAYKLMUHW) UM BHEWIHUMU paKTopaMu (Hanmpumep, HOBbIE
WJIM U3MEHEHHble TpebOBaHUSA NOTPeOUTENsT WJIM 3aKOHOJATeJbHble W HOPMaTUBHbIE
TpebOBaHUSA).

B onpegzesieHHBIX c/ly4asax pe3y/bTaTbl BHEAPEHUA U3MEHEHUW MOIYT CTAHOBUTBHCH UCXOJHBIMU
JI@aHHBIMU JIJ11 IPOEKTUPOBAHUS U pa3pabOTKU.

OpraHu3auuy cjaefyeT ONpeAe/UTb [JOKYMEHTHPOBAaHHY HHPOpMalLMI0, KOTOpas [0JhKHA
COXpaHAThCS, U GOpMaT, B KOTOPOM ee CIeyeT COXPaHSIThb; HAIPpUMep:

a) MpPOTOKOJIbl aHAJIU3a paboT;

b) pe3ynbTaThl MOATBEPXKAEHUS COOTBETCTBUSA (BepUdUKALMHU) U MOATBEPKAEHUS PUTOLHOCTU
(Batmpanuu);

C) onucaHue U3MEHEHUH;

d) peKBU3HWTHI JIUL, CAHKLIMOHMPOBABIIUX BHEeJ[peHHe U3MeHeHUH (BKJ/OYas noTpebuTesen, ecau
NPUMEHHMO).

8.6 BeinyCcK nNpoAyKTOB M yCJIYyT

lleib 3TOro pasjena - TrapaHTUPOBATh, YTO MPOAYKTbl U YCAYTH COOTBETCTBYIOT BCEM
JIeMCTBYIOIIMM TPeOOBaHHUSAM JI0 TOTO, KAK OHU NTOCTaBJieHbl moTpebuTesto (cM. [SO 9001:2015, 8.1).

OpraHusauuu cjefyeT MOJYy4YUTb OJOOpeHHEe COOTBETCTBYIOLIErO YIOJHOMOYEHHOIrO, ecd
3alJIaHUPOBAHHbIE MEPOINPUSATHUS He ObLIM BBIMOJHEHbBI; B HEKOTOPBIX CAy4YassiX UM MOXET ObIThb
notpebutesb. OpraHvusanuu ciaefyeT pacCMOTPeTh pa3paboTKy KPUTEPUEB AJIs1 CUTyallui, Korja
HeoOXO0JMMO TMOJIy4aTh O0J00peHHe NoTpebuTeser. B 3TUX cayyassx MOryT NPUMEHSIThCSA
TpebOBaHUSA K HECOOTBETCTBYIOLIUM pe3dyabTaTaM (cM. [SO 9001:2015, 8.7).

Jluno (1Mua), ynoJTHOMO4YeHHOE Ha pa3pelieHrue 0KOHYATeJIbHOTO BhINyCKa MPOAYKTA UJIH YCIYTH,
JIOJDKHO OBITh IOAXOASALIAM 060pa3oM oNpesiesIeHO, HallpUMep, ero J0/XKHOCTHOU HHCTPYKLIMe N UIn
MMEKIIMMUCSA MOJHOMOYMUSAMHY, U NOPSAJOK Ha3HAUYEHUs JIOJDKEH OBITh MPOCJEKHMBAEMbBIM. JTO
MOeT ObITb JOCTUIHYTO 3a CYET COXpaHEeHUs [JJOKYMEHTUPOBAaHHOW HHPOpMaIlMM, KOTOpas,
Hampumep:

a) numeeT IMMoAIKNCh ITOJIHOMOYHOTIO JIMLA;

b) comepKUT AeTanr3anyo0 061X TOJTHOMOYHMH /1/11 aBTOMAaTU3MPOBAHHOI'O BhINYyCKa NPOAYKIUU
NpY BBINOJIHEHUH OIpeJeJIeHHbIX KpHUTepHeB (HampuMep, aBTOMaTU4YecKas aBTOpHU3aLHsd
3JIEKTPOHHOTO IIJIaTeXa B C/Iy4ae OHJAWH TOPTOBJIH).

8.7 YnpaB/ieHHe HEeCOOTBEeTCTBYIOILUMHU pe3ybTaTaMU

8.7.1 [llesbl0 JaHHOTO pasjesia fABJAETCA INpeAOoTBpalleHHe Iepefayd WU HCI0JIb30BaHUA
HECOOTBETCTBYIOLUX Pe3yJbTaTOB (Ha BCeX 3Talax MPOMU3BO/ICTBA NPOYKTOB U OKa3aHHUS YCIYT).

[Ipy oOGHapy>keHUM HECOOTBETCTBYWOIIEr0 pe3yJjibTaTa OpPraHU3alUud cleAyeT NpeAlpUHUMAThb
COOTBETCTBYIOLIME JIeMCTBUS, OCHOBAaHHble HAa ero BJMUSHUM HA COOTBETCTBUE NPOAYKTA HWJIHU
ycayru. JledicTBust OyAyT pas3jiMdaTbCcsl B 3aBUCMMOCTU OT XapaKTepa HeCOOTBETCTBYIOILETO
pe3y/abTaTa, 3TO MOXET ObITb OINOBelleHHe MOoTpebUuTess, €ClId BbIABJEHA HpobjeMa C
6e30MacHOCTbI0 MM QYHKIIMOHAJBHOCTBIO, @ MOXKET He3HauuTeJibHasl Npo6JieMa, BbIsIBJIEHHAs B
X0/le MPOX3BO/ICTBA, KOTOPasi MOKET ObITh UCIIPaBJI€HA I0 TOCTABKU

ECTb HeCKOJIbKO CITOCOOO0B YNPaBJ/IATh HECOOTBETCTBYIOILIMMU pe3ybTaTaMU. B COOTBETCTBHH C ILII.
«a» - «d» paspena 8.7.1 ISO 9001:2015 opraHu3anysi MOXKET NPUMEHSATb MOAXO[,, KOTOPbIH
3aJleMCTBYeT OZIMH U3 CJIeyI0LIUX MeTO0B:
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a) HCIIpaBJIEHHWE HECOOTBETCTBUA PEMOHTOM HWJIHU nepe,uemcoﬁ, nJjiv, B Cjydae peCcTOpadHa,
HallpuMmep, olpeaejeHneM, 4TO He TaK C INPUTrOTOBJIEHHbBIM 6JT}O,£LOM, N HCIIpaBJIE€HHNEM
HECOOTBETCTBHUA Nepe] HOCTaBKOf/’I,’

b) paszpeneHue, 0Kanu3auus, BO3BpAT HWJIM IPUOCTAHOBKA IIOCTAaBKA INPOAYKTOB U YCJYT;
OpraHMU3alUM JOJKHbI FApaHTUPOBATh, YTO NMPOAYKTHI U YCJAYTH YeTKO UAeHTUPUIIMPOBAHbI C
LeJIbI0 NpeJJOTBPAaTUTh HeNpeJHAaMepeHHYK II0CTaBKy HeCOOTBETCTBYKINHUX pe3yJbTaTOB
IOTPEeOUTE/II0; 3TO MOXEeT OBbIThb JOCTUTHYTO 3a CYeT psfa MeTOZO0B MapKUPOBAHUA WJIHU
paszesbHOTO pa3MellleHUs;

c) uHpopMUpOBaHHE MOTPEOUTEJSI C YYETOM CEPbe3HOCTH HECOOTBETCTBUSI pPe3yJbTaTOB WJIH
Tpe6OBaHUN MOTpPeOUTENSI; BO3MOXHO, 4YTO HOTPeOUTE/Nb MpeANpUMET Mephl, ecau
HECOOTBETCTBYIOLIMA pe3y/JbTaT yKe IOCTaBJEH, WIM YKaKeT, KaKhue Mepbl TPeOYHTCS;
nprYMepaMy BO3MOXKHbIX MepP, KOTOPbIe MOXKET NPeANPUHATb NOTPEOUTEb, IBJISIOTC:

— o0T3bIB (Hanpumep, H3-3a Npo6JeM C 6e30MacHOCTbIO, TAaKMX KaK HeBEepHbIH COCTaB
JieKapCcTBa);

— 3a/iepKKa HWJIM OTMeHa IOCTaBKU 3aTPOHYThIX HECOOTBETCTBUEM MPOJAYKTOB M YCIYT
(HampuMep, KU3-32 HEBEPHOW MAPKUPOBKU MUIIEBON MPOJAYKIIMUA B YACTH CPOKa TOJAHOCTHU
WJIU LIeHbl B KaTaJI0Te UM HEBO3MOXKHOCTH 0Ka3aThb YCJAYTY, KaK 3asBJIEHO);

— mnepepaboTKa;
— yCTpaHEeHHE WUJIK CHH)KEHHE HECOOTBETCTBHS /10 COTJIACOBAHHOI'O MMPUEMJIEMOT'0 YPOBHS;
— yCTpaHeHHe HECOOTBETCTBUS M3 MPOILiecca MOJTHOCTHIO.

d) uHora MoxkeT TpebGOBaTbCs MOJIyYeHUMEe CAaHKLHUM Ha OTKJOHeHHe (Takoe pa3spelleHHe Ha
OTKJIOHEHHE MOXeT ObITh /IaHO B OpraHMU3alM{ MOJTHOMOYHBIM JIUIIOM, HallpUMep, UHXKeHepOM
WM PYKOBOJAUTEJEM CpeJlHErO0 3BeHa, WJM MNOTpebuUTeseM); ecad M0J00Hble CpesCcTBa
HEBO3MOXHbI, B 3aBUCUMOCTU OT XapaKTepa HECOOTBETCTBHUS, MOXET ObITb JOCTUTHYTO
corJialleHue ¢ noTpebuTesieM, IO3BOJISIOIIEE HCII0/Ib30BAaTh HECOOTBETCTBYIOIMHI NPOAYKT UJIN
ycayry (B TaKOM CUTYaLMHU JOJKHbBI ObITh JJAHbI TOJTHOMOYHS COOTBETCTBYIOLEMY JIULY (JULAaM),
WJIH, T/le 3TO BAXKHO, MOTPEOHUTEIIO).

Ecan HeCOOTBeTCTBYI-OI_U,I/Iﬁ pe3yJibTaT UCIIPAaBJIEH ITOCJI€ €r'0 BbIABJI€HHUA, OH JOJIX)KEH OBbITh 3aHOBO
IIpOBEpEH. JTO MO>XHO BbINOJHUTh HCIBITAHUSIMU HCIIPpAaBJIEHHOTO MNPOAYKTA HJIHN HpOBepKOﬁ
BbIITOJIHEHHA ITOCJI€ UCIIPpAaBJIEHHA, BHECEHHOTI'O B PO ECC OKa3aHUA YCIYT.

B ToM ciyyae, ecsiM B Ipolieccax OKa3aHUs YCJyr HeNOCPeJCTBEHHO y4acTBYeT MOTPeOUTEb,
HECOOTBETCTBYIOLUN pe3yJbTaT MOXET ObITh BbISIBJIEH TOJIbKO BO BpeMsl OKa3aHUS yCAYTH WU
cpa3y mnocJie ee okaszaHusl. llesib TpeboBaHUS — NPUHATUE COOTBETCTBYIOLIUX MEP — MO-MIPEKHEMY
JIeCTBYyeT, obecrneyuBasicCb, HanpuMep, TMOBTOPHbIM OKa3aHUEM YCJYTH, HCIpaBJIeHUEM
He3alJIaHMPOBAHHOTO pe3yJibTaTa WU KOMIIeHcalel noTpebuTeto. [[puMepoM MOXKET CIYKUTh
aBUAKOMIIaHUS, NpeAOoCTaBJAKLIas MOMOUb, MUTAaHUE U/WJIU pa3MellleHUue B FOCTHHHUIE U3-3a
3alep>KKH perca [0 TeX MOop, NOoKa He MOSIBUTCS BO3MOXXHOCTb BblLI€Ta WJIM MOKa MacCCaXXUp He
nepeperucTpupyeTcs Ha Ipyrou peuc.

Ecnu TpebytoTcsa fanbHelne JeldcTBUA (HanpyuMep, OTBET Ha NpPeTeH3WU WJIM NpeJoTBpalieHue
NOBTOPEHUI), TO CJeAyeT NPUMEHSATb TPeGOBaHUSA K KOPPEKTUPYWOILUM AelcTBUAM (cM. ISO
9001:2015, 10.2).

8.7.2 llenbo [aHHOIO pasjesa CAYXUT TapaHTUA TOro, YTO OpraHU3anysa COXpaHsAeT
JIOKYMEHTHPOBAHHY0 UHPOPMALUIO, OTHOCALIYIOCH K:

a) HeCcOOTBETCTBYIOIIUM pe3yJibTaTaM Ha BCeX 3Talax MPOU3BOJACTBA NPOAYKTOB U OKa3aHUA
yCJIyT;

b) npeanpuUHATHIM AEUCTBUAM /11 KCIPABJIEHUSI HECOOTBETCTBUM;
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C) TeM JMLaM, KOTOpble HECYT OTBETCTBEHHOCTb 3a pa3pelleHHe BbINyCKa HECOOTBETCTBYIOLIUX
IPOAYKTOB UJIH YCJIYT.

CoxpaHsieMasl JOKyMeHTUpOBaHHasA HHOpMaL s MOXKET IOMOYb rapaHTUPOBATh, YTO: NMPOLECChI
YJIy4IIAIOTCA U ONTUMU3UPYIOTCS; paboyre UHCTPYKLUU UCNIPABJISIOTCS, IPOLECChl U NpoLeypbl
JleTaJIU3UPYIOTCA JJ1s JaJIbHEN1ero NpuMeHeH s; UHPopMaLus JOBOAUTCS 10 COOTBETCTBYIOLIUX
JIUL, KaK BHYTPM OpraHu3aluy, Tak U 3a ee mnpefenamu (cm. ISO 9001:2015, 8.2.1). 3dTa
JIOKyMeHTHpOBaHHasA UHOpMaLUsl MOXeT TaKKe ObITh HCII0JIb30BaHA KaK OCHOBA JJIf aHaJM3a
TEH/IeHLIUM B HECOOTBETCTBHUSIX.

OpraHusauuu ciefyeT TrapaHTUPOBaTb, YTO COXpaHsAeMas JAOKyMEeHTHUpOBaHHas HMHQOpMalus
JleTaJIbHO OIMCbIBAeT HEeCOOTBETCTBUE, [JeHCTBUSA, MNpeANpUHATbIE [JA ero UCIpaBJeHus,
yMeHBbLIEeHHUS ero Wiv npeaynpexaeHus o0 HeM, JII0Oble 0JIyYeHHble pa3pelleHus Ha IpUMeHeHne
(HanmpuMep, corJialieHHe C OoTpebrTeseM O TOM, YTO NPOAYKT HJIM yCJIyra MOI'YT MCI0Jb30BaAThCA
HEeCMOTPSI Ha HECOOTBETCTBUE) U KTO CAHKLMOHHUPOBAJ IPeANPUHATHIE JeUCTBUS.

[IpuMepbl JOKYMEHTHPOBAaHHON UHPOPMALIUHU:
— 0a3a AaHHbIX ¢ UHOpMal el 0 HECOOTBETCTBYIOLIUX Pe3y/IbTaTax;
— 3amnoJiHeHHbIe GOPMBbI, IpUJIaraeMble K MPOAYKIUH;

— MPOU3BO/JCTBEHHAs CUCTEMA, KOTOPas CoXpaHsieT HHGOPMALHI0 0 IPOU3BO/ICTBE NPOAYKTOB U
YCJIyT;
— MOOUJIbHOE IIPUJIOKEHHE.

9 OueHKa pe3yJIbTaTOB AeATe/JbHOCTH

9.1 MOHUTOPMHT, U3MEpPEeHNe, aHA/IN3 U OLleHKa

9.1.1 061Me MoJI0KEeHHUs

llesib maHHOTO mMoApasjiesia B TOM, YTOObl TFapaHTUPOBATb, YTO OpPraHU3aIUs OCYIIECTBJSET
MOHUTOPUHT M HW3MEpEeHHs, aHaJMU3 M OLEHKY /[AJil TOro, YTO6bl 06eCleYuTb BO3MOXXHOCTb
onpe/iesieHUs1, ObIJIU JIU JJOCTUTHYThI 3allJIAaHUPOBAHHbIE Pe3yJIbTAThI.

ISO 9001 TpebyeT OT OpraHu3alUu ONpeJleJUTh, B OTHOUIEHHWU 4Yero HeoO6X0AMMO MPOBOJUTH
MOHUTOPHHT ¥ U3MEPEeHHS, a TaKXKe MeTO/ibl, KOTOPbIE 40JKHbI ObITh IPUMEHEHDI /IS aHaJIU3a U
OL|eHKHM MOKa3aTeJier AesTeJbHOCTU U pe3yJIbTATUBHOCTU CUCTEMbI MEHE/>KMEHTa KadecTBa. [Ipu
M3y4YeHUU TOKa3aTeJield JAeATeJbHOCTU U pe3yJIbTATUBHOCTU CUCTEMbl MEHE/)KMEeHTa KadecTBa
TEPMHH «IIOKa3aTeJu JedaTeJbHOCTU» («performance») o3HayaeT H3MepHMble pe3yJbTaThbl
OpraHu3aluy, a «pe3yJIbTaTUBHOCTb» — CTeleHb, C KOTOPOW 3alJIaHUPOBAaHHble MEPONPHUATHUSA
BbINIOJIHEHBI U 3allJIaHUPOBaHHbIE Pe3y/IbTaThl JJOCTUTHYTHI.

[Ipy ompeseseHUH, YTO HYKAAETCS B MOHUTOPUHTE U/WJIM U3MEPEHUSX, OPTaHU3ALUU CIeJyeT
NPHUHATH BO BHUMaHUe JlelcTBUs, TpebyeMble B PYTUX pasjesiaX, TakUe KaK pa3paboTKa CUCTEMbI
MeHe/>KMeHTa KauecTBa U ee nporeccos (cM. [SO 9001:2015, 4.4), uesnu B o61actu Kayectsa (cM. [SO
9001:2015, 6.2.1), omepaTHMBHOe IJIJaHMpOBaHWe U ympaBJjeHue (cM. ISO 9001:2015, 8.1),
yA0BJETBOPEHHOCTH noTpedbuTes (cM. IS0 9001:2015, 9.1.2), ananus u onenka (cm. [ISO 9001:2015,
9.1.3), BHyTpeHHue ayauThl (cM. [SO 9001:2015, 9.2) u ananus MeHegpxMmeHTa (cm. ISO 9001:2015,
9.3). OpraHusayuu 3aTeM cjlefyeT ONpeAeuTb, KaKMM 006pa3oM OyJeT OCyLleCTBJISAThCS
MOHUTOPHHT, U3MEPEHHUS], aHAJIU3 U OILleHKa, a Takxke pecypchl (cM. ISO 9001:2015, 7.1.5), koTopsble
NOTpPebyTCA JJis 3TOTO.

OpraHusauuu cjiefyeT pellinTb, KaKyl0 JOKYMEHTHPOBAHHYI MHPOpMaLUI0 OyJeT Heo6X04uMO
COXPaHATb KaK CBU/IETE/IbCTBO NMPOBEeJEHUS MOHUTOPHHIA, U3MEPEHUH, aHa/lu3a U OLleHKU. JTa
JIOKyMeHTHpOBaHHasA UHOpMaLMs, KaK IpaBuJIo, Ta e, YTO TpebyeTcs B Apyrux pasgenax 1SO
9001, HanpuMep, A/ aHa/IM3a MeHePDKMEeHTa.
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9.1.2 Y0BJIETBOPEHHOCTb NOTPEOUTEIA

JlaHHBIN pa3zes Halle/leH Ha obecrieueHUue 0OpaTHOM CBSI3U C MOTPEOUTESIMHU, YTOOBI OL[EHUBATH
YA0BJETBOPEHHOCTb MOTPeOUTe/ell U omnpeAessTb BO3MOXHOCTH [AJs yaydlieHUs. B HeM
npejJiaraeTcss CUCTEMHBIM MeTOJ| MOJIyYeHUsl MPeJCTaBJEHUs O BOCIPUATHUU NOTPEOUTEAMU
NPOJIYKTOB U YCJAYT OpraHU3al[1H, ObIJIM JIM TOTPEOHOCTH U 0XKH/IaHUS V/0BJIETBOPEHBI.

OpraHu3aunusaM cjeAyeT NPUHATb BO BHUMaHHe pasJIMYHble CIOCOOBI MOJTy4YeHUss WHPOpMaLHH,
3aBUCsAlIME OT THUNA MNOTpebUTesnsd (HampuUMep, ONPOChl, «OpraHU3alnus - OpraHu3anuu»X,
«OpraHusanus - TMoTpebuTesto»Xi, rocygapcTBeHHble YCJAYyrd, OpraHbl TOCYy[apCTBEHHOTO
yIpaBJieHHs, 3JIeKTPOHHas1 TOoprosJis). OpraHusanusa MoXeT onpefeJUuTb MeToz(bl), KOTOpPbIi OHa
X0TeJsla Obl MCIO0JIb30BAaTh B 3aBUCMMOCTHU OT XapaKTepa ee JAeATeJbHOCTH. JTU MeTOJbl MOTYT
BKJIIOYATh, HO HE OTPAaHUYMUBATLCA 3TUM, Cefyloliee:

a) COLMOJIOTUYECKUE HUCCIe0BAHUS;

b) o6MeH nunpopmanuei c norpeduteseM (cm. ISO 9001:2015, 8.2.1);
c) uHpopManus OT NOTPeObUTe s O KaueCTBe NOCTAaBJIEHHbBIX IPOAYKTOB U YCIYT;
d) aHa/u3 A0JIM PBIHKA;

e) 6J1arolapHOCTH;

f) npeteHsuy;

g) 3ampochl Ha rapaHTUHHOE 00CAyKUBaHUE;

h) oTyeTh! AUIEPOB;

i) couuanbHble ceTU (Be6CAWThI U GOPYMBI);

j) 3ampochbl CYETOB;

k) ony6sinkoBaHHas B radeTax WJIM XKypHaJiax UHpopMaLusl.

OpraHusanuu cjaefyeT onpeie/IuTh NOTPeOUTeNel, OT KOTOPBIX OHA XOTes1a Obl MOJAY4YaTh JaHHbIE
06 y/I0BJIETBOPEHHOCTH, U KAKUM 06pa30M UX OTCJeKUBaTh. OpraHu3anuu MOryT BbI6paTh 3apoC
0O6paTHOM CBSI3U OT KaXKAOTO MOTPeOUTEJsisT MO 3aBeplIeHUH ONepaluyd WX HCIOJb30BaHUE
penpe3eHTAaTUBHOW BBIGOPKH, OCHOBAaHHOM Ha IleJIeBOM KOJIMYECTBE IMPOJIaXK, KOJHUYeCTBe
MOBTOPHBIX 3aKA30B WJIM HOBBIX MOTPe6UTENENH. ITO MOXKET OCYUIECTBJASTHCS HENPEPBIBHO UJIH C
onpe/ieJIeHHOW YaCTOTOU, 3aJaHHOM OpraHu3anuen.

OpraHusauus JOJ/DKHa MMETb BO3MOXHOCTb OIpeAeJUThb CTelNeHb YAO0BJIETBOPEHHOCTHU
NOTpeOUTE/Is TOC/Ie aHa/Jiu3a U OLlEHKU pe3y/IbTaTOB U NpPeANPUHATh JeMCTBUS, OCHOBAaHHbIE HA
3Tol nHdopManuu. ITa MHOpMaLMS JOPKHA UCII0JIb30BAaThCA B KAU€CTBE UCXOAHBIX JaHHBIX I
aHajJu3a MeEHe/P)KMEHTAa U OINpeJesieHUs], HYXXHbl JIM KaKHe-TO Mepbl 10 MOBBILIEHUIO
YA,0BJIETBOPEHHOCTH OTPEOUTEIS.

9.1.3 AHa/M3 M OlleHKa

llenp 3TOro paszesa B TOM, 4YTOObl OpraHu3alyds aHajJlW3UpoOBajia M OLEHHUBaJa JAAaHHble U
MHbopMaIlvio, MOJyueHHble B pe3yJibTaTeé MOHUTOPHWHrA U HU3MepEeHHH, 4YTOObl ONpeJlesUTh,
COOTBETCTBYIOT JIU MPOIECChI, TPOJAYKThI U YCJAYTH TPeOOBAHUSAM, KaKHe AeUCTBUSA HEOOX0AUMbI U
KaKue eCTb BO3MOXXHOCTH /Il YJIy4llIeHus .

OpFaHI/ISaLU/II/I cdieayeT onpenejruTb COOTBETCTBYHOIIHNE AAaHHBIE, IMOAJIEKAIINEe aHAJIN3Y. Bbl60p
AAaHHbIX JOJI’)KEH I'APaHTUPOBATD, YTO PE3YJIbTATbI dHAJIN3d U OEHKHU MOT'YT OBbITH MCIIOJIb30BaHbI

Xi 1.e. B2B — Gu3Hec Ans Gu3Heca, koraa NoTpeGuTenem SBASIOTCA KOMNaHUM (opuandeckue nuua) [npum. nep.]

Xii 1 e, B2C — GU3HEC AMNst KOHEYHOTO notpebutens (pusmnyeckoro nuua) [npum. nep.]
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AJId OEHKH nokKasaTeJsel AeATEJIbHOCTHU U PE3YJIbTATUBHOCTHU CUCTEMBI MEHEIXDKMEHTA Ka4€CTBa, a
TaKXe OJ1d BbIABJIEHHUA HeO6XOAI/IMOCTI/I B JIIOOBIX YJAy4dlIeHUAX.

HpI/IMepr HCTOYHHUKOB JAaHHBIX BK/JIIOYAIOT B Ce6H, HO HE OrPaHHUYHNBAIOTCA 3THUM:

a) JaHHble O TNPOJAYKTe: BbIPAOOTKA; COOTBETCTBUE KOHKPETHBIM TpebGOBaHUAM (Hampumep,
noTpebuTesied, 3aKOHOAATE/bCTBA, pPErJaMeHTOB); 00beM HECOOTBETCTBUW [HampuMep, B
PPMxiii]; ypoBeHp Opaka U INepejie/IKM; CBOEBPEMEHHOCTb NOCTAaBKHU; YPOBEHb BBINOJHEHUSA
3aKa3o0B;

b) naHHble 006 yciayre: BpeMs OXWUJAAHUSA; UHPOpMALUsA O pelleHUM NpobJsieM NOTpeduTesel;
IPOCTOTA JJOCTYyINa; TOYHOCTh; Ky/JIbTYypa NPOU3BO/CTBA; J06pOXKeIaTebHOCTb;

C) pe3y/ibTaTbl MOHUTOPUHIA BOCIPUATHSA IOTPeOUTENEN;
d) naHHBIE U3 IPOEKTOB /JIJ/1F IJIAHMPOBaHUsA (Hanpumep, 610/PKET U CPOKH );
e) aHaJIM3 Mep 110 PUCKAM U BO3MOKHOCTSIM (HanpuMep, IPOTOKOJIbl COBEIAHUM);

f) cBoeBpeMEHHOCTb NMOCTaBKU U Ka4yeCTBO (HAMpPUMEP, KOJMYECTBO OTKA30B OT MPOAYKIIMH)
paboThbl BHEIHUX N1OCTABLIUKOB;

g) cTaTyc 1eJsied B 06J1aCTU Ka4ecTBa.

OpraHusanuu cjiefyeT ONpefesUTb, HACKOJBKO 4acTO OHA OyJieT aHA/JIM3UpOBaTb U OLleHHWBATb
JlaHHble, KOTOpble MOMOIYT BBIABUTb 00JIaCTU [AJ yJAy4UIeHUWH. JTO MOXeT 3aBUCeTb OT
BO3MOXXHOCTM OpTaHM3alMUM MOJIyyaTb MHPOpPMALMI0O B 3JEKTPOHHOM BH/JIE, @ He BBINOJHATH
NOArOTOBKY JAaHHBIX Bpy4YHyl. OpraHusauuu cjieflyeT rapaHTUPOBaTh, YTO METOAbl U KayeCTBO
JlaHHBIX (HanpuMep, NpeJCTaBUTEJNbHOCTb, 00'bEKTUBHOCTb, NOJHOTA, TOYHOCTb, M0JIE3HOCTD)
obecrneyrBaOT LleHHYI0 HHOpMaLUIO /1Sl IPUHATHS yIIpaBJeHYeCKUX pelieHU. CTaTUCTUYeCcKue
MeTO/bl MOTYT OBITh M10JIE3HBIM UHCTPYMEHTOM IIPHU aHAJIM3€ U OLleHKe MPOLeCcCoB.

Pe3y/sbTaT aHa/M3a U OLLEHKU 4aCTO NMpPeACTaB/sIeTcss B GopMe JJOKYMEeHTHPOBAaHHON UHOopMaIUy,
B YAaCTHOCTH, OTYeTa 00 aHa/M3e TeHJEHIMH, CUCTeMbl COHAJAHCHPOBAHHBIX TMOKa3aTeseH,
WHJWKATOPHOW TNaHeJd M CAYKUT HUCXOAHBIMH [AAaHHBIMHU [/ aHa/JM3a MeHePKMeHTa WJIU
COBEIllaHU M, OCBSAIEHHBIX PACCMOTPEHHUIO 3TUX pe3yibTaToB. C 3TOM TOYKU 3peHUs OH JOJIKEH
ObITh B popMaTe, KOTOPHIA MO3BOJISET ONPEAEJUTh, HEOOXOAHUMbI JIU KaKUue-TO AeNCTBUS AJis
YJAY4IIEHUSI CHCTEMbI MeHEe/P)KMEHTa KauecTBa. B cuJly TOro, 4TO aHa/IM3 U OlLleHKa YacCTO CBSI3aHbI C
aHaJIM30M MEeHEe/)KMEeHTa, OpraHu3aldu CJIeAyeT ONpeJle/IUTh MOJAXOASAIIYI0 YaCTOTy OLEHKHU U
aHa/M3a uHbopManuu. HekoTopble opraHu3aluy, He UCKJIKUYEHO, MOTYT BbIOpATh 6oJiee 4yacToe
NpoBe/ieHUe aHa/u3a, HallpUMeDP, Ha exKe/ITHEBHBIX COBEIIAHHUSX.

9.2 BHyTpeHHUH ayAUT

9.2.1 Ilenp 3TOro paszesa B TOM, YTOOBI MOJy4aTb OECOPUCTPACTHYHO HHPOPMALUIO OT
BHYTPEHHHUX ayAUTOB O MOKa3aTessAX AesTeJbHOCTU U pe3yJbTaTUBHOCTH CUCTEMbI MEHE/IP)KMEHTa
Ka4yecTBa, YTOObI yOeUThCS, UTO 3alJIaHUPOBAHHbIE MEPOTNIPUSTHS ObLJIN BbINIOJHEHBI U CUCTEMA
MeHeIKMeHTa KayecTBa pe3yJibTaTUBHO BHeJpeHa U QYHKIUOHUPYET.

BHyTpeHHHe ayAuTbl MOTYT MCIOJIb30BaTbCSl /[IJI1 BbISICHEHHS, COOTBETCTBYET JIM CUCTeMa
MeHe/PKMeHTa KadecTtBa TpeboBaHusM ISO 9001 u Tpe6oBaHUAM caMOM opraHu3alydu. MeTo/ibl
ayAuTa JO0JDKHBI BKJIOYATh HENOCPeACTBEHHOE HaOJIIoJeHHe 3a MpPOoLeccoM, HHTEPBbIO C
COOTBETCTBYIOLUMU COTPYAHUKAMH, a TaKXe HU3yuyeHUe JOKYMeHTHpPOBaHHOM HHopMaluu
(HampuMep, BHYTPEHHHUX TMpoleayp, 4YepTexew, crnenudUKalyi, CTaHJAPTOB; TpPeOOBAHUU
noTpebUTeel; 3aKOHOJATeJbHbIX UM HOPMATUBHbIX TpPeOOBAHUN; CUCTEM YMIpaBJIEHUS
npeanpussTueM). XoTs OpraHU3aluy cjaeflyeT BCerJia NbITaThCsl TapaHTHUPOBATh, UTO €e CUCTEMA
MEHe/PKMEeHTA KadeCTBa COOTBETCTBYeT BCeM MNpPUMeHUMMbIM Tpe6oBaHusAM [ISO 9001, Her

Xiii ppp (parts per million) — yacTeln Ha MUIMOH, eANHULA N3MEPEHNS]
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TpebOBaHHUSA OLIEHUBATh B X0/le KaXA0ro ayauTta Bce pasgesbl ISO 9001 uau npoueccbl CUCTEMBI
MeHePKMeHTa KayecTBa.

9.2.2 lleab [JaHHOTO TMoOJpa3jesa B TOM, 4YTOObl TrapaHTUPOBAThb, 4YTO OpraHU3alus
paspabaTbiBaeT, BHeJpSET U ynpasJsieT NporpaMMoi(aMu) ayauTa. B HeKoTOpbIX ciydasx, Korga
OpraHM3alys paclnoJoXKeHa B pa3HbIX MeCTax, OHa MOXeT pa3paboTaTb MPOrpaMMy ayAuTa JJisd
KaXX/I0T0O KOHKpeTHOro Mecra. I[Iporpamma ayauTa COAEpKUT MepONPHUATHUA AJS OJHOTO WUJIU
HECKOJIbKUX ayJMTOB, 3allJTAHUPOBAHHbIX HA KOHKPETHbIM NIepuo/, BpEMEHU U HalpaBJIEHHBIX Ha
obecreyeHue oKasaTeJsel AeaTeJbHOCTU U Pe3yJIbTATUBHOCTH CUCTEMbI MEHE/I)KMEHTA KauecTBa.

[IporpaMma aysauTa [AOJDKHA ONpeJesaTb, HACKOJIBKO 4YacTO OpraHusanusa OyJeT NpPOBOJUTH
ayauThl (HanpuMep, exxeMeCs4HO, eXXeKBapTaJbHO, €XXerofHO UJIU B COOTBETCTBHUU C IPadUKOM,
KOTOPBIA B Te4eHHe roJja pas/iMyeH JJs pa3HbIX y4acTKOB U mnpoueccoB). [locie onpenenenus
4acTOTbl  OpraHU3alUM  CJHeAyeT, MCHOJb3ysd  MbIUIJIEHWe, OCHOBAaHHOe Ha  PHUCKaX,
NpOaHa/IM3UPOBaTh, KaK 4aCTO NPOLEeCC BbINOJIHAETCS, HACKOJIbKO OH 3peJIbli UJIN CJA0KHBIH, €CTh
JIX KaKue-TO U3MeHEeHMUS B IIpoliecce, a TaKXxe 1jeJIM IporpaMMbl BHYTpeHHero ayauta. Hanpumep,
OoJiee 3peJible IPOLECCH], CKOpee BCEro, NOTPeOyIOT MeHee YacThbIX BHYTPEHHUX ayAuTOB. bosee
CJIOXKHbIE MPOLLECChI MOTYT TpeboBaTh NPOBeeHUs O0Jiee YaCTbIX BHYTPEHHUX ayAUTOB. [lepeueHb
WUCXOJHBIX JAHHBbIX, YYUTbIBAEMbIX IpPU IJIAHUPOBAHUM ayLUTOB, BK/KOYaeT B cebs, HO He
OTrpaHUYMBAETCS 3TUM, Cleylolee:

a) 3HaYUMOCTh IIPOLIECCOB;

b) npuopuTeThl pyKOBO/ICTBA;

C) mokasaTeJid NpoLecca;

d) u3MeHeHus, 3aTparvBaroliye OpraHM3aLuIo;

e) pe3y/bTaThl NpeJbIAYLIMX ayIUTOB (HanpuMep, UCTOPUIO IP06IeM);

f) TenjeHU UM B IpeTEeH3UAX OTPeOUTEIEH;

g) BOIIPOCHI, CBSI3aHHbIE C COOJII0eHUEM 3aKOHOJAaTeIbCTBA U PErJIaMeHTOB.

[IporpaMmma(bl) BHYTPpEHHUX ay[JMTOB OPraHU3alUHU [0/KHA TaKXKe COJep>KaTh METO/bI, KOTOpbIe
Oy/yT MCNOJIb30BaHbl HA ayiUTax; 3TH METO/bl MOTYT BKJIIOUATh B Ce051 MHTEPBbIO, HABJIIOIEHUS],
BbIOOPKM U aHaiu3 HHbopmanuu. Jlydinasg npakTHKa COCTOMT B TOM, 4YTOObl OpraHu3anus
IJIaHUpPOBaJia ¥ MPOBO/IMJIA AYIUThI B COOTBETCTBUHU C TPEOOBAHUSMU €€ CUCTEMbI MeHE)KMEHTa
KauyecTBa, [10 MPOEeKTaM UJIM MpoleccaM, a He 0 KOHKpeTHBIM pasjesaMm [SO 9001.

[Ipy Ha3HaYeHUH JIUL] HA IPOBeJleHUe BHYTPEHHUX ayJUTOB OpPTaHU3alMU CJie[lyeT rapaHTUPOBaTh
00beKTUBHOCTb W 6GeCpUCTPACTHOCTb Ipoliecca ayJuTa. B HEKOTOpBIX ClydasiX, OCOGEHHO B
HeOOJIbIIMX OpraHM3alyax WM Ha TeX y4acTKax B OpraHM3alyM, rje TpeOylTcs crelualbHble
3HAHUS, MOXET BO3HUKHYTb HEOOXOJHWMOCTb COTPYAHUKY MPOBEPSTh COGCTBEHHYI paboTy. B
TaKOM CHUTyallMU OpraHU3alUM CJeAyeT NPOBOJAUTb BHYTPEHHUH ayJUT B Nape C KOJIJIErOW WU
JlaBaTb aHAJIM3UPOBaTh pe3y/bTaThl ayUTa KOJIJIETe WU PYKOBOAUTEJII0, YTOOBI FrapaHTUPOBATh
00beKTUBHOCTb pe3yJibTaToB. OpraHusanus MOXeT TaKXKe pacCMOTpPeTb BapHUaHT NpUBJIEYEHUS
pecypcoB BHeILIHEero MOCTaBIMKa, HallpUMep, M3 BBICIIET0 y4eOHOIro 3aBe/leHHs], BHEIIHEro
ayATOpa UK NHOW OpraHr3alUu.

[IPUMEP CaHTeXHUK M 3JIEKTPUK MOTYT NPOBOAUTH ayJAUThl ApPYr Apyra WJU NOMOraTb ApPYyr Jpyry,
KJIMHUHIOBasl KOMIIaHUS MOKeT HaCTauBaTb Ha TOM, YTOOBI ayUT IPOU3BO/CTBEHHOIO IPOLiecca NPOBOA U
PYKOBOJSALIMK COCTaB, T.K. OH HANPSIMYI0 He y4acCTBYeT B BbIIIOJIHEHUU 3TUX KOHKPETHbBIX paboT.

B paMKax 3an/ilaHMpPOBAaHHBIX JAEWCTBUM OpPraHU3alUH CJeAyeT ONpe/eIMTbh KpUTePUHU U 06J1acThb
BHYTpeHHero ayjauta. KpuTepusMu ayzura MOTYT BBICTyNATb KOHKpPETHble CTaHJAPThl WJIH
Tpeb6oBaHHUA, a 00/1aCTh JeHCTBUA MOXET BK/I0YaTh KOHKpPeTHbIE NoJpas/esieHUs, NIPOLYKTOBbIe
JIMHWM, NpoLeccbl WIU O00BbeKTbl. MoeT ObITb NOJIE3HBIM /[JI OpraHM3aldM, BHEAPHUBILUUM
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CUCTeMbI MeHe/)KMeHTa, OTBedaloliue 6oJiee, 4eM 0JJHOMY CTaHJApTy Ha CUCTEMbI MeHe/PKMeHTa
CO CXOXMMM TpebGOBaHHUSAMH, NPOBOJUTb COBMECTHble ayAuTbl (HanpvMep, UHTErpUPOBAHHOMN
CUCTEMBbl MeHeJ/KMeHTa) [/l YMeHblLIeHUs U30bITOYHOCTH. IJTa HHPopMauusg OObIYHO
npeJcTaB/ieHa B [IJIaHe ayAuTa (T.e. B IeTa/IbHOM IlJIaHe IPOBe/leHUsI KOHKPeTHOTro ayJuTa).

[locne 3aBeplieHUMs BHYTpPeHHero ayjuTa pe3yJbTaTbl JOJDKHbl ObITb  INepeAaHbl
COOTBETCTBYWOUIMM pYKOBOAUTeaAM. McxoAs U3 3THUX pe3yabTaTOB, MOTYT MNOTpPeb6oBaThbCA
COOTBETCTBYIOLIMEe KOPPEeKLMHM M KOppeKTupywolue gedcTBUA. Opranusanusa MOXeT caMa
YCTAaHOBUTb KPUTEPUH, B KaKUX CJydasaxX TpeOyTCs KOPPeKTHUPYIOLHe el CTBYS, OCHOBBIBAasCh Ha
Takux QaKTopaxX, KaK Cepbe3HOCTb HecOOTBeTCTBHA. OOBIYHO OpraHM3al MM YCTAaHaBJIUBAIOT
NepuoJi BpeMeHHU JJI peaKL MU U UCIpaBJIeHUs] HECOOTBETCTBUU M NPUHATUA KOPPEKTHUPYIOLIUX
JleICTBUH, YTOOBI FrapaHTUPOBATh, YTO OHU Pe3yJIbTATUBHO U CBOEBPEMEHHO BbINOJHEHBI.

YTo6b1 [06aBUTH LIEHHOCTb BHYTPEHHUM ayAuTaM, MOKHO H3y4aTb O0OCTOATEJIbCTBA, KOTOpPHIE
COOTBETCTBYIOT TpPeOOBAaHUSM, HO MOTYT OBbITh MOTEHLUAJbHO CJAaObIM MECTOM CHCTEMbI
MeHeIKMeHTa KaueCcTBa; KpoOMe TOro, BO3MOXKHOCTH yJIy4lleHUs1 MOTJIU Obl ObITh ONpeJiesieHbl Ha
OCHOBE J[aHHBIX, MOJYYEHHBIX W3 JPYyrMX BHYTPEHHUX ayAWTOB WU MpoLeAyp, Hab/I0AaeMbIX B
JIpyTUX Ipolieccax Uix MecTax. B Takux ciay4dasix, eC/id opraHu3anus BKIYUT 3Ty UHPopMaIUIo B
OTYeT M0 ayJAUTYy, OHA MOXET JAaTb PYKOBOJCTBY OCHOBaHHE JJi pelleHUs O 1jeJeC000pa3HOCTH
MHULUHMPOBAHUA JEUCTBUH MO YIAYUIIEHHUIO.

OT opraHu3anuy TPeOyeTcs COXPaHATh AOKYMEHTHPOBAHHYI HHPOPMALMIO AJs 0bGecrneyeHus
CBU/ZIETEJICTB O MOJIYYEHHBIX pe3yJbTaTaX ayJydTa U YTO NporpaMma ayJuTa 6bljia BbINOJHEHA.
[IpuMepbl pe3y/IbTAaTOB ayJUTa MOTYT BKJIKYATh B Ce0s OTYETHI 06 ay/AUTe, CBUJETEJIbCTBA O
KOPpPEKIHUSAX WU MNPeANpPUHATHIX KOPPEKTUPYIOUIUX AeHcTBUAX (Hanmpumep, OOYYEHUHU,
OOHOBJIEHUM JOKYMEHTUPOBaHHOU wuHpopmanuu). Pe3dynbTaTbl BHYTPEHHUX ayJUTOB
HeO06X0IUMbI B KaueCTBEe UCXO/IHBIX JaHHBIX /I aHA/IU3a MeHePKMEHTA.

9.3 AHa/IN3 MeHe J)KMEeHTa

9.3.1 061mue MoJIoKeHHus

Lleﬂb 9TOro pa3jeJjia B TOM, YTOOBI rApaHTHUPOBATD, YTO BhICII€E PYKOBOACTBO NMPOBOAWUT aAHAJIU3
MeHe/ > KMEHTa. JTta Mepa, KOTOpPYIO BbIClIee PYKOBOACTBO AOJI’KHO BBINOJIHATL B CBA3KEe CO
CTpaTeFHEﬁ pPa3BHUTHUA OpPraHU3allUH. Ee HasHauyeHMe COCTOHUT B aHaJH3e PIH(l)OpMaLU/II/I (0]
ITOKa3aTeJidax CI)YHKLU/IOHI/IpOBaHI/IH CUCTEMbI MEHEIXXMEHTa KadeCTBa C IeJIbI0 ONpeae/IuThb,
ABJIA€TCA JIM OHA:

a) NpUTOIHOM — OHa BCe ellle COOTBETCTBYET CBOEMY Ha3HAYEHUI0?
b) agekBaTHOM — OHA BCe ellle ABJSAETCS COOTBETCTBYIOIEN?
C) pe3y/IbTaTUBHOM — OHA BCe ellle JOCTUTaeT 3aMJlaHUPOBAHHbIX PE3YJIbTATOB?

AHa/M3 MeHe/PKMeHTAa JI0/KeH POBOAUTBCS Yepe3 3alJlaHUpOBaHHbIe UHTEPBaJbl BDEMEHHU; 3TO
MOXXEeT ObITh KX/ bl JIeHb, KaXK/AYI0 HeJleJI0, Mecsill, KBapTaJl WU exxeroHo. HekoTophble 3a/1a4u B
paMKax aHa/M3a MEHEe/P)KMEHTAa MOTYT BBINOJHATbBCS Ha pas/IMYHbIX YPOBHSX OpraHU3aluy,
nepesaBasi MOJIyueHHble pe3yJibTaTbl BbICUIEMY PYKOBOACTBY. HeT TpeboBaHus, 4YTOOGbI BCA
ucxoiHasi MHPoOpMalLMs paccMaTpuBaslach 3a OJIMH pas3, OHA MOXET ObITh MpPOaHAJU3UpPOBaHA B
X0/le HEeCKOJIbKUX I0CJe/J0BaTeJbHbIX MEPONPUATHUM; OpraHU3alUu CjleAyeT pelluTb, KaK OHa
OoyzneT obecneuynBaTh BblNoOJHeHUe Bcex TpeboBaHud ISO 9001 k aHa/M3y MeHeKMEHTa.
OpraHu3anusi MOXKeT NMPOBOJAUTbL aHA/IM3 MEHEKMEHTA KaK OT/leJIbHOe MePONpUsATHE, TaK U B
KOMOMWHAIMU C COOTBETCTBYIOIIMMU MEPONIPUATHUAMU (HallpUMep, COBEILlAaHUS, OTUETHI).

Bpemsi mnpoBejieHUs] aHa/M3a MeHEIKMEHTA MOXXEeT ObITh NPHUBS3aHO K JPyrUM OU3HecC-
MeponpusATUSAM (HampuMep, CTpaTerMyecKoMy IJIAHUPOBaHUIO, OHU3Hec-NMJIaHUPOBAHMUIO,
eXeroJJHbIM COBeIllaHUSIM, MPOU3BO/JCTBEHHbIM COBEIlaHUSM, aHAJMU3y CUCTEM MEHEePKMEHTA],

A. lopbyHoB www.pgm-online.com He aBnseTtca oduumanbHbIM NepeBojom
20.12.2016 48



www.pqm-online.com

ISO/TS 9002:2016

onpejgesdeMbiX ApyruMu CTaHﬂapTaMI/I), YTOOBI ,£[06aBI/ITb OEHHOCTHU H n36eaTb U30bITOYHOCTHU
MHOT'OYHMCJIEHHBIX COBeI.U,aHI/II‘/JI.

[TPUMEP Typuctuyeckoe areHTCTBO peLIW/I0 NPOBOAUTE aHA/IU3 MEHEPKMEHTA 3a JIEHb 0 MOJYTr0L0BOr0
COBelllaHus 110 CTpaTeruy, YTo6bl UMeTh BCe HE0OX0/JMMble UCXO0/JHble JaHHble /111 IIJITaHUPOBaHus O10/KeTa
U obecrieyeHUs] TOro, YTO CHUCTeMa MeHeJ)KMeHTa KauyecTBa OyJeT cCOrJjacoBaHa CO CTPaTernyecKUM
HanpaBJieHHEeM Pa3BUTHUS KOMIIAHUMU.

9.3.2 HcxoaHbIe AJaHHbIE AJI aHA/IM3a MEeHeKMEeHTa

ueﬂb JAHHOr'0 pa3jesia — OoIpedeJIMTb UCXOAHbIE€ NJaHHbIE, KOTOpbIe HGO6XOL[I/IMO pacCMOTpeTb
OpraHu3alnuu IIpHU OLEHKE nokasaTeJsiel CIDYHKL[I/IOHI/IpOBaHI/IH N pe3yJIibTATUBHOCTH CHCTEMBbI
MeHe/>KMEHTa Ka4yeCTBa.

HcxonHble JaHHbIEe [Ji1 aHA/M3a MEHE/PKMEHTA HENOCPEeJACTBEHHO CBSI3aHbl C TPeOOBaHUSIMU
Apyrux pasgenoB ISO 9001; cioa BXOAWUT aHaA/NMU3 U OlleHKa AaHHbIX (cM. ISO 9001:2015, 9.1.3).
HcxonHble JaHHbIE CjAeAyeT HCIOJIb30BaTh, YTOObI BBISIBUTb TEHJEHLUU AJsi GOpPMUPOBAHUS
pelieHU U IPUHSATHUSA Mep, CBI3aHHbIX C CUCTEMOM MEeHe/[PKMeHTa KayecTBa. B coOOTBeTCTBUH C IL.IN.
«a» - «f» paszgena 9.3.2 [SO 9001:2015 cinenyroiiye UCXoAHble JaHHbIE [IJIs aHA/IM3a MeHePKMeHTa
JIOJDKHBI OBITh NIPUHSTHI BO BHUMaHUE:

a) craTyc JelCTBUM, ollpe/ie/IeHHbIX Npe/blyIMM aHaJIM30M MeHe/PKMEeHTa;
b) n3MeHeHUs BO BHELIHUX U BHYTpeHHUX ¢pakTopax (cM. ISO 9001:2015, 4.1);

c) nHdopmaliys o nokasaresasax QyHKIMOHUPOBAHUS U Pe3yIbTATUBHOCTH CUCTEMbI MEHEIP)KMEHTA
KayecTBa:

1) faHHBIE 10 yA0BJETBOPEHHOCTH noTpeduTes (cM. ISO 9001:2015, 9.1.2) 1 06paTHOH CBA3M C
COOTBETCTBYIOIIMMU 3aUHTEPECOBAaHHBIMU cTOpoHaMHu (cM. ISO 9001:2015, 4.2);

2) cTeneHb BbINOJIHEHUS Liesied B 006J1acTH KadecTBa (cM. [ISO 9001:2015, 6.2);

3) nokasaTeJ/iM NPOLEeCCOB U COOTBETCTBUSA NPOAYKTOB U ycayrT (cM. [SO 9001:2015, 4.4 u 8.6);
4) raHHBIEe 0 HECOOTBETCTBHUSAX U KOPPEKTUPYOLUX AehcTBUAX (cM. [SO 9001:2015, 10.2);

5) pe3yJ/ibTaTbl MOHUTOPUHTA U U3MepeHui (cM. [SO 9001:2015, 9.1.1);

6) pe3y/JbTaThl ayAWTOB, BKJ/Yasg, HACKOJIBKO 3TO BO3MOXHO, pe3yJbTaTbl BHYTPEHHHUX
aygutoB (cm. ISO 9001:2015, 9.2), ayAuTOB NOCTaBIIMKA, pETYJUPYIOILEro WU
cepTUPULUPYIOLIEro OpraHa;

7) JaHHbIe 0 paboTe BHeHHUX noctaBuidkoB (cM. ISO 9001:2015, 8.4);
d) naHHbIe 0 JocTaToYHOCTH pecypcoB (cm. ISO 9001:2015, 7.1);

e) AdaHHbIE€ O pEe3yJIbTATUBHOCTH NNPEANIPUHATBIX IZ[eI‘/JICTBI/II‘/‘I 110 o6pa60TKe PHUCKOB U BO3MOXXHOCTeH
(cm.1SO 9001:2015, 6.1);

f) mHpopmMalo 0 BO3MOXKHOCTAX A4 yaydmeHnus (cM. ISO 9001:2015, 9.1.3).

OpraHusaluuyd MOTyT BKJIIOYAThb JONOJHUTEJbHbIE JaHHble B aHAJU3 MEHeKMEHTa (Takue, Kak
BHeJIpeHHe HOBOUW MNPOAYKIIMYU, HOBble BO3MOXXHOCTU OHM3HecCa WJMU BaXKHY HMHPOpMaALUMI0 O
npo6JieMax U BO3MOXXHOCTSIX C MECT UJIM PbIHKOB, I'Jle UCII0JIb3YIOTCS MPOAYKTHI UJIM 0KA3bIBAIOTCS
YCJIYTH) C LieJIbIO ONPeJIe/IUThb, IOCTUTAeT JIM OpraHu3alus Wi OyJeT JIM COCOOHA No-NpeKHEMY
JIOCTUTaTh 3allJIAHUPOBAHHbBIX Pe3yJIbTaTOB. AHA/IU3 MeHeP)KMEeHTa MOXKeT TaK»Ke ObITh paclIMpeH
U Ha gpyrue Tpe6oBaHuda ISO 9001 Kk MOHUTOPUHTY W aHaIKM3y UHPopManuu (Hampumep, ISO
9001:2015, 4.1 u 4.2).
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9.3.3 PesysibTaThl aHA/JIN3a MEHEA)KMEHTa

llenb aTOrO pasjesa B TOM, YTOObI FAPAaHTUPOBATh, UTO aHAJIM3 MEHE/PKMEHTA JlaeT pe3y/ibTaThbl U
WHbOpPMALIMIO 0 TTOKa3aTe X QYHKIMOHUPOBAHUS U pPe3yJbTaTUBHOCTH CHCTEMbl MeHeIKMeHTa
Ka4yecTBa, a TaKxe JIl0Oble He0OX0MMbl€e pellleHUs U JeUCTBUS.

Pe3ysibTaThl aHa/1M3a MeHePKMEHTA [J0JDKHBI BKJIIOYATh B Ce0s pellleHrs U 1IeMCTBUS, CBI3aHHbIE C
BO3MOXHOCTSAIMM AJis yaydieHus (cm. ISO 9001:2015, 10.1), u3sMeHeHUSIMU, HEOOXOAUMBIMU AJIs1
cucTeMbl MeHekMeHTa KadecTBa (cM. ISO 9001:2015, 6.3), a Takke NOTPeOHOCTSIMU B pecypcax
(cM. ISO 9001:2015, 7.1). CTaTyc MeponpuUsiTUH, onpeieJIeHHbIX B X0/e aHa/iM3a MeHe»KMEHTa,
JIOJKEH CJIYKUTb UCXOJHBIMU JAHHBIMU AJId CJIeAyI0Ilero aHaan3a MeHeJKMeHTa. MOHUTOPUHT
MOXKEeT IOMOYb 00eCIeYUTh YBEPEHHOCTD, YTO JeNUCTBUS IPENPHUHSATHI CBOEBPEMEHHO.

OpraHu3anuy J[AOJDKHBI COXPAaHATb JOKYMEHTHPOBAaHHYI HHQPOpMAlLMIO, KaK CBH/ETeJbCTBO
pe3y/bTaTOB aHa/M3a MeHePKMeHTa. [IpuMepaMu JOKyMEHTHPOBAaHHOW HHQOpPMALUMU MOTYT
CJIY’KUTb Ipe3eHTalu1, IPOTOKOJIbl COBEIlaHUH U1K OTYETHI.

10 YayuyiueHue
10.1 OO6mue cBeJeHUA

llenb JgaHHOTO moOJpaszesa B TOM, YTOGbI TapaHTUPOBATh, YTO OPraHU3alMs OINpesesseT
BO3MOXHOCTU [JIs1 YJy4dllleHUs], a TaKXe MJIaHUPYeT U JeMCTBUTEJbHO OCYLIeCTBJ/SIET MepPHI 10
JOCTHPKEHUIO OXXHUJAEMbIX Pe3yJbTATOB U IOBBIIMIEHHUIO YAOBJETBOPEHHOCTH MOTPEOUTEIS.
YaydimieHuss MOTYT NOMOYb OpraHM3alMd MpOJO0JKATh COOTBETCTBOBAaTb TpeOOBaHUAM U
OKH/JIaHUSM NOTpebuTe el 3a CUeT COBEPIIEHCTBOBAHUS NMPOAYKTOB U YCJYT, UCIIPABJEHUS WU
NpeAynpeXxJeHusl HeXeJaTeJbHbIX IOCJAEACTBUH, a TakKKe YJydlIeHUs IOKa3aTeseil
$YHKIIMOHMPOBAHHUSA U pPe3y/IbTaTUBHOCTU CUCTEMbI MeHe/[PKMEHTa KauecTBa.

CymeCTBy}OT pa3/sindYHbie METOAbI BbIINIOJIHEHHA y.IIy‘-II_LIeHI/If;I, TaKH e KaK:
a) ,Z[ep'ICTBPlﬂ, npeanpruHrUMaemMble OJid HCKJIIIOYE€HHA TIOBTOPEHUA HEeCOOTBETCTBUH;

b) He3HaUUTe/IbHBIE NOCTOSHHBIE YJIy4llleHUs, IPOBOAMMbIE B paMKaX CyLeCTBYIOIIMX POLEeCCOB,
NPOJYKTOB U YCJIYT;

C) IpOeKThbl, KOTOpble BeAYT K 3HAYUTEJbHbIM H3MEHEHUSM CyIeCTBYIOIUX MPOLECCOB,
BHEJIpPEHHIO HOBBIX MPOLECCOB, NPOAYKTOB U YCJIYT WJIM BHEJAPEHUIO MPOPbIBHBIX TEXHOJOTUH
WJIM MTHHOBAIMA.

Tpe6oBaHusa Kk KOppeKkTUpyOLWUM AerdcTBUAM (cM. ISO 9001:2015, 10.2) noMoraroT onpesiesiuTh U
VCKJIFOUUTh MIPUYMHBbI HECOOTBETCTBHUMH, IPEJOTBPATUTD UX IOBTOPEHUE.

[ToctosinHOe yayuiieHue (cM. ISO 9001:2015, 10.3) A0/KHO NPOBOAUTHCS C Li€JIbI0 MOBBIIIEHUS
nokasaTesiell YHKLIMOHUPOBAHUS U JIJISl peaM3alluy COrJIaCOBAaHHBIX pPelIeHUH, HalpaBJeHHbIX
Ha JJOCTIXKEeHHUE M0JIOKHUTEbHbIX pe3yJbTaTOB.

JleficTBYA MO YJIyYIIEeHUI0 MOTYT BBINOJHATBHCA B OTHOLIEHWM IPOLLECCOB, NIPOAYKTOB U YCJIYT, a
TaKXXe CUCTEMbI MeHe/>KMeHTa KayeCTBa.

10.2 HecooTBeTCTBHE M KOPpPEKTUpPYyWOLIEe JelCTBUE

10.2.1 lleab AaHHOTrO MoJpaszesia B TOM, YTOObI rapaHTUPOBATh, YTO OpTraHU3aAlMs YIpPaBJseT
HECOOTBETCTBUSMH U OCYULIECTBJISIET KOPPEKTUPYIOLIHE AeHCTBHUSA COOTBETCTBEHHO.

Korga BbifiBAsIeTC HecOOTBETCTBUE (B TOM uucie B <¢GopMe npeTeH3ud; B ¢opme
HECOOTBETCTBYWOIIMX pe3yibTaToB [cM. [SO 9001:2015, 8.7]; npobsieM, BOSHUKAIOIIUX Y BHELIHUX
NOCTaBIIMKOB UJIM UHBIX 3aMHTEPECOBAHHBIX CTOPOH; 10 pe3yJibTaTaM ay/IuTa; WU KaK CJeICTBUE
He3alJIaHMPOBAaHHbIX U3MEHEHUN) opraHu3anus Jo/HKHA NPeNpUHATh MePhI /11 U3YYeHHs, UTO
NIOLLJIO He TaK, UCNIPaBJIeHUSs, €CJIM 3TO BO3MOKHO, ¥ UCKJII0YeHUs IOBTOPEHHUS OLOOHBIX C/IydyaeB
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B 6y,£[y1.ueM. OpFaHI/IBaLlI/IH AO0JI’KHA MMTOCTOAHHO CTPEMHUTLCA K YCTPAHEHHUIO IIPUYHH U l'IOCJle,ZlCTBI/II‘/JI
npo611eM, KOTOpbI€ MOI'JIX Obl OKa3bIBaTb HEraTUBHOE BO3,£[eI‘/JICTBI/Ie Ha:

a) pe3yJbTaThl;
b) IpoAYKTBI, YCIYTH, TPOLLECCHI UM CUCTEMY MEeHe)KMEHTA KauyeCTBa;
C) Y/OBJIETBOPEHHOCTb NOTPEOUTEIS.

Bo3MOXHbIe HCTOYHHUKH HHd)OpMaLU/II/I 0 HECOOTBETCTBUSX U TUIIBI HECOOTBETCTBUI BKJ/KOYAIOT B
C66H, HO HE€ Or'pPaHHUYUBAKOTCA 3THUM:

— pe3y/abTaTbl BHYTPEHHUX U BHelIHUX ayAuToB (cM. ISO 9001:2015, 9.2);

— pe3yJbTaTbl MOHUTOPUHTA U U3MEPEHUN (HanpuMep, KOHTPOJIb, lepeKThbl IPOAYKTOB U YCAYT);
— HecooTBeTcTBywUasa npoaykuus (cm. ISO 9001:2015, 8.7);

— IMpeTeH3UU oTpebuTesen;

— Hecob6JII0/IeHHe 3aKOHO/aTe/IbHbIX U HOPMAaTUBHBIX TPeOOBaHHUM;

— npo6JieMbl C BHENIHUMU MOCTaBIIMKaMH (HalpuMep, CBOEBPEMEHHOCTb MOCTAaBKH, BXOJHOM
KOHTPOJIb);

— 1npobJsieMbl, 0603HaYE€HHbIE NEPCOHAIOM (HapuMep, yepes SIUKU AJ1s1 TPeJJI0XKEeHUH );

— HaOJII0/JleHNs] HelNoCpPeACTBEHHBIX PYKOBOJAUTEEH UM OTBETCTBEHHBIX JIML, WM MaTpyJieil
npouecca;

— 3amnpochkl Ha rapaHTUHHOE 06CIY>KUBaHUE.

OpraHusauusi Jo/DKHA NpPUHUMAThb Mepbl JJs  YIOpaBJeHUs WM HCIOpaBJeHUs Jioboro
HECOOTBETCTBUSA. ITO MOXKET OBITh JJOCTUTHYTO 3a CYE€T CHUKEHUS BJIHUSAHUSA NPO6JIeMbl TOKa UJET
pacciesoBaHue. Hampumep, opraHusanudu MOXeT ObITb HeOOXOJAUMBIM BOWTH B KOHTaKT C
NOTPEOUTENIMU WM BHEIIHUMH MOCTaBUIMKAaMM, 4YTOObl NpPOUHPOPMUPOBATH UX O
HECOOTBETCTBUH, U MPEeJOCTaBUTh UHPOPMALHUI0 O BO3MOXXHOM MJHU (PAKTUUYECKOM BJIUSAHUU Ha
NIOCTaBJIEHHbIN NPOAYKT UM OKAa3aHHYIO yCIYTy.

an/I OLIEHKe H606XO,U,I/IMbIX AeﬁCTBHﬁ B OTHOLIEHHMHW HECOOTBETCTBHUA OpPraHU3alrd MOXKET
O6HapY)KI/ITb, 49TO BO3MOXKHBbI C/1y4aH, KOrAd NIPpUYrXHA HECOOTBETCTBHUA HE MOXET OBbITh YCTpaHEHa,
W TOrJa OpraHu3alyu cjaegyeT paCCMOTPETb NPUHATHE Mep, AAIIUX BO3MOHOCTb BBIABJIATDH U
MHUHHUMHU3HUPOBATH TAKOE€ HECOOTBETCTBHE, €CJIM OHO CHOBA nponsoﬁae’r.

OpraHusanus JoJ/PKHa H3y4aTb M aHAJIM3UPOBATh HECOOTBETCTBHUE, UYTOObI ONpEJEeJUTh €ero
IPUYUHY U CYUIECTBYET JIM OHA IJle-TO ellle, UM BO3MOXKHO JIM ee TIOBTOPEHUE WU POsIBJIEHUE B
JIpyroM mnpoiiecce U/Wjau Apyror 4acTu opraHusanuu. OpraHusaius Jo/PKHA ONpeAeJUuTb 00’beM
JIEMCTBUM, KOTOpble HEOOXOJUMO MpeANpPHUHATb, OCHOBBIBASICh HAa MOTEHIIMAJTbHOM BJIUSHUHU
HecoOoTBeTCTBUSA. OpraHusanus J0J’KHA BBIMOJIHATH JIlOOble HEOOX0AUMbIEe JIeHCTBUS, UCXOAS U3
3TOT0 aHa/KM3a. JTO MOXET ObITh OCYIIECTBJEHO Pa3JIMYHbIMU CINOCO6AMU, TAKUMHU KaK, HO He
OrpaHUYEeHHBIMU UMU: aHAJIM3 KOPHEBOU NMPHUYUHbBI; METO/IMKA «BOCbMU IIIaroB» pellieHUsI pobJieM
(8D); FMEA; unu fiuarpaMMbl IPUYKH U CJ1€/CTBUH.

OpraHu3anusi J0/’KHa aHaJIM3UPOBATh Pe3yJIbTaTUBHOCTb JIIOObIX KOPPEKTUPYIOLUX AeHCTBUN
nyTeM NOATBepX/JeHHUd (C NMOMOLIbI CBHUJETENbCTB), YTO Mepbl NPUHATBHl WJIHU KOppeKLHUs
BbINIOJIHEHA U B pe3yJibTaTe HECOOTBETCTBUS He MNPOSABJSJIUCh. JTO MOXET ObIThb CAeJaHO
OTCJIeXKMBAaHUEM noKasaTeJsien GYyHKIMOHHMPOBaHUS IpOLLECCOB WU aHaJIM30M
JIOKYMEHTHPOBAaHHOM HWH$oOpMauuu. [l rapaHTUM TOrO, YTO pe3yJIbTaTUBHOCTb peasd3alyu
MOKeT ObITb IPOBEPEeHa, OpraHr3al s MOXKeT YCTAHOBUTb COOTBETCTBYIOLIMU IepUO/, 10 TOT0, KaK
OyfeT NpeANpUHAT aHa/lu3; 3JecCb MOTYyT ObITb pas/M4yHble BapUaHTbl B 3aBUCUMOCTU OT
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CJIO)KHOCTH U MOTpPeOHOCTeN B pecypcax (HampuMmep, 3aKylKa OCHOBHOTO 06GOpYyAOBaHHUSA) AJs
OCyILeCTBJIEHUsI HE0OX0UMbIX MeEp, YCTPAHAIIUX HECOOTBETCTBHE.

OpraHusauusi JoJDKHa @pOaHa/JM3UpOBaThb, He BBbI3bIBAET JIM KOpPpPEKTUpYIOllee JeHCTBUE,
NpeANpPUHATOE B OJHOW 4YacCTH, HEraTHBHBIX MOCJAEJCTBUN B JPYyrod 4acTH OpraHU3aLUH, U
IJIAaHUPOBATh Jl0Oble Mepbl JJisi CHWXKEHUSI HeraTuBHoro 3¢dekTta [0 peasusanuu
KOPPEKTHUPYIOLIEro AelCTBHUS.

[Tociie aHa/IM3a KOPPEKTUPYIOILETO IeHCTBUS OpraHu3alnus Jo/HKHA TOCMOTPEThD, CYLIECTBYIOT JIU
PUCKM WU BO3MOXHOCTH, KOTOpble paHee He ObLIM BbISIBJEHbl WM CYLIECTBYHOT JIX MEpPbI B
OTHOLIEHUU PUCKOB U BO3MOXXHOCTEH, KOTOpble He ObLJIM HaJjIeXaluM 06pa3oM yuTeHbl B X0/ie
nyianMpoBaHusd (cM. ISO 9001:2015, 6.1). Ec/iv He06X0AMMO, 3TH IJIaHbI JOIXKHBI OBITh 0OHOBJIEHBI.

HpI/I BBITIOJIHEHHUH I,ELeI‘;ICTBI/II\/’I B OTHOIIE€HWH NPHUIUH HEeCOOTBETCTBUM OpraHu3alnuu CjaeayeT TaKXKe
YYUTBIBATDb HeO6X0ﬂ,I/IMOCTb M3MeHeHUH ImponeccoB CUCTEMbI MEHEIXKMEHTA Ka4€CTBaA.

10.2.2 llesb gaHHOTrO MoOJpasfiesia B TOM, YTOObl TapaHTUPOBATh, YTO OPraHU3alUsl COXpaHseT
JIOKyMEeHTHPOBaHHYI0 UHPOPMALUIO C IeJbl0 0OecliedeHusi CBUETENbCTB TOr0, YTO KOPPEKLUSA
WJIU KOPPEeKTHPYIollee JeiCTBUE ObLJIN BbINIOJIHEHBI, KaK 3TO U TPe60BaJoCh.

OpraHu3anuu caefyeT COXpaHATb COOTBETCTBYIOLLYIO JOKYMEHTUPOBAaHHYIO HHGOpPMALUIO, YTOOBI
POJIEMOHCTPHUPOBATh, UTO KOPPEKIMS M KOPPEKTUPYIOILHe JAeWCTBUS BbINOJHEHBI, BK/IKOYas
NOAPOOHOCTH, CBSI3aHHble C HECOOTBETCTBUEM (HampuMep, ONHCAaHUE HECOOTBETCTBUS,
3HAUYUTEJbHOCTb HECOOTBETCTBUS, pe3y/ibTaThl aHa/IM3a KOPHEBOW MPUYMHBI, 3allJlaHUPOBAaHHbIE
KOppeKLUU W KOppeKTUpyloliue [AeHCTBUs); NpUMepbl BKJIIOYAIOT GOPMbI KOPPEKTUPYIOLIUX
JEeNCTBUH UK 0a3 JaHHbIX.

OpraHu3auuy cjieayeT TakKXKe COXPaHSATb JOKYMEHTHPOBAaHHYH HHQPOpMAlUI0 O pe3ysbTaTax
NPEeANpPUHATBIX KOPPEKTUpPYIUX JedcTBUM. Crofja MOTYT OTHOCUTBCS CBUJETEJIbCTBA,
yKa3bIBaloIllMe HAa TaKWe Mepbl U JaHHbIE, KaK COOP JlaHHbIX, TECTUPOBAHUE, OTYEThI, U3MEHEHHH,
BHECEHHble B JIOKYMEHTHPOBAaHHYW HWHpoOpMalulo, TMoKa3aTeJd (PYHKIMOHUPOBAHUSA U
pe3yJIbTaTHUBHOCTb CUCTEMbI MEHE/PKMEHTA Ka4yeCTRBa.

10.3 TIlocTosiHHOe yJIyylIeHue

llesib JaHHOTO NOJpa3/iesa B TOM, YTOObI FapaHTUPOBATh, YTO OPraHU3alus NOCTOSTHHO YJy4llaeT
IPUTOAHOCTb, COOTBETCTBHE U PE3yJIbTATUBHOCTb CBOEM CUCTEMBbI MeHe/>KMeHTa KayeCTBa.

[locTosiHHOe yJiydllleHMe MOXeT BKJ/4YaTb B CeOs1 Mepbl MO MOBBILIEHHWIO COTJIACOBAHHOCTH
pe3y/bTaToOB MPOLECCOB, NPOAYKTOB U YCJAYr C TeM, YTOObI MOBBICUTb yPOBEHb COOTBETCTBUSA
pe3yJbTaTOB U BO3SMOXXHOCTHU MpoIiecca, CHU3UTh BapUallMU Mpolecca. ITO JAeslaeTcs JJisl TOro,
YTOOBI YJAY4YLIMTh MOKa3aTead QYHKIIMOHUPOBAHUS OPraHrU3alUuX U MOBbICUTH M0OJIE3HOCTD JJIs ee
noTpebuTesIel U 3aMHTEPECOBAHHBIX CTOPOH.

OpraHu3anuu cjaefyeT YYUTHIBATh Pe3y/bTaThl, MOJyYeHHbIEe B X0/le aHAJIU3a U OLeHKU (cM. ISO
9001:2015, 9.1.3), anasiin3za MeHeaxMeHTa (cM. [SO 9001:2015, 9.3), 4TOGBI ONlpeeIUTh, TPEOYIOTCS
JIU Mepbl JAJisi MOCTOSIHHOrO yJjydileHus. OpraHusanusi JOJDKHA paccMaTpUBaThb JeHCTBUS,
HEOOXOJUMble JJIsl YJIy4lleHUs] MPUTOJAHOCTH, COOTBETCTBUS M Pe3yJbTAaTUBHOCTU CUCTEMbI
MeHe/P)KMeHTa KayeCTBa.

ECTb HeCKOJIbKO MeTOAMK Y HHCTPYMEHTOB, NpPHMEHeHHWe KOTOpbIX OpraHMU3alys MOMXKeT
paccMaTpUBaTh JAJ151 OCYLeCTBIEHUS IOCTOSTHHOTO yJyyllleHus (kaia3eH). [IpuMepbl BKIOYAKOT B
ce6s1, HO He OTPAaHUYMBAIOTCS 3THM: METOJI0JIOTUS «LIECTb CUI'M»; GepeXJMBOe MPOU3BOJCTBO;
CpPaBHHUTeJIbHbIN aHa/IU3 U IPUMEeHEeHHe MOo/ieJlell CaMOOLLeHKH.
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