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BBenoeHue

0.1 O6wWwmMe NnonoxeHus

[IoMMeHeHNe cCUCTEeMbl MeHeKMEHTA KavyecTBa SIBMSeTCH cTpaTermyeckMm pelleHnemM ang opraHu3a-
LI, KOTOPOE MOXKET MOMOUb YNYULLINTL Pe3ynbTaThl €€ AeATENbHOCTU M 0DECNEYNTL NPOYHYH OCHOBY AN UHU-
LMaTUB, OPUEHTUPOBAHHbLIX HA YCTOUYMBOE pa3BUTUE.

[ToTeHUManNbHBIMKA NpeuMyLllecTBaMn Ongd opraHusaumMm OT NPUMEHEeHUA CUCTeEMbl MeHeaXMeHTa
KayecTBa, OCHOBAHHOW Ha HACTOdALLEM cTaHOapTe, ABNAIOTCA:

a) CrnocoBHOCTb CTabUNbHO NPeaoCcTaBNATb NPOAYKLIMIO U YCNYTK, KOTOPbLIE YOOBNETBOPSIOT TpeboBa-
HUS NoTpebuTenen N npMMeHnMble 3akoHogaTerrbHble M HOPMaTUBHbLIE NMPpaBOBbIE TPEeDOBAHUS;

b) co3gaHne BO3MOXHOCTEW ANS NOBbILLWEHWS YOOBNETBOPEHHOCTN NOTpebutenen;

C) HanpaslieHWne yCUIn Ha pUCKN U BO3MOXXHOCTU, CBA3aHHLIE CO cpeaon U LensamMin opraHusaunm;

d) BO3MOXHOCTb NPOAEMOHCTPUPOBATL COOTBETCTBME YCTAaHOBNEHHBLIM TPebOBaHNSAM CUCTEMBI MEHE -
XMeHTa KavecTBa.

HacToawmn ctaHgapT MOXeT UCNONb30BaTbCHA BHYTPEHHUMN U BHELLUHUMM CTOPOHaAMM.

HacTosawmnn ctaHaapT He npeanonaraeT HeobXoaUMMOCTb:

- eAnHoobpas3ns B CTPYKTYpPE pasfIMYHbIX CUICTEM MEHEePKMEHTAa Ka4yecTBa;

- cornacoBaHUsA AOKYMeEHTaLUMM CO CTPYKTYPOU pasaenoB HacTosWero ctaHaapTa;

- MCNONb30BaHUA cneunanbHOW TEPMUHOMOMMN HACTOSALLEro cCTaHdapTa B paMKax opraHmsaunu.

TpeboBaHUA KCUCTEMaM MeHe)KMeHTa Ka4yeCTBa, YCTaHOBNEHHbIE HACTOSALWNM CTaHOapTOM, SIBNSIIOTCS
OONONHUTENbHLIMU K TPeOOBaHUAM K NPOAYKLIAX N yCryram.

B HacTodawemM ctaHgapTe nNpUMMeHeH NpouecCHLIM noaxod, KoTopbid BKoYaeT UMkn «lnaHupym —
Oenan — lNpoeepan — deuctsyn» (PDCA), n pUCKk-OpUeHTUpOBaHHOE MbILUMEHNE.

[MpoueccHbIN Noaxoa No3BoNAeT OpraHmsau My NiaHMpPoBaTh CBOU NMPOLLEecchl U X B3aUMoAeNCTBUE.
Peanusaunsa unkna PDCA no3sonseT opraHusaLmnm obecnevynTb ee NnpoLecchkl HeobXoaMMbIMU pecypca-

MW, OCYLLECTBNATL UX MEHEeDKMEHT, onpeaensiTb U peann3oBbiBaTb BO3IMOXHOCTM ANA YIYYLLEHUS.

PUCK-OpUEHTUPOBaAHHOE MbILUNEHNE MO3BOMNAET opraHmsaunm onpedenate pakTopbl, KOTOPLIE MOTYT
MPUBECTU K OTKMOHEHWUIO OT 3anfaHUpoBaHHLIX pe3ynbTaToB NPoLeCcCoB U CUCTEMbl MEHEeKMEHTA Ka4YecTBa
opraHusaumun, a Takke UCNoONb30OBaTh Npeaynpexagarlume cpeacTea ynpasneHna and MUHUMAU3aLU NN HeraTuBe-
HbIX NOCNeACTBUNA N MaKCMManbHOro UCMoNbL30BaHUA BOSHUKAIOLWMX BO3SMOXHOCTEN (A.4).

[TocTOAAHHOE BbINONHEHUE TpeboBaHMA U y4eT DyayLnx noTpedbHOCTEN U OXMOaHUNA B YCNOBUAX BCE
bonee AMHaAMUYHON WU CNOXKHOM cpefbl CTaBUT Nepen opraHusaunen cnoxHole 3agadun. [nsa peweHuss aTux
3afadv opraHumsauna morna obl nocHnTate HEODXOAUMBLIM UCMONL30BaTh pasfiMyHble PopMbl YNyYLLEHNS B
OOMNONMHEHME K KOPpPEKLUUN U NOCTOAHHOMY YIyYLLEHUIO, HanpuMep, Takne Kak NpopbIBHOE U3MeHeHUe, MHHOBa-
LS U peocpraHnsauus.

B HacTodwWweM cTaHaapTe UCNOMNb3YyoTCA criegyolne rnarofnbHble QpOPMBbI:

- «J0IKHa» ykasbiBaeT Ha TpeboBaHme;

- «crneayeT» ykasblBaeT Ha pekoMeHaauuo;

- «MOTNo Bbl» yKasbiBaeT Ha paspelleHune;

- «MOXeT» yKa3blBaeT Ha COCOOHOCTb U BO3MOXKHOCTb.
NHdopmaLunsa, obosHavyeHHasa Kak «[TpumevaHme», HOCUT XapakTep PYKOBOAALLMX YKasaHUA O NOHN-

MaHNs NN pa3bACHEHNSA COOTBETCTBYOLLLEero TpeboBaHus.

0.2 NpuHUUNBI MeHeOXMEeHTa KavyecTBa

Hactodawmn ctaHgapT OCHOBAH Ha NpuHUMnax MeHegXmeHTta kavectBa, onncaHHbIiX B MCO 9000. Onunca-
He BKNoYaeT QOopMYNMUPOBKY KaXkaoro npuHumMna n o6ocHoBaHWe, novemy NPpUHLKN BaXKeH ANga opraHunsauunu,
a Takke HeKOoTopble NpUMepbl NPenMyLLecTB, CBA3aHHbIX C MPUHLMNOM, U NpUMepbl TUMUYHBIX AENCTBUN NO
YNy4dLleHWUIo pe3ynbTaToB AeATENbHOCTU OpraHusaLum npm npUMeHeHUM npuHumna.

[TonHUMNBI MEHEKMEHTA KaYvecTBa:

- opueHTaumsi Ha noTpebuTens;

- NNAOEepPCTBO;

- B3aunmoaeuncTtsue noaen;

- NpoLeCcCHLIXM Noaxoa;

- ynyJdlleHue;

- NPUHATUE peLlleHnIA, OCHOBaHHbLIX HA CBUAETENbCTBAX;
- MeHeg)KMeHT B3aMOOTHOLUEHUWN.
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0.3 lNpoueccHbin noaxon

0.3.1 O6wuMe NnonoxXeHUnR

HacToswuii cTaHaapT HanpaBneH Ha NPUMEHEHUe «NPoLeCcCHOro noaxoaa» nNpu paspaboTke, BHeApe-
HUU U yNyJLLEHUN Ppe3ynNbTaTUBHOCTU CUCTEMbI MEHE)XKMEHTA Ka4eCTBa B LlensaX NOBbILLEHUS YAOBNETBOPEH-
HOCTK nNoTpedburenen nyrem BobINONMHEHNS X TpeboBaHMN. KOHKpeTHbIE TpeboBaHuA, NPU3HAHHbLIE BaXXHbIMU
01 BHeQpeHUs NpoLeccHOro noaxona, BKMo4YeHbl B nogpasgen4.4.

[ToHMMaHne U MEHE)KMEHT B3aMMOCBS3aHHbIX MPOLECCOB KaK CUCTEMbI CNOCOOCTBYET pe3yrbTaTUBHOC-
TN U 3(PPEKTUBHOCTU OpraHm3aLm B JOCTMXKEHMN HAMEYEHHbIX Pe3ynbTaTtoB. ITOT NOAX04 NO3BOSIAET Opra-
HU3auUn ynpasnsaTb B3aMMOCBA3AMU U B3aUMO3aBUCMMOCTAMM MEXAY npoLeccaMmm CUCTEMbI, TaK 4YTO obuime
pe3ynbTaTbl 4eATENIbHOCTU OpraHn3aumm MoryT ObiTb yiy4LUEHb!.

[TpoLEeCCHbIM NOAXO0A BKIMKYAET B CEDS cUCcTEMaTUYECKOE onpeaeneHne U MEHEIKMEHT NPOLIeCCOB U UX
B3aUMOENCTBUA TAKUM 0Dpa3oM, 4UTobbl AOCTUraTh HaAMEUYEeHHbLIX Ppe3ynbTaToB B COOTBETCTBUN C NONUTUKOW B
obnacTtu KavyecTBa U cTpaTerm4eckum HanpasneHnem opraHusaumn. MeHeXKMEHT NPoLLECCOB U CUCTEMBbI KaK
eAMHOro LIeNoro MoXeT gocturatbca npu ucnons3osaHum uukna PDCA (0.3.2) coBMecTHO ¢ 0COObIM BHUMAHMU-
EM K PUCK-OPUEHTUPOBAHHOMY MbILLNEHUIO (0.3.3), HaueneHHbIX Ha UCNONb30BaHME BO3MOXHOCTEN N NPeaoT-
BpallleHUe HexXxenaTenbHbIX Pe3ynbLTaToB.

[lpymMeHeHune NpoLeccHOro Noaxoaa B CUCTEME MEHEXKMEHTA Ka4eCcTBa No3BOJISIET:

a) NOHWMaTb M NOCTOSAHHO BLIMOJIHATL TPeboBaHuS;

b) paccmartpuBaTh NpoLecchl C TOYKU 3peHns 4obaBneHnsa MMu LLEHHOCTW;

C) AgocTturatb Ppe3yrbTaTUBHOIO (PYHKLNOHMPOBaHWS NPOLLECCOB;

d) ynydwartb npouecchl Ha OCHOBE OLeHUBaHUSA OaHHbIX U UHCPOPMAaLIMA.

PucyHok 1 gaet cxematnyHoe nsobpakeHme nodoro npouecca n UNniCcTpupyeT B3anMoCBA3b Sr1eMEH-
TOB npouecca. KOHTponbHbIE TOYKM MOHUTOPUHIA U UBMEPEHUS, HEODXoaMMbIE ANS ynpaBneHus, ABNSTCS
cneundrnyeckMMn ans Kaxkaoro npouecca n 6yayt BapbupoBaThbCs B 3aBUCUMOCTU OT COOTBETCTBYIOLLIMX
PUCKOB.

NCTOYHUKN NonyvyaTtenwu
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Bo3MoOXHbIe CpeacTBa ynpaBneHus,
a Taloke KOHTPONbHbLIE TOMKU A5

MOHWUTOPHUHIa 1 U3MEPEHNIA pe3ynbTaToB
AEATENbHOCTIA

PucyHok 1 — CxemartnyHoe nsobpaxxeHue aneMeHTOB npouecca

0.3.2 Uukn «lMnaHupyu — fQenan — lNpoBepan — [leucTBYU»

Linkn PDCA MoXxeT ObiTb NPUMEHEH KO BCEM NpoLeccaM U K CUCTEME MEHE)KMEHTA Ka4eCTBa B LLENOM.
PucyHok 2 wnnioctpupyeT Kak pasgenst 4—10 moryt ObiTb CrpynnupoBaHbl B COOTBETCTBUN C LIMKITOM
PDCA.
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[TpnumeyaHune—Lndpbl BCcKOOKaX ABNAKTCA CCbINIKaMU Ha pa3gernbl HacToALero ctaHgapTa.

PucyHok 2 — N3006pakeHne CTPYKTYpbl HACTOALWEro ctaHaapTta B cooTBeTcTBMU € Luknom PDCA

Linkn PDCA MOXHO KpaTKo onucaTb Tak:

- NNaHupyn — paspaboTka Lenen CUCTEMbI 1 ee NPOLLeCCOoB, a Takke onpeaeneHne pecypcos, HEOOXO-
ONMbIX A5 JOCTUXKEHUS pe3yribTaToB B COOTBETCTBUM C TpeOOBaHMAMM NOTpebUTENen 1 NoNMTUKOM OpraHm3a-
LK, onpeaeneHne n paccMoTpeHne PUCKOB 1 BO3MOXXHOCTEN;

- [enan — BbINOJSIHEHNE TOro, YTO ObINO 3anaHMPOBAaHO;

- NPOBEPSAN — MOHUTOPUHI U (TaMm rae 3To NPUMEHUMO) U3MEPEHME NPOLIECCOB, NPOAYKLMN 1 YCIYT B
CpaBHEHUW C MOTNTUTUKOWN, LensaMun, TpeboBaHMS MM 1 3annaHMPOBaHHbIMN ENCTBUSIMU M COODLLIEHNE O Pe3yIib-
TaTax;

- AEUCTBYMN — MPUHATUE MEP MO YNYYLLUEHUIO Pe3yNbTaToB AEATENBbHOCTU B TON CTENEHWU, HACKOSTbKO 3TO
Heobxoamnmo.

0.3.3 Puck-opnmeHTMpoBaHHOE MbILUSIEHUE

Puck-opneHTnpoBaHHoe MbilineHne (A.4) HeOOXOAMMO AN OOCTMXKEHUS Pe3ynbTaTUBHOCTU CUCTEMDI
MEHeKMeHTa kadecTBa. KoHLenums puck-opmeHTMPOBAHHOMO MbILLINEHUS Nogpa3yMeBarnach B npeablayLUen
BEPCUM HACTOSALLEro cTaHgapTa, BKYasa, HanpMMep, BbINMONMHEHWE nNpeaynpexaarLwmnx JeNCTBUN, Hanpas-
NTEHHbIX Ha UCKNIOYEHNE NOTEHLUMAarbHbIX HECOOTBETCTBUIN, aHann3 NoObIX HECOOTBETCTBUIN, KOTOPbIE BO3HU-
KalT, W NPUHATME Mep MO nNpeaoTBPALUEHUID WX MNOBTOPEHUSI, COOTBETCTBYKOLWMX MNOCNEACTBUAM
HECOOTBETCTBUS.

UTOObI COOTBETCTBOBATL TPEOOBAHUAM HACTOALLEro ctaHgapTa opraHm3aunm HeobxoanmMo niaHupo-
BaTb N BHEAPATb AENCTBUSA, CBSA3aHHbIE C PUCKAMU N BO3MOXHOCTAMWU. HanpaBneHune ycunmm Ha pucku n Bo3-
MOXHOCTU cO34aeT OCHOBY [A519 MNOBbIWEHUA pPe3ynbTaTUBHOCTM CUCTEMbl MEHeO)XMeHTa KadyecTBa,
OOCTMXKEHMS YIy4HLLEeHHbIX pe3ynbTaToB 1 NpeaoTBpalleHme HebnaronpuaTHbIX NOCNeacTBUN.
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Bo3MOXXHOCTU MOTYT BO3HUKHYTb B CUTYaLUK, 6naronpuaTHOM AN JOCTUXKEHUA HaMEeYeHHOoro pesybTa-
Ta, HanNnpPMMep, Kak COBOKYMHOCTb 0OCTOATENbCTB, NO3BOMANLWMX OpraHn3auum npueriekaTb notpedbutenen,
pa3pabdaTbiBaTb HOBYI MNPOAYKLUMIO U YCNYrK, cokpalwlaTb OTXOAbl UMA MOBbIWATL MPOU3BOANTENIbHOCTD.
[lencTBnA B OTHOLLEHUX BO3MOXHOCTEM MOryT TakKe BKNOYaTb PACCMOTPEHUE CBA3AaHHBLIX C HUMU PUCKOB.
PuUck 3To BNMaHME HeonpeaeneHHoCTH, UNnobas Takasa HeonpeaeneHHOCTb MOXeT UMETb MNONOXKUTEeNbHbIE NI
oTpuLaTenbHble BO3AeNCTBUSA. [ToNoXnTEeNbHOE OTKITOHEHUE, BbITEKAalOLEee U3 pUCKa, MOXKET co3JaTb BO3MOX-
HOCTb, HO HE BCE MONOXUTENbHbIE OTKITOHEHUS MPUBOAAT K BO3ZMOXHOCTSAM.

0.4 B3anmMocBA3b C APYrMMU CTaHOapPTaMM1, NpeaHa3Ha4YeHHbIMU 4N CUCTEM MeHeA)KMeHTa

B HacTodleM cTaHgapTe NpUMeHeHa CTpYKTypa, paspabdotaHHas MCO anga ynyJdlleHunst cornacoBaHHOC-
T Mexay ctaHgaptamm NCO Ha cucTeMbl MeHepKMeHTa (CM. npunoxxeHune A.1).

Hactodawmm ctaHgapT NO3BONSAET opraHMsaum npUMeHsATb NPpoLeCcCHbIM Noaxod B couMeTaHU € LUKITOM
PDCA 1 pUCK-OPNEHTUPOBAHHBLIM MBILLNEHMEM C TEM, YTODBLI COrnacoBaTb UM UHTErPUPOBATL CBOK CUCTEMY
MEeHeKMEHTAa KavyecTBa ¢ TpeboBaHUAMM APYrMX CTaHOAPTOB HA CUCTEMBI MEHEDKMEHTA.

Hactosawmn ctaHaapT ceasaH co ctaHgaptamu MCO 9000 n MCO 9004 cneayrowinm obpasom:

- NCO 9000 «Cuncrtembl MeHeKMeHTa KavecTBa. OCHOBHbIE NONMOXEHUS U CNOBapb» CO34aeT BaXKHYIO
OCHOBY ANA HaaneXxallero NoOHMMaHUsA 1 BHeApeHNA HacTosILLEerc ctaHgapTa.

- NCO 9004 «MeHemKMeHT AN AOCTUXKEHUS YCTOUUMBOTO yernexa opraHmsaunn. INoaxoa Ha ocHOBe
MEeHeKMEeHTa KauecTBa» AaeT PyKOBOACTBO opraHusaumsam, CTpEMSLLMMCSH NPeB30OUTN TpeboBaHUA HaCcTOoS-
Lero ctTaHgapTa.

[TpunoxeHne B coaepXnT cBeaeHUst 0 ApYyrnx MeXxayHapoaHbiX cTaHgapTax B 06nact MeEHEAXKMEHTA
KayecTBa U cTaHAapTax Ha CUCTEMbl MEHEPKMEHTa KavecTBa, KoTopble bbinu paspadoTtaHbl UCO/TK 176.

HacTosLwmn ctaHaapT HE COAePXKNT KOHKPETHLIX TpeboBaHUM K APYrMM CUCTEMaM MEHEeKMEHTA, TaKUM
Kak 3KONMOrmM4yecknin MeEHeKMEHT, MEHE)KMEHT De30NacHOCTU Tpyaa U oXpaHbl 340p0BbA MNU PUHAHCOBLIN
MEHEIKMEHT.

OTpacneBble cTaHAapTbl HA CUCTEeMbl MeHeMKMeHTa KadecTBa paspaboTaHbl ANd psiga oTpacnen Ha
OCHOBe TpeboBaHWW HacTosALLEro ctTaHaapTa. HekoTopble U3 3TUX CTaHAAaPTOB yCTAHaBNMUBAT AOMNONMHUTENb-
Hble TpeboBaHUA K CUICTEME MEHEPKMEHTA Ka4YeCTBa, B TO BPEMS KaK ApYyrne orpaH1U4nMBatoTCsl npeaocraBne-
HMEM PYKOBOASALLUX YKa3aHMN Mo NPUMEHEHUIO HACTOSILWEro cTaHaapTa B paMKax KOHKPeTHOW oTpachu.
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HAUUWOHANBbHBILU CTAHOAPT POCCUUCKOWNW OGEOLEPAUUNMN

CUCTEMblI MEHEOXMEHTA KAHYECTBA

TpeboBaHuUA

Quality management systems. Requirements

INaTta BBegeHnsa — 2015—11—01

1 Ob6nacTb NpUMeHeHus

HacTosimn ctaHgapT ycTaHaBMBaeT TpeboBaHUA K CUCTEME MEeHePKMEHTa KavecTBa B TeX Cny4vasix,
Korga opraHusauums:

a) Hy)XXOaeTcd B AeMOHCTpaU M CBOEN CNOCOBHOCTM MOCTOSAHHO NOCTABNATL NPOAYKLUIC U(UNK) YCITyTHn,
oTBevawLwme TpedboBaHnsaAM notTpebutenen n NpUMEeHMMbIM 3aKoHoAaTeNbHBIM U HOPMAaTUBHBIM NPaBOBbLIM
TPeboBaHUAM;

b) cTaBUT CBOEN LENbIO NOBbILLIEHNE YAOBNETBOPEHHOCTU NoTpebutenen NnocpeacTBOM pe3ybTaTUB-
HOrC NPUMEHEHUSI CUCTEMbI MEHEPKMEHTa KadvecTBa, BKOYAasi NpoLUecchl ee ynydleHusi, 1 obecreveHune
COOTBETCTBUA TpeboBaHUAM NoTpebutenen n NpPUMEeHNMbIM 3akoHoAaTeNbHbIM U HOPMAaTUBHBLIM MPaBOBLIM
TpeboBaHUAM.

Bce TpeboBaHMs HACTOSILLEro cTaHgapTa HOCAT oDLWKMIA XapakTep 1 npeaHasHadveHsbl A5 MpUMeHeHUs
NnobbIMK opraHnU3ayMsiMm He3aBUCUMO OT UX Buaa, pasMepa, NocTaBnsieMon NpoayKkumm 1 npeaocTaBnsieMbiX

YCIyT.

[TpumevyaHwmns

1 BHacTosiwem cTtaHgapTe TEPMUHbI «MPOAYKLMA» UITU KYCNYra» NPUMEHMMbl TONbKO K NPOAYKLUW M YCIYram, KOTO-
pble NpeaHasHavyeHbl nnu 3aTpeboBaHbl noTpebuTenem.

2 3akoHogaTelnbHble MHOPMATUBHbBIE MPABOBbLIE TPEDOBaAHUA MOTYT BbITb 0003HAYEHbI KAK NPAaBOBbLIE TPEOOBAHUS.

2 HopMaTuBHbIE CCbINIKN

Cneayowmm AOKYMEHT, NONHOCTLIO UMW YaCTUYHO, ABNSAeTCA HOPMaTUBHOW CCHINTIKOW AN HAcTOosALWEero
cTaHgapTa n Heobxoaum Ang ero npuMmeHeHus. ns gatupoBaHHbIX CChINOK NPUMEHSIETCS TONBbKO YKasaHHas
Bepcud. [na HegaTUpPOBAHHLIX CChINTOK NPUMEHSIETCH NOCNeaHNAs1 BEPCUS CChINIOYHOMO AOKYMEHTa (BKIoYas
Nodble NonpaBKK).

NCO 9000:2015 Cuctema meHepkmeHTa KadecTBa. OCHOBHbIE NMOMOXKEHUS U CNOBapb

3 TepMUHbI N onpegeneHus

B HacTodlWweM cTaHgapTe npuMeHeHbl TepMUHbI M onpeaeneHns, aaHdslie B MCO 9000:2015.
4 Cpepa opraHmnsayumm

4.1 NNoHUmMaHue opraHnsaymm n ee cpegbl

OpraHusaumna 4omkHa onpeaeniTb BHELLHUE N BHYTPEeHHUe haKTopbl, OTHOCALLMECS K ee HaMepPeHUAM U
cTpaTerMyeckomMy HanpasleHUIO U BNUaLWmMe Ha ee CNOCODHOCTbL A0CTUraTbh HaMedyeHHOro(bIX) pesyrbTa-
Ta(oOB) ee CUCTeMbl MeHePKMeHTa KayecTBa.

OpraHusauunga 4OMKHA OCYLLEeCTBNSATE MOHUTOPUHT M aHanu3 MHgopmMaunn 06 3TUX BHELLHNX N BHYTPEH-
HUX pakTopax.

U3paHune odbmumanbHoe
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[TpumevyaHwmns

1 PaccmatpuBaemble PakTopbl UMK YCITOBUA MOTYT BbITb MNONOXUTENBHBIMW UNN OTPULATENBHBIMN.

2 [loHMMaHuio BHELWHEN cpeabl MOXET CnocobCTBOBATL pacCcMOTpeHne PakTOpPoOB, CBA3AHHbIX C 3aKkoHOAATENb-
HOW, TEXHONOINMY€CKOW, KOHKYPEHTHOWU, PbIHOYHOW, KYNbTYPHOWU, COUMAaNbHON U SKOHOMMNYECKOW CPeaon Ha MeXxayHapoa-
HOM, HAUMOHANbHOM, PErMTMOHaNIbHOM UTM MECTHOM YPOBHE.

3 NoHMMaHUIO BHYTPEHHEN Cpedbl MOXET CNocobCTBOBATL PpacCMOTPEHNE PAaKTOPOB, CBA3AHHbLIX C LEHHOCTAMMU,
KyNbTYPOW, 3HAHUSAMM U pe3ynbTaTamMu padboTbl OpraHm3asunm.

4.2 NMoHUuMaHue NnoTpebHOCTEU U OXKUOAHUNA 3aUHTEpPeCOBaHHbIX CTOPOH

C y4yeTOM BMUAHUS, KOTOPOE 3aUHTEPECOBAHHbBIE CTOPOHLI OKa3bIBAKOT UMM MOTYT OKasaTb Ha Crocob-
HOCTb OPraHn3aUnmM NOCTOAHHO NOCTaBIATL MPOAYKUNIC UYCIYTrn, 0TBeYarLme TpedboBaHnaAM noTpedbuntenein u
MPUMEHUMBIM K HUM 3aKkoHodaTerlbHbIM U HOPMaTUBHBLIM NPAaBOBbLIM TpeboBaHUAM, opraHu3auna OOIMKHa
onpegennTb:

a) 3auHTepecoBaHHbIE CTOPOHLI, UMEIoLLME OTHOLLIEHNE K CUCTEME MEHEPKMEHTAa Ka4vecTBa;

b) TpeboBaHUS 3TUX 3aNHTEPECOBAHHLIX CTOPOH, OTHOCALLMECS K CUCTEME MEHEPKMEHTA KavecTBa.

OpraHnsauus OomkHa ocyLecTBNSATb MOHUTOPUHT 1 aHanu3 nHdopmMaumn 06 3TUX 3aUHTEepeCOBaHHbIX
CTOPOHAaX N X COOTBETCTBYIOLUX TPEOOBaAHUSAX.

4.3 OnpepeneHue obnacT npuMeHeHUs CUCTEMbI MeHe)KMEeHTa KavyecTBa

OpraHu3auna aofmwkHa onpeaennTtb rpaHnllbl CUCTEMbI MEHEKMEHTA KaueCTBa U OXBaThbIBAEMYIO €10
0esaATenbHOCTb, YTODbI YCTaHOBUTL 0OMacTb ee NPUMEHEHNS.

[Tpn onpegeneHnn obnact NPUMEHeHUA opraHn3aLus AomKHa paccMmaTpuBaThb:

a) BHellHWe N BHYTpeHHWUe pakTopbl (CM. 4.1);

b) TpeboBaHWA COOTBETCTBYHOLWNX 3aMHTEPECOBAHHLIX CTOPOH (CM. 4.2);

C) NPOAYKLUMIO U yCrnyrn opraHusaunn.

OpraHunsauunsa 4omkHa NpUMeHATb BCe TpeboBaHUA HACTOSILWEro ctaHaapTa, eCnm 3T TpeboBaHMS NpuU-
MEHUMBbI B Npeaenax yCTaHOBMEHHON 00NacTn NPUMEHEHNS ee CUCTEMbI MeHeJ)KMeHTa KauecTBa.

ObnacTb NPUMEHeHNs1 CUCTEMbl MEHEQ)KMEHTa KayecTBa opraHusauum AomkHa OblTb 4OCTYNHA, paspa-
DaTbIBATLCA, akTyannsnpoBaTbecs U NPUMEHATLCA Kak AOKYMeHTUpoBaHHaa MHpopMauna. Obnactb npUumMeHe-
HUASA OOMKHA YKa3blBaTb Ha OXBaTkiBaeMble BUAbI NPoAyKLUMK U yCNyTr U AaBaTb 0O60CHOBaHWE ANA UCKMOYeHNUS
TpebOoBaHUSA HACTOSLWEero ctaHaapTa, KoTopoe OHa onpeaenuna kak HenpumMeHUMMoe K ee obnactn npmMeHeHUS
CUCTEMEI MEHeKMeHTa KavyecTBa.

CooTBeTcTBME TPebOBaHMAM HACTOALWEro cTaHAapTa MOXeT ObIThb 3asBNEHO TOMbKO B TOM crydae, ecrnm
TpeboBaHnsA, onpeaeneHHble Kak HenpuMeHUMble, He BANSAT Ha CNoCcOBHOCTb UMM OTBETCTBEHHOCTb OpraHu-
3aLnm obecnevymBaTb COOTBETCTBUE NPOAYKLAN U YCITYT U NOBLIWATL YAOBNETBOPEHHOCTL NOTpebutenen.

4.4 Cuctema MeHeQ)XMeHTa Ka4vyecTBa U ee npoLecchl

4.4.1 OpraHusauuns gomxHa paspadboTaTb, BHEAPWUTL, NOAAEPXKMBATL U NOCTOSAHHO YNyUdllaTb CUCTEMY
MeHepKMeHTa KadyecTBa, BKItovas HeobxoamMmble NpoLecchbl M X B3aMMoJeNCTBUA, B COOTBETCTBUNM C Tpebo-
BaHUAMMW HaACTOSLWero ctaHgapTa.

OpraHnsauunsa gomkHa onpeaensTb npouecchl, Heobxoanmble AN CUCTEMbl MeHeXXKMEeHTa KavecTBa, U
NX MPUMEHEHNE B paMKax opraHmnsaummn, a Takxke:

a) onpenenatb Tpebyemble BXoAbl U OXaaeMble BbIXoObl 3STUX NMPOLLECCOB;

b) onpenenaTb NocneaoBaTeNbHOCTL M B3aUMoOeUCTBUE 3TUX NPOLIECCOB;

C) onpeaendaTb U NPUMEHATL KpUTEPUN U MeToabl (BKNoYasd MOHUTOPUHT, U3MepeHUa N COOTBETCTBYIO-
LLIME noKa3aTenu pesynbTaToB ASATENBHOCTU), HeObXoAUMBIE ANA obecneveHnst pes3ynbTaTUBHOIO PYHKLUMO-
HUPOBaHUA 3TUX NPOLECCOB U yNnpaBlieHNAa UMU;

d) onpenensitb pecypcol, HeobXxoanMbIE AN 3TUX NPOLLECCOB, N 0becneyvnTb NX AOCTYNMHOCTb;

e) pacnpeaensaTtb 00A3aHHOCTU, OTBETCTBEHHOCTL M NONTHOMOYNS B OTHOLLUEHWNN 3TUX NMPOLLECCOB;

f) y4UTbIBaATb PUCKU U BOSMOXKHOCTW B COOTBETCTBUU C TpeboBaHNAMKU nogpasgena6.1;

g) OLEHUBATb 3T NPOLIECCHI M BHOCUTL NM0ObIE N3MEHEHUS, HeobxoauMbIe Anst ocbecneyYyeHus Toro, UTo
NpoLecchl 4OCTUraloT HaMEeYeHHLIX pe3ynbTaToB;

h) ynydwatb npouecchl U CUCTEMY MeHepKMeHTa KavecTBa.

4.4.2 OpraHnsauus gomkHa B HeobxoaMmMom odbbeme:

a) paspabaTbiBaTb, akTyannuampoBaTb UNPUMEHSITb AOKYMEHTUPOBAHHYO MHGopMaLnio Anst cbecneve-
HUA PYHKLUMOHUPOBAHNA NPOLLECCOB;

b) perncTprupoBaTb M COXPaHATbL AOKYMEHTUPOBaHHYIIO MHPOPMaUnto ANg obecneveHns yBepeHHOCTU B
TOM, UTO 3TU NPOLECChI OCYLLIECTBMIAOTCS B COOTBETCTBUM C TEM, KaK 3TO ObINO 3annaHnpoBaHo.
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5 JlnpepctBO

5.1 JllnpepcTBO N NpUBEPXEHHOCTb

5.1.1 OOLwWune nonoxeHus

Beicllee pykOBOACTBO AO/MKHO AEMOHCTPUPOBATL CBOE NUAEPCTBO U NPUBEPXKEHHOCTL B OTHOLLUEHUN
CUCTEMbI MEHe>)KMeHTa KayecTBa nocpeqCTBOM:

a) NMPUHATUA OTBETCTBEHHOCTU 3a Pe3yNbTaTUBHOCTb CUCTEMbI MEHEAXKMEHTA Ka4eCTBa;

b) obecnevyeHUa paspadbOTKMU NONTUTUKU K Lienen B 0bNnacTn kKadvecTBa, KOTOpbIe COrnacyrTCs C YCNOBUS-
MW cpeabl OpraHusaunm n ee cTtpaTermieckum HarnpasneHne Mm;

c) obecneveHunst UHTerpauun TpeboBaHUN CUCTEMbI MEHEXKMEHTA KavyecTBa B OM3HEC-NPOLLECChI opra-
HU3aLnu;

d) cogencTesua NpUMeEHeHMo NPoLEeCcCHOro noaxoaa v pUck-opnMeHTUPOBaHHOMO MblLUEHUS;

e) obecnevyeHnst AOCTYNHOCTU PECYPCOB, HEODXOAUMBIX AMNHA CUCTEMbI MEHEXKMEHTAa Ka4yecTBa;

f) pacnpocTpaHeHuda B opraHmsalm NOHMMaHUA BaXXKHOCTU pe3ynbTaTUBHOMO MeHeXKMeHTa kayecTBa U
COOTBETCTBUA TPeDOBAHUAM CUCTEMbI MEHEePKMEHTa KaueCTBa,;

g) obecnevyeHUa OCTUXKEHNS CUCTEMOU MeHePKMeHTa KayecTBa HaMeYeHHbIX pe3ynbTaToB;

h) BOBNeYeHUd, pykOBOACTBA U oKasaHUA nogaepXkn ydactus paboTHUKOB B obecneyvyeHUn pesynbTa-
TUBHOCTU CUCTEMbI MEHEIXKMEHTa Ka4eCTBa,;

1) nogaepXXky ynydlieHus;

|) noagepXKy gpyrux COOTBETCTBYIIOWMX pyKoBogUTENEN B AeMOHCTpaLM UMN NnaepcTBa B cgpepe Ux
OTBETCTBEHHOCTU;

[ PMMEe4yYaHWE— CnoBo «bM3HEC» B HACTOS wemM CtaHgaprte creayet noHMMaTb B LWUPOKOM CMbICIE, KaK OTO-
6pa}|{eHme BMOOB AeATElIbHOCTU, KOTOPbIE ABINAKOTCAH KITHOYEeBbIMU AT14 LI,EJ'IEI:;I CywecCrsoBaHUA OpraHn3aumn, He3aBNCUMO
OT TOIO, ABITHAETCH J1IN OHA FOC)/,EI,EIDCTBEHHOI;I, 4YaCTHOW, CTaBUT NN OHA CBOEN UeNbo NolnyvYyeHne ﬂpM6bIﬂM I HET.

5.1.2 OpueHTauuda Ha noTpeduTtenen

Bricllee pykoBOACTBO AOMKHO AEMOHCTPUPOBATL NUAEPCTBO N NPUBEPXKEHHOCTL B OTHOLLIEHWUN OpUEH-
Tauun Ha NoTpebuTenen nocpeacTBOM obecnevyeHunst Toro, YTo:

a) TpeboBaHMA NOTpebUTeNnen, a TaKke NPUMEHUMbIE 3aKoHOAAaTEe bHbLIE U HOPMAaTUBHbLIE NPAaBOBLIE
TpeboBaHUs onpeaeneHbl, NOHATLI U HEU3MEHHO BbINONHATCS;

D) PUCKKU N BO3MOXXHOCTU, KOTOPbLIE MOTYT OKa3bIBaTb BIIUSIHAE HA COOTBETCTBME NPOAYKLUMN N YCIYT U HA
CMNOoCOBHOCTL MOBLILLATL YAOBNETBOPEHHOCTL NOTPEbUTENen, onpeaerneHbl U pacCMOTPEHbI;

C) BLUEHTPpEe BHUMAHUSI HaXxoaUTCS NMOBbILIEHME YAOBNETBOPEHHOCTU NOTRebutenen.

5.2 lNMonutuka

5.2.1 Pa3paboTka nonnuTuku B o6nacTu KayecrtBa

Bricluee pykOBOACTBO AOIMKHO pa3paboTaTh, peann3oBbiBaTh U NoAAepXNBATb B aKTyanbHOM COCTOSA-
HUAW NONUTUKY B 0DNacTU KavecTBa, KoTopas:

a) COOTBETCTBYET HaMepeHUaM U cpede opraHusauunm, a Takke nogaepXumBaeT ee cTpaTernyeckoe
HanpaBneHne;

b) co3naeT OCHOBY ANA YCTAaHOBMNEHUSA Lienen B 0bnacTu KavuecTBa;

C) BKNtovaeT B cebsa 00s3aTeNbCTBO COOTBETCTBOBATL NPUMEHUMBIM TPEOOBaHUAM;

d) BkNtovaeT B cebs 00513aTeNbCTBO MNOCTOAHHO yNy4yllaTh CUCTEMY MEHEPKMEHTAa KavyecTBa.

5.2.2 [NloBeaeHUe NONMUTUKN B OONACTU KavyecTBa

[lonnuTnka B obnacTu KadecTBa A0KHA:

a) ObITb 4OCTYMHON U NPUMEHSTBLCS KAk AOKYMEHTUPOBaHHasA MHpopMaLns;

b) ObITb AOBEeAEHHON A0 cBeAeHUSA PabOTHUKOB, MOHATHOW U MPUMEHAEMOW BHYTPW OpraHnsaLuunm;

c) ObITb AOCTYNHOM NOAXoAALLMM CNOCODOM ANdA COOTBETCTBYIOLLUX 3aUHTEPECOBAHHbLIX CTOPOH.

5.3 ®YHKUUU, OTBETCTBEHHOCTb Y NOJTHOMO4USA B OpraHusayuu

Bricliee pykoBOACTBO AOMKHO obecneynTs onpeaeneHue, aoseaeHne Ao paboTHMKOB M NOHUMAaHNE B
opraHusaunmobssaHHOCTEN, OTBETCTBEHHOCTM U MONMHOMOYNIA AN BbINONHEH U COOTBETCTBYOLLNX OYHKLNA.

Bricliee pyKOBOACTBO AOMMKHO pacnpedennTtbs 0043aHHOCTU, OTBETCTBEHHOCTb U MONHOMOYNSA ANS:

a) obecrneyeHUss COOTBETCTBUA CUCTEMbI MEHEeQ)KMEHTa KadyecTBa TPebOOBAHUSIM HACTOSALLEro cTaH-
napTa;

b) obecneyvyeHUa nonyvyeHUa HaMeYeHHbIX pes3ynbTaToB NPOLECCOB;

C) OTYETHOCTWU BbICLUEMY PYKOBOACTBY O pe3ynbTatax PYHKUMNOHUPOBAHUA CUCTEMbl MEHEeOAXMEHTA
KayecCcTBa M BO3IMOXHOCTAX ee ynydlleHus (10.1);

d) noaaepXkn opueHTaunm Ha noTpebuTens Bo BCer opraHnu3aLnm;
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8) COXPdAdHEHWNA LEJTOCTHOCTU CUCTEMbBlI MEHEOXMEHTa KaYveCTBa NpU NnitanpoBaHM 1 BHEAPEHNN U3ME-
HEHWUA B CUNCTEMY MEHEOXMEHTA Ka4eCTBAd.

6 lNMnaHunpoBaHue

6.1 [dencTtBUA B OTHOLLEHUN PUCKOB U BO3SMOXHOCTEN

6.1.1 lpun nnaHnpoBaHUM B cucTeMe MeHeIKMeHTa KavyecTBa opraHmsaumna AokHa y4ecTb pakTophl
(cM. 4.1) nTpeboBaHus (cM. 4.2) nonpeaenunutb PUCKN N BOSMOXHOCTU, Noanexalyne paccMoTpeHUo ANS:

a) obecnevyeHus yBEPEHHOCTUB TOM,YTO CUCTEMA MEHEAXMEHTA KaHECTBA MOXET AOCTUHb CBOUXHaAME-
HEeHHbIX PE3YJIbTAdTOB,

b) yBennyeHUa nxxenaemoro BrnsHUg;

C) npegoTBpalleHNs NN yMmeHbLlUeHUA UX HexxenaTerbHOro BIIMAHUA;

d) OOCTWXKeHWUA ynydlleHns.

6.1.2 OpraHnsauuna gormkHa nnaHupoBaThb:

a) AeUCTBUSA MO pacCMOTPEHUIO 3TUX PUCKOB N BO3IMOXHOCTEWN;

b) TO, Kakum cbpa3om:
1) MHTErpupoBaTh U BHEOPWUTb 3TU AEUCTBUA B NPOLeCChl CUCTEMbI MEHeKMeHTa KavecTBa (CM. 4.4 );
2) oUeHMBaTb pe3ynbTaTUBHOCTb 3TUX AEUCTBUN.

Mepbl, ipUHUMaeMble B OTHOLLEHUN PUCKOB U BO3MOXHOCTEN, A0MKHbI OblThb NPONoPLNOHANbHbBI UX BO3-
MOXHOMY BITUAHUIO HA COOTBETCTBME NPOAYKL NN U YCITyT.

[TpumevyaHwmns

1 BapwaHTbl pearmpoBaHusi Ha PUCKU MOTYT BKIoYaTh n3bexaHne pucka, Aonyu.eHue pucka ¢ Tem, 4tobbl oTcne-
ONTb BO3MOXHOCTU, YCTPAHEHNE NCTOYHUKA PUCKA, UBMEHEHNE BEPOATHOCTU UMW MNOCNEACTBUN, pa3geneHne pucka unm
cAep>XXUBaHUE pucka NnyTemM NpPUHATUS peLeHnsi, OCHOBaAHHOIO Ha MHpopmaLuunn.

2 BO3MOXHOCTM MOTYT MPUBECTU K NPUHATUIO HOBBIX MPAKTUK, 3anyCKy HOBOW MPOAYKUUN, OTKPbITUIO HOBBIX PbIHKOB,
NOSIBNEHUIO HOBbIX NOTPEbuTenen, NOCTPOEHUIC NAPTHEPCKUX OTHOLLEHNIW, NCMONb30BAHUIO HOBbIX TEXHONOIMI N APYInX
XKeNaeMblX U pearnbHbIX BO3MOXHOCTEWN, YTOObI y4ECTb NOTPEDHOCTM OpraHn3aumm unu ee notTpebutenen.

6.2 Llenn B obnactu KayecTBa 1 NNIaHUpoOBaHME UX AOCTUXKEHUA

6.2.1 OpraHnsaunsa gofmkHa yCTaHOBUTL LUenn B obnactu KavyecTtBa AN COOTBETCTBYHOLNUX PYHKL NN,
YPOBHEWN, a TaKXKe NpoLUeccoB, HeODXoAUMBIX ANA CUCTEMbI MEHEeQ)KMEHTAa KavecTBa.

Llenu B obnacTt kKavyecTBa AOKHbI:

a) OblTb cornacoBaHHbLIMW C NONMUTUKOW B 0ONacTU Ka4eCcTBa;

b) ObITb NAMEPUMBLIMMU;

C) Yy4UTbIBATb NPUMEHUMBblIE TpeDOBaHUSA;

d) ObITb CBA3aHHBIMU C 0BecrneveHnem CooTBETCTBUA NPOAYKLUN N YCIYT N NOBLILLEHWUEM YOOBNETBO-
DEHHOCTU NOTPpebuTenen;

e) noanexaTb MOHUTOPUHTY;

f) ObITb AOBEAEHHBIMU A0 PAabOTHUKOB;

g) akTyanuampoBaTbCs NO Mepe HeOBXOAUMOCTH.

OpraHunsauns gomkHa paspabaTtbiBaTh, akTyannsnpoBaTb UNPUMEHSATb AOKYMEHTUPOBaHHYO MHOpMa-
LUK O Lensx B 0bnactu kavecTBa.

6.2.2 [Npun nnaHnpoBaH AeUCTBUA NO AOCTMKEHUIO Lernen B obnacTn kavyecTBa opraHnsauns AoHKHa
onpeaennTb:

a) 4YTO AOJKHO ObITb CAENaHO;

b) Kakume noTpedyroTCs pecypchl;

C) KTOo OyaeT HECTU OTBETCTBEHHOCTD;

d) korga atn gencteusa 6yayT 3aBepLUEHbI;

) Kaknum obpaszom OyayT oLeHUBaTLCA pe3ynbTaThl.

6.3 NnaHupoBaHne U3MeHEeHUU

Tam, roe opraHusauus onpegenaeT HeobXoANMOCTb UBMEHEHUN B CUCTEME MEHEXKMEHTA KA4YeCcTBa, 3TU
M3MeHeHUA O0MKHbI OCYLLIEeCTBNATLCHA Ha NNaHOBOW OCHOBe (CM.4.4).

OpraHusaumst 4ofmKHa paccMaTpuBaTh:

a) ueslb BHOCUMOIro U3SMeHeHUA M BO3MOXHbIE NOCNeCTBUSA ero BHeCeHNUs;

b) LEenoCTHOCTb CUCTEMbI MeHe)KMeHTa KavyeCTBa;

C) AOCTYMNMHOCTb PECYPCOB;

d) pacnpegeneHune nnu nepepacnpegeneHne obs3aHHOCTEN, OTBETCTBEHHOCTU U NONHOMOYNNA.

D
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7 CpeacrtBa obecne4vyeHun

7.1 Pecypchl

7.1.1 OOLwWune nonoxeHus

OpraHusauusa gormkHa onpeaennts 1 obecnevynTtb HanUM4ne pecypcoB, HeobxoauMbIX AN paspaboTKuy,
BHeApEeHUd, noaaepXaHnst U NOCTOAHHOMo yNy4dlleHNs CUCTEMbI MEHEMXKMEHTA KaYecTBa.

OpraHunsauuna gofmkHa paccMmaTpuBaThb:

a) BO3MOXHOCTU U orpaHUYeHns, CBsA3aHHbIE C CYLLECTBYOLMMU BHYTPEHHUMU pecypcamMi;

b) TO, YTO HEODXOAMUMO NOMYYUUTb OT BHELLHWUX NOCTABLMKOB.

7.1.2 YenoBeudeckue pecypchl

OpraHusauus gomkHa onpegenntb U obecnevynTtb Hanuydne AOSBKHOCTHLIX N, HeobXoaumMbiX ANS
pe3ynbTaTUBHOIO BHeApeHUA CUCTEMbl MEHeKMeHTa KadvecTBa U Anga PyHKUMOHUPOBaAHUA U yNpaBleHUsa ee
npoueccamu.

7.1.3 NHdpacTpyKkTYypa
OpraHusauusa gomkHa onpeaennuTb, co3daTbh U nogaepkmBaTbe UHAPPACTPYKTYPY, HeobXoauMyo AnS

PYHKLUOHNPOBAHNA €e NPOLLECCOB C LIeNblo JOCTMXKEHNSI COOTBETCTBUSA NPOAYKLUUN U YCIIYT.

[TpunmedaHwue—VHPpacTpykTypa MOXET BKIIOYATb:

a) 37aHus U CBSA3aHHbIE C HUMU MHXEHEPHbIE CETU U CUCTEMBI;

b) obopyaoBaHue, BKIIOYas TEXHUHECKUE U NPOrpaMmMHbIe CPEACTBA;
C) TPaHCMOPTHbLIE PECYPCHI;

d) nHpopMaLNOHHBIE N KOMMYHUKALUMOHHbIE TEXHOMOIMW.

7.1.4 Cpepaagna pyHKUMOHUPOBaAHUA NPOLECCOB

OpraHusaLuna gosmKHa onpeaennTb, co3gaTh U NoaaepKmBaTtb cpeay, Heobxoaumyto Ans pyHKLMOHUPO-
BaHWA ee NpoLLeCCoB N AOCTMKEHNS COOTBETCTBUA TpeboBaHUAM K NPOAYKLMU N yCIyram.

[TpnumeyaHune—Illogxoaswas cpega MoOXeT NpeAcTaBnATb COOON coveTaHne YenoBeYeCKUX n PU3nveCcKknx
PaAKTOPOB, TAKUX KaK:
a) coumanbHble (HanpuUmMmep, OTCYTCTBUE ANCKPUMUHALNUW, CNOKOUCTBUE, DECKOHMNMUKTHOCTL);

b) ncmxonorndveckme (Hanpumep, CHUXEHME YPOBHSA CTpecca, NpodunakTuka 3MOoLMOHANbHOIoO BbIrOPaHUS, IMOLU-
OHarnbHas 3aWwmTa);

C) hunanveckme (Hanpumep, TeMmnepaTypa, TENMOBOU MOTOK, BNIAXXHOCTb, OCBELWEHNE, ABUXKEHUE BO3QyXa, TMTUEHA,
LLIYM).

AT hakTopbl MOMYT CYLLECTBEHHO Pa3nMyaTbCs B 3aBUCUMMOCTY OT NOCTABNSAEMbIX MPOAYKLUNU N YCNVT.

7.1.5 Pecypcbl gna MOHUTOPUHIa U U3MepeHUA

7.1.5.1 Obwune TpedboBaHUA

OpraHunsaums gomkHa onpegenuTb U NpeaocTaBUTh Pecypcbl, Heobxoanmele Angd obecnevyeHns MMeto-
LLIMX 3aKOHHYIO CUNY M HaOEXHbIX pe3ynbTaToB B TeX cnydaax, Korga MOHUTOPUHT UM U3MePEHUS UCNONb3YHOT-
CH ANdA NOATBEPXKAEHUA COOTBETCTBUA NPOAYKUNA N yCnyr TpeboBaHUAM.

OpraHusauua gomkHa obecneynTs, YTOObI NpeaoCcTaBNeHHbIE PECYPChI:

a) ObINN NPUroAHbIMUA ANA KOHKPETHOro Tuna npeanpuHMMaemMblX A€ UCTBUA NO MOHUTOPUHTY U U3Me-
PEeHNIO;

b) nogaepXMBanuch B LENaxX coOXpaHeHUs X NpUrogHoCcT ans npeaycMoTpeHHbIX Lerneun.

OpraHusauusa gomkHa perucTpmpoBaTh U COXpaHsATb COOTBETCTBYIOLLYIO AOKYMEHTUPOBaHHYO UHAOP-
MaL W Kak CBUAETENbCTBO NPUIroAHOCTU PECYPCOB ANA MOHUTOPUHIa U N3MepeHns.

7.1.5.2 TlpocnexmBaemMocCTb U3MepPEHUS

B Tex cny4asix, korga npocnexmBaemMocTb U3MepeHna aBnsaeTcs TpeboBaHMeEM UMK pacCcMaTpPUBAETCS
opraHusaLUnen B Ka4eCTBE BaXXHOI0 anemMeHTa Angd obecneyeHUs yBepeHHOCTU B MPaBOMOYHOCTU pe3ynbTaToB
N3IMEepPeHUs, NsMepuTenbHoe ocbopyaoBaHnUe AOMKHO ObITh:

a) oTKanMbpoBaHO U (UNN) NOBEPEHO Yepes yCTaHOBMEHHbIE Nepuoabl UNK nepea ero NpUMeHeHnem no
aTanoHam, nepeaarowiim pasmepbl eAUHULL B CpaBHEHUU C MeXayHapoaHbIMMU UNN HaUMOHaNbHbIMK 3TanoHa-
M. [pn OTCYTCTBUN TAKMUX 3TANOHOB Dasa, UCnonb3yemas ans KanmbdpoBKU UMK NOBEPKAU, AOIKHA ObITh 3ape-
TMCTPUPOBaHa U coXpaHeHa B KadecTBe AOKYMEHTUPOBaAHHOW MHGpOPMaLNN;

b) naeHTUPULUPOBAHO B LIeNsX YCTAaHOBIMEHUS UX cTaTyCa;

C) 3alUMLLIEHO OT PEryIMPOBOK, NOBPEXAEHUA N yXyaALIEeHUS COCTOSIHUS, KOTOpbIe caenann obl Heaen-
CTBUTENbHBLIMU CTaTyC KaNMBpOBKN KU NocneayoLue pesynbTaThl U3SMepPEHUN.
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OpraHusauus oomkHa onpeaennTb NPaBOMOYHOCTb NMpeablAyLWmMX pe3ynbTaToB MUSMEPEHUS B TEX CNy4a-
X, Koraa ObIno 0bHapyXXeHO, YTO U3MepUTENbHOE 0BOPYACBaHUE HENPUTCAHO ANSl NPUMEHEHNS MO ero NPSIMo-
MY HA3HAYEeHUIO N NPUN HECOXOAUMOCTM NPEeANPUHATL COOTBETCTBYIOLLIEE AEUCTBUE.

7.1.6 3HaHuUA opraHusauuu

OpraHusaunsa aoimkHa onpeaennTb 3HaHus, Heobxogmmble Ans PyHKUMOHUPOBaHUA ee NpoLeCcCoB U AN
OOCTUXKEHNSA COOTBETCTBUSA NPOAYKLU NN U YCIIYT.

3HaHNSA OCIMKHBI NOAAEPXUBATLCA U BbITb AOCTYNHBLIMU B HEOBX0AUMOM OBBLEME.

[Tpn paccMOTPEHUN N3MEHSIIOLLMXCS HYXKA U TEHAESHU M opraHn3aumns Ao/PKHa OLUEeHUBAaTL TEKYLLNIA YPO-
BEHb 3HAHUN N oNpeaensTh, KaKuM obpasom Nony4nTb N odbecnevunTs AOCTYN K AOMONHNTENbHBIM 3HAHUSIM U
MX HEOBXOOMMBIM ODHOBNEHUSM.

[TpumevyaHms

1 3HaHus opraHmsauum — 370 3HaAHUSA, cneynpnyHblie 4ns opraHn3anynm; 3HaHus, NoNy4YeHHbIE B OCHOBHOM U3 Olbl-
Ta. 3HAaHUS — 3TOMHOPMaLUNS, KOTOPas UCNONb3YETCH M KOTOPOM OOMEHNBAOTCSH ANA AOCTUXEHUS LEeNEen opraHn3auun,

2 OCHOBOW 3HAHUM OpraHmn3aunm mMoryT OblTb:

a) BHYTPEHHUE NCTOYHUKU (Hanpumep, UHTENNeKTyanbHas COOCTBEHHOCTb; 3HAHUS, NONY4YEHHbIE N3 ONbITA; BbIBO-
Abl, U3BNEYEHHbIE N3 HEYAAYHbLIX UITN YCNELLHbIX MPOEKTOB; COOP N OOMEH HEAOKYMEHTUPOBAHHBIMU 3HAHUSIMU N OMNbITOM,;
pe3ynbTaTthl yNyylWEeHUW NPOLECCOB, NPOAYKUWUN U YCINYT);

b) BHELWHWE NCTOYHUKK (HANpUMeEP, CTaHaapThl, HAy4YHOEe Co0bLWECTBO, KOHPEPEHUNN, CEMUHAPLI, 3HAHUSA, NOIY-
YEHHbIE OT NOTPEedUTENEN N BHELLHUX NOCTABLLNKOB).

7.2 KOMNeTeHTHOCTDL

OpraHnsaunsa gomkHa:

a) onpeaensitb HeOdXoANMYIO KOMNETEHTHOCTL NUL(a), BINMOMHSIOLWMX(ero) paboTy noa ee ynpaBnieHun-
eM, KOTopad okasbiBaeT BITIMAHME Ha pe3ynbTaThl AeATENTbHOCTU U Pe3yNbTaTUBHOCTb CUCTEMBI MEHEXKMEHTA
Ka4yecTBa;

b) obecne4ynBaTb KOMNETEHTHOCTb STUX MWL, HA OCHOBE COOTBETCTBYIOLWEro obpasoBaHust, NOAroTOBKM
N(1Nn) onbiTa;

C) Tam, rage 1o NPMMeHUMo, npeanpuHUMMaTb AeUCTBUA, HanpaBneHHbIe Ha Nony4YeHne TpedyeMoun KOM-
NeTeHTHOCTU, N OLeHMBAaTb pe3ynbTaTUBHOCTEL NPeaAnpUHATHIX AEUNCTBUN;

d) perMcTtpupoBaTb U COXPaHATbL COOTBETCTBYIOLYIO AOKYMEHTUPOBAHHYIO MHOPMaLUIO Kak cBUae-
TeNbCTBO KOMMETEeHTHOCTI.

[MTpnmevadnune—ITlpumMeHnMbIe OENCTBUS MOTYyT BKMOYaTb, HaAnpumep npoBeaeHue obyqeHusi, HAaCTaBHU-
YEeCTBO UMK NepepacrnpegeneHne 0baA3aHHOCTEN CPpean MMEIDLLMXCH PabOTHUKOB; UIKN Xe Haem nuu, obnagaowmx Tpebye-
MbIM YPOBHEM KOMMNETEHTHOCTW.

7.3 OcBegOMNEHHOCTDb

OpraHusauna AomKHa obecnevnTtb, YToObI COOTBETCTBYHOLLME NALA, BBINOMHSKCLLKME paboTy Noa ynpas-
neHmnem opraHusauunn, 6elnyv ocBegoOMIEHbI:

a) 0 NnonuTUKe B 0ONACTU Ka4yecTBa;

L) COOTBETCTBYHOLMX LLensaX B 0bnacTu KauecTBa;

C) CBOEM BKa[e B pe3y/ibTaTUBHOCTb CUCTEMbBI MEHEKMEHTA Ka4YeCTBa, BKIHOYAS NMonNb3y OT yhy4lle-
HUSA Pe3yrbTaToB AEATENIbHOCTHU;

d) nocneacTBUsAX HECOOTBETCTBUS TPEOOBAHUSIM CUCTEMBI MEHEXKMEHTA KayecTBa.

7.4 O6meH uUHdopMaLen

OpraHusauust AomkHa onpeaennTb NopsaoK BHYTPEHHEro U BHelwHero obmeHa nHdopmMmaLmen, oTHOCS-
LLLENCH K CUCTEME MeHeIDKMEHTa KaduecTBa, BKIYas:

a) Kakas nHgpopmauuns byaet nepegaBaTbCs;

b) korga dyaeT nepenaBaTbcs MHPOPMALUS;

C) KoMy byaeT nepeaaBaTbcs MHPOPMaLUS;

d) Kakum obpaszom oHa byaeT nepeaaBaTbCs;
) KTO BbyaeT nepegasaTb MHGOPMaLULO.

7.5 [oKyMeHTUpOoBaHHadA UHopMaLuA

7.5.1 OOLWue nonoxeHusn

Cucrtema MeHemIpKMeHTa KadecTBa opraHmnsaunm AomKHa BKITHoYaTh:

a) OOKYMEHTUPOBaHHYIO MHAOPpMaLIUIO, TpebyeMyto HACTOSILLIMM CTaHOapTOM;

b) AOKYMEHTUPOBaHHYIO MHGOPMaLKUIC, onpeaesieHHYo opraHu3aumein Kak Heobxoaumyto anga obecne-
YEeHUS Pe3ynbTaTUBHOCTN CUCTEMBI MEHE)KMEHTA KauecTBa.

D
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[TpnmevyaHune—ObbeEM AOKYMEHTUPOBAHHOW MHDOPMALMK CUCTEMbBlI MEHEPKMEHTA KavecTBa OQHOWN opra-
HM3aLUUN MOXET OTNNYaTbCHA OT APYron B 3aBUCUMOCTU OT:

- pasmepa opraHumsauuu v Buaa ee AesaTenbHOCTU, NPOLEeCcCOB, NPOAYKLWU U YCNYT,
- CITOXXHOCTU NPOLECCOB N X B3aUMOAENCTBUSA;
- KOMMEeTEHTHOCTU PAabOTHUKOB.

7.5.2 Co3pgaHue U akTyanusayus

[1pun cosgaHun U akTyanusaunm AOKYMeHTUpOoBaHHOW MHdpopMaLMn opraHsauma AomkKHa COOTBETCTRY-
oM 0bpaszom obecnevnTb:

a) naeHTUdUKaluno 1 onmcaHne (Hanpumep HasBaHue, gaTta, aBTop, CCbINOYHbLIN HOMEP);

b) dopmaT (Hanpumep, SA3bIK, BEPCUNA NporpaMmmMmHoro obecneyveHus, rpagpuyeckme cpeacrsa) M HOCK-
Tenb (Hanpumep, OyMaXHbIU UM 3NTEKTPOHHBIN);

C) aHanm3 unoaobpeHne ¢ TOYKU 3peHNs MPUroaHOCTM U aaeKBaTHOCTMN.

7.5.3 YnpaBneHue AOKYMeHTUpOBaHHOU UH(OpMaLen

7.5.3.1 [JokymeHTUpoBaHHasi UHpopMaLus, Tpedbyemas CUCTEMON MEHEeKMEHTA KavyecTBa N HACTOSI-
LLIMM CTaHOAPTOM, A0MMKHA HAaXoOUTLCS o4 ynpaBleHUEM B Lensix ocbecneyvyeHus:

a) ee JOCTYNMHOCTU N NPUrcAHOCTU, rAe 1 Korga oHa Heobxoanma;

b) ee gocTaTouHOM 3aLUTEI (HANPUMER, OT HecobntoaeHUs1 KOHpUAeHUMANbHOCTU, OT HEHaaneXawlero
MCNONb30BaAHUA UM NOTEPU LENOCTHOCTHN).

7.5.3.2 [OnaynpaBneHna AOKYMEHTUPOBaHHOW MHpopMaL e opraHnsaunsa AomkHa npeaycMmaTpuBaTh
cneayrowine 0eUCTBUA B TOU CTENEHWU, HACKOMBKO 3TO MPUMEHUMO:

a) pacnpegeneHue, obecnevyeHne ee AOCTYMHOCTU N MOUCKA, a TAKXKe UCNONb30BaHUE;

b) XpaHeHue 1 3anTy, BKNHOYasi coXpaHeHne pasdopunBOCTH;

C) ynpaBneHune UsMeHeHUaMu (Hanpumep, yrnpasneHne BepcusmMmmn);

d) cobntogeHne CpoKOB XpaHEHUS U NopsaaKa YHUUTOXKEHNUS.

[okymeHTUpoBaHHaA WMHPOPMaLUA BHeLIHero npoucxoXxageHud, onpegeneHHaa opraHusaunen Kak
Heobxoaumasa ans NnaHUpoBaHUA U PYHKUMOHUPOBAHUA CUCTEMbI MEHEePKMEHTa KavyecTBa, AoMKHa ObITh
COOTBETCTBYHOLWMM 0OpasoM naeHTUPUUMPpOBaHa U HaxXoaAnUTbLCA Noa ynpaBneHnem.

[lokymeHTUpoBaHHaA UHopMaLUsA, perucTpupyemas n coxpaHdemas B Ka4ecTBe CBUAETEeNbCTB COOT-
BETCTBUA, AOMKHA ObITh 3alUMLLeHa OT HenpeayMbILUNEHHbIX U3MEHEHUI.

TpunmeyaHune—Jloctyn nogpasymeBaeT paspeleHne TONMbKO NpocMoTpa AOKYMEHTUPOBAHHOW MHhopMa-
LMW NN paspeLleHne NPocmMoTpa C NONMTHOMOYUSMU MO BHECEHUIO UBMEHEHNWN B AOKYMEHTUPOBAHHYIO MHhOpMaUunIo.

8 [eATenbHOCTbL Ha CTagUAX XXU3HEHHOro UMKna npoaykumv m ycnyr

8.1 NMnaHnpoBaHue n ynpaBrieHne AesATeNbHOCTbLIO Ha CTaaUAX XXU3HEHHOro LMKna npoaykumm
nycnyr

OpraHusauna gomKHa nnaHUpoBaTh, BHeAPATb npouecchl (4.4), Heobxoanmele ANA BbINONMHEHUS Tpebo-
BaHWUW KMNOCTaBKe NpoayKLUM N NpeaocTaBNeHUo YCNyr 1 ANs BbINONMHEHNA AEUCTBUN, onpedeieHHbIX B pa3e-
ne 6, MOCYyLWeCTBNATL yNpaBlieHMe 3TUMK NpoLeccaMmm NocpeCTBOM:

a) onpegeneHnst TpedboBaHU K NPOAYKLUMK N YCNyram;

b) ycTaHOBNEHUA KpUTepUeB ANA:

1) NpoLEeccoB;
2) NpUeMKU npoayKLunmn 1N ycnyr;

C) onpeneneHunst pecypcoB, He0DXOAUMBIX ANA AOCTUXKEHNA COOTBETCTBUSA TPEDOBAHUAM K NPOAYKLIAA
ycnyram;

d) ynpaBneHusa npoLeccamMmy B COOTBETCTBUN C YCTAHOBIEHHBIMU KPUTEPUAMMN;

e) onpeaeneHus, paspaboTky, akTyanmaaunum U NpUMEHEHUS, a Takke PeErMcTPUPOBAHUS U COXPaHEHUS
OOKYMEHTUpOBaHHOW MHdopMaLmMn B 06beme, HeobXxoaMmMom Anst:

1) obecnevyeHns yBepeHHOCTI B TOM, YTO NPOLLECChl BbIMOMHANUCH TaK, Kak 3To Oblfo 3annaHnpoBaHo;
2) Ang aemMoHCcTpaLnni COOTBETCTBUSA NPOAYKLUUN U YCNyTr TpeboBaHUAM.

PesynbTaTbl TAKOro NNaHUPOBaHUS AOMMKHbBI ObITh NOAXOAALLMMN AN AeATENbHOCTU OpraHmMsaL/unu.

OpraHusaumsa gormKkHa ynpaBnaTh 3aniaHupoBaHHbIMU M3MEHEHUSIMU 1 aHANNU3UPOBaTb NOCNEACTBUS
HenpeaycMoTPEHHbIX N3MEHEeHU, NpeanpuHumMas, Nnpmn HeocdbXoaNMOCTU, MePbl N0 CMSAMMEeHU0 NIObIX Hera-
TUBHbIX BO3OENCTBUNA.

OpraHusaums gomkHa obecnedmBaTh, YTODOLI NpoLecchl, NepeaaHHble BHELLWHUM OpraHM3aLmnsam, Haxo-
OMNncCb noa ynpasneHnem (8.4 ).
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8.2 TpeboBaHUA K NPOAYKLUU U yCRTyram

8.2.1 CBA3b ¢ noTpedbutenamm

CBA3b ¢ NOTpebuTenammn OomKHa BKIHoYaThb:

a) obecneveHne nHpopmMaumen o NpoayKLUn 1 ycnyrax;

b) 0BpaboTKy 3anNpoCoB, KOHTPAKTOB UIN 3aKa30B, BKNOYAaa UX UBMEHEHUS;
)
)

Nony4vyeHne oT3bIBOB O NPOAYKLUWN N yCryrax oT notpedbuTtenen, Bkovas NnpeTeH3nm notpedburenen;
obpalleHue nnu ynpasneHue cobCcTBeHHOCTbLIO NoTpebutenen;
e) ycTaHoBMneHune cneunanbHbiX TpeboBaHUA K ACUCTBUSIM, NpeanpuHUMaeMblM B HenpeaBnaeHHbIX
obcTosiTeNnbCTBaAX, TaM rae 9To YMECTHO.
8.2.2 OnpepeneHue TpeboBaHUN, OTHOCALUMXCA K NPOAYKLUMN U yCNyram
[Tpyn onpegeneHnn TpeboBaHU K NPOAYKLUUK N yCryram, KOTopble OyayT npeanaratbCya noTpebutensam,
opraHmsaunst AomKkHa ybeanTbes, YTo:
a) TpeboBaHWUA K NpoayKUUK 1 ycnyram onpegenexbl, BKoYas:
1) npuMeHnMble 3aKkoHoJaTeNbHbIE U HOPMATUBHLIE NPaBOBbLIE TPEDOBAHUS;
2) TpeboBaHUs, paccMaTpuBaemMble opraHMsaLnen kKak Heobxoammele;
b) MOXeT BbINOMNHATL TpeboBaHUA K NPOAYKLUUN U yCcryram, KOTopble oHa npeanaraer.
8.2.3 AHanua TpeboBaHUN K NpoAYKLUUM U yCIyram
8.2.3.1 OpraHunsauus gomkHa yoeauntbes, YTo obnagaeTt cnocoOHOCTLIO BINOMHATL TPeOOBaHUS K NPOo-
OYKUMN N yCcnyram, KoTopble oHa npeanaraet notpedutensam. OpraHmsauna 4omkHa NpoBoAUTb aHanuns, npe-

XOe Yem nNpuHATb 0693aTenbCcTBO NOCTaBUTh NPOAYKLMIO MU NPeaoCcTaBUTb YCyri notpebutenam, 4tTobbl
y4yecTb:

a) TpeboBaHUsA, yCTaHOBMEHHLIE NOTPEbUTENEM, B TOM YMCTIe TPpeBOoBaHUS K NOCTaBKe U AEATENTbHOCTU
nocrie NoCTaBKU;

b) TpeboBaHuUs, He 3a8BMEHHbIE NOTPEDUTENEM, HO HEOBXOAUMBIE AN KOHKPETHOrO UM Npearnonarae-
MO0 UCMOJIb30BaHNA, KOrga OHO U3BECTHO;

c) TpeboBaHWUsA, yCTaHOBMEHHbIE OpraHnsauuen;

d) 3akoHogaTenbHbIE U HOPMAaTUBHLIE NPAaBOBLIE TPEOOBAHUSA, MPUMEHUMbBIE K MPOAYKLNA U YCIyram;

e) TpeboBaHWS KOHTpaKTa UK 3akasa, oTNindatcLyecst oT paHee cpopMynnpoOBaHHbIX.

OpraHunsaumna gomkHa obecnednTsb, YToObl OBV MPUHATHI peLlleHnsa no TpeboBaHUAM KOHTpaKTa Unu
3aKasa, oTn4yarLMMca OT paHee YCTaHOBNEHHBIX.

Ecnu notpebntens He BbiABUraeT JOKYMEHTUPOBaHHbLIX TpeboBaHUA, opraHn3aumsa AoiKHa NoaTBep-
OUTb ero TpedboBaHnsa 40 NPUHATUSA K UCNOMHEHWIO.

O O

[Tpu™MeydaHun e—B HeKOTOPbIX CUTyaLMAX, TAaKUX KaK NMPogaxku, OCyLLEecTBNseMble Yepe3 VIHTEpHEeT, NpakTu-
4YeCKU HeuenecoobpasHo npoBoanTb ouLManbHbIM aHanNM3 KaXxagoro 3akasa. BMecTo aToro aHanma MoxeT pacnpocTpa-
HATBCA Ha COOTBETCTBYIOLLYIO MHOpMaLMIC O NPOAYKLMW, TAKYIO KaK KaTarnoru.

8.2.3.2 OpraHuszauua OofmkHa perucTtpupoBaTb M COXpaHATb AOKYMEHTUPOBaHHYIC WMHpopMauuio,
HAaCKONbKO 3TO NPUMEHUMO, B OTHOLLUEHWN:

a) pes3ynbTaToB aHann3a;

b) nOLIX HOBLIX TPEOOBAHUN K NPOAYKLUN KU yCnyram.

8.2.4 NameHeHNA TpeOOBaHUU K NPOAYKLUMN U YCITYram

Ecnu TpedboBaHMs K NpoayKUMM 1 ycrnyram nsMeHeHbl, opraHnsaumsa 4omkHa obecneynTb, YTOObI B COOT-

BETCTBYIOLLYIO JOKYMEHTUPOBAHHYO MHPOPpMaLNIO BbINTM BHECEHBI MOMNPAaBKN, @ COOTBETCTRBYHOLWNIA NepcoHan
ObiN NoCTaBNeH B UBBECTHOCTL 00 M3MEHUBLLNXCH TPEeDOBAHUSIX.

8.3 MpoekTupoBaHMe U paszpaboTka NpoAYKLUU U yCNyT

8.3.1 OOLWue nonoxeHusn

OpraHunsauuna gomkHa paspaboTtaTtb, BHEAPUTb M NoAAeRKUBATb NPOLECC NPOEKTUPOBAHUS 1 paspaboT-
K1, noaxoasiunia Ansa obecnedeHnst nocrneayrowero NponusBoaAcTBa NPoAyKLUUN NN NpeaoCcTaBNeHUs YCIyri.

8.3.2 NMnaHupoBaHUe NPOEKTUPOBAHUA U pa3padboTKu

[Tpn onpegeneHnn 3tanoB N CpeAcTB yNpaBneHUs NMPOEKTUPOBAHMEM U pa3paboTKoM opraHmsauns
OOIMKHAa paccMaTpuBaTh:

a) XapakTtep, NPOACIMKUTENBHOCTb U CMOXHOCTb paboT NO NMPOEKTUPOBAHUIO U pa3paboTKe;

b) Tpebyemble cTagun npouecca, BKNOYasi NpoBeaeHNe NMPUMEHNMBIX aHarnnsoB NPOEeKTUPOBaHUS U
pa3paboTKu;

c) Tpebyemblie AeNCTBUSI B OTHOLUEHMN BepudnKaLMn n Bangauum NpoekTUpoBaHUS U pa3paboTKuy;

d) 06a3aHHOCTWN, OTBETCTBEHHOCTbL M NONTHOMOUYUSA B 061acTn NPOEKTUPOBaHUSA U pa3paboTKu;
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e) BHYTPEeHHUE U BHELUHWE pecypchl, HeobxoaMmble ANst NPOEKTUPOBAHNA U pa3padboTKU NPCAYKLNN U
YCIVT;

f) HeobXoOMMOCTb B yMnpaBneHUU B3aUMOOAEUCTBUSIMU MeXay Nnuuamun, y4acTBYHOLWMMK B npoLecce
MPOEKTUPOBAHUSA U pa3paboTKu;

g) HeobXoOaMMOCTb BOBNEYeHUa noTpebutenen 1 nonb3oBaTefien B NpoLeCcc NPOEKTUPOBaHUA U pas-
PabOTKU;

h) TpeboBaHUA AN nocneayrowero Nnponu3BoACTBa NPOAYKLWA N YCIVT;

1) YPOBEHb yrnpaBneHUs NMpoLLecCoOM NPOEKTUPOBAHUS U pa3paboTKn, OXXUAAEMbIA NOTPEOUTENAMN U
OPYrMMN COOTBETCTBYHOLLMMU 3aNHTEPECOBaHHBIMU CTOPOHAMM;

|) OOKYMEHTUPOBaHHYIO MHOPMALIUIO, HECOXOAUMYIO ANSl AeMOHCTPAaLUN BEINOMHEHNS TpeboBaHNUA K
MNPOEKTUPOBaHUIO N pa3paboTKe.

8.3.3 BxogHble AaHHbIe ANA NPOEKTUPOBaAHUA U pa3paboTKu

OpraHusauma gomkHa onpeaennuts TpeboBaHnA, UMeLWne BaXHOe 3Ha4YeHne Ans KOHKPeTHOro B1aa
MPOEKTUPpYEMBIX 1 paspadaTbiBaeMbIX NpoayKuum n ycnyr. OpraHusaunst AomkKHa pacCMOTPETb:

a) (PYHKUMUOHAaNbHLIE N 3KCNNyaTauMoHHbIE TpeboBaHUS;

b) nHdopMaLnio, NONYYEHHYIO K3 Npeablaywlen aHanorMyHou AesiTenbHOCTU Mo NPOEKTUPOBAHUIO U
pa3paboTke;

C) 3aKoHodaTellbHble UHOPMAaTUBHLIE NPaBOBLIE TPEeOOBAHUS;

d) cTaHgapTbl UMK CBOAbLI NPAaKTUK, KOTOPbIE opraHn3auunsa ocbsizanacb NPUMEHATD;

€) BO3MOXHbIE MOCNeaAcTBUA Heyaauun, CBA3aHHbIE C XapaKTepoM NpoayKLum U yCnyr.

BxogHble gaHHble OOIMKHbI ObITb ageKBaTHbI LensiM NPOeKTUPOBaHUA 1 pa3paboTku, a Takke OblTb
NONHLIMU U HEMNPOTUBOPEYNBLIMW.

[MpoTnBOpPEUMNSA BXOAHbLIX AaHHBIX MPOEKTUPOBaHUA U pa3paboTkm A0IKHBI ObITb paspeLueHsl.
OpraHusaumsa gomkHa permcTpupoBaTh U COXPaHATb JOKYMEHTUPOBAHHYIO MHOPMAaL MO MO BXOAHBIM

OAHHbLIM MPOEKTUPOBAHUSA N pa3paboTKN.

8.3.4 CpepncrBaynpaBrneHUA NPoOeKTUpoOBaHUEM U pa3paboTKon
OpraHusauna OomKHa NPUMEHATb cpeacTBa ynpaBneHUs NpoLeccoM NPoeKTUpOBaHUA U paspaboTKu

ansi obecnevyeHns yBepeHHOCTU B TOM, YTO:

a) pes3ynbTaTtbl, KOTOPbIE AOIMKHBI ObITb AOCTUMHYTHI, ONpeaeneHsbl;

b) npoBeaeHbl aHann3bl ANA OLEHUBAHUA CNOCODHOCTU Pe3ynbTaToOB NMPOEKTUPOBAHUA N Pa3paboTKK
BbIMOSTHUTL TPeOOBaAHUSA;

C) NpoBedeHbl AeNCTBUA No BepuduKkaumm B Uensx obecrnevyeHUss COOTBETCTBUSA BbIXOAHbLIX AAHHbIX
NPOEKTUPOBAHUA N pa3padboTKMU BXOAHLIM TPebOBaHUAM K MPOEKTUPOBaHMIO U pa3paboTke;

d) npoBedeHbl AEUCTBUA NO BanuaaumM B Lensax obecneveHnst COOTBETCTBUS FTOTOBOW NPOAYKUNN K
yCcnyr TpedoBaHNAM K YCTAHOBIEHHOMY NMPUMEHEHNIC NNU HAMEYEHHOMY UCNONb30OBaHUIO;

e) npeanpuHATbl HeobxoanMble AeUCTBUS MO BbISIBNEHHBIM NpobnemMam B Xode aHanusa unm sepudmka-
LM 1 Banuaauuin;

f) AOKYMeHTUpoBaHHas MHPOPMaL M 00 3TUX OEUCTBUSIX 3aperMcTpupoBaHa U coxXpaHeHa.

[TpumeyaHune—AHann3, Bepudunkaumus M Banngauus NPoOeKTUpoBaHUA U paspaboTKn MMET pasfnyHbIe
uenn. OHM MOryT BbINOMHATBCA MO OTAENBHOCTU UMW COBMECTHO, HACKOMBbKO 3TO NPUMEHMMO K NPOAYKUUU U yCryram
opraHm3aLum.

8.3.5 BbIXxogHble faHHble NPOEKTUPOBaHUA U pa3paboTKu

OpraHusauus aomkHa obecneynTb, YTODbI BbIXOAHbLIE AaHHbIE MPOEKTUPOBAHUA N Pa3paboTKAN:

a) COOTBETCTBOBANM BXOAHLIM TPeOOBaAHUSIM;

b) OblNK agekBaTHbIMW ANA Nocneaylwmx NpoLeccoB NPoU3BoACTBa NPOAYKLUMN N NpeaocTaBNeHUs
YCIVT;

C) coaepxanu TpeboBaHnUA K MOHUTOPUHTY N U3MEPEHUIO, HACKOMBKO 3TO NMOAXOANT, a TakKe KpUtepum
MPUEMKN UNIA CChINKA Ha HUX;

d) onpegenanuxapakTtepucTUKi NPOAYKUMN U YCNYT, KOTOPbIEe UMEKT BaXKHOE 3HaYeHWe ANd UX LieNeBo-
ro HasHavYeHus1, be3onacHoro U HagneXxallero npeaocTaBIeHUs.

OpraHnsauus 4oSTKHa PErmcTpupoBaTh U COXPAaHSATb JOKYMEHTUPOBAHHYHO MHPOPMALNIO MO BbIXOAHbLIM
OAaHHBbIM MPOEKTUPOBAHUA N pa3paboTKu.

8.3.6 U3aMeHeHUA NpoeKTUpOBaHUA U pa3paboTKn

OpraHusauust AoIKHa NAeHTUMULMPOBATL, aHaNU3UPOBaTh N YNPaBNATb UBMEHEHUAMN, caeTaHHbIMU

BO BpeMs UIU Nocre NPoeKTUpoBaHna U paspaboTkn npoayKLUnmM U yCnyr, B TOM CTeNneHn, KoTopasa Heobxoamma
ans obecnevyeHns UCKIYEHUSA HEraTUBHOMO BIIMAHUA Ha COOTBETCTBUE TpeboBaHUAM.
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OpraHusauusa 4omkHa permcTpmpoBaTh M COXPaHATb AOKYMEHTUPOBaHHYIO MHGpopMaLIUIO NO:
a) N3MEHEHUAM NPOEKTUPOBaHUSA N pa3paboTKu;

b) pesynbTaTtamMm aHanNM30OB;

C) CaHKUMOHUPOBaHUIO USMEHEHUN;

d) gencTBuaAM, NpeanpUHATLIM ANs npeacTepalleHna HedbnaronpUATHOro BAUAHNS.

8.4 YnpaBneHue npoueccamMu, npoaykuMen u ycnyramu, nocTtaBnAeMbiMU BHeLUHUMN
nocTaBLUKaAMU

8.4.1 OOLWue nonoxeHusn
OpraHusaunsa gomkHa obecrnedynTb COOTBETCTBME MPOLIECCOB, NPOAYKUUW WU YCNyr, NOCTaBNSIEMbIX

BHELIHUMMW NocTaBLMKaMn, TpeboBaHMAM.

OpraHusauuna gomkHa onpeaendaTtb cpeacTBa ynpaBneHus, npuMeHuMble Ans NpoLeccoB, NPOAYKLUUA K
YCNyr, NocTaBndeMblX BHELWLHUMW NOCTaBLUMKaAMIK, B TEX Clydadax, koraa:

a) Npoaykuua nycrnyri oT BHeLWHUX NOCTaBLWMKOB NpeaHasHavyeHbl AN BKNIoYeHUA MX B COCTaB NpoayK-
L 1 yCnyr, NpeanaraemMblX caMmon opraHnsayumneu;

b) NpoayKuMsa 1 yCnyr rnocTtaBnAOTCH BHELHUMW NOCTaABLUMKAMU HaNpaAMyro noTpebutento(am) oT
MMeHW opraHnsaLnn;

C) NpoLuecc UNM ero YacTb BbINMONMHAETCA BHELWHUM MOCTaBLUMKOM B pesynbTaTe NMPUHATUSA pelleHUs
opraHusauuen.

OpraHusaunsa gomKkHa onpeaennTb U NPUMEHSITb KPUTEPUN OLLEHKU, BbIDOPpAa, MOHUTOPWUHIA pe3yNnbTaToB
NesATernbHOCTA, a Takke NMOBTOPHOM OLLEHKN BHELUHUX MOCTaBLIMKOB, UCXOAS M3 UX CNOCODHOCTU BbINOMHSTL
npouecchkl AW NOCTaBNATL NPOAYKLUUIO U YCNYTM B COOTBETCTBUN € TpeboBaHnamu. OpraHmsaums OosrkHa
PEMMCTPUPOBATL U COXPaHSATb AOKYMEHTUPOBAHHYIO UMHOopMaLNo 0B 3TUX AENCTBUAX U O NODLIX Heobxoaun-
MbIX e CTBUSX, BbITEKAKOLLMX N3 OLLeHOK.

8.4.2 Tun U cTeneHb ynpaBrieHUNA

OpraHnsaunsa gomkHa obecnednTb, YTODLI NpoLEecChl, NPOAYKUNA U YCNYT1, NOCTaBNAeMble BHEeLHNMU
MocTaBLLUMKaAMN, He oKasbiBalin HEraTUBHOIO BIMSIHUA Ha CMNOCODOHOCTL opraHusaunmn NoCTOSAHHO NOCTaBNATh
CBOUM NOTPEdUTENAM COOTBETCTBYOLLYHO NPOAYKLMUIO U YCRYTA.

OpraHnsaunsa gomkHa:
a) obecneumBaTb, YTOOLI NMpoLecchl, NoCTaBNAeMble BHELUHUAMW MOCTaBLUMKaMiA, HaXoaunucb noa

yripaBleHneM ee CUCTeMbl MeHe)KMeHTa Ka4yecTBa;
b) onpeaenatTbcpencTsa ynpasneHUd, KoTopble OHa NNaHUpyeT NPUMEHATL Kak B OTHOLLEHUWN BHELLHEero
nocTaBLMKa, TaK U K MOCTaBNAEMbIM UM pe3ynbTaTam;
C) y4YUTbIBaTb:
1) BO3MOXXHOE BNUSIHUE NPOLLEeCCOB, NPOAYKLUMU U YCNyT, NoCTaBNAeMbIX BHELLHUMW NMOCTaBLKaMWU,
Ha CrMoCODHOCTL opraHnsaLnn NOCTOAHHO obecrnevynBaTb COOTBETCTBUE TPEOOBAHUAM NOTPEbUTENEN N NPU-
MEHMMbIM 3aKoHOoAAaTENMbHBLIM U HOPMAaTUBHbLIM NMPaBOBLIM TPEOOBAHUAM;
2) pe3ynbTaTUBHOCTbL CPeAdcCTB ynpaBneHud, NpuMeHsaAeMbIX BHELLHUM NMoCTaBLUNUKOM;
d) onpenenaTtb BepudUKaLUle UNK apyrue AencTeud, Heobxoanmele aAnga obecneyveHnsa COOTBETCTBUS
MPOLEeCCoB, NPOAYKUMN U YCNYT, MOCTaBNSIEMbIX BHELLHUMW NMOCTaBLUMKaMN, TpeboBaHUAM.
8.4.3 UHdopmauua, npegocrtaBnseMas BHelWHUM NocTaBLUMKaM
OpraHmnsaums gomkHa obecneymBatb OOCTATOYMHOCTb TpeboBaHWMM OO0 WX COODLWIEHUs BHeLWHeMy
MOCTaBLLUUKY.

OpraHmsauns 4omkHa cooduwaTb BHEWHUM NOCTaBLUMKaM CBOU TpeboBaHUA, OTHOCALLMECS:
a) KnocTarnaeMbIM npoleccam, NPpoayKLUM U ycryram;
b) ooobpeHutio:
1) npoayKUuUn N YCNyr;
2) MeToaoB, MPoLLEeCccoB U obOpyaOBaHUS;
3) BbINycKa npoayKun n ycnyr;
C) KKOMMNETEeHTHOCTU NepcoHana, Bknovaga nodblie Tpebyemble Mepbl NoATBERXAeHUA KBanndpukauum;
d) B3aMMOAEeNCTBUIO BHELLIHEro nocTasLluKa ¢ opraHusauunen;
e) NnpuMeHaeMbIM opraHusaumein ynpasneHno 1 MOHUTOPUHTY pes3ynbTaToB AeATENbHOCTU BHELWHEro

nocTaBLLMKa:
f) pesATenbHOCTM no Bepudukaumm UNM Banuaauum, KOTopble opraHusauus unm ee noTpedbutens
npeanonaratoT OCYLLECTBAATb HA MeCTe Y BHELLIHEero NocTaBLMKa.

10
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8.5 lNpou3BoAacCTBO NpoAYKUUU U NpeaocTaBrieHue yenyr

8.5.1 YnpaBneHue npousBo4CTBOM NPoAYKLUUU U NpeAoCcTaBrIeHUeM ycnyr

OpraHusauus gomkHa ocyLecTBNATL NPOU3BOACTBO NPOAYKLMK 1 NpeaocTaBneHne yenyr B ynpaBnsie-
MbIX YCIOBUSIX.

YnpaBnsiemble yCNOBUS A0MKHBI BKIToYaTb B cebd, HACKONbKO 3TO MPUMEHUMO!

a) AOCTYNHOCTb AOKYMEHTUPOBAaHHOW UHpOpMaLMK, onpeaensoLlen:

1) XapaKTepucTukn Npou3BOAMMON NPOoAyKLUUK, NpeaocTaBnsieMblX YCNyr UNM OCyLLECTBNSIEMOW
NesaTenbHOCTU;
2) pesynbTaThl, KOTOPLIE AOMKHLI ObITb AOCTUTHYTHI;

b) OOCTYNHOCTbL N NMPUMEHEeHUe pecypcoB, NOAXOAALMUX AN OCYLEeCTBNEeHNA MOHUTOPUHIA U n3Me-
PEHUMN;

C) OocylwlecTBNeHMe AeATENbHOCTN MO MOHUTOPUHTY N N3MEPEHNIO HA COOTBETCTBYIIOLWLMX 3Tanax B LensixX
BepupmnKkaumm cooTBETCTBUA MPOLLECCOB UM NX BLIXOAOB KPUTEPUAM YNpaBneHUs, a Takke COOTBETCTBUA NMPO-
OYKUWA N YCIYT KPUTEPUSM MPUEMKNA;

d) npumeHeHWe COOTBETCTBYHOLWEN MHPPACTPYKTYPLI U cpeabl Ans PyHKUNOHUPOBaHUA NPOLECCOB;

e) Ha3HaJveHue KOMMETEHTHOro NnepcoHana, Bknovas nobyro Tpebyemyro KBannugpukauuto;

f)y Banuaauuo 1 Nepruognyeckyto NOBTOPHYIO BanmaaLuo cnoCobHOCTU NPOLLECCOB NPOU3BOACTRBA NPOo-
OYKUUN U NpeaocTaBNeHUs yCenyr AoCTUraTh 3anaHMpoBaHHbLIX Pe3yrbTaToB B TEX crnydasax, koraa KoOHeYHbI
BbIXO4 HE MOXET ObITb BepnudnLnMpoBaH nocneayowmm MOHUTOPUHIOM UM N3SMEPEHNEM;

g) BbINONMHEHWe AENCTBUN C LieNbto NpeaoTBRaLleHUA OLUNOOK, CBA3AHHbIX C YenoBe4YeCckUM PaKTopomMm:;

h) ocyllecTBneHne Bbinycka, NOCTaBKU U AEUCTBUN NOCE NOCTaBKMN.

8.5.2 UpeHTuUdnkauma u npocrnexmBaemMocTb

OpraHunsauunsa gomkHa Ucnofb3oBaTth nogxoasawme cnocodbl AN naeHTUudkaumm BeIXo4oB, Koraa aTto
Heobxoanumo ans obecnevyeHnst COOTBETCTBUSA NPOAYKUMN U YCIYT.

OpraHunsaums gomkHa MaeHTUpULUMPOBaTL CTaTyC BbIXOAOB NO OTHOLWIEHUIO K TpeboBaHUAM, OTHOCS-
LLIUMCH K MOHUTOPUHTY 1 U3MEPeHUaM, No Xxoay npou3soacTBa NpoayKUMM U npegocTaBneHns YCryr.

OpraHusauna gomkHa ynpaendaTthe cneyuansHOU naeHTUnKaumen BbIXo4oB, Korga npoceXXMBaemMocTb
ABNAETCA TPeOOBAHUEM, PETUCTPUPOBATL U COXPaAHATb AOKYMEHTUPOBAHHYHO UHOPMaLUIO, HEODXOANMYIO
0nst obecnevyeHnsi NpocneXMBaeMocTH.

8.5.3 CobcTBEHHOCTL NoTpebuTenen UnnM BHeLWHUX NOCTaBLLUUKOB

OpraHnsaums AomKHa NPoABNATL 3ab00Ty 0 COOCTBEHHOCTU NOTPEebUTEeNEen NN BHELLHUX NOCTaBLLNKOB,
kKorga oHa HaxoauTcd noa ynpasneHuem opraHusaunm U Ucnonb3yeTcd elo.

OpraHunsaung gomkHa naeHTudnuunpoBaTh, BepupnumMpoBaTh, COXPaHATL 1 3aliwaTh COOCTBEHHOCTD
noTpedbuTensa NN BHELWLHEro NocTaBLWKMKa, NpeoCTaBNEHHYIO AN NCNOMb30BaHUA UMK BKITHOYEHUS B NPOAYK-
L0 U YCIYTA.

B cnyJvae, korga cobCTBEHHOCTL NOTPEOUTENSA UMN BHELLUHEro NocTaBLMKa yTepsiHa, NoBpeXaeHa nnu
NpU3HaHa HenpurogaHon Anst LCNOMb30BaHUA, opraH1u3auna AomMKHa yBeaOMUTb 00 3TOM noTpedbutens Unu
BHeLLUHero nocrtaBlKa, a TakKe pPerMcTpmpoBaTh U COXPaHATL AOKYMEHTUPOBaHHYIO MHQOPMAaLIUIO O NPOU30-
LeaLwem.

[MTpunmeyaHune— CobcTBEHHOCTL NOTPEBUTENSA MW BHELWHETO NOCTABLUMKA MOXKET BKINOYaTh B cEDA MaTtepua-
Nbl, KOMMOHEHTbI, UHCTPYMEHTbI U 060pyaAOBaHMe, HEABWXUMOCTb, UHTENNEKTYarnbHYyO COOCTBEHHOCTb U MEPCOHANbHbIE
NaHHbIE.

8.5.4 CoxpaHeHue
OpraHusauna AomKHa CoOXpaHATb BeIXOAbl BO BpEMS NMPOU3BOACTBa NpoAYKUMA U NpeaocTaBNeHUs YCnyr
B TOW Mepe, HACKOIbKO 3T0 byaeT HeobxoanmMbIM AN obecnevyeHnsa COOTBETCTBUS TPebOBaHNAM.

[1pwnmeyaHwmne— CoxpaHeHne MOXET BKITIOYAaTb B cebsl naeHTUUKaUnto, norpy3oHHO-pasrpy3oyHbie paboTsl,
NpegoTBpaLLeHne 3arpsa3HeHus, ynakoBbiBAHUE, XPaHEHWEe, MepeMeLLleHNe NN TPaHCNOPTUPOBKY, U 3aLLUTY.

8.5.5 [leATenbHOCTbL NOCINe NOCTaBKU
OpraHusauusa aomkHa obecneynTb BeINONHEHWE TpeboBaHUW K AEATENMBHOCTU, CBA3AaHHOM C NpoayKLMen
N ycrnyramm, Nocre Toro, Kak oHW 6bini NOCTaBMNEHbI.
[pn onpegenennn obbema TpedbyemMoin 4esiTEeNbHOCTM NOCE NOCTaBKU OpraHn3auUmns AomKHa paccMmaT-
pPUBaTh:
a) 3akoHogaTenbHble N HOPMAaTUBHBIE NMPaBoBble TPeOOBAHUS;
L) noTeHuuanbHble HeXenaTenbHbIe NOCNeACTBUSA, CBSI3aHHbIE C ee NMPOoaAYKLMEN U yCIyramMu;
C) XapakTep, UCNOoMb3oBaHNE U NpeanonaraeMoe BpeMs XXU3HU NPpoayKLNU U YCIyT;
d) TpeboBaHMA NoTpedbuTenen;
) 0BpaTHyo CBA3b C NOTPEDUTENSIMI.
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[TpumedyaHwue—eaTenbHOCTb NOCNEe NOCTABKU MOXET BKNoYaTb B ¢ebs1 AENCTBUSA COrMAacHO rapaHTUMHbBIM
0b65s13aTENBCTBAM, KOHTPAKTHBIM 0053aTENBLCTBAM (TakKue Kak 0DCNyXMBAHME) N OOMONMHUTENbHbBIE YCNYIX, KAK HAanpmmMep
nepepaboTka UNmM OKOHYaTeNnbHOE YHUHTOXEHME.

8.5.6 YnpaBneHue U3aMeHEeHUAMN

OpraHusauua aomkHa aHannusnpoBaTb U3MEHEeHUA B NPOU3BOACTBE NPOAYKLUUM UNX NpeaocTaBNeHnm
YCNYr U ynNpaBnaTb UMW B TON CTEMNEHWU, HACKONBLKO 3TO ByaeT Heobxoanmo anga obecneveHns NOCTOSIHHOIO
COOTBETCTBUSA TPEOOBAHUSIM.

OpraHusaunsa gomKHa PerncTpupoBaTh U COXPaHATb AOKYMEHTUPOBaHHYIO MHOPMAaLUIO, ONACHIBAO-
YO pe3ynbTaThl aHanuMsa U3MeHeHW, cCBeAeHNA O AOMKHOCTHLIX NLax, CaHKUMOHNPOBAaBLUMX BHECEHME
N3MEHEHUs, U BCe HeobxoamMmble AENCTBUS, ABNSAIOLLMECH pe3ynbTaToM aHanusa.

8.6 Bbinyck npoaykuuu nycnyr

OpraHusayua aomkHa BHeApATb 3aniaHUpOBaHHbIE MeponpUATUA Ha COOTBETCTBYIOLWMX 3Tanax B
Liensix BepudmkaLmm BeINONHEHUNA TpeboBaHWUW K NPoAyKLUWN N yCryraMm.

BbinycKk npoayKkunun n ycnyr ans notpedutens He A0MKeH NPOUCXoanTh A0 OKOHYaHUS peann3aunm Bcex
3annaHNpoBaHHLIX MEPONPUATUA C YOOBNETBOPUTENbLHEIMA pesynbTaTaMu, KpoMe TexX criydaeB, Korga 3710
CaHKLIMOHNPOBAHO YNONMHOMOYEHHBIM OpraHoM U/UNnU NAULOM U, Koraa 3To NPUMEHUMO, CaMUM MOTPedbuTenem.

OpraHmsauna gomkHa perncTpupoBaTbh M COXPaHATbL AOKYMEHTUPOBaHHYIO MHPOPMAaLUUIO O BbINyCKe
npoaykuum n yenyr. dokymeHTupoBaHHaa MHopMauunsa gormkHa BKIoYaTh:

a) cBugeTenbCTBa, AEMOHCTPUPYIOLWNE COOTBETCTBUE KPUTEPUAM NPUEMKN;

b) npocnexmBaemMoCTb B OTHOLIEHUM OOIMKHOCTHOrO nuua (nuy), caHKuMoHMpoBaBLUEro(Mx) BbINMYyCK
npoayKuMnM N yCryr.

8.7 YnpaBneHue HeCOOTBETCTBYIOLWUMU pe3ynbTaTaMu1 NPOLLECCOB

8.7.1 OpraHusauuns oomkHa obecnevnsaTtb UAeHTURUKALNIO N yNpaBlieHWUe pe3yrnbTaTaMun NPoLIECCOB,
KOTOpPbIE HE COOTBETCTBYHOT TPEDOBAHMSAM, B LIeNdaX NnpeaoTBpalleHnst X HenpeaHasHauvYeHHOro UCMonb30Ba-
HUS UM NOCTaBKA.

OpraHusauua gomkHa npeanpuHMMaTts COOTBETCTBYOWME AEUCTBUS, UCXOOS U3 XapaKTepa HEecooT-
BETCTBUS U €ro BUAHWUS HA COOTBETCTBUE NPOAYKUMNA N YCNYT. OTO AOIMKHO NMPUMEHSATLCH TakkKe K HECOOT-
BETCTBYOLEN NPOAYKUAN WU YyCnyram, BbISBEHHBIM MOCNe MOCTaBKM MPOAYKUMKA, B XoOde WM nocne
npeaocTaBNeHNs YCnyr.

OpraHnsaumsa gomKHa OCYLLECTBIATb B OTHOLLEHUN HECOOTBETCTBYOLLMX pe3ynbTaToB NPOLUECCOB OAHO
NN HEeCKONbKO U3 cneayoLwmnx 4eNCTBUN:

a) KOppeKuuto;

b) oTAeneHwne, orpaHNUveHne pacnpocTpaHeHns, BO3BpaT UMX NPUOCTAHOBKY MOCTaBKUA NPOAYKLWN U
npeaocTaBneHns YCnyr;

C) MHoOpPMUMPOBaHKE NOTPEBUTENS;

d) nony4veHue paspelieHUs Ha NPUEMKY C OTKIOHEHNEM.

[Tocne BbINOMHEHUA KOPPEKUNN HECOOTBETCTBYOLLMX PE3YyNbTaTOB NPOLIECCOB UX COOTBETCTBUE TPebO-
BaHUAM OOIMKHO ObITh BepUpnUmnpoBaHo.

8.7.2 OpraHusaumsi O0/mMKHa pPerucTpupoBaTb U COXPaHATb AOKYMEHTUPOBAHHYH WHAOopMaLIULO,
KoTopas:

a) onucbiBaeT HeCOOTBETCTBUE;

b) onuckIBaeT NpeAnpUHATLIE AEUCTBUS;

C) OMUCBLIBAET NONyYeHHbIE paspelleHnd Ha OTKIOHEHNE;

d) ykasblBaeT MOMHOMOUYHBIN OpraH UW/unu nuuo, NpUHUMaBLIee pelleHne o AeUCTBMU B OTHOLLEHUN
HECOOTBETCTBUA.

9 OueHka pe3ynbTaToB AEATENbLHOCTHU

9.1 MOHUTOPUHI, U3MepeHNe, aHanNu3 U oLleHKa

9.1.1 O6wHe nonoxeHuUs

OpraHunsauunsa aomkHa onpeaennTb:

a) UTO OOITDKHO noanexatb MOHUTOPUHTY U U3MEPEHUAM;

b) MeToabl MOHUTOPUHIA, U3MEPEHUS, aHanM3a U OLUEHKU, HeobxoanmMeble aAnst obecnevyeHnst 4OCTOBEP-
HbIX pe3ynbTaToB;

C) Korga gomKHbl NpoOBOANTLCS MOHUTOPWUHT U USMEPEHUS;

d) korga pesynbTaTbl MOHUTOPWUHIA U USMEPEHNIA ACITKHBI ObITh NPpoaHannM3npoBaHbl N OLEHEHHI.
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OpraHusaumsa [ofDKHa oueHMBaTb pes3ynbTaThl AeATeNbHOCTM U pPe3ynbTaTUBHOCTb CUCTEMBI
MeHepKMeHTa KadecTBa.

OpraHusaumsa gomkHa peructTpnpoBaTh U COXPaHATb COOTBETCTBYHOLLYIO AOKYMEHTUPOBAHHYO MHAOP-
MaLMIo KaK CBUOETEeNbCTBO MOJTyYEeHHbIX pe3ynbTaToB.

9.1.2 YooBneTBOpeHHOCTb NOoTpebuTtenen
OpraHusaumna Ao/HKHa NPoBOAUTb MOHUTOPWHT OaHHbIX, KacatoLlMXcs BOCNPUATUASA NOTpedbuTensMmm cte-

NeHWU yaoOBNETBOPEHUS UX NOTPebHOCTEN N oxugaHnun, OpraHnsauns AomKHa onpeaennTb MeTodbl Nonyyve-
HUA, MOHUTOPWUHIa U aHanns3a 3ToU MHPopMaLN.

[TpumeyvaHwmne—Ilpumepbl MOHUTOPUHIA BOCMIPUATUA NOTPEDBUTENAMM MOTYT BKITIOYATh ONpoc notpebuntenen,
OT3bIBbl OT NOTPEOUTENEN 0 NOCTABNEHHbIX NPOAYKUWW U YCIyrax, BCTPe4u ¢ noTpebntensimmn, aHanua gonv pbiHKa, bnaro-
NAapHOCTU, NPETEH3UM MO rapaHTUNHBbIM 00sA3aTENBCTBAM M OTYETHI AUINTEPOB.

9.1.3 AHanus U oLeHKa

OpraHunsauust QomKHa aHannM3npoBaTh U OLeHUBaTb COOTBETCTBYOLWME AaHHbIE U MHOPpMaLUIO, MONYy-
YEeHHYI0 B Xo4e MOHUTOPUHIa N U3MepeHus.

PesynbTaTtbl aHan1sa AomkHbl ObITb UCNONMB30BaHbI AN OLLEHKMW:

a) COOTBETCTBMUSA NPOAYKLN N YCNYT;
D) cTeneHn yooBNEeTBOPEHHOCTU NOTPEDbUTENEN;
C) pe3ynbTaToB AEATENBbHOCTU U PEe3yNbTaTUBHOCTN CUCTEMBI MEHEAXKMEHTA KAYeCTBA;
d) ycnewHOCTU NNaHUPOBaHUS;
e) pe3ynbTaTUBHOCTWU ASUCTBUN, NPeANPUHATHIX B OTHOLLEHMX PUCKOB U BOSMOXKHOCTEWN;
f) pesynbTaToB A€ATENbHOCTU BHELWHUX NOCTaBLUNKOB;
g) NOTPEeBHOCTU B yNIYULLEHUAX CUCTEMbBI MEHEXKMEHTA KauecTBa.

[ PpMMe4yYyaHWeE— METO,EI,I:I dHalln3a aHHbIX MOTIYT BKJITHOHATD B cebs cTaTuCTUYECKUE MEeTOObl.

9.2 BHyTpeHHUN ayauT

9.2.1 OpraHmnsaunsa AorkHa NPoBOANTb BHYTPEHHME ayauTbl Yyepes 3aniaHupoBaHHble MHTepBarsbl
BpeMeHW AN Nony4YeHus MHpopmMaLmm, 4To cMcTeMa MeHe)KMeHTa KavyecTBa:

a) COOTBETCTBYET:
1) cobCTBEeHHLIM TpeboBaHMAM OpraHM3aL M K ee CUCTeMe MeHeXKMeHTa Ka4yecTBa;
2) TpeboBaHMAM HacTosALLero ctaHaapTa;
D) pesynbTaTUBHO BHeapeHa U PYHKLUUOHUpPYEeT.
9.2.2 OpraHnsauunst gomxkHa:
a) NnaHupoBaTb, paspabaTbiBaTb, peann3oBbIBaTb WM NogaepXumBatb B akTyanlbHOM COCTOAHUM

nporpamMmmy(Mbl) ayauToOB, BKNOYasA NepuoandHocTb M MeToabl NpoBeAeHNa ayauToB, a TakKe OTBETCTBEH-
HOCTb, NaHMpyeMble ANA NPoBepKn TpeboBaHNA 1 NpeaocTaBneHne otyeTHoCTU. [Nporpamma(mMel) ayanToBs
aorkHa(bl) paspabaTbiBaTbCA C y4ETOM BaXKHOCTN NPOBEPSAEeMbIX NPOLLECCOB, U3MEHEHWI, OKa3blBatOLLNX BIIM-
AHWE Ha opraHu3aLUmnio, N pe3ynbTaToB NpeablayLLnMX aygnToB;

b) onpegenaTb KpUTEPUKU ayanTa n obnactb NPOBEPKN ANA KaXXA0oro ayaura;
c) oTbmpaTb ayauTopoB U NPOBOANUTL ayanThkl Tak, YTobbl obecneunBanacb 06 bLEKTUBHOCTL 1 Becnpuc-

TPacTHOCTb NpoLecca ayanTa;

d) obecneuunBaTtb nepegadyuHdopmaLumo pesynbTaTax ayguToB COOTBETCTBYIOLLIMM PYKOBOAUTENAM;

e) OCYLLECTBIIATb COOTBETCTBYIOLLYIO KOPPEKLUMIO U KOppeKTupyoLwmne aenctema 6e3 HeoboCHOBaHHOM
3a1EPXKKN;

f) pernctpupoBaTb U COXpaHATb AOKYMEHTUPOBaHHYH MHGOPMaLUIO Kak CBUAeTeNbCTBO peannsaln
nporpamMmbl ayguToB 1 NOMNYYEHHbIX pe3ynbTaToB ayJuToOB.

[Tpnmevanmne—Cm NCO 19011 ansa pykoBoacTea.

9.3 AHanus co CTOPOHbI PYKOBOACTBA

9.3.1 O6wue nonoxeHuUn

Bricllee pykoBOACTBO AOMKHO aHaNM3NPOBaTh Yepes 3annaHnpoBaHHbIE UHTEPBaMNbI BpEMEHN CUCTEMY
MeHePKMEeHTa KavyecTBa B Lenax obecnevyeHns ee NOCTOAHHOW NPUroaHOCTU, aaekBaTHOCTU, Pe3ynbTaTuB-
HOCTW 1 COrNacoBaHHOCTU CO cTpaTerM4ecknm HarpasneHnem opraHmsanun.

9.3.2 BxoagHble faHHble aHannsa co CTOPOHbLI PYKOBOACTBA

AHanns co CTOPOHLI PYKOBOACTBA A0IPKEH NMaHUPOBAaTbLCA N BKNOYAaTbL B CeDA pacCMOTPEHME:

a) cTatyca aeWucTBUM NO pesynbTaTtam nNpeablayLlinx aHannsoB CO CTOPOHbI PYKOBOACTBA;
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b) nsmMeHeHMUU BO BHELLHMNX N BHYTPEHHUX (paKTopax, KacaroLnUXcsa CUCTEMbl MeHeIXKMeHTa KadecCTBa;

C) MHOPpMaLUN O pesynbTaTax AeaTeSIbHOCTU U pe3ynbTaTUBHOCT CUCTEMbI MeHeDKMEHTa Ka4uecTBa,
BKNoYad TeHAEHLMN, OTHOCALLIMECS:

1) KyOoBNETBOPEHHOCTU NOTPEDUTENEN U OT3bIBAM OT COOTBETCTBYIOLLMX 3aMHTEPECOBAHHBLIX CTOPOH;
cTeneHn AoCTUXKEeHUS Lenen B obnacTtn KadecTra;
nokasaTtensm NpoLeccoB U COOTBETCTBUIO NMPOAYKLMU N YCNYT;
HECOOTBETCTBUAM U KOPPEKTUPYIOLWUM OENCTBUAM;
pesynbTatam MOHUTOPUHIa N U3MEPEHUH;
pesynbTatamMm ayauToB,;
/) pesynbTatam AedaTesIbHOCTU BHELUHUX NMOCTaBLLUKOB;

d) OOCTaTOYHOCTU PEeCYPCOB;
e) pesynbTaTUBHOCTU AEUCTBUN, NPeaNPUHATBIX B OTHOLLEHWUN PUCKOB M BO3MOXHOCTEN (CM. 6.1);
f) BO3IMOXHOCTAM ONA YINydLLIeHUS.
9.3.3 BbixogHble AaHHbIe aHanu3a co CTOPOHbI PYKOBOACTBA

BbixoaHble gaHHbIe aHanMsa co CTOPOHbI PYKOBOACTBA ACIKHbI BKITHOYaTh B cebs pelleHnsa U 4eNcTBuS,
oTHoCcALWMecs:

a) KBO3MOXHOCTAM AN4 ynydleHUs;
b) nobbiM HEOBXOAUMBIM U3MEHEHUNSIM CUCTEMBI MEHE)KMEHTA KauecTBa;
C) NoTpebHOCTU B pecypcax.

OpraHusaunsa AoimkHa PerncTpupoBaTtbh M COXPaHATb JOKYMEHTUPOBaHHYH MHOpMaLWUo Kak cBuae-
TeNbCTBO Pe3yNbTaTOB aHaNN30B CO CTOPOHbLI PYKOBOACTBA.

w N

&)

10 Yny4yweHwue

10.1 O6LWwune nonoxeHUN

OpraHnsaums AomkHa onpeaensitb U BbIdDMpaTh BO3MOXHOCTU ANA yNyYLUEeHWUSA U OCYLLECTBNATL HEODXO-
OMble OeNCTBUA ANS1 BBINOMHEHNSA TpeboBaHUN NOTPedbuTenen U NOBbILLIEHUA NX YOOBNETBOPEHHOCTN.

ATO AOITPKHO BKIHOYATb!

a) ynydweHue NnpoayKLuMn 1 yenyr B Lensax BbINoNHeHUsS TpeboBaHUK, a Takke ydyeTta dyayLmx notpeo-
HOCTEeN N OXKNOaaHWIA;

b) KoppeKkuuto, NnpeaoTBpaLLeHne U CHKeHNe BINSHUSA HexXenaTenbHbIX BO34eNCTBUNA;
C) ynyulleHue pe3ynbTaToB AeATEeNbHOCTU U pe3ynbTaTUBHOCTN CUCTEMbBI MEHEXKMEHTa KadecTBa.

[TpnmeyaHune—Illpumepbl yNyylWweHUs MOTYyT BKIIOYATb KOPPEKLUUIO, KOPPEKTUPYIOLLEE AENCTBUE, NMOCTOSIH-
HO€ yNyYllEeHne, NPOPLIBHOE N3MEHEHNE, MHHOBALMIO U peopraHn3aumio.

10.2 HecooTBeTCTBUA U KOppPEKTUpYOLUE AeucTBus

10.2.1 llpn noaBNeHMN HECOOTBETCTBMA, B TOM HYUCNE CBA3AHHLIX C MNPETEH3UAMU, OopraHusauus
OOIMKHA:

a) pearnpoBaTtb Ha AaHHOE HeCOOTBETCTBME U HACKObLKO NPUMEHUMO:
1) npeanpuHUMaTbL 4EUCTBUA NO yNpaBlieHNo U KoppeKLUn BbISIBITEHHOTO HECOOTBETCTBUY;
2) NpeanpuHUMaTb 4eUCTBUA B OTHOLUEHUX NocneaACTBUMN aHHOTO HECOOTBETCTBUA;
b) oueHMBaTbL HEOHBXOANMMOCTbL AEUCTBUN NO YCTPAHEHMIO NPUYNH aHHOTOC HECOOTBETCTBUSI C TEM, YTO-
Obl N30eXaTh ero NOBTOPHOro NOSIBNEHUSI UM NOABNEHUA B APYFOM MECTE NocpeACTBOM:

1) aHanu3a HeCcOOTBETCTBUA;
2) onpegeneHunst NpUYnH, BbI3BaBLUUX NOSABIIEHNE HECOOTBETCTBUS;
3) onpepeneHns HanM4msa aHanorM4HOro HECOOTBETCTBUA UMMM BO3ZMOXHOCTU €ro BO3HUKHOBEHMUS
roe-nmbo ewe;
C) BbINOMHATbL BCe HEOOXoaANMMbIE ASUCTBUSA;
d) npoaHanuanpoBaThb Pe3yNbTAaTUBHOCTb KaXXaA0ro NpeanpUHATOrO KOppPEeKTUpYoLero AeUCTBUS;
e) aKkTyanuampoBaTb MNP HEOBXOAUMOCTU PUCKMA N BO3IMOXHOCTU, onpeaeneHHble B Xoae NnaHupo-
BaHWS;

f) BHOCWUTb NpY HEOOXOOAUMOCTU NU3MEHEHUA B CUCTEMY MeHePKMeHTa KadvecTBa.
KoppekTupyrowmne 4encTBnA 40JKHbI COOTBETCTBOBATL NOCNeACTBUAM BbIABNEHHbBIX HECOOTBETCTBUMN.
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10.2.2 OpraHusaumst gofmKHa perncTpupoBaTh M COXpPaHATb JOKYMEHTUPOBAHHYIO MHpOpMaL Mo Kak
CBMOETENbCTRO:

a) XapakTepa BbiBNeHHLIX HECOOTBETCTBUM 1 NocneayioLWnX NpeanpuHATLIX AEeUCTBUN;
D) pe3ynbTaTOB BCEX KOPPEKTUPYIOLNX AeUCTBUN.

10.3 lNocToAHHOe ynyulleHUe

OpraHmsaLunsa AoMmKHa MOCTOAHHO yIy4dllaTh NPUrogHOCTb, a4eKBaTHOCTb 1 pe3yNbTaTUBHOCTb CUCTEMBI
MeHePKMeHTa KadecTBa.

OpraHmnsauua AormkHa paccMmaTpuBaTth pe3ynbTaThl aHanm3a 1 oLEeHKN, BbIXOAHbIE AaHHble aHanmn3a co
CTOPOHbI PYKOBOACTBA, YTOObI onpeagenntb, UMETC N NoTpeOHOCTU UNKU BO3MOXHOCTU, Tpebyrowue
PacCMOTPEHNSA B Ka4eCcTBE Mep Mo NOCTOAHHOMY YITyYLLEHUHO.
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[MpunoxeHune A
(cnpaBo4HoOe€)

Pa3zbACcHeHUe HOBOMU CTPYKTYpPbl, TEPMUHONMOIUN U NOHATUN

A1 CTpykTypaun TepMUHONOrnA

CTpyKTypa pasgenos (T €. nocneaoBaTeibHOCTb PasaernoB) U 4acTb TEPMUHONMOIMN HACTOSALWEro ctaHgapTa no
cpaBHeHuto ¢ npeabiaywen sepcenen (MCO 9001:2008) BbInm n3aMeHeHbI B LENAX yNy4LWEHUS CTPYKTYPHON COBMECTUMOCTU
C APYyrmMmMmu cTaHgapTamm Ha CUCTEMbl MEHEXKMEHTA.

B HacTosIWEeM cTaHgapTe HE COAEPKUTCH TPEDOBaHUS O NPUMEHEHUN €r0 CTPYKTYPbI U TEPMUHONOINMU K JOKYMEHTU-
POBaHHOW MHOOPMALIMM CUCTEMbI MEHEIPKMEHTA KaYeCcTBa opraHn3aumn.

[aHnas cTpykTypa pa3aenos npegHasHadeHa B bonbluen mepe ans obecnevyeHms CornacoBaHHOIO U3NOXKEHUSA TPe-
boBaHU, Yem Ansa Toro, YTobbl BbITb MOAENBIO AN AOKYMEHTUPOBAHUS MONUTUK, LENEN U MPOLECCOB OpraHn3auun.
CTpyKTypa un cogepxaHne QOKyMEeHTUPOBaAHHOU MHPOpMaLNN, OTHOCHALLENCH K CUCTEME MEHEMKMEHTA KaYeCTBa, 4acTo
MOryT ObITb Bonee NoAXoasWMMK ANS NONb30BaTENEN, ECNUN AOKYMEHTUPOBAHHAA MHDOpMaLNA OTHOCUTCH KaK K MPOLEC-
cam, PYHKUNOHNPYIOLWMM B OpraHn3aunmn, Tak u K MHpopmaunmn, npuMmeHAeMon ansa gpyrux uenen,

YTobbl ycTaHaBnNMBaTh TPEDOBAHUS K CUCTEME MEHEKMEHTA KAYECTBA, BOBCE HE 00A3aTernbHO TEPMUHbI, UCTONb-
3yeMble opraHmsaumnen, 3ameHsATb TEPMUHAMK, NCMONb3yeMbIMU B HAcTosWeM ctaHgapTe. OpraHmsaymm Mmoryt UCrnornb30-
BaTb TEPMUHBI, KOTOPbIE OHU COYTYT Bonee NoaxoasaWwmmMmm ans CBoen AesATenbHOCTU (HAanpuUMep, NCnonb30BaTb TEPMUHbI
«3anncny», « JOKYMeHTauusa», «MPOTOKOIbI», @ HE «K AOKYMEHTUPOBaHHas MHpopmaymnsa» , Ui UCNONb30BaTh «MOCTABLUKY,
«MapTHEP», «NpoaaBeLl», a He «BHEWHUN NocTaBWwuk» ). B Tabnunue A.1 nokaszaHbl OCHOBHbIE Pa3finyns B TEPMUHONOIMNN
mexay Hactoswen sepcuen ctaHgaprta NCO 9001 v ero npeabiayLen BEpCUen.

abnwuua A-1— OcHoOBHble pa3nu4yusa B TepmmHonormm mexay MCO 9001:2008 n MCO 9001:2015

NCO 9001:2008 NCO 9001:2015
[Tpoaykumns [TpoayKums n ycnyrm
VckntoveHus He npnmeHsieTcs
(Cwm. INpunoxeHne A.5 ansa NOACHEHUN, KacaloWUXCH Mpun-
MEHUMOCTI)
[lpeacrtaBuTenb pyKkoBOACTBA He npumeHseTcs

(AHaNornM4yHble OTBETCTBEHHOCTb U MOJTHOMOYUS YCTAHOB-
NeHbl, HO HET TPeboBaHNA B OTHOLWEHNN €AUHCTBEHHOIO
npeacTaBUTENS PYKOBOACTBA)

[okymeHTauusi, pykoBOACTBO NO KA4YeCTBY, AOKYMEHTUPO- | [JJOKyMeHTUpOBaHHAsA MHAOPMALUS
BaHHbIE NMPOUeaypbl, 3anncu

[TponaBoacTBEHHAs cpea Cpega ans PyHKUMOHUPOBAHUS MNMPOLLECCOB
Ob6opygoBaHue Anst MOHUTOPUHIA U U3MEPEHUN Pecypcbl 4N MOHUTOPUHIa N N3MepeHunm
3akynneHHasi npoayKuust BHewHe nocTtaBnsiemble NPOAYKUNA U YCITYTU
[locTaBLWUK BHewWHWN NocTaBLLKK

A.2 Tlpoaykumsa nycnyrm

B NCO 9001:2008 ncnonb3oBancsa TEPMUH «NPOAYKUMA» ANA OXBaTa BCEX KATErOpUN BbIXO40B. B A4aHHOW BEpCUn
HACTOSALWEro cTaH4apTa NCNornb3yeTCcs CNOBOCOYETaAHNE «NPOAYKUMA U yenyrmy». CnoBocoYeTaHne «npoaykumns n yecrnyrmy»
OXBaTbIBAET BCE KATErOPUM BbIXOAOB (TEXHUYECKNE CPeacTBa, yCNyru, nporpamMmMHble CpeacTea u nepepadbarToiBaemble
MaTepwuansbl).

CneunanbHoOe BKIMIOYEHUE «YCNYr» NPeaHa3HavYeHo ansl Toro, 4Todbl BblAENUTE Pa3Nnunsa Mexay npoaykunen wm
yCIrnyramum npuv NnpUMeHeHNN HEKOTOPLIX TpeboBaHNN. XapaKTepHON OCOBEHHOCTBIO YCNYT SBNAETCH TO, YTO, N0 MEHbLUEN
Mepe, HacTb BbIX04a NONyvYaeTcs Npu HENOCPEACTBEHHOM B3aUMOAENCTBUU C NOTPEBUTENEM. ITO O3HAYaAET, HAaNpPUMep,
YTO COOTBETCTBUE TPEOOBAHUAM HE BCErga MOXeT ObiTb MOATBEPXKAEHO A0 3aBEPLLEHUSA NPea0CTaBNEHUS YCNYIN.

B 6onblMHCTBE cny4aeB «NpoAYKUMUS» N «YCNYTM» UCMONb3YIOTCHA COBMECTHO. BONbLWMHCTBO BbIXOAOB, KOTOPbIE
OpraHu3ayus NocTaBnsaeT NOTPEOUTENAM UNY KOTOPbIE UM MOCTABNSOT BHELLHME MNOCTABLMKW, BKITIOYAT Kak NPOAYKLMUIO,
Tak n ycnym. Hanpumep, mateprnanbHasi Unm HemaTepuanbHas NpoayKUuns MOXeT UMeTb HEKOTOPYIO CBSA3AHHYIO C HEW
YCNyry, UNn ycnyra MOXXeT UMEeTb HEKOTOPYIO CBSA3AHHYIO C HEWN MaTEpPUanbHYO UM HEMATEPUATbHYIO MPOAYKLMNIO.
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A.3 TloHMmaHVe noTpebHOCTEN N OXNOAHVUWN 3aANHTEPEeCOBAHHbLIX CTOPOH

[Mogpasnen 4.2 cogepxuT TpeboBaHusa K opraHm3auum onpeaensitb 3aMHTEPECOBAHHbIE CTOPOHbI, KOTOPbIE UMEIOT
OTHOLLUEHME K CUCTEME MEHEPKMEHTA Ka4eCcTBa, N TpebOoBaHUA 3TUX 3anHTEPECOBaHHbIX CTOPOH. OaHako noapasaen 4.2
He nNogpasyMeBaeT paclumpeHmne TpeboBaHMM CUCTEMbI MEHEKMEHTA KA4YeCcTBa 3a paMkm o06nactm NnpuMeHeHns1 HACTOS-
wero ctaHgapTa. Kak yctaHoBneHo B «O6nactn npumMmeHeHns» HacTOSAWMM CTaHaapT NPUMEHAETCH Toraa, Korga opraHm-
3aUum HeOHX0aMMO NPOAEMOHCTPUPOBATL CBOIO CMOCOOHOCTbL HA NOCTOSIHHOW OCHOBE 0becne4vmBaTh NOCTABKY NPOAYKUUN
N ycnyr, oTBeYaLWmxX TpeboBanHmnsm notTpebntenem n npUMeHMMbIM 3aKOHOA4ATENbHbIM U HOPMaTUBHbBIM NPaBOBbIM TPebo-
BaHUSIM, M HAUENMEeHHOCTb Ha NOBbLILLEHNE YAOBNETBOPEHHOCTU NOTpebutenen.

B HacTosiwem ctaHaapTe HeT TpeboBaHusA 0 TOM, YTOObI OpraHn3auus paccmMmaTpuBana 3anHTepPeCcoOBaHHble CTOPO-
Hbl, KOTOpPbIE HE OblnMM onpeaeneHbl AaHHOW OpraHM3aunen Kak MMeloWme OTHOLLEHNE K €€ CUCTEME MEHEMKMEeHTa
kavecTBa. OpraHm3aumns cama pelaet OTHOCUTCH NU Kakoe-nNnnbo KoOHKpeTHoe TpeboBaHne COOTBETCTBYHOLWEN CTOPOHb!
K €6 CUCTEME MEHEKMEHTA Ka4eCcTBa.

A.4 PucKk-opneHTUpOBAHHOE MbILLUNEeHHNe

KoHUuenuusa puck-opneHTUPOBaAHHOIO MbILLITEHNA MNPOCTEXNBaNach U B NpeabiayLen BEPCUN HACTOALLENO cTaHaap-
Ta, HAaNpumep, Yepes TpeboBaHusA K NNMAHUPOBAHUIO, aHANM3y N yrnydweHnto. HacToawmmn ctaHgapT ycTaHaBnNmMBaeT ans
opraHusauum TpeboBaHne noHMmaThb ee cpeay (cm. 4.1) n onpegenste PUCKN, KaK OCHOBY AIs NNaHupoBanus (cm. 6.1).
ITO oTpaXXaeT NPUMEHEHUE PUCK-OPUEHTUPOBAHHOIO MbILLITEHUSA ANA NAIAHNPOBAHUSA 1 BHEOPEHUSA NPOLECCOB CUCTEMBI
MEHeKMeEHTAa KavecTBa (cM. 4.4) n byaeT nomoraTb B onpeaeneHnmn obbema AOKYMEHTUPOBAHHOM MHdopMaLuw.

OaHa 13 KNoYeBbIX Lenen CUCTEMbl MEHEKMEHTA KQYEeCTBa COCTOUT B TOM, 4TOObI OHA AEeNCTBOBAra Kak MHCTPY-

MEHT npeaynpexaeHus. [1oaTomy HaCTOAWMKN CTaHO4APT HE UMEET OTAENBbHOIO pasgena Ui nyHkKra rno npeaynpexaato-
wum gencteusam. [ToHAaTHE npegynpexgatowero 4eNCTBUS BblPaXeHO Yepes NCnob30BaHNE PUCK-OPUEHTUPOBAHHOIO
MbILLTEHUA NpU PopMynnUpoBKe TPebOBaHUN K CUCTEME MEHEKMEHTA KAYECTBA.
PUCK-OPUNEHTUPOBAHHOE MbILLINEHNE, NPUMEHSAEMOE B HACTOSILLEM CTaHAApTE, CNOCOOBCTBOBANIO HEKOTOPOMY COKpPa-
LWeHUo TpeboBaHUM NpeanUcbiBAtOLWLEro Xapakrepa u ux 3aameHe TpeboBaHUAMU ONUCbIBAIOLLEro Xxapakrepa. Hactosawmn
crtaHpapT bonee yHuBepcaneH, yem MCO 9001:2008, B oTHOWEHMM TPpebOBaAHUK K npoueccam, JOKYMEHTUPOBAHHON
nHdpopmaunm n pacnpeaeneHnto OTBETCTBEHHOCTU B OpraHmn3auun.

HecmoTps Ha TO YTO 6.1 yKasbiBaET, UTO OpraHu3auns ornxHa nnaHnpoBaTtb 4eNCTBUA B OTHOLWEHUN PUCKOB, CTaH-
0apT He TpebyeT hopManmn3oBaHHbIX METOA0B MEHEAXKMEHTA PUCKOB UMM JOKYMEHTUPOBAHHOIO NpoLUecca MEHEPKMEHTA
puckoB. OpraHusaumm MoryT pelwaTthb cregyeT nu paspabarteiBate bonee 06WNPHYI0 METOAO0NOINMI0 MEHEAKMEHTA PUCKA,
yem TpebyeTcs HAaCTOAWMM CTaHAApPTOM, HaANpUMep, 3a CHET NPUMEHEHUS APYIMX PYKOBOASWMX YKA3aHUMA UMW CTaH-
NapTOB.

He BCe npouecchl CUCTEMbI MEHEAXMEHTA Ka4YecTBa 06n1aaaoT 0ANHAKOBbLIM YPOBHEM PUCKA B OTHOLLEHUN CNOCOD-
HOCTW OpraHn3aunmn 4oCTUraTb CBOUX LENEN, U BNIUSIHWE HEOMPEeAEeNEeHHOCTU HE ABMSAETCHA OAMHAKOBbLIM AN OpraHn3auum.
B cootBeTCTBMM € TpeboBaHusAMM 6.1 opraHn3aums OTBETCTBEHHA 3a NPUMEHEHNE PUCK-OPUEHTUPOBAHHOIO MbILLIMEHUS U
3a AEeNCTBUSA B OTHOLWIEHUN PUCKA, B TOM YUCIE LenecoobpasHoCTb permcTpaunm n CoOXpaHeHns OKYMEHTUPOBAHHON
NMHpopMaLMU KaK CBUOETENBbCTBA OrnpeaeneHnsi pUCKoOB opraHn3aumnen.

A.5 NMpnmeHnmocTb

[1pyn onpegeneHnmn NPUMEHMMOCTU TPeDOBaHMM cTaHAApPTa K CUCTEME MEHEPKMEHTA KQ4YeCTBa OpraHn3aymm HacTo-
AWK CTaHOAPT HE AENaeT CCbINKU HAa KUCKMIOYEHUSA». TE€M HE MEeHEee OpraHm3auunst MOXeT NPOBOAUTL aHaNN3 NPUMEHU-
MOCTH TPEDOBaAHUM C yHEeTOM pasMmepa UM CNoOXXHOCTU OpraHn3aumum, UCMonb3yeMoun e Mogenu MmeHegKmeHTa, obnactm
OeATENbHOCTU OPraHn3aUnmn N Xapakrepa e€ y4nTbiBaeMbIX PUCKOB U BO3MOXXHOCTEMN.

TpeboBaHMA K NPUMEHUMOCTUN pacCMaTpUBalOTCA B nogpasgene 4.3, onpeaensaiowem yenoBust, Npu KOTOPbIX Opra-
HU3aUUs MOXET NPUHSATb PELLEeHUE 0 TOM, YTO TPeboBaHUE He MOXET ObITb MPUMEHEHO HM KOAHOMY N3 MPOLECCOB B paMKaXx
obnacTn NpUMEeHeHNs1 CUCTEMbI MEHEKMEHTAa KavecTBa. OpraHmaaumst MOXeT NPUHUMAaTh peLlleHue o TOM, YTo TpeboBa-
HWE HE MPUMEHSIETCS, TONbKO €CINN 3TO PELLEHUE HE NPUBEAET K HECNOCODHOCTM 0becneunTb COOTBETCTBUE NPOAYKLMN U
YCITVT.

A.6 [lokymeHTHpOBaHHaAA MHopmauma

Kak cocTtaBnsowas 4actbe obecneyveHnss COBMECTUMOCTM C APYIMMU CTaHZapTaMn Ha CUCTEMbl MEHEQKMEHTA
obwmnn pasgen, kacawwmmncss «JokymeHTMpoBaHHON nHdopmauumy», dbin MPUHAT 6e3 3HAYNTENBHOINO U3MEHEHUST UNN
nobasnenmns (cm. 7.5). Tam, rae BO3MOXHO, TEKCT HACTOSALWENo cTaHaapTa bbin cornacoBaH ¢ TpeboBaHUAMN 3TOro pasae-
na. B cuny atoro TepMmnH « JOKYMEHTUPOBaHHAsS MHQOPMaLUA» NCNONb3YETCH BO BCEX TPEDOBAHUSAX, OTHOCSLMXCSH K JOKY-
MEHTaM.

Tam, rae B MMCO 9001:2008 ncnonb3oBanuncbh cneunarnbHble TEPMUHBI, TAKUE KaK « JOKYMEHT» UM « QOKYMEHTUPO-
BaHHbIE NMpoueaypbl», KPYKOBOACTBO MO KA4YECTBY» UMK «MNIaH Ka4eCcTBa», B HACTOSLWEWN BEPCUM CTaHZapTa onpeaeneHbl
TpeboBaHus K «paspaboTke, akTyanusaumum n NPUMEHEHNIO AOKYMEHTUPOBAHHON MHOpMaLnny.

Tam, rae 8 MCO 9001:2008 ncnonbaoBancs TEPMUH «3annucn» ans 0603HaveHns AOKYMEHTOB, HEODXOAUMBIX AN
npeacTaBneHns CBUAETENBCTBA COOTBETCTBUA TPEDOBAHUAM, TENEPb UCNONb3yeTCH TpeboBaHNE «PErMCTPUPOBATL U
COXpaHATb AO0KYMEHTUPOBAHHYIO MHPopMauuno». OpraHmnsaynsa HeceT OTBETCTBEHHOCTb 3a ornpeaerneHne Toro, Kakas
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OOKYMEHTUPOBaHHasA MHQOpMaLKUsa A0IKHaA ObITb 3aperncTpupoBaHa n COXpaHeHa, B TEYEHME KaKOIro Nepnoaa BPpEMEHU U
Kakue cpeactBa byayT NCnonb30BaHbl AS 3TOrO.

TpeboBaHue no «paspaboTke, akTyanmsaumm n NPUMEHEHNIO» AOKYMEHTUPOBAHHON MHAOPMALMKN HE UCKITIOYaET
BO3MOXXHOCTU TOr0, YTO OPraHn3aumnsi MOXeT TaKkkKe « PErMCTPUPOBAaTh U COXPaHATLY 3TY AOKYMEHTUPOBAHHYIO MHPOPMA-
LMIO OJ189 KOHKPETHbIX Uenen, Hanpumep, perncTpupoBaTb U COXPaHATb NpeabiayLme Bepcumn nHQopmMauum.

Tam, rge HacTosAWMM cTaHgapT CCbINaeTcs Ha «MHQOpMaUUIo», a HE Ha «QOKYMEHTUPOBAHHYIO MHOpMaLNIO»
(Hanpumep, B noapasaene4.1. «Opranmnsaumnsa omKHa OCyWeCTBNATE MOHUTOPUHI M aHaNN3 nHhopmaLumm 06 3TUX BHELL-
HUX Y BHYTPEHHUX (pakTopax» ), HET TpeboBaHUA, YTO aTa MHOPMALKA A0ITKHA BbITb AOKYMEHTUPOBAHHOW. B Takux cny4a-
AX OpraHm3aumsi MOXeET PEeLInTb ABMAETCH U 3TO HEOBXOAUMBIM UM YMECTHBLIM ANS pa3paboTku, akTyanu3auum u

NPUMEHEHNA 4OKYMEHTUPOBAHHON MHAOpMaUnW.

A.7 3HaHuA opraHn3aummn

[TyHKT 7.1.6 HACTOALWEro cTaHaapTa CBA3aH C NOTPEBHOCTLIO ONPeaennTb U OCYLLECTBNATb MEHEAKMEHT 3HAHUW,
noaaepXvBaemblx opraHnsaymnen, ans obecneveHnss QyHKUMOHNPOBAHUS €€ NMPOLEeCcCOB U JOCTUXKEHUSA COOTBETCTBUS
NPOAYKUNN N YCIYT.

TpeboBaHus, OTHOCSLWMECSH K 3HAHUSAM opraHmn3aumm, 6binm BBEAEHbI C LeNblo:

a) 3awWuTbl OpraHu3aymm oT NOTEPU 3HAHUW, HAaNPUMeEpP N3-3a:

- TEKYYeCTU KaapoBs,;
- HEBO3MOXHOCTU NONy4YeHUNA n obmeHa nHhopmaumnen;
b) cTUMMynupoBaHus opraHn3aumm K npnobpeTeHnto 3HaHUW, HanNnpumMep, Ha OCHOBE:
- 0by4eHunsi Ha COBCTBEHHOM OMMbITE;
- HACTaBHUYECTBA;
- U3YYEHUS NyYLLEro onbiTa.

A.8 YnpaBneHwne npoueccamu, npoaykumen v ycnyramm, noctaBnaeMbiMN BHELUHUMMW NOCTaBLUMNKAMM

Bce (hopMbl BHELLHNX NOCTABOK MPOLUECCOB, NMPOAYKUUW U YCIYr pacCMOTPEHbI B 8.4, HANpumep:

a) 3akynneHHble Yy NOCTaBLWMUKA;

b) nony4eHHble NO COrnaweHno ¢ KOMNaHNEN-NAPTHEPOM;

C) NONyYEHHbIE OT BHELLHENO NOCTaBLWMKa HA OCHOBE ayTCOPCUHIa npoLeCCOB.

AyTCOPCUHI Bcerga obnagaeTt OCHOBHOW XapakTEPUCTUKOW YCIYyrU, NOCKOIbKY UMEET Mo KpanHen mepe ogunH BUA
NesATeNnbHOCTU, AN BbINOJIHEHUA KOTOPOro HE06X0AMMO B3anMOA4EeNCTBME NOCTABLLMKA M OpraHmn3auuu.

Cpeacrea ynpaerieHns BHEWHUMMW MOCTaBKaMM MOIYT LWMPOKO BapbUpOBaTbCA B 3aBUCUMOCTM OT Xapakrepa
NpoueccoB, Npoaykunmn n yenyr. OpranHmnsaymsa MoXeT NPUMEHATb PUCK-OPUEHTUPOBAHHOE MblLUNEeHWe Ans onpeaeneHns
BUAA N CPEeACTB yrnpaBneHns, nogaxoasawmx ans KOHKPE THOro BHELWHEro NoCTaBLMKa N BHELWLHE NOCTaBNAEMbIX MPOLUECCOB,

NPOAYKUMU N YCIYT.
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[MpunoxeHve B
(cnpaBo4HOe€)

Opyrue mexayHapoaHble cTaHgapTbl B 00nacTu MeHeXKMeHTa KayecTBa
N Ha CUCTEMbI MEHEeAXXMEeHTa KavecTBa, pa3paboTaHHble UCO/TK 176

MexayHapogHble cTaHaAapTbl, ONUCaAHME KOTOPLIX NMPUBOAUTCSH B HACTOSIWEM MPUNTOXEHUN, DbINK paspadboTaHbl
TexHn4decknm kommtetom NCO/TK 176 ansa npepgoctaBneHns BcnomMmoratenbHOU MHhopMaunum opraHn3aunsm, KoTopble
NPUMEHAIOT HACTOAWMNA CTaHZ4apT, U AN NpeaocTaBieHns PYKOBOASALWMX yKasaHuu opraHusaunsm, CTPEeMSALWLMMCS
npeB3onTn ero TpeboBaHus. PykoBoasiwme ykazanms nnu tpeboBaHus, coepawmnecs B JOKYMEHTaX, NePeHYNCNEHHbIX
B 3TOM MPUNOXEeHUU, He JONONHAIOT U HE U3MEHSIOT TpeboBaHUs HACTOSWEro ctaHagapTa.
abnnuaB.1 nokasbliBaeT B3aMMOCBSA3b MEXAY STUMW CTaHAAPTaAMN N COOTBETCTBYHOLWLMMM pasgenamMmm HaCTOALWLEID
cTaHgaprTa.

HacTtosilee npunoxXeHne He COOAEPXUT CCbINKU Ha OTpacneBble CTaHAapThbl HA CUCTEMbBlI MEHEKMEHTA KA4eCTBa,
paspaboTaHHble TeXxHn4Yeckum kommtetom MCO/TK 176.

Hactosawmn ctaHaapT SBNSAETCHA OAHUM M3 TPeX OCHOBONoNnaratwwmx ctaHgapto, paspabotaHHbiXx NCO/TK 176.

UCO 9000 Cuctembl meHeaXMeHTa KavecTBa. OCHOBHLIE NOJIOXKEHUA U CNOBapb CO3JaeT OCHOBbLI Al Ha-
nexawero NOHMMaHuA N BHegpeHus HacTosLwero ctaHgapta. [NpuHUnnbl MEHEOXKMEHTA KaYecTBa, NogpodbHoOe onncaHme
koTopbliX gaetcd B MCO 9000, 6binm yvTeHbl B npouecce paspaboTtkm Hactosuwero craHgapra. Camm 3Tm NnpUHUMNbI
He sIBNSAOTCS TpeboBaHUAMN, HO OHU DOPMUPYIOT OCHOBY AN TeX TPebOBaHUN, KOTOPbLIE YCTaHABIIMBAET HACTOSLLUN
ctanHgapt. NCO 9000 Takke onpegensietr TEPMUHbI, onpegerneHns n OCHOBHbIE MOHATUA, NCMOMb3yeMble B HACTOALWEM
cTaHaaprTe.

MCO 9001 (racTtosiwmm cTaHaapT) ycTaHaBnmBaeT TpeboBaHus, HanpaBleHHbIE MMaBHbIM 0Dpa3om Ha co3gaHue
OOBEPUSA K NPOAYKUMN N ycnyram, npeanaraemblmM opraHm3aumen, u, nocpeacTtBoM 3Toro, Ha NoBblWEHNE YOOBNETBO-
peEHHOCTU nNoTpebutenen. MOXXHO Takke 0XXuaaTth, YTO Hagnexauwee BHeAPEeHNe 3TOro ctaHaapra NPUHECET APYrme Bbiro-
Obl ANs opraHn3aunmn, Takme Kak yrnydweHHbIM BHYTPEHHMW 0OMeH MHpopmMaumen, nydwee noHMMaHne n ynpasleHne
npoueccamm opraHmn3ayun.

NCO 9004 MeHepXmeHT AnA AOOCTUXEHMA YCTOMYMMBOro ycrnexa opraHum3auyumun. [logxon Ha OCHOBe
MEeHEeXKMEHTAa KavyeCcTBa COAEPXKUT PYKOBOASAWME YKa3aHUS ANs OpraHn3aunmn, CTPEMSLWNXCS NPEB30ONTU TPpeboBaHUS
HaACTOSILLEro cTaHaapTa, 0XBaTbiBasi bonee WnpoOKNM CNEKTP BOMPOCOB C TEM, UTODbLI 3TO MOITO BECTU K YNYYLLEHUIO OB LLNX
pe3ynbraTtoB gesatrenbHocTn opraHmnsaumn. NCO 9004 BkniovaeT mMetoamnveckoe pyKoBOACTBO MO CAMOOUEHKE C TEM, YTO-
Obl OpraHn3aumm MMenun BO3MOXHOCTb OLLEHUBATb YPOBEHb 3PENOCTU CBOMX CUCTEM MEHEIPKMEHTA KQYeCTBA.

MexayHapoaHble cTaHaapThl, ONMUCAaHHbIE HUXE, MOTYT MOMOYb OpraHn3aunsm, Korga oHM BHEAPAOT NN CTPEMSAT-
CHA yNy4LWNTb CBON CUCTEMbI MEHEPKMEHTA KAYeCTBAa, NPOLECCHl NN BUAbI AEATENBHOCTW.

NMCO 10001 MeHepXXmeHT. YOOBNETBOPEHHOCTb noTpebunTtenen. PykoBoagsawme ykKasaHus no npasBwvunam
noBeneHnA ANA OpPraHn3aunm CryXUT ansi opraHn3aumm pykoBoACTBOM B ONpPeaerieHUn Toro, YTo ee mepbl No obecneve-
HUIO YOOBNETBOPEHHOCTN NOTPEbUTENEN OTBEYAIOT UX NOTPEBHOCTAM N OXuagaHmam. lNpumeHeHne ctaHgapTa MOXeT
NOBbLICUTb JOBEPUE NOTPEBUTENEN K OPraHn3aumnn U ynydwmnTb NOHUMaHUE NOTPEBUTENAMM TOrO, YTO OHN MOTYT OXKNAAaTb
OT OpraHm3aumnm, TeEM camblM CHMXaA BEPOATHOCTb HEAOPA3YMEHUN N NMPETEH3NN.

MCO 10002 MeHeoXmeHT KavecTBa. YOOBNETBOPEHHOCTb noTpedbutenen. PykoBopgsawme yKasaHUA
Nno ynpaBneHWUIo NPeTeH3NAMM B OPraHn3aumnax Cry>XuT pykoBo4CTBOM MO NpoLueccy obpalleHnsi C NPeTEH3NAMN Yepes
NPU3HAHNE N N3yHeHne NOTPEDBHOCTEN M OXMAaHUN CTOPOH, 0DpalaloWmMXCs C MPETEH3USMU, N MPUHATUS PELLEHUN NO
pa3peLLEHNIO BOMNPOCOB, CBSA3aHHLIX ¢ nNpeTeH3nssmun. OH obecnevmBaeT OTKPLITbIW, Pe3ynbTaTUBHLIM U NPOCTON AN
NPUMEHEHNSA NPOLECC, BKIIOYaWUN NoAroTOBKY nepcoHana. OH Takke MOXET UCNONb30BaTLCH B KAYECTBE PYKOBOACTBA
ManbI MU NPeanpuaTUSMMN.

NMCO 10003 MeHeaXxXmeHT KavecTBa. YOOBNETBOPEHHOCTb NoTpebuntenen. Pykopogsime ykazaHmda no ype-
rynupoBaHMIO CMOPHbLIX BOMNPOCOB BHE OPraHM3aunm Crny>XuT pykoBOACTBOM OS5 Pe3yNnbTaTUBHOIO N 3PMEKTUBHOIO
paspeLlueHns CNOPoOB BHE OpraHn3aumnu no npeTeH3nsam, CBA3aHHbIM C npoaykunen. PaspelueHne cnopoB SIBNAETCH Cpe-
OCTBOM YPErynMpoBaHUs CUTyauum B Criy4asix, Korga opraHm3aumm He MOryT YpPerynmpoBaTh BONPOCHI N0 YAOBNETBOPEHUIO
NpPeTeH3nN BHYTPU opraHnsaymmn. bonblWMHCTBO NPETEH3NN MOTYT ObiTh YCNELWHO pa3pellerHbl BHYTPU opraHmn3auumn bes
NPUMEHEHNA NPOLEAYP, B KOTOPLIX CTOPOHbI BLICTYNAKT NPOTUBOBOPCTBYIOWMMN CTOPOHAMMN.

MCO 10004 MeHeoXmeHT KadvecTBa. YAOOBNEeTBOPEHHOCTbL nNoTpedbuTtenen. PykoBopgswme yKasaHUA
NO MOHUTOPUHIY N U3MEPEHMIO CITYXUT PYKOBOACTBOM ANA BbIpaboTKM Mep, HanpasBneHHbIX HA NOBbILLEHWE YOOBIETBO-
PEHHOCTU NOTPEBUTENEN N HA MAEHTUDUKALNIO BO3ZMOXHOCTEN YIyHLWIEHNS NMPOAYKLUMN, MPOLECCOB U XapaKTEPUCTHK,
KOTOPbIE ABMNATCA LEHHBIMW ANA NOTpedbuTenen. Takme mepbl MOTYT YCUNUTB NOANBHOCTL NOTPEBUTENEN N MOMOYbL Opra-
HMU3aUnn yaepxxartb noTpebutenen.

MCO 10005 Cuctembl MeHegXXMeHTaA KavecTBa. PykoBogslume yKkazaHusl NoO nNfaHam KavecTBa CIYXUT PYKO-
BOACTBOM NO pa3paboTke N NCnonb30BaHUIO MNAHOB KAYECTBA KaK CBA3YIOLWEro CpeacTBa, CBA3bIBAOLLEro TpeboBaHUA
npouecca, NPoAYyKTa, NPOEKTa UMM KOHTPaKTa ¢ padbounmm metogamm u npaktnkamm, obecnevmBaowmx npon3BoacTBo
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npoaykuuu. lNpenmywectea ot paspaboTkm nnaHa KkavecTsa dyayT Bblpa)XaTbCsl B NOBbILLEHHOW YBEPEHHOCTU B TOM, 4TO
TpeboBaHus ByayT BbIMONTHEHBI, YTO NPOLECCHI HAXOASATCH NOA4 yNpaBlNeHNEM, a TaKKe B MOTUBALMN BCEX, KTO BOBIEYEH
B paborty.

MCO 10006 Cuctembl MeHeaXXMeHTa KavyecTBa. PykoBogslume yKkazaHUA No MeHeA)XXMEeHTY KavecTBa B Npo-
eKTax NMPUMEHUM K LULMPOKOMY CNEKTPY MPOEKTOB: OT MalnbIX 40 DONbLWKX, OT NPOCTLIX 40 CNOXHbIX, OT OTAENBHOIO NPOEKTa
00 NpoeKTa, apnswerocs Yactoto cepum npoekTos. NCO 10006 ncnoneayertcs nepcoHanom, oCyLWeCTBIIAIWNM PYKOBO-
OCTBO NPOEKTaMU, U TEMU, KOMY HYXXHO 0BecnevnTb NPpUMEHEHNE X OPraHn3aynen NPakTuK, Coaepalmnxca B ctTaHgaprax
NCO, npegHa3HavYeHHbIX ANs CUCTEM MEHEPKMEHTA KaYeCcTBA.

MCO 10007 Cuctembl MeHeaXXMEHTA KavecTBa. PykoBoaswme yKkasaHnAa No MeHeOXXMEeHTY KOH(pUrypaumm
npeaHasHavYeH ans okasaHus CoO4encTBUA opraHmn3aymsm, NPUMeEHSIOWUM ynpaeneHne KoHgurypaumen ansa TeXHUYeCcKo-
ron agMMHUCTPATUBHOIO PYKOBOACTBA HA NPOTHXEHNN BCEMO XXN3HEHHOTO UMKna npoaykumn. MeHeppkMeHT KoHpurypaumm
MOXET ObITb NCNOINb30BaH 45151 BbINONHEHUSA TPebOBaHUN K AEHTUMUKALUN U NPOCTEXNBAEMOCTUN NPOAYKUUN, YCTAHOB-
NEHHbIX B HACTOSLWEM CTaHaapTe.

MCO 10008 MeHepXxmeHT KauvecTBa. YOOBNEeTBOPEHHOCTb nNoTpedbuTtenen. PykoBogswme yKasaHWA
No 3NEKTPOHHbLIM TOProBbIM CAENKAM MeXAy IpnanvYecKnmMmm n pmanvyecKnmm nmuamm gaeT pyKoBOACTBO MO TOMY,
Kaknm 06pasom opraHm3aumm MOryT BHEAPUTb PE3YINbTATUBHYIC U 3D EKTUBHYIO CUCTEMY AN 3MEKTPOHHbLIX TOProBbIX
onepaunmn mexay opraHnsauusivm n NnoTpedunTenssmu, U TeM caMmblM CO34aTb OCHOBY ANA TOro, YTOObLI NOTPEdUTENN NMENK
NOBbILLEHHYI0 YBEPEHHOCTb B OTHOLLEHNN TAKUX 3MEKTPOHHbBIX TOProBbIX onepaunm; NOBbICUTb CNOCODHOCTL OpraHn3aymnm
yAOBNETBOPATL NOTPEBUTENEN; a TAKXKE YMEHBLLUUTE KONMMYECTBO NPETEH3UN N CNOPOB.

UCO 10012 CucteMbl MeHeaXXMeHTa namepeHnn. TpeboBaHUA K npoueccam UaMmepeHn 1 N3MepnTeribHO-
MYy OOOpPYyAOBAHMIO CITYXUT PYKOBOACTBOM AN MEHEMKMEHTa U3MEPUTENbHbLIX MPOUECCOB U METPONIOrMYeCKoro
NOATBEPXKAEHNS N3MEPUTENBHOIO 060pyAOBaHUSA, UCNOSb3YEMbIM ANs 06ecnevyeHnss 1 4eMOHCTPaUUN COOTBETCTBUS
METPONorm4Yeckum TpedboBaHnam. CtaHaapT yctaHaBnmBaeT TPeOOBaAHUSA MEHEPKMEHTA KAYECTBA B CUCTEME MEHEIX-
MEHTa U3MEPEHNN AN BbINONHEHUSA METPONOrMYeckux TpeboBaHun.

MCO/TO 10013 PykoBopsiume yKasaHUA NO AOKYMEHTUPOBAHUIO CUCTEM MEHEeAXKMEHTA KavYeCcTBa COAEPKNUT
PYKOBOASIWLME YKa3aHUA No pa3paboTke U NPUMEHEHUIo AOKYMEHTauun, HeobXxoanmon Ans CUCTEMblI MEHEPKMEHTA
KavyecTBa. ATOT TEXHUYECKUN OTHET MOXET ObITb MCNONBb30BaH AN AOKYMEHTUPOBAHUA CUCTEM MEHEOXMEHTA, OTITUYHbIX
OT CUCTEM MEHEIKMEHTA KA4YeCTBAa, AN KOTOPbLIX NpeaHasHaveHbl ctaHgapTtel MCO, Hanpumep, Ans CUCTEM 3KONOrn4vec-
KOro MEHEeIKMEHTAa U CUCTEM MEHEeKMEHTa Be30MacHOCTH.

MCO 10014 MeHepxXmeHT KavecTBa. PykoBoaswime ykazaHMAa no AOCTUXKEHNIO PMHAHCOBLIX N 9KOHOMM-
YeCKMX NpenmyLuecTB aapecoBaH BbiCLLEMY PYKOBOACTBY. CTaHOapT COAEPXKUT PYKOBOASALLME YKA3AHUSA MO AOCTUXKEHU IO
PUHAHCOBbLIX U SKOHOMUYECKNX NPENMYLLECTB 3a CYET NPUMEHEHUS NPUHLUNMNOB MEeHEMKMEHTa KavecTBa. OH MoMoraer B
paboTe No NPUMEHEHUIO NPUHLUNNOB MEHEAXMEHTA N 0bnervyaeT BbIbOp METOA0B M MHCTPYMEHTAIbHbLIX CPeACcTB, NO3BONS-
OWKX obecnevnTb YCTONHUBBIN YCNEX OpraHn3aunm.

MCO 10015 MeHepxmeHT KavecTBa. PykoBoasiwme yKkasaHUA no o0y4YeHUIo npeanaraet pykoBogslme yKa-
3aHUS, HaMpaeBneHHbIE HA OKa3aHwe NOMOLM OpraHn3aumsim U NMoCBALWLEHHbIE BONPOCAaM, CBSA3aHHbIM C O0by4eHunem.
CTaHgapT MOXEeT NPUMEHSATLCSH B NMIOObIX CUTyauusix, korga Tpebyetcs pykoBOACTBO, UTODbLI pacKpbiTh COAEPXKAHNE W
MHTEPNPETUPOBATL CCbINKM Ha «0bpasoBaHue» N «obydeHue», ncnonb3lyemole B ctaHgaprax MCO, npegHa3Ha4YeHHbIX
A5 CUCTEM MEHEXKMEHTAa KavecTBa. Jliobas cebinka Ha «0by4YeHne» BKITIOYaeT BCE TUNMbI 0Dpa3oBaHns U NOAroTOBKM.

MCO/TO 10017 PykoBopsiwime ykasaHus no NPpUMEHEHUI0 CTaTUCTUYECKMX MeTOAOB B COOTBETCTBUM C
NCO 9001:2000 npepoctaBnsieT pa3sbsiACHEHNA B OTHOWEHUN CTATUCTUHYECKNX METOOO0B, NPUMEHEHUNE KOTOPbLIX CBA3aHO
C U3AMEHYMBOCTbLIO, HABNIOAAEMOW B NOBEAEHUN U pe3yrbTaTax NPOoLECCOB, AaXe B YCNOBUSIX KaXyLLENCH CTabUIbHOCTH.
CTtatncrnyeckme mMetodbl NO3BONSAOT Ny4dLlUE NCNOJNIb30BaTh UMEIOLUMECH AaHHbIE, MOMOras NpUHNMaTh PELEHNS, N TEM

CaMbIM COAENCTBOBATL MNOCTOSIHHOMY YIYyYLLEHUIO KA4YeCTBa NPOAYKLUM M MPOLECCOB AN AOCTUXEHNSA YAOBETBOPEHHOC-
M noTpedbutenen.

MCO 10018 MeHepxmeHT KavecTBa. PykoBopgfwme ykKkazaHMA MO BOBMEYEHUIO PAaOOTHUKOB M MX KOM-
NEeTEeHTHOCTU COOAEPXKUT PYKOBOASALLME YKa3aHNSA, KOTOPbIE OKa3blBalOT BIUAHWE HA BOBMNEYEHHOCTb U KOMMETEHTHOCTDb
paboTHUKOB. Cnctema MeHEXKMEHTA Ka4eCTBa 3aBUCUT OT BOBITE€YEHHOCTU KOMMETEHTHbLIX PabOTHUKOB U OT TOr0O, KaK OHU
NCMNONb3YITCHA M HACKOJIbKO OHUM MHTErPUPOBaHbI B OpraHn3aunio. KpanHe BaXXHO M AeHTUOUUNPOBaTL, pa3BnBaTb N OLLEHN-
BaTb HEOOXOAMMbIE 3HAHWS, HABLIKW, MNOBEAEHNE N pabouyto cpeay.

MCO 10019 PykoBopgsiwme ykazaHMsA NO BbIOOPY KOHCYNbLTAHTOB NO CUCTEMaAM MEHeAKMEeHTa KadecTBa
N NCNOJIb30OBAHUIO UX YCAYT CIYXUT PYKOBOACTBOM NO BbIOOPY KOHCYNBbTAHTOB MO CUCTEMaM MEHEQKMEHTA Ka4vecTBa
N Ncnosb3oBaHuio nx yenyr. CtaHgaprt gaet pykoBOACTBO MO NPoUeccy OUueHUBaAHNA KOMMETEHTHOCTU KOHCYIIbTAHTOR MO
CUCTEMAaM MEHEKMEHTA KavyecTBa U obecnevmBaeT yBEPEHHOCTb B TOM, YTO NOTPEBHOCTU M OXNAAHNUA OpraHn3aunu B
OTHOLLEHWUN YCINYT KOHCYNbTAHTOB DyAYyT YAOBNETBOPEHDI.

MCO 19011 PykoBopgsiwme yKazaHMA No ayanTy CUCTEM MEeHeKMEHTA CINY>XUT PYKOBOACTBOM MO MEHEKMEH-
Ty NporpamMmmbl ayauTa, no niaHnpoBaHUIO N NPOBEAEHUIO ayanTa CUCTEMbl MEHEKMEHTA, a TakkKe No KOMMNETEHTHOCTH
N OUEHUBAHNIO ayanTOPOB M ayantopckux rpynn. OH npegHasHaveH ansa npuMeHeHus K aygutopam, opraHmsauusam, BHe-
PSIOWMUM CUCTEMbI MEHEPKMEHTA, U OpraHusaumnsiMm, KOTopbiM TPebyeTca NPoBOAUTL ayaAUTOPCKUE MPOBEPKN CUCTEM
MEHeKMEHTA.
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Tabnwuua B.1— BaanmoceBsasb Mexay ApyrmMmmn MexgyHapogHbiMy cTaHgapTamm B 06nactn MeHEXKMEHTA KAYeCTBa,
cTaHgapTamMu Ha CUCTEMblI MEHEXKMEHTA KaveCcTBa U pasaenamMmm HacTOALWEro craHaapra

Npyrue Pasgen HacTosLLero craHgapTa
MeXayHapoaHble
cTaHOapThl 4 5 6 7 8 9 10

NCO 9000 Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

NCO 9004 Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

NCO 10001 8.2.2, 8.5.1 9.1.2

MCO 10002 8.2.1 9.1.2 10.2.1

MCO 10003 9.1.2

MCO 10004 9.1.2, 9.1.3

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

pasgeny pasgeny

MCO 10006 Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

NCO 10007 8.5.2

NCO 10008 Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

MCO 10012 7.1.5

MCO/TO 10013 7.5

NCO 10014 Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

MCO 10015 7.2

MCO/TO 10017 6.1 7.1.5 9.1

NCO 10018 Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

MCO 10019 8.4

NCO 19011 9.2

[TpunmeyaHune— «KoBcemy pasgeny» ykasbiBaeT Ha TO, UTO BCe NoApa3aenbl B KOHKPETHOM pasaene HacTos -
LLEero cTaHAapTa UMEIT OTHOLWWEHME K APYTrOMY MEeXAyHapOaHOMY CTaHAAapTYy.
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Mpunoxenwne A
(cnpaBo4HoOe€)

CBefleHMA O COOTBETCTBUMU CCbINMTOYHBLIX MeXAYHapPoOAHbIX CTaHOapTOB
HauuoHanbHbIM cTaHgapTaMm Poccunckoum ®epgepauuum

Tadbnwua OA.1

OBo3HaAYEeHUE CCbINOYHOro
CTeneHb OBbo3HavYeHne N HaMMEeHOBaHWe COOTBETCTBYIOLLEro HaUMOHAaNLHOro craHaapra
MeXAYHaApPOAHOro .
COOTBETCTBUA Poccunckon ®enepaynm
cTaHaapTa

|ISO 9000:2015 IDT [OCT P NCO 9000—2015 «Cuctembl meHepxkmeHTa Kadectsa. OCHOBHbIE
NONMOXEHUSA U CNOBAaPb»

|ISO 9004:2009 IDT [OCT P CO 9004—2010 «MeHegpxmeHT ans QOCTUXEHUSA YCTOUYMBOIO
ycnexa opraHmsauuu. [logxog Ha OCHOBE MEHEPKMEHTA Ka4vecTBay

ISO 19011:2011 IDT [OCT P NCO 12011—2012 «PykoBogswme ykasaHus no ayguTty CUCTEM
MEHEeKMEHTa»

|SO 9001:2008 IDT [OCT P NCO 9001—2015 «Cuctembl MEHEPKMEHTA Ka4vecTBa. | peboBa-
HUS»

|ISO 10001:2007 IDT [OCT P NCO 10001—2009 «MeHeapKMeHT KayecTBa. YAOBNETBOPEHHOCTb
notpedbutenen. PekomeHgauum no npaBunam noBegeHus ansi opraHmaa-
LN »

|ISO 10002:2014 *

|ISO 10003:2007 IDT [OCT P MCO 10003—2009 « MeHegKMeHT KavecTBa. Y A0BMNETBOPEHHOCTL
notpebutenen. PekomeHgaumm no yperyrnpoBaHuIO CNOpPHLIX BOMPOCOB
BHE opraHu3auum»

|ISO 10004:2012 *

|ISO 10005:2007 [OCT P NCO 10005—2007 «MeHeaxXmeHT opraHmsauun. PykoBogsume
yKasaHus Nno niiaHMpOBaHUIO Ka4yeCcTBay

|ISO 10006:2003 IDT [OCT P NCO 10006—2005 «Cuncrembl MeHEIKMEHTA KavyecTBa. PYKOBO-
OCTBO NO MEHEMKMEHTY Ka4yeCcTBa NpPu NPOEKTUPOBAHNNY

|ISO 10007:2003 IDT [OCT P NCO 10007—2007 «MeHempxmeHT opraHmsauun. PykoBogswme
yKa3aHus Mo yrnpaeBneHno KoHpUrypaumen»

|ISO 10008:2013 IDT [OCT P NCO 10008—2014 «MeHeapKMeHT KavyecTBa. YAOBNETBOPEHHOCTb
notpebutenen. PykoBoasilume ykasaHusi No 3reKTPOHHbIM TOProBbIM CAer-
KamMm Mexgy ipunanvyecknmm n OU3anyYecKumm nmuamm»

|ISO 10012:2003 IDT [OCT P CO 10012—2008 «MenemxmeHT opradmnsaummn. CUcTembl MeHe-
XMeHTa nameperHun. TpeboBaHus K npoueccam M3aMmepeHnn 1 NaMepuUTErb-
HOMY OBOpPYAOBAHNION

ISO/TR 10013:2001 IDT [OCT P MCO/TO 10013—2007 «MeHempKmeHT opraHmnsaymnn. PykoBoacTteo
NoO AOKYMEHTUPOBAHUIO CUCTEMbI MEHEIXKMEHTA Ka4YeCcTBa»

|ISO 10014:2006 IDT [OCT P NCO 10014—2008 «MeHemxmeHT opraHmsauun. PykoBogsuwme
yKa3aHus no AOCTUXEHUIO 3KOHOMUYECKOro adhdekra B CUCTEME MEHed-
XMEHTa Ka4vecTBay

|ISO 10015:1999 IDT [OCT P NCO 10015—2007 «MeHempxmeHT opraHmsauun. PykoBogswme
YKa3aHns No 0by4eHUton»

ISO/TR 10017:2003 IDT [OCT PNCO/TO 10017—2005 «Ctatnctnyeckmne metogbl. PykoBoacTteo rno
npumeHeHnto B cooteetctBum ¢ [ OCT P MCO 9001 »

|ISO 10018:2012 IDT [OCT P NCO 10018—2014 «MeHemgxmeHT KavecTBa. PykoBogsime ykasa-
HUS NO BOBNE4YeHU0 paboOTHUKOB U UX KOMMETEHTHOCTU»

|ISO 10019:2005 IDT [OCT P NCO 10019—2007 «MeHegXMeHT opraHnsaunn. PyKoBoACTBO MO
BbIDOPY KOHCYNbTAHTOB NO CUCTEMAaM MEHEMKMEHTA Ka4YeCTBa N UCMOSb30-
BAHUIO NX YCITyM»
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OkonyarHue mabnuubi [A. 1

* COOTBETCTBYOLWMN HAUMOHAINBHbBIM CTaHO4apPT OTCyTCTBYET. [0 ero yrBepxaeHnsa pekoMmeHayeTcsa NCnonb3oBaTh

nepeBod Ha PYCCKUIM S3bIK JAHHOIO MeXAyHapoaHoro ctaHgapra. [epesoa A4aHHOIO MeXayHapoAHOro craHaapTa Ha-
xoautcsa B PegepanbHOM MHOOPMALMOHHOM (hOHAE TEXHUYECKUX PEIMAaMEHTOB U CTaHA4apTOB.

[TpnmedaHune—B HacToawen Tabnuue NCNonNb30BaHO cneayowee ycnoBHoe 0003HAYEHNE CTENEHN COOT-

BETCTBUA CTaHAAPTOB.

- IDT — naeHTNYHbIE CTAHOAPTHI.

[1]
[2]
[3]

[4]

[5]
[6]
[7]
8]
[9]

[10]

[11]
[12]
[13]
[14]
[19]
[16]
[17]
[18]
[19]
[20]
[21]
[22]
[23]
[24]
[29]
[26]
[27]
[28]
[29]
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ISO 9004, Managing for the sustained success of an organization — A quality management approach
ISO 10001, Quality management — Customer satistfaction — Guidelines for codes of conduct for organizations

ISO 10002, AQuality management — Customer satisfaction — Guidelines for complaints handling In
organizations

ISO 10003, Quality management — Customer satisfaction — Guidelines for dispute resolution external to
organizations

ISO 10004, Quality management — Customer satisfaction — Guidelines for monitoring and measuring
ISO 10005, Quality management systems — Guidelines for quality plans

ISO 10006, Quality management systems — Guidelines for quality management in projects

ISO 10007, Quality management systems — Guidelines for configuration management

ISO 10008, Quality management — Customer satisfaction — Guidelines for business-to-consumer electronic
commerce transactions

ISO 10012, Measurement management systems — Requirements for measurement processes and measuring
equipment

ISO/TR 10013, Guidelines for quality management system documentation

ISO 10014, Quality management — Guidelines for realizing financial and economic benefits

ISO 10015, Quality management — Guidelines for training

ISO/TR 10017, Guidance on statistical technigques for ISO 9001:2000

ISO 10018, Quality management — Guidelines on people involvement and competence

ISO 10019, Guidelines for the selection of quality management system consultants and use of their services
ISO 14001, Environmental management systems — Requirements with guidance for use
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ISO 31000, Risk management — Principles and guidelines

ISO 37500, Guidance on outsourcing

ISO/IEC 90003, Software engineering — Guidelines for the application of ISO 9001:2008 to computer software
IEC 60300-1, Dependability management — Part 1. Guidance for management and application

IEC 61160, Design review

Quality management principles, 1ISO"

Selection and use of the ISO 9000 family of standards, ISO"

ISO 9001 for Small Businesses — What to do, ISO"

Integrated use of management standards, 1ISO"

www.1s0.0rg/tc176/sc02/public

www.1s0.0rg/tc176/1S0O9001AuditingPracticesGroup

R HocTtynHo Ha canTe: http://www.is0.0rg.
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