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Mpepucnoeune

1. TIOATOTOBJIEH OTkpbITbIM akumoHepHbIM obLlecTBOM "Bcepoccuiickuii Hay4YHO-UCCneaoBaTeNbCKUi
nHeTuTyT ceptudpukaummn” (OAO "BHUNC") Ha ocHoBe ayTEHTUYHOrO NepeBOAa Ha PYCCKUiA S3blK MEXAYHapPOAHOro
cTaHfapTa, ykasaHHoro B MyHkTe 4. [lepesop BeinonHeH pabodeil rpynnoit B coctaee npeacTtaeuteneli OAO
"BHUUC", OO0 "UHTepcepTuduka - THOP", 3A0 "LleHTp lMpuoputet", Accoumaumm no ceptudpmkauum "Pycckuii
peructp”, OO0 "THO® WHTepHaumoHans PYC", OO0 "Bu-Oc-Ail Om-3c-Cu-Ain-Oc”, "AE Conformity Pty Ltd",
MexayHapogHoi accouuaLmm no ceptTudukauum nepcoHana

2. BHECEH TexHunyeckum KOMUTETOM MO cTaHgaptusauum TK 076 "Cucrtembl MeHemKMeHTa"

3. YTBEP)KOEH W BBEJEH B LEWCTBUE Tllpukasom degeparnbHOr0 areHTCTBa Mo TEXHNYECKOMY
perynupoBaHuio 1 MeTpornorum ot 28 ceHTabpsa 2015 . N 1391-ct

4. HacToswmin cTaHgapT WOEHTUYEH MexayHapogHomy cTtangapty WMCO  9001:2015 "Cucrtemsl
MeHepKMeHTa kavecTsa. TpebosaHusa" (ISO 9001:2015 "Quality management systems - Requirements", IDT).

Mpn nNpUMEHeHUM HaCTOSLLErO CTaHgapTa peKkoMeHAYyeTCA  UCNOoMb3oBartb BMECTO  CCbITIOYHbIX
MeXAyHapoAHbIX CTaHAapTOB COOTBETCTBYWOLUME UM HalLMOHanbHble CTaHgapTbl Poccuiickon cDe,qepauvm,
cBefleHnsA 0 KOTOpPbIX NnpuBeAeHbl B AONOJTHUTENBHOM NPUNOXEHNU OA

5. BBE[IEH BIEPBbIE

MpaBuna npuMeHeHnss HacTosLlero ctaHgapTa yctaHosneHsl B FOCT P 1.0-2012 (pasgen 8). MHdopmaums
00 M3MEHeHUsIX K HacTosLemMy cTaHaapTy nyGnuKkyeTcs B eXerofAHom (Mo COCTOSIHUIO Ha 1 SiHBaps TeKyLero roga)
UHOpMaLMOHHOM YkasaTene "HauuoHarnbHble cTaHAapThl”, a oduuymanbHblii TEKCT U3MEHEHWIA 1 MOMpaBok - B
EXeMecsa4HOM MHGOPMaLMOHHOM ykasaTerne "HauuoHanbHble cTaHgapTsl”. B cnyyae nepecmoTtpa (3aMeHbl) unm
OTMEHBI HacTosILLero cTaHaapTa COOTBETCTBYloLee yBejoMrneHne Byaet onybnunkoBaHo B Grnivkaiillem Bbinycke
€XEeMeCcA4YHOro MHgopMaUMoHHOro ykasartens "HauuoHanbHble cTaHpapTel”. CooTBeTCTByOWAA WHMOPMAaLMS,
yBEOOMIEHMA U TEKCTbl pasMeLlaloTcd Takke B WH(POPMAaLMOHHOM cucTeme oOLLEero nonb3oBaHus - Ha
ocuumanbHom caiite dPefeparnbHOro areHTCTBa MO TEXHWYECKOMY PErynvpoBaHuiO UM METPONorMM B CETM
WHTepHeT (www.gost.ru)

Beeaenue

0.1. OBLme nonoxeHus

KOHcyn bTaHTlinoc www.consultant.ru CtpaHuua 1 13 33

UAnNAwWUAO MNADADAA NANNANWra



"TOCT P NCO 9001-2015. HauuoHanbHbI cTanzapt Poccuickon
depepaumnu. Cuctembl MEHEAXMEHTA KayecTBa. TpeboBarus"
(yTB. U BBE...

JokymeHT npegoctasneH KoHcynbTaHTl ni0c
[Hata coxpaHeHus: 05.04.2018

lMpuMEHeHNe cUCTEMbl MEHEe)KMEHTa KavyecTBa ABMSAETCH CTpaTerMyeckum peLleHuem Ans opraHusauuu,
KOTOpPOE MOXET NOMOYb YNyYLUUTb pPe3ynbTaTtbl €€ AeATENbHOCTU U obecneunTb MNPOYHYKO OCHOBY ANA UHULMATUB,
OPUEHTUPOBAHHbIX Ha yCTOVl‘-lVIBOe passuTue.

lMoTeHUnanbHeIMK MpeMMyLLecTBaMu ANS OpraHusauuy OoT NPpUMEHEHUS CUCTEMblI MEHEOXXMEHTa KayecTBa,
OCHOBaHHOI Ha HaCTOSLLEM CTaHZapTe, ABNSATCS:

a) CNocoBHOCTbL CTabunbHO NpefoCcTaBnsATb NPOAYKUUKD U yCcnyru, KOTOpble YyAOBMETBOPSAIOT Tp66OBaHVl9|
notpeburenei n NpUMeHNMbIE 3aKOHOAATENbHbIE 1 HOopMaTuBHbIE NpaBoBble TpeboBaHus;

b) cosgaHne Bo3MOXXHOCTEN ANs NOBbILWIEHNS YAOBIETBOPEHHOCTM NOTpedbuTENEN;
C) HanpasneHne yCunuin Ha puckn 1 BO3MOXHOCTU, CBSI3aHHbIE CO Cpeaoi U LieNsMu opraHusaumu;

d) BO3MOXHOCTb  NPOAEMOHCTPUPOBATL COOTBETCTBME  YCTAHOBMEHHbLIM Tpe6OBaHI/l$IM CUCTEMDbI
MeHe)KMeHTa KadyecTtBa.

Hacrosawwi CTaHOapT MOXET NCNoNnb30BaTbCA BHYTPEHHUMU N BHELLUHUMU CTOPOHaMM.
HacTtosawwi CTaHAapT He npeanonaraeT HeobXxo4MMOCTb:

- eAMHOO6pa3VIFI B CTPYKTYyp€ pasfinvHbIX CUCTEM MEHEPKMEHTA Ka4eCTBa,

- cornacoBaHua OOKyMeHTauuu co CTPYKTypOﬁ pasnenoB HaCcTosALLEero CtaHaapTa;

- UCMONb30BaHUs cneumnansHoOn TEPMUHONOIrMU HaCcToALLEro cCtaHgapta B paMKax opraHusauuu.

Tpe6OBaHVIﬂ K Ccuctemam MeHe)XMEeHTa KayecCTBa, YCTaHOBJIEHHble HaCTOALUUM CTaHOapToOM, ABMASAKOTCH
A0oNONHUTENbHbIMU KTpeﬁoBaHVIFIM K NpoayKuuu u ycnyram.

B HacTosllem cTaHgapTe NpUMEHEH NMPOLIECCHbIA NOAXOM, KOTOPbIA BKMoYaeT uukn "MnaHupyi - Jenai -
Mpoeepsii - Qencteyi" (PDCA), U pUCK-OPUEHTUPOBAHHOE MBbILUMIEHUE.

npOLleCCHbIVI NnoAXopA NO3BONAET OopraHusauum nnaHmposaTb CBOM NPOLIECCHI U UX B3aUMOLENCTBUE.

Peanusauus umkna PDCA nossonsieT opradusauuny obecneyntb ee npouecchl HeobXoauMbIMU pecypcamiu,
OCYLLECTBNATb UX MEHEXKMEHT, ONpeaensTb U peanu3oBbiBaTb BO3MOXHOCTY AN YyYLLEHUS.

Puck-opveHTUpoBaHHOE MbILLNIEHWE TO3BOMAET OpraHusauuMn onpeaensaTe akTopbl, KOTOpble MOryT
MPUBECTU K OTKMOHEHWI0 OT 3anfiaHWpOBaHHbIX pesyfibTaToB MPOLIECCOB WM CUCTEMbI MEHEeAXMeHTa KayecTBa
opraHusauuy, a Takke UCnonb3oBaTh npegynpexaarolime cpeacTsa ynpaBneHus AN MUHUMU3aLUMU HEeraTUBHbIX
NocneacTBUi U MakCUMarbHOro UCMONb30BaHMS BO3HUKAOLLUX BO3MOXHOCTEN (A.4).

MocTosiHHOE BbINONHEHVE TpeGoBaHui 1 yyeT ByayLmux noTpeGHOCTE U OXUAaHUA B YCrioBusiX Bce Bonee
AVHaMUYHOM W CIOXKHOW Cpedbl CTaBUT Mepej opraHusauuelt CriokHble 3agaun. [Ons pelueHus sTux 3apad
opraHusauusi Morna 6bl nocyuTaTbh HEOGXOAMMBIM UCTONb30BaThL PasfnnyHblie OPMbI YIYYLLEHUS B JOMNOMHEHNE K

KOppekuMn W NOCTOAHHOMY Yyny4qlIEeHUI0, Hanpumep, Takue KaK MpopbiBHOE W3MEHEHUe, WHHOBauuA U
peopraHmnsauus.

B HacTosillem cTaHAapTe MCNonb3yTCA CreAyoLmMe rnaronbHble (opMbI;
- "gomxkHa" ykasbiBaeT Ha TpeboBaHue,;

- "cnepyeT" ykasblBaeT Ha PeKOMEeHAALMIO;

- "Morno 6bl" ykasblBaeT Ha paspeLleHue;
.- "MOXeT" yKasbiBaeT Ha CNOCOOHOCTb U BO3MOXKHOCTb.

WHdopmaums, o6osHaveHHas Kak "lpuMeyaHmne", HOCUT XapakTep PYKOBOASLUMX YKa3aHWii ANA MOHUMaHMUS
Unu pasbACHEHWUs1 COOTBETCTBYIOLLEro TpeboBaHus.

0.2. MpurHUMNbElI MEHEIXKMEHTA KayecTea

HacToswuii cTaHgapT OCHOBaH Ha NpUHUMNAX MEHeIKMEHTa KayecTea, onucaHHbix B UICO 9000. OnvcaHue
BKMOYaeT hOPMYNMPOBKY KaXaoro npuHuuna n o60cHoOBaHue, noYemy NpUHLMN BaXXeH AN opraHusaumny, a Takke
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HEKOTOpble MPUMEPbl NPEMMYLLECTB, CBA3aHHbIX C MPUHLIAMOM, U MPUMEPb TUMNYHBIX AEACTBUNA NO YNyYLIEHNIO
pe3ynbTaToB AEATENBbHOCTU opraHusaLum npu npumMeHeHun npuHumna.

IMpuHUMNBI MEHEKMEHTA Ka4eCcTBa:

.- OpueHTauus Ha notpeburtens;

- NMUAEPCTEO;

- B3auMoJencTBne ngen;

- NpoueccHbIA noaxoa;

- YNyYLUEHME;

- NPUHATUE PeLUeHUn, OCHOBAHHBIX Ha CBMAETENbCTBAX;

- MEHEDKMEHT B3aVMOOTHOLLEHWIA.

0.3. lNpoueccHbin noaxon

0.3.1. O6Lwme nonoxeHus

Hacrosilyuii cTaHaapT HanpaeneH Ha npuMeHeHue "nNpoLiecCHOro noaxoga" npu paspaboTke, BHEAPEHUM U
ynyyleHun pesynbTaTUBHOCTU CUCTEMbl MEHEIKMEHTa KavyecTBa B LENsSX MOBbLILEHUA YOOBNETBOPEHHOCTM
notpebuteneit nytem BbINOMHEHUS WX TpeGoBaHui. KOHKpeTHble TpeGoBaHWS, MPUSHAHHbIE BaXKHLIMW ANS

BHEJpEeHUs NpoLecCHOro noaxoaa, BKNOYeHbl B nogpasgen 4.4.

MoHUMaHWe 1 MEHEKMEHT B3aUMMOCBA3aHHbIX MPOLIECCOB Kak CUCTEMbI COCOBCTBYET pesynbTaTMBHOCTM U
3 HEKTUBHOCTY OpraHu3aLmnn B JOCTUXKEHUM HAMEYEHHbIX pe3yrnbTaToB. JTOT NOAXOA NO3BOMSIET OpraHu3aLui
ynpaensTe B3aMMOCBSA3SMU U B3aMMO3aBUCUMOCTAMMU MEXY NpOoLieccamit CUCTEMBI, Tak YTo OBLUMe pesynbTaThl
[EeATENbHOCTM OpraHm3aumny MoryT GbiTb YyYLLEHbI.

lMpoLeccHbIii NOAXOA BKIKOYAET B Ce0A cMCTEMaTU4eckoe OnpefeneHne U MeHeKMEHT MPOLEcCcoB U UX
B3aUMO/Ie/CTBUSA TakuMm oOpas3oM, YToObl JOCTUraTb HaMeYEeHHbIX Pe3ynbTaToB B COOTBETCTBUM C MOSUTUKON B
obnactu kayecTBa W CTpaTerMyeckuMm HamnpaBlieHUEM OpraHusauuu. MeHemKMEHT NPOLeCCOB U CUCTEMbI Kak
€[IMHOro Lenoro MoXeT gocTturatbes npu ucrnonb3osaHum umkna PDCA (0.3.2) coBMecTHO ¢ 0cobbiM BHUMaHUEM K
PUCK-OPUEHTUPOBaHHOMY MbiLLneHuio (0.3.3), HaueneHHbIX Ha UCNoNb30BaHME BO3MOXHOCTER 1 NpeoTepalleHne
HexXenaTenbHbIX pe3yrnbTaToB.

MpumeHeHne NpoLEeCcCHOro NoOAX0Aa B CUCTEME MEHEIPKMEHTA KayecTBa NO3BONSET:
a) NOHMMaTb M NMOCTOSIHHO BbIMNOMHATL TpeboBaHNS;
_b) paccmarpuBath npoLecch! C TOUKM 3peHust LO5aBNEHMS MU LEHHOCTY;

C) AocTUraTh pPe3yrbTaTMBHOMO (PYHKLIMOHMPOBAHUS MPOLIECCOB;

d) yny4Luath NpoLiecchl Ha OCHOBE OLIEHUBaHUSA SaHHBIX N UHOPMaLMK.

PucyHok 1 faeTt cxemartunuHoe nsobpaxeHune noboro npouecca v UCTPUPYET B3aMMOCBSI3b 3IEMEHTOB
npouecca. KOHTPOribHbIE TOYKM MOHWUTOPUHFA U U3MEpeHUs, HeoOXOAUMbIe [ANS YNpaBheHWs, SBMSOTCS
cneLmMdUYeckUMm 415 Kagoro npouecca u OyayT BapbUpoBaThCs B 3aBUCUMOCTY OT COOTBETCTBYIOLLMX PUCKOB.
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PucyHok 1 - CxemaTtuyHoe usobpaxkeHme afieMeHTOB npoLecca
0.3.2. Uukn "Mnaxupyi - Oenai - MNMposepsin - denctayin”

Uukn PDCA moxeT 6blTb MPUMEHEH KO BCEM MpoLeccaM M K CUCTEME MeEHEe)KMEHTa KayecTsa B LeMnoM.
PucyHok 2 unniocTpupyeT Kak pasgensl 4 - 10 moryT 6bITb CrpynnupoBaHbl B COOTBETCTBUM € Lnkiom PDCA.

Cpencres
ofecriedcHus
¥ [leRTeNbHOCTL
(7, 8)

Ouenra

PE3IYNLTATOR
AERTENRHOCTH

Heitcrayi Mpoaepnit { l

ﬂpwmeanme - Uucppel B CckobKax SABMSATCH CChINIKamy Ha pasgenel HacTosLero ctaHgapTra.

PuicyHok 2 - N3obpaxeHune CTpyKTypbl HAcTOSILLErO CTaHAapTa
B cOoOTBETCTBUM C Liuknom PDCA

Linkn PDCA MOXHO KpaTKo onucaTtb Tak:

- NNaHupyn - paspaboTka uernei cMcTeMbl U €€ NPOLIECCOoB, a Takke OnpefeneHue pecypcos, HeoBXoAUMbIX
AN AOCTUXKEHUst pesynbTaToB B COOTBETCTBUMU C TpeboBaHWsMM noTpebuTeneih U MOMUTUKOW OpraHvsauuu,
onpefeneHve nu pacCMOTPEHME PUCKOB Y BO3MOXHOCTEN;

- fienai - BbINMOMHEHMWe TOro, YTo 6bIno 3annaHnpoBaHo;

- NpoBeps - MOHWUTOPUHT U (TaMm rge 3TO MPUMEHUMMO) W3MEPEHMEe MpPOLeCcCOB, MPOAYKUMM U ycrnyr B

CPaBHEHUM C MONUTWKONW, UensmMu, TpeOOBaHWAMU UM 3annaHMpoOBaHHbLIMK [JENCTBUMSIMA U COODLUEHME O
pesynbrarax;
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- [ECTBY - MPUHATME MEp MO YNyYLIEHUIO Pe3ynbTaToB AEATENbHOCTU B TOM CTEMEHU, HACKOMbKO 3TO
Heobxoaumo.

'0.3.3. Purck-opveHTMpoBaHHOE MbILLMEHME

Puck-OpueHTMpoBaHHOe MbiluneHne (A.4) HeoBXoAuMO ANsS [AOCTUKEHUS pPesynbTaTWBHOCTM CUCTEMBI
MeHekMeHTa kavecTBa. KOHUENuWs PUCK-OPUEHTUPOBAHHOTO MbILLNEHUS MogpasyMesanach B npenblayLieit
BEepCUW HacToslLLero CTaHaapTa, BKIYas, Hanpumep, BbINOMHEHNe NPeAYNPeXaaoLLmMX AeNCTBUIA, HanpaBMneHHbIX
Ha MCKIMioYeHWe NOTeHUManbHbIX HECOOTBETCTBUN, aHanu3 MobblX HECOOTBETCTBUIA, KOTOPble BO3HUKAIOT, U
MPUHATUE Mep MO NPeJoTBPALLEHNIO UX NMOBTOPEHUSI, COOTBETCTBYIOLLIUX NOCNEACTBUSIM HECOOTBETCTBUS.

Yto6bl cCoOOTBETCTBOBATL TPQGOBaHMﬂM HacTosILLero cTaHgapTa opraHusauum Heobxoaumo nnaHupoBaTb U
BHeOpsSTb AENCTBUS, CBSA3aHHbIE C PUCKaMU N BO3MOXXHOCTAMMW. HanpaBneHme YCUnun Ha PUCKN U BO3MOXHOCTU
CO34aET OCHOBY A NOBbILUEHUA PE3YNbTaTUBHOCTU CUCTEMbI MEHEPKMEHTA Ka4YecTBa, JOCTUKEHUS YIYYLEeHHbIX
pe3ynbTatoB U npeaoTepalleHune He6naronpvaHb|x rnocneacTeuii.

BosmoxxHocTn MOryT BO3HUKHYTb B CUTYaUuu, 6J'IaI'Ol'lpMFITHOI71 AN JOCTMXEHUA HaMeYeHHOro pesynbrara,
Hanpumep, KakK COBOKYMHOCTb O6CTO$ITEJ'II=CTB, No3BONAKLWMX OpraHusauun npuenekartb n0Tpe6V|Tenel7|,
pa3p868TbIBaTb HOBYO MPOAYKLIMIO U ycnyru, cokpalwjatb OTX0Abl UMK NOBbILLATb NPOU3BOAUTENBHOCTL. [dencTeus
B OTHOLLEHUN BO3MOXHOCTEN MOryT TakkKe BKNI04YaTb paCCMOTPEHUE CBA3AHHbBIX C HAMW PUCKOB. PUCK 3TO BNUsSHUE
HeonpegeneHHoCcTn, u nobas Takas HEONPEAENEeHHOCTb MOXET MMETb MONOXUTENbHbIE UNU OTpUUATENbHbIE
BosgencTeua. NonoxuteneHoe OTKIIOHEHME, BbITEKalLWee N3 pucka, MOXET co3faTb BO3MOXHOCTb, HO HE Bce
MONOXUTENbHbIE OTKIOHEHUS NPUBOOAT K BOSMOXXHOCTSM.

0.4. BsammocBssb C ApYruMu CTaHAapTaMu, NpeaHas3HauYeHHbIMN AN CUCTEM MEHEMKMEHTA

B HacToslem cTaHhapTe npuMeHeHa CTpykTypa, paspaboTaHHas MCO ans ynyylleHus cornacoBaHHOCTU
mexay ctaHgaptamu ICO Ha cuctembl MeHemKMeHTa (CM. npunoxexue A.1).

HacTtosawuii craHgapT nosBonseT opraHusauvyu NpUMEHSITb MPOLIECCHbIA NMOAXOM B COYETaHWU C LMKIIOM
PDCA 1 pUCK-OPUEHTUPOBEHHBIM MbILLMIEHMEM C TeM, YToBbl COrNnacoBaTh WM MHTErPUPOBaTh CBOK CUCTEMY
MeHePKMEHTa KavyecTsa ¢ TpeboBaHMSAMM APYrUX CTaHAapTOB Ha CUCTEMbI MEHEMKMEHTA.

Hacrosiyuii ctaHaapT cessaH co craHaaptamu MCO 9000 n UCO 9004 creayroLmm o6pasom:

- NCO 9000 "Cuctembl MeHemkMeHTa kadecTsa. OCHOBHbIE MOMOXEHWSI W CrOBapb" CO3AAET BAKHYIO
OCHOBY AJ1A HaANexXallero NoHMMaH1a 1 BHEAPEHUA HacTosLLero cTaHaapTa.

- NCO 9004 "MeHemXMEHT AN [AOCTMXEHUS YCTOWYMBOrO ycriexa opraHusauwu. [oaxon Ha OcHoBe
MEHeAXXKMEHTa KayecTsa" [aeT PyKOBOACTBO OpraHv3auusM, CTPEMSILUMMCS MPEB30iTH TpeBoBaHWUs HACTOSILLEro
cTaHgapTa.

MpunoxeHue B cooepxuT CBeAEHUA O APYrX MEXAYHapOAHbIX CTaHAapTax B oBnacTi MeHemXMeHTa
kayecTsa 1 CTaHAapTax Ha CUCTEMbI MEHEe)KMEHTa KayecTsa, KoTopble Obinu paspaboTtaHsl MCO/TK 176.

HacToswuit ctaHgapT He coAepXMT KOHKPETHbLIX TPeBOBaHUM K APYriM CUCTEMAM MEHEMXXMEHTA, TaKUM KaK
SKONIOTMYECKUA MEHEMAXXMEHT, MEHEe[KMEHT 6e3onacHoCTW TpyAa W OXpaHbl 340POBbS WM (OUMHAHCOBBIN
MEHEIKMEHT.

OTpaCJ'IEBble CTaHAapTbl HA CUCTEMbI MEHEXXMEHTa KayecTBa paspaboTtaHbl And pspa oTpacrein Ha OcHoBe
TpeboBaHuii HacTosILLEero cTaHgapTa. HeKOTOpre U3 JTUX CTaHOapTOB YyCTaHaBNMBaKT AOMOMHUTENbHbIE
TpeboBaHus K cUCTEME MEHeXMEeHTa Ka4yecTBa, B TO BpeMs KakK Apyrue orpaHuyvMBaloTCA MpeaoCcTaBieHUEM
PYKOBOASALLMX yKasaHui No NPUMEHEHUIO HACTOSLLEro CTaHfapTa B pamKkax KOHKPETHOWR oTpacnu.

1. ObrnacTb npumeHeHUs

Hactosawwi CTaH4apT yCTaHaBnuBaeT TpGGOBaHMH K CUCTEME MEHe)KMeHTa Ka4ecTBa B TEX Cly4adx, korga
opraHusauus:

a) HyxgaeTcsi B AEMOHCTPaUMU CBOE CrnocoBHOCTM MOCTOSIHHO MOCTaBnsaThb npoAayKuMio 1 (unu) ycnyru,
oTBevailowue TpeGoBaHusM MoTpebuTeneir M MPUMEHUMbIM 3aKOHOAATEMbHLIM U HOPMATUBHbLIM NnpaBoOBbLIM
TpeboBaHuAM;

b) CTaBWUT CBOEW Lienbio MoBbILLEHNE yAOBNETBOPEHHOCTU n0Tpe6V|Tene|7| nocpencTBOM pe3ynbTaTUBHOIO
NPUMEHEHUA CUCTEMbI MEHEDKMEHTa Ka4eCTBa, BKMOYasa npouecckl ee ynydweHus, u obecrneyeHne cooTBeTCTBUS
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TpeboBaHuUAM noTpeduTenei U NPUMEHUMBIM 3aKOHOAATENbHbIM 1 HOpPMaTtuBHbLIM NMPaBoBbIM TPEOOBAHUAM.

Bce TpeboBaHua HacTosiLLero crtaHpapta HOCAT oBWuil XapakTep M npeaHasHayeHbl AN NPUMEHEHMS
noBbIMK OPraHW3aLMAMU HE3ABUCMMO OT UX BUAA, pasMepa, MOCTaBMAEMON MPOAYKUWM U MPEeAoCTaBnsemMblX
ycnyr.

IMpumeyaHus

1. B HacToslem craHgapTe TepMuHbl “npoaykuus™ unu "ycnyra" nNpUMEHUMbI TOMBbKO K MPOAYKUMW W
ycnyram, KoTopble npegHasHayeHbl unu 3atpeboBaHbl NoTpeduTenem.

"2. 3aKkoHopaTtenbHble U HOPMaTUBHbIe MpaBoBble TpeGoBaHWUS MOryT ObiTb 0GO3Ha4YeHbl Kak NpaBoBble
TpeboBaHus.

2. HopmaTuBHbIE CChINKM

Crnenylowmnit JOKYMEHT, MOSHOCTbIO UMM YaCTUYHO, SIBMSIETCS HOPMATWBHOMN CCbIMKOA ANS HACTOSLLEro
CTaHAapTa ¥ HeobXoAuWM AN ero npUMeHeHus. [Ins AaTMpPOBaHHbBIX CChINOK MPUMEHSETCS TONMbKO yKasaHHas
Bepcus. [Ins HedaTUpPOBaHHbLIX CCHUIOK MPUMEHSIETCH MOCNEAHSIS BEPCUSl CCbINOYHOTO [OKYMEHTa (BKroyas
noBble nonpasku).

MNCO 9000:2015 Cucrema meHepxkmeHTa kavyecTea. OCHOBHbIE MOMOXEHWS U CrIOBapb

3. TepmuHbI 1 onpeneneHus

B HacTosiLeM cTaHgapTe NpMMEHEHBI TEPMUHEI 1 onpeaenexus, aadHble 8 UCO 9000:2015.

4. Cpepa opraHusaumm

4 1. NoHXMaHWe opraHusauum u ee cpegebl

OpraHusauus AomkHa onpedenuTb BHELWHWE U BHYTPEHHWE hakTopbl, OTHOCSLUMECS K €6 HaMepeHusmM U
CTpaTern4yeckomy HanpasSieHUIO U BNUsAIOLUEe Ha ee CnocoBHOCTb AOCTUraTbh HameveHHOoro(bIx) pesynbTara(os) ee

CUCTEMbI MEHE)XKMEHTa KavyecTBa.

OpraHusaums 4omKHa OCYLLECTBIIATb MOHUTOPUHT U aHanua MHopMaumun o6 aTUX BHELUHUX U BHYTPEHHUX
hakTopax.

MNpumeyaHus

1. PaccmarpuBaemblie (pakTopb! UMK YCOBUS MOTYT BbITh NOMOXUTENbHBIMU UMK OTPULIATENBHBIMU.

2. TloHMMaHWiO BHELLHEA cpeabl MOXET CnocobCTBOBaTb PacCMOTPEHWE (aKTOpPOB, CBSI3AHHLIX C
3aKOHOAATENbHOW, TEeXHONOrMYecKol, KOHKYPEHTHOW, PbIHOYHOMW, KyNbTYPHOW, COLMAanbHOW U SKOHOMUYECKOM

cpefon Ha MeXayHapoaHOM, HaLMoHanbHOM, perMoHanbHOM UM MECTHOM YPOBHE.

3. lMoHWMaHUIO BHYTPEHHEN cpeabl MOXET CrnocobCTBOBaTb PAcCMOTPEHWE (HaKTOPOB, CBSI3aHHBLIX C
LIEHHOCTSAAMU, KyNbTYPOW, 3HaHUSIMU U pesyrnbTaTtamu paboTel opraHu3amu.

.4.2. TloHumaHne noTpebHOCTEN 1 OXNAAHUIA 3aNMHTEPECOBAHHbIX CTOPOH

C yyeTom BNusAHUA, KOTOPOE 3aMHTEPECOBaHHblE CTOPOHb! OKa3blBAKOT UMM MOMYT OKasaTb Ha CrOCOBHOCTb
opraHusauum MOCTOAHHO MOCTaBMsATb MPOAYKUMIO M ycryrn, oTBedvalowme TpeGoBaHusM noTpebutenein u
NMPUMEHUMbIM K HUM 3aKoHOAATEMbHbIM W HOPMAaTMBHbLIM MPaBOBbIM TPeGOBAHUSAM, OpraHW3aLus JOrmKHa
OnpeaennTb:

a) 3aMHTEepPeCcOoBaHHbIE CTOPOHbI, UMEIOLLME OTHOLLEHUE K CUCTEME MEHEIKMEHTa KauecTBa;

b) TpeboBaHus aTUX 3aMHTEPECOBaHHbIX CTOPOH, OTHOCALLIMECS K CUCTEME MEHEIKMEHTA KayecTsa.

Opl'aHVISaLWIFI AOIMKHa OCYLUECTBNATb MOHUTOPUHI W aHanu3 MHgopmauun o6 3Tux 3aNHTEPECOBaHHbIX
CTOPOHax 1 UX COOTBETCTBYOLMX TpeboBaHUsIX.

4.3. Onpe,qeneHme obnactu NMPUMEHEHUA CUCTEMbl MEHEXKMEHTA KavyecTBa
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'OpraHmaaum JOKHa onpedenutb rpaHulbl CUCTEMbl MEHEPKMEeHTa KavecTBa M OXBaTbiBAeMyk €lo
OEeATernbHOCTb, YTOOb! YCTAHOBUTb obnactb ee NPUMEHEHNA.

Mpw onpegeneHun obnacTn NPUMEHEHUs OpraHu3auUmns QOMKHa paccMaTpuBaTh:
a) BHELUHME 1 BHyTPeHHME hakTopsbl (cM. 4.1);

b) TpeboBaHns1 COOTBETCTBYIOLLNX 3aUHTEPECOBAHHBIX CTOPOH (CM. 4.2);

C) NPOAYKLMIO 1 YCIyr1 opraHn3auum.

OpraHusaums [ofmKHa NPUMEHATbL BCe TpeGOBaHMﬂ HacToAllero craHgaprta, ecnu 3Tu Tpe6OBaHVIF|
NpUMeHUMbI B Npegenax ycTaHOBMEeHHOM obnactu NPUMEHEHUA ee CUCTEMbl MEHEPKMEHTA Ka4vecTBa.

O6nactb NPUMEHEHUs CUCTEMbl MEHE[XMEHTa KayecTBa oOpraHusauuu JorkHa ObiTb  AOCTYMHa,
paspabatbiBaTbCsl, aKTyanu3MpoBaTbCH W MPUMEHSITbCA Kak AOKYMEHTWpOBaHHas WHdopmauus. O6nacTb
MPUMEHEHUS| JOMKHA YKasblBaTb Ha OXBaTbiBAaeMble BUAbI NMPOAYKUMM M yCcrnyr n gaeaTb oBOCHOBaHMe ANS
UCknioYeHnst TpeboBaHUA HaCTOSLLEro CTaHAapTa, KOTOpoe OHa OMpefenuna kak HenpuMeHuMoe Kk ee obnacTu
NPYMEHEHMUS CUCTEMbI MEHEXXMEHTa KayecTBa.

CooTtBeTcTBME TPeBGOBaHMAM HACTOSILLEro CTaHAapTa MOXET ObiTb 3asiB/IEHO TOMLKO B TOM Criyyae, ecni
TpeboBaHus, onpeferneHHblie Kak HEMPUMEHUMbIE, He BAUSIKOT Ha COCOBHOCTb UM OTBETCTBEHHOCTb OpraHu3aLmm
obecneunBaTb COOTBETCTBUE NPOAYKLMM U YCIYT 1 MOBLILLIATH YAOBIETBOPEHHOCTb NoTpebuTeneii.

4.4. Cuctema MEHE)KMEHTa KayecTBa U ee npoLecchl
4.4.1. OpraHusauuss AomkHa paspabotarth, BHeAPWUTb, MOAAEPXMBATb M MOCTOSIHHO YNy4yllaTb CUCTeMy
MEHEe[XKMeHTa KayecTsa, BKYas HeobxoauMMble Mpoueccbl U WX B3aUMOAEWCTBUSA, B COOTBETCTBUU C

Tpe6OBaH NAMU HacToALlero cradgapra.

OpraHmsame JOIMKHa onpeaensaTb npouecchl, HeoBxoauMble ANS CUCTEMbI MeHeOXXMeHTa Ka4vyecTtBa, U UxX
NnpUMEeHeHWe B pamMKax opraHusalunu, a Takke:

a) onpefensTb Tpebyemble BXOAbI U OXMAAEMblE BbIXOAb! 3TUX MPOLIECCOB;

b) onpepensaTb nocnefoBaTeNbHOCTb U B3aMMOLENCTBUE 3TUX NPOLIECCOB;

C) onpenensTb U NPUMEHATb KPUTEPUN U METOAbI (BKITOYAsi MOHUTOPUHT, U3MEPEHUSI N COOTBETCTBYIOLME
rnokasaTenu pesynbTaToB AeATENbHOCTU), HEOOXoAUMbIE Ana oGecneyeHus pesynbTaTUBHOIO YHKLMOHUPOBAHMS
3TUX NPOLIECCOB U YNpPaBreHus UMu;

d) onpepensTb pecypcbl, HEOBXoAUMBIE A1 3TUX NPOLIECCOB, U 0GECNEUUTb UX AOCTYMNHOCT;

€) pacnpefensTb 0053aHHOCTYN, OTBETCTBEHHOCTb ¥ NOTHOMOUMSI B OTHOLLEHUM 3TUX MPOLIECCOB;

f) yuuTbiBaTH PUCKM U BO3MOXHOCTU B COOTBETCTBUM C TPeBOBaHUAMU nogpasaena 6.1;

g) oLeHuBaTb 3TU Mnpouecchl U BHOCUTb Ntobble M3MEHEHUS, HeoOXoauMble ansa obecneveHuss TOro, YTo
npouecchl 4OCTUraloT HaMedYeHHbIX Pe3yNbTaToB,

h) ynyywartb npouecchl U CUCTEMY MEHEIKMEHTA KayecTBa.
4.4.2. OpraHusauusi JormkHa B HeobxoauMoM oobeme:

a) paspabaTbiBaTbh, aKTyanuampoBaTb U NPUMEHSTb AOKYMEHTMPOBAHHY MHGOPMaLMIo ans obecneyeHus
(PYHKLIMOHMPOBaHUSA NMPOLIECCOB;

b) perncTpuposaTth U CoXpaHsaTb JOKYMEHTUPOBaHHYIO UHOPMaLMIo Ans obecrneyeHns yBepeHHOCTY B TOM,
YTO 3TV NPOLIECChI OCYLLECTBSIOTCSA B COOTBETCTBUM C TEM, KaK 3TO BbINO 3annaHnpoBaHo.

5. JlugepcTBO
5.1. JlngepcTBo 1 NPUBEPKEHHOCTb

5.1.1. OBLme nonoxeHus

KoHcynbTtaHTlnioc www.consultant.ru
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Bbiclwiee PYKOBOACTBO [AOSPKHO [AEMOHCTpMpOBaTb CBOE NUWAEPCTBO U NMPUBEPXKEHHOCTb B OTHOLUEHUU
CUCTEMbI MEHE)XKMEHTa KavyecTBa NoCpeACTBOM:.

a) NPUHATUS OTBETCTBEHHOCTU 3a PE3YNbTaTUBHOCTb CUCTEMbBI MEHEDKMEHTA Ka4eCTBa,

b) oBecneyeHns paspaboTkv NONUTUKYA U Lieneil B 0GNacTi kayecTBa, KOTOpble COrnacyloTcs C yCroBUsMU
cpefbl opraHnsaLmnn 1 ee CTpaTerMyeckuM HanpasneHuem;

.c) obecneyeHuss MHTerpauum TpeGoBaHWii CUCTeMbl MEHeIKMeHTa kavecTBa B Ou3Hec-npouecchl
opraHu3auuu;

d) COOENCTBUSA NPUMEHEHUI0 NPOLIECCHOro NoAX04a U PUCK-OPUEHTUPOBAHHOIO MbILLMEHNS;
e) obecneyeHuns AOCTYMHOCTU pecypcoB, HeoOXoAMMbIX AN CUCTEMBI MEHEI)KMEHTA Ka4yecTBa,

f) pacrnpocTpaHeHua B OpraHuMsauuyM NOHUMaHUA BaXXHOCTU pe3ynbTaTUBHOIO MeHe[XMeHTa Kayecrtsa U
COOTBETCTBUA Tpe6OBaHVIF|M CUCTEMbI MEHEXKMEHTAa Ka4yecTBa,

g) obecneyeHns JOCTUKEHNS CUCTEMON MEHEIKMEHTA Ka4yecTBa HaMEYEHHbIX Pe3ynbTaTos;

h) BoOBneYeHus, pPYKOBOACTBA W OKas3aHWs MNOAAEPXKU y4acTus pa6OTHVlKOB B obecnevyeHuun
pes3ynbTaTMBHOCTU CUCTEMbI MEHEL)KMEHTA KayeCTBa,

i) noaaepXKKKU yIy4LLeHus,

j) NMoLAEpXKM ApYrux COOTBETCTBYIOLUMX PYKOBOAMTENEN B [AEMOHCTpauUuu uMKU nnepctsa B cdepe ux
OTBETCTBEHHOCTH;

‘MpumeyaHne - Crnoso "Gu3Hec" B HacTosILeM CTaHAapTe CreayeT MoHUMaTb B LUMPOKOM CMbICHe, Kak
oTobpaxeHue BUAOB AESTENbHOCTU, KOTOpblE SBMSAIOTCSA KMIOYEBbIMU ONA Lenei CyLecTBOBaHUs opraHusauuu,
HEe3aBMCHMMO OT TOrO, SIBNSIETCS MM OHa rOCyAapCTBEHHOW, YacTHOW, CTaBUT N OHa CBOEW Lenbio nonyyveHue
npubbINK UNn Her.

5.1.2. OpueHTaums Ha noTpedutenen

BbiCLLEe PyKOBOACTBO AOSKHO AEMOHCTPUPOBATL NUAEPCTBO M NMPUBEPXKEHHOCTb B OTHOLLEHUN OpUeHTaLum
Ha noTpebuTernei NoCPeaCTBOM 06eCneYEHNS TOro, YTO:

a) TpeboeaHusi noTpebuTeneil, a TaKkke MPUMEHUMbIE 3aKkoHOAaTenbHble W HOPMAaTUBHbIE NPaBOBbIE
TpeboBaHusl onpeaerneHsl, MOHATbI U HEM3MEHHO BbIMOJTHSAOTCS;

b) pPUCKM 1 BO3MOXHOCTU, KOTOPbIE MOTYT OKasbiBaTb BrUAHWE Ha COOTBETCTBME MPOAYKUUM U yCrnyr U Ha
CNoCcoBHOCTb NOBbILLATH yOOBNETBOPEHHOCTDL I'IOTp66I/ITeﬂeI7I, onpenerneHbl U paCCMOTPEHbI,;

C) B LIeHTpe BHUMaHUs1 HAXOAMUTCH MOBbILLIEHUE YA0BIIETBOPEHHOCTH NOTpedbuTeneii.
5.2. MNonuTuka
5.2.1. PaspaboTka nonutuku B obnacTtu kavyectea

BbicLuee pyKOBOACTBO [OMKHO paspaboTaTb, peanusoBbiBaTb W NOLAEPXKUBATL B aKTyanbHOM COCTOSHUM
MONUTKKY B 06NacTu KayecTsa, KoTopast:

a) COOTBETCTBYET HaMepeHusM W cpefe opraHu3auuu, a TakKke NoALEp)KUBAET ee CcTpaTernyeckoe
HanpaeneHune,

b) cozgaeT ocHoBy AN ycTaHOBMNEHUS Lernei B 06nactu Ka4yecTsa,

C) BKItoYaeT B cebs 005A3aTensCTBO COOTBETCTBOBATL NPUMEHUMBIM TpeboBaHuUsAM;

d) BkntoyaeT B cebst 0653aTeNbCTBO NOCTOSIHHO YIyyLllaTh CUCTEMY MEHEXXMEHTa KayecTsa.
5.2.2. [loBeaeHve nonuTtuku B 06nacTtu kayectsa

Monutuka B obnactu Ka4yecTsa AOSKHA:
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a) 6bITb LOCTYMHOM U MPUMEHSATLCA KaK [JOKYMEHTUPOBaHHas UHgopmaums;

b) 6bITb AOBEAEHHOM [0 CBeAEHUS PabOTHUKOB, MOHATHON U NPUMEHAEMON BHYTPYU OpraHusauum;
c) BbITb AOCTYNHOM NOAXOASALLMM CMOCOOOM AN COOTBETCTBYIOLMX 3aMHTEPECOBAHHbBIX CTOPOH.
5.3. ®yHKUMM, OTBETCTBEHHOCTb W MONHOMOYMUS B OpraH1saumu

Bbicluee pykoBOACTBO [OOJTKHO obecneuntb onpegeneHve, OOBeAEeHUe A0 paGOTHMKOB N NoOHUMaHUE B
opraHusauumn 0653aHHOCTEN, OTBETCTBEHHOCTY U NMOSTHOMOYMIA AN BbINOMHEHWS COOTBETCTBYOLLMX CpYHKLlIAVI.

BbiCLUEe PYKOBOACTBO AOIKHO pacnpeaenuTb 0643aHHOCTH, OTBETCTBEHHOCTb M MOMHOMOUMSA AMS:
a) obecreyeHmnsi COOTBETCTBUS CUCTEMbI MEHE)KMEHTA KayecTBa TpeboBaHUAM HaCTOsILLEro CTaHaapTa;
b) oBecneyeHns NoNy4YeHUst HAMEYEHHbIX Pe3ysibTaToB NPOLIECCOB;

"C) OTYETHOCTM BbICLLEMY PYKOBOACTBY O pedyrbTarax yHKLUMOHNPOBaHNSA CUCTEMbI MEHEAXKMEHTA KayecTsa
1 BO3MOXHOCTSIX ee yny4wienuns (10.1);

d) nopaepxku opuMeHTaunm Ha notTpebutens Bo BCel opraHusauuu;

e) COXpaHeHuUsa LEeroCTHOCTU CUCTEMbl MEHEeKMeHTa KavectBa MNpu nnaHuposaHWn W BHEAPEHUU
W3MEHEHUI B CUCTEMY MEHEI)KMEHTAa KayecTea.

6. MNnaHupoBaHue

6.1. [eiicTB1SA B OTHOLLEHWMW PUCKOB U BO3MOXHOCTEN

6.1.1. Mpu NNaHMpoBaHWM B CUCTEME MEHE)KMEHTa KayecTBa opraHusauus AoshKHa y4ecTb dakTopbl (CM.
4.1) n TpeboBaHus (cM. 4.2) 1 onpefenuTb PUCKA 1 BOSMOXHOCTH, noasiexalyne pacCMOTPEHMIO ATs:

a) obecrneyvyeHnss yBepeHHOCTU B TOM, YTO CUCTEMa MEHEIKMEHTa KadeCTBa MOXET [O0CTUYb CBOUX
HamMe4eHHbIX pe3ynbTaToB;

b) yBenuyeHus nx >xenaemoro BIunsHus;

‘c) npenoTBpaLlEHNs UMM YMEHbLLEHUS UX HEXEeNaTenbHOro BIUAHUS;

d) pocTwKeHus yrny4yLLeHus.

6.1.2. OpraHusauusi 4omKkHa nnaHupoBaTh:

a) AeliCTBUS MO PaCCMOTPEHMIO 3TUX PUCKOB 1 BO3MOXHOCTEWN;

b) To, kakum oGpaszom:

1) MHTErpupoBaTh U BHEAPUTb 3TU AEACTBUS B NPOLIECChl CUCTEMbBI MEHEIDKMEHTa KayecTsa (cMm. 4.4);
2) oUeHUBaTb pe3ynbTaTUBHOCTb 3TUX AENCTBUIA.

Mepbl, npuHUMaemMbie B OTHOLUEHUW PUCKOB WU BO3MOXHOCTEW, [OOJDKHbI ObITb nponopuunoHanbHbl UX
BO3MOXHOMY BSIUAHUIO HA COOTBETCTBME NPOAYKLIUN N yCnyr.

lMpumeyaHus

.1. BapvaHTbl pearupoBaHus Ha pPUCKW MOTYT BKIOYaTb usbexaHue pucka, ponyuleHne pucka c TeMm, Ciele]™
oTcrneguTb BOSMOXHOCTHU, YCTPaHEeHWE UCTOYHMKA PUCKa, U3BMEHEHNE BEPOATHOCTU Unun nocrneacTeui, pasgeneHue
pucka unun caepXxvBaHnue pucka nytem npuHATUA pelleHnsd, OCHOBaHHOIO Ha VIHdDOpMaLIMM.

2. BO3MOXHOCTM MOTYT NPUBECTMU K MPUHATUIO HOBbIX MPAKTUK, 3aryCcKy HOBOW MPOAYKLMN, OTKPbITUIO HOBbIX
PbIHKOB, MOSIBMIEHWIO HOBbIX NOTpebuTenei, NOCTPOEHUID MapTHEPCKUX OTHOLLEHWMN, WCMOMb30BaHWI HOBbIX
TEXHOMOTUI U OPYrMX JXeMaeMblX U pearnbHbIX BO3MOXHOCTENR, YTOObl y4ecTb NOTPEeBHOCTN opraHusalum unu ee
notpebutenei.

6.2. Llenun B obnacTtu kayecTBa U NnaHMpoBaHue ux JOCTUXEHUSA
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6.2.1. OpraHusauus [0MKHa YCTaHOBWUTHL LEenu B 0oBnactu kayectBa AN COOTBETCTBYHOLUMX YHKLMNA,
YPOBHEW, a TakKe NpoLEeCCoB, HEOOXOAMMbIX ANS CUCTEMbI MEHELXMEHTA KayecTsa.

Llenu B obnacTtu kavectsa JOSKHbI:

.a) ObITb COrnacoBaHHbIMK C NONUTUKON B 06nacTu KayecTsa;
b) 6bITb M3MEpPUMBIMY;
C) y4MTbIBaTb NPpUMEHNMble TpeboBaHus;

d) ObiTb CBA3@HHbIMU C OOECMEYEHWEM COOTBETCTBUS MPOAYKUMM W YCAYyr U MOBbILLEHNEM
YAOBIIETBOPEHHOCTM NOTpeduTeneil;

€) noanexaTb MOHUTOPUHIY;
f) 6bITb fOBEAEHHBIMY 40 PAaBOTHMKOB;
g) aKTyanuaupoBaTbCsa No Mepe HeoBX0anMMOCTH.

OpraHu3aums fomkHa paspabarbiBaTh, akTyanuaMpoBaTh U MPUMEHSTb AOKYMEHTUPOBAHHY MHMOPMaLMIO
0 Uensx B 06nacTu kayecTsa.

6.2.2. MNpu nnaHWpoBaHWM OENCTBUIA MO AOCTWKEHWIO ueneid B obrnactu KayecTBa OpraHusauus [oSKHa
OnpeaenuTb:

-a) YTO AOMKHO BbITb CAenaHo;

b) kakue notpebytoTca pecypchl;

C) kTO ByAeT HECTN OTBETCTBEHHOCTD;

d) korga aTu gencteus 6yayT 3aBepLUEHbI;

€) kakum obpasom 6yayT OLeHUBaTLCA pesynbTaThl.
6.3. [naHupoBaHue N3MeHeHui

Tam, rae opraHusauus onpefensiet HeobxoAMMOCTb U3MEHEHUI B CUCTEME MEHEIKMEHTa KadyecTBa, aTu
U3MEHEHUS JOMKHbI OCYLLECTBNATLCH Ha NNaHOBOW OCHOBE (CM. 4.4).

OpraHusauums gormKHa paccmaTpusaTh:

a) Lienb BHOCUMOro U3MEHEHUS U BO3MOXHbIE NMOCNEACTBUS €M0 BHECEHUS;

-b) uenocTHoCTb cUCTEMBI MEHEI)KMEHTA KayecTBa;

C) LOCTYMHOCTb PECYPCOB;

d) pacnpegenenve nnv nepepacnpegenexHme 06s3aHHOCTEN, OTBETCTBEHHOCTM 1 NOSTHOMOYUMIA.
7. Cpefcrea obecneyeHus

7.1. Pecypchl

7.1.1. ObLwme NonoxXeHus

OpraHusaums AOMKHa onpeaenuts M obecneynTb HanuuMe pecypcoB, HEOBXOAWMbLIX ANs paspaboTky,
BHEAPEHUS, NOALEPXKAHUS U MOCTOSAHHOTO YNyYLLEHNUS CUCTEMbl MEHEIXXMEHTa KayecTBa.

OpraHuzaums SormkHa paccMmaTpuBaTh:
a) BO3MOXHOCTM M OrpaHnNYeHus, CBSi3aHHble C CYLLECTBYIOLMMU BHYTPEHHUMI pecypcamu;
b) T0, 4TO HEOBXOAUMO NONYYUTL OT BHELLHUX NOCTaBLUUKOB.

7.1.2. Yenose4eckune pecypchbl
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OpraHM3aL|,VIﬂ AOImMKHa onpefenntb u obecneunte Hanuume [OMKHOCTHbLIX nul, HeobXxoAuMmbIX AN
pe3ynbTaTtuBHOrO BHEAPEHUA CUCTEMbl MEeHeXMEHTa KayecTtBa U Ansd (byHKLWIOHVIpOBaHVIH n ynpaeneHusa ee
npoLeccamu.

7.1.3. NHdpacTpykTypa

OpraHu3auust JOMKHa ONpefenuTb, Co3AaTb W MOAAEPXUBATb WHMPACTPYKTYpy, HEoOXogumykl Ans
(PYHKLMOHMPOBAaHUS €€ NPOLIECCOB C LIENbI0 JOCTMXKEHUSI COOTBETCTBUS NPOAYKLMW U YCIyT.

MpumeyaHue - HdpacTpyKTypa MOXET BKOYaTh:

a) 34aHuA U CBA3aHHbIE C HUMW UHXEHEPHbIE CETU U CUCTEMDI;
\ b) obopynoBaHue, BknoYaA TEXHUYECKUE M NPOrpaMMHbIE CPEACTBA;
C) TPaHCMOPTHLIE PECYPChI;

d) uHopmaLUMOHHbIE U KOMMYHUKaLUMOHHbLIE TEXHOMOTMN.

7.1.4. Cpepa Ansa OyHKLUMOHMPOBAHUS NPOLECCOB

OpraHusauust OorbkHa  OnpefenuTs, Co3jaTb W MOAAepXuBaTb  cpedy, Heobxogumy  Anst
(PYHKLIMOHUPOBaHUS €€ NPOLIECCOB U AOCTWKEHUS COOTBETCTBUSA TPEOOBAHMAM K MPOAYKLWM 1 yCryram.

MpumeyaHue - Moaxoasilas cpefa MOXET NPeACTaBnsaTb COOOW CoYeTaHne YEeroBeYecKUX U PU3NUECKUX
(haKTopoB, TaKuX Kak:

a) couuanbHble (HanpuMep, OTCYTCTBUE AUCKPUMUHALIMM, CIOKOMCTBUE, BECKOHMMUKTHOCTL);

b) ncuxonormueckue (Hanpumep, CHUXEHUE YPOBHS CTpecca, NPoUNaKTMka 3MOLMOHANBHOTO BbIropaHus,
SMOLMOHarnbHas 3aLura);

C) dusnyeckne (Hanpumep, TeMnepaTtypa, TEMNMOBON NOTOK, BNaXXHOCTb, OCBELUEHWUE, OBUKEHUE BO3AyXa,
rirueHa, Wwym).

OTu hakTopbl MOTYT CYLLECTBEHHO pasnuyaTtbCs B 3aBUCUMOCTMW OT NOCTaBAAEMbIX MPOAYKLIMM U YCIIYT.
7.1.5. Pecypcbl Anst MOHUTOPWHIa 1 NU3MEpPEeHUs

7.1.5.1. O6wue TpeboBaHus

Opl’aHVIBaIJMFI AO0IMKHa onpenennutb U NnpenoctaBuTb pecypchbl, HeoOxoaumble ons obecneyeHus UMeLLmnx
3aKOHHYIO CUIy U HaAeXHbIX pe3ynbTaToB B TEX Cly4anX, Korga MOHUTOPUHI UMK U3MEPEHUS UCNONb3YKTCA ANSA
NOATBEPXAEHUA COOTBETCTBUA NPOAYKUNUK U yCcnyr TpeGOBaHMHM.

OpraHusauus fomkHa obecneunTb, YTOObl NPefoCTaBneHHbIe Pecypebi:
a) BbIny NPUroAHBIMU AN KOHKPETHOTO TUNA NPeAnpPUHAMAEMbIX LENCTBUA NO MOHUTOPUHIY 1 U3MEPEHMIO;
b) nopaepxvBanuch B LiENSIX COXPaHEHUS UX MPUrOAHOCTU AMsSi MPEAYCMOTPEHHbIX Lienel.

OpraHusaums JOMmKHa PerncTpupoBaTh U COXPaHATb COOTBETCTBYIOLLYIO LOKYMEHTUPOBAHHYO UHMOPMaLIO
KaKk CBMIETENbCTBO NMPUrOAHOCTY PECYPCOB LMt MOHUTOPUHIA U U3MEPEHMS.

7.1.5.2. NpocnexmBaemMocTb U3MEPEHUs

B Tex cnyyasx, Koraa MpPOCMEXUBaAEMOCTb U3MEPEHUsl SBMSeTCs TpeGoBaHWEM UMK paccMaTpuBaeTcs
opraHusaumeil B KayecTBe BaXHOTO SrieMeHTa Ans obecrneyeHusl yBepeHHOCTU B MPaBOMOYHOCTU Pe3ynbTaToB
U3MEpPEHUS, U3MepUTENbHOE 0GOPYAOBaHME LOHKHO ObITh:

a) oTkanuMbpoBaHO M (MNK) MOBEPEHO Yepe3 YCTaHOBIIEHHblE MEPUOALI MU Mepes ero NpUMEHeHMeM no
sTanoHam, nepejarlMM pasmepbl €AVHUL B CPABHEHUM C MEXAYHAPOAHBIMU UMW HALMOHANbHLIMK STaNOHaMM.
Mpu oTcyTcTBMM Takux 3ITanoHoe 6asa, wucnonb3yemasi Ansi KanubGpOBKM WM MOBEPKU, [OMKHa ObiTb
3aperucTpupoBaHa 1 CoOXpaHeHa B KaYeCTBE JOKYMEHTUPOBAHHOW UHOpMaLIUK;

b) naeHTuMLMpoBaHO B LIENSX YCTAHOBMEHNS KX CTATYCa,
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C) 3alUMIieHO OT PeryyiiMpoBOK, MOBPEXAEHUS W YXYALEHUS COCTOSIHWS, KoTopble caenanu Obl
HeAehCTBUTENbHLIMI CTaTyC KanuopoBKM 1 NocneayLue pesynbTaTbl M3MEPEHUA.

OpraHusaums AoMmKHa ONpeaenuTb NPaBoMOYHOCTL NPEAbIAYLUMX Pe3yNbTaToB M3MEPEHUS B TEX CryyasX,
Koraa 6biro OBHapYXeHO, YTO W3MepuTenbHoe OGOpYAOBaHWE HEMPUrOAHO AMSt NMPUMEHEHWS MO ero NpsiMomy
Ha3Ha4YeHWIo U Npu HeOBXOAUMOCTM NPEeANPUHATL COOTBETCTBYIOLLEE AECTBIE.

7.1.6. 3HaHua opraHusauuu

Opransau,m'-l OOIKHa onpefenutb 3HaHuA, HeoOxogumble Ans (byHKuVIOHI/IpOBaHVISI ee npoueccoB n onsa
OOCTMXEHWUA COOTBETCTBUA NPOAYKLUUW U YCIYT.

3HaHUs OOMKHbI NOAAEPKUBATLCS U ObITb AOCTYNHbIMU B Heobxoaumom obbeme.

Mpy pacCMOTPEHWUM U3MEHSIIOLLUMXCS HYXA U TEHAEHUMIA OpraHusauus AOMKHa OLEHUBATL TEKYLLWIA YPOBEHb
3HaHUN W onpenensiTb, Kakum oOpasoM MOMy4uTb MU obecneunTb AOCTYN K AOMOMHUTENbHBIM 3HAHUAM U UX
HEOOX0AUMbIM OOHOBNEHHUSIM.

MpumeyaHus

1. 3HaHus opraHumsalun - 3TO 3HaHU4, CI'IeLWI(bVl'—IHbIe 4nA opraHusauun; 3HaHu4, nonyyvyeHHble B OCHOBHOM
13 onbiTa. 3HaHUs - 3TO MHOPMaLUSA, KOTOPasi UCMOMb3YETC U KOTOPO OBMEHUBAIOTCS ANA LOCTUXEHUS Lenei
opraHu3aLmu.

2. OCHOBOI4 3HaHW1 opraHusaumMm MoryT BbiTb:

a) BHYTPEHHWE UCTOYHUKM (HanpuMep, UHTENneKTyarnbHas COBCTBEHHOCTb; 3HaHUS, MOMyYeHHble U3 OMbITa;
BbIBOAbI, U3BMIEYEHHbIE W3 HEeyAayHbIX WM YCMelHbIX MPOeKToB; cGop M OOMEH HeaoKYMEHTVPOBaHHLIMM
3HAHWSIMM 1 ONbITOM; pe3ynbTaThbl YNy4LLEeHWii NPOLECCOB, MPOAYKLMM U YCRyr);

b) BHELUHME WCTOYHUKM (Hanpumep, CTaHA4apThl, Hay4yHoe coobLUecTBO, KOH(EepPEeHUUU, CEMUHAPhI, 3HaHUS,
MOSy4YEHHbIE OT NOTpPeduTenel n BHELLHNX NOCTaBLLWKOB).

7.2. KoMneTeHTHOCTb
OpraHusauums gosmkHa:

a) onpenenaTb HeOOXO4MMYIO KOMMETEHTHOCTb nuu(a), BelinonHsowmx(ero) paboTy nog ee ynpasneHUEM,
KOTOpasi OKasblBaeT BMUAHME Ha pes3ynbTaThl AEATENbHOCTU U Pe3ynbTaTMBHOCTb CUCTEMbI MEHEOXMEHTa
KayecTBa;

b) oBecneunmeaTb KOMMETEHTHOCTb 3TUX fUL, HA OCHOBE COOTBETCTBYIOLIEro 06pasoBaHusi, NMOArOTOBKA U
(vnn) onbITa;

C) Tam, rge 970 MNpuUMEeHUMOo, npeanpunHuMaTb OencTBus, HanpaeliEHHbIE Ha nony4yeHue TpGﬁy&MOVI
KOMMETEHTHOCTU, U OL|€HMBaTb Pe3ynbTaTUBHOCTb NPeanpUuHATbLIX 4eACTBUNA;

d) perucTpmpoBaTh U COXpaHsATb COOTBETCTBYOLLYH JOKYMEHTMPOBAHHY UHOPMALMIO KaK CBULETENLCTBO
KOMMETEHTHOCTY.

MpumeyaHve - T[lpuMeHuUMBbIE A[EWCTBUS  MOryT BKIKOYaTh, Hanpumep npoesegeHne obyyeHus,
HaCTaBHMYECTBO UMK MepepacnpefeneHne obsasaHHOCTER cpean MMELMXCsl pabOoTHUKOB, UMW XKe Haem nuu,
obrnagawux TpebyemMbiM YPOBHEM KOMMETEHTHOCTM.

7.3. OcBeOMNEHHOCTb

OpraHuzauust pgomkHa obecnevnTb, uYTOoOHbI cooTBeTCTBYOLLME nuua, BblMOMHAOLWKWE pa60Ty nog
ynpasneHuem opraHusauuum, Oblnn OCBEAOMITEHEI;

a) 0 NonuTUKe B obnacTun Ka4yecTBa,
. b) COOTBETCTBYHOLLKUX LIENAX B obnacTu ka4ecTBa;

C) CBOEM BKNage B pe3ynbTaTUBHOCTb CUCTEMbI MEHEOXKMEHTa KadecCTBa, BKrio4vas nonb3y OT yny4dlleHUs
pe3ynbTaToB AEATENBHOCTH;
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d) nocneacTeusiX HECOOTBETCTBUS TPEOOBAHUSIM CUCTEMBI MEHEAXXMEHTa KayecTBa.
7.4. OBbmeH nHdbopmauueii

OpraHusauus [OMKHa onpedenuTb MOpsSAOK BHYTPEHHEro W BHEWHero obMmeHa WHdopMmauuven,
OTHOCALLIENCA K CUCTEME MEHEIKMEHTA KayecTBa, BKIoYas:

a) kakas nHdopmauus ByaeT nepeaasaTtbes;

b) koraa 6yaeT nepenasatbca UHdoOpMaLms;

*C) KoMy ByaeT nepefasartbcs MHpopMaLUms;

d) kakum obpasom oHa ByaeT nepefasaThes;

e) kto 6yneT nepepgaeaTh MHPOPMALIMIO.

7.5. [JokymeHTUpoBaHHas UHpopmMaLus

7.5.1. OBLme nonoxeHus

Cucrtema MeHe)XKMEHTa KayecTBa OpraH3aLum JOmKHa BKIoYaTh:

a) OOKYMEHTUPOBaHHY MHopMaLmio, TpebyeMyio HAaCTOSILLMM CTaH4apToM;

b) AOKYMEHTUPOBaHHY UHGOPMaLMIO, ONPEAENIEHHYIO OpraHu3auueil kak Heobxogumyto ans obecnevyeHust
pesynbTaTMBHOCTM CUCTEMbI MEHEKMEHTa KayecTea.

MpumevaHne - O6bemM [OKYMEHTUPOBAHHOW WHOPMaLMN CUCTEMbI MEHEXMEHTa KayecTBa OJHOWA
opraHv3auuyu MOXET OTNMYaTbCs OT APYroi B 3aBMCUMMOCTM OT:

'~ pasmepa opraHv3auuy 1 Buaa ee AesTenbHOCTH, MPOLECCoB, NPOAYKUUA U YCAYT,
- CMNOXHOCTU NPOLIECCOB M UX B3aUMOAENCTBUS;

- KOMNETEHTHOCTY PabOTHMKOB.

7.5.2. Co3paHune n aktyanmsayus

Mpyv cosgaHum ©  aKTyanusaumum  OOKYMEHTMPOBaHHOW  MHMOpMauuWuM  opraHusauus  [oSKHa
COOTBETCTBYOLLUM 0Opa3om obecneumnTb:

a) naeHTudukaumio 1 onucaHue (HanpymMep HassaHue, 4ara, aBTop, CCbIIOYHbI HOMEP);

b) cdopmar (Hanpumep, A3blK, Bepcus NporpaMmMHoro obecneveHus, rpauyeckme cpeactsa) U HOcUTENb
(Hanpumep, BYMaXKHbIA UNU SNEKTPOHHbLIR);

C) aHanu3 u ogobpeHne C TOYKM 3pEHUS MPUrOLHOCTY U aAeKBaTHOCTY.
7.5.3. YnpaBneHue JOKYMEHTUPOBaHHOW MHopMmaLueri

'7.5.3.1. [JokyMeHTMpOBaHHasi UHdopMaLus, Tpebyemas CUCTEMOV MEHEIKMEHTa KavyecTBa M HaCTOSLUMM
CTaHAapTOM, LOSKHa HaXOAUTLCA NoA yrpaBneHneM B Lensx obecneyeHus:

a) ee AOCTYMHOCTU U MPUrOAHOCTYU, FAe U KOrga oHa Heobxoauma;

b) ee poctaTouyHoOW 3aWMTLI (Hanpumep, OT HECOOMKAEHUS KOHMUAEHUMANsLHOCTW, OT HeHaanexallero
UCTONb30BaHWS UMK NOTEPU LIENOCTHOCTH).

7.5.3.2. [Ins ynpaBneHus LOKYMEHTUPOBaHHOW WHopmaumneid opraHvW3auusi LOMKHA NnpedycMaTpueaTth
cregyowiue AenCTBUS B TON CTEMNEHU, HACKOMbKO 3TO NPUMEHNMO:

a) pacnpegeneHue, obecnevyeHne ee 4OCTYNHOCTU U MOUCKA, a TAKKE UCTIONb30BaHUE,;
b) xpaHeHue 1 3awmnTy, BKNIOYast coxpaHeHve pa3bopYmBOCTY;

C) ynpaBneHne U3MEHEHUAMM (HaNPUMED, yrpaBrieHue BEPCUAMM);
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"d) cobrnitoieHne CPOKOB XPaHEeHUs! U NMopaaKka YHUMTOXEHUS.

[oKymeHTMpOBaHHass UHGOPMaLMA BHELUHEro MPOUCXOXAEHUS, onpeneneHHas opraHusauuen Kak
Heobxogumas Ans nnaHupoBaHua U (DYHKLIVIOHVIDOBaHVIﬂ CUCTEMbl MEHEIKMEHTa KayecTBa, AOMKHa ObiTb
COOTBETCTBYHOLLNM o6pa30M naeHTUdMUUpOBaHa U HaXOAUTLCS Noja ynpaeneHuew.

[OKyMEHTUpOBaHHast WHOPMaLWs, PErucTpUpyemMas ¥ COXpaHsiemMas B KayecTBe CBUAETENbCTB
COOTBETCTBYUS, AOMKHA ObITh 3aLUMLLIEHE OT HENPEAYMBbILLIEHHBIX U3MEHEHWIA.

MpumeyaHve - [locTyn noApasyMeBaET paspeLleHme TONbKO NPOCMOTpa AOKYMEHTMPOBaHHOW MHAOpMaLMK
Unn paspeLLeHne NPoOCMoTpa C NOMHOMOYUAMU MO BHECEHMIO U3MEHEHWIA B JOKYMEHTUPOBaHHYIO MHOpMaLuIo.

8. leaTenbHOCTb Ha CTaAMsAX XU3HEHHOrO LUKna npoaykuuu n ycnyr
8.1. MNnaHupoBaHue 1 ynpaeneHne AeaTeNbHOCTbIO Ha CTagusaX XU3HEHHOTO LMKna npoaykuuu u ycnyr

OpraHusauusa [OrfKHa nnaHuMpoBaTtb, BHeApATb npouecchl (4.4), HeoOxogumble Ans  BbINOMHEHUS
TpeboBaHWiA K NocTaBke NPOAYKUUW U NPEefOCTaBMNEeHuo YCnyr U Ans BbINOMHEHUS AENCTBUMN, OnpeaeneHHbIX B
pasgene 6, 1 OCyLleCcTBNATL yNpasleHue 3TUMM npoLeccamMmmn NoCpeaCcTBOM:

a) onpefeneHus TpeboBaHuWi K NPOAYKUMM 1 yCriyram;
b) ycTtaHoBneHus kputepues Ans:

1) npoueccos;

2) NpUEMKMN NPOAYKLMMN U YCHIYT,;

C) ornpefeneHnsi pecypcoB, HEOOXOLUMbIX ANl LOCTUXKEHUSI COOTBETCTBUS TPeGOBaHUAM K MPOAYKLMM W
ycnyram;

d) ynpasneHus npoLeccaMmu B COOTBETCTBUM C YCTAHOBINEHHBIMU KPUTEPUAMMU;

€) onpeaeneHusi, pa3paboTku, akTyanusauuu U NPUMEHEHUS, @ TaKKe PErucTPUpPOBaHWA U COXPaHeHUs
JOKYMEHTUPOBaHHOMN MHopMauuu B o6beme, HeoBXoaNMOM ANs:

1) o6ecneyeHns: yBEPEHHOCTM B TOM, YTO NPOLECChHI BbIMOMHAMUCH TakK, Kak 3TO GbINOo 3annaHNpoBaHo;
2) ANA AEMOHCTpaLMM COOTBETCTBUSA NPOAYKLUMM U yCryr TpebGoBaHUAM.
Pe3yrnbTaThbl TAKOro NNaHWpoBaHUs AOSKHbBI ObiTb NOAXOAALLUMMU AN AESTENIbHOCTU OpraHn3aLui.

Opransame AOOJKHa ynpaenATb 3anfiaHUpoOBaHHbIMUA U3MEHEeHUAMWU W aHanu3npoBaTb MNOCNeacTBUs
HenpeagyCcMOTPEeHHbIX U3MEHEHUI, NpeanpuHMMas, NpuM He0BXoaAUMOCTH, MEPpbI MO CMAMYEHUIO NOObIX HEraTUBHBIX

BO34EWUCTBUIA.

OpraHu3aums gomkHa obecnevneats, 4Tobbl npouecchl, nepeaHHble BHELLHUM OpraHn3auusiM, Haxoaunmch
noa ynpasneHuem (8.4).

8.2. TpeBoBaHus K npogyKumMm 1 ycriyram

8.2.1. Cs3b ¢ noTpebutensmu

CBs3b C NnOTpedbUTENAMM SOMKHA BKIOYaTh:

a) obecneyeHne nHbopmaumei o0 NpoayKUMU 1 yCryrax;

b) 06paboTky 3anpocoB, KOHTPAKTOB MK 3aKa30B, BKIHOYAA UX UBMEHEHUS;
' C) nonyyeHue OT3bIBOB O NPOAYKLMK 1 ycryrax oT noTpebuTteneil, Bknoyas npeTeHsun notpedburenei;
d) obpalleHure unu ynpaeneHue cOBCTBEHHOCTbIO NOTpebuTenei;

e) yCTaHOBNeHne cneuunanbHbIX TpGGOBaHMVl K OeicTeusim, npeanpuHuMaembelM B HenpeaBuaeHHbIX
obCcToATENBCTBAX, TAM rAe 3T0 YMECTHO.

_Ko I!_Cy.l'l bTaHTln POF www.consultant.ru Ctpanuua 14 us 33



"TOCT P CO 9001-2015. HauuoHanbHbI cTangapt Poccuiickoii

i [okymeHT npegoctaeneH KoHcynbTaHT Inoc
ﬁgeﬁiféw Cucrembl MeHefXMeHTa kayecTsa. TpeboBaHus Tlara coxpanesins: 05.04.2018

8.2.2. OnpepfeneHue TpeboBaHMii, OTHOCSLUMXCS K MPOAYKLMM 1 yCryram

Mpu onpegeneHun TpeboBaHWIn K MPOAYKUMM U ycnyram, koTopele OyayT npeanaratbCs noTpedutensiM,
opraHusauus gormkHa ybeautbes, YTo:

a) TpeboBaHusA K NpoAYKLMUK U YCriyram onpeaeneHb!, BKIoYas:

1) NnpuMeHnMbIe 3aKoHOoAAaTErbHbIE U HOPMaTUBHbIE NPaBOBLIE TPeboBaHuS;

2) TpeboBaHus, paccmaTpuBaeMble OpraHu3aLmei kak HeobXxoauMbIe;

b) MoxeT BbInonHATL TpeboBaHNs K NPOAYKLMM U yCryraMm, KOTOpbie OHa npeasnaraer.

8.2.3. AHanus TpeboBaHuit K NpoayKUUM 1 ycryram

8.2.3.1. OpraHusauus pomkHa ybeauTbesi, 4To obBnagaeT CNOCOGHOCTbIO BLIMOMHATL TpeBoBaHus K
NPoAyKUMKM U ycriyram, KOTOpble OHa npeanaraeT notpedutensm. OpraHusauus LOMKHa NPOBOAUTL aHanus,
npexae 4Yem NpuHATb 00S3aTeNnbCTBO MOCTaBUTb NMPOAYKLMIO MM NPefOCTaBUTL YCNyrn NoTpebuTensM, YTobbl

YYECTb:

a) Tpe6OBaHVI$I, YCTaHOBJ1€HHbIE I'lOTpe6VITEJ'IeM, B TOM 4ucne Tpe6OBaHVIﬂ K NOCTaBke U OeATelIbHOCTU
nocre nocraBKu;

b) TpeboBaHus, He 3asiBneHHble noTpebuTenem, Ho Heob6XoAUMbIE AN KOHKPETHOrO MK NpeanonaraeMoro
NCMONb30BaHNSA, KOraa OHO U3BECTHO;

c) TpeboBaHus, YyCTaHOBINEHHbIE OpraHn3aLueii;
*d) 3aKoHoAaTenbHblE ¥ HOPMATMBHbIE NPaBoBbie TPeboBaHNs, NPUMEHUMBIE K MPOAYKLMM U YCnyram;
e) TpeboBaHNsA KOHTPaKTa Unu 3akasa, OTNIMYaIoLMECS OT paHee COPMYMPOBAHHbIX.

OpraHusauua pgomxkHa obecneunTb, 4Tobbl GbINK NPUHATBI peLlueHns no Tpe6OBaHVIF{M KOHTpaKra unu
3akKasa, oTnmyarwmMmcd OT paHee YCTaHOBIIEHHbIX.

Ecnu notpebutent He BbIABUAraeT [OKYMEHTUPOBaHHbLIX TPEGOBaHMI, OpraHM3aumns AOMKHa NOATBEpPAUTbL
ero TpeboBaHusi [0 NPUHATUS K UCTIONHEHMIO.

lMpumeyaHne - B HEKOTOPbIX CUTyaLUAX, TaKuX KakK npoAaxu, OCYLLUECTBNAEMble Yepes VIHTepHeT,
NnpakTn4eckn Heuene0006pa3Ho MPOBOAMUTL OPULUMNAnbHBIA aHanua Kaxgoro 3akasa. BMecTo aToro aHanus MoxeT
pacnpocTpaHATbCA Ha COOTBETCTBYIOLLYIO UH(DOPMaLMIO O NPoAYKUUU, TAKYIO KaK KaTanoru.

8.2.3.2. OpraHusauus JorkHa perucTpupoBaTth U COXPaHSTb JOKYMEHTUPOBAHHYO MHAOPMAaLIMIO, HACKOMbKO
3TO NPUMEHNMO, B OTHOLLEHUN:

a) pesynbTaToB aHanusa;

_b) nioBbix HOBbLIX TpebOBaHWI K NPOAYKUMM 1 yCryram.

8.2.4. ameHeHus TpeboBaHui K NPOAYKUMK U yCryram

Ecnn TpeboBaHua K npoaykuum u ycrnyram W3MEHEHbl, OpraHus3auusi [omkHa obecneywTb, 4YToBbl B
COOTBETCTBYHOLLYIO JOKYMEHTUPOBaHHYIO MH(OpMaLmio Gbinn BHECEHbI NONPaBKK, @ COOTBETCTBYIOLLWIA NepcoHan
6bI NOCTaBNEH B M3BECTHOCTb 06 M3MEHUBLLUMXCS TPeBOoBaHMSIX.

8.3. lNpoekTuposaHue 1 paspaboTka NpPoayKUWUU U ycryr

8.3.1. O6Lme nonoxeHus

OpraHusauus gomkHa paspaboTatb, BHEAPUTb U NOAAEPKUBATL MPOLIECC MPOEKTUPOBAHNS U pa3paboTky,
noAxoAsLUmMi Ans obecneyeHuns NocneayoLero NpoM3BoACTBa NPOAYKLMMA UMW NPESOCTaBNEHUS YCITYTU.

8.3.2. lNnaHnpoBaHne NpoeKTUpoBaHus 1 paspaboTku

an/l onpegeneHnun aTanoB U CPeACTB ynpaBiieHUsa NPOEKTUPOBAHUEM U pa3pa60T|<0|71 opraHusauunsa OOoImKHa
paccmatpueaTtb:

KoHcynbTaHTlnioc

www.consultant.ru 7 CtpaHuua 15 us 33



"r'OCT P CO 9001-2015. HauuoHanbHbiih cTaHaapT Poccuiickoi
®enepaumun. Cuctembl MEHEAXMEHTA KadecTBa. TpeGosaHusa"
(yTB. M BBE... .

[okymeHT npepocTasneH KoHcynsTanT 1noc
[ara coxpaHeHus: 05.04.2018

a) xapakTep, NPOAOKUTENBHOCTb 1 CIOXHOCTb PaBoT N0 NPOEKTUPOBAHMIO 1 paspaboTke;

b) Tpebyemble cTaguu npouecca, BKOYas NPOBENEHME MPUMEHUMbIX AHANMWU30B NPOEKTUPOBAHUS M
paspaboTky,;

C) TpebyeMble AEACTBIS B OTHOLLEHMI BepUMUKaLMN 1 BanuaaLmn NPOEKTMPOBAHWS 1 pa3paBoTku;
d) 06513aHHOCTH, OTBETCTBEHHOCTb M NOMHOMOYMS! B 0GNTACTU NPOEKTUPOBAHUS 1 PaspaBoTKK;
€) BHYTPEHHYE 1 BHELLHNe PecypChbl, HEOGXOAUMBIE AT1S NPOEKTUPOBAHINS 1 Pa3paBoTKU NPOAYKLMAM 1 YCAYT;

f) HeoGxogumocTe B ynpaBrneHuu B3aMMOAENCTBUSMM MEXAY NMLAMM, YYaCTBYIOWWMA B MpoLecce
NPOEKTUPOBaHUS U paspaboTKy;

g) HeoBxoAMMOCTb BOBIIEYEHUs MOTpeGuTeneit M nonb3oBaTenen B npoLecc MpoeKTUpOBaHUSA U
paspaboTku;

"h) TpeGoBaHus Ans nocneayoLero NPOMsBOACTBA NPOLYKLMM U YCIIYT;

i) ypoBeHb yrnpaBneHnsi NpoLIecCoM NPOEKTMPOBaHNS U PaspaboTky, OXUAAEMBIN NOTPEBUTENSMA 1 Apyrvumu
COOTBETCTBYIOLMMU 3aUHTEPECOBaHHLIMU CTOPOHAMMU;

J) BOKyMEHTMpOBaHHYI WHMOPMaLMIO, HEOOXOAUMYIO NS AEMOHCTPALMW BbINOMHEHUS TpeboBaHuin K
NPOEKTMPOBaHUIO U pa3paboTke.

8.3.3. BxogHble AaHHble Ans NPOEeKTMPOBaHUSA 1 pa3paboTku

Opranusaums JormxHa onpefenutb TpeGoBaHWs, MMENLUME BaXHOE 3HaYeHWe AMsi KOHKPETHOro Buaa
NpOeKTMpyeMbiX 1 paspabatbiBaeMbix NPOAyKLMK 1 yCryr. OpraHu3aums 4OMKHa PacCMOTPETb:

a) (PYHKUMOHArbHbIE W 3KCMIyaTauMoHHble TpeGoBaHNS;

b) uvHdopmaLUuio, nonyyYeHHylo M3 npefblaylieid aHarnorMyHoi AesTenbHOCTM Mo MPOEKTUPOBaHUID U
paspaboTke;

C) 3aKoHo[aTenbHblE ¥ HOPMaTUBHbIE NMPaBOBbIE TPEBOBAHNS;
'd) cTaHaapThl MnM CBOAbI NPAKTUK, KOTOPbIE OpraHn3aums 06s3anach NPUMEHSITL:
€) BO3MOXHble MOCNEACTBUS HeyAauW, CBA3aHHbIE C XapaKTepoM NPOAYKLMM 1 YCRyT.

BxoaHble AaHHble [OMKHbI ObiTb aAeKsaTHbI LIENSIM NPOEKTUPOBAHNSA U paspaboTKu, a Takke BbiTb NONHLIMM
1 HEMPOTMBOPEYMBLIMU.

MNpoTuBOpeymst BXOAHbIX AGHHBIX MPOEKTMPOBaHNS 1 paspaboTKu JOMKHbI BbiTh paspeLLeHbi.

Opl'aHI/I3aL|I/ISI OOJKHa perucTtpuposaTtb U COXpPaHATb AOKYMEHTUPOBAHHYO Mchopmaumo no BXOAHbIM
OaHHBIM NPOEKTUPOBaHUSA U paspaboTKu.

8.3.4. CpefcTBa ynpaBneHus NpoeKTUPOBaHNEM 1 pa3paboTKoi

OpraHMSELWIﬂ AO0IKHa NPUMEHATL CpeacTBa ynpaBreHus npoueccom NPOEKTUpOBaHuUsA U pa3p360TKVI ana
obecneyeHus YBEPEHHOCTU B TOM, YTO:

a) pesynbTaThl, KOTOpble LOMKHEI ObITb AOCTUTHYTbI, ONpeaeneHhl,

.b) nposesieHbl aHanusbl AnA OUeHMBaHWS CMOCOGHOCTM PesynbTaToB MPOEKTUPOBAHWS W paspaboTtku
BbINOMHUTL TpeboBaHus;

C) npoBeAeHbl LENCTBUS MO BepuduKaLuM B LENsix OBECNeveHWs COOTBETCTBUS BbIXOAHBIX AAHHBIX
NPOEKTUPOBaHMS 1 paspaboTKy BXOAHbIM TPEBOBaHMUSIM K MPOEKTUPOBAHUIO 1 paspaBoTKe:

d) nposeAeHb! ASCTBUS MO BanMAaLUMK B Lensx obGecneyeHnsi COOTBETCTBIS FOTOBOMA NPOAYKLMN 1 ycnyr
TpeboBaHMsIM K YCTaHOBIIEHHOMY MPUMEHEHWIO UM HAMEYEHHOMY WUCTONb30BAHMIO;

€) NpPeAnpuHATLI HeoGXxoauMble AENCTBMUS MO BhISIBNIEHHLIM NPoBneMaM B Xo4e aHanusa unm BEpUUKaLmu
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W Banugaumu;
f) BokymeHTUpoBaHHas nHopMaLms 06 aTUX AECTBUSX 3apErucTpUpPOBaHa 1 COXPaHEHa.

MNpumeyaHue - AHanus, BepudUKauus v BanuaaLWsi NPOEKTUPOBAHUS W Pa3paboTKM UMEIT pasnuyHble
uenu. OHM MOTYT BBINOMHSATLCS MO OTAENbHOCTA MMM COBMECTHO, HACKOMbKO 3TO MPUMEHMMO K MpOAYKUMM M
ycrnyram opraHu3auuu.

8.3.5. BbIxofHble AaHHble NPOEKTUPOBaHMUSA 1 pa3paboTku

OpraHusaums gomxHa obecneumnTb, YToGbl BEIXOAHbIE AaHHLIE NPOEKTUPOBAHMS paspaboTku:

a) COOTBETCTBOBANM BXOAHbLIM TpeBOoBaHUAM;

b) Gbinu ageksaTHLIMK AN NOCHEAYIOLLMX NPOLIECCOB MPOU3BOACTBA NPOAYKLMM 1 npefoCTaBneHuns yenyr,

C) cofepxanu Tp66OBaHVI$i K MOHWUTOPWHIY U WU3MEPEHUIO, HAaCKOMbKO 3TO MOAXOAUT, a Takke Kputepuun
NMPUEeMKKU UK CCbINKU Ha HUX,;

d) onpenensAnu XxapakrepucTukn npoayKLuMmM 1 YCIyr, KOTopble MMEKT Ba)XHOE 3Ha4yeHue 4na ux uenesoro
HasHayeHus, 6e3onacHoro v Haanexatlero npenocraBleHuns.

OpraHusauus JOMmKHa PerucTpupoBaTb M COXPaHsTb [OKYMEHTUPOBAHHYIO WHMOPMALMIO MO BbIXOAHLIM
AaHHBIM MPOEKTUPOBaHMS 1 paspaboTKu.

8.3.6. MiameHeHuns NpoeKTUpoBaHus U pa3paboTKu

Opransame AOO0IKHa M,D,eHTI/ICbVILl,VIpOBaTb, aHanu3npoBaTtb U ynpaensaTb U3MEHEHUSAMW, COENaHHbIMU BO
BPEMS UITN Mocle NPOeKTUPOBaHUs U paspaboTku NpoAYKUUNA 1 yCnyr, B TON CTENEHM, KoTopas Heobxoguma ans
obecnevyeHns UCKNIOYEHUS] HEraTUBHOIO BIIUSIHUS HA COOTBETCTBUE TpGGOBaHMFIM.

OpraHusauus 4ormkHa perncTpupoBaTh U COXpaHsTh AOKYMEHTUPOBAHHYIO MHOPMALMIO NO:

a) U3MEHEHNAM NPOEKTUPOBaHWS U paspaboTku;

b) pesynbtaTtam aHanusos;

C) CaHKLMOHUPOBAHUIO U3MEHEHWUIA;

d) LercTBMAM, NPEANPUHATBIM 4151 NPEAOTBPALLEHUA HEGNaronPUATHOTO BIUSIHUS.

8.4. YnpaBneHue npoueccamu, NpoayKUmueii 1 ycryramu, NoCTaBnsieMbiMi BHELLHUMI NOCTaBLUMKAMM
8.4.1. O6Lne nonoxeHus

Opranusauusi fomxHa ofecneuynTb COOTBETCTBME MPOLECCOB, MPOAYKUWM UM YCAYr, MOCTaBMSeMbIX
BHELLUHUMU nocTaBLyukamuy, TpeboBaHuAM.

OpI'aHI/ISELI,VIﬂ AOMKHa onpefendaTb CpeAcTBa ynpaBneHus, npuMeHumMble ansd rnpoueccos, npoaykuum u
ycnyr, nocTaBnseMblX BHELUHUMU NOCTaBLUMKaMK, B TEX Criyyasax, Koraa:

a) NPOAYKUMS U YCMYTU OT BHELUHUX MNOCTABLUMKOB NPeHa3HaueHbl ANs BKITIOYEHWUS UX B COCTAB MPOAYKLMM
W ycnyr, npeanaraeMblX CaMoi opraHu3aLmei;

b) NpoaykuMA 1 ycnyru NOCTaBMATCA BHELIHMMMA MOCTABLUMKAMM HANPSIMYIO MOTPEGUTENIO(SIM) OT UMEHN
opraHu3auuu;

C) NMPOLUECC WM €ero YacTb BbIMOJIHAETCH BHELLHUM MOCTABLUMKOM B pesynbTate NPUHSATUS peLleHus
opraHusauuei.

OpraHusaums AOMKHa OMPEfEnuTb W NPUMEHSITL KPUTEPUM OLIEHKM, BbIGOPA, MOHUTOPWHTA Pe3ynbTaTos
AEATENbHOCTM, a TakkKe MOBTOPHOW OLIEHKW BHELUHMX MOCTaBLUMKOB, WCXOAS U3 WX CHOCOBHOCTM BbINOMHSTHL
MPOLECChl WM MOCTaBNsATb MPOAYKLUMIO W YCNyrM B COOTBETCTBUM C TpeGoBaHusMu. OpraHusauusi AorKHa
PErMcTpupoBaTh M COXPaHsiTb AOKYMEHTUPOBAHHYKO MHOPMaLMIO 06 3TUX ASACTBUSX U O MOGbIX HEOBXOAMMBIX
[OeliCTBUSIX, BbITEKAIOLLMX U3 OLIEHOK.
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8.4.2. Tun n cTeneHb ynpaBneHus

OpraHusaiyst fomxHa obecneuntb, 4TOGbI MPOLECCH], MPOAYKUMS W YCIyri, NOCTABNSEMbIE BHELLHMMY
MOCTaBLUMKaMU, HE OKa3blBaNy HEraTMBHOrO BMUSHUS Ha CMOCOGHOCTb OPraHW3aLUu NOCTOSIHHO NOCTABASTL CBOUM
noTpedUTENsiM COOTBETCTBYIOLLYO MPOAYKLMIO 1 YCIIYTU.

OpraHusauus JomkHa:

a) obecneunBatb, 4TOGHI fnpouecchl, nocTaBnseMble BHELUHUMU nocraBLUUKamu, Haxogunucb nof
ynpaeneHnem ee CUCTEMbl MEHEIKMEHTA KauyecTBa;

b) onpesensiTb CpeACTBa ynpaBreHus, KOTOpble OHa MNaHUPYET MPUMEHSTb KaK B OTHOLLEHUM BHELLHero
nocTaBLUMKa, TaK 1 K NOCTaBMSIEMbIM UM pPesynbTaTaM;

.C) yuYuTbIBaTb:

1) BO3MOXHOE BIIMAHME MNPOLIeCCoB, NPoAYKUUM U YCNnyr, NocTaBnsAeMbIX BHELUHVUMMU nocTaBLlMKamMu, Ha
CrnocobHoCTb opraHusauum NocTosHHO oBecneyrBaTh COOTBETCTBUE TpGGOBaHMFIM nortpebuteneii u NPUMEHNMbIM
3aKkoHoAarernbHbIM 1 HOPMaTUBHbLIM NMPaBoOBbLIM TpeGOBaHVIﬂM;

2) PE3YyNbTaTUBHOCTb CPEACTB yrnpaBneHus, NPUMEHAEMbIX BHELLHNUM MOCTaBLLMKOM;

d) onpenensite BepuUMKALMIO UNM [pYyrve AENCTBUS, HEOBXOAUMbIE AN OGECHEYEHWS COOTBETCTBUS
MPOLIECCOB, NPOAYKLMN W YCTYT, MOCTaBNSAEMbIX BHELLHUMM NOCTaBLYMKaMM, TPeGOBaHNAM.

8.4.3. ViHchopmauusi, npeocTasnsieMas BHELUHUM MOCTaBLMKaM

OpraHusaunsi  gomxHa ofecrieunBatb AOCTATOMHOCTb TPeGOBaAHMiA A0 UX COOOLUEHUS BHELUHeMy
MOCTaBLUMKY.

OpraHu3sauns AomxHa coobLuyaTh BHELHUM NOCTABLLMKAM CBOU TpeboBaHus, OTHOCALLUMECS:
a) K nocTaefsieMbIM NpoLeccam, NpoayKLUY 1 ycnyram;
.b) onobpeHuto:
1) npoaykumu u ycnyr;
2) MeToA0B, NPOLIECCOB U 0GOPYAOBAHMS;
3) BbiMycka NpoAyKUMW U yChyr;
C) K KOMMETEHTHOCTM NepcoHana, BKoYas nodble Tpebyemble Mepbl NOATBEPXKAEHNS KBANUMDUKALUK:
d) B3aMMOAECTBMIO BHELUHErO NOCTaBLUMKaA C opraHusauuen;

€) MPUMEHAEeMbIM OpraHu3auueil ynpaBneHU u MOHWUTOPUHIY Pe3ynbTaToB AEATENbHOCTW BHELUHEFO
NOCTaBLUMKa;

f) AEATEeNbHOCTU Mo Bepudukaumm unu BanujaLuu, KOTOpble opraHusauuss unu ee notpebutens
npeanonararT OCYLLEeCTBNATb HAa MEcTe Yy BHELLHEero nocrasLyuka.

8.5. [pon3BOACTBO NPOAYKLMM U MPeAOCTaBNeHe yCryr
.8.5.1. YnpaBnexne npou3BoACTBOM NPOAYKLIMN U MPEeAOCTaBIEHNEM ycnyr

OpranusaLusi AOMKHa OCYLLECTBASTL NPOM3BOACTBO MPOAYKLMAN M NPEAOCTaBeHne ycnyr B ynpasnsiembIxX
yCrnoBusx.

Ynpasnsiemble YCroBUS AOMKHbI BKMHOYATD B cebs, HaCcKOMbKO 3TO NPUMEHUMO:
a) LOCTYMHOCTb AOKYMEHTUPOBaHHOI VHGOpMaLmu, onpeensioLei:

1) xapakrepucTukun NpPOM3BOAVMON MPOAYKUMM, MPELOCTABASEMbIX ycrnyr wnu  OCyLLEeCTBRSIEMOM
LEeATENbHOCTY;

2) pesynbTaThl, KOTOPbIE AOMKHbI BbITb JOCTUMHYTHI;
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b) AOCTYNHOCTb 1 NPUMEHEHNE pecypcoB, NOAXOAALUUX ANSA OCYLLECTBNEHNA MOHUTOPUHIa U USMEPEHUIA;

C) OCyL|eCTBNEHNE AESTENbHOCTU MO MOHUTOPUHTY M U3MEPEHMI0 HA COOTBETCTBYIOLUMX 3Tanax B LENsixX
BEpuMKaLMN COOTBETCTBUS MPOLIECCOB UMM WX BbIXOAOB KPUTEPUSIM YMPABMEHUS, @ Takke COOTBETCTBUS
MPOAYKLUMW U YCIYT KPUTEPUSIM MPUEMKY;

d) NpuUMeHeHe COOTBETCTBYIOLE MHIDPACTPYKTYPLI M CPeAb! ANst (yHKLMOHMPOBaHMS NpoLeccos;
€) HasHaYeHne KOMMETEHTHOrO NepcoHana, BKioyas Mobylo TpPebyemyto KBANMMUKALMIO;

f) Banupaumio 1 nepuogmnyeckyto NOBTOPHYIO BanMaaLMIO CMOCOGHOCTM MPOLIECCOB NPOW3BOACTBA NPOAYKLIM
W NPEROCTaBNEHNs yCryr OCTUraTb 3anaHNpOBaHHbLIX PE3YNbTATOB B TEX CryvasX, KOrga KOHEUHbIN BbIXOg He
MOXET ObiTb BEPUPMLMPOBAH NOCTEAYIOLIMM MOHUTOPUHIOM WY U3MEPEHUEM;

g) BbINOSIHEHME AGNCTBNIA C LIEMNbIO NPEeOTBPALLEHNS OLNGOK, CBA3aHHBIX C 4enoBeYecknM HaKkTopom;
h) ocyllecTenexue Bbinycka, NOCTaBKK U AeACTBUIA NOCHE NOCTaBKU.
8.5.2. UpeHTudukaLms n npocnexmsaeMocTb

Oprausaunsi fomKHa WUCMOMb30BaTh NOAXOASLME Crocobbl ANS WASHTUMUKALMMA BbIXOOOB, Korga aTo
HeobxoaMMO Ans oBGecneyeHNs COOTBETCTBIUS NPOAYKLMM 1 YCIIYT.

OpransauMﬂ AO0JKHa M,quTI/I(bVILI,VIPOBaTb CTaTyC BbIXOAOB NO OTHOLUEHUIO K TpeboBaHUsAM, OTHOCALLMMCA K
MOHVITOpVIHFy N USMEPEHUAM, NO XOA4Yy NPON3BOACTBa NPOAYKLUUN U npenocrasneHns ycnyr.

OpraHusauus nomxkHa ynpaenATb cneyuanbHon naeHTUrkaumen BbIXOA0B, KOrga mnpocneKnBaeMocCTb
ABNAETCA Tpe6OBaHVIeM, peErncTpupoBaTtb N CoXpaHATb AOKYMEHTUPOBAHHYIO Mchopmau,mo, HeO6XO,Cl,VlMYI'O ansa
obecneyeHnus npocnexmnesaemocTH.

8.5.3. CobcTBEHHOCTD NOTPEtUTENeil U BHELLHUX MOCTaBLUMKOB

OpraHmaauMﬂ AOIKHA NposBNATb 3860Ty 0 cOBCTBEHHOCTU noTpebuTeneit uUnuU BHELUHUX NoCTaBLLKKOB,
Korja OHa HaxoguTcsa noj ynpaslieHUeM opraHusauuv unu MCNonb3yeTcH elo.

OpraHusauyst JOMKHA MAEHTMMULMPOBATL, BEPUMULMPOBATb, COXPaHSTb M 3alUMLIAT COBCTBEHHOCT
noTPeGUTENS UMK BHELUHEro NOCTaBLUMKA, NPeAOCTaBNEHHYIO ATS UCTONb30BAHUS UMV BKITIOYSHNS B MPOAYKLMIO 1
ycnyru.

B cny4yae, korga cobCTBEHHOCTb notpebutens unu BHELUHEero NnocTaBLUNKa yTepsiHa, noBpexgeHa unu
npusHaHa HenpurogHow Aans MCNOoNb30BaHUsA, opraHusauusa AOormkHa yBeAOMUTL 00 3TOM I'IOTp66MTeﬂF| nnu
BHELUHEro nocCTaBLUMKa, a TakKke perucTtpmposatb U COXpaHATb LOKYMEHTUPOBAHHYO Mchopmauvuo (o)
npousoLleLiem.

ﬂpwmeanme - CobcTBeHHOCTB noTpedutenss uUnNu BHELUHero NOoCTaBLUMKa MOXET BKNo4Yatb B cebs
Marepuarbl, KOMMNOHEHTbl, UHCTPYMEHTbI U O60pyﬂ,0BaHMe, HEABWXUMOCTb, MHTENNEKTYanbHy0 COBCTBEHHOCTL U
nepcoHanbHble AaHHbIE.

8.5.4. CoxpaHeHue

OpraHmsaum A0JDKHa COXpaHATb BbIXOAbl BO BpEMS NPOU3BOACTBA npoAyKuuK 1 NpefocTaBneHns ycnyr B
TOI Mepe, HacKOMbKO 3TO 6y,qu HeobxoaumMbIM Ansi obecneyeHnss cooTBETCTBUS TpeboBaHusAM.

MpumeyaHue - CoxpaHeHne MOXET BKIloYaTh B cebst MAeHTUDMKALMIO, MOrpy304HO-pasrpysoyHbie paboTsl,
MPEAOTBPALLEHNE 3arpsSHEHNS, YNaKoBbIBaHNE, XPaHEHe, NePEMELLEHNE UMM TPaHCTIOPTUPOBKY, 1 3awuTy.

8.5.5. [lesiTenbHOCTb Nocre NocTaBku

OpraHusauus AomkHa 06ecneynTb BhINOMHEHNE TPeGOBaHWIA K AESATENbHOCTY, CBA3aHHOM C MpoAyKUueit u
ycnyramu, nocrne Toro, kak oHu 6binv NoCTaBneHbI.

Mpu onpegeneHun obbema Tpebyemoii [OESTENLHOCTM MOCHE  MOCTABKA opraHusauus [OorkHa
paccMaTpuBaTh:

a) 3aKoHoAaTernbHble U HOpMaTUBHbIE NPaBOBble Tpe6OBaHVl$I;
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b) noTeHUmManbHbIe HexenaTenbHble NOCNEACTBIUS, CBA3aHHbIE C ee npoAyKUWen n ycnyramu;

C) XapaKTep, UCMoMb30BaHNe 1 NpeanonaraeMoe BpeMs XU3HN NpoAYKLUM 1 ycnyr;

d) TpeboBaHus notpebutenei;

e) obpaTHyio CBS3b C NOTpebuTensamum.

MNpumeyanue - [eaTenbHOCTb NoCne MOCTaBku MOXET BKIIOYaTh B cebsi AeiiCTBUS COFNacHo rapaHTUiHbIM

O6F|3aTeJ'IbCTBaM, KOHTPaKTHbIM 06s3aTenscTeam (TaKVIe KaK O6CJ'Iy)KVIBaHVIE) W [ONOITHUTENbHbIE YCMNyrK, Kak
Hanpumep nepepa60TKa WM OKOHYaTEeNbHOE YHUYTOXEHME.

-8.5.6. YnpaBneHue nameHeHusMu

OpraHusauus [omkHa aHanuaupoBaTb U3MEHEHUS B MPOU3BOACTEE NPOAYKUMU UNW NpeocTaBrieHun yenyr
W ynpaenAaTb UMW B TOW CTENEHU, HACKOMbKO 9TO OyaeT Heobxoaumo AN OBecreyeHUs MNOCTOSIHHOMO
COOTBETCTBUSA TpeboBaHMAM.

OpraHusaums AomKHa PervcTpupoBaTh U COXPaHSITh AOKYMEHTUPOBAHHY MHMOPMaLIMIO, OMUCHIBAKOLLYIO
pesynbTathl aHanmsa 3MEeHeHUi, CBEAEHNS O AOMKHOCTHBIX NULIAX, CaHKLUMOHNPOBABLLMX BHECEHUE U3MeHeHus,
1 BCe HeobXxoaumble AeiCTBIS, SBNSIOLUMECS pe3ynbTaToM aHanu3aa.

8.6. Bbinyck npoayKuum u ycnyr

OpraHnsauus [OmKHa BHEAPSATL 3annaHupoBaHHbIE MEPONPUSTUS Ha COOTBETCTBYIOLUMX dTanax B Lensx
BepudMKaLuy BbINONHEHNs TpeGoBaHMt K MPOLYKUMN 1 YCIyraMm.

Beinyck npoAykuuu u ycnyr ans noTpeGUTEnsi He [OMXEH MPOUCXOAUTb 4O OKOHYaHMS peanusauum scex
SannaHnNpoBaHHbIX MEpONpUATAA C YAOBNETBOPUTENbHLIMM pe3ynbTartamu, KPOME TeX Chyyaes, Korha 3To
CaHKLIMOHNPOBAHO YNOHOMOYEHHbBIM OPraHoM /WK NIULIOM U, KOrAia 3TO NPUMEHIMO, CaMUM NOTpeGuUTENeM.

OpFaHI/I3aL|VIFI AOIMKHa perucTpupoBatb U COXpaHATb AOKYMEHTMPOBaHHYI0 UHOPMaLMIO O BbiMyCKe
npoayKuuu 1 ycnyr. ﬂOKYMeHTMpOBaHHaﬂ I/IHCbOpMaLWIFl AO0IMKHa BKNoYaTh:

a) cBuaeTenbCcTea, LEMOHCTPUPYIOLLNE COOTBETCTBUE KPUTEPUAM MPUEMKUY;

b) npocnexvBaemMocTb B OTHOLIEHMM JAOSKHOCTHOMO nuua (nuu), CaHKUMOHMPOBAaBLLEro(1x) BbiMycK
MPOAYKLWM U yCAyT.

8.7. YnpaBneHue HecooTBETCTBYIOLMMY pesyrbTaTaMit MPOLIECCOB

8.7.1. OpraHusauus pomkHa obecneymBaTb WOEHTUMUKAUMIO 1 ynpaBneHue pesynsTaTamu npoLieccos,
KOTOPbIE HE COOTBETCTBYIOT TPEOOBaHMSAM, B LENsX NPeAoTBPALUEHNs UX HENPEAHA3HAYEHHOrO UCTONb30BaAHMS
1Ny NoCTaekMu.

OpraHusauus JomKkHa npeanpuHuMaTh COOTBETCTBYIOLLME AEACTBUS, UCXOAS U3 Xapakrtepa HECOOTBETCTBUA
N €ro BNusAHMA Ha COOTBETCTBME MPOAYKLMM U ycnyr. OTO [OMKHO NPUMEHATLCA TaKkKe K HECOOTBETCTBYIOLLE
npoAyKUMK U ycrniyram, BbIsiIBNEHHbLIM MOCIE NOCTaBKU npoaykuun, B Xo4e unu nocrne npegocraBneHuns ycnyr.

OpraHusaums JOMmKHa OCYLLECTBATL B OTHOLIEHUN HECOOTBETCTBYIOLLUX PE3YNbLTaTOB NPOLIECCOB OAHO UMK
HECKONbKO U3 crneayoLmx 0encTBUiA:

'a) KOpPEKLMIO:;

b) OTAEneHne, orpaHuvyeHue pacnpocTpaHeHus, BO3BpaT WNM NPUOCTEHOBKY MOCTaBKM npoaykuumu wu
NpenocTaBneHns ycnyr;

C) nHpopmmpoBaHmue notpebutens;
d) nony4eHue paspeLLeHnst Ha MPUEMKY C OTKITOHEHUEM.

Mocne BbLINOMHEHUs  Koppekuun HECOOTBETCTBYIOLLMX pPE3YNbTaTOB MPOLIECCOB WX COOTBETCTBUE
TpeboBaHMAM JOMKHO GbiTb BEPUDULIMPOBAHO.

8.7.2. Oprannsaums AOKHa PErMCTPUPOBATh U COXPaHSTL AOKYMEHTUPOBAHHYIO NHOPMAaLMIO, KOTOpas:
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a) onucbIBaET HECOOTBETCTBUE;
'b) onucbiBaEeT NpeAnpuHSTLIE 4ENCTBUS;
C) OMUCLIBAET MONy4EHHbIE PA3PELLEHIUS Ha OTKMOHEHME;

d) ykasbiBaET MOMHOMOYHBIA OpraH WWnu NuUO, MpUHUMABLLEE pelleHne O AelCTBUM B OTHOLLUEHUM
HECOOTBETCTBUS.

9. OueHka pe3ynbTaToB gesTenbHOCTH

9.1. MOHWUTOPWHT, U3MepeHUe, aHanu3 1 OLeHKa

9.1.1. O6wme nonoxeHus

OpraHusaums gomkHa onpeaenuTs:

a) YTO ROIKHO MOANEXaTb MOHUTOPMHIY 1 U3MEPEHUSIM:

b) MeTOAbI MOHUTOPUHra, U3MEPEHWS!, aHanM3a U OLIEHKN, HEOBXOaMMbIE Ans obecneyeHns 4OCTOBEPHbIX
pe3yrnbTarTos;

C) KOrga OOMKHbI NPOBOAUTBCA MOHUTOPUHT U USMEPEHUS;
d) KOrja pesynbTartbl MOHUTOPUHIA U M3MepeHuUit JOMXKHbI ObiTb npoaHanusnpoBaHbl U OL|EHEHbI.

Opl’aHVI3aL|,VIF| AO0IKHa oUeHnBaThb pe3ynbraTbl AeATENbHOCTY U PE3ynbTaTMBHOCTb CUCTEMbI MEHEIKMEHTa
KayectBa.

OpraHnsauus gormkHa perucTpupoBaTh U COXpaHsiTh COOTBETCTBYIOLLYIO JOKYMEHTUPOBaHHYI MHEOPMALMIO
KaK CBUAETENbCTBO MOMYYEHHbIX Pe3ybTaToB.

9.1.2. YaoBneTBopeHHOCTb NoTpebuTtenei

OpraHusauus AomKHa NPOBOAUTL MOHUTOPUHT AaHHbIX, KacatoLnxcs BOCNPUATUSA NOTPebUTENAMU CTENEHN
YAROBNETBOPEHUSs MX MOTpeGHOCTel M oxupaHuid. OpraHusauus [omKHa ONMpPeAenuTbL MeToAbl MOSyYeHUs,
MOHWTOPWHIa 1 aHanuaa 3Toi MHopMaLIMN.

MpumeyaHue - MpuMepsl MOHUTOPUHIa BOCMPUSITUS NOTPEBUTENSIMM MOryT BKIOYaTh ONpoC noTpebuteneii,
OT3bIBbI OT MOTPEOUTENeli O NOCTABNEHHLIX MPOAYKUMM W YCTyrax, BCTPEYM G notpebutensmu, aHanus [onu
PbiHKa, BriarofapHOCTK, NPETEH3UM MO rapaHTUIHBIM 0BS3aTENbCTBAM U OTYETbI Aunepos.

9.1.3. AHanus 1 oueHka

OpraHnsauus [omxHa aHanuanposaTb W OLEHUBATb COOTBETCTBYIOLUME [aHHbIE W MHopMaLMIO,
MOMy4YeHHYI B XO[ie MOHUTOPUHIA U N3MEPEHMUS.

PesynbTarbl aHanmsa AOMXKHbI GbITb UCMIONL30BaHBI A4S OLIEHKN:

a) COOTBETCTBUS NPOAYKLMUU N YCAYT;

b) cTeneHun ynosneTBopeHHOCTH noTpebuTenei;

C) pe3ynbTaToB AESTENbHOCTM U Pe3yNnbTaTUBHOCTM CUCTEMBI MEHe)XMEeHTa Ka4ecTBa;
d) ycneluHocTv nnaHUpoBaHus:;

€) pesynbTaTUBHOCTY LECTBUIA, NPEANPUHSTLIX B OTHOLLIEHUM PUCKOB 1 BO3MOXHOCTEI;
f) pesynbTaTos gesTenbHOCTY BHELHMX NOCTABLUMKOB:
*g) NOTPEeGHOCTY B yNyYLLUEHUSIX CUCTEMBI MEHEIKMEHTA KauecTaa.

ﬂpwmeanMe - MeTogbl aHanusa AaHHBIX MOTYT BKIoYaTh B cebs cTaTtucTuyeckme METOblI.

9.2. BHYTpeHHwWii ayauT
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9.2.1. OpraHusaums forkHa NPOBOAWUTL BHYTPEHHUE ayAuThbl Yepes 3aniaHUpoBaHHbIe MHTEpBarbl BpeMeHu
ANS1 NONyYeHNsi UHPOPMALIUK, YTO CUCTEMA MEHEIXXMEHTa KayecTsa:

a) COOTBETCTBYET:

1) cobecTBEeHHBIM TpeGoBaHUAM OpraHu3aLmy K €e CUCTEME MEHELKMEHTa KayecTBa;
2) TpeboBaHUAM HaCTOSALLEro CTaH4apTa;

b) pesynbTaTBHO BHEAPEHA M DYHKUMUOHMPYET.

9.2.2. OpraHusauus gormkHa:

‘a) nnaHupoBaTtb, paspabartbiBaTb, peanusoBbiBaTb W MNOAAEPXWBATb B  aKkTyanbHOM COCTOSIHUU
nporpammy(mbl) ayauTos, BKIOYas NepuoaMYHOCTb M METOAbl NPOBEAEHUS ayMTOB, a Takke OTBETCTBEHHOCTD,
nnaHupyembie Ans NpoBepku TpeboBaHWUsA U NpefoCTaBneHne oTyeTHocTy. Mporpamma(Mbl) ayauToB AOMmKHA(bI)
paspabarbiBaTbCs C YY4ETOM BAXHOCTU MNPOBEPSIEMbIX MPOLIECCOB, W3MEHEHWN, OKasblBAOLUMX BMUSHUE Ha
opraHusaumio, ¥ pesynbTaTos NpeabiayLmnx ayauTos;

b) onpeaensiTb KpUTEPUM ayAUTa M 0BNACTb NPOBEPKU AJ1S KAXKAOr0 ayauTa;

c) otbupaTb ayauMTopoB W MNPOBOAWTL ayaAWTbl Tak, 4YToObl obecneumBanach OOBLEKTMBHOCTb U
BecnpucTpacTHOCTb NpoLecca ayanTa,

d) oGecneunsaTth nepeaady MHOOPMaLMmM O pesynbTaTax ayAUTOB COOTBETCTBYIOLUMM PYKOBOLUTEMNSAM;

€) OCYLUeCTBNSATb COOTBETCTBYIOLLUYIO KOPPEKUMIO W KOPPEeKTUpylolne AeicTBus 6e3 HeoBOCHOBaHHOM
3a0epxKu;

f) perucTpuposatb U COXpPaHATb LOKYMEHTUPOBaHHYIO Mchopmaumo KaK CBUAETENbCTBO peanusauun
nporpaMmmMbl ayauTOB U NOJNTYHEHHbIX pe3ynbTaToB ayquTOB.

Mpumeuarue - Cm. UCO 19011 ans pykosoacTsea.

9.3. AHanns co CTOPOHbI PYKOBOACTBA

9.3.1. OBLwme nonoxeHus

Bbicluee pyKOBOACTBO AOIMKHO aHanusvMpoBaTb Yepes 3annaHMpoBaHHbIE WHTEpPBarbl BPEMEHU CUCTEMY
MEeHeKMeHTa Ka4yecTBa B Lensx obecneyeHns: ee noCTosiHHON NPUroAHOCTM, afeKBaTHOCTU, pesynbTaTUBHOCTY U
COrnacoBaHHOCTW CO CTpaTerMyeckMM HanpaBrieHWeM opraHm3aLuu.

9.3.2. BxogHble AaHHble aHanmsa co CTOPOHbI PyKOBOACTBA

AHanu3 co CTOPOHbI PYKOBOACTBA [JOMKEH NNaHMpOBaThCs U BKITOYATL B ceBsi paccMoTpeHme:

a) cTatyca LenCTBuMi No pesynbTatam npeablAyLUNX aHanu3os CO CTOPOHbI PYKOBOACTBA;

b) n3ameHeHuin BO BHELUHMX U BHYTPEHHUX haKkTopax, KaCarLMXCs CUCTEMbI MEHEKMEHTA Ka4ecTBa;

C) WHdopMauuM O pesynbTaTtax AEATeNbHOCTU W PE3yNbTAaTUBHOCTM CUCTEMbI MEHEIXMEHTa KayecTsa,
BKItoyasi TeHAEHUMUU, OTHOCALLIMECS:

1) K yJOBNETBOPEHHOCTM notpeduTenemn u oT3biIBam OT COOTBETCTBYIOLLMX 3aUHTEPECOBAHHbIX CTOPOH;
2) cTeneHun JOCTMXEHMS Lieneil B oOnacTu KayecTsa;

3) nokasaTensim NpoLecCoB 1 COOTBETCTBUIO NPOAYKLMU U YCRYT,;

4) HECOOTBETCTBUSIM U KOPPEKTUPYIOLLMM AEACTBUSM;

5) pesynbTaTtaM MOHUTOPWHIA 1 U3MEPEHMWIA;

6) pesynbTatam ayauTos;

7) pesynbTaTam esTENbHOCTY BHELUHUX NOCTaBLUUKOB;
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d) BoCTaTOMHOCTN pecypcos;

€) pe3ynbTaTUBHOCTU AEUACTBUIA, NPeanpUHATBHIX B OTHOLUEHUU PUCKOB 1 BO3MOXHOCTEN (CM. 6.1);
f) BO3MOXXHOCTAM ANSA YNyYLUEHUS.

9.3.3. BbIxogHble AaHHble aHanusa co CTOPOHbI PYKOBOACTBA

BbiXxoAHble AaHHble aHanuMsa CO CTOPOHbI PYKOBOACTBa AOMKHbI BKMoYaTh B cebs pelueHus u LelcTBus,
OTHOCALLMECH:

a) K BO3MOXHOCTAM AN YIYYLUEHUS;
b) nto6biM HeOBGX0ANMBIM U3MEHEHUAM CUCTEMbBI MEHEXKMEHTA Ka4ecTBa;
.C) NOTpebHOCTH B pecypcax.

OpraHVISGLlMﬂ A0IMKHa PErucTpnupoBaTb U COXpPaHATb JOKYMEHTUPOBAHHYIO VIHd)OpMaLlMI'O KaK CBUAETE1bCTBO
pe3ynbTaTtoB aHanu3oB CO CTOPOHbI PYKOBOACTBA.

10. YnyyweHue
10.1. O6Lue nonoxeHus

OpraHusaunsi [OorKHa OnpefensiTe ¥ BbiOMpaTb BO3MOXHOCTM ANS YYYLWEHUS UM OCYLIECTBNSTh
HeobXoAnMble AENCTBUS ANS BbINOMHEHNS TpeBOBaHWi NOTPeBUTENEN 1 NOBLILIEHUS UX Y0BNETBOPEHHOCTH.

370 JOMKHO BKMOYATb:

a) ynydweHue npoaykuuM W ycrnyr B LEMsX BbINOMHeHUst TpebosaHuil, a Tawke ydyeTa OyayLmx
noTpebHOCTEN U OXUOAHUIA;

b) KOppeKLuIo, NPefoTBPaLLEHUE UM CHIDKEHUE BIUSIHUSA HEXenaTerbHbIX BO34ENCTBUIA;
C) ynyuLUeHMe pe3ynbTaToB AeATENbHOCTY U pesynbTaTMBHOCTY CUCTEMbI MEHEAXKMEHTA KayecTea.

MpumeyaHue - MpuMepbl ynyyLWweHUs MOryT BKIOYaTb KOPPEKLMIO, KOPPEKTUpYIoLLee AeiiCcTBME, NOCTOSIHHOE
ynyyLUEHWE, NPOPLIBHOE U3MEHEHWE, UHHOBALMIO U pEOpraHusaLmio.

10.2. HecooTBeTCTBUA U KOPPEKTUPYIOLLME AEACTBUS

10.2.1. MNpu nosBNEHNN HECOOTBETCTBUM, B TOM HYNCIIE CBA3AHHbIX C MPETEH3USIMU, OpraHM3aLmns OIHKHA:
a) pearvpoBarb Ha JaHHOE HECOOTBETCTBUE M HACKONbKO NPUMEHUMO:

1) npeanpuHMMaTL AEWCTBUS MO YNPaBNeHUO U KOPPEKLUM BbISIBIIEHHOrO HECOOTBETCTBUS,

2) npeanpuHMMaTh AEACTBUSA B OTHOLLEHMU NOCNEACTBUA 4aHHOrO HECOOTBETCTBUS,

b) oueHuBaTb HEOOXOAMMOCTb AEWCTBMIA NO YCTPAHEHWUIO MPUYMH AAHHOTMO HECOOTBETCTBUS C TEM, YTOObI
nsbexarb ero NOBTOPHOrO NOABMEHUS UMK NOSBIIEHNS B PYFOM MeCTe NoCpPeACTBOM:

1) aHanusa HecooTBETCTBUS;
2) onpefeneHus NpuYnH, BbI3BaBLUKMX NOSIBNEHNE HECOOTBETCTBUS;

3) onpefeneHus Hanuyus aHanorn4yHoro HECOOTBETCTBUA UITM BO3SMOXHOCTU €ro BO3HUKHOBEHUSA rae-nunbo
eLle;

C) BbINONHATb BCE HEOOX0AUMbIE AENCTBUS;
d) npoaHanuanpoBaTb PesynbTaTUBHOCTb KaXA0ro NPeAnpPUHATOrO KOPPEKTUPYIOLLErO NEeACTBUS;
€) aKTyanusupoBarb npu HeoOXOLMMOCTU PUCKM 1 BO3MOXHOCTU, ONPEAENEeHHbIE B XOA€E MNaHNPOBaHNS;

f) BHOCUTb Npu HEOBXOAUMOCTU U3MEHEHMUS B CUCTEMY MEHE)KMEHTa KayecTsa.
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KoppeKTMpyrou.lme OEeNCTBNS OOMKHbI COOTBETCTBOBATbL NOCMNEACTBUAM BbiSBIEHHBIX HECOOTBETCTBUMN.

10.2.2. OpraHuzauus [OMKHA PEerucTpupoBaTb W COXPaHATb [AOKYMEHTUPOBAHHYK WHMOPMALMIO Kak
CBUAOETENLCTBO:

a) XxapakTepa BbIABMNEHHbIX HECOOTBETCTBUI U NOCNeayoLWmnX NpeanpuHATLIX JEACTBUN,
b) pesynbTaToB BCEX KOPPEKTUPYIOLLMX OEACTBUIA.
10.3. TlocTosiHHOE ynyuLleHne

Opransaumq AOIKHa NOCTOAHHO yny4liaTb NPUrogHOCTb, adeKBaTHOCTb M Pe3ynbTaTUBHOCTb CUCTEMbI
MEHe)KMeHTa KavyecTBa.

Opransau,Mﬂ AOIMKHA paccMaTpuBaTb pe3ynbTaTbl aHanusa U OUEHKW, BbIXOAHble OaHHble aHanum3a co
CTOpPOHbI PYKOBOZLCTB3, 4TOObI onpeaenntb, UMEeKTCA nu l'IOTpGGHOCTI/I nnn  BO3MOXHOCTH, TPGGYIOLLWIG
pacCMOTpEHNA B Ka4eCcTBe Mep No NOCTOAHHOMY yny4LUEHUIO.

MpunoxeHue A
(cnpaeo4Hoe)

PA3bACHEHUNE
HOBOW CTPYKTYPbI, TEPMUHOJIOMU 1 MOHATUIA

A.1. CTpyKTypa u TepMuHonorus

CTpyKTypa pasgenos (T.e. NocneaosaTenlbHOCTb Pas3fernos) M YacTe TEPMUHONOMMU HAcTOSILLEro cTaHaapTa
no cpasHeHuto ¢ npegbigywien sepcuein (MCO 9001:2008) Bbinn M3MEHEHBI B LIENSIX YNyYLEHUs] CTPYKTYPHOW
COBMECTMMOCTM C APYrMMM CTaHAAPTaMM Ha CUCTEMbI MEHEPKMEHTA.

B HacTosilemM cTaHgapTe He COAEpPXUTCS Tp86OBaHVIFI O NMPUMEHEHUN ero CTPYKTypbl U TEPMUHOMNOIUN K
OOKYMEHTVPOBAHHOM MH(OpMaLIMK CUCTEMbI MEHEDKMEHTA KayecTsa opraHusaluu.

‘NaHHas cTpyKTypa pasfernoB npepHasHadyeHa B Gonblleln mepe ans obecneyeHus cornacoBaHHOro
usnoxeHus TpebosaHuii, YeM ANns Toro, 4ToObl ObiTb MOZENbIO AN [OKYMEHTUPOBAHWS MOMUTUK, Lenen u
npoveccoB opraHusauun. CTpyKTypa u cofepxaHue AOKYMEHTMPOBAHHOW MHOpMaLMK, OTHOCALLEICSA K cUcTeMe
MEHeXXMEHTa KauecTBa, 4acTo MoryT ObiTb 6onee noaxoAsaLMMmn Ans nonb3oBaTenei, ecnu 4OKyMeHTYpPOBaHHas
MHOpMaLMUA OTHOCUTCA Kak K mnpoueccam, (YHKLUMOHUPYIOWMM B OpraHusauumM, Tak U K WHdbopMauuu,
NPUMEHSIEMOIA ANs APpYruX Lenen.

YTtoBbl ycTaHaenueaTtb TpeboBaHMs K CUCTEME MEHEMKMEHTa KayecTBa, BOBCE He 00s3aTeNlbHO TEPMUHLI,
ucnonb3yemble opraHusauuei, 3aMeHsTb TePMUHaMK, UCMONb3yeMbIMU B HacTosiLleM craHgapTe. OpraHusauuu
MOTYT MCMOMNb30BaTb TEPMMUHbI, KOTOPLIE OHWU COYTYT Gonee NoAXoAALMMM ANt CBOEH AeATenbHOCTM (HanpumMep,
“cnonb3osaTb TEPMUHbLI "3anucn”, "LoKyMeHTaums", "npoTokonbl”", a He "OoKyMeHTUpOoBaHHas uHdopmaums"”, unm
ucnonb3oBaTh "MoctaBwuK”’, "napTHep”, "mpopasel’, a He "BHELIHMI nocTaBwukK"'). B Ttabnuue A.1 nokasaHbl
OCHOBHblE pasnuynsl B TEPMUHOMOMMKU Mexay HacToswein sepcuen ctaHaapta MCO 9001 u ero mpegplayLiei

Bepcuen.
Tabnuua A.1

OcCHOBHbIE pasnuunsi B TEPMUHOMNOIN MEXAY
NCO 9001:2008 n NCO 9001:2015

NCO 9001:2008 NCO 9001:2015

IMpoaykuums Mpoaykuusa v ycnyru

WcknoueHus He npumeHsieTcs
(Cwm. MpunoxeHue A.5 NS NOACHEHWN, KacaroLmMXcs
NMPUMEHNMOCTN)
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lNMpencrasutenb pykoBoACTBa He npumeHseTcs
(AHaJ'IOl'W-lele OTBETCTBEHHOCTb U NOJTHOMOYUA
YCTaHOBMNEHbI, HO HET TpGGOBaHMﬂ B OTHOLUEHWUU
€AWHCTBEHHOIo npeacrasuTena pyKOBO,ElCTBa)

[okyMeHTauus, pyKoBoACTBO MO KayecTBy, [okymeHTUpoBaHHasa nHpopmauums

OOKYyMEeHTUpOBaHHbIE npouenypbl, 3anncu

MpouseofcTBEHHas cpeaa Cpefa ans dyHKLUMOHMPOBaHNUSA NPOLECCcoB
O6opynosaHue A5t MOHUTOPUHIa U M3MEPEHNIA Pecypchbl Anis MOHUTOPUHTa U U3MEPEHMIA
3akynneHHasa npoayKuus BHellHe nocTaBnsiemble NpoAyKUMS U yCryru
MocTaBLymk BHeLlUHWA nocTaBLUMK

A.2. Mpoaykuus u ycryru

B NCO 9001:2008 ucrnonb3oBancs TepMUH "npoAyKuus" Ans oxsaTa BCEX KaTeropuit Bbixofos. B paHHoi
BEPCUMM HaCTosLero craHgapTa WCMoNb3yeTcs CrioBocoyeTaHue "npoaykums u ycnyru”. CrnoBocoyeTaHue
"MpoaykumMa u ycnyru" OXBaTblBAaeT BCE KaTeropuu BbIXOLOB (TEXHUYECKUME CPEACTBa, YCNyry, nporpaMMHbie
cpeacTsa u nepepabaTteiBaemble Marepuansl).

CreuuanbHoe BKOYeHUe "ycnyr' npegHasHayeHo pAns Toro, 4ToObl BLIAENWTL Pasnuyuua  Mexay
npoayKumuei u ycnyramu npu npuMeHeHun HekoTopbix TpeboBaHui. XapakrepHoi 0COOEHHOCTbLIO YCnyr SBNsSeTCs
TO, YTO, MO MEHbLUEA Mepe, YacTb BbIXoga MofyvyaeTcd npu HEMNOCPEACTBEHHOM B3aUMOLEWCTBUM C
notpebutenem. 3TO O3HaAYaET, HaNpUMep, YTO COOTBETCTBME TPeOOBaHUAM He BCerga MOXeT ObiTb NOATBEPKAEHO
[0 3aBEpLUEHNS NPEAOCTaBIIEHUS YCYTU.

B GonblumHCcTBE crnyyaeB "npogykuma” v "ycnyru' MCnonb3yTCA COBMECTHO. BONbLUMHCTBO BbIXOAOB,
KOTOpbIE OpraHuW3auusi MOCTaBnAeT MoTpebuTensM UM KOTOpble WM MOCTaBMSIOT BHELUHUE MOCTaBLUMKY,
BKIIIOMAIOT KaK MpoAyKuuMio, Tak u ycnyr. Hanpumep, matepuanbHas unv HematepuanbHas NPOAyKUMUS MOXET
UMETb HEKOTOPYK CBHA3AHHYIO C HeW ycnyry, Wnu ycrnyra MOXET WMETb HEKOTOpYI CBSI3aHHYI C Hel
MaTtepuarnbHy U HemaTepuanbHyo NpoayKLUMIO.

A.3. NMoHumaHue noTpebHOCTER U OXMAAHWIA 3aUHTEPECOBaHHbIX CTOPOH

Moppasaen 4.2 cogepxut TpeboBaHWA K opraHusaunn onpefensTb 3avHTEPECOBaHHbIE CTOPOHbLI, KOTOpbIe
MMEIOT OTHOLLUEHME K CUCTEME MEHEXMEHTa KayecTsa, U TpeboBaHWUsA 3TUX 3aUHTEPECOBaHHbLIX CTOPOH. OaHako
nogpasgen 4.2 He nogpasymeBaeT paclumpeHune TpebosaHuii CUCTEMbI MEHEL)KMEHTA Ka4yecTBa 3a pamku obnactu
NpUMeHeHuss Hactosiwero craHgapTta. Kak ycraHosneHo B "O6Gnactv npumeHeHus'" HacTOsILWMIA cTaHaapT
NMPUMEHSIETCH TOrAA, Korga opraHusaumm Heobxoanmo NMPOAEMOHCTPUMPOBATL CBOK CMOCOBHOCTb Ha MOCTOSIHHOW
ocHoee obecneynBaTtb MOCTaBKY MPOAYKUMU U ycnyr, oTBeYalLwmnx TpebosaHnamM noTpeduTtenein u NpuMeHUMbIM
3aKkoHoAaTeNbHbIM U HOPMaTUBHbIM  MpaBoBbiM  TpeboBaHWsIM, W  HaLENeHHOCTb Ha  MOBblLUEHUe
YOOBMNETBOPEHHOCTM NoTpebuTenei.

B HacTosiWwem cTaHgapTe HeT TpeboBaHus 0 TOM, 4YTOObI opraHn3auna paccmMmartpuBarna 3anHTepecoBaHHble
CTOPOHbI, KOTOpble He Oblnu onpefeneHbl AaHHOW opraHu3auuein Kak MMeroLne OTHOLUEHWE K ee cucteme
MEeHe)KMeHTa KayecTBa. Opl'aHVI3aU.Vl$I cama pellaeT OTHOCUTCA NU Kakoe-nvbo KOHKpPETHOEe Tpe6osaHme
COOTBETCTBYIOLLEN CTOPOHbI K €8 CUCTEME MEHE)KMEHTA Ka4yecTBa.

A.4. PUCK-OpUEHTUPOBAHHOE MbILLIIEHNE

KoHLenuus puck-opueHTUPOBaHHOrO MbILUNIEHWS MpOCrexXvuBanach U B NpefblayLleli BepCUn HacTOSALLEro
CTaHfapTa, Hanpumep, 4yepes TpeboBaHWs K MMAHMPOBAHUIO, aHanu3y W ynydlleHuto. HacTtoawmii craHmapt
ycTaHaBnuBaeT Ans opraHusauum TpebosaHve noHMMaTh ee cpeay (M. 4.1) u onpefensiTe pUCKY, Kak OCHOBY AMNA
nrnaHuposaHus (cMm. 6.1). 3To oTpaxaeT NPUMEHEHNE PUCK-OPUEHTUPOBAHHOIO MbILUMEHUSA A NNaHUPOBaHUA U
BHEAPEHMSA NPOLIECCOB CUCTEMbI MeHe)KMeHTa kayecTtsa (CM. 4.4) n Byget nomoratb B onpegeneHvn obbema
JOKYMEHTMPOBaHHON MHOpMaLmun.

OpHa 13 KIHYEBbIX Lieneit CUCTEMbl MEHEXXMEHTA Ka4yecTBa COCTOUT B TOM, 4TOObl OHa AeicTBoBana Kak
WHCTPYMEHT npeaynpexaeHus. MosToMy HacTOoALWMIA CTaHAAPT He UMEET OTAEMNbHOro pasfena Wnu NyHKTa no
npegynpexaatomm geinctenam. MoHsaTMe npesynpexaatoLero JENCTBUS BbIPDAXKEHO YEPE3 UCTONb30BaHNE PUCK-
OPMEHTUPOBAHHOIO MbILLNIEHUS MY (OPMYNMPOBKe TPEGOBaHUIA K CUCTEME MEHEPKMEHTA Ka4yecTBa.
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PUCK-OpUeHTUPOBaHHOE MBbILLIIEHWE, NMPUMEHSIEMOE B HAaCTOsILLEM CTaHAapTe, CnocobCcTBOBaNo HEKOTOPOMY
coKkpallieHuo TpeboBaHWil NpeanuChIBaOLLEro XapakTepa 1 X 3aMeHe TpeboBaHUsAMU ONUCHIBAIOLLEro Xapakrepa.
Hacroswuit crangapt Gonee yhueepcaneH, yem MCO 9001:2008, B oTHOoweHuM TpebOBaHWil K npoueccam,
JIOKYMEHTUPOBAaHHOW UHOpMaLMK 1 pacrnpefeneHnto OTBETCTBEHHOCTY B OpraHu3aLmu.

HecmoTps Ha To YTo 6.1 yKasblBaeT, YTO OpraHu3auusi AOSXHA NNaHUpOBaTb AEACTBUS B OTHOLLEHWUU
PUCKOB, CTaHaapT He TpebyeT dopmManu3oBaHHbIX METOAOB MEHEIKMEHTA PUCKOB WNW AOKYMEHTUPOBAHHOMO
npouecca MeHemkmeHTa puckos. OpraHu3auum MOryT peluatb creayeT nu paspabaTbieaTh Gonee OGLUMPHYIO
METOLOMOMMI0 MEHEMKMEHTa puUcka, YeM TpebyeTcs HacTosLUM CTaHLapTOM, HanpuMep, 3a CYET MpPUMEHEHMS
APYr1X PYKOBOAALLUMX YKasaHuii v CTaHAapToB.

He Bce npouecchl CMCTEMbI MEHEAXKMEHTA KauyecTBa 0bnafaoT OAMHAKOBLIM YPOBHEM pUCKa B OTHOLLEHWU
CNoCcoBHOCTY OpraHu3auun AOCTUraTb CBOMX Lieneil, U BMusHUe HEeOomnpeaeneHHOCTU He SBMSETCA O4WHAKOBbLIM
Ans opraHusaumii. B cootseTcTBUM C TpeboBaHusiMu 6.1 opraHuW3auus OTBETCTBEHHA 33 MPUMEHEHWE PUCK-
OPWEHTUPOBAHHOIO MbILLMEHNS U 32 AEVCTBUSI B OTHOLLEHWW pUCKa, B TOM YUCIE LieriecoobpasHoCTb perucrpaumm
1 COXpaHeHUsi AOKYMEHTUPOBaHHOK MHOPMaLMK Kak CBUAETENLCTBA ONpeAeneHnsl PUCKOB OpraHusaLme.

A.5. NpumeHuMocCTb

Mpwu onpegeneHuy NPYMEHNMOCTM TpeboBaHuii CTaHAapTa K CUCTEME MEHEIKMEHTa KayecTsa opraHusaumm
HacCTOALUWI CTaHAApT He AenaeT CCbIKUM Ha "WckntoyeHus”. Tem He MeHee opraHusauus MOXET MpPOBOAMTb
aHanu3 NpUMEHMMOCTU TpeBoBaHUi C Y4ETOM pasmepa WiW CIIOXKHOCTM OpraHusauum, UCMonb3yeMoli el Mogenu
MeHeKMeHTa, 06nacTu AeATENbHOCTM OpraHn3aLymn U Xxapakrepa ee yuuTbiBaeMbIX PUCKOB U BO3MOXHOCTENA.

TpeﬁoBaHMﬂ K MPUMEHUMOCTM paccmaTpuBaloTCa B nogpasfgene 4.3, onpegendwoweM YCroBus, npu
KOTOPbIX OopraHn3aunsa MOXET NPUHATb pelueHne O TOM, 4TO TpeﬁoBaHMe He MOXET ObITb NPpUMEHEHO HU K O 4HOMY
M3 NpoueccoB B paMKax obnacTu NPUMEHEHUSA CUCTEMbI MEHEIKMEHTA KavyecTBa. OpraHusauus moxeT npuHUMaTb
peweHne o Tom, 4YT1o Tpe6OBaHI/le He MPUMEHSETCH, TOMbKO €Cny 3TO pelleHne He NPUBELET K HECMOCOBOHOCTU
obecneynTb COOTBETCTBUE npoaykKuun n ycnyr.

A.6. [JokyMeHTMpOoBaHHasa nHopmaums

Kak cocraBnsiowlas 4Yactb oOecrneyeHuss COBMECTMMOCTM C APYrMMM CTaHgapTamu Ha  CUCTEMbI
MEHeLXMeHTa obwuri pasgen, kacawowwuincs “[OKYMEHTUPOBaHHOW WHopmauuun”, ©Obin  npuHaT 6es
3HAYUTENBHOrO M3MEHEHUs1 unu gobasneHna (cM. 7.5). Tam, rge BO3MOXKHO, TEKCT HACTOSILLEro ctaHaapTta Obin
cornmacoBaH ¢ TpeboBaHuaMM 3TOro pasgena. B cuny asTOoro TepMuH "OOKYMEHTMpOBaHHasi WHdopmauus"
UCMosb3yeTcs BO BCeEX TPeOOBaHUAX, OTHOCALLMXCH K JOKYMEHTaM.

Tam, rge B8 MUCO 9001:2008 wucnonb3osBanucb crneuunanbHble TEepMUHbI, Takue Kak "QOKYMEHT" unu
"OOKYMEHTUPOBaHHble npoueaypbl”, "PYKOBOACTBO MO KayecTBY' WUNM "nnaH kayecTtea", B HACTOsLIEN Bepcum
CTaHpapta onpegeneHsl TpeboBaHus K “"paspaboTke, akTyanusauuu u NPUMEHEHMIO LOKYMEHTMPOBAHHOM
NHopMaLmn'.

Tam, rae 8 UCO 9001:2008 ncnonb3osancsa TepMmuH "3anucun” ans o6o3HavyeHns JOKYMEHTOB, HE0OX0AMMbIX
AN MpeAcTaBneHuss CBUAETENbCTBa COOTBETCTBMSI TpeboBaHusIM, Tenepb MUcnonb3yeTcs TpeboBaHue
"perucTpmpoBaTtb U COXpPaHATb AOKYMEHTUPOBaHHYO WHpopmauuw". OpraHnsaumsi HECET OTBETCTBEHHOCTb 3a
onpeperieHne Toro, Kakasi [OKYMEHTUpOBaHHasa MHopMauma OorkHa ObiTb 3aperncTtpupoBaHa M CoXpaHeHa, B
TEYEHNE KaKoro NepMoga BPEMEHM U Kakue cpeactea OyayT Mcnonb3oBaHbl ANs 3TOro.

TpeBoeanne no "paspaboTke, akTyanus3auMm 1 npUMEHEHW" [OKYMEHTUPOBaHHOW WHQOpMauunm He
UCKMIOYaeT BO3MOXHOCTW TOro, YTO OpraHuMsauus MOXeT Takke "peructpvpoBatb W COXpaHsATb" 3Ty
JOKYMEHTUPOBaHHYIO MHGOPMaLMIO [AS11 KOHKPETHbIX Lenen, Hanpumep, PperucTpupoBaTtb W COXPaHATb
npegplayLne sepcun MHopMaLmu.

Tam, rae HacTosILMiA CTaHAapT cebiaeTcs Ha "HpopMaumio”, a He Ha "[OKYMEHTUPOBAHHYH MHopMauui"
(Hanpumep, B nogpasgene 4.1: "OpraHusauus [OMKHa OCYLLECTBNATb MOHUTOPUHI U aHanus uHdopmauun ob
9TUX BHELIHWX W BHYTPEHHWX akTopax"), HeT TpeboBaHus, 4TO dTa WHGOPMaUua [ormKkHa ObiTb
OOKYMEHTUpOBaHHOW. B Takux cny4asx opraHusauus MOXET pelnTb SIBNSETCA NU 3TO HeobxoouMbiM WU
YMECTHbIM ANns1 paspaboTku, akTyanusaumm n NnpuMeHeH1sl AOKYMEHTMPOBAHHON MHdopMaLmu.

“A.7. 3HaHusa opraHusayumm

MyHKT 7.1.6 HacTosLlero ctaHjapTa CBf3aH C NOTPeOHOCTbIO ONpeAEnUTb U OCYLUECTBNATL MEHELKMEHT
3HaHWiA, NoAAepXuBaeMbIX opraHusaumeit, Ans obecneveHns OYHKUMOHUPOBAHUS ee MPOLIECCOB U LOCTUKEHUS!
COOTBETCTBUS NPOAYKLMM W YCIIyT.
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TpeboBaHus, OTHOCALLMECS K 3HAHUAM OpraHu3auum, Obinu BBEAEHbI C LENbIO:

a) 3aluTLl OpraHusauum OT NOTEPU 3HAHWUIA, HanpuMep 13-3a:
- TeKy4eCTu Kafipos;

- HEBO3MOXHOCTU NOSy4YeHUs n obMeHa uHpopmauuei;

b) cTumynupoeaHus opraHusauuy kK npuobpeTEHMIO 3HAHWIA, HaNPUMEp, Ha OCHOBE:

- 0B6yyeHus Ha COOCTBEHHOM OMbITE;

- HACTaBHUYECTBZ;

- U3YyYEHMS NyYLLEero onbITa.

A.8. YnpasneHue npoueccamu, NpoayKUMEN U yCcryraMmu, NOCTaBNSEMbIMU BHELLIHUMU MOCTaBLLMKaMM
Bce chopMbl BHELUHMX MOCTaBOK NPOLIECCOB, NPOAYKLIMKA U YCIYr pacCMOTpPEHbI B 8.4, HanpuMep:
a) 3aKynneHHbIe ¥ NOCTaBLLMKa,;

b) nony4yeHHble No cornalleHnto ¢ KOMNaHuek-napTHEPOM;

C) NonyyYeHHble OT BHELUHEro NocTaBLLUMKa Ha OCHOBE ayTCOPCHHra NpoLeccos.

AyTcopcuHr Bceraa obnafaeT OCHOBHOI XapaKTepPUCTUKO YCIyru, MOCKOMbKY UMEET Mo KpaiHelh Mepe OauH
BUA AEATENbHOCTH, 415 BbINOIHEHUS KOTOPOro HEOEXOAUMO B3aWMOLENCTBME NOCTaBLUMKE U OpraHu3aLmm.

Cpe[cTBa ynpaBneHusi BHELLHMMM NMOCTaBKkaMy MOTYT LUMPOKO BapbMPOBATLCS B 3aBMCUMOCTY OT Xapakrepa
npoueccos, Npoaykuuu u ycnyr. OpraHusauusi MOXET MPUMEHSTb PUCK-OPUEHTUPOBAHHOE MbILLNIEHUE ANS
onpeaeneHus Buaa W CPEACTB YNpaBneHUs, MOAXOASALUMX ANSA KOHKPETHOrO BHELLUHEro NOCTaBLUMKA U BHELLHE
MOCTaBsAeMbIX MPOLIECCOB, NMPOAYKLMW U YCIYT.

MpunoxeHue B
(cnpaBo4Hoe)

AOPYTUE MEXOYHAPOOHbBIE CTAHOAPTHI
B OBJIACTU MEHEPXMEHTA KAYUECTBA U HA CUCTEMbI MEHE)KMEHTA
KAYECTBA, PASPABOTAHHbLIE UCO/TK 176

MexayHapogHble CTaHAapTbl, OMUCaHWE KOTOPbIX MPWBOAWTCS B HACTOSALUEM MNPUNOXeHUW, O6binu
paspabotaHbl TexHudeckum komutetom WUCO/TK 176 nns npefocTaBreHUss BCMOMOraTenbHOW uHdopMaLuu
opraHu3auusM, KOTopble NMPUMEHSIIT HacTOALWMIA CTaHAapT, M ANs NPeAoCTaBlIEHUsl PYKOBOAALUMX YKasaHuii
opraHusauuaM, CTPEMSALUMMCA NpeB3onTn ero TpebosaHus. PykoBoAsiuve ykasaHus wunu TpebosaHus,
cofepxaiymecs B JOKYMEHTaX, NEPeUNCrEHHbIX B 9TOM MPUNOXEHUM, HE AOMOMHSIIOT U HE U3MEHSIIOT TpeboBaHus
HacTosLLero cTaHgapTa.

Tabnuvua B.1 nokasbiBaeT B3aMMOCBSA3b MeXay 3TUMKM CTaHjapTaMu U COOTBETCTBYWOLUMMWU pasgenamu
HacTogLLero crasgapra.

Tabnuua B.1

Bsanmoceasb Mexay ApyriMin MexXayHapoAHbIMY CTaHaapTamu

B 00nacT MeHeKMeHTa KayecTBa, cTaHAapTaMmu Ha CUCTEMBI

MeHeXKMeHTa KayecTsa 1 pasfenamu HacTosILLero ctaHaapTa

Opyrue Pasgen HacTosiero ctaHgapta
MeXAyHapoaH
ble CTaHAapThl 4 5 6 7 8 9 10
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MCO 9000 Ko Bcemy | Koecemy | Koscemy | Koscemy | Koecemy | KoBcemy | Ko scemy
pazgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

NCO 9004 Ko Bcemy | Koscemy | Koscemy | Koscemy | Koecemy | Koscemy | Koecemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

MCaQO 10001 8.2.2,8.51 9.1.2

nCco 10002 8.2.1 9.1.2 10.2.1

MCO 10003 9.1.2

NCO 10004 9.1.2,9.1.3

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

pasgeny pasgeny

MCO 10006 Ko Bcemy | Koscemy | KoBscemy | Koscemy | Koscemy | Koscemy | Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasfeny pasgeny pasgeny

nCO 10007 8.56.2

MCO 10008 Ko Bcemy | Koscemy | Koscemy | Koscemy | Koscemy | Koscemy | Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

nCO 10012 7.1.5

UCO/TO 10013 7.5

MCO 10014 Ko Bcemy | Koscemy | KoBcemy | Koscemy | Koscemy | KoBcemy | Ko ecemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pazgeny

MCO 10015 7.2

NCO/TO 10017 6.1 7.1.5 9.1

MCO 10018 Koscemy | Koscemy | Koscemy | Koscemy | Koecemy | Koscemy | Ko Bcemy
pasfeny pasneny pasgeny pasgeny pasgeny pasneny pasgeny

nCo 10019 8.4

NCO 19011 9.2

MpumeuaHne - "Ko Bcemy paspeny" ykasbiBaeT Ha TO, YTO BCEe MOApasfenbl B KOHKPETHOM pasgene
HacTosLLero cTaHAapTa MMEIOT OTHOLLIEHWE K fpYrOMY MEXAYHapoOHOMY CTaHAapTy.

HacTosilee npunoxeHWe He COAEPXUT CCbINKW Ha OTpacrneBble CTaHAAPTbl HA CUCTEMbl MEHemXMeHTa
KayecTBa, paspaboTaHHble TexHuyeckum komutetom NCO/TK 176.

HacTtoAwuii ctTaHaapT ABNsSeTcs O4HUM U3 TPEX OCHOBOMONaralLlmMxX CTaHgapToB, paspabotaHHbix MCO/TK
176.

NCO 9000 Cucrembl MeHemxmeHTa kadyectBa. OCHOBHblE MOMOXEHUS U CroBapb CO303ET OCHOBbI AMS
Haanexallero NoHMMaHusa ¥ BHEAPEHUA HacTosiLero ctaHaapTa. MNpuHUMNL MEHEAXKMEHTA KayecTsa, noapobHoe
onucaHue kotopbix gaetcsa B MCO 9000, Geinu yuTeHbl B NpoLiecce paspaboTku HacTosLero ctaHgapra. Camu atu
MPUHUMMBl He ABMATCA TpeGoBaHWSMW, HO OHM (POPMUPYIOT OCHOBY AN Tex TpeGoBaHuii, KoTopble
ycTaHaBnuBaeT HacTtoAwwmn craHgapt. MCO 9000 Takke onpefdensieT TEPMUHbI, OnNpederieHWs U OCHOBHbIE
MOHATUSA, UCMOMNb3YyEMbIE B HACTOSLLUEM CTaHAapTe.

NCO 9001 (HacTosmiA CTaHAapT) ycTaHaBnuBaeT TpebOoBaHMs, HanpaBleHHble rMasHbIM 06pasoM Ha
cosfjaHve [foBepusi K MPOAyKUMM W ycnyram, npeanaraeMbiM OpraHvu3auvei, U, MocpeacTsoM 3Toro, Ha
MOBbILLEHWE YAOBIIETBOPEHHOCTU noTpebuTeneil. MoxHO Takke OXuaaTh, YTO Hafmnexallee BHEAPeHue 3Toro
CTaHAapTa nNpuWHECeT [Apyre BbiroAbl ANA  OpraHu3aunyu, Takue Kak YhyYlleHHbIA BHYTPeHHUNA oBMeH
nHpopMaLmen, nyyluee NOHUMaHUe 1 ynpaeneHue npoLeccaMmm opraHn3aLmu.

KoHcynbTanTlinioc www.consultant.ru

HANAWHAG NMNARNRAA NNANNaNnwra

CtpaHnuua 28 us 33



"FOCT P NCO 9001-2015. HaumoHanbHbIh cTaHaapT Poccuiickoi
depepaummn. Cuctembl MEHEAXKMEHTA kadecTea. Tpebosarus"
(yTs. n BBE...

HokymeHT npepoctasned KoHcynbTanTlInoc
[ata coxpaHeHus: 05.04.2018

MCO 9004 MeHeoXMEHT AONs OOCTWXKEHMS YCTOMYMBOro ycnexa opraHusaumu. llogxod Ha OCHOBE
MeHe[)KMEHTa KauyecTBa COAEPXKWT DYKOBOASILUME YKa3aHUs AN OpraHv3auuii, CTPeMSLMXCA NpPeB3onTy
TpeboBaHWs HACTOSALLEro CTaHAapTa, OxXBaTbiBasi bonee LUMPOKMiA CNEKTP BONPOCOB C TEM, YTOOLI 3TO MOrMO BECTU
K yny4lueHuto obLymx pesynbTaToB AestenbHocTu opraHusauuu. UCO 9004 BknoyaeT METOANYECKOE PYKOBOACTRO
MO CaMOOLIEHKE C TeM, YTOObl OpraHu3auuM UMenu BO3MOXHOCTb OLIEHMBAaTb YPOBEHb 3PENOCTM CBOMX CUCTEM
MeHeOXMeHTa KayecTaa.

ME)KAyHapO,D,HbIe CTaHAapTbl, ONUCaHHble HWXEe, MOryT NoOMOYb OpraHusauuam, Korga OHW BHEAPSAT UMK
CTPEMATCA yny4LnUTb CBOU CUCTEMbI MEHELKMEHTA Ka4eCcTBa, NpoLecChl U BUAbI AEATENbHOCTU.

MCO 10001 MeHemXmeHT. YAOBNETBOPEHHOCTb noTpebuTeneit. PykoBoAsLlne ykasaHus No npasunam
noBefeHUs Ana opraHvM3auuii CNy>XUT ANs opraHu3auuu pykoBOACTBOM B OMpPEAENieHUM TOro, YTO ee Mepbl Mo
obecneyvyeHunto yaoOBMNETBOPEHHOCTU noTpebuTenei oTeevyardT MX NOTPeBHOCTAM M oxuaaHusM. [MpuMmeHeHue
CTaHAaapTa MOXET MOoBbICUTL AoBepue noTpebutenei K opraHWs3aumMm v ynyylwuTb NOHMMaHue noTpeduTensmu
TOrO, YTO OHM MOTYT OXKWAaTb OT OpraHu3aLumn, TEM CamblM CHUXas BEPOSITHOCTb HelopasyMeHuii U MpeTeH3ui.

NCO 10002 MeHeaxmeHT KayecTBa. Y[OBMETBOPEHHOCTb noTpebuteneil. PykoBogsiive ykasaHus Mo
YNpaBneHnio NPeTeH3nssM1M B OpraHvu3auusx CyXUT PYKOBOACTBOM MO npoueccy o6palleHus C NpeTeH3usamu
yepes npusHaHue u nsyyeHue noTpebHOCTEN U OXUAAHUA CTOPOH, OBpallaloWnXCsl C NPETEH3NAMU, U NPUHATUS
peLleHnid No paspeLleHnio BOMpPOCoB, CBA3aHHbIX C npeTeH3usMu. OH obecneunBaeT OTKpPbITHIA, Pe3yrbTaTUBHbINA
1 NpOCTON ANs NPUMEHEHUA NPOoLIece, BKIMOYAIOLWMA NOAroTOBKY nepcoHana. OH Takke MOXET UCMoNb30BaThCs B
KayecTBe pyKOBOACTBa MarbIMy NpeanpusaTUSMMU.

NCO 10003 MeHeOxMeHT KavecTsBa. YAOBMNETBOPEHHOCTb noTpebuTeneil. PykoBogsliMe yKasaHusa no
YperynupoBaHuio CropHbIX BOMPOCOB BHE OpraHusauuuM ChyXWT PYyKOBOLACTBOM [N Pe3ynbTaTWBHOTMO W
adhdheKTUBHOro paspeLleHnst CopoB BHE OpraHusaumii No NpeTeH3nsM, CBA3aHHbIM C npoaykuuei. PaspelueHue
CropoB ABNSAETCA CPEACTBOM YPEryrnupoBaHua cutyauumn B Criydasix, Korga opraHusauum He MOoryT yperynupoBaTb
BOMPOCHI MO YAOBMETBOPEHNIO NPETEH3UN BHYTPW OpraHusaunn. BonblUMHCTBO NPETEH3WIA MOryT BbiTh YCMELIHO
paspelleHbl BHYTPWM opraHusauMn ©6e3 npuMEeHEeHWs npouensyp, B KOTOPbIX CTOPOHbl  BbICTYNawoT
NpoTMBOBOPCTBYIOLLIMMU CTOPOHaMM.

MCO 10004 MeHepXMeHT KayecTBa. Y[LOBMETBOPEHHOCTb noTpebuteneil. PykoBogslive ykasaHusi Mo
MOHWUTOPUHTY W W3MEPEHUIO CIYXWUT PYKOBOACTBOM AN BbIpabOTKM Mep, HanpaBneHHbIX Ha MoBbILLEHUE
YAOBNETBOPEHHOCTU noTpebuteneit n Ha UAeHTUMUKaLMI0 BO3MOXKHOCTEN YMyYLLEHUS NPOAYKLUMKW, MPOLIECCOB U
XapaKTepucTUK, KOTOpble SBMSATCA LUEHHbIMM ANns notpebutenei. Takue mMepbl MOryT YCUNUTb TOSANbHOCTb
noTpebuTtenei n NOMoYb OpraHu3aunmn yaepxartb notpeburteneii.

NCO 10005 Cucrembl MeHegXMmeHTa KadecTsa. PykoBofsiyve ykasaHus No nraHam KayecTBa CIyXWT
PYKOBOACTBOM MO pa3paboTke W UCMOSIb30BaHMIO MMaHOB KaYecTBa Kak CBS3YIOLLEro CPeACcTBa, CBA3bIBalOLLEro
TpeboBaHusA npouecca, MNPOAYKTa, MpOeKTa WKW KOHTpakta € paboyumy MeToaamu W MpakTUKamu,
obecneunsaoLLmnX NPon3BOACTBO npoAykuuu. Mpenmylectsa oT paspaboTku nnaHa kayectsa OyayT BblpaxaTbCs
B MOBbILLIEHHON YBEPEHHOCTM B TOM, 4TO TpeboBaHus OyAyT BbINOMHEHbI, YTO MPOLECCHl HaXoAAaTCA oA
ynpasneHvem, a Takke B MOTMBAaLIUK BCEX, KTO BOBIIEYEH B paboTy.

NCO 10006 Cuctembl mMeHemxkMeHTa kadvecTsa. PykosBoasiune ykasaHus Mo MEHEeKMEHTY KadyecTsa B
NpoeKkTax MpUMEHUM K LUMPOKOMY CMEKTPY MPOEKTOB: OT ManblX OO0 OONbLUMX, OT MPOCTbIX A0 CMOXHbIX, OT
OTAENbHOrO NpoekTa [0 MNpoekTa, ABnfAllerocs 4acTtbto cepun npoektos. MCO 10006 wucnonbayeTcs
NnepcoHarom, OCYLECTBNAIOLUM PYKOBOACTBO MPOEKTaMWu, U TEMU, KOMY HYXHO oBecneunTb NpUMEHEHUe ux
opraHusauueil NpakTUK, COAepXaluxcs B craHgaptax MCO, npefHasHaueHHbIX AMs CUCTEM MEHEXMEHTa
KavecTtBa.

NCO 10007 Cuctembl MeHedXMeHTa Kayectsa. PykoBoasiuve yKkasaHusi MO MEHEeXMEHTY KOHUrypaLmm
npefHasHayeH Ans OkasaHusl COAEWCTBUSA OpraHv3auusM, MpUMEHSIOWMUM ynpaBneHue KOHMWrypauven ans
TEXHUYECKOro M aAMWHUCTPATUBHOTO PYKOBOACTBA Ha MPOTSXKEHUM BCErO >XUSHEHHOrO LMKNa NPOAYKLUMM.
MeHeKMEHT KoHurypaumm MoxeT ObiTb WCMOMb30BaH [ANS BbINONHEHUs TpeGoBaHWii K naeHTUdUKaLMu W
NPOCNEeX1MBaeMoCTN NPOAYKLMK, YCTaHOBMNEHHbIX B HACTOSALLEM CTaHAapTe.

NCO 10008 MeHenxmeHT kadyecTsa. YAOBNETBOPEHHOCTb MoTpebuteneil. PykoBoaslue ykasaHwus no
SNEKTPOHHLIM TOProBbIM CAenkaMm MeXAy HpUAMYECKUMU W (DUSNYECKUMU NLAMK AaEeT PYKOBOACTBO MO TOMY,
kakum 0oOpa3oM OpraHusauuum MOryT BHEAPWUTb Pe3ynbTaTUBHYIO U 3PDEKTMBHYI CUCTEMY ANS 3MEKTPOHHbIX
TOProBbIX Onepauui Mexay opraHusauusamu u notpebutensamm, u TeM caMbiM CO3A4aTb OCHOBY AN TOro, YTOOHI
noTpedutenu WMEnu MOBbILIEHHYIO YBEPEHHOCTb B OTHOLUEHMM TaKuUX 3MEKTPOHHbLIX TOProBbIX OnepaLuil;
MOBbICUTbL CMIOCOBHOCTL OpraHM3aunmn y40BeTBOPATb NOTpebuTeneil; a Takke YMEHbLUMTD KOMMYECTBO NpeTeH3uii
1 Cropos.
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MCO 10012 Cuctembl MeHeaXMEHTa U3MepeHuii. TpeboBaHKsa K npoLeccam U3MepeHuid u nsMepuTenbHomy
060py,E|,OBaHIMO CINY>XUT PYKOBOACTBOM ANd MEeHeMKMEeHTa WU3MEepPUTENbHbIX NMpouecCoB U METPOJiIorm4yeckoro
noareepXxaeHnusa WUsMeputesibHOro 060py,D,OBaHI/IFI, ncnosib3yembliMm  Ansd obecneyeHus wu AOEMOHCTpaLuunun
COOTBETCTBUS MeTpornornyeckum TpebosanHuam. CtanfapT ycraHaBnmBaeT TpeboBaHMA MEHEAKMEHTA KayecTBa B
CUCTEME MEHEKMEHTA M3MEPEHWIA A1 BbINOMHEHUS METPONOrMYECKUX TPEBOBaHMIA.

NCO/TO 10013 PykoBoasLLmMe yKkazaHust N0 AOKYMEHTUPOBAHUIO CUCTEM MEHELXMEHTA Ka4ecTBa COAEPXUT
PYKOBOASILUME YyKa3aHMst No pas3paboTke W MPUMMEHEHUID AOKYMEHTauuu, HeobxoAuMol Ans CUCTEMBbI
MEHeKMEHTa KayecTBa. JTOT TEXHUYECKUA OTYET MOXET ObiTb MCMONb3OBaH ANt AOKYMEHTUPOBaHWUSA CUCTEM
MEHEeXXMEHTa, OTMMYHbLIX OT CUCTeM MEHEeI)KMEHTa KayecTBa, AN KOTOpbIX npegHasHauveHbl ctaHgaptel UCO,
HanpuMep, Ans CUCTEM 3KONMOrMYECKOro MEHEXKMEHTA U CUCTEM MEHEMKMEHTa 6e30MacHOCTH.

MCO 10014 MeHeaXMeHT KayecTBa. PykoBogdlMe yKasaHUs NO OOCTUXKEHUIO (DUHAHCOBLIX U
3KOHOMMYECKUX NpeuMyLLecTB aapecoBaH BbiCLLEMY pyKOBOACTBY. CTaHAapT COAEPXKMT PYKOBOASLUME yKa3aHus
No AOCTUXEHMI0 (OUHAHCOBbLIX U 3KOHOMUYECKMX NPEUMYLLIECTB 3a CYET NPUMEHEHUS MPUHLUNOB MEHEeIXMEHTa
kayectea. OH nomoraeT B paboTe Mo MPUMEHEHWUIO NPUHLMMOB MEHeXMeHTa U obneryaeT BbIOOP METOLOB U
VHCTPYMEHTanbHbIX CPeAcTB, NO3BONALLMX 06eCcneunTb YCTONYMBDIA YCNeX opraHusauum.

NCO 10015 MeHemxmeHT KadvecTBa. PykoBopswime ykasaHus no obyyeHuio npegnaraeT pykoBoAdALlue
yKasaHus, HanpasrneHHble Ha OKasaHue MOMOLUM OpraHusauMsM U MOCBSLEHHbIE BOMPOCaM, CBA3AHHbIM C
obyyeHnem. CTaHaapT MOXET NPUMEHSTLCA B N0BbIX cUTyaumsix, koraa TpebyeTcs pykoBOACTBO, YTOObI PacKpbiTh
cofepXaHue 1 MHTepnpeTupoBaThb CCbINk Ha "obpasosaHue" n "obydeHue", ucrionbsyemblie B cTaHgaptax NCO,
npeAHasHayeHHbIX Afsi CUCTEM MeHeaXMeHTa kadvectea. Jliobas ccbinka Ha "obydyeHue" BKIOYEET BCE TUMbI
06pasoBaHnst U MOATOTOBKM.

MCO/TO 10017 PykosogsLlme yKasaHusi MO MPUMEHEHMIO CTAaTUCTUYECKUX METOLOB B cooTBeTcTBMM ¢ MCO
9001:2000 npefocTaBnAeT pasbsCHEHNS B OTHOLLEHUN CTAaTUCTUYECKUX METOAO0B, NPUMEHEHUE KOTOPLIX CBA3aHO
C W3MEHYMBOCTbIO, Habnogaemoil B MNOBEAEHUM W pesynbTaTtax MpOLEeCcCOoB, AaXKe B YCMOBUAX KaxyLlehcs
ctabunbHocTU. CTaTUCTUYECKME METOAbl MO3BOMSAIOT fydylle WCMONb30BaTb WMEIOLMECA AaHHble, NOMoras
MpUHUMATb PELLEHUS, U TEM CambiM COAENCTBOBATb NOCTOSHHOMY YIYYLLEHMWIO Ka4yecTBa NPOAYKLMM 1 NPOLeccoB
ANs JOCTUXEHUS YAO0BIETBOPEHHOCTM noTpebuteneil.

MCO 10018 MeHepxmeHT kadecTBa. PykoBoAsLUMe YyKasaHUsi MO BOBMEYEHMIO pabOTHUMKOB U MX
KOMMETEHTHOCTM COAEPXUT PYKOBOASLUME YKa3aHUs, KOTOpble OKasblBalOT BIIUSHWUE Ha BOBMEYEHHOCTb WU
KOMMETEHTHOCTb paboTHMKOB. CUCTeMa MEHeOXMEeHTa KayecTBa 3aBUCUT OT BOBJIEYEHHOCTW KOMMETEHTHbIX
paboTHMKOB M OT TOrO, Kak OHU WUCMOMb3YHOTCA U HAacCKOMbKO OHW WHTErpMpOBaHbl B opraHusauunio. KpaiiHe BaxHO
naeHTMnUMpoBaTh, pasBnBaTh M OLEHNBaTbL HEOOXOAMMbIE 3HaHUS, HaBbIKK, NoBeAeHME 1 pabouyyto cpeay.

MCO 10019 Pykosopsiime ykasaHus no BbIOOPY KOHCYNbTAHTOB MO CUCTEMaM MeHeKMeHTa KayecTsa U
NCMOSIb30BaHMIO UX YCNYr CAY>XUT PYKOBOACTBOM MO BLIOOPY KOHCYNbTAHTOB MO CUCTEMaM MEHEMKMEHTa KayecTea
“ wucnonb3osaHuio ux ycnyr. CTaHgapT [aeT PYKOBOACTBO MO MNPOLECCY OLEHMBAHUS KOMMETEHTHOCTM
KOHCYNbTaHTOB MO CUCTEMaM MeHe)KMeHTa KavecTBa U obecneynBaeT YyBEPEHHOCTb B TOM, YTO MOTPEOHOCTU U
OXWUAaHUs opraHu3aLmmn B OTHOLLEHWUMW YCIyr KOHCYNbTaHTOB BYAYT YAOBNETBOPEHDI.

MCO 19011 PykosoasilMe yKasaHus MO ayguTy CUCTEM MEHEMKMEHTA CIYXWUT PYKOBOACTEBOM MO
MEHEXXMEHTY nporpaMMbl ayauTa, Mo NNaHUpoBaHWIO N NPOBEAEHUIO ayAuTa CUCTEMbI MEHELXMEHTA, a TakkKe no
KOMMETEHTHOCTU U OLEHUBAHWIO ayauTopoB W ayautopckux rpynn. OH npegHasHayeH AN MPUMEHEHUs K
ayautopam, opraHusauusiM, BHEAPSIOLWWMM CUCTEMbl MEHEMKMEHTa, W OpraHusauusMm, KoTopeliM TpebyeTcs
NPOBOAUTL ayAUTOPCKNE MPOBEPKN CUCTEM MEHELKMEHTA.

Mpunoxenune OA
(cnpaBo4yHoe)

CBEOEHWA

O COOTBETCTBWM CCINTOYHBLIX MEXXAYHAPOHbLIX CTAHOAPTOB
HALWOHAJBbHLIM CTAHOAPTAM POCCUNCKOW ©EOQEPALIUMN

Tabnuuya JA.1
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CCbINTOYHOro COOTBETCTR OB603HayeHVe N HaMMEHOBaHWE COOTBETCTBYIOLLEro HaUWoHanbHoOro
MeXxayHapoaHoro s ctaHgaprta Poccuiickor ®egepauunm
cTaHfjapTa

1ISO 9000:2015 IDT FOCT P NCO 9000-2015 "Cuctembl MEHEOXMEHTA KayecTBa.
OCHOBHbIE NONOXEHMS 1 cnoBapb”

1ISO 9004:2009 IDT FOCT P CO 9004-2010 "MeHeXKMEHT ANs AOCTUXEHUSA
YCTOWYMBOrO ycnexa opraHusaumm. lNMogxon Ha ocHoee
MeHeXMeHTa Kavectea"

ISO 19011:2011 IDT FOCT P UCO 19011-2012 "PykoBoasiLume yKkasaHus no ayauTy

. CUCTEM MEHeIKMeHTa"

1ISO 9001:2008 IDT [OCT P NCO 9001-2015 "Cucrembl MEHEAXMEHTA Ka4yecTBa.
TpeboaHus"

1ISO 10001:2007 IDT FOCT P NCO 10001-2009 "MeHenXMEHT KayecTea.
YA0BNETBOPEHHOCTb NoTpebuTenein. PekomeHaauuy no npasunam
nosefeHus 4nsa opraHusauymin”

ISO 10002:2014 <>

ISO 10003:2007 IDT FOCT P NCO 10003-2009 "MeHeXMeHT Ka4yecTsa.
YnosneTBopeHHOCTb NoTpebuTteneil. PekomeHpauumy no
YPErynmpoBaHuio CopHbIX BONPOCOB BHE OpraHusayuu”

ISO 10004:2012 <*>

ISO 10005:2007 FOCT P UCO 10005-2007 "MeHeKMEHT OpraHu3aLuu.
PykoBogasLue ykasaHus no nnaHMpoBaHUIo KayecTsa"

ISO 10006:2003 IDT FOCT P NCO 10006-2005 "Cuctembl MEHELKMEHTA Ka4yecTBa.
PykoBOACTBO N0 MEHEOXXMEHTY KayecTBa Nnpu NpoekTuposaHuun'"

1ISO 10007:2003 IDT FOCT P NCO 10007-2007 "MeHeXMEHT opraH13auuu.
PykoBopsiLue ykasaHusi no ynpaeneHuto koHburypaumein"

ISO 10008:2013 IDT FOCT P NCO 10008-2014 "MeHeXMeHT KayecTea.
Y0OBNETBOPEHHOCTb NoTpebuTenei. PykoBoAsILLME YKa3aHUs MNo
SMEKTPOHHLIM TOProBbIM CAEMNKaM MeXAY opUanYecKUMU 1
dusnyeckumu nuuamm”

1ISO 10012:2003 IDT MOCT P NCO 10012-2008 "MeHemxmeHT opraHusauun. Cuctemsl
MEHEeKMEHTa uamepeHuii. TpebosaHus K npoLeccam U3mMepeHuit u
namepuTensHomy obopyaosaHuio”

ISO/TR 10013:2001 IDT FOCT P UCO/TO 10013-2007 "MeHemKMEHT opraHu3aLuu.
PykoBoAcCTBO MO [OKYMEHTMPOBAHUIO CUCTEMbI MEHEXKMEHTA
KayecTtsa"

1ISO 10014:2006 IDT FOCT P NCO 10014-2008 "MeHemXMeHT opraHusaLuu.
PykoBogsiLLue ykasaHusi No JOCTWKEHMIO 3KOHOMUYECKOro adpdekTa
B CUCTEME MEeHea)XMeHTa KayecTsa"

ISO 10015:1999 IDT FOCT P NCO 10015-2007 "MeHeXMEHT opraHn3aLuu.
PykoBoasiue ykasaHusi no oby4eHuo"

ISO/TR 10017:2003 IDT FOCT P UCO/TO 10017-2005 "CTaTuctuyeckme MeToasl.
PykoBopacTso no npumeHeHuto B cooteetctaumn ¢ FTOCT P UCO
9001"

KoncyanaHTHn 0C www.consultant.ru Crtpanuua 31 s 33

HaOoexHasa NbaBORAaA nonnenxXxkKa



"I'OCT P UCO 9001-2015. HauuoHanbHbIl cTaHzapT Poccuiickol

i BrieH KoHcynbTaHnTl Inoc
®epepaumn. Cucrembl MeHeaXMeEHTa kayecTsa. TpeboBaHus AokymenT npeaoctasneH Kowxcy

Oata coxpaHeHnus: 05.04.2018

(yTB. M BBE...

ISO 10018:2012 IDT FOCT P UCO 10018-2014 "MeHemKMeEHT kadecTsa. Pykosoasiume
yKasaHus no BOBMeYeHUI0 pabOTHUKOB M UX KOMMETEHTHOCTU"

ISO 10019:2005 IDT FOCT P NCO 10019-2007 "MeHemKMEHT opraHusauuu.
PykoBoacTBO Mo BbIOOPY KOHCYNbTAHTOB MO CUCTEMaM
MeHeKMeHTa KayecTBa U UCNOoMNb30BaHWI0 KX ycnyr"

<*> COOTBETCTBYIOLLWIA HALMOHANbHLI CTaHAAPT OTCYTCTBYET. [0 €ro yTBepXASHWUs peKOMEHOYyeTcs
ncronb3oBaTh MEPEBOS Ha PYCCKUI $S3blK AAHHOTC MEXAYHapOAHOro craHaapTa. [lepeBog AaHHOMO
MEX/YHapoAHOro cTaHjapta HaxoauTtcs B PepeparnbHOM WHMDOPMALMOHHOM (DOHAE TEXHWUYECKUX
PErnameHTOB U CTAHAAPTOB.

MNpumevaHue - B HacTosLen Tabnuue mcnonb3oBaHO criefylollee ycrnoBHOe 0603HauyeHue CTeneHu
COOTBETCTBUSI CTAH4APTOB:
- IDT - ngeHTUYHbIE CTaH4apThI.
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