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MNpegucnosune

1 MNOANOTOBJIEH OTKpbITbIM aKuMOHEpPHbIM obwecTBoM "Bcepoccuickuim
Hay4HO-UccnegosaTesnibCkni MHCTUTYT cepTudmkaumm” (OAO "BHUUNC") Ha ocHoBe
ayTEeHTMYHOro nepeBoda Ha pPYCCKUA A3bIK  MeXOyHapOAHOro cTaHaapTa,
ykazaHHoro B nyHkTe 4. [lepeBog BbINonHeH paboyen rpynnon B cocTase
npeactasutenen OAO "BHUANC", OO0 "UHTtepceptudmka - THO®", 3AO "LleHTp
Mpuoputet”, Accoumaumm no ceptudmkadumn "Pycckuin pernctp”, OO0 "THO®
WHTepHaymoHans PYC", OO0 "bu-3c¢c-An Om-3c-Cu-Ain-ac”, "AE Conformity Pty
Ltd", MexxgyHapogHou accoumaumm no cepTudmkannm nepcoHana

2 BHECEH TexHnyecknm komutetoM no ctaHgaptudaumm TK 076 "Cuctembl
MeHeKMeHTa"

3 YTBEPXXOEH W BBEJEH B OEVCTBWE [Mpukaszom PenepansHoro areHTcTBa
N0 TEXHUYECKOMY perynmpoBaHuio n metponormm o1 28 centabpsa 2015 rr. N 1391-ct

4 HacTtoawmn ctaHaapT ngeHTudeH mexayHapogHomy ctangapty MCO 9001:2015*
"CucteMbl MeHemxveHTa kadectBa. Tpebosanusa" (ISO 9001:2015 "Quality
management systems - Requirements"”, IDT).

* [JocTyn K MexayHapoLHbIM U 3apy0eXxHbIM LOKYMEHTaM, YNOMAHYTbIM 34eCb
M panee no TEKCTYy, MOXHO MOSyduTb, Meperuad no CCbifike Ha caunt
http://shop.cntd.ru. - MNpumeyaHune nsrotosutenst 6asbl AaHHbIX.

Mpn nNpUMEHeHUM HacTOALWEro cTaHgapTa pPeKOMeHAYyeTCA WCMonb3oBaTh
BMECTO CCbINIOMHbIX  MEXOyHapOA4HbIX CTaHO4apTOB COOTBETCTBYOLLME UM
HauuoHanbHble cTaHgapTbl Poccunckon ®Pefepauunn, cCBeAeHUS O KOTOPbIX
NpuBeAEHbI B OMNOMHUTENBHOM ApunoxeHun JA
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5 BBELLJEH BINEPBbIE

lpasuna npumeHeHuUsi Hacmosiwe2o cmaHOapma ycmaHoerieHbl e [OCT P
1.0-2012 (pa3den 8). MIHbopmauus 06 UBMEHEHUSsIX K HacmosiuemMy cmaHdapmy
nybnukyemcsi 8 exe200HOM (110 coCcmosiHUK0 Ha 1 sHeaps mekyuwe2o0 200a)
UHGbopmayUuoHHOM yka3amere "HauyuoHarnbHble cmaHOapmbl”, a oguyuarnbHbIl
meKcm U3MeHeHUU U MornpasokK - 8 eXeMeCcsiYHOM UHGOopMayUoOHHOM yKa3amersie
"HayuoHarnbHbie cmaHlapmbl". B criydyae nepecmompa (3aMeHbl) uriu OmMeHb!
Hacmosiwe2o  cmaHOapma coomeemcmeyruiee  ysedomsieHue  bydem
onybniukogaHo 8 bruXalweM 8bifyCKe eXeMeCs4YHo20 UHGOopMalyUOHHO20
ykaszamens "HauyuonarnbHble cmaHdapmebl". Coomeemcmayrowas UHgpopmayus,
y8edoMIIeHUsI U meKcmbl pa3mMeu,aromcsi makxe 8 UHgopmMayUuoHHOU cucmeme
obuwezo nonb3osaHusi - Ha oguyuarnbHoM caltme ®edeparibHO20 azeHmcemea ro
MexHU4YeCcKoOMy peaynupogaHuto U Memposioauu 8 cemu lHmepHem (www.gost.ru)

BeseneHue

0.1 O6owme nonoxeHun

lMpumMeHeHne cUCTEMbl MeHeOXMeHTa KadecTBa SIBMSETCS CTpaTernvyeckum
peLeHneM ANnsi opraHmM3auum, KOTopoe MOXET MOMOYb YNyyluMTb pesynbTaTtbhl ee
AEeATenbHOCTN U 06ecneyYnTb NPOYHY0 OCHOBY ANS MHULMATUB, OPUEHTMPOBAHHbIX
Ha yCTOM4YMBOE pa3BUTHE.

MoTeHumanbHbIMM  NPeMMyLIECTBAMX AN OpraHu3auum OT  MNPUMEHEHMS
CUCTEMbl MEHE)KMEHTa KayecTBa, OCHOBAHHOM Ha HacTOsiEeM CTaHaapTe,
ABMAIOTCSA:

a) CNocOOHOCTb CTabunbHO NpPedoCTaBnATb MPOAYKUMIO W YCNyru, KOTOpble
YAOBMETBOPSAOT TpeboBaHMA MOTpedutenen n NpMMeHNMble 3akoHodaTerlbHble U
HOpPMaTMBHbIE NPaBOBble TPEOOBAHWS;

b) cozpaHvne BO3MOXHOCTEN Ans MOBbILLEHVS YO0BNETBOPEHHOCTM NOTpebuTene;

C) HanpaBneHve YCWUIMn Ha PUCKM N BO3MOXHOCTW, CBSi3aHHble CO Cpeaon W
LensiMm opraHusauum;
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d) BO3MOXHOCTb  MNPOAEMOHCTPUPOBaTb  COOTBETCTBME  YCTAHOBIIEHHbLIM
TpeboBaHUAM CUCTEMbI MEHEPKMEHTA KayecTBa.

Hactoaumin ctaHgapT MOXeT WCMonb30BaTbCS BHYTPEHHUMU W BHELLHMMU
CTOPOHaMMW.

HacToswmi ctaHaapT He npegnonaraet HeobXxoaMMOCTb:

- eAnHoobpa3snsa B CTPYKTYpPE pasfnnMyHbIX CUCTEM MEHEIKMEHTA Ka4ecTBa;

- COMMacoBaHWsi [OOKYMEHTauuM CcO CTPYKTYpoM pas3gernoB HaCTOSLUEro
CTaHOapTa;

- MCNOMb30BaHUA cneuunanbHOM TEPMUHOMOMMM HacTOosILWEro cTaHgapTa B
pamMKax opraHusauum.

TpeboBaHnss K cucTeMaM MeEHeLKMEHTa KayecTBa, YCTaHOBJIEHHbIE
HaCTOAWMM CTaHOapTOM, SBASKOTCA AOMNOSMHUTENMbHBIMU K TpeboBaHMAM K
NPOAYKL MM 1 yCIyram.

B HacTosiwem cTaHgapTe NpUMEHEH NPOLLECCHbIA NOAXOA, KOTOPbIA BKItOYaeT
uukn "Mnanvpyn - [HOenan - T[lpoBepsan - [Hencteyn" (PDCA), u pwuck-
OPWEHTMPOBAHHOE MbILLMEHNE.

MpoueccHbI Noaxo4 No3BOMSIET OpraHu3aLmmn NaHMpoBaTb CBOW NPOLECCHI U
X B3aMMOAENCTBME.

Peanmsauus ymkna PDCA nossonsieT opraHmsaumm obecneyntb ee npoLecchl
HeoOXoOMMbIMW pecypcamMu, OCYLLUECTBMATb WX MEHELKMEHT, Oonpeaenatb W
peann3oBbiBaTb BO3MOXHOCTM NS YIYYLLIEHUS.

PUCK-OpeHTUpOBaHHOE MbILLIeHMe MO3BOMSET OpraHusauun onpegensite
akTOpbl, KOTOpble MOryT TMPUBECTU K OTKIOHEHMIO OT 3anfiaHUPOBaHHbIX
pe3ynbTatoB MNPOLECCOB M CUCTEMbI MEHeOXMeHTa KadecTBa opraHu3auuu, a
Takke ucnomnb3oBaTb  Npeaynpexgawoume cpeactsa  ynpaeneHuss  Ons
MUHUMW3ALMN  HEraTMBHbIX MOCMEeACTBUA U MaKCMManbHOro MCMNoSib30BaHUSA
BO3HMKaOLLMX BO3MOXHOCTEN (A.4).

[MocTosiHHOE BbINOMHEHWE TpeboBaHuM M ydyeT Oyayumx noTpebHocTen u
OXMOaHUA B YCIOBMSX BCce Gonee OMHAMUYHON U CRIOXHOW cpefbl CTaBUT nepes
opraHu3aumen crioxHble 3agadyn. [ns peweHunsa aTux 3agad opraHmsaumnsa morna ool
nocymTatb HeOOXOOMMbIM UCMOMb30BaTb pPasfMyHble (OPMbl  YIy4lLEHUS B
AOMNONHEHNE K KOPPEKUMM U MOCTOAHHOMY YNyYLLEHWIO, HanpuMmep, Takue Kak
NPOPbLIBHOE U3MEHEHWNE, MHHOBALIUA N peopraHn3aums.

B HacTosiweM cTaHgapTe UCMOMb3YKTCA Cneayrowme rmarofibHble popMbl:

- "norpkHa" ykasblBaeT Ha TpeboBaHue;

- "cnegyeT" yKasblBaeT Ha pekoMeHOauunto;

- "mMorno 6bl" ykasblBaeT Ha paspeLLeHue;

- "MOXeT" yka3blBaeT Ha CNOCOOHOCTb UM BO3MOXHOCTb.

MHdopmaumnsa, obosHavyeHHaa kak  "lpumedyaHue", HOCUT  XapakTep
PYKOBOOAWMX YKa3aHWA AN NOHMMaHUs UM pasbACHEHMSI COOTBETCTBYHOLLEIO
TpeboBaHus.



0.2 MpuHUMNBI MeHeAXKMEeHTa KayecTBa

Hactoaumin cTaHgapT OCHOBaH Ha nNpPUHUMNAX MeHegXMeHTa KadecTBa,
onucanHbix B MCO 9000. OnucaHne BknovaeT opMynMPOBKY Kaxkaoro npuHumna
N O0BOCHOBaHME, NOYEMY MPUHLMN BaXEH ANS OpraHM3aumu, a Takke HeKoTopble
NpUMeEpPbl  NPEUMYLLECTB, CBA3aAHHbLIX C MPUHLUNOM, U NPUMEPbLl  TUMUYHbBIX
OENCTBUA MO  YNyyLWEeHUI0 pe3ynbratoB OeATeNlbHOCTM  opraHu3aummM  npu
NPUMEHEHUN NMpUHLUMNa.

MpUHLMNBI MEHEOKMEHTA KayecTBa:

- OpUEeHTaumsa Ha noTpebuTtens;

- NMNOEepCTBO;

- B3anmMmoaemncTBumne nioaen;

- NPOLLeCCHbIN NOAX04;

- yNyyLLEHVE;

- MPUHATUE peLLeHU, OCHOBaHHbIX Ha CBUAETENbCTBAX;

- MEHE)KMEHT B3aMMOOTHOLLEHWIA.

0.3 NMpoueccHbIN noaxon,

0.3.1 O6wme nonoxeHun

HacTosawmi ctaHgapT HanpasrieH Ha NpUMeHeHWe "npoLeccHoro nogxoaa” npu
pa3paboTke, BHEOPEHUN U YIyYLLEHUN PE3YrbTaTUBHOCTU CUCTEMbl MEHEXMEHTa
KayecTBa B LENAX MOBbIWEHNA YOOBMETBOPEHHOCTM MOTpebutenen nytem
BbINOMHEHNs1 nx TpeboBaHun. KoHKpeTHble TpeboBaHMs, NPU3HAHHbLIE BaXXHLIMMW
ANa BHeAPEHUS NpOLLeCCHOro Noaxoaa, BKItoveHbl B nogpasnen 4.4.

[MoHMMaHMe W MEeHEeIKMEHT B3aMMOCBS3aHHbIX MPOLLECCOB KaK CUCTEMbI
cnocobCcTBYET pe3ynbTaTMBHOCTU U 3GEKTMBHOCTU OpraHu3aumm B OOCTWKEHUM
HaMeYeHHbIX pe3ynbTaToB. JTOT NOAXOA MO3BOMAET OpraHuM3auun ynpaBnsaTb
B3aMMOCBSA3SIMU 1 B3aUMO3aBUCMMOCTSIMUN MeXay npoueccamm CUCTEMbI, TaK YTO
obLuwme pesynbTaTbl 4EATENbHOCTU OpraHn3aL M MoryT 6biTb YrydLUEHb.

MpoueccHbIn noaxon BKMOYaeT B cebs cuctematmyeckoe onpegerieHve u
MEHEKMEHT NPOLLECCOB U NX B3aMMOLENCTBMSA Taknm obpasom, 4Tobbl JocTUraThb
HaMeY€eHHbIX pe3ynbTaToB B COOTBETCTBUM C MONMUTUKON B ObBracTu KavyecTsa U
CTpaTerMyeckum HanpasfieHMeM opraHuM3aumn. MeHeoKMeHT npoueccoB WU
CUCTEMbI KaK €OWHOro Lernoro MOXeT LOCTuUraTbCsl MpuM MCMNOMb30BaHUWM LMKMa
PDCA (0.3.2) coBMecTHO C 0OCOObIM BHUMaHWEM K PUCK-OPUEHTUPOBAHHOMY
MmbilwneHnto  (0.3.3), HaueneHHbIX Ha WUCNOMb30OBaHME BO3MOXHOCTENM W
NpeaoTBpaLleHne HexxenaTenbHbIX pe3ynbTaToB.

[MpumMeHeHMe npoueccHOro nogxoda B CUCTEME MEHeMKMEHTa KadecTBa
NO3BONSET:

a) NOHUMAaTb M NOCTOSIHHO BbINOMHATL TpeboBaHus;
b) paccmaTpumBaTb Npouecchl C TOYKU 3peHnst 400aBNEHNSI UMW LLEHHOCTMW;
C) gocTuratb pesyrnbTaTUBHOIO (OYHKLIMOHMPOBAHMS MPOLLECCOB;

d) ynyywaTtb NpoLecchl Ha OCHOBE OLeHMBaHMS AaHHbIX 1 UHCpOpMaL M.

PucyHok 1 paer cxematuyHoe Wu3o6paxeHue nwboro npouecca U
WNMIOCTPUPYET  B3aMMOCBSI3b  3NEMEHTOB  npouecca. KOHTPOnbHbIE  TOYKM
MOHUTOPUHIA W U3MEepeHusi, Heobxoaumble [ONs  yrpaBrieHus, SBNAKTCSA
cneunduyeckuMmm Ans Kaxmoro npouecca u 6yayT BapbMpoBaTbCs B 3aBUCUMOCTU
OT COOTBETCTBYHLLMX PUCKOB.

PucyHok 1 - CxemaTM4yHOe M3ob6paxeHue afnieMeHTOB npouecca
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PI/IcyHOK 1 - CxemaTu4Hoe M306pa>+<eHme 3JIEMEHTOB rpoLuecca

0.3.2 Llukn "Mnanupyn - Aenan - NMpoBepsaun - lenctByn”

LUnkn PDCA moxeT OblTb MPMMEHEH KO BCEM Mpoueccam W K CUCTEME
MeHe)KMeHTa KadecTBa B LenoMm. PucyHok 2 wnnoctpupyet kak pasgens 4-10
MOryT ObITb CrpynnMpoBaHbl B COOTBETCTBUM C Unkniom PDCA.

PucyHok 2 - UsobpaxxeHue CTPYKTypbl HACTOALLETrO CTaHAapTa B COOTBETCTBUMN C
uuknom PDCA
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Mpumevarre - Lndpbl B ckoBKax sBMAKOTCA CCbIfIKaMn Ha pa3gernbl HAaCTOSLWEro
CTaHgapTa.

PucyHok 2 - N3obpaxeHne CTPYKTypbl HACTOSALLEro cTaHgapTa B COOTBETCTBUM C
umknom PDCA

Lnkn PDCA MOXHO KpaTko onucarb Tak:

- NnaHvpym - paspaboTka Uuernem CUCTEMbl U €e MpoLEeccoB, a Takxe
onpefeneHve pecypcoB, HeOOXOAUMbIX AN OOCTUXEHUS pesynbTaTtoB B
COOTBETCTBMM C TpeboBaHMsaMM noTpebuTenen u MONUTUKOM OpraHmnsaumu,
onpenerneHve n pacCMoOTpPeHe PUCKOB 1 BO3MOXHOCTEN;

- Aenan - BbINOSTHEHWE TOro, YTO ObINO 3anfaHMPOBaHO;

- MPOBEPSAN - MOHUTOPUHT U (TaM rge 9TO NPUMEHUMO) U3MepPEHNe NpoLLECCOB,
NpoaykuuM W ycryr B CpaBHEHUW C MONUTUKOW, UensMu, TpeboBaHUsMU U
3annaHMpoBaHHbIMU OEeNCTBUAMU U COOBLLEHME O pe3ynbTaTtax;

- 0EeNCTBYW - MPUHATUE MeEp MO YryYLIEeHUIO pe3yrnbTaTtoB AEATENbHOCTU B TOU
CTeneHun, HaCKOrbKO 3TO He0BXoANMO.
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0.3.3 Puck-opueHTMpOBaHHOE MblILUfieHue

Puck-opueHTupoBaHHoe wMblwrneHve (A.4) Heobxoaummo Ons  AOCTUXKEHWUS
pe3ynbTaTUBHOCTM  CUCTEMbl  MEHeMXMEeHTa kKadectBa. KoHuenuus  puck-
OPWEHTMPOBAHHOIO  MbILWMEHNS NoApasymMeBanacb B Npegblaylwen Bepcuu
HacTOAWEro CcTaHgapTa, BKMtoYasi, Hanpumep, BbIMOSIHEHME NpPeaynpexgatoLLmx
OENCTBUW, HanpaBSiIEHHbIX Ha WCKIKYeHWe noTeHUMarnbHbiX HEeCOOTBETCTBUN,
aHanmM3 nbbIX HECOOTBETCTBUMA, KOTOPblE€ BO3HMKAKT, U MNPUHATME Mep Mo
npeaoTBpaLLEHNIO nx NOBTOPEHUS, COOTBETCTBYHOLLMX nocneacTemam
HECOOTBETCTBUA.

Urobbl cooTBeTCTBOBaTb TpeboBaHMAM HACTOALLEro ctaHgapTa opraHusauum
HeoOXxoQMMO nnaHupoBaTb W BHeOPSTb [OEWCTBUS, CBS3aHHble C puUCKaMn W
BO3MOXHOCTAMW. HanpaBreHne ycunnim Ha pucku U BO3MOXHOCTWU CO34aeT OCHOBY
ANS MNOBbIWEHNS  Pe3ynbTaTMBHOCTWM  CUCTEMbI  MEHeL)KMEeHTa KayecTsa,
AOCTWKEHUS YNyYLLEHHbIX pe3ynbTaTtoB M npegoTBpalleHne HebnaronpusiTHbIX
nocneacTBuUN.

BO3MOXHOCTM MOMYT BO3HUKHYTb B CUTYyaLuK, 6raronpusaTHOW A5 4OCTUKEHUA
HaME4YeHHOro pesynbrarta, HanpuMep, Kak COBOKYMHOCTb OBCTOATENbLCTB,
MO3BONSIOLLMX OpraHM3auun npuveriekaTb notpeburenein, paspabartbiBaTb HOBYHO
NPOAYKLMIO U YCIyrn, COKpaLw@aTb OTXOAbl UM MOBbIWATb NPOU3BOAUTENBHOCTD.
[enctena B OTHOLWIEHMM BO3MOXHOCTEW MOIYT TaKXe BKIHOYaTb pPacCMOTpPeHue
CBSI3aHHbIX C HAMW PUCKOB. P1CK 3TO BIMsSIHNE HeonpeaeneHHoCcTu, u niobas Takas
HEeoONpedeneHHOCTb  MOXET WMETb  MONOXUTESNlbHble UMM oTpuuaTesNibHble
BO3OenCTBUsA. [lonoxuTenbHoOe OTKIIOHEHME, BbITEKAlOWEE W3 pUCKA, MOXET
co3fatb BO3MOXHOCTb, HO HE BCE MOSIOXUTENbHbIE OTKMOHEHMSI MPUMBOOAT K
BO3MOXHOCTSIM.



0.4 B3aumocBA3b € ApyruMn cTaHAapTaMu, npeaHasHa4YeHHbIMU A1 CUCTEM
MeHe)KMeHTa

B HacTosiwem cTtaHgapTe npuMeHeHa CTpykTypa, paspabotaHHas CO ana
ynyyleHna  corflacoBaHHoOCTM  mMexay ctadHgaptamm  MCO  Ha  cucTembl
MeHekMeHTa (CM. npunoxexue A.1).

HacTtoswpminn cTaHgapT no3BOnsieT oOpraHusauum MPUMEHATb  NPOLECCHbIN
nogxo4 B coyetaHun ¢ umkriom PDCA n puUCK-OpveHTUPOBAHHBIM MbILLIEHNEM C
Tem, 4TODOblI corracoBaTb WM MHTErpMpoBaTb CBOK CUCTEMY MeHeXMeHTa
KadyecTBa ¢ TpeboBaHMAMM OPYrMX CTAaHOAPTOB HAa CUCTEMbI MEHEOXMEHTA.

Hactoaumin ctaHgapT cBsidaH co ctaHgaptamm MCO 9000 m MCO 9004
crneayowmmM o6 pas3om:

- NCO 9000 "Cuctembl MeHemxmeHTa kadectBa. OCHOBHbIE MOMOXEHUSA U
crnoBapb" co3faeT BaXHYK OCHOBY AS1 HaAsnexallero NnoHUMaHus U BHeOpeHus
HacTosLero ctTaHaapTa.

- UCO 9004 "MeHe»XMeHT A9 4OCTUXKEHUSA YCTOMYMBOIO ycnexa opraHusawuu.
Mooxoa Ha OCHOBE MeHeOXMeHTa KadecTBa" AaeT PyKOBOACTBO OpraHuM3auunsm,
CTPEMSALLMMCSA NPEB30NTN TpeboBaHMA HacTosLWEro cTaHaapTa.

MNpunoxeHne B cooepunT cBeAeHNA O APYrMX MexayHapoAHbIX CTaHAapTax B
obnacty MeHemKMeHTa KayecTBa W CTaHAapTax Ha CUCTEMbl MEHEKMEHTa
KayecTBa, KoTopble 6binn paspabotaHbl MCO/TK 176.

Hactoaumin cTaHgapT He COAepXUT KOHKPETHbIX TpeboBaHun K Opyrum
cUCTEMaM MEHEKMEHTA, TaKMM KaK OKOSMOrMYECKUA MEHEKMEHT, MEHeOXMEHT
©e30onacHOCTU TpyAa 1 OXpaHbl 300P0BbA UM PUHAHCOBLIN MEHEKMEHT.

OTpacneBble CTaH4aApPTbl HA CUCTEMbl MEHEMKMEHTA KadecTBa paspaboTaHbl
AN9 psga oTpacrier Ha ocHoBe TpeboBaHMM HacTosLWEero cTtangapta. Hekotopble
N3 3TUX CTaHOAPTOB YCTaHaBNMBalOT LOMOSHUTENbHbIE TpeboBaHUs K cUCTeMe
MEeHe)KMEeHTa KayecTBa, B TO BpeMs Kak [pyrve  orpaHnyMBaloTCs
npegocTaBrneHeM  PYKOBOASALMX — YKa3aHWA MO MPUMEHEHMIO  HACTOSLLEro
CcTaHgapTa B pamMKax KOHKPETHOW OTpaciu.

1 O6nactb NpUMeHeHuns

HacTosauwmn CTaHOapT yCTaHaBIMBaeT Tpe6OBaHMﬂ K cucrtemMe MeHegXmeHta
Ka4dyeCTBa B TeX CllydadX, Korga opraHn3auus:

a) HykagaeTcs B [JEeMOHCTpauuuM CBOel CMOCOBGHOCTM MOCTOSIHHO MOCTaBNSTh
npoayKUuMio  n(umn)  ycnyri, oTBevalowpme TpeboBaHusAM noTpebutenenn u
NPYMEHMMbIM 3aKOHOAaTENbHLIM M HOPMATUBHBLIM NPaBOBLIM TpeboBaHUSM;

b) cTaBuT CcBOEN Uenbk MOBLILEHNE YOOBNETBOPEHHOCTU MoTpebuTenen
NOCPEACTBOM Pe3yrbTaTUBHOMO MPUMEHEHUSI CUCTEMbI MEHEKMEHTA KayecTBa,
BKIOYas Npouecchbl ee ynyyueHud, n obecneyeHme CooTBETCTBUS TpeboBaHUSM
notpedbutenen U NPUMEHMMbIM 3aKoHoAATeSlbHbIM WU HOPMAaTMBHBLIM MPaBOBbLIM
TpeboBaHusAM.

Bce TpeboBaHua HacTosilero cTaHgapTa HOCAT oObwmii  xapaktep W
npeaHasHayeHbl NS MPUMEHEHUs fObIMK OpraHu3aums MM He3aBUCUMO OT WX
BMAa, pa3mepa, NoCTaBnseMon NPOAYKLUN U NPeaoCTaBNsSeMbIX YCIyr.

MpumeyaHus

1 B HacTosiweM cTangapte TepMuHbl "npoaykuua” wnu "ycnyra" npuMeHuUMbl
TONMbKO K MNPOAYKUUW W Yycrnyram, KOTOpble npedHasHadeHbl wnv 3atpeboBaHbl
notpeburenem.



2 3akoHopaTenbHble M HOpMaTMBHbIE MpaBoBble TpeboBaHMs MOryT ObiTb
0603Ha4eHbl kak NpaBoBble TpeboBaHMs.

2 HopmaTuBHbIE CCbINKKU

Criegyroupmin OOKYMEHT, MOMHOCTBbIO UMM YacTUYHO, SBMAETCS HOPMaTMBHOW
CCbISIKOW ANS HacToALWero ctaHgapta u Heobxoaum Ons ero npumeHeHud. [Ons
AaTUPOBaHHbIX CCbINIOK MPUMEHSAETCS TONMbKO yKasaHHas Bepcusa. [Ona
HeO4aTUPOBAaHHbIX CCbINIOK  MPUMMEHSIETCA  MoCrefHssl Bepcusi  CCbINTIOYHOro
AOKyMeHTa (BKrovas nobble nonpasku).

NCO 9000:2015 Cuctema meHemxmeHTa kadyectBa. OCHOBHbIE MOSIOXEHUSA U
croBapb

3 TepMuHbI U onpeaeneHnsa

B HacToslem cTtaHOoapTe npuMeHeHbl TEPMUHbI U onpefeneHvs, OaHHble B
NCO 9000:2015.

4 Cpena opraHusauum

4.1 NMNoHnmaHMe opraHMsauum m ee cpeabl

OpraHuzauma [JospkHa OnpedeniTb  BHEWHWE W BHYTPEHHWE  haKTopbl,
OTHOCSLLMECSH K €e HAaMEPEHUAM U CTpaTerMyeckoMy HanpasfeHuio 1 BInsaoLLme Ha
ee CcnocobHocTb pocturaTtb HaMeYeHHOro(blx) pesynbrata(oB) €e CUCTeMbI
MEeHeKMEeHTa KayecTBa.

OpraHu3aumsa gospkHa OCYLLECTBIIATb MOHUTOPWUHI U aHanuM3 uHdopmaumn ob
9TUX BHELUHUX U BHYTPEHHUX (hakTopax.

MpumeyaHus

1 PaccmaTtpuBaemble (akTopbl UMK YCIOBUS MOTYT GbiTb MONOXATENBHBIMU UM
oTpuLaTenbHbIMMN.

2 MNoHMMaHMo BHELLHEN cpeabl MOXET CcnocobCcTBOBATb pacCMOTPEHNE GIaKTOPOB,
CBSI3@HHbIX C 3aKoHoAaTeslbHOW, TEeXHONOMMYEeCKOW, KOHKYPEHTHOW, PbIHOYHOW,
KyNbTYpPHOW, COUMarnbHOM W 9KOHOMWYECKOW Cpedon Ha  MeXxayHapOoaHOM,
HaLWOHarbHOM, PErMoHaribHOM UM MECTHOM YPOBHE.

3 TloHMMaHuiO BHYTPEHHeW cpenbl MOXET CrnocoOCTBOBaTb pPacCMOTPEHME
(akTOpOB, CBA3a@HHLIX C LIEHHOCTAMM, KYNbTYpOW, 3HaHUSMW W pesynbTatamu
paboTbl OpraHn3aumu.

4.2 NNoHnMaHMe NOTpPeodHOCTEN N OXNAAHUN
3anHTepeCcoOBaHHbIX CTOPOH



C y4YeToM BIMSIHMS, KOTOPOE 3aMHTEPECOBAHHbIE CTOPOHbI OKa3blBalT WA
MOryT OKa3aTb Ha CMOCOBHOCTb OpraHM3aLum NOCTOSIHHO MOCTAaBNATb MNPOAYKLMIO U
ycnyri, oTBevalowme TpeboBaHMsSIM noTpebutenen u MNPUMEHUMbIM K  HUM
3aKoHoOaTenbHbIM W HOPMAaTMBHBIM MPaBOBbIM TpebOBaHMSAM, OpraHu3auus
AOIhKHa onpeaenuTb:

a) 3anHTepecoBaHHble CTOPOHbLI, MELLMEe OTHOLUEHNE K CUCTEME MEeHEKMEHTAa
KayeCcTBa,

b) TpeboBaHWs 3TWMX 3aMHTEPECOBaHHbLIX CTOPOH, OTHOCSILLMECS K CUCTEME
MEHeKMeHTa KayecTBa.

OpraHunsaums AorkHa OCYLLECTBATb MOHUTOPUHI M aHanmM3 uHdopmaumn ob
3TUX 3aNHTEPECOBaAHHbIX CTOPOHAX Y UX COOTBETCTBYIOLMX TpeboBaHMsX.

4.3 OnpepeneHne ob6nacTn NPMMEeHEeHUsS CUCTEMbI
MeHe)KMeHTa KayecTBa

OpraHu3aums 4orpkHa onpeaernuTb rpaH1Lbl CUCTEMbI MEHEOXKMEHTA KayecTBa
N OXBATbIBAEMYIO €10 AEATENBHOCTb, YTOObI YCTaHOBUTL 06MacTb ee NPUMEHEHNS.

Mpn  onpegeneHuM  obrnacT  MPUMEHEHUS  opraHM3auuMs  [orbkHa
paccmaTtpuBaThb:

a) BHELUHWE U BHYTPeHHWe hakTopbl (CM. 4.1);
b) TpeboBaHNA COOTBETCTBYIOLLMX 3aUHTEPECOBAHHbIX CTOPOH (CM. 4.2);

C) NPOAYKLUMIO 1 YCITyrn OpraHu3aLun.

OpraHusaumsa orpkHa NPUMEHATb BCe TpeboBaHWs HacTOoSALWEro cTaHgapTa,
ecnm 9T TpeboBaHUS MpUMEHMMbI B npedenax YCTaHOBMEHHOW obracTtu
NPUMEHEHUS e CUCTEMbI MEHE)XMEHTA KavecTaa.

O6nacTb NPUMEHEHNST CUCTEMbI MEHEAKMEHTA KayeCcTBa opraHM3aumm 4ospkHa
ObITb OOCTynHa, paspabaTbiBaTbCs, akTyanmM3umpoBaTbCA W MNPUMEHSTbLCSA Kak
AOKYMEHTMpoBaHHas nHgopmauunsa. ObrnacTe NpMMeHeHUs OOfPkHa yKasbiBaTb Ha
oXBaTblBaeMble BUAbI NPOAYKLMM U YyCNyr U aBaTb OG0OCHOBaHME ANt UCKIIOYEHNS
TpeboBaHUA HACTOSALLIEro CTaH4apTa, KOTOPOe OHa onpeaenuna Kak HenpMMmeHMmoe
K ee 06r1acTu NpUMMEHEHNS CUCTEMbI MEHE)KMEHTa KayecTBa.

CootBetcTBME TpPebOBaHWSIM HacTOSLWEro CTaHAapTa MOXeT ObiTb 3asBrEHO
TOMbLKO B TOM Cny4yae, ecrinm TpeboBaHus, onpefeneHHble Kak HenpyMeHUMbIe, He
BNMAKOT Ha CMNOCOBHOCTb WM OTBETCTBEHHOCTb OpraHu3aumm obecneymBaTtb
COOTBETCTBME MpPOAYKUMM MU yCnyr W MOBbIWATb  YOOBETBOPEHHOCTb
notpedurenen.

4.4 Cncrtema MeHeI)XKMEHTa KavyecTBa U ee npouecchbl

4.4.1 OpraHnsaumnsa gorpkHa paspabortaTtb, BHEAPUTb, NogAepXMBaTh U MOCTOAHHO
yrydwaTtb CUCTEMY MEHEAXXMEHTa KadecTBa, BKMoYas Heobxoanmble nNpoLecchl u
X B3aUMOAENCTBUSA, B COOTBETCTBUMN C TPeOOBaHMAMM HACcTOSALLEro cTaHaapTa.
OpraHusaumsa OorpkHa onpenenatb Npouecchbl, Heobxoaumble Ofs CUCTEMbI
MEeHe>KMEeHTa KayecTBa, N UX NPUMEHEHME B paMKax OpraHnsauunm, a Takxe:

a) onpegendaTtb Tpe6yeMb|e BXOObl N OXMaaeMbl€ BbIXOObl 3TUX NMPOLLECCOB,;



b) onpegendatb nocnegoBaTteribHOCTb U B3aUMOLENCTBUE ITUX npoueccos,

C) onpegenaTb U MPUMEHATb KPUTEPUUM U MeToAdbl (BKMOYAsi MOHUTOPWHT,
M3MEPEHUST W COOTBETCTBYIOLLME MOKasaTenu pe3ynbTaToB AeATenbHOCTH),
HeobOxoaumble Ans obecneyeHus pesyrnbTaTUBHOMO (PyHKLMOHUPOBAHUST 3TUX
MPOLLECCOB W YNpaBneHUst UMu;

d) onpenenaTb pecypcbl, HEOOXOAMMbIE AN 3TUX MPOLIECCOB, U 06ecnedYnTb Mx
[AOCTYMNHOCTb;

e) pacnpenensitb 06A3aHHOCTWU, OTBETCTBEHHOCTb W MOMHOMOYMUA B OTHOLLEHWU
3TUX NPOLIECCOB;

f) yunTbIBaTH PUCKM N BO3MOXHOCTW B COOTBETCTBMU C TpeboBaHMAMM noapasaena
6.1;

g) oueHMBaTb 3TK NPOLLECChbl M BHOCUTb NoOble U3MeHeHusl, Heobxoanumble Ans
obecneveHns Toro, YTO NPoLLeCChbl AOCTUrAOT HAMEYEHHbIX Pe3yrbTaToB;

h) yny4ywaTb npouecchbl U CUCTEMY MEHEL)KMEHTA KadecTBa.
4.4.2 OpraHnsauyms gorpkHa B Heobxoanmom obbeme:

a) paspabaTbiBaTb, akTyarmsvMpoBaTb W MPUMEHATb  [JOKYMEHTUPOBaHHYHO
MHdopMaL Mo st obecnedeHnst yHKLVOHUPOBAHKSA NPOLIECCOB;

b) percTpypoBaTb UK COXpaHATb AOKYMEHTMPOBaHHY WMHopmauuio ans
obecrneyeHnsi yBEpPEHHOCTM B TOM, YTO 3TU MNPOLECCbl OCYLIECTBISOTCA B
COOTBETCTBMU C TEM, KaK 3TO ObIfIo 3annaHMpoBaHo.

5 JlnpepcTtBO

5.1 llnpepcTtBO U NPUBEPXKEHHOCTb

5.1.1 O6wume nonoxeHus

Bbicllee pykoBOACTBO [OOSMKHO [OEMOHCTpMpOBaTb CBOE JMAEPCTBO U
NPUBEPXXEHHOCTb B OTHOLLIEHNM CUCTEMbI MEHEI)KMEHTA KayecTBa NocpeaCcTBOM:

a) NPUHATUA OTBETCTBEHHOCTU 3a pPe3yribTaTUBHOCTb CUCTEMbI MEeHeIKMEHTa
KayecCcTBa,

b) obecneyeHnsa pas3paboTkum NOUTUKM N Lenen B obracTn KavyecTBa, KOTOpble
COIMacylTcs C YCMOBUSIMM Cpedbl OpraHuM3auum u ee  cTpaTermyeckum
HanpaeneHvemM;

c) obecnevyeHuss MHTerpaumm TpeboBaHUM CUCTEMbl MEHeo)KMeHTa KayecTBa B
Gu13Hec-NpoLecchl opraHM3aLnm;

d) coaencTBust npuMEHEeHU0 rpoueccHoro noaxogaa MU pPUCK-OPUEHTUPOBAHHOIO
MbILLINTEeHUA;



e) obecnevyeHnss [OOCTYNHOCTU PECYPCOB, HEOBXOAUMbBIX AN CUCTEMBbI
MeHeO)XKMeHTa Ka4yecTBa;

f) pacnpocTpaHeHna B oOpraHn3aunm noHMMaHUA BaXHOCTU pPe3yribTaTUBHOIO
MeHeOXMeHTa KaydeCTBa M COOTBETCTBUA Tpe6OBaHMﬂM CUCTEMbl MEHeOXMEHTa
KayecCTBa,

g) obecnevyeHnss OOCTWKEHUS CUCTEMOW MEHEOKMEHTa KadecTBa HaMeYeHHbIX
pe3ynibTaToB;

h) BOBMeE4YeHWs, PyKOBOACTBA W OKa3aHUsi MOAOEPXKM ydacTus pabOTHWMKOB B
obecnevyeHnn pe3ynbTaTMBHOCTU CUCTEMbI MEHEXXMEHTa KayecTBa;

1) NOOOEPXKN YNnyYLIEeHUS;

j) nooaepXkn Opyrmx COOTBETCTBYIOLWLMX pyKoBOAMTENEN B AEMOHCTpauUun UMu
nuaepcTBa B cdepe Ux OTBETCTBEHHOCTY;

MpumeyvaHme - Cnoo "6msHec" B HACTOsALWEM CTaHAapTe creayeT NoHumaTh B
LLMPOKOM CMbICIe, Kak oTobpaxeHue BMOOB OEATENbHOCTU, KOTOpblE SABMATCS
KMoYeBbIMA AONA  Lenen CyLeCcTBOBaHWS OpraHu3auumM, He3aBMCMMO OT TOro,
ABMSETCA NN OHa roCcydapCTBEHHOW, YaCTHOW, CTaBUT JIM OHA CBOEW Lerbio
nony4yeHne npubbinn unn Her.

5.1.2 OpueHTauma Ha noTpedbuTenen

BbicLwee PYKOBOACTBO  AOIMKHO  AEMOHCTPUpOBaATb  NMOEPCTBO "
NPVBEPXXEHHOCTb B OTHOLLEHWM OpUWEHTauun Ha noTpebuTenen nocpeacTBoM
obecneyvyeHns Toro, YTo:

a) TpeboBaHus noTpebuTenen, a Takke MNpPUMEHMMbIE 3aKOHOAATElNbHbIE WU
HOpPMaTMBHbIE MpaBOBble TpeboBaHUsI onpedeneHbl, MOHATbI U HEU3MEHHO
BbIMOSHAKTCS;

b) puckn 1 BO3MOXHOCTW, KOTOpPblE MOMYT OKasblBaTb BIMSIHWE HA COOTBETCTBMUE
NPOAYKUMM W yCnyr W Ha CNOCOOHOCTb MOBbIWATL  YAOBNETBOPEHHOCTb
noTpebuTenen, onpeaeneHbl U pacCMOTPEHbI;

C) B LUEHTpe BHMMaHMWA HAXOAWUTCSA  MNOBbLILWEHWE  YOOBIIETBOPEHHOCTU
notpedurenen.

5.2 NMNonutuka

5.2.1 Pa3paboTka nonnTuku B o6nacTu Kayecrtea

BhicLiee pykoBOACTBO AOIMKHO pa3paboTaTtb, peanr3oBbiBaTb Y NOAAEPKMBATb
B aKTyarnbHOM COCTOSIHUM MONMUTUKY B 06acTy Ka4ecTsa, KOTopasi:

a) COOTBETCTBYET HAMEPEHMSIM U cpede OpraHu3auun, a Takxke noaaepk1BaeT ee
cTpaTerMyeckoe HanpasreHue;

b) cosnaeT ocHOBY ANt yCTaHOBMNEHUS Lienei B 06n1acTu kayecTBa;



C) BKMovyaeT B ceba 0043aTtensCTBO  COOTBETCTBOBATb  NMPUMEHMMbIM
TpeboBaHuAM;

d) BKItoYaeT B cebst 0653aTenbCTBO NOCTOSAHHO ynydwaTtb CUCTEMY MEHEKMEHTAa
KayecTBa.

5.2.2 loBegeHne NONMUTUKN B obONacTu KayecTBa

Morutrka B obriacTun kayecTBa 4OSDKHA:
a) 6bITb AOCTYMHOWN M NPUMEHATLCA KaK JOKYMEHTUPOBaHHasA MHopMaLms;

b) 6bITb AOBEAEHHON A0 CBeAEHNsI pabOTHUKOB, MOHATHOM N MPUMEHSEMON BHYTPM
opraHusauuu;

c) ObITb JOCTYNnHOWM NOAXOOAAWMM  CMOCOOOM AN COOTBETCTBYHOLLUMX
3anMHTEpPECOBaHHbIX CTOPOH.

5.3 PYHKLMN, OTBETCTBEHHOCTb U NOSTHOMOYUA B
opraHuMsauum

Bbicliee pykoBOACTBO AOMMKHO obecneynTb onpeaeneHve, OoBedeHue Ao
pabOTHMKOB W MOHMMaHWE B OpraHm3auum 06s13aHHOCTEW, OTBETCTBEHHOCTU U
MONIHOMOYMI A1 BbINOSHEHNSI COOTBETCTBYOLLMX CPyHKLIWIA.

Bbicliee pykoBOACTBO AOIPKHO pacnpeneniTb 06593aHHOCTHN, OTBETCTBEHHOCTb
N NONHOMOYUSa ANg:

a) obecnevyeHnss COOTBETCTBUS CUCTEMbI MEHEeIKMEHTa KadecTBa Tpe6OBaHVIFIM
HacTodALero ctaHaapTa,

b) obecneyeHuss nony4YeHnsi HAMeYeHHbIX Pe3yrbTaToB NPOLIECCOB;

C) OTYETHOCTW BbICLLEMY PYKOBOACTBY O pe3synbTatax qyHKLUNOHNPOBaHWSA
CUCTEMbl MEHEXKMEHTA KayeCcTBa N BO3MOXHOCTSAX ee yrydweHuns (10.1);

d) noaaepxkn opMeHTaLum Ha NoTpebutens Bo BCer opraHn3aumu;

e) COXpaHeHuda LernioCTHOCTU CUCTEMbl MeHe)XXMeHTa Ka4veCTBa Mnpu niiaHMpoBaHUn
1 BHeJpeHnn N3MEHEHUN B cnuctemMy MeHegXMeHTa Ka4vyecTBa.

6 NMnaHnpoBaHue

6.1 [leucTBUA B OTHOLUEHUN PUCKOB N BO3MOXHOCTEN

6.1.1 MNpu NnaHnMpoBaHUN B CUCTEME MEHEeOXMEHTa KayecTBa opraHn3aumns OormkHa
yyecTb pakTopbl (CM. 4.1) n TpeboBaHua (cMm. 4.2) n onpegenutb PUCKU U
BO3MOXHOCTW, NOAMEXalLme pacCMOTPEHNIO A1

a) obecneyveHus YBEPEHHOCTN B TOM, YTO CUCTEMA MEHEOXMEHTAa Ka4eCTBa MOXeET
OOCTNYb CBOUX HAMEYEHHbIX PE3YIibTaTOB;



b) yBennmyeHus nx xenaemoro BfnsHUS;

C) NpenoTBPaLUEHNS NN YMEHbBLLIEHMS UX HEXeNaTenbHOro BIIMAHWS;
d) OCTWXKEHUA YNnyYLLEeHUS.

6.1.2 OpraHusauunst 4osmkHa NNaHMpoBaTh:

a) AencTBUs NO PAaCCMOTPEHUIO 3TUX PUCKOB 1 BO3MOXHOCTEWN;

b) T0, kakmum obpaszom:

1) uHTerpnpoBaTb 1 BHEOPUTb 3TN OENCTBUS B NPOLECChl CUCTEMbI MEHEIKMEHTa
kayecTBa (cMm. 4.4);

2) oueHuBaTb pe3ynbTaTUBHOCTb 3TUX LENCTBUN.
Mepbl, NPUHUMAEMbIE B OTHOLLEHMM PUCKOB M BO3MOXHOCTEWN, OOSMKHbI ObITb
NpPONopLMOHarnbHbl UX BO3MOXHOMY BIIMSIHUIO HA COOTBETCTBME NPOAYKLMM U YCIyT.
MpumeyaHus

1 BapuaHTbl pearMpoBaHUsi Ha pPUCKM MOMyT BKMoYaTb W3GEXaHue pucka,
AONyLUEeHVE pUcka C TeM, YTOObI OTCNEAUTb BO3MOXHOCTU, YCTPaAHEHME UCTOYHUKA
pucka, W3MEHEHWe BEpPOSITHOCTU WM MOCHeaCTBUI, pasgerieHne pucka Wnm
CAEPXVBaHME pUCKa NyTEeM NPUHATUS peLLeHUsi, OCHOBAHHOIO Ha MHdopMaL M.

2 BO3MOXHOCTM MOMYT MPUBECTU K MPUHSATUIO HOBbLIX MPaKTMK, 3anycKy HOBOW
NPOOYKLUMWN, OTKPbITUIO HOBbLIX PbIHKOB, MOSIBIEHWMIO HOBbIX MNOTpebutenen,
MOCTPOEHUIO MAPTHEPCKUX OTHOLLUEHWIA, WCMOSIb30BAHMIO HOBbLIX TEXHONOMMA U
APYrUX XenaembiX W peasbHbiX BO3MOXHOCTEN, 4TODObl y4yecTb NOTpebHOCTU
opraHu3auum unu ee noTpeduTene.

6.2 Llenun B 06nacTtu KayecTtBa 1 nNnaHNpoBaHUe Ux
OOCTUXeHnA

6.2.1 OpraHunzauma [orpkHa YCTaHOBUTbL Lenn B obractu kKadectBa Ang
COOTBETCTBYIOLLMX (PyHKUMIK, YPOBHEW, a TakxXe MpoueccoB, HeobxoauMblx ONS
CUCTEMbI MEHEA)KMEHTA Ka4ecTBa.

Llenn B o6nacTn kayecTBa 4OMMKHbI:

a) 6bITb cormacoBaHHLIMU C NOMUTMKOW B 0BNacTy KayecTBa;
b) 6bITb N3MEPUMBIMU;
C) y4uTbIBaTb NpUMeHNMble TpeboBaHus;

d) ObiTb CBSi3aHHbIMM C OOecnedYeHMeM COOTBETCTBMSI MPOAYKLUW U yCnyr u
NOBbILLEHVEM YOBIIETBOPEHHOCTM NOTpebuTeneN;

e) noanexaTb MOHUTOPUHIY;
f) ObITb AOBEAEHHBbIMM 0 PAbOTHMKOB;

g) aKTyanMampoBaTbCs No Mepe HeobXOAUMOCTH.
OpraHusauma porkHa paspabatbiBaTbh, akTyanM3upoBaTb W MPUMEHSTb
AOKYMEHTMPOBaHHY0 MHpopMaL Mo O Liensix B 06nacTu kayecTaa.



6.2.2 Npn nnaHMpoBaHMM OENCTBUA MO OOCTWKEHUIO Lenen B obnactu KkadectBa
opraHusaumsi 4oSPkHa OnpeaennTb:

a) YTO AOSMKHO BbITb COENaHo;

b) kakme noTpebytoTcsa pecypcsl;

C) KTO 6yaeT HeCTM OTBETCTBEHHOCTb;

d) korga aTu gencTeunsa 6yayT 3aBepLUEHbI;

€) kaknm obpasom 6yayT oLeHMBaTbLCA pe3yrbTaThl.

6.3 NMnaHnpoBaHne N3MEeHEHUN

Tam, rge opraHusauus onpegensieT HeobXoAMMOCTb M3MEHEHUA B cUcTeme
MeHeXMeHTa KayecTBa, 3TU U3MEHEHUS OOSMKHbl OCYLLECTBNATLCH Ha MiaHOBOW
ocHoBe (cm.4.4).

OpraHunsaumsa gormkHa paccmaTpuBaTh:

a) uernb BHOCMMOrO U3MEHEHUS! U BO3MOXHbIE NOCINeCTBUS €ro BHECEHUS;
b) LEenoCTHOCTL CUCTEMbI MEHEAKMEHTA KAYeCTBa;
C) AOCTYMNHOCTb PECYPCOB;

d) pacnpegeneHve nnm nepepacnpegeneHne ob6sa3aHHOCTEN, OTBETCTBEHHOCTU U
MOJIHOMOYUN.

7 CpeacrBa obecne4vyeHus
7.1 Pecypchbl

7.1.1 O0wume nonoxeHus

OpraHusauuss [OorkHa onpenenutb M obecnedynTb HammMuMe pecypcos,
HeobXoOuUMbIX [ONs  pa3paboTky, BHeOpPeHWs, MNoAdepKaHUs W MOCTOSAHHOIO
YIyYLLEHNS1 CUCTEMBI MEHEAXKMEHTA KaYecTBa.

OpraHu3aums OorkHa paccMaTpuBaTh:

a) BO3MOXHOCTU U OrpaHWYeHusi, CBsI3aHHble C CYLUECTBYIOLMMU BHYTPEHHUMU
pecypcamu;

b) TO, 4TO HEOBXOAMMO NOSYYUTb OT BHELLHMX MOCTAaBLLMKOB.
7.1.2 YenoBeyeckue pecypchbl
OpraHusaumusa gorkHa onpegenitbe U obecneynTb Hanmyune AoSMKHOCTHBIX NnL,

HEoOX0oOUMbIX OIS PE3YNbLTaTUBHOIO BHEAPEHUSI CUCTEMbI MEHEI)KMEHTA Ka4yecTBa
1 ONs OYHKLMOHMPOBaHUS 1 YNPaBMNEHNS ee npoL.eccamu.



7.1.3 UHdppacTpyKkTypa

OpraHusauua  gorpkHa — onpefenuiTb, co3fartb n  nogaepxveaTb
NHGPaACTPYKTYpPY, HeobXoaMMyo Ans (OyHKLMOHUPOBaHNS €€ MPOLLECCOB C LENbto
OOCTWDKEHUS COOTBETCTBUS NPOAYKLIUN U YCIyT.

MpumevaHue - NHdpacTpyKTypa MOXET BKIOYaTb:

a) 34aHUs U CBA3aHHbIE C HUMU UHXKEHEPHbIE CETU U CUCTEMBI;
b) o6opyaoBaHue, BkIoYasi TEXHUYECKNE 1 MPOrpaMMHbIE CPEACTBA;
C) TpaHCMOpPTHbIE PeEcypChl;

d) HdopMaLMOHHbIE U KOMMYHWUKALMOHHbIE TEXHOSIOTUN.

7.1.4 Cpepa pnsa GyHKLMOHMPOBAHMUA NPOLIECCOB

OpraHusauua [orkHa onpegenuTb, co3faTb W nogaepiuvBatb  cpeay,
HeoOxoaumyto  Ons  (OyHKLUMOHMPOBAHWST €e  MPOLLEeCCOB UM AOCTWXKEHWUS
COOTBETCTBMUSA TPeOOBaHMAM K NPOAYKLUN U yCIyram.

MpumevaHve - lMoaxogswas cpega MoOXeT npeacTaenATb cobon coyeTaHue
YyerioBe4YeCcKnx n gmanyeckmnx hakTopos, TaknX Kak:

a) couuanbHble (Hanpumep, OTCYTCTBME AUCKPUMMHALMM,  CMOKOWCTBUE,
6EeCKOHMIMMKTHOCTb);

b) ncuxonormyeckune (Hanpumep, CHWXEHWe YPOBHA CTpecca, npodmriakTuka
9MOLMOHANBbHOIo BbIrOpaHnsi, 3MOLMOHanbHas 3awmTta);

c) dwmsumyeckne (Hanpumep, TemnepaTypa, TEnnoBOM MNOTOK, BIaXHOCTb,
OCBELLEHWNE, ABWKEHME BO3aYXa, MMIYeHa, LyM).

3T  aKkTopbl MOMyT CYLIECTBEHHO pasnMyatbCs B 3aBUCUMMOCTU OT
nocTaBnsieMblX MPOAYKLUM 1 YCIyT.

7.1.5 Pecypcbl AN MOHUTOPUHIA U USMEpPEHUS

7.1.5.1 O6wpe TpeboBaHus

OpraHunsaums gormkHa onpeneniTb U NpegocTaBuTb pecypebl, Heobxoavmble
Ans obecnevyeHnss MMelLWMX 3aKOHHY CUIly U HafexHblX pesynstatoB B TexX
cnyyasix, Korja MOHUTOPUHI UMM U3MEPEHUS UCMONb3YITCA AN NOATBEpXOeHus
COOTBETCTBMSA NPOAYKLNM N yCIyr TpeboBaHNsM.

OpraHusauusa gomkHa obecneymnTb, YTOObl NPeaoCcTaBnNeHHbIE pecypChl:

a) Obinm npurogHbiMn AnNd KOHKPETHOro Tuna npeanpuHMMaemMblX OEencTemn no
MOHUTOPUHTY N USMEPEHNIO;

b) nogaep#u1Banmcb B LIENSIX COXPAHEHUSA UX NPUFOAHOCTM NS NPEAYCMOTPEHHbIX
Lenewn.

OpraHusaums [ofmkHa perucTpupoBatb U COXPaHATb  COOTBETCTBYHOLLYHO
AOKYMEHTMPOBAHHYKO MHGOPMaLMI0 Kak CBUOETENbCTBO MPUrO4HOCTU PecypcoB
ANs1 MOHUTOPMHIa 1 U3MEPEHUS.



7.1.5.2 lNpocnexuBaemMocTb U3MepeHns

B Tex crniyyasx, korga npocrnexvBaemMocTb M3MepeHus aBnseTca TpebosaHvem
WM paccMmaTpuBaeTCs opraHu3auven B KadecTBe BaXHOro aremeHTa And
obecneyeHUs yBEPEHHOCTM B  MNPaBOMOYHOCTU  pPe3ynbTaToB  U3MEpeHUs,
n3mepuTensHoe obopygoBaHne JOMKHO BbITh:

a) oTKkanMbpoBaHO 1 (K1) NOBEPEHO Yepe3 YCTaHOBIIEHHbIE NMepuoabl Unn nepen
ero nNpuMeHeHneM No 3TarioHam, nepefarlmMm pasMepbl eauHUL, B CPaBHEHUU C
MEXOYHapPOAHbIMA UMMM HaUWOHAmNbHbIMKM  3TanoHamu. [lpy OTCYTCTBUM TaKux
aTanoHoB 0asa, ucnonb3dyemass Ans KanMbpoBKM MM MNOBEPKW, OOimKHA OblTb
3aperncTpmpoBaHa U CoXpaHeHa B Ka4eCcTBe AOKYMEHTMPOBaHHON MHGOPMaLLUK;

b) noeHTMMUMpoBaHO B Lensx yCTaHOBIIEHMS UX CTaTyCa;

C) 3alMLLEHO OT PEryrMpoBOK, MOBPEXOEHUS U YXYALUEHUs COCTOSIHWUS, KOTOpble
coenanm Obl  HeQEeNCTBUTENbHbIMM  CTATyC KanMbpoBKM W nocreaytoume
pe3ynbTaTbl USMEPEHUIA.

OpraHusaumsa gorpkHa onpeneniTb NPaBoOMOYHOCTb NPeAbIaYLLMX pe3ynbTaToB
M3MepeHnss B Tex chnyyasx, Korga 6bino OBGHapyKeHOo, 4TO M3MepuTenbHoe
obopygoBaHMe HENPUrogHO AN NMPUMEHEHUS MO €ro NPSMOMY Ha3HAYEHUIO U MpK
HeobXoaMMOCTU NPEANPUHATE COOTBETCTBYIOLLEE OENCTBME.

7.1.6 3HaHKMA opraHusaummn

OpraHusauus  gorpkHa  onpedenmtb  3HaHuS, Heobxoaumble  Ons
PYHKLMOHMPOBaHNSI €€ MPOLLECCOB M ANt 4OCTMXKEHMS COOTBETCTBMSA NPOAYKLMN U
YCIyr.

3HaHMa [OrkHbI nogaepxmBaTbCss M ObiTb OCTYNHbIMM B HEOOXOO4MMOM
obbeme.

Mpy pacCMOTPEHUN U3MEHSIOLLMXCS HYXO WU TEHOEHUMN OpraHu3aumnst OorpkHa
OLEHMBaTb TEKYLLMA YPOBEHb 3HAHWI U ONPEAEnaTb, Kakum o6 pasom NonyvynTb Unm
obecneuntb AOCTYN K [OOMNOSMHUTENbHBIM  3HAHUAM W KX HeobXoaUMbIM
OOHOBIEHMAM.

MpumeyaHus

1 3HaHuA opraHmMsaumm - 3TO 3HaAHWUSA, cheuudMYHbIE ANS OpraHn3auun; 3HaHus,
NOflyYeHHble B OCHOBHOM M3 oOnbiTa. 3HaHMA - 3TO WMHopMauud, KoTopas
NCMonb3yeTcHa N KOTOPON 06MEHNBAOTCS AN AOCTWKEHUS LieSien opraHmM3aLun.

2 OCHOBOW 3HaHWIN OpraHn3auumn MoryT ObIThb:

a) BHyTPEHHUE UCTOYHUKWN (HanpuMep, HTEerneKkTyaribHasi CObCTBEHHOCTb; 3HaHWS,
MofyYyeHHble M3 OnbiTa; BblBOAbI, M3BIIEYEHHble U3 HeyaauHbIX MMM YCMelUHbIX
npoekToB; cbop M OOMEH HEeAOKYMEHTUPOBAHHLIMM 3HAHUAMM U OMbITOM;
pe3ynbTaThbl YnyyLweHUiA NPOLEeCCoB, MPOAYKLNM U yCnyr);

b) BHeEWHWe WUCTOYHWMKM (HanpuMmep, CTaHgapTbl, Hay4yHoe CcoobLEecTBo,
KOH)epeHLMM, CEMUHApPbI, 3HAHUA, MOMlyYeHHble OT MoTpebutenen M BHELUHUX
NMOCTaBLUMKOB).

7.2 KOMNeTeHTHOCTb



OpraHusaumsa gorpkHa:

a) onpeaensitb HeobXxoAMMY0 KOMNETEHTHOCTb Nnu(a), BbINOMHAOLWMX(ero) paboty
NoA ee ynpaBfieHMEM, KOTOpas OKasbiBaET BNMSAHWE Ha pe3ynbTaThl 4eATENbHOCTU
N pe3ynbTaTUBHOCTb CUCTEMbI MEHE)KMEHTA KAYECTBa;

b) oGecneumBaTb KOMMETEHTHOCTb 3TUX ULl HA OCHOBE COOTBETCTBYIOLLENO
obpa3oBaHusi, NOArOTOBKM U(UNK) OMbITA;

C) Tam, ge 9TO NPUMEHMMO, MNpeanpuHUMaTb OENUCTBUS, HanpasfieHHble Ha
nonyyeHne TpebyemMon KOMMETEHTHOCTW, W OLUEHMBaTb Pe3yNbTaTMBHOCTb
NpeanpUHATLIX 4ENCTBUM,

d) perMcTpupoBaTb UM COXPaHSATb COOTBETCTBYIOLYHD [AOKYMEHTUPOBAHHYHO
NHOPMaLMIO Kak CBUAETENbCTBO KOMMETEHTHOCTM.

Mpumevanne - [llpyMMeHMMbIE [OEWCTBUA  MOryT  BKMOYaTb, Hanpumep
npoBeaeHne obydeHusl, HaCTaBHMYECTBO UM nepepacnpeaeneHne obsa3aHHoCTEN
cpean nMmerowmxcss paboTHUKOB; UMM xe Haem nuvy, obragarowmx TpedyembiM
YPOBHEM KOMMNETEHTHOCTM.

7.3 OcBegoMneHHOCTb

Opranmnsaums gorkHa obecneuntb, 4TOObI  COOTBETCTBYyKOLME  NMUa,
BbINOMHsIlOLLWE paboTy nog ynpaBrieHnemM opraHn3aumm, Obinm 0CBe4OMITEHbI:

a) 0 NonmMTUKe B 06NacTu KavecTBa;
b) cooTBETCTBYIOLWIX LIeNsiX B 06n1acTu Ka4ecTBa;

C) CBOEM BKriage B pe3ylibTaTuBHOCTb CUCTEMbI MEHEXKMEHTa Ka4eCTBa, BKIo4as
Norib3y OT YIy4dlleHUA pe3yrbTaToB AEeATENIbHOCTW,

d) nocrneacTtBnAXx HECOOTBETCTBUA Tpe6OBaHI/IFIM CUCTEMbl MeHEeOXMEeHTa
KayecTBa.

7.4 ObmeH nHcpopmaumen

OpraHmsau,vm OOJDKHa ornpeaesimtb NopAaAaoK BHYTPEHHEIO U BHELLHEro obmeHa
MHqupmaumeVl, OTHOCSILLENCS K CUCTEME MEHEQ)KMEHTA Ka4yeCcTBa, BKIto4as:

a) Kakasi MHpopmaumsa 6yaeT nepegaBaTbCs;
b) korga 6yaeT nepeaaBaTbCs MHpOpMaLS;
C) KoMy ByaeT nepegaBaTbCcs MHpOpMaLms;

d) kaknm obpa3om oHa ByaeT nepenaBaTbCs;

e) kTo 6yaeT nepegaBaTb MHGOPMALMIO.

7.5 lokymMmeHTUpOBaHHast UHpopmMaLus



7.5.1 O6wume nonoxeHus

Cuctema MeHe>KMEHTa KayecTBa opraHun3aLnm JorpkHa BKIoYaTh:
a) AOKYMEHTMPOBAHHYH MHGOPMaLUt, TPEOYEMYIO HACTOSILLMM CTaHAAPTOM;

b) OOKYMEHTUPOBaHHYd WHOpMaLMIO, OMpPedeneHHyl0 opraHu3auuen Kak
HeobOxooumylo Ans obecnedyeHnst pesynbTaTUBHOCTM CUCTEMbl MEHeIKMEHTa
Ka4yecTBa.

MpumedaHne - O6BLEM [JOKYMEHTMPOBAHHOW  MHAOpMaLMM  CUCTEMBI
MEHEe)KMEHTa KayecTBa OAHOW OpraHuM3auuMnm MOXET OTNM4aTbCs OT Apyro B
3aBWCUMOCTM OT:

- pasmMepa opraHusauuv 1 Buaa ee OeAaTenbHOCTU, NPOLLECCOB, MPOAYKLMN U
ycnyr;

- CITOXXHOCTM NPOLIECCOB M UX B3aMMOAENCTBUS;

- KOMMETEHTHOCTU PabOTHMKOB.

7.5.2 Co3gaHue un aKkTyanusauums

M co3gaHMM U akTyanu3auum  OOKYMEHTMPOBAHHOWM  MHdpopMauum
opraHu3auust 4omkHa COOTBETCTBYHOLLMM 06pa3om obecneynTsb:

a) naeHTudmKauuo 1 onucaHve (HanpyMep HasBaHue, 4aTa, aBTOpP, CCbINOYHbIV
HOMep);

b) cdopmaT (Hanpumep, A3bIK, BEPCUSA NpOrpaMMHOro obecneyeHusi, rpagmyeckme
cpencTBa) 1 HocuTenb (Hanpumep, 6yMaXHbIn NN SNEKTPOHHbIN);

C) aHamm3 1 ogobpeHne C TOUKM 3pEeHMS NPUrOAHOCTU N aAEKBATHOCTW.
7.5.3 YnpaBneH1Me AOKYMEHTUpPOBaHHOW NH(opmaLmen

7.5.3.1 [JokymeHTMpoBaHHas MHdopmaums, Tpebyemass CMCTEMON MeHeKMeHTa
KayecTBa M HACTOSALLMM CTaHOAPTOM, AOSMKHA HAxXOO4UTbLCHA MNoA yrnpaBreHWeMm B
uenax obecneyeHus:

a) ee 4OCTYMHOCTU U NPUIOAHOCTK, FOE U KOoraa oHa Heobxoauma;

b) ee gocTaToyHO 3aWKMTLI (HanpyUmep, OT HECOOMOAEHUS] KOHMOEHLMANBHOCTH,
OT HEHaANEXaLLEro UCNofb30BaHMS UM NOTEPU LLENIOCTHOCTH).

7.5.3.2 [ina ynpaBneHus JOKYMEHTMPOBAHHOW MHJOpMaLMen opraHn3aunsa OormkHa
npegycMaTpmBaTb criegylowpme OEUCTBUA B TOW CTEMNeHW, HacKoMbKo 3TO
NPUMEHMMO:

a) pacnpeneneHne, obecnevyeHve ee AOOCTYNMHOCTM WM MOUCKa, a Takxe
NCMNONb30BaHWE;

b) XpaHeHune n 3alnTy, BKIo4ada coXpaHeHune pa36OpLIVIBOCTVI;

C) ynpaBsreHve n3sMeHeHns M1 (Hanpumep, yrnpasneHne BepCcusiMun);



d) cobnogeHne CpokoB XpaHEHUS 1 NopsagKa YHUHTOXEHUS.

[loKyMeHTUpoBaHHasA MHAopMaLMs BHELLHErO NMPOUCXOXOEHUS, onpeaeneHHas
opraHu3aumen Kak Heobxogumas ANa nraHMpoBaHUst U OYHKLNMOHMPOBAHWUS
CUCTEMbl MEHeAXXMeHTa KayecTBa, OOorpkHa ObiTb COOTBETCTBYHOLLWMM 06pa3om
naeHTUMULMpoBaHa N HAXOAUTBLCS Mog, YNpaBieHNEM.

[lokymeHTupoBaHHass UWHopMauuns, perucTpypyemas u coxpaHsemas B
KayeCcTBe CBMOETENbCTB COOTBETCTBUA, AOoikHa ObiTb  3aumieHa oT
HernpeayMbILLITEHHbIX UBMEHEHWUN.

lMpumeyaHne - [JocTyn noapasymMeBaeT paspelleHne TOMbKO npocMoTpa
OOKYMEHTMPOBAHHOW WMHApOpMaLUN Unn paspeLleHre npocmoTpa € MOSIHOMOYMSMIA
MO BHECEHUIO U3MEHEHWI B [JOKYMEHTUPOBAHHYO MHGOPMAaLMIO.

8 [lessiTenbHOCTbL Ha CTaAUAX XKU3HEHHOTIO
LUKIIa NpoAYKLUUMN N ycnyr

8.1 MNnaHnpoBaHMe u ynpaBrieHMe AeATeNIbHOCTbIO Ha
CTagusiX XXU3HEHHOIO LMKIa NpoAYKLUUN U yCIyT

OpraHusaumsa gospkHa nnaHnMpoBaThb, BHEAPATb npouecchl (4.4), Heobxoanmble
ANs1 BbINOMHEHUS TPeOOBaHMI K NOCTaBKe MPOAYKLUM U NPeaoCTaBNEHMIO YCITyr U
AN BbINOMHEHMA OENCTBUIN, ONpeadeneHHbiXx B pasgene 6, u OCYLEeCTBNATb
ynpaBfeHe 3TUMK NpoL,eccamm NocpenCTBOM:

a) onpegenenHns TpeboBaHWi K MPOAYKLNM U yCIyram;
b) ycTaHOBNEHUSA Kputepues Ans:

1) npoLeccos;

2) NpYeMKM NpoayKLMN U YCIyT;

C) onpegeneHuss pecypcoB, HEOOXOOMMbIX ANst OOCTUXEHWS COOTBETCTBUS
TpeboBaHMAM K NPOAYKLMM U yCIyram;

d) ynpaBneHusi npoLieccaMmm B COOTBETCTBUM C YCTAaHOBNEHHBIMU KPUTEPUSMUA;

e) onpegeneHus, paspaboTky, akTyanMsaumm W NpUMEHEHUd, a Takxke
PEMMCTPUPOBAHNS U COXPaHEHUS 0OKYMEHTUPOBAHHOW WHdopMauun B obbeme,
HeobxoauMoMm Ans:

1) obecneyeHnss yBepeHHOCTN B TOM, YTO MPOLLECCHI BbIMOSMHAMMCL TaK, Kak 3TO
ObI10 3anfaHNPOBAHO;

2) 4Nst 4eMOHCTpaL N COOTBETCTBMS NPOAYKLUM U yCryr TpeboBaHMsAM.

PesynbTaTbl Takoro MaHMPOBAHUS OOMKHbI ObITb  NOAXOASWMMM  AnNs
AEeATENbHOCTU OpraHn3aunm.

OpraHusauust [ofkHa YhnpaensTb  3anfaHUPOBaHHbIMKM - U3MEHEHUSIMU U
aHanuM3npoBaTb MOCNEACTBUS HENpPeAyCMOTPEHHBLIX WU3MEHeHWI, npeanpuHMmas,
NpyY HEOBXOAMMOCTU, MEPbLI MO CMSAMYEHMI0 NMtoObIX HeraTUBHBLIX BO3AENCTBUIA.

OpraHusaumst gorpkHa obecneynBaTb, 4TOObI MPOLECCHI, NepedaHHble
BHELUHVMM OpraHM3aLusaM, HaxoaunUch Nof ynpasneHuem (8.4).



8.2 Tpe6oBaHMA K NPOAYKLUM U yCriyram

8.2.1 CBA3b c noTpebuTenamm

CBs3b C NOTpebutenamm JosmkHa BKOYaTh:
a) obecneyeHne nHgopmaumen o NPOAYKL MM U yCryrax;
b) 06paboTKy 3anpocoB, KOHTPAKTOB UM 3aKa30B, BKIOYaAs X U3MEHEHNS;

C) nomnydyeHve OT3bIBOB O MPOAYKUWMM W ycryrax OT noTtpeduTtenen, BKK4as
npeTeH3un notpedutenen;

d) o6paLleHme nnm ynpasneHne cobCcTBEHHOCTbLIO NOTpebuTenen;

€) YCTaHOBIeHne cneuuanbHbix TpeboBaHUA K AeNCTBUAM, NpeanpuHMMaeMbiM B
HenpeaBuaEHHbIX 0BCTOATENbCTBAX, TaM IAe 3TO YMECTHO.

8.2.2 OnpepeneHne TpeboBaHUN, OTHOCALLUXCA K NPOAYKLINM U
ycnyram

Mpn onpeneneHnn TpeboBaHUA K MPOAYKLMM W ycnyram, Kotopble OyayT
npeanaratbCsi NOTpebutensm, opraHm3aumsa ormkHa yoeauTbes, YTo:

a) TpeboBaHUst K NPOAYKLMN 1 yCIyraMm onpeaerneHbl, BKIoYas:
1) NPUMEHNMbIE 3aKOHOAATENbHbIE 1 HOPMAaTWBHbLIE NPaBOBLIE TPEOOBAHWS;
2) TpeboBaHUsi, pacCcMaTprBaEMble OpraHM3aLmnen kak HeobxoanMbIE;

b) MoxeT BbINOMHATL TpeboBaHMA K NPOAYKUMW W ycryram, KOTOpble OHa
npegnaraer.

8.2.3 AHanu3 TpeboBaHUN K NPOAYKLMUU N yCcnyram

8.2.3.1 Opranusauus pomkHa ybeautbcs, 4YTO 0bGNagaetT CNOCOGHOCTLIO
BbINOSMHATL TpeboBaHWA K MNpoAyKUWM M ycryram, KOTOpble OHa npeanaraet
notpebutenam. OpraHusauusi oskHa NPOBOAWTL aHanMa, npexae Yem MpUHATb
0653aTenbCTBO NOCTaBUTL MPOAYKLUMIO MK NPegocTaBuTb YCnyrn notpeburensm,
4YTOObI y4eCTb:

a) TpeboBaHWs, yCTaHOBIEHHble MNOTpedbutenem, B TOM u4ucre TpeboBaHuA K
NOCTaBKe N AeSATENbHOCTH NOCIe NOCTaBKMY;

b) TpeGoBaHusa, He 3asBneHHble noTpebutenem, HO HeobxoguMble And
KOHKPETHOro Ui npeanonaraeMoro MCNonb30BaHUs, KOrga OHO M3BECTHO;

c) TpeboBaHus, yCTaHOBNEHHbIE OpraHM3aLmen;

d) 3akoHogaTenbHble M HOPMaTMBHbIE MpaBoOBble TpeboBaHWUs, NMPUMEHUMbIE K
NPOAYKLMN 1 yCryram;



e) TpeboBaHMs  KOHTpaKTa WM  3akasa, oTfuyalumecs OoT  paHee
CGOPMYSIMPOBAHHbIX.

Opranmnsaums pgomkHa obecnevnTtb, 4YTOObl ObIMM NPUHATBI  PeLleHnst Mo
TpeboBaHMAM KOHTpaKTa Unn 3akasa, OTNIMYaLWMMCS OT paHee YCTaHOBIIEHHBbIX.

Ecrm  notpebutens He BblABUraeT [OOKYMEHTUPOBAHHbIX TpebGoBaHMN,
opraHu3aums 4ofbkHa NOATBEPAUTL ero TpeboBaHNst 40 NPUHATUSA K UCNOSTHEHWIO.

MpumeyvaHme - B HEKOTOPbLIX CUTYaLUSIX, TAKUX KaK NPOAau, OCYLUECTBNSIEMbIE
yepe3 VIHTepHET, npakTu4eckn HeuenecoobpasHo nNpoBOAUTb oOdmLNANbHBIN
aHanM3 Kaxaoro 3akasa. BmecTto 3Toro aHanma MOXeT pacnpoCcTpaHATbCA Ha
COOTBETCTBYHOLLYI0 MHGOPMaLMIO O NPOAYKLIWK, TAKY Kak KaTaroru.

8.2.3.2 OpraHusauusa OospkHa permcTpypoBaTb U COXPaHATb AOKYMEHTUPOBAHHYHO
NHPOPMaLNIO, HACKOSTBbKO 3TO NPUMEHNMO, B OTHOLLEHWN:

a) pe3ynbTaToB aHan1aa;

b) nobbIX HOBLIX TPeBGOBaHMI K MPOAYKLUN 1 yCryram.

8.2.4 N3meHeHnA TpeboBaHUN K NPOAYKLUU U yCIyram

Ecrm TpeboBaHMsA K NMPOAYKLMW U yCrnyram W3MEHEHbl, opraHuM3auus OorpkHa
obecneuntb, 4YTOObl B COOTBETCTBYHLLYIO [LOKYMEHTUPOBAHHYH MHopMaLmo
OblnM BHECEHbl MOMpPaBKW, a COOTBETCTBYHOLMA NepcoHan Obil nocTaBneH B
N3BECTHOCTb 06 N3MEHUBLLMXCS TPEOOBaHUSIX.

8.3 MNpoekTnpoBaHue n paspaboTka NpoaAyKUUN N yCIyr

8.3.1 Oobwme nonoxeHus

OpraHusauus OorkHa paspaboTtaTb, BHeOpWUTb W MoAAepXVBaTb MpOLIECC
MPOEKTUPOBaHNA U pa3paboTKuK, noaxoaswmi Ans obGecrnevyeHuss nocrnenyoLero
Npon3BOACTBa NPOAYKLUM UM NpeaoCTaBeHNs YCIyT.

8.3.2 NnaHupoBaHue NPOEKTUPOBAHUSA U pa3paboTKn

Mpn onpeadeneHWn 3TanoB W CPeACTB  YrpaBfieHUs MPOEKTUPOBaHMEM U
pa3paboTKoW opraHM3aUns JoImkHa paccMmaTpuBaTh:

a) xapakTep, MpPOOOITKATENTBHOCTb U CIIOKHOCTb PaboT MO MPOEKTUPOBAHWUIO WU
pa3paboTke;

b) Tpebyemble cTagum npouecca, BKMoYas npoBedeHWe NPUMEHUMbIX aHann3oB
NPOEKTUPOBAHUA 1 pa3paboTky;

c) Tpebyemble [OeiCTBUA B  OTHOLIEHWM BepudmKauMm U BanMgaumu
NPOEKTUPOBAHNSA U pa3paboTKy;

d) 06a3aHHOCTN, OTBETCTBEHHOCTL WM MOSIHOMOYMS B 0GracTu NpOeKTUpOBaHMS U
pa3paboTKy;



€) BHYTPEHHVE W BHELLHWE pecypcCbl, HeobxoauMble ANS MNPOEKTUPOBaHWUA W
pa3paboTKu NpoayKLnm 1 yChyr;

f) HeoGxoouMMOCTb B  yNpaBneHUM B3aMMOAENCTBUMAMM  Mexay Imuamu,
y4acTBYHOLLMMM B NPOLECCE NPOEKTUPOBAHMS U pas3paboTky;

g) HeobxoaAuMOCTb BOBrieYeHUs noTpebutenen u nonb3oBaTenend B MNpPoOLECC
NPoOeKTUpOBaHNs 1 pa3paboTky,;

h) TpGGOBaHVIFl A514 nocrieayruiero npon3soacTsea nNnpoaykuun n yenyr,

i) YypOBEHb ynpaBreHus NPOLECCOM MPOEKTUPOBAHUS U pPa3paboTKu, OXuaaeMblii
noTpebutensammn n ApyruMm COoTBETCTBYHOLLWMMM 3aUHTEPECOBAHHBIMM CTOPOHaMK;

j) LOOKYMEHTMPOBaHHYlO MHAOpPMauuio, Heobxogumyro AOns  AeMOHCTpauuu
BbIMONHEHMs1 TpeBOBaHWI K NPOEKTUPOBAHMIO U paspaboTke.

8.3.3 BxoaHble AaHHbIe ANnA NPOeKTUpPoBaHUA U pa3paboTku

OpraHunsaums gormkHa onpegeniTb TpeboBaHMS, UMEOLME BaXXHOE 3HAYeHue
ANsi KOHKPETHOTO BMAA NPOEKTUPYEMbIX U pa3pabaTtbiBaeMblX NPoAYKLMN U YCIyT.
OpraHu3aumst 4OormkHa pacCMOTPETD:

a) (byHKLl,I/IOHaJ'IbeIe M 9KCnnyaTtaynoHHbIe Tpe60BaHI/IFI;

b) MHdopmMaumio, NonydeHHyo M3 npeablaylien aHanorMdHoOM OeATeSlbHOCTU Mo
NPOEKTMPOBAHMUIO U pa3paboTKe;

C) 3aKoHoAaTerbHble U HOPMAaTUBHbIE NPaBOBblE TPEOOBaHMS;
d) cTaHgapThl UM CBOAbI NPAKTMK, KOTOPblE OpraHM3auus obszanacb NPUMEHSIT;

€) BO3MOXHble MOCNeAcCTBMS Heyaauu, CBsi3aHHble C XapakTepoM MpoayKuun U
yCIyr.

BxogHble OaHHble AOIkHbI OblTb afgeKkBaTHbl LEensaM MNpPOeKTUPOBaHUS U
pa3paboTky, a Takxke ObiTb NOMHLIMM U HEMPOTVBOPEYMBbLIMU.

MpoTuBOPEUNs BXOAHbIX AAHHbLIX NPOEKTUPOBaHMS U pa3paboTKu AOIDKHbI ObIThb
paspeLLeHbI.

OpraHusauust [ofbkHa PerucTpyMpoBaTb WM COXPaHsTb  [OKYMEHTUPOBAHHYHO
MHGOPMAL MO MO BXOAHBIM AaHHLIM NPOEKTUPOBaHMS U pa3paboTKu.

8.3.4 CpenctBa ynpaBneHus NnpoeKkTupoBaHueM u paspaboTkon

OpraHusauust [OorkHa NpUMEHsTb  CpeacTBa  YNpaBreHUs  NpoLEecCoM
NPOEKTUPOBAHMS 1 pa3paboTku Ans obecneyeHns yBepPeHHOCTH B TOM, YTO:

a) pe3ynbTaTtbl, KOTOPbIE OOJTKHbI ObITb OOCTUIHYTbI, onpenenieHbl;

b) npoBegeHbl aHanM3bl ONS OUEHMBAHMS  CMOCOOHOCTM  pe3ynbTaToB
NPOEKTUPOBAHUS U pa3paboTKM BbIMOMHUTL TPEOOBaHUS;



C) NpoBedeHbl OeNCTBUA NO Bepudmkauum B Lensx obecrneyeHnss COOTBETCTBUS
BbIXOAHbIX AaHHbIX MNPOEKTUPOBaHUS W pa3paboTkm BXoAHbIM TpeboBaHMAM K
NPOEKTUPOBAHUIO 1 pa3paboTke;

d) npoBegeHbl OEWCTBMS MO Banupauuvm B uensx obecneyeHuss COOTBETCTBUSA
rOTOBOM MPOAYKUMM U ycrnyr TpeboBaHMSAM K YCTAHOBIIEHHOMY MPUMEHEHMIO WIn
HamMe4YeHHOMY MCMOSb30BaHWIO;

€) NpeanpuHsaTbl HeobxoaouMble OEWCTBMS MO BbISIBIEHHbIM NpobnemMam B xone
aHanu3a unn sepudmkaLmMm 1 Banuaoauum;

f) pokymeHTMpoBaHHas uHGopMaumns o6 9TUX AENCTBUSIX 3aperMcTpupoBaHa u
COXpaHeHa.

MpumeyaHne - AHanmus, BepudmMKauusa U Banvgaumsi NPOEKTUPOBAHMA W
pa3paboTkn MMerT pasnnyHbie ueni. OHM MOryT BbIMOSMHATLCS MO OTAENbHOCTU
MMM COBMECTHO, HAaCKOJTbKO 3TO MPUMEHUMO K NMPOAYKL W 1 yCIyraM OpraHu3awmu.

8.3.5 BbIxogHble AaHHble NPOEKTUPOBAHUA U pa3paboTKu

OpraHusaumss  OomkHa  obecneyntb,  YTOObI BbIXOAHble  [JaHHble
NPOEKTUPOBaAHUS N pa3paboTKu:

a) cooTBeETCTBOBANI BXOAHLIM Tpe6OBaHI/IFIM;

b) 6blnKn apgekBaTHLIMKU AN NOCNeaYHLLMX NPOLLECCOB NPON3BOACTBA NPOAYKLNM U
NpenocTaBreHns YChyr;

C) cogepxann Tpe6OBaHI/IFI K MOHUTOPWUHIY N NAMEPEHUID, HACKOJIbKO 3TO NOAXOAUT,
a TaKxXe Kputepum npnemMkKmn nrnnm CCbliJjikn Ha HUX;

d) onpedensinn XxapakTepUCTUKM NPOAYKLMW WU YCIyr, KOTOpble WUMEKT BaxHoe
3HauyeHVe [Ons WX LeneBOoro HasHaueHusi, 6e3onacHoro U Haanexawlero
npegocTaBneHust.

OpraHusauust [oSbkHa PerucTpyMpoBaTb WM COXPaHSTb  [OKYMEHTUPOBAaHHYHO
MHpOPMaLNIO MO BbIXOAHBLIM AaHHLIM MPOEKTUPOBAHNSA 1 pa3paboTKM.

8.3.6 U3mMeHeHMA NPOEeKTUPOBAHUA U pa3paboTku

OpraHusauma [ormkHa uaeHTUdMumMpoBaTb, aHanuM3upoBaTb W yNpaBnsTb
N3MEHEHNAMM, CAENaHHbIMN BO BPEMSI UNN NMocre NPOeKTUPOBaHMS U pa3paboTku
NpOAyKUMM W ycnyr, B TOW CTeneHu, KoTopas Heobxoamma ana obecneyeHus
NCKIMOYEHNSA HEraTUBHOIO BIIMSIHUS HA COOTBETCTBUE TpeboBaHMAM.

OpraHusauma [OrpkHa permcTpupoBaTb M COXPaHSATb  LOKYMEHTUPOBAHHYHO
NMHOPMaLLNO MO:

a) N3MEHEHUAM NPOEKTUPOBaHNS U pa3paboTKu;
b) pesynbTaram aHan13os;
C) CaHKLMOHMPOBAHMUIO U3MEHEHUI;

d) nencTBusaM, NpeanpUHSATLIM A4S NPeaoTBpaLLEeHNst HEGNAronNpPUATHOMO BIUSTHUS.



8.4 YnpaBneHue npouyeccamu, npoayKLMEen U ycnyramm,
nocTtaBnsieMbIiMU BHELUHUMM NOCTaBLMUKaAMKN

8.4.1 O6wWwme nonoxeHuns

OpraHunsaums aorpkHa obecnednTb COOTBETCTBME MPOLLECCOB, NPOAYKLUUM U
yCnyr, NocTaBrsieMblX BHELLUHUMM NOCTaBLUMKaMK, TpeboBaHUSIM.

OpraHu3auus gormkHa onpedensTb CpeacTBa YrnpaBneHus, NpUMeHUMble O
NpoLLeccoB, NPOAYKLUMM U YCIyr, NOCTaBMSAEMbIX BHELLHMMM NOCTaBLUMKaMK, B TEX
cnyyasix, korga:

a) NpoAYyKLUst U YCIyrn OT BHELLHWX NOCTAaBLLMKOB NpeAHa3HavyeHbl AN BKIOYEHNS
MX B COCTaB NPOAYKL MW U YCNyr, NpeasiaraeMbiX Camoln opraHn3aumen;

b) npogykuus u ycnyrv NoCTaBnslOTCA BHELHUMM MOCTaBLLMKAMU HaMpsiMyto
NoTpebuTento(siM) OT UMEHW OpraHM3aLum;

C) NPOLECC WM ero YacTb BbINOMHSAETCS BHELUHMM MOCTaBLUMKOM B pesynbraTe
NPUHATUS PELLEHUS OpraHM3aLnen.

OpraHunsaums aorkHa onpeaennTb U MPUMEHSITb KpUTEPUM OLEHKW, BbliGopa,
MOHUTOPUHIa pe3yrbTaToB OEATENbHOCTM, a TaKXe NMOBTOPHOWM OLEHKU BHELUHUX
NOCTaBLLMKOB, UCXOAS M3 UX CMOCOBHOCTU BbIMOMHATL NPOLECChI UK NOCTaBMSATb
NPOAYKLMWIO U YCNyrM B COOTBETCTBUMM C TpebGoBaHusiMu. OpraHmsaumst OorpkHa
PErMcTpMpoBaTb W COXPaHATb [OOKYMEHTUMPOBAHHYKD MWHGopmaumio o6 3Tux
AENCTBUSX M O NMoObIX HE0OXOAMMbIX ENCTBUAX, BbITEKAIOLLMX U3 OLIEHOK.

8.4.2 Tun v cteneHb ynpaBrieHus

OpraHusaumsa gorrkHa obecneyunTb, YTOObLI MpoLEcChl, NPOAYKLUUSA U YCIIyTw,
nocTaBnseMble BHELLHMMW NOCTaBLLMKaMK, HE OKa3biBarnn HEraTUBHOIO BIIMSIHUA Ha
CMOCOBOHOCTbL  OpraHM3auMM MOCTOSHHO MOCTaBMATb CBOMM  MOTPedUTensm
COOTBETCTBYHOLLYH NPOAYKLINIO U YCIyrn.

OpraHusaums gorpkHa:

a) obecneymBaTb, YTOObI NPOLLECCHI, NOCTABMSIEMbIE BHELLUHUMW MNOCTaBLUMKaMM,
HaxoAWMCb Mog, yNpaBlieHNEM €€ CUCTEMbI MEHEI)KMEHTA KA4YeCTBa;

b) onpenensTb cpeacTBa ynpaBreHusl, KOTOpble OHAa NIIaHUPYEeT MPUMEHSATb Kak B
OTHOLLIEHUM BHELLHEro NnocTaBLLyKa, Tak U K NOCTaBNsieMbIM UM pe3yrbTaTam;

C) yuUTbIBaTb:

1) BO3MOXHOE BJIMAHKME MNMpoLeCcCcoB, Npoaykuun n ycnyr, noctaBJiA€MblX BHELLUHAMUA
nocTaBLLMKaAMM, Ha CMOCOOHOCTb opraHmnzauunnm nocCcToAHHO obecneuynBaTtb
cooTBeTCTBME TpGGOBaHVIFIM n0Tpe6V|Tene|7| n NpUMEHNMbIM 3aKoHOAAaTEeJIbHbIM U
HOPMaTMBHbLIM MNPaBOBbLIM Tpe6OBaHI/IFIM;

2)  pe3ynbTaTUBHOCTb  CPEACTB  YMpaBfeHusl, MPUMEHSIEMbIX  BHELLUHUM
NOCTaBLLWIKOM;



d) onpegenatb BepudmMKauul UK - OpyrMe OencTBus, Heobxogumble Ons
obecnevyeHnss COOTBETCTBMS MNPOLECCOB, MPOAYKUMM UM YCIyr, MOCTaBMSAEMbIX
BHELUHVMMM NOCTaBLLWKaMK, TpeboBaHMAM.

8.4.3 UHdpopmauunna, npegocraBnsiemass BHELWHUM NOCTaBLUMKaM

Opranusauma pgorpkHa obecnedmBatb [OCTATOMHOCTb TpeboBaHuA OO0 WX
COOOLLIEHUS BHELLHEMY MOCTAaBLLMIKY.

OpraHusaums gorpkHa cooblwatb BHELWHMM MOCTaBLIMKaM CBOM TpeboBaHus,
OTHOCSILLUMECS:

a) K nocTaensemMbIM npoweccam, NpogyKLmMmn 1 ycnyram;
b) ogobpeHnuto:

1) npoaykuum n ycnyr,;

2) MeToaoB, NpoLeccoB 1 060pyaoBaHUS;

3) BbINycKa NpogyKuun 1 ycnyr;

C) K KOMMETEHTHOCTM nepcoHana, BkMoyad nobble Tpebyemble Mepbl
nogTBePXOEHUs KBanudmkawum,

d) B3aMMOAENCTBUIO BHELLHErO NOCTaBLUMKaA C OpraHu3aunen;

€) MNPUMEHSIEMbIM OpraHu3auven YnpaBneHWI0 W  MOHUTOPWHIY pe3ynbTaToB
AEATENbHOCTUN BHELLHErO NOCTaBLUMKA;

f) OeATeribHOCTHU no BepVI(bVIKaLI,MVI nnn Banngauunn, KoOTopble opraHn3auuna mnn ee
I'IOTpe6VITeJ'Ib npeanonararT OCYLEeCTBIATb Ha MeCTe Y BHELLUHEro NnocTaBLUMKa.

8.5 NpounssoacTBO NpoAyKuUU U NpeaocTaBrieHue ycnyr

8.5.1 YnpaBneHue npon3BoACTBOM NMPOAYKLUUUN U NpeaocTaBlieHUeM
ycnyr

OpraHu3aumss  [OO/kKHa  OCYLUECTBMSATb  MPOM3BOACTBO  MPOAYKUMM WU
npeanocTaBneHne yCnyr B ynpaBnsieMblX YCINOBUSIX.
YnpaBnsiemble YCroBUsS AOMPKHbI BKIHOYaTb B Ce0SI, HACKOMbKO 3TO NPUMEHUMO:

a) AOCTYNHOCTb AOKYMEHTUPOBAHHOW MHGOPMaL MK, ONpeaenstoLLen:

1) XapaKTepUCTUKU MNPOM3BOAMMONM NPOAYKLUMW, NPenoCTaBMsAeMblX YCNyr umm
OCYLLECTBIISIEMON AEATENBHOCTY;

2) pe3ynbTaTbl, KOTOPbIE AOMKHbI ObITb JOCTUIHYTHI;

b) OOCTYNHOCTL W MNPUMEHEHWE PECYPCOB, MOAXOAALMX AN OCYLIECTBIEHUS
MOHUTOPUHIa U N3MEPEHUIA;



C) OCYLECTBMEHWE [OEATENbHOCTU MO  MOHUTOPUHIY W U3MEPEHUIO  Ha
COOTBETCTBYHOLLMX 3Tanax B Liensx Bepudmkalm COOTBETCTBMS NPOLECCOB U UX
BbIXOAOB KPUTEPUSIM YMNPaBrieHWsl, a TakXe COOTBETCTBUS MNPOAYKUUWM W YCryr
KPUTEPUAM NPUEMKN;

d) npuMeHeHMe  COOTBETCTBYHOLWIEW  WHGPACTPYKTYpbl W cpedbl  ANs
dhyHKLLMOHMPOBAHUSI MPOLIECCOB;

€) HasHadeHMe KOMMETEHTHOro MepcoHana, BkM4vas nobyto Tpebyemyro
KBanMdmkauuio;

f) Bannpauno n nepnoanyeckyto NOBTOPHYK BanMaauuio cnocobHOCTN NpoLLeccoB
NPOM3BOACTBA NMPOAYKLUM U NPeaoCTaBneHMs YCIyr 4OCTUraTb 3anyiaHNpOBaHHbIX
pesynbTatoB B TeX ChydasiX, KOrda KOHEYHbI BbIXO4 He MOXeT ObiTb
BepudmLMpoBaH NOCneayHLLMM MOHUTOPVHIOM UITM U3MEPEHUEM;

g) BbINOMHEHVWE [OENCTBUA C LEenblo NpeaoTBpalleHVs OLLIMGOK, CBA3aHHbIX C
4yernoBeYeCcKnM bakToOPOM;

h) ocyLwlecTBneHne Bbinycka, NOCTaBky U OENCTBUIA NOCIIE NOCTaBKM.

8.5.2 UpeHTNpnKauma n npocnexmBaemMocTb

OpraHmsaumsa  [orpkHa  Mcnonb3oBaTb — noaxoAdsupe  cnocobbl  Ans
noeHTMdMKaUMM  BbIXOAOB, Koima dTO Heobxoaumo Ana  obecrneveHust
COOTBETCTBMS NPOAYKLIUM N YCIIyT.

OpraHu3aums gorpkHa MOeHTUUUMPOBATbL CTaTyC BbIXOAOB MO OTHOLLEHWUIO K
TpebGoBaHMAM, OTHOCALWMMCS K MOHWUTOPUHIY W U3MEpPeHusiM, Mo  xomdy
NPOV3BOACTBA NPOAYKLINM U NPEAOCTaBNEHUS YCIYT.

OpraHunsaums gorkHa ynpaBnsTh creuuansHor uaeHTudmkaumneln Bbixoaos,
KOra NpOoCneXMBaeMoCTb SABMsSEeTCs TpeboBaHMeM, perMcTpMpoBaTbh U COXPaHATb
NOKYMEHTUPOBAHHYID  MHGoOpMauuio,  Heobxoaumyto  Ons  obecneyeHus
NPOCNEXNBAEMOCTMW.

8.5.3 CobcTBEHHOCTb NOTpedMTEeNnen unm BHEWWHUX NOCTaBLLMKOB

OpraHusaumsa gosmkHa nposaBnaTb 3ab60Ty 0 cO6CTBEHHOCTU NoTpebuTenen unm
BHELUHMX MNOCTaBLUMKOB, KOda OHa HaxoguTCA Mo4 ynpaBrieHMeM opraHusaunm nnm
NCNosb3yeTcs eo.

OpraHusauma gormkHa uaeHTudmumnpoBatb, BepudMUMpPOBaTb, COXPaHATb U
3aumEaTb  COBCTBEHHOCTb  MOTpebuTend WM BHELWHEro  NOCTaBLLMKA,
NpegocTaBneHHYH 45151 UICNOSMb30BaHUSA UK BKIKOYEHUS B NPOAYKLMIO N YCITyTW.

B cnydyae, korga cobCTBEHHOCTb MOTPEOUTENS UMM BHELIHEro nocTaBLUMKa
yTepsHa, MnoBpexgeHa WM npu3HaHa HenpurogHonM [Ans UCNosfb30BaHUS,
opraHmMsaums [ofkHa yBeooOMUTb 006 9TOM noTpebuTens wnm  BHELLHEro
NOCTaBLMKA, a Takke PperuMcTpypoBatb W COXPaHATb  OOKYMEHTUPOBAHHYHO
NHdopMaL Mo O Npom3oLLEeaLLEM.

MpumeyaHne - CoOBCTBEHHOCTb MNOTPebUTENs WM BHELWHero nocTaBLumKa
MOXeT BKMmo4YaTb B ceba marepuanbl, KOMMOHEHTbl, WHCTPYMEHTbl W
obopynoBaHue,  HEOBWKAMOCTb,  WHTENMEKTyanbHyl0  COBCTBEHHOCTb U
nepcoHasnbHble AaHHbIE.



8.5.4 CoxpaHeHue

OpraHu3aums 4oMmKHa COXPaHsATb BbIXOAbl BO BPEMSI MPOM3BOACTBA NpoayKLum
N NpeaocTaBneHus ycnyr B TOM Mepe, HacKomnbko 3To 6yaeT HeobxoaumbiM Anist
obecneyeHnst COOTBETCTBUSA TpeboBaHUAM.

MpumedaHne - CoxpaHeHMe MOXeT BKM4YaTb B cebsA  uaeHTUGMKaLUIO,
NOrpy304HO-Pa3rpy304yHble paboThl, npeaoTBpaLlleHme 3arpsi3HeHus,
ynakoBblBaHVe, XpaHeHWe, NepeMeLLEHNE NN TPAHCNOPTUPOBKY, U 3aLLUTY.

8.5.5 [lesTenbHOCTb NOCNe NOCTaBKU

OpraHusauus gorpkHa obecneynTb BbINoNHeHWe TpeGoBaHUiA K OeATeNbHOCTH,
CBSI3aHHOW C NpoayKLMWEN 1 ycryramu, Nocre Toro, Kak OHW Oblnn NoOCTaBMNeHbI.

Mpn onpeaeneHun obbema TpebyeMol [esTEenbHOCTM Mocre MNoCTaBKy
opraHu3aLus AorkHa paccMaTtpuBaTh:

a) 3aKoHodaTesbHble U HOpMaTKBHbIE MNpaBOBbLIE TpGGOBaHMﬂ;

b) noTeHumanbHbIe HeXenaTernbHble NoCrneacTBUs, CBA3aHHbIE C ee NpoayKuuen un
ycnyramu;

C) XapakTep, UCNoNb30BaHWE 1 NpeanonaraemMoe BPEMS XU3HU NPOaYKLIUA U YCIIYT;
d) TpeboBaHusa notpedbutenen;

e) obpaTHyto CBA3b C NoTpedutTensmu.

Mpumedanne - [eaTenbHOCTb MOCHE MOCTaBKUM MOXET BKMoYaTb B Cebs
AencTBuS cornacHo rapaHTUNHbIM obs3aTenscTBam, KOHTPaKTHbIM
obazatenbcTBaM (Takume Kak OOCnyxvBaHvWe) W OOMOSHUTENbHbIE YCIyrK, Kak
Hanpumep nepepaboTka UM OKOHYaTENbHOE YHUUTOXEHME.

8.5.6 YnpaBneHue uaMmeHeHUAMHU

OpraHu3aums gorpkHa aHanM3npoBaTb U3MEHEHNs1 B MPOU3BOACTBE NPOayKL MM
M1 NpegoCTaBIIEHNM YCIYT U YNPaBnsTb UMW B TOM CTEMNEHM, HAaCcCKObKo 3To byaeT
Heobxoaumo ans obecnevyeHnst NOCTOSIHHOrO COOTBETCTBUSA TpeGoBaHUAM.

OpraHu3auus [O0rkHa PerucTpupoBaTb U COXPaHSATb [JOKYMEHTUPOBAaHHYHO
MHbOpMaLMIO, OMUCbIBatOLLYt0 pes3yrnbTaThl aHanmM3a W3MEHeHWI, CBedeHUs O
AOIMKHOCTHBIX  NMUAX, CaHKLMOHMPOBABLUMX BHECEHWE W3MEHeHusl, U Bce
HeobxoauMble AENCTBUSA, ABNSAOLLMECS pe3yrbTaToM aHanmaa.

8.6 Bbinyck npoAayKuuu u ycnyr



OpraHu3auuss [OoikHa BHEAPATb  3aniaHUpPOBaHHbIE  MEeponpusaTUS  Ha
COOTBETCTBYIOLWMX 3Tanax B LEnsx BepudwmKkauum BbINONHEHUst TpeboBaHui K
NPOAYKLMWN 1 yCIyram.

Bbinyck npogykuum v ycryr Ans notpeduTtens He AOMmKeH MPOUCXOOWUTb A0
OKOHYaHUs peanusauum BCEX  3amnmaHMpOBaHHbIX  MEPOMNpUSATUA  C
YOOBMNETBOPUTENBbHBIMU  pe3ynbTaTaMi, KpoMe Tex Cry4yaeB, Korga 3To
CaHKLUMOHMPOBAHO  YMONIHOMOYEHHLIM OpraHoOM W/WAKM  NMUOM W, Korda 3To
NPUMEHMMO, CaMUM MOTPedUTENeM.

OpraHu3aumsi OOkHa PerycTpupoBaTb U COXpaHsATb [JOKYMEHTUPOBAaHHYHO
MHopMaLMIO O BbiMycke MPOAYKLUMU W ycnyr. [JokyMeHTMpoBaHHasi MHdpopmaumst
[AOIDKHa BKMOYATb:

a) cBMOETEeNbCTBA, AEMOHCTPUPYIOLLME COOTBETCTBUE KPUTEPUAM NPUEMKN;

b) NpoCneXxmBaeMoCTb B OTHOLUEHUM  OOSDKHOCTHOroO  nuua (rmw),
CaHKLMOHNPOBaBLLEro(MX) BbIMYCK NPOAYKLINN U YCIIyT.

8.7 YnpaBneHue HeCOOTBEeTCTBYHOLWNMN pe3yribTaTaMu
npoueccos

8.7.1 OpraHuzaums porrkHa obecnevmBatb WMOEHTUMKALMIO W ynpaBrieHue
pesynbTatamy MNpoOLLECCOB, KOTOpPblIE HE COOTBETCTBYHOT TpebOoBaHMAM, B LENAX
npeoTBpaLLEHNA UX HenpeaHasHa4eHHOro UCNosib30BaHUA UK NOCTaBKM.

OpraHunsauus gorkHa npeanpyHMMaTtb COOTBETCTBYHOLWLME OENCTBUSI, UCXOOA
N3 XapakTepa HEeCOOTBETCTBMA M €ro BIUSHUA Ha COOTBETCTBUE NPOAYKUUN W
ycnyr. OTO OOIPKHO MNPUMEHSITbCA TakXe K HEeCOOTBETCTBYHOLEW NPOAYyKUUN WU
ycnyram, BbIFBMEHHbIM MOCMEe TMOCTaBKM MpoayKuuW, B Xod4e wm nocne
npenocTaBreHns yYCyr.

OpraHusauma [OoSpkHa OCYLECTBNATb B OTHOLIEHWM HECOOTBETCTBYHOLLMX
pe3ynbTaToB NPOLLECCOB O4HO UITN HECKOSBbKO N3 CNeayowmx 0eNCTBUN:

a) KOppeKLuto;

b) oTaoeneHne, orpaHndeHmne pacnpocTpaHeHud, BO3BpaT WM NMPUOCTaHOBKY
NOCTaBKKM NpoayKunn n npeocTtaBrieHnA yCyr;

C) nHgopmMmmpoBaHue notTpedutens;

d) nonyyeHune paspeLLeHns Ha NPUEMKY C OTKITOHEHUEM.
Mocne BbINOMHEHUS KOPPEKLMN HECOOTBETCTBYIOLLMX PE3YNbTaToOB MPOLLECCOB
NX COOTBETCTBME TPebOBaHMSAM LOITKHO ObITb BEPUMLMPOBAHO.

8.7.2 OpraHuzauusi OorkHa PerMcTpupoBaTb U COXPaHSATb [AOKYMEHTUPOBAHHYHO
MHcbopMaLMto, KoTopasi:

a) onuncbIBaeT HECOOTBETCTBUE;
b) onucbiBaeT npeanpuHATLIE AEACTBUS;
C) onucbIBaET MONyYEHHbIE pa3peLleHNst Ha OTKITOHEHUE;

d) ykasblBaeT MOMHOMOYHBLIA OpraH WwunM nuuo, NPUHUMABLLEE pEeLLUEHNEe O
AEVNCTBMN B OTHOLLEHNM HECOOTBETCTBUS.



9 OueHKa pe3yNnbTaToB AeATENbLHOCTU

9.1 MOHUTOPUHI, N3MepeHne, aHarim3 1 oL eHkKa

9.1.1 O6LwWwme nonoxeHuns

OpraHu3aums [ormkHa onpenenuTb:
a) YTO OOIKHO NoaNieXxaTb MOHUTOPUHTY U USMEPEHUAM;

b) mMeTogobl MOHUTOPWHra, WU3MEPEHUsl, aHanM3a W OLEHKW, Heobxogumble Ans
obecneyeHnst 4OCTOBEPHbIX Pe3yNbTaToB;

C) Koraa AoJpKHbl NpoBOAUTbCA MOHUTOPUHI U USMEPEHUA,

d) «korma pesynbTaTbl  MOHWUTOPUHIA W U3MEPEHWA  OOMKHbl  ObITb
NpoaHanM3npoBaHbl N OLLEHEHBI.

OpraHu3aumsi  goibkHa  OUeHMBaTb  pesynbTaTtbhl  AesTenbHOCTU U
pe3ynbTaTUBHOCTb CUCTEMbI MEHEAXXMEHTA KaYecTBa.

OpraHusaumsi [ofbkHa pPerucTpupoBaTb M COXPaHsiTb  COOTBETCTBYHOLLYHO
AOKYMEHTUPOBAHHYH MHpOPMaLMo Kak CBMAETENbCTBO NOMyYeHHbIX Pe3yNbTaToB.

9.1.2 YooBNeTBOPEHHOCTb NoTpeburtenen

OpraHusaums OofkHa NPOBOAUTb  MOHUTOPUMHI  O@HHbIX, KacaloLMxXcs
BOCNpUATUS noTpedutensamMm cTeneHu YOOBMETBOPeHUs uX noTpebHocTen wu
oxvgaHni. OpraHnsaunsa SOrmkHa onpeaeniTb MeTogbl NonyYeHnsa, MOHUTOPUHIa U
aHanusa 3Tou uHdopmaLuu.

MpumeyaHve - [Mpumepbl MOHUTOPUHra BOCNPUATMA MNOTpebuTensmu MoryT
BKMOYaTb oOnpoc notpebuTtenen, OT3biBbl OT noTpedutenen O MNOCTaBfIEHHbIX
NpoAyKUMM W ychnyrax, BCTpe4M C noTpedbutensamu, aHanmms [Ofv  PblHKa,
OnarogapHOCTW, NPETEeH3UN Mo rapaHTUNHBIM 0683aTeNbCTBaM 1 OTYETbI AUNEPOB.

9.1.3 AHanu3 u oueHkKa

OpraHunsaums AormkHa aHanM3npoBaTh U OLEHMBATbL COOTBETCTBYHOLLWME AaHHbIE
N MHGOPMALMIO, MOMNYYEHHYO B XO4E€ MOHUTOPUHIA U U3MEPEHUS.
PesynbTaTbl aHanm3a gOrPkHbI ObiTb MCNOMb30BaHbI 4151 OLLEHKM:

a) COOTBETCTBMSA NPOLYKLNN U YCNyT;
b) cTeneHn yooBneTBopeHHOCTN NoTpedutenen;

C) pe3ynbratoB AOeATeNiIbHOCTU U pPe3yrnbTaTUBHOCTU CUCTEMbI MEHEeOXMEHTa
KayecCTBa,

d) ycnewHocTn NNaHMpoBaHus;



€) pes3ynbTaTMBHOCTU AOENUCTBUWA, NPEAnpPUHSTbIX B  OTHOLIEHUA PUCKOB U
BO3MOXHOCTEW;

f) pe3ynbTaTtoB AeATesNIbHOCTU BHELLHNX NOCTAaBLLUMKOB,

g) NoTpebHOCTN B YNy4dLLEHUSAX CUCTEMbI MEHE)KMEHTA KayecTBa.
MpumeyaHne - MeTodbl aHamM3a [OaHHbIX MOrMyT BKMYaTb B Cebs
cTaTUCTUYECKME METOAbI.

9.2 BHyTpeHHUN ayauT

9.21 OpraHusauma  JorpkHa  MNPOBOAWUTb  BHYTPEHHWE — ayauTbl  Yepes
3annaHnpoBaHHble UWHTEpBalnbl BPEeMeHW Ang nonydYeHua  UHgopMaumm, 4To
cucTtemMa MeHe)XXMeHTa KadecTBa:

a) COOTBETCTBYET:

1) cobCTBEHHbIM TpeboBaHUAM OpraHM3auum K ee CucTemMe MeHeoKMeHTa
Ka4yecTBa;

2) TpeboBaHMAM HaACTOSLEro CTaHAapTa;
b) pesynbTaTtMBHO BHEAPEHA 1 (OYHKLIMOHMPYET.
9.2.2 OpraHusauus gorkHa:

a) nnaHnpoBatb, pa3pabaTtbiBaTb, peann3oBbIBaTb Y NOAAEPHMBATL B akTyallbHOM
COCTOSIHUM nporpaMmmy(mbl) ayguToB, BKIOYas MepuoauydHOCTbL U MeToAbl
npoBedeHus ayauToB, a Takke OTBETCTBEHHOCTb, MraHupyemble Afs MpOBepKu
TpeboBaHMA 1 NpegocTaBneHne oT4eTHOCTU. [porpamma(mbl) ayauToB AosrmkHa(bl)
paspabaTbiBaTbCA C Y4ETOM BaXHOCTM MPOBEPSEMbIX MPOLECCOB, U3MEHEHUN,
OKa3blBaOLLMX BNUSHWE HA OpraHu3auuio, U pesynbTaToB NpeablayLwmx ayanTos;

b) onpenensiTb KpuTepumn ayauta n obnactb NPOBEPKM AN KAXKO0ro ayanTa;

Cc) oTbupaTb ayguTopoB WM NPOBOAUTL ayaAuTbl Tak, 4TOObl obecneymBanachb
06 BbEKTMBHOCTL M 6ECNPUCTPACTHOCTb NpoLecca ayauTa;

d) obecneuvBaTb nepedavy uMHGoOpMauMM O  pesynbratax — ayaguToB
COOTBETCTBYHOLLMM PYKOBOAUTENSM;

€) OCYLUECTBIATb COOTBETCTBYIOLLYD KOPPEKLUIO U KOPPEKTMPYIOLLME AENCTBUS
6e3 HeobOCHOBAHHOW 3a4EPXKW;

f) permcTpupoBaTb W COXpPaHATb  [OOKYMEHTUPOBAHHYO WMHGOPMaUUo  Kak
CBMOETENbCTBO peanu3auum nporpaMmmbl ayguMTOB W MOSMYYEHHbIX pe3ynbTaTtoB
ayaouToB.

Mpumevarue - Cm. UCO 19011 anga pykosoacTsa.

9.3 AHanus3 co CTOpPOHbI PYKOBOACTBA

9.3.1 O6wWwme nonoxeHun



Bbicluee pykoBOOCTBO [OOJDKHO aHaln3mpoBaTb 4Yepel3 3arjiaHnpoBaHHbIE
MHTEepBalibl BpeMeHn CUCTeEMY MEHeOXXMEHTa Ka4veCTBa B LIEJIAX obecneyeHus ee
NOCTOSAHHOM npurogHoCTn, aAeKkBaTHOCTU, pe3ynbTaTMBHOCTU U COrMMacoBaHHOCTU
CO CTpaTterm4eCKknm HarnpaBrieHnemM opraHmn3aun.

9.3.2 BxoagHble AaHHbIe aHanM3a co CTOPOHbI pyKoBoACTBa

AHanu3 co CTOPOHbI PYKOBOACTBA [OMKEH MNaHMpPOBaThLCA U BKMoYaTh B cebs
paccMoTpeHue:

a) cTaTyca [OeicTBUA NO pesynbTatam npedblaylmX aHarmM3oB CO CTOPOHbI
PYKOBOACTBA;

b) nM3MeHeHWn BO BHELLHMX M BHYTPEHHMX (aKTopax, KacarwmxCs CUCTEMbI
MeHe)KMEeHTa Ka4yecTBa;

C) I/IH(*)OpMaLI,VIVI O pesylnbrartax AOeATesibHOCTU U pe3yribTaTUBHOCTU CUCTEMDI
MeHeOXMeHTa Ka4eCcTBa, BKIno4ad TeHOeHL N, OTHOCALLMECA:

1) K YOOBMNETBOPEHHOCTUM noTpebuTenen U oT3blBaM OT COOTBETCTBYHLLMX
3aMHTEPECOBaHHbIX CTOPOH;

2) cTeneHn JoCTUKeHUa Lernen B 06nacTu Ka4ecTBa;

3) nokasaTenam NpoL,eccoB U COOTBETCTBUIO NPOAYKLIUN U YCIIYT;
4) HECOOTBETCTBUSAM N KOPPEKTUPYIOLLIMM AENCTBUSIM;

5) pesynbTaTtam MOHUTOPUHIa U U3MEPEHIA;

6) pesynbTatam ayauTos;

7) pe3ynbTatam 4eATenbHOCTU BHELUHMX NOCTaBLLUMKOB;

d) gocTaTo4YHOCTU PECYPCOB;

€) pe3ynbTaTMBHOCTVM AENCTBUN, MPEAnpPUHATLIX B  OTHOLIEHWW PUCKOB U
BO3MOXHOCTEN (CM. 6.1);

f) BO3MOXHOCTSAIM ANS yryyLLEeHUS.

9.3.3 BbixogHble AaHHble aHanus3a co CTOPOHbI PYKOBOACTBA

BbixogHble faHHble aHamm3a CO CTOPOHbl PYKOBOACTBA LOSDKHbI BKIOYATb B
cebs pelleHVs N AeCcTBUS, OTHOCSLLMECS:

a) K BO3MOXHOCTSAM 41151 YIyYLUEHUS;

b) nodbIM He06Xx04NMbIM U3MEHEHUSIM CUCTEMbI MEHEeQXMEHTa Ka4yecTBa;



C) NOTPeBbHOCTHM B pecypcax.

OpraHu3auma [OrpkHa PEermcTpyMpoBaTb W COXPaHSTb  LOKYMEHTUPOBAHHYH
MHCpOPMaLIMIO  KaK  CBUAETENbCTBO  Pe3ynbTaToB  aHanmM3oB CO  CTOPOHbI
pyKkoBoACTBa.

10 YnydweHue

10.1 O6wWwume NnonoxeHus

OpraHu3aumsa gormkHa onpeaensaTb U BbibMpaTb BO3MOXHOCTU AN YydLIEeHMs
M OCYLIECTBMATb HeobxoouMble OEWCTBUS ANS  BbINOMHEHUs TpeboBaHui
noTpebuTenen 1 NOBbILLEHNS NX YO0BNETBOPEHHOCTW.

OTO AOIMKHO BKMNOYATD:

a) yrnydlleHMe MpoayKuuMM W YCryr B LeNsX BbIMOSMHEHNUS TpeboBaHWi, a Takxke
yyeTa 6yayLmx noTpebHOCTEN 1 OXUOaHWI;

b) Koppekuwuto, npegoTBpalLEHNe WM  CHWXKEHWE BIUSHUSA  HexenaTesibHbIX
BO3ENCTBUW;

C) ynydlWweHne pe3ynbTaToB [AeATenbHOCTU U pes3ynbTaTUBHOCTM  CUCTEMb
MEHe)KMEeHTa KayecTBa.

MpumedaHne - T[pumepbl  YMydlWIEHUS MOrYT  BKMOYMATb  KOPPEKLMIO,
KOPPEKTMpYyloLLee OeNcTBME, MOCTOSIHHOE YrydylleHWe, MPOpbIBHOE W3MEHeHMe,
MHHOBAaLIMIO U peopraHM3aLmio.

10.2 HecooTBeTCTBUA U KOppPEKTUpYyHLMe AeUCTBUA

10.2.1 lNpn nosiBNIieHNN HECOOTBETCTBUN, B TOM YUCIIE CBA3AHHbIX C NPETEH3USAMMU,
opraHmMsaLms OorpkHa:

a) pearmpoBaTb Ha AaHHOE HECOOTBETCTBUNE U HACKOIbKO NPUMEHNMO.

1) npeanpvHMMaTb [OEWCTBUS MO YNpaBlEHUIO W KOPPEKUMU BbISIBIIEHHOMO
HECOOTBETCTBUS;

2) npeanpuHumatb  OEUCTBUST B OTHOLLUEHMM  MOCHEACTBUA  [AAHHOrO
HEeCOOTBETCTBUS;

b) oueHuBaTb HeOGXOOAMMOCTb [OEWCTBUM MO YCTPaAHEHUIO MPUYMH  [AaHHOro
HECOOTBETCTBMSA C TeM, 4YToDObl M30exaTb €ro MOBTOPHOIO MOSIBMEHUSA UMK
NOSIBINEHMS B APYroM MecTe nocpeacTBOM:

1) aHann3a HeCOOTBETCTBUS;
2) onpeaenennsi NPUYKnH, Bbi3BaBLUMX MNOSIBIIEHNE HECOOTBETCTBUS;

3) onpeaeneHns HanmMuus aHarorM4YHoro HeCOOTBETCTBUS UMM BO3MOXHOCTM €ro
BO3HUKHOBEHUSA rae-nmbo eLle;

C) BbIMOMNHATL BCe HEOOXOANMbIE OENCTBUS;



d) npoaHanu3nposaTtb pe3ynsTaTMBHOCTb Kakooro NPeAnpPUHATOrO
KOPPEKTUPYIOLLEro AeNCTBUS;

e) aKTyalnimanpoBaTb Mnpu HeobxogMMocCTH PUCKKU N BOSMOXHOCTW, ornpeaerieHHble B
Xoae niaHnpoBaHUA;

f) BHOCUTb Npy HEOBXOANUMOCTUN N3MEHEHUSA B CUCTEMY MEHE)KMEHTA KavyecTBa.
KoppekTupytoume AOencTBusi OOMKHbI COOTBETCTBOBATb  MOCHEACTBMAM
BbISIBINIEHHbIX HECOOTBETCTBUMN.

10.2.2 OpraHn3aumnsa OorpkHa pPerMcTpupoBaTbh M COXPaHSATb AOKYMEHTUPOBAHHYHO
NHGPOPMALIUIO KaK CBUAETENbCTBO:

a) xapakTepa BbISIBfIEHHbIX HECOOTBETCTBMW W MOCREAyIWMX MnpeanpuHATLIX
JEencTBun;

b) pesynbTaToB BCEX KOPPEKTUPYIOLLMX ENCTBUN.

10.3 lNocTosiHHOE ynyu4leHune

OpraHu3aums OorpkHa MOCTOSIHHO YNydllaTh MPWUrOAHOCTb, adeKBaTHOCTb WU
pe3ynbTaTUBHOCTb CUCTEMbI MEHEA)XMEHTA KadecTBa.

OpraHu3auust gorbkHa paccMaTpuBaTbh pesynbTaTbl aHamm3a U OLEHKM,
BbIXOAHbIE [OaHHble aHanM3a CO CTOPOHbl PYKOBOACTBA, YTOObI OMpEedenuTb,
MMETCS NN NOTPEOHOCTM MMM BO3MOXHOCTW, Tpebyolme pacCMOTPeHUss B
KayecTBe Mep No NOCTOSIHHOMY YIy4LLEHMIO.

NMpunoxeHune A (cnpaBo4Hoe). Pa3bsacHeHUue
HOBOW CTPYKTYPbl, TEPMUHONOMMN U NOHATUN

MpunoxeHne A
(cnpaBo4HOe)



A1 CtpyKTypa 1 Te pMuHonorusi

CTpykTypa pasgenoB (T.e. nocrnegoBaTenbHOCTb pasferioB) M 4acTb
TEPMMHOSMOMMM HaCTOSILLEro cTaHgapTa MO CpaBHEHMIO C MNpeablaylien Bepcuen
(MCO 9001:2008) 6bINMM  M3MEHeHbl B Uensax  YrydlweHWs  CTPYKTYpPHOM
COBMECTUMOCTU C APYrMMU CTaHOapTaMu Ha CUCTEMbl MEHE)KMEHTA.

B HacToswem cTaHgapTe He cogepxutcs TpeboBaHWsi O MPUMEHEHUUN ero
CTPYKTYpbl M TEPMMHOMOMMM K [OKYMEHTUPOBAHHON WHGOpMaLUM CUCTEMDI
MEHEeO)KMEHTa KadecTBa opraHM3aLun.

[aHHas CTpykTypa pas3genoB npedHasHadyeHa B Oonbwen mepe Ans
obecneveHns cornacoBaHHOrO U3NoXeHnsa TpeboBaHWK, Yem A Toro, 4Tobbl ObIThb
MoZenblo ANs AOKYMEHTMPOBAHWUS MONUTUMK, LEnen M npoLecCoB OpraHv3auumu.
CTpykTypa u cogepxaHue [OKYMEHTUPOBAHHOM MHAOPMaLMM, OTHOCSILLENCS K
cUcTemMe MeHegXMeHTa KadecTBa, YacTo MoryT ObiTb Gonee nogxoaawmmmn ans
nonb3oBaTenen, €ecnn OOKYMEHTUPOBaHHass WHGOpPMaUMs OTHOCUTCS KaK K
npoueccaM, QYHKLNOHMPYIOLWMM B OpraHuM3aumm, Tak W K UHopmauuu,
NpUMEeHAeMOoN ONA Apyrux Lenen.

Urobbl ycTaHaBnmBaTb TpebOBaHUA K CUCTEME MEHeXMEHTa KadecTBa, BOBCE
He ob6sa3aTenbHO TEPMUHbI, UCMOMb3yEMble OpraHu3auunen, 3aMeHsaTb TepMUHaAMU,
ncrnonb3yembiMM B HacTosiwemM ctaHgapte. OpraHu3aumm MOryT UCMOfb30oBaTb
TEPMUHbI, KOTOpbIE OHM COYTYT 6oree noaxoosuwMn Ofs CBOEN LeATEeNbHOCTU
(Hanpumep, ucnonb3oBaTb TEPMUHBI "3anmcKn”, "aokymeHTaums", "NpoTokonb!”, a He
"NOKYMeHTMpoBaHHaa nHdopMaums”, nnm ncnonb3osaTb “"nocTaswuk”, "naptHep”,
"npogasel”, a He "BHewWwHW noctaBwuk"). B Tabnmue A.1 nokasaHbl OCHOBHblE
pasnMuusa B TEPMUHOSIOMMM Mexay HacToswen sepcmen ctaHgapta MCO 9001 m ero
npeabiayLen Bepcuen.

Tabrmua A.1 - OcHoBHble pasnnuma B TepmuHonorun mexay MCO 9001:2008 wm
NCO 9001:2015



NCO 9001:2008

NCO 9001:2015

Mpoaykuna

Mpogykuusa n ycnyrm

UcknoueHus

He npumeHsieTcs

(Cwm. Mpunoxenne A5 ana NOSICHEHWN,
KacarLmxcsi NPUMEHNMOCTN)

npeﬂ,CTaBMTeﬂb pykoBoAcCTBa

He npumeHsieTca

(AHanornyHble  OTBETCTBEHHOCTb W

MOMHOMOYMSA  YCTAHOBSEHbI, HO HET
TpeboBaHua B OTHOLLEHUMU
€4VHCTBEHHOro npeactaBuTens
pykoBOoACTBa)

HokymeHTau s, PYKOBOACTBO MO
Ka4yecTBy, [OKYMEHTUPOBAHHbIE
npouenypbl, 3anMcu

[oKyMeHTUpoBaHHaa nHGopMaLms

MpounsBoacTBEHHas cpeaa Cpena ans YHKLMOHMPOBAHUSA
npoLeccos

O6opynoBaHne pfns MoOHUTOpUHra W |l Pecypchl ans MOHUTOPUMHra "

n3mMepeHnin N3MepeHnN

3akynneHHas NpoayKLuus

BHelwHe nocTaBnsieMble NPOAYyKUMS U
ycnyr

lNocTaBLMK

BHelHMIn nocTaBLMK




A2 MNpoaykuus v ycnyru

B NCO 9001:2008 wucnonb3oBancs TepMyH "npoaykumsa" ons oxeata BCeX
KaTteropun BbIXo4oB. B OaHHOM BepcuMM HacTOsILLEro cTanHgapTa MUCnofb3yeTcd
crnosoco4yeTaHre "npoaykuua u ycnyrn". CnosocodetaHve "npoaykuma u ycnyrn'”
oXxBaTblBAaeT BCE KaTeropum BbIXOAOB (TEXHWYECKME CpeacTBa, YCnyru,
nporpamMmmMHble CpeacTBa U nepepabarbiBaeMblie Matepuarnsl).

CneumanbHoe BKroYeHWe "ycnyr" npegHasHadeHo Ans Toro, YTobbl BblAENUTb
pasnMuua  Mexagy npoaykuuem u o ycnyramvm  npu NPUMEHEHUN  HEKOTOpbIX
TpeboBaHUN. XapakTepHOM OCOOEHHOCTbLIO YCIyr SABMAETCS TO, YTO, MO MEHbLUEN
Mepe, YacTb BbIxOA4a MonydaeTcs npu HenocpeCTBEHHOM B3auUMOOENCTBUWN C
notpebuteneMm. OTO O3HaYaeT, Hanpumep, YTO COOTBETCTBME TpebOBaHWMAM He
BCerga MoxeT 6bITb NOATBEPKOEHO 40 3aBepLUEHMS NPeaOoCTaBEeHNS YCyru.

B 6onbwmHCTBE crnydaeB "npoaykums” u "ycnyrn" Mcnonb3ytoTCss COBMECTHO.
BOMNbWKWHCTBO BLIXOOOB, KOTOPbIE OpraHvM3auusi NocTaBnseT NoTpedbuTenam unm
KOTOpble UM MOCTaBMIAT BHELUHNE NOCTAaBLUMKMW, BKIIHOYAKOT Kak NPOAYKLMIO, Tak M
ycnyrn. Hanpumep, mMatepmanbHas unnm HematepuanbHas NpoayKumst MOXET UMETb
HEKOTOPYID CBSI3@HHYHO C HeW YCnyry, unuM ycryra MOXeT WMETb HEKOTOPYHo
CBSI3@HHYIO C HEW MaTepuasbHYH UM HemMaTepuanbHy NPOAYKLUMIO.

A.3 NoHumaHne noTpeOGHOCTEN U OXNAAHMN 3aUHTE Pe COBAHHbLIX CTOPOH

Mogpasgen 4.2 copgepxuit TpeboBaHMA K oOpraHusauuu onpeaensitb
3auHTEepecoBaHHble CTOPOHbI, KOTOpbl€ WMEKT OTHOLWEHWEe K cucteme
MEHeKMEeHTa KavyecTBa, U TpeboBaHMsA 3TUX 3aMHTEPECOBaHHbIX CTOPOH. OfgHaKo
nogpasgen 4.2 He nogpasymeBaeT paclmpeHne TpeboBaHUMW  CUCTEMbI
MeHe)KMeHTa KayecTBa 3a paMku obracTu NpUMeEHeHWs HacTOsLEero cTaHaapTa.
Kak yctaHoBneHo B "OGnactu npMMeHeHus" HacTosAWMKA CcTaH4apT NpUMEHSAeTCSA
Toraga, Korga opraHusaumm HeobxoaMMo NPOAEMOHCTPUPOBaTh CBOK CMOCOOHOCTL
Ha NOCTOSIHHOW OCHOBE ObecnevnBaTb NOCTaBKY NPOAYKLMW U YCIyr, OTBEYaoLLMX
TpeboBaHMAM noTpedbutenen n NPUMEHNMbIM 3aKoHO4aTENbHbIM U HOPMaTUBHbLIM
npaBoBbIM TpPeboBaHUSIM, M HaLENEeHHOCTb Ha MOBbILEHME YOO0BETBOPEHHOCTH
notpedutenen.

B HacTosiwem cTaHgapte HeT TpeboBaHuMs O TOM, 4TOObI OpraHu3auuns
paccmaTtpuBana 3auMHTEPECOBaHHbIE CTOPOHbI, KOTOpble He Oblnn onpeaeneHbl
AaHHOM OpraHmMsaunen Kak umeropme OTHOLLUEHVME K ee CUCTEME MEHeKMEHTa
kadecTBa. OpraHmsauus cama pelaeTr OTHOCUTCHA NN Kakoe-nmbo KOHKpeTHoe
TpeboBaHMe COOTBETCTBYHOLLEN CTOPOHBI K €e CUCTEME MEHEPKMEHTA KayecTBa.

A4 Puck-opneHTMpoBaHHOE MbILLfIeHNE



KoHuenumss  pUCK-OPUEHTUPOBAHHOIO  MbILWIEHUS  MNpocrexvBanacb U B
npeablaylien BepcumM HacTOosILLEro CTaHgapTa, Hanpumep, yYepes TpeboBaHus K
MAaHNPOBAHWUIO, aHanu3y 1 yrydleHno. HacToswmn ctaHgapT ycTaHaBnMBaeT And
opraHusauum TpeboBaHne noHnMaTb ee cpeay (cMm. 4.1) n onpenensaTb PUCKK, Kak
OCHOBY [Ana nnaHupoBaHuss (cM. 6.1). OTO OTpaxaeT NPUMEHEHUE PUCK-
OPVEHTUPOBAHHOMO MbILWIEHNS A9 MMAaHUPOBaHUA W BHeOpPEeHus MpoLeccoB
CUCTEMbl MeHekMeHTa KadecTBa (CM. 4.4) n Byget nomorate B onpeneneHum
ob6bemMa LOKYMEHTUPOBAHHOW MHGpopMaLLuu.

OpfHa 13 KnoYeBbIX Lienen CUCTEMbl MEHEOXKMEHTa KayecTBa COCTOUT B TOM,
4TOObI OHa AencTBOBana Kak MHCTPYMEHT npeaynpexaeHus. MosaTomy HacTosLWMN
CTaHOapT He MMeeT OTAENbHOro pasgerna Wnn nyHKTa no npegynpexgalowmm
aenctemsam.  [oHATMe  nNpegynpexgarowero LOEeWCTBUA  BblpaXeHo  4vepes
MCMONb30oBaHWE  PUCK-OPUEHTMPOBAHHOTO  MbILWWIEHNA  npu  OPMYynNMpoBKe
TpeboBaHMIN K CUCTEME MEHEPKMEHTA KayecTBa.

PUCK-OpreHTUpOBaHHOE MblILEHMEe, NPUMEHSEMOE B HaCTOSLWEM CTaHaapTe,
cnocobCcTBOBaNO HEKOTOPOMY COKpalleHuto TpeboBaHu npennucbiBatoLLEro
XapakTtepa M UX 3ameHe TpeboBaHMAMM ONMUCbIBAIOLLEro Xapaktepa. HacTtoswmmn
cTaHgapT 6onee yHuBepcarneH, yem MCO 9001:2008, B oTHOLWEHUM TpeboBaHWMi K
npoLeccam, AOKYMEHTMPOBAHHOW NMHpopmaLnm n pacnpeneneHuo
OTBETCTBEHHOCTU B OpraHv3aLun.

HecmoTps Ha To 4TO 6.1 yKasbiBaeT, YTO opraHM3auus OrbkHa NNaHMpoBaTb
OENCTBUS B OTHOLLEHWM PUCKOB, CTaHOapT He TpebyeT dopmann3oBaHHbIX
METOOOB  MEHeXMeHTa  PUCKOB WM AOKYMEHTMPOBAHHOIO  npouecca
MeHeKkmeHTa puckoB. OpraHmsauun MOryT pelwaTtb criegyet v paspabaTbiBaTb
6onee o6LIMPHYO METOAOSOMMI0 MEHEAXMEHTA pUCKka, YeM TpebyeTcsl HaCcTOSALLMM
CTaHOapTOM, HanpuMep, 3a CHET MPUMEHEHUS OPYrMX PYKOBOOALMX YKa3aHUA Uin
CTaHOapToB.

He Bce npoueccbl CUCTEMbI MEHe)KMEHTa KadecTBa obrnagatoT ogMHAKOBLIM
YPOBHEM pUCKa B OTHOLLEHMM CMOCOOHOCTU OpraHu3auum ocTuraTb CBOUX Lenen,
N BIUSHNE HEOoNpeneneHHOCTN He ABNSeTCA OAWHAKOBbLIM ANd opraHu3auui. B
COOTBETCTBMM C TpeboBaHuAMM 6.1 opraHu3aums OTBETCTBEHHA 3a NPUMEHEHWE
PUCK-OPUEHTMPOBAHHOIO MbILLIEHNSS N 3a OENCTBUSA B OTHOLUEHWM pUCKA, B TOM
yucrne uenecoodbpasHoCTb permcTpaumm U COXPaHEHUst AOKYMEHTMPOBaHHOM
NHOPMaLUM Kak CBUAETENbCTBA OnpeaeneHnss pUCKoB OpraHn3aumnen.

A.5 NMpumeHMMOCTL

Mpn onpeoeneHun nNpuMeHMMOCTM TpeboBaHWA CTaHOgapTa K  cuUcTeme
MEHEeI)KMEHTa KadecTBa opraHM3aumm HacTOSLWLMW CTaH4apT He OernaeT CChISIKU Ha
"ncknodeHns”. Tem He MeHee oOpraHusaumsi MOXeT MpPOBOAUTL  aHanu3
NPUMEHMMOCTM TpeboBaHUA C Yy4eTOM pasmMepa WM CIIOXHOCTU OpraHusauuu,
NCMONb3yeMon e MoAeNnn MeHeOXXMeHTa, obnacTu 4esaTenbHOCTU opraHm3aumm u
XapakTepa ee y4nTblBaeMblX PUCKOB U BO3MOXHOCTEMN.

TpeboBaHMss K MNPUMEHMMOCTW paccmaTpumBaloTcs B noapasgene 4.3,
onpeaendLwem yCrioBus, Npu KOTOPbIX OpraHn3aumns MOXeT MPUHATL peLleHne o
TOM, 4TO TpeboBaHMe He MOXET OblTb NPUMEHEHO HW K OOHOMY U3 MPOLLECCOB B
pamkax obnacTu NpPUMEHEHUSI CUCTEMbl MeHemKMeHTa kKadecTBa. OpraHusauus
MOXET MPUHUMATb PELLEHME O TOM, YTO TpeboBaHNE HE NPUMEHSIETCA, TONbKO €CIn
9TO pelleHne He npuBedeT K HecnocobHocTn obecneynTb COOTBETCTBME

NPOAYKLMN 1 YCIYT.



A6 [lokymeHTMpOBaHHas UHo opmaums

Kak coctaensowaa 4Yactb obecrnedeHuss COBMECTMMOCTM C  ApYrumu
cTaHgapTaMuM Ha CUCTEMbl MeHemXMeHTa Oobumn pasgern, Kacarlmncs
"[IOKyMeHTUpOBaHHON MHGopMaL K", BbiN NPUHAT 6€3 3HAYUTENbHOTO U3MEHEHMS
nnm pobaenenHns (cMm. 7.5). Tam, rge BO3MOXHO, TEKCT HACTOSALWEro ctaHaapTa 6bin
cormacoBaH C TpeboBaHusmMu 3TOro pasgena. B cuny aTtoro  TepMuH
"NOKYMEHTMpOBaHHaa uHdopMaums" wucnonb3yetca BO Bcex TpeboBaHusX,
OTHOCSILLMXCS K JOKYMEHTaM.

Tam, rae B MCO 9001:2008 mncnonb3oBanucb cneuuvanbHble TEPMUHbI, Takue
Kak "OOKYMEeHT" wunn "OOKYMEeHTUpOBaHHble npouenypbl”, "pykoBOACTBO MO
KadyecTBy" vnm "nraH KkadectBa", B HACTOSLEN Bepcun cTangapTa onpegerneHbl
TpeboBaHua K "paspaboTke, akTyanmsauum N NPUMEHEHUIO LOKYMEHTUPOBAHHOM
nHopmarun”.

Tam, rme B WCO 9001:2008 wcnonb3oBancss TepMuH "3anucu" Ons
0603HaYeHNs1 OOKYMEHTOB, HeOOXOAMMbIX ANs NpeacTaBfieHUs CBUAETENbCTBA
COOTBETCTBMA TpeboBaHMAM, Tenepb UCMonb3yeTca TpeboBaHue "perncTpupoBaThb
N COXPaHATb  AOKYMEHTMPOBaHHYK  WHopmauuio”. OpraHuMsaumss  Hecet
OTBETCTBEHHOCTb 3a onpeferieHne Toro, Kakasi LOKYMEHTUPOBaHHAs MHAopMaLms
AorpkHa OblTb  3aperMcTpupoBaHa W COXpaHeHa, B TeveHuMe Kakoro nepuoga
BPEMEHM U Kakne cpeacTtaa 6yayT MCNoNb30BaHbl 4518 3TOro.

TpeboBaHne no "pa3paboTke, aKkTyanusauum n NPUMEHEHUNIO"
AOKYMEHTMPOBAHHON MHGOPMaLUM  He WUCKMYaeT BO3MOXHOCTU TOro, 4TO
opraHusauus MOXeT TaKkxe "perncTpupoBaTb " COXpaHATL" aTy

AOKYMEHTUPOBaHHYI0  MHoOpMaLMi0 AN KOHKPETHbIX — Lieneil,  Hanpumep,
PErMCTPMPOBaTb M COXPaHATb NpeablayLme Bepcun HdopmaLmu.

Tam, rge HacToswmMM CTaHgapT ccbinaetcs Ha "mHopmauuk”, a He Ha
"NOKYMEHTMPOBaHHYIO MHopMaLmio" (Hanpumep, B nogpasgene 4.1: "OpraHusaums
AOSDKHA OCYLUECTBATb MOHUTOPUHI M aHanmn3 nHgopmauum o 3TUX BHELHUX U
BHYTPEHHMX cpakTopax"), HeT TpeboBaHWs, 4YTO 3Ta MHGopMaums OorpkHa ObiTb
AOKYMEHTMPOBAHHOW. B Takmx crnyyasx opraHM3aumns MOXET peLUMTb SBMAETCS v
9TO HEOOXOOMMBIM UM YMECTHbIM AN pa3paboTKku, akTyanusauun n npuMeHeHns
AOKYMEHTMPOBaHHOW MHGOpMaL UK.

A7 3HaHnA opraHusauumn

IMyHKT 7.1.6 HacTosWero ctaHgapTa CBs3aH C NOTPebHOCTbIO onpeaenvTb U
OCYLLECTBNATbD MEHEMKMEHT 3HaHWW, noaepXUBaEMbIX oOpraHusauuen, AOns
obecneyeHns QYHKLMOHNPOBAHUSA €€ MpPOLLEeCCOB M LOCTUXEHUS COOTBETCTBUS
NPOAYKLMM U YCIIyT.

TpeboBaHus, OTHOCALLMECS K 3HAHNAM OpraHusaumu, 661 BBEAEHbI C LIENbIO:

a) 3aLmThl opraHu3auum oT NoTepun 3HaHW, Hanpuvep n3-3a:
- TEKY4EeCTU KaapoB;
- HEBO3MOXHOCTU Nory4eHnsa u obmeHa nHgopmarmen;

b) cTuMynmnpoBaHus opraHM3aLmmn K NpUoB PeETEHMIO 3HAHWIA, HaNpPUMep, Ha OCHOBE:
- 0by4eHunsa Ha cOGCTBEHHOM OMbITE;
- HACTaBHUYECTBa;
- M3y4YEeHUsI Ny4dLLIEro onbIiTa.

A8 YnpaBneHue npoueccamu, npoaykLMen U ycrnyramuv, nocraBnsie MbiMU
BHELUHMMM NOCTaBLUMKaAMM

Bce ¢hopMbl BHELLHMX MNOCTaBOK NPOLECCOoB, NPOAYKLWN U YCIyT pacCMOTPEHDI
B 8.4, Hanpumep:



a) 3aKynrieHHble Y NOCTaBLUMKa;
b) nonyyeHHbIe NO CormalleHno ¢ KoMMNaHUen-NapTHEPOM;

C) NOMyYeHHble OT BHELLHEro NocTaBLLMKa Ha OCHOBE ayTCOPCUHIa NpoLLeCCOoB.

AyTcopcuHr Bcerga obrnagaeT OCHOBHOW XapaKTepPUCTMKOM YCNyrn, MOCKOSbKY
MMeeT MO KpanHen mepe OOWH BULO AEATENbHOCTW, ANS BbIMNOMHEHUA KOTOPOro
HeobXxo4MMO B3auMoeNCTBUE NOCTaBLLMKA N OpraHM3aLun.

CpencTBa ynpaBreHusa BHELLHMMM NOCTaBKaMn MOTYT LUMPOKO BapbMpOBaTbCA
B 3aBMCMMOCTM OT XapakTepa npoueccos, Npogykuum n ycnyr. OpraHm3aums moxeT
NPUMEHSITb PUCK-OPUEHTUPOBAHHOE MbILLSIEHNE A1 ONpefeneHns Buga u cpeacTs
yrpaBrieHus, NoaAxXoaswmx A9 KOHKPETHOrO BHELHEro nocTaBLyKa W BHELUHEe
NOCTaBMAEMbIX NPOLLECCOB, NPOAYKLINN 1 YCIyT.

NMpunoxeHune B (cnpaBo4Hoe). Opyrue
MeXAayHapoAHble cTaHAapTbl B obnactu
MeHeAXXMeHTa KayeCcTBa U Ha CUCTEeMbl

MeHeo)KMeHTa KayecTBa, pa3paboTaHHbIe
UCO/TK 176

MpunoxeHne B
(cnpaBo4HOe)



MexayHapoaHble CcTaHAapTbl, ONUCaHME KOTOPbIX MPUMBOAUTCS B HACTOSLUEM
npunoXxeHun, 6binm paspaboTaHbl TexHudeckum kommutetom WCO/TK 176 ana
NpefocTaBneHns  BCMOMOraTteflbHon — MHopMauum  opraHusauusM, KoTopble
NPUMEHSIOT HAaCTOAWMIA CTaHAApPT, U ANS NPeAoCTaBEHNa PyKOBOASALLMX YKa3aHU
opraHmMsaumsM, CTpeMsawmMca npeB3orMTn ero TpebosaHus. PykoBoasuwme
yKasaHus unn TpeboBaHus, cogepxalmecs B JOKYMEHTaX, NepeynCcrieHHbIX B 3TOM
NPUNOXEHUWN, He AOMNOMHAT U HE U3MEHSAIOT TpeboBaHNS HaCcTOALLEro cTaHaapTa.

Tabnmua B.1 nokasbiBaeT B3aMMOCBA3b MeXay 9TUMM CTaHgapTamum U
COOTBETCTBYHOLMMU pa3fenammn HacTosLEero ctaHgapTa.

HacTosilee npunoxeHne He COaepPXUT CCbINIKM Ha OoTpacneBble CTaH4apThbl Ha
CUCTEMbl MEHEMKMEHTa KadecTBa, pa3paboTaHHble TEXHUYECKUM KOMUTETOM
NCO/TK 176.

Hactosaumin ctaHgapT <€BRAseTcs OOHUM K3 Tpex OCHOBOMOMararoLLmx
cTaHgapToB, pa3paboTtaHHbix MCO/TK 176.

MCO 9000 Cucrembl MeHeaXMeHTa KavyectBa. OCHOBHbIE MOJIOXKEHMA U
cnoBapb CO03JaeT OCHOBbl [fs Haanexawero MOHVMaHus W BHeLpeHUs
HacToswero cTtaHgapta. [lpuHUMnbl  MeHegXMeHTa KadecTBa, nogpobHoe
onucaHue kotopbix gaetca B MCO 9000, 6bim yuTeHbl B npouecce paspaboTku
HacToswero ctaHgapta. Camu 3Ty NPUHLKUNBI HE ABMATCA TPeboBaHNSMA, HO OHM
dopMUPYIOT OCHOBY Onsi TeX TpeboBaHWA, KOTOpble YyCTaHaBMMBaAET HACTOSILUMM
ctangapt. MCO 9000 Takxe onpegenseTr TepMUHbI, onpeneneHns U OCHOBHbIE
MNOHATUSA, UCMONb3yeMble B HACTOSILLEM CTaHAapTe.

nNCO 9001 (HacToAIWMM  cTaHpapT)  ycTaHaBrmBaeT  TpeboBaHus,
HanpaefeHHble rMaBHbIM 06pa3oM Ha co3faHue 4oBepusi K MPOLYKLUN 1 ycryram,
npegnaraemMbiM  OopraHusauuen, W, MNOCPeAcTBOM  3TOr0, Ha  MNOBbILEHWE
YAOBNETBOPEHHOCTM noTpebuTtenen. MoxHO Takxe oxuaaTb, YTO Hagnexailee
BHEJpPEeHVe 3TOro cTaHgapTa NpuUHeceT Apyrve BbIroAdbl AN opraHu3auumu, Takue
Kak YrydlWeHHbIN BHYTPEHHUA OOMeH WHdOopMaumnen, ny4yliee foHUMaHe W
yrnpasrieH1e npoleccamm opraHM3aLun.

MCO 9004 MeHeaXMeHT pAONA OOCTMXKEHUS YCTOMYMBOro ycnexa
opraHmsaumm. [Moaxon Ha OCHOBe MeHeAXMeHTa KavecTBa COOEPXUT
pyKOBOASILLME YyKa3aHUSA Of15 OpraHu3auum, CTpeMsilLmxcs npeB3onTn TpeboBaHus
HaCcTOsAILEro ctaHaapTa, oxsaTbiBas Gonee LUMPOKUA CNEKTP BOMPOCOB C TEM,
4TOBbl 3TO MO0 BECTU K YMyylWeHWo obumx pes3ynbtaTtoB OesTeNlbHOCTU
opraHusaumm. MCO 9004 BknoyaeT MeToan4eckoe pyKOBOACTBO MO CaMOOLEHKE C
Tem, 4ToObl OpraHusauuMnm UMenn BO3MOXHOCTb OLEHMBaTb YPOBEHb 3pPesiocTu
CBOWX CUCTEM MEHEeXKMEHTa Ka4ecTBa.

MexayHapoaHble CTaHOapThl, ONUCaHHbIE HbKe, MOTYT NOMOYb OpraHM3auunsm,
KOrda OHW BHEOPSAT WM CTPEMATCSA YrydlWMTb CBOM CUCTEMbl MEHEIKMEHTa
KayecTBa, NpoLecChbl Un BUAbI OEeATENbHOCTMU.

MCO 10001 MeHeaXMeHT. YAOBNETBOPEHHOCTL MNOTpebuTEenemn.
PykoBoasiume ykaszaHus no npaBunam noBefeHusi ANA opraHU3auum CnyxuTt
AnNa  opraHuM3auuM pPyKOBOACTBOM B OrnpeferneHunm Toro, 4To ee Mepbl Mo
obecnevyeHno yooBNEeTBOPEHHOCTN NoTpebuTenen otBevaroT Ux NOTPEOHOCTSAM U
oxugaHuam. lNpuMeHeHve cTaHaapTa MOXET MOBbICUTL AoBepue noTpebutenen K
opraHmMsaumm 1 ynydwmTb MOHMMaHue noTpebuTensaMm TOro, YTO OHWU MOryT
oxvgaTb OT OpraHu3aumu, TeM CaMblM CHUXad BEPOATHOCTb HeaopasyMeHun U
NpeTeH3nn.

MCO 10002 MeHeXKMEHT KayecTBa. Y40BNeTBOPEHHOCTL NOTpebuTtenen.
PykoBogsilume ykasaHusi Mo yrnpaBfieHUI0 MNpPeTEH3UAMU B oOpraHusauusix
CIY>XUT PyKOBOACTBOM MO npoLeccy obpalleHnsa ¢ NpeTeH3namMmn Yyepes npusHaHie
N n3ydeHne noTpebHoCcTen 1 oxmnaaHN CTOPOH, OB paLLaLLMXCA C NPEeTEH3UAMU, U



MPUHATUS PELLEeHUA MO pa3peLLeHno BOMPOCOB, CBSA3aHHbIX C npeTeH3nsmu. OH
obecneunBaeT OTKPbITbIN, Pe3yrbTaTUBHbLIN U NPOCTOM AN NPUMEHEHMS NpoLecc,
BKMOYAKOWMM NOAroToBKY nepcoHana. OH Takke MOXeT WCNonb30BaTbCA B
KayecTBe pyKoBOACTBa MarbiMU NpeanpusaTusImMu.

MCO 10003 MeHeXMeHT KauyecTBa. Y40BNeTBOPEHHOCTL NOTpebutenen.
PykoBogsilume ykasaHusi no yperynuMpoBaHUIO CMOPHbIX BOMPOCOB BHe
opraHuM3aumMm CIryXuT pPYKOBOACTBOM A5 pe3ynbTaTMBHOMO UM 3GhdeKTUBHOMO
pa3speLLeHns CMopoB BHE OpraHmn3aLmi No NpeTeH3nsiM, CBA3aHHbIM C NPoaYKLMEN.
PaspeLueHre cnopoB sBNSIETCA CPeACTBOM YperynmpoBaHnst CUTyauum B criyyasix,
Korga opraHMsauum He MOryT yperynMpoBaTb BOMPOCbI MO  YAOBMETBOPEHUIO
NPeTeH3nn BHYTPU OpraHusauun. BomnbLUMHCTBO NPEeTeH3nin MOoryT ObiTb YCMELLHO
paspeLleHbl BHYTpY opraHu3aummn 6e3 npuMeHeHus npowuenyp, B KOTOPbIX CTOPOHbI
BbICTYNatT NPOTUBOOOPCTBYHOLLMMIN CTOPOHAMM.

MCO 10004 MeHe)KMEHT KayecTBa. YA40BNEeTBOPEHHOCTL NOTpebutenen.
PykoBoasilume ykazaHusi N0 MOHUTOPUHIY U U3MEPEHUIO CIYXUT PyKOBOACTBOM
Ana  BblpabOTKM Mep, HanpaBfeHHbIX Ha MOBbIWEHME YAOBMAETBOPEHHOCTU
notTpebutenen n Ha WAEHTUGMKALNIO BO3MOXHOCTEN YNyYLIEHWS NPOAYKLMMU,
NPOLIECCOB M XapakTEPUCTUK, KOTOpble SABMSKOTCSA LEHHbIMW ANs noTpebutenen.
Takne mMepbl MOryT YCUNUTb NOSNBHOCTL NOTpebuTene u NoMoYvb OpraHu3auum
yaepxaTtb notpeburenen.

MCO 10005 Cucrembl meHeaXXMeHTa KavyectBa. PykoBoasiume ykasaHusi
Nno nrfiaHamMm KavyectBa CNyXMT PYKOBOACTBOM MO pa3paboTke U MCNOfb30BaHWUIO
MMaHOB KayecTBa KaK CBA3YWLIEro cpeacTtBa, CBsa3blBawowero TpeboBaHus
npouecca, nNpoaykTa, MpoeKkTa WM KOHTpakTa C pabodnmmmn meTogamm W
npakTukamy, obecneuymBalLMX MNPOU3BOACTBO npoaykuun. [peumywiectsa ot
pa3paboTkn nnaHa kadyecTBa OyayT BblpaXaTbCHA B MOBLILEHHON YBEPEHHOCTU B
TOM, 4YTO TpeboBaHuA OyayT BbINOMHEHbI, YTO MNPOLLECCHbl HaXOAATCA Mo
yrnpaBfeHneM, a TaKkxxe B MOTUBAL MM BCEX, KTO BOBMEYEH B paborTy.

MCO 10006 CucreMbl MeHeaXXMeHTa KavyectBa. PykoBoasilume ykasaHusi
No MeHeMXMEHTy KayecTBa B NpoeKTax MPUMEHUM K LUMPOKOMY CMEKTPY
MNPOEKTOB: OT MarbiX A0 60nblmMX, OT MNPOCTbIX [0 CIOXHbIX, OT OTAENbHOro
npoekTa [0 MNpOeKkTa, SABMAIWErocs 4acTtbio cepumn npoektoB. MCO 10006
MCNOMb3yeTCH NepcoHasrioMm, OCYLIEeCTBASIOWMM PYKOBOLACTBO NPOeKTamMu, U Temu,
KOMY HY>HO obecnednTb NpUMEHEHNE NX opraHM3aumen NpakTUK, CoOa4epXaLLmxca B
ctaHgaptax MCO, npeaHasHa4yeHHbIX A5l CUCTEM MEHEOKMEHTA KadyecTBa.

MCO 10007 Cucrembl MeHeaXXMeHTa KayectBa. PykoBoasiume ykasaHusi
No MeHeXMeHTY KoHdurypauum npegHasHadyeH ANns OKasaHus CcoOencTBud
opraHm3aumsaM, NPUMEHSIOLWM yrpaBneHne KoHdurypaumen ons TEXHUYECKOro U
agMVHUCTPATUBHOTO PYKOBOACTBA HA MPOTSIKEHUM BCEr0 XU3HEHHOro LMKNa
npogaykumn. MeHeoXMEHT KOHdurypaumm MoxeT 6ObiTb MCNOMb30BaH  Anid
BbIMOSIHEHNST TPebOoBaHUN K MAEHTUMKAUUM N NPOCIEXMBAEMOCTM NPOAYKL MU,
YCTaHOBIIEHHbIX B HACTOSLLEM CTaHAapTe.

MCO 10008 MeHeXKMEHT KayecTBa. Y40BNEeTBOPEHHOCTL NOTpebutenen.
PykoBoasiume yKasaHMsi NO 3f1IEKTPOHHLIM TOProBbIM cAesikam Mexay
ropuanvyeckumMm n pusnyecKkMmMm nuuamMm aet pyKOBOACTBO MO TOMY, Kakmm
o6pa3om opraHM3aumm MOryT BHELPUTb PE3YNbTaTUBHYO U 3GEKTUBHYIO CUCTEMY
A 3NEKTPOHHBLIX TOProBbIX ONepauui Mexay opraHM3aumsamMm n notTpedurenamm, n
TeM CamMblM CO34aTb OCHOBY A7 TOro, 4To6bl NOTPEOUTENN NMENN NOBLILLEHHYHO
YBEPEHHOCTb B OTHOLLUEHMW TaKUX 3MEKTPOHHbLIX TOProBbiX OMepaLuii; NOBbLICUTb
CNocobHOCTL OpraHM3auMn yaoBneTBOpPATb MOTpeduTenen; a Takke YMEHbLUWTb
KONM4eCTBO NPEeTEH3UIN 1 CNOPOB.

MCO 10012 Cucrembl MeHepXXMeHTa u3MepeHun. TpeboBaHuMA K
npoueccam U3MEpeHUn U U3MepUTESIbHOMY OOOpPYyAOBaHUKO  CIYXUT



PYKOBOACTBOM ang MeHeKMeHTa N3MepUTENbHbIX npoLeccos n
METPOSIOrM4ecKoro noaTBepXaeHus N3MepPUTENLHOIO obopyaoBaHus,
ncnonb3yembiMm  ana  obecnedeHMss M AEMOHCTpauum  COOTBETCTBUSA
meTpornormyeckum  TpeboBaHnsaMm. CTtaHgapT  yCTaHaBnvMBaeT  TpeboBaHus
MEHe)KMEHTa KayecTBa B CUCTEME MEHeLXMEHTa U3MEPEHUN Of1S BbIMNONHEHUS
MEeTPOSIorM4eckmx TpeboBaHuin.

MCO/TO 10013 PykoBoasilue yKasaHUS NO AOKYMEHTUPOBAHUIO CUCTEM
MeHeM)KMEeHTa KayecTBa COLEPXUT PYKOBOASALME yKasaHus no paspaboTke wu
NPUMEHEHNIO  AOKYMEHTauuM, HeobxoouMonm AOnd  CUCTEMbl  MEHeaXMeHTa
KayecTBa. OJTOT TEXHWYECKMMN OTYET MOXET OblTb WCNONb30BaH Anid
AOKYMEHTMPOBAHUSI CUCTEM MEHEOXXMEHTA, OTIIMYHbIX OT CUCTEM MEHeXMeHTa
KayecTBa, 48 KOTOpbIX NpeaHasHaveHbl ctaHgapTel MCO, Hanpumep, Ang cuctem
9KOSI0rM4ecKoro MeHegXMeHTa n cucTeM MeHekMeHTa 6e30nacHOCTW.

MCO 10014 MeHepxmeHT KayectBa. PykoBoasime ykasaHus no
OOCTXKEHUIO (PUHAHCOBBLIX M 3IKOHOMMYECKUX MNpPeuMyllecTB aapecoBaH
BbicleMy pykoBogcTBy. CTaHOapT COOAEPXUT PYKOBOASALME YKa3aHus Mo
OOCTWKEHMIO (OMHAHCOBLIX U 9KOHOMMYECKMX MPEUMYLLECTB 3@ CYET NPUMEHEHUS
NPVHUMMNOB MeHemkMeHTa KadectBa. OH nomoraetT B paboTte no MpUMMEHEHUIO
MPUHLUMUMOB MeHeKMeHTa M obrierdaeT BbIOOP METOL4OB M MHCTPYMEHTalbHbIX
CPeACTB, NO3BOSAOLWMX 06ecnevnTb YCTOMUYUBLIN YCNEX OpraHM3aLmu.

MCO 10015 MeHepxmeHT KayectBa. PykoBoasime ykasaHus no
oby4yeHUI0 npeanaraeT PyKOBOASLIME YKa3aHUS, HanpaBrieHHble Ha OKa3aHue
MOMOLLY OpraHmM3aumsM M MOCBSILUEHHbIE BOMpocaM, CBA3aHHbIM C OBydeHueMm.
CtaHgapT MOXeT npuMeHATbCA B NOObIX cuTyaumsix, Korga Tpebyetcs
PYKOBOACTBO, YTOObl pacKpbiTb COAEPKAHME U MHTEPNpPEeTUpPOBaTb CCbINKU Ha
"obpaszoBaHne" u  "obGy4veHue", wucnonb3dyemble B cTaHgaptax WCO,
npegHasHayYeHHbIX Of5 CUCTEeM MeHemXMeHTa kadecTtBa. Jllobasa ccbinka Ha
"0By4eHne" BKktoYaeT Bce TuUnbl 00pasoBaHNA 1 NOLTOTOBKM.

MCO/TO 10017 PykoBoasilumMe yKazaHMA NO MPUMEHEHUI0 CTaTUCTU4e CKUX
meTogoB B cootBetctBMM ¢ MCO 9001:2000 npenocTaBnseT pa3bsACHEHUS B
OTHOLLEHUM CTaTUCTUYECKMX METOAOB, MNPUMEHEHME KOTOPbIX CBSA3AHO C
N3MEHYMBOCTbIO, HAbNgaemon B NoBeAEHNM U pesyrbTaTax NpoLeccoB, gaxe B
YCIOBUSAX KaxKyLLencs ctabunbHocTn. CTaTucTnyeckne MeToabl NO3BOMAOT JyyLle
MCNOMb30BaTb UMEOLLMECS LaHHble, NOMOras NpUHMMaThb PeLUeHUsl, N TeM caMbiM
CoOEencTBOBaTb MOCTOAHHOMY YNyYLLEHMIO KayecTBa NPOAYKL MU N NPOLLECCOB AN
OOCTWKEHUS yOOBMETBOPEHHOCTU NOoTpebuTenen.

MCO 10018 MeHepXmeHT KayectBa. PykoBogsiwme yKasaHua no
BOBNEYE€HMUI0 PABGOTHUKOB M UX KOMMETEeHTHOCTU COLEPXUT PYKOBOASLIME
yKa3aHus, KOTOPbl€ OKa3blBalOT BIIUSHWE HA BOBIIEYEHHOCTb M KOMMETEHTHOCTb
paboTHuKoB. CucTtemMa MeHeoXMeHTa KadecTBa 3aBUCUT OT BOBJIEYEHHOCTHU
KOMMETEHTHbIX PabOTHMKOB M OT TOrO, KaKk OHM UCMOSb3YKTCA U HACKOMbKO OHM
WNHTErpMpoBaHbl B opraHmnsaumio. KpanHe BaxHO naeHTudmumpoBaTh, pa3BmBaTtb U
oL eHMBaTb HeOOXoaMMbIE 3HaHWS, HaBbIKK, MOBeAEeHME N paboyyto cpeqy.

MCO 10019 PykoBopasiwme yKasaHusi Mo BblIOOPY KOHCYNbLTAaHTOB NoO
cucteMaM MeHeXXMeHTa KayvyectBa M MUCNONMb30BaHUK WX YCRYr CIyXUT
PYKOBOACTBOM MO BbIOOPY KOHCYNbTAHTOB MO CUCTEMAM MEHELKMEHTA KayecTBa U
ncnonb3oBaHuio nx ycnyr. CTaHgapT gaeT pyKOBOACTBO MO NPOLECcCy OLEHMBaHUS
KOMMETEHTHOCTU KOHCYMbTAHTOB MO CUCTEMaM MeEHedXXMeHTa KavecTBa MU
obecneynBaeT yBEPEHHOCTb B TOM, YTO MNOTPEOHOCTM N OXMAAHMSA OpraHu3auum B
OTHOLLEHWM YCINYT KOHCYNbTaHTOB OyayT YAOBNETBOPEHDI.

MCO 19011 PykoBopgsiwume yKasaHus no ayauTy CACTEM MeHeKMeHTa
CNYy>UT PYKOBOACTBOM MO MEHELKMEHTY nporpammbl ayauta, no nriaHUpOBaHMIO U
NPOBEAEHMIO ayaAUTa CUCTEMbI MEHELKMEHTA, a TaKke MO KOMMETEHTHOCTU M



OLIEHMBaHWUIO ayauTOPOB U ayauTopckux rpynn. OH npeaHasHadeH Ans npuMeHeHus
K ayguTopaM, oOpraHu3auusiM, BHeOpSloLWMM CUCTEMbl  MEHeIKMEHTa, W
opraHvsaumsm, KOTopbiM TpebyeTcs NMpoBOAWUTL ayAUTOPCKME MPOBEPKU CUCTEM
MEeHePKMEeHTa.

Tabnvua B.1 - B3aumocBsasb Mexay ApyrUMy MeXOyHapoAHbIMU CTaHAapTaMu B
obrnactTM MeHem)KMeHTa KadyecTBa, CTaHJapTaMM Ha CUCTEMbl MeHemXMeHTa
KadyecTBa M pa3denaMy HacTosLWEero cTaHaapTa



Dpyrvie

MeXOyHapoaHble

Pasnen HacTosLero ctaHaapTa

CTaHOapTbl
4 5 6 7 8 9 10
MCO 9000 Ko Ko Ko Ko Ko Ko Ko
BCEMY BCEMY BCEMY BCEMY BCEMY BCEMY BCEMY
pasgeny || pasaeny || pasgeny || pasaeny || pasaeny || pasgeny || pasgeny
NCO 9004 Ko Ko Ko Ko Ko Ko Ko
BCEMY BCEMY BCEMY BCEMY BCEMY BCEMY BCEMY
pasgeny || pasaeny || pasgeny || pasaeny || pasaeny || pasgeny || pasgeny
NCO 10001 8.2.2, 9.1.2
8.5.1
NCO 10002 8.2.1 9.1.2 10.2.1
NCO 10003 9.1.2
NCO 10004 9.1.2,
9.1.3
NCO 10005 53 6.1,6.2 |[Ko Ko 9.1 10.2
BCEMY BCEMY
pasgeny || pasgeny
NCO 10006 Ko Ko Ko Ko Ko Ko Ko
BCEMY BCEMY BCEMY BCEMY BCEMY BCEMY BCEMY
pasgeny || pasaeny || pasgeny || pasaeny || pasaeny || pasaeny || pasgeny
NCO 10007 852
NCO 10008 Ko Ko Ko Ko Ko Ko Ko
BCEMY BCEMY BCEMY BCEMY BCEMY BCEMY BCEMY
pasgeny || pasgeny || pasgeny || pasgeny || pasgeny || pasgeny || pasgeny




NCO 10012 715

NCO/TO 10013 7.5

nCO 10014 Ko Ko Ko Ko Ko Ko Ko
BCEMY BCEMY BCEMY | Bcemy || BCceMy BCEMY BCEMY
pasgeny (| pasgeny || pasgeny || pasgeny || pasgeny || pasgeny || pasgeny

NCO 10015 7.2

NCO/TO 10017 6.1 715 9.1

nCO 10018 Ko Ko Ko Ko Ko Ko Ko
BCEMY BCEMY BCEMY | BceMy || BCeMy BCEMY BCEMY
pasgeny (| pasgeny || pasgeny || pasgeny || pasgeny || pasgeny || pasgeny

nNCO 10019 84

NCO 19011 9.2

Mpumevanve - "Ko Bcemy pasgeny" ykasblBaeT Ha TO, 4YTO BCe rnogpasgesibl B

KOHKPETHOM pasgene HacTodwero cTtaHgapta WMEeT OTHOWEeHue K Apyromy

MeXOyHapOoAHOMY CTaHOapTy.

NMpunoxeHune A (cnpaBo4Hoe). CBegeHus o
COOTBETCTBUU CCbINTIOYHbLIX MEXAYHAPOAHbIX
CTaHOApPTOB HaUMOHAaNbHbIM CTaHAapTam

Poccunckoun ®epgepauun

Mpunoxenne OA
(cnpaBo4Hoe)

Tabrmuya OA.1




Ob6o3HayeHne CrteneHb Ob6o3HayeHne n HanMeHoBaHue
CCbINOYHOro COOTBETCTBMUS || COOTBETCTBYIOLLEIO HaLWOHarnbLHOro
MeXOyHapO4HOro cTangapta Poccuiickon ®enepaumm
cTaHgapTa

ISO 9000:2015 IDT [OCT P _KNCO 9000-2015 "Cuctemsbl
MeHegkmeHTa kKadecTBa. OCHOBHblE
NONoXeHUs 1 crnosapb”

ISO 9004:2009 IDT OCT P NCO 9004-2010 "MeHenXmeHT
ANa OOCTWXKEHUSI YCTOMYMBOro ycnexa
opraHmsaumn. [logxogq Ha  OcHoOBe
MEeHe)KMeHTa KayecTBa"

ISO 19011:2011 IDT OCT P nCco 19011-2012
"PykoBogsiume ykasaHua no ayauty
cUCTEM MeHeaXmeHTa"

ISO 9001:2008 IDT TOCT P NCO 9001-2015 "Cwuctewmsl
MeHeKMeHTa kadecTBa. TpeboBaHns"

ISO 10001:2007 IDT OCT P nCco 10001-2009
"MeHemKMeHT KadecTBa.
YOoBneTBOPEHHOCTb notpeburenen.
Pekomerngauum no npasunam
noBeaeHns ana opraHmsayummn”

ISO 10002:2014 *

ISO 10003:2007 IDT oCT P nCco 10003-2009
"MeHemKMeHT KadecTBa.
YOoBneTBOPEHHOCTb notpeburenen.
PekomeHgauum no  yperynMpoBaHuio

CMOPHbIX BOMPOCOB BHE OpraHu3aunun”

ISO 10004:2012



http://docs.cntd.ru/document/1200124393
http://docs.cntd.ru/document/1200082555
http://docs.cntd.ru/document/1200095049
http://docs.cntd.ru/document/1200073894
http://docs.cntd.ru/document/1200073893

ISO 10005:2007

[OCT P NCo 10005-2007

"MeHegKMeHT opraHusauuu.
PykoBogsume yKasaHus no
NnaHMpoBaHUIo kKavyecTea"

ISO 10006:2003

IDT

[OCT P _MCO 10006-2005 "Cuctemsl

MeHe)KMeHTa KadectBa. PykoBogcTtso
no  MeHeKMEeHTYy KayecTBa npwu
NpoeKkTupoBaHnn"

ISO 10007:2003

IDT

[OCT P NCO 10007-2007

"MeHe)KMeHT opraHusauumn.
PykoBogsLme ykazaHusa no yrnpasneHuo

KOHourypaumen"

ISO 10008:2013

IDT

[OCT P NnCo 10008-2014

"MeHegKMeHT KadecTBa.
Y[0oBneTBOPEHHOCTb notpedburenen.
PykoBogswme yKasaHus no
3MNEKTPOHHbIM  TOProBbIM  cAefikam
MeXay pUaNYecKUMM U msanyeckumm
niuamun”

ISO 10012:2003

IDT

[OCT P NCo 10012-2008

"MeHeoXMeHT opraHudauun. CucTtembl
MEeHeKMeHTa n3MepeHun. TpeboBaHus
K npowueccam N3MepeHnn n
n3mepuTensHomMy obopyaosaHuio"

ISO/TR 10013:2001

IDT

OCT P WCO/TO _ 10013-2007

"MeHenxmeHT opraHusauun.
PykoBogcTBO MO  AOKYMEHTMPOBAHMUIO
CUCTEMbl MEHeXMEHTa KavyecTBa"

ISO 10014:2006

IDT

[OCT P NCoO 10014-2008

"MeHemxMeHT opraHusauumn.
PykoBogsiLme ykasaHusi No AOCTWDKEHWIO
9KOHOMMYecKkoro addekTa B cCUCTEME
MeHeQXKMeHTa Ka4yecTBa"

ISO 10015:1999

IDT

OCT P NnCo 10015-2007

"MeHenXmeHT opraHusauun.
PykoBoaswme ykazaHusi no oby4eHnto"



http://docs.cntd.ru/document/1200062243
http://docs.cntd.ru/document/1200041195
http://docs.cntd.ru/document/1200057635
http://docs.cntd.ru/document/1200115818
http://docs.cntd.ru/document/1200071029
http://docs.cntd.ru/document/1200057636
http://docs.cntd.ru/document/1200068728
http://docs.cntd.ru/document/1200062244

ISO/TR 10017:2003 |[IDT OCT P NCo/T0 10017-2005
"Cratuctmnyeckue MeToAbI.

PykoBOACTBO NO  MNPUMEHEHUO B
cootBetcTBUM ¢ FTOCT P NCO 9001"

ISO 10018:2012 DT [OCT P nco 10018-2014
"MeHepxveHT kadecTBa. PykoBogswme
yKa3aHusi No BOBMEYEHUIO pabOTHUKOB U
NX KOMMNETEHTHOCTUN"

ISO 10019:2005 IDT OCT P nNCo 10019-2007
"MeHeoKMeHT opraHusauun.
PykoBoacTBo no BbIGOpY
KOHCYINbTaHTOB no cucTemam
MeHe)XKMeHTa KayecTBa "

NCMONb30BaHUIO UX yCIyr"

*

CooTBETCTBYIOLLMIA  HaUMOHarbHbIM  CTaHgapT oTtcyTtcTByeT. [o ero
YTBEPXKOEHNA pEKOMEHAYETCS UCNONb3oBaTb NEPeBo, Ha PYCCKUN A3bIK aHHOIo
MeXayHapoaHoro ctaHgapTta. [lepeBod OaHHOrO MeXOyHapO4HOro craHaapTa
Haxogutca B  depepanbHOM  MHPOPMAUMOHHOM  OHAE  TEXHUYECKUX
pernameHToB 1 CTaHOapTOB.

MpymevaHve - B HacToswen Tabnuue Mcnofb3oBaHO Crieaytoliee YCroBHOE
0603Ha4YeHmne cTeneHn COOTBETCTBUS CTaHOapTOB:

- IDT - ngeHTn4HblE CTaHaapThI.

bubnuorpadcdun
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