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MpeaucnoBue

ISO (MexayHapoaHas opraHu3aumnsa no cTaHgapTusaumm) aBnseTca BCeMMpHon deaepaumein HaumoHanbHbIX
opraHmsaumMi no craHgapTu3auumn (komuTeToB-dneHoB ISO). PaspaboTtka MexayHapoAaHbIX CTaHAapToOB
0ObIYHO OCYyLLECTBNSETCS TeXHMYeckumMn kommtetamm I1SO. Kaxgbli KOMUTET-UreH, 3anHTepecoBaHHbIA B
OeATenbHOCTW, AN KOTOPOW CO3[aH TEXHWYECKUA KOMUTET, MMEeeT npaBo ObiTb MpeacTaBfeHHbIM B 3TOM
komuteTe. MexayHapoaHble NpaBUTENbCTBEHHbIE N HEMPaBUTENLCTBEHHbIE OpraHn3aLmm, UMetoLLmMe CBA3U C
ISO, Takke NpMHMMAlOT y4yacTue B paboTax. YTo KacaeTcs cTaHOapTM3aumMm B 0b6racTu anekTpoTexHuku, SO
paboTaeT B TECHOM COTpyAHMYecTBe ¢ MexayHapoaHon anekTpoTexHudeckon kommccmen (IEC).

Mpoueaypbl, NPUMeHeHHbIE Ans pa3paboTku 3TOro AOKYMEHTa W npefgHasHadeHHble AN ero ganbHenwero
nogaepxanusi, npmBegeHbl B Yactm 1 [OupektnB ISO/IEC. OcobeHHO cnegyeT OTMETUTb pasfuyHble
KpuTepun opobpeHnsi, HeobxoauMmble AN PasfuYHbIX TUMNOB OOKYMEHTOB ISO. OTOT [OKYMEHT Obin
NMoAaroToBNEeH B COOTBETCTBMM C  MpaBunamu  pegaktmpoBaHus Yactm 2 [Owupektus  ISO/IEC
(cm. www.iso.org/directives).

CnenyeTt MMmeTb B BMAY, YTO HEKOTOPbIE 3fIEMEHTblI HACTOALLEro MEeXAyHapogHOro craHgapta MoryT ObiTb
00BEeKTOM naTeHTHbIX npaB. ISO He 6epeT Ha cebs OTBETCTBEHHOCTb 3a MAEHTMAUKALMIO Kakoro-nnbo nnu
BCEX TaKMX NaTeHTHbIX NpaB. MogpoBGHOCTM NaTEHTHbIX MpaB, ONpPeAeneHHbIX BO Bpems pa3paboTky 3Toro
OOKYMeHTa npuBeAeHbl BO BBEOEHUM MMM B MepevHe nonyyeHHblX SO  naTeHTHbIX — Aeknapauun
(cm. www.iso.org/patents).

Ilobas ToproBasi mapka, MCNONb30BaHHAA B 9TOM AOKYMEHTe, sBnseTca MHdopmauunen, npuBeaeHHoOW ans
yaobcTBa nonb3oBaTenen, U He ABNSeTCA NoAOEPXKKON.

[Ona oObsACHeHMs1 3HayeHus cneunduyeckux TepMUHOB [ISO M BbIPaXEHUN, OTHOCSALLIMXCA K OLEHKe
COOTBETCTBMS, a Takke No MHPOPMaLMN OTHOCUTENBHO MPUBEPXKEHHOCTM ISO cornaleHnto no TEXHUYECKUM
©apbepam B Toproene BecemupHown Toprosow Oprannsaumm (BTO) cm. www.iso.org/iso/foreword.htm.

MexayHapoaHbin ctaHgapT ISO 9001 6bin paspaboTtaH TexHudecknm kommteTom ISO/TC 176 MeHedxmeHm
ka4yecmsea u obecrieyeHue ka4yecmsa, [Nlookomumem 1K 2 Cucmembi kKadecmea.

HacTtosiwee nsaTtoe u3gaHue OTMEHSET U 3amMeHsieT 4deTtBeptoe wusgaHme (ISO 9001:2008), koTopoe
nepecMoTpeHO MNOCPeACTBOM MPUHATUA WU3MEHEHHOW MocneaoBaTeNbHOCTU MYHKTOB, NepecMOTPEeHHbIX
NPUHLMMNOB MEHEKMEHTa KayecTBa M HOBbIX KoHUenuui. OHO Takke OTMEHSIeT U 3ameHAeT TexHU4Yeckyto
nonpasky ISO 9001:2008/Cor.1:2009.
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BBeaeHue

1.1 OO6uwme nonoxeHns

MpmeHeHne cuUCTeEMbl MEHeIKMEHTa KavyecTBa SIBMSIETCS CTpaTerMvyeckMMm pelleHnem Ans opraHusauuu,
KOTOpOE MOXeT MOMOYb YMyYlWUTb pe3ynbTaTbl ee AedATeNnbHOCTU M 0BecneynTb MPOYHYI0 OCHOBY [Aris
WHULMATMB, OPUEHTUPOBAHHBIX HA YCTOMYNBOE pa3BuUTME.

MoTeHumnanbHbIMK npenmylwiecrtsamum anda opraHn3auum ot npuMeHeHmna CUCTeMbl MEHEDKMEHTA Ka4yeCTBa,
OCHOBaHHOW Ha HaCTOSILLIEM CTaHpaapTe, ABNAKTCA:

a) CcnocobHOCTb CTabunbHO NPEeAOCTaBAATbL NPOAYKLMIO U YCNYTn, KOTOpble YA0BNETBOPSAOT TpeboBaHums
noTpebutenew n NPUMeHNMble 3aKOHOAaTENbHbIE 1 HOPMaTUBHbIE NpaBOBble TpeboBaHus;

b) cospaHue BO3MOXHOCTEW ANs NOBbILLEHUS YAOBNETBOPEHHOCTU NOTpebuTenen;
C) HarnpaBreHune yCUnuii Ha pUCKM 1 BO3MOXHOCTM, CBAI3aHHbIE CO CPeof 1 LiensiM1 opraHmM3aunm;

d) BO3MOXXHOCTb npoaemMoHCTpupoBaTb cooTBeTCTBME YCTaHOBJ1€HHbIM Tpe6OBaHVIFIM CUCTEMDI
MeHeXXMEeHTa Ka4ecTBa.

HacTtoAuwumin ctaHaapT MoXXeT UCMOoNb30BaTbCs BHYTPEHHUMU Y BHELLHUMW CTOPOHAMMU.
HacTtosAwumii ctaHaapT He npeanonaraeT HEO6X0AMMOCTb:

— eOvHooGpasus B CTPYKTYPE pasnnyHbIX CUCTEM MEHeI)KMEHTa Ka4ecTBa;

— cornacoBaHusi AOKYMEHTAaLMM CO CTPYKTYPOI pas3fderioB HacTosILLEero cTaHaapTa;

—  UCMNOnb30BaHWSA cneLunanbHON TePMUHOMNOTMI HacTOSLLIEro CTaHAapTa B paMkax opraHusaLum.

Tpe6OBaHl/IF| K Cncremam MeHep)kMeHTa Ka4yeCTBa, yCTaHOBJIEHHblI€ HACTOALWLKMM CTaHOapTOM, ABMNAKTCA
AONOJNTHUTENTbHbIMU K Tpe6OBaHVIF|M K npoaykuum n ycrnyram.

B HacTosWeM cTaHAapTe NpMMEHeEH NPOLLEeCCHbIM NOAX04, KOTOPbIV BKNtoYaeT umkn «naHvpyn — Nenan —
Mposepsan — dencteyn» (PDCA), u pUcK-opueHTUPOBaHHOE MbILLUMIEHMNE.

npOLI,eCCHbIVI noaxoa no3BondaeT opraHn3aunm nnaHMpoBaTb CBOU npouecchbl U UX B3aMMoLeNCTBME.

Peanuszauus uvkna PDCA nossonsieT opraHusaumm obecneuntb ee npoLecchl HeoGXoaMMbIMU pecypcamu,
OCYLLECTBISATh X MEHEDKMEHT, ONpeaensTb 1 peann3oBbiBaTb BO3MOXHOCTM AN YIyULLEHNS.

Puck-opueHTUpoBaHHOE MBbILLNIEHNE MO3BONSAET oOpraHusauun onpeaensTb dakTtopbl, KOTopble MOryT
NPUBECTU K OTKIMTOHEHUIO OT 3anfiaHUPOBaHHbLIX Pe3ynbTaToB NPOLECCOB U CUCTEMbI MEHEKMEHTa KayecTBa
opraHusauuu, a TaKke WCMNonb3oBaTb npedynpexpanolwme CpeacTsa ynpasreHus ANns MUHUMKU3auuu
HeraTMBHbIX MOCNEeACTBUIA Y MaKCMMaribHOIO UCMOMb30BaHMS BO3HMKAOLWMX BO3MOXHOCTEN (A.4).

MocTosiHHOE BbINONHEHUE TpeboBaHUM N y4eT ByayLmnx noTpebHOCTEN M OXuOaHWI B YCrOBUsIX Bce Gonee
OVHaMW4YHOM U CMOXHOW cpedbl CTaBWUT nepeq opraHusaumen CrioxHble 3agjadun. [ns peweHusa atux 3agad
opraHmsauus morna Obl nocuutatb HEOOXOAMMBIM WCMONb30BaTh pPasfnnyYHble (OpMbl  YIy4llEeHUs B
JOMOSTHEHME K KOPPEKUMM W MOCTOSSHHOMY YIYYLLEHWIO, HanpuMmep, Takue Kak NpOopbiBHOE W3MEHEHWe,
WHHOBaUUA 1 peopraHnsauus.

B HacTodLWweMm cTaHgapTe UCNonb3yTcs creytowme rnarosbHble opMbl:

— «JOJDKHa» yKkasbiBaeT Ha TpeboBaHue;
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— «CneayeT» yKasblBaeT Ha peKoMeHOaLMNIo;
— «Morro 6bi» ykasblBaeT Ha paspeLleHme;
— «MOXeT» yKa3blBaeT Ha CrMocobHOCTb UMM BO3MOXHOCTb.

WHbopmaums, o6o3HaveHHas kak «[pumeydaHmey», HOCUT XapakTep PYKOBOAALLMX YKa3aHWI Ans NOHMMaHUs
UMK pa3bsaCHEHN COOTBETCTBYIOLLIEro TpeboBaHuS.

1.2 MpuHUMNbI MeHeAXKMeHTa KavyecTBa

HacTosiwun ctaHgapT OCHOBaH Ha MpUHLUMNAX MEHeMKMEHTa KadecTBa, onucaHHbix B 1SO 9000. OnucaHue
BKITOYAeT POPMYIMPOBKY KaXkdoro npuHUuna n ob6oCHOBaHWe, NoYeMy MPUHLMM BaXKeH AN opraHu3auuu, a
TaKKke HeKoTopble NpuUMepbl MPENMYLLECTB, CBSA3aHHbIX C MPUMHUMMNOM, WU NMPUMEPbl TUMUYHBIX SEACTBUN NO
YIyYLlEeHNIo pe3ynNbTaToB AEATENbHOCTUN OpraHM3aLmm Npu NnpMMeHeHnn npuHumna.

MpuHUKMNBI MEHEOXKMEHTA KavecTBa:

— OpMeHTauus Ha noTpebuTens;

— nnaepcTBo;

— B3aMMoJencTBUe Naen;

— MPOLECCHbIN NOAXOA,;

—  ynyJlleHue;

— MPWHSATME PELLEHUIA, OCHOBaHHbIX HAa CBUAETENbCTBAX;

—  MEHeIXMEHT B3aUMOOTHOLLIEHWNA.

1.3 MpoueccHbI nogxon

1.3.1 OO6Lwue nonoxeHus

Hactoswun craHgapT HanpaeneH Ha NPUMMEHEHMEe «MPOLEeCCHOro noaxogay» npu paspaboTke, BHEAPEHUMU U
YNyULLEeHUN pe3ynbTaTUBHOCTU CUCTEMblI MEHEOXXMEHTa KayecTBa B Liensx NoBbllUeHUs YOOBNETBOPEHHOCTU
notpebutenen nyteM BbINOMHEHUS UX TpeboBaHui. KoHkpeTHble TpeboBaHWs, NPU3HAHHbIE BaXKHbIMKU ONS
BHeOpeHUs NpoLeccHOro noaxoaa, BKYeHbl B nogpasaen 4.4.

lMoHUMaHe N MeHeKMEHT B3aMMOCBSA3aHHbIX NMPOLIECCOB Kak CUCTEMbl CMOCOOCTBYET pe3ynbTaTUBHOCTU U
3(PPeKTUBHOCTU oOpraHu3auum B [JOCTMXKEHUM HAMEYEHHbIX pesynbTaTtoB. OTOT MOAXo4 Mo3BonseT
opraHusaumu ynpasnaATb B3aMMOCBA3SMU M B3aMMO3aBUCMMOCTAMU MeXAy npoueccaMu CUCTEMbl, Tak YTO
obLme pesynbTaThl AEATENBHOCTM OpraHn3aLmnm MoryT ObiTb YryYLLIEHbI.

MpoueccHbIi noaxon BkNO4YaeT B cebs cuctemaTtnyeckoe onpegernieHne U MeHeaKMeHT MPOLEecCoB U UX
B3aMMOAENCTBUSA Taknum obpasomM, YToObl JOCTUraTh HAMEYEHHbIX Pe3yrbTaToB B COOTBETCTBMM C NMOSIUTUKON
B 00nacTu kayecTBa M CTpaTermyeckum HanpasfieHMem opraHusaumm. MeHemXMeHT NpoLeccoB U CUCTEMBI
KaK edMHOro LEeroro MoXeTt JocturatbCsi npu mcnonb3oBaHum umkna PDCA (0.3.2) coBMeCTHO C 0CcoGbiM
BHMMaHNEM K PUCK-OPUEHTUPOBAHHOMY MbiwneHunto (0.3.3), HalueneHHbIX Ha MCMoSib30BaHNE BO3MOXHOCTEN
W NnpeaoTBpaLleHne HexenaTenbHbIX pe3ynbTaToB.

lNpumMeHeHne NpoLeccHOro noaxona B cCUCTeMe MeHePKMEHTa KadecTBa NO3BOSISET:

a) MOHMMaTb M MOCTOSHHO BbINOSMHATL TPeOOBaHMS;

b) paccmaTpuBaTb NPOLECChl C TOYKM 3peHndA nob6aBneHnst MU LLEHHOCTMU;

C) [pocTuraTb pe3ynbTaTUBHOMO hyHKLMOHMPOBAHMS MPOLECCOB;
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d) yny4waTb Npouecchl Ha OCHOBE OLEHMBAHWUS AaHHbLIX U MHAOPMALIMU.

PucyHok 1 naeT cxematudyHoe usobpaxeHue NoGOro npolecca v UNMCTPUPYeT B3aMMOCBA3b 3NEMEHTOB
npouecca. KoHTpomnbHbIE TOYKM MOHUTOPUHTA U M3MepeHUus, Heobxoaumble ONS ynpaBneHus, SBNSAITCA
cneunduyecknMn OnNg Kaxnoro npolecca W GyoyT BapbMpOBaTbCA B 3aBUCUMOCTU OT COOTBETCTBYIOLLUX
PUCKOB.

{— Touxa _: |r Touxa -:

| Hanpumep, 8 opme
Marepuanos,

| (BHyTpEHHEro nnn
BHewWwwero), norpeburens,

| Hanpumep, 8 hopme
| npoaykumm, yenym,

| (BHyTPEHHErO Nk
| BHewHero), Apyrux

_"i”;“"a_ s [ ONOIOHIR
MCTOYHUKM BXOAOB Bxoaw! Bhbixoas! Mony4arenu BbIXOAOB
|
- |
| | | | i
| | | | |
:ﬂPEﬂbIIIYUlVIE I IMATEPMR | MATEPUS, | NOCNEAYIOWME
NPOUECCHI AHEPIUA, | QHEPTUA, | NPOLIECCHI,
| hanpumep, noctasumxa I | MIHOOPMALWS, | UHOOPMALMA,
|

1
|
|
|
|

| Kanpumep, notpebutenn |
|
|
|
|

Apyrux cooteetcTayowmx | pecypcos, | pewenun | CooTBETCTBYIOWIMX
| 3ausirepecosamnHuix cropon | | TpeBoeanui | | 3aUHTEPECOBAHHLIX CTOPOH
| | | | |
! ! ! I i I
S d N J | SS Jd R e e 4

Boamoxnbie cpeacraa ynpasneMus,
@ TBKKE KOHTPOMNbHBIE TONKKM ANA
MOHUTOPMHIA ¥ MIMEPEHUA
PeAyNLTaTon AGATENLHOCTH

PucyHok 1 — CxemaTuyHoe usobpaxeHue 35fieMeHTOB npouecca

1.3.2 Uukn «MnaHupywn — Oenan — NpoBepsan — lencTByn»

Linkn PDCA MoxeT 6bITb MPMMEHEH KO BCEM MPOLECCaM U K CUCTEME MEHEPKMEHTA KayeCcTBa B LIENOM.
PucyHok 2 nnntoctpupyeTt Kak pasgensl 4 — 10 MoryT 6bITb CrpynnmMpoBaHbl B COOTBETCTBMM C Limkiiom PDCA.

Cucrema meHepkMeHTa kadecTsa (4
4 o \
Opranusaums 1 |
v ee cpeaa l Cpencrtea
(4) : obecneyeHus
2| -
D eATEeNbHOCTL
Rl ®)
—a MnaHvDyit YA0BNeTBOPEHHOCTh
QHIpY notpe6uTenei
| %
QueHka L_ 7 /'l
TpeGoBanus Mnanvposanve |, _ Nuaepcreo s pe3ynsLTaTtoB P [ Pesynbratb!
notpebutenen (6) (5) [eATenbHOCTH *Fr' 4 CMK
©) 3 \
| |
I N
J__ . o E : Mpoaykumus
Hewictayi ! Mposepsiit n ycnyrm
|
|

/’»f"

:
I'IOTpeGHomu !
W OXUAaHUA
COOTBETCTBYIOLUNX
3aUHTEPECOBAHHbIX |
CTOpPOH (4) \

YnyJwenuve
(10)

MPUMEYAHUE Lindpbl B ckobOKkax SBASIIOTCA CCbIKamMy Ha pasgesbl HAacTOSLLEro ctaHaapTa.

PucyHok 2 — U3o6paxkeHne CTPYKTYpbl HAaCTOSALLEro cTaH4apTa B COOTBETCTBMMU € umuknom PDCA
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Linkn PDCA MOXHO KpaTko onucaTb Tak:

— MnaHupyi: paspaboTka Lenein cuCTEMbl M ee MNPOLEeCCOB, a Takke oOrpederieHne pPecypcos,
HeobXoaMMbIX AN AOCTMXKEHUST Pe3ynbTaToB B COOTBETCTBUU C TpeboBaHMSIMU NOTpeGUTenein 1 nonmuTUKON
opraHusaumn, onpeaerneHve U paccMOTPEHNE PUCKOB U BO3MOXHOCTEN;

— [enan: BbINOMHEHME TOrO, YTO ObINO 3anaHNPOBaHO;

— MpoBepsit: MOHUTOPWHT U (TaM rOe 3TO MPUMEHMMO) M3MepeHVe MPOLECCOB, MPOAYKUMM W YCryr B
CPaBHEHUM C TMOMUTUKOW, LEensamu, TpeGoBaHUAMKU M 3anfiaHUpPOBaHHbIMU AEWCTBUAMK, U COObLLEHUE O
pesyrbTaTax;

— [OencTByn: NpuHATNE MeEP NO YNyYLIEHUO pPe3yrbTaToB OESTEeNbHOCTU B TOW CTEMNeHU, HAcKoSbKO 3TO
HeobxoauMo.

1.3.3 Puck-opueHTMpOBaHHOE MbILLSIEHUE

Puck-opneHTupoBaHHoe MblwneHne (A.4) Heobxogumo Anst OOCTUXEHUS pe3ynbTaTUBHOCTUM CUCTEMbI
MeHeXMeHTa KayecTBa. KoHuenuust pyck-opMeHTMPOBaHHOIO MblLUfieHUs nogpadymeBanach B npeabigyLien
BEpCMM HAaCTOsLero craHgapTa, BKMoYasi, HanpuMmep, BbINOMHEHWE Mpedynpexaalowmnx OencTBun,
HanpaBneHHbIX Ha MCKYeHne NoTeHUMarnbHbIX HECOOTBETCTBUI, aHanm3 nobbiXx HECOOTBETCTBUI, KOTOPbIE
BO3HMKAIOT, U MpPUHATME Mep MO MNpedoTBPaLLEeHW0 WX MOBTOPEHWUSi, COOTBETCTBYHOLMX MOCNEACTBUAM
HecooTBETCTBYA.

Yto6bl COOTBETCTBOBATL Tpe6OBaHI/IF|M HacTodlwero craHaapTa opraHm3auumn HeobxoaMMo nnaHnMpoBaTb U
BHEOPATb DEencTeunsl, CBHA3aHHble C puUckamm ¥ BO3MOXHOCTAMW. HanpaBneHme ycmnvu7| Ha pUCKn "
BO3MOXHOCTWU CO34aeT OCHOBY AJid nNoOBbIWEHUA pPe3ynbTaTUBHOCTU CUCTEMbl MEeHe)KMeHTa KadecTBa,
OOCTWXEeHUA yny4dlleHHbIX pe3yibTaToB U npegoTBpallieHne He6ﬂar0|’|pVIFITHbIX nocneacTeumn.

B0o3MOXHOCTM MOryT BO3HMKHYTb B CUTyauuu, GrnaronpusTHOW ONS AOCTMXKEHUS HaMeYeHHOro pesynbraTa,
Hanpumep, Kak COBOKYMHOCTb OGCTOSATENbCTB, MO3BONSAOLWMX OpraHuM3auuy npuenekaTb noTpebuTtenen,
pa3pabaTtbiBaTb HOBYIO MPOAYKUMIO M YCNyry, coKpalwlaTb OTXOAbl UMM MOBbIWATL NPOU3BOAUTENBHOCTD.
[eicTBNS B OTHOLLEHUM BO3MOXHOCTEN MOIYT TakkKe BKMOYaTb PacCMOTPEHME CBS3aHHbLIX C HUMU PUCKOB.
Puck aTo BnusiHMe HeonpeaeneHHoCTH, 1 niobas Takasi HeonpeaeneHHOCTb MOXET UMETb MONOXUTENbHbIE
Unu oTpuuaTtenbHble BO3OencTBusl. MNMonoXntenbHoe OTKIMOHEHWEe, BbiTeKawllee U3 pucka, MOXeT co3aaTb
BO3MOXHOCTb, HO HE BCE MONOXUTENbHbIE OTKIIOHEHUSI NPUBOAAT K BO3MOXHOCTSIM.

14 B3anmocBssb ¢ APyrmmun ctaHgaptamMmu, npegHasHa4eHHbIMU onNA CUCTeM MeHe)KMeHTa

B HacTosiLlem cTaHOapTe MpuMeHeHa CTpykTypa, paspabotaHHas ISO gns ynydlweHus CornacoBaHHOCTU
mexgy ctaHgaptamm ISO Ha cucTtembl MEHeMKMEHTa (CM. npunoxenue A.1).

HacTtosawuin CTaHOapT NO3BOJIAET OpraHn3aunmn MNnpUMeHATb I'IpOLI,eCCHbIVI noaoxoa B co4YeTaHuMn C LUUKITOM
PDCA 1 pUCK-OpNEHTUPOBAHHBLIM MbILLSIEHNEM C TEM, 4yTOObI cornacoBaTtb U1 MHTErpmnpoBaTb CBOKO CUCTEMY
MeHe)KMeHTa KayecTBa C Tpe6OBaHI/IF|MI/I Opyrnx ctaHgapToB Ha CUCTEMbl MEHE)KMEHTA.

HacTtoswmn ctangapT cBa3aH co ctaHgapTamu ISO 9000 n 1ISO 9004 cnegyowmm o6pasom:

— ISO 9000 «Cucmembi meHedxmeHma kadecmea. OCHOBHbIE MOMIOXKEHUSI U CI08apby» CO30AEeT BaXKHYIO
OCHOBY A1 HaAnexallero NOHUMaHusi U BHeOPEHNS HACcTOSALLEero cTaHgapTa.

— 1SO 9004 «MeHedxmeHm Onss docmuxkeHUs1 ycmouldueoz20o ycriexa opzaHusauuu. Modxod Ha ocHoee
MeHeOXMeHma Kadecmea» [aeT PYKOBOACTBO OpraHusaumsiM, CTpeMsluMMcs npeB3owTn TpeboBaHus
HacToslLLero cTaHaapTa.

MpunoxeHne B coOepXWT CBEAEHWUS O LPYrUX MeXOyHapoAdHbIX CTaHgapTax B 06racTu MeHemKMeHTa
Ka4yecTBa W cTaHAapTax Ha CUCTEMbl MEHEDKMEHTa KauecTBa, koTopble bbinu paspadoTaHbl ISO/TC 176.
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HacTtosiwmit ctaHaapT He COAEPXKUT KOHKPETHLIX TPEeGOBaHWI K APYrMM CUCTEMaM MeHe)KMEHTa, TakuM Kak
3KONOTMYECKNA MEHEKMEHT, MeHe)KMeHT Ge30macHOCTM Tpyda W oXpaHbl 300pOBbS MM (PMHAHCOBbIN
MEHEKMEHT.

OTpacneBble cTaHaapTbl Ha CUCTEMblI MEHEXKMEHTA KayecTBa pa3paboTaHbl ANs psga oTpacneil Ha OcHoBe
TpeboBaHWIN HacTosiLero craHgapTa. HekoTopble M3 STUX CTaHAAPTOB YCTaHABMMBAKT AOMONHUTESbHbIE
TpeboBaHMsa K CUCTEME MEHEPKMEHTA KayecTBa, B TO BPEMS Kak Apyrne orpaHuyvMBatoTCsi MpeaocTaBeHnem
PYKOBOASILLMX YKa3aHWUi N0 MPUMEHEHUIO HAaCTOSILLEro CTaHAapTa B paMkax KOHKPETHOM OoTpacsu.

MaTpuua, nokasbiBaloLas KOPPENALUI0 Mexay pasaenamMu HacTosILLEro U3gaHus 4aHHOro MeXayHapogHoro
cTaHgapta v npegbigywmm  um3gaHuem (ISO  9001:2008) cm. Ha Beb-canWTe OTKpbLITOrO [OCTyna
ISO/TC 176/SC 2 no ccbinke: www.iso.org/tc176/sc02/public.
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Cuctembl MeHeXKMeHTa KayecTBa. TpeboBaHuA

1 O6GnacTb NnpUMeHeHus

HacTtoawun CTaHOapT yCTaHaBnmBaeT Tpe6OBaHVIFI K CUuctemMe MeHeaXXMeHTa Ka4veCTBa B TeX Clly4yasx, koraa
opraHmnsauuna:

a) HyxgaeTcs B OEMOHCTpauMu CBOEN CNOCOBGHOCTM MOCTOSIHHO MOCTaBMSATb MPOAYKUMIO U(MNn) ycnyru,
oTBevaroLme TpeboBaHMsM noTpebutenei 1 NPUMEHNMbIM 3aKkoHOA4ATENbHBIM M HOPMATUBHBLIM NPaBOBbLIM
TpeboBaHusAM;

b) cTaBuT cBoel Uemnbio MOBbILEHWE YAOBNETBOPEHHOCTU NOTPebOMTENen MNOCPeAcTBOM pe3yribTaTUBHOIO
NMPUMEHEHUS CUCTEMbI MEHEP)KMEHTa Ka4yecTBa, BKIOYas Npouecchl ee ynydleHusi, u obecreveHne
COOTBETCTBUA TpeboBaHUSIM MOTpebuTENer M MNPUMEHUMbIM  3aKOHOAATENbHBIM M HOPMaTUMBHLIM
npaBoBbIM TPebOBaHUSIM.

Bce TpeboBaHusA HacTosLWero ctaHgapTa HOCAT oL M XxapakTep 1 npegHa3HayYeHbl Ans NPpUMEHeHNs NobbiMu
opraHm3aumsmMm He3aBuCuUMO OT MX BuAaa, pasMmepa, NoCTaBngeMon NPoayKUMM U NpegocTaBnAeMbIX YCyr.

NMPUMEYAHME 1 B HacToslwem cTaHgapTe TEPMUHBI «NPOSYKLMS» UMK «yCryra» NPUMEHUMbI TONbKO K NPOAYKLUMN 1
ycnyram, KoTopble npegHa3sHadveHbl unm 3atpeboBaHbl noTpebutenem.

MPUMEYAHWE 2 3akoHogaTtenbHble U HOpMaTUBHbIE NpaBoOBble TpeboBaHUst MOryT ObiTb 0003HAaYEHbI Kak NPaBOBbIE
TpeboBaHus.

2 HopmaTuBHbIe CCbISIKM
Cnegywwmn OOKYMEHT, MOMIHOCTBIO WM YaCTUYHO, SIBNSIETCA HOPMATUBHOW CCbIIKOW Afs HacCTOsILLEro
CTaHgapTa U H606X0,D,I/IM ana ero npuMeHeHus. ,D,J'Iﬂ 0aTUPOBaAHHbLIX CCbIJIOK NMPUMEHAETCA TOJIbKO YyKa3aHHasaA

Bepcus. [Ns HeOaTUPOBaHHBLIX CCbINOK MPUMEHSIETCS MOCINEAHSIS1 BEPCUSI CCbINTOYHOIO AOKYMeHTa (BKMoyast
ntobble nonpaeBku).

ISO 9000:2015, Cucmema meHedxmeHmMa kadyecmea. OCHOBHbIE M0/10XKEHUST U Cri08aphb

3 TepMVIHbI n onpegeneHunsA

B HacTosilem cTaHgapTe NpuMeHeHbl TEpMUHBI 1 onpeaenenns, gaHHsle B 1ISO 9000:2015.

4 Cpepa opraHmsauum

4.1 T[loHuMaHMe opraHu3auum u ee cpeabl

OpraHu3aumsa gorkHa onpefenutb BHELWHWE U BHYTPEHHWE (akTopbl, OTHOCHALIMECH K €e HaMepeHusMm u
cTpaTermyeckomy HampasreHuo 1 BAUSIOWME Ha ee CnocobHOCTb JOCTUraTb HaMeYeHHOro(bIx) pesynbTaTa(oB)

ee CMCTeMbl MeHePKMeHTa Ka4vecTBa.

OpraHun3aums OormKHa OCYLLECTBIATb MOHUTOPUHT N aHanm3 nHopmMauumn 06 3TMX BHELLHUX U BHYTPEHHNX
chakTopax.

NMPUMEYAHWE 1 PaccmaTpuBaembie hakTopbl UMy yCrioBUst MOTYT ObiTb MONOXUTENBHBIMU U OTpULATENBHBIMMN.
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MPUMEYAHUE 2 T[loHnmaHuio BHeELLHeW cpedbl MOXeT CnocobCTBOBATb pPacCMOTpeHue (PaKToOpoB, CBSA3aHHbIX C
3aKoHoAaTenNbHOW, TEeXHOMOMMYeCcKOW, KOHKYPEHTHOW, PbIHOYHOW, KyNbTYpPHOW, COUManbHOW M SKOHOMUYECKOW cpedon Ha
MeXayHapOA4HOM, HaUNOHArNbHOM, PerMoHansHOM UM MECTHOM YPOBHE.

NMPUMEYAHUE 3  TMoHUMaHWIO BHYTPEHHEN Cpebl MOXET CNocobCTBOBATL pacCMOTpeHMe hakTopoB, CBA3AHHbIX C
LEHHOCTAMW, KyNbTYPOW, 3HAHUAMU U pe3yrbTaTamu paboTbl opraHn3auum.

4.2 TMoHumMaHue NOTpPeGHOCTEN U OXKMOAHUN 3aNHTEPEeCOBaHHbIX CTOPOH

C Yy4€TOM BIIUAHUNA, KOTOPOE 3aunHTepeCOBaHHblIE CTOPOHbI OKa3biBAKOT WM MOryT OKa3aTb Ha CNocobHOCTb
opraHm3aumn MnoCTOAHHO MOCTaBliATb NPOAYKUMKO WU yChnyrn, oTBedakuwue Tpe6OBaHVIF|M I'IOTpGGl/ITeJ'IeVI n
NPUMEHNMbIM K HUM 3akKoHOAaTeJlbHbIM N HOPMaTUMBHbIM TMpPaBOBbIM Tpe60BaHVI9IM, opraHm3auma OoJnKHa
onpeaenntb:

a) 3anHTepecoBaHHbI€ CTOPOHbI, MMerLLne OTHOLWLEHNE K CUCTEeMEe MEHEePKMEHTa Ka4yeCTBa,

b) Tpe6OBaHVIﬂ 9TUX 3anHTEpPEeCOBaHHbIX CTOPOH, OTHOCALLMECA K CUICTEME MEHE)KMEeHTa Ka4eCTBa.

OpraHVlsame AOJ1KHa OCyLEeCTBIIATb MOHUTOPUHI 1 aHanm3 VIHd)OpMaLI,VIVI 00 3TmnX 3anHTepecoBaHHbIX
CTOPOHax N X COOTBETCTBYHOLLINX TpeGOBaHMFIX.

4.3 OnpepgeneHue o6nacTu NPUMEHEHUs1 CUCTeMbl MeHeAXKMEHTa KayecTBa

OpraHmaau,vm OOJKHa onpenenntb rpaHnubl CUCTEMbI MEHEIPKMEHTa KadeCTBa U OXBaTbiBaeMylto elo
0enTenbHOCTb, YTObbI YCTaHOBUTb obnactb ee NnPpUMEeHeHus.

Mpw onpegeneHny 06nacTv NPUMEHeHNa opraHM3aumns AOMMKHa paccMaTpuBaTh:
a) BHeLHWe 1 BHYTPeHHNe dakTopsbl (CM. 4.1);

b) TpeboBaHMA COOTBETCTBYHOLLMX 3aMHTEPECOBAHHBIX CTOPOH (CM. 4.2);

C) MPOAYKUMIO N YCIyrn OpraHnsaumn.

OpraHI/I3aLI,VIF| AOOJKHa NPUMEHATL BCE Tpe6OBaHMﬂ HacTodLllero craHgapTa, eClin 3Tm Tpe6OBaHVIFI NPUMEHNMbI
B npeagenax yCTaHOBﬂeHHOVI obnactu NpUMeHeHNA ee CUCTEMblI MEHEKMEHTA KavecTBa.

O6nacTtb nNpUMEeHeHnA CuUctemMbl MeEeHeIXMeHTa KaydecTBa OpraHunsaunm OOJPDKHa ObITb 0OCTynHa,
pa3pa6aTb|BaTbc;|, aKTyanmanpoBaTtbCA U NPUMEHATbCA KaK OOKYMEeHTUpoBaHHasA VIH(bOpMaLI,MFI. O6nacTtb
NnpuMeHeHna OOJKHa YKa3blBaTb Ha OXBaTbiBaeMble BUObl NpoAyKUMKU U yCnyr U OaBaTb obocHoBaHWe Ans
NCKITIO4YEHNA TpeGOBaHMﬂ HacTosdLllero ctaHagapTa, KOTopoe OHa onpeaenuia Kak HenpunmeHnmoe K ee obnactn
NpUMeHeHna CUCTeMbl MEHEDKMEHTa Ka4deCcTBa.

CooTtBeTcTBME TpeGOBaHI/IFlM HacTodlero craHgapta MOXeT OblTb 3asiBNEeHO TOJIbKO B TOM cny4yae, ecnu
Tpe6OBaHVIﬂ, onpegeneHHble KakK HenpuMmeHmmble, He BIIMAKT Ha CMocobHOCTb UMM  OTBETCTBEHHOCTb
opraHuzauunm obecneymBaTb COOTBETCTBUE npogykummn n ycnyr wun noBbIWATE YyAOBNETBOPEHHOCTb
notpeburtenen.

4.4 Cwuctema MeHeQ)KMeHTa Ka4yecTBa M ee npouecchl

441 OpraHusaumsa gomkHa paspabortaTe, BHeOPWUTb, MOAAEPXKMBATbL M MOCTOSHHO Yry4laTb CUCTEMY
MeHeXXMeHTa KadecTBa, BKIHo4Yasd Heo6X0,D,VIMbIe npoueccbl N UX Bsammoneﬁcmmn, B COOTBETCTBUMN C
TpeboBaHMAMM HACTOSLLIEro CTaHaapTa.

OpraHu3auus AomKHa onpeaensaTb Npouecchl, HeobxoanMble Ansi CUCTEMbI MEHEAXXMEHTA KayecTBa, U UX
NpMMeHeHMe B pamKax opraHuMsauumn, a Takke:

a) onpenensTb TpebyemMble BXoObl U 0XnaaeMble BbIXOAbl 3TUX NPOLIECCOB;
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b)

c)

d)

e)

9)

h)
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onpeaensTb NocnegoBaTeribHOCTb Y B3aUMOAENCTBUE 3TUX NPOLIECCOB;

onpeaensTe U NPUMEHSTb KPUTEPUU U MeToAbl (BKMHOYash MOHWUTOPWHI, M3MEPEeHUs U COOTBETCTBYOLLME
nokasaTenu pesynbTaToB [AesATeNnbHOCTU), Heobxoaumble [aAna  obecnevyeHuss  pesynbTaTUBHOIO
(PYHKUMOHMPOBAHUSI 3TUX MPOLIECCOB W YNPaBIEHUs UMU;

onpeaensaTb pecypchl, HeobxoauMble AN 3TMX NPOLIECCOB, U 06ECneYnTb NX OCTYMHOCTD;

pacnpenensite 0653aHHOCTUW, OTBETCTBEHHOCTb U MOSIHOMOYNS B OTHOLLEHWUM 3TUX NMPOLIECCOB;

y4MTbIBaTb PUCKM M BO3MOXXHOCTU B COOTBETCTBUM C TpeboBaHmammn noapasgena 6.1;

oueHnBaTb 3TK Npoueccbl U BHOCUTb ntobble n3amMeHeHus1, Heobxoammble s obecnevyeHns Toro, YTo
npouecchbl AOCTUTAOT HAMEYEHHbIX Pe3yJbTaTOB;

ynyduwaTtb npoueccbl U CUCTEMY MEHEXXMEHTA KavecTBa.

4.4.2 OpraHusaums gomkHa B He06xoanMom oobeme:

a)

b)

5

pa3pabaTbiBaThb, aKTyanMaMpoBaTb Y MPUMEHSTb OKYMEHTMPOBaHHYIO MHAOPMaLNIo Ansi obecneveHmst
(hYHKUMOHMPOBAHUS NMPOLIECCOB;

PEerncTpupoBaTh U COXpaHsATb JOKYMEHTUPOBaHHY MHpopMaumio Ans obecrnevyeHnsi yBepeHHOCTU B TOM,
YTO 3TW NPOLIECCHI OCYLLECTBNAIOTCS B COOTBETCTBUU C TEM, KaK 3TO ObISI0 3annaHMpoBaHo.

INnpepctBO

5.1 JlngepcTtBO U NPUBEPKEHHOCTb

5.1.1 O6Lwme nonoxeHus

Bobicliee PyKOBOACTBO OOJTKHO AEMOHCTPUPOBATL CBOE NTMAEPCTBO U NPpUBEPXEHHOCTb B OTHOLLEHNN CUCTEMDbI
MeHeP)KMeHTa Ka4ecTBa NnocpeaCcTBOM:

a)

b)

c)

d)

)

9)

h)

)
)

NPUHATUA OTBETCTBEHHOCTU 3a pe3yJibTaTUBHOCTb CUCTEMbI MEHE)KMEHTA Ka4eCTBa,

obecneyeHunsi pa3paboTkM NONUTUKN U Lienen B 06nacTu KayecTBa, KOTOPbIE COrNacytTCs C YCNOBUSMM
cpefabl opraH13auum n ee cTpaTernyecknm HanpasneHueM;

obecneyeHnss  uHTerpauum  TpebGOBaHWM  CUCTEMbI  MEHEKMEHTa  KadecTBa B  OuU3Hec-npouecchbl
opraHusaumu;

COAeNCTBMS NPUMEHEHIO MPOLIECCHOrO NOAX0Aa U PUCK-OPUEHTUPOBAHHOMO MbILLMEHWS;
obecrneyeHunss 4OCTYNHOCTM PECYPCOB, HEOBXOANMbIX ANA CUCTEMbI MEHEMKMEHTA KAYeCTBa;

pacnpocTpaHeHuna B opraHn3aynn NnOHMMaHUA BaXXHOCTU pe3yJibTaTUBHOIO MeHeXXMeHTa Ka4vecTBa U
COOTBETCTBUA TpeGOBaHl/IFlM CUCTEMbI MEHEXXMEHTA Ka4eCTBa,

obecneyveHuns OOCTUXKEHNSI CUCTEMON MEHEPKMEHTA Ka4eCTBa HAMEYEHHbIX pe3ynbTaToB,;

BOBIie4eHud, pykoBoACTBa n OKa3aHuA noaaepXxku ydacTtuma pa6OTHVIKOB B obecneyeHun
pe3ynbTatuBHOCTU CUCTEMbI MEHEXKMEHTA Ka4eCTBa,

noaaepPXKn yny4lleHnd;

NOAOEPXKKM APYTMX COOTBETCTBYHOLLMX PYKOBOAMTENEN B AEMOHCTPaLUM M1 NUAepPCTBa B cdhepe nx
OTBETCTBEHHOCTMU;
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NMPUMEYAHUE CnoBo «6usHec» B HacTosileM cTaHgapTe crnegyeT MOHMMaTb B LUMPOKOM CMbICre, Kak oTobpaxeHue
BUOOB [OESATENBbHOCTU, KOTOpblE SIBMASIOTCA KIMOYEBLIMU ANS LENelr CyWeCcTBOBaHMSA OpraHvMsauuy, He3aBMCMMO OT TOro,
SIBNSAETCS NN OHa rocyAapCTBEHHOW, YaCTHOW, CTaBUT M OHa CBOEN Lenbio NoryyYeHne npubbinm unm Her.

5.1.2 OpwueHTauus Ha noTpedutenemn

Bobicwee PYKOBOACTBO OOJI)KHO AEMOHCTPpUpOBAaTh JINAEepCTBO U NPUBEPXKEHHOCTb B OTHOLLEHUN OPUEHTAU NN Ha
ﬂOTpEGMTeﬂeVI nocpencTsom obecneyeHuns Toro, 4To:

a) Tp96OBaHVIﬂ I'IOTpEGVITeﬂeVI, a TaKke npMMeHnmMblie 3akoHodaTels1bHble N HOPpMaTUBHbIE NPaBOBbIE
Tp96OBaHVIﬂ onpeaeneHbl, NOHATbI U HEN3MEHHO BbIMOJTHAKOTCA;

b) PUCKN N BO3MOXXHOCTU, KOTOPblE€ MOTYT OKa3bliBaTb BIIMAHNE Ha COOTBETCTBME NPOAYKUUN N YCIYT N Ha
CMocoBOHOCTL NOBbILWATL yAOBJIETBOPEHHOCTb I'IOTpG‘6VITeJ'Iel7I, onpepneneHbl hpaCCMOTPEHDbI;

C) B LEHTpe BHUMaHWsSi HAXOAUTCS NOBbILLEHNE YOOBNETBOPEHHOCTM NOTpebuTenen.
5.2 Monutuka
5.2.1 PaspaboTka nonuTUKM B 06N1acTn KayecTBa

BhicLee pykoBOACTBO A0OMKHO pa3paboTaTh, peanv3oBbiBaTb U NOAAEPXKMBATL B aKTyanlbHOM COCTOSIHUN
NnonuTKKy B 06nacTy kayecTBa, KOTopas:

a) COOTBETCTBYET HAMEPEHUSIM M Cpeae opraHM3aLm, a Takke NoaaepXnBaeT ee cTpaTerniyeckoe
HanpaBreHue;

b) cospgaeTt ocHOBY ANs yCTaHOBNEHUS Lienen B obnactu ka4yecTBa;

C) BKIOYaeT B cebsi 06513aTEeNbLCTBO COOTBETCTBOBATL NPUMEHUMbIM TPEOOBaHUSAM;

d) BkmtovaeT B cebst 0653aTENBLCTBO NOCTOSIHHO YIyyLllaTh CUCTEMY MEHEPKMEHTA KayecTBa.
5.2.2 [loBeneHue NonMTUKU B 00NacTU KavyecTBa

MonuTtuka B 06nacTu kavecTea 4OIMKHA:

a) ObITb 4OCTYMHOM N NPUMEHATLCS KaK JOKYMEHTMPOBaHHas HopmMauums;

b) ObITb fOBeAEHHOM 0 cBEAEHUSI paDOTHMKOB, MOHATHOM Y MPUMEHSIEMON BHYTPUW OpraHnsauuu;
€) ObITb 4OCTYNHOM NOAXOOALLMM CNIOCOOOM ANsi COOTBETCTBYHOLLMX 3aMHTEPECOBAHHbBIX CTOPOH.
5.3 ®yHKUUK, OTBETCTBEHHOCTb U NOSTHOMOYMA B opraHM3auumn

Bbiclwiee pykoBOACTBO JOMKHO obecneunTb onpeaeneHne, josegeHvne Ao paboTHUKOB U NOHMMaHue B
opraHusaumn 0693aHHOCTEN, OTBETCTBEHHOCTU M MOSTHOMOYNIA ANSA BbINOMHEHNS COOTBETCTBYHOLUMX PYHKLNNA.

Bbicluee pykoBOACTBO AOMKHO pacnpeaennTb 06513aHHOCTU, OTBETCTBEHHOCTb M MOMHOMOYUS ANS:
a) obecneyeHns COOTBETCTBUS CUCTEMbI MEHEOXXMEHTa KadecTBa TpeboBaHMSAM HACTOSILLErO CTaHAapTa;
b) obGecneyeHuns NonyyYeHns HaMeYeHHbIX pPe3yrbTaToB NPOLECCOB;

C) OTYETHOCTW BbICLLEMY PYKOBOACTBY O pe3ynbTatax (PyHKUMOHNPOBaHUS CUCTEMbI MEHEI)KMEHTA KavyecTBa
1 BO3MOXHOCTSIX ee ynyJweHus (10.1);

d) nopaepXku opueHTaumm Ha NoTpebuTens BO BCEM OpraHn3aumm;
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e) COXpaHeHUA LEeNTOCTHOCTU CUCTEMbI MEHEXXKMEHTA Ka4veCTBa Npu niaHnpoBaHMn 1 BHeEOPEHUN N3MeHEeHUI
B CUCTEMY MEeHEe)XKMEHTAa Ka4vecTBa.

6 [lnaHupoBaHue
6.1 [encrBusi B OTHOLUEHMUN PUCKOB U BO3MOXHOCTEWN

6.1.1 Mpy nnaHMpoBaHMM B CUCTEME MEHEXKMEHTA KayecTBa OpraHn3aunsi 4OIMKHA y4eCTb hakTopbl (CM.
4.1) n TpeboBanus (CM. 4.2) n onpeaenntb pUCKM U BO3MOXHOCTM, NoANexallme pacCMOTPEHMIO ANs:

a) obecne4veHunsi YBEPEHHOCTN B TOM, YTO CUCTEMA MEHEeXMEeHTa KavyeCcTBa MOXeT OOCTUYb CBOUX
HaMe4eHHbIX pe3ynbTaToB,;

b) yBenuyeHus nxxkenaemoro BNNAHUS,

C) npeaoTBpaLLeHUs NN yMeHbLLIEHUS UX HeXenaTenbHOro BANSHUS;

d) OocTuKeHus ynydleHus.

6.1.2 OpraHun3aums gormkHa nnaHMpoBaTb:

a) [OencTBus N0 PACCMOTPEHMIO 3TUX PUCKOB U BO3MOXHOCTEN;

b) TO, KAKMM 0Gpasom:
1) wHTerpupoBaTb Y BHEOPUTb 3TU AENCTBUS B MPOLLECCHI CUCTEMbBI MEHEDKMEHTa kavecTsa (CM.4.4);
2)  oueHuBaTb Pe3ynNbTaTUBHOCTb ATUX AEUCTBUN.

Mepbl, NnpUMHMMaemble B OTHOLLEHNN PUCKOB U BO3MOXXHOCTEN, JOJKHbI ObITb nponopunoHasnbHbl X
BO3MOXHOMY BJIMAHUIO Ha COOTBETCTBUE NPOAYKUUN N YCIYT.

MPUMEYAHME 1 BapwvaHTbl pearMpoBaHWsi Ha PUCKU MOTYT BKMuYaTb K3bexaHue pucka, OOMyLIeHWe pucka C TeM,
4YTOObI OTCNEANTb BO3MOXHOCTW, YCTPAHEHWE WCTOYHMKA pUCKa, U3MEHEHUE BEPOATHOCTU UMM MOCNEACTBUN, pasgeneHue
pucka nnv coepXxXvmBaHve pucka nyteM NpUHATAS peLLeHus, OCHOBAHHOIO Ha MHopMaLmi.

MPUMEYAHME 2 BO3MOXHOCTU MOryT MPUBECTU K MPUHATUIO HOBbIX MPaKTWK, 3arnycKy HOBOW MPOAYKUMMW, OTKPbITUIO
HOBbIX PbIHKOB, MOSIBMEHU0 HOBbIX MOTPEOUTENEN, MNOCTPOEHUO MNAPTHEPCKUX OTHOLUEHMIA, WCMOMb30BAHUIO HOBbIX
TEXHOMOrMN W APYIMX XXENaembliX W pearbHbIX BO3MOXHOCTENW, 4YTOObl y4ecTb MNOTPeOHOCTM opraHuM3aummM wnuM ee
notpebutenen.

6.2 Lenu B o6nacTtu kayecTBa v NIIaHUPOBaHME UX JOCTUKEHUSI

6.2.1 OpraHu3aums gormkHa yCTaHOBUTb Lienn B 061acTu kavecTBa Ansi COOTBETCTBYOLLMX PYHKLNNA,
YPOBHEMN, a TakKe NpoLeccoB, HE0BX0AUMbIX ANS CUCTEMbl MEHEA)KMEHTa KavecTsa.

Llenn B obnacTtu ka4ecTBa AOJDKHBbI:

a) ObITb cormacoBaHHbIMU C MOMTUKOM B 06nacTy kKayecTsa;
b) ObITb M3MEPUMBIMMY;

C) yuuTbiBaTb NpMMeHUMble TpeboBaHus;

d) ObiTb cBA3aHHBIMM  C  obecrnievyeHuMem  COOTBETCTBMA  NpPOAYKUMM M YCIYr U MOBbILIEHUEM
yA0OBNeTBOPEHHOCTM NOTpebuTenen;

€) noanexaTb MOHUTOPWHIY;
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f)  ObITb AOBeAEHHBbIMU A0 PabOTHUKOB;
g) aKkTyanusmpoBaTbCsl No Mepe HeobXxoanuMocCTy.

OpraHu3zaumsi gosmkHa paspabaTtbiBaTb, akTyanvaupoBaTh U MPUMEHSTb JOKYMEHTUPOBAHHY0 MHGOpMaLMIO O
Lensix B 065acTy kayecTea.

6.2.2 Mpu NNaHWpoBaHUKM AeCTBUIA NO AOCTUMXKEHMIO Lienei B 06nacTu kKayecTBa opraHM3aLms AOMmMKHa
onpenenuTs:

a) 4TO OOIMKHO ObITh CAenaHo;

b) kakve noTpebytoTcsa pecypcsbl;

C) KTO OyaeT HeCTU OTBETCTBEHHOCTD;

d) «korga 3T gencTeus 6yayT 3aBepLUEHbI;

€) Kakum obpasom OyayT OLeHUBATLCSA pe3ynbTaThbl.
6.3 TlnaHupoBaHMe U3MEeHEeHUN

Tam, rge opraHunsauuda onpenenaet HeobX0AMMOCTb U3MEHEHWI B CUCTEME MEHE)KMEHTA Ka4ecTBa, 3Tn
N3MEHEHNA OOJTKHbI OCYLLECTBIIATLCA Ha nraHoBOMW OCHOBE (CM.4.4).

OpraHusauus gormkHa paccMaTpuBaTh:

a) Uenb BHOCUMOrO U3MEHEHWSI U BO3MOXKHbIE NOCINEACTBUS €r0 BHECEHUS;
b) LenocTHOCTb CUCTEMBI MEHEIKMEHTA KaYeCTBa;

C) [OCTYNHOCTb PECYPCOB;

d) pacnpegeneHue unu nepepacnpeneneHe o6a3aHHOCTEN, OTBETCTBEHHOCTM U MOMHOMOYMIA.

7 CpepnctBa obecne4vyeHus
7.1 Pecypchbl
7.1.1 O6wue nonoxeHus

OpraHI/I3aLI,VIFI AOOJDKHa onpeaenntb 1 obecnevnTb Hanmn4ne pecypcos, HeobxoauMbIX A5is pa3pa60TKM,
BHepeHUdA, nogaepXxaHna n noCTOAHHOIO yny4lweHNnda CUCTeMbl MEHE)KMEHTa Ka4eCTBa.

OpraHu3auus goSKHa paccMaTpuBaTh:

a) BO3MOXHOCTM M OrpaHNYEHUS], CBA3AHHbIE C CYLLECTBYHOLLMMU BHYTPEHHUMU pecypcamu;

b) TO, YTO HEOGXOAMMO NONYYNTE OT BHELLHMNX NMOCTABLLUKOB.

7.1.2 YenoBeuyeckue pecypchl

OpraHusaums porkHa onpegenute M obecnednTb HanmuuMe [OIPKHOCTHbIX N, HeobxoauMbiX —Ans

pe3ynbTaTBHOIO BHEeAPEHUA CUCTEMbI MEeHeIXXMeHTa KayecTtBa U Ond (*)yHKLWIOHI/IpOBaHI/IH N ynpaeneHusa ee
npoLeccamu.
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7.1.3 WHdpacTpykTypa

OpraHusauusi JoSmKHa onpeaennTb, co3aath M NoAAEPKNBaTb MHGPACTPYKTYPY, HEOGXOAUMYIO ANs
(hYHKLMOHMPOBaHMS €€ NPOLIECCOB C LieSIblo AOCTUMKEHUS COOTBETCTBUSA NMPOAYKLMMN U YCIyT.

NMPUMEYAHNE MHdpacTpyKkTypa MOXeT BKIoYaTh:

a) 34aHusA U CBA3aHHbIE C HAMU UHXXEHEPHbIE CETU U CUCTEMBI;

b) obopyanoBaHue, Bkto4asi TEXHUYECKME N NPOrpaMMHbIE CPEACTBA;
C) TpaHCnopTHbIE pecypchl;

d) wHMOPMALMOHHBIE N KOMMYHUKALMOHHbBIE TEXHOMOIK.

7.1.4 Cpeaaana GyHKLMOHUPOBaHUS NPOLECCOB

OpraHunsaums gomkHa onpeaennTb, Co3aaTth U NoaaepXuBaTb cpeay, Heobxoanmyo ans pyHKLMOHNPOBaHMS
€€e NpoLLeCCOB U JOCTWDKEHMS COOTBETCTBUS TPEOOBAHMAM K NPOAYKLIMU U yCIyram.

NMPUMEYAHUNE Mopxopsawasn cpega MoXeT NPeAcTaBnsATb COOON coveTaHne YenoBeYeckMx U pmanyeckmx hakTopos,
TakuXx Kak:

a) couuarnbHble (Hanpumep, OTCYTCTBUE ANCKPUMMUHALMM, COKOMCTBUE, BECKOH(UKTHOCTD);

b) ncuxonormuyeckue (Hanpumep,  CHWXKEHME YpPOBHS  CcTpecca, MpodunakTuka 3SMOLMOHANbHOMO  BbIrOpaHus,
3MouMOHanbHas 3awuTa);

c) buanueckme (Hanpumep, TemnepaTtypa, TENMOBON NOTOK, BMAXHOCTb, OCBELLEHNE, ABWXKEHNE BO3ayXa, TMrMeHa, LWym).
3T hakTopbl MOTYT CyLLECTBEHHO PasnuyaTbCs B 3aBUCMMOCTM OT NMOCTaBNAEMbIX MPOAYKLMA U YCIYT.

7.1.5 Pecypchbl Ansg MOHUTOPUHIa U U3MEPEHNA

7.1.5.1 OO6wue TpedboBaHUA

OpraHusauusa JorkHa onpegenutb M NpefocTaBuMTb pPecypcbl, Heobxoaummble AN obecneyeHust MMeLLUX
3aKOHHYI0 cuUIy U HaAeXHbIX pe3ynbTaToB B TeX clyvadx, Koraa MOHWUTOPUHI UMM U3MEPEHU UCMOoNb3yloTcs
ONsi NOATBEPXOEHNA COOTBETCTBUS MPOAYKLMK U ycryr TpeboBaHNAM.

OpraHu3auumsa gomkHa obecneydnTb, YTobbl NpeoCcTaBneHHbIE PECYPChI:

a) ObM NpMrogHbIMM ANst KOHKPETHOTO TNa NPEeANPYHUMAEMBIX AEACTBUA MO MOHUTOPUHTY U M3MEPEHNIO;

b) nogaepXueariuCb B LeNAX COXpaHeHUA nx npurogHoCcTu anda npeayCcMoTpeHHbIX uenen.

OpraHu3aums AomKHa perMcTprpoBaTh U COXPaHSITb COOTBETCTBYHOLLYIO JOKYMEHTUPOBAHHYO MHbopMaLuio
Kak CBMOETENLCTBO NPUIOAHOCTU PECYPCOB AN MOHUTOPWHIA U U3MEPEHWSI.

7.1.5.2 TlpocnexuBaeMoCTb WU3MepeHus

B Tex cnydyasx, Korga MpoOCMeXuBaeMoCTb MW3MepeHus sBnsieTca TpeboBaHWem wnuM paccmaTtpuBaeTcs
opraHu3auven B Ka4eCcTBe BaXXHOro anemeHTa Ans obecneyvyeHns yBepeHHOCTM B MPaBOMOYHOCTU Pe3ynbTaToB
n3MepeHus, namepuTensHoe obopyaoBaHue AOMKHO ObiTh:

a) oTkanubpoBaHO M (MNN) NOBEPEHO Yepe3 YCTaHOBJMIEHHbIE MEpuoAbl WNKU Mepern ero NpUMMEHEHMEM Mo
dTarioHaMm, nepepavwmmMm pasMmepbl eanHuUy B CpaBHEHUM C MexXxayHapoAHbIMW UMK HauWOHallbHbIMU
3TarloHaMu. |_|pl/l OTCYTCTBUU TaKMX 3TAJIOHOB 6333, ncnonb3dyemasa ans KaJ'IVI6pOBKVI Mnn noBepku, OOJNKHa
ObITb 3aperncTpmpoBaHa 1 CoOXpaHeHa B ka4yecTBe AOKYyMEHTMPOBaHHON NHAOpMaLmu;
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b) umoeHTUDMLMPOBAHO B LiENSX YCTAHOBNEHUS X CTaTyca;

C) 3alnueHo  OT  pPerynmpoBoOK, nospexaeHuna n yxyaweHua COCTOAHUA, KOTOpble  caenanu Obl
HeOeNCTBUTENbHBIMU cratyc KaﬂVIGpOBKI/I nnocneaywuine pesynbrtaTbl M3MepeHVIl7I.

Opl’aHVI3aLI,I/IFI AOOJDKHa onpeaenntb npaBOMOYHOCTb npeabiaywnx pe3yribTaTtoB U3MEPEeHUA B TEX Clydadx,
Korga Obino 06Hapy>+<eHo, 4YTO U3MepUTEIIbHOE o6opyp,0|3aHV|e HernpuroaHo Anda npuMmeHeHud no ero npaMomy
Ha3Ha4YeHuo 1 npun HeobxoauMocCTHh npeanpuHATb COOTBETCTBYHOLLIEE aencreue.

7.1.6 3HaHusA opraHmsauum

Opl’aHVI3aLI,I/IFI OOJDKHa onpenenntb 3HaHuA, Heobxogumble AnNs (byHKU,VIOHVIpOBaHVIﬂ ee npoueccos n ansa
AOOCTUXEHNA COOTBETCTBUA NPOAYKUUN N YCIYT.

3HaHMA OOoMmKHbI NoAAepKnBaTbCS U ObITb AOCTYMNHBIMU B HEOOXOAMMOM 00bLeME.

Mpn paccMOTPEHUN MU3MEHSIOLINXCA HYXXA W TEHOEHUMIA OpraHuM3aumsa OOShKHa OLEeHMBaTb TEKYLUWA YPOBEHb
3HaAHWUM N ONpeaensiTb, KakMM obpas3oM NonydnTb MM obecneunTb AOCTYN K OOMOSHUTENbHBIM 3HAHUSIM U KX
HeobxoAnUMbIM OOHOBNEHUSAM.

MPUMEYAHME 1 3HaHus opraHu3auum — 3TO 3HaHWs, crneunduyHble AN opraHu3auuu; 3HaHus, TOoNyYeHHble B
OCHOBHOM M3 OMblTa. 3HaHMA — 3TO MHOpMauus, KOTopasi UCMONb3yeTCA M KOTOPOM OOMEHMBAKOTCHA ANS AOCTMKEHMUS
uenen opraHMsaumm.

MPUMEYAHME 2 OcHoBOW 3HaHWI OpraHu3aumn MoryT ObiTb:

a) BHYTPEHHWE WUCTOYHWKU (Hanpumep, WHTennekTyanbHas cOOCTBEHHOCTb; 3HaHUS, MOSTyYEHHbIE M3 OMbiTa; BbIBOAbI,
W3BIMEYEHHblE N3 HeyAauHbIX WX YCMELUHbIX MPOEKTOB; COOp M OOMEH HeOOKYMEHTUPOBAHHBIMW 3HAHUAMWU WU OMbITOM;

pe3ynbTaThbl yryyLEHWI NPOLECCOB, NPOAYKLUMMN 1 YCIYT);

b) BHewHWe MCTOYHMKM (Hanpumep, CTaHAApThl, Hay4yHoe COoOobLEeCcTBO, KOH(EepeHUnn, ceMrHaphbl, 3HaHUS, MOMyYeHHbIe
OT noTpebuTenen N BHELLUHMX NOCTaBLLMKOB).

7.2 KoMneTeHTHOCTb

OpraHusaums gormkHa:

a) onpepenstb HeobxoauMyto KOMMETEHTHOCTb nuu(a), BbiNOMHsOWMX(ero) paboTy noa ee ynpaBrieHWEM,
KOTOpasi okasblBaeT BIUsIHWE Ha pe3yrbTaTbl AeATENbHOCTU U pe3ynbTaTUBHOCTb CUCTEMbI MEHEAXKMEHTA

Ka4eCTBa,

b) obecneynBaTb KOMMNETEHTHOCTb 3TUX NL, HA OCHOBE COOTBETCTBYHOLLEIO 06pa30BaHVIFI, noaroToBKn I/I(I/IJ']I/I)
onbITa;

C) Tam, rae 3To npuMmeHnmo, npeanpmHnvaTtb OencTBus, HanpasBJieHHblE€ Ha norstyy4yeHne Tpe6yeM0|7|
KOMNETEHTHOCTU, N oueHMnBaTb Pe3yfibTaTUBHOCTb NPeanpUHATbLIX OEencTBuUI;

d) perncTpupoBaTb 1 COXpaHATb COOTBETCTBYIOLLYIO JOKYMEHTUPOBAHHYH MHAOPMaLUIO Kak CBUAETENbCTBO
KOMMETEHTHOCTM.

MPUMEYAHWE TlprMeHMMble OEWCTBMA MOTyT BKMOYaTb, Hanpumep npoBedeHne obyyeHus, HacTaBHWYECTBO WNn
nepepacnpefeneHme 06s3aHHOCTEN cpeau MMeroWwmxcs paboTHUKOB; WM >Xe Haem nuuy, obnagawowmx Tpebyembim
YPOBHEM KOMMETEHTHOCTH.

7.3 OcBegOMNEHHOCTb

OpraHu3aumsa gomkHa obecneyvnTb, YTOObI COOTBETCTBYHOLLME NMLA, BbIMONHALLWME paboTy nog ynpaeneHnem
opraHusaumu, 6b1rim 0CBE4OMIEHBI:
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a) O nonuTuke B 061aCTU KA4YeCTBa;
b) cooTBeTCcTBYIOLLMX LIENSX B 06M1aCTM Ka4eCcTBa;

C) CBOEM BKIage B pe3yfibTaTUuBHOCTb CUCTEMbI MEHEP)KMEHTAa KadeCTBa, BKIo4aa noJib3dy OT yrydlleHusa
pe3ynbTaTtoB OEeATENIbHOCTU;

d) nocneacTBUAX HECOOTBETCTBUA TpeGOBaHMﬂM CUNCTEMbI MEHE)KMEHTA Ka4eCTBa.
7.4 O6MeH uHcopmaumen

OpraHM3au,|/|$| OOJKHa onpenesnintb NnopAaaoK BHYTPEHHEro n BHELWHEro obmeHa VIHQ)OpMaLJ,VIeVI, OTHOCSLLENCS K
cucrteme MeHepKMeHTa Ka4ecTtBa, BKIo4dad:

a) Kkakas nHgopmaumsa byaeTt nepegaBaThes;

b) «korga 6ynet nepegaBaTbcs MHGPOPMaLUS;

C) komy OyaeT nepefaBaTbCcs MHOPMaUUS;

d) «kakum obpasom oHa OyaeT nepenaBaThCs;

e) Kro OyaeT nepedaBaTb UHGOPMALMIO.

7.5 [okymeHTMpoOBaHHas MHcpopMaLma

7.5.1 O6wwne nonoxeHus

CncrteMa MeHe)KMEHTa KayecTBa OpraHn3aumm AOMKHa BKIOYaTh:

a) [AOKYMEHTMPOBaHHYH MHOpMaLmio, Tpebyemyto HaCTOALLMM CTaHOAPTOM;

b) HmoKyMeHTMpOBaHHYI MHpOPMaLMIO, ONPeaAeneHHY0 opraHmu3aLmen kak Heobxogumyto onst obecneyeHnst
pe3ynbTaTUBHOCTM CUCTEMbI MEHEAXKMEHTA Ka4eCTBa.

NMPUMEYAHUNE O6bem JOKyMEHTUPOBAHHOW MHGOPMALIMK CUCTEMbI MEHE)KMEHTA Ka4ecTBa OJHOW opraHm3auum
MOXET OTNMYaTbCs OT APYrov B 3aBUCMMOCTU OT:

— pa3mMepa opraHunsaunn n Buga ee OeATeribHOCTU, NpoueccoB, NPOAYKUNN N YCyT;
—  CJTOXHOCTW npoLeccoB N nx B3aMMOENCTBIS;

— KOMNEeTEeHTHOCTU pa60THVIKOB.

7.5.2 CospnaHue 1 aktyanusauus

Mpu cosgaHnm 1 akTyanusaumm 4OKYMeHTMPOBaHHOW MHGOPMaLmMK opraHn3aums 4oSmkHa COOTBETCTBYHOLLMM
obpasom obecneunTnb:

a) MﬂeHTI/ICbI/IKaLI,I/IPO nonncaHne (Hanpwmep Ha3BaHWe, aarta, aBTop, CCbIJTOMHbIN Homep);

b) opmart (Hanpumep, A3bIK, Bepcusi NporpaMMHOro obecneyeHus, rpadnuyeckne CpeacTaa) u Hocuternb
(Hanpumep, ByMaXkHbIN UMW ANEKTPOHHbIN);

C) aHanm3 un o,u,o6peH|/|e C TOYKN 3peHna npurogHoCTn n agekBaTtHOCTU.
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7.5.3 YnpaBneHue 4OKyMEeHTUPOBaHHOM UH(popmMaLmven

7.5.3.1 [JokymeHTMpoBaHHas nHopmaLuusi, Tpebyemasi CUCTEMOIN MEHEIKMEHTA KaYeCcTBa U HAaCTOSLLMM
CTaHOapToM, AOMKHA HAaXoaUTLCS Mo yrpaBsieHneM B Liensax obecneyeHus:

a) €€ AOCTYNMHOCTUN N NPpUrogHoCTHn, rge n Kkorga oHa Heobxoamma;

b) ee pocTaTouHOM 3aWNTLI (HAanpUMep, OT HeCOGMIAEHUS KOHPUAEHUMANBHOCTY, OT HeHaanexallero
MCMONb30BaHUS UMW NOTEPU LIENOCTHOCTY).

7.5.3.2 [ns ynpaBreHust QOKYyMeHTMPOBaHHON MHGOpMaLmen opraHm3auys 4okHa npegycmaTpuBaTh
crieaylowne AeicTBUS B TON CTENEHW, HACKOSIbKO 3TO NPUMEHVMO:

a) pacnpepaeneHue, obecneyeHne ee JOCTYMHOCTM M MOWCKA, @ TaKKe UCMONb30BaHWe;

b) xpaHeHue u 3awmTy, BKNIOYas coxpaHeHne pa3bopunBOCTY;

C) ynpaBsrneHue N3MeHeHNsaMU (Hanpumep, ynpasneHne Bepcrsimn);

d) cobnoaeHne CPOKOB XpaHEHMWS 1 NMOPSIAKA YHUUTOXEHNS.

JokymeHTMpOoBaHHas MHGOpMauUMs  BHELUHEro MPOUCXOXAEHUS, OnpederieHHass opraHusaumen  Kak
Heobxoammas Ons nnaHWpoBaHus M (PYHKUMOHMPOBAHUS CUCTEMbl MEHeMKMEHTa KayecTBa, AO0/KHA ObiTb

COOTBETCTBYHOLLMM o6pa30M VlﬂeHTVICbI/ILWIpOBaHa N HaxogunTbCa no ynpassieHNeEM.

,D,OKYMeHTVIPOBaHHaFI VIH(*)OpMaLI,VIﬂ, perncTtpmnpyemMmada n coxpaHaemasa B Ka4eCTtBe CBMAOETESIbCTB COOTBETCTBUA,
[OIMKHa ObITb 3alUMLleHa OT HenpeaymbIWINEeHHbIX N3MEHEHUN.

NMPUMEYAHNE HocTyn nogpasymeBaeT pa3peLleHune TOMbKO NPOCMOTpa AOKYMEHTUPOBAHHON MHAOpMaLn nnm
paspeLLeHne NPocMoTpa C MONTHOMOYUSIMU MO BHECEHUIO N3MEHEHMUIN B LOKYMEHTUPOBAHHYO MHpOpMaUuio.

8 [eATenbHOCTb Ha CTaAUAX XXM3HEHHOro LuKna npoaykunmn nycnyr

8.1 TMnaHupoBaHue U ynpaBrieHne AeATeNbHOCTbIO Ha CTaAUAX XXU3HEHHOro LMKnia
npoAyKuUn u ycnyr

OpraHu3auusa gormkHa nnaHMpoBaTh, BHeAPATb npouecchl (4.4), Heobxoanmble Anst BbINONHeHMsA TpeboBaHun K
nocTaBke MPOAYKUMM 1 NPeAoCTaBleHNIO YCyr v Ans BbINOMHEHUS AEVWCTBUI, onpedeneHHbIX B pasgerne 6, u
OCYLLeCTBNATb ynpaBneHne aTMMmn npoLeccamMmm nocpeacTBoM:
a) onpepgeneHus TpeboBaHUI K NPOAYKLUN 1 YCryram;
b) ycTaHoBReHusa kpuTEpUEB ANN:

1) npoueccos;

2)  npuemKu NPOAYKLUMWW U YCRyT;

C) onpepeneHnsi pecypcoB, HEOBXoAMMbIX AN JOCTUXKEHUS COOTBETCTBUS TpeBOBaHMAM K NPOAYKUMMK U
ycnyram;

d) ynpaBneHus npoueccamy B COOTBETCTBUM C YCTAHOBINEHHBIMU KPUTEPUSIMU;

€) onpegeneHus, pa3paboTky, akTyanuaauum 1 NPUMEHEHNS, a Takxke PerMcTpMpoBaHUs U COXpaHeHus
[OKYMEHTUPOBaHHOMN MHpopMaLmm B 06 beMe, Heo6XxoaMMOM ANs:

1) obecneyeHus YBEPEHHOCTU B TOM, YTO NPOLIECChHI BbINOJTHANMNCDL TakK, Kak 3TO ObIno 3anaHnpoBaHo;
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2)  4nsi AeMOHCTpaLUMM COOTBETCTBUSI NPOAYKLMM 1 YCIyr TPeGOBaHMSIM.
Pe3synbTaTbl Takoro NiaHMpPoBaHUsA AOSHKHbI ObiTb NOAXOAAWMUMM AN AeATEeNIbHOCTY OpraHn3aumm.
OpraHusauusi [OorfpkHa YNpaBnsiTh  3anfaHWpPOBaHHbIMU  U3MEHEHUAMW W aHanu3vMpoBaTb MNOCMEACTBUS
HenpeayCMOTPEHHbIX W3MEHEHWI, NpeanpuHUMasi, mnpu HeoOXOAUMOCTW, Mepbl MO CMSIrYeHuio  fHobbIX

HeraTUBHbIX BO3JENCTBUN.

OpraHusaums gomkHa obecneymBaTh, YTOObI NpoLEecChl, NepeaaHHble BHELLUHUM OpraHn3aumsm, Haxoannmcb
nog ynpaenexHuem (8.4).

8.2 TpeboBaHMA K NpoAyKLUM U ycrnyram

8.2.1 CgBA3bc noTpedbuTenammu

CB#A3b ¢ NOTPeOMTENAMN JOIDKHA BKIIOYATh:

a) obecneveHne nHcopMaLmen o NPOAYKLUN 1 yCryrax;

b) 06paboTKy 3anpoCoB, KOHTPAKTOB MIN 3aKa30B, BKIOYasi UX UBMEHEHUS;

C) nomny4YeHue OT3bIBOB O MPOAYKUMM 1 yCryrax OT noTpebuTenei, BKoYasi npeTeH3un notpeburtenen;
d) obpaweHne nnm ynpasneHme coO6CTBEHHOCTLIO NOTpebutenen;

€) YycTaHoBreHue crneumnanbHbiX TpebGoBaHWi K eNCTBUAM, NPeanpUHMMaeMbIM B HenpeaBuaeHHbIX
obcTosATeNnbCTBaX, TaM rae 3To YMECTHO.

8.2.2 OnpepeneHue Tpe6oBaHMI K NPOAYKLUUN U yCIyram

Mpun onpegeneHnn TpeboBaHUn K NPOAYKLUK 1 ycriyram, KoTopble ByayT npeanaratbcs noTpebutensam,
opraHu3aums gosmkHa ybeanTbes, 4To:

a) TpeboBaHUSA K NPOgYKUUM 1 yCnyram onpegeneHsbl, BKIoYas:
1) npuMeHMMbIe 3aKoHoAaTelNbHbIE N HOPMAaTVBHbIE NPaBOBble TPeOoBaHMS;
2)  TpeboBaHus, paccMaTpvBaeMble OpraHu3aumen Kak HeobxoaumbIe;
b) MoxeT BbINONHATL TpeboBaHMA Kk NPOAYKUMM 1 YCryraM, KOTOpble OHa Npeanaraert.
8.2.3 AHanus TpeboBaHUI K NPOAYKLUN U yCIiyram
8.2.3.1 OpraHunsaumsa gomkHa ybeamTbes, 4To obnagaet cnocoBHOCTbLIO BbINOMHATL TpeboBaHNA K NpoayKuun
M ycnyram, KOTopble oHa npeanaraeT notpebutenam. OpraHusaums OOfKHa NPOBOAMTL aHanus, npexage yem

NPUHATb 005s3aTeNbCTBO NOCTaBUTL npoayKUMo nnn npenoctaBuUTb yCIyrm I'IOTpe6VITeJ'IFIM, YTOObI y4eCTb:

a) TpeGOBaHMﬂ, YCTaHOBJI€HHbIE ﬂOTpe6MTeﬂeM, B TOM 4Yucne Tpe6OBaHMF| K NOCTaBKe N OeATelIbHOCTU nocrne
NOCTaBKW,

b) TpeGOBaHMﬂ, He 3aABJiIEeHHbIe ﬂOTpe6MTeﬂeM, HO HeobxoauMble Ans KOHKPETHOro nnu npeanonaraemoro
Mcnonb3oBaHuA, Korga oHO N3BECTHO,

c) TpeboBaHMs, yCTAaHOBIEHHbIE OpraHu3aLmnel;
d) 3akoHogaTernbHble N HOpMaTUBHbIE NPaBOBble TPeboBaHUS, MPUMEHMMbIE K TPOAYKLW U yCIyram;

e) TpebGoBaHWs KOHTpaKTa UMK 3aka3a, OTNIMYaloLLMECs OT paHee CHOPMYMPOBAHHbIX.
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OpraHI/ISGLI,VIﬂ OOJKHa 0becneunTb, YTOObI ObInK NPUHATLI peLlleHna no TpeGOBaHVIﬂM KOHTpaKTa uin 3akasa,
oTINn4yarwmmMmca OoT paHee yCTaHOBJ1€HHbIX.

Ecnn I'IOTPEGVITeﬂb He BblABUraeT JOKYMEHTUPOBaAHHbIX TpeGOBaHMVI, opraHmn3auuna gojpKHa noaresepanTb ero
TpGﬁOBaHI/IFl 00 NPUHATUNA K UCNOJTHEHUIO.

MPUMEYAHUE B HekoTopbiX CUTyaumsix, TakMx Kak Mpodaxu, ocyllecTBrsiemble 4epe3d WHTEpHeT, npakTuyecku
HeLenecoobpasHo NpoBoAUTbL oULMAnbHBIN aHanu3 Kaxaoro 3akasa. BMecto 3Toro aHanma MoXeT pacnpoCTpaHATbCA Ha

COOTBETCTBYHOLLYIO MHPOPMALMIO O NPOAYKLMM, TaKyto Kak KaTasiory.

8.2.3.2 OpraHusauus OormkHa perMcTpmMpoBaTh U COXpaHsATb 4OKYMEHTMPOBaHHYO MHGOPMaLMIO, HACKOSTbKO
3TO MPUMEHUMO, B OTHOLLEHWU:

a) pes3ynbTaToBaHanu3a;

b) nobbix HOBLIX TpeboBaHUI K NPOAYKLUN 1 yCyram.

8.2.4 WN3meHeHus Tpe6GoOBaHUM K NPOAYKLUUN U yCIlyram

Ecnn TpeboBaHua K npoaykumm w ycryram W3MEHEHbl, opraHm3auusa p[dospkHa obecneunTb, 4TOObI B
COOTBETCTBYIOLLYKD [AOKYMEHTUPOBAHHYI MWHGOpMauuio 6binnm BHECEHbI MOMPaBKW, a COOTBETCTBYHOLLNN
nepcoHan Gbis1 NOCTaBreEH B M3BECTHOCTb 00 N3MEHMBLUNXCS TpeDOBaHMAX.

8.3 [poekTpoBaHue n pa3paboTka NPoAYKLMU U yCnyr

8.3.1 OO6wme nonoxeHus

OpraHu3zaums gomkHa paspaboTaTb, BHEAPUTL M NOAAEPKUBATL NPOLIECC NPOEKTUPOBaHMS U pa3paboTku,
noaxoAsLwwuii ans obecneyeHuns nocrneayoLLero Npon3BoACcTBa NPoayKUMM UMW NpeaocTaBeHnst YCIyru.

8.3.2 TMnaHnpoBaHMe NPOEKTUPOBAHUA U pa3paboTkn

I'IpM onpeneneHnn aTtanos 1 cpencTs ynpaBlieHNA NPOEKTUpPOBaHNEM U pa3pa60TKO|7| OopraHusauunsa OoJrnkHa
paccMmaTpuBaThb:

a) XxapakTep, NPOAOIMKUTENBHOCTb U CIIOXHOCTb paboT Mo NPOEKTUPOBaHWIO U pa3paboTke;

b) Tpebyemble cTagmm npouecca, BKMoYas NPoBeAEHNE NPUMEHNMbIX aHaNM30B NPOEKTUPOBAHMS U
pa3paboTku;

c) TpebyeMble AeNCTBUS B OTHOLLEHWUN BEPUDUKALMM U BanvaaLmum NPOEKTUPOBaHMSA 1 pa3paboTky;
d) 06s513aHHOCTU, OTBETCTBEHHOCTbL M NMONHOMOYMS B 0611aCT NPOEKTUPOBAHNSA U pa3paboTky;
€) BHYTPEHHUE ¥ BHELUHWE pPecypchbl, HEOGX0AMMbIE AN MPOEKTUPOBAHNS U pa3paboTkM NPOAYKLUMMN U YCHyT;

f)  HeobGxoaoMMOCTb B ynpaBeHny B3aMMOAENCTBUSIMU MEXAY NULLaMm, y4acTBYOLLMMU B NpoLiecce
NPOEKTUPOBAHMSA U pa3paboTku;

g) HeobxooMMOCTb BOBREYEHMsl NOTpebuTenel n nonb3oBaTenen B NpoLeCcc NPoOeKTUPOBaHMS 1 pa3paboTku;
h) TpeboBaHusa onst nocnegyoLwero NPON3BOACTBA NPOAYKUNM U YCYT;

i)  ypOBeHb ynpaBreHUs NPoLLeCCOM NPOEKTUPOBaHUSA 1 pa3paboTku, OX1aaeMblii NOTPebUTeNsaMM 1 Apyrumm
COOTBETCTBYIOLLMMU 3aHTEPECOBaHHbLIMM CTOPOHAMU;

) OOKYMeHTUpOBaHHY MHopMaLMIo, HeobxoanMyto AN AeMOHCTPaLUM BbINOTHEHUSA TpeboBaHWi K
NPOEKTMPOBaHUIO U pa3paboTke.
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8.3.3 BxopgHble faHHbIe AN NPOEeKTUPOBaHUA U pa3paboTku

OpraHusauus JosmkHa onpeaenutb TpeboBaHUs, MELOLLME BaXKHOE 3HAaYEeHWe AJ1st KOHKPETHOro Buaa
NpPOoeKTUPYeEMbIX 1 pa3pabaTbiBaeMbiX NpoayKumm 1 ycnyr. OpraHu3auus 4oSKHa pacCMOTPETb:

a) (byHKUMOHarbHbIE U 3KCMTyaTaluMoHHble TpeboBaHWS;

b) wmHdopmaumto, nonyyYeHHyo 13 NpeablayLle aHanorM4YHon 4esTeNbHOCT NO NPOEKTUPOBAHMIO U
pa3paboTke;

C) 3aKoHoAaTesbHble N HOpMaTUBHbIE NMpaBOBbIE Tpe6OBaHVIF|;
d) CTaHOapTbl Unn cBOAbl NPAKTUK, KOTOPbIE OpraHn3aund obsizanacb NMPUMEHATD;
e) BO3MOXHbl€ NMNocrneacTena Heyaadu, cCBA3aHHbIe C XapaKTepom npoayKkumm nycnyr.

BxoaHble AaHHbIe JOMKHbI ObITh aAeKkBaTHbI LIeNsiM NPOEKTMPOBaHUst U pa3paboTku, a Takke OblTb NOMHLIMU U
HEeNpOTUBOPEUNBLIMU.

npOTMBOpe‘-IVIFI BXOOHbIX OaHHbIX MPOEKTUPOBaAHUA U pa3p860TKVI OOIMKHbI ObITb pa3peLleHbl.

OpraHuzaums 4oMmKHa PerucTpmMpoBaTh U COXPaHATL AOKYMEHTUPOBaHHYO MHAOPMALMIO MO BXOAHbLIM AaHHbLIM
NPOEKTUPOBaHUS 1 paspaboTKu.

8.3.4 CpepacTBa ynpaBrieHUs NPOeKTUPOBaHUEM 1 pa3paboTKkon

Opransau,Mﬂ OOJKHa NPUMEHATb CpeacTBa ynpaBsrieHUA NnpouecCcoM NpoeKkTnpoBaHnda n pa3pa60TK|/| anda
obecneyeHus YBEPEHHOCTU B TOM, YTO:

a) pe3ynbTaTbl, KOTOPbIE O0JTKHbI ObITb OOCTUrHYThbI, onpeaeneHbl;

b) npoBegeHbl aHanNM3bI 4N OLEHNBaHWS CMOCOBHOCTM pPe3ynbTaToB NPOEKTUPOBaHUS 1 pa3paboTkm
BbINOMHUTL TpeboBaHus;

C) npoBeAeHbl AeNCTBUSA NO BEpUGUKALIMM B Liensix obecneveHmns COOTBETCTBUS BbIXOOHbIX AaHHbIX
NPOEKTMPOBaHUs U pa3paboTkM BXOAHbIM TpebOBaHUSIM K NPOEKTUPOBaHMIO 1 pa3paboTke;

d) npoBeaeHbl AEVCTBUS NO Banugauum B Lensx obecneyeHnss COoTBETCTBUSI TOTOBOW NPOOYKLUMA U YCIyr
TpeboBaHMAM K yCTaHOBINIEHHOMY NPUMEHEHMIO UM HAMEYEHHOMY UCTONb30BaHMIO.

e) npeanpuHATLI HeobxoanMble AEUCTBMSA MO BbIABMEHHLIM NpobneMam B XoAe aHanuaa unu sepudukaunm n
Banuaauuu;

f)  mokymeHTMpoBaHHas HpopMaLmMsi 06 3TUX AeCTBUSX 3aperncTpMpoBaHa 1 coxpaHeHa.

NMPMMEYAHNE AHanus, Bepudukaumsa 1 Banuaauusi N(poeKTMpoBaHNsa 1 paspaboTku MMeIoT pa3nuyHble uenu. OHn
MOTYT BbINOMHATLCA MO OTAEMbHOCTY U COBMECTHO, HACKOMbKO 3TO MPUMEHMMO K NPOAYKLMW 1 YCryram opraHnsaLuu.

8.3.5 BbIxogHble gaHHble NPOEKTMPOBaHUA U pa3paboTKu

OpraHu3aums gomkHa obecnednTb, YTOObI BbIXOAHbIE AaHHbIE NPOEKTUPOBaHNS 1 pa3paboTku:

a) COOTBETCTBOBaNV BXOAHbLIM TPEOOBaHNSAM;

b) 6bINv agekBaTHbIMUM ANs NOCNEAYOLMX NPOLIECCOB NPOM3BOACTBA NPOAYKLNN U NPEAOCTaBNEHUS YCIyT;

C) coaepxxann TpeﬁoBaHMﬂ K MOHUTOPWUHIY U USBMEPEHUID, HACKOJTBKO 3TO NOAXOAUT, a TakKXe Kputepum
NPUEMKHN NN CCbIJTKN Ha HUX]
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d) onpepenann Xxapaktepuctukn npoaykumm n ycryr, KoTopbie UMeloT BaXXHOe 3Ha4YeHne anda nx uenesoro
Ha3HaueHus1, 6e3onacHoOro 1 Hagnexatllero npegocrtaBlieHUA.

OpraHusaumsi oMmKHa PerncTpupoBaTh M COXPaHATb JOKYMEHTUPOBAHHYIO MHPOPMaLMIO MO BbIXOAHBIM
OaHHbIM NPOEKTMPOBaHNSA 1 pa3paboTku.

8.3.6 U3MeHeHUs NPOEKTUPOBaHNA U pa3paboTKu

OpraHusaumsa OormkHa MAOEeHTUUUMPOBaTb, aHanM3MpoBaTb W yNpaBnAsaTb W3MEHEHWSMMW, COENaHHbIMU BO
BPEMS MIN NOCrie NPOEKTMPOBaHNA M pa3paboTKkM MpodyKuMK U yCryr, B TOW CTeneHu, kotopasi Heobxoguma
ans obecneveHns NCKNIOYEHUSA HEraTUBHOTO BNUSAHUS Ha COOTBETCTBUE TpeboBaHUAM.

OpraHu3aums OImKHa permMcTpnpoBaTh U COXPaHSATb JOKYMEHTUPOBaHHY MHGOPMaLMIO MO:

a) M3MEHEHUsIM MPOEKTUPOBaHUA 1 pa3paboTKy;

b) pesynbTatamaHanusos;

C) CaHKUMOHMPOBAHUIO NUBMEHEHWI;

d) gencrtBuAM, NpeanpuHATLIM ANA NpeAoTBpaLLeHns HebnaronpuUATHOrO BANSAHNS.

8.4 YnpaBneHue npoueccamu, NnpoayKumnen U ycrnyramm, noctaBnsieMbiMyA BHELULHUMMU
nocTaBLiMKaMu

8.4.1 0OO6LuMe nonoxeHus

OpraHusaums gomkHa obecneynTb COOTBETCTBUE NPOLIECCOB, NPOAYKLUMM U YCNYT, MOCTaBASieMbIX BHELUHUMMU
nocTasLLMKamu, TpeOOBaHNSIM.

OpraHnsaums gormkHa onpeaensits CPeACTBa yrnpaBneHusi, NpUMeHUMbIE ANs NPOLEeCcCcOoB, NPOAYKLUMU U YCNyT,
NoCTaBNsieMbIX BHELLHUMY NOCTaBLUUKAMU, B TEX CIy4Yasix, Koraa:

a) npoAyKunA 1 ycnyrn Ot BHELWWHUX NOCTaBLKMKOB NpegHa3HavYeHbl A4 BKINYeHNUA X B CoOCTaB NpoayKunm n
ycnyr, npeanaraeMblix camomn opraHmaaumeVl;

b) npoayKuua n ycnyrn noCtaBniATCA BHELUHMMU NOCTaBLUMKaMU HAaNnpAMyto I'IOTpe6VITeJ'I}O(FIM) OT MMEHM
opraHunsauuu,

C) MNpOLECC UM ero YacTb BbIMOMHAETCSA BHELHMM NOCTAaBLLMKOM B pe3yfnbTaTe NPUHATUS peLleHus
opraHusaumen.

OpraHusaumsi JOrmKHa OMpeaenuTb UM MNPUMEHATb KPUTEPUM OLIEHKW, BbIOOpa, MOHWUTOPMHra pesynbTaToB
[EeATENbHOCTU, @ TakKe MOBTOPHOM OLIEHKM BHELUHMX MOCTABLUMKOB, UCXOAS U3 UX CMOCOBHOCTW BbIMOMHATH
MpoLeCcChl MNU MNOCTaBNATb NPOAYKLUMIO U YCMyrM B COOTBETCTBUM C TpeboBaHusMu. OpraHusauusi OormkHa
perncTpupoBaTtb W COXPaHATb [AOKYMEHTMPOBAHHYH WHGOpMauuMio 06 3TUX [JEenWcTBMsAX M O  NoObIX
HeobX0AMMbIX AENCTBUSAX, BbITEKAKOLLMX U3 OLLEHOK.

8.4.2 Twn un cTeneHb ynpaBneHus

OpraHusaumsa pormkHa obecnednTb, 4TOObI Npouecchl, NPOAYKUMS W YCNyrv, MNOCTaBNsSeMble BHELUHUMMU
NnocTaBLUUKaMKN, He OKa3blBanu HEraTtMBHOIO BIWSIHUSA Ha CMOCOBHOCTb OpraHv3auuy MOCTOSIHHO MOCTaBMATb
CBOMM NOTPeBUTENAM COOTBETCTBYHOLLYIO MPOSYKLUMIO 1 YCAYTW.

OpraHusaums gormkHa:

a) obecneuymBaThb, YTOObI npouecchl, nocrtasndemble BHELWHUMW nocTaBLMKamMu, Haxoaunmcb noa
ynpasrieHneM ee CUCTeEMbl MEHE)KMEHTA KayeCTBa,
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b) onpenendaTb cpeacTtea ynpaBJieHUA, KOTOpblE OHa niaHnpyeT NpuMeHATb Kak B OTHOLLEeHU BHELLHETO
NnocCTaBLKKa, TaK U K NOCTaBJ1IA€MbIM UM pe3yJibTaTaM;

C) y4MTbIBaTL:
1) BO3MOXHOE BMMSIHUE MPOLLECCOB, NPOAYKLMM M YCNYT, NOCTaBMNSAEMbIX BHELUHMMU NOCTaBLUMKaAMW, Ha
CNOCOBHOCTbL opraHu3auum NocTosiHHO obecneyvmBaTb COOTBETCTBME TpeboBaHMsAM noTpebutenei n
NPMMEHNMbIM 3aKOHOAATENbHbIM U HOPMaTUBHLIM NMPaBOBLIM TPEOOBaHUSM;

2) pe3ynbTatnBHOCTb CPeACTB ynpaBJieHUA, npuMeHAeMblX BHELLUIHMM NMOCTaBLUMKOM;

d) onpegensaTtb BepuduMKaLMio UNu apyrue OencTeus, Heobxoaumble Ans obecneyeHnss COOTBETCTBUSA
NpoLLeccoB, NPoAyKLMKN 1 YCIyT, NOCTaBNSAEeMbIX BHELLUHUMW NOCTaBLUUKaMu, TpeboBaHNAM.

8.4.3 WHd¢popmauus, npegocTaBnsieMasi BHELUHUM NOCTaBLYMKaM
OpraHusaumns gomkHa obecnednBaTb 4OCTAaTOUMHOCTb TPEOOBAHMIA 40 UX COODLLIEHMS BHELLIHEMY NMOCTAaBLLMKY.
OpraHusaums gosmkHa coobLaTh BHELLHMM NOCTaBLLUMKaM CBOM TpeboBaHUSA, OTHOCALLMECS:
a) KMnocTaBnsiemMblM NpoueccaM, NPoayKUnn 1 ycryram;
b) opobpeHuto:
1) npoayKumm n ycnyr;
2) MeTodoB, NPOLIECCOB U 060OPYAOBAHUS;
3) BbIMycKka NPOAYKUMM U YCIIYT;
C) KKOMMNETEeHTHOCTM NepcoHarna, Bkrtovas nobble Tpebdyemble Mepbl MOATBEPXKOEHUS KBaNM@UKaLnm;
d) B3aMMOAENCTBUIO BHELLHErO NOCTaBLLUUKa C OpraHu3aLumen;

€) NpYMEeHsiEMbIM OpraHu3aLmen ynpasneHuio U MOHUTOPUHIY Pe3ynbTaToB AeATENbHOCTU BHELLIHENO
NMOCTaBLLMKA;

f) AeATenNbHOCTN No BepVId)VIKaU,I/II/I nnun sannaaunmn, Kotopble opraHn3auuna nnm ee I'IOTpe6l/ITeﬂb
npegnonaratoT OCYLeCTBNATL Ha MeCTe Yy BHELWIHEero noctaBLluKa.

8.5 [lpousBoacTBO NpoAyKUUU U NpeaocTaBrieHue ycnyr
8.5.1 anaBneHMe npon3BoacTBOM NpoAykKuMn U npegocTaBrieHnem ycnyr

OpraHu3aums gOmKHa OCYLLECTBNSATb NMPOM3BOACTBO NPOAYKLMM 1 NpeaocTaBneHne ycnyr B ynpaBnsemblx
YCINOBUSIX.

YnpaBnsieMble yCrnoBus A0MKHbI BKITHOYATL B ce65, HACKONBKO 3TO NPUMEHUMO:
a) [AOCTYMHOCTb JOKYMEHTUPOBAHHOM MHGYOPMaLMK, ONpeaensowen:

1) XapaKTepucTukmn I'IpOI/I3BOLI,I/IMOIZ npoaykunn, npegocrtaBsndaemMbiX yCcnyr nnum OcyLLI,GCTBJ'IﬂeMOIZ
OeATENbHOCTH,

2) pesynbTaTbl, KOTOPbIE AOHKHbI BblTb AOCTUMHYTHI;

b) [ocTynHOCTb M MPpUMEHEHNE PECYPCOB, NOAXOASLNX Arlst OCYLLECTBNEHNS MOHUTOPUHIa Y U3MEPEHUIA;
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C) OCYyLLECTBMEHME AESATENbHOCTU MO MOHWUTOPUHTY M W3MEPEHWUIO HA COOTBETCTBYIOLUMX 3Tamnax B LEensax
BepuUKaLMmM COOTBETCTBUS MPOLIECCOB MINMN UX BbIXOAOB KPUTEPUSIM YNPaBIEHNs, a Takke COOTBETCTBUS
NPOAYKLMW U YCIYT KpUTEPUSIM MPUEMKU;

d) npuMmeHeHue COOTBETCTBYIOLLEN MHGPACTPYKTYPLI U cpeabl Ans pyHKUMOHMPOBaHMS NPOLIECCOB;

€) HasHayeHne KOMMEeTEeHTHOro NepcoHarna, BKroyas Nobyto TpebyeMyto KBanvguKaumio;

f)  Banumaumio M NepuoanYeckyto NOBTOPHYIO Banuaaumio CNocoGHOCTM NPOLIECCOB NPOU3BOACTBA NPOAYKLUM
W NpedocTaBfieHnst ycryr AOCTUraTb 3ansfiaHMpOBaHHbIX Pe3ysibTaToB B TeX Cry4yasiX, Korga KOHEYHbIi
BbIX0[ He MOXeET ObITb BEpUDULMPOBaH NocrieayoLMM MOHUTOPUHIOM UM U3MEPEHUEM;

g) BbIMOJSIHEHWE OEVCTBUIA C LIeNbio NPeAoTBpaLLeHUst OLINMBOK, CBA3aHHbIX C YEroBEYECKUM (hakTopoM;

h) ocyulecTBneHve Bbinycka, NOCTABKM 1 AeNCTBUI NOCIE NOCTaBKM.

8.5.2 WpeHTUMKaLMA N NpoCnexXnBaeMocTb

OpraHusaums OomKHa UCMonb3oBaTh noaxoasLne cnocobbl Ans UaAeHTUdMKaLUN BbIXOOO0B, KOrda aTo
HeobxoaMmo Ans o6ecnevyeHns CoOTBETCTBMSA NPOAYKLIMN U YCIyT.

OpraHM3au,|/|;| AOJDKHa VILI,eHTI/Iq.)I/ILI,VIpOBaTb CTaTyC BbIXO4OB MO OTHOLLUEHUIO K TpGGOBaHMﬂM, OTHOCALLMNMCA K
MOHUTOPUHIY N USMEPEHNAM, MO Xo4Yy NPOon3BOACTBa NPOoAYKUMN N NpeaoCTaBeHna yCenyr.

OpraHusaumst gomkHa YnpaBnaATb CneumansHONW uaeHTUdMKaunen BbIXOAOB, KOrga MpOCeXMBaeMoCTb
aBnaeTca TpeboBaHneM, perMcTpMpoBaTh Y COXPaHATE AOKYMEHTUPOBAHHYIO MHAOpMaUuio, Heobxoaumyo aAns
obecneveHns NpoCcnexXxnBaemMocTu.

8.5.3 Cob6CTBEHHOCTb NOTpebUTENnen N BHELWHUX NOCTaBLUKOB

OpraHusaums JomkHa NposBnsTb 3ab60Ty 0 COGCTBEHHOCTH NOTpeduTENen NN BHELLHNX NOCTAaBLUMKOB, Korga
OHa HaxoauTcsa NoA ynpaBneHNeM opraHu3auum Unmn UCnonb3yeTcs eto.

OpraHuzaumsi gormkHa ugeHTuduLmMpoBatb, BepudUUMpPOBaTb, COXpaHsTb M 3awmuiatbe COGCTBEHHOCTb
noTpebutens unu BHELHero MOCTaBLMKa, MPEAOCTaBIEHHYIO AN WCMNOMb30BaHUS WU BKIKOYEHUS B
NPOAYKLMIO U yCryTu.

B cnyyae, korga COGCTBEHHOCTb MOTPEOUTENS MMM BHELUHEro MOCTaBLUMKA YTEpsiHa, MOBpPEXAeHa Wnu
Nnpu3HaHa HeMpurogHoM Ansi UCMONb30BaHWUs, OpraHv3auusi JOIkHa yBedoMUTb 006 3TOM noTpebutens wnu
BHELUHEro nocTaBLuKa, a Takke perucTpupoBatb W COXPaHATb [JOKYMEHTUPOBAHHYIO WHQOpMaumo o
npovsoLleLiem.

MPUMEYAHNE Cob6cTBEHHOCTL MNOTPEOUTENS WM BHELWIHEro MOCTaBLUMKa MOXeT BKMoyYate B cebs martepuwansi,
KOMMOHEHTBI, WHCTPYMEHTbl ¥ obopyaoBaHWe, HeABWXMMOCTb, WHTENNeKTyanbHylo COOCTBEHHOCTb W MepcoHanbHble
OaHHble.

8.5.4 CoxpaHeHue

OpraHI/I3aLI,VIF| O0O0JDKHa COXpaHATb BbIXO4bl BO BpeEMA nNpon3BoacTBa npoaykunm n npenoctaBiieHnd yenyr B ToM
Mepe, HaCKOJ1bKO 3TO 6y,u,eT HeobxoauMbIM aAns obecnevyeHnss COOTBETCTBUS Tpe6OBaHMﬂM.

NMPUMEYAHNE CoxpaHeHve MOXeT BKItoYaTh B cebst naeHTudmKaLuio, Norpy304Ho-pasrpy3o4dHble paboThl,
npeaoTBpaLleHne 3arpsi3HEHNs!, YNaKoBbIBaHUE, XPAaHEHUE, NEPEMELLIEHNE UM TPAHCMOPTUPOBKY, U 3aLUuTy.

8.5.5 [NeATenbHOCTb NOCJIE NOCTAaBKMN

OpraHusaums gormkHa obecneynTb BbINONHEeHVe TpeboBaHuUii K AeATeNbHOCTU, CBA3aHHOM C NpoayKumuen 1
ycrnyramu, nocrie Toro, Kak oHu 6bInv NocTaBMeH.I.
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Mpwn onpepeneHun odobemMa Tpebyemon 4eaTenbHOCTM NOCIe NOCTaBKM OpraHn3aums AofHKHa paccMmaTpmBaTh:

a) 3akoHoAdaTesbHble M HOPMAaTUBHbIE NPaBOBbIE TPEOOBaHNS;

b) noTeHumanbHble HeXXenaTenbHble NOCNeaCTBUS, CBA3aHHbIE C ee NPOAYKLUNEN 1 yCcrnyramu;

C) Xxapakrtep, MCMONb30BaHUE 1 Npeanonaraemoe BpeMsl XX13HU NPOAYKLMN U YCyT;

d) TpeboBaHus noTpebutenen;

e) obpaTHyto CBA3b C NoTpedbuTenamu.

MPUMEYAHUE [eatenbHOCTb NOCMe MNOCTaBkM MOXET BKNoYaTb B cebsi OencTBMS  COrNacHO  rapaHTUMHBLIM
06s13aTeNbCTBaM, KOHTPaKTHbIM 06si3aTenbcTBaM (TakMe kak oBcnykvBaHWE) M AOMOMHUTENbHbIE YCIYMU, Kak Hanpumep
nepepaboTka nnuM oKoOH4YaTENbHOE YHUHTOXEHME.

8.5.6 YnpaBneHue N3aMeHeHUAMU

OpraHusaumsi gormkHa aHanuanpoBaTb U3MEHEHMSI B NPOU3BOACTBE NPOAYKLMUW UM NpeaoCTaBleHNN YCryr u
ynpaensTb UMW B TOW CTEMEHW, HacKonbko 3TO OydeT Heobxogumo pAns obecnevyeHust MOCTOSIHHOMO
COOTBETCTBUS TPEBOBaHNSAM.

OpraHusaumsi OgormkHa pPerucTpupoBaTtb WM COXPaHSATb AOKYMEHTMPOBaHHYH WHMOPMAaLMIO, OMUChIBAOLLYHO
pe3ynbTaTbl aHanu3a W3MEHEHWI, CBEeAEHWs O [AOSPKHOCTHbIX fiMuax, CaHKUWMOHMPOBABLUUX BHECEHWE
N3MeHeHMs, 1 BCe Heobxoanmble AENCTBMIS, ABNAOLLMECH pe3yNbTaToOM aHanmaa.

8.6 BbInycK npoayKuuu n ycnyr

OpraHusaumsi OoskHa BHeApATb 3anfaHMpOBaHHblE MEPOMNPUSATUS Ha COOTBETCTBYHOLMX 3Tanax B LUEnsx
BepudUKaLum BbINONHEHUS] TPEGOBaHUIA K MPOAYKLUMW U yCryram.

BblﬂyCK npoaykummn mn ycnyr ans I'IOTpe6VITeJ'Iﬂ HE OO0JPKEeH npouncxoamtb OO OKOHYaHUA peann3aunm BceX
3aniaHMpoBaHHbIX MepOHpMﬂTMVI C yAaoBIETBOPUTESIbHBIMU pe3ynbTaTaMun, KpoMe TeX Clly4YaeB, Korga 3TO
CaHKUMOHMPOBAHO YMNMOJIHOMOYE€HHbIM OpraHoOM W/vnu nMuoMm n, Korga aTo npumMmeHnmo, cammm ﬂOTpGGMTeJ'IeM.

Opransau,Mﬂ OO0JDKHa perncTtpmpoBatb U COXPaHATbE AOKYMEHTUPOBAHHYIO Mchopmau,mo O BbllMyCKe npoayKkumn
nycnyr. ﬂ,OKyMGHTMpOBaHHaﬂ VIH(*)OpMaLI,VIFI AOJDKHa BKIKO4aTb:

a) cBUAETENbCTBA, 4EMOHCTPUPYIOLLME COOTBETCTBUE KPUTEPUAM NPUEMKN;

b) npocnexvBaemMocTb B OTHOWEHWM [AOMMKHOCTHOrO nuvua (nvuy), CaHKUMOHMpOBaBLUEro(Mx) BbIMyCK
NPOAYKLUWA N YCHYT.

8.7 YnpaBneHue HeCOOTBETCTBYHOLMMU pe3yribTaTaMu NPoLLecCcoB

8.7.1  OpraHusauusi gomkHa obecneuvBaTb WAEHTUUKALMIO U yrnpaBrieHWe pesyfibTaTaMu MpoLeccoB,
KOTOpble He COOTBETCTBYIOT TpeboBaHMsIM, B UensX npefoTBpalleHuss ux HenpeaHasHa4YeHHoro
MCNOMb30BaHUS UKW MOCTaBKM.

OpraHusauusi oomkHa npeanpyvHYMaTb COOTBETCTBYIOLWME AEUCTBUS, UCXOASA U3 XapakTepa HECOOTBETCTBUS U
€ro BIIMSIHUSI HA COOTBETCTBME MPOAYKUMU U YCIyr. DTO AOIHKHO MPUMEHSITLCS Takke K HeCOOTBETCTBYHOLLEN

npoaykunn un ycrniyram, BbiABfI€HHbIM NOCI1€ NOCTAaBKM NPOAYKUMN, B XO04e UIK Nocre npenoctaBieHnd yenyr.

OpraHusaumst OofmKHa OCYLLECTBMATL B OTHOLUEHUN HECOOTBETCTBYIOLIMX Pe3ynbTaToB MPOLIECCOB OOHO UMK
HECKOIbKO 13 CrieAyHoLWnX OeNCTBUIA:

a) KOPPEKLMIO;
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b) oTaeneHve, orpaHMYeHne pacnpocTpaHeHus, BO3BPAT UMy NPMOCTAHOBKY NOCTABKM NPOAYKLMMN U
NpeaoCTaBEHNs YCIyT;

Cc) wHdOopPMMpOBaHME NOTPEDOUTENS;
d) nony4eHwe paspeLleHUsi Ha NPUEMKY C OTKITIOHEHUEM.

Mocne BbINONHEeHWS KOPPEKLMM HECOOTBETCTBYIOLLMX Pe3ySibTaToB NPOLECCOB VX COOTBETCTBUE TpeboBaHMAM
AOIMKHO ObITb BEPUGMLIMPOBAHO.

8.7.2 OpraHusaumst 4oMmKHa PErMcTPUpPoOBaTh U COXPaHATL AOKYMEHTMPOBAHHYO MHOPMaLMIO, KOTOpasi:
a) onucbiBaeT HECOOTBETCTBUE;

b) onuckiBaeT npeanpuHATbIE AEACTBUS;

C) onucbiBaeT Nosfy4YeHHble paspeLleHmnst Ha OTKIIOHEHNE;

d) ykasbiBaeT NOMHOMOYHbIV OpraH u/vnv NUUOo, NPUHNUMAaBLLEE PeLlEeHne 0 AENCTBUM B OTHOLLEHNUN
HECOOTBETCTBUS.

9 OueHKa pe3ynbTaToB AeATENIbHOCTU

9.1 MOHWUTOPUHF, U3MEepeHne, aHanms3 1 oLeHkKa
9.1.1 O6wmne nonoxeHus

OpraHI/I3aLI,VI$| OOJDKHa onpeaenntb:

a) YTO OOJIKHO noanexartb MOHUTOPUHTY N USMEPEHUAM;

b) MeTogbl MOHMTOPWHrA, U3AMEPEHUS, aHanNn3a u oLeHKU, Heobxoammele s obecnedeHns JOCTOBEPHbIX
pes3ynbTaToB;

C) Korga AOMKHbl MPOBOAUTLCH MOHUTOPUHT U U3MEPEHUS;
d) «korga pesynbTaTbl MOHUTOPMHIA Y U3MEPEHUIA JOSMKHbI BbiTh MpoaHanM3npoBaHbl M OLLEHEHbI.

OpraHI/I3aLI,VIF| OO0JKHa oueHMBaTb pedylibTaTbl 4eATEeNIbHOCTU U Pe3yNibTaTUBHOCTb CUCTEMbl MEHEDKMEHTA
Ka4decTBa.

Opransau,Mﬂ OO0JDKHA pernctpmnpoBaTtb U COXPaHATbL COOTBETCTBYHOLLYH JOKYMEHTUPOBAaHHYO |/|chopmau,mo
KaK cCBMOETEeNIbCTBO NOJTy4YeHHbIX pe3ynbTaToB.

9.1.2 YARoBneTBOPEHHOCTbLNOTpeGuTenen

OpraHusaums OormkHa MpoBOANTb MOHUTOPUHI AaHHbIX, KacalolMXCs BOCMPUSATUSI MOTPebuTensmu creneHu
yAOBNETBOPEHNS UX noTpebHocTen u oxupganui. OpraHumsaums LOJPKHA onpefenuTb MeToAbl NoyYeHus,
MOHUTOPWHra 1 aHanunsa aTon nHdopmarmu.

NMPUMEYAHNE MpyMepbl MOHUTOPUHIA BOCNPUATUS NOTPEOUTENAMM MOrYT BKMOYaTb ONpoc NoTpebuTenen, oT3biBbl
OT NoTpebutener 0 NOCTaBNEHHbIX MPOAYKLUMM U ycryrax, BCTpeYn ¢ NnoTpebutensMu, aHanns 4onu peiHka, bnarogapHocTy,
NPeTEeH3MN MO rapaHTUNHBLIM 006583aTeNbCTBAM U OTYETHI AUIEPOB.

9.1.3 AHanu3 v oLeHkKa

OpraHI/I3aLI,VIF| OO0JKHA aHanm3npoBaTb U OLeHUBaTb COOTBETCTBYOLWNE aHHbIE U MH(bOpMaLI,MPO, NoJNy4eHHyo
B Xo04e MOHUTOPWUHIa n UsMepeHu4.
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PesynbTaTbl aHann3a JomKHbl ObITb MCNOMNBb30BaHbI At OLEHKM:

a) COOTBETCTBUSA MPOAYKUWUM U YCYT;

b) cTenenn ygoBneTBopeHHOCTM NOTpebUTENEN;

C) pe3ynbTaToB AEATENbHOCTU 1 pe3ynbTaTUBHOCTM CUCTEMbI MEHEKMEHTA Ka4yecTBa;
d) ycnewHoCTU NNaHMPoOBaHMS;

€) pe3ynbTaTUBHOCTU AEUCTBUN, NPEONPUHSITLIX B OTHOLLEHWUM PUCKOB M BO3MOXHOCTEN;
f)  pesynbTaToB AEATENBHOCTU BHELLUHNX MOCTABLUMKOB;

g) noTpebHOCTU B yNyYLLEHUAX CUCTEMBI MEHEDKMEHTA KayecTBa.

NMPUMEYAHNE MeToabl aHanu3a gaHHbIX MOryT BKItoYaTh B ceba cTaTUCTUYECKNE METOAbI.
9.2 BHyTpeHHUW ayauT

9.2.1  OpraHu3auusi JomkHa NPOBOAUTL BHYTPEHHME ayanTbl Yepes 3ansiaHnpoBaHHbIe MHTEPBasibl BpEMEHU
Ans Nony4YeHns MHdopMaLmu, YTo cucTema MeHed)kKMeHTa KayecTBa:

a) CoOTBeTCTBYeT:

1) cobcTBEHHBIM TPEBOBAHNSM OpraHn3aunm K ee cucTeme MeHeJ)kKMeHTa Ka4yecTBa;
2) TpeboBaHUAM HACTOSILLEro CTaHaapTa;

b) pesynbTatMBHO BHeApeHa U OYHKLMOHUPYET.

9.2.2 OpraHnsauns gomkHa:

a) nnaHupoBaTb, paspabaTbiBaTb, peanu3oBbiBaTb W MNOAAEPXKMBATb B  aKTyaribHOM  COCTOSIHWM
nporpaMmy(Mbl) ayauToB, BKHOYas MNEPUOAMYHOCTL M MeToAdbl MPOBEeAeHWs ayauToB, a Takke
OTBETCTBEHHOCTb, MnaHupyemble And  npoBepkn TpeboBaHWA W MpedocTaBrieHMe  OTYETHOCTM.
Mporpamma(mbl) ayoutoB gormkHa(bl) pa3pabaTbiBaTbCA C YYETOM BaXHOCTU NpPOBeEpPSeMblX MPOLECCOB,
N3MEHEeHWI, OKa3blBaloLWMX BNVSHWE Ha OpraHM3auuio, 1 pedynbTaToB NpeablayLwux ayanTos;

b) onpegensTb KpuTepuu ayamTa n 0bnacTb NPOBEPKN ANS KaXO0ro ayauTa;

c) otbupaTb ayauTopoB U NPOBOAUTL  ayauTbl Tak, 4Tobbl obecneumBanacb  OOGBLEKTMBHOCTL U
BecnpucTpacTHOCTL NpoLecca ayanTa;

d) obecneunBatb Nnepegady MHOPMaLUK O pedynbTaTtax ayguToB COOTBETCTBYHOLLUM PYKOBOAUTENSIM;

€) OCYLUEeCTBNSATb COOTBETCTBYIOLLYIO KOPPEKLMIO U KOPPEKTMPYIOLLME AeicTBus 6e3 He0GOoCHOBaHHOM
3a0epXKKU;

f) perncTpnpoBaTtb U COXPaHATb JOKYMEHTUPOBAHHYHO Mchopmau,mo KaK CBUWOETENbCTBO peanni3aunn
nporpamMmbl aygnuToB 1 NOJTyHYEHHbIX pe3yibTaToB ayaAnTOB.

NMPUMEYHAHUNE Cwm. ISO 19011 gnsa pykoBoacTBa.
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9.3 AHanu3 co CTOpPOHbLI pyKOBOACTBA

9.3.1 O6wwme nonoxeHus

Bbicwiee PYKOBOACTBO [AOOJDKHO aHann3mpoBaTtb Yepeld 3anjlaHnpoBaHHble WHTEpBallbl BpPpEMEHU CUCTeMy
MeHe>KMEeHTa Ka4yecTBa B Lenax obecneveHuns ee NMOCTOSAAHHOMN npurogHoCTy, aeKBaTHOCTW,
pPe3ynbTaTtnBHOCTU N COrNacoBaHHOCTU CO CTpaTerm4eCknum HanpasrieHMeM opraHm3aumin.

9.3.2 BxopaHble fAaHHbIe aHanu3a co CTOPOHbI PYKOBOACTBA

AHanms co CTOPOHbI pyKOBOACTBa AOJTKEH NniiaHnpoBaTbCA U BKIKOYaTh B Ce6ﬂpaCCMOTpeHVIeZ

a) craTyca AencTBuMI Mo pesynbTaTam npeabiayLnx aHanm3oB CO CTOPOHbI PYKOBOACTBA;

b) N3MEHEHWI BO BHELLIHUX U BHYTPEHHUX CbaKTOPaX, Kacatlowmnxca CMCTeMbl MEHEKMEHTA KaveCTBa,

C) I/IHq)OpMaLI,VIVI O pe3ynbTaTtax AeAaTelIbHOCTUN N PE3YJIbTaTUBHOCTU CUCTEMbI MEHEIPKMEHTA Ka4eCTBa,
BKIo4Yaa TeHaAeHUnn, OTHOCALLNECA:

1) KyAoBNEeTBOPEHHOCTU NoTpebuTenen n oTabiBaM OT COOTBETCTBYHOLLMX 3aMHTEPECOBAHHbIX CTOPOH;
2) cTeneHu OOCTWKEHWS Lienen B obnacTu kadyecTsa;
3) nokasaTensim NPoLEeCCOB M COOTBETCTBUIO NPOAYKLUNN U YCAYT;
4)  HeCOOTBETCTBUSAM 1 KOPPEKTUPYIOLLMM OENCTBUSIM;
5) pesynbTaTam MOHUTOPWHIa N U3MEPEHNI;
6) pesynbTatamayauTos;
7) pesynbTatam AesTeNbHOCTU BHELLHNX MOCTaBLUMKOB;
d) [JocTaToYHOCTU pecypcos;
€) pe3ynbTaTUBHOCTU AENCTBUN, MPELANPUHATBLIX B OTHOLLEHUN PUCKOB 1 BO3MOXHOCTEN (CM. 6.1);
f)  BO3MOXHOCTSIM ANS ynyyLleHus.
9.3.3 BbIxoaHble AaHHbIEe aHanu3a co CTOPOHbI pyKOBOACTBa

BbixogHble AaHHble aHanu3a co CTOPOHbLI PYKOBOACTBA AOMKHbI BKIHOYaTh B cebsi pelleHus 1 oencTeuns,
OoTHOCSALLMECS:

a) KBO3MOXHOCTSAM AMNs yNyULIEHUS;
b) no6GbIM He0BX0OVMbBIM U3MEHEHUSIM CUCTEMbI MeHe)KMeHTa KauecTBa;
C) noTpebBHOCTU B pecypcax.

OpraHI/I3aLI,VIF| OO0JKHA pernctpmnpoBatb U COXpPaHATb JOKYMEHTUPOBaHHYHO VIH(bOpMaLI,I/II'O KaK cBUOETEeNbCTBO
pe3ynbTaToB aHalNIM30B CO CTOPOHbI pyKOBOACTBA.
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10 YnyuweHue

10.1 OO6Lwme nonoxeHus

OpraHusaums gomkHa onpeaensatb U BblbnpaTb BO3MOXHOCTU AN yry4lleHUst 1 OCYLLECTBNATbL HeobxoaMMble
OEenCcTBMA ANg BbINONHEHUS TpeboBaHWiA NoTpebuTenen 1 NoBbILLEHUSA UX YO0BNETBOPEHHOCTMU.

3T0 JOMKHO BKIOYaTb:

a) ynydweHue NpoAyKUUM 1 YCNyr B LIENsSX BbINONHEHM TpeboBaHui, a Takke yyeTta byayuimx noTpebHocTen
M OXKUAAHWUIA;

b) KOppeKuuo, npeaorepalleHne ninmn CHMXeHne BIinAHNA HeXXenaTterbHbIX BO34ENCTBUM;
C) ynydweHne pe3ynbTtaTtoB AeATENIbHOCTU N PE3YNIbTaTUBHOCTU CUCTEMbI MEHEXXMEHTA Ka4ecTBa.

NMPMMEYAHNE Mpumepbl yny4LleHns MOryT BKIOYaTb KOPPEKLMIO, KOPPEKTMpYoLLee AeNCTBUE, MOCTOSHHOE
yrnyylleHne, NPopbIBHOE 3MEHEHWE, NHHOBALMIO 1 PeopraHm3aumio.

10.2 HecooTBeTCTBUA U KOPpEKTUpYIOLLMEe AEeNCTBUSA
10.2.1 [pu nosiBNEHNM HECOOTBETCTBUI, B TOM YNCIE CBA3AHHbLIX C NPETEH3UAMMN, OPraHM3aLmns AOMKHa:
a) pearnpoBaTb Ha JaHHOE HECOOTBETCTBME M HACKOMBbKO NPUMEHNMO:

1) npeanpuHnMaTb ﬂ,eVICTBMﬂ no ynpaBi1eHNo N KOppeKUUN BblABIIEHHOIO HECOOTBETCTBUA,

2) npeanpuHnMaTb ﬂ,eVICTBVIFI B OTHOLLUEHWN I'IOCJ'Ieﬂ,CTBVIVI AJaHHOIro HeCoOTBETCTBUA,

b) oLeHMBaTb HEOOXOAMMOCTb AENCTBUI NO YCTpPaHEeHUo Npn4nH 4aHHOro HeECOOTBETCTBUA C TEM, 4YTOObI
nsbexartb ero NOBTOPHOIO NOABIIEHUA UMK NOABINEHNA B APYroOM MeCTe NocpeacTBOM:

1) aHanusaHecooTBETCTBUS;
2) onpefeneHus NpUYKnH, BbI3BaBLLMX NOSIBIIEHWE HECOOTBETCTBUS;

3) onpegeneHust HaNM4YUsi aHanNorMYHOro HECOOTBETCTBUS UM BO3MOXHOCTU €ro BO3HUKHOBEHMS rae-
nuoo eule;

C) BbINOMHSATL BCE HEOOXOOMMbBIE OENCTBUS;

d) npoaHanuaupoBaTb pe3yNbTaTUBHOCTb KAX40r0 NPEANPUHSITOrO KOPPEKTUPYHOLLLErO AENCTBUS;

€) aKTyanu3upoBaTb Npu HEOOXOAUMOCTU PUCKM Y BO3MOXHOCTM, ONpeAeneHHble B XOA4E NNTaHNPOBaHUS;
f)  BHOCWTb NpM HEOOXOAMMOCTU UBMEHEHUSA B CUCTEMY MEHEXKMEHTA KA4eCTBa.

KoppekTtupytoLme AeACTBUS AOMKHbI COOTBETCTBOBATbL MOCNEACTBUAM BbISIBIIEHHbLIX HECOOTBETCTBUIA.

10.2.2 OpraHusauus gomkHa permcTpmpoBaTh 1 COXPaHATb AOKYMEHTMPOBAHHYIO MHOPMaLMIO Kak
CBUAOETENbLCTBO:

a) XxapakTepa BblSIBNIEHHbIX HECOOTBETCTBUI 1 NMOCMNEAYOLNX NPeanPUHATLIX 4ENCTBUN;

b) pesynbTaToOB BCEX KOPPEKTUPYIOLLUX AENCTBUN.
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10.3 MocTosiHHOEe ynyullueHune

OpFaHVI3aLI,VIF| OO0JDKHa MNOCTOAHHO ynydwaTb nNpurogHoCTb, aAeKBaTHOCTb U pPe3yribTaTUBHOCTb CUCTEMbI
MeHeXXMeHTa Ka4yecTBa.

OpraHI/ISGLI,VIﬂ OOJDKHa paccMaTtpuBaTb pe3ynbTaTbl aHarm3a W OLUEHKWU, BbIXOAHblE [daHHble aHalnn3a Cco

CTOPOHbI pyKOBOACTBA, 4YTOObI onpegenntb, UMEKTCA U I'IOTpGGHOCTVI nnnm BO3MOXHOCTH, Tp66yI'OL1J,VIe
pacCcMOTpEHUA B Ka4eCcTBe Mep No NOCTOAHHOMY YyIy4LUEHUIO.
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MpunoxeHue A
(cnpaBo4HOE)

Pa3bsacHeHue HOBOM CTPYKTYpPbI, TS PMWUHOJIOTUN U NOHATUN

A.1 CTpyKkTypa n TepMmuHonorus

CTpykTypa pasgenos (T.e. nocneaoBaTeNbHOCTb pa3fenos) 1 YacTb TEPMUHONOINMM HaCTOsILLEero ctaHaapTa no
cpaBHeHuO ¢ npegbigywen Bepcmen (ISO 9001:2008) ObINM M3MEHEHbI B LENSAX YNyudlWeEHUs CTPYKTYPHOW
COBMECTMMOCTU C APYrMMK CTaHAapTaMu Ha CUCTEMbI MEHEDKMEHTa.

B HacTosilleM cTaHgapTe He codepXuTcsl TpeboBaHWst O MPUMEHEHUM €ero CTPYKTYpbl U TEPMUHOMOMMM K
OOKYMEHTUPOBAHHOW MHpOPMALMKN CUCTEMbBI MEHEPKMEHTA KAYECTBA OpraHu3aLmu.

[aHHasa cTpyKTypa pasgenoB npegHasHadeHa B bonbluen mepe ons obecneyeHnss cornacoBaHHOrO N3MNoXeHUs
TpeboBaHMn, YeMm Ons Toro, YTobbl ObITb MOAENbID ANS OOKYMEHTUPOBAHWUS MOMWTWK, LENern M NpoueccoB
opraHusaumun. CTpyKTypa W copepXaHue [OOKYMEHTMPOBaHHOW WHOpMaunnM, OTHOCALLENCA K cucTeme
MEHeXMeHTa KayecTBa, 4acTto MoryT ObiTb 0Gonee noaxodswvmmn AnNs  MNOMb3oBaTenen, ecnuv
OOKYMEHTMpPOBaHHas MHOpMaLMa OTHOCUTCA Kak K npoueccam, (PyHKUUOHMPYIOWMM B OpraHn3auun, Tak u K
MHdOopMaLMn, NPUMEHSEMON ANA ApYrux Lenen.

YT06bl ycTaHaBnuBaTb TpebOBaHUSA K CUCTeMe MeHeXKMEeHTa KadecTBa, BOBCe He 06s3aTenbHO TEepMUHbI,
ucrnonb3yemble  OpraHusauuen, 3ameHsTb TepMMHaMu, WCMOMb3yeMbIMW B  HAcTosWEeM CcTaHdapTe.
OpraHusaumMm MOryT WCNOfb30BaTb TEPMWHbI, KOTOpble OHM COMTYT Oonee noaxogodwyMu AOnsi CBOEW
OesaTenbHOCTM (Hanpumep, NCNoMb30BaTb TEPMUHbI «3aNNCHU», «AOKYMEHTaLMsA», KNPOTOKONbI», a He
«OKYyMeHTUpoBaHHaa MHOpMaLMsa», UNN UCMOMb30BaTb «MOCTABLUMKY, «MapTHEp», «NpoAaBeLl», a He
«BHELUHWI nocTaBlumKky). B Tabnuue A.1 nokasaHbl OCHOBHbIE Pa3nnyMs B TEPMUHOMOMMM MeXady HacTosLen
Bepcuen ctaHgapta 1ISO 9001 u ero npeablayLuen Bepcuen.

Ta6nuuya A.1 — OCHOBHbIe pa3nuuus B TepMuHosniorum mexay 1SO 9001:2008 n ISO 9001:2015

1ISO 9001:2008

ISO 9001:2015

Mpoaykums

Mpoaykuus u ycnyru

WckrntoueHust

He npumeHsieTca

(Cm. MpunoxeHune A.5 ansa NOSCHEHWHA,
KacaloLLMXCs NPUMEHUMOCTM)

M peacrtaBsuTesib pykoBoACTBa

He npumeHsieTca

(AHaJ'IOI'VI‘-IHbIe OTBETCTBEHHOCTb N MOJIHOMO4YUA
YCTaHOBJI€HbI, HO HET Tpe6OBaHI/IFI B OTHOLLUEHUN
€OVNHCTBEHHOIO nNpeacTtaBuTend pyKOBOD,CTBa)

[okymeHTauusi, pyKoBOACTBO MO Ka4ecTBy,
JOKYMEHTUPOBaHHbIE NpoLeaypbl, 3an1cu

[okymeHTMpoBaHHas MHopMaLums

lMponssoacTBeHHas cpeaa

Cpefa ana gyHKLUMOHMPOBaHMWS NPOLIECCOB

O6opynoBaHue 4nst MOHUTOPUHIA Y U3MEPEHUIA

Pecypcbl 4ns MOHUTOPUHIa U USMepPeHun

3aKyﬂﬂeHHaﬂ npoaykuua

BHellHe nocTtaBnsemble npoaykuua n ycnyru

MNocTaBLmkK

BHeLllHMI nocTaBLWmMK
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A.2 Mpoaykuunsa n ycnyrm

B I1ISO 9001:2008 wucnonb3oBasncsa TepMUH «NpoAayKuMs» Of9 oxBaTa BCeX kaTeropun Bbixogos. B gaHHoM
BEPCUM HACTOSLLEro CTaHAapTa UCMonb3yeTcsl CNOBOCOYETaHNE «NPoayKUus u ycryr». CroBocoveTaHne
«NPOAYKUMS N yCryrn» OXBaTbiBaeT BCE KaTeropum BbIXOAOB (TEXHMYECKME CpedcTBa, YCryru, NporpaMMHble
cpeAcTBa v nepepabaTtbiBaemble MaTepuansl).

CneunanbHoe BKIOYEHWE «YCyr» NpeaHasHavyeHo AJ1si TOro, YToOb! BbiAENUTb pas3nuns Mexay npoayKumen u
ycryramu npv NpMMEHEHUN HEKOTOPbIX TPeGoBaHWUIA. XapakTepHo 0COBEHHOCTLIO YCIyr ABMSETCA To, YTO, Mo
MeHbLLE Mepe, YacTb Bbixoda Morly4aeTcs Npy HEMoCcpPeaCTBEHHOM B3auMOAEWCTBUM C noTpebutenemM. 31o
03HayaeT, Hanpumep, YTO COOTBETCTBME TPeBOBaHMAM He BCeraa MoxXeT GbiTb NOATBEPXKAEHO [0 3aBepLUeHus
npeaocTaBneHns ycnyru.

B GorblUMHCTBE CriydyaeB «NpOAYKUMSI» W «yCIyrM» UCMONb3YTCA COBMECTHO. BONbLIMHCTBO BbIXOAOB,
KOTOpble OpraHu3auusi MocTaBnsieT NoTpebuTensam wunM KOTopble MM MOCTaBMSOT BHELUHME MOCTAaBLLMKM,
BKIIOYAIOT Kak NpoAyKLMo, Tak U ycnyrn. Hanpumep, matepuanbHas unm HematepuanbHas npoaykuusi MoOXeT
UMETb HEKOTOPYID CBSI3aHHYID C HEeW YCnyry, wunuM ycrnyra MOXeT WUMeTb HEKOTOPYK CBSI3aHHYIO C HeWn
MaTepuanbHyo N HemaTepuarnbHY NPOAYKLMIO.

A.3 NMNoHuMaHuMe noTpebHOCTEN N OXUOAHUN 3aMHTEPEeCOBaHHbIX CTOPOH

Moapasgen 4.2 cogepxuT TpeboBaHUS K opraHusauuy onpeaensTb 3aMHTEepecOBaHHble CTOPOHbI, KOTOpble
MMEeIOT OTHOLLeHMEe K CuUcTeMe MeHeMKMEeHTa kayecTBa, W TpeboBaHuS 3TMX 3auHTepecOBaHHbIX CTOPOH.
OpHako nogpasgen 4.2 He nogpasymeBaeT paclunpeHve TpeGoBaHMIM CUCTEeMbl MEeHeKMEeHTa kavecTBa 3a
paMkn obnacTu npuMeHeHWs HacTosilero craHgapTta. Kak yctaHoBneHo B «O6mactv  npyvMeHeHus»
HaCTOSALWMIN CTaHdapT MPUMMEHsIeTCa Toraa, Korga opraHuM3auMm HeobxoauMMOo NPOAEMOHCTPMpOBaTb CBOKO
CMocoBHOCTbL Ha MOCTOAHHOWM OCHOBE obecneynBaTb NMOCTaBKy NPOAYKLUMKU U YyCRyr, OTBeYaowmx TpeboBaHmam
notpebutenen n NpUMEHNMbIM 3aKOHOAATENbHBIM U HOPMAaTUBHbLIM NMPaBOBbIM TPeBOBaHUAM, U HaLENEHHOCTb
Ha NOBbILLIEHNE YAO0BNETBOPEHHOCTM NOTpebuTenen.

B HacTosawem CTaHOapTe HeT Tpe6OBaHVIF| O TOM, 4TOOBbI opraHumsauunda paccmaTtpuBana 3anHTepecoBaHHbIE
CTOPOHDbI, KOTOpblIE HE ObInn onpeneneHbl OaHHON opraHM3aume|7| KaK unMmewuine OTHoLleHnEe K ee cucrtemMme
MeHe)KMEeHTa KayecCTBa. Opransau,Mﬂ camMa pelwaet OTHOCUTCA Iun Kakoe-nnbo KOHKpeTHOoe TpeGOBaHMe
COOTBeTCTByIOLIJ,GVI CTOPOHbI K ee cuctemMe MeHepKMeHTa KadecTBa.

A.4 PUCK-OopneHTMpOBaHHOE MblluneHue

KoHLenuusi puck-opueHTMPOBaHHOTO MbILMEHUS MPOCeXuBanacs M B Npeablaylle BepcuM HacTOsILEro
cTaHfapTa, Hanpumep, Yepe3 TpeGoBaHUS K MMaHWpOBaHWUIO, aHanuay U ynydweHuo. HacToswmii ctaHaapT
ycTaHaBnMBaeT Ans opraHusauum TpeboBaHue noHMmaTh ee cpedy (cM. 4.1) 1 onpeaenaTb PUCKU, Kak OCHOBY
Ana  nnaHupoBaHus (cM. 6.1). OTo oOTpaxaeT NpPUMEHEHWE PUCK-OPUEHTUPOBAHHOMO MbILLMIEHUS ANs
NMaHMpPOBaHUSi M BHeOpPEHWs MPOLECCOB CUCTEMbl MeHedkKMeHTa kadecTBa (cM. 4.4) u GygeT nomoraTb B
onpeaeneHnn oGbema 4OKyMEHTMPOBaHHON MHbopMaLMN.

OaHa n3 KoYeBbIX LiENen cucTeMbl MEHeMKMEHTa KadecTBa COCTOMUT B TOM, YTOObl OHa OeWicTBOBana Kak
MHCTPYMEHT npenynpexgeHus. I'Io:aTomy HacToALWMN CTaHOapT He MMeeT OTAENIbHOro pasgesna uin nyHKTa no
npegynpexaarwmm pencteuaMm. oHaTre npeanynpexaarwLiero OencTBeums Bblpa>eHO 4epe3 uncnoJjib3oBaHue
PUCK-OPUNEHTUPOBAHHOIO MblLLUITEHUA NMPU (bOpMyJ'II/lpOBKe Tpe6OBaHI/Il7I K CUcteMe MmeHeg)KxMeHTa Ka4yecTBa.

Puck-opMeHTUpOBaHHOE MbILLNIEHWE, MPUMEHSEMOE B HACTOsILLEM CTaHAapTe, CnocoOCTBOBANo HEKOTOPOMY
CoKpalleHuio TpeboBaHUIM NpPeaAnuCbIBAOLLErO Xapaktepa W UX 3aMeHe TpebOoBaHWSIMM  OMUCHIBAKOLLENO
xapaktepa. Hacrtosiwmn craHgapt Gonee yHuBepcarneH, 4yem SO 9001:2008, B OTHOWEHMU TpeboBaHWA K
npoueccam, JOKYMEHTUPOBAHHOM MHGOPMaLUKU 1 pacripegeneHunto OTBETCTBEHHOCTM B OpraHmn3aumnm.

HeCMOTpﬂ Ha ToO 41O 6.1 yKa3blBaeT, 4TO opraHn3auuna OoJKHa niiaHnpoBaTb OEeNcTBMSA B OTHOLUEHUN PUCKOB,

cTaHgapT He TpebyeT hopManm3oBaHHbIX METOLOB MEHEKMEHTA PUCKOB UMW LOKYMEHTUPOBAHHOIO npoLecca
MeHepKMeHTa puckoB. OpraHu3auum MOryT peLuaTth criefyeT nu paspabaTtbiBaTte 6onee oOLLNpPHYHO
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METOLOSIONI0 MEHEMKMEHTA pUCKa, YeM TpebyeTcst HacTOALLMM CTaHAapTOM, HaNpUMeEp, 3a CYET NPUMEHeHs!
APYIMX PYKOBOASALLMUX YKa3aHW Unn CTaH4apTOB.

He Bce npouecchbl cUCTEMbl MEHe)KMeHTa KayecTBa o6nagaloT O4MHAKOBbIM YPOBHEM puUCKa B OTHOLLUEHWMU
cnocobHocTn opraHusauunm gocturatb CBOUX u,ene|7|, n BnnaHMe HeonpeaeneHHoCTn He ABndeTcda OANHaKOBbIM
ansa opraHusauun. B cootBetcTBuMM ¢ TpeboBaHusaMu 6.1 opraHuMsauusa OTBETCTBEHHA 3a NPUMEHEHWEe PUCK-
OPUEeHTUPOBAHHOIO MbILLNEHNA W 3a ﬂeVICTBMH B OTHOLUEHMN pucka, B TOM 4ucne LI,eJ'IeCOO6p63HOCTb
perncTpaumMm n CcoxpaHeHus OOKYMEHTUPOBaHHOW WH(OpMaLMM Kak cBUOETENbCTBa ONpeaeneHus puckos
opraHusaumen.

A.5 NMpumeHumocTb

Mpn onpegeneHnn nNpumMeHMMocTn TpeboBaHWI CTaHOapTa K CUCTEME MEHEKMEHTa KayecTBa opraHmsauuu
HaCTOSLWMN CTaHOApPT He OenaeT CChbIIKU Ha «UCKMIYeHusa». TeM He MeHee opraHmsaunsa MoXeT NpoBOAUTb
aHanu3 nNpMMEHMMOCTU TpeboBaHMI C Y4eTOM pasmepa WUIM CIOXHOCTU OpraHuM3auuu, WUCMOSIb3yeMOW €eto
MoZenu MeHeKMeHTa, o0nacTu OeATenbHOCTM opraHM3auMM W XapakTepa €€ Y4YUTbIBaEMbIX PUCKOB U
BO3MOXHOCTEMN.

TpeboBaHUA K NPUMEHUMOCTU paccMaTpuBatoTcs B nogpasgene 4.3, onpeaensiowemM ycroBusl, Npy KOTopbixX
opraHusaumsi MoOXeT MPUHATb PelLleHne o0 TOM, YTO TpeGoBaHWe He MOXET ObiTb NMPUMEHEHO HU K OOHOMY W3
MpoLEccoB B pamkax o6nacT npUMEHeHUsI CUCTEMbl MeHemkMeHTa KadvecTBa. OpraHusauusi MoXeT
NPYHMMaTb peLUeHMe O TOM, YTO TpeboBaHWe He MPUMEHSIETCS, TOSIbKO €CRN 3TO pelleHne He MpuBeaeT K
HecrnocoGHOCTM 06ecrneynTb COOTBETCTBIE NPOAYKLMMN U YCIIYT.

A.6 lokymeHTUpoBaHHas nHcopmaumsa

Kak cocTtaBnswoLlaa yactb obecneyeHmss COBMECTUMOCTM C APYTMMU CTaHAApPTaMy Ha CUCTEMbl MEHEKMEHTA
obwwmi  pasgen, kacawwmics «[dOKyMEeHTMpPOBaHHOM WHGOpMaumuy, O6bin NpuHAT 6e3  3HauYUTEernbHOro
n3meHeHus unun gobaenenust (cm. 7.5). Tam, rae BO3MOXHO, TEKCT HAcTosALWero ctaHgapTa 6bin cornacoBaH c
TpeboBaHMAMN 3TOro pasgena. B cuny aToro TepMUH «0KYMEHTMPOBaHHAs MHGOPMAaLMsA» UCMNOrb3yeTcs BO
BCeX TpeboBaHMsAX, OTHOCALUMXCS K JOKYMEHTaM.

Tam, rae B 1ISO 9001:2008 ncnonb3oBanuch crneLmarnbHble TEPMUHBI, Takue Kak «JOKYMEHT» Unu
«OOKYMEHTUpOBaHHbIE Mpouenypbl», «PYKOBOACTBO MO KAaYeCTBY» UMK «MNfaH KadecTBa», B HACTOsILLEN BEpCUU
CTaHdapTa onpegerneHbl TpeboBaHWs K «pa3paboTke, akTyanusauum W NPUMEHEHWUI LOKYMEHTUPOBAHHOWM
NHpopMaLummy.

Tam, rge B 1SO 9001:2008 ncnonb3oBancst TEPMUH «3anvcuy» Anst 0003HaYeHUs AOKYMEHTOB, HEOOXOOUMbIX
ONs npeacTaBneHnsi CBUAETENbCTBA COOTBETCTBUS TpeOOBaHNsM, Tenepb ncnonb3yeTtcs TpedosaHne
«PErucTpMpoBaThb U COXPaHATb AOKYMEHTUPOBAHHYO UHopMaumo». OpraHnsauma HeceT OTBETCTBEHHOCTb 3a
onpefeneHune Toro, Kakas AOKYMEHTMPOBaHHas UHopMaLmsa omkHa ObITb 3aperncTpupoBaHa 1 CoOXpaHeHa, B
TEeYEHMEe Kakoro nepuoaa BpeMeHU 1 kakme cpenctea 6yayT MCnonb3oBaHbl Ang 3TOro.

TpeboBaHne no «paspaboTke, akTyanusauum W MNPUMEHEHWNIO» [OKYMEHTUPOBAHHOW WHAOpMauMu He
UCKIMIOYaeT BO3MOXHOCTM TOro, YTO OpraHuM3auMsi MOXET TaKkKe «PerucTpuvpoBaTb M COXPaHATb» 3Ty
OOKYMEHTUPOBAHHY0 MHAOPMaLMI0 Ansi KOHKPETHbIX Lenen, Hanpumep, PerucTpupoBatb W COXPaHSATb
npeablgyLume Bepcumn MHopmaLuu.

Tam, raoe HacToALWMIA cTaHAAPT CCbifaeTca Ha «MHAOPMaLWIo», a He Ha «JOKYMEHTMPOBaHHY UH(OpMaLMIO»
(Hanpumep, B nogpasgene 4.1: «OpraHusauns OOMKHa OCYLLECTBNATb MOHUTOPUHT U aHanu3 MHdopmauum ob
3TUX BHELIHMX W BHYTPEHHMX dpaKkTopax»), HeT TpeboBaHMsA, 4YTO 3Ta WHopMauus [ofkHa OblTb
JOKYMEHTUPOBaHHOW. B TakuMx crnyyasix opraHusauusi MOXeT peLuTb SABMSETCA N 3TO HeOoOXOAUMbIM WUIK
YMECTHbIM A8 pa3paboTku, akTyanusauum u NpUMeHeHns OKYMEHTMPOBaHHOW MHAOpMaLnK.
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A.7 3HaHusA opraHmMsaummu
MyHkT 7.1.6 HacTosilero cTaHgapTa CBA3aH C MOTPEOHOCTbI OnpefennTb U OCYLLECTBIATb MEHEIKMEHT
3HaHMN, nNoAdEpPXKMBAEMbIX OpraHusauuen, pana obecneyeHns YHKUMOHMPOBAHUSA €€ MpOoLEeccoB W
OOCTWDKEHNSt COOTBETCTBUSA MPOSYKLUMM U YCHYT.
TpeboBaHus, oTHOCALWMECH K 3HAHUSIM OpraHn3auun, 6binv BBEAEHDI C LiENbIo:
a) 3awmMTbl opraHM3auum oT NoTepy 3HaHUI, HanpuMep 13-3a:
—  TeKy4yecTu Kagpos;
—  HEeBO3MOXXHOCTU Nony4YeHns 1 obmeHa nHopMauuen;
b) cTumynupoBaHusi opraHM3auum K NpMobpeTEHNIO 3HAHWUI, HanpuMep, Ha OCHOBE:
—  00y4yeHus Ha COOCTBEHHOM OnMbITE;
—  HacTaBHWMYECTBa;
—  M3y4YeHus Ny4Llero onbITa.
A.8 YnpaBneHue npoueccamu, NnpoayKumen n ycriyramm, noctaBnieMbiMU BHELLHUMM MOCTaBLUNKaAMM
Bce dhopMbl BHELLHMX MOCTABOK NPOLIECCOB, NPOAYKUMMW N YCIYT pacCMOTPEHbI B 8.4, Hanpumep:
a) 3aKymnmneHHble Y NOCTaBLLMKa;
b) nonyyeHHble NO cornalleHnto ¢ KoMnaHMen-napTHePOM;

C) nony4yeHHble OT BHELUHEero nocrtaBLlka Ha OCHOBE ayTCOpPCUHra npoLeccos.

AyTcopcuHr Bcerga obrnagaet OCHOBHOMN XapaKTePUCTUKOW YCIYyru, MOCKOSMbKY UMEET MO KpanHen Mmepe OauvH
BMA AEATENbHOCTU, ONS BbINOMHEHWS KOTOPOro HeobxoAMMOo B3aMMoAeNCTBME NOCTaBLLUMKa Y OpraHn3aumm.

Cpeactea ynpaBneHusl BHELLHMMUM NOCTaBKkaMy MOTYT LUMPOKO BapbMpoOBaTbCH B 3aBUCMMOCTU OT XapakTepa
npoLeccoB, Npoaykuun u ycnyr. OpraHnsaums MOXeT MPUMEHSITb PUCK-OPUEHTUPOBAHHOE MbILUNIEHNE AN
onpegeneHns Buaa v CpeacTB yrnpaBneHusl, NOAXOOALWMX ANs KOHKPETHOro BHELLUHEro MOCTaBLUMKa M BHELLHE
nocTaBnsieMblX NPOLECCOB, NPOAYKLMU U YCHyT.
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MpunoxeHue B
(cnpaBo4HOE)

Opyrve mexayHapoaHble CTaHAapTbl B 061aCTM MeHeXKMEeHTa KayecTBa
M Ha CUCTEeMbl MEHeXKMEHTa Ka4yecTBa, pa3paboTtaHHble ISO/TC 176

MexayHapoaHble cTaHOapThbl, ONUCaHWE KOTOPbIX NPUBOLAMUTCS B HACTOsILLEM NPUMoXeHuu, 6beinn paspaboTaHsl
TexHuyeckum komuteTom ISO/TC 176 ons npegocTaBneHust BCoMoraTtenbHOn uHopMaumm opraHnsaumsm,
KOTOpble NMPUMEHAIT HaCTOALWMA CTaHAapT, U ANS NpefocTaBrneHns PYKOBOAALLMX yKa3aHWn opraHu3auumsM,
cTpemswmMmMcsa MpeB3ovTu ero TpeboBaHus. PykoBogsiimve ykasaHus wnv TpeboBaHud, copepXalimecs B
OOKYMEHTaX, MePEeYUCIIEHHbIX B 3TOM MPUIOXEHWUW, HE OOMOSHST U HE U3MEHST TpeboBaHUS HACTOSLLErO
cTaHpaprTa.

Tabnuua B.1 nokasbiBaeT B3aMMOCBS3b mMexay 3STUMMKn CTaHgapTaMym M COOTBETCTBYHLWMMW pa3aenamMmu
HaCTosALlEero craHgapTa.

HacTtosilwee npunoxeHne He COOEPXWUT CCbINIKM Ha oTpacrneBble CTaHAapTbl Ha CUCTEMbl MeHeKMeHTa
KayecTBa, paspaboTaHHble TEXHUYECKUM komuTeTom ISO/TC 176.

HacTtosAwun ctaHgapT ABNSeTCH O4HMM U3 TpEX OCHOBOMNOMAararoLmMx cTaHaapToB, pa3paboTtaHHbix ISO/TC 176.

— 1SO 9000 Cucmembi meHeOxmeHmMa kadyecmea — OCHOBHbIE MOJIOXKEHUS U Crio8apb CO30aeT OCHOBbI OIS
Hagnexallero NoOHUMaHua W BHeApeHus1 HacTosdwero ctaHgapTa. [MpuHUMNbl MeHemKMeHTa Ka4vecTBa,
nogpobHoe onucaHue koTopbix gaetcs B ISO 9000, Gbinn y4uTeHbl B npouecce pa3paboTkM HACTOSALEro
ctaHgapta. Camy aTM MpUHUMNBI He SBRATCA TpeboBaHMAMM, HO OHU (POPMUPYIOT OCHOBY AMS Tex
TpeboBaHMN, KOTOpble yCTaHaBnMBaeT HacToswwmh ctanHgapT. ISO 9000 Takke onpepensetr TEPMUHbI,
ornpeaeneHns N OCHOBHbIE NOHATUSA, UCMOMNb3yeMble B HACTOSALLEM CTaHOapTe.

— 1SO 9001 (HacTosAwMi CcTaHOapT) yCTaHaBnuBaeT TpPebOOBaHWs, HanpaBneHHble rnaBHbIM 06pa3oM Ha
co3faHue [oBepust K NPOAyKUUKM U ycrnyram, npegnaraemMbiM OpraHusaumen, u, nocpeacTtBOM 3TOro, Ha
MOBbILUEHNE YOOBMETBOPEHHOCTM NoTpebutenen. MoXHO Takke oXuaaTtb, YTO Hagnexallee BHeApeHue
3TOro cTandapTa NPUHECET OpYyrue BbIroAbl ANst OpraHvM3auny, Takme Kak ynydlleHHbIA BHYTPEHHUIA 0bMeH
nHdopmaLmen, nyyllee NOHMMaHWE 1 ynpaBreHne npoueccamMmmu opraHM3aumm.

— 1SO 9004 MeHedxmeHm Onsi GoCmuXeHUsT ycmol4ugoao ycrexa opeaHu3ayuu — [1odxod Ha ocHoee
MeHedXMeHma KaJecmea COOAepPXUT PYKOBOASLUME YKa3aHUs ANS OpraHu3auuni, CTPEMSLLMXCS NPeB30rTH
TpeboBaHMsa HacTosLero craHgapTta, oxBaTbiBas Ooree LUMPOKMI CMEeKTp BOMPOCOB C TeM, YTOObl 3TO
MO0 BECTU K YMyyleHno obwux pesynbTaToB AesTenbHOCTM opraHm3auuun. 1ISO 9004 Bknovaet
MeToaMYeckoe pPyKOBOACTBO MO CaMOOLEHKe C TeM, YTOObl OpraHvM3aumMn MMenn BO3MOXHOCTb OLieHWBaTb
YPOBEHb 3PEOCTN CBOMX CUCTEM MEHEXXMEHTA Ka4ecTBa.

MemyHapo,u,Hble CTaHOapTbl, ONMUCAHHbIE HWXe, MOryT NMOMOYb OpraHmM3auudam, Korga OHU BHEOPAKT Uin
CTPEMATCA yIny4ylnTb CBOU CUCTEMbI MEHEPKMEHTA KaveCTBa, npouecChbl nnn Buabl 0eATENIbHOCTU.

— 1SO 10001 MeHedxmeHm Kadecmea — YOosrnemeopeHHocmb rnompebumerneli — Pykogodsuue ykasaHusi
o npasunam rnosedeHust 0518 opaaHu3ayull CNyXnUT AN opraHu3aunm pykoBOACTBOM B onpefeneHnmn Toro,
4yTo ee Mepbl Mo obecrnevyeHuto YAOBNETBOPEHHOCTU MNOTpebuTenein oTBevyawT UX NOTPEBHOCTAM U
oxugaHuam. [NpumeHeHVWe cTanHdapTa MOXET MOBbICUTb [JOBepue notpebuTenei Kk opraHusaumMn wu
YNyYWnTb NOHUMaHWE NOTPEBUTENSIMU TOrO, YTO OHU MOTYT OXWUAaTb OT opraHM3aLun, TeM camblM CHUXast
BEPOATHOCTb Hejopas3yMeHUiA 1 NPeTEH3NIA.

— 1SO 10002 MeHedxmeHm kadecmea — YOoernemeopeHHocmb riompebumernel — Pykogodsuue ykasaHusi
M0 yrpasneHur MpPemeH3us MU 8 opaaHu3ayusix CIYXWT PYKOBOACTBOM MO npoueccy obpalleHus ¢
NnpeTeH3nsiMM Yepe3 MpusHaHue U U3ydeHue noTpebHoCcTen M OXmaaHU CTOPOH, obpaluarowmxcs ¢
NPeTeH3nsAIMU, U NPUHSTUS PELLEeHMIn NOo pa3peLLeHnto BONPOCOB, CBSA3aHHbIX C npeTeHausamn. OH
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obecneuynBaeT OTKprTbIVI, pe3yﬂbTaTVIBHbIIZ n I'IpOCTOVI ana npuMmeHeHuda npouecce, BKINHOYaOLLNIA
noaroToBkKy nepcoHana. OH Tarke MOXeT WCNoNnb3oBaTbCsl B KayecTBe pykoBoaAcCTBa MalibiMun
npeaonpuAaATuaMn.

ISO 10003 MeHedxmeHm kadecmea — YOosrnemeopeHHocmb nompebumenel — Pykosodsuwjue yka3aHusi
10 ypeaynuposaHUo CrIoPHbIX 80MPOCO8 BHE OpaaHu3ayuU CIY>XUT PYKOBOACTBOM Af1si pe3yrbTaTUBHOIO U
9P(PEKTUBHOTO paspeLlleHnsi CMopoB BHE OpraHu3auuidi Mo NPEeTEH3UsIM, CBSI3aHHbIM C MPOAYKLMEN.
PaspelueHne cnopoB siIBNAETCS CPEACTBOM YPErynMpoBaHUS cUTyauun B criyyasix, korga opraHvMsaummn He
MOryT yperynupoBaTtb BOMPOCbI MO YAOBMETBOPEHUIO MPETEH3UM BHYTPU OpraHuM3auun. BonblMHCTBO
NPEeTEeH3Un MoryT ObITb YCNELUHO pa3peLUeHbl BHYTPWU opraHu3auum 6e3 npumeHeHus npoueayp, B KOTOPbIX
CTOPOHbI BbICTYNAOT NPOTUBOGOPCTBYHOLLMMUN CTOPOHAMMU.

ISO 10004 MeHedxmeHm kadecmea — YdoenemeopeHHocmb nompebumenel — Pykoeodsuwjue yka3aHusi
10 MOHUMOPUH2Y U U3MEPEHUI0 CINYXWUT PYKOBOACTBOM ANl BbIpabOTKM Mep, HanpabBfeHHbIX Ha
MOBbILLEHWE YAOBNETBOPEHHOCTU MOTPEOUTENER U HA MOEHTUMUKALMIO BO3MOXHOCTEN YrydlleHWs
NPOAYKUMM, NMPOLIECCOB U XapakKTEPUCTUK, KOTOpble SIBMSIHOTCA LeHHbIMU ans notpebuteneit. Takme mepbl
MOTFYT YCURUTb NOANBHOCTb NOTPEGUTENER N NOMOYb OpraHn3auny yaepaTtb noTpedutenei.

ISO 10005 Cucmembl meHedxXMeHmMa Kadecmea — Pykogodsawue ykasaHus o riaHaMm Kkadecmea CIyxuT
PYKOBOACTBOM MO pa3paboTke W WCNONb30BaHWIO MMNaHOB KayecTBa Kak CBA3YIOWEro cpeacTtea,
cBA3bIBaloWero TpeboBaHWs npouecca, NpodykTa, MPOeKTa WM KOHTpakTa ¢ pabousMu MeTogamu u
npakTukamu, obecneyvBalolMx NpPou3BOACTBO NpoAykumun. [lpeumyliectBa OT  paspaboTkM  nnaHa
kayecTBa OyayT BblpaXaTbCsl B MOBbILIEHHOW YBEPEHHOCTM B TOM, YTO TpeboBaHus ByayT BbINOMHEHbI, YTO
npoLecchl HAXOASATCS NOA ynpaBlieHWEM, a Takke B MOTMBaLMM BCEX, KTO BOBMEYEH B paboTy.

ISO 10006 Cucmembi meHedxmeHmMa Kadecmea — Pykogsodsuwjue ykazaHus rno MeHedXMeHmy Kkadyecmea 8
rpoeKkmax NPUMEHUM K LUMPOKOMY CMEKTPY MPOEKTOB: OT Manbix 40 60MblKMX, OT NPOCTLIX A0 CHOXHbIX, OT
OTAENbLHOrO MpoeKkTa [0 NpoekTa, ABNAwLerocs yactbto cepum npoektoB. ISO 10006 ucnonb3yeTcs
nepcoHanoMm, OCyLLEeCTBASIOWMM PYKOBOACTBO MPOEKTaMW, U TEMU, KOMY HYXXHO obecneynTb NpUMeHeHne
X oOpraHu3aumMen npakTuK, coAdepxawmxca B cTaHgaptax [SO, npegHasHayeHHbIX ONd  CUCTEM
MeHeXMeHTa ka4yecTBa.

ISO 10007 Cucmembl MeHeOxMeHmMa kKadecmea — Pykosodswue ykasaHusi Mo MeHedXMeHmy
KOHGbu2ypayuu npefHasHavyeH Ans OkasaHWs COAEeNCTBUSI OpraHu3auvsM, MPUMEHSLWMM YynpaBreHue
KOHUrypauuen Anst TEXHUYeCKoro u afgMMHUCTPaTUBHOIO PYKOBOACTBA Ha MPOTAXEHUU BCErO XU3HEHHOTO
umkna npoaykunn. MeHemXMeHT KoHurypauum MoxeT BbiTb MCNOMNb30BaH Afs BbINOMHEHUS TpeboBaHui
K MOEHTUMKaLMKU 1 MPOCNEXMBAEMOCTM NPOAYKLMU, YCTAHOBMNEHHbIX B HACTOsILLEM CTaHAapTe.

ISO 10008 MeHedxmeHm kadecmega — YdoenemeopeHHocmb nompebumenel — Pykogodsiujue yka3aHusi
10 3M1EKMPOHHBLIM MOpP208biM cOenikam Mex0y pUOUYEeCKUMU U hu3udecKuMU nuyamu aaeT pykoBOACTBO
no ToMy, KakuMm obpas3om opraHusaumMum MOryT BHEAPUTb pPe3ynbTaTMBHYH M 3PdEKTUBHYI0 cUcTeMy Ans
SMEKTPOHHbIX TOProBbIX Onepauui Mexgy opraHuM3aumsMu u notpebutensmu, U TeM cambiM CO34aTb
OCHOBY And Toro, 4tobbl noTpebuTenM WMenu nOBbILEHHYD YBEPEHHOCTb B OTHOLIEHWUM  Takux
3MEeKTPOHHbIX TOProBbIX Onepaumi; NoBbICUTL CMOCOBHOCTL OpraHvU3auMmn YOoBneTBopATbL noTpebutenen; a
TakKe YMEeHbLUNTb KONMYECTBO NPETEH3NI 1 CMIOPOB.

ISO 10012 Cucmembl MeHedXMeHmMa u3MepeHuli — TpebosaHuss K npouyeccam U3MepeHul U
uamepumernibHoMy 060pydo8aHUI0 CITYXXUT PYKOBOACTBOM AN MEHEOXXMEHTa U3MepUTENbHbIX NMPOLECCOB
N MEeTPOJIOrM4ecKoro NoaTBEPXKAEHUS U3MEPUTENBHOrO 060pyA0BaHUS, MCNONb3yeMbIM ANns obecneyeHus
N OEeMOHCTpaLun COOTBETCTBMSA MeTporormdeckum TpeboBaHusiM. CTaHdapT ycTaHaBnuBaeT TpeboBaHUs
MEHeKMeHTa KayecTBa B CUCTEME MEHEKMEHTA W3MEPEHMN AN BbINOMHEHUS METPOSIOrMYECKMX
TpeboBaHuWM.

ISO/TO 10013 Pykosolswue ykaszaHusi 1o OOKYyMEeHMmMUPOBaHU0 cucmeM MeHeOdXMeHma kKadecmea
COOEPXKUT PYKOBOASILLME YKasaHWs Mo pas3paboTke WM NPUMEHEeHW LOKYMeHTauuu, Heobxoaumon ans
CUCTEMbl MEHeMKMEHTa kKadyecTBa. OJTOT TEXHWYECKMA OT4YeT MoxeT ObiTb WCMOoNb3oBaH Ans
OOKYMEHTUPOBAHUSI CUCTEM MEHEMKMEHTA, OTMMYHbIX OT CUCTEM MeHemKMeHTa KadecTBa, Ansl KOTOpbIX
npegHasHayeHbl cTaHgapTbl ISO, Hanpumep, ONsi CUCTEM SKOMOIMMYECKOr0 MEHeMKMEHTa W CUCTEM
MeHeQkMeHTa 6e3onacHOCTW.
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— ISO 10014 MeHedxmeHm kadyecmea — Pykosodsawjue ykasaHusi M0 OOCMUXEHU (DUHAHCOBbIX U
9KOHOMUYECKUX MMpeumMyujecme afpecoBaH BbiclieMy pykoBoAcTBy. CTaHOapT COAEPXMT pykoBogsLime
YKa3aHua no AOCTUXKEHUKO d)VIHaHCOBbIX N 3KOHOMUYECKUX npenmyLlecTB 3a CHeT NpuMeHeHunAa npnHUumMnoB
MeHeQKMeHTa kavecTBa. OH nomoraeT B paboTe No NpUMEHEHMIO NPUHLMMNOB MEHeAKMeHTa 1 obnerdyaet
BbIOGOP METOAOB M  WMHCTPYMEHTamnbHbIX CpPeacTB, MO3BONSAOWMX 00ecneuntb YCTOMYMBLIA  ycnex
opraHusaumu.

— 1SO 10015 MeHedxmeHm kadyecmea — Pykogsodsujue yka3zaHusi no obyyeHuro npegnaraeT pykoBoasLime
yKa3aHus, HanpasrieHHble Ha OKasaHWe NOMOLLY OpraHn3aumnsM U NOCBSILLLEHHbIE BONPOCaM, CBA3aHHbLIM C
obyyeHnem. CtaHgapT MOXET NPUMEHATLCHA B MOObIX cuTyauusx, Korga tpebyetcs pykoBOACTBO, YTOObI
pacKkpbITb coaepXKaHue U MHTEPNPeTUpPOBaTb CChINKM Ha «obpasoBaHMe» U «0bydYeHney, Ucnonb3yemble B
cTaHaapTax I1SO, npegHa3HaveHHbIX NS CUCTEM MeHemxMeHTa KadecTsa. Jliobas ccbinka Ha «obydveHve»
BKIOYaeT BCe TUMbl 06pa3oBaHNs 1 NOAroTOBKMU.

— ISO/TR 10017 Pykogodsiuyue yka3aHusi 1o npuUMeHeHUr cmamucmuyeckux Memodoe 8 coomeemcmeuu ¢
ISO 9001:2000 npenocTtaBnAeT pas3bACHEHUS B OTHOLLUEHUM CTaTUCTUYECKUX MeTOodOB, MPUMEHEHue
KOTOpbIX CBA3aHO C M3MEHYMBOCTbIO, HabnwaaeMon B MOBEAEHUM U pesynbTaTax MpoLEeccoB, Oaxe B
YCNOBUSIX  KaxyLlenca crabunbHocTn. CTaTucTuyeckme MeToabl MNO3BOMSAKT Iydlle MCMOoNb30BaTb
UMeLIMecs [AaHHble, nomorad MpPUMHMMAaTb pPELUEHUs, U TeM CambiM COAEWCTBOBATb MOCTOSHHOMY
YINYYULLEHWUIO KaYecTBa NpOoAyKLMN U NPOLECCOB ANS OOCTWKEHUS YOOBNETBOPEHHOCTU NOTPEbMTENEN.

— ISO 10018 MeHedxmeHm kavyecmea — Pykoeodswue yka3zaHusi Mo eoeriedeHuo pabomHUKO8 U Uux
KOMINemeHMmMHoOCmMu CoaepXunT pykoBoadallne ykasaHua, KOTopble OKa3biBaloT BIliMAHWE Ha BOB1€4YEHHOCTb U
KOMMNEeTEHTHOCTb  paboTHMkoB. CuUCTEMa MeHemKMEeHTa KayecTBa 3aBUCUT OT  BOBIEYEHHOCTM
KOMMETEHTHbIX PabOTHWMKOB M OT TOro, Kak OHW MWCMOMb3YTCA W HACKOMbKO OHW WHTErpUpoOBaHbl B
opraHusaumio. KpaiiHe BaXHO WAeHTUUUMPOBATbL, pas3BMBaTb M OLEHMBATb HeOOXOAMMbIE 3HAHWS,
HaBbIKK, NOBeAeHME M pabouyto cpeay.

— IS0 10019 Pykosodsuwue ykazaHusi no 8bibopy KOHCY/IbmMaHmos rno cucmemMam meHedxmeHma Kkavyecmsa
U UCIMOIb308aHUI0 UX YCrly2 CIY>XUT PYKOBOACTBOM MO BbIOOPY KOHCYNbTaHTOB MO CUCTEMaM MEHEIKMEHTa
KayectBa U” MCNOoNb30BaHND UX YyCnyr. CTaHLI,apT OaeT pykoBoACTBO MO Mnpoueccy oueHuBaHuA
KOMMETEHTHOCTM KOHCYNbTAHTOB MO CUCTEMaM MeHeKMeHTa kKadecTBa M obecneynBaeT yBEPEHHOCTb B
TOM, 4TO nNOTPEBHOCTM U OXWOAHUS OpraHM3auMM B OTHOLUEHUM YCIYr KOHCYNbTaHTOB OyayT
yOOBMNETBOPEHbI.

— ISO 19011 Pykoeodsuwue ykaszaHusi Mo aydumy cucmem MeHeOXMeHma CryXUT PYKOBOACTBOM MO
MEeHePKMEHTY nporpamMmmbl ayguta, no ninaHUpoBaHUO U npoBedeHuto ayauta CUCTeEMbl MEHEPKMEHTa, a
TaKkKe MO KOMMETEHTHOCTM M OLIEHMBaAHWIO ayauToOpoB W aygutopckmx rpynn. OH npegHasHaveH Ans
NPMMEHeHUs K ayguTopaM, OpraHu3auvsM, BHEOPSLWMM CUCTEMbl MEHEKMEHTa, M OpraHusauusm,
KOTOpbIM TpebyeTcst NPOBOAUTL ayAMTOPCKME NMPOBEPKU CUCTEM MEHEKMEHTA.
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Ta6nuua B.1 — B3aMmocBsaA3b MeXAay ApYrMMU MeXXayHapoAHbIMU CTaHA4apTamMmu B o6nacTy
MeHeAXXMeHTa KauyecTBa, CTaHAapTaMu Ha CUCTEeMbl MeHe)KMeHTa KauecTBa U pasfefiaMmu HaCTOALLEro

cTaHpapTa
Apyrue Paspen HacTosilero ctaHaapTa
MexpyHapoaHble 4 5 6 7 8 9 10
cTaHAapThbl

ISO 9000 Ko Bcemy Ko Bcemy | Ko Bcemy Ko Bcemy Ko Bcemy | Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

ISO 9004 Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

ISO 10001 8.2.2, 9.1.2

8.5.1

ISO 10002 8.2.1 9.1.2 10.2.1

ISO 10003 9.1.2

ISO 10004 9.1.2,9.1.3

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

pasgeny pasgeny

ISO 10006 Ko Bcemy Ko Bcemy | Ko Bcemy Ko Bcemy Ko Bcemy | Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

ISO 10007 8.5.2

ISO 10008 Ko Bcemy Ko Bcemy | Ko Bcemy Ko Bcemy Ko Bcemy | Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

ISO 10012 7.15

ISO/TO 10013 7.5

ISO 10014 Ko Bcemy Ko Bcemy | Ko Bcemy Ko Bcemy Ko Bcemy | Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

ISO 10015 7.2

ISO/TO 10017 6.1 7.1.5 9.1

ISO 10018 Ko Bcemy Ko Bcemy | Ko Bcemy Ko Bcemy Ko Bcemy | Ko Bcemy Ko Bcemy
pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny pasgeny

ISO 10019 8.4

ISO 19011 9.2

NMPUMEYAHUNE «Ko Bcemy pasgeny» ykasblBaeT Ha TO, YTO BCe nogpasaeribl B KOHKPETHOM pasferne HacTosLLEero
CTaHZapTa MMeIT OTHOLLUEHWE K ApYroMy MEeXAyHapoaHOMY CTaHaapTy.
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