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1 BBeaeHnue B cucTeMy yNpaBJIeHUS KA4eCTBOM
(namamka 011 compyoOHUKO8 NPeOnPuUAMuU)

Ha npennpustun pa3paboTaHa W BHEApPEHa CHUCTEMa YIPABICHUS KayeCTBOM, B
COOTBETCTBHHM € TpeOoBaHUsIMH MexIyHapoaHoro cranaapra [ISO 9001:2000 (ACTY ISO
9001-2001), koTopas mpemycMaTpUBAET OPTraHU3AINIO0 KOHTPOJIS 32 OM3HEC - MPOIIECCaMH,
MPOUCXOSIIUMHU HA MPEANPUATAN U ONPEACISIIOIIMMH Kaue€CTBO MPOTYKIUH.

B pamkax pa3paboTku CUCTEMBI yIIpaBICHUS KaueCTBOM Ha MPEINPHUSITHH:

® pa3pabOTaHO U YTBEPXKACHO PYKOBOJACTBO IO KAYECTBY M MOJUTHKA B 00JIaCTH
KauecTBa;

® VTBEPXKJEHbl U BHEAPEHBI B MPOU3BOJICTBO MPOILEAYPbl CUCTEMbI YIIPaBICHUS
KauyeCTBOM,;

e Bce paboune MecTa Ha IPOU3BOJICTBE OCHAIICHBI TEXHOJIOTHIECKUMH KapTaMu;

e pa3pabOTaHbl W YTBEPXKICHBI TEXHOJOTHYECKHE MPOIECChl A BCEX OSTaIoB
IIPOU3BOJICTBA;

e pa3paboTaHbl paboyue HHCTPYKIMH, BBIIOJHEHUE KOTOPBIX OOecneunBaeT
3¢ (EKTUBHYIO PeaTn3alli0 TEXHOJIOTMUYECKUX IPOIIECCOB;

e Ha 06aze OTK co3maH MexaHW3M OCYIIECTBIEHUSI BXOJHOTO, BBIXOJHOTO U
TEKYIIETO MPOU3BOICTBEHHOTO KOHTPOJIS;

e BHEJpPCHA MpPAKTHKA MPOXOXKICHHUS 3aKa3a C COMPOBOAUTEIHHBIM JHUCTOM U
nacropTamu ornepanui, ooecrneynBaroas NpoBeeHUE OONEPAMOHHOIO KOHTPOJIS
KayecTBa U MPO3PavyHOCTh MPOLECCOB KOHTPOJIS KAUeCTBA;

® Ha IPOMU3BOJCTBE MOBCEMECTHO BEAYTCS KypHaJbl MPOXOXKICHUS OIepaiuil Ha
pabounx MecTax;

e BHEJpPEHA MPaKTUKa MEPCIEKTUBHOTO TUIAHWPOBAHUS YIIPABJICHUS MPOIIECCAMH,
00eCTnIeunBaOIIUMU Ka4eCTBO KOHEYHOHN MPOAYKIIUH.

C wmenmpto obecriedyeHUS MaKCHMaldbHO BBICOKMX TIOKa3aTeleld KadecTBa
BBITTYCKAaeMOM MPOAYKIIMH, Ha MPEANPUITUA pa3pabOTaHbl U BHEAPEHBI B MPOU3BOJICTBO
TE€XHOJOTMYECKHE MPOLECChl, BBIMOJIHEHHE KOTOPBIX OOECHEUMBAET MPOTHO3UPYEMO
BBICOKOE€ KaYeCTBO MPOIYKIIHH.

C 2008 roma Kommanusi «[lynkuH u CBIHOBBS» OBUIO CEPTUPHUIIMPOBAHO
MEXIYyHAPOJAHBIMA W HAIMOHAIBHBIMH OpPraHaMH TIO0 CepTUPUKAUA ¢ TOJydusia
COOTBETCTBYIOIINE CEPTUDUKATHI.

JIOKyMEHTAIsl CHCTEMBI YIIPABJICHUS KAayeCTBOM MPEANPHUATHS HAXOJHWTCS B
AJIEKTPOHHOM BHUJE o aapecy: Internal serverQuality Management System, B 6ymaxxHOM
BUJIe (OpUTHHAJIBI) B CIIyKO€ KauecTBa.

B ocHOBe cucTeMbl ympaBieHUS KadyeCTBOM TMPEANPHUATHS JIeKaT OCHOBHBIC
npuHunel TQM (BceoOlero ynpaBieHUs] KaueCTBOM), 3aJI0KEHHbIE B MEXIYHAPOIHOM
crangapre [SO 9000:2000 m KOTOpbBIE NPOBO3IJIAIIEHB B IOJUTUKE IO KadyeCTBY
MIPEANPHUATHUS.



2 IMoauTHKa B 00J1aCTH KaYecTBa KOMIIAHUH

Komnanusa «II» OCHOBHOIWO MHCCHEH CBOEH [JEATEIBHOCTH CTaBUT BOIPOC
MOJyuYeHUEe CTaOMIIbHBIX MPHUObLIEH MyTeM HauOOJBIIETO YAOBIECTBOPEHUSI TPEOOBAHUN U
OKHJIaHU 3aMHTEPECOBAHHBIX CTOPOH.
JInst TOCTHXKEHUS CBOE MUCCHU MBI ONIPEAETUIIN TAKUE LIEU:
® [OBBICUTh KYJbTYpy MOTpPEOJICHUS Hallel MNpOAYKIMU NyTEM MPOBEIACHUS
Pa3bICHUTENILHOM paboThl cpeau TNoTpeduTenei (KOH(PEpeHINH, Mpe3eHTAIuH,
KpYTJIbI€ CTOMBI, MyOJIUKAIMK, PAJAKO U TeJeTepeayu U T.11.);

® YCOBEpILIECHCTBOBATh CYIIECTBYIOIIME M pa3paboTaTb W BHEAPUTH HOBBIE
METOOUKM KOHTPOJS KayecTBa Ha CTaAMSAX IPOEKTHUPOBAHMS, IPOU3BOJICTBA H
MOCTaBKU;

® YCTaHOBUThH JOIOJHHUTEIIbHOE OOOpYyJOBaHME IO TMPOBEPKE KadecTBa U
MPOBEJICHUIO UCTIBITAHUN BXOJHBIX MaTEPHUAJIOB U ChIPbS,

® VCWIHTh COLMAIbHYIO M MNPOPECCHOHAIBHYIO 3alUTy NEPCOHANa, IyTeM
BHeapeHus 10 koHma 2003 roga mexayHapoansix ctangaptoB SA 8000, OHSAS
18001;

® YMEHBIIUTH CIy4aW MOCTAaBKUM HECOOTBETCTBYIONIEH MPOAYKIMU 3aKa34UKY 10
0,1% Ha xa)xIp1i1 MUJUIMOH €IMHUL TOCTABISEMON NPOAYKIINH;

e o0ecrneunuTh KOHTPOJIb BIUSHHUS KOMIIAHUM HAa OKPYXKAIOUIYI0 Cpely IyTeM
BHeApeHus 10 koHua 2003 roga mexaynapoanoro crangaprta [SO 14001.

J17151 3TOr0 MBI UCIIOJIB3YEM B CBOEH JESTEIBHOCTHU CIEAYIOIINE TPUHIIUIIBL:

1. OpuenTaruu Ha MOTPEOUTEIIA.

2. SIcHOTO M YEeTKOTO OmMpe/esieHne 3aJJaHuil U CTPATErMueCcKOoro MIaHUPOBAHUS CO

CTOpPOHBI PYKOBOJICTBA.

3. IlpuBneuenus Bcero nepcoHana sl JOCTUKEHUS eI MpempusiTusl.

4. TlpumeHeHHs MPOIECCHOTO MOIX0/1a K BBIMOJIHEHUIO PaboT.

5. IlpuMeHeHHsI CUCTEMHOTO MOAX0/a K YIPABICHHUIO POLECCAMHU.

6. ITocTOSSHHOTO COBEPIIIEHCTBOBAHUS TEXHOJOTUHU MPOU3BOJCTBA, 000PYIOBaHUS,

aCCOPTUMEHTA MPOYKLHHU, ONbITA IEPCOHANIA U IOMOJHUTEIbHBIX YCIIYT.

7. Tlogxona K MpUHATHUIO PEIIEHU Ha OCHOBE (DaKTOB.

8. B3anMOBBIFOJIHOTO COTPYAHUYECTBA C MOCTABUIUKAMH.

Bce coTpyIHHMKM KOMIAHUM TOHUMAIOT, 4YTO OJIArOCOCTOSIHUE KOMITAHMM, a
CJIEI0BATENBLHO U MX 0JIarOCOCTOSIHUE 3aBUCHUT OT JIMYHOTO BKJIA/Ja KAKJIOTO COTPYJIHUKA.
Ham neBu3: «OT coBeplieHCTBa HAIEH MTPOIYKIIMU K COBEPILICHCTBY HAIICH YKU3HI.



3 Ipunuunel MexkayHapoaHoro cranaapra ISO 9000:2000

OpuenTarnus (hokyc) Ha MOTPEOUTENST — HAIIETICHHOCTh HA MHTEPECHI MOTPEOUTEIIS,
B TOM UYHCJE OLEHKAa €ro YJIOBIETBOPEHHOCTH. OpraHuszanusi 3aBUCUT OT CBOHMX
moTpeOuTeNeH, MOATOMY JOJDKHA IMOHMMAaTh HACTOSIUEe W Oyayliue MoTpeOHOCTH
NOTPEOUTESI, BHIOIHATH €r0 TPeOOBAHUS U CTPEMUTHLCS TPEB30UTH €r0 0XKHUJIaHUS.

Hwxe npuBeieHbI 3Tanbl paboThl KOMIAHUU IO KAYECTBY.

1. Cnyxx0a MapkeTHMHra KOMIIAaHUU ONpelenuwia TpeOoBaHUS TNOTPEOUTENs K
IPOTYKIINH.

2. TexHOJOTUYECKHM OTAEIN pa3paboTai MpOeKT MPOIYKIIUH.

3. IIpou3BOJCTBEHHBIN OT/IET U3TOTOBUI IPOIYKIIHUIO.

4. Ciyxba cObITa yrmakoBaiaa U JOCTaBUIa MPOAYKIIHIO TOTPEOUTENIO.

5. Ilorpeburens cobpan v UCTIbITAN MPOAYKIIHIO.

DTO NOTPeOUTENH OKUIAI TTOTYUYUTh 3a Ty ke 1ieHy. Ha puc.2 npuBenén npumep.

«Ham coOBepIIEHHO HEIOCTaTOYHO HWMETh MOTPEOUTENs,, KOTOPBIA MPOCTO
yaoBieTBOpeH. HeynoBieTBOpeHHBI MNOTpeOUTENh, KOHEYHO, yiaeT oT Hac. Ho, k
COKAJICHUIO, YAOBJIETBOPEHHBIM MOTPEOUTENIb TAKXKE MOXKET YWTH, IoJyaras, YTo OH He
MHOT'O TMOTEPSIET, a 3aTO MOXET HpHoOpecTH uro-To Jyuimee. [IpuObuis B OuzHece
MPUXOJIUT OT IMOCTOSHHBIX TOKYTaTesel, moTpeouTenei, KOTOphle XBaCTAIOTCS BalllUM
MPOJYKTOM WJIM YCIYTOW M KOTOPBIC MPUBOJAT K BaM CBOUX Apy3ei». ( DmBapiac JIemuHr
«BbIxoa U3 kpusucay).

«IlepBbiii puHIMI OOecrieueHus] KauecTBa: KayecTBO HAYMHAETCS C YCIAKICHUS
notpedurensy. Ilorpedurens J0MKEH NOMYYUTh TO, YTO OH XOYET, KOT/la OH 3TOTO XOUYeT
U B TOM (opMe, B Kakoil OH 3Toro xoder. KommaHusi JODKHA CTPEMUTHCS HE TOJBKO
YIOBJIETBOPUTH OKUJAHUS NOTpeOUTENsl. ITO camoe Majoe, 4To €l He0OOXOUMO CJIeNaTh.
KomMmanust 10mKHA CTPEMHUTBCS K TOMY, YTOOBI 3aCTaBUTh MOTPEOUTENSE BOCTOPraThes,
MPEAOCTaBIsAA eMy Aaxe OOoJblle TOro, YTO OH MOT 0XHAaTh. BoT Torma Bamm Oocchl
MOTYT OBITh B 3KCTa3e, COBET JUPEKTOPOB - HA BEpXy OJIAKEHCTBA, a Balla KOMITAHUS —
ctaTh Jerenioil Ha Yomur-Crput. Ho ecnu Bam notpeOutens HE B BOCTOPre — 3HAYMT, BbI
emie He Havanu gocturath kadectBa. (Ilutep Ionrtec, Xupo Xakkebopjaa
«IIpakTHYeCKU# MOAXO0I K Ka4eCTBY»)



4 Peanuzanus npuHIHNa «OpueHTAIUA HA NOTPeOUTEISD> B KOMIIAHUHU

PaboTe1, cBs3anHBIe ¢ TOTpeOuTenssMu (cOOp W aHanmu3 TpeOOBaHWA, aHAIU3
YAOBJIETBOPEHHOCTH NPOAYKUMEH, KOHBIOHKTYpa pbIHKA) BO3IVIABIAIIOTCS  Buie-
MPE3UJEHTOM KOMIIAHWH, KOTOPBIA HEMOCPEACTBEHHO YYAacTBYET B OpraHM3alud U
OPOBEACHUM  PEKIAMHON  IOJUTUKU TPOAYKIMH  TPEAUPUATHSA, YYacTBYeT B
PETMOHAJIBHBIX, HALIMOHAIBHBIX U MEXIYHAPOJIHBIX BHICTABKAX.

JUis mocTossHHOW pPa0OThl C MMEIOIIMMUCA U TMOTEHIHAIbHBIMHM 3aKa3uyMKaMu
CO3/1aHbI CIEAYIOLIUE OTIEIbI:

1. Cayx0a MOHUTOPHHIA YJOBJIETBOPEHHOCTH MTOTPEOUTENEH
2. Ciyx0a MapKeTHHTa

3. Cnyx0a pexiiambl

4. Cayx06a paOOThl ¢ AUIEPCKON CETHIO

5. Cnyx0a cObiTa

BrllieHa3BaHHbIE  OTHAENBI  OTCIIEKUBAIOT — YJOBJIETBOPEHHOCTh MOTpeOUTENEH
(3aKa34MKOB) MPOAYKUHMHU MPEANPUATHS W TNPU BBISBICHUM KaKUX-TMOO peKiaMalui
BBIHOCAT HX Ha OOCYXIEHHME BO BpEMsl MPOM3BOJCTBEHHOI'O COBEIIAHUSA, KOTOPOE
MIPOBOJUTCS Pa3 B HEEIIO.

Ha npon3BOACTBEHHBIX COBEIIAHMAX MPUHUMAIOTCS PELIEHUS OTHOCUTEIBHO
pealin3aliy KOPPEKTUPYIOMIMX U MPpeAynpeKaatonmx aeicTeuil. Pemenus opopMistoTcs
B BU/JIE IPOTOKOJIOB COOpaHMii, KOTOPBIE XPAHATCS B YIPABICHUH J€IaMH U IEPCOHAIOM.

Jlig periaMeHTaluyi B3aUMOOTHOILIEHUN MEXy NPEeIIpUiTHEM U MOTPEOUTENIMU
Ha NpeInpUsITUU pa3paboTaHbl U BHEIPEHbI METOJUKU CUCTEMBbl YIPABIICHUS KaueCTBOM
MCA 7.2.2-2002 «Ananu3 koHtpaktay u MCHA 7.2-2003 «B3aumoaencTBue ¢
MTOTPEOUTEITSIMIDY.

O} pekTUBHOCTh B3aMMOJICUCTBHS IPEANPHUATHS C TOTPEOUTEIIMU OLIEHUBAETCS Ha
MPOU3BOACTBEHHBIX COBELIAHUAX (TEKYIIMA aHalW3) M MO WTOraM roja (aHaliu3 co
CTOpPOHBI PYKOBOJICTBA 3(PPEKTUBHOCTU (DYHKIIMOHUPOBAHUS MTPEATPUATHS ).

JIupepctBo. Jlunpepsl (PyKOBOAMTENM OpPraHU3ALMH) YCTAaHABIMBAIOT E€AMHCTBO
LI€JIM, HaIlpaBJeHUs (pa3BUTHs) U BHYTPEHHEW cpelibl opranu3aiui. OHU CO3Aar0T cperdy,
B KOTOpPOMl COTPYAHHMKM MOTYT OBITh MOJHOCTBIO BOBJIEYEHBbI B JOCTHXKECHUE LieJien
OpraHu3aLMH.

«YCBOWTE U BBEIUTE B MPAKTUKY JIMJIEPCTBO KAaK METO/ PabOThI, UMEIOIINN TIETHIO
IIOMOYb paboTHUKaM BBIIOJIHATH ux paboTty HaWITy4YIIUM oOpa3zom.
PykoBonuTenu Bcex YpOBHEW JOJKHBI OTBEUaTh HE 3a Tojble HU(pPHI, a 32 KauecTBO.
ViayuiieHue KadyecTBa aBTOMATHYECKH MPUBOAUT K MOBBILIEHUIO MPOU3BOJIUTEIBLHOCTH.
PykoBonuTenu u ynpaBisiomue JOHKHBI 00€CTIEUUTh NMPUHATHE HEMEIJIEHHBIX MEp MpHU
MOJIyYeHUM CUTHAJIOB O TIOSBUBIIMUXCSA Je(eKTax, HECIHpaBHOM U PA3IaKEHHOM
0o00OpyJOBaHUM,  IUIOXUX  HMHCTPYMEHTax, HEYETKUX  pabouyux  HMHCTPYKUHUIX
(omepanMoOHHBIX ONpEAeNICHUsAX) U JAPYTrux (QakTopax, HAHOCAIIUX YIIEpO KadyecTBY».
OnBapac demuHr («4eTelpHAALATH TyHKTOBY).

«Ecnau ynpaBnsionge M Macrepa TpaTAT CBOE BpeMs Ha TO, YTOOBI KECTKO
KOHTPOJIUPOBATh TEX JIOJAEH, 3a paboTy KOTOPBIX OHU OTBEYAIOT, MOKPUKUBAS U
«HaXXuMas» Ha HUX C TEeM, 4YTOOBl OHM «XOpOIIO pPAadOTaIW» WM BBIIOJHSIN
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3aIJIaHUPOBAHHYI0 HOPMY, TO 3TO CaMO MO ce0e SBIAETCA SICHBIM MPU3HAKOM HU3KHUX
CTaHJapTOB KaueCTBAa HAa JAHHOM YYacTKe MPOM3BOJACTBA. YTNPaBISAOIIKE OyaAyT BBOJUTH
camMu cebs B 3a0dyxIeHHue, Iojaras, 4TOo «OTHOUIEHHE padouux K Jeiy» SIBISETCS
NPUYMHOM HU3KOTO KauecTBa. Takoe 3a0iyxaeHHe caMo Mo cebe COCTaBisieT OAHO W3
CaMbIX CYHIECTBEHHBIX MPEMATCTBUN I PYKOBOAUTEIEH MPH YCBOCHHUH 3JIEMEHTAPHBIX
Havas B nonaxoje Jlemunra. OHU MpOCTO HE MOTYT HU MPEACTaBUThH ceOe, HU MOBEPUTH B
MUD, I7i€ paOOTHUKU BOBJICUEHBI B MPOIIECC MOCTOSHHBIX YIYUYIICHUH U IPUBEP>KEHBI EMY,
IIPX 3TOM HMX HE HYKHO HHM «IIOJMAacCIMBaTh», HU MOAroHATh. Hamo co3mate cpeny, B
KOTOpOl y pabOOTHUKOB MMEETCS MCTUHHAs 3aMHTEPECOBAHHOCTh B HX pabote, a
MEHEKEPBI ITIOMOTAIOT XOPOILIO €€ BBITONHATh. M 3TH 1Be BEIM B3aMMHO AOTOJHSIOT
Apyr apyra: eciii pabouHe 3ahuHTEPECOBaHbI, TO OHU CTPEMSATCS BBIIOJHHUTH PaboOTy
KAueCTBEHHO U MMPUHUMAIOT COOTBETCTBYIOLIYIO IOMOILb U COBETHI, U HA0OOPOT, €CIU OHU
MOJIYYHJIM BO3MOXKHOCTh [UJIsl XOpoIIed padoThl, TO HUX HHTEPEC BO3PACTAET, TAKUM
oOpa3oMm, 1MKI Oyaer HenpepblBHBIM. CIMIIKOM 4YacTo, OJHAKO, Mbl BUAUM
IIPOTUBOMOJIOKHOE - TOPOYHBIN KPYT. Y CIOBUS NPUHYKIAIOT pAOOTHHUKA BBIIOJIHSATH CBOE
JeJI0 IJI0XO0, MO3TOMY OH TEpsieT 3aMHTEPECOBAHHOCTh B paboTe, UYTO MPUBOAMUT K €LIE
Oosnee HU3KOMY KadecTBY ee BbinosiHeHus u T.14. (['enpu P.Hus «lIpoctpanctBo [JokTopa
Jlemunray).
5 Peanuszanus npunnuna «J/Inaepcreo» B KOMNaHun

PykoBOACTBO mpeanpuATHs ONPENEanusIo CBOE OTHOIIEHHE, K BOIPOCAM KayecTBa,
BbIpa0OTaB CJEAYIOLIYI0 KOHUENUUI: «OCHOBHOM LENbI0 MPEANpUATHS SBISETCS
NOBbIIEHHE  I(P(EKTUBHOCTH  IMPOU3BOJACTBA, YBEIMYEHHE OOOPOTHBIX  CpEJCTB,
yIIydllleHrue (UHAHCOBOIO COCTOSIHUSI MPEANPUITHS, TOJyYEHHE MPUOBLIM 3a CYET
JETaNbHOTO U3yYEHHUS HYX/ MOTpeOUTeNell 1 MaKCUMAJIBHOTO UX YJIOBJIETBOPEHUSD)

PykoBoacTBO mpennpusTus yaenaser oco0oe BHUMaHHE BOMPOCAM YKECTKOTO KOHTPOJIS
Haj COOJNIOJIEHUEM HOPMATHBHBIX M TEXHOJOTHYECKMX TpeOOBaHUI K MPOIYKIMH, a TaKKe
aHaJlM3a pbIHKA CHIpbS M COBITA C METbI0 MAaKCHMAJBHOTO VYAOBIETBOPEHHUS TpeOOBaHUIA
noTpedutens. OTO BBI3BAHO CJICAYIOIIMMH OOCTOSTEIBCTBOM: HA pPBIHKE YKpaWHBl Ha
CCFO,Z[HHHIHI/Iﬁ ACHb CYHICCTBYIOT HCCKOJIBKO Hpe,Z[HpPIHTI/Iﬁ, IIPOU3BOAAIINX AHAJIOTHYHYIO
INPpOAYKIUIO, U IPCAIIPHUATUC MOKCT OCTaBATHCA HA PBIHKC W PACHIUMPATL PBIHOK cObITa TOJIBKO
Onaromapst Ka4ecTBy CBOEH MPOAYKIMHU. Pa3 B HEJE0 1Mol pyKOBOJICTBOM IIEPBOTO 3aMECTUTEILS
npescenaTens CoBeTa AMPEKTOPOB, MPOBOMUTCS MPOM3BOACTBCHHBIC COBEIIAHHS, HAa KOTOPHIX
aHAIM3UPYIOTCS TEKYIIHME PE3YJIBTATH pabOThl NPEANPUATHS, KOPPEKTUPYIOTCA TEKYIIHE IJIAHBI
pa60T C YUCTOM HM3MCHCHUS CUTYyaAllUW Ha PBIHKC, OrOoBapWBAIOTCA TMCPCIICKTHUBHLIC IINIAHBI, a
TaK¥XE O6CY>K)I&I—OTC$[ MCTOABI U CTUJIb PYKOBOACTBA C LCJIBIO IMMOBBIIMICHUA €TO 3(1)(1)€KTI/IBHOCTI/I.
PCH_IGHI/IH, MPUHATBIC TI0O HUTOraM COBCH_IaHI/IIL/'I, AOBOJATCA OO TICPpCOHATIa MNPCANPUATHA UYCPE3
PYKOBOAMTENIEH IMOpa3IEICHUN.

[ToMumoO Jneknapanuu CBOEro OTHOLIEHHS K BOIIPOCaM KadecTBa, PYKOBOJCTBO
BBICTYIIA€T U WHUIIMATOPOM BHEAPEHUS COBPEMEHHBIX METOAOB YIIPABICHUS KAYECTBOM
Ha npeanpusTuu. Tak BbIcIUM pyKoBoACTBOM B 2001 romy ObUIO MPUHSTO pELIEHUE O
Hayaje paboT 1o pa3paboTKe M BHEJAPEHUIO CHUCTEMbI YIPABJICHUS KaueCTBOM B
COOTBETCTBUHM C TpeOOBaHUSIMH MexayHapoaHoro cranaapra [ISO 9001:2000.

PykoBOACTBO JINYHO KOHTPOJMPYET IOJIOKEHUE JEJI Ha INMPEAUPHUATHH, BKIIOYas
KOHTPOJIb HaJ[ IOCTATOYHOCTHIO PECYPCOB AJIsi KAUECTBEHHOTO BBITIOJHEHHS padoT.

Kaxnpiii cOTpyaHHK 3aBoJa MOXET CBOOOJHO OOpaTutbcs K  JiIoOOMY
PYKOBOJUTEIIO MO NMPOU3BOJACTBEHHBIM HJIM JIUYHBIM BOIIPOCAM.
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6 IIpo61eMbI PYKOBOACTBA B KOMIIAHUHU

Bosrieuenne Bcex pabOOTHUKOB B TMpOIECC yiydlleHus KadectBa. I[lomHoe
BOBJICUYCHUE PAOOTHUKOB B (DYHKIIMOHHUPOBAHHME CHUCTEMBI KaueCTBa Aae€T BO3MOYXHOCTH
MCIIOJIB30BaTh UX CIIOCOOHOCTHU MPH TOCTHXKEHUH LIEJIE OpraHU3aLHH.

«Komangnas paGoTa, Hacrosimas paboTa OT BCETrO Cepila, €Clid OHa €CTh, JaeT
MHOTO Kak JIeJTy, TaK W BCEH Halllel JKW3HU B IIEJIOM: B CEMbE, B COIMAIBHOU cdepe, B
copte U T.A. Sl He Bepro, 4yTo ycmex (yTOOTBLHON KOMaHIBI OIMPEACIICTCS CYMMOU
WHANBUAYAIBHBIX CIOCOOHOCTEH ee uineHoB. KoHeuHO, 3Ta cymMMma ecTh BaKHAasi 4acTh
BCe (opMyIbl, HO TpyMMa TAIAHTIUBBIX HMHIWBUAYATHHOCTEH YacTO OKa3bIBACTCS
IPEB30MICHHON KOMaHI0H MIPOKOB, JJIsi KOTOPHIX 3Ta cymma MeHblie». (I'eapu P.Hus
«IIpoctpanctBo JlokTopa [leMunray).

«APTHUCTBI, MY3BbIKaHTBI COOpaHbI B OPKECTPE BOBCE HE IS TOTO, YTOOBI UCTIONHSTh
COJIbHBIE TAPTUU KaK MIPUMAJOHHBI U CTPEMUTHCS ObITh YCIIBIIIAHHBIMU CIYIIATEISIMU.
OHnu 311eCh ISl TOTO, YTOOBI MOAACPKUBATD APYT Apyray (Dasapac JleMuHr).

VYyuthiBas, 4TO Ka4yeCTBEHHas paboTa MOMXET OCYIIECTBISATHCA TOJIBKO TpHU
HAJIMYMU COOTBETCTBYIOIIMX YCIIOBUM TpyAd, PYKOBOACTBO MPEANPUATHS YJIEISET
00JIpIIIOE BHUMAHHME CO3[aHUI0 KOMQopTadenbHbIX yciaoBUil Tpynaa. IIpumepom moxer
CILYKUTh TOT (haKT, 4TO JJIs MepcoHanza o0OpyJOBaHbl AyIIEBbIE, pa3AeBalIKU, CTOJIOBAs,
KOMHATBI OTJIbIXA U CIy>kK0a ncuxojornyeckor peadbunuranuu. [lomemnienns o0opyaoBaHbl
C YYETOM COBPEMEHHBIX JOCTIKEHUH (KOMIBIOTEPU3UPOBAHHBIE pabouue MecTa,
KOMMYHUKAIIIH).

bosbmioe  BHMMaHHWE  PYKOBOACTBO  YIENAET  O3HAKOMIICHUIO  IIE€pCOHaia
MPEANPUATUS C BEAYIIUMU JOCTHKEHUSIMU B 00JIACTH YIIPABJICHUS KaYECTBOM U BBIIEIISIET
PECYpCHI IJIsl TPOBEACHHS O0yUEHHUsI IepCcoHaa.

PykoBoaurenu noapasaeneHuii IpoOBOASAT BBOJAHBIM MHCTPYKTAX C KaXKIbIM HOBBIM
COTPYIHUKOM OTHOCHUTEIIBHO LEJIEH MPEANPUATHS U KOHKPETHBIX 3a7a4 COTPYIHUKA

PykoBoncTBo  ymenser OoJblIoe  BHUMAaHWE aHAIU3y  yIOBIETBOPEHHOCTH
IIepCOHAJIa YCIOBUSAMU TPYaa.
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HOTGHHI/IaJ'I COTPYAHHUKOB IHUPOKO HCIOJB3YCTCSA IIPpU YCTAHOBJIICHHH TIPpUYUH HECOOTBETCTBUM (BOSMO)KHBIX

HECOOTBETCTBUM) (puc.5).
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Pucynok 5 — CTpykrypa ynpaspjieHusi KaJpaMu
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7 IIpoueccHbI MOAX0N

XKemaembrit pesynpTaT gocturaerca Oosnee >PQPEeKTUBHO, KOTJa pecypcamu u
BCEMU BHUJIAMH JISITEILHOCTH PYKOBOJAT KaK MPOIECCaAMHU.

JItobast mesaTenbHOCT, B JIOOOM OpraHW3alii  JIOJDKHA OBITH CBEJEHA K
KOHKPETHBIM IIeJISIM, HANpaBJICHHBIMA Ha YAOBJICTBOPEHUE IOTPEOHOCTEH WIH
OKU/IaHUH BHEUTHUX WJIM BHYTPEHHUX MOTpeOuTeNeit

Takoro poma AeATENbHOCTh UMEET OPraHM3ALMOHHOE HA3BAaHUE - «IIPOLIECCHD».
[lpyuunHON MX CYyIIECTBOBAHHUS SBJISIETCS TMOTpeOHTENb, M KOTOPOTO OHHU

IIpcaHa3HA4YCHBI
L IoRTeriA OprEHWIALIN,
ROMIE TEHLLAA  JHEHR

[POLECC3 1 Ovggn
EATEMHOCTS X spogea (e | omeimene

Pucynok 7 — CTpyKTypa npoueccoB
Jlyist Toro, 4ToOBI IPOM3BECTU Ty WM WHYIO MPOMYKIIHIO, BBITIOJHUTH PadoTy,
OKa3aTh  yCJIyry, HEOOXOJWMO  OCYIIECTBUTH IEIbIM  psa  omnepanuil U
MOATOTOBUTENIBHBIX paboT. KoHeuHOe KauecTBO 3aBUCHUT OT KadecTBa pabOThI Ha

KaXXJ0M DOTaIllc.
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Pucynok 8 — Bxoja u BbIX0J mpoiecca
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Pucynok 9 — BHyTpuyHKUMOHAIbHBIE MPOLECCHI
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Vesk ik OHane Ml RPOLECE,

DEACTABASHHEIH Ha PHCYHKE
[3aK3-0NAAT ), BKMNART
BTHE QYRR

JOCTABKA
H ONNATA / NOTFEBITEN:

—

MEXOYHKLIHOHATb HbIH

TOTPEBITEM
JAKA3
\ [IPOLIECE

[OTPEGH.
TEMA

Pucynox 10 — MexdyHKImoHaIbHbIE (WU TMEPEKPECTHO-PYHKIIMOHATHHBIC)
MIPOIIECCHI.

Peamuzanua npunnuna «lIpomeccHoro noaxoxa» B koMnanuu «llynkuH u
CBIHOBBS». BCsi AesTENBHOCTD MpeAnpuUsTHs pa3ouTa Ha OTAEIbHBIC TIPOIECCHl U TIeTH
MIPOIIECCOB, KOTOPHIC HAIIM CBOE ONMHMCAHHWE B JOKYMCHTAIIMH CUCTEMBI YIIPABICHUS

Ka4yC€CTBOM.
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Pucynok 11 — IIporexkanue npouecca: «0T 3aKa3a NOTPeOUTEIA K OILIATE»
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8 CucreMHBIH moaxoa K MEHEIKMEHTY

Onpenenenve, NOHUMAHUE W PYKOBOJICTBO OpraHU3alMell, KakK CHUCTEMOM
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Pucynok 12 — Peanuzanus npuniuna « CACTEMHOTO MOJIX0/1a» B KOMITAHUHU
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O HenpepbiBHOE yiay4dllieHUE, IOCTOSHHOE COBEPIIIEHCTBOBaHUE

HeunsMeHHOU 11€1bI0 OpraHU3AlMKU JOJIKHO OBITh HEMPEPHIBHOE YIYUIIICHHE €€
NEATEIIBHOCTH.

«YiyumiaiTe TOCTOSIHHO, CETOJHSI M BCErlla BCE IMPOIECCHl ILIAHUPOBAHMS,
MPOM3BOJACTBA M OKa3zaHUs YCIyr. [lOCTOSHHO BBIMCKMBAWTE TPOOJIEMBI, YTOOBI
YIIy4IIaTh BCE BUIBI JAEATEILHOCTH W (DYHKIIMM B KOMIIAHWH, TIOBBINIATH Ka4e€CTBO U
NPOU3BOJUTEILHOCT, M, TaKUM 00pa3oM, TIOCTOSIHHO YMEHBIIATh H3JEPIKKH.
HemnpepbiBHOE  ynydilleHHE CHUCTEMBbI, BKJIOYaromed B cebs pa3paboTKy U
POEKTUPOBAHUE, TIOCTABKY KOMIUICKTYIOIIMX W MaTepUalioB, OOCIyXUBaHUE U
yllydilieHre paboTshl 000pyI0BaHMS, METOJIOB YIIPaBJICHUS U OPTaHU3AIMH, TOATOTOBKY

U TIEPENOoJArOoTOBKY KaJpoB - €CTh TNepBeiinas o0sS3aHHOCTh PYKOBOJICTBAY.
Onapjc Jemunr («HeTslpHaAIATh TYHKTOBY)
Peanuzarmus MpUHIUTIA «ITocTtostHHOTO COBEPILICHCTBOBAHUS

B KOMITaHUU «IIyIKuH ¥ CBIHOBBSI»

[Ipu pa3paboTke NpoOUECCOB NPEANPUATHS YUUTHIBAICS MPUHIUI HEIPEPHIBHOTO
COBEPLIEHCTBOBAHUS, OCHOBAHHOT'O Ha TaK Ha3bIBaeMOM «1ukie Jemunra» [Lnanupyin -
Henain - IIposepsit - Koppektupyii.
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10 IMoaxoa kK NPUHATHIO PellieHUI Ha 0cHOBe (GaKTOB

JHomxHa ObITh oOecrieyeHa HayyHass M (akTojorudeckas OOOCHOBAaHHOCTD
pemieHnil. DPQeKTUBHBIE PEIICHUS JO0KHBI OCHOBBIBATHCS Ha aHAJIM3€ JIaHHBIX M
uHopMarmm.

«3HaHUE TEKYIEro YPOBHS XapaKTEPUCTUK MPOAYKIIMU WU YCIYyT (C TOYKH
3peHus TMoTpeduteneit) sBISETCSs TMEpBOM cTaaue pa3BUTUS CIHOCOOHOCTH K
yinyuuieHuo. Eciu Mbl 3HaeM, Tlie Halla cTapToBas TOYKA, Mbl MOKEM M3MEPATH HAILN
ynydmieans. [lonnMas HE0OXOAMMOCTH 3HAHMS TOYHBIX (DAKTOB IJIsl yIIpaBICHUS
OM3HECOM Ha BCEX YPOBHSIX OpraHU3alMA M JaBas TOYHYIO WHOOPMAIUIO JIIOMISM,
MOKHO HAJIEAThCS, YTO OHU OyAyT IPHUHUMATh PEIICHUS CKOpee Ha OCHOBE (haKTOB, YEM
Ha OCHOBE AMOLHM U OlIyIIeHUH. HTyulHs, KOHEYHO, OYE€Hb BaXKHA JIJISI MEHEKEPOB,
HO MHTYUTUBHBIE pEIICHUA HEeoO0X0oAMMO TpoBepATh (aktamm». B.A.Jlanumyc
(«Bceobmiee kauectBo (TQM) B pOCCHICKMX KOMIAHUIX))

Peasmszanus npunHuuna «llpunsaTue pemieHuid Ha ocHoBe (akToB»
B KoMnaHuu «IIynKuH U CbIHOBbS» HA MPHUMepe CJIY:KObI MAPKETHHIA.

PaGota B COBpEMEHHBIX PBIHOYHBIX YCJIOBHSX, KOTJIa KOHBIOHKTYpa pPBIHKA
MEHSETCsI ¢ OOJBIION MEePUOJIUYHOCTHIO, TPEOYET HOBBIX IMOAXOAOB K YIPABJICHHUIO
MPEANPUATAEM HAa BCEX YPOBHSIX U CTPATETMYECKOMY IIJIAHUPOBAHHUIO C YUYETOM BCEX
(aKkTOpOB, BIMSIONIUX HA IEATEIbHOCTD.

JIJist 3TOrO0 OT/EN MapKeTUHra U cObITa cCOOMpaeT U aHAIU3UPYET MH(POPMAIIUIO
10 KOHBIOHKTYpPE pbIHKA, MOCTaBIIMKaM U motpedutensm. Mudopmanus cobupaetcs
PYKOBOJUTEISMU MOAPA3IAECICHUN CUCTEMHO (EKEIHEBHO, €KEHEAENbHO, €XKEMECIUYHO,
MoKBapTaibHO). VicTouHnkaMu uHGOpMAIIUU CITyKarT:

® JIaHHBIC CTATUCTUYECKON OTYETHOCTH;

MaTepualibl BEICTABOYHOM JESTEIbHOCTH U MAPKETUHTOBBIX UCCIIEIOBAHMIA;
uH(pOopMaIs B IEPUOTUIECKON Mpecce;

naHHble cetu MHTEpHET;

CIICIIMATIM3UPOBAHHBIE U3IAHNS.

Kpome BbIleHa3BaHHON HH(pOpPMAIUK, TIPEANPUATAC aHATU3UPYET BHYTPECHHHE
MOKa3aTeId CTATUCTUYECKONM W (UHAHCOBOM OTYETHOCTH, AHAIM3UPYET KOHEYHBIE
PE3yNbTATHI ACATETLHOCTH, 00bEMBI TIPOU3BOJICTBA U MPOIAK MPOTYKIIUH.

Bces momydyennass uH@opManus MCHONIb3yeTcs B MPOIECCe pa3padOTKH IIJIaHOB
paboThI OTaENA.

B3auMOBBITO/IHBIE OTHOIIEHUS € MOCTAaBIIUKAMHU. D(PPEKTUBHOCTD AESITEIBHOCTH
OpraHM3allid M €€ MOCTABUIMKOB TIOBBIMIAETCS IPU HAJUYUU B3aWMOBBITOJHBIX
OTHOLICHUM.

«IlokoHUKTE C MPaAKTUKOW OLEHKH M BhIOOpa BaIIMX MOCTAaBUIMKOB TOJIBKO Ha
OCHOBE IIEHBI Ha WX MPOJYKIKIO. BMecTo 3TOr0, Hapsay ¢ LeHOM, TpeOyiTe cephe3HbIX
IOATBEPKACHUN €€ KadyeCTBA. Y MEHBIIUTE YHUCJIO MOCTABIIUKOB OJHOIO U TOTO XK€
IIPOAYKTa IYTEM OTKa3a OT YCIyr Te€X U3 HHUX, KTO HE CMOI CTaTHUCTHYECKH
MOATBEPJUTD €ro KauecTBo» DnBapAc JemuHr(«YeTppHaauaTh MyHKTOB)

IIponecc ynpasneHuns 3akynkaMu B KoMrnaHuu «lIynkvH v CbIHOBBS»
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OneHKa TMOCTAaBIIMKOB OCYIIECTBIISIETCS OTAEIIOM MaTepUalIbHO-TEXHUUYECKOTO
CHAOXKEHMsI, IOTUCTUKHU U JIOCTABKH 10 OJIHOMY U3 CJICAYIOIUX MPUHIIUIIOB:
® Hajguyhe CepTUPUIUPOBAHHOM CHUCTEMBI yrmpaBieHus kadectBoM (ISO
9001:2000);

® U3Yy4YEHUE UCTOPHUU JCSATEIBHOCTU MOCTABIIMKA (MMEIOTCS JIM peKIaMaluu Co
CTOPOHBI 3aKa34YMKOB, UX KOJUYECTBO, XapaKTep);

® U3yYCHUE OLIEHKU TPEThUX JIHI[ (M3yUYEHHUE OTUYETOB ayJAUTOPCKOU MPOBEPKH,
U3Y4YEHHUE OLICHKU HE3aBHCUMBIX IKCIIEPTOB);

® BU3UT Ha NPEANPUITUE TOCTABIINKA.

Ha ocHOBaHuMM OLIEHKH CYOMOJPSAYUKOB W TMOCTaBIIMKOB Ha MPEIIPHUITHH
CKJIQJIBIBACTCS U YTBEPKAACTCS MEPEUEHb CYONOAPSTUUKOB U MTOCTABIIIUKOB.

[lepeuenb cyOnoapsAYMKOB U MOCTABIIMKOB BKJIIOYAET HAa3BAHHUE MPEATPUSITHUS -
MOCTaBIIMKA U €ro MaTepualbl M YCIYyrd, KOTOpPHIC OINpPEACICHHBbIC ISl 3aKyIKH.
Buecenue npeanpusTuil K 3TOMY MEPEUHIO 03HAYAET, YTO OHU CIOCOOHBIE MOCTABUTH
YKa3aHHYIO TPOJYKIIMI0O COOTBETCTBEHHO ONPEACICHHBIM TpeOOBaHUSIM KOMIIAHUU
«IIynKkuH 1 CBIHOBBS».

[IpennpusaTre-nmocTaBIIMK, KOTOPbIA HMEET CEPTUPUIMPOBAHHYIO CHUCTEMY
kadecTBa B cooTBeTcTBUU ¢ [SO 9000, BHOCUTCS B IEpEUYEHb ABTOMATUYECKHU.

[IpennpusaTre-noCTaBIIMK HCKIOYAETCAd C NEPEYHS MPHU BBIABICHUU NOCTaBKU
HECOOTBETCTBYIOLIEH MPOAYKIUHU B APEC MPEIPUATHSL.

[lepeyenr coxpaHsieTcss B BHUAE KOMIBIOTepHOro (aita 1o  aapecy
Internal ServerPostavshiki. [lo Mepe BbISBICHUS HOBBIX CYONOIPSIYMKOB U
MOCTABIIUKOB, pAOOTHUKHU OTJEIa MAaTePUAIbHO-TEXHUYECKOTO CHAOKEHUS, JIOTUCTHKHU
1 TOCTaBKU OOHOBJISIFOT CBEICHUS B MIEPEUHE.

[Tepeuenb cyOnoapsAYMKOB M MOCTABIIMKOB BKJIFOYAET HA3BAHUE MPEATPUSITHS -
MOCTaBIIMKA U €ro MaTepualbl U YCIyrd, KOTOpPbIC OIpEeAeiCHHbIE ISl 3aKyNKH.
BueceHnue npennpustvii B 5TOT NEpeyYeHb O3HAYAET, YTO OHU CIIOCOOHBIE MOCTABUTH
YKa3aHHYI0  NPOAYKIUIO  COOTBETCTBYIOIIYIO  OMNPEACICHHBIM  TpPeOOBaHUSM
MPENPUSATHUS.

[Ipoaykuus, KOTOpas MOCTyNaeT Ha MPEANPUATHE, MPOXOIUT 00s3aTEIBHOMN
BXOJHOW KOHTPOJIb.

25



Exod

HEghoomIyus w2
feE T T

UCATOY N U ROE

CUCEm ST LIy o0
SIHHIA
UHIOEMI LU R T
HFTOFSTEH LR

T TS Tt QT

Boiiogrs g3k e

ans

L= L rl =y Py

fosdnorenus
AR SHSCEHUR 8
niAFuar

HE R TE Nl QT

e T OUR LR

Fewente o
SHETERY
MegdonauRRTLG e
TRIna

MOeANOURRTUR

Yrreegmiennae

nrasa’

MoeANOURRTLR

11 IIpouecc nJIaHNPOBAHMA

Fipogecs

COog o CUCTEmBT YIS LUT

uHhopmagEy SRR 44—
TRIH U OOEIHUR
A3 o
[a 1]
H

ARIRUZ RERPYeRNal
UHGHOEMI LN O

UCITONHEEDE WHHORM LSS

a3

togmypoednue
AoednoxesulE QiR
SHECEHUE 8 TG

dernmerarocny

L3aH

a3

ARERUZ fgef e xeRul 7

ML QoSN O

AT T e QT L

=5

”PHH:?R?HE' MTrIH e

MoeAnOuRRTLR

a3

Saosefenus fRIHGS
foednauRTLR G0
CORTOY A LS

AOARIIRE TaN N

Bapxod

Cuchmemns-
MTUSUOOEFH NIR
UHPOOMILLR Mo
H T OFSNEH LR

AEeRATE N el QoiT L

Baibogrs

AIeHai GRR

Mraqyeooeay oy

Noedrorenyq
AIR enecanUR 2
IR

AT T T e QT L

AEedTOuRITER

YrreepMien o

aratad

FEedTauR YR

Clan S0 Femt sl

Aeoooq I

26

Chraemo ifaansan

ConTg e L

Moo I te FeN LR

Fyrosodonen

ModoI2fe fenyR

Canng o a i

ModnIoe Fen R

Fyrosodonien

MRS TOUR YR

Fyrosodonen

AEedTOuRITER

P yroeodunme b

ModnIoe Fen R

fratR SLE LS

Fony Rpy anapuse
HCHIOUWHNKY
dNhopaa Ly
AL )
COMNMNUEA,
RPocodUNCe
ORI R eRL R

cOop J3NRIX

H Hegyine gnanm
RO Mapo

ROCINYRIeN USRS

Ha
Bpon 36 00C MG e O,

COSR TN I


javascript:show_img(580,710,%22themes/klubok/images/pic/532-15.gif%22)

12 3aTpaThl Ha Ka4eCTBO

HckycHbI mpojaaBel] MOXET IOJIYYUTh 3aKa3 B YCIOBHMSX KOHKYPEHIUH C
ApyruMHU (prupMamMu, OJHAKO TOJIBKO KaueCTBO TOBapa ONpEesieT B O0JIbIIEH CTEIEHH -
HOBTOPUT JM KIWEHT CBOW 3aKa3 y 3TOro mpojaBla eme pa3. B cBorwo ouepens
"IPUBJIEKATEIBLHOCTD" MPOAYKIMK B OOJIBLICH CTENEHH OINpEAeseTcsl 3aTpaTaMu Ha
o0ecrnieyeHrne KauecTBa, KOTOPble MOTYT 3HAUUTEIbHO MOBBICUTH NPUObLIL (GPUPMBI WIIH
Ha00OpOT - CYyLIECTBEHHO COKPATUTB €€.

BonpIIMHCTBO  IpEeAnpUATANA  MSCHOM  IPOMBIIUICHHOCTH  HAXOOWUTCS B
COOCTBEHHOCTH YAaCTHBIX TIPEANPUHUMATENCH, OCHOBHOM 3aJadell KOTOPBIX CTajo
oOecrieueHre CTaOWIBHONW W JIOCTaTOYHOM MPHOBUIM OT TMPOM3BOJACTBA M MPOJAKU
npoaykuuu. IlpeanprHuMarTento BBIFTOJHO HMETh MOCTOSHHBIX KJIMEHTOB, KOTOpbIE
YOBJIETBOPEHBI  BBITYCKAEMOM MPOAYKIMEH M 00E€CHeuruBarOT JIbBUHYIO JIOJIIO
exxeHeBHOro obopota. Ho ceroansmnmii morpeduTens MMeeT HeOrpaHUYEHHBIN BBIOOD
MEXIy TOBapaMH pa3IUYHbIX [POU3BOAMUTENEH, mpuoOpeTass UX MO CBOEMY
COOCTBEHHOMY JKEJIaHHI0O M Ha CBOM BKYC, TEM CaMbIM BBIHYXKJas IMPOU3BOIUTENS
MIOCTOSIHHO ~M3BICKMBaTh A(P(EKTUBHBIE METOJbl, OOECIEeUUBAIOIIUNE CTAOUIIbHBIE
IIPOJIaYKH HA MAKCHMAJIbHO BBICOKOM YPOBHE.

Yacrto, B MOroHe 3a MaKCUMaJIbHbIMM MPUOBUIAMU, MHOTHE PYKOBOIUTEIN
CUMTAIOT IVIABHBIM JUISl MPOJAXKU LIEHY M CPOKH NOCTaBKH, IIPU ITOM HEIOCTATOYHO
ylIensis BHUMAaHHE LIEHHOCTH CaMOW NpOoAyKHMH. HO MMEHHO NpOayKUus SIBISETCS
MPEAMETOM NOTPEOJICHMS, a, CIEI0BATENbHO, HMEHHO €€ Ka4eCTBO OyJeT MpeIMETOM
BHUMAaHUSI IOTPEOUTETIS.

B cBsi3u ¢ 3TUM NpeaMEeTOM MOBHIIIIEHHOTO BHUMAHUSI CO CTOPOHBI PYKOBOJCTBA
KOMITAHMI CTAHOBSITCSA 3aTpaTbl Ha 0OECleYeHUEe JIOCTUTHYTOTO YPOBHS KadecTBa
MPOJIYKLIHUU U METO/Ibl YIIPABIICHUS, OCHOBAaHHBIE HAa X KOHTPOJIE.

Ilog 3arparamu Ha oOecneyeHHe JAOCTUTHYTOIO YpPOBHSI KadyecTBa ClEIyeT
IIOHUMATh BECh KOMIUIEKC MEPUOAMYECKUX PACXOJI0B IPEANPUATHS, HAIIPABICHHBIX Ha
BBIIIYCK TapaHTUPOBAHHO  O€30MacCHOM  MPOMYKUWH, HMEIOIIEeH  CTaOMIIbHBIC
KAueCTBEHHBIC XapaKTEPUCTUKU B IIpesiesax MPUEMIIEMOIO YPOBHS ISl JAHHOW T'PYIIIIBI
IIPOYKLUH.

JlaHHble 3aTpaThl NPUCYTCTBYIOT B OO/KETE 000N KOMIAHUM W HUX JIOJI1 B
000poTe MOXET OBITh JOBOJIBHO cyulecTBeHHa. WHpopmanus, omyOiaukoBaHHas 3a
nocieAHue rojapl B u3gaHusX MHcTtuTyTra obecrnieueHus kadectBa BenmkoOpuTaHnuu
(Institute of Quality Assurance), AMEPHKAaHCKOTO OOIlECTBa IO YIPABICHUIO
kadecTBOM (American Society for Quality Control) u EBponelickoil opranuzaiuu mo
kauectBy (European Organisation for Quality) cBUIETEIBCTBYET O TOM, YTO B TE€X
KOMITAaHMSIX, TJ€ 3aTpaThl HA 00€CIEeUEHUE TOCTUTHYTOTO YPOBHSI KayecTBa JIOJKHBIM
00pa3oM yudTeHbI, OHU MOTYT COCTaBJIATh OT 2% 10 20% u Gosee or obopora. OHH
ABJISIIOTCS JIOBOJIBHO BECOMBIM OpEeMEHEM, OCOOEHHO MJid MPEINpUSTUN CpPETHETO
Ou3Heca, KOTOpble B  HACTOALIEE BpPEMsl  COCTaBISIIOT  OCHOBHYIO  4YacTh
MsicorniepepadaThIBAIOIIECH MTPOMBIIIIICHHOCTH.

[Ipu sTOM B yCTOsBIIEHCS MpPaKTUKE B OOJIACTH YNPABJICHUS KayeCTBOM U B
COOTBETCTBUHM C TEOPHEW pacmlpeiesieHusi 3aTpaT Ha oOecleueHhe W MOATBEPKIACHUE
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JNOCTUTHYTOI'O YPOBHS, 3aTparbl INPHUHATO PACHPEAEISATH II0 YETHIPEM OCHOBHBIM
KaTE€ropusM:

® 3aTpaThbl HA NPEIOTBPAILECHUE BO3MOXKXHOCTH BOZHUKHOBEHUSI HECOOTBETCTBHUM
- KOMIUIEKC 3aTpaT, CBA3AHHBIX C KAKOH-JIMOO NEATEIbHOCThIO, KOTOpas CHUYKACT WIU
HOJHOCTBIO IPENOTBPALIAET BO3MOXHOCTh IOSBIIEHUSI HECOOTBETCTBHMM (3aTpaThl Ha
MPEeAYIPEAUTENBHBIE MEPOIIPUATHA);

® 3aTpaThl HA KOHTPOJb - KOMIUIEKC 3aTpaT HA ONPEACICHUE U MOITBEPKICHHE
JOCTUTHYTOI'O YPOBHS Ka4eCTBA;

e BHYTPECHHHUE 3aTpaThl HA MPOAYKLIHIO C BBIABICHHBIMU HECOOTBETCTBUSMM -
KOMIUJIEKC 3aTpaT, NOHECEHHBIX 10 NPOJAXH IPOAYKUHH IO MPHUYMHE TOrO, YTO
OTOBOPEHHBIN YPOBEHb Ka4€CTBA HE ObLT JJOCTUTHYT;

e BHELIHME 3aTpaTbl HA MPOAYKLMIO C BBIABICHHBIMU HECOOTBETCTBUSAMM -
KOMIUIEKC 3aTpaT, IMOHECEHHBIX MOCJE MPONAXKHA MPOAYKIHMH, IO MPUYUHE TOTO, YTO
OTOBOPEHHBIN YPOBEHb KaueCcTBa HE ObLI JJOCTUTHYT.

[IpuBeneHHas Kareropusaius 3JIEMEHTOB 3aTpaT SBJIsSETCA OOLIEH U TOCTATOYHO
YCIOBHOW, TaK KaK B KaXJOM U3 MPUBEIEHHBIX pa3[eioB HAXOAMUTCS OO0JbIIOE
KOJIMYECTBO PA3JIMYHBIX CTATEN PACXO0JI0B, KOTOPBIE MOTYT HECKOJIBKO BAPbUPOBATH IPH
cbope n aHasM3e UH(POPMALIMU B Pa3IMUHBIX KOMIaHUSIX.

CO6op ¥ aHanM3 JaHHBIX MPOBOAUTCS MO PsiAYy (PUKCUPOBAHHBIX IOKa3aTeleH,
XapaKkTepU3yroImux 3(PQPEeKTUBHOCTh OOECIEeUEHUs YpPOBHS JIOCTHUTHYTOIO KayecTBa
COBMECTHO C pa3pabOTKOI ¥ BHEAPEHUEM CUCTEM YIPABIICHUS KAUECTBOM:

® Ha 3Tare AMarHOCTUYECKOIO ayauTa;

® [I0CJI€ ONTUMHU3AIMH pPadoT;

® [EPUOINYECKU JJIS LIENEN KOHTPOJISI CUCTEMBI.

Kak mnpaBuno, pasoBble  KpYIHbIE  BJIOKEHMS  Ha  MOJECPHM3ALUIO
TEXHOJIOTUYECKOTO o0opynoBaHus, JOOCHAILICHUE u IIEPEOCHAILICHNE
IIPOM3BOJICTBEHHBIX [IOMEIICHUH, K JAHHOW I'PYIIIE 3aTpaT HE OTHOCHT.

Hamu, Ha oOCHOBE /MTEpaTypHBIX JaHHBIX, TEOPETUYECKUX paCyeTOB U
MPAKTUYECKOIO aHallu3a pe3yibTaToOB AEATEIbHOCTH MHOTHX MsiCOIlepepadaThIBaloOIIuX
MPEANPUATANA, ObUTH BBISIBJICHBI OCHOBHBIE TEHACHIIMM B U3BMEHEHUH 3aTpaT B MPOLECCe
OpraHu3allii U MPOBEACHUIO paboT Mo pa3pabOTKE W BHEIPEHHUIO CUCTEM YIIPABJICHUS
Ka4eCTBOM.

[lepBbIM H3TamoM MpoBeACHUS padOT ABISETCS IWArHOCTHYECKU ayauT. B
mpoliecce  ero  MpOBEACHHMS  KOMIUIEKCHO  aHajmusupyercsi  3(G(EKTUBHOCTH
MPOU3BOICTBEHHOM JIEATETbHOCTH MPEANPUSITHS, BBIABISIOTCS clladble MecTa, 00beM U
OPUYMHBL  BBIPAOOTKM  OPOAYKIMM  C  HECOOTBETCTBUSIMH,  3aTpaThl  Ha
IIPENYNPEAUTENBHBIE MEPOIIPUATUS U KOHTPOJIb B IIPOLIECCE ITPOU3BOICTBA.

TunnyHoe pacrpenenenue 3arpaTr, KOTopoe MOKET BO3HUKHYTH IIPU ITPOBEICHUHN
TaKOTO aHaJIN3a BBITJSIIUT CIASAYIOMNUM 00pa3oM (nuarpamma 1, Tabnuma 1).
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Tabmuna 1. CtpykTypa 3aTpaT Ha 00eCTieUeHHe KaueCTBa TOTOBOM MPOTYKITHH

o0muii 00beM BRIPAOOTKH MPOAYKIIMH ¢ HECOOTBETCTBUAMH, %o K ot 0,4% 1o
o01eMy 00BeMy BBIPAOOTKH COCTABHIT 0,9%
o0mwii 00beM peKIaMaliii ¥ BO3BPATOB U3 TOPTOBOi ceTH, %o K ot 0.5% 110
V]
001eMy 00beMy BEIPAOOTKH COCTaBUII 10 ’
00BeM O0IIHKX 3aTpaT Ha 0OECTIEUeHUE TOCTUTHYTOTO YPOBHS Soree 21%
0
KauecTBa, % K 000pOTy, B TOM UHUCIE
BHYTPEHHHE 3aTPaThl HA IPOIYKIIUIO C BHISBIICHHBIMU
HGZOETBGTCTBI/I;E/H/I poE oT 4,4% 110
9,7%
ot 7,8% 1o
BHEIIHHE 3aTPATBI Ha MIPO/YKIIHIO C BBIABICHHBIMH HECOOTBETCTBUAMA | 4 oo
3aTpaThl HA KOHTPOJIb B peAcax
P P 2,5%
3aTpaThl Ha MPEIOTBPAIICHUE menee 1,7%
B Konpons

@ (peaynpeauTentHbe
MEPeNPUATHA

O BHelwnwe noTepu

0 BHyTpEHHWE noTEpH

Huarpamma 1 — CrpykTypa 3arpaT Ha OOECHEYeHHE TOCTHUTHYTOTO YPOBHS
KauecTBa M0 KaTeropusM

Kak cnengyer w©3 TpUBEOEHHOM CXEMBI, 3aTpaTbl HAa NOPOAYKLUHIO C
HECOOTBETCTBUSAMM (BHYTPEHHHE M BHeEUIHUE) MOryT gocturatb 80%. [Ipuuem, B 3TOT
KOMILJIEKC 3aTpaT BXOAUT HE TOJBKO CTOMMOCTh CaMOMl HECOOTBETCTBYIOIICH
MPOAYKIIMH, & TAKKE CTOMMOCTD €€ MepepadO0TKH, U3JIMIIHEE TPOU3BOJICTBEHHOE BpEMS,
nepepacrnpesienieHre padoTbl, COPTUPOBKA, JOMOJHUTENbHBIE ONEpaluy MO YAAJICHUIO
000JI0YKH, TIPOBAPUBAHUIO U T.J., 3aTpaThl HA YTHWJIM3ALMIO, BO3MEILIEHUE ylepoa Mo
peKJiaMalysaM, pacCMOTPEHHUE Kano0, TPAHCIOPTUPOBKA BO3BPAILIEHHON MPOAYKIIMH U
ap. Tem He wMeHee, MHOTHE MNPEANPUATUS, HECMOTps Ha OoJblIMEe OOBEMBI

29



HECOOTBETCTBYIOIIEH IPOIYKLIUN HE BBIJICIIAIOT BBIIIEIEPEYNCIICHHBIE
JOTIOJTHUTENIBHBIC 3aTpaTbl M HE YUYWUTBHIBAIOT HMX, CIUCHIBAs Ha pa3jIMYHbIE CTaTbU
pacxo/ioB, B pe3yJbTaTe 4YEro MPOUCXOAUT HEOOOCHOBAHHOE YJOpOKaHUE IPOLIECCOB,
KOTOPOE BbINa1aeT U3-T10]] KOHTPOJIS U CTAHOBUTCS pabouell HOPMOM.

B kauecTBe 00miell TeHIEHUUH OBUIO BBISBIEHO, YTO HPEINPUITHS HE BEAYT
CUCTEMATU3UPOBAHHOW pabOThl IO TMOBBILIEHUIO M CTAOMIM3alMM  KadyecTBa
BbIpa0aThIBAEMOM NPOAYKLMHU, IMPEANPUHUMAEMbIE MpEeayNpexaarolue IEeHCTBUS, B
TOM d4Hucje A7 00eCredYeHUs CTaOMIBHOCTH TEXHOJOTHYECKHX IOKa3aTesei, HOCSIT
CKOpe€ 3MU30IMYECKU W OTHOCUTEIBHBIM xapaktep. MHpopManus o ONpoayKuuu C
HECOOTBETCTBUSIMHU B OOJIBIITMHCTBE CIy4YaeB JOJDKHBIM 00pa3oM HE YUHTHIBAjach U HeE
aHAJIM3UPOBAIACh, YTO BEJIO K MCKAKEHHIO XapaKTepa W pacHpeleieHus 3arpaT Ha
oOecrieyeHne KadyecTBa. B HEKOTOpBIX Cily4asx Takas MPOIYKUHWs, BBISBICHHAs [0
3aBEPILECHUS TEXHOJOTHYECKOTO IMpOIEcca W HalpaBlieHHas Ha NepepaOOoTKy BHYTPHU
IIPOM3BOJCTBEHHOIO yYacTKa WM Mpoliecca, He (PUKCHpoBanach HU B KaKMX OTYETaX.

AHanu3 XxapakTepa HECOOTBETCTBUW MW NPUYMH UX BO3HUKHOBEHHS B
OOJIBIIMHCTBE CIIy4aeB CBOJWICA K YJIMUEHUIO W MaTepUaJbHOMY HaKa3aHUIO
BHHOBHBIX. JTO B CBOIO OYE€pEAb HE TOJBKO HE CTUMYJIHPOBAIO MPEAYNPEKIACHUSL
BO3HMKHOBEHUSI HECOOTBETCTBUI ITyTEM BBISBICHUS UX HAa PAHHHUX CTaIUAX MpoLEcca,
HO ¥ MOATAJIKMBAJIO EPCOHAN K COKPBITHIO caMoro (pakTa HaJIM4Ms TAaKOH MPOTyKIUH.
B npakTrke HEKOTOpBIX MpEeANpUATUI B Ipouecce (POpMHUPOBAHUSI 3aKa30B U OTIPY3KU
rOTOBOM MPOAYKIMU B TOPrOBYIO CE€Th, ObUIM CIy4yau, KOTJa MPOIYKUHUS C 3aBEAOMO
M3BECTHBIMH HESIBHBIMH HECOOTBETCTBUSIMH HE OTCOPTHPOBBIBANACH, @ B HEOOJIBIINX
KOJIMYECTBaX pachpenessjack Mo 3aka3aM BO HM30€XaHHE HaJIOXKeHus mTpadoB u
CHIDKEHHS TIPEMUM.

HeycroilunBoe TmoNOXeHUWE C pPbIHKAMU CObITa BBIHYAMJIO PYKOBOJCTBO
NPEANPUATANA 3aKpbIBATh I1a3a HA O0BEMBI U XapaKTep MPOIYKLIMU, BO3BpALIaeMOMl U3
TOProBoil ceru. bmaromaps 3TOMy I€pCOHaNy CTajlO BBITOJHO IOJy4aTb TOT K€
IIPOLIEHT MPOAYKIHMH C HECOOTBETCTBUSIMU B KAauyeCTBE HEPEAIM30BAHHOU 10
pazIM4YHBIM NpPHUYMHAM, B TOM YHUCJIE IO HMCTEUYECHHUIO CPOKOB TroAHocTd. OIHaKo,
BHEUIHHE 3aTPaThl HA MPOAYKIIHIO C HECOOTBETCTBUSIMHU OOBIYHO COCTABJISIOT OOJIBIIYIO
CyMMY, Y€M B ClIy4yae€ OTCOPTUPOBKHM TOTO K€ MPOLEHTA JAHHOW NPOAYKLHMH BHYTPHU
IIPOU3BOACTBEHHOI0 Impouecca. B 3TOM ciydae aedCTBYeT NpaBWIIO, W3BECTHOE B
MpakTUKe padOT MO CHUCTeMaM YIpaBlieHUs KadecTBoM Kak 'mpaBuio 10-tu". OHO
MOKET OBbITh HArJISAHO MNPOMJLTIOCTpUpoBaHO Ha cxeme 1. CyThb JaHHOTO MpaBuia
CBOAMUTCS K TOMY, YTO BBISIBJICHHE HECOOTBETCTBHUS Ha KaKIOW MOCIENYIOLEH CTaauu
Mpoliecca HECOM3MEPUMO YBEJIIMUUBAET 3aTPATHI MPEIPUSATHUS.

Tak>xe ObUTH BBISIBIEHBI 3aKOHOMEPHOCTH PACTIPEEICHUS 3aTpaT Ha MPOIYKIIUIO
C HECOOTBETCTBUSMU O MPUUMHAM MX BO3HUKHOBEHHS (Tabmuua 2). B GoyblimHCTBE
ciyyaeB (10 38%) npuYKMHBI BOSHUKHOBEHHUS HECOOTBETCTBUM KPOIOTCS B HEOPEIKHOCTHU
WIM HEJOCTaTKe 3HaHMW mepcoHana. Pabotatomue  HEMOCPEACTBEHHO  Ha
IIPOU3BOJICTBEHHBIX ONEpPAlUAX 3a4acTy0 HE 3HAIOT HA3HAYEHUS U TEXHOJOTUYECKUX
CBOMCTB CBIPbSl 1 MaTe€pUaoB, HE MOTYT "yBUAETh'" MPEANOCHUIKU /111 BO3HUKHOBEHMS
HECOOTBETCTBUH, padOTArOT "CIIENO" UCIIONHSAS PACHIOPSKEHUS MacTEPOB, BOCHPUHUMAS
Mepbl HEoOXoauMble AJisg oOecrieueHusi 0e30MacHOCTM M KadecTBa MPOAYKIHMH Kak
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NPUXOTh HAYaJIbCTBA WM KaK HEOOOCHOBAHHO TSDKENbIE YCIOBUS Tpynaa (B MEPBYIO
ouepelb padboTa B OXJIaXIaeMbIX NoMelleHusx). HenoBoabcTBO pabouero nepcoHana,
€ro Hu3Kas KBaJM(UKalMs M OTCYTCTBHE MHTEpeca K OCYLIECTBISIEMBIM ONEpaLUsiM
HEN30€KHO NPUBOJUT K HEOPEKHOCTH UCIIOJIHEHUSI UM CBOUX OOS3aHHOCTEN U TpedyeT
OOJIBIIOTO  KOJIMYECTBA KOHTPOJIEPOB, HE 3aHUMAIOIIUXCS HEMOCPEICTBEHHBIM
OPOU3BOJACTBOM IIPOAYKLHWH, a JHIIb CIHEOSIIIAX 33 HALISXKAIIUM HCIIOJIHEHUEM
ApPYTMMU cBoUX o0Osi3aHHOCTE. TeM caMbIM yCTaHOBJIEHHBII Ha MPEINPUITUU
TOTaJIbHBIA KOHTPOJIb KA4E€CTBA, BOBJICKAIOIIMMI B JAHHBIN IPOLIECC OTPOMHBIE PECYPCHI,
B TOM 4YHCJIE MaTepuUalbHbIC, OMPABIBIBAECT CE€Osl JUIIb YACTHYHO, MPEeAympexaas
OTIPABKY NMPOAYKIIMU C HECOOTBETCTBUSAMH B TOPTOBYIO CETh, HO HE €€ BBIPAOOTKY.

Cxema 1.
Hecootesroreme |cantont | cnemyeomens | & vomue JARTEOUHTENEHOA | ¥ RITHEHTA
HAffED B mpolgece | Mpouecce TMOCLIENNEATEMD- | MPOREPKE
HOUTH
Honepiknn 8 Ay 3
FOMOITAMIOE ‘gﬁ' ﬁ{;‘i{-‘ ﬂh"%’
‘ﬁ‘&l";ﬁ _.3%?? % FI_GE’."'
g
.3{;3
g 10000
B0 00000 g5
Bmsooe xa
K OMITAHNIO E-;ifba._k Manoe Cpemxes Benue cpemiery | Bsicoxoe
sraToe “\_‘\ Mepepafiomn | Diwoeremans | Bosmpar
EPALTDERENER | Tepepafoms CTOHMICTH
HE o JUmEPAEA Brmurata
CTAERH pammaum
Jo Hat | Yiepf
PRDEA

Bropoit naubonee 3Haummoi mnpuunHOU (10 34%) sBISIETCS HECOOIIOJCHUE
HEOOXOMMBIX TEXHOJIOTHYECKUX MMapaMeTPOB MPOIEecca U3-3a OTCYTCTBUS pPerilaMeHTa
MPOU3BOJICTBA U JIOCTATOYHOIO TEXHUYECKOTO OCHAIIEHUs. Tak KakK MSCHOE ChbIpbE
SIBJISIETCS OMOJIOTMYECKU aKTUBHBIM, TO YCJIOBHUS MPOU3BOJICTBA MACA U MSCOIIPOTYKTOB
ABJISIIOTCS  OMPENENAIOIMMUA B OOecriedeHrH ero Oe30MacHOCTH M KadecTBa. B
COOTBETCTBUM  OJHHMM W3  HEMaJOBXHBIX  aCHEKTOB  CTaOWJIBHOCTH U
rapaHTUPOBAHHOCTH  KAUYECTBEHHBIX  XapaKTEPUCTUK  SBJSIETCA  TEXHUYECKOE
oOecrieueHre MPOU3BOJICTBA, KOTOPOE HA MHOTHX MPEINPUATUAX OTPACIN 3HAYUTEIIBHO
yCTyIaeT MUPOBOMY YPOBHIO.
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Tabmuua 2. Pacnpegenenne 3arpaT 1O  NOPUYMHUM — BO3HUKHOBEHHUS
HECOOTBETCTBHMA

Jlons B o0miem oobeMe 3aTpar Ha

HpI/I‘IHHI)I BO3HUKHOBCHHUS HECOOTBETCTBUM
IMPOAYKIHIO C HCCOOTBCTCTBUAMU

Heb6pexHoCTb, HET0OPOCOBECTHOCTH 17001 38%
HEJIO0CTAaTOK 3HAHM pabovero nmepcoHaia

OTcyTcTBHE  periiaMeHTa IPOU3BOJACTBEHHOTO

mpoiiecca, HecoOJIIoACHHE TTapaMeTPOB U PEKUMOB 22%
TIPOU3BOICTBA

HenocraTounoe TEXHUYECKOE OCHAII[CHHE 19%

IMPOU3BOACTBCHHBIX HOMGH.[GHI/Iﬁ

HenoOpokadecTBeHHBIE WM HEKOHTPOJIHUPYEMBbIC
CBhIpbE, WHTPEIUCHTHI, BCIIOMOTATEJIbHBIE 10%
MaTepHaIbl 1 TIp.

[Ipoune 6%

Takum o0Opa3oMm, B YCIOBHSX, KOrJa Ha MNPEANPUATAM OO0 3aTpar Ha
MPEIYIPEKIAOMNAE JCUCTBUS YPE3BBIYAHO MAJIA U B L[EIIOM CHUCTEME MEPOIPHUITUH,
HAaIllpaBJICHHBIX HA MPEAYNPEKICHUE TOSABICHHUS  HECOOTBETCTBUM  YIEIACTCA
OTHOCUTEIBHO HEOONBIIOE BHUMAaHHWE, TOSBISAIOTCS M PacTyT 3aTpaTrbl Ha
HECOOTBETCTBYIOLIYIO MMPOAYKIIHUIO.

Hrorom xomriekca MEpOIPUSTUIN, HAPABIEHHBIX HA 00ECIICYCHNE CTA0MIBHBIX
XapaKTEPUCTUK BBIpAOATHIBAEMOM TPOJYKIIMU SBISIETCS COKpAIlleHWe 3aTpaTr Ha
o0ecrnieueHre KayecTBa, YTo MPEeJICTaBICHO Ha Juarpamme 2.

Ha ocHOBaHMM TONy4YeHHBIX PpE3yJbTaTOB MOXKHO  BBISIBUTH  OOIIHE
3aKOHOMEPHOCTH B U3MEHEHUH 3aTpaT Ha JOCTUTHYThI ypOBEHb KauecTBa. (cxeme 2).

Huarpamma 2. PacnpegeneHue 1O KaTeropusiM 3aTpar Ha oOecredeHue
JOCTUTHYTOI'O YPOBHS KQUECTBA B CPABHEHHH C MIEPBOHAYAIBHBIM PACTIPEICIICHUEM

Ha mpencraBiieHHON CXeMe€ YpOBEHb KAayeCTBA M3MEPSETCS B PAHre KaTeropuu
"MHOTO HECOOTBETCTBUM" - ""HET HECOOTBETCTBUI'" WJIM "COBEPIICHCTBO" .

B neBoit yactu rpaduka obmue 3arpaThl Ha 00ecreYeHrue JOCTUTHYTOTO YPOBHS
KauecTBa BbICOKH, OCHOBHOM MPUYUHOM 3TOTO SBIISIIOTCS BHICOKKE MTOTEPH, CBSI3aHHBIE C
BBIPAaOOTKON MPOAYKIIMM C HECOOTBETCTBUAMM. 3aTpaThl Ha MpeaylNpeAUTeNIbHbIE
MEpONPUATHS. OYEHb Mallbl, 4YTO OOYCJOBJIEHO B TMEPBYIO OYEpelb OTCYTCTBHUEM
CUCTEMBI B OCYILIECTBISIEMOM paboTe Mo 00eCeUeHNI0 JOCTUTHYTOTO YPOBHS KauecTBa.

JlBurasch BOpaBo Mo Tpaduky, HaAOMOZAETCS POCT JOCTHUTAeMOro YpPOBHS
KauyecTBa 3a CUET YMEHBIICHHUsS 00beMa BbIPAOOTKH MPOAYKIIHUA C HECOOTBETCTBHUSIMMU.
JlaHHasi TEHAEHLMS XOpOUIO 3aMeTHa IMpH pa3paboTKe ONEepaTUBHONW CHCTEMBI
MpEayNpPEeIUTEIIbHBIX MEPONPUSATAN M TMOBBIIMICHUH KYJIbTYypbl MPOU3BOJICTBA, B TOM
qHCclie MyTeM OO0y4YeHHS W TMOBBILIEHUS KBaTM(UKAIMKU padOyero nepcoHana. 3aTpaTsl
Ha NpEeayNpEeAUTENbHBIE MEPOIIPUATHUS PACTYT, HO 3a CUET ATOTO MOTEPU HA MPOTYKLIHIO
C HECOOTBETCTBUSIMM OYEBHUIHO NAJAIOT, KaK pPE3yabTaT MPEeayNpeauTEIbHBIX
JIEHCTBUM.
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Cxema 2. BzaumocBsizb MEXIy 3arpaTaMd Ha O0O€CIeUeHHUE TOCTHUTHYTOTO
YPOBHSI KQUeCTBAa U YPOBHEM KaueCTBa

3
ofuwue 3aTpaTsl é
€
2

e em v wwml e e e e e e e

3aTparbl Ha Ka4YeCTBo

33TpaTtTh! Ha KOHTPONL

saTpaTtel Ha npeaynpean-
TENbHLIC MEePONPUATUA

MHMHOIo HEeT
P edoRToD AOCTUIHYTbHIN YPOBEHbL nedexros
(CcosepuwIeHCcTB0)
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Kak siBcTByeT u3 rpaduka, Ha 3TOM CTaaAWM 3aTpaThl HA HECOOTBETCTBYIOIUIYIO
NPOIYKIHUIO TMAal0T ObICTpee, HEXEIH BO3PACTAIOT 3aTpaThl HA MpPEaylnpeauTeNbHbIe
Mepornpusitua. Pe3ynbrarom sBIsSieTCS yMEHBIIEHHE OOIIMX 3aTpaT Ha oOecleueHue
JOCTUTHYTOTO YpOBHSI KauecTBa. [IpW STOM BIMSHUE CHUXEHUS YPOBHS 3aTpaT Ha
KOHTPOJIb HE3HAYUTEIBHO.

Emie pa3 xouercst mog4epKkHyTh, YTO NMPOBEJCHUE TAKOT'O POJIa aHallh3a 3aTpaT Ha
oOecrieueHUEe KauecTBa M BBEJEHUE €ro B IOBCEIHEBHYIO TPAKTHKY SIBISETCS Ha
OPEeINpUITHA OJHUM U3 3P(PEKTUBHEUITNX MEXaHU3MOB KOHTPOJS U BO3JEUCTBUS HA
YPOBEHb JTOCTUTHYTOIO KadyecTBa MPOAYKIMHU, T.K. MPEAOCTABIISACT PYKOBOJIUTEIIO
OOBEKTHBHYIO KaPTUHY B OTHOIIEHWH KA4€CTBA U MOKET aKTUBHO HMCIIOJIb30BaThCS UM
JUIS OTIEpATUBHOM OIIEHKHU, OOHAPY>KEHUS MTPOOJIEM U YCTAaHOBJICHUH IEJIEH.

Opnako, 3aTparbl Ha MHUHUMHU3ALMI TIOTEPh BCIEACTBUE MPOU3BOJCTBA
MPOJIYKUHUHU C HECOOTBETCTBUSMU OYAYT CYHIECTBEHHO Pa3jIMYHbl B 3aBUCHMOCTH OT
IPUYUHBL, KOTOPYIO HEOO0XOAMMO YCTpaHUTh. [lo3TOMy HE0OXOauMO paHKUPOBAHO
MOJXOJUTh K BOIIPOCY 0 00 OpraHu3alvy Ha NpeArnpusTHH paboT B 00JacTU KayecTBa.
K npumepy, TiiatenbHblil aHAIU3 MOKET NPUBECTH PYKOBOJUTENS K BBIBOJIY O TOM, YTO
HAaYMHATh HEOOXOJUMO HE C 3aMEHbl JIOPOTOCTOALIEro OOOpyHOBaHUS, a C
COBEPILECHCTBOBAHMS IPOLECCAa 3aTOYKM HOXEH i1 uMmeromerocs. be3 poctynHoit
JeTalbHOM MHGpOpMallMu B BHJE OTYETa MO PACIpeleseHUIO CTaTell pacxoJoB Ha
JOCTUTHYTBHI ypOBEHb KauecTBa, 00pbOa C HECOOTBETCTBUSMH OyAeT paBHOCHUJIbHA
00pBpOE C OTHEM BMECTO MPEAYNPEKICHUS TT0KAPOB.

Bce BbIsIBIEHHBIE NPUYMHBI BBIPAOOTKH NPOAYKIUU C HECOOTBETCTBHSIMHU
3aCIIy’)KMBAIOT KOPPEKTUPYIOIIMX MEPONPUATHIA, OJHAKO HEOOXOJUMO B TIEPBYIO
ouepe/b yJIEIUTh BHUMaHUE TeM OOJacTsAM, KOTOpbIe JaAyT HauOOJBIIYI0 OTAady B
OTBET Ha 3arpadyeHHble ycunuda. [IpaBuio pacnpenenenus Ilaperro rmacut: 80%
npobisieM siBNIsSItOTCST pesynbTaToM 20% npuunH. BriaaeiBas cpenctBa B yCTpaHEHHE
IPUYMH Cpa3y BCEX HECOOTBETCTBUM, PYKOBOAUTEIb TEM CAMBIM HEOIPABIAHHO
YBEJIMYMBAET 3aTPaThl HA KAU€CTBO, IEPEBOJIA UX B KaTeropuio "yObITOK".

KoppekTupyromue BO3IEUCTBUS JTOJDKHBI IIPECIEIOBAaTh LENb IOJIYYEHUs C
HAaUMEHBIIMMH 3aTpaTaMd HAWIy4YlIUX pe3yiabTaToB. lloaTomy mpexnae yem
pacxojoBaTh  CpeICTBa Ha  MPEAyNpeauTeNIbHbIE  MEpPONpUATHS  HEOOXOIUMO
OCYIIECTBUTh  TMOAPOOHBIA M  JOCKOHAIbHBI  aHAIW3 BO3MOXKHBIX  INPUYUH
BO3HMKHOBEHHUSI HECOOTBETCTBHMII B  OCYILECTBIIEMOM IPOLIECCE, MOCTAPAThCs
ONMpENeNUTh TE€ ONepalud W CTaJud, A€ HeOOoJblIMe HM3MEHEHUsS OOEpHYThCS
MAaKCUMaJlbHO TMOJOXKUTEIBHBIM PE3yJIbTaTOM, YTO TaKXKe TMOCIYKUT XOPOUIUM
CTUMYJIOM JUIsl TepcoHaja KOMIAHWU. BIoOjHE KOHKpPETHOE YIy4YlI€HUE MO3BOJIUT
OLLYTUTh BBITOJY OT MPEANPUHUMAEMBIX JEHCTBUA M TMOKa)XET, YTO 3aTpaThl Ha
KaueCTBO MOTYT IPUHOCUTD MPUOBLITb.

Tak, HauMHAas ¢ MaJIOTO U JIEUCTBYS IIar 3a IIarom, CTPOUTCS pab0OTOCTIOCOOHAS 1
(GYHKIIMOHUPYIOIIAsl CHCTEMa YIPaBJICHUS KayeCTBOM, MNPUHOCSINAS MPEANPUSTHIO
npuObUIb U TPOLBETAHHWE 3a CYET YAOBICTBOPEHHUS NOTpeOUTENe HamTydliei
MPOAYKIIUEN
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KonTpoJsbHoe 3ananne

Tema 1. O npupooe kauecmea.

1.

2.
3.
4

o o

Packpoiite nmonsTre «xauecTBo» Kak (GUIOCOPCKYIO KaTErOpHIO.

OxapaxkTepu3yiTe NOHITHE «KaUY€CTBO» C SKOHOMHUECKUX TMO3HIIUH.

PackpoiiTe TexHMUYECKHE aCTIEKThl TOHITHS «Ka4ECTBOY.

JlaiiTe XapakTepUCTUKY COIMATILHOTO aCIEKTa MOHATUS «KauyeCTBO», CBSI3aB €r0 C MOHITHEM
«KaueCTBO JKU3HM.

Packpoiite conep:xaHue MOHIATUS «Ka4yeCTBO KU3HH.

JlaiiTe XapakTepUCTHKY COEPKaHUS TEPMHUHOB: «00ECIIEUEHUE KAaUeCTBA» U «yTyUdllIeHHE
KauecTBay.

Tema 2. Poinounvie omuoweHus u Kauecmaeo.

1.

2.

[IpuBeauTe mpuUMHBI HEOOXOTUMOCTH 00ECIICUCHUS U YAYUYIICHHs KaueCTBa B COBPEMEHHBIX
YCIIOBUSIX.

Packpoiite BHELTHIE U BHYTPEHHUE 1I€]IM TPEAITPUHUMATEIHCTBA B YCIOBUAX PHIHOYHON
SKOHOMUKH.

Tema 3. Kauecmeo kax 00vexkm ynpagienusi.

CoNoUA~AWNE

PackpoiiTe He0OX0IMMOCTD YIIPaBICHHUS KAY€CTBOM B COBPEMEHHBIX YCIOBHSIX.

JlaiiTe XapakTepUCTUKY TUIIOB Pa3BUTHS B 00JIACTH YIPABICHUS KAYECTBOM.

PackpoiiTe conepkanue nporpaMmmMbl MEHEPKMEHTa KadyecTBa J.JlemuHra.

OnuIINTE COCTaB «IIETIN Ka4eCTBaY.

Packpoiite cyTh cucTEMBbI yIpaBIeHUSI KAYeCTBOM Ha MPEANPUATHH.

Onumute oOue GyHKIIMA MEHEPKMEHTA KaueCcTBa Ha MPETPUSITHH.

Packpoiite conepxanue TepmuHa «IIpociexnuBaeMocTb.

[IpuBenuTe comepxanue TEPMUHA «ITOJUTHKA B 00JIACTH Ka4ueCTBay.

Onummure €U U cofiepkaHue (pa3aenbl) pPyKOBOACTBO MO Ka4eCTBY (CIIPaBOYHUKHU MEHEI)KMEHTA
KauyecTBa) Ha MPEIPUITHH.

10. Packpoiite conepxanue ¢punocopuu Beeobiero pykopojcta kauectoM (TOM).

Tema 4. Hpumenenue CIAMUCMUYecKux Memoooe 6 ynpaeieHuu Kauvecmeom.

1.
2.

3.

Onuinre Ha3HA4YEHUE U MOPAAO0OK MOCTPOCHUA AUATrPAMMBbI HapeTo.

Onummure Ha3HAYCHHUE U TIOPSAAOK MOCTPOEHUs Tuarpammel Micukasa (MpUUMHHO-CIIEACTBEHHBIN
aHamn3).

Packpoiite Ha3HaueHNE U MOPAIOK OCTPOEHUSI KOHTPOIbHBIX KapT [llyxapra.

Tema 5. 3awyuma npae nompeodumens.

1. Packpoiite 3HaueHue U CTPYKTYpPY 3akoHa «O 3aniuTe mpaB MOTPEOUTENCH).

2. JlaiiTe XapaKTepUCTUKY MOHITUN «HU3TOTOBUTENbY, «IIPOJABEI, KIIOTPEOUTEIBY, KIIPOTYKIHU,
«yCIIyray.

Tema 6.

1. PackpoiiTe conepaHne NOHATHS «CTaHIApTH3ALM» U TEPMUHOB «CTaHAAPT U
B3alMO3aMEHSIEMOCTb.

2. PackpoiiTe conepkaHre TEPMUHOB «TUMTU3ALUS» U «YHUDUKALUS.

3. TpuBemute kmaccuuKaIUIo ¥ 00JACTH MCIIOIF30BAHMSI CTAHIAPTOB B MTPOMBIIUIEHHOCTH PO.

4. PackpoliTe Ha3HaYEHHE U COAEpKAaHUE KOMILIEKca Mex1yHapoaHbIX cranaapToB MCO cepun 9000
(Bepcus 2000r)

5. Packpoiite (kpaTko) ocHOBHbIE O3ULIMH 3aKoHa PD «O TeXHUUECKOM pEryIupoBaHUN.

Tema 7. Ouenka kavecmea npoOyKyuu.
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no

Packpolite CyIHOCTb HayKA METPOJIOTMH U 3HAYCHUE U3MEPEHUN B YIIPABJICHUE KAYECTBOM
IIPOSYKIIMH.

[TpuBenuTe KIaccu(puKaIUIO METOIOB U3MEPEHUH.

PackpoiiTe conepkaHue TepMUHA «10Ka3aTellb KAYeCTBay U MPUBEANUTE KIACCUPHUKALIUIO
IIOKa3aTesed KayecTBa IPOLyKIHUH.

Tema 8. Cepmugpuxkayun Kax yenegoi Memoo ynpaeieHus Kaiecnmeom.

1.
2.
3.

Packpoiite cymHOCTh U 3HaYCHHE CePTU(PUKALUY, U COAEP)KaHUE TEPMUHA «CePTUHUKATY.
Onummre BUABI CEPTUDUKAIIH TPOTYKITHH.
Onumure 3Tansl cepTUUKALNUN CUCTEM KauecTBa.

Tema 9. Akmueu3zayus meopueckoii 0eamenbHoCmu padoOmMHUKO8 8 ynpaesieHue Kauecmeom.

1.

2.
3.
4.

PackpoiiTe He00X0AUMOCTh aKTUBH3AIMK TBOPUECKOU eI TEILHOCTH PAOOTHUKOB B YIIPaBICHUU
KaueCTBOM.

PackpoiiTe nenu u 3agaun Kpy>KKOB KauecTBa.

Onumumre nponecc GopMupoBaHus U QYHKIIMOHUPOBAHUS KPYKKOB KauecTBa.

CIIMCOK PEKOMEHJIOBAHHOM JINTEPATYPHI:

3akon P® «O 3amute npaB norpedureneii» ot 07.02.1992r. (pexn. ot 09.01.96).

3akon P® «O cranmapruzanum» ot 10.06.1993r. (pen. 27.12.95).

3akoH P® «O ceprudukarnmu npoaykiuu u ycryr» oT 10.06.1993r. (pexn. 27.12.95).

3akoH PO «O texHnuyeckoM perynupoBanun» ot 27.12.2002r.

I'OCT P CO 9000 — 2001. OcHOBHBIE MOJOXKEHUS U CIOBAPb.

I'OCT P MICO 9000 — 2001. TpebGoBanus.

I'OCT P UCO 9000 — 2004. PexomeHaaIuu Mo YIY4IICHHIO JESITETHHOCTH.

. Muwun B.M. YnpaBieHue kauecTBoM: Yueb. nocodue ams By3oB. — M.: KOHUTHU — IAHA ,
2002. — 303c.

9.  026030un B.IO. Ynpasnenue kadectBoM: OCHOBBI TEOPUH U IPAKTUKU: YueOHoe rmocodue. — 4-
e u3f., ucop. u gon. — M.: I3parensctBo «/leno u Cepsucy, 2002 — 160c.

10. Oxpenunos B.B. YupaBneHue kauecTBOM: YueOHuK ais By3oB 1 2-e uzn., non. u nepepad. —
CIIOG.: OAO UzparensctBO «Hayka», 2000 — 912c.

11. VYmpasnenue kayecTBoM: YueOHUK ais By30B, C.A. Unvenxosa (peo.) u op. — M.: KOHUTH,
2000. — 199c.
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[MTPMJIOKEHHME. KOHTPOJIBHAS PABOTA

Pacdet BBINOJIHSETCS B TOHKOM TETPAJId B CJICAYIOIICH MOCIIEI0BATEIIbHOCTH:

1. 3ananue (MCXOAHBIC TAHHBIE)
2. Pacder ¢ 00s3aTeIbHBIM MOSICHEHUEM.
3. PesynbTathl pemieHus.

3agaua.

HpCI[HpH}ITI/IG COCTaBMJIO OTUCT 3a OAHH I'OJ pa6OTBI. IIo pe3yijibTaTaM OTUCTAa

IMOJIYYHJINCH CIICAYIOINUC 3aTPAThI:

3aTpatsl

JNIEHE)KHBIE  €IUHUIIBLI

(m\e)

OOyueHue nepcoHasna

Ceprudukanus (a1 1 Bapuanra)

JInnen3zupoBanue (115 2 BapuaHTa)

[Toe3nka mo mpoBepke 00OpYAOBAHMS pECTOPAHA
[Toesngka 1o mpoBepke coOMOACHUS  TpeOOBaHMIA
SPrOHOMUKHU

ITpoBepka paboThI HepcoHaa

30 ThIC.
4 TEIC.
4 TEIC.
4 TEIC.
2 TEHIC.
1 THIC.

Pemont oduca mmuncs 75 mueit. O0beM mpopax coctaBuwin 80 Thic. a.e./mesi. B
nekadpe pupma npemtoxmia kimeHtaM ckugaku S0 %. O0bem nmpoaax yBEIHMUMUIICS Ha
20%. OueHute 3aTpaThl BHYTPEHHUE, BHEIIHUE U 001IKMe Ha KauyecTBO 1Mo metoay [1O/]]
¥ KOHEYHYIO BBIPYYKY 3a T'OJ] C Y4eTOM, 4TO B 1 mecsie 25 pabouux JTHEH.
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