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Lenn n 3agaun

[{enssMu1 OCBOCHHUS AUCITUIUIMHBI SIBJISIOTCS IPEIOCTaBICHUE OYAYITUM CIICIIHAIIMCTaM OCHOBHBIX
MOJIOKCHUH TEOpUM W TPAKTUKH TI0 OpraHU3aldy YIPaBICHUS KAueCTBOM OOCTYXXMBaHUS Ha
NPEANPUITHAX Typu3Ma H TOCTEINPUUMCTBA, HM3YYCHHE CTYACHTAMH OCOOCHHOCTH YIpaBJICHUS
KaueCTBOM, IMOHUMAHHE CYIIHOCTH KOHTPOJIS KauyecTBa, MOHUMAHUSI HEOOXOJMMOCTH OIICHKH KadyecTBa
MIPEAOCTABIIIEMBIX YCITYT.

3ajauaMu OCBOCHUS JUCHUILUIUHBI SIBISIOTCS CIACAYIOIINE:

—HW3y4YUTh TEPMHHBI W OIpPEACICHHS B OO0JACTHM KadyecTBa, METOJbl W CHUCTEMBI YIIpaBJICHUS
KaueCTBOM; TpaBWIA, MOPAIOK M CHCTEMY KOHTPOJS M Haa3opa 3a COOJIIOJCHHEM TpeOOBaHUN K
KauecTBY.

—IPUBUTH CTYJCHTAM KadyeCcTBa M HaBBIKH YIPABIICHHS MPEANPUATHEM, HAYUYUTh pa3pabaThIBaTh
cuctembl kadectBa cooTBercTBeHHO MCO 9000 m  BHenpATh UX B MPOU3BOJCTBO, OPraHMW30BBLIBATH
paboTy cucTeM KauecTBa, yMETh CTPOUTH OTHOIICHHS MKy IIOTPEOUTEIIEM U MPOU3BOJIUTEIIEM TOBAPOB

U YCIIYT.
Ne Ne KoJa-Bo
Tema
3aHSTHS | pa3aeja 4acoB
1 1,2 TepMuHoiorus ynpapieHusi Ka4eCTBOM 2

PaccmoTpenue npumepa MEHEDKMEHTa KauecTBa Ha
npeanpusaTH, TeMbl(cM. [1] 11.8.6):

2 4 BBenenwne B cucreMy MEHEKMEHTA KauecTBa (amsITKa Jyis 2
COTPYJIHUKOB IPEITPUSITHS)

[losninTuka B 00J1aCTH KauecTBAa KOMIIaHUH
Paccmotpenue npumepa MeHe)KMEHTa KayecTBa Ha
HpeanpusTiuu, Templ(cM. [1] n.8.6):

3 4 [Tpuanmne! mexxayHapoaHoro crangapra ISO 9000:2000 2
Peanuzanus npuHnmna «OpueHTAHS Ha TIOTPEOUTEINS» B
komnaHuu. Peanuszanus npuniuna «JIuiepcTBo» B KOMIIAHUH
PaccmoTpenue nprMepa MEHEDKMEHTa KauecTBa Ha
npeanpusTiuu, Tempi(cM. [1] m.8.6):

[IpoGnembl pyKOBOJICTBA B KOMIIAHUU

[TponeccHblii noaxoa. CUCTEMHBIH NOJX0/1 K MEHEDKMEHTY

5 3 MupoBoe oTHOIIeHHE K KadecTBY.JloKiaapl 2
PaccmoTpenue npuMepa MEHEKMEHTa KauecTBa Ha
peanpusTuu, Tempi(cM. [1] 11.8.6):

6 4 HenpepsiBHOE yiydilieHHEe, TOCTOSHHOE COBEPILICHCTBOBaHHE 2
[Toaxon k MpUHATHIO PEIICHUI Ha OCHOBE (haKTOB
[Iponecc miaHupoBaHus

7 5,7 Camoorienka Gupm (neaoBasi Urpa) 4
8 6 6.2 Copnepxxanne MC MCO cepun 9000 2
9 10 10.2 Knaccuduxarus 3arpat Ha KauecTBO 2

PaccmoTtpenune mpumepa MEHEePKMEHTA KauecTBa Ha
npennpusTiu, Tembi(cM. [1] 1m.8.6): 3aTpaThl Ha KaueCTBO

10 11 KoHKypeHTOCIOCOOHOCTh M KaueCTBO 2
11 9 9.2 Pa3paboTka cHucTeMbl KauecTBa Ha MPeInpUATHH chepsl 8
ycayr
12 12 10. Pa3pabGoTka cuCTEMBI OIEHKH TIOKa3aTeleld KadecTBa 9
TYPUCTHYECKHUX YCIYT
Hroro 39




lNMpakTnyeckoe 3aHaTne 1.TepMnHosiornsi ynpaBJ/iIeHUs1 Ka4eCTBOM

ArperaTnpOBaHne — METOA KOHCTPYUPOBAHUA 1 IKCILITyaTalluu H3)IeJ'IPII7[, OCHOBaHHBIN Ha (byHKIlHOHaJ'II:HOﬁ n
I‘eOMeTpPI‘-IeCKOﬁ B3aUMO3aMCHACMOCTHU UX OCHOBHBIX Y3JIOB U arperaTos.

Axkpenuranust (Jadopatopuu) — opUIMAIBHOE NMPU3HAHUE TOTO, YTO HCIBITATENbHAs J1adopaTopusl MpaBOMOYHA
OCYILECTBJISATh KOHKPETHBIE UCTIBITAHUS WJIN KOHKPETHBIE TUITBI UCTIBITAHUH.

AKKpeIUTOBaHHAs J1a00PaTOPHsI — UCTIBITATENbHAS Ta00paTOPHs, MPOLIEAIIast aKKPEAUTALIHIO.

Bpak — 310 nedexTHas eAMHALA IPOLYKINH, T. €. IPOIYKIHS, IMEIONast XOTS ObI OUH AS(DEKT.

Jexyiapanust 0 COOTBEeTCTBHM — ICKJIApaIys IIOCTABIINKA O TOM. YTO NMPOAYKIHS, IPOLECC MIN yCIyTa
COOTBETCTBYIOT KOHKPETHOMY CTaHAAPTY WM IPYrOMYy HOPMaTUBHOMY JIOKYMEHTY.

JedexT — Kak10e OTAEIbHOE HECOOTBETCTBHE MPOAYKIINU TPEOOBAaHUAM, YCTAHOBICHHBIM HOPMAaTHBHO-
TEXHUYECKOH TOKyMEeHTaIueil.

3asBuTenb (B 00MacTH cepTU(UKAIUKM) — JIUI0, KOTOpOe oOpalmacTcs ¢ 3asBKOW Ha TOJydeHHe cepTudukata o
KOMIIETCHTHOCTH OpTaHa 1o cepTU(UKAIIH.

3Hak cooTBercTBUSA (I cepTU(UKAIMK) — 3ANIUIICHHBI B YCTAHOBICHHOM TMOPSIKE 3HAK, MPUMCHSIEMBIA WIN
BLII[aHHbIﬁ B COOTBCTCTBHUU C MpaBUJIaMU CHUCTEMbI CepTI/I(bI/IKaHI/II/I, yKaSLIBaIOIlIHﬁ, YTO JdaHHasA OpOAYKOHA, MPOUECC WU
ycayra COOTBETCTBYET KOHKPETHOMY CTaHAAPTy HIIH APYroMy HOPMAaTUBHOMY JOKYMEHTY.

HcnbiTaHne — TEXHUYECKAs! OIepalus, 3aKI0YA0IIAsACs B YCTAHOBICHUH OJHOW MM HECKOJBKUX XapaKTEPUCTHK
JTAHHOU MPOAYKIIMH, MPOLIECCA HIIH YCIYTH B COOTBETCTBUH C YCTAHOBIICHHO MPOLIETypPO.

HcnbiTaTebHast JadopaTopusi — 1adopaTopusi, KOTOpast IPOBOJUT UCTIBITAHUS.

KayecTBO — COBOKYITHOCTh CBOMCTB M XapakTepHCTHK MPOAYKIHMH, KOTOPbIe MPUAAIOT €l CHOCOOHOCTh
YIOBIETBOPSITH O0YCIIOBJICHHBIE WITH MPEATOIaraeMbie MOTPEOHOCTH.

Kpanumerpust — Hayka 0 criocobax u3MepeHHs U KBaTH()HUKAIMK ToKa3aTesieil KauecTna.

Kontponupywomuii opran (uis cepTUpHUKANMKA) — Oprad, OCYIICCTBISIONIMN [0 TOPYYCHHIO OpraHa Io
cepTu(UKAIMN HHCTIEKTHPYIOMIYIO AESTEbHOCTS.

KoHTpoas — 310 npoiiecc onpeaeacHus 1 OICHKH HHPOPMAITUH 00 OTKIIOHEHUSIX ACUCTBUTEIBHBIX 3HAUCHHIA OT
3aJaHHbIX WJIM UX COBNAACHUUN U PE3YJIbTaTaX aHaJIn3a.

Jiunensusi (st ceprudukaimu) (CepTUPHUKANMOHHAS JIUICH3MS) — JAOKYMEHT H3JaHHBI B COOTBETCTBHU C
MIPaBUJIAMA CHUCTEMBI CEPTU(PHUKAINH, TOCPEICTBOM KOTOPOTO OPraH Mo CepTH(UKAIUN HAAENSET JIUIO WIN OpraH IPaBOM
HCTIONB30BaTh CePTH(UKATHI WM 3HAKA COOTBETCTBHS U CBOCH MPOMYKIMH, MPOIECCOB WM YCIYT COTJIACHO IPaBHIIAM
COOTBETCTBYIOIIECH CHCTEMBI CEPTUDIKAIIHH.

MeHeq:KMeHT — CKOOPAWHUPOBAHHAS ICATEIFHOCTH 10 PYKOBOJICTBY M YIIPABICHUIO OPTaHU3AIHEH.

MeHEZ[)KMeHT Ka4dyeCcTBa — CKOOpAWHHUPOBaHHAA ACATCIBHOCTD 110 PYKOBOJICTBY M YIIPABJICHUIO opraHmauHeﬁ
MNPUMEHUTEIIBHO K Ka4C€CTBY.

MexaHu3M ynpaBJieHHsl KA4ecTBOM IPOIYKIIUH MPEJCTABIsAET cO00M COBOKYITHOCTh B3aUMOCBA3aHHBIX OOBEKTOB 1
CyOBEKTOB YIPaBJICHHUS, HCIIOIB3YEMbIX IPUHIIUIIOB, METOZO0B U (DYHKIMH yIpaBIeHUs HA PAa3IMYHBIX TaNax KHU3HEHHOTO
LUKJIa IPOAYKINH U YPOBHSX yIPABICHUS Ka4ECTBOM.

MotuB (111 moOy>kKAEHNE) — CTPEMIICHUE YAOBIETBOPUTH OTIPE/IeIIeHHBIE TIOTPEOHOCTH U HYKIBI.

MoTtuBauus nepconasa (B yrpasJieHHH KaueCTBOM) — OOYk/JieHne paOOTHUKOB K aKTHBHOM JIESITEIBHOCTH MO
obecrnieueHnI0 TpeOyeMoro KadecTBa MPOIyKIIHH.

MeTox HCIBITAHUS — YCTAHOBJICHHBIC TEXHIUYECKUE ITPABHIIA IPOBEACHUS HCITBITAHHA.

Hape:xHOCTH — COOMpATEIbHBIA TEPMUH UCTIOIB3yEMBIN JIJISI OMHCAHUS XapaKTEPUCTUKH TOTOBHOCTH U BITHSIONINX HA
Hee (pakTopoB: 6E30TKA3HOCTH PEMOHTOIIPUTOTHOCTH U 00CCIICYCHHOCTH TEXHUIECKOTO O0CTYKHBAHUS M PEMOHTA.

Hanmzop 3a kauecTBOM — HEPEPHIBHOE HAOIIOICHHE U TIPOBEPKA COCTOSIHUS 00BEKTA, a TAKIKE aHAIH3 MPOTOKOJIOB C
LEJIBI0 YCTAaHOBJICHHBIC TOTO, YTO YCTAHOBJICHHBIC TPESOOBAHHMS BBIITOTHSIIOTCS.

Hopma — nonosxeHue, ycTaHaBIMBAIOIIEE KOJHMYCCTBEHHBIC MITH KAYECTBCHHBIC KPUTEPUH, KOTOPBIE TOJDKHEI OBITh
YIIOBJICTBOPEHBI.

HopmaTuBHBIiI JAOKYMEHT — [IOKyMEHT, YCTAHABJIMBAIOLIUMN MpPaBWIA, PYKOBOASIIME IPUHLMIIBI HIH
XapaKTEPUCTUKU Pa3JIMYHbIX BUJIOB AEITEIbHOCTU WIH UX PE3YJIbTATOB.
IIpumeuyanus

1. TepmuH "HOPMATHBHBIM JOKYMEHT' SBJISIETCS OOIIMM TEPMHUHOM JJIsl TaKMX IOKYMEHTOB, KaK CTaHIAPTEHI,
TEXHUYECKHE YCIOBUS, CBOJIbI IPABUI U PErIaMEHTHI.

2. IToxg 1OKyMEHTOM ciieyeT MOHUMATh JII000H HOCHuTE b HH(OpMAaLUY, 3aIIMCAHHON B HEM MIIM Ha €T0 TIOBEPXHOCTH.

TepmuHbl, 0003HAYAIOIINE Pa3JIMYHbIE BUIBI HOPMATUBHBIX JOKYMEHTOB, ONPENEISIOTCS B JAIbHEHIIEM HCXOMAs U3
TOT0, 4YTO JOKYMEHT U €r0 COJEepKaHUE pacCMaTPUBAIOTCS KaK €JUHOE LIEIO0€.



OfecnieyeHne KadecTBa — COBOKYIHOCTh IUIAHMPYEMBIX M CHCTEMAaTHUECKHX OCYLIECTBISIEMBIX IIPOLIECCOB,
MpOLEAyp, ONepanuii M OTACIBHBIX MEPONPUATHH HEOOXOOMMBIX U CO3JAHHMA B TOM, YTO MPOAYKLHS YIOBICTBOPSET
OTIpEICTICHHBIM TPEOOBAHUSIM K KaueCTBY.

Opran no akkpenuTanuu (Jadoparopuii) — opraH, KOTOPBIH YIpaBIIeT CUCTEMOW aKKpeOUTAIlUH JTabopaTopuid U
MIPOBOANT AKKPEIUTALIHIO.

Opras no cepTuUKANNN — OPTaH, IPOBOIAMINHN CEPTHHUKAIINIO COOTBETCTBHS.

OneHka ypoBHs KayecTBa NPOAYKIMH — COBOKYITHOCTH ONEpPAaINi, BKIFOUAIONast BBIOOP HOMEHKIIATYPHI
NoKazaTeJiell KauecTBa OLIEHUBAEMOH MTPOLYKIMH U OIpeiesIeHIe 3HaYeHU I ATUX MOKa3aTesel Py OLEHKE KauecTBa
MIPOTYKIIUH.

HapaMeTpnllecxaﬂ CTaHJapTU3alusd OCHOBAaHa Ha YIIOPAAOYCHUN 00BEKTOB CTaHAapTU3aluu IMpyu NOMOIIH
COCTAaBJICHUSA MMaPaMCTPUICCKUX PANOB XapaKTCPUCTUK NPOAYKIHHU, ITPOLICCCOB, KJ'IaCCI/I(bI/IKaTopOB " T.II.

Iersnst kavecTBa (CnMpaib KadecTBa) — KOHLENTyaJbHas MOJENb B3aWMO3aBHCHUMBIX BHJIOB JAEATEIBHOCTH,
BIMSIOIINX HAa KAYECTBO HA PA3MUYHBIX CTAANAX OT OMPENEICHNUS MOTPEOHOCTEH 10 OLIEHKHU UX yJOBIETBOPEHHUS.

IMocTaBmMK — CTOpOHA, HECYIIas OTBETCTBEHHOCTh 3@ MPOAYKIMIO, MNPOIECC WM YCIyry, M CIOCOOHAas
MIPOJIEMOHCTPUPOBATh CIIOM BO3MOXHOCTH IO OOECIICUCHHIO KadeCTBAa. JTO OMPENCICHUH NPUMEHHMO K H3TOTOBHUTEISIM,
ONTOBUKAaM, IMIOPTEPaM, MOHTAXKHBIM OPTaHU3aLUsIM, CIyXK0aM cepBHca H T. 1.

HoTpeduTesb — NoIy4YaTENs NPOAYKLNHU "TIPEAOCTABISIEMON" OCTABIINKOM.

ITpoBepka (JrabopaToprn) Ha Ka4eCcTBO NPOBEICHHS HCIIBITAHNI — YCTaHOBJIEHHE CIIOCOOHOCTH JTaHHOH JlabopaTtopuu
MIPOBO/INTH UCIIBITAHMUS TIOCPEICTBOM MEXJIa00PaTOPHBIX CPABHUTEIBHBIX UCTIBITAHUH.

IIporpamma kavecTBa — JOKYMEHTA, pEriIaMEeHTHPYIONIUI KOHKPETHBIE MEphI B 00JIACTH KadecTBa, paclpeesieHIe
PECYPCOB U MOCIIEN0BATEIbHOCT ACUCTBUMA, OTHOCSIIUXCS K KOHKPETHOM IIPOAYKLIUU.

IIpoTokoa McNBITAHNT — JOKYMEHT, COJCPIKAILUIA PE3yNIbTaThl UCIIBITAHUN U APYTYIO HHGOPMAIMIO, OTHOCSILYIOCS
K UCTIBITAHUSAM.

IInanupoBaHne KayecTBA — YaCTh MCHE/PKMEHTA KauecTBa, HAlIPaBJICHHAs HAa yCTaHOBJICHUE IIeJiel B 001acTH
Ka4ecTBa M ONpEEIIoNnas HE0OX0ANMBIE ONEPAIIMOHHBIE TPOIECCH JKM3HEHHOTO IIUKJIa ITPOIYKINH U COOTBETCTBYIOIIHE
pecypchl ISl TOCTHXKEHUS Liesied B 00J1acTH KauecTBa

IMonTHKa B 06J1aCTH KayecTBA — 00IIMEe HAMEPEHHS U HalpaBJICHUS JIESITEIbHOCTH OpPTraHn3aliy B 001acTn
Ka4ecTBa, 0(HINAIBHO C(HOPMYITUPOBAHHBIE BBICIIUM PYKOBOJICTBOM.

HpaBI/IJIa — JOKYMCHT, y(ITaHaBJ'II/IBa]OH.[I/Iﬁ 00s13aTeIbHEIE JUBT IPUMEHCHUS OPraHUu3allUOHHO-TEXHUYCCKUC U (I/IJ'II/I)
O6H.ICT6XHI/I‘IGCKI/I€ MOJIOKCHU S, TOPAAKHN, METOAbI BBIIIOJIHCHUSA pa60T.

PeBu3ust (mpoBepka) — MpoBepKa, OCyIIecTBIsIeMas KOHTPOJIEPOM, KOTOpast JOJDKHA COOTBETCTBOBATH COJIEPIKAHUIO
KapThl KOHTPOJISL.

PernaMeHT — TOKyMEHT, COJep KAl 00s3aTe/IbHbBIE TIPAaBOBBIE HOPMBI U IPUHATHIA OPTaHOM BIACTH.

PexkoMeHaanum — TOKyMEHT, COAEpPKAIIUNA JOOPOBONBHBIE JJI1 IPUMEHEHHS OPTaHU3allMOHHO-TEXHUYECKUE U
(umu) oO1IeTEXHUYECKUE TTO0KEHUS, TIOPSIKH, METO/IbI BBIOIHEHHS paboT.

CamonpoBepka (CaMOKOHTPO.Ib) — IIEPCOHAIBHAS TIPOBEPKA ¥ KOHTPOJIb OTIEPATOPOM C TPUMEHEHHEM METO/IOB,
YCTaHOBJICHHBIX TEXHOJIOTHUECKOI KapTOH Ha OTEpAIIHIO, a TAKXKE C HCIOIBb30BAaHUEM TIPElyCMOTPEHHBIX H3MEPUTEIBHBIX
CPEZACTB ¢ COOIO/ICHNEM 331aHHOH MEPHOANIHOCTH POBEPKH.

CBoIiCTBOM Ha3bIBaeTCSI 00BEKTHBHAS CIIOCOOHOCTH MPOAYKIIUH, KOTOpasA MOXKCT IMMPOSABIATLCA IIPU €€ CO31aHNHU,
SKCIUTyaTalluu U HO'I‘pe6J'I€HI/II/I.

CepTudukar cOOTBETCTBHS — JIOKYMEHT, W3IaHHBI B COOTBETCTBHM C NpaBHJIaMU CHCTEMBI CEpTHU(HKAIHH,
YKa3bIBAIOIINH, YTO oOecrednBaeTcsi HeOOXOIuMas YBEpEHHOCTh B TOM, YTO JOJDKHBIM 00pa3oM HIACHTH(HUIMPOBAHHASL
MIPOAYKITHS, IPOIIECC MU YCIIyTa COOTBETCTBYET KOHKPETHOMY CTaHIAPTy WIH JPYrOMY HOPMaTHBHOMY JOKYMEHTY.

Cepruduxanus — IESTETHHOCTh 10 TMOATBEPKACHHIO COOTBETCTBHSA MHPOAYKIIMH OINpPENENCHHBIM CTaHAAPTaM M
TEXHUYECKUM YCJIOBUSAM M BBIJaUa JJOKYMEHTOB, IIOATBEPKAAIONINX 3TO COOTBETCTBHE.

CepTuduKanus cOOTBETCTBUS — ICHCTBUE TPEThEH CTOPOHHI, TOKa3bIBAIOIIEe, YTO oOecreynBaeTcsi HeoOXoammas
YBEPEHHOCTh B TOM, 9YTO JOJDKHBIM 00pa3oM HACHTU(HUIHMPOBAHHAS MPOAYKIUSA, IMPOIECC WM YCIyra COOTBETCTBYET
KOHKPETHOMY CTaHJapTy WIX APYrOMY HOPMATUBHOMY JOKYMEHTY.

Ceprudukanus NpoayKIHH — IPOLECC, B PE3YJIbTaTe KOTOPOr0 TOCYAapPCTBO COBMECTHO C MMPOU3BOAUTENEM
obecrieunBaeT MOTPEOUTEIIO 3alUTy ero NpaB Ha MPHOOpETeHUE NPOIYKINH ¢ AekaapupoBaHHbiMu B [OCTax n
HOPMaTHBHO-TEXHUYECKON IOKYMEHTAIMH TI0Ka3aTeIsIMU Ka4eCcTBa U HA 0O BEKTUBHYIO HH(POPMAIHUIO 00 3TOH NPOIYKIIUH.

CI/IMHJIl/I(l)PIKaHHH — I[Mpo1ecC NpOCTOro COKpaIlCHUd KOJINYECTBA TUIIOB WU APYTHUX pa3HOBI/I,HHOCTGI71 I/IS,HGJ'II/Iﬁ a0
KOJINYCCTBA, TCXHUYCCKHN U DKOHOMHYCCKH HCO6XOZ[I/IMOI‘O oI YOIOBICTBOPECHUSA HOTpC6HOCTeI>'I.

Cucrema — COBOKYITHOCTH B3AaMMOCBS3aHHBIX U BBaHMOﬂeﬁCTBymmHX OJICMCHTOB.

Cucrema akkpenuTanuu (Jaboparopuil) — CHUCTeMa, pacIojiararoiias COOCTBEHHBIMU TpaBUJIAMH TPOIEAYPHl H
YIPaBICHUS ISl OCYIIECTBICHUS aKKPEIUTAIIMU J1ab0opaTOpHid.
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CucreMa Ka4ecTBa — COBOKYITHOCTb OPraHU3ALMOHHON CTPYKTYpBI, PACHpEAeNeHHs OTBETCTBEHHOCTH, MPOLIECCOB,
MPOLEAYP U PECYPCOB, 00ECIIEUNBAIOIIAS OCYILECTBIEHHE OOIIETO PyKOBOCTBA KAYECTBOM.

Cucrema obecneyenusi kadecrBa (COK) mommepxuBaeT TpeOyemblii YpOBEHb KadecTBa MPH ONTHMAIBHBIX
3aTpaTax, 3((GEKTHBHO HCHOIB3Ysl TEXHHUYECKHE HYETOBCUECKHE W MAaTepHAIbHBIE PECYpChl IPEANPHATHSA, CO3/AaBas
YBEPEHHOCTH HOTPEOUTENSA B TONyICHUH NPOIYKIUH TPeOyeMOro KadecTna.

Cucrema cepTH(PMKAIUH — CHCTEMA, PAcIOaramias cOOCTBEHHBIMU NPaBUIAMHU HPOLEIYPHl U YIPABICHUS IS
npoBeaeHus CepTH(HUKAINN COOTBETCTBHSI.

Cucrema «IXKHUT» (just in time — mpou3BOACTBO TOYHO B CPOK) — KOMIUICKC YIPABICHUCCKUX ACHCTBUI
OpPHEHTHPOBAHHBIN Ha HOJIb 3a11aCOB, HOJIb OTKa30B, HOJb 1e(EeKTOB.

Cucrema KOHTPOJIAA Ka4YeCTBa NMPOAYKIIUU MIPEACTABIIACT coboit COBOKYINHOCTb B3aUMOCBSA3aHHBIX O00BEKTOB U
Cy6’BeKTOB KOHTPOJIA, UCTIOJIb3YEMbIX BUAOB, MCTOJOB U CPECICTB OLICHKU Ka4CCTBa U3JICIUN U HpO(i)I/IJ'IaKTI/IKI/I 6pa1<a Ha
PAa3JUYHBIX 3TallaX ) XU3HCHHOT'O IIUKJIa TPOAYKIIUU U YPOBHAX YIPABJICHUA Ka4YC€CTBOM.

Cucrema MEHEIKMEHTA KaueCTBa — CUCTEMA MEHE/DKMEHTA AJI1 PYKOBOJICTBA U YIIPABJICHUA opraHmauHeﬁ
TIPUMEHUTEIBHO K Ka4€CTBY.

Cucrema cepTuuKalMH — COBOKYITHOCTD YIaCTHUKOB CEPTH(UKAIINH, OCYIIECTBIISIOMNX CEPTUPHUKALIIH IO
IpaBUJIaM, YCTAHOBJICHHBIM B 3TOH CHCTEME.

Cucrema cepruduKanuy 0HOPOIHOI MPOAYKIUHU — CHCTEMA CePTU(GHKAIINN, OTHOCAIIASCS K ONPEACICHHOM
TpyIIe TPOAYKIHMH, Ul KOTOPOI MPUMEHSIOTCS OJJHU M T€ )K€ KOHKPETHbIE CTaHAAPTHl M PaBHJiIa U Ta K€ MpoLeaypa.

Cnoco6 (popma, cxema) cepTHPHKANMHA — ONIPEICICHHAS COBOKYITHOCTh ACHCTBHIA, O(DUIIHATBFHO TIPUHIMAaEMast
(ycraHaBiMBaeMas) B KaUeCTBE JI0Ka3aTeIbCTBA COOTBETCTBUS MTPOAYKINH 33aJJaHHBIM TPpeOOBaHUAM (Jlasiee — cxema
cepTu(dUKaLNN).

CTraHaapT — JOKyMEHT, pa3pa0OTaHHbIM Ha OCHOBE KOHCEHCYCA U YTBEP)KJICHHBIM MPU3HAHHBIM OPIaHOM, B KOTOPOM
YCTaHABJIMBAIOTCS LIl BCEOOIIEro 1 MHOTOKPATHOTO MCIIOJIb30BAaHUs MPaBUIa, PYKOBOJISIIUE NPUHIUIBI U XapaKTePUCTUKH
pa3JIMYHbIX BUAOB ACATCIBHOCTU WM HUX PE3YyJIbTAaTOB U KOTOpLII7I HanpaBJICH Ha AJOCTHKCHUEC ONTUMAJbHON CTENEeHHU
YIIOPSAOYCHHUS B OTIPEEIICHHON 00IaCTH.

Ipumeuanue

CraHzapTel TODKHBI OBITh OCHOBaHBI Ha OOOOIIEHHBIX PE3yNabTaTaxX HAYKH, TEXHUKH M NPAKTHYECKOTO ONbITA U
HalpasJIeHb! HA JOCTM)KEHHE ONTUMAIILHOM MOJB3bI IS 00IIeCTBa.

TexHu4ecKnii KOHTPOJIb — IPOBEPKA COOTBETCTBHUS 00BbEKTa YCTAHOBJICHHBIM TEXHUYECKUM TPEOOBAHHSM.

TexHnyeckuii perjiaMeHT — perJIaMeHT, COJIEpPKaINi TEXHUIECKre TpeOOBaHMs MO0 HEMTOCPEACTBEHHO, JIMO0 ITyTeM
CCBUIKHM Ha CTAHAAPThI, TEXHUYECKUE YCIOBHUS UM KOJEKC YCTAHOBUBILICHCS IIPAKTHKH, JIMOO ITyTeM BKJIFOUCHHUS B CEOSI
COZIep KaHUs ITHX JOKYMEHTOB.

TexHuueckuid YPOBEHD NPOAYKIHUHU — OTHOCUTCIIbHAA XapaKTCPUCTHUKA Ka4€CTBa MPOAYKIIUHA.

Yaydmenue KayecTBa — 4aCTh MEHEDKMEHTA Ka4eCTBa, HAlIPaBJICHHAS! HA YBEJIIMUEHHUE CIIOCOOHOCTH BBIIIOJIHUTh
TpeOOBaHNUS K KaUeCTBY.

YHﬂ(l)MKaHPlﬂ - HCﬁCTBHﬂ, HaIlpaBJICHHBIC HAa CBEJACHUC K TCXHUYCCKHU U SKOHOMUYCCKHU O6OCHOBaHHOMy
palMOHAJIbHOMY MUHUMYMY HCONIPABAAHHOTO MHOFOO6pa3I/I$[ Pa3INIHbIX PI3,Z[€J'IHI71, neTaneﬁ, Y3J0B, TEXHOJOTHUYCCKUX
mponeccoB U JOKyMCHTAlUH.

analmelme Ka4e€CTBOM — 4aCTb MCHCIPKMECHTA Ka4€CTBa, HalIpaBJICHHAA Ha BBIIIOJTHCHUE T‘p€60BaHI/Iﬁ K Ka4y€eCTBY,
METOABI U BUBI ACATCIIBHOCTU OIICPATUBHOT'O XapaKTepa, UCIIOJIb3YEMbIC JJIS1 BBIITOJHCHUA Tpe60BaHPII>1 K Ka4€CTBY.

analmelme Ka4e€CTBOM NMPOAYKIMH — ﬂCﬁCTBHﬂ, OCYIHICCTBIACMBIC IPHU CO3JIaHUU, SKCIUTYyaTalluu U1
HOTpe6J'IeHI/H/I MMPOAYKIIUHN B LIEIAX YCTAHOBJICHUA, obecneueHus 1 MOAACPKAHUA HGO6X0}1HMOF0 YPOBHA €€ Ka4€CTBa.

YpoBeHb KauecTBa NPOJYKLUMH - OTHOCHUTEIbHAS XapaKTePUCTHKA, OCHOBAaHHAs HAa COMOCTAaBJICHUH 3HAYCHUH
MOKa3aTesiel, XapaKTepU3yOIUX TEXHUIECKOE U ICTETHKO-3PTOHOMHYECKOE COBEPIIEHCTBO KOMIUIEKCHBIX TTOKa3aTenei
HA/ICKHOCTH ¥ 0€30ITaCHOCTH HCIOIh30BAHMUS OI[CHHBAEMON TPOTYKIIHH.

Ilesiu B 06,1aCTH Ka4ecTBA — TO, Y€r0 JOOMBAIOTCS MIIM K YeMY CTPEMSITCS B 00IacTH KauecTna.

Ha mnocnenyrommx mnpakTHYeCKUX 3aHATUAX OydeT paccMaTpHUBATHCS NPUMEpP MEHEKMEHTa
KAauecTBA HA MPEANPUITHI



NpakTnyeckoe 3aHATHe 2. BBegeHne B cucremy yripaBJ/iI€HUs
Ka4yecTBOM

(namamia 011 compyoOHUKO8 NPEOnPUAMuUs)

Ha npennpustuu pa3paboTaHa W BHEJpEHA CUCTEMa YIPABICHUS KauyeCTBOM, B
COOTBETCTBHHM ¢ TpeOoBaHUsIMH MexyHapoaHoro cranaapra [ISO 9001:2000 (ACTY ISO
9001-2001), koTopas mpexycMaTpUBAET OPTraHU3AIIIO0 KOHTPOJIS 3a OM3HEC - MPOIIeCCaMH,
MPOUCXOSIIMMHU HA TPEANPUATAN U OMPEEISIONIMMH KaueCTBO MPOIYKIIUH.

B pamkax pa3paboTku CUCTEMBI yIIpaBICHUs KAUeCTBOM Ha MPEANPHUSITHH:

® pa3pabOTaHO U YTBEPKACHO PYKOBOACTBO MO KAaYeCTBY W IMOJUTHKA B 00JIACTH
KauecTBa,

® YTBEPXKJIECHbI U BHEAPEHbI B IMPOU3BOJCTBO MPOLETYpPbl CUCTEMbI YIPABICHUS
KauyeCTBOM,;

e Bce paboune MecTa Ha IPOU3BOJICTBE OCHAIICHBI TEXHOJOTHIECKUMU KapTaMu;

e pa3pabOTaHbl U YTBEP)KICHBbl TEXHOJOTMYECKHE IPOLECChl IJs BCEX OSTaIoOB
IPOU3BOICTBA;

e pa3paboTaHbl paboyue HHCTPYKIMH, BBIIOJHEHUE KOTOPBIX OOecreuynBaeT
3 PeKTUBHYIO peann3aluio TEXHOJOTUUYECKUX TIPOIIECCOB,;

e Ha 06aze OTK co3maH MexaHW3M OCYIIECTBIEHUS BXOJHOTO, BBIXOJHOTO H
TEKYIIETO MPOU3BOICTBEHHOTO KOHTPOJIS;

e BHEJIpEHA IMpaKTUKa MPOXOXKIACHUS 3aKa3a C COMPOBOIUTEIBHBIM JIUCTOM U
nacropTamu onepanui, odecrneynBaroias NpoBeAeHUE OONEPalMOHHOIO KOHTPOJIS
KayecTBa U MPO3PavyHOCTh MPOLECCOB KOHTPOJISI KAUeCTBa;

® Ha IPOU3BOJCTBE MOBCEMECTHO BEAYTCS JKypHaJbl MPOXOKICHUS Olepanuil Ha
pabounx MecTax;

e BHEJpPEHA MPaKTUKa MEPCIEKTUBHOTO TUIAHWPOBAHUS YIIPABJICHUS MPOIIECCAMH,
o0ecreunBaIUMU Ka4eCTBO KOHEYHON MPOAYKLIUH.

C wmenplo obOecrieyeHUs] MaKCHUMaJbHO BBICOKMX IIOKa3aTelled KauecTBa
BBIMTYCKAaeMOMN MPOAYKIIMH, HA MPEANPUITUA pa3pabOTaHbl U BHEAPEHBI B MPOU3BOJICTBO
TEXHOJOTMYECKHE TMPOLECChl, BBIMOJIHEHHE KOTOPBIX OOECHEeUMBAET MPOTHO3UPYEMO
BBICOKOE KayeCTBO MPOIYKIIHH.

C 2008 roma Kowmmanusi «I[lynkuH # CBIHOBBS» OBUIO CEPTUPHUITMPOBAHO
MEXIYHApOAHBIMH ¥ HAIMOHANBHBIMA OpraHaMd M0 CepTUPUKANMKA W TOJIydusa
COOTBETCTBYIOIINE CEPTUDUKATHI.

JIOKyMEHTaIsl CHUCTEMBbl YIPABJICHUS KA4eCTBOM TMPEANPHUATHS HAXOIUTCS B
AJIEKTPOHHOM BHJE o aapecy: Internal serverQuality Management System, B OymaxxHOM
BUJIe (OpUTHHAJIBI) B CIIy)KO€ KauecTBa.

B ocHOBe cucTeMbl ympaBieHUS KadyeCTBOM TMPEANPHUATHS JIe)KaT OCHOBHBIC
npuHiunel TQM (BceoOlero ynpaBieHUs] KaueCTBOM), 3aJI0KEHHbIE B MEXAYHAPOIHOM
cragaapre [ISO 9000:2000 m koTOpble NPOBO3IJIALIEHBl B IOJUTHUKE 10 KAadyeCTBY
MIPEATNPUSITHSL.



IMoauTHKa B 00/1aCTH KaUyecTBa KOMIIAHUHU

Komnanus «IIynkvH U CBIHOBBS» OCHOBHOKO MHCCHUEN CBOEH JESTEIbHOCTU CTABUT
BOIIPOC TMOJYYEHUE CTAOWIBHBIX NPHObUIEH IMyTeM HauOOJIBIIErO YAOBJIETBOPEHUS
TpeOOBAHUI M 0KUAAHUIN 3aMHTEPECOBAHHBIX CTOPOH.
JInst TOCTHXKEHUS CBOE MUCCHM MBI OIIPEACIUIN TaKUE LIEIIH:
® TIOBBICUTH KYJIbTYpPY TMOTpeOJICHUS HaleH MNPOAYKIMH IyTEM MPOBEICHUS
Pa3bICHUTENILHOM paboThl cpeau TNoTpeduTenei (KOH(PEpeHINH, Mpe3eHTAIuH,
KpYTJIbI€ CTOMBI, MyOJIUKAIMK, PAJAKO U TeJeTepeayu U T.11.);

® YCOBEpILIECHCTBOBATh CYIIECTBYIOIIME M pa3paboTaTb W BHEAPUTH HOBBIE
METOOUKHN KOHTPOJSI KayecTBa Ha CTaAUSAX IMPOEKTHUPOBAHUS, IPOU3BOJACTBA H
MIOCTaBKH;

® 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 ctanaaptoB SA 8000, OHSAS
18001;

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

e 00ecneuynTh KOHTPOJIb BJIMSHUS KOMIIAHMM Ha OKPYXAIOLIYI Cpeay IyTeM
BHeApeHus 10 koHua 2003 roga mexaynapoanoro crangapra [SO 14001.

JUIst 3TOr0 MBI HCIIOJIB3YEM B CBOEH AEATENBHOCTH CIAEAYIOIINE IPUHLUIIBL:

1. OpuenTaruu Ha MOTPEOUTEIIA.

2. SICHOTO M YETKOro OIpeneseHUe 3aJaHuil U CTPATErnYeCcKOro MiIaHUPOBAHUS CO

CTOpPOHBI PYKOBOJICTBA.

3. IlpuBneueHus Bcero nepcoHana sl JOCTUKEHUS TSI MpepusiTHsI.

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

5. IlpuMeHeHHsI CUCTEMHOTO MOAX0/a K YIPABICHHUIO POLECCAMHU.

6. ITocTOSSHHOTO COBEPIIIEHCTBOBAHUS TEXHOJOTUHU MPOU3BOJCTBA, 000PYIOBaHUS,

aCCOPTUMEHTA MPOIYKIUH, ONBITA IEPCOHAIIA U JIOMOJIHUTEIbHBIX YCIIYT.

7. Tlogxona K MpUHATHUIO PEIIEHU Ha OCHOBE (DaKTOB.

8. B3anMOBBIFOJIHOTO COTPYAHUYECTBA C MOCTABUIUKAMH.

Bce coTpyIHHMKM KOMIAHUM TOHUMAIOT, 4YTO OJIArOCOCTOSIHUE KOMITAHMM, a
CJIEIOBATENBHO U MX 0JIarOCOCTOSIHUE 3aBUCHUT OT JIMYHOIO BKJIAJIa KaXKJI0TO COTPYIHHUKA.
Ham neBu3: «OT coBeplieHCTBa HAIEH MTPOIYKIIMU K COBEPILICHCTBY HAIICH YKU3HI.



lMpakTn4yeckoe 3aHsaTne 3. lpnHUNNbI Me>xayHapoaHOro
craHgaprta ISO 9000:2000

Opuenranus (pokyc) Ha MOTpeOUTENST — HALICJICHHOCTh HA MHTEPECHI TOTPEeOUTENS,
B TOM UYHCJE OLEHKAa €ro YJIOBIETBOPEHHOCTU. OpraHus3anus 3aBUCUT OT CBOMX
moTpeOuTeNeH, MOATOMY JOJDKHA IMOHMMAaTh HACTOSIUEe W Oyayliue MoTpeOHOCTH
MOTPEOUTENS, BBIIOIHATH €r0 TPeOOBAaHUSA U CTPEMUTHCS IPEB3OMTHU €r0 0KHJIaHHUS.

Hwxe npuBeeHsl 3Tanbl padoThl KOMIAHUU IO KAYECTBY.

1. Cayxba MapkeTMHTa KOMIIAHHHM ONpeaenuia TpeOOoBaHUA TOTpeOUTENsT K
MPOAYKIIUHU.

2. TexHOJOTUYECKHM OTAEIN pa3paboTai MpOeKT MPOIYKIIUH.

3. Ilpou3BoJaCTBEHHBIN OT/IE] U3TOTOBUI MPOAYKIIHIO.

4. Ciyxba cObITa yrmakoBaia 1 JOCTaBUIa MPOAYKIIHIO TOTPEOUTENIO.

5. Ilorpeburens cobpan u UCTIBITAT MPOAYKITHIO.

OT0 NOTpeOUTENb 05KUIAN MTOJIYUUTh 3a Ty ke 1eHy. Ha puc.2 npusenén npumep.

«HaMm coBeplIeHHO HEAOCTAaTOYHO HMETh MOTPEOUTENsA, KOTOPBIM MPOCTO
yaoBieTBOpeH. HeynoBieTBOpeHHBI MNOTpeOUTENh, KOHEYHO, yiaeT oT Hac. Ho, k
COKAJICHUIO, YAOBJIETBOPEHHBIM MOTPEOUTENIb TAKXKE MOXKET YWTH, IoJyiaras, 4YTo OH He
MHOTO MOTEPSIET, a 3aTO MOXET HpHoOpecTH uro-To Jyuimee. [IpuObuis B OuzHece
MPUXOAUT OT IMOCTOSHHBIX MOKYIAaTesel, MoTpeOuTeNeld, KOTOPhle XBAaCTAIOTCS BalllUM
MPOJIYKTOM HJIU YCIYTOW W KOTOPBIC MPUBOJIAT K BaM CBOUX Apy3ei». ( DmBapiac JemuHr
«BbIxox u3 kpusucay).

«ITepBbIit mpuHIUIT oOecrieueHUs: kadyecTBa: KauecTBO HaUMHAETCS C YCIAXKICHUS
notpedurensy. Ilorpedurens J0MKEH NOMYYUTh TO, YTO OH XOYET, KOT/la OH 3TOTO XO4YeT
U B TOM (opMe, B Kakoil OH 3Toro xouer. KommaHusi JODKHA CTPEMUTHCS HE TOJBKO
YIOBJIETBOPUTH OKUIAHUS OTpeOUTENst. ITO camoe Majoe, 4To €l He0OXOUMO CJIeNaTh.
KoMnanust A0mKHa CTPEMHUTBCS K TOMY, YTOOBI 3aCTaBUTh MOTPEOUTENST BOCTOPraThes,
NPEIOCTaBIIsAA €My Jaxe OoJblle TOro, YTo OH MOT OXuJaTh. BoT Torja Bamm Gocchl
MOTYT OBITh B 9KCTa3e, COBET AMPEKTOPOB - HA BEepXy OJIaXKEHCTBA, a Ballla KOMIIaHUS —
ctaTh Jerenioil Ha Yomur-Crput. Ho ecnu Bam notpeOutens HE B BOCTOPre — 3HAYMT, BbI
emie He Havanu gocturaTh kadectBa. (Ilutep Ilonrtec, Xupo Xakkebopaa
«I[IpakTHYeCKUi MOAXOI K Ka4eCTBY»)
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Peanuzanus npunnuna «QOpueHTanus Ha MOTPeOUTEIS» B KOMIAHUN

PaboTe1, cBs3anHBIe ¢ TOTpeOuTenssMu (cOOp W aHanmu3 TpeOOBaHWA, aHAIU3
YAOBJIETBOPEHHOCTH NPOAYKUMEH, KOHBIOHKTYpa pbIHKA) BO3IVIABIAIIOTCS  Buie-
MPE3UJEHTOM KOMIIAHWH, KOTOPBIA HEMOCPEACTBEHHO YYAacTBYET B OpraHM3alud U
OPOBEACHUM  PEKJIAMHON  MOJUTUKA NPOAYKUMHU  TNPEANpPUATUS, YYaCTBYeT B
PETMOHAJIBHBIX, HALIMOHAIBHBIX U MEXIYHAPOJIHBIX BHICTABKAX.

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

1. Cayx0a MOHMUTOpPHUHIA YJOBJIETBOPEHHOCTH NOTpEOUTENIEH
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 OOCYXIEHHUE BO BpEMsl IPOU3BOJCTBEHHOI'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 XPAaHATCS B YIIPABICHUH JI€JIaMU U IEPCOHAIIOM.

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 B3aMMOJICHCTBHSI IPEANPUATHS C TOTPEOUTENIMU OLIEHUBAETCS Ha
MPOU3BOACTBEHHBIX COBELIAHUAX (TEKYIIMA aHalW3) M MO WTOraM roja (aHaliu3 co
CTOpPOHBI PYKOBOJICTBA 3(PPEKTUBHOCTU (DYHKIIMOHUPOBAHUS MTPEATPUATHS ).

JIupepctBo. Jlunmepsl (PyKOBOAMTENW OpraHU3alMM) YCTAaHABIMBAIOT €IMHCTBO
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 paboTHHKaM BBITIOJIHATD 1754 paboTy  HAWIYy4LIUM oOpa3zom.
PykoBonuTenu Bcex YpOBHEW JOJKHBI OTBEUaTh HE 3a Tojble HU(pPHI, a 32 KauecTBO.
ViayuiieHue KadyecTBa aBTOMATHYECKH MPUBOAUT K MOBBILIEHUIO MPOU3BOJIUTEIBLHOCTH.
PykoBonuTenu u ynpaBisomue JOHKHBI 00€CTIeUUTh NMPUHATHE HEMEJICHHBIX 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 emuHr («4eTelpHAALATH ITyHKTOBY).

«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 ceOe SIBISAETCA 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 OJIHO U3
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,
IIPpU 3TOM UX HE HYKHO HU «IIOAMAcCIHMBaTh», HU NMoAroHATh. Hamo cosmate cpeny, B
KOTOpOl y pabOOTHUKOB MMEETCS MCTUHHAs 3aMHTEPECOBAHHOCTh B HX pabote, a
MEHEKEPBl MTOMOTal0T XOPOUIO €€ BBIMOJNHATh. M 3TH J1Be BEIM B3aWMHO JOTOIHSIOT
Apyr aApyra: ecnu pabodre 3auHTEpecOBaHbl, TO OHH CTPEMSTCS BBIMIOJHUTH PadOTy
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 BBIIOJIHATH 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).
Peanu3anus npuHuuna «J/Iuaepcreo» B KOMIaHUM

PykoBOACTBO mpeAnpHsITHs ONMpPENeno CBOE OTHOIICHHE, K BOIPOCAM KayecTBa,
BbIpa0OTaB CJEAYIOLIYI0 KOHUENUUI: «OCHOBHOM LENbI0 MPEANpUATHS SBISETCS
NOBbIIEHHE  I(P(EKTUBHOCTH  IMPOU3BOJACTBA, YBEIMYEHHE OOOPOTHBIX  CpEJCTB,
yIIydllleHrue (UHAHCOBOIO COCTOSIHHMSI MPEANPUATHS, TOJy4YeHHE MPUOBLIM 3a CYET
JETaNbHOTO U3yYEHHUS HYX/ MOTpeOUTeNell 1 MaKCUMAJIBHOTO UX YJIOBJIETBOPEHUSD)

PyKkoBOJICTBO MpeAnpUATHS yAEISET 0co00e BHHUMAHHE BOMPOCAM HKECTKOTO KOHTPOJIS
Hanjg CO6JHOIICHI/ICM HOPMATHBHBIX W TCXHOJIOTHYCCKHX Tpe6OBaHHﬁ K IIPOAYKIHH, a TaKXEC
aHaJlM3a pbIHKA CHIpbS M COBITA C METbI0 MAaKCHMAJBHOTO VYAOBIETBOPEHHUS TpeOOBaHUIA
noTpeOouTess. OTO BbBI3BAHO CIEAYIOIMIMMHU OOCTOSTEIBCTBOM: Ha pPbIHKE YKpaWHbl Ha
CCFO,Z[HHI.HHPHZ ACHb CYHICCTBYIOT HCCKOJIBKO HpeﬂHpHHTHﬁ, IIPOU3BOAAIINX AHAJIOTHYHYIO
INpOAYKIUIO, U IIPCAIIPUATUC MOKCT OCTAaBATHCA Ha PBIHKC H PACIIUPATL PBIHOK cOBITa TOIBKO
Onaromapst Ka4ecTBy CBOEH MPOAYKIMHU. Pa3 B HEJE0 1Mol pyKOBOJICTBOM IIEPBOTO 3aMECTUTEILS
npeaceaaTess CoBeTa TUPEKTOPOB, MPOBOTUTCS TMPOM3BOACTBEHHBIC COBCIIAHHS, HA KOTOPBIX
aHATU3UPYIOTCS TEKYIINE PEe3yabTaThl padOThl MPEINPUATHS, KOPPEKTUPYIOTCS TEKYIIUE TIaHBI
pa60T C YUCTOM HM3MCHCHUS CUTYyaAllUW Ha PBIHKC, OrOoBapWBAIOTCA TMCPCIICKTHUBHLIC IINIAHBI, a
TaK¥XE O6CY>K)I&I—OTC$I MCTOABI U CTUJIb PYKOBOACTBA C LCJIBIO IMMOBBIIMICHUA €TO 3(1)(1)€KTI/IBHOCTI/I.
PCH_IGHI/IH, MPUHATBIC TI0O HUTOraM COBCH_IaHI/II\/'I, AOBOJATCS O TNCpCOHANIA MNPCANPHUATHA UYCPE3
PYKOBOAMTENIEH IMOpa3IEICHUN.

[ToMmuMo nexnapanyy CBOEro OTHOILIEHUS K BOIPOCAM KadyecTBa, PYKOBOJACTBO
BBICTYMAET U WHULIMATOPOM BHEJPEHUS COBPEMEHHBIX METOJIOB YIPABIEHUS KaueCTBOM
Ha npeanpusTuu. Tak BbicUM pykoBoACTBOM B 2001 roay ObLIO MPHUHSTO PEIICHUE O
Hayaje paboT 1o pa3paboTKe M BHEJAPEHUIO CHUCTEMbI YIPABJICHUS KaueCTBOM B
COOTBETCTBUHM C TpeOOBaHUSIMH MexayHapoaHoro cranaapra [ISO 9001:2000.

PykoBOACTBO JIMYHO KOHTPOJIMUPYET IOJIOKEHUE JeNl Ha MNPEANPHUSATUH, BKIIOYas
KOHTPOJIb HaJ] IOCTATOYHOCTHIO PECYPCOB AJIsi KAUECTBEHHOTO BHITIOJHEHHSI padoT.

Kaxnpiii cOTpyaHHK 3aBoJa MOXET CBOOOJHO OOpaTutbcs K  JiIoOOMY
PYKOBOJUTEIIO 110 MPOU3BOICTBEHHBIM MJIM JINYHBIM BOIIPOCAM.
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lNMpakrnyeckoe 3aHaTne 4. NpobseMbl pyKoBOoACTBa B KOMMNaHUN

BoBneuenne Bcex pabOOTHMKOB B Mpolecc yiydileHus KadectBa. [lomHoe
BOBJICUCHHE PAOOTHUKOB B (DYHKIIMOHMPOBAHHUE CHCTEMbI KAadeCTBa JA€T BO3MOKHOCTh
MCIIOJB30BaTh X CIOCOOHOCTH MPHU JOCTUKEHUH 11eJIeH OpraHu3aliu.

«Komangnas paGoTa, Hacrosimas paboTa OT BCETrO Cepila, €Clid OHa €CTh, JaeT
MHOTO Kak JIeJTy, TaK W BCEH HaIllel KU3HU B IIEJIOM: B CEMbE, B COIMAIBHOU cdepe, B
copte U T.4. Sl He Bepro, 4yTo ycmex (yTOOTBLHON KOMaHIBI OIMPEACIICTCS CYMMOU
WHAMBUIYAIbHBIX CIOCOOHOCTEHW ee uieHoB. KoHeyHO, 3Ta cyMMa €CTh BakHasi 4acTh
Bcell (opMylbl, HO TpyIna TaJAHTIUBBIX MHIMBUAYAJIbHOCTEH 4YacTO OKa3bIBaeTCs
IPEB30MICHHON KOMaHI0H MIPOKOB, JJIsi KOTOPHIX 3Ta cymma MeHblie». (I'eapu P.Hus
«IIpoctpanctBo [JokTopa [IeMunray).

«ApPTHUCTBI, MY3bIKaHTBI COOpAaHBI B OPKECTPE BOBCE HE JJIsl TOTO, YTOOBI UCIIOTHSTh
COJIbHBIC MAPTUH KaK MPUMAJOHHBI U CTPEMUTHCS ObITh YCIBIIIAHHBIMY CIIYIIATEISIMH.
Omnu 371€Ch TSI TOTO, YTOOBI MOIePKUBaTh ApyT apyra» (Dasapac Jlemunr).

VYyuthiBas, 4YTO Ka4yeCTBEHHas paboTa MOMXET OCYIIECTBISATHCA TOJIBKO TpHU
HAJIMYUU COOTBETCTBYIOIIMX YCIIOBUM TpyAa, PYKOBOACTBO MPEANPUATHS YIEISET
00JBIIIOE BHUMAaHHE CO3JaHUI0 KoMQopTabenbHbIX ycioBui Tpyna. Ilpumepom moker
CIIYKUTh TOT (haKT, 4TO ISl TIepcoHaga o0OpyOBaHbI AYIIEBbIC, pa3AeBaIKH, CTOJIOBAs,
KOMHAThI OTJIbIXa U CIIY»0a MCUX0JIornyeckoi peadunuranuu. [lomenieHus 060py10BaHbI
C YYETOM COBPEMEHHBIX JOCTIKEHUN (KOMIBIOTEPU3UPOBAHHBIE paboune MecTa,
KOMMYHUKAIIIH).

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

PykoBogutenu noapasaeneHuid NpoBOJAAT BBOJAHBIM MHCTPYKTAX C KaKIbIM HOBBIM
COTPYIHUKOM OTHOCHUTEIIBHO IEJEH MPEANPUATHS U KOHKPETHBIX 3a7a4 COTPYTHUKA

PykoBoacTBO  yaensieT 0oJibIIO€ BHUMAHWE aHAM3Y  YJIOBJIETBOPEHHOCTH
[IEpCOHaja yCIOBUSAMHU TPYAQ.
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IIpoueccHbIil MOAX0

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, HANpaBICHHBIMH Ha YAOBJICTBOPCHHE TOTPEOHOCTEH WM
OKUJIaHUH BHEUTHHUX WM BHYTPEHHUX MOTpeOUTENei

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 IPOM3BECTH Ty WJIM MHYIO MPOAYKIUIO, BBITIOJHUTH PadoTy,
OKazaTh  YCIYry, HEOOXOAUMO  OCYIIECTBUTH  IICJNBIA  psii  Omeparmuii o
MOATOTOBUTENIbHBIX paboT. KoHeuHOoe KauecTBO 3aBUCHUT OT KadecTBa pabOThI Ha
Ka)XJIOM 3Tarle.
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Pucynok 8 — Bxoja u BbIX0J mpoiecca
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Pucynok 9 — BHyTpuyHKUMOHAIbHBIE MPOLECCHI
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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 OIIATE»
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Pucynok 12 — Peanuzanus npuniuna « CACTEMHOTO MOIX0/1a» B KOMITAHUHU

25


javascript:show_img(680,300,%22/themes/klubok/images/pic/532-12.gif%22)
javascript:show_img(680,300,%22/themes/klubok/images/pic/532-12.gif%22)

lNMpakTnyeckoe 3aHaATne 5.MupoBoe OTHOLWEHNEe K Ka4yeCcTBYy

3aoanue. lloarotoBuTh AOKIaAsl MO TeMe  «MUpPOBOE OTHOLIEHUE K
KaueCTBY».
[To uToram JOKIaI0B CAENATh CBOJHYIO TA0JIHUILY.

lMMpakTn4yeckoe 3aHaTne 6.HenpepbiBHOE y/1y4YlleHHne,
NnocTossHHOEe coBepLUeHCTBoOBaHne

HewnsmeHHOW Menb0 OpraHu3aiy JOJHKHO OBITh HETMPEPBIBHOE YITYUIICHHE €€
TESTETHHOCTH.

«YnydiaiTe MOCTOSHHO, CErOJHS M BCErjJa BCE MPOIECCHl IJIaHUPOBAHMS,
MPOM3BOACTBA M OKa3zaHWs YCIyr. [IOCTOSHHO BBIMCKHMBAWTE MPOOIEMBI, YTOOBI
VIIy4IIaTh BCE BUBI JEATETLHOCTH W (DYHKIIMU B KOMITAHWU, TIOBBIIIATH KAa4€CTBO U
MPOU3BOAMTEIILHOCT, M, TaKUM 00pa3oM, TIIOCTOSHHO YMEHBIIATh H3JIEPIKKH.
HenpepriBHOE  yiyullieHHE€ CHUCTEMBI, BKJIOUawmomed B ce0si  pa3paboTKy H
MIPOCKTUPOBAHKUE, TIOCTABKY KOMIUICKTYIOIIUX W MaTEpUalioB, OOCITyXUBaHUE U
yIIydiieHne paboTel 000pyAO0BaHUS, METOIOB YIIPABICHUS M OPTaHU3aIIUU, TIOATOTOBKY
M TIEPErnoArOoTOBKY KaJIpoB - €CTh TepBeHmnas oO0sS3aHHOCTh PYKOBOJICTBAY.
Onpapac Jemunr («YeTblpHaaAaTh TYHKTOBY)

Peanmuzanus MIPUHITUTIA «ITocrostHHOTO COBEPIIICHCTBOBAHHMSI
B KoMmaHu¥ «[IynKuH U CEIHOBBS

[Tpu pa3paboTke MPOIECCOB MPEIIPHUATHS YIUTHIBAICS MPUHITUIT HETIPEPHIBHOTO
COBEPIIICHCTBOBAHMS, OCHOBAHHOTO Ha TaK Ha3bIBaeMOM «IuKkje Jemurara» [Tnanupyi -

Henaii - [Iposepsii - Koppektupyi.
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IHoaxoa k NPUHATHIO pelIeHUH HA OCHOBe (haKTOB

HomxHa ObITh oOecriedyeHa HayyHas W (akTojoruyeckas OOOCHOBAHHOCTH
pemieHnil. DPQeKTUBHBIE PEIICHUS JO0KHBI OCHOBBIBATHCS Ha aHAJIM3€ JIaHHBIX M
uHopMarmm.

«3HaHUE TEKYIEro YPOBHS XapaKTEPUCTUK MPOAYKIIMU WU YCIYyT (C TOYKH
3peHus TmoTpedutenet) sBISETCS TMEpBOM CTaaued pa3BUTHUS CIHOCOOHOCTH K
yinyuuieHuo. Ecii Mbl 3HaeM, T'Zie Hallla CTapToOBasi TOUKa, Mbl MOKEM U3MEPSITh HAIIIH
ynydmieans. [lonnMas HE0OXOAMMOCTH 3HAHMS TOYHBIX (DAKTOB IJIsl yIIpaBICHUS
OM3HECOM Ha BCEX YPOBHSIX OpraHU3alMA M JaBas TOYHYIO WHOOPMAIUIO JIIOMISM,
MOKHO HAJIEATHCSI, YTO OHU OyIyT MPUHUMATH PEIISHUS CKOpee Ha OCHOBE (haKTOB, UEM
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 npuHouna «lIpuHsaTHe pemeHuid 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 YPOBHSX U CTPATErMYECKOMY IUIAHMPOBAHUIO C YYETOM 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
PYKOBOJUTEISIMUA MOAPA3IACICHUN CUCTEMHO (€KEIHEBHO, €KEHENEIbHO, €XEMECIYHO,
MoKBapTaibHO). VicTouHnkaMu uHGOpMAIIUU CITyKarT:

® JIaHHBIC CTATUCTUYECKON OTYETHOCTH;

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

naHHble cetu MHTEpHET;

CIICIIMATIM3UPOBAHHBIE U3IAHNS.

Kpome BbIleHa3BanHON HHGOpMAIUK, TIPEANPUATAC AaHATU3UPYET BHYTPEHHHE
MOKa3aTeId CTATUCTUYECKONM W (UHAHCOBOM OTYETHOCTH, AHAIM3UPYET KOHEYHBIE
PE3yNbTATHI ACATETLHOCTH, 00bEMBI TIPOU3BOJICTBA U MPOIAK MPOTYKIIUH.

Bces monmydyennas wH(pOpManus UCHOJIB3YeTCsl B MpOIEcce pa3pabOTKH TUIAHOB
paboThI OTaENA.

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

«ITokOHUMTE C MPAKTUKOW OLEHKH M BHIOOpA BAIIUX MOCTABIIMKOB TOJILKO HA
OCHOBE II€HBI Ha WX MPOAYKILIHIO. BMECTO 3TOr0, HapsAay ¢ LIEHOH, TpeOyHTe Cepbe3HbIX
IOATBEPKACHUN €€ KadyeCTBA. Y MEHBIIUTE YHUCJIO MOCTABIIUKOB OJHOIO U TOTO XK€
IIPOAYKTa IMYTEM OTKa3a OT YCIyr Te€X U3 HHUX, KTO HE CMOI CTaTHUCTUYECKHU
MOATBEPJUTD €ro KauecTBo» DnBapAc JemuHr(«YHeTplpHaauaTh MyHKTOBY)

IIponecc ynpasneHuns 3akynkaMu B KoMrnaHuu «lIynkvH v CbIHOBBS»
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OneHKa TMOCTAaBIIMKOB OCYIIECTBIISIETCS OTAEIIOM MaTepUalIbHO-TEXHUUYECKOTO
CHAOXKEHMsI, TIOTUCTUKH U JIOCTABKH 10 OJTHOMY U3 CJIEAYIOIIUX MPUHIIUIIOB:
e HaIMYhe CepTUPUIMPOBAHHONW CHCTEeMbl YyrpapieHuss kadectBom (I1SO
9001:2000);

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

® U3yYCHUE OLECHKU TPEThUX JHI[ (M3yUYEHHE OTYETOB ayJAUTOPCKON MPOBEPKH,
U3Y4YEHHUE OLICHKU HE3aBHCUMBIX IKCIIEPTOB);

® BH3UT Ha NPEANPUATHE TOCTABIIUKA.

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

[lepeuenb CyOnoOapsAYMKOB U MOCTABIIMKOB BKJIFOYACT HA3BAHUE MPEINPUITHS -
MOCTaBIIMKA U €ro MaTepualbl U YCIYrH, KOTOPBIE OMNPENENCHHbIC [JIs 3aKyIKH.
Buecenue npeanpusTuil K 3TOMY MEPEUHIO 03HAYAET, YTO OHU CIOCOOHBIE MOCTABUTH
YKa3aHHYIO TPOJYKIIMI0O COOTBETCTBEHHO ONPEACICHHBIM TpeOOBaHUSIM KOMIIAHUU
«IIynKkuH 1 CBIHOBBS».

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

[IpeanpusiTe-nocTaBUIMK UCKIIOYAETCA C MEpPEYHsl MPU BBISBICHUU IMOCTABKU
HECOOTBETCTBYIOLIEH MPOAYKIUHU B APEC MPEIPUATHSL.

[lepeyenr coxpaHsieTcss B BHUAE KOMIBIOTEpHOro (aita 1o  aapecy
Internal_ServerPostavshiki. Tlo Mepe BbBIABIACHHS HOBBIX CYOTOAPSAIYUKOB H
MOCTABIIUKOB, pAOOTHUKHU OTJEIa MAaTePUAIbHO-TEXHUYECKOTO CHAOKEHUS, JIOTUCTHKHU
1 TOCTaBKU OOHOBJISIFOT CBEICHUS B MIEPEUHE.

[Tepeuenb CyOnoOapsAYMKOB U MOCTABIIMKOB BKJIFOYAET HA3BAHUE MPEINPUITHS -
MOCTaBIIMKA U €r0 MaTepualbl U YCIYrH, KOTOPBIE OIpEJeiCHHBbIC ISl 3aKyIKH.
BueceHnue npennpustvii B 5TOT NEpeyYeHb O3HAYAET, YTO OHU CIIOCOOHBIE MOCTABUTH
YKa3aHHYI0  NPOAYKIUIO  COOTBETCTBYIOIIYIO  OMNPEACICHHBIM  TpPeOOBaHUSM
MIPEANPUSTHS.

[Ipoaykuus, kKoTOpas MOCTyMaeT Ha MNPEANPUATHE, MPOXOIUT O0s3aTebHON
BXOJHOW KOHTPOJIb.
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lNMpakrnyeckoe 3aHaTne 7. CaMmooyeHka ¢pupm (genosasi urpa)

['pynma nenutcst Ha HECKOJIBKO KoMaH (PpupMm).3aganue

1. Onucath HarpaBiIeHHUE AESITEIBHOCTH (GPUPMBI

2. Onucats nporecc Npou3BOJACTBA

3. pacnpeaenuTb 00A3aHHOCTU MEXKIY WICHAMHU KOMaHIbI IO IPOTpamMme
yIy4IlIeHUs] KauecTBa.

4. Pa3paboTaTh MEpONPUATHS U TIPOBECTH MPOIIECC CAMOOIIEHKU (PUPMBI.

5. CocraBuUTh OTYET 1O TIPOJIETAHHON paboTe.
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MpakTnueckoe 3aHATHE 8. Coaep:xxanne MC UCO cepuu 9000

MC UCO 9000. «O011ee pyKoBOACTBO KAY€CTBOM U CTAHAAPTHI N0
o0ecnevyeHn0 kauyecTBa. PykoBojasinue ykazanus 1o BbI0OPY U NPUMEHEHHIOY.

Cranaapt uMeeT BBOJIHYIO YaCTh, ONPEICICHUE KITIOUEBBIX TEPMUHOB, a TAKXKE
JIa€T TOJIKOBAHUE JIOTOBOPHBIX U HEJIOTOBOPHBIX YCIOBUM, TUIIOB CTAHAAPTOB.
Crangapt MCO 9000 coaepXKUT OCHOBHBIE PUHLIMIIBI PEATU3ALMH TOJTUTUKA
PYKOBOJICTBa U o0ecrieueHust kauecTBa. OH pa3bsCHSECT B3aUMOCBSI3b MEKY
Pa3JIMYHBIMU MOHSITUSMHU B 00JIACTH Ka4e€CTBA U ONPECIIN MPaBUIa UCII0JIb30BAHUS
Tpex mogenen, npuseneHHbix B MCO 900 NCO 9002 u UCO 9003. Crangapt
COJIEPKUT HOBOE MOHSATUE MPE/ICTABIICH 3aKa3UMKY JOKA3aTeIbCTB TOTO, YTO CUCTEMA
KauecTBa U MPOYKIIMS MOCTABIIMKA (M3TOTOBUTEINS) COOTBETCTBYIOT YCTAHOBIIEHHBIM
TpeOOBAHUSIM.

MC UCO 9001. «Cucrembl kauecTBa. Moaeab 1J1s1 00ecried4eHUs1 Ka4ecTBa
NPH NPOCKTHPOBAHNM U (MJIH) pa3padoTKe, MPOU3BOACTBE, MOHTAXKE U
00CJIy’)KUBAHU D).

Cranpapt oroBapuBaeT TpeOOBaHMs B OTHOIIEHUHN CUCTEMBI KaueCTBa, KOTOPHIC
MIPUMEHSIIOTCS, €CJIM KOHTPAKT, 3aKJI0UYaeMbIil IByMsI CTOpOHaM TpeOyeT, 4ToObI Oblia
MPOIEMOHCTPUPOBaHA CTOCOOHOCTH MOCTABIIMKA pa3padbaThiBaTh U MOCTABIIATh
MPOAYKIMIO. JTa MOJIEIb HanboJIee KeCTKas JIJIsl TOCTABIIUKA.

MC UCO 9002. «Cucrembl kauecTBa. MogeJb 1J151 o0ecrie4eHUs KayecTBa
NPHU NPOU3BOJACTBE U MOHTAMKE.

CrannmapT ycTaHaBlIMBaeT TPEOOBAHUS IO KAYE€CTBY, KOTOPHIE IPUMEHSIOTCS,
€CJIM IO KOHTPAKTY, 3aKJI0YaeMOMY MEXKy ABYMSI CTOPOHAMU, IMOCTABIIMK JOJKEH
MPOJIEMOHCTPUPOBATH CBOIO CIIOCOOHOCTH OCYIIECTBUT HAZ30P 32 TEXHOJIOTHYECKUMU
MIPOLIECCAMH, SIBISIOMIMMUCS PELIAIOIINM JJI IPUEMKHA KOHEYHOTO POJIyKTa. JTa
MOJICIIb ABJISIETCS MPOMEXKYTOYHAS TIO YPOBHIO TPEOOBAaHUMN K MOCTABIIHUKY.

MC UCO 9003. «Cucrembl kauecTBa. Moaesnb 1Ji4 o0ecnieueHus kauecl Ba
NPU OKOHYATEJIBLHOM KOHTPOJIE U UCTILITAHUSIX).

Cranpaapt oroBapuBaeT TpeOOBaHMs CUCTEMbI KaueCTBa, KOTOPbIE MPUMEHSIOTCS,
€CJIU TI0 KOHTPAKTY, 3aKJII0UYaeMOMY MEXKTy ABYMSI CTOPOHaM» MOCTABUIUK JTOKEH
MPOIEMOHCTPUPOBATH CTIOCOOHOCTH OCYIIECTBIISIET KOHTPOJIb M OKOHYATEIIHHBIC
WCTIBITAHUS IS PELISHUsI BOMIPOCA O MTPUEMKE KOHEUHOTO MPOAYKTa. ITa MOJIEIb
HaMMEHee KEeCTKas JJIs MOCTaBIIUKA.

MC UCO 9004. «O01mee pyKoOBOACTBO KA4e€CTBOM U 3JIEMEHThI CHCTEM)
kadecTBa. PykoBojasimue ykazaHnus».

B cTangapte paccmaTpuBarOTCs BCE 3IEMEHTHI CUCTEMBI KauecTBa. MI3roTOBUTEI
JIOJKEH UMETH TIOJIHOE TPEJICTAaBIICHNE O padoTe MPEANPUSITHS, TEM YTOOBI UMETh
BO3MOKHOCTh BBIOPATh COOTBETCTBYIOIINE SJIEMEHTHI JIJIS1 KaXKJ0TO Tara
MIPOU3BOJICTBEHHOM JEATEIBHOCTU. 3aJjaya COCTOUT B COKPAIICHUU 3aTpaT HA
peanu3aiuio MpoeKTa 00ecIeueHrs KauecTBa Mpyu OJHOBPEMEHHOM TTOBBIIICHUH
SKOHOMMYECKOTO A Pekra.

Ocobennoctrio npeiaraeMbix crangaptamu MCO mozeneit cuctemsl . KayecTBa
ABJISIETCS PENYNPEkKACHUE NePEKTOB MPOIYKIIMU Ha ATanax ee pa3padoTKu U

M3TOTOBJICHH, 4 TAK)KC OpUCHTAIMA CUCTEM Ka4CCTBAa HA TpC6OBaHI/I}I HOTpe6I/ITCJISI.
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Tako# moxo1 JOCTaTOYHO MIUPOK, YTOOBI OTBEYATh PA3INYHBIM BO3MOKHBIM
TpeOOBaHMIM, BBICTABIIIEMBIM IIPHU 3aKJIIOYEHUH KOHTPAKTA B OTHOIICHUH
IPE/ICTAaBIICHUS JI0KA3aTeNIbCTB KIUECHTY.

Hpyrumu cioBamu, ecinu moaeinsb no cranaapty MCO 9003 o3nauaer:
«IIpencraBbTe MHE JOKA3aTeNbCTBA, YTO MOCTABKa OTBeYaeT (POPMYITUPOBAHHBIM
TpedoBanusiM», To No ctangapty MCO 9002: «lokaxxure Mue, yto Bam
IPOU3BOJICTBEHHBIN arlrapaT no3BOJIMT Bam BBIMOIHUTE TpeOyeMyt0 TOCTaBKY», a IO
cranaapty MCO 9001: «/lokaxure, uTo Bl MOKeTE OCYIIECTBIIATH HAI30p 32
TpeOyeMol OCTaBKOW C MOMEHTA €€ pa3paboTKm.

Kax BugHO n3 HazBanuii ctanaaptoB MCO cepun 9000, npeanpusrus,
BHEJIPSIOIINE CUCTEMbI KAYECTBA, MOT'YT BKJIIOUATh B HEE BCE ATAIlbl )KU3HEHHOTO LMK
MPOAYKIIMU, HAYMHAS OT MIPOEKTUPOBAHUS (pa3padOTKK) U KOHYAs €€ dKCIUTyaTaluen
(MC HUCO 9001), 1160 TOIBKO YaCTh U3 HUX, HAIPUMEP KOHTPOJIb KAUeCTBA KOHEUHOU
npoaykuuu (MC MCO 9003).

Haubonee nonHo#t cucteMoil kauecTBa sIBIsSETCS cucTeMa, pekoMenayemas MC
NCO 9001, xoTopasi OXBaThIBAE€T BCE CTAUU KM3HEHHOT'O ITUKJIa TTPOAYKIIUH.

PaccmoTprm 1o mopsAIKY BCE 3IIEMEHTHI TAKOM MOJTHOM CUCTEMBI Kau€eCTBa,
npejcTaBlIeHHbIC B pazjaene 4 « TpeboBanus k cucteMam kadectBay MC MCO 9001, a
taxxke B aHasornusbix pasnaenax MC MCO 9002 u MC NCO 9003 B coOTBETCTBUU C
MC 1CO 9004

IyHkT 4.1. OTBETCTBEHHOCTH PYKOBOACTBA. JTO, B YACTHOCTH, O3HAYAET:

* pa3paboTKa MOJIMTUKU B 00JIACTH Ka4eCTBa;

* CO3/IaHUE U YTBEPKJIEHUE CTPYKTYPhI OpraHu3aiuu padoT;

* OIIpE/IeJIEHNE OTBETCTBEHHBIX JTOJKHOCTHBIX JIMI] U UX TIOJTHOMOYHI;

* PEOCTABJICHUE CPECTB U PECYPCOB, OINPEICIICHUE U HA3HAUCHUE
HEO00XO0JIMMOT0 MIEPCOHAIA;

* Ha3HAYEHHUE OT JUPEKIUH JINIIA, OTBETCTBEHHOTO 32 BCIO PabOTy M0 KayeCTRY;

* OLIEHKA CHCTEMBI KaU€CTBA CO CTOPOHBI PYKOBOJICTBA.

IIynkr 4.2. Cucrema kauecTna.

Jliist obecnieyeHus KayecTBa JOJKHA ObITh CO37]aHa CHCTeMa M IOKYMEHTaIIHA.
OT0, B YaCTHOCTH, O3HAYAECT:

* MPUMEHSIEMbIC METOIbI JOJIKHBI OBITh MUCHbMEHHO 3aUKCUPOBAHbI U J{OIKHBI
MOAACPKUBATHCSI B COBPEMEHHOM COCTOSIHHM, T.€. aKTyaJIM3UPOBATHCS;

* YCTaHOBJICHHBIE TPEOOBAHUS JOJKHBI OBITH MOJIPOOHO OMKCAHBI B
METOI0JOTUYECKUX UHCTPYKIIUSAX 10 BOIPOCaM 00ecreueHns KauecTBa; pabounx
WHCTPYKIUSAX; HHCTPYKIUSIX 1O UCTIBITaHUsIM. W, HaKoHeIl, 10JIKHO OBITh 00ECIIeUueHO
s PeKTUBHOE TPUMEHEHHUE TOKYMEHTHPOBAHHBIX MPOLIEAYP U HHCTPYKIIUM.

* MPOBEPKY CIIOCOOHOCTEM U3rOTOBUTENS HA BO3MOKHOCTb BBITIOJIHEHUS
TEXHUYECKOTO 3aJJaHus;

* COrJIacoOBaHMeE C 3aKa3uyuKoM. OTYEThI O IPOCMOTPAX U aHAJIM3aX KOHTPAKTOB
JOJKHBI BECTUCh Ha IIOCTOSTHHOM OCHOBE.

IIyHkr 4.4. YnpasiieHue NPOeKTHPOBAHUEM, C TeEM YTOOBI Ka4eCTBO
ONBITHO-KOHCTPYKTOPCKHUX PadoT ObL10 00ecrevyeHo.

OT0, B YaCTHOCTH, O3HAYAECT:
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* rwtanupoBanue OKP;

* yctanoBieHue 1eneir OKP, nmpu 3ToM 10KHBI OBITh KOJTMYECTBEHHBIE JIAaHHbBIE
— TpebyeMble mapaMeTphbl Il ONPEIEIICHHBIX YCIOBHM 3KCIUTyaTallluu;

* u3noxxeHue pezynbratoB OKP;

* npoBepka pe3ynbraToB OKP;

* YCTAHOBJICHUE U MOJAepKaHuEe B paboyeM COCTOSIHUM MPOIIEAYPbI
onpeeneHus, TIOKyMEHTaIbHOTO OPOPMIICHUS, IPOBEPKU U YTBEPIKICHUS BCEX
M3MEHEHUN U MOAU(UKALIUN TPOEKTA.

IIyHkr 4.5. YnpasieHnue J0KyMeHTalHeil.

JleiicTBytomast JOKyMEHTALMs TOJKHA ObITh BOBPEMS IIPEIOCTaBJICHA,
pPacCcMOTpEHA U MPUHATA IOJJHOMOYHBIM IIEPCOHAIIOM.

Hano obecnieunth, 4TOOBI BBITYCKH IOKYMEHTOB OBLIIM JOCTYITHBI HA BCEX
y4acTKax, a yCTapeBIlas JOKYMEHTAUsl CBOEBPEMEHHO U3bIMANIACh U3 BCEX ITYHKTOB €€
PAcChUIKU U PUMEHEHUA. DTO, B YaCTHOCTH, O3HAYAET:

* MPOBEPKY JOKYMEHTaIuu (KeM pa3paboTaHa, IpOBEpPEeHa, YTBEPKACHA, CPOK €€
JEeWCTBUS U COOTBETCTBYET i oHa AekcTByrommM HT[ u T3); .

* pa3pelieHue MPUMEHCHUS JOKYMEHTALINY;

* pacrpeeneHre JOKyMEHTalUH, T.€. pacchbUlKa IUII0C yYeT, OOpalieHue,
M3MEHEHUS] — UJICHTUYHO U CBOEBPEMEHHO BO BCEX KOIMSX;

* UCIIOJIb30BAHMUE IIPUHIIUIIA: TPABUIIbHAS TIOKYMEHTAlMs] — Ha IPaBUJIbHOM
MECTE;

* YCTPAHEHHUE YCTAPEBIIEN JOKYMEHTALINH;

* U3MCHEHUS,

* IPOBEPKY U pa3pECIICHUE TPUMEHECHMUS;

* TOKYMEHTUPOBAHUE N3MECHEHUM.

IIyHKT 4.6. 3aKynKH NPOAYKIUM.

HyxHo obecrnieunTh Ka4eCcTBO MOCTABOK CMEKHUKOB. DTO, B YaCTHOCTH,
[peyCMaTpPUBAET:

* OLIEHKY, BBIOOP M JIOMYCK CyOIOCTaBIIMKOB;

* MPOBEPKY JOKYMEHTAIIMH MATEPUATbHO-TEXHUYECKOTO CHA0KEHUS B
OTHOIIECHUU SICHOCTH ONMCAHUS U3/ICNIUS U OTPAKEHUS TEXHUIECKUX TPEOOBAHUM;

* IPUEMOYHBIA KOHTPOJIb 3aKylaeMbIx MatepuanoB u uzaenuil. Ilynkr 4.7.
I[Mpoaykuus, nocrapiasieMas norpeduteneM. Peus uaeT o Toi npoayKIuu, KOTOPYIO
MOCTABJISIET NOTPEOUTENb JUIsl BKIIIOUEHHUS B COCTaB OKOHYATEJIbHOM NocTaBKU. Bee
Clly4au MOTepHu NPOAYKIMU, HAHECEHUS yIllepOa UM HENPUTOAHOCTHU €€ K
MCIIOJIb30BaHUIO JI0KHBI OBITh 3apErMCTPUPOBAHBI U COOOIEHBI TOTPEOUTEIIO, T.€.
HE0OXOAMMBI ITPOBEPKA, XPAaHEHUE, COJIEPKAHKNE B UCIPABHOCTH, a TAKKE COOOIICHHE
3aKa34MKy O MOTEPSX, MOBPEKACHUIX U JedeKTax.

IIynkr 4.8. UnenTuduxanusi npoAyKIHN U MPOCIEKUBAEMOCTb. VIHBIMU
CJIOBaMU — 0003HAUYEHHUE U3IENNS U BO3MOKHOCTH OIPEIEeTICHHsI €T0 IMTyTH OT CaMOro
HavaJa.

Jlns1 3TOr0 HEOOXOUMO:

* SICHO OIPEJICIIMMOE COOTBETCTBHUE U3/ICIIMI TEXHUUECKOU IOKYMEHTAIUH B
IIPOLIECCE ITPOU3BOJICTBA, XPAHEHMS, [IOCTABKH;
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* scHOe 00o3HaueHue u3aenui. Takas uneHTuuKanus J0KHA UM

€ANHBINA XapaKTep U COOTBETCTBYIOIIMM 00pa30M PEruCcTpUPOBATHCS.

IIyHkT 4.9. YnpapJieHue npoueccaMu (TexHoJoruyeckumm). ITyHKT kacaercs
HEIMOCPEACTBEHHO MPOU3BOICTBA IPOTYKIIUH.

Jliist oGecnieyeHus: KayecTBa U3rOTOBJICHUSI HEOOXOIUMO MPETyCMOTPETh:

o MJIAaHUPOBAHUE HW3TOTOBJICHMS, T. €. HEOOXOJMMBI MUCHMEHHAs padouas
JOKYMEHTalMs, MOAXOASAIIEe TEXHOJOTHMYECKOe OO0OpyAOBaHWE, pEIICHHE Ha
IIPOBEICHUE TEXHOJIOTUYECKUX MPOLIECCOB, HYKHbI KPUTEPHUH ISl OLICHKU BBIITOTHEHUS
pabor;

o KOHTPOJIb U YIIPABJIEHUE U3TOTOBJICHHUEM;

o crienuaibHble MPOIECcChl (KOT/la HEBO3MOXKHO MPOBEPUTH MPOAYKIIMH BO
BpEMS TEXHOJIOTUYECKOTO 1IUKIIA).

HyxHo o0GecrieunTs JOKyMEHTAJIbHOE 3aKpeIyieHue TpeOOBaHUN K METOJ1aM,
000pYZIOBaHUIO U UX MOCTOSHHBIN KOHTPOJIb.

IIyHkr 4.10. KOHTPO/Ib M MCIIBITAHUSA.

KoHTpoJib KauecTBa TOJKEH MOATBEPKIATh BBINIOJHEHUE 3a/IaHHBIX TPEOOBaHUI
K MPOAYKIIMHU. DTO BKJIKOYAET B CEOSI:

BXOZHOM KOHTPOJIb;

IPOMEKYTOYHBIN KOHTPOJIb;
OKOHYATENbHBIN ((PUHUIIHBINA) KOHTPOJIb;
paspenieHue Ha OTrpy3Ky MPOAYKIINH;

o OTYEThI O MPOBEPKAX U UCHBITAHUAX (PEruCTpalus JaHHBIX O KOHTPOJE U
UCIIBITAHUSIX HA COOTBETCTBHE 3apaHee OIpPEACICHHBIM KPUTEPUSAM NPHUEMKHU
MIPOTYKIIUH).

IynkT 4.11. KoHTpO/IBHOE, H3MEPUTEJIbHOE H HCIIBITATEIbHOE
o0opyaoBaHue.

JomxHa ObITh 00ecrieueHa MPUroAHOCTh CPEACTB U3MEPEHUIN U UcTbITaHui. [{s
ATOTO HAJO:

* OIIPEACIIUTh TPEOYEMYIO TOUHOCTb;

* BBIOpaTh NOJIXOISAIIUE CPEICTBA UCTIHITAHUM;

* POBECTU UX IPAJyUPOBKY U FOCTUPOBKY;

* 00ecnevnTh YCIOBUS MPUMEHEHUSI U3MEPUTEIBLHON TEXHUKH C yUeTe
napamMeTpoOB OKPYKaIOIIEH Cpebl;

* YCTPaHATh HEUCIIPABHBIE MJIM HENTPUTOAHBIE KOHTPOJIBHO-U3MEPUTEIIBLHBIE
CpeAcTBa.

IIynkr 4.12. CTaTryc KOHTPOJISI U MCIIBITAHUM (T. €. YCJI0BMA 3aBepILICH
o(opMIIeHUSI KOHTPOJIfA).

JlomkHa ObITH 0OecrieueHa MocTaBKa U3ACTUN U MaTepHaioB, MPOLLIEAIINX
MPETyCMOTPEHHBIE UCTIBITAHUA TOJIBKO C MTOJ0KUTEIBHON OLIeHKOU HyXHBI, B
YacCTHOCTU, 0003HAUEHUS, IPJIBbIKH, STUKETKH, COPOBOIUTENbHAS JOKYMEHTAIHS,
IPOTOKOJIBI.

Heobxoaumo nath 4yeTkre MOJHOMOYHS Ha MMPOBEJEHUE KOHTPOJIS Op HaM U
JIMLIaM, OTBETCTBEHHBIM 32 BBIITYCK MPOAYKIINH, OTBEYAOIIEN YCTAHOBJIEHHBIM
TpeOOBaHUSIM.
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Iynkr 4.13. /leiicTBUS ¢ HECOOTBETCTBYOIIEH MPOAYKIMEN.

JIoJHO OBITH UCKJIIOYEHO JIaibHENIIIee HeTpeJHaMEPEHHOE MPUMEHEHNE
ne(heKTHBIX €ANHMUII.

Hy>xHo BBeCTH nponeaypsl, MO3BOJSIONINE YOS IUTHCS, YTO MPOIYKIIHS, HE
OTBEYAIONIasi YCTAHOBJICHHBIM TPEOOBAHUSIM, HE UCIIOJb3YETCA U HE MOHTHUPYETCS O
YbeMY-TO HEAOCMOTPY. I 3TOro HeoOXOIUMBI:

* OLIEHKA, YCTpaHEeHHe, 0003HAUCHHE, TOTIOJHUTEIbHAs 00paboTKa (JI0BOIKA WIIH
UCIIPABJIEHUE), PEMOHT, OTKa3 OT MIPUEMKH, JTUKBHUIALINS HEUCIIPABUMOTO Opaka;

* y4eT Ae(EeKTHBIX €AUHUI] TPOAYKIIUU U COOOIIEHUS O HUX BHYTpHU
MPEAPUSTHUS;

* nH(opManKs 3aKa3yuKa o0 JCHCTBYIONIEH cCUCTeMEe. AHAIN3
HECOOTBETCTBYIOIIEH MPOAYKIIUH JOKEH MPOBOJIUTHCS MO JOKYMEHTUPOBAHHBIM
npouenypam. [Ipoaykuus HeHaAIeKaIEro KayeCTBa MOXKET ObITh:

* 1100 UCHpaBIICHA C LEIbI0 YOBJIETBOPEHUS TPeOOBaHUIA;

* 1100 NpUHATA (C PEMOHTOM MJIM O€3 HETO) C OTCTYIIJICHUEM OT KOHTPAKTa;

* 1100 TepeBeIeHa B IPYTYI0 KaTErOpuIo (COPT) ISl UCIIOJIb30BAHUS B

OPYTUX LENAX;

* 1100 0TOpaKOBaHA U OTIIPABJICHA B OTXO/IbI.

Iynkr 4.14. KoppekTupyouue Bo3aeiicrBusi. JloJKHbI OBITh YCTPaHEHBI
npuuuHsbl aedpektoB. Cienyer nuzbderarb NOBTOPEHUs 1e(EKTOB. ITO, B YACTHOCTH,
MpeayCMaTpPUBAET:

* CUCTEMAaTUYECKHE aHaINU3bI 1IePEKTOB (OTKA30B);

* OIIpE/ICJIEHUE MEp MO YCOBEPILIEHCTBOBAHMIO;

* BBIPA0OTKY KOPPEKTUPYIOMINX MEPONPUATHIA BO N30€KaHUE PUCKOB MOIYYECHUS
HU3KOTO KayeCcTBa;

* KOHTPOJIb 3(PPEKTUBHOCTH KOPPEKTUPYIOMIMX BO3ICUCTBHIA;

* BHECEHHE U3MEHEHUI B UHCTPYKIIMH, UCKITIOYAIOIIe 1e(EKThI.

IynkT 4.15. ITorpy3o-pa3rpy3ouHblie padoThl, XpaHEHHE, YIIAKOBKA H
NMOCTABKA.

Ha sTux cTagusx >KM3HEHHOTO IUKJIA MPOIYKIIMH Ha 0 JOOUBATHCS
MPEAOTBPALIEHUS TOBPEXKIECHNN U CHUKEHUS ee KauecTBa. Henb3sa nonmyckaTts U
nepenyThiBaHus u3nenuit. HeoOxoauMel yeTKue 1 KOHKPETHBIE MHCTPYKLIMH:

* 110 MIOTPY30-pa3rpPy304HbIM paboTam;

* 110 XpPaHEHHUIO;

* 110 YIIaKOBKE;

* 110 TOCTaBKE MPOAYKIIHMH.

IIyHkT 4.16. Perucrpanusi 1aHHbIX 0 KaYecTBe. 3allMCH HYXHBI JJIS
J0Ka3aTeNbCTB U MH(OpMAIUU O KaueCTBE MPOAYKIMH. [[J151 3TOr0 JTOJIKHBI OBITh:

* COOTBETCTBHUE 3aMKCeil O KaueCTBE TaHHOTO U3JIETHSs;

* 3aMKCH KauecTBa MOCTABOK CyOIOIPSAUYNKOB;

* XpaHEHUE B apXUBE BCEX HEOOXOIMMBIX JAHHBIX O Ka4eCTBE (IIPU ITOM
’KeJlaTeTbHO UCKIIOYUTH MOBPEKICHHS MU MOTEPIO CBEICHUHN, 00eCTIeYnTh MOUCK
JAHHBIX, a TAKKE CPOKH XPAHEHUS], OTOBOPEHHBIE B 3aKOHOAATEIBCTBE).
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HyxHo npegycMoTpeTh MecTo 1 (hOpMY 3aMKCH OIEHOK 3aKa34UKOM Ka4ecTBa
IPOIYKIUU (€CJIH 3TO OTOBOPEHO B KOHTPAKTE).

IIynkT 4.17. BHyTpeHHMe IPOBEPKH KA4eCTBA.

OddexkTuBHOCTh 0OECTICUEHHS KaUeCTBA HAJ0 MOCTOSIHHO JJOKA3bIBATbh,
KOHTPOJUPOBATH U YCOBEPIIEHCTBOBATh. [[0CTaBIIMK TOKEH OCYIIECTBUTH OOIIUPHYIO
CUCTEMY IIJIAHOBBIX U JOKYMEHTHPOBAHHBIX BHYTPEHHUX ITPOBEPOK KAUYECTBA C LIETBIO
JI0Ka3aTeNbCcTBa Y(PPEKTUBHOCTH CUCTEMBI KAUECTBA.

Jl1s1 5TOr0 HEOOXOUMO:

* IUIAHUPOBAHUE U BHITIOJIHEHNE AHAJIU30B;

* OIpEJICTICHUE U BBIMIOJHEHHUE MED;

* KOHTPOJIb PE3YyJbTATOB U OTYET O HUX.

Pe3ynbTaThl NpOBEPOK MOJAKHBI TOBOJUTHCS J0 CBEACHUS MEPCOHANA,
OTBETCTBEHHOTO 3a MPOBEPEHHBIN Y4aCTOK pab0Thl. PyKOBOACTBO 3TOr0 yyacTka
JOJKHO OCYIIIECTBUTHh CBOEBPEMEHHbBIE KOPPEKTUPYIOIINE BO3ICUCTBUSA U YCTPAHUTD
HEJIOCTaTKH, BBISIBIICHHBIE B IPOLIECCE MPOBEPKHU.

IIynkr 4.18. IloaroroBka Kajapos.

Peub nzet o moArOTOBKE M MEPENOATOTOBKE BCETO NEPCOHAA, BIMSIONIETO HA
Ka4eCTBO.

JIaHHBIE O MOJITOTOBKE U MEPENOATOTOBKE JOJKHBI IOCTOSTHHO
PETUCTPUPOBATHCS.

Heo6xonumo npemycMaTpuBaTh JOCTATOYHOE 00YUYEHUE U MOBBIIICHUE
KBaJIM(PUKALIMH.

IIyHkT 4.19. Texnnueckoe 00Cay:KUBaHHE, T. €. 00CTYKUBAHHUE 3AKA3YHUKOB.

N3penue nomxHo onpapaaTh ceOsi Ha pakThKe. Eciiu oroBopeHo B KOHTpAKTeE,
TO HY>XHO pa3pabaTsiBaTh U MOAACPKUBATH B pA00UYEM COCTOSIHUU MTPOLIEAYPHI 1O
MPOBEJICHUIO TEXHUYECKOT0 OOCTYKMBAHUSI U TIPOBEPKE MPOAYKIIMU Ha COOTBETCTBUE
YCTaHOBJICHHBIM TPEOOBAHUSIM.

IyHkT 4.20. CTaTHCTHYECKHE METO/bI.

Crnenyetr BHEIPUTh MOIXOASIINE CTATUCTUYECKUE METObl. DakTHUECKU
MIPUMEHEHNE CTATUCTUYECKUX METOIOB IPU3HAHO 11eJIeCO00pa3HbIM Ha Bce» 0e3
MCKJIIOUEHUS 3Tanax «IeTIu KauecTBay.

TakoBbI KpaTKHE KOMMEHTAPUH COJIEPKAHUS JIEMEHTOB CUCTEMbI KaueCTBa.

Crannaptel UCO cepun 9000 ycTaHaBIMBaIOT YeTKHE TPEOOBAHUS K CUCTEMaM
KavyecTBa U MpaBUJIaM MX OIEHKHU. JIOKyMEHTHI IIMPOKO MPUMEHSIOTCS B IPAKTHKE
JIOTOBOPHBIX OTHOIIEHUN HAa HAITMOHAIBHOM M MEXIyHApPOIHOM YPOBHE. 3aKirouas
KOHTPAKT Ha 3aKyNKY MPOAYKIHU, TOTPEOUTEND, KaK MPABUJIO, PEXK]IC BCETO
3HAKOMMTCS C JIEUCTBYIOLIEH CUCTEMOM KaueCTBa M3TOTOBUTENIA, BE/Ib XOPOILIas
CHUCTEeMa — TapaHTHsl CTA0OUIILHOCTH TMTOKa3aTeel PO yKIUH.

Paszpabomka 0oxymenmos cucmemul kawecmesa
B crangapte MCO 9000 conepxatrcs pekoMeHAaIuy, KaK, Haubosee
paIMoOHAIBHO UCXOIS U3 MOTPEOHOCTEN TPOU3BOICTBA HIIA YCIOBHIM KOHTPAKTA,
BBIOPATh MOJIENIh CUCTEMBI U TE€ €€ DJIEMEHTHI, KOTOPBIC HEOOXOAUMBI JTSI KAk I0U
MOJIEHU WM UX coueTaHuil. Takass MHOrOBapUAHTHOCTh OTKPBIBAET ISl KOHCTPYKTOPOB
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Y U3TOTOBUTEINN MPOIYKIIAU, & TAKXKE IS pa3pab0OTUNKOB CHCTEM Ka4eCTBA IIUPOKUE
TBOPYECKUE BOZMOXKHOCTH.

Co3naBaemas cucTemMa JI0JKHA YYUTHIBATD:

* crieupUKy IPeanpUsTUS;

* €r0 pa3Mepsbl;

* CTPYKTYPY M OpraHu3aluio npousBojicTea. Crucrema KayecTBa 10 Ha ObITh
ruOKoii, yTOOBI HE CO3/1aBaTh MOMEX TEM U3MEHEHUSIM, KOTOPbIE MOTYT OKa3aThCs
HEOOXOMMBIMH B TaJIbHEHIIIEM.

[Tpu BEIOOpE BapraHTa CHCTEMBI TTPOU3BOJIMUTCS OIEHKA M TPAKTOBKA KaXKIOTO €€
aneMeHTa. Bce a51eMeHThl MOYKHO Pa3eiuTh Ha TPHU TPYTITIHL.

K nepBoii rpynmne oTHOCATCS T€ 3JIEMEHTHI CHCTEMBI Ka4eCTBa, KOTOPHIC
JIOJKHBI OBITH ONPEACIICHBI M YCTAHOBJICHBI PYKOBOJICTBOM MPEATIPUSITHS:

* [IOJINTHKA B 00JIaCTH KAYECTBA;

* OpraHU3alMOHHAs CTPYKTYpa U OpraHu3aius padboThl;

* OlIEHKA CHCTEMbI KaueCTBa;

* o0y4eHmue.

Bropasi rpynma — 3T0 3JIeMEHTHI CUCTEMbI, 0XBATHIBAIOIINE HECKOJIBKO (a3 uiu
Mo/Ipa3/iefieHui, CBA3aHHBIE C CAaMOM CUCTEMOI KayecTBa, C 00IIepUPMEHHBIMU
npoOJeMaMu U ¢ ipobiieMamMu MPOAYKITUH (YCIIyT).

OTHOCHUTENIBHO CaMO# CUCTEMBI BCE U3MEHEHUS JJOJKHBI PUHUMATHCS
COTJIACOBAaHHO MEXIY 3aWHTEPECOBAaHHBIMU CITykOamu. Tak jke COrJacoBaHHO JTOJKHBI
MIPOBOIUTHCS BHYTPU(UPMEHHBIE aHATU3BI 00CCTICUCHHSI KAUECTBA M KOPPEKTHPYIOITUE
MEpBI.

K obmedupmennbm mpobiieMam OTHOCSITCS:

* KOHTPOJIb IOKYMEHTAIINH;

* BEJICHHME BCEX 3alMCell 0 KaueCcTBY (JOKYMEHTHPOBAHUE);

* MPUMEHEHHUE CTATUCTUYECKUX METO/I0B. M HaKOHEIll, OTHOCUTENHHO U3/IeTIUN
(ycnyr) MHOTHE TTo/Ipa3aeneHus (GUPMbI TOKHBI PEIIaTh BOMPOCHI:

* 0003HAYECHUS 1IEJIe U BO3MOKHOCTH OIPEICIICHHSI TAllOB NU3TOTOBJICHHUS
(npeHTUPUKALINN);

* XpaHEHUsl, YITAKOBKU, TPAHCTIOPTUPOBKHU, OTTPY3KU;

* KOHTPOJISI CPEJICTB U3MEPECHUI U KOHTPOJIS;

* oOpameHus ¢ 1eheKTHBIMUA €TUHUIIAMHA TIPOTYKIINH;

* KOHTPOJISI KAaYeCTBA,;

* COCTOSTHUS TIPH MCTIBITAHUSX.

TpeThsi rpynma — 3T0O 3I€MEHTBI CHCTEMBI, CTICIIU(PUIHBIC TSI ONTPEICIICHHBIX
ITAroB:

* MPOBEpPKa KOHTPAKTOB;

* o0ecrieueHNE KaueCcTBa Ha Pa3IMYHBIX CTAIUSAX )KU3HEHHOTO IUKJIA TPOIYKITUH
(TIpoekTupoBaHue, 3aKyIKa MATEPHAIIOB U KOMITJICKTYIONTUX U3/CIINIA, N3TOTOBJICHHUE U
HCTOJIb30BaHUE).

CTpyKTypy CUCTEMBI KAYECTBA MOKHO TPE/ICTABUTH MUPAMUION TOKYMEHTAIIUN
(puc. 3.5.).
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BepxHio10 yacTh nupaMuabl 3aHUMaeT PyKoBOICTBO 110 Ka4eCTBY AJI BCell
¢Gupmpbl.

PykoBoacTBo (i CripaBOYHHUK) COAEPKHUT CPOPMYIUPOBAHHYIO TUPEKIIUEH ITOTUTHKY
¢bupMbI B 001aCTH KauecTBa, IEJIU 110 KAa4eCTBY U YTBEPKICHHYIO OPraHU3alMOHHYIO CTPYKTYPY
IIpOU3BOJCTBA.

CpenHio10 4acTh MUPaMUIbl COCTABIISIOT METOINYECKHE JOKYMEHThI 00-11ero xapakrepa,
MCPOIPUATHA U ITOCICAOBATCIIBHOCTD OHepaHI/Iﬁ 10 00ECIIEUEHUIO KAYeCTBA.

HwxHasg yacTe nmupamMuIsl IpeAcTaBisieT codoi Habop pabounx MHCTPYKIWN amst
HUCIIOJIHUTECIICHU.

Bce 3T TOKyMEHTBI OXBaTBIBAIOT CIEAYIONINE chephl eI TEIHHOCTH:
opraHu3aldoHHas padoTa;

IPOCKTUPOBAHHE;

JIOKYMEHTAIU;

MaTepUAIbHO-TEXHUUECKOE 00ECTICUCHUE;
MPOU3BOJICTBO (M3TOTOBIICHHUE);

WCIIBITAaHUS U IPUEMKA MPOLYKIINH;
KOPPEKTUPYIOIIKNE IEUCTBUS MPU OTKJIOHECHUSX;
CBSI3b C IOTPEOUTEIISIMH;

HaJ130D;

XpaHEHUE, TPAaHCIIOPTUPOBKA.
Kak nokassiBaer onbIT, 00beM PykoBoactsa cocraiser 100-120 nucto. Coctout ox u3 20
IJIaB 110 YHCITY OCHOBHBIX 3JIeMEeHTOB cucteMsl (cornacHo MC MCO 9001).

Cremyromnryro rpyminy JOKyMEHTOB COCTABIISIIOT CTAHAAPTHI IPEANPUSITHS (TIPOLIETYPHI),
KOTOpBIE PErIaMEeHTHPYIOT yIpaBlieHYecKHe 1 paboune npoueaypsl o odbecrnedyeHuto kauectra. B
COCTaBE JIOKYMEHTAIIMHN CHCTEMbI KaueCTBa, KaK MOKAa3bIBAET OIBIT, MX MOXET ObITh 710 200 Ha 250—
400 nucrax. B HUX ecTh OTBETHI Ha BCE BOIIPOCHI: «UTO», «KTO», «KAK» JAETA0T COTPYIHUKH
MPEINPUATHS IO 00ECTICUSHHIO KauecTBa.

W nocneauss rpynmna JOKyMEHTOB CHCTEMBI KaueCcTBa — 3TO pabodune
WHCTPYKIINH, CIPABOYHUKH M JIpyTas JOKyMEHTaIus cucteMbl. KoandyecTBo 1 00beM
ATUX JOKYMEHTOB 3aBUCHUT OT THIIA MPOU3BOJICTBA, IPOAYKIIUU U AP.

B crangaprax MCO 9000 noguepkuBaeTcs, YTO CUCTEMA KaueCTBA MPEAIPUATHUS
JOJDKHA OBITH TIIATEILHO JOKYMEHTHPOBAHA B IETISAX:

* YETKOT'0 YCTAaHOBJICHUS TPeOOBAaHUI K KQUECTBY M BBITIOJIHCHHIO pabOT 1O €ro
00€eCIIeUCHHIO;

* peryJsIpHOM (pUKCAIUU JAHHBIX O GAaKTHYECKOM KaueCTBE U
(YHKIIMOHUPOBAHUH CHCTEMbI KQueCTBa,

* MPOCJIC)KUBACMOCTH U WICHTU(UKAITUN TPOIYKITUN U JCHCTBUI TI0
00eCIeYEHHIO e KauecTBa;

* 3aKpeIUICHUS JIYUIINX TPAJAUIMA U HAKOIIEHHOTO OTbITAa OpraHu3aluu padboT B
CHCTEME KayecTBa;

* 00BEKTUBHOIO JI0KA3aTeJIbCTBA IIPABUIIBHOCTH BBITIOJHEHHS paboOT B 001aCTH

Ka4dycCTBa.

Kak rmoxa3pIBaeT OnbIT, PyHKIIMOHUPOBAHHE CUCTEMBI Ka4eCTBa CO3/aeT OJIaronpusTHBIN
MICUXOJIOTUYECKUH KIMMAT Ha MPEANPHUATHU: BBIIIOJIHEHHE ITPOLIECCOB UIET Oe3 momex, 0e3 ommnboK 1
OTCTYIUICHUH, YIyUIIaeTCsl COTPYIHHUUECTBO MEXKIY MOApPa3eeHUsIMU, OLTyIIaeTcs 0oee
CO3HATEJIbHOE OTHOILIEHHE K 00ECIIEYEHNIO KaUeCTBa y BCEX COTPYAHMKOB, @ HOBBIE U3 HUX OBICTpEe U
JydIie BKIIOYAIOTCS B paboTy, YeM 1O BHEAPEHHS CUCTEMBI.
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CucreMy MOXKET CIIPOEKTUPOBATH JH00asi OpraHu3alus, CIoCOOHAst BECTU
pa3pabOTKH (MOYXKHO MPUTIIACUTD JIaXKe KOHCYJITAHTOB U3 IPYrol OpraHnu3aliumn),
TJIaBHOE, YTOOBI B MPOEKTE OBLIN JOJKHBIM 00pa30M YUYTEHBI MTOJIUTUKA TPETPUSITHS,
OpraHu3alys MPOU3BOACTBA U BUJ HPOTYKIIHH.

3a NpaKkTUYECKOE UCIOJIb30BAHUE CUCTEMBI OTBEYAET JUPEKTOP, UbH
MOJIHOMOYHS HE MOTYT OBITh NepeAaHbl HUKOMY ApyromMy. [inanupoBanue
MEpPOIPUATUN B 00JIaCTH KauecTBa KOOPAUHUPYET oTaen obecnieueHus: Auectra. OH ke
oTBeuaeT 3a 3PPEKTUBHOCTH PaOOTHI CUCTEMBI, BHISIBIISIET aHOMAJIMU U COTJIACOBBIBAET
KOPPEKTUPYIOIINE TEUCTBHUSA.

[Ipenmpusatre CBOMMU CHIIAMH WX C IIPUBIICYEHUEM KOHCYJIBTAHTOB
Pa3pabatrbeIBaeT NPOEKT CO3/1aHUsI CHCTEMBI Ka4eCTBa.

[lenn mpoexkra:

* MOBBIIIEHUE KOHKYPEHTOCIIOCOOHOCTHU BBIITYCKAaeMOM NPOAYKIIUH,

* IPUOOIIEHNE K KOMIIJIEKCHOMY YIIPaBJICHHUIO KAUECTBOM,

* BHeJIpeHHe 3(p(HEKTUBHON CUCTEMBI Ka4eCcTBa JIsl KOHKPETHBIX YCIOBUM
(bupMBI.

IIpouecc MpoeKTHPOBAHMSA CHCTEMbI Ka4eCTBA HA NPEANPUATHH N0JKeH
OBITH THIATEJILHO cIIAaHMPOBaH. CylIeCTBYIOT YeThIpe (a3bl TAKOTO IUIaHA.

IlepBas da3a — ob6ocHoBaHue npoekTa. [lepBriM nelicTBreM Ha 3TOH ¢a-e
JOJKHA OBITh IOJITOTOBKA U MPECTABIICHUE MPOEKTa HA PACCMOTPEHHUE PYKOBOJACTBY.
Pemenne pykoBoacTBa — O4YEHb Ba)kKHAs BeXa B MpoeKTe. [IpoekT manupyercs B
JEeTaNsIX, BKIIOYasi HHTEHCUBHYIO MH(OPMAIIMIO BCETO MEPCOHANa ¢ UCIIOJIb30BAHUEM
pPa3IMYHBIX UTHPOPMALIMOHHBIX CPEACTB.

Bropas ¢a3za — pacummdpoBka, neranusanusi npoekra. [lens sToit dhazer —
N0OUTHCS SICHOTO MPEACTaBICHUS O (POpME U COAEP)KAHUH BCEX AIIEMEHTOB CUCTEMBI,
YIOPSAIOYHUTH COCTABJISIOIIME 3TOTO MPOEKTa, BHECTU CTA0MIIBLHOCTH B mporiecc. B aToit
(aze B OCHOBE CYIIECTBYIOIIMX CUCTEM KauecTBa J[;okeH ObITh pa3paboTaH (HamucaH)
MakeT PykoBoJCTBa 110 KaYeCTBY.

Tperbsi paza — ocymecTBiaenue. Ha 3toii (hase rimaBHbIMU JEHCTBYIOITUMUA
JUIAMH JTOJIKHBI OBITH OTJEJIbHBIE POEKTHBIE paboune rpymnibl. Bmecte ocHOBHOM
paboueii Tpynoi, BO3TIaBIsieMOl JUPEKTOPOM, OHU CO3AI0T PYKOBOJICTBA IO
KaueCTBY JIsS Bceil GUPMBI U JUTsl CBOUX ToJIpasiesieHuil. 'Ta (pa3a siBisercs Haubosee
TpyZAHOU U U3 MakeTa PykoBoxcrsa 1o kauectBy. Ta yacte PykoBoacTsa, koTopas
OTHOCHUTCS K )KU3HEHHOMY LUKy IPOIYKIUH, TOJKHA OBITh HAalKCaHa
COOTBETCTBYIOIIEH pabouel rpynmnoii u ""J[orHaHa noji KOHKPETHYIO TPOIYKLHUIO.
JloxanpHbIE TPOEKTHBIE TPYIIBI JOJKHBI 3aHUMATHCS TAKKE BHECEHHEM U3MEHEHUN B
CUCTEMY Ka4eCTBa.

YerBeprasi paza — BHYTPEHHHH KOHTPOJIb. OHa ITpeaycMaTpUBacT
MCIIOJIb30BAaHUE BHYTPUPUPMEHHOTO KOHTPOJISI pe3yIbTAaTOB MPOEKTA U

7 ()EKTUBHOCTHU €T0 OCYIIIECTBICHUSI.
Cucrema KavecTBa JI0JIKHA:
1. OGecnieunBaTh yrpaBieHHE KaU€CTBOM Ha BCEX YUaCTKaX «IIE€TJIH KaueCTBay.
2. ObecnieunBaTh y4acTHe B YIIPaBJICHUHN Kaue€CTBOM BCEX PAOOTHHKOB MPEAPUSATHS.
3. YcraHaBiMBaTh OTBETCTBEHHOCTh PYKOBOJCTBA.
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4. Ob6ecnieunBaTh HEPA3PHIBHOCTH JEATEIBLHOCTH 110 KAUECTBY C JESITEIBHOCTHIO 110 CHUKECHUIO
3aTpart.

5. O0ecnieunBath MpPOBEACHNE MPOPHUIAKTHUECKUX MTPOBEPOK MO MPEAYIPEKICHUIO
HECOOTBETCTBHH U J1e(hEeKTOB.

6. O0ecrieunBaTh 0053aTEIBHOCTD BBISIBICHUS IEPEKTOB U MPEMATCTBOBATH UX JOMYCKY B
IPOM3BOACTBO M K MOTPEOUTEITIO.

7. YcraHaBIMBaTh MOPSAJOK IIPOBEACHUS IEPHOJHUECKUX TPOBEPOK aHATIH3a U
COBEPIICHCTBOBAHUS CHCTEMBI.

8. YcranaBnuBaTh U 00eCcIIeYnBaTh MOPSIOK JOKYMEHTAIBHOTO 0(pOpMIICHHS BCEX MPOIIETYP
CHCTEMBI.

Cucrema kagecTBa MOXKET ObITh () (HEKTUBHOM TOJIBKO MPU YCIOBUH, YTO OHA PYHKIIMOHUPYET
OJTHOBPEMEHHO U B TECHOM B3aHMO/ICHICTBUH CO BCEM! BUaMU JEATEIBHOCTH, BIUSIONIMMH Ha
Ka4yecTBO NMpoAyKuuu. Cpean HIO OJHUM U3 OCHOBHBIX BBICTYIAET MAPKETHHT, KOTOPBIH KPAaTKO
MOYXHO 0XapaKTepU30BaTh KaK MMOUCK M U3yYCHUE PHIHKOB COBITA JUIS POBIKCHHUS TI0 HUM
MPOAYKINH (PUPMBEI.

Ecnm paccMOTpeTs «IeTiro KayecTBa, TO IEPBBIM M MOCIEAHNUM 3TAallOM 3aBEPIIAOIINM OJIHH
€€ BUTOK M HAaUWHAIOIINM CIIEAYIOIINH, SIBIISIETCSI MAPKETUHT. MapKeTHHT CUUTAETCS CPEICTBOM
obecrnieueHns KOHKYPEHTOCITOcOOHOCTH poayKuuu. Ero rmaBHas ¢popMyina — IMpOU3BOAUTH TOIBKO
TO, YTO IPOJAETCSL.
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MNpakTnyeckoe 3aHaATHe 9. 3arparbl Ha Ka4eCTBO

HckycHbIi mpomaBel] MOKET IMOJYYUTh 3aKa3 B YCJIOBHSIX KOHKYPEHIIMH C
ApyruMu pupmMamu, OJHAKO TOJIBKO KaueCTBO TOBapa OMpeesieT B OOJbIICH CTENeH! -
MOBTOPHUT JIM KIMEHT CBOM 3aKa3 y A3TOro mpojasla eme pa3. B cBow ouepenp
"MPUBIEKATETLHOCTS" NPOAYKUMU B OOJIBIIEH CTENEHW ONpelNesseTcs 3aTpaTaMy Ha
o0ecrnieueHrne KauecTBa, KOTOPbIe MOTYT 3HAUUTEIHHO MOBBICUTH MPUOBUTH (YUPMBI HIIH
HA00OPOT - CYIIIECTBEHHO COKPATUTH €€.

BonpmMHCTBO  MpeanpusaTHl  MSCHOM  MPOMBINIJICHHOCTH  HAaXOAWTCS B
COOCTBEHHOCTH YaCTHBIX MpEANpUHUMATENCH, OCHOBHOM 3amauell KOTOPBIX CTajo
o0OecrieueHre CTaOWIBHOM M JIOCTAaTOYHOM MNPHOBUIM OT IMPOM3BOJACTBA M HPOJAKU
npoaykuuu. [lpeanpuHUMAaTento BBITOJIHO MMETh TOCTOSHHBIX KJIMEHTOB, KOTOpbIE
YJIOBJIETBOPEHBl BBITYCKAEMOW NPOAYKIMEH M 00eCleyuBarOT JbBUHYIO JOJIIO
eXeJITHeBHOro oboporta. Ho ceromusanHuii noTpeduTeNs UMEET HEOrPAHUYEHHBIN BBIOOD
MEXAy TOBapaMH pa3IUYHbIX [POU3BOAMUTENEH, mpuoOpeTass UX MO CBOEMY
COOCTBEHHOMY EJIaHWI0O M Ha CBOW BKYC, TEM CaMbIM BBIHYXKJas MPOU3BOIUTEIS
MOCTOSIHHO M3bICKMBATh A()PEKTUBHbIE METO/AbI, OOECIEUUBAIOIINE CTAOUIIbHbBIC
MPOJaXh Ha MAaKCUMAIbHO BEICOKOM YPOBHE.

Yacto, B MOTroHE 3a MAaKCHMAJIbHBIMH MPHOBUIAMU, MHOTHE PYKOBOIUTEIN
CUMTAIOT TJIABHBIM I MPOJAXH IIEHY U CPOKH MOCTaBKH, MPH 3TOM HEIOCTATOYHO
yaensisi BHUMaHHE [EHHOCTH caMoOil mpoaykuud. Ho MMEHHO MPOIYKIHs SBISETCS
peIMeTOM NOTpeOsieHus, a, CIeI0BaTeIbHO, UMEHHO €€ KauecTBO OyJeT MpeaMETOM
BHUMAaHUS TOTPEOUTES.

B cBs31M ¢ 3THM MpeIMeTOM MOBBIILIEHHOTO BHUMAaHHUS CO CTOPOHBI PYKOBOJICTBA
KOMIIAaHUI CTaHOBSTCA 3aTpaThl Ha OOECHEYeHHE JOCTUTHYTOrO YpPOBHS KadyecTBa
MPOIYKIIUU ¥ METO/IbI YIIPABIICHUS, OCHOBAaHHBIE HA UX KOHTPOJIE.

[lon 3arpatamu Ha oOecnedyeHHe AOCTUTHYTOIO YpPOBHSI KayecTBa CIlEAyeT
MOHUMATh BECh KOMIUIEKC MEPUOINIECKUX PACXOA0B MPEINPHUITHS, HAIPABICHHBIX Ha
BBIIIYCK TapaHTUPOBAHHO  O€30MacHOW  MPOMYKIMH, HMEIOIIEeH  CTaOWIbHBIC
KaueCTBEHHBIC XapaKTEPUCTHKH B Mpeenax MPUEMIIEMOTO YPOBHS JUIsl JaHHOU TPYIIIBI
MPOIYKITHH.

JlaHHBIE 3aTpaThl MPUCYTCTBYIOT B OMOKETE 000N KOMMIAHWHM W WX IONIA B
000pOoTEe MOXET OBITH JIOBOJILHO CyllecTBeHHA. MHbopMmanus, omyOnMKoBaHHAS 3a
MOCIIeIHNE TONbl B W3JaHUsAX MHcTUTyTa obecreueHus kadecTBa BenmkoOpuTanun
(Institute of Quality Assurance), AMEPHKAHCKOrO OOIIECTBA IO YIPABICHHIO
kadectBoM (American Society for Quality Control) u EBpomnelickoii opraHuzamnuu 1o
kauecTBy (European Organisation for Quality) cBuIeTenbcTByeT O TOM, YTO B TeX
KOMIIAaHUSIX, TJ€ 3aTpaThl Ha OoOecreueHne JOCTUTHYTOIO YPOBHS KadecTBa JOJKHBIM
0o0pa3oM ydTeHbI, OHU MOTYT cOCTaBisATh OT 2% a0 20% u Oonee ot obopoTta. OHU
ABIIIIOTCS JIOBOJIbBHO BECOMBIM OpeMEHEM, OCOOCHHO [JIsi TPEANpPUSTUNA CPEAHETrO
Ou3Heca, KOTOpble B  HACTOsIIIeE BpEMs  COCTaBISAIOT  OCHOBHYKO  4acTh
MsiconiepepadaThIBaOIEH TPOMBIIILIEHHOCTH.

[Ipu 3TOM B yCTOSIBIICHCS MpakTUKE B 00JIACTU YNPABJICHHUS] KAYECTBOM W B
COOTBETCTBUM C TEOpPUEH paclpelesieHusl 3aTpaT Ha OOecreueHHe W MOJTBEPKICHHE
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JNOCTUTHYTOI'O YPOBHS, 3aTparbl INPHUHATO PACHPEAEISATH II0 YETHIPEM OCHOBHBIM
KaTE€ropusM:

® 3aTpaThbl Ha NPEIOTBPAILECHUE BO3MOXXHOCTH BOZHUKHOBEHUSI HECOOTBETCTBUM
- KOMIUIEKC 3aTpaT, CBA3AHHBIX C KaKOM-IHOO AEATEIbHOCTBIO, KOTOPas CHUYKAET WIH
HOJHOCTBIO IPENOTBPALIAET BO3MOXHOCTh IOSBIIEHUSI HECOOTBETCTBHMM (3aTpaThl Ha
MPEeAYIPEAUTENBHBIE MEPOIIPUATHA);

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

e BHYTPECHHHUE 3aTpaThbl HA NMPOAYKLIHIO C BBIABICHHBIMU HECOOTBETCTBUSIMU -
KOMIUJIEKC 3aTpaT, NOHECEHHBIX 10 NPOJAXH IPOAYKUHH IO MPHUYMHE TOrO, YTO
OTOBOPEHHBIN YPOBEHb KaueCcTBa HE ObUI JOCTUTHYT;

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

[IpuBeneHHas kareropusanus 3JIEMEHTOB 3aTpaT SBIsETCA OOLIEH U JOCTaTOYHO
YCIOBHOW, TaK KaK B KaXJOM U3 MPUBEIEHHBIX pa3[eioB HAXOAMUTCS OO0JbIIOE
KOJINYECTBO PA3JIMYHBIX CTATEN PACX0JI0B, KOTOPBIE MOTYT HECKOJIBKO BAPbUPOBATH IPH
cbope n aHasM3e UH(POPMALIMU B Pa3IMUHBIX KOMIaHUSIX.

COop ¥ aHanM3 JaHHBIX MPOBOAMUTCS MO PsiAYy (PUKCUPOBAHHBIX IOKa3aTeleH,
XapaKkTepU3yroImux 3(PQPEeKTUBHOCTh OOECIEeUEHUs YpPOBHS JIOCTHUTHYTOIO KayecTBa
COBMECTHO C pa3pabOTKOM U BHEAPEHUEM CUCTEM YIPABJICHUS KAUECTBOM:

® Ha 3Tare AMarHOCTUYECKOIO ayauTa;

® [I0CJI€ ONTUMHU3AIMH pPadoT;

® [EPUOINYECKH JJIS LIEJIEN KOHTPOJII CHCTEMBI.

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

Hamu, Ha oOCHOBE /MTEpaTypHBIX JaHHBIX, TEOPETUYECKUX paCyeTOB U
MPAKTUYECKOI0 aHallu3a pe3ysbTaToOB JAEITEIbHOCTH MHOTHX MscCOIlepepadaThlBaloOIInX
NPEeANPUATHIA, ObUTH BBISIBJIEHBI OCHOBHBIE TEHJECHIIMU B U3MEHEHHUH 3aTpaT B MPOLECCE
OpraHu3allii U MPOBEACHUIO paboT Mo pa3pabOTKE W BHEIPEHHUIO CUCTEM YIIPABJICHUS
Ka4eCTBOM.

[lepBbIM H3TamoM mpoBeAECHMs] pabOT SABISETCS AUAarHOCTHYECKU ayauT. B
mpoliecce  ero  MpOBEACHHMS  KOMIUIEKCHO  aHajmusupyercsi  3(G(EKTUBHOCTH
MIPOU3BOICTBEHHOM JEATEILHOCTH MPEANPUSITHS, BBIBIAIOTCS clladble MecTa, 00bEM U
OPUYMHBL  BBIPAOOTKM  OPOAYKIMM  C  HECOOTBETCTBUSIMH,  3aTpaThl  Ha
IIpEaYNPEAUTENBHBIE MEPOIIPUATHSA U KOHTPOJIb B IIPOLIECCE ITPOU3BOICTBA.

TunnuHoe pacrpeneneHue 3arpaTr, KOTOpoe MOKET BO3HUKHYTh IIPU ITPOBEICHUH
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 MPOIYKIIMHA C HECOOTBETCTBUSAMH, %o K ot 0,4% 1o
o01eMy 00BeMy BBIPAOOTKH COCTABHIT 0,9%
o0mmif 00beM peKIaMaliii ¥ BO3BPATOB U3 TOPTOBOi ceTH, %o K ot 0.5% 110
V]
001eMy 00beMy BEIPAOOTKH COCTaBUII 10 ’
00BeM 00IHKX 3aTpaT Ha 0OecCIeueHNE TIOCTUTHYTOTO YPOBHS Soree 21%
0
KauecTBa, % K 000pOTy, B TOM UHUCIE
BHYTpPEHHUE 3aTPAThl Ha MIPOAYKIIWIO C BHIABJICHHBIMU
HGZOETBGTCTBI/I;I;/H/I poE oT 4,4% 110
9,7%
ot 7,8% 1o
BHEIIHUE 3aTPAThI HA IPOJIYKIUIO C BHISBICHHHIMHU HECOOTBETCTBUAMH | 1 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 cnegyer wu3 T1pUBEOEHHOM CXEMbI, 3aTpaTbl HAa MOPOAYKLUHIO 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,
nepepacnpeeneHiue padoTbl, COPTUPOBKA, JOMOJHUTEIbHBIE ONMEPALUU MO YAAJICHHUIO
000JI0YKH, TPOBAPUBAHUIO U T.J., 3aTPaThl Ha YTHJIM3AILUIO, BO3MEIIEHUE yliepOa 1o
peKJiaMalysaM, pacCMOTPEHHUE Kano0, TPAHCIOPTUPOBKA BO3BPAILIEHHON MPOAYKIIMH U
ap. Tem He wMeHee, MHOTHE MNPEANPUATUS, HECMOTpPS Ha OoJiblliue OObEMBI
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HECOOTBETCTBYIOIIEH IPOIYKLIUN HE BBIJICIIAIOT BBIIIEIEPEYNCIICHHBIE
JOTIOJIHUTENBHBIE 3aTpaThl U HE YUYWTBHIBAIOT MX, CIMCHIBAas Ha pa3IMYHbIE CTaTbU
pacxo/ioB, B pe3yJbTaTe 4YEro MPOUCXOAUT HEOOOCHOBAHHOE YJOpOKaHUE IPOLIECCOB,
KOTOPOE BbINa1aeT U3-T10J] KOHTPOJIS U CTAHOBUTCS paboueii 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 4YHCJIE s 0OECHe4eHHs] CTAOMJIBHOCTH TEXHOJOTMYECKHX ITOKa3aTesei, HOCAT
CKOpee 3MHU30IMYECKUl U OTHOCHTENbHBIA Xapakrep. WHbopManus o MpOayKIHH C
HECOOTBETCTBUSIMHU B OOJIBIITMHCTBE CIy4YaeB JOJDKHBIM 00pa3oM HE YUHTHIBAjach U HeE
aHAJIM3MPOBAIACH, YTO BEJIIO K MCKAKEHHIO XapaKTepa W paclpeiesieHus 3aTpar Ha
oOecrieyeHne KadyecTBa. B HEKOTOpBIX Cily4asx Takas MPOIYKUHWs, BBISBICHHAs [0
3aBEPILICHUS TEXHOJOTMYECKOIO IMpOIEcca W HampaBlIeHHas Ha nepepaboTKy BHYTPHU
IIPOM3BOJCTBEHHOIO yYacTKa WM Mpoliecca, He (PUKCHpoBanach HU B KaKMX OTYETaX.

AHanu3 XxapakTepa HECOOTBETCTBUH W NPUYMH UX BO3HUKHOBEHHS B
OOJIBIIMHCTBE CIIy4aeB CBOJAWICA K YJIMUEHUIO U MaTepUaJbHOMY HaKa3aHUIO
BHHOBHBIX. JTO B CBOIO OYE€pEAb HE TOJBKO HE CTUMYJIHPOBAIO MPEAYNPEKIACHUSL
BO3HMKHOBEHUSI HECOOTBETCTBUI ITyTEM BBISBIECHUS UX HAa PAaHHHUX CTaIUsAX IIpolecca,
HO ¥ MOATAJIKMBAJIO EPCOHAN K COKPBITHIO caMoro (pakTa HaJIM4Ms TAaKOH MPOTyKIUH.
B npakTrke HEKOTOpBIX MPEANPUATUI B Ipouecce (POPMUPOBAHUS 3aKa30B U OTIPY3KU
rOTOBOM MPOAYKIMU B TOPrOBYIO CE€Th, ObUIM CIy4yau, KOTJa MPOIYKUHUS C 3aBEAOMO
M3BECTHBIMH HESIBHBIMH HECOOTBETCTBUSMH HE OTCOPTHUPOBBIBAJIACh, @ B HEOONBIIMX
KOJIMYECTBaX paclpenessjachk Mo 3aka3aM BO HM30€XaHHE HaJoKeHHs wWTpadoB M
CHIDKEHHS TIPEMUM.

HeycroilunBoe TmoNOXeHUWE C pPbIHKAMU CObITa BBIHYAMJIO PYKOBOJCTBO
NpEeANPUATANA 3aKpbIBATh I1a3a HA 00BEMBI U XapaKTep MPOIYKIIMH, BO3BpAILIAEMON U3
TOProBoil ceru. bmaromaps 3TOMy I€pCOHaNy CTajlO BBITOJHO IOJy4aTb TOT K€
IIPOLIEHT MPOAYKIHH C HECOOTBETCTBUSIMM B KayeCTBE HEPEAIN30BAaHHOW 11O
pazIM4YHBIM NpPHUYMHAM, B TOM YHUCJIE IO HMCTEUYECHHUIO CPOKOB TroAHocTd. OIHaKo,
BHEUIHHE 3aTPAThl HA MPOAYKIIHIO C HECOOTBETCTBUSMU OOBIYHO COCTABIISAIOT OOJIBILIYIO
CyMMY, Y€M B Clly4dae OTCOPTUPOBKHM TOTO K€ MPOLEHTA JAHHOW NPOAYKLUWU BHYTPH
IIPOU3BOACTBEHHOI0 Impouecca. B 3TOM ciydae aedCTBYeT NpaBWIIO, W3BECTHOE B
MpakTUKe padOT MO CHUCTeMaM YIpaBlieHWs KadecTBoM Kak 'mpaBuio 10-tu". OHo
MOKET OBbITh HArJISAHO MNPOMJLTIOCTpUpoBaHO Ha cxeme 1. CyThb JaHHOTO MpaBuia
CBOAMUTCS K TOMY, YTO BBISBICHHE HECOOTBETCTBHS Ha KaXJOH MOCIEIYIOUIEH CTaauu
Mpoliecca HECOM3MEPUMO YBEJIIMUUBAET 3aTPATHI MPEIPUSATHUS.

Tak>xe ObUTH BBISIBJICHBI 3aKOHOMEPHOCTH pACTIpEeTICHUS 3aTpaT Ha MPOYKIIUIO
C HECOOTBETCTBUSMU O MPUUMHAM MX BO3HUKHOBEHHS (Tabmuua 2). B GoyblimHCTBE
ciyyaeB (10 38%) npuYrMHBI BOSHUKHOBEHHUS HECOOTBETCTBUM KPOIOTCSI B HEOPEIKHOCTHU
WIM HEJOCTaTKe 3HaHMW mepcoHana. Pabotatomue  HEMOCPEACTBEHHO  Ha
IIPOU3BOJICTBEHHBIX ONEpPALUAX 3a4acCTyH0 HE 3HAIOT HA3HAYEHUS M TEXHOJIOTHYECKUX
CBOMCTB CBIPbSl 1 MaTe€pUajioB, HE MOTYT "yBUAETh'" MPEANOCHUIKU 11 BOSHUKHOBEHHUS
HECOOTBETCTBUH, padOTArOT "CIIENO" UCIIONHSAS PACHIOPSKEHUS MacTEPOB, BOCHPUHUMAS
Mepbl HEoOXonuMble A oOecreueHusi 0e30MacHOCTH M KayecTBa MPOIYKIMH Kak
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NPUXOTh HAYaJIbCTBA WM KaK HEOOOCHOBAHHO TSDKENbIE YCIOBUS Tpynaa (B MEPBYIO
ouepelp paboTa B OXJIaXIaeMbIX MoMmelleHusx). HenoBonscTBO pabouero nepconana,
€ro Hu3Kas KBaJM(UKalMs M OTCYTCTBHE MHTEpeca K OCYLIECTBISIEMBIM ONEpaLUsiM
HEN30€KHO MPUBOJUT K HEOPEIKHOCTH MCIIONIHEHUSI UM CBOUX OOS3aHHOCTEN U Tpedyer
OOJIBIIOTO  KOJIMYECTBA KOHTPOJIEPOB, HE 3aHHUMAIOIIUXCS HENOCPEICTBEHHBIM
OPOU3BOJACTBOM IIPOAYKLHWH, a JHIIb CIHEOSIIIAX 33 HALISXKAIIUM HCIIOJIHEHUEM
ApyTUMH cBoux oOs3aHHOCTEl. TeMm caMbIM yCTAaHOBJIEHHBIM Ha MNPEANPUATUU
TOTaJIbHBIA KOHTPOJIb KA4E€CTBA, BOBJICKAIOIIMMI B JAHHBIN IPOLIECC OTPOMHBIE PECYPCHI,
B TOM YHCIIE MaTepuajibHbIe, ONpPABABIBAECT c€0s JUIIb YaCTUYHO, MPEXyNpexaas
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
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Bropoit Haubonee 3Haunmon mupuuuHou (0 34%) sBIAETCS HECOONIOACHHE
HEOOXOMMBIX TEXHOJIOTHYECKUX MMapaMeTPOB MPOIEecca U3-3a OTCYTCTBUS pPerilaMeHTa
MIPOU3BOJICTBA U JIOCTATOYHOTO TEXHUYECKOTO OCHallleHHs. Tak Kak MSCHOE ChIpbe
SIBJISIETCS OMOJIOTMYECKU aKTUBHBIM, TO YCJIOBHUS MPOU3BOJICTBA MsCAa U MSCOIPOIYKTOB
ABJISIIOTCS  OMPENENAIOIMMUA B OOecriedeHrH ero Oe30MacHOCTH M KadecTBa. B
COOTBETCTBUM  OJHHMM W3  HEMaJOBXHBIX  aCHEKTOB  CTaOWJIBHOCTH U
rapaHTUPOBAHHOCTH  KAUYECTBEHHBIX  XapPaKTEPUCTUK  SABJSETCA  TEXHUYECKOE
oOecrieyeHre Mpon3BOJICTBA, KOTOPOE HA MHOTHUX MPEANPUITUSIX OTPACITH 3HAUUTEIHHO
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 BO3HUKHOBEHHMSI HECOOTBETCTBUIM
IMPOAYKIHIO C HCCOOTBCTCTBUAMU

Heb6pexHoCTb, HET00POCOBECTHOCTH 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

HenobpokadecTBeHHBIC WM HEKOHTPOJIUPYEMbIC
CBhIpbE, WHTPEIUCHTHI, BCIIOMOTATEJIbHBIE 10%
MaTepHaIbl 1 TIp.

[Ipoune 6%

Takum o0Opa3oMm, B YCIOBHSX, KOrJa Ha MNPEANPUATAM OO0 3aTpar Ha
MPEIYNPEKIAOMNE JEUCTBHUS YPE3BbIYAHO Majla U B LEJIOM CHUCTEME MEPOIPHUSITUH,
HallpaBJICHHBIX HA NOPEAYNPEXKJICHUE TOSBICHHS HECOOTBETCTBUM  YIENSETCS
OTHOCUTEIBHO HEOONBIIOE BHUMAaHHWE, TOSBISAIOTCS M PacTyT 3aTpaTrbl Ha
HECOOTBETCTBYIOLIYIO MMPOAYKIIHUIO.

Hrtorom xomruiekca MEpOIPUSTUN, HAMPABICHHBIX HA 00eCreYeHne CTaOUIIbHBIX
XapaKTEPUCTUK BBIpAOATHIBAEMOM TPOJYKIIMU SBISIETCS COKpAIlleHWe 3aTpaTr Ha
oOecrieueHre KauecTBa, 4YTo MPEACTABICHO Ha Auarpamme 2.

Ha ocHOBaHMM TONy4YeHHBIX PpE3yJbTaTOB MOXKHO  BBISIBUTH  OOIIHE
3aKOHOMEPHOCTHU B U3MEHEHUU 3aTpaT Ha IOCTUTHYTHIM YPOBEHb KauecTBa. (cxeme 2).

Huarpamma 2. PacmpeneneHue 10 KaTeropusM 3aTpaT Ha oOecredeHue
JOCTUTHYTOT'O YPOBHS Kau€CTBa B CPABHEHUHU C IEPBOHAYAIIbHBIM pACIIPEEICHUEM

Ha npencraBieHHO#l cxeMe YpOBEHb KayecTBa M3MEPSETCS B paHre KaTeropuu
"MHOTO HECOOTBETCTBUM" - ""HET HECOOTBETCTBUI'" WJIM "COBEPIICHCTBO" .

B neBoit yactu rpaduka odiiue 3arpaThl Ha 00ECEYeHUE JOCTUTHYTOTO YPOBHS
KauecTBa BbICOKH, OCHOBHOM MPUYUHOM 3TOTO SBIISIIOTCS BHICOKKE MTOTEPH, CBSI3aHHBIE C
BBIPAaOOTKOM TMPOAYKIIMM C HECOOTBETCTBUAMM. 3aTpaThl Ha MpeAyNpeauTesbHbIC
MEpONPUATHS. OYEHb Mallbl, 4YTO OOYCJOBJIEHO B TMEPBYIO OYEpelb OTCYTCTBHUEM
CUCTEMBI B OCYIIECTBISIEMOM paboTe Mo 00eCeUeHNIO0 JOCTUTHYTOTO YPOBHS KauecTBa.

Jlurasice BnpaBo 1o TrpaduKy, HAOIIOJAETCS POCT JOCTUTAEMOTO YPOBHS
KauecTBa 3a CUYET YMEHBIICHHUS 00beMa BBIPAOOTKU MPOAYKIIUU C HECOOTBETCTBHSIMU.
JlanHasi TEHACHIMS XOpPOIIO 3aMeTHa TMpU pa3paboTKe OMEPATUBHOM CHUCTEMBI
MpEayNpPEeIUTEIIbHBIX MEPONPUSATAN M TMOBBIIMICHUH KYJIbTYypbl MPOU3BOJICTBA, B TOM
qyclie MyTeM OO0y4YeHHUsS W MOBBIIEHUS KBaluduKauu pabouyero mnepcoHana. 3aTparbl
Ha NpEeayNpEeAUTENbHBIE MEPOIIPUATHUS PACTYT, HO 3a CUET ATOTO MOTEPU HA MPOTYKLIHIO
C HECOOTBETCTBUSIMHM OUYEBUIHO TNANAIOT, KaK pPE3yabTaT MPeayNpeauTeIbHBIX
JIEHCTBUM.
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Cxema 2. BzaumocBsizb MEXIy 3arpaTaMd Ha O0O€CIeUeHHUE TOCTHUTHYTOTO
YPOBHSI KQUeCTBAa U YPOBHEM KaueCTBa
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(CcosepuwIeHCcTB0)
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Kak siBcTByeT u3 rpaduka, Ha 3TOH CTaJuMU 3aTpaTbl Ha HECOOTBETCTBYIOIIYIO
NPOIYKIHUIO TMAal0T ObICTpee, HEXEIH BO3PACTAIOT 3aTpaThl HA MpPEaylnpeauTeNbHbIe
Mepornpustua. Pe3ynbraTomM SBIsSIETCS yMEHBIIEHHE OOIIMX 3aTpaT Ha oOecreyeHue
JOCTUTHYTOTO YpOBHSI KauecTBa. [IpW STOM BIMSHUE CHUXEHUS YPOBHS 3aTpaT Ha
KOHTPOJIb HE3HAYUTEIBHO.

Emie pa3 xouercst mog4epKkHyTh, YTO NMPOBEJCHUE TAKOT'O POJIa aHallh3a 3aTpaT Ha
o0OecrieueHWE KauyecTBa M BBEACHUE €ro B TOBCEIHEBHYIO MPAKTUKY SBIISETCS Ha
OPEeINpUITHA OJHUM U3 3P(PEKTUBHEUITNX MEXaHU3MOB KOHTPOJS U BO3JEUCTBUS HA
YPOBEHb JOCTUTHYTOIO KadecTBa NPOAYKLMUH, T.K. MPEAOCTABISACT PYKOBOJIUTEIIO
OOBEKTHBHYIO KapTUHY B OTHOIIEHHH Kaue€CTBAa U MOXKET aKTUBHO MCIOJb30BATHCSI UM
JUIS OTIEpATUBHOM OIIEHKHU, OOHAPY>KEHUS MTPOOJIEM U YCTAaHOBJICHUH IEJIEH.

Opnako, 3aTparbl Ha MHUHUMHU3ALMI TIOTEPh BCIEACTBUE MPOU3BOJCTBA
MPOJIYKUHUH C HECOOTBETCTBUSMU OYAYyT CYLIECTBEHHO Pa3JIMYHbl B 3aBUCHUMOCTU OT
IPUYUHBIL, KOTOPYIO HEOOXOAMMO YCTpaHuTh. [loaTOMy HEOOXOAMMO paHKHUPOBAHO
MOJXOJUTh K BOIIPOCY 0 00 OpraHu3alvy Ha NpeArnpusTHH paboT B 00JacTU KayecTBa.
K npumepy, TiiatenbHblil aHaIN3 MOKET PUBECTH PYKOBOJUTENS K BBIBOY O TOM, YTO
HAaYMHATh HEOOXOJUMO HE C 3aMEHbl JIOPOTOCTOALIEro OOOpyHOBaHUS, a C
COBEPILEHCTBOBAHMS IIPOLECCAa 3aTOYKM HOXEH i1 uMmeromerocs. be3 poctynHoit
JeTalbHOM MHGpOpMallMu B BHJE OTYETa MO PACIpeleseHUIO CTaTell pacxoJoB Ha
JOCTUTHYTBI YpOBEHb KauecTBa, 00pb0a C HECOOTBETCTBUSMH OyAeT paBHOCHUIIbHA
00pBpOE C OTHEM BMECTO MPEAYNPEKICHUS TT0KAPOB.

Bce BbIsIBIEHHbIE NPUYMHBI BBIPAOOTKH NPOAYKIUU C HECOOTBETCTBHSIMHU
3aCIIy’)KMBAIOT KOPPEKTUPYIOIIMX MEPONPUATHIA, OJHAKO HEOOXOJUMO B TIEPBYIO
ouepeb yJIEIUTh BHUMAaHUE TEM OOJIACTSAM, KOTOPbIE NaayT HAWOOJNBIIYI0 OTAady B
OTBET Ha 3arpadyeHHble ycuiuda. [IpaBwiio pacnpenenenus Ilaperro rmacut: 80%
npobisieM siBNIsSItOTCST pesynbTaToM 20% npuunH. BriaaeiBas cpenctBa B yCTpaHEHHE
IIPUYMH Cpa3y BCEX HECOOTBETCTBUM, PYKOBOJAUTEIb TEM CaMbIM HEONPABIAHHO
YBEJIMYMBAET 3aTPaThl HA KAU€CTBO, IEPEBOJIA UX B KaTeropuio "yObITOK".

KoppekTupyromue BO3IEUCTBUS JTOJDKHBI NPECIEAOBaTh LENb IOJIYYEHUS C
HAaUMEHBIIMMH 3aTpaTaMd HAWIy4YlIUX pe3yiabTaToB. lloaTomy mpexnae yem
pacxoioBaTh CpeICTBa Ha  MPEAYNPEIUTENbHbIE  MEPONPUATHS  HEOOXOAUMO
OCYIIECTBUTh  TMOAPOOHBIA M  JOCKOHAIbHBI  aHAIW3 BO3MOXKHBIX  INPUYUH
BO3HMKHOBEHHUSI HECOOTBETCTBUII B  OCYIIECTBISIEMOM MPOLECCE, IOCTapaThCs
ONMpENeNUTh TE€ ONepalud W CTaJud, A€ HeOOoJblIMe HM3MEHEHUsS OOEpHYThCS
MaKCUMaJlbHO TMOJOXKUTEIBHBIM pPE3yJbTaTOM, YTO TaKXe TOCIYXKHUT XOPOUIUM
CTUMYJIOM JUIsl TepcoHaja KOMIAHWU. BIoOjHE KOHKpPETHOE YIy4YlI€HUE MO3BOJIUT
OLLYTUTh BBITOJY OT MPEANPUHUMAEMBIX JEHCTBUA M TMOKaXEeT, YTO 3arpaThl Ha
KaueCTBO MOTYT IPUHOCUTD MPUOBLITb.

Tak, HauMHAas ¢ MaJIOTO U JICUCTBYS IIar 3a IIarom, CTPOUTCS paboTOCTIOCOOHAs 1
(GYHKIIMOHUPYIOIIAsl CHCTEMa YIPaBJICHUS KayeCTBOM, MNPUHOCSINAS MPEANPUSTHIO
npuObIb U TPOLBETAHHWE 3a CUET YJIOBJICTBOPEHMSI MOTpeOUTEeNed HaumydIien
MPOAYKIIUEN
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MNMpakrtndyeckoe 3aHsaTne 10.KOHKYPEHTOCITIOCOBHOCTb N
KAYECTBO

[Tocnennue roapl OTMEUEHBI OECHpeleIEHTHBIM POCTOM BHUMaHUs K IpodiieMe
KayecTBa. MHUpPOBOM ONIBIT NMOKA3bIBAET, YTO HAYYHO-TEXHUUYECKUU IPOTIPECC B TAKUX
cTpanax, kak SAnonwus, KOxnas Kopes u Kuraii, 6611 onpenieneH npopsiBOM UMEHHO B
KaueCTBE, [T03BOJUBLIMM UM PE3KO YBEIMYUTH CBOW IKCIIOPT.

VBenuyeHne 3KCIOopTa OTEYECTBEHHBIX TOBAPOB B YCIOBUAX IOCTOSHHO
pacTymux TpeOOBaHH BHEITHETO PhIHKA HEBO3MOKHO 0€3 MOBBILICHUS UX Ka4eCTBa.

CeronHsi cpey COCTaBIIIOIIMX KOHKYPEHTOCIOCOOHOCTH TOBapa LiEHa YXKE He
nomuHupyeT. Ha nuaupyrommue MNO3MIHMH BBIXOAAT IOTPEOUTENHCKHE CBOWMCTBA
(pyHKIMOHANBHOCT, W3aliH) M YpPOBEHb CEpBHUCA, IOJ KOTOPHIM IOHUMAETCs HE
TOJIBKO BO3MOKHOCTh PEMOHTA, HO U OBICTPOTA, C KOTOPOW OH MOXET ObITh MPOU3BEICH
B JIF000M TOYKE IIAHETHI.

PaccMoTpuM MoHSATHE KOHKYPEHTOCIIOCOOHOCTH. DTO OUYEHb Ba)XKHBIN KPUTEPUIA,
XapaKTepU3yIOIINUNA BO3MOXHOCTH (PUPMBI CYIIECTBOBATH B PHIHOYHBIX YCIOBHSIX.

[lonsTe KOHKYpeHIMM (KaKk W TMOHSATHI YIpaBleHHs, KauecTBa) BechbMa
pa3zHooOpa3Ho (KOHKypeHIUs (UpM, FOCyIapCTB, BHYTPUOTpACIeBasi, MEKOTpacyeBas,
LIEHOBAas, HELEHOBAs, HeZ00pOCOBECTHAS, qucTas, MOHOIOJIUCTHYECKAS,
OJIUTOMOJIUCTUYECKAs, (PYHKIMOHAJIbHAS, BUJOBas, MpPEAMETHAsA, MpsAMas, CKphITas,
CBOOO/IHAs, COBEPILIEHHAA U T. 1.) U pacCMaTpUBAETCs B CLIEIUATBHBIX Kypcax.

B o6miem citydae noj KOHKypeHuuel moHUMaeTCs:

* 3JIEMEHT PHIHOYHOI'O0 MEXaHU3Ma WK

* (Qopma B3aUMOJAEWUCTBUSA PBIHOYHBIX CYOBEKTOB WJIM  SKOHOMHYECKOE
CONEPHUYECTBO 000COOJEHHBIX TOBAPOIPOU3BOJIUTENEH 3a IO PbIHKAa M MPUObLIH,
MOJIyYEHHE 3aKa3a WIH

* MEXaHU3M PETYJIUPOBAHUS IPONOPLUI 00IIECTBEHHOTO MPOU3BO/ICTBA.

KonkypeHntocnocod0HocTh TOBapa — CIOCOOHOCTH TOBapa  OTBEYaTh
TpeOOBaHUSAM PbIHKA JAHHOTO BUJA TOBapa.

KoHKypeHTHOCTIOCOOHOCTh YCIYyTH — CIIOCOOHOCTD YCIYT OTBEYaTh TPEOOBAHUIM
PBIHKA JAHHOTO BUJIA YCIIYT.

Ouenka koHkypeHTocnocoOHoctu ToBapa (KCII) mpousBoguTcs Ha OCHOBE
COMOCTAaBJICHUS JAaHHOW MPOJIYKLIHMHU C COOTBETCTBYIOLIEH MPOAYKIHUEH APYTrux (hupM.
[lokazaTenb  KOHKYpPEHTOCIIOCOOHOCTH  NPOAYKIMU  BBIPAXKAETCS  OTHOLICHUEM
nosiesHoro 3¢ddexra k 1eHe MnoTpedieHus, a 3a Moye3Hbld A(h(eKT npuHUMAIOTCS
MHTErpaJIbHbIE MOKAa3aTEeIN XapaKTePUCTUK TOBApa — €ro Ka4ecTBO.

B oskoHOMuYeckoil TeOpHUM KOHKYPEHTOCIIOCOOHOCTH TOHSITUE  YPOBHSA
koHKypeHTtocnnocoOHoct  (K)  cBs3piBaeTCsi ¢ OTHOIIGHHWEM  IIOKa3aresei
KOHKypeHTocriocoOHocTr Hamed npoayknuu (Kcobct) u konkypenTa (Kkonk). Eciu
3T0 otHomenue K > 1 (Oomee eauHMIBI), TO HaIla OPOAYKIMS CUUTACTCA
KOHKYPEHTOCTIOCOOHOIA.

[TokazaTenun KOHKYPEHTOCIIOCOOHOCTH BBIPAKAIOTCS KAK YAaCTHOE OT JEIECHUS
CyMM OTHOCHTEJIbHBIX IIOKa3aTelied XapaKTepUCTUK KayecTBa MPOAYKLIUU K

OTHOCHUTEJILHOM IIeHe TOTPEOICHHS ITOM MPOTYKIIHH.
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OTHOCHUTENIbHBIE 3HAYEHUs NOKAa3aTeNied XapaKTepUCTUK KadyecTBa U LEHBI
NOTpeOJICHHsST TIONYy4YaloTCsl M3 CPaBHEHMsI XapaKTEPUCTUK M IIEHbI MOTPEOICHHS C
TaKOBBIMH Y TPOAYKIMHU, NPUHITONH 3a 0azy. 3a 0a30BYI0 MPOAYKIHIO MPUHUMAIOT
yCTaHABJIMBAEMYI0 B MAapKETHUHIE, HJEaIbHYI NoTpeduTensckyto wmoaens (MUIIM)
NPOIYKIUH, T. €. Ty NPOAYKIIMIO, KOTOPYIO KENAIOT IPUOOPECTH MOTPeOUTENH.

Ecim  uena morpeOiieHMs  MCKIIIOYAETCs M3 aHalu3a, TO  OLICEHKHU
KOHKYPEHTOCTIOCOOHOCTH HA3bIBAIOTCSI HEIICHOBBIMH.

XapakTepUCTUKH KayecTBa TMPOIYKIUH, HE MHTEPECYIOIUEe TMOTpeOuTeNs
(HanpuMep, TEXHOJOTMYHOCTh  M3TOTOBJEHUS MNPOAYKIHH), B  pPacCMOTPEHHE
KOHKYPEHTOCTIOCOOHOCTH HE TPUHUMAIOTCS.

HekoToppie SKOHOMHCTHI JUIsI  BBIIICHANMUCAHHBIX  (GOpPMYyN  MpeIararoT
yTouHeHud. Hampumep, cuuTaTh, OTHOLIEHUS KadyecTBAa W LIEHBl KBAJpa-THUYECKOU
3aBUCUMOCTBIO HWJIM BMECTO CJIOKE€HHSI MPUHUMATh IPOU3BEJEHUE TIOKa3zaTenei
XapaKTEPUCTHUK Ka4eCTBA IPOTYKIIUH.

Psin uccnenoBateneil y4UTHIBAIOT 3HAUMMOCTD («BEC») XapaKTEPUCTUK KayecTBa
HapaBHE ¢ LIEHOW MOTpeOIeHUsI.

B pacyersl KOHKYpPEHTOCHOCOOHOCTM MOET OBITb BHECEHO  MHOIO
cyobekTuBHOTO. KpoMe TOro, B HUX M3 KBAJUMETPUH* B3ST MPUHIUIN MOJTYYCHUS
KOMIUIEKCHBIX XapaKTEPUCTUK KayecTBa MNPOIYKIHMH, YTO YPEBATO KOMIIEHCALUEH
3HaYEHUN OJHUX XapaKTepUCTHK 3HaYeHUsIMHU JApyrux. Bce 310 roBopur 00
OTHOCUTEIBHOCTH U OCTOPOKHOCTH B TAKOT'O POJIa OLICHKAX.

U3 xnueu pexopoos ['unnecca uszsecmen cnedyrowut cayyau. I'eupu Dopo
Opeanu308anl  onpoc  OOIbLUWIO20 KOIUYeCmea HNOMEHYUAIbHbIX —NOKynamenel o
Ka4eCmeeHHblX XApaKmepucmukax U yeHe Hceaaemo2o umu aemomoouss, m. e. oviia
ycmanosiena uoeanvhas nompebumenvcrkas mooenv (UIIM). 3amem, no pesynemamam
amanuza onpoca, 6vll CNPOeKMUPOBAH U U320MOBLEH ABMOMOOUNb, KOMOPbIU, 0OHAKO,
HUKeM He Oblll KyNJleH.

XapakTepUCTUKM  KayecTBa  MPSIMO  MPOMOPIMOHAIBHBI  IOKAa3aTeNsiM
KOHKypeHTOCcocoOHOCTH. CTpyKTypa OLEHKHU IOKa3arejael KOHKYpEHTOCIIOCOOHOCTU
BBITEKAET M3 MPAKTUKU. Tak, B HEJABHEM MPOIUIOM 3KCIIOPTHOE YIPaBICHUE
Wpnannuu nposeno onpoc 3KcrepToB ¢upm MHOTUX cTpal: «Kakoi dakTop siBisercs
JUIS HUX OTpeNesIsIONINM MpU BbIOOpe mocTaBinka?» Pe3ynbrar mokasai, yTo OoJibliee
BJIMSIHUE HA MIPUHSATHE PEIICHUS B 3TOM BAapUAHTE OKa3bIBAET KayecTBO ToBapa. lleHa
TOBapa HEPa3pbhIBHO CBSI3aHA C €ro KayecTBOM M MpPSMO €My MpOINOPLHOHAIBHA.
NuTtepecsl moTpeOUTENs K KAUECTBY U LIEHE MTPOYKIIUU TPOTUBOIIOIO0KHBI.

KBanumerpusi — Hay4dHast 00JacTh, 0ObEIUHSAIONIAS KOJIMUYECTBEHHBIE «METOJIbI
OLICHKM KayecTBa, HCIOJb3yeMble isi OOOCHOBAaHUS PEIIECHUH, MPUHUMAEMBIX IpPU
yIPaBJICHUU Ka4eCTBOM npoaykiuu u ctanaaprusanum» (FOCT 15467-79).

B MexIyHapogHBIX CTaHAapTax Ha CHUCTEMbl KadyecTBa OTMEYAeTCs, 4YTO
3aTpaThl, CBSI3aHHBIE C KA4e€CTBOM, KaJIbKYIUPYIOTCS (KJIACCH(PUIUPYIOTCS) BHYTPHU
opraHu3anui (ynpaBJIEHYECKHE PACXO/Ibl) COINIACHO €€ COOCTBEHHBIM KPHUTEPUSIM.

Jns ueneit  ogHOOOpasus, COMOCTaBUMOCTH U OOOOIICHHS XO3sIIICTBEHHOMN
nH(GOpMaILUK MEXTyHAPOJHbIE CTAHIAPTHI 1al0T PEKOMEHIAIIMU TOJIBKO MO HEKOTOPHIM
METOJIaM KaJbKYJISIMHU 3aTpaT Ha KaueCcTBO Ui BHEIIHEW ((PUHAHCOBOI) OTYETHOCTH O
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NEATENbHOCTH MW3TOTOBHUTENA (MPOM3BOAMTENS) B pPaMKax CHCTEMbl KadyecTBa.
CocraBisiomue 3arpar, CBS3aHHBIX C BHYTPEHHEHW XO3SIMCTBEHHOUN AEsSTEIBHOCTHIO,
aHAJIM3UPYIOTCS,, HalpuUMep, Ha OCHOBE MojAenu KaiubKymsinuu 3atpar  [10]]
(mpodunakTuka, oricHUBaHUE, 1eHEKTHI).

O} dekTUBHOCTh — O/IHA U3 BAXKHEHIIMX XapaKTEPUCTHK KauecTBa, MOKA3aTelb
CIIOCOOHOCTH  CHUCTEMbl TPOU3BOJAUTH HKOHOMHYECKUU dPdekT. CyliecTByeT
SKOHOMHUYECKUNA MEXaHWU3M 3aBUCUMOCTH JKOHOMHYECKOW 3(PPEeKTUBHOCTH OT
YIIyYIIEHHS Ka4eCTBA.

Ecnu u3roToBUTEND KENAET YBEIUYUTh MPUOBLIL 3a CUET YJIy4YIIEHUs KayecTBa
BBIITYCKAEMOM KM MNPOAYKIMH, TO OH JIOJDKEH YYECTh HHTEpPEChl MOTpeOUTENs, B
YaCTHOCTH JKEJIAHHE NOTPEOUTENs] HMETh HOBYK MNPOAYKLIHUIO C MEHBIIEH LEHON
MOTPEOIEHUS, YEM MPEXKHSIS.

KonkypeHToCcrIocOOHOCTh TOBapa — CHOCOOHOCTH €ro OTBe4YaTh TPEeOOBAHUSIM
pPBIHKAa JAaHHOTO BMJIa TOBAapa; KOHKYPEHTOCIIOCOOHOCTh K€ MPOAYKLUU — Oojiee y3Koe
NOHATHE, TaK KaKk MpU 3TOM U3 PACCMOTPEHHUS HCKIIOYAlOTCAd  (aKTOpHI,
HEIIOCPEJICTBEHHO HE CBS3aHHBIE C JaHHOW mpoaykuueid. OmpenensgeMas B KadecTBE
MoKa3aTreisi KOHKYPEHTOCIOCOOHOCTh MPOAYKLIUN BbIPAaXKaeTCsl OTHOLICHUEM I10JIE3HOTO
s ¢ekTa K 1eHe NoTpeOaeH s, a 3a MOJIe3HbIN 3(PPEKT NPUHUMAIOTCS WHTErpaIbHbIE
IIOKAa3aTeNIM XapaKTEPUCTUK NPOLYKIUU — €T0 Ka4yeCTBa.

OneHka ypoBHA KOHKYPEHTOCIIOCOOHOCTM — OTHOIIEHHE IIOKa3aTesed
KOHKYPEHTOCIIOCOOHOCTH TPOAYKLUMH HAIlell U KOHKYpPEHTa: €Cld 3TO OTHOUICHUE
0oJiee eIMHMIIBI, TO HAlllA TPOAYKIUS CYUTAETCS KOHKYPEHTOCTIOCOOHOM.

Nmeercs 1uisi MOCTOSSHHOTO MOMEHTAa BpeMeHH (opmysia CBSA3M  YPOBHS
KOHKYPEHTOCTIOCOOHOCTU C (00BbEMOM MPOAaX WU C) YIAETbHBIM O0BEMOM MPOJAK —
OTHOLIEHUE 00beMa MPOAAXK MPOAYKIMHU K OOIIEl eMKOCTH PbIHKA JAHHOUN MPOAYKIIMH
(mone 3axBara peiHKa). OOpaniaeM BHUMAaHHE, YTO B OLIEHKaX KOHKYPEHTOCIIOCOOHOCTH
IJIABHYIO POJIb UIPAIOT MOKa3aTeNId KaueCcTBa U IIeHa NOTPeOIeHHs TPOAYKIIMH, OAHAKO
OHHU HE €IMHCTBEHHBIEC (DAKTOPBI KOHKYPEHIIUH.

OOBEKTHBHO CYIIECTBYET MHTEJUIEKTyallbHasi COOCTBEHHOCTb, COCTOSILAs M3
JBYX BHJIOB: NPOMBILUICHHAs, OXpaHseMas NAaTEHTHBIM IPAaBOM, U XYJO0’KECTBEHHO-
KyJbTYpHas, OXpaHseMasi aBTOPCKUM IPAaBOM.

OTHOLIEHUS, CBA3aHHBIE C MHTEIIEKTYalbHOM COOCTBEHHOCTBIO, PErYIHPYIOTCS
I'paxxnanckum koaexkcoM P (ct. 8 m cr. 138), a ee ABa BUAAa COOTBETCTBEHHO
MAaTEHTHBIM 3aKoHOAAaTeNbcTBOM P® u 3akoHoM P®D 00 aBTOpPCKOM MpaBe M CMEXHBIX
npaBax.

Just  oOecrieyeHusi KadyecTBa W KOHKYPEHTOCIOCOOHOCTH — MPOAYKIUU
MEPBOCTENEHHOE 3HAYEHHWE MMEET MPOMBIIIJIEHHAs COOCTBEHHOCTh U OCOOEHHO TaKue
ee OOBEKThl, KaK H300peTeHMs, MPOMBIIUICHHbIE 00pa3libl, MOJE3HbIE MOJEIU U B
ONpeJICTICHHON CTENEHN TOBAPHbIEC 3HAKU U 3HAKU OOCITYKUBAHMUS.

Cesi3aHHBIE C OSTUMH OOBEKTaMHM OTHONICHUS peryiaupyrorcs IlaTeHTHbIM
3akoHOM P® wu 3akoHoM P® 0 TOBapHBIX 3HaKax, 3HAKaxX OOCITYKHMBAaHUA U
HaVMEHOBAaHHS MECT IIPOUCXOXKICHHS TOBAPOB.
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lNMpakrnyeckoe 3aHaTne 11.Pazpaborka cncreMbl Ka4ecTBa Ha
npegnpusaTnn cgpepbl ycnyr

B Hactosimee Bpems - mepuon JKECTKOM KOHKYpPEHIIUM - BHHUMAaHHUE
npo¢eCCHOHAIOB-MEHEDKEPOB MPUKOBAHO K BOMpPOCaM KauyecTBa IMPEIOCTABIIEMBIX
ycinyr. M3mMeHuBIIeecs 3a TMOCHAETHUE IITh JIET  MOTPEOUTEIHCKOE TOBEJCHUE
POCCHUHCKHUX IpakJaH TpeOyeT OT OpraHu3alui U NpeanpusTui, paboraronmx B cepe
YCIIYT, PEBOJIIOIIMOHHBIX CIBHUIOB B IIporiecce OOCIyKUBAaHHUSA. ITO CBOJMUTCS K TOMY,
YTO TEpe] TeM KaK MPEJIOKUTh WM OKa3aTh YCIYry Ha MPEANpUSTAUA JOJAKHA ObITh
MpOBEJICHa padoTa MO MOBBIIIEHUIO Ka4eCTBA YCIIYT.

[IpodeccnonanbHbIii TOAX0A K  YAYUYIICHUIO KadyecTBa CBOJMUTCS K JBYM
OCHOBHBIM Te€3ucaM: OoJiee IMIUPOKOE Yy4yacThe B YyOpaBIECHUU U OoJiee TBEPAOE
pykoBoJCcTBO. [151aH cucTeMbl KauecTBa MO3BOJISET OCYIECTBUTH TAKOW MOIXO.

Co3pnaBasi XOpOILYI0O OCHOBY JUIsi pa3pabOTKU U OCYIIECTBICHUS MPOEKTa
IJITAHUPOBAHMSI, CIIEIYET NMPUMEHSThH OINpEEICHHbIE MPUHIMIIBI COBEPIICHCTBOBAHUS
KadyecTBa W CJEJ0BaTh MpOJAyMaHHOMY ailroputmy. Hambomee pacmpocTpaHeHHBIN H3
HUX CJIETYIOUINN:

° OTIPEICIIUTh MPOEKT (ChOPMYIUPOBATH 1IEI]Ib U 3a]aUH);

° OIICHUTH U cOOpaTh JaHHbIE (aHATUTHUYECKas paboTa);

° MOATBEPAUTH TPEOOBAHUS MOTPEOUTENEH U UX OKUIAHUS ;

° OpPraHU30BaTh U CUCTEMATU3UPOBATH ITPOECKT;

° paccMOTpeTh U MU3MEHHTH IUIaH B IIEJIAX YJIOBJICTBOPEHHS MOTPEOHOCTEM
KJIMCHTA;

° HayvaTh JCHCTBOBATh.

Bprlire nepedrciieHsl OCHOBHBIE ATallbl INIAHUPOBAHUSI, HO HHOTJA PYKOBOJAUTEND
3aXOAMT B TYIHK, & KOMIIAHUS HE BUAUT pE3ysbTara mpojeraaHHol padoTel. CaMbIMu
pacnpoCTpaHEHHBIMU OIIMOKaMU B IUIAHUPOBAHUU SBIIIOTCS, Ka3ajioch Obl MPOCThIE
HEJO0YeThbl, HO TeM HE€ MEHEE HMMEHHO OHHU CBOAAT BCIO pabOTy K MUHUMAaJIbHOMY
pesynbrary. Cpeau IpPOCYETOB MOKHO BBIJIETIUTh TAKWME KAaK HallpuMep HEBEPHO
c(hOopMyJIMPOBAHHBIE L€, HETPAMOTHO MOCTaBJIEHHbIE 3a7auu (LIeJIb MEPEKINKAETCS C
3ajayeif), OTCyTCTBHE€ B pa3pabOTaHHOM NIPOEKTE€ IyHKTa KOHTPOJS U CHCTEM
MOOIIPEHUI ¥ HaAKa3aHUK paOOTHUKOB U T.1I.

IImaH cucTeMbl KadyecTBa NOJDKEH OTpaXkaThb TEKYyIIME YCWIMSA KOMIIAHHHA B
Ou3Hece, CTaHAAPTHl YNPABJICHHUS KAa4eCTBOM M MOTPEOHOCTH KiueHTa. Heckonbko
IaroB B IUIAHHUPOBAHMUM KAauyeCTBA MOTYT BBIBECTH MOJIE3HYKD METOJIUKY IS
BBITIOJIHEHUSI TUTAHUPOBAHHUS, YTO UMEET CYIIECTBEHHOE 3HAUYCHUE, YUUThIBas (DAKT, 4TO
OOJBIIMHCTBO POCCUUCKUX KOMIIAHUM TOJIBKO BCTYMAeT Ha 3TOT TPYAOEMKHH, HO
HE0OXoAMMBIA TyTh. Ha mnyTH MNOBBINIEHWS KayecTBAa B JaJIbHEWINEM, Ha 3TOT
IIEPBUYHBINA ONBIT IJIAHUPOBAHUS U €r0 pE3yJIbTATUBHBIE U HE OYEHb IOKA3aTENU, U
OyZeT OpHUEeHTUPOBATHCS MPU COCTABJIIEHUU HOBOTO IJIaHA MEPONPUATUH MTpodeccroHa
I10 YNIPABJICHUIO.

OCHOBHBIMM HaIpaBJSIIOLIMMUA B 3TOM IUIAHUPOBAHHMM SIBJISIIOTCS CTAHAAPTHI
kauecTBa. Pa3zpaboTka Hambosee U3BECTHBIX CTaHIAPTOB B cepe YCIyr MpUHAAIeKaT
MexayHapoaHo opranuzaiuu  MCO. OcCHOBBIBasiICh Ha HMX PEKOMEHJALUSIX U
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OCO3HaHUsI HEOOXOAMMOCTH BHEIPCHHS KOHKPETHOW CHUCTEMBI YIIPABJICHUS KauyeCTBOM,
Y JIOJDKEH YIIpaBJICHEI] ICHCTBOBATh MPH Pa3padOTKe HOBBIX CHCTEM.

[lpu paboTe C KOJUIGKTMBOM HEMAJOBaXHBIM JICHCTBHEM OYICT SIBISATHCS
JEMOHCTPAIINS PUBEPKEHHOCTH PYKOBOJICTBA KAYECTBY. DTOT MPOIIECC 3aKII0YACTCS B
TPEX MO3MIIUAX: ONPEICINUTD 1eNb (BUIACHHUE OYayIIero), chopMyIUpoOBaTh U BBIICIUTh
©KETOJHBIN OIO/PKET JUIsl ATOrO Tpollecca W YIPABISIONIMNA OpPraHU3aIlluKk JOJDKEH
00eCIeYnTh PYKOBOJICTRO.

CnenyrommM maroMm Oyaer (GopMuUpOBaHHE YIPABISIOMIEH KOMHCCHH IS
IUTAHUPOBaHMs BHeIpeHHs. Kak mpaBuio, BO TJaBe YIPaBISIFOIICH KOMHUCCHUH CTOUT
JTUPEKTOp opraHu3auu. [Ipu 3ToM KOMHCCHS TOJIKHA:

o MPEACTABIIATh BCE YYAaCTKH OpPraHU3aIlii, OCOOCHHO T€ M3 HUX, KOTOPHIC
HaxoJATCA B cpepe nercTBUs 10001 KenaTeabHol cepTuduKanuy (aTTecTaium);

o UMETh TIOJIHOMOYHUS YTBEPXKJAdu, TMOJUTHUKY OpTaHU3alMd B O0JacTH
KauecTBa, pacCMaTPUBATh X0 BHEJPEHUS CUCTEMbI U OIICHUBATh €€ Pe3yJIbTaTUBHOCTD;

o y4acTBOBaTh B OOYUYECHHH MEPCOHANA U YIIPABJICHUH KOMaH/IaMH;

o y4acTBOBaTh B PAa3BUTHH COOTBETCTBYIONIUX HABBIKOB (TMPOBEICHUE
ayuTa).

Baxxno Taxke chopmMupoBarth omryiieHne CoOOCTBEHHOCTH TMpoIiecca ¢ TEM, YTOObI
CTUMYJIMPOBATh MEPCOHAT MPOECKTUPOBATH BIIUSIOLINE HA HETO IPOLIEAYPHI.

Jlanee HEOOXOAMMO Ha3HAYUTH KOOPAMHATOPA IO KAYECTBY WJIU MPOCKTY.

Koopaunarop no ka4ecTBy JOJIKEH BBINOJIHATH CIEAYIOIIEE:

o OTYUTBIBATHCA MEPE AUPEKTOPOM U YIIPABISAIOLIEH KOMHUCCHUU;

o KOOPAUHUPOBATh Tpolecc cepTudukanum, oOecrneuyrnBaTh MOATOTOBKY
MpOEAYp, MHCTPYKIMHI U APYTOi MOJOOHOM TOKYMEHTAIIUHU:

o noMoratb B OOyYEHUH, HAMpUMEp, NPOBEACHUU ayJuTa, HANUCAHUU

MPOLIETYp U B IPYTUX, CBSI3aHHBIX C KAYECTBOM BOIPOCAX.

[ToMuMO BBICOKMX OpPraHU3aTOPCKUX CIIOCOOHOCTEH KOOPAWHATOP JOJIKEH
o0nazgaTh XOPOUIMM 3HAHMEM M TOHUMAHHWEM KOHIICTIIIMM KadyecTBa W TPeOyeMbIX
KBATM(UKALMA, a Takxke TrIayOOKMM 3HaHHEM paloThl oOpraHuzanuud. TakoMmy
CICHUAIUCTY HEOO0XOAUMO 001ajaTh XOpPOIIMMH HaBBIKAMH OOIIEHUS U OBbITh
CIIOCOOHBIM TIPOJIBHTaTh Ka4yeCTBO BHYTPH OpraHu3anuu. Ponbk KoopauHAaTOpa IO
KaueCTBY HYXKJIA€TCS B BUIMMOU TMOICPIKKE JUPEKTOPA U YIIPABIIAIOIICH KOMHCCHH.

JlanpHEHIIIMMY TEHCTBHSIMU SBJISIETCS YCTAHOBJICHWE TTPUYHMHBI IS BHEIPCHUS
CHUCTEMBI U 00JIaCTh €€ pacpOCTpaHCHHUS.

VYrpapsiomas KOMUCCHS JOJDKHA MMPOAHAIM3UPOBATh pabOTy BCEH OpraHu3aIiu
Y YCTaHOBUTH:

° MIPUYUHBI I BHEAPCHUS CUCTEMbI MCHEP)KMEHTA KaueCTBa;
° 00J1aCcTh pacpoCTpaHSHHSI CUCTEMBl MCHEIKMEHTA
° KayecTBa, KOTOpas HaWJIydlIiuM o00pa30oM OTBEYAEeT TMOTPEOHOCTIM
OpraHU3aIlNH,
° HEO0OXOJUMOCTD B CepTU(HUKAINY;
° IIeJIEBBIC 1aThl CTaIUi BHEIPEHUS, BKIIFOYAst CEPTUDUKAITHIO.

HemanoBaxHbiM ACIICKTOM ABIIACTCA oOecrnieueHue B OpraHu3anmnn
OCBECAOMIICHHOCTH O BHEAPCHHNHU CUCTCM KauCCTBA.
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praBHﬂ}OHIaH KOMHUCCHA AO0JIZKHA.

o pa3paboTaTb, OOBSBUTH U Pa3bSICHUTH MOJUTUKY B O0JIACTH KadecTBa
BCEMY IIEPCOHALy OpPraHU3alUy;

o OpraHU30BaTh 03HAKOMMTEINIBHBIE KYPCBI Ul BCETO IITATA COTPYAHUKOB;

o 00ecreynTh MOHMMAaHUE POJIEH YIPABISIOIEr0 KOMUTETA U KOOPAUHATOPA

10 Ka4eCTBY BCEMY IIEPCOHAITY.

CrnenyronuM IIaroM Ha IyTH IOBBIIICHUS KadecTBa OyaeT ompeiciieHue
KIIOYEBBIX (DYHKIUH, IOMICKAIIMX KOHTPOJIIO, C IMOMOIIBIO COOTBETCTBYIOIIMX
npoueayp. KirodeBele (QyHKIMH, MO[IEXKAIIWe HMACHTH(GHUKALMK, BKIIOYAIOT
KPUTHYECKHE PabOTHI, TPEOYIOIIHME MPOIECAYPHOrO0 KOHTPOJIS; a TAKXKE CYIIECTBYIOIIHE
B OpPraHU3allid CHCTEMBI, Ha KOTOpbIC OYJICT BIUATH MPUMCHCHHE TPEOOBAHHM ITOIO
CTaHAapTa.

VYhpapistomas KOMAUCCHS 110 Ka4eCTBY JIOJDKHA pa3padoTaTh PYKOBOJICTBO IIO
Ka4eCTBY B CJICIYIOIINX BUIAX:

o TOSICHSIFOIIMIA TOKYMEHT JJISI IIITaTa OpraHU3alliK U KIIMCHTOB;

o CPEICTBO OOBECIMHEHUS CYIISCTBYIOIIMX CHCTEM C TPEOOBAHMSIMH 3TOTO
CTaHJapTa, a TaKXe CPEJCTBO BHEIPCHHS JIOMOJHHUTEIBHBIX CHCTEM, ITO3BOJISIOIINX
MOKPBITh 11000 aedunut. Ilpum >TOM pPYKOBOJCTBO IO KAadeCTBY JIOJDKHO OBITh
KPaTKUM M JICTKUM JUJIS YTCHHS ¥ [IOHUMAaHHS.

VYhpapistomas KOMHCCHS JOJDKHA OpPraHU30BaTh COOTBETCTBYIOIIUE KYPCHI
00y4eHHUs, YTOOBI:

o Pa3bIICHUTH 1I€JIU U MMPEUMYIIECTBA CUCTEMbl MEHEPKMEHTA KaueCTBa;
o Pa3bsICHUTh Ha3HAYEHUE PYKOBOJICTBA MO KAYECTBY;

o O0OBSICHUTS TIJIaH BHEAPCHHS CUCTEMBI;

o Hay4YUTh MEPCOHAJ HATMCAHUIO MPOLIEAYD.

VYrpapasiomas KoMHCCHS JOJKHA o0ecreunTh, YTOObl ObLIM pa3paboTaHbl U
HaXOJIUJIUCh B HY>KHBIX MECTaX CJIEAYIOLINE JOKYMEHTHI:

o METOJIMKA MO HAMMCAHUIO TIPOIEAYD;

o CUCTEMa HyMepaluu/MACHTU(PUKALUNA TOKYyMEHTOB;
o CUCTEMa aHaju3a MpoLenyp;

o I1aH-TpauK BHEAPEHUS.

VYnpapnsitonias KOMHUCCUSI MO KadecTBY JOJDKHA BECTH BHEAPECHHE CHUCTEMBI.
Bo3MoxkHO, 4TO TIPOIIECC MOXKET OKa3aThCs MEIJICHHBIM WM JUTUTEIBHBIM, OCOOCHHO,
eciau TOoTpeOyeTcsl MEHSATh KyJIbTypy paOOThl, HAampUMeEp, TaKUM OOpa3oM, YTOOBI
paccTaTbCs ¢ JABHO YKOPEHUBLIEHCS] TPAKTUKOM.

Koopaunarop mo ka4yecTBy MOJDKEH YCTAaHOBUTH KaJIGHIAPHBIA rpaduK ayJuTOB
Y HA3HAYUTH JUJIS €r0 BBIMOJHEHUS HEOOXOMUMBIA MEepCcOoHall, KOTOPHIA JOHKEH OBIThH
oOy4eH Kak BHYTPEHHHUE ayJUTOPHI. YTPAaBIAIONIAsl KOMUCCUS JIOJDKHA MPOBOJUTH
PETYISIPHOE PAaCCMOTPEHUE XO/a JIeN Ha BCeX cTramusx BHeapenus. Cremyer pa3oopath
BOIPOCKHI TPUTOJAHOCTH JAHHOW CHUCTEMbl MEHE)KMEHTa KayecTBa,  PE3yJIbTaThl
BHYTPEHHHUX ayJAUTOB KauecTBa U T.II.

Kak Tonbko cucTeMa MEHEIKMEHTa KadyecTBa BHEIpPEHA U (PYHKIUOHUPYET
YIOBJIETBOPUTENBHO, HY’KHO CJI€JIaTh aKIIEHT Ha YJIy4dIlEHHE KauyecTBa W Ha Nepenavyy
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COOCTBEHHOCTH ¥ OTBETCTBEHHOCTH OT YINPABJSAIONIET0 KOMUTETa IEpPCOHANY,
paboTarolieMy B 3TOM cucteme. Y IydieHus: 0ObIYHO TPeOYIOT TaKUX IIaroB, Kak:

o MOHUTOPHUHT KOHEYHBIX PE3YJBTATOB JIJIS MALIMEHTOB U UX MHEHUI;

o aHaJlu3 CHCTEMBI CO CTOPOHBI PYKOBOACTBA B MLEJNSIX BBISBICHUS
BO3MOXKHOCTEH yIydIlleHHs] Ha OCHOBE COOpPaHHBIX JAaHHBIX, BHYTPEHHUX ayJIUTOB,
CPaBHEHHUS C APYTUMHU OpPTaHU3ALMSIMH U TT0I00HOM HHpOpMaIHeii;

o YIy4YLICHHE poueayp 151 PE3yIABTaTUBHOCTH IIOCPEACTBOM
NPEAYNPEKIAIOMMNX U KOPPEKTUPYIOLIIUX MEP, PEATU3ALNH PEAJIOKEHNN, YITPOILIEHHUS,
UHTErpaIuy padoThl U 00yUYeHUs.

UtoObl OBITH A(PEKTUBHOM, CHUCTEMa MEHEIKMEHTa KauecTBa JIOJDKHA OBITh
pa3paboTaHa KaK HHCTPYMEHT VMPABJICHHUS  COOTBETCTBYIOIIEH  KOHKPETHOM
opraHuzanue. ODTOT MHCTPYMEHT JIOJDKEH OBITh HE TOJBKO TPOCTBIM |
(YHKIMOHATBHBIM, HO M MPAKTUYECKU OCYIIECTBUMBIM U JIOJDKEH ObITh MHTEIPUPOBAH
B cI0c00 BeJleHUd Jen opranuzanuei. OH J0JKEH BBICBEYMBATH KPUTHUYECKUE PAOOTHI
U PUCKHU, KOTOpPbIE MOTYT HYKJAThCsl B 0CO00 3a00T€ U KOHTPOJE. DTOT UHCTPYMEHT
JOJDKEH TOAJIEpKUBaTh OPUEHTALIMIO HAa MOTPEOUTEN M COOTBETCTBHE KOHEUYHBIM
MOTPEOHOCTSM KIIMEHTOB.

3HAUUTENBHBII MOMEHT — OIpeaesieHue (PUHAHCOBOM CTOPOHBI BBEACHHS
MpOrpaMMbl Ka4ecTBa Ha mpeanpustuu. KoHeuHas cymma, CKOpee BCETO, MOKaXeTcs
3HauuTeNbHOM. HO MBI MMeeM [eJI0 ¢ MOJIHOM «IEepPEeAesKo» KOPIIOPAaTUBHOU
KyJIbTYpbl, YTO camMO0 10 ce0e Hukorga He ObuUlo naemeéBbIM. Hampumep, s
TOCTUHUYHOM 1enu, cocrosmer n3 250 oreneit, 10 MUIIMOHOB JIOJIAPOB SIBIACTCS
BIIOJIHE peaibHOM CcyMMOW. OOBIMHO pe3yJbTaThl OT BHEIPEHUS CUCTEMbI KayecTBa
PACCUMTHIBAIOT MOJYUYUTh YEPE3 TPU Trojid. 3a 3TO BpeMsl KaXAblii paOOTHHUK JIOJKEH
ITPOMTH MOJIHBIA KypC CEMUHAPOB U TPEHUHTOB.

Ha panHeli ctanuyu BO3MOXXHO YBEJIMYEHUE YAOBIETBOPEHHOCTH NOTPEOUTENEH 1
pabOTHHUKOB, a TaKXK€ YMEHBIICHHE TEKY4YeCTH KaapoB. braromaps uemy 3TO
nocturaercsa? PaznuuHble MEpOTPUSITHS TO3BOJISIOT paOOTHUKAM MOYYBCTBOBATH ce0s
4acThI0O COOCTBEHHOM OpraHu3aiuu. JlenerupoBaHue MOJTHOMOYHM, y4acTHE B >KU3HU
OpraHM3allM CIIOCOOCTBYET YJOBJIETBOPEHHIO OT paboThl. COracHO HCCIEAOBAHUAM
rpynmnbsl  «Forte», cCyliecTByeT 3HAUUTENbHAs CBSI3b MEXIAY YIOBIETBOPEHHOCTHIO
paboOTHHKAa M YIOBJIETBOPEHHOCTHbIO mOTpeOuTens. B pesynbraTte co3maercs 6asa
JOSUTBHBIX TTOTpEOHTENe, YTOo oOecreYMBaeT KOMIIAHUU CTAaOMJIBHBIM JOXOJ H
MTPOIBETAHUE.

Cepbe3HOE BHMMaAHUE CTANIO YIEHATHCS HE TOJIBKO KAayeCTBY MPOAYKLMHU, HO U
KaueCTBY MPEJAOCTABIECHHUS YCIYT. DTO 00YCIOBICHO TEM, YTO MPOIIEIIIEE AECITHUIETHE
BO MHOTHUX CTpaHaX C PHIHOYHOW HSKOHOMHUKOM XapaKTepusyercs OypHBIM POCTOM
chepet yciuyr. Ilpm »5>TOM mpenocTaBieHUE YCAYr HE MNPOTUBONOCTABISIETCS
npou3BoaAcTBY npoaykuuu.lIpumep. Knuent nokynaer mamuny. C 0OJHON CTOPOHBI EMY
MpoJaroT TOBap, a C€ JAPYrod — TMPEJoCTaBIsAIOT yciayrd (uHbOpMaIuio,
MOCJIETIPOIAKHOE OOCITYKMBAaHHE W T. I.). YCIYTM M TOBapbl B3aUMOCBS3aHbI, XOTS
COOTHOIIIEHHE MEXAY HMUMHU MOXET paszinuarbes. lIpemocraBnenue ycimyr umeer psn
0COOCHHOCTE. YCIyrm HE BCErjJa BEIIECTBEHHb. B 3TOM cllyyae HEBO3MOXKHO
noATBepauTh kauecTBO yciyru. [Ipumep. [IpenonaBatens BY3a naet nonoaHuTenbHyIO
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KOHCYJIBTALMIO CTYAEHTY. KauecTBO 3TOM yCIyru MOKET OLUEHUTh TOJIBKO CTYAEHT IIPU
YyCIOBUM, YTO YJOBJIETBOPEH OOBSCHEHMsIMHU. lIpu mpenocTaBieHHUU  yCIIyT
IPOU3BOACTBO M TMOTpeOJIEHHE B3aWMOCBsA3aHbl. be3 aKkTUBHOIO COTpPYIHUYECTBA
CTOPOH HHUKAKO€ IPOU3BOJICTBO HEBO3MOXHO. Tak, IpernoaaBaTesb HE MOXKET AaTh
3HaHUA CTyIEeHTy Oe3 ydyacTuss M kenaHus mnocienHero. KadectBo yciyr umeer
pa3ianyYHble U3MEPEHUS. ITO MOXKHO MOSCHUTH Ha MPUMEPE TaK HAa3bIBAEMOM UHYCTPUU
rocrenpuuMcTBa. B 3TOM 007acTM KayecTBO — O3TO TO, YTO XOYET KaKIbIM.
[Ipeanpustue oOcmyxuBaHUs JOJKHO rapantupoBath ero. B CIIIA, na m B Hamein
CTpaHE HET TaKOW PEKJIaMbl, B KOTOPOM Obl HE TOBOPHIIOCH, YTO MPEJIaraéMble TOBAPHI
WIM YCIyTU 00JafaroT caMbIM BBICOKMM KauecTBOM. Hukorga mpexnae mpenrnpHsTHs
oOciTykMBaHUS HE ObUTM TaK 03a00YEHBI BOMPOCAMHU KauecTBa TOBAPOB M YCIyr. DTO
OOyCJIOBJIGHO TE€M, 4YTO KayeCTBO OKAa3blBa€T caMoe OOJbIIOe BIUSHUE Ha
AKU3HECTIOCOOHOCTh MPEANPUATUN 00CiIyXuBaHusA. VICTOpUS MHOTMX COBPEMEHHBIX
KOpPIOpalWid MWHAYCTPUM TOCTENPUUMMCTBA JOKa3bIBa€T, YTO HMEHHO KaudeCTBO
MO3BOJIUJIO JOCTUYb JIMAUPYIOMIETO TOJNOXKEHUs B 3ToMl cdepe. ['apantupoBanue
KauecTBa — 3aKpEIUICHHWE M IMOJAJIEpKaHUE CUCTEMbl 00ECIIEUeHMs] KauecTBa, BKIHOYAs
JIOKA3aTejIbCTBA TOrO, YTO OHA COOTBETCTBYET COBPEMEHHBIM YCIJIOBUSM SIBISIETCS
IJIABHBIM HTOTOM JBOJIIOLIMKM MEHEKMEHTa KadecTBa. OOLIUH MEHEIKMEHT U
MEHEJKMEHT KauyeCTBa B3aUMOCBSI3aHBbl.

IlocnenHee Bpems IPUCTAIbHOE BHHUMAHME HAy4YHOM M PYKOBOISALIEH
MIPOU3BOJICTBEHHON Cpebl MPUKOBAHO K MEHSIIOUIEMYCS PHIHOYHOMY IOJOKEHUIO B
caHaTOpHO-KypopTHOH oOnactu. He cekper, 4To ajisi ycnenHoro ¢GyHKIIMOHUPOBAHUS
NPEANPUATAA U OpraHu3auuid cepbl yCclIyr OJHUM M3 TJIABHBIX (DAKTOPOB SBIISETCS
MOJIHASI YAOBJIETBOPEHHOCTh MOTPEOUTENEH M WX HMCTHHHAS JIOSUIBHOCTH. Jljis 3TOro
HE00XO0JMM KayeCTBEHHBIN MEPEBOPOT B CAMOM MOAXOAE K 0OCITYKMBaHUIO KIMEHTOB,
KOTOPBI MOXET OBbITh OCYIIECTBIEH C MOMOILIBIO MPUHIUMIIOB CAHATOPHO-KYPOPTHOIO
MapKeTHHra U MporpaMM KadectBa yciyr. CieqoBaHue MEXIyHAPOAHBIM CTaHIapTaM
kauectBa cepuu MCO 9000:2000, npuHaTHE HIIeH BCEOOIIETO yMPaBICHUS] Ka4YECTBOM
SBJISIFOTCS 3aJIOTOM ITPOLIBETAHMS 3PABHUL] HAIIETO KypopTa.

Cerognst TpeOyercst paiuKaibHasl MepecTpoiika (okyca BHUMaHHUS, BMECTE C
(byHIaMEHTaIbHBIM CABUTOM B KyJbType oOciyxuBaHus. [lorpedburens A0mKkeH OBITH
IIOCTaBJIEH Ha MEPBOE MECTO, a BCE 3aWHTEPECOBAHHBIE B OpPraHU3aLlMA CTOPOHBI
(BKJTROUAst OOIIECTBO, €CIIM YMECTHO) PACCUMTHIBAIOT UMETh OOJBIITNI TOJ0C U OOJbIIIe
pas.

B cerogusmHed rno0anbHOM 3KOHOMHMKE KadecTBO paccMaTpUBaeTCs Kak
BAXKHBIN BJIEMEHT MpU (POPMYyJIMPOBAHUU CTpPATErMM W IJIAHUPOBAHUM TOTO, KOrAa
BBIUTH Ha PBIHOK, KaKUX KIMEHTOB OOCIY>KMBaTh, KAaKW€ MPOAYKTbl U YCIYTH
npeajiaraTh, Kak NpPeIOCTaBIATh LEHHOCTh MOTPEOUTENI0 W TpPU 3TOM BO BCEM
MIPEBOCXOAUTH KOHKYPEHTOB.

VYhopapasiomuye CcTparerneld KadecTBa MOJarar0T, 4YTO HMMEHHO KayecTBO
CTAaHOBUTCSI CPEJCTBOM CTPAaTETHUYECKOrO MO3MIIMOHUPOBAHUS (PUPMBI 32 CUET, BO-
NEPBBIX, OINpPENETCHUs MapaMeTpoB KadecTBa, 3HAUMMBIX MJIsl MOTpEOHUTENs, U, BO-
BTOPBIX, COOTBETCTBUSl MPOEKTHHIM TPEOOBAHUSAM W HUX TOCTOSHHOTO YIyYIICHHS.
MeHemxkepoB HMHTEpEeCyeT, KaK MOXHO HCIOJNb30BaTh KadeCTBO, YTOOBI JIydIlle
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oOciyxuBaTh mnorpeOuteneir. Ecnu kadecTBO W NpUOBIIBHOCTD CTPATETHYECKH
CBS3aHBI, TOTJa IMoO4YeMy OBl TPOCTO HE TOCOCTA3aThCA C YPOBHEM KauecTBa
KOHKYpeHTOB? KOHKypeHTHOE MNpEeuMyIIeCTBO MPUXOAUT Onarogaps MPEBBIIICHUIO
YPOBHEHM KayeCTBA KOHKYPEHTOB. B JIHMHaMWUYHOW pPBIHOYHOM CpEle, TAE KaXKIbIU
KOHKYPEHT CTPEMUTCS JIOCTHYb HAWBBICHIETO YPOBHS U OOCIY>KMBaTh MEHSIOIIUECS
NOTPEOHOCTH KJIMEHTOB, YIPABISAIONIME KAYECTBOM JOJDKHBI TOCTOSIHHO OpaTh Ha
BOOPY>KCHHE MHHOBAIIMOHHBIE CTPATETUHU CO3JaHUs IIEHHOCTH JJIsl TOTPEOUTENS.

VYixe pazpaboTaHa MOJENb CTPATETHYECKOTO YIPABICHUS HA OCHOBE LIEHHOCTU
JUTSl IOTPEOUTENIA, Aaroniasi CTPYKTYPUPOBAHHBINA MOAXO/ JUIsl OTBETA HA 3T BOIPOCHI.

YToObl OLIEHUTH BIMSHHE KauyecTBa Ha 00BEM MPOAAXK, HAJI0 PACCMOTPETHh JBa
Ipoliecca: MepBbIi - BIUSHUE KAaYE€CTBA HA COOCTBEHHBIX KJIMEHTOB OpraHU3ALMH WJIH,
VMHaye, BIMSHUE HAa MX JOSUIBHOCTh B OTHOIIEHMHM Oynymux yciyr. SIcHo, 4To, eciu
KJIIMEHT YIOBJIETBOPEH, BEPOSTHOCTh MPOJOJKEHUS HCIOIb30BAaHUS TMpPEIaraeMblx
3/IpaBHULIEH yCIIYT BBIIIE, YEM B CIIy4ae, €CJIU OH HE YAOBIIETBOPEH.

Ho cymectByer eme oaumH dddexr. VYI0BIECTBOPESHHBIH  OTIABIXAIOIIUI
pacnpocTpaHsieT CBO€ 4YyBCTBO YJIOBJIETBOPEHHMS Ha JPYrMX JIIOJEH B CBOEM
OKpY>KEHHU. XOpOILIO H3BECTHO, YTO OJHO M3 Hauboisiee >PPEKTUBHBIX PEKIAMHBIX
CPEICTB - 3TO HH(pOpMalMs, HENOCPEACTBEHHO MOJydaemas «u3 yCT B yCTa» OT
OCBEJIOMJIEHHBIX 3HAKOMBIX Jtojei. [l oneHku Oynayiied 10oiu pblHKa HE0OXO0IuMO
YUUTBIBaTh 00a 3TH BIUSHUA.

Hanuuue xopomiel Moienu W3MEpEeHHsl YAOBIETBOPEHHOCTH MOTpeOUTENs, B
KOTOPOM YYMTBIBAIOTCS HEKOTOPBIE JTONOJHUTEIbHBIE JaHHbBIC, MO3BOJSET HE TOJBKO
MOJIYYUTh MHTEPECHYI0 MH(MOPMALMIO O CUJIBHBIX U CIIA0BIX CTOPOHAX COOCTBEHHOM
KOMITAHMHM U KOHKYPEHTOB, HO TaKXe MpeAcKa3aTh OyAylIyl0 KBOTY PbIHKA, OLEHUTH
JOXOJHOCTh MHBECTHIIMI B KayeCTBO M CBS3aTh 3aTpaThl C YJIy4YUIEHWEM KadecTBa
MPEAOCTABIISIEMBIX YCIYT.

Jli1 U3MEpEeHus CTETIEHN YAOBIETBOPEHUS MOTPEOHOCTEN KIIMEHTOB UCHOIb3YIOT
HallMOHAIBbHBIA MHJEKC YJIOBIETBOPEHHOCTH. OH TakkKe NPUMEHSETCS IpHU
ONPENEICHUM JTYUIINX MOKa3aTeaed, B PhIHOYHBIX MCCIIEIOBAHUAX U YIPABICHUYECKUX
Mozensx. ba3oBas Moziens eBpONENHCKOro MHJIEKCa yIOBICTBOPEHHOCTH MOTPEOUTENS
MpEeNCTaBIsIeT COO0M CTPYKTYPHYIO MOJENb C JIATEHTHBIMU TNEepeMeHHbIMH. Mojaenb
YBSI3BIBAET YJIOBJIIETBOPEHHOCTH MOTPEOUTENIS C €€ IETEPMUHAHTAMU U C €€ CIIEJICTBUEM,
HA3bIBAEMBIM JIOSITBHOCTHIO IOTPEOUTEIS.

N3yyenne  KOHUENTYaJbHbIX  OCHOB  YAOBJIETBOPEHHOCTH,  JIOSJILHOCTH
notpedbutens, cranaaptoB cepun MCO 9000:2000 B obnactu 31paBOOXpAHEHUSI U B

C(bepe YCIIYI' HeoOXOIuMBI JUIsl pa3pabOTKHM M BHEApPEHHs] IporpaMMel kadectBa. CylecTByeT
MHOXECTBO NyT€W, KOTOPBIMM OpraHU3alMs MOXKET CJeA0BaTb IIPU BHEJIPEHUU CUCTEMBI
MEHeJKMEHTa KadecTBa. [Ipy 3TOM HU OJMH METOJ He MMEET HMKAKOro 0co00ro MperMyIlecTBa 1o
OTHONICHUIO K Jpyromy. ['7aBHBIM KpUTEpUil COCTOMT B TOM, YTOOBI COOTBETCTBYIOIIMHA METO[
paboTai B paccMaTpuBaeMOi KOHKPETHON OpraHU3alHy.
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KoHTpoO/IbHBIE 3agaHuns

Tema 1. O npupooe kauecmea.

1. PackpoiiTe MOHATHE «KaYeCTBO» KaK (pUI0COPCKYIO KaTErOpHIO.

2. OxapaxTepu3yiTe MOHATHE «KAYECTBOY» C IKOHOMUYECKUX MO3UIUH.

3. PackpoiiTe TeXHUYECKHUE aCTIEKTHI MOHSATHUS «Ka4eCTBOY.

4. JlaiiTe XapaKTepUCTUKY COLIMATIBLHOIO aCIEKTa MOHATHUS «KaueCTBO», CBSA3AB €r0 C MOHITHEM
«Ka4eCTBO KU3HU.

Packpoiite conepxanue NOHATUS «KAYECTBO KU3ZHU».

JlaiiTe XapaKTepUCTHKY COJICPIKAHMS TEPMUHOB: «00ECIICUeHNE Ka4eCTBay U «YIIydIlICHUE
KauecTBay.

o o

Tema 2. Poinounvlie omnuouwienus u Kauecmeo.

1. TlpuBenuTte NpUYMHBI HEOOXOAUMOCTH O0ECIICUCHNUS U YIYUIICHUSI KA4eCTBA B COBPEMEHHBIX
YCIIOBUSIX.

2. PackpoliTe BHELIHNE U BHYTPEHHHE LIEJIU MPEAIIPUHUMATENILCTBA B YCIOBUSIX PHIHOYHOM
SKOHOMUKH.

Tema 3. Kauecmeo kax 00vexkm ynpagienus.

Packpoiite He00X0AUMOCTb YIIPABICHHUS KAYECTBOM B COBPEMEHHBIX YCIOBHUSX.
JlaliTe XapaKTepUCTUKY THUIIOB PA3BUTHUS B OOJIACTH YIIPABICHUS KAUECTBOM.
PackpoiiTe conepxaHue IporpaMMbl MEHeKMEHTa kadecTBa D.JleMuHra.
OnuimmTe COCTaB «IETIN KauecTBay.

PackpoiiTe cyTh cCCTEMBI yIIpaBIeHUs KAaUe€CTBOM Ha MPEIIPUATHH.

Onumure oOye pyHKINN MEHEI)KMEHTa KaueCcTBa Ha MPEANpUITHH.

Packpoiite conepkanue TepmuHa «IIpociaexuBaeMoCTb.

[TpuBenuTe conepKaHne TEPMHUHA «TOJUTHKA B 00J1aCTH Ka4eCTBaY.

Onuumure 1enu 1 coxepxanue (paszesnsl) pyKoOBOACTBO M0 KaueCTBY (CIIPABOYHUKU MEHEKMEHTA
KauecTBa) Ha MPEIPUITHH.

10. Packpoiite conepxanue ¢punocopuu Beeobiero pykopocta kauectsoM (TOM).

CoNoUA~AWNE

Tema 4. Ilpumenenue cmamucmuueckux Memoooe 6 ynpasieHuu Kaiecneom.

1. OnummuTe Ha3HAUEHUE U MOPSJIOK OCTPOEHUs AuarpaMmsl [lapeto.

2. OnwumuTe Ha3HAYEHHUE U MOPSIIOK MTOCTPOCHUS quarpamMmbl McrkaBa (MpUYMHHO-CIIeICTBEHHBIH
aHaImn3).

3. PackpoiiTe Ha3HAUYEHKE U MOPSIOK MOCTPOCHUS KOHTPOIBHBIX KapT [llyxapra.

Tema 5. 3awyuma npae nompeodumens.

1. Packpoiite 3HaueHue u cTpyKkTypy 3akoHa «O 3amuTe NpaB MOTpeOUTENEH».

2. JlaiiTe XapaKTepUCTUKY MOHITUN «HU3TOTOBUTENbY, «IIPOJABEI, KIOTPEOUTEIBY, KIIPOLYKIHU,
«ycCIyray.

Tema 6.
1. PackpoiiTe conepxaHue NOHATHS «CTaHIApTH3ALM» U TEPMUHOB «CTAaHAAPT U
B3aMMO3aMEHAEMOCTb.
PackpoiiTe conepxanne TepMHUHOB «TUIH3ALMDY U «YHHUPHUKAIASD.
[TpuBenure knaccupukanuio 1 00JacTH MCIIOIb30BaHMs CTAHIApPTOB B MIPOMBILIEHHOCTH P®.
4. PackpoliTe Ha3HaYEHHE U COAEpKaHUE KOMILIEKca MexyHapoaHbIx cranaapToB MCO cepuun 9000
(Bepcus 2000r)
5. Packpoiite (kpaTko) ocHOBHbIE IO3ULIMH 3aKoHa PD «O TeXHMUECKOM pEryIrupoBaHUN».
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Tema 7. Ouenka kauecmea npooyKyuu.

1. PackpoiiTe cylIHOCTb HAyKH METPOJIOTMH U 3HAYEHHE U3MEPEHUI B YIIPABJIEHNE KaYECTBOM
IIPOLYKIIMH.

2. IlpuBenute KIaccu(UKALUIO METOIOB H3MEPEHHIA.

3. PackpoiiTe conepkaHie TEpMUHA «T10Ka3aTeNlb KayeCTBa» U NPUBEAUTE KIACCUDUKALIIIO
IIOKa3aTese KayecTBa PO yKIHUH.

Tema 8. Cepmucpukayun Kak yenegoit memoo ynpasieHus Kauecneom.

1. PackpoiiTe CynIHOCTh U 3HAYCHUE CePTU(DUKAILINY, U COACPIKAHUE TEPMUHA «CEPTHUPHUKATY.
2. OnumuTe BUIBI CEPTUPHUKAIMU TPOLYKIIH.

3. OnummTe dTanbl cepTu(GUKALNNN CHCTEM KaueCTBa.

Tema 9. AkKmueuzayus meopuecKkoil OeamenbHoCmu padoOmMHUKOE 8 ynpasieHue Kayecmeom.

1. PackpoiiTe HEOOXO0IUMOCTh AKTHBHU3AIIUH TBOPUECKOM JACITEILHOCTH PAOOTHUKOB B YIIPABICHUHN
KaueCTBOM.

2. PackpoiiTe menu v 3a1a4u KPY)KKOB KadecTBa.

3. Omnwumute nporecc GopMupoBaHus U GYHKIMOHUPOBAHUS KPYKKOB KayecTBa.
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CIIMCOK PEKOMEHIOBAHHBIX UICTOYHHUKOB
Ocnoenasn numepamypa

1. Apucmos, O.B. Meneoscmenm kavecmaa : yueonux 011 8y308 / O.B.Apucmos . M. : Ungpa-
M, 2010. 240c.

2. Muxeesa E.H. Ynpasnenue kxauecmeom [Dnexmpounsiii pecypc]: yueonux/ Muxeesa E.H.,
Cepowman M.B.— Onexmpon. mexcmosvle Oaunvie.— M.: Jawxoe u K, 2012.— 532 C.— Peoicum
oocmyna: http://www.iprbookshop.ru/10993.— 95C «IPRbooks»

3. Tumosuu A.A. Menedxcmenm kauecmea [Inekmpouuwiii pecypc]: yuebHoe nocobue/
Tumosuu A.A.— Dnekmpon. mexcmosvie oanuvie.— Munck: Boiwdtiwasn wxona, 2014.— 254 ¢.— Peocum
odocmyna: http://www.iprbookshop.ru/20092.— 965C «IPRbooks»

,Zlonommmeﬂbna}l aumepamypa

1. benanckaa HM. Oxonomuxka Kavecmea, cmaumoapmusayuu U  cepmudurayuu
[Onexmponusiii pecypc]: yuebnoe nocobue/ bensnckas H.M., Jloeanuna B.U., Makaposa JI.B.—
Onekmpon. mexcmosvie Oannvie. Capamos: Byzoeckoe obpaszoeanue, 2014.— 146 c.— Peowcum
odocmyna: http://www.iprbookshop.ru/19526.— 95C «IPRbooks»

2. Hexmsapov I'M. Cmanoapmuszayus u cepmugpuxayusi ¢ mypusme [DreKmpounwiil pecypc]:
yuebHoe nocooue/ [lexmapo I"M.— Dnexmpon. mexcmogvie oannvle.— M.: QuHancvl U cmamucmuxa,
2014.— 368 c.— Peocum oocmyna: http.://www.iprbookshop.ru/18843.— D5C «IPRbooks»

3. Masunkuna E.W. VYnpasnienue xonkypenmocnocobnocmoio [OnexkmpoHusiii pecypcy:
yuebnoe nocooue/ Maszunkuna E.U., Hanuuxuna I'.I.— Dnexmpon. mexcmosvie oannvie.— Capamos:
Kopnopayusa  «/unonvy, Au Ilu Op Meoua, 2013. 388 c— Pexcum odocmyna:
http://www.iprbookshop.ru/16743.— DEC «IPRbooks»

4. Dxonomuueckas — d¢pexmusnocmv  OeamenbHOCMU — NPEONPUAMUN  MYPUCHICKO-
eocmunuynoeo komniaekca (TT'K): oyenka, nianuposanue, nymu pewenus Yepnenko H.A., Yepnenko
AJL, Tumaxun O.A. M.: KHOPYC, 2013. - 156 ¢ Pexum oOocmyna:
http://www.book.ru/view/912078 — D5C «Book.ru»

61



[MTPMJIOKEHHME. KOHTPOJIBHAS PABOTA

Pacdet BhINOJIHSETCS B TOHKOM TETPaJi B CIEIYIONIEH MOCIEI0BATEIbHOCTHU

1. 3ananue (MCXOMHBIC TAHHBIC)
2. Pacuer ¢ 00s13aTE€IbHBIM TOSICHEHUEM.

3. PesynbTatsl pemeHus.

3agaua.

[IpenmpusiTie cOCTaBUIIO OTYET 3a OAUH roj] padoThl. [1o pesynbraram otueTa

IMOJIYUHIIUCH CIICAYIOIINUC 3aTPaThl:

3aTpaTsl

JCHCKHBIC CAMHUIIBI

(m\e)

OO0yueHnue nepconana

Ceprudukanus (115 1 Bapuanra)

JIuuensupoBanue (1151 2 BapuaHTa)

[Toesnka mo mpoBepke 000pyAOBaHKS pecCTOpaHa
[Toesaka 1o mpoBepke coOMOACHUS  TpeOOBaHUIA
APrOHOMUKHU

ITpoBepka paboThI IepcoHaa

30 THIC.
4 ThIC.
4 ThIC.
4 ThIC.
2 TBIC.

1 TBIC.

Pemont oduca mmncs 75 muenr. O0bem mpopax coctaBui 80 Thic. a.e./mecsi. B

nekadpe pupma npemtoxmia kineHtaM ckugaku 50 %. O0bemM nmpoaaxk yBEIHUMIICS Ha

20%. Otenute 3aTpaThl BHYTPEHHHE, BHEIIHUE U 00IKMe Ha KadecTBO no meroay I1O/]

¥ KOHEUHYIO BBIPYUKY 3a T'OJ] C yUe€TOM, 4To B 1 Mecsie 25 pabounx nHeH.
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