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[osicuuTenbHas 3anucka

@onj oneHouHbIX cpeAcTB (ganee — POC) ansg MpoMexyTrouyHoH arrecTanuu mo AucHUIIMHE «OCHOBBL YIPABICHUS
KayecTBOM» pa3pabdo0TaH B COOTBETCTBHH C TpeOOBaHUSAMH (pelepalibHOTO TOCYIApCTBEHHOTO 00pa30BaTeIbHOTO CTaHIapTa
BbICIIET0 00pa3oBaHus — OakalaBpHuaT 0 HanpasieHuto noarorosku 43.03.01 Cepsuc, yrBepkAeHHOr0 Ipuka3oM MUHUCTEpCTBA
oOpazoBanus u Hayku Poccuiickoit ®enepanmu ot 8 wmronHs 2017 1. Ne 514; (3apeructpupoBaH MUHHCTEPCTBOM FOCTHIINU
Poccuiickoit ®epepanuu 29 wmrons 2017 r., peructpauuonsslit Ne 47236), ¢ M3MEHEHUSMM, BHECEHHBIMH IIPHKa3aMU
MuHHCTEpCTBa HAYKH W BbIcIIero oOpaszoBanus Poccuiickoit ®enepanuu ot 26 HosiOps 2020 r. Ne 1456 (3apeructpupoBaH
MunucrepctBoM roctuiuu Poccuiickoit @enepanun 27 mas 2021 r., peructparuonssiit Ne 63650) u ot 8 deppans 2021 r. Ne 83
(3apeructpupoBan MunucTepcTBoM roctunnu Poccuiickoit @enepanun 12 mapra 2021 r., peructpanuonssiii Ne 62739), ocHOBHOU
npodeccruoHanbHOM 00pa3oBaTeIbHON IporpaMMoi IO HampasieHuto noArotoBku 43.03.01 CepBuc, HanpaBlIeHHOCTH (IIPOQUIIB):
«DUHAHCOBBII CEepBHC» C yueToM TpeboBaHMi mpodeccuoHanbHbIXx cTanaapToB 40.053 «Crneuuamuct Mo oOpraHu3alnuu
HOCTIPOJAKHOIO OOCIYXHMBaHUS U CEPBUCA», YTBEPXKJICHHBIH NpukazoM MUHHUCTEpCTBA TpyAa U COLMAIBHOM 3aluThI
Poccuiickoit ®denepanuu ot 31 oktsa6ps 2014 r. Ne 8641 (3apeructpupoBan MuHuctepcTBoM roctulinu Poccuiickoit @enepanun 24
Hos10pst 2014 1., peructpanuonsslii Ne 34867); 08.008 «Crnenuanuct mno (GpuHaHCOBOMY KOHCYJIBTHPOBAHUIO», YTBEPMKJCHHBII
MpHKa3oM MHHHUCTEpCTBA TPyJa U colualnbHOM 3amuThl Poccutickoit @eneparyu ot 19 mapra 2015 r. Ne 167H (3aperucTpupoBan
MununctepcTBoM roctuiiuu Poccuiickoit @enepanyu 9 anpens 2015 r., peructpanuonssiid Ne 36805).

Henp @OC a5 MPOMEKYTOUHOM aTTECTAIIMHM — YCTAHOBJICHHE YPOBHS C(HOPMHUPOBAHHOCTH KOMITETCHITHIA:

Kommnerennus Wuaukatop

OIIK-2. Cmocoben ocymectsiars | OINK-2.1. Onpenenser ueau 1 3aa4d YIpaBiICHUS CTPYKTYPHBIMHU ITO/Ipa3/iCieHUsIMH
OCHOBHbIE (YHKUUHM YIpPaBJICHUS | MPEeONpUATHH cdepbl cepBuca WIM JApyrux cdepax, B KOTOPHIX HEOOXOAUMO
CEPBHUCHOH JEeATETbHOCTHIO OCYIIECTBJICHUE CEPBHCHOM IESTEIbHOCTH

OIIK-2.2. Wcnonb3yeT OCHOBHBIE METOJIBI U IPHUEMbl ITUIAHUPOBAHMS, OpPTaHH3AlNH,
MOTHBAlMA ¥  KOOPIWHAIIMHM  ACSATEIHHOCTH TMPEANPHUATHA  (Toapa3iereHnil)
npeanpusTuil  cepsl cepBuca HWIM JIpYrux cdepax, B KOTOPBIX HEOOXOAUMO
OCYIIECTBIICHUE CEPBHCHO IeSTeIbHOCTH

OIIK-2.3. OcymiecTBisieT KOHTPOJb ACATEILHOCTH HpPEANpHUATHIl (T10apa3/ieneHuil)
npeanpusaTuil  cdepsl cepBuca HIM JpYrux cdepax, B KOTOPBIX HEOOXOAUMO
OCYIIECTBIICHHUE CCPBUCHON ICATEILHOCTH

OIIK-3. Cnocoben obecrneunBats | OINK-3.1. OueHuBaeT Ka4yecTBO OKa3aHUS yCIAyr B CEpPBHCE Ha OCHOBE
TpeOyeMoe  KadyecTBO  MPOIECCOB | KIMEHTOOPHEHTHPOBAHHBIX TEXHOJIOTHI

OKasaHus ycuayr B m30paHHOH cdepe | OITK-3.2. OGecneunBaeT TpeGyeMOe KaueCTBO MPOLECCOB OKA3aHUs YCIYT B CEPBUCE B
npo(heCcCHOHATBHOM AeSITEIBHOCTH COOTBETCTBHH C MSK/IYHAPOIHBIMH M HAIIMOHAIBHBIMH CTAHIAPTAMH

OI1K-3.3.00ecneynBaeT OKa3aHUE YCIYT B COOTBETCTBUU C 3asIBJICHHBIM Kaue€CTBOM

OIIK-7. Cnocoben obecneunBars | OIIK-7.1. Ob6ecneunBaer coOnofeHHe TpeOOBaHUN Oe30macHOro OOCITyXKHBaHUS,

06e301macHOCTh 0o0CITy’)KUBaHHS | OXpaHbI TPY/la U TEXHUKHU 0€30MaCHOCTH
norpeburenei u cobmonenne | OIIK-7.2. CoOmomaeT MOJIOKEHHS HOPMATHBHO- NPABOBLIX AKTOB, PErYIMPYIOIIUX
TpeOoBaHMiA 3aMHTEPECOBAHHBIX | OXpaHy TPYyJla U TEXHUKY 0€30I1aCHOCTH

CTOPOH Ha OCHOBaHMH BBINIOJHECHHUS
HOPM W TIpaBUI OXpaHbl TpyAa M
TEXHUKH 0€30IacHOCTH

3agaun @OC a1 NpOMEXYTOYHOH aTTecTallUM - KOHTPOJIb KauecTBa M yPOBHSA JOCTIDKCHUS PE3YyNbTaTOB OOydYEHUs IO
(opMHpyeMbIM B COOTBETCTBUH C yICOHBIM IIITAHOM KOMITCTCHIUSAM:

OIIK-2. CriocoOeH OCYIIECTBIATh OCHOBHBIE ()YHKIIMHU YIIPABICHHS CEPBUCHOM AEATEIBHOCTHIO:

OIIK-2.1. Ompenenser Heln W 3aaddl yHOpaBIeHHsA CTPYKTYPHBIMH ITOJpa3[eleHAAMI HPEeINpHATHA cepsl cepBHUCa HITH
Ipyrux cdepax, B KOTOPLIX HEOOXOIUMO OCYLIECTBICHUE CEPBUCHOM NEATEIbHOCTH

PesynbraT 00yUeHHS:

3Haet: noustue «IlonuTuka B 001acTH KadecTBay, HanpasiaeHus [1oauTHky B 001acTH Ka4ecTBa OpraHU3aliuu cepbl YCIyT;
MOHATHE IEIH B 00JIACTH Ka9eCTBa», OCHOBHBIE TPeOOBaHMS K (hOPMYITHPOBAHHUIO IETIeil.

Ymeet: GopMyaupoBaTh OCHOBHbIE HampaBiieHHs IIOMUTHUKM B 00JACTH KayecTBa C YYETOM CIEHU(UKH [eAITeIbHOCTH
opraHmamuu chepsl ycuayr; (OopMyaHpoBaTh IelH B OOJACTH KadecTBa C y4YeTOM TpeOOBaHMH K HX KOHKPETHOCTH,
PEATUCTUYHOCTH, JOCTHKUMOCTU U U3MEPUMOCTH.

OIIK-2.2. MHcnoms3yeT OCHOBHBIC METOABI W TIPHEMBl IUIAHHPOBAHUS, OPTaHU3AIMM, MOTHBAIMH M KOOPAWHAIINU
JIeSITENILHOCTU NPEANpUATU (ToApa3ziesicHnil) Hmpennpustuii chepsl cepBuca WIM APYruX cdepax, B KOTOPBIX HEOOXOIUMO
OCYIIECTBICHHE CCPBUCHON JIEATEIHHOCTH

PesynbraT 00ydeHus:

3HaeT: IMOHATHE CUCTEMbl MeHe[KkMeHTa KadectBa mnpeanpusatus (CMK) U oOcCHOBHBIE 3Tambl BHEAPEHUS CHCTEMBI
MEHEKMEHTa KauecTBa B OpPraHM3allMi; OCHOBHBIEC MojokeHHs BHenpeHus CMK Ha mpeampusTHu: Ha3HAuUCHHE M PE3YNbTaThI;
aJICOPUTMBI peal3ally U HalPaBJICHUS HCIIO0JIb30BaHUS HHCTPYMEHTOB U METOJ0B MEHEIKMEHTA KaueCTBa.

YMeeT: 000CHOBBIBaTH HEOOXOAMMOCTH pa3paboTku u BHeApeHuss CMK B opranusaumum cdepbl yciayr; HCIOJIB30BaTh
OCHOBHBIC HHCTPYMEHTHI U METOJIBI MEHE/XKMEHTA Ka9eCTBA B CEPBUCHOM EATEIHHOCTH.

OIIK-2.3. OcymiecTBiseT KOHTPOJb ACATEILHOCTH NPEANPUATHI (TToxpa3leneHuil) npennpustuid cdepbl cepBuca win
JIpYyTux cdepax, B KOTOPHIX HEOOXOIUMO OCYIIECTBICHHE CEPBICHON JIEITeTEHOCTH

PesynbraT 00ydeHus:
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YMeeT: onpenensaTs pecypehl, HE0OXOANMBIE ISl KOHTPOJIS KauecTBa MPOIecca B paMKax peai3aliy IPOLECCHOTO MOaX0aa
K YIPaBIECHUIO CEPBUCHON OpraHu3alueil B COOTBETCTBUM ¢ TpeOoBaHMAMH MexAyHapoaHoro crangapra ISO 9001 na cucremy
MEHEKMEHTA.

OIIK-3. CnocobeH obecrednBaTh TpedyeMoe KauecTBO NPOIIECCOB OKa3aHMs yCIYT B M30paHHOM cdepe mpodhecCHOHATBHOIM
JIeSITeNIbHOCTH:

OIIK-3.1. OreHnBaeT Ka4eCTBO OKa3aHUs YCIYT B CEPBUCE HA OCHOBE KJIMEHTOOPHCHTHPOBAHHBIX TEXHOJIOTHH

Pesynbrar 00y4yeHus:

3HaeT: NMOHATHE KayecTBa KaK OTHOCHUTEJILHOW KAaTETOPHH; CTaJud Pa3BUTHA (PMIIOCO(GHH KadecTBa; MOKAa3aTEIH KadyecTBa
YCIIYT.

VYMeeT: onpenessATh MOKa3aTedM KadecTBa HMPOAYKIHHM (YCIIYT); OLCHHUBATh KadeCTBO TOBAPOB M YCIYT B COOTBETCTBHHU C
3aJaHHBIMH K HHUM TpeOOBaHUSIMH; IHATHOCTHPOBATH Ne(EKTHl TOBApOB U YCIYT B COOTBETCTBHH ¢ (hOpMaibHO 3aJaHHBIMH
KPUTEPHUSIMH.

OIIK-3.2. ObecneunBaeT TpeOyeMoe KauecTBO MPOLIECCOB OKA3aHUS YCIIYT B CEPBHUCE B COOTBETCTBHHU C MEKIYHAPOIHBIMU U
HAIMOHAJIBHBIMH CTaHIAPTaMHU

Pesynbrar 00y4yeHus:

3HaeT: IOHATHE MPOLECCHOTO IIOJXOAa U IPOIECCHOTO YIpaBICHWs; OCHOBHBIC AaCIEKTHl HACHTH(OUKAIMHA U
JIOKYMEHTHUPOBAHHS POLIECCOB B OpraHMU3aMAX cephl YCIyT; alTOPUTM peau3aliii IPOLECCHOTO MOAX0a PU OCYIIECTBICHHH
IUIAHUPOBAHUS JEATEIFHOCTH OPTaHW3alMU cepsl yCIIyT; OCHOBHBIC MHOJIOXKEHUS POCCHICKOTO M MEXIYyHApOIHOTO OIBITA B
YIpaBlIeHUH KAa4eCTBOM; CYHTHOCTh CHCTEMBI MEHEIKMEHTa KauecTBa, OCHOBHBIE MoJjioxkeHus1 koHnenunu TQM; crangapter SO
Ha CHCTEMBI MCHE/DKMEHTA Ka4eCTBA: OCHOBHBIC TTOJIOXKCHYIS, CYIIIHOCTb.

YMeeT: IIaHNPOBaTh peanu3anuio Ieiell B 00JIacTH KauecTBa; OCYIIECTBIATh INIAHUPOBAHHUE MPOLIECCOB KM3HEHHOTO [IUKIIA
HNPOAYKIMH; OCYIIECTBIATh IUIAHUPOBAHUE BCIOMOTATEIBHBIX IPOLECCOB, OOCCHCYMBAIOIINX CEPBUCHYIO JIEATCIBHOCTh
NPeANPUSTHS; UICHTH(GUIMPOBATh MPOLECCHl CUCTEMBI MEHEDKMEHTa KayecTBa OpraHH3aluH chepbl YCIYyT; CTPOUTh MOJETb
IIPOLIECCOB CUCTEMBI MEHEPKMEHTA KaueCTBa OpraHu3auu cepsl yCIIyr.

Brnaneer: TexHonormell NOKyMEHTHPOBaHMS OHM3HEC-TIpollecca B OpTaHM3alMU CQepbl YCIYT; TEXHOJOTHEeH pa3pabOTKH
CHCTEMbl MCHE/UKMEHTA KadeCTBa Ha OCHOBE TPEOOBaHHMN MEXKIYHapOAHBIX CTAaHAAPTOB Ha CHCTEMBI MCHEKMEHTA KauecTBa
T'OCT P MCO 9001-2015.

OIIK-3.3. OGecrieunBaeT OKa3aHUE YCIyT B COOTBETCTBHH C 3asIBIICHHBIM Ka4eCTBOM

PesynbraT 00yueHus:

3HaeT: MoKa3aTelH yIOBIECTBOPSHHOCTH MOTPEOHTENeH Iporiecca 00CTy)KUBaHUSL.

Ymeet: hopMyaHpOBaTh KPUTEPUH KauecTBa IIpoliecca 00CTyKUBaHHsL KIUEHTOB.

OIIK-7. Cnocoben obecreunBaTh 0€30MACHOCTh  OOCHYXXHBAaHHS —MOTpeOUTENe W coOMofeHue  TpeOOoBaHMIA
3aHHTEPECOBAHHBIX CTOPOH Ha OCHOBAHWH BBITIOJIHEHUS HOPM U IIPABUJI OXPaHBI TPy/Ja H TEXHUKH 0€30M1aCHOCTH:

OIIK-7.1. O6ecrnieunBaet coOt0icHHe TpeOOBaHUT O€30MaCHOTO 00CITYy)KUBAHHUS, OXPAHbI TPYla M TEXHHUKH 0€30MaCHOCTH

PesynbraT 00yueHus:

YMeeT: HIeHTHOUINPOBATh 3aHHTEPECOBAHHBIE CTOPOHBI B YIIPABICHUH KaYeCTBOM CEPBHCHOTO NPEINPUATHS U ONPEACIIATH
UX OXKHJIAHHS.

OIIK-7.2. CoburoaeT moyIoKeHUs: HOPMATHBHO- MIPABOBBIX aKTOB, PETYIUPYIOIIUX OXpaHy Tpy/Jda U TEXHUKY 0€30MacHOCTH

PesynbraT 00yueHus:

3HaeT: mpaBuiia TEXHUKN 0€30MaCHOCTH B MpoLiecce MPOJaKH TOBAPOB M OKa3aHHs YCIIYT;

TMOHATUC W MNPUHOUIIBI TEXHUYCCKOI'0O PEryjinpoOBaHUusA, TCXHUYCCKUC PEITIAMCHTBI: NMOHATUC, BUIbI, MOPANOK pa3pa60T1<1/1 n
MPUHATHS; TOHATHE, IEJU W IIPUHIMITB cepTU(UKAINN; GOPMBI MOATBEPKICHUSI COOTBETCTBHSI.

YMeeT: JNeMOHCTPUPOBATbh [I€HCTBUE CHUCTEMBbI MOJATBEPXKIEHHS COOTBETCTBHs Ha Teppuropun P® B oOTHOIEHUM
MIPE/IIOKEHHOTO MPOTYKTA.

TpeboBaHKe K TPOLIEAYPE OLCHKH:

[Tomemienue: KOMIBIOTEPHBIN Ki1acc

OGopynoBaHue: KOMIIBIOTEP, KJIAaBHATYypa, HepUQepHitHbIe YCTpOcTBa

WHCTpYMEHTBI: KaHIENSPCKUE PUHAIIC)KHOCTH

PacxonHble MaTepuaiisl: Oymara
JlocTyn K JIOTIOJHHUTENBHBIM CIPABOYHBIM MaTepuaiaM: 3ampelieH (s TECTOBBIX 3aJlaHWi), JOCTyn K 0a3aM JaHHBIX,
MHPOPMAITMOHHO-CIIPABOYHBIM U MIOMCKOBBIM CHCTEMaM (11 TMChbMEHHBIX pabOT U KEHCOB).
Hopwmbl Bpemenu: 20 MUHYT (Ha TECTOBBIC 3a[laHus); 2 aKaJIEeMHYECKHX 4aca (Ha BBIIOJIHEHUE KaXKIOr0 MUCHbMEHHOTO 3a1aHus); 4
aKaJeMUIeCKHX Jaca (Ha BHITIOJTHEHUE KeHca).

IpoBepsieMble KOMITETCHIHH (43 011011 BO):

OIIK-2. Cioco0eH OCyIEeCTBIATh OCHOBHBIE ()YHKIIMHU YIIPABICHHS CEPBUCHOM AEATEILHOCTHIO

OIIK-3. CnocobeH obecnieunBaTh TpeOyeMoe KauyecTBO IIPOLIECCOB OKa3aHMs YCIyr B M30paHHOH chepe npodeccnoHaabHON
JIeATEeIbHOCTH

OIIK-7. Cnocoben obecrieunBaTh 0O€30MACHOCTh  OOCITYXHBaHUS —TOTpeOuTeNneit u  coOmopeHue TpeOOBaHMIA
3aHHTEPECOBAHHBIX CTOPOH Ha OCHOBAHMH BBITIOJIHEHUS HOPM U IPABIII OXPaHBI TPy/Ja H TEXHUKH 0€30MacHOCTH

HpOBepﬂCMLIe HHAWUKATOPbI JOCTHKCHUA KOMHGTGHHHﬁ:

OIIK-2.1. OnpenensieT Leiy U 3a4ayd YHOPaBJICHUS CTPYKTYPHBIMH HOAPA3AEICHUSIMU NMPEANPUATHH cepbl cepBHCa HIH
JIpYyTuxX cdepax, B KOTOPHIX HEOOXOIUMO OCYIIECTBICHIE CEPBICHON IEITEIEHOCTH
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OIIK-2.2. Vcmomp3yeT OCHOBHBIE METOABl W TPHUEMBl IUIAHHUPOBAHWS, OpPTaHU3AIMH, MOTHBAIMM W KOOPAUHAIINH
JIeSTeIbHOCTH TPEANPHUATHI (Toxpas3fesieHnid) HpearpusTiHii cdepbl cepBuca WM Apyrux cepax, B KOTOPHIX HEOOXOIMMO
OCYIIECTBICHUE CEPBUCHOM IEATETLHOCTH

OIIK-3.1. OueHuBaeT Ka4ecTBO OKa3aHUs yCIyT B CEpBHCE HA OCHOBE KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOT Uit

OIIK-3.2. ObecneunBaeT TpeOyeMoe KauecTBO MPOLIECCOB OKA3aHUS YCIIYT B CEPBHUCE B COOTBETCTBHHU C MEKIYHAPOIHBIMU U
HAIMOHATBHBIMH CTaHIAPTaMHU

OIIK-3.3. OGecrieunBaeT OKa3aHUE YCIIyT B COOTBETCTBHH C 3asIBIICHHBIM Ka4eCTBOM

OI1IK-7.2. CobmtoiaeT moJyIoxKeH!us: HOPMaTHBHO- IPABOBBIX aKTOB, PErYJUPYIOIIUX OXpaHy TPy/Ja U TEXHUKY 0€30M1acCHOCTH

[TpoBepsiemMble pe3ynbTaThl 00Y4YEHHUS:

3HaerT:

- nousitue «[lommTHka B oOyacTH KadecTBa», HampaBieHHs [lonuTukn B 00JacTH KadecTBa OpraHM3alMU cepbl YCIyT;
MOHSATHE «IIEJIH B 00JIaCTH KauecTBa», OCHOBHbIE TPeOOBaHU K (HOPMYITHPOBAHHIO LIENICH.

- TMOHATHE CHCTEMBI MeHeKMeHTa KadecTBa npeanpusatus (CMK) u ocHOBHBIE 3Tambl BHEIPEHHST CHCTEMBI MEHEIKMEHTa
KayecTBa B OpraHM3allMM; OCHOBHBIE MojioxeHus: BHeapenuss CMK Ha mpennpusituu: Ha3HaueHHE M pe3yJbTAThl; aJrOPUTMBI
peann3ayy U HalpaBJIeHUs UCTIOIB30BaHN HHCTPYMEHTOB U METO/I0B MEHEDKMEHTa KauecTBa.

- IOHATHE Ka4eCTBA KaK OTHOCUTEIbHOW KaTerOpHUHU; CTaNX pPa3BUTHS (Pritocopuu KayecTBa; MoKa3aTean KadyecTBa yCIIyT.

- TOHSATHE NPOLECCHOTO MOAXO0Aa M MPOLECCHOTO YNPABJICHUS; OCHOBHBIE aCHEKTHl UICHTH(GUKAIMN U TOKYMEHTHPOBAHHS
MIPOLIECCOB B OpraHM3auusaX c(epbl YCIIYTr; aITOPUTM pealn3alliy MPOLECCHOTO I0JX0/a MPU OCYIIECTBICHUH IUIAHHUPOBAHHS
JIeITeNbHOCTH OpraHu3anuy cdepbl YCIyr; OCHOBHBIE MOJOXKEHHS POCCHHCKOrO M MEXIyHapOIHOTO OIBITa B YIIPaBICHUH
Ka4yeCTBOM; CYLIHOCTb CHCTEMbl MEHE/PKMEHTa KaueCTBa, OCHOBHbIE MOJIOKeHUs KoHuenuu TQM; cranmaptsl ISO Ha cuctemsl
MEHE/KMEHTA Ka4eCTBa: OCHOBHBIE TIOJIOKEHUSI, CYILTHOCTb.

- II0Ka3aTeNH yJOBJIETBOPEHHOCTH IOTpeOUTEINeH Iporiecca 00CTy)KUBaHHUSL.

- IpaBIJIa TEXHUKHU 0€30IT1aCHOCTH B IIpoLiecce MPOJaXKH TOBApOB M OKa3aHHMs YCIYT;

- MOHATUE W NPUHIMIIBI TEXHUYECKOTO PEryJUPOBaHUS, TEXHUYECKUE PErIaMEHThI: MMOHATHE, BU/bI, IOPSIOK pa3paldOTKH U
MIPUHATHS; TOHATHE, [IENU U IIPUHIMIIB cepTU(UKAINN; GOPMBI TOATBEPKICHUSI COOTBETCTBHSI.

Tum (popma) 3aJaHus: TECTOBBIC 3aJaHUS 3aKPBITOTO THIIA

TIpuMep THUMOBBIX 3a7aHNH (OLIEHOYHBIC MAaTEPHATIBI):

TecToBrIe 3a7aHU
Bapmant 1

1. Kakoe yreepsxnenue HEBEPHO:

a) KoHKypeHTOCIOCOOHOCTD MPEATPHUSATHS — 3TO peaibHas U MOTCHIHAIBHAS CIIOCOOHOCTh M3rOTABIMBATh M PEAH30BbIBATH
TOBapbl WM OKa3blBaTh YCIYTH, KOTOpPbIE MO LEHOBBIM M KayeCTBEHHBIM XapaKTepHUCTHUKaM OoJiee NPHUBIICKATECIbHBI IS
MIOKyTIaTeJ e, YeM TOBaphl M YCIYTH APYTHX NPENIPHATHA KOHKYPEHTOB,;

b) Ha coBpemenHom stame pa3BuTus (UI0cODUM KadecTBa MMEHHO MPOM3BOIHUTENh OIMpEACIAET Ka4deCTBO MpeaMeTa
(yemyrm);

C) JesTenpHOCTh MPEANPUHIMATENS BCETa COI[HANbHA, H B PA3BUTOM OOIIECTBE OH 9TO XOPOIIIO OCO3HALT;

d) Oco3nanue TOTO, YTO HEOOXOIANUMO KYIIPABISATH MPOIIECCAMIY, @ HE KAYeCTBOM Ka)XKIOTO KOHKPETHOTO U3/CITHS, IPHILIO B
NepuoJ| pa3BUTHA (a3bl KKOHTPOJIS KAYECTBAY.

€) Bce yrBepiKIeHHS BEPHBI.

2. CornacHo TEOpUHU O TOM, YTO MEPOil KayecTBa TOBapa CIyXHUT CTEIIEHb yJOBJICTBOPEHHOCTH MOTPEOUTENS, NOTPEOUTEIH
YIOBJIETBOPEH B CHTYAIIMH, KOT/Ia:

a) II (uexnocts) > C (CTOUMOCTS).

b) I <C.

3.Kakoii da3ze pa3sutus ¢punaocopun KayecTBa COOTBETCTBYET IPEICTaBICHHAs «3BE3ja KauecTBay:

Y, Torammoe ofyreon
e % TOBLISOS000,
EAMerTEL ! 3 059000, 150 14000

Bromomdicrme ., LULCTEC
+ ;o tEprEr CepmrtdraaT
coprfpms f L QEe000
059000, *
130 14000, © AMUOOLEHER

T209000

TR

[Fa¥MeCTE B4R YHOETRTEOD HE e T BOEAFEOT B
ToTpefEoc Te R OFIECTES , EMANETIR R
[AFTMHOECEPOE ), TTOTE BT e FL 3 © Ty HCATLED:

a) OTOPaKOBKH;

b) xourposs kagectsa;

C) yIpaBIiCHHS KAYECTBOM;

d) MeHemKMeHTa KauecTBa;

€) KadecTBa Cpejlbl.

4.Kaxoe yrBepkaenne HEBEPHO:

a) OcHOBOH ¥ OOIIEr0 MEHEMKMEHTA ¥ MEHEDKMEHTa KadecTBa sBiseTcs cucrema KAHAPCIIN (ka4ecTBO, HaIEKHOCTB,
pecypc ¢ NEepBhIX U3IENHH)

b) Cucrema TQM (Total quality management) siBisieTcsi KOMIDIEKCHOH CHCTEMOM, OPHEHTHPOBAHHOW Ha MOCTOSHHOE
yIAydIlIeHHe KauyeCcTBa, MUHIMHU3AIIMIO TPOU3BOJICTBEHHBIX 3aTPAT U MOCTABKH «TOYHO B CPOKY.
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€) CMK (cucrema MEHEIKMCHTA KQueCTBa) SIBISIETCS] YACTHIO CHCTEMbBI MCHE/DKMEHTA OPraHU3alllH.

d) TapaHTHpPOBaHHBIN MPOU3BOAUTENEM CPOK CIIY)KObI TOBapa, Kak MMPaBHJIO, BCErJa MEHbBIIE ero JeHCTBUTENLHOTO CPOKa
CITY)KOBI.

€) Bce yrBepikIcHHs BEPHBI.

5.K ocHOBHBIM m0JI0KeHHMSIM KOHIenuu 1 QM He oTHOCHTCS:

d) HeNpepBIBHOE COBEPIICHCTBOBAHHUE;

b) opuenranus Ha MpPOU3BOIUTENS;

C) KOMaHJIHAs OpraHu3aIus paboT Mo YIYYIICHUIO KauyeCTBa,;

d) Her mpaBUIBHOTO OTBETA.

6.Jledexr, KOTOpBI MOKET OBITH BBIABICH B PE3yJbTAaTe€ pPa30BBIX 3aMEPOB MApaMETPOB KauecTBa IPU KOHTPOJIE
MPOU3BOJICTBA U TOTOBOM MPOYKIIHH:

a) BHeuIHWH neeKT;

b) BHyTpennuit nedexr.

7. B pamkax CMK npou3BOICTBEHHOTO NPENPHUSITHSE K OCHOBHBIM IIPOIECCAM MOT'YT ObITh OTHECEHBI (BO3MOXKHO HECKOJIBKO
BapUAHTOB OTBETOB):

a) mpolecc MapKeTHHTa;

b) mporecc yrnpasnenus nmepconanom;

C) mpotecc yrpapieHus pUHAHCAMHY;

d) mporecc MPOEKTHPOBAHUS U TIAHUPOBAHHS;

€) MpOILECC 3aKYIKU CHIPhS U MaTEPHAIIOB,;

f) mpomecc mpousBomacTBa;

g) mpotecc cObITa TOTOBOM MPOIYKIINY;

h) Bce BhIIIEIEpEUNCTEHHOE.

8.AKTyasbHas BEPCHs MEKIYHAPOIHOTO CTAHAAPTa, Cojiepskaniero Habop Tpebosanuii k CMK:

a) 1SO 9001:2008

b) 1SO 9001:2011

c) 1SO 9001:2015

d) 1SO 9001:2017

9.I1pu 10OPOBOIILHOM CepTU(UKAIMU K XapaKTEPHUCTUKAM, TPEOYIOMIUM MOATBEPKIEHHS, OTHOCATCS:

a) COOTBETCTBHE MHHHUMAIIBHBIM TPeOOBaHUsIM OE30MACHOCTH, KOTOpBIe mepedncicHbl B Texunueckux PermameHtax wiu
I'OCT;

b) mro0BIe 3HAUMMBIE TTApaMETPBI IO BEIOOPY 3asBUTENIS HJIH YCTAHOBJICHHBIC BRIOPAHHOM CHCTEMOM CepTH(hHUKAIIUH.

10. Kaxkoe yreepxnenue HEBEPHO:

a) B pamkax mIpoOIECCHOTO IMOAXO0Ja HCIIOIHUTENb B CBOCH NEATEIPHOCTH OPHCHTHPYETCS HA MOTPEOHMTENs Pe3ylbTaToB
nporecca, Ha YIOBJIECTBOPEHHE €ro OTPEOHOCTEH 1 OKUIAHHH.

b) B coorserctBun ¢ TOCT P MCO 9001 mpomeccuas momens CMK BkiouaeT CieyrONIHe IPOIECCH, Ha KOTOpPbIE
PacIpoOCTpaHAETCS 3TOT CTAHIAPT: YIPABJICHYECKAs JESTCIbHOCTh PYKOBOJCTBA, MPOLECCH obecreueHust pecypcamu (Mim
BCIIOMOTATENBHBIE MIPOLECCHI), TPOLECCH KU3HEHHOTO [UKJIa MPOAYKIMH (OCHOBHBIC MIPOLECCHI), @ TAKXKE MPOLECCHl H3MEPEHHS,
AHAIN3a U YJTyILICHHS.

C) Bce yrBepiKIeHHs BEPHBI.

O1IeHOYHBIH JICT K TUIIOBOMY 33J[aHUI0 (MOJICJIbHBIN OTBET):

1 2 3 4 5 6 7 8 9 10
b a e a b a a, defg |cC b c
Bapuant 2

1.Kaxoe yrBepxnenne HEBEPHO:

a) KoOHKypeHTOCIOCOOHOCTh MPEANPUATHS — 3TO peaibHas U MOTEHIHAIbHAS CTIOCOOHOCTh N3rOTABINBATh M PEaTN30BbIBAT
TOBapbl WM OKa3blBaTh YCIYTH, KOTOpbIE IO ICHOBBIM M KauyeCTBEHHBIM XapaKTepHCTHUKaM OoJiee NpHUBICKATEIbHbBI IS
MOKynaresiel, 4eM TOBaphl U yCIYTU APYTHX MPEAIPUATHH KOHKYPEHTOB;

b) Ha coBpemennom stamne pasputus GUIOCOPUH KauecTBa HMEHHO OTPEOUTEI ONPEeIessIeT Ka4eCcTBO npeaMera (YCIayru);

C) V3 mnpakTHKH BHEAPEHHs MPOIECCHOTO YIPABICHUS CIIEAYeT, YTO COTPYIHHWKH, KaK TPAaBUIO, COMPOTHUBISIOTCS
HOBOBBE/ICHHSIM;

d) Cepruduxamus — 3T0 MOATBEPKIACHHE KaueCTBa ToBapa (YCIyru) CTOPOHOMH, KOTOpast 3aHHTEPECOBaHA B peann3aliu JIH00
nproOpeTeHny TaHHOTO TOBapa WK yCIYTH.

e) Bce yTBepKIcHHS BEPHBIL.

EauecTED TPOFyELROL FAE 2.CormacHO TEOpHUHM O TOM, 4YTO MeEpPOH KayecTBa TOBapa CIY)XUT CTEleHb
[OTTERTITE A YIOBJIETBOPEHHOCTH MOTPEOUTENs, TOTPEOUTETb HEYIOBIETBOPEH B CUTYaIllH, KOTIa:

a) 11 (uernocts) > C (CTOMMOCTS).

Do e CoEro- b) H<C'
; . ECAITEHOE 3.Kakoit ¢asze passutus Quiaocopuud KauyecTBa COOTBETCTBYET IPECTABICHHAS
% ofiyserote «3BE3J1a KAYECTBA»:
-""-__h Dea MECIATELE __,e"'}
., IRt Hprtemcrumi’t
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a) OTOPaKOBKH;

b) konrposst kauecrsa;

C) YIpaBIICHUS KaYEeCTBOM;

d) MeHemKMeHTa KauecTBa;

€) KadecTBa CpeJibl.

4.Kakoe yrepxnenue HEBEPHO:

a) Ilers kauecTBa — 3TO 3aMKHYTasl MOCIEIOBATEILHOCTh MED, ONPEICIAIOIINX Ka4eCTBO TOBAPOB HIIH MPOLECCOB Ha BCEX
JTarnax XXU3HEHHOTO IIHKIA.

b) CMK (cucrema MeHEDKMEHTA KauecTBA) SIBISIETCS YaCThIO CHCTEMBI MEHEDKMEHTA OPTaHM3aIiH.

¢) KoHKypeHIHs 3a cUeT CHIDKEHHS IIeH NpU OOIIEM HHM3KOM KadecTBE MPOIYKLHH XapaKTepHa i MHPOBOH SKOHOMHKH
HaynHasg ¢ 1970-X IT. ¥ 110 HACTOSIIIEE BPEMSI,

d) OcuoBHas 3amaua I1SO — copxeiicTBOBaTh pa3paboTKe MOBCEMECTHO MPH3HABAEMBIX CTAHIAPTOB, MPABHJI U JAPYTHX
QHAJIIOTUYHBIX JOKYMEHTOB B [EJIAX O0JIEr4eHMs MEKIyHAPOJHOTO 0OMEHa TOBapaMH U yCIIyTaMH.

e) Bce yrBepxaeHus BEpHBL

5.K 0OCHOBHBIM NPHHIUIIAM MEHEPKMEHTA Ka4eCTBa HE OTHOCHTCSL:

a) JNMIEepCTBO;

b) B3ammomeiicTBHE paGOTHHKOB,;

C) MPOLECCHBIH MOIXO/T;

d) opwueHTanus Ha MPOU3BOIUTEIS;

€) HeT IPaBHIBHOTO OTBETA.

6. Uto HE siBnsieTcst 00beKTaMu cepTUUKAIINN:

a) MpPOIYKIHS;

b) cucrema menemxmenTa;

C) TepcoHar,

d) moy-xay;

e) ycuyru;

f) Bce mepeunciieHHOE MOXKET OBITH OOBEKTOM CEPTU(HKAIINH.

7.Kakoe yrBepxnenne BEPHO:

a) TapaHTHPOBaHHBII NPOM3BOAUTENEM CPOK CIYXOBI TOBapa, Kak IPaBHIIO, BCEraa OOJbIIe ero NeiCTBUTENFHOIO CpoKa
CITYKOBI.

b) HanexHOCTh — 3TO CBOHCTBO OOBEKTA BHINONHATH 3aJJlaHHbIC (DYHKIUH, COXPAHss BO BPEMEHU 3HAYCHUS YCTAHOBJICHHBIX
9KCIUTyaTallMOHHBIX MTOKA3aTeliell B 3aJaHHbIX Ipe/esax.

c) @.V. Teitnop, I'M. Jlemann, O. Hdemunr u Jix.JDkypaH OBUIM NpPUINALICHHBEIM B IOPSAKE IPABUTEIbCTBEHHON
TeXHH4ecKoi nomouy B Anonuto B 1950-¢ rr.

d) Bce yTBepiKICHHS BEPHBI.

8.Ilpu o0si3aTenpHOM cepTH(hHUKALME K XapaKTePUCTHKaM, TPEOYIOIIUM ITOTBEPIKACHUS, OTHOCSITCS:

@) COOTBETCTBHE MHHHUMAJIBHBIM TPeOOBaHUAM OC30MacHOCTH, KOTOpBIC HepedncieHsl B TexHuueckux PernameHTax MIH
I'OCT;

b) mroOBIe 3HAUMMBIEC TapaMeTPBI O BEIOOPY 3asSBUTENIS MM YCTAHOBICHHBIC BRIOPAHHOH CHCTEMON CepTH(HKALIUH.

9. B pamkax CMK mpom3BOJICTBEHHOTO MPEANPHSATHS K BCIIOMOTATEIBHBIM IIPOLECCAM MOTYT OBITh OTHECEHBI (BO3MOKHO
HECKOJIBKO BAPUAHTOB OTBETOB):

a) mpouecc MapKeTHHTa;

b) mporiecc ynpasnenus nepcoHanom;

C) mpouecc ynpapieHus GUHAHCAMHY;

d) mporecc MPOEKTUPOBAHHUS U TLIAHUPOBAHHUS;

€) MpolLEecC 3aKyIKU CHIPhS U MaTCPHAIIOB,;

f) mpouecc mpon3sBoaCTBa;

g) mporuecc cOBITa rOTOBOI MPOAYKIINH;

h) Bce BbIIICNIEpEUNCIICHHOE.

10. Kakoe yrBepkaenue BEPHO:

a) B pamkax (QyHKIIMOHAIBLHOTO MOAXO/1a HCIOJHUTENb B CBOCH JEATEIbHOCTH OPUEHTUPYETCS Ha OTPEOUTENS pe3yIIbTATOB
mporecca, Ha YAOBJICTBOPEHHE €ro MOTPeOHOCTEH 1 OKUIAHHH.

b) B coorserctun ¢ 'OCT P MCO 9001 mpoueccHas mozmenb CMK BKiIOYaeT ClieAyrOIIHE MPOLECCHl, HAa KOTOPBIC
PacIpoCTpaHsAeTCss 3TOT CTAHIAPT: YIPABJICHYECKAs MESITEIBHOCTh PYKOBOJCTBA, MPOLECCH obecredeHust pecypcamu (Hin
BCIIOMOTATEJIbHbIE MPOLIECCHI), MPOLECCHl JKU3HEHHOTO IMKJIA MPOIYKIUH (OCHOBHBIC IPOLIECCHI), a TAKKE IPOLECCH H3MEPEHUs,
aHaIIN3a U YITy4IICHHS.

C) Bce yTBepikaeHHS BEPHBI.

O1eHOYHBIH JIUCT K THIIOBOMY 33aHHUIO0 (MOJIENIbHBII OTBET):

[N

2 3 4 5 6 7 8 |9 10

d b a c d d b a b,c | b

Kpurepun oneHk 3a1aHust:

oreHKa 5 0annoB («oTn4HO») — 9-10 MpaBUIIEHBIX OTBETOB;

oreHka 4 6aia («XopoIoy) — 7-8 npaBUIBHBIX OTBETOB;

oreHKa 3 Oana («yIoBIETBOPUTENILHOY) — 5-6 MpaBUIIBHBIX OTBETOB,
OLICHKA («HEYIOBICTBOPUTEIHHO») — MEHEe 5 MPaBUIbHBIX OTBETOB.
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ITposepsiemasi kKoMreTeHUHsI (s onon Bo):

OIIK-7. Crnocoben oOecneuuBaTh 0€30IaCHOCTh  OOCHY)XXKMBaHUS IHOTpeOuTeneil u  coOiropeHue  TpeOOBaHUM
3aHHTEPECOBAHHBIX CTOPOH HA OCHOBAHUH BBHIIIOJIHEHHUS] HOPM M IIPaBHJI OXPaHBI TPYJa M TEXHUKH 0€30I1aCHOCTH

IIpoBepsieMblil HHAMKATOP AOCTUKEHUS KOMIICTEHIIUI!

OIIK-7.2. CobmtoaeT moyioKeHUss HOPMaTHBHO- MIPABOBBIX AKTOB, PETYIUPYIOIIUX OXpaHy TPy/Ja U TEXHUKY 0€30MacHOCTH

ITpoBepsieMble pe3ynbTaThl 00YUEHHUS:

VYMeeT: IeMOHCTpHUPOBATH [EHCTBHE CHCTEMBI TOATBEPXKACHUS COOTBETCTBUS Ha Tepputopuu PO B oTHOImEHHH
IPEIOKEHHOT O IIPOIYKTA.

Tun (popma) 3ananus: MUCbMEHHas paboTa

ITpumep TUIOBBIX 3alaHUi (OLIEHOYHbIE MaTePHAIbl):

Hanumure paboTy, 1eMOHCTPUPYIONIYIO ISHCTBHE CUCTEMBI ITOATBEPKICHUS COOTBETCTBHS Ha TeppuTopuu PO B oTHOILEHNH
IPEAT0KEHHON IPYIIIBI IPOLYKTOB:

1. JlaiiTe XapaKTepHCTHKY IPOIYKTa, ONPEACIUB K KAKOH IPYyIIe OH OTHOCHTCS.

2. YxaxuTe HOPMATUBHBII JOKYMEHT, PETyIUPYIOIIHii IPOU3BOACTBO U UCHOJIL30BAHHE JAHHOTO IPOIYKTA.

3. Omnpeaenure GopMy MOATBEPIKICHUS COOTBETCTBHS.

4. TlpuBenure 000CHOBaHUE ACHCTBUI C yKa3aHHEM Ha COOTBETCTBYIOIIHE JOKYMEHTBI, CTaTbU JJOKYMEHTOB.

[lepeueHs mpoOIyKTOB:

— Bosnymnsiii puietp s a/m BA3 3aBona «HeBckuii puibTpy

— Asromo6wis Lada Kalina Cross

— CemeiiHblil aTTpakinoH «MOPCKOH BaJIbC» MPOU3BOAUTENS « ATTpaKIHOHBI Poccum»

— Illokonan «Anenkay koHIUTEepcKoi padpuku «KpacHblii OKTAOpPBY

— Habop nerckoii nocyas! «ManuHOBBIH yaii» padpuku Pocurpymka

— MpamopHas roBsiuHa OT MPOH3BOAUTENS «['ypMaHHH

—  Pyxbe MP-27 «CunbBep» MkeBcKOro MexaHHIeCKOTro 3aBoja

— Cuip «I'opHbIit MacTep» npousBogurens «KumpuHo»

— Monoxko nepeBerckoe «Jlomuk B gepeBae» 2,5%, 950 M

— Ilanopamnas macka ITTIM-88 Bpus-4301

— Habop akBapenu «bensie Houn» 36 uB. «HeBckas nanutpa»

— Komncepss «I'opOyiiia HatypanbHas» «S5 Mopei»

— JIndt r/m 400 kr Ypanbckoro JIMGTOCTPOUTEILHOTO 3aBOJIa

— Jlonka [IBX AxBa-Onrtuma 260 HJI HanyBHas rpeOHast OT KoMIaHUU «MacTtep JI0J0K»

— Bapokamepa Bonra-101

— Topomek 3enensii (koHcepBrpoBaHHbIi) 400 1. «[Isansa Bans»

— Camoru Ralf Ringer

— Jlyk 6mounsiit MATHEWS MONSTER SAFARI

— Ily6a u3 nucel. [NonynansTto

Kpurepuu onieHku (COOTBETCTBUE [0 KXKAOMY IIYHKTY OLleHHBaeTcs B 1 Oamn):

1. [lana xapakTepHCTHKa IPOIYKTa, OIpeielieHa YKPYITHEHHas TPYIa, K KOTOPOH OTHOCHTCS AaHHBINA MPOIYKT.

2. Yxa3zaH HOPMAaTHUBHBIM JOKYMEHT, PETYIUPYIOIUMA IPOU3BOACTBO U UCIIOIb30BAHUE JAHHOTO IPOIYKTA.

3. Ompezenena ¢popma MOATBEPKISHUS COOTBETCTBHS JUIS IAHHOTO MPOAYKTA, TPYIITEI HPOIYKTOB.

4. TIpuBeneHo 0OOCHOBaHHME JICHCTBUI C yKa3aHUEM Ha COOTBETCTBYIOIIUE JOKYMEHTBI, CTaThH JJOKYMEHTOB.

MakcnumaabHOE KOJIMIeCTBO 0aiioB — 4.

TIpoBepsieMble KOMITETEHINH (45 Oriom BO):

OIIK-3. CnocobeH obecnieunBaTh TpeOyeMoe KauecTBO IIPOLIECCOB OKa3aHUs YCIyr B U30paHHON chepe npodeccuoHaabHON
JIeSITEIbHOCTH

OIIK-7. Crocoben oOecreunBaTh 0€30IacHOCTh  OOCHyXXKMBaHMS —IoTpebuTenell u  coOmopeHue TpeOOBaHUIM
3aMHTEPECOBAHHBIX CTOPOH Ha OCHOBAHUH BBHITIOJIHEHUS HOPM M TIPABHJI OXPaHBI TPYa ¥ TEXHUKH 0€30IIaCHOCTH

IIpoBepsieMble HHANKATOPBI JOCTHXKEHUSI KOMITETEHIUH !

OIIK-3.1. OneHuBaeT Ka4ecTBO OKa3aHHsI YCIIYT B CEPBHCE HA OCHOBE KIMEHTOOPHUEHTHPOBAHHBIX TEXHOJIOTHH.

OIIK-7.1. O6ecnieunBaet cobuoaeHne TpeOOBaHUH 6€301aCHOr0 00CTyKUBAaHHS, OXPaHbI TPyJa U TEXHUKH 0€30MacHOCTH

IIpoBepsieMble pe3yabTaThl 00yYEHHSI:

VYmeer:

- ONPEIETATh MMOKa3aTeNN KaueCTBa MPOAYKINH (yCIIyT); OLIEHHBATh KA4eCTBO TOBAPOB U YCIYT B COOTBETCTBUH C 3alaHHBIMH
K HUM TpeOOBaHUSIMU; TUArHOCTUPOBATh 1e(EKTH TOBAPOB U YCIYT B COOTBETCTBUU C ()OPMAJILHO 3aJaHHBIMU KPUTEPUSIMH.

- MICHTU(QUINPOBATH 3aMHTEPECOBAHHBIE CTOPOHBI B YNPAaBICHHH KadeCTBOM CEPBHCHOTO MPEINPUSTHS H ONPEACHATh MX
OXKUTaHMS.

IpuMep THITOBBIX 3aKaHMil (OIIEHOYHBIE MaTEPHAIIBI):

l. OHpeJICJTI/ITe 3aUHTCPECOBAHHBIC CTOPOHBI B YIIPABJICHUHU Ka4Y€CTBOM U KOMIIJICKC IOKa3aTesiell KauyecTBa JUIL IPOAYKTOB
CEepBUCHOI opraHm3aIyy (Ha BEIOOP), KaKk KOHKPETHBIE, IIPOBEPSEMBIC, H3MepsIeMbIe XapaKTePHCTUKH.

2. Ormpejnenure MOKa3aTelnd KayecTBa HPOAYKIUM (YCIYr) CEpBHCHOM oOpraHu3anuu (Ha BBIOOp), OLEHHTE Ka4yecTBO
MIPOAYKIMH (YCIIyT) B COOTBETCTBHH C 33JJaHHBIMU K HUM TPeOOBaHUAMH (C O3ULIUHU ITOTPEOUTEIIS).

3. TlpoBemure AMArHOCTUKY Je(hEKTOB MPOAYKIHHA (YCIYTr), pealn3yeMbIX CEPBUCHON OpraHu3alueil (Ha BbIOOp) HA OCHOBE
(opMaITbHO 3aaHHBIX KPUTEPHUEB.
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Kpurepun onenkn:

3ananue 1 Gayn 2 Gajuta 3 baa

1 UnentuduuupoBanbl MeHble | MaeHTHHUIMpOBaHBI OOJbIIe MOJOBUHBI | MneHTHOUIIMPOBAHBI BCE
TIOJIOBHHBI 3aMHTEPECOBAHHBIX CTOPOH B | 3aMHTEPECOBAHHBIC CTOPOHBI B
3aMHTEPECOBAHHBIX CTOPOH B | YIPABICHHH  KauyeCTBOM  BHIOpAaHHON | yIpPaBIEHWHM KadyeCTBOM BBIOpaHHON
yIIpaBJICHUN Ka4eCTBOM | OpraHu3aiuu. [IpuBelleH  KOMIUIGKC | OpraHu3alnud. I[IpHBelieH KOMIUIEKC
BBIOpaHHON OpraHM3allMM. | TMOKa3aTelell  KadecTBa  NPOAYKTOB | TOKa3aTeled  KadecTBa  IPOIYKTOB
IpuBeneH KOMIUTEKC | OpTaHU3alliH, XapaKTEePU3YIOIINil MeHee | OpraHu3aldH, XapaKTepU3YIOUIMHA He
noxasarenei kagectBa | 3 acmekrtoB. Kaxnapli  1nokasarens | MeHee 3 aCIIeKTOB. Kaxnapriit
MPOJIYKTOB OpraHM3alliy, | KOHKPETEH, U3MEPUM, TIPOBEepseM MOKa3aTelnb  KOHKPETCH,  H3MEpPUM,
XapakTepu3yomuii MeHee 3 MpoBepsieM
acriektoB. Ilokasatenu He
KOHKPETHBI

2 Yactuuno chopmynupoBanbl | CHopMyTUpOBaHbI TpeOOBaHUS kK | ChopmynupoBansl  TpeOOBaHUS K
TpebOBaHUs K HPONYKIUM | mpoxykuuu  (yciayraMm) — BbIOpaHHOM | mpoxykuuu — (yciayramM) — BbIOpaHHOM
(ycmyram) BBIOpaHHOHN | OpPraHM3alXH C MTO3ULUH HOTPEOHTES. OPTaHM3AIMH C TIO3ULUH HOTPeOUTENS.
opranm3zaimi ¢ nosuimu | OmpeeneHsl  mokaszatend — KadectBa | OmpenenieHsl  IMOKa3aTelM — KadecTBa
MOTPEOUTEIS. npoayKiuu (yciyr) — He MeHee 3. MpOAYKIMH (YCIyT) — HE MEHee 5.
Omnpenenexsl nokaszarenu | OueHeHO KauecTBO HpoAyKiuu (ycayr) | OLeHEeHO KayecTBO HpoayKiuu (YCIyr)
KadyecTBa NPOAYKIHWU (YCHIyT) | OpraHM3aldd B COOTBETCTBHHM  C | OPTaHM3alMd B  COOTBETCTBHH C
— He MeHee 2. BBISIBJICHHBIMHU TPEOOBaHHSIMHU. BBISIBJICHHBIMHU TPEOOBAHHUSIMHU.
OnmcaHa MeTOJMKAa OLIEHKU
KayecTBa MPOIYKIUH (YCiIyr).

3 IIpencrasnena IIpencrasnena knaccudukarus | [IpencraBnena KiaccupUKaIus
kinaccupukanus neexToB — | nedexkron - HE MeHee 2 | nedexroB - HE MeHee 3
HE MeHee 2 | kmaccu(pUKAIMOHHBIX npu3HaKa/ | Kiaccu(PUKAIMOHHBIX PU3HAKA.
KJ1acCU(UKaIOHHBIX YaCTHYHO OINpPEACNICHB! KpuTepuu muii | OnpeneneHs! KpPUTEPHH JUTSt
MIpU3HAaKa. IUarHOCTHKA  Je(EeKTOB  IMPOAYKUUH | THarHOCTHKA HEe(PEKTOB IPOIYKIUH
OmnucaHbl nedexTsl | (yeiyr), — peamu3dyeMoi  BbIOpaHHOW | (yciyr), peanu3yeMoil  BBIOpaHHOM
TIPOTYKITHH (ycmyr), | opraHM3amnuen. OpraHm3amuen.
BBISBJICHHBIE B BbIOpaHHOW | BwiOpan METO[ npoBenenus | IIpoBeneHa JIMAarHOCTHKA — Je(eKTOB
OpraHu3aIliH. JMUaTHOCTHKH Je(eKTOB B 3aJaHHOM | mpomykuumd  (yciyr) B 3aJaHHOM

CHTYAaIH. CHTYallH.

TIpoBepsieMble KOMITETEHIINH (43 OIIOM BO):

OIIK-2. CriocoGeH OCyIIECTBIATh OCHOBHBIE (DYHKIIMU YIIPABICHHS CEPBUCHOM A€ATEIbHOCTHIO

OIIK-3. CriocobeH obecrieunBaTh TpeOyeMoe KadeCcTBO MPOLIECCOB OKa3aHMs YCIYT B U30paHHO# cdepe mpodeccHoHaIbHON
JIeSITeNIbHOCTU

IIpoBepsieMble HHOMKATOPHI JOCTUKEHUS KOMIIETEHIIM:

OIIK-2.1. OnpenensieT Lenu U 3aJaydl yOpPaBJICHUS CTPYKTYpPHBIMHU MOJApa3JeNCHUSIMU NPEAnpuiTHi chepsl cepBUca HIH
IpYyTux cdepax, B KOTOPHIX HEOOXOIUMO OCYIIECTBICHHE CEPBICHON JIEATETbHOCTH

OIIK-2.2. Hcnomb3yeT OCHOBHbIE METOAbl M TIPHEMBbl IUIAHUPOBAHUS, OpPraHU3allUM, MOTUBALUM M KOOPAUHALMH
JeATEeNbHOCTH NPEANpUATHH (TOApa3feNcHu) MpeanpuaTuii chepbl cepBuca WM APYruX cdepax, B KOTOPHIX HEOOXOIMMO
OCYIIECTBICHUE CEPBUCHOH NEATEILHOCTH

OITK-2.3. OcyiiecTBiseT KOHTPOJIb ACATEILHOCTH MPEANPUATHH (TTOApa3aeyieHui) npeanpusaTuii cdepbl cepBuca WIH
Jpyrux cdepax, B KOTOPbIX HEOOXOAUMO OCYIIECTBICHUE CEPBUCHOMN NEITEILHOCTH

OIIK-3.2. ObecrieunBaeT TpeOyeMoe KauecTBO IIPOIECCOB OKa3aHUS YCIYT B CEPBUCE B COOTBETCTBHU C MEXIYHAPOIHBIMH H
HalMOHAJIBHBIMY CTaHIapTaMHU

OIIK-3.3. ObecrnieunBaeT 0OKa3aHHE YCIYT B COOTBETCTBHH C 3asBICHHBIM Ka9eCTBOM

IIpoBepsiemble pe3yabTaThl 00y4YEHHUS:

Ymeer:

- opMynupoBaTh OCHOBHBIE HampasiaeHus [10MUTHKY B 00JaCTH Ka4ecTBa C yUETOM CHEU(UKY eSITeIbHOCTH OpraHU3alHH
chepsl ycrmyr; (GopMyaHpoBaTh IENH B OOJTACTH KadecTBa C y4eTOM TPeOOBAaHHMIT K WX KOHKPETHOCTH, PEaTMCTHYHOCTH,
JIOCTHKUMOCTH U U3MEPUMOCTH.

- 000CHOBBIBaTh HEOOXOAUMOCTH pa3paboTkn u BHexpeHus CMK B opramsamum cdepbl ycIyTr; HCHONB30BaTh OCHOBHBIC
MHCTPYMEHTBI U METOJIbI MEHEXKMEHTA KaueCcTBa B CEPBUCHON AEATEILHOCTH.

- OIPEAENATh PECypChl, HEOOXOMUMBbIE JUIL KOHTPOJS KadecTBa IpOLecca B paMKax pealu3alldd IPOLECCHOIO MOAX0Ja K
YIPaBICHUIO CEPBUCHON OpraHu3aliell B COOTBETCTBHM C TpeOOBaHMSAMHU MexAyHapoaHoro cranmapra ISO 9001 Ha cucremy
MEHEKMEHTA.

- IUIAHUPOBATh PEATM3ALMIO IIelell B 00JacTH KauyecTBAa; OCYLIECTBIATH IUIAHUPOBAHUE MPOLECCOB >KU3HEHHOTO IUKIIA
OPOXYKIHMH; OCYIIECTBIATh IUIAHMPOBAHUE BCIOMOTaTENbHBIX IIPOLECCOB, OOECIEUUBAIOLUIUX CEPBUCHYIO JESITENIbHOCTD
MPeANPUATUS;, UICHTH(GUIMPOBATh MPOLECCHl CUCTEMbl MEHEDKMEHTa KauecTBa OpraHu3anuM cepbl YCIyr; CTPOMTh MOAENb
IIPOLIECCOB CHCTEMBI MEHEDKMEHTA KaueCTBA OpraHU3alK cephl yCIIyT.

- (hopMyITHPOBATH KPUTEPHH KadecTBa IpoIiecca 00CTyKHBaHUS KIHEHTOB.

Bnapneer:
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DoH/I OLICHOYHBIX CpEACTB I NIPOBEACHUA HpOMe}KyTO'-{HOﬁ aTTeCcTalu

- TEXHOJIOTHEH MOKYMEHTHpPOBaHHsS OW3HEC-TIpoIlecca B OpraHM3aluy cepbl yCIIyr; TEXHOJIOTHEH pa3pabOTKU CHUCTEMEI
MEHEDKMEHTa Ka4ecTBa Ha OCHOBE TPeOOBaHUI MEXTyHApOIHBIX CTAaHZAPTOB HA CHCTEMBI MeHepkMeHTa kauectBa ['OCT P ICO
9001-2015.

Tun (dbopma) 3a1aHus: Keic

1. Pazpaborare CMK B opranu3zaimu cdepsl yeiyr (Ha BBIOOp) Ha OCHOBE TPEOOBAHUHN MEXKIYHAPOIHBIX CTAHIAPTOB

Kpurepuu oneHku baser

OINUCHIBAET KOHKPETHYIO CUTYalLUIO C YKa3aHHUEM CIIETYIOUIUX XapaKTepPUCTHK: 5
BUJIA AEATEIILHOCTH OpraHU3allly, pa3Mepa OpraHu3aliiy;

MHCCHHU OpraHH3aluH;

acCOPTUMEHTA NPOJYKTOB OpraHU3alluy;

OCHOBHBIX M BCIIOMOTaTEJbHbIX IPOLIECCOB OpPraHU3aIUH;

KOMIIOHEHTOB OJIMDKHEH U TasibHEl BHEIIHEH Cpe/ibl OpraHU3alii, UMEIOINX BIMSHUE Ha €€ IeSTeIIbHOCTD;

000CHOBBIBaeT HEOOXOAUMOCTh Pa3pabOTKH CHCTEMbl MEHE/PKMEHTa KayecTBa B OpPraHM3allid Ha OCHOBE TpeOOBaHUIA 5
MexayHapo HbIX cTanaapToB SO 9000, yka3biBasi KOHKpPETHBIE OKHaeMble pe3ynbTathl BHeapennss CMK;

000CHOBBIBaeT (10 KaXJOH M3 IEPEUUCICHHBIX MO3UIHIA) ASHCTBHA MEHE/DKEpa IO MPOEKTHPOBAHUIO M BHEAPCHUIO 15
CHCTEMBbI MEHE/PKMEHTA KauecTBa:

. (bopMyIHpoBaHUE TOJIUTHKY U H3MEPUMBIX LIeJIeH B 00IaCTH KauecTBa;

. oIpeieNieHHe 0’KUIaHUH 3aMHTEPECOBAHHBIX CTOPOH;

. ONpeNielIeHHe COCTaBa IPOLIECCOB CHCTEMbl MEHEIKMEHTa KauecTBa M IPOIECCHO-OPHEHTHPOBAHHOM
CTPYKTYpBI OpraHU3alHH;

. (uKcanus pacrnpeeneHus MoJHOMOYHH U OTBETCTBEHHOCTH B CUCTEME MEHE/DKMEHTA KaueCTBa,

. oTpelieIeHHe TePeYHs JOKYMEHTOB OPTaHNU3aINH, 00eCIIeYHBAIOIIIX CHCTEMY MEHEXKMEHTA KauecTBa,

. onpeeNeHne ASUCTBUIH MEHEKepa 10 BHEAPEHHUIO U MOATBEPKICHHIO COOTBETCTBHS CHCTEMbl MEHEIXKMEHTA
Ka4yecTBa;

. omnpeneNieHHe JACHCTBUH MEHe/MKepa I0 MOJJICP)KAHWI0 CHCTEMBl MEHEDKMEHTa KadecTBa B pabouem
COCTOSIHUY,

JAacT OLCHKY (HpOFHO3) PE3YJIbTaTUBHOCTU ACATCIBHOCTH IIO pa3pa60TI<e U BHCAPCHUIO CHUCTEMbI MEHCIKMCHTaA 5
Ka4ycCTBa.

2. OCyIIeCTBUTh TIOKYMEHTHPOBaHHE OU3HEC-TIpoliecca (Ha BBIOOp)

Kpurepuu oneHku bael

OIMCHIBAET KOHKPETHYIO CHTYALUIO C YKA3aHHEM: 5
o BHU[IA JACSTEIbHOCTH OPTaHU3ALMH, Pa3Mepa OPraHH3alln;

. MHUCCHH OpTaHU3aIInH;

o 1eJIeil OpraHu3ali B 00IacTH Ka4yecTBa,

. MIEPEYHsI OCHOBHBIX M 00CIYKHBAIOIINX OU3HEC-TIPOIECCOB;

000CHOBBIBAaCT HEOOXOAMMOCTh YIpABJICHHS OHM3HEC-TPOLIECCAMH OpraHW3alK (Ha MPUMEPE OJHOTO M3 HAa3BAHHBIX 5
HPOLIECCOB, YKa3bIBasi HPOOJIEMBI eT0 OCYIICCTRICHHUS);

000CHOBBIBaeT (M0 KaXIOW M3 TEPEUHCICHHBIX MO3WIUI) ICHCTBUS MEHEKepa MO JOKYMEHTHPOBAHHUIO JaHHOTO 15
OH3Hec-TpoLecca:

(dhopmynupoBaHHe U3MEPUMBIX IIeJIeH poliecca;

nAeHTU(HKAIHS BBIX0/Ia IIPOLIEcca U ero MoTpeduTesnel, BXOIOB IpoLecca U ero MOCTaBIINKOB;

OIpe/ie/IcHHe BIIaIeIIblia MPOLecca;

orpezieIeHHe TOIPOLECCOB C YKa3aHHEM HX BXOJIOB M BBIXOJIOB;

orpezeeHre mapaMeTpoB nporecca (1o MoIpoIeccaM) Kak OCHOBHBIX TPeOOBaHHH K €ro pealn3anum;
oIpeiesiecHHe PecypcoB mpoiecca (1Mo MoANponeccaM) ¢ yka3aHHeM KOHKPETHBIX XapaKTePHCTHK 10 KaKIOMY

pecypey;

. oIpeesieHHe CII0co00B KOHTPOJIS MPOLIecca;

o ¢bukcamus TepeYHs MOKYMCHTALMH, CONPOBOXKIAIONMICH H pErNIAMEHTHPYIOIIEH MaHHBIA MpPOIECC B
OpraHu3alvy,

. omnpeeeHe ISUCTBII MEHEIKepa 110 YIPABICHHIO IIPOIIECCOM, €ro ONTUMHU3ALNN U MOAACPKAHUIO IpoLecca
B pab04YeM COCTOSIHHH;

Ja€T OLUCHKY (HpOFHOS) PE3YIBTATUBHOCTU ACATCIBHOCTU YIIPABJICHUIO MPOLECCOM, €0 ONTUMU3ALNU U MMOAACPIKAHHUIO 5
Tpouecca B pa60qu COCTOSIHMHU Ha OCHOBE €T'0 JOKYMCHTUPOBAHNS.

Meroanueckue MaTepualibl, ONpPEAESIONUe MPOLeaypy U KPUTEPUH OLIEHUBAaHUS C(HOPMHUPOBAHHOCTH KOMIIETEHIUH NPH
MPOBEICHUH POMEXYTOYHOH aTTeCcTalluu

BerInonHeHHBIE 3aJaHUs OLICHUBAIOTCS T10 IIKAJIe:

55%-69% BEpHO BBIMOJHEHHBIX 33aHHN — «YIOBJICTBOPUTEIHLHON;
70%-85% BepHO BBINOJIHEHHBIX 3aIaHHI — «XOPOLIOY;

86%-100% BepHO BBHITIOTHEHHBIX 3aJaHUIH — «OTIUIHOY.
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