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MeTogonorus
MeHeIKMeHTa KayecTBa




AKTyanbHOCTb

KauecTBO npeacraBnseTr cobom Takyto 3KOHOMUYECKYIO
KaTeroputo, Kotopas obecne4ymBaeT UHTErpaLmto
cTpaTern4ecknx pbIHOYHbIX Lenen opraHmn3aumm u
rapaHTMpPOBaHHOE MOSTly4YeEHUE 3annaHnpPoBaHHbIX
pe3ynbraTtoB 3a CYET CUCTEMHOINO MEHEOXKMEHTA,
OPUEHTUPOBAHHOIO Ha cbarnaHcupoBaHHOE
yOOBNETBOPEHNE 3aNHTEPECOBAHHbBIX CTOPOH

MeToabl MeEHeO)XMEHTa Ka4yecTBa COCTaBUMN OCHOBY
AMNOHCKOIo «3KOHOMUYECKOro 4yyga»

[TonynapHOCTb CUCTEM MEHEQKMEHTA KayecTBa
npoaoskaeTt pacTtu (bonee 1 MIH. cepTUPUUNPOBAHHbIX
CUCTEM B MUpE)

CTtaHgapTM3oBaHHaAA cUCTEMa MEHE)KMEHTa NO3BOssAeT
napTHepam obecneynTb AOBEPUE U B3aMMOMNOHUMAaHNE



[Tlogxoan meHea)XMeHTa KavyecTBa

YCTaHOBSIEHUE NMOTPEBOHOCTEN N OXMOaHUN NoTpebuTenen n gpyrnx
3aNHTEPECOBAHHbLIX CTOPOH;

pa3paboTka NONMUTUKM U Lienen opraHn3ayum B obnactn ka4ecTBa;

yCTaHOBIIEHME NPOLIECCOB N OTBETCTBEHHOCTWN, HEOOXOOUMBIX AJIS
OOCTWXEeHUA uernen B obrnacTtu KayecTsa;

yCTaHOBIEHWE 1 onpeaeneHne HeobxoanMbIX PECYPCOB U
obecrneyeHne UMM ONa OOCTUXEHUSA Lenen B obrnacTtu KavyecTsa;

pa3paboTka MeTogoB AN N3MEPEHNA PEIYSIBTAaTUBHOCTU U
9P PEKTUBHOCTU KaXXO0ro npoLecca;

NPUMEeHeHNe pe3ynbLTaToB 3TUX N3MEPEHNN ONA onpeaeneHns
Pe3ynbLTaTMBHOCTU N 3(PAEKTUBHOCTU KaXOoro rnpouecca;

onpeageneHne cpeacTs, HEOOXoaMMbIX ANS NpeaynpexaeHns
HECOOTBETCTBUN N YCTPAHEHNS UX MPUYNH;

pa3paboTka n npUMeHeHne npoLecca Afst NOCTOSAHHOIO YNyYlleHus
CUCTEMbI MEHEPKMEHTA



OcobeHHOCTU NOoAXxoAaa

o [MoTpebutenb B LeHTpPe BHUMAHUSA

« Mopxon, NHTerpupyroWwmMn ctpaTterniyeckue
MHTepechbl OpraH1M3aumm ¢ ee NOTEHLUANOM

« B CMK cospalorcsi ynpaBneH4Yeckue MexaHu3mbl,
KOTOpble He NO3BONSIIOT MOBTOPATL OLUNOKMK

e Mopenb ynpaBrieHnAa nepBoro jfimua opraHn3aumum

o lMepcoHan aKkTMBHO y4yacTByeT B pa3paboTtke
MeXaHWU3MOB ynpaBneHus

o« dopmanbHasa cuctema (AOKYyMeHTauusl) nmeet
bonblioe 3HaYeHune

o 3aperucrtpupoBaHHble AaHHble (quality records)



YTO TAKOE «UUKIT YITYHWWEHUA OEMUWHIA-

LUYXAPTA»?

P (Plan — nnaHnpymn) — HyXHO
NSIaHMPOBaTb XapaKTep
OENCTBUU N BUL, YINyYLLEHUN
Ha OCHOBE OOCTYMNHOW
NHpopmauum;

D (Do — penan) —
3annaHnpoBaHHble OENCTBUS
NPUMEHSIOTCS Ha NPaKTUKE;

C (Check — npoBepsin) —
NPOBEPSAIOTCA pe3ynbraThl
BbINOSIHEHHOW OEeATEeNbHOCTY;

A (Act — KoppeKkTupym) —
KOPPEKTUPYHOTCS OLLUNOKM N UX
NPUYnHLI, pa3pabaTbiBaloTCH
Mepbl N0 HEQOMNYLLEHWNIO
NoBTOpPa OLLINOOK

Check

oBepsn

Plan
MnaHnpyn

Do

Henain



KAYECBO

CooTtBeTcTBME
COOCTBEHHbLIM
TpeboBaHUAM

PesyneraTthbl NMoTpe6GHOCTHN
MapKeTuHra pPbIHKa
FOTOBHOCTbL 3anpocsl
MHBECTOpPOB norpeéurtenen
Hanuuue TpeboBaHusA
6usHec-naen napTHepoB

CooTtBeTcTBUE TPEOOBAHUAM pPbIHKAa

N

ib

CooTrBeTcTBME HOPMaTUBHbLIM TpQGOBaHI/IFIM

TpeboBaHus Ksanudmkaums
3aKOHOB nepcoHana
BoamoxxHocTH OTpacneBble NMpounsBoacTs.
TEeXHOJIorum orpaHnyeHus noTeHuman

«CTpaTermyeckue
Lenu

*OTBETCTBEHHOCTb
pykoBoacTBa

*MeHea)XKMeHT pecypcoB

*MeHeaXMeHT
npoueccos

*YyacTtue nepcoHana B
pa3paboTke npoueccoB

*KOHTPONb, MOHUTOPUHI
u ayauT

*3anucu no Ka4yecTBy
cAHanus

*KoppekTtupyrowme u

npeagynpexaaroLwime
AeucTBus




MpnHunnbl CMK

OpueHTauus

Ha
notpeourens

NMNocTOosAAHHOE

ynyJdlweHue INupepcTtBO

pykoBoAcTBa

B3aumoBbIrogHble
OTHOLUEHUA
C napTHepamu

NMpuHuMnbI
CMK

NMpoueccHbIN
noaxop,

MpuHaTue
peleHun
Ha OCHoOBe
c¢dakToB

BoBneuyeHue
nepcoHana

CucremMHbIN
noaxopn K
MeHeaKMEeHTY



[MpuHumn 1. OpuneHTauus Ha
noTpebutenen

e BbISIBNEHNE BHELIHUX N BHYTPEHHUX NOTPeduTenen u
3anHTepeCcoBaHHbIX CTOPOH, OCO3HaHMNE NX NOTPEOHOCTEN U
OXWAaHWUN, BKNOYasa ka4ecTBO obpas3oBaTerbHbIX YCMYT, YCIOBUS
X NpeaoCTaBneHus, LeHy n 1.4.;

o 0becneyeHne cbanaHcMpoBaHHOIO NOAX0Aa K 3anpocam
noTpedutenen n NOTPebHOCTAM APYrMX 3aUHTEPECOBAaHHbIX
CTOPOH (rocyaapcTsa, o0LLecTBa B LIENoM, pbiHKa Tpyaa 1 np.);

e npeobpasoBaHMe 3anpocoB n TpeboBaHun noTpebutenen B
KOHKPETHbIE 3a4a4u, UX NraHUpoBaHUE U BbIMOSTHEHNE;

e yCTaHOBNEHMe 0bpaTHOM CBA3KN C NOTPEOBUTENSAMU, OLIEHKA MX
YOOBNETBOPEHHOCTU C LENblo yNydlleHnsa OeaTenbHOCTU By3a.



[MpuHumn 2. JlngepcTtBo pykoBoACTBaA

e MOHMMAHME BbICLLMM PYKOBOACTBOM WU, Npexae
BCEro, PEKTOPOM, YTO CUCTEMA MEHEOXXMEHTA
KayecTBa — 3TO 3p(PEKTUBHbLIN UHCTPYMEHT €ro
ynpaeneHus,

e JEMOHCTPaLUIO NPUBEPKEHHOCTU KA4YEeCTBY
COBCTBEHHbLIM MPUMEPOM;

e OPUEHTALUIO HA NMOTPEOHOCTU BCEX
3aMHTEpPECOBaHHbIX CTOPOH, B TOM Yucne
BHYTPEHHUX NoTpebutenen n obLecTBO B LIENOM,;

o 0DecnevyeHne atmocdepbl JoBepusa Anst Toro, YToobl
nepcoHan He bosnca owmnbuTbes, npeanaras
yINyJLleHus;

e pacnpeneneHne oTBETCTBEHHOCTM U MNOSTHOMOYUN, a
Takke obecnevyeHne HeobxoanMbIMU pecypcamum.



[TpuHUKMN 3. BoBne4yeHmne nepcoHana

e CO3JaHMe YCNOBUN ANA AEMOKPATUYHOIO
CTUNSA yNpaBreHns;

e MaKCUMaAJllbHYIO Nnepenavy NOJIHOMOYNN B
PaMKaX 30Hbl OTBETCTBEHHOCTMN,

e NpPUBNEYEHNE HEMOCPEOACTBEHHDIX
ncnonHuTtenen ans paspadoTku pernamMeHToB
CBOMX MpoLeccoB, padboT 1 PyHKUUN (Kak
9KCMnepToB B 3TON paboTe);



[MpuHuun 4. NpoueccHbIN noaxoa

e YeTKoe pacnpeneneHne obsszaHHOCTEN U
NOSTHOMOYUU;

e LieNneHanpasrieHHOE yrpaBrieHmne, KoTopoe
«nogcTpamBaeTcsa» nog NoTPeObHOCTM creayLlero
npoLiecca Unm KOHEYHOro NoTpebuTens;

o OlipenersieHne KputepmeB pe3yribTaTUBHOCTH
ynpasJrieHNA — KOJIN4eCTBEHHbIX U Ka4EeCTBEHHDbIX,

e HaOeXHoe NnnaHupoBaHWE N NPOrHO3 Pe3ynbLTaToB.,
nocrnencTtBuMn U PUCKOB.



[TpuHumn 5. CnuctemHbIM nogxon
K MEHEIXKMEHTY

o OllpeaerieHne cnctemMbol Nnpoueccos, B
cooTBETCTBUN C LENAMU NO Ka4eCTBY,

e YCTAHOBJIEHUNE B3aNMO3aBUCNMOCTU
npoueccoB B CNCTEME,

e YCTAHOBJIEHUE NMPUOPUTETOB B CUCTEMHOWU
CBA3UN CTPAaTeErm4eckoro rnjiaHmnpoBaHMA
onepatnBHOIO yripaBJIiEHNA.



[MpuHUKMn 6. NpUHATUE peLLleHniA
Ha OCHOBE (PAKTOB N AaHHbIX

0b0CcHOBaHHOE LieriecoobpasHoe
ynpaBneHune;

obecreyeHne JOCTOBEPHbIX UCTOYHNKOB
d0aKTOB N OAHHbIX;

MCMNONb30BaHNE HAOEXHbIX METO0B aHanus3a
OaHHbIX N MHOPMAaLUK;

pacxodoBaHMe PecypcoB TOMbKO A1
N3MEPEHNN, KOTOpble 000aBNSAT LEHHOCTb
(MoryT 0obaBnsTthb).



[TpuHumn 7. B3anmoBbIrOgHbIE
OTHOLLEHUSA C «NocTaBLMKaMN»

e NOEHTUMUKaLUMA OCHOBHbIX MOCTaBLUMKOB U
NnapTHEPOB;

e YCTAHOBIEHNE OTHOLUEHNN C NOCTaABLLUUKAMMU
Ha OCHOBe DanaHca KpaTKOCPOYHbIX U
OONTOCPOYHbIX LEeneu;

e OTKPbITOCTb;
e COBMECTHOE peLleHne npobnem.



[TpuHumn 8. NocToaHHOE yny4ylleHue

o (hbopMMpoBaHUE KYNbTYpPbl Ka4yecTBa, NOTPEOHOCTM B MOCTOSIHHOM
YNYyYLLEHUN;

e [103MPOBAHHOE BHEAPEHWE MHHOBALINIA C YY4ETOM UMEIOLLIErOCS
NoTeHLMana n pecypcos,;

e TMOCTOSIHHOE BHMMaHWE BCEM MpoLieccam C y4eToM
NMPUOPUTETHLIX HaNpaBneHUN;

e MCMNONb30BaHME MEXaHM3Ma BHYTPEHHUX ayAUTOB Kak
npoueaypbl yNy4dlleHuin, NPOTUBOMONOXHON KOHTPOIO MO CYTU;

e MCMNOSIb30BaHME MeXaHn3Ma uukna ynyJweHnn lemudra —
LUyxapTa (Plan — Do — Check — Act = NnaHnpyn — BHegpan —
[MpoBepsin — KoppekTunpyn);

e TMpPU3HaHWE 3acnyr paboTHMKOB, Y4aCTBYHOLLUUX B YIYyYLLEHUSIX.



OCHOBHbIE NMOHATUA U
onpeaeneHus cogepxxartcsd B
ctaHpapTe ISO 9000 - 2005 roga

«CUCTEMbI MEHEOXMEHTA KAHECTBA
OCHOBHBbIE NMONOXEHUA U CITOBAPb»

Quality management systems.
Fundamentals and vocabulary



KayecTBo (quality) — crenens
COOTBETCTBUA COBOKYNMHOCTW
NPUCYLLMUX XapaKTePUCTUK TOBapa
nnun ycnyrm TpedoBaHmnsm (1ISO 9000)

TpeboBaHUAM:

e NoOTpedbuTenen n saanHTepecoBaHHbIX CTOPOH,

o 00s13aTENbHLIM (3aKoHOA4ATESbHLIM N HOPMATUBHbLIM),
e CODCTBEHHBLIM TPEDOBAHMAM OpraHu3aunm



Cucrtema meHegxmeHTa kadectBa (CMK)

- COBOKYIIHOCTH OPraHM3allMOHHOMN CTPYKTYPbI,
IPOIECCOB, JOKYMEHTOB, OTBETCTBEHHOCTH, IIOJTHOMOYMH
1 pecypcoB, HEOOXOAMMBIX JJIs1 Pa3pad0TKU U

JHOCTHKEHUS 1eJiel OPraHu3anuy B 00J1aCTH Ka4eCcTBa

Cuncrema MeHeO)XMeHTa KayecTBa

- CHCTEMA MEHEKMEHTA JJI PYKOBOJACTBA M YIIPABJICHUS
Opra"Hu3anyved NPUMEHUTEIbHO K Ka4ecTBY (ISO 9000)

PykoBoaCTBO 1 yripaBrieHne NpUMEHUTENBHO K KAa4eCTBY 0ObIYHO
BKINOYaET pa3paboTKy NonnTUKM B obnacTn KadecTBa 1 Lenen B obnactu
KadyecTBa, NiaHMpoOBaHME KadvecTBa, ynpaBreHne KadyecTBoM,
obecrneyeHne Ka4yecTBa 1 ynyylleHne KayecTea



Moaenu MmeHeO)KMeHTa
KayecTBa




Mopens TQM (Total Quality Management) — BceoOLwinm meHeXKMeEHT
KayecTBa

CMK B cootBeTCcTBMM C TpeboBaHuamu ISO 9001

CMK B cootBeTcTBUU C pekomeHaaumamm ISO 9004 (moaenb ISO/IQNet)
6 curm

BepexnuBoe npoussoacteo (Lean Management) n gpyrue

MexpayHapoaHble NnpeMum no KavyecTtBy
EFQM - EBponenckas npemusi no Ka4yecTBy

NMpemua Manbkonbma bonapuaxa (CLUA)
NMpemus Oemunra (AnoHusn)

HaunoHanbHbIe npeMnun no Ka4vyecTtBy
PernoHanbHble npeMnn n KOHKypcChbl

OTtpacneBble KOHKYPCbI
KoHkypc MuHOGpHaykn «Cucrtembl o6ecnevyeHus Ka4yectBa NOAroToBKM cneumanmcToBy

EBponenckme ctaHaapTbl NO rapaHTUAM KayecTBa BbicLUero oopasoBaHus
CtaHOapTbl KOpNOpaTUBHOU coLuMaribHON OTBETCTBEHHOCTU



MOJIEJIb EFQM

Y[I0BNETBOPEHHOC Th
MepcoHan nepcoxHana
100 6annos 100 6annos
(10 %) (10 %)
”"ﬂ"pl()))j’:zmaﬂ MonuThKa 1 Y[I0BNETBOPEHHOC Th Pes;g';:""'
cTpatervs noTpebuTene
pyKoBOACTBa oprgﬂuaauuu lpovjeccl, KaYeCTBOM opraHu3aLumn
100 6annoB B oBnacTv npoAyKLms NPOLIYKLMM
(10%) kayecTBa M YT W ycnyr 150 6annos
100 6annos {0 G 150 6annos (19%)
BrmsHme
nag:&%‘iﬁo - OpraHu3aLmm Ha
100 6annos
(10 %)
BO3MOXHOCTHU PE3YJIbTATHI

500 6annos (50 %) 500 bannos (50 %)




Poccuickue pykoBoauTenm He4o0CTaTO4YHO
NoAroToBsieHbl, TaK Kak HaA3HaA4YalrTCA U3 Yncna
cneunanucToB OTpacsiM U HEOXOTHO OCBauBaKOT HOBOE

OTcyTtcTBMUeE nepenavn nosTHOMo4Ynn B (hyHKLUMOHANBHOMU
MoAesiv 3aTpygHeHa U Tpaguuum npeoaorsrieTb CrioXXHO

HecornacoBaHHOCTb AeNCTBUU

Cnuwkom MHOro nuwiHen nHdopmauummn
UanunwHe cunbHaa BepTUKanbHasa BNacTb
OrpomHbIe 3aTpaTbl Ha Ka4eCcTBO

Cucrtema MeHeQXXMEHTa KavyecTBa HYXXHa TONMbKO B
KOHKYPEHTHOU cpefe



Moaenb cucteMmbl MEHEeAKMEHTA
kavyectBa (CMK) no ISO 9001

IHocrosiHOe YJIyuIEHIe
CHICTE VIHI MIEHE/HKVIEHTA KA CTBA

TIHoTpetoure.ma
IHorpeoure.ma (ua ypyruae
(a pyrue FAMHTEPe-
FAavHTePe- COBAHHLE
COBaAHHLE CTOPOHLI)
CTOPOHLD
VY oB-
JEeTBO-
PEHHOCTE
Tpeoo-
BaHWS i




Yto Bnuset Ha cTpyKkTypy CMK

a) BHELWWHAA cpega opraHusaumn, USMeHeEHUS
NN PUCKU, CBA3aHHbIE C 3TOU Cpeaou;

b) nameHarwLwmnecs NoTpedbHOCTY;

C) KOHKPETHbIE Lienu;

d) Bbinyckaemas npoayKumsi;

e) NpUMeHAEMbIE MPOLIECCHI;

f) pa3amep u CTpyKkTypa opraHmsauun.



MexaHn3mMmbl YCTOUYUBOroO
ynpasneHua OY

TumyeHko Buktop BnagumupoBuvy,

KaHOu4aTt negarormdeckmx Hayk, OOUeHT

ayauTop CUCTEM KayecTBa

EBponenckon opraHmsaumm no Ka4ecTBy,
PYKOBOAUTENb LIEHTPa ayauTa KadyecTBa obpa3oBaHuS,
OOUeHT Kadpeapbl ynpaBneHusi obpasoBaHneM

PITTY nm. A.W. I'epuena

timchenko@herzen.spb.ru
+79213346207
(812) 314 6042
(812) 570 0875



AKTyanbHOCTb

3a 20 net cTpaHa npoLlusia nyTb 3HaYNTENbHbIX COLManbHO-
9KOHOMUYECKNX npeobpasoBaHnin, KOTOPbIE OTPA3UIIUCh N Ha
obpaszoBaHuK

ObpasoBaHue, B 0COOEHHOCTM BbICLLEE, 3aaET BaXXHENLLNE
HanpaBneHusl pasBUTUSA CTPaHbl, NPeaoCTaBNSAET HAYYHO-METOANYECKUN,
KyNbTYPHbIA U TEXHONOMMYECKNN (pyHOaMEHT pa3BUTUS

HoBoe kayecTBO 00pa3oBaHusi, HOBOE NpeaHa3HaYeHne BbiNMyCKHUKOB

HoBble MeToab!l yripaBneHnst NpuxoasaTt B obpasoBaTeribHyo cepy n3
Bu3Heca 1 NPOMBbILLNEHHOCTU B pe3yrbraTe 0606LLEHUS NMyYLLUX NPAKTUK
N 3PP EKTUBHbBIX METOANK

MexxayHapoaHoe BrnvsiHue: rnobanbHbIN pbiHOK Tpyada, ynpoLleHme
MEeXAYHapOaHbIX KOMMYHUKaLMA, UHTerpauuns odpasoBaHus

[MoBbllWeHWe TpeboBaHU NO rapaHTUAM KadecTBa obpas3oBaHUA —
y3HaBaeMOCTb Ka4yecTBa

Yrpo3a KoHKypeHuun 3apybexHoro obpasoBaHus (KannHuHrpag,
Cunbupb, JansHn BocTok...)



AKTyanbHble nogxoabl B
MeHeaKMeHTe

CTpaTternyecknm MeHeg)KMeHT

YnpasneHue passutnem

YnpaBneHue nameHeHnsamMmm

YnpaeneHne NHHoBauusiMn

MapKeTUHI-MEHEKMEHT

MNMpoueccHbIM noaxon,

MeHeoKMeHT KadecTBa, bepexnuesoe nponsBoacTBo, LLecTb cnurm
MpoeKkTHbIN noaxoa

Ol'lepaLl,I/IOHHblﬁ MEeHeOXXMEeHT
YnpasneHue opraHn3aLMoOHHON CTPYKTYPOU
YnpasneHue pecypcamu

YnpasneHune yernosevyecknmmn pecypcammu
YnpaBneHne NHTennekTyanbHbIMU pecypcamu
YnpaBsreHue 3HaHUSMN

YnpasneHue KopnopaTUBHON MOEHTUYHOCTbLIO

BusHec-nnaHnpoBaHue

YnpaBneHue puckamm

AKONOrM4eCKNmM MeHeKMEeHT

MeHeXMeHT 6e30nacHOCTU U OXpaHbl TpyAaa
MeHeaKMeHT coumanbHON OTBETCTBEHHOCTH
MeHeaXMeHT MHcpopMaLLMOHHOMN 6e30nacHOCTHU
lNMporpamMmMHo-ULeneBoe ynpaBneHue



Cneuundmnyeckue mexaHU3Mbl

e JlnueHsnpoBaHune
o AKKpeauTauus
o Ayaut cuctemsbl ynpasneHus (1ISO 9001)

o AyauT CUCTEMBI rapaHTUN Ka4yecTBa
obpasoBaHua (ctaHgapTel ENQA)

o CepTudumkauyms
o KOHKypCbl N0 KayecTBy



[lpobnemMbl yCTOMUMBOCTH
yrnpaBrieHus

CBs3b CcTpPaTErNM4YeCcKoro 1 yHKLMOHANbHOIO
(onepaLmMoHHOro UM NPOLIECCHOr0) YNpaBreHus

CTabunbHOCTb NPOLECCOB
Pe3ynbTaTMBHOCTL YyrpaBneHuns
OMPPEKTUBHOCTL yrpaBreHUs
TexHonorn4yecknn ypoBeHb ynpaBrieHUs
drnHaHcoBad yCTONYMBOCTb

MapkeTuHroBas OeaTenbHOCTb (M3y4YeHne crpoca U
YOOBMNETBOPEHHOCTH, NPOABMXEHME N peknama ycnyr),

[lenoBoe napTHepCTBO
YnpaBrneHue pmckamu — CIIMLLKOM MHOIO doakTopoB

YnpaeneHue KoprnopaTUBHOW KyIbTYPOU, BOBIe4YeHUe,
MOTMBALUA N CTUMYNUPOBAHWE NepcoHana



CtpaTtern4yeckoe
yripasrieHme
Ha ocHoBe CMK




JrieMeHTbl CTpaTern4ecKkoro

MeHeaxmeHTa B CMK

I TTocTOSITHHOE VIIVUYIIIE HHE I

ITor peSuTrem
ITor peduTe M (1 apyrue
U Apyrue 3aMHTepe-
( y OTBEeTCT BEHHOCTD P
3aMHTEPpe- COBaAHHLIE
] PykoBoACTBA
COBaHHbIE CTOPOHLI)
CTOPOHDLI)
— -
OB-
MeHeqxMeHT H smepenne, A
pecypcos AHAJIM3 U — JIeT BO-
F VYUY€ HHE PE€EHHOCTD
Tpedo- IIpoueccohl
BARLST SKMU3HEHHOI O un@ TIpoayKuus Bbixon
— /




Bbiclee pykoBOOCTBO OOMKHO
obecneymBaTb, YTOObLI NONMUTUKA B
obnacTtuv KayecTBa:

e a) COOTBETCTBOBAaNa LIeNisiM OpraHm3aumu;

o b) Bkntovana B cebs 0b6s13aTenbLCTBO
COOTBETCTBOBATbL TPebOBaAHNAM U NOCTOSHHO
NoBbILWATL PE3YNBTAaTUBHOCTb CUCTEMBI
MEHEeI)KMEHTa KayecTBa;

e C)CO34aBana OCHOBbI 45151 TOCTAHOBKU N aHanm3a
uenen B obnacTtn KadyecTBa;

« d) Obina goBedeHa A0 cBefeHUs nepcoHana
opraHu3aLmm 1 NOHATHA eMy;

e €) aHanuampoBanacb Ha NMOCTOSIHHYO NPUrOAHOCTb.



CtpaTternyeckmu yposeHb CMK —
nonnTukKa B obrnactu KayecTBa

MonuTtuka B Uenn B 3agaun MeHepx- KoHTponb, J
: obnacTtu |, obnacTtu _, NMnanbino _, MEeHT _, aHanus
KayecTBa KayecTBa KayecTBy ynyuJwieHue

Monutuka B
— obnacTtu
3Konorum

Monutuka B
obnacTtu cou.
OTBEeTCTB.

Monutuka B
— obnacTtu
©0e3onacHocTu




Ctpaternyeckmu aHanms

aHarnn3 3KOHOMUYECKOU, NONMUTUYECKOU U
aemorpaguyeckon cutyaumm

ncernegoBaHm4d pblHKa M OUEHKa n0Tpe6|/|Ten;|

n3y4YyeHne BO3MOXHOCTEN OpraHn3aummn B
KOHKYPEHTHOWM cuTyauumn n onpegeneHme
MPOPbIBHbIX HAaNpaBnNeHn

HanpaBIiEHUA peLleHnsa npobnem
HanpaBNeHUs yIy4dLlEeHNN



BHewHAA mapkeTUHroBas
cpeaa (makpocpeaa) By3a

NONMNUTUKO-NPaBOBLIe,
9KOHOMMUYECKUE,
aemorpaduyeckue,
npupoaHo-reorpadunyeckue,
COLMOKYNbTYPHLIE U
Hay4YHO-TEXHUYECKMEe paKTophbl



BHYTpeHHAA MapKeTUHroBas
cpeaa (MukKkpocpeaa)

YCTONYMNBOCTL yrpaBlieHUs

CTabUNbHOCTb NPOLIECCOB,

KagpoBbI NOTEHLUMan,

BbICOKNM TEXHONOMMYECKNN YPOBEHD,

9KOHOMMUYecKasa OeAaTenbHOCTb U douHaHcoBas YCTOMYMBOCTD,

MapKETUHIoBasi AeATeNbHOCTb (M3y4YEHNE Cnpoca u
YOOBNETBOPEHHOCTU, NMPOABWXEHME N peknama ycnyr),

[ENOBOE NapTHEPCTBO
yrnpaBneHne pnckamm
couuanbHas paboTa n couuanbHasi OTBETCTBEHHOCTb

ynpaBreHne KopnopaTUBHOW KyNbTYpOn Ha OCHOBE WUAEO0NOrnm
KayecTBa

9KONOrMYeCKNN MEHEOKMEHT



CtaHaapTtbl ISO cepun 9000




ISO - International Standard
Organization

- MexxayHapogHasa opraHusauusd no
cTaHgapTu3auum

CospgaHa B 1949 r. no peweHuto OOH

HerocyoapcTBeHHasa opraHm3aums - OCHoBaHa Ha JrieHcTBe — 6onee 160
CTpaH (No O04HOW opraHmM3aunn n3 ctpaHbl). LleHTpanbHbIn cekpeTapuar
B JKeHeBe

PaspabartbiBaeT peweHus, BbirogHble 04HOBPEMEHHO U 0DLLIECTBY
(noTpebutenam), u busHecy, N HaunoHanbHbIM NPaBUTENbLCTBAM

TepmuH «I1SO» - «MCO» ncnonbayeTtcs kak bpeHn, OCHOBaHHbIN Ha
rPEYECKOM MOHATUN «PaBHbIN», MOITOMY HE NEPEBOANTCH

Bonee AByXCOT TEXHUYECKMX KOMUTETOB pa3pabaTbiBaloT CTaHOAPThbl Kak
nyywive NpakTuKm

TC 176 — texHnyecknn komuteT «Quality management and quality
assurance»



Bknaa ctaHpapTusauun

HdenaroT npon3BoacTBO TOBapOB U ycnyr bonee
3 heKkTUBHbLIM, 6€30nacHbLIM U YUCTLIM

Yny4LiatT TOProBno — NOBbILLIAT B3aMMOMNOHUMaHNe Mexay
napTHepamu

BoopyxarT npaBuTenbCcTBa COrnacoBaHHOMU
MHCTPYMEHTaNbLHOU M ropuanYveckon 6ason AnA oueHKu

denatca ny4wnMu npomn3BOACTBEHHbIMM NPaKTUKaMMU
PacnpocTpaHalT nHHOBaUUmn

ObGecneunBaloT OCHOBY ANnA obecne4yeHns1 6e30NacHOCTHU
norpeouteneun

[lenatoT XXn3Hb npotLue, paspabarbiBas pelueHnst ans pasnnyHblx
obwmnx npobrnem



[NeATenbHOCTb, CBA3aHHAaA C
pacrnpocTpaHeHnemMm U NpMMeHeHnem
ctaHpgapTa ISO 9001

Pa3paboTka, nsgaHme n npoga)ka ctaHOapToB
KoHcanTuHr B obnactn MeHegXMeHTa KayecTBa
Oby4yeHune crneunanmcToB

ATTecTauus nepcoHana

CepTtudumkaumsa CMCTeEM MEHEMKMEHTA
KayecTBa opraHu3auuu



CtaHpgapthi ISO

. ISO 9001-2005 — Cnctema meHemxMeHTa KadecTBa. TpeboBaHUS

. ISO 9000-2008 — Cucrema meHegxmeHTa kadyectsa. OCHOBHbIE
NONOXEHUA U CnoBapb

e [1SO 9004-2000 — Cuctema MeHeaXMeHTa KavyecTBa.
PekomeHgauum no yny4yweHuro

e IS0 19011 — PykoBogsume ykasaHus no ayguty cuctem
MEeHe)KMeHTa KayecTBa U /unn CUCTemM 3KONOrm4yeckoro
MEeHe)KMeHTa

. IWA 2 — CncteMbl MeHeIXXMEHTA KayecTBa. PykoBoasiune
yKasaHua rno npumMmeHeHuto ctangapta ISO 9001 B obpasoBaHum



CemeuncTBO CTAaHAAPTOB

ISO 9000 onncbIBaeT OCHOBHbIE MOMOXEHUA CUCTEM MEHEeO)KMEHTa
KadecTBa U yCTaHaBNMBaeT TEPMMHOMOMNIO AN CUCTEM MEHEAKMEHTA
Ka4yecTBa.

ISO 9001 onpenensaeT TpeboBaHMA K cMcTeMaM MEHEIKMEHTA KavyecTBa
ONga TeX cny4vaes, Korga opraHmsauum Heobxogumo
NPOAEMOHCTPUPOBATL CBOKO CMOCOBHOCTb NPeaocTaBnATb NPOAYKLNIO,
oTBevaLyo TpeboBaHnaM noTpebutenen n NPUMEHUMbIM
oba3aTenbHbIM TpeboBaHUSAM, N HanpaBieH Ha NOBbILLEHUE
yOOBNETBOPEHHOCTU NOTPedbuTenen.

ISO 9004 cooepXnT pekomeHaauun, paccmatpmsarolne Kak
pe3ynbTraTMBHOCTb, TakK U 3(PdEKTUBHOCTb CUCTEMbI MEHEQXKMEHTA
KadecTBa. Llenblo aToro crangapta siBNsieTcs ynyylleHne 0eaTensHOCTH
opraHm3auun 1 yaoBneTBOPEHHOCTb NOTpedbuTenen n apyrux
3aNHTEPECOBAHHbLIX CTOPOH.

ISO 19011 cogepXuT meTogmnyeckme ykasaHus no ayauty (NpoBepke)
CUCTEM MEHEIKMEHTA Ka4ecTBa U CUCTEM SKONOrMYECKOro
MEHEeKMEHTA.



ISO 9001-2008
«Cucrtembl MeHeO)XMEHTa KavyecTBa.

TpeboBaHusA»

TpeboBaHusa cTaHgapTa HOCAT OOLWMK XapakTep U MOryT
ObiTb NPMMEHEHbl MO OTHOLLUEHUIO K OpraHusaunsiv
BCEX TUMOB U pa3MepoB, BHE 3aBMCUMOCTU OT TOrO,

KaKoro poaa npoayKLuio Unu ycnyrn oHu npeagnaratort.



[Insa Kaknx uenev Moxet
ucnonb3oBartbcs SO 9001

a) opraHn3auundamm, ctpemMAaunMncA ,EI,O6I/ITbCFI npenMmyLwlecTtBa rnocpeacrtrsom
BHeAPEHNA CUCTEMbI MEHE’)KMEHTA Ka4eCTBa,

b) opraHn3aundamum, ctpemMAaumnMncd nomnyvynTb yBepeHHOCTb B TOM, HTO UX
3a/laHHbIE Tpe6OBaHI/I$I K NpoayKumnm 6yu,yT BbIMOJIHEHDbI NMOCTaBLUMNKaAMMU,

C) nonb3oBaTensaMn NPoaYyKUNN;

d) Temu, KTO 3anHTEpecoBaH B eANHOM MOHMMaHUN TEPMUHOSIOMNKU, NPUMEHAEMON B
MEHEKMEHTE KadecTBa (Hanpumep, noctaBLmKu, noTpebutenn,
pernamMmeHTUpytowme opraHbl);

e) CTOpOHaMu, BHYTPEHHUMWN UNW BHELLHMMM NO OTHOLLEHWUIO K OpraHn3auum,
OLIEHMBAKOLLUMMMN CUCTEMY MEHEIKMEHTA Ka4yeCcTBa UM NPOBEPSIOLLMMN €€ Ha
cooTtBeTcTBMe TpedbosaHuam ISO 9001 (Hanpumep, ayanTopbl, opraHbl No
cepTndounkaumu/pernctpaumnmn);

f) ctopoHamu, BHYTPEHHUMUN UNU BHELLHUMUW NO OTHOLLIEHMIO K OpraHu3aumu,
KOHCYNbTUPYHOLLUMK NN NPOBOAALWLMMN 0By4YeHne no cucteMmam MeHemKMeHTa
KadecTBa, COOTBETCTBYHOLLUMM JAaHHOWN OpraHmn3aLuunm;

g) paspaboTynkamMmm COOTBETCTBYIOLWMX CTaHOAPTOB.



ISO/IWA 2:2005

ISO/IWA 2:2005 "Quality management systems - Guidelines for the
application of ISO 9001 in education”,

"Cuncrtembl MeEHe)KMEHTa KadecTBa - PyKoBOACTBO MO NMPUMEHEHUIO
NCO 9001 B obpazoBaHuun".

[OCT P 52614.2-2006 PYKOBOOALWNE YKA3AHUA O
NMNMPUMEHEHWIO TOCT P NCO 9001-2001 B COEPE
OBPA3OBAHUA

B CO onybnukoBaHO pyKOBOACTBO MO BHeApeHuto ctaHgapta NCO
9001 B yupexaeHnax cpepbl 0bpasoBaHMA Ha BCEX YPOBHAX, OT
MNagLwmnxX WKOM A0 BbICLUNX YYEDOHLIX 3aBeEHNN, KOTOPOE NOMOXKET
N3Briedb MakCUMarbHY0 BbIrogy OT MPUMEHEHNSI CUCTEM
MEHeKMeHTa KadyecTBa. PykoBoACTBO COOEPKUT MOMHbIN TEKCT
cTaHgapTa 1 NogpobHbIE KOMMEHTaPUKU NO Kaxaomy pasgeny.



1ISO 19011 PykoBogswine ykasaHus no ayauTy
CUCTEM MEHEI)KMEHTA

«HacToawmn ctaHgapTt npegHasHayYeH and
opraHmsauumn, KOTopbIM HEOOXOANMO
NPOBOAUTb BHYTPEHHNE N/UNW BHELLIHWE
ayauUTbl CUCTEM MEHEMKMEHTa Unn
VNpaBNsaTh NporpaMmmMmamMm ayamTa.

n. 1 ObnacTtb NpUMeHeHuUs




CBsi3aHHbIe CTaHAAPTHLI

ISO/FDIS 10001 Quality management —— Customer satisfaction ——
Guidelines for codes of conduct for organizations - MeHea)XMeHT KayecTBa —
YpoBneTBopeHne notpebutenen — PykoBoasiiue ykasaHus no kogekcam
noBeaeHns ansa opraHmsaunm

ISO 10002:2004 Quality management —— Customer satisfaction ——
Guidelines for complaints handling in organizationsMeHeg)XMeHT KadecTBa —
YaosreTBopeHune notpedutenen — PykoBoggdLwime ykasaHns no yrnpasrieHUo
Xanobamu B opraHusaumm

ISO/FDIS 10003 Quality management —— Customer satisfaction ——
Guidelines for dispute resolution external to organizations - MeHeg)XMeHT
KayecTBa — YOBneTBOpeHne notpebutenen — PykoBogsuime ykasaHus rno
pas3peLLEHNIO NPETEH3NU K OpraHmM3aumnm

ISO/CD TS 10004 Quality management —— Customer satisfaction ——
Guidelines for monitoring and measuring - MeHe)KMeHT kayecTBa —
YOoBneTBOpeHHOCTL noTtpebuternen — PykoBoagdLume ykasaHus no
MOHUTOPUHTY U N3MepPEHNAM

ISO 10005:2005 Quality management systems —— Guidelines for quality
plans - Cuctembl MeHeI)KMeEHTa KadyecTBa — PykoBoasdLwme ykasaHmsa no
NfaHUPOBAHUIO



CBA3aHHbIe cCTaHAAPThLI

ISO 10006:2003 Quality management systems —— Guidelines
for quality management in projects - Cucrtembl MmeHegXMeHTa
KayecTtBa — PykoBogdauimne ykasaHua no MeHEOKMEHTY
KayecTBa B NpoeKTax

ISO 10007:2003 Quality management systems —— Guidelines
for configuration management — PykoBoasiune ykazaHus no
KOH(Urypaumm cMCcteM MeHeXMeHTa

ISO 10012:2003 Measurement management systems —-—
Requirements for measurement processes and measuring
equipmentCncremMmbl MEHEOXMEHTA N3MepeHnn — TpeboBaHUS K
N3MEPEHUIO NPOLIECCOB N N3MEPUTENBHOMY 000pPYAOBaHNIO

ISO/TR 10013:2001 Guidelines for quality management system
documentation - PykoBogsLiue ykasaHus no
OOKYMEHTUPOBAHUIO CUCTEMbI MEHE)KMEHTA KavyecTBa

ISO 10014:2006 Quality management —— Guidelines for
realizing financial and economic benefitsMeHeOXXMeHT
KayecTtBa — PykoBogdauine ykasaHua no JOCTUXKEHUIO
doMHaAHCOBbIX N 9KOHOMUYECKNX BbIro



CBsi3aHHbIe CTaHAAPTHLI

e ISO 10015:1999 Quality management —— Guidelines for
trainingMeHeoxmMeHT KadecTBa — PykoBogduine ykasaHug
no oby4yeHuUto nepcoHana

o ISO/TR 10017:2003 Guidance on statistical techniques for
ISO 9001:2000 - PykoBogsuimne ykazaHua rno npMmMeHeHUIo
cTaTucTudeckmx metogos B CMK

o ISO 10019:2005 Guidelines for the selection of quality
management system consultants and use of their services
- PykoBogsme ykasaHug rno otbopy KOHCYSITaHTOB MO
MEHEXKMEHTY KayecTBa N NCMNONb30BaHUIO UX YCNYr

e ISO 17025 OOwWwme TpeboBaHMS K KOMMNETEHTHOCTM
NCNbITaTeNbHbIX U KanmMbpoBOYHbLIX nNabopaTopun



CtaHgoapTusoBaHHble CUCTEMbI
MeHeO)KMEeHTa

ISO 14001 — Cucrembl 9KONOrM4eckoro MeHemxkmeHTa. TpeboBaHus

OHSAS 18001 - Cuctema MeHea)KMeEHTa NPOn3BOJCTBEHHOW
6e30nacHOCTU N OXpaHbl 300PO0BbS

ISO 31000 Risk management — Guidelines on principles and
implementation of risk management — PUck-mMmeHeg)KMeHT

ISO 22000:2005 Food safety management systems —— Requirements
for any organization in the food chain - Cucrema meHemgKmeHTa
be3onacHOCTU NPOAYKTOB NUTaHus — TpeboBaHua anga nobbix
opraHusaumn B LEeNN NPoayKToB NUTaHMS

ISO 27001:2005 Cucrtembl MeHeQ)KMEHTA MHGOPMaLIMOHHOM
besonacHoCTun

ISO/IEC 17799:2005 Information technology —— Security techniques ——
Code of practice for information security management —
NHMDopMaLMOHHbIE TEXHONOMMKU — - TexHonornm obecrnevyeHus
NHopmMaLMOHHON Be3onacHOCTM - TpeboBaHMs K cucTtemam
MeHeQKMeHTa MHopMaLMoOHHON Be30nacHOCTH

ISO 26000 PykoBoasiLine ykasaHuUs no MEHEOKMEHTY coLmanbHON
OTBETCTBEHHOCTU



Ceptudumkaumsa cnctembl MEHE)KMEHTA
KayecTBa — 3TO OAUH U3 cnocoboB
obecrneyeHust 2apaHmMuu TOro, 4YTo
nepxatenb cepTudukata cnocobeH eceada
rnocmaeJsisimb NMPoOyKU UK Uriu ycryau,
KOTOpble yodoesiemeopsirom
ycmaHo8JsIeHHbIM mpeboeaHusim:

o TpeboBaHUsM noTpeduTtenemn
e COOTBETCTBYHOLWLMM 0bsA3aTENIbHLIM TPpeboBaHNAM
e COOCTBEHHbIM TPeDOBaAHUAM OpraHn3auum



Kakum ctanpaptom ISO
onpenensaroTca TpedboBaHUA K
opraHam no ceptudukauun?

ISO/IEC 17021 Conformity assessment — Requirements for
bodies providing audit and certification of management systems
(CornacoBaHHOe oueHMBaHUe — TpeboBaHUA K OpraHu3aumam,
NPoOBOAALLMM ayauUT U cepTUPUKaLUIO CUCTEM MEHEeOXXKMEHTA)



Bbibop opraHa no ceptndukaymn
OOIMKeH ObITb OCHOBAH Ha cbope
MHJOOpMaLNK:

OTBevaeT N1 obnacTb akkpeaguTaumm opraHa no
ceptudomnkaumm obdrnacTtn Ballen gesaTeribHOCTH.

Kakue aTtecTtaTbl akkpeguTaumnm UMeeT opraH no
ceptuukaummn. Cncrtemsol ceptudmkaumnm

Bpema cylLliecTtBoBaHMA Ha pbliHKE CePTUMPUKALMOHHbLIX
yCInyr opraHa no ceptudukaymu.

KomMneTeHTHOCTbL 3KcnepToB. LLUTaT akcnepTos.
PekomeHOauun OT 3aKa3ydMKOB opraHa no ceptudukaumu.
LleHOBas nonuTtuka.



IAF — MexxayHapoAaHbIU
aKKpeaAUTauUOHHbLIUN (hopyMm

MwnpoBasa accounaumsa gnga cornacoBaHHOU
OLIEHKM aKKpeOnTOBaHHbLIX OpraHoB B cdepe
cepTuukaumn/pernctpaumm CUCTeM
MeHeO)KMeHTa, NpoayKuMn 1 ycnyr, nepcoHana u
OPYrmx cBA3aHHbIX CUCTEM COrflacoBaHHOU
OLIEHKW

Lienn IAF:

co3aaTb YBEPEHHOCTb, YTO akKpeauToBaHHbIe opraHbl obnaaatoT
OOCTaTOYHOW KOMMETEHTHOCTbIO B 0003Ha4YeHHOoW obracTu

pa3pabaTbiBaTb U MPUMEHATb Ha NPaKTUKE COrnacoBaHHbIE
KPUTEPUM OLEHKMN, YYUTbIBAKOLWLME NHTEPECHI NOTPEDBUTENEN 1~
Oun3Heca



EOQ - European Organization for
Quality — EBponemnckas
OpraHu3auusi No Ka4yecTBy

e MNCCWUA: cogencreoBartb yny4dlleHuto
eBPONencKkoro cooodLlecTsa Yepes
pacrnpocTpaHeHNe Ka4yecTBa B CaMOM
LLIWPOKOM €ro 3Ha4YeHUm



[NeatTenbHocTb EOQ

o WHTerpauua nccnepoBaHmn B 006NnacTm KavyecTtBa

o LleHTp KOMNeTeHUMN ana 6u3Heca, npaBUTeNnbLCTB U EBpoCoO103a,
pacnpocTpaHeHue JIy4lnX NpakTukK B o6ractn MeHemKMeHTa
KayecTBa

o [loaroroBka cneunanucToB
« [apmoHu3npoBaHHaaA cxema aTrectauuMm nepcoHana

« Copencrteue pa3BuUTUIO OpraHM3auun: Yyepe3 UHHOBaUUU B
MeHeOXXMeHTe, NnoaaepPXKKYy y4aCTHMKOB, pacnpocTpaHeHue
domnococdunmn KopnopatuBHOM coumnaribHom OTBETCTBEHHOCTU U
YCTOUYUBOro pa3BUTUSA



IQNet - Me)XxayHapoaHas
ceTb No cepTudukKaLmnm
CUCTEM MeHe)KMEeHTa

Bknrouaet 44 opraHa no ceptudpukaumm m3s 39 ctpaH Mmupa

6onee 600
OCTaJIbHbIX
OC: 70%

-

IQNet:
30%



Ceptndukat IQNet = pokymenr, rapantupyrowmii
MeXayHapoaHoe NpM3HaHne U AOCTYN Ha MUPOBOMN PhIHOK

CERTIFICATE

Managoement System

I1ISO 9001:2000

3Hak IQNet — nssecten
B MMpe Kak CMHOHMM KayecTBa



TpeboBaHUA K cucteme
MeHea)XXMeHTa KayecTBa
no ctaHaapty ISO 9001




Ctanpgapt ISO 9001

o «HacTtosawwmn ctangaptT MoXeT 6bITb MPUMEHEH
BHYTPEHHUMMW U BHELLULHUMW CTOPOHaMM, BKIOYas
opraHbl Mo cepTudukaunm, B LENAX OLEHKN
CnocobHOCTM opraHn3aunmn BeIMOSTHATL TpeboBaHUA
noTtpedutenen, TpeboBaHUsA K NPOAYKLNM,
aBnsaowmecs 06sa3aTeNnbHbIMU K UCNOMHEHUIO B
COOTBETCTBUN C AENCTBYIOLLMM 3aKOHOOATENBCTBOM
(oanee — obsaAsaTenbHble TpeboBaHMSA), K
COOCTBEHHbIe TpeboBaHUA»



CTpyKTypa cTaHaapTa
ISO 9001 (TpeboBaHuA)

— =7
e 4.Cuctema MeHeO)XMeHTA
KayecTBa

e 5.0TBeTCTBEHHOCTb
pyKoBoACTBa

o 6.MeHenXXmMeHT pecypcoB

o T7.[Mpouecchbl XN3HEHHOro uMKna
npoaykummu

o 8.A3mepeHHne, aHanNun3 u
ynyJdwieHue



Ctpyktypa ctaHgapTa ISO 9001

I OdOKyYyMEeHTHpOoBaHH e I

rIp ol ecCcHbLIA INTOOX O I

OTBETCTEBEHHOCTD PYKOBOJ/INCITEBA
O6asza- OpHeHTa- ITTortTMTHEKA ITriaHp O- OTBEeTCT- AHarms co
TerlbCcTBa 1L1Mg Ha B obryiacTH BaHHEe B BeHHOCTb CcTCopP OHbI
PYKOBO- nnorpebr- KadecTBa cbracTtH H ITOJIHO- PYKOBO-
OcTea Teris KadecTBa MOHH S JcTtBa
MEHEIJODKMEHT PECYPCOB
ObCecrnniedeHe HernnoBede- ITuadpa- ITIpor3sBOOCT-
pecypcanii CKHe pecypchbl CTpYKTYpa BeHHadA
cpena
ITPOINMEFECCDHBIODKHSHEHHOI'O ITHKJIA ITPOJLY KILH L
ITnanupo- IIpouiec- YrnpaBrie-
BaHHe ChbI, CBs- IIpocexkTH- ITporis- HHe YyCT-
IIpoLeccoB 3aHHbIEe C poBaHHe M 3aKyTIKH BOOCTBO M poHcTBa-
SKHSHEeH - rnnorpebi- pa3pa60’r— OO CITY K H - M1 071
HOTr O T eJIanIi BaHHEe MOHHTOC-
LIHKJIa pHHTAa
H3ISMEPEHHME, AHAJIHS M YJIYVUIILIEHIME
ObmHe rno- MOHHTOPHHT YrpasrieHHe AHaris
HecoOoTBeTCT. AaHHbLTL YirydiieHH e

JICKCeHIH A

H HM3Mep eHH S L
Ip OOyKLIH eH




N3mepeHune, aHanmns n yny4weHuve

e 8.1 O0OWwme nonoxeHus

e 8.2 MOHUTOPWHI U U3MepeHne

o 8.2.1 YOoBneTBOPEHHOCTb NOTPEOUTENEN

o 8.2.2 BHyTpeHHMe ayauTbl (NpoBEpPKN)

e 8.2.3 MOHUTOPWHI N N3MepPEHNE NPoLEeCCcCoB
e 8.2.4 MOHUTOPUHI U n3MepeHne NPoayKLUnm

o 8.3 YnpaBneHne HeCOOTBETCTBYOLLEN NPOAYKLNEN
e 8.4 AHanNn3 gaHHbIX

e 8.5 YnyulwleHue
e 8.5.2 KoppekTtupytowine gencreug
o 8.5.3 lNpeaynpexaaroLine oencTeng



PekomeHayeMasa nutepatypa

e OkpenunosB B.B. MeHepXMeHT KayecTBa: y4eOHUK
Ana By3oB. 4-e usaaxdue. - Clo., 2007.

e ApuctoB O.B. YnpaerneHune ka4ectBoM. YYebHUK. — M.:
NHOPA-M, 2007. — 240 c.

e YnpaBneHue kadyectBoM: y4yebHuk ans sysos / C.
0. NnbeHkosa, H.O. nbeHkos, B.C. MxutapsaH v ap.T1
// Tlon pen. C.4. nbeHkoBown. - M.: MHOPA-M, 2003.

« bacosckun J1.E., NpoTtackeB B.b. YnpasneHune
KadecTBOM: y4ebHuk. - M.: MHOPA-M, 2003.



HopMaTuBHbLIe AOKYMEHTbI

ISO 9000. Cuctembl MeHegKMeHTa KadecTtBa. OCHOBHbIE
nonoXxeHuns u criosapb, 2005.

ISO 9001. Cnuctembl MeHemxMeHTa KadecTBa. TpebdoBaHus, 2008.

ISO 9004. Cucrtembl MeHeg)KMeHTa KadyecTtBa. PekomeHaaumm no
ynydJweHuto geartenbHocTtn, 2000.

ISO 19011. PykoBogsume ykasaHus No NpOBEPKE CUCTEM
MEHeKMEeHTa KadeCcTBa U CUCTEM YNpaBliEHNSA OKpYXKaloLLen
cpenomn.

3akoH P® “O texHn4eckom perynuposanmn’, 2003.



PekomeHayemasa nutepartypa

AHncekmHa H.H., 'pomosa J1.A., TumyeHko B.B., TpanuubiH C.1HO. YnpasneHue
pa3BUTMEM By3a Ha OCHOBE CUCTEMbI MEHEI)KMEHTa KadecTBa. Hay4Ho-
meToandeckoe nocobme — Cl10.: «KHumxkHbI gom», 2008. — 174 c.

TumueHko B.B., TpanuubiH C.HO., )Kaposa M.B. Cuctembl MeEHEOXMEHTA
kadecTBa B obpasoBaHun. — Cl16.: N3g-Bo PI'TTY um. A.WN. l'epueHa, 2008. —
174 c.

TumyeHko B.B. MeTtoauka peanunsaummn npoekta CUCTEMbl MEHEXXMEHTA
KadecTBa B By3e. [Iporpamma nosblieHus kBanundounkaumm — Cl16.: N3a-Bo
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[lepuoanyeckan nurtepartypa

o «CTaHOapThbl U Ka4eCcTBO»

o «MeToabl MEHEO)KMEHTa KayecTBa»

o «KauectBo. NHHOBauun. ObpasoBaHue»
o «[lenoBoe coBepPLUEHCTBO»



Ccbinkun B UHTEepHeT

http://gost.ru/ - oduumansheii caiit degepansHoro
areHTCTBA MO TEXHUYECKOMY PEFYNPOBaHMIO 1 MeTpornorun PO

http://www.is0.0rg/iso/ - caitt MexayHapoaHoii
opraHusauum nNo ctaHgapTusauum

http://www.eqC.ru — Esponeiickuit LeHTp MO KayecTBy
(Mocksa)

http://www.stq.ru — uspatenscteo « CTaHaapThl U
KayecTBO»

http://www.quality21.ru - nopran «Kauectso XXI Bek»
http://1gost.ru/ - anexrpornas 6asa craHpapTos



