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[lpeaucnoBue

LlennunpuHuMnel ctTaHgapTusauum B Poccumnckon PeagepaummyctaHoBneHbl PegepanbHbIM 3aKOHOM OT
27 nekadbpst 2002 r. Ne 184-03 «O TeXHUYECKOM perynmpoBaHiun», a npasuna NnpuMeHeHnst HauMoHanbHbIX
cTaHaapToB Poccuinckon ®epepaumm — OCT P 1.0—2004 «CtaHagapTnsaums B Poccumnckon Peagepauun.
OCHOBHbIE MNONOXEHUAY

CBeneHNnAa o ctaHaapTe

1 NMOAIrOTOBJIEH OTKkpbITEIM akUuuoHepHbIM 0bllecTBOM «Bcepoccuncknm HaydHo-UccneaoBa-
TenbCknn MHCTUTYT cepTudgpukaumnmn» (OAO «BHUNC») Ha ocHOBe CODCTBEHHOrO ayTeHTUYHOrO nepesoaa

cTaHgapTa, ykasaHHOro B NyHkTe 4

2 BHECEH YnpaBneHnem TexHM4ecKkoro perynmpoBaHua n ctaHgaptusaymnm @egepanbHOro areHTCTBa
No TeEXHNYECKOMY perynmpoBaHuUio 1 MeTpOoornm

3 YTBEPXXOEH W BBEAEH B JEWCTBUWE MMpukasom PeneparnbHOro areHTCcTBa no TEXHNYECKOMY
perynupoBaHuio U metponornn ot 27 masa 2009 r. Ne 166-cT

4 HacTtoawmn ctaHgapt ngeHtndeH mexayHapoaHomy ctaHgapty MCO 10001:2007 «MeHeaXXMeHT
KavyecTBa. YAOBMNETBOPEHHOCTb NoTpebutenen. PekomeHgauunmn no npaBunam noBeaeHnsa ang opraHusaum»
(ISO 10001:2007 «Quality management — Customer satisfaction — Guidelines for codes of conduct for
organizations»).

[Tpn NpUMeHeHUN HacTodlWlero ctaHgapTa pekoMeHayeTCcs UCMOoMNb3oBaTbh BMECTO CChINTOYHOro MeXay-
Hapo4HOro ctaHgapTa COOTBETCTBYOLWUKM eMy HauMoHanbHbIM cTaHaapT Poccunckon ®eaepaunin, ceegeHUd
O KOTOpPLIX NpuBeAeHbl B AONONHUTENbHOM NPUNOXEHNUN J

5 BBEAEH BINEPBbIE

VIHipopmMmayuss o6 UBMEHEeHUSIX K HacmosweMy cmaHoapmy rnybnuKkyemcs 8 eXe200H0 u3oasaeMoM
UHpOpMaUUOHHOM yYKazamerne «HayuoHanbHbie cmaHoapmbly», a meKem U3MeHeHUU U rorpasoK — 8 eXXeMe-
CSYHO U30asaeMbiX UHPOPMaUUOHHbLIX yKazamensx « HayuoHanbHbele cmaHOapmeiy. B criydae riepecmompa
(3aMeHbl) Ui OMMeHbI Hacmoauw,e20 cmaHoapma coomeemcemesyrouiee yeeoomreHue byoem ornybrukosaHo
8 eXXeMeCsIYHO U30asaeMoM UH(POpMaUUOHHOM yKa3amerie « HayuoHarnbHbie cmaHOapmel». Coomeemcmaey-
rowas UHgopmMauus, yeeooMrieHUe U meKcmsbi pa3Mellaromcs makxe 8 UH(popMalyUoHHOU cucmeme oblyez2o
rofib308aHUsI — Ha ogbuyuansHoM caume DedepalibHo20 azeHmcemea o mexHU4ecKoMy peaynupoeaHuro U
Memposioz2uu 8 cemu VIHmepHem

© CtaHgaptuHdopm, 2009

HacTtoawumn ctaHaapT He MoXeT ObITb NOMHOCTLIO UITU YacTUYHO BOCTNIPOU3BEAEH, TUPaXXMPOBaH U pac-
MpocTpaHeH B KayecTBe oduumanbHoro nsgaHma 6es paspeweHns PegepanbHOro areHTCTBa Mo TEXHUYECKO-
MY PEerympoBaHunio U1 MeTposiorm
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BBenoeHue

0.1 O6wune nonoxeHUA

[TooaepkaHue BbICOKOW CTENEHN YOOBNETBOPEHHOCTU NOTPEDOUTENA — BaKHeWLLas 3agadva anst MHOrnx
opraHusaumin, oguH N3 cnocoboB OCYLLIECTBNEHNSA KOTOPOW 3aKntoYaeTcsl BO BHeAPEHUN U MPUMEHEH NN NpaBuI
OOCTUXEHNA YOOBMNETBOPEHHOCTU NOTPebUTENA. 3TN NpaBuna nNpeactaBnsoT cobon obellaHns U COOTBET-
CTBYIOLLME cpeacTBa obecnevyeHuns, OTHOCALLMECS K MOCTaBKe NPoayKLUUKN, ee BO3BpaTy, paboTe C nepcoHalb-
HOW MHpopMaLMen NoTpedbuTenen, pekname 1 CBoOUCTBaM NpoayKUuMmM Unn ee N3roToBNeHUo (CM. NpUMepsbl B
punoxednn A). lNpasunna goCTUKEHUA YOOBNETBOPEHHOCTU NOTPEbUTENSA MOTYT ObITh YAaCTbIo PE3YNbTaTUB-
HOMO NoAxoaa K ynpaBneHuto Xkanobamu, KoTopbin npeaycMmaTpuBaeT:

a) npeaynpexaeHue BO3HUKHOBEHUS Xanob nocpeACTBOM MPUMEHEeHUs1 COOTBETCTBYIOLWNX MpaBUI
OOCTMXKEHUS YOOBNETBOPEHHOCTM NMOTPpebuTens;

b) BHYTpeHHoo paboTy ¢ kanodbamu, HanpuUMep B criyvyasax HeoBOMNbCTBA UM HEYAOBNETBOPEHHOCTU
noTpebutens,

C) BHeluHee yperynmpoBaHue CriopHbIX BOMPOCOB B CUTYALMSIX, KOrAa opraHm3aUnm He yaaeTcsl yperynm-
pOBaTb Xanoby CBOUMU cUTaMMN.

B HacTosIWeM cTaHgapTe coaepKaTcsa pekoMeHaaunn, noMmoratoLwme opraHmsanum onpeaenuntsb, CooT-
BETCTBYIOT X NpaBuia AOCTWKEHUS yOOBNETBOPEHHOCTU NOTpebutensa ero NOTpebHOCTIM N OXNAAHUAM U
ABMAKOTCH NMA OHN TOYMHBIMWU U HE BBOASALWMMU B 3abnyxaeHue. NpruMmeHeHue ykasaHHbIX NpaBn NO3BOMNT:

- YNYYLLIWTb NMPaKTUKYy BeAeHUs1 TOProBN Ha OCHOBE B3aMMHOM BbIrodbl M MOBLICUTL AOBEPUE KOpraHn3a-
LI CO CTOPOHbI NOTpebuTenen:

- CHU3UTb BEPOATHOCTb BO3HUKHOBEHUS CMOPHLIX BOMPOCOB N Xanod B pesynbTaTe Nyvywero NOHUMaHUS
MoTPEBbUTENSIMU CBOUX OXKUOAHUA OT OpraHnsaLum OTHOCUTENBHO ee NPoAYKLUA U B3aUMOAENCTBUA C HUMU;

- NOTEeHUMaNbHO YMEHbLWNTb HeODXOAUMOCTb pa3paboTKN HOBLIX AOKYMEHTOB, PEerynmpyoLlnx noseae-
HUE opraHnU3aL M No OTHOLWEHUIO K MOTPEbUTENAM.

0.2 Cosmectumoctb ¢ UCO 9001 u UCO 9004

HacTtoawuu ctaHgapt coBMmectum ¢ UCO 9001 n NCO 9004 n noagepxmMBaeT Lenn 3TUX ABYX CTaHAap-
TOB nocpencTBoM 3 PeKTUBHOIO N AENCTBEHHOTO NPUMEeHeHUs1 npoLecca paspaboTKn U BHeAPEeHUS npaBus

OOCTMXKEHUS YOOBNETBOPEHHOCTU NMOoTpedbutens. HacTtodawmMn cTaHaapT MOXeET OblTb TakkKe WUCNoNb30oBaH
HesaBucumo oT NCO 9001 m1 NCO 9004.

HacTtoawmi ctaHgapT ycTaHaBnuBaeT TpeboBaHMA K cUCTEME MeHe)KMeHTa KayecTBa, KoTopble MOTryT
ObITb UCMONIb30BaHbI ANA Liener BHYTPEHHEero npMMeHeHnsa opraHnsaLsusamm, ceptudukanm nnm saxknodeHns
KOHTpakToB. [MpaBuna AoCcTUXEeHNA yOOBNETBOPEHHOCTM NoTpebuTens, BHegpeHHbIe B COOTBETCTBNM C HACTO-
AWMM CTaHOAaPTOM, MOTYT ABMIATLCA 3N1EMEHTOM CUCTEMbI MEHE)KMEHTa KadecTBa. HacToawmn ctaHgapT He
npeAHasHaveH Anga uenen ceptudmkaumm Unm sakioueHNs KOHTPaKTOB.

NCO 9004 cogepXut pekomeHagaL 1 no NOCTOAHHOMY YNydLLEeHUI0 PYHKLUNOHUPOBAHNA CUCTEM MeHe -
XXMeHTa KadecTBa. [puMmeHeHWe HacTosALWEero ctaHaapTa MOXeT B AalibHEULLEM yNydLLIKUTb paboTy B OTHOLLE-
HAW NPaBWUI U NOBLICUTL CTENEHb YAOBNETBOPEHHOCTU NOTpedbUTenen n Apyrnx sanHTEpPecoBaHHbIX CTOPOH.
Ero npumeHeHne Takke MOXeT CnocobCTBOBATh MOCTOAHHOMY YNYYLLEHWUIO KavecTBa NpoayKLUK U NPOLIECCOB,
OCHOBAHHbIX HAa 00paTHON CBA3KM OT NOTPedbuTenen N Apyrux 3sanHTepecoBaHHbIX CTOPOH.

[TpnmedyaHne — 3anHTepecoBaHHbIMU CTOPOHAMU MOTYT DbITh: NOTPEbUTENN, NPOMbILWINEHHbIE 00beaNHe-
HUS N UX YNEHbl, NOTPEONUTENBCKME OpraHn3aunmn, COOTBETCTBYIOLME NPAaBUTENBCTBEHHbIE OPraHbl, NepcoHan, Bnagenb-

Libl U gpyrue.

0.3 CoBmectumoctbc UCO 100021 UCO 10003

Hactosawmncrangapt coemectum ¢ NCO 10002 nMCO 10003. STntpuctaHaapTa MoryT ObiTb MCMOMb30-
BaHbl Kak Mo oTAENbHOCTW, Tak U COBMECTHO Apyr ¢ ApyroMm. [Npn coBmecTHoMm ncnonesosaHum NCO 10001,
MCO 10002 n NCO 10003 moryT cTaTb YacTbio bonee 0OLWMPHOU MHTETPUPOBAHHOW CUCTEMBI HA OCHOBE Mpa-

BUN OOCTWXKEHNSA YyOOBNETBOPEHHOCTM NOTPebuTens, cbpalleHUs ¢ xxanobamm n yperyrnmpoBaHuUa pasHorna-
cuin (CM. NpunoxeHue B).

MCO 10002 coaoepxunT pekomeHaauum no obpalleHUo ¢ xanobamm, OTHOCALWMMAUCA K NMPOoayKLLUN.
BrinonHas obelwaHns, cogepalwmecs B npaBuiax AOCTUXKEHUS YOOBNETBOPEHHOCTM NOTPEOUTENS, OpraHun-

IV
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3aLMM YMEeHbLLAT BEPOSATHOCTb BO3HUKHOBEHUS XKanob 3a cyeT UCKMHYEHUA HEOQONOHUMAaHNA CO CTOPOHHI
noTpeduTenen B OTHOLLIEHUN UX OXKNOAHUA OT opraHnu3aLnm U ee NpoayKLUn.

MCO 10003 coaepXUt pekoMeHaaunm nNo yperynmpoBaHUO pasHOrinacui, CBsI3aHHbIX C Xanobamu,
OTHOCSILLUMMUCS K NpoaAYKUMIN, KOoraa BHYTPWU OpraHn3aumn He yaaeTCd paspellnTb Kanodby crnocobom, KOTOpPhI A
Obl yOOBNETBOPUN BCE 3aUHTEPECOBaHHbIE CTOPOHLI. [pn BOSHUKHOBEHWN CNOPHBLIX CUTYaLUMA Hanu4ue npa-
BUM OOCTMXKEHUS1 YOOBNETBOPEHHOCTU NMOTPEOUTENHA NOMOXET CTOPOHAM MOHATL OXMAAHUS NOTpedbuTens u
cTapaHus opraHusaunm no Ux yaoBNeTBOPEHULO.

0.4 YTBepXaeHUs OTHOCUTENbHO COOTBETCTBUA

Hactosawmnn ctaHgapT paspadboTaH Angd CaMOCTOATENbHOMO UCNONMb30BaHUA B KAYECTBE PYKOBOASALLETO
aokymeHTa. lpn BbINONHEHUN Bcex TpeboBaHWN, YCTAHOBMEHHbBIX HACTOALWMM CTaHOApTOM, OopraHusauns
MOXET caenaTb 3asaBneHne, 4Yto npaBmnna AOCTMXKEHUS YOOBNETBOPEHHOCTU NOTPEOUTENSA CNNAaHNPOBaHHI,
CNPOEKTUPOBAaHbI, pa3paboTaHbl, BHeApPEHbl, NOAAEPXKMUBAOTCSH U YNyYLLIAKTCHA HA OCHOBE HACTOSALLEro CTaH-
aapra.

OaHako nobbix 3asiBneHnn o cooteetcTB MCO 10001, npoTmBopeYallmx HacTodALWEeMY cTaHaapTy,
cnenyet nsberars.

3asasneHune o cootBeTcTBUN MCO 10001 He agonyckaeTca pasMellaTh B NHOOLIX peknaMHbIX 1 MHopMa-
LMOHHBIX MaTepuanax, npecc-penunsax, opoluopax, Buaeo, opuumanbHbliX 3asdBneHUsX, ambnemax, nosyHrax
M 3aronoBkax angd pasnuyHbIX CpeacTB MacCoBOU MHpOpMaL N —OoT neYaTtu upagmosellaHna Ao IHTepHeTa n
MYTbTUMEAUNHBIX NPUMNOXEHWNA, APNBLIKOB Ha NPOoAYyKLUUIO, CAMBONOB U DaHHEPOB.
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HAUUWOHANBbHBILU CTAHOAPT POCCUUCKOWNW OGEOLEPAUUNMN

MEHEOXMEHT KAHECTBA

YaoBneTBOPEHHOCTb NoTpebuTtenen.
PekomeHaauuu no npaBunam noBeneHnda ana opraHnsauum

Quality management. Customer satisfaction.
Guidelines for codes of conduct for organizations

[laTta BBegeHmnsa — 2010—07—01

1 O6nactb NpMeHeHUA

HacTodawmin ctaHgapT coaepXXnT pekoMeHaaunm rno niaHupoBaHWUio, NPOoeKTUpOoBaHWto, paspaboTke,
BHeAPEHWNIO, NoAAePKaHUIo U yNyYLLIeHNIo NpaBuni JOCTUXKEeHNS yaoBNeTBOPEeHHOCTN noTpebuntens. Hactos-
WA cTaHaapT npeaHasHadeH Ansa npuMeHeHns K npasuiiamM, OTHOCALLMMCS K NPoayKLNK 1 coaepkallmm obe-
LaHUA, KOTOPble opraHusaunsa gaet notpebutenam. B npunoxeHnm A npeactaBneHbl NpocTerme npumMmepsl
3NeMeHTOB NMpaBu ANA pasfnMdHbIX opraH1usaLni.

[TpumevyaHwms

1 B cooTBETCTBMU C HACTOSALWMM CTAHAAPTOM TEPMUH «MPOAYKUMSI» BKIOYaeT B cebs ycnyrm, nporpammHoe obec-
nevyeHne, obopyagoBaHmne n obpabarbiBaemMble maTepuarsl.

2 BHacTosiwem cTaHaapTe TEPMUH «NPOAYKUUS» NPUMEHEH TONbKO K NPOAYKUWK, NPEAHA3HAYEHHON ANS NOTpedu-
TeNns UNu 3anpallnBaeMmomn Um.

HacTosawmnn ctTaHgapT npeaHasHaveH ansg npumMmeHeHnst BceMu opraHmsauMsamMmm He3saBUCUMO OT UX TUNAa,
pasmepa v BbINnyckaeMoun NpoayKLnun, BKNoYast opraHmnsas i, paspabaTtsiBatoLme npasmnna A0CTUXKEHUA yO0B-
NeTBOPEHHOCTU NOTPebuTenen aAnsa NCNonb3oBaHMs B ApYyrnx opraHusaumnsax. B npunoxenmnn C gaHel cnewu-
anbHble pekoMmeHgaunm ansg manoro busHeca.

HacToawmn ctaHgapT He coaepXUT YCTAaHOBNEHHLIX U peallbHO AEUCTBYOLWUX NpaBuil AOCTMKEeHUA
yOOBMNETBOPEHHOCTU NOTPEDUTENS, a TAKKe NpaBun APYrMx BUAOB, BHYACTHOCTU CBA3AHHBIX C B3aUMMOAENCTBU-
eM nepcoHana BHYTPU opraHusaum nnu Mmexay opraHmsaumen n ee noctaBLMKamMN.

HacTodwun ctaHaapT He npeaHasHadveH Ansg uenen ceptudumkaum Mnm 3aknoveHnsa KoHTpakToB. OH
TaKkKe He npegHasHa4veH Ansg U3MeHeHUA Kakux-nmbo npas nnm o0bs13aHHOCTEN, YCTAHOBMNEHHBLIX COOTBETCTBY-
IOLLIMMU 3aKoHOAaTEeNbHBIMW U APYrMMK 0DsI3aTEeNbHBIMK TPEOOBaAHUSIMA.

[TpyumMmevyaHNHs

1 HecmoTps Ha TO, YTO HACTOALWMW CTaHAAPT HE NpeaHasHavYeH Ans 3aknioYeHnss KOHTPaKToOB, 00A3aTenbCTBa,
YCTAHOBINEHHbIE B MpaBuax 4OCTUXKEHUS YAOBNETBOPEHHOCTU NOTPEBUTENEN, MOTYT COAEPKATLCS B 3aKNIOYAEMbIX Opra-
HMU3aumewn OoroBopax.

2 Hactoswun ctaHgapTt Hanpaslle€H HA UCNONHEHWE NpaBun AOCTMXKEHUS YOOBNETBOPEHHOCTU NOTPebUTEens B
OTHOLLUEHMWN KaXA0ro nokynartens, npuobpertarowero Unu ncnonb3ylowero NPpoaykuue, COOCTBEHHOCTb MW YCNyrn ANs
INTNYHBIX UNK BBITOBLIX HYXA, TAK XKXe KaK OH NPUMEHUM A1 BCEX NoTpebutenen.

2 HopmaTuBHbIe CCbINKN

YKasaHHbIA HUXKE CChINMOYHbIM AOKYMEHT HEOOX0AUM ANsl UCMONb30BAHUS HACTOSALWEro ctaHaapTa. Ans
0AaTUPOBAaHHbLIX CChINTOK MPUMEHSIIOT TOMNbKO TY BEPCUID, KOTOpad Oblla ynoMsaHyTa B TekeTe. [insi HeaaTtupoBaH-
HbIX CCbINTOK HEODXOAMMO UCNOMNB30OBaTh CaMOe NocneaHee n3gaHue AoKyMeHTa (BKovasa niobble nonpaBKu).

NCO 9000:2005 Cuctembl MeHemKkMeHTa KadecTBa. OCHOBHbIE MONMOXEHUA U CNoBapb

U3paHune odbmumanbHoe
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3 TepMUHbI U onpegeneHus

B HacTosaweM cTaHaapTe npuMeHeHbl TepMuHbl, gaHHble B MCO 9000:2005, a Takke cnegyoLwme TepMu-
Hbl C COOTBETCTBYIOLMMUN onpeaeneHNsIMUA:

3.1 npaBuna (AOCTUXEeHUA yAOBNeTBOPEeHHOCTU noTpedutensd) (code): Obsasatenscrea, AaHHbIE
notpedutento (3.4) opraHuszauumen (3.6) OTHOCUTENbHO AOCTUXKEHNA YAOBNETBOPEHHOCTU NoTpebuUTe-
na (3.5) 1 COOTBETCTBYIOLMX CpeacTB obecrneveHus.

[TpumevyaHwms

1 CpeacrtBaobecneveHns MOryT BKIToYaTh B CeBA Lenu, yernoBusl, orpaHUYeHus, KOHTaKTHbIE AaHHbIE U NPoLEaYpPbI
obpalleHns ¢ NpeTEH3NSAMM.

2 34ecbun ganee B HACTOSALWEM CTaHAapTe TEPMUH «MPaBuna» 3aMmeHsIeT TEPMUH «NpaBunna A4OCTUXKEHUS YO OBIET-
BOPEHHOCTU noTpebutens».

3.2 uctey(complainant):Jlnuo, oprannsauua (3.6) unnux npeacraBmTenb, nogatcLlnnxanooby (3.3).

[TpnmedaHwune— llaHHOe onpeaeneHne yTodHsAeT TepMuH, npueegeHHsin B ICO 10002: oT umeHun nuua nnm
opraHu3aumn MOXET BbICTyNarb NpeacTtaBuUTElNb.

3.3 xanoba (complaint): HanpaBneHHoe B opraHusauuio (3.6) BblpaxXeHne HeyaoBNeTBOPEHHOCTU ee
npoayKkumen unm camnm npoL.eccom obpalleHums cxxanobamu, B sBHOU UNN HEABHOW opMe npeanonararLee
OTBET UM PEe30STHOLMUIO.

IMCO 10002:2004, ctaTtba 3.2]

[1TpunmeyaHune—22Kanoba takke MOXeT ObITb NogaHa B OTHOWeHUM npasun (3.1).

3.4 noTpebuTtenb (customer): Oprannszauua (3.6) N NMLOo, Nony4varoLlee NPOAYKLUIO.

lpumep — Knuenm, 3aKka3qduK, KOHeYHbLIU NMosIb308amersib, PO3HUYHbIU mopaoeey, 6eHechuyuap u NoKyna-
men..

[TpyumevyaHNHs
1 TMoTpebunTtenb MOXeT ObITb BHYTPEHHUM NN BHELLHUM NO OTHOLLEHUIO K OpraHn3auunn.
2 [1pnMeHUTENBbHO K HACTOSILLEMY CTaHAAPTY TEPMUH «NOTPEebUTENb» BKNIOYAET B cebs Takke NoTEeHUNaNbHOro

noTpeduTtens.
3 TepmuH agantupoBaH n3 NCO 9000:2005, 3.3.5.

3.5 yAOBNeTBOPEeHHOCTb NoTpebutena (customer's): Bocnpuatne notpedutenem (3.4) cteneHu
BbINMONHEHUA ero TpedboBaHUNA.

[TpumevyaHwmns
1 Kanobbl (3.3) noTpebutenen sABNAOTCA OBWMM MOKa3aTenem HU3KOW yOOBMNETBOPEHHOCTU MOoTpebutenen,
O4HAaKO NX OTCYTCTBME He 0bsa3aTenbHO npegnonaraeT BbICOKYIO YA0BNETBOPEHHOCTE NOTpebutenen.

2 Haxe ecnu TpeboBaHua notpebutenen dbINKM ¢ HUMK COrMacoBaHbl M BbINOITHEHLI, 3TO HE 00s13aTENbHO obecne-
YMBAET BbICOKYIO YAOBMNETBOPEHHOCTb NOTPEbUTENEN.

[NCO 9000:2005, ctatba 3.1.4]

3.6 opraHusauua (organization): N'pynna paboTHUKOB N HEOOXOAUMBIX CPeACTB C pacnpeaeneHmem
OTBETCTBEHHOCTU, NOJTHOMOYUN U BIAUMOOTHOLLUEHUI.

lMpumep — Komnanusi, kopnopayusi, hupma, npednpussmue, yupexodeHue, 6nnazomeopumernibHasi op2aHu3a-
yusi, npeonpusimue po3HUYHOU mop208sIu, accoyuayusi, a makxxe ux noopasoesieHuUs1 uiu KoMmbuHayusi u3 HUX.

[Tpumeyadwmne—TepmumH agantnposad na MCO 9000:2005, 3.3.1.

4 PykoBopaswme npuHUUNbI

4.1 O0WMe NonoxeHUnA

B ocHOBe ah(peKTUBHOIO 1 pe3ynbTaTUBHOMO NaHUPOBaHUS, MPOEKTUPOBaHUA, pa3paboTkn, BHeape-
HUA, NoaaepXXaHna 1 ynydleHUst NpaBu NEXUT 4YeTKkoe cneaoBaHue NMpuHUMnam, opueHTUpPOBaHHbIM Ha
10Tpebutensd, ycTaHOBNEHHbIM B 4.2—4.9.

4.2 O6A3aTenbLCTBO

OpraHnsauus gormkHa B3siTb Ha cedbs obs3aTenbecTBa No MPUHATUD, UHTErpaLumm U pacnpocTpaHEeHUo
NpaBum, a Takke BbINMOMTHEHUIO CBOUX 0beLlaHnn.

2
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4.3 BO3MOXHOCTb

OpraHnsauma gomkHa obecneyunTb Hanru4dme pecypcoB, 4OCTaTOYHBIX AN NNaHUPOBaHNSA, NPOEKTUPOBa-
HUS, pas3paboTku, BHeApeHUs, noaaepXaHnsa 1 yrydlleHus npasun, a Takke ansa a3 dekTMBHOro 1 pesynbTa-
TUBHOTO ynNpaBieHUs UMN.

4.4 BugnumocTb

[ToTpebuTtenun, nepcoHan napyrue sanHTepecoBaHHble CTOPOHbLI A0MKHBI ObITb XOPOLLO OCBEAOMMNEHLI O
npaBunax.

4.5 NOCTYyNHOCTL

[TpaBuna n oTHocALWAasACA KHUM UHpopMaLUA A0ITDKHbI ObITh NEerkoaocTynHbI M MPOCThI B 0bpalleHumn (CMm.
npunoxexHue D).

4.6 CnocobHOCTL K pearmpoBaHuio

YJuuTbiBasi npaBuna, opraHmsaung AofmKHa oTBevYaTb NOTPEeObHOCTAM noTpedbuTtenen n oxxmgaHnsam 3amH-
TepecoBaHHbLIX CTOPOH (CM. nNpunoXxeHue E).

4.7 TOYHOCTL

OpraHusauusa gomkHa obecne4vnTb, YTODLI ee npaBuna 1 cBsI3aHHasa ¢ HUMU MHopMaLna Bbinn TOUHbI-
MW, HE BBOASLLMMUN B 3a0nyXAeHNe, AOCTYNHLIMU AN NPOBEPKM U HE NPOTUBOPEYNNIN AENCTBYOLWNM B AaHHOW
cipepe 3akoHoaaTenbHbIM U Apyrium obsizaTenbHbIM TpeboBaHUAM.

4.8 OTYEeTHOCTL

OpraHusauma gomkHa BHeApUTb U nogaepXmnBaTbh B pabodyemM COCTOSIHUN OTYETHOCTb O AEUCTBUSAX U
peLlleHUax, MPUHATBIX B OTHOLLEHUW NpaBuUn.

4.9 TlocToAHHOE ynyJlleHUe

[ToBbILWeHNEe 3P PEKTUBHOCTU U PE3YNbTAaTUBHOCTU NPaBUN U UX NPUMEHEHWS A0TMKHO ObITb MOCTOAHHOM
Lenbto opraHusauunn.

5 CTpyKkTypa npaBun

5.1 BBepgeHue

[MpaBunna gomkHbl obecnevymBaTbCcs OpraHmM3aLlMOHHOW B3aUMMOCBA3bIO NPUHATUSA pelleHnd 1 AeUCTBUN
MNPUY NX NNAaHUPOBaHUK, NMPOEKTUPOBaHWNK, pa3paboTKke, BHeAPeHUN, nogaepXaHun 1 ynydweHnn. CTpykTypa
NpaBun BKNOYAaET B cebd OLIEHKY, obecrneyeHUe N nepepacnpeneneHme pecypcoB, HeobXoaAUMBIX AN OCyLLe-
CTBIIEeHNA B3aMMOAeNCTBUA, HanpaBNeHHOro Ha AoCTMXKeHMe Lenen npasun (CM. NnpunoXxeHune F), B Tom4yuncne
00s13aTENbLCTBO BLICLLUEro PyKOBOACTBA, pacnpegeneHne OTBETCTBEHHOCTM U MOMHOMOYMA U NOATOTOBKY
nepcoHalna Ha BceX YPOBHAX opraHmnsauni.

5.2 NHTerpauua

CTpyKTypa npaBun gommkHa ObiTb OCHOBaHa Ha CUCTEME MEHePKMEHTAa KadecTBa U APYrMx cucTtemax
MeHeKMeHTa opraHnsayiMm 1 MHTerpupoBaHa ¢ HUMKW, €Crnia 3TO NPUMEHNMO.

6 lNMnaHnpoBaHUe, NPOEKTUPOBaHME U pa3padboTKa

6.1 OnpeneneHue ueneun npasun
OpraHusauus gomkHa onpegennuTb Lienn, KoTopble oHa npegnonaraeT A0CTUYb C NOMOLLLIO NpaBuUn.

[1pwumeyaHune—PekomeHgyeTcs uenu npasun GopmynnmpoBaTb TAakKMM 06pasom, 4TODbI X BbINONMHEHNE MOX-
HO ObINO N3MEPUTb C NCMONb3OBaAHNEM ONpeAereHHbIX OpraHn3aymen nokasaTteneun npoLecca.

6.2 COop 1 oueHKa MHpoOpMaLU

OpraHusauua gomkHa cobupaTtb MHdOpPMaLNO OTHOCUTENBHO:

- CMOPHLIX BOMPOCOB, Ha pelleHne KOTOPbIX HanpaBeHbl NpaBuna;

- MexaHWU3Ma BO3HUKHOBEHUS CMOPHBLIX BOMPOCOB;

- cnocoboB yperynmpoBaHus CropHbIX BOMPOCOB;

- CTeneHun BNUAHNS CNOPHbIX BONPOCOB Ha AeATEeNIbHOCTb opraHn3aunmn, Ha KOTOPYo He pacnpoCcTpaHs-
IOTCA AaHHble NpaBuna;

- yperynmpoBaHus CriopHbIX BOMPOCOB B APYrX opraHn3aumsix;

- HeoBXOAUMbBIX PECYpPCOB U APYrMX YCIOBUA ONSA yperynmpoBaHUs CrOPHBIX BONPOCOB C MOMOLLbIO
npaBun;

- 3aKoHodaTellbHbIX U ApYrnx obsizatefibHbIX TpeboBaHUN, yYHUTBIBAEMbBIX MPU MPUMEHEHWI NPaBUI A4
peLleHns CrIoPHbLIX BOMPOCOB.
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[TpunmeyaHune—CbHop gaHHOW nHpopmaynm Tpebyetcsa ansa Toro, YTobbl NOMOYb opraHn3aynm chopmynmnpo-
BaTb UENN NpaBui U onpeaenuTb COOTBETCTBYOLWME NOAXOAb! K UX pa3paboTke n OLUeHKe, COrmacoBaHHbIE C OCTallbHbIMU
BUAAMKN OesATENbHOCTU opraHu3auun. PekomeHgauun, yuYnToiBaloWME KPUTEPUN, Heobxoammele Npu agantaumm npasurl,

pa3paboTaHHbIX CTOPOHHUMM OpraHu3aymnamMmn (Hanpumep, oTPpacieBoOW UM MEXOTPACNEBOW accounaumnen), NpuBeaeHs! B
npunoxexumn G.

6.3 lNony4yeHune U oueHKa BXOOHbIX AaHHbIX OT 3aUHTepPeCOBaHHbIX CTOPOH

[na opraHnsauuMn BaXXHO nonydvatb U oUeHUBATb BXoAHble AaHHble OT 3aMHTEepPecOBaHHLIX CTOPOH
(Hanpumep, noTpedbuTenen, NOCTaBLUMKOB, OTpacneBbIX accoLalnn, noTpedUTEeNbCKUX opraH1usaLnin, nepco-
Hana, BnagenbueB), OTHOCALIMECH K coAepXaHUIo U NPUMEHEHUIo NpaBuni (CM. NpunoXxeHue E).

6.4 lNogroToBka npaBuUn

Ha ocHoBe nony4vyeHHoU MHpopMaLnM U BXOAHbIX AaHHBIX opraHu3auna gomkHa noaroToBUTL Npasuna
(cM. npunoxeHue H). NpaBuna AomKkHbl ObITb YHETKUMU, KPaTKUMIN, TOUYHBIMUW, HE BBOAALLIMMUK B 3a0nyXAeHNE U
HanMMcaHHbLIMM NMPOCTLIM A3bIKOM. [1paBuna ACMKHbI BKNOYaTh B ceb4:

- obnacTb NpUMeHeHUs 1 LLenn npaBui AOCTMXKEHNA yOOBNETBOPEHHOCTU KaK opraHM3aLunn, Tak U noTpe-
buTenen:

- obellaHnsd, AaHHble opraHusaunen CBOMM NOTPebUTenam, KoTopble oHa MOXET BbINOMHUTL, U Nobble
CBSI3aHHbIe C 3TUMUN 0beLlaHUAMU orpaHUYeHUs;

- onpeaeneHna OCHOBHBLIX TEPMUHOB, UCNONb3yeMbIX B NMpaBunax;

- MHOPMAaLIMIO O TOM, Kak 1 KOMY DyayT HanpaBneHbl 3anpock! 1 XXKanobbl, OTHOCSLLMECH K NpaBUNaMm;

- OoNucaHue OencTBUKA, KOTOpbIE DyaYT NPeanpUHATEI B cny4Yae HEBLINOMHEHUA 0bellaHW, yCTaHOBNEH-
HbIX B NpaBunax.

[TpunmeyaHune—3anpockl nxanobbl MOryT ObiTb CBA3aHbI KAk C CoAepXaHneMm npasun, Tak n ¢ X NPUMEHEHU-
emMm. Cm. pekomeHpgaumm B MCO 10002 n MCO 10003.

[Tpun paspaboTke npaBun opraHn3aums gomkHa obecne4vnTts, YTOOLI NpaBuna obiN BHeApPEHbI pe3ynbTa-
TUBHO N NMpeaycMaTpuBaeMble Mepbl HE MPOTUBOPEHYUNN HUKAKUM 3aKoHOdaTEeNbHBIM U APpYTrMM obasaTernbHbIM
TpeboBaHUsAM, 0CODEHHO HanpaBeHHbLIM NPOTUB BBOASILLIEN B 3abnNyXaeHne peknambl M HeaoObpoOCOBECTHOM
KOHKYpeHUun. OpraHmnsauns gomkHa Takke obecnevnTts, 4TobbI NpaBuia AOCTMXKEHUS YOOBNETBOPEHHOCTU
noTpeduTens yduTbiBanu Nobdble apyrme cBsisaHHble ¢ HUMUW npaBuna n ctaHaapThl.

OpraHunsauunsa gomKkHa paccMoTpeTb BO3MOXHOCTb OnpoboBaHUs NpaBui B LEnsX BbISIBMIEHUS HEODXO-
OUMOCTU NX KOPPEKTUPOBKNA.

6.5 NMoarotoBKa noka3areneu npouecca

OpraHusauna AomkHa paspaboTtaTb Ka4ecTBEeHHbIe MU KONMMYEeCTBEeHHbIe nokKasaTenun npouecca ans
onpegeneHns, B NONTHOW NA Mepe npaBuna yaoBNETBOPAOT NOCTABNEHHLIM LLESIM.

[1pwnmeyaHune—Tllokazatenu npouecca BKNIOYaloT B ¢ebsi OLEHKN UMK PENTUHIN NO pedynbraraMm nccnegoBa-
HUS YOOBNETBOPEHHOCTU NOTPEDUTENEN, UNN CTATUCTUYECKME JAaHHbIE NO Xanobam v NPUHATBIM MO HUM peleHnsaM. [1pu-
Mepbl NPpeacTaBneHbl B MPUMOXeHUn A.

6.6 lNMoaroToBkKka npouenyp, HeodbxoaumMbIxX anda paspaboTku npasun

OpraHusauus aomkHa noaroToBUTL Npoueaypbl BHeApPeHUs, nogaepKaHust U yny4vlleHust paBur, BKHO-
Yyas opraHusauuto paboTbl ¢ 3anpocamm 1 xxkanobamm. OpraHnsauus AormKHa onpeaenunuTb N yCTpaHUTb Nodble
PEnsITCTBUS, MeLlaowWme pe3ynbTaTUBHOMY NPUMEHEHUIO NPaBU, a Takke y4ecTb BCe BO3MOXHLIE Bnaro-
TPUSATHBLIE (PaKTOpbI, KOTOPLIE ByAYT COAENCTBOBATL BHEAPEHMIO, NoaaepXXaHUo 1 yny4dlieHuto npasun. MNpo-
Leaypbl 6yayT pasnuyatbCca B 3aBUCUMOCTM OT BMAAa NpaBun WU oOpraHM3aumi, MX MPUMEHSIOLLUX.
Pa3paboTaHHble npoueaypbl He AOMKHbI NPOTUBOPEYNTL COOTBETCTBYIOLMM 3aKoHOAATENbHBIM U APYTrM
oba3aTenbHbIM TPebOoBaHUAM.

[TpunmedaHwune—Illpumepbl AENCTBUN, KOTOPLIE MOTYT BbITb YCTAHOBINEHLI NPOLEAYPaAMM:
- MHopMuUpoBaHme noTpebutenen o npaBmnax;

- 0Oy4eHne COOTBETCTBYIOLLENO NepcoHana npasunam;

- peleHne BONPOCOB, CBA3aHHbIX C HEBbLIMONHEHNEM COAEPKALLMXCH B NpaBunax odoewaHnm;
- perncrpaums 3anpocoB U Xarnob, CBSA3aHHbIX C NpaBUNnamm;

- Be[eHue 3arnnceun v ynpasneHne uMmu;

- packpbiTMe nHdhopmMmaymm OTHOCUTENbHO BbIMONMHEHUS NpaBun (CM. npunoxexue |).

6.7 NMoparotoBKa nnaHa BHYTPeHHUX U BHELWWHUX B3aMMo4eUCTBUN

OpraHunsauna gonkHa paspabortaTtbh nnaH obecneyeHnsa AOCTYNMHOCTU NpaBuin U CBA3AHHON C HUMU
MHpopmMaLnm (Hanpumep, popma ang copaTtHOM CBSI3N) ANA NepcoHana u gpyrux CTOPoH, y4acTBYHOLWKUX B UX
peanusaunm (CM. npunoxeHue ).
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6.8 OnpeaeneHne HeoOBXOA4MMBIX PeCypPCOB

OpraHusauust JomKHa onpeaennuTb pecypcbl, Heobxoanmble ANs BbIMNOMHEHUS coAepXXallXCcs B NpaBun-
nax obewaHnn 1 HanNKU4Ma TpedbyeMbiX cpeacTB AN BO3MeLLeHNSA yulepda B crniydae HEBBINOMNHEHUSA NpaBUn
(Hanpumep, koMmneHcauus noTpebutento). Pecypcel BKAoYaloT B cebs: nepcoHan, NoAroToBKY, npoueaypesl,
OOKYMEHTAaLMI0, 3KCNEPTHYIO NoaaepXKy, MaTepuarnsl n 0bopyaoBaHue, Npon3BoACTBEHHbIE MNOWAaaKN, Npo-
rpaMmMHoe obecriedyeHue n KoMmnbloTepbl, UHAHCHI.

7/ BHeapeHue

OpraHusauunst AoIMKHa ynNpaBnaTbh AeATENbHOCTLIO NO BHEAPEHUIO NpaBul CBOEBPEMEHHO 1 B COOTBET-
CTBWUM C NSTAHOM.

Ha cCOOTBETCTBYOLNX YPOBHSIX OpraHnu3aumst JoJKHa:

a) NPUMEHSATb COOTBETCTRBYOWME NpoLeaypsbl, a Takke MnfaHbl BHYTPEHHUX N BHELWHUX B3anMOoaen-
CTBUA;

b) obecnevymBaTb COOTBETCTBYIOLLME MEPLI MO BO3MELLEHNUIO yiLepda noTpebutento (Hanprumep, KoM-
neHcauumn);

C) npegnpuHUMaTb Heobxoaumble AeUCTBUA NO ONeEpaTUBHOMY pearnpoBaHuio B cny4aax cbos B pabore
cpeacTB obecneveHust npaBusn. 3T AeNCTBUSA MOTYT ObITb BbI3BaHbI MOCTYMUBLUEN B OTHOLLIEHUU NPaBUI Kano-
6on nnn nHpopmauunen ob nx BbINOMHEHNN, CODpaHHON opraHmnsauunen.

OpraHusauunsa gormkHa BeCcT 3arnmncu:

- 0 pecypcax, UCMoNb3yeMblX B Xo4e peannsaun npaBun;

- 0 Buaax oby4vyeHus 1 NoaroToBKWU, NPONAEHHOW NepcoHanoM B OTHOLLEHUN NpaBuUn;

- 00 UCNONMBb30BaHUM NNAHOB BHYTPEHHMX N BHELWHWX B3aUMOAENCTBUN;

- 0 paboTe co CNOpPHLIMU BONpoOcaMn U xanobamu, 0THOCALWMMUCSA K NpaBuniam, U NpUHATBLIX OpraHnaa-

LiMen mepax rno BO3MeLleHuto ywepba.

8 MNMopaepxaHue U ynyyweHue

8.1 COop AaHHbIX
OpraHusauunst 4omKHa Ha perynsipHoOn 1 CUCTEMaTUYECKON OCHOBE cobupaTtb MHdopMaLuto, Tpedbyemyo

anaa3dppeKTUBHON U pe3ynbTaTUBHOW OLLeHKU BbINOIHEH WA NpaBu, BKoYasa MHopmMauunio, BXoAHble AaHHbIe
1 3anncu, B COOTBETCTBUU C pasgenamm o n 7.

8.2 OueHKa BbINOMTHEHUA NpaBUnN

OpraHusauuna gomkHa Ha perynapHom n cuctemMaTtuvyeckon OCHOBE OLleHUBAaTL BbINONHEHWe npaBu.
OueHKa BbINOMHEeHUS NpaBui Ao/BKHA BKoYaTh B cebs Bepudukau o n aHanma AocTKeHUsa uenen n obella-
HUI, cogepKallXcH B npaBuiax.

3anpocbl U Kanobbl, CBA3aHHbIE C NpaBUIaMM U X NPUMEHEeHUEM, OOMKHbI ObITb KnaccnpuumMpoBaHbl
N NpoaHanM3npPoBaHhbl B LIENAX BbIABMNEHUA CUCTEMATUYECKNX, MOBTOPAOLWMUXCH U CITyYanHbIX Npobrem 1 TeH-
OeHUWN, a TakKe BbIACHEHUS OCHOBHBLIX NPUYH BO3HUKHOBEHUSA Xanob, cBA3aHHbIX C NpaBUIaMu.

[TpwvmeyvaHune—[HononHUTENBHO OPraHn3aLnmn pekoMmeHayeTcsi NpeanpUHATL AENCTBUA ANs onpeaeneHunst oT-
HOCSILLMXCS K NPOAYKLUMM UMK NPOoLUEeccam 3anpocoB UNm xanob, He oxBaTbiBaeMbIX NPaBUNamMmm, HO UMELWMX K HUM OTHO-
LIEHUE U MOTYLMX CTaTb MOMEXON A5 HUX.

[ns oueHkn adodpekTa oT BHEAPEHUSA NpaBun Heobxoanma nHpopmaL s o cutTyaLnm Ao n4vepes onpeae-
NeHHble MHTEepBarbl BpeMeH nocne nx BBeaeHus B genctene. laHHaa nHgpopmMaunus MoXKeT ObITb UCNONb30Ba-
Ha He TONMbKO ANd BbISIBNEHUSA CcnabbiX MecT npu paspaboTke M BHeAPEeHUU nNpaBu, HO TakkKe And
OEeMOHCTpaLUnK pe3ynbTaToB (NPY HAaNUYMK TAKOBLIX) U Nporpecca, AOCTUrHYThIX NOCPeaCcTBOM NPUMEHEHNS
npaBun.

8.3 YAoBneTBOpPEeHHOCTb NpaBUnamn

OpraHusauuns gomkHa perynsipHo U Ha cucteMaTuyeckon OCHOBe onpeaensdTh CTeneHb YAOBETBOPEH-
HOCTU NOTPebUTens npasunamMmn U Ux npuMmeHeHuem. MNpr 3ToM MOryT ObITb UCNOMB30OBaHblI aHKETUPOBAHUE
noTpebutenen n apyrne Metoabl.

[TpumeyvaHwmne—OanH 3 METOAOB OLUEHKN YAOBNETBOPEHHOCTN NOTPEOUTENSA 3aKMIOHYaeTCs B MOAENMMPOBaHNA
B3aMMOAEWUCTBUSA OpraHm3aumn ¢ noTpedutenem B COOTBETCTBUM C NPaBUIaMM, €CNn 3T0 HE NMPOTUBOPEUNUT 3aKOHOOa-
TENbLCTBY.



[OCT P UCO 10001—2009

8.4 AHanui3 npaBuUN U UX CTPYKTYPbI

OpraHunsauuna gomkHa perynsapHo 1 Ha cuctemMaTnyeckon OCHOBE NPOBOAUTL aHanMs3 Nnpasuil U X CTPYK-
TYPbI, YTOObI:

a) noagepXxusaTtb UX NPUroAHOCTbL, COOTBETCTBUE, 3P PEKTUBHOCTL N Pe3yNbTaTUBHOCTD;

b) pearnMpoBaTb Ha cepbe3Hble cnyvan HeBLINONHEHUA coaepXXallnxXca B npasunax odewaHui;

C) OuUeHMBaTb HEODXOAUMOCTb M BOSMOXXHOCTM ANS yNyYlUeHUS;

d) NpUHMMAaTb COOTBETCTBYHIOLLME pelleHns U npeanpuHMMaTh AeUCTBUA, eCN 3TO NPUMEHUMO.

B npouecce aHanusa opraHusaums AomKkHa naydvathb cneayroLlyo MHopMaLnio:

- M3MEeHeHUs1 B NpaBunax N Ux CTPyKType;

- U3MEeHeHUda B 3aKkoHOoJaTeNbCTRE;

- M3MeHeHWUsA B AeATEeNTbHOCTU KOHKYPEHTOB UMK TEXHNYECKUEe MHHOBaLUK;

- U3MEHEeHUe oXngaHum odbecTra;

- BbINOMIHEHMEe obellaHni, cogepXalmxca B npaBunax;

- CTaTyC KOPPEKTUPYHLWWUX 1 NpeaynpeXxaarolnx 4eNCTBUNA;

- MHpopMaLno 0 NpeanoXXeHHOU NpoayKLUUN;

- OeUCTBUA, NpeanpuHATLIe NO UToram npeabiaywnx nccneaoBaHun.

8.5 lNocTosAHHOE ynyulleHUue

OpraHusauuns gofmkHa NOCTOSAHHO yNydllaTh NpaBMna U X CTPYKTYPY B LIeNAX NOBbILWLEHUSA YOOBMETBO-
PEHHOCTU NOTPEDbUTENS NOCPEACTBOM peanusaunn npegynpeXxgarowmnx U KOpPekTUpYILWMX AeNCTBUN, a TakK-
€ MHHOBAUMOHHLIX yNy4LUEeHUN.

OpraHnsayns gofmkHa npeanpuHUMaTh AeUCTBUA MO YyCTpaHEeHUHO OCHOBHLIX NMPUYUH BO3HUKHOBEHUS
Xanod n npobnem, BeayLmnx K X NOSIBNEHUIO, ANs npeaynpexaeHns NOBTOPHOro BO3HUKHOBEHMUS.

[MTpunmevyaHnune 1— PekomeHayercs, 4ToObl opraHmM3aums, NpUMeHsiioLLLas npaemna, paspaboTaHHble CTOPOH-
HeW opraHnsauymen, cooblana nocrnegHen 060 Bcex BO3HMKaOLWUX B NpoLecce nx npumMeHeHus npodnemax.

OpraHnsaunsa AomKHa:

- uccnegoBaTh, YCTAHOBUTL U BHeAPUTb NepeaoBOM ONbIT B CTPYKTYPY, codepXaHue U npuMmeHeHue
npaBun;

- cnocobcTBOBaTL BHEAPEHUIO B opraHusaunm nogxoaa, OpUeHTUPOBaAHHOMO Ha nNoTpebuTend;

- MOOLWPSATb MHHOBAL MW B OTHOLLEHWUI NPaBUI;

- NpU3HaBaTb Crnyvyan HeHaanexallero UCMonHeHns NpaBnUn 1 peanmsaunn Ux Ha NpakTUuke.

[TpumevaHune 22— [Ana nony4vyeHns 4ONONHUTENBHbBIX PeKOMeHZaunm nNo obWen MeToaonorMm NOCTOAHHOIO
yNyYLWeHns opranmn3aumm moryt socnonb3oBatbes MCO 9004:2000 (npunoxeHne B).



Tadbnwua A.1

[MpnnoxeHwne A
(cnpaBo4HOe€)

AOnNA pa3nUYHbIX opraHnsauumn
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[TfpocTeUulline NnpUMepbl BO3SMOXHbLIX YacTeUu, cocTaBnALUX NpaBUna

Tun opraHmsaunmu

3apaboTHOM Mnna-
Tbl pa3HOCHUKA

[Tpumepsl
BO3MOXHbIX YaCTeu,
COCTaBNAKOLLUX Romnaxus Accounauus
No JOCTABKE [TonuknuHMKa . [[ocTMHULA [Toe3n
NnpaBuia PO3HUYHOW TOProBix
nUuuU bl
ObewaHne «lMNvuua, He poc- | «llaumeHtel 6y- | «Ecnn  ckanep | «Ecnn rocte He | «Ecnn rnoesn
TaBneHHas rops- | AyrT HeMeaneHHo | Bblgarn UueHy 3a | yaoBleTBOpPEH onoagarn, Tyaner
Yen B TeYeHUe | NPOUHMPOPMUPO- | eAUHULY NPOoaYyK- | OBCnyXMBaHWEM, | TPS3HLIM UK 06-
30 MmH, ©ygeTr | BaHbl O nNobbIX | UMM BONblWYIO, | PYKOBOACTBO CNTY>XMBaHNE He-
becnnatHOM» 3agepKkax  Ha | YeM  3asiBIEHO, | TOCTUHUUbLI Ccae- | BEXIIMBOE, Mac-
npuem, n um By- | PU3nYecKoe nnn | NaeT BCe BO3- | caxupy  byper
OyT npegocrtae- | lopugnyeckoe MOXHOE A5 UC- | BO3MELLEeHa CTO-
NeHbl BapuWaHTbl | NMUUO — MNOTPe- | NPaBleHust cuTy- | UMOCTb Bbuneta»
nepeHoca BU3W- | DUTENBb NOMYyYUT | aunun UK XKe
Ta Ha Jgpyroe | 310T TOBap 6ec- | roctb  MNONyuYnT
BpEMSI» NIaTHO» CKMOKY»
OrpaHnyveHus, [eorpachmnyeckne, | Heotnoxubie 06- | He npumeHsietcs | OBCTOATENLCT- CypoBble noroa-
OTHOCALLMECH K | NOrogHble YyCrno- | CTOATENLCTBA, K TOBapam, npo- | Ba, nexauwmuve | Hble yCroBuUs
BbIMONTHEHUIO BUA WNW 3arpy- | Hapywawuwme NaBaemMblM «4e- | BHE cpepbl KOHT-
obewaHuns, [O0- | XXEeHHOCTb Ha A0- | YCTaHOBIEHHOE pe3 NPUIaBoK» U | POns rOCTUHUL b
BEEHHbIE 0o | porax pacnucaHmne 4a- C vHOuBMAyarlb-
CBEEHUNSA NOTPE- COB npuema HO YCTaHOBMNEH-
butens HOW LEeHOW
Opyrme cpencrt- | 3asBlieHne 0 | 3asiBNeHune 0 | 3asiBNneHHas 3asiBrieHHas 3asiBNeHHas
Ba 0becneYvYeHns | TOM, YTO CTOU- | AOCTYNHOCTH Lernb npaswn:. | UenNb npaswun. | Uenb NpaBwII:
npaBun MOCTb  NuUUbl, | Bpa4en BHE NpU- | «noaaep>XaHmne «yOOBNeTBOpE- «4YNCTbIE,  NAOY-
NOCTaBIMEHHON C | €MHbIX YacoB TOYHOCTWU NPy | HWE rocTs B MON- | WHUe B COOTBET-
ono3gaHnem, He CKaHUPOBaHUU HOM OOBbEMEN CTBUM C pacnu-
BblYUTAETCHA U3 LEeH» caHuem noesaa u

BEXITUBOE 00-

CNY>XUBaHNE»

no  noaaepxa-
HUIO W YIyulle-
HWUIO

cnegoBaHnsa U
BHECEHNE W3ME-
HEHUN B DOPMY-
NMVPOBKY MpaBuIl

OUEHKe Xanob

TPEOUTENbCKNX
opraHm3aumm B
aHann3 AaHHbIX

Has MapKeTUHIO-
Bas nporpamma

Bcrniomoratenb- Muopopmaumsa o | Mudopmaumsa o | MHopopmaumsa o | Mupopmaumsas o | MHpopmauma o
Hast uWHQopMa- | TOM, Kak noga- | TOM, Kak 3aga- | TOM, KakK 3aja- | TOM, Kak TMony- | TOM, rade BEPHYTb
LS BaTb Xanooby BaTb BOMPOC BaTb BOMNPOC NN | YNTb CKUAKY OeHbrn 3a ouner

nogaBaTb Xaro-

by
[Hencreus no | NwunotHen  3a- | ObyveHne cnyx- | KoHcynetaumm ¢ | [NpuBnevenHune ObyueHne nep-
NJ1aHUPOBAHUIO, NycK nporpammbl | Bbl  pabotbl € | YneHamm acco- | POKyc-rpynnol coHana obule-
NPOEKTUPOBAHNIO, | B TECTOBOM pe- | KIIMEHTaMW Lmnaumm anst onpeaene- | HAKWO € NoTpedbu-
pa3paboTKe n | Xume HUS  Hanbonee | TensAMu
BHEAPEHUNIO Mpa- noaxoasiLnx
BUJT MEp No MCrpaB-

NEHNIO CUTyauun

[leaTenbHOCTb [TpoBeaeHune uc- | [JanHbie 06 BoBnevyeHne no- | [NepepaboTan- IameHeHne npo-

Leayp MbiTbs Ty-
aneToB

[TokazaTenu

DOYHKUNOHUNPO-
BaHUA

[TpoueHT pocrta-
BOK, COBEpPLUEH-
HbIX BOBPEMS

[TpoUEHT MPOnH-
DOPMNPOBAH-
HbIX MAUNEHTORB

[lpoueHT TOBa-
POB C Henpa-
BUINMbHO YKa3aH-
HOW LEeHOW

[TpoueHT He-
yOAOBINETBOPEH-
HbIX TOCTEN

[TpoueHT xanob
OT NacCaXXnpoBs




[OCT P UCO 10001—2009

[MpnnoxeHwe B
(cnpaBo4HoOe€)

Biaumoceazb ACO 10001, NCO 10002 u UCO 10003

Ha pucyHke B.1 naobpaxeHbl npouecchl opraHniaynm, CBsA3aHHbIe C npaBunamm noBeaeHus, oopadboTkom xanob u
paspeLleHneM CNopPHbIX BOMPOCOB.

[TpwnmeyaHune—Xanoba MoXeT nCxognTb OT noTpebuTtens unu gpyroro ncTua.

3auHTepeCcoBaHHOCTb
[MOTPEBUTEJIA B npoaykuuu

BSAMMOOEWUCTBUE MPABUIIA MOBEOEHWA,
«lNoTtpebutens — OpraHnsayusa» ocHoBaHHble Ha NCO 10001

ObpaTHas c¢BA3b

SABEPLUEHME [TOJTYHEHA
BSAMMOOENCTBUA HET KAJIOBA?

ObpaTHas c¢BA3b

[MPAHATAE OBPABOTKA XXAJTOBLI

Ha ocHoBe NCO 10002

BO BHUMAHWUE

XXAJIOBA
YPEI'YITAPOBAHA?

AEJIO 3AKPbBITO A

Ob6paTtHas cBA3L
NMPUHATUE
BO BHUMAHWE

YPEI'YIIMPOBAHUE
CMNMOPHbIX BOMNMPOCOB

O6paTHasn ¢BA3b

MPABUIN NOBEOEHUA

Ha ocHoBe NCO 10003

OEJIO 3AKPbLITO

PucyHok B.1 — Baaumocesass MCO 10001, MCO 10002 n MCO 10003
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[MpunoxeHune C
(cnpaBo4HOe€)

PekoMeHaauuu gna manoro oMsHeca

HacTtoswmm ctaHgapTt npegHasHadveH ans npuMeHeHns opraHmnsaumnsamm scex pasmepoB. OgHaKo y MHOTMX MarnbiX
opraHu3aumnm MoryT BbITb OrpaHUYeEHbl PEeCypPChbl HA NNaHUPOBaHUE, NPOEKTUPOBAaHNE, pa3paboTKy, BHeApeHWe, noaaep-
XaHMe M ynydlleHne npaBuil JOCTUXEHUSA YOOBNETBOPEHHOCTN NoTpebutensa. Huxe npuBegeHsl NPUMEpPbI KNIOYEBbIX
HanpasleHNN, B KOTOPbIX OpraHun3aumnss MOXeT COCpeaoTouNTb CBOW YCUIMUSA NO CO34aHUI0 COOTBETCTBYIOLWMX MPaBus, v
NnpeanoXeHbl AENCTBUSA NO KAXXOA0MY U3 HUX:

- N3y4YUTb NpaBunNa, 4eUCTBYIOWMNE B APYIMX opraHn3aumnsx, n onpeaennTb, MOryT I OHU BbITb NONE3HbI A5 BalLEN
opraHmn3auuu,

- PaccMOTPETb BO3MOXHOCTb CODNIOAEHNS YXKXe YCTAHOBNEHHbLIX MPaBuI (Hanpumep, NPUHATL yYacTue B Nporpam-
ME 1 CneaoBaTh NpaBunam, pazpabotaHHbIM OTpacneson nnu nNpogeccnoHanbHOW accounaymnen);

- NPOBECTU ONpPoOcC nNoTpedutenen n konner no BU3Hecy 0 TOM, Kakne 0beLlWaHna OHM NPeanoYnn bl BUAETL B Mpa-
BUINax;

- NOAyMaTh, KAKNE N3MEHEHNS HEOBXOAMMO BHECTU B TEKYLLYIO AEATENBHOCTL OpraHn3aynm, YtTobbl 3PPEKTUBHO U
pPe3yNbTaTUBHO BbIMONHATL COAEPXKaLlMECH B NpaBunax obelwanunsl, BKNo4vas CooTBETCTBYIOLWME Npoueaypbl, 0byveHune,
HOBbIX PAaBOTHUKOB, U3BMEHEHNS HA NPON3BOACTBEHHbIX y4acTKax, HOBOe 060pyaoBaHWe UnNn CpeacTBa CBSA3W;

- MogyMaTb 0 BO3MOXHOCTU OpraHusaumnm nNnpoBECTU U3MEPEHUS Ha NpeamMeT 3PPEKTUBHOIO U Pe3ynbTaTUBHOIO
BbINONHEHUS CBOUX 0DeLlaHnm;

- NPOBEPUTL, HACKOIBbKO YAOBNETBOPUTENBHO paboTaloT NpaBmna B TECTOBOM PEXUME A0 TOro, Kak 3aBepLUnNTb UX
onpoboBaHne n obHapoaoBaTh;

- BHEAPUTbL NPOCTYIO Npoueaypy ansa paboTtel ¢ BONpocamm n xanobamm notpedbunTtenen, CBA3aHHbIMUY C NMpaBuiiaMmn
N X peannsaunen;

- paccMOTpPEeTb BO3MOXHOCTb YyHaCTUS BO BHELLHEWN MporpamMmme yperynmpoBaHns CNOPHbIX BONPOCOB;

- CNOMOLLIO OO BSABNEHNN, PEKNAMbI UK APYIMX CPEeACTB NPonHDOpMMPOBaTh NOTPebUTENEN 0 BBEAEHUN NPAaBUI
B 1EVCTBUE;

- PErynsipHo NpPOBOAUTL aHanm3, HACKONbKO YAOBMNETBOPUTENBHO OpraHu3aumnsi BbIMONHSAET CBOM obewanus,
nocpeacTBOM ONPOca MHEHUN NOTPEDOUTENEN N KONIEr No DM3HECY O NpaBuiiax n nX BBEAEHUU, U BHOCUTb N3MEHEHUSA A1
obecneYyeHus NPpUrogHoOCTU, COOTBETCTBUA, IPIPDEKTUBHOCTU N PEIYNBTATUBHOCTU NPaBUI.
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[MpnnoxeHnwe D
(obsizaTenbHOE)

PekoMeHgauuum no goCTYNHOCTU

Oprannsauus gomxHa obecneunTb AOCTYNHOCTL NpPaBusl U BCnomMmoratensHon nHdopmauum (Hanpumep, popmeol
nogaqm xanobbl) Ans notTpebutenen, nepcoHana u gpyrnx 3anHTeEPECOBaHHbIX CTOPOH. OpraHnsaumns AomKkHa NPUHUMAaTb
BO BHUMAaHWE KaTeropmm NoTeHUManbHO 3auHTEPECOBAHHLIX CTOPOH (Cpean KOTOPbLIX MOIyT ObITb AETU, NOXUNbIE NIOAN,
N0an ¢ pasHbIMU BO3MOXHOCTSMK). Beneacteme aT1oro nHpopmaumst n COaeENCTBUE KacaTernbHO NpaBun AOMKHbI ObITb
OOCTYIMHbI HA BCEX A3bIKaX 1 BO BCEX popMaTax, KOTOpble opraHmn3aymnsa ncnonbayet 4nsa MHOOPMUPOBaHUA NP NPeanoxe-
HUW NN NOCTaBKe NPoAYKUMKW. Taknm obpasom, noTpebutenu, Xenatuwmne 03HaKOMUTBCH C NpaBunamm, He byayT UCNbITbI-
BaTb HeyaobcTB. Opranmnsauuns, y4acTBylowas B NnporpamMmme npasusi CTOPOHHEW OpraHn3aunm (Hanpumep, oTpacneBon
nn NpoeccnoHanbHOW accoymnaumm), oMmKHa caenarb CBOK NporpaMmmy 4O0CTYNHOW ANA noTpebutenen n apyrmx 3ant-
TEpPECOBAHHbLIX CTOPOH, OTHOCSLWLMNXCH K CTOPOHHEN OpraHn3auuu.

Nudopmauyms gonxHa 6biTb HETKOW, HE A0NYCKAOLWEN ABOSIKOro TONIKOBAHUSA, U AOCTYNHON B anbTEPHATUBHbIX OP-
MaX, NoAxXoasWmX Ans 4ENCTBYIOWMX M NOTEHUMAINbHBIX NOTPEOUTENEN: 3anncaHa Ha ayaUnOHOCUTENSIX, HAane4YaTaHa Kpyri-
HbIM WpudToMm, WpndTom bpanns, oTnpaBneHa No 3NeKTPOHHOW NOYTE UNn pa3MelleHa Ha Beb-canTe.

[TpunmeyaHwne—AnbTepHATUBHBIN hopmaT npeacrtaBnsetr cobon apyrom cnocob NanoxeHns nnmn BOCNpon3-
BeEHWUSA C Uenbto 0becnevnTb A4OCTYNHOCTb MHpOpMaLUmmn AN BOCNPUATUSA CMOMOLLbIO Pa3NIUYHbIX OPraHoB YyBCTB. [1pea-
CTaBNeHne BCEX BXOAHbIX U BbIXOAHbLIX AaHHbIX (Hanpumep, nHpopmaumm N nepedHss PyHKumn) xotsa 6bl B OQHOM
anbTepHaTUBHOM chopmarte (Hanpumep, BU3yarbHOM UIMU TAKTUITbHOM ) NOMOXET BOnbLUIEMY YNCNY NI0AEN C A3bIKOBOW MNPO-
bnemon nnu manorpamoTHbIX. JloxoaumBble U NPOCTbIE AN NOHUMAaHUSA Crnocobbl N3NOXeHUS MHAOPMaLUK NpeaycMmaTpu-
BAOT:

- CXeMaTUYHOE N30bparkeHune;

- UBETHYIO KOHTPACTHYIO NeYvaTh;

- onpeaeneHHble pasaMmepbl U CTUIMNb LWWPUPTa 1 CUMBONOB,

- BO3MOXHOCTb BblbOpa 1 ncnonb3oBaHUs HECKOMNMbKUX S13bIKOB.

Cwm. PykosoactBo NCO/MOK 37.
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[MpunoxeHune E
(obsizaTenbHOE)

PekoMeHAauUuMmM no BXoAHbLIM AaHHbIM OT 3aUHTepPeCcOBaHHbLIX CTOPOH

OpraHm3ayus gomkHa onpeaensaTb 3anHTEPECOBAHHbIE CTOPOHbI U MPUCNYLLUMBATBLCS K MX MHEHMsAM. Opranmnsaums
NOMKHA:

a) npoaymMaTb BCe BO3MOXHbIE MeTOAbl NONYy4YeHUS BXOAHbIX AaHHbIX, BKITIO4asi BCTPe4u, POKyC-rpynrbl, BONPOCHMW-
KW N UCCINeA0BaHUSA, KOHCYITbTATUBHbIW COBET, pabo4mne rpynnbl U 3NeKTPOHHbIE COBELLLAHUS;

b) onpepgenntb GUHAHCOBLIE U YENOBEYECKNE PECYPCHI, CBSA3AHHbIE C MONTy4YeHUEM BXOAHbIX AAHHbIX OT 3anHTEpe-
COBaHHbIX CTOPOH.

Insi Toro 4toObI NPOUECC NONYYEHNSA BXOAHBLIX JAaHHbLIX OT 3aMHTEPECOBAHHbLIX CTOPOH DObln pe3ynbTaTUBHbLIM, Opra-
HU3aUWsA OONXKHA:

- chopmynupoBaTh Lenb npouecca (BKovas 3agadm, obnactb NpUMeHeHUs NpoLecca u BbiXoabl);

- onpeaennTb BPpEMEHHbIE paMKW MPOTEKaHWA MpoLecca Tak, YToObl OHM NO3BONANU 3aUHTEPECOBAHHbIM CTOPOHaM
y4acTBOBAaTb B HEM U DbINM TMOKMMK B OTHOLWLEHUW HENPeABUAEHHbIX 0DCTOATENBCTB;

- BOBMNEKaTb COOTBETCTBYIOLME 3aUHTEPECOBAHHbLIE CTOPOHbI;

- obecnevmBaTb nogaepXaHmne KOHOUAEHUMANbHOCTU BXOAHbIX AaHHbIX, NONMy4aeMblX OT 3aUHTEPECOBAHHbIX CTO-
POH, ECIN 3TO MNPUMEHUMO;

- obecneunBaTtb UCNONb30OBaHWe M Haagnexauwee HPUHAHCUPOBAHNE COOTBETCTBYIOWMX MEXAHU3MOB NOMYy4YEHUS
BXOOHbIX JaHHbIX;

- obecnevnBaTb AOCTYNHOCTb MOHUMAHULIO U MPUHATUE 3AaUHTEPECOBAHHBIMWU CTOPOHAMU OCHOBHbLIX MONOXEHWUN
npouecca.
PeaynbTaTbl NPoUecca NONy4YeHUS BXOAHbIX AAaHHbBIX OT 3aMHTEPECOBAHHbIX CTOPOH OpraHu3ayusi 40mKHa NCNornb-
30BaTh A5 NOCNEAYIOWEero NnaHnpoBaHus, NPOEKTUPOBAHUSA, pa3paboTKn, BHEAPEeHUS, NoAAEPXaHNS U YITyHLLEHWSA Mpa-
Bun. OpraHm3aumus gormkHa coobWuTb 3aMHTEPECOBAHHbLIM CTOPOHAM O TOM, KaK ObliM MCNOMb3OBaHbl pe3ynbTaThl

aaHHoro npouecca. [lomkHa 6biTb NpoBeaeHa oueHKa 3PHEKTUBHOCTU U Pe3yNbTaTUBHOCTU NpoLEecca Nony4YeHusi BXo-
HbIX A@HHbIX OT 3aUHTEPECOBAHHbIX CTOPOH.
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MpunnoxeHnwne F
(cnpaBo4HoOe€)

CTpykTypa npaBun

Ha pucyHke F.1 npeacraBneHa opraHn3aynoHHas CTPYKTypa NMPUHATUA peLleHun u 4eNCTBUN MO MITaHNPOBaHUIO,
NPOEKTUPOBAHULO, pa3paboTke, BHEAPEHUIO, NOAAEPKAHUIO U YNTYHLLEHUIO MPaBuUI.

[TnaHupoBaHue, NpoekTupoBaHue U paspaboTka (6)

OnpepenexHue uenen npasun (6.1)

[NonyyeHue U oLeHKa BXOAHbIX

C6op v oueHka nHpopmauum (6.2) NaHHbIX OT 3aMHTEPEeCOBaHHBIX
CTOPOH (6.3)

Moarotoska npasun (6.4)

[MloaroToBka nokasatenei npouecca (6.5)

[NoaroToBKa npoleayp, Heob6xoaMmbIX ANs pa3paboTku npaBvn
(6.6)

[MoaroToBka nnaHa BHYTPEHHUX U BHELLHUX B3auMoaenucTBum (6.7

S’

Onpeaenexnvne Heobxoaumeix pecypcos (6.8)

BHeapeHue (7)

[MopaepxaHue u ynydweHue (8)

COop aaHHbIX (8.1)

OueHKa BbinonHeHwWs npasun (8.2)

YOoBneTBOpeHHOCTb npaesunamm (8.3)

AHann3 npaBui1 U UX CTPYKTYpPbI (8.4)

[locTosiHHOe ynyuweHue (8.5)

PUcyHokK F.1 — CTpyKkTypa npaBun
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MpunoxeHvne G
(cnpaBo4HOe€)

PekoMeHpaumMm no agantauvm npaBuUn CTOPOHHUX OpraHM3auun

OpraHnsaumm pekomeHayeTcs paccMoTpeTb BO3IMOXHOCTb agantaunm npaeus, NogroToOBMEHHbIX CTOPOHHEN Opra-
HU3auwnen (ganee —nNocTaBLMK NPaBUI), UNN y4acTusi B ee nporpamme. Hmxe nepevncnenbl Pakropbl, KOTOPbIE NPU 3TOM
crneayeT yunTbiBaTh:

- SABMSAKOTCH NU Npasuna noaxoasawmmMmm n NnpurogaHbIMm ans opraHmsagmm?

- KakoBa penytauus NocTaBLlMKa npaBu (HaNnpumep, nonb3yeTcs NI OH YBAXXEHMEM NOTPEedMTENEN, OpraHnlaynn
N PErYyNUPYIOLWNX OPraHoB N3 gpyrux cdep AessTenbHOCTU; 3HAYUTENBbHBLIM N BNUAHUEM OH 0bnagaeT B 4aHHOM obnacTtn)?

- KaK NpoxoAunn npouecc NpoekTMpoBaHUA n paspaboTKu AaHHbIX NMpaBuIl y noctaswmka? bbin Nv OH OTKPLIT AN
OOCTYrna BCEX 3anHTEPECOBAHHbLIX CTOPOH? Kakum OnbITOM COTPYAHNYECTBA C AaHHbIM NOCTABWMKOM N aganTtaunm ero
npasun obnagatot opraHm3aumnmn’?

- obnagatoT Ny npasuna BbICOKOW PbIHOYHOW LLEHHOCTbIO?

- KakoBbl 3aTpartbl N NPenMyLLECTBA y4acTus B NporpamMmmMe noctaeLlmka npasmn?

- OCYLWLECTBMNAET NN MOCTaBWUK MOHUTOPUHI N HAA30p 3a BbIMNOJIHEHMEM CBOMX npaBun? Ecnu ga, 10 Kakum
obpaszom?

- obs3aTenbHbl N Npasuna aAns aganTupoBaBLLEn nx opraHmsaumnn? Kakosbl nocneactBusa nx HecobnwogeHnsa?

- obnagaet N NOCTaBLUMK NPaBu 4OCTAaTOYHbIMK PECYPCaMM ANS BbIABIEHUS CIyYaeB HECOONIOAEHNA NPaBUI n
pearmpoBaHMA HA HNX?

- Kakue BuAabl 00y4YeHns NOCTaBLWWK NPaBn NPeaoCTaBNAET CBOEMY NEPCOHAny n opraHn3aynsim, BbIdpasLmMM nX
ansgagantaumm?

- KaKUMW CTUMYNUPYIOWUMKN (MU caepXuBatowmmmn) haktopamm nocTaBlWMK nNpasun nodyxagaeTt opraHnlaymn
crnegoBaTtb UM?

- Kakas nHdopmaumus AormKkHa bbiTb packpbiTa NOCTABLUKMKY NPaBun opraHn3aunen, agantupyrowen nx?

- KaKyto MHQOPpMAaLUIO NMOCTaBLMK NPaBUI packpbiBaeT 00LWECTBY, NPaBUTENBCTBY N OpraHmn3aumnsivm, aganTupyto-
WKM Npasuna (Hanpumep, OTYETHOCTL pa3 B MECSL, pa3 B KBapTan, ABa pa3sa B rof, eXXerogHo)?

13
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Mpnnoxenve H
(obsizaTenbHOE)

PekomMeHAaLuM No NnoAroToBKe NpaBUn

[TpaBuna gonxuol 6bITb COrnacoBaHbl CuX uensmu. [Npasuna moryT pasnmyaTtbCs B 3aBUCUMOCTU OT pasMmepa neunga
opraHu3auum, Ho OB LWKMU SBMAKRTCS CreaylLme BaXHble NONOXEHUS:

- obecneveHne ACHOCTN 0BNacTn NPUMEHEHNS M NAPaMETPOB Npasun (Hanpumep, NpeaHasHavyeHbl Ny ans npume-
HEHUST KO BCEN NPOAYKLUUU OpraHmn3aummn nnm Tornbko K HEKOTOPbIM €€ BUaam; AENCTBYIOT B Nobon reorpamnyeckon 30He
NN Ha OrPaHUYEHHON TEPPUTOPUN);

- MHQOPMUPOBAHUE O NIOOLIX NCKIMTIOYEHUSIX U HEAEWUCTBUTENBHOCTU NPaBuI (Hanpumep, obelwaHns He AENCTBYIOT
B 0603HaA4YeHHbIE NeEpUoabl MakCcMmarnbHOro Topapoobopora nnu Npu BO3HUKHOBEHUWN ONpeaeneHHbIX Ype3BblHanHbIX
O0BCTOATENLCTB);

- obecneveHne ACHOCTU B TOJIKOBAHUUN KIMIOYEBbLIX TEPMUHOB;

- N0 BO3MOXHOCTN, HEAONYLWEHNE YyNOTPEDNEHNS XXaproHM3moB, abbpeBmnatyp nnm akpoOHMMOB;

- YCTaHOBINEHUE YETKOW NOCNeaoBarTenbHOCTU AEUCTBUW U NMPpOoLeayp B CNy4asix HEBbINONMHEHNS 06eLaHnIA.

[TpunmeyaHune—B Taknx cnyvasx Mmoryt 6bITb NPUMEHEHBI PEKOMEHZAL MM MO npoueccam paboTbl ¢ xXanobdbamu
N BHELLHEMY YPErynnpoBaHuio CriopHbiX Bonpocos B cooteeTcTBUM ¢ NCO 10002 n NCO 10003;

- NpepocTaBneHne NnoTpebnTento HeOOXoANMON MHPOPMaLMKM O NPaBUNAax B Hagexawme cpoku (Hanpumep, opra-
HU3auus, npeanarawas NPoayKUnio OHNanH, MOXeT CoobLWMTL O 3almTe KOHpnaeHunansHon nHdopmaumm npu cbope
CBEAEHNN Ha CBOEM BED-CanTe HENOCPEACTBEHHO NEPE TEM, KAK NOTPEdnTENb NPUOBPETET NPOAYKUMUIO);

- npepocTasneHne noTpebutento MHPoOPMaLUUM 0 KOHTAKTHOM Nuue n cnocobax obpaleHus K HeEMY C NIOObIMN BOTI-
pocamMu, xanobamm nnm KOMMeHTapUsIMK,

- NpeaocTaBieHne ycnoBun gns Toro, 4tobbl npaesuna 6binn BHeAPEHbl 3PPEKTUBHO U PE3YNBTATUBHO U Mpea-
yCMaTPUBaAEMbIE MEPBLI HE MNPOTUBOPEYUNIIN HUKAKMM 3aKOHOAAaTEelNbHbIM U APYrumMm obsa3aTernbHbIM TPEDOBaAHUSM, B YaCT-
HOCTU HanpaBlleHHbIM MPOTUB BBOASALWEN B 3abnyXaeHne peknamMmsl U He4oBpoCOBECTHOW KOHKYPEHLU UM,
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[OCT P UCO 10001—2009

MpunnoxeHnwuel
(obsizaTenbHOE)

PekomMeHpauuu no paspaboTke nnaHoB BHYTPEHHUX U BHELWHUX B3aMMO4ENCTBUN

.1 O0wme nonoxeHwnsA

Opranmnsaumns gormkHa paspaborartb nnaH obecneyveHns gOCTYNHOCTU NpaBun 1 BCnomoratenbHon nHdopmaumnm
115 nepcoHana v gpyrnx CTOPOH, BOBINEYEHHbIX B paboTy no nx peanunsaymn. JaHHsIn nnaH nHhopMnpoBaHns byaeT 3aBu-
CeTb OT pa3mMmepa 1 Tuna opraHm3aumnm, a Takxe oT Npupoasl NPaBuI n AONMXEH BKIo4aTh B cebs cnegytouee;

- onpeaeneHune BHYTPEHHEN N BHELWLIHEN ayanToOPUnM N X MHAMBUAyanbHbIX NOTPebHOCTEN,

- onpegeneHne NMELWNXCs B HaNnn4Ymm pecypcoB ANns MHOPMUPOBaHUS,

- onpeaeneHne n BbiIbop BO3MOXHbIX METOA0B MHPOPMUPOBAHUS;

- aHanMU3nXnpPenmMyLLEecTB, HE4OCTATKOB, PE3YNbTATUBHOCTU MU CTOMMOCTU (Hanpumep, NCrnonb30BaHUE NOroTUNOB,
PEKNaMHbIX 0O BbABNEHUN, MHPOPMALMK B MECTAX NPOAAX);

- NpeaocTaBrieHne COOTBETCTBYOWEN MHOPMALMK NEPCOHANny n Apyrum CToOpoHam, BOBNEYEHHbIM B paboTy No
peanusaunm NpaBns Kak BHYTPU, TaK U BHE OpraHmnsauum.

.2 BHyTpeHHMe B3anMogencTBuA

MHdopmaumnsa gorkHa BKntovaTb B cebsi:

- Uenu NpaBun v pa3bsacHEHUE cpeacTB X 0becneveHus;

- CBeAeHus1 o cnocobax BHeApPeHUs nNpaBun, BKNOYas OTBETCTBEHHOCTb NMNepcoHana, CBA3aHHOIMo ¢ peann3aumen
npaBunn n 4eATENbHOCTbIO NO UHPOPMUPOBAHUIO;

- BCMOMOraTernbHYy MHOPpMaL Mo No npoueccy paboTel ¢xanobamm n obecneveHunio yperynmpoBaHus niobbix pas-
HOrnacuw.

1o cBegeHnA nepcoHana Takke AonKHa bbiTe AoBegeHa BCS MHpoOpMaUUs, HaxoasawWwasncs B OTKPbITOM OOCTYre.

.3 BHewHWMe B3anmoaencTeuns

Mudopmauyms ansa notpebutenen, NCTUOB U APYruxX 3anHTEPECOBAHHbIX CTOPOH AOMKHA ObiTb NMErkogocTynHa,
Hanpumep B Buae OpoLlop, NPOCNEKTOB, MAPKUPOBKU U pa3MelleHus Ha Beb-canTte. [NpegoctaBnsiemas 3anHTepecoBaH-
HbIM CTOpPOHaM MHOPMAaLUUS A0IMKHA ObITb TOYHOW N YETKOW, NPUBEAEHHON HA COOTBETCTBYIOLMX AA3bIKaX U B anbTEPHa-
TUBHbLIX popmaTax (cMm. npunoxenune D). lanHasa nHdpopmaumnst MOXeT BKINOYaTh B cebs;

- obelwanHuns opraHmsaymnm noTpebutensm;

- CBEAEHUA O TOM, FAe U KaK MOXHO 3a4aTb BONPOC UK NogaTh XKanoby OTHOCUTENBHO NPaBui;

- CBEJEeHUA O TOM, KakK 3anpoc nnu xanoba byayt obpabaTbiBaTbCA, BKIOYas MHPpopmaunio 06 obpaTtHON CBSI3N
OTHOCUTESIBHO UX CTaTyCca N BPEMEHU NPOXOXAEHNSA Yepes KaxXayto cTaguio 4aHHOro npoueccea;

- BapuaHTbl YBEAOMITEHUS NOTPEOBUTENA O €ro BONPOCE N 0 BO3MELLEHNM yepba nctuy;

- AOCTYMHOCTb CBEAEHNN O KAKOM-ITMDO NPpOoLEeCCe BHELWHEND YPErynmpoBaHUs CropHbIX BONPOCOB,;

- pe3ynbTaTbl NPUMEHEHUS NPaBUII.

[TpnmeyaHwmne— B oTHOWEHMM Xanob n yperynmpoBaHusi CnopHbIX BOMPOCOB OpraHn3aumnm MoryT ncnonb3o-
BaTtb pekomeHgauum NCO 10002 n NCO 10003.

OpraHm3ayusi 4oMKHa 3aWmLLLaTh NePCOHanbHY0 MHpoOpMaumto n obecnevmBaTb KOHOUAEHUMANBHOCTL B OTHOLLE-
HUK NUL, 0BPaTUBLLMXCHA K HEW C BONPOCOM UMK NOJABLUUNX Xanooy.
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Mpnnoxenwne J
(cnpaBo4HoOe€)

CBefeHUA 0 COOTBETCTBMU HaLMOHANbHOIO cTaHaapTa
Poccuuckou Pegepaumu cCbiNMOYHOMY MeXAYHapoOHOMY CTaHAapTy

Tadtbnwuwua J.1

O603HAYeHNe CChINOYHOro O603Ha4YeHne U HaMMeHOBaHUe COOTBETCTBYIOLLIEro HALMOHANBLHOro ctaHaapta POCCUNCKOU
MEeXOYHapOOHOro ctaHgapra Gepepaunn
NCO 9000:2005 [OCT P NMCO 9000—2008 Cucrembl MeHepKMeHTa KayecTBa. OCHOBHbIE MONMOXEHUA U
CNoBapb
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