«YTBepxaaw»

JOKYMEHTHUPOBAHHAS ITPOLEAYPA

MOHUTOPHHI' YAOBJIETBOPEHHOCTHU NOTPEBUTEJIEN U IPYTUX
3AUHTEPECOBAHHBIX CTOPOH



Conep:xkanue

1 HazHAYCHUE U OOTTACTD TIPHIMEHECHH M. 1. vvveentvreestereassreesssnesssssessssseesnseeesssesesssesssnseessssesssssesssssessnssessnns 4
2 HOPMATHBHBIE COBLITKH . ... ..v.tteutestestesteaseesteeseassesseeseasseabeebeassease e sbe e et as e e be e b e as e e ab e e beese e abe e b e ennenneenns 4
3 TEPMUHBI M OTIPEICIICHIS ...vvveeiuetveeeesssteeeessssseesesassseeessssssesessssseeesassbeeaesssbaeeeeassseeesansbneeessnsnneeenansneeeas 4
4 COKPALIECHUS Tl OOOBHAUCHFIS ... veeuveeueeasteesureantesssseasesssseanseeasseassesssseansessssesssesssseasesssseansesssneensesssnes 5
5 OTBETCTBEHHOCTD M TIOJTHOMOUHS ... .tveeessstreeessnssreeessnssssessssssseessnsssesssasssssessssssnssssansssesssnnsnnesssnssnnessans 6
0 TPEOOBAHII ...tttk etttk b bbbt e b e Rt h R e e bt e s e e b e e bt et b e b e 6
(ST I @I 8007 (ST u (01 (07 X350 6: (T 6
6.2 Ilops10K OLICHKHU YJOBIETBOPEHHOCTH MOTPEOUTENEH U IPYTUX 3aUHTEPECOBAHHBIX CTOPOH ..... 7
6.3 MeTonuka onpeIeICHUS] OLICHOK YOBIETBOPEHHOCTH .. .vvveurreersrrresirreessreeessseesssneesssseessnnessasseesnns 8
6.4 AHaIN3 PE3YTBTATOB AHKETHBIX OTIPOCOB. . .eeeiuutrrreesssrrreessssreeesasssreessstsseessassseeessnssssesssnssseeessnssenes 9
6.5 Iopsmok paboTHI ¢ kano0b6aMu MOTPEOUTENCH U IPYTUX 3aHHTEPECOBAHHBIX CTOPOH. ... 10
6.5.1 Ilopsnok mpuemMa 1 paCCMOTPEHHS JKAT00 U MPEATIOKEHUM ...o.vvverveeiiriesiieaiiesieeaiee e enee e 10

6.5.2 TlopsimoK MOHMTOPUHTA M aHAJIN3A HKaJI00 MOTpeduTeNelt 1 qpyrux 3anHTEPECOBAHHBIX

[0 (0] 0101 < SR TSP OPRPIN 11
6.6 IloaroToBKa JaHHBIX O IMOKA3aTENSAX BOCIPUSITHS KOMIIAHUU OOIIECTBOM .....overvveinreeirennreenenenns 12
6.7 KOppeKTUPYIOIINE U MPEAYTPEAKAAIOUTUE TEHCTBHS ..veeuvvreinreieririiesiieeessseeesnesesnesssssessssnessssneeans 13
G T 11 (0] S TP PP UPRROPIN 13
8 [lepecMOTp, BHECEHUE U3MEHEHHM, XPAHEHUE H PACCHITKA ... .eevveeereesreessreasseessreaseessneaseesnnsssseessnes 15
L0000 (00 XS 3 1 SR OO TP 16
JIVCT PETHUCTPAITM MBMEHECHHH. ... veeisvveeissseessseeesssesesssesssssessssseessssssssaeessssesssseessssessssseessssessssnseassnenans 30

JIVICT OBHAKOMITEHIIS «...evveeeeee e ee e e e e e e et e e e et e e e e e e e e e e e e e e e e e e e e e eee e eeee e e eee e s e eeenneeeennaneeeennaens 31



1 HazHauyeHue U 00J1aCTh IPUMEHEHUS

1.1 Hacrosimas JOKyMEHTHpPOBaHHasl MPoLeAypa KOMIAHUN YCTAaHABIMBACT TPEOOBAHMS K TOPSIIKY
MIPOBEJICHUSI MOHUTOPHHIA YJOBJIETBOPEHHOCTH MOTpeOUTENel U APYruX 3aWHTEPECOBAHHBIX CTOPOH B
CHCTeME MEHEKMeHTa KadecTBa Jlormcruueckoil kommnanuu (nanee - KoMmnaHusi) B COOTBETCTBUH C
TpeboBanusiMu crangaptos MCO 9001.

1.2 Hacrosmas JOKYMEHTHpPOBAaHHAas TpoUEeAypa SBISETCS BHYTPEHHUM HOPMAaTHBHBIM
JOKYMEHTOM KOMIIaHMM, U €€ TpeOOBaHUS PacCIpPOCTPAHSIOTCS Ha €€ CTPYKTYpHbIE MOJpa3/AeicHUS,
KOTOpblE B CHIy CBOUX (YHKIIMOHAJIBHBIX OOS3aHHOCTEM HEMOCPEICTBEHHO B3aHUMOJCIHCTBYIOT C
NOTPEOUTENSAMH YCIIYT U /UM ¢ APYTUMH 3aWHTEPECOBAHHBIMU CTOPOHAMHU.

2 HopMaTuBHBIE CCHLIIKHT
2.1 B mHacrosmedl TOKyMEHTHPOBAHHOW MpOIEAype KOMIIAHMHM MPHUBEICHBI CCBUIKM Ha
CIIEAYIOIIME HOPMATUBHBIE JOKYMEHTHI:
- 3akoH PK «O nopsiake paccMoTpeHus oopaiieHui Gu3nyeckux 1 IpUANIECKUX JTUID;
- MCO 9001-2016 «CucteMbl MEHEDKMEHTA KadecTBa. TpeOoBaHUs;

3 TepmuHBI U onIpeaeeHust

- 3.1 B Hacrosimell JOKyMEHTHPOBAHHOH MpoLEAype KOMIAHWWA MPUMEHSIOTCS TEPMUHBI W
COOTBETCTBYIOIIME UM olpeaeneHuss B coorBerctBuu co crangaprom MCO 9000 3axonom PK «O
MOPSIJIKE PACCMOTPEHUS OOpalieHnid GU3NISCKUX U IOPUINYSCKUX JIUID), B TOM YUCIIE, IPUBEICHHBIC
B Ta0iuie 1.

Tabnuna 1. Tepmunsl U onpeneneHus

ITpouenypa

Puck BiusiHue HeopeIeIeHHOCTH Ha LENH
ITPUMEYAHUE 1: Baustaue paccMaTpuBaeTcsl Kak OTKIOHEHHE OT 0KMJAeMOT0 — C
IIO3UTUBHBIMU HUJIKM HEIraTUBHBIMHU ITOCJIICACTBUAMMU.
IMPUMEYAHUE 2: [{enn MOTYT HIMETh pa3IHIHBIC aCIIEKTHI (TaKnue Kak ()MHAHCOBEIC;
ACTIEKTHI, KacarolIrecs poQecCHOHaTbHON 0€30MaCHOCTH U 3/10POBBS; SKOJIOTHIECKUE
3a71a4M) ¥ MOTYT OTHOCHUTHCA K PA3INYHBIM YPOBHAM (TaKUM KaK CTPAaTEIrMIECKUH ypOBEHb,
OpTaHM3aIMOHHBIN, YPOBEHb MIPOEKTa, NPOIYKIMH U ITPOIIecca).

TpeGoBanue IToTpeOHOCTP WM OXHAAHHE, KOTOPOE YCTAHOBJIEHO, OOBIYHO TPEIoaracTcsi WiIn
SIBIISIETCSI 00513aTENbHBIM

HoTpeduTenn Opranuzanusi Wid JUIO, MOJNydarollee NPOAYKIHIO (MOTYT OBITh: KJIHMEHT, 3aKa3yuK,
KOHEYHBIH MOTPEOHTEIb U TIOKYIIATENb)

3anHTepecoBaHHAN Jluio wnu rpymma, 3aMHTEPECOBAHHBIE B JICTEIFHOCTH MIIH yCIIeXe OpraHU3aIiH

CTOpPOHA

Oopamenue HampasrneHHoe cyObeKTy, paccMaTpuBaronieMy oOpallleHHe WIH JOKHOCTHOMY JIHILY
WHIUBUYAIbHOE WU KOJUICKTHBHOE MUCHMEHHOE, YCTHOE JIH0O B (hOpME 3JIEKTPOHHOTO
JIOKYMEHTA, 3aBEPEHHOTO AJIEKTPOHHOH IU(POBOI MOAMUCHIO, MPEATIOKEHNE, 3asIBICHHE,
*ayoba, 3armpoc, OTKIUK.

KoppexTupyomee JleiicTBUe, MPEANPUHITOE I yCTPAaHEHUS IPUIMHBI 0OHAPYKEHHOTO HECOOTBETCTBHS MIIH

JeiicTBue JIPYroi HeKeJaTesIbHOW CUTYyalluu;

4 CoxkpaieHusi 1 0003HAYeHH S
41 B Hacrosmedl JOKYMEHTHPOBAaHHOW TMpolLeAype KOMIIAHMU TPHUMEHEHBl CJelyrolue
COKpalIeHHs] 1 0003HaYEHHs B COOTBETCTBHHU ¢ Tabiaueil 1:

Tabnuna 2 CokpaieHus U 0003HaUCHUS

Ne Coxkpaienus u IlosiHOoe HAa3BaHUE MPUBEAEHHBIX 0003HAYEHUI M COKPAIleHU i
0003HaYeHUsI

n/n

1 ISO International Organization for Standardization

2 CMK CucreMa MEHEDKMEHTA KauecTBa

3 3CIT 3anHTEPECOBAHHOE CTPYKTYPHOE MOIpa3JielieHre

4 ITomutuka CMK | TTomuTrka B 001acTH KadecTBa

5 Ilenmu CMK Ilenu B oOnacT KauecTBa

6 BH/ BHyTpeHHUII HOpMATUBHBIA JOKYMEHT

7 AT JIOKyMeHTUpOBaHHas IpoLeaypa




