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B cBsA3u ¢ nybnukaumen MexayHapogHoro ctaHgapTa 1ISO 9001:2008 komuteT ISO/TC 176/SC 2 onybnukoBan psif, PyKOBOASALUMX MOAYIbHbIX 4OKYMEHTOB:
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— PykoBOACTBO MO KOHLIENLMM 1 MPUMEHEHMIO NPOLIECCHOrO NOAXoAa K cUCTEMaM MeHeIXKMeHTa kavecTsa
- PykoBoAcCTBO N0 «AyTCOPCUHIOBBLIM NpoLieccam»
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| 1. BBepeHne

HacTosilee pyKkoBOACTBO CMOCO6CTBYET NMOHUMAHUIO KOHLEMNUWIA, COAePXaHUs U NPUMEHEHUs! “NpoLeccHOro noaxoaa” K ceMencTBy CTaHAapToB Mo
CMK ISO 9000. PykoBOACTBO MOXHO MCMOJIb30BaTb TakXe AN NPUMEHEHUs NPOLECCHOro noaxoaa K ntoboi cMcteMe MeHeA)KMeHTa He3aBUCUMO OT
TUNAa W BEJIMYUHbI OPraHn3aummn. ITo OTHOCUTCS, HO HE OrpaHMYMBaETCs CUCTEMAMU MEeHeXKMEHTa MNo:

e skonoruun (cepusa ctaHgaptos ISO 14000),

® oxpaHe 340poBbs U 6e3onacHOCTU Tpyaa,

® 6M3HeCc-puUCKy,

® counanbHOW OTBETCTBEHHOCTH.

HacTosilee pykOBOACTBO MMEET LEJIblO0 TakKXe obecneunTb nocnefoBaTesibHbIN MOAXOA K OMUCAHUI0 npoueccos U NpUMeEHEHUKO TEPMUHOMIOINKU,
MMeroLlelr OTHOLIEHNE K npoueccam.

Llenb npoueccHoro noaxoaa - MOBbICUTb Pe3ysibTaTUBHOCTb U 3 HEKTUBHOCTb OpraHn3aumy B AOCTUXEHUM YCTaHOBJIEHHbIX €l uenei. MpumeHn-
TenbHo k ISO 9001:2008 3T0 03Ha4YaeT NOBbIWEHME YAOBIETBOPEHHOCTN NOTpebUTENEN NyTEM BbINOMHEHUS UX TpeboBaHUN.

MpeuMyLLecTBa NPOLECCHOro NoAX0oAa:
e VHTerpaumsi u opveHTaums npoueccoB Ansi obecrneyeHunst AOCTUXKEHMUS KenaeMblX pesynbTaToB
e Cnoco6HOCTb COCPEeAOTOUUTb YCUIUSL Ha Pe3ysIbTaTUBHOCTU U 3PEKTUBHOCTU MPOLECCOB.
¢ Ob6ecneyeHne KOHGUAEHUMANBHOCTM MO OTHOWEHUIO K NOTpebuTensaM U ApyruM 3anHTepecoBaHHbIM CTOPOHaM B BOMpPOCe pe3y/ibTaToB Aes-
TeNIbHOCTW OpraHusauuu.
Mpo3payYHOCTb NPOLLECCOB BHYTPY OpraHn3aumu.
CHUXXEeHMe 3aTpaT U CoKpalleHue NPOu3BOACTBEHHOMO LMkia 6narofaps pesy/ibTaTMBHOMY MCMONb30BaHWIO PECYPCOB.
YnyylieHHble, cTabusbHble U NpeackasyeMblie pesybTaThl.
O6ecneyeHne BO3MOXHOCTEN Ansl CPOKYCUPOBAHHBIX U MPUOPUTETHBIX MHULMATUB MO YyYLLIEHMIO.
Crnoco6cTBOBaHWE BOBEYEHWUIO NepcoHana U 06bsiCHEHUE ero OTBETCTBEHHOCTY.
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MakeT BBOAHLIX U BCNOMOrarteJibHbiX AOKYMeHTOoB no ISO 9000

[ 2. Yto Takoe npouecc?

“Mpouecc” MOXHO onpeaennTb Kak “psii B3aMMOCBS3aHHbIX MW B3aUMOAENCTBYIOWMX onepaunii, npeobpasyowmx BXoAHble AaHHblE B BbIXOAHbIE”.
DT onepaumm TpebyloT pa3MeLLeHns Takux pecypcoB, Kak NepcoHan u matepuanbl. Ha pucyHke 1 nokasaH npouecc B obwem Buae.

OCHOBHOE MpenMyLLEeCTBO NPOLECCHOr0 NOAX0AA, MO CPABHEHUIO C APYrMMM MOAXOAAMM, 3aK/IOHAETCA B YNPABAEHWM U KOHTPOJSie B3aUMOAENCTBMIA
MeXAy 3TUMU NPOLEeCcCaMm 1 BO B3aMMOAENCTBUM MeXAy CTPYKTYPHbLIMM NOApasaeneHnsMM opraHmnsaumnm (cM. pasaen 4).

PE3YNIbTATUBHOCTb
MPOLIECCA = cnoco6bHocTb
pocturatb Tpebyemble
pe3ynbTaThbl

BxogHble AaHHble
YcTaHOB/EHHbIE
TpeboBaHus
(BKNOYAKOT pecypchbl)

—>

B3anvMocBsa3aHHble UK

B3auMMoAencTeyoLwmne

BUAbI AESATENbHOCTU U
MeToAbl KOHTPO/IS

—

N

BbixoaHble AaHHble
YCTaHOBNEHHble
TpeboBaHus (pesynbtaT
npouecca)

J

~

MOHUTOPUHI U U3MepeHue

SOPEKTUBHOCTb
MPOLUECCA = foCTUrHyTbIe
pe3ynbTaTbl OTHOCUTENbHO
MNCMOMb30BaHHbIX pecypcoB

PucyHok 1. MNMpouecc B o6wem Buage

BxoAHble JaHHble M NpefHaMepeHHble pe3ysibTaTbl MOryT 6blTb MaTepuasnbHbiMM (HanpuMmep, o6opyaoBaHWe, MaTepuasnbl UKW KOMMOHEHTbI) WK
HeMmaTepuanbHbIMU (HanpuMep, aHeprus unu uHdopmauus). PesynbTaTbl (BbIXOAHbIE AaHHbIE) MOTYT 6biThb TaKXe HernpefHaMepeHHbIMWU, KakK Ha-
npuMep, OTXOAbl UK 3arpsisHeHKe.

Kaxabin npouecc nMmeet n0Tpe6|/|Tene|7| M apyrue 3anHTepecoBaHHble CTOPOHbI (BHyTpVI nnn 3a npeagenamu npe,qnpvaml) C I'IOTpesHOCTSIMVI n OXun-
AaHUAMU, CBA3AHHbIMK C NPOLLECCOM, TEX, KTO onpeaenseTr Tpe6yeMb|e BbIXOAHbIE AaHHbIE NpoLuecca.

CnefyeTt UCMoNib30BaTh CUCTEMY cHopa AaHHbIX, YTO6bl 06ecneunTb MHbOPMaLMIO O XapakTepucTMkax npouecca, KoTopble cleayeT 3aTeM npoaHa-
NIM3MPOBaTb, YTO6LI ONPeaennTb, ecTb M Kakas-Mbo HeobXOAMMOCTb B KOPPEKTUPYIOWMX AEACTBUSX UK YIYULIEHUN.

Bce npouecchl cneayeTt cornacoBaTth C LensiMu, ob6nacTblo AENCTBUSE U CNOXHOCTbIO OpraHnsaumm n paspaboTtatb Takum ob6pa3oM, 4Tobbl OHM AobaB-
NAIN LEHHOCTb OpraHusauun,

Pe3ynbTaTMBHOCTb M 3(DHEKTUBHOCTb MPOLLECCOB MOXET 6bITb OLeHeHa 6narogaps BHYTPEHHUM WM BHELWHMM MpoLeccaM aHanmsa.

| 3. Buabl npoueccos

3.1 Ccbinku Ha npoueccbl B ISO 9001:2008:
ISO 9001:2008 ycraHaBnvBaeT:

B noanyHkTe 0.1 “O6wee”: “Ha pa3pabotky u BHeapeHne CMK opraHusaunn OKa3biBa€eT BINSIHUE: OKpyXatolyasi cpega ee busHeca, M3MEHEHUS B
3TON cpene, nian pUCKM, CBS3aHHbIE C 3TOM CPeLol; ee U3MEHSIIWMNECS MOTPEOHOCTU, €€ KOHKPETHbIE Lenn; ee npoAyKUUs; MpoLecchl, KOTOpble
OHa MNPUMEHSIET; ee BEINYMHA U OpraHn3aumnoHHas CTpyKTypa. Llenbto HacTosuero MexayHapoaHoro ctaHAaapTa He AB/SETCS MPEAToXeHNe OANHa-
KOBOW CTpyKTYpbl CMK nan oanHakoBou AOKyMeHTaunn .

B noanyHkTe 0.2 «lMpoueccHblii noaxoa»: “lpumeHeHne cUCTEMbI MPOLECCOB B OpraHu3aumm BMECTe C AEHTUDUKaUNEN U B3auMOAENCTBNEM STUX
rnpoueccos, ynpasJsieHMEM NpoLeccamm AJ1s1 Nosy4eHns1 TpebyemMoro pesysnbrara, MOXHO CYNTaTb " MPOLECCHbIM M0AX040M".

B noanyHkTe 4.1 «0O6wue TpeboBaHus»: “OpraHusaymsi AOKHa pa3paboTaTb, AOKYMEHTUPOBATbL, BHEAPUTL M MOAAEPKUBATL CUCTEMY MEHEAXMEH-
Ta Ka4yecTsa v HerpepbIBHO y/yyliaTk €e pe3y/IbTaTUBHOCTb B COOTBETCTBUM C TpebOoBaHUsSMU HacToswero MexayHapoaHoro ctaHgapra. OpraHu3a-
Umnsl AOJIKHA:

a) ornpeaenanTb MpoLecchl, HEOOX0AUMbIE AJISI CUCTEMbI MEHEA)KMEHTA Ka4yeCcTBa, M UX NMpUMEHEeHNe B opraHusauymm (cM. 1.2),

b) onpeaennTs nocnenoBaTebHOCTb M B3aUMOZEHCTBME STUX MPOLIECCOB,

C) OMpenennTb KpUTEPUU U METOAbI, HEOOXOAUMbIE A/1S1 TOr0, YTOObI 06ECreUNTb PEe3yIbTaTUBHOCTL KaK (yHKLMOHUPOBAaHUS 3TUX MPOLIECCOB, TaK U
yrnpassieHus umu,

d) obecrneunTs HannMumne pecypcoB v uH@popMaLymuy, HeO6X0AUMbIX A1 MOAAEPXKKU DYHKLMOHMPOBAHNS U MOHUTOPUHIa 3TUX MPOLIECCOB,

€) OCyLUeCTB/IATE MOHUTOPUHI, 3MEPATL (A€ 3TO MPUMEHUMO) U aHaIN3UPOBATL 3TU MPOLECCHI U

f) BBOAUTL AeVCTBUS, HEOOXOANMBIE AJ151 AOCTYIKEHUS 3aMaHUPOBaHHbIX PE3Y/IbTaTOB M HEMPEPLIBHOMO Y1yYlLEHMS] STUX MPOLECCOB.

STu npouecchl A0JKHbI yrpaB/siTbCs OpraHM3aumneri B COoTBETCTBUN C TpeboBaHMsiMu gaHHoro MexayHapoAHoro ctaHaapra”.

Ncxoas v3 BblWeCcKasaHHOro, Kaxaol opraHvsauuu crneayeT onpefennTb KOJIMYECTBO U BWUA MPOLIECCOB, HEO6XOAMMbIX ANS AOCTMXKEHUS uenen
[esiTeNlbHOCTM opraHusaumn. [ns npouecca, Tpebyemoro no ctaHaapty ISO 9001:2008, ponyckaeTcs 6biTb YacTbio npouecca (MaM Npoueccos),
y>XXe YCTaHOBJ/IEHHbIX OpraHu3auuei, Ui onpeaenaTbCs opraHu3aunent B TEpMUHAX, OT/IMYAOLWNXCS OT Mcnonb3yembix B ISO 9001.

3.2 Tunu4Hbie BUAbl NPOLLECCOB, KOTOPbl€ MOXXHO MAEHTU(PULMPOBaTb:
B cOOTBETCTBUM C BbllleykasaHHbIM NMYHKTOM 3.1 opraHu3auuun AOMXKHbI ONpeaennTb KOMYeCcTBO M BUA MPOLECCOB, HEO6XO0ANMBIX AN AOCTUXEHUS

uenen pesaTenbHOCTU opraHusauum. XoTs npouecchl 6y,qu CI'IeLl,I/IqDI/ILIeCKMMVI ONA Kaxaon opraHusauumn, TeM He MeHee, MOXHO M,D,eHTVICbMLI,I/IpOBaTb
TUNWYHbIE NPOUECCHI, KaK HanpunMmep:
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- lpoueccbl MEHEAXMEHTa opraHmn3auymuu. OHN BKJIOYAIOT MPOLECChl, OTHOCALWMECS K CTpaTErMYeCcKoMy MJIAHUPOBaHMIO, pa3paboTke nonu-
TUKW, onpeaeneHnto uenen, obecneyeHmo KOMMyHUKaunmn (MHpopMaunmoHHoro obMeHa), obecneyeHnto Haamnums pecypcoB Ans ApYrux
uenei opraHusauumn B 061acTn KayecTBa U TpebyeMbix pe3y/nbTaToB ANl aHanmn3a co CTOPOHbI PYKOBOACTBA.

- lMpoueccebl MeHeaxMmeHTa pecypcoB. OHU BKOYAOT BCe MpoLecchl, HeobxoanMble Ana obecrneyvyeHust pecypcoB, HYXHbIX ANs uenei opra-
HU3aumMKn B 061acTn KayecTBa u TpebyeMblx pe3ynbTaToBs.

- IMpoueccekl ocyuecTsnenns (peannsauymm). OHU BKIOYAKOT BCE NpoLecchl, obecneunsatolme Tpebyemble pesynbTaTbl AN OpraHn3aumm.

- lpouecckl usmepeHus, aHanamnsa n ynydiweHus. OHW BKIIOYAOT NPOLECChbl, HE06X0aMMble AN U3MepeHUs U cbopa AaHHbIX ANS aHanusa
[EATENbHOCTM U YNYYLIEHUSA pe3ysibTaTUBHOCTU U 3 dheKTUBHOCTU. OHU BKIOYAKOT NMPOLECChl U3MEepeHUsi, MOHUTOPUHIa, NPOBeAEHUS ay-
AVTa, aHanusa AesiTeNbHOCTU U ynydleHus (Hanpumep, AN KOPPEKTUPYIOLWMX U npeaynpexaatolmx AencTeuid). Mpoueccobl nsmepeHus
4acTo AOKYMEHTUPYIOTCA KaK COCTaBHas 4acTb MPOLIECCOB MEHEAXMEHTA, YNpaBfieHUsi pecypcamMm U OCYLLECTBNEHUS AeATENbHOCTU; B TO
BpeMsa KakK MpOoLeCChl aHanu3a M ynydlleHWs 3a4acTylo pacCMaTpuBaloTCs Kak aBTOHOMHbIE MPOLECChl, B3auMOAENCTBYOWME C APYrUMMU
npoueccamu, nosydaLme BXoAHbIE AaHHbIE OT pe3yNbTaToB U3MEPEHUS U OTNPAB/SAIOLMNE BbIXOAHbIE AaHHbIE ANA YAYYLIEHUS 3TUX NPO-
LLeccos.

| 4. NoHMMaHMe NpPoLecCCHOro noagxoaa

MpoueccHbIl NOAX0A SABASAETCA MOLWHbIM CPEACTBOM OpraHU3auuu U yrnpasieHns AedTenbHOCTbIO C Lefblo CO34aHusl LeHHOCTU ANs notpebuTenei u
APYTUX 3aMHTEPECOBaHHbIX CTOPOH.

OpraHu3aumm 4acto UMET UepapxXnYeckyto CTPYKTYypYy, COCTOSILLYIO U3 CTPYKTYPHbIX NoapasaeneHuii. OpraHusauum obblYHO YMpaBsoTcs no Bep-
TUKanu, Koraa OTBETCTBEHHOCTb 3@ HaMeUYeHHble pe3ysibTaTbl pacnpefensieTcs Mexay CTPYKTYPHbIMU NoApasaesieHUsMU.

KoHeuHbI noTpebuTeNb UNn Apyras 3avHTEpecoBaHHasi CTOPOHa He BCEraa SIBNSIOTCH BUAMMBbIMU Al BCEX YYaCTHWKOB mpouecca. Mo3Tomy npo-
61eMaM, BO3HMKAOLWMM B MOrPaHUYHbIX TOYKax B3aMMOAEWCTBUS, 3a4acTyl0 OTAAETCS MEHbLIWMIA MPUOPUTET, MO CPABHEHUIO C KPaTKOCPOYHbIMU
LensMy noapasfesneHvs. DTo NPUBOAUT K TOMY, YTO 3aMHTEPECOBaHHasi CTOPOHA MoJlyyaeT HeGOoMbLIOE YyYLIEHUE WM COBCEM He MOoJlydaeT ero,
T.K. AENCTBUSI 06bIYHO (DOKYCUPYIOTCA Ha PYHKUMSX, @ HE Ha HAaMeUYeHHOM pesysibTaTe.

IMpoyeccHbiii nogxoa BBOANT MEHEAXMEHT 110 rOPM30HTaNIN, UCKITIOYasa 6apbepbl Mexcay Pa3sHbIMU CTPYKTYPHbIMU NoApasaeeHNnsIMm
Kn cocpepgoraynBas o6beguMHEHHbIE YCHU/INSI Ha OCHOBHbIE LieJIN OpraHn3aymm.

OH ynyywaeT Takxe ynpasJ/ieHne Ha rpaHuLe pasgena npoueccos (CM. puc. 2).

TpebosaHua B3amoCBA3b NPOLECCOoB PesynbtatiBHble
Ha Bxofe MeMAY NogpasgeneHHaAMA 1 apperTHBHbIE
BbIXOZAHbIE
| I | [aHHble

PucyHok 2. NMpumep B3auMocCBsA3en npoueccoB Mexxay nogpasgesieHnsaAsMu opraHsauumm.

[eAaTenbHOCTb OpraHM3auum MoxeT bbiTb ynydlweHa 6narogaps NpUMEHEHUIO NMpoLeccHOro noaxoga. [lpouecchl ynpaBnsloTCa Kak cucTeMma, ornpe-
AensiemMasl ceTbio NPOLECCOB M X B3aUMOAENCTBMEM, CO3AaBasi, TakuM 06pa3oMm, nyyllee NoHMMaHne 406aBNeHHOW LleHHOCTU.

MpumeyaHune: CornacoBaHHoe GPYHKLMOHMPOBAHME 3TON CETU YACTO MMEHyeTCs "CMCTEMHbIM MOAXOAOM" K MEHEAXKMEHTY.
YacTo BbIXOAHbIE AaHHbIE OAHOMO NpoLecca MoryT 6biTb BXOAHBIMU AN1S APYTOro U CBA3bIBAIOTCS C 06LUeN CETbIO UK CMCTEMON (XapaKTepHble Npu-
Mepbl CM., Ha puc. 3 un 4).
Berxonst ot
JIPYTHX NPOLIECCOB

Brrxoasr ot
JIPYTUX TPOLIECCOB

Bxoabl Bbixogu! Bbixoapl
BA > MPOLIECC A Bxoabie B mronEce B 17 B Bxomoe D b orD

Boxonn! P> L > TTPOLIECC

oT A

Bbixoabl
BxoabiB C orC
—P> TIPOLIECC C
PucyHok 3. NMpumMep xapaKTepHOi1 NocnefoBaTesibHOCTU NPOLEeCcCoB
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Mpouecc MeHeaXMeHTa

SEo

MpoekTupoBaHue
npoAyKuMn
"

NnoexTvnOBaKNe
NRoAYRUMH

| >eZab>0

Npou3BoAcTBO

SEDo

SeEe>o

MpoekTupoBanue
.| npoaykuum

o]

auHamMhALA U eurreHe ‘ouHadanwel

MNMpouecchbl, OTHOCALWMECS K pecypcam

PucyHok 4. NMpuMmep nocnenoBaTesibHOCTU U B3auMopencTems npoueccos.

| 5. BHeapeHue npoueccHoro noaxona |

HwxkenpuBeneHHYI0 METOLONOMUNIO BHEAPEHWUSI MOXHO NPUMEHSTb K J1l060My BUAY npoLeccoB. MocnefoBaTelbHOCTb 3TAaNoB — 3TO TOJIbKO METOA U He
HOCUT NpeAnuUCbIBalOLLEro XapakTepa. HekoTopble 3Tanbl MOTYT BbIMOJIHATLCS OAHOBPEMEHHO.

| 5.1 UpeHTudukaumsa npoLeccos opraHMsauum |

uesb opraHusa-
uum

6utenen n apyrne 3anmHtepe-
COBaHHbIE CTOPOHbI, a TaKXe
nx TpeboBaHuns, NnoTpebHOCTH
N oXuaaHus, ytobbl onpeae-
NINTb, KakKne pe3ynbTaTbl HE-
06X0AMMO HaMeTUTb.

STtanbl npo- Yro genarp? PykoBoacTeo
LleccHoro noa-
xopa
5.1.1 OpraHusaunu cneayeTt naeH- CobpaTb, NpoaHanusnpoBaTb W onpeaenuTb TpeboBaHWUS U Apyrve HyXAbl U OXuAaHus
OnpepnenuTtb TdUuMpoBaTb CBOMX NOTpe- notpeéutenen n Apyrux 3aMHTEPecoBaHHbIX CTOPOH. YacTo obMeHuBaTbCa MHdOpMauunen

c notpebutensMu U ApyruMn 3auHTEpecoBaHHbIMW CTOPOHaMMK, 4TObbl obecneynTb NocTo-
SIHHOE MOHWMaHWe ux TpeboBaHUii, NOTPeBbHOCTEN U OXUAAHWNA.

OnpepenuTb TpeboBaHUs AN MeHeAXMEeHTa KayecTBa, 3KOJIOMMYECKOro MeHe[XMeHTa,
MeHe[)XKMeHTa OXpaHbl 340pOoBbsi M 6e3onacHoCTM Tpyaa, 6usHec-pucka, couunanbHOM
OTBETCTBEHHOCTM U APYTUX CUCTEM MEHEMKMEHTA, MPUMEHSIEMbIX B OpraHu3aLuu.

N B

5.1.2
OonpepenuTtb
NOJINTUKN N
uenm opraHusa-

Ha ocHose aHanusa TpeboBa-
HWI, noTpebHoCTen 1 oxunaa-
HWIA pa3paboTaTb NOJUTUKU U
Lenun opraHusaumm

BbiclieMy pyKOBOACTBY CrielyeT MpUHATb peLleHMe, Ha KakuX pbiHKax paboTaTb opraHu-
3aumm, 1 paspaboTaTb COOTBETCTBYIOLLME MOAUTUKM. Ha OCHOBE MOSUTUK PYKOBOACTBY
cneAyeT 3aTeM YCTaHOBWUTb Lienn Ansi TpebyeMbiX BbIXOAHbIX AaHHbIX (Hanpumep, npo-
LYKTbl, 3KONIOrMYeckne pesynbTaThl, pe3ynbTaTbl AeSTeIbHOCTU, CBA3aHHOM C npodec-

unumn CMOHaJIbHbIM 340pOBbEM M 6E30MaCHOCTbI).
5.1.3 Onpegenutb Bce npouecchl, | OnpeaennTb NpoLecchl, HEO6XoANMbIE AN AOCTUXEHUS HaMEYEHHbIX pe3ynbTaToB. DTh
Onpepenutb HeobxoAMMble ANA MOJIyYEHUS | MpPOLECChl BKIOYAOT MeHeaxMeHT, Pecypcbl, OcywecTBineHme u MamepeHune, AHanms u
npouecchbl op- HaMeYeHHbIX pe3yNnbTaToB. YnydweHue.
raHusauum

NaeHTUdUUMpPOBaTb BCE BXOAHbIE U BbIXOAHbIE JaHHbIE MPOLLECCOB BMECTe C MOCTaBLUu-
KaMu, NOTPebUTENAMU U APYrMMU 3aMHTEPECOBaHHbIMM CTOPOHaMM (KOTopble MOryT 6bITb
BHYTPEHHUMMU UM BHELIHUMM).

. 3

5.1.4
Oonpepnenutb
nocneposa-
TeNIbHOCTb Npo-
LeccoB

Onpenenutb, Kakum ob6pasom
npoLeccbl NPUCOeaNHSAOTCS K
nocnefoBaTeNlbHOCTU U B3au-
MOAENCTBUIO.

OnpenenuTb 1 paspaboTaTh ONMcaHUe CETU MPOLECCOB M UX B3aMMoAencTemsa. PaccMoT-
pvM criegytowiee:

MoTpebutens Kaxaoro npouecca,

BXxOo/ZiHble 1 BbIXOZIHbIE aHHble KaX/10ro npouecca,

Kakune npouecchl B3aMMoAEeNCTBYIOT,

TouKM B3aMMOAENCTBUSA U UX XapaKTEPUCTUKM,

PacueT BpeMeHuW 1 NocieAoBaTeNlbHOCTb B3aMMOAENCTBYIOWMX NPOLLECCoB,
Pe3ynbTaTUBHOCTb M 3(PGHEKTUBHOCTbL NMOCIEA0BaTENbLHOCTH.

MpuMevaHue: Kak npuMep, ocyLecTBsieMble npouecchl (HanpuMep, NpoaykKT, NocTaB-
NsieMbli noTpebuTento) 6yayT B3auMoAenCcTBOBaThL C APYrMMK npoueccamMu (Hanpumep,
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npoueccamMmm MeHeaXMeHTa, U3MEPEHUSI U MOHUTOPMHIA, a Takxe obecnedyeHuss pecyp-
coB).

Takune MeToabl U UHCTPYMEHTbI, KaK CTPYKTYpPHblE€ CXeMbl, MaTpuLbl U 610K-CXEMbl, MOXHO
MCcnosnb3oBaTb Npy paspaboTke nocseaoBaTeNbHOCTU NPOLECCOB U UX B3aMMOAENCTBUN.

R

5.1.5
Oonpepnenutb
Bnagenbua
npouecca

Ha3HauuTb OTBETCTBEHHbIX U
onpenennTb NoJIHOMOYNA Ansd
Kaxaoro npouecca.

PyKkoBOACTBY crnefyeT onpeaenuTb UHAMBUAYaNbHbIE POSM U OTBETCTBEHHOCTb ANs ob6ec-
neyeHus BHeAPEHUS, NOAAEPXAHMSA U YYYLIEHUS KaXA0ro Npouecca U ero Bsammoaen-
CcTBUI. Takoe OTBETCTBEHHOE MU0 06bIYHO MMeHyeTcs "BnaaenbLem npouecca”.

YT06bl YyNpaBnsTb B3aMMOAENCTBUSMU MPOLIECCOB, MOXET OKa3aTbCsl MNOJSIE3HbIM Ha3HAUYNUTL
"rpynny no ynpasneHuio npoueccamn", kKotopas MMeeT obliee npeactaBneHne 060 Bcex
npoueccax u B KOTOPYH BXOAAT NpeACTaBUTENM OT KaXXAoro B3anMOAENCTBYOLWEro npo-
uecca.

R

5.1.6
Oonpepnenutb
AOKYMEHTUpO-
BaHue npouec-
coB

OnpeaennTb, Kakue npouecch
Heo6X0AMMO  [OKYMEHTUPO-
BaTb U KaknMM 06pazoM

Mpouecchl NpoTekaoT B OpraHn3aunm U NepBoHaYasbHbIi NOAX0A K HUM ClefyeT orpaHu-
YNTb OMpefeNnieHNeEM U yrpaBlieHMeM UMK Hanbonee noaxoaawmnm obpasom. He cyliecTBy-
eT “kaTanora” uam nepeyHs NpoLeccos, KOTopble HEO6XOANMO AOKYMEHTUPOBATL.

OCHOBHas LeNb AOKYMEHTUPOBAaHUA - 06ecrneynTb CornacoBaHHoe u cTabunbHoe dyHK-
LMOHMPOBaHME NPOLIECCOB.

OpraHusauumn cnegyeT onpefennTb, Kakue npoLeccbl Heo6XoAMMO OKYMEHTUPOBATb,
NCcXoas u3:

e  Be/INYMHbI OpraHu3aunn u Buaa AesTENbHOCTH,

e  C/IOXHOCTV ee NMpoLEeccoB 1 UX B3aMMOAENCTBUIA,

¢  KPUTUYHOCTM MPOLIECCOB

e  Ha/NMUMS KOMMETEHTHOrO NepcoHana.

B cnyyae Heo6x0AMMOCTU [OKYMEHTMPOBAHUSI MPOLECCOB MOXHO WMCMOMb30BaTb psig pas-
JIMYHBIX MEeToAO0B, Hamnpumep, rpaduyeckoe nNpeacTaBfeHne, MUCbMEHHbIe WUHCTPYKLUWM,
KOHTPOJIbHbIE NINCTbI, 6I0K-CXEMbI, BU3YyasibHbIE UM 3IEKTPOHHbIE HOCUTENN.

MpumMeyaHue: bonee noapobHoe pykoBoAacTBO cM. B ISO 9000 Introduction and Support
Package module PykoBoacrBo no TpeboBaHMsIM K AOKYMEHTMPOBAHMWIO corsacHo ISO
9001:2008

| 5.2 NMNnaHnpoBaHue npouecca

3Tanbl npouecc-
HOro noaxoaa

Yro genarp?

PykoBoacTBO

5.2.1
Onpepenutb one-
pauum B paMmkKax
npouecca

OnpepenuTb onepauumn, He-
obxoauMble Ana LOCTUXKEHUS
HaMeYeHHbIX BbIXOAHbIX
AaHHbIX npoLecca.

Onpeaenutb TpebyeMble BXOAHbIE W BbIXOAHbIE AaHHbIE MpoLecca.

OnpeaenuTtb onepauun, HeobxoanMble A1 NPeobpasoBaHUsA BXOAHbIX AaHHbIX B Tpebye-
Mble BbIXOAHbIE AAHHbIE.

OnpeaennTb NOCNeA0BaTENbHOCTb M B3aMMOAENCTBME ONepaunii B paMKax npouecca.
OnpeaenuTb, KakuM 06pasoM BbIMOHAETCS KaXxaas onepauus.

MNMpuMeyaHue: B HEKOTOPbIX Cydasx NoTpebutenb MOXeT ycTaHaBnnBaTb TpeboBaHWs He
TOJIbKO AJ18 BbIXOAHbIX AAHHbIX, HO N ANd OCYLLECTBJIEHUSA npoLuecca.

N B

5.2.2
OnpeaenuTtb Tpe-
60BaHNsA K MOHMU-
TOPUHIY U n3Me-

peHuio

OnpepenuTb, rAe 1 Kak cne-
AYyeT NPUMEHATb MOHUTOPUHT
1 n3MepeHue. 310 cneayer
AenaTb Kak Ana KOHTpons,
TaKk WU Ansa ynydleHus npo-
LLeCCOB U HAaMEYEHHbIX Bbl-
XOAHbIX AAHHbIX MPOLECCOB.
MOHUTOPVHI NPpUMEHUM Bce-
raa, B TO BpeMs Kak nsmepe-
HUe He Bcerga ocyLecTBUMO
WNN Jaxe BO3MOXHO. TeM He
MeHee, U3MepeHue gaet
6onee 06bEKTUBHbIE AAHHbIE
0 XapaKTepucTukax npouec-
ca u ABASIeTCA MOLWHbIM UH-
CTPYMEHTOM MeHea)XXMeHTa u
yNy4YlweHus.

OnpeaennTb HEO6X0AMMOCTb
B perncrpauuu pesybTaToB.

NaeHTUdPUUMpPOBaTb KPUTEPUN MOHUTOPUHIA U U3MEPEHUS ANs yrnpaBfieHus (KOHTPOAs) u
OCYLLECTB/IEHWSA MPOLECCOB C LeNblo OnpefeneHus pesynbTaTUBHOCTU U 3 dEKTUBHOCTH
NpoLeCccoB, yunTbIBasi Takme akTopbl, Kak:
. COOTBETCTBME TPeHoBaHMSAM,
YLOBNETBOPEHHOCTb NOoTpebuTenei,
KauyecTBO YCNyr NMOCTaBLLMKOB,
CBOEBPEMeHHasi MocTaBka,
BpEMSs NpoTeKaHusi npouecca,
KONMYeCTBO AedeKToB,
oTX0Abl,
3aTpaTbl Ha npouecc,
YaCTOTHOCTb UHLIMAEHTOB.

N B

5.2.3
Oonpepenutb He-
o6xoauMbie pe-

cypcbl

Onpenenntb pecypcbl, Heob-
XOAMMble ANs pe3ynbTaTus-
HOro (PyHKLMOHWPOBaHUS
KaXzaoro npotecca.

MpumMepbl pecypcos:

YyenoBeyeckue pecypchbl,
MH@pacTpyKTypa,
Npov3BOACTBEHHAN cpeaa,
MHdbopmauums,

NpupoAHble pecypchbl,
maTepuansl,

pUrHaHCOBbIE pecypcbl

5 B
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5.2.4 MoaTBepAUTb, YTO XapakTe- Y6eantbcs B TOM, 4TO BCe TpeboBaHusA, onpeaeneHHble B N. 5.1.1, BeinonHsAwTCA. Ecnn
Bepuduumpo- PUCTUKM NPOLIECCOB corna- HeT, paccMOTpeTb, Kakue AOMONHUTENbHblIe onepauun TpebyloTcsa B paMkax npouecca u
BaTb nNpouecc CYIOTCS C Lesiblo OpraHusa- BEpPHYTbCA K N. 5.2.1 anga ynydweHus npouecca.

OTHOCUTEeNbHO ero | uuun (cm. n. 5.1.1)
3anniaHu-
POBaHHbIX Leneun

[_5.3 BHenpenue u nsmepenue npouecca |

BHeapuTb npouecchl U Ux onepauun, Kak 3annaHupoBaHo.

OpraHusaumsa MoxeT pa3paboTaTb NPOEKT N0 BHEAPEHMIO, BK/IKOYAIOLWMIA, HO HE OFPaHNYMBAIOLLMIACS CIeAyOWUM:
L] KOMMYHUKaunst (MHPOPMaLMOHHbIA 0BMeH),

L] MH(OPMMPOBAHHOCTb,

. obyyeHue,

] MEHEOXMEHT U3SMEHEHUN,

. BOBJIEYEHWNE PYKOBOACTBA,

. COOTBETCTBYIOLAA AEATENbHOCTb NO NPOBEAEHUIO aHanunsa.

MPUMEHUTb KOHTPOJIbHbIE MEPbI U OCYLLECTBUTb MOHTUTOPUHT U U3MEpeHUe, KaK 3anjiaHupoBaHo.

| 5.4 Ananus npouecca |

MpoaHanusnpoBaTb M OLEHUTb MHDOPMaLNIO O NpoLecce, NOyYEHHY Ha OCHOBE AAHHbIX MOHUTOPWHIA U U3MepeHus Ans Toro, 4tobbl onpeaenuTb
XapaKTepUCTUKK npouecca. [ae 3To npueMnemMo, NCNob30BaTb CTaTUCTMYECKME METOAbI.

CpaBHUTb pe3ynbTaTbl MHGOPMaLMM O NPOLECCE C YCTAHOBAEHHLIMM TPe60BaHMAMM K MPOLECCY Ans TOro, YTobbl NOATBEPAUTb Pe3yNbTaTUBHOCTb U
3 heKTUBHOCTb NPOLECCa M YCTaHOBUTb MOTPEBHOCTL B KOPPEKTMPYIOLWEM AEACTBUM.

Oﬂpeﬂ,eﬂMTb BO3MOXHOCTU yny4lleHna npouecca Ha OCHOBE pe3ysibTaTOB aHasin3a VIHCbOpMaLlVIVI O npouecce.

CaenaTtb COOTBETCTBYHOLMM 06pasoM COO6LEHME BbICLIEMY PYKOBOACTBY W APYrOMy OTBETCTBEHHOMY MEpPCOHasny OpraHu3auuu O XapaKTepucTuKax
npouecca.

| 5.5. KoppekTupylouiee ageiicteue u ynyyweHue npouecca |

Ecnu Heob6xoAMMbl KOpPeKTUpYloLmMe AeWCTBUS, CleayeT onpeaenuTb MeToa UX NpuHsaTus. Clofa OTHOCUTCS BbISIBJIEHWE U UCKTHOYEHUE KOPEHHbIX
npuYvH npo6nembl (Hanpumep, ownbkK, AedeKTbl, HEAOCTAaTOK aAeKBaTHOrO KOHTPONs npouecca). CreayeT NpoaHanusvMpoBaTb pe3ybTaTUBHOCTb
NpeanpUHSATLIX AeACTBUIA. MPUHATL KOpPEKTUpYIoLLee AeACTBUE U NPOBEPUTbL €ro pe3ysibTaTUBHOCTb COMIAaCHO MiaHy.

Ecnu 3annaHWpoBaHHble pe3synbTaTbl MpoLecca AOCTUTHYTbl U Tpe6oBaHUsS BbINOMHEHbI, OPraHN3auMmn creayeT COCPeAoToOUNTb CBOW YCUIUSI Ha Aelt-
CTBUSIX MO MOBLILIEHWIO XapaKTepUCTUK npouecca Ao 60Jiee BbICOKOrO YPOBHS Ha HernpepbiBHOW OCHOBE.

CnepyeT onpeaenunTb U BHEAPWUTb METOA YaydleHus (MpUMepbl Yay4dlleHWs: ynpoLlleHue npouecca, noblleHne 3hdeKTUBHOCTY, yNyylleHne pe-
3yNbTaTUBHOCTM, COKpaLleHne uukna). NMpoBepuTb pe3ynbTaTUBHOCTb YyYLLEHUS.

[na vaeHTUdMKauMM NoTeHUManbHO BO3MOXHbIX MPO6JEM MOXHO MCMONb30BaTb MHCTPYMEHTbI aHanusa puckoB. CrieflyeT Takxke onpefenutb u
UCKIIOYNTb KOPEHHYIO MPUUUHY (MPUYMHBI) 3TUX MOTEHLMaNbHO BO3MOXHbIX Mpob6reM, npefoTBpaLlias UX MosiBieHMe BO BCeX Mpoueccax C aHano-
rMYHO MAEHTUPUULMPOBAHHBIMU PUCKAMU.

MeToaonorus MnaHnpyn-BeinonHsain-Mposepsaii-Aeincteyin (PDCA) MoOXeT 6biTb NOME3HbIM MHCTPYMEHTOM A/t ONpeAeneHuns, BHEAPEHUS U yrpaBne-
HUSI KOPPEKTUPYIOLWMMUN AENCTBUSAMU U yaydweHnamm. O umkne PDCA cyLlecTByeT MHOMOUYMCIEHHasa NnuTepaTypa Ha pasHbIX A3blKax.

Check Do

« CaenaHo nu <fOenatb TO,
B COOTBETCTBUN 4TO 3anna-
C nnaHom? HUPOBHO

pyii pe3ynbTaTsl;

cTuk npouyecca,”

PDCA npeactaBnsieT coboii AMHAMUUYHYO METOLO0MIOMMIO, KOTOPY MOXHO pa3BepHYTb B KaXAOM M3 NPOLECCOB OpraHu3aunm 1 B pamkax Ux B3auMo-
nencTBuit. OH TECHO CBsI3aH C NiaHMpoBaHWEM, BHeAPeHUEM, BepuduKaumnen 1 ynydlleHneM.

MopaepxaHus W yny4dleHns XapakTepucTUK rnpouecca MOXHO A06uTbca 6narogaps npumeHeHuto koHuenuun PDCA Ha BCeX YPOBHSIX OpraHu3auun.
OHa npuMeHMMa paBHbIM 06pa3oM KO BCEM MpoLueccaM: OT CTpaTerMyeckmx NpoLeccoB BbICOKOrO YPOBHS A0 MPOCTbIX NPON3BOACTBEHHbIX onepa-
2178

1] Pla n ” YcTaHaBanBak e n npoLeccsl, HE06XoANMbIE A5 MPEAOCTaBIEHH
pe3y/IbTaToB B COOTBETCTBUMN C TPE6OBaHMAMU MOTpebuTenei, npasa
BbIMU W PETYSTOPHBIMU TPEGOBAHUSIMU U MOSINTUKAMU OpraHu3aumm;

Act Plan
“Kak ynyqwuts? *Yro genatb? ||D ” BHeﬂpﬂﬁ rnpouyeccel,
*Kak penatb? O
nw ” Oc E€CTB/ISIi MOHUTOPUHI U U3MEPSI MPOLIECCHI U MPOAYKLMNIO OTHO
Check 2 P P- poL poAyKL

CUTENIbHO MOMUTUK, LieNeii n TpeboBaHui K NMPOAYKUMU U PErUCTpU-

“"Act” lpeanpuHumMas AeACTBUS 110 HENPEPBLIBHOMY YIIyULIEHMIO XapaKTepy
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