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U3noxeHsl HEKOTOPHIC [IOMOJIHMTENBHBIE MRTEPHAIL 110
TeMam NeKuui ancunnnunst «Beenenne 8 TQM» st npaktuecknx
3aHATHH M MPHBEACHEI KOHTPOJBHGLIE TECTOBbIC 3anaHusi /s
NPOBEPKK NMONYYEHHBIX 3HAHUH CTYAEHTOB.

Mpennaznavens  jut  cTyjentos,  ofyualompxes 1o
cnewmansHoctam 200503.65 «Cranmaprusauus v cepTudUKans» u
220501.65 «YnipaniieHue KauecTBOMY.

Toarotornensl  Ha  Kadenpe  ananuTHueCKOH!
ceprudHKaLun ¥ MeHekMeHTa KauecTsa KITY,

XUMHH,

Ieuarawres mo PEUICHUIO METOAMYECKOH KOMHCCHH

4bg}§yn5'rera HeTH U HedTexuMuUH.

Peuensenroi: it
npodeccop Kad.MeHeKMENTR

Y NPEANPHHUMATENBCKON AESTENLHOCTH,

2-p nep.vayk T.3.Myxyrausosa;
nou. Kad.hU3HUEeCKOH U KONFOWIHO#H

XUMHH, Kana.xuM.Hayk C.A Forganosa

B Beegenne

B 80-x roaax npouuioro Bexa MPOHCXOAMT GopMHpOBaHHE
merogosoris Beeobwero Vipasiaenus Kauecrsom (Total Quality
Management - TQM). Kouenw XX - nayano XXI Bexa, MOXHO
cuurath, npoxoxur noi suakoMm TQM. O npusepxesHocTH ero
MIeAM 3asBHIH HPAKTHYECKH BCE BELYLIME U YCTELIHble KOMIIAHUH
MHpa K gake 1eisie ¢rpanel, o6bapus TQM HauMouanbHol uaee.

[nasnast upes TQM cocrour B TOM, 4TO OpraHu3aLus
J1OMKHa paboTaTh HE TOMBKO HaJ KaYecTBOM MPOAYKIMH (yciyr), Ho
M Hag KAdecTBOM OpraHMlaupd B lENoM, BKiouas paboty
nepcorana. ITOCTOSHHOE ONHOBPEMEHHOE  YCOBEPUIEHCTBOBAHUE
STHX TPEX COCTABASIOWMX — NPOAYKUMH (Yeayr), OpraHH3aLuH,
HepeoHana - MO3BOSET YCKOPHTH W MOBBICMTH  SQHEKTHBHOCTH
passutust  Ousneca. KauecrBo — ompesenserca  NOCTIDKEHHEM
YAOBIETBOPECHHOCTH  KIMEHTOB,  YIIydlICHHeM  (GHHAHCOBBIX
PE3YILTATOB ¥ POCTOM  YAOBICTBOPSHHOCTH CIYKAIUX CBOEH
paboToil B OpraHu3alMH.

[epseiM warom Ha 0yt Kk TQM crano noseienue
craupapro MCO cepun 9000 u wmMpoxoe BHEApEHWE HX B
npaxTuky. B e70M  METORONOTMA  YIPABNEHMS  KAYECTBOM
npeacTasaset coGol  PasHOBMAHOCTE METONOJOrMH  YIpaBlieHus
Guatiec-npoueccami B chepe  MOBBIIICHHS — KAuecTBA M
KOHKYPEHTOCTIOCOTHOCTH MPOAYKUMHU (yCnyr).

TIpaxTuka NOKasbIBaeT, 4TO AN YCHELWIHOH AEATENBHOCTH
OpraMu3alidy ¥ JOCTIKEHHS JOAIOCPOUHOTO yeIieXa OJHOM TOJBKO
cepTAGUKALIMM  CHCTeMbI  KauyecTBa HEAOCTATOMHO, HEOOXOZMMO
pa3pabaThiBaTh U PA3BUBATE ITY CHCTEMY, OCHOBBIBASCH HA METOJAX
u upuHimnax TQM. B pa3paGotTky cHCTEMbl YrpaBlieHus B
cootBeTcTBMM ¢ npuHomnamu TQM poBnekaercs GosBIIMHCTBO
COTPY/AHUKOB TIPEANDHATHS, & TIOJHOE BOMIOLIEHHE DTOH CHUCTEMBI
LOMKHO POH3BOAUTHLES ¢ IPUMEHEHHEM COBPEMEHHBIX TeXHONOIHiL.
Jror  npouecc Tpebyer rnepecTpodikh  BCEH  JieSTENBHOCTH
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NOApasAeseHni, a TAKKE JIUTENBHOTO NEPHOAA BPEMENH.

Cnepyer nonumare, src TQM — 1o cniocob senenus
.Ousneca, a He oJHa nporpamma, v eé BHeApeHue Tpebyer Sonbimoft
| ATUTEARHON PabOThl NPH YHACTUH BCEX COTPYAHUKOB NPEATIPHSTAS,
CTAK KaK codepxut B cebe u puaocoduioo, M KOHLENUMIO, W

VHCTPYMEHTAPHH, CTONB HEOOXOMMBIe Uit peopM IIPEATIPUATHS.

1. TQM — noBas puiaocodpus yemexa
TOM -~ 310 1MOAXOA X PYKOBOACTBY OpraHusaimel,

 HaLENEHHB Ha KaYeCTBO, OCHOBAHHEIM Ha ydacTHi BCEX €€ “ICHOB

¥ HAIpPABREHHbH Ha JOCTIDKEHHE JONTOBPEMEHHOIO YCNEXa [IyTem
YIOBNETBOPEHUs NOTPeOUTENs M BbIFOJABI AN BCEX  WICHOB
OPraHU3aLMK ¥ 001ecTBa.

Kpome Toro, TQM TpakTyroT Kak KpuTephHu pasiu4HbX

+ IPEMHH 1O Ka4ecTry:

-Esponefickoii narpanst kauectsa (The European Quality

“Award), ocrosanwolf B 1992 roay Esporeiicxoii opranusauwmedt

menemkmMenTa Kkauecrsa (EFQM);

- AMEpHKAHCKOH  HaMOHanbHOM  Harpagol WM.
M boaapumaxa (MBNQA), ocHosanHol B 1987 r.;

- Snouckoit npemuu um. Jemunra (Deming Prize),
yupexaesHol B 1951r.

TQM Sazupyercst Ha CTeAYIOIMX MPUHLIMGAX:

- cornacue ¢ TpeGOBaHIIMH 3aKazunKa;

- ONITHMM3ALUMS LETOYEK «3aKAZHHK — [10CTABLKY;

- U3TOTOBJICHHE HY)KHOM NPOAYKIMH;

- ienaTh BCE NPaBMITLHO ¢ HEPBOTo pasa;

- NIPOBCACHHE M3MEPEHNH] JI OLEHKY yOIIeKa;
MOCTORHHOE YAYULICHUE;
PYKOBOZCTBO, BO3raBNsioONiee padory, CIyKUT fpHMe-

pom;

NOAroTOBKE Kaapos,

- MHOrOYpPOBHEBOCTL KOMMYHHMKaLWi; B
- TpUIHAHWE JOCTIDKEeHWH. .
Beeobiee  ynpaBicHUC — KAYecTBOM  —  KOHUETILIMS,

MPEAYCMATPHBAIOLIAS BCECTOPOHHEE LENEHANPABICHHOE M XOPOLIO
CKOOPJIMHUPOBAHHOE NPUMCHCHHME CHCTEM M METOMOB YNIPABIEHMs
KAueECTBOM BO BCEX cepax ACATCILHOCTH: OT MCCACNOBAHMA M
paspafoTok /I0 NOCHENPOABKHOre OBCTY)XUBAHKS NpU yHacTHH
PYKOBOACTBA M CNY)KAUMX BCEX YpOBHEH M NpPH paupoHanbHOM
MCTIONB30BAHUN TEXHMUECKHX BO3MOKHOCTEH,

TQM npuseaH  pasBuBaTh YCMEX MPEANPHATHR 110
CHCAYIOLUAM HATPABIEHHIM:

- BCECTOPOHHUIT yuer norpeuTebeknx TpeboBaHmii;

- CHWKEHHE KOJIHYECTRA HAPEKAHNH CO CTOPOHbI
notpeduTenei;

- COXPAHEHME TOCTOSHHOM KIAMEHTYPbI;

~ TIPUBJICHEHHE HOBBIX NOTpeduTeneii;

- mopbiitierye 3GhHeKTHBHOCTH OPFraHH3aUHOHHBIX
npoueccos,

- CHMEHUE 3aTPAT 33 CHET YMEHBLUCHHA NOTEPh;

- TOBbIEHHE TPUOBLUTLHOCTH;

- 3axBar GoJbiteil PHHOYHON A0MH;

- TIOUIEPIKAHNE KOHKYPEHTHOTO NPEUMYLIECTR;

- OPUEHTAlMA HA TIEPCOHAN.

Ins Toro uroGm peaymzorarh TQM Ha npeanpuaTyu,
HEOBX0AMMO OCYLIECTBMTH MHOTO pasiMuHbIX  11peobpasosanui,
KOTOpble KOCHYTCS HE TOJNbKO TIPOLECCOB  YNpaBiCHMs, HO M
MEHTAANTETa, OTHCINEHMA KO BCEMY TPOMCXOAAIIEMY CO CTOPOHBI
Beex He3 MeimoeHis pabOTHUKOB.

Baxyio posiib B CTZHOBJICHHHW TEOPUM  YMpanneHus
KauecTBOM CHIFPaiM amepukaHckue yuenbie Oasapn Jlemuwr u
Jhkosed Jhxypan. Ocobyio ponb B ofieCleyeHHH KauecTra OHM
OTBOAMIM PYKOBOACTBY Bhiciuero 3sena. B 1950 roay anowiist
0BpaTHANCD 38 NOMOMLIEID K AMEPHKAHCKOMY CMIELHAUCTY B o6nacTn
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BHE/DHTb  HA  AMOHCKMX  NPEANPUATUSX  CBOW  MPUHLMITEI
BeceoObeMIIowero ynpaeieHus kauectaom (TQM).

B pesynwrate peannsaumn nporpamm TQM B Hauane 60-x
rogoB B SINOMMM BO3HHUKACT COBEPLUEHHO HOBOE SBICHHE -
- obweannennn kavecrsa (quality circies). Mues cocrosna B TOM,
4T06bl BpeMs OT BpeMeHW paGOTHMKM COOMpanuch BMeECTe Ans
0BcyxneHus NPOU3BOACTBEHHBIX NpoBneM W nyTel ux peienus. K
1980 rogy B Snonun HacumrsiBanoch yxe Gosiee 100 Thic.
o0benMHEeHHIT KauecTra.

B CHIA Takne oObeauHeHHs BO3HMKAIOT B KoHde 70-x
ronos. K cepenune 80-x rr. OHM CTRHOBSATCS OOBIMHBIM SBACHUEM
aas CIIA. Opmaxo crienoe KONMMPOBAHME Yy:KOro oOnblta 6e3
noHumManus 6a3oBbix npuHLMIoB TQM He 0Ka3a10 KapAMHATBLHOIO
BO3/eHCTBHA Ha 3 PEKTHBHOCTb NIPOUIBOACTBEHHBIX MPOLECCOB,

Korma, no cpasuexmo ¢ fAnouued, nosmimn CLUA wma
MHPOBOM pbIHKE 3aMETHO OCIabNiH, aMEPHUKAHCKHE YipaBICHIE,
crapascChb NOHATH TIPHYMHBL AMOHCKOTC 4YyBa, BCHOMHHIIN O CBOGEM,
yxe Ob110 3a6bITOM COOTEeuECTBEHHUKE — MHcTepe Hemumre. Tem
Gonee 4o Ha xaHane NBC OH npuHsn yyactde B ROKYMEHTASLHOM
Guneme non massanuem "ECA SDOHUBI MOTYT, MOUEMY M MBI HE
cmoem?”, rae  um  Obuln  osByueHsl  npunuunsl  TQM,
paspaGoTaHHbie Ha ocHOBe Wjien Banvrepa Ulyxapra, uspectsoro
AMCPHMKAHCKOro crneuuanucra B obnactu obecneuenus Ka4decTBa.

© Hemunr Tacke copmyIHpOBan TEOPHIO, HIBECTHYIO B BACTORIIES
spemst kak "Llukn Jlemuura": "nmanmpyii - genaii - npomepsit -
nercTByi"”.

TMozxke osKcreprsl B OONACTH  YNPABICHUS  KAYECTBOM
Jixozed JIhiypan n Oumunn Kpocbu BHecnu croit Bxnag 8
nopaborky Teopuit, Moaenel n ukcrpymenros TQM. Ceituac TQM
HaxXoJIUT CBOE MpUMeHEHHe B OM3HEce, rOCYIapCTBEHHBIX OpraHax,
OGOpOHHBIX  OTpacmsix, oOpasoBaHuM , B HEKOMMEPUECKHMX
Oopranuzauusx. ¢ vt

2. OpraHu3anHoHHas CTPYKTYPa BHeAPEeHHs
TOM

B nacrosuee pemst Beeobiliee yapanieHne KauecTsoM Bee
B Gonblicii CTENEHU CTAHOBWTCS WAGONOTMEH, OXBaTHIBAIOIECH
pasnuunbte caou obuecrsa. TQM neobxoanm BCeM POCCHACKHM
APEANpHUATHSM, CTPEMAIIMMCS BRIHTH W3 KpM3KCA W HAuaTb
KOHKYPHPOBATH C JKOHOMUUECKH PasBuThIMK cTpanamu. [Tostomy
ananme TQM ¥ ero TpUMeHEHME Ha npakTHKE B Omnkailtiem
GynymeM CTaHYT HeOOXONMMBIMK PYKOBOAMTE/SIM HE  TOMBKO
KPYFHBIX, HO B MaJILIX TIPE/INpUsTHi,
C yero Hy)XHO HAUWHATH BHEJAPEHHE B CROIC NEATENLHOCTE
metopotoray TQM? Bo-nepBeiX, HeOOXOIMMO B3Th 33 OCHOBY
cranaaptet  MICO-9000.  Bo-sTopblx, — cO34aTH M 32TEM
COBEPIIEHCTBOBATH CUCTEMY YNpaBileHWS KauyecTBa, HCIOb3YA
meroasl TQM. B-1peThux, CHCTEMATHUYECKH MPOBOAMTEL CAMOOLIEHKY
B LENIX COKPAIEHMS OTCTaBaHMs OT aujepos — nobemrenc
KouKypca Ha Ipemuio o Kauectsy. Ilpn orToM B KauecTBe
OLICHOUHBIX [OKA3aTeNell MOXKHO HCMONb3OBATL KPUTEPUH TPEMIH
110 KauecTsy. [IpaxriueckaMy WaraMn B 9T0M HANPABICHUH MOTYT
OBITh:
- npuESTHE peluenms o BHeapeHun cranaapra ICO 9004-
2000;

- ofyueHHe CTAHAAPTY BCEIO NEPCOHANa NPEANPUSTHI;

- Haxkanmusanve OAHKE METOAOB YNPABICHUS KAuGCTBOM
TIPOLY KLY,

- oupenelcHUe NPHMEHIEMOCTH 3THX METO08;

- obyueHue NepeoHaNna METGAAM YIIPABICHIs KAUYECTBOM;

- npumenenue  crampapra  VMCO  9004-2000 s

COBOKYIHOCTH € METO/IAMM YNPABIECHNS KAUECTBOM;
- no BO3MOMCHOCTH HCTIONBb30BAHKE yeuyr
KB/ IMOULIMPOBAHHBIX KOHCYJIbTAHTOB.
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OcHOBHEIE  NPOGJEMBl  [PH  BHEAPEHUH  KOHUEHLHH
BceoGmero ynpap/ieHus kauyecTBOM OOBIMHO BORHMKAIOT B cdepe
ynpasnenus nepcoHaniom. JioGas opranusaiis, peLIBLIAs 18HATbCS
COBCPLICHCTBOBAHMEM KAYCCTBA, CTANKMBACTCH, KAK MHHHMYM, C
YETHIPbMS IPCTISTCTBUAMHU!
1. CompoTUBICHHE NEPCOHANA HOBOBBEACHHAM
2. OrpaHuueHHOC MNOHMMaHKe MEHEKepaMu  pasHbiX
YPOBHEH  B3aMMOCBSI3M  KauecTBa  MPOAYKLMM €
5 HEKTHBROCTBIO AEATEIILHOCTH OPraHM3aLIiK

3. Tloaxon K COBEPIUEHCTBOBAHMIC KayecTBa KAk K
Pa30BOMY MEPONPUATHIO HIN OYEPEAHON HOBOMOTHON
KamnaHuu

4. Tlpunanue COBEPUICHCTROBAHMIO KA1eCTBA CTaTyca He
YAPaBIEHYECKOrO, 8 CTATHCTHUECKOrO MEPOTIPHSITHS,

Buezpense npouesiyp MOBLILIEHMS KAa4yecTBa 3a4acTyro
TpebyeT KOPEHHOro M3MEHCHHA KOPNOpaTuBHOii KysibTypsl. OcoGoe
BHUMAHHE IIPH 3TOM HEOOXOAMMO YACIHTL MEHCKEPaM CPeAHEro
3BeHa, MX KBanudukaumum W npuBepkeHsoctd koutenuwn TOM.
Wmenno oT 5TOr0 yrpasieH4EcKOro YpOBHs 3aBHCUT, YAACTCs WK
HET BOBJEYD PSIOBLIX COTPYIHMKOB OPraHW3alldM B NPOLECCHI
BCECTOPOHHETO COBEPIUCHCTBOBAHUA [MPOU3BOJICTBA W KOHTPOJIS
KayectTea, BHCAPUTL B COBHAHUE PAIOBLIX paﬁm‘uukos NOHYWMaHWUe
0BpaTHOMN CBA3K MEXCLY YPOBHEM KauecTBa U yPOBHEM 3aTpar.

B nocnejiHee JNECSTUIETHE MHOMME OPraHu3alyMi BO BCEM
mMupe BHeapsioT (uiocopuio Beeobuero Ynpasienus Kauecrsom
(TQM) npu oprauMzanMu  cBocit  jesreabHocTH. Beeobuiee
ynpasjieHie KayecTBOM sBisietcsi hunocodueii, Kotopas Moxer u
JO/DKHA  OBITH  TIONIOMEHA B OCHOBY 9TOH JACATEALHOCTH A
NOCTOAHHOTO  YAYYIIEHHA BCEX NpoLeccoB oprann3anin. Urobs
NO3HAKOMUThL NepcoHan opranuzaumu ¢ TQM u BHeapute 5TY
KOHLIETILIKIO, Heo0X0uMa cTpaTerus ¥ CTpyKTypa.

Crpateruss — KayecTsa B OpraHMzauuu  A0MKHA
npeaycMarpuBaTh TOCTOSIHHOE, HENPEPLIBHOC M JIMUHOE Y4aCTHE

BBICIIETO PYKOBOACTBA B BOMPOCAX, CBSI3AHHLIX C KAYECTBOM. JTO
OAHO M3 OCHOBHBIX ¥ 00A3aTeNBHBIX YCJOBMH ycnelurnoro
sueapenus TOM, oHo siBasercss 3ai0rom  yoremHoi  paboTh
opranwsauun B Bonpocax ofecneuenus kavecrsa. Bor rnouemy
BOBNCUEHHOCTh PYKOBOJCTBA NOCTABIEHA BO [NIABE BAXKHEHLIMX
2IEMEHTOR, cocTasAlounx 6asy crparerun TQM (puc.1).

L BOBJEYEHHOCTH BBICIIEI'O PYKOBOJACTBA

Bunmanne
npoueccam

Basupopanue
pelenKit Ha

faxrax AKIIEHT HA

HOTPEBUTEJIA

Tlocronxioe
yayumeHae

BoBneyenue B
pabory Bcero
nepcoHana

FEpET Y

Puc. 1. Baxcueuwue snemenmor TOM

Jlist sreapenyst TQM MOXHO MPEITOKHUTE CEMb ICMEHTOR
Oprafi3atioHHON CTPYKTYPBL. DTH 3NEMEHTHI 10Ka3aHbl Ha PHC.2

PaccMOTpHM NOAPOGHEE 3TH NEMEHTHI.

1) Heobxodumo ycmunosums yeau Ons enedpenusn TOM na
HPeOnpUAIMUL, ¢ MAKHCE KAOO YCMAHOBUMB YeaU pADOmbl KOMRAHUY
6 6usnece.

CyiiecTsyIOT TPy TUNA Lie/ei: BHICOKKE, MPOMEKYTOUHbIE i
CHKETOAHBIE UETM.

Buicoxue yeru. Beicokue ueny abCTPakTHBI M HANPaBIcHB!
BHE €AMOM KOMNaHWW; MOFYT BKJIIOYaTh B ceOs Takue MieH, Kak
«NeMOraTh O6Lu€CTB}’)), CIIYXKHTD NPOUBETAHHIO KIIHEHTOB.
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Puc. 2. Opeanvzayuonnas cmpykmypa 07s enedpenus TOM

Ilpomescymounsie  yeaw. Kommanuu  HeoOxonumpl  u
TIPOMEKYTOUHBIC LICAH, BLIPAKCHHBIC HA MOHSTHOM JUIS BCEX SI3bIKE.
Boicokne testu no6yxkuaior jiojeil AeHCTBOBATH, HO OHU CAMIIKOM
abCTpakTHLL, YTOGE! BECTH MOACH K ROCTHKEHHIO PeastbHbiX Benei
KOMIAHUN, HANpUMep Takux: «ymupapnenne daxramuy, «hoxyc na
JKM3HEHHO  BAXKHBIE HEMHOTHME», (IUIAaHMpOBaHWe, JeHcTiHe,
MIPOBEPKA, HCHONHEHHE» W Tak, Aanee. DTH LEMM BAOXHOBISAIOT,
BOOIYLIERNFIOT NPOLECC, HEOOKXOAMMBIN U BEITIONHEHUS BBICOKHX
nenek.

Excezodnvie yeau u 3adayu. KoMnanuu tTakxe neodxondma
ocobast 1esib, 33,134, HANPHUMEp, O CHIKEHWH cebecTouMOocTy Ha
10% 1o cPaBHEHMIO © TPSABILY MM FOIOM.

2)Heobxeoumo ocyuecmeunts OPRAHUZGHHOHHbIE
VOmanosKku:  o0u,  OCYUecmensiowue  ynpaenenue  eceii
KOpROPAYyUet, a Makdice yapasienue OouepHUMU Npeonpusmusimy,
QONCHBL ROMOMD CRAAHUPOBAMY ¥ MOBUIU306amy GHedpenue TOM ¢
KOMRAanuu.

Jinst opranusaun TQM Heo6xopumbl 1Ba CYLIECTBEHHbBIX
xomronenTa: komuret no TQM un oraen xavecrsa.

Komumem no TOM - 570 rpynna moaeii, OTBETCTBEHHBIX 34
PYKOBO/CTBO, pacrnpocTpaHende W ynpasnenue TQM., Omoen
xauecmea ~ 910 HeOONIBIIOW MO LUTATY KOJUIEKTUB, MOMOTAfOLMi
IIABHOMY HCHOJIHUTENLHOMY IMPEKTOPY U KOMMTETY. OTH aBa
KOMNOHEHTA OIMHAKOBO MOFYT ObITh HCMONb30BAHE KK Ha
KOpuopaTuBHOM ypPOBHE, TaK ¥ Ha YPOBHE AOYCPHUX HPGI_IHPMS(TM];'L

Oraen kavecrsa JOKIA/bIBACT O COCTOSHUM [eSl TNARHOMY
MEHC/UKEPY WM TI4BHOMY HCIMOJIHUTEILHOMY JupesTopy. 310
obaerqaer ux pabory no sHeapernto TQM Ha npeanpusTri.

3) Heobxooumo nposodums nodeomosxy u oGyuenue
nepconana.

JUist cospanus sauboliee NOAXOAAUEH cHCTEMbl 0ByUeHUs |
NEPCOHaa KOMITAHUH MOMKHO IPE/INOMKMTh CAEAYIOUIME IACMEHTHI

iii 1
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e CrulaHMpOBATH BBOAMMBIA MAaTepuaj, UTOOL YMEHbIUMTH
PacXOKAEHHE HTOTOBOTO Pe3yTbTaTa;

e He wucnonbzoBath NpodeccHONAnBHBIX NEJAroros s
YTeHUs Kypca;

e Hcnonwsosars oBowoaubtit  cnocof ofyuedns, a He
TPAANLMOHHBIN «YUHTEIb-YUEHIK;

e Cospars BO3MOXHOCTH JUisi OOYYCHHS B TOBCCIHEBRHOM
pabote;

e Co3aarh BHCLWIHHUE YCIOBHS, BAMSIOWME Ha 00yueHme;

o Co31ath CTPYKTYPhI MOAACPKKN Ha NPEATIPHITHH;

o Tlporoantb o6ydenue, ucnonszys PDCA.

4) TOM Heobxodumo npodeucams, 6HZOpAMb ne Geeli

KOMRAHUU.

MOXKHO HPEANOKNTE CACAYIONHE NSHCTBHS, HATIPABICHHBIE
Ha pacripocTpaHenne TQM 1o Bcel KoMMaHuWK ¥ cO3AAIOMME
GnaronpuaTHyio nousy ans cucremsl TQM. D710 — goruxa, coSerrus
u obpas.

Jozuueckue meponpusmus BKIONAOT B cela  H3nanHue
raser, NIaKaToB M IPYIHX NeYaTHLIX MaTepHaI0R.

Meponpusamus, cesasannvie ¢ 06pazom, TPeANONATalOT
BH/IEO3AITHCH, BH3YAIbHBIH MOKa3 W pacckas wcropuit, Qaxros,
CBSI3AHHBIX ¢ BHeApenneM cucTeMbl TQM, dnarn kayecTsa v ipyrue
CHMBOJIBL

Meponpusamus no  enedpenuio  cucmemoi. TOM  moryt
BIIOUATE B CeBsl cAeyiolMe MOMEHTBI: WMpoKomaciurabuas
pa60’ra HMCTICIHUTEILHBIX AIHPEKTOPOB; LCPEMOHUH [i0 HATPANKACHKID
KaK OTACHLHBIX JHOACH, TAK W 1EABIX [PyIMl 3a ycrexu B
MEpOTIPHATHAX  KauecTRa; yueba, COBMECTHBIE BEUEPHUKM, rje
3aknaasisaeTes yHnament Gyayeh koinextusnolt padotst.

5)  Heobxodumo pacckazeisams 06  yerexax  dpyeux

komnanuil 8 cbracmu ynpaenenus 61a200aps exedpenuo TOM y nux
Ha npoussodcmee.
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TOM =~ aro He Teopus. I1o Maccosoe jiBrkeHue. OHo
ob1afiaeT OrpoOMHBIM YMCTBEHHBLIM TIOTEHUManoM. EciiM y Koro-to
HOABMIIACH  XOpOILas  Wied, ee  HeoDXOQMMO  KCIIOJb30BATH,
CTAHAAPTMINPOBATS, pacrpocTpanuTh, TQM paspaborano Henyro
CUCTEMY NPE3CHTAIMK NMEpPeloBOro OnbiTa, KOTOpas crocobeTByeT
nonyaspuzalkMK naei xauectsa. Pacckassl 0 mepesosom ofbITe
COCTRB/BIOTCH 110 eJUHOM cXeme craHaapTHoro dbopmata, KOTOPhIA
PACKPBIBACT MPOLUECC M MHCTPYMEHTH (cpeicrsa). DT paccKaskl
yHaT KaK NPOBECTH K4YECTBEHHOE YJYyHIUICHWE € [OMOLIBIO
KOHKPETHBIX [IPUMEPOB.

6) Heobxodums coomeemcmeyiowue nazpadsl U noowpe-
Hua ons moGunuzayuu TOM.

B KOMI@HIAX HYXKHO NPOBOAUTH MEPONPUSITHS IO JBYM
HANPABACHUAM! YIydUIEHHEe OKPYKAXOWMX YCIOBUI 18 Ka4eCTBa. U
NOXBaJIbHCE KavecTBo. KoMnanuu, B KOTOpbIX ectb cucrema TQM,
METIONE3YIOT MHOXKECTBO $OpM  moowpeHuid w  mHarpas, 4ToObt
NOJISPAKATL COOTBRTCTBYIOMEE MoBenenue. Harpaas moryr Guith
KAK AHAMBHYAITBHBIE, TAK W KOJUICKTHBHBIE, KAK MaTepHabHbIE, TAK
" HEMATEPHASIBHBIE.

7) Pyroeoocmso KoMRanuu O0ANCHO OUASHOCMUPOSamy
KOHMPOnuposams yeumis no snedpenuio TOM.

Tposepra u auardocruka npepcrasistior PDCA ko st
BCEX MEPOfpUATHH Ba MPOM3BOACTBE, cBA3aHHBIX ¢ TQM. B
KOMNaBuaX, e Ol JOCTUTHYTHI ONPEIENEHHBIC PEe3ybTaThl,
KOHTPONS M JAMATHOCTHKA MEPONPHATHH MO BHEAPEHHIO CHCTEMBI
TOM cranu neorsemnemoil qacteio PDCA umiia Bo Beex chepax
JEATENLHOCTH DTHX KOMBAHM,

Eie oamn criocod, MCRonb3yeMbili KOMIAHMSIMY, I
KOHTPOIA W juarHocTvku mepornpustuit no TQM — 310 ouerka.
Kpurepuu, no KoTopbiM oLeHnBaercsa npearpuatne no TQM, sto B
OCHOBHOM OOLIME KATETOPWUM, HPUMEHHMBIC B TOM WM MHON
CTeneHu K WLUPOKOMY KPYTy KOMMaHMH.

13




[image: image7.jpg]B 3axmoueHHM crielyeT OTMETHTb, YTO OMMCAHHAS BbILIE
. MH(DPacTPyKTypa NPUMEHMMA KaK K COMAHBIM OpraHH3aLMaM, TaK K
K HeGONBWHM. YIPaBASIOUHe NOCHCAHNX AOIKHB NOANEPKMBATE
CBOMX NOAYHHEHHBIX B TQM, yeTaHaBIUBAS YETKHE UENW M 331auH,
yayquias — OpraHusalMio  TpyAa, NpPOABMras HAYHHYIO WO
YUpaBAeHHd,  OAHOBPEMEHHO  Ofydas — [GPCOHAN,  LIWPOKO
NOMYAAPU3UPYA OTY WEIO, paccKasbipas 06 ycriexax OT BHEApeHus
TQM. [lpuznaparr yiyumenus, nposoants PDCA (mnamupoanue,
| LeHCTBHE, MPOBEPKA, MCNONHEHWE) B TCYCHME MEPONPHATHI Mo
TOTaJ'IbHOMy ynpaBneHmo Kaye€CTBOM. J:[!lﬁ HeBORbIIMX OTHAENOB 3TU
JNEMEHTB  MHQPACTPYKTYpbl  HYXHG  [POBOAATE  HE  CTOMb
TWATENLHO, B HEGOPMalbHOH aTMocepe, TH4HO.

3. Moaenr TQM, ocnioBanHast Ha KpUTEPUsSIX
M.Boanpuaka

I'nobannzanust peliika HOCKT BCETIPOHMKAIOUINIT XapaKTep U
B CKODOM BPEMEHH MMEHHO €10 XapaKTepPHUCTHKH OY1yT AHKTOBATE
NpaBwia scem npoussoauTensm. Jiyuume npodeccuosans kadecrsa
BHE/PHIH UWIMPOKHI KPyr METOJIOB M NOJXOZ0B, TAKHX KaK KPYXKd
KAMECTBA, CTATMCTMUYECKOE YIIPABACHUE TPOLECCOM, CTAHJapTh
UCO cepun 9000, perHMUHUPUHT, CHCTEMY CGANaHCHPOBAHHEIX
nokasaTesied, KprTepuu AMEpHKAaHCKOM npemnu no xadecTsy M.
bBonupuaxa,  «lllecth  cHrM»,  9KOHOMIOE  NPOM3BO/CTBO,
CTPYKTYpUpORanHE QYHKUWH KauyecTBa, MOJSHH  CAMOOLECHKH
opranusaunn T. Kowrw, Jik. Janraapna, I Knemmepa u tak janee.
Tosromy  Gyayniee MPUHAANCKHT TCM  CHCTEMaM, KOTOphiE
OPHEHTUPOBAHLI HA KPUTEPHY IMoGaNLHOrO phlHKa,

Ceroanst TaKse cucteMbl 06o6ueHNHo Haskbalotes TQM.
Ecrb  pasunie  Bepcun mepesoja  Buipawenns Total  Quality
Management: TotansHoe ynpasnenue kadectsom, obwedupmennoe
YNPABJEHUE  KAYeCTBOM, BCEOOLIEE  YMPABACHUE  KAYECTBOM.
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[pennararor ¥ Taxoil MEpeBO], KAK YNPaBACHWE TPEANpUSTUEM,
OpUEHTUPOBAHHOE HA KAYECTBO.

Jloxrop JlemuHr, Hanpumep, packppipaet TQM uepes 14
npuniwnios.  @unvn - Kpocbu  dopmynupyer 4 noctynara
MeHeDKMEHTA KauecTsa W 14 aros BHEAPEHHsS CUCTEMBIL. SINOHCKUI
upopeccop Xurocu Kymo paccmaTpuBaeT 2 OCHOBHBIX NPHHLIHIE
TQM, xoTopble 3aTeM packpbigaeT 8 nanparnennsmu. HCO/TK 176
cdopmyipoBan 8 TPHHLMIOB MEHEPKMEHTa KauecTea, KOTOPbiE
nernu B ocHoBY npoextoB cranpapros MCO cepun 9000 mepcuu
2000 roga. O6pa3 TQM MOKHO YEMIETE H B KPUTEPHIX Pa3iHUHbIX
npeMuil To KayecTBy, Takux Kak rpemuu Mankonsma Bosnpuika
(CLUA), Dasapaa Jlemuura (Snownus), a Taioke EBponeiickol u
HALMOHANBHON NpeMuit.

TipemMun Kadecypa —— 0TO, TNPEXKAE BCETO, MOAENK
COBEpLIEHCTBOBAHMS GU3HECa, KOTOPBIE TO3BOISIOT PYKOBOAMTENSM
CTPYKTYPHPOBATE M CHCTEMATH3UPOBATL PaboTy BHYTPH KOMNAHUN H
HAYaTh [IPOLECC COBEPLICHCTBORARNA.

3HAKOM BBICLICIO IPU3HAHMS 3ACTYr KOMIAHMM B 06nactu
xavectBa B CIHIA cuy®uT npUcyXICHWE HALMOHANLHOH NpemMHM
Mankonbma bopyoka no kasectsy (MBNQAP), xoropyto uacto
Taloke  Ha3bBRIOT  AKaIeMM4YecKoW npemued  3a  aenosoe
COBEPLIEHCTBO WM 1pocTo npemueidt Bonapumka. Ho nezasucnmo
OT HaMMEHOBAHMs OOIENPU3HAHHBIM (AKTOM CUNTAETCH TO, HTO dTa
HpeMuaibHas MPOrpaMMa He TOMBKO MOJTA/(KUBAET KOMNAHWN —
COMCKATENRH IPEMUK K MOMCKY TyTel JOCTIXEHHS COBEPINEHCTRE,
HO TaiKe CHOCODCTBYET TNOBLIIIEHMIO KauecTBa W Pa3BUTHIO
skoHoMMKkM B Maciurtabax  Bceit  crpambl.  Mojenb  npemuu
M.Boampumxa — 3T0 UEOCTHBIM, HHTErPUpOBaHHBLIH  Habop
KPUTEPHEB TNPEBOCXOJHOrO BEACHMs Ou3iieca, KOTOPBIH OTpaxaer
nepesoBO OMbIT Myuux komnanuii. Crna nannoil npemMun cessana
¢ 4eTBIPEMS 0DCTOATENLCTBAMM:

— BCTOJIb30BAHME CEMM TPYNTT KPUTEPUEB, o

15




[image: image8.jpg]~ UCMO/I530BAHNE KAKOUEBBIX LEHHOCTEH U KOHUenuuii; :

— MCIONb30BAHKE CHCTEMBbI OLICHOK; A

~ YCOBEPHLIEHCTBOBAHHME TPOLIECCOB.

TlpeMus Ha3paHa MO WMCHH GBIBILETO TOCYAapCTBEHHORO
cexperaps CHIA Mankonsma Bongpumxa, 3anumasiiero 1ot foct
¢ 1981 r. Brtoth 1o cBoedt rubenn Ha poneo B 1987 r. Bonapuwk
TNPOABIIAI JYHYIO 3aUHTEPECOBAHHOCTD B PA3BUTHH MEHE/PKMCHTA U
NOBBILIEHUH  ypOBHA KadecTBa. Ou ywactBoBan 8 paspafoTke
NpoeKTa NpOrpaMMbl 5T0H MPEMUK He3a104iro 10 cRoell Konuumsl, B
rox ero rubenn konrpecc CIIA  yrsepamn  oduupassHyto
NpOrpaMMy HAarpax<ICHWs NPEMHsAMY 338 LOCTIOKEHMS B 0GNacTH
KauecTBa AMEPHUKAHCKUX KOMIIaHHH, paGoTaroLux B
TPOMBILLIEHHOCTH U Chepe yCIyT, HE3ABHCHMO OT UX Pa3MEpOR.

Bor TekeT 3namenntoro 3akona 100-107, yupexnaserc
npemuto borapumxa «...mudepemeo CIUIA ¢ obecnevenun kauecmea
U30eUd U Kauecmea nPoYeccos OCRapueaocs (U UHO20G YCHewHo)
3apyOENCHBIMU KOHKYPEHMAMU, U MEMNBI POCINA HAUIE20
HAYUOHATIBHO20 npaweodcmsa OKA3aAUC MEHbULE, YOM Y Hawiux
KOHKYPeHmos 30 nocieonue 0ea decamunemuysy. C 3Toro MoMenTa
(20 aprycra 1987 r.) Ilpasurenscreo CLUA o6basuno soity
HH3KOMY KauecTBY ¢ LENHI0 3AUIHTHTH BMEPHUKAHCKHUE KOMIAHMM OT
JABIEHHA CO CTOPOHBI KOHKYPECHTOB H NPEOICNETE SKOHOMHMECKH
cnaa 1980-x rr.

Kprrepuu mogenn Bonapumxa BKAHOHAOT 7 OCHOBHHIX
MH/IMKATOPOB  YCnewsocTd npepnpuarths. TMoGeaureneil npemun
OTOMpPAIOT NyTeM  OLUGHKH MO Beem 7 IPynnam KpUTEpHCB ¢
uenoaszoBanueM - 1000-6amisrolt wkans, [losromy otcyrersue
J2Ke OHOTO KPHUTEPMS CHJILHO MOHWKACT LIAHCH! OPraHu3aumn Ha
NO/Iy4eHUE NPEMUK. DTH KPUTEPUH BIUIIOUAIOT OLCHKM CAEHYIOMMX
CTOPOH AESTENLHOCTH OPraHU3aLM-CONCKATENS
¢ PykoBoacTBo. DTOT KpUTEPRIA yUUTHIBRET, HACKOILKO XOPOLIO

BBICLIME PYKOBOAMTENM HAanpaeisior paboTy opraHusalwu B

HACTH NPUMEHEHHS NIEPEIOBOTO ONbITA.

i6

750630

e Cyparerndeckoe IuraHuposanue. OpraHusauus — JOJKHA

.. YCTAHOBHTL Aast ce6sl CTPATErHyeckye UENK B 06J1acTH A€10BOTO

cosepiteHcTBa M shipaforarh TUIAHBL  AEHCTBUA  mo  ux

JOCTHKEHIIO.

o, Opuenrauus Ha norpeburesncii W pLIHKH. DTOT KPUTEPHH

i OLIEHMBAST, HACKOJILKO YCTIEIIHO OPraHU3aLMs YI0BICTBOPAET U

4 COXpausieT notrpeduresneii 1 3aBOEBLIBAET PhIHKU.

& Quenxa, aHaIu3 R ynpapjiende 3HaHHaMH, Oprauusauus

w . JOMKHA TIPOAEMOHCTPYMPOBATh, HACKOABKO dddexrusHo oHa

i, ynpaBnseT cOOPOM, aHANM30M K MCMONb30BAHKEM uhbOpMaLn

4+ IR COBEPILCHCTBOBAHMS [POM3BOJACTBEHHBIX [POLECCOB U

L noBbILeHHA 3P HEKTUBHOCTH CUCTEM YNPABICHNUS.

o Buumanme, yHeldeMoe 9eJOBCUECKHM pecypeam. OTOT
KPUTEepHii  XapakrepusyeT, HACKOJBKO YCHELUHO JeHCTByeT
opranMsaiiys B YacTn  3aKpervieHust KaapoB M HaleNeHwus
paboOTHUKOB HEOOXOAMMbIMU NOTHOMOUHAMH.

e Yapasieuue nponeccamu. Opranuzanus JOJKHA

paspabareiBats M COBEpPLICHCTBOBATH ~ OCHOBHBIE U

BCIIOMOTATE/IbHEIE  NPOLECCH  NPOM3BOJCTBA W MOCTABKH

[poAyKLIH, obecreunBaTh 3GPEKTHBHOE YIPaBIEeHHe UMHU.

Jlenosbie pe3yabraThl. JTOT KPUTEPHH [03BOJIIET CPABHUBATH

.~ pafoTy OpraHMsalMH ¢ KOHKYPEHTaMM M oueHuBarh €

5(hPEKTUBHOCTS BO BCEX OCHOBHBIX 00ACTAX, BKIOUAs yPOBCHb

YAOBJIETBOPEHROCTH norpebuTeneH, (unancossle H

KOMMEpPUYCCKHE MOKa3aTeH, COCTOSHHE TPYAOBBIX PECYpCoB,

. B3aUMOACHCTBHE c napTHEpamu, APOU3BO/ICTBEHHBIE

. NOKA3ATERW, BEINOJHCHUE 0GA3ATC/LCTE NIEPel FOCYAAPCTBOM ¢
o61ecTBOM.

C camoro Ha4ana CBOErO BHEAPEHMS CHCTEMa KPUTCPUEB,
MCHOIL3YEMBIX [PH OLEHKE couckatened npemuu Boanprmxa,
HENpPepPHiBHO PA3BUBACTCS U COBEPLICHCTBYETCH B COOTBETCTBUM C
WiMeHeHWsMH  aenoBoro  kimmata.  Hpoueee  exeroiHoro
COBEPLICHCTBOBAHUS KPUTEPUSB TIPEMUM HAUMHACTCHA € M3YUCHUA

ot e @ o

mﬁgmumwan GHGnHOTeRS |

KAZAHCKOT O
XHHKKUJEKMMDI‘I'IEBI(IIN
HHCTUTYTA
: #a. C. N. Kupapy
—_—

L — -



[image: image9.jpg]coctosthiua e B Ouinece, 0Opas’oBaHMy M 2/|pABOOXPAHEHHH C
LEABIO  MCCNE/OBAtMA  OCHOBHBIX TNPOGNEM M NOCAENYIOLIEro
COBEPHUIEHCTBOBAHUS  AEATEJIBHOCTH MOAXOM0B. ITOT  OpoOHEce
CONPOBONKAACTCS ONpocamu (POXYCHBIX TPYRIT OPFraHU3aLMi, B YHCIO
KOTOPhIX BXOAAT oOnafaTe/y npemMus BoNpuIKa npouiex net n
TE€ KOMNAaHMU, KOTOpPBIC CO6MPaK)TC)l yqacTBOBaThH B COPCBHOBAHHH
32 obaananue npemueii. Kpurepuu, Kotopele npeanojaraior
NIPHMEHATD B CIICAYIONIEM FOY, M BCE M3MEHCHHS 1IPOIIECCa OLCHKH
COMCKATENCH HanpaBisioT 4SEHAM SKIOPH, OLCHIMKAM W JIPYrHM
3auMHTEpecOBaHHbIM  JMiaM.  Ha  ocoBe  Mx  3amevanmii
paspabaThiBEETCA  OKOHUATENLHSIH  BAPUAMT HOBBIX KDHTEPHEB,
Hanpumep, 8 2003 r. B coctas Kpurepyen Ghiin BBEACHB! BONPOCH,
Kacalomuecsl  ASNOBOM OTHKM, 4TO OOYCJIOBIEHO HEYECTHBIMM
nipuéMaMi BejieHus GusHeca pjioM KOMIAaHHI.

N

4. Poccuiickas ipeMHst KauecTBa

Poccuiickas  npemus  kauectBa  Obula  yupexjeda
noctaroenennem Ilpasutesnscrsa Pocewitckoit Menepaunn or 12
anpens 1996 r.

Mpemua npucysxnaercs exeroaHo Hauupas ¢ 1997 r. Ha
KOHKYDCHOH OCHOBE 3a JOCTHXEHHE OpraHW3aLMeil 3HAUUTENBHBIX
pe3ynpTatoB B ofnacth obecneuerus Ge30MACHOCTH U KAYECTBA
OPOAYKUMH HIIM YCAyr, & TaKKe 3a BHEJPEHHE OpraHu3alnued
BBICOKOI(PPEKTHBHBIX METOJOB YIIPABICHU KauecTBOM. Eserojno
npucyxiaetcs He Gosiee 12 npemuii, KOTOpbie BPYYaIOT TaypeaTam
KOHKypca BO Bpems Bcemmproro jus kauecrsa (BTOpoit 4eTRepr
HosA6ps).

Mopanok fpoBeseHMs KOHKYpca Ha COUCKAHME NPEMUH
IlpaButenscrea PO B 06nacTy KauecTsa N0KasaH HUXKE.

i
it

Ony6nnxosanue 8 CMU oGbagneHis o
MPOBEACHHH KOHKYpCa

i

Hpeacrasnenue OpraHU3aliuAMK 3a4BOK Ha
YHACTUE B KOHKVDCE

!

Tpesicrapnenne opranu3aLuaMu
MaTepHatoB Jifis yMaCTHs B KOHKypCe

TTO/POTORKA IKCIENTOR TINEMUU

T

Vnepacenue Tpesnauymom CoBera 3KCHepToR o
nnemun

e
I
\_J

(lpweuexme IKCMEPTH3LI MATEPHATIOB
KOHKYPCAHTOB

i

IRCHEPTH3BI MATEPUANOB KOHKYDPCAHTOB M ONpPE/IECHHE

PnchoTpume Mpesunnymom Copera peayabTatos
OPraHMIALMN 1A 0OCIIOBANKA Ha MeCTaX

KOHKVNEAHTOR

2 ﬂuuror"om(a npoBeseHnA obcenonanui ]

' O06cenoBante KOHXYDCAHTOB Ha MECTax

w| |

g' { 3acesanus Cosera, ero TIpesnanyma 1 cexiii
TS BBIPAGOTKH NPEUIOKEHUIH 110 NPUCYKACHUIO
1IpemMHit U YTRePAUICRHIO Mepedts oprai1sauui
) s Harpakaeius aunnovom Conera

l—c—i

[ocranosnenne [pasurenscrea P
TIPHCYIKACRUA MPSMHH 1O WTOraM
. komkvoea

ATOB NPEMHU W IMATOMAHTOB
KOHKYPCOB

: I> Llepemonnn narpaxaenns jaype-

19 -

Odopmnense u
pacchiika IKenep-

THBIX 3aKJHOUEHHH
A KOHKYPCAHTOB
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. BO3MOXHOCTH

550 6annor (55%)

Mosienb  OlieHKM  OpraHM3aluMK, UpeTeHayoueid Ha
von\o::a_a:c npemMuio kavecrsa, Onuska k mogenu Eponeickoit
Harpajbl  kauectBa. OHa TalOKe  XapakTepUlyeTcs  ACBSITHLIO
KPUTEPUAMH,  KOTOpBIE  JAIOT  BOSMOXHBIC  HAMPABICHHUS
COB2PILCHCTBOBAHMS JESTEIILHOCTH OPraHu3aliiit M OPUEHTUPLL 11g
e€ yilydileHus. DTH  KPUTEPUM  MpEACTABNEHbl Ha  puc.3.
Cojieprikanne KpUTEpHUEB 1 X Oalliibl ykasaHbi B Tabun. |

1) Jluoupyrowas poas pykoeedcmea. OUEHMBAETCH, KAk
PyKoBROAMTENM Pa3pabaThiBAOT M PA3BUBAICT NPHHUMNE! W LEAH
JCATENLHOCTH  OpraHM3alun, ABOSIOTC JT . OHH  IPUMEPOM B
CIENOBAHKY DTUM NIPUHLIMIAM, YHACTBYIOT I JIMYHO B Aes Te/IbHOCTH
MO yAYYIIEHMIO KAueciBa, KAK aHANMZMPYIOT ¥ 1I0BBIIAKOT
addexrusHocTs pyxoBojcTra. ColeieTBie HPOUSCCY YIyUUICHMs
KaueCTRa MOXKET OCYLIECTBIATLCA YEpe3 ONpeiecHuUe NPUOPHTETOB,
BLIJIENEHUE PECYPCOB Wi OByuenus, NpeAoCcTaBNCHHES MepcoHamy
BOIMOMKHOCTH  YYAcTBOBaTE B JSTEIBHOCTH [0  {IOBBILICHHIO
KauecTBa, OLGHKY M MOoWpeHue aelictenit  nepcomana  no
NOBBIIEHMIO KadecTBA. OTOSNbHBIM HANPaBIEHUEM IeSTeIbHOCTH
pyKoBOLCTSa ABMICTeS pabora ¢ NOTPeGUTENsIMM 1| MOCTABIIMKAMH.
3ieck  HeoOXO[MMbI  NOHMMaHHe  nOTPeOHOCTEH  CMEXHBIX
OpraHylanMie, YCTAHOBNEHUE NAPTHEDPCKUK OTHOUISHMH, yuacTHe B
NpodecCHOHANIBHBIX CeMMHAPAX U KOHPePSHUHIX.

Tabnuya | — Conepxanue kpurepues npemuu Hpapureasersa
PP B obaacTn xavecrsa

" stamvss W OUEHOMHDIE SMEMEHT mmE_E _
L — L S -t
1. JIuaupyiomast poib pyKeBOACTBA _co l_
1.1 Onpesencaiie pyKoBOLHTENIMH NPEAHATHAYEHNA
OpraHK3AINH, CTpaTErnH ed pa3sBUTUS U LiGHHOCTeH, 54
AeMOHCTpalUs Ha JINYHBIX pUMepax ¢Boel |
NPUBEPKEHHOCTH KyNbTYpe KauecTha
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1.2* BosneueHue pyKoOBOAUTENEH B IEATENLHOCTD,

fi
obecneunBaionyto pa3paboTKy, BHEAPEHHE 1 25
HOCTOAHHOE COBEPIIEHCTBOBAHHE CHCTEMB!
MEHEKMEHTA OPraHN3aLUH o i
1.3 Borneuenue pykosoaureneit pa60Ty c
HoTpeCHTENRAMM, MAPTHEPAMH U NPEACTABUTEAMH 25
obmectsa 3 I
1.4* MotTuBatysi, NOAZEPHKKA K NOOILPEHHE a5
YKOBOJMTE/ISIMM NEPCOHANIA OpTaRM3alin o
2. TlouTHKA H CTPATErHs OpPraHu3anun B obaacTu 106
KayecTsa B G|
21 Onpeaenenue cyLueCTByloumx 1 Gy Iy
noTpeGHOCTEH 1 0XHAAHMI 3aMHTEPECOBAHHBIX 20
CTOPOH sl pa3paBoTKH MOJAUTHKM M cTpaterum | |
2.2* Hcnonk3oBanue HHPOPMALMH, TIONTYHEHHOM B
pesyibraTe U3MEpEeHuH, uccaeoBatni, 20
MO3HABATEIPHON M TBOPUCCKOHN AEATENEHOCTH, ANS
| pa3paGoTKyi MIONMTHKK M CTPATerHy ]
2.3 PazpaboTKa, aHAIH3 K AKTYAM3ALMs NOTHTHKH K 20
| cTparernu N -
2.4 Pas3sepThiBaHie MONUTHKYM M CTPATETHH B pAMKAX 20
KJIKOYEBbIX TIPOLIECCOB - N
2.5 JIOBCACHNE 0 CBEACHUS TICPCOHANA NORMTHEH 1 20
CTPATErMM ¥ IPETBOPEHHE UX B XKHU3HL I
3. lepconan 120
3.1 Inannposanue, ynpaBneHHe " yHVHIUCHne 20
'| paGoTI ¢ Nepconanom - o
3.2% Onpejienenne, PassiTHe U HOIEPHKA IHAHWHA 1 2
KOMINETEHTHOCTH NepcoHaa 4
3.3* BoBJIeUEHHE NEPCOHATA B IESTEIRHOCT M0
FIPETBOPEHHIO B XKU3Hb OJMTHKN W CTPATErUH 20

.22

IIpodorcenue mabn.1

3 4 O6mes-me nepeoHaa B opranmMaLMM 20
3 5 Hoomperme _nepeonasia 1 3a60Ta 0 Hem - 20
4 l'lapmgpcmo M pecypent 100
_4.1 Brewiine napTHepsi 20
“4742 Durancosbie PECYpChl 20 |
4.3 HHdeaC"l_‘PVKTypa n Ma’repuanwmgpecypcu 20
__4.4% TexHonoruu 20
4.5 5% l/]}_i@)_j‘vlau,nﬂ W 3HAHAS 20
5. Tiponecent, OCyNIECTRISIEMbIC OpraRu3anHeit 130
5 1 Cueremarrieckoe IpoeKTHPOBAHKE H 2%
MEHEKMEHT NPOLIECCOB )
5.2 Cnuepmeuvmonaﬂm HPOLIECCOB ¢
MCTICIHI0BAHKEM HHBOBALMH B ieaX Gonee NoJHOro 36
yOBNETBOpEnuUs Tpefopanuii noTpeGuTeeH 1 Apyrux
3aHHTEPECOBAHHBIX CTOPOH
5.3 INpoextuposanue 1 paspaborka nponyl(uuu 25 1
{ (yenyr) na ocHoBe oxuzanuii norpeGurenei
5.4 ITpou3BOACTBO, NOCTABKA H NOCHCAYIOLIEEe 25
ofcnyxnpanue npojyKumu (yeiyr)
5.5*% MeHeDKMCHT ¥ yIy4IleHNE B3a8HMOOTHOLICHHH 25
| ¢ noTpebUTERAMU B
6. YAOBJleTBOpeHHOCTb llmpeﬁu‘reneﬁ KAYCCTBOM 180
| npostyxaun (yeayr) o ” N
6.1 Tlokazaresmt BocnpusTHs nmpeﬁyrrenumn 135
| OpraHM3aLMH, Ka4ECTBA €€ NPOAYKLIMK H yeayr 3
6.2 Tokasarenyu paGoThl OPraHU3aLIm 110 45
| MOBBILIEHHIO YIOBJETBOPEHHOCTH NOTpebuTeNekH -
7. YAORNCTBOPEHHOCTI; IepCoHana 9% |
7.1 Hokasareny BOCIPHSTHS IIEPCOHATOM CBOEH 65
’_pd()()l‘bl B Opl‘dHMSﬂL{MM
7.2 Hoxazaremu paboTel cpraHu3aLy# no 25

{_MOBLILIEHHIO YIOBICTBOPEHHOCTH epcoHaia
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[image: image12.jpg]Oronyanue mabn. 1

8. B'msmne _pral-lmaunu Ha oﬁmecmo B ___%”‘”76()
8.1 ToKasaTenn BOCHPHATHS obLiecTsom L 5
ACATENILHOCTH OPTAHMBAUNY . - e |
8.2 ITokazateny paGorst opraﬂusauuu o i 45
1I0BLHUCHKIO YIOBIETBOPEHHOCTH o0mecTBa u B
1 9. . Pes 3yABTATHE paGoThl opranu3auBN 20 |
| 9.1 Pumancosbie nokasareny paboTsl opraﬂmauun 60
| 9.2 Kauecrso npoaykumn (yortyr) 4 apyrie

O0uias ouedxKa

- 03HA4ACT, YTO JAHHAs COCTABJIAOLIAL Kpmt,pml He upumemm:n

19 OLEHKH OPraHu3alidl ¢ YHCIERHOCTHIO paGoTaroumx we Gosnee
250 venoex.

I_EESVIIbTaT EaGO’l‘bl Oprannsaumd

2) Hosumuxa u cmpamezus opeanusayuu e oOaacmu
xauecmen. OUEHMBAIOTES CTENEHD MIAHOBOTO obecneverus PaboT
[0 Ka4ecTBy, COCTAB MCNOJB3yeMOl nH(pOpMaumy, Crpykrypa
[UIAHOB, YBS3KA KPAaTKOCPOUHBIX 4 JOHIOCPOYHBIX  IMIAHOB,
fipotieypa pa3paboTKy NiaHa, JIOBEEHUE INAHOB JI0 KOHKPETHBIX
nofpa3iencHuii 1 rpynn paGoTaionmX, CTENeHs OCBEIOMISHNOCTH
fiepconana o TINaHax, PEeryJjiApHOCTH aHANM3A M KOPPEKTHPORKH
IaHOB.

3)Hepconan. Tepconan obecrieunBaeT QYHKIMORUPOBAHUE
CUCTEMB!  KAYECTBA, MOITOMY JIAHHBIM  pasiest OKa3biBACTCH
A0CTATOUHO OOWMPHBIM. B HeM OlEHHMBAIOTCA, METOABI OLEHKH
paBoThl NMepeoHana, NpoLEAYPE HaliMa, COINAacOBAHHOCTE Ka/POBOH
HOJUTHKA M NONUTHKM Mo KadecTBy. ODddexrupiocts padoTs ©
nepcosanom  00ECTIEUMBALTCS  COOTBETCTBYIOUIMMH  CHCTEMAMM
O6y‘chVlﬁh CONIACORAHHOCTHIO HHIMBKAYANBHBIX H FPyInoseIX
nesieii, YRA3KOH CHCTEMbI MATEPHANBHOTO ¥ MOPANBHOIO NOOLUPEHHS ¢
yuacTHem B paote 10 TOBblueHHio KauyecTsa. Cuerika  YPOBHA
COLMANBHOR TIONIEPKKN GAa3UPYETes Ha OLGHKE YCioBUE ynoOcts
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OOCHY KBRS, CAOKUBLIEHCA OBIECTBEHHON aKTUBHOCTH, YPOBHS
ME/JMUMHCKOrO 00eCreueH A, OCBENOMICHHOCTH TIEPCOHAIA B BOTIPOCAX
6e30nacHoCTH TPYAA. 3ALMTE! OKPY)KatOLUei CPelibl, 3APABOOXPAHEHMS.

4} Hapmuépemeo u pecypcer. B coctape OUECHMBACMbBIX
PECYPCOB  BRIZSAMIOT  (pUHaHCHi,  dHPOPMAUMIO,  3aKyniaembie
Matepuaiibl, MMYILECTBO, MHTEMIEKTYAlbHBIC —BO3MOXKHOCTHA. [lo
KDKIOMY — BMAY — PECYPCOB  OHEHMBAIOT — NONHOTY  Yy4eTs,
PaNMOHATLHOSTE HCTIONB20BAHMA, NOTEPH, YBAZKY C TIOBBILICHUEM
KAYECTBA,  ONTHMAILHOCTL  NPUHUMACMBIX  peilleHuil  npu
YIIPaBICHWH, HENPEPBIZHOCTL KOHTPONA, HOBH3HY,

5) Ipoyeccwr, ocyuecmensemoie opzanusayuei. Ocobas
3HAMUMOCTh TCXKHONOTHH U1 KadecTBa TMpOnyKumy ofycrosiamsaer
BRIIENEHUE  3TOrO  pasgenia. B HEM  OUCHMBAIOT  HATMME
periaMeHTHPOBAHHBIX TPeCOBAHMA K MPOLIECCaM, HATHUME U KAYeCTBO
TEXHONOTHYSCKUX  MHCTPYKIWMH,  ONTHMALHOCTE  HCIHICIB3YEMBLIX
TEXHONOIMUECKHX PEXMMOB, NPOLCHYPLI KOHTPOIA 33 TEXHONOIMEH,
JIHHAMHUKY [pouecca 00HOBICHM HPUeMoB paboThl, CTeneHs BlaeHus
TICPCOHANOM  COBPEMCHHBIMM  TIPHEMaMH  TEXHOJOTHYECKOO
YHPaBRCHMS,

6} Vooesemsopennocmo nompeGumenci. Ouenvisasres uepes
OTHOWeHKEe NoTpeCuTencii K opraHMsauuM B HenioM (rMBKOCTD,
AKTHBHOCTE, OT3bIBUKBOCTh, OTKPBITOCTB), K MPOAYKUMH M YCIAyram
(GeHBl, HALRKHOCTb, CBOSBPCMEHHOCTL TOCTABKM, COOTBETCTRHE
TpebOoBAHMAM, DKOJIOMHHHOCTD), K TOPrOBOMY M TOCHETPOJAKHOMY
CONPOBOACIEHMIO  (TCXHMYECKAsl TOMOUp, OHICTPOTA OTBETOB Ha
3aMPOCH!, KAYECTBO  TEXHUUECKOHM  JOKyMEHTauuu, rapadruiinoe
obcayxnpanue). KOHKpPeTHBIMU NOKA3aTEAAMH MOrYT GHITE 44CI0
NORYYEHHBIX Harpaj, HocTYNMBUiMX skanol u peknaMaiwii, gons
NOCTOAHHBIX OTPAGUTENCH.

7)Ydosremeopennochie nepconana patomoil 8 opeanisaiii.
Ouennpactess bepes ero MOTHBALMIO (NPOABMKEHUE Mo ciynbe,
J0CTYRHOCTL  MRGOPMALMK, PABEHCTBO BOIMOXKHOCTEH, yuacTe B




[image: image13.jpg]YTPAB/IEHKH, OTHOLIGHHE CO CTOPOHBI PYKOBOJCTBA, NPU3HAHUE
YCTIEXOB), OTHOLIEHHE K YCI0BHsAM paBoThl (yenosust HaiiMa, oxpana
Tpyna, ynobcTBa M yClyrWw, oniara ¥ npuBdnerdy, paGouas
ofcTaHoBka), OTHOWEHHE K YCIOBHAM OTABIXA (CHCTEMa TOIOROTO
OTZBIXA, MPOQUIAKTOPHH, HETCKHE  YUPENAEHUs, MEAMLIMHCKHE
YUPEXKACHHUS).

8) Bruanue opeanuzayuu na obuecmeo. Jloctwkerus
OpraHM3auMM B  YOBJACTBOPCHMM noTpeGHOCTEN K OXMAaRMiL
o6uIecTBA B MECTHOM, HALMOHAILHOM H MEMNIYHAPOAHOM MACLUTAGAX
OLICHHMBAETCS. YEpe3 BO3JAEHCTBME HAa MECTHYIO M HALKOHAJIBHYIO
JKOHOMHKY, B32aHMOOTHOIUEHHME € BNACTAMH, YHACTHE B IKH3HH
obwiectsa, MOMACPKKY 00pasOBaHMs, CHOPTA,  COUMANBLHOTO
obecrneueHus.

9)  Pesynemamvr  pabomei  opeawyzayuu.  JOCTHKEHuUS
OpraHu3alMM B OTHOLIGHMM  3aNJaHHWpOBAHHBIX  Lenell  u
YHOBAETBOPEHUs noTpebHOCTEH H OXMAAWHEA BOeX CTOpoOH ee
JIESTENBHOCTH OLEHUBAIOTCS HOKA3ATENIMN IPHOBUM 1 YOLITKOR,
obbeMamu MpoJax, pasmepamu (GOHAOE M 3aliMOB, HRWKEHHIMHU
(unanco. DOPEKTHBHOCTE  ACHTENBHOCTH  XAPAKTEPU3YETCS
OTHOCHTE/ILHBIMA  TIOKA3ATE/SMH, TOKA3BIBAIOWAMY  (PHHAHCOBYIO
YCTOHUMBOCTD, TMKBUAHOCTS, PEHTAGENLHOCTD.

B 3akioueHMe MOXHO chOpMYynHpoBaTh ApevMyilecTsa,
KOTOpHIE MONYYAIOT KOMIAHHMM, YuyacTBYS B KOHKypce WaM
UCTIONE3Y S MOJIENH MPEMHIT KaK HHCTPYMEHT yNIPaBlieHus,

Ilpemus kauecmea kak KoHkype:

1) TloBena B KOHKYpce - 9TO fIpM3HAHME NMIEPCTBA
OpraHu3aliu Co CTOPOHb! Gu3Hec-coobiecTBa 1 NOTpeGUTENEi;

2) ITouTBEPIKACHHE  BHICOKOTO KAHECTRA 1 HAJEKHOCTH
OpranM3aumu Ais Gu3HeC-TAPTHEPOB M BCEX 3aMHTEPECOBAHHBIX
CTOPOH;

3) HesaBucumas  sxcniepthas  oueHka  adpeKTHBHOCTH
CHCTEMBL YNpaB/ieHUs U onpejeneHue obnacreid, rae HeoGXOUMb!
HepBOOYEpEIHbIE YAYULIeHNS; :

4) Yuactie B KOHKYPCE CO3JaeT MMMJDK  KOMIAHKM,

cTpemainedics K yaydiiennio Kkauecrsa Gusneca.
Hpenmus xauecmea kKax uncmpymenm ynpasienus.

1) Mozens ¥ Kkpurepuu npemMMil npeAsaraioT  rOTORYK
CTPaTErkIo PARIBUTUA KOMAAHUM.

2) Cospanue  QQPeKTHBHON  CHCTEMbE
NPUHLKIAEX TOCTOAHHONC COBEPLICHCTBOBAHMS.

3) lpusenetue B eluHyW cUcTeMy BcexX JaelicTBuit no
YIYHILCHHIO KaYecTsa.

ynpaBieHus — Ha

4) CamMOoCOBEpIIEHCTBOBAHME W H3MGPEHME  [MHAMUKH
YIlyHieHMH KOMITAHHH Yepes CAMOOLICHKY.
5) CpapHenne  pe3yibTaTOB  OLEHKM  OpraHM3alMu  JIO

KPUTEPUAM NPEMUH ¢ STATOHHBIMU U PE3YJIETATAMH KOHKYPEHTOB,

6) HocTroanupiit TIOMCK JyqLIaX GusHec-peleHui,
KaTajau3aTop BOBACUCHHS KOMNAHMH B TIpoliece GEHUMApKUHIa,

7) TiosplineHne  NPOM3BOAMTENBLHOCTH M KOHKYpEHTO-
¢NOCOBHOCTH KOMNAHMA 112 BHYTPEHHEM U MHUPOBOM DBIHKAX W, KaK
CIEACTBUC, PA3BUTHE HANMOHATLHON SKOHOMHUKH.

5. KOHTPOJIbHbIE 3aAaHHS [0 AUCLMILIMHE
«BBenenne 8 TQM»

1 Kakoe onpenenenve TQM npuseneno 8 UCO 8402-19947

a) — 91O CUCTEMa JEHCTBHI, HANPABACHHBIX HA JOCTHXKCHHE
YAOBIECTBOPSHNA ¥ BOCXMuleHka norpeburencht (Knuenros),
POCT  BO3MOXHOCTEH  paGoTsukoB,  Gosiee  BBICOKME,
LOSIrOBPEMEHHBIE IOXO/IBl M MEHBIINE 3aTPATSI;

6) — 3T0 MOAXOA K PYKOBOACTBY OpraHM3alueH, HaLeNeHHbIH
Ha K44eCTBO, OCHOBAHHBLIA HA Y4acTHM BCex e U/IEHOB M
HalIPABJICHHAIH HA JICCTIDKEHUE JONFOCPOYHOID yoenexa nyTém
YAOBNETBOPEHKA TIOTPEOUTENA W BBITOABI 1A BCEX YIEHOB
oprayrzauus 1 obuiecTsa;
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[image: image14.jpg]B) — MEHGKMEHT  KaueCTBa, OXBaTHIBAIGIIMI  BCIO
OpraHM3aluIo;

) HET NPABUABHOIO BAPHAHTA.

Kakue nocrysnarsi #He BXOAsT B nporpammy Jemurra?

a) IHAEPCTBO;

6) npoteccHbif NOAXOA;

B) BHeApeHUE CHCTeMB! «0 aedeKToBY;

) yerpaHeHue 6apsepon.

Kaxue nocrynarsi sxogsir B nporpammy. Jfemunra?

a) opraHm3alys yuéTa M OLEHKH 3aTpar Ha obecrnedyeHue
Ka4yecTBa;

G) opraHusauHs peryJIapHOro nposeacHus JHel kauecrsa;

B) BHEApeHUe cuctemsl «0 1edeKToBy;

I) HET [PABHALHBIX BAPUAHTOB.

Ocnosroi mpunimn TQM:

a) IPOH3BOJICTRO — 5TO DPraHM3M;

6) nOTpeBHTENb HOIKEN NONYHaTh TONLKO FOAHBIE H3AEUS;
B) YJyHILICHHUIO HET Npeea;

I') IpOBEACHHE TIPOIECCOB B YAPABIACMBIX YCIOBUSX.

Ckonsko npusumnos TQM nonoxeHo 8 ocvosy MCO cepun
9000 sepcnu 2000r.7

a) 6

6)7

B) 8

r)9

) 10

K npunumnam TQM oTHocsiTes:

a) BeRyWas poib PyKORCACTRA;

6) aKueHT Ha noTpebuTens;

B) KOMaHAHBIN NOAXOA;

) lenaii npaBUABHO ¢ NEPBOrO pasa.
buzHec-npoyecc - 310:
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1

1%

12.

a) COBOKYNHOCTb Pa3iMuHBIX BHAOB JERTENLHOCTH, KOTOpHIE
BMECTE CO3JAIOT PE3ynbTaT, UMEIOUMH LeHHOCTh g camoh
OpraHM3auKH, NOTPeOUTENs, KIMEHTa KN 33Ka34HKa;

§) COBOKYITHOCTh B3aHMOCBA3AHHBIX M B3aUMOMEHCTBYHOIMX
BUAOR NCATENTLHOCTH npeoGpazylouin BXOHbI B BBIXOAb};

B) COBOKYNHOCTh B3aUMOCBS3AHHbIX M BIAUMONEHCTBYIOUMX
BUJIOR [IEATENLHOCTH YAPABIACMBIX H3BHE, NOTPeBAsIOUX
pecypesi, HANPABIEHHBIE HAa KOHKPETHBIN Pe3yJIbTAT;

) HET HPABUBHOIO BAPUAHTA.

buznec-tuporieccsl GpisatoT:

a) 00CYIKUBAIOLIHE;

6) obecneqrsatomue; b

B) GCHOBHbBIE;

) yIpaBReHyecKue.
HeMy AOMKHO COOTBETCTBOBATH KAUECTEO NPORYKLMH C TOUKH
apeurs norpeburens:

) HOPMATHBHBIM HOKYMEHTaM;

6) norpeGHocTsM;

B) JKENaHUsIM;

T} BCEMY [EPEUHCICHHOMY.

B kakom manpasiesum B JaHHOE BpeMs pa3BUMBarOTCS'
CTPATEIrMHECCKUE NOAXOALI K MEHEIKMEHTY Kavectsa?

a) ceprudukanms cucreM kauecTea  TQM;

6) TQM cepTHUKALMA CHCTEM KayecTsa,

Kakoii u3 3IcMeHTOR He BXOAMT 8 TpuaorHio Jkypana?

a) NNAaHUPOBAHKE KauecTna;

6) cbecneucHne KauecTsa;

B) KOHTPO/IS KaUeCTBa;

T} YAYUINCHHUE KaueCTBa.

o TOM nipouece — aro: ;

4) COBOKYIIHOCTH B3AUMOCBA3AHHBIX W B32MMOASHCTBYIOUIMX
BUAOB JIEATENLHOCTH, PEOOPA3YIONINX BXOL B BRIXOABL;

6) npeoGpaszosanue pecypeos B IPoaykr;
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[image: image15.jpg]13.

15.

16.

18.

B) OPraHM3OBAHHAR AEATCALHOCTh, CIAHUPOBAHHAA rEHEPH-
poBaTh NPeIBAPHTENLHO YCTAHOBICHHBIH BHIXOA, 0becneyunas
NPy 3TOM HEOOXOIMMbIiT BXOJL MpoLiecca. .

K BHyTpEeHHUM [0TPEOUTEDAM OTHOCATCS: e

a) paboTHUKH chepbl KYAbTYphI;

6) KOHTAaKTHBIH NlepcoHam; au fm
B) MEPCOHAT NOAJEPAKKH; i
I') NOKYIaTen!. i0

PacnonoKUTE NPEMUM 11O KAYECTBY B COOTBETCTBHM C AATAMM,.
NOSIBNEHHS: 1
a) AMepHKaHCKas Harpaja
uMmenn M. bonapumxka;

6) EBporieiickas Harpana
KayecTBa; 2) 1987 r.
B) SInoxckas npemMus g
umenM 3. Jlemunra. 3) 1992

Koraa 6pina yupexnena Poccuiickas apemust Kaqemsa?
a) 1 despana 1997 r.;

6) 1 despans 1996 r.;

B) 12 anpesns 1996 1.

CKOJIbKO KpUTEpHEB [1# OLEHKM B Poccuickoi npemw

1) 1951 1.

KkauecTsa? e
ay7; B) 9 (%
6) 8; ) 10. i

Kak pacnpeaefisercsi MpPOLEHTHOE COOTHOLICHHE OLEHOK
MEXiAy BOMOXKHOCTSIMM M pesyibratamu B Poccuiickoit
npemuu KasecTpa?

a) 40 na 60;

6) 45 na 55;

CKOMbKO  POCCHHCKUX  NpeMuit
MaKCHUMabHO [PUCYKACHO (B roaf
a) He Gonee 12;

6) ne Gonee 6;

B) 50 Ha 50;
r) 55 na 45.
Ka4ecTBa MOXCT ObIThi

e

19.

21,

22,

23

24.

8) He Gonee 15;
) ne Gonee 10.

Kaxass rnaBhas Lenb OpPraHM3aLyi, y4yacTBywOUMX B
KOHKYPCAX Ha [OJyHYEHUE HALMOHAJIBHBIX npeMuit 1o
KauecTBy?

a) IEHEIKHOE BOHATPAK/CHUE;

6) camooueHKa; . etk

B) KOMMEpYECKuit ycnex;
r) pexnama. i
Kaxue wpurepuu coaepxkarcs B Poccubickod npemud

KauecTsa? q
a) NapTHEPCTBO M PECYPChI; i
6) BIMAHME OPraHU3aLMK Ha O6LIECTBO; Ty

B) OLEHKH, GHAJIN3 H YNPABICHWE JHAHMAMM.

K nensm TQM otHocaTes:

) GasuposaHne peLieHuit Ha GakTax;

6) OpUEHTALMS BCErO NPEATIPUIMMATEIBCTBA HA BBINOTHEHHE;
B) ONTHMAJTLHOE HCTIONB30BAHME BCEX PECYPCOB NPEeANPUSTHS.
Cucrema Kaizen XapaKTEPH3YETCS CHEAYIOIMMI
ocobeHHOCTAMM:

a) uenonbayer dpuiocodewui noaxoa koxuenuny TQM: a
6) 3HAUUTENLHBIC (PUHAHCOBBIE KHBECTHLIMM; y
B) B CHCTEMY YIYUILCHAH BOBNEUEH Y3KUH KPYT ML

F) HO3HAYKTCILHBIC MHBCCTHIIAY,

TOM  paccmaTpusaeT CHEAYIOMHE COCTABISIOLIHE MO;IC‘IH/]
CaMOOLEHKH:

2) camoolUeHKa; §) roJioc peiuKa; B) FOOC NPOLIECCOB; I)rooe
OPEATPHATHS.

HoroseesieHye B pesylibTare JAeSTeIbHOCTH Y3KOTo Kpyra JIMiL

npr 3HAUHTENBHBIX (pMHAHCOBBIX MHBECTHLMAX
OCYUIECTBISETCS B PAMKAX KOHUSTIUMN:
a) kaiizen; ©) kaubay; B) Kaiipno: 1) OEHYMAPKUHI;

1) PEHHIXHHHPHHT,
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[image: image16.jpg]25. KoHuenuus HenpepsIBHOTO yiydlleHust HOsBHRAch Graroaps
paGoram:

a) B.llyxapra; 6) ®.Teiinopa; B) 2.Jlemunra: r) J{./Dxypana;
£51 n) A.@etirenbayma.

| . 6. KontpoasHble BONPOCH! K JICKIMAM

Jlexuns. basoevie konyenyuu TOM. Dnemenmor cmpameaun TQM.
Kmouessie cnosa: anementst  TQM, crparerus  kauecTea,
BHYTpEHHME M  BHewHWe  NOTpeGMTENnH,  npoueccsl  AA
YHOBIETBOPEHUs Hyxa, oOyucHue TiepcoHaia, [OPOUecCH st
TIPHHSATHA PELICHUH, CTATHCTHYECKOE MBbIILTEHHE.

1. Kakue OCHOBHBIE DIEMEHTH CTPaTEruy KauecTsa Bam
M3BECTHBI?
Karxoit snement ctparerun TQM sipasercst riasHem?
Kax TQM paccmaTpuBaer B3aMMOOTHOLIEHMS. MEKIY
; : noTpeGuTeNeM 1 NoCTaBLLMKOM?
; : 4. Kakue meronsi rnoucka M cGopa NaHHbIX 00 OXHAAHKAX
' roTpeduTena Bbl 3HACTE? g
Yro Takoe nporecc? ‘
TlpuBeanTe npuMeps! IPOLECCOS. rg
KTO NepBbIM 3aI0BOPHII O TIOCTOSAHHOM yNydleHun? .
Yro rakoe cuctema Kaitpro? y
Yro takoe cucrema Kaitzen?
10. Yo Takoe nonuTvKa paccpeaoTouenys’?
. 1. Kakue cxembl paccpeioTOUEHus MpH paspadoTke MORHTUKH
i KOMITAHWH BaM M3BECTHBI?

12. Ha ueM J0/%HbI OCHOBBIBATLCH NPUHUMAEMLIE petieHHa?

13. Ha 4eM He QO/KHBI OCHOBBIBATHCS PELICHUA?

Lal Ll

© N o
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Jescwnn. Cmandapmur HCO 9000 u T;QM Bbavsruintd

Knioueserie  ciioa:  UCO 9000, - TQM, cep'm(pm(au;m CK,
€amMoOLEHKA.

1. Yro o3HauaeT cepTHHKALMA HA COOTBETCTBUE CTAHAAPTAM
cepun KCO 90007

2. Ocraercs ¥ B 5TOM Cjydae PUCK NMOTpeOUTEls NOMYYHTH
HEKA4ECTBEHHYIO NPOLYKLUIO?
3. Kro u3 ceprvmiuvpoBaHHEIX NOCTABIUMKOB BBIMIPHIBAET B
KCHKYpeHTHOH Hoppbe?
4. C 4ero HauMHAET MOATOTOBKY NpPEANPUATHE, KOTOPOC XOUET
: NPENCTARMTE CBOKO PAbOTY HA TNPEMHIO KauecTa?
5. Kaxue otnmuus UCO 9000 u TQM bt MoxeTe ripusectu?
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