Hayunsiii s)xypran KyoI'AY, Ne88(04), 2013 rona 1

YJIK 658.5.330.1

ITPOBJIEMBI PA3BUTHA U OBECIIEYEHUSA
KAUECTBA ®PAHYAN3HUHI OBBIX IIPOIT'PAMM

3anka Mpuna TenruzoBHa
K.T.H., HA9aJIbHUK OT/IeJIa MEHE/DKMEHTa Ka4ecTBa

Kybanckuil cocyoapcmeennulil azpapHulil yHugepcu-
mem, Kpacnooap, Poccus

CwmornenneB Butanuit MuxainoBud

K.3.H., TOLICHT

Kybanckuil cocyoapcmeennulil azpapHulil yHUeepcu-
mem, Kpacnooap, Poccus

B cratbe paccmarpuBaroTcst IpoOIeMbl Pa3BUTHS U
oOecrieyeHHsT KauecTBa (PpaHIai3UHTOBBIX IIPOTPAMM.
PackprITH Ip00IEMBI 3aKOHOJATEITHHO-TIPABOBOTO
XapakTepa, TOPMO3SIIUE Pa3BUTHE (PAHIANZHHTOBBIX
cereit B Poccun v npuymHbBI HU3KOTO Ka4ecTBa Mpea-
naraeMbIxX ¢panims. [IpeToskeH Mmoaxoa THIIOBBIX
MOJIEJIeN CUCTEM KayecTBa K aHAJIN3y COCTOSHUS
CMK ¢paH4aii3MHTOBOM ceTH

Ktouesbie ciosa; ®PAHUANZUHIOBA S CETB,
CEPTUDUKAT KAYECTBA ®PAHYAN3U, TU-
TIOBBIE MOJIEJIM CUCTEM KAYECTBA, I1PO-
IIECCBI CMK, 5KCITPECC-AYJIUT, BOITPOC-
HUK, 1OI'OBOP ®PAHIIIN3bI

UDC 658.5.330.1

PROBLEMS OF DEVELOPMENT AND ENSUR-
ING QUALITY OF FRANCHISE PROGRAMS

Zaikalrina Tengizovna

Cand.Tech.Sci., Head of the Department of Quality
Management

Kuban State Agrarian University, Krasnodar, Russia

Smolentsev Vitaliy Mikhaylovich
Cand.Econ.Sci., associate professor
Kuban State Agrarian University, Krasnodar, Russia

The article deals with problems of development and
quality assurance of franchised programs. The prob-
lems of the legidative and legal character, breaking the
development of franchise networksin Russia and the
reasons of low quality of offered franchises are solved.
The approach of standard models of quality systemsto
the analysis of QM S condition of a franchise network
is offered

Keywords: FRANCHISE NETWORK, CERTIFI-
CATE OF QUALITY OF FRANCHISEE,
STANDART MODELS OF QUALITY SYSTEMS,
QMS PROCESSES, EXPRESS AUDIT, QUES
TIONNAIRE, FRANCHISE CONTRACT

Onnoit u3 chep npumenenus uacosorud QM B mocneaHee Bpems cra-

HOBUTCS TOPTOBasi OTpacib, Kak HauboJiee MOOWIbHAS M KOHKYPEHTOCTIOCOOHAs
4acTh cephl YCIyT, TapaHTUPYIOIAs MOJTyYeHUE BHICOKUX (PMHAHCOBBIX TMOKa-
3arenel. JTa TEHACHIUS OOJIbIE BCETO MPOCISKHUBAETCS B PabOTE TOPTOBBIX
ceTel, pean3ylNuX Mo mporpaMMmam (paHyaii3uHra roToBble OpeHIbl U Ou3-
HEC-TEXHOJIOTUU TMPOABMKECHHUS U TPOoJaXu ToBapoB. DpaHuali3MHTOBas MpoO-
rpaMMa BKJIIOYAeT B ce0sl HE TOJIBKO Tepefady ImpaB Ha BEJICHHE OU3HEca IMOJ
OpeHnoM (dhpaHYaii30pa, HO U LEIBIN PsIT MHCTPYMEHTOB TI0 TIOJIIEPIKKE TapTHE-
poB u obOecrnedeHUo >(HPEKTUBHOCTH MX OH3HECa, MPABOBOMY OOECIICUCHHIO
(dbpaHyali3UHTOBBIX B3aUMOOTHOIIICHUH, MPOABWKEHHIO (paHIIU3bI, YIpaBiie-
HUIO MAPTHEPCKON CEThI0, KOHTPOIIO (PpaHYali3MHTOBBIX MMAPTHEPOB, UX MOTH-
Balll{ U T.J.

Ecnu B MupoBoO# npakTuke (ppaHyali3MHT HACUMTHIBAET OoJiee CcTa JIET, TO

B Poccun on mosiBuics B 90-x romax XX Beka B pe3yibTaTe MPUX0Jla UHO-
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CTpaHHBIX KOMIaHUH, padotarommx B chepe ycuyr. [lo nanapiMm MexayHapo/i-
HOU acconuanuu (paHyai3unra [2], B HacTosIee BpeMsi B MUPE HACUUTHIBACT-
cs 16,5 Teic. dppanyaiizepoB u 6oree 1,2 MiH. dhpaHUaii3u; 00beM MPOJaxK CeTe
cocTaBisieT moutu 1,5 TpaH. 0., 3aHATOCTH — oOkoJio 12 muH. yen. dpan-
Yal3WHTOBBIC KOMITAHWM CO371al0T 0koo 13% BaoBOTO HAIMOHAIBLHOTO TIPO-
nykta. Hekotopsie kpymHbie ¢paHUIaii30pbl UMEIOT 0 THICSYE U OOJiee mapTHe-
poB — dpaHuaii3u, obecrneunBas HIMPOKOE PErHMOHAIBHOE PacHpOCTpaHEHUE
cBoux OpeHsoBBIX TOBapoB u yciyr. B EBpone B wactu, kacatomieiics dpan-
yaiisunra, auaupyet ['epmanus — tam 530 dpanygaitzepoB nuneH3zupopaiu 22
ThIC. PpaHyaii3u.

Kpyr unTepecoB ¢hpaH4aif30poB OrpoMeH, — 3TO OOIIETUT, TOPTOBJIS TO-
BapaMu HapojiHoro notpedienus, A3C, nonurpadus, nporpaMMHoOe obecreye-
HUE, IIKOJbl MHOCTPAHHBIX S3BIKOB, (PUTHEC KIyObl, OaHKH, TOCTUHMIIBI, TY-
pareHTCTBa, KOHCYJIbTAIMOHHBIE (UPMBI U Jaxke JiedeOHbIe yupexeHus. Bor
YK TJe AOJKEH ObITh KOHTPOJIb 3a KauecTBOM! B Hacrosiee BpeMs Ha phIHKE
MPUCYTCTBYET OOJIBIIIOE KOJIMYECTBO POCCHMCKUX (hpaHUa3epOB M UX KOJIHUYE-
CTBO TIOCTOSIHHO pacTeT. [IpakTtudecku B cucteme (hpaHvaii3uHra y>ke padoTaroT
poccuiickue kommanun «Crnoptmactep», «1C», «llentpOO0yBb», «lllatypa»,
«Anteka 36,6», «TexHocmna», «llarepouka» u mp.

[Ipu 3TOM €XeroaHslii MPUPOCT POCCUUCKHUX (PpaHUali3epoB B MOJITOPA
pasa mpeBbIIacT NpUpocT ¢paHyaiizu [2]. DTa cuTyanus MOKa3bIBaeT, YTO
npeaiokeHre (ppaHIn3 npesbimaeT crnpoc. [1o pa3muyHbpIM MOTHBAM MOTEHITU-
anbHble (PpaHyali3u HE TOTOBBI B MOJHOW MEpe MCMOJIb30BATH JIaHHBIM Mexa-
HU3M JUIs BCTyIUIeHUsS B OusHec. [IpoBeneHHbli aHamu3 psaa padot [2-5, 9, 12]
MO3BOJIWJI B TEPBOM MPUOIMKEHUU BBISIBUTH JIB€ MPUYMHBI BO3HUKHOBEHUS
3TOM CUTYyalUU:

— HECOOTBETCTBHUE TpeJIaraeMbIX (DpaHIIN3 KPUTEPHUIO 1I€HA-KAUeCTBO;
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— OTCYTCTBHUE JIOJDKHOM 3aKOHOAATENIbHO-TIPABOBOM 0asbl, pPeryiaupyro-
el B3aUMOBBITOAHBIC JOTOBOPHBIE OTHOIICHHS MEXIY (paHuaii30poM H
bpanvaii3m.

OTtMmeTuM, 9TO TepPMUH «(hpaHUYAN3ZUHT» HE 3aKPEIJICH B POCCUIICKOM 3a-
KOHoJaTenbcTBe. B koMMeHTapusx k cT. 54 ['paxknanckoro kojekca PO naercs
ONPENCIICHUE KKOMMEPUYECKOM KOHILIECCHN», KOTOPOE MO BHEUIHUM IpPU3HAKAM
NpUpaBHUBAETCA K (ppaHUYa3uHTY: OOMMI OpeHs, TEXHOJIOTUH, TUIATEKU «pOsi-
atu» U Tp. BemenctBue storo, poccuiickuM dpaHYaifzopaM MPUXOAUTCS UC-
MOJIb30BaTh IIMPOKHMHA CHEKTP Pa3JIMYHBIX JOTOBOPOB (JIHMIIEH3MOHHBIX, arcHT-
CKHX), YTOOBI y3aKOHUTH OTHOIICHUS C MTAPTHEPAMHU.

[To meiicTByrOIIEMY 3aKOHOJATEILCTBY (hpaHUaii30p HE BIIpaBE KOHTPO-
JUPOBATh MAPTHEPOB, T.K. OHU SIBJISIOTCSA HOPUAUYCCKUMH JIMIIAMH, U B TO XKe
BpEMs OH HECET COJMAAPHYIO0 OTBETCTBEHHOCTH 3a (hpaHyaiizu, ¢ yeM ppaHyaii-
30pbl KATETOPUYECKH HE XOTAT COTJallaTthes. Eciin mapTHEp nepecTaeT BBINOJI-
HATh TPeOOBaHUSA JOroBOpa (paHIIU3bl (HEBBILIATA «POSUITHY», pasriallcHue
KOMMEpYeCKOi MH(pOpPMALMU, CHHKCHHWE CTaHIApTOB KavyecTBa W 1p.), (paH-
4ai30p HE MOXKET MPEKPaTUTh padoTy (ppaHyaiizu o CBOMM OPEHIIOM, T.K. CO-
OTBETCTBYIOIIEH TPaBOBOM 0asbl JJIsI YPEryJUpPOBaHMUS TaKUX BOIIPOCOB HET.
Jlnst dpaH4aif3opa 3TO TPO3UT MOTEPEH MMUIKA, PEIyTallid U 4YacTO CBOETO
ousHeca (mpumep cetu numuepui Biaagumupa JloBrans).

C npyroit cTopoHsl (paHUaii3u abCOTIOTHO HE 3alUINCHBI OT HEKaye-
CTBEHHBIX (paHIIN3 U HE MMEIOT aOCONIOTHO HHKAKMX TapaHTUH, YTO UM
OyAyT pacKpbIThl HE TOJBKO ILIIOCHI (PpaHUa3UHTOBOTO MPEATI0KEHUS, HO U
BO3MOKHBIE MUHYCHI pabOThI ¢ (paHuaiizopom. dpaHuaiizopsl aOCOIIOTHO
HE TMpO3payHbl IS CBOUX mMapTHepoB. Cpeau APYyrUX MPUYUH MOXKHO
Ha3BaTh HEOOOCHOBAHHO BBICOKHE CTABKH «POSUITH» [2].

Takum 00pa3oM, aJisi TOBBINMICHUS YpOBHS (ppaHuaiizuHra HEO0OXOIUMO
YETKOE MOHUMAaHHE OOEMMH CTOPOHAMH COTJIAIEHUS COOTBETCTBHSI COOCTBEH-

HBIX 0053aTEILCTB IIOJIy4aCMBbIM IIPCHUMYIICCTBAM.
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[To nanubM Poccwuiickoit acconmaruu (panuaizunra [9], B Poccun naH-
Hy10 (opMy BeaeHHs On3Heca UCToIb3yrT okoyo 200 KoMIaHui, U JIHIIb I10-
psanka 10% u3 HUX OKa3bIBAIOTCS CHOCOOHBIMHU A((PEKTUBHO MOCTPOUTH KPYII-
HYIO ¥ JKU3HECTIOCOOHYI0 (hpaHUai3nHTOBYIO ceTh. KOoHKypeHTHas 6opbba poc-
CUHCKUX (paHYali30pOB yCWIMBAETCS B CBsI3U C BXOxJaeHueM Poccuu B BTO u
Tamoxennsiii Coro3. 3apyOexHble OpeHIbl BCe aKTHMBHEE IMPOHUKAIOT Ha Poc-
CUHCKHUI PBIHOK, OKa3bIBas BIUSHHUE HA CTPYKTYpPY 3aKyIOYHOTO PBIHKA, YTO
CKa3bIBAaETCs Ha W3MEHEHMU LEHOBOW MOJUTHKU M JPYTHX aclEeKTOB BIUSHUS
MHOCTpaHLeB. B 3TOil CBSI3W CTaHOBSATCS aKTyalbHBIMH BOMNPOCHl KayecTBa
npeajiaraeMbix (PpaHIIN3 OTEUECTBEHHBIMU OpPEHJAOBBIMUA KOMITAHUSIMU, — OHH
JOJDKHBI OTBEYATh 0 CBOEMY COJIEP’KaHUIO MPU3HAHHBIM JHjepaMm (¢paH-
yaii3uHra u skcnoprepam ¢panmmsHoro ousHeca B mupe — CIIA, Kanane,
Kopee, SAnonun. Torga mexanusm (panyaiizunra B Poccun Oyner GpyHKIMOHU-
poBath HaMHOTO 3¢ dekTuBHEE. [l03TOMY CeroaHs y poccuiickux ¢ppandai3opoB
BO3HHMKAET MOTPEOHOCTh B MOBBILIEHUU 3(PPEKTUBHOCTH ympaBiieHUs (paH-
Yali3MHTOBBIMU ITporpaMmamu, npoueccamu u CMK B nenom.

B ycnoBusX HEONPENENEHHOCTH 3aKOHOJATENbHO-IIPABOBOTO PErYJIUpPO-
BaHUs B cdepe (paHUaii3uHra KOMIIAHUU BBIHYKJI€HBI IPUOETaTh K YIpaBJIeH-
YEeCKOMY U CTpaTernyeckoMy KOHCAITUHTY B 3ToH cepe. CocTaB UTPOKOB Ha
POCCHICKOM KOHCYJIBTAIIMOHHOM Tiojie (ppanvaizunra Hesenuk [3,9,10]. Ilo-
TEHIMAIbHBIM (ppaHYaii3u MpeanararoTcsi anpoOMpOBaHHBIE CTAHAAPTHI U CXe-
MBI pa3BUTHs OM3HECA, OCHOBaHHbIE HA 3TUYECKUX MPHUHIMNAX, CPOPMUPOBAH-
HBIX MUPOBOW MPAKTUKOHN CYIIIECTBOBAHMSI YCTICIIHBIX (DpaHUIali3MHTOBBIX CETEH,
YJIGHCTBO B aCCOLMAIUAX, HTHPOPMAIIMOHHYIO MOAIEPKKY, a TAKKE KOHTPOJIb U
MHCIIEKINH 32 COOJIIOJIEHUEM CTaHAApTOB (DpaHUIU3bI, YTO SIBIsSIETCS AJisi (paH-
Yal30pOB BECbMA aKTYaJIbHBIM.

K npumepy, komnanueii kFRANSH Crparerus pocra» [10] paspaboTansl
Crannaptsl kauectBa ®PAHUYAM3U — cBojx TpeGoBanmil K (ppaHuaiizopaM

MOTCHIIMAIBHBIM (pupMamM-GpaHdaii3u U MPOBOAUTCS UX cepTUUKAIMSI HA CO-
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otBeTcTBUE TUM CTaHAapTaM, B pe3yJbTaTe KOTOPOW BBIJAETCSA cepTUdUKAT
kauectBa FRANSH, pacnipoctpanstommiics Ha ¢ppaHuYaii3UHTOBBIE MPOTPAMMBL.
Otu Cra"nmapThl BKIIOYAIOT 24 MOJI0KEHUS:

1. ®panyaii30p 10KEH UMETH MOJIOKUTEIBHO-U3BECTHBIN OpeH/] U Mpe/-
Jarath NPOAYKIMIO WIH YCIYTH, KOTOPBIE MOJIB3YIOTCS CIIPOCOM Ha PaHKE.

2. ®dpanyaiizop HaaIeKaAIMM 00pa3oM JT0JKEH 0(hOPMUTH CBOM MpaBa Ha
CpeICTBa MHIMBUAYAIN3alMU CBOCH OM3HEC-CUCTeMBbl (TOBapHBIC 3HAKW/3HAKU
00CITy)KMBaHUs) U 00ECIICUNTh HAIJICKAIIYIO TPABOBYIO U (DU3MUYECKYIO OXpaHy
[IEHHON KoMMepueckord HHGOpMAIMK, CBA3aHHOW ¢ (paHUYal3MHTOBOW TMpO-
rpaMMOH.

3. ®paHyaii3op AOHKEH UMETh YETKYIO TePPUTOPHAIBHYIO TIOJUTHKY pa3-
BUTHS.

4. ®paHyaii30p IOKEH AETAIbHO MpopadoTaTh MOJUTHUKY HEKOHKYpPEH-
1y (ppaHyaiizu Ipyr ¢ ApyroM M ¢ COOCTBEHHBIMU MPEANPUATHIMU (PpaHUaii-
30pa.

5. ®panHyaii3op UMeET cleayrone 0a30Bble YKOHOMHUYECKUE MOKa3aTeIn
bpaH4a3UHTOBOTO MPEINPUATHS HA OCHOBAHMH PEAJIbHBIX JaHHBIX COOCTBEH-
HBIX WM TApTHEPCKUX MPEATPUSITHIA:

— HEOOXOUMBIE CTAPTOBLIC HHBECTHUIIUH,

— 00BbEeMBbI HEOOXOAMMBIX UHBECTULIMN (PpaHyaii3u;

— TOYKa BBIXOJIa HA OKYIIAa€MOCTb;

— MOJIHBINA BO3BPAT UHBECTHUIINI Ha 3aMTyCK MPEANPUATHS;

— MpejuiaraeMas SKOHOMHUKa MpUBJIEKaTeNIbHA JJIsl TApTHEPOB.

6. Cpok BO3BpaTa MHBECTHUIUH (hpaHUa30pa JOJKEH COCTABISATH HE 00-
nee 0,5 cpoka nericTBus 10orOBOpa (ppaHIali3UHTA.

7. dpanvaii30p MODKEH MMETh (hjarMaHCKoe MPEANpUATHE, B KOTOPOM
paspaboTaHa ycrnemrHas OW3Hec-CUCTeMa, M, KOTopasi Komupyercs dhpaHuai3uH-

TOBOU CETHIO.
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8. Ctpykrtypa oTaena gppaHuaifi3uHra J10KHa OBITH BBICTPOCHA TaKUM 00-
pa3oMm, 4ToObI OBLIIM B MOJIHOM Mepe oOecreueHbl 3 OCHOBHBIC (DYHKIIMU: pa3BU-
THE, TOJIIEPKKA U KOHTPOJIb (PpaHUYai3MHTOBOM CETH.

9. JlomxHO OBITH OOECHEYEHO MPSMOE B3aUMOJIEHCTBUE OTAeNa (paH-
Yaii3uHTa ¢ IPYrUMH OTAeaMu (ppaHvaii3opa, y4acTBYIOIMMHU BO (hpaHUali31H-
TOBOU CXEME.

10. ®panyaiizop momKeH UMETh 3)PEKTUBHYIO CUCTEMY MOTHUBAIIUU BCE-
ro nepcoHaa, 00CIyKUBaroero GpaHnyaii3uHroByIO CETh.

11. JloroBopHbI# MakeT (ppaHyaii3uHra JOJDKEH MpeaycMaTpuBaTh Iepe-
Jayy CIIEeIYIOINX OObEKTOB:

— TPaBO MOJIb30BaHUS OpeHI0M (TOBApHBIM 3HAKOM);

— KOMMEpUYECKYyl0 uH(popmanuio ¢paHyaiizopa, HEOOXOIUMYIO IS Be-
neHus (hpaHyaii3uHroBOro OM3HECa,;

— MepBOHAYAIBHOE 00YUYCHHE,

— YCIIOBUS IPOJICHUS JOTOBOPA;

— uH(OPMALIHIO O PEKIIAMHOW aKTUBHOCTH (ppaHuaii3u (pekiaMHbBIC aK-
IIUM, CKUJO0YHAS U TUCKOHTHAS TOJUTHKA);

— OMHCaHMe ACUCTBHUI (ppaHUaii3u MpU MPOBEACHUH PEOPEHINHTA CETH;

— OTBETCTBEHHOCTbH 3a HECOOIIIO/IEHNE CTaHIapTOB (hpaHUaii3opa.

12. ®panHuaiizop MTOMKEH OKa3bIBaTh MOMOIL B pa3paboTKe (PUHAHCOBOTO
TUiaHa (paHYa3uHTOBOTO MPENNPUSTHS, KAK MUHUMYM JI0 MOMEHTA BO3BpaTa UH-
BECTHULINM.

13. ®panyaii3op TOMKEH OKa3bIBaTh MOMOIIL B pa3pabOTKe AETaIbHOTO
riaHa-rpadyka OTKPHITHS (paHYAN3MHTOBOTO MPETPUSTHUSI.

14. ®paHyaiizop AOKEH CO3JaTh AU3AUH-TIPOEKT Il paHYaii3u, B CIIy-
yae, Korjaa pedyb UAET O PO3HHULE, JUOO yCiIyrax, €ciid YCIyI'M OKa3bIBAIOTCS

HEIMOCPE/ICTBEHHO Ha MPeANnpuaTuu ppanyaizu.
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15. ®panuaiizop A0MKEH pa3paboTaTh CE30HHBIE PEKIAMHBIE MEPOIPHSI-
THS W OCYIICCTBIISITh MAPKETUHTOBYIO U PEKIAMHYIO MOICPKKY (DpaHuaiizm B
TEKYILIEH JeSITCIbHOCTH.

16. ®panuaii3op M0DKEH MPEIOCTaBIATh (hpaHyaii3u TOKYMEHTAIHUIO 110
MepUeHAAM3UHTY (111 pO3HUIIBI), KaK OOLIUE PEKOMEH/IAIINH, TaK M Ha KaXIbIH
CE€30H, a TAKXKE PYKOBOJICTBO MO 0(OPMIICHUIO BUTPHH.

17/. ®panyaiizop nobKeH JAMO0 caM pa3padarbiBaTh U peaiu30BaTh pe-
KJIAMHYIO KaMIaHWIO OTKPBITUS (paHYaAN3UHTOBOTO MPEANPUSITH, TUOO ydacT-
BYET B HEH Ha OTJIEJIbHBIX dTanax.

18. ®panyaii3op MODKEH BBICIUTH (paHYai3u JTHIHOTO MEHEKEpa IS
TEKYILIEH MOIICPKKH.

19. Bce ximrodeBbie 3Tambl OTKPBITHS (PAaHUIAM3UHTOBOTO TMPEATNPUSTHS
JIOJKHBI COTJIaCOBBIBATHCS ¢ (hpaHUYaii30poM JijIsi 0OeCIIeueHUs CTaH1apTOB Ou3-
HEC-CUCTEMBI KOMIaHUHU-(PpaHIaii30pa ¢ IEPBOro THA (PYHKITMOHHUPOBAHUS.

20. ®paHyaii30p MODKEH OKa3bIBaTh MOMOIIb B (POPMUPOBAHUU OMNTH-
MaJIbHOTO aCCOPTHMEHTA (11 PO3HUIIBI).

22. ®paHyaii3op JOMKEH MMETh YETKO MPOpabOTaHHYIO CHCTEMY KOH-
TPOJIS U MOTHBAIIUN (hpaHIaM3H.

21. ®paH4aif30p HOHKEH MPOBOIUTH MEPUOIUIECKUE MPOTPAMMBI 00yUe-
HUS U aTTECTAIMH TMepCoHaa MPEIIPHITHS.

22. JloxymeHTarusi s (ppaHyaiizu JODKHA 00JaaaTh CBEKECTHIO HE
MEHBIIIE TOJ]a M1 OOHOBJISATHCS B HaYajie KaXI0Tro roja.

23. KomMepueckoe mpeioKeHne JOKHO COEPKaTh BCIO HEOOXOTUMYIO
uHdOopMaIuIo 0 mpesiaraeMoun GpaHimse.

24. ®paHYaii30p MODKEH UMETh XOPOIIO HAJTKCHHYIO CUCTEMY KOMMY-
HUKAILMI 1 OKa3bIBaTh (hpaHvaii3n kauecTBeHHYIO | T-oaiepxKy.

25. [TakeT MOKyMEHTAIUU JIOJDKEH COJIEPIKATh CIICIYIONIYI0 HH(POpMAIIHIO
115 hpaHyan3u:

— uHpOpMaIUs O KOMIIAHUH;
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— OINKCAHUE LEJIEBOU ayJUTOPUU CETHU MPEAITPUITUM;

— PEKOMEH/IalUM 110 OpraHU3alMOHHO-TIPaBOBOM (hopMe U HAJIOTOBOMY
pexumy 1s ppaHvaisy;

— uH(popManus 00 ONITUMAIILHOM U HEXEJIaTeIbHOM BPEMEHU OTKPBITHH,;

— TpeboBaHusl K 000PYIOBAHUIO MOMEIICHMSI, €T0 OTACJIKE U KOMMYHHUKA-
UM,

— MOpOLEAYPHI 3aKYINKH U YCTAHOBKH 000PY10BaHUS;

— MPOIEAYPHI aBTOMATHU3AIUN (HPaHUIAM3UHTOBOTO MPEAIPUSITHS,

— MOPSIJIOK COTJIACOBAHUS OTKPBITHS C TOCYAAPCTBEHHBIMH OPraHaMHU;

— UHCTPYKIIUS 1O B3aUMOJICUCTBUIO C OAHKOBCKOM CTPYKTYpOH;

— OPOLEAYPHI MPOLIECCA OTKPBITUS NPEATPUSITHUS;

— UHCTPYKIUU 1O OTKPBITUIO TPEATPUSITHS;

— pEeKOMEHIyeMasi OpraHu3allUOHHAs CTPYKTypa KOMIIAHUM C JeTallb-
HBIM OIIMCAHHUEM JOJIKHOCTEH;

— onucanue PYHKIMOHATBHBIX 00S3aHHOCTEH KaX0T0 COTPY/IHUKA,;

— HOPMAaTHUBbI KOJMYECTBA COTPYAHUKOB B TMHAMUKE MIPEATIPUSITHUSA;

— MHCTPYKIUA 10 Ha0Opy MEepCcoHala, Mo ero 00y4eHUIO0 U BBEIACHUIO B
JIOJDKHOCTh HOBOTO COTPY/IHUKA,

— OINKMCAHUE CUCTEMBI OIUIATHI TPYy/Aa MEePCOHaIa U CUCTEMbI €0 MOTHBA-
UM, KaK MAaTEPUATILHOW TaKk U HEMATEPHUAJIbHOM;

— CTaHJapThl BHEITHETO BUA U OBEAEHUS IIEPCOHAIA,;

— UHQPOPMAIIUIO 10 OXpaHe TPY/a,

— UHCTPYKIIUIO TI0 YIPABJICHUIO (PpaHUYAN3UHTOBBIM MPEANIPUATUEM;

— CTaHJapThl B3aUMOJICUCTBUSA C KIHNEHTAMU;

— UHCTPYKIIUS MO0 MAPKETUHTOBON aKTUBHOCTHU (PpaHUaii3u;

— UHCTPYKIIUU U MPaBUiia B3aUMOACHCTBUS ¢ hpaHyaii3opoMm;

— ONKCaHUEe KJIIOUEBBIX OM3HEC-TIPOIECCOB (paHYal3MHTOBOTO Ipe/I-
PUATHUS,

— OIKCaHue JOKYMEHTO000pOTa (paHuali3MHTOBOTO MIPEATPUSITHS,

http://gj .kubagro.ru/2013/04/pdf/57 .pdf
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— UHCTPYKIMU MO oOecrnedeHuro 0Oe3omacHoCTH (paHuYa3uHTOBOTO
PEaNPUSATHS,

— TUTIOBBIE JIOJDKHOCTHBIE WMHCTPYKIIMU IS BCEX pPaOOTHUKOB ¢paH-
Yan3u.

26. Bce moOKyMeHTHI JOJDKHBI TIPEAOCTABIATHCS (PpaHyaiizy B CUCTEMATH-
3UPOBAHHOM BHJIE.

Komnanuss «kFRANSH Crpaterus pocra» dynkuunonupyer ¢ 2004 rona,
MO3UIIMOHUPYET ceOsl KaKk pa3pabOTUUK YHUKAIBHBIX METOAMK (PpaHuai3uHTO-
BBIX CXEM M MapTHEP KPYIHBIX POCCUHUCKUX TOProBbIX KommaHui («CropTma-
crep», «llerTpOOyBb» U Tp.). Onucanubie Bbiie CTaHAApTH pa3pabOTaHBI HA
OCHOBE MEXJIYHApOHOTO OmbiTa (ppaHuaii3MHroBeIX cxeM B Poccuu u amantu-
POBaHBI K POCCUUCKUM yCIIOBUSAM. OMHAKO CIemysl MEXIyHApOIHON MpaKTUKE,
JUIS. TPUMEHEHHSI UX B KaueCTBE OILICHOYHOIO MHCTPYMEHTa HE0OXOIuMO 0/100-
pEeHHE CO CTOPOHBI MPO(ecCHOHAIBHOTO cOO0IIecTBa HE TOJIBKO camux CTaH-
JapTOB, HO M OIEHOYHBIX Mpouenyp. llosTomy wucmonb3yemas KoMIaHUEH
«FRANSH Crparerus pocra» cxema cepTu(ukanui He MOXKET TapaHTUPOBAThH
YCHENIHOCTh pabOoThl OllEHUBaeMbIX (GpaHim3. UTo 10 mpsaMbIX moTpeduteneit
TOBapOB M YCIyr — TOKYIaTelei, TO Y3HaBaeMOCTh CepTH(HKaTa KauecTBa
FRANSH pasna nyso.

SIcHO, 4TO B yCHOBHsIX (PMHAHCOBOTO CMajia, MaJeHus IIaTEKeCIOCOOHO-
CTU HACEeJIEHUs, PECTPYKTYPHU3AIMK M HACHIIICHHS PhIHKA TOBapaMH W yCiIyra-
MU, TapaHTUH KadyecTBa, MOATBEpKIAeHHbIX cepTudukarom FRANSH, siBHO He-
nocratouHo. Onpeaensisi CTpaTerniueckue el 1o Pa3BUTHIO ceTh (hpaHYali3uH-
ra, Kak UHCTPYMEHTa PACKPBITUS MOTEHIIMAJIa PhIHKA, KPYITHbIE KOMITAHUH Ce-
TOJIHS PAacCMAaTPUBAIOT BCE BUJBI PUCKOB M TOAXOMIT K YIPABICHUIO ATHUMHU
PUCKaMHU CHCTEMHO, BBIZICNIAA B KAYECTBE IPUOPHUTETAa — pa3pabOTKy U BHEIpE-
Hue CMK.

OnHMM W3 WHCTPYMEHTOB PEIICHHS JTaHHOW MPOOJIEMBI MOXKET CITY)KUTh

BBEJICHUE B MIPAKTUKY YIpaBlieHUs (PpaHUYaii3MHTOBBIMH IPOTpaMMaMH MPUHITU-
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noB u TpeboBanuit UCO 9001:2008, amantupoBaHHBIX K PETHOHAILHON U OTpac-
JIeBOH CrieIM(HKE, YTO MPHU YCIOBUU UX aIEKBATHOTO TIPpUMEHEHHUs OyIeT rapaH-
TUPOBATh KOHKYPEHTOCIIOCOOHOCTh (PpaHUYai3MHTOBBIX ceTeil. Bkiroduenue B 00-
nacth pacnpoctpanenuss CMK ¢dpaHuaiizopa 1 ero cetv mpoIeccoB yrnpaBIeHUs
(paHYali3UHIOBBIMU MPOTrpaMMaMH CYIIECTBEHHO MOBBICUT UX 3P (PEKTUBHOCTD,
obecrieynT mapTHepaM (UHAHCOBYIO M MH(DOPMAIIMOHHYIO MPO3PAYHOCTH, YPO-
BEHb M Ka4eCTBO BEJECHHs OM3HEca, HEOOXOIUMBIC IJISl YCTOMYHMBOTO Pa3BUTHUS
cetu. [Ipuuem, TpeboBanus k BHenpenuro CMK B dupme-ppanyaiizn T0IKHBI
OBITH BKJTIOYCHBI B JIOTOBOP (PPAHIITU3HI.

Xopouio u3BecTHO, 4yto noctpoenne CMK opranuzanuii cepsl ycayr u
Ka4yeCcTBO €€ yCIyr HEOOXOAUMO pacCMaTpUBATh B UX B3aUMOCBSI3U U C pa3iny-
HBIX TOYEK 3pEHUs. YCIIyra BBICTYIAeT B YCIOBUAX PhIHKA KaK TOBap, a, CIEA0-
BaTEJIbHO, KaK MPOAYKT TpyJa. B cBOrO ouepens mpoliecc 0Ka3aHus YCIyTH clie-
JyeT pa3JeNiaTh Ha MPOEKTUPOBAHUE U MPOU3BOJCTBO U HEMOCPEACTBEHHO 00-
cinyxuBanue. [loaToMy mpaBoMepHO OyAeT yTBEp)KIaTh, UTO ONTHMH3AIUSI
(GbpaHuali3MHIOBOM CETH U €€ MPOLECCOB B OTPHIBE OT OM3HEC-CUCTEMBI KOMIIa-
HUU-(paHYaii30pa HEe MPUHOCUT ycrexa. OT kadecTBa padoT hpaHYa3UHTOBOM
CeTH, ee yCIIyr u OpeHja QpaHdaif3opa 3aBUCUT HE TOJIHKO yTIOBICTBOPECHHOCTh
KJIMEHTOB T0 (ppaHyali3MHTy, HO M MPSMBIX IOKYyIaTeJIeil TOBApOB M YCIYT.
MexyHapoaHas MpaKTHKa TUKTYeT HEOOXOAMMOCTh peaiu3aliil eIuHON TO-
JUTUKA B OOJIACTU TOBBIIICHHS KauyecTBa pabOT KOMIAHWH, YTO MPEIOJIaracT
aHaJIN3 U OIICHKY aIMUHUCTPATUBHBIX MPOIIECCOB (hpaHUaii30pa BO B3aUMOCBS3H
¢ OuzHec-mpoueccaMu JUisl ppaHdai3u U QYHKIMOHUPOBAHUEM (PpaHUali3UHTO-
BOU CETH.

Jlns pernmamentanuu TpedoBanuit CMK ¢dpanuaiizopa Obl1 BeIOpaH MoJI-
XOJI TUTIOBBIX MOJIETICH CUCTEM KadyecTBa I YUpeKACHU cepbl 00pa3oBaHUs
[1] u pupm «1C» (TCKD) [11], noctpoennbix Ha ocHoBe MMCO 9001:2008. Tu-
noBbie (OTpaciIeBbIe) MOJICIU CUCTEM KavyecTBa B TMOCIEIHEE BpeMs IPHOOpeTa-

IOT BCC 60JII>H_IYIO IMOIIYJIAPHOCTh B XOJAWHIaX WM CCTCBBIX KOMIIAHHAX 6HaFOI[a-

http://gj .kubagro.ru/2013/04/pdf/57 .pdf



http://ej.kubagro.ru/2013/04/pdf/57.pdf

Hayunsiii s)xypran KyoI'AY, Ne88(04), 2013 rona 11

psl anpoOMPOBAHHON HA MPAKTUKE CTAHJAPTU30BAHHON TEXHOJIOIMH pa3padbOTKU
u BHenpeHnsa CMK, mepenaBaeMoil KOMIIAHHMSIM-YJIEHAM IMAPTHEPCKOM CETH.
JlaHHBIN MOAXOJ TPENoJaraeT «TUPaKUPOBaHUE» MO (UpMam-iapTHEpaM B
IIETIH TIOCTaBOK, (puimanam, «1oukam», ceTu ¢paHyaiizu tex anemeHToB CMK,
KOTOpbIE MOJAI0TCA KOMMPOBAHUIO, OJICTPanuBas UX MOJ] OCOOEHHOCTH PETruo-
Ha, KaXXJOro MapTHEPa U €ro CHCTEMbl MEHEKMEHTA. JTO TAKXKE IO3BOJSIET
NOBBICUTh OOIIMI YpOBEHb MH(OPMAIMOHHOW MPO3pavyHOCTH (hpaHUa3MHTa,
MUHHUMH3UPOBATh BCE BUIBI PUCKOB, BO3HMKaromux npu BHeapennn CMK B
TUX (PupMax-napTHEpax.

B pamkax BBINOJIHEHUS MPOEKTA MO aHATU3Y AEATEIBHOCTH KPYITHOM TOP-
TOBOW CE€TH, OCHOBHOM MPOJYKIUEN KOTOPOU SBJISIOTCA YCIYTH ONTOBOU U PO3-
HUYHOW TOProBiM, ObUl UIECHTU(DUIMPOBAH COCTaB HaMOOJEe TUIMUYHBIX MPO-
neccoB CMK opranuszanuu nmogoOHOTrO THUIMA U PErJaMEHTUPYIOIIHUX JTOKYMEH-
TOB B paMKkax mporeccoB (Tabimna 1). Peanmuszanus ¢paH4Yaii3MHTOBBIX MPO-
rpaMM SIBIISIETCS HEOTheMIIeMbIM dieMeHToM CMK.

OpueHTanuss MEHEIKMEHTA Ha MPOLECCHOE YIPABJICHUE YK€ JTaBHO IPH-
3HaHa 3(()EKTUBHBIM MHCTPYMEHTOM JOCTHKEHHS 3aIUIaHHPOBAHHBIX PE3YJib-
TaTOB W CPEACTBOM IOJICPYKAHMS OPTaHU3AlUU B YCTOMYMBOM COCTOSIHUU [6],

ATO TAK¥KE€ aKTyaJIbHO U JIJIs TOPrOBOM OTPACIIH.

Tabnuua 1 — Peectp tunossix nporeccoB CMK toprooit kommnanuu

Nnenr.

: HaumenoBanue
HOMED

1 JesATeJIbHOCTH PYKOBOACTBA

11 YnpagsieHnue pasBurrueM Ou3Heca U OM3HeC-UEJIAMU
11.1 busnec-muian
1.2 PacnpenesneHue moJTHOMOYUN M OTBETCTBEHHOCTH
121 OpranuzaimoHHas CTpyKTypa
1.2.2 [TonoxxeHust 0 moaApa3AeICHUIX
1.2.3 CKBO3HBIE JOHKHOCTHBIE HHCTPYKIIMH
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Wnewr. HaumenoBanue
HOMED
1.3 NudpopmupoBanue
131 VYrpaBiieHUE CTPYKTYpPOU U COAEPKAHUEM CAUTa KOMITAHUH
1.3.2 CBs13u ¢ 00IIECTBEHHOCTHIO
1.4 MeHezKMEHT (ppaHYal3HHIOBBIX IPOTrPAMM
1.5 YnpasJjieHue J0KyMeHTAMU
151 VYrpaBneHue ctaHaapTaMu 00CITy>KHBaHUS KIINEHTOB
1.5.2 YnpasieHrue HOPMaTUBHOW IOKyMEHTAUEN
1.5.3 YnpasieHue J0roBopamMu U KOHTPAKTaMHU
1.6 MeHeaKMEHT NepcoHasa
16.1 [IpaBuia Tpya0BOro pacropsaka
1.6.2 [Topsimok nmpuema Ha paboTy
1.6.3 OOGy4eHue u olleHKa KBIM(UKAIIMOHHOTO YPOBHS MepCcoHasa
1.7 YnpasieHYeCKUl U OyXraJaTepCcKuil yuer
1.8 H3mepenusi u aHaIm3
1.8.1 BuyTpenHue npoBepku
1.8.2 VYrpasneHue xaio6amMu 1 peKiaMarusiMu
1.8.3 O1neHKa y10BJI€TBOPEHHOCTH MOKyNaTenen
2 OcHoBHBIE NIpoLEecChl TOProOBOii 1eATEJIbHOCTH
21 YnpasiieHHe MapKeTHHTOBBIMU MePONPUATHAMH
2.2 Pa3paboTka HOBBIX GOpPM M BHIOB 00CJTYKMBAHUSA KJIMEHTOB
2.3 YnpapiieHue pO3HUYHBIMHU NMPOAAKAMH U 00CTYyKUBAHHEM KJIMEH-
TOB
24 YnpasiieHue CKJIaJCKHUMH 3al1acaMu
25 IlnaHupoBaHue NOCTABOK M YNIPaBJIeHHE 3aKYNIKAMHU
2.6 I"apanTHiiHOE 00C/Y)KMBAHUE
3 MeHeaxMeHT pecypcoB
3.2 Yupasiienue uHGPaCTPYKTYpPOii M NPOU3BOJICTBEHHOM cpeaoi
3.2.1 [TnanupoBanue o0CITyKUBaHUS U PEMOHTA TOPTOBOT'O 000PYI0Ba-
3.2.2 HUS U IOMEIIEHUN
3.2.3 OObecnieueHNE SHEPTOpeCypCcaMu
3.24 VYnpaBiaeHue TOProBbIMU MIIOIAISIMU

OO0Oecnieuenne 0€30IIaCHOCTH KU3HEAEATETbHOCTH

IIponiecc mMeHemxkMeHTa (hpaHUa3UHIOBBIX MPOTPaMM PACKPBIT B BHUJE KapThl MPO-
necca Ha pucyHke. KagecTBo BbIXoza mpolecca OnpeAesseTcs M0 BbIOpaHHBIM I10Ka3aTeNsIM
U KpUTEpUsM pe3yJbTaTUBHOCTH, YCTaHABIMBAEMBbIMU Ha OCHOBE 0a30BbIX IOKa3aTesnen
(dpaHuaii3uHroBol cetn u crpareruu ee pasButus (m. 1.1 Tabmuupl 1). JlesarensHOCTh 1O
YIYYIIEHUIO TIPOLECCA 3aKJII0YAETCS B YIYUIIEHUH Ka4ecTBa BbIXOAA, T.€. B YIYUYLIEHUH I10-
Ka3aresel, XapaKTepU3yIoIUX He TOJIBKO (PUHAHCOBBIE [TOKA3aTeNN, HO U I10KA3aTelId pa3BuU-
THSL CeTH B JMHAMHKE, BKIIIOYAs MOKAa3aTeld YAOBICTBOPEHHOCTH MapTHEpoB ceTH ((ppan-
Yaii3u), OLICHUBAHUE KOTOPBIX MOYKHO MPOBOIUTD IIYTEM COLIMOJIOTHYECKHX OIPOCOB.
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P C3YJIbTATHI Ay IUTa 3asABUTCIIA

'K P® (ct. 54) 3akoHOnaTE/ILCTBO O TOBAPHBIX 3HAKAX,

Kommepueckast magopmanyst

3HAKax O6CJ'Iy)I(I/IBaHI/I${ U HAUMCHOBAHMAX MCCT IIPOUCXOKACHUA TOBAPOB;
YCTaB: MATCHTHI; JIMIICH3UMN 0a3oBEIC (1)I/IHaHCOBLI€ II0KAa3aTCI/In CCTH

«Postmtiny

3aperucTpupoBaHHbIi TOProOBbIH 3HAK

[Timan-rpadmk pa3BUTHS CETH

\4

h 4

AtnpoOupoBanHasi 1 yCIIeTHas Ou3Hec-CUcTeMa

h 4

Menemxment [1naH pexmaMHO-MapKeTUHIOBBIX MEPONPUATUI

A\

(ppaHIaliZHHTIOBBIX

3asiBKka Ha TIpuobpeTeHne PpaHIIn3bl

OUHAHCOBBIC TTOKA3aTCITH

h 4

NporpaMm

TCppl/l’l’OpM'dJle'dSl HOJMWTHUKA pA3BUTUS CCTU

h 4

JloroBops! ¢paHII3EI

A\

Crpykrypa HpaHIali3WHTOBOM ceTH

A\

MHBecTHINK; 3HEPTrOpECYpPCHl; HHPPACTPYKTYpa;
MPOU3BOJICTBEIINIA Cpena; KBaIM(BUIIMPOBAHHBIN ITIEPCOHAT;
MIPOTPaMMBI IIEPETIO/ITOTOBKH IIEPCOHANIA

A\

NODE:  A-0 TITLE:

MeHepXMeHT dopaHvYan3nHIroBbIX NPOrpamMm

NO.:

Pucynox — IDEFO nuarpamma nporecca «MeHeKMEHT (hpaHuYai3MHTOBBIX ITPOTPAMM>»
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B cooTBeTCTBUU C BBINIEU3IIOKEHHBIMA TPEOOBAHUAMU K (hpaHUAN3UHTO-
BBIM IIpOTpaMmMaM IpoliecC yIpaBiieHUs GpaHYal3MHIOBOM JIESITEIHLHOCTBIO pe-
anmusyeT nukia PDCA (mm. 1.4 taGaunbl 1) U 1eKOMITO3UPYETCsS Ha CICIYIOIINE
HOJIPOIIECCHI:

— MApKETUHT (PpaHIIN3HbI,

— KaHaJIbl IPOJIBI>KECHUSI (PPAHIIIN3HI;

— peKJama MpOoABUKEHUS (PpaHIIN3HI;

— KaJpoBoe o0ecreyeHue npoax GppaHIm3bl;

— MpeJIOTOBOpHAs CTausl OTHOIIEHUH C mapTHepaMu (ppaHvaii3u;

— peKJama MpoABUKEHUS (PpaHIIN3HI;

— KaJpoBoe o0ecreyeHue npoax (ppaHIm3bl;

— MPEeJA0rOBOpHAs CTaJusl OTHOUIEHUH ¢ mapTHepaMu (hpaHyaii3u;

— 00paloTKa 3anpocoB NOTEHIMAJIbHBIX MMOKYyIAaTeIeH (GpaHIlIn3bI;

— ayAuT OINEPaIMOHHON JeATeIbHOCTH (PpaHUyaii3u.

Bueapenne CMK, kak mpaBujio, HAUMHAETCSA C JUArHOCTUKU U OIEHKH
TEKYIIEr0 COCTOSHHS U BO3MOXKHOCTEH (paHdaiizopa u ero nmaptHepos [7]. Ta-
KH€ JUArHo3bl CTOSIT JOPOTO, W JUIsi KOMITAHWM-TIAPTHEPOB MO ceTu (paH-
yali3uHTa, MPEACTaBIAIONINX, KaK MpaBuUiio, Majblii OuszHec, BHenpenue CMK
CTAaHOBUTCS CJIMILIKOM 3aTpaTHOW mpoueaypor. B 3ToM 1maHe uHTEpeceH
HauMeHee TPYAOEMKUM MOAXO0J CTAaHAAPTU30BAHHBIX TEXHOJIOTHUN pa3pabOTKU U
Bueaperns CMK [1, 11], npeamonararomuyii Ha HaYaJIbHOM dTare MPOBEICHHE
IKCIIpecc-ay/InTa Ha OCHOBE METOJIUYECKOTO BompocHuKa. OO0jacTh pacmpo-
CTpaHEHHUsI BONPOCHUKA — BCSl CeTh. B mepeueHb BOMPOCOB JOJKHBI OBITH
BKIr0ueHbI TpeboBanus cranaapra MCO 9001:2008, TCK® u komIuiekTa J0KY-
MEHTOB (PpaHYa3MHTOBOI MporpamMmbl, pa3paboTanHbix komnanueit <FRANSH
Crparerust pocta» [10]. OcHOBHBIEC BOIIPOCHI OXBATHIBAIOT JCATEIBHOCTD (PpaH-
yai3opa U ero nmapTHEPOB IO CETH, BKItouas nojapazaeneHus HR u |I'T, otaensl

pEKJIaMbl, MAPKETUHTA, JIOTUCTUKH, TPOJAXK, AEIONPOU3BOICTBA.
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JIaHHBIN MOIX0] CTAaHAAPTH30BaH J0 YPOBHS onepaluii (paspadoTana Mme-
TOJIMKA), CTPYKTypa METOJMYECKOTO BOIPOCHHUKA JOIMOJHECHA MOSCHCHHUSIMH 10
BHeIpeHuto oTaenbHbiXx TpeboBanuit UCO 9001:2008, koToprie umeroT 00yya-
folee Bo3/eicTBrUEe. BOmpoCcHUK anmpoOupoBaH B ACSITEIBHOCTH TOPTOBOW CETH,
nokaszajna cBO0 3(PEKTUBHOCTb, TOITOMY MOXKET ObITh MCIOJIL30BaH B M0J00-
HBIX CETEBBIX TOPTOBBIX KOMMAHUSAX U UX MapTHEpax, pabdoTarommx no ¢pas-

qaﬁ3MHry, 4TO SABJIICTCA BECbMaA aKTyaJIbHBIM.
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