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(CD9@<S ;4 8BEF<:9A<S 6 5<;A9E9) – BEAB64A4 6 1991 7B8G. 
�ECB?P;GS D9>B@9A8B64AAGR 8?S <;GK9A<S ?<F9D4FGDG, BC<L<F9 

>4:8GR <; A<I, 84=F9 <@ CB?AGR I4D4>F9D<EF<>G. 
 

"9EFB6O9 ;484A<S (CD<@9DO): 
 

1. �4K9EF6B – QFB: 
4) EBBF69FEF6<9 FD95B64A<S@;  
5) >4K9EF6B CDB9>F<DB64A<S, >4K9EF6B <;7BFB6?9A<S, >4K9EF6B CBEF46><, 
BFABE<F9?PAB9 >4K9EF6B; 
6) 6B;@B:ABEFP <ECB?P;B64A<S CDB8G>J<< <?< GE?G7<; 
7) EB6B>GCABEFP I4D4>F9D<EF<> B5N9>F4, BFABESM<IES > 97B ECBEB5ABEF< 
G8B6?9F6BDSFP B5GE?B6?9AAO9 < CD98CB?4749@O9 CBFD95ABEF<. 
 

2. !CD46BKA<> CB GCD46?9A<R >4K9EF6B@, >BFBDO= 6CBE?98EF6<< EF4? 
BEAB6BCB?474RM9= D45BFB= 6 QFB@ A4CD46?9A<<, D4;D45BF4?: 
4) �E<>464 
5) .D4A 
6) �9@<A7 
7) �DBE5< 
 

3. �6FBDB@ CD<AJ<C4 "!F4A84DF >4K9EF64 – AB?P 89H9>FB6" S6?S9FES: 
4) �E<>464 
5) .D4A 
6) �9@<A7 
7) �DBE5< 
 

4. �9D9K<E?<F9 BEAB6AO9 CB>4;4F9?< >4K9EF64 GE?G7, E FBK>< ;D9A<S 
CB>GC4F9?S: 



4) A489:ABEFP, B>DG:4RM4S ED984, CE<IB?B7<K9E><9 >4K9EF64, 
>B@@GA<>459?PABEFP, 8BEFGCABEFP, 74D4AF<S; 
5) EF4A84DF >4K9EF64 – AB?P 89H9>FB6; 
6) Q@C4F<S, >B@@GA<>459?PABEFP, EFD4IB6>4; 
7) A489:ABEFP, CE<IB?B7<K9E><9 >4K9EF64, 74D4AF<S. 
 

5. �O59D<F9 BCD989?9A<S, EBBF69FEF6GRM<9 CD98EF46?9AAO@ F9D@<A4@: 
4) CB?<F<>4 6 B5?4EF< >4K9EF64; 1) @9DO, CD<A<@49@O9 6 BD74A<;4J<< 

E J9?PR CB6OL9A<S QHH9>F<6ABEF< 6 
D9;G?PF4F<6ABEF< 89SF9?PABEF< < 
CDBJ9EEB6 8?S CB?GK9A<S 6O7B8O, >4> 
8?S BD74A<;4J<<, F4> < 8?S 99 
CBFD95<F9?9=; 

5) G?GKL9A<S >4K9EF64;        2) BEAB6AO9 A4CD46?9A<S < J9?< 
BD74A<;4J<< 6 B5?4EF< >4K9EF64, 
BH<J<4?PAB EHBD@G?<DB64AAO9 
6OEL<@ DG>B6B8EF6B@; 

6) B59EC9K9A<9 >4K9EF64; 3) 6E9 C?4A<DG9@O9 < E<EF9@4F<K9E>< 
BEGM9EF6?S9@O9 6 D4@>4I E<EF9@O 
>4K9EF64 6<8O 89SF9?PABEF< (>BFBDO9 
@B7GF 5OFP CB8F69D:89AO, 9E?< QFB 
FD95G9FES), A9B5IB8<@O9 8?S 
EB;84A<S 8BEF4FBKAB= G69D9AABEF< 6 
FB@, KFB B5N9>F 5G89F 6OCB?ASFP 
FD95B64A<S > >4K9EF6G. 

 

6. � EBEF46?SRM<@ >B@CBA9AF4@ >4K9EF64 FGD<EF<K9E><I GE?G7 @B:AB 
BFA9EF< E?98GRM<9:  
4) EBJ<4?PA4S, F9IA<K9E>4S, CD46B64S, Q>BAB@<K9E>4S, HGA>J<BA4?PA4S, 
QF<K9E>4S, Q>B?B7<K9E>4S; 
5) @4F9D<4?PA4S < A9@4F9D<4?PA4S; 
6) QEF9F<K9E>4S < HGA>J<BA4?PA4S. 
 

7. �<8O E9D6<E4 CB 6D9@9A< 97B BEGM9EF6?9A<S: 
4) CD98CDB84:AO=, CBE?9CDB84:AO=; 
5) :9EF><=, @S7><=; 
6) CDS@B=, >BE69AAO=. 
 

8. !4@O@ CBCG?SDAO@ ECBEB5B@ <EE?98B64A<S D4;AB7?4E<= @9:8G 
GDB6A9@ CD98BEF46?9A<S GE?G7 < A489:84@< >?<9AFB6 S6?S9FES 
CDBD45BF4AA4S 6 E9D98<A9 80-I 7B8B6 XX 6. 6 !(� @9FB8<>4: 
4) "K9FOD9I  "; 
5) SERVAQCIAL; 
6) CB?AB9 (FBF4?PAB9) GCD46?9A<9 >4K9EF6B@ < CDB<;6B8<F9?PABEFPR (Total 
Quality and Productivity Management); 



7) TQM. 
 

9. � 89SF9?PABEF< CB GCD46?9A<R >4K9EF6B@ FGDCDB8G>F4 @B:AB 
BFA9EF<: 
4) 4A4?<; >4K9EF64; 
5) CBEF4AB6>4 J9?< < ;484K; 
6) BCD989?9A<9 CBFD95ABEF< < BJ9A>4 99 G8B6?9F6BD9A<S; 
7) >BAFDB?P A48 D45BFB= EBFDG8A<>B6. 
 

10. �DB7D4@@4 >4K9EF64 – 8B>G@9AF, D97?4@9AF<DGRM<= >BA>D9FAO9 
@9DO CB B59EC9K9A<R >4K9EF64 FGDCDB8G>F4, EBEF46?S9FES A4 BEAB69 
C9F?< >4K9EF64. !BBF69FEF6G9F ?< GF69D:89A<9 89=EF6<F9?PABEF<? 

4) 84; 
5) A9F. 

 



2.2. �J9ABKAO9 ED98EF64 8?S CDB@9:GFBKAB= 4FF9EF4J<<  
 

�D<@9DAO= C9D9K9AP 6BCDBEB6 > ;4K9FG (GEFAB@G) 
1. #BASF<9 >4K9EF64 GE?G7, BEAB6AO9 A4CD46?9A<S 97B B59EC9K9A<S.  
2. "5M<9 CBASF<S: >4K9EF6B, GCD46?9A<9 >4K9EF6B@, E<EF9@4 >4K9EF64, 

CB?<F<>4 6 B5?4EF< >4K9EF64, GE?G74, B>4;4A<9 GE?G7<.  
3. �4K9EF6B >4> EBJ<4?PAB-Q>BAB@<K9E>4S CDB5?9@4 D4;6<F<S 

CD98CD<SF<S FGD<EF<K9E>B= <A8GEFD<<.  
4. �A4K9A<9 CB6OL9A<S >4K9EF64 GE?G7 6 FGD<EF<K9E>B= <A8GEFD<<.  
5.%BEF46?SRM<9 >B@CBA9AFO >4K9EF64 FGD<EF<K9E><I GE?G7: 

HGA>J<BA4?PAB9, F9IA<K9E>B9, QF<K9E>B9 >4K9EF6B.  
6. 'CD46?9A<9 >4K9EF6B@ A4 6E9I EF48<SI :<;A9AAB7B J<>?4 GE?G7<.  
7. #9F?S >4K9EF64 GE?G7<. 
8. %B89D:4A<9 >BAJ9CJ<< TQM.  
9. -6B?RJ<S >BAJ9CJ<= GCD46?9A<S >4K9EF6B@. 
10. "EAB6AO9 QF4CO D4;6<F<S GCD46?9A<S >4K9EF6B@ GE?G7. 
11. #BASF<9 E<EF9@O GCD46?9A<S >4K9EF6B@ FGD<EF<K9E><I GE?G7. 

%FDG>FGD4 E<EF9@O >4K9EF64 GE?G7 < I4D4>F9D<EF<>4 BEAB6AOI Q?9@9AFB6, 
HBD@<DGRM<I 89=EF69AAGR E<EF9@G GCD46?9A<S. 

12. %GMABEFP BEAB6AOI Q?9@9AFB6 @9I4A<;@4 GCD46?9A<S >4K9EF6B@ 
GE?G7.  

13.%B89D:4A<9 CDBJ9EE4 GCD46?9A<S >4K9EF6B@ GE?G7 < BEAB6AO9 
CB8IB8O > 97B BCD989?9A<R. "EAB6AO9 QF4CO CDBJ9EE4 GCD46?9A<S 
>4K9EF6B@ GE?G7.  

14. �4>BAO, ;4>BAB@9DABEF<, ;484K< < CD<AJ<CO GCD46?9A<S >4K9EF6B@ 
FGD<EF<K9E><I GE?G7. 

15. "EAB6AO9 FD95B64A<S > >4K9EF6G FGD<EF<K9E><I GE?G7.  
16.#BDS8B> BCD989?9A<S GDB6AS >4K9EF64, AB@9A>?4FGD4 CB>4;4F9?9= 

>4K9EF64: CB>4;4F9?< A489:ABEF<, Q>BAB@<K9E><9 CB>4;4F9?<, CD46B6O9, 
F9IAB?B7<K9E><9 CB>4;4F9?<.  9FB8O BJ9A>< >4K9EF64 GE?G7 < BF89?PAOI 
CB>4;4F9?9= >4K9EF64 FGD<EF<K9E>B7B B5E?G:<64A<S: <;@9D<F9?PAO=, 
EBJ<B?B7<K9E><=, D4EK9FAO=, Q>EC9DFAO=. 

17. #BASF<9 QHH9>F<6ABEF< GCD46?9A<S >4K9EF6B@ 6 FGD<EF<K9E>B= 
<A8GEFD<<.  

18. *9?P, ;484K< < CD98@9F EF4A84DF<;4J<< < E9DF<H<>4J<< GE?G7. 
19. "5M<9 CBASF<S: EF4A84DF<;4J<S, E9DF<H<>4J<S, E9DF<H<>4F, 

EF4A84DF. "5N9>FO EF4A84DF<;4J<<.  
20.  9:8GA4DB8A4S E<EF9@4 EF4A84DF<;4J<< < E9DF<H<>4J<<. 
21. %F4AB6?9A<9 EF4A84DF<;4J<< < E9DF<H<>4J<< 6 $BEE<<.  
22. �BEG84DEF69AA4S E<EF9@4 EF4A84DF<;4J<< 6 $BEE<< < 99 BEAB6AO9 

CB?B:9A<S. "D74AO EF4A84DF<;4J<< < E9DF<H<>4J<< 6 $BEE<<.  
23. $B?P EF4A84DF<;4J<< < E9DF<H<>4J<< 6 FGD<EFE>B@ B5E?G:<64A<<. 

�A4K9A<9 EF4A84DF<;4J<< < E9DF<H<>4J<< 6 B59EC9K9A<< D97G?<DB64A<S 
>4K9EF64 FGD<EF<K9E><I GE?G7. 

24. �<J9A;<DB64A<9 CD98CD<SF<= 6 EH9D9 FGD<;@4. 


