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Mpepgucnosune

1 PABPABOTAH OTKpbITbIM aKLMOHEPHbIM 06LLECTBOM «Bcepoccuiickuii Hay4yHo-uccnefoBaTenbCKuii
WHCTUTYT cepTudmkaumnm»

2 BHECEH TexHuyeckuMm KOMUTETOM MO cTaHgapTusaumm TK 342 «Ycnyrun HaceneHuo»

3 YTBEPX/EH V1 BBEJEH B JENCTBWE [Mpukazom ®efepansHOro areHTCTsa no TeXHMUYECKoMy pe-
ryIMPOBaHNI0 1 MeTponorum oT 29 Hos6ps 2012 r. Ne 1612-cT

4 BSAMEH I'OCT P 50646—94

5 NEPEN3OAHUWE. Axusapb 2020 r.

MpaBuna npmeHeHus HacTOSAW ero cTaHgapTa YCTaHOB/EHbl BCcTaTbe 26 deaepasibHOrO 3akoHa
0T 29 uoHA 2015 r. Ne 162-®3 «O cTaHgapTusauuu B Poccuiickoih ®epepaunmn». MHdopmauns 06 uns-
MEHEHUAX K HacToALWEeMy cTaHagapTy Nyb6inkyeTcsa B eXerog>om (Mo COCTOSAHUI0 Ha 1AHBaps Tekyl, ero
roga) UHGOpMaLMOHHOM yKa3aTene «HauuoHasibHble cTaHA4apThli», a 0ULNaIbHbIA TE€ KCT WU3MEHEHWIA
M NONpaBOK — B €XEeMeCSAYHOM MH(OPMaUMOHHOM ykasaTene «HauuoHanbHble cTaHAapTbli». B cnydvae
nepecmoTpa (3ameHbl) UM OTMEHbI HACTOSALW ero cTaHjapTa COOTBETCTBYHO L, ee yBeAOMIeHne byaeT
ony6/MKoBaHO B GAMXKalilLeM BbIMyCKe €XeMeCsAYHOro MHGOPMaLMOHHOIO ykaslaTensi «HauuoHasbHble
cTaHfapTbi». CooTBeTCTBYlO W aA MHpopmauns, yBefOMEHEe U TEKCThl pasMelLalnTcs Takke B UH-
chopmauroHHol cncTeme 061 ero NoNb3oBaHNsa — Ha ohuumansitom cantTe ®PegepanbHoOro areHTcTBa Nno
TEXHUYECKOMY perynmpoBaHnio U MeTposiorun BceTn MUHTepHeT (wwyv.gost.ru)

© CraHgapTuHdopM. odopmneHne. 2014. 2020

Hacroswuii ctaHgapT He MOXeT 6bITb MOTHOCTHIO UM YACTUYHO BOCMPOW3BELEH, TUPAXUPOBAH U pac-
NPOCTPaHEH B kKauyecTBe OhULManbHOMO n3gaHns 6e3 paspelleHus defepanbHOro areHTCTBa No TEXHUYECKO-
My peryanpoBaHuio U MeTposiorum
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CopepxaHune
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ANaBUTHBIN yKka3aTe/lb TEPMUHOB Ha PYCCKOM si3blke
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BesepeHune

YcTaHoBMEHHbIE B HACTOALWEM CTaH4apTe TEPMUHbI, OTpaxKaloLwme cuctemy NOHATUIA B ccpepe ycnyr Ha-
CeJIEHN0. pacnosioXeHbl B CUCTEMAaTU3NPOBaAHHOM NopAaKe.

[Ona Kaxporo NOHATUA yCTaHOB/IEH O4WH CTaH,qapTI/I3OBaHHbII71 TEPMUH.

Hannune kBagpaTHbIX CKOGOK B TepMVIHOﬂOFVI‘-IeCKOVI CTaTbe O3Ha4aeT, YTo B Hee BK/1l04YEeHbl ABa TEpMU-
Ha. UMerLnx 06LIJ,VIe TEPMUHO3NEMEHTLI. B aﬂ(baBVITHOM yKasatesie jaHHble TePMUHbI NpuBeAEHbI OTAE/IbHO
C YKa3aHuemM HoMmepa CcTaTbW.

MpvBeaeHHbIE onpefeneHna MOXHO npu HeOGXOﬂ,VIMOCTI/I N3MEeHATb, BBOAA B HUX NMPOU3BOAHbIE NPU-
3HaKWN. packpbiBasd 3HaA4YeHUA UCNOJIb3yeMbIX TEPMUHOB n/vnnn YKa3sblBas 06bEeKTbI, OTHOCAWMecCa K onpene-
NAEeMOMY MOHATUIO. DTN N3MEHEHUA He JO/KHbI HapylwaTb 06beEM 1 coaepxaHne NOHATUNA, onpeaeneHHbIX B
HacTosweM CtaHgapTe.
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HAUWOHANBbHbBIN CTAHOLAPT POCCUWCKOW OEALEPALUNMN

YCNnyru HACENEHNIO

TepMUHbI 1 onpegeneHus

Services for people
Terms and definitions

fata BBegeHns — 2014—01—01

1 0O6nactb NpUMEHeEHUSA

HacTrosawwii ctaHgapT ycTaHaBnMBaeT TePMUHbI U onpeAeneHnst NoHATUI B 06/1acTu cTaHAapTu3aLmu,
MeHeKMEHTA YC/yT 1 NOATBEPXAEHNS COOTBETCTBUSA B C(hepe YCnyr, OKasbiBAEMbIX HACENEHUIO.

2 HopmaTtuBHbIe CChl1KK

B HacToALleM cTaHAapTe UCMOMb30BaHbl HOPMATUBHbBIE CCbINIKA Ha creaylolme ctaHaapTbl:

FOCT P MCO 10002 MeHemXMEHT opraHu3auui. Y 40BN1eTBOPEHHOCTb NoTpebuTens. PykoBoAcTBO no
ynpasfeHNo NpeTeH3naAMN B OpraHn3aLnmnsax

OCT ISO 9000 Cuctembl MeHegpKkMeHTa KayecTsa. OCHOBHbIE MOMIOXEHUS U CNoBapb

NMpumeuyaHue — Mpu N0Nb30BAHUM HACTOALLUM CTAHLAPTOM LiesIecoo6pasHo NPOBEPUTL AeNCTBUE CCbITOYHbIX
CTaHAapPTOB B MHDOPMALMOHHON cucTeMe 06LLero nosib3oBaHUsi — Ha odnLManbHOM caiite ®efjlepasbHOro areHTCTBa no
TEXHWUECKOMY PEeryn1poBaHuio 1 METPOIOTMK B CETU IHTEPHET MU N0 eXero4HoMYy UH(OPMAaLMOHHOMY yKkasaTenio «Ha-
LiMOHasbHbIE CTAHAAPTbI», KOTOPbI OMY6/MKOBAH MO COCTOSIHWIO Ha 1 siHBaps TEKYLEero roaa, v no BbiMyckam exemecsu-
HOTO MH(DOPMALMOHHOTO yka3aTens «HaunoHanbHble CTaHAaPTbI» 3a TeKyLW Kt rof. ECNn 3aMeHeH CCbIOYHbIV CTaHaapT,
Ha KOTOPbI faHa HefaTUpPOBaHHAS CCblKA, TO PEKOMEeHAYeTCsl UCNO0/b30BaTh AeiiCTBYIOLY0 BEpCUI0 3TOro cTaHgapTta
C YYeTOM BCeX BHECEHHbIX B AaHHYI0 BEPCUIO U3MEHEeHMIi. EC/M 3aMEHEH CCbITIOYHbIN CTaHAAPT, HAa KOTOPLIA AaHa AaTu-
poBaHHas CCblfika, TO PEKOMEHAYETCA UCMO0/b30BaTh BEPCUIO 3TOTO CTaHAapTa C yKa3aHHbIM Bbllle ro40M YyTBepXAeHUs
(npuHsATKS). Ecnn nocne yTBepXAEHUs HACTOSILLEro CTaHAapTa B CCbIIOYHbIN CTAHAAPT, HA KOTOPLI faHa 4aTupoBaHHas
CCblfika, BHECEHO N3MEHEHUe, 3aTparuBaoLiee nosoXeHue, Ha KOTOpPoe AaHa CCbiNka, TO 3TO MOMOXKEHNE pekoMeHAyeTcs
npuMeHsThL 6e3 yyeTa [aHHOr0 U3MEHEHUsI. ECIM CCbINOYHbIN CTaHAapT OTMeHeH 6e3 3aMeHbl, TO NOI0XEHNE, B KOTOPOM
[laHa ccbifika Ha Hero, peKoMeHAyeTcs NPUMEHSTL B YACTW, He 3aTparvBatoLeil 3Ty CChlIKy.

3 TepMuHbl 1 onpepeneHns

3.1 O6uwMme noHATUA

3.1.1 ycnyra: Pe3ynbtar HenocpeacTBEHHOro B3aI/IMO,CI.eI7ICTBI/IFI ncnonHuTena u n0Tpe6|/|Ten;|, a Takxe
CO6CTBEHHOIA AeATEeNbHOCTN UCNONHUTENA YCNYT NO yAOBNETBOPEHUIO I'IOTpe6HOCTVI I'IOTpe6VITeI'IFI ycnyr.

NMpumeyaHuns

1 B cootBeTcTBMM C onpegenennem FOCT ISO 9000 ycnyra — 3TO pesynbTar, kak MUHUMYM, OA4HOro AelcTBuSA,
06a3aTenbHO NPOMU3BEAEHHOr0O (OCYLLLECTBNEHHOrO Npu B3auMOAencTBnmM) Mexay NocTasLMKOM 1 3aka3ynkom (notpedu-
Tenem). kak NnpaBwusIo, HemaTepuasbHbIi.

2 Ycnyru, oka3blBaeMble HacefneHuio, NoapasfenaioTcs Ha maTepuanbHble, HematepuasnbHble — (CoLUanbHO-Kyb-
TYPHbIE) U CMEeLLaHHble.

3.1.2 matepuanbHas ycnyra: Ycayra no yAoBfeTBOPEHNIO MaTepuasibHO-ObITOBLIX NOTpebHOCTEW Nno-
Tpebutens ycnyr, okasaHue KOTOPOI BK/OYaeT AeATeNbHOCTb, OCYLLEeCTBASEMYO MO OTHOLLEHWIO K Matepu-
afbHOMY NPOAYKTY, B TOM uucne, npefoctaBnsemMomy notpebutenem.

N3paHue oduynansHoe
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MpumevaHnsa

1 MatepuasibHble YCyry BKIKOYAKT: YCYrn aBTocepsmuca, PEMOHT 1 TexHuyeckoe obcnyxnsaHme o60pyoBaHns,
TEXHUKM, MaLLUH, PEMOHT N BO3BE[EHWNE XWUIbIX NOCTPOEK, PEMOHT U U3rOTOBNEHNE U3AENUN, XUMUYECKYIO YNCTKY, CTUPKY
6€e/1bs, XUMNLHO-KOMMYHa/IbHbIE YCIYTU, TPAHCMOPTHbLIE YCIYTU, YCIYT CPeACTB pasMeLleHns, yCayru MHAycTpum nurta-
HWA 1 np.

2 MartepuanbHas ycnyra obecneuynBaeT BOCCTaHOBNEHUE (M3MEHeHWe, coxpaHeHue) noTpebuTenbCKUX CBOICTB
npoAykTa Unn M3roToBNEHWE HOBOrO NPOAyKTa Mo 3akasam noTtpebuteneil, nepemelieHve rpysos U nogei, cospaHue
yCnoBuii ansa noTpebnexHns ycnyr no 3akasam notpeéutenei u T.nm.

3 Ycnyru oTaensbHbiX BUAO0B, OCYLLEeCTBASEMbIE 3a NiaTy No 3akasy notpebuteneii n umMeroLme HeKnii matepuasb-
Hblli pesynbTar uan matepuasnbHOe BbipaXeHne, MHorAa HasbliBatoT paboToii.

4 MatepuasibHble YCyrn He UCYEPNbIBAIOTCA NPUBEAEHHLIM NepeyHeMm.

3.1.3 coumanbHo-KyNbTypHas [HemaTepuanbHasa] ycnyra: Ycnyra no y4oBNeTBOPEHUI0 AYXOBHbIX,
VHTENNEKTYaslbHbIX, 3TUYECKUX NOTPEGHOCTel 1 NnoAfepXaHne HOPMasbHON XU3HeAesTeNbHOCTU NoTpe6u-
TeNis. B TOM YKC/le NoaAaepXaHue U BOCCTAHOB/IEHNE 340P0Bbs, yXOBHOE 1 (DU3NUECKOE PasBUTME IMYHOCTY,
noBbILIEeHUEe NPog)eccnoHanmama.

MpumeuvyaHns

1 CoumanbHO-KybTypHbIe YCAYTN BKIOYALOT:

- NpeloCTaB/IeHe HemMaTepuanbHbIX MPOAYKTOB (Hanpumep, cTpaxoBaHue, 6aHKOBCkMe, (DUHAHCOBbIE, 3KCMEPTHbIE
1 NpaBOBble YCYTU, KOHCANTUHT);

- obpasoBaTenbHble ycnyru (obyvyeHune, NOAroTOBKa KaApoB, NOBblWeHWe KBanudukauum nepcoHana u np.);

- yCnyrv KynbTypbl, CopTa, Typu3ma, opraHusalns oTabixa u ocyra;

- YX0[4 1 neveHune 3akasynkos (Hanpumep, napukmaxepckue u kocMeTuyeckme ycnyru, MeauLuHCKne yCnyru, ycnyru
ANS HENPOAYKTUBHbIX XWUBOTHbIX):

- cfjaya BHaem obopyfoBaHusa, nomelleHunii (Hanpumep, areHTcTBa No caaye B apeHay, ycnyru npokaray);

- ceTeBble yCnyru (ycnyru cBsasu, VIHTEpHET, TeNleKoMMYyHMKaLuii, TenetoHHO CBS3U 1 Ap.).

2 CounanbHO-KyNbTypHbIE YCYTN He NCUYEePNbIBAOTCA NPUBEAEHHbIM NepeyHeM.

3 K cMellaHHbIM ycyram OTHOCAT ycyru, npegycmartpusalollme ogHOBpEMEHHOE Y0BeTBOPeHe MaTepranbHo-
6bITOBbIX N COLMAnbHO-KYIbTYPHbIX NOTPe6HOCTeN noTpebuTeneit ycnyr.

3.1.4 ncnonHuTens ycnyr: MpeanpusTte, opraHvsauus WM UHAMBUAYalbHbIM NpeanpuHMMatens,
oKasblBatLve, Npegnaraiollye uim UMeloLLIMe HaMepeHKe okasaTtb YCyry noTpebuTento.

MpumeyvaHnsa
1 B cootseTcTBMM ¢ onpegeneHnem FOCT ISO 9000 ncnonHUTENS yCNyr HasbiBalOT NOCTaBLYUKOM YCYr.
2 icnonHUTeNb yCnyr MoXeT 6biTb Ha3BaH CEPBUCHOI opraHusauyuen.

3.1.5 noTpebutens ycnyr: ®usunyeckoe nmLo, noayyawLlee, 3akasbiBatoliee mMbo umerlLlee Hamepe-
HUe NoslydynTb UK 3aKasaTb YCNyry B JINYHbIX, 6bITOBbIX UM UHbIX LENsAX, He CBA3aHHbIX C ocyuiecTe/ieHmem
npe,qanHmmaTeanKon AEeATENbHOCTHN.

MpumeuyaHune — lNoTpe6uTenem ycnyr MOXeT GbiTh 3aKa3uuK, KIMEHT, rocTb, NOKynaTesb, TYpUCT, Naccaxup,
noceTuTe b, NALUNEHT, NOJIb30BaTE b YC/IYr, KMEHT HA a6OHEHTCKOM 06C/yXUBAaHUM, NOTEHLUMANBHbIN 3aKa3uuK.

3.1.6 3aka3 Ha ycnyry: CornatwleHvie Mexay notpebutenem n UCnosIHUTENEM YCyTy B YCTHO WX MHOM
dhopme, B COOTBETCTBMM C KOTOPbIM UCMOMHUTENb YCAYT NPUHUMAET Ha cebsi obsi3aTeNlbCcTBa OKkasaTb yCnyry.

3.1.7 poroBop okasaHuA [npepocTasBsieHUA] ycnyr: JoKymMeHTaslbHO OOpMJ/IEHHOE cornalleHne
mMexay noTpebutenem n UCNoNHUTENEM YCAyr, onpeaenstollee puanyeckme, 3KOHoOMMYeckne n TeXHNUYeckne
OTHOLLUEHNA CTOPOH.

3.1.8 Kogekc nosegeHna ncnonHutTena ycnyr: CoBOKYNHOCTbL MpaBui MNOBEAEHUA UCMNONHUTENA yCnyr
npu okasaHum (NpefocTaBNeHNN) YCIIyr, OCHOBAHHbIX Ha CO6GM0AeHNN Tpe6oBaHUiA YyCTaHOB/EHHbIX 4OKYMEHTOB.

3.1.9 okaszaHue [npegoctaBneHne] ycnyru: AeaTenbHOCTb UCNOMHUTENS YCyru, Heobxoaumas ans
o6ecrneyeHuns BbINONHEHUS YCNYTU.

MpumevaHnsa

1 B cooTtBeTCcTBUK C onpegeneHvem FOCT ISO 9000 oka3aHue ycnyr — 370 AelicTBME NO NpeAoCcTaBeHUI0 YCyru.

2 OkasaHue ycnyrm MOXHo nogpasgenuTb Ha oTAesbHble aTanbl: o6ecneyeHne Heo6xoAMMbIMU pecypcamm, TEXHO-
NIOrMYecKnii Npouecc NCNOMHEHUs,, KOHTPO/Ib, UCMbITAHME, NPMEMKA, NPOoLEecC 06CNyXNBaHUS.

3.1.10 o6cnyxmBaHue: JessTeNbHOCTb UCNOMHUTENS YCAYT NPYU HEMOCPELCTBEHHOM KOHTaKTe ¢ noTpe-
6utenem ycnyr.

MpumeyaHne — BcooTBeTcTBuM c onpegenennem FOCT P MCO 10002 o6cnyxumBaHne — 3T0 B3auMoAeii-
CTBME opraHu3aunv ¢ notpebuTtenem (3akasunkoMm) Ha BCex aTanax okasaHus ycnyTu.
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3.1.11 npouecc o6cnyxmnBaHnsa: CoBOKYNHOCTb onepauuii n feicTBUlA, BbINOMHAEMbIX UCNONHUTENEM
ycnyr npu HernocpeAcTBEHHOM KOHTaKTe C NoTpebutenemM B npouecce okasaHus (NpefocTaB/ieHNs) YChyr.

3.1.12 meTopg [cnoco6] o6cnyxuBaHusa noTpebuteneit: MeTtoa (cnocob) peanvsaunm noTpebuTensam
NPOAYKLUMK, OCYLLECTB/IEHNS OPraHM3aLMOHHbIX MEPONPUSATUIA B NpoLecce okasaHus (NpefocTaBneHns) yenyr.

3.1.13 TexHONOrMYecknii npouecc ncnonHeHnsa ycnyru: OcHOBHasA 4YacTb npouecca okasaHusa (npe-
[OCTaBNeHNA) YCNyru, cBA3aHHas ¢ M3MEeHeHWeM COCTOSHNA 06bekTa ycnyru.

3.1.14 npoJo/MKUTENBHOCTb UCNOJIHEHUA YCNYrn: HopmaTtuB BpeMEHU Ha UCMNOJIHEHUE YCyrn, ycTa-
HOB/IEHHbI UCMOMIHUTENEM YCNYTU 1 AOBELEHHbI [0 CBeAEeHNS NoTpebuTens ycnyru.

MpumeyaHune — lMNpuMepamu ycTaHOB/IEHHbIX HOPMATVBOB BPEMEHU Ha UCMOJIHEHWE YCYTN SABAAIOTCS HOP-
MaTVBbl BPEMEHW Ha U3roToB/IEHVE NPOAYKLMUM O6LLLEeCTBEHHOrO NUTAHNA, YCAYTN XUMYNUCTKN, YCAYTU N0 PEMOHTY W TeXHU-
yeckomy o6cnyxumBaHuio ob6opyaoBaHuA, TpaHcnopTa u T.n.

3.1.15 npofo/mKMTEeNbHOCTL 06CNyXnBaHua: MNepuos BpeMeHW, B TeYeHMe KOTOpPOro noTpebutens
yCNyr HeNoCcpeaCcTBEHHO B3aMMOAENCTBYET C UCMNOMIHUTENEM YCIYT.

3.1.16 npaBuna o6cnyxmBaHusa: [oKyMEHT, pernaMeHTUpYLWMii NOPSAOK U YCNOBUS 06CTyXUBaHNSA
notpebuTenen u cogepxalymii COoTBETCTBYOLWME TPe6OBaHNSA 1 HOPMbI.

3.1.17 npaBuna okasaHusa [npogoctasneHus] ycnyr: JokyMeHT, ycTaHaBMBaLWniA NopsfokK, cobto-
[leHne KOToporo Heo6XoAMMO ANS BbIMOSIHEHUS KaKUX-M60 AeNCTBUIA NPy OKazaHUW YCnyr.

MpumeuvaHne — lMpumepamu nNpaBua okaszaHua (NpegocTaBneHns) ycnyr sensawTca MNMpasuna 6bITOBOro 06-
CNyXuBaHus HaceneHus. MNpaBuna okasaHus ycnyr obLiecTBEHHOro nutaHus. Mpasuna npegocTaBneHUst TOCTUHUYHbIX
ycnyr. MNpaBuna BbiNONHEHUA OTAeNbHbIX BUAOB paboT, AelicTByolwmne B Poccuiickoli ®egepauun n yTBepXAeHHble B
yCcTaHOB/IEHHOM nopsaake, v ap.

3.1.18 ycnoBusa o6cnyxunaHus: CoBOKYNHOCTb (DaKTOPOB, BO3AENCTBYIOWMX HA NOTPEGUTENS YCIyTy
B rpoLiecce 06CNyXUBaHUS.

3.1.19 pe3ynbTaT ycnyru: Pe3ynbTar AesiTeIbHOCTW UCMOHUTENS YC/YTY, HanpaBieHHoW Ha yaoBneT-
BOpeHWe NoTpeGHOCTU NoTpebuTens ycnyriu.

NMpumeyaHune — PesynbTar ycnyru 3akN4aeTcs B UBMEHEHNU COCTOSHUS 06bEKTa ycyru u/wnv yaoBneTso-
peHun NoTpebHOCTEN.

3.1.20 cchepa ob6cnyxmBaHus HaceneHus: COBOKYNHOCTb NPeAnpuaTUii, opraHusauuii 1 MHANBUAY-
asibHbIX NpeAnpuHUMaTenel, okasbiBaloLWUX YCyrn HACENEHMIO.

3.2 MoHaTna B 06nacTy cTaHfapTusauum ycnyr

3.2.1 06beKT cTaHfapTMU3aumnu: Ycnyra, npouecc okasaHus (npefoctaBfieHuns) ycnyru, pesynbtar yc-
Nyru. nognexatine craHgapTusauuu.

3.2.2 rpynna oAHOPOAHbIX ycnyr: COBOKYMHOCTb YC/yr, XapakTepusyoLmnxcsa o6LWwmmM Lenesbim n/mnm
PYHKLMOHA/IbHBIM Ha3HAYeHneM.

3.2.3 cTaHAapT Ha ycnyry: [JokyMeHT, B KOTOPOM B Lie1sX 40O6POBOIbHOTO MHOTOKPaTHOrO UCMNO/b30Ba-
HMA yCTaHaBNMBAKOTCA XapakTepUCTUKN 1 NpasBuia okasaHusa yciyr Uamn BbINOHEHUS paboT.

NMpumeuyaHne — KcraHAapTam Ha yC/yryt OTHOCAT: MEXAYHapOoaHble, pernoHasbHble N HauMoHalbHbIe CTaH-
[apThl. NpeABapuTeNibHble HaLMOHabHbIe CTaHAAPTbI, CTaH4aPTbl OpraHu3auum.

3.2.4 TeXHNYeCKnii AOKYMEHT Ha ycnyry: [IokyMeHT, ycTaHaB/IMBaOLWWI TEXHNYECKME, TEXHOIoTnYe-
CKWe, KOHCTPYKTUBHbIE U ApYTne XapakTepucTukn ycnyru.

MpumeyvyaHune — KTEXHNYECKUM [OKYMEHTAM HAa YCNYry OTHOCST TEXHUYECKME YCNOBUS, TEXHOMOrMYeckmne
KapTbl, TEXHOOTMYECKNE WHCTPYKLWKU, CTaHAAPTbl paboTbl U 0GCNYXWUBAHUA, TEXHWYECKME OnucaHus, cneuudukauyum,
3KCMNyaTaLMOHHYI0 OKYMEHTALMIO, CXEMbI, YEPTEXM, 3CKN3bI W Mp.

3.3 MoHATUA B o6n1acTu kavyecTsa u MeHe)XXMeHTa ycnyr

3.3.1 kauecTBO ycnyru: CoOBOKYMHOCTb XapakTepPUCTVK UNN nokasaTesieil kayecTBa ycnyru, onpeaens-
IOLLMX ee CNOCOBHOCTbL Y10BNETBOPATL YCTAHOB/IEHHbIE UNU NpeAnonaraeMble NOTPe6HOCTU NoTpebuTens.

MpumevyaHune — B coorBetrcTBuu c onpegenedmem NOCT ISO 9000 kayecTBO yCnyr — 3ro CTeneHb CooTBeT-
CTBMS COBOKYMHOCTN NPUCYLLMNX XapakTepUCTUK ycnyr TpeboBaHnsaM, NpegbaBasieMbIM K ycriyram.

3.3.2 KauecTBO 06CNyXMBaHUsA: COBOKYNHOCTb XapakTEpPUCTUK NpoLiecca 1 YCloBUil 06CMyXMBaHNS,
o6ecneunBaioLLyX YA0BIETBOPEHNE YCTAHOB/IEHHBIX WY NpejrnosiaraemMbix NoTpeGHoCTel NoTpeduTens.
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3.3.3 cBoiicTBO ycnyru: O6bekTMBHAs 0COGEHHOCTb YC/yr1, KOTOpas NposiBNSETCS Npu ee okasaHuu
(NnpepoctaBneHnn) 1 notpebdaeHun.

3.3.4 nokasaTenb kayecTtBa ycnyru: KonnyectseHHas Uav kayecTBeHHas XxapakTepucTuka OgHoro um
HECKO/IbKMX CBOWCTB yC/yru, onpeaensiolwmx ee cnoco6HOCTb yA0BNETBOPATL NOTPEOHOCTM NoTpebuTens.

3.3.5 ypoBeHb kauvecTBa ycnyru: OTHOCMTE/bHAs XapaKTepucTyka kayecTBa YCMyru, OCHOBaHHas Ha
CpaBHeHUN (hakTUYEeCKX 3HaYEeHW NokasaTenei ee kayecTBa C HOPMATUBHBIMI 3HAYEHUSAMY 3TVX NokasaTeneil.

3.3.6 oueHka kayecTBa ycnyr: OnpefeneHue nokasatesneil kayecTsa ycnyr ¢ yHeTOM [OCTOBEPHOCTW
N/MAN TOYHOCTN KONNYECTBEHHBIX 3HAYEHWIA.

3.3.7 KOHTPONb KayecTBa ycnyr: [leATenbHOCTb NO ONpeAesieHnio 3HaYeHnin nokasaTenein Kavecrsa
YCNYT ¥ CPaBHEHNSA NOMyYEHHbIX Pe3yNbTaToB C YCTaHOB/IEHHbIMY TPEGOBaHNAMM.

MpumeuvuaHune — BcooreercTBumn c onpegenerHnem NOCT ISO 9000 KOHTpO/b KayecTBa — 3ro npouegypa
OLleHKMN COOTBETCTBUSA MyTEM MPOBEPKU, HABMIOAEHNSA U CYXAEHUA, CONPOBOXAAEeMbIX COOTBETCTBYIOLUMW UCTbITAHUAMYN
VAN N3MEPEHUSMU,

3.3.8 meTof [cnoco6] KOHTpoNs kayecTBa ycnyr: COBOKYMHOCTb MpaBusl, NMPUHLWMNOB, CPeACTB, Mo-
3BO/ISIOLLMX KOHTPOMMPOBATL KA4eCcTBO YCyriu.
3.3.9

MEHEePKMEHT ycnyr: [leaTenbHOCTb, Hanpas/ieHHas Ha BbINo/IHeHne TpeboBaHWii noTpebuteneit ycnyr.
[FTOCT P NCO/M3K 20000-1—2010, 2.14]

3.3.10 cucTeMa MeHeXMeHTa kadecTBa ycnyr: CucteMa MeHeMKMEHTa A5 PYKOBOACTBA M ynpas-
NEHUs opraHu3auueli NPUMEHNTENBLHO K KAUeCTBY YCyT.

3.3.11 MeHeAXMeHT kauecTBa ycnyr: CKOOpAMHMPOBaHHas AesTeNbHOCTb N0 PYKOBOACTBY ¥ ynpase-
HUIO OpraHusayueil NPUMEeHNTENBHO K KAUeCTBY YCyT.

3.3.12 TpeGoBaHue Kk ycnyre: [JOKyMeHTanbHO W3M0XEHHbI KpUTepuil, KOTOPOMY AO/KXHA COOTBET-
CTBOBaTb KOHKpPETHasi OKasbiBaeMasi ycyra.

3.3.13

YAOBNEeTBOPEHHOCTL noTpebuTeneli: Bocnpuatue sakasumkamu n nNoTpebuTensmu ycnyr cTeneHu
BbINOJ/IHEHUA UX TPeboBaHWiA.
[FOCT ISO 9000—2011. 3.1.4]

33.14

npeteHsus (xano6a): BolpaxeHne HeyL0BNEeTBOPEHHOCTU NpoAayKuueli n/mnm pa6oToil opraHmsaumm.
WK HEMOCPeACTBEHHO NPOLECCOM YNpaB/ieHUst NPETEH3NUSIMI B CUTYaUUsX, F4e SBHO WM HESBHO OXuga-
eTcsa OTBET UMK peLleHue.

[FOCT P MCO 10002—2007, 3.2]

3.3.15

o6paTHas cBA3b: MHEHUSl, KOMMEHTapPUN U BbIPaXEHUS 3aMHTEPECOBAHHOCTY B yC/yre Wiy npouecc
06paboTkmM xanob.
[FTOCT P NCO 10002—2007, 3.6]

3.3.16 puck: BeposATHOCTb MPUUMHEHWUS MpY OKasaHUW YCIyr Bpefa >XM3HW WAM 3[40POBbI0 rpaxiaH,
VMYLLECTBY (DU3NUYECKUX UMW IOPUANYECKUX NNL, FTOCYAaPCTBEHHOMY UM MYyHULMNANIbHOMY UMYLLECTBY, OKPY-
Xatolei cpeae, XU3HU UK 3L0POBLH0 XUBOTHBIX U PACTEHUI C YUETOM TSHXKECTW 3TOrO Bpesa.

3.3.17 6e3onacHoOCTb ycnyr: COCTOsiHUe yC/yr, NpU KOTOPOM OTCYTCTBYET HELONYCTUMbI pUCK, CBSI-
3aHHbI C MPUUMHEHMEM Bpefa XM3HW WM 300POBbH FpaXaaH, UMYLLECTBY (DU3NYECKUX UMW HOPUANYECKUX
NNL. TOCYZapCTBEHHOMY WM MYHULMNA/IbHOMY UMYLLECTBY, OKpYXatoLleli cpese, XU3HWU UK 340POBLI0 XK-
BOTHbIX U PacTEHWIA.

3.3.18
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3.3.20

ynydyweHne kayectsa: YacTb MeHe[XMeHTa kayecTBa, Hanpas/ieHHas Ha yBennyeHune Cnoco6bHOCTH
BbIMNO/THUTb TpE6OBaHI/IF| K Ka4ecCTBy.

MpumeyaHune — TpeﬁOBaHVIFI MOTYT OTHOCUTbCA K 106bIM acnekTam, Takum Kak pPe3ynbTaTtuBHOCTDb, 3de)ek-
TUBHOCTb WU/IN NPOC/IEXNBAEMOCTb.

[FOCT ISO 9000—2011, 3.2.12]
3321

NoCTOsAHHOE ynyulweHue: MoBTopsWANCS AeATEIbHOCTL N0 YBE/IMYEHWI0 CMOCOGHOCTY BbINOSHATL
TpeboBaHus.

NMpumeuaHune — Mpouecc ycTaHOBNEHUA LieNeli 1 noncka BO3MOXHOCTEN YNyULleHNs ABNAETCH NOCTOSAHHbIM
NpOoLECCOM, UCMOMb3YIOWUM HAGMIOAEHNS ayAuTa U 3aKMKYEHNUS MO pesynbTataM ayauTa, aHasius AaHHbIX, aHanms co
CTOPOHbI PYKOBOACTBA UM ApYTue cpefcTBa M 06bIYHO BeAYLUM K KOPPEKTUPYIOLWMM feiCTBUAM Unu npegynpexaato-
WM AelicTBUSIM.

[FOCT ISO 9000—2011, 3.2.13]

3.3.22 npocnexnBaemocTb yCayr: Bo3MOXHOCTb [OKYMEHTa/IbHO YCTAHOBUTL UCTIONTHUTENS YCAYT.

3.3.23 npocnexunBaeMocTb yCayr: Bo3MOXHOCTb fOKYMEHTa/IbHO YCTaHOBUTb UCMOAHUTENSA (NOoCTaB-
LUKa) YCnyr.

3.3.24 cooTBETCTBMUE YCNYr: BbinonHeHve TpeboBaHus, NpeAbABASEMOrO K ycyre.

3.3.25 HecooTBeTCTBME yCNyr: HeBbiNonHeHe TpeboBaHNs, NpeabsABASEMOro K ycnyre.

3.3.26 npepynpexpatouiee geincteue (a4nsa ycnyr): [eiicteue, npeanprHATOe AN YCTPaHEHUa npu-
YMHbI MOTEHLMaNbHOr0 HECOOTBETCTBUA AW APYroi NOTEHUMANBHO HeXenaTelbHol cutyaumn.

3.3.27 KoppekTupylowee geicteue (4na ycnyr): fleiicteme, npeAnpuHATOe 418 YCTPAHEHNS NPUYNHBI
06HapyXeHHOro HeCOOTBETCTBUA UM APYrOi HeXenaTenbHON cuTyauun.

3.4 ToHATWA B 061acTy NOATBEPXAEHUS COOTBETCTBUS YCNyr

3.4.1 cuctema cepTtudmkaymm ycnyr: CoBOKYNHOCTb NpaBui BbINOMHEHNS paboT no cepTudmkalmm
yCnyr, ee y4acTHUKOB U Npasui (OYHKLMOHMPOBAHNSA CUCTEMBI cepTudnKaLmmn B Liesiom.

3.4.2 opraH no ceptudukaymm ycnyr: tOpuanyeckoe muo an MHAMBMAYabHbIA NpeanpuHUMaTens,
aKKkpeAnToBaHHble B yCTAHOB/IEHHOM MOPSAKe AN BbINOMHEHWA paboT no ceptudmkanum ycnyr.

3.4.3 06beKT cepTudukayumn B chepe ycnyr: Ycnyra, pesynbtar yciyru, npouecc okasaHus (npego-
CTaBMEHUN) YCNyrn, NepcoHas, okKasbiBaloWWin YyCayrn, UCNOMHUTENb YCNYry, cUCTeMa MeHeMKMeHTa kade-
cTBa ycnyr, nognexatiue ceptmukaumm.

3.4.4 oueHka coOoTBeTCTBUSA ycnyr: MNpsamoe nnm KOCBEHHOe onpefeneHne cobnoaeHns TpeboBaHuii,
npeabABAAEMbIX K yCyram.

3.4.5 noATBepxXAeHNe COOTBETCTBUSA YCNYr: [lokyMeHTa/lbHOe y40CTOBEPEHNE COOTBETCTBUSA BbIMNO/I-
HeHus paboT WU oKasaHuUa ycayr NnosoXeHUsM CTaH4apToB, CBOAOB Npasus, YCI0BUSAM [OrOBOPOB UK Tpe-
60BaHNAM ApYrnX JOKYMEHTOB.

3.4.6 cepTudukaymna ycnyr: dopmMa ocyLeCTBASSIEMOro OpraHoM Mo cepTudunkaumm NoATBEPXAeHUs
COOTBETCTBUA YC/YT NOJIOXEHUAM CTaHAAPTOB, CBOAOB NPasus, yCN0BUSAM [OroBOPOB UK TpeboBaHUAM ApY-
rMX [JOKYMEHTOB.

3.4.7 cepTndpnumnpyemas ycnyra: Ycnyra, nognexatias ceptmukaumm.

3.4.8 cepTudpnympoBaHHas ycnyra: Ycnyra, npowegwas ceptudpukanuio.

3.4.9 3Hak cooTBeTCcTBMA: O60O3HaYeHue, cnyxauiee ANA MHPOPMUPOBaHWA NoTpebuTeneid o cooT-
BETCTBUM YCNYT Kak 06bekTa cepTudukaymm TpeboBaHnsAM cUcTeMbl 4OOPOBOILHON cepTudmkalmm nan Ha-
LMoHasIbHOMY CTaHAapTy.

NMpumeuyaHue — MNpUMeEHeHNe 3HaKa COOTBETCTBUS OCYLLECTB/SETCA NOTPEGUTENEM YCNYT HA fLO6POBO/LHOIM
OCHOBE N106bIM YA06HbIM COCOGOM B MOPsifiKe, YCTAHOBIEHHOM OpPraHoM Mo cepTudmKaLuy.

3.4.10 cepTuchukaT COOTBETCTBUA Ha yCNyru: [LOKYMEHT, yAOCTOBEPSIOLW M COOTBETCTBUE YCAYT MO-
NOXEHWSIM CTaHAapToOB, CBOAOB NPaBW/, YCNIOBUAM JOrOBOPOB UM TPe6GOBaHUAM APYTUX [OKYMEHTOB.

3.4.11 naeHTUdMKaLMa yCayr: YcTaHOB/IEHE COOTBETCTBUSI ONpeAeneHHbIX YCYT UX CYLLEeCTBEHHbIM
npu3Hakam, a Takxe TpeboBaHUSIM HOPMATUBHbIX, TEXHUYECKMX AOKYMEHTOB U MHpopMauum 06 ycnyrax, co-
Jepxalleiica B JOKyMEHTax AN notpebuteneii.
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