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rOCT P MICO/M3K 20000-1—2013
Mpegucnosue

1 MNOArOTOB/IEH 3akpbITbiM akUMOHepHbIM obwecTBoM «WT OkcnepT» M o06WecTBOM C
OrpaHNYeHHOol’ OTBETCTBEHHOCTbIO «/H(OPMAaLMOHHBIA aHaIMTUYECKUA BbIYUCUTENBHBIN LeHTp» (OO0
«/ABLI») Ha OCHOBe COGCTBEHHOrO ayTeHTUYHOro nepeBofa Ha PYCCKu fA3blK CTaHAapTa, YKa3aHHOro B
NnyHKTe 4

2 BHECEH TexHunyecknm KOMWUTETOM NO cTaHAapTUsaLum TK 22 «MH(hopmaLMoHHbIE TEXHOMOTMN»

3 YTBEPXAEH W BBEAEH B OEVCTBWE npukasom ®PefepasibHOro areHTcTsa Mo TEXHUYECKOMY
perynmpoBaHunio 1 MmeTposormn ot 08 Hosi6psa 2013 Ne 1543-cT

4 HacTtosiwmii  cTaHAapT MAEHTUYEH  MexAyHapogHoMy cTaHgapty WMCO/M3K 20000-1:2011
«H(hopmaLMOHHble TexHoMorun. YnpasneHune ycnyramu. Yactb 1: Tpe6oBaHWSA K CUCTEMe YyrpassfieHus
ycnyramm (ISO/IEC 20000-1:2011 «Information technology - Service management - Part 1. Service
management system requirements»)

HanmeHoBaHVe HacToslero craHgapTa W3MEHEeHO OTHOCUMTE/IbHO HaMMeHOBaHWSA YyKa3aHHOro
MeXayHapoaHOro ctaHgapTta Ansa npueegeHusa B cooreetctBue ¢ FOCT P 1.5 (nyHkKT 3.5).

5 BBEJEH BMNEPBbIE

MpaBuna NpUMeEHeHUs HacTOsALWEero craHgapTa ycTaHosneHbl B FOCT P 1.-2012 (pa3gen 8).
MHdopMaLums 06 n3amMeHeHUsIX K HacToslLeMy cTaHAap Ty Ny6nkyeTCs B eXXerofHoM (Mo COCTOSHUIO Ha
1 AHBaps TeKyLlero roga) MHhopmaunoHHOM ykasaTe e «HaunoHasibHble CTaHAapThi», a orymasibHbIl
MIOKCT MW3MEHEHWA W MOMpPaBOK - B eXeMeCAYHOM UHPOPMALMOHHOM YykasaTene «HaunoHanbHble
CTaHfapTbl» B cnyyaB nepecmoTpa (3aMeHbl) WIM  OTMeHbl HacToOsWeEro cTadHjapTa
cooTBeTCTBYylOWEee yBefOMeHne OyaeT ony6/MKoBaHO B 6GamKailleM BbIMyCKE eXeMeCsYHOro
MHOPMaLMOHHOIO YyKasaTens «HaunoHasbHble CcTaHgapTbi». CooTBeTCTBYyOWas UWHPopMmauus,
yBe[OM/IEHVE U TEeKCTbl pasMeLlaloTCca Takxke B MHpOPMaLMOHHOM cucTeme 06LLLero nosib3oBaHns - Ha
ouLMansHOM caliTe HauMoHa/lbHOro opraHa ®efepanbHOro areHTCTBa MO  TEeXHUYEeCKoOMy
perynMpoBaHuio 1 MeTpPOJIOrnMn B ceTU UHTEPHeT (gost.ru).

© CtaHpapTuHdopm. 2014

HacTtosiwmii cTaHaapT He MOXET 6bITb BOCMPOU3BEAEH, TUPAXNPOBAH M pacnpocTpaHeH B KayecTse
othuumansHoOro nsgaHus 6e3 paspeLleHmnsl HauMoHaIbHOro opraHa Poccuiickoit ®egepaummn no
cTaHAapTu3aumm.



rOCT P UICO/M3K 20000-1—2013
BeepeHve

Tpeb6oBaHusa B pgaHHoi 4vactm MCO/M3K 20000 BkItOYalOT MpoOekTMpoBaHue, npeobpa3oBaHue,
npefocTaB/ieHNe W COBEpLIEHCTBOBaHWE YCNyr, YAOBMEeTBOPAKOWMX TpeboBaHUAM K ycnyram u
ob6ecneyrBalLWMX LEHHOCTb AN 3aKka3umka M noctaslinka ycnyr. laHHas yactb MCO/M3K 20000 Tpebyet
NPUMEHEHUA KOMIM/IEKCHOIO MPOLECCHOro noaxofa npu OCYLECTB/IEHUN MOCTaBLUMKOM YCAYyr Takux BUOOB
[eATeNbHOCTU Kak NaaHupoBaHue, co3faHne, BHeApeHne, aKcnyaraums, MOHUTOPUHI, aHanus, nogaepxka
M COBEepLLUEHCTBOBaHME CUCTEMbI ynpaBneHus ycayramum (CYY).

CKoOpAMHUPOBaHHaA WHTerpauna un BHeapeHue CYY ob6ecrneumBaloT HeNpepbiBHbIA KOHTPO/b U
npefocTaBAsAOT BO3MOXHOCTU 71 MOCTOSAHHOIO COBEPLUEHCTBOBAHWUSA, 60/blUYI0 pPe3yNbTaTUBHOCTL U
3(pheKTUBHOCTb. DYHKLMOHMPOBaHNE MNPOLLECCOB, yKa3aHHbIX B AaHHOW yactn MCO/M3K 20000. TpebyeT
XOpOLLEeA opraHn3aunm n CKOOPAMHUPOBAHHOM paboTbl NepcoHasna. A1 obecnevyeHns pesysibTaTMBHOCTU U
3(hPeKTUBHOCTM MPOLIECCOB MOXET ObITb UCMO/Ib30BaH COOTBETCTBYIOLWMI NHCTPYMEHTapuii.

Ana Hanbonbluel pe3ynbTaTUBHOCTU MOCTaBLMKaM yCcayr cnegyeT paccMmarpvaTtb BAvsHue Ha CYY
Ha MPOTSXKEHVWM BCeX CTafuii >XU3HEHHOrO UWMKAa YCyru: OT cTpaTerMm 4epe3 MpPOEKTMpOBaHue,
npeobpasoBaHuMe 1 3KCM/lyaTauunio, BKIOYast MOCTOSSHHOE COBepLUEHCTBOBaHMe.

[aHHas yactb MCO/M3K 20000 TpebyeT NPUMEHEHUSI METOAO/I0TMN, U3BECTHOW Kak «MnaHMpoBaHue-
BbinonHeHue-NMposepka-KoppektupoBka» (POCA), ko BceM vactam CYY wn ycnyram. Metogonorua PDCA,
ncnonb3yembini B gaHHOW 4vactu NCO/M3IK 20000. MOXeT ObiTb KpaTKO OxapakTepu3oBaH Creayrowum
ob6paszom.

MnaHvpoBaHve: ycTaHOB/EHWE, [OKYMeEHTMpOBaHMe U cornacoBaHuwe CYY. koTopas Bkio4vaeT
NOANTUKN, LeNn, naaHbl 1 NpoLlecchl 415 yA0BIeTBOPeHUA TpeboBaHWUi K ycnyram.

BbinonHeHne: BHegpeHwe 1 akcnnyatauus CYY [na  NpoekTUpOBaHus, npeo6pasoBaHus,
npefocTaBNeHNS N COBEPLLEHCTBOBAHUA YC/YT.

MpoBepka: MOHUTOPUHI, n3MepeHue 1 rnposepka CYY u ycnyr Ha COOTBETCTBME MOSINTUKAM, LENAM,
nnaHam v TpeboBaHMAM K ycnyram, a Takxe npegocTtaBfieHne pe3ysibTaToB B (hopMe OTHETOB.

KoppekTnpoBka: NpuHATVE Mep MO NOCTOSSHHOMY COBEPLLUEHCTBOBaHUIO CYY 1 ycnyr.

Hanbonee BaxHbIMW acnekramy KOMMJIEKCHOrO MPOLECCHOro noaxoga u metogonorum PDCA npu
Mcnonb3oBaHun ¢ CYY ABAAOTCA:

NOHUMaHWe 1 y[oB/ieTBOpeHVe TpeboBaHWii K ycsyram C LUesblo AOCTMKEHUS YAOBETBOPEHHOCTUN
3aKasumka:

yCTaHOB/IEHNE MOMNTUK U Liefeit ynpasBaeHus ycnyramu;

ocHoBaHHoe Ha CYY ocylwecTB/ieHMe MNpoeKTUpoBaHUA U NpefocTaB/ieHUs  YCyr, KoTopble
npeAoCcTaBNAOT LEHHOCTb 3aKa3uunKy:

MOHUTOPWHT, n3MepeHne n aHanus acppekTneHocTn CYY u ycnyr;

NOCTOSIHHOEe coBepLueHCcTBOBaHMe CYY 1 ycnyr, OCHOBaHHOE Ha 06 bEKTUBHbIX N3MEPEHUSX.

Cxema 1 vnnmocTtpupyet npumeHeHne metogonormnm PDCA k CYY. BK/IOYas npouecchbl yrnpas/ieHus
ycnyramu, ykasaHHble B pasgeniax 5-9. m k ycnyram. Kaxgblii anemeHT metogonorun PDCA XU3HEHHO
Heo6xoAMM AN yCrnewHoro BHegpeHus CYY. Tpouecc coBeplleHCTBOBaHWSA, UCMNOJb3yeMblii B AaHHOW
yactn MCO/M3K 20000. ocHoBaH Ha meTogonornn PDCA.

JdaHHasa yactb NCO/M3K 20000 no3BonsieT NOCTaBLUMKY YCYr UHTerpupoBaTb cBon CYY c gpyrumm
cuctemaMmn ynpas/ieHUs B oOpraHusauum nocTtaslmnka ycnyr. [puHATUE KOMMJIEKCHOrO MpoLEeCcCHOro
nogxoga n metogonorun PDCA no3BosisieT NOCTaBLyMKy YC/yr NPMBECTU B COOTBETCTBME MeXAy CO60i nnm
MNOSTHOCTBIO WHTErpMpoBaTb HECKO/IbKO CTaHAapTOB CUCTeM ynpaBneHusa. Hanpumep. CYY MoOxeT ObITb
MHTErpMpoBaHa C CWUCTEMOl ynpaB/ieHUss KayeCcTBOM, OCHOBaHHOW Ha WCO 9001. wnm ¢ cuctemoin
MHOPMaLMOHHOWN 6e30nacHOCTU, OCHoBaHHOW Ha MCO/M3K 27001.

NCO/M3K 20000 HamepeHHO cO034aH KakK He 3aBUCAWMA OT KOHKPETHbIX YyKasaHulii cTaHaapT.
MocTaBLWKK yCyr MOXeT UCMO/Ib30BaTb coYeTaHne ObLLenpuHATLIX pekomeHAaluii 1 CO6CTBEHHOrO OnbITa.

Monb3oBaTenn MexayHapogHOro cTaHAapTa HecyT OTBETCTBEHHOCTb 3a €ero npaBwu/bHOE
npuMeHeHne. MexayHapoaHbIi CTaHA4apT He CTaBUT CBOeW LeNbilo O0xBaTUTb BCe HeobXoAaumble
3aKkoHogaTefNbHble W HOpPMaTMBHble TpeboBaHWA W [OroBOpPHble 06A3aTesnlbCTBa MOCTaBLUMKA YCAYr.
CooTseTcTBME MexayHapoAHOMY cTaHAapTy camo no cebe He faeT OCBOOGOXAEHUA WAN KaKuX-NnM6o
NPUBUErNn B OTHOLLEHUWN 3aKOHOAATENIbHbIX U PErympyowmx TpeboBaHuii.

OTAeNnbHOe BHMMaHWe obpalaeTcsa Ha TO. YTO HEKOTOPble 3/1IeMeHTbl HacTOoALWero AoKyMeHTa MOoryT
ObITb 06beKTOM nateHTHoro npaBa. MCO M M3K He HecyT OTBETCTBEHHOCTWU 3a ornpejefieHne naTeHTHbIX
npas Nogo6Horo poaa.

CtaHpgapT MCO/M3K 20000-1 6b11 nogrotosseH nogkomutetoMm MK 7 «MporpammHoe obecneveHne m
CUCTEMOTEXHMKa» O06beAUHEHHOro TexHu4yeckoro kommuteta WCO/M3K CTK 1 «/HMOpMaLMOHHbIE
TEXHONOrNU».
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PucyHok 1 - TMpumeHeHne metogonorum POCA B ynpaBieHun ycayramun

B uenax panbHelillero COBEPLIEHCTBOBAHUA U pa3paboTKM CTaHAApPTOB YyMNpaB/ieHUs ycnyramu
nonb3oBaTensaM npegnaraetcs BbickazaTb cBoe MHeHne no NCO/M3K 20000-1. a Takxke copmynmpoBaTb
npeanoyYTeHNs Mo o4YepefHOCTM BHECEHUS U3MEHEHUW B OCTaslbHble 4YacTu cTaHgapta WCO/M3K cepun
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HAUWOHA/NbHBLIAN CTAHAOAPT POCCUWNCKOW SEALEPALUNWN

NHopMaLnoHHasi TeXHOI0rus
YnpaBfieHue ycnyramu

YacTb 1. Tpe6oBaHus K CUCTEME yNpaBieHus ycayramm

Information technology - Service management - Part 1; Service management system requirements

Jata BBegeHns — 2015—01—01
1 O6nacTb NpUMeHeHuUs

1.1 O6Lwwue NonoxeHus

JaHHasa yactb MCO/M3K 20000 sBnsetca ctaHgapToM CucTembl ynpasiieHusa ycnyramu (CYY). 3gecb
npegcraBneHbl TPeb6oBaHUA K NOCTaBLUMKY YCYr MO NIaHNPOBAaHWUIO, CO34aHNI0, BHEAPEHWIO, IKCN/TyaTauuu,
MOHUTOPUHIY, aHanusy, noAAepxke U  coBepleHcTBoBaHWOo CYY. TpeboBaHua  oOxBaTblBalOT
npoekTUpoBaHve, npeobpasoBaHue, MNpefocTaBfeHNne W COBepLUEHCTBOBaHWE Ycayr Ana obecneyeHns
COOTBETCTBUSA TPebOBaHUAM K yCriyram.

AaHHasa yactb MCO/M3IK 20000 MOXeT UCNOMb30BaTbCS:

opraHusaumen, Hyxgawouweiica B MocTaBWMKax Yyciyr u Tpebytoweih rapaHTuii obecrneyeHus
BbINO/IHEHNSA COOTBETCTBYIOLWMX TPeboBaHU K ycnyram;

opraHusauuei, TpebytoLeli nocnefoBaTeslbHOr0O M COrlacoBaHHOro NoAxoga OT BCEX MOCTaBLMKOB
yCNnyr, B TOM Ync/ie B LiernoYke nocTtaBokK:

NOCTaBLUNMKOM  YCNyr, KOTOpbIA HamepeH MpPOAEMOHCTPMpPOBaTbL CBOM  CMNOCOGHOCTU MO
NPOeKTUpoBaHWio, Npeobpa3oBaHUIo, MPefloCTaB/IEHNIO U COBEPLUEHCTBOBAHUIO YCyr Ana obecrneyeHns
BbINOJ/IHEHNSA COOTBETCTBYIOLMX TpeboBaHuii K ycnyram;

NnocTaBLWKOM YCNyr A/ MOHUTOPUHra, WU3MepeHus W aHanmM3a CBOMX MNPOLLeCCOoB YyrpaBieHus
ycayramu un ycnyr;

NOCTaBLUMKOM YCNYT AN COBEPLUEHCTBOBaHMA NPOEKTMPOBaHMs, nNpeobpasoBaHnsa 1 NpegocTaBNeHNns
YC/yrT 3a CHET UCMO/b30BaHUA Pe3y/ibTaTMBHOIO BHeApeHusa n akcnnyarauum CYY,;

3KCNEPTOM WM ayaUTOPOM B KayecTBe KpUTepus A8 OLEHKW cooTBeTCcTBMA CYY nocTaslimka ycnyr
TpeboBaHusAM aToi yactn MCO/M3IK 20000.

Ha pucyHke 2 nokaszaHa CYY c y4yeTOM MpoLeccOB ynpaBfeHus ycnyramum. Cnyx6a ynpaBneHus
npoueccamm U1 CBA3AMM MexAy npoueccamu MOXeT ObITb peann3oBaHa Mo-pasHOMY pasNYHbIMU
nocTaBLUMKamMmn yCayr. XapakTep OTHOLWIEHUI MexAy MOCTaBLMKOM YCNYr U 3aKka3uumkom 6yaeT BvATb Ha
peanusaLluio NPoLECCOB yrnpaBneHnsa ycayramu.

1.2 O6nacTb NPMMEHEHUS

Bce Tpe6oBaHua B gaHHoi yactn NCO/M3K 20000 HocAT obwmini xapakTtep v npefgHasHadeHbl ANnS
NPUMEHEHUA KO BCEM MOCTaBLUMKaM YCNyr He3aBMCMMO OT TuMna, pasmMepa u xapakrepa npefocTtas/isieMbIX
ycnyr. UcknouveHne noboro us tpebosaHnii pasgenos 4-9 Henpremaiemo, ec/iv NOoCTaBLUMK YCAyr 3asBNseT
O COOTBETCTBUM AaHHoWi yactm MCO/M3IK 20000. He3aBMCMMO OT XapakTepa opraHusauum nocTaBLiMKa
ycnyr.

CooTBeTcTBME  TpeboBaHMsAM  pasfgenia 4  MOXeT OblTb  MPOAEMOHCTPUPOBAHO  TOJILKO
CBUAETENLCTBAMU O BbINOSIHEHUM BCex TpeboBaHWii pasgena 4. [na TpeboBaHuii pasgena 4 nocTaBLUMK
ycnyr He MOXeT nonaraTbCA Ha CBUAeTeNlbCTBa PYKOBOACTBa MpoueccamMu, ynpasaseMbiMU ApYyrumu
CTOpPOHaMMU.

CooTBeTCcTBME TpeboBaHUAM pa3fesioB 5-9 MoxeT OblTb MPOAEMOHCTPUPOBAHO CBUAETe/IbCTBaMU O
BbIMO/IHEHNUN BCeX TpeboBaHuii. B kayecTBe anbTepHaTVBbl MNOCTaBLMK YCMYr MOXeT npeaocTaBUTb
CBUAETENbCTBA BbINOMHEHNS 60/bLUMHCTBA TPe6GoBaHNi CaMOCTOSATeNIbHO U CBMAETEe/IbCTBa PyKOBOACTBA
npoweccamu, ynpasnseMbiMU APYTMMW CTOPOHamu, A/ TeX NpoLeccoB WAW 4acTu MPOLEeccoB, KOTopble
Haxo4ATCA 3a pamkamMu KOHTypa ynpas/ieHUs nocTaBLlyuKa yCryr.

M3paHve ouymansHoe
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B pamku gaHHon yactm NCO/M3K 20000 He BXOAUT crieundmkaums Ha NpoAyKT WM UHCTPYMEHTapuii.
Tem He MeHee opraHmsauuMm MOryT ucnonb3oBaTb 3Ty 4yactb MCO/M3K 20000. 4Tobbl MOMOYL UM
paspabatbiBaTb NPOAYKTbl U MIHCTPYMEHTbI, KOTOpble NogaepXxuBatoT padoty CYY.

MpumeyvaHne- WCO/M3K 20000-3 coaepxuT ykasaHWs MO oOrnpeaenieHnto 06/1acT NpUMEHeHUs 1
NPUMEHNMOCTM 3ToM YacT MICO/M3OK 20000. 3TOT AOKYMEHT BK/IHOYAET B CEGS AOMOSHUTENbHBbIE Pa3bsCHEHUsST MO
noBoAy PyKOBOACTBA NpoLeccamy, ynpasnsemMbIMU ApyrMn CTOPOHaMM.

3akasuumku Cuctema ynpasneHusa ycnyramm (CYY) 3akazuvkn

(VI ,El,pyrl/le OTBETCTBEHHOCTb P>konoacToo npoyeccamu, (M /J,pyrl/le
3aMHTepecoBaHHble pyKosoacTsa ynpaennemeiMK Apyrumu cTopoHamu 3avHTepecoBaHHble

CTOpOHbI) Coapas* ve CYY YnpaeneHue fokymeHTayuei CTOpOHbI)

Ynpasnenue pecypcamu

MpOeKTMPOBaHyie 1 NPeo6pPa3oBaHKe HOBbIX U

TpeGoBaHus K U3MEHSEMbIX YCIyT

Yenyrm
ycnyram

Mpoueccbl npegocTaBieHNs YCnyr
YnpasneHue YnpasneHue ypoBHem YnpasneHue
MOULHOCTSMU yenyr MH( OPMaLMOHHOI

dopmupoBaHue u 6elonaknocTeo
npeaocTaBieHne OTYETHOCTH - K
Ynpasneuune
EOAHeTKpOBaMVIO
V HenpepbIBHOCTNO® - V
ATpOLiecChl KO LMYMeT 3aTpaT Ha
N AOCTYNHOCTBHA p UT-ycnyrm
yenyr
YnpasneHue Koumrypauyk***
YnpaBneHne namMmeHeHnamMu
YnpaBsnexue penusamu n
BHejpeHnem
Mpouecchb!' Ipouiccebl
paspeLueHnn B3aVIMOOTHOLLEHWI

YnpasneHue nHunaeHTamm n Ynpasnexue
3anpocamu Ha Oﬁcﬂy)KMBaHVIS B3aUMOOTHOWEHNAM» C
6M>Hecom

Ynpaenexve npo6iemamu
YnpaeneHue nogpsagumkamn

PucyHok 2 - Cuctema ynpaB/ieHus ycryramm

2 HopmaTuBHbIE CCbISIKM

Cnepgytouwme AOKYMEHTbI HEOBXOAUMbI /181 MPUMEHEHUS HACTOSALEro fOoKyMeHTa. [N JaTupoBaHHbIX
CCbI/IOK MPUMEHAIOT TOJIbKO YyKasaHHOe u3faHue, ONs HefaTUPOBaHHbIX CCbIIOK - MnocsefHee usgaHue
CCbIIOYHOrO AOKYMEHTa (BK/toYast /1l06ble nornpasku).

HopMmaTtrBHbIE CCbIIKM OTCYTCTBYIOT. OTOT MYHKT BK/IKOYEH A1 TOro, YTobbl 06ecneunTbL coBnajeHue
Hymepauun pasgenos ¢ WCO/M3IK 20000-2: VH(OPMALNOHHbIE TEXHONOIMUW - YnpasB/ieHne ycryramu.
YacTb 2: PykoBOACTBO MO NPUMEHEHUIO CUCTEM YNpaB/ieHUs ycayramu.

MpumeuyaHwne - Mpu NOMb30BaHAN HACTOSILLYIM CTaHAAPTOM Lie/IeCOO6GpasHO NMPOBEPUTL AelCTBYE
CCbI0YHbIX CTAHAAPTOB B UH(POPMALIMIOHHOM CUCTEME OBLLEro Mosb30BaHNA — Ha ohULMasibHOM caiiTe deaepasibHOro
areHTCTBa M0 TEXHUYECKOMY PEry/IMPOBaHMI0 1 METPOSIOMM B CETU VIHTEPHET WK MO eXeroaHoMy MHDOPMALIMIOHHOMY
yKasaTte/to «HauyioHaslbHble CTaHAAPTbI», KOTOPbIA OMy6/MKOBaH MO COCTOSHMIO Ha 1 siHBapsl TeKyllero roga, v ro
BbIMyCKaM eXXeMecsMHOro MH(POPMALIMOHHOTO yKasaTesnsi «HaluMoHabHble CTaHAAPTb» 3a TeKYLWMA rog, Ecnv 3ameHeH
CCbIOYHbI CTaHAAPT, Ha KOTOpbIA AaHa HEAATMPOBaHHAsi CCbUTKA, TO PEKOMEHAYETCS WCMOJIb30BaTh AEMCTBYHOLLYO
BEPCUIO 3TOTO CTaHAapTa C YYEeTOM BCEX BHECEHHbIX B [aHHYH0 BEPCUIO W3MEHEHWiA. EC/M 3aMeHeH CCbUIOUHbIN
CTaHJapT, Ha KOTOpbIi AaHa AATMPOBaHHAas CCbUIKa, TO PEKOMEHZYeTCsl UCMOo/b30BaTb BEPCUIO 3TOro CTaHzapTa C
YKa3aHHbIM BbilLe TOA0OM YTBepXAeHust (MPUHSATUSA).ECAn nocrie YTBepXKAEHVs] HACTOSILLEro CTaHAapTa B CChbUIOYHbI
CTaHZapT, Ha KOTOpbIi AaHa [aTVpOoBaHHasi CCbUIKA, BHECEHO M3MEHEHWE, 3aTparvBatollee MOSIOKEHMe, Ha KOTOpoe
[aHa ccbUIKa, TO 3TO MOJIOKEHME PEKOMEHAYeTCs MpUMeHsITb 6Ge3 ydyeTa [JaHHOTO M3MeHeHUs.. ECin CCbUIouHbINA
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CTaHAapT OTMeHeH 6e3 3aMeHbl, TO MOJIOKEHVE, B KOTOPOM AjaHa CCbUIKA Ha HEro, PEKOMEHAYeTCs NMPUMEHSITb B YacTy,
He 3aTparvBaloLLeill 3Ty cCbiky. EC/IM 3aMeHEeH CCbUIOUHbIA CTaHAApPT, Ha KOTOpbIi AaHa AaTVpOBaHHas CCbUKa, TO
PEKOMEHAYETCS UCMO/b30BaTh BEPCUIO 3TOTO CTaHAapTa C yKazaHHbIM BbllLe FoA0M YTBEpWAEHUs (MPUHATMS).Ecnmn
rocrie YTBEPAEHVS1 HACTOSILLEro CTaHAapTa B CCbUIOYHbIA CTaHAApT, Ha KOTOpbIi AaHa [AaTVpOBaHHas CCbUIKa,
BHECEHO M3MeHeHVie, 3aTparvBalolLee MOSIoKeHMe, Ha KOTOpOe [aHa CCbUIKa, TO 3TO MOJIOKEHVe PEKOMEeHayeTcs
NpUMeHsiTb 6e3 y4eTa AaHHOTO M3MeHeHVsi. EC/M CCbUIOYHbIA CTaHAapT OTMeHeH 6e3 3aMeHbl, TO MOJIOXeHVe, B
KOTOPOM [iaHa CCbUTKa Ha Hero, PeKoMeHAYyeTCs1 NMPUMEHSITL B YaCTV, He 3aTparviBatoLLe 3Ty CCbUTKy.

3 TepMuHbI 1 onpeaeneHus

B AaHHOM [JOKyMeHTe NPUMEHSIOTCA cneytolie TepMUHbI U onpeeneHus.
3.1 AOCTYNHOCTb: CNOCOBGHOCTb YCNYr! UAN KOMMOHEHTa YC/yr! BbINONHATL Tpebyemble (PyHKLMM B
ornpefesieHHbIl MOMEHT UN B TeYeHWe onpefesieHHOro NPomMexyTka BpeMeHu.

MpnmeyaHune - [OCTYNHOCTb, KaK NPaBWIo, BbIPaXKaeTCA OTHOLLUEHVWEM WM MPOLIEHTOM BpPEMeHU, B TeyeHue
KOTOpOro ycnyra wiv KOMMOHEHT YC/yrn ,D.eVICTBVITeI'IbHO AO0CTYIMHbI 3aKa34yuKy /19 UCNOJ/Ib30BaHUA MO OTHOLLUEHUHO K
cornacoBaHHOMY BpemMeHn AOCTYNMHOCTU.

3.2 6a30B0Oe COCTOSIHME KOHMUrypaumm: (opMasibHO 3adIMKCUPOBaHHAsi KOHMUrypaymoHHas
NHOPMaLVMa B ONpeaeneHHbli MOMEHT BPeMeHU XU3HEHHOTO LKA YCyrM v KOMMOHEHTA YCyTu.

NMpumeyaHune - BasoBble COCTOSAHMS KOHUIYpaLWi, a Take MOATBEPXAEHHbIE N3MEHEHVS AaHHbIX 6Ga30BbIX
COCTOSIHWIA COCTaB/IAtOT CBEAEHMA O TekyLuel KoHdmrypauum. AgantupoBaHo n3 ISO/IEC/1EEE 24765:2010.

3.3 KoHdurypauymoHHasa eguHuua KE: anemeHT, Tpebylowwmini ynpasneHus pA[ns Toro, 4To6bl
npefocTas/iATb YCAyry.

3.4 6a3a gaHHbIX ynpaBneHus koHdurypaumamm CMDB: xpaHunuuie AaHHbIX, UCMONb3yeMoe ANns
3anncu atpnbyToB KOHMPUIypauMoHHbIX e4VHNUL, 1 B3aMMOCBSA3ei Mexay KOHMUIypaunoHHbIMU efuHMLamMmm
Ha BCEM MPOTAXKEHNU UX XU3HEHHOIO LKNa.

3.5 nocTosAHHOe coOBepleHCTBOBaHUE: MNOBTOPAOWAACA [AeATeNIbHOCTb, Harnpas/ieHHasa Ha
noBblILLEHNE CMOCO6HOCTN yA0BNeTBOPeHUs TpeboBaHwnii K ycnyre.

MpumeyaHune - AgantmpoBaHo 13 ISO 9000:2005.

3.6 KoppekTupylouiee pgelicTBue: pJelicTBMe MO YCTPAHEHWO MPUYMHBI  UAN  YMEHbLUEHUIo
BEPOATHOCTW MOBTOPHOrO MPOSIB/IEHUS OGHAPYXXEHHOr0 HeCcOOTBETCTBUA WAW APYroli HexenatenbHol
cuTyauun.

NMpumeyaHue - AgantmposaHo 13 ISO 9000:2005.

3.7 3aKa3yuK: opraHusauunsa nan 4acTb opraHusaumn, NnoTpednaoLas ycayry uim ycnyrum

MpuMeyaHne - 3akas3uymk MOXET ObiTb BHYTPEHHUM WM BHELHMM MO OTHOLIEHWUIO K OpraHusauumn
nocraBLuKa ycnyr. AgantmposaHo 13 ISO 9000:2005.

3.8 AOKYMEHT: UHhopMaLMs U cofepxallmii ee HoCcUTe b.

[ISO 9000:2005]

Mpumepbl: NOMNTUKN, NNaHbI, ONWUCaAHWA NPOLECCOB, Npoueaypbl, cornaweHus o6 ypoBHe
YCYT, KOHT PaKkTbl NN 3anncu.

MpumeyaHune - [OKymeHTaUMs MOXET ObITb B 1060 chopme nnm Ha ntobom HocuTene. B ICO/M3K 20000
[OKYMEHTbI, 32 UCK/THOYEHVEM 3anKcCeld, AO/MKHbI hOpMY/IMPOBAaTh LIEMNW, KOTOPblE HEOGXOAUMO AO0CTUYb.

3.9 pe3ynbTaTMBHOCTb: CTeMeHb peanu3aunn 3ansaHNpoBaHHOWN [AeATe/IbHOCTU U AOCTMKEHUS
3an/laHMpPOBaHHbIX pe3y/bTaToB.

[ISO 9000:20051

3.10 WHUWMAEHT: He3ansiaHMPOBaHHOE CO6bITUE, KOTOpPOe nNpUBENO WAN MOXET NpuUBECTU K
npepbIBaHUIO NPeOCTaBIEHNS] YCIYTU WM K CHIDKEHUIO €€ KayecTBa, AaXe eCc/in OHO elle He MOB/VSI0 Ha
ycnyry gnis 3akasuduka.

3.11 wHdopMaLunoHHasa 6e30NacHOCTb: CcOXpaHeHWe KOH(PUAEHUMNAaNbLHOCTH, LesIoCTHOCTM 1
BO3MOXHOCTW AOCTyna K MHopmMaumu.

MpumeyvaHune - [ONOSMHUTENIBHO MOTYT Y4YUTbIBaTbCA APYrue CBOWCTBa, TakMe Kak MOAJIMHHOCTb,
NoAOTYETHOCTb, 6Ee30TKAa3HOCTb U HAAEXHOCTb. TEPMUH «AOCTYMHOCTb» He WCMO/b3yeTcsi B OaHHOM
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onpeaenieHnn, Tak Kak onpegesieHMe ANs aHHOrO TepMuHa, NpuBeAeHHoe B AaHHoli 4vactu MICOYM3K
20000. HenpMeHUMO AN onpegeneHns TOpMUHA «MHA)OPMaLMoHHasA 6e3onacHOCTb». AJanTMpoBaHO M3
ISO/IEC 27000:2009.

3.12 MHUMAEHT MHADOPMALMOHHOM 6e30MNacHOCTU: OAHO WM HECKO/SIbKO HexesaTeslbHbIX Wn
HEOXWAAaHHbIX CO6bITUI MH(OPMaLNOHHOK 6e30NacHOCTU, KOTOpble WMMEKT 3HAYUTE/IbHYH) BEPOSATHOCTb
KoMnpomeTauum 6usHec-onepaymini N yrpos MHMOpMaLMOHHOW 6e30MacHOCTN.

[ISO/IEC 27000:2009]

3.13 3aMHTepecoBaHHaa CTOPOHAa: NULO UKW TPynna, uMerLwas ocobblli MHTepec B AeATEeNbHOCTU
WUn ycnexe feATesIbHOCTU NMocTaBLnKa YCryr.

Mpumepsbl: 3aka3uunku, Bagenblbl, PYKOBOACTBO, COTPYAHWKM OpraHmsauum nocTasBLMKa
ycnyr, noapsaguymkn, 6aHKMpbl, COO3bl U NapTHepPHI.

MpumMmeyaHue - [pynna OKET COCTOATb M3 OpraHv3aLyKn, ee YacT Wi 6osiee YeM OfHOW OpraHu3aLyn.
ApanTtupoBaHo 13 1ISO 9000:2005.

3.14 BHYTpPEHHASA rpynna: yacTb opraHusalmm nocrasBlyMKa yCayr, KoTopas 3akntiodaeT popmasibHOe
cornawleHne € rMocTaBLWMKOM YC/yr, 4TOObl CMNOCO6CTBOBaTL MPOEKTUPOBaHUIO, MNpeobpasoBaHuto,
npefocTaB/IEHNIO U COBEPLUEHCTBOBAHUIO YC/YTN UN YCNYT.

MpumevyaHne - BHYTPEHHAA rpynna He BXOAUT B paMku CYY nocTasLinKa YyCnyr.

3.15 u3BecTHas owwubka: npobnsiemMa, UMelOWasas BbIABMEHHYIO KOPHEBYIO TMPUYMHY WIN MeTop,
CHWXEHMNS UM yCTpaHeHUs1 ee B/VSHUA Ha YCNyry 3a cyeT NpMMeHeHUsi 06XO04HOro peLleHus.

3.16 HecoOTBeTCTBME: HEBbINO/HEHNE TpeboBaHUA.

[ISO 9000:2005]

3.17 opraHusauua: rpynna ogein M HeobxoAuMMbIX  CpeAcTB € pacnpefeneHHbIMuU
OTBETCTBEHHOCTAMMU, MOJIHOMOUYUAMN 1N B3aUMOOTHOLLEHUAMWN.

3.18 npeBeHTMBHOE AelicTBUE: AeliCTBMEe, OCYLLeCTB/ISIEMOE C Lie/iblo u3bexartb, YCTPaHUTb NPUYMHY
WU CHU3UTb BEPOSATHOCTb BO3HWKHOBEHMS MOTEHLUMAsIbHOTO HECOOTBETCTBUSA WAN APYroi MoTeHuUasibHO
HexenaTesibHOWM cuTyaumm.

MpumevaHue - ApgantuposaHo n3 ISO 9000:2005.

3.19 npo6siema: KOpHeBas NpPUYMHa O4HOIO UIN HECKOJIbKUX NHLUMOEHTOB.

MpumeuvaHne - Kak npaBuio, KopHeBas MNpuyMHa Hem3BeCcTHa Ha MOMEHT co3faHusa 3anucu o
npo6rieme, v AanbHelillee nccnegoBaHne NPOBOAUTCA B pamKax npouecca ynpassieHus npobsiemamu.

3.20 npoueaypa: yCTaHOB/EHHbIV CNOCO6 OCYLLEeCTB/AeHUS AeATeIbHOCTM UK npoLecca.

[ISO 9000:2005]

MpumeuaHune - Mpoueaypbl MOTYT GbITb JOKYMEHTUPOBAHHLIMU U HEAOKYMEHTUPOBaHHbLIMMN.

3.21 npouecc: COBOKYMHOCTb B3avMOCBSi3aHHbIX WM B3auMOAENCTBYIOWMX BUAOB AeATeNIbHOCTMH,
npeo6pasytoLlas BXo/bl B BbIXO/bI.

[ISO 9000:2005]

3.22 3anucb: [OKYMEHT, cofepxaluin  [OCTUTHYTble pe3y/nbTaTbl WM CBUAETeNbCTBa
OCYLLEeCTB/IEHHO AeATEeNbHOCTY.

[ISO 9000:2005]

Mpumepbl: aygunTOPCKME OTYETbl, OTYeTbl 06 WHUMAeHTax, 3annucu o6 obyyeHun wu
NPO T OKOJ1bl COBELLAHNA.

3.23 penus: Habop M3 OHON WM HECKOSIbKMX HOBbIX WU U3MEHEHHbIX KOH(UIYpaLMOHHbIX eanHUL,
BHeApEeHHbIi B NPOV3BOACTBEHHYIO Cpeay NocpeACTBOM OAHOrO Uin 601ee N3MeHeHWiA.

3.24 3anpoc Ha U3MeHeHue: NpeasioXKeHne 0 BHECEHUUN U3MEHEHUSA B YC/yry, KOMMOHEHT yCyru nm
CUCTeMy ynpasJsieHus1 ycnyramu.

MpumeyaHune - VI3VEHEHVE YC/yrn BK/IHOYAET B cebsi MPeAOCTaB/IeEHVE HOBOW YC/yrM WM MpeKpalleHue
npeaocTaBeHns YCryr, Kotopas 6onbLue He TpebyeTcs.

3.25 puck: BNusiHne HeonpeaesieHHOCTU Ha Lenu.

MpumeyvaHne - BavsHMe - 3TO OTKIOHEHME OT OXWOAEMOro, NOMOXUTENIbHOE WunK oTpulatesibHoe. Llenn
MOTMYT UMETb Pa3Hble acreKTbl (Hanpumep, MHaHCOBbLIE, 3KOSIOrMYecKye, Liesin 34paBooOXpaHeHns 1 6e30MacHoOCTH) U
MOMYT MPUMEHATBCA Ha Pas/IMUHBIX YPOBHSX (Hanpumep, CTpaTerMyeckuii ypoBeHb, OpraHuU3aLMOHHbIV YPOBEHb,
YPOBEHb MpOeKkTa, NpoAdykTa Wi mpouecca). PUCK 4acTo XxapakTepusyeTcsl CCbUIKOW Ha BO3MOXHble COObMUS U
MocneACcTBuss, WK UX COYeTaHme. PUCK YacTO BbIPaXAETCH B TEPMMHAX COBOKYMHOCTU MOC/EACTBUI COBbITUA (B TOM
yncne U3MEHEHV 06CTOATENBCTB) U BEPOATHOCTU €ro BO3HUKHOBEHVA. [ISO 31000:2009]
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3.26 ycnyra: crnoco6 npefocTaBfieHUsi LUEHHOCTM 3aKa3uuky 4epes3 cogeiicTBve emy B MOyyeHun
KOHEUHbIX Pe3y/ibTaToB, KOTOPbIX 3aKa3umK XO4YeT AOCTUYb.

MpumeuaHue - Ycnyra, Kak NpaBuio, HeMaTepuasibHa. YC/iyra Takke MOXET NpPefoCTaB/IATbCs MOCTaBLVKY
YC/yr NOAPSAUNKOM, BHYTPEHHEV rpynmoli Win 3aKa3umMKoM, BbICTYNatoLLMM B Ka4ecTBe Noapsiaqmka.

3.27 KOMMOHEHT YC/Yyrn: OAMH 3/IEMEHT YC/yr1, KOTOPbIA B cCOYeTaHUM C APYrMMWU 3N1eMeHTaMu,
hopmupyeT MOJIHYIO YyCAyry.

Mpumepbl: o60pyaoBaHue, nporpammHoe obecnevyeHue, WHCTPYMEHTbI, MPUAOXKEHUS,
AOKYyMeHTauunsa, nHgpopmaums, npouecchbl U BCNOMOraTe/lbHble YCNYTi.

MpumeyaHune - KOMMNOHEHT YC/lyTN MOXET COCTOSITb U3 OHOW WM HECKO/BKUX KOHIPMIYPALMOHHBLIX €AVHILL,

3.28 HenpepbIBHOCTb OOGC/YXWUBAHUA: CNOCOOGHOCTb YNPaBiATb pUcKamu M COBbITUAMMU, KOTOpble
MOTyT UMETb Cepbe3HOoe B/IUAHME Ha YCNYTry WInN YCNYrn, C UeNbio HENpPepbIBHOIO npeaocTaBieHns YCyr Ha
COrnlacoBaHHbIX YPOBHSAX.

3.29 cornaweHue 06 ypoBHe ycnyr SLA: dopmasibHOe corfialleHne mexagy rnocTtaBLMKOM YCNyr wn
3aKa34MKoM, KOTOpOe onpenenseT ycayru u uenm npegocraBrieHns yenyr.

MpumeuaHune - CornaileHne 06 YpPOBHE YC/lyr MOXET ObiTb 3aK/HOUEHO MeXAy MOCTaBLUWKOM YCIyr 1
NoapsiauvKoM, BHYTPEHHER rpynmnoli Win 3aKa3umKoM, BbICTYMatoLLMM B KadecTBe nogpsaunka. CornalleHvie 06 ypoBHe
YCYr MOXET 6bITb BK/IOYEHO B KOHTPAKT WM APYroii B (0OPMasIbHOMO COT/IalLIEHMSI.

3.30 ynpaBrieHMe ycnyraMu: KOMMJ/IEKC OpraHM3auuMoHHbIX BO3MOXHOCTEli W npoueccoB Ans
OCYLLEeCTB/IEHUS PYKOBOACTBA W KOHTPO/S [eATEeNIbHOCTUM W pPecypcoB MoCTaBWuKa Yycnyr Aans
NPOeKTUPOBaHUsl, Npeobpa3oBaHNsl, NPeAOCTaB/EHUS U COBEpPLUEHCTBOBAHWSA  YC/yr C  Lefbko
yA,0BeTBOPeHUss TpeGoBaHWUi K ycnyram.

3.31 cuctema ynpassieHus ycnyramu CYY: cuctema ynpaBneHus 8 OCyLeCcTBNEeHNs pyKOBOACTBa
1 KOHTPO/IA AeSATeNbHOCTM NOCTaBLyMKa YCAyr No ynpaB/ieHUo ycnyramu.

MpumeyvaHne - CucTema YynpaB/eHVsi NPeACTaBnAseT Cco6ol  COBOKYMHOCTb — B3aMMOCBSI3aHHbIX U
B3aVIMOAECTBYHOLLMX 3/IEMEHTOB /151 CO34aHNS MOMUTUK U Liesieil Y AOCTUKEHNS 3TUX Lienei.

CYY BKtoyaeT B ceb6s BCe NOANTUKM ynpaBieHNs ycayramu, Lenu, nnaHbl, Npouecchl, AOKYMEHTauno
" pecypchbl, HeobxoguMmble AN NPOEKTUPOBaHMS. npeobpasoBaHus, npejgocraBneHns "
COBEPLUEHCTBOBAHUA YCNYT 1 BbINO/IHEHUSA Tpe6oBaHWii AaHHol YacTn MCOYM3K 20000.

AfanTupoBaHo 13 onpeaesieHna TepMmnHa cuctema MeHepkmeHTa kadectsa B ISO 9000:2005.

3.32 nocTaBWMUK YyCNyr: opraHusaunsa nam YacTb opraHusauuu, ynpasnsawowas v npegocrasnsaollas
YCNyry Wiv ycnyru 3akasumky.

MpuMeyaHune - 3aKasunk MOXET ObITb BHYTPEHHUM WU/ BHELLHVM M0 OTHOLLEHMIO K OpraHM3aumm rocTaBLLyiKa
yCyr.

3.33 3anpoc Ha 06CcnyxXuBaHue: 3anpoc o NPeaocTaBNeHny MHPoPMaLUK, KOHCYIbTaummy, AocTyna K
ycnyre unv 3anpoc Ha U3MeHeHUe, KOTopbIii NpeaBapUTeNIbHO YTBEPXAEH.

3.34 Tpe6oBaHUs K ycnyre: NoTpe6HOCTU 3aka3umka v Nosb3osaresnein ycnyru, Bkiovas Tpe6osaHms
K YPOBHIO yC/yru, a Takxe noTpeGHOCTM MOCTaBLLMKa YCIyT.

3.35 noApAAUMK: OpraHusauus UM 4acTb opraHM3aLun, KoTopast AB/ISETCA BHELHEN Mo OTHOLIEHUIO
K OpraHusauuu MocTaBlMKa YCAyr 1 3akiiyaeT AOroBOp C MOCTaBLWMKOM YCyr, 4To6bl yyacTBOBaTb B
NpoeKTUpoBaHMK, NPeo6pa3oBaHNK, NPesoCTaB/IeHUN U COBEPLUEHCTBOBAHUN YCYTW, YCAYT WX NPOLIECCOB.

MpumeyaHune- TogpaguMkM BKIOHAIOT BbIOPaHHbIX BeAyLMX MOAPSAYMKOB, HO He BKIHOYaoT  UX
Cy6rnoapsiaA4NKoB.

3.36 BbiClWee PYKOBOACTBO: NWLUO WM Tpynna /vy, KOTOpble OCYLLECTBAAIOT PYKOBOACTBO WU
KOHTPO/Ib AEATE/ILHOCTU NOCTABLLMKA YC/YT HA CAMOM BbICOKOM YPOBHE.

MpumeyaHne - AgantuposaHo 13 ISO 9000:2005.

3.37 npeo6paszoBaHue: Buabl AEATE/IbHOCTU, CBSA3aHHbIE C BBOAOM HOBbIX UM U3MEHSIEMbIX YCYT B
NpPOVN3BOACTBEHHYIO Cpeay WW BbIBOAOM U3 Hee.



FOCT P NCO/M3K 20000-1—2013

4 O6Lwme TpebOBaHNS K CUCTEME YrNpaB/IeHUs YC/yraMmm

4.1 OTBeTCTBEHHOCTb pPyKOBOACTBa

4.1.1 O6A3aHHOCTN pyKOBOACTBa

Bbicllee  pykOBOACTBO  [O/DKHO — MpeAcTaBUTb — [OKasaTe/lbCTBa  CBOel  MPUBEPXEHHOCTU
N1aHMpPOBaHUIO, CO34aHWNI0, BHEAPEeHWIo, 3KcnjyaTauun, MOHUTOPUHIY, aHanusy, noagepxke u
coBepLleHcTBOBaHNO CYY 1 yCcnyr ¢ NOMOLLbHO:

co34aHusa 1 JOBEAEHNS A0 BCeX BOB/IEYEHHbIX SIML, OXBaTa, NOMIMTUKN U Lesel ynpaB/ieHUs ycayramu;

obecrneyeHns co3gaHWs, BHeApeHUs W MNOoAAepPXKW nnaHa ynpaeBneHus A[nAs  Toro, 4To6bl
npuaepXxmBaTbCcsa NONTUKK, OCTUIaTb Liesieil ynpaBieHns ycayramu v BbINosHSATbL Tpe6oBaHus K ycryram;

[0BefeHNs B&XXHOCTU YA0BNETBOPeHUs TpeboBaHuii K ycnyram;

[0BefleHNa BaXXHOCTU YAOBNETBOPEHUS 3aKoHOAATe bHbIX W Perynnpyrowmx TpeboBaHui, a Takxe
[,0r0OBOPHbIX 0653aTeNbCTB;

obecrneyeHnn npefocTaBNeHNA pPecypcos;

npoBeAeHns MNJaHoBOro aHasinm3a Co CTOPOHbI PYKOBO/CTBA,;

obecneveHune TOro, YTO PUCKM A1 YCAYT OLLeHMBAaOTCA U yNpaBAstoTCA.

4.1.2 TNNonTNKa ynpassieHnsa ycnyramu

Bbicluee pykOBOACTBO A0/HKHO 06ecneynTb, YTOObI NOSIUTMKA YNpaBeHNs ycnyramu:

COOTBETCTBOBasIa LieIAM NnocTaBLiVKa YCNyr;

BK/1lOYa/ia B ce65 0653aTe/IbCTBO BbIMO/IHUTL TPe6OBaHNS K yciyrawm;

BK/IlOYasia B cebs 06A3aTeNIbCTBO NMOCTOAHHO NOBbIWATbL pe3yNbTaTtMBHOCTL CYY © ycnyr, NCNonb3ys
MOJSINTUKY MOCTOAHHOIO coBepLieHCcTBOBaHNA B 4.5.5.1;

obecrneunBasia CTPYKTYPUPOBaHHbIA NoOAXoA[ ANA MNOCTAHOBKM U aHanmsa uenen ynpaBreHus
ycnyramu;

6blna NnpeacTaB/ieHa COTPyAHMKaM NOCTaBLiMKa YC/yr U NOHATa UMK,

aHa/IM3npoBasiaCb Ha NMOCTOAHHYIO MPUroAHOCTb.

4.1.3 NMoNHOMOUYUSA, OTBETCTBEHHOCTb M CBA3N

BbiCLlee pyKOBOACTBO AO/HKHO 06ecnevnTb:

a) onpegeneHve U NoAAEPXKY NOSTHOMOYMIA U OTBETCTBEHHOCTM MO yNpaBfieHUIO ycnyramu;

6) pa3paboTKy W BHeApeHWe AO0KYMEHTUMPOBaHHbIX npoueayp A8 obecrneyvyeHUs COOTBETCTBYHOLMX
KOMMYHUKaLIA.

4.1.4 MNpegctaBuTenb pykoBoacTBa

Bbicllee PpyKOBOACTBO [O/HKHO Ha3HauMTb 4/jieHa pPyKOBOACTBA MOCTaBLiMKa YCAyr, KOTOpbli
He3aBUCKMMO OT APYrnx 06A3aHHOCTEl MMeeT MOSTHOMOYMSA U 06A3aHHOCTY, KOTOPbIe BK/IHOYAIOT:

ob6ecneyeHne BbINOSIHEHNUS [AOEACTBMA MO  BbIABMEHUIO, [AOKYMEHTUPOBAHUIO W  BbIMOSIHEHUIO
TpeboBaHuin K ycnyraw;

onpegesnieHne MOIHOMOYUI U OTBETCTBEHHOCTM [/ 06ecneyvyeHusi NPOeKTUPOBaHUsl, BHeAPEHUA U
COBEepLIEHCTBOBaHMUA MPOLECCOB YynpasB/fieHUA Yycrayramy B COOTBETCTBUM C  MNOSIUTUKOA W LeNnsamu
ynpasJ/ieHus ycnyramu,

ob6ecneyeHne TOro, YTO NPOLECCHI YNpaBfeHUA yCcnyraMm UHTErpMpoBaHbl C APYTMMU KOMMNOHEeHTamu
CYyy;

obecneyeHne TOro, 4YTobbl akTMBbI, B TOM 4uC/e AUNLUEH3UW, UCNOMb3yeMble AN NpefocTaBneHns
ycnyr, ynpaBnsioTCA B COOTBETCTBUM C 3aKOHOAATE/IbHbIMU W PerynupyrowmumMmm TpeboBaHUAMU, a Takxe
[,0roBOPHLIMKU 06513aTEeNLCTBAMU,

npegcraBfieHNe OTYETOB BbICLUEMY PYKOBOACTBY O MYHKLUMOHMPOBaHUN U BO3MOXHOCTU A1
coBepLlUeHCTBOBaHNA CYY u ycnyr.

4.2 PykoBoACTBO npoueccamMmy, BbINMOJIHAEMbIMU APYTUMU CTOPOHaMU

Ona npoueccoB B pasgenax 5-9 nocTaBWWK YCIyr AO/KEH ONpeAennTb BCEe MNPOLECcChbl UAW 4Yactu
NpPOLECCOB, KOTOPbIE HAXOAATCSA B BeAEHUW APYIrMX CTOPOH. [pyrMmmu CTOPOHaMU MOryT 6biTb BHYTPEHHUE
rpynnbl, 3aKkasunk uaM noapsadvik. [ocTaBWMK YCAyr [AO/HKEH MNPoAEeMOHCTPUPOBaTh PYKOBOACTBO
npoueccamu, BbIMOJIHAEMbIMUA APYTVIMW CTOPOHAMU NyTeM:

[eMOHCTpaL N 0TBETCTBEHHOCTU 3a NPOLECChl 1 NpaBa Tpe6oBaTk CTPOroro cob/toAeHNs NPoLECCOoB;
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KOHTPO/S1 onpeeneHunsi MpoLeccoB v UX B3aMOCBSI3eil C ApYrMMuy npoueccamu:

onpegeneHns NPon3BoAMTENIbHOCTU NpoLecca U COOTBETCTBUS Tpe6oBaHUSIM K npoLeccy;

KOHTPO/IS NaHMPOBaHUA 1 ONpeaesieHns NPUOPUTETOB COBEPLIEHCTBOBaHMUS NMPOLIECCOB.

Korga noApsifuvk BbINOJSIHAET HEKOTOPble 4YacTu MPOLECcCoB, NOCTaBLMK YC/Yr AO/DKEH YNpasiATb
noApsAYMKOM B pamkax npouecca ynpasfeHus nogpsigumkamu. Korga BHYTPEHHSsSt rpynna uay 3akasuuk
BbIMOJIHSIOT HEKOTOPbIE YacTV MPOLECCOB, NMOCTaBLMK YCIYT AO/HKEH YNpaBAsiTh BHYTPEHHEW rpynnoi wam
3aKa34MKOM B pamkax rnpouecca ynpaBfieHUst ypoBHEM YCIyT.

MpumeyaHne - MCO/MIK 20000-3 cogepXuT yKasaHus No onpegesieHnio 06/1actv NMpUMeEHeEHNsa n
npumeHMmocTn atoi vactm NCO/M3K 20000. Ciopa BXOAAT AOMNOMHUTENbHbIE Pa3bsACHEHUS MO NOBOAY
pyKoBOACTBa npoueccamu, BbINOSHAEMbIMU 4PYTMMU CTOPOHAMM.

4.3 YnpaBfieHne gOKyMeHTauneri

4.3.1 Pa3paboTka n nogaepxaHve B akTya/lbHOM COCTOSHUWN AOKYMEHTOB

MocTaBWMWK ycnyr fo/mkeH paspaboTatb U nNogfdepxvBaTb B akTya/lbHOM COCTOSIHUM [OKYMEHTbI,
BK/IHOYas 3anmcu, ans obecneyeHns adppeKTMBHOIO NiaHUMpPOBaHWA, aKcnayaTauum n koHTpons CYY. 3tu
[OKYMEHTbI [O/DKHbI BK/OYaTb.

[OKYMEHTUPOBAaHHbIE MOJSIUTUKN U LEein ynpasrieHns ycryramu,

AOKYMEHTUPOBaHHbIN NAaH ynpassieHUs ycnyramu;

[OKYMEHTUPOBaHHbIE MOSIUTUKA W MNaHbl, CO3[aHHble A/19 KOHKPETHbIX MPOLLEeCcCCOoB B COOTBETCTBUN C
TpeboBaHMAMN 3TON YacTn NCO/M3IK 20000;

[OKYMEHTUPOBaHHbIN KaTasor ycnyr;

[OKYMEHTMPOBaHHbIe cornalleHnss 06 ypoBHe YCnyr;

[OKYMEHTUPOBaHHbIe MPOLECChI yNpas/eHnsa ycryramu;

[AOKYMEeHTUpOBaHHble Npoueaypbl U 3anncu, Tpebyemble 3To YacTbto MCO/M3K 20000;

AONONHUTE IbHbIE AOKYMEHTbI, B TOM 4YMC/le BHELUHEro MNPOUCXOXAEHUS, KOTOpble MOCTaBLMK yCayr
nocumntan HeobxoaUMbIMU ANa o6ecneyveHns adeKTUBHOro PyHKUNOHMPpoBaHUA CYY 1 oka3aHua YCyr.

4.3.2 YnpaBneHue JOKYMeHTamu

JoKymeHTbl, Tpebyemble CYY, [O/MKHbI OblTb NOA KOHTPO/AEeM. 3anucu SABASAIOTCA OCO6bIM TUMOM
LOKYMEHTa U O/MKHbI KOHTPO/IMPOBATLCS B COOTBETCTBUN C TPeOGOBaAHUAMU, N3NOXEHHBbIMU B 4.3.3.

JOKyMeHTMpOBaHHbIe Mpoueaypbl, B TOM 4Yucne NosAHOMO4YnS U 0683aHHOCTU, yCTaHaBNuMBaloTCA 419
onpeAeneHnsa cpefcTs ynpassieHUsi, HeOOXoANMbIX ON:

CO3[aHuA N yTBEPXAEHUS AOKYMEHTOB [0 UX BbIMYCKa;

npefcTaBfeHNsa 3aMHTepPecoBaHHbIM CTOPOHAM MH(OPMAaLUN O HOBbIX UV U3MEHEHHbIX JJOKYMEHTaX;

noAAepXaHusa B akTya/IlbHOM COCTOSIHUW JJOKYMEHTOB U UX NepecMoTpa no mepe Heo6XxoauMocCTy;

obecrneyeHnsn onpeaeneHns U3MeHeHN 1 Tekyllero ctatyca nepecMoTpa fOKYMEHTOB;

obecneyeHUss HaIMuMA COOTBETCTBYIOWMX Bepcuii MNPUMEHUMbIX [OKYMEHTOB B MecTax WX
MCMNO/b30BaHsA;

obecrneyeHnsa y3HaBaemMoCT 1 pa3bopymBOCTU [OKYMEHTOB;

ob6ecneyeHns BbISB/IEHUS OKYMEHTOB BHELLIHEro NPOUCXOXAEHUSA U yNpaBAeHUsa NX PacCbl/IKOM;

npefoTBpalleHs HenpegHaMepeHHOro WUCMNONb30BaHUA YCTapeBLUMX [AOKYMEHTOB W NPUMEHEeHUN
COOTBETCTBYIOLWEN nAeHTUMKaLUmM K HUM, eCni MMy NPOAOHKAOT NOMb30BaTbCS.

4.3.3 YnpaBneHue 3anncamm

3anncu AO0/MKHbI XPaHUTLCA AN AEMOHCTpauun COOTBETCTBUS TpeboBaHMAM U 3heKTUBHOro
hyHKUMOHMpOBaHusA CYY.

JAo/mkHa ObITb co3faHa OOKYMeHTMpOBaHHas npoueaypa Ana onpefesieHns CpencTs ynpasrieHus,
HEOOXOAUMBIX ANA NAEHTUMKaLMWN, XPaHeHWs, 3alWMTbl, BOCCTAHOB/EHWSA, COXpPaHEHWA W yaaneHus
3anuceid. 3anmMcy AoMKHbI ObITb YETKMMMU, 1ETKO NAEHTUNLMPYEMBIMU U BOCCTaHaBMBaEMbIMU.

4.4 YnpasneHue pecypcamu

4.4.1 TpepocTaB/ieHNe pecypcoB

MocTaBWKMK  ycnyr AO/DKEH  onpefenntb M obecneunTb  4YesloBeyeckue,  TeXHU4Yeckue,
MHOPMaLMOHHbIE N (hriHAHCOBbIE pecypchbl, HeobXoANMbIe O/1A:

pa3paboTkM, BHeapeHus un nogaepxku CYY M ycnyr, W MNOCTOAHHOTO MOBbIWEHNS KX
pe3ynbTaTtMBHOCTY;



FOCT P NCO/M3K 20000-1—2013

NoBbILWEHNS  yAOB/IETBOPEHHOCTM  3aKa3uMKOB, 3a CYeT MNpefoCTaB/IeHVUs  YC/yr, KoTopble
YA0BETBOPSAOT TPe6GOBaHUSAM K yC/yram.

4.4.2 YenoBeyeckme pecypcol

CoTpyAHMKN NOCTaBLMKa yCyr, BbINOHAOWMWE paboTy, BAMSIOWYIO Ha COOTBETCTBME TPeboBaHUAM K
ycnyram, AO/KHbl OblTb KOMMETEHTHbIMU: MMeTb COOTBETCTBYHOLee o6pa3oBaHue, NOArOTOBKY, HaBbIKA U
onbIT. MoCcTaBLWMK YCNyr 0683aH:

onpenenaTb HeO6X0ANMYIO KOMMNETEHTHOCTb NepcoHana.

B c/lyyae Heob6xogumocTu, obecneuymBaTb MOAFOTOBKY WM MpegnpuHumMaTb Apyrue AelicTBus ans
[OCTUXEHUS HEOBXO0AMMOM KOMNETEHTHOCTH:

oueHmBaTb aPEKTUBHOCTL NPEANPUHATBLIX AENCTBUIA;

obecneynBaTtb, YTOObl MEPCOHasT 3HAN1 O TOM. Kak OHU BHOCAT BK/ag, B OCTMXXEHUE Liesleil ynpaBneHns
ycnyramu 1 B BbINO/IHEHWe TpeboBaHuii K ycnyram.

BECTM COOTBETCTBYHIOLLME 3anmcu o6 obpa3oBaHum, NOAIOTOBKE, HaBbIKax U OMbITe.

4.5 CospaHuve n coseplleHcTBOBaHWe CYY

4.5.1 OnpegeneHne o6acT oxearta

MocTaBWWK yCNyr AO/HKEH onpeaenimTb 06n1acTb oxBata CYY W BKAUUTbL ee B MaH ynpaseHus
ycnyramu. YkasaHHas 06/1acTb 4o/hkHA GbITb onpegesieHa no UMeHu nogpasgenieHnsl, npegocTas/isiowero
ycnyru, 1 no ycnyram, Kotopble 6yayT npeaoCcTaB/eHbi.

MocTaBLWWK YCNyr AO/HDKEH TaKke MpUHMMaTb BO BHUMaHue Apyrve (akTopbl, BAMSIOWME Ha YCayru,
KoTopble 6yayT NpPefoCcTaBNsATLCS, B TOM Yucre:

reorpacpmyeckoe nosiokeHve, OTKyAa NOCTaBLWWK YCAyr NpeAocTaBseT yCiyru;

3aKa34nKM U UX PacnosioXeHue;

TEXHO/I0TUsI, UCNOJb3yemasi 4151 NPefOCTaBeHNs YCyr.

MpumeyvaHune - NCO/M3IK TO 20000-3 cogepXunT ykazaHns No onpeaeneHnio 061actu NpuMeHeHns
M MPUMEHNMOCTN 3Tol Yactn MCO/M 3K 20000.

4.5.2 MnaHnpoBaHne CYY (MnaHnpoBaHue)

MocTaBWMK ycayr AO/KEeH co3faTb, BHeApUTb W nogdepxuBaTb MNaH ynpas/ieHUs ycryramu.
MnaHnpoBaHne OO/MKHO YUUTbIBaTb NONUTUKY YNpaBneHusa ycnyramm, TpeboBaHusa K ycnyram n tpeboBaHus
3Toi yacTn MCO/M3IK 20000. MnaH ynpaBfieHUs ycnyramum OOJIXKEH BKAOYaTb UM COAEPXATb CCbIIKY, MO
KpalHei mepe, Ha cnepgyioulee:

Lenun ynpassieHns ycayramu, KoTopble AO/TKHbI ObITb JOCTUTHYTbI NOCTaBLUUKOM YCAYT;

TpeboBaHuA K ycryram;

MU3BECTHblE OrpaHNYeHns, KOTopble MOTyT NOBANATL Ha CYY:

NnONNTUKY, CTaHAapTbl, 3akoHoJaTeflbHble W  perynvpylowme TpeboBaHUS W [OrOBOPHbIE
06a3aTeNbCTBa;

CTPYKTYpPY MOSTHOMOYMIA, 06A3aHHOCTEN N MPOLECCHbIX POsei:

MOSIHOMOYMSA U OTBETCTBEHHOCTb B OTHOLLEHUW MN1aHOB, NMPOLECCOB YNpaB/eHUA yCcayraMn 1 ycnyr:

yenoBeyeckne, TexHUYeckne, UHPOPMaLMOHHbIE W (MHAHCOBbIE pecypcbl, HeobxoAuMmble AN
OOCTWXeHUA ueneli ynpassieHUs ycnyramu;

noaxoAd, Heo6xoAuMbI ANS OCyLWecTB/ieHUs paboTbl C APYrMMU CTOPOHaMM, y4acTBYHOWMMU B
npouecce paspaboTkn 1 npeobpaszoBaHnsa HOBbIX NN N3MEHSAEMbIX YCYT;

noaxof, Heo6GxoAuMbIli ANA OCYLWeCTB/IEHUSA B3auMOAEWCTBUS Mexay npoueccamMn ynpaB/ieHus
ycnyramn n ux nHTerpaumm ¢ agpyrmmm KomnoHeHtamm CYY;

noaxof, Heo6XxoA4MMbIN ANA OCYLWECTB/IEHUS YpaBAeHNS pUckaMu, 1 KpUTepun A1 NPUHATUS PUCKOB;

TexHoNorunsa, ucnosbdyemas ana nogaepxkm CYy;

KaKk npoBOAUTb OLEHKy, ayauT, hopmMuMpoBaTb OTYETHOCTb W obecneyMBaTb COBEPLUEHCTBOBaHUE
adhdhekTUBHOCTU CYY u ycnyr.

MnaHbl, co3gaHHble A/19 KOHKPETHbIX NPOLLecCoB, A0/MKHbI 6bITb NPUBEAEHbI B COOTBETCTBME C N1aHOM
ynpassieHus ycnyramu. naH ynpas/ieHust ycslyramm u njaHbl, cOo3faHHble A1 KOHKPETHbIX MPOLEeccos,
OO/KHBbI  paccMaTpuBaTbCA B 3an/laHMpOBaHHble MHTEpBaslbl  BPEMEHW W. NpU  HeobXxoaAMMOCTH,
OBHOBNATLCA.
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4.5.3 BHegpeHue u akcnnyatauma CYY (BbinosiHeHue)

MocTaBLLUK YCNYT [O/IKEH OCYLWECTBAATL M ynpaBnsaTe CYY AN nNpoekTnpoBaHusl, npeobpasoBaHus,
npefocTaBNeHNss U COBEPLUEHCTBOBAHWA YCyr B COOTBETCTBMM C MNaHOM YNpaB/ieHUsa ycnyramu,
MCcnonb3ys, Mo KpariHeli Mepe, cnegytloline BUAbl AeATe/TbHOCTU:

pacnpegeneHuve n ynpasneHve hoHaamm 1 GrogkeTaMu:

onpegeneHne NOJIHOMOYN, 06513aHHOCTEN 1 posieli NPoLLeccoB;

ynpasJ/ieHNe 4e/I0BEHECKUMU, TEXHUYECKMMU U MHDOPMALMOHHBLIMU pecypcamu;

BbISIB/IEHNE, OLEHKY W yrNpaB/ieHne puckamMn, CBA3aHHbIMU C YCryramu;

ynpasfneHne npoueccamu yrnpasneHus ycnyramu;

MOHUTOPUHT N OTYETHOCTb O BbIMOSIHEHUM MEPONPUATUIA yNpaB/eHns ycnyramu.

4.5.4 MOHNTOPUHT N NpoBeaeHne aHanusa CYY (Mposepka)

4.5.4.1 O6wme NOMOXKEHNRA

MocTaBWMK yCnyr AO/IXEH WUCMOMb30BaTb NoAXoAsAwmMe MeToAbl MOHUTOPUHTa U nsmepeHus CYY un
ycnyr. 3Tu MeTofbl AO/DKHbI BKOYaTb BHYTPEHHWE ayAnTbl U aHasIn3 CO CTOPOHbI PYKOBOACTBA.

Llenn Bcex BHYTpPeHHUX ayAuTOB W aHa/in3a CO CTOPOHbl PYKOBOACTBA [AO/MKHbI  ObITb
[OKYMEHTUPOBaHbl. BHYTpeHHMe ayanTbl M aHa/in3 CO CTOPOHbI PYKOBOACTBA AO/DKHbI AEMOHCTpMpOBaThb
cnocobHocTb CYY 1 ycnyr gocturatb LeNu ynpas/ieHUs ycnyramMy W BbINONHATL TpeboBaHua K ycnyram.
HecooTBeTCTBUSA A0/KHbI ObITh BbISIBfIEHbI B COOTBETCTBUM C Tpe6GoBaHMAMKU 3To YyacTn MCO/M3IK 20000,
Tpeb6oBaHMAMN K CYY. onpegeneHHbIMU NOCTaBLUMKOM YCNYT WM Tpe6oBaHUSAMM K yCryram.

Pe3ynbTaTbl BHYTPEHHUX ayAMUTOB U aHasin3a cO CTOPOHbI PYKOBOACTBA, B TOM YMC/le HECOOTBETCTBUSA,
npo6aemMbl 1 BbISIB/IEHHbIE MePbI, AO/MKHbI ObITb 3aPErMCTPUpPOBaHbl. Pe3ynbTaTbl 1 AeACTBUSA [O/MKHbI 6bITb
[oBefleHbl A0 3aMHTepPeCcOBaHHbIX CTOPOH.

4.5.4.2 BHYTpeHHUI ayaut

MocTaBLWWK yCcnyr AO/HKeH NPOBOAUTH BHYTPEHHWE ayAuTbl yepe3 3anfaHupoBaHHble WHTepBaslbl
BpPEMEHU, YTobbl onpeaennTtb, 4to CYY u ycnyru:

yA0BNeTBOpsAT TpeboBaHUAM 3Toi yactn MCO/M3IK 20000;

yAOBNETBOPAOT TpeboBaHMAM K ycriyram n TpebosaHusam K CYY. onpefesieHHbIM NOCTaBLUUKOM YCyT;

3 (heKTNBHO BHeAPAIOTCA 1 NOAAEPXKNBAIOTCA.

JomkHa cyuwecTBoBaTb [AOKYMEHTMpPOBaHHasA npoueaypa, cogepxawas ¢(opMain3oBaHHble
NOJIHOMOYMA U OTBETCTBEHHOCTb 3a MJIaHUpOBaHue U NpoBefeHue ayauTtos, (POpMUPOBaHME OTYETHOCTU O
pesynbTaTax ayauta v BedeHve 3anuncei.

Mporpamma ayguta fO/HKHA NiaHMposaTbes. OHa A0J/1KHA yunTbiBaTb CTaTyC U BaXHOCTb NPOLEeccoB
M y4yacTKOB, nognexawux ayauTy, a Takke pe3y/bTatoB npeAbliaylwimx ayamTtoB. Kputepun, obnactb
NpUMeHeHns, YactoTa 1 MeToabl JO/HKHbI ObITb JOKYMEHTMPOBAHbI.

Bblbop ayauTopoB 1 MNpoBefeHWe  ayauToB  AO/DKHbl - obecrneumBaTtb  OOGBLEKTMBHOCTbL W
6ecnpucTpacTHOCTb  KOHTPONA. AyAuTOpbl  He AO/MKHbI  NPOBEPATb  CBOK COOGCTBEHHYK  paboTy.
HecooTBeTCTBMA COO6LWADTCA U MPUOPUTU3NPYIOTCS, BbIAENSAETCA OTBETCTBEHHbIV 3a KOppekTupylowme
AelicTBus. PyKoBOACTBO, OTBETCTBEHHOE 3a MpoBepsieMble 06/1aCTU AeATe/IbHOCTU, AO/HKHO obecneyunTb,
4TOGbI Mt06Gble KOPPEKUUN U KOppekTupylowme AeACTBUS NpeanpuHUManncb 6e3 M3NWLWHel OTCPOYKM ANs
yCTpaHeHWs1 HecOOTBETCTBMIA ” ux npuuvH. [locnepgyoume [eicTBUSA [AO/DKHbI  BKAOYATb MNPOBEPKY
npeAnpuHATLIX MEP 1 OTYeT O pe3y/ibTaTax.

MpumeyvaHue -Cm. NCO 19011.

4.5.4.3 AHannM3 co CTOPOHbI PYKOBOACTBA

Bbicllee pyKOBOACTBO [OJ/IKHO aHasm3uposaTb CYY u ycnyrn B 3anjiaHMpoBaHHble WHTepBasibl
BpPeMeHU, 4Tobbl 06ecneynTb MX MOCTOSHHYIO MPUrOAHOCTb U Pe3y/ibTaTUBHOCTb. OTOT aHanu3 [0JIKeH
BK/1IOYaTb OLEHKY BO3MOXHOCTEW COBEpLIEHCTBOBAHUSA M HEO6XOAMMOCTb M3MeHeHun B CYY, B TOM uucne
NOSINTUKN U LieNeil ynpaBneHnsa ycnyramu.

Bxogswas nHchopmaumna ana npoBeAeHnsa aHannm3a Co CTOPOHbI PYKOBOACTBA A0/1KHA BK/IO4YaTb, Kak
MWHUMYM, BKIKOYATb CAeAYHOLWY0 NHAOPMaLMIO:

obpaTHasa CcBA3b C KNIMEHTaMU;

NPOV3BOANTESIBHOCTb U COOTBETCTBME YCNYT U MNPOLIECCOB;

TEKYLNIA 1N NPOrHO3NpPYyeMblii 06 beMbI HesIOBEYECKNX, TEXHUYECKUX, NHPOPMAaLMOHHbLIX U (DUHAHCOBbIX
pecypcos;

Tekyline 1 NPOrHo3upyemMble YesriloBevyeckne n TeXHNYeckmne Bo3MOXHOCTH;

pucku;
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pe3ynbTaTbl NPOBEPOK N NOcneayolme AencTBUS;

pe3ynbTaTbl W Nocfeaylowme AeNCTBUS, BblTeKawwme n3 MNpeablayLlero aHasmsa Cco CTOPOHbI
PYKOBOACTBA;

CTaTyC NPEBEHTUBHbIX 1 KOPPEKTUPYHOLLMNX AeACTBUIA:

M3MEHEHUS, KOTOPbIe MOTyT NOB/NATL Ha CYY 1 Ha ycnyru;

BO3MOXHOCTU /19 COBEPLUEHCTBOBaHUA.

3anucu 06 aHasin3e CO CTOPOHbI PYKOBOACTBA AOJ/DKHbI NOAAEPXMBATLCA B aKTya/lbHOM COCTOSIHUU U
OOMXKHbI BK/tOYaTb, MO KpawHeli Mepo. pelleHns U AeliCTBUSA, CBA3aHHble C pecypcamMu, MNOBbILIEHNEM
adppekTBHOCTN CYY 1 COBEpLUEHCTBOBaHNEM YCAYT.

4.5.5 TMoapepxka n coBeplweHcTBoBaHne CYY (KoppekTupoBka)

4.5.5.1 O6wme NoNoxeHns

[omkHa cyllectBoBaTb NOMIMTMKA NOCTOSAHHOrO coBepLleHCTBOBaHMA CYY u ycnyr. MNonutrnka gomkHa
BK/IOYaTb KpuTepun OLEHKM BO3MOXHOCTel onsa COBEpPLUEHCTBOBAHUA.
[JomkHa cylulecTBoBaTb AOKYMEHTUPOBaHHasa npoueaypa, BkAtovawuwas hopmasindoBaHHble NOHOMOUYMA U
OTBETCTBEHHOCTb 3a BbISB/IEHNE, OOKYMEHTMPOBAaHWE, OLEHKY, YTBEPXAEHWEe NPUOPUTETOB, YNpasrieHue,
M3MepeHME N OTYETHOCTb MO COBEpPLUEHCTBOBaHMIO. BO3MOXHOCTU A1 COBEpLIEHCTBOBaHWUSA, B TOM 4ucre
KOppeKkTupyloLwme 1 NnpeBeHTUBHbIE AeNCTBUSRA, AO0/DKHbI O6bITb JOKYMEHTUPOBaHbI.

MpUYMHBI BbISB/IEHHbLIX HECOOTBETCTBUIA AO/DKHbI ObITb MCMNpaBfeHbl. KoppekTupylowme peictBus
[O/KHBI ObITb NPeANPUHATBI AN YCTPAHEHUS yKasaHHbIX MPUYMH C LeNblo npeaoTBpalleHns peunanuBoB.
MpodunakTnyeckne MeponpusaTUS AO/MKHbI ObITb MPUHATBHI B LENSAX YCTPaHeHUs MpUYnH NoTeHumanbHbIX
HECOOTBETCTBUIA C LeNbo NPesoTBPALLEHNSA UX BO3HUKHOBEHUS.

MpumeyaHune - [ONOSHUTENBHYIO MH(OPMALMIO O KOPPEKTUPYIOLWUX N NPEBEHTUBHBbIX AeNCTBUSIX CM.
BISO 9001:2008. n. 8.5.

4.5.5.2 YnpaB/ieHNe COBeEPLIEHCTBOBaAHNEM
BO3MOXHOCTM AN YNy4ylWeHUs [OO/DKHbl ObiTb MPUOPUTU3NPOBaHbLI. [OCTaBWMWK YCyr [OOJSIKEH
MCMOMb30BaTb KPUTEPUUN OLLEHKN B MOJSIUTUKE NMOCTOSAHHOINO COBEPLUEHCTBOBAHUA MNPU NPUHATUN peLleHust o

BO3MOXHOCTU ans COBEepLUEHCTBOBaHUSA.
YTBepXAeHHble ynyylieHus OOJ/DKHBI 6bITb 3an1aHMpoBaHbI.
MocTaBLWKK yCcnyr AO/KEeH YNpaB/isTb AesiTeNIbHOCTbIO MO COBEPLUEHCTBOBAHMWIO, KOTOpash BK/KOYaeT, Kak
MUHUMYM:

onpejeneHune uUenei s COBEPLUIEHCTBOBAHUSA MO OAHOMY WM HECKOSIBKUM U3 C/eAYyHOLMX acMeKToB:
KayecTBO, LEHHOCTb, CMOCOGHOCTb, CTOMMOCTb, MNPOU3BOAWNTESIBHOCTL, UCMOMb30BaHNE PEeCcypcoB U
CHWXeHne pUCKoB;

o6ecneyeHne BHeApeHVs YTBEPXAEHHOTO COBEPLUEHCTBOBAHUS;

nepecMoTp MOMUTMKW, MJIAHOB, MPOLLECCOB W MNpoueasyp YnpasfeHust ycnyramu (B crydvae
Heo6xoANMOCTK);

N3MepeHne BHEAPEHHbIX YNy4lleHWA B COOTBETCTBUM C Habopom Lueneli, n rae uenu He 6bum
[OCTUTHYTbI, MPUHATNE HEO6XOAMMbIX Mep;

OTUET O peasin30BaHHbIX YNyULLeHUsX.

5 MpoeKTMpoBaHVe 1 NPeoGpas3oBaHne HOBbIX U N3MEHSEMbIX YCyr

5.1 O6Lwue nonoxeHus

MocTaBLMK YCAyr AO/HKEH UCMOMbL30BaTh 3TOT MPOLECC A/ BCeX HOBbIX YC/Yr U U3MEHEHWIA ycnyr,
CMOCO6HbIX OKasaTb CYLWECTBEHHOE B/IUSIHUE Ha YC/yru, NMbo Ha 3akasuumka. W3MeHeHWsi, KoTopble
HaxogAaTcs B paMKax pasfgena 5. onpefenstoTcs NosiMTUKamMy ynpaBfeHus U3MEHEHWUSIMU, COTM/TaCOBaHHbIMM
B pamkax npouecca ynpaBneHus N3MEHEHUAMU.
OueHKa, yTBEPXAEHME, MMaHMPOBaHWE WM aHasn3 HOBbIX WM W3MEHSIeMbIX YC/yr B pamMkax pasgena 5
[OMKHBI HAXOAWUTHLCA MOA, KOHTPOSIEM Npouecca yrnpaBfeHnsi U3MeHEeHUsAMW. KOHUrypaLMoHHble eavHuLbl,
OTHOCSILLMECA K HOBbIM WM W3MEHSIEMbIM Yycnyram, B pamMKax pasfgena 5 [O/KHbl HaxoauTbCs MNop,
KOHTPOJIEM MpoLecca yrnpaB/ieHUs KOH(UTYpaLnsiMu.

MocTaBLWWK YCNyr [O/DKEH aHaIM3upoBaTb pe3y/bTaTbl  MeponpusitTuii No  NAaHMPOBaHWIO U
NPOEKTUPOBAHUIO HOBbIX UM M3MEHSIEMbIX YCNYT OTHOCUTE/IBHO COMMIaCOBaHHbIX TPeGOBaHU K ycnyram u
COOTBETCTBYHOLWMNX TPEGOBaHWiA, ykasaHHbIX B 5.2 1 5.3. OCHOBbIBAsCb Ha 3TOM aHasm3e, NOCTaBLUK yCyr
[OJ/DKEH NPUHATb UN OTKIOHUTL pe3y/ibTaTbl. MOCTaBLWUK YCYT AO/TKEH NPUHATH HE06XoAVMble Mepbl AN1s
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Toro, 4ToGblI pa3BUTMe U MpeobpasoBaHWe HOBbIX WAN M3MEHSIEMbIX YC/Yr MOI/I0 OCYLEeCTB/IATbLCA
3(hheKTNBHO, UCMO/b3YS MPUHSATbIE Pe3y/ibTaThbl.

NMpumMeyaHne - Heo6XoAUMOCTb HOBOU YCNYyrM WM W3MEHEHWS YCNYrM MOXeT WCXOoAuTb OT
3aKasunka, OT MocTaBLYMKa YCNyr, OT BHYTPeHHeli rpynnbl UM OT noApsifyvka B LEensx yAOB/eTBOPeHUs
notpe6HocTel 6M3Heca WK 418 NOBbILEHNS pPe3y/IbTaTMBHOCTU NPefoCTaBAsSeMbIX YC/yT.

5.2 NMnaHupoBaHmne HOBLIX WU N3MEHSAEMbIX YCyT

MocTaBLMK yCnyr AO/KEH onpenennTb TpeboBaHUA K HOBbIM WKW M3MEHSAeMbIM ycnyram. HoBble nnm
M3MeHsIeMble YCNyrM [O/DKHbl  ObITb  3anjiaHMpoOBaHbl A1  BbINO/HEHNA TpeboBaHWn K ycnyram.
MnaHMpoBaHMWe HOBbIX WIX WU3MEHSIEMbIX YC/Yr [OJ/IKHO ObITb COr/lacOBaHO C 3aKa3yYMkoM WU C
3aMHTepecoBaHHbIMU CTOPOHAMM.

B kauyecTBe BXOoAa A/ [MJ1aHMPOBAHWUA MNOCTaBLWMK YCAYr [O/DKEH MPUHMMAaTb BO BHUMaHue
BO3MOXHO€e (PMHAHCOBOE, OpraHuM3auMoHHOe W TeXHW4eckoe BO3AeNCTBME MNpefocTaB/eHUS HOBbIX WA
M3MeHAEeMbIX YC/yr. MocTaBLWMK YCNYTr AO/DKEH TakXe MpYHUMaTb BO BHUMaHWe MNoTeHunanbHoe BAuSHWe
HOBBbIX NN U3MEHAEMbIX yCyr Ha CYY.

MnaHnpoBaHWe HOBbLIX WAN WU3MEHSAEMbIX YCNYr AOJ/DKHO BK/IOYaTb WM cOAepXaTb CCbIIKy, MO
KpailiHeii Mepe, Ha cregytoulee:

NOSIHOMOYNA N  OTBETCTBEHHOCTb 3a [OeATe/IbHOCTb MO MNPOEKTMPOBaHUIO, pas3paboTke ©n
npeobpasoBaHuio;

MeponpuaTUSA, KOTOpble 6yAYyT BbIMNOHATLCA NOCTABLMKOM YC/yr U APYTMMU CTOPOHaMW, B TOM 4Yucrie
[eATeNIbHOCTb MO B3aMMOAEeNCTBMIO NOCTaBLLMKa YCNyr ¢ ApYrMMn CTOPOHaMU;

B3aMMO/[eNCTBME C 3aNHTEPECOBaHHbIMN CTOPOHaMMU;

yenoBeyeckue, TexHnuyeckne, NHhopmMaLoHHbIE 1 (PUHAHCOBbIE PECYPCbl;

CPOKW 3an/iaHMpOBaHHbIX MEPONPUATUN;

BbISIB/IEHME, OLLEHKA U yNpaB/ieHne pryckamu;

3aBMCUMOCTb OT ApYrux YCnyr:

MCNbITaHWSA, HeO6X0ANMbIE O1A HOBbIX UV U3MEHAEMbIX YCIYT;

KPUTEPUN NPUHATUS YCAYT;

oXxuaaemble pesynbTaTtbl OT MPefocTaB/IEHNA HOBbIX WAN U3MEHSEMbIX YC/Yr, BblpaXeHHble B
N3MepseMbIX BEMTMUYMHAX.

[na ycnyr, KoTopble AO/MKHbI ObITb yAaneHbl, NOCTaBLMK YCAYr AO/DKEH NAaHMpoBaTb npoueaypy
yaaneHusa ycnyrun (ycnyr). NnaHvposaHue AO/HKHO BK/IOYaTb AaTy(-bl) yAasleHus, apxuBauuu, yTuamsaumm
AN nepefayn AaHHbIX, AOKYMEHTauuM W KOMMOHEHTOB YCNyru. Ycnyra MOXeT BK/IoYaTb B cebs
KOMMOHEHTbI MHPPaCTPYKTYPbI 1 MPUIOXKEHUI C COOTBETCTBYOLLUMM NTINLEH3NSMUA.

MocTaBIUKMK yCNyr [OJSKEH Onpefenutb ApyrMe CTOPOHbI, KOTOpble 6yayT cnocobcTBoBaTb
npenocTaBNeEHNI0 KOMMOHEHTOB YCAYr ANA HOBbIX WAW M3MeHSAeMblX ycnyr. [ocTaBLlWMK YCyr AOJIKeH
OLUEHUTb WX CMOCOBHOCTL BbINOMHATE TpeboBaHUs K ycnyram. [lo/kHbl  ObiTb  3aperncTpypoBaHbl
pe3ynbTaTbl OLEHKM U NPeAnpuHATLI Heob6XxoAnuMble AeACTBUSA.

5.3 MNpoekTupoBaHue 1 pasBUTHE HOBbIX U N3MEHAEMbIX YCyr

Mpy NpPOeKTUpoBaHUN W AOKYMEHTUPOBAHUM HOBbIX WAN WU3MEHSEeMbIX YCAYr [O/KHbl ObiTb, MO
KpanHeli Mepe, OTpPaXeHbl;

MOSIHOMOYUA N OTBETCTBEHHOCTbL 3a NnpefocTaB/ieHNe HOBbIX W N3MEHSAEMbIX YCyT;

MepOonNpuUATUA, KOTopble 6yayT BbINOMHATHCA MNOCTaBLMKOM YCAYr, 3aKa3ynmkoMm 1 ApyruMy CTOpOHamm
ONA npefocTaB/IEHNA HOBbIX UV U3MEHSIEMbIX YCIyT;

HOBble W/IN W3MEHEeHHble TpeboBaHUA K YesloBeYeCKMM pecypcam, BKIo4Yasd TpeboBaHMS K
COOTBETCTBYHOLEMY 06pa3oBaHuio, NOAIOTOBKE, HaBblKam U OMbITy;

noTpe6HOCTN B (PUHAHCOBbLIX pecypcax AAs NpefocTaBieHNs HOBbIX UIN U3MEHSAEMbIX YCAYT;

HOBbIE UM N3MEHEHHbIE TEXHOIOTUN A1 NPefoCTaBNEeHNSA HOBbIX WU N3MEHAEMbIX YCNYT;

HOBbIE€ WM U3MEHEHHbIE MJaHbl N NOINTUKA B COOTBETCTBUM C TpeboBaHMAMU 3TOW vacTn MCO/M3IK
20000:

HOBble WM W3MEHEHHble KOHTPaKTbl W [Apyrve cornaweHuss ANs OTPaXeHWs WU3MeHeHuin B
TpeboBaHMAX K ycnyram,

n3meHeHusi B CYY;

HOBbIE UM N3MEHEHHbIE CornalleHnsi 06 ypoBHe YCnyr;

06HOBNEHNA KaTanora ycnyr;
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npoueaypbl, Mepbl U UHGOPMALKsA, KOTopble 6yAyT UCMONbL30BATLCA AN NPEAOCTABNEHUS HOBbLIX U
N3MeHSIeMbIX YCAyT.

MocTaBLWKK yCNyr 4O/MKEH 06eCneynTb, 4To6bl NPOEKTUPOBAHUE MO3BO/IANO HOBLIM WM U3MEHSIEMbIM
yc/yram BbINOMHATL Tpe6oBaHMs K ycnyram. HoBble Un n3MeHsieMble YCNYrn f0/KHbI 6bITb paspaboTaHbl B
COOTBETCTBUW C JOKYMEHTA/IbHLIM MPOEKTOM.

MpumeyaHue - OnA NonyyeHUs JOMOMHUTENLHON MHGOPMaLMM O MPOEKTe CM. NPOLLECC NPOEKTUPOBaHWSA U
paspaboTku B ISO 9001:2008. n. 7.3 nan apxXUTEKTYPHbIA npoLiecc npoekTupoBaHus B ISO.1EC 15288:2008. n. 6.4.3.

5.4 lMpeobpa3oBaHne HOBbIX N U3MEHSAEMbIX YCAYT

HoBble UM U3MEHsAeMble YCyrM AO0/KHbI GblTb NPOTECTUPOBAHbI A5 06ecneyeHns rapaHTum Toro,
UYTO OHM BbLINOMHAKT Tpeb6oBaHUS K ycnayram U Tpe6GoBaHWs MPOEKTHOW AOKyMeHTauuu. HoBble wuau
M3MeHsieMble YCNYrM [O/KHbl GbiTb 3apaHee NpPOBEpPeHbl Ha COOTBETCTBME COracOBaHHOMY KpPUTEPUID
NPUMEMKN MOCTABLYUKOM YCAYylr U 3aMHTEepPecoBaHHbIMWU CTOpoHamMu. EC/inM KpuTepunm MPUEMKU YCNYrM He
BbIMOJTHAOTCA, MOCTaBLWMK YCAYr UM 3aUuHTEpPecOBaHHble CTOPOHbI AOJ/DKHbI MPUHATb pPELIeHUEe O
He06X0AUMbIX LeCTBUSIX Y BO3MOXHOCTU pa3BepTbiBaHUS.

Mpouecc ynpaBneHWs pesu3aMW U BHELPEHWEM [OJKEH WUCNO/b30BaTbCs NpU pas3BepTbiBaHUM
YTBEPXAEHHbIX HOBbIX UM N3MEHSEMbIX YCNYT B MPOM3BOACTBEHHYIO Cpeay.

Mocne 3aBepleHUs [esTeNbLHOCTM NOo Npeo6pas3oBaHUilo, NOCTABLWUK YCAYr AO/IKEH COO6WUTHL
3aMHTEPEeCOBaHHbIM CTOPOHAM O JOCTUTHYTbIX pe3ysibTaTax B CPABHEHWNU C OXUAAEMbIMU pe3yfbTaTamu.

6 Tlpouecchbl NnpefocTaB/IeEHNA YCyT
6.1 YnpaBseHne ypoBHEM YyCnyr

MocTaBLUK YyCNYT AOMKEH COr1acoBaTh C 3aKa3unKoM YC/yru, KoTopble 6yayT NpeaocTaBnsaThes.

MocTaBLKK ycnyr AO/HKEH cOrfacoBaTbh C 3aKa3uMKOM KaTtasnor ycfyr, KOTOpblii [JO/IXEH BkIw4YaTb B
cebs 3aBUCUMOCTU MEXAY YCNyramMmu n KOMNOHEeHTamu ycnyr.

Ons kaxzgoll npepsocTaBnsemMoii ycnyru nocTaBLMK YCAYr LOJKEH corfacoBaTbh C 3aKa3uMkoM OfHO
WM HEeCKONbKO corfalleHnii o6 ypoBHe ycnyru. Mpu co3faHum cornalieHus 06 ypoBHe YCyru nocTaBLiuK
ycnyr LO/MKEH yunTbiBaTb Tpe6oBaHusi K ycnyre. CornaweHue 06 YpOBHe YCAyrM AOJ/HKHO BKKOYATb
coryiacoBaHHble Liesin NpefoCcTaB/IeHUst yCyrn, XxapakTepucTukn paboyeii Harpysky U NCKIOYEHUS.

MocTaBWMK YCNyr [O/MKEH C 3anfaHWpPOBAHHOW NEepuoAUYHOCTbIO aHanu3MpoBaTb YCAYrM W
cornaweHns 06 ypoBHe yCyr COBMECTHO C 3aKa3uuKoM.

M3MeHeHUs1 B JOKYMEHTUPOBAHHbIX TPEGOBAHUAX K yc/ayram, B katasore ycnyr, B cornaweHusx oo
YPOBHE YCNYyr W B APYIUX [OKYMEHTUPOBAHHBLIX COrNalleHUsX AO0/HKHbI KOHTPO/MMPOBATLCA B pamMKax
npouecca ynpas/ieHUsi U3BMEHEHNUAMU. KaTanor ycnyr fo/mkeH NoAAEPXKNBATbCSA B akTyaslbHOM COCTOSIHUM 1
oTpaxaTb W3MEHEHWs YCAYr W cornaweHunii 06 ypoBHe ycnyrm Ans o6ecrnevyeHus WX B3aUMHOIO
COOTBETCTBYUS.

MocTaBLWWK YCAYT LO/MKEH CNefuTb 3a TEHAEHUUSIMW U NPOVN3BOAUTENBHOCTLIO OTHOCUTENLHO Lenei
npeAgocTaBfeHnUss  YCAyr € 3an/laHMpoBaHHOW  MepuoAUMYHOCTbIO.  PesynbTaTbl  AOMKHbI  6bITb
3aperucTpupoBaHbl U NpPoaHaIu3NpoBaHbl AJ1si BbiSIBJIEHWS MPUYUH HECOOTBETCTBWI M BO3MOXHOCTEl Ans
COBEPLIEHCTBOBAHMS.

[N KOMMNOHEHTOB Yycnyr, NpPefoCTaBASEMbIX BHYTPEHHUMMW TpynnamMyu WM 3aKa3uuMKoM, MNOCTaBLLUK
ycnyr fgonxeH paspa6oTaTb, cornacoBaTb, NepecMatpuBaTtbh W NOALEPXMBATb B akTyalbHOM COCTOSIHUM
[OKYMEHTUpPOBAaHHbIe  cOrnalleHUs ANs  OnNpefefieHus  BUAOB  AesiTeNbHOCTM U UHTepdeiicoB
B3aUMOAENCTBNA MeXay ABYMS CTOPOHAMMW.

MocTaBWMK yCNyr [O/MKEH KOHTponAupoBaTb paboTy BHYTPEHHUX [PYnNn WAW  3akasuuka Ha
COOTBETCTBUE COF/TACOBAHHbLIM LEeNsIM NpefoCcTaB/eHUs yCAyru u 4pyrum cornacoBaHHbIM 06si3aTeNbCTBaM
C  3annaHupoBaHHOW  NEpUOAMYHOCTLIO.  PesynbTaTbl  AO/MKHbI  GblTb  3apPErUCTPUPOBaHbl U
npoaHanM3npoBaHbl AN BbISBNEHUS NPUUUH HECOOTBETCTBUI N BO3MOXHOCTEN 419 COBEPLIEHCTBOBAHUS.

6.2 dopmMmmpoBaHune 1 NpegocTaBeHe OTYETHOCTU MO ycslyram

OnucaHne Kaxgoro oTyeta Mo ycnayram, B TOM 4YUCNe CYTb YCAyru, Uefb, ayguTOpWI0, 4acToTy K
AeTann UCXOA4HbIX AaHHbIX, A0/KHbI 6biTb [OKYMEHTa/IbHO O(OPM/IEHbI W COMMacoBaHbl C MOCTABLLUKOM
YCNYr 1 3alHTEPECOBAHHLIMI CTOPOHAMM.
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OTyeTbl MO ycryraM AO/MKHblI ObITb NOArOTOB/EHbI A1 YCAYr C WUCNOMb30BaHWeM WHgopmaun o
npefocTaBfeHNN ycnyr n o geaTtenbHoOCcTU CYY. BKIOYas MNpouecchbl ynpasneHus ycnyramu. OTyeTbl Mo
ycnyram, rno KpaliHeli mepe, AO/MKHbI BKIOYaTb:

COOTBETCTBUE [ieATENbHOCTU Le/IAM NpefocTaBNeHNs YCnyr,;

MHOPMaLMIO O 3HAYMMbIX COObLITUSAX, B TOM 4uc/ie, MO KpaliHeli Mepe, O Cepbe3HbIX WHLUUAEHTax,
BHEAPEHNN HOBbIX UIN N3MEHSAEMbIX YCNYT U NaHa HeNpPepbIBHOCTY;

XapaKkTepuctukm pabouein Harpysku, BKIO4ass O6beMbl W Mepuoguyeckne usMeHeHust pabouei
Harpysku;

O6GHapyXeHHble HeCOOTBETCTBUA Tpe6GoBaHMsIM 3Tol Yyactm MCO/M3IK 20000, Tpe6oBaHusiM CYY unn
TpeboBaHNAM Kycyram ¢ onpefesieHneM npuymH;

MHGOPMaLMIO O TEHAEHLMAX;

M3MepeHNs YA0B/IETBOPEHHOCTN 3aKa3uMKOB, Xaslobbl Ha npefocTaBfieHMe YC/yr u pesynbTarbl
aHann3a n3mepeHuii yaoBneTBOPEHHOCTU U Xasnob.

MocTaBIMK YCNyr AO/DKEH MPUHUMATb pelleHus W coBepluiaTb [eliCTBUS Ha OCHOBe BbIBOAOB,
cofepxalmnxcsa B oTyeTax Mo ycnyram. CorsiacoBaHHble [eiCcTBMA [OBOAATCA [0 3avHTepecOoBaHHbIX
CTOPOH.

6.3 Ynpas/ieHne HeNpPepbIBHOCTbLIO U IOCTYNHOCTBLIO YC/yT

6.3.1 Tpe6oBaHNA K HENPEPbLIBHOCTN N OCTYNHOCTU yCAyr

MocTaBLWMK yCAyr AO/DKEH OUEHUTb W [AOKYMEHTMPOBaTb PUCKM B OTHOLIEHUU HENpepbIBHOCTU W
[OCTynHOCTM ycnyr. T[locTaBWWK YCAyr [O/DKEeH oOnpefennTtb U coracoBatb € 3aka3umkoMm W
3aMHTepecoBaHHbIMW CTOpPOHaMW TpebOBaHUA K HeNpepbIBHOCTM M AOCTYMHOCTU ycnyr. CorsiacoBaHHble
TpeboBaHNA AO/MKHbI Y4UTbIBaTb COOTBETCTBYHOLME BM3HEC-NNaHbl, TpeboBaHUA K ycnyram, cornalleHns o6
YPOBHe ycnyr n pucku. CornacoBaHHble Tpeb6oOBaHUS K HENnpepbIBHOCTU W JOCTYNHOCTU YCAYT OO/MKHbI, MO
KpaiHeli Mmepe, BKIOYaTb:

npasa gocTyna K ycnyraw;

BpPeEMS OTK/IMKa YCNyr;

KOHeYHas AOCTYNHOCTb YCNYT.

6.3.2 MNnaHbl HENPEPbIBHOCTN N AOCTYMNHOCTU yCAyr

MocTaBLWWK ycnyr AO/DKeH co3faTb, BHeAPUTb U NOALEepXMBaTb B akTyaJlbHOM COCTOSIHUM MaHbl
HEenpepbIBHOCTU N AOCTYNHOCTU. VI3MEHEHUSA B 3TUX MNJ1aHax [0/IKHbl HAaXOAUTLCA MO KOHTPOIEM MpoLecca
ynpaBfeHns U3MeHEeHNSAMN.

MnaH HeMpepbIBHOCTU AOJ/IKEH, MO KpaiHel Mmepe, BKIOYaTb:

npoleaypbl, KOTOpble 6yAyT peann3oBaHbl B C/lydae 3HaUYUTENIbHOrO MpepblBaHUS YCAYT, UK CCbIIKA
Ha HUX;

Lesin AOCTYMNHOCTUN B CNlydae NpUMeHeHus niaHa:

TpeboBaHUA K BOCCTAHOB/IEHUIO.

NoAxo[ K OCYLLeCTB/IEHNIO BO3BpaTa K HOpMasibHbIM paboyuM YC/I0BUSIM.

B cnyvae npekpateHnss HOpMaslbHOro MnpefocTaBfieHNss YCAyr AO/MKHbl 6biTb AOCTYMHbI MAaH(-bl)
HENPepbIBHOCTU, CMUCKN KOHTaKTHbIX N1l 1 Ba3a gaHHbiX ynpasneHunsa koHdurypaumamm (CMDB).

MnaH(-bl) AOCTYNHOCTM [AOJDKEH, MO KpaliHeli mepe, BKIOYaTb TPebOBaHUS K AOCTYMHOCTM WU Lenn
[OCTYNHOCTU.

MocTaBLWUK YCNYT AO/IKEH OLlEeHMBaTb B/IMAHUE 3arpoCOB Ha M3MeHeHue rnaHa(-0B) HenpepbIBHOCTU
1 nnaHa(-oB) AOCTYNHOCTH.

MpumeyaHue - MNnaHbl HENPEPbLIBHOCTM U AOCTYMHOCTU MOTYT 6bITb 06beANHEHbI B OWUH [OKYMEHT.

6.3.3 MOHUTOPWHI U TeCTUPOBaHWE HENPEPbIBHOCTU U JOCTYNHOCTU YyCAyr

Heo6xoAMMO OCYLeCTBAATbL MOHUTOPWUHI  AOCTYMHOCTW ycnyr, uKcupoBaTb pe3y/nbTatbl W
cCpaBHMBaTb WX C COrMlaCOBaHHbIMU UensaMu. HesannaHnpoBaHHasi HeAOCTYMHOCTb YCAYr AOJIKHa ObITb
nccnegoBaHa U fOMKHbI O6bITb NMPUHATLI HEO6XOAUMbIE Mepbl.

MnaHbl HENPepbLIBHOCTU YC/IYTN AO/MKHbI ObITb MPOTECTUPOBaHbl Ha COOTBETCTBME TpebGoBaHWUAM ee
HenpepbIBHOCTU. [lNaHbl AOCTYMHOCTU [AO/MKHbI 6bITb NPOTECTUPOBaHbI Ha COOTBETCTBUE TpeboBaHMAM
[ocTynHocTU. [locne  3HauuTeNbHbIX W3MEHEHW B cpefe NpeAocTaBfieHWss  YCyr, B KOTOpOU
(OYHKUMOHMPYET MNOCTaBLWK YC/yr, NAaHbl HENPepbIBHOCTU W AOCTYNMHOCTU YCNYr [AO/DKHbl  ObITb
NpOTECTUPOBaHbI 3aHOBO.
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Pe3ynbTaTbl TECTUPOBAHUSI A0/HKHbI 6biTb 3aIMKCUPOBaHbl. AHa/IU3 U NepecMoTp MaHa AO/KeH
NPOBOAUTLCSI MOC/IEe KAaXAO0ro TECTUPOBAHWS M Moc/ie NpUBEAeHVst B AeCTBMEe MaHa HernpepbIBHOCTM
ycnyrn. B criyyae BbISIBMIeHUSt HEAOCTAaTKOB B MPOLLECCE TECTUPOBAHWUSI MOCTABLWMK YCAYT AO/DKEH MPUHATL
Heo6X04UMble Mepbl Y COOBLWUTL O HIX.

6.4 BromxeTvpoBaHue 1 ydeT 3atpar Ha UT-ycnyrum

[lomkeH cyllecTBoBaTb (hOpPMasM30BaHHbIN MHTepdelic mMexay npoueccamn OlMpKeTUPOBaHUA U
yyeTa 3aTpaTr Ha WT-ycnyrm v gpyrmumu npoueccamv MHaAHCOBOro ynpasieHus. [Oo/kHbl CylliecTBOBaTb
NOSINTUKN N AOKYMEHTUPOBaHHbIE NpoLeaypbl:

Mo cocTaB/IeHMIO GloaXeTa 1 yyeTy 3aTparT, No KpaliHeil mepe, AN criefyowmx KOMNOHEHTOB YCyr:

aKTUBbI, B TOM YnCne NNLEH3NN, UCNoJb3yeMble AN NpefoCcTaB/eHns YCyr.

o6uwme pecypcsbl,

HaknafHble pacxogbl,

KanuTasbHble 1 onepalyioHHble pacxogbl.

ycnyru, npegocTtasisieMble NOAPALUNKOM.

nepcoHan.

VH)XeHepHoe obecrneyeHue;

no pacnpefesieHNio KOCBEHHbIX PacXof0B M OTHECEHMIO MPAMbIX PacxoAoB Ha yCnyru, Heobxoanmble
onsa obecneyeHns pacyeTa o6Lieli CTOMMOCTU YCAyr;

no apPeKTUBHOMY (PUHAHCOBOMY KOHTPOJIIO N AeATENIbHOCTU MO YTBEPXAEHWUIO.

Pacxogbl A0/MKHbI 6bITb BK/IKOYEHbI B 6lOMKeT Ana obecnedeHus 3pPeKTUBHOrO (OMHAHCOBOIO
ynpaBfieHUs 1 NPUHATUS peLleHnii No nNpefocTaB/IeHNIo ycnyr. MocTaBLWMK yCayr AO/DKEH OCYLLEeCTBIATb
MOHWTOPUWHI 3aTpaT Ha COOTBeTCTBMe OlaXeTy, aHaInM3vpoBaTb (PMHAHCOBbIE MPOrHO3bl U YNpPaBAATb
3arparamu.

WNHdopmaumsa gomkHa npefocTaBAAaTbCA Npoueccy ynpaBieHuss U3MeHeHUsMWU A1 obecneyeHns
pacyeTa CTOMMOCTM 3anpoCcoB Ha U3MEHEHMeE.

MpumeyaHne - MHOrMe MNOCTaBWWKM YCMyr B3WMatoT Miary 3a cBou ycnyru. OxBaT npouecca
6HOKETUPOBAHNS 1 yUeTa 3aTpar Ha UT-ycyr He BK/IKOUaET ornyiaty MpeaoCcTaB/ieHust YCyr.

6.5 YnpaBfieHne MOLLHOCTAMMU

MocTaBWNK YyCNyr AO/HKEH ONpeaesiMTb U COF/lacoBaTb C 3aKa3yMkOM U 3aMHTEpPEcOBaHHbIMU
cTopoHamMu Tpe6oBaHMA K MOLHOCTSIM M K MpPOU3BOAUTENIbHOCTU. [ocTaBLWMK YCyr AOJIKEeH co3gartb,
BHeApUTb U NOAAEPXMBATL MNMaH MOLIHOCTEN C yUETOM YeflOBEYECKUX, TEXHUUECKUX, MHIOPMALMNOHHBLIX U
(PUHAHCOBbLIX PecypcoB. VI3MeHeHUs1 B niiaHe MOLLHOCTEW AO0/MKHbl HAXoAUTBLCS Mog KOHTPOsieM npolecca
ynpasneHus M3MEHEHMAMMU.
MnaH mMolwHoCTel 4o/MKEH BKIOYATb, KaK MUHUMYM:

TeKyLLW Cnpoc 1 NPOrHO3 cnpoca Ha ycnyru:

OXMAaeMblii apeKT cornacoBaHHbIX TPE60BAHNIA K AOCTYMHOCTU, K HENPEPbIBHOCTU 1 YPOBHIO YCNYT:

BPEMEHHbIe paMKu, NMOpOroBble 3HaUYeHWs 1 3aTpaTbl HA MOZAEPHU3ALNI0 MOLLHOCTEIA;

noTeHUManbHoOe B/VSHMWE 3aKOHOAATESIbHbIX, PErynMpyrowmx, AOroBOPHbLIX WM OPraHu3auuoHHbIX
N3MEHEHWIA:

noTeHuManbHOe BO3AENCTBMNE HOBbIX TEXHO/IOMNI N HOBbLIX NOAXOA0B:

npoueaypbl 4718 OCYLLECTB/IeHM YNPeXAatoLWero aHann3a, Uamn cCbifiki Ha HUX.

MocTaBLWMK YCyr AO/HKEH OCYLLECTB/IATb MOHUTOPUHI UCMO/Ib30BaHNs MOLLHOCTel, aHa/in3 o6bema
OAHHBIX W HACTPONKM NpPOM3BOAUTESIbHOCTW. [lOCTaBLWMK YCNyr [O/KeH O06ecneynTb [0CTaTOUYHble
napameTpbl MOWHOCTM AO/1 YAOB/IETBOPEHUSI  COMMlacoBaHHbIX TpeGoBaHWiA K  MOLWHOCTM U K
NPOU3BOANTENBHOCTMU.

6.6 YnpaBneHne nHhopmMaLunoHHOM 6e30MNacHOCTbIO
6.6.1 TlMonuTtuka nHpopmauMoHHO 6e3onacHoOCTN
OpraH ynpaBfleHUs C COOTBETCTBYIOLWMMM  MOSIHOMOYMAMU  [O/DKEH  YyTBEPAUTb  MOSIUTUKY

MHDOPMaLMOHHOM 6e30MacHOCTN C y4eTOM TpeboBaHMi K ycnyram, 3akoHOAaTesIbHbIX U PEerympyrowmx
Tpe6oBaHW 1 AOrOBOPHbIX 06A3aTENLCTB. OpraH ynpaB/ieHUs: AO/DKeH:
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[OBECT! MOMUTUKY WHAOPMaLUMOHHOW 6e30MacHOCTM W BaXHOCTb C/iefoBaHWA 3TOW MNonuTuke
COOTBETCTBYIOLUM COTPYAHMKAM MOCTaBLUMKa YCAYr, 3aka3unka 1 noapsaunkos;

obecneunTb Hannune n chopmanmsalnio uenen NHpopmMaLMOHHOM 6e30nacHoCTH;

onpefgenuTb NOAXOA K YNpaB/eHW0 puckamm MHGOPMaLMOHHOV 6e30MacHOCTU, a TakKke Kputepum
NPUHATUSA PUCKOB;

obecneuntb NpoBefeHNEe OLEHKN PUCKOB WHMOPMAaLMOHHOM 6e3onacHOCTW C 3an/iaHMpoBaHHOM
nepuoagnNYHOCTbIO;

o6ecneynTb NpoBefeHe BHYTPEHHEroO ayanTa MH(OPMaLMOHHOM 6e30nacHoCTy;

obecneunTb aHa/In3 pe3y/ibTaToB ayAuTa 4715 onpegeneHns BO3MOXHOCTel COBepLUEHCTBOBaHNS.

6.6.2 CpeacTBa KOHTPO/S MH(bOpMaLMOHHOW 6e3onacHoCTuU

MocTaBWMK yCNyr AO/DKEH peann3oBaTb M WUCMNOAb30BaTb (U3MYecKMe, aAMUHUCTPaTUBHbIE W
TexHMYyeckune cpeacTBa KOHTPOASA UHAOPMAaLMOHHOK 6e30nacHOCTU B LensX;

COoXpaHeHns KOHPUAEHUNANBHOCTHN, LENOCTHOCTU U AOCTYMHOCTU UHADOPMaLMOHHbBIX PECYPCOB;

BbINOJSIHEHNS TPe6OBaHNA NOUTUKM NHOPMaLIMOHHOW 6e30nacHoCTy;

[AOCTUXEHUA uenen ynpasreHns NHAPOPMaLMOHHOM 6€e30NacHOCTbIO;

ynpaB/ieHNss pUckamu, CBSA3aHHbIMY C NHOPMAaLIMOHHOV 6e30NacHOCTLIO.

OTW 3NeMeHTbl yrnpasfieHns NH(pOopMaLNoOHHON 6e30MaCHOCTbIO A0/MKHbI ObITb 384,0KYMEHTUPOBaHbI 1
[O/DKHbI  OMUCbIBATb CBSA3@HHbIE C HUMW PUCKM, WX 3KCN/yaTtauuio U TeXHUYecKoe O6CyXuBaHue.
MocTaBWKUK ycnyr [OO/DKeH npoaHansnpoBaTb 3(AEKTUBHOCTb  YMNpaB/ieHns  MHOPMALMOHHOM
6e30nacHOCTbIO. MOoCTaBLWWK YCNYT AO/KEH MPUHATL HEO6GXOAMMbIE Mepbl U COOOWNTL O HUX. MocTaBLnK
ycnyr [OJ/DKeH OnpefenvTb BHEWHWe opraHusauum, Yy KOTOpbIX eCcTb Heobxo4MMocTb [O0CTyna,
MCMNOMb30BaHMA WNW ynpaBreHus uHopmaumelri nnn ycnyramm nocTtasBlimka ycnyr. ocTaBlmnK ycnyr
[O/TKEeH [OKYMeHTMpOBaTb, COr/1acoBbiBaTb W peasin30BbiBaTb CpeAcTBa KOHTPONS WMHMOPMALMOHHOM
6e30MacHOCTUN C BHELLIHMMY OpraHu3auusMu.

6.6.3 VI3aMeHeHNa U NHUNAEHTbl MHOPMaLNOHHOK 6e30nacHOCTH

3anpocbl Ha U3MeHeHUs A0/MKHbI OLEHMBATLCS, YTOObI ONpeaennTb;

HOBbIe U/ N3MEHEHHbIe PUCKM MH(POPMaLMOHHO 6e30nacHoCTy;

noTeHuMasibHOe BO3AelCTBME Ha CYLLECTBYIOLWYIO MOAUTUKY WHMOPMaLMOHHOW 6e30nacHOCTM U
CcpefcTBa KOHTPOSA.

NHUnAeHTbI nHOPMaLMOHHOM 6e30nacHOCTM nogsexar ynpas/ieHuo C UCMOo/b30BaHeM npoueayp
ynpasJ/ieHUs1 NHUMAEHTaMun, C NPUOPUTETOM, COOTBETCTBYIOLWUM pUCKaM WH(OPMaLMOHHON 6e30MacHOCTH.
MocTaBWKWK  yCiyr [O/DKEH  MpoaHa/n3vpoBaTb  BUAbl, O06BbEMbI W MOCMEACTBUA  UHUMOEHTOB
MHOPMaLMOHHOM  6e30nacHOCTU.  WHUMAEHTbl  MHAOPMALUMOHHOM  6e30MacHOCTU  AO/MKHbl  ObITb
3admkcupoBaHbl B OTHeTax W MpoaHa/IM3MpoBaHbl C uenblo  onpefennTb BO3MOXHOCTU /1A
COBEepLUEHCTBOBaHMS.

MpumeyvaHne - CraHaapTbl cepun ISO/IEC 27000 onpenensitoT TpebGoBaHUS M AalOT pPeKoMeHpauunm
019 NOAAEPXKN BHEAPEHUS N 3KCNyaTaunmn cCUcTeMbl ynpaBieHus MHPOPMaLMOHHON 6e30NacHOCTbIO.

7. MNpoueccobl ynpasieHns B3auMOOTHOLLEHNAMM

7.1 YnpaBfieHVe B3aMMOOTHOLLEHUAMU C BU3HECOM

MocTaBWMK YCNyr [O/KEH AOKYMEHTA/IbHO  OMNPeAenuTb  3aKa3uuKoB, MNOSb30BaTenien u
3aMHTEPECOBaHHbIE CTOPOHbI yCcAyr. [ns Kak4Oro 3aka3uuka MoCTaBLiMK YCAYr [OSIKEH WMETb
Ha3HAYeHHOro COTPYAHMKA, KOTOPbI/i OTBeuYaeT 3a YMpaBfieHWe B3aVMOOTHOLUEHWSIMM C 3aKa3uuMkom U
YA,0BNETBOPEHHOCTBIO 3aKa3unKa.

MocTaBLMK YCNyr YCTaHAB/IMBAET MEXaHW3M KOMMYHUKaLMWU C 3aKa3uMKOM. DTOT MeXaHU3M [OJIKeH
cofeiicTBOBaTb MOHUMaHUO GU3HEC-Cpefbl, B KOTOPOW 3KCMyaTuMpyrTCcs YC/yri, a Takke MOHWMaHUo
Tpe6oBaHUii K HOBbIM WAW W3MEHSIEMbIM YCAyr. YKasaHHas WH(OpMauusi NO3BOMMT MNOCTABLUWKY YCyr
COOTBETCTBOBATb 3TWM Tpe6oBaHUsM. [lOCTaBLWMK YCNyr COBMECTHO C 3aKa3uMKOM [O/DKEH C
3an/1aHNPOBaHHOW NEPUOANYHOCTLIO NMPOBOAUTL aHanM3 aPEeKTUBHOCTY NPEAOCTABIEHUS YCIyT.

M3MeHeHMs1 B (hOpMasIM30BaHHbIX TPEGOBaHMAX K YCNyram [OSKHbl HaxXoAWTbCA MO KOHTPO/EeM
npouecca ynpaBfeHUsi W3MEHEHUSIMWU. W3MEHeHUsi B corfnalleHusix 06 YpOBHE YC/yru [O/DKHbl GbITb
COrflacoBaHbl C NPOLECCOM YNpaB/ieHUs YPOBHEM YCIyT.
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OnpepeneHve xanobbl Mo ycsyre A0/MKHO GbITb COMNIaCOBaHO C 3aKa3umKoM. Jo/XHa CyllecTBoBaTb
[OKYMEHTUPOBaHHasi npoueaypa 415 ynpasfeHus XanobaMu No ycnyre oT 3akasuuka. MocTaBLuK ycnyr
[OMKEH OCYLECTB/ISATb 3amnuCb, paccfefioBaHue, pPelleHne U 3akpbiTve Xanob, a Takke (opMMpoBaTb
OTYETHOCTb MO Xanob6am. B cnyuyae, ecnm xanob6a no ycnyre He 6yaeT peweHa 06blUHbIM CMOCO6OM,
[OJIKHA OCYLLECTBASATLCA AcKanayus.

MocTaBWWK YC/yr AO/DKEH C 3anfiaHMpoBaHHOW MNepuvoAMYHOCTBLIO HAa OCHOBE perpes3eHTaTMBHON
BbIGOPKM 3aKa34MKOB M MNOJib30BaTesieil ycnyr v3mepsiTb YAOB/IETBOPEHHOCTb 3aKa3uMKOB. Pe3ynbTaTbl
[O/MKHbI  6bITb  MpOaHa/IM3NPOBaHbl U PACCMOTPEHbl C  LEbi0  OonpefefieHns  BO3MOXHOCTED
COBepLIeHCTBOBaHUS.

7.2 YnpasneHue nogpagvynkamu

MocTaBLWMK yCyr MOXeT WCMoMb30BaTb NOAPALAYMKOB A5 BHEAPEHUS W 3KcrjyaTauum HeKoTOpbIX
3/1eMeHTOB MPOLECCOB ynpasneHnsa ycnyramu. Nprvmep B3aMMOOTHOLLEHUI B LieNOYKe NOCTaBOK NokasaH Ha
pucyHke 3.

PUCyHOK 3 - MpumMep B3aMMOOTHOLWEHUI B Lienoyke noctaBok

Ans Kaxgoro nogpsiaynka NOCTaBLYMK YCAYT [JO/DKEH VMIMETb Ha3HaYeHHOro COTPYAHWKA, KOTOpbIl
oTBeyaeT 3a Yynpas/ieHVMe B3aVMOOTHOLUEHUAMM, [AOroBOpaMuM U MNPOU3BOAUTENBHOCTBIO  NOAPsSAYMKA.
MocTaBLWKK yCnyr U NOAPAAUNK OO/DKHbI 3aK/104UTL A0roBop. [oroBop A0/DKEH BK/IOYATL UM cofepXaTb
CCbI/IKYy Ha:

a) oxsar yC/lyr, OKa3blBaeMbIX MOAPAAYMNKOM;

6) CBA3M 1 3aBUCMMOCTU MexXay ycryramu, npoleccamu 1 CTopoHamu;

B) TpeboBaHus, NpefbsaBsieMble K NOAPAAUNKY;

r) Luesv npeaocTaB/IeHUs YCyr;

) VHTepdelicbl B3auMOAENCTBUSA MexAy npoueccaMmy ynpassieHUsl ycryramu, 3KcnyaTupyembiMun
noApsA4YMKOM 1 APYrMU CTOPOHaMU;

e) VHTerpaumio AesaTesisHOCTU noapsayvka s CYY;

X) XapakTepucTukn paboyein Harpysku;

3) OTK/IOHEHUSA OT [OroBopa 1 Cnocobbl UX yperynnpoBaHus;

1) MO/THOMOYUS 1 OTBETCTBEHHOCTb MOCTaBLUMKa YC/yT 1 NoAPsAAYMKa:

K) OTYETHOCTb 1 ee NpegocTaB/ieHne NoAPSAYMKOM, CMOCOObI KOMMYHMKaLNN;

J1) OCHOBaHue 419 onnarbl;

M) HeobxoguMble [elCTBUS W pacnpefeneHne OTBETCTBEHHOCTW B C/lydyae OXuUAaemoro wm
[0CPOYHOIo PacToOpPXeHUs [OroBopa v nepejayn ycyr opyrum CTOpoHam.

MocTaBWKUK YyCNyr [O/DKeH cornacosBatb C  MOAPAAYMKOM MNOAAepXuBaemble YPOBHWU YCIyr wu
cornacoparb WX C cornaweHnssMm 06 ypoBHe YyC/Ayr Mexay MNOCTaBWMKOM YCNYyr U 3aKa3yuMKOM.
MocTaBLMK yCnyr AO/DKEH 06ecneynTb, YTOObl PO 1 B3aMMOOTHOLLEHUS MeXAy BefyLMn nogpsgumkaMmm
n cyébnogpsgunkamu 6bUIM 3a,0KyMeHTUpOBaHbl. [locTaBLMK YCyr AO/IXeH ybeauTbCs, 4YTO Beayluve
noApsAYMK/ ynpasiaioT cy6noapagumMkaMy B 4acTy BbIMOSTHEHNA TeMU 06s3aHHOCTe No JoroBopam.

MocTaBWMK yCAyr [O/DKEH  KOHTponupoBaTb paboTy NogpsiAuMkoB  C  3an/iaHUMPOBaHHOM
nepuoanYHOCTbIO. MPOoM3BOAUTENIBHOCTL [0/HKHA U3MEPSATLCA B COOTBETCTBUM C Le/IIMU MpefocTaB/ieHns
ycnyr U ¢ ApYyrMMu [OrOBOPHbIMU Ob6si3aTesibCTBaMW. Pe3ynbTaTbl AO/DKHbI 6bITb 3aperncTpypoBaHbl 1
paccMOTpeHbl 4151 BbISAB/IEHUS MPUYMH HECOOTBETCTBUIN U BO3MOXHOCTEN A1 COBepLUEHCTBOBAHUA. AHaIN3
[OJIXKEH TakKe NoATBepXAaTh, YTO [OroBOp oTpaxaeT Tekylime TpeboBaHUs.
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M3MeHeHns B AOroBOpe AO/MKHbl HAXOA4UTLCA NOA, KOHTPOJSieM npouecca ynpasB/ieHUs U3MEHEHUAMU.

Jo/kHa cyuwecTBoBaTb OOKYMEHTMpOBaHHas npoueaypa 4718 ynpaB/ieHUs AOroBOPHbIMU crnopamu
MeX/y NOCTaBLYMKOM YCNyr 1 NoApsLUNKOM.

MpumeuvaHne - B o6nacTb oxBata npouecca ynpasfeHUs nogpsgynkamu He BXOAUT BbIGOP
noApsAYMKOB U NpuobpeTeHne yenyr.

JononHuTenbHble NpuMepbl B3aMMOOTHOLUEHUI B LieNOYKe MOCTaBOK npuBeaeHbl B MCO/M3K TO
20000-3.

8 lMpoueccobl pa3pelleHud

8.1 YnpaBneHne MHUNAEHTaMM 1 3anpocamMmn Ha 06C/yXnBaHue

dopmanmsoBaHHas npouegypa Ao/KHa onpefensaTb AN8 BCEX MHUNAEHTOB crefytolme waru:

a) pervcrtpauus;

b) NpuopuTU3auus;

C) knaccudmkaums:

d) o6bHOB/IEHME 3anuceii;

e) ackanauyms:

0 peweHwue;

[) 3aKpbITue.

JomkHa cylwecTBoBaTb AOKYMEHTUPOBaHHasA npouesypa no yrnpas/eHUo BbIMNO/IHEHVEM 3arpoCcoB Ha
obcnyxmnBaHne Ha aTanax OT perucTpaumn u A0 3akpbIiTuA. WHUMAEeHTbl M 3anpocbl Ha o6CnyXmnBaHue
[O/MKHBI YNPaBATLCA B COOTBETCTBUM C NpoLeaypamu.

Mpy npuopuTM3aLMM MWHUMOEHTOB M 3arMpocoOB Ha OOGC/yXMBaHME MNOCTaBLMK YC/yr [OOJDKEH
NpUHMMaTb BO BHUMaHWEe BAUSAHWE N CPOYHOCTb UHLMAEHTA UAK 3anpoca Ha 06CnyXxuBaHue.

MocTaBlUKNK YyCayr [os/bkeH obecneynTb MNepcoHasly, BOBJIEYEHHOMY B MNpouecc YynpassieHus
MHUMAeHTaMM U1 3anpocamMy  Ha O06CayxuBaHuWe, [AOCTyn K COOTBeTCTBYlOLW el uHdopmaumn. 3Ta
MHOopMaUma AO/MKHA BKKOYATb Npouedypbl yNpaBneHusa 3anpocamu Ha obcnyxuBaHue, nHdopmaunio 06
M3BECTHbIX OLlNOKax, peweHusa npobnem m CMDB. WHpopmauymsa o6 ycrnexe wav Heypaye pesim3oB U
6yaylwme gatbl penvsa, NocTynawline 13 npouecca ynpaBneHUs penmsamu U BHeApeHuem, Aos/mkHa ObITb
Mcnosib3oBaHa B npouecce ynpasneHus MHUUAEHTaMN 1 3anpocamMmn Ha 06CnyXnsaHue.

MocTaBLWWK ycnyr AO/KeH WHoOpMMpOBaTb 3akas3umka O XOAe BbINOSIHEHUS WHULMUPOBAHHOIO UM
MHUMOEHTa WM 3anpoca Ha obcnyxmuBaHwe. Ecnv uenn npepocTtaBneHns ycnyrm He MOryT ObITb
LOCTUMHYTbI, MOCTaBLMK YCNYr AOJ/KEH MPOMHpopMUpoBaTb 3akasuuMka W Apyrne 3anMHTepecoBaHHble
CTOPOHBI 1 OCYLLECTBUTb 3CKanauuo B COOTBETCTBMM C NPoLeaypON.

MocTaBWMWK ycnyr [A[oO/bKeH opmanv3oBatb W corflacoBaTb € 3aKa3yuMKoOM  onpejersieHue
3HAUYMTENbIOIN0 UHUMAEHTA. 3HauYuTe IbHble UHUUAEHTbI AO/MKHbI KnaccuumumpoBaTbCs U ynpaBnsATbCcs B
COOTBETCTBUN  C  [OKYMEHTUPOBAaHHOM npoueaypon. Bbicllee  pykoBOACTBO  AO/MKHO  ObITb
NPOMH(OPMNPOBAHO O 3HAYUTESIbHbIX UHUMAeHTax. OHO [AO0/MKHO O6ecneynTb Ha3HaYeHue COTPYAHUKA,
OTBETCTBEHHOrO 3a yrnpaBfieHWe 3HauyuTes/IbHbIM WHUMAEHTOM. [locne BOCCTaHOB/IEHUS COr/1lacOBaHHOro
YPOBHS YCNYT [O/KEH ObITb NPOBEAEH aHa/IN3 3HAUNTE/TbHBLIX UHUUAEHTOB 47151 BbISABNIEHUS BO3MOXHOCTEM
[O11 COBepLUeHCTBOBaHUS.

8.2 YnpaBnieHne npobnemamu

[omxHa cyuectBoBaTb AOKYMEHTUPOBaHHas npoueaypa A/si uaeHTudmkauum npobaem 1 ceBefeHus K
MUHUMYMY WM UCK/TOYEHUS BAUSIHUSE WHUMAEHTOB W npo6nem. [lpoueaypa pnas npo6siemM A0HKHA
onpepensTb:

NAEHTUUKaLNIO;

perucrpauuio;

NpUoOpPUTM3aLNIO;

Knaccudunkaymio;

06HOBNEHNE 3annceit;

3cKanaymio;

pelueHve:

3aKpbITHe.
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Mpo6/ieMbl  AO/MKHbI  pewartbcsd B COOTBETCTBUM C  (DOPMa/IM30BaHHON  Mmpoueaypoii.
MocTaBWWK YCNYT AOJ/IKEH aHa/IM3MPOBaTh AaHHble U TEHAEHUUM UHUWAEHTOB U NPo6/emM ANsi BbIABIEHUS
NX KOPHEBbIX MPUUYUH U NPUHATUSE MPEBEHTUBHbIX AEViCTBUIA.

Mpo6emMbl, Tpebytowme naMmeHeHnii B KE. Ao/mkHbl 6biTb pelleHbl NyTem perucrpauuy 3anpoca Ha
n3MeHeHve. Ecnv KopHeBasi npuunHa 6blia onpejesnieHa, HO Npo6siemMa He Gblia peLleHa OKOHYaTeNbHO,
NoCTaBLMK YCNYT AO/DKEH OMNpPeAesIuTb Mepbl MO COKPALEHMIO WU YCTPAHEHWUIO BIUSIHWS NPO6G/emMbl Ha
yCnyrn. M3BecTHble OWNGKM AO/HKHBI 6bITh 3aPErMCTPUPOBaHbI.

AP PEKTUBHOCTL pelleHunst NPo6/IeM A0/IHKHA NOABEPraTbCA MOHUTOPUHTY, aHA/IU3Y Y OTUETHOCTM.

AKTya/ibHas MHPOPMauMs 06 M3BECTHbIX OWUGKAX W pelleHnsx Npo6em Ao/HKHA NPefoCcTaB/IATLCS
npoLeccy ynpasfieHust MHUMAEHTaMU 1 3aNpocaMmn Ha 06CyX1BaHUe.

9 lNMpouecchbl KOHTPO/IA
9.1 YnpaBneHue KoHUrypauusamu

[onxeH 6bITb JOKYMEHTa/IbHO onpeaesneH Kaxabli Tun KE. VHdopmauums, yuntbiBaemas ANa Kaxgom
KE. go/mkHa obecneumsarb ahWeKTUBHbIN KOHTPO/Ib U BK/IOYATb B cebs, no kpaliHeli mepe:

onucaHne KE:

OTHOLEeHUA Mexay AaHHoi KE v gpyrumn KE;

oTHoWweHnA mexay KE n KomnoHeHTamu ycnyr;

cTartyc;

BEPCUIO;

MeCTO PacrosioXeHus;

accounnpoBaHHble ¢ AaHHOV KE 3anpocbl Ha U3MeHeHue;

accounnpoBaHHble ¢ AaHHoM KE npo6nembl 1 N3BeCTHble OLNOKU.

KE pomkHbl 6bITb OAHO3HAYHO WAEHTUULMPOBaHbl U 3apeructpypoBaHbl B CMDB. YnpaBrneHune
CMDB ponxHO obecneymBaTb HaZeXHOCTb Y TOYHOCTb, B TOM YUC/le KOHTPOb 06HOBMEeHU. CMDB gomkHa
ynpaBnATbLCA C Uenblo obecnevyeHns ee HaAeXHOCTU W TOYHOCTW, B TOM uyucrie obecneuymBas KOHTPOSb
[0CTyna K 06HOB/IEHMIO MHChOPMALIW B HEA.

[onxHa cyulectBoBaTb [JOKYMEHTUPOBaHHaA rnpoueaypa Ans 3annucu, ynpas/ieHUs U OTC/eXuBaHusA
Bepcuii KE. CTeneHb KOHTPONSA A0/DKHA NOAAEPXKMBaTb Lie/IOCTHOCTb YC/YT Y KOMMOHEHTOB YCYT C yYeToM
Tpeb6oBaHWIn K ycnyram 1 puckoB, cBA3aHHbIX ¢ KE.

MocTaBWWK yCAyr [AOJ/KEeH OCYLEeCcTBNAATb NPOBEpKYy 3anucent, XxpaHswwmxcas B CMDB. c
3ansaHNpPoOBaHHON MNepuoANYHOCTLIO. B cnyvyae 06HapyXeHuWsi HefoCTaTKOB MNOCTaBLMK YCAYr AOJSDKEH
NPUHATL HEO6XOAMMbIE Mepbl U NPeoCTaBUTb OTYET O BbINOJSTHEHHbLIX AEACTBUAX.

MHpopmauma mn3 CMDB posmkHa npefocTaBisATbCA MNPOLEcCy YnpasBfieHUs WU3MEeHeHusMu  ans
obecreyeHVs NPoOBeAeHNs OLEHKN 3anpocoB Ha NU3MeHeHMe.

[omkHa cyuwecTBoBaTb BO3MOXHOCTb OTCNEXWBAHUA W MpoBefeHus ayauta uameHeHuii KE gnsa
obecneyeHns uenoctHocTn KE v gaHHbIX B CMDB.

Mepen pasBepTbiBaHMEM penu3a B MPOU3BOACTBEHHYIO cpefy Heo6Xxo4uMMo co3fgaTb 6a3oByto
KoHurypauuto ansa tex KE. KoTopble M3MEHAITCA B paMKax faHHOro pesnsa.

MacTep-konuu KE. 3anuncaHHble B CMDB. A0/MKHblI XpaHUTbCA B 6e30nacHbIX (PU3MYecKux unm
3N1IEKTPOHHbIX 6UBNOTEKAX, Ha KOTOpble ccblialoTcs 3anncu o KE. Takne 6M6MOTEKN AO/MKHBLI BKIOYaTb,
no kpaviHeli mepe, AOKyMeHTauMIO, CBeAEeHUS O NMLEH3UAX, MporpamMHoe obGecrneyeHwe W. rae 3to
BO3MOXHO, 3TasI0Hbl KOH(Urypauum annapaTtHoro obecneyeHus.

[omkeH cywecTBoBaTb (QOpMasiIM30BaHHbI  MHTepdheiic  Mexay MpoLeccom  ynpaBieHus
KOHhurypaumamm n npoLeccomM ynpasieHns (OUHaHCOBbIMY aKTUBaMMu.

MpumeuaHne - B o06r1acTb oxBaTa npoLecca yrnpaB/ieHUsi KOHUTypaunsiMm He BXOAUT yrnpaBrieHve
hMHaHCOBbLIMU aKTUBaMW.

9.2 YnpaBfieHne n3meHeHnamMu

[oskHa cyulecTBoBaTb NOSIMTUKA YNPAaBEHUS U3MEHEHUSIMU, KOTOpasi onpeaensier:

a) KE. KOoTopble Haxog4ATCA Nog KOHTPOSIEM YNpPaB/ieHUs1 U3MEHEHUAMU;

6) KpuTepun ONs onpefesieHns U3MEHEHWI, KOTopble MOTEeHUMabHO MOryT OKasaTb 3HauuTeslbHoe
B/IMSIHWE Ha YC/IYT! WN Ha 3aKasuumka.
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YpaneHue ycnyru [O/HKHO ObITb KNacCuUUUMpOBaHO KakK W3MEHeHWe YCnyru, CrnocobHoe okasaTb
3HaunTeNbHOE BMSHUE.

Mepepaya ycnyrm OT  MoOCTaBLiMKa  YCAyr  3aka3umky WAWM  OpYroli  CTOPOHe  AO0JIKHa
KnaccumunpoBaTbCa Kak U3MeHeHne, CNocoBbHOe oka3aTb 3HaYMTe/IbHOE B/NSHME.

JonxHa cyuiectBoBaTb AOKYMEHTUPOBaHHasA npoueaypa ANa perucrpauuun, knaccugukaumm, oueHKun
M YTBEPXAEHWS 3anpoCcOB Ha U3MEHEHNe.

MocTaBLWMWK yCcyr fo/mKeH hopMasn3oBaTb U COrlacoBaTb C 3aka3umkoM onpefesieHne 3KCTPeHHbIX
n3MeHeHuli. [lo/mkHa cyulecTBoBaTb [AOKYMEHTMpPOBaHHasA npoueaypa ANA ynpaB/ieHWs 3KCTPeHHbIMU
N3MEHEHNAMMN.

Bce wu3MeHeHUss ycnyrm waMm KOMMOHEHTa YC/yrMu [OJ/DKHbl  MHULMMPOBATLCA  MNOCPefCTBOM
MCMNOMb30BaHMA 3anpoca Ha u3MeHeHue. 3anpocbl Ha W3MEHeHWe [AO/DKHbl MMeTb (hopMasn3oBaHHble
rpaHuubl.

Bce 3anpocbl Ha M3MeHeHUs AO0/DKHbI OblTb 3aperncTpmMpoBaHbl U KnaccuuumpoBaHbl. 3anpockl Ha
M3MEHEeHUS, KnaccuuumpoBaHHble Kak CNocOOHble OKasaTb 3HauuTes/IbHOEe BJ/IMSIHUE Ha YC/yTu WM Ha
3aKasyvka, [OO/DKHbI YNPaBfATLCA B pamkax npouecca MNPOeKTUpoBaHUA 1 nNpeobpa3oBaHUA HOBbIX U
M3MeHseMbIX ycnyr. Bce ocTanbHble 3anpockbl Ha U3meHeHue KE. onpegeneHHble B NOMAUTUKE ynpaBrieHns
M3MEHEHUAMM, YNPaBAAKTCA B pamMmKax rnpouecca ynpasieHUs N3MeHeHUsMN.

3anpocbl Ha N3MEHEeHMs AO0/DKHbI OLUEeHMBATLCA C UCMNOMb30BaHWEM WHopmauuun, nocTynatoliein us
npouecca ynpasfeHusi U3MEeHEHUAMU N U3 APYrnX NPOLLecCoB.

MocTaBLWK YyCyr U 3anHTepecoBaHHble CTOPOHbI A0/HKHbI MPUHMMATb PeLleHUs O NPUHATUN 3anpocoB
Ha n3MeHeHwue. MNpouecc NPUHATUA PeLleHnii [O/DKEH YUUTbIBaTb PUCKU, BO3MOXHOE BNVAHME Ha YCAyrn n
Ha 3aka3uunkoB, TpeboBaHWUA K ycsyram, BbIrogbl AN 6U3Heca, TeEXHUYECKYO0 BbINO/IHUMOCTb 1 (OMHAHCOBbIE
nocneacTeus.

YTBEepXAeHHble N3MEHEHUSA [0/MDKHbI ObITb pa3paboTaHbl U MPOTECTUPOBAHbI.

JomkeH cylwecTtBoBaTb rpadivk W3MEHeHWA, cogepxawuini  nogpobHy  mHopmauuto 06
YTBEPXAEHHbBIX U3MEHEHUSX W npegnonaraemMblX gatax WX BHeApeHMUs, KOTOPbIA AO/DKEH A0BOAUTLCA [0
CBEAEHUs 3auHTEPECOBaHHbIX CTOPOH. padivk M3MEHEHWUA [0/HKEH UCMO/b30BaTbCsl B Ka4eCcTBE OCHOBbI
onsa nnaHMpoBaHus pasBepTbiBaHUA penun3os.
MeponpusaTtusa, Heo6xoAWMble AN OTMEHbl WAW  WCMNPaB/IeHUS HeyCnelHbIX W3MeHEHWA, [OO/KHbI
naaHNMpoBaTbCA W. NO BO3MOXHOCTM, TeCTMpPOBaTbCA. HeycnewHble N3MEHEeHUS AO0/MKHbl ObiTb OTMEHEHbI
WA ncnpas/ieHbl. Takne WU3MEHeHUs [O/MKHbl ObITb paccrefoBaHbl U Heo6XxoAuMble AeCTBUSA [O/DKHbI
ObITb NPeanPUHATHI.

3anncn B CMDB fomkHbl 6biTb 06GHOB/IEHBI MOC/Ie YCNELWHOro BHeAPEHUS N3MEHEHUA.

MocTaBIMK YCyr AOJ/DKEH NpoaHanu3npoBaTb 3PEKTUBHOCTb W3MEHEeHU W NPUHATL Mepbl,
corslacoBaHHble C 3aMHTEPEeCOBaHHbIMU CTOPOHaMW.

[ANa BbISBNEHUA TEHAEHLUMI 3anpocbl HA U3MEHEHUSA AO/MKHbI aHaIM3nMpoBaTbCA C 3aniaHMpoBaHHON
nepnmoaMyYHOCTbIO. Pe3ynbTaTbl U BbIBOAbI aHa/In3a AO/DKHbI ObITb 3aperncTpupoBaHbl M PacCMOTPEeHbl ANs
BbISIB/IEHNSA BO3MOXHOCTel COBEPLLUEHCTBOBAHMA.

9.3 YnpasneHue penusamm n BHegpeHNEM

MocTaBlWMK YyCNyr [O/DKeH paspaboTaTb W corflacoBaTtb C  3aKa3yuMKOM  MOMUTUKY Penu3os,
onpeaensaowyro YacToTy 1 TUMN BbIMyCKaeMbIX Pesi30B.

MocTaBLWMK YCNyr COBMECTHO C 3aKas3uMkoM W APYrMMU 3avHTEPECOBaHHbIMW CTOPOHaMU [0JKeH
naHNpPoBaTb BHeAPEHNE HOBbIX WIN N3MEHSAEMbIX YC/TyT 1 KOMMOHEHTOB yC/yT B NPOU3BOACTBEHHYIO Cpeay.
MnaHnpoBaHve A0/MKHO GbITb COr1acoBaHO C NPOLLECCOM YnpaBfeHUs N3MEHEHUAMU U COAepPXaTb CCbIIKM
Ha COOTBETCTBYHOLME 3aMpoCbl HA U3MEHEHWS, N3BECTHbIE OWNOGKM 1 NPO6IEMbI, KOTOPbIe IMKBUAMPYOTCSA
nyTem BbINycka penusa. aHMpoBaHWEe [O/DKHO BK/IKOYATb CPOKM pa3BEPTbIBAHUS KaxAoro pesnnsa,
pe3ynbTaTbl U MeTOAbl pa3BepTbiBaHMS.

MocTaBLMK ycnyr Ao/HkKeH hopmanM3oBaTb M COr/lacoBaTh C 3aKa3yMkoM onpefesieHne 3KCTPEeHHOro
penusa. SKCTPeHHble penn3bl A0/DKHbI YNPaBfATLCA B COOTBETCTBMU C AOKYMEHTUPOBAaHHONM npoueaypoii,
KOTOpasi B3aMMoAelicTBYeT C NpoLefypoit AN SKCTPEHHbIX N3MEHEHWIA.

Pennsbl pomkHbl  6bITb  CcOBpaHbl U MNPOTECTUMPOBaHbI nNepes  pas3BepTbiBaHWEM. [ omkHa
MCMNo/b30BaTbCsl KOHTPO/IMPYEMas NpMeMoYHas TecToBas cpefa A1 C60pKU 1 TeCTUPOBaHUS Pen30B.

KpuTepun nprvemku penmsa  [OO/MKHbI  ObITb  COM/lacOBaHbl  C  3aka3yuMkom U ApyryMu
3aMHTepecoBaHHbIMWU CTOPOHaMW. Penn3 fo/mkeH NpoiTM Bepudnkauuio B OTHOLIEHWW COr1acoBaHHbIX
KpUTEpueB MNpPYEeMKN U ObiTb YTBEPXAEH A0 pasBepTbiBaHUSA. ECNM KpUTepuUM MPUEMKU HE BbINOJHEHBI,
NOCTaBWMK YCAYr [AOJ/DKEH TMNPUHATbL pelleHMe C  3avHTepPecoBaHHbIMW CTOPOHaMW O BbIMOJSIHEHUMN
HEeobXoANMbIX AECTBUI U 0 AafibHelleM pa3BepTbiBaHUM penusa.
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Penus fomkeH pa3BepTbiBaTbCs B NMPOU3BOACTBEHHYIO Cpeay TakvM 06pasoM, YTo6bl LE/TOCTHOCTb
KOMMOHEHTOB 06GOpPYAOBaHWsi, NMPOrpPaMMHOro ob6ecrneyeHnss U ApYrMx KOMMOHEHTOB YC/yr COXpaHsijlacb B
npowecce pa3BepTbiBaHUS.

MeponpusaTusi, Heo6xoaMMble A1 OTMEHbl WU UCMNPaB/ieHWsl HEY[AauYHOro pasBePTbIBaHWUS Pev3a,
OOMKHBbI  MIaHUPOBATbCA U, MO BO3MOXHOCTW, TECTUPOBATbLCS. HeyaauHble pa3BepTbiBaHUS pPenn3oB
AOKHBI 6bITb OTMEHEHbI UM UCTIPaBJ/IEHbI.

HeycnelwHble pennsbl AO/MKHbI GbITb paccriefoBaHbl M HeobXoAuMble AeNCTBUS [O/MKHbI 6bITb
NpeanpuHATLI.

Ycnex wnm Heypada penn3oB AO/HKHbl KOHTPO/IMPOBATLCS U aHa/IM3MpoBaThCs. VI3MEpPEHUsT [OKHbI
BK/1IOUATb OTC/IeXUBaHNE UHUNAEHTOB, CBSA3aHHbLIX C PEIN30M B Nepuof Nnocse ero passepTbiBaHus. AHaIN3
OOJ/DKEH BKIOYATb OLEHKY B/IMSIHUSI penin3a Ha 3akasuuka. PesysibTaTbl 1 BbiBOAbI aHa/M3a AO0/KHbI 6bITbh
3aperncTprpoBaHbl U PAacCMOTPEHbI AJ/151 BbISIB/IEHVS1 BO3MOXHOCTEN COBepLUIEHCTBOBaHUS.

MHpopmaLmsa 06 ycnexe unv Heyaade pesv3oB U AaTbl 6yAyLMX PesM30B AO/MKHbI NPefoCTaBAATLCS
npoueccy ynpaBfieHUsi W3MEHEHUsIMW U TMpoueccy YnpaBfieHWst WHUMAEHTaMu U 3anpocaMy  Ha
obcnyxuBaHue.

WHopMauns fomkHa NpefocTaBnsaTbCA MPOLECCY YNPaBMEHUS U3MEHEHUSIMU /151 OCYLLECTB/IEHNS
OLEHKM BNUSIHMSA 3anpoCcOB Ha M3MEHEHMe Ha Pesin3bl U Ha N/iaHbl pa3BepTbiBaHNUS.
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MpunoxeHve JA
(cnpaBoyHoe)

CBefeHMsA 0 COOTBETCTBUN CChIJTOYHbIX MEXAYHAPOAHbIX CTaHAAPTOB HauMOHa/lbHbIM cTaHAapTam
Poccuiickon ®epepayunm

CBefleHNs1 O COOTBETCTBUM CCbUIOYHBIX MEXAYHapOAHbLIX CTaHAAPTOB HaLMOHa/IbHBbIM CTaHAapTaMm Poccuiickor
depepaumn npuseaeHsl B Tabnuue OA. 1

Tabnuua JA. 1
0O603Ha4YeHne CCbT0HHOro CreneHb O603Ha4YeHMe 1 HaMMeHOBaHMe
MeX/yHapoAHOro COOTBETCT-BUS COOTBETCTBYHLLErO
cTaHgaprTa HaLMOHa/IbHOro CTaHAapTa
ISO/IEC 20000-2:2005 oT FOCT P NCO/M3K 20000-2-2010 «/HchopmMaupoHHas

TexHosorvA.  MeHepkmeHT ycnyr. Yactb 2. Kopekc
NPaKTUYECKON JeATeNTbHOCT»
ISO/IEC TR 20000-3 _

1SO 9000:2005 HoT FOCT ISO 9000-2011 «Cuctembl MeHemKMeHTa
kayecTBa. OCHOBHbIE MOJIOXEHVS U C/I0Bapb»

1SO 9001 HoT FOCT ISO 9001-2011 «Cwuctembl MeHemKMeHTa
kayecTtBa. TpeboBaHus»

ISO/IEC 15288 0T FOCT P MCO/M3K 15288-2005 «/HchopmaumoHHasn

TEXHO10Iru4A. CucrtemMHas NHXEeHepus. I‘Ipoueccu
XXM3HEHHOro uukKnia cucrtem»
1ISO 19011 T FOCT P MCO 19011-2012 «PykoBogsilLpe ykasaHusl no
ayaunTy CUCTEM MeHe)KMeHTa»
ISO/IEC/1EEE 24765:2010 - *

ISO/IEC 27000:2009 0T FOCT P WCO/M3K 27000-2012 «/HchopMaLMOHHast
TexHosnormsa. MeTogbl W cpeAcTtBa  obecredeHVst
6e3onacHoCTu. cuctembl MeHepKMeHTa
MHpOpMaLMOHHONM  6e3onacHocTK.  O6LWwuii  0630p 1
TEPMUHOOTUS»

ISO/IEC 27001 0T FOCT P NCO/M3K 27001-2006 «/HdopMaLMoHHas
TexHonorna.  Metodbl M cpeactBa  ObecrieveHus
6e3onacHoCTu. Cucrembl MeHeKMeHTa
MHOPMaLMIOHHO 6e30nacHOCTU. TpeGoBaHms»

ISO/IEC 31000 T FOCT P WNCO 31000-2010 «MeHemMKMEHT pucKa.

MpVHUMMBLI 1 PYKOBOACTBO»

COOTBETCTBYHOLMIA  HaLMOHasTbHBIA  CTaHAAPT OTCYTCTBYET. [l0 ero yTBepXaeHVWs peKkoMmeHayeTcs

MCMOMb30BaTh NePeBOf, Ha PYCCKUIA A3bIK JAHHOTO MeXAyHapoaHOro cTaHaapTa. MNepeBog, AaHHOTO MeXayHapoaHOro

cTaHgapTa Haxoautes B PefiepasibHOM MHAOPMALMOHHOM (DOHAE TEXHUYECKUX PerfiaMeHToB U CTaHAapTOB.

MpumeyaHne - B HacTosLeN TabnmLe UCMOIb30BaHb! Criedytolyve YCoBHbIE 0603HaYeHVs1 CTerneHn
COOTBETCTBUSA CTaHJapTa:
- HOT - npaeHTWYHble CTaHAAPTbI
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Bubnnorpadus

ISO/IEC TR 20000-4 VHchopMaLMOHHasA TeXHOoMMA - YnpasseHue ycnyramu - Yactb 4:
PedepeHcHas mogenb npoueccoB

ISO/IEC TR 20000-5 VH(hopmaLmnoHHaa TexHonornsa - YnpasneHue ycnyramm - Yactb 5:
MpumepHbI NnaH peanusauun ISOVIEC 20000-1

1SO 9004:2000 CucTemMbl yrpaBneHNs Ka4ecTBOM - PekomMmeHJauun rno yny4yeHuo
[eATeNIbHOCTH

ISO 10002 YnpaBneHne ka4yecTBOM - Y40B/I€TBOPEHHOCTbL NOTpebuTenen - PykoBOACTBO MO
paboTe C NpeTeH3nsaAMN B opraHmsaumax

ISO 10007 CucteMbl ynpaB/ieHUss Ka4ecTBOM - PykoBosLMe yKa3aHWsA Mo yrnpas/ieHnto
KOHUrypauuei

ISO/IEC 15504-1 VH(hopmaunoHHasa TexHonorus - OueHka npouecca - YacTtb 1: KoHuenuus n
cnosapb

ISO/IEC 15504-2 NHdbopmaumoHHasa TexHonorms - OueHka npouecca - YacTb 2: NpoBegeHne
OLeHKMN

ISO/IEC 15504-3 NHdopmaymoHHasa TexHonormsa - OueHka npouecca - YacTb 3: PykoBOACTBO MO
npoBefEeHNIO OLEHKN

ISO/IEC 19770-1 VIHdbopMayMoHHasA TEXHOMOIMSA - yrnpaBJ/ieHMe aKkTUBaMm NporpaMMmHoro
obecneyeHus - Yactb 1: MNpouecchbl

ISO/IEC 27005 NHdopmaumoHHaa TexHonorms - TexHonorun obecneyeHns 6e3onacHoCTu -
YnpaBneHne puckamn MHOpPMaLMOHHOM 6e3omacHoCTH
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