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MNpeaoncnoBune

1 NOATOTOBJ/IEH O6wecTtBOM C OrpaHW4YeHHOl OTBETCTBEHHOCTbIO «MH(opMaunoHHO-aHanuTuye-
CKWI BblYMCANTENbHbIA LeHTp» (OO0 WMABLL) Ha ocHOBe COGCTBEHHOrO MepeBOoga Ha PYCCKUIA A3blK aHrno-
A3bIYHOM Bepcuu cTaHfapTa, YKasaHHOro B NyHKTe 4

2 BHECEH TexHunyeckum KkoMuTeToM no ctaHgaptusaunm TK 22 «NHpoOpMayunoHHbIe TEXHOOTUN»

3 YTBEPX/OEH U BBEJAEH B JENCTBUWE Mpukasom ®egepancHoro areHTCTea No TEXHUYECKOMY pe-
rynupoBaHuio 1 Metponorum ot 14 ceHTabpa 2023 r. Ne 847-cT

4 HacTtofAwmnii cTaHgapT MAEHTUYEeH MexAayHapogHoMmy AokymeHTy ISO/IEC TS 25011:2017 «WHdop-
MaLMNOHHble TexHosornun. TpeboBaHUSA M OUEHKa kayecTBa CUCTEM M nNporpamMmHoOl npoaykumm (SQuaRE).
Mopenu kayectBa ycnyr» [ISO/IEC TS 25011:2017 «Information technology — Systems and software Quality
Requirements and Evaluation (SQuaRE) — Service quality models», IDT],

ISO/IEC TS 25011:2017 pa3pabotaH nogkomutetom MK 7 «CuctemMHas n nporpammHas MHXeHepus»
CoBMecTHOro texHuuyeckoro komuteta CTK 1 «MIHOopMaLNOHHbIe TeEXHONOTMU» MexayHapoAHON opraHusa-
umn no ctangaptusauum (MCO) n MexayHapoLHOR 3nekTpoTexHuyecko kommccum (MIK).

HanMmeHoBaHue HacToslWero ctaHgapTta M3MEHEeHO OTHOCUTENIbHO YKAa3aHHOro MeXAyHapo4HOro A0Ky-
MeHTa B CBA3U C yTOUHeHueM nepesopga gelicteyowmnx NOCT P cepun SQuUaRE v NPUHATON TEPMUHOMOTUER.

Mpn npuMeHeHUN HacToAlWero craHjapTa pPeKkoMeHAyeTCA WUCMNOo/b30BaTb BMECTO CCbIJIOYHbIX MexAay-
HapoAHbIX CTaH4apPTOB COOTBETCTBYHOLWME UM HaLMOHANbHbIe CTaHA4apThl, CBEAEHNSA O KOTOPbIX NPUBELEHbI B
LONOMTHUTENbHOM npunoxeHun OA.

[JononHWTeNbHbIE CHOCKM B TeKCTe cTaHAapTa, BblfefieHHble KYypCUBOM, NPUBEAEHbI AN1A NOACHEHUSA
TekcTa opuruHana

5 BBEAEH BIEPBbIE

6 HekoTopble NOMOXEHUA MeXAyHapoAHOro cTtaHgapTa, yKa3aHHOro B NyHKTe 4, MOryT fABASATbLCA 00b-
€KTOM naTeHTHbIX npas. NCO n M3OK He HecyT OTBETCTBEHHOCTU 3a MAgeHTUdUKaLN NOAO0OHLIX NaTEeHTHbIX
npas

MpaBuna NpMMeHeHUs HAaCTOSLLEro cTaHjapTa YyCTaHOB/eHbl B cTaThe 26 ®efepasbHOro 3akoHa
0T 29 moHA 2015 r. Ne 162-9#3 «O cTaHgapTusauum B Poccuiickoin degepaunn». WHpopmaums 06 ns-
MEHEHMAX K HACT 0slLEeMY CTaHaapTy Ny6/uKyeTCs B €XerofgHoM (Mo cOCTOsHMI0 Ha 1sHBaps TeKylero
roga) MHopMayuoHHOM yKasaTesne «HauuoHanbHble CTaHAapThl», a 0(uLMaNbHblIi TEKCT U3MEHEHUi
MU NONpaBOK — B €XeMeCAYHOM WH(OPMaLMOHHOM yKasaTene «HauuoHanbHble cTaHfapTbi». B cnyvae
nepecMoTpa (3aMeHbl) WU OTMeHbl HACTOSLWEro cTaHgapTa CooOTBeTCTBYLIee yBejomieHne 6yaeT
ony6/MKoBaHO B 6/MKalilleM BbINYCKEe €XEeMECSYHOro WHGOPMAUMOHHOTO yKasaTens «HauuoHasbHble
cTaHAapTbl». CooTBeTCTBYyWas UHopMaLnsa, YBeJOM/IEHNE M TEKCTbl pa3MelialnTca Takxe B WH-
thopmaunoHHOW cucTeMe 06LErO NOb30BAaHNS — Ha odhuLMansHOM caliTe ®defepanbHOro areHTcTBa no
TEexXHUYEeCKOMY PEry/IMPOBAHUI0O U METPOoru B ceTu MHTepHeT (Www.rst.gov.ru)

© IS0, 2017
© IEC, 2017
© OdopmneHne. ®IrbY «NHCTUTYT cTaHpgapTnlaummn», 2023

HacTosiwuii cTaHgapT He MOXeT GbiTb MOMIHOCTHLIO WM YAacTUYHO BOCMPOM3BEEH, TUPAXUPOBaH M pac-
NpoCTpaHeH B KauecTBe ohuLMaNbHOIO U3gaHus 6e3 paspeweHua defepasbHOro areHTCTBa No TEXHUYECKO-
My perysimpoBaHutd U MeTposiornu
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BBepneHue

Ycnyrn, oCHOBaHHble Ha UHPOpPMaLMOHHbIX TexHonormax (UT-ycnyru), Bce yalwe MCNonb3yTca 4NN Bbl-
NOMTHEHNSA WNPOKOTO CNekTpa A4eN0BblIX U IMYHBIX PYHKUMA. KayecTBO UT-ycnyr oTpaxaeT, HaCKOJ/IbKO XOPOL O
NT-ycnyra cooTBeTCTBYeT 3aaHHOMY Aun3aliHy, B TOM Y/WC/Nle B CPABHEHUWN C KOHKYPEHTaMW Ha pPblHKE.

Cneundunkaumna mnoueHka kayectsa NT-ycnyr umerT pewatlee 3HayeHme 4na 1oro, 4tobsl NT-ycnyrm
COOTBETCTBOBANIMN LENSAM M 3ajjavyaM 3aMHTEpPEeCOBaHHbIX CTOPOH, YTO MOXeT 6biTb AOCTUTHYTO NyTEM BCECTO-
pPOHHEro onpefefnieHNs XapaKTepuUCTUK KayecTBa, CBA3AHHbLIX C LensaMu u 3agadyamy 3aMHTEpPeCcOBaHHbIX B
NT-ycnyrax CTOpPOH.

NT-ycnyra npepoctaBnsetca NocTaBLWUKOM C UCNOJIb30BaHUEM Takux KOMNOHEHTOB, Kak to4Aun, npouec-
Cbl, TEXHOMIOTUMN, CpefCcTBA M NH(pOopMaLUA, YTO MOXET 6bITb OPraHM30BaHO C MOMOLLbIO CUCTEMbI NpefocTaB-
nennsa UT-ycnyr. YKkaszaHHble KOMNOHEHTbl B3aMMOAENCTBYIOT APYT C APYrOM AN NOALEPXKU YCAYIU B LE/IOM.
CyuiecTByowme MoLeny KavyecTsa NMPOrpaMMHOro obecnevyeHnsa M faHHbIX He NOAXOAAT ANA U3MEpPEeHUs Ka-
yectBa NT-ycnyr. Kauectso UT-ycnyr [O/MKHO onpefensaTbCa U U3BMEPATLCA C UCMOJ/Ib30BAHUEM MOAENN Kaye-
ctBa WT-ycnyr n nokasaTenell KkayecTBa, yYNTbiBaKOLW X B3aMMOLENCTBME 3TUX NATU KOMMNOHEHTOB.

B HacToswem cTtaHgapTe npeacTaBfeHbl MOAENUW KavyecTBa A8 NOALEPXKM crneundurkaLmm n oueHku
KayecTtBa WT-ycnyr, Mcnosib3yeMbiX B KayecTBe MHCTPYMeHTOB UT-cuctemamu B nHTepecax oTAE/NbHOIO NOJb-
30BaTens unu 6usHeca, cnocob6CTBYSA pesynbTaTtam, KOTOPbIX XO4YeT A0CTUYb NONb30BaTeNnb UM GU3HeC.

Mopgenu kayecTBa B HacTosflWeM CTaHfapTe BK/AKYAT Kak 06beKTUBHble nokasaTenu kavyecTBa YCAyr,
Tak n cybbeKkTMBHbIE MokKasaTenu BOCMPUATMA KadecTBa nosb3oBatensamu. To ecTb kayectBo UT-ycnyr onpe-
genseTca Kak 06beKTUBHbIMU W3MEPEHUAMMU, HACKO/IbKO 3TO BO3MOXHO ANA ONpefenieHUs XapaKTepucTuk
WT-ycnyr, Tak n gpyrummn metogamu (Hanpumep, oueHka) agna cbopa gokasaTenbCTB U KBanudumkauum Hema-
TepuanbHbIX XapakTepuctuk NT-ycnyru.

HacTtoAawuii ctaHgapT ABASAETCSA 4YacTbi pasgena mogenei kadectsa (MCO/M3IK 2501 n) cTtaHgapToB
cepum SQuaRE.

Mopgenu kayectBa WT-ycnyr, onpefeneHHble B HACTOSALWEM cTaHapTe, npegHasHayvyeHbl 415 UCNONb30-
BaHWA B co4YeTaHuWU C Apyrumu ctaHgaptamu cepunm SQuaRE, koTopble npeacTaB/ieHbl Ha pucyHke 1 (agan-
TmposaH n3 MCO/M3K 25000).

Paspnen
MOZenm KayecTsa
2501n

Paspen
TpeboBaHwuii
K KauecTBy

2503n

Paspen Pasgen
ynpas/ieHus OLEHKY
KayecTBOM KayecTsa

2500n 2504n

Paspen
N3MepeHuns kavecTsa
2502n

Paszpgen oueHkn kavectsa 25050 - 25099

PucyHok 1 — CTpyKTypa mMexayHapoAHbix ctaHgaptoB cepun SQuaRE

B cepuio SQuaRE BxopgAaTt cneaywouwmne pasgenso:

- NICO/M3K 2500n — pasgen ynpassieHnsa kadectBoM. CTaHgapTbl, KOTOpble 06pa3ylT 3TOT pasgen,
onpefensT BCce o6uiMe Moaenun, TEPMUHbLI 1 ONpefeneHns, Ha KOTopble ganee ccblnalTca BCe gpyrue cTaH-
AapTbl n3 cepun SQuaRE. Pasgen Takxe obecneunBaeT NOTPeOGHOCTM M PYKOBOACTBO NO ynpaB/ieHutwo Tpebo-
BaHMAMM, cneundmkaumaMmm 1n OLEHKON NpOorpaMmMHON NPOAYKLMN N KayecTBa YCAyr;

- NCO/M3K 2501 n — pasgen mogenein kadyectsa. CTaHgapTbl UK TexXHUYeckue cneyundumnkaymm, KoTo-
pble hopMuUpyOT 3TOT pasfen, NpeacTaBNAaAlT NoAPO6GHbIe MOAeNuM kKayecTBa NporpammHoOro obecneuveHwus,

v
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AaHHbIX K ycnyr. Kpome Toro, B Mofenu kayecTBa nporpammHoro obecneyeHuss u UT-ycnyr BHYTPEHHUE K
BHELIHNE XapakTepUCTUKN KavyecTBa NoApasfensarTcsa Ha nogxapakTepucTukn. Takxe NpuBOAATCA npakTuye-
CKMe pekoMeHgauuu no Mcnosib3oBaHui Mofesieil kayecTBa;

- NCO/M3K 2502n — pasgen unsmepeHuna kadectBa. CTaHgapTbl, KOTopble DOPMUPYIOT 3TOT pasgen,
BK/IOYAIOT 3Ta/IOHHY0 MOAeslb M3MEepPeHus kKayecTBa MPOrpaMMHON NpoAyKUMU W ycayr, marematnyeckue
onpefeneHus nokasaTteneil kayecTBa M MpakTMYeckne pekoOMeHfauuum no ux npuMmeHeHut. MpepcraBneH-
Hble nmoka3aTe/in OTHOCATCA K BHYTPEHHEMY KauyecTBY NporpaMMHOro o6ecnevyeHns, BHeEWHeEMY KayecTBy npo-
rpaMMHOro ob6ecnevyeHns, Ka4ecTBY AaHHbIX, KAYECTBY YCAYr U Ka4ecTBY NpU Ncnonb3oBaHun. OnpegeneHsl u
npeAcTaB/ieHbl 3/1eMeHTbl U3MepeHNs kayecTBa, QOPMUPYIOLWMEe OCHOBY A1 YKa3aHHbIX nokasaTtenei;

- MCO/M3K 2503n — pasaen TpeboBaHuin k kayectsy. CTaHgapTbl, KOTOpble hopMupyeT 3TOT pasgen,
nomorawT onpefennTb TpeboBaHUA K KayecTBy. DT TpeboBaHMA K KayeCTBY MOTYT OblTb MCMNO/Ib30BaHbl B
npouecce onpegeneHns TpeboBaHWN K KayecTBy pa3pabaTbiBaeMOil NporpammHON NpoAyKLMM WAW B Kaye-
CTBE BXOAHbIX AaHHbIX ANA MpoLlecca OUEeHKW, a Takke UCnonb3oBaTbCA B npouecce onpegenexHnsa tpebo-
BaHUi K KayecTBy ANA npepoctasnsemMoi ycnyru. lMpouecc onpegeneHus TpeboBaHWil conocTaBnseTcs C
TEXHMYECKMMKU npoueccamu, onpegeneHHoimn B8 MCO/M3BK 15288;

- NCO/M3K 2504n — pasgen oueHkn kavyectBa. CTaHgapTbl, KOTOpble hopMUpYyOT 3TOT pasgen, co-
aepxat TpeboBaHusA, pekoMeHAauuu W pyKoBoAslWME MNPUHLUNBLI AN OLEHKW NpOrpammHON Npoaykuuu wu
ycnyr, He3aBMCUMO OT TOrO, BbINOJIHAKTCA /IN OHN HE3aBUCUMBLIMW OLEHLUKaAMKN, NoKynaTenaMu/kKnneHtTamm
unn paspabotumkamun/noctasumkamun. Takxe npeacraBneHa nogaepxka JOKYMEHTUPOBAHUA U3MeEpPeEHUs Ka-
yecTBa Npu OLEHKE;

- NCO/M3K 25050 — WCO/M3K 25099 3ape3epBupoBaHbl [/is CTaHO4apTOB paclWUpeHusa cepuu
SQuaRE, TexHnuyecknx cneyndumkaymnin, obueaoctynHbix cneymndukaunii (PAS) n/mnm TeXHUYECKUX OTYETOB.
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HALULWOHAIMNDBbHBbB N CTAHAOAPT POCCUNCKOMN PEOLEPALUNMN

CUCTEMHAA N TNMPOTPAMMHAA NHXEHEPUA

TpeboBaHMA N OLEHKa KayecTBa CUCTEM W NporpamMmmMHoOn npoaykummn (SQuaRE).
Mopenn kadyecTtBa ycnyr

Systems and software engineering. Systems and software Quality Requirements and Evaluation (SQuaRE).
Service quality models

Jdata BBegeHna — 2024—01—30

1 O6nacTb NpUMeEHeEHUS

Hactoawwuin ctaHgapT npumeHum K WT-ycnyram, KoTopble nogAepxuBatwT noTpebHOCTU OTAEeNbHOro
nonb3oBarensa unum 6usHeca. NT-ycnyrm Moryt npefocTaBfATLCA JIMYHO UKW yAANEHHO NOAbMU WX C MOMO-
Wbto NT-NpUNoxXeHns, KOTOpoe MOXeT MCNOMHATLCA /I0KaNbHO WK yaaneHHOo (CM. npunoxeHue A).

K HUM oTHocATcA aBa tuna UT-ycnyr:

- MOSTHOCTbIO aBTOMaTU3MpPOBaHHbIE YCAyru, npepoctaBnsembie MT-cuctemoii;

- ycnyru, npefoctaBnisieMble 4eN0BEKOM, ucnonbsywwmnum NT-cuctemy.

B HacTosAweM cTaHgapTe onucbiBaeTCAa MCMNOMb30BaHUe ABYX Mojenei kavyectsa ana UT-ycnyr:

a) mogenb kayectsa WT-ycnyr, cocTtoAalwas U3 BOCbMU XxapakTepUCcTUK (KoTopble gasnee nogpasfensioT-
CA Ha noAxapakTepucTuku), oTHocsAwasacsa K cesoincteam WT-ycnyru, coctosweir u3 Kom6uHauum 3aneMeHTOoB,
BK/t0OYaa nwoaei, npoueccbl, TEXHOMOINK, cpeacTBa U UHpopmauuio:

b) Mogene kayectsa NMpu WCNONb30BaHUKM, COCTOALLAA U3 NATU XapaKTepucTUK (HeKoTopble U3 HUX [0-
NOSTHNTENbHO NoApasfensalnTca Ha noAxapakTepucTukn), oTHOocsAwasacsa K csoicteam WT-ycnyrm B onpepge-
NIEHHbIX YC/IOBUAX WCNOMb30BaHWA. OTa MOJesib NMPUMEHUMa K NOJSIHON cucTemMe npefocTaB/leHUA YCNyru,
cocToswel n3 Naein, NpoLeccoB, TEXHONOTMA, 060pyA0BaHNA U UHOpPMaLnn.

XapaKkTepucTukn 1 nogxapakTepucTukn obecneymBaldT COrNacoBaHHYO TEPMUHOOMNIO U KOHTPOJIbHbIE
CNUCKN ANA onpefeneHns, U3MepeHus u oueHkn kavectsa UT-ycnyr.

Ncnonb3oBaHne mogenein kayectsa MT-ycnyr mMoxeT NOMOYb:

- noctaBwWwmkam WUT-ycnyr aona onpegeneHns TpeboBaHU K KAY4eCTBY YCyr, a TakxXe OLEeHKU u ynydue-
HUA KayecTBa NpefocTaBNSAEeMbIX YCNYT;

- KIMeHTaM AN onpejeneHns cBOWX TpebGOoBaHWI K kKayecTBY yCayr, onpefesneHns Kputepues npuemne-
MOCTUW yCNnyr u oueHkn Kkavyectsa UT-ycnyr;

- TpeTbeli CTOpOHE ANA oueHkn kavyectBa UT-ycnyru.

2 HopmaTuBHbIe CCbI/IKN

B HacToAwWwem cTaHgapTe MCNONb30BaHbl HOPMATWBHbIE CCbIJIKW Ha cnefywuue ctaHgapTbl [Ana ga-
TUPOBAHHbLIX CCbIIOK MPUMEHSAKT TONbKO yKazaHHOe u3gaHue, ANA HefaTUPOBaHHbIX — MoOcnefHee n3gaHue
(BKNOYaA BCe U3MeHeHUA)]:

ISO/IEC 25010, Systems and software engineering — Systems and software Quality Requirements and
Evaluation (SQuaRE) — System and software quality models [CuctemHaa n nporpamMmHas nHxeHepusa. Tpe-
60BaHUA U OLEHKA KayecTBa CUMCTeEM U mporpaMMHoro o6ecneveHnsa (SQuaRE). Mogenn kayectBa cCuUcCTeMbl
M nporpammHoro obecnevyeHus]

M3pgaHne opuymnanbHoe
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ISO/IEC 25012, Software engineering — Software product Quality Requirements and Evaluation
(SQuaRE) — Data quality model [MporpammHas uHxeHepusi. TpeboBaHUS M OLEHKA KayecTBa NPOrpamMmMmMHON
npoaykumm (SQuaRE). Mogenb kayecTBa AaHHbIX]

3 TepMWHBbI K onpeneneHns

B HacTofAwem cTtaHgapTe NpMMeHeHbl TepMuHbl Nno MCO/M3K 25010, NCO/M3K 25012, a Takxe cnegy-
loWwmne TEPMUHbI C COOTBETCTBYOLWNMMN ONPeaeneHUusamMmun.

MCO n M3K BegyT TepMuUHONOrnyeckme 6asbl faHHbIX 419 UCNOMb30BaHNA B 06/1aCTU cTaHgapTu3aumm
no crefywwmum agpecam:

- nekTponegus M3K: gocTtynHa no agpecy http:// www.electropedia.org/;

- nnatcopma oHnanH-npocMmoTpa MCO: gocTtynHa no agpecy https://www.iso.org/obp.

3.1 Mopgenb KayecTBa NMpu NCNONb30BaHUU

XapakTepucTUKN U CBA3aHHble C HUMU NnoAxapakTepucTUKN nepeyvyncneHsl B Ta6nmue 1.

Tabnuuya 1— XapakTepucTuky u nofxapakTepucTUKn Kayectsa npu MCrnosib3oBaHun

OdhheKTNBHOCTb CBob6oga oT pucka

CMmsirTueHne oTpuuaTesibHbIX NOCNEACTBUI 3KOHOMUYE-

Mpon3BoANTENILHOCTb
CKOro pucka
CmMsAryeHve otpuuatesnbHbIX NOCNeAcTBUl pucka ans
YAoBNeTBOPEHHOCTb
30pOBbs 1 6€30MacHOCTU
CwmsaryeHvne oTpuuaTenbHbIX NOCNEACTBUIA 3Ko0rmye-
[MonHOLEeHHOCTb
CKOro pucka
oBepue
A P MOoKpbITNE KOHTEKCTa
Y[oBonbLCTBYE
MonHoTa KOHTEKCTa
KomdchopT

MbKoCTb

DTN XapaKTepucTUKM M nogxapakTepucTUKuM KayecTBa Npu ucnosb3oBaHuu onpegeneHol B MCO/M3K
25010, a KOHKpeTHble onpejefnieHns NpueBefeHbl B npuaoxexHun D.

Korga ata mogenb npumeHsaetca K UT-ycnyre:

a) NoNHOTa KOHTeKcTa BKAw4aeT oxBaT SLAL); ypoBeHb, C KOTOpbIM UT-ycnyra moxeT ncnonb3oBaTbCsa C
3 PEKTUBHOCTbLIO, NPON3BOAUTENILHOCTLIO, CBOGOAOW OT PUCKOB M YAOB/ETBOPEHHOCTbIO B KOHTEKCTE, onpe-
neneHHom SLA;

b) CHMXEHMWe PUCKOB ANSA 340p0BbA M 6e30NacHOCTU BKAOYaeT B ceba CHMXeHWe puckos Ana 6esonac-
HOCTU, KOHPUAEHLNABHOCTA U NPUBATHOCTW.

3.2 Mopgenb kayectBa WT-ycnyr

XapaKkTepuCTUKN U CBA3AHHbIE C HUMU NoAXapakTepucTuku npueepeHsl B Tabnuue 2.

V SLA _ cornaweHune 06 ypoBHe 06Cny>KnBaHNS.


https://files.stroyinf.ru#  
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Ta6nunuya 2— XapakTepuCTUK/ U NoaxapakTepucTnkn kadectsa UT-ycnyr

MpurogHocTb HapgexHoctb UT-ycnyrun
MNonHota HenpepbIBHOCTb
KoppekTHOCTb BoccraHasnnsaemoctb NT-ycnyru
Llenecoobpa3sHocTb [oTOBHOCTL
CornacoBaHHOCTb OcsaszaemoCTb
YAo06CcTBO UCMO/Ib30BaHUA HarnagHocTb
OnpefenuMocTb NPUrogHOCTN YpoBeHb npogyeccroHanmima
M3yyaemocTb BHewHwWii BUA NonNb30BaTeNbCKOro nHTepdeiica
YnpasnsemocTtb OnepaTtnBHOCTL pearnpoBaHus
3almueHHOCTb OT OWNbKM NonbL3oBaTens CBOEBPEMEHHOCTb
[JocTtynHocTb YpoBeHb pearmposaHus
BexnusocTb ApantnBHoCTb UT-ycnyru
BesonacHocTb BO3MOXHOCTb HacTpoOIikn
KoHmaeHumanbHoOCTb MHnumnaTtnsHocTb
LlenoctHoCTb ConpoBoxfgaemocTb UT-ycnyru
MpocnexnBaemocTb AHanuanpyemocTb
MogandumumpyemocTtb
TecTupyemocTb

3.2.1 npurogHocTb (suitability): CteneHb, B kKoTopoli UT-ycnyra (3.3.2) ygoBnetBopseT 3aABIE€HHbIM 1
nogpasymeBaeMblM NOTPeBGHOCTAM MPU UCNO/Ib30BAHUM B ONpefesleHHOM KOHTEKCTe UCMNO/b30BaHusA.

[MCO/M3K 25010:2015, 4.2.1, U3MEHEHO — «NPOAYKUMSA UNN cCUCTeMa» 3aMeHeHOo Ha «WNT-ycnyra», a
«npepocTaBnseT PyHKUUU» yaaneHo]

3.2.1.1 nonHoTa (completeness): CteneHb, B kKoTopoint UT-ycnyra (3.3.2) nogaepxnBaeT BCe yKa3aHHble
uenu, 3afavynm un gaHHble, ykazaHHble nonb3osaTtesiem (3.3.4).

3.2.1.2 KoppekTHOCTb (correctness): CTeneHb, B kKoTopoii UT-ycnyra (3.3.2) ncnonb3yeT NpaBU/ibHbIiA
npouecc u BblgaeT NpaBufibHble pe3ynbTaTbl C TOYHBIMW AAaHHBIMU.

3.2.1.3 uenecoobpa3HocTb (appropriateness): CteneHb, B koTopoit UT-ycnyra (3.3.2) o6ecneunBaeT
pe3ynbTaTtbl, COOTBETCTBYWOWME NoTpebHOCTAM nonb3oBaTtensa (3.3.4).

3.2.1.4 cornacoBaHHOCTb (consistency): CTeneHb, B KOTOPOIi NOBTOPSAKOLWMECA aHA/IOTUYHbIE WU CBS-
3aHHble UT-ycnyrn (3.3.2) o6ecneynBaldT HEM3MEHHOE KayecTBoO.

3.2.2 yao6cTBO Ucnonb3oBaHma (usability): CteneHb, B koTopoli UT-ycnyra (3.3.2) MOXeT MCNONb30-
BaTbCA onpefesieHHbIMU nonb3oBatensamun (3.3.4) ANa AOCTUXKEHUA onpefeneHHbIX uenein ¢ adpdpekTuBHO-
CTbl0, MPON3BOANTENIbHOCTLIO M YAOBNETBOPEHNEM B ONpefe/IeHHOM KOHTEKCTe UCNO/b30BaHuA.

[MCO/M3K 25010:2011,4.2.4, N3MEHEHO — «MPOAYKLUS NN CUCTEMA» 3aMeHeHOo Ha «UT-ycnyra»]

3.2.2.1 onpeaenumocTb NpuUrogHocTu (appropriateness recognizability): CTeneHb, B KOTOpOIA NONb30-
Batenu (3.3.4) moryT onpegennTb, cooTBeTcTByeT nn UT-ycnyra (3.3.2) nx notpebHOCTAM.
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MpumeuyaHune 1— OnNpeaenuMocTb NPUroaHOCTM 6yAeT 3aBUCETb OT CMNOCO6HOCTM pacno3HaBaTb COOTBET-
cTBue (3.2.1.3) yc/yrn Ha OCHOBE MepBOHaYasbHbIX BnevaTneHnid Unnmu JoKyMeHTaLmMu.

MpumeyaHue 2 — OCOGEHHOCTU YC/YTM MOFYT ObiTb O6BACHEHbI MOTEHUMASIbHBIM MO/Ib30BATENSIM C NMOMO-
b0 TAKUX CPEACTB, KaK [OKYMEHTaLMs, Npe3eHTauus uam pekiaMHble matepuassl.

[MCO/M3K 25010:2011,4.2.4.1, N"3BMEHEHO — «NPOAYKLMA UAN CUCTeMa» 3aMeHeHOo Ha «UT-ycnyra»]

3.2.2.2 nayvaemoctb (learnability): CteneHb, ¢c koTopoit UT-ycnyra (3.3.2) moxeT 6bITb OCBOEHA MOJb-
3oBatenamu (3.3.4) ANa [OCTUMXEHUA onpefeneHHOro ypoBHA 3 ekTuBHOCTU, NPOM3BOAUTENILHOCTU, CBO-
604bl OT PUCKOB U Y[OB/IETBOPEHHOCTM B TeYeHUe ONpefesieHHOro nepuoja BpeMeHN U C YYeTOM KOHTeKcTa
MCNosib30BaHuA.

3.2.2.3 ynpaBnsemocTb (operability): CteneHb, B kKoTopoih UT-ycnyra (3.3.2) obnagaet atpubytamu,
obneryawWwmMmMmn ee akcnayatayno v ynpassieHue.

[NMCO/M3K 25010:2011,4.2.4.2, N"BMEHEHO — «NPOAYKLMSA MK cCUCTeMa» 3aMeHeHOo Ha «UT-ycnyra»]

3.2.2.4 3aWMWEHHOCTb OT OWKNOGKM Nosib3oBaTenia (user error protection): CteneHb, B KOTOpoi UT-
ycnyra (3.3.2) 3awunwaet nonb3osarteneit (3.3.4) oT owWn6OK.

3.2.2.5 pocTtynHocTb (accessibility): CteneHb, ¢ koTopoin NT-ycnyra (3.3.2) MOXeT MCNONb30BaTbCA
AN OOCTUXEHUS OnNpefeneHHol Luenum B yKa3aHHOM KOHTEKCTE WCNO/Ib30BaHWA LWMPOKAM KPYrom nwgei c
CaMbIMW pa3HbIMW BO3MOXHOCTAMMU.

MpumevyaHne 1— [nana3oH BO3MOXHOCTEN BK/OUYAET B CEOS OrpaHNYeHNs, CBA3aHHble C BO3PacTOM, 3pEHU-
eM, C/lyXoM W pu3nyeckoli NOABUXHOCTLIO.

MpumeyaHne 2— [OCTYNHOCTb AN NOAEN C OrpaHNUYEHHBIMU BO3MOXHOCTAMU MOXET 6bITb onpejesnieHa unm
n3mepeHa Mbo Kak ypoBeHb, B KOTopoi NT-ycniyra MOXeT ncnonb3oBaTbCs nonb3oBatensamu (3.3.4) ¢ onpefesieHHbIMU
OrpaHuyeHnaMUN Ana AOCTMXEHNS onpefeneHHbIX ueneli ¢ apeKkTMBHOCTbIO, NPOM3BOAUTENLHOCTLIO, CBOGOAON OT pucka
N yA0BNETBOPEHHOCTLIO B OMNPefesIeHHOM KOHTEKCTe MCMOoMb30BaHusA, N60 MO HaNuuuio CBOMCTB MPOAYKUUW, KOTOpble
noaepXunsatrT AOCTYMHOCTb.

[MCO/M3K 25010:2011,4.2.4.6, N3BMEHEHO — «NPOAYKLMSA UAN CUCTeMa» 3aMeHeHOo Ha «UT-ycnyra»]

3.2.2.6 BexnmeBocTb (courtesy): CteneHb, B KoTopoii WT-ycnyra (3.3.2) npefocTaBnseTcs BeX/MBO,
YBaXWUTENIbHO U APYXEN6HO.

3.2.3 6e3onacHoOCTb (security): CTeneHb, ¢ koTopoih UT-ycnyra (3.3.2) 3awmu,aet Kak akTuBbl NOSIb30Ba-
Tensa (3.3.4), Tak ¥ 4OCTYN K ero MHopmayum, Takum ob6pasom 4Tobbl NOb30BATENMN UMENN YPOBEHb AOCTyna
K MHhbopMaLumnmn, COOTBETCTBYHLWNIA UX YPOBHAM aBTopusayuu.

3.2.3.1 koHuaeHunanbHocTb (confidentiality): CteneHb, ¢ koTopoii UT-ycnyra (3.3.2) rapaHTupyerT,
4YTO AaHHble AOCTYNHbI TO/IBKO TeéM, Yy KOro eCTb pa3pelieHne Ha gocTtyn.

[NMCO/M3K 25010:2011,4.2.6.1, N”BAMEHEHO — «NPOAYKLMSA UK cUCTeMa» 3aMeHeHOo Ha «UT-ycnyra»]

3.2.3.2 yenocTHocCTb (integrity): CTeneHb npegoTBpaweHmnsa UT-ycnyroi (3.3.2) HeECaHKLMOHMPOBAHHO-
ro goctyna unm moaudunkauum KOMMNbIOTEPHbIX NPOrpaMm WAW AaHHbIX, 6yAb TO CAyYalHO WAN HAMEPEHHO.

[NMCO/M3K 25010:2011, 4.2.6.2, U3MEHEHO — «cucTema, NPOAYKLUMA WAN KOMMOHEHT» 3aMEHEHO Ha
«NT-ycnyra» n go6aBneHo «CAy4yanHo UM HaMepPEHHO»]

3.2.3.3 oTcnexmnBaemocTb (traceability): CTeneHb, B kKoTOpoi pe3synbTatel UT-ycnyr (3.3.2) MoryT 6biTb
npocnexeHbl 40 WanM oT nonb3oBartens (3.3.4).

Mpumepsbl

1 KnnenT (3.3.3) KOMHaT bl OHNaMH-3aKa3a Xo4ueT 3HaThb X0 BbINO/IHEHUSA OPOHMPOBaHMA. B aToi cnTy-
aumm OoTCNeXnBaeMoCTb BblpaXaeTCs «OT NOTPebHOCTEN KIneHTax.

2 OTenb X04eT 3HaThb X0 OoniaThbl 6POHMPOBaHUA KNMeHTa. B 3Toli cuTyauun oTcnexmsaemocThb Bbl-
paxaeTCcsa «K NOTPEBHOCTU KNIMeHTa».

3.2.4 HapgexHocTb UT-ycnyrn (IT service reliability): CteneHb, B koTopoii UT-ycnyra (3.3.2) obecneuun-
BaeT nocsiefoBaTtesibHble N CTabuibHble pe3ynbTaThl.

3.2.4.1 HenpepbIiBHOCTb (continuity): CTteneHb, ¢ koTopoli WNT-ycnyra (3.3.2) npepoctaBnsfeTca npu
BCEX NpepckasyemblXx 06CTOATENbCTBAX, BKAOYAA CHUXKEHME PUCKOB, BO3HMKaWLWMX B pe3ynbraTe npepbiBa-
HUA, 4O NPUEMNIEMOTO YPOBHSA.

3.2.4.2 BoccTtaHaBnmBaemocTb UT-ycnyrn (IT service recoverability): CTeneHb, npu KOTOPOR B ciyyae
npepbiBaHusa, c6oa nnum asapumn NT-ycnyra (3.3.2), ee YHKUUWU U faHHble MOTyT OblTb BOCCTAHOB/IEHbI U A0-
CTYMHbI.

3.2.4.3 roTtoBHOCTb (availability): CteneHb gocTtynHoctu UT-ycnyru (3.3.2) gna nonb3oBatenei (3.3.4)
npu Heo6Xo4UMOCTH.
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3.2.5 ocsazaemocTb (tangibility): CteneHb, B KOTOpoii ocAa3aemble acnektbl UT-ycnyrn (3.3.2) adpdek-
TUBHO B3aMMOLEWCTBYIOT M NOAAEPXKMBAIT €e.

MpumeuaHune — ACNeKTbl OCSA3aEMOCTM 06bIUHO BK/IHOUAIOT BE6-CAWT M NOSICHUTE IbHbIE MaTepuasbl, UMUIX
nepcoHana, 06beKTbl YCNyr, NPOLECChl 06CNYXMBAHUSA, UHCTPYMEHTbI 06CNYXMBAHUA W pe3ynbTaTbl 06CIYXMBAHUA U T. 4.

3.2.5.1 HarnagHocTb (visibility): CTteneHb, B KOTOpOW nonb3oBatenu (3.3.4) umerT npepcraBneHne o
BO3MOXHoOCTsAX UT-ycnyrm (3.3.2), cnocobe u xone nporpecca Mx npeacTaBfieHuUs.

3.2.5.2 ypoBeHb npodeccunoHanmama (professionalism) CteneHb, B KoTopoli cogepxaHue UT-ycnyrm
(3.3.2) ocHOoBaHO Ha cooTBeTCcTBYylOWeEeM obpa3oBaHMKN, HaBblKax, ONbITe U KBannpukayuu.

MpumeuyaHue — YpoBeHb NpodheccMoHanm3ma MoxeT 6biTb AOBEAEH A0 CBeAEeHUS MOoTeHuMaabHbIX NOMb30-
BaTesieil kak yacTb ocsizaemocTu (3.2.5), HO Takxke ABNSeTCS HeEO6X0AMMbIM yCNoBMEM NpurogHocTh (3.2.1).

3.2.5.3 BHeWHW BUA NoNb30oBaTeIbCKOro nHtepdeiica UT-ycnyru (IT service interface appearance):
CTeneHb, B KOTOPOWN nHTepdgeiic WT-ycnyrm nmeeTt BHELWHWA BUG UAn gpyrne usnyeckne cBoincTea, Kotopbie
NPUATHLI WU Yy[OBNETBOPAOT nonb3oBatens (3.3.4).

3.2.6 onepaTUBHOCTb pearmpoBaHusa (responsiveness): CteneHb, B koTopoi UT-ycnyra (3.3.2) pearu-
pyeT n obecneynBaeT pe3ysbTaTbl 6bICTPbIM N CBOEBPEMEHHBIM 06pa3oM.

3.2.6.1 cBoeBpeMeHHOCTb (timeliness): CteneHb, ¢ koTopoli UT-ycnyra (3.3.2) obecneynBaeT pesysb-
TaTbl B YCTAHOB/IEHHbIE CPOKM.

MpumMeyaHne — B HEKOTOPbLIX C/ly4yasix Ha CBOEBPEMEHHOCTb B/IMSET coYeTaHWe HeCKONbKUX YCnyr, npepo-
CTaB/seMbIX pasHbiMy MocTaBlwwukamu ycnyr (3.3.7). Hanpumep, oxupaeTtcs, 4To ycniyra oHnaiH nokyrnok o6ecneyunT He
TO/IbKO CBOEBPEMEHHbIN MOMCK HOBbIX TOBAPOB, A06aB/IEHHbIX B MPOAaXY, HO U CBOEBPEMEHHYH 40CTaBKY MOMb30BaTE/NO
(3.3.4) nocTaBLMKOM yCNyr 4OCTaBKW MOCbISIOK.

3.2.6.2 ypoBeHb pearunpoBaHusa (reactiveness): CTteneHb, ¢ koTopoii UT-ycnyra (3.3.2) onepaTuBHO
pearvpyeT Ha 3anpocbkl nonab3osatensa (3.3.4).

MpumMeuaHue — YpOBeHb OKa3aHWs IKCTPEHHbLIX YC/YT TakKe paccMaTpuBaeTcs B 3Tol nojaxapakTepucTuke
kayecTBa. Hanpumep, 0XuaaeTcs, YTO 3anpoc Ha IKCTPEHHOE crnaceHue oT nauueHTa 6yaeT HeMeaneHHO NPUHST U COoT-
BETCTBYIOLMM 06pa3om o6paboTaH yepes MeguumMHCKylo UT-ycnyry B 60/bHULE.

3.2.7 ypoBeHb agantmBHocTu WNT-ycnyru (IT service adaptability): CteneHb, go kotopoin WT-ycnyra
(3.3.2) MoXeT KOH(UrypmpoBaTbCsa UM MOAUPULUPOBATHLCSA 419 YAOBAETBOPEHUSA HOBbIX NOTpebHOCTE.

3.2.7.1 BO3MOXHOCTb HacTpoliku (customizability): YpoBeHb, B koTopoii UT-ycnyra (3.3.2) moxeT 6bITb
HacTpoeHa no 3anpocy nosnb3oBaTenei (3.3.4).

3.2.7.2 nunymaTtuBHOCTb (initiative): CteneHb, B KoTopoii UT-ycnyra (3.3.2) pacno3HaeT Lean Noab30-
BaTeneili (3.3.4) n npegnaraet U3MeHeHWUs ANS y4OBNETBOPEHUA NOTpebHOCTell nosb3oBaTeneil.

3.2.8 conpoBoxagaemocTb UT-ycnyru (IT service maintainability): YpoBeHb a(ppekTuBHoCcTM n onepa-
TUBHOCTHU, C KoTopoil UT-ycnyra (3.3.2) moxeT 6bITb M3MeHeHa noctaslinkom (3.3.7).

3.2.8.1 aHanunsunpyemocTb (analysability): YpoBeHb 3t hekTMBHOCTM U AEACTBEHHOCTU, C KOTOpoin UT-
ycnyra (3.3.2) moxeT 6bITb NpoaHann3npoBaHa Ha npegmeT HepocTaTkoB, npob6enoB u cboes.

3.2.8.2 mogucuumnpyemoctb (modifiability): CteneHb, B koTopoin UT-ycnyra (3.3.2) MoxeT 6bITb 3h-
(hEeKTUBHO M feliCTBEHHO M3MeHeHa 6e3 BHeceHus AedeKToB WUanM yxyglweHna kayecTsa cywectsywwen UT-
ycnyrmn (3.3.10).

[MCO/M3K 25010:2015, 4.2.7.4, N3MEHEHO — «MPOAYKLUA WU CUCTEMA» 3aMeHeHOo Ha «UT-ycnyra»]

3.2.8.3 TecTupyemocTb (testability): YpoBeHb ahpekTUBHOCTU 1 €ACTBEHHOCTU, C KOTOPOI MOTYT 6bITh
yCTaHOB/IEHbI KpUTepun TectuposarHmna ana UT-ycnyru (3.3.2), a Takke NpoCTOThbl BbINOSIHEHUA TECTUPOBAHUSA
C Uuenbl onpefeneHns COOTBETCTBUA 3TUM KPUTEPUSAM.

[MCO/M3BK 25010:2015, 4.2.7.5, n3MeHeHO — «CcuUcTeMa, NPoAYKUMSA WIN KOMMOHEHT» 3aMeHeHO Ha
«UT-ycnyrn»]

3.3 OCHOBHbIEe

3.3.1 ycnyra (service): CpegctBo obecnevyeHunss notpebHocTeli nonb3oBartens (3.3.4) nytem cogencremns
pesynbTatam, KOTOpPbIX NO/b30BaTENb XOUeT AOCTUYb.
[MCO/M3K 20000-1:2011, UBMEHEHO — «K/IMEHT» 3aMEHEeH Ha «MNo/ib30BaTesib»]

MpumevaHne 1— Ycnyra, Kak npaBuno, HeocA3aema.
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MpumeuyaHune 2 — Ycnyra Takke MOXeT 6biTb NpeaocTaB/ieHa NocTaBumky yenyr (3.3.7) Apyrm nocTasLin-
KOM, KOTOPbI MOXET 6bITb BHYTPEHHEl Tpynnoii unu nosib3oBatenemM, AeiCTBYIOLMM B KAYECTBE NOCTaBLLMKA.

3.3.2 UT-ycnyra (IT service): Ycnyra, kotopasa ncnonb3dyeT UT-cuctembl (3.3.5) B KayecTBe MHCTPYMEH-
TOB ANA peanusauun notpebHocTel nonb3oBatens (3.3.4) unn 6usHeca nyTeM cOAencTBUs pesysbTatam,
KOTOPbIX NOMb30BaTeNb UNM GU3HEC XOUYEeT AO0CTUYD.

MpumevyaHne — WUT-ycnyru MoryT npeaocTaBnsATbCs yAaNeHHo MlabMu uin UT-npunoxeHnem, KoTopoe mo-
XET UCMOMHATLCA NOKASIbLHO UMK YAANIEHHO.

3.3.3 noTpe6uTenb (customer): opraHu3auua WaM 4acTb OpraHu3aluu, KoTopas nosiyyaeTt ycnyry wam
ycnyru

MpumeyaHne — MoTpebutenb MoOXeT 6bITb KOCBEHHbIM Monb3oBatenem (3.3.4).

[MCO/M3K 20000-1:2011, 3.7, usmeHeHOo — Aob6aB/ieHO nNpumevyaHune 1]

3.3.4 nonb3oBaTtenb (user): NepcoHa nnm opraHmsayns, kotopasa mcnonosyet UT-cepsuc (3.3.2).

3.3.5 cwuctema, wuvcnonb3ywwasa UHPOPMALMOHHbIEe TexHonorum; WT-cuctema (information
technology system, IT system): Ha6bop n3 ogHoro uam 60nee KOMNbKTEPOB, NPOrpamMMHOro obecnevyeHus,
nepudepuitHbix yCTPONCTB, TeEpMUHANOB, NepcoHana, u3n4yecknx NpoLeccosB, CPeACcTB nepegaum uHdop-
Mauuun, KoTopble o6pa3yloT aBTOHOMHOE Lenoe, cnocobHoe BbINOMHATL 06paboTky MHpopmaunmn n/mnun nepe-
Aayvy nHdopmauymn.

[MCO/M3K 14662:2010, 3.13]

3.3.6 cuctema, npegocTtaBagwan ycnyry (service provision system): Cuctema gns npegocraBneHus
NT-ycnyr (3.3.2) nonb3oBatenam (3.3.4), Bkaw4asa nwogei, npouecchl, TEXHOMOMMKN, cpeacTsa u nHpopmayuio.

3.3.7 nocTaBWuK ycnyru (service provider): OpraHu3aumsa uMau 4yacTb opraHusauum, Kkotopas ynpas-
naeT npepocTaB/ieHUEM YCNYrn UK yCayr knueHTy (3.3.3).

MpumMmeyaHune — KAUEHT MOXET GbiTb BHYTPEHHUM WM BHELHWM MO OTHOLUEHMIO K OpraHu3aLuu — nocTas-
LMKy YCIyT.

[MCO/M3K 20000-1:2011, 3.32]

3.3.8 cornaweHne o6 ypoBHe ob6bcnyxuBaHusa (service level agreement, SLA): [OoKyMmeHTanbHO
opopmneHHoe cornaweHne SLA mexay noctaswmnkom ycnyr (3.3.7) n nono3osartenem (3.3.4), koTopoe onpe-
JenseTt ycnyru v uenu ycnyru.

MpumeyaHune 1— CornaweHve 06 YpOBHE YCNYrM Takke MOXET ObiTb YCTAHOBIEHO MEXAY MOCTaBLMKamu
WNWN BHYTPEHHEN rpynnoii, AeicTBYIOLWEN B KauecTBe MOCTaBLymKa.

MpumeyaHue 2— CornaweHvie o6 ypoBHE 06CNYXUBAHUS MOXET 6biTb BK/IHOYEHO B KOHTPAKT WAW Apyroii Tun
[LOKYMEHTVPOBAHHOIO COr/aLleHus.

[MCO/M3K 20000-1:2011, 3.29]

3.3.9 cooTBeTCcTBUE SLA (SLA compliance): CteneHb cOOTBeTCTBUA cepBuca tpeb6osaHmam SLA (3.3.8).

3.3.10 kauectBO UT-ycnyru (IT service quality): CTeneHb, B kKoTopoin UT-ycnyra (3.3.2) yaosneTBopsieT
3asiB/IEHHbIM W NoApa3ymMmeBaeMblM NOTPEOGHOCTAM NPU UCNONbL30BAHUU B ONpPeAENIEHHbIX YCNOBUAX.

[MCO/M3K 25010:2015, 4.3.13, u3sMeHeHO — «MnporpammMmHas npoAaykumsa» 3ameHeHo Ha «T-ycnyra»]

3.3.11 mopgenb kayecTBa (quality model): OnpeaeneHHblli Ha6Op XapaKTePUCTUK U B3aNMOCBA3EN MeX-
AY HUMK, KOTOPbLIA ob6ecneynBaeT OCHOBY AN onpefeneHns TpeboBaHUA K Ka4eCcTBY M OLEHKM KayecTBa.

[MCO/M3K 25000:2021,4.27]

4 CooTBeTCcTBUE TpebOoBaHUAM

Nio6oe TpeboBaHMe K KayecTBy, cneyndukaLmsa kavectsa UaM OLEHKa KayecTBa, COOTBETCTBYIOLWME Ha-
cTosiwemMy cTaHgapTy, AOJIXKHbI:

a) nTM6o ucnonb3oBaTb MoAeNn KavecTBa, onpegeneHHole 8 5.1.2 n 5.1.3;

b) aganTupoBaTb MOAE/Nb KayecTBa C 060CHOBaHMEM MO6bLIX U3MEHEeHU N obecneuynTb conocTaBaeHne
MeXAy afanTMpoOBaHHON M cTaH4apTHON MofensMu.
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5 CTpyKTypa mojenei kayecTBa

5.1 O630p

5.1.1 O6uwee
B cepnn SQuaRE npejacTtaB/ieHbl creaylolwmne yetolpe MoLenu Kayecrtsa:

a) mofenb KayectBa B ncnosnb3oBaHun B MCO/M3BK 25010, koTopas MOXeT ObiTb NPpUMEHEHa K NPOAYK-
u1u, cuctemam u ycnyram;

b) Mmogenb kavyecTtBa npogykumm B MCO/M3IK 25010;
c) mogenb kavyectBsa WT-ycnyr, onpegeneHHas B HacToslWweM cTaHaapTe;
d) mogenb KavyectBa gaHHbix B MICO/M3K 25012.

3TN Mogenu npefocTaBNsAlT HAGOP KAYeCTBEHHbIX XapakTepUCTUK U MOAXAapaKTepucTuK, a TakkKe WuXx
onpeaenexus.

B3anmocBa3b MexAay pasniMyHbiMn MoAenamun kadyecrtsa n3 cepunm SQuaRE nokasaHa Ha pucyHke 2.

Cucrema, nporpamMmmMHoe obecneyeHune, ShhekThbl
JaHHbIe nycnyrm MCMoJIb30BaHunA
CUCTEMBI,
nporpaMmMHoOro
obecnevyeHus,

OaHHbIX 1 ycnyr

Ycnosusi

BrvseT MCnosib3oBaHNA

3aBucuT oT

PucyHok 2 — B3anmocBa3b Mexay pas/nindHbiMun Mogensamun kavectsa us cepun SQuaRE

B npunoxeHun C nokasaHoO cpaBHeHWe mogenei kadectsa UT-ycnyr u gpyrux mogeneit kayecrtsa.

5.1.2 MpumeHeHue MoAaenu KayectBa Npu UCMNosib3oBaHUM K NT-ycnyram

Mopgenb kayecTBa npu ucnonb3oBaHum B MCO/MIK 25010, noka3aHHas Ha pucyHke 3 un B Tabnuue 1,
onucbiBaeT XxapakTepucTuUKM KayecTBa, KOTOpble MOryT ObiTb MCNOMb30BaHbl AR ONpeAeneHns n n3MepeHus
CTeneHn, B KOTOPOW ycnyra MoxeT 6blTb UCNO/Ib30BaHa KOHKPETHbIM(M) nosib3oBaTtenem(amMmn) Ansa yg0BneTBo-
peHus ero(ux) noTpebHOCTEN B JOCTUXEHUN KOHKPETHbIX Leneil B 3afaHHbIX YCNOBUAX NCNONb30BaHUA. MATb
XapakTepucTuk cBA3aHbl C TeEM, B KaKOW CTeneHW uenu nosb3oBaTenein pgocrturawTcsa ¢ 3P PeKTUBHOCTbIO,
NPOM3BOANTENBHOCTbLIO, YA 0BIETBOPEHHOCTbIO, CBO6OA0N OT pMCKa U OXBATOM KOHTeKcTa.
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PucyHok 3 — Mogenb kayectsa npu ncrnonb3osaHun NT-ycnyru

KauyecTBo npu ncnonb3oBaHua UT-ycnyrm — 3T0 CTENEHb, B KOTOPOI yciyra MoxeT 6bliTb NCNONb30BaHa
KOHKPeTHbIMW Nofb30BaTeENsAMU ANA YAOBNETBOPEHUA MX MOTpebHOCTEeN B AOCTMXEHUUN KOHKPETHbIX Lenei un
npeanonaraemblx pesynbtatoB WT-ycnyr ¢ 3agaHHbiM ypoBHEM 3P EKTUBHOCTU, pe3y/bTaTUBHOCTU, YAO0B-
NeTBOPEHHOCTN, CBOGOALI OT PUCKOB M OXBaTa KOHTeKCcTa. MoxeT 6biTb MCNO/b30BAHO A1 OUEHKW TOro, B
KaKoi cTeneHun pesynbTaTbl 06CAYXUBAHUA COOTBETCTBYIOT HAMEUYEHHbIM Lensm nonb3osatens. Kak npasuno,
MOJesib KayecTBa B UCMNOJIb30OBAHUN NPUMeEHAETCA ANA N3MepeHus kadectsa UT-ycnyr ¢ TOYKU 3peHUA MOJib-
30BaTesieil, N Kaxgas xapakTepucTuka MoOXeT OblTb MPUCBOEHA pas3/IMyHbIM BuAam AeATeNbHOCTU 3anHTepe-
COBaHHbIX CTOPOH. XapakTepucTuka u nogxapakTepucTnkn kayecTsa npu Mcnosib3oBaHnuu nepeyncrieHsl B 3.1.

5.1.3 Mopenb kKavectBa UT-ycnyrn

KauyectBo NT-ycnyrm — 3T0 cTeneHb, B KOTOpPOA cBoicTtBa UT-ycnyrm mMoryT yaoBAeTBOPATL 3aABMEH-
HbIM U nogpasymeBaeMblM notpebHocTAM B UT-ycnyre npy UCNoNb30BaHWU B onpefesieHHbIX YcnoBuax. Mo-
Aenb kavyectBa WT-ycnyr, nokaszaHHas Ha pucyHke 4 u B Tabnuue 2, knaccuduumpyeTt CBOWNCTBa KayecTBa
NT-ycnyr no BOCbMMN xapakTepuctukam: npurofgHocTb, y406CTBO NCNOIb30BaHNA, 6€30MacHOCTb, HaAEXHOCTb
WT-ycnyr, oca3aemMocTb, onepaTUBHOCTb pearvmpoBaHus, agantuBHocTb NT-ycnyr u conposoxgaemocTb NT-
ycnyr. OnpegeneHnsa v NOACHEHUSA KaXAoW XxapaKTepuUCTUKUN M UX NnogXapakTepucTuk npueegeHbl B 3.2.

MpumeyvyaHne — MHoOrMe xapakTepUCTUKN U NOAXapakTeEPUCTUKN kavecTBa UNT-ycnyr UMeloT Takme Xe Ha3Ba-
HUSI U aHANOMNYHbIE 3HAYEHUSA, YTO U XapakTePUCTUKN N nogxapaktepuctnkm B MCO/M3K 25010 (cm. npunoxeHue C).

KauectBo UT-ycnyrn

Ya06¢TBO HagexHocTb OnepaTnBHOCTH AfanTUBHOCTb ConpoBox/jaemocTb
Mpuroarocts I/ICI'IO’?'I!::%OBaHI/Iﬂ BesonackocTh M?-ycnyrm OcszaeMocTh peapl'MDOBaHVIﬂ rql/lT-ycnyrm pVIT-y(51yn/|
| | | | | | | |
MonHota OnpegennmocTb KoHchnaeHUmManbHocTs HenpepbIBHOCTbL HarnsgHocts CBOEBpeMeHHOCTb Bo3MoxHoCTH AHanuanpyemocTb
KoppekTHoCTh npurogHoCTn LlenoctHocTb Boccranasnusa- YpoBeHb YpoBeHb HacTpoiikn MoanuumpyemocTts
Lienecoo6pasHocTb M3yyaemocTb MpocnexveaeMocTb emMocTb npocheccuoHannama pearnpoBaHus VHUUMaTUBHOCTb TecTupyemocTtb
CornacoBaHHOCTb YnpasnsemocTb [oToBHOCTbL BHewwHunii Bug
3allmLeHHOCTb noNb30BaTe/NbCKOTo
OT OLNGKN nHTepcheiica
nonb3osarens
JocTtynHocTb

BexnmeocTtb

PucyHok 4 — Mogens kayectsa UT-ycnyr

5.2 O6nacTb NpuMeHeHWss mogeneil kayecTsBa

Mopgenb kadectBa WUT-ycnyr hokycupyeTcsa Ha KayeCTBEHHbIX CBoOicTBax camoii WT-ycnyru, npepgoc-
TaBnseMoil CUCTeMOW npepocTaBfieHWs ycnyr, a MoAenb KayecTBa NpU WMCNONb30BaHWW, NMpuUBeAeHHas B
NCO/M3K 25010, dhokycupyeTcsa Ha cCTeneHu, B KOTOPO Ka4yecTBO yCNyrn yaoBaeTBOpsSeT Lensm nosb3oBa-
Tens B KOHKPETHbIX YCNOBUAX UCNOMb30BaHUA. Ha pucyHke 5 nokasaHa 06/1acTb NPUMEHEHUS KaXA0W mMomenu
KayecTBa M CBAA3aHHble C HEl 06bEKTHI.
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...................... » 4YTO M3MepseTcsa MoAenbio
______________________ .»> HeKkoTopble (hakTopbl, BAVSIOLLINE HA KAYECTBO YC/yT NpW UCMONb30BaHUK
_______________________ > HekoTopble (hakTopbl, BAUAOLWME HA KauecTBO UT-ycnyru

PucyHok 5 — O6nacTb NpuMeHeHus Mofeneii kauectTsa

NT-ycnyra umeeT CBOK COOGCTBEHHYI CUCTEMY NpefoCTaB/eHUsA YCAyr, KoTopas COCTOUT U3 NoAei,
npoLeccos, TEXHOMOTWIA, CPeAcTB U MHpopMaLnmn, KOTOpble ONucaHbl B cnpaBoyHuke [7].
Ha pucyHke 5 Takxe nokasaHo KayeCcTBO YC/AYIM C TOYKN 3PEHUA Pa3fINyHbIX 3aMHTEPECOBaHHbIX CTOPOH.
370 03HavaeT, YTO MoAenn KayecTBa obecneymBaloT OCHOBY ANa cb6opa noTpebHOCTeN 3aMHTEpPeCcOBaHHbIX
CTOPOH B chepe ycnyr. 3anHTepecoBaHHble CTOPOHbI BKAKOYAIOT:
- uenesoli nonb3oBaTesnb: NULO, KOTOpoe wucnonb3yet WT-ycnyry, npegoctasnsemyt WT-cuctemolit
n/vnu NUUOM unu N abMu, npegoctasnawmuMmm UT-ycnyry, Ana JOCTMXEHUSA HAMEUYEHHbIX Lenei;
- Apyrue 3anHTepecoBaHHble CTOPOHbI:
- BTOPUYHBI/A Nosb30oBaTenb: MU0, KOTOpoe obecneynsaeT NOALEPXKY ycnyrn yepes NT-cuctemy.
Mpvmep - TloCTaBLMK KOHTEHTa, MEHeMKep YCNyrn, MeHemxkep/agMUHUCTPaTOP CUCTEMBI,
npegocTaB/AOLWEN YCyry, MeHekep no 6e30nacHOCTW, COMPOBOXAAOLLNNA, aHaIMTUK UIN YCTaHOBLLMK;
- KOCBEHHbI Nofb3oBaTeNb: MU0, KOTOpPOe noslydyaeT BbIXOAHble flaHHble, HO He B3auMofeicTByeT C
NT-cuctemoint unu nuuom, npefocTaBAsOWUM yCayry.
Mpumep — TlNonb3oBaTeNn, KOTOPble NOAYyHalo T YCAYru;
- Apyrue 3anmHTepecoBaHHble CTOPOHbI, NUMEILW e OTHOLWEHNE K yCcayre, KpOMe nosib3osartesneil.
Mpumep — MocTaBLKWKN YCyT, CTOPOHHME MOCTaBLLMKN YCyT, NOCTaBLUMKX 1 NO/b30BaTe .

5.3 MNpumeHeHne Mmopaenen kadyectBa K UT-ycnyram

Mogenb KayecTBa Npu UCNONb30BaHUN U MoAeNb KavyecTBa N T-ycnyr nonesHbl Ang onpegeneHus tpe6o-
BaHWI K ycnyre, onpeaeneHnsa nokasaTesieil kayecTsa M NpoBeAeHNSA OLEHOK KavyecTBa (cM. npunoxeHune C).
OnpefeneHHble XxapakTepucTukn 1 nogxapakTepucTuku kKavyecTBa MOryT OblTb MCNOJ/Ib30BaHbl B KayecTBe
KOHTPO/IbHOTO cnucka Ans ob6ecneyeHUs BCECTOPOHHEro yyeta TpeboBaHWl K kayecTBy, YTO MomoraeTt oue-
HUTb nocnegywuwmne ycunusa n 4eicTBnus, KoTopbie NoTpebyloTcsa B X04e NPOeKTMpoBaHUA, NpefocTaBAeHns u
ynydyweHunsa UT-ycnyr. XapakTepucTUKM B MOLENIN KayecTBa B MUCMNOMb30BaHuM U momenn kayectsa UT-ycnyr
npegHasHauvyeHbl 4N UCNOMb30BaHMSA B KauyecTBe Habopa npu onpegeneHun unm oueHke kavectsa UT-ycnyr.

Heob6xoanmocTb CO6M04EHNA CTAHAAPTOB UM NpaBul MOXeT ObiThb onpefeneHa Kak YyacTb Tpeb6oBaHuUii
K CMCTeMe, HO OHM BbLIXOAAT 3a paMKu Modenei kayectBa yCryru.
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MpunoxeHue A
(cnpaBo4YHOE)

KOHTEeKCT ncnonb3oBaHua MoAenun N pasinyHbiX TMnos UNT-ycnyr

A.1l KOHTEKCT ncnonb3oBaHUs MoAesnu

KoHeuHasn uenb mogenu kavectBa WT-ycnyr cOCTOMT B TOM, YTOGbl MO3BONNTL MOCTaBLUMKY YCAYr NpefocTaBnsAThb
NT-ycnyru, koTopble oTBeYaloT TpeboBaHNsaM nonb3oBarteneli n obecneynBatoT yA0BNETBOPEHHOCTL Nosib3oBarteneli. KoH-
TEKCT UCNOJIb30BaHUSA MOAENN BKNoYaeT B cebs:

- pelleHue nocTasLmMKamun ycnyr, cnegyet v Boeinyckatb UT-ycnyry;

- CpaBHEeHMe NOCTaBLMKOB YCyr C KOHKypupyowmnmm UT-ycnyramu;

- pelueHve nocTtasLmKkamun ycnyr, korga obHosnATe UT-ycnyry;

- BbIGOp NO/MIb30BaTENIAMU OLHOWN U3 KOHKYpUpyowmnx UT-ycnyr;

- peweHune nonb3osartensamu, npuHumMaTb M NT-ycnyry;

- OLleHKy nosb3oBartenamu kavectsa UT-ycnyru,

- OLEHKY TpeTbuMKn cTopoHamu Kadyectsa UT-ycnyru.

A.2 Tunbl NT-ycnyr

TpeboBaHWA K OLEeHKe KayecTBa yCnyru pasnnyHbel A8 pasHbiX TUNOB YCAyr, ¥ NO3TOMY CHavyana cnegyet onpege-
NWTb TUN ycnyru, 4tobbl aganTupoBaTb MOAeNb kayecTBa A5 oueHkn UT-ycnyr. CywecTBylOT cnegylowme pasnnyHblie
Tmnbl UT-ycnyr:

- ycnyru, NoNHOCTbIO aBTOMAaTM3npoBaHHble, npegocTasnsemble VT-cuctemoi. B 3aBUCMMOCTM OT YPOBHA WHTEN-
nekTyanusaumm MHTepHeT-6usHeca HekoTopble ycayru (Hanpumep, peructpaums, 6aHkomar, noggepxka nonb3oBaTenen,
6pOoHMpOBaHME, NPMEM 3aKa3oB W T. A.) MOryT 6biTb MOMHOCTbIO aBTOMATU3MpPOBaHbI. J/INYHbIE B3aUMOAENCTBUSA B OCHOB-
HOM 3aMeHSTCA Ye/T0BeKO-MallMHHbIM B3auMogeincTemem. Blanmogeictame mexay ntoAbMy NPOMCXOAUT TOMbKO TOrAa,
Korga aBTOMatuMyeckoe BbINOJSIHEHWE YCNYTN BbIXOAMT U3 CTpos. KayecTBo NT-cuctemsbl urpaet Hanbosee BaxHy posb B
dhopMmpoBaHMM NOML30BATEILCKOTO OMnbiTa 06 06LLEM KayecTBe ycnyru;

- ycnyru, npefocTtaBfiieMble YesioBEKOM, ucnonb3ywwmnm UNT-cuctemy. UT-ycnyra ABNAETCA OCHOBHbIM KaHaioM
ANns ycnyru, npefocTasB/isieMoi Ye/IOBEKOM, Takol Hanpumep, Kak KO/I-LeHTpP, OHNalH-yaT, TenemMegnumnHa n 1. a. Kade-
CTBO CaMOro KaHasna urpaeTt BaXHYyH posib B )OPMUPOBaHUM NOMb30BATE/ILCKOro OnbiTa 06 06WeM KavyecTse ycnyru. Tak-
)€ BaXKHO KayeCTBO B3aUMOAENCTBUSA MeXAy CEPBMCHbIM areHTOM M nosb3oBatensMmu. OfHaKo «maTepuanbHblii» acnekT
MOXET yTpaTuUTb CBOE 3HaYeHue Npu N3MepPeHnn kayectsa ycnyr. 9TO CBA3AHO C TEM, YTO OOblYHbIE MOJIb30BATENN PELKO
CTaNKMBAKTCA C HEMNOCPEACTBEHHbIM B3avMOAENCTBMEM C NOCTAaBLIMKAMU YCAYr B 3TUX CLEHapuaX, ecin TONbKO KaHan
06CNyXMBAHUA HE BbIXOAUT U3 CTPOS.

CyLLecTBYIOT pas/ivyHble BUAbI YCyr, NpefocTaBisgeMblX Ye/I0BEeKOM, ncnosb3ywmnm NT-cuctemy:

a) ycnyru, npegocTtasBnisieMble COTPYAHUKOM (PpOHT-0dinca ¢ ucnosib3osaHmem UT-cuctemsl, Hanpumep 610po Typu-
CTMYecKol nHdopmauun nam 6aHKOBCKUM CRyXalunm (KOHEYHbI Nofib3oBaTesib SABNSAETCA KOCBEHHbIM, NACCUBHbLIM U He
B3aunmogeiicteyet ¢ UT-cuctemoit);

b) ycnyru, npefoctaBnsieMble YesnioBeKoM B 63K-odpuce ¢ ncnosb3osaHneMm NT-cuctembl (KOHEYHbIA Nonb3oBaTesb
aKTuBeH n pabotaet B UHTepdpeiice ¢ NT-cuctemoid); n

C) ycnyru, npegocrtaBnsieMble COTPYAHWKOM 63k-ocuca, noggepxvsaowmum UNT-cuctembl, Hanpumep KOHCyNbTa-
LM NO TEXHUYECKMM Yycnyram A8 noanepxkn UT-cuctem (nosib3oBartesib ABASETCA BTOPUYHBIM M OKasbiBaeT MofALepXKY
ycnyrn yepes UT-cuctemy, KOHeUHbIi Nosib30BaTe/b SBASETCA KOCBEHHbIM NO/b30BaTe/IeM, NMACCHBHBIM W, KaK Npasuso,
BHYTPEHHUM NS opraHusauuu).
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MpunnoxeHve B
(cnpaBo4HOE)

XXN3HeHHbIN ynkn kavyectBa UT-ycnyr

Mogenb XW3HEHHOTO uMkKna kayectsa WT-ycnyr, nokasaHHas Ha pucyHke B.1, paccmatpuBaeT KayecTBO Ha Tpex
OCHOBHbIX 3Tanax XusHeHHoro uvkna NT-ycnyr:

- NT-ycnyra, Haxopaswasncsa Ha atane NpoekTUPOBaHWSA U pa3BepTbiBaHWA, ABIAETCA NPeAMEeTOM BHYTPEHHMX MO-
Kasatenen kayectsa ycnyru;

- aTan npegoctasneHns UT-ycnyrn aBnsetca npegMeToM BHELIHMX nokasaTtenei kayecTsa ycnyru;

- atan ucnonb3oBaHusa UT-ycnyrn asnseTcs NpefMeToM OLIEHKM KayecTsBa Mpu UCMosib30BaHuN.

Mogenb XU3HEHHOrO LMKMa KadecTBa WT-yCnyr Takke ykasblBaeT Ha TO, YTO AOCTMXKEHUE NMPUEM/IEMbIX YPOBHEi
kauecTBa AO/MHKHO GblTb HEOTHLEM/IEMON YaCTblo Mpolecca pa3paboTku A5 KaKOro TUMa KavecTsa, BKIKYas (DOPMUPO-
BaHve Tpe6oBaHuii, BHeAPEHWE 1 NMPOBEpPKyY pesyNnbTaToB.

Tpeb6oBaHus K kKauecTBy Npu Mcnosib3oBaHuu UT-ycnyrn onpenensitoT Heo6XoAMMbIE YPOBHM KauecTBa C TOUKM 3pe-
HUA nonb3oBaTeneil. ST TpeGOBaHWS BbITEKAlT M3 NOTPeBHOCTel nonb3oBaTteneil U Apyrux 3aMHTEPECOBaHHbIX CTO-
POH (Takux kKak Bnagesbupl). Tpe6OBaHMS K KAUECTBY MPU UCMO/Ib30BaHUM NMPUMEHSIIOTCS B KQUeCTBE Lenn A8 NpOBEpPKU
WNT-ycnyrn nonb3osaTenem. Tpe6GoBaHUA K XapaKTepucTUKaM KauyecTBa MpPU WUCMOMb30BaHWKU A0/MKHbI 6biTb yKasaHbl B
cneundukaymn TpeboBaHNil K KaUecTBY C UCMOMb30BaHNEM KPUTEPUEB ANS NokasaTesneli kayecTBa npu UCMosb30BaHWU,
KOTOpble UCMOJIb3YITCA MPU OLEHKE MPOAYKLMH.

MpumeuaHue 1 — TpeboBaHua Kk kKayecTBy UT-ycayr npyv NCNONb30BaHUN CNOCOBCTBYIOT BbISIBAIEHUIO U OMNpe-
aenexuvto Tpe6oBaHuii K kavecTBy UT-ycnyr.

MpumeyaHne 2 — TpeboBaHuA K nokasartesnsaMm kadyectsa WT-ycnyr cnoco6CTBYIOT BbISIB/IEHUIO U onpejene-
HWI0 TpeboBaHWl K kayecTBy npegocTaBneHns UT-ycnyr, Taknx Kak cuctema/nporpammHas npogykums.

MpumeuvyaHnne 3 — OueHka kavyecTBa VT-ycnyr MOXeT 6biTb MCMOMb30BaHa A/ NPOrHO3MPOBaHWUA KayecTBa
NT-ycnyr B npouecce ncnonb3osaHuns. Kavectso npegoctasnenns UT-ycnyr Takke MOXeT 6biTb UCNOb30BaHO A1 Npo-
rHosupoBaHusa UT-ycnyru.

[na npepoctaBnenns UT-ycnyr kadectBo UT-ycnyr 3aBUCUT oT kavyecTBa NT-cuctembl/MpoayKumMm 1 gaHHbIX.
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MpunoxeHne C
(cnpaBo4yHOE)

CpaBHeHNne c mogenamm kadyectsa B MCO/M3IK 25010 n NCO/M3IK 25012

MyHKT HacTtosuwmii ctaHaapT

321 MpurogHocTb

3211 MonHoTa

3.2.1.2 KoppeKkTHOCTb

3.2.1.3 LlenecoobpasHocTb

3.214 CornacoBaHHOCTb

3.2.2 YAo6CTBO MUCMO/Mb30-
BaHUs

3221 OnpeaenMMmocTb NpuUrog-
HOCTU

3.2.2.2 M3yuaemocTb

3.2.23 YnpaBnaemocTtb

3224 3alumueHHocTb oT
OLWMBKN Nonb3oBaTens

3.2.2.5 JlocTynHOCTb

3.2.2.6 BexnmsocTb

3.2.3 BesonacHocTb

3.23.1 KoHhunaeHunanbHoCcTb

3.2.3.2 LlenoctHOCTb

3.2.3.3 MpocnexusaemocTtb

3.2.4 HapexHocTtb UT-yc-
nyrm

3.24.1 HenpepbiBHOCTb

3.24.2 BocctaHaBnmeBaemocTb
NT-ycnymm

3.243 [oTOBHOCTB

12

Mogenu kauecTsa ycnyr

MyHKT

42.1

4.21.1

42.1.2

4213

4.2.4

4.24.1

4.2.4.2
4.2.4.3

4.2A4

4.2.4.6

4.2.6
4.26.1

4.2.6.2
4.2.6.4
4.2.6.3
4.2.6.5

4.2.5

4254

4.2.5.2

MCO/M3K 25010 Mogenu
KauyecTBa MpoayKuuu

®yYHKUMOHaNIbHasnA
npUrogHoCTbL
®yHKUMOHaNbHaA MosiHoTa

dyHKUMOHaNbHAsA
KOPPEKTHOCTb

dyHKUMOHANbHAsA
LlenecoobpasHoCcTb

YAo6CcTBO UCMNOAb30BaHUA

OnpefenMmocTb NPUrogHoCTU

M3yyaemocTb
YnpaBnaemocTtb

3aluLLeHHOCTb OT OLWNGKM
no/sb3oBarens

JocTtynHocTb

Be3onacHocTb

KoH(MAEHUMANBbHOCTb

LlenocTtHoCTb
OTcnexunBaeMocTb
HenopgaenbHoCcTb
MognnHHOCTL

HagexHocTb

BoccTtaHaBnmeaemocTb

[OTOBHOCTb

MyHKT

5.3.1.2

53.1.1

53.2.2

53.21

5.3.2.3

5.3.2.6

5.3.3.3

53.3.1

5.3.1.3

MCO/M3K 25012
Mogenb kadecTsa
AaHHbIX

MonHota

Be30oWn60o4YHOCTb

CooTtBeTcTBMe

JocTtynHocTb

KoHtpmnaeHunans-
HOCTb

MpocnexnBaemocTb

HafgexHocTb

[OTOBHOCTb

CornacoBaHHOCTb



MpopomkeHue

HacTosuwmii ctaHaapT

MyHKT
Mogenun kayectsa ycnyr

3.25 Ocsas3aemocTb

3.251 HarnsgHocTtb

3.25.2 YpoBeHb npogieccumoHa-
nnsma

3.253 BHewHwWin BUA nonb3osa-
TenbCKoro uHtepdeliica

3.2.6 OnepaTtnBHOCTL pearu-
poBaHuA

3.26.1 CBOEBpPEMEHHOCTb

3.2.6.2 YpoBeHb pearnpoBaHus

3.2.7 ApanTuBHOCTbL UT-
ycnyrm

3.27.1 B0O3MOXHOCTb HaCTPOWKM

3.2.7.2 MHULMaTuBHOCTb

3.2.8 ConpoBoXxaaeMoCTb
NT-ycnyrn

3.281 AHanusnpyemocTb

3.2.8.2 MoandunumpyemocTb

3.2.8.3 TecTupyemocTb

MyHKT

4251

4.2.53

4.2.45

4.2.2

4221

4.2.2.2

4.2.2.3

4.2.7

4.2.7.3

4.2.7.4

4.2.75

4.2.7.1

4.2.7.2

4.2.3

MCO/M3K 25010 Mogenu

MyHKT
Kayectsa npoaykuumn

3aBepLUeHHOCTb

OTKa30yCTOi4 UBOCTb

3cTeTnka Nosib30BaTeNbCKOTo
nHTepdelica

YpoBeHb
npon3BOANTE/IbHOCTU

BpeMeHHble XapakTepuUCTUKM

Mcnonb3oBaHne pecypcos

MoTeHUnanbLHble BO3MOXHOCTU

ConpoBoxXaaeMocTb, MOAU-
dnympyemMocTb

AHanusnpyemocTb
MopaudmunpyemocTb
TecTupyemocTb
MogaynbHoCTb

B0O3MOXHOCTb MHOFOKpaTHoro
1CMNoJ1b30BaHUA

5.3.2.4
5.3.1.4

CoBMecTUMOCTb

FOCT P 70922—2023

MCO/M3K 25012
Mogenb kavecTtsa
AaHHbIX

A hekTMBHOCTL

Josepune

13



FOCT P 70922—2023

OKoH4YaHne

14

MyHKT

HacTtosuwmii ctaHaapT
Mogenu kauyecTsa ycnyr

MyHKT

423.1

4.2.3.2

4.2.8

4281

4.2.8.2

4.2.8.3

MCO/M3K 25010 Mogenu
KayecTBa MpoayKuuu

CocyuiecTsoBaHune

dyHKUMOHaNbHasA
COBMECTMMOCTb
(MHTeponepabenbHOCTL)

MepeHOCNMOCTD,
MOOGUIbLHOCTb

ApanTupyemocTtb
YcTtaHaBMBaeMoCTb

B3anmo3zameHAeMOCTb

MyHKT

5.3.3.2

5.3.1.5

53.25

5.3.2.7

NCO/M3K 25012
Mogenb kayecTtBa
OaHHbIX

MepeHocumocTb

AKTyanbHOCTb
TouHOCTb

MOHATHOCTb
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MpunnoxeHue D
(cnpaBoO4HOE)

OnpepeneHns xapakTepucTuk n noaxapakTepucTuk kayectsa cornacHo MCO/M3K 25010

B HacTosLeM NpUNoXeHUM BOCNPOU3BOAATCA ONpeaeneHns XxapakTepucTuk u nogxapakTepucTrk KayecTsa cornac-
Ho MCO/M3K 25010.

[nsa uenei HacToswero cTaHAapTa «NPOAYKUUS WX CUCTEMa» B MOAE/NIN KayecTBa B MCNOMb30BAHUN OTHOCUTCH K
«T-ycnyre».

«[onb3oBartesib» B MOAENN KayecTBa Npu UCMO/b30BaHNN — 3TO «NO/Ib30BaTE/b C LEe/IIMU», ONUCaHHbIN B 5.2 a).
XapakTepucTukn 1 nogxapakTepucTUKM KayecTBa MCMoNb30BaHNSA NPUMEHSIOTCS K KayecTBY UCMonb3oBaHua UT-ycnyru.

D.1 adhhekTUBHOCTb, pe3ysbTaTuBHOCTbL (effectiveness): TOYUHOCTb M NOMHOTA, C KOTOPOI MOsb30BaTENMN AOCTU-
ralT onpefesieHHbIX Lenei.

[MCO 9241-11]

D.2 adhpekTMBHOCTL, NpoussoanTenbHoCTh (efficiency): CBA3b TOYHOCTM W NOJSIHOTLI AOCTUXEHUA NoJSib3oBaTe-
NSAMKU Ueneil ¢ n3pacxofoBaHHbIMKU pecypcamu.

[MCO 9241-11]

MpumeuaHune — COOTBETCTBYIOLIME PECYpCbl MOryT BK/OUYaTb BPeMs A/1S BbIMOSHEHUs 3ajaqun (Yenobeye-
CKMe pecypchbl), MaTepuasibl UK (OMHAHCOBbIE 3aTpaThl Ha UCMO/Ib30BaHMe.

D.3 ypoBneTBOpPeHHOCTL (satisfaction): CnocobHOCTb NPOAYKLUUU WM CUCTEMbI YA0BNETBOPUTL TPEGOBAHUAM
nonb3oBaTtens B 3afaHHOM KOHTEKCTe MCMOJ/Ib30BaHUS.

MpumeuaHue 1— [nsA nonb3oBaTesieil, He B3aMMOAEWCTBYIOLMX C NPOAYKUMEA WM CUCTEMOI Henocpea-
CTBEHHO, MMEIOT 3HAYEHNE TOJIbKO BbIMOSIHEHME LiENW U AoBepue.

MpuMmeuaHue 2— YAOBNETBOPEHHOCTb — 3TO peakuus Nosb3oBaTesis Ha B3auMoaeiicTBre ¢ NpoayKuueid um
CUCTEMOIA, KoTopas BK/IOYaeT B cebsl OTHOLIEHWE K UCMO/Ib30BaHNIO NMPOAYKLMUN.

D.3.1 nonHoueHHocTb (usefulness): CTeneHb ya0BMETBOPEHHOCTU NOJIb30BATE/NA AOCTUXEHNEM NparMaTuyecknx
uenei, BkNYasa pesynbTaTbl MCNOMNb30BAHMSA U NOCAEACTBUA UCMOb30BaHNS.

D.3.2 poBepue (trust): CTeneHb YBEPEHHOCTW MOSb30BATENs WAWN APYrOoro 3aMHTEPEeCOBAHHOrO fMua B TOM, UTO
NPOAYKUMNS nan cuctema 6yayT BbINOMHATL CBOM (PYHKLMKM Tak, Kak 3T0 npegnosaranocs.

D.3.3 yaoBonbcTBUE (pleasure): CTeneHb yA0BOMLCTBMS NOJSb30BaTENA OT YA0BNETBOPEHMS NEPCOHANbHbIX Tpe-
6GOBaHMWIA.

MpuMeuaHune — B uncno nepcoHasibHbIXx TPe6OBaHWIA MOTYT BXOAUTL MOTPEGHOCTM MOJSTyYEHUSt HOBbLIX 3HAHWI
1 HaBbIKOB, JIMYHOE O6LLEHWE U accouuaumn ¢ NPUATHBIMU BOCNOMUHAHUSIMUA.

D.3.4 komdhopT (comfort): CTeneHb y40BNETBOPEHHOCTU NOMb30BaTeNs PU3NYECKUM KOMAOPTOM.
D.4 cBo6opa oT pucka (freedom from risk): Cnoco6HOCTb NPOAYKLMN UM CUCTEMbI CMSArYaTb NOTEHUMANbHbIV PUCK
4159 9KOHOMMYECKOTO NOSIOXKEHUS, XN3HW, 340POBbSA WM OKpYXalolen cpeqpl.

MpumeuvyaHne — PuckasnseTtca PyHKUNEl BEPOATHOCTM BO3HUKHOBEHMWSA Takol Yrpo3bl Y NOTEHUMAbHBIX He-
61aronpuaTHBLIX NOCNeACTBUIA 3TON Yrpo3sbl.

D.4.1 cmAryeHne oTpuuaTesibHbIX NOCNEACTBUIA 3KOHOMUYECKOro pucka (economic risk mitigation): Cnoco6-
HOCTb MPOAYKUMW UM CUCTEMbI CMArYaTh NOTEHUMANbHBIA PUCK AN (DUHAHCOBOIO NOMOXEHUS ¥ 3hDeKTUBHON paboThl,
KOMMepYecKoli HeABWKMMOCTH, penyTauum uam Apyrux pecypcos B npefnosiaraembiX yCN0BMAX NCMNOb30BaHUS.

D.4.2 cmsaryeHue oTpuuaTenbHbIX NOCAeACTBUIA pucka ans 3gopoBbsa n 6e3onacHocTm (health and safety
risk mitigation): Cnoco6HOCTb NPOAYKUMM WU CUCTEMbI CMSArYaTb NOTEHUMasnbHbI pUCK ANS Nogeli B npegnonaraembix
YC/IOBUAX UCMOJIb30BAHUSA.

D.4.3 cmArdyeHme oTpuuyatenibHbIX MOCNEACTBUI 3KONOrMyYeckoro pucka (environmental risk mitigation): Cno-
CO6GHOCTb MPOAYKUMM WUAM CUCTEMbI CMATYaTh NOTEHUMAbHBIA PUCK AN MMYLLECTBa WM OKpyXalolleli cpefbl B npeano-
naraembix yCN0BUAX UCNONb30BaHUA.

D.5 nokpbITe KOHTeKCTa (context coverage): CTeneHb, B KOTOPO/ MPOAYKUMA WKW cucTeMa MOTyT 6biTb MCMOMb-
30BaHbl C 3WPEKTUBHOCTLIO, Pe3yNbTaTVBHOCTbIO, CBO6OAONM OT pucka U B COOTBETCTBUM C TPEOOBAHUAMM KakK B NepBoHa-
YyanbHO OnpefeneHHbIX YCI0BMUAX UCMONb30BaHUSA, Tak 1 B YCNIOBUSAX, BbIXOAALWMX 3a cneymdukaumm.

MpumeuaHune — KOHTEKCT UCMOMb30OBAHUSI MMEeT OTHOWEHME KaK K KauyecTBy NpW WUCMOMb30BaHWU, Tak U K
HEKOTOPbIM XapakTepucTukaM WU NofxapakTepucTukam KadecTBa MNPOAyKUWMM (B 3TOM C/iyyae O HeM FoBOPAT Kak 06
«OMpPeAesneHHbIX YCOBUAX»).
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D.5.1 nonHoTa KoHTekcTa (context completeness): CTeneHb, B KOTOPO/ NPOAYKUWUS UM cUCTEMa MOTYT 6biTb UC-
Mo/ib30BaHbl C 3PYEKTUBHOCTLIO, Pe3y/bTaTUBHOCTLIO, CBO60/0I OT p1UcKa M B COOTBETCTBUM C TPE6OBAHUAMU NPU BCEX
yKa3aHHbIX YC/TIOBUSIX UCMOJIb30BaHUS

MpumeuyaHune — lofHOTA KOHTEKCTA MOXET ObITb 3aaHa WM U3MepeHa IM60 Kak cTeneHb, B KOTOPOI mpo-
LyKUMSt MOXET MCNO/b30BaTbCA KOHKPETHbIMU NoMb3oBaTeNsamMu AN AOCTUXEHUA OnpefAeneHHbIX uenei ¢ apdekTus-
HOCTbIO, Pe3y/bTaTUBHOCTLIO, CBOGOAON OT puUCKa U B COOTBETCTBUM C TPE6GOBAHWSMU BO BCEX HAMEYEHHbIX KOHTEKCTax
NCMOMb30BaHMs, GO Kak Hasinume CBOMCTB NPOAYKLMW, KOTOpble MOAAEPXMBAIOT UCMO/Ib30BaHNE BO BCEX HAMEUYEHHbIX
KOHTEKCTax MCMosib30BaHus.

Mpumep - CTeneHb, B KOTOPOI NporpaMMHoe obecrneyeHne NPUMEHNMO MNP NUCMOIb30BaHUN MasleHb-
KOrO 3KpaHa, C HM3KOW ceTeBO NPOMNYCKHOW CMOCOBHOCT IO, HEKBA/IM(OMLMPOBAHHLIMW NO/b30BaTENISIMU U B
0TKa3oyCTONUYNMBOM pexume (Hanpumep, Npyv OTCYy TCTBUK CETN).

D.5.2 rubkocTb (flexibility): CteneHb, B KOTOPOI NpOAYKLMS WKW cucTeMa MOryT ObiTb UCMONb30BaHbl C 3P eKTMB-
HOCTbIO, pe3y/IbTaTUBHOCTLIO, CBO6GOAONM OT puUCKa M B COOTBETCTBUM C TPEOGOBAHUAMYU B YC/IOBUAX, BbIXOAALLMUX 38 PaMKu
nepBoHayasnibHO onpejesieHHblX B Tpe6oBaHUAX.

MpumevyaHune 1 — TMBKOCTb MOXeT ObITb AOCTUTHYTA MyTeM afanTtauuyv NPoAyKuMn AN LONONHUTENbHBIX
rpynn nonb3oBaTenei, 3agay n KynbTyp.

MpumeyaHune 2— MBKOCTb NO3BONSET UCMO/L30BATb MPOAYKUMM B YC/IOBUAX 0OCTOATENBLCTB, BO3MOXHOCTEN
N MHOMBUAYaANbHbIX HACTPOEK, KOTOopble He Bblan NpeayCcMOTPEeHbl 3apaHee.

MpumeyaHune 3— Ecnv npogykumsa He obnagaeT rmbKoCTbio, TO OHA He MOXeT 6bITb 6e30nacHO MCnob30BaHa
B HEMpPeayCMOTPEHHbIX YCNOBUAX.

MpumeyaHne 4 — 'MBKOCTb MOXET 6bITb ONpefesneHa NM60 Kak cTeneHb, 40 KOTOPO NPOAYyKUNS MOXET ObiTb
MCMNoMb30BaHa Nosib30BaTeNAMMU HENpeAyCMOTPEHHOro Tuna A5 OOCTMXKEHWS LOMNOSHUTENbHbIX Ueneli ¢ aheKkTnBHO-
CTbi0, Pe3y/IbTaTMBHOCTbLI, CBOOOAOM OT pUcCka M B COOTBETCTBMU C TPe6OBaHWAMMU NPW AOMOMHUTENbHbIX YC0BUAX UC-
nonb30BaHus, MMB0 Kak BO3MOXHOCTb M3MEHEHUSA ANS NOAAEPXKM ajantaluu K HOBbIM Tunam nonb3osaTeneld, 3agady v
cpef, a Takke NpuUrogHoCcTU As18 UHAUBUAYyanu3aumm, kak ato onpegeneHo 8 MCO 9241-110.
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MpunoxeHue E
(cnpaBo4HOE)

OT3bIBbl O HacTosAWEM cTaHagapTe

E.1 Agpec gns obpaTHO CBA3N
KoMMeHTapun K cogepxaHnio MOXHO OTnpaBnATb No agpecy sc7wgb@itscj.ipsj.or.jpl).

E.2 MpepnoxeHns o6paTHON CBA3N

Oco6eHHO npuBeTCTBYETCA 0bpaTHas CBSA3b MO HACTOALWEMY CTaHA4aPTy Mo CAeAyloLWw MM BONpocaMm:
- OMbIT UCMO/b30BaHWA, TEMaTuyeckne nccnegoBaHus v nobole onybnvkoBaHHble pesynbTaThl;

- NPeaoXeHNsA NO YAy4LlEeHWUIo;

- BCE, YTO OTCYTCTBYET WM Heo6XxoAMMO A06aBUTb B HACTOALWMIA CcTaHapT.

1) B Poccuiickoii defiepauym KOMMEHTapUM K COAEPXaHNI0 HanpaensaTb No agpecy: tk22@itstandard.ru
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MpunoxeHue JA
(cnpaBo4yHOE)

CBefeHnsa 0 COOTBETCTBUU CCbITOYHbIX MeXAayHapoaHbIX CTaHAapTOB HauyMOHaNbHbIM CTaHgapTamM

Tabnuya [OA1

O603Ha4YeHne CCbINIOYHOTO CreneHb

O603HayYeHne 1 HauMeHoBaHWe COOTBETCTBYIOLWEr0 HALMOHA/ILHOTO CTaHgapTa
MexayHapogHoro ctaHgapra COOTBETCTBUS

ISO/IEC 25010 HOT FOCT P MCO/M3K 25010—2015 «/HgopMaunoHHble TexHonornuun. Cu-
CTEMHas 1 nporpaMMHasi UHxeHepusi. TpeboBaH/A 1 OLLEHKa KavecTBa
cucTeM 1 nporpammHoro obecneyeHusi (SQuaRE). Mogenu kauvectsa
CMCTEM 1 NPOTPaMMHON MPOAYKLUN»

ISO/IEC 25012 —

* COOTBETCTBYIOWMIA HaUMOHANbHBIV CTaHAapPT OTCYTCTBYeT. [0 ero NpUHATUS PEKOMEHAYETCS UCNOo/b30BaTh nepe-
BOJ, Ha PYCCKUi A3bIK JAHHOTO MEeXAyHapo4HOro cTaHaapTa.

MpumeuaHue — B HacTosiweli Tabnmue MCNONb30BAHO Criefyloulee YC/0BHOe 0603HAYeHWEe CTENeHU COOoT-

BETCTBUA CTaHgapTa:
- KOT — naeHTnYHbIA cTaHgapT.
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