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BBEOEHWE

YcTaHOBMEHHblE B CTaHAapTe TEPMMHbLI PAcMOIOXKeHbl B CUCTeEMa-
TW3MPOBAHHOM TMOPSAKE, OTPAKAOLLEM CUCTEMY MOHATWIA AaHHOl 06-
NacTh 3HaHMs.

LN KaXAOro MOHATKS YCTaHOB/IEH OAWMH CTaHAapTM30BaHHbIA Tep-
MVH.

3aktoUeHHas B Kpyr/ble CKOGKW 4acTb TEPMUHA MOXET GbiTb OMy-
LLeHa MpW MUCMO/b30BaHUM TEPMUHA B AOKYMEHTaxX HO CTaHAapTu3auum.

MpuBeLEHHbIE OMPeAeNeHUM MOXHO, NpU HeoGXoAVMMOCTY, U3Me-
HWUTb. BMOTSI B HUX MPOM3BOAHbLIE MPU3HAKM, PAacKpbiBas 3HAYEHUs WC-
MoNb3yeMbIX B HUX TEPMUHOB, YKa3blBas 06bEKTbI, BXOAsLIME B 06HEM
OMpefenseMoro MoHATUS. W3MeHeHUsi He JO/KHbI HapylwaTb OGbeM
N cofiepXKaHve TMOHATWIA, ONpefeneHHbIX B AaHHOM CTaHfapTe.
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rocypapcTBeHHbIW cTaHaapT poccuickol hepepauyunu

YCNYrn HACENEHUIO
TepMuHbI 1 onpeaeneHns

Service for people.
Terms and dcfinillons

[ata BBefeHus 1994—07—0t

J OBNNACTb MPUMEHEHMNA

HacTosawmiA cTaHAapT YCTaHaBMMBAeT TEPMUHbI W ONpeAeneHuns
NMOHATWIA N 06nacTM  cTaHdapTu3auuy, cepTuduKaumm u ynpaeneHus
KauyecTBOM W Chepe YCNyr, OKa3biBaeMbIX HACENIEHNIO.

TepMUHbI, YCTaHOBNEHHbIE HACTOAWMM CTaHAApTOM, 0653aTenbHbl
ANS MPUMEHEHMA BO BCEX BUAAX AOKYMEHTauuu u uTepatypsl (no
[aHHOW Hay4HO-TEXHUYECKO 0Tpacin), BXOAALWMX B chepy paboT mno
cTaHfapTv3auum W/Mam UCNoNb3yLWMX pesynbTaTbl 3TUX paboT.

2 OBWWME NMOHATUA

1 ycnyra: PesynbTaT HEeMOCPEeACTBEHHOTO  B3aMMOAENCTBMS  MUCMON-
HUTEeNs W MOTPeGUTeNns, a TakXe COOCTBEHHON [esTeNbHOCTU Wc-
MONHUTENS MO YA0BNETBOPEHUIO MOTPEBHOCTU MOTPEBUTENS.

NMpumeyaHune—Tlo (YHKUMOHANLHOMY Ha3HAYeHUKD YCNYry, OKasbiBaeMble
HaceneHwo, MoApasfensoTCs Ha MaTepuanbHble U COLManbHO-KYNbTYpHbIE

2 MaTepuanbHaa ycnyra: Ycnyra no yAoBfeTBOPEHWIO MaTCpu3fbHO-
ObITOBbIX MOTPEOHOCTel MoTpebuTens ycnyr.

Mpumey anne— MaTepuanbHas ycnyra o06ecrieynBaeT BOCCTaHOBNEHWE (U3-
MEHEHWe. COXpaHeHWe) NOTPebUTeNbCKUX CBOWCTB W3[eNWiA MU U3roTOBMEHWE HOBbIX
V3feNnii Mo 3akasaMm rpaxAaH, a Takxke MepeMelieHue Tpys3oB U fitofeid, cospaHue
ycnoewii ans notpeGneHns. B 4acTHOCTW, K MaTepuanbHbIM ycnyram MOryT GbiTb
OTHEeCEHbl ObIrOMblE YCNYrW, CBA3aHHble C PEMOHTOM W W3rOTOB/MEHWEM W3RN, Xu-
NKUYO KOMMYHanbHbIe YCNyru, YCayr O6LLeCTBEHHOTO MUTAHUS, YCIYrM TpaHcmnopTa
nrop

M3paHue oguunansHoe
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3 coumanbHO-KybTypHas ycnyra: Ycnyra no YLOBMETBOPEHUIO [Ay-
XOBHbIX, WHTENNEKTYa/IbHbIX I'IOTpeﬁHOCTeVI n nopaep>xaHume Hop-
Ma/IbHOW XXN3HeOeATETbHOCTH n0Tpe6|/|Ten;|.

M Pitmcusa nn<—CoumnanbHo-KynbTypHasa ycnyr» obecneunBaeT nofAjepxxaHue

N WErcTW/DIMHYHL 'IMpOMM, [LyXO0BHOE W (DU3MYECKOe pasBUTME SIMYHOCTM, MOHBILLIC-

nHe MpothoCCnoHAAbIIOr0 MacTepcTBa. K coOLManbHO-Ky/bTYPHbIM YCayraMm MOryrobiTb

OTHECeHbl MeAMLMHCKWE YCAYr», YCAyrn KynbTypbl, Typusma, o6pasoBaHus u T. f.

4 cthepa obcnyxunBaHua HaceneHus: COBOKYMHOCTb MPeanpUATUiA,
opraHmsaunini 1 (U3NYeCKUX fnL, OKasblBalOWMX YCNYrn Hacene-
HUIO.

5 obcnyxumBaHue: [1eaTenbHOCTb WUCMOAHUTENS MNpU HernocpefCcTBeH-
HOM KOHTaKTe C I'IOTpeﬁVITEI'IeM ycnyru.

6 MCNONHUTeNb: I'Ipe,u,npvlmvle, opraHmsauma nnn npeanpuHumMatenb,
oKasblBatoLme ycayry notpeduTento.

7 noTpebuTenb: [paxgaHwH, MOMyYaloLWWiA, 3aKasblBarolWwmii 1Mbo
NMEKOWMNN HaMepeHne NonyyYnTb UK 3akKa3aTb YCNyrn ana nudHbIX
HYX[,

8 npepocTasneHne ycnyru: [eATenbHOCTb WCMOMHUTENs YCyru, He-
O6XOAMMaﬂ angd 06ecrneyeHuns BbIMOHEHUS ycnyru.

Mpumcy auunc — MNpegocTaBneHne ycayr» MOXHO NojpasfennTb Ha OTAenb-

Hble aTanbl (oGecneyeHns HEOGXOAMMBIMK ~pecypcamm, TeXHOMOrMYeckuii npouecc uc-
MOJIHEHWs,, KOHTPO/b, UCMbITaHWe, MPHEMKO, OLEHKa, MpOoLecc 06CNYXMUBaHUS).

9 TEeXHOMOrMYecKnini MnpoLecc WcronHeHus ycnyrn: OCHOBHas 4acTb
mpouecca MpeAoCTaBNeHWUs YCNyry, CBA3aHHas C W3MEHEHMEM Co-
CTOSHWA 06beKTa YCnyru.

10 3aka3 Ha ycnyry: [JoroBop Mexay MoTpebuTeneM W UCNONHUTENEM
YCNyru, onpegenstownii topuanmyeckme, 3KOHOMUYECKNE U TeXHUYe-
CKMe OTHOLLEHUS CTOPOH.

11 Bpemsi 06CNy>XMBaHMA: Tlepnoj BPEMEHW, B TeYeHWe KOTOPOro mno-
TpebuTenb B3aMMOAENCTBYET C UCMOMHUTENEM YCYT.

12 BpeMsi MCMOSIHEHUA YCNYTU: YCTaHOBMEHHbIA HOPMaTMB BPEMEHU
Ha UCMOJHEHWE YCNYTH.

13 npaBuna o6CNYXMBaHMA: [OKYMEHT, CoAepxaluii TpebGoBaHWUs W
HOPMbI, PernameHTVpYIOLMe MOPALOK W YCN0BUS 0OCNYXMBaHUS.

14 ycnoBusi obcnyxuaHusi: COBOKYMHOCTb (DaKTOPOB, BO3AENCTBYHO-
LMX Ha NOTPe6uTens ycayru B NPoLecce 06CNyXMBaHMS.

3 MOHATUA B OBJIACTU CTAHAOAPTUSALUNWN YCNYT

15 06beKT cTaHfapTu3auuu: Ycnyra, NpPOU3BOACTBEHHbI  MpoLecc
0Kas3aHua yCcayru, pesynbTaT YCAyru, Nofnexaiive cTaHjapTusa-
Lum.

1C rpynna 0AHOpPoAHbIX ycayr: COBOKYMHOCTb YC/IYF, XapaKTepuay-
HOLMXCA OOLIMM LeNeBbIM H/MANM (YHKLUMOHASIbHBbIM Ha3Ha4YeHUeM.
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CTaHgapT Ha YCnyry: CTaHfapT, YCTaHaBiMBatowWwmii Tpe6oBaHus,
KOTOPbIM [O/DKHA YAOBMETBOPSATL YC/Yra, ¢ TeM 4To6bl 06ecneuntsb
COOTBETCTBME €€ Ha3HauYeHUHO.

Mp« Mey anke —CTaHAapT Ha YCnyry MOXeT O6biTb paspaboTaH N Takux

061acTsIX KaK XMMWUYECKas YMCTKA, CTUPKA Oenbsi, FOCTUHWYHOE XO3SNCTBO, CBA3b.
cTpaxoBaHue, GaHKOBCKOE [eno, TOProBAs, YCNyru TpaHcnopTa, aBTocepeuca W Ap.

18

19
20

21

22

23
24

25
26
27

28
29

TEXHUYECKUIA LOKYMEHT Ha yciyry: [LOKYMeHT, yCTaHaBWBAMOLMiA
TEXHUYECKME, TEeXHOMOrNYEcKMe, KOHCTPYKTUBHbIE W ApYrve Xapak-
TEPUCTUKN YCYTU.

K TeXHUYEeCKUM [OKYMEHTaM OTHOCAT TEeXHWYEcKue YC/oBUs,

TEXHOJOrMYECKMe pernameHTbl  (KapTbl), TEXHWUYECKME OMUCaHWA,
WHCTPYKLMW, anbboMbl HampaBnsioweil KOMMEKUMN MOA. YepTexu,
3CKM3bI.
TEXHOMIOTMYECKUIA pernameHT Ha yciyry: [LOKYMEHT, coaepxXaliuii
Tpe6GOBaHUA K TEXHOMOrMYECKOMY MPOLECCY MCMOMHEHUS YCyTu.
TEXHMYECKOE OMMcaHue Ha ycayry: [loKyMeHT, pa3paGaTbiBaeMmbilii
Ha YCNyry fo W3roTOB/IEHWIO W3AENNS MO MHAMBUAYaNIbHbIM 3aKa-
3aM B COOTBETCTBUM C YTBEPX/EHHbIM 06Pa3LLOM-MOAENbHO.

4 TMOHATUA B OBJIACTU CEPTUOUKALUWNWN YCNYT

cuctema ceptudmkaumm yenyr: CucTema, pacnonaratowjasi co6cer-
BEHHbIMV MpaBMIaMK MPOLEAYPbl W YNpaBneHUs ANs NpoBeAeHus
cepTUMKaLMn COOTBETCTBUSA YCYT.

cucTeMa CepTudMKaLMm rpynnbl O4HOPOAHLIX ycnyr: CucTema cep-
TUMKaLMM, OTHOCAWasCA K ycayram, Ans KOTOPbIX MPUMEHSOTCS
OAHM W Te e KOHKpeTHble CTaHAapTbl H NpaBuAa M Ta Xe camas
npouegypa.

opraH no ceptudmkauumn ycnyr: OpraH, NPOBOAALMIA cepTudmKa-
LMo ycnyr.

akKpeguTaums opraHa no ceptudukaumm ycnyr: Moueaypa, no-
CPeACTBOM KOTOPOI YMOHOMOYEHHbBIA OpraH oguuUManbHO MpU3Ha-
€T MpaBOMOYHOCTb OpraHa Mo CepTURUKALMM YCAYr BbINOAHATb
KOHKPETHbIE paboThl.

cepTudmKaums ycnyr: [eaTenbHOCTb N0 NOATBEPXKAEHWUIO COOTBET-
CTBWS YCNYT YCTaHOBMEHHLIM B CTaHAapTax Tpe6oBaHMAM.

00BLEKT cepTUMKaumm B cdepe ycnyr: Ycnyra, pesynbtar ycny-
rv, NpoLecc MpefoCTaBeHUs ycayru, Noanexaiyme ceptudmkaumum.
cepTudmumpyemas ycayra: Ycnayra, npegyCMOTpPeHHas K cepTugu-
Kauumu.

cepTuduMUMpoBaHHaa ycnyra: Ycnyra, npowegias cepTudmnkaumio.
3HaK COOTBETCTBMA: 3apervcTpUpOBaHHbI B YCTaHOBNEHHOM MO-
psgu»' 3HaK, OTOpbIM MO MpaBWfiaM, YCTaHOB/IEHHbIM U AaHHOM
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30

31

32

33

34

35

36

cucTeMe CepTUdMKaLMK, MOATBEPXKAAETCA COOTBETCTBME MapKupo-
BaHHOW UM YCMyrn YCTaHOBMEHHbIM B CTaHAapTax TpeboBaHUAM.

5 MOHATUNA B OBJIACTV YMNPABJIEHNA KAYECTBOM YCNYT

KayecTBO ycnyrn: COBOKYMHOCTb XapakTepucTUK YCyru, onpege-
NAOLNX ee CNocobHOCTb YAOBETBOPATL YCTAHOBMEHHbIE MW Npej-
nonaraemble NOTpe6HOCTW MoTpebuTens.

KauyecTBO 06CNyXuBaHUs: COBOKYMHOCTb XapaKTepUCTUK npoLec-
ca M ycnoeuii 06CTyMBaHUA, 06GECMeYMBaOLLMX Y/0BNETBOPEHME
YCTaHOB/EHHbIX WM MpenonaraemMbiX NOTpe6GHOCTeN MoTpebuTens.
CBOICTBO ycnyrn (06¢cnyxmBaHus): O6beKTMBHas O0COBEHHOCTb YyC-
nyrn (06cny)KuBaHua), Kotopas MPOSBASETCS MpU e€e OKasaHUu 1
noTpebneHnn (ero ocyLLecTBIEHUN).

nokasaTenb kadectBa ycnyru (o6cnyxuaHus): KonmyecTBeHHas
XapakTepucTnKa OJHOr0 WAM HECKONbKUX CBOWICTB ycnyru (obcny-
XWBaHUA), cOCTaBNAOWMX ce (ero) KayecTso.

ypoBeHb ~ KayecTBa ycnyrum  (06cnyxuBaHus):  OTHOCWTENbHasA
XapaKTepucTuka KayectBa ycnyru (06CnyXunBaHMa), OCHOBaHHas
Ha CpaBHEHUM (aKTUUECKMX 3HaYeHWii nokasateneil ee (ero) ka-
4yecTBa C HOPMATMBHLIMW 3HAYEHMAMMW 3TUX MOKasaTeneil.
KOHTPO/Ib KayecTsa yciyru (06cnyxusaHus): COBOKYNHOCTb One-
pauuii, BKOYalOLWasa MNpoBefileHNe W3MEPEHWI, UCTbITaHWIA, OLEeHKN
OAHOW WM HECKONbKUX XapakKTepucTWK ycayrn (06Cny>KuBaHus)
N CpaBHEHWS MOMYYEHHbIX Pe3y/bTaToB C YCTAHOB/IEHHbIMU Tpe-
60BaHUAMY.

cuctema KayecTsa ycnyr: COBOKYMHOCTb OPraHv3auyoOHHOW CTPYK-
Typbl. OTBETCTBEHHOCTMW, MpOLeAyp, MPOLLECCOB W pecypcos, 0b6ec-

MeymBaoLLias OCyLLEeCTBEHME OOLLEro PyKOBOACTBA KauyeCTBOM YC-
nyr.



ANTOABUTHbLIA YKA3ATE/Ib TEPMUHOB

AKKpefuTauma opraHa no cepTudukauum ycnyr
Bpems ucnonHeHus ycnyru

Bpemsa o6cnyxnBaHus

[pynna 0gHOPOAHbLIX yCnyr

[lOKYMEHT Ha YCnyry TeXHU4eckuit

3aka3 Ha ycnyry

3HaK COOTBETCTBUSA

WcnonHnTens

KauyecTBo 06CnyXmnBaHMA

KauecTBo ycnyru

KoHTponb kauectBa ycnyru (06cnyxuBaHus)
O6cnyxuBaHme

O6beKT cepTuuKauum B cepe ycnyr

O6beKT cTaHgapTU3aLum

OnucaHne Ha ycnyry TexHuU4eckoe

OMaH no ceptudmkaums ycnyr

Moka3aTenb KayecTBa ycnyrum (06CnyxuBaHus)
MoTtpebutens

MpaBuna o6cnyxmBaHus

MpegocTtaBneHne ycnyru

Mpouecc MCNOMHEHUA yCNyr» TEXHONOTMYEeCKMit
PernameHT Ha ycnyry TexXHONOrM4eckuit
CsoiicTBO ycnyru (06cnyxunBanus)
CepTudukauymna ycnyr

CucTema Kavecta ycnyr

Cuctema cepm$mxaqmm yenyr

CucTema cepTuduKaunm Tpynnbl OfHOPOAHBIX YCAyr
CTtaHfapT n3 ycnyry

Cdepa o6cnyxuBaHua HaceneHms

YpoBeHb kauyecTBa ycnyrun (06cnyxmBaHWs)
Ycnosus 06cny>XmBaHus

Ycnyra

Ycnyra maTepuanbHas

Ycnyra HemaTtepuanbHas

Ycnyra cepTuduunpoBaHHas

Ycnyra ceptudmulmpyemas
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