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IIpeauciaoBue

1. PABPABOTAH OTKpBITBIM aKIIMOHEPHBIM 0011ecTBOM ""Beepoccuiickuii HayqHO-
UCCJIEZIOBATENbCKUI MHCTUTYT cepTuduxarmu”

2. BHECEH Texnuueckum komuteToM o crangaptusanuu TK 342 "Yenyru Hacenenuo"

3. YTBEPXJEH 11 BBEJIEH B I[EﬁCTBHE [Tpukazom denepanbHOro areHTCTBA MO
TEXHUYECKOMY PETYIUPOBAHUIO U METPOIOruu oT 29 Hosiops 2012 . N 1612-ct

4. BBAMEH I'OCT P 50646-94

IIpaBnna npumenenus Hactosiero cranaapra ycranoBieHsl B OCT P 1.0-2012 (pazgen 8). Uadopmanms o6
M3MEHEHUIX K HACTOSIIEMY CTaHJapTy IyOINKYeTCs B €XKErOTHOM (II0 COCTOSHHIO Ha 1 sTHBaps TEKyIEero roja)
nHpOpMaIIMOHHOM yKa3areine "HannonanpHble cTaHaapThl”, a OUIHAIBHBINA TEKCT N3MEHEHNH U TIOMIPaBOK - B
eXeMeCSYHOM HHPOpMalMOHHOM yKa3zarese "HarroHnanpHele crangapTel”. B ciydae nepecMoTpa (3aMeHbl) I
OTMEHBI HACTOALIEr0 CTaHAapTa COOTBETCTBYIOIIEE YBEOMIICHHE OyIeT OMyOIMKOBaHO B ONIKaMIIEM BBIITyCKE
nHpopmarronHoro ykaszarens "HannonansHsle ctanaaptsl”. COOTBETCTBYIOMIAs HH(POPMALIHUS, YBEAOMIICHHE U
TEKCTHI pa3MEeLIaloTCs TAKKE B MHPOPMAIIOHHOM cHCTeMe O0IIEeTo TONb30BaHus - Ha O(HIMATBHOM caiTe
denepabHOTO areHTCTBA IO TEXHUYECKOMY PETYIHPOBAHMIO U METPOJIOTHH B ceTn MHTepHeT (gost.ru)



BBenenue

YcTaHOBICHHBIE B HACTOSIIEM CTaHAAPTE TEPMHUHBI, OTPAKAIOIIUE CHCTEMY TIOHATHH B cepe yCIryT
HAaCEJICHUIO, PACIIOJIOKEHBI B CUCTEMAaTU3UPOBAHHOM MOPSIIKE.

IL]'I?I KaXXa0Tro NOHATHUSA YCTAHOBJICH OJUH CTaH]j[apTI/I?.OBaHHI)II\/JI TCPMUH.

Hanuuue kBagpaTHbIX CKOOOK B TEPMUHOJIOTMUECKON CTAaThe 03HAYAET, YTO B HEE BKJIIOYCHBI JBA
TEPMHHA, UMEIONINX O0II1e TEPMUHOAIEMEHTHL. B andaBuTHOM yka3aTene JaHHbIE TEPMUHbI
MPUBENICHBI OTJIEHHO C YKa3aHHEM HOMEpa CTaThU.

ITpuBeneHHbIE ONpeeNeHus] MOKHO ITPH HEOOXOAUMOCTH U3MEHSTh, BBOJS B HUX ITPOU3BOIHBIE
NPU3HAKH, PACKPBIBAs 3HAYCHHUS UCTIOJIb3YEMbIX TEPMUHOB H/HIIN YKa3bIBast 00BEKTHI, OTHOCSIIIUECS
K ONPEENIIEMOMY MOHITHUIO. DTH U3MEHEHHUS HE I0JKHBI HapylIaTh 00beM U COJEpKaHUE MOHATUH,
OIIPENIECIICHHBIX B HACTOSILEM CTaHAAPTE.



1 ObsnacTs npuMeHeHH s

Hacrosiuii cranaapt ycraHaBIMBAeT TEPMUHBI M OTIPE/ICTICHUS TIOHATHI B 001aCTH
CTaH/apTU3alMH, MEHEI)KMEHTA YCIYT U MOATBEP)KICHUSI COOTBETCTBUS B Chepe yCIYT,
OKa3bIBa€MBIX HACEIICHHUIO.



2 HopMaTuBHBIE CCHLIIKH

B HACTOAIIEM CTAaHAAPTC UCIIOJIb30BaHbl HOPMATHBHBIC CCHIJIKK Ha CJICAYIOIIUC CTaHAAPThI:

e T'OCT P UCO 10002-2007 MeHemKMEHT OpraHU3aliii. YIOBIECTBOPEHHOCTh MMOTPEOUTEIIS.
PykoBOACTBO MO ynpaBieHHUIO MPETEH3UIMU B OpraHU3aIUIX

e ['OCT P UCO/M3K 20000-1-2010 Nudopmanmonnas TexHoiaorus. MenemkmMeHT ycayr. YacTb
1. Cnenmdukarst

e T'OCT ISO 9000-2011 Cucremsl meHexMeHTa KauecTBa. OCHOBHBIE MOJIOKEHHS U CI0OBaph

Ilpumeuanue - IIpn TONB30BaHUN HACTOSAIIMM CTaHAAPTOM LIENECO00Pa3HO MIPOBEPHUTH JEHCTBHE CCHUIOYHBIX
CTaHJapTOB B MH(OPMALIMOHHON cHCTEME OOIIEro MoIb30BaHus - Ha O(hUIIaIbHOM caiiTe PenepanbHOro
areHTCTBA I10 TEXHUYECKOMY PErYJIUPOBAHUIO U METPOJIOTUH B C€TH MIHTEpHET WK IO €KETOAHOMY
MHPOPMAIIIOHHOMY yKa3aTenro "HannoHanbpHbIe CTaHAApTHI'', KOTOPBIH OMyOJIMKOBAH MO COCTOSHHIO Ha 1
STHBApA TEKYIIETo To/1a, ¥ 0 BBITYCKaM €XEeMECSIHOTO MHPOPMAIIMOHHOTO yKa3arens "HannonansHble
CTaHJapTHl" 3a TeKyIIui roa. Ecnu 3aMeHeH cChUIOYHBINM CTaHAAPT, HAa KOTOPBIN JaHa HEJAaTUPOBAHHAs CCBIIKA,
TO PEKOMEH]TYETCsl HCII0Ib30BaTh ACHCTBYIOILYIO BEPCUIO 3TOTO CTaHAAPTa C YUETOM BCEX BHECEHHBIX B JAHHYIO
BEepCUIO M3MEHEHMM. Eclii 3aMeHeH CChUIOUHBIN CTaHAapT, Ha KOTOPBIN JJaHa TaTUPOBAHHAs CChLIKA, TO
PEKOMEHAYeTCs HCIIOIb30BaTh BEPCUIO 3TOTO CTaHAAPTa C yKa3aHHBIM BBIIIE TOJ0OM YTBEPKACHHS (TIPHUHATHS).
Ecnu nocine yrBep:xeHMs HACTOAIIETO CTaHAAPTA B CChIIOYHBIM CTaHJAPT, HA KOTOPBIN JaHa JATUPOBAaHHAs
CCBIJIKA, BHECEHO U3MEHEHHE, 3aTParuBarollee MOI0KEHNE, Ha KOTOPOE JaHa CChIIKA, TO 3TO MOJIOXKEHUE
pEeKOMeHyeTCsl IPUMEHATh 0e3 ydeTa JaHHOTO n3MeHeHus. ECi cChUTOYHBIN CTaHaapT OTMEHEH 0e3 3aMeHbl,
TO MOJIOKEHHE, B KOTOPOM JJaHa CCBUIKA HAa HETO, PEKOMEHYETCA IPUMEHATh B YaCTHU, HE 3aTParuBaroLei aTy
CCBUIKY.



3 TepMuHBI U OnpeesIeHUs

3.1 O01Iue moHATHSA

3.1.1 yeayra: Pe3ynbrar HEnoCpeACTBEHHOTO B3aUMO/ICHCTBHUS UCTIOJTHHUTENS U MOTPEOUTENS, a
TaK)K€ COOCTBEHHOU JIESATENIbHOCTH UCTIOJIHUTENS YCIIYT 110 YIOBIETBOPEHUIO MOTPEOHOCTH
MOTPEeOUTENS YCIIYT.

Ilpumeuanus
1 B cootBerctBuu ¢ onpeaenenueMm 'OCT ISO 9000 ycnyra - 310 pe3ynbTaT, KAK MUHUMYM, OJJHOTO I€HCTBUS,
00s13aTeIbHO POU3BEICHHOTO (OCYLIECTBICHHOTO IIPY B3aMMOACHCTBUN) MEXY MMOCTABIINKOM 1 3aKa34UKOM
(motpebuTteneM), Kak MpaBUIIO0, HEMaTEPUATBHBIN.

2 Yenyru, oKazblBaeMble HACEICHUIO, TOAPA3ICISIOTC Ha MaTepruaibHble, HeMaTepUuaibHbIe - (COIHaIbHO-
KyJIBTYPHBIC) H CMEIIIAHHEIE.

3.1.2 maTepuajibHas ycjayra: Yciayra 1o yAOBI€TBOPEHHIO MaTepHaIbHO-OBITOBBIX MOTPEOHOCTEH
nOTpeOUTENS YCIIyT, OKa3aHUE KOTOPOU BKIIIOUAET AEATEIbHOCTD, OCYLIECTBISAEMYIO IO OTHOLICHHIO
K MaTepuajgbHOMY MPOIYKTY, B TOM YHUCIIE, IPEJOCTABIIEMOMY IOTPEOUTETIEM.

Ilpumeuanus

1 MarepuranbHbIE YCIIyTH BKIIOYAIOT: YCIIYTH aBTOCEPBHCA, PEMOHT U TEXHUYIECKOE 00CITyKUBaHNE
000pyIOBaHMsI, TEXHUKH, MAIIIMH, PEMOHT W BO3BEACHHUE JKIIIBIX IIOCTPOEK, PEMOHT M U3TOTOBJICHHE H3JIENNH,
XHUMAYECKYIO YUCTKY, CTUPKY O€JIbsl, KHUIHITHO-KOMMYHaJIbHbIE YCIYTH, TPAHCIIOPTHBIE YCIYTH, YCIIyTH
CPE/CTB pa3MellleHHs, YCIIyTH HHIYCTPUU MUTAHUS U TIP.

2 MarepuanbHas yciryra obecredrBaeT BOCCTaHOBIIEHHE (M3MEHEHNE, COXpaHEHNE ) IOTPEOUTENbCKIX
CBOWCTB MPOJIyKTa WJIM U3TOTOBJIEHUE HOBOTO MPOIYKTa TI0 3aKa3aM MoTpeOuTesel, nepeMelieHie rpy3oB 1
JIoneH, CO3aHNe YCIOBHM I MOTPEOICHHS YCIYT 110 3aKa3aM MOTPeOUTEICH 1 T.11.

3 YCJ'Iyl"I/I OTACJIBbHBIX BUAOB, OCYIICCTBIISICMBIC 3a IUIATY I10 3aKa3y HOTpe6HTeJ’Ieﬁ 1 UMEIOIINUE HEKUU
MaTepI/IaHBHLIﬁ PE3YIIbTAT UJIU MAaTCPHUAJIBbHOC BBIPAXKCHUC, MHOTIa HA3bIBAOT pa60T0ﬁ.

4 MaTepI/IaJ'ILHI)Ie YCIIyru HE NCYCPHBIBAOTCA ITPUBCACHHBIM IICPCYHEM.

3.1.3 counajbHO-KYJIbTYPHAasl [HeMaTepuaJbHasi] ycayra: Yciyra 1o yaoBJI€TBOPEHHUIO TyXOBHBIX,
WMHTEIJIEKTYaIbHBIX, STHYECKUX MOTPEOHOCTEH 1 Mo iep )KaHie HOPMATbHOHN )KU3HEIeATETbHOCTH
MOTPEOUTENIS, B TOM YUCIIC MOJCPKAHUE U BOCCTAHOBIICHUE 37I0POBbSI, TyXOBHOE M (PU3UIECCKOE
pa3BUTHE JIUYHOCTH, MOBBILIEHUE NPOQECCHOHATN3MA.

Ipumeuanusn

1 CounanbHO-KYNbTYPHBIE YCIYTH BKIIOYAKOT:

* TIpeIOCTaBICHHE HEMAaTepHAIbHBIX IIPOIXYKTOB (HAIPpUMeEp, CTpaxoBaHUe, 0aHKOBCKHE, (PHHAHCOBBIE, IKCIIEPTHBIC U
MIPAaBOBBIE YCIIYTH, KOHCAITHHT);

¢ 00pa3oBaTenbHBIE YCIyTH (00ydeHne, MOATOTOBKA KapOB, ITOBHIIICHHE KBATHN(HUKAINH IIepcoHama u Ip.);

® YCIYI'H KyJIBTYpBl, CIIOPTa, TYpU3Ma, OpraHUu3alysl OTAbIXa U J0CYTa;

® YXOJ M JIEUCHUE 3aKa3UMKOB (HalpUMep, NapUKMaXepCKUe U KOCMETUYECKUE YCIyTU, MEAULUHCKUE YCIyTH, YCIIyTH
JUTSL HEIPOIXYKTUBHBIX KHBOTHBIX);

e crava BHaeM 00OpyIOBaHMSA, IOMENICHUH (HalprMep, areHTCTBA TI0 CIade B apeHy, YCIYTH IIpoKaTa);

e ceTeBble yCIIyTH (YCIYTH CBS3H, VIHTEpHET, TeIeKOMMYHUKAINH, Tele(OHHOH CBSI3H H 1P.).

2 COHI/IaJ'II)HO-Ky.]'II)TypHI)Ie YCIYTru HE UCUCPIBIBAKOTCA IMTPUBCACHHBIM IIEPCIHEM.

3 K cMemaHHbIM yCIyTraM OTHOCST YCIYTH, IPeayCMaTpUBAOIINe OJHOBPEMEHHOE YIOBIETBOPEHHE
MaTepHaIbHO-OBITOBBIX U COITMABHO-KYIIBTYPHBIX OTPEOHOCTEH OTpeOnuTeNel yCIyT.



3.1.4 ucnosnutensn yeayr: [Ipeanpusitie, opraHu3anus WM HHAUBUAYaAIbHBIN NPEANPUHUMATED,
OKa3bIBalOIIKE, NpeJylaratolliue Uikl UMEIolIe HaMepeHHEe 0Ka3aTh YCIyTy MOTPEOUTENIO.

Ilpumeuanus
1 B coorBerctBuu ¢ onpeaenenrem I'OCT ISO 9000 ucnonHuTeNs yCIIyTr Ha3bIBAIOT MOCTABIIMKOM YCIYT.

2 VlcnonHNTENh YCIIyT MOXKET OBITh Ha3BaH CEPBUCHOW OpraHu3anuei.

3.1.5 morpeduTens ycayr: Ouznueckoe U0, TOMyYalolIee, 3aKa3bIBarolee JIM00 UMeroIee
HaMepeHHe MOTyYUTh WK 3aKa3aTh YCIYTY B IMYHBIX, OBITOBBIX WJIM MHBIX LIEJIAX, HE CBI3aHHBIX C
OCYIIECTBICHUEM TPEIIPUHUMATEIBCKOM ESITETbHOCTH.

Ipumeuanusa IloTpedburenem yciryT MOXKET OBITh 3aKa34HK, KIIMEHT, TOCTh, OKYIATelNb, TYPHCT, ITaCCaXHUp,
MOCETUTENh, MAIIMEHT, M0Ib30BaTENb yCIYT, KIIMEHT Ha a0OHEHTCKOM 00CTy)KNBaHWH, TIOTEHINAIBHBIN 3aKa34HK.

3.1.6 3aka3 Ha ycayry: ComanieHue Mexay MoTpeOuTeIeM U UCTIOIHUTENIEM YCIIYTH B YCTHON WITH
WHOU (popMe, B COOTBETCTBHH C KOTOPHIM UCTIOHUTEIb YCIYT IPHHAMAET Ha ce0sl 00513aTeNIbCTBA
OKa3arh YCIyTY.

3.1.7 noroBop oka3zanus [npenocrapiaenus| ycayr: JlokymeHTanbHO 0pOPMIEHHOE COTIallICHHE
MEX/Iy IOTpeOUTENeM U UCTIOTHUTENIEM YCIYT, ONPEEIIIolIee IOPUANIECKIEe, SKOHOMUUYECKHE U
TEXHUYECKHE OTHOLIECHHS CTOPOH.

3.1.8 xogekc moBeAeHUs MCIOJTHUTEISE YeJayr: COBOKYITHOCTb IIPAaBUJI IOBEEHUS UCTIOIHUTENS
YCIIYT TIPH OKa3aHUU (TIPEI0CTaBIEHNHN) YCIyT, OCHOBAaHHBIX HA COOTIONCHUH TpeOOBaHUH
YCTaHOBIICHHBIX JOKYMEHTOB.

3.1.9 oka3zanue [nmpenocraBienune| ycayru: J{esTeIbHOCTh HCTIOTHUTENS YCIYTH, HEOOXoaumMast st
oOecrieueHus BBITIOTHEHUS YCITYTH.

Ipumeuanus

1 B cootBerctBuu ¢ onpenencaremM ['OCT ISO 9000 okazanue ycnyr - 3T0O ICHCTBHUE MO MPEI0CTABICHUIO
YCIIYTH.

2 OxkazaHue yCciayrd MOXKHO MOAPa3IeTUuTh Ha OTACIbHBIE 3Talbl: 00ecrneyeHue He0OX0JUMBIMHU PeCypcamu,
TEXHOJIOTUYCCKUH MPOIIECC UCIIOTHEHUS, KOHTPOJIb, UCIIBITAHUE, IPHEMKa, IPOIECC 0OCITyKUBAHUSL.

3.1.10 o6cayxuBanme: J[eIT€IbHOCTh UCIIOIHUTEINS YCIIYT IIPU HETTOCPEICTBEHHOM KOHTAKTE C
MOTPEeOUTETIEM YCIIYT.

Ipumeuanue - B coorercTBum ¢ onpenencaneMm [[OCT P NCO 10002 obcmyxuUBaHHE - 3TO B3aNMOACHCTBUE
OpraHu3alyy ¢ MoTpeduTesNeM (3aKa3uuKoM) Ha BCeX 3Tarax OKazaHHs YCIYTH.

3.1.11 npouecc odcayxuBanusi: COBOKyIHOCTh ONEpaluidl U JEHCTBUM, BBITTOJIHIEMBbIX
UCIIOTHUTEIIEM YCIYT MPU HEMOCPEACTBEHHOM KOHTAKTE C MOTPEeOUTENIeM B IIPOIECCE OKa3aHUs
(mpemocTaBiIeHuUs) YCIIYT.

3.1.12 meToxa [cnoco6] obcay:kuBanus norpeduteneii: Meroa (crocod) peanuzanuu
MOTPEOUTEISAM TIPOTYKITNH, OCYIIECTBICHUS OPTaHU3AIIMOHHBIX MEPOTIPUATHI B TIPOIECCE OKa3aHUs
(mpemocTaBiIeHUs ) YCIYT.

3.1.13 TexHoJIOrHYeCKHUii MPoLecc UCTIOJHEeHUA ycayru: OCHOBHAs 4acTh Mpolecca OKa3aHus
(mpemocTaBneHus ) YCIYTH, CBSI3aHHASA C U3MEHEHUEM COCTOSIHUS 00BEKTa YCIYTH.

3.1.14 npoao/KNTEJIBHOCTD HCIIOTHEHHUS ycayru: HopMaTuB BpeMeHN Ha HCIIOIHEHUE YCIIYTH,
YCTaHOBJICHHBIN MCIIOTHUTEIEM YCIYTH U JIOBEICHHBIN 10 CBEACHUS OTPEOUTENS YCIyTH.

Ipumeuanue - IlpumepamMu yCTaHOBIECHHBIX HOPMAaTHBOB BPEMEHU Ha UCIIOJHEHNE YCIIYTU SIBISIFOTCS
HOPMAaTHBHI BpEMEHHN Ha U3TOTOBJICHNE MPOAYKIMH OOIIECTBEHHOTO MUTAHUS, YCIYTH XUMYHCTKH, YCIYTH 1O
PEMOHTY U TEXHHYECKOMY O0CITY>)KHBaHHIO 000PYI0BaHMUsI, TPAHCIIOPTA U T.II.



3.1.15 npopo/zKkuTEIBHOCTD 00Cay;kuBanus: [lepron BpemeHu, B TeueHne KOTOPOTo MOTPEOUTEh
YCIIYT HETIOCPEICTBEHHO B3aUMOJICHCTBYET C HCTIOIHUTENEM YCITYT.

3.1.16 npaBuia o0ciay:;kuBaHus: JJoOKyMEHT, perJlaMeHTUPYIOLIUI MOPSAI0K U YCIOBUS
o0CITyKMBaHUsI TOTpeOUTENEH U CoAepKAIIUNA COOTBETCTBYIOLINE TPEOOBAHUS U HOPMBI.

3.1.17 npaBuia oxka3zanus [mpeaocraBjaeHus | ycayr: JIOKyMEHT, yCTaHABIMBAIOMINI TTOPSIIOK,
COOJIOZICHHE KOTOPOTO HEOOXOIMMO JIJISl BBITIOJIHEHUST KAaKUX-JIN00 JEHCTBHUI MPU OKa3aHUH YCIIYT.

Ipumeuanue - [lpumepamu mpaBwI OKa3aHUs (IPEIOCTABICHUS) YCIyT ABIstoTCs [IpaBuna 6sIToBOTO
obcyxuBaHus HaceneHus, [IpaBria okazaHus yciayr o0mecTBeHHOro uTanus, [IpaBuia mpemnocTaBieHus
TOCTUHUYHBIX YCiyT, [IpaBuiia BEITOTHEHMSI OT/ICBHBIX BUIOB padoT, AeiicTByromue B Poccutickoit deneparuu
Y YTBEPKJIEHHBIE B YCTAHOBJICHHOM MOPAJIKE U JP.

3.1.18 ycaioBus odciayxuBaHusi: CoOBOKyITHOCTh (haKTOPOB, BO3ICHCTBYIOIINUX HA TIOTPEOUTENS
yCIIyTU B TIpoliecce 00CTyKUBaHUS.

3.1.19 pesyabrar ycayru: Pe3ynsrar AedTenbHOCTH UCTIONHUTENS YCIYTH, HallpaBlIeHHON Ha
YAOBJIETBOPEHHE MOTPEOHOCTH OTPEOUTENS YCIIyTH.

Ilpumeuanue - Pe3ynprar ycIyTH 3aKII04aeTCA B M3MEHEHHH COCTOSHISI 00bEKTa YCIIyTH H/WIH YIOBICTBOPEHUH
MOTPEeOHOCTE!.

3.1.20 cepa o6cay:xuBanus HacejieHus1: COBOKYITHOCTb NPEANPUATHIA, OPTaHU3ALUN U
WHAUBUAYaAIbHBIX IPEANPUHUMATENEH, OKa3bIBAIOIINX YCIYTH HACEIEHUIO.

3.2 IloHsaTUSA B 00J1aCTH CTAHAAPTU3AIMHU YCIYT

3.2.1 00beKT cTaHAaAPTU3ALNMU: YCITyTa, IPOIecC OKa3aHus (IIPEeIOCTaBICHUS) YCIYTH, PE3yJIbTaT
YCIIyTH, OAJIEKAIME CTaHAapTU3ALUH.

3.2.2 rpynna oqHOPOAHBIX ycayr: COBOKYIMHOCTb YCIIYT, XapaKTepU3YIOIUXCS OOIUM LIEJIEBbIM 1/
Wir QYHKIMOHAJIBHBIM Ha3HAYEHUEM.

3.2.3 ctanaapt Ha ycayry: JIOKyMeHT, B KOTOPOM B LIETSX TOOPOBOIHHOTO MHOTOKPATHOTO
HCIIOJIb30BAHUA YCTAHABIMBAIOTCA XaPAKTCPUCTUKHU U ITPABUJIa OKA3aHUA YCIIYT WJIW BBIIIOJTHCHUA
pabor.

HpuMeanue -K CTaHJapTaM Ha YCJIYTH OTHOCAT: MCXKAYHAPOJAHBIC, pCTUOHAJIBbHBIC U HAIITMOHAJIbHBIC
CTaHApThI, IPECABAPHUTECIIbHLIC HAIIMOHAJIBbHBIC CTAHAAPTHI, CTAHAAPTHI OpraHHU3alluu.

3.2.4 TexHU4eCKHI JOKYMEHT Ha ycayry: JIOKyMeHT, yCTaHaBIMBAIOLINI TEXHUYECKHE,
TEXHOJIOTMYECKUE, KOHCTPYKTUBHBIE U PYTUE XapaKTEPUCTUKH YCIIyTH.

prweual-me - K Texanueckum JOKYMCHTAM Ha YCIIYTY OTHOCAT TEXHUYECCKHUEC YCIOBUS, TCXHOJIOTUICCKUEC
KapTbl, TCXHOJIOTUICCKUC HHCTPYKINH, CTAHAAPThI pa6OTBI n O6CJ'Iy>KI/IBaHI/IH, TCXHUYCCKHUC OIMMCaHusd,
Cl'[e]_[I/I(bI/IKaI_II/II/I, OKCINTYaTallHOHHYIO0 TOKYMCHTALIUIO, CXEMbI, YCPTCIKHU, 3CKU3BI U IIP.

3.3 IlonsiTus B 00J1aCTH Ka4eCTBA U MEHEIKMEHTA YCJIyT

3.3.1 kayecTBO ycayru: COBOKYMHOCTh XapaKTepUCTUK WM MOKa3aTesied KauecTBa yCIyTH,
OIPEIEIIAIOLINX €€ CIOCOOHOCTh YOBIETBOPATh YCTAHOBJICHHBIE WM IPEATOaraeMble
NoTPeOHOCTH TTOTPEOUTEIIS.

Ipumeuanue - B coorserctBum ¢ onpeaenenueM 'OCT ISO 9000 kagecTBO ycIyr - 3TO CTENIEHb COOTBETCTBUS
COBOKYIMHOCTH NPUCYIIHUX XAPAKTCPUCTUK YCIIYT TpeGOBaHI/IHM, OpEaABABIISICMBIM K YCITyTraM.

3.3.2 kayecTBO 00CayxkuBaHMs1: COBOKYITHOCThH XapaKTEPUCTHK MPOoLEcca U yCIOBUI
o0CITyKMBaHMsI, 00€CTIEUMBAIOIINX YIOBIETBOPEHHUE YCTAHOBICHHBIX WU MPEANOIaraeMbIX
norpeOHOCTel MOTpeOHuTeNs.



3.3.3 cBoiicTBoO ycayru: O0beKTHBHAS 0COOCHHOCTH YCIIyTH, KOTOPAs TPOSIBIISIETCS MIPU €€ OKa3aHUH
(mpemocTaBIeHNN) U IOTPEOICHUH.

3.3.4 noka3zareyib KadecTBa ycayru: KojmuecTBeHHAs UM KaY€CTBEHHAS XapAKTEPUCTUKA OJTHOTO
WJIM HECKOJIBKMX CBOMCTB YCIIYTH, OMPEACISIONIUX €€ CHOCOOHOCTD YAOBIETBOPATH NOTPEOHOCTH
noTpeouTens.

3.3.5 ypoBeHb KauecTBa ycayru: OTHOCUTENIbHAS XapaKTEPUCTUKA KaYECTBA YCIYTH, OCHOBAHHAS
Ha CpaBHeHI/II/I (1)aKTI/I‘-IeCKI/IX 3Ha‘-IeHI/II\/JI HOKB.?;B.TGJICﬁ €€ KauccCTBa C HOpMaTI/IBHI)IMI/I 3HAYCHUIMU ODTUX
IIOKa3aTeyei.

3.3.6 onenka kayectBa ycayr: OnpeneneHue noka3aresei KauecTsa ycayr ¢ y4eTOM JI0CTOBEPHOCTH
W/WIIA TOYHOCTHU KOJIMYECTBEHHBIX 3HAYCHUH.

3.3.7 KOHTPOJIb KayecTBa YCJYI: J[esSTeIbHOCTh MO ONPEICICHUIO 3HAYCHHI TTOKa3aTesieil KauecTBa
YCIIyT U CPaBHEHUS MOTyUYEHHBIX PE3YJIbTATOB C YCTAHOBIEHHBIMHU TPEOOBAHUSMHU.

Ipumeuanue - B coorBerctBuu ¢ onpeaeneareM I'OCT ISO 9000 koHTponb KauecTBa - 3TO MpOLeypa OLEHKH
COOTBETCTBHS ITyTEM ITPOBEPKH, HAOIIOACHNS M CYXICHHH, COPOBOXKIAEMBIX COOTBETCTBYIOIINMHU
WCTIBITAHUSIMH WA U3MEPEHHUAMHU.

3.3 MeHeIKMEHT YCJyr: JlesTesHOCTh, HAalpaBJICHHAs] Ha BRIMIOTHEHUE TPeOOBaHU MOTpeOuTenei
yeayr. [TOCT P UCO/M3K 20000-1-2010, 2.14]

3.3.10 cucrema MeHeI:KMEeHTA KadecTBa ycayr: CucremMa MEHEKMEHTA JJ1sl pyKOBOJICTBA U
YIPABJICHUS OPraHU3aluel MPUMEHUTENBHO K KAYECTBY YCIYT.

3.3.11 MeHemsKMeHT KadecTBa ycJayr: CKOOpAMHUPOBAaHHAS ACSITEIbHOCTD 110 PyKOBOJICTBY U
YIPABIEHUIO OpraHU3aled IPUMEHUTENIBHO K KaUECTBY YCIIYT.

3.3.12 TpeboBanue K yciayre: JOKyMEHTAJIbHO U3JI0KEHHBIM KPUTEPUMA, KOTOPOMY JIOJIKHA
COOTBETCTBOBATh KOHKPETHAS OKa3bIBaeMast yCiyra.

3.3.13 ynoBJieTBOPeHHOCTH NMOTpeduTeeii: Bocnpusarue 3akazunkaMy MOTPEOUTENSIMU YCITYT
crenenu BeimosHeHus ux Tpedosanmii. [[[OCT ISO 9000-2011, 3.1.4]

3.3.14 nperen3usn (xan06a): BeipaxxeHue HEy10BIETBOPEHHOCTH NMPOAYKIMEH 1/uiu padoToit
OpraHu3aliy, WIN HETOCPEACTBEHHO IPOLIECCOM YIPaBIEHUS PETEH3UAMU B CUTYalUsIX, I11€ IBHO
WM HesABHO oxupaercs orseT wim pemenue. [['OCT P MCO 10002-2007, 3.2]

3.3.15 o6paTHas cBsA3b: MHEHUs, KOMMEHTAPHH U BHIPAKCHUS 3aHHTEPECOBAHHOCTH B YCIyTe WU
nporiecc oopadorku xanod. [[[OCT P MCO 10002-2007, 3.6]

3.3.16 puck: BeposiTHOCTE IPUUMHEHUS IPU OKa3aHUM YCIIYyT BpeZa )KU3HU WIH 3I0pPOBBIO IPAXKIaH,
UMYILECTBY (PU3NUECKUX WU FOPUINYECKUX JIUL, TOCYJAPCTBEHHOMY WJIM MyHHULIMIIAIEHOMY
MMYLIECTBY, OKPY’KaOILIEH cpesie, )KU3HU WIH 310POBBIO dKUBOTHBIX U PACTEHHI C YUETOM TIKECTH
3TOrO BpeJa.

3.3.17 6e3omacHoCTh ycayr: COCTOSHUE YCIIyT, IPU KOTOPOM OTCYTCTBYET HEIOILy CTUMBIHA PUCK,
CBSI3aHHBIN ¢ IPUYMHEHUEM Bpeia )KU3HU WK 3710POBBIO TPaXKIaH, UMYIIECTBY (PU3NYECKUX WIIN
IOPUAMYECKUX JINIL, TOCYIapCTBEHHOMY MJIM MyHUIIMNIATBHOMY HMYILECTBY, OKpYXKarollen cpene,
’KM3HU WIH 37J0POBBIO KUBOTHBIX U PACTEHUII.

3.3.18 ynpasJienne kauyecTBoM: YacTh MEHEIXKMEHTA Kau€CTBa, HAIIPABJICHHAS! HA BBINOJHECHHUE
TpeboBanuii k kauecty. [[[OCT ISO 9000-2011, 3.2.10]

3.3.19 obecneuenue kayecTBa: YacTh MEHEHKMEHTA Kaue€CTBa, HAMPABJICHHAs HA CO3/IaHUE
YBEPEHHOCTH, 4TO TpeboBaHus K kauecTBy OymyT BoimonHeHb! [['OCT ISO 9000-2011, 3.2.11]

3.3.20 yayuiienue kayectBa: YacTh MEHEXKMEHTA KaueCTBA, HAMIPABJICHHAS HA YBEITUUCHHE
CIIOCOOHOCTH BHIIOTHUTH TpeboBanus k kadectry. [[[OCT ISO 9000-2011, 3.2.12]

Ipumeuanue - TpeOOBaHUS MOTYT OTHOCHUTECS K JTFOOBIM aCIIeKTaM, TAKUM KaK pe3yJIbTaTHBHOCTD,
3¢ EKTUBHOCTD WM MIPOCIICKUBACMOCTD.



3.3.21 nocrosiHHOe yayuuienue: [ToBTopsromasics IesTeIbHOCTh 110 YBETHYSHHIO CITOCOOHOCTH
BeITIONIHUTH TpeboBanus. [[TOCT ISO 9000-2011, 3.2.13]

IIpumeuanue - IIpouecc ycTaHOBIIEHUS LieJIEH U TOMCKA BOBMOKHOCTEH YIIy4IIEHU SBIISIETCS IIOCTOSHHBIM
MPOLIECCOM, HCIOJIB3YIOMNM HaOMIOACHNUS ayAuTa 1 3aKJII0YSHU 110 Pe3ysIbTaTaM ayJuTa, aHaJIu3 JaHHbIX,
aHaJIU3 CO CTOPOHBI PYKOBOACTBA WM APYT'HE CPEACTBA U OOBIYHO BEAYIINUM K KOPPEKTUPYIOIINM JeHCTBUAM
WY OpeynpexJaonuM JSHCTBUSIM.

3.3.21 npociexxnBaemMocThb ycayr: Bo3MoXHOCTb JOKYMEHTaIbHO YCTAHOBUTD UCTIOJHUTENS YCIYT.

3.3.22 npociaexuBaeMoCcTb yCJayr: Bo3aMOXXHOCTh IOKYMEHTAJIbHO YCTAHOBUTH UCTIOTHUTEIS
(mocTaBIIUKa) yCIYT.

3.3.23 cooTBeTcTBHeE YCJIYT: BrinonHenue TpeOoBaHMsl, MPEIBABISEMOTO K yCIIyTE.
3.3.24 necoorBeTcTBHE Yyeayr: HeBbinonHeHne TpeOOBaHus, NPEABIBIIEMOIO K YCIyTe.

3.3.25 npenynpexaawouiee aeiicreue (s ycayr): JlefictBue, npeAnpuHsSTOE IUIisl yCTPAHEHUS
IMPUYUHBI IOTCHIUAJIBHOTO HCCOOTBETCTBUA UJIIN )IperfI IIOTCHIINAJIBHO HeXXelaTeIbHOU CUTyalluH.

3.3.26 koppexTHpYyIOLIEe AeiicTBHe (A5 yeayr): [leficTBue, NpeaAnpuHITOE A yCTPAaHEHUS
NPUYMHBI OOHAPYKEHHOTO HECOOTBETCTBHUS MIIH JPYTOH HEKENaTeIbHON CUTYaIHH.

3.4 IlonsaiTus B 00/1aCTH MOATBEPKACHUS COOTBETCTBUSA YCJIYT

3.4.1 cucrema ceprudurkanuu ycayr: COBOKyMHOCTb IPABHJI BBIMOIHEHUS paboT 1o cepTuuKaum
YCIIYT, €€ YYaCTHUKOB M MPaBUJI (PYHKIIMOHUPOBAHUS CUCTEMBI CEPTU(DHUKALIMU B LIEJIOM.

3.4.2 opran no ceprupukanmuu ycayr: FOpuandeckoe JUIO WIK UHIUBUIYAJTbHBIN
MpeaNPUHUMATEINb, aKKPEAUTOBAHHBIC B YCTAHOBICHHOM MOPSIIKE JUIS BHITOTHEHUS padoT 1o
CepTHU(UKALNN YCITYT.

3.4.3 o0bekT cepruduxanuu B cepe ycayr: Yeayra, pe3yabrar yCIyr, IPOLecc OKa3aHus
(MpemocTaBIeHNs) YCIIyTH, TIEPCOHAN, OKAa3bIBAIOIINN YCITYTH, HCTIOTHUTEIb YCIIyTH, CHCTEMA
MEHE/DKMEHTA Ka4eCcTBa YCIIyT, TIOJIeKAIINE CePTH(PHUKAINH.

3.4.4 oueHka cooTBeTCTBHSA YCJayr: [IpsMoe nim KOCBEHHOE ONpeeIICHHE COOMIOICHUS
TpeOOBaHU, MPEABIBISEMBIX K YCIyTaMm.

3.4.5 noaTBep:KIeHNE COOTBETCTBHA YCJIYI: [JOKyMEHTaIbHOE YA0CTOBEPEHNUE COOTBETCTBUS
BBINOJIHEHHSI pa0O0T WIIM OKa3aHUs YCIYT MOJIOKEHUSM CTaHAAPTOB, CBOJIOB ITPABHJI, YCIOBHSIM
JIOTOBOPOB WJIM TPEOOBAaHUSAM APYTUX TOKYMEHTOB.

3.4.6 cepTudpukanus ycuayr: @opma oCyImecTBIsIEMOro OpraHoM O CePTH(GHUKAINH ITOITBEPIKICHUS
COOTBETCTBHSI YCIIYT TIOJIOKEHHSIM CTAHIAPTOB, CBOJIOB MIPABUJI, YCIOBHSM JOTOBOPOB WU
TpeOOBAHUAM JIPYTHUX TOKYMECHTOB.

3.4.7 ceprudpuumpyemas ycjayra: Yciyra, mojajiexanias CepTuQUKAIIAN.
3.4.8 ceprupuumpoBaHHasi ycjayra: Yciayra, Ipouieamas cepTuduKaIuio.

3.4.9 3nak coorBercTBUsi: OO03HAUCHUE, CITyXKalee sl HHHOPMHUPOBAHUS MTOTpeduTenei o
COOTBETCTBHH yCIYT KaK 00beKTa cepTu(UKaIui TpeOOBaHUSM CHCTEMBI JJOOPOBOJILHOM
CepTU(UKALNN WU HALIMOHAJIBLHOMY CTaHIapTY.

Ipumeuanue - llpumeHeHNe 3HaKa COOTBETCTBHUS OCYIIECTBISIETCS TOTpeOUTENEM yCIyT Ha J0OPOBOIBHOM
OCHOBE JIFOOBIM yIOOHBIM CITOCOOOM B ITOPS/AKE, YCTAHOBICHHOM OPTaHOM II0 CepPTH(HUKAIINH.

3.4.10 cepTuduKaT COOTBETCTBHUA HA YCJYI'H: JIOKYMEHT, yJOCTOBEPSIOIINI COOTBETCTBHE YCIYT
MOJIOXKEHUSIM CTaHAapTOB, CBOJIOB IIPABUJI, YCIOBHUSIM JJOTOBOPOB MIIM TPEOOBAHUAM JIPYTUX
JIOKYMEHTOB.

3.4.11 naenTH(UKANMSA YCJIYT: YCTaHOBJICHUE COOTBETCTBUS ONPEACICHHBIX YCIYT UX
CYIICCTBCHHBIM ITPU3HAKAM, a TAKIKEC TpC6OBaHI/I$IM HOPMATUBHBIX, TCXHUYCCKUX NTOKYMCHTOB U
nH(popmaruu 00 yciyrax, comepikalieicsi B JOKYMEHTax JJIs MOTpeOuTesnen.
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