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MpegwcnoBue

Lleny 1 npuHUMnsl ctaHaapTuaauun B Poccriickod Pegepauyn yCTaHOBNEHBI
PepepancHeiM 3akoHom oT 27 gekabps 2002 r. Ne184-d3 «O TexHu4eckom
perynMpoBaHdM», a npasuna nNPMMEHEHMA  HAUWOHANLHBIX  CTaHOApPTOB
Poccuickon ®egepaumm — TOCT P 1.0—2004 «Crangaptuzauwa B8 Poccrickon
Pepepaymn. OCHOBHBIE NONOMKEHWAR

CeegeHMAa o cTaHgapre

1 PASPABOTAH OTpeiTeiM akuvoHepHbeiM obwecTeom «BcepoccuincKnia
Hay4HO-MCCnenoBaTenLCKMi MHCTUTYT cepTudurKkaunmny

2 BHECEH TexHW4eckMM KOMWTETOM No cTaHdapTudauuin TH 342 «Yonyrm
HaceneHu»

3 YTBEPXOEH W BBEOEH B [OEWCTBWME [pukazom <PegepansHoro
AreHTCTEA NO TEXHWYECKOMY DErynWpoBaHWI0 M MeTponorn  oT 29 HoRbpa 2012 1.
N2 1612-ct

4 B3AMEH IOCT P 50646—094

HMudbopmauus ob usMeHeHUAX K HacmodAweMy cmaddapmy nybnukyemcn e
gxez00H0o  usdaeaemMoM  UHPOPMAUUOHHOM  ykazamene  eHaylUoHanbHse
cmaHdapmsiy, 8 MeKcm U3MeHeHUd U NonNpasok — 8 BNeMecRYHO uidasaemMbix
UHhopMaYUOHHBIX  ykadamenax wHayuoHankHsie cmandapmsis. B choydae
nepecmompa (3ameHs) unu OmMMEHbI HacmoaAweao cmaddapma
coomeemocmeyowee  yeedomnedue Bydem OnyBIuKoBaHo 8 BKeMecAYHO
uzdaeaemoM UHDOpMaQUOHHOM yrkaszamene wHayuowansHble cmaHdapmsiy.
Coomeemcmeyowas uHhopmalus, yeedoMaeHue o Mekcmbl pasMelanmecs
mawxe 8 uHgopmayuorHod cucmeme obweso NoAsL308aHUA — Ha oOUUaNBEHOM
calime @edepanbHo20 azeHmcmea no MEexHUYecKoMy pezynuposadulo u
Memponoauu e cemu MamepHem

© CranpaptuHdopm, 2013

Hactoswmyd cTaHgapT He mMoxeT DObiTe NOMNHOCTBKD  WAWM  YacTM4HO
BOCNpOW3IBEAEH, TWUPaMWPOBaAH W pacnpocTpaHeH B KadvecTee odwuvansHoro
naganua 0Oea paspeweHus PenepansHOro areHTcTBa N0 TEXHWYECKOMY
PEryNMpOBaHKID M METPONOrK
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BeegeHue

YCTaHOBNEeHHbIE B HACTOALLEM CTaHOapTe TEPMWHLI, OTPaXaoLWMe CUCTEMY
NOHATHA B cthepe yCnyr HACEneHwK, pPacnonoXeHsl B CHCTEMATWIWPOBAHHOM
nopagke.

Ona kawooro NOHATHA YCTAHOBNEH OOWH CTAHOAPTU3OBAHHLIA TEDPMMH.

Hanuuve kBagpaTHbix ckOBOK B TEPMWHOMOMMYECKOW CTATLE O3HAYAeT, YTO B
Hee BKMIYEHL [Ba TepMWMHa, WMewux obwue TepMmuHoanemedTsl. B
antaeUTHOM YKa3aTene OAHHLIE TEPMWHBI NPUBEOEHBI OTAEMNBHO C YKAJIAHMEM
HOMEpa CTaTbM.

MpuBegeHHbIE ONpeaeneHns MOXHO NpKM HeoBX0aAMMOCTHM MAMEHATL, BBOAR B
HWX MPOW3BOAHBLIE MPWU3HAKKW, PACKPLIBAA 3HAYEHWS MWCNONbL3YEMBIX TEPMHWHOB
WWuNK  yKasblieas 06bLEKTLI, OTHOCAWMECR K OonpejenseMomMy MNOoHATHID. 3TH
WAMEHEHWA HE O0MKHL HApYWAaTE 00beM W conepXaHue NOHATUA, onpegeneHHbIX

B HACTOALLEeM CTaHgapTe.
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HALULWOHANBbHBLIM CTAHOAPT POCCWUMWCKOWM @EJEPALUMHK

YCNyrun HACENEHWIO
TepmuHbl M onpegeneHUs

Services for people
Terms and definitions

Nara seBegeHva — 2014-01-01

1 O6nacte npMMeHeHWA
HacToswmin cTaHaapT YCTAHABNWBAET TEPMUHLL U ONPEOENEHUS NOHATHA B
ofnacTh cTaHgapTU3auuKM, MEHEAXMEHTA YCNyr W NOATBEPMOEHWA COOTBETCTBMA

B chepe ycnyr, OKalbiBAEMBLIX HACENEeHWD.

2 HopMmaTUBHLI@ CCbINKK

B HacToswem craHgapte WCNonNL30Badbl HOPMaTUBHBIE COLINKW  HAa
cnegylouiue cTtaHgapThl:

MoCT P MCO 10002—2007 MeHeaxmeHT opradHiiayud. YOoBneTBOPEeHHOCTE
noTpebutens. PyKoBOOCTBO NO YNPABNEHWIO NPETeH3IWAMKM B OpradHuaaumnnax

rnct P MWCOM3K 20000-1—2010 WHdopmauMOHHAA TeXHONOrMA.
MenegwmedT yonyr. Yacte 1. Cneuwdmkayms

MOCT IS0 9000—2011 CucTeMsl MeHegxmMeHTa kadecTea. OcCHOBHLIE

MNONO¥eHwA M EI'IDBEFJI::-

Mpumevyauue — MNpY NONBIOBAMMKM HACTOALIMM CTAHOADTOM Uenecoofpaido NpobepuTe
OEACTEME CCRIMOYHBIX CTAHZAPTOR B WHDOPMAUMOHHON cvcTeme ofWero none30BaAHMA — Ha
oHUManEHoM caiTe PeqepankEHoOro areHTcTEa Mo TEXHWYECKOMY DEryNWpPoBAHWID W METDONOoTWH B
ceT MHTEpHET WNWM NO EeXEercgHo MagaeaeMoMy WHROPMAUMOHHOMY yxaaaTeno «HauuoHaNeHMBE
CTAMQapTe®, KOTOPEIA ONyGNHHODAaH No COCTOAMMID Ha 1 AWBapA Tewywero roga, W no
COOTERTCTEYIOWMM @MErogHo W30aBaeMblM WHDOPMALMOHHBIM YE33ATENAM, ONyGNMKOBAHHBIM B
Texywes rogy. Ecny coeiNOYHLIA  CTaMOapT jaMedes (MIMEHEH), TO NPW NONLI0BAHWA HACTOALMM
CTAHQAPTOM CREOyeT PYKOBCACTEOBATLCA 3JAMEHAIOLLMM {MaMEHEHHLIM) CcTaHgapToM. Ecnu
CCHINOYHEIR CTaHgapT oTmeded Bea 3aMedsl, TO NONOMEHWE, B KOTODOM QAaHa CCHNKa Ha HEro,

MPAMEHAETCA B YACTH, HE JATPArMEAKCLYEH 3TY CCBINKY.

WMapanune otuunancHoe
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3 TepmuHbI M oNpegeneHnnA

3.1 OBwme nNoOHATKA
3.1.1 yenyra: PeayneTaT HEnoCpeacTEEHHOD B3aWMOOeHCTBMA WCNOMNHWMTENA W
notpebutens, a Tawke coDCTEEHHOW [OEATEenBHOCTHM WGNOMHWTENA YCnyr no

YAOBNETBOpEeHWD noTpebHoCcTH noTpebuTens ycnyr.

MpuMmesaHnsa

1 B cooTteeTcTRMM Cc onpegeneduen [OCT IS0 8000 yonyra = aTo peaynesTaT, K3k MUHAMYM, OQHOMD
OERCTEMA, OBRIATENLHO  NPOMIBEOEHHONS  [OCYLWECTEMEHHOMS NpW  BIAWMOLBACTEMHM) MEXDY
NOCTABLIMKOM K 3AKA34MKOM (NoTpeBuTEneM), Kak Npas|no, HeMaTEpWansHBl.

2 Yenyrd, oHasLIBAEMBIE HACEMNEHWK, NOAPA3INENAITCA HA MATEDWANLHBIE, HEMATEPHANEHbLIE

(COUMaNEHD-KYNETYPHEIR]) M CMELAHHEE.

3.1.2 maTepwanbHaa ycnyra: Ycnyra no yOOBNETBOPEHWKD MaTepwansHo-
ObiTOBLIX noTpebHocTEl noTpebuTena yonyr, OKa3laHWe KOTOPOW BENKHYAET
AEATEeNBHOCTL, OCYLWECTBNAEeMY N0 OTHOWEHWH K MaTepuansHOMY NpoOykTy,

B TOM 4YMcne, npegoctasnaemomy notpebutenem.

MpuMmesaHws

1 MaTepHansiee Yonyrd BENOYAKNT. YCNyrd aeTOCEPBEMCA, PEMOHT W TeXHUYecKEoe OOCNyMHBEaHWE
obopyQoBaHKWA, TEXHHEN, MALWWH, PEMOHT KU BOIBEOEHHE HUNLIX NOCTROSK, PEMOMT H MArOTOBMNEHME
HAOENHHA, XHMAYECKYI0 YACTKY, CTURKY GEenbfA, MUNWWHO-KOMMYHANBHBIE YCOYTH, TPAHCNOPTHEE
YCNYrW, YCNyrd cpeacTe pasMell e Hna, Yonyrd  MHOYCTPMKA NUTAMMA W np.

2 MaTtepuaneHas yonyra obecnedyieaeT BOCCTAHOBNEHKWE [MIMEHEHWE, COXPAHEHWE ) NOTPEDMTENLCKHX
CECICTE NpogysTa WNW WArOTOBRMEHWE HOBOMS NPoAYETa No 3akasas noTpeburensd, nepeMmelleHua
rpY30E W MIOOEA, COZOaH4Me YCNoBWA OnA noTpefneduA yonyr no sakalaM notpeburensi v T.n.

3 Yenyrd  OTOENbHBIX BHAOR, OCYWECTENAEMBIE 33 MNATY MO 3aKkaly NOTReOWTENeR W WMeollue
HEEMA MaTepuansHbld  pE3ynNLTAT WKW MaATEpWANbLHOE BLIpaMEHWE, WHOMGAa HalwBeawT paboTon.

4 MatepuankHele Yonyrd HE WCYEPNBEIBAKTCA NPUBEOEHHLIM NEepEYHEM.

3.1.3 couwanbHO-KyNbTYpHana [HemaTepuanwHan] ycnyra: Ycnyra no
YOOBNETEOPEHWIO [OYyXOBHbLIX, WHTENNEeKTYansHbiX, 3TU4ecKkMX notTpebHocTel u
noggep#aHne HopMankHOW MW3HegesATensHOCTW noTpebwTens, B TOM 4ucne
nogaepxaHue M BOCCTAHOBNEHWEe 300POBbLA, AYXO0BHOE W duaMyeckoe passwuTue

NAYHOCTK, NOBLILLEHKWE N pﬂmECGHDH dannama.

MpumMmeyaHwnsa
1 CoUManbHO-KYNETYPHEIE YONYrH BENDY30T.
- NpEoCTABNEHME HEMATEDHANRHEIX NPOOYHKTOR (HANPUMED, CTpaxXonaHWe, BaHKoBCKHE, (PUHAHCOBLIE,

AKCNEPTHLIE W NPABOBLIE YCNYTH, HOHCANTHHT),
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- ofpalopaTensHble YCNyrk (obydedie, NOAroTORKA KAAPOE, NOBBILEHKE KEANWDWEALWA nNepcodana
M np.);

- YCNYINA KYNLTYPLI, CNODTA, TYPWIMA, OPraHM3ayHqa oTOMXa W Oocyra;

- WROO W NEYSHWe 3aKaivyios (HanpUMep, NapuEMaxepckue W KOCMETHYECEHME YOy, MeddUWHCEWE
YCNYTA, YCNyrd AN HenpogyETHEHEX  SHUBOTHEIX),

- cAad4a  BHaeM  obopyOoBAHWMA, NOMEWEHWR [HANDUMED, AreHTCTEA No COAYe B ADEHIOY, YCMYIM
npokaTa);

- CETEBRIE YCNyrH (Yonyri ceasd, WMHTepHeT, TenekoMmMyHUEauwi, TensdioHHol CBAaM W Jp.).

2 CounansHo-KyNLTYRHBIE YCOYTH HE WCYEPNLBAKNTCA NPMBEASHHEM MEQEYHEM.

3 K cMewaHHsIM YCnyram oTHOCAT YCNyrd, NpefycsMaTtpueaitlie OOHOBDEMEHHDE YAOBRNETRODEHUE

MATEPHANEHO-BITOBRX ¥ COUMANBHO-KYNETYPHBIX noTpebuocTeld noTpebuTened yonyr.
3.1.4 wcnonHuTens ycnyr: [lpeanpuATie, OpraHyW3auns Wnk MHAWBMAYaNbHLIA
npeanpUHAMaTenb, OKassBawlKWe, npeanarawwne wnM  WMMelwne HamMepeHwe

OKazaTe ycnyry notpebutento.

MpUuMeEYyaHWa

1 B cooTeeTcTEMM ¢ onpegenedses TOCT IS0 9000 vcnonHeTena yonyr HajkMBalwT NOCTABLLMEDM
YCIyT.

2 WlcnonHuTene yonyr MoxeT DbiTh H33BaH CEpBWMCHON OpraHWiauMen.

3.1.5 noTpebutens ycnyr: PuWanyeckoe nuuo, nonydalwllee, 3akaidbiBawillee
nMbo WMmewwes HamepeHWwe MNOoNyYYWTe WNW  33aKa3aTe YONyry B8 NWHHBLIX,
ObITOBBLIX WM WMHBIX Uenax, HE CBA3JaHHBLIX C ocyLlecTeneHuemM

npeanpuHMMAaTENbLCKON OeATEenLHOCTH.
n prMEgHaHKWE - I'I::}Tp&ﬁm-&nau YCNyr MOMEeT ObiTE 3AKAZYME, KNHEHT, TOCTb, noKyNnaTenk,
TYPWUCT, nNaccamWup, NOCETHTENL, NAUWEHT, NoNbL3OBATE Nk YCNYyr, EKENHEHT Ha AG0OHEHTCHOM

oBCNYMMBAHKWN, NOTEHUMANBHLIA  33KaIYMK.

3.1.6 zakaz Ha ycnyry: Cornaweduwe mexay notpebureneM v WUCNonHWTENEM
YCNyr B yCTHOW MNW WHOA dhopmMe, B COOTBETCTBMM C KOTOPLIM WCAONHWTEMNL
ycnyr npuHumaeT Ha cebs obRsatenscTEa OKazaTk yonyry.

3.1.7 oporoeop oKazaHuA [npegocTaEneHwna] yecnyr: [dokyMeHTansHo
odopMmneHdHoe cornawedue Mexgy notpebutenem W MCNONHWTENEM  yCnyr,
onpegensAwollee WPUOMYECKWE, 3KOHOMWYECKME W TEeXHWYecKWe OTHOLWEeHWA
CTOPOH.

3.1.8 wHogewkc nosBegeHWA WcnonHuTenA ycnyr: CoOBOKYNHOCTE Mpaeun
nosedeHus WCNONHWTEeNs YCnyr npd  OKazadHuu  (NpegocTaBnedHuw)  yonyr,

OCHOBaHHBIX HA cobnwgeHwy TpebDOoBaHWIA YCTAHOBMNEHHLIX OOKYMEHTOB.
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3.1.9 oxkazanme [npegoctaeneHne] ycnyru: [1eaTensHOCTE MCNONHWTENA YCNYTK,

HEDEKG,EI,I-"IMEH Ornd obecna4yedna BhINONHEHWSA YCIYTH.

MpUumMmedyaHWA

1 B cooTReTcTBMM ¢ onpegenewdes MOCT IS0 9000 okasawwe yonyr — 310 O@dcCTBME nNo
NpPeacCTABNSHAKD YCIYTA.

2 COKazadde YCnyrd MOMHO NoOpazfendTe HA OTOENbHBIE aTans: obecnevedde HeobNOOMMLIMK
pecypcamu, TeXHOMOMMYecKWd NPOoUBCCc WCNOMHEHWA, KOHTDONL, WCNLITAHWE, NpWEMEa, Npoueco

oBonyHHUBaHKA.

3.1.10 obcnyxueaHue: deatensHocTe MCNONHUTENA ycnyr npw

HenocpeacTEeHHOM KOHTakTe ¢ notpebuTenem ycnyr.

MpuMmevsanHwe — B cooTReTcTEMK ¢ onpegeneduen MOCT P MCO 10002 obcnysuBadwe — aTo

B3aMMOGENCTEME OPraHu3auri ¢ noTpeSuTenem (3aKaI4YrKkoM) Ha BCEX 2Tanax OKazaduAa YCIyrM.

3.1.11 npouecc obcnyxweanua: COBOKYNHOCTE ONeEpaurMi W OEACTBMA,
BLINOMHAEMLIX WCNONHWTENEM YCNYr NpW  HenocpeACcTEBeHHOM  KOHTaKTe C
noTpebvTenem B NpoUecce OKa3lauwA (NpenocTaBnNeHWnA) yonyr.

3.1.12 metog [cnocob] obcnyxueaHwa noTpebutenen: Metog (cnocob)
peannaauwy notpebuTensM NpoayKUWMK, OCYWEecTBNeHWA OopraHv3auvOHHLIX
MEepONPUATHRA B NPOLEBCCe OKa3aHWA (NpegocTasneHua) Yonyr.

3.1.13 TexHonorM4eckmi npouecc ucnonHeHuwa ycnyru: OCHOBHasA 4acTb
npouecca okazaHwAa (NpegocTaBnedHus) YCnyrv, CBA33HHAA C©  W3AMEHEHWEM
COCTOAHWA O0DBEKTa yonyrw.

3.1.14 npogon¥WTenLHOCTL WCNOMNHEHWMA Yycnyrku: HopmaTtve BpemeHW Ha
WCNOMHEHWE YCNYrK, YCTAHOBMNEHHBIA WCNONHWTENEeM YCNyrh W OoBefeHHLIA 00

CBEOEHWA NoTpeBuTens ycnyru.
n prMmeHdHaHKHE — HPHMEDEMH YCTAHOBNEHHBIX, HOpPMAaATHEOR BpEMEaHKW Ha WCNONHeHWe YCnyrM
ABNAKITCA HOPMaTWBLR BpEMEHK HA W3IrOTOBNEHWE NPOOYEUWKA oflecTREHHOTO NATAHKWA, YCONYyrd

KMMUYMCTEM, YCNYTA N0 PEMOHTY W TEXHUYeCKoMY obcnymMBadHne oGopyIoBaHnA, TRAHCNORTa W T.0.

3.1.15 npogonmuTensHocTb obcnywwueBaHwa: [epwon BpemeHW, B TeYeHWe
koToporo noTpebutens yocnyr HeNoOCpedcTBEeHHO  B3auMmopeWcTeyer c
MCNONHWTENEM YCNyT.

3.1.16 npaeuna obBcnyxuBaHua: JOKYMEHT, pernameHTUpyroWMiA nopaRaok M
ycnoewA  obcnymuBaHwA noTtpebuTener W coOOepwAallMA  COOTBETCTBYIOLMe

TpeboBaHWA U HOPMbI.
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3.1.17 npaeuina oKazaHwA [npegocTaBneHuA] yCcnyr: DokymeHT,
ycTaHaenWEawwWwmKi  nopagok, cobnwgeHwe  koToporo  Heobxogwmo  gnsA

BLINONHEHWA KakMx-NWbBo OEACTEBMA NpW OKazadHuu yonyr.

Mprmevanwe — MNpuMepaMi NPaBRN OKA3AHWA (NpEOOCTABNEHWA) Yonyr aenAwoTcA MNpaedwna
GRITOROMD OBCNYWHBAHWMA HACENEHKMA, [MpaBuna oKaaHWA yonyr ofwacTeeHHOrs nMTakwa, Npasuna
NpeAoCTARNEHMA TOCTHHWYHBIX  yonyr, [paeuna Bl NOMHEHIAA OTOENBHEY BUMAOE pafoT,

fehcteyicwme B8 Poccuickol Qegepaury W yTEEPHOEHHLIE B YCTAHOBMAEHHOM NOopASKE W Op.

3.1.18 ycnoeua obcnyxueaHmAa: COBOKYNHOCTL (DAKTOPOB, BO3SERCTBYIOWNY Ha
noTpebuTens ycnyri B npouecce obcny#MBaHuA.
3.1.19 peaynbTar ycnyrv: Peaynetat OesTeNbHOCTHM WCAONHWTENA  YCNyru,

HanpaeneHHoW Ha yooBneTeopeHne NoTpebHOCTH noTpebuTans yonyri.
n prMEdaHWe — PBE'_I,I'HI:.TET YCNyriA 3akno<4aeTcA B WAMEHeHHKM COCTOAHMA obbexTa YCnYrd

WMNKM yaoRNeTacpeHHn noTpebocTed.

3.1.20 cdpepa obocnymmBaHmAa HaceneHWA: CoOBOKYNHOCTE MNPEONPUATHIA,
OpraHM3aunin M MHOWBMAYANbHLIX NpeanpUHUMaTEnel, OKa3biBaLWMX YCnyru

HaceneHm.

3.2 [MoHATMA B OoBNacTW cTaHgapTHU3auuvM ycnyr

3.2.1 obbekr cTangapTuzauun: Ycnyra, Npouecc oxaszaHwAa (NpegocTaBneHwsA)
YCNyrd, pe3ynsTaTt yenyrv, nognexaline craHgapTuaauun.

3.2.2 rpynna ogHOpPOOHLIX Ycnyr: COBOKYNHOCTE YCGNYTr, XapakTepHayoliMxca
obuium uenessiM WKMNKM hyHKUWMOHaNLHLIM Ha3Ha4YeHneMm.

3.2.3 cranwpapt Ha ycnyry: [JokymeHT, B KOTOpOM B Uenax gobpoBonsHoro
MHOMOKpaTHOro MCNONbL30BAHWR YCTAHABNMBAKTCA XAPaKTEPUCTMKW W nNpaswna

OKa3aHWA ycnyr unuv BelNONHeHWA paboT.

Mprmevanwne — K craHgapTam Ha YCNyrd OTHOCAT: MEXOYHAPOAHLIE, PErHOHANBHRIE M
HALWOHANEHEIE CTAHGAPTE, NPEABAPUTENEHEIE HALWOHANEHEIE CTAHAAPTE, CTAHOADTE ORraHu3auny.
3.24 TexHWHeCKHWW OOKYMeHT Ha ycnyry: [JOkymMeHT, ycTaHaenWeawLLlni
TEXHWYECKWEe, TEXHONOMMYECKWe, KOHCTPYKTUBHBIE W OpYyrve XapakTepuCcThEW
yCryru.

n prMEgH4aHde — K TexHW4eckm AO0OEYMEaHTaM Ha yYyonyry OTHOCAT TEXHW4YecKue YONoBWA,
TEXHONOTHYBCKME KAPTLI, TEXHOMOTWYECKHE WHCTPYHKLMH, CTaHOapTbl paboTe W ofcnykrBaHua,

TEXHHYECKHE ONHCAHWA, CNeunduEaUnd, IKCNAYATAUMOHHY OOKYMEHTAUMID, CXeMB, YEpPTEXH,

ACEKMaBLI W np.



MOCT P G0646—2012

3.3 NoHAatTvAa B obBnacTn KadYecTBa M MeHegMMeHTa YyCnyr

3.3.1 ka4vecTBO yocnyrv: COBOKYNHOCTE XapakTepyMCcTUMi MNK NoKasaTened ka4ecTea
yCnyrk, onpefensoluy ee cnocobHOCTL YOOENETBOPATE YCTAHOBMNEHHLIE WNK
npegnonaraeMsle nNoTpedHoOCTH noTpebuTens.

Mpumevanwne — B CooTEBETCTEMM c onpegeneduem [OCT IS0 9000 kavyecTeo yonyr - ato
CTEMNEH: COOTBETCTEMA COBOKYNHOCTH  NDUCYLLMX  XapakTepucTHE YomyT TpeGoBaHWAM,

npeaLABNASMER K YCOyramM.

3.3.2 kavectBOo obcnywumBaHMA: COBOKYNHOCTE XAPaKTEPWCTWK nNpouecca W
ycnoewmi obcnyxuMeaHua, obecneyneanilmx yooBNeTBOPEHWE YCTAHOBNEHHBLIX UMK
npegnonaraemMslx NnoTpebHocTel noTpebutens.

3.3.3 ceoucrBo ycnyru: ObbexkTMBHans ocobeHHOCTs yCnyrK, KoTopas
NPOABNAETCA NPWM e OKasaHuu (NpegocTaBnedvu) W notTpebneHuw.

3.3.4 nokazaTtens HKadvecTteEa ycnyru: KonwdecteeHHas WNM KavecTBeHHas
XApaKTepUCTUKA OOHOMD WMNKM HECKONLKWX CBOWCTB YCNyrW, Onpefensuowmx ee
cnocoBHOCTe YAOBNEeTBOPATL NOTpebHocT noTpebuTtens.

3.3.5 ypoBeHb kadvecTBa ycnyru: OTHOCMTENbHaA XapakTepucTuka KadecTsa
YCNyrd, OCHOBAHHAA Ha cpaBHeHWW dakTW4YecKMx 3HaYeHWn nokazatened ee
Ka4ecTsa C HOPMAaTUBHLIMK 3HAYEHWAMMK 3THX NOKasaTenemn.

3.3.6 ouenka kadecTeEa ycnyr: OnpefenedHwe nokaszaTened kadecTea yocnyr c
YyHETOM OOCTOBEPHOCTHM MIMNK TOMHOCTU KONWYECTBEHHLIX 3HAYEHWA.

3.3.7 KoHTpONnb Kavectea ycnyr: [JeATenbHOCTe NO ONpedeneqHdis  3HaveHui
nokazaTtenel kKadYecTBa YCnyr W CpPaBHEHWA MNOMNY4eHHbLIX pPe3ynbLTaTtoB C

YCTaHOBMEHHBIMK TPEEGEEHHHMH.

MpumevanHwe — B cooTReTCTBMM ¢ onpepensduem FOCT ISO 9000 kouTpone KadecTsa — aTo
npouyeaypa OUEHKH COOTBETCTEMA MYyTEM NPOBEQRKK, HAONKOEHMA W CYMOEHHA, CONPOBOMOAEMEX

COOTRETCTEYKWHMKA HCNETAHKAMKA AN WIMEeDEHWMAMK.

3.3.8 metog [cnocob] koHTpona KadecTea ycnyr: COBOKYNHOCTE MpaBun,
NPUHUWNOE, CPEACTE, NO3BONAKLWMX KOHTPONWPOBATE Ka4YecTBO YCNyru.

339

MeHegMMeHT ycnyr: [enaTensHocTb, HANPaBNeHHAs Ha  BbINONHEHWE
TpeboeaHui noTpebuTenei ycnyr.
[FTOCT P MCO/M3K 20000-1—2010, 2.14]

6
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3.3.10 cuctema mMeHeOQMMeHTa KadecTBa ycnyr: CWcTema meHegsmMeHTa gns
PYKOBOACTBA W yNPaBNEHWA OpraHn3auven NPUMMEHUTENLHO K Ka4eCcTBY yonyr.
3.3.11 meHegwmMeHT KayvecTBa ycnyr: CKOOpOMHUpPOBAHHAA OeATenLHOCTe Mo
PYKOBOACTEY W YNpasneHWio opraHu3aumneid NPUMMEHUTENLHO K KAYEeCTBY YCnyr.
3.3.12 Tpeboeanune K yocnyre: [OkyMEHTANBHO MAN0OMEHHLIA KPUTEPWH, KOTOpOMY
AOM¥Ha COOTBETCTBOBATE KOHKPETHAA OKalklBaeman ycnyra.

3.3.13

YyOOBNEeTBOPEHHOCTL  NoTpebuTenei: Bocnpusatue  3akazduvkamu M
noTpebUTenAMK YCNYr CTENEHA BLINONHEHWA WX TpeboBaHWA.

[FOCT IS0 9000—2011, 3.1.4]

3.3.14

npeteHinAa (xanoba): BuipaweHne HeydOBNEeTBOPEHHOGCTW Npoaykumen wunu
paboTod oOpraHK3ayuMM, WNKM  HEeNnoCpeAcTBEHHO NPOUEeccoM  YNpaeneHus
NpeTeHanAMK B CWTYAUWAX, r4e SABHOD WNW HeABHO OMMOAeTCA OTEET WK
peLueHue.

[FTOCT P MCO 10002—2007, 3.2]

3.3.15

obpaTtHana cBA3L: MHEHWA, KOMMEHTAPWMM M BEIPAXEHWMA 3aUHTEPECcCOBAHHOCTH
B yCnyre wnv npouecc obpaboTin xanob.

[FTOCT P NCO 10002—2007, 3.6]

3.3.16 pwvck: BepoAaTHOCTE NPWHMHEHWA NPW OKA3aHWK YCNYr Bpeda MM3HW WAW
300pPOBLID  rpawdadH, WMywectTesy MW3IWHECcKWX WNKM  HOPUOWYeCKMX  NWL,
rocyaapcTBeHHOMY UMK MyHULUNANEHOMY MMYLLECTEY, OKPYMaWen cpeae, MUaHu
WNK 300POBLI0 MUBOTHEIX W PACTEHWA C Y4ETOM TAMECTH 3TOro Bpeaa.

3.3.17 ©Oe3onacHocTk ycnyr: CocToaHWe Yycnyr, NpW KOTOPOM OTCYTCTBYeT
HEAONYCTUMBIA PUCK, CBA3AHHLIA C MNPUYUHEHWEM BpEOA MW3IHM WMNW 300pPOBLIO
rpamaaH, MMyLWecTey MUINYECKMX UMK IPUOWYECKUX NUL, rocY0apCTBEHHOMY MK
MYHMUMNANLHOMY WUMYLLECTBY, OKpyMalweW cpefe, MWIHW WNW  300pOBLID

HHUBOTHRIX K pEETEHHﬁ.
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3.3.18

ynpagneHve kKavecteom: YacTe MeHeOXMeHTa Ka4yecTea, HanpaeneHHas Ha
BLINONHEHWE TpeboBaHWiA K KadecTey.

[FOCT IS0 9000—2011, 3.2.10]

3.3.19

obecnevyenne KavecTtBa: YacTe MEHELKMEHTa KAYecTBa, HanpasBnedHHas Ha
cOo3gaHne yBEPEHHOCTH, 4To TpeboBaHWA K kavecTey ByaoyT BeINONHEH.
[FOCT ISO 9000—2011, 3.2.11]

3.3.20

yny4yweHne Ka4vecTea. YHacTte MEHEeOXMEeHTa Ka4YecTEa, HanpasBneHHad Ha

yeenn4eHue CNoCcoBGHOCTH BLINONMHWTE TPEEOBEHHH K Ka4ecTBY.

Mprmewanue —  TpefopaHna MOMYT OTHOCWMTBCRE K MobwiM  acnekTam, Takum Kak

pEIyNETaTHEHOCTE, 30 MEKTHEHOCTE HNKM NPOCNEXUBEIEMOCTE.

[TOCT 150 9000—2011, 3.2.12]

3.3.21

NOCTOAHHOE YnNyYdleHHWe. nDETﬂpHIﬂLLI,EFIGFI AeATensHOCTE N0 YBENW4YeHWHD

CNocobHOCTH BLINOMHWTL Tphe BoBaHua.

NMpumedauume — [poUusct YCTAMOBNEHWA LEN&d | NOWCKS BOIMOKHOCTER YhHy4LeHHS
REMAGTCA NOCTOAHHEIM NPOUEBCCOM, WCNONBIYIOWMM  HABMIOEHWA ayauTa W 2aKnioYeHnd no
peaynkTaTam ayguTa, aHanui OaHHLIX, aHanua co CTOPOME PYKOBOOCTEA WNW APYTWE CpegcTea W

OBRIYHO BEOYLL KM K KOPPEKTHRYIDLWMWM AERCTEHAM HNW Npegynpesdainilim JeAcTEHAM

[FOCT ISO 9000—2011, 3.2.13]

3.3.22 npocnexnBaemMocTb ycnyr: BoamoMHOCTE AOKYMEHTANLHO YCTAHOBWTL
WCNONHWTEeNA (nocTaBwKKa) ycnyr.

3.3.23 cooTBeTcTBMEe ycnyr: BeinonHedwe TpeboBaHwA, NpegbABNAeMOro K
ycnyre.

3.3.24 HecooTBETCTBHWE YyCcnyr: HeswinonHeHne Tpeboeavua, NpegbABNAEMOro K
ycnyre.

3.3.25 npegynpexpalwowee gewctene (anAa ycnyr): Oelictene, npegnpuHAToe
ANA  YCTPAHEHWA MNPWYMHBL  NOTEHUWANLHOMO HECOOTEBETCTBWMA WNWM  OpYyron

NoTEHUWANBHD HEXENATENLH al] CHTYauMWK.
8
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3.3.26 KoppekTupywlwee gedcTeue (OnA ycnyr): Jerctene, npeanpuHAToe Ans
YCTPaHEeHWA  NPUYMHLL 0DHApyMEeHHOro  HecoOTBETCTBMA  WNKM Opyron

HEexenaTensHoW © WTYaL KA.

3.4 MNoHAatTvA B 0BNacTM NOOATEBEPXOEHWA COOTBETCTEMA YCNyr

3.4.1 cucrema ceptiucukaumnmn yenyr: COBOKYNHOCTE Npaenn BeiNONHeHWsA pabot
no ceptTudukalmiK yenyr, ee y4acTHUKOB W Npaeun QyHKUMOHMPOBAHWMA CHUCTEMBI
cepTudMKaUn B Lenom.

3.4.2 oprad no cepriudkadnm yenyr: Kdpuwgndeckoe nMuo MNv MHAWBWAYanksHbLIA
npeonpuHMMaTens, aKKpeoWwTOBaHHbIeE B yYCTAHOBNEHHOM  NopRake  AnAa
BeinonHeHna paboT no ceptudmKaumn  ycnyr.

3.43 obbekt ceprudukauumm B cipepe yonyr: Ycnyra, pe3yneTar yConyrM,
npouecc okalaHWA (NpefocTABNEeHWA) YCNyrk, NepcoHan, OxKassbiBaWKWA YCnyru,
WCNONHWTENL YCNYrkM, CUCTEMa MEeHeAXMEeHTa KadYecTBa Yyonyr, nognexalue
cepTuUKaumm.

3.4.4 oueHka cooTBeTcTBMA ycnyr: [lpAMoe WNM KOCBEHHOE onpegeneHue
cobnwgeHus TpeboeaHui, NpegbABNAEMBIX K yCryram.

3.45 nogTBepiMOeHWe coOTBeTCTBMA ycnyr: [okymeHTanbHoe yOoCTOBEpEHWME
COOTBETCTBMA BLINONHEHWA paboT WNK OKa3aHWA YCnyr NONOXEeHWAM CTaHaapTos,
CEOQOB NPaBWi, YCNOBWAM O0rOBOPOB MNK TpeboBaHuAM  ApyruX [JOKyMEHTOB.
346 ceprudMKauma ycnyr: dopma OCyWecTBNAEMOro Opradom no
cepTudMKann NOATBEPMAOEHWA COOTBETCTBMA YCNYr NONOMEHWAM CTaHAapToB,
CEOAOE NpPaswf, YCNOBWAM OOrCBOPOE WNKW TpeboBaHWAM APYrMX AOKYMEHTOB.
3.4.7 ceprudpmumnpyeman ycnyra: Ycnyra, nognexallas cepTudukaunm.

3.4.8 cepruchvumpoBaHHan ychnyra: Ycnyra, npoweguan ceptiduealnio.
3.49 3Hak cooTBetcTBMA: 0ODo3aHa4veHwe, cnyxawee OonA WHGOPMUPOBAHWA
noTpebuTeneld o COOTBETCTBMM yoNyr Kak obwekta cepTudMkauuu TpeboBaHWAM

cucTemel 40BpoBONLHOW cepTUdMKALMKM MNK HAUMOHANBHOMY CTAHOAPTY.
NMpumevanwne — MNpUMEHEHME IHAKA COOTRETCTAMA OCYLLECTRNSETCA NoTpefuTenem yonyr Ha
pobpoBoneHol ocHoBe nNobe yOoOHelm cnocobom B NOpAOKe, YCTAHOBNEHHOM OpraqHom no

cepTHdMKaL1n,
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3.410 ceprtudmkar cOOTBETCTBMA Ha ycnyrik: [lokymeHT, yOoCTOBEepALWKA
COOTBETCTBME  YCNYr  NONOMEHWAM CTAaHOApTOB, CBOAOB NPAaBWN, YCNOBWAM
AOroBOpoB WNW TpeboBaHWAM ApYrvx OOKYMEHTOB.

3.4.11 wpentudukauma ycnyr: YCTaHOBNEHWE COOTBETCTBMA ONpeaeneHHbIX
YCNyr WX CyWecTBEHHBIM NPWM3Hakam, a Tawke TpebDoBaHWAM HOPMATHEHLIX,
TEXHWYECKMX [OKYyMeHTOE W  wWHdopmauyun o6 yonyrax, copepwawencR B

AOKYMEHTaX AnA noTpebuTenei.
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