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lNpasuna npumeHeHUs Hacmosawea20 cmaHdapma ycmarosneHbl ¢ [OCT P 1.0—2012 (pa3den 8).
UHbopmayusa 06 usMeHeHUsX K Hacmosawemy cmaHdapmy rnybrnukyemcs e exe200HOM (10 COCMOSHUIO Ha
1 aHeapsa mekyuieao 200a) UHhopMayUOHHOM yKasamerne « HayuoHasbHble crmaHdapmbiy», a oguyuarbHbill
meKem U3MEHEeHUU U nonpasoK — 68 eXXeMeCSIYHOM UHMOPMaUUOHHOM yKkadamene «HayuoHanbHbie cmaH-
Oapmebi». B criydae nepecmompa (3ameHbl) unu OmmeHbl Hacmosweao cmaHfapma coomeemcemesyrouiee
ysedomneHue 6ydem onybrnukoeaHo 6 briuxalwem ebinycke UHOPpMayloHHO20 yKkasamerssa «HauyuoHarsns-
Hble cmaHdapmel». Coomsememeyroujas uHgpopmayus, yeedomMeHue U meKcmb! pa3Mewaomes makxe
UHGhopmMayUoHHOU cucmeme obuiez0 nosb30eaHuss — Ha ochuyuanbHom calime ®edeparnbHoe0 azeHmemea
10 MEXHUYECKOMY pezaynuposaHuio u memposnoauu e cemu UlhmepHem (gost.ru)

© CtaHpgapTtuHdopm, 2014

HacToswmii ctaHgapt He MOXET OblTb MOMHOCTbIO UM YaCTUYHO BOCMPOU3BEAEH, TUPAXKUPOBAH U
pacnpocTpaHeH B KayecTBe ocpuLmansHOro usganus 6es paspelueHuss deaepanbHOro areHTCTBa no TEXHU-
YEeCKOMY peryrimpoBaHuio U METPONOrMn
1]
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BBepeHue

YCTaHOBMNEHHbIE B HACTOALLEM CTaHAAPTE TEPMUHbI, OTPaXKAIOLLME CUCTEMY MOHSTUI B cchepe ycnyr
HaCEeIIEHUIO, PACMOIONEHbI B CUCTEMATU3UPOBAHHOM MOPSIAKE.

0N KaXKQOro MOHATUSA YCTaHOBNEH OOMH CTaHAAPTU30BaHHLI TEPMUH.

Hanuune kBagpaTHbIX CKOGOK B TEPMWUHOJSIOMMYECKO CTaTbe O3Ha4aeT, YTO B Hee BKIIOYeHbl [Ba
TEPMUHA, UMEIOLLMX 0BLLIMe TepMUHOBMEMEHTLI. B andaBuTHOM yKasaTerne JaHHbIE TEPMUHBLI NPUBEEHI
OTAESIbHO C YKasaHWEM HOMepa CTaTbM.

MpuBeaeHHbIE ONpPeaeneHns MOXHO NpKU He0BX0AMMOCTI M3MEHSITh, BBOASI B HUX MPOWU3BOAHbIE MpU-
3HAaKW, pacKpbiBasi 3HA4YEHUS UCMOJIb3YEeMbIX TEPMUHOB U/MNK yKa3biBasi 0O bEKTbI, OTHOCALLMECH K onpeje-
NSIEMOMY MOHATUIO. OTU N3MEHEHUS HE JOMKHbI HapyLlaTb 06LEM U COAepKaHUe NOHATUI, ONPeAeneHHbIX
B HACTOsILLEM CTaHAapTe.
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HAUMOHANBHBIAN CTAHOAPT POCCUMUCKOWN ®EQREPALMUMNU

YCNYrun HACENEHUIO
TepMuHbI ¥ onpeaenelus

Services for people. Terms and definitions

Nara BBeaeHua — 2014—01—01

1 O6nactb npuMeHeHuUsA

Hacrosiwuii ctaHaapT ycTaHaBnNUBAaET TEPMUHDLI U oNpeaeneHnsa NOHATUN B o6nacTu craHaapTusa-
U1K, MEHEOXKMEHTA YCIYr U NOATBEPXAEHUA COOTBETCTBUA B Chepe ycnyr, OKasbiBaeMblX HACENEHMIO.

2 HopMmaTtuBHbI€ CCLIFIKN

B HacTosiLeM cTaHAapTe MCNONb30BaHbl HOPMATUBHBIE CCLISIKM HA creaylowme CTaHaapThl:

FOCT P NCO 10002—2007 MeHeaXMeHT opraHusauuun. YAoBneTBOPEHHOCTL noTpebutena. Pyko-
BOACTBO NO YNPABMEHMWIO MPETEH3UAMU B OPraHn3aLusx

FOCT P UCO/M3K 20000-1—2010 UHdopmaumoHHaa TexHonorna. MeHemxkmeHT ycnyr. Yacte 1.
Cneuundukaums

FOCT ISO 9000—2011 Cucrembl MeHegKMEHTA kayecTBa. OCHOBHbLIE MOMOXEHUA U CNOBapb

MpumMmeyaHune - lpn NONb30BaHNN HACTOALMM CTaHAAPTOM LienecoobpasHo NpoBepUTb AeicTBUE CCbl-
NOYHbIX CTaHAapTOB B MHMOPMAaLIMOHHON cucTeMe obLiero nonb3oBaHUA — Ha oduuuansHoM caiite depepanbHoro
areHTCTBa MO TEXHUYECKOMY PEryrimpoBaHuio 1 MeTponorun B ceT UHTepHeT Unu no exerogHoMy UHPOPMaLNOHHOMY
yKasaTento «HauuoHarnbHele cTaHAapThl», KOTOPbLIA ony6nuMkoBaH No COCTOAHUIO HA 1 AHBapA TekyLlero roga, U no Bbl-
nyckam eXeMecsHHOro MH(OpMaLMOHHOrO ykasaTensa «HauuoHanbHble cTaHAapThi» 3a TeKywmidi rof Ecnu sameHeH
CChINTOYHBLIA CTaHAapT, Ha KOTOpLIA AaHa HefaTUpoBaHHas CCbifika, TO peKOMEeHAYeTCA WCNonb3oBaTb AENCTBYIOLLYIO
Bepcuio 3TOro cTaHfapTa ¢ Y4eTOM BCeX BHECEHHbIX B [JaHHYI0 BEPCUIO U3MEHEHWA. Ecnn 3aMeHeH CChINOYHLIA CTaH-
LapT, Ha KOTopbIi fJaHa AaTUpoBaHHAA CChbIfKa, TO peKOMEHAYETCA UCMOoNb3oBaTb BEPCUIO STOrO CTaHAapTa ¢ yKasaH-
HbIM Bbllle roAOM yTBepXAeHus (MpUHATUA). Ecnn nocne yTBepXAEHUA HacTosILLero craHaapTa B CChINOYHbLIA CTaH-
[apT, Ha KOTOpbIi AaHa AaTMpOBaHHAA CCbifika, BHECEHO U3MEHeHUWe, 3aTparvBalollee MONoOXEHUe, Ha KOTOpoe AaHa
CChIfika, TO 3TO MOSIOKEHUE PEKOMEHAYeTCA NPUMeHATb 6e3 ydeTa AaHHOro W3MeHeHus. Ecnu ccbinovHblid cTaHgapT
OTMeHeH 6e3 3aMeHbl, TO MONOXKeHNe, B KOTOPOM flaHa CChifika Ha Hero, peKOMEHAYETCA NPUMEHSATL B YacTH, He 3aTpa-
ruBaoLLle 3Ty CChISIKy.

3 TepMuHbI 1 onpeaeneHus
3.1 O6wue NnOHATUA

3.1.1 ycnyra: Pe3ynbtar HENOCPEeACTBEHHOIO B3aMMOAEWNCTBUS UCMONHUTENS U noTpedutens, a
TaKke COOCTBEHHOW AEATENBHOCTU UCNONHUTENS YCNyr NO yAOBNETBOPEHUIO NOTpebHOCTM noTpebutens
ycnyr.

MMpumMmeyvyaHuns

1 B cootBeTcTBUM C onpegenedneMm OCT ISO 9000 ycnyra — 3TO pe3synbTaT, Kak MUHUMYM, OQHOro AeWCTBuUS,
0653aTenbHO NPOM3BEAEHHOrO (OCYLLECTBMIEHHOrO NpU B3aUMOAEACTBUN) MeXAY NOCTaBLYUKOM W 3aKa34yuKoM (NoTpe-
6utenem), kak nNpaBwUrno, HemMaTepuanbHbIi.

2 Ycnyru, okasblBaeMble HaceneHuto, NOApPasfenaioTca Ha MaTepuanbHble, HeMaTepuanbHble - (CounanbHo-
KyNbTYPHbIE) W CMeELLaHHbIe.

3.1.2 maTtepuanbHasa ycnyra: Ycnyra no yZioBNeTBOPEHUIO MaTepuanbHO-ObITOBLIX NOTpeBHOCTEN
noTpebuTens ycnyr, okasaHue KOTOPOW BKMIOYAET AeATeNbHOCTb, OCYLLUECTBASAEMYIO N0 OTHOLLEHUIO K MaTe-
puanbHOMY NpOAYKTY, B TOM YKUCHEe, NPeaoCTaBnsieMomy notpedurenem.

U3panue ocpmumnanbHoe
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MMpumMeyvaHusn

1 MaTepuarnbHble YCNyru BKNKOYALOT: YCNyrn aBTocepBuca, PeMOHT W TexHuyeckoe obcnyxusaHue o6opyaosa-
HUS, TEXHWUKW, MalUMH, PEMOHT W BO3BEAEHWE XWMbIX MOCTPOEK, PEMOHT W W3rOTOBIIEHWE U3[eNuid, XUMUYecKyto
YNCTKY, CTUPKY 6enbs, XUMULLHO-KOMMYHanbHLIe YCRyru, TPaHCNOPTHBIE YCNYrH, YCIYTU CPEACTB pasMeLLleHuns, yenyrn
MHAYCTPUM MUTaHUA U np.

2 MaTepuanbHas ycnyra obecneunaeT BOCCTaHOBIIEHME (M3MeHEHWe, coxpaHeHue) NoTpeGUTENbCKUX CBOICTB
npoAyKra Wiu U3roToBrIeHUe HOBOro NPoAyKTa No 3akasam notpebutenei, nepemMeLleHUe rpy3oB W Miofei, cosgaHue
ycrnoBuiA Ans noTpebrnieHuss ycnyr no 3akasam noTpebutenei n T.n.

3 Ycnyru otaenbHbiX BWAOB, OCYLIECTBNAEMble 3@ Nnaty no 3akaly noTpebuteneil U umMeloliMe Hekuih Ma-
TepuanbHblil pesynsTar Unn MaTepuanbHoe BblpaXeHue, UHOrAa HasbiBaloT paboToid.

4 MaTepuanbHble YCRyr He WUCHEPNLIBAIOTCA MPUBEAEHHBIM NEPEYHEM.

3.1.3 counanbHO-KynbTypHaa [HemaTtepuanbHas] ycnyra: Ycnyra no yaoBrneTBOPEHMUIO AYXOBHbIX,
MHTENNEeKTyanbHbIX, 3TUYECKUX NOTPEBHOCTEN U NOAAEPXKAHUE HOPMANbHOW XU3HEAEeATENbHOCTU NoTpetu-
Tens, B TOM yucrne noafepxaHne n BOCCTaHOBEHUE 310POBbsl, AYXOBHOE U (hU3UYECKOe pa3BUTHE NIUYHO-
CTH, NOBbILLEHUE MpogheccnoHanuamMa.

MMpumMeyvaHusn

1 CouymnanbHO-KYNbTYpHBIE YCAYrU BKNHOYAIOT:

- NpefocTaBieHne HeMaTepuanbHbIX NPOAYKTOB (Hanpumep, cTpaxoBaHue, 6aHkoBckue, puHaHCOBbIE, IKCNEpT-
Hble U MpaBoBble YCNYrW, KOHCANTWHI),

- obpasoBatenbHble yenyru (obyveHne, nogrotoska kafpoB, NOBLILEHWE KBanudukauum nepcoHana unp.);

- YCINyr KynbTypbl, CnopTa, Typusma, OpraHu3auus oTabixa U Aocyra;

- YXOA W Jle4YeHne 3aKas4vukoB (Hanpumep, NapuKMaxepckue M KOCMETUYECKNe YCNyru, MeAULWUHCKWE YCnyri,
yenyru Anst HeNPOAYKTUBHBIX  XUBOTHbLIX);

- cla4ya BHaeM obopyaoBaHWS, NOMELEeHUI (HaNnpUMep, areHTCTBa Mo cAaYve B apeHay, yenyru npokata);

- ceTeBble ycryru (yenyru cBsisu, VHTepHeT, TenekoMMyHWKauuid, TernedoHHOW CBS3M U Ap.).

2 CouuanbHO-KyNbTypHbIE YCNYrM HE WUCHEPNbIBAIOTCA MNPUBEAEHHLIM NEePEeYHEM.

3 K cMellaHHbBIM ycnyraMm OTHOCAT yCnyru, npeaycMmaTpuBarolLue ofHOBPEMEHHOE YA0BMNETBOPEHUE MaTepuanb-
HO-BbITOBBIX U COLIManbHO-KYNbTYPHBIX NOoTpebHocTeil noTpebuteneit ycnyr.

3.1.4 ucnonHurenb ycnyr: Mpeanpuatue, opraHn3aums UM UHAMBUAYANbHBLIA NpeanpUHUMATEND,
okasblBaloLlue, npeanaraiolme Unu UMmeloLue HaMepeHue okasatb ycnyry notpeburenio.

MMpuMeyvyaHuA
1 B cooTBeTcTBUM C onpeaeneHnem MOCT ISO 9000 ucnonHMTENA yCnyr Ha3blBaroT NOCTaBLYWUKOM YCRyT.
2 WcnonHuTenb ycnyr MoxeT ObiTb Ha3aBaH CEpBUCHOW OpraHu3auumei.

3.1.5 noTtpe6outennb ycnyr: ®u3uueckoe nuuoO, nomyyalowee, 3akasbiBaowee nubo umerouiee
HaMepeHue nonyunuTb WNU 3aKasaTb YCNyry B NUYHbIX, ObITOBLIX UMW UHLIX LENSX, HE CBA3AHHbIX C OCY-
LLECTBNEHUEM MPEANPUHUMATENLCKON eATENbHOCTHU.

Il pnMevyaHune — nOTpeGI/ITEJ'IeM ycnyr MOXeT ObITb 3aKa34ukK, KIneHT, roctb, nokynatenbe, TYpUCT, nacca-
XUp, noceTuTenb, NAUUEeHT, Mnofb3oBaresib YCIyr, KINUeHT Ha aboHeHTCKOM O6Cﬂy)KVIBaHI/IVI, ﬂOTEHLlVIaJ'IbeIVI 3a-
Ka34uK.

3.1.6 3aka3 Ha ycnyry: CornawieHue Mexay notpedutenem u UCNOMHUTENEM YCNyru B YCTHON UK
uHou popme, B COOTBETCTBMU C KOTOPbIM MCNOMHUTENb YCIYr MpUHMMAaeT Ha cebs obsizaTtenbCTBa OKa-
3aTb YCnyry.

3.1.7 poroBop oka3saHua [npegoctaBneHusn] ycnyr: [okymeHTanoLHO OHOPMMEHHOE cornalueHue
Mexay noTpebuteneMm M UCMONHUTENEM YCIyr, Onpeaensowee opuguieckne, 3kKOHOMMYECKUE U TEXHUYe-
CKUE OTHOLLEHUSI CTOPOH.

3.1.8 kopekc noBeaeHuss ucnonHuTena ycnyr: COBOKYNHOCTb NpaBun NOBEAEHUS UCTMONHUTENS
yCnyr npu okasaHuu (NpeaoCTaBneHUM) YCRyr, OCHOBaHHbIX HA cobnioaeHun TpeGoBaHWUN YCTaHOBMEH-
HbIX AOKYMEHTOB.

3.1.9 okasanue [npepoctaBneHue] ycnyru: [OearenbHOCTb UCNONHUTENA YCNyru, Heobxoaumas
ana obecneyeHusi BLINOINIHEHUA YCITYTU.

MMpumMeyvaHusn

1 B cootBeTcTBMU C onpegeneHnem FOCT ISO 9000 okaszaHWe ycnyr — aTo AeilcTBue No NpefoCTaBeHunio ycny-
.

2 Oka3saHue yCnyru MOXHO NoapasfeNniuTb Ha OTAenbHble aTanbl: obecneveHne HeobXxoAUMBIMU pecypcamy,
TEXHONOMMYECKUIA NPOLIECC UCTOSNTHEHUS, KOHTPOb, UCNBITaHUe, NpUeMKa, NpoLecc 06CNYXMBaHUS.
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3.1.10 o6cnyxuBaHue: [eATenbHOCTb UCMOMHUTENA YCAYr MPU  HENOCPEACTBEHHOM  KOHTakTe ¢
notpedburtenem ycnyr.

MpumMmeyaHune — B cootBeTcTBMU C onpegeneHnem TOCT P MCO 10002 obcnyxueaHue — 3To B3auMo-
fleicTBMe opraHu3alum ¢ noTpebuTenem (3akasdnkom) Ha BCex 3ITanax OKa3aHWus yCryru.

3.1.11 npouecc ob6cnyxuBaHusa: COBOKYNHOCTb ONepauuin u AeWCTBUN, BbINOMHAEMbIX UCNOSHUTE-
nem ycnyr npu HenocpeacTBEHHOM KOHTakTe ¢ notpebutenem B Npouecce okasaHus (MpeaocTaBrieHust)
yCnyr.

3.1.12 meToa [cnoco6] obcnyxuBaHua norpeburenen: Metoa (cnocob) peanusauyun notpedute-
naM NPoAyKUUK, OCYLLIECTBEHUA OPraHU3auMOHHbIX MEPONPUATUI B NPOLIECCe oKaszaHus (NpeJoCcTaBneHus)
yCnyr.

3.1.13 TexHOMoOrn4yeckuin npouecc MUcnosiHeHuss ycnyru: OCHOBHasi 4acCTb NpoLecca OKa3aHus
(npepocTaeneHus) ycnyru, cBA3aHHas ¢ U3BMEHEHMEM COCTOAAHUSI oObekTa ycnyru.

3.1.14 npoAoOMKUTENbLHOCTL UCMOSIHEHUA yCnyru: Hopmatus BpeMEHW Ha WUCMONHEHWE yCnyru,
YCTAHOBIIEHHbIN MCNOMNHUTENEM YCINYrM U AOBEAEHHbIA A0 CBEAEHUA MOTPeduTens ycnyru.

MpumeyvyaHue — [MpuMepamMu YCTaHOBIIEHHBIX HOPMATUBOB BPEMEHMW Ha UCNOJSIHEHME YCIYyTU SIBMSIOTCA
HOpPMaTVBbl BPEMEHU Ha M3roTOBMEHWE NPOAYKLMU OCLLECTBEHHOTO NUTAHWS, YCIYr XUMYUCTKM, YCIYTU MO PEMOHTY U
TexXHUYeckoMy oGCnyXuBaHUO 06OpYAOBaHUs, TpaHcnopTa U T.M.

3.1.15 npogoMmKUTENBLHOCTb OGCIYXXUBaHUA: [epnoa BpeMEHU, B TEYEHUE KOTOpPOro notpedurens
yCnyr HenocpeACTBEHHO B3aUMOAEWCTBYET C UCNOMHUTENEM YCNYr.

3.1.16 npaBuna ob6cnyxuBaHusa: [JOKYMEHT, PErnaMeHTUPYIOLLMIA NOpsAOK U YCNOBUSA 00CNy>XuBa-
HUA noTpeduTenen u cogepxallmin COOTBETCTBYIOLUE TPEOOBAHMSA Y HOPMBI.

3.1.17 npaBuna okasaHusa [npeanoctaBneHus] ycnyr: [JOKyMeHT, yCTaHaBnMBAaIOLMI NOPSAOK, CO-
O6nogeHne KOToporo Heo6xoaMMO ANA BLINOSIHEHUS KaKuxX-nMmbo AENCTBUI MPU OKA3aHUU YCHyrT.

Mpumeyanue — lMNpumepammn NpaBun okasaHus (NpefocTaBneHUs) yenyr siBnsiiotea [NpaBuna 6uiToBoro
obcrnyxnBaHns HaceneHus, MpaBuna okasaHus ycnyr obLiecTBeHHOro nuTaHus, MNpaBuna npefocTaBNeHUs FOCTUHUY-
HbIX ycnyr, MpaBuna BbIMOMHEHUs OTAEeMNbHbLIX BUAOB paboT, AedcTBylowme B Poccuiickoir defepauum U yTBep-
XOEHHble B YCTAHOBMEHHOM rnopsifke W Ap.

3.1.18 ycnoBus o6cnyxuBaHus: COBOKYMHOCTb (DaKTOPOB, BO3AENCTBYIOLMX HA NOTpebutens ycny-
M B npouecce 06Cny>XuBaHus.

3.1.19 pesynbTaT ycnyru: Pe3ynbTar AEATENLHOCTU UCMONHUTENA YCNYrn, HanpaBneHHOW Ha yao-
BNETBOpPEHMEe MOTPeGHOCTM NoTpedbuTens ycnyru.

MpuMeyaHne — PesynbTaT YCNyry 3akiodaeTcs B U3MEHEHUN COCTOAHUA 06beKTa yCnyrn uunu yao-
BIETBOPEHMU NOTpeBHOCTEN.

3.1.20 cdepa obcnyxuBaHus HacerneHusa: COBOKYNHOCTb NPeanpUATUNA, OpraHu3auMi UM WHAU-
BMAYyarnbHbIX NPeAnpUHUMATENEN, OKasblBaOLWMX YCNYrM HaceneHuto.

3.2 ToHaTMA B oGnacTu ctaHgapTUsauum ycnyr

3.2.1 0OBbeKT cTaHgapTU3auuu: Ycnyra, npouecc okasaHua (MpeaocTaBrieHWs) yenyru, pesynbrart
ycryru, nognexawyue craHaapTusauum.

3.2.2 rpynna OogHOPOAHLIX ycnyr: COBOKYNHOCTb YCNYr, XapakTepusylowmxcs oOWuM LenesbiM
U/Mnn PYHKUMOHANbHBLIM Ha3HaYeHUeEM.

3.2.3 ctaHpapT Ha ycnyry: [JOKyMeHT, B KOTOPOM B Lensx A06poBONbHONO MHOFOKPATHOrO MCMOJb-
30BaHWA YCTaHaBNMBAIOTCA XapaKTepUCTUKK U NpaBuna okasaHusl yCryr Unm BbINONMHEHWA pabort.

MpumeyvyaHue — K cTaHgapTam Ha yCryr OTHOCST. MeXAyHapoAHbIe, peroHanbHble W HauMoHasbHble
CTaH4apThl, NpefBapuTenbHble HaUMoHabHbIE CTaHAaPTLI, CTaHAAPTH OpraHn3aLmy.

3.2.4 TeXHMYECKUil JOKYMEHT Ha ycnyry: [JOKyMeHT, yCTaHaBNMUBAIOLUMIA TEXHUYECKUE, TEXHOMOTU-
YEecKkue, KOHCTPYKTUBHbIE U ApYyrue XapakTepUCTUKM YCITYTU.

MpumMeyaHUe — K TeXxHNYECKUM JOKyMEHTaM Ha YCryry OTHOCAT TEXHUYECKUe YCMOBMS, TeXHOroruqe-
CKUe KapThl, TEXHONOTMYECKUe WHCTPYKLMU, CTaHAapThl paBoThl 1 06CnyXUBaHWSA, TEXHUYECKUe OnUCaHus, creluduka-
LMW, BKCMAyaTaLMOHHYHO JOKYMEHTaLMI0, CXEMbI, YEPTEXM, SCKU3BI W Mp.
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3.3 NMoHATUA B 06NAacTK KayecTBa U MEHEeXKMEHTA ycnyr

3.3.1 xayecTBO ycnyru: COBOKYNHOCTb XapakTepPUCTUK UMM MnoKasaTernen kayecrsa ycnyru, onpege-
NAOLWMX ee cnocobHOCTb YA0BNETBOPSATL YCTAHOBAEHHLIE MINU MpeanonaraeMbie notpebHocTu noTpebu-
Tens.

MpumMmeyaHnune — B coorBetctBun ¢ onpeaenednem OCT ISO 9000 ka4yecTBO YCNyr - 3TO CTeMeHb Co-
OTBETCTBWUSA COBOKYMHOCTU NMPUCYLLIUX XapaKTepucTUK ycnyr TpeboBaHusAM, npeabsaBnseMbIM K ycryram.

3.3.2 kayecTBO 06CNyXMBaHMA: COBOKYNHOCTb XapaKTepUCTUK NpoLiecca U ycrosui o0cnyxuBaHus,
obecneunBaloLMx yAOBNETBOPEHUE YCTAHOBIEHHbLIX UMK NpeAnonaraeMbiX NoTpebHocTe noTpeduTens.

3.3.3 cBoiicTBO ycnyru: O6bekTMBHAA 0CODEHHOCTb YCNyru, KOTOpasi NPOSBIAETCS NPU €€ 0Ka3aHum
(npepgocraeneHun) u notpedneHun.

3.3.4 nokasarenb kavectBa ycnyru: KonuuecTBeHHaAA UM KayeCTBEHHAA XapakTepucTuka OAHOro
UMW HECKOSNbKMX CBOWCTB YCAyr1, ONpeaensiowmx ee cnocobHOCTb yA0BIETBOPATL NOTPEOHOCTM noTpe-
butens.

3.3.5 ypoBeHb kayectBa ycnyru: OTHOCUTENbHAs XapakTepucTuka kayectsa ycrnyru, OCHOBaHHasi
Ha CpaBHEHMW (PaAKTU4ECKMX 3HAYEHUI NoKa3aTenen ee Ka4yecTBa C HOPMaTMBHLIMU 3HAYEHUAMU ITUX MOKa-
3aTenen.

3.3.6 oueHka kayectBa ycnyr: OnpeaeneHue nokasarenei kayecrsa ycrnyr ¢ y4eToM AOCTOBEPHO-
CTU W/WIN TOYHOCTU KONUYECTBEHHBIX 3HAYEHUN.

3.3.7 KOHTpONb KavecTBa ycnyr: [earensHOCTb N0 OnNpeAeneHnto 3Ha4YeHuin nokasatenen kadve-
CTBa yCnyr ¥ CpaBHEHMUA NONYYEHHbIX PE3yNbTaTOB C YCTAHOBMNEHHbIMU TpeboBaHMSAMU.

MpumeyaHune —B cootBeTcTBUU ¢ onpeaeneHneMm OCT ISO 9000 koHTponb kayecTBa — 9T0 npoleaypa
OL|eHKM COOTBETCTBUSA NyTeM NpOBEepKMU, HabnogeHnsa u CyXeHU!, CoNnpoBOXAaEMbIX COOTBETCTBYIOLMMU UCTIbITAHNS-
MW UNU U3MEPEHUAMMU.

3.3.8 meTop [cnoco6] KOHTpona kavecTBa ycrnyr: COBOKYNHOCTb NpaBui, NPUHLMMNOB, CPEACTB,
Nno3BONAILNX KOHTPONMPOBaThL Ka4yeCTBO YCNyru.
3.3

MeHeXMeHT ycnyr: [lesTenbHOCTb, HanpaBreHHasn Ha BbiNONHeHue TpeGoBaHui noTpeGutenen ycnyr.
[FTOCT P NCO/M3AK 20000-1—2010, 2.14]

3.3.10 cuctema MeHemKMeHTa KauyecTBa ycnyr: Cucrtema MeHegXXMEHTa ANnA pPyKOBOACTBa M
ynpasreHus opraHusauuen NPUMEHUTENLHO K KA4€CTBY yCryr.

3.3.11 MeHepoXMeHT KauyecTBa ycnyr: CKOOpAMHMPOBaHHAA AEATENbHOCTb NO PYKOBOACTBY WU
yNpaBneHunio opraHm3aunei NPMMEHUTESNIbHO K Ka4eCTBY YCHyr.

3.3.12 Tpe6oBaHue K ycnyre: [JOkyMEeHTanbHO U3NOXEHHbIN KpUTepUn, KOTOPOMY A0SDKHA COOTBET-
CTBOBaTb KOHKPETHas OKka3biBaemas ycnyra.

3.3.13

yOOBNETBOPEHHOCTb NOTPeouTeneit: BocnpusaTtue 3akazunkamu 1 noTpedUTenssMMU yCnyr CTENEHU Bbl-
nosnHeHus ux TpeboBaHui.
[FOCT ISO 9000—2011, 3.1.4]

3.3.14

npeTteH3ua (kanob6a): BoipaxeHune HeyAOBMETBOPEHHOCTU Npoaykuuen u/mnu paboToin opraHusauum,
UNN HENOCPEACTBEHHO NPOLIECCOM YNPAaBNEeHUS NPETEH3USAMU B CUTYaLMAX, FAe ABHO MW HESIBHO OXuaa-
€TCA OTBET UMM peLLeHue.

[FOCT P UCO 10002—2007, 3.2]

3.3.15

obparHasa cBA3b: MHEHUsi, KOMMEHTapUKN U BbIPAXXEHUSI 3aMHTEPECOBAHHOCTW B yCnyre Wnu npouecc
06paboTku xanob.
[FTOCT P UCO 10002—2007, 3.6]

3.3.16 puck: BepoaTHOCTb NPUYMHEHUSA NPU OKa3aHMKU YCNYr BPeAa >M3HU UMK 3[0POBLIO rPaXaaH,
UMYLLIECTBY (PU3NYECKUX UNU IOPUANYECKUX NUL, TOCYAApCTBEHHOMY WAU MYHULMNANbHOMY WUMYLLECTBY,
OKPY>KAIOLLEN Cpeae, >KU3HU UMK 340POBbI0 XUBOTHLIX M PACTEHUI C YYETOM TSDKECTU 9TOr0 Bpeaa.

4
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3.3.17 6esonacHOCTb ycnyr: COCTOsiHUE YyCnyr, NpU KOTOPOM OTCYTCTBYET HEAOMYCTUMbIA PUCK, CBS-
3aHHbIN C NPMYUHEHWEM BPeAa XM3HW UIN 340POBLIO TPaXaaH, UMYLLECTBY (DU3NYECKHUX UIU IOPUANYECKUX
nuu, rocyaapcTBEHHOMY MMM MYHULMMANBHOMY UMYLLIECTBY, OKPY>XAIOLLEN CPeae, KM3HU UIN 340POBbIO XKU-
BOTHbIX U PACTEHWIA.

3.3.18

ynpaBrieHue Ka4yectBoM: YacTtb MEHEeMKMEeHTa Ka4YecTea, HanpaBneHHaa Ha BbiNOJIHEHUE Tpe60BaHMVI K
KayecTBy.
[FOCT 1SO 9000—2011, 3.2.10]

3.3.19

o6ecneyeHue KayecTBa: YacTb MeHeIKMEHTA KAYECTBA, HANPaBNEHHAA HA CO34aHME YBEPEHHOCTH, YTO
TpeboBaHus k ka4ecTBY ByayT BbINONHEHDI.
[FOCT ISO 9000—2011, 3.2.11]

3.3.20

yrnyyvueHue KayecTBa: YacTb MEHEe)KMEHTA KayeCTBa, HanpaBSieHHAs Ha YBENUYEHUE CNOCOBDHOCTY Bbl-
NonHUTL TpebOBaHMSA K KAYECTBY.

MpumMeyaHune — TpeboBaHMA MOTYT OTHOCUTBCA K NMOObIM acnekTam, TakuM Kak pe3ynbTaTMBHOCTb, adhdek-
TWBHOCTb UMW NPOCIEXNBAEMOCTb.

[FOCT ISO 9000—2011, 3.2.12]

3.3.21
MOCTOAHHOE YyrnydlleHue: HOBTOpﬂIOLuaFICFI AeATENbHOCTL NO YBENUYEHUIO CNOCOOHOCTU BLINOMHUTL
TpeboBaHus.
MpuMeyvaHue — [lpouecc yCTaHOBMEHUS Lenei U NoUcka BO3MOXHOCTEN YNyYLIEHUS ABNSETCA NOCTOAHHBIM

npoLeccom, MCronb3ayoWwmuM HabnogeHns ayguTa u 3akmnioveHns nNo pesyneTaTaM ayauTta, aHanu3 AaHHblX, aHanu3
CO CTOPOHbI PYKOBOACTBA UNU pyrne cpefcTBa U 0ObIMHO BEAYLUUM K KOPPEKTUPYIOWMUM AENCTBUAM UNKU Npeaynpe-
KOarLWnM AeNCTBUAM.

[FTOCT ISO 9000—2011, 3.2.13]

3.3.24 npocnexuBaeMocCTb ycnyr: BO03MOXHOCTb AOKYMEHTANbHO YCTAHOBUTb ncnonHuTens
ycnyr.

3.3.22 npocnexuBaeMocTb ycnyr: Bo3aMOXXHOCTb JOKYMEHTANbHO YCTAHOBUTL MCMONHUTENS (Mno-
CTaBLUMKa) YCnyr.

3.3.23 cooTtBeTCTBME YyCnyr: BoinonHeHue TpeboBaHusA, NpeabsBASIEMOro K ycnyre.

3.3.24 HecooTBeTCTBME yCnyr: HeBbinonHeHne TpeboBaHUs, NPeabsABSAEMOro K ycrnyre.

3.3.25 npepynpexparuwee gencreue (ana ycnyr): [eiicrBue, npeanpuHATOe AN yCTpPaHEHUs
NPUYKHBI NOTEHLUMANLHOr0 HECOOTBETCTBUS UMW APYTON MOTEHLIMANBHO HEXENAaTENbHOW CUTYaLHN.

3.3.26 koppekTupylouee gencTBue (ansa ycnyr): [leiictBue, NpeanpuHATOE ANs YCTPAHEHUS Npu-
YKHbI OBHAPY>KEHHOTO HECOOTBETCTBUSI UMW APYIoW HEXenaTenbHON cuTyauuu.

3.4 NMoHaTUA B oGnacTun noaTBepXAeHUA COOTBETCTBUSA yCnyr

3.4.1 cuctema ceptudmkaumum ycnyr: CoBOKYNnHOCTb MpaBun BbINONHEHMs paboT no ceptudmkauum
yCIyr, €€ y4aCTHWKOB U NpaBuI (pyHKUMOHUPOBAHUSA CUCTEMbI CepTUMKALMM B LIETIOM.

3.4.2 opraH no ceptucpukaumm ycnyr: KOpuanyeckoe nuuo unum MHAMBMAYanNbHLIA NpeanpuHUMAa-
Tenb, aKKpeAUTOBAHHbLIE B YCTAHOBNIEHHOM NMOpsAKe ANA BbINONHEHUSA paboT no ceprtudpmukaymm  ycnyr.

3.4.3 obbekTt ceptucpukaumm B cdepe ycnyr: Ycnyra, pesynbTar ycnyru, npouecc okasaHus
(npepocTaBneHns) ycnyru, NnepcoHar, OKasbiBaloLLMIA YCNYrn, UCMONHUTENb YCIYTU, CUCTEMA MEHEIKMEHTA
KavecTBa ycnyr, noanexaiyue ceprudukaLmu.

3.4.4 oueHka cooTBeTCTBUA Yycnyr: [1psmoe unu KOCBEHHOE onpeaeneHue cobniogeHusa Tpebdosa-
HUI, NpeabABNAEMBIX K yCryram.

3.4.5 noaTBepxaeHue COOTBETCTBUA yCAyr: [JokyMeHTanbLHOe y40CTOBEpEeHUe COOTBETCTBUA Bbl-
nonHeHus paboT unu Oka3aHWA YCNyr NONMOXXEHUAM CTaHAapTOB, CBOAOB MPaBuUIl, YCIIOBUSIM AOrOBOPOB UNK
TpeGoBaHUAM APYIUX [AOKYMEHTOB.

3.4.6 ceptudukauusa ycnyr: dopma 0oCyLLECTBASSEMOro OpraHoM no ceptudmkauun noaTeepXaeHus
COOTBETCTBUA YCNYT NONOXEHUSIM CTaHAApTOB, CBOAOB NPAaBuI, YCIIOBUSIM JOTOBOPOB  uUnu TpeboBaHuAM
Apyrux AOKYMEHTOB.

3.4.7 ceptupuumpyeman ycnyra: Ycnyra, nognexawas ceprucukaumm.
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3.4.8 ceptucdhmumMpoBaHHas ycnyra: Ycnyra, npolueatuas ceptudukaumio.

3.4.9 3Hak cooTBeTcTBUA: OGO3HAYEHNe, cryxallee Ans MHAOPMUPOBaHUS noTpeburenen o0 cooT-
BETCTBMU YCNyr kak oObekta cepTudukauum tpeboBaHuaM CUCTEMbl AOOPOBOMbLHOW cepTudpukauumu unm
HaLMOHanNbLHOMY CTaHAapTy.

MpuMeyaHue — NpUMeHeHVe 3Haka COOTBETCTBUS OCYLLECTBISeTCs NoTpebuTeneM ycnyr Ha Ao6poBonb-
HOI1 OCHOBe MHOBLIM YAO0GHLIM crocoGoM B NOPsiAKE, YCTaHOBIIEHHOM OpraHoM Mo cepTUdUKaLmm.

3.4.10 cepTudmMkaT COOTBETCTBUA Ha ycnyru: [OKYyMEHT, yAOCTOBEpPSOWMUIA COOTBETCTBME YCNyr
NONOXEHWAM CTaHAapToB, CBOAOB NPAaBUI, YCIOBUSAM AOrOBOPOB WK TpeOoBaHUAM APYrUX JOKYMEHTOB.

3.4.11 ngeHTucdmnkauma ycnyr: YCTaHOBNEHWE COOTBETCTBUSA OnpeAereHHbIX YCnyr uX CyLLleCTBEH-
HbIM MNpU3HaKaM, a Takke TPeOOBaHWSAM HOPMATUBHbIX, TEXHUYECKUX AOKYMEHTOB U MHpopmaumm o6 yony-
rax, cogepxaiiencs B JOKyMeHTax ans notpebuteneii.
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