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1aHBaps TekKyLllero roga) MHOpMaLMOHHOM yKasaTene «HaumoHasibHble CTaHAapThi». a othuLabHbIN
NIIOKCT M3MEHEHWlA 1 NONPaBOK - B XEeMEeCAYHOM MH(OPMALMOHHOM yKasaTene «HaunoHabHble CTaH-
JapThbi». B cnyyaB nepecmoTpa (3aMeHbl) WA OTMeHbl HaCTOALLEero cTaHAapTa CooTBeTCTBYylLee
yBefjomneHne 6yaoT onybinkoBaHo B 6amxailem BbiMycke MHhOPMaLMOHHOIO ykasaTena «HauuoHasnb-
Hble cTaHfapTbi». CooTBeTCTBYLWan nHhopMmauus, yseJoMIeHNe 1 TEKCTbl pasMeLlalnTCcsa TakKxe B
MHOPMaLMOHHON cucTeme 06Lero nob3oBaHus - Ha oduymanbHOM caiTe PefepanbHOro areHTCcTBa
no TEeXHUYEeCKOMY perynmpoBaHuio n MeTposaorum B ceTu NHTepHeT (gost.ru)
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4YeCKoMy perysiMpoBaHuio U MeTposIorMu



rOCT P 50646—2012
BeepeHve

YCTaHOBMEHHbIE B HACTOALLEM CTaHAapTe TEPMUHbLI, OTpaxarolime cUCTEMY NOHSATUN B cdepe ycnyr
Hace/NeHno, PacnosioXeHbl B CUCTEMATU3NPOBAHHOM MOPSIAKE.

151 KQKAOr0o MOHSITUS YCTAHOB/EH OfUH CTaHAapTU30BaHHbIVi TEPMUH.

Hanunuue kBagpaTHbIX CKOGOK B TEPMUHOMOIMYECKOW CTaTbe O3Ha4yaeT, YTO B Hee BK/OYEHbl ABa
TEPMUHA, MMELLMX 06LMe TepMUHO3NeMeHTbl. B andgaBnTHOM ykasaTesle faHHble TepMUHbI NpUBEAEHbI
OTAENBHO C yKa3aHWEM HOMepa CTaTbMu.

MpuBesAeHHble onpeaeneHnsi MOXHO Npu HeO6XOANMOCTM U3MEHSITb, BBOAS B HUX MPOWU3BOAHbLIE NPU-
3HAKW. packpbiBasi 3HAYEHWSI UCMO/Ib3YEMbIX TEPMUHOB U/UN YKa3biBas 06BbEKTbI, OTHOCSILLMECS K Onpeje-

NAeMoMy NOHATUI. TN U3MEHEHUA He [0/DKHbI HapylaTtb 06beEM U cogepxaHune NOHATUNA, onpeaenieHHbIX
B HacTodWweM CTaHAapTe.
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HALUWOHANbHBLIWN CTAHALAPT POCCUWCKOW GEALEPALMUMN

YCNyrin HACEJIEHUIO
TepmMuHbI 1 onpegeneHns

Services for people. Terms and definitions

Jata BBegeHna — 2014—01—01

1 O6nacTb NPUMEHEHUS

HacTosawwii ctaHAapT ycTaHaBAMBaeT TePMUHbI 1 onpejeneHus NoHaTuii B 061acTv ctaHaapTusa-
UMK, MeHEKMEHTa YC/yr W MOATBEPXAEHNSI COOTBETCTBUS B CDepe YCnyr, okasblBAeMbIX HACE/IeHNIO.

2 HopmartuBHbIe CCbI/IKU

B HacTosiLleM cTaHfapTe MCnosib30BaHbl HOPMATUBHbIE CCbISIKM Ha cnefyloline ctaHAapThl:

FOCT P MCO 10002—2007 MeHemXMeHT opraHu3auuun. Y40BNeTBOPEHHOCTb notpebutens. Pyko-
BOZCTBO MO yNpaB/IeHNIo NPeTEeH3NAMN B OpraHnsauunsax

FOCT P NCO/M3K 20000-1—2010 WHpopmaunoHHas TexHonornsa. MeHemkmeHT ycnyr. Yactb 1.
Cneundomkaums

FOCT ISO 9000—2011 Cuctembl MeHeg)XMeHTa KayecTBa. OCHOBHbIE NOMOXEHUA U C/oBapb

MpumMmedaHue - [py NOML30BAHUM HACTOALWMM CTaHAAPTOM LE/1eco06pa3Ho NpoBepuUTs AeliCTBUE CCbi-
JIOYHBIX CTAHAAPTOB B MH(POPMALMOHHON cucTeMe O6LLero nosb3oBaHus — Ha oduumasibHOM caiite deaepasibHoOro
areHTCTBa Mo TEXHUYECKOMY PEry/IMPOBaHUI0 N METPO/IOTMN B CETU VIHTEPHET WU/ N0 EXerofHoMy MHDOPMAaLOHHOMY
ykasatenio «HauvoHanbHble CTaHAapTbl», KOTOPbI ONy6/IMKOBaH MO COCTOSHMIO HA 1 SHBapsi TEKYLLEro roga, v no Bbl-
MyckaMm €XeMecsiyHoro WHOPMALMOHHOTO yKasatens «HauuoHaslbHble CTaHAapTbi» 3a Tekywwii rog Ecnv 3ameHeH
CCbI/IOYHbIV CTaHAAPT, Ha KOTOPbLIA faHa HeaaTMpOoBaHHasi CCblfka, TO PEKOMEHAYETCS WUCMO/b30BaTh AEACTBYIOLLYHO
BEPCMI0 9TOr0 CTaHAapTa C YYeTOM BCEX BHECEHHbIX B [AHHYI0 BEPCUI0 U3MEHEHMUI. ECM 3aMeHeH CCbINOYHbIV CTaH-
[apT. Ha KOTOpbIii AaHa AaTVpOBaHHAs CCbIKa, TO PEKOMEHAYETCS MCMO/b30BaTh BEPCUIO 3TOMO CTaHAapTa C ykasaH-
HbIM BbilUE TO4OM YTBEPXAEHUS (MPUHATUS). ECnn nocne yTBEPXAEHUs] HACTOSILLEro CTaHAapTa B CCbIIOYHbIVA CTaH-
[lapT. Ha KOTOpbIii AaHa AAaTUPOBAHHAS CCblKA, BHECEHO U3MEHEHMWe, 3aTparvBalollee MOSIOKEHNE, Ha KOTopoe daHa
CCbI/IKA, TO 9TO MOSIOKEHUE PEKOMEHAYETCS MPUMEHsTL 6e3 ydeTa [aHHOro U3MeHeHWsi. ECNn CCbINoYHbIA cTaHaapT
OTMeHeH 6e3 3aMeHbl, TO MOJIOKEHE, B KOTOPOM AaHa CCbi/ika Ha HEro, PEKOMEHAYETCS MPUMEHSATL B 4acTu, He 3aTpa-
TMBAIOLLEN 3Ty CChI/IKY.

3 TepMUHbI 1 onpeaeneHvs
3.1 O6wme noHATHSA

3.1.1 ycnyra: Pe3synbTaT HenocpeAcTBEHHOrO B3aWMOAENCTBUS UCMOMHUTENS U NOTpebuTens, a
TakKe COBCTBEHHON AesATeNIbHOCTY UCTMOMHUTENS YCYT MO Y/AOBETBOPEHWIO MOTPEGHOCTM noTpebuTens

yCnyr.

MpumeyaHunsa

1 B cooTBeTCcTBMU C onpegenennem OCT ISO 9000 ycnyra - 370 pe3ynbTar, kak MUHUMYM, OOHOTr0 AeincTaus,
o0653aTeNbHO NPOM3BELEHHOrO (OCYLLECTBIEHHOTO NPV B3aUMOAENCTBUN) Mexy NOCTaBLUMKOM M 3aka3yumkom (notpe-
6uTenem). kak npaswio, HemaTepuasbHbI.

2 Ycnyru, okasblBaeMble HaceneHuto, NoApasfensaoTca Ha MaTepuasibHble, HemaTepuasbHble - (COLManbHO-
KYNbTYpHbIE) U CMeLUaHHbIe.

3.1.2 mMaTepuanbHasa ycnyra: Ycnayra no yAOBMETBOPEHUID MaTepuanbHO-6bITOBbIX NOTpe6HoCTel

noTpeGuTens ycnyr, okasaHue KOTOpOil BKIYaeT AeATeNbHOCTb, OCYLLECTB/ISEMYIO MO OTHOLIEHMWIO K MaTe-
pvianbHOMy NPOAYKTY, B TOM yMcne, NpefocTaBsieMoMy noTpebutenem.

M3paHune ouymansHoe
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MpnmeuvaHnsa

1 MaTepuasibHble YCyrn BKIIOYAIOT: YCYr aBTOCEPBUCa, PEMOHT 1 TeXHUYeckoe ob6cnyxmsaHme obopyaosa-
HUA. TEXHUKW, MalUWH, PEMOHT ¥ BO3BEAEHWE >XWJbIX MOCTPOEK, PEMOHT W U3TOTOBSIEHWE W3LE/NNIA, XUMUYECKYHO
UUCTKY, CTUPKY 6enbsi, XWUINLLHO-KOMMYHa/IbHBIE YCYX, TPAHCNOPTHbLIE YCNYTH, YCNYX CPeACTB pasMeLLeHns], yciyru
VHAYCTPUM MUTaHUA 1 np.

2 MatepuanbHas ycnyra obecneumBaeT BOCCTAHOBMEHNE (M3MEHEHWEe, COXPaHEeHKe) NoTpeGuTeIbCknx CBOMCTB
npoAyKTa UM M3roTOB/IEHME HOBOTO MPOAYKTA Mo 3akasam noTpebuteneid, nepemMeLleHve rpysoB v Noaei, cosgaqve
YCNOBWIn ANa NnoTpebaeHns ycnayr no 3akazam notpebuteneli n T.0.

3 Ycnyrn oTAenbHbIX  BUAOB, OCYLUECTB/SieMble 3a NaTy Mo 3akasy noTpebuteneli n umerowve Hekuidi Ma-
TepuanbHbIi pe3ynbTaTt UM MaTepuasibHoe BblpaXeHue, NHOTAA HasbliBalOT PaboToiA.

4 MaTepuasibHble YCyrM He WCYEpPnbIBAOTCA MPUBEAEHHBIM NEPEeYHEM.

3.1.3 coymanbHO-KyNbTypHas [HemaTepuanbHas] ycnyra: Ycayra no yfoBneTBOPEHUIO AyXOBHbIX,
VHTENNEKTYasbHbIX, 3TUYECKUX NOTPEBGHOCTEN 1 NoAAEPXKaHNE HOPMabHON XU3HeAesiTeNbHOCTU NOTpe6u-
Tens. B TOM uic/ie NoAfepXaHue 1 BOCCTaHOB/MIEHWE 3[40POBbS, LYXOBHOE M (hU3nyeckoe pa3BuTme NNYHO-
CTU. NOBbLILIEHWE NPOdecCMoHaNM3ma.

MpunmeuvaHnsa

1 CoumasibHO-KyIbTYpHbIE YCIYTY BK/THOYALOT:

- NpejocTaB/ieHne HeMaTtepuasibHbIX NPOAYKTOB (Hanpumep, cTpaxoBaHue, 6aHKOBCKMe, (oMHAHCOBbIE, aKCnepT-
Hble W NpPaBOBble YCAYX. KOHCAITUHI):

- 0bpasoBaTesibHble YCyrn (0byueHne, NoAroToBKa Kafpos, NoBbIleHne KeasmduKkauum nepcoHana u np.);

- YCNyX KyfnbTypbl, cnopta, Typu3ma, opraHusauus oTfpixa W gocyra:

- YXOf, 1 NeYeHne 3aKas3umkoB (Hanpvmep, napuvkmaxepckvie v KOCMeTUYeckue YCnyX. MeAULMHCKMEe YCyru,
YCNYX AN HENPOAYKTUBHbBIX XUBOTHbIX);

- cAava BHaem 060pyf0BaHWs, MOMELLEHW (Hanpumep, areHTCTBa No cAadve B apeHay, YCayxX npokarta):

- ceTeBble ycnyru (ycnyrv cBsi3n. VIHTEpHET, TesleKOMMYHVKauwii, TenetoHHOR cBA3n 1 ap.).

2 CouvuasnbHO-KyNbTypHbIE YCYIM He MCYeprbIBAOTCA MPUBEAEHHbIM NepeyHemM.

3 K cMeluaHHbIM yciyram OTHOCAT yCryru, npeaycMarpusaioline oHOBPEMEHHOE Y/0B/IETBOPEHNE MaTepuaslb-
HO-6bITOBbIX N COLMaNbHO-KYNIbTYPHbIX NOTpebHOoCTel noTpebutenel ycnyr.

3.1.4 ncnonHuTens ycnyr: MNpeanpusTue, opraHn3auus UaM UHAMBUAYANbHbIA NpeanpyHUMATESb,
okasblBatoLve, Npejnaralye WiM VMelolWMe HamMepeHue okasaTb YC/yry noTpeGuTenio.

MpumevaHna
1B cooTtBeTcTBUM C onpefesnieHneMm TOCT ISO 9000 ncnonHuTeNs ycnyr HasblBatoT MOCTaBLUVKOM YCYT.
2 WcnonHuTenb ycnyr MOXeT OblTb Ha3BaH CEPBUCHOI OpraHu3auueii.

3.1.5 noTpebutenb ycnayr: dusnyeckoe MLo, Nonyvawuiee, 3akasbiBawuwee aMb0 Mmerowee
HamepeHvue Mony4YuTb WU 3akasaTb YCAYry B JIMUHbIX, ObITOBbIX UM UHbIX LENsX, He CBSA3@HHbIX C OCY-
LLeCTBIEHMEM NPeANPYHUMATETbCKON AeATesIbHOCTU.

MpumeyaHune - lMotpebutenem ycnyr MOXeT ObiTb 3aKa3uuK, KAMEHT, rOCTb, MoKynartenb, TYpUCT, nacca-
XWp. NoceTuTe b, NauneHT, nonb3oBaTteslb YCNAYr, KIMEHT Ha abOHEHTCKOM  O06CNYXUBaHUK, MNOTEHUMANbHBbIN 3a-
Ka3yuK.

3.1.6 3aka3 Ha ycnyry: CornaweHve mexagy notpebutesnieM n UCNOSIHUTENEM YCAYrU B YCTHON Wan
WHOI chopMe, B COOTBETCTBUM C KOTOPLIM MCMOSIHUTE b YCNYT NPUHMMAaeT Ha cebsa o6si3aTenbcTBa OkKa-
3aTb ycnyry.

3.1.7 poroBop okasaHua [npepocTtasneHus] ycnyr: [OKyMeHTasibHO OhOPMJIEHHOE cornatleHue
mMexay notpebuteneMm u UCMOMHWUTENEM YC/yr, onpejensiollee puanyeckue, 3KOHOMUYECKNE U TEXHUYEe-
CKne OTHOLIEeHNA CTOPOH.

3.1.8 kopekc nosefeHus ucnonHutens ycnyr: COBOKYNHOCTb NPaBwWi MNOBEAEHUS UCMOJSIHUTENSA
ycnyr npu okasaHuu (nNpefocTaBfieHUun) YC/yr, OCHOBAaHHbIX Ha CO6MAeHNM TpeboBaHWUi yCTaHOB/EH-
HbIX AOKYMEHTOB.

3.1.9 okasaHue [nNpepocTaBneHue] ycnyru: [esATenbHOCTb WUCMOMHUTENSA Ycnyru, Heobxoaunmas
AN obecneyeHns BbINOIHEHUSA YCNYTH.

MpumevaHnsa

1 B cooTtBeTCTBUM C onpegeneHnem FOCT ISO 9000 okasaHue ycnyr - 370 AeiicTBME N0 NPeAoCTaB/EHNIO YCy-
.

2 OkasaHue yC/yX MOXHO Nogpasfenntb Ha OoTheflbHble 3Tanbl: obecnevyeHne Heob6XoAMMbIMU pecypcamu,
TEXHOMOrMYECKN NPOLLECC NCMOMTHEHUS, KOHTPO/b, UCMbITaHWe, NpuemMka, NPoLLEecc 06CNYXNBaHNS.
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3.1.10 o6cnyxunBaHue: [eAaTenbHOCTb UCTMOMHUTENSA YCAYr NPU  HENoCpPeACTBEHHOM  KOHTaKTe ¢
noTpeéutenem ycnyr.

MpumeuaHune — BcootBeTcTBUM C onpefeneHvem FTOCT P MCO 10002 o6cnyxuBaHue - 370 B3auMO-
[elicTBre opraHu3auum ¢ noTpebutenem (3akasunkom) Ha BCEX 3Tamax oOKasaHus YCNyru.

3.1.11 npouecc obcnyxnBaHusa: COBOKYNHOCTb onepaunii u feiACTBUiA, BbINO/HAEMbIX UCMOSHUTE-
neM ycnyr npu HenocpejcTBEHHOM KOHTakTe ¢ notpebutenem B npouecce okasaHua (nMpefocTaB/ieHus)
yCAyr.

3.1.12 meToga [cnoco6] obcnyxmBaHua notpebuteneli: Metog (cnocob) peanusauun notpebute-
NAM NPOAYKL UM, OCYLLLECTB/IEHNS OpPraHn3aLnoHHbIX MEPONPUATMIA B NpoLiecce okasaHusa (MpefocTaB/ieHuns)
yChyr.

3.1.13 TexHonornyecknii npouecc McnonHeHus ycnyru: OCHOBHas 4acTb npouecca okasaHus
(npepocTaBneHns) ycnyru, cBsidaHHas C UISMEHEHNEM COCTOSIHUA 06bekTa  YCryru.

3.1.14 NpofoMKNTENBHOCTL WCMNOJIHEHUA YyCNyrn: HopmaTuB BpPeMeHW Ha WCMOJSIHEHWE YCyru,
YCT@HOB/IEHHbI UCNOMHUTENEM YCNYTU U OBEAEHHbIN [0 CBEAEeHNA noTpebuTens ycnyru.

MpumeuvaHne — [pumepaMy YCTAHOB/IEHHbIX HOPMATWUBOB BPEMEHM HA UCMONHEHWUE YCAYTN SBASIOTCS
HOPMaTMBbl BPEMEHW Ha W3TOTOB/IEHUE NPOAYKLMM O6LLECTBEHHOTO NUTAHWSI, YCNYT XUMUUCTKYW, YCAYTU MO PEMOHTY 1
TEXHUYECKOMY O6C/YXVBaHUIO 060PYA0BaHUS, TpaHCnopTa 1 T.n.

3.1.15 npofo/MXUTENIbHOCTb 06CNyXuBaHusa: Nepuog BpeMeHu, B Te4eHne KOTOporo notpebutens
YCyr HEMOCPEACTBEHHO B3aMMOAENCTBYeT C UCMOMHUTENEM YCAYT.

3.1.16 npaBuna o6cnyxuBaHus: JOKYMEHT, pernameHTUpPYLWMiA NopsaaoK U YyCnoBus 06cnyxusa-
HMA noTpebuTenei u cogepxalymii COOTBETCTBYIOLME TPE6OBAHUS 1 HOPMbI.

3.1.17 npaBuna okasaHus [npegoctaBneHus] ycnyr: [JOKkyMeHT, ycTaHaBnuBawLWMii NOpsAoK, Co-
6/1104eHME KOTOPOro HEOBXO0AMMO ANS BbIMO/IHEHUSA KaKUX-IM60 [AeWCTBUIA Npy oKa3aHuu YChyr.

MpumeuvaHne — TpuMepamm Npasui okasaHus (MPeAOCTaBeHUs) yCnyr senstoTca Mpasuna 6bITOBOrO
o6CnyXu1BaHus HaceneHusi. MpaBuna okasaHWs YC/yr 06LLecTBEHHOMO NuTaHus. MpaBuna NPeaoCcTaBIeHNst TOCTUHUY-
HbIX ycnyr. MpaBuna BbINOSHEHUS OTAE/bHLIX BUAOB paboT, AeicTBylowme B Poccuiickoi ®egepauum U yTBep-
X[EHHblE B YCTAHOB/IEHHOM MoOpsigKe U ap.

3.1.18 ycnoBusa o6cnyxunsaHusa: CoBOKyNnHOCTb (pakTOpPOB, BO3AENCTBYHOLWMX HA NOTPebUTens ycny-
r B npouecce 06cnyXxunBaHus.

3.1.19 pesynbTat ycnyru: Pe3ynbTar AesiTeNIbHOCTU UCMOMHUTENSA YCAYr, HanpaB/ieHHOW Ha yfAo-
BNIeTBOpPEHNe noTpebHOCTM NoTpebuTens ycnyru.

MpumeuaHune — Pe3ynbTaT yCyrn 3akio4aeTcs B U3MEHEHWUWN COCTOSIHUSI 06bekTa ycnyru uvnm yno-
B/IETBOPEHUN NOTPEeBHOCTEN.

3.1.20 cdpepa obcnyxmBaHuss Hacenenusi: COBOKYMHOCTb NPeAnpuATUiA, opraHu3auumini n uHau-
BUAYasbHbIX NpeanpuHUMaTeneli, okasbliBaloLWMX YCAYrM HacesneHuo.

3.2 [oHAaTna B ob6nactu crtaHfapTusauuu ycnyr

3.2.1 o6bekT cTaHgapTusaumun: Ycnyra, npouecc okasaHus (npefocTaBfieHus) ycnyru, pesynbtar
ycnyru, nognexatime craHgaptmsauuu.

3.2.2 rpynna oAHOPOAHbIX ycnyr: COBOKYMHOCTb YC/yr, XapakTepu3yrLlMXcs 06LWMM LeneBbiM
NYWm pyHKLMOHa/IbHBIM  Ha3HaYeHneM.

3.2.3 cTtaHpapT Ha ycnyry: [lokyMeHT, B KOTOPOM B Lensx f406POBO/IbHOTO MHOFOKPATHOIO MCNOSb-
30BaHUs yCcTaHaB/MBAKOTCA XapakTepuCcTKN U NpaBuna oKasaHus ycryr UM BbIMNOSIHEHWSA paboT.

MpumeyaHne — K cTaHgapTam Ha yCnyru OTHOCAT: MEXAyHapofHble, PerMoHasbHbIe W HaLWOHAbHbIE
CTaHZapTbl, NpeABapUTE/IbHbIE HALMOHA/IbHBIE CTaHAAPThI, CTAHAAPTHI OpraHn3aLyy.

3.2.4 TeXHUYecKuii JOKYMeHT Ha ycnyry: [JJOKYMeHT, yCTaHaBNMBAOWNIA TeXHUUECKNE, TEXHOIOMU-
ueckme. KOHCTPYKTUBHbIE W APYrMe XapakTepuUcTUKN YCyTu.

MpuMmeuvaHne — K TEXHUYECKUM [OKYMEHTAM Ha YC/yry OTHOCST TEXHWYECKUE YC/IOBUS, TEXHOMOMYe-
CKWE KapTbl, TEXHO/IOTMYECKMNE WHCTPYKLUMM, CTaHAAPTbI paboTbl U 06C/YXMBaHUS, TEXHUYECKME OMMUcaHus, cneumduka-
UMW, 3KCNyaTaUMoHHYI0 [OKYMEHTALWMIO, CXEMbI, YEPTEXM, ICKW3bI W fp.
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3.3 MoHATHNA B 06/1aCTN KauyecTBa U MeHeXMeHTa ycnyr

3.3.1 KauecTBO ycnyru: COBOKYMHOCTb XapakTepUCTVK WK NokasaTesneii kayecTsa ycnyru, onpeje-
NSIIOLMX ee cnoco6HOCTL YA0BMETBOPSATL YCTAHOB/IEHHbIE WM MpejnosniaraemMble MOTPEGHOCTM MOTPe6u-
Tens.

MpumevyaHune — BcoorBeTcTBUK C onpegesnieHmem FOCT ISO 9000 KayecTBO YCNyr - 3TO CTeneHb Co-
OTBETCTBUSI COBOKYMHOCTY MPUCYLLMX XapakTePUCTUK YCNyr TpeboBaHUsAM, MNpeabsaB/semMbIiM K ycyram.

3.3.2 kauecTBO 06CNyXuUBaHUA: COBOKYNHOCTb XapakTepuUCTUK npoLecca W ycrIoBMil 06CyXMBaHUS,
ob6ecneunBaoL X yA0BIETBOPEHNE YCTAHOB/IEHHbIX UM NpeAnosiaraeMbix NOTpe6GHocTel noTpebuTens.

3.3.3 cBOWCTBO ycnyru: O6bekTuBHas 0CO6eHHOCTb YCyru, KoTopas NposiBAsSieTCA Npu ee okasaHun
(NnpepocTaBneHnn) n NoTpedbeHUN.

3.3.4 nokasateflb kayectBa ycnyru: KonmyecTBeHHasi WM KauyecTBEHHas XapakTepucTuKa OfHOro
WM HECKOJNIbKMX CBOWCTB YCyru, onpeaensiolyx ee cnoco6HOCTb yA0BNETBOPATbL NOTPEGHOCTU MNOTpe-
butens.

3.3.5 ypoBeHb kauyecTBa ycnyru: OTHOCUTENbHAs XapakTepucThKa KayecTBa YCyru, OCHOBaHHas
Ha cpaBHeHUn CbaKTI/ILIeCKI/IX 3HaueHuii nokasaTesieli ee KkayecTsa C HOPMAaTMBHbLIMN 3HAYEHUAMU 3TUX NOKa-
3aTeneii.

3.3.6 oueHka kayecTBa ycnyr: OnpegeneHne nokasaTesieil kayecTBa ycnyr ¢ y4eToM [OCTOBEPHO-
CTU U/WNN TOYHOCTM KOSIMYECTBEHHBIX 3HAUYEHWUIA.

3.3.7 KOHTPONb KayecTBa ycnyr: [eaTenbHOCTb N0 ONpeAesieHnto 3HauyeHuli nokasarteneii kave-
CTBa yCnyr n cpaBHeHUA NONYYEeHHbIX pe3ynbTaTtoB C YCTaHOBJ/IEHHbIMU TpGﬁOBaHI/IHMI/I.

MpumeuvyaHune — BcooTtsercTBuM Cc onpegeneHvem FOCT ISO 9000 koHTPO/b KayecTsa - 3TO npoueaypa
OLIEHKV COOTBETCTBMSI NyTEM MPOBEPKW, HABMIOAEHNST U CYXEHWIA, CONPOBOXAAEMbIX COOTBETCTBYIOLLMMU UCTbITAHUSA-
MU 1IN N3MepeHnamMn.

3.3.8 meTof [cnoco6] KOHTpona KadecTsa ycnyr: COBOKYMHOCTb MNpaBw/, MPUHLWNOB, CPEACTB,
MO3BONSAOWMNX KOHTPOIMPOBATL KauyecTBO YC/yri.
3.3

MeHeKMEHT ycnyr: 1eAaTenbHOCTb, Hanpas/ieHHas Ha BbINONHEHVE Tpe6oBaHuii noTpe6utenein ycnyr.
[FTOCT P NCO/M3K 20000-1—2010. 2.141

3.3.10 cuctema MeHeAXMeHTa kauyecTBa ycnyr: CucTeMa MeHefXMeHTa [ANA PyKoBOACTBA W
ynpaBfeHnsi opraHu3aumeil NPUMeHUTENLHO K KaYecTBY YCyT.

3.3.11 MeHefXMeHT kauyecTBa ycnyr: CKOOPAVHWPOBAHHAas AesATeNbHOCTb MO PYKOBOACTBY W
ynpaBneHN0 opraHn3aLmeil NPUMeHNTENbHO K KAYeCTBY YCIIyT.

3.3.12 Tpe6oBaHue K ycnyre: [JokyMeHTa/lbHO U3/0XKEHHbIA KPUTEPUA, KOTOPOMY [JOJIXKHA COOTBET-
CTBOBATb KOHKPETHAas OKasblBaeMmas ycryra.

3.3.13

YA0BNETBOPEHHOCTb NOTpe6uTeneii: Bocnpuatue 3akasumkamu 1 noTpeGuTensimmu ycnyr CTENEHU Bbl-
NOSIHEHUA UX TpeboBaHwWiA.
[FOCT ISO 9000—2011. 3.1.4]

3.3.14

npeTeH3us (kanob6a): BbipaxeHue Hey[0BMEeTBOPEHHOCTU npoAykuuelt u/unu pa6oToii opraHusauum,
WK HeMmoCcpeACcTBEHHO NPOLLECCOM YNpaB/iEHUsI MPETEH3UAMMU B CUTYaLWsIX, T4e SIBHO WM HESIBHO OXuga-
eTcs OTBET U/IN peLUeHNe.

[FOCT P NCO 10002—2007. 3.2]

3.3.15

o6paTHas cBA3b: MHEHWsA, KOMMEHTAPUWN U BbIPXXEHUA 3aMHTEPECOBAHHOCTM B YCAyre WM npouecc
06paboTKM Xasob.
[FOCT P NCO 10002—2007, 3.6]

3.3.16 puck: BeposiTHOCTb NMPUUMHEHUS MPU OKa3aHWU YCAyr Bpeaa XWU3HW UM 300POBLI0 rpaXaaH,
VMYLLECTBY (DU3NUECKUX WM OPULUYECKAX NUL. TOCYAapCTBEHHOMY WM MyHULMMNANbHOMY WMYLLECTBY,
OKpyXatoLeii cpesie, XU3HU UK 340POBbH XMBOTHLIX U PACTEHUI C YUETOM TSXXECTM 3TOro Bpesa.

4
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3.3.17 6e3onacHocTb ycnyr: CocTosiHue ycnyr, Npy KOTOPOM OTCYTCTBYeT HeAoMnyCTUMbI puUCK, CBS-
3aHHbIA C NPUUMHEHNEM BPEAA XM3HU WUIN 3L40POBbLI0 rPakAaH, UMYLLECTBY (OM3NYECKUX WK I0PUaNYECXMX
JUL,. TOCyAapCTBEHHOMY MM MyHULMNANbHOMY UMYLLECTBY, OKpYXatoleil cpesie, XNU3HA UK 3L0POBbIO XU-
BOTHbIX 1 pacTeHWiA.

3.3.18

ynpaBfieHne KkayecTBOM: YacTb MeHe[KMeHTa kayecTBa, Hanpas/ieHHas Ha BbiNOJIHEHWe Tpe6oBaHuii K
KauvecTsy.
[FTOCT ISO 9000—2011, 3.2.10]

3.3.19

obecneyeHne kayecTBa: YacTb MeHe[pKMEHTa KayecTBa, Hanpas/ieHHas Ha Co3faHne yBepeHHOCTH, UTO
Tpe60BaHUA K Ka4ecTBy 6YAYyT BbINOSHEHbI.
[FOCT ISO 9000—2011. 3.2.11]

3.3.20

ynyulleHne kadyectBa: YacTb MeHeIXMeHTa kayecTBa, Hanpas/ieHHas Ha yBennyeHne cnocobHOCTU Bbl-
NOTHUTb TPe60BaHUSA K KA4ecTBy.
MpumevyaHune — TpebGoBaHUS MOryT OTHOCUTLCA K NHOOLIM acnektaM, TakuM Kak pesynbTaTMBHOCTb, adhdhek-
TUBHOCTb UMW NMPOC/IEXVBAEMOCTb.

[FOCT ISO 9000-2011, 3.2.12]

3321
NOCTOSIHHOE y/y4weHue: MNoBTOPAOWANACA AEATE/IbHOCTb MO YBE/IMYEHUID CMOCOGHOCTU BbINOMHUTL
TpeboBaHus.
MpumeyaHune — Tlpouecc ycTaHOBNEHUS Leneli N noncka BOSMOXHOCTEN ynyylleHnst ABNSETCH NOCTOSAHHbIM

MpOLLeccoM, MCMOoMb3yOLWMM HabMIOAEHNS ayauTa 1 3ak/l0YeHNs Mo pesynbTatam ayauTa, aHa/ims JaHHbIX, aHams
CO CTOPOHbI PYKOBOACTBA UM ApYTvie CPeACcTBa 1 06bIHHO BEAYLLMM K KOPPEKTUPYIOLWMM AeiCTBUSM Uau npegynpe-
KOAOLWUM AeACTBUAM.

[FOCT ISO 9000-2011. 3.2.131

3.3.24 npocnexuBaemoCTb ycnyr: BO3MOXHOCTb AOKYMEHTa/IbHO YCTaHOBUTb UcnonHUTeNA
yCAyr.

3.3.22 npocnexuneBaeMocTb ycnyr: Bo3MOXHOCTb JOKYMEHTa/IbHO YCTAHOBUTL uncnonHuTensa (no-
cTaBlyMKa) ycnyr.

3.3.23 cooTBETCTBME YyCNYr: BbinonHeHve TpeboBaHuA, NpeabsABAsSeMOro Kycnyre.

3.3.24 HecooTBeETCTBME yCNyr: HeBbinosHeHe TpeboBaHNs, NpPeabsABISEMOro K ycnyre.

3.3.25 npepynpexpatkouiee geiicteme (gna ycnyr): [elicTBue, npeanpuvHATOe ANS yCTpaHeHus
NPUYNHBI NOTEHLMAIbHOrO HECOOTBETCTBUA WU APYroli NOTEHLMA/IbHO HeXenaTelbHOl CUTyauun.

3.3.26 KoppekTupytouiee agelicteue (ana ycnyr): [eliicTBue, npeAnpuHATOe A8 YCTPaHEHUA npu-
YMHbI 06HAPYXXEHHOro HeCOOTBETCTBUA WM APYrOi HexenatenbHON CcUuTyauuu.

3.4 MoHATUS B 061acTu NOATBEPXAEHNA COOTBETCTBUSA YCNyr

3.4.1 cuctema ceptucukaumm ycnyr: CoBOoKynHOCTb NpaBu/ BbINOSIHEHUA pPaboT no cepTudmkalmmn
YCAyr, ee y4aCcTHUKOB U npaBu/l PYHKLUNOHUPOBAHUA CUCTEMbl CepTUdIMKALUN B LLESIOM.

3.4.2 opraH no ceptudumkauum ycnyr: tOpuanyeckoe nNMLo WKW MHAWBUAYANbHbIA NpeanpuHuMa-
TesNb. aKKpeanTOBaHHbIe B YCTAHOB/IEHHOM MNOpsAKe AN BbINOMHEHUA paboT No cepTuduKaunm  ycnyr.

3.4.3 06bekT cepTudumkauum B cdepe ycnayr: Ycnayra, pesynbTar ycfyru, npouecc okasaHus
(npepocTaBneHuns) ycnyr, NepcoHasn, okasbiBatoLWmin YCNyr, UCNONHUTENb YCYrh, CUCTEMA MEHeKMEeHTa
KayecTBa ycnyr, nognexatime ceptudumkaumnm.

3.4.4 oueHka cooTBeTCcTBUA Yycnyr: MNMpamoe namM KOCBEHHOe onpejesnieHne cobnwaeHns Tpebosa-
HUA. NpeabABASAEMbIX K yC/yram.

3.4.5 noaTBepxaeHne COOTBETCTBUA ycnyr: [lokyMeHTa/ibHOe Yy[0CTOBepeHe COOTBETCTBUA Bbl-
NoSIHEHNA pPaboT UK OKasaHUs YCNyr NOSIOXKEHNSAM CTaH4apToB, CBOAOB Mpasus, YC0BUAM AOr0BOPOB UK
TpeboBaHNAM APYrUX [OKYMEHTOB.

3.4.6 cepTudukaumnsa ycnyr: ®dopma ocyLLecTBASEMOr0O OpraHoM no cepTucmkaunm NoATBEPXAEHMNS
COOTBETCTBUSA YC/Yr NOMIOXEHUSAM CTaHAapToB, CBOAOB MpasBw/l, YCNOBUAM AOTOBOPOB WU TpeboBaHUSAM
OPYruX JOKYMEHTOB.

3.4.7 cepTudmumpyemas ycnyra: Ycnyra, nognexawas ceptudmkauymnu.
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3.4.8 ceptndpmnumpoBaHHas ycnyra: Ycnyra, npowejlwas ceptudukauuio.

3.4.9 3Hak cooTBeTcTBMA: O60O3HAUYeHUe, cnyxawee Ana MHAOPMUPOBaHUS NoTpebuTenen o cooT-
BETCTBMM YCNyr kKak obbekta cepTudukaumm tpeboBaHWAM CUCTEMbI [0OPOBOMBLHOW cepTudmKkauuu unm
HaLMoHaNbHOMY CTaHZapTy.

MpumeuyaHune - MNpUMEHeHNe 3HaKa COOTBETCTBUS OCYLLECTB/SETC NoTpebuTenem ycnyr Ha 4Oo6poBOsIb-
HO¥i OCHOBE /1I06bIM Y/A06HBIM CNOCO60M B NOPSAKE, YCTAHOBAIEHHOM OPraHoM Mo cepTUdmMKaumi.

3.4.10 cepTudmKkaT COOTBETCTBUA Ha ycnyru: [OKYMEHT, yOCTOBEPSAOLNIA COOTBETCTBME YCNyr
NOJIOXEHVAM CTaHAapToB, CBOAOB NPaBw/l, YC/I0OBUSIM  [OrOBOPOB WU TPEOOBaAHUSAM APYTrMX OKYMEHTOB.

3.4.11 naeHTuduUKaLmna ycnyr: YctaHoB/ieHMe COOTBETCTBUS ONpefenieHHbIX YCAYr UX CyLl,ecTBeH-
HbIM MNpu3HaKaM, a Takke Tpeb6oBaHUSAM HOPMATKBHbIX, TEXHUYECKUX AOKYMEHTOB U MHpopmauum 06 ycny-
rax. cogepxaweiica B fOKyMeHTax g1 notpeéutenei.
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