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MpeancnoBue

1 MOATOTOBJIEH O6uiecTBOM C OrpaHMYeHHOl OTBETCTBEHHOCTbIO «MH(opMaLnoOHHO-aHanMTu4ye-
CKWii BbIMUCUTENBHBIN UeHTP» (OO0 «MNABLL») Ha OCHOBE COGCTBEHHOrO NepeBoAa Ha PYCCKUIA A3blK aHT10-
A3bIYHON BEPCUM [OKYMEHTA, yKa3aHHOro B NyHKTe 4

2 BHECEH TexHuyeckum komMnTeToM Mo cTaHgaptusauum TK 22 «/IHhOpMaLMOHHbIe TEXHOIOTUN»

3 YTBEPX/JEH VI BBEAEH B IEVNCTBWE MNpukasom ®efepanbHOro areHTCTBA N0 TEXHUYECKOMY pe-
ryMpoBaHunio u metponorum ot 27 dpeBpans 2017 r. N 72-cT

4 HacToAwwniA cTaHgapT MWAEHTUYEH MeXxAayHapogHomy paokymeHTy ISO/IEC TR 20000-10:2015
«NHpopmaunoHHble TexHonorun. Ynpasnexnve ycnyramu. Yacte 10. OCHOBHble MOHATUA W TEPMUHONOTMNSA»
(ISO/IEC TR 20000-10:2015 «Information technology — Service management — Part 10: Concepts and
terminology». IDT).

ISO/IEC TR 20000-10 pa3paboTaH nogkomutetom MK 40 «Ynpasnenne NT-ycnyramm n 6musHec-perynu-
poBaHue B chepe NT» coBMecTHOro TexHuyeckoro komuteta CTK 1 «MHopMaLOHHbIe TeXHONOrnn» Mex-
AyHapoAHol opraHu3auumm no ctaHgapTtusauymm (MCO) n MexayHapoAHOW 3NeKTPOTEXHUYECKOW KoMuccuu
(M3K).

Mpu NnpuMeHeHU HaCTOALLEro cTaHgapTa peKkoMeH4yeTcs UCNOob30BaTb BMECTO CCbI/TIOUYHbIX MEeXAyHa-
POLHbIX CTAaHAAPTOB COOTBETCTBYIOLWIME UM HaLuMOHaNbHble cTaHAapTel Poccuiickoli ®epepaunn, ceegeHus o
KOTOPbIX NpUBEfEHbl B [OMNOIHUTENLHOM Npunoxexnun JA

5 BBEJEH BIEPBbIE

6 HekoTopble MONOXEHNA MEXAYHAPOLHOTO AOKYMEHTA, YKa3aHHOro B MyHKTe 4. MOTYT SiIBASTLCA 06b-
eKTOM NaTeHTHbIX NpaB. MexayHapoaHas opraHusauus no ctaHgaptusaymmn (MCO) n MexgyHapogHas anek-
TpoTexHnueckas kommccus (MIK) He HECYT OTBETCTBEHHOCTM 3a UAEHTUMKALUIO NOLOGHbIX MATEHTHbLIX Npas

MpaBuna npUMeHeHUs HacTOoALWEero cTaHfapTa yCTaHOB/eHbl B cTaTbe 26 defepasbHOr0 3aKkoHa
oT 29 moHA 2015 r. Ne 162-®3 «O cTaHgapTwusauun B Poccuiickoii ®egepauun». VHdopmauus ob
U3MEHEHUSX K Hac T osLeMy CTaHgap Ty ny6nkye T Cs B eXerogHoMm (Mo cocTosHUIo Ha 155HBapsa TeKyLwero
roga) UHOPMaLMOHHOM yKasaTesne «HaunoHaslbHble CTaHAapThi», a ohuLMabHbIii TEKCT U3MEHEHWIA
M NONpaBOK — € eXeMeCcsA4YHOM WHCOPMAaLMOHHOM ykaszaTefle «HauuoHanbHble cTaHfapTbi». B cnyuvae
nepecMoTpa (3amMeHbl) AN OTMEHbl HACTOALWEro cTaHAapTa CooTBeTCTBYLEee yBeJoMIeHe bygeT
ony6/NKOBAHO B GAMXKALLEM BbIMYCKE €XEMECSYHOro MHDOPMALMOHHOIO ykaszaTensa «HaunoHanbHble
cTaHgapTbi». CooTBeTCTBylWaa WHpoOpMaLuMs, yBeLoMeHNe M TeKCTbl pasmellalnTCcs Takke B
MHOpPMaLMOHHO cucTeme obLero nob3oBaHusa — Ha oruymanbHom cainTe PefepasibHOro areHTCcTBa
No TEexXHWYEeCKOMY PeryiMpoBaHunio 1 meTponorum B ceTun MHTepHeT (wmv.gost.nj)

© CtaHfapTuHdopm. 2017

HacToswmii ctaHAapT He MOXeT GbITb MOJTHOCTBIO UM YACTUYHO BOCMPOU3BEAEH, TUPAXMNPOBaH W pac-
npocTpaHeH B KauecTBe 0huLManbLHOro0 n3ganus 6e3 paspelleHns deaepanbHOro areHTCTBa No TEXHNYECKo-
My PeryiupoBaHuio n MeTpoNoruu
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BeBepgeHune

NCO/M3K TO 20000-10:2015 oTMeHsieT 1 3aMeHsieT nepByo pegakymio NCO/M3K TO 20000-10:2013,
KoTopas 6blna TeXHMYeckn nepecMoTpeHa.

Komnnekc ctaHaaptoB MCO/M3IK 20000 cocTouT M3 cregyolwmnx yacteii nog ogHUM 06LLMM 3arosioB-
KOM «MH(pbOopMaLNOHHbIE TEXHO/IOTUN. YNpaBieHne ycriyramm»:

- yacTb 1. Tpeb6oBaHUA Kk cUCTEMe yNpaB/ieHnsa ycayramu;

- YyacTb 2. PyKOBO/CTBO NO NMPUMEHEHUIO CUCTEM ynpaB/ieHUs ycnyramu;

- yacTb 3. PyKoBOACTBO N0 onpegesieHnio NPUMEHNMOCTM M obnactn npumeHeHns MCO/M3IK 20000-1:

- yacTb 4. 3TanoHHaa mogenb npouecca (TexHU4ecknii oTyeT);

-yacTb 5. Mpumep nnaHa BHeapeHns MCO/MIK 20000-1 (TexHUYECKnii oTYeT);

- yacTb 9. PykoBoAcTBO Mo npumeHeHuto NCO/M3K 20000-1 B chepe obnayHbix ycnyr (TexHuueckuii
oTueT);

- yacTb 10. OCHOBHble NOHATUA N TepMUHoNorusa (TexHU4Yeckuin oTyeT);

-yacTb 11. PykoBoacTBO no B3aumogenctesuo mexgy NCO/M3IK 20000-1:2011 n cuctemamun ynpasne-
HUs ycnyramu: ITIL®1>(TexHUu4ecknii oTyeT).

Cnepgyouime pasfesibl HaXo4saTcs B npouecce pas3paboTku:

- yacTb 6. TpeboBaHUA K opraHusaLmam, OCyLeCcTBAANLWMM ayauT 1 cepTudmrKaunio cuctem ynpasne-
HUA ycnyramu;

- 4yacTb 8. PykoBoACTBO MO NPYMEHEHWUIO M NpenmMyllecTBam CUCTEM ynpaBfieHUs yciyramu B masiblX
opraHunsaumax (TexHu4yeckunin oTyer);

- yacTb 12. PykoBoacTBO no B3ammogelicTButo mexay MCO/M3K 20000-1:2011 n cuctemamm ynpasne-
Hua ycnyramm: CMMI-SVC®2* (TexHUuueckuii otyer).

HacTtoawuin ctaHpapT BkIoYaeT B ceb6a 0630p OCHOBHbIX MOHATUI U TEPMUHONOTMKN. HacToAWMA cTaH-
[apT co3gaeT OCHOBY, KOTopas NoMoraeT opraHuM3auusmMm MOHATb Ha3HauvyeHne Bcex yacteir MCO/M3I3K 20000
1 B3aMMOCBS3M MexAay Humu. MpegnonaraeTcs, YUTO HACTOALWLMIA CTaHAAPT CTAHET aBTOPUTETHLIM UCTOYHUKOM
onpeaeneHnii, NCNoNb3yeMblXx BO BCeEM kKommnaekce ctaHgaptoB MCO/MIK 20000. TepMuHbI, onpefenieHHble
B HacToslWem cTaHfapTe, 6yayT UcknvaTbCs U3 Apyrux onyb6amkoBaHHbix Yacteih MCO/MIK 20000 npu nx
nepecmorTpe.

B HacTosiLem cTaHaapTe Takxe ykasaHbl Apyrue AOKYMEHTbl, cBsizaHHble ¢ MCO/M3K 20000-1:2011,
1 B3aMMOZelCTBUSA C aHANOTUYHBIMWN MeXAYHAapoAHbIMU CTaH4apTamu, YTO NOMOXET YyNpoCTUTb COBMECTHOE
1Ccnosib3oBaHne 3TUX CTaH4apToOB B OpraHu3auunsx.

HacToawwuii ctaHgapT MoXeT 6biThb UCNOMb30BaH /060 opraHusauyneldi nan cneynanucToMm Mo naaHu-
poBaHWIo. NPOEKTMPOBAHUIO, Nepejaye B aKCMNyaTauunto, npesocTaB/eHno U YNYyULlleHNo YCnyr, UCNoJsib3yto-
wumn MCO/M3IK 20000-1:2011. Kpome Toro, HacTosALWMiA cTaHAapT 6yaeT nosie3eH cneynannctam no oueHke
Unn ayauty cuctem ynpasseHus ycayramu (CYY); B Hem nogpo6HO onucaHbl Bce yactn MCO/M3K 20000 un
€cnoco6bl X MPUMEHEHUS. B 4yaCTHOCTM, HACTOSLWMNIA cTaHAApPT:

a) Bk/oYaeT B ce6s onpeaeneHnss TepMUHOB:

b) cBA3bIBaeT BOeAMHO Bce YacTu MCO/M3K 20000, 06BACHAS UCNO/b3YEMble B HUX OCHOBHbIE MOHATUSA
N TEPMUHBbI:

C) pa3bsAcHAET B3auMOCBA3N Mexay yactammu MCO/M3K 20000;

d) onucbiBaeT BO3MOXHble MHTepdeiicbl 1 cnocobbl MHTerpaymm CYY noctaBlymka ycayr u gpyrux cu-
CTeM yrnpas/ieHus;

e) cofepxuT 0630p APYrnx MexayHapoaHblX CTaHAApPTOB, KOTOPble MOrYT NCMO/b30BaTbCA COBMECTHO C
KomMnnaekcom ctaHgaptoB MCO/M3K 20000.

f) onncbiBaeT B3anmocBa3b ¢ MCO/M3K 20000-1 v ApyruMun MexayHapoaHbIMU CTaHAapTamm.

PucyHok 1 nnnocTpupyeT B3anmocBasnm mMexay yactamu MCO/M3K 20000 1 BAUAHME HA HUX pasiny-
HbIX BHELHUX CUCTEM.

O ITIL® siBnsieTca 3aperncTpupoBaHHoi Toprosoit Mapkoin AXELOS Limited.
2) CMMI-SVC® siBnsieTca 3aperncTprposaHHol Toproeoii mapkoii CMMI Institute.
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PucyHok 1— O630p yacTteii MICO/M3K 20000. paccmaTpuBaembix
B HaCTOsILLEM CTaHaapTe
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HAUWOHANDBHGLN CTAHAAPT POCCUMCKOWN PEOLEPALUMN

MNH(opMaLnOHHbIE TEXHONOTNY
YMNPABNEHWE YCNYTAMU
YacTtb 10
OCHOBHble MOHATUS U TEPMUHONOTUSA

Information technologies. Service management Part 10. Concepts and terminology

JaTa BBefeHus — 2018—01—01

1 O6nactb NpUMeHeHUs

B HacToflWem cTaHgapTe onucaHbl OCHOBHblE MOHATUA, onpejenswoline, Kakum obpasom pasnnyHble
yactn MCO/M3IK 20000 nogpepxuatoT MCO/M3K 20000-1:2011, a TakkKe B3auMOCBA3M MeXAY 4acTamu
MCO/M3K 20000. gpyrumu mexayHapoAHbIMK CTaHAapTamu N TeEXHWYEeCKMMU oTyeTamun. B HacTosAwwem cTaH-
papTe Takke obbsacHseTca ucnonblyemas B komnnekce ctaHgaptos MNCO/M3K 20000 TepmuHonorusa ans
NpaBuIbLHOTO BOCNPUATUS OpraHn3aumMaMun n cneymannctaMmy OCHOBHbIX NOSTOXEHWIA.

HacToawwmii ctTaHgapT npeAHasHavyeH gns:

a) nocTaBLMKOB YCAyr, KOTOpble paccMaTpuBalT MNepcnekTUBY WUCMNOAb30BaHUSA NO6bIX vacTei
NCO/M3K 20000 n KOTOpbIM HEO6XOAUMO PYKOBOACTBO MO UX NMPUMEHEHUI0 A5 A4OCTMXKEHUSA NOCTaBNEHHbIX
uenei:

b) NOCTaBLWWKOB YCAYyr, Xenawwmux YSACHUTb BO3MOXHOCTW MNPUMEHEHMA KoMnjekca cTaHgapToB
MCO/M3K 20000 coBMECTHO C ApYIMMU MeXAyHapoAHbIMU CTaHgapTamu;

C) cneuvanucToB-IPakTUKOB. ay4UTOPOB W APYIUX NUL. XenawwWwnx U3yynTb KOMMEKC cTaH4apToB
MNCO/M3K 20000.

2 TepMUWHbI 1 onpeaeneHns

B HacTosAwWwem cTaHgapTe NPpUMeEHeHbI cneaylolime TeEPMUHbLI C COOTBETCTBYIOLWMMMN OoNnpefeneHnsmu.

MpumeyaHuns

1 TepMuHbI 1 oNpeaeneHns, ncnonblyemble B komniekce ctaHgaptoB MICO/M3K 20000, HO He BK/IHOYEHHbIE B Ha-
CTOALMIA CTAHAAPT, MOXHO HallTU B CTaHAAPTHbIX C/I0BapsX.

2 dopmaTvpoBaHue ctarteli TepMUHOB U onpeaeneHnii UI3MEHEHO B COOTBETCTBUM ¢ agnpekTusamu MICO/M3K, rna-
Ba 2, Bepcus 2011 r. CogepxaHue onpegenenuii, onyb6amkosaHHbIx B UCO/M3K 20000-1:2011. coxpaHeHo.

2.1 poctynHocTb (availability): CnocobHOCTb ycnyrn unm KOMNoOHeHTa yCAyru BblIMONHATL Tpebyemble
(hYHKUUKN B onpefeneHHblii MOMEHT UAN B TEYEHME ONpeaesIeHHOro NPOMeXyTka BpeMEHMU.

MpnMmeyaHne — [OCTYNHOCTb, Kak NPaBNIO, BbIPaXKAETCHA OTHOLLEHMEM W/IN MPOLLEHTOM BPEMEHU, B TeYeHue
KOTOPOro ycnyra uav KOMMOHEHT yCcnyru ,quICTBI/ITerIbHO AO0CTYNHbI 3akKa3yunky ANA UCNosib30BaHUA MO OTHOLLUEHUIO K CO-
rnacoBaHHOMY BpeMEHWN AOCTYNHOCTHU.

2.2 6a3oBoe cocTosHue KoHurypauun (configuration baseline): dopmanbHo 3adukcmpoBaHHas
KOHpUrypaunoHHas nHpopmauna B onpefeneHHblii MOMEHT BPEMEHMW XU3HEHHOTO LWKAa YCAYru uam Komno-
HeHTa ycnyru.

MpumeuaHne — BasoBble COCTOSHUA KOHUTYPALMA, & TakKe NOATBEPXAEHHbIE N3MEHEHUS AaHHbIX 6A30BbIX
COCTOSIHWIA COCTaBNAOT CBEAEHMS O TekyLLeli KoHUrypauuy.

ApanTtupoBaHo M3 NCO/MI3WNIP 24765:2010.

MN3aaHne ouymansHoe
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2.3 KkoH(urypaunmoHHaa eguHuua. KE (configuration item. Cl): 3nemeHT, Tpebyowmnii ynpasneHus
ANa Toro, 4To6bl NPefocTaBnATb YCAYrY.

2.4 6a3a paHHbIX ynpaBneHusa koHdurypaumamu. CMDB (configuration management database,
CMDB): XpaHunuiye fgaHHbIX, MCNONb3yeMoe AN 3anucu aTpnbyToB KOHPUTypaLNOHHBIX eAUHNL, N B3aWMO-
CBA3e Mexay KOH(PUrypaunoHHbIMN eguHNLAMN HA BCEM NPOTSXEHUN UX XXM3HEHHOrO LuKna.

2.5 nocTosHHOe coBeplleHcTBOBaHMe (continual improvement): MosTopsAtoLWanca AeATeNbHOCTb, Ha-
npasfieHHas Ha NOBbILEHNE CMOCOGHOCTMN yA0BIETBOPEHUS TpeboBaHuii K ycnyre.

ApanTtupoBaHo n3 CO 9000:2005.

2.6 KoppekTupytowee geiicteue (corrective action): leiicTBue no ycTpaHEHUIO NPUYNHBI UIN YMEHb-
LIEHWI0 BEPOSAITHOCTU MOBTOPHOMO NPOSiIB/IEHNSA 06HApPY>XEHHOr0 HECOOTBETCTBUA UM APYTOi HexenaTenbHo
cuTyaunu.

ApanTtuposaHo n3 MCO 9000:2005.

2.7 3aka3uuk (customer): OpraHmsaumns UaM YacTb opraHnsauuun, notpebnsawwasa ycnyry(u).

MprMeyaHne — 3aKazunk MOXET GbiTb BHYTPEHHUM WM BHELLHUM MO OTHOLLIEHMIO K OpraHu3aLy nocTasLLy-
Ka ycnyr.

ApanTtuposaHo 13 NCO 9000:2005.
2.8 pokymeHT (document): IHcbopmauna n cofepxallnii ee HocuTeb.

Mpumep — TOAUTUKMA, NAAHBI, ONUCAHUSA NMPOLECCOB, Npoueypbl, cornaweHns 06 ypoBHE yClyr, KOH-
TpaKkT bl UAN 3AMUCH.

MpumeyaHunsa

1 JokymeHTaumsa MoXeT 6bITb B /110601 chopme nnm Ha ntobom HocuTene.

2 B komnnekce ctaHgaptoB MICO/M3K 20000 AOKYMEHTbI, 3a UCK/THOYEHWEM 3anuceid, Ao/MKHbI (DOpMynpoBaTb
Lienn, KoTopble HEO6XOAMMO AOCTUNYb.

(MCO 9000:2005]

2.9 pesynbTatuBHOCThb (effectiveness): CTeneHb peanusaumm 3aniaHMpoBaHHOM 4eATeNbHOCTU 1 40-
CTUXXEHUA 3anjaHNpoBaHHbIX Pe3yNbTaToB.

(MCO 9000:2005]

2.10 unHumnpeHT (incident): HeszannaHupoBaHHoe COGbITUE, KOTOPOE NMPUBENO UAN MOXET NPUBECTU K
npepbiBaHNIO NPeAOCTaBNEeHUS YCAYIN U K CHUXXEHWNIO ee KayecTsa, AaXe eC/iM OHO elle He MOBAWAMIOo Ha
yCcnyry Ansa 3akasuuka.

2.11 nHdpopmaymoHHas 6e3onacHocTb (information security): CoxpaHeHne KOH(UAEHUMANBHOCTH,
LLe/IOCTHOCTM M BO3MOXHOCTM fOCTyna K MHchopmaunu.

MpumevaHusna

1 [lonOMHUTENBHO MOTYT YYUTLIBATLCA APYre CBOWCTBA, TakMe Kak NoAMHHOCTb, NOAOTYETHOCTb, 6€30TKa3HOCTb
N HaJEeXHOCTb.

2 TepMVH «[0CTYNHOCTb» HEe UCMO/b3YyeTCs B laHHOM OnpejesieHun, Tak kak onpegeneHve ans JaHHoro TepMuHa,
npuBeAeHHoOe B HacTosLLEeM CTaHdapTe, HENPYMEHUMO ANA onpefeneHns TepMrHa «MHopMaLoHHas 6e30nacHoOCTb».

ApantuposaHo n3 MCO/M3K 27000:2014.

2.12 WHUMAEHT uHopmaLunoHHON 6e3onacHocTy (information security incident). O4HO UNM HECKONb-
KO HexenaTtesibHbIX W HeOXWAaHHbIX COObITUI MH(OPMALMOHHOW 6€30MacHOCTU, KOTOPble MMEIT 3Hauu-
Te/IbHYH BEPOSATHOCTb KOMNpoMeTauun 6usHec-onepayuii U yrpos MHPOPMaLNOHHO 6€30NacHOCTH.

(MCO/M3K 27000:2014]

2.13 3anHTepecoBaHHas cTopoHa (interested party): /luyo unu rpynna nuu,. nMmetLme ocobblii UHTe-
pec B 4eATEeNbHOCTU UMM ycnexe AesTeNbHOCTU nocTaBLuuka ycnyr.

Mpumep — 3akasunku, Bnagefiblbl, PyKOBOANT €U, COT PYAHNUKM OpPraHn3alumm nocTaswmuka ycnyr, nog-
pPAAYMKN, BAHKNUPbI, COK3bl MU NAPTHEPHI.

MpumeuyaHne — pynna [JIOKET COCTOSAThL M3 OpraHM3auum, ee Yactv U 6osiee Yem OfHON opraHM3aLui.

ApanTtupoBaHo 13 NCO 9000:2005.

2.14 BHyTpeHHAA rpynna (internal group): YacTb opraHusauum noctasLimKa ycayr, kotopas 3aknwovaeT
hopmanbHoe cornalweHne ¢ NOCTaBLMUKOM ycnyr, 4To6bl cnoco6CcTBOBATbL NPOEKTUPOBaHMIO, Npeobpa3oBa-
HWIO. NPefOoCTaBNEHNIO N COBEPLUEHCTBOBAHWIO YCNYTU UAN YCAYT.

MpumevaHne — BHyTpeHHAA rpynna He BXoguT B pamku CYY nocTtasLumKa yCryr.
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2.15 un3BecTHaa owwnbka (known error): NMpobnema, nmewLWas BbIABNEHHYIO KOPHEBYIO MPUUYUHY UK
MeTO[, CHMXEHNS UNN YyCTPaHEHNS ee BAIMAHNA Ha YCNYry 3a cyeT NpUMeHeHns 06X04HOro pelueHuns.

2.16 HecooTBeTcTBUE (nonconformity): HeBbiNnonHeHNe TpeboBaHuA.

(MCO 9000:2005)

2.17 opraHunsaumsa (organization): F'pynna niogein n HeobxoAUMbIX CPeAcTB C pacnpegeneHHbIMU OT-
BETCTBEHHOCTAMM. NOJTHOMOYUAMU N B3AUMOOTHOLLIEHUAMU.

Mpumep: — KomnaHusa, kopnopauus, dupma, npegnpusTue, UHCTUTYT, 6GnaroTBOpUTeNbHas opra-
HM3auua, MHAWBUAYaNbHbI NpeAnpUHUMATENb, accouymaunsa u N bble coYyeTaHUsa NepevyncneHHblX TUNOB
opraHusaunii.

MpumeyaHus
1 O6bIYHO AeiicTBYeT opraHn3aLumoHHas CTpyKTypa.
2 OpraHu3aums MoXeT ObITb 06LLECTBEHHON WM YACTHOM.

[MCO 9000:2005]

2.18 npeBeHTMBHOE geiicTBue (preventive action): [eiicTBme, ocyl,ecTBAsSeMoe C Lefblo n3bexartb,
YCTPaHUTb MPUYUHY WU CHU3UTb BEPOATHOCTb BO3HUKHOBEHWS NOTEHLMANbHOIO HECOOTBETCTBUA AN APYrol
noTeHUManbHO HexenaTebHON cuTyaunn.

ApantuposaHo 13 MCO 9000:2005.

2.19 npobnema (problem): KopHeBas npnynHa OAHOr0 UM HECKONbKUX NHLUNLEHTOB.

MpumeuyaHue — Kak npaBuno, KOPHEBAsH NPUYMHA HEM3BECTHA HA MOMEHT CO34aHus 3anucu o Npobieme, u
AanbHellllee vccneoBaHve NPOBOANTCS B pamMkax npoLecca ynpas/ieHns npobieMamu.

2.20 npoueaypa (procedure): YCTAHOB/EHHbIV CNOCO6 OCYLWECTBNEHUS AeATeNbHOCTU UK npoLecca.

MpumeuaHue — lMpoueaypbl MOTYT 6bITb JOKYMEHTUPOBAHHLIMU N HEAOKYMEHTUPOBAHHBIMU.

(MCO 9000:2005)

2.21 npouecc (process): COBOKYNHOCTb B3aMMOCBS3aHHbIX WU B3aUMOAENCTBYOWNX BUAOB feATeNb-
HoCTW. Nnpeo6pa3syloLias BXoAbl B BbIXObI.

[MCO 9000:2005]

2.22 3anucb (record): [OKyMEHT, cofepxaliuii LOCTUTHYTble pe3ynbTaTbl WAWM CBUAETeNbCTBa OCY-
LWEeCTB/IEHHOW AeATENbHOCTH.

Mpumep — AyanTOpCKME OTUeThl, OTUYeThbl 06 WHUMAEHTax, 3anucu 06 06Yy4YEHWM U NPOTOKONbI
coBelW aHunii.

[MCO 9000:2005]

2.23 penus (release): Habop M3 OAHON NN HECKOMBKNX HOBbIX UM U3MEHEHHbIX KOH(UTIypaLMOHHbIX
eiMHUL, BHEAPEHHbI B NPOU3BOACTBEHHYIO CpeAy NOCPeCTBOM OAHOI0 unn 6osiee N3MeHeHMIA.

2.24 3anpoc Ha usmeHeHue (request for change): MNpepanoxeHne o BHECEHUN U3MEHEHUA B YCyry,
KOMMOHEHT ycnyrn nnu CYy.

MpumeuaHune — VI3MeHeHWe YC/yrn BKIOYAET B cebs NMpefoCTaB/IeHe HOBOW YC/Iyrn WU npekpalieHue
npefoCcTaB/eHnst yCyr, kotopast 60/bLUe He TpebyeTcs.

2.25 puck (risk): BauaHne HeonpeaeneHHoOCTH Ha Lenu.

MpumeyaHunsa

1 BnusiHMe — 3TO OTK/IOHEHWE OT OXMAAEMOro, MosIoXUTEIbHOE U/UNK OTpULLaTeIbHOe.

2 Llenm moryT MMeTb pasHble acnekTbl (Hanpumep, MHaHCOBbIE, 3KOMIOTMYECKUe, LieIn 34paBooXpaHeHus n 6es-
0nacHOCTU) 1 MOTYT MPUMEHATLCA Ha Pas/INyHbIX YPOBHSAX (Hanpumep, cTpaTernyeckuii ypoBeHb, OpraHn3aLnoHHbI ypo-
BEHb. YPOBEHb MPOeKTa, NPoAyKTa Un npouecca).

3 PUCK HaCTO XapakTepu3yeTcs CCbI/IKON Ha BO3MOXHbIE COObITUSA U NOCNeACTBUS UK UX CoYeTaHue.

A Puck 4acTo BbIpaXaeTcs B TepMUHaX COBOKYMHOCTY MOCNEeACTBUI CO6bITUA (B TOM YuCNe U3MEHeHUs1 06CTos-
Te/bCTB) Y BEPOATHOCTN €70 BO3HUKHOBEHUSA.

[MCO 31000:2009]

2.26 ycnyra (service): Cnoco6 npefocTaB/ieHNa LEHHOCTU 3aka3uunKy yepes cofeincTeve emy B Nosy-
YEHUN KOHEYHbIX pe3ynbTaToB, KOTOPbIX 3aKa3yuK Xo4eT JOoCTUYb.

MpumeyaHuns

1 Ycnyra, Kak npasuio, HemarepuasnbHa.

2 Ycnyra Takke MOXeT NpefoCcTaBAATLCA NOCTaBLUMKY YCAYT NoAPAAYMKOM, BHYTPEHHEN rpynnoii nnm 3aKka3umnkom,
BbICTYNAOLLMM B Ka4ecTBe Nnogpsaunka.
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2.27 KOMMOHEHT ycnyru (service component): OANH 3/1EMEHT YC/yrn, KOTOPbIA B cO4eTaHWUmn C A4pyruMu
afemMeHTaMu hopMupyeT NoJHYI0 yCnyry.

Mpumep — o6GopyAoBaHWe, MporpamMmHoe obecneyeHue, UHCTPYMEHT b, NPUMOXKEHNS, JOKYMEeHT auus,
MHopmMaLns, NPoLEecch 1 BCNOMOTaTEe/bHbIe YyCNYTN.

MpumeyaHne — KOMMNOHEHT yC/yrn MOXET COCTOATbL U3 Of}HOI UM HECKONBbKNX KOHCbI/IpraLI,I/IOHHbIX eANHNLL.

2.28 HenpepbIBHOCTb 06cnyxuBaHua (service continuity): Cnoco6HOCTb ynpaBnsiTb pUckamMu u co-
6bITUAMU. KOTOPbIE MOTYT UMETb CEPbE3HOE BAMAHME Ha ycayry(1). ¢ Lefblo HENPEPLIBHOTO NpeaocTaBneHns
YCNYr Ha COrIacoBaHHbIX YPOBHSAX.

2.29 cornaweHne 06 ypoBHe ycnyr, SLA (service level agreement. SLA): dopmanbHoe cornawexHne
MeXAy NOCTaBLMKOM YC/YT U 3aka3uymMkoMm, KOTOpoe onpegenseT ycayru u Lenun npefoctaBneHus ycnyr.

Mpun mevaHunsa

1 CornawieHue 06 ypoBHe YCyr MOXeT ObITb 3ak/1H0HeHO MeXy NOCTaBLUMKOM YCAYT 1 NOAPAAYMKOM, BHYTPEHHE
rpynnoi nan 3aKkas3unkoM, BbICTYMAIOLLMM B KQYecTBe Noapsaumka.

2 CornalleHvie 06 ypoBHe ycyr MOXET 6bITb BK/IOYEHO B KOHTPAKT UAn ApYroii Bug, (hopMasibHOro cornalleHns.

2.30 ynpaBneHue ycnyramu (service management): Komnaekc opraHu3aLMoOHHbIX BO3MOXHOCTEWH 1
npoLeccoB A5 OCyL|eCTBNIEHNA PYKOBOACTBA U KOHTPO/IS feATeNlbHOCTW U pecypcoB nocTaBLyuka ycayr agns
NpoekTUpoBaHusi, npeobpa3oBaHusl, NPefoCTaB/eHNs N COBEPLIEHCTBOBAHUS YCNYT C LeNbio yA0BIeTBOpe-
HUA Tpe6oBaHMWii K ycniyram.

2.31 cuctema ynpasneHus ycnyramu. CYY (service management system (SMS)): Cuctema ynpasne-
HUSA ANSA OCYL,EeCTBNEHNA PYKOBOACTBA U KOHTPONA AeATe/IbHOCTU NOCTaBLiMKa YCNYr NO ynpaB/ieHuo ycny-
ramu.

MpumeyaHunsa

1 Cuctema ynpas/eHvsi npeAcTasnseT coboii COBOKYNMHOCTb B3aMOCBA3aHHbIX 1 B3aIMO/ENCTBYIOLNX 3/IeMEH-
TOB [151 CO3[aHNs1 NOMMTUK U Lieneit 1 OCTUXKEHNS 3TUX Lieneii.

2 CYY BKntoyaeT B cebs BCe NOMMTYKM YNpaB/IeHNUs yCcnyramu, Lesu, niaHsl, NpoLecchl, AOKYMEHTaUWIO0 1 pecypcsl,
HeobxoauMble 4151 NPOEKTUPOBaHUs, NpeobpasoBaHns, NpefoCTaB/IeHNs U COBEPLUEHCTBOBAHWS YCNYr U BbINO/HEHNS
Tpe6oBaHuii, ykazaHHbIx B MICO.'M3K 20000-1:2011.

3 AfantupoBaHo 13 onpejeneHns TepMrHa «cucTemMa MeHemkmeHTa kadectsa» B ICO 9000:2005.

2.32 noctaBuwuk ycnyr (service provider): OpraHusauusa unu 4yacTb OpraHusauuu, ynpasnswowas u
npegocrasnsawwWas ycnyry(n) sakasumky.

MpumeuyaHne — 3akasuvk MOXET ObITb BHYTPEHHUM W/IM BHELUHUM M0 OTHOLLEHMIO K OpraHnsaLmy nocTasLuyy-
Ka ycnyr.

2.33 3anpoc Ha o6cnyxusaHue (service request): 3anpoc o npegocTasneHnn nHopmaLmnm, KOHCYb-
TayMn. gocTyna K ycnyre uam 3anpoc Ha MU3MeHeHue, KOTopblli NnpeaBapuTesibHO YTBEPXAEH.

2.34 TpeboBaHue Kk ycnyre (service requirement): MoTpebHOCTN 3aka3umMka U Nosib3oBaTenen ycnyrum,
BK/1lOUYAA Tpe6OBaAHNSA K YPOBHIO YCNYrK, a Takke NoTpe6HOCTM nocTaBLyKa yCryr.

2.35 nogpsagunk (supplier): OpraHusauns unyM YacTb OpraHuMsauun, KoTopas ABASETCA BHeLlHel no oT-
HOLUEHMIO K opraHm3aunm noctasLimKa YyCnyr 1 3aknoyaeT [OoroBop ¢ NocTaBLMKOM YCyr, YTo6bl y4acTBoBaTb
B NPOEKTUPOBAHUKN, NpeobpasoBaHn, NPeAoCTaBIeHNN N COBEPLLUEHCTBOBAHWUMN YCYTW, YCYT UM NPOLEeCCOoB.

MpumeyaHune — TloapsauMKM BK/OYAKOT BblOPAHHLIX BEAYLMX MNOAPSAYMKOB, HO He BKIKYAOT KX
cy6noapaaUmKoB.

2.36 BbiclWee pyKoBoACTBO (top management): /IMuo unaun rpynna fny,. KOTOpble OCYLLEeCTBASIOT PyKO-
BO/ZCTBO M KOHTPO/Ib AE€ATENbHOCTU NOCTaBLIMKA YC/IYT HA CAMOM BbICOKOM YPOBHE.

ApantuposaHo n3 NCO 9000:2005.

2.37 npeo6pas3oBaHue (transition): Buabl 4eATeNbHOCTA, CBSI3aHHbIE C BBOAOM HOBbIX WU U3MEHSE-
MbIX YCNYT B NPOVU3BOACTBEHHYIO Cpeay Wau BbIBOAOM U3 Hee.

3 TepmuHonorus, ucrnosnb3lyemas B Komnsaekce ctaHgaptos NCO/M3K 20000

TonkoBaHue 60/bLWINHCTBA TEPMUHOB B KOMNeKkce ctaHgapTos MCO/M3K 20000 npuseeHO B 06LKNX
cnosapsax. HekoTopble TEPMUHbI ONpefesieHbl 0c060; UX onpefesieHnsa 3anMCcTBOBaHbl U3 APYTNX CTaH4apToB
cuctem ynpaBneHus nmbo npuBeeHbl B kKoMmnsekce ctaHgaptoB MCO/M3K 20000. Hanpumep, TEpPMUHbI «40-
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KYMEHT», «3(P(PeKTUBHOCTb» N «BbICLLEE PYKOBOACTBO» 3auMcTBOBaHbl 13 MCO 9000:2005, TepMuH «nHOP-
MaunoHHaa 6esonacHocTb» — U3 MCO/M3K 27000, a TepMUH «ycnyra» NpuBefeH B HACTOALLEM cTaHaapTe.

TepMUH «BbiCLIEE PYKOBOACTBO» B KOHTEKCTE KOMNiekca ctaHgapTos MCO/M3K 20000 o3HavaeT nnuo
UKW TPYNNy NuUL, KOTOPble yNpaBaaoT NOCTaBLLMKOM YC/YT U KOHTPONMPYIOT €ro Ha BbicleM ypoBHe. Ecnu no-
CTaBL WK YCNYyr BXOAUT B cOCTaB 60s1ee KPynHOW opraHnsaumm, To TeEpMUH «BbiCLLEe PYKOBOACTBO» B pamkax
Komnaekca ctaHgaptoB MCO/M3K 20000 Takxe OTHOCUTCA K ivuam, ynpaBastoLMM opraHusayueii, kotopas
onpegeneHa B kayecTBe MnocTaBliMKa ycnyr, U KOHTponupywuwum ee. B MCO 9000:2005 TepMUH «BbICLLEE
PYKOBOACTBO» O3HauvaeT N1L, OTBETCTBEHHbIX 3a opraHusayuio. B komnnekce ctaHgaptos MCO/M3IK 20000
TEePMWH «BbICLIEE PYKOBOACTBO» OTHOCUTCS K YaCTW opraHusauuu, oTBevatouwiein 3a CYY noctaBlymuka ycayr un
06n1acTb ee NPUMEHEeHUS.

B MCO/M3K 20000-1:2011 Mcnonb3ywTCS WU Apyrne TepMUHbI, onpegeneHHbie B MCO 9000:2005. Kak
npaBuIo, OHN TECHO CBA3aHbl C cMCTEMaMK ynpaeneHns (Hanpumep, npouecc, npoueaypa, AOKYMEeHT, 3annch,
KoppekTupytolee geiicTene, ynpexgawliee geicTerne). B HEKOTOPbIX C/yYasix onpeaeneHns, npuBefeHHble
B MCO 9000:2005. aganTupoBaHbl K ycnyram, nockonbky MCO/M3K 20000-1:2011 paspabartbiBancs cneuu-
anbHo Aansa CYY wn ycnyr.

TepMUH «PYyKOBOACTBO» oOnNpeAesieH B pas3/INYHbIX CNoBapsAx, OfHAKO B KOMMJeKCe CcTaH4apToB
MCO/M3K 20000 npvmeHAETCA TO/IbKO B KOHTEKCTE «MPOLEecCOoB, BbINO/IHAEMbIX APYTMMU CTOPOHaMU».

TepMUH «KoHUrypaunmoHHasa eguHuya» B MCO/M3K 20000-1:2011 o3HavaeT 3/ieMeHT, KOTOpbliA cne-
AyeT KOHTPONMpOBaTh C LeNblo Okas3aHWsa OLHOW UAW HEeCKONbKUX ycnyr. Takum o6pa3om, nocTaBLiUKy yCcnyr
Heo6XxoAnMO onpefesinTb, YTO UMEHHO cnefyeT KOHTPO/IMPOBATb Kak KOHPUTypaLuMoHHYO eAnHuLy Ana Ao-
CTMXeHNa 6usHec-Lenein opraHnsaLmm n yaoBneTBopeHus ee Tpeb6oBaHuit kK ycnyram. B ponu koHdurypaum-
OHHbIX eWHUL, MOTYT BbICTynaTb HeKoTopble (He 06a3aTesibHO BCe) pecypchl. MNpuMepbl pecypcos, KOTopble
ABNATCA KOHPUTYPALNOHHBIMU efnHMULaMN, — NPUNOXEHNE U cornalleHne o6 ypoBHe obcnyxnsaHmsa. 3a-
n1cn MOryT ABNIAATLCA pecypcamMu, HO He KOHUrypaunoHHbIMKU e ANHNLaMN.

HecmoTps Ha To, YTO DOPMY/NMPOBKA ONpefesieHns TepMUHa «UHUUAEHT uHopmalnoHHol 6e3onac-
HOCTU» B KOMN/iekce cTaHgapTtoB MCO/M3OK 20000 3anmcTBoBaHa M3 MCO/M3IK 27000:2009, aTOT TEPMUH
onpegensieTcs U Ucnonb3yeTcsa B komnaekce ctaHgaptoB MCO/M3K 20000 uHauve.

B NICO/M3K 27000:2014 TepMUH «UHLUAEHT MHDOPMAaLMOHHOK 6€30NacHOCTU» OTHOCUTCS K /106bIM
HexenaTtesbHbIM COObLITUAM, YrpoXarLwmm nHpopmaLoHHoi 6esonacHocTn. MCO/M3IK 27001:2013 onuchl-
BaeT efVHbIV Npouecc pearMpoBaHns Ha MHLUAEHTbl MHDOPMAaLMOHHOW 6e30NacHOCTK.

MpumevyaHne — B WCO/M3K 27013 npuBefeHa 6onee nofpobHas wHdopmauus 06 uHTerpauuu
NCO/M3K 20000-1 n MICO/M3K 27001. B TOM Ync/ie O COrnacoBaHnm UX TEPMUHOB.

Hanpotus, B MICO/M3K 20000-1:2011 npeiyCMOTPEHO HECKO/IbKO MEXaHN3MOB 06paboTkM Hexenarenb-
HbIX COObLITUI U CBA3AHHbIX C HUMW 3anuceii: UHUWLEHTOB, UHUWULEHTOB MHOPMaLNOHHON 6e30nacHocTH,
npo6aemM, N3BeCTHbIX OWMNBOK N cepbe3HbIX NHUMAEHTOB. CornacHo MCO/M3K 27001:2013 Bce 3TK cob6bITUA
MOTYT 6bITb OTHECEHbI K UHUMAEHTaM MHDOPMaLMOHHON 6€30MacHOCTM B 3aBMCUMOCTY OT UX XapakTepucTUk.

B MNCO/M3K 20000-1:2011 npeAyCMOTpPeH paj MexaHU3MOB ynpas/ieHUs NepeynuceHHbIMU CObbITH-
SIMW. B TOM 4YuC/ie ynpaBieHne UHUUAeHTaMu 1 3anpocamu ycnyr, npouegypa o6paboTku cepbesHbIX UHLM-
[leHTOB U ynpaBieHne npobnemamun. B TeueHne CBOEro XXU3HEHHOTO LUKIa HexenaresnbHoe cobbiThe MOXeT
o6pabaTbiBaTbCsA HECKOMBKMMK NpoLieccammn v npouegypamu.

[nsa cornacoBaHusa Bcex YacTei komnnekca ctaHgaptos MCO/M3K 20000 gpyr ¢ ApYromM B HUX UCMNONb-
3yl0TCA ejMHo06pasHble TeEPMUHbLI, C/I0Ba U hpa3bl. Hanpumep, BMecTo dopasbl «COOTBETCTBOBATL TpeboBa-
HUAM» NCNoNb3yeTcs dhpas3a «BbIMOMHATL Tpeb0oBaHUA». DTa COrNnacoBaHHOCTb Takxe obneryaet KOPPEKTHbIN
nepesoyj komnnaekca ctaHgaptos MCO/M3K 20000 Ha apyrue si3blku.

4 CwucTembl ynpasJ/ieHUs yciyramm

4.1 O6was nHopmauymns

C nomoubio CYY NocCTaBUiMKM YCYr MOTYT NPeOCTaB/ATL 3aKas3uukam yc/yru, KoTopble YAoBeTBO-
pstoT nx 6usHec-noTpe6HOCTM U TpeGoBaHus. BHeapeHue CYY AaeT BbiCLIEMY PYKOBOACTBY BO3MOXHOCTb
OCYLLeCcTBNATL HAGMOAEHNE 1 KOHTPOb, HEOGXOAUMbIE A5 CO3faHNst GU3HEC-LLEHHOCTU N COXPAHEHNs KOH-
KYPEHTHbIX NpeuMyLlecTB. VIHTErpupoBaHHbIil npouecc ynpaBfieHus ycayramu o6ecnedynBaeT COracoBaH-
HOCTb UX OKa3aHus, a Takke Haj/exallee niaHNpoBaHue U KOOPAMHALMIO BBOAA HOBbIX U U3MEHEHHbIX YCAYT.
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4.2 TMoHaTne CYY

CYY — 3T0 MHOXeCTBO B3aUMOENCTBYIOLWNX KOMNOHEHTOB, KOTOPble YNpaBnaT 4eACTBMAMKU NOCTaB-
LMKa YCNyr no okasaHuio ycnyr, a Takke KOHTponupyT nx. B coctaB CYY BXOAAT NOMUTUKK, LLEeNU, NnaHbl,
npoueccol, AOKYMEeHTaunsa 1 pecypcbl AN AOCTUXEHWUSA Lenel ynpaBieHWs ycnyramu, okasbiBaembiMu Mo-
CTaBLWMWKOM YCNYr, N BbINONIHEHNSA TpeboBaHU K 3aTUM ycnyram. CYY gonxHa ynpasnsatb A4eCTBUAMMN NoCTaB-
LMKa ycnyr no NpoekTupoBaHnio, BBOAY B 3KCNyaTauunto, npefocTaBieHno, ynpaB/ieHnio 1 COBEPLLEHCTBO-
BaHWIO YCNYr C Lenblo yaoBneTsopeHusa 6usHec-notpebHocTell n TpeboBaHNi 3akaszumka (BHYTPEHHEro uam
BHELUHEro), a Takxe KOHTPONMpoBaTh 3TW felCTBUS.

CYY. npefHa3HayeHHasa A/19 OKa3aHWA YC/AYyr 3akasyuky W ynpasfeHWs UMW Ha OCHOBe
MCO/M3K 20000-1:2011, no3BonseT NOCTaBLUKY YCNYT YCUAUTb KOHTPO/Ib, NOBbICUTbL COBCTBEHHYO adhdhek-
TUBHOCTb W paclumpsaeT BO3MOXHOCTMN A1 coBeplieHcTBoBaHus. CYY cnocobHa HenocpeAcTBEHHO obecne-
ynBatb I EKTMBHOE YyrpaBsieHne ycnyraMmu U Mx KOMMNOHEHTamu, co3faBaTb LEHHOCTb U CHUXaTb PUCKK
HEUCNONIHEHNS NOCTaBLLMKOM YCNyr cBoux 06a3aTenscTB. CYY noBbillaeT KavyecTBO OKasblBaeMblX YCAYr,
ycKopsieT BbIBOJ, NPOAYKTOB Ha PbIHOK, NO3BOMAET 6bICTPO pearnposaTb Ha NOTPEBHOCTU 3aKa3uuKoB, ynyu-
WaeT B3aMMOOTHOLIEHNA C HUMW U NpejocTasnsfeT Apyrue npeumyuiectsa, 6narogaps KOTOpPbIM NOCTaBLLMK
YyCNyr yKpenaseT CBOK penyTauunto U NON0XeHNE Ha PblHKe.

CYY ocHOBaHa Ha crnefyoLwmux npuHumnax:

a) KOHUEeHTpaLumnsa Ha coriacoBaHHbIX TpeboBaHUAX 3aKasymka K ycayram:

b) akTuBHas nogaepxka CYY n ybexgeHne 3anHTepeCcoBaHHbIX CTOPOH B €€ BaXHOCTW;

C) KOMMIEKCHOE ynpaB/ieHne ycayramm ¢ yyactuem.

1) nocTaBLuka ycnyr,

2) BHYTPEHHUX W BHELIHNX 3aKa34MKOB.
3) NoCTaBLLMKOB.

4) BHYTPEHHUX rpynmn,

5) 3aMHTepecoBaHHbIX CTOPOH;

d) MHTerpmpoBaHHbIi NOAXOA K NpoLeccy;

€) NOCTOSIHHOE COBEPLUEHCTBOBAHME C MOMOLLLI0O METOL0/I0TUN «MJIaHNPOBaHNE — peann3auns — KOH-
Tponb-koppekTuposka» (Plan-Do-Check-Act. PDCA).

OddekTnsHocTb CYY 3aBUCUT OT YPOBHS U KayecTBa BHEAPEHNA BCEX NepPeyYncrieHHbIX NPUHLUMNOB.

MpoekTupoBaHne n BHegpeHne CYY MoOXeT NpoucxofauTb Nof BAUsSiHUEM TpebGoBaHUi K ycnyram v ue-
NAM ynpas/ieHUs ycanyramu, KoTopble A0/DKHbI Nepuouyeck nepecmarpmeaTbCcsa No mepe pasBuUTUA OpraHu-
3auuu. BO3MOXHO M BNMAHME ApYrux hakTopoB, Hanpumep macwTaba u CTpyKTypbl NOCTaBLMKa ycnyr, TMNoB
YCAYyr N UX 3aKa3unkos (BHYTPEHHErO, BHELIHEro NN 060mXx).

CYY wn cBsi3aHHble C Heli KOHUenuum MmMeloT o6LNii XxapakTep M NPUMEHVMbl KO BCEM MNOCTaBLiMKaM
yCNyr He3aBUCMMO OT MUX Tuna, MacwTaba n xapaktepa okasbiBaeMblx umun ycnyr. MUCO/M3K 20000-1 moxeT
NPUMEHATLCA B OpraHu3aumax camblX pasHblX TUNOB M pasMepoB — OT KPYyNHelwmnx npenpuaTtuii ¢ Tbica-
YyamMmy COTPYAHWKOB, paboTalowWmx B pasfINYHbIX PernoHax, A0 MasblX U CPefHMUX KOMMaHuii ¢ Heb6onbwum
wraTtom n ogHUM ocpucom. MCO/M3IK 20000-1 MOXET NCNONb30BATHLCA A5 yNpaBaeHUsa NHHOPMaLNOHHbIMK,
KOMMYHUKALNOHHBIMW U TEXHOMIOTMYECKUMUN YyCNYyraMun BHYTpU 3Tux opraHmsaumnii. MCO/M3K 20000-1 npume-
HUM B pasNinyHbIX 6U3HEC-NoApasfesieHnsax K pasiMyHbiM ycnyram: TefIeKOMMYHUKaLUOHHbIM, (PUHAHCOBLIM,
TPaHCNOPTHbIM, 0611a4YHbIM, YNpaBneHns NHPPacTPyKTYpoii, nepefaym 6U3Hec-NpoLeccoB BHELWHUM NOAPAL-
ynkam n gp. TpeboBaHusa k CYY. onpegenerHHole B MICO/M3K 20000-1. MOXHO aganTupoBaTb K KOHKPETHOW
opraHm3sauumn ¢ yieToM 0Cob6eHHOCTell ee oTpacsm, macwrtaba v Tuna ycnyr.

4.3 NHTerpmpoBaHHbIi NpoLeccHblli Nnoaxon

Mpouecc — 3To HA6Op B3aMMOCBA3AHHbLIX AEWCTBUIA C €4WNHON Lenbil, KOTOPbI AO/KEH ynpaBnATb-
€Sl COBMECTHO C ApyruMu npoueccamu. BsanmHas nHterpayns npoueccos obecneunBaetcs uHTepdeiicamm
MeXay HWMM, COCTOALWMMU U3 BXOAOB U BbIXOLOB NpoueccoB. Bbixoh ofHOro npouecca MOXeT Henocpepg-
CTBEHHO MOCTyNaTb Ha BXOA ApYyroro npouecca. Mpumepbl BXOAO0B U BbIXOA0B NpoLeccos npusefeHsl B NCO/
M3K 20000-2:2012 (npunoxeHune A). NMpoueccbl ONUCbIBAKOT, YTO AO/HKHO BbINOSTHATLCA, U YACTO NOAAEPXKU-
BalOTCA npouegypamMmun, KOTopble onpeaenstoT, Kak fO/KHO NPOUCXOAUTb BbIMOSIHEHWE. [ANA BHEAPEHUS UHTe-
rPUPOBAHHOIO MPOLLECCHOr0 NoAxoAa NocTaBLMKY YCNYr HE0O6X0AUMO LOKYMEHTUPOBATb U peann3oBbiBaTb
npoueccol ynpaB/ieHUst ycayramm n nHTepdeincol, CBA3bIBAKLWME UX MEXAY CO6O0I U C APYTMMU 3/1IeMEHTaMmn
CYY. MHOrne KpuTU4eckn BaxKHble NpoLecchbl BbIXOAAT 3a Npejesbl opraHn3aunmn, 4to YC/IoXHAET onpegene-
Hue ponei n cdep OTBETCTBEHHOCTU B ynpasaeHun npoueccamu. Ytobbl NONHOLEHHO NOAAEPXUBATL UHTE-
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rPYPOBaHHYI MOfesb, BbiCLIEe PYKOBOACTBO [O/XHO NOC/MeA0BaTeIbHO MPOBOAUTL OpPraHu3aLoHHble npe-
o6pas3oBaHuA. NpUHMMAas 4151 3TOr0 HEO6X0AUMbIE peLleHUs.

4.4 TIOCTOSAAHHOE COBeplleHCTBOBaHne

MpeunmywiecTsa MOCTOAHHOrO coBepllieHCTBOBaHMA CYY BbiTeKaloT U3 TOro, 4TO YCayru u cuctema
ynpasaeHna UMy Bcerga CooTBETCTBYIOT MeHAwWMUMcs notpebHocTam 6usHeca. CoBeplueHCTBOBaHWe aaet
nocTaBLLMKy YCYr BO3MOXHOCTb paboTaTb kak 3pesioil 1 ONbITHON opraHn3aunu.

Moaxop K COBEpLIEHCTBOBAHMIO, U3/TOXKEHHbIK B MCO/M3K 20000-1:2011. ocHOBaH Ha MeTO40/0rMn
POCA. Ha pucyHke 2 nokasaHo, KakuMm 06pa3oM MOXHO NpumMeHsATb metogonornio PDCA k CYY. B TOM uucne
K mpoueccam ynpaB/sieHusa ycayramu, onucaHHeim B MCO/M3K 20000-1:2011 (pa3gensl 51 9). n Kk camum yc-
nyram. Kaxablii anemeHT meTtogonornm PDCA 3aBUCUT OT NpeablayLero afieMeHTa n obasateneH 4ns ycnew-
HOro BHeapeHus CYY.

PucyHok 2 — lNpumeHeHve metogosnorum PDCA B ynpaBieHuy ycryramu

4.5 KoMNOHeHTbl apheKkTuBHoOl CYY

A dekTnBHocTb CYY 1 ee cnoco6HOCTbL 06ecneymBaTb LOCTUXKEHUE Liesiell ynpaBneHua ycnyramu 3a-
BUCAT OT MHOTUX (DaKTOPOB, B TOM YMCNE OT HaNYUA:

a) NONMTUK, CTUMYNIMPYIOLLUX HaZ/lexallee nosejeHue;

b) Habopa UHTErpMpoBaHHbIX NPOLECCOB, NOMNTUK U NIAHOB, 06ecneynBakLWnX AOCTUXKEHNE U3IMEpPU-
MbIX Lenei ynpaBneHusa ycnyramu;

C) CUCTEMHOrO noAxofa K NMPOeKTUpOBaHWIo, BBOAY B 3KCMNayatauuto, npefocTaB/eHno 1 COBEpPLUEH-
CTBOBAHWIO yCyr, COBMECTUMOrO C OPraHn3aLnuoHHON KybTypoii;

d) 3HauUMTeNnbHON NoALEPXKKM N 3aUHTEPEeCOBAHHOCTM CO CTOPOHbI BCEX YPOBHEN ynpaBfeHuns, B 0cobeH-
HOCTW BbICLLIErO PYKOBOACTBA;

e) CNCTEeMbl namepeHna onsa oueHkK Npon3soanTeIbHOCTU B npouecce ynpassieHNUAa ycnyramu, oT3blBOB
N NpefnoXeHnii N0 BHECEHNIO YyCOBEPLIEHCTBOBaHWI;

0 Bnafenbua cucTeMbl YNpaB/ieHUSA yCayramum v OTBETCTBEHHOMO /vua, YNOSTHOMOYEHHOro ynpasnsaTh
CYY nycnyramu, a Takxxe COBepLIEHCTBOBATb UX.

UTto6bl NOCTaBLLMK YCNYr MOr Aoka3aTb adeKkTuBHOCTbL CYY. cnefyeT onpefennTb KOHKPETHble Mnoka-
3aTe i NPOU3BOAUTENIbBHOCTY A1 KaXA0r0 U3 BblleNepeyncneHHblX akTopos, a 3aTeM C/IefnTb 3a HUMU ”
co3faBaTb OTYEThbl O KaXAOM M3 3TUX nokasateneii. NMocTaBLWKK yCayr 4O/KeH NOATBEPXAaTb CBOW ypOBEHb
3D heKTUBHOCTU ANA KaX0ro nokasatens u BHOCUTb BCe HEOOXOAUMbIe YCOBEPLUEHCTBOBaHMUSA.
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4.6 Tlpeumyuwectsa CYY Ha ocHOoBe komMmnsekca ctaHgaptos MCO/M3K 20000

4.6.1 OcHOBHble npeumyuwectsa CYY

Mpu BHegpeHun CYY nocTaBLiMKM YCNYT MOTYT AEMOHCTPMPOBAaTb 3aKa3uymkam U gpyrum 3amHTepeco-
BaHHbIM CTOPOHAM CBOK CMOCOBHOCTb NPUMEHATbL YEeTKNE U COrlacoBaHHble NMPUHLUNLI YNpaBaeHus.

Bo3moxHble npenmyuiecTsa BHeapeHna CYY:

a) nosbileHne ahPeKTUBHOCTHN YCNYT U LLEHHOCTU MocTaBLlMKa ycnyr Ansa 6usHeca 3aka3unkos 6naro-
fapsa BHEAPEHUI0 1 NOCTOAHHOMY COBeplleHCTBOBaHUiO0 CYY un ycnyr;

b) cokpallieHne pacxofoB, BpeEMeHU 1 KonnyecTBa c60eB Npu okasaHwuu ycnyr;

C) COOTBETCTBME KOMMOHEHTOB CYY BU3Hec-Lensim U LeEHHOCTb KOMNOHEHTOB CYY ans 6usHeca.

d) ynpaBneHune ycnyramMmu B COOTBETCTBUM C NOTPEBHOCTAMMU GU3Heca, BbINOSIHEHNE Tpe6oBaHUA K ycny-
ram B o6nactv npumeHeHus CYY;

e) obecneyeHne 3aKka3unkam yBepeHHOCTU B BefeHUn bmusHeca 6narogapsa ncnonb3osaHuno CYY Ha oc-
HoBe NCO/M3K 20000-1;

O cokpallieHne puckoB NocpeacTBOM COrnacoBaHHOro Noaxona K ynpasaeHuo umu;

) ynydweHune KoopauvHauum Mexay nocTaBLLMKOM YCAYr BHYTPEHHWMMW rpynnamu, noctasliukamMu u
APYTMMU CTOPOHaMK;

h) noagepxka onucaHua, BHeApeHUA, akcnayaTauum n 06CnyxmsaHua WUPOKOTO Kpyra MHTerpupoBaH-
HbIX MPOLLECCOB ynpaBieHusa ycnyramu,

i) adhchekTMBHOE OnpepeneHue poneii, chep OTBETCTBEHHOCTW W B3aMMOOTHOLWEHUI ANS NOALEPXKKN
CYY wnycnyr,;

j) obecneyeHne eanHOro A3blka ANA ynpaBreHUs ycnyramu;

k) noHMMaHune oxugaHuini co CTOPOHbLI NepcoHana, nogaepxka CoTpYAHUKOB B Pa3BUTUN HEOBXOAUMBbIX
KOMMeTeHUNiA, Npu3HaHne 3acnyr nepcoHana B OCTWXEHUN Pe3y/bTaToB.

B MCO/M3K 20000-1 onucaHo pykoBoAcTBO T C NOMOLbI YyNpaB/ieHUs, U3MEPEHWIA, CO34aHUs OT-
4eTOB. OTC/NEXUBAHUA TpebOBaHUA 1 NpeAocTaBleHnsa NHopMaLun B PyKoBOAALME OpraHbl. 3T onucaHus
[OMONHAT nepefoBble NPaKTUKM NO TeXHWKam ayfuta pykosoacTsa. CYY Takke nojaepxusaeTt koprnopa-
TUBHOE PYKOBOACTBO, KOTOpPOEe 06bIYHO ONMpaeTcs Ha MHOPMaLMIo, NoslyyaeMylo B XO4e OKasaHusa ycnyr, un
noAaepxky npoueccos, onpeaeneHHbix B MUCO/M3K 20000-1.

CYY Ha ocHoBe MVICO/M3K 20000-1 noBblwaeT 3 eKkTuBHOCTb GM3HECA, MOCKONbKY rapaHTupyeT, 4To
YyCNyrn NoAfepXnBatoT ero U He OTBAEKAT COTPYAHMKOB OT BbINOSIHEHNA CBOMX rMaBHbIX 06a3aHHOCTel. He-
KayecTBeHHas ycnyra BblHYXAaeT nepcoHan TpaTuTb BPeMs Ha UCMpaB/ieHVWe ee pe3ynbTaToB WU MOUCK
anbTepHaTUBHbLIX CNOCO60B peleHns Npobaem, a He Ha BbINOSIHEHWE CBOE paboThl.

4.6.2 Mpeunmyuwectsa He3aBucumoii oueHkn CYY Ha cooTtBeTcTBme MCO/M3K 20000-1

He3aBucumas oueHka cooTBeTcTBUA TpeboBaHmam MCO/MIK 20000-1 npepocTaBnseT opraHusauunam
Lenbiin pag npenmywecTs, B TOM Yncne NoATBepxaaeT CNOCOOHOCTb OpraHM3aunmn okasblBaTb yCNyru Hagne-
Xalliero kayectsa, NOCTOAHHO COBEPLUEHCTBOBATbL UX. @ TaKXe yA0BNeTBOPATb TpeboBaHUA CBOUX K/IMEHTOB.
B cpepfe, rge ycnyru okasblBaloTCA pas3/IMYHbIMKU NMOCTaBLMKAMK, TaKoe NOATBEPXKAEHNE UrpaeT BaXHY0 Pofb.

He3aBucumas oueHka nofTeepxjaeT COOTBETCTBME NpoueccoB TpeboBaHWsAM U obecrneynsaeT NoJ-
HbIl 4OCTYN K NpenMyliecTBamM nepefoBbIX MeTOAOB ynpaBieHus ycnyramu. Ha cMeHy HenocnefoBaTefb-
HOMY ynpaBJ/ieHWI0 NnpoLeccaMn co CTOPOHbLI NepcoHana NPUXoasaT YeTKO onpefeneHHble NPoLecchl CUCTEMbI
ynpaBneHus, cootBeTcTBytowein MCO/MIK 20000-1 1 perynsapHo NpoOXoAsLL el OLEHKY.

CYY MOXHO UHTerpupoBsaTtb C APYIMMW cucTeMamu ynpasneHusa, Hanpumep QMS — gna NCO 9001 wn
ISMS — ansa NCO/M3K 27001. NHTerpupoBaHHasa cuctema ynpas/fieHus nosbilwaeT 3hdheKTUBHOCTb METO-
[0B ynpas/fieHnsa n cokpaljaeT pacxofbl Ha ayauT.

4.6.3 lMpeunmywecTsa, CBsA3aHHble C Pa3/INYHLIMU CLEeHapUAMK ynpaBaeHnsa ycnyramu

YnpaBneHue ycayramm MOXHO peasnin3oBaTb MHOXECTBOM pa3/inyHbIX CNOCO60B, o6ecneynBatoLLmx pas-
NnYHble npeumyliectBa. B Tabnuue 1 nokasaHbl NpuMepbl CLeHapueB BHeAPEHWUS CUCTEM ynpaBrieHus u
noTeHunanbHble BbIrOAbl OT UX UCNONb30BaHUA. CueHapuu, NnpueBeaeHHble B Tabnuue 1, He oxBaTbiBalT BCE
BapuaHTbl NOSTHOLEHHbIX BHeAgpeHuin CYY. Tonbko gBa NocnefHuX cueHapusa NoHOCTbIO BbIMOMHAKT Tpebo-
BaHus MCO/M3IK 20000-1.
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Ta6nuya 1— CueHapum peanmsauumn n Nx npeuMyLLecTsa

CueHapuit peanusayum

CYY He BHepgpeHa
NOMHOCTLI0.  BHeapeHb!
HekoTopble npoweccsl

ynpas/eHus yciyramm

CYY He BHepgpeHa
nonHocTe0. Bee npouec-
Cbl ynpaBieHus ycnyramu
BHeJpeHbl N0 OTAE/bHO-
CTV U He WHTEerpmupoBaHbl

AT C Aipyrom

CYY He BHepgpeHa
nonHOCTLI0. Bee npouec-
Cbl ynpas/ieHus ycnyramu
WNHTErpUpoBaHb!

CYY NOSHOCTbIO BHe-
ApeHa 6e3 He3aBUCKMOIA
OLIEHKN Ha COOTBETCTBUE
TpebosaHuam NCO/M3K
20000-1

CYY nonHoctblo pea-
M30BaHa C He3aBUCKMOI
OLIEHKO  COOTBETCTBUSA
MCO/M3K 20000-1

Mpumep

BHegpeHbl TOMbKO ABa
npouecca:  ynpasneHue
VHUMAEHTaMN U ynpasne-
HUE N3MEHEHNAMM

Bce npoveccsl B
MCO/M3K 20000-1:2011.
pasgen 5

Tenepb  ynpasfeHue
U3MEHEHUSIMW NOJHOLLEH-
HO B3auMogeiicTByeT C
ynpas/ieHnem KoHgUrypa-
UMSMU. penu3amnm U BHe-
ApeHvem

MonuTtuky, uenw, nna-
Hbl.  [OKyMeHTauus u
pecypcbl CYY. peatenb-
HOCTb BbICLLETO PYKOBOA-
ctBa. umkn PDCA u py-
KOBOZCTBO MpoLeccamu,
BbINO/IHAEMbIMU  APYTVMM
cTopoHamu, 06nactb npu-
MeHeHusi onpegeneHa

MonHas oueHKa Kax-
[ble TpU rofa, exerogHoe
MHCMeKTUpoBaHue

MoTeHuynansHbiM PE3Y/ILTAT U NPENUMYLLIECTBO

Cneuudpmyeckne yHKLMOHA/IbHBIE NPEUMYLLECTBA Kax-
[l0r0 npoLecca B paMkax 06/1acT BHeAPEHUs!

Bbicokast AOCTYMHOCTb.
KOHTpOb Kaxxoro npotiecca.
YnydweHHoe ynpas/ieHue ycnyramu

Bbicokas athheKTUBHOCTb, BCe MPEeNMYyLLECTBA KaKAO0ro
npotjecca.

MocnepoBaTenbHOCTb.

OTCNEXMBAEMOCTD.

KOHTpO/Ib BCEeX NpoL,eccos.

BO3MOXHOCTb BOCCTaHaBnuBaTh WT-ycnyry cornacHo
nnaHy obecneyeHrst ee HenpepbIBHOCTY.

B0O3MOXHOCTb yNpaBs/isiTb Tpe6oBaHNUsIMU K MHhopMaLy-
OHHOVi 6e30MacHOCTU MPK OKas3aHum ycyru.

YTBEPXKAEHNE 3aKa3uuMkoM cornalleHunii 06 ypoBHe 06-
C/YXVBaHWS. CBA3AHHbIX C YCMYroii, 1 ynpasneHre umu.

YnyJlleHve Aen0BbIX OTHOLLEHWIA.

MocnepoBatensHoe M NOAKOHTPONbHOE B3auMogelicTame
C nocTasLiyKaMmn

MocTosiHHOe noBbilleHne 3MMEKTUBHOCTU YCAyr N UX
LEHHOCTU /191 BU3Heca 3aKa3unKoB.

OkasaHune ycnyru ocyLecTBNSeTcs B COOTBETCTBUM € NO-
NNTUKaMW U LieNISiIMKW, CBSI3aHHLIMK CO CTpaTervein u uensmm
6u3Heca.

MoBbliLweHne adhheKTMBHOCTM yCyr 1 6U3Hec-NpoLeccos.

MocTosHHOE CoBEpPLUEHCTBOBAHWE KayecTsa yCnyr, B TOM
yucne ux HagexHocTu.

YnyulueHne KoopauHaumn AeiicTBril Bcex y4acTHUKOB —
nonb3osatenen n (Mnu) 3akas3uynkos, NOCTaBLUUKOB, BHYTPEH-
HUX FPyNn 1 ApYrux 3anHTepecoBaHHbIX CTOPOH.

Ynyuwenvne KoHTpons CYY. ycnyr, U3MepeHuin 1 OTHETOB.

[leMOHCTpaLysa akTMBHOI 3aHTEPeCOBaHHOCTM BbICLLIETO
pyKoBOZCTBA.

YeTKo onpeaeneHHble 0653aHHOCTY U Hanuune MoTvBa-
Lyn y nepcoHana.

Peannsauus uukna coBepLIeHCTBOBAHNS.

CornacoBaHHble Tpe6oBaHWsi K ycnyram, AOKYMEHTMPO-
BaHHas CYY.

AdhdheKTBHOE PYKOBOACTBO NOCTaBLUMKAMW, BHELLUHUMMW
opraHu3auMamMy 1 LenovkaMn noctaBok — ONTUMMU3auUMs u
KOHTPO/b PaCX0f0B.

CokpallieHne p1UCKoB, UX perynspHas oLeHka.

[lokymeHTMpoBaHWe npoLecca Ans ctaHgapTnsauum u nc-
nosib30BaHWs B AasibHelileli paboTte

®yHKUMOHMPOBaHKE 1 ob6cnyxmsaHue CYY.

He3asucrmoe nopaTeepxaeHve 3ththeKTMBHOrO yrnpas/ie-
HUS1 yCNnyraMmu 1 Ux BbICOKOTO KayecTsa.

MexayHapoaHoe npusHaHue.

KOHKYpeHTHble npevmyLLecTBa.

BblicoKasi cTeneHb YBEPeHHOCTU 3akasumka B YCneLlHOM
BefleHnn busHeca.

YnyulieHve penyTaumumn
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4.7 HenpaBunbHble npegcrtasneduns o CYY n MICO/M3K 20000-1

4.7.1 BBepeHue

CyLiecTByeT MHOXECTBO HenpaBWu/bHbIX NpeactaBnieHnii 06 MCO/M3K 20000-1. HekoTopble U3 HUX
nepeyncneHbl HUxXe.

4.7.2 TlepBoe HenpaBW/bHOEe npepacTaBneHne: Komnaekc ctaHgaptos MCO/M3K 20000 npegHa-
3Ha4YeH TONIbKO ANA KPYMHbIX KOMMEPUYeCKUX opraHunsauui

d®akT. B NCO/M3IK 20000-1:2011 (nogpasgen 1.2) ykazaHo cnegylollee: «Bce TpeboBaHus, onpeaeneH-
Hble B HACTOALEM CTaHAapTe, UMeloT 06w nii xapakTep ¥ NPUMMEHUMbl KO BCEM MOCTaBLYKaM YCyr He3aBunCu-
MO OT Tuna, macwraba n xapakrepa okasblBaeMblX UMW YCNyr». Bce cTaHAapTbl CUCTEM ynpaBieHus npume-
HVMBI B OpraHu3auusax n060ro TMna: KPynHbIX, MasbiX, YaCTHbIX, 06LLECTBEHHbIX U HEKOMMepUeckux. J1to60i
nocTaBLLMK YCAYT MOXEeT BbINO/IHATbL BCe TpeboBaHus, ykasaHHble B MICO/M3K 20000-1. n nogTeepxaatb 370
B X04€e He3aBUCUMOI oueHkn. CyliecTByeT MHOr0O He60NbLINX NOCTABLYMKOB YCAYr, UCNONb3YIOLWUX KOMNEKC
cTaHgaptoB MCO/M3K 20000. YgoBneTBopeHne noTpebHOCTEl pas3/inyHbiX OpraHm3aunii U 4OCTMXKEHNE UX
ueneit — nuwb Bonpoc MacwTabupoBaHms. Kpome TOro, HeEKpymnHbIM NOCTaBLMKaM ycnyr npolwe BHeApATb
CYY. NOCKONIbKY OHU 06/1afal0T CPaBHUTE/IbHO NMPOCTON CTPYKTYpPOli, HEGObLLINM KOSIMYECTBOM OCHUCOB U CO-
TPYAHUKOB.

4.7.3 BTopoe HenpaBuabHOe npeacTaB/iieHne: Komniaekc ctaHgaptos WCO/M3K 20000 npume-
HUM TONbKO K WT-nH pacTpykType

d®akt. NCO/M3K 20000-1 npumMeHUM B pas/inyHbiX 6u3Hec-nogpasfeneHnsax K pas/iyHbiM ycayram:
Te/IeKOMMYHMNKaLMOHHbIM, (PUHAHCOBLIM, TPAHCMOPTHLIM, 06/1a4HbIM, YNpaBAeHns NHpPacTPyKTypoii, nepe-
fayn 6u3Hec-nNpoLeccoB BHEWHUM nogpsguumkam n Ap. MocTaBWKKN YyCNyr Takke WCNOMNb3ylT KOMMIEKC
ctaHgaptos NCO/M3IK 20000 B cchepe TeneKOMMYHUKALMOHHbIX, 061a4HblX, Meana- n gpyrux ycnyr. Kak ot-
Meuanocsb Bbiwe, B MICO/M3IK 20000-1:2011 (nogpasgen 1.2) ykaszaHo, YTo «Bce TpeboBaHus, onpeaenieHHble
B HacToAleM cTaHAapTe, UMeT 06LNIA xapakTep v MPMMEHUMbl KO BCEM MOCTaBLMKaM yCayr HE3aBUCMMO
oT TUNa, MacwTaba u xapakrepa okasblBaeMblX UMW YCyr».

4.7.4 TpeTbe HenpaBuAbHOEe NpeAcTaB/eHne: KoMmnnekc ctaHgaptos MCO/M3IK 20000 npumeHum
TONbKO K BHEWHWM nocTaBuiukam ycnyr

®akT. BHewHne nocTasBWMKN yCNyr — 3TO NOCTaBLLMKN, KOTOPble OKa3biBAOT YCAYrM 3akKasunkam, He
BXOASLLMM B X COBCTBEHHYIO OpraHu3auuio, kak NpaBuio, Ha KOMMepyeckoli ocHoBe. Komniekc ctaHfapToB
MCO/M3K 20000 no3BonsieT BHELWHUM NocTaBLiMKaM yCNyr foka3biBaTb CBOK CNOCOGHOCTb OKa3bliBaTb YyC-
Nyru Hagnexauwero kayecrsa. MHorme BHyTpeHHMe MOCTaBLMKM YCNYT (KOTOPble OKa3blBalT YCNYIN BHYTPU
cO6CTBEHHOI OopraHu3aLnn) Takke NOHMMAaKT NpeMmMylLecTBa BbiNONHeHNA TpebosaHuin MCO/M3IK 20000-1.
CYY cnoco6cTByeT NOMHOLEHHOMY MCMNOMb30BaHUIO W WHTErpauun npoueccoB ynpaBfeHus ycnyramu, 4to
HEBO3MOXHO o6ecneynTb OAHUM NUb BHegpeHneM adheKkTUBHbIX npoueccos. Kpome Toro. CYY ycunusaet
KOHTPOJ/Ib CUCTEMbI ynpaB/ieHns 6narogaps UCNoONb30BAHUIO LUKIa «NaHupoBaHue — peanusayma — npo-
Bepka — KOppekTMpoBka», obecneuymBalollero nNocCTosHHOe COBepLIeHCTBOBaHWe. BHYTpeHHMi nmocTaBLymk
ycnyr MoxeT NoATBePXAaTbh CBOK CNOCOBHOCTb Ka4eCTBEHHO peasn3oBbiBaTb NepefoBble MeToabl ynpasre-
HUA ycnyraMmy ¢ NOMOLLbI0 HE3ABUCUMON OLLeHKN COOTBETCTBUSA TpeboBaHnam NCO/M3IK 20000-1. CYY paet
BHYTPEHHEMY NOCTaBLLNKY YC/YT BO3MOXHOCTb JeMOHCTPUPOBaTb GU3HEC-L,EHHOCTb OKa3blBAEMbIX UM YCIYT.
Mcnonb3oBanne NCO/M3K 20000-1 Takxe no3sonseT 3ad(pekTMBHO OKa3biBaTb BbICOKOKAYECTBEHHbIE YCNYTU
B YC/TOBUSIX XXECTKO OFPaHNYeHHbIX GIOAXETOB.

MOXHO NpuBeCTM B KaYecTBe NpuMepa, Kak B O4HOM U3 HanpaB/ieHUin 6u3Heca BHyTPEHHEro nocTasLiu-
Ka ycnyr cnyx6a TexHnyeckoi noagepXkun ncnonb3oBanacb pefko no npuynHe ee HUM3KOW adpheKkTuBHOCTY.
Bnarogaps sBHefpeHuto CYY 1 ee perynsapHbiM He3aBUCUMbIM OLeHKaM 3 MeKTUBHOCTb CNYXObl TexHUYe-
CKOW noAAepXKu CcyleCTBEHHO Bo3pocna, 6u3Hec-nogpasfjeneHne cTaso BHOBb MCNONb30BaTh ee. dddek-
TUBHOCTb BU3Hec-nogpasfeneHna Takxe ysenmunnace 6narogapsa Tomy, 4To cnyxb6a TeXHUYeCKo nogaepxKu
cTana nomoratb eMy JOCTUraTb KOMMEpPYeCcKnx Lenei.

4.7.5 YeTBepToe HenpaBuabHOe nNpegcTaBaeHne: NOCTaBLW KN YCAYT AOMXHbI MCNONb30BaTb KOH-
KpeTHble CTPYKTYPUpPOBaHHble NOAXOAbI A41A BbINONHEHNA TpeboBaHuWin, ykazaHHblx B MICO/M3K 20000-1

dakT. Komnnekc ctaHgaptos MCO/M3K 20000 paspaboTaH € y4eTOM pas/iMyHbIX CTPYKTYPUPOBaHHbIX
noAXof0B Ha OCHOBE NepefoBbIX NPaKTUK N0 ynpas/ieHUIo ycayramu, ofHaKo ero npefHasHayeHne otinyaeT-
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CA OT nNpefHa3HavyeHuin atux nogxofos. CYY MOXHO peann3oBbiBaTb Kak C MOMOLLbIO Pas3/IMYHbIX CTPYKTYpHu-
pOBaHHbIX NOAXOA0B, TAK U HA OCHOBE MCMNO/b30BaHNA COOBCTBEHHbIX METOAMNK OpraHmM3aunn, a Takxke 06beau-
HATb UX APYr ¢ Apyrom. Bo BBogHol yactn NCO/M3K 20000-1 HanucaHo cnegywouwee: «MCO/M3IK 20000-1
LeneHanpasfieHHO CO3JaH He3aBWCUMbIM OT KOHKPETHbIX PyKOBOZACTB. [MOCTaBLMK YyCNyr MOXeT coyeTaTb
o6LWenpuHATLIE PYKOBOCTBA CO CBOMM COBCTBEHHbLIM OMbITOM».

4.7.6 MATOe HenpaBu/bHOE nNpeacTaBneHne: KoMnaekc ctaHgaptos NCO/M3IK 20000 moxeT 3a-
MeANnATb Npouecc ynpaBfieHus ycayramu, genatb ero JOporocTosawuM n 610poKpaTUUYHbIM

dakT. PesynbTtatom Hagnexauiero BHegpeHus ctaHgapta MCO/M3OK 20000-1 sasnsietcs CYY, obecne-
ynsawwaa apdekTusHoe U pe3ynbTaTMBHOE OKa3aHWe BbICOKOKAYECTBEHHbIX ycnyr. Mpu HeHagnexaiem
BHefpeHun CYY oHa MOXeT okasaTbCs Me[J IeHHO, JoporocTosuLeil n 6lopokpaTuyHoii. B aTom cnyvyae pea-
nusauunio crnepyert yaydwmnTs.

[okymeHTauus, Heobxoammas ANS NOALEPXKKA NOCTaBLMKa yCNyr an gpyrux 3anHTepecoBaHHbIX CTO-
POH. AO/MKHA 6bITb YA06HON 1 NOHATHON. MONUTUKK, Npouecchl, Npoueaypbl U NAaHbl MOXHO ONTUMMU3NPO-
BaTb. Kaxgasa opraHmsaumnsa camocToATeNnbHO npoektupyet CYY n MmoxeT obecneuntb ee 6uicTpogeiicTene u
athbhekTMBHOCTL. Kpome TOro, LMK HEMpPepbiBHOTO COBEPLUEHCTBOBAHUSA, COOTBETCTBYIOLWMNIA TpeboBaHUAM
NCO/M3K 20000-1, gaeT BO3MOXHOCTb onTumMmnanposaTtb CYY n ysenmumsatb ee 3ap(pekTUBHOCTb C POCTOM
ee 3penocTu.

5 Komnnekc ctaHgapTtoB NCO/M3K 20000

5.1 O6uwada uuopmaymnsa

Komnnekc ctaHgaptoB MCO/M3K 20000 cOCTOUT M3 HECKONbKMX B3aMMOCBA3aHHbIX YacTeli, KOTopble
ABNATCA MeXAYHapPO4HbIMU CTaHAapTaMu UNN TEXHUYECKUMU OTHETaMW.

Komnnekc ctaHgaptoB MCO/M3K 20000 npegHasHavyeH Kak NS BHYTPEHHUX, Tak U AN BHEWHUX No-
cTaBWuKoB ycnyr. MnasHaa uenb CYY — co3gaTtb yCc/noBus 418 OKasaHUsA ycnyr, KOTopble Y/AO0BJ/IETBOPAOT
6U3Hec-noTPebHOCTSAIM 3aKka3unMKoB M COOTBETCTBYIOT TpebOBaHWAM K yC/yram, COrfiacoBaHHbIM Mexay no-
CTaBLMKOM YCNYr 1 3aKaszumkamu.

Bnarogapsa komnnekcy ctaHgaptoB MCO/M3K 20000 BHYTpeHHUE 1 BHELWHWE NOCTaBL KN YCAyr onpe-
[enaT. Kakne noTpebHOCTU 3aka3umKkoB UM cnefyeT NPUHUMAaTbL BO BHUMaHWE NS NOBbIWEHUSA KayecTBa
oKa3blBaeMblX yCyr.

Yactn komnnekca crtaHgaptos WNCO/M3K 20000 v B3avMOOTHOLWEHUA MeXAy HUMW nokKasaHbl
Ha pucyHke 3.
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PucyHok 3 — Yactun komnnekca ctaHgaptos MICO/M3K 20000

5.2 WNCO/M3K 20000-1:2011 TpeboBaHua K cuctemMe ynpaBaeHUsa ycayramm

5.2.1 O6nacTb NpuUMeHeHUs

B NCO/M3K 20000-1:2011 onpefeneHbl TpeboBaHMA K N1aHUPOBaHUIO, peannsaunn, BHeApPeHuto, aKe-
nayatayun. MOHUTOPUHTY, aHanusy, 06CnyX1MBaHMo N coBeplleHCTBOBaHMO CYY nocTtasLmkom ycnayr. B unc-
10 3TUX TpeboBaHUii BXOAUT NPOEKTMPOBaHNE, BBOJ B 3KCMyaTauuto, npeoctaB/ieHne 1 CoBeplLleHCTBOBa-
HWe YyCNyr B COOTBETCTBUN C TPEOGOBAHUAMM K HUM.

5.2.2 Ha3HauyeHue

MNCO/M3K 20000-1:2011 onpegenseT MUHUMaNbHble TpeboBaHuA Kk peanusauun CYY. obecneyunBato-
el cooTBETCTBUE OKa3blBaeMbIX YCNyr 6U3Hec-uensiM n TpeboBaHWAM 3aKasuunka, a Takxe K ynpasfieHUIo
37O CcUCTEMOil CO CTOPOHbI opraHm3auuu. OpraHusaunm, KOTopblie XenawT NPoAEMOHCTPUPOBaTb BO3MOX-
HOCTU 1 3h(PeKTUBHOCTb CBOEN CYY Unun ynyuwntb Ux. MoryT ncnonb3zosatb MCO/M3K 20000-1:2011 B Kaue-
CTBE OL,eHOYHOI 6a3bl. STOT CTaHAAPT TaKKe MOXeT OblTb Nosie3eH.

a) opraHusauuamM, KoTopble HaxoaATcA B NOUCKe NMOCTaBLIMKOB YCAYT U KeNaT NosyuynTb rapaHTum Bbl-
MOJIHEHUSI CBOMX TpeboBaHWii K ycnyram;
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b) opraHnsaumam, koTopble xenawT BHeAPUTb eANHbIM NOAX0A K CBOUM NOCTaBLVMKaM YCnyr, B TOM Yunc-
ne HaxogAwmnMesa B Lenn nocTaBok:

C) nocTasLlMKam ycnyr, xenawuwmuMm NpoLeMOHCTPUPOBATL CBOM CNOCOBHOCTU B 06/1aCTAX NMPOEKTUPO-
BaHWA. BBOJA B JKCMyaTauuio, npegocTaB/eHns u COBEPLIEHCTBOBAHMA yCyr, COOTBETCTBYOLWMX Tpebosa-
HUAM K ycnyram;

d) nocTtasLwmKam ycnyr, Kotopble NPOBOAAT MOHUTOPUHI, U3MEPEHUEe N aHan3 CBOUX YC/yr 1 NpoL,eccos
ynpasneHus nmu,

e) nocTtasLliMKaM Yycnyr, KOTOpble COBEPLUEHCTBYIOT NpoekTupoBaHue, BBOA B 3Kcnayatauuioo, npego-
cTaB/ieHne u passuTue ycnyr nytem adphekTMBHOIo BHEAPEHNS U UCNONb30BaHna CYY;

0 nHcnekTopam v ayauTopam A8 BbISCHEHUA KpUTEpPUEB OLEHKN cooTBeTCTBMA CYY nocTasLunka ycnyr
Tpe6oBaHuam NCO/MIK 20000-1:2011.

Bce Tpe6oBaHus MCO/M3IK 20000-1:2011 umetoT 06w uii xapakTep U NPUMEHUMbI KO BCEM MOCTaBLLMN-
Kam ycnyr He3aBMCMMO OT UX Tuna, MmacwTaba n xapakTepa okasbiBaeMbix umu ycnyr. MCO/M3K 20000-1:2011
He 3aBUCUT OT TEXHOMOMMA, NCNONb3YyeMbIX ANA OkasaHWa ycnyr. MocTaBLmK ycnyr, xenawwuii NoaTBEPAUTD
cBoe cooTBeTcTBue MCO/M3IK 20000-1:2011, 06a3aH BbINOAHATbL TpebOBaHUA, NU3/T0XEHHbIE B €ro pasge-
nax 4—9. He3aBUCMMO OT OCOGEHHOCTE CBOel opraHusaunu.

5.3 WNCO/M3K 20000-2:2012 PykoBOACTBO MO MPUMEHEHUIO CUCTEM ynpaB/ieHus ycayramu

5.3.1 O6nactb NpUMeEHeHus

MCO/M3K 20000-2:2012 cofepXunT pykoBoAslMe yka3aHus no npumeHeHunio CYY B COOTBETCTBUU C
MCO/M3K 20000-1:2011. MCO/M3K 20000-2:2012 BKkItoYaeT B ceb6ss npuMepbl U pekoMeHaauumn, nomorarw-
Lme opraHmsauMsam TpaktoBaTb U Ucnonb3oBaTb matepuansl MCO/M3K 20000-1:2011, B TOM YuMC/ie CCbIIKK
Ha gpyrue yactn MCO/M3K 20000 n npothunbHbie MexayHapoaHble ctaHgaptel. MCO/M3K 20000-2:2012 He
3aBUCUT OT KOHKPETHbIX CTPYKTYPUPOBAHHbIX NOAXOA40B HA OCHOBE NepefoBbIX NPakTuK.

5.3.2 HasHaueHue

NCO/M3K 20000-2:2012 cofepXuT 0TBETbl HA MHOrMe BOMPOCHI OpraHu3auunii n cneymannctoB O BHe-
aApeHun CYY. TOYHOW uHTepnpeTaumm n npuMmeHeHuy nonoxennin MCO/M3K 20000-1:2011. obecneymBaroLLmx
BbICOKYI0 3P (PEeKTUBHOCTb €ro nucnonb3oBaHnsa. OpraHusayns, xenawwasa ynyywnTs ynpasrieHne ycnyramu,
MOXEeT MCMOo/ib30BaTh 3TOT CTAHAAPT HE3AaBNCUMO OT 3aMHTEPECOBAHHOCTU B IeMOHCTPAaLMM CBOEro COOTBET-
cTBma MCO/M3K 20000-1:2011.

5.3.3 CBA3b ¢ MCO/M3K 20000-1:2011

MCO/M3K 20000-2:2012 umeeT Takyt Xe CTPYKTypy, 4To 1 MCO/M3K 20000-1:2011. kaxxgasn ero rnaea
BK/lOYaeT B ce65 pyKoBOACTBA U NPUMEPbI.

Kpome Toro, B UCO/M3K 20000-2:2012 copepxatca npumepbl MHTepdelicoB U TOYeK MHTerpawumm npo-
LeccoB n Apyrux KOMNoHeHToB CYY (Hanpumep, NOMUTUKW W NAaH ynpaBieHua ycayramu). OTU npumepsl
nomMoralT opraHn3aumam NoHATb PYHKLMOHUPOBaHUe CYY kak MUHTEerpupoBaHHON CUCTEMbI, BCE KOMMNOHEHTbI
KOTOPOW ABNSAOTCA B3aUMO3aBUCUMbIMU.

5.4 WNCO/M3K 20000-3:2012 PykoBOACTBO NO onpegeneHunio ob6nactu npuMeHeHus
n npumeHumoctn MCO/M3IK 20000-1

5.4.1 O6nacTb NpUMeHeHnsn

MCO/M3K 20000-3:2012 BkIO4aeT B cebs pykoBoAsLlMe yKkazaHua no onpegeneHuto obnactu npume-
HEeHWSA. MPUMEHVMMOCTM M NOATBEPXAEHMNIO COOTBETCTBUA TpeboBaHnam MCO/M3K 20000-1:2011.

PykoBoacTBo, npusegeHHoe B MCO/M3K 20000-3:2012. nomoraeT NocTaBL UKy yCAYr NaHMpoBaTb CO-
BEpLIEHCTBOBAHUE yCyr U roTOBUTLCS K oueHke cooTBeTcTBua MCO/M3IK 20000-1:2011.

MCO/M3K 20000-3:2012 nomoraeT BbISICHATb, NnpuMeHuM nn MCO/M3K 20000-1:2011 K KOHKpPETHOMY
nocTaBsLL MKy YCAYr; noka3biBaeT, kak onpegensierca o6nactb npuMeHeHns CYY He3aBMCMMO OT NpeablayLero
onbiTa NocTasLiMKa YyCNyr B MPUMEHEHUN APYTUX CUCTEM YNpasBieHUs.

5.4.2 HasHauyeHue

NCO/M3K 20000-3:2012 copepxXuT pykoBoasiLMe NPUHLMUNLI NO onpeAesieHnto o6nactTv NpUMeHeHns
n npumeHmmoctn MCO/M3K 20000-1:2011. OH NnomoraeT NOCTaBLLMKY YCNYr NOATOTOBUTLCA K oueHke CYY B
Hagnexawen o6nactn npUMeHeHns.

YunTbiBasi LUMPOKMIA OXBAT BHYTPEHHUX Y BHELHUX COrNalleHunid, KOTopble MOXET 3ak/Io4vaTb NnocTasBLy K
ycnyr, onpegenexHve o6nactun npumeHeHms CYY 6biBaeT 3aTpygHUTENbHbIM. YTO6GbI NPOAEMOHCTPUPOBATHL CO-
oTBeTcTBMe TpeboBaHnaAM NCO/M3K 20000-1:2011. nocTaBLiMK YyCNYr AO/IKEH A0OKa3aTb, YTO OCyLleCcTBAsA-
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eTca PyKOBOACTBO MpoLeccaMu, BbIMOMHAEMbIMU APYTUMKU CTOpoHamu. Cneayet TuwatenbHo onpeaennTtb 1
pasrpaHMynTb 30Hbl OTBETCTBEHHOCTU U MHTepdEencbl Mexay NOCTaBLMKOM YCNYr U NI06GbIMU APYTMMU CTOPO-
Hamu. BbIMOMHAKLWMMMK NpoLecchl B 06nactv npumerHeHnsa CYY.

5.4.3 CBAaA3b c MCO/M3K 20000-1:2011

MCO/M3K 20000-3:2012 coaepXuT PpykoBoAsAlUiMe YyKaszaHWs N0 HeKoTopbiM  nogpasgenam
MCO/M3K 20000-1:2011. KoTOopble MOTYT 6bITb NOJIE3HbI HA HaYa/llbHOM 3Tane npoekTa No BHeapeHu CYY.
B nx uncno Bxogat nogpasgenst 1.2. 4.2 n nyHKT 4.5.1.

NCO/M3K 20000-3:2012 Bknw4vaeT B cebs cneuuanbHble NPUHLMNBLI PYKOBOACTBA, A0NONHAKLWME
MCO/M3K 20000-2:2012.

5.5 NCO/M3K TO 20000-4:2010 3TanoHHas mogenb npouyecca

5.5.1 O6nactb NnpuMeHeHus

B NCO/M3K TO 20000-4:2010 onpegeneHa atasoHHas mogesib npouecca IMII. koTopas Bk4yaeT B
ce6s Habop MPOLECCOB ynpaB/eHus ycayramu, onucaHHbiX B TepMUHax Leneii n pesynbtaToB U 4EMOHCTPYU-
pyloLlwmnx oxsat TpeboBaHnii, ykazaHHbix B MCO/M3K 20000-1:2011.

5.5.2 Ha3HauyeHwne

NCO/M3K TO 20000-4:2010 — 3TO NPOMEXYTOUHbI NPOAYKT ANA CneLnanncToB, KOTOpbI npegocTas-
nseT obWunii oxBaTt npoLeccos, o6neryarLwuii onpejeneHne BO3MOXHOCTel NPOLECCOB C MOMOLLb0 MoAeNn
OoLEeHKM npoueccos, onpegeneHHoli B UCO/MIK TS 15504-3:2012.

5.5.3 CBA3b ¢ NCO/M3K 20000-1:2011

Mockonbky WCO/M3K TO 20000-4 6bin ony6nukoBaH B 2010 r, OH He cornacoBaH ¢
MCO/M3K 20000-1.2011. OH Takxe He cornacoeaH c¢ WCO/M3K 20000-1:2005, opgHako corjaaco-
BaH C paHHell npeaBapuTenbHoit pepakuuneli MCO/M3IK 20000-1:2011. Bce npouecchl, OnNuWcaHHble B
MCO/M3K TO 20000-4:2010. BkAOYaoT B ceb65 NpMBA3KK Kaxaoro pesynbtata OMIM kK KOHpeTHbIM pa3genam
npeaBaputenbHoii pegakuum NCO/M3IK 20000-1, UCnonb3yeMbIM A8 OTCNEXNBAHUS COOTBETCTBUIA.

Mpoueccebl, onpegenerHHbie B MICO/M3K TO 20000-4:2010. He MAEHTUYHbI Npoueccam, U3N0XEeHHbIM
B MCO/M3K 20000-1:2011. Hanpumep, B MCO/M3K TO 20000-4:2010 ynpaBneHue puckamu npeacrasnseT
co6oii npouyecc, a NCO/M3IK 20000-1:2011 — «noAxoA K ynpaBfeHU puckamm», a He oTAE/NbHbI npouecc.

NHTepdelicbl mexay npoueccamn BxoasatT B MCO/MOK 20000-1:2011. HO He BK/IOYEHbl B 3Ta/IOHHbIE
mMoaenu npouecca. Bxoabl U BbIXOoAbl NPOLLECCOB ONWCaHbl B MOAENW OLEHKW npouecca, onpegeneHHol B
MCO/M3K TS 15504-8.

B aTanoHHOli mMofenu npouecca UCNofb3ylTCA TEPMUHbI, KOTOPble HE MpeAyCMOTPeHbl B KOMMekce
ctaHgaptos NCO/M3IK 20000. Kak npasuio, 3T TEPMUHbI NPUMEHSAIOTCA AN1A COBMECTUMOCTU C TEXHUYECKU-
MW cTaHgapTamu nporpaMmHoro obecnevyeHus n cuctem. NpuMepamu Taknx TEPMUHOB ABAAIOTCA «ChNeyu-
hukayma ycnyrn» n «appekTMBHOCTb YPOBHS 06CNYXMBaHNA», oTcyTcTByOWMe B MCO/M3K 20000-1:2011.

5.6 NCO/M3K TO 20000-5:2013 Mpumep nnaHa BHegpeHns MCO/M3K 20000-1

5.6.1 O6nacTb NpuMeHeHUs

MCO/M3K TO 20000-5:2013 conepXuT pykoBoasLLMe ykazaHnsa no BHegpeHuto CYY. cooTBeTCTBYyOL el
TpeboBaHnam NCO/M3IK 20000-1:2011. Ita yactb MCO/M3IK 20000 onucbiBaeT 0b6LWMIA TpexaTanHblli nnaH
ynpasneHna BHeApPEeHUeM, yunTbiBaOLW M NPOEKTMpoBaHue, BBOA B 3KCnayaTtauuio, npefoctaBfieHne ycnyr,
ynpasiieHne UMu U UX coBeplleHCTBOBaHWe. MocTaBLWmMK yCayr MoOXeT ajanTuposaTb 3TU 3Tanbl B COOTBET-
CTBUW CO CBOUMU MOTPEOHOCTAMMU U OrpaHNYEeHUSMU.

5.6.2 Ha3HauyeHwne

MCO/M3K TO 20000-5:2013 BktoyaeT B ceba pyKkoBoAsLMe yKa3aHUa A1 NocTaBLMKoB ycnyr. CTaH-
[apT nofie3eH Tem. KTO faeT nocraslukam ycnyr pekomeHgauum o nopsfke naaHupoBaHus, BHeApeHusa u
coBeplleHcTBOBaHMA CYY. ncnonb3ysa, Hanpumep, o6LWunii TpexaTanHblil NoAX04 K yNpaBneHuo peanvsalue.
OTOT cTaHAapT Takxe COLepXUT PyKoBOAsALWMeE yka3daHMa No pa3paboTke 3KOHOMUYECKoro 060CHOBaHUSA, 3a-
MycKy MpoeKTa W BbIMO/THEHWNIO APYTUX AeCTBUI, HE06XOAMMbIX 4/151 YCNELHOro BHeAPEeH .

OTansbl, onucaHHbie B MICO/M3K TO 20000-5:2013, He npegycmaTpuBaloT u3mMeHeHne obnactu npume-
HeHusa CYY nocTtaswuka ycnyr. B MCO/M3K TO 20000-5:2013 nsmeHeHuUs, BHOCUMbIe Ha 3Tanax npouecca
COr/1acHO NPUHATBLIM PeKOMEHAAUUAM, HEe BAUAIOT Ha 06/1aCTb NPUMEHEHNUs1. BMecTo 3TOro KaxAblil atan fgon-
XeH coBepluieHcTBoBaTb CYY B COOTBETCTBMM C COrN1acOBaHHO NOCTaBLLMKOM YCAYr 061acTblo MpUMeHeHns
1 C UCNonb30BaHWeM pe3ynbTaToB nNpeabliayliero atana. o 3aBepweHn nocneagHero atana NnocTaBLMK ycnyr
nonyyaet npemmywectea CYY. NoNHOCTbIO cOOTBeTCTBYOLWMe TpeboBaHuam MCO/M3IK 20000-1:2011.
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B MCO/M3K TO 20000-5:2013 npuBefeHbl NnpuMepbl NOSIUTUK, KOTOPble NOCTaBLLWKX YCAYT MOTyT agan-
TUpoBaTb K CBOMM KOPMopaTUBHbIM TpeboBaHUAM.

MCO/M3K TO 20000-5:2013 BKkntoyaeT B cebs Wab/ioOHbI, MOMOrarwLwme noctaswnkam ycnyr BbiMoAHATb
Tpeb6oBaHns MCO/M3IK 20000-1:2011.

5.6.3 Csasn c NCO/M3K 20000-1:2011

MCO/M3K TO 20000-5:2013 cBaA3biBaeT TpeboBaHua MCO/M3IK 20000-1:2011 ¢ Tpems pekOMeHAOBaH-
HbIMW 3Tanamu npoekTa.

Kpome, Toro. UCO/M3K TO 20000-5:2013 BkIOUaeT B cebs:

a) npumepbl NONTUK B 061acTu npumeHeHnsa CYY;

b) NnpUMepbl APYrux WabnoHOB, NOME3HbIX NOCTABLYUKY YCAYT;

C) CNMNCOK KOHKPETHbIX AeliCTBUIA ANA BbINOIHEHWA B NpoLecce BHeAPEHUSA, B TOM Yucne AOKYMEHTUPO-
BaHWe 1 ynpassieHne 3annucamu.

MNCO/M3K TO 20000-5:2013 MOXHO Mcnonb3oBaTb coBMecTHO ¢ MCO/M3K 20000-2:2012. yTtobbl 06e-
cneunTb 6onee TwaTeNbHYO NOAAEPXKKY NOAX0AA K BbIMOMHEHUIO NPOEKTY.

NCO/M3K TO 20000-5:2013 Takxe MOXHO Mcnofnb3oBaTb coBmecTHO ¢ MCO/M3K 20000-3:2012 kak
PYKOBOZCTBO MO onpeaeneHunto 061actv NpUMEHEHNUSE 1 NPUMEHUMOCTU Ha HavyafbHbIX 3Tanax npoekTa.

5.7 MCO/M3K TO 20000-9:2015 PykoBoAcCTBO N0 npumeHeHuto MCO/M3K 20000-1 k o61a4HbIM
ycnyram

5.7.1 O6nacTb NnpuMeHeHUn

B MCO/M3K TO 20000-9:2015 paHbl UHCTPYKUMM No ucnosnb3oBaHuto MCO/MIK 20000-1:2011 no-
cTaBlWmkammn o061a4vHbIX ycnyr. CTaHgapT NPUMEHUM K pas3/iniHbIM KateropusamM o6nayHbiX yCiyr, B TOM yucne
0603HayYeHHbIM MCO/M3K 17788/ITU-T Y.3500 u NCO/M3IK 17789/ITU-T Y.3502, Bkntouan cnegyoume (He
orpaHnYynBasiCb 3TuUM).

a) nHdpacTpykTypa kak ycnyra (laaS);

b) nnatdopma kKak ycnyra (PaaS):

c) nporpammHoe obecneveHune kak ycnyra (SaaS).

Kpome TOro, ctaHgapT NPUMEHMM K Takum MOJesisiM pa3sepTbiBaHWsA, Kak obwenocTtynHoe obnako,
yacTtHoe o6n1ako, o6nako coobuiecTsa n rm6puaHoe obnako.

5.7.2 HasHaueHue

PykoBoacTBO no npumeHeHunio MCO/M3K 20000-1 k 06/1a4HbIM ycayram cocTouT U3 Habopa cueHapues,
OTHOCSILLUXCA K MHOTOYNCNEHHbIM AEACTBUSAM, KOTOPbIE BbIMOJHAT NOCTaBLNKA 06/1a4HbIX YCAyr. 9T cue-
Hapun ONUCHLIBAIOT XU3HEHHbIN LMK YCAYTM C NOMOLLbO TEPMUHOMOIMMN U NPUMEPOB, 3HAKOMbIX NOCTaBLYK-
Kam 06/1a4HbIX YCNYT.

B kax4OoM cueHapuu cofepxaTcs CCblIKM Ha Hanbonee ymecTHble Tpeb6oBaHus MCO/M3IK 20000-1.
B kaxAablii cueHapuili BXOAAT pekoMeHAauun u npumepbl NPUMEHeHMs B 06MauyHbiX ycnyrax MyHKTOB
MCO/M3K 20000-1, Ha koTOopble garTcsa ykaszaHus. Bce npoueccohl, onpegeneHHsie B MCO/M3K 20000-1,
BK/IKOYEHbI Kak MUHUMYM B OA4MWH CLEeHapwuii.

5.7.3 OTHoweHna ¢ MCO/M3K 20000-1:2011

2710T pasgen MCO/MIK TO 20000-9:2015 MOXHO MCNONb30BaTh B KAYe€CTBE UHCTPYKLWIA ANA nocTaB-
LWKMKOB 061auHbIX YCAYT NPU NPOEKTUPOBAHWUW, YyNPaBAeHUN AN NOBbIWeHUN 3 dekTnBHocTn CYY ¢ Lenbio
noanepxkKn o6naduHbIX ycayr.

9707 pasgen NCO/M3K TO 20000-9:2015 He BBOAUT HOBble Tpeb6OBaHMSA MO CPaBHEHWIO C NMPUBELEH-
HbiMn B NICO/M3K 20000-1 »n He gaeT ABHbIX WHCTPYKUMWIA No c60py CBUAETENbCTB ANS MHCNEKTOPOB Uan
ayAuTopOB.

6 [pyrve conyTCTBYlOWME CTAHAAPTbl U TEXHUUYECKMNE OTUETHI

6.1 AHanorunyHble CTaHOapTbl U TEXHUYECKNE OTYEThI

CyLLecTBYOT TpU AOKYMEHTA, TECHO CBA3aHHbIE APYT C 4PYTOM. — CTaHAApPT U TEXHUYECKUE OTYETHI, KO-
TOpble ONUCHLIBAKTCS B TEPMUHAX 06/1aCTU NPUMEHEHUSA, LLeNIeBOro HasHavyeHumsa n ceasu ¢ MCO/M 3K 20000-1:

a) NICO/M3K TS 15504-8:2012 VHhopmaLmnoHHble TexHonormn. OueHka npouecca. Yactb 8. Mogens
obpasua oueHkn npouecca ans ynpasnenua UT-ycnyramu;

b) NCO/M3K 27013:2015 NHdopmaLMoHHble TexHonornu. Metoabl n cpeactesa obecneyeHns 6esonac-
HOCTU. PyKOBOACTBO NO MHTErpnpoBaHHoOMYy BHegpeHuto MCO/M3IK 27001 n MCO/M3IK 20000-1;
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c) MCO/M3K TO 90006:2013 NHpopMaLNOHHbIE TEXHONOTMN. PyKoBOAALLME YKa3aHWUs MO NPUMEHEHUIO
MCO 9001:2008 k meHepxXMeHTy UT-ycnyramum u ero nuterpauynn ¢ MCO/M3K 20000-1:2011.

[Apyrne ctaHgapTbl, KoTopble MmeHee cBsizaHbl ¢ MCO/M3K 20000-1. HO MOryT 6bITb NOME3HbI A4NA €ero
noAfepXKku, nepeyncnersl B 6.5.

6.2 WNCO/M3K TS 15504-8:2012

6.2.1 O6nactb NpUMeHeHUs

MCO/M3K TS 15504-8:2012 ocHoBaH Ha MCO/M3K TO 20000-4:2010 u:

a) onpegenseT npumep MoLeNnun OLEHKN npouecca, kotopas nogaepXueaeT BbINOTHEHUE OLLEHKW C MNo-
MOLLbI0 NoKa3saTesield, NO3BONAKLMNX NHTEPNPETMPOBAaTbL Lenn, pesynbtaTbl 1 aTpubyThl NpoLecca;

b) AEMOHCTPUPYET Ha NpuMepax onpegeneHune, BbiI6Op M UCNOMb30BaHME NoKasaTesiei OLeHKu.

6.2.2 Ha3HauyeHne

MCO/M3K TS 15504-8 3aknagbiBaeT OCHOBY A/19 OLEHKM ynpaBaeHns ycayramum B opraHusanuu.

6.2.3 Csa3n ¢ MCO/M3K 20000-1:2011

Mogenb  oueHkn npouecca MoxeT OblTb  WUCNonb3oBaHa ANS  NOAAEPXKM  BHejpeHus
MCO/M3K 20000-1:2011 v onpefesieHna Cc ee NOMOLLbIO BO3MOXHOCTM NpoueccoB. Tem He MeHee, cnepy-
eT nmeTb B BUAy, YTO 3Ta MoAenb He cooTBeTcTByeT MCO/M3K 20000-1 pepgakuymsam 2005 n 2011 ropos, a
NVWb paHHel Bepcun. IT0 06CTOATENLCTBO BAXHO YUYUTbIBATL NPU naeHTUdMKaLUM BO3MOXHOCTEl npouec-
coB ¢ nomoubio MCO/M3IK TS 15504-8:2012 B x04e NpoeKkTupoBaHnsa n sBHegpeHnsa CYY. Boixogom mogenun
OLleHKMN npouecca ABNAKTCA BO3MOXHOCTW BCEX NPOLECCOB, OnpefeieHHbIX B 3Ta/IOHHbIX MOAENAX npouecca
MCO/M3K TO 20000-4:2010 u MCO/M3K TS 15504-8:2012 (cm. npunoxeHue B).

6.3 MCO/M3K 27013:2015

6.3.1 O6nacTb NpUMeHeHUsA

MCO/M3K 27013:2015 cofepXuT pykoBogsaLne ykasaHusa ANa opraHusaymnii, KoTopble HaMepeHbl:

a) BHeapuTb MCO/M3K 27001:2013 nocne BHegpeHns NCO/M3I3K 20000-1:2011 unan HaobopoT;

b) BHeApuTb pasgen 3 NCO/M3K 27001:2013 n NCO/M3K 20000-1:2011 cOBMECTHO ApYr C 4PYIOM;

C) cornacoBatb CUCTeMbl ynpasneHus, cooTBeTcTBywwwme pasgeny 3 MCO/MIK 27001:2013 wu
MCO/M3K 20000-1:2011.

6.3.2 Ha3sHauyeHwne

MCO/M3K 27013 nomoraeT opraHuM3aumsam BHEAPATb MHTETPUPOBAHHY CUCTEMY ynpaBaeHus, obecne-
YMBaKOLLYI0 OKasaHue ycnyr u 3awuTy nigopmaymm.

6.3.3 CsA3n ¢ NCO/M3K 20000-1:2011

YnpasneHue nHdopmaLMoOHHOW 6e30MacHOCTbI0 M ycayraMn — TEeCHO B3auMOCBA3aHHbIe U yCUnmBato-
wue gpyr gpyra yHKUMoHanbHblie o6nactu. B HUX onpefgeneHbl NOXoxXue npouecchbl U 4elCTBUSA, HECMOTPS
Ha TO. 4YTO Kaxjas cuctema ynpab/ieHUA akUueHTUpyeT pas/iMyHble UX HI0AHChbI.

MCO/M3K 27013 MOXeT MCNonb30BaTbCA NpU COBMECTHOM BHegpeHun MCO/MIK 20000-1:2011 un
MCO/M3K 27001:2013. NCO/M3IK 27013 nomoraeT obHapyxuBaTb nepecevyeHns 3aTux ctaHfapToB n nsbe-
raTb MOBTOPHOrO BbIMO/THEHUS OAHUX W Tex xe paboT. PesynbtaTtom ucnonb3oBaHua MCO/M3IK 27013 ansa
noAAepXKn cCoOBMecTHOW nHTerpaunn MCO/M3K 20000-1 n MCO/M3K 27001:2013 mMoxeT cTaTb eMOHCTpa-
LMA BbINOMHEHNA TpeboBaHW aTuX ctaHgapToB. bnarogaps MCO/M3K 27013 opraHusaumsi MOXeT NOHATb
pasnuumsa B 0671aCT NPYMEHEHUs 1 TEPMUHOMOTUN, a ee cucTeMa ynpaBneHuss uHpopmaLloHHoi 6e3onac-
HOCTblo. CYY 1 MHTerpMpoBaHHas cuctema ynpaB/ieHUA OCHOBaHbl Ha cambiX 3 DEKTUBHbIX NOoAX0Aax ABYX
cTaHfapToB.

6.4 NCO/M3K TO 90006:2013

6.4.1 O6nacTb NpUMeHeHUsA

MCO/M3K TO 90006 copepxuT pykoBoasLwme ykazaHus no npumeHeHuto NCO 9001:2008 k ynpaBne-
Huto UT-ycnyramum n ero nHterpauun ¢ MCO/M3K 20000-1:2011.

MCO/M3K TO 90006 npepHasHayeH ans;

a) ayAuMTopoB M MHCNEKTOPOB, KOTOPbIM HEOH6XOAUMMO PYKOBOACTBO A/ MPOBeAEHMA ayauTa COOTBeT-
ctBuA ycnyr MCO 9001:2008 v ynpaBneHUs UMUK COrNacHO 3TOMY CTaHAapTy:

b) ayAUTOPOB W WHCNEKTOPOB, KOTOPbIM HEOOXOA4MMbl PYKOBOASALLME YKa3aHWUs A5 NPOBefeHUs KOM-
naekcHoro aygurta cooTtsetcTBua ycnyr MCO 9001:2008 n MCO/M3K 20000-1:2011 n ynpaBieHUs UMu co-
rnacHo aTUM cTaHgapTam;
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C) opraHu3aunii, BHeLpSLWMUX CUCTEMY YyNPaBNEeHUA KayeCTBOM YCAYr U yNnpaBieHns umu;

d) opraHusauuii, BHeApPAKLWMX WHTErPUPOBAHHYID CUCTEMY YNpaB/ieHUs corfnacHo TpeboBaHUAaM
MCO 9001:2008 n NCO/M3K 20000-1:2011.

6.4.2 Ha3HauyeHune

NCO/M3K TO 90006:

a) CoAepXuT pykoBoAsUiMe MPUHLMMLI NO NpuMeHeHuio cTaHgapTta ISO 9001:2008 k ynpaBrieHUO
NT-ycnyramu;

b) onucbiBaeT CXOACTBA W pasnmuma Mexagy TpeboBaHuamu cTtaHgaptoB MCO 9001:2008 wu
MCO/M3K 20000-1:2011;

C) nopfepXuBaeT BHeAPEHUE M ayAuT Kak cCUCTEM ynpaBieHus, padpaboTaHHbIX cornacHo Tpe6oBaHu-
AM cTaHgapta MCO 9001:2008. Tak M UHTEIPUPOBAHHbLIX CUCTEM yNpaB/ieHUs, COOTBETCTBYHOLWMUX CTaHAapTam
MCO 9001:2008 n NCO/M3K 20000-1.2011;

d) Bk/ovaeT B ceba pykoBoAAWME yKazaHUA NO cornacoBaHui M uHTerpauum cuctem QMS un CYY B
opraHmsaumnax, okasbiBalWmX YCAyrn BHyTPEHHUM U/MNN BHELWHUM 3akas3vmkam.

6.4.3 CsA3n c NCO/M3K 20000-1:2011

HecmoTpa Ha TO. 4TO o06nactb npumeHeHus WCO/MIK TO 90006 orpaHuvyeHa WT-ycnyramu,
MCO/M3K 20000 m MCO 9001 He orpaHuMyeHbl B NpuUMeHeHUn Tonbko cdepor UT u WUT-ycnyr.
MCO/M3K 20000-1:2011 ycTtaHaBauBaeT ob6uiMe TpeboBaHMSA, KOTOPble NMPUMEHUMbI KO BCEM NOCTaBLiMKaM
yCNyr He3aBUCMMO OT MX TMNa, MaclwTtaba u xapakrepa okasblBaeMbIX UMW YCAyr.

MepeueHb pasgenos MCO/MIK TO 90006 n nopsaok nx cnepgoBaHunsa cosnagatt ¢ MCO 9001:2008.
MCO/M3K TO 90006 copepxuTt cpaBHeHue TpebosaHuii MCO 9001:2008 ¢ aHasorMyHbIMU TpeboBaHUSMU
NCO/M3K 20000-1:2011.

B MCO/M3K TO 90006 (npunoxeHusa A wu B) npeactaBneHo cpaBHeHue WCO 9001:2008 wun
MCO/M3K 20000-1:2011 apyr ¢ gpyrom. Mpunoxenne C NCO/MIK TO 90006 BkntouyaeT B cebs nHopmaLuio
06 uHTerpauuu cuctem QMS un CYY.

6.5 Moppepxka cTaHgapToB

6.5.1 O6bwasna nHopmauusa

[na nogaepxkn opranmsauunii, ncnonbsytowmnx MCO/M3K 20000-1:2011. cyuiecTByeT pag APYrux cTaH-
[apToB. ONMcaHHbIX B NyHKTax 6.5.2—6.5.9 HacToAwero ctaHgapra.

6.5.2 NCO 9000:20050

MNCO 9000:2005 onucbiBaeT OCHOBbLI cucTeMbl QMS. KOTOpblE COCTaBNAT NpeaMeT CTaH4apTOB KOM-
nnekca MCO 9000. n onpegenseT COOTBETCTBYOLWME TEPMUHbI.

B komnnekce ctaHgaptoB MCO 9000 Tpeb6oBaHua k cucteme QMS u npoayktam oTAensoTcs apyr
oT gpyra. B MCO 9000:2005 BBOAATCS 4YeTbipe KaTteropuum MpPOAYKTOB: YCAyru, nporpamMmHoe ob6ecneuve-
Hue. obopyaoBaHne n obpaboTaHHbIi mMaTepuan. B cooTBeTCTBUWM C onpefeneHusMU, NpuBefeHHbIMU B
MCO 9000:2005. nporpammHoe obecnevyeHne n o6opyaoBaHMe OTHOCATCS He TONIbKO K KOMMbiOTepam, Mno-
CKOMbKY cTaHAapTbl komnnekca NCO 9000 moryT NpUMEHATLCA K ycnyraMm B Apyrux ob6nacTtsax, Hanpumep B
npoussogcTee. MCO/M3IK 20000-1:2011 NnpMMEHUM UCKNOYUTEIBHO K yCalyraMm U MOXeT NPUMEHATLCA K Npo-
AyKTam TOJIbKO B C/lyyae, ec/ii OHW UCMOb3YTCA B COCTaBe YC/yru.

MpumeyaHne — B HacTosAwee Bpems VMICO 9000:2005 npuBoautcst B COOTBETCTBME C 06HOBMIEHHbIM ICO
9001 n TpeboBaHusMu NCO Kk eguHOMy chopmaTty cUCTeMbI yNpaBieHusl, TepMUHaM 1 Tekctam. MpuBeaeHHas Bbille UH-
hopmaums aktyansHa ans MICO 9000:2005.

6.5.3 ICO 9001:2008

MCO 9001:2008 onpepensieT TpeboBaHnsa kK cuncteme QMS.

MNCO 9001:2008 n MCO/M3IK 20000-1:2011 onucbiBaloT TpebOBaHNA K MPOEKTUPOBAHMUIO, BHEAPEHUIO 1
COBEpPLUEHCTBOBAHUID CUCTEMbI ypaBneHusa B opraHusauumn. MCO/M3K 20000-1 opueHTMpOBaH Ha ycnyru, a
MCO 9001 — Ha kayecTBO NPOAYKTOB, KOTOpPble MOTYT BKIKO4YaTb B ceb6s ycnyru.

Cuctema QMS. onpegeneHHas B MCO 9001. n CYY. onpegenerHHas B MCO/M3K 20000-1, oCHOBaHbl Ha
npoueccax U TeCHO cBA3aHbl ¢ MmeTogonorneid PDCA.

MHorne Tpeb6oBaHua WCO/M3K 20000-1:2011 (pasgen 4) wu3noxeHol B WCO 9001:2008
(paspenst 4. 5 n 6).

1* Bc© cTaHfapThbl, yNTOMsIHYTbIE B HACTOSILLLEM NYHKTE, BK/IIOYEHb! B pasgen «bubavorpadms».
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Hanbonee TecHo B3ammMocBA3aHHble TpeboBaHnsa MCO 9001:2008 n MCO/M3K 20000-1:2011 oTHOCAT-
CA K cnefylowmm obnactam:

a) OTBETCTBEHHOCTb PYKOBOACTBA,

b) ynpaBneHune [OKyMeHTamMu;

C) ynpaBneHue pecypcamu:

d) BHYTPEHHUI ayauT;

e) ynpaBnieH4eckuin 063op.

Ecnn opraHnsaumna sHegpsaet cucteMy QMS B cootBeTcTBUM ¢ MCO 9001:2008 n CYY B COOTBETCTBUMU C
MCO/M3IK 20000-1:2011. To eii cneayeT UMeTb B BMAY, YTO yNpaB/fiEHNE CXOXUMU TPEGOBAHUSMU C MOMOLLbIO
WHTErPUPOBAHHON CMCTEMbI YNpaB/ieHUsA NOMOraeT COKpPaTUTb Pacxosbl.

MpumeyaHne — B HacTosiwee Bpems MICO 9001 npuBoguTCcs B COOTBETCTBME C TpebosaHuamu VCO K
eVHOMY dhopmaTty CUCTeMbl ynpaBfeHus, TepMuHam U TekcTam. MNpuBegeHHas Bbille MHopMaumsa akTyanbHa Ans
MCO 9001:2008.

6.5.4 NCO 10007:2003

MCO 10007:2003 BkItovaeT B ceb6 pyKOBOACTBO NO yrNpaBfeHU0 KOHUIypaunsaMmu BHYTpU opraHusa-
uun. OH NPUMEHUM K NoAAEepPXKe NMPOAYKTOB Ha BCEX CTaAUAX UX XXU3HEHHOIO LMKNa — OT CO3[aHusA KoHUen-
L1mn A0 yTunmsauuu.

YnpaBneHune koHcurypauymamm B MCO 10007:2003 npumeHsieTcs K npogykram, a B cTaHgapTte
MCO/M3K 20000-1 — k ycnyram.

YnpasneHue koHdurypaumamu B MCO/M3IK 20000-1:2011 onpepenseT TpeboBaHUA K TexHuue-
CKOMY W aAMWHUCTPaTWBHOMY YMNpaBfEeHUIO B XOA4E XW3HEHHOro Luukna KOH(UIrypaunoHHOW eauHuLbl,
ee B3aVMOOTHOLIEHUAM U COOTBETCTBYHOLWeNH KOH(UIypaLMoHHOW WuHdOpPMaLuu, Takol Kak COCTOSHMA
n atpubytel. MCO 10007:2003 Bk/AOUaeT B cebA Te e KOHUenuuMu ynpaBneHus KoHdurypaymamm, 4to u
MCO/M3K 20000-1:2011, ogHako onpegensieT nx noapobHee M COLEPXUT AOMNOMHUTENbHbIE pyKOBOAsLME
yKasaHus.

Mpouecc ynpaBneHusa nameHeHnsmu B MCO/M3IK 20000-1:2011 BkntovaeT B ceba TpeboBaHUA K ynpas-
NEeHN0 U3MEHEHUAMMN KOHUTYPaLMOHHbIX eAUHNL, U UBMEHEHUAMM, CNOCOOHbLIMW BO34EMCTBOBATbL Ha YCNyru
UNN 3aKkasunka. TEPMUH «KOHTPOJIb UBMEHEHUI», ncnonb3lyemblit B MCO 10007:2003, nepecekaeTcs ¢ Tep-
MUHOM «ynpaBfieHne usmeHenuamm» NCO/M3IK 20000-1:2011. KoHTponb M3MeHeHuih B MCO 10007:2003
HanpaBfieH Ha U3MEHEeHWs, BHOCMMble B NPOAYKTbl NMOC/AEe HayasbHOro BbiNyCcka MX KOHUrypaLUOHHOW WH-
hopmauum.

OpraHu3aumm MoryT Ucnosib3osaTb NpenmyLiecTsa 060MX MexXWwyHapoaHbIX CTaH4apTOB Npu onpejaerne-
HWUW, BHEAPEHUN 1 COBEPLUIEHCTBOBaAHUN NPOLLECCOB yNpaB/ieHUs KOHpUrypaunsiMm n usmeHeHnamm.

6.5.5 NCO/M3K 19770-1:2012

NCO/M3K 19770-1:2012 chopmupyeT OCHOBY A/11 UHTETPUPOBAHHOIO Habopa NpPoLEeccoB ynpasneHus
nporpaMmMHbIMuK akTuBamu. B o6nactb npumeHenns NCO/M3IK 19770-1:2012 BxoaAT cnegyouwme Bugbl npo-
rPaMMHbIX aKTUBOB:

a) npaBa Ha MCNosib30BaHNe NporpamMHOro obecnevyeHuns, BO3HMKaL e B CBA3M C ero nosiHbIM Bnagje-
Huem (Hanpumep, ecnu nporpammMHoe obecneyeHne paspaboTaHo B opraHusauun), UaM Hannumem NULEeH3nmn
(koTopas npuMeHseTcsa K 60NbLWNHCTBY KOMMEPYECKUX MPOorpamMmM 1 Nporpamm € OTKPbITbIM MCXOAHbLIM KOLOM,
paspaboTaHHbIX BHELWHUMMN aBTOpPamm);

b) nporpammHoe ob6ecneyeHune, npegHasHayeHHoe 419 UCMO/Ib30BaHUSA, B COCTaB KOTOPOro BXOAUT LieH-
HOCTb MHTEeNNeKTyasnbHOl CO6CTBEHHOCTM NPOrpaMmMHOro obecnevyeHuns (B TOM YMCNO UCXOAHOE Mporpamm-
Hoe o6ecrneyeHune, nNpefocTaB/isieMoe ero NPonM3BOAUTENIAMU U pa3paboTynkamm, C60pKM nNporpaMmm, a Takxe
nporpammbl, yCTaHOB/IEHHbIe UKW NpeAoCTaB/ieHHble B UHOW hopme, NCMOMb3yeMble U UCNOIHAeMble Mpo-
rpammbl);

C) HOCUTENN UHopMaLUUn ¢ NPorpaMmMHbIM obecnevyeHnemM, npefgHasHayeHHbIM 418 UCNONb30BaHUSA.

MCO/M3IK 19770-1:2012 npepHa3HayeH, 4T06bl 6bITb B  TOYHOCTM  COF/lACOBAHHbIM  C
MCO/M3K 20000-1:2011 n noapepxmBaTb ero.

WNHTepdhelicbl npouecca XM3HEHHOrO Lukaa ynpasieHWs NporpaMMHbIMKU akTUBaMu B 3HAUYUTEsIbHOM
CTEeMNeHn COOTBETCTBYIOT OCHOBHbIM npoueccam Xu3HeHHoro uukna WCO/MIK 12207:2008 B KOHTEKCTe
ynpaB/ieHUs NporpaMmmMHbIMUK akTuBamu, a Takke MCO/M3IK 20000-1:2011. Llenb MCO/M3K 19770-1:2012 —
onpegennTb TpeboBaHUA K ynpas/ieHUio NPOrpaMMHbIMUN akTUBammn 418 3TUX NPOLLECCOB XU3HEHHOrO LuKna.

NHTepdelickl NpoLEeccoB XM3HEHHOrO LuKaa ynpasaeHns NporpaMMHbIMU akTUBamMu TECHO CBS3aHbl CO
MHOrMMK npoueccamu, npegycmoTpeHHbiMn B MCO/M3K 20000-1:2011. 3T nHTepdeicsl Bk YalT B cebs

18



FOCT P 57392—2017

npoueccsl, KOTopble ob6ecneymBaroT cobnaeHne TpeboBaHUi 3akoHO4aTENLCTBA NPY YNPaBIEHUN akTUBaMu,
MCNONb3yeMbIMU NPU OKa3aHWUW ycnyr (B TOM Yncne ANLEH3NOHHBIX).

6.5.6 NCO/M3K 27000:2014

NCO/M3K 27000:2014 copepxuT 0630p ISMS n Bcex cTaHgapToB cemeiictea MCO/M3K 27000. a Tak-
Xe onpefensieT UCNOMb3yeMble B HUX TEPMUHbI.

Llenb NCO/M3K 27000.2014 aHanorvyHa uenu HacToawero ctaHgapra, ogHako MCO/M3K 27000:2014
CKOHL,eHTpPUpOBaH Ha ynpas/iieHUn NHPOPMaLMOHHON 6€30MacHOCTbIO, & He ycayraMu.

OnpegeneHnss HeKoTopbix TepMuHoB B MCO/M3IK 27000:2014 (Takmx Kak AOCTYMNHOCTb, WHgOpMa-
LMOHHasi 6e30NacHOCTb M PUCK) OT/IMYaTCa OT ux onpegenenunii 8 MCO/M3K 20000-1:2011. TEPMUH «UH-
LuaeHT uHopmaLmoHHol 6e3onacHocTu» onpegeneH B MCO/M3OK 27000:2014 n komnaekce cTaH4apToB
MCO/M3K 20000 oanHakoBoO.

6.5.7 NCO/M3K 27001:2013

MNCO/M3K 27001:2013 onpepenseT TpeboBaHua k pa3paboTke, BHeAPEHUIO, aKCnayaTayum, MOHUTOPUH-
ry, aHanu3sy, 06CnyXXmBaHu10 1 COBEPLUEHCTBOBaHNIO ISMS B KOHTEKCTe 06X 6M3HEC-PUCKOB OpraHn3auum.

NCO/M3K 20000-1:2011 BkNtoyaeT B cebsi Tpe6oBaHMA K NpoLeccy ynpaBneHus nHopMaunoHHol 6es-
0onacHOCTbI. ITOT cTaHgapT oTBevaeT Tpe6oBaHnAM NCO/M3IK 27001:2013 1 HaxoaUTCA NOJL UX BAUSHUEM.

OpraHusauus, cobnwogatouwan tpeboBaHna 060ux cTaHAapPTOB, A0/HKHA BbINONHATL PAA HE3HaUUTEeNb-
HbIX KOPPEKTUPOBOK, NOAPO6GHO onncaHHbiXx B MICO/M3K 27013.

B NCO/M3K 27001:2013 (npunoxeHune A) npuBefeHbl TpeboBaHNs B BUAe Leneli u AUpeKTUB Hopma-
TUBHOTO KOHTpONsA. MpunoxeHue A nogaepxunBaeT BbinonHeHne TpeboBaHuii NCO/M3K 20000-1:2011 k npo-
Leccy ynpaBneHusi MHpopMaLnoHHO 6e30nacHoCTbIo.

6.5.8 NCO/M3K 27031:2011

MCO/M3K 27031:2011 onucbiBaeT KOHLENLUN U NPUHLMNBLI NOATOTOBKM MHAOPMALMOHHBIX U KOMMYHM-
KauMoHHbIX TexHonoruii (MKT) k obecneyeHnto HenpepbIBHOCTU 6Gu3Heca. Kpome Toro, oH BkIvaeT B cebs
cUcTemMy MeToZ0B U MPOLLECCOB, NO3BONAIOLWMNX BbIABNATL U ONpeAesiaTb BCe acnekTbl MOBbIWEHNA TOTOBHO-
cTn VKT opranusauum kK obecnevyeHunto HenpepbiBHOCTU BusHeca.

MCO/M3K 27031:2011 moxeT 6bITb NOME3eH opraHn3aunamM, KoTopble onpeaensatoT U BHeAPAKT Npo-
Lecchbl ynpaB/ieHNsi HENPEPbIBHOCTbIO 6M3Heca U AOCTYNHOCTbI cornacHo MCO/M3K 20000:2011. nocKobKyY
B HEM NOAPOGHO ONMCaHbl CBA3M MeXAy ynpaB/ieHVeM HernpepbiBHOCTbIO 6M3Heca n rotoBHoCTbio UKT k ee
o6ecneyeHunto. ITo nomoraeT obecrneymBaTb COOTBETCTBME MEXAY MOTPEOHOCTAMU GU3Heca u AeicTBUaAMU
nocTtasLiMKa yCnyr.

6.5.9 NCO 31000:2009

MCO 31000:2009 BkntoyaeT B ceb6a NpUHLMNbI U 06LWMe PyKOBOACTBA NO ynpaB/eHNs puckamm.

B WMCO/M3K 20000-1:2011 onucaHbl Tpeb6oBaHUA K OLEHKE PUCKOB, CBSA3aHHbIX C YC/yramu,
ynpaBneHuto 3TUMW pUcKaMu W KX aHanm3y CO CTOPOHbl BbICWIEr0 PYKOBOACTBA NOCTaBLyMKa YCAYr.
MCO/M3K 20000-1:2011 onpegensieT He TpeboBaHWA K nMpoLeccy ynpaBneHUs puckamu, a noaxon K Hemy.
Kpome Toro, MCO/M3K 20000-1:2011 BkntoyaeT B cebs TpeboBaHus, NpefbaBAseMble K NocTaBLuKam yc-
NYr B OTHOWEHUN Leneli yMeHbLUEHUS PUCKOB NPU COBEPLUEHCTBOBAHUN YCyr. 3TN Tpe6oBaHUA OTHOCATCA K
ynpaB/ieHUI0O pUckamu, KOTopble CBA3aHbl C AeCTBUSIMW, COBEPLUAEMbIMU MPU OKa3aHUWM YCyr, a UMEHHO K
OLeHKe N3MEHEeHUN KOH(UTypaLoHHbIX eAUHNL, MPOLEeCcCOoB 1 YCAyr, a Takke OLeHKe puckos 6esonacHocTn
1 npepbiBaHnsA paboTbl 6usHeca.

MCO 31000:2009 nomoraeT nocTaBwMKam YCNyr, xenawuwum nNoATBEPAUTL CBOE COOTBETCTBME
MNCO/M3K 20000-1:2011. ocBOMTb NOAXOA K NPOEKTUPOBAHMNIO HaANexallel cucTeMbl ynpas/ieHNs puckamu.

6.5.10 NCO/M3K 38500:2015

MCO/M3K 38500 2015 cogepXuT NpuMHUUNbI PYKOBOACTBA TeKyW UM U 6yAyUIUM MCNO/b30BAHUEM WH-
hopmMaLMOHHbIX TEXHONOMMIA B opraHunsaumn. CTaHfapT OonucbiBaeT PyKOBOAALLME MPUHLMNbLI AN1S OpraHoB
pykoBOACTBa opraHusaunm (B YAC0 KOTOPbIX MOTYT BXOAWUTb Bnafenblbl, AupekTopa, napTHepbl, UCNOMHU-
TeflbHble PyKOBOAUTENU U ApP.) N0 3P HEKTUBHOMY, paLMOHaIbHOMY Y NPUEMIEMOMY UCMNOb30BaHNI0 NHAOpP-
MaLMOHHbIX TEXHONOIWIA B OpraHmsaymm.

HecmoTps Ha T0. uTo MCO/M3K 38500:2015 n MCO/M3IK 20000-1:2011 CKOHUEHTPUPOBAHbI Ha pa3HbIX
npeameTax, OHU CNOCOGHBI JONONHATL U YyCUNUBaTh Apyr Apyra.

NCO/M3K 20000-1:2011 oTHOCUTCA K chepe cucTem ynpasneHus. OH onpegenseTt v OnucbiBaeT CTPYKTY-
py CYY. CYY He BkNtouyaeT B cebsa NoJHbI KOMNeke yHKUNA pykoBoacTBa, ogHako B UCO/M3K 20000-1:2011
nmeroTcs TpeboBaHusA K o6a3aTenbcTBaM NO PYKOBOACTBY W NOAUTUKAM ynpasieHusa ycnyramu, Kotopble
Cnoco6CTBYIOT KOHTPO/IIO CO CTOPOHbI PYKOBOACTBA. BHegpeHne n npuMeHeHVe NPUHLMNOB, M3/T0XEHHbIX B
MCO/M3K 38500:2015. pacwupsieT n ycunmeaeTt npenmyuiectsa mcnonssdosaHns MCO/M3IK 20000-1:2011.
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MNCO/M3IK 38500 — aTo cTaHfapT no pykosoacTsy UT Ha ocHOBe NpUHUKUNOB. B pe3ynbtaTe BHegpeHUsA
3TUX NPUHLMNOB B OpraHu3auumn cosgaeTca cuctema, kotopas ynpasnset UT u KOHTpOAUpyeT NpUMeHeHune
WNT. PykoBOASILLMIA OpraH ocyliecTBAsieT pykOBOACTBO UT nocpeAcTBOM pelleHus Tpex 3ajadv: OLeHKWu, Ha-
npasfieHNs AEeATeIbHOCTU U MOHUTOPUHIA. OTU 3afa4un BbINOMHATCA B TECHOM COTPYAHNYECTBE Mexay py-
KOBOAALWMM OpraHom 1 ynpaensowmMM 3BeHOM opraHusaLuu.

MCO/M3K TS 38501 pgononHseT MCO/M3K 38500 u onucbiBaeT NPUHLUMLI, KOTOPble HEOGXOAMMO UC-
nonb3oBaThb ANa a3 eKTMBHOro pykosoactea T B opraHunsaumnmn. 3tm pykosoasalme NpuHLUNbLI onpeaensanT
KnyeBble AeliCTBUA, KOTOPble OpraHu3aunsa A0/KHA BbINOAHUTL ANA TOro, 4To6bl BHeAPUTb PYKOBOACTBO
WT B cooTBeTcTBUM ¢ MCO/MIK 38500. Kpomo TOro, TexHuyeckuii otyuet MCO/M3IK TO 38502 onucbiBaet
xapakTep U MmexaHu3mbl PyKOBOJCTBA W yNpaB/ieHUs, a TakKe B3auMOOTHOLEHUA MeXAy HUMU B KOHTeKCTe
VT opranunsauunu.

6.5.11 WNCO 22301:2012

MNCO 22301:2012 onpepgensieT TpeboBaHUA K NaHNPOBAHWIO, peann3auun, BHeApeHUo, akcnayaTayum,
MOHUTOPWHTY, aHanusy, 06CnyXxmBaHN0 N NOCTOSSHHOMY COBEPLUEHCTBOBAHUIO JOKYMEHTUPOBAHHON! CUCTEMBI
ynpas/ieHWNs, HauesleHHble Ha CHUXEeHWe BEPOSATHOCTU MHLUMAEHTOB, Hapyllawlmux ee paboTy, NOATOTOBKY K
X BO3HUKHOBEHWIO, pearmpoBaHue Ha HUX 1 nocnejylollee BocCTaHOB/eHME paboTOCNOCOBHOCTMN CUCTEMbI
ynpasneHus.

Tpeb6oBaHus, ykasaHHble B NCO 22301:2012, uMetoT 06 M XapakTep U MOTyT C IETKOCTbI UHTETPUPO-
BaTbCA C APYyrMmMun TpeboBaHUsIMK K cMCTeMaM ynpasJ/ieHus, Hanpumep ¢ TpebosaHusmu MCO/M3K 20000-1.
OHM MOryT HenocpeacTBEHHO KacaTbCa npouecca obecnevyeHns HenpepbiBHON paboTbl 6u3Heca u ynpasne-
HUSA AOCTYMNHOCTHIO.
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MpunoxeHne A

(cnpaBoyHoe)

CBefleHUsi 0 COOTBETCTBUN CCbINTOYHbIX MeXAyHapoaHblIX CTaHAAPTOB
HaluuWoHaNnbHbIM CTaHgapTam

Ta6nunya [OA1L

O603HaYeHVe CCbUTOHYHOTO
MeXOyHapoAHOro CTaHaapTa

ISO/1EC 20000-1:2011

ISO/IEC 20000-2:2012
ISO/IEC 20000-3:2012
ISO/IEC TR 20000-4:2010
ISO/IEC TR 20000-5:2013
ISO/IEC TR 20000-9:2015
ISO 9001:2008

ISO 10007:2003

ISO/IEC TS 15504-8:2012

ISQ1EC 19770-1:2012

ISO/IEC 12207:2008

ISO 22301:2012

ISO/IEC/IEEE 24765:2010
ISO/IEC 27000:2014
ISQ1EC 27001:2013
ISO/IEC 27013-2015

ISOJIEC 27031:2011

CreneHb
COOTBETCTBUSA

IDT

IDT

IDT

IDT

IDT

IDT

OB03HAYEHIE Y HAVIMEHOBAHYIE COOTBETCTBYHOLLENO
HaLWIOHATLHOTO CTaHaapTa

FOCT P NCO/M3K 20000-1—2013 «WHhopMaLyoHHasi TEXHO-
norusa. Ynpasnexnue ycnyramu. Yacte 1. Tpe6oBaHusi kK cucteme
ynpasneHuns yciyramm»

FOCT P MCO 10007—2007 «MeHemKMEHT opraHusaumun. Pyko-
BOAALLME YKa3aHVs Mo yNpaB/ieHNI0 KOHhUrypaumein»

*
FOCT P NCO."M3K 19770-1—2014 «MHhopMaLMOHHbIE TEXHO-

norun. MeHepKMeHT nNporpaMMHbIX akTMeoB. YacTb 1. [Npoueccol
1 OLleHKa COOTBETCTBUSA MO YPOBHSM»

FOCT P ICO/M3K 12207—2010 «WHdopmaumoHHas TexHOMo-
rusi. CucTeMHas 1 NporpaMMHast ukxeHepusi. MpoLecchl XU3HEH-
HOTO LKA NPorpamMMHbIX CPeACTB»

FOCT P NCO 22301—2014 «CucTeMbl MEHEKMEHTa HernpepbIB-
HoCTU 6usHeca. ObLime TpeboBaHKs»

FOCT P NCO/M3K 27031—2012 «WHopMaLMOHHasA TEXHOMNO-
ma. MeTtofbl 1 cpegcTBa obecneveHns 6e3onacHocTU. Pykosog-
CTBO MO FOTOBHOCTU WHDOPMALMOHHO-KOMMYHUKALMOHHBIX Tex-
HOMOruii K 06eCNeYeHnto HeNPepPbIBHOCTY BU3HeCa»
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OkoHYaHue Tabnuusbl JA. 1

O603HayYeHNe CCbINOYHOI
MeX/AyHapojHOro cTaHgapTa

1SO 31000:2009

ISO/IEC 38500.2015

ISO/IEC TS 38501:2015

ISO/IEC TR 38502:2014

ISO/IEC TR 90006:2013

CteneHb
COOTBETCTBUS

0T

O603Ha4YeHWe U HauMeHoBaHne COOTBETCTBYHOL Ero
HaunoHanbHOro ctaHpgapra

FOCT P NCO 31000—2010 «MeHemKMeHT pucka. MpuHumnbl 1
PYKOBOACTBO»

* COOTBETCTBYIOLMI HALMOHaUIbHBIN CTaHAapT OTCYTCTBYET.

*m COOTBETCTBYIOLLMIA HALMOHaUTbHBIN CTaHAapT OTCyTCTBYeT. [10 ero yTBepxXAeHUs pekoMeHAyeTcs UCMoMb30-
BaTb NePeBO/, Ha PYCCKUA A3bIK JaHHOTO MeX/AyHapoAHOro cTaHdapta. Mepesoj JaHHOro MeXAyHapo4Horo cTaHjapta
HaxoauTca B PeflepasibHOM MHopMaLoHHOM (hoHe CTaHAapToB.

MpumeuyaHne — B HacTosiLelt TabnmLe UCNOMb30BaHO Ceayiollee YCI0BHOE 0603HaYeHNe CTENEHN Co-

OTBETCTBUA CTaHOAPTOB:

- IDT— naeHTnYHbIE CTaHdaPThI.
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Buénuorpadus

ISO/IEC 20000-1:2011. Information technology — Service management — Part 1: Service management system
requirements

ISO/IEC 20000-2:2012. Informatron technology — Service management — Part 2: Guidance on the application of
service management systems

ISO/IEC 20000-3:2012. Information technology — Service management — Part 3: Guidance on scope definition and
applicability of ISO/IEC 20000-1

ISO/IEC TR 20000-4:2010. Information technology — Service management — Part 4: Process reference model

ISO/IEC TR 20000-5:2013. Information technology — Service management— Part 5: Exemplar implementation plan
for ISO/IEC 20000-1

ISO/IEC TR 20000-9:2015. Information technology — Service management — Part 9: Guidance on the application
of ISO/IEC 20000-1 to cloud services

ISO 9000:2005’\ Quality management systems — Fundamentals and vocabulary
ISO 9001:2008. Quality management systems — Requirements
ISO 10007:2003. Quality management systems — Guidelines for configuration management

ISO/IEC TS 15504-8:2012. Information technology — Process assessment — Part 8: An exemplar process
assessment model for IT service management

ISO/IEC 19770-1:2012, Information technology — Software asset management — Part 1. Processes and tiered
assessment of conformance

ISO/IEC 12207:2008. Systems and software engineering — Software life cyde processes
ISO 22301:2012. Societal security — Business continuity management systems — Requirements
ISO/IEC/IEEE 24765:2010. Systems and software engineering — Vocabulary

ISO/IEC 27000:20092). Information technology — Security techniques — Information security management systems
— Overview and vocabulary

ISO/IEC 27000:2014, Information technology — Security techniques — Information security management systems
— Overview and vocabulary

ISO/IEC 27001:2013. Information technology — Security techniques — Information security management systems
— Requirements

ISO/IEC 27013:2015. Information technology — Security techniques — Guideline on the integrated implementation
of ISO/IEC 20000-1 and ISO/IEC 27001

ISO/IEC 27031:2011. Information technology — Security techniques — Guidelines for information and communica-
tion technology readiness for business continuity

ISO 31000:2009. Risk management — Principles and guidelines

ISO/IEC 38500:2015. Information technology — Governance of IT for the organization

ISO/IEC TS 38501:2015. Information technology — Governance of IT — Implementation guide
ISO/IEC TR 38502:2014. Information technology — Governance of IT — Framework and model

ISO/IEC TR 90006:2013. Information technology — Guidelines for the application of ISO 9001:2008 to IT service
management and its integration with ISO/IEC 20000-1:2011

' 3ameHeH Ha NICO 9000:2015.
2) 3ameHeH Ha ICO/M3K 27000:2014.
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YK 004:006.34 OKC 35.020:03.080.99 10T

Kniouyesble crnosa: ynpasneHue ycayramu, cuctema ynpasneHus ycnyramu (CYY). cuctema ynpas/ieHUs Ka-
yectBOM (QMS), o6nauHble ycnyrm
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