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Mpeauncnosune

1 PASPABOTAH TexHuyeckum KOMUTETOM no ctaHgapTusaumm TK 342 «Ycnyrm HaceneHuio»,
YnpasneHnem cTaHfapTusauuum v ceptudukanmm B cepe ycnyr occtaHgapta Poccun

2 MPUHAT MexrocygapcTBeHHbIM COBETOM MO CTaHfapTu3auuu, MeTposiiornum u cepTugumkaymm
(npoTokon Ne 7 oT 26 anpens 1995 r.)

3a NpUHATME NPOroM0COBANN:

HaunmeHoBaHue rocypapctea HanmeHoBaHue HaunoHanbHOro opraHa no crtaHgapTusaunun
AsepbaiimpkaHckas Pecny6nmka AsroccraHgapT
Pecny6nvka ApmeHus ApmroccraHgapt
Pecny6nmka benapycb [occTaHpapT Pecny6nvkn Benapycb
Pecnybnuka KasaxctaH loccTaHgapT Pecny6nmkn KasaxcraH
Kbiprbisckaa Pecny6imvka KblprolactaHgapT
Pecny6nmka Mongosa MongosactaHgapt
Poccuiickas depepayms ["occTaHgapt Poccun
Pecnybnmka TampkukucTaH TamKHKCTaH4apT
TypKmeHuCTaH nasroccnyxba «TypKMCHCTaHAapTapbh»
Pecny6nvka Y36ekuctaH Y3roccraHgapT
YKpauHa ["occTaHgapT YKpavHbl

3 MMocTaHoBneHnem [occtaHgapta Poccumn ot 12 mapta 1996 r. No 164 TOCT 30335—95 BBefjeH B
JeiicTBue B KayecTBe [ocyAapCTBeHHOro cTaHgapTa Poccuiickoli defepauum ¢ MOMeHTa NPUHATUA YKa-
3aHHOrO MOCTaHOBMEHUA W MPU3HaH UMeoLWwnmM oanHakosyto cuny ¢ FOCT P 50546—94 Ha Tepputopun
Poccuiickoii defepaunn B CBA3N C MNOMHON ayTEHTUYHOCTbIO UX COAEPXKaHUA

4 BBEJEH BTIEPBbIE

£ MK W3patenscteo cTtaHgaptos, 2001

HacToswmin ctaHAapT He MOXET 6biTb MOMHOCTLIO UAM YACTUYHO BOCMPOM3BEAEH, TUPAXMPOBaH K
pacnpocTpaHeH B KayeCTBe 0(hMLManbHOro UsfaHns Ha Tepputopumn Poccuiickoin depepauymmn 6e3 paspe-
weHus occtaHgapTa Poccuun
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BBepgeHue

YcTaHOBMEHHbIE B CTaHAApTe TEPMUHbI PaCcMNONOXEHbl B CUCTEMAaTU3MPOBaHHOM MOPSAKe, OTpaxaro-
WemM CUCTeMY NOHATWIA JaHHOW 061acTn 3HaHWSA.

Lns Kaxoro NOHATUS YCTaHOB/IEH OAWH CTaHAAPTU30BaHHbI/ TEPMUH.

3aK/IloUYeHHan B KPYr/ible CKOOKM YacTb TEPMUHA MOXET BbITb OMYLLEHa MpW UCMOMb30BaHUN TepMUHA
B JOKYMEHTax Mo CTaHAapTm3aluu.

MpuBefeHHble oNpeAeneHNs MOXHO, NpU He06XO0[MMOCTM, M3MEHUTb, BBOAS B HWX NPOW3BOAHbIE
MPU3HaKKN, PacKpbiBas 3HaUYEHUA UCMONb3YEMbIX B HUX TEPMUHOB, YKa3biBas 00bEKTbI, BXOAALNE B 06bEM

onpeaensaeMoro nNoHATUA. VI3MeHeHUa He AOoMXKHbI HapyLaTb 06beM K cogepxaHune NOHATUIA, onpepeneH-
HbIX B JaHHOM CTaHAapTe.
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M E X T OGCUY A APCTUBEHH b W CTAHOAPT

YCNYTrn HACENEHWIO
TepMuHbl 1 onpejeneHns

Service l'or people. Terms and definitions

[arta BeegeHuns 1994—07—01

1 O6nacTb NpUMeHeHUs

HacToswmii cTaHAapT ycTaHaBAMBAET TEPMUHbI U ONPeAeneHns NOHATUIA B 061aCTU CTaHAapTM3aLMH,
cepTMdUKaLUM 1 YyNPaBNEHNs Ka4eCTBOM B Cpepe YCYr, 0KasbiBaeMbIX HACENEHWUIO.

TepMUHbI, YCTAHOBNEHHbIE HACTOSL UM CTaHAAPTOM, 06s13aTe/lbHbl 415 NMPUMEHEHWUs BO BCEX BUAaX
OOKYMEHTaLMN 1 nnTepaTypsl (MO AaHHON HayuyHO-TEXHUYECKOW 0Tpacnun), BXoAsWnX B cdhepy paboT no
CTaHAApTU3aUMM U/MNH UCNONb3YIOWMX Pe3y/bTaTbl 3TUX PaboT.

2 O6Lme noHATUN

1 ycnyra: Pe3ynbTaT HEMOCPEACTBEHHOIO B3aMMOAENCTBNSI UCMONHUTENS U MOTPEBUTENS, a TaKxXKe
COBCTBEHHOM 4eATeNbHOCT UCMOMHUTENS NO Y40BNETBOPEHWIO MOTPEGHOCTH NMOTPEBUTENS.

MpumMmeyaHune —rIlo (hyHKLUMOHAILHOMY Ha3HAUYeHWIO YCIYTU, OKa3biBaeMble HACceNeHUIo, NoapasaensioTcs
Ha MaTepUa/ibHbIE 1 COLMANbHO-KYIbTYPHbIE

2 maTepuanbHas ycnyra: Ycnyra no yjoBneTBOPEHUIO MaTepuanbHO-6bITOBbIX NOTpe6HOCTER noTpe-
6uTena ycnyr.

MpunmMeyaHune—MarepuanbHas ycnyra obecneumsaeT BOCCTaHOB/EHWE (M3MEHEHWE, COXPaHeHUe) NoTpebu-
Te/bCKMX CBOMCTB M3aenuniA UK U3roTOB/IEHWE HOBbIX M3LENUIA HO 3aKasaM rpaxzaH, a Takke nepemMeLleHne rpy3os
M Mogeit, cosgaHue ycnosuil [/ notpebneHns. B yacTHOCTW, K MaTepuasbHbIM YCiyram MOryT GbiTb OTHECEHbI
ObITOBblE YCAYrY, CBA3aHHbLIE C PEMOHTOM W W3rOTOBMEHWEM W3AENWIA, XMUAULLHO-KOMMYHa/bHbIE YCAYTy, YCIyru
06LLECTBEHHOrO HM3aHWSA, YCyrn TpaHCMopTa 1 T.[4,

3 coumanbHO-KynbTypHas ycnyra: Ycnyra no YAOBNETBOPEHWIO JYXOBHbIX, UHTENNEKTYaNbHbIX MO-
Tpe6HOCTel M nopfepXKaHue HopMasbHOM XU3HeAesTeNbHOCTW NOTPe6UTENs.

MpumeyaHune —CoumanbHO-KyNbTypHas yciyra o6ecrneumBaeT NoaaepKaHue U BOCCTAHOB/IEHWE 300PO0BbS,
LYXOBHOE 1 (PU3NYECKOE Pa3BUTHE JIMYHOCTY MOBLILLEHWE NPO(ECCMOHAIBHOTO MacTepcTBa. K counanbHO-KynbTyp-
HbIM YC/lyram MOryT 6biTb OTHECEHbI MEAULIMHCKIE YCAYTY, YCNYTW KyNbTypbl, TYPU3Ma, 06pa3oBaHus 1 T.[4,

4 cdepa 06cnyxuBaHnsa HaceneHns: COBOKYMHOCTb NPeANpuAaTUlA, OpraHn3anmnin 1 Gusnyeckux nud,
0Ka3blBalLL X YCNYTH HACeNEHNIO.

5 obcnyxmsaHue: [leaTenbHOCTb UCMOMHNUTENSA MPU HEMOCPeACTBEHHOM KOHTakTe C MoTpebutenem
ycnyru.

6 ucnonHuTens: MpefnpuaTue, opraHnsauns UAn NpegnpuHUMaTensb, OKasbiBatlolme ycnyry notpe-
6utenio.

7 noTpebuTens: paxjaHuH, Nonyvatownii, 3aKas3biBalolmii NM60 UMeKOLWNiA HaMmepeHre Nofy4nTb
WAW 3aKasaTb YCYr¥ ANS IMUHbIX HYX.

M3paHne ohuumanbHoe
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8 npepocTaBneHue ycnyru: [lesaTenbHOCTb WCMOMAHUTENS YCAyrW, HeobxoauMas Ans o6ecrnedyeHus
BbIMOMIHEHUS YCYTU.

MpumeyaHune —peaocTaBneHne yCIyrn MOXKHO NOAPa3feuTb Ha OTAeNbHbIe 3Tarbl (06ecneyeHns Heob-
XOAUMBIMU pecypcamu, TEXHOIOTMYECKIIA NPOLECC UCTIONHEHNS, KOHTPO/b, UCTbITaHWe, MPUEMKA, OLLEHKa, NpoLece
06CNy>K1BaHWA).

9 TexHOM0rM4YecKuii NpoLecc NcnonHeHma ycnyrn: OCHOBHAs YacCTb NpoLiecca NPesoCcTaBaeHns yenyru,
CBfA3aHHasA C U3MEHEeHMEeM COCTOAHMA 06beKTa YCnyru.

10 3aka3 Ha ycnyry: [JoroBop Mexay noTpe6buTeseM W WUCMOMHWUTENEM YCAYrW, ONpeaenstoLuLmni
IOpPUANYECKNe, 3SKOHOMUYECKNE Y TEXHUYECKME OTHOLLEHUSA CTOPOH.

11 Bpemsi ob6cnyxuBaHusa: Mepnod BpemMeHW, B TedeHMe KOTOPOro noTpebuTens B3aMMOLENCTBYET C
WCMNOJSTHUTENEM YCNYTW.

12 Bpemsi MCMOMHEHUs YCNyru: Y CTaHOBNEHHbI HOPMATMB BPEMEHW Ha UCMOMHEHWE YCayru.

13 npaBuna o6cnyxuanHusa: JOKyMeHT, cogepxalinii Tpe60BaHUA U HOPMbI, pPerfameHTupytoLme
NOpPSAAOK U yCNnoBMs 06CNYyXMBaHUA.

14 ycnoBus o6cnyxunBaHns: CoBOKYMHOCTb (haKTOPOB, BO3AENCTBYHLIMX Ha MOTPe6UTeNs ycnyru B
npouecce 06CnyXxunBaHus.

3 MoHATMS B 06nacTy cTaHNapTU3aLMmu ycnyr

15 06beKT CcTaHfapTM3auuu: Ycnyra, Npou3BOACTBEHHbI MPOLLECC OKasaHWUs YCnyru, pesysbTaT yc-
Nyru. NoAnexauive ctaHAapTU3aLum.

16 rpynna ogHOpoAHbIX ycnyr: COBOKYMHOCTb YCYT, XapaKTepuayrowmxcs o6LWuM LenesbiM n/unm
(YHKLMOHaNbHBIM Ha3HAYEHNEM.

17 cTaHAapT Ha ycnyry: cTaHfapT, ycTaHaB/MBalOLW WA TpeGoBaHMS, KOTOPLIM A0MXHA Y/0BNETBOPATL
ycnyra, ¢ TeM 4To6bl 06eCNeunTb COOTBETCTBUE €6 Ha3HAUYEHHHO.

MpumeyaHune —CTaHAAPT Ha YCyry MOXKET BbITb Pa3paboTaH BTaKyX 0611aCTsIX Kak XMMUYECKas YNCTKa, CTUPKa
6e/bsi, TOCTUHUYHOE XO3SIACTBO, CBAA3b, CTPAaX0BaHMe, GaHKOBCKOE 1610, TOProB/s, YC/YT TPaHCMOpTa, aBTOCepBIca U Np.

18 TexHu4eckuii JOKyMeHT Ha ycnyry: [LOKYMeHT, yCTaHaBNUBaKOLW NI TEXHNYECKUE, TEXHOOMMYec-
KW, KOHCTPYKTUBHbIE W ApYrue XapakTepucTUKN YCayri.

K TEXHUYECKUM JOKYMEHTaM OTHOCAT TEXHUYECKNE YCIOBUS, TEXHOMOTMYECKIE PErNaMeHTbl (KapTbl),
TeXHWYECKME ONUCcaHNs, UHCTPYKLUMK, anb6oMbl HanpaBAstoLleil KONNEeKLUM MOJA. YepTexXu, 3CKN3bI.

19 TexXHOMOrMYECKNIA pernamMmeHT Ha yciyry: [JOKyMeHT, cofepxaliuii Tpe6oBaHUS K TEXHONOrnyec-
KOMY NpPOLecCy UCMNOMHEHUS YCNYTU.

20 TexHMYeckoe ONWUcaHWe Ha ycnyry: [LJOKyMeHT, pa3pabaTbiBaeMblii Ha YCnyry no u3roTOBNEHUIO
U3fenvs no MHAMBMAYaNbHbIM 3aKa3aM B COOTBETCTBMU C YTBEPXK/EHHbIM 06pa3LoM-MOJENbIO.

4 MoHATUSA B 06MacTu cepTUdmKaLmm ycnyr

21 cuctema cepTudukauum yenyr: Cuctema, pacnonararolas cobCTBeHHbIMI NpaBuiaMn npoueaypbl
W ynpaBneHus A1 NpoBefeHns cepTudukayuy CooTBETCTBUA YCAYT.

22 cucTema cepTUdMKauyMm rpynmbl OAHOPOAHbIX yenyr: Cuctema cepTudmKalymm, 0OTHOCALLAACS K ycny-
ram. i1 KOTOPbIX MPUMEHSAIOTCA OAHWN W Te Xe KOHKPeTHbIe CTaHAapTbl U MpaBua v Ta e camas npoueaypa.

23 opraH no cepTudukauyuy ycnyr: OpraH, NpoBOAAL NI CepTUDUKALMNIO YCAyT.

24 aKkpefuTauns opraHa mo cepTudukaumu ycayr: Mpouefypa, NOCPeAcTBOM KOTOPOA YyNOAHOMO-
UeHHbI opraH otMuManbHO NpPW3HaeT NPaBOMOYHOCTb OpraHa Mo CcepTUUKaLWW YCAyr BbINOAHATb
KOHKpPEeTHble paboTbl.

25 cepTudukauyma ycnyr. [leATensHOCTb MO MOATBEPXKAEHNIO COOTBETCTBNS YCYT YCTAHOBEHHbIM B
cTaHfjapTax TpeboBaHMAM.

26 06beKkT cepTudukauum B cdepe ycayr: Ycnyra, pesynbTaT yCnyru, npoLlecc npefocTaBieHns
yCcnyru, nognexatine ceptupukayuu.

27 cepTuduuympyemas ycnyra: Ycnyra, npegycMOTpeHHas K cepTudmkaunm.

28 cepTudumunpoBaHHasa ycnyra: Yciyra, npowegluas cepTudukaymio.

29 3Hak COOTBETCTBMA: 3aperncTpMpoBaHHbI B yCTAaHOBEHHOM MOPAAKe 3HaK, KOTOPbIM MO Npasu-
nam. yCTaHOB/IEHHbIM B JaHHOI CUCTEMe cepTuduKaLmmn, noLTBEP>KAaeTCH COOTBETCTBME MapKUPOBaHHOM
MM YCNyrW YCTaHOB/MEHHbIM B CTaHAapTax TpeboBaHUsAM.

2
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5 TloHATMA B 061aCTW yNpaBfeHns Ka4yecTBOM YCnyr

30 kauyecTBO ycnyru: COBOKYMHOCTb XapaKTepPUCTUK YCYTu, onpefensiolnx ee cnocobHoCTb y/0B-
NeTBOPATb YCTAHOB/IEHHbIE WK MpejnofnaraeMbie NOTPe6HOCTM NOTPebUTens.

31 KkauyecTBO 06CNyKMBaHUA: COBOKYMHOCTb XapakTepucTUK npoLecca W YCnoBuii 06cnyxunsaxms,
obecneunBalOWnNX ya0&TeTBOPEHNE YCTAHOBMIEHHbIX UM NpejnonaraemMbiX NOTpebHocTel NoTpebuTens.

32 cBoiicTBO ycnyru (o6cny>uaHus): O6beKTUBHas 0CO6eHHOCTb Yenyru (06cny>xnBaHus), Kotopas
NPOSAB/AETCA NPU ee 0KasaHUM 1 NoTpebreHnn (ero oCyLLecTBNEHNN).

33 nokasatenb KauectBa ycnyru (ob6cnyxusaHus): KonmuecTBeHHas XapakTepucTuka OAHOro wau
HECKONbKMX CNOWCTB ycnyrn (06CnyXmnBaHus), CoCTaBAAKOLWMNX ee (ero) KayecTso.

34 yposeHb KayecTBa ycnyru (06cnyxusaHus): OTHOCUTENIbHAA XapaKTepUCTUKa KayecTsa YC/iyru
(o6cnyxunBaHMs), OCHOBaHHas Ha CpaBHEHMM (aKTUUYECKMX 3HAYeHWI MoKasaTenei ee (ero) kadyectsa C
HOPMAaTUBHbLIMW 3HAYEHUAMU ITUX NOKasaTenein.

35 KOHTpo/b KayecTsa ycnyru (o6cnyxmsanuns): COBOKYNHOCTb OMepaLuii, BKIOYaoLWas nposefe-
HWe U3MepeHWii, NCNbITaHUNA, OLEHKN OfHOI WU HECKONbKUX XapaKTepucTuk ycnyru (06CnyxunsanHuns) u
CpaBHEHWNA NOMYYEHHbIX Pe3y/bTaToB C YCTAHOB/IEHHbIMU TPE6OBAHUAMMU.

36 cuctema kavecTtBa ycnyr: COBOKYMHOCTb OpraHu3aLMoOHHON CTPYKTYpPbl, OTBETCTBEHHOCTU, MPO-
Lieflyp. NpoLIeccoB n pecypcos, obecrneynBaroLLas oCyLLecTBeHNe 06LLero pykoBoAcTBa Ka4eCTBOM YCAyr.

ANOABUTHbIV YKASATE/Ib TEPMVHOB

AKKpeamnTaLuma opraHa HO cepTudumkaummn ycenyr 24
Bpewmsa ncnonHeHms ycnyrm 12
Bpewmsa o6cny»xviBaHus I
["pynna ofHOPOAHbIX ycnyr 16
JOKYMEHT Ha yCyry TeXHUYeCKMiA 18
3akar Ha ycnyry 10
3HaK COOTBETCTBUA 29
VcnonHutens 6
KayecTBo 06cnymBaHWs 31
KayecTtso ycnyru 30
KoHTposb kayecTsa ycnyrn (06CnyxmBaHms) 35
O6cnyxuBaHue 5
OO6bCKr cepTutmKaumm B cepe ycnyT 26
O6beKT cTaHAapTM3aLmm 15
OnucaHue Ha ycnyry TexHu4eckoe 20
OpraH Ho cepTudukaLmm yenyr 23
MokasaTtenb KayecTBa yciyrn (06CyXMBaHMA) 3
MoTpebuTens 7
Mpasuna 06cny>xMBaHNS 13
MpegocTtasneHne ycnyru 8
MpoLecc UCMOMHEHNS YCYTW TEXHOMOMMYECKIIA 9
PernameHT Ha ycnyry TeXHONOrM4ecKuin 19
CaolicTB0 ycnyra (06cnyuBaHus) 32
CepTtudmkauyms ycnyr 25
Cuctema Kayectsa yciyr 36
Cuctema cepTugmkaymm yenyr 2
Cuctema cepTuuKaLny rpynnbsl OAHOPOAHBIX YCyr 22
CraHgapT Ha ycnyry 17
Cdpepa 06CnyXMBaHNS HaceneHus 4
YpoBeHb KayecTsa ycnyra (06CyxmBaHms) 34
YcnoBums 06CNy>XMBaHNS 14
Ycnyra

Ycnyra matepuanbHas
Ycnyra HemartepuasibHas
Ycnyra cepTurLMpoBaHHas
Ycnyra ceptugmumpyemas
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