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Mpeaovcnosue

Llenun v npuHuunbl cTaHgapTusauum B Poccuiickoit ®epepauny ycTaHoBAeHbl ®edepanbHbIM 3aKOHOM
OT 27 gekabpsa 2002 r. N&? 184-d3 «O TeXHNYECKOM perynpoBaHumn», a npasuia NPUMEHeHUs HaunoHaNbHbIX
ctaHpgaptoB Poccuiickoii ®epgepauymn — FOCT P 1.0 — 2004 «CTtaHgapTtmsauma B Poccuiickoin degepaunu.
OCHOBHbI€ MOJTOXEHUA»

CBejeHus o ctaHgapre

1 MNOATOTOBJ/IEH OTKpbITbIM akLUMOHEPHbIM 06LLeCTBOM «Bcepoccuiicknii Hay4yHo-uccnefoBaTenbCkuil
NHCTUTYT cepTudunkaymm» (OAO «BHUWNC») Ha ocHoBe pycckoit Bepcun PykoBogctea MCO/M3K 76:2008. yka-
3aHHOrO0 B NyHKTe 4

2 BHECEH TexHuuyeckum komuteToM no ctaHgaptusaumm TK 079 «OLeHKka COOTBETCTBUA»

3YTBEPX/AEH VI BBEJEH B JENCTBUE MNpukazom GeaepasnbHOro areHTCTBa No TeXHUYECKOMY peryu-
poBaHuio n MmeTposiormn oT 29 noHa 2012 r. No 145-ct

4 HacTtosilWwmnii cTaHAapT UAEHTUYEH MexAyHapoaHOMY AokyMeHTy Pykosoacteo MCO/M3K 76:2008 «Pas-
paboTka cTaHgapToB Ha ycnyru. PekomeHgauuum no ydyeTy Hyxga notpebutens» (ISO/IEC GUIDE 76:2008
«Development of service standards — Recommendations for addressing consumer issues»).

Mpn NnpMMeHeHUn HacToALLero cTaHjapta PeKOMeHAyeTCsa MCNO/b30BaTb BMECTO CChI/IOYHbIX MeXAyHa-
pPOAHbIX CTaHAaPTOB COOTBETCTBYOLWME UM HaUMOHaNbHble cTaH4apTbl Poccuiickoit ®epepauumn, ceefeHna o
KOTOPbIX NPUBEAEHbI B 4ONO/THUTENBHOM NPUNOXEHUN OA

5 BBEJEH BINEPBbIE

WNHdopmaLmsa 06 nsmeHeHMAX K HaCc T osiLleMy CTaHAap Ty ny6nkye T Cs B eXerogHo nsgasaeMom nHop-
MaLWOHHOM yka3aTene «HalunoHanbHble cTaHAapThi». a TEeKCT U3MEHEHWU U NoNpaBoK — B €XEMeCSYHO
n3faBaeMbiX MHPOOPMALMOHHBIX YKa3asntoiax «HaynoHanbi<sble cCTaHAapThi». B cnyvyae nepewoTpa (3ameHbl)
AN 0T MeHbl HacTOoAWero cTaHjapTa cooTBeTCTBYLee yBegoMmneHne 6yjeT ony6/IMKOBAHO B exXxemMe-
CAAYHO M3aBaeMoOM UH(DOPMAaLMOHHOM yKasaTene «HaunoHanbHble cTaHgapThi». CooTBeTCTBYyLWAas NH-
dopmauusa. yseJoMIEHNE U TIOKCT bl pa3Mellan T A Takxe B MH(POopMaLMOHHO cucTeme 06LLero nofb3osa-
HUS — Ha oduLmanbHOM caii Te defepanbHOroareHTCTBa Mo TEeXHUYECKOMY peryinpoBaHunio 1 MeTponorum
BCeTuVIHTepHeT

©CTaHfapTuHcopm. 2013

HacTosiwuii cTaHfapT He MOXeT 6blTb NOMIHOCTLIO UM YACTUYHO BOCNPOU3BEAEH, TUPAXMPOBAH U pacnpo-
CTpaHeH B kauecTBe o(hULMaNbLHOTo n3gaHus 6e3 paspelleHus defepasbHOro areHTCTBa No TEXHUYECKOMY pery-
NINPOBaHUI0 U METPOIOTUK
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BeseneHne ©

0.1 Bce 6onbluee yncno cTaHAapToB paspabaTbiBaeTcs Ha ycnyru. Hactosuwee PykoBoACTBO 6b1/10 NOAro-
TOBJ/IEHO. YTO6bI NOMOYb pas3paboTymkaMm CTaHAapTOB B 3TUX 06/1acTAX yyecTb TpeboBaHuna noTpebutens. OHo
KOHKpeTU3npyeT Ha3HayeHne CTaHAAPTOB Ha yCNyru, n3noxeHHoe B ny6ankauun NCO/MIK «MoTpebuTens ncTaH-
fAapTbl. PykoBogsalme ykasaHus v NPUHLUMLI 415 yyactus notpebuteneii B paspaboTke cTaHAapTos» [25]. YunTsl-
Bas rnaBHble TpeboBaHus noTpebuTenet, ctaHgapTbl MOTyT NOMOYb 4OCTUYbL COM/TAcUsi OTHOCUTENIbHO HaUTYHLINX
3HaHWt 1 oNbITa, UMEILNXCA B MUPE.

0.2 Hactosiuiee PykoBOACTBO NpefHa3HavYeHo 418 Tex. KTo yyacTByeT B NOArOTOBKe U NepecMoTpe CTaH-
[apToB Ha yCNyrn Kak MexayHapofHbIX, Tak W HalMOHasbHbIX B Pa3BUTbIX U pa3BuBalowwmxcs cTpaHax. OHO
COAEPXUT KOHTPO/IbHbIV MepeyeHb N NprMepbl — MHOpMaLnio, koTopas MoXxeT 6bITb NosIe3Ha Hanpumep, no-
cTaBlyMKaM yCnyr vinpenogasaTesnsm.

0.3 OkasaHue ycnyru MoXeT BK/OUYaTh B Ce6S CMOXHbIE CBA3N M CTPYKTYpbl, 4acTo B 3TOM npouecce
y4YacTBYIOT HECKO/IbKO Pas/IMuHbIX opraHusaunii. Kpome Toro, noTpe6butenn B3anMoAeicTBYOT C pa3Ho06pasHbl-
MV rocyapCTBEHHbIMU CAYy)X6amu, TakMMK Kak 3gpaBooxpaHeHune n obpasoBaHue, B OTHOLIEHUN KOTOPbIX hop-
MasibHble ,OrOBOPLI M NpAMas onsaTa MoryT 6bITb HENPUMEHUMBI.

0.4 Ha MWPOBOM pbIHKE €CTEeCTBEHHO, YTO NOTPE6GUTENN pacCyMUTbIBAOT NOAYUYUTh BbIFOA4Y OT AOCTyna K
60/1ee WKUPOKOMY BbIGOPY YCAYr 1 MOCTaBLMKOB ycnyr. Kpome TOro, cyulecTByeT NOCTOSiHHAasA NOTpe6bHOCTb B
60/1€ee HU3KNX LieHax, KOTOPble He A0/KHbI HAHOCUTL yllep6b onpefeneHHbIM pbiHkam 1 coobujecTeam. KayecTso,
3KOHOMMUSA U 3P HEKTUBHOCTb XenaTebHbl HE3aBUCUMO OT TOro, NaTUT M NOTpebuTenb HenocpeACcTBEHHO 3a
ycnyry. Kpome Toro, pacteT nHTepec noTpebutens K He06Xo4MMOCTN YCTOWYNBOTO Pa3BUTUS.

0.5 VMiHTepHeT cnocobCcTByeT CPaBHEHUIO, PACLUUPEHMIO 3HAHUIA U NpeAoCcTaBNeHNI0 MHpOpMaLUK, Ha OCHO-
BE KOTOpPbIX fleniaeTca BbI6Op. B Lesiom noTpebutenn oXxmaarT, YTO YCYr1, KOTOPbIMU OHU MOJ/Ib3YOTCS, Ha KOTO-
pble 3aK/1I04alT 40r0BOP M KOTOpble NpuobpeTatoT, 6yAyT He TONbKO HaA/1exallero kKayecTsa, HafeXHbl U MPOCThI
B o6palleHun, Ho 1 6e30MnacHbl, 3KOIOTMYECKN YNCTbI U UCKNOYAT AUCKPUMUHALMIO N0 OTHOLIEHUIO K coobLye-
CTBaM. Ha KOTOpble 3TV YCNYTN BO3AENCTBYIOT.

0.6 Bce noav MeloT nNpaBo Ha AOCTYN K yCayram, HO 3TO He BCcerja MPUMEHUMO U He BCerfa BbIMOTHUMO.
XenatenbHo, 4TO6bI KaX /bl NOCTaBLLMK YCAYT yUNTbIBA NOTPE6HOCTM BCEX NOTEHLUUabHbIX NOb30BaTeNe,
BK/tOYasA AeTell 1 nofeit 4pyroi KynbTypbl. 9TO NO3BOAUT CAeNaTb YC/IYrU AOCTYMHbIMW GO/bLLIEMY YNCAY /H0-
feii. Bonpoc JOCTYMHOCTM M MPaKTUYHOCTW NPOAYKTOB U YCAYr cTan 60/1ee BaXHbIM B CBA3M C YyBE/IMYEHNEM [J0/N
NOXMWAbIX NI0AE B HaceneHnn mupa. XoTa He BCe MOXU/ble 04N UMEeT UHBANINAHOCTb, UHBA/IMAHOCTL 1 Orpa-
HWYeHVe BO3MOXHOCTe BHYTpU AaHHOI fiemorpadyeckoii rpynnel npeo6nagatoT 60/blie, YeM Y OCTaNbHbIX.

0.7 CTaHgapTu3auus ycnyr MoxeT MPUHECTU C/ieytoLie BbIroAbl:

- co3flatby noTpebutens gosepus nytem obecnevyeHuns 6€30NacHOCTH, 3aLluTbl, KAYECTBa, [O/ITOBEYHOCTH
1 NPOCTOTbI B UCNO/b30BAHUN.

- 06ecneynTb TOUHYIO U pefleBaHTHY0 MHhopMaLnio, a Takke yyecTb Tpe60BaHNA nNonb3oBaTens:

- cnocobcTBOBaTh pacLUMPEeHto BbIGOpa 1 NOBbIWEHWIO JOCTYNHOCTY A4S LUMPOKOrOo Kpyra nosb3osaTtenei;

- obecneunTb NoaxoAslMe ¥ HEAUCKPUMUHMPYIOLWME DOPMbI UCNpaBieHNs, Korga 3To Heo6xoanMo.

0.8 B cBA3YM C OKa3aHWeM ycyr CylecTByeT MHOTO HaLWOHa/IbHbIX M OTpac/iieBbiX KOAEKCOB NPasul, KOTo-
pble MOXHO y4nTbiBaTb Npu paspaboTke cTaHAapToB. O4HAKO OHM 0ObIYHO COCTaB/IEHbI C TOUYKM 3pEHUsI NoCcTaB-
mKa ycnyr n noaToMy He Bcerfa siBNs0TCA NpaBunamu Ansa notpebutens. Hacrosuee PykoBoACTBO NpefHas-
HaueHo o6ecneunTb y4eT noTpebHOCTe NnoTpebutens. Kpome Toro, oHO npegnaraeT 06wt Habop kpuTepues ans
YCNyr, He 3aBUCALLMIA OT KOHKPETHbIX CTpaH, Mexay KOTOPbIMU MOTyT 6biTh 60/bLIME PA3/IMUNA B OTHOLLIEHUN
obnactu feicTBUA N NPYMEHEeHNS HaLMoHaNbHOro 3aKoHo4aTeIbCTBa 0 3aluTe npae noTpebuteneil.

0.9 MNpu pa3paboTke cTaHA4APTOB Ha YCYTV XenaTe/IbHO yunTbiBaTb NPUMEHUMbIE 3aKOHOAATEIbHbIE N HOP-
MaTuBHble TpeboBaHus.

" BBefgeHve Kk MexayHapogHomy Pykosoactey MCO/M3IK 76:2008 «Pa3paboTka CTaH4apToB Ha ycnyrn. PekomeH-
Jauun no yyeTy HyXa noTpebuTens».

v
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HALULMWOHANBHBLMW CTAHAAPT POCCUMNCKOWN SGEALEPALUMN

Pa3pa6oTka cTaHAapTOB Ha YyCnyru
PEKOMEHAOALWNW MO YUYETY HYXA NMOTPEBUTENA

Development of service standards. Recommendation for addressing consumer issues

[ara BBegeHna — 2013—01—01

1 O6nacTb NpUMEHeHUs

HacTosiuunii cTaHaapT cogepxuT obLime ykasaHus no Bonpocam, KOTopble He06X04MMO YUYNTbIBATb B CTaH-
JapTax Ha yc/yrn. Ha ocHoBe HacTosILWero cTaHjapTa MoXHO pa3pa6oTaTh AeTajlbHble CTaH4apTbl Ha N06YH0
ycnyry. Hactoswmii ctaHgapT cCOAepXUT KOHTPO/IbHbI nepeyeHsb (CM. pasaen 9), KoTopblii MOTyT UCMO/Ib30BaTh
npeacTaBuTeNn NOTPeGUTENA 1 ApYyrMe y4acTHUKN npolecca pa3paboTky cTaH4apToB. [pUMEHEHME 3TOro KOHT-
PONLHOTO NepeYHsi No3Bo/SeT NOMTHOCTLI0 yYeCTb BCE BOMNPOCHI, B KOTOPbIX 3aMHTepecoBaH NnoTpebuTenb, BKIIO-
yas HyX/bl AeTeil, NoXWUIbIX NioAeil, NHBaNUAOB U APYTUX KATeropuii rpaxga.

HacTosilunii cTaHgapT AeicTBUTENbHO AN BCEro chnekTpa YCAyr, Hes3aBUCMMO OT Toro, 6bii nn
3akoueH hopMasbHblil AOrOBOP M 6bi1a /M ynjadeHa MoKynHas LeHa, OHO NMPUMEHMMO Takxe K rocyaap-
CTBEHHbIM UMK 6/1ar0TBOPUTESIbHLIM YCyram, Npu oKasaHWM KOTOPbIX UMeeTcs NoTpe6buTe b, NoNb3oBaTe b Un
Yy4YacTHMK, HO He 06s13aTeNIbHO MPUCYTCTBYET MOKyMnka, Hanpumep, o6pa3oBaHne, 34paBooXpaHeHue u counasnb-
Hoe obecneyeHue.

2 HopmaTuBHbIE CCbIJIKU

B HacTosilem cTaHfapTe NCNOMb30BaHa CChlsiKa Ha cneayoLnii MexayHapoHblil CTaHAAPT, KOTOPbIA AB-
nsieTcs 06A3aTesnbHbIM AN NPUMEHEHUS.

[ns HepaTNpOBaHHbIX CCbIJIOK NPUMEHVMO HOBelillee n3faHne 4OKyMeHTa, Ha KOTOpbIi faeTcs cCblika
(BKIOYASA BCE M3MEHEHUSA).

MNCO 9000 Cucrtembl MeHeXMeHTa kayecTBa. OCHOBHbIE NONOXEHUSA 1 CN10Bapb

ISO 9000 Quality management systems — Fundamentals and vocabulary

3 TepMuHbI 1 onpeaeneHus

B HacTosilwem cTaHAapTe npuMeHeHbl TepMuHbl Mo MCO 9000. a Takxe cnegytowye TePMUHbI C COOTBET-
CTBYHOLWUMU ONpefesieHNAMU:

3.1 ycnyra (service): Pe3ynbTar Kak MUHUMYM OfHOTO [elicTB/A, 06513aTe/IbHO NPON3BEAEHHOI0 MexXay
NocTaBLYMKOM 1 3aKa34yMKoM, Kak npaBuio, HemaTepuanbHblii.

MpumeuvaHnune 1 — lpumepbl BO3MOXHLIX YCNYr COAEPXATCA B MPUIOKEHUN A

MpumeuvaHne 2 — B MCO 9000 «npoAyKT» onpefesneH Kak «pesynbTal npouecca», BKIYaLWmMiA yeTbipe
obLmne KaTeropuu NPoAyKToB (ycnyrn (Hanpumep, TpaHCnopTMpoBaHWe), nporpamMmMHoe obecrnedyeHne (Hanpumvep,
KOMMbIOTEPHBLIE NPOrpamMMmbl, C/I0BapK), annapatHble CpeAcTBa (Hanpumep, MexaHuyeckve aeTanu gsurarens) u obpa-
60TaHHble MaTtepuasibl (Hanpumep, cmaska)], 1 3TO MokasblBaeT, UTO UCMoJib3yemMas KaTeropus npoaykra ocHoBaHa

M3paHne odmymansHoe
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Ha npeo6nagatolleM anemeHTe. CnefoBaTesbHO, YC/yra MOXeT BK/IuaTbh B cebsi MOCTaBKy MporpamMMHOro obecrneve-
HWSI. annapaTHbIX CPeACTB 1 06paboTaHHbIX MaTepranoB B pamMkax HaCTOSLWEro craHAapTa NPUMEHSIETCS OTAEe/bHOE
onpegeneHne «ycnyrm.

3.2npoaykuusa (goods): MNMpoAyKTbl, 38 UCKAIOYEHUEM YCAYT.

Mpumep — MporpammHoe o6ecrnedyeHne, annapaTHble cpeAcTBa v 06paboTaHHble MaTepuasnbl, Hanpu-
Mep npesMe T bl JOMALLHEero 06uxoaa, 66 T0Bas XMMUs, NPOAYKT bl MUTaHUs.

MpumeyvyaHune — B MCO 9000 «npofyKT» onpefenieH Kak «pesy/bTaT npouecca», BKIHaLWMA YeTbipe
oblme KaTeropum nNpoAyKTOB [ycnyru (Hanpumep, TpaHCNOPTMPOBaHWE), NporpamMHoe o6ecneuyeHune (Hanpumep,
KOMMbIOTEPHbIE MPOrpamMMbl, Cri0Bapu), annaparHble CcpeacTBa (HanpuMep, MexaHuyeckue pAeTann pasurarens) u
o6paboTaHHble MaTepuasibl (Hanpumep, cMaska)), U 3TO NoKasbiBAET, UYTO WCMO/b3yeMasi KaTeropusi NpoAykTa OCHO-
BaHa Ha npeob6nafawlieM anemeHTe. CrefoBaTeslbHO, Yc/ayra MOXeT BKIOYaTb B Cebs noctaBky MPOrpaMMHOrO
obecneyeHuns, annapatHbiX CPeACcTB U 06paboTaHHbIX MaTepuanoB. B pamkax HacTosiero craHgapTa npyMeHsieTcst
oTAeNbHOe OnpefenieHne «npoAyKLUm».

3.3 nocTaBW KK ycnyru (service provider): XossiicTBywwaa eguHuua, npegnaratwou,as oaHy n 6onee
ycnyr.
NMpumeuyaHune — Takoil XO3AINCTBYIOLEN eANHULEN TNIOKET ObiTb Kak OTAENbHOE NNLO, TaK U opraHM3auus.

3.4 notpebutens (consumer): OTAeNbHbIV YneH obwecTsa, NnpuobpeTaoWwmii AN NCNONb3YIOLW KA Npo-
[AYKLMIO. COGCTBEHHOCTb MW YCYTN B INYHBIX, CEMEIHbIX /TN 6bITOBbIX LEenax.

MpumeuvaHne — B3ATo M3 3aaBneHns WNCO/MIK 06 yuyactum notpebutens B paboTe Mo cTaHfapTu-
3auum [26).

3.5 3akasuuk (customer): OpraHmsaunsa Uau 1L, Nosydaruiee NPoLyKT.

MpumMep — MoTpebuTeNb, KIMEHT, KOHEYHbli Monb30oBaTeNlb, KIMEHT Ha aBOHEHTCKOM 06CyXu-
BaHWUMW, 6eHeduumap unm nokynaTesb.

MpumeyaHune 1 — B HacTosllem cTaHAapTe TEPMUH «3aKasuuk» pacnpocTpaHAeTcs Takke Ha NoTeHuu-
a/IbHbIX 3aKa34MKOB.
MpumeuvaHne 2 — B3aato u3 MICO 9000.

3.6 ya0BNeTBOPEHHOCTL 3aKa3unka (customer satisfaction): Bocnpusitue 3akasunkom cTeneHu BbInosn-
HeHus oro TpeboBaHui.

MpumeyaHnne 1 — >Xanobbl 3aKkazumka SABAAIOTCA OOLYMM MokKasaTesieM HU3KOTo YPOBHSA YA0B/IETBOPEHHO-
CTU 3aKa3unka, HO UX OTCYTCTBME He 06s13aTesflbHO O3HAYaeT BbICOKWIA yPOBEHb YOB/IETBOPEHHOCTU 3aKa3umKa.

MpumevaHune 2 — [laxe ecnm TpeboBaHMA 3akasumka GblM COrnacoBaHbl C HAM W BbINOJHEHbI, 3TO He
06sa3aTe/IbHO rapaHTUpyeT BbICOKUI YPOBEHb Y/10BMIETBOPEHHOCTM 3aKa3uuka.

MpumeuvaHne 3 — B3aro uns MCO 9000.

3.7 nonb3oBaTtens/yvacTtHuk (user/participant): Jinyo, kotopoe Nonb3yeTcs ycayroi(amm) noctaBLinka
yCnyr.

3.8yxyaweHune (impairment): Mpo6nema hyHKUUN OpraHn3Ma uav CTpyKTypbl YesloBeka, HanpuMep, 3Ha-
4YMMOe OTK/IOHEeHWe OT HOPMbl UM NOTEepPs, KOTOPble MOTYT 6biTb BPEMEHHLIMU, HANPUMEP U3-3a TPaBMbl, UK
NMOCTOSAHHBIMU, IETKUMUN NN CEPbe3HbIMU, N MOTYT Kosie6aTbCsi N0 BpeMeHU, B YHacTHOCTY o6 asn gerpagauuns c
BO3pacToM.

[PykoBoactBo NCO/M3K 71:2001.3.4)

3.9 goroBop (contract): CornaweHune, KOTOpbIM OfHa UK 60siee CTOPOH MO OTHOLIEHWIO K OAHOW nn
HECKOIbKUM APYrM CTOPOHAM MPUHUMAalOT Ha cebs 0683aTeNbCTBO OkasaTb yCayry.

3.10 kopekc noBegeHus (code of contract): O6eliaHne 3aka3umky CO CTOPOHbI OpraHu3anum, a Takxe
CBSI3aHHble C 3TUM Mpasuna.

MpumBuyaHunel — ObelaHns NPUMEHSIOTCA opraHusauvein B LEensx nofaepXaHus 1 nosblleHUs YPOBHS
Y[0BNETBOPEHHOCTH 3akasuvka (3.6) 1 cBA3aHbl C NPOAyKTaMn opraHusaumyn Imbo co B3arMOoAeliCTBMEM OpraHu3auum
C €€ aKTya/lbHbIMW 1 NOTEHLMaIbHbIMU 3aKasumkamu.

MpumeyvaHne2 — Cwm. Takke ykasaHusa ICO 10001 no kogekcy noBeAeHUs Ans opraHvsauuid.

3.11 o6cnyxmBaHue 3akasumka (customer service): BsaumogeiicTBme opraHmsauun ¢ 3aKasdnkom Ha
BCeX CTaAUAX OKa3aHUsi yCyru.

MpunmeyvyaHune — B3aro ns MCO 10002.
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3.12 okasaHue (delivery): leiicTBue No NpeAoCTaB/IEHUIO YCAYIN.

3.13ypno6¢cTBO M NpocToTa ncnonb3oBaHus (usibility): CTeneHb, 4,0 KOTOPOW onpeaesieHHble NO/Ib30Ba-
TeN MOTyT UCNOJIb30BaTh MPOAYKLMIO A1 JOCTUXEHMNSA NOCTAB/EHHbIX Liesieil C pe3y/ibTaTBHOCTbI0, 3P eKTMB-
HOCTbIO 1 Y10B/IETBOPEHHOCTbLI B 3a,@aHHOM KOHTEKCTE NPUMEHEHNS.

(Pykoeogcteo MCO/M3K 71:2001. (3.7])

3.14 nomorawuan TexHonorua/nomorarmuiee yctponcTaso (assistive technology/assistive device):
YacTb 060pyA0BaHMst, CUCTEMBI BbIMyCKa MPOAYKL MU, annapaTHblie 1 NPorpamMMHble CPeCTBa, KOTOpPble MPUMEHSI-
10TCA. YTOObI YACTUYHO YCTPaHNUTbL, KOMNEHCHPOBAaTb WM YYULNTb PYHKLMOHAIbHbIE CTOCOGHOCTH HETPYA0CMo-
COGHbIX 0AENA.

MpumeuyaHune — OHW MOIYT BblTb NPUOBPETEHLI KOMMEPYECKUM MyTEM B NpOAaxe, MoANULMPOBaHbI 1n
VNHAVMBUAYa/IM3UPOBaHbl. TEPMUH OXBaTbIBAET BCMOMOraTe/ibHble TEXHWYECKME CPeACTBa A5 MHBAMAOB. TexHuyeckme
CpeAcTBa peabunmTaumn He YCTPaHSIIOT HapyLUIEHWs, HO MOryT O6/erdnTb 3aTpyaHeHUsl, KOTopble JaHHOe NINLO UCMbIThbI-
BaeT MPY BbINOSIHEHUW 3a[aHWIA UM OCYLLEeCTBNEHUN AeSATEIbHOCTY B OMPeAeNieHHbIX YCOBUSX.

(PykoBoacTBo MCO/M3K 71:2001. (3.3))

3.15 anbTepHaTUBHbIN hopmaT (alternative format): VHoli cnoco6 npefcTaB/ieHns, KOTOPbIA MOXeT
cfenatb yCnyru 4OCTYMHbIMM MYyTEM UCMO/Ib30BAHNSA NHbIX BO3MOXHOCTEN NepeABXeHUss WAn BOCNPUATUIA.

MpumeyaHune — B3sTo u3 PykoBogctea MCO/MIK 71:2001.

3.16 xano6a (complaint): BoipaxeHne Hey0B/1€TBOPEHNS NO OTHOLWEHWIO K OpraHn3aymnm, CBsA3aHHOe C
ee npoAyKtamu, unu cam npowecc 06paboTku xasnob, npu KOTOPOM B ABHOM UM HESIBHOM BUAe oxugaeTcs oTBeT
VNN pesontouns.

(MCO 10002:2004. (3.2))

3.17 nogatenb xanobbl (complainant): Jnyo, opraHmsaunsa unm ee npegcraBuTenb, NojatoLimne xanooy.

(MCO 10002:2004. (3.1))

3.18 o6paTHas cBa3b (feedback): MHeHNsi, KOMMEHTapPUKN 1 BbipaXeHNA 3aMHTEPEeCOBaHHOCTY B ycnyre
nnu npouecc 06paboTkn xanob.

MpumeyaHune — B3aTto ns MICO 10002 n n3 Pykosoactea ICO/M3K 51.

3.19 mepa 6e3onacHocTyu (safeguard): Mepa npefoCTOPOXHOCTY, NPUHATAA A4NA NPEAOTBPaLLEHUS UK
ocnabneHust BO3AeNCcTBUA HegocTaTka B KAKOM-/IMG0 acnekTe NpefocTaBieHNs YCyru.

4 OCHOBHbIe NPUHLMMbLI NOTPeGUTENS

4.1 O6ume NoNoXeHus

Ycnyrun oxBaTbiBaKT WMPOKKIA CNEKTP BUAOB AEATE/IbHOCTU (CM. NpunoxeHue A). Obuw e npusHakm — npe-
[oCTaBNeHne ycnyrm Kommepyeckoid, 06LL,eCcTBEHHON UM YacTHOW opraHm3auuneii, KOTOpoi NpeabABNATCA Npe-
TEeH3UW. NOCTaBNATCA NPOAYKTbI UK NOAAEPXKA, OpraHn3aumns, Ha KauecTBO NpefocTaBNeHns yCcnyr KoTopoi
notpebuTenb nonaraeTcs, 4acTo He UMes UHAMBUAYaNbHbIX NN HENOCPEACTBEHHbLIX CPEACTB, YTOObI CyanUTb 06
3ToM. CnefyeT yunTbiBaTb OCHOBHbIE NPUHLMNLI NOTPpebuTens, onncaHHble B4.2—4.10.

4.2 Nupopmauyusa

MNHopmauns 1 ee npefocTasneHne urpawT pellawllyio ponb B BbiGope, okazaHun U 3pheKTUBHOM
NCMOMb30BaHUW YCAYr, MOCKO/bKY, B OT/IMYME OT Takux NPOAYKTOB, Kak 06yBb M nuwa, 34ecb MNPUCYTCTBYIOT
MeHee MaTepuasibHble 3/IEMEHTbI, MOMOorarwLne NoTpebuTe o OLEHNTb KA4eCTBO, NPUTOAHOCTL 4151 KOHKPETHOW
Lenn, COOTHOLIEHNE LEeHbI U BbIroAbl U T. 4. MNepegada nHdopmaunmn, ocobeHHo nepes noanvcaHnem gorosopa,
ncnocob atoro nognucaHnsa (BkA4Yas NoBefeHve nepcoHana) A0/MKHbl 6bITb NpeaMeToM nepBooYepeHOro
BHUMaHUA. Ponb obmeHa wWHopmaumeli Ha KaxaoM 3Tane npouecca NPUHATUA pelleHns npuBefeHa Ha
pucyHke 1.
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PUCYHOK 1— 3/1eMeHTbI YCNYTn 1 posib 06MeHa MHGopMaLmelt Ha Bcex aTanax okasaHus yeaymni

4.3 locTyn N UCKNOYEHNE AUCKPUMUHALUN

JocTyn Kk ycnyram — npou3BOAHOEe OT CMOCO6HOCTY NoTpebuTensa Nno3BonuTb cebe Belyn, B KOTOPbIX OH
HYX/AaeTCcsa UM KOTOpble XO4eT NoNy4nTb, @ Takke OT 4OCTYNHOCTM 3TUX Belell 419 Bcex NnoTpebuTeneli He3asu-
CMMO OT MECTOHaX0XAEeHUs, CoLManbHbIX 1 SKOHOMUYECKUX 0COGEHHOCTE, a Takke (hn3nyecknx nam ncuxmyec-
KNX HapyLLeHuii. MoaTomy, YTo6bI 3aC/yXUTb JOBEPNE, HEOOXOAMMO BUAETb U yUUTbiBATh MHTEPECHI BCEX KITMEH-
TOB (BK/lOYasA AeTeil 1 auL NOXUI0ro Bo3pacrta, o61aganLmx pasnyHbiMn KyIbTYPHBIMU 1 3THUYECKUMU Tpaan-
uUMAMK, OU3NYECKMMN BO3MOXHOCTSAMU) C CaMOro Havasna pa3paboTku COOTBETCTBYIOLWMNX cTaHAapTOB. YTOObI
npuaepXxuBaTbCA NPUHLMUNA UCKTIOYEHNA JUCKPUMUHALMMN, CTaHAaPTbl JO/KHbI rapaHTUpoBaTh, YTO YCAYTU He
6yAyT 6€CnpUYNHHO AUCKPUMUHMPOBATL Kakylo-11Mb0o OTAebHY0 rpynny notpebuteneii.

4.4 Bbibop

bBasoBoe 3HaueHve AN NONUTUKU B OTHOLLEHUW NoTpebuTeneii sensieTcs noowpexHme nx Bbibopa. B cTaH-
[apTn3auumn 3To 03HAYaeT, YTO CTaHAApPT He JO/KEH yKa3blBaTb Ha KaKOro-1m60 oTAe/IbHOro nocTaBLiuka uim
CTaBUTb HEHYXHble OrpaHNYeHUss OTHOCUTEsTIbHO POPMbI OKa3aHWsa ycnyrn. PasnnyHble xapakTepucTukn ycayrm
[OMKHBI 6bITb COaNaHCMpoBaHbl C NOAAEPXaHNEM Haj1exallero COOTHOLEHNA LeHbl U BbIFOAbl Y KOHKYPEHTHOTo
pbIHKA.

4.5 be3onacHoCTb ¥ 3almTa

BesonacHocTb (BKOUas rurneHy n omsnyeckyto 6e3onacHocTb) 1 3awmTa (Bkatodas UHaAHCOBYHO 3aLuTy
1N HEMPUKOCHOBEHHOCTb YAaCTHOM XMN3HK), CBA3AHHAasA C yCryraMu, iBNseTCa kK/loYeBbIM MPUOPUTETOM, C 0CO6LIM
aKkLeHTOM Mo 3aluTe yA3BUMbIX /IUL,. Hanpumep, geTel, 1nL, NoXuI0ro Bo3pacTta, MHBaIMA0B 1AM Hebnarononayy-
HbIX NtoAei BcnencTene 6e4HOCTM NN HECMOCOBHOCTM (B YACTHOCTU, CBSI3AHHOW C i3bIKOM) MoJslyYaTb 4OCTYN K
Heo6Xx04MMON MHdOpMaL M 1 NOMOLLM.

4.6 KauyecTtBO

KauyecTBO — 3TO CTeneHb, B KOTOpOVI XapakKTepucTtukm ycnyrn ynoBneTBopsAaoT TpeﬁOBaHI/IﬂM I'IOTpeﬁl/ITel'Iﬂ.
|_|03TOMy KauyecTBO BK/loHaeT B ceb6s MHOro ApYyrnx HemaTtepuanbHbIX CBOIACTB, COCTaBNAKLWUX «XOPOLUYH»

4



FOCT P 54930—2012

ycnyry. K HAM oTHOCATCA haKTopbl, y)XXe pacCMOTPeHHble B 4.2—4.5. Takune, Kak JOCTYN K NONE3HOW U TOYHOW
MHopMaLmm, xopoLlee obpalleHune ¢ 3aKa3unkoM U NYHKTyanbHOCTb NPeA0CTaBNeHUs], a Takxke haKkTopsbl, CBSI-
3aHHble C OLLeHKOW BO3AENCTBUS OKpYyXXatoLw el cpebl, U yCTOUYMBOE pa3BuUTMeE, B T. Y. yCTOUYMBOE NCMNOb30BA-
HUe pecypcoB 1 BO3MOXHOCTb NnepepaboTky 0TXo40B. MpocToTa B MCNOMb30BaHWUMN ABNSETCA NPU3HAKOM KayecTBa
[0J151 OCHOBHOW YaCcTu HaceeHns, HO Takke hakTOPOM AOCTYNHOCTU AN N04EN C TON UNun nHol hopMoii HapyLle-
HWIA. KauecTBO, COOTHOLLEHME LieHbl U BbITObl, @ Takke 6€30NacHOCTb 415 NoTpebuTenell ABAAIOTCA LeHTpasbHbI-
MU BONpocamu.

4.7 KomneHcauunsa

nOTpeﬁVlTeflVl AOJIXKHbI 6bITb yBEPEHHbLIMW B OKazaHUn ycnyru, a Takxxe B TOM, UTO UMeOTCA nogxoadaume
cpeacTsa, 4yTOoObI cnpaBnTbCA C no6bIMn 3aTpygHEeHUAMU NNun NnpeTeH3namu, CBA3aHHbIMK C NpeaocTaBeHnemM
ycnyr, He3aBMCUMO OT TOro, npefocTtaBaAeTCca ik ycayra BHYTPU CTpaHbl WU N3-3a py6e>Ka.

4.8 Mpo6nembl OKpyxXatuieit cpeabl

3HaueHune npobnem okpyxarwlLlein cpeabl AN noTpebuteneil Bo3pactaeT U MOXET NOB/IUATL HA NPUHATHE
UMK pelleHns. ®akTopbl BKIOYAKOT B ce6a noaaepxKy 6epexHOro oTHOWeHUs K NPUPOLHONI 1 YenoBeyveckoi
cpefe nyTeMm cokpalleHNsi OTX0A0B, 3anNaxoB, WyMa U BU3yasibHOTO 3arpsisHEHNS, a TakKe COXpaHeHns matepu-
aNbHOT0. Ky/IbTYPHOTO M Ye/T0BEYECKOro Hacneaus.

4.9 MpepcrtaBUTeNbLCTBO

OpraHusauuv, 3aHumaloLecs paspaboTkoii CTaH4apToB, A0/HKHbI 06ecneynTb NpeaCcTaBUTeNbCTBO NoTpe-
6uTeneil BoO BCEX TEXHUYECKUX KOMUTETAX U paboumnx rpynnax, npeameT 4eATeNbHOCTN KOTOPbIX UMeeT BIUsHNE
Ha notpe6uteneii. Ecnv 3T0 HEBLINOHUMO, OHU AO/IXHbI MHBIMUW cnocob6amu o6ecneymnTb y4eT MHTEPEeCoB noTpe-
6uTens. HanpuMmep, NyTeM KoHcynbTauuii. pn HE06X0AMMOCTH camu CTaHAapPTbl MOTYT NpejycMaTpuBaTth Npes-
CTaBUTEIbCTBO NOTpebuTenei, Hanpumep, NyTeM KOHCyNbTaLuii Npy pa3paboTke HOBbIX YCAYT.

4.10 CooTBeTCTBME 3aKOHOAATE/IbHBIM U HOPMATUBHLIM [LOKYMEHTaM

MocTaBLMKL YCAYT LOMKHBI 06€CNeunTb COOTBETCTBIE U HaANexXal it yueT 4eACTBYIOLMX 3aKoHoAATe b-
HbIX M HOPMATUBHbIX TPEGOBaHMIA, HAUMHASA C CaMblX PAHHUX CTaAUii NNAHNPOBaHUS U Pa3paboTKn YCyr BNIOTb
[,0 OKa3aHUs yCAyrv U UCNpaBeHus.

5 Mcnonb3oBaHVe HacTOslero crtaHgapTa

5.1 HacToawwii cTaHgapT cogepxunT 0630p cnocob0B onpefesieHns nyyeta MHTEPecoB NoTpebuTens npu
paspaboTke cTaHAAPTOB Ha ycnyru. KctaHgapTaM OTHOCATCS MeXAyHapoHble, permoHasibHble N HauuoHanbHble
cTaHfapTbl, a TakXe oTpacneBble U BHYyTPEHHWE CTaHAapTbl OpraHn3auunii uam komnaHuin. Hactoawmii ctaHgapT
yKasblBaeT 06/1aCTuh, B KOTOPbIX MOXHO pa3paboTaTb feTanbHble TpeboBaHUA 419 OTAe/bHbIX OTPACNeBbIX CTaH-
[apToB.

5.2 Cnepytouime LOKYMEHTbI O/KHbI BXOAUTb B apceHan paspaboTynka cTaH4apToB:

a) 3aaBneHue o nonutnke NCO/MIK «YueT noTpebHOCTEN NOXUMbIX NOAEA N MHBANMAOB B paboTe no
cTaHgapTusauum» [24]. a Takxke conyTcTByowumii ctaHgapt MCO/M3K 71 npegnaratoT paspaboTunkam ctaHgap-
TOB W APYIMM NMLam CUCTEMaTUYECKMiA NOAX0A K BONPOCaM, CBA3aHHbIM CO CTapeHUEeM N MHBaIMAHOCTbIO NpK
HanucaHum 1 nepecMoTpe MexayHapoAHblX CTaHAapToB. Kpome Toro, aTu AOKYMEHTbI NOMOratloT TexHu4Yeckum
KOMUTETaM OL,EeHUTb, HACKO/IbKO OHW YUYNu laHHble BOMNPOCHI B CBOWX paboynx nporpammax;

b) PykoBoacteo MCO/M3K 51 coaepXuT ykaszaHus no obwum Bonpocam 6e3onacHocTu. PykoBOACTBO
NCO/M3K 50 cofepxut 6onee cneumnanbHblie ykazaHusa no 6e3onacHocTu geTeld;

C) feTalibHble MeToAMYeCKNe yKka3aHNs OTHOCUTEIbHO cneundnyecknx acnekToB okasaHusa ycnyr, Takum
Kak cornacoBaHHble Ha MeXAyHapogHOM YPOBHE KpUTepuun ya0BNeTBOPEHHOCTMN 3akasuuka, cogepxalimecs B
MCO 10001, NCO 10002 n MCO 10003. npeacTaBnsaoT coboli NoNe3Hoe pykoBOACTBO MO r1o6anbHON 3a60Te 0
3aKasuvike.

MpumevyaHne — NCO 10001 copepxuT ykazaHUs No kogekcy nosefeHus; MCO 10002 cooepxuT ykasaHus

no o6paboTke xanob: MCO 10003 comepXuT ykasaHus No yperysMpoBaHui0 CMOPHbIX BOMPOCOB C 3aKa3unMkaMu BHe
opraHusaumu.
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5.3 Pa3gen 6 HacToslero ctaHjapta CoOAepXuT npoueaypy, KOTopyt pa3paboTumkm cTaHgapToB MOTyT
1cnosib3oBaTh A1 paboThl C KNOYEBbIMY chepammn MHTepecoB NoTpebuTesnelt, BkoYas NOTPE6HOCTU NOXUIIbIX
nogei n NHBaNNAO0B.

5.4 B pasgene 7 HacTOSALLEro cTaHAapTa U3/1I0XKeHbl K/1loueBble A8 NoTpebuTens Bonpockl, KOTOPbIE OH
MOXeT 3aaBaTb NPy BbIGOpe, NPUOGPETEHNN NN UCNONBb30BAHUM YCNYTU, a TaKXe NnokasbiBaeT CBSA3b C pa3iny-
HbIMW «3N1eMEHTaMM YCNyrn», nepevncrneHHbimun B tabnuue 1.

5.5 3nemeHTbl ycnyru, onpegensemble MCX0AA U3 KNHOYEBbIX BONPOCOB NOTPe6UTENS, MOTYT y4nNTbIBATLCA
npu paspaboTke cTaHAapTOB OpraHu3aLmm UM KOMNaHum, a Takke oTpacneBblX CTaHAapToB. BHYTpY KaxAoro
3/IeMeHTa YC/yru BblAeNsoTCSa HEeCKOIbKO «TemMaTnyeckmx obnacreii». B pasgene 8 onvucaHbl pa3nyHble TemaTtu-
yeckne o6nacTu A4NS KaXA0ro anemMeHTa ycnyru. Yyet Bcex Tematmyecknx obnacreit fomxkeH obecneymsartb yyeT
noTpebHocTe noTpebuTens npu paspaboTke TOro UanM MHOro ctaHgapTta. Mpu okasaHum N6ON ycnyrn moxeTt
BO3HMKATb NOC/eA0BaTe/IbHOCTL 3TAN0OB NPeAOCTaB/EHNA YCNYTU, KaXAbl/i U3 KOTOPbIX BKNOYaeT B ce6s B3aumo-
AeiicTBre MexAy NoCTaBLMKOM YCAYrv U 3aKa3uynKkoM.

MpumMmedaHune — Mpumep, CBA3AHHBIA CO CMOPTUBHBLIM MEPOMPUSATAEM, CM. HA PUCYHKE 2; AAHHbIA PUCYHOK
noKasbIBaeT Takke, YTO MOTYT MMETb MECTO COMpsKEHHbIE, BCMOMOraTe/ibHble BUbl AESTe/IbHOCTU.

5.6 B pasgene 9. Tabnuuax 2—6 cogepxartcs KOHTPO/IbHbIE NEPEYHM TeMaTUUeCKnX 061acTeld, yka3aHHbIX B
pasgene 8. kKOTopble NO3BONAT pa3paboTynkam cTaHAapPTOB ObICTPO OXBATUTL BCE NPUMEHUMbIE aCNEKTbI.

5.7 MpunoxeHne B HarnsgHo nokasbiBaeT, KakK pa3/inyHble 3/1IeMEHTbI YCYrn MOTyT npuobpeTartb 60/bluee
WU MEeHbLUEe 3HavYeHune, Koraa 3ToT CMCTeMaTUYeCKMii NOAX0L C UCNOMb30BaHMEM KOHTPOJIbHOTO NEPEYHs npu-
MeHseTcsa nNpu pa3paboTke CTaHAAPTOB B CaMblX Pa3HbIX CeKTopax cdepbl ycnyr (Hanpumep, B napukMmaxepckmnx
ycnyrax, rocTUHUYHOM BU3Hece 1 CTPaxoBaHUN XU3HNW).

MpumeyaHune — B npuioxeHun B gaHbl ckopee npuMepbl, YEM MOJIHbIE CMUCKMW BCEX HEOOXOAUMbIX
TpeboBaHUli K KXXAO0N U3 3TUX YCIyT.

5.8 B 6ubnvorpadum gaH cCnmcok MCTOYHUKOB, KOTOPbIMUY pa3paboTymkm cTaH4apTOB MOTYT N0JIb30BaThCA,
4TOObl 03HAKOMUTLCSA € 60nee aeTanbHbIMU U cneundnyeckumm pekomeHgaTenbHbIMY Matepmanamm 'L

5.9 Mpu pa3paboTke HOBOroO cTaHAapTa Ha ycnyru nogpasyMeBaeTcs HaMepeHue yCTaHOBUTb KpuTepuun 4ns
obecneyeHnsa Hanny4ywein NpakTUKU, He3aBUCUMO OT BEIMUYUHBI IV MECTOHaX0XAeHUs nocTasLmka yenyr. Oa-
Hako, YeM C/ioXHee ycnyra, TeM 60/blie BO3MOXHbIX CBONCTB c/leAyeT yuyecTb. YTo6bl yNnpoCTUTL MPUMEHEHMNE
cTaHfapToB faxe caMoil Manoii opraHusaumeli, pekoMmeHayeTca 3amkcnpoBaTb BONPOCH NepBOOYEpPeAHON BaxX-
HOCTW ANA OTAENbHOU CTaHAapPTU3NPOBAHHOM YCNYrn NyTeM COCTaB/IEHUSA NepeYHeil KOHTPOIbHbIX BOMPOCOB U Ha
X OCHOBe chopmMynupoBaTb HAGOP KOYEBBIX KPUTEPUEB, KOTOPLIM A0/KHA YAOBNETBOPATH Manasa opraHu3a-
Lmnsa. 3T0 MOXHO 0hOPMUTL B BUAE NPUNOXEHUA (Hanpumep, npunoxeHue A k 1 C 010002).

PUCYyHOK 2 nnnioctpupyet npefocTasieHne ycnyr npoeccmoHanbHbiM yT601bHBIM Ky60M, NO OTHOLLe-
HUIO K KOTOPOMY 3aKa34yMKOM AABNAETCA 3pUTeNnb2> HekoTopble YC/Iyrn MOXHO npeanaratb Ha KaxAom atane me-
ponpuaTus.

Mpumep — Bo BpeMsi nepepbiBa MOXET UrpaTb My3bika, 3puTenn MOryT MOKynaTb HANUTKA UK
3aKyCKM, BbIXOAWTb MO CBOMM fefam.

BcnomoraTesibHble BUAbl AEATeIbHOCTM BKIOYAIOT B Ce6s Apyrne yCnyri Tem xe 3aka3unkam, Ho He CBS-
3aHHbIE HEMOCPeACTBEHHO C MaTyeM, Hanpumep, NpPogaxy NpeaMeToB C CUMBOJIMKONA Ky6a Umn BbiNycK XypHa-
na. Bce aTv BUAbI eATENbHOCTU fO/KHbI 6bITh XOPOLLO CM/TAHUPOBAHbI U OCYLLECTB/IEHbI, YTOGLI KOHEUHAS YC/Y-
ra yfloBNeTBOpua 3aKkasuuka.

1 Bubnuorpadms He SIBNSETCA UcyepnbliBaloLwen. PekomeHayem nosib3oBaTeNniM NPoBePATb Ha/MuMe TekyLmX
06HOBMEHUIA 1 AasibHellunX Ny6ankauuii, a Tailoke UckaTb Ha MHTepHeT-caliTax [ONOoJHUTe/bHble MaTepuasibl.
21 Basupyetcst Ha MICO 9000 «OTKpbIBaEeT cYeT B MPOeCCHOHaIbHOM (pyTO0/1e — HO KTO 3aKasumk?»127.
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PucyHok 2 — Mpumep 3Tanos npefoctaBneHus ycayrn (npodheccuoHanbHblii yT60o:)
6 YdeT 3anpocoB noTpedbuTensa npm paspaboTke cTaHAapToOB

KomMnTeTbl MOTYT CYECTb NONE3HbIM NPoLecc'] nokasaHHbI Ha pucyHke 3, 415 o6ecneyeHmns BobiBNEHUS 1
yueTa K/loUYeBbIX BONPOCOB NoTpe6uTesneii npu paspaboTke HOBOTO CTaHAapTa Ha YCyry Wan Npu Kaxaom nepe-
CMOTpe cyujecTBytowero. Mpouecc UAET CNeBa HanpaBo, C yKa3aHWsMU MO JOCTUXEHMWIO KaXaoi U3 ueneit,
NpUBELEHHbIX B CTONGLAX HUXeE.

ObecneyeHne
Onpepenexve XopoLLeii Cifgs)gg:;z O630p MNy6nmnkaums
npoekTa craHgapTa npouecca cTaHgapTa
OCHalLLleHHOCTK cTanpapTa
KomuteTa
Onpegenntsb: Ob6ecneuunTb: Mcnonb3oBatb Ha- ObecneunTsb: O6ecneunTb:
HasHauyeHue, - NpUCYTCTBME CTOAWMA un apyrue - 4To6bI TpeboBa- - BO3MOXHOCTb

npeaMeT 1 06nacTb  NpeAcTaBuTesieit No- CTaHAapTbl Kak No- HUS K NPUrOAHOCTW, BOCMPOMU3BEAEeHUN
NPUMEHEeHUs cTaH- TpebuTesieli B KOMU- MOLLb B OMPeAesieHnn; coaepxalyuecss B CTaHgapTa B a/brep-
[apra; TeTe; - OTAEeNbHbIX NMO- CcTaHaapTe, 6biM oLue-  HATUBHbIX (popMaTax:

PucyHok 3 — OnpegesnieHne BOMpOCOB MoTpebuTeneil Ha Kaxaom atane
pa3paboTku CTaHAAPTOB Ha ycayru, ucT 1

11 Ha ocHoBe npovecca, onncaHHoro B Pykosoactee MCO/M3K 71.
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OKOHuaHue

Onpepenexve
npoekTa cTaHgapTa

- NOCTaBLLUVKOB U
nosnb3oBatenei ycny-
™m, nognexawien
cTaHgapTmsaumu;

- TeKyLiyl yAoB-
NIeTBOPEHHOCTb YC/y-
roii (pacnonoxuTb no
CTENeHn npuopuTeT-
HOCTU K/ltOYeBbIE BOTM-
pocbl noTpebutens);

- TEKYLLYIO fOCTYN-
HOCTb YCyrv ANS LWn-
pOKOro kpyra notpe-
6uTenei;

- B3aumogelicTeune
Mexay noTpeb6uTte-
neM 1 NoCTaBLLNKOM
ycnyru.

McToYHMKN:

- NOCTaBLLMKN YyC-
nyr.

- rpynnbl Nonb30-
Bartenei.

- 0npockl NO/b30-
Batenen. gookyc-rpyn-
nbl:

- JaHHble 0 Xasno-
6ax;

- pykoBoAcTBa u
NnonnNTWKK, Hanpumep,
PykoBoacTteo
NCO/M3K 50.
PykosogcTtso
MNCO/M3K 51,
PykoBoacTteo
MCO/M3K 71

O6ecneyeHne
xopoLuer
OCHaLLEHHOCTMN
KommTeTa

- ypaBHOBELUEH-
Hoe npejcTaBUTENb-
CTBO MOCTaBLUMKOB
ycnyr; nofb3oBare-
new n gpyrux, B ue-
/IOM 3anMHTepecoBaH-
HbIX CTOPOH;

- ob6yyeHne une-
HOB KOMWTeTa, He-
3HaKOMbIX C mpoLiec-
com pa3paboTku
CTaHapToB;

- [OCTYTOCTb KOH-
depeHy-3a10B N T. T
[ONsi MIHBaIMAOB;

- [OCTYMHOCTb
[aHHbIX MO ApYrum
Bonpocam, Hanpu-
Mep. AaHHbIX O Xaso-
6ax noTpebuTteneii,
HeCYaCTHbIX Cryyasx
n apyrux npowvcue-
CTBUAX

PaspaboTka
copepxaHus
cTaHfapTa

TpebHocTell 1 3a6oT
noTeHumasnbHbIX No-
Tpebuteneit;

- nyTell ycTpaHe-
HUA PUCKOB (CBA3aH-
HbIX ¢ 6esonacHoc-
Thl0. HAEXHOCTbIO 1
(MHAHCOBLIMKN 3a-
Tpatamu) 3a CueT yc-
TaHOBJIEHNSA HOBbIX
UAW  NOBbIWEHHbIX
Tpe6oBaHwi;

- nyTei obecneve-
HUA MakcMManbHOM
LOCTYMHOCTW YCNyrn
LUMPOKOMY Kpyry
nosib3oBaTenen,
BK/lOYas, Npu Heob-
XO4MMOCTU. peabunu-
TalMOHHbIE TEXHOJO-
rmm;

- nyTeit obecneve-
HMA XOPOLUUX OTHO-
LIeHWIA Mexay noTpe-
6utenem u nocrtas-
LLIMKOM YCNYTL:

- nyTei obecneve-
HUA MakcMManbHOM
LOCTYMHOCTW YCNyrn
LMPOKOMY Kpyry
nonb3oBarenei;

- noTpeb6HoCTel
MasibIX OpraHu3aumii;

- NOAXOAALMX Me-
TOAOB OLEHKN ycnyrm
C TOYKN 3PEHUS OXW-
[aHunii  notpebutens

PucyHok 3. nuct 2

0630p
npotecca

HBHbI, Hampumep,
rpynnamu nosib30Ba-
Teneis;

- YTObbI A3bIK U
TepMUHbI CTaHdapTa
6Ll MpuemaemMsl
NS nonb3oBaTenei,
KOTOPbIM NpegHas-
HavyaeTcsl faHHas yc-
nyra;

- 4TOGblI NPOEKT
6blN1 PO3JaH LUMPOKO-
My KpYry 3auHTepeco-
BaHHbIX L,

7 FNaBHble BOMPOCLI NOTPe6UTeNs, Noanexalne yyety

My6nnkaums
cTaHfapTa

- Ha/mMume nnaHa
NPUMEHEHUS, BHe-
[PEHUs N NpoaBike-
HUSI cTaHgapTa

7.1 Mpwu BbIGOPE, NPUOGPETEHUN NNV NPUHATAN YCAYTY NOTPEGUTEeNN MOTYT 3a4aBaTh pa3/iMyHble BOMNPOCHI,
Kacatlecs KaxAoro atana okasaHus ycnyru. BeposiTHo, pa3paboTka CTaHAapTOB, OTHOCSALMXCA K3TUM BOMPO-
cam, MOBbICMT [LOBEPUE CO CTOPOHbI NOTPe6UTENS. XKanobbl 3aka3uyvKoB U AaHHbIe UCC/IeA0BAHNI TaKXe JOKHbI
6bIThb N3y4eHbl, UTO6bI TPe60BaHMs CTaHAApTa Ha YCNyry aAeKkBaTHO yUUThbIBA/IM Te 06/1aCTU HeYy40B/IeTBOPEHHOC-
T, KOTOPbIE UMET A5 Nosib30oBaTeneli 0co6Y BaXHOCTb.

7.2 Ta6nvua 1 npuBOAWT BMAbLI BONPOCOB, KOTOPbIE MOTYT 3afaBaTb NOTPE6GUTENN, U NMPOELMPYeT NX Ha
3/IEMEHTbI YCNYru, KOTOpble C/ieayeT y4ecTb Npu pa3paboTke N060ro cTaHAapTa Ha ycnyry Ans notpebutens.
Bonpochkl cBsi3aHbl C MOCTABLUKOM YC/YTU UM 06CNTY)XMBAHUEM [0 NPUOGPETEHNA/MPUHATUSA YCNYTK Ha aTane
3ak/lo4YeHns 4OroBopa, BO BPEMS OKa3aHWs YCayru u nocsie NpoAaxu/npuHATASA YCayru, BO3MOXHO, KOrA4a Cpok
[lelicTBMA AOoroBopa UCTEK UK NPU LOCPOYHOM pacTopXeHun goroBopa. Cnucok BONpoCcoB HEMOJIOH; MOTYT BO3-
HUKHYTb WHble, cneyuduyeckne AN KOHKPETHLIX CEKTOPOB Cpepbl 06CYXMBAHUS BOMPOCHI, KOTOPbIE TakKe MOX-
HO pacnpesennTb N0 3/1IeMEeHTaM YC/yru.

8
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7.3 Ycnyra moxeT npefctaBnATb co060ii oTAeNbHOe cobbiTUe (Hanpumep, NPUCYTCTBME Ha MY3blKabHOM
KOHLiepTe, HaxoxeHne B KYypOPTHON roCcTUHMLE nn onepaymio B 60/1bHMLE) UK 6bITb HEMPEPbLIBHOW (Hanpumep,
okasaHue ycnyr TeniepoHun). OHa MOXeT COCTOSATb U3 OAHOTO AeliCTBUA UM BKOYATb B Ce65 HECKOMbKO Aeii-
CTBWIA, KaK NOKa3aHo Ha puCcyHKe 2. Mpumepbl BO3MOXHbIX YCAYT NPUBEEHbI B MPUNIOXEHNN A.

Ta6nunya 1— KnoyeBble BONPOCkl, KOTOPble MOrYT 3aAaTb NOTPEGUTENN, W 3M1eMEHTbI YC/IYr, K KOTOPbIM OHU

OTHOCATCA
Bonpocbl notpe6uteneii
Bonpockl 40 3ak/lo4eHyst [OroBOpa, Kacatolyecsi MocTaBLUvKa 1 CaMoii ycnyrm

1 loBepsto N1 A NOCTaBLUUKY YCyrn?

MoTpe6HOCTL B NpeaBapuTenbHOW MHhopMaLyn O 4eCTHOCTH, [06POCOBECTHO-
CTW. penyTauuun, KPeauToCcnoCcoO6HOCTU, HaAEXHOCTU, BbICOKOM KavyecTBe 06CNyXu-
BaHWA U T. M.

WHhbopmauma MmoxeT MCXoAMTb HEMOCPeACTBEHHO OT MOCTasLyuKa YCnyru,
B T.4. MyTEM accounaumm ¢ HasBaHuem TOProBOi Mapku W/wunm Ucnonb3oBaHus
KOAEKCOB, KacaloLmxcs 06CnyxmBaHusa 3akasuvka. OHa Takke MOXeT WUCX0AUTb
OT TpPeTbuX CTOPOH, Takux Kak opraHvusaumu noTpebuTeneii n gpyrve opra-
HM3aUMN. OLEeHMBalOLLME YCIYTK, a Takke 0T OpraHoB no cepTudumkalmm, nposo-
OAWMX OLEHKY COOTBETCTBUA

2 meto v A npaso Ha ycnyry?

HekoTopble ycnyrv 4OCTYMNHbI BCeM. [19 N0Nb30BaHWS APYTUMU YCYTaMn HYX-
HO Yy[,0BNeTBOPATb ONpejefieHHbIM YCOBUSIM, HanpyvmMep, OTHOCUTE/IbHO BO3-
pacTa Wan HaBbIKOB

3 Pacnonarato 1 s 4octatovHoli nHpopmaumeii 06 ycnyre, nosyyeHHol oT no-
CTaBLLUMKa ycyns. YTobbl 6bITb B COCTOSHAN MPUHATL BEPHOE PELUeHUe C TOYKK 3pe-
HWS LieHbl, COOTHOLLIEHUS LieHbl 1 BbIroAbl, MMEOLMXCA OnuUuiA U T. 1.2

4 Mory nv 5 NOHATb MHGhOpMAaLIO, IETKO eto Mo/Ib30BaThCS, ABSETCA /M OHa
[OCTaTO4HOW, HO He Ype3MepHOI?

5 CyLLEeCTBYIOT /1 aCMeKTbI, KaCaloLWMECS NOCTABLUMKA YCYrVi UM CaMOiA YCyri,
KOTOpble MOr/M 6bl MOB/IUATL HA MOE peLleHue?

Hanpumep, okpyxatowas cpefa, 34paBooxXpaHeHue u 6e30MacHOCTb, COLU-
a/ibHble acneKTbI/BNIMSIHUS OpraHn3aLmn UM yeiyr, counasibHasi 0TBe TCTBEH-
HOCTb

6 BeayT nn cebs co MHOI opraHnsaumst U eB NepcoHa BEXIMBO, MOMOratoT /in
MHe?

7 Nlerko N MHe CcBfA3aTbCA C opraHusauuein?
Hanpumep, yackl pa6oThl oduca, cakT, 6ecnnaTHas TenedoHHas NUHUA
NOAJEPXKKM, CBA3b MO 3NEKTPOHHON NoyTe 1 T. M.

8 YuutbiBaeT nn opraHusaums Mou cneuudmyeckne noTpebHOCT 1 orpaHunye-
HUA?
Hanpumep, noxwsnble noan, VHBa/NAbIl, MOMNOAEXb, WHblE KYNbTYPbl U A3bIKN

9 MoHumalo M s [oroBop (MM NoapasymMeBaeMblii 4OroBop)?

10 laeT /i1 MHe AOroBOP AOCTAaTOYHO UHDOPMALIMK, YTOGbI MPUHATL 060CHOBAH-
HOe pelueHune?

Hanpumep, sicHo nu onpefeneHsl Npasa U 06583aHHOCT M NoKynaTesns, Npoaas-
La v noboii TpeTbel CTOPOHbI, UCMONb30BaH N CTaHAapTHbI chopmaT, npe-
[yCMOTPEHO N1 NpaBo OTKasa OT [Jorosopa

11 Mory /i1 A ICHO NPeACTaBnTb, YUTO MHE JacT ycryra?

OnemeHT ycnyrm

MocTasLwuKycyru.
O6MeH uHdopmalmei.
dupma-nocrasLLUK

3akasuuk.
O6MeH nHhopmauuein

O6MeH nHopmaumen

O6MeH MHopmauweit

MocTaBLumK ycnyru.
O6MeH MHdopmaumeit

MepcoHan.
O6mMeH nHdopmavmeit

YcnoBus okasaHust yCnyru.
O6opyaoBaHue.
O6meH nHdopmMaumei

Ycnosust okaszaHus ycnyru.
O6opypaoBaHve
[Jorosop.

O6mMeH nHdopmavmeit

[Jorosop.
O6meH MHopMaumeli

OkasaHue ycnyru.
O6MmeH nHopmaumeit
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OkoHuyaHne Tabnuubl 1
Bonpocb! notpe6uteneli

12 Mory nn s nonpo6osartk ycnyry?

13 ECTb /1N Y MEHA BbIOOP MeXAY pas/MyHbIMU TUNamm UM YpoBHAMU YCyTn,
a ecnn fa. pasbACHEHO /N 3TO?

14 Mory N1 A BOCNO/b30BaTLCA a/lbTePHaTUBHLIMU cnocobamu onnatbl u

pa3bACHEHO NN 3T0?
Hanpumep, onnaTa no VNHTepHeTYy, cnucaHne ¢ 6aHKOBCKOro cueTa

Bonpocbl 06 okasaHum ycayrm

15 Monyyato n A TO. Ha YTO paccyMTbiBasl TEM CMOCO60OM 1 B TOM KayecTse, Ha
KOTOpoe paccynTbiBa?

16 MpepocTasnseTca nn ycnyra Hagnexawmym obpasom, ¢ cob/ofeHnem He-
NPUKOCHOBEHHOCTW YaCTHOM XWU3HWU, C y4eTOM Npobnem okpyXawolei cpeabl, a
Takke 6e3 yulepba 3[40pOBbLI0 UK OKpyXatoLwel cpege?

Ecnun HeT, kaKk MHe nosyynTb NOMOLLb?

Hanpumep, no TenedoHam cny6bl NOAAEPKKN

17 MpepocTaBnseTca NN ycnyra BeXIMBbIM, pasyMHbIM, APYXentobHbIM obpa-
30M U C Hagnexawum oTHoWeHnem?

Bonpocbl O MOCMENPOAXHOM 06GCNYXMBAHUM/OGCYXMBaHUN NOC/e
NPUHATUS YTy

18 Kak f1 mory nopaTtb Xanoby 1 CKOMbKO CyLLecTByeT Crnoco6oB nojayu Ha
BbIGOP?

19 O6pabaTbiBaeTcs M MOSI Xanoba HeMeA/IEHHO, BEX/IMBO U KOMMNETEHTHO,
HEe3aBUCUMO OT TOro, NPefOCTaBMSETCA M yC/yra BHYTPU CTpaHbl WM U3-3a
py6exa?

20 Mory i1 51 BOCMO/b30BATLCS YC/lyraMu He3aB1CUMOro /INLA A1t paccMoTpe-

HUSI MOeit aslo6bl, €CIM OpraH13auns He ynaauT 4eno?

21 MOXHO NW. npu HeobxoAMMOCTW, 06paTUTbCs B CNYXOY 3SKCTPEHHON
nomoym?

OnemMeHT ycnyrv

Ycnosus npepocTasfieHns

yCAyT.

O6opygoBaHue.
O6MmeH MHbopmauweit

OkasaHue ycnyru.
YcnoBus okasaHust ycryru.
O6opyaoBaHue.

O6meH nHdopmaLmeii

BbicTaBneHve cueta.
Ycnosus okasaHus yciyru.
O6opynoBaHue.

O6meH MHdopMaLmeit

OkaszaHue ycnyro.
PesynbTar okasaHusa yc-

Ny,

O6MeH MH(opmaumei

OkasaHvie ycnyru.
PesynbTar okasaHus Yyc-

Nyt

O6opynoBaHue.

YcnoBsusa okasaHusi ycriyri.
Mepbl 6e3onacHocTy.
O6meH nHdopMaLmeit

MepcoHann.
O6MeH uHhopmaumeit

Mepbl 6e3onacHocTy.
O6mMeH MHdopmaLmeit

MepcoHa.

O6meH nHopmauuein

MepcoHan.
Mepsbl 6e3onacHocTy.
O6meH nHdhopmaumeii

Mepbl 6€30MacHoOCTU

8 ,ELETa}'IbeIVI YYET 3/IEMEHTOB YC/1YyTN N CBA3aHHbIX C HAMU TEMaTUYECKUX

obnacrten

8.1 O6uWmne nonoxeHus

ONIeMeHTbl yCNyru, ykasaHHble B pa3gesie 7, 0OTHOCATCS K CTOPOHAM, y4acTBYHLWMWM B OKa3aHUu ycnyru
(nocTaBuWKKy, (hMpMe-NoCTaBLLMKY. NEPCOHAsTY U 3aKa3umKy), aTanam okasaHus (3ak/lueHnIo 4oroBopa, BbICTaB-
JIEHUIO CUETA M 0KA3aHWI0 YC/Yrn), a TakXe K CBA3aHHbIM C HUMU acrnekTam, KOTOpble MOryT 6bITb HACTO/ILKO Xe

o
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BaXKHbl (YCNOBMAM OKa3zaHus ycnyru, obopyaosaHuio, pesynbtaty u mepam 6esonacHocTu). Nepegava nHopma-
L1Kn ABNSETCA KNOYEBbIM acnekToOM OKa3aHus YCyru ¢ TOYKM 3peHus noTpebutens, Ha BCex atanax okasaHusa
ycnyry. Kpome Toro, o6MeH nHpopmauveli umeeT oOMHOE 3Ha4YEeHUE BHYTPM OpraHu3aunm, okasbiBalLLein ycny-
ry. a Takxke Mexay NoCTaBLLMKOM YyCNyru n pupmamu-nocraBLynkamm. PUcyHok 1 nokasbiBaeT BaXHOCTb 06MeHa
NHopMmaLmeli Ha Bcex aTanax NPUHATUA YCAYT 1 ee okasaHusa. BHYTpM Kax4oro afloMmeHTa ycnyru cywecrsyeTt
HECKO/IbKO TeMaTUyecknx obnacTtell, KOTopble crefyeT yunTbiBaTb, NoAPOGHEE 0 HUX CM. 8.2—8.14. BaxHoCTb
OTAeNbHbIX TeMaTnyecknx o6nacTeit 3aBUCUT OT CekTopa, AN KOTOporo paspabaTtbiBaeTcs cTaHAapT. B pasge-
ne 9 nHpopmavnms no 8.2—=8.14 npeacraBneHa B popme KOHTPO/IbHbIX MepeyHeld, KoTopble npegnaratTcsa Ans
yao6cTBa paspaboTumkam CTaHAapTOB.

8.2 TocTaBwWuKycnyru
8.2.1 Obuime nonoxeHus

MocTaBLWMK yCNYTM MOXET NpPefocTaBNsATh OAHY WIW HECKOJIbKO YCAyr cnektpa. OHM MOTyT BKOYaTb B
cebs:

- KBaNMnLMpoBaHHble COBETbI MU NOMOLLb (HAaNnpUMep, PUANYECKYO KOHCYTbTaL Mo UAn (hoHaHCOBbIe
ycnyru);

- cObIT HEMaTepuasibHbIX NPOAYKTOB (Hanpumep, CTpaxoBaHue);

- 06yyeHne 1 NoAroToBKY KagpoB (HanpuMep, Kypcbl MUHOCTPAHHbIX S13bIKOB, 06y4YeHne CNOPTUBHbLIM AUCLUM-
NMHaM WK ApYTUM BUAam U3nNUYecKoin AeaTenbHoCTH);

- pasMmelLeHne 1 oTAbIX (HanNnpuMep, rocTUHMLA, PECTOPaH UK Teatp);

- OpraHM30BaHHY0 U HaNpaBAseMyto AesATENbHOCTb (B 0COGEHHOCTU CBSA3AHHYIO C TYPU3MOM);

- cAavy HanpokaT o6opyfoBaHus (Hanpumep, MHCTPYMEHTOB, NOMELLEHNIA, Kak B Cly4ae areHTCcTB no caade
B apeHay, Unn HemaTepurasnbHbIX NPOAYKTOB, Kak B c/lyyae npoBaifepoB ycnyr VIHTepHeTa).

- yX04 WAKn neyeHune (Hanpumep, napukMaxepckne Uam ycnyrn anbTepHaTUBHOW MeguLUHbI).

8.2.2 MeHeXMeHT KayocTBa

KauecTBo Bk/1l0oUaeT B ce651 MHOXeCTBO (DakTOPOB, CNOCO6CTBYOLW X 06ecrneyeHunto nocsieosaresibHoro
KayeCTBEHHOro okasaHusa ycnyru. Cneyuduyeckme otpaciesblie cTaHAapTbl Ha yCayry MoryT notTpe6osaTh CO6/1t0-
AeHus. Hanpumep, MCO 9001 (ycTaHaBnuBalliero Tpe6oBaHna K CUCTeMe MeHeXMeHTa kayecTBa, kotopas
MOXeT UCMO/1b30BaTbCA BHYTPU OpraHunsauunu, 4aa ceptudmkanum nam npm 3akoyeHun 4orosopos), U/mnm onpe-
LeneHns KYeBblX Tpeb6oBaHWii K KauecTBY B JaHHOW oTpac/u.

8.2.3 MeHef)XMeHT oxpaHbl OKpyXxatoLwei cpeabl

Ycnyrn MoryT okasbiBaTb BO34€CTBUE HA OKPYXAIOLLY0 CpeAy MHOXECTBOM NPAMbIX U KOCBEHHbIX CMOCO-
60B, HaNpYmMep, Yepes YHUUTOXEHNE N1ecoB paju co3faHust KOMOPTHLIX YCAOBUIA ANA TYPUCTOB B HE OCBOEH-
HbIX NPexXae MecTax, Yepes NoBbILWEHHOe NOTPpe6EeHNE IHEPruK NPy NepeBO3Ke N Aeil nav NPoLYyKTOB 1 yepes
yTunusauyuio otxoaos. PykoBoacTtso MICO 64 00 HEKOTOPOW CTeNeHN NPUMEHNMO K OKa3aHu ycnyr, MHorne us
KOTOpPbIX BKNOYAT B ce65 npegocTasneHne npoaykumm. OTpacneBble cTaHAapTbl MOTYT Tpe6oBaTb CO6N0A4eHNA
MNCO 14001 nnu. BMeCTO 3TOro, ycTaHaB/MBaTh K/tOUEBble 3KOOTNMYeckne Tpe6oBaHUs A1 COOTBETCTBYOLLEN
oTpacsnu.

MpumeyaHune — CyulecTByeT psif MeXAyHapOAHbIX CTaHAAPTOB Ha MEHEMKMEHT MO OXpaHe OKpyXatolueit
cpeabl, BKIOYas CTaHAapTbl Ha 3KOMOTMYECKME AeKnapauuy U OLEHKY XU3HEHHOTO Lukna. VX HeMosHbIA Cnncok
coaepxutca B bubnmorpadun.

8.2.4 MeHeaXMEeHT OXpaHbl 340P0BbS U 6€30MNaCHOCTU HAa NPOU3BOACTBE

BONbWWHCTBO CTPAH UMEIT HaLuMOoHabHble TpeboBaHUSA 1 cornalleHns, onpegensiolime HekoTopble ac-
neKTbl OXpaHbl 340P0BbA 1 6€30NacCHOCTY Ha NMPOVN3BOACTBE; Kakne 13 HUX NPYMEeHVMbI, 3aBUCUT OT yCyru, Ha
KOTOpyto pa3paboTaH cTaHgapT. HacTo BCTPeYalnTCa pacxoxXAeHna Mexy 3akoHojaTelbCTBOM, 4eiCTBYOWUM
B CTpaHe, B KOTOPOI4 3akno4aeTcs J0roBop Ha YCyry, U 3akOHOAATeNIbCTBOM CTPaHbl, B KOTOPOI OcyLecTBAseT-
cs geiicTBue (Hanpumep, nNpu NpuobpeTeHnn NyTeBKU Ha OTAbIX). DTO MOXeT HEMOCPEeACTBEHHO NMOBANATL Ha
notpe6utens (Hanpumep, NPOAO/KUTENbHOCTb CMEHbI, paspelleHHas /1S BOAUTeNs aBTobyca, MoXeT UMeTb
noteHuunanbHble NOCAeACTBMA A8 6e30MacHOCTM) UAM nofnexartb yyeTy (Hanpumep, «dTUYecKkuii» nokyna-
Tenb ycnyr).

il
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8.2.5 KpegutocnocobHOCTb U gpyrne oMHAHCOBbIE acnekTbl

KpeanTocnoco6GHOCTL NOCTaBLLMKA MHTEpecyeT nokynatens no60oii ycnyru, Ho 0co6eHHO, Korga oH XoTen
6bl paccynTbIBaTb HAA0/ITOCPOYHOE B/IOXEHNE CPEACTB, HaNnpumep, MHANBUAYabHYI0 NEHCUI0. MHOTMe CTpaHsbl
MMeloT HaloHasbHble Tpe6oBaHNA U cornalleHns, perynupyloLme HekoTopble acnekTbl (hMHAHCOBbIX YCAYT, KO-
Topble ciefyeT yuuTbiBaTb NpM cocTaBeHNN TpeboBaHWil cTaHAApPTOB, B YACTHOCTU, MOCKO/IbKY (hMHAHCOBbIE
YCNyru ABAAKTCA pacTyLiell YacTbio rno6anbHoro pbiHka. K acnekram, KoTopble HYXHO y4ecTb, OTHOCATCS cTpa-
XO0BaHWe 0TBeTCTBEHHOCTMH.

8.2.6 lo6pocoBeCTHOCTb

[06p0OCOBECTHOCTb NOCTABLLMKA YCIYTN MOXET peryimpoBaTtbcs NpoteccroHanbHbIMU U BHYTPEHHUMU KO-
[ekcamy opraHm3aLuii, OTHOCSLLMMUCA HENOCPEACTBEHHO K ;aHHOV oTpac/in. OHU MOryT 0XBaTbiBaTb Takue TeMb,
Kak OTBETCTBEHHas peknama, MeToAbl MPOAaXMN UM COOTBETCTBME HALMOHaIbHbIM TPEGOBaHVAM 1 COTalLeHNAM.
Kpome Toro, noctasLyWku ycnyr o6s3aHbl NpUAepXnBaTbCst BCeX 3aKOHOB U NOA3aKOHHbIX aKTOB, pacnpocTpaHs-
IO MXCS HA UX OpraHu3auum.

MpumeyaHne 1 — MOXHO ccbiaTbCsa Ha Apyrve cTaHfapTbl, OTPac/eBble WM BHYTPEHHWE KOAEKChI opra-
HU3aUWii. Hanpumep, Kacatolecsl OTBETCTBEHHOM pekambl.
MpumeuvaHne 2 — Cm. Takke NCO 10001.

8.2.7 BO3MOXHOCTM

O6beM pecypcoB opraHu3auumy MoXeT BIMATbL HA Mepbl 6e30MacHOCTK, A0CTYNHbIe 3aka3unkam. CnegoBa-
TeNbHO. HE06XO0ANMO N03a60TUTLCA O MUHUMAIbHbLIX TPEGOBAHUAX KaK HA YPOBHE OpraHu3auuun, Tak v nyTem
cornaweHuit ¢ ApyruMiu NocTaBLiMKaMM YCyr, HaNnpuMep, CEeTAMU MUHU-TOCTUHUL, TUNAa «KPOBaTb W 3aBTPaK»,
uTO6bI OHW. NPV HEOB6XO4MMOCTM, MOF/IN NepeHanpPaBATb 3aKa34unkoB 4PYT APYTY.

8.2.8 CounanbHasi OTBETCTBEHHOCTb

CouvnanbHas OTBETCTBEHHOCTb - OTKpPbITaA A5 UHTepnpeTaLum, obwrpHas cpepa, B paMkax KOTOpPOi MoryT
CylecTBOBaTb MeXAyHapoAHble CornaleHns, HauoHanbHble Tpe60BaHNs 1 cornalleHns, a Takke BHyTPeHHNe
TpeboBaHNs O0TAENbHOW OpraHusalmm uam oTpacan, Hanpumep, B CBA3N ¢ 3a60TON 0 COTPYAHMUKAX, OKpYXatoLL el
cpefie Un AeTCKUM TpyAOoM.

MpumeuyaHne — B HacTosiLee BpeMsi pa3padaTbiBaeTCst MeX/AyHapOoAHbI CTaHAapT, CofepXallmii ykazaHms
MO COLMasbHO OTBETCTBEHHOCTU.

8.2.9 TpyaoBble pecypchl

UYMCNEHHOCTb, HaBbIKN M KOMMETEHTHOCTb NepcoHana MoryT BANSATbL Ha 6e30MacHOCTb, 3alUUTy U Mepbl
6e3onacHocTn. CnefoBaTesibHO, MOXET NMOHAA06UTLCS YCTAHOBUTL B CTaHAapTax Tpe6oBaHMsA K MoCTaBLL MKy YC-
YT B OTHOLLEHWUW KaApOBbIX BONPOCOB, HANpUMep, MUHUMAasIbHOE YNC/0 COTPYAHUKOB (B T. ., e 3To onpepge-
NsieTcs TMNOM NoCTaBLYMKa YCNYT), UX KOMMETEHTHOCTb M MUHMMAsIbHOE YNC/I0 MEHE)KepPOoB Ha onpejeneHHoe
Yncno paboTHUKOB.

8.3 dupmbI-nocTaBLLUKN

OpraHu3auum, aBnsoLwmnecs nocTasLyMKamm No OTHOLEHWIO K NOCTaBLLMKY YCNyr, CAMU MOTYT UMETb N0JI0-
XUTENbHOE UM OTPULATENbHOE BINSIHME HA KAYEeCTBO KOHEYHOIi yCyru, KoTopas NpefocTaBseTcs 3aKkasunky.
MoXeT NoHaA06UTLCA ONpeAennTb MUHUMalbHble TPE60BaHMS K MOCTABLLMKY TaKUM Xe 06pa3oM, Kak K Henoc-
peACcTBEHHOMY NOCTABLLMKY YCYTW, HanpuMep, co6/oAeHne CTaHAapPTOB No KayecTBy. MOXHO y4ecTb MexayHa-
pOZHbIE COrNalleHuns, HaLuroHabHble TPe6oBaHUS 1 CornalleHns, oTpac/ieBble KOAEeKChl U NPUMeHNMbIE OTpace-
Bble CTaH4apThl (Hanpumep, TyponepaTop Nosb3yeTcs ycyraMu aBuakoMnaHum, Kotopas cobnofaeTt HauuoHasbHble
cTaHgapTbl 6€30MacHOCTM NOMeToB, a hupma, 3aHMmalroLWasca An3aiHoM KyxoHb, ycTaHaBnMBaeT 060pyaoBa-
HWe. COOTBETCTBYlOLee cTaHAapTam Ha 6e30NacHOCTb NPOAYKLUM N NPOU3BOANTENIbHOCTD).

8.4 MepcoHan
8.4.1 O6wmre nonoxeHns

B oTpacneBbix cTaH4apTax peib B OCHOBHOM MAeT 0 nepcoHase (HaeMHbIX U HE3aBUCUMbIX paboTHUKaXx),
Haxogslemcs B HenocpeACTBEHHOM KOHTaKTe C 3aKkas3umkamu.
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8.4.2 3HaHuA

CTaHAapTbl MOTYT yCTaHaBIUBaTb MUHUMaIbHbIE TPE6OBaHMA B 061aCTSX, I4e eCTb Takas Heo6XoANMOCTb,
Hanpumep, o6si13aTe/lbHOe CBO60AHOE BafeHne A3bIKOM Lie/IeBoro Nosib30BaTtens As nepcoHana, HaxoAslero-
CSl B HEMOCPEACTBEHHOM KOHTAKTE C 3aKa3uymKkamu, uim 06543aHHOCTb NOMTHOCTbIO MOHUMATh U 6bITb B COCTOSIHWM
pasbACHUTL NpoLesypy 06paboTKy Xanob opraHmsaunei.

8.4.3 HaBblkM 1 KOMNeTeHUNsA

Tpebyemble HaBbIKV BK/THOUYAIOT B CE6S1 MUHMMASIbHbIE KBA/TM(DUKALMIO U OMNbIT, HEO6XO4UMbIE 415 BbIMO/HE-
HUS1 NePBUYHBIX 06513aHHOCTEN MO OKAa3aHWUI0 YCNyrK, 3a KOTOPYH NepCcoHas 0TBEYAET, a TakXe BCMOMOraTe lbHyto
KOMMETEHLMIO, TaKyto, Kak HaBblkn 06l eHNst (B 0COGEHHOCTU, €CNN NPeSOCTaBASTCS YCAYr No yXoay), rmé-
KOCTb B 06paLleHun C 3aKazunkamu, 061a4aroWumMy pasHbiM1M BO3MOXHOCTAMY Y NOHUMAHUS, UK. T4e 3To UMeeT
3HauyeHue, PrU3nYecKyt NoAroToBKY.

8.4.4 OTHOWeEHMNE

MpodeccnoHannsm TpebyeTcsa 0T NnepcoHana Ha BCex aTanax okasaHus ycsyru, Bka4vas oT4eT BAeNCTBU-
AX U PeLleHNaX, BEeXIMBOCTb U BHUMAaHUe K HyxAam 3aKkasuuka, a Takxke cobntogeHne aTu4eckoro koga otpacnm
nnun opraHusaymnmn, Bgkovasa coxpaHeHue KOH(bMAeHLLMaﬂbHOCTM Mo OTHOLUEHWUIO K 3aKa3uuky. [noxoe oTHoOLWeHNE
SIBNSIETCA CaMbIM KPYMHbIM UCTOYHUKOM Xan06 1 N03TOMY OCBeLaeTcs 0TAEeNbHO.

8.4.5 MNoBbiWeHNe KkBanugmukaLmm

MonnTuKM 1 Npoueaypbl OpraHn3aLMn UM KOMNaHuM 40MKHbI BKIOYaTb B Ce651 MeToAbl MOHUTOPWHIa pabo-
Tbl M 06GecneyeHns HeNpPepbIBHOIO NpoeccnoHanbl-lro pocta CoTpPyAHUKOB. MNoBbIWeHne KBanudpukauum ans
BCeXx oTpacnen 4oMKHO BKIOYaTh B cebsi o6l eHMe ¢ 3akasumnkamu (OTHOLEHME 1 3HaHMe npolecca 06paboTku
Xanob6), Tpeb6oBaHUsA K 6€30NacHOCTH N OXpaHe 340P0Bbs, BHUMaHME K0CO6bIM HYXAaM 1 T. N. OTAeNbHbIA Kypc
06y4YeHNs AO/KEH BbITb MOCBALLEH POM NepcoHana B Oka3biBaeMoWi ycnyre.

8.5 3akasuunk

3aka3unMkoM MoOXeT 6bITb IML0, paccMaTpuBaloLLee BO3MOXHOCTb UCNOIb30BaHNA YCAyru, npuobpeTato-
Lee ycnyry, uam ToT. KTO No/sib3yeTcs ycnyroii. MoryT cyl,ecTBOBaTb YC/10BUSA, KOTOPbIE 3aKa3uuk JO/MKEH Bbl-
MOJTHATL. YTO6bI €My 6bI/10 paspeLleHo 3akNi0YNTb OT0BOP AN MOMYYNTL YCAYTy, NpejHa3HavyeHHyto 415 obec-
neyeHus 6e30NacHOCTV WM 3alWUTbl NOMb30BATENS YCAYTK (KaK OTAENbHOr0 nua, Tak 1 rpynnbl nL. NpUHNUMa-
owux ycnyry). K aTum ycnoBusm MOryT OTHOCUTbCS MUHUMasIbHble Tpe6oBaHNsA K BO3PACTy, 3HAHUAM WU HaBbl-
KaMm. K NoBefleHuio (HanprMep, yBaxeHue kiMeHTa Kycayram, nepcoHasny uav gpyrum 3akasumkam) unv K onsu-
Yyeckoli NoAroToBke (Hanpumep, 4enoBeK C CepAeyHbiM 3abonieBaHMeM xenaeT nokaraTbCA Ha amepuKaHCKnx
ropkax). MoryT cyuiecTsoBaTb CneLuanbHble npasuia Ans Tex. KTo BC/Ie4CTBME BO3pacTa, COCTOSHUS 340POBbA
UM YMCTBEHHbIX CMOCOGHOCTE ABNSeTCA yA3BMMbIM MOMb3oBateseM. Tam. rae Heo6XoANMbI OrpaHMyeHns
(HanpvMep, N0 pasyMHbIM NpUYMHAM U3 COOGpaXeHuii 6e30MacHOCTN), OHU AO/MKHbI 6bITb ICHO COPMYyNu-
poBaHbI.

8.6 lorosop
8.6.1 AcHOCTb M NPO3payvYHOCTb

He Bce f,Or0OBOPbI COCTAB/ATCS B NMCbMEHHOM (hopme: eciv 4OBEPUE OCHOBAHO Ha YCTHOM COr/ialleHuu,
BO BCEM OCTa/IbHOM O6LieHUU, BKIOUAsA NPeanpofaxHylo nuTepatypy, 0CO6€HHO BaxHa SCHOCTb (cM. 8.12).
MUCbMEeHHbIe A0TOBOPbI AO/HKHbBI 6bITh HAMUCAHbLI MPOCTLIM, IETKO MOHATHLIM SI3bIKOM 1 COePXaTb pa3bsAcHeHue
K/0UYEBbIX TEPMUHOB. OTpac/IeBOi CTaHAAPT MOXET ONpeaesiaTh, Kakue TEPMUHbI J0/IKHbI 6biTb Pa3bACHEHSI.
OCHOBHble NeyaTHble Matepuasbl AO/MKHbI UMETb MOAX0AALLMI pa3Mep, No 3anpocy A40/HKHbI NPeAoCTaBAATLCS
anbTepHaTMBHble hopmathl (HanpuMep, 0co60 KPYNHbLIA WPUT, Apyrue A3bikn). OTpacieBble cTaHAapTbl MOTYT
noApo6HO onuckiBaTb hopMaThl, NOAX0ASLLME A4/151 OKA3bIBAEMOIA YCNYTU.

8.6.2 O6bEeKTUBHOCTb U UCKNIOYEHNEe ANCKPUMUHALNN

MOXHO cCblNaTbCA Ha HaLKOHaIbHble Tpe60BaHNA U CornalleHuns, kacatwLwmnecs NCKIYa WX AUCKPUMU-
HaLuio yCNoBMWiA foroBopa, Npasa oTkasa OT 40roBopa, NOSIHOW CTOMMOCTY YCAYrK, 3alWTbl AaHHbIX U T. N. Ecnn
Ha JlaHHY0 yCyry eXerofjHo 3ak/1io4aeTca HOBbI fOT0BOP, HO 3aKa3unk MOXeT BOCMPUHUMATb YCYry Kak He-
npepbIBHYIO (Hanpumep, cTpaxoBaHue asBTomo6uns), cnegyeT Tpe6osaTb, YTO6bI B JOrOBOPE ABHbIM 06pa3omM
6b1/10 yKa3aHo, CyLecTBYeT 1N NpaBO Ha NPOAO/KEHNE YCAYTK U Kakoe MMeHHo. CneayeT yaenuTb BHUMaHUe
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BOMPOCY, €CTb /1N y NMOTpebuTens B AaHHOW oTpac/in NpaBo Ha MNPOAO/IKEHUE YCNyrn u Heobxoguma fn
nofpo6Has KOHKpeTnsaLus.

8.6.3 ®dopmar

BHelwHee odhopmaeHne 4orosopa BAMAET Ha TO. HACKOJ/IbKO NPOCTO ero cobitaare. PacnonoxeHuve kntove-
BOWA I/IH(*)OpMaLlI/II/I, aTakxe cnocob ee npeacrtaBnieHUsa A0/DKHbI BbI6MpaTbCﬂ C y4yeToM MexayHapoaHbIX, Hauno-
Ha/IbHbIX NI OTPaCNEeBbIX COr/lalleHniA.

8.7 BbicTaB/ieHMe cyeTa
8.7.1 NHdopmayua, cesizaHHaa ¢ onnaTtoii

M3 cueTa-hakTypbl UK BbINMUCKU U3 cYeTa JO/IKHO 6biTb ICHO, BK/OUYEHbI I COOPLI 3a YCyry, Hanoru,
nnarta 3a 4ocTaBky U T. 4. [pu HE06X0AMMOCTHN (HAaNnpUMep, B KOHTEKCTe ycNyr TenedoHnm, NOCTaBKku 3NeKTpUYe-
CTBa WY rasa) Takke He06X0AMMO yKa3biBaTb MH(POPMALMIO O LeHe 3a e 4MHULY ToBapa.

8.7.2Cnocob6 onnartsbl

Cnoco6bl onnaTtbl MOTYT BKHOYATh B CE0S1 HAJIMYHbIE, NaTeXHble KapThbl, 4e6UTOBbIE WU KPeAUTHbIE KapTbl
1 3N1EeKTPOHHBIN NnepeBog cpeAcTB. Cnoco6 onnartbl Ao/HKeH GbITb NOAXOAALWMM AN NOCTABASEMOl ycnyru,
C SICHBIM yKa3aHueM B C/lyyae, ecsin xenaemMblii cnocob onnaTbl HEBO3MOXEH U €C/IN C OTAEbHbIMU MeTOAaMM
onnarbl CBA3aHbl [ONO/HUTE bHbIE pacxofbl. [oTpe6uTenn MoryT npeanovyectb Hanuyne BblGopa cnoco6os
onnarbl.

8.7.3Ycnosusa

Heo6xoanma sicHast nHhopMauus 0 nepuoe BPeMeHW 4ns HaCTUUHON UK NONHOV onnaTel ycayru, o6ecne-
YeHUN HE3aBUCHMOTO XPaHeH!s KPYMHbIX CYMM (Hanpumep, 4en03nT Npu NoKynke 4oMa), a Takxe 0 406aBOUYHbIX
Hanorax/BoaHarpaxaeHusx. JomxHa 6biTb NpegnucaHa CopTUPOBKA Xanob Ha MecTe, M AaHa sicHas CCblfiKa Ha
npoueaypy 06paboTkM Xano6 opraHusaLueil, a Takke o npasuiax yperyimpoBaHus CnopHbiX BONPOCOB BHe opra-
HU3aumMN.

MpumeyaHune — Cwm. Takke NCO 10002 n NCO 10003.
8.8 OkasaHue ycnyru
8.8.1 KoHkpeTu3auna BnaoB AeATeNIbHOCTHU

OTpac/ieBble CTaHAapThbl 4O/HKHbLI COAEPXATb 0630p Pa3/INUHbLIX BUAOB AeSATENIbHOCTU, KOTOPbIE MOTYT CUM-
TaTbCA YACTbIO JaHHOI YCNYIU, U TEX, KOTOPbIE ABNSAIOTCA HEO6X0A4UMbBIMN.

8.8.2 l0CTOBEPHOCTbL

OTpacnesble cTaH4aPTbl 4O/IKHbI ONUCbIBATb BO3MOXHbIe COrfalleHna Ha okasaHue ycnyrn. MoxHo Takxe
YNOMAHYTb CO6I'IIO,EI'EHI/Ie OoTpacsieBblX CXeM paHXUpoBaHUA, TakKNX, KakK CXeMbl KI'IaCCVI(*)I/IKaLU/II/I FOCTUHWUL,.

8.8.3 HENPNKOCHOBEHHOCTb YaCTHOM XWU3HU

CnepgyeT BK1OUNTL COBMI0AEHME HALMOHAbHBIX TPe60oBaHWi K 3aLMTe IMYHbIX AaHHbIX U 3aLuTe nHdop-
maumu.

8.8.4 be3onacHOCTb

B Bonpoce 6e30MacHOCTM MOTYT UMETb 3HAYeHUe pag APYTMX CTaHAApPTOB WK AeACTBYOWMX 3aKoHoa-
TeNbHbIX NI HOPMAaTKBHbIX TPe6OBaHNiA, HaNpumMep, B CBSA3M C YC/I0BUAMMW 0KasaHUs YCAyru, C NCNOMb3yeMbIM
o6opyaoBaHuEM UM NPoAyKUUEN, SBAAIOLLENCS YacTbio OTAEebHOW OKa3biBaeMOii ycnyru.

8.8.5 3p0poBbe M rurneHa

B Bonpoce 34,0p0BbSA U TUTMEHbI MOTYT UMETb 3HaYeHue psag apyrux cTaH4apToB UM NPUMEHUMbIX 3aKOHO-
AaTesnibHbIX UM HOPMATUBHbIX TPEOOBAHWIA, HANPYMep, B CBSA3U C YCIOBUSAMW OKa3aHUsi yCNyru, C UCNOJIb3yeMbIM
o6opynoBaHMeM nau NPoAyKLmMe, ABNsALWeica 4acTbio OTAE/TbHON OKa3biBAEMOIA yCyru.

8.8.6 3Konornyeckne acnekTol

Heo6Xx0AUMO yuuTbiBaTb COXpaHeHUEe OKpyXawllei cpefbl, KyJbTYPHOTO M Ye/I0BEYECKOro Hacniegus,
BT. 4, oGpalieHune c oTxofamm (X coKpalleHne, pereHepaunio uan peLukvHr), cokpalleHme 3anaxos U Wyma,
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a Takke BMU3yasbHOrO 3arpsid3HeHusi. MOXHO YNOMsIHYTb pacTylliee BHMMaHWE 3aKa3uMKOB W nNepcoHana K
GepexHoMy o6palleHuto C OKpyxallLeii cpefoit.

8.8.7 Kopgekc nosefeHuns

MCO 10001 mMOXeT cofepxaTtb CCbl/IKY HA KOAEeKCbl MoBeAeHus. Takxe cnegyeT yaenuTb BHUMaHne Mmuccum
opraHusaunmu, LEHHOCTAM U NPUBEPXEHHOCTN KAYeCTBY, a Takxe /o6biM 0Tpac/eBbIM Ko eKcaM.

8.8.8 3awuta

3awuTta oxsaTbiBaeT MYHOCTb (HANpUMeEpP, Mepbl MO HAA30pY B3POC/IOro Hag pe6eHKoM 1 PyKOBOAWUTENs
Haj rpynnoi), nMyw,ecTBo (Hanpumep, NPUCNOCOBNEHUN ANA HALEXHOTO XpaHeHUs! LLleHHOCTE), UHBECTULMK,
thmHaHCOBYI0 MHDOPMALMIO N IMYHOCTb 3aKa3uunka (Hanpumep, orpaHuyeHve 4OCTyna K IMYHbIM AaHHbIM, Napo-
nAM WHTepHeTa U T. n.). OTHOCUTE/bHAA BaXHOCTb KaX/A0M0 M3 3TUX acNekToB BapbupyeTcs B 3aBUCMMOCTU OT
TOr0, Kakas okasbiBaeTcs ycnyra.

8.9 Pe3ynbTart okaszaHusa ycnyru
8.9.1 Y0B/I€TBOPEHHOCTb

[0MKHbI YTOMUHATLCA METO/Abl, UCNOJIb3yeMble 4719 YCTaHOBNIEHNA yA0B/IETBOPEHHOCTY 3aKka3unka, BK/IO-
vasn peryl‘lﬂprIVI aHanus3 gaHHbIX NoO xanobam un 0OnpocChbl 3aKa34ynKoB.

8.9.2 MocTOAHHOE ynyylleHne

MocTaBLLMKN YCAYT AO/MKHBbI NPeAyCMOTPeTb NOCTOAHHOE yyylleHne B ToW uan nHoii popme. CTaHgapThl
no MeHeXXMeHTY kayecTBa (Hanpumep NCO 9004) coaeiicTBYOT NOCTOAHHOMY ynyulleHuto. MyTu ero foctumxe-
HMA BKMOYaloT B ceba aHanns xanob, NnpeTeH3nii U AaHHbIX N0 MPOUCLIECTBUAM (MK HECHACTHBIX CyYasx),
coobpasHo o6cToATeNbCTBAM, @ TakxKe Apyrue BuAbl 06paTHO CBA3KM NyTem onpoca 3akas3ynkos Ha npegmet
Y0BNEeTBOPEHHOCTMN, KOTOPbIE AO/IKHbI MPOBOAUTLCA Yepes perynsipHbie NPOMeEXyTKM BPEMEHU, napasfienibHo ¢
HenpepbIBHbIM N3yYeHnem noTpebHocTeli 1 TpeboBaHNit 3aKa3uynKoB C Lie/iblo NOCTOAHHOTO Y/yYLleHNs OKasaHus
ycnyru.

8.10 Ycnosusa npepocTtaBneHuns ycayru
8.10.1 O6wume NonoxeHus

YCNoBUAMMN 0KazaHusa ycayrn MoxeT 6biTb OTAe/IbHOe MECTO pacnofioxeHus (Hanpumep, TOProBbli 3as,
pa6oyee nomeleHne, cenbckasi MECTHOCTb UM COGCTBEHHOE XUULLE 3aKa3umMKa), UK Xe OHA MOXET CoCTaB-
NATb YaCTb CETM MECT PACNO/IOXKEHUS (HANPUMEp, CETb Xe/e3HbIX A0POr, TEPMUHAT adponopTa UAu naccaxmpce-
KOe TpaHCMopTHOe CPeACTBO).

8.10.2 Tpe6boBaHMA K 0XxpaHe 340p0BbA U 6e30NacHOCTM

COoOTBETCTBME C MEXAYHAPOAHLIMU COTNALLEHNAMM, CTaHAAPTAMU U HALMOHAbHLIMY TPE6GOBAHWSIMU U CO-
rnaweHusiMm (Hanpumep, JOCTyNn AHEBHOrO CBeTa B O(PUCHbIe MOMELLeHUs, TeMnepaTypa, KauecTBO BO3AyXa,
Hanmume TyasneToB) AO/MKHO 6bITb SICHO ONpefeneHo. [ANs oTAeNbHbIX CEKTOPOB Cepbl 06CYXMBAHUS MOTYT
oKa3aTbCs HEOGXOAMMbIMU HEKOTOPbIE cneunduyeckne TpeboBaHus.

8.10.3 [JocTynHoCTb

[l0N1XHO 6bITb OTOBOPEHO COOTBETCTBME AEliCTBYIOLLUM 3aKOHOAATENbHbIM UM HOPMATUBHbLIM TPe60BaHUAM
(Hanpumep, 3aKoH 06 amepuKaHLuax-uHBanuaax nav esponelickuin maHgat M283) n ctaHgaprtam (Hanpumep. Py-
koBoacTBo MCO/M3K 71). MoryT noHago06uTbcs ocobble TpeboBaHns 419 OTAENbHbIX CEKTOPOB cddepbl YCAyr.

8.11 O6opynoBaHue
8.11.1 TpeboBaHMA K KayecTBy U 6e30MacHOCTH

ToBapbl 1 MOMELLEHUS, UCMO/Ib3yEMbIE 419 OKa3aHUS YCNYTU, AO/KHbI 6bITb 6€30MacHbIMU N COOTBETCTBY-
IOWUMN LeNeBOMYy Ha3HauYeHno, a Takke, Mpu Heo6X0AMMOCTU, COOTBETCTBOBATL NPUMEHNMbIM CTaHjapTaMm u
N06bIM HaLMOHaIbHBIM TEXHNYECKUM TpeboBaHMsAMU (HanprMep, noesaa B yc/yrax o6LecTBEHHOro TpaHcnopTa,
[penu, ucnosib3yemble Npu 060pyf0BaHUN KyXOHb). TpeboBaHNsA MOryT BK/IlouaTb B cebs, Hanpumep, TpeboBaHus
K paboTe Bpy4Hylo, CpoACTBa 3aluThl U T. 0. MpoAyKymMs, nocTaBasieMas kak 4YacTb YCNyru, [O/DKHA Takxe cooT-
BETCTBOBATb NPVMEHUMbIM CTaHAapTaM M NPUMEHUMbIM 3aKOHOAAaTe IbHbIM U HOPMaTUBHbIM Tpe60BaHNAM 1 CO-
rnaweHnam. Hanpvmep, cTaHjapTam Ha rMrueHy NuLLeBoii NpoAyKUUK.
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8.11.2 JoCcTynHOCTb

Pa3mepsl 1 hopma Me6esnin, apMaTypbl ¥ NPUCNOCO6IEHNI A0KHBI NOAXOAUTL LIeN1EBLIM N0O/b30BATENAM,
BK/IlOUas TeX, KTO MMeeT 0co6ble NOTPe6HOCTU, HanpuMep, BCeCTBUE HapyLLEHUI ONOPHO-ABUTaTeNbHOTO anna-
paTa. 3peHUst UM cayxa Wiy Bo3pacTta (GETU UK MOXWIIbIE JTIOAN).

8.11.3 fipyrne Hagnexauime TpeboBaHuns

MoxeT noHafo6uTbca chopMynnpoBaTh Tpe6oBaHNUA Ans 06nacTeil, B KOTOPbIX TpebyeTcs MeHeAXMeHT
pricka. Takxe MOXeT NoHag06UTLCA PYKOBOACTBO N0 PEMOHTY U TEXHUUYECKOMY 06CYXUBAHUIO, HANpUMep, ecnu
okasblBaemas ycnyra Bk/ouaet B ceba 060pygoBaHue, KOTOpoe He06X0ANMO PeryisipHo NPoBepsTh, Takoe, Kak
o6opyfoBaHue 4s UTPOBbIX NIOLLAA0K.

8.12 Mepbl 6e30nacHOCTHU
8.12.1 TpekpalieHne U N3MeHeHue ycnayru

8.12.1.1 3KCTpEeHHbIe Mepbl

B cnyyae npekpallyeHuns ycayrm namM BO3HUKHOBEHNA 3KCTPEHHOI cuTyauumn, Bo3gelicTBylolw el Ha ycayry
1nn Ha 6e30nNacHOCTb N0/b30BaTe s, N0/b30BaTe b PACCUNTLIBAET HA CBOEBPEMEHHYI0 MH(hopMaLuio 0 npupoje
UHUMAEHTA, CBA3aHHbIX C HUM pUCKax, KOHTaKTax, TOYHble MHCTPYKLMK, MH(OPMaL Mo O CPOKe BO30OHOBNEHNS
HOpMasibHOro 06CNYXMBaHUSA, a Takke 06 UMEILWNXCA BPEMEHHbIX pelweHunax. CnegyeTt oroBopuTb NOIMTUKY,
npoueaypbl, noaxoasuee o6opynoBaHme NA0CTYN K3KCTPEHHbIM Cyx6am npu pasimyHbiX BO3MOXHbIX CLeHa-
pusax cobbITuii. OTpacneBoit cTaHAapPT MOXET ycTaHaBIMBaTb COOTBETCTBYIOLLME CLLEeHapun, a Takke NpuMeHu-
Mble 3aKoHoAaTe IbHble UM HOPMaTKBHbIE TPe60BaHUSA, KOTOPbIE MOTYT CyLLeCTBOBaTb A1 onpefefieHHbIX 06-
CTOATE/IbCTB.

8.12.1.2 PecTpykTypusauunsi/cnusiHne/mameHeHne MecToOHaxX0X4eHNSA KOMNaHUN

B cnyyae 06benHeHns, peopraHusanmmn, nepeMeLleHns KOMNaHum nan paBHO3Ha4YHOro cobbITUSA, KOTopoe
MOXeT UMeTb BANSIHWE Ha NoTpebutens (HanpumMep, B CBA3M C OCTYNOM K YC/yre Wan ¢ NoOTeHUManbHbIMU N3Me-
HEHWAMUW YCNOBWIA), AOMKHBI CyLLECTBOBATb COOTBETCTBYIOLME MePbI MO KOHCY/IbTUPOBaHWMI0 NoTpebuTens n npe-
[OCTaB/IEHNIO ONpeAesIeHHOro, pa3yMHOro NPoA0/HKEHNS 06CNYXUBAHUA, a TaKxXe onpefesieHHble OTCPOYKY ne-
pej TeM, Kak HoOBble YC/I0BUA BCTYMAT B CUJTY.

8.12.2 Ob6ecneyeHne OTBETCTBEHHOCTU

OpraHu3aums 4Oo/KHA OCYLeCcTBIAThL HaA/lexallee CTpaxoBaHe Ha af,eKBaTHOM YPOBHE, B 3aBUCMOCTH
0T pecypcoB opraHusaumun. OTpacnesblie CTaHA4aPTbI 4O/KHbI ONpeAensTh OTAe bHbIE 061aCTu, r4e MOXeT NoHa-
[06MTbCS CTPpaxoBaHne, 1 HE06X0A4UMOCTb MUHUMASTbHBIX TPE60BaHMWIA.

8.12.3 lNapaHTUn

LO/XKHbI CylWecTBOBaTb rapaHTuM pasymHol 3(pheKTMBHOCTU MO OTHOLLEHUIO K 3aKa3uuKy, KOTOpbIe 3aBu-
CAT OT OKa3blBaeMmoii ycnyrn (Hanpumep, BpeMms, B TeUeHMe KOTOPOro AOJHKEH NpuiAiTU noesg, unu vac. 4o
KOTOPOro KOMHaTa B FOCTUHULLE AO0/HKHA OCTaBaTbCsA 3a 3aka3uumkom). OTpacreBble CTaHAAPTbl 4O/KHbI yCTa-
HaBNMBaTb Mo iexallme pacCMOTPEHWIO acnekTbl, a Takke He06X0ANMOCTb YCTAHOBIEHNS MUHUMAaSIbHbIX Tpe6o-
BaHWiA.

8.12.4 KomneHcauuns

[0MKHbI 6bITb MPEAYCMOTPEHbI MEPbI HA C/lyyali HeokasaHusl CornacoBaHHoi yeayrm (Hanpumep, asToma-
TUYeckas KOMNeHcaunsa OT IHEepPreTUYeckoi KOMNaHWM Ha cnyyvaii nepe6os B nogadye 31EKTPOIHEPTUUM NN OT
aBmakoMnaHuu, ecnu peic oTknagbiaeTcs 60/blue, YeM Ha YyCTaHOB/IEHHOe Bpemsl). Takme o6s13aTenbCTBa MoryT
6bITb 3aKpernsieHbl B Kogekce nosegeruns (cMm. 8.13.7). Takxke cnegyeT AaBaTb SICHYH CCbIIKY Ha npoueaypy
paccMoTpeHus xanob KoMnaHuei 1 Ha Mepbl MO YPeryimpoBaHunio CMopPHbIX BONPOCoB. CreayeT AaTh CCbIIKY Ha
1 C 010002.

MpumeyvyaHune — Cm. Takke NCO 10001 n NCO 10003.
8.13 O6MeH uHopmaLmein Mmexay NoOCTaBLULUKOM YCAYTM U 3aKa3ynKom
8.13.1 O6wwme nonoxeHns

O6MeH MHopMaumeli Mexay 3akasdMkoM W NOCTaBLLMKOM YCYrM NPOMCXOAMUT 40. BO BPEMs M nocne
npesocTaBneHus ycnyrm. WHdpopmauums, cogepxaliascs B pekname v gpyroi npeanpoaaxHoin nuteparype,
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MOXEeT MMeTb OTPOMHOE 3HaMeHue, Takxe, kak NoApO6HOCTH CornacoBaHns yC10BUn LOroBOpa, BbiICTaBNEHNA U
onnatbl cyeTa U N06LIO Nocneaywme felicTBUA, CBSAI3aHHbIE C rapaHTUsIMU, TEXHUUYECKUM 06CNYXUBAHUEM
nxanobamu.

8.13.2 MeTop

OTpacneBble CTaHAAPTHI 4O/KHbI YCTAHABNMBATL, KaKMe TEXHOI0TMM B 06/1aCTU MHGhOpMaL i N KOMMYHWKa-
LMK JOMXHbI MCNONb30BaThLCS (HanpuMmep, NnyHas BCTpeya. VIHTepHET, TenedoH, dakc, NMMCbMO, 3/1IEKTPOHHASA
nouta), a Takxe Nno6bble fpyrve cneyuduueckne TpeboBaHus. Beerga 4omxHa NpefocTaBAsThCS BO3MOXHOCTb
anbTepHaTMBHbIX (DOPMATOB M JIMYHOTO KOHTaKTa.

8.13.3 CopepxaHue

Heo6xo0AMMO ieTanbHOe onucaHue NpeaocTaBAsemMoit yCayrm BMecTe ¢ /il06bIMU 0CO6bIMY Tpe6oBaHUSAMY,
0COGEHHO B OTHOLIEeHWM aeTeili. [lomkHa 6bITb yKkasaHa LeHa, BKouas BCe Hanorm uav c6opsl 3a ycnyru, cnoco6
onnaTtbl 1 cyeT. LOoMXKHbI GbITb ICHO YKa3aHbl 4OCTYMHbIE rapaHTun 1 DOPMbl UCPABIEHUS, BKKOYAA NOMNTHKY
OTHOCWTE/IbHO NPETEH3Mii N 06pabOoTKM Xasiob, NONNTUKY NPeKPaLLeHNs AeATeNbHOCTM (Hanpumep, paspeLleHHbIl
nepuog npekpaiyeHus). Kpome Toro, cnefyeTt yCTaHOBUTL Tpe60BaHNe yKka3aHUsi KOHTAKTHbIX feTasieil nocTaBuwm-
Ka ycnyru, a Takke MH(OPMaLMio 0 HaIMYUW UK AOCTYNHOCTW CNPABOK OT TPeTbell CTOPOHbI. CTaHAapT AO/IKEH
yCcTaHaB/MBaThb nNpaBuaa ans opmarta, TeEpPMUHONOTUN N CUHTAKCUCA 31eKTPOHHbIX COOGLLEHNI. TeKCT A0/MKeEH
6bITb ACHBIM, MOHATHBIM 1 NPABAMBbLIM, @ TAKXE YUUTbIBATL NOTEHUMANbHbIE CMelnabHble NOTPEGHOCTN 3aKasun-
KOB. MOryT cyl{ecTBOBaTb TaKKe 0Tpac/ieBble HauuoHa bHble NN MeXAyHapoaHble Tpe60oBaHus, cornaweHus
WM CTaHAAPTbl, KOTOPbIE HEO6X0AUMO YUEeCTb.

MpumeuyaHune — PykoBoactBo MCO/M3IK 14 coaepxmnT ykazaHusi N0 OKasaHWo MHGopMaLum.

8.13.4 YacToTa KOHTAKTOB

OLWNGKM NP KOMMYHUKALMM MOTYT NPUMBECTY 3aKa3uMKoB K Npo6eMam, a NoCTaBLMKOB YCAYr — KXXaso-
6am. OTpacneBble CTaHAAPTbI 4O/KHbI YKa3biBaTb K/OUEBbIE 3Tarbl, HA KOTOPbIX KOHTAKT UMEET CMbIC/ NN HEOG-
XOAMM. M0 OTAE/bHLIM 3Tanam okasaHus ycyru, a Takke KpUTepum onpeaeneHnst MUHUMa bHO 4acToTbl/MUHN-
MasibHOro UHTEpBasia KOHTaKToB. CreayeT yAeNnTbL BHUMaHMe Haanexaleil 66IcTpoTe 0TBETa, 0CO6EHHO Npu
BO3MOXHOCTU KOMMYHUKAaLMM B PEXVME PeasibHOro BpeMeHu (Hanpumep, Npu TeneOoHHbIX 3BOHKaX UM UCNOSb-
30BaHWUU NIHTepHeTa).

8.13.5 [loCTMXNMOCTb

HeBO3MOXHOCTb BCTYNWTb B KOHTAKT C OpraHu3auneil sBnseTcs 415 3aka3unMkoB NOTEHLMAIbHBIM UCTOYHU-
KOM pasovyapoBaHusi. Heo6xo4UMO AaBaTb SCHY UHOPMALUI0 0 4OCTYNHOCTU OpraHn3almm n COOTBETCTBYIO-
W KX paboTHUKOB A5 BCeX Nonb3oBaTeneit (BkaoUYas NOMeLLeHNs, Yackl Npuema, cpefHee BpeMsl oXuaaHus,
CTOMMOCTb 32 OfJH 3BOHOK, a/ibTePHATUBHbIE (DOPMaThI U T. N.), NPUYEM OHU JOMKHbI MOAXOANT /1 NOCTaBNAsie-
MOl ycnyru.

8.13.6 Monutnka nosegeHns

OpraHun3ayuusa 4o/MHKHA UMeTb NMOJIMTUKY U NpoLeypbl B CBA3M ¢ 06CNy)XMBaHMEM 3aka3uuka, Bkovas Tpe-
60BaHNA K BEX/IMBOCTU N BHUMaHUIO (CM. 8.4).

8.13.7 Kopekc noBepneHus

LomxHa NpeaocTaBnsTbCA MHGOPMAaLMA 0 TOM. ABASIETCA /M KOAEKC NOBeeHus opraHusayum obuieoc-
TYMNHBLIM, M €CNN A&, TO KaK Noly4nTb K HEMY A0CTYN. MOXeT CyLecTBOBaTb BO3MOXHOCTb ONPeAeNNTb OTAE/b-
Hble 06513aTe/bCTBA, KOTOPbIE A0/KHbLI COlePXaTbCsA B OTPAC/EBbIX CTaHAapTaX.

8.13.8 VI3mepeHne yaOB/IETBOPEHHOCTN 3aka3yuka

Cnepyet onpefenntb MeToAbl NONYYeHUs 06paTHOl CBA3W, NnoaxoadL e 4Na nocTaBasemoi yenyrn. OHu
LO/MKHbI 06ecneynBaTh NosyyeHme oTBeTa OT LIMPOKOro Kpyra nosib3oBartesieil, BKIvas Tex. y Koro ectb cnewuu-
hryeckme Hyxabl.

MpumeuaHune — PaccmaTpuBaeTcs BO3MOXHOCTb paboTbl Hafg PyKOBOACTBOM MO MeToAam U3MepeHus u
MOHVTOPUHIA Y[0BNETBOPEHHOCTM 3aKa3uuka B KauyecTBe 4acTu Cepun CTaHAapToB, NOAroToBneHHol VICO/TK 176.
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8.14 O6MeH nHopmaumnelh BHYTpY opraHm3anmnmn, okasblBatoLlen ycayry
8.14.1 O6WMe NonoxXeHus

Heobxoanm xopolwnii 06MeH nHhopmaLmeii BHyTpY opraHm3anuu, okasbliBatoLeii ycnyry, a Takke mexay
3TOli opraHnsaymeit n NobbiMu hrpmammn-nocTasLLMKaAMU.

8.14.2 MeTop

OTpacneBble cTaHAaPTbl AO/XHbI YCTAHABAMBATbL AOMNYCTUMbIE UHPOPMALMOHHbBIE U KOMMYHWKALMOHHbIE
TexHosornmn (Hanpumep, NnuHasn 6eceaa, TenedoH, akc, NMCbMO, 3/1eKTPOHHAs NoYTa) U BCe cneunduryeckme
Tpe6oBaHusi. Bcerga Ao/mxHbl ObiTb SOCTYNHbI aNbTePHATUBHbIE OPMATHI.

8.14.3 YacToTa KOHTaKToB

Owwnbkn Npu o6MeHe MHopmalmeil MOryT NPUBECTW K Npo6iemMam /s 3aKa3unkoBs, a 415 NocTaBLymKa
ycnymm — K xaniob6am. OTpac/ieBble CTaHAapThl 4O/KHbI YKa3biBaTb K/KOUEBbIE 3Tambl, HA KOTOPbIX UMEET CMbIC/
WU HEOBXOANM KOHTAKT BHYTPM OpraHnsaLum nam Mexay opraHusaumeli n ee nocraslymkamu, no atanam okasa-
HUS YCNYTW, @ TaKKe KpuTepun onpegeneHns MUHUMasibHON 4acToTbI/MUHUMAIbHOTO UHTEePBasia KOHTAKTOB.

8.14.4 CoBMeCTHO ucnonb3lyemas nHpopmaymnsa

MonuTtuka v npouefypbl fOMXKHLI OXBaTbiBaTh 06beM 1 KayecTBo I/IHCbOpMaLWII/I, KOTOpOI‘/I noctaBwuk ycnyrun
AO0J/1KeH o6bMeHUBaTbLCA CO CBOUMU nocTtaBlWKamMmn nnu c gpyrumu nogpasgeneHnamm cBOEi opraHusayuu, oco-
6eHHO. YTo KacaeTcs KOHCbVI,D,eHU,VIafIbeIX [aHHbIX 3aKa3uuka. MNpyv aToM J0/HKHbI KOHTPOIMPOBATLCA NCMO/b30-
BaHNe JINYHbIX faHHbIX, B ocob6eHHOCTUN No pekname, npogaxam Apyrum opraHumsaymam n . n.

9 KOHTPO/bHLI MepeyeHb

B Tabnnuax 2—6 BbigeNsioT TeMaTuyeckne 06/1actu AN KaX40ro 3/IeMeHTa yCyru, kak onucaHo B pasge-
ne 8. Hymepauusi Bo BTOPOM cTo6Le TabuLbl COOTBETCTBYET NyHKTaM pasgenia 8. KoTopblii 6onee nogpo6HO
ocBelLaeT oTAebHblE TemaTnyeckue o6nactu. TpeTuii cTton6el Kax Ao Tabnuybl npeanaraet cKopee UHCTPYKLMUK
no uHgopmaLmu, KoTopasi MOXeT 6bITb BK/IlOUYEHA UMW XenaTe bHa A5 pa3paboTku cTaHAapTa, Yem getanbHoe
onucaHue Bcel BO3MOXHOM peneBaHTHON nHpopmaLlun. MpUMEHUMOCTb KOHTPO/IbHOTO NEPeYHs K Tpem pasniny-
HbIM BUAaM ycnyr (yxoay 3a Bosiocamu, roOCTUHUYHOMY 6U3HeCY U CTpaxoBaHuio) NpuBeAeHa B NpuioxeHun B.

Ta6nunuya 2— KOHTPONbHbLIA NepeyeHb TeM. KOTOpbIE CeLyeT YUecTb, Mo NOCTaBLLMKY YCyru

ACreKTbl, KoTopble crieayet
yuuTbIBaTL NPy paspaboTtke
cTaHaapToB

NebleHT yCyrn Temartuueckast 06/1acTb

MocTasLmK ycnyrm 8.2.2 MeHe)KMEHT KavecTBa Apyrve  ctaHgapTbl. Hanpumep.

OkasblBaeT OfHy unu 6onee u3 ne-
PeunCeHHbIX HUXe YCayr:

- 3KCnepTHble KOHCynbTa-
umu/noagepxkun (Hanpuvep, pUaK-
4yeckuB/thHaHCOBbIE);

- HemaTepuasbHble NPOAYKThI
(Hanpumvep, cTpaxoBaHue):

- obyuyeHne 1 NoAroTOoBKa KafpoB
(Hanpumep, oby4yeHue CnopTUBHbLIM
aucuunanHam):

- pasveLysHue/gocyr (Hanpumvep,
rocTuHuua, TeaTp):

- opraHv3oBaHHas W Hanpasse-
Masi JesTenbHoCTb (Hanpumep, Ty-
pusm):

- cfaya HanpokaT o6opyaosa-
HUSA/MOMBLLBHWIA (HanpuMep, areHT-
CTBa Mo CAble B apeHay, NpokaT WH-
CTPYMEHTOB. npoBaligepbl ycnyr
MNHTepHeTa):
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8.2.3 MeHeKMEHT OXpaHbl OKpyXa-
towleli cpegpl

8.2.4 MeHe[)KMEHT  OXpaHbl 3[0-
poBbsi U 6€30NacCHOCTM Ha Npous-
BOACTBE

8.2.5 Kpegutocnoco6bHOCTb 1 apyrue
h1HaHcoBblE acnekTbl

8.2.6 [lobpocoBeCcTHOCTb

MCO 9001 n MCO 9004; oTpacnesble
TpeboBaHus

Apyrve  ctaHgapTbl.
MCO 14001

Hanpumep.

MexayHapogHble COr/alleHusl; CTaH-
[apTbl; HaUUoHa/IbHblEe Tpe6oBaHWs
U cornaweHus

®duHaHcoBast CTabUILHOCTb, BK/IOHast
CTpaxoBaHve OTBETCTBEHHOCTU.
MexayHapogHble COr/alleHusl; CTaH-
[apTbl; HaUUOHa/IbHblEe Tpe6oBaHWs
U cornaweHus

Hanpvmep, oTBETCTBEHHasI pekniama.
MpodheccnoHanbHble KoAeKChbl U KO-
[eKCbl opraHu3auuu; AocTyn K KOH-
CyNbTauuaM TPeTbUX CTOPOH



OkoHYaHne Tabnuubl 2

OnemeHT ycnyrm

- YXO4 WAW neyeHue (Hanpumep,
napukMaxepbl, yciyru anbTBpHa-
TWBHOWN MeanLVHbI)

TemaTnueckasi 06/1acTb

8.2.7 BO3MOXHOCTH

8.2.8 CoumnanbHaa OTBETCTBEH-

HOCTb

8.2.9 Yenoseyeckne pecypchbl

FOCT P 54930—2012

AcCreKTbl, KOTOpble cremyet
yunTbIBaTL NpU paspaboTtke
cTaHaapToB

BenununHa/pecypcbl MOTyT BAWSTL Ha
[OCTyMHble Mepbl 6e30MacHOCTy

MexayHapoaHble COrfalleHuns, cTaH-
[apTbl: HauuoHanbHble TpeboBaHns
1 cornaweHvst (Hanpumep, AeTckui
TPyA): 0co6ble TpeboBaHNa opraHn3a-
L1y nnn otpaciu

Hanpumep, MUHUMasIbHOE YUC/I0 CO-
TPYOAHUKOB. UX HaBblkM W KOMNETEH-
ups.

MoXxeT BnuATbL Ha 6e30nacHOCTb, 3a-
LWATY UM Mepbl 6e30MacHoCTH

Tab6nuuya 3— KOHTPO/IbHBIA NepeyeHb TEM. KOTOpble CrefdyeT Y4ecTb, CBSI3aHHbIX C NOCTaBLLVKaMU, NEPCOHAIOM 1

3aka34ynMKoM nocTasLMKa ycnyr

OnemeHT ycnyru

MocTasLWwyK ycnyrv
MoxeT npefocTaBNATb!
- NPOAYKLMIO KaK YacTb yC/yri;
- NnepcoHasn, BOB/EYEHHbIN B OKa-
3aHue ycnyru

MNepcoHan

(B NnepByt0 o4yepedb TOT. KOTOPbIA
MMeeT NPsSIMOI KOHTaKT C 3akasuum-
KOM)

Tematnueckasi 06n1acTb

8.3

8.4.2 3HaHuA

8.4.3 HaBblkn 1 KomneTeHuus

8.4.4 TosepeHne

8.4.5 ToBblWweHne Kanudumkaumm

ACeKTbl, KOTopble criegyet
YUUTLIBATL MPU PaspaboTke
CTaHaapToB

MexayHapoaHble CorlalleHuns: cTaH-
JapTbl: HauuoHanbHble TpeboBaHMs
1 cornaweHuns: oTpacnesble KOAEKChbl
M KOAEKC opraHusaumm.

Hanpumep, Typonepartop nosb3yeTcs
ycnyramMmm aBmakomnaHum, coboato-
el ctaHgapTbl No 6e3onacHoOCTH
NPOAYKTOB 1 3hPeKTUBHOCTH

B Tpebyembix 06nactax, Hanpumep,
3HaHVe fA3blka LeneBbIX 3aKa3yukos,
npoueaypbl 06paboTkun xanob kKom-
naHuei

MuHUMasIbHBIE HEO6X0ANMbIE KBaUU-
(prkaums 1 onbIT; huanueckast Noaro-
TOBKa. e oHa HeoGXxoavmMa

MpocheccrmoHann3m Ha Bcex aTanax
oKasaHusl yc/yru, BKIouasi oTyeT B
[LENCTBUSAX U PELLEHUSIX, BEX/TMBOCTb
1 BHAMATE/IbHOCTb, KOH(MAEHUMab-
HOCTb

MonuTukn 1 npouesypbl opraHusa-
L. BK/ItOYAs MOHUTOPUWHT 3dhddekTnB-
HOCTW.

Hanpumep, nosegeHve, 6esonac-
HOCTb. 3HaHMe npougecca paccmoTpe-
HUA Xanob, yyeT 0cobbIX Hy3es,
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OkoHuyaHne Tabnuubl 3

OnemeHT ycnyru

3akasuuk

(noTeHuManbHbI UK aKTyasnbHbIi

3aKas3uuk)

Tematuueckasi 061acTb

8.5

ACreKTbl, KoTopble crieayet
yuuTbIBaTL NPy paspaboTtke
cTaHfjapToB

Kputepun, kotopbiMm Heob6xoaMMo
YAOBAETBOPATH, YTOObI 3aKNOUYNTH
[0roBOp WM BOCMO/b30BATLCS YCIy-
roii. Hanpumep, BO3pacT, 3HaHWA Un
HaBbIKW1, NoBefeHne (BHUMaTeNbHOe
OTHOLLEHME K MOMeLLEeHNsM, Nepco-
Hasty 1 Apyrum 3akasuukam), ousmyec-
Kas cpopma (Hanpvmep, anneprus).
MoxeT nmeTb OTHOLLeHe Kk 6e3onac-
HOCTV W/ 3alimTe Nosib3oBaTens yc-
nyrn (OTAENbHOro Nuua u rpynnel);
YYeT yA3BUMbIX Monb3oBaTeneit (Bos-
pacT. yMCTBEHHbIE CNOCOGHOCTU)

Tab6nunya 4— KOHTPOsbHbI NepeyeHb TeM, KOTopble CiefyeT YUYecTb, CBSA3aHHbIX C OrOBOPOM, BbiCTaB/IEHUEM cueTa

N OKasaHunem ycnyru

OnemeHT ycnyru

[orosop

BbicTaBneHve cuyeta

OkasaHue ycnyru
(TpeboBaHusa K fesTenbHoCTHN)

20

Tematnueckasi 06/1acTb

8.6.1 FCHOCTb M Mpo3payYyHOCTb

8.6.2 O6BEKTUBHOCTb W UCK/OYE-
HVe AUCKpUMMUHALMK

8.6.3 dopma

8.7.1 WHdopmauua, cesA3aHHan c
onnartoi

8.7.2 Cnocob onnatbl

8.7.3 Ycnosus

8.8.1 KoHkpeTusauuma BUAOB fAes-
TeNbHOCTU

8.8.2 locToBEPHOCTHL

AcnexTtbl. KoTopble creayet
yunTbIBaTL NPU paspadoTke
CTaHfapToB

Hanpumep, ACHOCTb M3M0XeHWs,
anbTepHaTUBHbIE dropMmaThbl

Wcknouarowme AUCKpUMUHaLMIO yc-
NI0BWSI 1OTOBOPA; Mpoueaypa oTkasa
OT [J0T0BOpPa; AeTa/m3aums cueta

OdhopmneHune; pacnosioxeHne Kio-
yeBoli MHopMaumm n cnocob ee
npescTaBneHus.

YyeT HauWOHa/IbHbIX TpeGoBaHUii 1
cornawueHuii

BK/IHO4eHb! /1 CBOPbI 3a YCyry, Haso-
MUT. N

Cnoco6 onnartbl, NeHK, BOMPOChI 3a-
LUNTBI

Mepviog BpPeEMEHU. 8 KOTOPbI AOMX-
Ha 6bITb OCYLUECTB/IEHA MOJHAs WU
yacTuyHas onnata; obecneyeHve He-
3aBVICUMOTO XPAHEHUS KPYMHBIX CYMM
(Hanpumep, Aeno3nT npu Nokymnke
[loMa); VHchopMaLyisi 0 LONOSHUTE b-
HbIX Haslorax/Bo3HarpaxaeHusx

Hanpumep, onvcaHue ocyliecTe/sie-
MbIX BUZOB AEATENbHOCTU, TEX U3 HUX.
KOTOpblE ABMSIOTCS 0653aTe/bHbIMMU,
cTeneHn getanuzauuu

CornaweHust 06 okasaHuu ycnyru



OkoH4yaHne Tabnuubl 4

OnemeHT ycnyrm

TemaTnueckasi 06/1acTb

8.8.3 HenpnkoCHOBEHHOCTb YacTHOA
XNU3HN

8.8.4 be3onacHocTb
8.8.5 340poBbe U rnurneHa

8.8.6 3Konoruyeckme acnekTbl

8.8.7 Kopekc nosepeHus

8.8.8 3awuTa

FOCT P 54930—2012

AcCreKTbl, KOTOpble cremyet
yunTbIBaTL NpU paspaboTtke
cTaHJapToB

Tpe6oBaHMsA K 3aliuTe AaHHbIX; MEX-
[yHapoAHble cornalleHus; cTaHaap-
Thl; HaUMOHa/IbHble Tpe6oBaHUA W
CTaHAapTbl; OTPac/EBbIE KOAEKCHI W
KOAEKC opraHm3aumm

[Opyrve ctaHgapTbl
[Opyrve ctaHgapTbl

CoxpaHeHne NpUpoaHOro, KybTypHO-
ro 1 YesIoBEYECKOro Hacneaws; obpa-
LeHMe C OTX0Aamm (CokpalleHve, pe-
reHepauus UM peumkinAHr); cokpa-
LLieH e 3amaxos, Lyma 1 BU3yaslbHOro
3arpsi3HeHUs; NOBbILLEHWE BHUMAHUA
3aKasumka n nepcoHana K 6epexHo-
My obpaLleH/o C OKpyXatoLLen cpe-
non

[pyrne crtaHgapThbl. Hanpumep.
MCO 10001; uenu opraHnsaumu; LeH-
HOCTW; NPUBEPXEHHOCTb KauyecTBy

NInyHocTn (Hanpumep, npasuna Hag-
30pa B3pOC/I0ro 3a pe6eHKOM U pyKo-
BOAWTENS 3a rpynnoW); nmylectsa
(npucnocobnenHnsa AN HafexHoro
XpaHeHUs LeHHOCTel); hMHaHCOBOA
MHPOPMAaLMK 1 INYHBIX AAHHbIX 3a-
Kasumka (orpaHuyeHve Joctyna K my-
HbIM AaHHbIM, Naponsm VHTepHeTa)

Ta6nuya 5— KOHTPO/bHLI NepeyeHb TeM. KOTOpPbIE C/efyeT YYecTb, CBSA3aHHbIX C pe3y/ibTaTaMy oKazaHusl yCriyr

1 OpYrMU acnektamu

JnemeHT ycnyrn

Pe3ynbTar ycnyrm

YCNoBYSi OKa3aHWUsi YCyrit.
Hanpumep, pa6oyee nomelyeHue,
YacTHOE XU/MLLE, CeTb XeNe3HbIX
nopor

Tematnueckasi 06/1acTb

8.9.1 Y[0B/eTBOPEHHOCTL

8.9.2 MNocTosfAHHOe ynyylleHne

8.10.2 TpeboBaHus K oxpaHe 3[0-
poBbs 1 6e30MacHoOCTH

ACTEKTbI, KOTOpble criedyeT
YUNUTbIBATL NMPY paspaboTke
CTaHAapToB

AHaNIN3 AaHHbIX MO Xano6am, onpo-
Cbl 3aKa34MKoB

[Opyrve CTaHAapTbl.  Hanmpumep.
MCO 9004; aHasIM3 AaHHbIX M0 Xaslo-
6am. NPeTeH3nsIM ¥ UHuMaeHTam (Mm
HecyacTHbIM c/y4asiM) coobpasHo 06-
CTOATENbCTBAM; U3yUeHe yA0BIETBO-
PEHHOCTY 3aKa3uMKOB

MexyHapoaHble COrnalleHns; cTaH-
[apTbl; HaUMOHaNbHbIE TPEGOBaHUS 1
cornalleHus, Hanpumep, Tpe6oBaHus
K [OCTYNy [AHEBHOTO CBETa B odrcax,
Temnepartype, KayecTsy BO3fyxa, Ha-
MU0 TyaneTos
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MpogomkeHne Tabnuubl 5

3NeMeHT ycyrn Tematndeckasi 06/1acTb

8.10.3 focTynHoCTb

O6opyaoBaHue.
BcnomoraTenbHoe cpefcTBO npu
oKasaHuu ycnyru

8.11.1 TpeboBaHus K kayecTBy U be-
30MacHoOCTU

8.11.2 [locTynHOCTb

8.11.3 [lpyrve npumeHuMble Tpe6o-
BaHus

Mepbl 6e3onacHocTu 8.12.1 MpekpallieHne WM n3MeHe-

HVe ycnyrm

8.12.2 O6ecneveHne
HOCTWU

OTBETCTBEH-

22

ACreKTbl, KOTopble creayet
yuuTbleatb npy paspabdoTke
cTaHfjapToB

CooTBeTCcTBME HauynoHa/lbHbIM Tpe-
60BaHWsIM, COMTALLEHWSIM U CTaHAap-
Tam. HanpvmMep, HauuoHasIbHOMY 3a-
KOHOZATENbCTBY 06 MHBA/MAAX.
YueT notpebHocTell noaei ¢ pasHbl-
MW Tpynnamu MHBasMGHOCTY, BKJIHO-
Yyas HapyLLeHUA 3peHus, cryxa, onop-
HO-ABUraTenbHOro annapara u obyua-
emMocTH.

Hanpvmep, TakTuibHas MapkupoBka,
3BYKOBbI€ /1yMbl, 3ayLUHbIE C/lyXOBble
annapartbl, BO3MOXHOCTb M36exaTb
NEeCTHUL, ACHble M NpoCTble yKasa-
Tenm

ToBapbl U MNOMELLEHNS, UCMONb3ye-
Mble 151 OKa3aHWs YC/yru, LO/MKHbI
COOTBETCTBOBATb NPVMEHNMbIM CTaH-
JapTam 1 HauWOHasIbHbIM TexHu4ec-
KMM TpeboBaHuWsaM (Hanpumep, Mo-
e3/1a B yc/lyrax o6LLeCTBEeHHOro TpaHc-
nopra, Apenu, ucnosnb3lyemblie Ans
NOATOHKN KYXOHb).

Hanpuwmep, TpeboBaHus K paboTte
BPYUHY!0, CPeCTBa 3aLLThI.
Mpoaykupsi, noctasnsieMasi kak YacTb
YCAyru, AOMKHA COOTBETCTBOBATL NpU-
MEHWMbIM CTaHgapTam, Hauuo-
Ha/lbHbIM TpeboBaHVsAM U cornaile-
HUAM. CTaHAapTaM Ha nuweBylo 6e-
30MacHOCTb U TUreHy

Pasmepbl 1 dhopma Mebenun, apmary-
pbl U NPUCNOCOBNEHNIA AOMKHBI NOA-
XOAWTb LeNneBbiM Nonb3oBatensm, B
T. 4. C 0CO6bIMU MOTPEOHOCTAMMN

PyKOBOZCTBO MO PEMOHTY U TEXHWYEC-
KOMY O6CNYXMBAHUIO: MEHEKMEHT
pucka

MonuTuka, npoueaypbl, 060pyaoBa-
HUe A5 Pa3/INUHBIX IKCTPEHHbIX CLie-
HapueB. BKIOYAsi MEeHeMKMEHT puc-
Ka: AOCTYN K 3KCTPEHHbIM CyX6am.

Hagnexaiume mepbl No UHGOPMUPO-
BaHWI 3aka3unkoB, o6ecneuyeHue
NPOAO/KEHUS 06CNYXMBAHWS U T. 4,
B C/y4ae MOIMOLLEHVS], CAUSHUSA, U3-
MEHEHUs1 MEeCTOHAXOXAEeHUs Komna-
HUM UM PABHO3HAYHOMO COBLITHS.

Hagnexatlee ctpaxoBaHue Ha afiek-
BATHOM YpOBHe



OkoH4yaHne Tabnuubl 5

SneMeHT ycnyru TemaTuueckas 06/1acTb

8.12.3 [apaHTun

8.12.4 WcnpasneHve

FOCT P 54930—2012

ACneKTbl, KoTopble cneayet
yunTbiBaThL Npy paspaboTke
cTaHfapToB

PasymHas adppekTMBHOCTb, Hanpu-
Mep. Bpemsi, B TeUeHne KoToporo Jos-
XEH NpuiiTK noesf, 4Yac. A0 KOTOpo-
ro KOMHaTa B roCTVHULe AO/DKHA OC-
TaBaTbCs 3a 3aKa3uuMkom

O6paboTka xanob u yperynmposa-
HMEe CMOPHbIX BOMPOCOB BHE OpraHu-
3aumu.

[Opyrme  cTaHgapTbl.  Hanpuvep.
MCO 10002

Ta6nuuya 6— KOHTPO/bHbI NepeyeHb TeM. KOTOpbIE CiefyeT yUecTb, CBSA3aHHbIX C KOMMYHUKALME Ha Bcex aTanax

SnieMeHT ycnyrv TemaTuueckast 06/1acTb

KoMMmyHmKkauma 8.13.2 MeTop,
Mexay 3aKasuMkom 1 NocTaBsLu-
KOM ycnyru (go. BO Bpems W nocsne
oKasaHus ycnyrv), BrIo4as.
- peknamy;
- NpeAnpoAaXHYIo nmTBpa-
Typy:
- 0rosop:
- BbiICTaB/NeHVe cyeTa

8.13.3 CopgepxaHue

8.13.4 YacToTa KOHTaKToB

AcnekTbl, KOTOpble criesyet
yunTbiBaTb Npy paspaboTke
cTaHgapToB

Hagnexalasa TexHonorvst B obnactu
nHdopMaLmn 1 KOMMYHMKaUWMN (ny-
Has 6ecefa, TenedoH, hakc, NMCbMO,
3/1eKTPOHHANA nouyTa); anbTepHaTuB-
Hble chopmartsl; ochopmieHne hopmy-
NApOB. Npasuaa CuUHTakcuca ANns
3M1EKTPOHHBIX MUCEM; MeXyHapopa-
Hble cornalwleHus; craHaapTsl (Hanpu-
mep. PykoBoactBo NCO/M3K 14); Ha-
LiMoHasIbHble TpeboBaHKs 1 cornalue-
HuA

[leTasnibHOe onucaHue okasblBaeMol
ycnyru; niobble cneumdnyeckne Tpe-
60BaHNSi. 0CO6EHHO B OTHOLLEHUMN
[JeTeid; CTOMMOCTb, BK/IOYas BCe Ha-
norn unn cbopebl 3a ycnyry; cnoco6
nnatexa; cuyeT; rapaHTuu; NOAUTUKa
06paboTku Xanob 1 npeTeHsuii; no-
NUTUKa B OTHOLLEHWUMW NpekpaLleHns
[eATeNbHOCTU; KOHTaKTHas MHdop-
MaLpms NoCTaBLLMKa YCITyru.
TepMUHONOINA; SICHBIN, MOHATHbIN,
npaBAuBbIi SI3bIK, YYMTbIBAIOLLMI MO-
TeHUuanbHble ocobble TpeboBaHMs
3aKa34nKoB.

MexayHapoHble corfalleHus; cTaH-
faptbl (Hanpumep. PykoBoACTBO
MCO/M3K 14): HaunoHanbHble Tpe-
60BaHMA ¥ cornaweHns

YCTaHOBUTb MUHUMaJ/TIbHYIO YacToTy.'

MUHWMASIbHBIA MHTEPBaN 15 3Tanos
oKasaHus ycnyrm
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OkoHuyaHne Tabnuubl 6

OnemeHT ycnyru

KommyHwukaums

(BHYTPpM opraHusauum, okasblBalo-
el ycnyry, wam Mexay 3Toi opra-
HM3auuein n eB NocTasLyMKaMm)

24

Tematuueckasi 061acTb

8.13.5 [loCTMXUMOCTb

8.13.6 MNMonutnka nosefeHus
8.13.7 Kogekc nosepgeHus
8.13.8 V3mepeHne y[0BneTBOPEH-

HOCTU 3aKa3uunka

8.14.2 MeTopg,

8.14.3 YacTtoTa KOHTaKTOB

8.14.4 CoBMeCTHO ucnosnb3lyemas
nHdopmauus

ACMeKTbl, KOTopble criefyeT
yuMTbIBATL NPU pa3paboTke
cTaHJapToB

OpraHu3auumn 1 COOTBETCTBYHOLLMX CO-
TPYAHUKOB AN BCEX MOMb30BaTe e,
HanpvmMep, MOMeLLEeHNs, Yacbl nNpu-
ema. cpefiHee BpeMmsi OXWU4aHWs: CTo-
MMOCTb OAHOrO 3BOHKA: CMOCO6 KOH-
TakTa

BexnnBocTb 1 BHUMaHue

CyLLEeCTBYET /N 1 ABASIETCA /11 06LLe-
[OCTYMHbIM

MeToabl nonyyYeHnst o6paTHoOi CBA3W.
PykoBogaCTBO, CBsi3aHHOe C paccmart-
pvBaembIMK CTaHZapTamu, paspabo-
TaHo ICOHAK 176

Hagnexatwaa TexHonorus B o6nactu
MHpopMaLMN 1 KOMMYHUKaLmn (vy-
Hasn 6ecepa, TenedoH, hakc, MMCbMO,
3/1EKTPOHHAA noyTa); a/ibTepHaTUB-
Hble chopmaTtbl

Cneuymndmkauma MVHUMaNbHON yac-
TOTbI!MUHUMaNbHOTO UHTEepBana Ans
3TanoB oKasaHwsi ycyru

KonuuectBo/kauecTBo. 0CO6GEHHO B
CBSI3U C 3aKa3uMKoMm
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Mpunoxexve A
(cnpaBo4Hoe)

Mpumepbl BO3MOXHbIX yCnyr

[na ueneii HacToALWEro CTaHAapTa YCyrn BKIOYAKT B Ce6a cneayowme Buibl (XOTS HE UCYEpNbIBAKTCS 3TUM
nepeyHem):

- [eATeNbHOCTb, OCYLLECTB/ISIEMasi N0 OTHOLUEHUIO K MaTepuasibHOMY MpoAyKTy, NPeAoCcTaB/IEHHOMY 3aKa3uMxoM
(Hanpumep, aBTOCEPBUC WM PEMOHT aBTOMObGUNeNn);

- NpefocTaB/IEHNE 3aKa3uvkam KOHCY/bTauuii 1M NOMOLLM 3KCMEPTOB (Hanpumep, HpUANYECKUX UK hMHAHCO-
BbIX KOHCY/IbTaLWiA);

- NpefocTaB/eHne HeMaTtepuasibHbIX NPOAYKTOB (HanpuMmep, CTpaxoBaHMe);

- obyueHune ¥ NoBbiLeHWe KBanudukaumm a8 nonb3osateneli (Hanpumep, obyyeHue A3bikaM, CNopTy, peMec-
nam);

- pa3meLlLeHne unm Jocyr (Hanpumep, rocTuHuLa, Tearp),

- OpraHn3oBaHHas U HanpaensieMas AesTeNIbHOCTb /1 YYaCTHUKOB (Hanpumep, Typy3M, akTUBHbLIA OTAbIX B Bbl-
XOAHblE HW);

- caava BHaeM 06opyfoBaHUs/MOMeLLeHUlA (Hanpuvep, areHTCTBa No caave B apeHAy, npokaT MHCTPYMEHTOB,
ycnyrn TenedoHumn, nposaigep ycnyr IHTepHeTa);

- YXOA, UM NeYEHME 3aKa3umnKoB (Hanpumep, napurkMaxepbl, CTOMATOsON):

- 3/paBOOXpaHeHue:

- ceTeBble ycnyrn (Hanpumep, TeNieKOMMYHUKaUWs, kabenbHas CBSi3b. VIHTEPHET, ycnyru no npegocTaBfieHno
3NEKTPO3HEPTUN UNW TONNBAY);

- TPaHCMOPTHbIE yCyrn (HanpumMep, aBTobycChl, Noe3aa, NapoMbl U aBUasIMHUK).

Mpunoxexve B
(cnpaBoyHoe)

MpuMepbl NPUMEHUMOCTI KOHTPOJ/ILHOTO NEPEYHS K pa3HbiM BUAAM ycnyr

B.1 B Tabnuue B.1 nokasaHo, Kak pasfiMyHble 3/1IEMEHTbI YCAYIM MosyvatoT 60Mbliee WM MeHbLUEe 3HaYeHue,
KOrAa KOHTPOJIbHBIA NepeyeHb NMPUMEHSETCA K YC/yraM pas/inyHbIX BUAOB. [MpuMepbl MAMOCTPATUBHBI M MOTOMY Henos-
Hbl. [peanonaraeTcs, 4YTO CTaHAApT, paspabaTbiBaeMblii Ha OfHY U3 3TUX obnacTeli cchepsbl ycnyr, GyaeT ropasno 6onee
JeTasibHbIM.

B.2 Mapukmaxep npeActasnseT Masyl0 OpraHv3aumio, KoTopas MOXeT COCTOSITb U3 OfJHOT0 CamMOCTOATE/IbHO
3aHATOrO NLA WM eAMHCTBEHHOW onepauum Ha BbIXoZe.

B 3 MocTMHULa CAyXuT NpMMEpoM MOCTaBLUyKa KOMMIEKCHON YCayru, Korfa OCHOBHAs ycnyra — pasmeLleHue,
O[IHaKo NakeT yc/yr BKIoYaeT B cebsi npyvem (6poHMpoBaHMe, CONPOBOXAEHWE NPU BbE3AE U Bble3ae, COBEThI BO BPeEMsi
npebbiBaHKs), NpefocTaBneHe Homepa (C 060pyAoBaHMeM, TakMM Kak kposaTb, Ayll, APYroil MHBEHTapb, Npecc Ans
6pIOK, a Takke MeHee MaTepuasibHble acnekTbl, HaNpUMep, BUA. AEKOp, YKpalleHus), 3aBTpak U 06CNyXvBaHWe B HOMe-
pe. cnyx6bl (Hanpumep, 6ap 1 6acceiiH) n apyrue ycayru (Hanpumep, opraHu3auus akckypcuid). Cama rocTuHMLA MOXeT
6bITb OHOI U3 HECKOJbKMX, HAXOAALMXCA B COGCTBEHHOCTU WM MOJyYEHHbIX MyTEM KOMMEPYECKOW KOHLEeccuu, oobe-
[OVHEHHbIX 06LMM 6peHAoM, CO CBS3aHHbIMM CUCTEMaMU GPOHMPOBAaHWS, B T. Y. Yepe3 VIHTepHeT.

B.4 CTpaxoBaHue XW3HW CMYXMUT NPUMEPOM HEMATEPUasTbHOrO NPOAYKTa, KOTOPbIA MOXET BbI3biBaTb Y NOTPe6u-
Tens 6ecrnokoiCcTBO 13-3a CIOXHOCTM Bblbopa ByAa CTPaxoBaHUsA, BC/IEACTBME HEMOHATHOCTM MHopMaummn (MOCKOIbKY
pasnnyHble KOMNaHUM MOTYT NpeAcTaBNATb UHAOPMALMIO Pa3/IMUHLIMU cnocobamm) U OTCYTCTBUA HafeXHbIX nokasa-
Teneli [OCTOBEPHOCTN (Hanpumep, CMOXET /i hmpma-nocTaBLUMK, MNP HEO6XOAUMOCTU, MPOW3BECTU BbINIATHI).
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Ta6nuya
CTPaxoBaHWIO XXN3HN

OnemeHT ycnyrv

MocTaBLuK ycnyrv

MocTaBLyuk(n)

MepcoHan

26

Mapvikmaxep

MeHee BEpOsITHO, YTO Manas
opraHusauus 6ygeTt yunTbl-
BaTb WIN MPUMEHATb CTaH-
[apTbl Ha MEHe[XMEHT Ka-
YecTBa U OXpaHbl OKpyXato-
eV cpefbl, Takme Kak CTaH-
[apThl. NoAroTOB/EHHbIE
MNCO/TK176, nnm UCO 14001.
U UX [OKYMEHTALUMA Ha co6-
CTBEHHbIE MPOLECChI MOXET
ObiTb OrpaHNYEHHON UM oT-
CyTCTBOBATb.

KpeanTocnoco6HocTb v apy-
rme (QUHAHCOBbIE acneKTbl
MOryT UMeTb MeHee Henoc-
pencTBeHHOe AelicTBUe Ha
noTpe6uTenei, NOCKOMbKY
06bIYHO AEHbIN He Bbiniauu-
BAKOTCA |0 OKa3aHWs YCyru.

MoryT npucyTCTBOBaTb Takxe
Takue acnekTbl, Kak HasHaue-
Hue BCTped C AO0CTaTOYHbIMU
NPOMEXyTKamMu, 4To6bl MUHU-
MMU3npoBaTb 14 3aKa3ydhka
BpeMs OXUJaHUA OTAeNbHO-
ro mMactepa, M Hagnexatiee
yAaneHne BCeX XMMUYECKUX
O0TXO/0B (Heuncnosb30BaHHOM
Kpacku A5 BOMOC U T. M.)

KauecTBo LamnyHeit, npogyk-
TOB A/151 yX0fa 3a BosIocamMu v
T. M. OT MOCTABLLMKOB

Peructparop. COTPYAHVK,
MOMWLUMIA  TOMOBY.  Mapuk-
Maxep-CTUWIUCT U T.A.

loctyHMLa

Bce nyHKTbI MOTYT GbIThb BK/IHO-
yeHbl B MOMUTVKM OpraHusa-
umn. 4ns cety roCTUHWL, OHK
MOFyT BXOAUTb B «Kopropa-
TUBHBIA  uMuaX». Takke
MOXHO WCNO/b30BaTh BHE-
LUHWe cTaHAapTbl, Hanpumep,
CTaHAapTbl, NOATOTOB/IEHHbIE
NCO/TK 176 Ha MeHepx-
MEHT KauyecTBa W Yy/yudlle-
HMe. a Takke cTaHAapTbl Ha
MeHeMKMEHT OKpyxatoLuel
cpefbl, NOArOTOBJIEHHbIE
NCOAK 207.

KpegmtocnocobHoCTb 1 apy-
rme chvHaHcoBble acnekTbl
MOTYT BbI3blBaTby NOTPebUTE-
nei HekoTopyl 03aboyeH-
HOCTb B CBSI3M C YBE/IMYEHU-
em npegonnatbl 3a Homep
npun 6poHUpOBaHUKN 4vepes
MHTepHeT. OfHaKo pPuUCKK
MOryT 6bITb KBA/IMGMLIMPOBA-
Hbl 6narofaps MoKpbITUIO Ye-
pe3 cTpaxoBaHue Moesfok.

KoMnnekcHOCTL oKa3blBae-
MbIX YC/Yyr MOXET NpuBecTn
K YBE/IMYEHWUIO yucna npo-
ueayp. W3 4ero BbITEKaloT
TeMbl O NOBbLILEHNN KBasN-
dmKaummn. a TaKke YMCNEHHO-
CTU nepcoHana, Heobxoau-
Mble A1 crnekTpa ycnyr u
BMECTUMOCTW FOCTUHULIbI.

Ocobble TeMbl MOFyT BKJ/IIO-
yaTtb B cebsi yfaneHvie oTxo-
0B, YCyry Npa4YeyHoN, 3aHs-
TOCTb NpeacTaBuTenein He-
61aronosyyHbIX C/I0eB Hace-
NeHusi. UCK/YeHne BUAEO-
h1IbMOB C Hacuamem v nop-
Horpadueil. obpauieHue c
WYMHBIMU WM Hegucumn-
JNINHWPOBAHHLIMW NOCTOS/b-
Lamu

MOCTaBLUMKM COMYTCTBYIOLLMX
yCAyr, Hanpumep, Kypca urpbl
B rofib(, npegocrasfieHne
Takcu

LLinpokwnii cnekTp nepcoHana,
BK/IIOYAA afMUHUCTPATVBHbIX
paboTHNKOB, YBOPLYUKOB U
COTPYAHVKOB, 3aHATLIX NPUro-
TOB/IEHVNEM MULLYA.

B.1 — lpuMeHeHne KOHTPOJILHOTO MepeyHst K NapuKMaxepckumM ycnyram, roCTUHUYHOMY 6u3Hecy u

CrpaxoBas KOMMaHust

MoryT  npumeHATbCH  06-
lme cTtaHgapTbl, Takue Kak
MNCO 9001 1 (MeHee BaxHbIin)
NCO 14001. MoxeT OTCyT-
CTBOBaTb NOTPEOHOCTbL B OT-
pacneBbIX CTaHAapTax.

KpeanTocnoco6HOCTb 1 Apy-
rme oMHaHCcOBble acnekTbl
MUMEIT A1 CTPaxoBbIX KOM-
naHWii nepBocTeneHHoe 3Ha-
yeHue. MoryT cyulecTBoBaTb
Tpe6oBaHWsi, YCTaHOB/IEHHbIE
HaLMOHa/TbHBIMU BNACTAMU.
EC/n OHW OTCYTCTBYIOT WK He-
[0CTaTO4HbI. CTaHAapTbl MO-
ryT 3anofHWTL npo6en. Monw-
TMKa KOMNaHUU MOXET CO-
[epXaTb AONONHUTENbHbIE
KpUTEPWU, YCTAHOB/IEHHbIE
camoii KoMnaHuew.

MoxeT ycTaHaBnuBaTbCs,
AO0/DKHbI I CTpaxoBble npe-
MU 3aBUCETb OT JIUUHBIX
AaHHbIX, TakKnx Kak 340poBbe
1 4OCTATOK, WM AOSKHBI /K
«befjHble» 3aKkasuvku nony-
uaTb npevMyLlecTa oT npu-
BUNErMpoBaHHbIX. a Takxe,
MOXeT NI perynupoBaHve
TapudoB 6a3mpoBaTbCs, Ha-
NpUMep. Ha pucke s 300-
poBbA

CBsi3N CTPaxoBbIX KOMnaHui
C 1X areHTamu, 6pokepamu u

T.4.

CTpaxoBble  akTyapum u
nepcoHan  cayx6bl  nog-
LEPXKKN.



MpopomkeHne Tabnuupl B. 1

OfeMeHT ycyrv

3akas3uuk

Jorosop

BbicTaBneHue cyeta

OkasaHwe ycnyri

Mapvikviaxep

MuHUManbHble Tpe6oBaHuUs
OOMXHbI BK/MOYaTh B cebs
oXnaaemblii ypoBeHb Bnage-
HUSI NapUKMaxepckum Aesiom,
a TaKke 3HaHWsA COTPYAHWKOB
B 06n1acTu 34paBoOXpaHeHns
n 6e30nNacHOCTU, MeHefX-
MEHTa OTHOLLEHWIA ¢ NOTPe6n-
TENnem n T. 4.

MonuTrka Bpag /M 3akpenns-
eTcA NUCbMEHHO

K 3aka3unkam MOTyT OTHOCUTb-
cs noay no6oro BospacTta u
Nto6bIX CNOCOBHOCTENA.

Heobxoaumas nHdgopmaumsa o
3aKasynke JO/HKHA BKIOYaTb
B Ce6s1 3HaHNe YyBCTBUTE/IbHO-
CTW K XMMWYECK/M NpoayKTam
1 T. N. MoXeT NoHago6uTbes
NoNNTMKA B Takux BOMpocax
KaK BO3pacT, C KOTOPOro MOX-
Ho o6cnyxuBaTb fgeTeit 6e3
NpUCMOTPa, OCOGEHHO B CNy-
Yae BCMoMoraTtesibHbIX YCyr,
Takmx Kak KocMeTuyeckuii

yxog

[oroBop B siBHOI chopme OT-
cyTcTByeT

Takvie BOMpOChI, kaK OXnAatoT-
CSl NIN. BKJIOYEHbI NN B cYeT
[leHeXHble BO3HarpaxgaeHus
uT. 4.

Pa6oTa c Bosiocamu (CTpMxKa,
MbITbE TOM0BbI, YKnajka, Ok-
packa. nepmMaHeHTHas 3aBuWB-
KanTa.).

KoHCynbTUpoBaHue 3akasuu-
KOB MO yxofy 3a BosiocaMu'Ge-
cefa Ha o6Lve Tembl.

FoctvHua

MUH/MasTbHble TPEGOBaHMS K
coTpyfHukam (Hanpumep,
AMNAoOM B 06/1aCTW FOCTUHMY-
HO-PecTopaHHOro fena).

MoryT Takxe notpeboBaTbca
06LWMpPHbIE AONONHUTENb-
Hble 3HaHWS N HaBbIKW, Hauw-
Has OT OOpalleHns C 3akas-
uMKamu [0 3HaHusi npoueayp
3BaKyauun npu YpesBblyaii-
HbIX CUTYaLysIX.

Bce nyHKTbI MOTyT 6bITh OTpa-
XeHbl B MOMNTUKE OpraHu3a-
umn

KnneHTt: K noctosabuam roc-
TUHULBI MOTYT OTHOCUTbLCS
nogy No6oro Bo3pacTa 1 Nio-
6bIX CMOCOGHOCTEN.

Tpe6oBaHWsi MOTYT BK/IHOUYATb
B ceba nnatexecnoco6-
HOCTb. BO3PAcT U «pecnekTa-
6ebHOCTb>»

Pe3epBurpoBaHye.

Bo3moxeH cTaHgapT Komna-
HUM Ha paspeLleHHble Cnoco-
6bl pesepBupoBaHus, dop-
MaT pe3epBupOoBaHNA U MoA-
TBEPXAEHUA, a Takke npasu-
na oTtkasa. Tembl BKIOYaOT
3aLUUTY JaHHbIX

Pa3spelueHHble cnocobbl on-
natbl N Takne BOMPOCHI, Kak
oXnaarTca K. BKIKYEHbI N
B CYET BO3HarpaxpaeHusa wun

T

O6ecneyeHne pasmeLleHns
BK/toYaeT B cebs BCTpeuy
(ans peructpayuuu, conpo-
BOX/EHWA Npy Bbe3fe U Bbl-
e3fle. KOHCY/NbTUpPOBaHMe),
HOMep A5 NpoXuBaHusa (C
TakMMM  3fIeMeHTamy,  kKak

FOCT P 54930—2012

CrpaxoBasi KoMMaHus

Tpe6oBaHus B JONOSIHEHNE K
YyCTaHOBNEHHbIM  Haluwuo-
Ha/IbHbIMY BNACTAMU MOTYT
6bITb OTPaXeHbl B HalWo-
HasIbHOI. OTpacneBoli Nom-
TWKE WKW MONMTUKE KoMna-
HUK

3acTpaxoBaHHOe NLO/NLO.
ocyLLecTBAsAOLLee CTpaxosa-
HVe.

Tpe6oBaHWs MOTYT BK/IHOYATH
B ce6si BO3pacT U MeHTaslb-
Hyl0 CNOCOBHOCTL 3akKasuu-
Ka. OCyLLeCTBASAIOLLErO cTpa-
XOBaHUWe. a TaKkke COCTosiHMe
3[0pOBbSA, 3aHATUS U T. M.
CBOIiCTBa 3acTpaxoBaHHOro
nmua

MonuTuka, a Takke cBA3aH-
Hble ¢ Heli ycnosusi. Hauuo-
HaJlbHble OopraHbl HaA3opa B
061acTy cTpaxoBaHWsi MoryT
ycTaHaB/nnBaTb 6a3oBble
TpeboBaHus.

[ononHutensHble TpeboBa-
HUS MOTYT M3naraTbCsi B Ha-
LMoHanbLHOl. oTpacneBoii
nonnTUKE WAU NONUTUKE
KOMnaHuu

PaspelueHHble  cnocobbl
BHECEHUs MyaTexei 3akas-
unKammn 1 3aKasuukam

MpepocTaBneHve ycnyr cTpa-
XOBaHWs.

B gononHeHune k TpeboBaHm-
AIM. YCTaHOBJ/IEHHbIM HaLMO-
Ha/lbHbIMW BNACTAMMW, MOXET
NMPUMEHATLCA  NOANTUKA
koMnaHuu. Mpegnockiikn u
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Mpogomkernne Tabnuubl B.1

OnemeHT ycnymm

Pe3ynbTar ycnyru

Ycnosus npegocTas-
NEHUs YCNYX

O6opyaoBaHve

28

Mapukvaxep

[Lpyrue kocmeTuuyeckume npo-
Lieqypbl. HanpuMep, MaHuKop,
MaKusIX.

[Opyrve ycnyry, BKIo4as Bpe-
MS oxugaHus (Mecta s cu-
[eHus. neyaTtHble MaTepuasibl,
My3blka, 3aKyCcku)

B nepByto ouepefb: CTpuxKa
1 yknagka. [ononHUTeNbHO:
MecTo ANns oxupaaHus, Gece-
[ia. KOHCYNbTUpOBaHwe (B faH-
HOM Cfnyyae Henb3si pasge-
NUTb OKa3aHue ycyrm un ee pe-
3y/bTaThl: y0B/IETBOPEHHOCTb
3aKasuuka BbiTeKaeT He TOSb-
KO U3 MPUYECKW, HO TakKke U3
LpYrMX 3/1eMeHTOB oKasaHus

ycnyrin)

MapukMaxepckuii canoH um
XUNnLLe 3aKasumka

HOXHULbI, KUCTKH, CpeacTBa
OKpacKuW BOSIOC, CYLUU/IKM U T. /1.

MecTononoxeHune, BbicoTa
YMbIBa/IbHOW pakoBWHbI (3pro-
HOMUS) U T.4.

loctvHnua

KpoBaTtb, AyLL. CTO/, TeNeoH,
npecc Ana 6pioK, U MeHee
mMatepuanbHble 3/1EMEHTbI,
Hanpumep, BWUA UM aTMoc-
thepa). 3aBTpak 1 ob6cnyxmsa-
HWe B HOMepe, Takue CryX-
6bl. kak 6ap 1 6acceiiH, a Tak-
Xe Apyrve ycnyru, Takme Kak
opraHmsauua 3KCKypcui.

Kpyr Tem Bi/toyaeT B cebs yc-
Nyry Ha ypoBHE, KOTOPbIA OXK-
[aeTcs ucxods n3 6poLutopsbl,
Knacca rocTuHUUBI U T. N1.; He-
pasrnalleHme nHgopmMaumm o
nocTossbLax TPeTbUM CTOPO-
Ham WM OPYruM MoCTOsA/b-
uam: obecneueHne 6e3onac-
HOCTU W 3aWuTbl MOCTOANb-
LueB. BKAYaA npoueaypbl
3Bakyaumu B Ype3BblYaiHbIX
cuTyauusix, BHUMaHme K nue-
BOW rUrMeHe u T. A4.; a Takke
3alLMUTy NOCTOANBLLEB U UX Ha-
raxa

Mpe6blBaHue, yA0BONLCTBUE
OT nakeTa ycnyr.

dopMynIsp ANS OLEHKN YA0B-
NIETBOPEHHOCTM 3aKasumka

O6LiecTBEHHbIE MecTa, 3e-
Me/lbHblEe Y4acTkn U cam Ho-
mep.

Kpyr Tem BktouaeT B cebs
[OCTYNHOCTb A1 UHBAUTNAOB,
TpeboBaHuA K 3/1eKTPo06opy-
[l0BaHN0. Ka4yecTso (Hanpu-
Mep, pa3Mepbl HOMEPOB)

LLInpokuiA cnekTp obopyaoBa-
HWS. 3HaYNTeNbHas YacTb KO-
TOPOro MCNOMb3YyeTCA 3akas-
UMKOM CaMOCTOSATENbHO (Ha-
npumep, npuéopbl Ans npu-
roToB/IEHNs Kobe, TeneBn3o-
pbl U T. N. B HOMEPAX).

Kpyr Tem Br/lo4aeT B cebst M-
HUMasIbHBI HAaGop AOCTyn-

Crpaxosas KomMaHus

npaBuna pacyeTa CTPaxoBoii
npeMun SIBASKOTCS TN1aBHbIM
anemeHToM. OTpacneBoii ko-
[leKC MOBefieHNsi MOXeT CO-
[epxaTb pyKOBOACTBO Mo f0-
HECEHUI0 3TUX 06513aTe/NbCTB
¥ NPegnocbINoK A0 3aKasuu-
KOB.

Mepb! Ha ypoBHe opraHusa-
LMW, TEXHUKM U mpoliecca
[OMKHbI 06ecneunBatb Cno-
CO6HOCTb CTPaxOoBOii KoMna-
HUM NPOU3BECTM BbINNATy,
Korila oHa HeoGXoAMMa

Hannuve ctpaxosoro nonmca:
nosly4yeHne cornacoBaHHOW
CYMMbI AieHer npy BbINo/He-
HUM COrNacoBaHHbIX YCIOBUIA.

Mepbl Ha ypoBHe OpraHu3a-
LMKU. nepcoHana, TeXHUKU U
npouecca Jo/mkHbI o6ecne-
uMBaTb CNOCOGHOCTb CTPaxo-
BO/ KOMMaHUW NPOW3BECTU
BbINaTy, korga 3To noHazo-
o6utca

Odhmc koMnaHuu.

O6uwme cTaHgapTbl Ha odm-
Chbl

TexHonorum B 061acTu WH-
dhopmaLmn 1 KOMMyHUKaLmm,
nporpammMHoe obecneveHue,
chalifbl.

CTaHgapTbl Ha NoAg/iexatlyio
NPUMEHEHNI0 TEXHONOTNI0 B
obnact nHhopmaumm 1 Kom-
MyHMKaLm



MpopomkeHne Tabnuupl B. 1

OfeMeHT ycyrv

Mepbl 6e30MacHOCTU

O6MeH MHGopMaumelt
MeX/ay 3aKasuukoMm U
NOCTaBLUMKOM YCyT1

Mapukmaxep

3HaHMe Tuna BOMOC  3a-
Kasumka, YyBCTBUTE/ILHOCTMW
U T. N. K NPUMEHAEMbIM XUMU-
YyeckMm BellecTBam (Hanpu-
Mep. Kpackam).

BesonacHoe o6patieHne ¢
npoayKTamMun, UCNosb3yembl-
MU 155 OKPACKW U 3aBUBKMU
BOJIOC, U WX yaasieHue.

FMrueHnyeckne acnekTbl uUc-
Nosb30BaHUSI Pacyecok, Ku-
ctelinT.mn

Monuntuka BO3MeELLeHUs nnm
n3meHeHns npuyeckun. CTpa-
XOBaHMe OTBETCTBEHHOCTU U
T. N

HasHaueHue BpemeHu, npe-
[oCTaB/ieHNe KOHCybTauui,
6ecena

roctmHMua

HbIX NPN6opoB 1 «becnnar-
HbIX» YCTPOWCTB (Hanpuwep,
cheHbI 1 TUrMEHNYecKne cpes-
cTBa B HOMmepax), 6e3onac-
HOCTb fAeTeil, 6e3onacHOCTb
3N1eKTponpubopoB 1 NpUroa-
HOCTb 060pyA0BaHNA 4115 UC-
NoNb30BaHNA MHBaIMAAMM

Mpoueaypbl 3sBakyauun B
upe3sBblYaiiHbIX CUTYaLMAX 1
CBSI3U C MECTHbIMU cnaca-
TEeSbHLIMU CTyX6aMU.

Yrto genatb B ciyyaB U36bl-
TOYHOTO GPOHMPOBAHUS.

CospgaHvie 1 NpoABKeHne
nonMTVKN 06paboTKn Xanob
1 YperysimpoBaHus CrMopHbIX
BOMPOCOB BHE OpraHu3aLmm

Mexay roctmHuueld u nocto-
Aanbuamun (npegoctaBrieHve
MHGOpMaLMN O FOCTUHMLE,
pe3epBupoBaHue, 3acene-
HWe 1 BbICENeHvE).

BO3MOXHO ucnosib3oBaHne
6poHnpoBaHmna 4vepes UH-
TEpHeT.

Kpyr Tem BkntovaeT B cebs
OonucaHnsa roCTUHULbI 1 ee
naketa ycnyr, a Takxe uc-
nonb3yeTcs M cuctema
Knaccudpmkaumn (3sesgbl);
nHhopmMauus, kotopas Tpe-
6yeTca OT NOCTOANbLEB (HO-
Mep KpeauTHOW KapTbl/mac-
nopT ¥ T. N.); AOCTYNHOCTb
(24 u B cyTKM, cemb fHeli B
Hefesno N MeHbLUe).

O6LeA0CTYNHbIA KOAEKC No-
BeAeHus.

Cnoco6bl M3MepeHns ya0B-
NeTBOPEHHOCTH 3aKasuu-
Ka. Hampumep, OMPOCHWKM,
«MHUMBIA  nokynatesnb»
(ecnu paspeluaeTtcs)

FOCT P 54930—2012

Crpaxosas KoMraHus

Koaekc uHdopmaLnoHHOM
3aLUUTHI.

KpuTepun nepectpaxoBaHusi.

MTyHKTBI 06 OTBETCTBEHHOCTM

Mexzy CTpaxoBoOi KOMnaHu-
el 1 3acTpaxoBaHHbIM Nn-
Liom.

CraHfapTHoe onuncaHve
npegnaraemoro ctpaxosa-
HUA.

lMpepocTasneHne goctyna K
nosiMTUKe aHpeppanTuHra,
NPUHATOl B OpraHusamm, oT-
cliexuBaHne M3MeHeHuin B
npase CO6CTBEHHOCTH, Korja
Heo6x01UMO BbIABUHYTbL Mpe-
TEH3UN.

O6LLeA0CTYMNHbIA Kogeke no-
BEAEeHUs
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OkoHuyaHve Tabnuubl B. 1

DnemMeHT ycnyrv

O6MeH uHdhopMaLmeii
BHYTPY C/yXObl

Mapukmaxep

I'InaHleOBaHme CpOKOB.

3akas ncnonb3yembix MaTepu-
asos..

PeneBaHTHas uHopmMayus,
cBsi3aHHas C NepuoaoM Bpe-
MEHU. KOTOPOe XMMUYEecKue
BelecTBa MOryT ocTaBartbCsl
Ha Bosiccax/BpeMsl  CYLUKW 1

T.4.

FoctmHnua

Cucrtema pesepBrpoBaHus.

Becepga o Tpe6oBaHuAX no-
CTOANbLA 10 3aceNieHns 1 BO
BpPeMsi MpoXuBaHusa (Hanpu-
mep, TpeboBaHMe Homepa
ana HeKypALmnx. 3aka3sbl
uepe3 06CAyXMBaHUe B HO-
mMepe)

Mpunoxexue A
(cnpaBoyHoOE)

Crpaxosas KoMMaHus

OTpacneBble cTaHAAPTLI UK
Tpe6GoBaHUSA KOMNaHUuM K
KOMMYHMWKaLMN BHYTPY KOM-
naHum u ¢ 6pokepamu, NHBe-
CTULMOHHBIMW KOMMaHUSMM,
BMacTAMKU, MNOCTaBLLMKaMN W
OpYrmy cTopoHamm. Cneum-
ukauns nognexawien uc-
NoSIb30BaHNI0 TEXHOMOTUN B
obnact nHgopMaLMm 1 Kom-
MyHUKaLum

CBefeHNs 0 COOTBETCTBUM CCbI/TOYHbIX MEXAYHAPOAHbIX CTAHAAPTOB CChl/TOUYHbIM
HauMoHanbHbIM cTaHgaptam Poccuiickoil degepauun

Tab6nuya JA1

O603Ha4YeHne CCblI0YHO
MeX/AyHapoaHOro ctaHaapTa

1SO 9000

CreneHb
COOTBETCTBUS

oT

OG03HaueHe 1 HauMeHoBaHUe
COOTBETCTBYIOLLEr0 HALMOHANBHOTO OpraHa

TOCT P NCO 9000—2008 «CucteMbl MEHEDKMEHTa Kaue-

ctBa. OCHOBHbIE MOJIOXEHUSA U CNOBapb»

MpumeuaHne — B HacTosiLwel Tabnvue MCNONb30BaHO criefytollee YC/IOBHOE 0603HaYeHe cTeneHun
COOTBETCTBUA CTaHAAPTOB:
- FOT — naeHTnYHbIe CTaHdapThbl.
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Bubnuorpadus
1CO 9001 Cuctembl MeHeXMeHTa kadyecTBa. TpeboBaHusi
MCO 9004 Cuctembl MeHeKMeHTa KauecTBa. PekoMeHgauun rno ynyulleHuo AedTesibHocTn
1CO 10001 MeHepKMEeHT kayecTBa. Y[0B/IETBOPEHHOCTb 3aka3umka. PekoMeHJauumn no Kogekcam nose-

OEeHNs Ana opraHu3auum
MCO 10002:2004 MeHeLKMEHT KadecTBa. Y[AOBMETBOPEHHOCTb 3aka3uuka. PekomeHgauum no obpaboTtke
Xanob B opraHmsauymax

MCO 10003 MeHepKMEeHT KauecTBa. Y[0B/IETBOPEHHOCTb 3aka3uuka. PekoMeHJaumy no yperysimpoBaHuio
CMOPHbIX BOMPOCOB BHE opraHvsauumn

MCO 14001 CucTembl 3KOMOrMYECcKOro MeHempkMmeHTa. TpeboBaHUst 1 PyKOBOACTBO MO NPUMEHEHUIO

NCO 14004 CuCTeMbl 3KO/IOTMYECKOTO MeHeMxkMmeHTa. ObLuee PyKOBOACTBO MO MpuHLMNam, cucremMam u
MeTodam obecneyeHns hyHKLMOHMPOBaHUS

NCO 14020 OKOMOrMYeckme aTUKeTKN 1 deknapauun. O6Lime NpuHLMMLI

MCO 14021 3konorvyeckne 3TUKETKM W Aeknapauun. Camofeknapupyemble 3KOMOormyeckme 3assBreHuns
(3konornyeckoe atuketnposaHue Tuna ll)

MCO 14024 JKonormyeckne 3TUKETKM U Aeknapaummn. SKosornyeckoe atvketuposaHue tuna . MpuHLmnb
1 npoueaypsbl

MCO 14025 Jkonornyeckne aTUKETKN U aeknapaummn. Jkonorunyeckre geknapauuy trna lll.  MpuHUMnel 1
npoueaypbl

MCO 14040 OKONOrMYecKnini. MeHeHKMEHT. OLeHKa XU3HEHHOTo uukna. MpuHLUMNbLI U CTPYKTYpa

MCO 14044 3Konornyecknii MeHeHKMeHT. OLieHKa XM3HEHHOTO uyKkna. TpeboBaHWst 1 pekomMeHAaumm

MCO 14062 DKONOTMYECKNA MeHeMKMEHT. VIHTerpmpoBaHme 3KO/IOTMYECKNX acnekToB B MPOEKTMpOBaHWe

1 pa3paboTKy NpoAyKTOB
PykoBoactBo MCO/M3K 14 ViHdhopMaumsi Mo NpUoBpeTeHNo NPoAyKUMA 1 yCyr, NpegHasHadyeHHas Anas notpeéu-
6uTeneii
PykoBoactBo MCO/M3K 37 VIHCTPYKUMKU NO MPUMEHEHUIO NOTPeOUTENbCKOM NPOoAyKLMN
Pykosoacteo MICO/M3K 41 YnakoBka. PekomeHgaumm no yfoBneTBOPEHWO NOTpe6HoCTel noTpebutens
PykoBoactBo ICO/M3K 46 CpaBHUTE/IbHOE TECTUPOBAHNE NOTPEGUTENLCKUX TOBAPOB M CBSI3AHHbLIX C HUMWU YCIIyT.
O6Lwwe nNpuHLMNbI
PykoBoactBo MCO/M3K 50 AcnekTbl 6e3onacHocT. PykoBOACTBO Mo 6e30nacHOCTY AeTel
PykoBoactBo MCO/M3K 51 AcnekTbl 6e3onacHOCTU. PykoBOACTBO MO VX BK/IIOYEHWIO B CTaHAAPTbI
PykoBoactBo NCO 64 PyKoBOACTBO NO BK/IKOYEHUIO 3KO/IOTMYECKUX acnekToB B CTaHAapTbl Ha MPOAYKTbI
PykoBoactBo MCO/M3K 71:2001 PykoBoasLume ykasaHus Ana pa3paboTynkoB CTaHAapPTOB, Hanpas/ieHHble Ha yA0B-
neTBOpeHVe NoTpebHOCTeR NOXWbIX No4eid U UHBaNNA0B
PykosogctBo ICO/M3K 74 3Haku rpadomyeckue. TexHUYECKMe PYKOBOASALIME YKasaHWa A1 yyeTa Hyx[ notpe-
6utens
NCO/M3K 3asiBneHne 0 NOAMTUKE. Y4eT NOTPe6GHOCTEl MOXWbIX SI0fei W WHBa/IMAOB B paboTe no CTaHAapTy-
3aumm
MoTpebutens n cTaHaapTbl. PykoBogsALWMe yKkasaHWs 1 NPUHLMNLI 418 y4acTua notpeduTenell B paspaboTke CTaH-
naptos. MICO/M3K. 2003.
NCO/M3K 3asBneHne 06 yyactum notpebuteneii B paboTe no ctaHgaptusauymm. MCO/M3K. 2001.
Meesters. B. and De Vries. H.J.. ISO 9000 «0TKpbIBaeT CYET B NPOHeCCnOHaNIbHOM (hyTO01e — HO KTO 3aKa3umk?»,
ISO Management Systems. Vol. 2. No. 6. November—Oecember 2002. 1ISO Central Secretariat. Geneva, pp. 51—55
3aKkoH 06 amepukaHuax-uHBanmaax (1990)
EBponeiickuii MaHgaT M283, MaHgaT €eBpomeiickMM opraHam Mo CTaHAapTU3aumn Ha PyKOBOAALLMIA AOKYMEHT B
06nacTn 6e30nNacHOCTM M NErkocT B obpalleHnn NpoaykKToB A1A nogeli ¢ ocobbiMu noTpebHocTAMU  (Hanpumep,
NOXW/bIX N MHBUTMAOB)
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KntoueBble cnoBa: ycnyra, npoAyKuns, NocTaBLuUK YCyru, noTpebuTesnb, 3akasumk, nofb3oBartesb, Okas3aHue,
yA06CcTBO, NPOCTOTA B MCNOMb30BaHMMN, Mepa 6e30nacHoCTH

Pepaktop H. B. TanaHosa
TexHuueckuii pegaktop B. H. Mpycakosa
Koppektop /1 A. MuTpodhaHosa
KomnbtoTepHasi Bepctka T. @. Ky3HeLoBoii
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