HauwnoHanbHbi ctaHaapT PO FTOCT P 50646-2012 "Ycnyrn HaceneHuto. TepMuHbl 1 onpeaeneHnsa” (yTs.

HauuoHanbHbIK ctangapt PP FOCT P 50646-2012 "Ycnyrun HaceneHuto. TepMuUHbI U
onpeaeneHusn” (yTB. npukasomMm PeaepanbHOro areHTCTBa NO TeXHUYECKOMY peryrimpoBaHuio 1
meTponorum ot 29 Hosa6psa 2012 r. N 1612-cT)

Services for people. Terms and definitions

[Hata BBeneHus - 1 suBaps 2014 r.
Bsamen [OCT P 50646-94

BBenenue

YCcTaHOBJICHHBIC B HACTOSIIEM CTaHIAPTE TEPMHHBI, OTPAKAIOUINE CUCTEMY HOHATUH B cdepe yciyr
HaCEJIEHUIO, PACIIOJIOKEHBI B CHCTEMAaTH3UPOBAHHOM TIOPSIIKE.

JL1st KK 10T0 TIOHATHS YCTAHOBJICH OJUH CTAHIAPTH30BAHHBIA TCPMUH.

Hanmuame kBampaTHBIX CKOOOK B TEPMHHOJOTHYECKOH CTaThe O3HAYAeT, YTO B Hee BKIIIOYEHBI 1B
TEpPMHHA, UMEIOIUX OO0IIWe TEepMUHO3JIeMEHTH. B amdaBuTHOM ykaszarene MaHHBIE TEPMWHBI TIPHBEICHBI
OTZETBHO C YKa3aHUEM HOMEpA CTAThHU.

[IpuBeneHHBIE OIpeNeNeHnsT MOXHO NP HEOOXOJUMOCTH H3MEHSATh, BBOJS B HHUX HPOM3BOJHBIC
MPU3HAKU, PACKpPbIBas 3HAYEHUS HCIIONB3YEMBIX TEPMHHOB W/WIW YKa3blBas OOBEKTHI, OTHOCSIIMECS K
OmpeieNsieMOMy TMOHSTHIO. OTH WM3MCHEHUS HE JODKHBI HapyliaTh O0BEM U COJACpIKAaHUE IOHSATHIA,
OMPECICHHBIX B HACTOSIIEM CTaHIapTeE.

1 ObaacTh npuMeHeHust

HaCTOSIH_II/Iﬁ CTaHAapT YCTAaHABJIMBACT TCPMUHBI U ONIPEACIICHUA MOHATUH B 00JIacTH CTaHaapTU3alluu,
MCHCIPKMECHTA YCJIIYT U IOATBEPKACHUA COOTBETCTBUA B cq)epe YCIIyr, OKa3bIBA€EMBIX HACCJICHHIO.

2 HopMaTHBHBIE CCBUIKH

B Hacrosiiem cTaHIapTe UCTIONL30BAHBI HOPMATUBHBIE CCHUIKH Ha CICTYIOIINE CTAHIaPThL:

FOCT P NCO 10002-2007 MeHemKMEHT OpraHu3alyd. Y JOBJIETBOPEHHOCTh MNOTPEOUTEIS.
PykoBOJICTBO 1O YIPaBICHHUIO MPETCH3USIMUA B OPTaHU3AIUIX

FOCT P NCO/M3K 20000-1-2010 HUudopmanmonHasi TexHoiorus. Menemxment yciayr. Yacts 1.
Crenudukaius

FOCT ISO 9000-2011 Cucrems! MeHeKMeHTa KauecTBa. OCHOBHBIE TIOJIOKEHHS U CJIOBAPh

NMpumeyaHue - [lpu MoNB30BaHMM HACTOSIIUM CTAaHAAPTOM IIENIECOO0pa3HO MPOBEPUTH JECHCTBHE
CCBUIOYHBIX CTAaHIAPTOB B HMH(MOPMAIMOHHOW CHCTeMe OOIIero Mojb30BaHUs - Ha OdULUMaribHOM canTte
denepabHOTO areHTCTBA MO TEXHHYECKOMY PETYJIMPOBAHHIO M METPOJIOTHH B ceTH VIHTEepHET Wi o
eXerogHoMy HWHGOPMaMOHHOMY yKasarento "HamwoHampHBIE CTaHAAPTHI', KOTOPBIM OMYOJIMKOBAH TIO
COCTOSHHIO Ha | sSHBaps TEKyIIero rojid, W MO BBIMYCKAM EXEMECSYHOro HH(GOPMAIMOHHOTO yKa3aTens
"HauunoHnansHble cTaHAapThl" 3a TeKyllud roa. EciM 3aMeHEH CCBHUIOYHBIM CTaHAApT, HA KOTOpBIM JaHa
HEATHPOBAHHAS CChLIKA, TO PEKOMEHAYETCS UCMOJIb30BATh JCHCTRYIONIYIO BEPCUIO 3TOTO CTAHAAPTA C YYETOM
BCEX BHECEHHBIX B JIAaHHYIO BEPCHIO M3MEHEHWil. Eciiu 3aMeHeH CCHUIOYHBIA CTaHJApT, HAa KOTOPHIA JaHa
JaTUPOBaHHAS CCBUIKA, TO PEKOMEHIYETCS MCIOIb30BaTh BEPCUIO ITOTO CTaHIAPTA C YKa3aHHBIM BBIIIE TOI0M
yTBepxkacHUs (MpuHsTHs). Ecnm mocne yTBEp»JICHUS HACTOSINErO CTaHIapTa B CChUIOYHBIA CTAaHIApT, Ha
KOTOpBI JaHa JaTUPOBAaHHAs CCHUIKA, BHECEHO M3MEHEHHE, 3aTparvBaiollee IOJI0KEHHE, Ha KOTOpoe JaHa
CCBUIKA, TO 3TO TOJOXEHUE PEKOMEHIYeTCS TPUMEHATh 0e3 ydeTa NaHHOTO M3MEHEeHHs. Eciu cChIIOYHBIH
CTaHIApPT OTMEHEH 0e3 3aMEHBI, TO TIOJI0KEHHE, B KOTOPOM J[aHa CCHUTKA Ha HET0, PEKOMEH TyeTCs IPUMEHSITh B
YacTH, HE 3aTParkuBaloIIeH Ty CChUIKY.

3 TepMI/IH])I U onmpeae/JICcHus

3.1 OOmme oHATHSA
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3.1.1 yenyra: Pe3ynbTaT HEMOCPEICTBEHHOTO B3aUMOICHCTBHSI UCTIOTHUTEINS M TIOTPEOUTENS, a TAKKE
COOCTBEHHOI! JIEATETBHOCTH UCTIOTHUTEISI YCIIYT 110 yIOBJIETBOPEHHIO TIOTPEOHOCTH MOTPEOUTENS YCIIyT.

MpumeyaHus

1 B coorerctBuu ¢ onpeaenernem [ OCT SO 9000 ycnyra - 910 pe3ynbTaT, Kak MUHHMYM, OJTHOTO
JIEUCTBUS, 00SI3aTEIBHO MPOU3BEICHHOTO (OCYIIECTBICHHOTO TMPH B3aMMOJICHCTBUH) MEXIY MOCTABIIUKOM U
3aKa34uKoM (MOTpeduTEIeM), KaK MPABHIO, HEMAaTePHATbHBIH.

2 Venyrd, OKas3blBaeMble HACENCHHIO, MOJPA3JCIAIOTCS HA MarepHalbHble, HeMaTepHalbHbIC -
(counanbHO-KYJIbTYypPHBIC) U CMEILIAHHBIE.

3.1.2 maTtepmuanbHas ycnyra: Yciayra 1o yAOBIETBOPEHHUIO MaTepUaIbHO-OBITOBBIX MOTPEOHOCTEH
NOTPEOHTENsT YCIYT, OKa3aHWE KOTOPOH BKJIIOYAET HEATEIBHOCTh, OCYIIECTBISEMYIO IO OTHOIICHUIO K
MaTepUaIbHOMY IPOAYKTY, B TOM YHCJIE, TPEI0CTaBIIEMOMY TOTPEOUTENEM.

MpumeyaHus

1 MarepuanbHble yCIyTH BKIIOYAIOT: YCIYTH aBTOCEPBHCA, PEMOHT M TEXHHMYECKOE OOCITyKHBaHWE
000pyZOBaHMsA, TEXHUKHU, MAILIUH, PEMOHT U BO3BEICHUE XKUJIBIX IIOCTPOEK, PEMOHT U W3IOTOBJIEHUE W3JEIHH,
XMMUYECKYI0 YHUCTKY, CTUPKY Oe€qbs, >KWIMIIHO-KOMMYHAJIbHbBIE YCIYT'H, TPAaHCIIOPTHBIE YCIYTH, YCIYI'H
CPEZACTB pa3MEILEeHHs, YCIyTH HHAYCTPUH TUTAHUS U TIP.

2 MarepuaibHas yciyra o0ecrieyuBaeT BOCCTAHOBIICHHE (M3MEHEHUE, COXPAaHEHUE) MOTPEOUTENbCKUX
CBOWCTB NPOIYKTa WM M3TOTOBJICHHE HOBOTO NPOIYKTAa IO 3aKa3zaM IOTpeOUTeNe, nepeMelieHne rpy3oB
Jroziel, co3aHue YCIOBHH AJ1s1 MOTpeOIeH s YCIyT 10 3aKa3aM MOoTpeOuTeNnei u T.1.

3 Yeayru oTnenbHBIX BUAOB, OCYIIECTBISIEMBIE 3a TUIATY MO 3aKa3y MOTpeOuTeNneil U MMerole HeKui
MaTepHaJbHBIA Pe3yNbTaT WM MaTepUalIbHOE BHIPAXKEHUE, MHOTIa HAa3bIBAIOT pabOTOM.

4 MarepuaibHble YCIyTH HE HCUEePITBIBAIOTCS MTPUBEIEHHBIM TIEPEUHEM.

3.1.3 coumanbHO-KynbTypHass [HemaTepuanbHaa] ycnyra: VYciayra 1o YAOBICTBOPCHHIO
AYXOBHBIX, UHTCIIJICKTYAJIbHBIX, STHYCCKUX HOTpe6HOCTeI71 " MOAACPIKAHUC HOpMaHBHOfI KNU3HEACATCIIBHOCTHU
OTpeOuTENsI, B TOM YHCJEC TOJACpKAaHUE W BOCCTAHOBIICHWE 3I0POBBS, ITyXOBHOE M (hM3MUECKOE Pa3BHUTHE
JIJMYHOCTH, ITOBBINICHUC HpO(i)CCCI/IOHaJ'II/ISMa.

MpumeyaHus

1 CouranbHO-KyJIbTYPHBIE YCIYTH BKIIOYAIOT:

- IPEAOCTAaBJICHUC HEMATCPUAJIbHBIX IIPOAYKTOB (HaanMep, CTpaxOBaHHC, 6aHKOBCKI/Ie, (bPIHaHCOBBIe,
OKCICPTHLBIC U MTPABOBBIC YCIIYT'H, KOHC&J‘ITI/IHF);

- 06pa3OBaTeJ'H>HI>IC yciayru (O6y‘lCHI/Ie, noAroTOBKa KaaApOB, MOBBIIICHUC KBaHI/I(I)I/IKaL[I/II/I nepcoHaia u
mp.);

- YCIIYTH KyJbTYPBI, CIOpPTa, TYpU3Ma, OpraHu3anus OTAbIXa U T0CYTa,

- YXOJ ¥ JIeYeHUE 3aKa3YMKOB (HaIlpUMep, MapHUKMaxepckue U KOCMETHUECKUE YCIYTH, MEIUIINHCKHE
YCIIyTH, YCIYTH JJI HEMPOTyKTUBHBIX KUBOTHBIX);

- coada BHaeM o0OOpyZOBaHUS, MOMENIEHWH (HampuMmep, areHTCTBa IO cJade B apeHay, YCIyTu
MPOKaTa);

- ceTeBbIe yCIyTH (YCIIyTH CBsI3U, IHTEpHET, TeNeKOMMYHHUKAINH, TeleOHHOH CBI3U H Ip.).

2 CouManbHO-KYJIBTYPHBIE YCIYTH HE UCUEPIBIBAIOTCS IPUBEACHHBIM [IEPEUHEM.

3 K cMmelaHHbIM ycayraM OTHOCSIT YCIYTH, MPEAyCMAaTPUBAIOIINE OJHOBPEMEHHOE YAOBIETBOPEHHUE
MaTEepHaJIbHO-OBITOBBIX M COLUATBHO-KYIBTYPHBIX OTPEOHOCTEH MOTPEOUTECH YCIIyT.

3.1.4 ncnonHutenb ycnyr: [peanpusrue, opraHu3anys Wik UHIABUIYATbHbIA TPEANTPUHAMATEND,
OKa3bIBaIOIINE, MPEAJIaraloliue Wik UMEIOIIe HAMEPEHUE 0Ka3aTh YCIYyTy MOTPEOUTEIO.

MpumevyaHusn

1 B coorserctBuu ¢ onpeaeiennem [[OCT [ISO 9000 ucnonHUTENSA YCIyT HA3BIBAIOT MOCTABITAKOM
YCIYT.

2 VlcrionmHUTENb YCIYT MOXKET OBITh Ha3BaH CEPBUCHON OpraHU3aIfei.

3.1.5 noTtpebutenb ycnyr: ®usnyeckoe JHIO, MOJyYaroIlee, 3aKasblBaroiee JHOO HMEIOIIee
HaMepeHHe TMONYYUTh WM 3aKa3aTh YCIYTy B JIMYHBIX, OBITOBBIX WM HHBIX IIENSAX, HE CBA3aHHBIX C
OCYIIECTBJICHUEM NPEANPUHUMATEIHCKON AEITETHHOCTH.

MpumeyvaHue - TlotpeduTenem yciayr MOXKeT ObITh 3aKa3udK, KIHUEHT, TOCTh, TOKYMATENb, TYPHCT,
MaccaXkup, IIOCETUTENb, TMAIMEeHT, TIOJbh30BaTeNh YCIYr, KIMEHT Ha a0OHEHTCKOM OOCTY)XKUBaHUH,
MOTEHIUATBHBIN 3aKa34YHK.

3.1.6 3aKka3 Ha ycnyry: Corjamenue Mexay IOTpEOUTENeM U UCIIOTHUTENIEM YCIyTU B YCTHON WIIH

20.03.2024 Cucrema TAPAHT 2


https://internet.garant.ru/document/redirect/70304638/0
https://internet.garant.ru/document/redirect/70304638/0

HauwnoHanbHbi ctaHaapT PO FTOCT P 50646-2012 "Ycnyrn HaceneHuto. TepMuHbl 1 onpeaeneHnsa” (yTs.

WHOW (opMe, B COOTBETCTBHHM C KOTOPBHIM HCIIONHHUTENb YCIyTI MPUHUMAET Ha ceOsi 00s3aTeNbCcTBA OKa3aTh
YCIyTYy.

3.1.7 poroBop okKasaHuAa [npepocTtaBneHus] ycnyr: JlokyMeHTalbHO O(OpPMIECHHOE
COTJIaIlIeHne MEXIy MOTpeOUTeNIeM W UCTIOMHHUTENIEM YCIYT, ONpeAesIioniee I0pHInIeckne, SKOHOMIIECKHE U
TEXHUYECKHE OTHOIICHUS CTOPOH.

3.1.8 KogeKc noBeaeHUA UcnonHutensa ycnyr: CoBOKYIHOCTb NMPaBUJl MOBEACHUS UCIIOIHUTEN
YCIIyT TPH OKa3aHWM (MPEIOCTABIEHUH) YCIYT, OCHOBAHHBIX Ha COONIOJACHWU TPeOOBaHWI YCTaHOBICHHBIX
JOKYMEHTOB.

3.1.9 okasaHue [npepocTtaBneHue] ycnyru: JlesaTeabHOCTh HCHONHUTEINS yCIyTH, He0OXoaumast
U151 o0ecTieueH st BBIMOIHEHUS YCITyTH.

MpumevyaHusn

1 B coorserctBuu ¢ omnpeaeiaennem [OCT SO 9000 oxasanwe yciayr - 3T0 JEUCTBHE TIO
MIPEOCTABICHUIO YCITYTH.

2 Oka3zaHue yCIYyrd MOXHO TOJAPa3/IeuTh Ha OTACTbHBIC ATaIlbl: OOecleYeHue HEOOXOIUMBIMH
pecypcaMy, TEXHOJOTHYECKHH TIPOIleCC HCIONHEHWS, KOHTPOJb, WCIBITAaHHE, MpPHEMKa, IIpoIiecc
00CITy)KHBaHUS.

3.1.10 obcnyxuBaHue: JleATeabHOCTh HCIOIHUTEIS YCIAYr MPH HEMOCPEICTBEHHOM KOHTAKTE ¢
MOTpeOUTENIEM YCIIYT.

MpumeyaHue - B cootserctBun ¢ onpeaeieauem [OCT P MICO 10002 obcnyxuBanue - 3TO
B3aMMOJIEHCTBUE OpraHU3alMY C MOTPEOUTENEM (3aKa3UMKOM) Ha BCEX JTalax OKa3aHHs yCIyTH.

3.1.11 npouecc obcnyxuBaHUA: CoOBOKYyNHOCTb ONEpalMid H JICHCTBHUH, BBITOIHICMBIX
UCIIOJIHUTEIEM YCIyT TIPH HENOCPEIACTBEHHOM KOHTAaKT€ C MOTpedHTeneM B Ipolecce OKa3aHWS
(TIpemocTaBICHAS ) YCIIYT.

3.1.12 meToa [cnocob] oGcnyxuBaHus noTtpebutenen: Meroa (crocod) peanu3anuu
MOTPEeOUTENIM MNPOLYKIMH, OCYLIECTBICHHUS OpPraHM3AlMOHHBIX MEPOIpPUATHH B IPOIEcCe OKa3aHHs
(mpenocTaBiieHUs) YCITYT.

3.1.13 TeXHONOrM4YecKum nNpouecc UCnonHeHus ycnyru: OcHOBHAs YacTh MpoIecca OKa3aHHsI
(mpenocTaBiieHNs) YCIIyTH, CBA3aHHAS C N3MEHEHUEM COCTOSIHUSI OOBEKTa YCIYTH.

3.1.14 npoAOMKUTENbHOCTL UCNONHEHUs ycrnyru: Hopmatus BpeMeHH Ha UCIIOJIHEHHUE YCIIYTH,
YCTAHOBJICHHBIN MCIIOJTHUTENIEM YCIYTH U IOBEJICHHBIH A0 CBEJCHUS MTOTPEOUTENS YCIYTH.

MpumeyvaHue - [IpumepaMu yCTaHOBICHHBIX HOPMAaTHBOB BPEMEHHU Ha MCIOJHEHUE YCIYTHU SIBISFOTCS
HOPMATHBbBI BPEMCHU HA U3TOTOBJICHUC IMPOAYKIHNU 06HICCTBCHHOI‘O ImUuTaHud, yCJIyru XuM4ucCTKu, yCIYyru 1o
PEMOHTY U TEXHHYECKOMY O00CITYKHBaHUIO 000pYyIOBaHUS, TPAHCIIOPTA U T.I1.

3.1.15 npoAaormKuTenbHOCTb oObcnyxuBaHuUA: Ilepuox BpeMeHH, B TEUCHHE KOTOPOTO
MIOTPEOUTENH YCIIYyT HETIOCPECTBEHHO B3aUMO/ICHCTBYET C MCIIOTHHUTEIIEM YCITYT.

3.1.16 npaBuna o6GCNyXUBaHUA: JIOKyMEHT, pErTAMEHTHPYIONMA MMOPSAIOK M YCIOBHSA
00CITy)KUBaHMS IOTPEOUTETICH M COAEpIKAIIII COOTBETCTBYIOIIHE TPEOOBAHMS M HOPMEL.

3.1.17 npaBuna okasaHus [npepocTaBneHusl] ycnyr: JIOkyMeHT, YCTaHABIUBAIOIINN TOPSIOK,
COOJTFO/IEHNE KOTOPOTO HEOOXOIUMO ISl BHITIOTHEHUS] KAKUX-THO0 IEHCTBHUIA P OKa3aHUU YCIIYT.

MpumeyaHue - Ilpumepamu mnpaBwi oOkasaHus (IPEAOCTABICHUS) YCIyr SBISIOTCS [IpaBuia
ObITOoBOro 0OCITyKMBaHMsl HacesJeHusi, l[lpaBuna okaszaHust yciyr oOmecTBeHHoro nwurtanus, [IpaBuma
MPENOCTaBIeHNs] TOCTHHUYHBIX yciyr, [IpaBuia BBIMOJHEHUS OTACIBHBIX BHIOB paboT, OEHCTBYIOLIME B
Poccuiickoit @enepanuu U yTBEpKACHHBIE B YCTAHOBIEHHOM IOPSIAKE U JIP.

3.1.18 ycnoBus obcnyxuBaHuUA: CoBOKYMHOCTh (HaKTOPOB, BO3ACHCTBYIOIIMX HAa MOTPEOUTEIS
YCIYTH B TIPOIIECCE OOCITYKUBAHNSI.

3.1.19 pesynbTaT YyCnyru: Pe3ynbrar NneATEILHOCTH WCIOMHUTENS YCIyTH, HaMpaBiICHHOW Ha
YIOBIIETBOPEHHE MTOTPEOHOCTH IMTOTPEOUTENS YCIYTH.

NMpumeyaHue - PesynbTarT ycnyrd 3aKiioyaceTcsi B M3MEHCHHH COCTOSIHUS OOBEKTa YCIYTH H/HIIH
YIOBIECTBOPEHUH MOTPEOHOCTEH.

3.1.20 cdepa obecnyxmBaHuAa HaceneHuUA: COBOKYMHOCTh MPEANPHUSITHIA, OpraHU3aluil u
MHAVBUAYAIBHBIX PEANPUHUMATEIEH, OKa3bIBAIOINX YCIYTH HACETIEHHIO.

3.2 TousATHs B 00JIACTH CTAaHAAPTU3ALUH yCIYT
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3.2.1 o6beKT cTaHaapTU3aumumn: Yciyra, npoiecc okasanus (MPeaoCTaBICHUS) YCIyTH, Pe3yIbTaT
YCITyTH, TIOAJIE)KAIIIE CTaHAapTH3AIHH.

3.2.2 rpynna ogHopoAHbIX ycryr: CoBOKYITHOCTh yCIyT, XapaKTEPHU3YIOMIMXCS OOIIMM IEIEBBIM
n/vnu pyHKIIMOHATHHBIM Ha3HAUCHUEM.

3.2.3 cTtaHpapT Ha ycnyry: JI[okyMeHT, B KOTOPOM B IeNIIX JOOPOBOJBHOTO MHOTOKPATHOTO
HCTOJIBb30BaHMs yCTaHABIMBAIOTCS XapaKTEPUCTUKU U IPABUIIA OKa3aHUsl YCIYT WM BBIIIOJHEHUS padoT.

MpumeyaHwue - K crannapraM Ha yCIIyrH OTHOCST: MEXKIyHAPOIHBIC, PETrHOHAIIbHBIC 1 HAIMOHAIBHBIC
CTaHAAPTHI, IPEABAPUTEIbHBIEC HALIMOHAIBHBIC CTAHAAPTHI, CTAHAAPTHI OPTaHU3ALNH.

3.2.4 TexXHU4YeCKUM [AOKYMEHT Ha ycnyry: JIOKyMEeHT, YCTaHaBJIMBAIOIIMIA TEXHHUYECCKHUE,
TECXHOJIOTMYCCKHNEC, KOHCTPYKTHUBHBIC U JIPYTUC XapAKTCPUCTUKHU YCIIyTH.

NMpumeyaHne - K TexHHYECKHM JOKYMEHTaM Ha YCIYTYy OTHOCAT TEXHHYECKHE YCIIOBUS,
TCXHOJOTUYCCKHUE KAPThI, TCXHOJOTHUYCCKNE UHCTPYKIUH, CTAHAAPTHI pa60TI)I u O6CJIy)KI/IBaHI/I$[, TEXHHUYCCKHUEC
OITMCaHMusI, CHCHI/I(bI/IKaI_II/II/I, OKCINTyaTalMOHHYIO JOKYMEHTAIUIO, CXEMBI, YEPTCIKU, 3CKHU3EI U IIP.

3.3 IlonsTHs B 006JaCTH KayecTBa U MEHEKMEHTa YCIyT

3.3.1 KadyectBO ycnyru: COBOKYIHOCTb XapaKTEpPUCTUK WM IIOKa3aTelell KayecTBa YCIYIH,
OTIPEIEISIOMNX €€ CIIOCOOHOCTh YIOBJIETBOPATH YCTAHOBICHHBIE WM NpEANojaracMple IMOTPeOHOCTH
MOTPEOUTEIS.

MpumeyaHue - B cootserctBum ¢ onpeneneauem [ OCT ISO 9000 kauecTBO yCiayr - 3TO CTEMEHb
COOTBETCTBHSI COBOKYITHOCTH MPUCYIIMX XapaKTEPUCTUK YCIYT TPEOOBAHUSAM, IPEABSIBISIEMBIM K YCIIyTaM.

3.3.2 kavectBO oO6cnyxuBaHus: COBOKYITHOCTh XapaKTEPUCTUK Ipollecca U  YCIOBHi
00CITy>)KUBaHUs, 00OECIIEUNBAIONINX YJOBJICTBOPEHHE YCTAHOBJICHHBIX WIIM MpPEIIOJIaraeMbIX MOTpeOHOCTEH
OTpeOuTeNs.

3.3.3 cBOMCTBO ycnyru: O0seKTHBHAS 0COOEHHOCTE YCIIYTH, KOTOPAs MPOABJISIETCS IIPH €€ OKa3aHWU
(IpemocTaBIeHAN) U TIOTPEOJICHHU.

3.3.4 noka3aTenb KayecTBa ycnyrn: KonnyecTBeHHas! UM KAUECTBEHHAs XapaKTEPUCTHKA OJHOTO
WJIM HECKOJIBKUX CBOWCTB YCIYTH, OTPEAETISAIONINX €€ CIOCOOHOCTD yIOBJIETBOPATH TOTPEOHOCTH OTPEOUTEIIS.

3.3.5 ypoBeHb Ka4yecTBa ycrnyru: OTHOCUTENbHAsA XapaKTEpUCTHKAa KauyecTBa yCIIyTH, OCHOBAHHAA
Ha CpaBHCHHHM (DaKTHUYCCKHUX 3HAYCHHWN TII0Ka3aTeieil ee¢ KadecTBa C HOPMATHBHBIMHM 3HAYCHHUSMHU 3TUX
MOKa3aTeJe.

3.3.6 oueHKa KayectBa Yycnyr: OrmpeneneHue I0OKa3zaTeneld KadecTBa YCIYyT C  y4eToM
JOCTOBEPHOCTH W/WJIA TOYHOCTH KOJIMYECTBEHHBIX 3HAYCHUH.

3.3.7 KOHTpONb KayecTBa yCcnyr: J[eaTensHOCTh 110 OMPESICHUIO 3HAYCHIH MOKa3aTeIe KauecTBa
YCIYT U CPAaBHEHUS MOJyYSHHBIX PE3yJIbTaTOB C YCTAHOBJICHHBIMU TPEOOBAHUSIMH.

MpumeyvaHme - B cootercteum ¢ ompeneneanem [OCT [SO 9000 xoHTposnb KadecTBa - 3TO
MpolleAypa OLEHKH COOTBETCTBUS IIyTEM MPOBEPKH, HAOMIONCHWS W CYXICHHH, COMPOBOXKIAEMBIX
COOTBETCTBYIOIIMMH UCTIBITAHISIMH WJIH U3MEPEHHUSIMHU.

3.3.8 meTop [cnoco6] koHTpona kayecTBa ycnyr: CoOBOKYITHOCTh TPaBUJI, IPUHIIUIIOB, CPEICTB,
MO3BOJISIIOLIUX KOHTPOJIUPOBATH KAYECTBO YCIYTH.

T'APAHT: 371ech U Jajnee Hymeparus IPUBOJUTCA B COOTBETCTBUU C HCTOYHUKOM

33

MeHeKMEHT yCcnyr: JlearenbHOCTh, HaNpaBJICHHAS Ha BBIOJIHEHUE TpeOoBanmii morpeduteneit yeiyr. [[OCT
PUCO/M3BK 20000-1-2010, 2.14]

3.3.10 cuctema MeHem)XKMeHTa KayvecTBa ycnyr: CucreMa MEHEIXMEHTa [Jisl PYKOBOJACTBA U
yhpaBlieHHs OpTaHU3alreil IPUMEHUTENBHO K Ka4eCTBY YCIYT.

3.3.11 MeHemXMeHT KadecTBa ycnyr: CKkoOpIMHUpPOBaHHAs JEATENBHOCTH O PYKOBOJCTBY WU
YIPaBIEHUIO OpraHu3aned IPUMEHUTENBHO K KaueCTBY yCIyT.

3.3.12 TpeboBaHue K ycnyre: J[OKyMEHTAIbHO H3JIOKCHHBIH KPUTEPHH, KOTOPOMY JOJDKHA
COOTBETCTBOBATh KOHKpPETHAas OKa3bIBaeMasl yciyra.

3.3.13
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yAOBNETBOPEHHOCTbL NOTpebuTenen: BocnpusTie 3aka3uuKaMi U MOTPEOUTEISIMHE YCIYT CTETICHH
BBITIOJIHEHUS MX TPeOOBaHUH.

[COCT ISO 9000-2011, 3.1.4]

33.14

npeTeH3unsA (xkanoba): BripaxkeHre HEY10BICTBOPSCHHOCTH POAYKIMEH W/1in paboTol OpraHu3alnm, i
HEMOCPEICTBEHHO MPOIIECCOM YIPABIEHUS IPETEH3USAMH B CUTYALUsX, TJ€ IBHO WJIM HESIBHO O’KUAAETCS OTBET
WM peLeHHe.

[[OCT P CO 10002-2007, 3.2]

3.3.15

obpaTHan cBA3b: MHeHHUs, KOMMEHTapHHU U BBIPAXKEHUS 3aHHTEPECOBAHHOCTH B YCIIyre HIIH IPOIIECC
00paboTKH Kajo0.

[TOCT P CO 10002-2007, 3.6]

3.3.16 pUcK: BeposTHOCTh IPUYMHEHNS NIPU OKa3aHUM YCIYT BpeAa *U3HU WU 370POBBIO TPAXKAAH,
UMYIIECTBY (U3UYECKUX WIN IOPUAMYECKHX IUI, TOCYAapCTBEHHOMY WJIM MYHUIMIIAIEHOMY HMYIIECTBY,
OKpY’Karolel cpesie, >KU3HH WIH 3/I0POBBIO )KUBOTHBIX U PACTEHHM C YYETOM TSKECTH 3TOTO Bpesa.

3.3.17 6e3onacHocTb ycnyr: CocTosiHUE YCIIyT, IPU KOTOPOM OTCYTCTBYET HEIOMYCTHMBIH PHUCK,
CBSI3aHHBINA C IPUYMHEHNEM Bpe/a )KU3HU WIN 3[JOPOBBIO TPAKIAH, UMYIIECTBY (PU3NIECKUX W IOPUINIECKIX
JML, TOCYAAapCTBEHHOMY WM MYHHLUIAJbHOMY HMYIIECTBY, OKPYXKAIOLIEH Cpeie, >KU3HU HWIH 3A0POBbBIO
’KUBOTHBIX U PAaCTEHUH.

3.3.18

ynpaBneHue Ka4ecTtBoM: YacTh MEHEP)KMEHTa KauecTBa, HAIIpaBJICHHAs Ha BBHITIOJIHEHHE TPEOOBaHUHN K
Ka4ecTBY.

[COCT ISO 9000-2011, 3.2.10]

3.3.19

obecneyeHue KavyecTBa: YacTh MEHEKMEHTA KaueCTBa, HAMTPABICHHAS HA CO3[[aHUEe YBEPEHHOCTH, YTO
TpeOOBaHMsI K Ka4eCTBY OYAyT BHIMOTHEHEI.

[[OCT ISO 9000-2011, 3.2.11]

3.3.20

ynydueHune KavecTBa: Yacth MEHEHKMEHTA Ka4ueCTBa, HAIIPpABJICHHAA HA YBCIUYCHUC CIIOCOOHOCTH
BBITIOJIHUTH Tpe6OBaHI/I}I K Ka4CCTBY.

[Ipumeuanue - TpeGoBaHUA MOTYT OTHOCHUTHCS K JTFOOBIM aclieKTaM, TAKHM KaK Pe3yJIbTaTUBHOCTb,
3¢ GEKTUBHOCTD MIIH MTPOCIEKUBAEMOCTb.

[TOCT ISO 9000-2011, 3.2.12]

33.21

NocTosIHHOE yrnyu4lleHue: [ToBTopsromascs qesiTeNbHOCTD 10 YBEIUIEHHIO CTOCOOHOCTH BBIOIHUTh
TpeOOBaHMS.

MpumeyaHue - [Iporiecc ycTaHOBICHUS LIEICH U TIOMCKA BO3MOYKHOCTEH YITyUIICHHUS SIBJIICTCS MTOCTOSIHHBIM
TIPOIIECCOM, UCTIONB3YIONNM HAOIONCHUS ayANTa U 3aKTFOUCHHS 110 Pe3yJIbTaTaM ayInuTa, aHaIu3 TaHHBIX,
aHaJIN3 CO CTOPOHBI PYKOBOJACTBA WIIH APYTHE CPEACTBA U OOBIYHO BEAYIINM K KOPPEKTUPYIOIINM ASHCTBUAAM WA
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NpeayIPEeXIAI0ITUM JEHCTBUSIM.
[TOCT ISO 9000-2011, 3.2.13]

3.3.24 npocnexuBaeMoCTb YycCnyr: Bo3MOXHOCTb JOKYMEHTAJIbHO YCTAHOBUTH HCIIOIHUTEIS
YCIIYT.

3.3.22 npocnexuBaeMoCTb Yycrnyr: Bo3MoXHOCTh JOKYMEHTaJIbHO YCTaHOBUTH HCIIOJHUTENSA
(TmocTaBmIKMKa) YCIIyT.

3.3.23 cooTBeTCTBME YyCnyr: BrinonHenne Tpe6oBaHus, MPENbIBIIEMOro K yCIyTe.

3.3.24 HecooTBeTCTBUE ycnyr: HesbinomHenne TpeOOBaHUS, IPEABSIBIIEMOTO K YCIIyTe.

3.3.25 npeaynpexaarouwiee aencTteue (ons ycnyr): JleilicTere, NPeANPUHATOE I YCTPAHEHUS
MIPUYMHBI TOTEHIIHAIFHOTO HECOOTBETCTBHA WIIH APYTOH MOTEHIIMAIBHO HEXKEIATEIbHON CUTYyalny.

3.3.26 koppekTupylouwiee aencreue (ana ycnyr): JleicTBue, MPEANPUHITOE Ui yCTPAHSHHS
MIPUYUHBI 00HAPY>KEHHOTO HECOOTBETCTBHS WIIH JPYTOM HEXKENaTEIIbHOW CUTYaIlNH.

3.4 TlonsTHs B 00JIACTH TTOITBEPKIACHHUS COOTBETCTBHS yCIYT

34.1 cucrema ceptudpukaumm ycnyr: CoOBOKYIHOCTh TIPaBHI BBIMOJHEHHS paboT 10
cepTH(UKALUK yCIIYT, €€ YYaCTHUKOB U MPaBH (PYHKIIHOHUPOBAHUS CUCTEMBI CEPTHU(OUKALIIH B IIETIOM.

342 opraH no ceptudukauumm ycnyr: IOpuauueckoe JHIIO WIA — HHINBHIYATbHBINH
MpeanpruHAMATEeNb, AKKPEIUTOBAaHHBIE B YCTAaHOBJICHHOM MOPSAIKE AJIsl BBIIONHEHHS PadoT MO cepTHduUKaiuu
YCIIYT.

3.4.3 06beKkT cepTudukaumm B cdepe ycnyr: Yciyra, pe3ynbrar yCIayTH, TPOIECC OKa3aHUs
(mpenocTaBieHus) yCIyTH, TEPCOHAN, OKA3bIBAIOIIMK YCIYTH, WCIOIHUTENb YCIYTH, CUCTEMa MEHEIKMEHTa
KadecTBa yCIIyT, TIOJUIeXKAIIne CePTHPUKAIIHH.

344 oueHKa cooTBeTCcTBUS Yycnyr: IlpsMoe WM KOCBEHHOE OIpeaesieHue COOI0MCHUS
TpeOOBaHUMN, IPEABABISEMBIX K YCITyTaM.

3.4.5 noaTBepXxAeHMe COOTBETCTBUA YCnyr: [JokyMeHTalbHOE YIOCTOBEPEHUE COOTBETCTBUSA
BBITIOJTHEHUS pa0OT MM OKa3aHWsl YCIYT MOJIOKEHUSIM CTaHIapPTOB, CBOJIOB MPABHII, YCIOBHSIM JOTOBOPOB WIIH
TpeOOBaHUSM APYTHX TOKYMEHTOB.

34.6 ceptudumkauma ycnyr: @dopma OCYIIECTBISEMOr0 OpPraHOM IO  CepTU(UKALUH
MOATBEPXKACHUSI COOTBETCTBUS YCIYI IMOJIOKECHUSM CTAHAAPTOB, CBOJAOB IMPABUII, YCIOBUSM JIOTOBOPOB WJIH
TpeOOBaHUSM APYTHX TOKYMEHTOB.

3.4.7 cepTucbnumupyemasn ycnyra: Yciyra, moiexarias CepTHOHUKAITAH.

3.4.8 cepTudomnumpoBaHHas ycnyra: Yciyra, npomeamas cepTUQHUKALHUIO.

3.4.9 3Hak cootBeTcTBMUA: OO003HaueHWe, ciykailee sl WHOOPMHUPOBAaHUS TOTpeOUTENe o
COOTBETCTBHH YCIYT Kak 0OBbekTa cepTu(UKanuu TpeOOBAHUAM CHCTEMBI TOOPOBOIBHON CepTHU(HUKAINHN HIIN
HaI[MOHAIBHOMY CTaHAAPTY.

NMpumeyaHue - TIpumeHeHHWe 3HAKa COOTBETCTBHS OCYIICCTBIISICTCS IMOTPEOUTENEM YCIyr Ha
JIOOPOBOIIEHOM OCHOBE JIFOOBIM yIOOHBIM CITOCOOOM B TOPSIZIKE, YCTAHOBIEHHOM OPTaHOM I10 CePTH()HUKAIIHH.

3.4.10 cepTucukat cooTBeTCTBUA Ha YCRyru: J[OKyYMEHT, yIOCTOBEPSIONIUA COOTBETCTBHE
YCIIYT MOJIOKEHUSM CTaHIapTOB, CBOAOB IPABHJI, YCIOBUSM JIOTOBOPOB WM TPEOOBAHUSAM IPYTUX JOKYMEHTOB.

3.4.11 wpeHTUMKaUmMAa ycnyr: VYCTaHOBICHHE COOTBETCTBHS OINPEACICHHBIX YCIYr HX
CYLIECTBEHHBIM MpPU3HAKaM, a TakKe TpeOOBaHUSIM HOPMATUBHBIX, TEXHUUECKHX JTOKYMEHTOB M WH(POPMAIUH
00 yciryrax, cojieprKaiieics B JOKyMeHTaX AJIsl MOTpeOuTemeH.

AJpaBUTHBII yKa3aTelb TEPMUHOB

0€301acHOCTh yCIyT 3.3.17
TpyIIa OTHOPOIHBIX YCIYT 3.2.2
JICWCTBHE KOPPEKTUPYIOIIEE IS YCITyT 3.3.26
JCHCTBHE NIPEYIPEKIAIOIICE IS YCIYT 3.3.25
JIOTOBOP OKa3aHMsI YCIyT 3.1.7
JIOTOBOP TPEJOCTABICHHS YCIIYT 3.1.7
JOKYMEHT Ha yCIIYTy TEXHUYIECKHI 3.24
xKanoba 3.3.14
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3aKa3 Ha yCIIyTy
3HAK COOTBCTCTBUA

UACHTU(PUKALUS YCIIyT

WCTIOJIHUTENb YCIYT

Ka4ecTBO 00CITy>KUBaHUS

Ka4yeCTBO YCIIyI'd

KOJIEKC TIOBEICHUSI NCIIOIHUTENS YCIyT
KOHTPOJIb Ka4ecTBa yCIyT
MEHE/PKMEHT Ka4ecTBa yCIyT
MEHEDKMEHT YCIIyT

METO/ 00CITy>KUBaHHUS TOTpeduTeNneit
METOJ KOHTPOJIS Ka4eCTBa yCIyT
HECOOTBETCTBUE YCIIYT

o0ecrieueHne KauecTBa

o0cIiTy)kKHBaHUE

00BeKT cepTH(dUKaK B cepe yeIuyr
00BEKT CTaHAAPTU3ALUH

OKa3aHWe yCIyTH

OpTaH 1o cepTuHKany yCciIyr
OLIEHKA KayecTBa YCIIyT

OILIEHKA COOTBETCTBUS YCIIYT
MOATBEP)KICHUE COOTBETCTBUS YCIYT
MoKa3areNb KauecTBa yCIyTH
MOTPEOUTENH YCITyT

npaBuiIa 00CITyKUBAHUS

MpaBuIa OKa3aHUs yCIyT

MpaBUIIa IPEIOCTABICHUS yCIyT
MPEIOCTaBIICHUE YCITYTH

MPETCH3US

MMPOAOJLKUTCIIbHOCTD UCIIOJIHCHUSA YCIIYTU
IIPOOJKUTENILHOCT 00CITyKUBaHUSA
MPOCIIEKUBAEMOCTD YCIyT

poriecc 00CITy >KHBaHUS

MPOLIECC UCIIOTHEHUS! YCIYTH TEXHOJIOTHIECKUI
pe3yabTaT yCIyTrH

pHCK

CBOMCTBO YCIIyT'H

CBSI3b OOpaTHaA

cepTuduKanus ycayr

cepTH(]UKAT COOTBETCTBUS HA YCIIyTH

CUCTEMAa MCHEIP)KMECHTA Ka4€CTBa yCJIyTr
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cucTemMa cepTH(UKALUK yCIyT

COOTBETCTBUEC YCIIYyT

crocob o0cTy>KuBaHUs OTpeduTeNneH

CIIOCO0 KOHTPOJIS KAUeCTBa YCIyT

CTaHAApT Ha yCIyTy

cdepa o0CITy)KMBaHUS HACCIICHUS

TpeOOBaHME K YCIyTe

YAOBJICTBOPCHHOCTDH HOTp€6I/ITCJIeﬁ

YIIy4IlICHHE KauecTBa
YIIy4IIeHHE TOCTOSHHOE
yIpaBJICHUE KaYeCTBOM
YPOBEHb Ka4uecTBa yCIyTH
YCIIOBUS O0CITYKUBAHUS
yciyra

yciIyra MaTepualibHas
yciyra HemaTepualbHast
yciyra cepTudunupyemas
ycilyra CepTU(QUIIMPOBAHHAS

yCIIyTa CONMaNbHO-KYIbTYPHAS
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