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[flpeancnoBue

Llenu n npuHuunel ctaHgapTtusaumum B Poccunckon Pepepauun yctaHoBneHbl PeaepalbHbIM 3aKOHOM
oT 27 aekabpsa 2002 r. Ne 184-03 «O TeXHU4YeCcKOM perynmpoBaHun», a npasuia NpMMeHeHUs HaloHarbHbIX
ctaHgapToB Poccunckon Pepgepauym — [OCT P 1.0 — 2004 «CtaHgapTnsaumsa B Poccumnckon deagepadinin.
OCHOBHbIE NOJIOXKEHUS»

CBegeHUsa o cTaHaapTe

1 NOAINrOTOBIEH OTKpbITEIM akLUOHEPHBIM 0OLLIECTBOM «BCEepOCCUNCKNIA Hay4YHO-UCCNeaoBaTEeTbCKNN
MHCTUTYT cepTudunkaunmn» (OAO «BHUNC») Ha ocHoBe pycckon Bepcnn Pykosogctea MCO/MO3K 76:2008, yka-
3aHHOTI0 B NyHKTE 4

2 BHECEH TexHun4yecknm komuteTom no ctaHaapTusaunn TK 079 «OueHKa cooTBETCTBUSI»

3 YTBEP>XOEH M BBEJEH B AJENCTBWE Mpukasom PeaeparHoro areHTCTBa Nno TEXHUYECKOMY peryrv-
pOBaHWIO N MeTponornn oT 29 nroHA 2012 1. Ne 145-cT

4 Hactosimia ctaHgapT naeHTudeH mexayHapoaHomy aokymeHTty Pykosoacteo MCO/M3K 76:2008 «Pasz-
paboTKka cTaHOapToB Ha ycnyrn. PekoMmeHgauun no ydety Hyxa noTtpebutens» (ISO/IEC GUIDE 76:2008
«Development of service standards — Recommendations for addressing consumer issues»).

[Tpy NpUMeHEeHNU HacToALLEro cTaHaapTa pekoMeHAyeTCsl UCMOMNb30BaTb BMECTO CChINMOYHbIX MeXayHa-
poAHbIX CTaHOAPTOB COOTBETCTBYOLWME UM HaluoHanbHble cTaHgapTel Poccuinckon deaepaumn, ceegeHns o
KOTOPLIX NpUBEAEeHbI B AOMONHUTENEHOM NpunoxeHun JA

5 BBEAEH BI'NEPBbIE

VIHbopmayusi 06 U3MeHEHUSIX K HacmosLweMy cmaHoapmy nybiriuKyemcsi 8 €XXe200H0 u3dasaeMoM LUHGOP-
MaUUOHHOM YKa3zamere «HalyuoHallbHbie cmaHoapmbi», a meKcm U3MeHeHUU U rorpasoK — 8 eXXeMeCA4YHO
L30asaeMbix UHOPMaUUOHHbIX yKa3zamernsx « HauyuoHarbHbeie cmaHoapmei». B criyyae riepecmompa (3aMeHhbl)
LU OMMeEHbI Hacmosiueao cmaHOapma coomeemcemaeyrouiee yeedoMmiieHue byodem orybriukogaHo 8 exxemMe-
CSA4YHO U30agaeMoM UHopMalUOHHOM yKalamerne «HayuoHarnbHbie cmaHOapmbi». Coomeemcemaeayiouwas UH-
copmMauus, yeeOoMIIeHuUe U meKkcmei pa3Mellaromcss makxe 8 UHGbopmMalUoHHOU cucmemMe obuyez20 rnorbi3oea-
HUS1— Ha ogpuuuanibHoM caume ®edepallbHo20 a2eHmcemaea o mexXHUYeCcKoMy peayruposaHuro U Memporioauu
8 cemu VIHmepHem

© CtaHgapTtuHdpopm, 2013

HacTodaLwmn CTaHOapT HE MOXET ObITb MOSHOCTBH UMY YAaCTUYHO BOCMNPON3BEOEH, TNPAXXNPOBAH U PACllpO-
CTpaHEH B Ka4eCTBe OCbI/ILI,I/IElJ'IbHOFO N30aHUA be3s pPa3peLlEHNA Clbeﬂepaanoro dl€HTCTBA N0 TEXHNHECKOMY PEely-
JTMPOBaHNOC 1 METPOJIOINNA
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BeeneHune

0.1 Bce bonbliee 4ncnio cTaHaapToB paspabaTbiBaeTcs Ha yenyrn. Hactosuee PykoBoaCcTBO ObINO NOoAro-
TOBJTIEHO, YTODLI MOMOYb pa3paboTynkam cTaHaapTOB B 3TUX obacTax ydecTb TpeboBaHUsA notpebutend. OHo
KOHKPETU3NPYET Has3HauYeHWe cTaHaAapToOB Ha yenyr, nanoxxeHHoe B nyonukaunmn NCO/M3K «lMoTpedbuntensb 1 cTaH-
napTbl. PykoBoasiime ykazaHusi U NpUHLUMNLI ANst y4acTusi notpebutenen B paspaboTke cTaHaapToB» [25]. YUnThbl-
Bas rNaBHble TpeboBaHWUS NOTpedbuTenen, ctaHaapTel MOTYT MOMOYb AOCTUYL COMMacus OTHOCUTENBHO HAUTYyYLLNX
3HaHWM U ONbITa, UMEKLLIMXCS B MUPE.

0.2 HacTosauwee PykoBoacTBO NpeaHasHavYeHo ANs Tex, KTO y4acTBYET B NOArOTOBKE U NepecMoTpe CTaH-
OAapTOB Ha YCNyrv Kak mexgyHapodHblX, Tak U HauuoHalbHbIX B pa3BUTbLIX U pasBMBaloLlLMxca cTpaHax. OHo
COOEPXKUT KOHTPOIMBHBLIMA NepeveHb 1 NpumMepbl — MHPOPMaLNIO, KOTOpas MOXET DbITb Nosie3Ha Hanpumep, nNo-
CTaBLUMKaM yCcnyr 1 npenogaBaTensim.

0.3 OkaszaHune ycnyru MOXeT BKNoYvaTbh B cebsl CroXKHbIe CBA3U U CTPYKTYPbLI, YACTO B 3TOM NpoLiecce
Y4aCTBYIOT HECKOMNBLKO pasfinyHbIX opraHusaunii. Kpome Toro, notpedbutenn B3anMoaencTBYOT C pa3HoobpasHbI-
MW rOCyAapCTBEHHbLIMK CIYKDaMU, TaKUMU KakK 3apaBooxXpaHeHne n obpasoBaHume, B OTHOLLEHUK KOTOPbIX pop-
MasibHbIe AOrOBOPLI U NMpsiMas oniata MoryT ObiTb HEMPUMEHUMBI.

0.4 Ha MMPOBOM PbIHKE €CTECTBEHHO, YTO NOTPEOUTENN pacCYMTLIBAOT NOJIYYXUThL BbIrOQy OT AOCTYNa K
bonee WMPOKOMY BbIOOPY yCnyr N NMOCTaBLUXKOB yCNyr. KpomMme Toro, cyLlecTByeT NOCTOAHHas NoTpebHOCTL B
Donee HU3KKX LeHax, KOTopble He A0MKHbI HAHOCUTL yLLepb onpeaeneHHbIM pbiHKaM 1 coobLiecTBamM. KavyecTRo,
AKOHOMUSA N 3PPEKTUBHOCTL XKenaTeSibHbl HE3aBUCUMO OT TOro, NAaTUT 1K NOTPedbuUTenb HenocpeACTBEHHO 3a
yenyry. Kpome Toro, pacteT nHTepec notpebutens K HeobxoanMmMocTy YCTOMUUBOTO Pa3BUTUS.

0.5 IHTepHeT cnocobecTBYET CpaBHEHWIO, PACLLUMPEHUIO 3HAHUIA U NpeaocTaBNeHno MHpopMaLUnn, Ha OCHO-
BE KOTOPbIX AenaeTcst Bbibop. B Lenom noTpedutenn oxuaatoT, YTo YCNyrin, KOTOPbIMW OHW NOMNb3YIOTCS, Ha KOTO-
pble 3aKn4aroT A0roBOP U KOTopbIe NpuobpeTaloT, OyayT He TONbKO Haanexallero kKadecTtsa, HageXHbl U NPOCThI
B obpalleHnn, HO U Be3onacHbl, 3KONOTMYEeCKM YUCTbl U UCKITHoYaT AUCKPUMUHALMIO MO OTHOLLEHWUIO K COODLLEe-
CTBaM, Ha KOTOpble 3TU YCIyr1 BO3AEUCTBYIOT.

0.6 Bce nogn umetoT npaBo Ha AOCTYN K ycnyram, HO 3TO He Bcerga nNnpuMeHUMo 1 He Bcerga BbINoJIHUMO.
XKenaTtenbHo, YTODbLI KaXKabI NOCTaBLMK YCNYT YyUMThIBAN NOTPEOHOCTU BCEX NOTEHUMaNbHLIX NONb30BaTENEN,
BKMtoYaa Aeten v nogen apyron KynbeTypbl. 3TO NO3BONUT caenaTb YCNyrn AOCTYNHbIMU BONbLUEMY YUCTY JTHO-
aen. Bonpoc AOCTYNHOCTU U NPaKTUYHOCTW NPOAYKTOB W YCNyr cTan bonee BaXKHbIM B CBSI3W C yBeNU4eHUeM A0
NOXUNbIX NtoAel B HaceneHnn Mrupa. XoTH He Bce NoXKUnble nogn UMerT MHBanMaHOCTb, MHBANMAHOCTL U Orpa-
HUYeHWEe BO3IMOXKHOCTEW BHYTPU AaHHOW AemMorpadnyeckon rpynnsl npeocbnagatot 6onblie, YemM y oCTalbHbIX.

0.7 CTaHgapTunsauua ycnyr MoXxeT NpUHeECTU cneayroLllne Bbiroabi:

- co30aThb y NoTpebutenst goBepue nytem obecrneveHmnst 6e3onacHoOCTU, 3aLLUThl, KavyecTBa, A0NITOBEYHOCTH
1 NPOCTOThI B UCMONb30BAHUN;

- 0becneynTb TOUHYO U peneBaHTHY UHdopMaLIXIo, a Takke y4ecTb TpeboBaHUA NONbL30BATENS;

- CNOCODOCTBOBATH pacLUMPEHUIO BbIDOPA 1 NOBLILLEHUIO AOCTYNHOCTK ANS LUMPOKOTO Kpyra NonbL3oBaTenen:

- obecnevnTb noagxoasaLime N HegUCcKpUMUHUpPYOLLME popMbl UCNIPaABIEHUSA, KOrga 3T0 HEOOXoAMMO.

0.8 B cBA3M ¢ 0KaszaHWeM ychnyr cyLLecTByeT MHOIo HaLMoHaNbHbLIX U OTpac/ieBbIX KOAEKCOB NpaBWI, KOTO-
Pble MOXHO YUYUThLIBATL NpU paspaboTke ctaHaapToB. OAHAKO OHU OObIMHO COCTaABIEHbLI C TOUKM 3PEHUS NOCTaB-
LLIMKa YCNYT 1 NOSTOMY HE BCerga sABNsTCS nNpaBuiaMmn ang notpebutens. Hacrtosuee PykoBoaCTBO NpeaHas-
HaueHo obecneunTb y4eT noTpebHocTen noTpedbutens. Kpome Toro, oHo npeanaraeT obL M Habop Kputepues ans
YCNYT, HEe 3aBUCSILLIUA OT KOHKPETHBLIX CTpaH, MeXay KOTOpbIMU MOTMYT ObITb DOMNbLUME pa3nnuns B OTHOLLEHUA
obnacTtn AencTBUA U NPUMEHEHWS HALMOHAMbHOMO 3aKoHoA4AaTeNLCTBA O 3aLUMTe npaB noTpedbutenen.

0.9 l'pun pazpaboTke cTaHOAPTOB HA YCNYIX XXenaTeslbHO Y4UThIBATL MPUMEHWMbIE 3aKoHoAAaTeTbHbIE U HOP-
MaTUBHbIE TpeboBaHNSI.

1) Beegenue k mexayHapogHomy Pykoeoactey MCO/M3K 76:2008 «PaspaboTtka cTaHaapToB Ha ycryrv. Pekomen-
OAaUUn Mo YYETY HYXAO NoTpedbutens».

IV
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HALULUWOHANbHBIN CTAHOAPT POCCUUNCKOWN DEOQEPALUMN

Pa3p360TKa CTAHAAPTOB Ha YyCnyru

PEKOMEHOALIUAU 1O YYUETY RHYXO NOTPEBUTENA

Development of service standards. Recommendation for addressing consumer Issues

[lata BBeaeHna — 2013—01—01

1 O6nacTb NpUMeHeHUs

HacToawmin ctangapT coaepXuT obLume yKaszaHns no Bonpocam, KoTopble He0bXoaMMO yUNTbIBaTL B CTaH-
gapTax Ha ycnyrn. Ha ocHoBe HacTosiLero ctaHaapTa MOXHO pa3paboTaTth AeTanbHble cTaHAapThl Ha MOy
ycnyry. HacTtoawmn ctaHgapT coaepKUT KOHTPOMbHbIA NepeYverb (CM. pasgen 9), KOTopbIA MOTryT MCMOSb30BaTh
npegcTaBuTenn noTpebutens u apyrie y4acTHUKK nNpoLecca pas3paboTki cTaHaapToB. NpruMeHeHne 3Toro KoHT-
POMNBHOrO NepeYHs NO3BOSIAET NOSTHOCTLIO YYECTh BCE BOMNPOCHI, B KOTOPLIX 3anHTEpPEecoBaH NoTpebuTens, BKI0-
Yyas HyXXabl AeTer, NOXUNbIX JTIo4en, MHBaANMOOB U APYIUX KaTeropui rpaxaan.

HacTtosawmin ctaHoapT OeACTBUTENbHO AN BCEro cnektpa YCnyr, He3aBUCMMO OT Toro, Obln nu
3aKknodeH cpopmanbHbIA OoroBop M Oblna N ynnadeHa noKynHas LeHa, OHO NPUMMEHUMO TakKe K rocyaap-
CTBEHHbIM UK 6NaroTBOPUTENbHbLIM YCIyram, rnpy okasaHUn KOTOPbIX UMeeTCH NoTpebuTens, nonb3oBaTenb Ui
YY4aCTHUK, HO He 0bs3aTensHO NMPUCYTCTBYET MOKYMKa, Hanpumep, obpasoBaHue, 3apaBooXpaHeHWe 1 coLuanb-
Hoe obecneveHue.

2 HopMaTuUBHbLIE CCbLINKMU

B HacTosLemM cTaHaapTe UCMOMNb3oBaHa CChlfika Ha cneayioluii MexxayHapoaHbld cTaHaapT, KOTOPbIA S1B-
nsaetca obsizaTenbHbIM 4N NpUMEHEHNS.

[ns HegaTUpOBaHHbLIX CCLINOK MPUMEHMMO HOBeWLLIee n3gaHne AOKYMEHTa, Ha KOTOPLIN JAaeTCs CChblfiKa
(BKINHoYada BCe USMEHEHMUS).

NCO 9000 Cuctembl MeHeaKMeHTa KavecTBa. OCHOBHbLIE NMOMOXKEHUSA U CNOBAPb

1SO 9000 Quality management systems — Fundamentals and vocabulary

3 TepMuHbI N onpeaeneHUNA

B HacToswweM ctaHgapTe npuMmeHeHsbl TepMuHbl no MCO 9000, a Takke cneaytolme TepMUHbI C COOTBET-
CTBYHOLLMMW onpeaeneHUsMN;

3.1 ycnyra (service): Pe3aynbtat Kak MUHUMYM OHOIO AelCcTBUA, 06s3aTenbHO NPon3BeaeHHOro MexXay
MOCTaBLLUMKOM 1 3aKa34MKOM, Kak NpaBuno, HemaTepuanbHbIiA.

ITpnmevanme 1 — [llpumepbl BO3MOXHBIX YCNyr cogepxaTtcs B NpunoXxeHmn A.

ITpnumevadHune 2 — B NCO 9000 «npoaykt» onpegeneH Kak «pesynbrar npoueccay, BKNYalWUn YeTblpe
obwmne KaTeropum NPOAyKToB [ycnyrm (Hanpumep, TPaHCNOPTUPOBAHME), NporpaMmmHoe obecneveHne (Hanpumep,
KOMMBIOTEPHbIE MPOrpamMmmbl, CroBapu), annapaTtHble cpeactea (Hanpumep, MexaHU4deckue gertanu gsuraTtens) n obpa-
boTaHHble MaTepuansl (Hanpumep, cmaska)], n 3TO NOKa3bIBAET, YTO WCMNOMb3yeMasd KaTeropusi npoaykra OCHOBaHa

U3paHne odhnumnanbHoe
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Ha npeobrnagawwem anemeHTe. CnegoBaTenbHO, yCrnyra MOXeT BKNOYaTbh B €e0S MOCTaBKy MPOrpamMmmHoOro obecneve-
HUA, annapaTHbIX cpeacTB M obpaboTaHHbIX MaTepuanoB. B pamkax HacTosiwero craHgapTa NpUMeHSeTCs OTAENbHOE
onpeaeneHne «ycryrmy.

3.2 npoaykuusa (goods): INpoaykTel, 3a UCKNHOYEHUEM YCIIVT.

lMpumep — lNpozpammHoe obecnedyeHue, annapamMbie cpedcmea u obpabomaHHbIe Mamepuasbl, Hanpu-
Mep npedmemsbi domMauwHe20 obuxoda, 6bimoeast XumMusi, NPoOCyKMbi NUMaHuUusi.

[Tpnmevanne—B NCO 2000 «npoaykt» onpegeneH Kak «pesynbrar npoueccar», BKITIOYaoWmMnN YeTblipe
obLme Kateropum nNpoAykKToB [ycnyrn (Hanpumep, TPaHCNOPTUPOBAHME), NporpaMmmHoe obecnedveHune (Hanpumep,
KOMMbIOTEPHbIE NPOrpamMmbl, CNOBapw), annapaTtHble cpeacTBa (Hanpumep, MeXaHudeckue aetanu aBuratens) wu
obpabortaHHble mMaTepuanbl (Hanpumep, cMaska)], U 3TO NOKA3bIBAET, YTO WCMOMb3yeMasli KaTEropusl Npoaykra OCHO-
BaHa Ha npeobnagawowem anemeHte. CrnegoBaTenbHO, ycnyra MOXET BKMoYaTb B ¢ebs NOCTaBKY MPOrpamMmmMHOro
obecneveHunst, annapaTtHbIX CPeacTB n 0bpaboTaHHbIX MaTepuanoB. B pamkax HacTosiwero craHgapta NpUMeEHSIETCS
OTAENBbHOE onpeaeneHne «nNPoaykumum».

3.3 nocTaBLWMUK ycnyru (service provider): Xo3aUCTByOLWAA eanH1LUa, npeagnararowas ogHy 1 donee
VCIVT.

[TprumeyaHNne— Takon XO3ANCTBYIOWEN €aNHNLIEN MOXET ObiTb KakK OTAENbHOE NULUO, TaK N OpraHn3aumsi.

3.4 noTtpebutenb (consumer): OTaenbHbIV YneH obLiecTsa, NnpnobpeTatolmii UMK UCMOMNb3YOLLMIA MPO-
OYKLNI, COBCTBEHHOCTb UMK YCIYTU B NINYHBIX, CEMEWHbLIX I BbITOBLIX LensiX.

[Tpumevanune — Baato wu3 3assneHnsas WNCO/MOK 06 yvactum notpebutens B pabote no craHgapTu-
3aumnu [26].

3.5 3aka3uuk (customer): OpraHusauus nnu nUUo, nony4varoLlee NpoayKT.

lpumep — NMompebumens, KIueHM, KOHEYHbIU roOJsIb308amersib, K/iueHmMm Ha aboHeHMCKoMm ob6cnyxu-
eaHuu, 6ernechuyuap unu nNoKynamersb.

[Tpumevanunme 1 — B nacrosiem ctaHgapte TEPMUH «3aKas34duK» PacrnpoCTPaHAETCs TakKKe Ha MoTeHUM-
anbHbIX 3aKa34UKOB.

[MTpumevanHne 2 — Basaro na NCO 9000.

3.6 yaoBneTBOpeHHOCTbL 3aKa34yuka (customer satisfaction): Bocnpuatmne 3akasumkom cteneHm BobINos-
HeHWs ero TpeboBaHNIA.

[MTpnmevanume 1 — XKanobbl 3akasvmka sIBASAKOTCA 0OWMM NokasaTtenem HU3KOro YPOBHS YOOBINETBOPEHHO-
CTU 3aKa34mka, HO UX OTCYTCTBME He 00653aTenbHO 03HAYAEeT BbICOKMA YPOBEHb YAOBMETBOPEHHOCTU 3aKasuumka.
[Mpumevanne 2 — [axe ecnn TpeboBaHnsa 3akasvmka Obinm cornacoBaHbl C HUM WM BbIMNOMHEHbI, 3TO HE

006s13aTENBHO rapaHTUPYET BbICOKUW YPOBEHb YAOBMETBOPEHHOCTU 3aKa34uKa.
[MTpumevanHne 3 — Basaro na NCO 9000.

3.7 nonb3oBaTtenb/y4vacTHUK (user/participant): Jl1Lo, KoTopoe nonb3yeTcd ycnyron(amu) nocTaBLLMKa
VCIIVT.

3.8 yxyaweHue (impairment): [Mpobnema pyHKLMM OpraHmMamMa UNn CTPYKTYPbI YeioBeKa, Hanpumep, 3Ha-
YMMOEe OTKNOHEHWEe OT HOPMbI UITN NOTEPS!, KOTOPble MOTYT ObITb BPEMEHHLIMWU, HANPUMEP KU3-3a TpaBMbl, UMK
MOCTOSIHHBIMU, NETKUMU UITN CEPBLE3HBIMU, U MOTYT KONebaTbCs Mo BPEMEHU, B YAaCTHOCTK 0bLLLada Aerpagaums ¢
BO3PACTOM.

[PykoBoacteo NCO/M3K 71:2001, 3.4]

3.9 poroBop (contract): CornawieHne, KOTopbIM oaHa UNK bofiee CTOPOH MO OTHOLLUEHWUIO K OQHON UNU
HECKONbKUM ApYyrMM CTOPOHaM NPUHMMALOT Ha cebst 00A3aTenbCTBO oKasaTth YCyry.

3.10 kopekc noBeaeHunA (code of contract): ObellaHne 3aKka3vnKy CO CTOPOHbLI OpraHu3aLUnmn, a Takke
CBA3aHHbIE C 3TUM NMpasuna.

[Tpumevanne 1 — ObewaHuss NPUMEHSAIOTCH OpraHM3aumen B Lensx nogaepXXaHnst 1 rnoBbllLEHUS YPOBHS
yOOBMNETBOPEHHOCTU 3aKa3umka (3.6) n cBA3aHbl C NPoAYKTaMK opraHnsaymm nmbo co B3aMMogencTBUEM OpraHm3auunm
C €e aKryalibHbIMWU U MOTEHUMAalNbHbIMU 3aKa3ydnKamu.

[Tpnumedvanne 2 — Cm. Takke ykazaHua VCO 10001 no kogekcy noBegeHust Ans opraHmn3auuvm.

3.11 obcnyxxmMBaHue 3akas4vuka (customer service): Bsanmoagencreme opraHusaLmm ¢ 3akas4MKkoM Ha
BCEX CTaguax okasaHUsA YCIyri.

[TpnmeyvyaHnune—Baaro ns MCO 10002.
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3.12 okasaHue (delivery): [lenctBre no npeaocTaBneHUO YCNyru.

3.13 yaoo6cTBO N NpocToTa ucnonb3oBaHus (usibility): CteneHb, 4o KoTOpoM onpeaeneHHbIe NoMb30Ba-
Tenu MOryT UCMOoJIb30BaTb NPOAYKLUNIO AN AOCTUXKEHUA NOoCTaBNeHHbIX Lienew ¢ pesynsTaTUBHOCTLIO, 3pdpeKTUB-
HOCTbIO VM YAOBMNETBOPEHHOCTLIO B 3aJaHHOM KOHTEKCTE NPpUMEHEHUS.

(PykoBoacteo MCO/MOK 71:2001, [3.7])

3.14 nomorarwwan TexHonorua/nomorawlyee yctponctBo (assistive technology/assistive device):
YacTb 060pyaoBaHUSA, CUCTEMBI BbINyCKa NPoayKLUMK, annapaTHble K NporpaMmMHble CpeacTBa, KoTopble NPUMEHS-
IOTCH, YTODbLI YACTUYHO YCTPAHUTL, KOMMNEHCUPOBATL UITN YIYYLLINTL PYHKLUWMOHANbHbIE CMOCODHOCTU HETPYAOCTIO-
CODHbIX Ntoaen.

[MTpnumeyaHne— OHM MOIYT ObITb NPUOBPETEHBI KOMMEPHYECKUM MYyTEM B Mpogaxe, MoandnUnpoOBaHbl UNN
MHAWBUAYANU3NPOBaHbl. TEPMUH OXBATbIBAET BCMOMOratenbHble TEXHUYECKME cpeacTBa ANl MHBaANUAOB. TexHn4eckue
cpeacTBa peabunurauum He yCTPaHSIOT HapyLeHusl, HO MOryT obnerdntb 3aTpygHeHusl, KOTopble AaHHOEe NNLO UCMbITbI-

BaeT lNpun BbIlNMOJIHEHUN 3a,El,aHHI;I U OCywecTelieHNn AeATellIbHOCTU B OlipedelieHHblX YCITOBUAX.
(PykoBogcTeo MCO/M3IK 71:2001, [3.3])

3.15 anbTepHaTuBHbIN dpopmarT (alternative format): MHon cnocob npeactaBneHUs, KOTOPbIM MOXET
caenaTtb yCnyr AoCTYnHbIMU NYTEM UCMONb30BAHUA WHBIX BO3MOXHOCTEW NepeaBUXKEeHUA NN BOCTIPUATUN.

[TpumedaHwne—B3aaro nis Pykosoactea NCO/MOK 71:2001.

3.16 xano6a (complaint): BeipaxkeHne HeygoBneTBOPEHNS MO OTHOLLEHWIO K opraHu3aLmm, CBA3aHHOE C
ee nNpoayKkTamu, Unu cam npouecc obpadboTku xanob, npyu KOTOPOM B IBHOM UM HEABHOM BUAE OXNOaeTcs OTBET
N pe3onioLms.

(MCO 10002:2004, [3.2])

3.17 noaaTenb Xanobbl (complainant): Jluuo, opraHuzauna Unn ee NnpeactaBuUTenb, NogaroLLmne xXanooby.

(MCO 10002:2004, [3.1])

3.18 obpaTHan cBA3b (feedback): MHeHUs, KOMMeHTapUK N BblpaXXeHWUsA 3aUHTepPEeCOBaAHHOCTU B yCNyre
N npouecc obpaboTKu Karnob.

[Tpumeyvanwmne— Baarto ns MMCO 10002 n n3 Pykosogctea MCO/M3K 51.

3.19 mepa 6e3onacHocTU (safeguard): Mepa npeaocTopoXXHOCTK, NPUHATAA ANS NpeAoTBpaLLeHUS NN
ocnabneHnsa Bo3aencTBnsA HegocTaTka B KakoM-nnbo acnekTe npeaocTaBneHns yenyri.

4 OCHOBHbIEe NPUHUMUNLI NOoTpebuTenn

4.1 O6WwmMe nonoxeHUA

Ycnyry oxBaTbIBatOT LUMPOKUIA CNEKTP BUAOB AeATENBHOCTU (CM. npunoxeHune A). ObLuune npnaHakm — rpe-
oCTaBMeHne yCcnyrn KoMmMmep4eckor, obLLEeCTBEHHOM UY YaCcTHOW opraHn3aLmen, KoTopon NpeabaABNATCA Npe-
TeH3UW, NOCTaBNATCA NPOAYKTLI UNU NoAaepXKKa, opraHn3aLuns, Ha KavecTBO NpegoCcTaBNeHNs YCIyr KOTOPOWA
noTpebuTens nonaraeTcs, 4acTo He UMest MHAMBUAYaNbHbLIX UNTU HenocpeaCTBEeHHbIX cpeAcTB, YToDbl cyanTh 00
aToM. CneayeT y4nTbIBaTb OCHOBHbIE NPUHLMMNLI NOTpebuTens, onvcaHHble B 4.2—4.10.

4.2 UHdbopmauua

MHdopmaLuna n ee npegocTaBneHne UrpatoT pellaroLlyo ponb B Bblibope, okasaHun 1 3ddeKTMBHOM
MCMONb30BaAHUN YCNYT, MOCKOMbKY, B OTNKMYME OT TakUX NPOAYKTOB, Kak obyBb M NuLla, 34ecb NPUCYTCTBYHOT
MeHee MaTepuarbHble 3NeMeHThI, MoMoraroLLmMe NoTpebuTento oUeHNTb Ka4ecTBO, NPUrogHOCTb AN KOHKPETHOM
Llenu, COOTHOLLEeHMe LeHbl U Bbiroasl U T. 4. MNepegava vHdpopmaumu, ocobeHHo neped noanMcaHuemM Aorosopa,
1 crnocob aToro nognucaHua (BKIoYas nosedeHne nepcoHana) AormkHbl ObiTh NpegMeToM nepBooYepeaHoro

BHMMaHWUSA. Ponb obmeHa WHgopMaunen Ha Kaaom 3aTarne npolecca NpUHATUA pelleHUs npuBeaeHa Ha
PUCYHKe 1.
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BeicTaBneHue cyera
OkasaHue ycnyru

Cpepa ycnyru

ObopynoBaHue

PesynbTaT yCcnyrm

3awumTa

PUCYHOK 1 — QNeMEHTbI YCnyrm n ponb obmeHa nHpopmMmaumen Ha BCeX 3Tanax okasaHus yCryru

4.3 NocTyn 1 UCKNIOYeHne AUCKPUMUHaL UK

[ocTyn K ycnyram — npoun3BoaHoe OT crnocobHOCTK noTpebuntensa no3ronnTs cebe Belly, B KOTOPbIX OH
HY>XKJaeTCs UMK KOTOPbIE XOYET MNONy4Y1Th, a TakKe OT JOCTYMHOCTU 3TUX BELLen AN BcexX noTpebutenen Hezasun-
CYMO OT MECTOHaXOXeHWA, coLpnanbHbIX 1 3KOHOMUYECKNX 0CODEHHOCTEeR, a Takke rU3nYecKnX Nnm ncuxmdec-
KX HapyLLleHWi. MoaTomy, YTobbl 3acnyUTb AoBepue, HeobXoaMMO BUAETL N YYUTLIBATL MHTEPECHI BCEX KITUEH-
TOB (BKtOMasA AeTel 1 Ny, NOXUIIoro BospacTa, obnagaroLmx pasnnuuHbIMU KYNbTYPHBIMA U 3STHUYECKUMU Tpaau-
LMAMU, PU3NYECKMMIN BO3MOXHOCTAMI) C caMoro Hadana pa3paboTkn cooTBETCTBYOLWMX cTaHAapToB. YToOb!
npuaepX1UBaTbCA NPUHLIMNA UCKTIOYEHUS ANCKPUMUHALIMK, CTaHaapThl AOMKHbI rapaHTUPOBaTh, YTO YCIYIr He
oyayT 6ecnpuYMHHO AUCKPUMUHUPOBATL Kakyro-nnbo oTAenbHY rpynny notpebutenei.

4.4 Bbibop

BasoBoe 3Ha4veHue And nonMTUKM B oTHOLLEHUW NoTpebuTenein asnaeTcs nooLlpeHne nx Bbibopa. B ctax-
JapTusaLuMn 3To 03HaYaeT, YTOo cTaHAapT He AOMMKEH YKa3blBaTb Ha Kakoro-nmbo otaenbHOro nocTtaBLLMKa U
CTaBUTb HEHYXXHble OrpaHUYeHnst OTHOCUTENbHO POPMbI OKa3aHWSA yenyrn. PasnnyHbie xapakTepucTUKN YCIyri
OOIMKHbI ObITh cOanaHcKpoBaHbl ¢ NogaepXXaHnemM Haanexallero COOTHOLLEHUS LieHbI 1 BbIFroAbl U KOHKYPEHTHOTO
pbIHKA.

4.5 be3onacHocTb U 3aLlLKUTa

BesonacHoCTh (BKNoYasa rurneHy U gunsndeckyto 6e3onacHoCcTb) 1 3aluTa (Bknovast oUHaAHCOBYHO 3aLLUTY
N HEMPUKOCHOBEHHOCTbL YaCTHOM XXN3HW), CBA3AHHAs C ycryramMmu, ABNsieTCs KNoveBbIM MPUOPUTETOM, C 0CODLIM
aKLIEHTOM Mo 3aLluTe YSA3BUMbIX NULL, HAanNpUMep, AeTeln, N, NOXUMNOro Bo3pacTta, MHBaNMaoB UM Hebnarononyu-
HbIX Nnogen scneacTeme 6egHOCTU UMM HECNOCOBHOCTK (B YAaCTHOCTW, CBSI3AHHOW C AA3bIKOM) NoSiydaTh A0OCTYN K
HeobxoAMMOoW MHGpOPMAaLK 1 MOMOLLIN.

4.6 KayecTBO

KayecTBO — 3TO CTENEHb, B KOTOpOﬁ XadPadKTEeEPUCTUKN YCITYTW YAOBJIETBOPAKOT TDBGOBHHI/IFIIVI I'IOTpGGI/ITEJ'IFI.
HOSTOMy KayecTBO BKIOYaeT B cedbs MHOIMo APVIMX HEMAaTEePUaJIbHbIX CBOWUCTB, COCTaBMAOLLMNX «KXOPOLUYHO»

4
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yenyry. K Hum oTHocaTes dhakTopsbl, y)Ke paccMoTpeHHble B 4.2—4.5, Takue, Kak AOCTYN K NONe3HOM U TOYHOW
MHpopMaL MK, xopoLlee obpallleHWe ¢ 3aKazv4nKoM 1 MYHKTYanbHOCTL NpeaocTaBneHus, a Takke pakTopbl, CBS-
3aHHble C OLIEHKOW BO3AENCTBNSA OKpYXKatoLLLen cpeaibl, U YCTOMYMBOE pas3BUTUE, B T. Y. YCTOMYMBOE UCMNOSb30Ba-
HUE pecypCcoB 1N BO3MOXKHOCTb NepepaboTkm oTxoaoB. [MpocToTa B UCNoNb3oBaHUN IBNAETCA MPU3HAKOM KavyecTBa
0151 OCHOBHOW YacTu HaceneHusl, Ho Takke dakTopoM AOCTYNHOCTU AN NtoAen ¢ TOW N MHOWM hopMoin HapyLLe-
HUIA. Ka4yecTBO, COOTHOLLEHWE LieHbl U BbIrodbl, a Takke 6e3onacHocTb Ana notpedbutenei asnsoTcs LeHTpanbHbI-
M BOMpPOCaMN.

4.7 KomneHcauua

nOTDEGI/ITeJ'II/I AOJ1KHbBI ObITh YBEPEHHBLIMI B OKA3dHWUW YCITYTW, a4 TAKXKE B TOM, HTO MMEKTCH NOAXCAALLNE
cpeacrtBa, YTOOBbI CrpaBUTBCAHA C NHObLIMA 3aTpyaHEHUAMW WU NMPETEH3NAMN, CBA3dHHBIMW C NPEAOCTABI1IEHNEM
YCIYI, HE3aBUCUMO OT TOTO, NPpeaoCTaBJTACTCH I YCI1ylIa BHYTPWU CTPaAHbl WK N3-34d py69>|<a.

4.8 NMpobnembl oKpyXxarLieun cpeabl

3HavyeHune ﬂp06ﬂ8M 0|<py>|<a+0|_|_Le|7| cpedbl O4J14 I'IOTDBGI/ITBJ'IBI?I BO3PACTAET N MOXET NOBJINATE Ha NPUHATHAE
MM PELLEHNA. CDEII{TODI::I BKIHOYaOT B cebs NoAAEPKKY GBDE}KHOFO OTHOWEHWNA K I'IpI/IpOLI,HOﬁ N YenoBe4YeCcKoW
cpeae nyrem CoKpalleHnA 0TXo40B, 3dlldaX0B, LHYMdad U BU3YAJIbHOT O 3dlPA3HEHNA, a4 TAKXKE COXPaAHEHUA MaTepn-
adllbHOIO, KYJIbTYPHOIO N YEJT0BEHECKOI O HaCJ1eAnA.

4.9 NpeacraBUTENLCTBO

OpraHI/I3aLI,I/II/I, 3dHMaOLLNECH pa3p860TI{OI2 CTaHAapToB, ACJI>KHbI obecneynTb NpencTraBUTEIIBCTBO NOTPE-
buTenen Bo BCcex TEXHUYECKNX KOMUTETaX U p860‘-II/IX rpynrax, npeamMmert AeATEeJIbHOCTU KOTOPbIX MMEET BITUAHNE
Ha I'IOTDEGI/ITEJ'IEI?I. Ecnu 3710 HEBLINOMHUMO, OHWU AOJKHbLI UHBIMI cnocobamu obecnevnTb YHET MHTEPECOB MNOoTPE-
6I/ITEJ'IFI, HAlPUMEDP, NMNyTeM KOHCYJIbTA AN, I'Ipvl HEOGXOD,I/IMOCTI/I CaMW CTaHOAPTbl MOTYT NpeaycMaTtpBaTb NMPEL-
CTdBUTEIIBCTBO I'IOTDGGI/ITEJ'IBIZ, HallPUMEDP, NMYTEM KOHCYJ'II::TEILI,I/II?I Blel% pa3pe160T|<e HOBbLIX YCITYI.

4.10 CooTBeTCTBME 3aKOHOAATENMbHbLIM U HOPMAaTUBHbBbIM OOKYME€HTaM

[locTaBLL KN YCIyTr AoJKHbI obecrne4vnTb COOTBETCTBUE U Hagnexalwl i yHert JJ,EIZCTB)/I-OLLI,I/IX 3dKOHOAATEJ1b-
HbIX N HOPMATUBHbIX TDEGOBHHMVI, Ha4YNHAA C CaMbIX PaHHUX cTagui [J1TaHAPOBaAHUA U pa3p860TI{I/I VYCIYTW BIMNOTb
A0 OKa3dHWA YCITYIA N MCINPaBI1EHNA.

5 Acnonb3oBaHMe HacTosLWero craHaapTa

5.1 HacTosilumin ctaHgapT coaepKnT ob3op crnocoboB onpeaeneHns N ydeta MHTEPECOB NOTPebUTEeNs Npu
pa3paboTKe CTaHAAapTOB Ha ycnyri. K ctaHgapTamM OTHOCATCA MeXayHapoaHble, permoHanbHble U HauyUoHalbHbIE
CTaHOapThl, a TakKe oTpacneBble N BHYTPEeHHWe cTaHgapTel opraH1sauu Unn koMmnaHun. Hactodawmmn ctaHgapT
yKasblBaeT obnacTu, B KOTOPLIX MOXHO pa3paboTaTh AeTanbHble TpeboBaHUA Ansl OTAENbHbLIX OTpaCneBbIX CTaH-
0apTOB.

5.2 CneaywoLime AOKYMEHTbI A0MKHbI BXOAUTE B apceHarn paspaboTynka cTaH4apToB:

a) 3aasneHne o nonutuke MCO/M3K «Y4deT noTtpebHocTEN NOXUNLIX Nogen n MHBannaos B paboTe no
cTaHgapTusaunn» [24], a Takke conyTcTByoWwWK ctaHaapT MCO/M3K 71 npegnaratoT paspabotynkam ctaHaap-
TOB W APYIrUM Nnnuuam cuctemMaTuyeckmui nogxoa K Bonpocam, cBA3aHHbLIM CO CTapeHUeEM YU MHBANWAHOCTLIO NMpU
HanucaHun 1 NepecMoTpe MexayHapodHbIX cTaHdapToB. KpoMe Toro, 3T AOKYMEHThI nMoMoraroT TexHU4Yeckum
KOMUTETaM OLEHUTb, HACKOJTbKO OHWU Y4JTXM AaHHbIE BOMPOCHI B CBOUX pabouunx nporpammax;

b) Pykosoacteo MCO/M3K 51 coaepxuTt ykazaHust no obuimm sonpocam dbesonacHocTu. PyKOBOACTBO
NMCO/M3K 50 coagepxut bonee cneuunansHble ykasaHusi No 6e30nacHOCTU AeTen;

C) AeTalnbHble MeTognyeckne ykasaHuUsl OTHOCUTENbHO cnelngpmnyecknx acnekToB okasaHUs yCenyr, Taknum
Kak corfnacoBaHHble Ha MeXXayHapoaHOM YpPOBHE KpUTepun yOOBIETBOPEHHOCTU 3aKasudlka, cogepkallnecs B
MCO 10001, NCO 10002 n UCO 10003, npeactaBnsitoT cobow nofesHoe pykoBoACTBO Mo rnodanbHom 3aboTte o
3aKasuuKe.

[Tpumevvanune — NCO 10001 cogepxnt ykaszaHus no kogekcy nosegeHust; NCO 10002 coaepXunT ykasaHus
no obpabotke xanob; NCO 10003 coaepXunT ykasaHus no yperyrmpoBaHUIO CrOPHbIX BOMPOCOB C 3aKa34nKamu BHE
opraHusauuu.
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5.3 Pa3zgen 6 HacTosiLlero ctaHgapTa coaepXXuT npoueaypy, KoTopyto paspaboTinkn cTtaHaapToB MOTMYT
Mcnonb3oBaTh A8 paboTbl ¢ KNoYeBbIMK cdhepamMu MHTepecoB NoTpedbuTenei, BkYas noTpedHOCTU NOXUbIX
nogen n HBanuaos.

5.4 B pasgene 7 HacTodALero ctaHaapTa U3NoXKeHbl KITlodeBble AN notpedbutensa Bonpockl, KoTopble OH
MOXeT 3aJaBaTh Npu BbIOope, NpuobpeTeHnn N UCNonb3oBaHUM YCIYIK, a TakkKe NoKa3biBaeT CBA3b C pasfny-
HbIMW «3N1eMeHTaMM YCnyru», nepedvmcrneHHsIMn B Tabnuue 1.

5.5 BnemMeHThbl ycnyru, onpegensiemMble UCXoasl N3 KNHYEBbIX BOMNPOCOB NMoTpebutens, MoryT y4UTbIBaTbCS
npu pa3paboTke cTaHOapPTOB opraHM3aLny UK KOMMaHWK, a TakKe oTpacneBblX cTaHAapToB. BHYTpM Kaxaoro
3rIeMeHTa YCnyri BblAenstoTcs HECKONbKO «TeMaTudeckux obnacrten». B pasgene 8 onncaHbl pasnnyHble TeMaTu-
Yyeckue obnacTu Ans Kaykaoro anemeHTa yenyr. YyeTt Bcex TemaTmnydecknx obnacren gomkeH obecneunBarthb yyeT
noTpebHocTen noTpedbutens npu paspaboTke TOro UM nHoro ctangapTta. MNpr okaszaHum OO yCnyru MoXeT
BO3HMKaTb NOCNeAoBaTeNbHOCTb 3TAaNoB NpeaocTaBNeHns YCNyri, Kaxabli U3 KOTOPbIX BKIToYaeT B cebs B3anMo-
OeNCcTBNe MexXxay NoCTaBLLNKOM YCIYrA N 3aKa34vymMKOM.

[Tpnumedanwue—Illpumep, CBA3AHHLIN CO CMNOPTUBHLIM MEPOMPUATUEM, CM. HA PUCYHKE 2; OaHHbIN PUCYHOK
NOKa3bIBAET TaKXe, YTO MOIyT MMeTb MECTO CONpPshKEeHHble, BCMOMOraternbHble BUAbl OeATENbHOCTH.

5.6 B pasgene 9, Tabnuuax 2—6 cogepkaTcsl KOHTPOSbHbIE NepeyHn TeMaTudecknx obnactein, ykazaHHbIX B
pasgene 8, KoTopble NMo3BONAT pasdpaboTymkam cTaHAapToB ObICTPO OXBATUTL BCE NMPUMEHUMbIEe acrneKThbl.

5.7 MNMpunoxeHne B HarnaaHo nNokasbIBaEeT, Kak pasfnnyHble 3feMeHTbl yenyr MoryT npruobpetaTh 6onbLuee
N MeHbLLee 3Ha4YeHue, Korga 3ToT cucTeMaTUYeCcKUin NoAxXoa ¢ UCMoNb3oBaHMEM KOHTPOBHOTO NepeyHs npu-
MeHsieTcs Npu pa3paboTke cTaHAAPTOB B caMbIX pa3HbIX cekTopax cdpepbl yenyr (Hanpumep, B napukMmaxepcKmnx
ycnyrax, roCTUHUYHOM BU3HEece N CTPaxoBaHUU KU3HN).

[TpumedyaHwune— B npunoxeHnn B gaHbl ckopee NpuMepsbl, YeM NOMHbIE CNUCKN BCEX HEODXOAUMbIX
TPebOBaHUN K KaXO0WN U3 3TUX YCIVT.

5.8 B bmbnunorpadunm aaH CnMcoK UCTOYHWUKOB, KOTOPLIMU pa3paboTiMKK CTaHOapTOB MOTYT MoJ1Ib30BaThCH,
4TOBbI 03HAKOMUTLCS ¢ Boree aeTanbHLIMU U cneumdrieckuMn pekoMmeHaaTenbHbIMY MaTepuanamm .

5.9 lNpun paspaboTke HOBOro CTaHaapTa Ha yenyri nogpasymeBaeTcs HaMmepeHne yCTaHOBUTb KpUTEPUU NS
obecnevyeHnsa Hanny4dLlen NpakTUKN, HE3aBUCUMO OT BENUYKMHBLI UMK MECTOHaXoXAeHUs nocTaBLmka yenyr. Oa-
HaKo, YeM CNoXHee ycrnyra, TeM 60JibLUe BO3MOXHbIX CBOUCTB crneayeT ydecTs. HTobbl ynpoCTUThL NPUMEHEHNE
CTaHOApPTOB AaXe caMon MarnoW opraHmsaumen, pekoMeHayeTcs 3apKCUMpoBaTh BOMPOCHI MEPBOCYEPEHON BaXK-
HOCTW ANs1 OTAeNIbHOW CTaHAapTU3NPOBAHHOW YCITYTU NyTEM COCTaBTIEHUS NepeYvYHe KOHTPOJIbHbLIX BOMPOCOB U Ha
X OCHOBe chopMynnpoBaTh HADOP KIHOYEBBLIX KPUTEPUER, KOTOPLIM A0/MKHA YAOBNETBOPATL Masiasi opraHmnsa-
LS. OTO MOXKHO OPOPMUTL B BUAE NpUnoxkeHus (Hanpumep, npunoxenme A Kk UCO 10002).

PUCYHOK 2 UNNIOCTPUPYET NpeaocTasneHne yenyr npodeccnoHanbHbeIM pyTOONbHBIM KIYOOM, MO OTHOLLIE-
HUIO K KOTOPOMY 3aKa34uKoOM SIBNSIETCH 3puTens 2. HekoTopble yenyrn MoXHO npeanaraTs Ha KaXkaoMm aTarne me-
POMPUATUS.

lMpumep — Bo epemsi nepepbiga MOXem u2pamb My3bika, 3pumesiu Mo2ym MoKyrnamb Hanumyku usmiu
3aKyCKU, 8 bIXOOUMb o caouM desiam.

BcrniomoraTtensHble BUALI AeATENBHOCTU BKIHOYAOT B cebs Apvrne yCiiyrn TemM >Ke 3akKa34mkamM, HO HE CBAH-
3dHHbIE HENOCPEACTBEHHO C MaTHEM, HAllpUMEP, NPoAa)Xy MNpeaMeToB C CUMBOJITNKOW Knyﬁa NJTA BbIlTYCK XXYPHAa-
na. Bce 3T BUAbLI AeSATENBHOCT A0 KHbI ObITb XOPOoLUoO Cru1iaHMpPOBAHbI U OCYLLIECTBJIEHbI, YTOObI KOHEeYHas YCI1y-
rd YAOBJIIETBOPWI1d 3dKd34HMKA.

1) Bubnvorpaduva He SIBNSIETCA cYepnbIBaOWENn. PekoMeHayem nonb3oBaTensaM NpoBepPsiTb HANUuUMe TEeKyLLMX
OOHOBNEHMW MU ganbHENWINX NyONuKaumMn, a TakkKe UCKaTb Ha MHTEPHET-canTax AONONMHUTENbHbIE MaTepuansbl.
%) basupyeTtcsi Ha MCO 9000 «oTkpbIBaeT cyeT B npodeccnoHansHom dyTbone — Ho KTo 3akasumk?»27].
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[lpeaBapuTenbHan
TpaHCaKuus

[lpenocraBneHune UHpopMaLn D

TpaHcakuus

4

OKa3zaHue ycnyru

[Mpopoaxa buneTos

[MpnbbITUE Ha CTagunOH

PaamelleHMe Ha TPUbyHe

BcnomorarenbHas
AeATeNbHOCTb, Hanpumep

[lepBas NnonoBMHa Urphl npogaxa npegMeToB

C CUMBONMKON KInyba

[lepepbiB

Bropasi nonosuHa urpbl

YXo4 co cTaaguoHa

OkasaHue

KoMmneHcauus nocneaywoLwmx
ycnyr

I I-I-I-I-I-I-I-I

PUCYHOK 2 — [pumep atanoB npegoctaBneHus yenyrn (npodeccnonanbHbin pyToon)

6 YueT 3anpocoB notpedbutens npu pa3paboTke cTaHAApPTOB

KoMuTeTbl MOryT cHecTb noneaHbIM npouece’’, nokasaHHbI Ha pucyHke 3, Ans obecnevyeHust BolIBIEHUS U
y4yeTa KITto4eBbIX BONPOCOB NoTpebutenen npu paspaboTke HOBOro ctaHAapTa Ha yCnyry Ui npu Kaxkaom nepe-
cMOTpe cyllecTBytollero. MNpouecc naeT cneesa Hanpaeo, ¢ yKkazaHUAMU N0 AOCTUXKEHUIO Kaxkaow 13 Lenen,
npuBeAeHHbIX B CTONOLAX HUXKE.

ObecnevyeHune 5
OnpegenexHune y a3paborka Ob630p [Tybnukaumns
XOpOLEN coaepKaHus
npoeKkTa craHgapTa npouecca cTaHgapTa
OCHaLLEeHHOCTMU cTaHaapTa
KOMUTETA

Onpeaenntb: ObecneynTn: Mlchonb3oBaTb Ha- ObecneynTnb: ObecneynTnb:

-  Ha3HauveHwue, - NPUCYTCTBUE |[CTOAWMMN U apyrue - yTO0bObI TPEDOOBA- - BO3MOXHOCTb
npeametr n obnacTtb | npeacraBuTeNen No- | ctangapTbl Kak Mo- |[HUA K NPUrogHoOCTU, | BOCNPOU3BEAEHUS
NPUMEHEHUSA CTaH- | TpebuTenen B KOMU- | MOLWb B onpeaeneHnn: |cogepxawmnecs B | cTaHOAapTa B anbrep-
napTa; TeTE; - OTAEenbHbIX MO- |cTaHgapTe, bbinn oue- | HaTUBHbIX hopmaTax;

PucyHok 3 — OnpegeneHne BONPOCOB NOTPEBUTENEN HA KaXOAOM 3Tane
pa3paboTkn cTaHgapToOB Ha ycnyru, nucTt 1

1) Ha ocHoBe npouecca, onucanHoro B Pykosoactee MCO/M3K 71.
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- TEKYLLYIO YO0B-
NETBOPEHHOCTb YChy-

ron (pacrnonoXxutb nNo
CTENEHU NPUOPUTET-
HOCTU KITHOYEBbIE BOI-
poCbl noTpebuTens);

- TEKYLLYIO OOCTYI-
HOCTb YCIyrv ans wm-
POKOro Kpyra notpe-
butenewn;

- B3AaNMMOeNCTBUeE
Mexay noTtpebute-
NemM 1 NOCTaBLMKOM
YCITYTW.

MCTOYHUKN:

- NOCTaBLWMWMKN YC-
Ty,

- TPynnbl NONb30-
BaTteneu,;

- ONPOCHI NOSb30-
BaTeneun, Pokyc-rpyn-
MNbl;

- JAHHbIE O Xano-
bax;

- PYKOBOACTBA W
NONINTUKN, HarNpumMep,
PykoBoacTBO
MCO/MO3K 350,
PykoBoacTBO
MCO/MO3K 51,
PykoBoacTBO
MCO/MOK 71

nenm v gpyrux, B Le-
NOM 3aNHTEpPECOBAaH-
HbIX CTOPOH;

- 0by4veHne une-
HOB KOMWUTETAa, He-
3HAKOMbIX C npouec-
COM pa3paboTKku
CTaHOAapPTOB;

- OOCTYMNHOCTb KOH-
PepeHL-3anoB U T. 1.
0N UHBANWAoB;

- OOCTYIMHOCTb
OAaHHbIX MO ApPYyrum
BONpocam, Hanpwu-
Mep, AAaHHbIX O Xano-
bax noTpebutenen,
HECYACTHbIX CIydasix
n gpyrux npouclue-
CTBUSIX

HUA PUCKOB (CBA3aH-
HbIX ¢ Be3onacHOC-
TbiO, HAOAEXHOCTbIO U
PUHAHCOBbLIMU 3a-
Tpatamun) 3a CYeT yC-
TAHOBITEHUSA HOBbIX
MM MNOBbIWEHHbIX
TpeboBaHWK;

- nyTen obecneve-
HUA MAaKCUMAalbHOW
OOCTYIMHOCTU YCNYyIru
LLUINPOKOMY KPpyry
NOoNb30BAaTENEMWN,
BKIIOYMas, Npu Heob-
XO0AUMOCTK, peabunnu-
TAUNOHHbIE TEXHOIO-
TUWN;

- nyTen obecneve-
HUA XOPOLWNX OTHO-
LUEHMN MEXAY NOTpe-
butenem m NocTas-
LLUIMKOM YCIYIW;

- nyTen obecneve-
HUA MAaKCUMAalbHOW
OOCTYIMHOCTU YCNYyIru
LNPOKOMY KPpyry
NoNb30BaTENEMW;

- noTpebHOCTEN
ManbIX OpraHm3auunu,;

- NOAXOAsALWLNX Me-
TOOAOB OLEHKN yCnyru
C TOYKU 3PEHUSA OXU-
oaHMn  nortpeburtens

OKOH4YaHue
ObecneveHune baspaboTka
OnpeneneHune XOpOLLEN ConepxaHus Ob630p [Tybnunkayms
npoeKra craHgapTa OCHALLEHHOCTH npouecca cTaHpapra
cTaHaapTa
KOMUTETA
- NOCTaABLWUWKOB W - YPaBHOBELWEH- | TpebHOCTEN N 3aD0T | HEHbLI, HanNpumep, - HaAnMu4yune nnadHa
Nnonb3oBaTENeEN ycny- | Hoe npeacTtaBuTENb- | MOTEHUMANbHBIX MO- | rpynnamMmu nonb3oBa- | MPUMEHEHUA, BHE-
ru, nognexawewn | CTBO NOCTaBLWUKOB | Tpebutenewu; TENewu; OPeHUs U NpoaBuXKe-
cTaHgapTn3auum, YCNyr;, nonb3oBaTe- - NYTEN yCTPaHe- - yT0b6bI A3bBIK U | HUA cTaHgapTa

TEePMUHbI cTaHAapTa
ObiMn npuemnemb
AN Nonb30BaTENEMWN,
KOTOPbIM NpeaHa3s-
Ha4YaeTcs JaHHas ycC-
Nnyra;

- YTODbI NPOEKT
bbin po3gaH LWNPOKO-
MY KPYIy 3anHTEpPECco-
BaHHbIX Nny,

PUCYHOK 3, NUCT 2

7 TNaBHble BONPOCHLI NOTPeOUTENs, noanexawme y4vyeTy

7.1 MNpw BbIBOPE, NpNobpeTeHnn NN NPUHATUM YCIyT NoTpebuTen MoryT 3agaBaTh pasfiMyHbIe BOMPOCHI,

KacatoLLMecs KaXkgoro atana okasaHusa ycnyrin. BepostHo, paspaboTka cTaHaapTOB, OTHOCALLIMXCSA K 3TUM BOMPO-
cam, NOBbLICUT A0OBEpPUE CO CTOPOHLI NoTpebuTend. YKanobbl 3akazunKkoB 1 AaHHbIE UCCNeaoBaHUN TaKKe JOMKHbI
ObITb M3yYeHbl, YTOObI TpeboBaHWA cTaHAapTa Ha YCnyry agekBaTHO y4UTbIBanu Te obnactn HeyaoBNeTBOPEHHOC-
T, KOTOPbIE UMEOT A5 NoNb3oBaTeNne ocobyo BaXXHOCTb.

7.2 Tabnuuya 1 npruBOoANT BUAbLI BONPOCOB, KOTOPbLIE MOIYT 3ajaBaThk NoTpebuTenu, N NpoeLunpyeT Ux Ha
3NeMeHTbl YCNnyrn, KoTopble cneayeT y4ecTb Npun paspaboTke Nwoboro ctaHgapTa Ha yenyry ana notpedbutens.
Bonpockl cBA3aHbl C MOCTaBLLMKOM YCNyrn Mnn obcnyXneaHmem go npnobpeTeHnsa/NpuHATUA YCNyrn Ha aTane
3aKTHOYEeHNs JoroBopa, BO BpeMs oKaszaHWa YCnyri 1 nocrne npogaxu/npuHAaTmusa yenyri, BO3MOXHO, Korga Cpok
OeNCTBUSA oroBopa UCTEeK UK Npu JOCPOYHOM pacTopKeHnn aorosopa. Cnrcok BoNMpocoB HEMOTOH; MOTYT BO3-
HUKHYTb MHble, crieundmnyeckre anst KOHKPEeTHbIX ceKTopoB cdepbl 0OCNyXKMBaHWS BOMPOCHI, KOTOPbIE TAKKe MOX-
HO pacnpeaennTb No 31eMeHTaM YCIyriu.

8
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7.3 Ycnyra moxeT npeactaBnsaTb cobol otaensHoe cobbiTne (Hanpumep, NPUCYTCTBME HA MY3blKanbHOM
KOHLLepTe, HaxoXaeHne B KypopTHOW FOCTUHULIE N onepauuto B 6onbHULE) Unun BbITb HEMpepbIBHOM (Hanpumep,
okasaHue ycnyr tenedoHun). OHa MoOXeT COCTOATb U3 OAHOro AeCTBUSA UMK BKIOYaTb B cebs HECKOMNbKO Aeli-
CTBUWI, Kak NokasaHo Ha pUcyHKe 2. [MpnumMmepbl BO3MOXHbIX YCNYT NpUBeAeHbI B MPUIOXKEHUN A.

Tadbnwya 1 — KnodeBble BONPOCHI, KOTOPbIE MOIyT 3agaTb NMOTPEOUTENN, U 3NEMEHTbI YCIYIN, K KOTOPbIM OHW

OTHOCHTCH

Bonpockl notpebutenen

SNEeMEHT yCnyru

Bonpocbl 40 3aknioveHns A0roBopa, Kacawwpecss NocTaBWMKa U CaMoOn YCNyrwu

1 [loBepsto Nn 51 NOCTaBLWMKY YCIyrn?

[ToTpebHOCTb B npeaBapuTenbHOW MHMOpMAaLMKM O YECTHOCTU, J0BPOCOBECTHO-
CTW, penyrtauuun, KpeaunTocnocobHOCTU, HAAEXHOCTU, BbICOKOM Ka4vecTBe OOCNyXu-
BAHWUS U T. IN.

HgbopmMayus MoXxem ucxooume HerocpeocmeeHHO om riocmasuuxka ycryeau,
8 M.y. fymemM accouyuayuu ¢ HaslgaHueM mopaoeou Mapku U/uiu Ucriofb308aHUus
KooOekcos, kacaruwuxca obenyxueaHusa 3akasquxka. OHa makxe Moxem UcCXo0umkb
oM mpemabUX CMOPOH, MaKux Kak opeaHusayuu rnompebumeneu u opyzaue opea-
Hu3ayuu, oyeHusaruwue ycryau, a makxe om opa2aHo8 1o cepmuchukayuu, rpoeo-
OAWUX OUEHKY CO0meemcmaeus

[TocTaBwuK yenym.
ObmeH nHopmaumen.
Punpma-nocraBLUK

2 Vimetro nn s npaeo Ha ycnyry?

Hekomopsie ycrnyau 0ocmyriHbl aceM. [ rnofb308aHUs Opyaumu yeityaamu HyX-
HO y0085r1emaeopsams OripeOerieHHbIM YCI08UAM, HaripumMmep, OMHOCUMernbHO 803-
pacma umnu HaebIKo8

3akKa3s4uk.
ObmeH mHdhopmaumnen

3 Pacnonarato nu s1 goctartouHon nHdpopmaumnen ob ycnyre, Nnony4eHHOn OT Mo-
CTaBLUMKa yCnyru, Ytobbl ObITb B COCTOSIHUU NPUHATE BEPHOE PELLEHNE C TOYUKWN 3pe-
HUA UEHbl, COOTHOWEHNA UeHbl N Bbirogabl, UMEKLWNXca onunum v T. n.?

ObmeH nHdopmaymnen

4 Mory nu A NOHATL MHPOPMALUUIO, NENKO €10 MOoNb30BaTbCA, ABNAESTCA NN OHA
NOCTATOYHON, HO HE YpPe3MepPHON?

ObmeH nHdopmaymnen

5 CyLLEeCTBYIOT NN acnekTbl, Kacalolyecs NnocTasLmKa yenyru unm camon yeryru,
KOTOpPblE MOIMMMK Obl NOBNUATHL HA MO€ peLlleHne?

Harnipumep, oKkpyxarwwasa cpeda, 30pasooxpaHeHue u be3onacHocms, colu-
anibHble acrieKkmel/8rUSHUSA op2aHulayuu unu ycrnyau, coyuarbHas omeemcecmaeeH-
HOCMb

[TocTaBWMK yCcnym.
ObmeH nHdopmaymnen

6 Beayt nu cebsa co MHOM opraHmn3aumsi U ee NepcoHarn BEXNMBO, MNOMOratoT Nnu
MHEe"?

[lepcoHan.
ObmeH nHdopmaymnen

/ Jlerko nn mHe cBsA3aTbCH C opraHu3aumnen?
Hanpumep, yacei pabombl opuca, caum, becrinamHasa mernegoHHasa NuUHUSA
[1000EeXKKU, C8A3b 10 SJTIeKMPOHHOU riodyme u m. .

YCnoBusi oKkasaHust yCIyrn.
ObopyaoBaHue.
ObmeH nHdopmaymnen

8 YunTbiBaeT nu opraHn3aumst Mmou crieymnumnyeckne noTpebHOCTN U orpaHnye-
HUA"?
Haripumep, rioxurnsie moou, uHearnuobl, MOMTO0EXb, UHbIe Kylbmypbl U A3bIKU

O lMNoHnmatro nNn s goroBop (MNn nogpasymeBaemMbin JOroBop)?

YCnoBust OKaszaHusi yCnyru.
ObopyaoBaHne

Iorosop.
ObmeH nHdopmaymnen

10 [laeT nn MHEe JOroBop AO0CTATOYMHO MHMoOpMaUUK, YTODbI NPUHATEL 0DOCHOBAH-
HOe pelleHne?

Haripumep, AcHO nu oripederieHel rpasa u 0bsgzaHHoCcmu riokyriameris, rnpooas-
ua u mobou mpembel CMOPOHbI, UCMOMB308aH JlU cmaHoapmHbii ¢ghopmam, ripe-
OyCMOMpPEHO 11U fpaeo omkaisa om 002080pa

Ilorosop.
ObmeH nHdopmaymnen

11 Mory nu a1 ACHO NpeacTaBuTb, YTO MHE AacT ycnyra?

OkasaHue ycrnyrmw.
ObmeH nHdopmaymnen
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OxkornyaHue mabnuubi 1

Bonpockl notpebutenen SNEeMEHT yCnyru
12 Mory nv 51 nonpoboBaTtb ycnyry? YcnoBus npegoctaBrieHns
YCIyTI.
ObopyaoBaHue.
ObmeH nHdopmaymnen
13 ECTb N1 y MeHs BbIDOP Mexay pasnuyHbiMKU TUMaMKW UNWU YPOBHAMM YCIYIN, OkaszaHune ycnyrm.
a ecrnn ga, pasbACHEHO N 3107 YcnoBust okasaHusa yCryrm.
ObopyaoBaHue.
ObmeH nHdhopmaumnen
14 Mory nn s BOCNONb30BaTbCH anbTe€pPHaATUBHbIMKM cnocobammn onnatbl W BoicTaBneHne cuera.
Pa3bACHEHO NN 3TO7? YCcnoBus oKkasaHus ycnyru.
Hanpumep, onnama o ViHmepHemy, criucaHue ¢ baHKo8CKoz20 cyema ObopyaoBaHue.

ObmeH nHdopmaymnen

Bonpocbkl 06 okasaHun ycnyrm

15 MNMony4alo nNu 9 7O, HA YTO paccuUnTbIBaN TEM Crocobom U B TOM KavecTBe, Ha OkasaHune ycnyrw.
KOTOpPOE paccyntbiBan? Pesynetar okasaHua ycC-
nym

ObmeH nHdopmaymnen

16 lNpepocrtaBnsaerca nNu ycnyra Hagnexawmm obpasom, ¢ cobnioageHnem He- OkaszaHune ycrnyrm.
NPUKOCHOBEHHOCTU YaCTHOW XU3HW, C YY4ETOM Npobnem okpyxarwuwen cpesbl, a Pesynbrat okasaHuAa Y-
Takke 6e3 yuwepba 340p0OBLIO UMK OKPYXKatowen cpene? Nym.

—CINU HET, KakK MHE MNONyYnuTb NoMOLb? ObopyaoBaHue.

Haripumep, no menegoHam ciiyxbbi no0o0epxKKu YcnoBust oKkasaHus yCryr.

Mepbl 6esonacHocTw.
ObmeH nHdopmaymnen

17 MNpepocTaBnseTcs N ycnyra BeXIIUBbLIM, Pa3yMHbIM, APYXentobHbIM 0bpa- [lepconan.
30M U C Hagnexawmm OTHOLWEHUEM? ObmeH nHdopmaymnen

Bonpocbl 0 nocnenpoga)XHoMm obcnyXMBaHUn/obcnyKMBaHMM nocne
NPUHATUSA YCNYTU

18 Kak 51 mory nogatb »anoby u CKONbKO cywecTByeT cnocoboB nogadm Ha Mepbl 6e3onacHocTw.
BblOOp? ObmeH nHdopmaymnen
19 ObpabaTbiBaeTcs nNM Mos xanobda HemMeaneHHO, BEXITMBO U KOMMNETEHTHO, [Tepconan.
HE3aBUCUMO OT TOro, MNpPeaocTaBnsieTcsl U ycnyra BHYTPWU CTPaHbl UMW N3-3a ObmeH nHhopmMmaunen
pybexa?
20 Mory nu a1 BOCNosib30BaTbCs yCrnyramm He3aBMCMMOro nuua ansa paccMmoTpe- [lepcoHnan.
HUSA MOEW Xanobbl, ecnn opraHn3aumnst He ynagut geno? Mepbl 6esonacHocTw.
ObmeH nHdopmaymnen
21 MoxHo nn, npu HeobxoanmocTn, obpatutbCsl B CNyXOy 3SKCTPEHHOW Mepbl 6e3onacHoOCTH
nomMoLwmn?

8 [leTanbHbLIN y4YeT 3MIEMEHTOB YCIYIrn N CBA3aHHbIX C HAMMN TEMATUYECKUX
obnacren

8.1 ObLWwmne nonoxeHus

ONeMeHThI YCIIVT, YKa3aHHbIE B pa3fElie {/, OTHOCATCH K CTOPOHAM, yHACTBYHLLWM B OKa3dHWUW YCITYTA
(I'IOCTEIBLLI,I/II{y, CbMpMe-I'IOCTElBLLI,I/II{y, NepcoHasiy 1 3a|<aal4|/||<y), aTdllaM OKad3aHWA (3&1KJ'II-O‘-I€HI/II-O A0IroBOpPAa, BbICTAB-
JIEHNKO CHETa N OKAd3dHNIO ycnyrm), d TAdK)KE K CBA3dHHBIM C HUMIW aCNEKTAM, KOTOPbIE MOT'YT ObITb HACTONBKO Xe
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BaXKHbI (YCNOBUAM OKaszaHWsa ycnyrn, obopyaoBaHuto, pesynstaty n mepam besonacHocTu). MNepenada nHdpopma-
LMK ABNSETCS KITHOYEBbLIM aCnekToM oKa3aHWUs YCIyrn ¢ TOYKN 3peHns noTpebunTtens, Ha Bcex atanax okasaHus
ycnyrn. Kpome Toro, obmeH nHgpopmMaume MMeeT OrpoMHOe 3HauYeHne BHYTPW opraHu3aLnmy, okasbiBatoLLEen yCny-
ry, a Takke Mexay NocTaBLLMKOM yYCnyrn n pupmamu-noctaslmkamm. PucyHok 1 nokasbiBaeT BaXKHOCTb 0OMeHa
MHpopMaLMel Ha Bcex aTanax NPUHATUSA YCNyrn U ee okasaHus. BHYTpUY KaykaQoro anemeHTa ycnyru cyLecTByeT
HECKONbKO TemaTundeckx obnacTen, KoTopble creayeT ydnTbiBaTh, nogpobHee o HUX cM. 8.2—8.14. BaKHOCTb
OTAeNbHbIX TeMaTu4Yecknx obnacten 3aBUCUT OT cekTopa, AN KOToporo paspabaTtbiBaeTca ctaHgapT. B pasge-
ne 9 nHpopmaumsa no 8.2—=8.14 npeacrasneHa B popMe KOHTPOIbHbLIX NepeYHel, KoTopble npegnararoTca Ans
yaobcTea paspaboTymkam cTaHa4apToB.

8.2 [NlocTaBWMUK yCcnyr
8.2.1 Obwme nonoxeHus

[TocTaBLUWK YCNYrKM MOXET NpeaocTaBnsaTh oAHY UM HECKOSTbKo yenyr cnekTpa. OHKM MOryT BKIHoYaTh B
cebs:

- KBannpuLUMpoBaHHbLIE COBEThI UM MOMOLLL (HAanpuUmMep, ropuanvecKkyro KoHcynsTauuo N goUuHaHCOBbLIE
ycnyri);

- COLIT HEMaTepKWanbHbIX NPOAYKTOB (HANpuUMep, CTpaxoBaHUe);

- 0byYveHKe 1 NoAroTOBKY KaapoB (HanpumMmep, Kypcbl MHOCTPaHHbIX SI3bIKOB, 0Oy4eHne CnopTUBHBIM ANCLMN-
nrHamM nnn apyrum snaam ersnyeckon AesiTeNbHOCTN);

- pa3MeLLeHne 1 oTAbIX (HanpumMmep, roCTUHKLA, peCcTopaH Un TeaTtp);

- OpPraHM3oBaHHYIO U HANpaBASIEMYIO AeATENTbHOCTL (B OCODEHHOCTN CBSA3AHHYHO C TYPU3MOM);

- caadvy HanpokaT 0bopyaoBaHuUs (HanpUMep, MHCTPYMEHTOB, NMOMELLEHUI, KaK B Criyvae areHTCTB Mo caade
B apeHay, Un HemaTepuanbHbIX MPOAYKTOB, Kak B cnyvae npoBanaepoB ycnyr MIHTepHeTa);

- YXO UINn NeYeHne (Hanpumep, napukMmaxepckue nnmn ycnyr anstepHaTuBHoOW MeauumHbl).

8.2.2 MeHeOXXMeHT KavecTBa

KayecTBO BKNOYaET B cebst MHOXKECTBO pakTOPOB, CMOCODCTBYIOLLMX 0becneveHuto nocrnegoBaTenbHOro
Ka4yecTBEHHOro okasaHusa ycnyri. Cneundunyeckme otpacneBsle cTaHaapThl Ha yCnyry MoryT notpeboBarts cobnto-
neHus, Hanpumep, MCO 9001 (ycTaHaBnuBatoLlero TpeboBaHUA K CUCTEME MEHEMKMEHTA KadvecTBa, KoTopas
MOXET NUCMOJIb30BaTLCA BHYTPU opraHusauum, ansi ceptudonkaLnm Unm npuy saknoyYeHn goroBopoBs), U/nnn onpe-
OeneHus KroYveBbIX TpedboBaHW K Ka4eCcTBY B JaHHOW OTpachu.

8.2.3 MeHea)XMeHT oXpaHbl OKpyXallLllen cpeabl

Ycnyrn MoryT okasblBaTb BO34EUCTBME HA OKPYXKaoLLLYH cpeay MHOXECTBOM MNPSAMBIX 1 KOCBEHHbBIX CMOCOo-
OOB, HAaNPUMep, Yepes YHUUTOXEHNE NecoB paan co3gaHnsa KOMAOPTHLIX YCNOBUA AN TYPUCTOB B HE OCBOEH-
HbIX MPeXae MecTax, Yepes NoBblLLeHHoe NoTpebneHne aHeprim Npu NepeBo3ke Naen UM NPoAYKTOB U Yepes
yTunusaumo otxonos. Pykosoacteso MCO 64 oo HeKoTopol cTeneHn NPUMEHNUMO K OKa3aHWHo yCnyr, MHOTMe 13
KOTOpPbIX BKIOYAOT B cebs npegoctasneHue npoaykumn. OTpacnesble cTaHaapTel MOryT TpeboBaTh cobntogeHus
NCO 14001 vnun, BMeCTO 3TOro, ycTaHaBMBaTb KINoYeBble 3Konorndyeckme TpeboBaHusa AN COOTBETCTBYIOLLEN
oTpacnu.

[TpnumeyaHune—CywecTByeT psag MeEXAYHAPOAHbLIX CTAHAAPTOB HA MEHEPKMEHT MO OXpPaHe OKPYXatoLen
cpeabl, BKMOYas CTaHAapTbl Ha 3KONOINMYECKMEe Aeknapaumm U OUEHKY XU3HEHHOro ymkna. VX HenornHbin Crincok
cogepxutcs B bubnuorpadcum.

8.2.4 MeHeaXMeHT oXpaHbl 340pOBbA U 6€30MacHOCTU Ha NPOU3BOACTBE

BONbLIWHCTBO CTPaH MMERT HalMoHanbHble TpeboBaHUA 1 cornalleHusd, onpeaensitolline HeKOTopble ac-
NeKkTbl 0XpaHbl 340P0BbA N De30NacHOCTU Ha NMPOU3BOACTBE;, KakKMe U3 HUX MPUMEHUMbI, 3aBUCUT OT YCIyTrK, Ha
KOTOpPYIO paspaboTaH cTaHAapT. HacTo BCTpevaroTCca pacxXxoXaeHUda Mexay 3akoHo4aTelbCTBOM, AeACTBYIOLLNM
B CTpaHe, B KOTOPOW 3aKrnoyaeTcd A0roBOp Ha YCIyry, N 3aKoHOA4AaTeNnbCTBOM CTPaHbl, B KOTOPOW OCYLLECTBIAET-
csl e cTBUe (Hanpumep, npu nNpuobpeTeHnn NyTEBKN Ha OTAbIX). 3TO MOXET HeNnocpeACTBEHHO MOBNUATL Ha
noTpedutens (Hanpumep, NPoACIKNTENbHOCTE CMEHbI, paspelleHHas Anga BoanTenst asTobyca, MoOXeT UMEThb
noTeHuuanbHble nocneacTeBua Ansa 6e3onacHOCTU) UMK noanexartb ydeTy (Hanpumep, «3TUYeCKUny» nokyna-
TeNb YCNyT).
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8.2.5 KpegutocnocobHocTb U apyrue puHaHCcOBbIe acneKTbl

KpeanTtocnocobHOCTL NOCTaBLLUMKA MHTepecyeT nokynaTens nobon ycnyri, Ho 0CoBeHHO, Koraa OH XOoTenn
Obl paccuUnTbIBaTb Ha A0NTOCPOYHOE BIIOXKEHWE CPeACcTB, Hanpumep, MHAMBMAYanbHyr neHcuto. MHorne ctpaHsbl
MMET HaLMOoHanbHble TpeboBaHWS 1 cornalleHns, perynupyolne HekoTopble acnekTbl dUHAHCOBBLIX YCNYT, KO-
TOopble creayeT yunTbiBaTh NpU cocTaBneHnn TpeboBaHWA CTaHOJapTOR, B YACTHOCTK, MOCKONbKY OMHAHCOBbLIE
YCINyrn ABMATCA pacTyLlel YacTbto rnodanbHoro peiHka. K acnekram, KOTopble HYXKHO YY4eCTb, OTHOCATCH CTpa-
XOBaHWe OTBETCTBEHHOCTMW.

8.2.6 [lobpocoBeCTHOCTL

ﬂ,OGpOCOBECTHOCTb NOCTaBLLUWKA YCITYTN MOXKET PETYIJIMPOBATbCH I'IpOCbECCI/IOHaJ'IbH bIMA N BHYTPEHHWUMIW KO-
AEKCaMW OplraH n3aunmn, OTHOCALLIMMNCS HENoOCPenCTBEHHO K AaHHOW OTpAaC]In. OHU MOTYT OXBATbIBATb TAKUE TEMBbI,
KaK OTBETCTBEHHAA PEKITAMa, MEeTOAbI NpodaKn U1 COOTBETCTBUE HaUNOHaJ1bHbIM TDESOBHHVIFIM N COMJTaLlUEHINAM.
KDOIVIe TOlo, NOCTABLLUWKA YCIYT obaA3aHbI npnaepxXxmMBartbCH BCEX 3dKOHOB N NOA3aKOHHbBIX dKTOB, PaClpOCTPaHA-
HOLLMXCHA Ha X OplraHN3alni.

[TpuymevanHmne 1 — MOXHO cCbinaTbCA Ha Apyrve craHgapTbl, OTPpacneBble UMM BHYTPEHHUE KOOEKChl opra-
HU3aUuun, HaANnpuMep, Kacarwwmecst OTBETCTBEHHOWN PeEKIaMbl.
[TpumevaHne 2 — Cm. tarke NCO 10001.

8.2.7 Bo3aMOXHOCTH

Obbem pPeCypCcoB CPraHn3alli MOXKET BJITNATE Ha MEPbI be3onacHocCTH, AOCTVYIHbIE 3aKa34NKaM. CneaoBa-
TeNbHO, HEOBXOAUMO MO3abOTUTLCA O MUHUMATTbHBLIX TDEGOBHHMFIX KaK Hd YpPOBHE OPpraHU3allin, TaK N NMYTEM
cornaweHun ¢ APVYIMMI NOCTaBLUMKAMW YCITYI, HalNpUMep, CETAMN MUHU-TOCTURHWUL, TUTA «KKPOBaATb N 3aBTPdK»,
YTODObLI OHW, [MPw HeobxoaMOCTH, MO NnepenanpaBlidTb 3aKa34HMNKOB APVYI APVIY.

8.2.8 CounmanbHaa oTBeTCTBEHHOCTb

CounanbHasg OTBETCTBEHHOCTL — OTKPbITad AJlA MHTEPIpeTalii, 06LIJI/IpHElFI ccbepa, B PaAMKaX I{OTODOﬁ MOTYT
CyLLeCTBOBaTb MEXAYHAPOAHbIE COlT1dalLUIEHWA, HALLMOHAlIbHbIE TDBGOBHHI/IFI N COlNJTalleHnA, a TaKXKe BHYTPEHHUE
TDEGOBHHMFI OoTAEIbHOW opraHA3aui U1K OTPAacCIiA, HallpyMep, B CBA3N C 3aboTon o COTPpyAHWKAX, Opr}I(aI-OLLI,EH
cpege it AeTCKMM TPYAOM.

[TpnmeyaHne— B HacTosilwee BpeMsi paspabaTbiBAeTCA MEXAYHAPOAHbLIW CTAHAAPT, COAEPXaLLMA YKa3aHUS
Nno counarnbHOU OTBETCTBEHHOCTMW.

8.2.9 TpyaoBble pecypchl

HMcneHHOCTL, HaBbIKM M KOMNETEHTHOCTb NepcoHalia MOTyT BJTMATb HA 6830I'IEICHOCTI:, 3dlLUATY WK MepPbl
be3onacHoOCTH. CnenoBaTenbHO, MOXET Mo -Iaﬂ,OGI/ITI::CFI YCTAHOBWTb B CTAHAAPTAX TDEGOBHHI/IFI KTOCTaBLLUMKY YC-
JIYT B OTHOWEHWW KaAdpPOBbIX BOMNPOCOB, HANPpUMMEP, MUHMallbHOE YNCITO COTPYAHWUKOB (B 1. 4., 1de 31O Olpele-
JIASTCA TUTIOM MNMOCTAaBLUWNKA yCJ'IyF), NX KOMNETEHTHOCTb W MUHWMaAllbHOE HANCJ10 MEHE)KEPOB HA OlpedeljieHHOEe
YNCJ10 DHGOTHVII{OB.

8.3 ®pmMbI-NocTaBLLUKNA

OpFaHI/I3aLI,I/II/I, ABJTAOLLNECH NOCTABLUNKaMK MO OTHOLLUEHWH K TNTOCTABLUWKY YCIYI, CAMIA MOT'YT MMETb NOJ10-
KATEITbHOE UITN OTPpUUaTEeJ1IbHOE BJIIMAHNE Ha Ka4€CTBO KOHEY HOW YCIYTW, KOTOPAA NpeaoCTaBJ1ACTCH 3dKa34UKY.
MoxkeT 'IOHEILI,OSI/ITI::CS:I onpeageisinte MMHMMallbHbIE TDEGOBHI- NA K NMOCTABLUUKY TAKM XKE 06pa30M, KadK K HETTOC-
pPedCTBEHHOMY NOCTABLUWKY YCI1YT, HAlNIPUMED, cobn HoAeHME CTaHOaPTOB N0 KaHeCTBY. MoykHO YHECTb MEXYHa-
POOHbIE COlJlallEeHnAd, HaUNOHAJ1IbHbIE TpEGOBElHI/IFI N COlMMalleHNHA, OTpaCJieBble KOOAEKCHI U NMPUMEHNMbBIE OTPACTIE-
Bbl€ CTAHOAPTbI (HaI'IpI/IMep, TYPONEPATOP NOJIb3yETCA YCITYITdaMN aBUNAKOMINTaHNIA, KOTOPAA COGJ'II-OJ:I,HET HAUAOHAJ1bHbIE
CTaHAapThbl be3onacHOCTH [MOJ1IETOB, d cbmplwa, 3aHMMatroLlasacs ausanHom KYXOHb, YCTAdHABJINBaAET 060pyﬂosa-
HNE, COOTBETCTBYHOLLEE CTaHOAPTAM HAa be3onacHoOCTb NPOAYKLMA K I'IDOI/IBBOJJ,I/ITEJ'II::HOCTI::).

8.4 MNepcoHan
8.4.1 OOLWMe NonoxxeHuUs

B OTPdCJ1EBbLIX CTaHAAPTdAX peyb B OCHOBHOM UAET O NMepCcoHalle (HHEMHI::IX N HE3ABUCHMBbIX DHGOTHI/II{E]X),
HaXOoAAWEMCH B HENOCPEACTBEHHOM KOHTAKTE C 3dKad34NKaMW.
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8.4.2 3HaHUA

CTaHgapTbl MOTYT yCTaHaBNMBAaTb MUHUMAarnbHbIE TpeboBaHWA B 0bnacTax, rae ecTb Takas HeobXoaUMOoCTb,
Hanpumep, obsazaTenbHoe cBoboaHOE BageHVe A3bIKOM Lief1eBoro nofb3oBaTens Ang nepcoHana, HaxoasLero-
Csl B HENOCPEeACTBEHHOM KOHTAKTe € 3aKas3vnkamm, Unm obsa3aHHOCTb MOJSTHOCTBIO MOHUMATL U ObITh B COCTOAHUA
pa3bACHUTL NpoLeaypy obpaboTkK xanod opraHnsaumen.

8.4.3 HaBbIKu U KOMNeTeHU NS

Tpebyemble HaBbIKM BKITHOYAOT B cebsl MMHUMabHble KBanudunkaumnto 1 onbIT, Heobxoaumble ANA BbINoNHe-
HUA NEPBUYHBLIX 06S3aHHOCTEN NO OKa3aHWIO YCNYTn, 3a KOTOPYHO NepcoHar 0TBeYaeT, a Takke BCNoMoraTenbHyHo
KOMMNETEHLINIO, TaKyto, Kak HaBbIKK 0bLLeHNs (B 0CODEHHOCTU, ecnvu NpeaocTaBnNATCA YCNyrn rno yxoay), rmd-
KOCTb B obpallieHK ¢ 3aKkaszdmkami, obnagaroLLymMmm pasHbiIMU BO3MOXHOCTAMU U NOHUMAaHUE, UNU, rae 370 UMeeT
3HavYeHue, PU3NYecKyto NoAroTOBKY.

8.4.4 OTHOWEeHUe

I'Ipocbecc:MOHar N3M TDEGyETCﬂ OT MNepCoHalla Ha BCEX 3TdlldX OKa3aHWUA YCITYTA, BKJITHOHAA OTHET B NenCTBU-
AX U pellernnAaX, BEXJTIMBOCTb N BHUMAHWE K HYKOdM 3adKa34HKd, d TAKXKE cobn rogeHle sTNYEeCKOIro Koda oTpaciin
NI CPpraHn3aulii, BKITHOHMaHd COXPaHEHWNE KOHCbMﬂEHLI,I/IaJ'IbHOCTM MO OTHOLUEHWHO K 3dKa3HMKY. [1noxoe oTHOoLLEeHWe
ABJNAETCA CaMbIM KPYINMHbIM MCTOYHUKOM Xanob u NOSTOMY OCBELLAETCA OTAEJIbHO.

8.4.5 lNoBbIWeHUe KBanndpukaumm

[MonnTnkn 1 Nnpoueaypbl opraHusaLnmn N KOMNaHUM AOMKHbI BKOYaTh B cebsa MeToabl MOHUTOPKUHra pabo-
Tbl 1 obecneyeHns HenpepbiBHOro NpodeccnoHanbLHOro pocta coTpyaHuKoB. MNoBbileHne KsanudukaLunm ans
BCEX oTpacnel JOMKHO BKNoYaTh B cebs obLLeHMe ¢ 3akazdnkamim (OTHOLLeHWe U 3HaHne npoLiecca obpaboTku
xanob), TpeboBaHWsA K Be3onacHOCTU 1 oxXpaHe 300POBbA, BHUMaHWE K 0cobbIM Hyxaam 1 T. n. OTAenbHbIA Kypc
oby4eHus gomKkeH ObITb NOCBSLLEH PONK NepcoHana B oka3biBaeMOW ycnyre.

8.5 3aka3u4uk

3aka3unkom MoXeT ObITb ML, paccMaTpMBatoLLLee BO3MOXHOCTb NCNOMNb30BaHUSA yCnyru, nprnobpeTato-
Liee yCnyry, Unn ToT, KTO nonbayeTtcsa ycnyro. MoryT cyllecTsoBaTth YCIOBUSA, KOTOPbIe 3aKa3dnK AOKEH Bbl-
MONHATL, YTODOLI eMy ObINO paspeLLeHo 3aKIHYNTb AOrOBOP UM NONYYUTb YCIYry, NpedHasHaveHHyo ans obec-
neyeHnsa 6e3onacHoOCTU U 3alnTbl NoNb3oBaTeNs yCnyry (Kak oTaenbHOro nuua, Tak u rpynnsl L, NpuHrUMa-
OLLKX yenyry). K aTnm ycnoBUSIM MOTYT OTHOCUTLCA MUHUMAanbHbIe TpeboBaHWA K BO3pacTy, 3HaHUSAM U HaBbI-
KaMm, K noBedeHuo (Hanpumep, yBaXKeHne KnneHTa K ycrnyram, nepcoHany nnv Apyrium 3akasdmkam) unm K domsm-
4YecKoW nogroToBke (Hanpumep, YenoBek ¢ cepaevHblM 3aboneBaHMeM XenaeT NoKaTaTbCsa Ha aMepPUKaHCKUX
ropkax). MoryT cyLlecTBoBaTh cneLmanbHble npasuna ans Tex, KTo BcrneacTBne Bo3pacTa, COCTOAHNS 340p0BbS
N YMCTBEHHBIX CrMocobHOCTelr SBNsAeTCs YA3BUMbIM NOSib3oBaTenem. Tam, rge Heobxoanmbl orpaHnyeHus
(Hanpumep, No pa3yMHbIM MPUYNHAM K3 coobpaxkeHun Be3onacHOCTK), OHU ACIKHbI ObITb ACHO cOpMyn-
POBAHbI.

8.6 [loroBsop
8.6.1 AicHocTb 1 Nnpo3payvyHOCTL

He Bce goroBopbl cOCTaBNATCA B MIMCbMEHHOW dbopMe: ecnv oBepre OCHOBAHO Ha YCTHOM CornalleHuu,
BO BCEM OCTanbHOM OOLLLEeHMN, BKNOYasa nNpeanpoaaXkHyo nutepartypy, ocobeHHO BaXkHa sicCHOCTbL (cM. 8.12).
[TMcbMeHHbIe AoroBopbI A0MKHbI ObITh HANMCAaHbI NPOCTLIM, J1IEMKO MOHATHBLIM SA3bIKOM 1 coaiepXXaTb pa3bsCHEeHMe
KIntoYyeBbIX TepMnHOB. OTpacneBon cTaHAapT MOXET onpeaenaTh, Kakmue TepMUHbl AOMKHbI ObITh pa3bsACHEHbI.
OcCHOBHbIE NeYvaTHble MaTepuanbl A0MKHbI UMETb NOAXOAALLNIA pa3Mep, Mo 3anpocy AO/MKHbI NPeAoCTaBNATLCS
ansTepHaTUBHbIE popmaThl (HanpumMep, ocobo KpynHbI WpKdT, Apyrne A3bikn). OTpacneBble cTaHAapThl MOTYT
noapodHo onunckiBaTh dopMaThl, NogxoasLlne Ansa okasbiBaeMon yCnyru.

8.6.2 O61BLEeKTUBHOCTL U UCKIIOUYEeHNe AUCKPUMUHAL U

Mo>kHO ccblnaTbea Ha HauMoHanbHbie TpeboBaHUA 1 cornalleHns, KacaroLMecs UCKTHYatoLWLUX ANCKPUMU-
HaLMO YCITOBWIA OroBopa, NpaBa oTKasa oT A0oroBopa, NoSIHOM CTOMMOCTU YCIYIK, 3alUThl AaHHbIX 1 T. N. Ecnu
Ha JaHHYH YCNyry eXerogHo 3aknioyaeTcsl HOBbIA AOroBOpP, HO 3aKas3vmMK MOXeT BOCMPUHMMATL YCNYry KakK He-
npepbIBHYHO (Hanpumep, cTpaxoBaHne aBTomMobunsa), cneayet TpeboBaTth, YToObI B JOroBope ABHbIM 06pa3om
ObIN0 yKa3aHo, CyLLeCcTBYET N NpaBo Ha NpoaoIKeHNe yCnyri n Kakoe umeHHo. CnegyeT yaennTb BHAMaHUE
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BOIMPOCyY, €CTb JIN Y I'IOTDESI/ITEJ'IFI B JaHHOW OoTpacCIin NMpaBO Ha NPpOoAOCIIKEHNE YCITYIN U Heobxoauma nn
I'IOJ:I,DOGHEIFI KOHKPETUN3aLNA.

8.6.3 ®opmart

BHellHee OCbODIVIJ'IEH Ne AoroBOpd BJITMAET Ha TO, HACKOJIbKO NMPOCTO €0 cobr togaTh. PacnonoXeHue Krro4e-
BOW I/IHCbOpMaLI,I/II/I, a TaKke cnocob ee npegcraBlieHNA AOJI>KHbI BI::I6I/I|IJ8TI:>CFI C yHdETOM MEXAYHapOaAHbIX, HALNO-
HaJ1lbHbIX WIT O TPACJ1EBbIX cornalleHun.

8.7 BbicTaBneHue c4yeTa
8.7.1 NHdbopmaLuua, cBA3aHHaAA € onlaTou

N3 C‘-IETEl-dC)aI{Typr NJ1A BbINMMMCKN N3 CHETa AOJIXKHO ObITh ACHO, BKJTHOHEHbI J1A CGODI::I 3d YCIyIy, Hallol'u,
JidTa 3a JOCTAaBKY U T. 1. I'IpM HEOGXOLI,I/IIVIOCTI/I (Hanpmmep, B KOHTEKCTE YCIyT TEJ'IECIDOHI/II/I, MNOCTAaBKWN 3J1EKTPHAHE-
CTBa UK FEI3E|) TAKXKE HEOGXOLI,I/IMO VKdA3blBaATb MHCbOpMElLI,I/II-O O LUEeHEe 3da eAVHNLY TOBApPaAa.

8.7.2 Cnocob onnartbl

Cnocobbl onnaTtel MOryT BKNOYAaThb B ceba HanuyHble, NnaTeXHble KapTbl, 4eOUTOBbIE UNW KpeAUTHbIE KapThl
1 3NeKTPOHHbIV nepesod cpeacTB. Cnocod onnartbl 4oMKeH ObiTh NoAXoaAsWMM AN MOCTaBMAEMON YCNyru,
C ACHbIM YKa3aHWeM B crny4ae, ecnu xenaemsblin crnocod onnaTbl HEBO3MOXEH U €Cnn ¢ OTAENbHBIMU MEeTo4aMu
onnaTbl CBA3aHbl AononHUTeNbHbIe pacxodbl. MoTpebutenn mMoryT npegnodecTs Hannune Bblibopa cnocobos
onnarhbil.

8.7.3 YcnoBus

Heobxoanma acHas nHpopmaumsa o neproae BpeMeHn ans 4acTM4HOM U NoNHOW onnatbl yenyrm, obecne-
YEeHN He3aBUCUMOTro XpaHEeHUs! KPYMHbIX CyMM (Hanpumep, Aeno3nT Npu NoKynke gomMa), a Takke o 4o6aBoYHbIX
Hanorax/so3HarpaxaeHusax. JomkHa ObITe NpeanrcaHa copTUPOBKA Xasiob Ha MecTe, 1 JaHa sicHad ccblnka Ha
npoLeaypy obpaboTkn xxanob opraHusaLUunen, a TakKe o npasunax yperynmpoBaHus CNopHbIX BONPOCOB BHE opra-
HU3aLMN.

[Tpumedvyanune— Cum. Takke NCO 10002 n NCO 10003.

8.8 OkazaHue ycnyru
8.8.1 KoHKkpeTu3auma BMAoB AeATeNbHOCTU

OTDE]CJ'IeBI::Ie CTaHAdapTbl ACJTXKHbI COAEPKATb 0630p Pa3JIMHHbLIX BNAOB AEATEJIBHOCTU, KOTOPbIE MOTYT CHIM-
TaTbCH YacTbio AaHHOW YCIYTW, U TEX, KOTOPDbIE ABJTIAHOTCH HEOOXOANMbBIMMU.

8.8.2 [locTOBEpPHOCTL

OTpaCJ'IEBI::Ie CTaHAap bl AOJ1>KHbI OINMMCbIBATb BO3MOXHbIE COlT1alLUEHNA Ha OKa3aHWNE YCITYTW. MoXkHO Takke
VITOMARYTD COGJ'II-OJ:I,EHI/IE OTPacCJ1EBbLIX CXEM PaHXXNPOBAHUA, TAKUX, KaK CXEMbI KJ'IElCCI/ICbI/II{aLI,I/II/I "OCTHUHWLL.

8.8.3 HenpuMkocHOBeHHOCTL YacTHOW XU3HWU

CnegyeT BKMOYUTL cobntogeHne HauyoHanbHbIX TpeboBaHWI K 3aLUMTe NMYHBbIX AaHHbIX 1 3aLiuTe MHGOop-
MaLun.

8.8.4 be3zonacHoOCTb

B Bonpoce 6e3o0nacHOCTM MOTYT UMETb 3HaYeHue psaa Apyrx cTaHdapToB UKW AEACTBYOLWMX 3aKoHOAa-
TelbHbIX UM HOPMAaTUBHbLIX TpeboBaHWUN, HANPUMEP, B CBA3W C YCITOBUAAMW OKa3aHWUSA YCINYTK, C UCNONb3yeMbIM
obopyaoBaHMeM UnNn NpoayKLnen, ABNaLLenca 4YacTbio OTAebHOM OKa3biBaeMOn YCnyru.,

8.8.5 3aopoBbe U rMrmeHa

B Bonpoce 340p0oBbS U TMTMEeHbl MOTYT UMETb 3Ha4YeHne psag Apyrnx cTaHgapToB U MPUMEHUMBIX 3aKOHO-
AaTenbHbIX UM HOPMAaTUBHBLIX TPeboBaHWM, HanNpUMep, B CBA3U C YCIIOBUAMW OKa3aHWUS YCIYT, C UCTIONb3YEeMbIM
obopyaoBaHMeM UNKn NpoayKLUnen, aBnaLLenca YacTbio OTAebHOM OKa3biBaeMOn YCNyru.,

8.8.6 Jkonornyeckmue acneKkTbl

Heobxoanmo y4uTbIBaTb COXpaHEHWe OKpyXKatollehn cpedbl, KyNbTYPHOro M YerloBEeYeCcKoro Hacnegus,
B T. Y., obpalleHne ¢ oTxogamu (MX cokpallieHue, pereHepaLmio UM peLuKuHI), cokpalleHne 3anaxos 1 LWyMa,
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a TakKe BU3yanbHOro 3arpsisHeHust. MOXHO YNOMSIHYTb pacTyllee BHUMMaHWe 3aKas34dMKoB K nepcoHana K
bepexHOoMy obpalLleH1Io C OKpyXKatoLLen cpeaon.

8.8.7 Kogekc noBeaeHUs

MCO 10001 MoOXeT coaepkaTb CCbIKY Ha KodeKebl noBeaeHns. Takke cnegyeT yaennTb BHUMaHUEe MUCCUU
opraHu3aLnu, LEHHOCTAM U NPUBEPXKEHHOCTU Ka4eCTBY, a Takke NtodbiM OTpacneBbiM KogeKcaMm.

8.8.8 3awmTa

3alluTa oxBaTblBaeT NMYHOCTL (HanpuUmep, Mepbl No HaA30py B3pOCnoro Hag pedbeHKomM 1 pykoBoaUTeNS
Hag rpynnoi), UMyLLecTBO (Hanpumep, NprucnocodbneHnsa ana HaaeXHoro XpaHeHuUs LLeHHOCTEN), MHBECTULWN,
brHaHCOBYH MHAOPMALMIO U NIMYHOCTb 3aKasdurKa (Hanpumep, orpaHnyeHne AocTyna K MMYHbIM AaHHbIM, Napo-
nam MHTepHeTa U T. n.). OTHOCUTENbHAsA BaXXHOCTb KaXXA0ro U3 aTUX acneKkToB BapbUpyeTcs B 3aBUCUMOCTI OT
TOro, Kakas okasblBaeTcs ycnyra.

8.9 Pe3ynbTaTt okazaHuA ycnyrm

8.9.1 YooBneTBOpeHHOCTb

[1OMKHbI YINIOMWHATbCA METOAbI, UCTMNOJ1Ib3YEMbIE AJ14 YCTAHOBJ1IEHUA YAOBJ1€TBOPEHHOCTU 3dKa3HKa, BKJ1HO-
YaA perynﬂprlﬁ aHann3 gaHHbIX Mo Xanobam w OMNpoOCHI 3aKa34NKOB.

8.9.2 [locToAHHOE ynyulleHUe

[TocTaBLUWKKM yCNyT O0SIKHBI MpeayCcMOoTpeTh NOCTOAHHOe yny4lleHWe B ToW Unn nHou popme. CtaHgapThl
no MeHeXXMeHTY kadecTBa (Hanpumep MCO 9004) coaencTByOT NOCTOAHHOMY ynydlleHUo. ['1yTn ero gocTmxe-
HUSA BKMoYaloT B cedbst aHanna xanob, npeTeH3snn 1 aaHHbIX No MPoUCLLEeCTBUSM (UM HecHaCTHbIX criyvasx),
coobpasHOo obCTOATENLCTBAM, a TakKe Apyrne sMabl 0dbpaTHOM CBA3M NyTEM Onpoca 3akas3ulkoB Ha nNpeamMeT
YAOBMNETBOPEHHOCTU, KOTOPbIe A0/KHbI MPOBOAUTLCS Yepes perynspHble NPOMEXYTKM BpeMeHU, NapanniensHo ¢
HEeMnpepbIBHLIM N3yHeHNeM NoTpebHoCcTen 1 TpeboBaHWI 3aKa3YMKOB C LiESTbo MOCTOSAHHOMO YNyULLEeHWs1 OKazaHKS

YCIYTU.

8.10 YcnoBusa npeaoctaBneHus ycnyri
8.10.1 O6bwme nonoxeHUA

YcrnoBusiMU okasaHWsa yCnyrn MoXeT ObITb OTAeNbHOe MecTO pacnofioXXeHuUs (HanpumMmep, TOProBbIA 3an,
paboyee nomelleHme, cenbckast MECTHOCTb UM CODCTBEHHOE XUMULLLE 3aKa3yunKa), UMK Ke OHa MOXET CoCTaB-
NATb YacTb CETU MECT pacronoXeHusa (HanpuMep, CeTb XKeneaHbIX Aopor, TepMUHa a3ponopTa Uin naccaxmnpce-
Koe TpaHCMopTHOe CpeacTBO).

8.10.2 TpeboBaHUA K oXpaHe 340pOBbLA N Oe30MacHOCTU

COOTBETCTBUE C MEXAYHaPOAHbIMA COlrMalleHNAMW, CTaHOapPpTaM N HaAUWNOHaJ1bHbIMA TDEGOBBHI/IFIIVII/I N CO-
[JTaAlUEHWNAMI (Hanpmmep, A0CTylN AHEBHOIO CBETA B OCbI/ICHI::Ie NOMELLUEHNA, TEMNEPATYPA, KAHECTBO BO3[yXa,
HaJTM4ne TyaJ'IETOB) AOJ1IXKHO ObITb AICHO onpegesieHo. ﬂ,J'IFI OTAEJ1IbHbBIX CEKTOPORB CCbepr OSCJ'Iy}I(I/IBaHI/IFI MOTYT
OKad3dTbCH HEOGXOD,I/IMI:IMI/I HEKOTOPbIE cneumcbmqecme TpEGOBaHI/IFI.

8.10.3 DocTtynHocTb

[omkHO BbITb OrOBOPEHO COOTBETCTBME ASNCTBYOLLMM 3aKkoHOAAaTETbHBIM UM HOPMAaTUBHBLIM TPEHBOBaHUAM
(Hanpumep, 3aKkoH 06 amepukaHLax-MHBannaax unu eesponenckuii MaHgat M283) n ctangaptam (Hanpumep, Py-
koBoacTBo MCO/M3K 71). MoryT noHagobutecs ocobble TpeboBaHWA AN oTAeNbHBIX CEKTOPOB cddepbl YCNYT.

8.11 ObopyaoBaHue
8.11.1 TpeboBaHMA K KayecTBY U Oe30MNacHOCTMU

ToBapbl 1 MOMELLLEHWS, UCroNb3yeMble AN okasaHWsa YCnyrn, AomMkHbl ObiTb 6e30nacHbBIMN U COOTBETCTBY-
LMW LeneBoMy Ha3Ha4YeHuo, a Takke, Npyu HeobxoaMMoCTU, COOTBETCTBOBATL MPUMEHUMbIM CTaHgapTam U
NtobbIM HaLWOHAaNbHbIM TEXHUYECKUM TpeboBaHMAMKM (HanpumMep, noe3aa B ycnyrax ooLL,ecTBeHHOro TpaHCnopTa,
apenn, ucnonb3yemble npn obopyaoBaHnK KyxoHs). TpeboBaHMA MOryT BKO4YaTh B cebs, Hanpumep, TpeboBaHuWs
K paboTe Bpy4HYto, cpeacTBa 3alnTbl K T. N. MNpoayKkuunsa, noctaBnsaemMast Kak YacTb yCnyru, 4ofkHa Takke cooT-
BETCTBOBATb MPUMEHMMbIM cTaHAapTaM 1 NPUMEHUMbIM 3aKoHOAATENbHbIM M HOPMaTUBHBIM TpebOoBaHUAM U CO-
rnaleHUsaM, Hanpumep, cTaHgapTam Ha r’MrMeny NLLLEBON NpoayKLUUK.
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8.11.2 HdocTynHoCTb

P83Mepbl A CbOpIVIEl IVIEGEJ'II/I, dPMaTypbl U I'IpI/ICI'IOCOGJ'IEHMIz AOJDKHBI NoAXOCAOWNTb UEJIEBLIM MNOJTIb30BATEJTAM,
BKITHOHAA TEX, KTO UMEET ocobble I'IOTDEGHOCTI/I, HalnpnMmep, Bcjiegcrsme I-ElpyLIJEHI/Iﬁ OMNopHO-ABUTATEJ1IBHOIO allrla-
paTta, 3peEHNA U CJTyXa i1 BO3PAdCTAa (JJ,ETI/I TN NMOXAJ1bIE J'II-OJJ,I/I).

8.11.3 Opyrue Hagnexawue TpedoBaHuUA

MoxeT noHagobuTtbea cdhopmynupoBaTh TpeboBaHMA Ans obnacTel, B KOTOpbIX TpebyeTca MeHea)KMEHT
pucka. Takke MOXeT NoHaAobUTLCS PYKOBOACTBO MO PEMOHTY 1 TEXHNYECKOMY 0OCNYKMBaHWNIO, HANPUMEP, eClv
oKa3sblBaemMas ycnyra BkitovaeT B cebs obopyaoBaHme, KoTopoe HeobXoaMMO perynsapHo NPoBepsATh, Takoe, Kak
obopyaoBaHue AN UrpoBbIX NNOLLLAA0K.

8.12 Mepbl 6e3onacHoOCTH
8.12.1 lNpeKpalweHUue NN N3IMeHeHUe ycnyriu

8.12.1.1 SKCTpeHHbIe Mepbl

B cnyyae npekpalleHuns ycryru Uin BO3HUKHOBEHUS 3KCTPEHHOW CUTyaLl K, BO3AEUCTBYIIOLLEN HA YCNyTy
NN Ha De30nacHOCTL NoSib3oBAaTENs, NONbL30BAaTE b PACCUHMTLIBAET HA CBOEBPEMEHHYIO MHApOpMaLMIO O Npupoae
MHUMOEHTA, CBSI3aHHbLIX C HUM pUCKaX, KOHTaKTaxX, TOUHble UHCTPYKUUWN, MHpOpMaLIKIO O CpOKe BO3OOHOBMNEHUS
HOpMaSIbHOrO ODCNYKUBAHUS, a Takke 00 NMMERLLNXCA BPpeMEHHbIX pelleHusax. Crneayer oroBoOpUTb NOMUTUKY,
poLeaypsl, noaxoasiLiee obopyaoBaHUe U AOCTYN K SKCTPEHHBIM CIy>Kbam Npu pasfnyHbIX BO3SMOXHbIX CLIEHA-
pnax cobbiT. OTpacneBon cTaHAapT MOXET yCTaHaBNMBaTbk COOTBETCTBYIOLLME CLEHapKUK, a TakKe NPUMEHN-
Mble 3aKoHoOaTeNNbHbIE NN HOPMAaTUBHbLIE TPeboBAaHUS, KOTOPLIE MOTYT CYLLLECTBOBATbL AJ1H onpeaeneHHbIX 00-
CTOATENLCTB.

8.12.1.2 PecTpyKTypUusaunsa/cnmaHne/nameHeHne MecToHaxoXxaeHUs KoMnaHuu

B cny4vyae obbeanHeHUs, peopraHnsaLmmy, nepemMeLleHnst KoMmrnaHum Unu paBHO3HaAYHOTO CODLITUS, KOTOPOE
MOXET UMETb BNUSAHME Ha NoTpebunTtensd (Hanpumep, B CBA3U C AOCTYMNOM K yCrnyre Unu ¢ noTeHunanbHbIMU n3me-
HEHUSIMU YCNOBUI), AOMKHbI CYLLIECTBOBATL COOTBETCTBYHOLLME MEpPLI MO KOHCYNETUPOBAHWIO NOTPEbUTENS 1 Npe-
OOCTaBNEHWUIo onpeaesieHHOro, pasyMHoOro npoaoikeHnst b0CNyKMBaAHUSA, a Takke onpeaeneHHble OTCPOYKN ne-
ped TeM, Kak HOBbIE YCITOBUSA BCTYMAT B CUNTY.

8.12.2 ObecnevyeHne oTBEeTCTBEHHOCTM

ODFHHI/I38LI,I/IFI A0JDKHA OCYLLECTBIIATE HaAJ1eXXalllee CTPpaxXoBaHNE HA aAEKBATHOM YPOBHE, B 3dBUCMMOCTU
OT pecypCcoB GpraHN3aLliA. OTpaCJ'IEBbIe CTaHdapTbl ACGJTIXHbBI OlfpeaesliaTb OT14EJ1bHbIE OGJ'IEICTI/I, A€ MOXET NoHAa-
£I,06I/ITI:>CFI CTpaxXoBadHWE, HEOSXOJJ,I/IMOCTI:: MWHUMaAJTbHbBIX TpEGOBHHMﬁ.

8.12.3 NapaHTUN

ﬂ,OJ'I)I(HI::I CyLLeCTBOBdATb apaHTU pa3yMHoﬁ SCbeEI{TI/IBHOCTI/I MO OTHOLUEHWHO K 3dKa34HMKY, KOTOPbIE 3dBW-
CAT OT OKa3blBaeMOW YCIYTU (HEII'IDI/IMGD, BPEMA, B TEHEHWNE KOTOPOIO AOJI>KEH ﬂpMﬁTM noe3q, Wi Hac, Ao
KOTOPOIo KOMHdATa B TOCTUHWLUE AOOCJ1>)KHa OCTaBaTbCH 3d 3a|<a3q|/1|<0M). OTpaCJ'IEBI::Ie CTaHAaPTbl AOCJTIXKHbI YCTA-
HaBJTIMBATb MNoajie>Kale paCCMOTPEHWUIO aCllEKTbI, a TakKXe HEOGXOD,MMOCTI:: yCTaHOBJIEHUA MUHMNMAJIBHbIX Tp860-
BaHWN.

8.12.4 KomneHcauus

[omkHbl BbITL NpeaycMoTpeHbl Mepbl Ha cry4val Heoka3aHuUsa cornacoBaHHOM ycnyr (Hanpumep, aBToma-
TU4eckast KoMneHcaums OT SHepreTUYeckon KoMnaHum Ha cny4dan nepedos B nogade 3nekTpo3Hepriui unm ot
aBMakoMnaHum, ecrnu penc oTknaabiaetcsa bonblue, YeM Ha yCTaHOBNEeHHoe BpeMst). Takne obsizatenscTea MOryT
ObITb 3aKkpenneHbl B kKogekce noseaeHus (cMm. 8.13.7). Takke cneayeT AaBaTb SICHYH CCbISIKY Ha NpoLeaypy
pacCMOTPEHNS XKanob KoMnaHner 1 Ha Mepbl Mo YperynnmpoBaHuio CNopHbIX BONpocoB. CrieayeT AaTh CCbINKY HA

NCO 10002.
[MTpnmevaHnne — Cm. Takke MCO 10001 n NCO 10003.

8.13 O6bMeH nHdopmMmaLuen Mmexay NoCcTaBLUKOM YCIYIrM U 3aKa34YUKOM

8.13.1 O6wme nonoxeHUA

ObmeH MHdopMaLMen Mexay 3akasdyMkoM K MOoCTaBLUMKOM YCIyrn NpoucxoguT Ao, BO BpemMs U nocrne
npegocTasneHns ycnyri. MIHdopmauuma, cogepkallasacs B pekname 1 gpyron npeanpoaakHon nutepaType,
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MOXET MMETb OI'POMHOE 3HaYEHNE, TAdK XE, KaK I'IOLI,DOGHOCTI/I COlMaCcoOBaHWA ycnosmﬁl A0IroBOPAa, BblICTaBJIEHUA U

onnaTtkbl cyeTa K nobble nocneayolne AeUCTBUSA, CBA3AHHbIE C rapaHTUAMKU, TEXHUYECKMM OBCNYyXMBAHUEM
1 xxanobamu.

8.13.2 MetoA

OTpacneBble cTaHgapTbl A0MKHbI YCTaHABNMBATL, Kake TeXHONOorMmM B obnactn nHdopmaumm n KOMMYHUKa-
LM AOIKHbI UCMONb30oBaTbLCA (HanpumMep, NndyHaa BcTpeda, MHTepHeT, TenedoH, dakc, NMCbMO, 3NeKTPOoHHas
noyTa), a Takke nodble gpyrue cneunduryeckne TpebosaHua. Becerga gomkHa npegocTtaBnATbCA BO3MOXHOCTb
ansTepHaTUBHbLIX OPMaTOB U JIMYHOIO KOHTaKTa.

8.13.3 CoaepxaHue

Heobxoanmo getanbHoe onncaHve npeaocTaBnaemMon yenyri BMecTe ¢ odbiMy ocobbiMy TpeboBaHnAMU,
ocobeHHO B oTHoLLeHUM AeTeli. [lomkHa BbITh ykasaHa LeHa, BKodas Bce Hanork unm cbopsbl 3a yenyru, crnocob
onnarbl 1 cyeT. [JomkHbl ObITb ICHO YKa3aHbl 4OCTYMHbIE rapaHTUK 1 HPOpPMbl UCTIpaABNEHNS, BKHOYAS MOMNTUKY
OTHOCUTENBHO NPETEeH3UI N 0BPaboTKN Xanob, MONUTUKY NpeKpaLLeHNsa AeATeNbHOCTM (Hanpumep, paspeLLeHHbIiA
nepuoa npekpalleHusa). Kpome Toro, cnegyeT yCTaHOBUTL TpeboBaHMe yKka3aHUA KOHTAKTHbIX JeTaner nocTaBLLm-
Ka ycnyru, a Takke nHdopmMaLmo 0 HaNnM4YMmn N JOCTYMHOCTU CNpPaBoK OT TpeTbel cTopoHbl. CTaHAapT AOMKEH
ycTaHaBnMBaTb NpasKna anga dopmaTta, TePMUHONOMMU N CUHTAKcUCa 3NEKTPOHHbLIX COODLLLEeHWIA. TeKCT AomKeH
ObITb ACHBLIM, MOHATHBLIM W NPABANBLIM, a TAKKE YYMTbIBATb NOTEHLMANBHbIE CrieLMarnbHble NOTPebHOCTN 3aKasyn-
koB. MoryT cylLecTBOBaTb TakXe oTpacneBblie HauuoHamnbHble UN MeXXayHapoaHble TpeboBaHWs, cornalleHus
N1 cTaHaapTbl, KOTOpble HEOOXOANMMO YYECTb.

[Tpnmeyadnwue— PykoBoacteBo NCO/MOIK 14 cogepxXuTt ykaszaHusa no okasaHuio MHPOPMaLUnN.

8.13.4 HacToTa KOHTAKTOB

OLWKWBKN NpU KOMMYHUKALIMKA MOTYT NPUBECTU 3aKa3vYNKOB K Npobriemam, a NoCTaBLLUNKOB YCNYTrM — K XKano-
bam. OTpacneBble CTaHAapThl A0KHbI YKa3bIBaTb KIoUeBbIe 3Tanbl, HA KOTOPLIX KOHTAKT UMEEeT CMbICIT Ui HEOD-
XOQWM, Mo OTAENbHLIM 3Tanam okaszaHUsl YCNyru, a Takke Kputepun onpegeneHns MUMHUManbHOM YacToTbl/MUHU-
ManbHOro MHTEepBana KoHTakToB. CneayeTt yaennTe BHUMaHWE Haanexallen dbIiCTpoTe oTBeTa, 0CObEeHHO npu
BO3MOXHOCTMU KOMMYHWKaLMN B peXXumMe peanbHOro BpeMmeHu (Hanpumep, Npuv TefliedPoHHbIX 3BOHKaX UINMU UCMOSTb-
3oBaHUM IHTepHeTAa).

8.13.5 JocTXUMOCTb

HeB0O3MOXHOCTbL BCTYMUTL B KOHTAKT C OpraHu3auuen ABndeTca Ans 3akasydnukoB noTeHUnanbHbIM UCTOYHU-
KOM pasoyapoBaHua. HeobxoanMmo gaBaTbh SICHYH MHGOpMaLUIo O AOCTYMHOCTU OpraHmsaun U COOTBETCTBYIO-
LLINX paDOTHUKOB AN BCeX Nonb3oBarenei (Bkovast NoMeLLeHWs, Yackl NpuemMa, cpegHee BpemMst OXXnaaHus,
CTOMMOCTbL 3a 0A4WH 3BOHOK, ankTepHaTUBHbIE popMaThl 1 T. M.), NpUYeM OHM O0MKHbI NOAX0AUTL ANdA NocTaBnde-
MOW YCNyTH.

38.13.6 lNonutuka noBeaeHUA

OpraHnzauma gomkHa MMeTb NMONUTUKY W Npoueaypbl B CBA3W € 0OCNyKMBaHNEM 3aKas4dKKa, BKIoYas Tpe-
6oBaHMA K BEXXITUBOCTU U BHUMaHUIO (CM. 8.4).

38.13.7 Koaekc noBeaeHUs

ﬂ,oana NpPedoCTaBITATBCAH I/IHCbOpMaLI,I/IFI O TOM, ABJ1AETCAHA J11 KOAEKC NnoBedeHnA opraHn3auiA 06LLI,e£I,OC-
TYMHBIM, U €CJ11 Qa, TO KaK MNoJIYHNTb K HEMY AOCTVIN. MoxxeT CyllecrBOBaAdTb BO3SMOXXHOCTb Of1ipeadesinTb OT1A€e)1b-
Hble obsa3aTen bCTB4A, KOTOPbIE AOCJIXKHbIl COAEPKATBCH B OTPACIIEBLIX CTaHOapPTaxX.

8.13.8 UamepeHne yaoBNeTBOPEeHHOCTU 3aKa3uMKa

CnepayeT onpegennTb MeTodbl NonydeHus obpaTHOM cBA3W, noaxoasaLme ana noctasnsaemont yenyrn. OHK
OOSDKHbI 0becnevnBaTh NoNy4YeHne oTBeTa OT LUMPOKOro Kpyra nonb3oBaTenen, BKoYas TeX, Y Koro ecTb cneLm-
bryeckmne Hyxabl.

[TpunmedyaHune— PaccmatpuBaetcsi BO3MOXHOCTb paboTbl Hag PyKOBOACTBOM MO METO4aM U3MEPEHUS U
MOHUTOPWHIa yOOBNETBOPEHHOCTU 3aKas4vuka B KadecTBe YacTtn cepun ctadgaprtoB, nogrotosneHHon VCO/TK 176.
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8.14 O6bMeH nHdopmaLuen BHYTPU opraHusaummn, okasbiBaloLeun ycnyry

8.14.1 O6Lwmne nonoxeHUA

Heobxoaum xopolunin 0bMeH nHdopMaLuMein BHYTPU opraHn3aLnn, oKasslBatoLLEW YCIYTY, a TakKe MexXxay
3TOW opraHunsaumnen 1 nobbimu dorpMmamMmm-nocTaBLUUKAMN.

8.14.2 MeToA

OTpacneBble cTaHOapPThl ACIKHbI YyCTaHaBNMBATL 4OMNYCTUMbIE MHDOPMALMOHHBIE N KOMMYHUKALMOHHbIE
TexHonornu (Hanpumep, nyHasa becena, TenedoH, pakc, NMCbMO, 3NeKTPOoHHas noyTa) 1 Bce cneyudundeckme
TpeboBaHns. Bcerga AomkHbl ObITb 4OCTYNHbLI ankTepHaTUBHbIE ddopMaThil.

8.14.3 HYacToTa KOHTAKTOB

OWwnbKu [MPA obmeHe I/IHCbOpMElLI,I/IEﬁ MOTYT NMPUBECTHA K I'IDOGJ'IEMEIM AJ1A 3dKd34HUKOB, a OJ14 NOCTaBLLU KA
VYCIYTN — K )Kanobam. OTpaCJ'IEBI::Ie CTarHAapTbl AOJTKHBI YKA3bIBaTb KITHOHEBLIE 3TAllbl, HA KOTOPbIX MMEET CMbICI1
T HEOGXOD,MM KOHTAKT BHYTPW OPpraHin3aliin 1A MEeXAy OpFaHI/I3aLI,I/IEI7I N eeTroCTaBLLUMKaAMW, MO 3TalldM OKa3a-
HNA YCITYTI, a TAKXKE KPUTEPUNI OlNpeneneHnA MWUHUMaITbHOW YacTOTbl/MUHUMAIbHOIO MHTEPBAJ1ad KOHTAKTOB.

8.14.4 CoBMecTHO Ucnonb3yemasa nHdgopmaluma

[lonuTnKa u npoueaypbl ACJ1XKHbI OXBaTbIBATb 0bbEM N KAYeCcTBO I/IHCbODMEILI,MI/I, I{OTOpOﬁ NOCTABLUMK YCITYTU
AOJ1XKEH obMeHMBaTLCS CO CBOUMMU NoCTaBLUWUKaMin U C APYITMMW NModpa3geJiIieHNAMMW CBOEU oprann3alii, 0CO-
66HHO, YTO KdCaETCH I{OHCbI/ILI,EHLI,I/IaJ'IbeIX AadHHBbIX 3dKa34Kd. I'IpM STOM AOJPKHBI KOHTPOJIMPOBATBCAHA NCMNMOJ1B30-
BaHWE JTMYHbIX OdHHbIX, B OCODEHHOCTU Mo pPeKJ1aMe, NpoaaxaM ApyrmMm cpraHn3auAdM A T. 1.

9 KOHTpOnbLHLIN nepeyYeHb

B Tabnuuax 2—~6 BblaensatoT TeMaTudeckme obnact 4na Kaxaoro anemMeHTa YCnyru, Kak onnmcaHo B pasae-
ne 8. Hymepauunsa Bo BTopoM cTonbue Tabnuubl COOTBETCTBYET NyHKTaM pasaena 8, koTopbii 6onee nogpobHo
oCBeLLaeT oTaenbHble TeMaTndeckne obnacti. TpeTuin cTonbel, Kaxkaor Tabnunubl npeanaraeT ckopee MHCTPYKLNK
o HdbopmMaLumn, KoTopas MOXeT ObITh BKIHOYEHa UNU enaTenbHa Ang pa3paboTkm ctaHgapTa, Yem AeTarnbHoe
onucaHue BCcel BO3MOXKHOW penesaHTHOW nHdbopmauun. NMpuMeHMMOCTb KOHTPOJTBHOTO NepeYHs K TpEM pasfin-
HbIM BMAAM ycnyr (yxoay 3a BosiocamMu, roCTUHUYHOMY BU3HEeCY U CTpaxoBaHWIO) NpuBedeHa B NpUNoXXeHnn B.

Tabnwunuya 2— KOHTPONbHbIUN NEPEYEHb TEM, KOTOPbIE CreayeT y4ecTb, N0 NOCTABLUKY YCNYIu

ACNeKTbl, KOTOpblE cneayeT
INEMEHT yCnyru eMmatundeckana obnacrteb VUUTbIBATL NMPU paspaboTke
CTaHOapToB
[TocTaBWKWK yCnyrum 8.2.2 MeHe)KMeHT Ka4vecTBa Opyrve  ctaHgapTbl,  Hanpumep,
Okasbigaem 00HYy unu bonee u3s rie- NCO 9001 n NCO 9004, otpacneBble
PEYLCIEeHHbIX HLpKe ycnya: TpeboBaHuUA

- SKCriepmsHelie KOHCYIbma-

Uuu/rmoooepxku (Haripumep, rwpuou- | 8.2.3 MeHemKMEHT oxXpaHbl OKpyxa- | dpyrme craHgapThl, HaNPUMep,
YyecKkue/huHaHcossie), lowen cpeabl NCO 14001

- HeMamepuarbHbie MpPoo0yKmMal
(HaripumMmep, cmpaxosaHue), 8.2.4 MeHemgpkmeHT oxpaHbl 300- | MexgyHapoaHble cornaweHust; cTtaH-

- 0byyeHue u rnod2omosKa Kkadpos | poBbs U BE30NaCHOCTU Ha NMPOu3- | AapTbl; HAUNOHalNbHble TPpeboBaHUS
(HaripumMmep, obyyeHue criopmu8HbiM | BOACTBE N cornaweHus
oucyurinuHam),;

- pasmeuwjeHue/Oocye (Hanpumep, | 8.2.5 KpeantocnocobHoctb u apyrne | PnHaHcoBas cTabunbHOCTb, BKIHOYAS
2ocmuHuya, meamp), PUHAHCOBbLIE ACMEKTHI CTpaxoBaHne OTBETCTBEHHOCTMW.

- OpeaHu30e8aHHad U Haripasride- MexayHapogHble cornaweHus; CTaH-
Mas oesmernbHOCMb (Harpumep, my- OapTbl; HaUMOHanbHble TpeboBaHUSA
pu3M); n cornaweHus

- cO0ava Harpokam o0bopyoosa-

Hus/omeweHul (Harpumep, azeHm- | 8.2.6 [1o6poCOBECTHOCTb Hanpumep, OTBETCTBEHHAA peKnama.
cmea rio coade @ apeHOoy, rnpoxKkam UH- [TpodheccnoHanbHble KOOEKCHI U KO-
cmpyMeHmaos, riposaudepb! ycrye OEKCbl OpraHusauun; gocTyn K KOH-
NumepHema), CyneTaunam TPETbUX CTOPOH
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SNEMEHT yCnyru

ematTunveckada odbtnacrtb

AcCnekTbl, KOTOpble cnepyer
yUUTbIBATE NPU pa3paboTke
CTaHOapTOB

- YX00 unu rieyeHue (Haripumep,
rnapuxkmaxepel, ycniyau anbmepHa-
MmueHoOU MeOUlUUHbI)

8.2.7 BO3MOXHOCTH

BenununHa/pecypcbl MOryT BNUATb Ha
OOCTYNHblE Mepbl 6e30MacHOCTH

8.2.8 CoumnanbHasgs OTBETCTBEH-
HOCTb

MexxgyHapogHble cornaweHwusl, CTaH-
OapTbl; HAUMOHanNbHble TpeboBaHUSA
N cornaweHnsa (Hanpumep, 4eTCKUN
TpyA); ocobblie TpeboBaHMA OpraHm3a-
UMW UM OTPaCnu

8.2.9 YenoBeyveckne pecypcol

Hanpumep, MUHUMANbHOE YNCIO CO-
TPYAHUKOB, UX HABbIKU U KOMMETEH-
LU

MoxeT BnuATb Ha 0e30nNacHOCTb, 3a-
WNTY U Mmepbl 6€30NacHOCTU

Tabnunua 3 — KOHTpONbHLIN NEPEYEHb TEM, KOTOPbIE CNeayeT y4eCTb, CBA3AHHbLIX C NOCTABLWMKAMWN, MEPCOHANOM U

3adKa34YMKOM NOCTaBWHWKa YCIyTr

SNEeMEHT yCnyru

TemaTudeckaa obonacto

ACnNeKTbl, KOTOpble cnepyer
yUMUTbIBATL NpU pa3paboTke

(8 riepayo oyepedr Mom, KOmopbiu
uMeem rpaMou KOHMaKkm ¢ 3aKkasdu-
KOM)

8.4.3 HaBblkm 1 KomneTeHuus

CTaHapTOB
[TocTaBLWMK yCnymm 8.3 MexgyHapoaHble cornaweHwus; CTaH-
Moxxem rnipedocmasniame: 0apTbl, HAUMWOHanbHble TpeboBaHUA
- MPOOYKUUK KaK Yacme yciyau; N cOornaweHust; oTpacrieBble KOOEKCHI
- [1IepcoHar, 808/1e4EHHbIU 8 OKa- N KOOEKC OpraHun3sauuum.
3aHue ycrnyeau Hanpumep, Typonepartop nonb3yeTcs
yCrnyramm aBnakomnaHum, cobniogaro-
Lewn ctaHgapTbl N0 6e30NacHOCTU
NPOAYKTOB U 3PPEKTUBHOCTW
[TepcoHan 8.4.2 3HaHus B tpebyembix obnacTtax, Hanpumep,

3HaHWE $13blKa LeneBbiX 3aKa34uKoOB,
npoueaypbl 06paboTkm Xanob Kom-
naHnewu

MuHumanbHble HEOBXOAUMbBIE KBarU-
PUKaumns U onbiT; PU3NYECKASA NOATO-
TOBKA, e oHa Heobxoanma

8.4.4 [loBegeHune

[TpodheccmnmoHannam Ha BcexX atanax
OKasaHWus ycnyru, BKN4Yasi OTYET B
OEUCTBUSX U PELLEHUAX, BEXITUBOCTb
N BHUMATEINbHOCTb, KOHOUAEHUMNATNb-
HOCTb

8.4.5 [loBblleHWe kBanndukaumm

[TonnTnkn n npoueaypbl opraHn3ia-
LUK, BKIIOHYAs MOHUTOPUHT 3PP EKTUB-
HOCTW.

Hanpumep, noBeageHne, desonac-
HOCTb, 3HAHWE MpoLecca paccMmoTpe-
HUA XKanob, y4yeT 0cobbIX HYXA
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OxkoHyaHue mabnuubl 3

INEMEHT yCcnyru

emMaTndeckaa obtnacTb

ACNeKTbl, KOTOpble cnegyer
yYUTBIBATH MPU paspaboTke
CTaHOapTOB

3akas4vmk
(MomeHyuanbHeilu unu akmyarbHbIU
3aKasyuk)

8.5

Kputepumn, KOTOpbiIM HEODBXOOANMO
YOOBNETBOPATL, YTODbLI 3aKNIO4YNTD
OOroBOP UMW BOCMONb30BATLCA YCNy-
ron, HanpumMep, BO3pacT, 3HAHUS NN
HaBblKW, NoBegeHne (BHUMATENbHOEe
OTHOLWEHNE K MNOMELLEHUAM, NEPCO-
Hany v gpyrmm 3akas4vmkam ), nanyec-
kasi popma (Hanpumep, anneprus).
MoxeT nmeTb OTHOWEHWE K Be3onac-
HOCTW UMK 3aWMTe NONb30BaTENS YC-
nyrun (oTAeNbHOro nuua wn rpynnbl);
YUYET YA3BMMbIX MONMb30OBAaTENEN (BO3-
pacT, YMCTBEHHbIE CNOCOBHOCTW)

Tabnwuuya 4 — KOHTPONbHLIN NEPEYEHb TEM, KOTOPbIE CNEAYET YHY4ECTb, CBA3AHHbLIX C AOTOBOPOM, BbICTABMIEHUEM CUETA

N OKaA3aHUEM YCIyIw

INEeMEHT yCnyru

TemaTudeckada oonacTte

ACNEeKTbl, KOTOpblE cnegyer
yYUTbIBATL NMPU paspaboTke
CTaHOapTOB

Ioroesop

8.6.1 HcHocTb M NMpo3payvHOCTL

Hanpumep, ACHOCTb U3MOXEHWS,
anbTepHaTuBHble PopMaThl

8.0.2 ODBEeKTUBHOCTb U UCKIHOYe-
HMEe AUCKPUMMHAaLUWNWU

Ncknovarwme ANCKPUMUHALNIO YC-
NOBUS1 JOroBOpa; npoueaypa oTkasa
OT AOroBopa; getanmaauus cyeta

8.6.3 Popma

OdopmneHne; pacnonoxXeHue Knio-
4yeBOW MHdOpPMauum n cnocob ee
npeacTaBneHuns.

YyeT HaumoHanbHbIX TpeboBaHUN U
cornaweHum

BbicTaBneHne cyerta

8.7.1 NHhopmauus, cBsizaHHAas C
onnarTtou

BkntoueHb! in cbopbl 3a yCnyry, Hano-
MuT. n.

8.7.2 Cnocob onnatkl

Cnocob onnaTtbl, NEHW, BONPOCHI 3a-
LLNTHI

8.7.3 YcnoBus

[lepnon BpemMmeHU, B KOTOPbIU OOMXK-
Ha ObITb OCYLLECTBNEHA MNOJIHAA UNK
yacTuyHas onnarta; obecnevyeHmne He-
3aBNCUMOI0 XpaHEHUSA KPYMHbIX CYMM
(Hanpumep, Oeno3nT MNpu MNOKynke
aoma); Hopmauus 0 JOMOSNTHUTENb-
HbIX Hanorax/Bo3HarpaaeHusx

OkaszaHue ycnyrm
(mpebogaHusa K oesameribHoCmu)
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8.8.1 KoHKkpeTnsaumusa BUOOB Aes-
TENbHOCTU

Hanpumep, onncaHne ocyliecTBnsie-
MbIX BUJOB AEATENBbHOCTU, TEX U3 HUX,
KOTOpble ABNATCA 00A3aTenbHbIMMU,
cTeneHn getanu3aumm

8.8.2 locToBEPHOCTDL

Cornawenuns 06 okasaHum ycrnymm
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SNEMEHT yCnyru

ematTunveckada odbtnacrtb

AcCnekTbl, KOTOpble cnepyer
yUUTbIBATE NPU pa3paboTke
CTaHOapTOB

8.8.3 HenpukoCHOBEHHOCTb YACTHOW
XU3HU

TpeboBaHua K 3alUTE JAHHbIX, MEX-
AYHApOAHble cornaweHnst; ctaHaap-
Tbl; HaynWoHanbHble TpeboBaHMa U
cTaHaapTbl; OTpacneBble KOAEKCHI U
KOAEKC OopraHmaauum

8.8.4 be3onacHoOCTb

Hpyrve ctaHpapThl

8.8.5 340poBbe U TMIMEHA

Hpyrve ctaHgapThl

8.8.6 JKonormyeckne acnekrbl

CoxpaHeHne NpUpPoaHOro, KyrbTypHO-
o U YenoBeYvyeckKoro Hacneaus; odpa-
LIEeHWE C OTX04amMu (COKpalleHue, pe-
reHepaunst UM PEUUKINHI);, COKpa-
LLIEHME 3anaxos, WymMa 1 BU3yanbHOro
3arpsi3HeHUst; NOBbILLEHNE BHUMAaHMUS
3aKka34vmka U nepcoHana K depexHo-
My OBpalleHnIo C OKpyXalwWwen cpe-
fale]?

8.8.7 Kogekc noBeaeHwus

Hpyrve craHgapTsl, HaNpPUMep,
NCO 10001; uenwn opraHnsaunn; LEH-
HOCTU; NPUBEPXEHHOCTb KAa4YeCcTBY

8.8.8 3awmTa

JlnuHocTn (Hanpumep, npasuna Hag-
30pa B3pOCnoro 3a pebeHKkoM U PyKo-
BOAUTENS 3a rpynnon);, nMyw,.ectea
(npucnocobneHns ana HaaeXHoro
XPaHeHUs1 LEHHOCTEN); (PNHAHCOBON
MHpOpMaLMU U NMNYHbIX OAHHbIX 3a-
Ka34vmka (orpaHnyeHmne gocrtyna K nmd-
HbIM AaHHbIM, naponsam WNHTepHeTa)

Tabnwuuya 5— KoHTponbHbLIM NEepeYeHb TEM, KOTOPbIE CrieayeT y4eCTb, CBA3AHHbIX C pe3ynbrataMy OKasaHusi YCNyru

U ApyrmMn acnekramu

INEeMEHT yCnyru

TemaTudeckaa oonactb

AcCnekTbl, KOTOpble cneayer
yUMUTbIBATE NpU pa3paboTke
CTaHOapTOB

Pesynerar ycnyru

8.9.1 YOOBNeTBOPEHHOCTb

AHann3 gaHHbIX NO Xarnobam, onpo-
Cbl 3aKa34YMKOB

8.9.2 [locTosAHHOE ynydleHne

Opyrne cTaHgapTtbl,  HanpuMmep,
NCO 9004; aHann3 gaHHbIX NO »aro-
bam, NpeTeH3nsaM N MHUMAEHTaM (UNn
HEeCYaCTHbIM crny4asim) coobpasHo 06-
CTOATENLCTBAM; N3yHeHNE YOOBMNETBO-
PEHHOCTU 3aKa34YUKOB

YcnoBusi okasaHusl yCriyru.
Hanpumep, paboyee riomMeweHue,
YacmHoe Xunuwie, cemp XXerne3Hbix
dopoa

8.10.2 TpeboBaHna K oxpaHe 340-
POBbS1 U BE30MacHOCTU

MexayHapoaHble cornalleHust; CTaH-
apTbl; HAUWMOHAarNbHblE TpeboBaHuA W
cornaweHust, Hanpumep, TpedboBaHUS
K 4OCTyny AHEBHOroO cBeTa B odumcax,
TemMnepartype, kadecTBy BO34yxa, Ha-
NNYNIO TyaneToB
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[IpoOomxeHue mabnuuyst 5

INEeMEHT yCcnyru

TemaTudeckada otnactb

ACNEeKTbl, KOTOpblIE cnegyer
yHYUTbIBAThL MPU paspaboTke
CTaHOapTOB

8.10.3 HocTynHOCTb

COOTBETCTBME HALMOHAlIbHbIM Tpe-
boBaHMsIM, COrnalleHnsaMm U ctaHgap-
Tam, Hanpumep, HauynoHarnbHOMY 3a-
koHoAaTenbCcTBY 06 MHBanNMaax.
YyeT noTtpebHocTEN NIOAEN C Pa3Hbli-
MW TPyrnnamMmm MHBanNuAHOCTU, BKITHO-
Yyas HapyLWeHNs 3peHust, crnyxa, onop-
HO-ABUraTernbHOro annapara n obyda-
eMOCTMW.

Hanpumep, TakTUnbHast MapKnpoBKa,
3BYKOBbIE IYMbl, 3ayLUHbIE CIYXOBbIE
annapartbl, BO3MOXHOCTb MU3bexaTtb
NEeCTHUL, SICHblIE W NPOCTblEe YyKa3a-
TEnw

Ob6opyaoBaHme.
BecriomozamernbHOe cpedcmao rpu
okasaHuu ycnyau

8.11.1 TpeboBaHua K Ka4ecTBY N He-
30MacHOCTU

ToBapbl 1 NOMELWLEHUA, UCNONb3Ye-
Mble NSl OKAa3aHUs yCnyrn, AOIMKHbI
COOTBETCTBOBATb NMPUMEHUMbIM CTaH-
aapTamMm UM HauMmoHarnbHbIM TEXHUYEC-
Kum TpeboBaHusM (Hanpumep, Mno-
e3a B ycnyrax obecTBEHHOro TPaHC-
nopra, Apenu, ncnonb3yemble AnNs
NOArOHKN KYXOHb).

Hanpumep, TpeboBaHnsa K paboTte
BPY4YHYIO, CPEeACTBa 3allUThbI.
[Tpoaykumns, noctaBnsieMmasl Kak 4acTtb
yCIyrn, JOJKHA COOTBETCTBOBATDL NPW-
MEHUMbIM CTaHgapTam, HaLMo-
HanbHbIM TPeDOBaAHUAM U cornatlue-
HUSAM, CTaHgapTam Ha NULEBYIO0 De-
30MNaCHOCTb U TUTUEHY

8.11.2 oCTynHOCTL

8.11.3 Opyrne npumenHnmble Tpebo-
BaHUSA

Pasmepbl n dhopma mebenn, apmarty-
Pbl U NPUCNIOCOBNEHNI AOMKHbI NOA-
X0OUTb UEeNneBbiM NOMb30BaTENSAM, B
T. 4. C 0CODbIMM NOTPEDHOCTAMMU

PykoBOACTBO NO PEMOHTY U TEXHUYEC-
KOMY OOCNY>XUBAHWIO;, MEHEIKMEHT
pucka

Mepbl 6e30nacHOCTU
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8.12.1 lNpekpaweHne nnn nameHe-
HUE YyCIyru

[Tonntuka, npoueaypbl, obopyaosBa-
HUe Ans pasnnYHbIX 3KCTPEHHbIX CLE-
HaApPWEB, BKMOYasaA MEHEIKMEHT PUC-
Ka; OOCTYN K 3KCTPEHHbIM Crnyxbam.

Hapgnexawmne mepbl N0 MHPOPMUPO-
BAHUIO 3aKa34uMKoB, obecnevyeHune
NPoAOIKEHUA OBCNYXMBAHUA U T. 4.
B Cly4yae NOIMoweHnsl, CrIMAHUA, U3-
MEHEHUS MECTOHAXOXIEHUSA KOMMa-
HUXN U PaABHO3HAYHOIO COObLITUSA.

8.12.2 ObecnevyeHue
HOCTW

OTBETCTBEH-

Hapnexallee cTpaxoBaHue Ha agek-
BaATHOM YPOBHE
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OkoHyaHue mabnuubsi 5

AcCnekTbl, KOTOpble cnepyer

SNEMEHT yCnyru emMmaTudeckasa obnactb yYUTBIBATL NPU paspaboTke
CTaHOapToOB
8.12.3 lapaHTum PasymMHas 3dpPEKTUBHOCTL, Hanpwu-

Mep, BPEMS, B TEHEHNE KOTOPOIro A0r-
XEH MPUUTU noesn, Yac, A0 KOTOPO-
ro KOMHaTa B roCTUHULE OO0IMKHA OC-
TaBaTbCH 3a 3aKA34UKOM

8.12.4 VcnpaBneHwe ObpaboTka xanob un yperynupoBa-
HME CNOPHbLIX BONPOCOB BHE OPraHu-
3auunn.

Opyrme  ctangaptbl,  Hanpumep,
MCO 10002

Tadbnwua 6 — KOHTPOSIbHBIN NEPEYEHb TEM, KOTOPbIE CNeayeT y4YecTb, CBA3aHHbIX C KOMMYHUKALMEW HA BCEX 3Tanax

AcCnekTbl, KOTOpble cnepyer

SNEMEHT YyCnyru Tematuveckaa obnactb yYUTbIBATL MNpu paspaboTke
CTaHOapToOB

KoOMMyHMKauUuuns 8.13.2 Metopn Hagnexawana texHonorma B oonactu
Mex 0y 3aka3qUuKoM U riocmasuju- NMHPOPMALUN N KOMMYHUKAUUWN (ITNY-
KOM ycnyau (00, 80 8peMs U riocrie Hasa becepga, Tene®oH, ake, NMCbMO,
oKasaHus ycriyau), 8KIoYas. BMEKTPOHHAA NoYTa);, anbTepHaTUB-
- peKknamy; Hble (POPMAaTLI; OPOPMITEHUE POPMY-
- [1PEONPOOaXKHY o numepa- NAPOB, NpaBuna CUHTakcuca ans
mypy; SNEKTPOHHbIX MUCEM; MeEXAYHapPOoa-
- 002080p; Hble cornallueHuns; ctaHgapTbl (Hanpwu-
- 8biCMas/IcHuUe cyema mep, PykoBoacteo NCO/M3K 14); Ha-
LMOHAarnbHble TpeboBaHUA K cornalle-

HUS
8.13.3 CopepxaHue [leTanbHOE ONMCaHWe OKa3biBAeMOW

ycnyrn; nobbie cneyndundeckne Tpe-
boBaHMA, OCODEHHO B OTHOWEHUWN
neTen; CTOMMOCTb, BKIIOYAs BCE Ha-
norn unu cbopel 3a ycnyry, cnocob
nnaTtexa; CYeT; rapaHTun, NONuUTUKa
0b6paboTkn Xanod u npeTeH3nn; no-
NMNTUKA B OTHOLWEHUN NpeKpalleHns
NesATeNnbHOCTU, KOHTAKTHas UHMDOP-
MaUuA MocTaBLLMKA YCITyIN.
TepMunHONOrns; SCHbIN, NMOHATHBIN,
NnpaBavBbIN A3bIK, YYNTbIBAKOWMWN NO-
TeHUnanbHble 0cobble TpeboBaHUS
3aKa34MKOB.

MexayHapoaHble cornaweHust; CTaH-
aaptel (Hanpumep, PykoBoacTBO
MCO/M3K 14); HaumnoHanbHbIE Tpe-
boBaHUA U cornaweHus

8.13.4 YacrtoTa KOHTAKTOB YCTaHOBUTb MUHUMArlbHYIO 4acToTy/
MUHUMAanNbHLIN UHTEPBAl 4118 3TaroB
OKa3aHus yCIymv
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OxkoHyaHue mabnuubi 6

ACNEeKTbl, KOTOpblIE cnegyer

INEeMEeHT ycnyru TemaTundyeckasa obnacTtb VIUTBIBATL NPU paspaboTke
CTaHOapTOB
8.13.5 HoCTUXNMOCTb Opranusauvm n COOTBETCTBYIOLLNX CO-

TPYAHWKOB Arnsl BCEX MONb3oBaTenewu,
HanpumMmep, MNOMELLEHUSA, Yacbl NPU-
emMa, cpeaHee BpeMS OXUAAHUSA, CTO-
NMMOCTb OAHOro 3BOHKA, CNOCOD KOH-

TakTa

8.13.6 Nonutnka noBeageHns BexXnmBoCcTb 1 BHUMAHUE

8.13.7 Koaekc noseaeHuns CyLlWEeCTBYET NN U ABNSETCA N 0bLLE-
OOCTYIMHbIM

8.13.8 NamepeHne yagoBnetBopeH- | Metoabl nonyveHnss obpaTtHON CBSA3WN.
HOCTM 3aKa34uka PykoBOACTBO, CBA3AHHOE C paccMmart-
pyBaeMbiMU cTaHgapTamu, paspabo-

TaHo NCO/TK 176

KoMMyHMKauus 8.14.2 Metog Hagnexawana texHonormsa B obnacrtu
(BHymMpu opzaHu3layuu, 0Ka3biearo- MHPOPMALUN N KOMMYHUKALUUWN (ITNY-
weu yenyay, unu Mexoy amou opeza- Has becepa, TenedoH, hake, NMCbMO,
Hu3auueu u ee riocmasuiukamu) BMEKTPOHHAA NnoYTa); anbTepHaTUB-

Hble dhopmMaThl

8.14.3 YacToTa KOHTaAKTOB Cneundumkaumss MUHUMAaNbHOWU Yac-
TOTbl/MUHUMAaNbHOIO MHTEpBana s
3TarnoB OKa3aHUs YCIyIU

8.14.4 CoBmecTHO ncnonb3yemasa | Konnyecrteo/kavecTBo, 0CODEHHO B
MHPOPMaLUS CBSA3MN C 3aKa34MKOM
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[Mpunoxexnune A
(cnpaBo4HOe)

1 PUMEpPbl BOSMOXHDbIX yCnyr

[na uenen HacToOsAILLEro cTtaHgapTa ycnyryu BKNOYalT B cebs cnegyrowme Bnabl (XOTA HE NCHEPNbLIBAKOTCH 3TUM
NepeYHeEM):

- AESAITENBHOCTb, OCYLWECTBNSAEMANA MO OTHOLWEHUIO K MaTepuarnbHOMY NPOAYKTY, NPeaoCTaBNeHHOMY 3aKa3unKkoMm
(Hanpumep, aBTOCEPBUC UM PEMOHT aBTOMObBUNEN);

- NpeaocTaBeHne 3aKkas4dmkam KOHCyNnbTauum Unm NOMOLWLM SKCMEPTOB (Hanpumep, puanyecknx nnm puHaHCco-
BbIX KOHCYNbTaLWUN);

- NpeaoCcTaBneHne HemaTepuarnbHbIX NPOAYKTOB (HANpUMEP, CTpaxoBaHUE);

- 0byyeHne n noBblWEHNE KBanupukaumm ans nonb3oBarenen (Hanpumep, obydveHne aA3blkam, CnopTy, PEMEC-
nam);

- pa3mMeleHne unnm gocyr (Hanpumep, rocTuHuua, Teartp);

- OpraHU3o0BaHHas U HanpaensemMas gesaTenbHOCTb AN YYACTHUKOB (Hanpumep, TYpu3M, akTUBHbIM OTAbIX B Bbl-
X04HblE OHWN);

- caadva BHaem obopyaoBaHusi/nomeweHunn (Hanpumep, areHTCcTBa no caadve B apeHay, NpokaT MHCTPYMEHTOB,
ycnyrm tenedonunn, nposangep yenyr VIHteprHera);

- yX04 WU NeYveHne 3aKkasyvukoB (Hanpumep, Nnapukmaxepbl, CTOMaTONOr);

- 34paBOOXpPaHEHNE;

- CeTeBble ycnyrn (Hanpumep, TeENEKOMMYHMKaUKnA, kabenbHasa cBs3b, VIHTEPHET, ycnyrm no npeaocTaBleHuto
ANEKTPOIHEPINMN NN TOMNMBA);

- TPAHCNOPTHbIE yCnyrn (Hanpumep, aBTobyChl, Noe3aa, NapoMbl U aBUANUHUN).

[MpunoxeHve B
(cnpaBo4HOE€)

anMepbl NMPUMEHUMOCTU KOHTPOJNIBHOTO NepeYHAd K pasHbIM BUAaAM yCnyTr

B.1 B Tabnuue B.1 nokasaHo, Kak pasnnyHble 3NMEMEHTbl YCNyru nony4arTt 6onbluee UM MeHbluee 3HaYeHune,
KOrga KOHTPOINbHLIN NEPeYeHb NPUMEHSETCH K yCryram pasnuyHbiX BUAOB. [1pumepbl MNMIOCTPaTUBHLI U NOTOMY HEMOI-
Hbl. [lpegnonaraercs, 410 cTaHaapT, paspabarbiBaeMbli HA OAHY M3 3TUX obnacten cgepbl yenyr, byaeT ropasgo bonee
OeTarnbHbIM.

B.2 lNapvkmaxep npeacrtaBnser manyr opraHumsauuto, Kotopass MOXeT COCTOATb U3 OQ4HONo CamMOCTOATENbHO
3aHATOrO nNuua U eauHCTBEHHOW Onepauun Ha BbIXOAE.

B.3 [ocTuHMUA Cny>XMT NpUMEPOM MOCTaBLUMKA KOMIMIIEKCHOW YCINyrn, Korga OCHOBHAasA ycrnyra — pasmMelleHune,
OQHaKO NakeT ycrnyr Bkro4vaeT B cebs npuem (BpoHNpOBaHME, CONPOBOXAEHNE NPU BbE3AE U Bble3ge, COBETbI BO BPEMS
npebbiBaHMs), NnpeaocTasneHmne Homepa (¢ 0bopyaoBaHUMEM, TaKMM Kak KpoBaTb, AywWw, APYron MHBEHTAapPb, NPecc Ans
OPIOK, a TakKe MeHee MmaTepuarnbHble acrnekTbl, HaNnpumep, Bua, AEKop, yKpalleHus), 3aBTpak u obcrnyXmBaHne B HOMe-
pe, cnyxbbl (Hanpumep, 6ap n daccenH) n gpyrme ycnyrm (Hanpumep, opraHnsaumst akckypcumn). Cama roctuHnua MoXxeTt
ObiTb OAHOW U3 HECKONBKUX, HAXOOAWMXCA B COOCTBEHHOCTU WUIMU MOMYYEHHbIX NMYTEM KOMMEPYECKON KOHLEeCCUun, obbe-
OVWHEHHbIX 06WKUM DperHaom, CO CBA3aHHbIMM CUcTEMamMm BPOHUPOBAaHUA, B T. 4. Yepe3d VIHTepHeT.

B.4 CTtpaxoBaHWe XU3HW CINYXUT NPUMEPOM HEMATEPMANBHOIO NPOAYKTA, KOTOPLIN MOXET Bbl3blBaTbh Y NOTPEOU-
Tenst 6ecnoKoONCTBO M3-3a CINOXHOCTU BbIOOpa BUAA CTpaxoBaHusl, BCIeACTBNE HEMOHATHOCTU MHGOPMAaUNK (MOCKONbKY
pPa3fNYHblE KOMMNaHUKM MOIyT MPeacTaBnATe MHPOPMAUUIO PasfNUYHbIMKU CnocobamMn) n OTCYTCTBUS HAOEXHbIX MOKAa3a-
TENEW AOCTOBEPHOCTU (HANpPUMEP, CMOXET NN pupma-nocTaBWMK, Npu HEOOXOAUMOCTH, NPOU3BECTU BbINNATHI).
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Tabnwuwuya B.1— lNpumeHEeHNE KOHTPONBHOIO NEePeYHsl K NapukMaxepcknum ycrnyram, roCcTUHUYHOMY Bu3Hecy u

CTPpaxXoOBaHNK XWN3HW

SNEMEHT yCnyru

[Tapukmaxep

[oCTUHULUA

CTpaxoBasa KOMNaHUA

[TocTaBLWWK yCnyrun

[TocTaBwWMK(n)

MeHee BepOAATHO, YTO Manas
opraHunsauns byget y4YUTbl-
BATb UNU MNPUMEHATL CTaH-
0apTbl HA MEHeIKMEHT Ka-
4eCTBa N OXPaHbl OKPyXalo-
lEN cpeabl, TAKNE KAaK CTaH-
0apThl, NoAroTOBINEHHbIE
NCO/TK 176, nnn NCO 14001,
N UX AOKYMEHTauus Ha cob-
CTBEHHbIE NPOLECCHI MOXET
OblITb OrpaHNYEeHHON NN OT-
CYTCTBOBAT.

KpeanTtocnocobHOCTL N ApY-
rme PUHaAHCOBbLIE aCNeKThl
MOIYT UMETb MEHEE HENOC-
peacTBEHHOE AENCTBUE HA
noTpebutenen, NOCKONbKY
0ObIYHO AEHbIM HE BbIMNNAa4U-
BAKOTCH 40 OKA3aHUS YCIyIW.

MoryT npucyTCTBOBaTh TakKxke
Takue acnekTbl, Kak Ha3Ha4e-
HWEe BCTPeY C O4OCTaTOYHbIMW
NPOMEXYTKaAMKN, YTODbI MUHW-
MU3NPOBATL ANA 3aKa3unka
BpeMS OXMAaHUA OTAENbHO-
ro macrtepa, n Hagnexauee
yaaneHne BCeX XMMUNYECKNX
OTX040B (HEUCNONBb30BAHHOW
Kpackmn anst BONOC U T. I.)

KavyecTBo wamnyHeun, npoayk-
TOB AJ151 yxo4a 3a BoNocamu u
T. M. OT NMOCTaBLUWKOB

Bce nyHKTbI MOryT BbITh BKIIO-
YeHbl B MOJINTUKU OpraHn3a-
umn. [1nsg cetrm rocTMHUL OHW
MOIyT BXOAUTb B «KOpnopa-
TUBHbIN UMUOX». [aKXe
MOXHO WCMOJNIb30BATb BHE-
LUHWE CTaHaapTbl, HANPUMEP,
CTaHgapTbl, NOArOTOBIMEHHbIE
NCO/TK 176 Ha mMeHeax-
MEHT KadvecTBa W yrydlle-
HWe, a TaKke ctaHgapTbl Ha
MEHEOXMEHT OKpYXalLlWwewn

cpedbl, nNOArOTOBIIEHHbIE
NCO/TK 207.

KpeantocnocobHOCTE U Apy-
rme dOMHAHCOBbIE aCNeKThl
MOIYT BbI3bIBaTb Y NOTPEbUTE-
Nen HEKOTOPYK 03abou4eH-
HOCTb B CBSI3U C YBEITUYEHMU-
eM npeagonnaTtbl 3a HOMEP
npn 6pPOHUPOBAHUN Hepes
MHTepHeT. OQHaAKO PUCKNK
MOryT ObITb KBANUPUUMPOBa-
Hbl Brnarogaps NMOKPbITUID Ye-
pe3 cTpaxoBaHne noesgok.

KOMMNNEeKCHOCTb OKAa3blBae-
MbIX YCNyr MOXET MPUBECTU
K YBENIMHMEHUIO dYumCra Mpo-
ueayp, W3 4ero BbITEKalT
TEéMbl O NOBbIWEHUN KBallWn-
dPuKaumnmn, a TaKkke YNCrieHHO-
CTU nepcoHana, Heobxoau-
Mble ONA CnekTpa ycnyr v
BMECTUMOCTU TOCTUHULbI.

Ocobble TEMbI MOTyT BKIIO-
yaTb B cebs yganeHme OTXo-
0B, YCIYIU NpaYve4YHoOn, 3aHs1-
TOCTb NpeacTaBUTENEN He-
briaronony4YHbIX CNOEB Hace-
NEHUSA, UCKINKYEHNE BUOEO-
PUNBbMOB C HACUTTMEM W TOP-
Horpadwuen, obpaweHve ¢
WYMHBIMW UMW HEAUCUMN-
NIMHUPOBAHHbBIMWN MOCTONASb-
LaMW

[TocTaBWMKN COMYTCTBYIOLWMNX
YCNyr, HAaNnpuMep, Kypca urpbl
B ronbd®, npeaocrtaBleHne
TaKcu

MorytT  npumeHsiTbCsl  06-

Wne ctaHgapTbl, TAKUe Kak
NCO 9001 n (meHee BaXKHbIN)

MCO 14001. MoxeT oTcyT-
CTBOBaTb NOTPEDHOCTb B OT-
pacneBbiX CTaHaapTax.

KpeantocnocobHOCTb U ApY-
rme ObMHAHCOBbIE aCNeKTbl
NMEIOT ANS CTPaxXoBblX KOM-
NaHUWU NePBOCTENEHHOE 3HAa-
yeHue. MoryT cywecTBOBaTb
TpeboBaHus, yCTAHOBIIEHHbIE
HaUMOHaNbHbIMW BNACTAMMN.
Ecnuv OHM OTCYTCTBYIOT UIN HE-
OCTaTOYHbI, CTAaHAAPTbl MO-
ryT 3anonHuTb npoben. Nonw-
TUKAQ KOMNaHUN MOXET CO-
aepxaTtb AONOMHUTENbHbIE
KPUTEPUN, YCTAHOBIEHHbIE
camMoOn KOMMAaHUeN.

MoxeT ycTaHaBnuBaTbCA,
OOMKHbI NN CTPaxoBble Mnpe-
MUU 3aBUCETb OT JINUYHbIX
NAaHHbIX, TAKUX KaK 340POBbE
N JOCTATOK, UNN OOIKHbI NN
«beaHble» 3aKa34YnKU MNony-
YyaTb NpeuMyLlLecTBa OT Mpu-
BUIMErMPOBAHHbIX, a TaKxe,
MOXET NN perynmpoBaHue
TapudoB ba3npoBaTbCs, Ha-
npuMep, Ha pucke Ans 340-
DOBbLS

CBSI3U CTPaxoBblX KOMMNAHUN
C UX areHTamu, bpokepamMmun u

T. O

[lepcoHan
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PerncTparop, COTPYAOHMWK,
MOKOLWMN  TONMOBY, MNapUK-
Maxep-CTUNUCT U T. A.

Lnpoknn cnektp nepconHana,
BKINtOMas aaMUHUCTPATUBHbIX
paboTHMKOB, yOOPLNKOB U
COTPYAHWKOB, 3aHATLIX MPUIro-
TOBNEHUEM TMULLN.

CTpaxoBble akTyapuu U
nepcoHan cnyxbel  nog-
NEPKKN.
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MuHumanbHble TpeboBaHUA
OOMXHbl BKMO4YaTb B CebA
OXNAaeMbl YPOBEHb Brnaje-
HUA NAaPUKMaxXepCKum Oerom,
a TaKkKe 3HaHUs COTPYAHUKOB
B 0bnacTtmn 3gpaBooOXpaHEHUs
N 6e30NacHOCTN, MEHEeOdX-
MEHTa OTHOLWEHNN C NOTPEebu-
Tenem u T. 4.

[TonnTuka BpsAa N 3akpenns-
eTCA NMMCbMEHHO

MuHuMmanbHble TpeboBaHUSA K
COTpyaAHUKam (Hanpumep,
aunnom B 0bnactm rocTUHMY-
HO-PECTOPAaHHOro aena).

MoryT Takxe notpeboBaTtbcs
OOWKNPHbIE AONONHUTENDb-
Hble 3HAHUS1 U HABbIKN, HAYU-
Hasi OT obpalWleHnsa C 3aKas-
YMKaMKn OO0 3HaAHUSA NMpoueayp
3BaKyauuun npu 4vpesBblyan-
HbIX CUTYaUUAX.

Bce nyHKTbI MOTyT ObITb OTpa-
)KEeHbl B MOMUTUKE OpraHm3a-
LW

TpeboBaHns B 4ONONMHEHUE K
YCTAHOBNEHHbLIM  HaUWNO-
HaNbHbLIMW BNACTAMWU MOIYT
BbiTb OTPaXXeHbl B HALUWUO-
HaNbHOW, OTPAaCNeEBON MOJIN-
TUKE UMK NONMUTUKE KOMMNa-
HUW

3aKka34vuk

K 3aka3unkam mMoryt OTHOCUTb-
ca nogn noboro Bo3pacrta wu
nobbix cnocobHocTen.

Heobxoaumasa nHdopmaums o
3aKas4vmke OOoJpKHa BKNKOYaThb
B ce0A 3HAHNE YYBCTBUTEIBHO-
CTU K XUMUYECKMUM MPOoAYyKTam
n 1. Nn. MoxeT noHagobunTbcs
NONUTUKA B TaKMX BOMpocax
KaKk BO3PAacT, C KOTOPOro MOX-
HO obcnyxuBaTb aeTen 6e3
NPUCMOTPa, OCOBEHHO B CIy-
yae BCMNomMoraTerbHbIX YCIVI,
TAKNX KAaK KOCMETUYECKUWN

yXon

KNMWeHT: K nocTosiNbUaM roc-
TUHULUBI MOTYT OTHOCUTBLCS
noan Nboro Bo3pacTta u Inio-
Bbix cnocobHocTEMN.

TpeboBaHna MOryT BKIOYaTb
B ceba nnartexecnocob-
HOCTb, BO3PAacCT N «pecrneKkra-
benbHOCTbY

3acTpaxoBaHHoe nuuo/nnuo,
OCYLLUECTBNSAIOLWEE CTPaxoBa-
HUE.

TpeboBaHns MOIryT BKINIOYATb
B cebsl BO3pacT U MeHTarlb-
HYIO CMOCODHOCTb 3aKas4u-
Ka, OCYLLECTBNAIWErO CTpa-
XOBaHWE, a TaKKe COCTOAHNE
300pPOBbSl, 3aHATUA U T. 1.
CBOMCTBA 3aCTPaxoOBaHHOIO
nmua

[oroesop

[loroBop B sABHOW (POpMe OT-
CYTCTBYET

Pe3epBUPOBAHNE.

Bo3moxXeH cTaHaapT Komna-
HUW Ha pa3peLleHHbIe Cnoco-
bbl pe3epBupoBaHuns, hop-
MaT pe3epBUPOBaHUSA U MOA-
TBEPXKAEHUS, a TaKKe NnpaBu-
na oTtkasa. Tembl BKNIOYaloOT
3aWmnTy JaHHbIX

[TonnTUKa, a TaKkKe CBA3aH-
Hble C HeW ycnosus. Haymo-
HanbHbIE OpraHbl HAA3opa B
obnacTn CTpaxoBaHUA MOIyT
yCTaHaBnuBatb ©Oa30Bble
TpeboBaHuUA.

[NononHntenbHble TpeboBa-
HUS MOTYT nanaratbCs B Ha-
LMOHANbHOWN, OTPaCNeBOW
NONUTUKE UMW NONUTUKE
KOMMaHWUN

BoicTaBneHue cyeTta

OkasaHue ycnyru

Takme Bonpochl, Kak OXXUaaoT-
CA N, BKIKOYEHbI NN B CYET
NEeHEXHble BO3HArpaXaeHus
nT A.

PaboTa ¢ Bornocamu (CTPUXKKa,
MbITbE TOMOBbI, YKNagKa, OK-
packa, NnepMaHeHTHas 3aBUB-
KanT a.).

KOHCYyNbETUpOBaAHUE 3aKa34yn-
KOB MO yxoay 3a Bonocamu/be-
ceaga Ha obwmne TEMBbI.

Pa3pelleHHble cnocodbbl On-
naTbl N Takne BOMPOCHI, KakK
OXMNOAKTCHA NN, BKIMIOYEHbl NK
B CYET BO3HaArpaxaeHust W

T. A.

ObecneveHne pasmelleHus
BKIIOYaeT B cebs BCTpeYy
(Ona perncrpaunun, conpo-
BOXAEHWSA NPU BbE3JE U Bbl-
e34€e, KOHCYINMbTUPOBAaHNE),

HOMEP AN NPOXUBaAHUA (C
TAaKUMU  3NeMeHTamMK, Kak

PaspeweHHble cnocoObl
BHECEHUA NNATEXEN 3aKa3s-
YMKaAMW U 3aKa3zdunkam

[lpegocTaBneHue ycnyr ctpa-
XOBaHWA.

B pononHeHne Kk TpeboBaHmn-
AM, YCTAHOBMNEHHbIM HaUWO-
HaNbHbLIMW BMACTAMU, MOXET
NPUMEHATbLCA  MONMUTUKA
KoMmnaHuun. [Npeanochinkm v
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[Hpyrne kocmeTtnyeckne npo-
Leaypbl, HANPUMEP, MAHUKIOP,

MaKWNHXK.

Hpyrve ycnyrmn, BKovas Bpe-
M OXXugaHusi (MecTta gnst cu-
AEHWs, MeYaTHble MaTepuans,

MY3blKa, 3aKyCKW)

KpOBaTb, OyLW, CTOM, TenedoH,
npecc Ansa O6prK, 1 MEeHee
MaTepunanbHble 3N1EMEHTHI,
Hanpumep, BUa UIn aTMoc-
dhepa), 3aBTpak n obcnyxmea-
HUE B HOMEPE, TAKMUE CITYX-
bbl, Kak 6ap n baccenH, a Tak-
Xe Apyrne ycrnyru, Takme Kak
opraHun3aunsa 3KCKypCun.

Kpyr Tem BKNOYaeT B cebsl ye-
Nyry Ha YPOBHE, KOTOPbLIN OXW-
aaeTca ncxoasa n3 bpowopesbl,
Knacca rocTUHUUbI U T. N.; HE-
pas3rnaweHne nHdhopmauum o
NOCTOSANbLAX TPETbUM CTOPO-
HAM UMK OPYIMM NOCTOAIb-
uam; obecnedyeHne Be3onac-
HOCTU U 3aWMUTbl NOCTOSANb-
LeB, BKM4Yasa npoueaypeol
3Bakyauun B 4vpe3BblYanHbIX
CUTyauusix, BHUMaHWE K NnuLLe-
BOW TUIMEHE U T. A.; a TaKkKe
3aWmnTy NOCTOSNbLUEB U NX Ba-
raxa

npaBuna pacyera CTpaxoBOW
NnpemMnn ABMNATCA MMaBHbIM
anemeHToM. OTpacneBon Ko-
AeKC NMOBEAEHUSA MOXEeT CO-
aepxaTb PyKOBOACTBO MO A0-
HECEHUIO 3TUX 0DA3aTENnbCTB
N NpegnocbinoK A0 3aKas34u-
KOB.

Mepbl Ha ypoOBHE OpraHun3ia-
LUnN, TEXHUKU U npoLuecca
OOIMKHbI obecnevymBaTb CIoO-
CODHOCTb CTPaxoBOW KOMIMa-
HUM NPOU3BECTU BbINnNary,
Korga oHa Heobxoauma

Pe3ynbraT yenyrm

B nepByto odepenb: CTpuXKa
n yknagka. ononHntenbHO:
MECTO AN oXugaHus, bece-
0a, KOHCYNbLTUPOBaHMe (B AaH-
HOM Cny4vae Henb3s pasge-
NMUTb OKa3aHwe yCriyrv u ee pe-
3yInbTaThbl. YAOBNETBOPEHHOCTb
3aKa34YMKa BbITEKAET HE TOlb-
KO U3 MNPUYECKN, HO TaKkKe Uu3
OPYyrux snemMeHToB OKasaHws

ycnym)

[TpebbiBaHne, ya0BONbCTBUE
OT Nakerta ycnyr.

Popmynsap Ans OUEHKU Ya0B-
NEeTBOPEHHOCTN 3aKa3uvukKa

Hanun4ne cTpaxoBoro nonuca;
NONy4YeHne CornacoBaHHOW
CYMMbl O€HEr nNpu BbIMNOJIHE-
HUW COrMacoBaHHbIX YCITOBUN.

Mepbl HA ypOBHE OpraHuia-
LMK, NepcoHana, TEXHUKN W
npouecca AonXHbl obecne-
YMBaTb CNOCODHOCTb CTPaxo-
BOW KOMMNAaHWUU MPOU3BECTMU
BbINMaTy, Korga 31o noHago-
butcs

YCnoBUs npeaocTaB-
NEHNA yCcnyru

[Tapukmaxepcknm canoH Unw

Xunumuwe

3adKa34UKa

ObOwecTBEHHbIE MECcTa, 3e-
MEITbHbIE YYaCTKN U CaM HO-
Mep.

Kpyr Tem BKno4aeTt B cebs
OOCTYNHOCTb ANs UHBANWAOB,
TpeboBaHUA K 3NEKTPoObOopY-
OOBaHWUIO, KA4YeCTBO (Harnpwu-
MEP, pasmepbl HOMEPOB)

Oduc KomnaHumm.

Obwue ctaHgapTbl HA OuU-
Chbl

ObopyaoBaHne
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Ho>XHuubl, KNCTK, cpeacTBa
OKPaCKN BONOC, CYLUUINKU U T. 1.

MecTtononoxeHue, BbICOTA
YMbIBAlIbHOWN PaKkOBUHbI {(3Pro-

HOMWS) U T. A.

Unpokun cnektp obopyaoBa-
HUA, 3HAYUTENbHAA 4YacCTb KO-
TOPOro UCMNOSNb3YETCS 3aKas-
YMKOM CaMOCTOATENbHO (Ha-
npumep, Npubopbl AN Npu-
rOTOBNEHUSA KOpe, TENEBUN30-
Pbl U T. N. B HOMEpax).

Kpyr Tem BKtovaeT B cebst MU-
HUManNbHbIW HABOP AOCTYN-

TexHonorum B obnactn uH-
dopmMaLnn N KOMMYHUKALNW,
nporpaMmmHoe obecnevyeHue,
paunrnsbl.

CTaHgapTbl HA nognexxawlyo
NPUMEHEHUID TEXHONOIMMKIO B
obnactn nudopmaumm n KOM-
MYHUKaLWUW
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Mepbl 6e3onacHoCTU

[Tapukmaxep
3HaHMe Tuna BOMNOC 3a-
Ka3unka, 4yBCTBUTEINBHOCTU

N T. N. K NPUMEHAEMbIM XUMMW-
4YEeCKMM BelwecTBamMm (Hanpw-
MEP, Kpackam).

BesonacHoe obpaweHune ¢
npoAyKTaMu, UCNOIb3yeMbl-
MU O OKPacKU U 3aBUBKMU
BOIMNOC, U UX yJarneHue.

[UrMeHn4YeckKkne acnektbl Uc-
NONb30BAHUA PacYeCcoK, Ku-
CTEN U T. IN.

[TonnTnka Bo3MeLleHns Unu
N3mMeHeHus npudeckn. Crpa-
XOBaHWe OTBETCTBEHHOCTU U
T. .

HbIX NPUOOPOB N «becnnar-
HbIX» YCTPOWUCTB (Hanpumep,
OEHbI U TMTUEHNYECKNE Cpel-
cTBa B HOMepax), besonac-
HOCTb aeTen, Be30nNacHOCTb
ANeKTponpnbopoB U NPUroa-
HOCTb 0O0PYAOBaAHUS ANA UC-
NONb30OBAHUA UHBaNWaamm

[lpouenypbl 3Bakyaumu B
Yype3BblHYauHbIX CUTYaUUSX W
CBAA3W C MECTHbIMM cnaca-
TeNnbHbIMU CrnyXbamn.

Uto genatb B cny4vae u3bbl-
TOYHOro BPOHNPOBAHUAL.

Co3aaHne n npoaBuXxXeHue
NONUTUKN 0bpaboTkn xanob
N yperyrnmpoBaHnsa CnopHbIX
BOMPOCOB BHE OpraHm3ayun

Koaekc MHPOPMAaLUMOHHON
3aLUUTHI.

Kputepun nepecrpaxoBaHus.

[TyHKTBI 0O OTBETCTBEHHOCTW

ObmeH nHcopmaunen
MEXAY 3aKa34YMKOM U
NOCTaBLUMKOM YCIYTW

Ha3HavyeHne BpemMeHU, npe-
OOCTaBlNEHNE KOHCYNbTauuu,
becepa

Mexay roctmHuuen n nocrto-
AnbuamMmmn (npegocrtasneHne
NMHpopMaLMM O TOCTUHULE,
pe3epBUpoOBaHnNeE, 3acene-
HUE U BbICENEHNE).

Bo3MOXHO UCMONb30OBaHUE
bpoHnpoBaHuna vyeped MH-
TEPHET.

Kpyr Tem BKNovaeT B cebs
onucaHnsa rocTUHUUbLI N ee
nakerta ycnyr, a TakKe Hnc-
NoNnb3yeTcs Iu cucrtema
knaccndukaummn (3Bes3abl);
NHAPOPMALUUSA, KOoTopas Tpe-
byeTca OT NOCTOANbLUEB (HO-
Mep KpeaunTHOW KapTbl/nmac-
NopT U T. N.); AOCTYNHOCTb
(24 4 B CYyTKW, CEMb OHEN B
HEeAEeNn NN MeHbLLE).

O6LWeaoCTyrnHbIN KOAEKC MNO-
BeJEeHUS.

Cnocobbl namepeHuns yaoB-
NeTBOPEHHOCTH 3aKa3uu-
Ka, Hanpumep, OMPOCHUKWU,
«MHUMBIN  TMOKynaTenb»
(ecnu paspellaertcs)

Mexgy cTpaxoBOW KOMMaHU-
en N 3acCTPaxoBaHHbLIM IN-
LLOM.

CTaHpapTHOEe  OnucaHue
npeanaraemMoro crtpaxoBa-
HUA.

[lpegoctaBneHne goctyna K
NONMUTUKE aHaeppanTuHra,
NPUHATOWN B OpraHmn3auumn, OT-
cnexXmBaHmne N3MeHeHUN B
npaBe cOBCTBEHHOCTU, Korga
HeOOXO0ANMO BbIABUHY T Mpe-
TEH3UMN.

O6LWeaoCTYyNHbIN KOAEKC NO-
BeAEeHUs
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ObmeH nHhopmaunen
BHYTPW CNyXObl

[TnaHnpoBaHne CPOKOB.

3akas UCrosb3yemMblX MaTepu-
anos.

PeneBaHTHaAd MHdopmauuns,
CBSI3aHHas1 C NepUoagomMm Bpe-
MEHWU, KOTOPOE XUMUNYECKUE
BEeLlecTBa MOryT OCTaBaTbCA
Ha BONOCax/BPeMs CYLUKU W

T. A.

Cucrtema pe3epBUPOBAHUA.

becega o TpeboBaHUAX MO-
CTOSAANbLUA A0 3aceneHns n BO
BpeMSA NpoOXuBaHusa (Hanpu-
Mmep, TpeboBaHne HoMepa
ONs  HEeKypsWuX,  3akKasbl
yepes ob6CnyXmBaHMe B HO-
Mepe)

MpunoxeHwne QA
(cnpaBo4HoOe)

OTpacneBble CTaHAAPTbl UK
TpeboBaHUA KOMNAHUWN K
KOMMYHUKALUN BHYTPU KOM-
naHnun n ¢ bpokepamu, NHBE-
CTULUMOHHBIMU KOMMAHUSAMMN,
BNacTtaMn, NOCTaBLUMKAMU U
apyrumm ctopoHamun. Crieum-
PUKaunsa nognexawen nc-
NONIb30BAHUIO TEXHOMOINMN B
obnactun nHhopmaumm n Kom-
MYHUKaL KWW

CBeaeHNA 0 COOTBETCTBUU CCbINMOYHbIX MeXAYHaAPOOHbIX CTaHAAPTOB CChITOYHbLIM
HauMoHanbHbIM cTaHaapTamMm Poccunckon ®epgepauuu

Tabnwuua OA.1

Ofo3Ha4YeHne CChINOYHOro CteneHe ObosHa4vYeHne 1 HaMMeHOBaHKne
MEeXOYHapPOOHOro craHgapTra COOTBETCTBUA COOTBETCTBYHOLWEro HauMoOHaNLHOro opraHa
ISO 9000 IDT [OCT P NCO 9000—2008 «Cucrtembl MEHEMKMEHTA KaYe-

cTBa. OCHOBHbIE MONOXEHUA W CIoBapb»

30

[TpumedyaHune— B HacTosiwen Tabnuue UCnonb30BaHO Crieayowee yenoBHoe 0603HAYeHNE CTeneHu

COOTBETCTBUSA CTAHOAPTOB:
- IDT — naeHTnYHbIE CTAHOAPTHI.




[1]
2]
[3]
[4]
[5]

[6]
[7]

[8]
[9]

[10]
[11]
[12]
[13]
[14]
[15]
[16]
[17]
[18]
[19]
[20]
[21]
[22]
[23]
[24]
23]

[26]
[27]

28]
[29]

[OCT P 54930—2012

Bbubnuorpacdus

NCO 29001 Cuctembl MeHePKMEHTa KadecTBa. TpeboBaHus

NCO 9004 Cuctembl MEHEIKMEHTA KadecTBa. PekomeHgaumm no yrnyudweHunto gesaTernbHOCTU

NCO 10001 MeHeaKMeHT KadecTBa. YAOBMNETBOPEHHOCTL 3aKasduka. PekomeHgaumm no Kogekcam MnoBe-
OeHuns Ans opraHn3auum

MCO 10002:2004 MeHemKMEHT KadecTBa. YAOBNETBOPEHHOCTb 3akasdmka. PekomeHgaumm no obpaboTke
Xanob B opraHm3aumsax

NCO 10003 MeHe)KMEeHT Ka4vecTBa. YOOBNETBOPEHHOCTL 3akasvuka. PekomeHgaumm no yperynnpoBaHuio
CMNOPHbLIX BOMPOCOB BHE OpraHn3auum

NCO 14001 CUCTEMBI 3KONOIMMYECKOrO MEHemMKMeHTa. TpeboBaHusa U PYyKOBOACTBO MO NPUMEHEHULD

NCO 14004 CuUCTeMbl 3KONMOrMYeckoro meHemxkmeHta. Obuwee pykoBOACTBO MO NPUHUMNAM, CUCTEMAM W
meTogam obecnevyeHnss PYHKUMOHNPOBAHUS

NCO 14020 3Jkonornveckue 3TukeTkn u aeknapauuun. Obwme npuHUUnbI

NCO 14021 JKOMONMYeckue 3TUKETKM W geknapauyun. CamopeknapupyemMble 3KONOrm4yeckmne 3asBrieHus
(Jkonornyeckoe aTnkeTupoBanme tuna ll)

NCO 14024 JKOMOrM4yecKkne 3TUKETKU 1 Jdeknapauun. JKkonorndyeckoe atuketnpoBadHune tuna l. [NpuHumnbi
n npoueaypobl

NCO 14025 JKOMorm4eckme 3TUKETKU U geknapaumn. Ikonormdeckne geknapaumm tuna lll. NMpuHumnnel v
npouenypobl

NCO 14040 JKonornvyeckmun meHegkmeHT. OueHka XU3HeHHOro uvkna. [NpuHumnnel n CTPyKTypa

NCO 14044 JKonormyeckmn MmeHegkmeHT. OueHKa XU3HEHHOro uukna. TpeboBaHus n pekoMmeHgaumm

NCO 14062 IKONMOMMYECKUN MEHEMKMEHT. VIHTErpnpoBaHne 3KOINMOrm4ecknx acnektoB B MPOEKTUPOBAHUE

n paspaboTky NPOAYKTOB
PykoBoacTteo NCO/M3K 14 Mudopmauma no npnobpereHunto npoaykunmm 1 yenyr, npegHasHadveHHas gns notpedu-
butenen
PykoogcTBo MCO/MOIK 37 UHCTpyKUMKM NO NpUMEHEHUIO NMOTPEBUTENBCKON NPOAYKLNY
Pykoeogcteo MCO/M3BK 41 YnakoBka. PekomeHgauum no yaoBNeTBOPEHUIO NOTpebHocTen notpedbutens
PykoeoacTBo MCO/M3K 46 CpaBHUTENbHOE TECTUPOBAHME NOTPEOUTENBCKMX TOBAPOB U CBA3AHHbLIX C HUMW YCIVT.
Obwure NpuHUUMbI
Pykoeogcteo NCO/MOBK 50 Acnektbl 6e3onacHocTn. PykoBOACTBO Mo 6e30nacHOCTU AeTen
Pykoeoacteo MCO/M3K 51 AcnekTbl 6e30nacHOCTU. PyKOBOACTBO MO UX BKIOYEHUIO B CTaHOAPTHI
Pykoeogcteo NCO 64 PykoBoacTBO Mo BKNOYEHUIO 3KONMOMMYECKMX ACMEKTOB B CTAHAAPTHLI HA NPOAYKTH!
PykoeoacTeo MCO/M3K 71:2001 PykoBoasawme ykasanus ans paspaboTyMkoB CTaHAAPTOB, HAMPAaBleHHbIE Ha yO0B-
neTBOpeHne noTpedbHOCTEN NOXWUIMbIX NIOAEN U MHBANWOOB
Pykoeoacteo MICO/MOK 74 3Hakn rpadudeckue. TexHU4eckue pykoBOdALME yKasaHuA ONs ydera HyXQ noTpe-
butens
MCO/M3K 3asBneHne o nonutuke. Y4yetr noTpebHOCTern NOXWUNbIX Mogen n UHBanuaoB B pabote No ctaHgapTu-
3aunmn
[ToTpedbuTtenb n ctaHaapThl.
naptoB, NCO/MO3K, 2003.
MCO/M3K 3assneHne 06 yyactum notpedbutenen B pabote no ctangaptusaummn, MCO/M3BK, 2001.
Meesters, B. and De Vries, H.J., ISO 9000 «oTKkpbIBaeT cHeT B NpodheccnoHanbHOM pyTdone — HO KTO 3aKas4unK?»,
ISO Management Systems, Vol. 2, No. 6, November—December 2002, ISO Central Secretariat, Geneva, pp. 51—55
3akoH 06 amepukaHuax-uHeanmgax (1990)
CBponencknn maHgat M283, maHgatr eBponenckMm opraHam no craHgaptv3auuu Ha PykoBOOAWMN OOKYMEHT B
obnactn 6e30nacHOCTU U NErkocTn B 0bpalleHnn NPOAYKTOB ANs NMIOAEN C 0CODbIMM NMOTPEDHOCTAMU  (HANPUMEP,
NOXWUINbIX U MHBANWAOB)

PYKOBOASILLME YKAa3aHUA U MPUHUMNBI ANS ydacTus notpebutenen B pa3paboTke CTaH-
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