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IIpenucinoBue

1. PASPABOTAH OTkpbIThIM akLiIHOHEPHBIM 0011eCTBOM "BCeepoccuiickuil HayuyHo-
UCCIIeIOBATENbCKUI HHCTUTYT cepTuduKarum”

2. BHECEH Texnnueckum komuteToM 1o cranaapruszaunu TK 342 "Yenyru Hacenenuro”

3. YTBEPX/IEH 1 BBEJIEH B JIEMICTBUE Ilpukazom deepaabHOro areHTCTBa 110
TEXHUYECKOMY PETYIUPOBAHHIO i MeTpoioruu ot 29 Hosaopst 2012 . N 1612-ct

4. BBAMEH I'OCT P 50646-94

[IpaBnna npumenenns Hacrosmero ctanaapra ycranosineHsl B [OCT P 1.0-2012 (pasgen 8). Muadopmarust 00
WU3MEHEHHSX K HAaCTOSALIEMY CTaHIapTy MyONUKyeTCs B €KETOAHOM (II0 COCTOSHHIO Ha | sIHBaps TEKYILEro roja)
uH(OpMaIMOHHOM yKa3zareine "HannonansHble crannapThl”, a oQuIManbHbIA TEKCT H3MEHEHUH 1 OIPaBOK - B
exeMeCsTYIHOM WH(POpMaIIMOHHOM yKazarene "HaronanbsHable cTanaapThl”. B ciryuae nepecmoTpa (3aMeHbI) WK
OTMEHBI HAaCTOSAIIETO CTaHIapTa COOTBETCTBYIOIIEE YBEAOMIIEHNE Oy/IeT OITyOIMKOBaHO B ONMKANIIIEM BBIITYCKe
uH(popManroHHoro yka3arens "Hanmonansabie cTanaapTel”. COOTBETCTBYIOMAS HH(GOPMAIHS, YBEIOMICHUE U
TEKCTHI Pa3MeEINaloTCs Takke B MHPOPMAIIMOHHON CHCTEME OOIIETo MOTb30BaHUs - Ha OPHUIINATBEHOM caiite
denepalbHOTO areHTCTBA 110 TEXHMUYECKOMY PETYIMPOBAHUIO U METPOIOTHH B ceTH MHTepHeT (gost.ru)
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BBenenne

YcTaHOBIIEHHBIE B HACTOSIIEM CTaHAApTE TEPMUHBI, OTPAKAIOIINE CUCTEMY TIOHITHH B cepe yCiayr
HACEJICHUIO, PACIIONOKEHBI B CHCTEMAaTU3UPOBAHHOM ITOPSIJIKE.

I[JIH KaXXA0ro NOHATHUA YCTAHOBJICH OAUH CT&HII&pTH?»OBElHHLIﬁ TCPMUH.

Hanyame KBaJgpaTHBIX CKOOOK B TepMHHOHOFquCKOﬁ CTaTb€ O3HAYACT, UTO B HEC BKIIFOUYCHBI JIBa
TEPMUHA, UMCIOIIUX 06HII/I€ TEPMUHOIJICMCHTHI. B aJ'I(l)aBI/ITHOM YKa3areji€ JaHHbBIC TCPMUHBI
MMPUBEACHBI OTACIIBHO C YKa3aHHEM HOMEpaA CTAaThU.

HpI/IBe,Z[eHHLIC OMnpCaACICHUA MOKHO ITPH HeO6XOI[I/IMOCTI/I HU3MCHATDL, BBOJA B HUX IIPOU3BOAHLIC
IIPHU3HAKH, paCKpbIBasd 3HAYCHUA HCIIO0JIb3YEMbIX TCPMHUHOB n/unu YKa3bIBas O6LCKTLI, OTHOCAIIHECA K
OIIpCACIIACMOMY ITOHATHIO. OTH U3MEHEHHS HE AOJIDKHBI HApyIIaThb 00beEM U COACPIKAHUC HOHHTHﬁ,
OIIPCACIICHHBIX B HACTOAIIECM CTaHAApTEC.
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1. O6aacTb npUMeHEeHUs

HaCTOSIH_[I/Iﬁ CTaHAApT YCTAaHABIMBACT TCPMHUHBI U OIIPEACIICHUA MOHATHUH B 00J1aCTH CTaHJapTHU3alllu,
MCHCIPKMCHTA YCIIYT U IOATBCPKACHUA COOTBETCTBUSA B C(bepe YCIIYT, OKa3bIBaCMbIX HACCIICHUIO.
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2. HopmaTuBHbBIE CCHLIKH

B HACTOALIEM CTaHAAaPTE UCIIOJIB30BaHbl HOPMATUBHBIC CCHIJIKK HA CIICAYIOMINE CTaHAAaPThI:

e ['OCT P UCO 10002-2007 MeHea)KMEHT OpraHu3aluy. YI0BIE€TBOPEHHOCTb IOTPEOUTES.
PykoBOACTBO 10 yNpaBIeHHUIO MPETEH3USIMH B OPTaHU3AIHIX

e 'OCT P UCO/M3K 20000-1-2010 UndopmanmonHas TexHoaorus. MeHemKMeHT yciyr. Yacth
1. Cnenndukarus

e ['OCT ISO 9000-2011 CucreMbl MeHeaKMeHTa KauecTBa. OCHOBHBIE TIOJI0KEHUS U CIIOBAph

Ilpumeuanue - IIpu NoaH30BAHUN HACTOSIIMM CTaHJAPTOM LIETIECO00Pa3HO MPOBEPUTH JEHCTBUE CCHIIIOYHBIX
CTaHIaPTOB B MH()OPMAIIMOHHON CHCTEMe OOIIETo MOJIb30BaHMs - Ha OQHUIMaILHOM caiite deaepaibHOTO
areHTCTBa [0 TEXHUYECKOMY PETYIIMPOBAHUIO M METPOJIOTHH B ceTU HTEPHET WU 1O €KETOTHOMY
uH(pOpMaMOHHOMY yKa3aTeno "HannoHanbHbIe cTaHAApTH", KOTOPBIN OMyOIMKOBAH IO COCTOSHUIO HA 1
SITHBApS TEKYIIETO Tofa, U 10 BBITyCKaM €XeMeCIIHOro HH(POpMaIMoHHOTO yKa3arens "HannonansHbie
cTaHJapThl" 3a TeKyIwmid roa. Eciu 3aMeHeH CChUTOYHBIN CTaHaapT, Ha KOTOPHIH JaHa HeJaTUPOBAHHAS CCHUIKA,
TO PEKOMEHTyETCsI UCII0JIb30BATh JCHCTBYIOIIYIO BEPCHIO 3TOTO CTAHJIapTa C yY€TOM BCEX BHECEHHBIX B JIAHHYIO
BEPCUI0 U3MEHEHUN. Eclii 3aMEHEH CChUIOUHBIN CTaHIapT, Ha KOTOPBIH JlaHa JaTUPOBAHHAS CChUIKA, TO
PEKOMEHTYeTCS UCTIONB30BaTh BEPCHIO ATOTO CTAHIApTA ¢ YKA3aHHBIM BBIIIE TOIOM YTBEPIKICHUS (TIPHHSTHU).
Ecnu nocie yTBepk1eHUsI HACTOSALIETO CTaHIapTa B CCbUIOYHBIN CTaHAAPT, HA KOTOPBIN 1aHa JaTUpOBaHHAs
CCBUJIKa, BHECEHO U3MEHEHUE, 3aTParuBarollee MoJ0XKEHNE, Ha KOTOPOE J1aHa CChUIKA, TO 3TO MOJIOKEHUE
pEKOMEHyeTCs MPUMEHSATH 0e3 yueTa TaHHOTO M3MeHEeHHs. Eciu CChIJIOUHBIN CTaHAapT OTMEHEH 0e3 3aMEeHbI, TO
TIOJIOKEHHUE, B KOTOPOM JlaHa CChUIKA Ha HETO, PEKOMEHIyeTCs PUMEHATh B YaCTH, HE 3aTparuBaroliei 3Ty
CCBLIIKY.

https://tiflocentre.ru/documents/gost-r-50646-2012.php 5/13



15.06.2023, 14:50 [OCT P 50646-2012 Ycnyru HaceneHuto. TepMuHbI U onpeaeneHus

3. TepmMuHbI U onpeaeieHUs

3.1 O0umme NOHATUSA

3.1.1 yeayra: Pe3ynpraT HEOCPEICTBEHHOTO B3aUMOICHCTBHS UCTIOMTHUTENS U MIOTPEOUTENs, a TAKKE
COOCTBEHHOM JEATEIHLHOCTH UCTIOHUTEISI YCIIYT MO YAOBIETBOPEHHUIO MOTPEOHOCTH MOTPEOUTEIIS

YCIIYT.

Ilpumeuanus
1 B cootBerctBum ¢ onpenenearem 'OCT ISO 9000 ycnyra - 310 pe3yabTar, Kak MUHIMYM, OJHOTO JACHCTBHS,
00s13aTeNbHO MIPOU3BEACHHOTO (OCYIIECTBICHHOTO IPY B3aUMOJEHCTBUN) MEXKAY MOCTABIIMKOM U 3aKa34HKOM
(moTpebuTeneM), Kak MPaBUIIO, HEMATCPHATLHBIH.

2 Yciryru, OKa3bIBaeMble HACEICHUIO, ITOAPA3ACIIIOTCS Ha MaTepraIbHbIe, HeMaTepuaabHbIe - (COUAIBHO-
KyJBTypHBIC) U CMEILIaHHBIC.

3.1.2 maTtepuanbHas ycuayra: Yciayra 1o yI0BJIE€TBOPEHUIO MaTepUaIbHO-OBITOBBIX TOTPEOHOCTEN
NOTPeOUTENs yCIIyT, OKa3aHUE KOTOPOU BKIIIOYAET AEATEIBHOCTD, OCYLIECTBISEMYIO 10 OTHOIIEHHUIO K
MaTepHaIbHOMY IPOIYKTY, B TOM YHCJIIE, IPEI0CTABISIEMOMY IOTPEOUTENEM.

Ilpumeyanus

1 MarepuasibHbIEe YCIYTH BKJIIOYAIOT: YCIYTH aBTOCEPBUCA, PEMOHT M TEXHUYECKOE O0CTYKUBAHHE
000pyIOBaHHMsI, TEXHUKH, MAILIUH, PEMOHT U BO3BEICHHUE KUJIBIX TIOCTPOCK, PEMOHT M U3TOTOBJICHUE U3/ICIIH,
XMMHUYECKYI0 YHCTKY, CTUPKY O€JIbsl, )KIIHIIHO-KOMMYHAIIbHBIE YCIYTH, TPAHCIIOPTHBIE YCIIYTH, YCIYTU
CPEICTB pa3MEIleHUs, YCIYTH HHYCTPUH MTUTAHUS U TIP.

2 MarepualibHas yciryra o0ecriednBaeT BOCCTaHOBIICHHE (M3MEHEHHE, COXPaHEHHE) MTOTPEOUTEIILCKUX CBOHCTB

MPOJYKTa MM U3rOTOBJICHUE HOBOTO MPOJIYKTA IO 3aKa3aM MoTpeOuTesel, nepeMelieHre rpy30B 1 JroIeH,
CO3[]aHNe YCIIOBUH JUIs TOTPEOJICHHUS YCIIYT 10 3aKa3aM IMoTpeOuTesel u T.11.

3 Yemyru OTIeNbHBIX BUAOB, OCYIIECTBIIEMBIC 32 TUIATY TI0 3aKa3y MOTpeduTenel U MMEIONe HeKui
MaTepUalibHBIN Pe3yabTaT WK MaTepUAIbHOE BRIPAKCHIE, HHOT/IA HAa3bIBalOT PabOTOH.

4 MarepuanbHble yCIIyTH HE UCUEPIIBIBAKOTCS IPUBEICHHBIM IIEPEUHEM.

3.1.3 counaibHO-KYJIbTYPHAsl [HeMaTepuaiabHas| ycjayra: Yciyra no yaoBJIETBOPEHHIO TyXOBHBIX,
MHTEIUIEKTYaJIbHBIX, TUYECKUX MOTPEeOHOCTEN U MoAepKaHIEe HOPMATbHOM KU3HEAEATEIbHOCTH
noTpeduTeNsi, B TOM YHCe MOAAepKaHHe U BOCCTAHOBJICHHE 3/I0POBbs, TyXOBHOE U (hr3Hueckoe
pa3BUTHE JIMYHOCTH, MOBBIIIEHUE MPOPEeCcCHOHATH3MA.

lpumeuanus

1 COHI/IaJ'ILHO—Ky.HI)TypHLIG YCIIyru BKJIFO4aroT:

* MPEIOCTaBICHUE HEMATEPUATIbHBIX IPOAYKTOB (HAIPUMEp, CTPaxoBaHUe, OAHKOBCKHUE, ((UHAHCOBBIE, IKCIIEPTHBIC U
MPaBOBbIC YCIYTH, KOHCAJITHHT);

¢ o0OpazoBaTenbHbIe yCcIyTrH (00ydeHne, MOATOTOBKA KaJApOB, MOBBIIICHHE KBATH(UKAIINY TIEPCOHANA U TIP. );

® YCIYIH KYABTYPBI, CIOPTA, TypH3Ma, OPraHH3alis OTIbIXa U I0CYTa;

® YXOJ M JICYCHUE 3aKa3UHKOB (HAIpuMep, TapuKMaxepCKUe ¥ KOCMETHYECKHE YCIYTH, MEIUIIMHCKHE YCIYTH, YCIYTH
JUTSL HETIPOTYKTUBHBIX KHBOTHBIX );

e cjauda BHaeM 000pyIOBaHMs, TIOMENICHUH (HalpuMep, areHTCTBA 110 cJjavye B apeH/Iy, YCIyTH MpoKaray);

® ceTeBble YCIYyrd (YCIyrH CBsi3u, IHTEpHET, TelIeKOMMYHHKAIUH, TeIe)OHHO CBSI3H H Ap.).

2 COHI/IaJ'II)HO-Ky.HI)TypHI)IC YCIYTru HE NUCHEPIIBIBAIOTCA MPUBEACHHBIM IEPEIHEM.

3 K cMemanHbpIM yeayraM OTHOCSIT YCIIYyTH, IPEIyCMaTPUBAIOIIIE OTHOBPEMEHHOE YIOBIETBOPEHHE
MaTepruabHO-OBITOBBIX M COMMALHO-KYJIBTYPHBIX TOTpeOHOCTEH moTpeduTeneil ycuyr.
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3.1.4 ucnosrauTeas yeayr: Ilpennpustue, opranusanus Wik MHAWBUAYAIbHBIA TPEANPUHUMATEND,
OKa3bIBalOILUE, ITPeJIaraoliie Wik UMEolIe HaMEepPEHNUE 0Ka3aTh YCIYry HOTPEOUTENO.

Ilpumeuanus
1 B cootBetcTBuu ¢ onpeneneauem I'OCT [SO 9000 ucronHuTeNs yCIyr Ha3bIBAIOT MOCTABIIUKOM YCIIYT.

2 VicniomHuUTeNb yCIyT MOKET OBITh HA3BaH CEPBUCHOI OpraHu3alueii.

3.1.5 norpeduTeasn yeayr: Gusnueckoe aul0, NOTyYarollee, 3aKa3bIBaroliee J100 UMerolee
HaMCpPCHHUEC MOJYUUTh UM 3aKa3aThb yCJIYT'y B JIMYHBIX, OBITOBBIX MM MHBIX neiIAax, HE CBA3aHHBIX C
OCYyHICCTBJICHUEM Hpel[HpI/IHI/IMaTeJILCKOf/'I JACATCIIBbHOCTH.

Ipumeuanus TloTpeOUTeENeM yCIIyr MOXKET OBITh 3aKa34UK, KIIMEHT, TOCTh, OKYIaTelb, TYPUCT, ACCaXHD,
MMOCETUTEITb, TTAIIUCHT, ITOJIb30BaTE b YCIIYT, KIMEHT Ha aDOHEHTCKOM O0CITY>KUBAaHHUH, TIOTCHIIMATBHBIN 3aKa34HK.

3.1.6 3aka3 Ha ycayry: CormalmieHue MeKy NOTpEeOUTENEM U UCTIOHUTEIIEM YCIIYTH B YCTHOM UIIN
UHOH (opMe, B COOTBETCTBUH C KOTOPHIM HCIIOJIHUTENb YCIYT IPUHUMAET Ha ce0st 00s13aTebCcTBa
0Ka3aTh yCIyTY.

3.1.7 noroBop oka3zanmus [npexocraBjenusi] ycayr: JlokyMeHTaIbHO OQOPMIICHHOE COTIIANICHUE
MEX]ly TOTPEOUTENEM U UCTIOTHUTENEM YCIYT, ONpeEsIoIIee IpUANIECKUE, SJKOHOMUYECKUE U
TCXHUYCCKNUC OTHOIICHHA CTOPOH.

3.1.8 koekc noBeaeHHs UCTIOTHUTEIS yeayr: COBOKYITHOCTD MPAaBHII IOBEACHHS UCTIONHUTEIS
yCIIyT TIpU OKa3aHUM (IIPEeIOCTABICHUH) YCIIyT, OCHOBAaHHBIX HA COOOCHNUHN TPpeOOBaHUN
YCTaHOBJIEHHBIX JOKYMEHTOB.

3.1.9 oka3anue [mpegocTaBiienne]| ycayru: [[esTeIbHOCTh HCIIONHUTEIS YCIIyTH, HEOOX0MUMas JIJist
oOecrieueHus BBIIOJIHEHUS YCITYTH.

Ilpumeyanus
1 B coorserctuu ¢ onpenenenuem 'OCT ISO 9000 okazanue ycCiyr - 3TO AEHCTBUE 10 MPETOCTABICHUIO
YCIIYTH.

2 Okazanune YCIYTU MOXHO IOAPA3ACIUTL Ha OTACIIbHBIC OTallbl: obecrneueHue HCO6XOI[I/IMI)IMI/I pecypcamu,
TEXHOJIOTHYCCKHMN IMPpOUECC UCTIOTHECHMSA, KOHTPOJIb, UCTIBITAHUE, IIPUEMKA, ITPOLIECC O6CJ'IY)KI/IBaHI/IH.

3.1.10 oOcayxuBanme: [[eaTeIbHOCTD UCTIOTHUTENS YCIYT TPU HEMOCPEACTBEHHOM KOHTAKTE C
noTpeduTeNeM yCIyT.

Ipumeuanue - B coorserctBun ¢ onpeneneanem 'OCT P MCO 10002 obcmykuBaHue - 3TO B3aUMOJICHCTBHE
OpraHu3alliy ¢ OTpeOHuTeNeM (3aKa3uuKoM) Ha BCEX ATarax OKa3aHUs YCIIYTH.

3.1.11 mpouecc o6cay;kuBanusi: COBOKYITHOCTb ONIE€PALMI U JEHCTBUMN, BBIIIOIHAEMBIX
UCTIOJHUTEJIEM YCIIYT IIPU HEMOCPEACTBEHHOM KOHTAKTE € TIOTPEOUTENIEM B IIPOLIECCE OKAa3aHUS
(mpenocTaBiIeHHS) YCITYT.

3.1.12 meTox [cmoco6] obcay:kuBaHuA MOTpeduTeseii: MeTon (crocob) peann3anuu NOTPEOUTENSIM
TPOIYKIIUHU, OCYIIECTBICHUS OPraHU3AIIMOHHBIX MEPOIIPHUATHI B IIPOIECCE OKa3aHUs
(mpenocTaBICHHS) YCITYT.

3.1.13 TexHoMOrMYecKHii Mpouecce HcnoaHeHus yeayru: OCHOBHas 4acTh POLECCa OKa3aHUs
(mpenocTaBieHus) YCIYTH, CBSI3aHHAS C U3MEHEHHEM COCTOSTHUSL 00BEKTa YCIIYTH.

3.1.14 nponoaKUTEIbHOCTH HCTIOTHEHHUS yeayru: HopMaTuB BpeMeHU Ha UCIIOIHEHUE YCIIYTH,
YCTaHOBJICHHBII UCIIOMTHUTENIEM YCIYTH U JOBEJCHHBIN 10 CBEICHUS MOTPEOUTENS YCIYTH.

Ilpumeuanue - Tlpumepamu yCTaHOBJIIEHHBIX HOPMaTUBOB BPEMEHU HA UCIIOJHEHUE YCIYTHU SABJSIOTCS HOPMAaTUBBI
BPEMEHHU Ha M3TOTOBJICHHUE MPOIYKIMH OOIIECTBEHHOTO MUTAHUS, YCIYTH XUMUUCTKH, YCIIYTH 10 PEMOHTY U
TEXHUYECKOMY OOCITYy>KUBAaHHIO 00OPYIOBaHUs, TPAHCIIOPTA U T.II.
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3.1.15 nmpononxuTe bHOCTH 00cay;kuBaHuA: [lepuos BpeMeHu, B Te4eHHE KOTOPOro MOTPEeOUTENb
YCIIYT HEOCPEICTBEHHO B3aUMOJIEUCTBYET C UCIIOJHUTENIEM YCIIYT.

3.1.16 npaBuaa obcay:kuBanus: JJOKyMEHT, peIJIaMEHTUPYIOLUI MOPSIIOK U YCIOBHUS
o0CITy>)KUBaHUs IOTpeOUTENEN 1 CoJep Kalii COOTBETCTBYIOIINE TPEOOBAHUS H HOPMBI.

3.1.17 npaBuna okazanus [nmpegocraBiieHus| ycayr: JJOKyMeHT, yCTaHaBIMBAIOLIUI OPSIOK,
coOJIrofieHre KOTOPOro HeoOXOAMMO JIJISl BBIIOJIHEHUS KaKUX-TTM00 1eHCTBUM MPU OKa3aHUU YCITYT.

Ipumeuanue - ITpumepamu mpaBui OKazaHUs (MPEAOCTaBICHUs) YCIyT sBistoTcs [IpaBuna ObITOBOTO
obcnykuBaHus HaceeHus, [IpaBuina okazaHus ycnyr oO1iecTBeHHOTO nuTanus, [IpaBuia npegocraBieHus
TOCTUHHUYHBIX YCIIYT, [IpaBuita BEIMONHEHMSI OTICIBHBIX BUIOB padoT, neiicTByromue B Poccuiickoit denepanmu
U YTBEPXJCHHbIEC B YCTAHOBJICHHOM MOPAJIKE U JP.

3.1.18 ycsoBus ob6cay:xkuBanusi: CoBOKyHOCTh (DaKTOPOB, BO3JICHCTBYIOIIMX HA MOTPEOUTEIS
YCIIYTH B IpoIiecce 00CTyKUBAHUS.

3.1.19 pe3yabrar ycayru: Pe3ynbrar 1eaTeIbHOCTH UCIIOTHUTENS YCIIYTH, HAITPaBJIECHHON Ha
YIAOBJIETBOPEHHE MOTPEOHOCTU MOTPEOUTENS YCIYTH.

Tpumeuanue - Pe3ynpTar yeayru 3aKII0YaETCs B U3MEHEHHH COCTOSIHUSI 00BEKTa YCIYTH W/UITH YIOBICTBOPEHUN
MOTPEOHOCTEH.

3.1.20 ciepa odcay:kuBanus HaceaeHusi: COBOKYITHOCTb NPEANPUATHI, OpraHu3aluil u
UHIMBUAYaAIBHBIX IPEANPUHUMATEICH, OKAa3bIBAIONINX YCIYTH HACEICHUIO.

3.2 IlonsaiTHs B 00J1ACTH CTAHAAPTU3AIUHU YCJIYT

3.2.1 00beKT cTaHaAAPTH3ALMM: YCIIyTa, IPOLECC OKa3aHUs (IPEJOCTaBICHU) YCIyTH, pe3yabTar
YCIIyTHU, OAJIEKAIUE CTaHJapTU3ALUH.

3.2.2 rpynna oqHopoaHbIX Ycayr: COBOKYIMHOCTh YCIIYT, XapaKTePU3YIOIIUXCS OOIIMM IIeJIEBBIM 1/
WM (PYHKIIMOHAJLHBIM HA3HAYCHHUEM.

3.2.3 cranaapt Ha ycayry: JIoKyMeHT, B KOTOPOM B IIeJsX JOOPOBOJIIEHOTO MHOTOKPAaTHOTO
MCIIOJIb30BAHNS YCTAHABINBAOTCS XapaKTEPUCTUKH U ITPABUJIA OKAa3aHMsI YCIIyT WIH BBIIOIHEHUS
padoT.

HpuMeuaHue -K CTaHAapTaM Ha YCIIYT'M OTHOCAT: MCXKAYHAPOAHBIC, PETHOHAJIbHBIC U HAIMOHAJIbHBIC
CTaHAapThl, IPEABAPUTCIILHBIC HAITMOHAJIBHBIC CTaHAAPThI, CTAHAAPThI OPpraHu3aluu.

3.2.4 TexHHYeCKH I JOKYMEHT Ha ycayry: JIOKyMeHT, yCTaHaBIHUBAIOIIUI TEXHHUECKHE,
TEXHOJIOTUYECKUE, KOHCTPYKTHBHBIE U IPYTHE XapaKTEPUCTUKU YCIYTH.

Tlpumeuanue - K TEXHUYECKUM JOKYMEHTaM Ha yCIYTy OTHOCST TEXHUYECKUE YCIOBUS, TEXHOIOTUYECKHE
KapThl, TEXHOJOTHYECKHE HHCTPYKIIMH, CTAHAAPTH PA0OTHI M 00CITYKUBAHHUS, TEXHUIESCKHUE OTMCAHUS,
cnenu(uKanum, SKCIUTYaTalluOHHYI0 TOKYMEHTALHIO, CXEMBI, YEPTEXKH, ICKHU3BI U TIP.

3.3 llonsaTHs B 00/12CTH Ka4eCTBA U MEHEIKMEHTAa yCJIyr

3.3.1 kauecTBO ycayru: COBOKYITHOCTh XapaKTEPUCTUK WIIH MTOKa3aTeNeil KayecTBa yCIyTH,
OTIPEICIISAIONINX €€ CIIOCOOHOCTh YIOBICTBOPSATH YCTAHOBIICHHBIC WJIH MIPEATOIaraeMble MOTPEOHOCTH
noTpeOuTeNs.

Ilpumeuanue - B coorserctBuu ¢ onpeaencHueM I'OCT ISO 9000 kauecTBO ycayr - 3TO CTENEHb COOTBETCTBUS
COBOKYITHOCTH MPHUCYIINX XapaKTEPUCTUK YCIyT TPEOOBAHUAM, IPEIBIBIAEMBIM K yCIyTraM.

3.3.2 kauecTBO 00cay)kuBaHusi: COBOKYITHOCTh XapaKTEPUCTHK MpoIecca U YCIOBUM
o0ciykMBaHUA, 00ECIIEUNBAIOLINX YIOBICTBOPEHNE YCTAHOBIEHHBIX WU MPEATOIaraeMbIX
noTpeOHOCTEH moTpeduTeIsI.
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3.3.3 cBoiicTBO yeayru: O0beKTUBHAS 0COOCHHOCTH YCIyTH, KOTOpasi MPOSBISETCS MPU €€ OKa3aHUU
(mpenocTaBIeHNN) U TOTPEOICHUH.

3.3.4 noka3areJib KayecTBa ycJayru: KonmuecTBeHHas WM Ka4€CTBEHHAsl XapaKTEPUCTUKA OHOIO
WM HECKOJIbKUX CBOWCTB YCIIyTH, ONPENIENSIONINX €€ CIOCOOHOCTD YIOBIETBOPSITH HOTPEOHOCTH
oTpeOuTEN.

3.3.5 ypoBenb kavecTBa ycayru: OTHOCUTENIbHAS XapaKTepUCTHKA KayeCcTBa YCIyT'H, OCHOBaHHAs Ha
CpaBHCHHHU q)aKTI/I‘-IeCKI/IX 3HAYCHUH TTOKa3aTeseii ee KauecTBa ¢ HOPMATUBHBIMHA 3HAYCHUAMUA ITUX
IIOKa3aTeNe.

3.3.6 ouenka kadectBa ycayr: OnpeneneHnue nokasareneid KauecTBa yCayT ¢ y4eTOM JOCTOBEPHOCTH
U/WIHA TOYHOCTHU KOJIMYECTBEHHBIX 3HAYCHUIA.

3.3.7 KOHTPOJIb Ka4ecTBA YCJAYT: [[eaTenbHOCTh 0 ONpEeIeICHUIO 3HAYSHUH MoKa3aTeliel KauyecTBa
YCIIyT ¥ CPAaBHEHUS TIOTYYCHHBIX PE3YJIBTATOB C YCTAaHOBICHHBIMU TPEOOBAHUSIMHU.

Ipumeuanue - B coorserctBuu ¢ onpenenearnem ['OCT ISO 9000 koHTposb KauecTBa - 3TO MPOLEAypa OLUEHKH
COOTBETCTBUS ITyTEM IPOBEPKHU, HAOIIONCHUS U CYXKICHUH, COIPOBOXKIAEMBIX COOTBETCTBYFOIIIUMHU
WCTIBITAHVSIME WJTH U3MEPESHUSIMHU.

3.3 MeHeI:KMeHT ycayr: JlesTenbHOCTh, HalpaBJeHHAs Ha BBIMOJIHEHUE TPeOOBaHUM MOTpeOuTenei
yenyr. [[OCT P UCO/M3K 20000-1-2010, 2.14]

3.3.10 cuctema MeHezKMeHTa KadyecTBa ycayr: Cucrema MEHEDKMEHTA JJIsl pyKOBOJICTBA U
YIPABJICHHs OPTaHU3aLUEN IPUMEHUTEIBHO K KaYeCTBY yCIIYT.

3.3.11 MeHex:KMeHT KavecTBa ycJayr: CKOOpIMHUPOBAHHAS ACATEILHOCTh MO PYKOBOJCTBY U
yIpaBICHUIO OpraHu3aueil MPUMEHUTEIHHO K Ka4eCTBY YCIIYT.

3.3.12 TpeGoBanue Kk ycayre: JOKyMEHTaIbHO U3JI0KEHHBIN KpUTEPUA, KOTOPOMY JOKHA
COOTBETCTBOBaTh KOHKPETHAsl OKa3blBaeMas yCiyra.

3.3.13 ynoB/1eTBOPEHHOCTH MOTPeduTe el : BocnpusaTue 3aka3unkamMu MOTPEOUTEISIMU yCITyT
creneHu BeimoiaHeHus: ux Tpedosanmii. [[[OCT ISO 9000-2011, 3.1.4]

3.3.14 npeTten3us (:kaj106a): BoipaxxeHne HEYJOBIETBOPEHHOCTH MPOIYKIMEN 1/Uiu paboToi
OpraHM3alM{, WINK HEMOCPEACTBEHHO MTPOLIECCOM YIPABICHUS IPETEH3UAMHU B CUTYyaLUsX, T€ IBHO
WIN HesiBHO oxkupaercst otBeT uin pemenue. [[[OCT P UCO 10002-2007, 3.2]

3.3.15 oOparHasi cBsI3b: MHEHMS, KOMMEHTAPUU M BBIPAXKEHUS 3aNHTEPECOBAHHOCTH B YCIyTe WIH
npouecc oopadorku xanod. [[TOCT P MCO 10002-2007, 3.6]

3.3.16 puck: BeposTHOCTh MPUYUHEHHSI IPU OKA3aHUU YCIYT Bpea >KU3HU WM 30OPOBBIO TPaKIaH,
UMYIIECTBY (PM3UYECKUX WU FIOPUIUYECKUX JIHII, TOCYIaPCTBEHHOMY WJIM MYHUIIUTIATHBHOMY
UMYIIECTBY, OKpPYKaIOIIeH cpelie, >KU3HU WIH 30POBBIO )KUBOTHBIX U PACTEHUH C y4€TOM TSHKECTH
3TOTO BpeJa.

3.3.17 6e3onacHocTh yeayr: CoCcTosiHUE yCIIyT, P KOTOPOM OTCYTCTBYET HEJIOIYCTUMBIN PUCK,
CBSI3aHHBIHN ¢ IPUYMHEHUEM BPEAA KU3HU WU 37I0POBBIO TPAXK/IaH, UMYIIECTBY (PU3UUECKUX HITH
IOPUINYECKHUX JIALL, TOCYAApCTBEHHOMY WM MyHULUIIAJIbHOMY UMYILECTBY, OKPY’KaIOILIEH cpene,
JKU3HU HUJIU 310POBBIO )KUBOTHLIX U paCTeHHﬁ.

3.3.18 ynpaBJjieHue kayecTBOM: YacTh MEHEIPKMEHTA Ka4eCTBA, HAIIPABJICHHAS! HA BBITIOJTHEHUE
TpeboBanmii k kauectBy. [[OCT ISO 9000-2011, 3.2.10]

3.3.19 obecneuenue kayecTBa: YacTh MEHEI)KMEHTA Ka4eCTBA, HAPABJICHHAs HA CO3/IaHHE
YBEPEHHOCTH, 4TO TpeOoBaHMs K KauecTBy OynyT BeimonaHensl [['OCT ISO 9000-2011, 3.2.11]

3.3.20 yay4ymenue kadyecTBa: HacTe MEHEP)KMEHTA Kau€CTBA, HAIIPABJIICHHAS] HA YBEJIUYCHHE
crocoOHOCTH BEIMOMHUTE TpeboBanus k kadectry. [[[OCT ISO 9000-2011, 3.2.12]

Ipumeuanue - TpeOOBaHHUA MOTYT OTHOCHTBHCS K JTIOOBIM acleKTaM, TAKUM KakK pe3yJIbTaTUBHOCTb,
3 PEKTUBHOCTH WIH TPOCIEIKUBAEMOCTb.
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3.3.21 nocrosiHHoe yiayuiienue: [ToBropsiromascs 1eaTeaIbHOCTh 0 YBETUYCHHIO CTIOCOOHOCTH
BbINONHUTE TpeboBanus. [[TOCT ISO 9000-2011, 3.2.13]

Ilpumeuanue - IIponiecc ycTaHOBIEHMS LIENEH U MOMCKA BO3MOKHOCTEHN YIyUIlIEHUs SBIAETCSA MOCTOSHHBIM
MIPOILIECCOM, UCIIOB3YIONIUM HAOMIONCHUS ayIuTa U 3aKII0YCHHUS IO Pe3yNIbTaTaM aylanuTa, aHaJIu3 IaHHBIX,
aHaJIN3 CO CTOPOHBI PYKOBOJCTBA WM APYTHE CPECTBA M OOBIYHO BEAYIIUM K KOPPEKTHPYIOIINM JISHCTBUSIM W
MpenynpeKIatoNIIM TeUCTBUSIM.

3.3.21 npocJieskuBaeMoOCTb ycJayr: Bo3MOXXHOCTh JOKyMEHTAJIBHO YCTAHOBUTD MCIIOJIHUTEINS YCIIYT.

3.3.22 npoc/ie:KuBaeMOCTh YCJIYyr: BO3MOXHOCTh IOKYMEHTAIBHO YCTAHOBUTD UCTIOTHUTENS
(mocTaBIIMKA) YCITYT.

3.3.23 cooTBeTcTBME YCIYT: Brinonnenue TpeGoBaHMs, IPEABIBISIEMOTrO K YCIyTe.
3.3.24 necooTrBeTcTBMe YCayr: HeBbinonHeHue TpeOoBaHus, IPEAbIBISIEMOrO K yCIyTe.

3.3.25 npexynpexnaromuiee geicreue (a7s yeayr): [leiictBue, peaIpUHATOE Ul yCTPAHEHUS
NPUYHMHBI TOTEHIIMATBHOTO HECOOTBETCTBHS MIIN IPYTOM MOTEHIMATIBHO HEXeIaTeIbHOW CUTYaIUH.

3.3.26 koppexkTHpYyOLI€ee aeiicTBue (1 ycayr): JleiicTBre, MpeanpuHATOe ISl yCTPAHEHUS
IPUYUHBI 00HAPYKEHHOTO HECOOTBETCTBHSI UJIU JIPYTOil HEXKeJIaTeIbHOM CUTyaluu.

3.4 IlonsiTusi B 00,1aCTH MOATBEPKIAEHUSA COOTBETCTBUSA YCJIYT

3.4.1 cucrema ceprupukanuu ycayr: CoBOKYIHOCTb PaBUII BHIIOJIHEHUS padoT Mo cepTUPUKALNU
YCIIYT, €€ YYaCTHUKOB U MPaBui (PyHKIIMOHUPOBAHUS CUCTEMbI CEPTU(PUKALIMU B LIETIOM.

3.4.2 opran no ceprupuxannu ycayr: FOpuanyeckoe JuI0 Wi UHIUBUYaTbHbBIN
IpeanpruHUMAaTesb, aKKPETUTOBAHHBIE B YCTAHOBIEHHOM MOPSIKE JIJIsl BBITOTHEHHS paboT 1o
cepTuuKaluy yCiayr.

3.4.3 o0bekT ceprudukanum B cepe ycayr: Yeiyra, pe3yasrar yCIyr, IpoLece OKa3aHUs
(mpenocTaBiIeHus ) yCIyTH, HEPCOHAN, OKa3bIBAIOIIUI YCIYTH, UCTIOJIHUTENb YCIIyTH, CUCTEMA
MEHEPKMEHTA KauecTBa yCIyT, HOAJeKaIIne CepTU(UKAIIH.

3.4.4 ouenka cooTBeTcTBHS ycJayr: [IpsMoe mim KOCBEHHOE OTpeIeICHHE COOI0ACHMS TpeOOBaHUH,
MMPEABABIACMBIX K yCIIyraM.

3.4.5 noaTBepIKAeHHE COOTBETCTBHA YCJIYI: JIOKyMEHTAIIBHOE yOCTOBEPEHUE COOTBETCTBHUS
BBITTOJTHEHUS paOOT WM OKa3aHUs YCIyT MOJIOKEHUSIM CTaHJapTOB, CBOJIOB MTPABUJI, YCIOBUAM
JIOTOBOPOB WJIM TPEOOBAHUSAM JIPYTUX TOKYMEHTOB.

3.4.6 ceprudukanus ycayr: @opma oCyIeCTBIIEMOTO OPTaHOM 10 CePTU(PUKAIIMY TTOATBEPKACHUS
COOTBCTCTBHA YCJIYT MMOJOKCHUAM CTaHAAPTOB, CBOAOB IIpaBUJI, YCJIOBUAM OJOTOBOPOB HUJIN
TpeOOBaHUSIM IPYTUX TOKYMEHTOB.

3.4.7 cepTuduumpyemasi ycayra: Yciuyra, HOAJIeKaIas cCepTH(UKaIUN.
3.4.8 cepruduuupoBaHHaA ycayra: Yciyra, mpolieaas cepTuduxauio.

3.4.9 3nak coorBercTBUs: O003HaUCHHE, CITyKallee g HHHOPMUPOBAHUS OTpeOuTENeH o
COOTBETCTBHH YCITYT Kak 00BbEKTa CepTHU(PHUKAIINH TPEOOBAHUSAM CUCTEMBI JOOPOBOJIBHOM
cepTu(UKaluy WM HAlIMOHAIBHOMY CTaHAapTy.

Tlpumeuanue - [IpuMeHeHNEe 3HaKa COOTBETCTBUS OCYIIECTBIIETCS OTPEOUTENIEM YCIyT Ha TOOPOBOIBEHOM
OCHOBE JIFOOBIM YTIOOHBIM CIIOCOOOM B MOPSIJIKE, YCTAHOBICHHOM OPraHOM IO CepTH(HUKAIINH.

3.4.10 ceprudukar COOTBETCTBHS HA YCJIYIH: JJOKyMEHT, yIOCTOBEPSAIOIINI COOTBETCTBUE YCIYT
MOJIOKEHUSAM CTaHAAapPTOB, CBOAOB MIPABUJI, YCIOBUSAM JOTOBOPOB WM TPEOOBAaHUSAM APYTUX
JTIOKYMEHTOB.

3.4.11 upeHTHQUKALHUSA YCAYT: YCTAaHOBICHUE COOTBETCTBUS ONPEAETICHHBIX YCIYT UX
CYILIECTBEHHBIM IIPU3HAKAM, a TaKXKe TPeOOBaHUSIM HOPMATUBHBIX, TEXHUUYECKUX JOKYMEHTOB U
uHpopMaIu 00 yciyrax, coaepsKaleics B JOKyMeHTax JAJs oTpeOuTenei.
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AndaBuTHbIii yKka3zaTejb TEPMUHOB

0€e30MaCHOCTh YCJIyT 3.3.17
rpynna oQHOPOAHbIX YCJIYT 322
AeliCTBHE KOPPeKTUPYIoLee JAJsl YCJIyT 3.3.26
AelicTBHeE MpeAynpeskaaonee 1 yeayr 3.3.25
JIOTOBOP OKa3aHMS YCJIyT 3.1.7
JAOTOBOP MPEAOCTABJICHUS YCJIYT 3.1.7
AOKYMEHT HA YCJIyI'y TeXHHYeCKH i 3.2.4
Kan06a 3.3.14
3aKa3 Ha YCJIyry 3.1.6
3HAK COOTBETCTBHA 349
UIeHTUPUKANUS YCIAYT 3.4.11
HCIIOJTHUTEJIb yCJIyT 3.1.4
Ka4eCTBO 00C/1y:KNBAHUS 332
Ka4eCTBO yCJIYI'u 3.3.1
KOJIeKC MOBeAeHUs] MCIIOJITHUTENS YCIayT 3.1.8
KOHTPOJIb Ka4eCTBA yCJIYI 3.3.7
MEHeIKMEeHT Ka4ecTBa yCJIyr 3.3.11
MEHEIKMEHT YCayr 3.3.9
MeTo 00CTYKMBAHNS TOTpeduTeIei 3.1.12
MeTO/] KOHTPOJISl Ka4eCcTBa yCJIyr 3.3.8
HECOOTBETCTBHE YCJIYT 3.3.24
olecreyeHne KayecTBa 3.3.19
o0cry:>kKMBaHue 3.1.10
00beKT cepTudukanuu B cepe ycayr 343
00beKT CTAHAAPTU3ALMHU 3.2.1
OKa3aHMe YCJIYTH 3.1.9
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OPraH no cepTu(puKALUMN yCJIyTr 342
OlICHKA Ka4yecTBa yCJIyr 3.3.6
OLIEHKA COOTBETCTBUS YCJIYT 344
NMOATBEPKIAEHUE COOTBETCTBUS YCJIYT 3.4.5
N0KAa3aTeJib Ka4ecTBa YCJIyru 3.34
norpeduTeNb YCJIYT 3.1.5
NPaBWJIa 00CTyKMBAHUS 3.1.16
NMPaBWIA OKAa3aHMUS YCJIyT 3.1.17
NMPAaBWIA NMPEeI0CTABJICHUS YCIYT 3.1.17
npeaocTaBjJIeHue yCayru 3.1.9
NpeTeH3us 3.3.14
NPOAO/ZKHUTEIbHOCTD HCIIOTHEHUSA YCIYTIH 3.1.14
NMPOAOJIKUTEILHOCTD 00CYKMBAHMS 3.1.15
NMPOCJIeKNBAEMOCTD YCJIYT 3.3.22
npouecc 00cJIy;KuBaHusA 3.1.11
NpoLecc UCIOJHEHHUS YCJIYTH TeXHOJIOrH4eCKHUi 3.1.13
pe3yabTrar yeJayru 3.1.19
pucK 3.3.16
CBOICTBO yCJOYI'H 3.33
cBfI3b OOpaTHas 3.3.15
cepruduKanus ycayr 3.4.6
cepTU(PUKAT COOTBETCTBHUSA HA YCJIYI'H 3.4.10
CHCTEMA MEHEI)KMEHTA Ka4yecTBa YCJIyr 3.3.10
CHCTEeMA CepTU(PHUKAIUM YCIYT 3.4.1
COOTBETCTBHE YCJIYT 3.3.23
€nocod o0cay;KMBaHUSA NOTpPeduTe el 3.1.12
Crocod KOHTPOJIS Ka4ecTBAa yCJIyr 3.3.8
CTAHAAPT HA YCJIYTY 323
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cepa 00cay:KUBAHUS HACEJICHUS 3.1.20
TpedOBaHUe K ycjayre 3.3.12
YAOBJIETBOPEHHOCTb MOTpeduTeJ1ei 3.3.13
yJIy4YlleHHe KayecTBa 3.3.20
yJayullleHue MOCTOSTHHOe 3.3.21
ylpaBJjieHHE Ka4eCTBOM 3.3.18
YPOBEHb Ka4eCcTBa YCJIYI'H 3.3.5
yCJIOBHS 00CTyKMBAHUS 3.1.18
ycayra 3.1.1
yciayra MmarepuaJjbHast 3.1.2
ycJayra HemarepuajbHasi 3.13
ycayra ceprupuuupyemast 3.4.7
yciyra cepTu(puuupoBaHHAas 3.4.8
ycJIyra coHaJbHO-KYJIbTYPHas 3.13

VK 658.386:006.354 / OKC 03.080.30 / OKCTY 010131

KittoueBble ciioBa: yciyru HaCeJlIEeHUI0, TEPMUHBI U ONIPENEICHNS, MaTepHalIbHas yCIyra, COLMaIbHO-
KyJIbTYpHas yCIIyTa, OkazaHue (IpeloCTaBIeHne) yCIyT, 00CITy>)KUBaHNE, KAY€CTBO YCIYTH,
0€301acHOCTb YCIIYT, OLIEHKa COOTBETCTBUS YCIIyT
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