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[Ipenuciosue

1 PASPABOTAH Texunueckum xomuteroM 110 ctaHpaptuszauuu 1K 342 «¥Ycayru HacejeHU1o»,
YnpasaeHnueM craHgapTusaluuy U ceprudukauuu B cpepe yeayr Loccranmapra Poccun

2 IIPUHAT MexrocymapctBeHHBIM COBETOM I10 CTaHOAPTU3ALMMU, METPOJIOTUM U CEPTU(PUKALINU
(riporokos Ne 7 ot 26 arnpessa 1995 r.)

3a NMPUHSITUE TIPOTOJIOCOBAIN!

HaumMenonanue OCVI4apCTisd HaumMeHnonanue HAHHMOHAJBHOTO OPIdHd 1O CTAHIAPTH3411 1
AzepbOanxanckas Pecrnybiuvka A3roccrasuapr
Pecriybinka ApMeHUS ApMroccrasgapT
Pecriybnuka benapycsh ['occranpapt Pecniybinuku benapyveb
Pecniyonuka Ka3zaxcran ['occrannapr Pecniybiukuy Kasaxcran
Keipreizckas Pecrniyoiuka Kbiprel3ctaHaapT
Pecriybiimka MoinoBa MogoBacTaHaapT
Poccuiickas ®enepauys ['occranmapt Poccun
Pecnydonuka TamxukucTaH Tamxukeranpapr
TypkMeHUuCTaH [ naBrocciyxk0Oa «lypkMeHcrangapTiaapbl»
Pecrniybnunka ¥Y30eKucraH Yaroccrangapr
YkpanHa ['occTaHpapT YKpauHbI

3 Tlocranomiaenuem I occranmapra Poccum ot 12 mapta 1996 . Ne 164 TOCT 30335—95 BBeneH B
aerictBrue B KayectBe [ ocymapcrBeHHoro craHaapra Poccuiickoil Penepauyy ¢ MOMEHTA IIPUHATHUS YKa-
3aHHOTO TIOCTAHOBJICHUS M IpH3HaH UMerlnuM oguHakoBylo cuiay ¢ 'OCT P 50546—94 na tepputopun
Poccuiickoit denepali B CBI3U € IIOJHOM ayTEHTUYHOCTBIO UX COMAEPKAHUS

4 BBEJEH BITEPBbIE

© HUITIK WHzpareasctBo ctanmapros, 2001

Hacrosgiuuii ctanaapT He MOXET ObITh MOJHOCTLIO WM YaCTUYHO BOCIIPOU3BEACH, TUPAKMUPOBAH U

pacIipoCcTpaHeH B KadecTBe o(pULIMAILHOIO U3gaHuA Ha Tepputopuu Poccuiickoit Penepaniy 0e3 pa3pe-
meHuda [ occranmapra Poccun
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BsejneHue

YcTaHoBIEHHBIE B CTAHAAPTE TEPMUHBI PACIIOJIOKEHBI B CUCTEMATU3MPOBAHHOM IIOPSIKE, OTpaXKalo-
[LIEM CHUCTEMY ITOHITUN DaHHOM 00JacTH 3HAHUA.

J1J151 KaxXkKaoro TIOHATUS YCTAHOBJIEH OJUH CTAaHAAPTU30BAaHHLIN TEPMUH.

3aKIIUYEHHAas B KPpYIJble CKOOKM YaCcTb TEPMMHA MOKET ObITh OIVILEHA IIPpY UCIIOJb30BAaHUM TepMIHA
B JJOKYMEHTAaX T10 CTAaHHapTU3aLIMH.

[IpuBeieHHBIE OIIpeHeaeHNI MOXHO, IIPYU HEOOXOMMMOCTU, M3MEHUTL, BBOIS B HUX IIPOU3BOIHLIC
[IpU3HAKU, pacKpbIBasl 3HAUEHUS UCIIOJb3YEMbBIX B HUX TEPMUHOB, YVKa3bIBasi OOBEKTHI, BXOISIIME B 0OBEM
OIIpeNeasIeMOro IroHaATHA. M3MeHeHnsd He HOJLKHBI HapyllaTh O0ObEM M COAEPKAHME TIOHATHUM, OIIpeIe/IeH-
HbIX B TAHHOM CTaHOapTe.
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M EXTOCYITAPCT BEHUHU BN CTAHIAPT

YCIYI'H HACEJIEHUIO

TepMuHBI M onipeneieHUA

Service for people. Terms and definitions

Hata sBegenns 19940701

1 O0JacTh npuMeHeHHus

Hacrogiuyit crangapt ycTaHaB/IMBaeT TEPMUHBL U OIIpeIeIeHUS IIOHATHU N B 00JIaCTH CTaHAapTU3aLlUH,
cepTU(dPUKALINN U YIIPABJACHUS KAUYECTBOM B c(epe yCJIyr, 0Ka3blBAEMbIX HACEJICHHUIO.

TepMUHBI, yCTAaHOBJIEHHbIE HACTOSIUM CTAaHIAPTOM, 00s3aTEJIbHbI IS IIPMMEHEHUA BO BCEX BUIAX
JOKYMEHTALIMY W JUTEpaTyphl (I10 JAHHOM HAYYHO-TEXHUYECKON OTpaciay), BXOMIIUUX B cdepy padoT IIo
CTaHAAPTU3ALUUU YU/WIN UCITIOJIb3VIOILIMX Pe3yabTaThl 3TUX paboT.

2 O0mue noHATHA

1 ycayra: Pe3yabraT HEmoCcpeacTBEHHOI'O B3aUMOACHCTBUSA UCIIOJHUTEAA U ITOTPEOMTENs, a TaKXe
COOCTBEHHOM EATEIbHOCTU UCITOJHUTES T10 VIOBICTBOPEHUIO ITIOTPEOHOCTH IIOTPEOUTEIIA.

[IlpumMmedanue — Ilo pyHKIMOHAIBHOMY Ha3HAUEHUIO YCJIIVIU, OKa3blBaeMble HACEIEHUIO, TOAPa3acsiIOTCs
Ha MaTepUaJIbHBIE U COLUMATIbHO-KYILTYPHEIE

2 MarepHaJibHAg YCJIYra: YCjayra 1o yiaOBJETBOPEHUID MAaTePUATIbHO-OBITOBLIX ITOTPEOHOCTEN TTOTPE-
ouTes YCIIVT.

[IpuMedanue — MarepuanbHasd yeiayra odbecrieduuBaeT BOCCTAaHOBICHUE (M3MEHEHME, COXPAHEHUE) [TOTPEOU -
T€JILCKUX CBOMCTB M3IEIWNA WU U3rOTOBJEHNE HOBBLIX M3MEIUU [0 3aKa3aM rpaxIaH, a Takxke IepeMelleHue Ipy30B
U JIIOAEHA, CO3daHue YCIOBUH 11 noTpedseHuss. B yacTHOCTU, K MaTepUaJbHBIM yCJIyraM MOI'YT ObITb OTHECEHBI
ObITOBbIE VCJYIY, CBSI3aHHBIE C PEMOHTOM U MU3roTOBJIEHUEM M3ICAUN, XUIUIIHO-KOMMVHAJbHbBIE YCIVIU, VCIYIU
OO1LIeCTBEHHOIO MUTAHUs, YCIYIY TpaHcIopTa U T..

3 COIMUAJBHO-KYJbTYPHAA YCJOYra: Yciayra 110 yAOBJAE€TBOPEHUIO AYXOBHBIX, MHTEIEKTYAJbHBIX I10-
TPeOHOCTEN U IOMIEPKaHNE HOPMAJIbHON XKU3HENEIATEIbHOCTH I10TpeOnTE .

[IpuMedanne — CounaabHO-KYIbTYpHAas yCjyra odecriednBaeT IMoAaepKXaHie U BOCCTAHOBIEHUE 300POBbSI,
IYXOBHOC U PU3NUECKOE PA3BUTUE JIUUYHOCTH I1OBBILICHUE ITPOPECCUOHATBLHOIO MacTepcTBa. K COLManbHO-KYJIbBTYP-
HbIM VCJIYraM MOI'YT ObITb OTHECEHbl MEAULIMHCKUE VCIIYTU, YCIYIU KVJAbTYpbl, TYpU3MaA, 00pa30BaHUS U T.I.

4 cdepa o0cayxuBanua HacedeHusa: COBOKYITHOCTb NPEAIIPUATUI, OpraHU3alui 1 GU3UIECKUX JUILI,
OKa3bIBAIOLINX YCJIYTU HACEJICHUIO.

5 obcayxusanue: /leaTeIbHOCTL UCIIOJHUTE/IS TIPU HEIIOCPEICTBEHHOM KOHTAKTe ¢ IoTpeduTeieM
VCJIVIU.

6 ucnojauTenb: [lpennpustue, opranm3anus Wi IpealpuHUIMaTeb, OKa3blBalOIUE YCIVIY MTOTPE-
OUTEIO.

7 morpedurenb: [ paxkaaHuH, rojydaloinuii, 3aka3blBaolUi 100 UMEIoI Ul HaMepeHUe TIOJIYUYUTD
MM 3aKa3aThb VCJAVIU IJIS JUYHBIX HYXKII.

N3nanue ogpunuaibHoe
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8 NMpeJoCTaBJ/IeHHEe YCJOYru: JledareJbHOCTh UCIIOJHUTEIS YCIYyTYM, Heobxoaumas Ui O0ecIieueHUs
BBITIOJTHEHU ST YCIIVTH.

[IpuMeuvanue — IlpenocrapieHue yCiayru MOXHO I10Apa3aeinTh HA OTAEbHbBIEC 3TAIlbl (00ECIIEYeHUS HEOO-
XOOUMbBIMU pecypcaMy, TEXHOJIOIMYECKUM IIPOLLECC UCITOJIHEHMSI, KOHTPOJIb, UCIIBITAHUE, IIpUEMKA, OLIEHKA, ITPOLIECC
0OCITyXMBaHUS ).

9 TEeXHOJOTHYECKHMIA MPOIECC UCTIOJTHEHHU YCayri: OCHOBHAY YacCTh IIPOLIECCa IIPENOCTABIACHUS VCIIVIH,
CBA3aHHAsd ¢ U3MEHEHHUEM COCTOAHUA OOBEKTA YCJIYIU.

10 3aka3 Ha ycayry: /loroBop Mexny ImoTpeOUTEIEM W MCIOJHUTEIEM VYCAVIU, OIPEHSISIOLINMA
IOPUANYECKHE, S9KOHOMUYECKNE U TEXHNYECKNE OTHOLLUEHUS CTOPOH.

11 Bpems obcayxupanmug: [lepron BpeMeHM, B TE€YEHUE KOTOPOTO MMOTPEONUTENb B3aUMOIAECUCTBYET C
VICTIOJTHUTEJIIEM YCJIVIH.

12 BpeMs MCIOJJHEHHA YCJIYIH: Y CTAHOBJIECHHLIM HOPMATUB BPEMEHU HA UCIIOJHEHUE YCAYIH.

13 mpasuna oOchayxupanua: J1OKyMEHT, coaepXalluuii TpeOOBaHMA U HOPMBI, PEIIAMEHTUPYIOLLME
TIOPSIIIOK U YCJIOBUS OOCIYKUBAHUA.

14 ycaosusa odciayxkupanus: CoBOKYITHOCTb (paKTOPOB, BO3ACUCTBYIOLMX Ha IIOTPEOUTEISI YCIYTU B
IIpolecce O0CIYKUBAHUA.

3 IlonaTusa B 00JIACTH CTAHAAPTH3ALHH YCJOYT

15 00BeKT CTaHmAPTH3AMHM: YCJIyra, IIPpOU3BOIACTBEHHBIN TIPOLIECC OKa3aHUs YCJIYTU, Pe3yabTaT yC-
JIVTH, IIojIeXaluue craHiIapTU3alun.

16 rpynna ogHOpoaHBIX YCIyr: COBOKYITHOCTDL YCIVYI, XapaKTEPU3VIOIIMXCA OOIUMM 1I€JEBLIM M/MIH
(O YHKLMOHAJILHBIM Ha3HA4YECHUEM.

17 crangaprt Ha YCJOYTy: CTAaHIAPT, YCTAHABIUBAKOIIUKN TPeOOBAHU S, KOTOPHIM J0JKHA YIOBJIETBOPATD
ycJiyra, ¢ TeEM YTOObI O0ECIIEUNTb COOTBETCTBUE €€ HAa3HAUCHUIO.

[IpuMedanne — CrangapT Ha YCAVIY MOXKET ObITh pa3padOTaH B TaKMX 00J1aCTsIX KaK XMMWYecKasl YicTKa, CTUpKa
O€JIbsl, TOCTUHUYHOE XO34HCTBO, CBA3b, CTpaxoBaHue, OAHKOBCKOE AE10, TOPrOBI, YCJIYIY TPAHCIIOPTA, aBTOCEPBUCA U Jp.

18 TeXHMYeCKHMid JOKYMEHT Ha ycJayry: /loKyMeHT, yCTaHaB/IMBAIOLIMN TEXHUYECKUE, TEXHOJIOTUYEC-
K1e, KOHCTPYKTUBHbBIE U APVIHUe XapaKTEePUCTUKU VCIYTH.

K TexHryecKnM JOKYMEHTAM OTHOCST TEXHUYECKHE YCIOBHUS, TEXHOJOTUYECKUE PETJIAMEHTHI (KapThl),
TEXHUYECKME OIMUCAHUS, NMHCTPYKILINU, aJIbOOMbBI HAITPABISIOIIEN KOJUIEKLUY MO, YEPTEXM, DCKU3DI.

19 TeXHOJIOTHYECKMH perjaMeHT Ha ycayry: JloKyMeHT, cojepXallluil TpeOOBaHUA K TEXHOJOTHUYEC-
KOMY IIPOLIECCY MCIIOJHEHMS YCIAVIH.

20 TexHHYeCKoe OomucaHue Ha ycayry: JloKyMeHT, pa3padaTblBa€Mblii Ha YCIYIY I10 M3TOTOBJICHUIO
M3Iea1s 110 MTHAUBUAYAILHBIM 3aKa3aM B COOTBETCTBUM € YTBEPKIEHHBIM 00pa3LiOM-MOIENbIO.

4 Ilonatua B 00JacTH cepTHMHKAIUU YCJIYT

21 cucrema ceprudukanum ycayr: Cucrtema, pacrioyararliias COOCTBEHHBIMU IIpaBUIaMU IIPOLENYPbI
M VIIpaBJICHUM /15 TIPOBEACHUS CEPTUPUKALIMU COOTBETCTBUA YCJIVT.

22 cHUcTeMa cepTH(MKALMHM IPYIIbI OTHOPOIHBIX YCayr: CucreMa cepTrudMKaLy, OTHOCAIIAACA K VCIIy-
raMm, U1 KOTOPLIX IIPUMEHSAIOTCS OOHU U T K€ KOHKPETHBIC CTAaHAAPTHI U IIpaBuia U Ta 3Ke caMad Ipolenaypa.

23 opraH nmo cepru@uKanuu ycayr: Oprat, IpoBOIIIUNNA CEPTUPMUKALINIO VCIIVT.

24 akkpenuTanusg opraHa mo ceprupukanmuu ycayr: Ilpouenypa, nocpeacTtBoM KOTOPOU YIIOJHOMO-
YEHHBbIM oOpraH o(QUUMAJIbHO IIPU3HAET IIPABOMOYHOCTL OpraHa IO cCepTU(PUKALMKU YCAVI BLITIOJHITH
KOHKPETHbIE pabOTHI.

25 ceprupukamya ycayr: J1edarebHOCTD 110 MOATBEPXKACHNIO COOTBETCTBUA YCIYT VCTAHOBJIESHHBIM B
cTaHIapTax TPeOOBAHUSIM.

26 00beKT ceprHdHMKAIMH B cdepe YCJIyr: Yciayra, pes3yabTaT YCIYTM, IPOLECC MpeaocTaBICHUA
YCJIYTU, TIoMJIeKalle CepTU(PUKALINN.

27 cepruuumMpyemas yciayra: Yciyra, IIpeaycCMOTpeHHasA K CEPTUQMUKALINM.

28 cepTHUMUIMPOBAHHAY YCJIyra: Yciyra, mpolueaiias cepTuuKkaluio.

29 3HAK COOTBETCTBUA: 3APETUCTPUPOBAHHBIN B YCTAHOBJIEHHOM TIOPAIKE 3HAK, KOTOPLIM T10 IIpaBU-
JlaM, YCTAHOBJICHHBIM B JJAaHHOU CUCTEME CEPTUDUKALINU, TIOATBEPXKIAECTCA COOTBETCTBUE MAPKUPOBAHHOM
MM VCJIVIY YCTAaHOBJEHHBIM B CTaHIApTax TPeOOBAHUSIM.
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5 IlonaTtusg B 00J1aCTH ynpaBJieHHSA KAa4€CTBOM YCJIYT

30 KauecTBO YCJIYrH: COBOKYITHOCTb XapaKTEPUCTUK YCJIYTHU, OINPEASIAIOLINX €€ CIIOCOOHOCTh VI0OB-
JIETBOPATDL YCTAHOBJIEHHBIE WM TIpelriojaracMble IIOTpeOHOCTU TTOTpeOuUTE 4.

31 KagecTBO 00CaAYKMBaHHMA: COBOKYITHOCTL XapaKTEpHUCTUK IIpoliecca U YCAOBMU OOC/IyXMBaHU,
o0ecIIeYnBaIOIIMX VIOBJIETBOPEHNE YCTAHOBJACHHBIX WA IIPEHIIOJaracéMbIX IIOTPEOHOCTEM II0TpeOUTEIA.

32 cBOMCTBO yCayra (o0ciayxuBanusa): O0beKTUBHASA OCOOEHHOCTD YCAYTH (00CIyXKMBaHUs), KOTOpas
IIPOSIBJISIETCS TIPU €€ OKa3aHUM U IIOTPEOIeHUU (€0 OCYILUECTBICHNN).

33 mokasarejb KadectBa ycuayru (oo0cayxkuBanms): KoauyecTBeHHas XapaKTepUMCTHKa OIHOTIO WIHU
HECKOJBbKUX CBOMCTB VCAYIU (OOCIYVKMBAHUA), COCTABJIMIOIIUNX €€ (€r0) KaueCTBO.

34 ypoeHb KadecTtBa YCJayru (o0cayxmpanua): OTHOCHUTE/IbLHAS XapaKTepUCTHUKa KadvyecTBa YCJIYIU
(00CayXMBaHHUA), OCHOBAHHAA Ha CpaBHEHUHM (PAKTUYECKUX 3HAYECHUI IToKas3aTejel ee (ero) Kayecrna C
HOPMATUBHBIMU 3HAYEHUSAMU 3TUX TTOKA3ATEJEN.

35 KOHTpPOJIb KayecTBa YCJIOYrd (00cayKuBanus): COBOKYIIHOCTb OII€pallMii, BKJIOYAOIUAs IIPOBE/IEC-
HUE U3MEPEHUM, UCTIbITAHUM, OLIEHKY OJMHOM WIN HECKOJbKUX XapaKTEePpUCTHUK YCAYIU (OOCHYKUBAHUS) U
CpaBHEHUS IIOJYYEHHBIX PE3VILTATOB ¢ YCTAHOBJIEHHBIMU TPEOOBAHMSIMIL.

36 cucrema KagecTBa ycayr: COBOKYITHOCTb OPraHU3allMOHHOM CTPYKTYPBI, OTBETCTBEHHOCTHU, ITPO-
LIEAYP, IIPOLIECCOB U PECYPCOB, 00ECIIeUnBaOIlAsl OCYIIECTBICHUE OOILET0 PYKOBOICTBA KAYECTBOM YCJIVT.

AJIGABUTHBIN YKA3BATEJb TEPMUHOB

AKKpeauTauus oprasa 1o ceprudukaumuy yeiyr 24
BpeMsl UCITOJTHEHMS YCIIYIU 12
BpeMmga o0ciyX1BaHUs 11
[ pyrira OaHOPOAHBIX YCAYD 16
JIOKYMEHT Ha yCIyry TeXHUYeCKu 18
3akKa3 Ha yciyry 10
3HAaK COOTBETCTBUS 29
VICITOTHUTEND 6
KauecTBO 00CIYKMBAaHUS 31
KauecTBO yCIyru 30
KOHTpOJIb KauecTBa YCIYIU (OOCTYKMBAHUS ) 35
O06cnyXxuBaHue 5
O0bekT ceprudukaumm B cdhepe yeayr 26
OOBEKT CTaHIApTU3aLUN 15
OnucaHue Ha yCJyry TEXHUYECKOE 20
Opran no cepTuduKaliy yciayr 23
[Tokazarenb KauecTBa vCIyru (00CiyKBaHMS ) 33
[Torpebureb 7
[lpaBuia obcayxuBaHus 13
[IpenocraBieHUE YCIIYIU 3
[IpoLiecc UCITONMHEHUS YCIAYIA TEXHOJIOINYECKUIA 9
PernaMeHT Ha yCayry TexXHOJOIM4YeCKUn 19
CBOUCTBO vciayru (00CayK1BaH Ul ) 32
Ceptudukauus yciayr 25
CucremMa KayecTBa ycjayr 36
Cucrema cepTudukalii yeiyr 21
Cucrema ceptudukauy rpyIriibl OOHOPOIHBIX VCIVE 22
CraHgapTr Ha yCiyry 17
Cdepa 00CIyKUBaAaHUS HaCeJICHUS 4
YpoBeHb KauecTBa yCIyIry (00CIyKUBaHUS ) 34
YcnoBust odCiyKUBaHUS 14
Ycnyra ]
Ycnyra MarepuasibHas 2
Ycnyra HemMartepuaibHas 3
Ycayra ceprudmuumpoBaH Has 23
Ycnyra ceprudunmupyemast 27
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