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Jlara BBemenns 2015-01-01
IIpeaucnosue

1 ITIOAT'OTOBJIEH 3akpeiTeiM akiimoHepHbIM odiiectBoM "UT Dkenept" u o01iecTBOM ¢
OTpaHUYEHHOM OTBETCTBEHHOCTHIO "MHPOPMAIIMOHHBIN aHATUTUYECKUN BBIUMCIUTEIbHBIN
nertp" (OO0 "MABILL") Ha ocHOBe COOCTBEHHOI'O ayTEHTUYHOI'O IIepeBO/Ia Ha PYCCKHM A3BIK
CTaHJapTa, YKa3aHHOTO B MTyHKTE 4

2 BHECEH Texuuueckum komuteToMm 1o cranaaptuzanuu TK 22 "Undopmannonsbie
TEXHOJIOTHH"

3 YVTBEPX/EH 1 BBEJIEH B JIEPTCTBHE npukazoMm deaepaibHOTO areHTCTBA M0
TEXHUYECKOMY PEryiaupoBaHuio U Merpoaoruu ot 08 Hos0psa 2013 N 1543-ct

4 HacTosmumii cTaHaapT HISHTHYSH MeXTyHapoaHoMy crangapty MCO/MBK 20000-1:2011*
"UnpopMalinoHHbIE TEXHOJIOTUU. YTIpaBieHue yciyramu. Yacts 1: TpeboBanus k cucreme
ynpasienus ycrmyramu (ISO/IEC 20000-1:2011 "Information technology - Service management
- Part 1: Service management system requirements™)


http://docs.cntd.ru/document/499077748
http://docs.cntd.ru/document/499077748

* JlocTyn K MEXIYHAPOIHBIM U 3apyOCIKHBIM JOKYMEHTaM, YIIOMSHYTBIM 3/ICh U Jajiee TI0
TEKCTY, MOYKHO TOJIYUHTh, IEPEU/IS 110 CChlIKe Ha caift http://shop.cntd.ru. - [Tpumeuanue
U3rOTOBHUTEINS 0a3bl JAHHBIX.

HanmMeHoBaHMe HACTOSIIErO CTaHIapTa H3MEHEHO OTHOCUTEIbHO HAMMEHOBAHUS YKa3aHHOTO
MEX1YHapOAHOr o cTanaapta i npuseaeHus B coorserctsue ¢ [OCT P 1.5 (myHkr 3.5).

5 BBEJIEH BIIEPBbBIE

Ilpasuna npumenenusi nacmoswezo cmanoapma ycmanogneust 6 I OCT P 1.-2012%* (paszoen 8).
Hnghopmayus 06 usmenenusx k Hacmosujemy cmanoapmy nyonuKyemcs 8 esce2o00Hom (no
cocmoanuio Ha 1 aneaps mexywezo 2ooa) ungopmayuonnom ykazamene "HayuonanvHole
cmanoapmol”, a ohuyuanbHLIL MeKCm USMEHEHUL U NONPABOK - 8 eXHCeMeCIYHOM
ungopmayuonnom yxasamene "Hayuonanvuvlie cmanoapmul”. B cnyuae nepecmompa (3amenvt)
UU OMMEHbl HACMOAWe20 CManoapma coomseemcmayioujee yeeoomieHue Oyoem onyoiuKo8amHo
8 budcaliuem 8bINyCcKe excemecauno2o unpopmayuonnozo ykazamens "Hayuonanonvle
cmanoapmst”. Coomseemcemaytowas uHgopmayus, ygeoomienue u meKkcmsl pazmeuaromcs
Makaice 8 UHGOPMAYUOHHOU cucmeme 0owe20 Noab308AHUS - HA OPUYUATLHOM catime
HayuoHanbHo2o opeana DedepanvHo2o azenmcmea no MexXHUYecKoMy pe2yiupo8aHuro u
Mempono2uu & cemu uHmepHem (gost.ru).

* BeposaTHo, ommOka opuruHana. Ciaenyer unutarb: [OCT P 1.0-2012. - IIpumeuanue
W3TOTOBUTEISI 0a3bl IAHHBIX.

Bsenenue

TpeboBanus B ganHoi yactu MCO/MOK 20000 BKIIIO4arOT TPOEKTHPOBaHUE, TTPpeoOpa3OBaHKE,
MPEIOCTABICHUE M COBEPILIEHCTBOBAHHUE YCIIYT, YIOBIETBOPSIONINX TPEOOBAHUAM K yCIyram U
o0ecreunBaroIX IEHHOCTD JUIs 3aKa3uuka v nmocTasiuka yciuyr. Jlannas vacte UCO/MOK
20000 TpebyeT mpuMeHeHuUsI KOMILUIEKCHOTO MTPOIECCHOTO TOIX0/1a MPU OCYILIECTBICHUHT
MOCTABIIUKOM YCIIYT TaKUX BUOB JIEATEILHOCTH KaK TUIAHUPOBAHUE, CO3/ITaHUE, BHEPECHHE,
SKCIUTyaTaIisl, MOHUTOPUHT, aHAIIN3, TOAIEP’KKA U COBEPIIIEHCTBOBAHNE CUCTEMBI YITPABJICHUS
yciyramu (CVYY).

CkoopauHupoBaHHAs WHTErpaius u BHeApeHne CYY obecneunBaloT HENPEPHIBHBI KOHTPOIb H
IPEOCTABIISAIOT BO3MOXHOCTH JJIsl TOCTOSIHHOTO COBEPILICHCTBOBAHMUSI, OOJIBIITYIO
pe3yIbTaTUBHOCTH M AP (PeKTUBHOCTh. DYHKIIMOHUPOBAHUE MPOIIECCOB, YKA3aHHBIX B TAHHOK
gactu MCO/MDK 20000, TpeGyeT Xxopoliei opranu3aluy 1 CKOOPAUHUPOBAHHOM paboThI
nepcoHaina. J{ns obecnieueHus pe3yabTaTUBHOCTU U 3PPEKTUBHOCTH MTPOLIECCOB MOXKET OBIThH
UCIIOJIb30BaH COOTBETCTBYIOUINI HHCTPYMEHTApHil.

Jlnst HanbombIIel pe3yapTaTUBHOCTH TTOCTABIUKAM YCIYT CIIeyeT pacCMaTpUBAaTh BIUSHUE HA
CVYYV Ha npoTsHKeHUHU BCEX CTaIUH KU3HEHHOTO IUKJIA YCIYTH: OT CTPATEeTuH Yepe3
MPOEKTUPOBAHKE, TPEOOPA30BaHUE U IKCILTyaTaIlMI0, BKIIIOUasi TOCTOSTHHOE


http://docs.cntd.ru/document/902249298
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COBEPILIEHCTBOBAHHUE.

Hannas gacts MCO/M3K 20000 TpeGyeT mpuMEeHEHUsI METOI0JIOTUH, U3BECTHON KaK
"[TnanupoBanue-Brmonnenne-IIposepka-Koppexkruposka" (PDCA), ko Bcem vactsam CYVY u
ycryram. Merogonorust PDCA, ucnons3yemsiii B ganaoi vactu UCO/MDK 20000, MmoxeT ObITh
KpaTKO OXapaKTepU30BaH CIEAYIOUM o0pa3om™.

* TekcT JOKYMEHTA COOTBETCTBYET OPUTHMHAITY. - HpI/IMe‘IaHI/Ie HU3rOTOBHUTENSA 0a3bl JaHHBIX.

[InanupoBaHue: yCcTaHOBIIEHHE, JOKYMEHTUPOBaHKE U coryiacoBanue CY'Y, KoTopas BKIOYAET
MIOJIUTUKH, TIeJTH, TUIAHBI U TIPOIECCHI IS yIOBJICTBOPCHHS TPEOOBAHUH K yCITyram.

Boinonnenue: BHeapenue u skcrryaranus CYY aius npoekTupoBaHus, Ipeodpa3oBaHus,
IIPEIOCTABIICHUS U COBEPILIECHCTBOBAHUS YCIYT.

[TpoBepka: MOHUTOPHHT, U3MepeHue u npoBepka CYY U yciayr Ha COOTBETCTBHE MOJIUTUKAM,
LeJIsIM, TUIaHaM U TpeOOBaHUSM K yCIyraMm, a TakKe MpeoCTaBIeHUE PE3YJIbTaTOB B popMe
OTYETOB.

KoppektupoBka: npuHsaTHE Mep MO MOCTOSHHOMY coBepliiieHcTBOBaHUI0 CYY U ycyr.

Hawnbonee BaXHBIMHU aclieKTaMy KOMIUIEKCHOTO MTPOIIECCHOTO Mmoaxoaa u merogonoruu PDCA
npu ucnosibzoBanuu ¢ CYV sBistroTces:

INOHUMAHHEC U YAOBJICTBOPCHUC Tp€6OBaHHﬁ K ycCJliyraM € OCJIbIO JOCTUKCHU
YAOBJICTBOPCHHOCTH 3aKa34YMKa,

YCTaHOBJICHUE MOJUTUK U LIEJIEH YIIPABICHUs YCIyraMu;

ocHoBaHHOE Ha CVYY ocyIecTBIeHUE IPOSKTUPOBAHMS U IIPEAOCTABICHUS YCIYT, KOTOPbIE
IIPEIOCTABIISAIOT LIEHHOCTD 3aKa34yuKy;

MOHUTOPHHT, U3MepeHue 1 aHanus s¢ppextuHocti CYY U ycnyr;
NOCTOSIHHOE coBepieHcTBOBaHNE CYY U yciyr, OCHOBaHHOE Ha 00BEKTHBHBIX U3MEPEHUSIX.

Cxema 1 mmoctpupyet npumenenne merogosiorn PDCA k CYY, Bkitodast mpoueccsl
yIpaBieHUs yCIyraMH, yKa3aHHbIe B pazzienax 5-9, u k ycayram. Kaxaplil anemeHT
metononorun PDCA >xu3zHeHHO HeoOxoauM i yenenrHoro BHeapenus CYY. Iporecc
COBEpUIEHCTBOBAHHUS, UCHONb3yeMbli B JaHHOM yactu MCO/MOK 20000, ocHOBaH Ha
meroaonoruu PDCA.

Hannas vacts MCO/M3K 20000 mo3BosisieT MOCTaBIIMKY YCIYT HHTerpupoBath cBou CYY ¢
JPYTMMU CUCTEMaMH YIPaBJIEHUS B OpraHU3aI|K [TOCTaBIIKKa yciyT. [IpuHsITHE KOMILIEKCHOTO
npoueccHoro noaxonaa u meroposiorud PDCA no3BosisieT NOCTaBUIMKY YCIIYT IPUBECTH B
COOTBETCTBUE MEXKY COOOM MIIM MOJHOCTHIO HHTETPUPOBATH HECKOJIBKO CTAH/IaPTOB CUCTEM
ynpasnenus. Hanpumep, CYY MoxeT ObITh HHTETPUPOBAHA C CUCTEMOH YIIpaBICHUS
kauecTBoM, ocHoBaHHOM Ha CO 9001, nnu ¢ cucremoit nHGOpMamoHHOM 0€30MacHOCTH,
ocHoBanHoit Ha UCO/MDK 27001.

NCO/M3K 20000 HaMmepeHHO cOo3/1aH KaK He 3aBUCSIIUI OT KOHKPETHBIX YKa3aHUN CTaHAApPT.



HOCTaBH_[I/IK yCJ'IyF MOXKET UCIIOJIB30BaTh COUYCTAHUC OGH.[CHpI/IHﬂTI:IX peKOMeHI[aLII/Iﬁ nu
COOCTBEHHOI'O OIBITA.

ITonb3oBarenn MexayHapOIHOTO CTaHJAPTa HECYT OTBETCTBEHHOCTD 3a €r0 IPAaBUIIBHOE
nprMeHeHne. MexXTyHapOaHbIH CTaHAapT HE CTAaBUT CBOCH IEJIbI0 OXBATHTh BCE HEOOXOMMBbIE
3aKOHOJATeIbHbIE 1 HOPMATUBHbBIC TPEOOBAHUS U JOTOBOPHBIE 0053aTeNbCTBA MOCTABIIUKA
yeayr. CootBercTBHE MEXIyHApOJAHOMY CTaHAAPTY CaMo 10 ceOe He 1aeT OCBOOOKIACHUS WIIN
KaKuX-1100 MPUBUIIETUN B OTHOIIEHUHU 3aKOHOIATEIbHBIX U PETYIUPYIOLIUX TpeOOBaHUI.

OtnenpbHOE BHUMaHUE 00paIaeTcs Ha TO, YTO HEKOTOPHIC AIIEMEHTHI HACTOSIIETO JOKYMEHTA
MOryT ObITh 00BekTOM nateHTHOro npasa. MCO u MOK He HecyT OTBETCTBEHHOCTH 32
ompeiesieHue MaTEHTHBIX MpaB MOJ00HOTO poa.

Cranmgapt UCO/M3OK 20000-1 66u1 moarorosieH nogkomureroM I1K 7 "IIporpammuoe

o0ecIleueHne U CUCTEMOTEXHUKA" 00beqHeHHOr0 TexHuueckoro komurera MCO/MODK CTK 1
"MndopManinoHHbIe TEXHOIOTHU".

Pucynok 1 - Ilpumenenne meroxosoruu PDCA B ynpasjiennu ycjayramu
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Pucynok 1 - Ilpumenenne metononioruu PDCA B ynipaBieHun yciyramu

B nensx nanpHenIero coBepiieHCcTBOBaHUS U pa3pabOoTKU CTaHIAapPTOB YIPABICHUS YCIyraMH
MOJIB30BATENISAM TIpeiaraeTcs BeickazaTth cBoe MHeHHE 1o MCO/MBK 20000-1, a Takxe
c(hOpMyIUPOBATh MPEANOYTEHHUS MO OYEPETHOCTH BHECEHHSI U3MEHEHUI B OCTaTbHBIC YaCcTH
cranaapta MCO/MOK cepun 20000.

1 Ob0sacTh NpUMEHEHUA



1.1 O01ume MoJI0KEeHUSA

Hannas gacte MCO/M3K 20000 siBnsiercs ctangaptoM CHCTeMbI YIPaBICHUS yCIyraMu
(CYY). 3nech npencrabiieHbl TpeOOBAaHUS K MOCTABLIMKY YCIYT 110 MJIAHUPOBAHUIO, CO3AAHUIO,
BHEJIPEHUIO0, FKCIUTyaTallul, MOHUTOPUHTY, aHAINU3Y, OJJEPHKKE U coBeplIeHCTBOBaHNIO CYY.
TpeboBaHMs 0XBATHIBAIOT IPOEKTUPOBAHNUE, IPEOOPA30BAHNE, IPEIOCTABICHUE U
COBEpPILIECHCTBOBAHHUE YCIYT JUIsl 00eCIIeueHUs] COOTBETCTBHS TPEOOBAHUAM K YCIIyTaM.

Hannas vacts MCO/MOK 20000 MOkeT UCTIONB30BAThCS:

OpraHu3alen, HyXK/I1aloelcs: B MOCTaBIIMKAX YCIyT U TpeOyrolIel rapaHTuii o0ecriedeHus
BBINOJIHEHHS COOTBETCTBYIOIIMX TPEOOBAHUH K yCIIyram;

OpFﬂHH?:&HHCfI, Tpe6y}omel71 IIOCJICAOBATCIBHOT'O M COI'JIACOBAHHOT'O ITOAXO0Aa OT BCEX
MOCTAaBIIUKOB YCJIYT', B TOM YHUCJIC B LICIIOYKE ITOCTABOK;

MOCTABIIMKOM YCIIYT, KOTOPBI HAMEPEH MPOJEMOHCTPUPOBATH CBOH CLIOCOOHOCTH 110
IPOEKTHUPOBAHUIO, TPE0OPa30BAHHIO, IPEJOCTABICHUIO U COBEPIIEHCTBOBAHUIO YCIIYT IS
oOecrieueH s BBIIIOJHEHUS! COOTBETCTBYIOLIUX TPEOOBAHUH K yCIyram;

MOCTABIIMKOM YCIYT /Il MOHUTOPUHIA, U3MEPEHUS U aHaJIN3a CBOUX IIPOLIECCOB YIPABICHUS
yCIyramMy U YCIyT;

MMOCTABUINKOM YCJIYT IJIA COBCPIICHCTBOBAHUA IIPOCKTUPOBAHU, npeo6pa30BaHI/m u

NPEOCTABIICHHUS YCIYT 3a CUCT UCIOIb30BAHUS PE3YJIbTATUBHOIO BHEIPECHUS M SKCILUTyaTaI[UH
CVYy;

9KCIIEPTOM WJIH ayJIMTOPOM B Ka4e€CTBE KpUTEpHUs [Tl OlleHKH cooTBeTcTBUS CY'Y mocraBiuka
yeayr TpedoBaHusaM 3toi yactu MCO/M3K 20000.

Ha pucynke 2 nokazana CYVY ¢ y4eToM MporieccoB yrpasieHus yciayramu. Cioyxx0a yrnpaBieHus
MPOLIECCAaMH U CBS3SIMHU MEXKY MPOIIECCaMU MOXKET ObITh pean30BaHa MO-pPa3HOMY
Pa3JIMYHBIMU NOCTABIIMKAMU yCIyT. XapaKTep OTHOIIEHUH MEK/y OCTABIIUKOM YCIYT U
3aKa34YMKOM OyZIeT BIMATH Ha peallu3alliio MPOILIECCOB YIPABICHUS YCIyTaMHu.

Pucynok 2 - Cucrema ynpapJjeHusi yCayramMmu
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Pucynok 2 - Cuctema ynpaBiieHUsl yCIyraMu
1.2 O0sacTh NpUMEHEHHU S

Bce tpeboBanus B nannoit yactu MCO/MOK 20000 HocST 001IMii XapakTep U MpeIHa3HauYeHbI
JUIS IPUMEHEHHUs KO BCeM IMOCTaBIIMKaM YCIIYT HE3aBUCHMO OT THIIA, pa3Mepa U Xxapakrepa
IpeocTaBisieMbIX yenyr. Mckitouenue no6oro u3 TpeboBaHuil paszaenos 4-9 Henpuemiemo,
€CJIM TTOCTABIIUK YCIIYT 3asBIIAET 0 cOOTBeTCTBUU AanHOM yactu NCO/MDK 20000, HezaBrucumo
OT XapaKTepa OpraHu3aliy MOCTABIIMKA YCIYT.

CootBercTBHE TpeOOBaHUAM pazjiena 4 MOXKET ObITh MPOJIEMOHCTPUPOBAHO TOJIHKO
CBU/IETEJILCTBAMHM O BBINIOJHEHUH BceX TpeboBaHui pasnena 4. J{is TpeboBanuit pazaena 4
MOCTABIIMK YCIYT HE MOXET I0JIaraThCsl HA CBUAETENHCTBA PYKOBO/ICTBA IPOLIECCAMH,
yIpaBJIIeMbIMU APYTUMH CTOPOHAMH.

CooTBeTcTBHE TPEOOBAHUIM Pa3/ieiaoB 5-9 MOKeT ObITh IPOIEMOHCTPUPOBAHO
CBUJIETEJILCTBAMU O BBIMIOJHEHUH BCEX TpeOOBaHMN. B kauecTBe aqbTepHATUBBI MOCTaBIIMK
YCIYT MOXKET MPEeOCTaBUTh CBUIETEICTBA BHIIIOIHEHUS OONBIIMHCTBA TPEOOBaHUMA
CaMOCTOSITENIbHO M CBUJIETENIHCTBA PYKOBOJICTBA MPOLIECCAMU, YIIPABISIEMbIMU APYTUMU
CTOPOHAMH, AJIs TEX MPOLIECCOB UM YaCTH MPOILIECCOB, KOTOPBIE HAXOAATCS 3a paMKaMU
KOHTYpa YIpaBJIeHUs TOCTABIINKA yCITYT.

B pamku nannoit yvactu UCO/MOK 20000 He BxoauT crienuuKamus Ha TPOAYKT HIIHA
UHCTpyMeHTapHil. TeM He MeHee opraHu3aluy MOTYT UCIOIb30BaTh 3Ty yacth MCO/MOK
20000, yToOBI MOMOYB UM pa3padaThIBaTh MPOAYKTHI U HHCTPYMEHTHI, KOTOPbIE MOAEPKUBAIOT



paboty CVYYV.

[Tpumeuanue - UCO/MDK 20000-3 comepKuT yka3zaHuUs 1O OMPEACIICHUI0 001acTH TPUMEHEHHUS
u npumeHuMocTH 3Toi yact MCO/M3BK 20000. DTOT TOKYyMEHT BKJIFOYAET B ceOs
JIOTIOJIHUTEIIbHBIE PA3bSICHEHUS 10 TIOBOY PYKOBOJICTBA MPOIECCAMU, YIPABISIEMBIMH JIPYTUMU
CTOPOHAMHU.

2 HopMaTuBHBIE CCHLIKHU

CJICI[YIOH.[I/IC AOKYMCHTBIL HCO6XOI[I/IMLI AJI IPUMCHCHU A HACTOAIICTO JOKYMCHTA. ILJISI
JATUPOBAHHBIX CCBIJIOK MIPUMEHSIOT TOJIBKO YKa3aHHOE U3JJaHKe, ISl HEAATUPOBAHHBIX CCBHUIOK -
MOCJIEIHEE U3/IaHUE CCHUIOYHOIO JJOKYMEHTA (BKJIH0Yast TF0ObIE OMPABKH).

HopmaTtuBHBIE CCBUIKH OTCYTCTBYIOT. DTOT YHKT BKJIFOYEH ISl TOTO, YTOOBI 00ECIICYHTh
coBnazieHue HyMmepanuu pazzaenoB ¢ MCO/M3K 20000-2: MudopmanrioHHbIe TEXHOTOTHH -
VYnpasnenue ycayramu. Yacts 2: PykoBoACTBO IO IPUMEHEHHIO CUCTEM YIIPABJICHUSI YCIYTaMHU.

[Tpumeuanue - [Tpu moTb30BaHUK HACTOSIIIIAM CTAHIAPTOM IIEJIECO00Pa3HO MMPOBEPUTH JICHCTBHC
CCBUIOYHBIX CTaHAAPTOB B MHPOPMAIIMOHHON CUCTEME OOIIETO MOJIb30BaHUS - Ha OQUIIHATEHOM
caiite denepalIbHOrO areHTCTBa MO0 TEXHUYECKOMY PETYJIMPOBAHUIO U METPOJIOTUU B CETH
HuTepHeT WK 1o eXerogHoMy nH(popMaroHHOMY ykaszaTento "HarronanpHble CTaH1apTh",
KOTOPBII OIyOJIMKOBAH IO COCTOSIHUIO Ha | STHBapsi TEKYIIEro To/a, U 10 BEITyCKaM
exXeMecIYHOro MHPOpPMAaIMOHHOTO YKa3zarens "HannoHanbHble cTaHAapTh" 32 TEKYIIUH TO.
Ecnu 3ameHeH cChbUTOYHBIN CTaHIApT, HA KOTOPBIN JaHa HEJATUPOBAHHAS CChUIKA, TO
PEKOMEHIyeTCsl UCII0JIb30BaTh ACHCTBYIOLIYIO BEPCUIO 3TOT0O CTaHAAPTa C YYETOM BCEX
BHECEHHBIX B JJAHHYIO BEPCUIO U3MEHEHHI. EClIM 3aMEHEH CChUIOYHBIN CTaHAApPT, HA KOTOPBIN
JlaHa JaTUPOBAHHAS CCBLIKA, TO PEKOMEHIYETCS UCIIOJIb30BaTh BEPCUIO 3TOTO CTaHAapTa ¢
YKa3aHHBIM BBIIIE TOJIOM yTBEpXKIeHUs (IpUHATHA). Eciiu ocie yTBepKaeHUsT HACTOSIIETO
CTaH/1apTa B CCBUIOYHBIN CTAHAPT, HA KOTOPBIM JaHa JaTUPOBAHHAS CChUIKA, BHECEHO
M3MEHEHME, 3aTPAaruBarollee MoJ0KEHNE, Ha KOTOPOE JaHa CChUIKA, TO ATO MOJIOKEHHUE
pPEKOMEHIyeTCsl MPUMEHSATH 0e3 yueTa JaHHOTO U3MeHeHus. Eciu cchUIoYHbIN cTaHaapT
OTMEHEH 0€3 3aMEHBI, TO MOJI0KEHHE, B KOTOPOM JIaHa CChUIKA Ha HETO, PEKOMEHTYETCS
IIPUMEHSATH B YACTH, HE 3aTPAaruBarollel 3Ty CChUIKY. ECIIM 3aMEHEH CChIIIOYHBIN CTaHAApT, Ha
KOTOPBIN JaHa JaTUPOBAHHAS CChUIKA, TO PEKOMEHAYETCS UCIIOIb30BaTh BEPCHIO ATOTO
CTaHJapTa ¢ yKa3aHHBIM BBIIIE TOJIOM YTBEpKAeHUS (MpuHATHS). Eciiu mocne yTBepxkaeHus
HACTOSAIIETr0 CTaH/IapTa B CChUTOYHBIN CTaHIAPT, HA KOTOPBIM JaHa JaTUPOBAHHAS CCBHUIKA,
BHECEHO U3MEHEHME, 3aTParuBarollee MOJ0KEHUE, Ha KOTOPOE JaHa CChUIKA, TO ATO MOJIOKEHHUE
PEKOMEHIyeTCsl MPUMEHSTh 0€3 yueTa TaHHOTO U3MEeHeHus1. Eciin cChUTOUHBIN cTaHapT
OTMEHEH 0e3 3aMeHBI, TO MOJIOKEHHE, B KOTOPOM JlaHa CChIIIKA Ha HET0, PEKOMEHIYETCS
MIPUMEHSATh B YaCTH, HE 3aTPAaruBarolIel 3Ty CChUIKY.

3 TepMuHbI 1 onpeae/IeHU

B nannom JAOKYMCHTC IIPUMCHSAIOTCA CICAYIOIINEC TCPMUHBI U OIPCIACIICHUSA.



3.1 A0CTYNHOCTB: CITIOCOOHOCTh YCIYTH WJIM KOMIIOHEHTA YCIIYTH BBIOIHATH TpeOyeMble
(GYHKIMM B ONpe/IeIeHHBI MOMEHT HJIH B TEUCHHE OMPEICIIEHHOTO MTPOMEXYTKa BPEMEHH.

HpI/IMe‘IaHI/Ie - I[OCTYHHOCTB, KaK IIpaBUJIO, BbIPAXKACTCA OTHOIICHUEM WM IIPOUCHTOM
BPEMCHH, B TCUHCHUEC KOTOPOTO yCjayra U KOMIIOHCHT YyCIIYT' ,Z[GI\/JICTBI/ITCHBHO AOCTYIIHBI
3aKa34MKYy AJId UCIIOJIBb30BAHUS 11O OTHOIICHHUIO K COITIAaCOBaAHHOMY BPEMCHU JOCTYIIHOCTH.

3.2 6a3oBoe cocTosinue KOHpurypauuu: GopmaibHo 3aUKCUpoBaHHAS KOH(DUTYpaITMOHHAS
uH(pOpMAaIIUs B ONPEACIICHHBI MOMEHT BPEMEHH KU3HEHHOTO IMKJIA YCIYTH WIH KOMIIOHCHTA

YCIIYTH.
[Tpumeuanue - ba3oBble cocTosiHUS KOHPUTYpaIii, a TAaKKe MOATBEPKICHHbIE H3MEHEHUS

JAaHHBIX 0a30BBIX COCTOSHUHN COCTABIISIFOT CBEICHUS O TEKYIIeH KOH(pHUTyparuu. A1anTHPOBAHO
u3 ISO/IEC/IEEE 24765:2010.

3.3 koHurypanuonnas enmuuua KE: snement, tTpeOyromuii ynpasiaeHus s TOrO, 4YTOObI
MPEIOCTABIIAT YCIYTY.

3.4 6a3a naHHBIX ynpasJjenus konurypauusamu CMDB: xpanunuiie JaHHBIX,
UCIOJIb3yeMOe JJIS 3alMCH aTpUOYTOB KOH(DUTYPALIMOHHBIX €IMHUI] U B3aUMOCBS3EH MEXIY
KOH(HUTYypaIIMOHHBIMH €MHALIAMH Ha BCEM MPOTSHKEHUH UX KU3HEHHOTO IIHUKJIIA.

3.5 mocTosiHHOE COBEPIIEHCTBOBAHUE: TIOBTOPSIONIASICS NESTEIbHOCTD, HAIIPaBJICHHAs Ha
MOBBIIICHHE CTIOCOOHOCTH YIOBJIETBOPEHUS TPEOOBAHMI K yCITyTe.

[Tpumeuanue - Agantuposano u3 [ISO 9000:2005.

3.6 KoppeKkTHpYIOLIee AeiicTBHE: ICHCTBHE MO YCTPAHEHUIO PUYNHBI WIIM YMEHBIICHHIO
BEPOSITHOCTH MTOBTOPHOTO MPOSBICHUS OOHAPYKEHHOI'O HECOOTBETCTBHUS WU IPYTrOi
HEXENaTeJIbHON CUTYalLNH.

[Tpumeuanue - Agantuposano u3 [ISO 9000:2005.

3.7 3aKa34MK: OpraHu3alys WM YacTh OpraHU3alliu, MOTPEOIAIONIas yCIyry Uil YCIyTH

[Tpumeuanue - 3aKa34nK MOKET ObITH BHYTPEHHUM WJIM BHEIIIHUM IO OTHOIICHUIO K
OpraHu3aIyy MocTaBmuka ycayr. Anantuposado u3 ISO 9000:2005.

3.8 mokyMeHT: HH(pOpMAITUSI U COACPKAIMINN €€ HOCUTEITb.



[1ISO 9000:2005]

Ilpumepol: nonumuKu, n1anbl, ORUCAHUA RPOUECCO8, RPOUEOYPbL, CO21AUIEHUIL 00 YpOsHe
yeye, KOHMPAKmul Wil 3anuUcu.

[Tpumeyanue - JfokymeHTanuss MOXeT OBITh B JIF000# opMe Uitk Ha JIF0oOoM HocuTene. B
NCO/M3K 20000 1oKyMeHTBI, 32 HCKJIFOUCHHEM 3aIHCEH, TOJKHBI (POPMYINPOBATH LIENH,
KOTOPBbIE HEOOXOAMMO JTOCTHYb.

3.9 pe3yJbTATHBHOCTb: CTEIIEHb PeaIN3allMy 3aIUIaHUPOBAHHOM JIEATEIbHOCTH U JOCTHIKEHHUSI
3aIJIAaHUPOBAHHBIX PE3YJIbTATOB.

[ISO 9000:2005]

3.10 nHUUAEHT: He3aIUIaHUPOBAHHOE COOBITHE, KOTOPOE MIPUBEJIO WIIM MOXKET IPUBECTH K
IPEPBIBAHUIO NIPEIOCTABICHUS YCIYTH WIN K CHIKEHHIO €€ Ka4ecTBa, Jake €CIM OHO €IlE He
HOBJIUSUIIO HA YCIIYTY JUIs 3aKa34uKa.

3.11 undopmanuonHasi 6€30NACHOCTD: COXpaHEHNE KOH(PUIEHIIUAIBHOCTH, IEJIOCTHOCTH U
BO3MO>KHOCTH J1OCTyIa K HH(POpMaIUH.

[Tpumeuanue - J[onOTHATETHEHO MOTYT YYUTHIBATHCS APYTHE CBOMCTBA, TAKKWE KaK MOJJTUHHOCTD,
MOJI0TYETHOCTh, OE30TKA3HOCTh U HA/IEKHOCTh. TepMuH "MOCTYMHOCTS" HE UCHONIB3YETCS B
JTAHHOM OTIPEJICTICHUH, TaK KaK OIpeeIICHHE JIJIsl JAHHOTO TePMHUHA, IPUBEICHHOE B JaHHOM
gactu UCO/MBK 20000, HenmpuMeHUMO i onpeiesieHus: TepMuHa "nH(pOpMalMOHHAs
6e3omacHOCTh". AmantupoBano u3 ISO/IEC 27000:2009.

3.12 uHIMAeHT HH(POPMAINIMOHHOW 0€30MACHOCTHU: OJTHO HITM HECKOJILKO HEXKETATeIbHBIX WIIH
HEOKUJAHHBIX COOBITUI MHPOPMAIIMOHHOM 0€30MaCHOCTH, KOTOPhIE UMEIOT 3HAUYUTENBHYIO
BEPOSITHOCTh KOMITPOMETAIINK OU3HEC-OTepauii U yrpo3 HHGOPMAITHOHHON O€30MaCHOCTH.

[ISO/IEC 27000:2009]
3.13 3auHTepecoBaHHAsI CTOPOHA: JIMIIO FJIM TPYIINA, UMEIOIIast OCOObIH HHTEpeC B
JeATEIILHOCTH WITK YCIIeXe JAeSTeIbHOCTH IIOCTABIINKA YCITYT.

Ilpumepui: 3axa3zuuku, e1adenvbyvl, pyK0800CMeE0, COMpPyOHUKU OP2AHU3AUUU NOCMABUIUKA
yeaye, noOpAOUUKU, OAHKUPDBL, COI03bl U RAPMHEDPDL.

[Tpumedanue - ['pymmma MOKET COCTOSTh U3 OPTaHN3AINH, €€ YAaCTH WK OoJiee YeM OHOH
opranuszanuu. Anantuposano u3 [SO 9000:2005.



3.14 BHYTpeHHSA IPYNNA: YaCTh OPraHU3aIUH MOCTABIINKA YCIYT, KOTOpas 3aKIF0YaeT
(dbopmMallbHOE COTJIAIIICHUE C MTOCTABIIUKOM YCIYT, YTOOBI CIIOCOOCTBOBATH MTPOCKTUPOBAHHMIO,
npeoOpa30BaHUIO, IPEIOCTABICHUIO U COBEPIICHCTBOBAHUIO YCIYTH WIH YCIYT.

[Tpumeuanue - BHyTpeHHss rpynna He BXoauT B paMku CY'Y MoCTaBILKKA yCIIYT.

3.15 u3BecTHast omMOKA: MpoOIIeMa, UMEIOINAs BBISBJICHHYIO KOPHEBYIO IPUYHHY UM METOJ]
CHIDKEHMSI MJIM YCTPAHEHUS €€ BIMSHUSA Ha YCIYTy 3a CUeT IPUMEHEHUS] 00XOIHOIO PELICHHUS.

3.16 HecoOTBeTCTBHE: HEBHINIOIHEHUE TPEOOBAHNS.

[ISO 9000:2005]

3.17 opranu3anms: rpyIra JIoJei 1 HEOOXOJUMBIX CPEICTB C paclpeieICHHBIMA
OTBETCTBEHHOCTSIMH, IOJIHOMOYHSAMHU M B3aMMOOTHOLIEHUSMHU.

3.18 npeBeHTHBHOe AeiicTBHE: JIeiiCTBUE, OCYIIECTBIIIEMOE C IIETIbI0 U30eKaTh, YCTPAHUTD
IIPUYUHY WU CHU3UTH BEPOSITHOCTh BOZHUKHOBEHUS IIOTEHIUAIBHOIO HECOOTBETCTBHSI MIIU
JPYroy MOTEHIMAIBHON HEXKEJIATEIbHON CUTYallUH.

[Tpumeuanue - Agantuposano u3 [ISO 9000:2005.

3.19 mpo6Jiema: KOpHEBasi IPUIMHA OJJHOTO HJIM HECKOJIBKUX MHIUICHTOB.
[Tpumeuanue - Kak npaBuio, KopHeBasi IpUYMHA HEM3BECTHA HA MOMEHT CO3/IaHUS 3aIIUCH O

npobieme, 1 JalibHellIee uccieoBaHue MPOBOANUTCS B paMKax Ipoliecca yIpaBieHus
npoodyieMaMu.

3.20 mpoueaypa: yCTaHOBJIEHHBIH CIIOCOO OCYIIECTBICHUS eI TEIbHOCTH WK Ipoliecca.
[1SO 9000:2005]

[Tpumeuanue - [Ipouenypsl MOT'yT OBITh JOKYMEHTUPOBAHHBIMH U HE JOKYMEHTHPOBAHHBIMHU.

3.21 npomecc: COBOKYITHOCTh B3aUMOCBSI3aHHBIX WJIA B3aMMOJICHCTBYIOIUX BHJIOB
JeSTeTLHOCTH, PEe0Opa3yroIIasi BXOIbI B BEIXOJIBI.

[1SO 9000:2005]



3.22 3anuch: JOKYMEHT, COACPKAIMNA JOCTUTHYTHIE PE3YJIbTAaThl WM CBHIETEILCTBA
OCYIIECTBICHHOH JIEITEILHOCTH.

[ISO 9000:2005]

Ilpumepoi: ayoumopckue omuemaol, omuemst 00 UHYUOEHMAX, 3anUCU 00 00yUeHUU U
nPOMOKOIbL COBEULAHUL.

3.23 pesmn3: HaOOp U3 OJHOM WM HECKOJbKMX HOBBIX MM M3MEHEHHBIX KOH(UTYpPAITMOHHBIX
€IMHHII, BHEJPECHHBIN B MPOU3BOJICTBEHHYIO CPEAY TOCPEACTBOM OJTHOTO HIIK O0JIee N3MEHEHUH.

3.24 3anpoc Ha U3MEHeHHUe: TIPEI0KEHHE O BHECEHUN U3MEHEHHUS B YCIYTy, KOMIIOHEHT
YCIIYTU WIHM CUCTEMY YIPABIECHUS YCIYTaMH.

[Tpumeuanue - I3MeHeHNE YCIIyTH BKIIIOYAET B c€0s1 MPEIOCTaBICHUE HOBOM YCITYTH HITH
IpeKpalleHe MpeJoCTaBIeHUs YCIIyry, KoTopas 0oJiblie He TpeOyeTcs.

3.25 pucK: BIMSHUE HEONPEIEICHHOCTH Ha TIEeITH.

[Tpumedanue - BiusHuE - 3TO OTKIOHEHHE OT 0YKUIaEMOT0, TIOJIOKUTEIBHOE W/UITH
oTpuuarensHoe. Llenu MoryT uMeTh pa3Hble aclieKThl (HarpuMep, pruHaHCOBbIE, 3KOJIOIMUYECKHE,
LEJIN 3/IpaBOOXPaHEHUs U 0€30IIaCHOCTH) U MOTYT IPUMEHSATHCS Ha Pa3IMUHbIX YPOBHSIX
(HampuMep, CTpaTernuecKuil ypoBeHb, OpraHU3alMOHHBIA YPOBEHb, YPOBEHb IIPOEKTA, IPOAYKTa
WM Tipoliecca). Puck yacTo xapakTepu3yeTcs CChbUIKOM Ha BO3MOYHBIE COOBITHSI U ITOCIEACTBHS,
WIN UX codyeTaHue. PUCK 4acTo BeIpakaeTcs B TEpPMUHAX COBOKYITHOCTH MOCIIEACTBUN COOBITHS
(B TOM uncie U3MEHEHHS 0OCTOSATENBCTB) U BEPOSTHOCTU €ro BO3HUKHOBeHUs. [[SO

31000:2009]

3.26 yeayra: criocod mpeocTaBiIeHUs IEHHOCTH 3aKa3yMKy Yepe3 CoeUCTBIE eEMY B
MOJIyY€HUU KOHEUHBIX PE3yIbTaTOB, KOTOPBIX 3aKa3UUK XOUYET IOCTUYb.

IIpumeuanue - Ycenyra, Kak IpaBuiio, HEMaTepuaabHa. Y CIIyra TaKKe MOKET ITPEAO0CTaBIIATHCS
MOCTABIIMKY YCIYT MOAPATIMKOM, BHYTPEHHEHN TPYIIION MM 3aKa34MKOM, BBICTYIAIOIIUM B
Ka4uCCTBC IMOAPATIHKA.

3.27 KOMIIOHEHT YCJIYTH: OJIMH 3JIEMEHT YCIyTH, KOTOPBIH B COUETAHUU C JPYTUMHU
aIIeMEHTaMH, POPMHUPYET MOJIHYIO YCIYTY.

Ilpumepui: 06opyoosanue, npocpammnoe odecneuenue, UHCMPYMeHmbl, RPUTOHCEHUA,
O00KyMeHmayus, ungopmayus, npoyeccvl U 6CROMO2amenbHble Yciy2u.

[Tpumeuanue - KOMIOHEHT yClIyTu MOKET COCTOSITh U3 OJHON MIIM HECKOJIBKUX
KOH(UTYpallMOHHBIX €IMHHII.



3.28 HenmpepBIBHOCTH 00CIY;KMBAHUSA: CIIOCOOHOCTD YIIPABIATH PUCKAMU U COOBITHUSAMH,
KOTOPBIE MOTYT UMETh CEPhE3HOE BIUSHUE HA YCIYTY WU YCIYTH, C IENbI0 HEMPEPHIBHOTO
NPEOCTABIICHUS YCIIYT Ha COTJIACOBAHHBIX YPOBHSIX.

3.29 cornamenue 06 ypoBHe yciayr SLA: ¢popManpHOE COTTameHue MEKIy MOCTABIIUKOM
YCIIYT ¥ 3aKa34UKOM, KOTOPOE ONPEICISeT YCIYTH U IS PEAOCTABICHHS YCIIYT.

[Tpumeuanue - Cornamnienre 00 ypoBHE YCIYT MOXKET OBbITh 3aKIIOYEHO MEKY [TOCTABIINKOM
YCIIYT ¥ NOJPSIAYMKOM, BHYTPEHHEN IPYINIION WIN 3aKa34MKOM, BBICTYAIOIIUM B KaUeCTBE
nonapsaunka. Cornamienue 00 ypoBHE YCIYT MOXKET ObITh BKJIIFOUEHO B KOHTPAKT WM APYroi
BUJ (hOPMaANBHOTO COTIIALICHHUS.

3.30 ynpaBJ/ieHHe ycJyraMu: KOMIUIEKC OPraHU3allMOHHBIX BO3MOXKHOCTEH U MPOIIECCOB st
OCYIIIECTBJICHUS] PYKOBOJICTBA U KOHTPOJIS JESATENILHOCTU U PECYPCOB MOCTABLINKA YCIYT JIIs
MIPOEKTUPOBAHHUS, TPEOOPa30BaHNUs, IPEIOCTABICHUS 1 COBEPILIEHCTBOBAHUS YCIYT C LENbIO
YJIOBJIETBOPEHUS TPEOOBAHUMN K YCIIyTaM.

3.31 cucrema ynpasiaenus yeayramu CYY: cucrema ynpasieHus AJs OCYIIECTBICHUS
PYKOBOJCTBA U KOHTPOJIS I€ATEIbHOCTH IOCTABILIMKA YCIYT 110 YIIPABICHUIO YCIYTaMH.

[Tpumeuanue - Cucrema yrpaBieHUs [IPEACTABISAET COOON COBOKYITHOCTh B3aUMOCBSI3aHHBIX U
B3aMMOJCHCTBYIOIIUX 3JIEMEHTOB AJIs CO3JAHMsI IOJIMTUK U LENEeH U JOCTHKEHUS dTUX LEJIEH.

CVYV Bxitouaet B ce0si BCe MOJIMTHKHU YIIPABICHUS YCIyTraMu, 1EJH, TUIaHbI, IPOIECCHI,
JOKYMEHTAIUIO U PeCypChl, HEOOXOIUMBIE IS TPOSKTHUPOBAHUS, IPEOOPa30BaHMUS,
MPEIOCTABIICHUS U COBEPIIICHCTBOBAHUS YCIIYT U BBIMOJHEHUS TPEOOBaHUI TaHHOW YacTH

NCO/M3K 20000.

AJlaniTHPOBAHO U3 ONPEEICHUS TEPMUHA ccTeMa MeHekMeHTa kadectBa B [SO 9000:2005.
3.32 mocTaBIIMK YCJIYI: OPTaHU3AIHsI WM 9YacTh OPTaHU3aIMH, YIPABIISIONIAs U
MPEIOCTABIISAIONIAs YCIYTY UIIN YCIYTH 3aKa3YuKYy.

[Tpumeuanue - 3aKka3ynK MOKET ObITh BHYTPEHHUM WJIM BHEIIHUM IO OTHOIIEHUIO K
OpraHu3alyy MOCTaBIIKKA YCIYT.

3.33 3anpoc Ha 00Cay:KHBaHHe: 3aIIPOC O MPEAOCTABICHUH HHPOPMALIUU, KOHCYIbTAIIUH,
JIOCTYIA K YCJIyTe WM 3aIpOC HAa U3MEHEHUE, KOTOPBIH NPeIBAPUTEIBHO YTBEPAKICH.



3.34 TpeboBaHMs K ycJayre: MoTpeOHOCTH 3aKa3uMKa M MOJIb30BATENCH yCIyTrH, BKIIOYast
TpeOOBaHMs K YPOBHIO YCIYTH, a TAKXKE MOTPEOHOCTHU ITOCTABIINKA YCITYT.

3.35 moapsiAYMK: OpraHU3alys WIK YacTh OPraHU3aIMK, KOTOPas SIBISETCS BHELITHEN 11O
OTHOLICHHIO K OPTaHU3ALNN IOCTABIUKA YCIYT U 3aKJII0YAEeT JOTOBOP C MOCTaBLIMKOM YCIIYT,
4T0OBI YUaCTBOBATh B MMPOCKTUPOBAHUH, IPe0Opa30BaHUM, IPEJOCTABICHUH U
COBEPUICHCTBOBAHUH YCIIYTH, YCIIYT MJIU IPOLIECCOB.

[Tpumeuanue - [ToxpsaunKy BKIIOYAIOT BBIOPAHHBIX BEAYIIUX HOAPSAYMKOB, HO HE BKIIOYAIOT
UX CyOTOAPSIINKOB.

3.36 BbIcLIEe PYKOBOACTBO: JIUIO WIX TPYIIA JUI], KOTOPBIE OCYIIECTBISIIOT PYKOBOJCTBO U
KOHTPOJIb ICSTEIFHOCTH MTOCTABIINKA YCIYT HA CAMOM BBICOKOM YPOBHE.

[Ipumeuanue - Anantuposano u3 [ISO 9000:2005.

3.37 npeodpa3oBaHme: BUJIBI ICATEIHHOCTH, CBI3aHHBIC C BBOJOM HOBBIX MIIU M3MEHSIEMBIX
YCIYT B IPOU3BOJCTBEHHYIO CPElY UJIU BBIBOJIOM U3 HEE.

4 O0mue TpeOOBaHMS K CUCTEMeE YIIPABJIEHHUS yCJIYyraMu

4.1 OTBeTCTBEHHOCTh PYKOBOACTBA

4.1.1 O0s13aHHOCTH PYKOBOJACTBA
Briciiee pykoBOACTBO JOKHO MPEACTABUTH TOKA3aTENbCTBA CBOEH MPUBEPKEHHOCTH
IUIAaHUPOBAHUIO, CO3JAaHUIO, BHEIPEHUIO, DKCIUTyaTallu, MOHUTOPUHTY, aHAIIN3Y, ITIOAAEPIKKE U

coBepuIeHCTBOBaHNIO CYY 1 yCcIIyT ¢ IOMOILBIO:

CO3/aHUS U JOBEJIEHUS 10 BCEX BOBJICUEHHBIX JIUL OXBATa, [IOJUTUKH U LIEIEH yIIPaBICHUS
yCIyramu;

oOecrnieueHus Co3aHusl, BHEIPEHUSI U MOIJEPKKH IIJIaHa YIPaBIEHUS JJIsl TOTO, YTOObI
NPUIEPKUBATHCS TOJIUTUKY, IOCTUTATh L1€JIeH yIpaBlIeHUs yCIyraMH U BBIIIOJIHATh TPeOOBaHUS
K yCIyraM;

JIOBEJICHUSI BaXXHOCTHU yJIOBJIETBOPEHUS TPEOOBAaHUM K yCayram;

JIOBEICHUST BAYKHOCTH yJIOBJIETBOPEHHS 3aKOHOIATEIBHBIX U PETYIUPYIONINX TpeOOBaHUH, a
TaK)Ke JJOTOBOPHBIX 00sI3aTENBCTB;

o0ecrieyeHns MPeJOCTaBICHUS PECYPCOB;

MMPOBCACHUS IJIAHOBOT'O aHaJin3a CO CTOPOHLI pPYKOBOACTBA,



o0ecrnieyeHne Toro, YTO PUCKH JJIsl YCIYT OLEHUBAIOTCS U YIPABIISIOTCS.

4.1.2 IMosnTHKA ynpaBJeHUs yCJIyraMmu

Briciiee pykoBOICTBO JOKHO 00€CTIEUUTH, YTOOBI MOJIMTHKA YIIPABJICHUS YCIyTaMu:
COOTBETCTBOBAJIA LIEJSIM [IOCTABLIMKA YCIIYT;

BKJTI0Yajia B ce0s 0053aTeNbCTBO BHIIOIHUTE TPEOOBAHHS K yCIyTraMm;

BKJIIOYaIa B ce0s 00513aTeIbCTBO MOCTOSHHO MOBBIMIATH pe3ynbTaTUBHOCTE CYVY 1 yciyr,
WCIIOJIBb3YsI MOJIMTUKY TTOCTOSHHOTO COBEepIIeHCTBOBaHU B 4.5.5.1;

oOecrnieunBalia CTPYKTYpUPOBAHHBIHN MOAXO/ JUIsSl IOCTAHOBKY U aHAJIM3a 1LIeJIeil yIpaBiieHus
yCIIyraMu;

ObLJIa IPEICTABIICHA COTPYAHUKAM MMOCTABIIUKA YCIYT U MTOHSATA UMU;

AHAJIM3UPOBAJIACh HAa MOCTOAHHYIO IIPUTOAHOCTD.

4.1.3 ITo1HoMo4YHSsI, OTBETCTBEHHOCTD M CBS3M

Bricuiee PYKOBOACTBO JOJI?KHO 00€eCIeYnTh:

a) OIIpCACIICHUC U IIOAACPIKKY MMOJIHOMOYHMM U OTBETCTBEHHOCTH IO YIIPpaBJICHHUIO YCIIYIaMU,

0) pa3paboTKy 1 BHEAPECHHE TOKYMEHTHPOBAHHBIX MPOLIEAYP ISl 0OecrieueHus
COOTBETCTBYIOIIUX KOMMYHUKAIIUH.

4.1.4 TIpencraBurte/ib pyKOBOJCTBA

BrIciiee pykoBOJICTBO JOJIKHO HA3HAYUTh WICHA PYKOBOJICTBA ITOCTABIIKKA YCIYT, KOTOPHIN
HE3aBUCHMO OT JIPYTUX 00s13aHHOCTEN UMEET MOJHOMOYHS U 00513aHHOCTH, KOTOpPbIE BKIIIOYAIOT:

oOecrnieueHre BbIMOJIHEHUS! IEHCTBUM 10 BBISIBJICHHIO, TOKYMEHTHPOBAHUIO U BBIITOJHEHUIO
TpeOOBaHUH K yclyram;

oTpeieNIeHUe TMOJIHOMOYMI M OTBETCTBEHHOCTH JIsl 00ECTIE€YeHUsI IPOSKTUPOBAHUS, BHEIPEHUS
Y COBEPIICHCTBOBAHUS IIPOLECCOB YIPABIEHUS YCIyraMi B COOTBETCTBUHU C TOJUTUKON 1
LEJISIMU YIIPaBJICHUS yCIYTaMu;

obecrnevyeHne Toro, 4YTo MPOIECChl YIIPABICHHS YCIYyTraMH HHTETPUPOBAHBI C IPYTHUMHU
koMmnonentamu CYYVY;

obecneyeHne TOTO, YTOOBI AKTUBBI, B TOM YHCJIC JIMICH3WHU, UCITIOJIB3YEMBIC JIA MMPEAOCTABICHUA
YCIyr, ylipaBJIsIFOTCA B COOTBECTCTBUHU C 3aKOHOAATCIIbHBIMU U PCTYIIUPYHOIIUMU Tpe6OBaHI/I${MI/I,



a TaKKe TOTOBOPHBIMU 00S3aTEIIbCTBAMHU;

MPEJICTABICHUE OTYETOB BBICIIIEMY PYKOBOJCTBY O (DYHKIIMOHHUPOBAHUU M BOSMOKHOCTH JIJISI
coBepuieHcTBOBaHus CYVY U yciyr.

4.2 PykoB0oJCTBO NPOLECCAMU, BHINIOJHAEMbIMH JIPYTUMH CTOPOHAMM

Jlig potieccoB B pazzenax 5-9 NoCTaBLIMK YCIYT TOJKEH ONPENETIUTh BCE MIPOLIECCHI MU YacTU
MIPOLIECCOB, KOTOPBIE HAXOATCS B BEICHUU APYTUX CTOPOH. J{pyrumMu cTopoHaMH MOTYT OBITh
BHYTPEHHUE TPYIIIbI, 3aKa34UK WK NoApsiauuK. [locTaBIuK yciayr 10mKeH

MMPOACMOHCTPHUPOBATE PYKOBOJACTBO ITPOLECCAMHU, BBIIIOJIHACMBIMHA APYTUMHU CTOPOHAMHU ITYTEM:

JAEMOHCTpall OTBETCTBCHHOCTH 3a IIPOLECCHI U ITpaBa Tpe6OBaTB CTpOroro CO6J'IIO,Z[€HI/IH
mponecCoB;

KOHTPOJIS ONPEIeTICHUs MTPOIIECCOB U UX B3aUMOCBSI3EH C IPYruMH MPOILIECCAMH;

OTpeieNICHUs TPOU3BOIUTEIHLHOCTH MIPOIIECCa U COOTBETCTBUS TPEOOBAHUSM K IPOIIECCY;
KOHTPOJIS IJIAHUPOBAHUS U OTPEICIICHUSI TPUOPUTETOB COBEPIIIEHCTBOBAHUS TIPOLIECCOB.
Koraa noapsaunk BBIMOMHAET HEKOTOPBIC YACTH MPOLIECCOB, TOCTABIIHUK YCIYT TOJDKEH
YIPaBIATh TOAPSIYMKOM B paMKax Mpollecca yrpapieHus noapsaadukamu. Koraa BHyTpeHHSAS

Tpy1iia Wik 3aKa34uK BBIIIOJIHAOT HCKOTOPBIC YaCTH IIPOLECCOB, IMMOCTABIIHK YCIIYT JOJDKCH
YIpaBJIATb BHYTpCHHCﬁ rpynnop"l HJIN 3daKa39YMKOM B paMKax IMpoHecca yrupaBJICHUS YPOBHCM

YCIIYT.
[Tpumeuanue - UCO/MDBK 20000-3 coepKUT yka3zaHUs 1O OMPEACIICHUIO 00IacTH TPUMEHCHHUS

1 npuMmenuMocTH 3toi yact MCO/MBK 20000. Cro1a BXOIAT AOTIOTHUTEIBHBIC Pa3bsiCHEHUS
10 TIOBOJTY PYKOBOJICTBA MIPOIIECCAMH, BBITTOTHIEMBIMHU APYTUMH CTOPOHAMH.

4.3 YnpaBJ/ieHHe JOKyMeHTaluei

4.3.1 PazpadoTka u noaaep:;kanue B aKTyaJlbHOM COCTOSIHUM JOKYMEHTOB

[TocTaBIuK yCiIyr N0KEH pa3padoTaTh U MOAEPKUBATH B aKTYaJIbHOM COCTOSIHUU
JIOKYMEHTBI, BKII0Yas 3aMUCH, [l o0ecriedyeHns 3(pPEeKTUBHOTO MIIAHUPOBAHUS, SKCILTyaTalluu
1 KoHTpoJig CYY. OTU T0KYMEHTHI JOJKHBI BKIHOYATh:

JOKYMCHTHPOBAHHBIC IMOJIMTUKHW U LCJIN YIIPABJIICHUA YCIIyTaMU,

JIOKYMEHTHUPOBAHHBIN IUIaH YIPABIICHUS YCIYyTaMHU;

JOKYMEHTHPOBaHHbBIE TIOJIUTUKH ¥ TIAHBI, CO3/IaHHBIE JUTSI KOHKPETHBIX IPOIIECCOB B
COOTBETCTBUU ¢ TpeboBanusmMu 1ot yactu MCO/M3IK 20000;

I[OKYMCHTI/IpOBaHHHﬁ KaTaJior yCIyr,



JOKYMEHTHPOBaHHbBIE COTJIAIICHUS 00 YPOBHE yCIIYT;

JIOKYMEHTUPOBAHHBIE IIPOLIECCHI YIIPABICHUS YCIyraMu;

JOKYMEHTHPOBaHHBIE MPOLIEAYPHI U 3amucH, Tpedyemblie 3Toi yacteio MCO/MOBK 20000;
JIOTIOJTHUTEIIbHBIE JOKYMEHTBI, B TOM YHCJIE BHEIIHETO IPOUCXOKIECHMSI, KOTOPBIE TOCTABILIUK
YCIIYT OCUUTAI HeOOXOIMMBIMHU Il oOecrieueHus 3ppexTuBHOro pynkuronuposanus CYY u
OKa3aHus yCiyT.

4.3.2 YupasiieHue 10KyMeHTaMH

HoxymenTsl, Tpedyembie CYY, 10KHBI OBITh 1101 KOHTPOJIEM. 3aITUCH SBIISIOTCS 0COOBIM
TUIIOM JIOKYMEHTA U JOJDKHBI KOHTPOJIMPOBATHCS B COOTBETCTBUU C TPEOOBAHUSAMM,

U3J10XKEeHHBIMU B 4.3.3.

JloKyMeHTUpOBaHHBIE MPOLIEYPhI, B TOM YHCIIE TOTHOMOYHS U 00SI3aHHOCTH, YCTaHABIMBAIOTCS
JUTSL OTIPEICIICHUSI CPEJICTB YIPABJICHHS, HEOOXOIUMBIX JIJISL:

CO3aaHuA U YTBCPKIACHHUA JOKYMCHTOB OO MX BBIITYCKA,

MMpEaACTaBJICHUA 3AMHTCPECCOBAHHBIM CTOPOHAM HHq)OpMaHHH O HOBBIX WJIN U3MCHCHHBIX
JOKYMCHTAX;

NOJICP)KaHUS B aKTYaJIbHOM COCTOSIHUM JIOKYMEHTOB M MX IIEPECMOTpa 10 Mepe
HEOOXOJIMMOCTH;

oOecrnieueHus ONpeIesIeHNs] N3MEHEHUH U TEKYIIEro cTaTyca epecMoTpa JOKYMEHTOB;

o0ecreYeHN HATMIHs COOTBETCTBYIOIIINX BepCI/Iﬁ IMPUMCEHUMBIX JOKYMCHTOB B MECTaxX UX
HUCIIOJIB30BaHUA,

obecreueHust Y3HABACMOCTH U p8360p‘{I/IBOCTH JAOKYMCHTOB;

oOecrnevyeHns BhISIBJICHHS IOKYMEHTOB BHEIIHETO MPOUCXOKICHHS U YIIPABIECHUS HX
PacCBUIKOM;

npeaoTBpaliCeHHA HEMMPEAHAMCPCHHOT'O NCITOJIB30BAHUA YCTAPCBIIUX JOKYMCHTOB U
MMPUMCHCHUA COOTBCTCTByIOH.ICfI I/II[eHTI/I(l)I/IKaI_II/II/I K HUM, €CJIM UMHU ITPOAOJIZKAIOT IMOJIb30BATHCH.

4.3.3 YnpasiieHue 3aniMcsiMu

3anucu TOHKHBI XPaHUTBCS JJIS IMOHCTPALMU COOTBETCTBUS TPEOOBAHUAM U APPEKTUBHOTO
¢dbyuknonuposanust CYY.

JlomkHa OBITE CO3/1aHa JOKYMEHTHPOBaHHAsI IPOLEAypa JUIsl OIPEAETICHHs CPEICTB yIpaBICHUS,
HEOOXOIUMBIX JUIS UACHTU(DUKAIIMH, XPAHEHUS, 3alIUThI, BOCCTAHOBIIEHUS, COXPAHEHUS U
yaajaeHus 3anuceil. 3anucu JOHKHbBI ObITh YETKUMHU, JIETKO UJIEHTUDUIIUPYEMBIMU U
BOCCTAHABJIMBAEMbIMH.



4.4 YnpasJjieHHe pecypcamu

4.4.1 IlpenocraBjieHue pecypcoB

[TocTaBmuMK yCiIyT JOJKEH ONPEACTUTh U 00ECIICUUTh YeI0BEUECKHIEe, TEXHUIECKHE,
uH(POPMAaLMOHHbIE U (PMHAHCOBBIE PECYPChl, HEOOXOAUMBIE /IS

pa3paboTku, BHeApeHUs U noaaepkku CYY u yciyr, 1 TOCTOSITHHOTO MOBBILICHUS UX
pe3yJbTaTUBHOCTH;

MOBBILICHUS YAOBIECTBOPEHHOCTH 3aKa3YMKOB, 3a CUET MPEAOCTABICHUS YCIIYT, KOTOPbIE
YIIOBJICTBOPSIOT TPEOOBAHMSM K YCITYTaM.

4.4.2 YenoBeueckue pecypcbl

COTpyAHUKH MOCTABIINKA YCIYT, BHITOIHSAIONINE padOTYy, BIUSIONLYIO HA COOTBETCTBUE
Tp€6OBaHI/IHM K ycCiiyram, JOJI?KHBL OBITH KOMIIETEHTHBIMH: UMETH COOTBCTCTBYIOLICC
o0Opa3oBaHue, MOATOTOBKY, HABBIKU U OMBIT. [locTaBImIUK yCiayr 00si3aH:

OIIPCACIIATD H606XOI[I/IMYI-O KOMIICTCHTHOCTD IICPCOHAJIA,

B ClIy4ac HCO6X0)II/IMOCTI/I, obecneyuBaTh MOATOTOBKY UJIU ITPECATIPUHUMATE APYTUC ,HeﬁCTBHH
JJIA JOCTUXKCHU A HGO6XOZIPIMOI>1 KOMIICTCHTHOCTH,

OLIEHUBATH 3((HEKTUBHOCTH MPEATIPHHATHIX JICHCTBUN;

066CH€‘-II/IB3TI), 9TOOBI IepCcoOHAJ 3HAJI O TOM, KaK OHM BHOCAT BKJIaJ B JOCTUKCHHC ueﬂeﬁ
yrpaBJICHUA YCIIyraMU U B BBIIIOJIHCHUC Tpe6OBaHHﬁ K ycClIyram;

BECTHU COOTBCTCTBYIOIHE 3aIllUCHU 00 06pa3013aH1/H/1, MNOATOTOBKEC, HABBIKAX U OIIBITC.

4.5 Co3nanue u copepmencrsopanue CYY

4.5.1 Onpeaesienue 06,1aCTH 0XBaTa
[TocTaBiuk yciyr H0KEeH onpeaeauTh 001acth oxBarta CYY u BKITIOYUTH €€ B TJIaH
yIpaBiIeHUs yciayramu. YKa3zaHHas 00JIacTh JOJKHA OBIThH ONpe/ieNieHa M0 HMEHH

noJipa3/iesieHus1, NPeJOCTaBISIOUIEr0 YCIYTH, U IO yClyraM, KOTOpble OYAyT MPel0CTaBIIEHBI.

[TocTaBuIuK yciayr JOKEH TakyKe MPUHUMATh BO BHUMaHKE Apyrue (akTopbl, BIUSIONINE Ha
YCIIYTH, KOTOpbIE OyIyT MPEIOCTABISATHCS, B TOM YHCIIE:

T eorpa(bﬂqecxoe IMMOJIOKCHHUEC, OTKYla ITOCTABIIUK YCIIYT IPCAOCTABIIACT YCIYTH,
3aKa34YuKU U UX PACIIOJIOKCHUC,

TCXHOJIOTHA, UCTTIOJIB3YyCMas IJId IPEAOCTABIICHUA YCIIYT.



[Tpumeuanue - UCO/MBK TO 20000-3 compepKHUT yKa3aHUs MO OMPEIEICHUIO 00JIaCTH
MpUMEHEHUS U TpuMeHuMOocTH 3Toi yactu UCO/M3BK 20000.

4.5.2 IlnanupoBanue CYY (IlnanupoBanue)

[TocTaBuIuK yciuyr AOKEH CO34aTh, BHEAPUTD U MOJACPKUBATH IJIaH YIIPABJICHUS YCIyTraMu.
[InanupoBaHue NOHKHO YUUTHIBATD MOJIUTUKY YIPABICHUS YCIyraMu, TpeOOBaHUS K yCIyraM U
tpeboBanus 3toi yactu MCO/MOK 20000. Ilnan ynpaBiaeHus yclyraMu JI0JDKEH BKIIOYATh WA
COZEP)KATh CCHUIKY, IO KPaHEN Mepe, Ha CIEAYIOLIEe:

LEJIU YIIPaBJIEHUS YCIIyraMu, KOTOPbIE IOJKHBI OBITh JOCTUTHYTHI IOCTABIIMKOM YCIIYT;
TpeOOBaHUS K yCIyram;

M3BECTHBIE OIPAaHUYEHHUS, KOTOPBIE MOT'YT MOBIUATH Ha CYVY;

MOJINTUKY, CTAHAAPTHI, 3aKOHO1aTEIbHbIE U PErYIHPYIOIINE TPeOOBaHUS U IOTOBOPHBIE
00513aTeNbCTBA;

CTPYKTYpY MOJTHOMOYHUHN, 00S3aHHOCTEH U MPOLIECCHBIX POJICH;

IMMOJIHOMOYHA U OTBCTCTBCHHOCTH B OTHOILICHHUHU IIJIAHOB, IIPOUCCCOB YIIPABJIICHUS YCIIYT'aMU U
yeuyr;

YeJI0BEYECKHe, TEXHUIECKNe, HH(OPMAIIMOHHBIE U ((MHAHCOBBIE PECYPCHI, HEOOXOMMBIE IS
JOCTHIKEHUS LEJIEU YIIPaBICHUS yCIIyTaMu;

TI0JIX0/1, HEOOXOIUMBIH ISl OCYILECTBIICHUS paOOTHI C JPYTUMH CTOPOHAMH, YYaCTBYIOIIUMH B
mpoiiecce pa3paboTKy U TPeoOpa30BaHUs HOBBIX WA U3MEHSEMBIX YCIIYT;

MOJIX0J1, HEOOXOAUMBIH JUIsl OCYILECTBICHUS B3aUMOJICHCTBUS MEXTy NPOLIECCAMU YIIPABJICHUS
ycIyramMM U MX MHTErpalyy ¢ ApyruMu komrnoHeHramu CYVY;

HOJX0/1, HEOOXOIUMBIH JUIsSl OCYILECTBIICHUS YIPABICHUS PUCKAMU, U KPUTEPHH I IPUHATHS
PHUCKOB;

TEXHOJIOTHS, UCTIONIb3yeMast Jiyist moasiepxkku CYY;

KaK MPOBOJIUTH OLIEHKY, ayAUT, (POPMUPOBATH OTYETHOCTh U 00€CIeYnBaTh COBEPILICHCTBOBAHHE
apdextuBHOCTH CYVY 1 yCayr.

[Tnanbl, co3maHHbIC AJI1 KOHKPETHBIX MPOIIECCOB, TOJKHBI OBITH IPUBEACHBI B COOTBETCTBUE C
MJIaHOM YIpaBJieHus yciayramu. [lan ynpaBieHus yeayraMu U IJIaHbl, CO3/IaHHbBIS IS
KOHKPETHBIX MPOLECCOB, JOHKHBI pacCMaTPUBATHCA B 3aIUIAHUPOBAHHBIE MHTEPBAJIbl BPEMEHU
U, TIPH HEOOXOIUMOCTH, OOHOBJISTHCS.

4.5.3 Bueapenue u sxciiiyarauus CYY (Boinosnenue)

[TocTaBUIMK yCIIYT TOMKEH OCYILIECTBIIATh U ynpaBisaTe CYY s npoeKTUPOBaHMUS,



npeoOpa3oBaHus, IPEIOCTABICHUS M COBEPIICHCTBOBAHUS YCIYT B COOTBETCTBUHU C TUIAHOM
yIpaBieHUs yCIyraMu, UCIIOJIb3Ys, IO KpaltHel Mepe, cleAyIolue BUAbl AeSITeIbHOCTH:

pacrpeziesieHue U ynpasiieHue GoHIaMu U OI0KEeTaMu;

ornpezesieHue MOJTHOMOYUM, 00S3aHHOCTEH U POJIeii IPOLIECCOB;

yIpaBieHUE YEIT0BEYECKUMHU, TEXHUUECKUMH U HH(OPMALIMOHHBIMU PECYpCaMu;
BBISIBJICHHE, OLICHKY U YIIPaBJIEHWE PUCKaMHU, CBA3aHHBIMU C YCIYT'aMH;
yIpaBieHHUE MPOLIeCCaMu YIIPaBICHUS YCIyTaMu;

MOHUTOPHHI' U OTYETHOCTH O BBIIIOJTHCHHUHN MCpOHpI/IﬂTI/Iﬁ YIpaBJICHUSA YCIIyIraMHU.

4.5.4 MouuTopuHr u nposeaenne anaiausa CYY (Ilposepka)

4.5.4.1 O61mMe moJI0KeHus

ITocTaBIIUK yCIIYT NOMKEH UCIOIb30BaTh MOAXOAAIIME METOAbI MOHUTOPUHTA U U3MEPEHUS
CVYYV u ycnyr. DTy METO/1bI IOJIKHBI BKJIIOYATh BHYTPEHHHUE ayAUThl U aHAJIU3 CO CTOPOHBI
PYKOBOJCTBA.

[{enu Bcex BHYTPEHHHX ayJUTOB U aHAJIU3a CO CTOPOHBI PYKOBOJCTBA JTOJIXKHBI OBITH
JIOKYMEHTHUPOBaHbl. BHyTpeHHNE ayIUTHI U aHAJIM3 CO CTOPOHBI PYKOBOJICTBA JOJIKHBI
JEMOHCTPHUPOBATh ciocoOHOCTh CYY U yChayr NOCTUTaTh LENH YIIPABICHHS YCIyTaMy U
BBITIOJIHSTH TpeOOBaHUs K yciyraM. HecooTBeTCTBUS JOIKHBI OBITh BBISIBICHBI B COOTBETCTBUH
¢ TpedoBanusmu 3toit yactu MCO/MOBK 20000, tpeboBanusimMu k CYY, onpenencHHbIMU
MOCTABIUKOM YCIIYT WX TPEOOBAHUSIMU K YCIIyTaM.

PGSYJ'II)TaTI)I BHYTPCHHUX ayAUTOB U aHaJIM3a CO CTOPOHBI PYKOBOJACTBA, B TOM YHUCJIC
HCCOOTBCTCTBUA, HpO6J’ICMBI U BBIABJICHHBIC MCPBI, JOJI’KHBI OBITE 3apCruCTpUPOBAHBI.
PGSYJ'II)TaTI)I u )1€I>'ICTBPI$I JOJIXKHBI OBITh JOBCACHBI 10 3aMHTCPCCOBAHHBIX CTOPOH.

4.5.4.2 BHyTpeHHHUi1 ayauT

[TocTaBuIMK yCIyT AOKEH MPOBOAUTH BHYTPEHHHUE ayIUTHl Yepe3 3arjlaHUPOBaHHbIE
MHTEpBaJIbl BpEMEHH, YTOOBI OIpeesinTh, yto CYY u ycnyru:

YIOBJIETBOPSIOT TpeboBanusaM 31oit uact MCO/M3IK 20000;

YAOBJICTBOPAKOT TpC6OBaHI/IﬂM K yclIyraM u Tpe6OBaHI/I$IM K ny, OIMPECACIICHHBIM IMOCTABIINKOM
yenyr;

3¢ (PEKTUBHO BHENIPSAIOTCS U MOACPIKABAIOTCS.

JlomkHa cyiecTBoBaTh TOKYMEHTHUPOBaHHasI PoOLIelypa, cofepxaiias GopMaaTu3oBaHHbIE
MOJTHOMOYHS U OTBETCTBEHHOCTD 32 IUNIAHUPOBAHUE U NIPOBEJCHUE ayAUTOB, (HOPMUPOBAHHE
OTUYETHOCTH O pe3yJbTaTax ayJauTa U BeJleHue 3amuceil.



[Iporpamma aynurta noJKHa IIaHUpoBaThes. OHa TOKHA YUUTHIBATh CTaTYC U BaXKHOCTh
MIPOLIECCOB U YYACTKOB, MOJIJICKAIINUX AYJIUTY, a TAKKE PE3yJIbTaTOB MPEAbIIYIIUX ayIUTOB.
Kputepuu, o61acte NpuMeHEHHUs, 4aCTOTA U METO/IbI JOJKHBI OBITh TOKYMEHTHPOBAHBI.

Be100op ayauTopoB 1 mpoBeieHUE ayAUTOB JOJKHBI 00ecreuynBaTh 00bEKTUBHOCTD U
OecrpuCcTpacTHOCTh KOHTPOJIA. AYAUTOPHI HE TOJIKHBI IPOBEPSITH CBOIO COOCTBEHHYIO paboTy.
HecootBeTcTBHSI COOOLIAIOTCS U IPUOPUTU3UPYIOTCS, BBIIEIAETCS OTBETCTBECHHBIH 3a
KOPPEKTHpYIOLIHe AeicTBUS. PyKOBOJICTBO, OTBETCTBEHHOE 32 MPOBEPSiEMbIE 00JIacTh
JeSITeIbHOCTH, JOJKHO 00ECIIeYUTh, YTOOBI JTF00bIe KOPPEKIIMH U KOPPEKTUPYIOIINE 1EHCTBHS
NpeANPUHIMAIICH 03 U3UIIHEH OTCPOYKH JJIsl YCTPAaHEHUsI HECOOTBETCTBHM U MX MPUYKH.
[Tocnenyromue nelcTBUA JOHKHBI BKIOYATh IPOBEPKY IPEAIPUHATBIX MEP H OTYET O
pe3yibTarax.

[Tpumeuanue - Cm. UCO 19011.

4.5.4.3 AHaJIM3 CO CTOPOHBI PYKOBOACTBA

Bricmiee pykoBoCTBO J0KHO aHAM3UpoBaTh CYY U yCIIyru B 3aITaHUPOBAHHBIE HHTEPBAIIBI
BpPEMEHH, YTOObI 00ECIIEYNUTh UX MOCTOSHHYIO IPUTOJHOCTD U PE3YJIbTATUBHOCTh. DTOT aHAIIU3
JIOJDKEH BKIJTFOYATh OIEHKY BO3MOKHOCTEW COBEPILIEHCTBOBAHUS M HEOOXOIMMOCTh H3MEHEHUH B

CVYV, B TOM 4nciie NOJUTHUKHU U LI€JIeH yIpaBlIeHHUs yCIyraMH.

Bxonsmas uadopmanus 1 NpoBeACHHs aHaIN3a CO CTOPOHBI PYKOBOJICTBA JI0JDKHA, KaK
MUHUMYM, BKIIIOYATh CICIYIOIIYIO HHPOPMAITHUIO:

oOpaTHas CBsI3b C KIIMEHTAMU,
MPOM3BOIUTENIFHOCTh i COOTBETCTBUE YCIIYT M MPOIIECCOB;

TEKYIIUN U TPOTHO3UPYEMBIA 00bEMBI YEIIOBEUECKUX, TEXHUYECKUX, THPOPMAIIUOHHBIX U
(UHAHCOBBIX PECYPCOB;

TEKYIIHE U IPOrHO3UPYEMBIE UYEIIOBEYECKUE U TEXHUUECKHE BO3MOXHOCTH;
PHUCKH;
pE3yJIbTaThl IPOBEPOK U MOCIENYIOIINE NEUCTBHS;

pe3yNbTaThl U MOCIENYIOLINE AEHCTBUSA, BHITEKAIOIINE U3 TPEABIAYIIEr0 aHaIu3a CO CTOPOHBI
PYKOBOJICTBA;

CTaTyC MPEBEHTUBHBIX U KOPPEKTUPYIOIINX JAECHCTBUM;
M3MEHEHUS, KOTOpbIE MOTyT NOBIKATh HA CYVY U Ha ycnyry;
BO3MOKHOCTH JIJII COBEPIICHCTBOBAHUSI.

3anucu 00 aHaJIU3€ CO CTOPOHBI PYKOBOJICTBA JIOJDKHBI TIO/IJIEP)KUBATHCS B aKTyalIbHOM
COCTOSIHUM M JIOJKHBI BKIIKOYATh, [0 KpAHEN Mepe, PELIEHU U IEVCTBHUSI, CBA3aHHBIE C



pecypcamu, oBsiieHueM 3 dextuBHOCTH CYY U COBEPIICHCTBOBAHUEM YCIYT.

4.5.5 llonnepxka u copepuieHctBoBanue CYY (Koppexkruposka)

4.5.5.1 O0mume moJI0KeHus

JlomkHa cylecTBOBaTh MOJIUTHKA OCTOSIHHOTO coBepiieHcTBoBaHus CYY u yenyr. [lonutuka
JIOJKHA BKJIFOYATh KPUTEPUHU OLIEHKH BO3MOXHOCTEH JIJIsl COBEPILIECHCTBOBaHU. JloJKHA
CYIIECTBOBATh JJOKYMEHTHPOBAaHHAs MPOILEypa, BKIIOYaromas (popMaTn30BaHHBIE TOTHOMOYHS
Y OTBETCTBEHHOCTH 3a BBISIBICHHUE, JOKYMEHTUPOBAHUE, OLEHKY, YTBEPKIECHUE IPUOPUTETOB,
YIIPABJICHUE, U3MEPEHUE U OTYETHOCTH 110 COBEPIICHCTBOBAHUIO. BO3MOKHOCTH [U1s1
COBEpPILEHCTBOBAHUS, B TOM YHCIIE KOPPEKTUPYIOIIUE U IPEBEHTUBHbIE ICHCTBUSA, 1OJIKHBI ObITH
JIOKYMEHTUPOBAHBI.

[TprunHBI BBISIBICHHBIX HECOOTBETCTBUMN JOKHBI ObITh HcTipaBieHbl. KoppekTupyromue
JEHCTBUS TOJDKHBI OBITH MIPEINIPUHSTHI ISl yCTPAHEHHsI YKA3aHHBIX IPUUYUH C LIETIBI0
IpeoTBpalIeHus peunauBoB. [IpodunakTiuueckue MepoOnpUsTHs TOJKHBI ObITH IPUHSTHI B
LEJIAX YCTPAHEHHUs] IPUYUH ITOTEHIUAIBHBIX HECOOTBETCTBUM C LIENIBIO NIPEIOTBPALLEHUS UX
BO3HUKHOBEHUS.

[Tpumeuanue - JIONMOIHUATENBHYIO HH()OPMALIUIO 0 KOPPEKTUPYIOIIMX U TPEBEHTUBHBIX
nerictBuax cM. B ISO 9001:2008, 1.8.5.

4.5.5.2 YnpasiieHHe COBepPLICHCTBOBAHHEM

Bo3moxHOCTH A1 yIy4dlIeHUs! 10JKHBI ObITh TPUOPUTHU3HPOBaHBL. [locTaBUIMK yCIyT HOKEH
UCIIOJIB30BaTh KPUTEPUU OLICHKHU B ITOJIMTUKE IIOCTOSHHOI'O COBEPILICHCTBOBAHHUS IIPU IPUHATUU
peLIeHNs 0 BO3MOYKHOCTH I COBEPLICHCTBOBAHUS. Y TBEPKICHHbBIE YIYUIIEHUS I0JKHBI OBITH
3aIUIaHUPOBaHBL. [10CTaBIMK yCIIyT JOJKEH YIPABIATH AEATEIBHOCTHIO 110
COBEPIICHCTBOBAHUIO, KOTOPAs BKJIFOYAET, KAK MUHUMYM:

OIpeieNIeHUE LieIel JIs COBEPLUICHCTBOBAHUS 110 OJTHOMY MJIM HECKOJIBKUM M3 CIIEIYIOIIUX
aCIIeKTOB: Ka4eCTBO, IIEHHOCTb, CIIOCOOHOCTh, CTOUMOCTh, IIPOU3BOJUTEIBHOCTb,
HCIIOJIb30BaHUE PECYPCOB U CHUKEHUE PUCKOB;

obecreueHne BHCOPCHHUA YTBCPKACHHOT'O COBCPIHICHCTBOBAHUSA

HepeCMOTp MOJIUTUKH, TUIAHOB, MTPOIIECCOB M MPOIIEAYp YIPABICHUS yCIyraMu (B ciiydae
HEOOXOIUMOCTH);

HN3MCPCHUC BHCAPCHHBIX yJ'Iy‘-II_HCHI/Iﬁ B COOTBCTCTBHH C Ha60pOM I.ICJ'ICfI, n rac ncinu He ObLIH
JOCTUTHYTBI, IPUHATHUC HCO6XO}II/IMI)IX MCEp,

OTYCT O pCATIM30BAHHBIX YIYUYIICHUAX.



S IlpoexkTupoBaHue U NpeodpPa3oBaHUEe HOBBIX U
U3MEHSIeMbIX YCJIYT

5.1 O01Me moJ0KeHus

[TocTaBUIMK yCIYT AOHKEH UCIIOJIB30BATh ATOT IPOLECC ISl BCEX HOBBIX YCIIYT U UBMEHEHUN
yCIIyT, CIOCOOHBIX OKa3aTh CYIIECTBEHHOE BIMSHUE HA YCIIYTH, TM00 HA 3aKka3uuka. M3smeHenus,
KOTOpBIE HAXOJATCS B paMKax pasjiena 5, ONpenesstoTcsl HOJUTUKAMU YIIPaBJIEHUS
U3MEHEHUSMH, COTJIaCOBaHHBIMM B PaMKax Ipoliecca yrnpaBieHus n3MeHeHussMu. OneHka,
YTBEPXKACHHE, IUVITAHUPOBAHNUE U aHAJIN3 HOBBIX WM U3MEHSAEMBIX YCIyT B paMKax paszaeina 5
JIOJDKHBI HAXOAUTHCS 1101 KOHTPOJIEM IIpOoLiecca YIPAaBICHHsI H3MEHEHHUSIMU.
KondurypannoHapie eJMHUALIBI, OTHOCAIIMECS K HOBBIM MJIM U3MEHSEMBIM yCIyram, B paMKax
paszena 5 TOJDKHbBI HAXOAUTHCS MO KOHTPOJIEM MpolLecca yIpaBlIeHUs] KOH(DUTYPaLUsIMH.

[TocTaBmuK ycayr 1OKEH aHAIIM3UPOBATh PE3y/IbTaThl MEPONPUATHH 10 IUIAHUPOBAHUIO U
IIPOEKTUPOBAHUIO HOBBIX WJIM U3MEHSEMBIX YCIYT OTHOCUTENIBHO COITIACOBAHHBIX TPEOOBAaHUH K
ycIyram U COOTBETCTBYIOIIUX TpeOOBaHUM, yka3aHHbIX B 5.2 1 5.3. OCHOBBIBasCh Ha 3TOM
aHaJIN3€, TOCTABILUK YCIYT JOHKEH MPUHATH UM OTKJIOHUTDH pe3yabpTaThl. [locTaBuuk yenyr
JIOJDKEH MPUHATH HE0OXO0IMMbIE MEPBI AJISl TOT0, YTOOBI pa3BUTHE U IPEOOPa30BaHUE HOBBIX WIH
U3MEHSIEMBIX YCIYT MOTJIO OCYIIECTBIATHCS 3 (HEKTUBHO, UCTIONB3Ys IPUHATHIE PE3YIbTATHI.

[Tpumeuanue - Heo0xoauMocTh HOBOM yCIyTy WM U3MEHEHHUS YCIYTH MOKET UCXOUTh OT
3aKa34MKa, OT IIOCTABIIMKA YCIIYT, OT BHYTPEHHEU IPYIIIbI WIK OT NOAPAIYNKA B LIEIAX
YZIOBJIETBOPEHUS NOTpeOHOCTEN OM3HECa UITU /1JIsl TIOBBIIIEHUS PE3YJIbTaTUBHOCTH
IIPENOCTABIIAEMBIX YCIYT.

5.2 IllnaHnpoBaHue HOBBIX MJIM H3MEHSAEMBbIX YCIYyT

HOCTaBH_[I/IK YCIyr OOJIKEH OIIPCACINTD Tpe6OBaHI/IH K HOBBIM HJIM U3MCHSACMBIM YCJIIYT'aM.
HoBrie nnmm n3MeHsIeMbIe YCIyru JOJI’KHBL OBITH 3aIlJTaHUPOBAHBI JJIA BBIITOJTHCHHUA Tp€6OBaHI/II\/'I
K yClIyram. HHaHI/IpOBaHI/Ie HOBBIX WJIM UBMCHACMBIX YCIIYT" JOJIZKHO OBITh COTJIACOBAHO C
3aKa34YMKOM U C 3aUHTCPECOBAHHBIMU CTOPOHAMMU.

B xauectBe BX0a U1 IIaHUPOBAHMS MTOCTABILMK YCIYT JOJKEH MPUHUMATh BO BHUMAHUE
BO3MO)KHOE€ (PMHAHCOBOE, OPraHU3alMOHHOE U TEXHUYECKOE BO3EHCTBHE MTPEIOCTABICHHUS
HOBBIX WJIM U3MEHAEMBIX yCayr. [IocTaBIIMK yCayr TOJKEH TaKKe IPUHUMATh BO BHUMaHHUE
MOTEHIIMATBHOE BIMSIHUE HOBBIX WJIM U3MEHsseMbIX yciayr Ha CYY.

HJ’IaHI/IPOBaHI/Ie HOBBIX WJIXM U3MCHACMBIX YCIIYTI' JOJDKHO BKIIFOYATh WKW COACPKATH CCBUIKY, IO
KpalHel Mepe, Ha CIIeyIoLIee:

MOJTHOMOYHS U OTBETCTBEHHOCTD 32 JEATEIbHOCTh 110 IPOSKTUPOBAHUIO, pa3padoTKe U
peoOpa3oBaHuIo;

MCPONPUATHA, KOTOPBIC 6y21}7T BBITIOJIHATHCA IMMOCTABIIUKOM YCIIYT U JPYTUMU CTOPOHAMH, B TOM
YUCJIC ACATCIBbHOCTD I10 BSaHMOHeﬁCTBHIO MoCTaBIIWKa yCJIYyT C IpYTHUMU CTOPOHAMMU,

B3aUMOJEHCTBHUE C 3aNHTCPCCOBAHHBIMH CTOPOHAMU;



4eJ0BEeYEeCKHEe, TEXHUUECKUE, NH(POPMALMOHHbIE U (PMHAHCOBBIE PECYPCHI;
CPOKHU 3aIlNIAHUPOBAHHBIX MEPOIPUATHI;

BBISIBJICHUE, OLICHKA U YIIPABJICHUE PUCKAMU;

3aBUCUMOCTB OT IPYTUX YCIYT;

UCTIBITAHUSA, HEOOXOJMMBIE JUIS HOBBIX WJIM U3MEHIEMBIX YCIYT;
KPUTEPUU IPUHATHUS YCIIYT;

OKHNJACMBbIC PC3YJIbTATHI OT MPEAOCTABJICHUA HOBBIX UJIM U3MCHACMBIX YCIIYT', BBIPA’)KCHHBLIC B
HU3MEPACMBIX BCIMYHNHAX.

s yenyr, KOTOpble AOKHBI ObITh YAaJeHbl, OCTABIIUK YCIYT JOKEH IUIAHUPOBATh
npouenypy yaainenus yciayru (yciyr). [lnanupoBanue 10JKHO BKIOYATH JaTy(-bl) YAaJICHHS,
apXUBalliy, YTHIM3AINH U TePEIayu JaHHbIX, JOKYMEHTAIUU U KOMIOHEHTOB YCITYTH.
VYceayra MoKeT BKIIIOUATh B ¢€0sl KOMIIOHEHTBI HHPPACTPYKTYPbI U MPUITOKEHHH €
COOTBETCTBYIOIIMMU JIUIICH3USIMHU.

[TocTaBuIuK ycIyr JOKEH OMPEeNIUTh APYrue CTOPOHBI, KOTOPbIE OyIyT CIOCOOCTBOBATH
IIPEJIOCTABJICHUIO KOMIIOHEHTOB YCIYT JIJIsl HOBBIX WJIM U3MEHseMbIX yciyr. [loctaBuiuk yciyr
JIOJI’KEH OI[EHUTh UX CIIOCOOHOCTD BBITIOJIHATEH TPeOOBaHUS K yciyraM. JlOKHBI ObITH
3apEeTUCTPUPOBAHBI PE3YJIHTATHI OLEHKH U MPEANPUHATH HEOOXOJMMBIE ICHCTBHUS.

5.3 IlpoexkTHpOBaHUE U Pa3BUTHE HOBBIX U H3MEHSIEMBIX YCJIYT

[Tpy npoeKTUPOBAHUU U JOKYMEHTUPOBAHUM HOBBIX MJIM U3MEHSEMBIX YCIYT JOJKHBI OBITh, 11O
KpalHeWl Mepe, OTPaXKEHBI:

MMOJIHOMOYHA U OTBECTCTBCHHOCTD 3a MPCA0CTABJICHUC HOBBIX UJIU U3MCHACMBIX YCIIYT,

MCPONPUATHA, KOTOPBIC 6y21}IT BBITIOJIHATHCA IMMOCTABIIUKOM YCIIYT, 3aKa34YMKOM U JPYTUMU
CTOPOHAMHU IJId IMPEAOCTABJIICHHUA HOBBIX UJINM UBMCHACMBIX YCIIYT,

HOBBIC WJIM U3MEHEHHbIE TPEOOBaHUS K YEIOBEUECKUM pecypcam, BKIIIoUas TpeOOBaHUS K
COOTBETCTBYIOIIEMY 00pa30BaHUI0, MOJATOTOBKE, HABBIKAM U OTIBITY;

HOTp€6HOCTI/I B q)HHaHCOBI)IX pecCypcax ajid mMpea0CTaBJICHUA HOBBIX UM U3MCHACMBIX YCIIYT;
HOBBIC MUJIM U3BMCHCHHBIC TEXHOJIOTHU AJIA TPECAO0CTABJICHUA HOBBIX WM U3MCHACMBIX YCIIYT,

HOBBIC NI U3MCHCHHBIC IIJIaHBI U ITOJIMTHKA B COOTBETCTBUMU C Tpe6OBaHI/I${MI/I STOM YacTH

NCO/MBK 20000;

HOBBIE WJIM N3MEHEHHBIE KOHTPAKTHI U APYTUE COTJIALIEHMS ISl OTPAKEHUS U3MEHEHUN B
TpeOOBaHUAX K YCIyram;

n3merennsa B CYVY;



HOBBIC WJIM U3MEHEHHBIE COTJIalIeHUs 00 YPOBHE YCIIYT;
OOHOBJIEHMSI KaTajlora yciyr;

POLEAYPHI, MEPHI U HH(OPMAILIUS, KOTOPBIC OYIYT UCIIOJIB30BATHCS IS TPEIOCTABIICHUS
HOBBIX UJIM U3MEHSAEMBIX YCIYT.

HOCTaBH_[I/IK YCIyr O0JIKEH O6€CHC‘H/ITB, YTOOBI IMPOCKTUPOBAHUEC ITO3BOJIAJIO HOBBIM WJIU
HN3MCHSCMBIM YCJIYI'aM BBITIOJIHATH TpGGOBaHI/ISI K yCliyram. HoBbie unu nu3MeHseMbie yCiyru
JOJIDKHBI OBITE pa3pa60TaHLI B COOTBETCTBUHU C JOKYMCHTAJIbHBIM IIPOCKTOM.

[Tpumedanue - J{71s1 mosrydeHus JOMOJIHUTENbHON HH(MOPMALIUK O IPOEKTE CM. IIPOLIECC
npoekTHpoBaHus U pazpadorku B ISO 9001:2008, n1.7.3 ninm apXUTEKTYpHBINA TIPOIIEcC
npoektupoBanus B ISO/IEC 15288:2008. 1.6.4.3.

5.4 IlpeoOpa3oBaHue HOBBIX U M3MEHAEMBIX YCJIyT

HoBble niy n3MeHsieMble YCIyTd 1OJIKHBI ObITh IPOTECTUPOBAHBI [l 00ECIeUeHHsI FrapaHTUH
TOT'0, YTO OHH BBIIIOJIHAIOT TPeOOBaHUS K yciayraM U TpeOOBaHUS IPOEKTHOM JTOKYMEHTAIMU.
HoBble niam n3MeHseMble YCIIyTH I0JKHBI ObITh 3apaHee MPOBEPEHbI HA COOTBETCTBUE
COTJIACOBAHHOMY KPUTEPHIO IIPUEMKH ITOCTAaBUIUKOM YCIYT U 3aMHTEPECOBAHHBIMA CTOPOHAMH.
Ecnu kpuTepyuy NpUEMKH YCIyTU HE BBIIOJIHAKTCS, IIOCTABIIUK YCIIYT U 3aUHTEPECOBAHHBIC
CTOPOHBI JOJDKHBI IPUHSATH PEIICHHE O HEOOXOAUMBIX IEHCTBHSIX M BO3MOKHOCTH
pa3BepTHIBAHMUS.

Hpouecc YIIpaBJICHUA pEIU3aMU U BHCAPCHUCM JOJIKCH HUCII0JIb30BATLHCA ITPU Pa3BECPThIBAHUU
YTBCPIKACHHBIX HOBBIX WJIW U3MCHACMBIX YCIYTI' B IPOU3BOACTBCHHYIO CPEAY.

[Tocne 3aBepiieHUs AESITENBHOCTH 10 MPeoOpa30BaHMIO, TOCTABIIUK YCIYT JOJIKEH COOOUIUTh
3aMHTEPECOBAHHBIM CTOPOHAM O JIOCTUTHYTHIX PE3yJbTaTax B CPABHEHUHU C 05KMIa€MbIMU
pe3yibTaTamMu.

6 Ilpoueccsl mpeaoCcTaB/ICHUA YCJIYT

6.1 YnpasJjieHHe ypoBHEM YCJIyT

[TocTaBIIMK yCIyT TOJKEH COTIACOBAThH C 3aKa3YMKOM YCIYTH, KOTOpBIE OyayT
IPEIOCTABISATHCS.

ITocTaBmmk YCIyr AOJIKECH COrjiacoBaTh € 3aKa34YMKOM KaTajior YCIIyT, KOTOpBIf/’I JOJIKEH
BKJIIOYATH B C€0S 3aBUCUMOCTHU MCKAY YCIyraM U KOMIIOHCHTAMU YCIIYT.

JI1 Kask oM TPeOCTaBIIEMOM YCIYTH ITOCTABIIKK YCIIYT TOJKEH COTIacoBaTh C 3aKa3YMKOM
OJIHO WJIM HECKOJIbKO COoIIaleHui 06 ypoBHe ycayru. [Ipu co3nanuu cornameHust 00 ypoBHe
YCIIYT'H MOCTABUIMK YCIIYT JOJKEH YUUTHIBAaTh TpeboBanus K yciyre. Cornamenue o0 ypoBHE
YCIIyTU JOKHO BKIIOYATh COINIACOBAHHBIE 1IENTU IPEOCTABICHUS YCIYTH, XapaKTePUCTHUKU
paboueil Harpy3Ku U UCKITIOUEHHS.



ITocTaBUIMK YCIIYT NOJKEH C 3aIUIAHUPOBAHHON NIEPUOJIUYHOCTBIO aHAJIU3UPOBATh YCIYIH U
COIVIAIIEHUS 00 YPOBHE YCIyT COBMECTHO C 3aKa3UHUKOM.

M3MeHeHHs B JOKYMEHTUPOBaHHbBIX TPEOOBAaHUX K YCIyraM, B KaTajore yciyr, B COTJIAIEeHUAX
00 ypOBHE YCIIYT U B JPYI'HX JOKYMEHTHUPOBAHHBIX COIVIALIEHUSIX JOHKHBI KOHTPOJIUPOBATHCS B
paMKax mpoliecca yrnpanieHus u3MeHeHusasMu. Karanor yciayr nomkeH noaiepKuBaTbes B
aKTyaJbHOM COCTOSHMH U OTPa)XaTb W3MEHEHMS YCIYT U COTJIAIIeHUI 00 ypOBHE yCIYTH IS
o0ecreyeHns X B3aMMHOTO COOTBETCTBUSI.

[TocTaBIMK ycayr JOJDKEH CIEAUTh 32 TEHACHLIUAMHI U IPOU3BOAUTEILHOCTHIO OTHOCUTENIBHO
1eJed peoCTaBIeHUs yCIyT ¢ 3aIUIaHUPOBAaHHOM IEPHOAUYHOCTBIO. Pe3ynbTaThl JOJKHBI
OBbITh 3apErUCTPUPOBAHBI M IPOAHAIN3UPOBAHBI AJIS BHIABICHUS IPUYMH HECOOTBETCTBUN U
BO3MO>KHOCTEH JIJIs1 COBEPILIEHCTBOBAHUS.

JI7151 KOMIIOHEHTOB YCIIYT, IPENOCTABIIAEMbIX BHYTPEHHUMU IPYNIIAMHU WIH 3aKa34UKOM,
HOCTABILUK YCIYT TOJDKEH pa3paboTark, COrjacoBaTh, IEPECMAaTPUBATh U MOAJEPKHUBATD B
AKTYyaJIbHOM COCTOSIHUH JOKYMEHTUPOBAHHBIEC COTJIAIIEHUS JUIs ONPEIEIICHUS BUOB
NeSITebHOCTH U MHTEP(EHCOB B3aMMOAECHCTBHS MEXy IBYMs CTOPOHAMH.

ITocTraBmuk YCIyr JOJIKEH KOHTPOJIMPOBATDH pa60Ty BHYTPCHHUX T'PYIIIT UJIN 3aKa34YHWKa HA
COOTBCTCTBUC COIIACOBAHHBIM LCJIAM MPCAOCTABJICHUA YCIIYIH U APYT'UM COIIaCOBAHHBIM
0013aTeNLCTBAM C SaHHaHHpOBaHHOﬁ IICPUOANYIHOCTBIO. PC3y.]'IBTaTBI JOJIDKHBI OBITE
3apCruCTpUPOBAHBI U ITPOAHATIU3UPOBAHBI JIS BBIABJIICHUA IIPUYINH HECOOTBETCTBUU U
BO3MOKHOCTEH JJIA COBCPIICHCTBOBAHUA.

6.2 (I)OpMI/IPOBaHHe H MPEI0CTABJCHUE OTYETHOCTH 110 YCIyram

Omnwncanue KaxXZI0ro oTueTa 1o ycjiyram, B TOM 9YUCJIC CYTh YCIYyI'd, HCJb, AYJUTOPUIO, HACTOTY U
JC€TaJId UCXOAHBIX JAHHBIX, JOJXXHBI OBITE JOKYMCHTAJIbHO o@opMneHm " COrjIaCOBaHBbI C
MOCTAaBIINKOM YCJIYT U 3aMHTECPCCOBAHHBIMU CTOPOHAMH.

OTueTsl MO yCIIyraM JI0JIKHBI ObITh ITOJITOTOBJIEHBI I YCIYT € UCIOJIb30BaHUEM HH(pOpMalun
0 IIPEJOCTABJIEHUH YCIIYT U 0 AesTenbHocT CYY, BKIIOYas MpOLECChl YIIPABICHHS YCIyTaMH.
OtueTsl 0 yciayram, 1o KpaiiHel Mepe, JOJKHBI BKIIIOYaTh:

COOTBETCTBUC ACATCIIBHOCTU LETIAM NPECAOCTABICHUA YCIIYT,

MH(}OPMALIMIO O 3HAYUMBIX COOBITHSIX, B TOM YHCIIE, [10 KpailHEW Mepe, O Cepbe3HBIX
WHLUJIEHTaX, BHEAPEHUH HOBBIX WJIM U3MEHAEMBIX YCIIYT U ILIaHA HENIPEPBIBHOCTH;

XapaKTEepUCTHKHN paboueil Harpy3Ku, BKIIOUasi 00beMbl U MEPHOAMUECKUE U3MEHEHHs paboueit
Harpy3Ku;

0OHapy>XeHHBIC HEeCOOTBETCTBUA TpeboBaHusM »Toi yactu UCO/MOK 20000, TpeGoBanusIM
CVYY unu TpeGoBaHUSAM K yCIayraM ¢ ONpeeieHueM PHYINH;

UH(GOPMAIIHIO O TEHICHITUIX;

U3MEpEHUS YAOBIETBOPEHHOCTH 3aKa3YMKOB, JKaI00bl HA MPEOCTABICHHIE YCIYT U PEe3yIbTaThl
aHaJIM3a U3MEPEHUH yOBIETBOPEHHOCTH U %KaJlo0.



[TocTaBuIuK yciuyr AOKEH MPUHUMATh PEIIEHUs U COBEPIIATh JEHCTBHS Ha OCHOBE BHIBOJIOB,
coJiepKaluxcs B oTueTax 1o yciyram. CorjiacoBaHHbIE I€HCTBUS JOBOJATCS /10
3aHHTEPECOBAHHBIX CTOPOH.

6.3 YnpaBJ/ieHHe HeNPepbIBHOCTBHIO U IOCTYNHOCTBIO YCJIYT

6.3.1 TpeOoBaHMsI K HENMPEPHIBHOCTH U JOCTYIIHOCTH YCJIYT

[TocTaBuIuK yCcIyr JOHKEH OLICHUTh U JOKYMEHTHUPOBATh PUCKH B OTHOILICHUH HEMIPEPHIBHOCTH
U JIOCTYITHOCTH ycayr. IlocTaBIuK yciyr JOKEH ONPEEIIUTh U COIJIacoBaTh C 3aKa3UYMKOM U
3aMHTEPECOBAHHBIMU CTOPOHAMH TPEOOBaHUS K HEMPEPHIBHOCTH U JOCTYITHOCTH YCIIYT.
CornacoBaHHbIE Tpe6OBaHI/I$I JOJIKHBI YUUTBIBATh COOTBCTCTBYIOIIUC 6I/I3HeC-HJIaHBI,
TpeOOBaHUS K ycayram, corjiaiieHust 00 ypoBHe ycnyr U pucku. CoriiacoBaHHbIe TpeOOBaHUS K
HEIPEPBIBHOCTU U JOCTYIIHOCTH YCIYT JOJKHBI, 110 KpaHEH Mepe, BKIIIOUATh:

IpaBa JJoCcTyla K yciayrawm;

BpeMs OTKJIMKA YCIIYT;

KOHEYHas JOCTYIIHOCTb YCIYT.

6.3.2 I1;1aHbI HeMpPepPBHIBHOCTH M JOCTYIHOCTH YCJIYT

[TocTaBmKK ycayr TOMHKEH CO3/1aTh, BHEAPUTH U TIOJJICPKUBATh B aKTYAJIbHOM COCTOSIHUHU
IUIaHBI HENPEPHIBHOCTH U IOCTYITHOCTH. VI3MEHEeHNs B 3THX IJIaHAX JOJKHBI HAXOUTHCS MO
KOHTPOJIEM IpoIiecca yIpaBIeHHs] N3MEHEHHUSIMH.

IInan HCMIPEPBIBHOCTH JOJI’KEH, 1O KpaﬁHeﬁ MEpPEC, BKIIHOYATD:

npoucaypsl, KOTOPLIC 6y,HYT PCaIN30BaAHBI B CJIy4aC 3HAYUTCIBHOI'O MMPEPhIBAHUSA YCIIYT, HJIN
CCBIIIKHM Ha HHUX,

LeJIM JOCTYITHOCTH B ClTyyae MPUMEHEHUS TUIaHa;
TpeOOBaHUS K BOCCTAHOBJIEHHUIO;

MOJIXO/] K OCYILIECTBICHHUIO BO3BpaTa K HOPMAJIbHBIM PaO04YHUM YCIIOBUSIM.

B cnydae mpekparieHuss HOpMaJIbHOTO MPE0CTABICHHS YCIYT JOJKHBI OBITh JOCTYITHBI TIaH(-
bI) HEMPEPBHIBHOCTH, CIIMUCKHA KOHTAKTHBIX JIUI U ba3za JaHHBIX yIpaBlieHUS KOHPUTYpaLlUIMU

(CMDB).

[Tnan(-p1) TOCTYMHOCTH JTOJDKEH, TIO KpaitHel Mepe, BKITI0YaTh TpeOOBaHUS K TIOCTYITHOCTH U
LEJI JOCTYITHOCTH.

[TocTaBImKK ycayr TOHKEH OLIEHUBATh BIMSHHUE 3alIPOCOB Ha M3MEHEHHE TU1aHa(-0B)
HENPEPBHIBHOCTH U IJIaHa(-0B) JOCTYITHOCTH.



[Tpumeuanue - [1nanbl HEMPEPBHIBHOCTH U JOCTYITHOCTH MOT'YT ObITh OObEIMHEHBI B OJIUH
JIOKYMEHT.

6.3.3 MOHMTOPHHT ¥ TECTHPOBAHNE HENPEPHIBHOCTH U JOCTYIIHOCTH YCJIYT

Heo6xoanMo ocyIiecTBIsITh MOHUTOPHHT TOCTYITHOCTH YCIYT, (PUKCUPOBATH PE3yIbTAThl U
CPaBHMBATh UX C COTTIACOBAHHBIMU LeJIsIMU. He3arumannpoBaHHas HEJOCTYIIHOCTD YCIIYT TOJDKHA
OBITH MCCIIEIOBAHA U JIOJDKHBI OBITH IPUHSTH HEOOXOAUMBIE MEPHI.

[Tnanel HEMPEPHIBHOCTH YCIYTH JOIDKHBI OBITH POTECTUPOBAHBI HA COOTBETCTBHE TPEOOBAHUSM
ee HenpepbIBHOCTH. [11aHbI 1OCTYITHOCTH T0JIKHBI OBITH IPOTECTUPOBAHBI HA COOTBETCTBUE
TpeOOBaHUAM JOCTYIHOCTH. [locne 3HauMTENbHBIX U3MEHEHU B CpE/ie IPENOCTABIICHUS YCIYT,
B KOTOPOIl (PYHKIIMOHUPYET MOCTABILIUK YCIYT, IUIaHbl HEMPEPHIBHOCTH U JOCTYIHOCTH YCIyT
JIOJIKHBI OBITh IPOTECTUPOBAHBI 3aHOBO.

PesynbTarhl TECTHpPOBaHMSI TOJIKHBI OBITH 3a(PUKCUPOBaHbI. AHAJIN3 U IEPECMOTP IUIaHA JOJKEH
IIPOBOAMTHCS MIOCIIE KaXKA0I0 TECTUPOBAHUS U I10CIIE IPUBEIEHUS B ACUCTBHE IIJ1aHa
HEIPEPBIBHOCTHU YCIIYTH. B cilydae BpISBICHUSA HEJOCTATKOB B IIPOLIECCE TECTUPOBAHUS
MOCTABILUK YCIYT TOJDKEH IPUHATh HE0OOXOAUMBIE MEpPBI U COOOIIUTE O HUX.

6.4 brogxxernpoBanue u y4der 3aTtpar Ha UT-ycayru

JlomkeH cymecTBoBaTh (OPMATM30BAHHBIN HHTEPQEc MEXTy IpolieccaMy OI0PKETUPOBAHUS U
yueta 3arpat Ha UT-yciyru u gpyrumu npoueccamu (PMHaAHCOBOTO yIpaBiieHHs. JlOIKHBI
CyILIECTBOBATh MOJUTUKHU U TOKYMEHTUPOBAHHBIE ITPOLIEAYPBI:

10 COCTAaBJICHUIO OI0JKETA M y4eTy 3aTpaT, 110 KpaltHel Mepe, JUIsl CIeIyIOIUX KOMIIOHEHTOB
YCIIYT:

aKTHBBI, B TOM YHCJIE JTULEH3UH, UCIIOIb3YEMBIC IJIs IPEAOCTABIICHUS YCIYT,

o0111e pecypcsl,

HaKJIaJHbIE PACXOJBI,

KallUTaJIbHBIE U ONEPALIMOHHBIE PACXOMBI,

YCIIYTH, IPEOCTABISAEMBIEC MOAPSAIYUKOM,

IIEpPCOHAIL,

HHXKCHCPHOC O6CCHC‘-ICHI/IC;

0 pacIpeesIeHNI0 KOCBEHHBIX PAaCX0/I0B U OTHECEHUIO MPSAMBIX PAacX0/I0B Ha YCIYTH,
HeoOxouMblIe AJi o0ecreueHus pacuera o0IIe CTOMMOCTH YCIIYT;

1o 3G deKTHBHOMY (PMHAHCOBOMY KOHTPOJIIO M IEATEILHOCTH TI0 YTBEP)KICHHIO.



Pacxoapl 7O KHBI OBITH BKIIFOUEHBI B OOKET JJ1s1 o6ecrieueHus 3pGekTuBHOT0 (MHAHCOBOTO
VIPaBICHUS W MPUHATHUS PEHICHHI 110 MPEAOCTABICHUIO YCIyT. [locTaBuuk yciyr JomkeH
OCYIIIECTBIIATH MOHUTOPHHT 3aTPaT Ha COOTBETCTBHE OFOKETY, aHATM3UPOBATh (PUHAHCOBHIC
MPOrHO3EI U YIIPABIIATEH 3aTpaTaMU.

WNudopmanus J0KHA IPEIOCTABIATHCS MPOLECCY YIPaBICHUS U3MEHEHUSAMH 11 00eCTIeYeHHUs
pacyera CTOMMOCTH 3allpOCOB HA U3MEHEHHUE.

[Tpumeuanue - MHOTHe MOCTaBUIMKY YCIyT B3UMAIOT IJIaTy 3a cBoM yciyru. OXBar npoiecca
OropKeTupoBaHud U yuyeTa 3aTpaT Ha U T-yciayru He BKIIOYAET OIIaTy IPEIOCTaBICHUS YCIYT.

6.5 YnpaBJ/ieHue MOIIHOCTSAMU

[TocTaBmKK ycayr TOIHKEH OMPENEUTh M COTIIACOBATH C 3aKa3YMKOM M 3aMHTEPECOBAHHBIMU
CTOpPOHAMH TPEOOBaHUS K MOIIHOCTSIM U K MPOU3BOJAUTEIBHOCTH. [10CTaBIIMK YCIIYT TOJDKEH
CO31aTb, BHCAPUTD U MMOAACPKUBATH IJIaH MOHIHOCTGIZ C Y4C€TOM UYCJIOBCUCCKHUX, TCXHUYCCKUX,
WH(POPMAIMOHHBIX ¥ (PUHAHCOBBIX pecypcoB. MI3MeHeHus B IJIaHE MOLTHOCTEH JOJKHBI
HaxXOJUTHCA IO KOHTPOJIEM ITpOoLE€CCa YIIPABJICHUA U3MCHCHHUAMMU.

IInan MOHIHOCTCﬁ AOJDKCH BKJIIOYAaTh, KAK MUHHUMYM!

TEKYILLU CIIPOC U IPOTHO3 CIIPOCa HA YCIIYIH;

OKUIaeMBbIN 2P PEKT COTITACOBAaHHBIX TPEOOBAHMI K JOCTYITHOCTH, K HEMPEPHIBHOCTH M YPOBHIO
yCIyr,

BPCMCHHLIC paMKH, IIOPOT'OBLIC 3HAYCHUA U 3aTPaThbl HA MOACPHHU3AIIUIO MOH_IHOCTeﬁ;

MOTCHUUAJIBHOC BJIIMAHUC 3daKOHOAATCIIbHBIX, PETYJIIMPYIOIINUX, JOTOBOPHBIX WJIN
OpTraHHu3allMOHHBIX HSMGHGHHﬁ;

MOTEHIIUATHFHOE BO3ICHCTBHE HOBBIX TEXHOJOTUN U HOBBIX MOIXOIOB;

IPOLEAYPHI AJIs OCYIIECTBIECHUS YIIPEKIAIOIET0 aHATN3a, WK CChUIKM Ha HUX.

[TocTaBIIUK yCIYT TOKEH OCYIIECTBIISITh MOHUTOPUHT MCIIOJIB30BaHMS MOIIIHOCTEH, aHAIIN3
o0beMa JTaHHBIX U HACTPOUKH MPOU3BOAUTEIHHOCTH. [TOCTaBIMIMK YCIYT TOMKEH 00eCTIeYUuTh

A0CTAaTOYHBIC IMMapaMETPbl MOITHOCTH JIs1 YAOBJICTBOPCHHA COTTIACOBAHHBIX Tpe6OBaHI/II\/'I K
MOIMHOCTHU U K IPOU3BOJUTCIIBHOCTH.

6.6 Ynpasjienue uHGOPMaMOHHOI 0€30MACHOCTHI0

6.6.1 IlouTnka NHPOPMALIMOHHON 0e30IaACHOCTH

Opran ynpaBjieHHus! ¢ COOTBETCTBYIOIIUMHE MTOJTHOMOYHUSMH JTIOJDKEH YTBEPAUTH MOJTUTUKY
nH(OPMAIIMOHHON 0€30MAaCHOCTH C YYETOM TpeOOBaHMI K YCIIyraM, 3aKOHOJATebHBIX U
PETYIUPYIOMUX TPEOOBAHMI U TOTOBOPHBIX 00s13aTebCTB. OpraH yrnpaBlIeHHs TODKEH:



JIOBECTH TOJIUNTUKY WH(POPMAITMOHHOHN 0€30MaCHOCTH U BaXKHOCTH CJICIOBAHMS 3TON TOJIUTUKE
COOTBETCTBYIOIIMM COTPYIHUKAM MOCTABIINKA YCIYT, 3aKa34MKa U MOAPSTINKOB;

o0ecreynTh HaIM4YKe U PopMaTH3alMIo 1eneil HHPpOpMamoHHON 6€30MacHOCTH;

OTIPENIeNIUTh MOAXO0/I K YIPABICHUIO PHCKaMU HH(POPMALIMOHHON O€30MacHOCTH, a TAKKe
KPUTEPUU IPUHATHS PUCKOB;

o0ecneyuThb IMPOBEACHNEC OLICHKHU PHUCKOB HH(l)OpMaHHOHHOI;'I 0€30IacHOCTH C SaHHaHHPOBaHHOﬁ
NEPUOANYIHOCTBIO,

obOecrnevnTh MPOBEICHUE BHYTPEHHETO ayIuTa HHPOPMAIMOHHON 0€3011aCHOCTH;

00eCIICYnTh aHaInu3 PE3YIbTATOB ayaAuTa IJIsd ONPCACIICHUA BO3MOXKHOCTEH COBCPHICHCTBOBAHUA.

6.6.2 CpeacrBa KOHTPOJIs1 MHPOPMAITMOHHOM 0e30IIaCHOCTH

[TocTaBimuK ycayr TOJDKEH peann30BaTh U UCHOIb30BaTh (U3NYECKUE, aIMUHUCTPATUBHBIC U
TEXHUYECKHE CPEACTBA KOHTPOJISI MH(OPMAIIMOHHOH 0€30MacHOCTH B LIEJSIX:

COXpaHeHHsI KOH(PHUICHIIMATBLHOCTH, IIEIOCTHOCTH B JJOCTYITHOCTH MH()OPMAIIIOHHBIX PECYPCOB;
BBITNIOJIHEHUS TPEOOBAaHUH MOJUTUKU UHPOPMAILIMOHHOM 0€3011aCHOCTH;

JTOCTYKEHUS TIeTIeH yIIpaBieHus HH()OPMAIIMOHHON 0€30IMaCHOCThIO;

yIIpaBJICHUS] pUCKAMH, CBA3aHHBIMU C HH(OPMAIIMOHHOHN 0€301acHOCTHIO.

DTH 37IEMEHTHI yIIpaBieHus HHPOPMAITMOHHOM 6€30MacHOCThIO JOKHBI OBITH
3aJOKyMEHTUPOBAHBI U JIOJIKHBI ONTUCHIBATh CBA3aHHbIE C HUIMU PUCKHU, X SKCIUTYaTallUuIo U
TeXHUUYecKoe oOcnyxkuBanue. [locTaBuk yciayr JOKEH MpoaHaIu3upoBaTh A3P(HEKTHBHOCTh
yTpaBiieHus: HH(popMamoHHoH 6e30nacHOCThI0. [locTaBIuK yeayr JOHKEH NPUHSATD
HE00XO0UMBbIE MEPHI U COOOLTUTH O HUX. [locTaBIIMK yCcIayT TOKEH ONpeAeauTh BHEIIHNE
OpraHu3aly, y KOTOPbIX €CTh HE0OXOAUMOCTh AOCTYIA, UCTIONb30BAHUS UJIN YIIPABICHUS
uH(popMaliel WK ycayraMu NocTaBUIuKa yciayr. [locTaBmuk yciyr 10JKeH
JIOKYMEHTHPOBaTh, COTJIACOBBIBATh U PEATM30BBIBATh CPEACTBA KOHTPOJIS HH(POPMAITMOHHON
0€30MacHOCTH ¢ BHEUTHUMH OpPraHU3aLUsIMU.

6.6.3 U3MeHeHUs U MHIMIEHTbI HH(POPMAIHOHHOIT 6€30MACHOCTH

3anpochl Ha U3MEHEHHUSI JOJIKHBI OLIEHUBATHCS, YTOOBI ONPEIETUTh:

HOBBIE WJIM U3MEHEHHbIE PUCKU HH(POPMALIMOHHOMN 0€30M1acHOCTH;

MOTEHITMATBLHOE BO3CHCTBUE HA CYIIECTBYIONIYIO MOTUTHKY HH(POPMAIIMOHHON O€30MTaCHOCTH H
CpEeACTBA KOHTPOJIA.

I/IHI_II/IILCHTBI I/IH(I)OpMaI_[I/IOHHOf/’I 0e30IMacHOCTH nmoJIeKaT yupaBJICHUIO C UCIIOJIb30BAHUEM
npoucayp ynpasJICHHUA HHIUACHTAMH, C IPUOPUTETOM, COOTBETCTBYIOIIIUM pHUCKaM



uHpOpMaLMOHHOM Oe3omacHoCcTH. [locTaBmuK yeayr JOKEH MPOaHATU3HPOBATh BUbI, 00BEMbI
¥ TTOCTIEICTBUS MHIIMICHTOB HHPOPMAIIMOHHON Oe30macHoCTH. HImIeHTH HHpOpMannoHHON
0€3011aCHOCTH JJOJKHBI OBITH 3a()MKCHUPOBAHBI B OTYETAX U MIPOAHAIM3UPOBAHBI C IIEIIBIO
OIIPEJICTTUTh BO3MOKHOCTH JIJIsl COBEPIICHCTBOBAHMSL.

[Tpumeuanue - Crangaptel cepun ISO/IEC 27000 onpenenstor TpeOOBaHUSA U AAIOT
PEKOMEHIALMHU JUTS OJJCP>KKU BHEAPEHUS M SKCIUTYaTallud CUCTEMBI YIIPaBICHUS
nH(pOpMaIMOHHOM 0€30MMaCHOCTHIO.

7. Ilpouecchbl ynpaBjeHUsI B3AaUMOOTHOILIEHUSIMHU

7.1 yl'lpaB.]'leHHe B3aMMOOTHOIIEHUSIMH ¢ OU3HECOM

[TocTaBLIMK yCIyT AOHKEH JOKYMEHTAIBHO ONPEAEIUTh 3aKa34MKOB, I10JIb30BaTEIeN U
3alHTEPECOBAHHBIE CTOPOHBI yCIyT. [I7st KaXkI0Tr0 3aKa3urKa MOCTABIIUK YCIYT JOJKEH UMETh
HA3HAYEHHOT'O COTPYAHUKA, KOTOPBIA OTBEYAET 3a yIPABICHUE B3aUMOOTHOIIICHUSMHU C
3aKa34MKOM U YJIOBJIETBOPEHHOCTHIO 3aKa34YHKa.

[TocTaBimuK ycayr ycTaHaBIMBAEeT MEXaHU3M KOMMYHHKALIUU C 3aKa3YUKOM. DTOT MEXaHU3M
JIOJIKEH CO/IEWCTBOBATh IOHUMAaHUIO OM3HEC-CPEIbl, B KOTOPOU AKCIUTYaTUPYIOTCS YCIYTH, a
TaKXe MOHMMaHUIO TPeOOBaHUI K HOBBIM MJIM U3MEHSIEMbIM yclyraM. YKazaHHas HH(OpMaIys
MO3BOJIMT MOCTABIINKY YCIYT COOTBETCTBOBATH ATUM TpeboBaHMsAM. [locTaBmumk ycmyr
COBMECTHO C 3aKa34MKOM JIOJDKEH C 3aIlJIaHUPOBAHHOW NEPUOJIUYHOCTBIO IPOBOUTH aHAIIN3

3 PEKTUBHOCTH MTPEIOCTABICHUS YCIIYT.

W3meHeHus B HopMaan30BaHHBIX TPEOOBAHUAX K YCIYraM JIOJKHBI HAXOUTHCS 110J] KOHTPOJIEM
npoliecca yupapieHHUs U3MEHEHUAMU. MI3MeHeHus B COrIaleHusx 00 ypOBHE YCIYT'H JODKHBI
OBITH COTJIACOBAHBI C MPOLECCOM YIPABIEHUS YPOBHEM YCIYT.

Ornpenenenne aao0bl MO YCIYTe T0HKHO OBITh COTJIACOBAHO C 3aKa3uyuKoM. JlomkHa
CYIIIECTBOBATh IOKYMEHTUPOBAHHAS MPOLIeypa sl YIPABICHUS Kal00aMHU 0 YCIyTre OT
3aka3urka. [locTaBmIUK yCIyT JOKEH OCYIIECTBIIATH 3aliCh, paccielOBaHue, pElIeHUe U
3aKpBITHE KaT00, a TakKe GOPMUPOBATH OTUYETHOCTH 1O kKanobam. B ciydae, ecinu xkanobda mno
yciyre He OyAeT pelieHa 0OBIYHBIM CIIOCOO0M, JOJIKHA OCYIIECTBIISATHCS dCKAIAIIHSL.

[TocTaBImuK ycayr JOJDKEH C 3alNIaHMPOBAHHON MEPUOJINYHOCTBIO HA OCHOBE PENPE3EHTaTUBHON
BBIOOPKH 3aKa3YMKOB U MOJIb30BATENEN YCIYT U3MEPATh YJOBIETBOPEHHOCTh 3aKa3UHKOB.
Pe3ynbTarhl 10KHBI OBITH TPOAHATU3UPOBAHBI U PACCMOTPEHBI C LENbIO ONPEIETICHUS
BO3MO>KHOCTEM COBEPILIEHCTBOBAHMUS.

7.2 YnpasJjieHue noApsiA4MKaMu
[TocTaBuIMK yCIyT MOKET UCIOIB30BaTh MOAPSIIUMKOB JJIsl BHEAPEHUS U SKCILTyaTallun

HEKOTOPBIX 3JIEMEHTOB IPOLIECCOB YIpaBjieHus yciayramu. [Ipumep B3auMOOTHOIIEHUH B
[IENIOYKE MTOCTABOK MMOKa3aH Ha PUCYHKE 3.

PucyHnok 3 - IIpuMep B3aUMOOTHOLICHUH B 1EMOYKe MOCTABOK
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Pucynok 3 - [Ipumep B3aMMOOTHOIIEHUH B IIEMOYKE ITOCTABOK

Jlia Kaskoro noApsAYMKa IMOCTaBIIMK YCIYT TOJDKEH MMETh Ha3HAYEHHOTO COTPYIHHUKA,
KOTOPBIM OTBEYAET 3a YIPaBICHUE B3aMMOOTHOLIECHUSAMH, JOTOBOPAMH U IIPOU3BOAUTEIIBHOCTBIO
noapsaxuuka. [locTaBmuk yciayr ¥ NoApsS UMK JOJKHBI 3aKIIFOUYNUTh JOTOBOP. [10roBOp 10JKEH
BKJIFOYATh WJIHA COACPIKATH CCHUIKY Ha:

a) OXBaT YCIIYT, OKa3bIBAEMBIX MOJIPSIAYUKOM;

6) CB3U U 3aBUCUMOCTU MCKAY YCIIyraMy, IIpoueccaMmu U CTOpOHaMU;

B) TpeOOBaHUS, IPEIBSIBISEMbIC K TOIPSAUUKY;

I') LEJIU IIPEAOCTABICHUS YCIIYT;

1) uHTepQeiichl B3aUMOACHCTBHIS MEX/y ITPOLIECCAMU YIIPABICHHS YCIyraMH,
AKCILUTYaTUPYEMBIMU MOJPSAUYUKOM U IPYTUMH CTOPOHAMM;

€) MHTETPAIMIO IeITeIbHOCTH Toapsiaunka B CYVY;

) XapaKTepUCTUKH paboueil Harpy3Ku;

3) OTKJIOHCHUA OT AOTOBOpa U CITIOCOOBI MX YpETyJInpOBaHUA,

I/I) IMMOJITHOMOYHA U OTBETCTBCHHOCTDH IMMOCTABIIHUKA YCIIYT U MMOAPATINKA,

I() OTUCTHOCTD U €€ IMPEAOCTABIICHUEC TOAPAAINKOM, CITIOCOOBI KOMMYHUKAIIUU;



J1) OCHOBAHHUE JIJIs OTLJIATHI;

M) HEOOXOAMMBIE ICHCTBUS U paclpeielieHHe OTBETCTBEHHOCTH B CITy4ae 0XKHJAaeMOT0 WU
JOCPOYHOTO PACTOPIKEHHS JOTOBOPA M IIEPEAadn YCIYT APYTUM CTOPOHAM.

ITocTaBUIMK yCIIYT TOJKEH COIIACOBATH C MOAPSAYUKOM IOAACPKUBAEMBIE YPOBHH YCIYT U
COIVIaCOBATh MX C COTJIALICHUSMU 00 YPOBHE YCIIYT MEKIY IOCTABILMKOM YCIYT U 3aKa34UKOM.
[TocTaBmKK ycayr TOMHKEH 00€CTIeYUTh, YTOOBI PO U B3aUMOOTHOILICHUS MEXK/Ty BEIYIIMMU
HNOJPATYUKAMU M cyOnoapsI4MKaMy ObUIH 33J0KYMEHTUPOBaHbI. [IocTaBUIMK YCIIyT 10JIKEH
yOeauThCs, YTO BEAYIINE TOAPSAIUMKN YIPABISAIOT CYOIOAPSITYMKAMH B YaCTH BBIIOJTHEHUS
TEeMH 00s3aHHOCTEH 110 I0TOBOPAM.

[TocTaBmuUK ycayr TOHKEH KOHTPOJIMPOBATH PadOTy NOJPSTINKOB C 3aIJIAHUPOBAHHOU
NEPpUOANIHOCTBIO. HpOI/I3BOI[I/ITeHBHOCTB AO0JDKHA U3MCPATHCA B COOTBETCTBUU C LCIAMU
NPEJOCTABIICHUS YCIYT U C APYTUMH JOTOBOPHBIMHU 0053aTEIIbCTBAMH. Pe3ybTaThl JOKHBI
OBITH 3apETUCTPUPOBAHBI U PACCMOTPEHBI JJIs1 BBISIBJICHUS IPUYUH HECOOTBETCTBUI U
BO3MOXKHOCTEH JJIsi COBEPILICHCTBOBAHMsI. AHAIIU3 JIOJDKEH TAKXKE MOATBEPIKAATh, YTO JOTOBOP
OTpaXkaeT TEKyIIre TpeOOBaHUS.

M3meHenus B 1OroBOpe TOJKHBI HAXOUTHCA 110 KOHTPOJIEM IIPOLECCa YIIPABICHUS
U3MCHEHUSIMH.

I[OJ'I)KHa CyHIeCTBOBAaTh JOKYMCHTHUPOBAHHAA ITpOoUCAYypa JJIS1 YIIPABJICHUA JOTOBOPHBIMU
CriopaMy MCKAY IMOCTaBIIMKOM YCJIYT U IMOAPAAINKOM.

[Tpumeuanue - B o6n1acTh 0xBaTa npoiiecca yrpapieHHs MOAPSTIMKaMU HE BXOJUT BbIOOp

MMOAPAAIUKOB U HpI/IO6pCTeHI/Ie yCIayr.

JlonomHUTEIBHBIE PUMEPHI B3aUMOOTHOIIICHHI B IIeTIOYKe MocTaBoK npuseneHsl B UCO/MOK
TO 20000-3.

8 IIpouecchl paspemieHus

8.1 YHpaB.JIe}me HHIOUJICHTAMHU M 3allpoCaMH Ha Oﬁc.]'ly)KHBaHHe

dopmanu3oBaHHas IpoLEeaAypa J0DKHA ONPENEIATh I BCEX MHIMACHTOB CIIeTyOIINE IIaru:
a) perucrparus;
b) npuopuTH3aIs;

C) xiaccudukars;



d) oOHOBIICHHME 3aIHCEl;

€) dCKasaIus;

f) peenue;

€) 3aKpbITHE.

I[OJI)KHa CyHmIieCTBOBATh JOKYMCHTHUPOBAHHAA MpOoLCAYpa 11O YIIPABJICHUIO BBIIIOJIHCHUCM
3aIIpOCOB Ha O6CJ'Iy>KI/IBaHI/Ie Ha oTarax OT perucTpaiuuu 1 40 3aKPbITHA. I/IHHI/IIICHTBI H 3aIIPpOChl
Ha OGCJIy)KI/IBaHI/IC AOJDKHBI YPABJIATHCSA B COOTBCTCTBHUH C IMPOLUCAYPAMHU.

[Tpu npropUTH3aLMY MHIUICHTOB U 3aIIPOCOB Ha 0OCTY)KMBAaHUE TTOCTABIIUK YCIYT JOJDKEH
IPUHUMATh BO BHUMAaHKE BIMSHUE U CPOYHOCTh MHIIMJICHTA WM 3aIpoca Ha 00CIyKUBaHHUE.

[TocTaBimuK ycayr 10DKEeH 00ecleYnTh NEPCOHATy, BOBJICUEHHOMY B IIPOLIECC YIIPABICHUS
MHIMJICHTaMH | 3alpOCaMH Ha 00CITY)XHBaHHE, TIOCTYII K COOTBETCTBYIOIIEH HHPOpMaIuu. J1a
uH(pOpMaLKs J0JKHA BKIIIOYATh IPOLEyphl YIIpaBJIEHHs 3apocaMy Ha 00CITy>)KUBaHHE,
uHpOopMannio 00 U3BECTHBIX ommMOKax, pemenus npodiaem u CMDB. Undopmanus 06 ycriexe
WIN Heyjiaye pesu30B U OyAyIliue AaThl peaun3a, MOCTYNAOIINE U3 IIpoLiecca YIPaBICHHs
penu3amu 1 BHEJIPEHUEM, J0JKHA ObITh UCIOJIb30BaHa B IPOLIECCE YIIPaBICHUsI MHINUACHTAMU U
3arpocaMy Ha 00ciIyKMBaHUE.

[TocTaBuuk ycinyr AOMKEeH HHOOPMHUPOBATH 3aKa3YMKa O X0J1€ BBIMOJIHEHHUS] HHULIMUPOBAHHOTO
UM MHIIMJIEHTA WK 3aIipoca Ha oOciykuBaHue. Eciiu nenu npenocTaBiieHus: yciayra He MOTYT
OBITh JOCTUTHYTHI, IOCTABIIUK YCIYT TOJDKEH MPOMH(GOPMUPOBATH 3aKa3ulKa U IpyTrue
3aMHTEPECOBAHHBIE CTOPOHBI U OCYILIECTBUTH ICKAIALINUIO B COOTBETCTBUU C MPOLIEAYPOIL.

[TocraBmuk ycayr 1omkeH GopMaan3oBaTh U COITIACOBATh € 3aKa3YMKOM OIPE/IEICHNE
3HAYUTEIBHOTO MHIUAECHTA. 3HAYUTEIbHbIE HHIIUIECHTBI TOJKHBI KIaCCU(PHUIIMPOBATHCS U
YIPaBIATHCS B COOTBETCTBUH C JOKYMEHTHPOBAHHOM Mpouenypoil. Beiciiee pykoBoacTBO
JOJKHO OBITH MPOUH(OPMHUPOBAHO O 3HAUUTENIbHBIX MHIIUAEHTaX. OHO TOKHO 00eCceunTh
Ha3Ha4YeHHE COTPY/IHMKA, OTBETCTBEHHOI'O 3a yIpaBJeHHE 3HAUNTENbHBIM HHIIUIeHTOM. [Tocne
BOCCTaHOBJIEHHS COTJIACOBAHHOT'O YPOBHSI YCIYTH JIOJDKEH OBITh ITPOBEACH aHATIN3
3HAUUTENbHBIX HHIUICHTOB JJIsl BBISIBICHUS BO3MOXHOCTEH /1JIsi COBEpILIEHCTBOBAHUSI.

8.2 YnpasJienne npodaemamu

JlomkHa cyIecTBOBaTh TOKyMEHTHPOBAaHHAs MpoLeaypa Ui HASHTUDHUKAIIMY TPOOIeM 1
CBCIACHUA K MUHUMYMY UJIU UCKITFOYCHUS BJIUAHUA HHIUJICHTOB U HpO6J’IeM. Hpoue)lypa JJIA
npo6JeM JoKHA ONPEeeNsaTh:

UICHTU(DHKALIHIO;

PETUCTPALINIO;

IMPUOPUTHU3AIUTIO;



KJ1acCU(UKALUIO;

OOHOBJICHHE 3aIIHCCH;

JCKaJIALHNIO;

pelIcHuE;

3aKpBITHE.

[Tpo6aembl TOMKHBI pEIaThCsl B COOTBETCTBUU € (hOpMaIM30BaHHOM mpoueaypoil. [ToctaBmumk
YCIIYT T0JDKEH aHAJIM3UPOBaTh JaHHbIE U TEHICHIMN MHLIUIECHTOB U IPOOJIeM 1S BBISIBICHUS UX
KOPHEBBIX IPUYMH U IPUHATUSA IPEBEHTUBHBIX JEHCTBUI.

[Tpo6nemsl, Tpebyronue n3menenuit B KE, 10omKHbBI ObITh peICHBI TyTEM PErucTpaluy 3ampoca
Ha u3MeHeHue. Eciu kopHeBas npuyKHa Obula olpe/esieHa, Ho mpobiaema He Oblia pelieHa
OKOHYATEJIbHO, IIOCTABILMK YCIYT JOJIKEH ONPEAEIUTh MEPHI 110 COKPAILECHHUIO WIIH YCTPAHEHUIO

BIIUAHUA HpO6H€MbI Ha yCIIYT'U. H3BecTHEBIE OIINOKHU JOJIDKHBI OBITH 3apCruCTpUpPOBAHEI.

3(1)(1)6KTI/IBHOCTB peIICHUA HpO6J'IeM AOJIKHA TOABEPTraTbCd MOHUTOPUHTY, AHAJIU3Y U
OTYCTHOCTH.

AxtyanbHast nH(popManys 00 U3BECTHBIX OIMMOKAX M PEIICHHUSIX MPOOIIEM JT0JDKHA
HPEOCTABIIATHCS MPOLECCY YIPABICHUS MHIMIEHTAMHU U 3alIpOCcaMH Ha 00CITyKUBaHHE.

9 IIpoecchbl KOHTPOJIA

9.1 YnpaBJ/ienne KoH(purypauusiMmu

JlomxeH ObITh JOKyMeHTanbHO onpeaeneH kaxapiil tun KE. Madopmanus, yuutsiBaemas ais
kaxnoit KE, nomxHaa obecnieunBath 3¢ (eKTUBHBINA KOHTPOJIb U BKJIIOUATh B c€0, IO KpaiiHel
Mmepe:

ormmcanue KE;

oTHoweHus Mexy nanHor KE n npyrumu KE;

otHoweHus Mexy KE 1 koMImoneHTamu yciyr;

CTaTyc;

BEPCHIO;

MECTO paCIIOIOKEHNS,

accouunpoBaHHblie ¢ faHHOM KE 3ampockl Ha u3MEHEHHE;

accormuupoBanHbie ¢ JaHHOW KE mpo6iemMbl 1 n3BeCTHBIE OMIMOKH.

KE nmosmkHBI OBITH OTHO3HAYHO UACHTU(GUIIMPOBAHBI U 3apeructpupoansl B CMDB.



VYnpasneane CMDB nomxHO obecriednBaTh HaJIe)KHOCTb U TOYHOCTh, B TOM YHCIIE KOHTPOJIb
obnoBnennit. CMDB nomkHa yrpaBisaThCs C MEJbI0 00eCTIeUeHUs €€ HaIe)KHOCTH U TOYHOCTH,
B TOM 4HCJIe 00ecTeyrBasi KOHTPOJIb JOCTYNa K 0OHOBIICHUIO HH(OPMAIK B HEH.

JloJpKHa CyliecTBOBaTh JOKYMEHTUPOBAHHA NIPOLEAYpa IS 3allUCH, YIIPABICHUSA U
orcaexxuanus Bepcuii KE. Ctenenb KOHTPOIIS NOJKHA OLACPKUBATH LIEIOCTHOCTD YCIYT U
KOMIIOHEHTOB YCJIYT' C YU€TOM TpeOOBaHUM K yclIyraM U puckoB, cBsizaHHbIX ¢ KE.
[TocTaBuIMK yCIyr JOHKEH OCYLIECTBIIATH IPOBEPKY 3anuceil, xpansaummxcs B CMDB, ¢
3aIlJIAaHUPOBAHHOM NMEPUOANYHOCTBIO. B citydae oOHapykeHHs HE10CTaTKOB MOCTABIIUK YCIIYT

JOJDKCH NIPHUHATH HCO6XOI[I/IMBIG MCPBI U MPEAOCTABUTL OTUCT O BBIIIOJIHCHHBIX I[CﬁCTBHSIX.

HNudopmanus nz CMDB nomkHa IpeocTaBasSThCS MPOIECcCy YIPABICHHUS U3MCHCHUSIMH TSI
oOecrnieyeHus MPOBEICHUS OLICHKH 3alpOCOB Ha U3MEHEHUE.

Jlo/oKHA CyIEeCcTBOBATh BO3MOXKHOCTD OTCIIC)KMBAHUS | IPOBeIcHUs ayauTa u3MmeHeHuit KE st
ob0ecnieuennd ueinocrtuoctu KE n nanaeix 8 CMDB.

[lepen pa3BepThIBaHNEM peiin3a B IPOU3BOJCTBEHHYIO Cpely HEOOXOAMMO CO3AaTh 0a30BYIO
koHurypauuto a5 Tex KE, koTopbie U3MEHSIOTCS B paMKax JaHHOTO Penu3a.

Macrtep-konuu KE, 3anmucannsie B CMDB, 10/KHBI XpaHUTBCS B 0€30MaCHBIX (PU3HYESCKUX UITH
AJIEKTPOHHBIX OMOJIMOTEKAX, Ha KOTOphIe cchutatoTcs 3anucu o KE. Takue OMOanoTeku J0HKHBI
BKJIFOYATh, 10 KpallHEW Mepe, TOKYMEHTALNI0, CBECHUS O JIMLIEH3UX, IPOrPaMMHOE

obecrieueHue u, TJe 3TO BO3MOXKHO, ITAJOHBI KOHPUTYPAIUH alIIapaTHOrO 00ECIIeYEeHNUsI.

JlomkeH cymecTBoBaTh GOPMATM30BAHHBIN HHTEPQEIC MEKTY TPOIIECCOM YIIPABICHUS
KOH(pUrypanusMy U MPOLECCOM YIpaBieHUs (PMHAHCOBBIMU aKTHBAMHU.

[Tpumeudanue - B o6macTh 0xBarta npoiecca ynpapieHuss KOHQUTypalusiMu HE BXOJUT
ynpaBiieHHue (UHAHCOBBIMHU aKTHBaMHU.

9.2 YnpaBJ/jieHue U3MEeHEHUAMH

JloJKHa CylecTBOBaTh MOJUTHKA YIIPABICHUS U3MEHEHUSIMH, KOTOPAsl ONIPEAEIISACT:
a) KE, koTopble HaxoaATCs O] KOHTPOJIEM YIIPaBJICHUS U3MEHEHUSIMU;
0) KpUTEepHH AJIs ONIpeeNIeHIs] U3MEHEHHH, KOTOpble MOTEHI[MAIbHO MOT'YT OKa3aTh

SHAYUTCIBHOC BIMAHNUC Ha YCIIYI'd UJIKM HAa 3aKa3duKa.

VY nanenue ycayru JOMKHO OBITh KJIACCU(DHUIIMPOBAHO KaK U3MEHEHHE YCIYTH, CIOCOOHOE
OKa3aTh 3HAYUTEILHOE BIUSHUE.

Hepe;[aqa YCJIYyIru OT IOCTAaBIIHUKA YCIIYT 3aKa3UUKY UJIU OPYT! ol CTOPOHC JOJI’KHA
KJ'IaCCI/I(bHHHpOBaTBCSI KaK U3MCHCHHC, CIIOCOOHOE 0Ka3aTh 3HAYNTEILHOE BIUSHUE.

JlomxHa cyiiecTBOBaTh JOKYMEHTHPOBaHHas! MPoLielypa AJisl perUCTpaluy, Kiaccupukamm,



OLICHKU U YTBCPKACHUS 3alIpOCOB HA U3BMCHCHUC.

ITocTaBmmk YCIyr O0JIKCH q)OpMaJII/BOBaTB H COI'JIaCOBAaTh C 3aKA3UMKOM OIIPCACIICHUC
OKCTPCHHBIX W3MCHEHHIA. I[OJ'DKH& CymeCTBOBATh JOKYMCHTHPOBAHHAA IIponcaypa Ajis
yipaBJICHUA S5KCTPECHHBIMHA U3MCHCHUSIMHU.

Bce u3MeHeHuUs yCIIyTry WM KOMITOHCHTA YCIIYTH JOJDKHBI HHHIIMHPOBATHCS TOCPEICTBOM
HCIIOJIb30BAHUS 3aITPOCa Ha U3MEHEHHE. 3anpoCchl Ha U3MEHEHHE JI0JKHBI UMETh
dbopManu3oBaHHBIC TPAHUIIBL.

Bce 3anpocsl Ha U3MEHEHHS JJOIKHBI OBITH 3apETUCTPUPOBAHBI M KJIAaCCH(PUIIMPOBAHBI. 3aIIPOCHI
Ha U3MEHEHUs, KilacCu()UIMPOBAaHHbIE KaK CIIOCOOHBIE 0Ka3aTh 3HAYMTEIbHOE BIMSHUE HA
YCIIYI'M WIH Ha 3aKa34MKa, JTOJKHBI YIIPABIATHCS B PAMKAX IIPOLECCa IPOCKTUPOBAHUS U
npeoOpa30BaHus HOBBIX U U3MEHSEMbIX yciyr. Bee octanbhble 3anpocsk! Ha u3MeHenue KE,
OIIPEJIEIICHHBIC B IIOJUTUKE YIIPABICHUSA U3MEHEHUSIMH, YIIPABIIAIOTCSA B paMKax Ipolecca
YIIPABJICHUS U3MEHCHUSAMU.

3anpocm Ha NIBMCHCHUA JOJIDKHBI OICHHUBATHCA C HCITIOJIB30BAHHUCM I/IH(i)OpMaI_[I/II/I, HOCTyrIaIOH_Ieﬁ
M3 Ipoueccca yrnpapjaCHUA USMCHCHUAMU U U3 APYTUX IIPOLCCCOB.

HOCTaBHII/IK YCIyr ¥ 3aMHTCPECOBAHHBIC CTOPOHLI JOJIKHBI IPUHUMATL PCIICHUA O IPUHATUN
3aIIpOCOB HAa U3SMCHCHHUC. Hpouecc IIPpUHATUSA peH_IeHI/Iﬁ AOJIKCH YUUTBIBATH PUCKHU, BO3MOXHOC
BJIMAHUC HA YCJIYTH U HA 3aKa34YUKOB, TpC6OBaHI/I$I K ycCJlIyram, BbIroabl JJId 6M3Heca,
TEXHUYCCKYIO BbIIIOJIHUMOCTH U q)HHaHCOBLIe IIOCJIICACTBHA.

YTBep)KI[eHHBIe N3MCHCHUA JOJIDKHBI OBITE pa3pa60TaHLI " IIPOTCCTHPOBAHBI.

JlomxkeH cyiiecTBOBaTh rpauKk M3MEHEHUH, coiepKalinuii moapoOHy0 nHdopmaruio oo
YTBEPKACHHBIX U3MEHEHMSIX U MPENoIaraéMblX AaTax UX BHEJAPEHUS, KOTOPBIN JOIKEH
JIOBOJUTHCS /10 CBEICHUS 3aMHTEPECOBAHHBIX CTOPOH. I'paduk n3MEeHeHn TOKeH
HCIIOJIb30BAThCS B KAUYECTBE OCHOBBI JJIsl IUTAHUPOBAHMSI pa3BEPTHIBAHUS PEJIU30B.
Meponpustus, He0OX0JUMBbIe Il OTMEHBI WM UCTIPaBJICHUS HEYCIIEIIHbIX H3MEHEHUH,
JIOJIKHBI TUTAHUPOBATHCS U, TI0O BOBMOKHOCTH, TECTUpOBaThCsl. Heycnemnnbie n3sMeHeHust
JIOJKHBI OBITH OTMEHEHBI WM MCTIpaBiieHbl. Takne N3MEHEHNUs JOJKHBI ObITh PacciieZIOBaHbl U
HE0O0XO0IUMbIE AEUCTBUSI TOJKHBI OBITH IPEIPUHSTHI.

3anucu B CMDB noikHBI O6ITh 0OHOBJIEHBI IOCTIE YCIEIIHOTO BHEAPEHUS U3MEHEHUI.

[TocTaBUIMK yCIyT AOKEH MPOaHATU3UPOBATh 3PPEKTUBHOCTh U3SMEHEHUI U IPUHATH MEPBI,
COIIACOBAHHBIE C 3aMHTEPECOBAHHBIMUA CTOPOHAMH.

I[J'IH BBISIBJICHUS TCHACHITNMN 3aIpoChl HAa UBMCHCHU NOJIKHBI aHAJIM3UPOBATHCA C
SaHHaHHpOBaHHOﬁ NEpUOANYIHOCTHIO. Pe3y.]'II>TaTBI " BBIBOJIbI aHAJIM3a JOJIXKHBI OBITH
3apCruCTpUpPOBaAHbI U paCCMOTPCHBI JJIS BbIABJIICHUA BO3MOXKHOCTEH COBCPUICHCTBOBAHUS.

9.3 YupasJjieHue peJin3aMu U BHePpeHUueM

[TocTaBmuk ycayr 10JKeH pa3paboTaTh U COTIacoBaTh € 3aKa3YMKOM MOJUTHKY PEIHU30B,
ONPEACIISAIONLYIO YaCTOTY M THII BBIITYCKAEMBIX PEJIN30B.

ITocTaBmuk YCJIYr COBMCCTHO C 3aKa3YMKOM U APYTUMH 3aUHTCPCCOBAHHBIMH CTOPOHAMU



JOJIKCH IJIaHUPOBATh BHCAPCHUC HOBBIX UJINM U3MCHACMBIX YCIIYI' U KOMIIOHCHTOB YCJIYT B
MPOM3BOJICTBEHHYIO cpeny. [IimannpoBaHue JOKHO OBITH COTIIACOBAHO C IMPOIIECCOM
yHpaBJICHUA U3BMCHCHUAMU U COACPKATH CCHIIKHM HAa COOTBCTCTBYIOIIHE 3alIPpOChl HA U3MCHCHMU,
U3BECTHBIC OMIMOKU M TPOOIEMBI, KOTOPBIE IUKBUIAUPYIOTCS ITYTEM BBIITYCKa pein3a.
HJIaHI/IpOBaHI/IC AOJDKHO BKJIKOYATh CPOKU pa3BCPThIBAHUA KAXKAOTO pCiin3a, pC3yJibTaTbl U
METO/IbI pa3BEPTHIBAHUS.

[TocTaBiuk yciyr 10mKkeH (GopMaii30BaTh M COMIACOBATDH C 3aKa3YUKOM OIPECIICHHE
AKCTPEHHOT'O pein3a. DKCTPEHHBIE PENU3bl JOJIKHBI YIIPABIATHCSA B COOTBETCTBUHU C
JIOKYMEHTUPOBAHHOW MPOLIETYyPOi, KOTOpasi B3aUMOJEHCTBYET C MPOLIEAYPOI ISl IKCTPEHHBIX
N3MEHECHHH.

Penusbl omKHBI OBITH COOpaHBI M MPOTECTHPOBAHBI IIEpe]] pa3BepThiBanueM. JlomkHa
UCIIOJIb30BaThCsl KOHTPOJIMPYEMas IPUEMOYHas TECTOBas cpesia At COOPKU U TECTUPOBAHUS
pEIIn30B.

Kputepun npueMku penusa J10JIKHbI ObITh COIIACOBAHbBI C 3aKa3UUKOM U APYTUMU
3aMHTEPECOBAaHHBIMU CTOPOHAMU. Penu3 noikeH npoiltu Bepudukanuo B OTHOLIEHUH
COIIACOBAaHHBIX KPUTEPUEB IPUEMKH U OBITh YTBEPXKAEH 110 pa3BepThiBaHusA. Eciu kputepuu
IIPUEMKHU HE BBINTOJIHEHBI, IIOCTABIIUK YCIIYT JOJDKEH IIPUHATH PELICHUE C 3aUHTEPECOBAHHBIMU
CTOPOHAMH O BBIIIOJIHEHUU HEOOXOAMMBIX JIEHCTBUM U O JaJbHEHIIEM pa3BEepThIBAHUU PEIU3a.

Penu3s nomxeH pa3BepTbIBaThCS B IPOM3BOJCTBEHHYIO CpPEly TAKMM 00pa3oM, 4TOObI
LIEJIOCTHOCTh KOMIIOHEHTOB 000pYy10BaHUs, IPOrPAMMHOI0 OOECIIEYEHUS U IPYTUX
KOMIIOHEHTOB YCIYT COXPaHAIAaCh B IIPOLIECCE Pa3BEPTHIBAHUS.

MepoanﬂTna, H€O6XOZII/IMI>IC AJi1 OTMCHBI WJIW UCTIPABJICHUA HCYAAYHOI'O Pa3BCPThIBAHHUA
peian3a, 10JLKHBI INTAHUPOBATLCA U, 110 BOSMOKHOCTH, TCCTUPOBATLCA. Hey,Ha‘lHBIC
Pa3sBCPThIBAHUA PCIIN30B JOJKHBL OBITH OTMEHEHEI HUJIU HCITPABJICHBI.

Heycnenasie penu3bl 10KHBI OBITH pACCIeIOBaHbI U HEOOXOAUMBIC IEHCTBUS TOJKHBI OBITH
MPEANPUHSTHIL.

Ycnex unmm HEeyaaua peIn30B NOJIKHBI KOHTPOJIUPOBATHCA U aHAJIU3UPOBATHCA. I/I3MepeHI/I$I
JOJDKHBI BKIIHOYATh OTCIIC)KUBAHMEC MHIIUJCHTOB, CBA3AHHLIX C PCIIM30M B IICPHUOI ITOCIIC €TO
Pa3BCPTHIBAHU. Amnamms JOJIKCH BKIIIOYAaTh OLICHKY BJIMSAHUSA PCIIM3a HA 3aKa34YHKa. P C3YJIbTAThI
" BBIBOJIbI aHAJIM3a JOJIXKHBI OBITh 3apCTUCTPUPOBAHBI U PACCMOTPCHBI JJI1 BBISABJICHUS
BO3MOXKHOCTE COBCPHICHCTBOBAHUA.

I/IHq)OpMaI_II/ISI 00 yCexe Wik HEyJa4ue pCiIn30B U JaThl 6yI[y1]_[I/IX PCIIN30B JOJI’KHBI
MpEaAOCTaBIATLECA MPOUECCCY YIPABJICHUA USMCHCHUSAMU U MTPOUCCCY YIIPABJICHUA HHIUJACHTAMHA
" 3a1ipoCaMu Ha O6CJ'Iy>KI/IBaHI/IC.

I/IH(I)OpMaLII/ISI AOJIKHA MPEAOCTABIATHCA MMPOLECCCY YIPABJICHUA U3MCHCHUAMU JIS
OCYIICCTBJICHUA OLCHKH BJIMAHNA 3alIpOCOB HA UBMCHCHHEC Ha PCIIM3bI K HA ITJIaHbI
Pa3BCPTHIBAHU.
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