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BBepeHve

ISO/IEC TR 20000-10:2015 oTmMeHsieT 1 3ameHsieT nepByk pegakumio ISO/IEC TR 20000-10:2013, ko-
Topas b6blla TEXHUYECKN NnepecMoTpeHa.

Komnnekc ctaHgaptoB MCO/M3K 20000 cocTouT U3 cnepyrowmx yactein nog ogqHUM obLmm 3aronos-
KOM «/IHOpMaLNOHHbIE TEXHONOTUN. YNpaBneHne ycnyramm»:

- yacTb 1. TpeboBaHUA K CUCTEME YNpaB/IEHNA yCayramu:

- YyacTb 2. PyKoBOACTBO MO NPUMEHEHNIO CUCTEM YNpaB/ieHUA ycnyramu;

- yacTb 3. PykoBogCcTBO Mo onpeAesieHnto NpUMEHUMOCTH 1 ob6nactu npumeHeHus MCO/M3K 20000-1;

- yacTb 4. OTanoHHas mogesnb npouecca (TeXHUYeCKnii oTyeT);

- yacTb 5. MNpumep nnaHa BHegpeHns NCO/M3K 20000-1 (TexHUYeCKnin oTyeT);

- yactb 9. PykoBoacTBO no npumeHeHuto MCO/M3K 20000-1 B chepe ob6nauHbix yenyr (TexHuyeckuii
oTyerT);

- yacTb 10. OCHOBHble NOHATUA U TepMUHonornsa (TexHUYecknii oTyeT);

- yacTb 11. PykoBoacTBO no B3aumogeincteunio mexagy MCO/M3IK 20000-1:2011 n cuctemamu ynpasne-
Hua ycayramu: ITIL®1* (TexHU4Yeckunin otyer).

Cnepytouime pasfenbl HaxoAsaTcs B npouecce pas3paboTku:

- yacTb 6. TpeboBaHWs K OpraHn3aumamM, ocyWwecTBAAWMUM ayauT n cepTumnkauunio cuctem ynpasne-
HUA ycnyramu,

- yacTb 8. PykoBOoACTBO MO MPUMEHEHUIO U NpeuMyliecTBaM CUCTEM YNpaB/ieHUsa yciyramu B MasblX
opraHusaumax (TexHnyeckuin oTyer);

- yacTb 12. PykoBoACTBO No B3anmogeicteuio mexagy MCO/M3K 20000-1:2011 n cuctemamu ynpasine-
Husa ycnyramu: CMMI-SVC®2) (TexHu4Yeckunini otyer).

HacTtosawuin ctTaHgapT BkAoYaeT B ceb6a 0630p OCHOBHbIX NOHATUI U TEPMUHONOTMKN. HacToAWMA cTaH-
[apT co3fjaeT OCHOBY, KOTopas NoMoraeT opraHm3auusam NOHATb Has3HayeHne Bcex yacteit MCO/M3IK 20000
1 B3aMMOCBA3M Mexay HUMKW. MpeanonaraeTcs, 4TO HACTOAWMIA cTaHAAPT CTaHET aBTOPUTETHLIM UCTOYHUKOM
onpepeneHunii, CNoNb3yemMbiXx BO BceM Komnsaekce ctaHgaptoB MCO/M3K 20000. TepMuHbl, onpefeneHHble
B HacTosllem cTaHfapTe, 6yayT UCKNYATLCS U3 APYTUX Oony6aMKoBaHHbIX Yactelh MCO/MIK 20000 npu unx
nepecmortpe.

B HacTosiweM cTaHfapTe Takke ykasaHbl Apyrne LOKYMEeHTbl, cBA3aHHble ¢ MCO/M3K 20000-1:2011,
1 B3aMMOZeliCTBUA C aHaIOTMYHbIMN MeXAYyHapo4HbIMU CTaHJapTamMu, YTOo NOMOXET yNpoCTUTb COBMECTHOe
NCrnosb3oBaHne aTUX CTaH[apToB B OpraHn3aLmnsx.

HacTtosawuin ctaHgapT MoxeT 6biTb UCNOMb30BaAH 1060 opraHnsaumnein nnm cneunannuctom no nnaHu-
poBaHUIo. NPOEKTUPOBAHUIO, Nepefaye B IKCNayaTauunio, NpefocTaBIeHNo U yIyULWEHUIO YCYr, UCMO/b3YI0-
wumn NCO/M3K 20000-1:2011. Kpome TOro, HacToALW M cTaHAapT 6yAeT noneseH cneymannctam no oueHke
Uan ayauty cucteMm ynpassieHus ycnayramum (CYY): B HeM nogpo6HO onucaHbl Bce yactn MCO/M3IK 20000 un
CNoco6bl X MPUMEHEHUA. B 4yaCTHOCTM, HACTOALMNIA CTaHAApPT:

a) BkAYaeT B ceba onpefeneHns TEpMUHOB:

b) cBA3bIBaeT BoegmHo Bce yactu MCO/M3K 20000, 06bSICHAA UCNO/Ib3yEeMble B HUX OCHOBHbIE NMOHATUSA
N TEPMUHbI;

C) pasbsAcHAeT B3auMOCBA3N Mexay yactamu MCO/M3IK 20000;

d) onucbiBaeT BO3MOXHble UHTepdelicbl 1 cnocobbl UHTerpauun CYY nocTaslynka ycnyr u gpyrmux cu-
cTeM ynpasfieHus;

e) coAepXxunT 0630p APYrnX MexAyHapoLHbIX CTaHAaPTOB, KOTOPble MOTYT MCNONb30BaTbLCA COBMECTHO C
KomMnaekcom ctaHgaptoB MCO/M3K 20000;

f) onuceiBaeT B3anmocea3b ¢ MCO/MIK 20000-1 v gpyrumu MexayHapoAHbIMU cTaHgapTamu.

PucyHok 1 nnnoctpupyeT B3aumocsasn mexgy vyactamum NCO/M3K 20000 1 BAMAHME Ha HUX pasnny-
HbIX BHELWHUX CUCTEM.

1 ITILO siBNsieTcA 3aperncTpupoBaHHoO Toproeoi Mmapkoii AXELOS Limited.
2) CMMI-SVCO sBnsieTca 3aperycTpMpoBaHHoii Toprosoii Mapkoii CMMI Institute.
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PucyHok 1— O630p vacTeit ICO/M3K 20000, paccMaTprvBaeMbIX B HACTOALLEM CTaHaapTe
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HALUWOHANDBHGLN CTAHAOAPT POCCUMCKOWN PEOLEPAL NN

MHdhopMaLnoOHHbIe TEXHONOTUN
YMNPABNEHUWE YCNYTAMWU
Yactb 10

OCHOBHble NOHATUA N TEPMUHOIOTUSA

Information technologies. Service management. Part 10. Concepts and terminology

Jata BBefeHus — 2018—01—01

1 O6nactb NPUMEHEHUSA

B HacTosuweMm cTaHgapTe onucaHbl OCHOBHblE MOHATUA, OnNpejensawline, Kakum ob6pasom pasnnyHble
yactn NCO/M3K 20000 nogaepxuaoT NCO/M3I3K 20000-1:2011. a Takxe B3aMMOCBA3N MexXxAy 4acTamu
MCO/M3K 20000. gpyrumun mexayHapoAHbIMU CTaHAapTamMmuy U TeEXHUYECKMMU oTyeTamun. B HacTosAwWwem cTaH-
fapte Takxe obbsAcHseTcsa ucnonb3lyemas B Komnaekce ctaHgaptoB MCO/M3K 20000 tepmuHonorus ans
npaBu/IbHOTO BOCMPUATUA OpraHnsayusaMy u cneumannctamm OCHOBHbIX NOIOXKEHWIA.

HacTtosawwuin ctaHgapT npegHasHayeH gns:

a) MocTaBLMKOB YC/yr, KOTOpPble paccmaTpuBaloT NepcnekTUBY MCNOMb30BaHUA NOObIX vacTei
MCO/M3K 20000 n KOTOpPbIM HEO6XOAMMO PYKOBOACTBO NO WX NPUMEHEHUIO ANSA AOCTUXEHWNA NOCTABNEHHbIX
uenei;

b) NMOCTaBLWKOB YCNYr, Xenawwnx YACHUTb BO3MOXHOCTU MPUMEHEHUA KOMMNJeKkca cCTaH4apToB
MCO/M3K 20000 cOBMECTHO C APYTUMY MEXAYHapOAHbIMU CTaH4apTamMu;

C) cneuuanuncToB-NpPakTUKOB. ayfuUTOPOB W APYIUX NUL. Xenawwmux U3yynTtb KOMMEKC cTaHg4apToB
MCO/M3K 20000.

2 TepMUHbI 1 onpegesieHns

B HacTosiLleM cTaHAapTe NpYMeEHEeHbl C/ieaylne TepMUHbI C COOTBETCTBYIOLLUMU ONpeaesieHus MU,

MpumeuvaHus

1 TepMuHbI 1 oNpeaeneHns, ncnonbyemble B komnaekce ctaHgaptos ICO/M3K 20000. HO He BK/IHOYEHHbIE B Ha-
CTOALMIA CTaHAAPT, MOXHO HaliTU B CTaHAaPTHbLIX C/I0BAPsiX.

2 ®opmaTtupoBaHue cTaTeil TEPMUHOB U onpeaenieHunii U3BMEHEHO B COOTBETCTBUM C avpekTuBamm MCO/M3K. rna-
Ba 2. Bepcus 2011 r. CogepxaHue onpegenenuii, onybamkosaHHbIx B UICO/M3K 20000-1:2011. coxpaHeHo.

2.1 pocTtynHocTb (availability): CnocobHOCTb yCAyrM AN KOMMOHEHTa YCAYrn BbINOMHATL Tpebyemble
hyHKUMN B onpefeneHHblli MOMEHT UNKN B TeYeHne onpegenieHHOro NPoOMeXyTka BpeMeHM!.

MpumeuyaHne — [OCTYNHOCTb, KaK NPaBuUIO, BbIPaXXaeTCsa OTHOLLUEHNEM WM NPOLEHTOM BPEMEHW, B TEUeHMe
KOTOPOrO yC/yra Ui KOMMOHEHT YCyrn AeiCTBUTENbHO AOCTYMHbI 3aKa3uuky A5 UCMOb30BaHUsS MO OTHOLLEHMIO K CO-
rnacoBaHHOMY BPeMeH JOCTYMHOCTY.

2.2 6a3oBoe cocTosiHMe KoHdurypauyuum (configuration baseline): ®opmanbHO 3admMkcupoBaHHas
KOHChUrypaLmoHHas nHdopmaylma B onpegeneHHblii MOMEHT BPEMEHMW XXU3HEHHOTO Lukaa ycayrm uam Komno-
HeHTa ycnyru.

NMpuMmeyaHne — ba3oBble COCTOSHMS KOHMMIypauuii, a Takke NoATBEPXAEHHbIE U3MEHEHNS AaHHbIX 6a30-
BbIX COCTOSIHWI COCTaB/SAT CBeAEeHUA 0 TeKyLei KoHdurypaumm.

ApanTtupoBaHo u3 ISO/IEC/IEEE 24765:2010.

W3paHne ouymansHoe
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2.3 koHdurypaymnoHHasa egunnua. KE (configuration item. Cl): 3SnemeHT, Tpebylowunin ynpasneHus
ANa TOro, 4To6bl NPefocTaBnATb YCAYry.

2.4 6a3a pgaHHbIX ynpaBneHus kKoHdpwurypaumamu. CMDB (configuration management database.
CMDB): XpaHunuiye fgaHHbIX, MCNONb3yemMoe AN 3anucu aTpnbyToB KOHPUIypaLMOHHbIX eANHNL, U B3aWMO-
cBA3e Mexay KOHPUTypauMoHHbIMWU eANHNLAMN HAa BCEM NPOTSXEHUN UX XMU3HEHHOrO Lukna.

2.5 nocTtoAaHHOe coBepweHcTBOBaHMe (continual improvement): NMosTopsAwWaaca AeATEeNbHOCTb, Ha-
npasfieHHas Ha NOBbILEHNE CMOCOGHOCTMN YA0BIETBOPEHUS TpeboBaHuii K ycnyre.

ApanTtupoBaHo 13 CO 9000:2005.

2.6 KoppekTupylouiee geiictBue (corrective action): [eiicTBe No ycTpaHeHW NPUUYUHBI UIN YMEHb-
LIEHNI0 BEPOSAITHOCTU MOBTOPHOTO NPOSiIB/IeHNS 06HApPY>XEHHOr0 HECOOTBETCTBUA UM APYTOi HexenaTenbHo
cuTyaunu.

ApanTtuposaHo n3 CO 9000:2005.

2.7 3aka3uuk (customer): OpraHu3ayuma Unm YyacTb opraHusauuu, noTpednsawwas ycnyry(u).

MpumeuyaHne — 3aka3umk MOXET OblTb BHYTPEHHUM WM BHELLUHUM MO OTHOLLEHMIO K OpraHn3aLyim — nocras-
LLWKY YCIIyT.

ApanTtuposaHo n3 NCO 9000:2005.

2.8 pokymeHT (document): VIHcbopmaLuna n cogepxallnii ee HocuTeb.

Mpumep — TOAUTUKMA, NAAHBI, ONUCAHUSA NMPOLECCOB, NPOLEAYPbLl, COrnaweHns 06 ypoBHE yClyr, KOH-
TpakT bl UAN 3aNUCH.

MpumevaHunsn

1 JokymeHTaumsa MoXeT 6bITb B /110601 chopme nnm Ha ntobom HocuTene.

2 B komnnekce ctaHgapToB MICO/M3K 20000 AOKYMEHTbI, 3a UCK/TIHOYEHWEM 3anuvceid, Ao/MKHbI (DOpMynnpoBaTb
Lienin, KOTopbIX HE06XOAUMO [OCTUNYb.

(MCO 9000:2005]

2.9 pesynbTtatuBHOCTb (effectiveness): CTeneHb peanusauun 3angiaHMpPoBaHHON AeATENbHOCTA U 40~
CTUXEHMUA 3an/iaHMPOBaHHbIX Pe3y/bTaToB.

[MCO 9000:2005]

2.10 nHumnpeHT (incident): HesannaHupoBaHHOe CO6GbITUE, KOTOPOE NPUBESIO UNM MOXET MPUBECTU K
npepbiBaHNiO NPeAoCTaB/IEHNA YCYTN UIN K CHUXEHUIO ee KayecTBa, flaXe ec/iv OHO elle He MOBUAMIO Ha
yCnyry gns 3akasuuka.

2.11 nHdopmMaynoHHaa 6esonacHocTb (information security): CoxpaHeHne KoHduAeHUunanbHOCTH,
LLe/TOCTHOCTU M BO3MOXHOCTU gocTyna K nHdopmaymu.

Mpumeuvannsa

1 [lononHUTENIbHO MOTYT YUYUTLIBATLCA APYTe CBOWCTBA, TakMe Kak NoA/IMHHOCTb, NOAOTYETHOCTb, 6€30TKa3HOCTb
N HAAEXHOCTb.

2 TepMWH «A0CTYMHOCTb» HE UCMO/b3YeTCsA B JaHHOM OnpeaenieHnn, Tak Kak onpegeneHve asi 4aHHOro TepMuHa,
npuBeAeHHOe B HaCTOsLLEM CTaHapTe, HENPYMEHUMO ANA onpefeneHns TepMrHa «MHopMaLuoHHas 6e30nacHOCTb».

ApantupoBaHo n3 MCO/M3K 27000:2014.

2.12 nHUMAEHT MHopMaLnMoHHON 6e3onacHocTm (information security incident): OgHO AN HECKONb-
KO HexXenaTesNbHbIX UIN HeOXWUAaHHbIX COObITUI NMHhOpMaLMOHHOW 6e30macHOCTU, KOTOpble UMEIT 3Hauu-
Te/NbHYI0 BEPOATHOCTb KOMNpoMeTauny 6usHec-onepaLmnii n yrpos nHpopmaLnoHHol 6e3o0macHOCTU.

[MCO/M3K 27000:2014]

2.13 3auHTepecoBaHHas cTopoHa (interested party): J/inyo vav rpynna nuL. umelowme ocobblit nHTe-
pec B 4eATeNbHOCTU UK ycrnexe AesATesIbHOCTU MOoCTaBLyMKa YCyr.

Mpumep — 3akas3unku, Bnagenblbl, PyKOBOAUT €U, COTPYAHWKN OpraHu3alnmy — nocTaslunka ycnyr,
noapPsAAYMKNA, BAHKUPbI, COO3bl UAN NAPTHEPSI.

MpumeuyaHne — Tpynna MOXeT COCTOSTbL M3 OpraHW3aumn, ee 4acTv uan 6osiee YemM OAHOM OpraHu3aLmum.

ApanTtuposaHo n3 CO 9000:2005.

2.14 BHyTpeHHAA rpynna (internal group): YacTb opraHusauuy — nocTasLyuka ycnyr, kotopas 3aknio-
YyaeT hopmMasibHOe corfalleHme ¢ NOCTaBLMKOM YCnyr, 4To6bl CNOCO6CTBOBATH MPOEKTUPOBaHNIO, Npeobpa-
30BaHWI0. NPefoCTaB/EHNI0 N COBEPLLUEHCTBOBAHMNIO YCNYr(u).

MpumevyaHne — BHYTPEHHAS rpynna He BXOAMT B pamkn CYY nocTtasLumKa yCyr.
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2.15 unsBecTHasa owunbka (known error): Mpob6nema, nMmeLwas BbISBIEHHYIO KOPHEBYI NPUYUHY WUIW
MEeTO[ CHUXEHUSA UWN YCTPaAHEHUSA ee BAUAHUA Ha yCNyry 3a cyeT NpUMeHeHUsa 06X04HOro peLlleHuns.

2.16 HecooTBeTcTBUE (nonconformity): HeBbinonHeHne TpeboBaHuA.

[MCO 9000:2005]

2.17 opraHunsaumsa (organization): F'pynna nwogein n HeobxoAUMbIX CPeAcTB C pacnpegeneHHbIMU OT-
BETCTBEHHOCTAMM. NOJTHOMOYUAMU N B3AUMOOTHOLLIEHUAMMN.

Mpumep — KomnaHus, kopnopauus, pupma, npeanpuaTue, MHCTUTYT, 6naroTBopuTeNnbHas opraHnsayns,
UHAWBUAYANbHBIV NPEeANPUHUMAT €b, aCCOLMaLUA U N0 6ble COYeTaHNs MEPEUYNCTEHHbIX TUMOB OpraHu3aynii.

MpumeyaHnsa
1 O6bI4HO AeiicTByeT opraHn3aLmMoHHas CTpyKTypa.
2 OpraHusaums MoXeT 6biTb 06LLECTBEHHOI NN YaCTHOIA.

[MCO 9000:2005]

2.18 npeBeHTMBHOe AeicTBue (preventive action): [leiicTBme, ocyuiecTBasieMoe C Lenblo nsbexatb,
YCTPaHUTb MPUYNHY NN CHU3UTb BEPOSTHOCTb BO3HWKHOBEHWSA NOTEHLMaNbHOTO HECOOTBETCTBUSA UIN APYToW
noTeHunanbHO HexenatenbHON cntyauuu.

ApantuposaHo 13 MCO 9000:2005.

2.19 npo6nema (problem): KopHeBas npuynHa 04HOTO WN HECKOJIbKUX UHLUAEHTOB.

MpumeuyaHune — KaknpaBuio, KOPHeBas MpUYMHA HEM3BECTHA HA MOMEHT CO3[aHus 3anucu o npobneme, un
fanbHeiilee vnccnefoBaHWe NPOBOAMTCA B paMKkax npotecca ynpasneHus npoaemamu.

2.20 npouepaypa (procedure): YCTaHOB/IEHHbIV CNOCO6 OCYLW,ECTBNEHUS AeATeNbHOCTU UK npoLecca.
MpumeuaHne — Tpoueaypbl MOTYT 6bITb 4OKYMEHTUPOBAHHLIMU N HEAOKYMEHTUPOBAHHBIMU.

[MCO 9000:2005]

2.21 npouecc (process): COBOKYMHOCTb B3aMMOCBSI3aHHbIX U/ B3aUMOLeiCTBYIOLMX BULOB fesATellb-
HOCTU. Npeo6pasyroLias BXOAbl B BbIXOAbI.

[MCO 9000:2005]

2.22 3anucb (record): [OKYMEHT, cofepXalinii LOCTUTHYTble pe3ynbTaThl UM CBUAETENLCTBA OCY-
LWeCTB/IEHHON! AeATENLHOCTU.

Mpumep — AygUTOpPCKME OTYEThHl, OTUYeThl 06 WHUMAEHTAX, 3anucu 06 06YYEHWU N MPOT OKONbI CO-
BelW aHuii.

[MCO 9000:2005]

2.23 penus (release): Ha6op M3 04HON NN HECKOMBKNX HOBbIX UM U3MEHEHHbIX KOH(UTIYypaLMOHHbIX
eVHUL, BHeAPEHHbI B NPOM3BOACTBEHHYIO Cpeay NOCPeACcTBOM OAHOMO Unn 6onee N3MeHeHuN.

2.24 3anpoc Ha u3meHeHue (request for change): MNMpeanoxeHne o BHECEHUUN U3MEHEHUSA B YCNyry,
KOMMOHEHT ycnyrn nnm CYY.

MpumeuyaHue — W3meHeHve ycnyrv BkIoYaeT B cebs NpeaocTaBfieHe HOBOI yCnyru WM npekpatlieHue
npefocTaBneHns ycayru, kotopas 6onblue He TpebyeTcs.

2.25 puck (risk): BnusHme HeonpefeneHHOCTH Ha Lenu.

MpumeyaHuns

1 BnunsiHMe — 37O OTK/IOHEHWE OT OXMAAEMOr0, MOJIOXUTESIbHOE NI OTpULATE IbHOE.

2 Lenn moryT nmeTb pasHble acnekTbl (Hanpumep, MHaHCOBbIE, 3KOMOrMYeckue, Lenu 34paBooXpaHeHns n 6es-
0MacHOCTU) U MOTYT MPYMEHATLCA Ha Pa3/INYHbIX YPOBHAX (HaNpUMep, CTpaTernyeckuii ypoBeHb, OpraHn3aLoHHbIi ypo-
BEHb. YPOBEHb MpoeKTa, NPoAyKTa uau npouecca).

3 PuCK 4acTO xapakTepusyeTcsl CCbIIKOM Ha BO3MOXHbIE COObITUA U NOC/IEACTBUS U UX COYETaHVE.

4 PuCK 4acTO BbIpaXaeTcsl B TePMMUHAX COBOKYMHOCTW MOCNEACTBU CO6LITUA (B TOM YMC/ie USMEHEHNS 06CTOS-
TEe/bCTB) VI BEPOATHOCTN €70 BO3HUKHOBEHUSA.

[MCO 31000:2009]

2.26 ycnyra (service): Cnoco6 npeAocTaB/fieHns LEHHOCTM 3aka3uuky Yyepes COAeiicTBME emMy B Mosy-
YEHUUN KOHEUHbIX Pe3y/ibTaToB, KOTOPbIX 3aKa3umK XoueT A0CTUYb.

MpumeyaHusa

1 Ycnyra, kak npaBuio, HematepuasnbHa.

2 Ycnyra Takke MOXeT NpefocTaBAATLCA NOCTaBLUMKY YCAYT NOAPSAYMKOM, BHYTPEHHEN rPynnoii nnn 3aKka3umnkoM,
BbICTyNatoLLUM B KayecTBe noapsaymka.
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2.27 KOMNOHEHT ycnyru (service component): OfuH 31eMeHT YCNyru, KOTOPbIi B COYeTaHUn ¢ Apyrumu
afemMeHTaMu hopMupyeT NoJHYI0 yCnyry.

Mpumep — o6GopyAoBaHWe, NporpamMHoe obecneyeHue, UHCTPYMEHT b, NPUMOXKEHNS, JOKYMEHT auus,
MHopmMaLns, NPoLEeCcCh 1 BCNOMOTaTEe/bHble YyCNYTN.

MpumeyaHne — KOMMNOHEHT yC/yrn MOXET COCTOSATb U3 OAHOI MMM HECKONBbKUX KOH(*)VIpraLI,VIOHHbIX eANHNLL.

2.28 HenpepbIBHOCTb 06cnyxuBaHua (service continuity): CnocobHoCTb ynpaBasATb puckamMu u co-
6bITUAMU. KOTOPbIE MOTYT UMETb Cepbe3HOoe BAMAHWE Ha ycnyry(n), ¢ Lenbio HeENPepbIBHOrO NpeaocTaBneHus
YCNYT Ha COrIacoBaHHbIX YPOBHSX.

2.29 cornaweHne o6 ypoBHe ycnyr. SLA (service level agreement. SLA): ®opmanbHoe cornaleHue
Mexay NOCTaBLLMKOM YCAYT U 3aKasunmknum. KuTupoe onpegenseT ycnyru n uenv npefoctaB/ieHns yenyr.

Mpumevannsa

1 CornawieHune 06 ypoBHe YCNyr MOXeT ObITb 3ak/I0UEHO MeX Y NOCTaBLUMKOM YCAYT 1 NOAPAAYMKOM, BHYTPEHHEN
rPynnoii MM 3akasuyvkoM, BbICTYMAIOLLMM B Ka4yecTBe Noapsaumka.

2 CornalleHvie 06 ypoBHe yCnyr MOXeT 6bITb BK/IKOYEHO B KOHTPAKT UAn ApYroi Bug, hopMasibHOro CornalleHns.

2.30 ynpaBneHue ycnyramu (service management): KoMnaekc opraHu3aLWOHHbIX BO3MOXHOCTEWR ©
npoLeccoB 415 OCyLleCTB/IEHUS PYKOBO/CTBA M KOHTPONA AeATeNIbHOCTU U pecypcoB nocTasLmka ycnyr gns
npoekTupoBaHnsa, npeobpasoBaHnsa, NpesocTaBeHNA U COBEPLIEHCTBOBAHUSA YCNYr C Lenblo yaoBneTsope-
HUSA TpeboBaHuii K ycnyram.

2.31 cucTtema ynpasneHus ycnyramu. CYY [service management system (SMS)]: Cuctema ynpasne-
HUSA ANSA OCYLWEeCTBNEHNA PYKOBOACTBA U KOHTPONA AeATe/IbHOCTU NocTaBLiMKa YCNYr No ynpaB/ieHuo ycny-
ramu.

Mpumeuvannsa

1 Cuctema ynpasneHus npeacraBnseT cob6oii COBOKYNMHOCTb B3aMOCBSi3aHHbIX Y B3aUMOAENCTBYOLLMX 3/1EMEH-
TOB A1 CO34aHNSA NOMTUK U Lienein N JOCTUXKEHNS aTUX Lenei.

2 CYY BKo4aeT B cebs Bce NOMNTYKM yNpaB/ieHns yCyramu, Lenu, naaHbl, NPoLecchl, JOKYMEHTAL M0 N pecypchbl,
HeobXoAuMble AN NPOEKTVPOBaHNSA, NpeobpasoBaHnsl, NPefOCTaBNEHUA U COBEPLUEHCTBOBAHWUA YCAYT U BbINO/THEHUS
TpeboBaHwuii, ykazaHHbIx B UICO/M3K 20000-1:2011.

3 AganTupoBaHo 13 onpefeneHnsa TepMrUHa «cucteMa MmeHepkMeHTa kavectsa» B ICO 9000:2005.

2.32 nocTaBwuK ycnyr (service provider): OpraHusauua wam 4yacTb opraHusauun, ynpasnswowas u
npefocTaBnsowWas ycnyry(n) sakasumky.

MpumeyaHne — 3aka3uvk MOXET ObITb BHYTPEHHUM UM BHELUHUM MO OTHOLLEHWIO K OpraHu3aLmm — nocras-
LLMKY YCIIyT.

2.33 3anpoc Ha o6cnyxunBaHue (service request): 3anpoc o npefocTaBNeHUN MHOPMaLUN, KOHCY/b-
Tauuu, AocTyna K ycayre uam 3anpoc Ha U3MeHeHue, KOTOpbI NpeABapuUTENbHO YTBEPXKAEH.

2.34 Tpeb6oBaHue Kk ycnyre (service requirement): MoTpe6HOCTM 3aka3uymka U nonb3oBaTenelt ycnyru,
BK/tOYan TpeboBaHMs K YPOBHIO YCNYTK, a Takke NOTPe6HOCTU nocTasLyuKa yCnyr.

2.35 nogpsAgunk (supplier): OpraHusauumsa unu YacTb opraHvsauun, KoTopas sBASeTCA BHeLWHel no oT-
HOLLEHMIO K OpraHn3auumn nocTasLyMKa yCayr U 3ak/iyaeT 4oroBop € NOCTAaBLMKOM YCyr, YTo6bl y4yacTBOBaTb B
npoekTupoBaHuun, npeobpasoBaHnmn, NpeaocTaB/leHUN N COBEPLUEHCTBOBAHUN YCAYr(M) U NpoLeccoB.

MpumeuyaHue — TloApSAUMKN BKIHOUAT BbIGPaHHbLIX BeAyLLMX NOAPSAUYMKOB, HO He BK/IKOYAKT X cy6noapss-
YMKOB.

2.36 Bbicwee pykoBoAcTBO (top management): JInuo wau rpynna Aul,. KOTOpble OCYLLEeCTBASAIT PYKO-
BOJACTBO M KOHTPO/b AE€ATeNbHOCTN NOCTaBLMKa YCNyr Ha CaMOM BbICOKOM YPOBHe.

ApanTtupoBaHo n3 NCO 9000:2005.

2.37 npeo6pasoBaHue (transition): Buabl AeATENbHOCTU, CBA3aHHbIE C BBOAOM HOBbIX UIN U3MEHsIe-

MbIX YCNnyr B NPOU3BOACTBEHHYIO cpeay UM BbIBOAOM U3 Hee.
3 TepmuHosiorns, ucnosiblyemMas B Komnsekce ctaHgaptos MICO/M3K 20000

TonkoBaHue 60MbWINHCTBA TEPMUHOB B KOMNekce ctaHgapToB MCO/M3K 20000 npuBeaeHo B 06 KX
cnosapsx. HekoTopble TEPMUHBI onpefenieHbl 0c060; X onpefeneHnsa 3aMMCcTBOBaHbl U3 ApYrux CTaH4apToB
cucTem ynpasfneHus nmbo npusBefeHbl B Komnaekce ctaHgaptos MCO/M3K 20000. Hanpumep, TepMUHbI

4
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«[LOKYMEHT», «3(P(PeKTUBHOCTb» N «BbICLIEE PYKOBOACTBO» 3auMCTBOBaHbl U3 NCO 9000:2005, TEPMUH «UH-
hopmaumoHHas 6esonacHocTb» — M3 WCO/M3K 27000. a TepMUH «ycnyra» NpuBeAeH B HaCTOALWEM CTaH-
fapre.

TepMUH «BbiCLIEE PYKOBOACTBO» B KOHTEKCTE KOMMekca ctaHgapTtos MCO/M3K 20000 o3HavaeT nnuo
AW TPYNNy NuUL, KOTOPble YNPaBAAT NOCTaBLLMKOM YCAYT U KOHTPONMPYIOT OF0 Ha BbiCLIEM ypoBHe. Ecnn no-
CTaBLLMK YCYr BXOAUT B COCTaB 60/1ee KPYMHOI opraHn3auumn, To TEpMUH «BbiCLLEE PYKOBOACTBO» B pamKax
Komnnekca ctaHgaptoB MCO/M3K 20000 Takxe OTHOCUTCA K inuaMm, ynpaBastoLmM opraHusayueid, kotopas
onpejeneHa B kayecTse nocTaBLUKa YCayr, U KOHTponupywwum ee. B NCO 9000:2005 TepMUH «BbiCLIee
PYKOBOACTBO» O3Ha4aeT N1L. OTBETCTBEHHbIX 3a opraHu3auuio. B komnnekce ctaHgaptos MCO/M3K 20000
TEPMUH «BbiCllee PYKOBOACTBO» OTHOCUTCS K YacTu opraHu3auun, otTsevatwullei 3a CYY noctaswyuka ycnyr un
061acTb ee NpUMMeHeHUS.

B NCO/M3K 20000-1:2011 ucnonb3yrTCA U gpyrume TepMuHbl, onpegeneHHblie B MCO 9000:2005. Kak
npaBunI0, OHN TECHO CBA3aHbl C CMCTEMaMK ynpasieHus (Hanpumep, npouecc, npoueaypa, AOKYMEHT, 3anuch,
KoppekTupylouwee gelicTeue, ynpexgawoluiee geiictene). B HEKOTOPbIX cayyasax onpefeneHuns, npuBefeHHble
B NCO 9000:2005, aganTtupoBaHbl K ycayram, nockonbky MCO/M3K 20000-1:2011 paspabaTbiBancsa cneuymu-
anbHo ana CYY wnycnyr.

TepMUH «pYyKOBOACTBO» OnpefenieH B pas/IMuHbIX COBapsaX, O4HaKo B KOMMaeKkce cCTaHA4apToB
MCO/M3K 20000 npumeHsieTCs TO/IbKO B KOHTEKCTE «MPOLECCOB, BbIMO/IHAEMbIX APYTUMUN CTOPOHAMW».

TepMuH «KoH(UrypaumoHHas eguHuua» B MCO/M3K 20000-1:2011 o3HavyaeT 3/fieMeHT, KOTOpbIi cne-
AyeT KOHTPONMpPOBaTh C LeNblo Oka3aHWsa OLHOW UAW HEeCKONbKMX ycnyr. Takum obpa3om, nocTaBLuKy ycnyr
Heo6xoAnMO onpefennTb, YTO UMEHHO cnefyeT KOHTPO/IMPOBATb Kak KOHPUTypaLMoHHYO eanHuLy ANsa A0-
CTMXeHNA 6U3Hec-uenein opraHnsalmm n yaoBieTBOPeHNs ee Tpeb6oBaHuil kK ycnyram. B ponu koHdurypaum-
OHHbIX eiMHUL, MOTYT BbICTyNnaTb HeKoTopble (He o6a3aTenbHO BCe) pecypchl. MNpuMepbl pecypcos, KOTopble
ABNATCA KOHPUTYPALUNOHHBIMU eAnHULaMN, — NPUNIOXEHNE U cornalweHne 06 ypoBHe obcnyxunsaHusa. 3a-
nUMcKH MOTyT ABNATLCA pecypcamMun, HO He KOH(UrypaunoHHbIMU eguHULamMu.

HecmoTpsa Ha To uTO hOpMyNMpoOBKa onpefeneHna TepMUHa «UHUMAEHT MHOpPMaLUoHHON 6e3onac-
HOCTU» B KOMM/iekce cTaHgapTtoB MCO/M3K 20000 3anmcTBoBaHa M3 MCO/M3K 27000:2009. aTOT TEPMUH
onpegensieTcs U Ucnosb3yeTcsa B Komnaekce ctaHgaptos MCO/M3K 20000 uHauve.

B NCO/M3K 27000:2014 TepMMUH «UHUUAEHT UH(POPMALMOHHON 6€30MacHOCTM» OTHOCUTCA K SIl06bIM
HeXxenaTesibHbIM COGbITUSAM, YIpOXarLWmnM NHhopMaLoHHoi 6e3onacHocTn. MCO/M3K 27001:2013 onucsl-
BaeT efMHbI NpoLecc pearnpoBaHns Ha MHUUAEHTbI MHPOPMAaLMOHHON 6e30MacHOCTH.

MpumeyaHne — B NCO/M3K 27013 npuBegeHa 6onee nogpobHas uHgopmauua 06 uHTerpauunu
MCO/M3K 20000-1 n NCO/M3K 27001, B TOM YMc/e O COrnacoBaHnM UxX TEPMUHOB.

HanpoTus, B MCO/M3K 20000-1:2011 npefycCMOTPEHO HECKO/IbKO MEXaHM3MOB 06paboTku Hexenartesnb-
HbIX COBbLITUA U CBA3AHHbLIX C HAMW 3anucei: WHUUAEHTOB, WHUMAEHTOB MHopMaLNOHHON 6e3onacHocCTH,
npo6aeM, N3BECTHbIX OWNGOK N Cepbe3HbIX NHUMAEHTOB. CornacHo MCO/M3K 27001:2013 Bce 3TK co6bITUSA
MOTYT 6bITb OTHECEHbI K MHLMAEHTaM MHhopMaLnoHHO 6e30NacHOCTM B 3aBUCUMOCTU OT UX XapaKTepUCTUK.

B NCO/M3K 20000-1:2011 npeAyCMOTPeH paj MexaHU3MOB ynpas/ieHWs NepeynucieHHbIMU CObbITH-
AMWU. B TOM 4UCMe ynpaBfieHne MHUMAEHTamMun U 3anpocamu ycnyr, npouegypa o6paboTkn cepbesHbliX UHLM-
[EeHTOB U ynpassieHne npo6nemamu. B TeyeHne CBOEro XXM3HEHHOrO LUKKIa HexenartesbHoe cobbiTUe MOXET
o6pabaTbiBaTbCsA HECKOMTBLKMMY NpoLeccaMmu u npouegypamu.

[ns cornacoBaHns Bcex yacTeit komniekca ctaHgaptos MCO/M3K 20000 gpyr c 4pYyromMm B HUX UCMOSb-
3yl0TCA efjMHoO0bpasHble TeEpMUHbLI, coBa 1 dpasbl. Hanpumep, BMecTo hpasbl «COOTBETCTBOBaTL Tpebosa-
HUSIM» NCMONb3yeTcsa hpasa «BbINONHATL TpeboBaHNA». 3Ta COrNacoBaHHOCTb Takxe obieryaet KOPPEKTHbIN
nepesBoj komnnekca ctaHgaptos MCO/M3IK 20000 Ha gpyrue si3biku.

4 CwucTteMbl ynpas/ieHusa ycnyramu

4.1 O6wan nHopmaums

C nomouwblo CYY nocTaBLyuKu YCAYT MOTyT NpejocTaBisTh 3akazumkam yCcayru, KoTopblie yA0BAETBO-
pslOT UX 6UsHec-noTpe6HoCTM U TpeboBaHus. BHegpeHvne CYY faeT BbiCWIEMY PYKOBOACTBY BO3MOXHOCTb
OCYWeCTBNATb HABNIOAEHNE U KOHTPOSIb, HEOGXOAUMbIE 4151 CO3/aHNA GU3HEC-LEHHOCTN U COXPAHEHNUS KOH-
KYPEHTHbIX NpeuMyLecTB. VIHTerpupoBaHHblii npouecc ynpaefeHus ycayramum o6ecneyvnBaeT COrnacoBaH-
HOCTb WX OKa3aHus, a Takxe Hajnexallee niaHupoBaHue 1 KOOPAUHALMUIO BBOAA HOBbLIX Y U3MEHEHHbIX YCYT.

5
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4.2 MNoHaTune CYY

CYY — 370 MHOXeCTBO B3aMMOENCTBYOLWNX KOMNOHEHTOB, KOTOPblE YNpaBnalT 4eACTBMAMKU NOCTaB-
LMKa yCcayr Mo oKasaHuio ycnyr, a Takke KOHTpo/nupyT nx. B coctas CYY BXOAAT NOMUTUKK, LLEeNU, nnaHbl,
npoueccol, AOKYMEHTauns 1 pecypcbl ANS AOCTUXEHUA Leneli ynpaBneHus ycnyramu, okasbiBaembiMu Mo-
CTaBLMKOM YCNYr, N BbINOSIHEHNSA Tpeb6oBaHuii K 3TuM ycnyram. CYY gonxHa ynpaBnsatb 4eACTBUAMMN NoOCTaB-
LinKa ycnyr no npoekTuposaHunio, BBOAY B 3KCnyatauuio, npefocTtaB/ieHnto, ynpaB/ieHNo U COBEPLLIEHCTBO-
BaHWIO YCNyr C LeNbio YA0B/eTBOPeHNss 6u3Hec-noTpebHocTeli n TpeboBaHUil 3aKkaszumka (BHYTPEeHHero umm
BHELUHEro), a Takxe KOHTPONMpoBaTh 3TN felCTBUS.

CYY. npefHa3HauyeHHas ONS OKasaHWSA yCNyr 3akas3uuMky M ynpaBneHuss uMmu Ha ocHoBe NCO/M3K
20000-1:2011, no3BonseT MOCTABLLMKY YCAYT YCUINTb KOHTPO/b, NOBbICUTb COBCTBEHHYI 3D(PEKTUBHOCTD
N paclumnpsieT BO3MOXHOCTU AN coBepleHcTBOBaHUA. CYY cnocobHa HenocpeacTBeHHO obecneymBaTb ag-
hekTUBHOE ynpasaeHne ycnyramm n ux KOMNOHeHTammn, co3faBaTb LLEHHOCTb U CHUXAaTb PUCKM HEUCNONHEHNUSA
nocTaBLMKOM YCNyr cBoux o6a3artenscTs. CYY noBbilWaeT Ka4ecTBO OKa3blBaeMblX YC/Yyr, YCKOpPAeT BbIBOS
NPOAYKTOB Ha PbIHOK, MO3BOMSET 6bICTPO pearnpoBaTb Ha NOTPEHGHOCTU 3aKa3unkoB, ynyyllaeT B3aMOOTHO-
LWeHNs C HUMU U NpefocTaBnaeT Apyrne npeummyliectsa, 6narofgaps KOTOpbIM NOCTABLUK YCNYT ykpennseT
CBOI penyTauuio 1 NosioXKeHWe Ha PblHKe.

CYY ocHoBaHa Ha crefynwmx npuHymMnax:

a) KOHUEeHTpaumusa Ha cornacoBaHHbIX TpeboBaHUAX 3aKasuuka K ycnyram,

b) akTuBHas nogaepxka CYY n ybexaeHne 3anHTepecoBaHHbIX CTOPOH B €e BaXHOCTH,

C) KOMMNJIEKCHOE ynpas/ieHne ycayramum ¢ yHactuem:

1) nocTaBLWMKa ycnyr,

2) BHYTPEHHUX U BHELWHNX 3aKa34nKoB,
3) nocTaBLyMKOB.

4) BHYTpPEHHMX rpynn,

5) 3anHTepecoBaHHbIX CTOPOH:

d) MHTerpupoBaHHbIi NOAX0A K NpoLeccy;

€) NOCTOSIHHOE COBepLUEHCTBOBaHME C MOMOLL b0 METOA0/10TMN «M/1aHMpOBaHMe — peannsauns — KOH-
Tponb-koppekTuposka» (Plan-Do-Check-Act. PDCA).

O dekTnBHOCTb CYY 3aBUCUT OT YPOBHSA U KayecTBa BHEPEHNA BCEX NEePEeUYUCIEHHbIX NPUHLMNOB.

MpoekTupoBaHue n BHegpeHne CYY MOXeT NPOUCXOAUTb NOJ BAMsaHMEM TpeboBaHWii K ycnyram u ue-
NAM ynpasneHus ycnyramu, KoTopble AO/HKHbI NepUognuyecky nepecmarTpusaTbCsa No Mepe pasBUTUS opraHu-
3ayun. Bo3MOXHO 1 BNnAHUE ApYrux akTopos, Hanpumep macwtabda u CTpyKTypbl NocTasLmka ycnyr, TMNos
YCNYT N NX 3aKa34nKoB (BHYTPEHHEro, BHELHEro unm o6omnx).

CYY 1 cBfi3aHHble C Hel KOHUenuuu MMeroT o6Linii xapakTep ¥ NPUMEHUMbl KO BCEM NOCTaBLiMKaM
yCNyr He3aBMCMMO OT UX TUNa, macwTaba n xapakTepa okasbiBaeMbiX umu ycnyr. MCO/M3K 20000-1 moxeT
NPUMEHATLCS B OpraHn3aumsax caMblX pasHblX TUNOB M pa3MepoB — OT KPYyNHeWWwmnx npenpuaTuii ¢ Toics-
yamu COTpyAHUKOB, paboTalowWwmux B pasiMyHbIX pernoHax, A0 ManbiX U CpefHUX KOMMaHwui ¢ HeGONbLINUM
wratom n ogHum odpucom. MCO/M3IK 20000-1 MOXET MCNONb30BATHLCA A4NA yNpaBAeHNA NHPOPMaLNOHHbIMY,
KOMMYHWKaLMOHHLIMU U TEXHOTOTMYECKMMU YCayramun BHYTPU 3TUX opranmsaumnin. NCO/M3K 20000-1 npume-
HUM B pasfiMyHbIiX 6M3Hec-noapasfeneHunax K pasimyHbiM ycnyram: TeN1eKOMMYHUKaLUOHHbIM, (DUHAHCOBbLIM,
TPpaHCNOPTHbIM, 061a4YHbIM, yNpaBneHna NHPPacTpykTypoil, nepegayn 6M3Hec-NpoLECCOB BHEWHUM NOAPAL-
ynkam un gp. Tpe6oBaHusa Kk CYY. onpegeneHHole B MCO/M3IK 20000-1. MOXHO afanTupoBaTb K KOHKPETHOA
opraHmsayuun ¢ yuetom ocob6eHHOCTel ee oTpacnu, macwrtaba v Tuna ycnyr.

4.3 VIHTerpupoBaHHbI NpoLEeCcCHbIi NoAXon4

Mpouecc — 370 HA6Op B3aMMOCBS3aHHbIX AeCTBUIA C €AUHOI Lenbio, KOTOPbIA AOKEH YNpaBnsTbCs CO-
BMECTHO C Apyrumu npoueccamu. B3ammHas mHTerpaumsa npoueccoB obecneumBaeTcs UHTepdelicamn mexay
HUMM, COCTOALLMMUN N3 BXOA0B U BbIXOLOB NpoLeccoB. Bbixog o4HOro npolecca MoXeT HeNnocpeacTBEHHO NOCTY-
naTb Ha BXOg A4pyroro npouecca. NMpumepbl BXOA0B M BbIXOAOB Npoueccos npmeegeHbl B MCO/M3K 20000-2:2012
(npunoxeHune A). Mpoueccbl ONUCLIBAKOT, YTO AO/HKHO BbIMOMHATLCA, U YacTo MoAggepXxuBalTca npoueaypa-
MUW. KOTOpble OnpeaensaT, Kak 4O/MKHO NPONCXOANTL BbiNONHEHWe. Na BHeAPEHUS UHTErpupoBaHHOrNO Mpo-
LLleCCHOro noAxofa nocTaBLUKy YCNyr HE06X0ANMO AOKYMEHTUPOBaTb U peann3oBbiBaTb NpoLecchl ynpas-
NleHnsa ycnyramu n uHtepdelicel, cBA3biBalLWme uUx mexagy coboli u ¢ gpyrumu anemeHtamu CYY. MHorue
KPUTUYECKN BaXHble NpoLecChl BbIXOAAT 3a Npefenbl opraHnsaumnm, 4To YCNOXHAET onpegeneHne ponen u
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chep OTBETCTBEHHOCTW B ynpaBsieHun npoueccamn. YTobbl NOMHOLEHHO NOAAEPXNBATb UHTETPUPOBAHHYIO
Mofenb, BbiClIee PyKOBOACTBO AO/KHO Noc/iefoBaTe/lbHO NPOBOAUTL OpraHun3aunoHHble npeobpasoBaHus,
npuHUMas Ans 3Toro Heo6XoANMble peLleHus.

4.4 TIOCTOSAAHHOE cCOBeplleHCTBOBaHne

MpenmyuiecTtBa NOCTOAHHOIO cCOoBeplieHCcTBOBaHUA CYY BbiTeKkaloT U3 TOro, 4YTo Yycnayrm u cucrema
ynpasieHna MMy Bcerpa CoOTBETCTBYIOT MeHAWLWUMcsa notpebHocTam 6usHeca. CoBeplleHCTBOBaHWe faet
NnocTaBLLMKYy YCNYr BO3MOXHOCTb paboTaTb Kak 3pesioii U ONbITHOM opraHm3aymnu.

Moaxop K COBEPLWEHCTBOBAHMWIO, U3/TOXKEHHbIK B MCO/M3K 20000-1:2011. ocHOBaH Ha MeTO40/0rMn
POCA. Ha pucyHke 2 nokasaHo, Kakum 06pa3om MOXHO npuMeHsaTb MeTogonornio PDCA k CYY. B TOM yncne
K npoueccam ynpaBfieHusa ycnyramu, onucaHHoim B MCO/M3K 20000-1:2011 (pasgensl 51 9). n Kk camMum yc-
nyram. Kaxgblii anemeHT meTogonormm PDCA 3aBUCKT OT NpeAblAyLLEero afieMeHTa n o6a3ateneH 4n1s ycnew-
HOro BHegpeHua CYY.

PucyHok 2 — lMpuiieHoiiHe notogononm PDCA Bynpitanemm ycnyré&m

4.5 KomMnoHeHTbl acpdekTuBHol CYY

A dhekTnBHOCTL CYY 1 ee cnoco6HOCTbL 06ecneynBaTth JOCTUXEHNE Lienieil ynpaBneHns ycnyramm 3a-
BUCAT OT MHOTUX (hakTOpOB, B TOM YUC/e OT HaNU4us:

a) NONUTUK, CTUMYNNPYIOLWUX Hagnexallee nosegeHue;

b) Habopa MHTErpMpoBaHHbIX NPOLECCOB, NOINTUK U M1aHOB, ob6ecneynBaWmnX AOCTUXKEHNE U3IMEpPU-
MbIX Leneli ynpaBsieHus ycnyramu;

C) CMCTEMHOro noAxofa K NpoeKkTUpOBaHWIo, BBOAY B 3KCnayatauuto, npefocTaB/eHUn0 1 COBEpPLUEH-
CTBOBAHWIO yC/yr, COBMECTUMOrO C OPraHn3aLnoHHO KynbTypoii;

d) 3HaYNTENbHOW NOALEPXKKM N 3aUHTEPECOBAHHOCTM CO CTOPOHbI BCEX YPOBHEN ynpaB/ieHns, B 0CO6GEH-
HOCTM BbICLUEr0 PYKOBOACTBA;

€) cMcTeMbl U3MEPEHUA A1 OLEHKN NPOU3BOAUTENIbHOCTU B Npouecce ynpaeneHns ycayramu, oT3biBOB
N NPeAnoXeHni N0 BHECEHNIO YCOBEPLUEHCTBOBAHWIA;

0 Bnajenbla cUCTEMbl ynpaBneHUs ycnyramm n OTBETCTBEHHOrO nvua, YNO/IHOMOYEHHOro ynpaBnsiTh
CYY nycnyramu, a TakXe COBepLIEeHCTBOBATb UX.

YTo6bl mocTaBWMK ycnyr mor gokasaTtb addektnBHocTb CYY. cnegyeT onpefennTb KOHKPETHble Mo-
Kaszatenu Npov3BOAUTENbHOCTU ANA KAXAO0r0 M3 BbillenepeyncieHHblix hakTopos, a 3aTeM cnefuTb 3a HUMK
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1 co3gaBaTb OTHETbI O KAXA0M M3 3TUX nokasaTtesieil. MocTaBLMK YCNyr 4O/MKEH NOATBEPXAATb CBO YPOBEHb
3hheKTUBHOCTN A1 KaXA0ro nokasaTesns U BHOCUTb BCe HEO6X0AMMbIE YCOBEPLLIEHCTBOBaHNSA.

4.6 NMpeumywectBa CYY Ha ocHOBe Komnnekca cTaHgaptoB MCO/M3K 20000

4.6.1 OcHOBHble nNpenmywecTea CYY

Mpu BHegpeHun CYY nocTaBLLMKW YCAYT MOTYT ,eMOHCTPUPOBAaTb 3akas3uymkam v ApYrMMm 3aumHTepeco-
BaHHbIM CTOPOHAM CBOK CMOCOBGHOCTb NPUMEHATbL YEeTKME U COrlacoBaHHble NMPUHLUNLI YNpaBneHus.

Bo3moxHble npeumyuiecTsa BHeapeHna CYY:

a) nosblleHne achPeKTUBHOCTHN YCNYT U LLEHHOCTU nocTaBlnKa ycnyr Ansa 6musHeca 3akasunkos 6naro-
[apsa BHEAPEHUI0 1 NOCTOAHHOMY coBeplueHcTBOBaHMO CYY u ycnyr;

b) cokpalyeHue pacxofoB, BPEMEHUN U KosnyecTBa c60eB Npu oKasaHwuu ycnyr;

C) COOTBETCTBME KOMMNOHEHTOB CYY 6U3HEC-LeNnsaM 1 LeHHOCTb KOMNOHEHTOB CYY ana 6usHeca;

d) ynpaBneHue ycnyramy B COOTBETCTBUM C NOTpebHOCTAMM Bu3Heca, BbINO/IHEHWE TpeboBaHuii K ycny-
ram B o6s1actv npumeHeHus CYY;

e) obecneyeHne 3aKka3unkam yBepeHHOCTU B BefeHUn bnusHeca 6narogaps ncnonb3osaHuo CYY Ha oc-
HoBe NCO/M3K 20000-1;

f) cokpalweHve puckoB nocpeacTBOM COr/1aCoOBaAHHOIO NOAX0oAa K yNnpaBneHUo umu;

L) ynydweHue KoopAuHauuu Mexay nocTaBLiMKOM YC/Yr, BHYTPEHHUMU rpynnaMu, noctasliukamMu un
ApYrMuK CTOpOHaMu;

h) noagepxka onnucaHua, BHeApeHWA, aKcnayaTauum n 06CnyXxmBaHua LWNPOKOrO Kpyra MHTerpupoBaH-
HbIX MPOLLECCOB ynpaB/eHus ycnyramu;

i) adhchekTuBHOE OonpepeneHue poneii, chpep OTBETCTBEHHOCTW UM B3aMMOOTHOLWEHWI A5 NOALEPXKKN
CYY wnycnyr;

j) obecneyeHne eanHOro A3bika ANA ynpaB/eHUs ycayramu;

k) noHMmMaHune oxugaHuii co CTOPOHbI NepcoHana, NoAfepxka COTPYAHVKOB B pa3BUTUM HEOBXO4NMbIX
KOMMeTeHUWA, NnpusHaHne 3acnyr nepcoHana B OCTVXEHUN pe3ynbTaToB.

B NCO/M3K 20000-1 onucaHo pykoBoacTBO VT Cc NOMOLLbIO ynpaBneHuss, U3MepeHuii, colgaHusa oT-
4YeTOoB. OTC/NEeXnBaHUs TpeboBaHWii N NpefocTaBNeHNss MHhopMaLuuy B PyKOBOASALW e OpraHbl. 3TU onucaHus
[JONOJHAIT NepefoBble NPakTUKX MO TeXHMKaM ayauta pykosogctsa. CYY Takke noggepxusaeTt koprnopa-
TUBHOE PYKOBOACTBO, KOTOpOe 06bIYHO onupaeTcsa Ha MHopMaLmnto, NoayyaemMyto B Xo4e okasaHusa ycnyr, u
noaaepxky npoueccos, onpeaeneHHbix B MCO/M3K 20000-1.

CYY Ha ocHoBe MICO/M3K 20000-1 nosbiwaeT 3P eKTMBHOCTb 6M3Heca, NOCKONbKY rapaHTupyeT, 4To
yCNyrn NoAfepxnBatoT ero U He OTBAEKAIOT COTPY/AHUKOB OT BbINOSIHEHNA CBOMX rNaBHbIX 06a3aHHOCTel. He-
KayecTBeHHasa ycnyra BblHYXAaeT nepcoHan TpaTuTb BPeMS Ha UCnpaBfieHVWe ee pe3ynbTaToB WM MOUCK
anbTepHaTMBHbIX CNOCO60B pelleHnss Npobsem, a He Ha BbIMOJIHEHUE CBOel paboThl.

4.6.2 MpenmyuwecTsa He3aBucuMoii oueHkn CYY Ha cooTBeTtcTBme MCO/M3IK 20000-1

He3aBucumas oueHka cooTBeTcTBUA TpeboBaHnam MCO/MIK 20000-1 npepocTaBnseT opraHusaum-
AM Uenblil psg npeumylecTs, B TOM 4yucre noaTBepxXxAaeT cnoCOo6HOCTb OpraHusauun okasbiBaTb YCAyrn
Hafjnexaliero kayecTsa, MOCTOSSHHO COBEPLUEHCTBOBATbL MX. a Takke YA0BNeTBOPATbL TpeboBaHUA CBOUX
KNMeHTOoB. B cpege, rae ycnyru okasblBaloTCA pas/iMyHbIMU NocCTaBlWUKamu, Takoe nNoATBepXAeHne urpaet
BaXHYI0 po/ib.

He3aBucumas oueHka nojTBepxjaeT COOTBETCTBME NpoueccoB TpebosBaHuAM U obecrneynsaeT NoJ-
HbIl 4OCTYN K NpenMyliecTBamM nepefoBbIX MeTOAOB ynpaBieHus ycnyramu. Ha cMeHy HenocnefoBaTefb-
HOMY ynpaB/iEHUIO NpuLecoamMmn co CTOPOHbI NepcoHana NpuxoaAT YeTKo onpegeneHHble MNpoueccbl cUcTeMbI
ynpaBneHus, cootsetcTByrowein MCO/M3IK 20000-1 1 perynsipHO NPOXoAsileli OLEHKY.

CYY MOXHO MHTerpuposaTtb C APYIMMW cucteMmamu ynpasneHusa, Hanpumep QMS — gna NCO 9001 wn
ISMS — ana NCO/M3K 27001. ViHTerpupoBaHHas cuctema ynpasneHuns nosbiwaeT 3 PeKTUBHOCTb METO-
[,0B yNpaB/eHNs 1 cokpaliaeT pacxodbl Ha ayauT.

4.6.3 lMpeunmywecTsa, CBSA3aHHbIE C PA3/INYHbIMU CLEeHapuaMK ynpaBaeHnsa ycnyramu

YnpaBneHue ycanyramm MOXHO peasim3oBaTb MHOXECTBOM pa3/inyHbIX CNOCO60B, o6ecneynsatoLLLmx pas-
NNYHble npeumyliectBa. B Tabnuue 1 nokasaHbl Npumepbl CLEHapueB BHeAPEHUA CUCTeM ynpaBieHus u
noTeHumnanbHble BbIrOAbl OT UX UCNONb30BaHUA. CueHapuu, NnpueBefeHHble B Tabnuue 1. He oxBaTbiBalT BCE
BapuaHTbl MOJIHOLEHHbIX BHegpeHui CYY. Tofbko ABa NOCAEAHUX CLLleHapus NOSIHOCTbIO BbIMOMHAKT Tpebo-
BaHus MCO/M3K 20000-1.
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Ta6bnuuya 1— CueHapuu peanusaumv n UX npemmyLLecTsa

CueHapuii peanmzaLyim

CYY He BHefpeHa NnoJsiHo-
CTbt0. BHeapeHb! HekoTo-
pble npoueccs! ynpasse-
HWA ycnyramm

CYY He BHegpeHa non-
HocTblo. Bce npouecchl
ynpaBneHns  ycnyramu
BHe/peHbl Mo OTAENbHO-
CTU U HEe WHTEerpMpoBaHbl
Apyr ¢ Apyrom

CYY He BHefpeHa non-
HoCTbi0. Bce npouecchl

ynpaBfieHns  ycnyramu
VHTErpupoBaHbl
CYY MNOMHOCTbIO  BHe-

ApeHa 6e3 HesaBuCUMOIA
OLIEHKV Ha COOTBETCTBUE
Tpe6oBaHuam WNCO/MIK
20000-1

CYY noNHOCTbIO peanu-
30BaHa C He3aBWCUMOW
OLEHKO  COOTBETCTBMSA
MNCO/M3K 20000-1

Mprvep

BHegpeHbl TOMbKO  ABa
npouecca:  ynpasneHue
VHUMAEHTaMM 1 ynpasne-
HUE N3MEHEHNAMM

Bce npouecchl B ICO/M3K
20000-1:2011, pa3gen 5

Tenepb ynpasneHve us-
MEHEHVAMU  MOJIHOLIEH-
HO B3auMopelicTByeT ¢
ynpasneHnem KoHdurypa-
LUVSIMW. penu3amn n BHe-
ApeHvem

MonuTnkK, Lenu, nnaHsbl,
[OKYMEHTaUusi 1 pecypcebl
CYY, peaTenbHOCTb BbIC-
LIero pyKOBOACTBA, LMK/
PDCA w©n pykoBOACTBO
npoteccamu, BbINOJHsIE-
MbIMW ApPYTMMK CTOpOHa-
MU. 061acTb NPUMEHEHNs
onpegeneHa

MonHast oueHKa Kaxaple
TPM rofa, eXerogHoe MH-
CneKTUpoBaHue

lMoTeHUMarTbHbIV Pesy/bTaT W MPEVIMYLLIECTBO

Cneuudpmyeckne yHKUMOHaIbHBIE NPENMYLLECTBA KaKa0ro
npolecca B pamkax 06/1acTvi BHeAPEHUsi

Bblcokasi 4OCTYNHOCTb.
KOHTponb kaxaoro npoecca.
YnyuleHHoe ynpas/ieHne ycnyramm

Bbicokas ahdheKTMBHOCTb,
npovecca.
MocneposaTenbHOCTb.
OTCNnexnsaeMocTb.
KoHTposb BCex npoueccos.
Bo3moxHOCTb BoccTaHaBvMBatb VT-ycnyry cornacHo nnady
obecneyeHns ee HenpepbIBHOCTY.

B03MOXHOCTb ynpaBnaTb TpeboBaHWAMU K MHDOPMaLMOH-
HOVi 6€30MacHOCTM NpY OKa3aHuW yCyru.

YTBepXAeH/e 3aKka3umkoM cornatleHnii 06 ypoBHe 06Cyxu-
BaHWIS1. CBSA3aHHbIX C YC/Yrol, 1 ynpasieHne umu.
YnyulueHve fen0BbIX OTHOLLEHWIA.

MocnefoBatensHOe M NOAKOHTPONBHOE B3auMogeicTeue ¢
nocTasLLMKaMm

BCe npeunmyllecTBa Kaxaoro

MocTosiHHOE NoBbIEHNE IPGEKTUBHOCTN YCAYr U UX LieH-
HOCTM 119 GU3Heca 3aKa3umKoB.

OkasaHuve ycnyrn ocyLlecTBiseTca B COOTBETCTBUM C MO-
NUTUKaMn 1 uenamn, ceAasaHHbIMK CO CTpaTermeFl n uenamu
6u3Heca.

MoBbieHne athHeKTUBHOCTY YCAYr 1 63HEC-NPOLIECCOB.
[MoCTOSIHHOE COBEepLUEHCTBOBaHVE KayecTsa YC/yr, B TOM
yucne ux HagexHocTu.

YnyudweHne koopavHauuyM [EeNCTBUIA BCEX YYaCTHUKOB —
nonb3osatenen n (Mnu) 3akas3unkos, NOCTaBLUUKOB, BHYTPEH-
HUX TPYNN 1 ApYyrux 3anHTepPecoBaHHbIX CTOPOH.

YnyuyweHue KoHTpons CYY. ycnyr, N3MEPEHWIA 1 OTUYETOB.
[leMoHCTpauma akTUBHOW 3avHTEpPeCcOBaHHOCTU BbICLLETO
PYKOBOACTBA.

YeTKo onpefeneHHble 0683aHHOCTU U Hauune MoTUBaLun
y nepcoHasna.

Peanusauusa umkna coBepLIeHCTBOBaHUS.

CornacoBaHHble Tpeb6oBaHWA K ycryram, AOKYMeHTUPOBaH-
Has CYY.

OdhheKTBHOE PYKOBOACTBO MNOCTaBLUMKAMW, BHELLUHUMMW
opraHu3auMamy 1 Lenoykamm noctaBok — ONTUMMU3aums u
KOHTPO/b PaCcXof0B.

CokpallieH1e puUCKOB, UX perynsipHas oLeHka.
[lokymeHTVpOBaHWe npolecca AnA cTaHjapTu3aumm n wuc-
nonb30BaHNsA B AanbHeliwen paboTte

DyHKUMOHpOBaHWe 1 obenyxusaHne CYY.

Hesasucumoe noarsepxaeHne acphekTMBHOIO ynpasneHus
yc/yramu n Ux BbICOKOTO KayecTsa.

MexayHapofHoe npri3HaHue.

KOHKypeHTHble npenmyLlecTsa.

Bbicokast cTeneHb YBEPEeHHOCTW 3aKa3Huka B YCNeLHOM Be-
AeHun 6usHeca.

Ynydwexune penytauum
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4.7 HenpaBunbHble npegcrtasneHna o CYY n MICO/M3K 20000-1

4.7.1 BBepeHue

CyliecTByeT MHOXECTBO HenpaBuW/bHbIX npeactaBneHnii 06 NCO/M3K 20000-1. HekoTopble U3 HUX
nepeyncneHbl HUXe.

4.7.2 MNepBoe HenpaBuNbHOE nNpeacTaBfeHne: KoMnaekc ctaHgaptos MCO/M3K 20000 npegHa-
3Ha4YeH TO/IbKO 418 KPYMHbIX KOMMEpPYeCKUX opraHnsaLui

dakT. B NICO/M3K 20000-1:2011 (nogpasgen 1.2) ykaszaHo cregyloliee: «Bce TpeboBaHusa, onpegeneH-
Hble B HACTOsILLLEM CTaHjapTe, MMeloT O6LLNIA XxapakTep v NPUMEHNMbI KO BCEM NOCTaBLNKaM yCnyr He3aBucumo
OT TUna, Macwraba v xapaktepa okasblBaeMblX UMW yCNyr». Bce cTaHgapTbl CUCTEM yNpaBieHUs NpUMeHNMbI B
opraHusaymsax n60oro TMNa: KPYMHbIX, MasblX, YACTHbIX, 06LLECTBEHHbIX N HEKOMMepUYecknx. /160l nocTaBLmK
yCAyr MOXeT BbINONHATL BCe TpeboBaHusA, ykasaHHble B MCO/M3K 20000-1. n noaATBepXAaTb 3TO B X0fe Hes3a-
BMCUMOI oueHkn. CyliecTByeT MHOFO He6O/bLIMX NOCTaBLYMKOB YC/yr, UCMOMb3YOLWKNX KOMAIEKC CTaHAApPTOB
MNCO/M3K 20000. YaoBneTBopeHne NoTpe6GHOCTEN pa3InyHbiX opraHusanmii n [OCTUXEHNe UX uenei — nuub
BONpOC MacwTabmuposaHus. Kpome TOro, HEKpynHbIM NocTaBLMKam ycayr npote sBHeApsaTb CYY. NOCKONbKY OHU
06n1aAalT cpaBHUTENIBHO NPOCTON CTPYKTYpOIi, HEGONbLIUM KONNYECTBOM O(PUCOB U COTPYAHNKOB.

4.7.3 BTopoe HenpaBW/bHOe npefjcTaBneHne: Komnaekc crtaHgaptos NCO/M3K 20000 npume-
HUM TONbKO K UT-nHdpacTpykType

®akT. MCO/M3IK 20000-1 npuMeHUM B pas3/inyHblX 6U3Hec-nogpasfeneHnsx K pasnyHbiM ycayram:
Te/IeKOMMYHMNKaLMOHHbIM, (PUHAHCOBLIM, TPAHCMOPTHLIM, 06/1a4YHbIM, YNpaBAeHns NHPacTPyKTypoii, nepe-
fayn 6uU3Hec-nNpoLeccoB BHEWHUM nogpsguunkam n Ap. MocTaBWKKN YCNYyr Takke WCNOMNb3YIT KOMMIEKC
cTaHgaptoB MCO/M3K 20000 B cchepe TeIEKOMMYHUKALNOHHbIX, 06/1a4HbIX, Meauna- u 4pyrux ycayr. Kak oT-
Meyvasnocs sbiwe, B MCO/M3IK 20000-1:2011 (nogpasgen 1.2) ykasaHo, 4To «Bce TpeboBaHus, onpegesieHHble
B HacToslleM cTaHAapTe, UMetloT 06N XxapakTep U MPUMEHNMbl KO BCeM NOCTaBLyUKaM yCayr He3aBUucumo
OT TUna, Mmacwraba 1 xapakrepa okasbiBaeMblX UMU YCYI».

4.7.4 TpeTbe HenpaBuU/bHOE NpejcTaB/eHne: KoMmnaekc ctaHgaptTos MCO/MIK 20000 npumeHum
TO/IbKO K BHELWIHUM NocTaBLuKam ycnyr

®akT. BHewHne nocTasBLuK/ YyCAyr — 3TO MOCTaBLMKK, KOTOPble OKasblBaloT YC/Yrn 3akasuukam, He
BXOASLLMM B UX COGCTBEHHYIO OpraHu3auuio, kak npaBuio, Ha KOMMepyeckoii ocHoBe. Komniekc ctaH[apToB
MCO/M3K 20000 no3BonsieT BHELWHUM NoCTaBLMKam ycnyr gokasbiBaTb CBOK CNOCOGHOCTb OKa3biBaTb YC-
NyTV Hajnexallero kayectsa. MHorve BHyTpPEHHUE NOCTABLIMKM YCYr (KOTOPble OKa3blBAKOT YCYrn BHYTPU
CO6GCTBEHHOW OopraHM3aLuunmn) Takke NOHMMAaOT NpeumyLLecTBa BbiNoHeHNs TpeboBaHuin MCO/M3K 20000-1.
CYY cnoco6cTByeT NO/IHOLEHHOMY MCMNO/Ib30BaHUI0 U MHTerpauun nNpoueccoB ynpas/ieHUs ycryramu, 4To
HEBO3MOXHO 06ecrneynTb OHUM NN b BHeApeHneM 3 eKTUBHbIX npoueccos. Kpome Toro. CYY ycunusaet
KOHTPOJ/Ib CUCTEMbI ynpaBfieHnsa 6narogaps UCNoOMb30BAHUIO LKA «NlaHupoBaHue — peanusayma — npo-
Bepka — KOppekTMpoBKa», obecneuymBaloLlero nNocTosHHOE COBepLIeHCTBOBaHMEe. BHYyTpeHHW nocTaBLyKk
YCNyr MOXeT NoATBEPXAaTb CBOK CMOCOOHOCTbL KauYeCTBEHHO peasin3oBbiBaTh NepeoBble METOAb! ynpasse-
HWA ycnyramm ¢ MOMOLLLbIO HE3aBNCUMOI OLeHKN cooTBeTCTBUS TpeboBaHnsm MCO/M3K 20000-1. CYY pgaeT
BHYTPEHHEMY NOCTaBLLMKY YCAYyr BO3MOXHOCTb /€MOHCTPMPOBaTh BU3HEC-LEeHHOCTb OKa3blBaeMbIX UM YC/yr.
Mcnonb3oBanne NCO/M3K 20000-1 Takxe no3sonsieT 3ap(PekTUBHO OKa3biBaTb BbICOKOKAYECTBEHHbIE YCNYTU
B YC/IOBUAX XECTKO OrpaHnUYeHHbIX 6104XeTOB.

MOXHO NpuBeCTN B KaYecTBe NpuMepa, Kak B O4HOM U3 Hanpas/ieHnin 6u3Heca BHyTPEHHEro nocTasLiIu-
Ka ycnyr cnyx6a TeXHU4ecKoil moaaepXku ncnosb3osanach peako No NpuynHe ee HNU3KON 3hPEKTUBHOCTH.
Bnarogaps sHegpeHunto CYY 1 ee perynspHbiM He3aBUCUMbIM OLEeHKaM 3(PMEKTUBHOCTL CNYXObl TeXHUYe-
CKOW noAjepxku cylecTBeHHO BOo3pocna, 6u3Hec-nogpasjeneHne ctaso BHOBb UCNONb30BaTh ee. dddek-
TUBHOCTb 6M3Hec-nofpasfeneHns TaKkke ysenmumnack 6narogaps Tomy, UTo cyx6a TeXHUYecKoi noagepxku
cTana nomoratb emy JOoCTUraTb KOMMepYecknx Lenei.

4.7.5 YeTBepToe HenpaBu/bHOe NpeAcTaBleHne: NOCTABLUKA YCAYT OKHbI UCNO/b30BaTb KOH-
KPEeTHbIE CTPYKTYPUPOBaHHbIE MOAXOAbl AN BbINO/ITHEHUA Tpe6GoBaHUii, ykazaHHbix B MCO/M3K 20000-1

dakT. Komnnekc ctaHgaptoB MCO/M3K 20000 paspaboTaH € y4eTOM pas/iMyHbIX CTPYKTYPUPOBaHHbIX
noAXo[0B Ha OCHOBE NepefoBbiX NPAKTUK N0 yNpaBieHuto ycayramu, o4Hako ero npegHasHayeHune otTnnyaeT-
cA OT npefHa3HavyeHuii aTux nogxoAos. CYY MOXHO peann3oBbiBaTb Kak C MOMOLLbIO Pa3INYHbIX CTPYKTypHU-
pPOBaHHbIX MOAXOA0B, TaK Y HA OCHOBE UCMOJIb30BaHNA COBCTBEHHbIX METOAUK OpraHm3aunn, a Takke o6beamn-
HATb UX Apyr ¢ Apyrom. Bo BBoaHOM yactn MCO/M3IK 20000-1 HanucaHo cnegytowee: «MCO/M3K 20000-1
LesieHanpas/ieHHO CO3JaH He3aBUCUMbIM OT KOHKPETHbIX PYKOBOACTB. loCTaBLMK yC/Ayr MOXeT coyeTaTb
o6LWenpuHATLIE PYKOBOACTBA CO CBOUM COOCTBEHHBLIM OMbITOMY.
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4.7.6 MAaToe HenpaBubHOE nNpeacTaBneHne: komnaekc ctaHgaptos MCO/M3K 20000 moxeT 3a-
MeanATb Npouecc ynpaBneHusa ycnyramu, genatb ero 4OPOrocToawmnmM 1 610pokKpaTuYHbIM

dakT. Pesynbtatom Hagnexauiero BHegpeHus ctaHgapta MCO/M3K 20000-1 asnseTcs CYY. obecne-
ynBawwaa apdekTnsHoe 1 pesynbTaTMBHOE OKa3aHWe BbICOKOKAYECTBEHHbIX ycnyr. Npu HeHagnexatiem
BHeapeHun CYY oHa MOXeT okasaTbCs MeANIeHHON’, foporocToaueli n 6lopokpaTnyHoli. B aTom cnyvae pea-
nusauunio cnepyert yayulwnTb.

[lokymeHTauuns, Heobxoanmas 415 NOAAEPXKKN NOCTaBLMKA YCAYT AN APYTMX 3aMHTEepecoBaHHbIX CTO-
POH. AO/MKHA 6bITb YA06HON 1 NOHATHON. MONUTUKK, Npouecchl, Npoueaypbl U NaaHbl MOXHO ONTUMMU3NPO-
BaTb. Kaxgas opraHusaumsa camoctoaTenlbHO npoekTupyeT CYY n moxeT o6ecneynTb ee GbicTpoaeiicTBme u
ahbhekTUBHOCTbL. Kpome TOro, LMK HeMpepbiBHOTO COBEPLUEHCTBOBAHUSA, COOTBETCTBYIOLWMNIA TpeboBaHUAM
MCO/M3K 20000-1. gaeT BO3MOXHOCTb ONTUMU3MpoBaTb CYY n yBennunsatb ee 3(pdeKTMBHOCTb C POCTOM
ee 3pesiocTu.

5 Komnnekc ctaHgaptoB MICO/M3K 20000

5.1 O6uwas nHdopmaums

Komnnekc ctaHgaptoB MCO/M3K 20000 cOCTOUT M3 HECKONbKMX B3aMMOCBA3aHHbIX YacTeld, KOoTopble
ABNAKTCA MeXAYHapOoAHbIMW CTaHgapTaMn UAn TEXHUYECKUMU OTYeTaMu.

Komnnekc ctaHgaptoB MCO/M3K 20000 npegHa3HavyeH Kak gNs BHYTPEHHWUX, Tak U AN BHELWHWUX No-
cTaBWMKoB ycnyr. MnasHaa uenb CYY — co3gaTtb yCnoBUA AN1A OKasaHWA ycyr, KOTopble YA0B/IETBOPSAIOT
613Hec-NOoTpebHOCTAM 3aKa3uMKoB W COOTBETCTBYIT TpeboBaHMAM K yc/ayram, COriacoBaHHbIM MexXxay no-
CTaBLMKOM YCNYr 1 3aKas3ymkamu.

Bnarogapsa komnnekcy ctaHgaptos MCO/M3K 20000 BHyTpeHHME 1 BHELWLHWE NOCTaBL UK yCayr onpe-
OensaT. Kakne noTpebHOCTM 3aKa3uMkoB UM crnepyeT NPUHMMATbL BO BHUMaHWe ONS NOBbIWEHUSA KayecTBa
OKa3blBaeMbIX YCyr.

YacTtn komnnekca crtaHgaptos MCO/M3OK 20000 v B3aMMOOTHOLIEHNA MeXAY HWMMU MoKasaHbl Ha
pucyHke 3.
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PucyHok 3 — Yactu komnnekca ctaHgaptos VICO/M3K 20000

5.2 WNCO/M3K 20000-1:2011 TpeboBaHus K cucteme ynpaBaeHusa ycayrammu

5.2.1 O6nacTb NpMMeHeHus

B NCO/M3K 20000-1:2011 onpegeneHbl TpeboBaHMA K N1aHUPOBaHUIO, peannsaunn, BHeLpeHUo, 3Kc-
nayatayum, MOHUTOPUHTY, aHanusy, 06Cy>XXMBaHMNIO N COBepLIeHCTBOBaHMO CYY nocTtasLmkom ycnayr. B unc-
N0 aTux TpeboBaHUii BXOAUT NpOeKTUpoBaHne, BBOA B aKCMyaTaluto, npegocTaB/ieHne 1 CoBepLUIeHCTBOBa-
HWe ycnyr B COOTBETCTBUN C TPe6OBAHUAMM K HUM.

5.2.2 HasHaueHune

MCO/M3K 20000-1:2011 onpepensieT MUHUMabHble TpeboBaHUA Kk peanusauum CYY. obecneunsato-
el cooTBETCTBUE OKa3blBaeMbIX YCNyr 6U3Hec-uensiM n TpeboBaHWAM 3akasuuka, a Takke K ynpasfieHUIo
3TOl CUCTEMOW CO CTOPOHbI opraHusauun. OpraHusauumn, KOTOpble XenalT NPoAeMOHCTPUPOBATL BO3MOX-
HOCTU 1 3D (PeKTUBHOCTb CBOEN CYY Mun ynyuwnTb UX. MoryT ncnonb3zosate MCO/M3K 20000-1:2011 B Kaue-
CTBE OL,EHOYHOI 6a3bl. ITOT CTaHAAPT TaKKe MOXeT OblTb Nosie3eH:

a) opraHusaumnsam, KOTopbie HaxogATCA B MOMCKE MOCTaBLYMKOB YCAYT U KenawT NoAy4YUTb rapaHTun Bbl-
NosIHeHUss cBOUX TpeboBaHuii K ycnyram;

12



FOCT P 57392—2017

b) oprannsauusam, KoTopble xenawT BHEAPUTL €AUHbIA NOAX0L K CBOMM NOCTaBLLMKaM YCayr, B TOM YuC-
v HaxogsAwmmcesa B uenu JincTaBok:

C) nocTaBsLiMKaM YCAyr, Xenawuwmm NpogeMOoHCTPUPOBaTh CBOM CNOCOBHOCTM B 06/1aCTAX NPOEKTUPO-
BaHuWA, BBOJA B aKCM/yaTauuto, npegocTaB/eHns U COBEPLIEHCTBOBAHMA YCyr, COOTBETCTBYOLWMX TpeboBa-
HUAM K ycnyram;

d) nocTtasLwmKam ycnyr, Kotopble NPOBOAAT MOHUTOPUHT, U3MEPEHWE 1 aHaIn3 CBOUX YC/yT 1 NpoL,eccosB
ynpasneHnsa nmu;

e) nocTtasLiMKaM YCNyr, KOTOpble COBEPLUEHCTBYIOT NPOEKTUpOBaHMe, BBOJA B 3Kcnayatauuto, npego-
cTaB/fieHne 1 passuTue ycnyr nytem adpWekTMBHOIo BHEAPEHNS U UCNOMb30BaHUA CYY;

0 MHCcnekTopam 1 ayautopam 418 BbIACHEHUA KPpUTEpUeB OLeHKN cooTBeTCcTBUA CYY nocTtaBsLuka ycnyr
Tpe6oBaHuam MCO/M3IK 20000-1:2011.

Bce Tpe6oBaHua NCO/M3K 20000-1:2011 nmetoT 06LLMI XapaKTep U NPUMEHUMbI KO BCEM NOCTaBLyMKam
yCNyr He3aBMCKMMO OT MX Tuna, MacwTaba n xapakrepa okasbiBaeMbix umu ycnyr. MICO/M3K 20000-1:2011 He
3aBUCUT OT TEXHOMOIMMIA, UCNONb3yeMbIX ANA OKaszaHua ycnyr. MocTaBLmnK ycnyr, xenawuwmii noaTBepanTb
cBoe cooTBeTcTBMe MICO/M3K 20000-1:2011. 06A3aH BbINOAHATbL TpebOBaHUA, M3/MI0XEHHbIE B €ro pasge-
nax 4—9, He3aBMCMMO OT OCOGEHHOCTE CBOel opraHusaunu.

5.3 WNCO/M3K 20000-2:2012 PykoBOACTBO MO MPUMEHEHUIO CUCTEM ynpaB/ieHua ycayramu

5.3.1 O6nacTb NpUMeEHeHus

MCO/M3K 20000-2:2012 cofepXunT pykoBoAslMe yka3aHus no npumeHeHuntio CYY B COOTBETCTBUU C
MCO/M3K 20000-1:2011. MCO/M3K 20000-2:2012 BKItOYaeT B cebss NnpuMepbl U pekoMeHaauumn, nomoraw-
Lwne opraHnsaunam TpakToBaTb U Mcnosb3oBatb Matepuansl MCO/M3K 20000-1:2011, B TOM YMC/i€ CCbIIKK
Ha gpyrune yactn NCO/M3K 20000 n npodhunbHbie MexayHapoaHble ctaHgapTel. MCO/M3K 20000-2:2012 He
3aBUCUT OT KOHKPETHbIX CTPYKTYPUPOBAHHbIX NOAXOA0B HA OCHOBE NepefoBbIX NPakTuK.

5.3.2 HasHaueHue

MNCO/M3K 20000-2:2012 conepXuUT O0TBETbI HA MHOrMe BOMPOCHI OpraHu3auunii u cneymannctoB O BHe-
aApeHun CYY. TOUHOU nHTepnpeTaunn n npumMmeHeHun nonoxeHunii NCO/M3K 20000-1:2011. obecneumBatoLLmx
BbICOKYI0 3P (PEKTUBHOCTb €ro ucnosb3osaHusa. OpraHusauyus, xenawwasa ynydwnTe ynpasneHue ycnyramu,
MOXeT UCMNoJIb30BaTb 3TOT CTaHAapT He3aBUCMMO OT 3aMHTEPeCcoBaHHOCTN B JeMOHCTpaL M CBOero cooTeeT-
cTBma MCO/M3K 20000-1:2011.

5.3.3 CBA3b ¢ MCO/M3K 20000-1:2011

MCO/M3K 20000-2:2012 umeeT Takyt xe CTPYKTypy, 4to 1 MCO/M3K 20000-1:2011, kaxgas ero rnaea
BK/lOUaeT B ce6s pykoBOACTBA U NPUMEPbI.

Kpome Toro, B8 MUCO/M3IK 20000-2:2012 cogepxaTtcsi npumepbl UHTEPENCOB N TOUEK MHTErpauumn npo-
LLeccoB 1 Apyrux KOMnoHeHTos CYY (Hanpumep, NOMUTUKU W NaH ynpasfieHusa ycayramu). OTU npumepsl
nomorarwT opraHm3aunam NoHATb PyHKUMOHMpOoBaHMe CYY Kak UHTErpUPOBaHHON CUCTEMBI, BCE KOMMNOHEHTbI
KOTOPOWi ABNAIOTCSA B3aMMO3aBUCUMbIMU.

5.4 WNCO/M3K 20000-3:2012 PykoBOACTBO NO onpegeneHunio obnactm npuMeHeHns
n npumeHumoctn MCO/M3K 20000-1

5.4.1 O6nactb NpUMeEHeHUs

MNCO/M3K 20000-3:2012 BknoyaeT B cebsi pykoBoAsLLME YKa3aHWUs NO onpeAesieHnto ob6nactn npume-
HEHWS. MPUMEHUMOCTN M NOATBEPXAEHMNIO COOTBETCTBUSA TpeboBaHusm MCO/M3K 20000-1:2011.

PykoBoacTBo, npuBegeHHoe B MCO/M3K 20000-3:2012. nomoraeT nocTaBLuKy ycnyr niaHmpoBaTb CO-
BEpLEeHCTBOBAHUE yCayr U roTOBUTbCSA K oueHKke cooTBeTcTBua MCO/M3K 20000-1:2011.

MCO/M3K 20000-3:2012 nomoraeT BbISICHATb, NpuMeHuM nn MCO/M3K 20000-1:2011 K KOHKpPETHOMY
nocTaBLL MKy YC/yr; NoKa3biBaeT, kKak onpegenserca 061actb npuMeHeHna CYY He3aBUCMMO OT NpefblgyLero
onbiTa NocTasLiMKa yCNyr B NPUMEHEHUN APYTUX CUCTEM ynpaB/ieHUs.

5.4.2 HasHauyeHue

MCO/M3K 20000-3:2012 cogepxunT pyKkoBoAALWME MPUHLMMBLI N0 onpefeneHnto ob6nactn npuMeHeHus
n npumernnmoctn MCO/M3K 20000-1:2011. OH nomoraeT NOCTaBLLUKY YCAYr NOAFOTOBUTLCA K oueHke CYY B
Hagnexawiein o61actTv NpUMeHeHus.

YunTbiBas WNPOKUIA OXBAT BHYTPEHHUX M BHELLIHWX COrlaleHnii, KOTopble MOXeT 3ak/loyaTb NOCTaBLLY MK
ycnyr, onpegenexHve o6nactu npumeHeHms CYY 6biBaeT 3aTpygHUTENbHbIM. YTO6GbI NPOLEMOHCTPUPOBATH CO-
oTBeTcTBME TpeboBaHuam MCO/M3IK 20000-1:2011, nocTaBLMK YCNYT AO/KEH A0Ka3aTb, YTO OCyL,ecTBNAETCS
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PYKOBO/CTBO NpoLeccamMmun, BbINOSHAEMbIMU APYrMMuU cTopoHaMu. CneayeT TwiaTesibHO onpeAennTb 1 pasrpa-
HUYNTb 30Hbl OTBETCTBEHHOCTN U MHTEpPecbl Mexay NOCTaBLLMKOM YCAYr U NI06bIMU 4PYTUMU CTOPOHAMMU,
BbIMOIHALW MMM NpoLecchl B 06n1acTv npuMmeHeHns CYY.

5.4.3 CBaA3b c MCO/M3K 20000-1:2011

MCO/M3K 20000-3:2012 copepXUT pyKoBOAsWME YyKa3aHWs NO HEKOTOpbIM nogpasgenam
MCO/M3K 20000-1:2011, KoTopble MOTYT 6bITb NOJSIE3HbI HA HA4Ya/lbHOM 3Tane npoekTa nNo BHeapeHuo CYY.
B nx uncno exogat nogpasgens! 1.2, 4.2 n nyHkT 4.5.1.

MCO/M3K 20000-3:2012 Bknw4YaeT B ceba crneynanbHbie NPUHLUMNLI PYKOBOACTBA, A0MNOMHAKOLLIME
MCO/M3K 20000-2:2012.

5.5 ISO/IEC TR 20000-4:2010 3TanoHHasa moAesib npouecca

5.5.1 O6nacTtb NnpumMeHeHus

B ISO/IEC TR 20000-4:2010 onpegeneHa atasioHHaa Mogenb npouecca OMII. koTopas Bkiw4aeT B
ceb6s1 HA6OP MPOLECCOB yNpaBAeHNs yCcayramu, ONnMcaHHbiX B TepMUHaXx Leneli n pesynbTaToB U 4EMOHCTPYU-
pylowmx oxsat TpeboBaHuii, ykasaHHbix B MCO/M3K 20000-1:2011.

5.5.2 Ha3HauyeHwne

ISO/IEC TR 20000-4:2010 — 3TO NPOMEXYTOYHbIA NPOAYKT ANA CNeunmanncToB, KOTOPbIA npepocTaB-
naet obwunii oxeaT npoueccos, o6neryarwLwuii onpegeneHne BO3MOXHOCTER NPOLECCOB C NOMOLLbI0 MOAENN
OL,eHKM npoueccos, onpegernieHHol B ISO/IEC TS 15504-8:2012.

5.5.3 CBa3b ¢ NCO/M3IK 20000-1:2011

Mockonbky ISO/IEC TR 20000-4 6611 ony6nunkoBaH B 2010 r., oH He cornacoBaH ¢ MCO/M3K 20000-1:2011.
OH Takxe He cornacoBaH ¢ MICO/M3K 20000-1:2005, ofHako corfiacoBaH C paHHeN npeaBapuTenbHO pegak-
uneir MCO/M3K 20000-1:2011. Bce npouecchl, onucaHHele B ISO/IEC TR 20000-4:2010, BkntovaloT B cebs
NPUBA3KM Kaxgoro pesynbtata IMI K KOHKPETHbIM pa3genam npegeaputesnbHoin pegakunn NCO/M3K 20000-1,
MCnosib3yeMbIM /151 OTCAEXNBaHUSA COOTBETCTBUIA.

Mpouecckl, onpegenerHHole B ISO/IEC TR 20000-4:2010, He MAeHTUYHbI npoLeccamM, U3N0XEHHbIM B
MCO/M3K 20000-1:2011. Hanpumep, B ISO/IEC TR 20000-4:2010 ynpaB/ieHne puckamu npegcraBnseTr co-
601i npouecc, a NCO/M3K 20000-1:2011 — «NOAXOA4 K ynpaB/feHUI0 puckaMun», a He oTAeNbHbI npouecc.

NHTepdeiicel mexay npoueccamu Bxoasat B MCO/M3K 20000-1:2011, HO He BK/IOYEHbI B 3TaSIOHHbIE
mMoZenu npouecca. BxoAbl U BbIXOAbl NPOLECCOB ONMWCaHbl B MOAENN OLEHKM npouecca, onpefeneHHon B
ISO/IEC TS 15504-8.

B aTanoHHO MoAenn npouecca MCNo/b3ylTCA TEPMUHbI, KOTOpble He npefycMOTpeHbl B KOMMJEeKce
ctaHgaptoB MCO/M3IK 20000. Kak npaBuio, 3T TEPMUHbLI NPUMEHSAIOTCS 419 COBMECTUMOCTN C TEXHUYECKUMU
cTaHfapTamu nporpaMMHoro obecneyexunsa u cuctem. NMpumepamu Takux TEPMUHOB ABMAIOTCA «cneundukaums
ycnyrm» n «3tpeKTMBHOCTb YPOBHA 06CNYXMBaHMA», oTCcyTCcTBYOWMe B MICO/M3K 20000-1:2011.

5.6 ISO/IEC TR 20000-5:2013 Mpumep nnaHa BHegpeHua MCO/M3IK 20000-1

5.6.1 O6nactb NpuUMeHeHUs

ISO/IEC TR 20000-5:2013 cofepXuT pykoBoAsLW e ykasaHua no BHegpeHuto CYY. cOOTBETCTBYOLW e
Tpe6oBaHumam MCO/MIK 20000-1:2011. 3Ta yactb MCO/MIK 20000 onuncbiBaeT 06N TpexaTanHblil nnaH
ynpaBneHus BHeAPEHNEM, YUUTbIBAKOLWMIA NPOEKTMpOBaHMe, BBOJ, B 3KCNyatauuio, npefocTtaBieHne ycnyr,
ynpasneHne UMu U UX coBeplleHCTBOBaHWe. MocTaBLWMK yCayr MOXeT ajanTuposaTb 3TU 3Tanbl B COOTBET-
CTBMMW CO CBOMMM NOTPEOBHOCTAMMU U OrpaHUYEHUAMN.

5.6.2 Ha3HaueHwne

ISO/IEC TR 20000-5:2013 BkntoyaeT B cebsa pykoBoAslMe ykasaHus A8 NOCTaBLWMKOB ycnyr. CTaH-
[apT nofeseH Tem. KTO faeT nocTaslMKam ycnyr pekomeHgauum o nopsigke nnaHWpoBaHWs, BHeApeHus u
coBeplleHcTBOBaHUA CYY, ucnonb3ys, Hanpumep, o6 Nl TpexaTanHblii NOAX0A K yNpaBAeHuto peannsaymei.
OTOT cTaHAapT Takke COAepPXUT pyKoBoAAlMe yKka3aHusa no paspaboTke 3IKOHOMUYECKOro 060CHOBaHMSA, 3a-
nycKy NpoekTa W BbINOMHEHWIO APYTUX AeliCTBUA, HEOBXOAUMbIX AN YCNELWHOro BHEAPEHUS.

OTanbl, onucaHHble B ISO/IEC TR 20000-5:2013, He npegycmaTpuBaloT n3MeHeHne ob6nactm npumeHe-
Hua CYY nocTtaswuka ycnyr. B ISO/IEC TR 20000-5:2013 usmeHeHUs, BHOCUMbIEe Ha 3Tanax npoiecca co-
rNacHo NPUHATLIM pekoMeHAaunsam, He BANSAIOT Ha 061acTb NPpUMeHeHUs. BMecTo 3Toro kaxablili atan fo/mKeH
coBeplieHcTBOBaTh CYY B COOTBETCTBMM C COMlaCOBAHHON MOCTaBLMKOM YCAyr 061acTblo NPUMEHEHNS U C
ncnonb3oBaHnem pesynbTartoB npebigywiero atana. o 3aBeplieHnn nocsefHero atana NocTasBLUK YCyr
nony4vaeT npemmywectsa CYY, NoNHOCTbIO cCOOTBETCTBYOWMe TpeboBaHuam MCO/M3IK 20000-1:2011.
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B ISO/IEC TR 20000-5:2013 npusefeHbl NpUMepbl NOAUTUK, KOTOPbIE NOCTaBLUKK YCAYr MOTYT afganTtu-
poBaTb KCBOMM KOpnopaTUBHbIM TpeboBaHUAM.

ISO/IEC TR 20000-5:2013 BknAto4aeT B cebs WwabnoHbl, NOMOratwuime noctaBwmnkam ycayr BbIMOAHATb
Tpe6oBaHua NCO/M3IK 20000-1:2011.

5.6.3 Csasn c NCO/M3K 20000-1:2011

ISO/IEC TR 20000-5:2013 cBsA3biBaeT Tpeb6oBaHua NMCO/M3IK 20000-1:2011 ¢ TpemMsa peKkoMeHAOBaH-
HbIMW 3TanamMmu npoekra.

Kpome, Toro. ISO/IEC TR 20000-5:2013 Bknto4aeT B cebs:

a) npumepbl NONTUK B 061acTu npumeHeHnsa CYY;

b) NnpUMepbl APYrux WabnoHOB, NOME3HbIX NOCTABLYUKY YCAYT;

C) CNUCOK KOHKPETHbIX AeliCTBUIA A4NA BbINOMHEHUS B NpoLecce BHeAPEHUSA, B TOM YUce AOKYMEHTUPO-
BaHWe 1 ynpassieHne 3annucamu.

ISO/IEC TR 20000-5:2013 MOXHO ncnonb3oBaTb coBMecTHo ¢ MCO/M3K 20000-2:2012. 4Tobbl 0be-
cneunTb 6onee TWaTeNbHYO NOAAEPXKKY NOAXOAA K BbINOIHEHUIO NpOeKTa.

ISO/IEC TR 20000-5:2013 Takxe MOXHO ncnonab3oBatb coBMecTHO ¢ MCO/M3K 20000-3:2012 kak pyko-
BOACTBO MO onpefeneHnto 061actu NpUMEHEHUA U NPUMEHUMOCTH Ha HavallbHbIX 3Tanax npoekTa.

5.7 ISO/IEC TR 20000-9:2015 PykoBogcTBo no npumeHeHuno NCO/M3IK 20000-1 k 06/1a4HbIM
ycnyram

5.7.1 O6nacTb NnpuMeHeHUsn

B ISO/IEC TR 20000-9:2015 gaHbl MHCTPYKUMM No ncnonb3oBaHniw MCO/MIK 20000-1:2011 nocTaB-
WwunkamMmn obnavHblx ycnyr. CtaHfapt NPUMEHUM K pasfIMYyHbIM KateropusamM 06/s1a4HbIX yCnyr, B TOM yucse 060-
3Ha4yeHHbIM MCO/M3IK 17788/ITU-T Y.3500 u NCO/M3K 17789/ITU-T Y.3502. Bkntoyas cnegytouime (He orpa-
HNYNBAACH ATUM):

a) nHdpacTpykTypa kak ycnyra (laaS);

b) nnatdopma kKak ycnyra (PaaS);

C) nporpammHoe obecneuveHue kak ycnyra (SaaS).

Kpome TOro, ctaHgapT NPUMEHWM K TakuM MOJEeNIiM pa3BepTbiBaHWA, Kak o6wefocTynHoe obnako,
yacTHoe o6nako, o6nako coobuiecTsa n rm6puaHoe o6nako.

5.7.2 HasHauyeHue

PykoBoacTBO no npumeHeHuio MCO/M3K 20000-1 k 06/1a4HbIM ycayram cocTouT U3 Habopa cueHapues,
OTHOCALLMUXCA K MHOTOYNCNIEHHbIM AEeCTBUSAM, KOTOPbIE BbIMOMHAKT NOCTaBLNKA 06/1a4HbIX YCnyr. 9Tu cue-
Hapun ONUCHLIBAIOT XU3HEHHbIW LUK YCAYIK C MOMOLLbO TEPMUHOMOTUN U NPUMEPOB, 3HAKOMbIX NOCTaBLL K-
Kam 06/1a4HbIX YCNYT.

B kax[oM cLeHapun cogepxartcsa CCbl/iku Ha Hanbosee ymecTHble TpeboBaHus MCOM 3K 20000-1. B kax-
Oblil cLeHapuii BXOAAT pekoMmeHaauuy 1 npuMepbl NpuMeHeHns B 061a4HbIxX yenyrax nyHktos MCO/M3K 20000-1.
Ha KOTOopble gakTca ykasaHus. Bce npoueccol, onpegeseHHble B MCO/M3K 20000-1. BK/IOYEHBI KAK MUHUMYM
B OAMWH CLeHapwuii.

5.7.3 OTHoweHna ¢ MCO/M3K 20000-1:2011

270T pasgen ISO/IEC TR 20000-9:2015 MOXHO MCNOMb30BaTh B KAYeCTBE WHCTPYKUWiA ANa noctas-
LWMKOB 06/1@4HbIX YCNYTr NPU NPOEKTMPOBAHUN, YNPaB/eHUN AN NOBbIWEHUN adhdekTnBHocTn CYY ¢ uensto
noanepxkKn o6nayuHbIX ycayr.

3707 pa3gen ISO/IEC TR 20000-9:2015 He BBOAMT HOBble Tpe6OBaHUA MO CPABHEHUIO C NPUBELEHHBIMYU
B MICO/M3K 20000-1 1 He faeT ABHbIX MHCTPYKLWIA Mo c6opy CBUAETENLCTB 418 MHCMEeKTOPOB AN ayAnMTOpOoB.

6 [pyrue conyTCTBYIOLME CTAaHAAPTbl U TEXHUYECKNE OTUETbI

6.1 AHanornyHble cTaHgapTbl U TEXHUYECKME OTYETHI

CyLliecTBYOT TpU AOKYMEHTa, TECHO CBA3aHHble APYr C APYITOM. — CTaHAapT U TEXHWYECKMNEe OTYeThI, KO-
TOpble ONMCbIBAKTCA B TEPMUMHAX 06/1aCTU NPUMEHEHUSA, L,e/1eBOro Ha3HavyeHus n ceasu ¢ MCO/M3K 20000-1:

a) ISO/IEC TS 15504-8:2012 VHopmaLMoHHble TexHonorun. OueHka npouecca. Yacte 8. Mogenb 06-
pasua oueHku npouecca gnsa ynpaenenua UT-ycnyramu:

b) NCO/M3K 27013:2015 ViHhopmaLuoHHbIEe TexHoorun. MetoAbl 1 cpeacTtBa obecneveHns 6esonac-
HOCTW. PyKOBOZCTBO NO MHTerpnpoBaHHoMy BHegpeHuto MCO/M3K 27001 n NCO/M3K 20000-1;
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c) ISO/IEC TR 90006:2013 NHdopMaLnOHHbIe TexXHoornn. Pykosogslme ykasaHusa no npuMeHeHuto
MCO 9001:2008 k MeHemXMeHTY UT-ycnyramum n ero nuterpaunm ¢ MCO/M3K 20000-1:2011.

[pyrne ctaHgapTbl, KoTopble MmeHee cBsizaHbl ¢ MCO/M3K 20000-1. HO MOryT 6bITb NOME3HbI A4NA €ero
noAfepXKku, nepeyncnersl B 6.5.

6.2 ISO/IECTS 15504-8:2012

6.2.1 O6nacTb NpUMeHeHUs

ISO/IEC TS 15504-8:2012 ocHoBaH Ha ISOfIEC TR 20000-4:2010 u:

a) onpegenseT npumep MoAenun OLEHKW npouecca, koTopas nogaepXumeaeT BbINOTHEHUE OL,EHKU C Mno-
MOLLbI0 NoKa3saTesield, NO3BONAKLNX NHTEPNPETMPOBAaTbL Lenn, pesynbtaTbl 1 aTpubyThl npouecca;

b) AEMOHCTPUPYET Ha NpuMepax onpeaeneHune, BbI6Op M UCNOb30BaHME NoKa3aTesnell OLeHKN.

6.2.2 Ha3HauyeHne

ISO/IEC TS 15504-8 3aknafbiBaeT OCHOBY A1 OLEHKN ynpaB/ieHns ycnyraMmn B opraHmsaunu.

6.2.3 Csa3n ¢ MCO/M3K 20000-1:2011

Mopgenb oueHkun npouecca MOXeT 6bITb UCNOMb30BaHa A5 NOALEPXKM BHeapeHus WCO/M3K 20000-1:2011
N onpefeneHna c ee NOMOLLb0 BO3MOXHOCTW MpoLeccoB. TeM He MeHee cnefyeT UMeTb B BuAy, YTO ata
mogzenb He cooTBeTcTByeT MCO/M3K 20000-1 pepgakuunii 2005 n 2011 rofos, a Nulib paHHel Bepcun. 3To
06CTOATENBLCTBO BaXHO Y4YMTbiBaTb NPU MAEHTU(MKALMM BO3MOXHOCTEW NpoueccoB ¢ nomouwbio ISO/IEC
TS 15504-8:2012 B xo4e NpoekTMpoBaHuA N BHegpeHusa CYY. Bbixogom MoLesin OLEeHKN npolecca ABSAITCA
BO3MOXHOCTM BCEX NPOL,ECCOB, ONpeAeneHHbIX B 3Ta/IOHHbIX Mogensax npouecca ISO/IEC TR 20000-4:2010 n
ISO/IEC TS 15504-8:2012 (cm. npunoxeHue B).

6.3 MCO/M3K 27013:2015

6.3.1 O6nacTb NpUMeHeHUs

MCO/M3K 27013:2015 cofepXxuT pykoBogsalne ykasaHusa ANa opraHmsaumnii, KOTopble HaMepeHbl:

a) BHegpuTb MCO/M3K 27001:2013 nocne BHegpeHus MCO/M3IK 20000-1:2011 nnm HaobopoT;

b) BHeApuTb pasgen 3 NCO/M3K 27001:2013 n NCO/M3K 20000-1:2011 coBMECTHO ApYr C APYIOM;

C) cornacoBaTb CUCTeMbl ynpaBieHus, cooTBeTcTBylwme pasgeny 3 NCO/M3IK 27001:2013 un
MCO/M3K 20000-1:2011.

6.3.2 HasHauyeHne

MCO/M3K 27013 nomoraeT opraHm3aumsam BHEAPATb MHTETPUPOBAHHYO CUCTEMY ynpaBieHus, obecne-
YnBaKOLLYI0 OKasaHue ycnyr u 3awuTy niopmanmun.

6.3.3 CsA3n ¢ NCO/M3K 20000-1:2011

YnpasneHue nHdopmaLMoHHOW 6e30MacHOCTbI0 M ycayraMnm — TeCHO B3auMOCBA3aHHbIe U yCunmBato-
wue gpyr gpyra yHKUMoHanbHblie o6nactu. B HUX onpegeneHbl NOXoXue Npouecchl U AelcTBUSA, HeCMOTpS
Ha TO 4YTO KaxAaas cuctema ynpasieHUsa akueHTUpyeT pas/inyHblie UX HIaHChI.

MCO/M3K 27013 MOXeT ncnosab3oBaTbCA NpPU COBMECTHOM BHegpeHun MCO/MIK 20000-1:2011 un
MCO/M3K 27001:2013. NCO/M3K 27013 nomoraeT obHapyXuBaTb NepeceyeHns aTuX cTaH4apToB U 13-
6eraTb MOBTOPHOIO BbIMO/IHEHMA OAHUX M Tex xe paboT. Pe3ynbTaTtom ucnonb3osaHns MCO/M3IK 27013
ONA noafepXKn COBMeECTHON uHTerpaumn NCO/MIK 20000-1 n MCO/MIK 27001:2013 mMoxeT cTaTb
AeMOoHCTpauua BbINOHEHUS Tpeb6oBaHWii 3TUX cTaHgapToB. Bnarogapa WCO/M3K 27013 opraHusayns
MOXeT MOHATb pas3nIMuns B 061aCTV NPUMEHEHUS U TEPMUHOMOINK, a ee cucTema ynpasneHns MHgop-
MaLuWoHHOI 6e3onacHocTbio, CYY n MHTerpupoBaHHas cuctema ynpaB/eHUs OCHOBaHbl Ha caMblX 3 -
heKTUBHBLIX Noagxofax ABYX CTaHAapTOB.

6.4 ISO/IEC TR 90006:2013

6.4.1 O6nacTb NpUMeHeHUs

ISO/IEC TR 90006 coaepXuT pykoBoAsL e ykazaHua no npumeHeHunto MCO 9001:2008 k ynpaBrieHUto
NT-ycnyramun n ero uHterpaymm ¢ MCO/M3K 20000-1:2011.

ISO/IEC TR 90006 npegHasHaueH gns:

a) ayiMTOpoB M MHCNEKTOPOB, KOTOPbIM HEOOXOAMMO PYKOBOACTBO A/ MPOBEAEeHUA ayauTa CoOoTBeT-
cTeua ycnyr MCO 9001:2008 n ynpas/iieHUA UMW COr1acHO 3TOMY CTaHAapTy;

b) ayAUTOPOB WU MHCNEKTOPOB, KOTOPbIM HEO6XO0AMMbI PYKOBOASALLME yka3aHWsa ANS NPOBefeHUS KOM-
naekcHoro ayauta cootsetcTeus ycayr MCO 9001:2008 n MCO/M3K 20000-1:2011 v ynpaBsieHWs uMun cornac-
HO 3TUM CTaHjapTaMm;
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C) opraHu3aunii, BHeLpSLWMUX CUCTEMY YyNPaBNEeHUA KayeCTBOM YCAYr U yNnpaBieHns umu;

d) opraHusauunii, BHeAPAKLWMUX WHTETPUPOBAHHYID CUCTEMY ynpaBiieHWs COrnacHo TpeboBaHUAM
MCO 9001:2008 1 NCO/M3K 20000-1:2011.

6.4.2 HasHauyeHue

ISO/IEC TR 90006:

a) coaepXuUT pykoBoAAWMe NPUHLMMLI N0 NpUuMeHeHU0 cTaHgapTta ISO 9001:2008 k ynpaB/sieHuUio
NT-ycnyramu;

b) onucblBaeT CXOACTBa W pasnuuusa mexay Tpeb6oBaHuaMmu ctaHgapTos WMCO 9001:2008 u
MCO/M3K 20000-1:2011;

C) nogfepXuBaeT BHeApeHNe 1 ayAnT Kak CUCTEM ynpasBieHus, paspaboTaHHbIX corfacHo TpebosaHu-
aMm ctaHgapTta MCO 9001:2008. Tak M UHTErpUPOBaHHbIX CUCTEM YNpaB/ieHUs, COOTBETCTBYOLWMNX CTaHgapTam
MCO 9001:2008 n NCO/M3K 20000-1:2011;

d) BknyYaeT B cebs pykoBoAsuwime ykasaHWsA MO cOrnacoBaHU M uHTerpauyum cuctem QMS mn CYY B
opraHusaumnsax, okasblBar WX yCNyrn BHYTPEHHUM U/UN BHELWHUM 3aKa3vyukam.

6.4.3 CBsaA3n ¢ NCO/M3K 20000-1:2011

HecmoTps Ha To uTo o6nacTb npumeHeHusa ISO/IEC TR 90006 orpaHnyeHa NT-ycnyramu. NCO/M3K 20000
n MCO 9001 He orpaHuYeHbl B NpUMeHeHumn Tonbko cdepoit UT n UT-ycnyr. NCO/M3K 20000-1:2011 ycTa-
HaBnnBaeT ob6uime TpeboBaHUA, KOTOpPble NPUMEHMUMbI KO BCEM NOCTaBLYMKaM yCAyr He3aBUCMMO OT UX TUNa,
MaclwTaba 1 xapakTepa okasblBaeMblX UMW YCYT.

MepeueHb pasgenos ISO/IEC TR 90006 n nopsifok ux cneposaHua cosnagatoT ¢ MCO 9001:2008.
ISO/IEC TR 90006 copepxuT cpaBHeHue TpeboBaHuii MCO 9001:2008 ¢ aHanornyHbiMm TpeboBaHUAMMU
MCO/M3K 20000-1:2011.

B ISO/IEC TR 90006 (npunoxeHus A n B) npeactasneHo cpaBHeHue MICO 9001:2008 n MCO/M3K 20000-1:2011
apyr c apyrom. MpunoxeHne C ISO/IEC TR 90006 BkatouyaeT B ceb MHGopmaumnio 06 nHTerpauumn cuctem
QMS n CYY.

6.5 Moppepxka cTaHgapToB

6.5.1 Obwas nHdopmauusa

Ana noggepxkn opraHusayuii, ncnonbsyowmnx MCO/MIK 20000-1:2011. cywecTByeT psag ApYyrux cTaH-
[apToB. ONUCaHHbIX B MyHKTax 6.5.2—6.5.9 HacToAwero ctaHgapra.

6.5.2 NCO3000"006’ »

MCO 9000:2005 onucbiBaeT 0CHOBbI cucTteMbl QMS. KOTOpble COCTaBNAKT NpeaMeT CTaH4apTOB KOM-
nnekca NCO 9000, n onpepenseT COOTBETCTBYIOLME TEPMUHBI.

B komnnekce ctaHgapToB NCO 9000 Tpeb6oBaHusa k cucteme QMS un npofyktam oTAensaTca apyr
oT apyra. B CO 9000:2005 BBOASATCA YeTbipe KaTeropuuv NpoaykToB: yCayru, nporpaMmMHoe obecneve-
Hue. obopyaoBaHne n ob6paboTaHHbIi MaTepnan. B cooTBeTCTBUM C onpeAeneHUs MU, NPUBEAEHHbIMU
B MCO 9000:2005. nporpammMHoe obecneyeHne v o60pyfoBaHMe OTHOCATCA He TO/IbKO K KOMMblOTEpam, no-
CKONbKy cTaHgapTbl komnnekca MICO 9000 mMoryT NPUMEHATLCS K ycayram B Apyrux obnactax, Hanpumep B
npoussogcTee. MCO/M3K 20000-1:2011 npMMEeHUM UCKNOUYUTENBHO K yCayram U MOXeT MPUMEHATLCA K Mpo-
AyKTaMm TO/IbKO B C/lydae, ec/in OHW UCMOJIb3YTCA B COCTaBe ycayru.

MpumeuyaHne — B HacTosuwee Bpema MCO 9000:2005 npuBoAUTCA B COOTBETCTBME C OBHOBMEHHbLIM
MCO 9001 n TpeboaHusamm NCO k egnHomy chopmaTy cMCTEMbI ynipaBieHusl, TepMrMHaM 1 Tekctam. MpusBedeHHas Bbille
nMHopMaumsa akTyansbHa ans MCO 9000:2005.

6.5.3 ICO 9001:2008

MCO 9001:2008 onpepensieT TpeboBaHnsa kK cuncteme QMS.

MCO 9001:2008 n NCO/M3K 20000-1:2011 onucbiBaloT TpeboBaHUA K NPOEKTUPOBAHNIO, BHEAPEHUIO 1
COBEpLIEHCTBOBAHMIO CUCTEMbI ynpaBneHus B opraHusaunn. MCO/M3IK 20000-1 opueHTUpOBAH Ha ycnyru, a
MCO 9001 — Ha kayecTBO NPOAYKTOB, KOTOpPble MOTYT BK/IO4YaTb B cebs ycnyru.

Cuctema QMS, onpegeneHHas B MCO 9001, n CYY, onpegenerHHaa B MCO/M3K 20000-1, ocHOBaHbI Ha
npoueccax un TecTio cBsizaHbl ¢ meTtogonornein PDCA.

MHorune Tpe6oBaHma MCO/M3K 20000-1:2011 (pa3gen 4) nsnoxeHol B MCO 9001:2008 (pa3aensi 4. 51 6).

Bce cTaHAapThl, yNOMsHYTbIE B HACTOSALLEM MyHKTE, BK/IKOUEHBI B pasfen «bubnvorpadms».
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Hanbonee TecHo B3ammMocBsA3aHHble Tpe6oBaHnsa MCO 9001:2008 n MCO/M3K 20000-1:2011 oTHOCAT-
cs K cnefywolwmm obnactam:

a) OTBETCTBEHHOCTb PYKOBOACTBA,

b) ynpaBneHune [OKyMeHTamMu;

C) ynpasneHue pecypcamu;

d) BHYTPEHHUI ayauT;

e) ynpaBnieH4eckunin 063op.

Ecnn oprannsaunsa sBHegpsaet cuctemy QMS B cootBeTcTBun ¢ MCO 9001:2008 n CYY B COOTBETCTBUM
¢ NCO/M3K 20000-1:2011. To et cnegyeT UMeTb B BUAY, YTO YNpaB/IEHNE CXOXMMU TPEGOBAHUAMMN C MOMO-
Wb UHTETPUPOBAHHOI CUCTEMbI YpaB/eHNs MOMOraeT COKpaTUTb pacxofbl.

MpumeyaHne — B HacToswee Bpema MICO 9001 npuBoauTCs B COOTBETCTBME C TpebosaHuamu VCO K
eVHOMYy dhopmaTy CUCTeMbl ynpaBfeHus, TepMuHam K TekcTam. MNpuBefeHHas Bbille MHopMmaumsa akTyanbHa Ans
MCO 9001:2008.

6.5.4 NCO 10007:2003

MCO 10007:2003 BkntoyaeT B cebs pyKoBOACTBO MO ynpaB/ieHN0 KOHUrypaymsamm BHyTpM opraHusa-
unn. OH NPUMEHUM K NoAAepXKe NMPOAYKTOB Ha BCEX CTaAUAX UX XU3HEHHOIO LMKNa — OT CO3[aHusA KoHUen-
L1n A0 ytunmsauyuu.

YnpasneHue koHdurypauymamu B NCO 10007:2003 npumeHseTca K npogykram, a B cTaHjapTe
MCO/M3K 20000-1 — k ycnyram.

YnpasneHue koHdurypaunsamu B MCO/M3K 20000-1:2011 onpegenset TpeboBaHMA K TEXHUYECKOMY U aj-
MWHUCTPaTUBHOMY YyNpaB/IEHNIO B XOA4E XU3HEHHOrO LiUK1a KOHPUTypaLurnoHHOW enHNLbI, ee B3aMMOOTHOLLEHHN-
AIM 1 COOTBETCTBYIOLLE KOHPMTIYypaLMOHHON nHopMaLun, Takoli kak cocTosaHna naTpmbyTel. MCO 10007:2003
BK/OYaeT B ceba Te Xe KOHUuenuuu ynpaeneHusa koHdurypaumamu, yto n MCO/MIK 20000-1:2011. ogHako
onpejenser Ux nogpobHee 1 COAEPXUT AOMNONHUTE bHbIE PYKOBOASALLNE yKa3aHUA.

Mpouecc ynpaeneHnsa nameHeHnamm 8 MICO/M3K 20000-1:2011 BknoyaeT B cebs TpeboBaHns K ynpasne-
HUIO U3MEHEHUAMU KOHMUTYPALNOHHBIX € 4UHUL, U U3MEHEHUSAMMU, CIOCOOHBIMU BO34eACTBOBATbL Ha YCAYIY Un
3akasumka. TEPMUH «KOHTPOJSIb M3MEHEHMIi», ncnonb3yemslii B MICO 10007:2003. nepecekaeTcs ¢ TEPMUHOM
«ynpaBneHne nsmeHeHnamm» MCO/M3K 20000-1:2011. KoHTponb n3meHeHunii B MCO 10007:2003 Hanpas/ieH
Ha U3MEeHeHNs, BHOCUMble B NPOAYKTbl NOC/1€ HAaYya/lbHOro BblMyCKa UX KOHMUTYPaLNOHHON MHhopmaLuu.

OpraHusaymm MOryT UCMO/b30BaTh NperMyLecTBa 060MX MeXAyHapoAHbIX CTaH4apTOB Npu onpejene-
HUWU. BHEPEHUN N COBEPLUEHCTBOBAHUM NPOLECCOB yNpas/ieHNs KOHMUTypaumaMmmn n usMeHeHnAamm.

6.5.5 NCO/M3K 19770-1:2012

MCO/M3K 19770-1:2012 chopmupyeT OCHOBY A/1I1 MHTETPMPOBaHHOro Habopa npoueccoB ynpaBieHus
nporpaMmmHbIMmK akTuBamu. B o6nacTtb npumeHeHns NCO/M3IK 19770-1:2012 BxoaAaT cnegywouwime Buabl Npo-
rPaMMHbIX aKTUBOB:

a) npaBa Ha UCNo/sb30BaHne NPorpaMmMHOro o6ecrneyeHns, BO3HUKaloLIMe B CBA3M C €ro NoJIHbLIM Bnaje-
Huem (Hanpumep, ecnu nporpammMmHoe obecneyeHne paspaboTaHo B opraHusaLumn) Uav HanYnem nMueH3nmn
(koTopas npumeHsieTcs K 60/bLINHCTBY KOMMEPYECKUX MPOrpamMmm 1 NporpaMm € OTKPbITbIM UCXOAHbIM KOAO0M,
pa3paboTaHHbIX BHELWHUMWU aBTopamm);

b) nporpammHoe obecneyexve, npegHasHayeHHoe 419 UCNONb30BAHNSA, B COCTaB KOTOPOro BXOAUT LieH-
HOCTb WHTENNeKTyanbHON COBCTBEHHOCTM NporpammMHoOro obecrneyeHus (B TOM 4uC/e UCXOLHOE Nporpamm-
Hoe obecneyeHune, NpeaocTas/iieMoe ero NPonM3BoAUTENAMU U pa3paboTunkammu, c60pKU Nporpamm, a Takxe
nporpamMmmbl, yCTaHOB/IEHHbIE UM NPeAOCTaB/IeHHble B MHOW hopme, NCMOMb3yeMble U UCNOMIHSAeMble Mpo-
rpaMmmbl);

C) HOCUTeNn MHopMaLuun ¢ NPorpaMMHbIM o6ecneyeHnem, npejHasHauyeHHbIM 419 UCNONb30BaHUA.

MCO/M3K 19770-1:2012 npegHa3HayeH, 4Tobbl 6bITb B TOYHOCTM cornacoBaHHbiM ¢ MCO/M3K 20000-1:2011
1 noaaepxunsartb ero.

NHTepdpeiicbl npouecca XW3HEHHOTO LWKAa ynpaBieHUs MporpamMMHbIMU akTMBaMu B 3HA4UTEsIbHONA
CTEMNeHN COOTBETCTBYIOT OCHOBHbIM npoueccam Xu3HeHHoro uukna WCO/M3IK 12207:2008 B KOHTeKcTe
ynpasfeHus nporpaMmmMHbIMK akTusamm, a takke MCO/M3K 20000-1:2011. Llenb NCO/M3K 19770-1:2012 —
onpefennte TpeboBaHUA KynpasaeHnto NPorpaMMHbIMU akTUBamMmn Aaa 3TUX NPOLLECCOB XU3HEHHOTO LUKNa.

WNHTepdelickl MpoLECCOB XN3HEHHOTO LuKNa ynpas/ieHns NPorpaMMHbIMU akTUBaMU TECHO CBS3aHbl CO
MHOTMMW npoueccamMun, npefycMoTpeHHbiMun B MCO/M3K 20000-1:2011. 3T nHTepdelicbl BKAoyalT B cebs
npoueccol, koTopble o6ecneynsatoT cobnogeHne TpeboBaHNit 3aKOHOAATENbCTBA NMPU yNpaBAeHUN akTUBaMMm,
NCNO/Mb3yeMbIMU MPU OKa3aHUM ycnyr (B TOM Yucie NLEH3NOHHBIX).
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6.5.6 NCO/M3K 27000:2014

MCO/M3K 27000:2014 conepxunt 0630p ISMS un Bcex ctaHaapToB cemelictea MCO/M3K 27000. a Tak-
Xe onpefensiet UCNOJib3yeMble B HUX TEPMUHBI.

Llens NCO/M3K 27000:2014 aHanornyHa uenun Hactoslero ctadgapra, ogHako MCO/M3K 27000:2014
CKOHLEHTPMpPOBAaH Ha ynpaBneHun NHOPMaLMOHHOV 6e30NacHOCTbIO, a He ycnyramu.

OnpegeneHns HeKOoTopbix TepMnHoB B MCO/M3K 27000:2014 (Taknx Kak 4OCTYMHOCTb, MHOPMaLNOH-
Has 6e30nacHOCTb M PUCK) OT/IMYaTCA OT ux onpegeneHnii B MCO/M3K 20000-1:2011. TepMUH <UHUUAEHT
MHopMaLuMoHHOW 6e3onacHocTu» onpegeneH B MCO/M3K 27000:2014 n komnnekce ctaHgaptoB MCO/MIK
20000 ognHaKkoBoO.

6.5.7 NCO/M3K 27001:2013

MCO/M3K 27001:2013 onpegensieT TpeboBaHus K pa3paboTke, BHEAPEHUIO, IKCNyaTaunum, MOHUTOPUH-
ry. aHanu3sy, o6C/yXMBaHNIO 1 COBEPLUEHCTBOBaHUIO ISMS B KOHTEKCTe 06LWMnX 6U3HEC-PUCKOB OpraHm3auuu.

NCO/M3K 20000-1:2011 BkNtovaeT B cebs TpeboBaHMA K NpoLeccy ynpaBneHns nHchopMaLnoHHol 6e3-
onacHoCTblo. DTOT cTaHAapT oTBevaeT TpeboBaHuam MCO/MIK 27001:2013 1 HaxoAUTCS NOA UX BAUSHUEM.

OpraHusauus, cobnogawas tpebosaHna 060ux CTaHLapTOB, A0/KHA BbINONHATL PAA HE3HAUYNTENb-
HbIX KOPPEKTUPOBOK, NOAPO6HO onncaHHbix B MCO/M3K 27013.

B MCO/M3K 27001:2013 (npunoxeHune A) npusefeHbl TpeboBaHMA B BuAe Leneil u AMpekTUuB Hopma-
TUBHOTO KOHTPONSA. MpunoxeHve A nogaepXxuBaeT BbiNoSIHEHUE TpeboBaHuii MCO/M3IK 20000-1:2011 k npo-
ueccy ynpasaeHus nHopmaLnoHHON 6e30nacHOCTbIO.

6.5.8 NCO/M3K 27031:2011

MCO/M3K 27031:2011 onucbiBaeT KOHLENLUN U MPUHLMMLI NOATOTOBKM MHAOPMALNOHHBIX U1 KOMMYHM-
KaumnoHHbIX TexHonoruii (MKT) k obecneyeHnto HenpepbIBHOCTU 6u3Heca. Kpome Toro, oH BkI4aeT B cebs
cuctemy meTonos v lMpoueccos, MO3BONAWWMX BbIABNAATL U ONPeAenaTbh BCe acnekTbl MNOBbILWEHUA FTOTOBHO-
cTn KT opraHusaumnmn kK obecnevyeHunto HenpepbIBHOCTU 6U3Heca.

NCO/M3K 27031:2011 MoxeT 6bITb NOSIE3EH OpraHn3aumsamM, KoTopble onpesensioT U BHEAPAT Npo-
Lecchl ynpaBneHuss HenpepbIBHOCTbIO 6U3HEeca 1 A0CTYyNHOCTbIO cornacHo NCO/M3K 20000:2011. nockonbKy
B HEM NOAPOGHO OoNucaHbl CBA3N MeXAy ynpaB/ieHUeM HenpepbiBHOCTbIO 6u3Heca 1 rotoBHocTbio UKT k ee
o6ecneyeHuto. 3To nomoraeT obecneymBartb COOTBETCTBME MeXAY MOTpebHOCTAMU 6u3Heca u AeicTBuAMYU
nocTasLiMKa yCcnyr.

6.5.9 NCO 31000:2009

MNCO 31000:2009 BkatoyaeT B ceb NPUHLUKUMBLI U 06LIME PYKOBOACTBA MO YNpaB/ieHUs pUCKaMu.

B MICO/M3K 20000-1:2011 onncaHbl TpE6OBaHNS K OLLEHKE PUCKOB, CBA3AHHbIX C yC/1yraMu, ynpasieHuo 3TUMm
pucKkamMm 1 UX aHanu3y co CTOPOHbI BbICLLErO PyKOBOACTBA nocTaBLuka ycayr. MCO/M3K 20000-1:2011 onpegens-
eT He TpeboBaHNS K Npoueccy ynpaBieHusa puckamu, a nogxon k Hemy. Kpome toro, MCO/M3K 20000-1:2011
BK/lOYaeT B ceba TpeboBaHus, nNpeabaABNfeMble K NOCTaBLLMKAM YCNYr B OTHOWEHWUW uenei yMeHblueHns
PUCKOB NPWN COBEPLUEHCTBOBAHUN yCNyr. 3TM Tpe6oBaHNA OTHOCATCA K YNpaB/IeHU0 puckamu, KoTopble cBsiza-
Hbl C AeliCTBUSAMU, COBEpPLUAEMbIMUN MPU OKa3aHUN YCNyr, a UMEHHO K OL,eHKe U3MEHEHWNI i KOHUrypaLoHHbIX
ef\MHUL,, NPOLLEeCCOB U YCNYr, a Takke oLeHKe pUckoB 6e30nacHOCTU U npepbiBaHnsa paboTbl 6usHeca.

MCO 31000:2009 nomoraeT nocTaswuMKam YCNyr, Xenawwmum noaTBEpPAUTbL CBOE COOTBETCTBUE
MNCO/M3K 20000-1:2011, 0cBOUTb MOAXOS K NPOEKTUPOBAHMIO HaANexallel cucTteMbl ynpaBaeHus puckamu.

6.5.10 NCO/M3K 38500:2015

MCO/M3K 38500:2015 cogepXuT NpuHLUUNbI PYKOBOACTBA TEKYLMM M 6yAyUIMM MCNO/Ib30BAHUEM WH-
hopMaLMOHHbIX TEXHONOIMIA B opraHusaunn. CTaHfapT onucbiBaeT PyKOBOAALLME NMPUHLUNLI 418 OpraHoB
pykoBOACTBa opraHusaunm (B YAC/0 KOTOPbIX MOFyT BXOAUTb BAafenblbl, AupekTopa, napTHepbl, UCMOMHU-
TeflbHble pyKoBOAUTENU U ApP.) N0 3P EKTUBHOMY, paLMOHaIbHOMY Y NPUEMIEMOMY UCMO/Ib30BaHNI0 NHAOP-
MaLMOHHbIX TEXHONOTMNIA B OpraHnsaunm.

HecmoTps Ha To uTo MCO/M3K 38500:2015 1 MCO/M3IK 20000-1:2011 CKOHLEHTPUPOBAHbI Ha pa3HbIX
npeameTax, OHU CNOCOGHBI fONONMHATL U YyCUNUBaTh Apyr Apyra.

NCO/M3K 20000-1:2011 oTHOCUTCA K chepe cucTem ynpasneHusa. OH onpefenseT U onucbiBaeT CTPYKTYpY
CYY. CYY Ho BK/lOYaeT B cebs1 NOMHbIA KoMnaekc PyHKLMIA pykoBoacTBa, ogHako B MCO/M3K 20000-1:2011 ume-
toTca TpeboBaHNa K 065A3aTe/IbcTBaM NO PYKOBOACTBY M NOAUTUKAM YNpaBieHus ycriyramu, KoTopble cnoco6CcTBYOT
KOHTPOJI10 CO CTOPOHbI PYKOBOACTBA. BHeApeHe v npuMeHeHne NpuHUMNOB, n3noxeHHbIx B MCO/M3IK 38500:2015,
paclmpseT 1 ycunmsaeT npemmMyliecTsa ucnonb3oaHus MCO/M3K 20000-1:2011.

MCO/M3K 38500 — aTo cTaHaapT no pykosBoAcTBy VT Ha ocHOBe NpuMHUUNOB. B pe3ynbTate BHegpeHUS
3TUX MPUHLUNOB B OpraHunsauum cosgaeTca cuctema, Kotopasa ynpasnaetr VT v KOHTponupyeT NpuMeHeHue
WT. PykoBoAALWMA opraH ocyliecTBnsieT pykoBoAcTBOo UT nocpeACTBOM pelleHWs Tpex 3afjad; OUeHKW.
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HanpaBneHnUs AeATeNIbHOCTM U MOHUTOPUHIa. 3TU 3ajayu BbIMOJIHATCA B TECHOM COTPYAHUYECTBE Mexay
PYKOBOZALLMM OPraHoM 1 ynpaBnsiowWwym 3BEHOM opraHusauuu.

ISO/IEC TS 38501 pgononHsetr MCO/M3K 38500 n onucbiBaeT NPUHLMNbLI, KOTOpble HEOGXOAUMO MKC-
nonb3oBaTh ANa apeKTMBHOro pykosoactea UT B opraHusaumnmn. 3tm pykosogsalme nNpuHLUNbLI onpeenstor
KNn4yeBble AeNCTBMA, KOTOPble opraHM3auns foKHa BbINOMHUTL AN TOro, 4TO6bl BHEAPUTL pykoBOACTBO UT
B cooTBeTCcTBMM ¢ MCO/M3IK 38500. Kpome Toro, TexHuuyecknii otuet ISO/IEC TR 38502 onucbiBaeT xapaktep
N MexaHn3Mbl PYKOBO/ACTBA W yNpaB/ieHUs, a TakKe B3aMMOOTHOLWEHNA MeXAy HUMKN B KOHTekcTe UT opraHum-
3auuu.

6.5.11 WNCO 22301:2012

NCO 22301:2012 onpepensieT Tpe60BaHNA K N1aHUPOBaHWUIO, peannsalnmn, BHeAPEHWIO, aKcnayaTauum,
MOHUTOPWHTY, aHanun3y, 06CcnyXxmBaHNo N NOCTOSSHHOMY COBEPLUEHCTBOBAHUIO ,OKYMEHTUPOBAHHOW CUCTEMBI
ynpas/ieHNs, HaueNeHHble Ha CHUXEeHWe BEPOSATHOCTU WHUWAEHTOB, Hapylawlmux ee paboTy, NOArOTOBKY K
X BO3HUKHOBEHWIO, pearmpoBaHue Ha HUX 1 nocnejylolee BocCTaHOB/eHME paboTOCNOCOOHOCTN CUCTEMbI
ynpasneHus.

Tpeb6oBaHus, ykasaHHble B ICO 22301:2012, nmMetoT 06 Ml XapakTep U MOTyT C IETKOCTbI UHTETPUPO-
BaTbCA C APYrMMM TpeboBaHUAMU K cMCTeMaM ynpasJ/ieHuns, Hanpumep ¢ TpebosaHusmu NCO/M3K 20000-1.
OHM MOryT HenocpeaCcTBEHHO KacaTbCca npouecca obecneyeHns HenpepbiBHONW paboTbl 6u3Heca u ynpasne-
HUSA AOCTYMNHOCTHIO.

20



FOCT P 57392—2017

Mpunoxexne OA
(cnpaBoyHoe)

CBefleHNss 0 COOTBETCTBUMU CCbIJTOYHbIX MEXAYHapoAHbIX CTaHAapTOB
HauMWOHa/IbHbIM CTaHA4apTam

Ta6nuuya [JA-1

O603Ha4eHMe CCbUTOHHO CreneHb O603Ha4eHe 1 HaMMeHOBaHVE COOTBETCTBYHOLLIErO
MeXayHapoHOIO CTaHaapTa COOTBETCTBUA HaLIOHa/TbHOTO CTaHAapTa

ISO/IEC 20000-1:2011 o1 FOCT P MCO/M3K 20000-1—2013 «UHdopMaLmoHHas TexHo-
norus. Ynpasnenue ycnyramu. Yacte 1. TpeboBaHus K cucteme
ynpasneHus ycnyramm»

ISO/IEC 20000-2:2012 .

ISO/IEC 20000-3:2012 oT FOCT P MICO/M3K 20000-3—2014 «/nHopMaLMOHH35 TeXHO-
norvsa. YnpasneHve ycnyramu. Yacte 3. PyKoBoACTBO Mo ornpe-
neneHnto o6nactu npumeHeHus n npumeHumocTn MCO/M3K
20000-1»

ISO/IEC TR 20000-4:2010 — *

ISO/IEC TR 20000-5:2013 — .

ISO/IEC TR 20000-9:2015 — °

1ISO 9001:2008 oT FOCT P MCO 9001—2008 «CucTeMbl MeHepKMeHTa kavecTsa.
Tpe6oBaHusA»1'

1ISO 10007:2003 0T FOCT P NCO 10007—2007 «MeHemKMeHT opraHusaumn. Pyko-
BOZSLLYE YKa3aHUs N0 ynpaBieHNto KoHurypaumeii»

ISO/IEC TS 15504-8:2012 — .

ISO/IEC 19770-1:2012 0T FOCT P NCO/M3K 19770-1—2014 «WNHbopMaunOHHbIE TEXHO-
norun. MeHeXMEHT NPorpamMmmHbIX akTuBoB. YacTb 1. lNpoLiecchl
1 OLeHKa COOTBETCTBUSA MO YPOBHAM»

ISQ1EC 12207:2008 0T FOCT P MCO/M3K 12207—2010 «VHhopMauroHHass TEXHOO-
rvsi. CUCTeMHas 1 NporpammHas nHxeHepus. Mpouecchl XU3HeH-
HOrO LKNa NporpaMmHbIX CPeACcTB»

1SO 22301:2012 T FOCT P NCO 22301—2014 «CucTeMbl MeHe[XMeHTa Hernpe-
pbIBHOCTM 6U3Heca. ObLime TpeboBaHNS

ISO/IEC/IEEE 24765:2010 — .

ISO'IEC 27000:2014 — .

ISO/IEC 27001:2013 — o

ISO/IEC 27013-2015 — .

ISQ1EC 27031:2011 0T FOCT P CO/M3K 27031—2012 «W/HdopmaLmoHHasa TexHono-
rvsi. MeTogpbl 1 cpeacTea obecneyeHuss 6e3onacHocTn. Pykosog-
CTBO MO FOTOBHOCTW WHPOPMALMOHHO-KOMMYHUKALMOHHBIX Tex-
HOMOTWiA K 06eCNEYEHN0 HENPEPLIBHOCTW BGU3HEeCa»

1ISO 31000:2009 0T FOCT P NCO 31000—2010 «MeHemkMeHT pucka. MpuHumnbl 1

1>3ameHeH Ha FTOCT P MICO 9001—2015.

PYKOBOZACTBO»
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OkoHuaHue Tabnmubl JA. 1

O603HaYeHne CCbIZIOYHOTO
MeX/AYHapojHOro cTaHgapra

ISO/IEC 38500:2015

ISO/IEC TS 38501:2015
ISO/IEC TR 38502:2014

ISO/IEC TR 90006:2013

CreneHb
COOTBETCTBUA

0T

O603HayeHne n HaMMeHoBaHue COoOTBETCTBYH LW €0
HauuoHanbHOW CTaHapTa

FOCT P NCO/M3K 38500—2017 «MHhopMaLnoHHbIE TEXHOSO-
rvn. CTparernyeckoe ynpasneHue VT B opraHusaLumn»

4

' COOTBETCTBYIOLMI HALMOHA/LHBIV CTAHAAPT OTCYTCTBYET.
COOTBETCTBYIOLLMIA HALMOHA/LHBIA CTaHAAPT OTCYTCTBYET. [l0 ero yTBepXAeH!st PEKOMEHAYETCS MCMO/b30BaTh
nepeBos, Ha PYCCKMI A3bIK 4aHHOTO MEXAyHapOAHOro cTaHaapTa. MNepesos 4aHHOTO MEeXayHapoAHOro cTaHaapTa Ha-

xoautcsi B defepasibHOM H(OPMALMOHHOM (oHAE CTaHAAPTOB.

MpumMmeuaHne — B HacToswWel TabnuLe UCNoNb30BaHO Credytolee YC/I0BHOe 0603HauYeH1e CTeneHn cooT-

BETCTBUA CTaH4apPTOB:

- FOT — naeHTnYHbIe cTaHaapTbl.
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Kniouyesble crnosa: ynpasneHue ycayramu, cuctema ynpasneHusa ycnyramu (CYY). cuctema ynpasfieHUs Ka-
yectBoM (QMS), o6nayHblie ycnyru
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