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BeepeHne

HacTtoawuin ctaHgapT uageHtuyeH ctaHgapty BS 7000-3:1994 «CwucTembl Au3aiiH-MeHegXMeHTa.
YacTtb 3. PyKOBOACTBO MO ynpaB/ieHUo cepsBuc-gusaiiHom» {«Design management Systems — Part 3: Guide
to managing service design»), ony611MKoBaHHOMY Moj PyKOBOACTBOM KomuTeTa «Quality, management and
statistics standards policy committee» («KoMuTeT no KoHLeNuMn cTaHAapTOB KayecTBa, ynpaB/eHusa u ctatu-
CTUKU»).

B 1993 r. BS 7000 «Guide to managing product design» («PykoBoACTBO N0 ynpaB/eHno A1n3aiiHOM Npo-
OyKUMN») 6bln nepeHymepoBaH B BS 7000-1 u cornacoBaH ¢ ocTajibHbIMK YacTamu. Mpegnonaranock, 4To
cepus ctaHgapToB BS 7000 06beaAnHUT B ce6e HECKOJIbKO YacTeil.

B HacToAWMA MOMEHT cepusa 6puTaHckux ctaHgapTos BS 7000 BknovaeT B cebs cnegyolmne yactu:

- Part 1: Guide to managing innovation (4acTb 1. PykoBOACTBO NO yNpaB/iEHN0 UHHOBaLMAMMN);

- Part 2: Guide to managing the design of manufactured products (HacTb 2. PykoBoACTBO no ynpaBne-
HUI0 AN3aiiHOM BbIMyCKaeMon NpoayKunm);

- Part 3: Guide to managing service design (YacTb 3. PykoBOACTBO N0 ynpaB/ieHUto pa3paboTkoit ycnyr)
(McxofdHbI cTaHAapT, rTApMOHU3NPOBAaHHbI B HACTOALLNIA);

- Part 4: Guide to managing design in construction (4acTb 4. PyKoBOACTBO NO ynpas/ieHUo An3anHom
B CTPOUTENbLCTBE);

- Part 5: Guide to managing obsolescence (HacTb 5. PykoBoACTBO NO ynpaB/ieHNI0 ycTapeBaHnem);

- Part 6: Managing inclusive design. Guide (YacTb 6. PyKoBOACTBO NO ynpaB/eHN0 UHKAK3UBHLIM A1-
3aiiHOM);

- Part 10: Glossary of terms used in design management (HacTb 10. Fnoccapwii TEpPMUHOB, UCNONb3Y-
eMblIX B ynpaB/eHun gn3ainHom).

HacTtoawwuin ctaHgapT BkAOYaeT He BCce ob6a3aTesibHble NON0XeHNA. OTBETCTBEHHOCTb 3a KOPPEKTHoe
NPpYMeHeHne HaCTOosLWero cTaHAapTa eXUT Ha ero nosib3oBartensx.

Pa3paboTka ycnyr sensetca obpasylowum atanom ycnyru. Ha gaHHoMm atane Heo6xo4MMo ya0BNeTBO-
pUTb paunoHasnbHble U NPOrHo3upyemble TpeboBaHUA NOTEHUMaNbHbIX NOMb30oBaTeneil, MakCMManabHO 3KO-
HOMHO UCNOMb3ys JOCTYyNHbIE Pecypchbl.

MnaTa 3a pag ycnyr, HanpuMmep 6yxrantepcknx, 6aHKOBCKUX WY OPUAMNYECKUX, MOXET OCYLLLeCTBNATb-
CS HeNocpeACTBEHHO nonyyatenem. [lpyrue ycnyru, Takme Kak yCnyru rocygapCcTBeHHbIX CNyx6, couunanb-
Hble YCAyru, ycnyrn cnyx6 HeOoTNO0XHOI/ nomouwmn 1 61aroTBOpuTeNbHbIe YCyrK, onfavynBaTb HanpsaMyto
Henb3s.

OnucaHHble MOAenu, NPUHLUMBLI U 3NEeMeHTbl CUCTEMbI KayecTBa MPUMEHUMbI KO BCeEM dopMam YCnyr,
KaK MCKMI0YNTEeIbHO 06CTYXUBAIOLLLET0 XapakTepa, Tak 1 B coYeTaHUn C NPOU3BOACTBOM M MOCTaBKOW maTepu-
anbHOro npoaykra. Takylo MoAenb MOXHO M306pas3nTb B KauyecTBe CNeKTpa, Bapbupylolerocs oT cuTyauuu,
rae ycnyra HenocpefCTBEHHO CBsi3aHa C MPOAYKTOM, K CUTyauumn, B paMKax KOTOpoil NpoayKT hakTuyecku He
3a/eicTBoBaH.

PucyHok 1 geMOHCTpMpyeT AaHHYI0 MOAe b Ha NpuMepe Tpex TUNOB YCAyr.

CopepxaHvie MaTe?avasibMoro npoaykTa CopepXaHue maTepuasibHOro npoAaykTa
(ebicokoe) (HU3KO15)
Ycnyrv no npofaxke aetomobunem PecrtopaHHble ycnytn HOpuanueckue ycnyrm

MpumeyaHne — YcnyrmTaKke MOryT 6bITb NPeAOCTaB/1eHbI HENOCPEACTBEHHO 060PYA0!3aHNEM U
yupexaeHnem, H3MPUMC  TOProBbIMW asToMaTamMm Wi 6aH comaramm.

PucyHok 1— CogepxaHue npoaykta B CriekTpe yciyr

Ycnyra, paspaboTaHHas HeyA0BNeTBOPUTEbHLIM 06Pa3oM, MOXeT NPUUYNHUTL yuepb penyTauunm Kom-
naHuv 1 NnepcnekTBam pocTa, 0CO6eHHO B Tex criyyasx, korga paspaboTka BefgeTcsi 6€3 JOHKHOTO BHUMaHNA
K OXufaaHuam notpebuteneii, 6e30nacHOCTM W HafexHOCTU. Takum o6pa3oM, HEO6X0AMMO MPUHUMATbL BO
BHMMaHVe npenMyLiecTBa, n3Bnekaemblie U3 ahPeKTUBHOIO ynpassieHns pas3paboTKoii ycnyr.

v
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HacTtoawwuii cTaHfapT npeActaBasieT aeMeHTbl 3a4ay AN1A CAeAyoLWmnx rpynn nogei:

a) PYKOBOAWTENMN BbICLLETO 3BEHA;

b) pyKOBOAMTENN MPOEKTOB;

c) paspaboTuuku.

B KpynHOI opraHusauuu pasnnuHbie 0683aHHOCTU, BEPOATHO, 6YAyT BO3/I0XKEHbI HA pPasHbiX COTPYAHM-
KOB. B ManeHbKoil opraHv3aunm gaHHble 0653aHHOCTU MOTYT GbiTb BO3/10XKEHbI HA O4HOr0 YesoBeka, HO npu
3TOM OHW OCTaHYTCA YHUKa/IbHbIMU W OTNIUYHbIMUW APYTr OT Apyra. Bce npuBaeyYeHHble COTPYAHUKA OOSKHbI
6blTb NOJIHOCTHIO OCBEAOMJ/IEHbI O CBOMX 06513aHHOCTSAX. KpoMe TOro, COTpyAHUKaM peKoMeHAyeTCsi 03HaKo-
MUTBLCSI C MOJIHBIM COAEPXAHUEM TeKcTa HacTosILLero ctaHgapTa, YAennB ocoboe BHUMaHvWe pasgeny, Heno-
CpeACTBEHHO KacawLemycs ux AesiTeNlbHOCTU.

HacToswuii cTaHaapT sSIBNseTcs PyKOBOACTBOM, a He cneuudukauyueil. MpegnonaraeTcs, 4to npuee-
[leHHble peKOMeHAauuu U KOHTPO/IbHbIE NTUCTbI 06 ENPUMEHUMbI, OAHAKO PYKOBOAUTENSM PEeKOMeHAyeTcs
1Mcnofb30BaTh AaHHOE PYKOBOACTBO B COOTBETCTBUM C YC/IOBUSIMU PaGOThl KOHKPETHOW opraHm3auuu.

Heobxoaumble ycnoBusa ans ath(heKTUBHOTO yNpaBieHnUs AN3aiiHOM B KOHTEKCTE HacTosALWero cTaHgap-
Ta 1 KOHKPETHOI opraHv3auuu:

1) HhOopMUpPOBaHHOCTbL 06 MHTepecax U MOTPEeBHOCTAX KINEeHTOB;

2) opueHTauus Ha obecneyeHre Ka4yecTBa U HAAEXHOCTH;

3) NCKPEHHSIA 1 Npo3payHasl opueHTauns Ha 3PP eKTUBHOCTb pa3paboTku;

4) MOTMBUPOBAHHOCTbL BCEX NPUBIEYEHHbIX COTPYAHUKOB;

5) BugeHue 6yayuiero n yeTkue Lenu;

6) o6ecneyeHre HEO6XOAUMbBIMU pecypcamMu B niaHe nepcoHana u o6opyLoBaHus;

7) Hannune opraHn3aLnNOHHbIX CUCTEM;

8) 0CBEOM/IEHHOCTb O AEATE/IbLHOCTU KOHKYPEHTOB;

9) 0CcBEOMJIEHHOCTb 06 aKTyasibHOI AESTENBHOCTW U MHHOBALWAX B APYrux o6nacTsx;

10) noHMMaHne opraHn3aLnoHHbIX BO3MOXHOCTEW 1 OrpaHuYeHuii.

HecmoTpsi Ha To YTO Mpolecc An3aiiHa NpeAcTaBieH Kak psf nocnefoBaTeNlbHbIX WAroB, HE06X04MMO
paccmMoTpeTb BO3MOXHOCTb NapasifiefibHoli pa3paboTku C Liesiblo COKpaLLeHUs BPEMEHMW NOATOTOBKM K Npejo-
CTaBMEHUIO YCNYTL.
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HAUWOHANbBHGL N CTAHAOAPT POCCUMCKOWN PELEPAL NN

CWUCTEMbl AN3AWH-MEHELXMEHTA
PykoBOfCTBO NO ynpaB/feHU0 cepBuc-gu3aiiHom

Design management systems. Guide to managing service design

fata BBegeHna — 2016—06—01

1 O6wme nonoxeHus

1.1 O6nacTb NnpuMeHeHUsA

HacTosawunii cTaHfapT coAgepXuT pykoBOACTBO N0 ynpas/ieHnto pa3paboTKoi pasMyHbliX TUNOB YCAYT Ha
BCEX YPOBHSAX, A1 BCEX MPOEKTHbIX OpraHnsayuii.

Ycnyra, siBAsiowasncs npegmMeToM NMPOEKTHOTO 3ajaHnsa, MOXeT NpeAcTaBNAaTb CO60I KaK NOTHOLEHHYIO
KOMMIEKCHYIO yCyry, Tak U KOMNOHEHT 60nee KPYynHOU ycayru, Hanpumep KOMMOHEHT yCAyr aBuaLnoHHOro
TpaHcnopTa unn obecnevyeHns NUTaHNeM.

B HacToAwWweM [JOKYMeHTe NMPUBOAUTCA PYKOBOACTBO UCKIIOUYUTENILHO MO NMPUMEHEHUIO O6LUX NMPUHLK-
NnoB 1 METOAOB YNpaB/ieHUs K ynpasieHuto gusaiiHoMm. OnucaHne camux MeTofoB, T. €. ynpaB/ieHne kagpamu,
BpEMEHEM U UX NPUMeHeHne B cdepax, OT/IMYHBLIX OT AM3aiiHa 1 npouecca Au3aiHa, faHHbIM LOKYMEHTOM
He npeycMOTPEHO.

MpumeyaHunsn

1 ina cnpask1 0 MeTofax O6Lero ynpas/ieHusi B HacToALEM CTaHJapTe AaHbl COOTBETCTBYIOLME CChIIKM Ha ApY-
rve fJOKyMeHTbl. Bubnvorpacusa npvsefeHa B npunoxeHun C.

2 PykoBoACTBO MO npouefypam, Heo6XxoanMbIM 151 YAOBETBOPEHUS 06a3aTeNbHbIX TpeboBaHwWii, Hanpuvep Tpe-
60BaHNn N0 OXxpaHe 340p0oBbA 1 6Ge30MacHOCTV WK pUaNYecKas OTBETCTBEHHOCTb 3a KauecTBO NPOAYKTa W YCiyru, He
AB/IAETCA BCEOOLEM/TIOLMM, B CBA3Y C YEM B COOTBETCTBYIOLLMX C/IyYasnx He0OX04MMO 06paLLaTbCs K ApYrm AOKyMEHTaM.

1.2 Cchblnkn

1.2.1 HopmaTuBHbIe CChbl/IKN

HacTtoawwnii ctaHfapT BkAoyaeT B ce6s1 nocpeACTBOM AaTMPOBAHHbIX M HeAaTUPOBaHHbIX CCbITOK MOM0-
XEeHUA U3 Apyrux 4OKYMeHTOB. [laHHble HOPMaTUBHbIE CCbINIKU NPUBEEeHbl B COOTBETCTBYIOWUX MecTax B TeK-
CTe JOKYMEHTa, a ykasaHHble n3faHua nepeuncneHol B npunoxernun C; nobbie nonpaskn nam nepecMmoTpsbl
yKa3aHHOro JOKyMeHTa NPUMEHAIOTCA K TEKCTY HaACTOALLEero ctaHgapTa TO/IbKO B TOM C/iyvyae, ec/in B CCbIIKY
BK/OYEHa Heobxoanmas nHopmaLlmsa nyTeM BHECEHNA NONpPaBku UK nepecmoTpa. B cnyyae gatmpoBaHHbIX
CCbIJIOK MPUMEHAETCA TONIbKO yKazaHHoe n3gaHue. B cnyyae HegaTupoBaHHbIX CCbI/IOK NPUMEHSieTCA nocnepn-
Hee n3gaHue (BKIYaa BCe BHECEHHble NMONpPasBKW) CIPaBOYHOrO AOKYMEHTA.

1.2.2 CnpaBOYHbl€ CCbINIKN

B HacTosiLlem cTaHgapTe MMelTCs CCbIIKU Ha Apyrne nybnukauuu, cogepxative nHdopmayuio uam
pyKoBOACTBO. M3faHns AaHHbIX JOKYMEHTOB, ABNAOLWMNECSA KOPPEKTHBIMU HA MOMEHT BbiflycKa HacTOALEro
cTaHfapTa, nepeyncrieHbl B npunoxeHnn C. ofHaKO CCbINIKYy criefyeT gaBaTb Ha nocsfefHne nsgaHus.

M3paHue oununanbHoe
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1.3 TepMmuHbI 1 onpepenexHns

B HacToAwem cTaHgapTe npyuMeHeHbl TepMuHbl no BS 7000-1:1989. BS 4778-1:1987. BS 4778-2:1991,
BS 4778-3.1:1991 n BS 4778-3.2:1991. a Takxe cnejyrwuine TePMNHbI C COOTBETCTBYOLWNMMN onpejene-
HUAMMN.

1.3.1 dhas3a koHUenTyanbHOro gusariHa (conceptual design phase): MNMpeaBapuTencHble nccneposa-
HMSA. 060CHOBbIBalLME BbIGOP N NPUMEHEHNE MPOEKTHbIX PeLleHnid, AOCTONHbIX BOM/IOLLEHNS.

1.3.2 knuneHT(bl) (customer(s)): OpraHu3zauma uau nuLo, Nony4vawowee NPOAYKT UK YyCAyry.

MpumeuvaHunsna

1 MHoraa HasblBaeTcs NoTpebuTenem, KOHeUHbIM Nosb3oBaTenem, AUCTPUOLIOTOPOM, nosyyarenem, nokynarenem
W1 BTOPOIA CTOPOHOI CAeNKM.

2 KnveHTom MOXeT ObITb 1 NnogpasaeneHne opraHmsaumm.

3 Cwm. BS3811.

1.3.3 oueHka gu3aiiHa (design evaluation): Cuctemartmnyeckas npoBepka pesynbTaTtoB gu3aliH-npoyec-
coB (B OCHOBHOM MO 3aBepLUEHNM 3TANOB) Ha COOTBETCTBME 3asiB/IEHHbIM 1 COr1aCOBaHHbIM Tpe6oBaHNAM U
C Uenblo onpeaeneHns CTeneHn BbiNO/IHEHWUA NepBOHAYaslbHO NOCTaB/IEHHbIX Lenei.

MpumeyvaHnsa

1 [laHHbIli TEPMUH, Kak NpaBuno, CBA3aH C onpejesieHHbIM BUAOM AeATeNIbHOCTW, HanpuMep OLEeHKa CUCTEMbI,
oLeHKa npoekTa. Pe3ynbTaTbl 06bIYHO NPeACTaB/IeHbl B Mepax BpeMeHU, CTOMMOCTU 1 JOCTVDKEHNIA.

2 OueHkKa, Kak npaBu/o, NPONCXOAUT Ha 3aBeLlalolem arane AesaTe/IbHOCTU, HO NPOrpecc MOXHO OueHnBaTb Mno-
CPefCTBOM OCYLLECTBNEHWSI MPOMEXYTOUHOWM MM 3TarnHol OLEeHKW, 0COGEHHO B TeX cyyasx, korga no utoram BbInosiHe-
HUA MPOMEXYTOUHbIX 3TaMoB 3arn1aHNpoBaHbl onpefeneHHble pesynbTarbl.

1.3.4 kypatop npoaykTa (product champion):

<obuee> J/lMuo, 3agaveil KOTOPOro ABASETCA NPOABMXEHUE U BHEAPEHNe HOBOro NpoAykTa, nomoraet
HanpaBnsATb AesATeNbHOCTb K YCMEeLWHOMY 3aBeplueHuio, He 06a3aTeNlbHO HeceT OTBETCTBEHHOCTb 3a Kakoli-
NN60 acnekT Nporpammbl:

«cneunanucT» [nsaiiH-nuaep, SBAAETCA NOCTOAHHLIM YyYaCTHUKOM Aun3aliH-KOMaHAbl, OTBETCTBEHHbI
3a ClaXeHHOCTb Au3aiiH-npouecca U NPUHSATME NPaBU/IbHbIX PeLUeHnid.

MpumeyaHue — [laHHOB INLO B KOHEYUHOM UTOTE MPUHUMAET PELLEHNE O NPEeKpaLLeHn paboT Hag HeyAauHbIM
MPOEKTOM.

1.3.5 cneyndunkaumsa KoOHTponsa kavectBa ycnyru (service quality control specification): JokymeHT,
ycTaHaBnuBawwWwmii Tpe6oBaHnsA K apHeKTUBHOMY KOHTPOJIKO YCAYTK C Lienblo o6ecnevyeHns ee NoCTOSHHOTO
COOTBETCTBUSA cneyudurkaynm n TpeboBaHUsAM KIMeHTa.

1.3.6 ycnyra (cepsuc) (service):

«AesATeNbHOCTb» Pe3ynbTar feAaTeNbHOCTU MeXAy NOCTaBLLMKOM W K/IMEHTOM, Lie/lblo KOTOPOro ABnseT-
cA yAoBneTBOpeHne NnoTpebHOCTel knneHTa.

MpumeyvaHns

1 MocTaBLVWK UM 3aKa34yuK MOTyT GbITb MPefCcTaBneHbl Ha MHTepdelic Co CTOPOHbLI NepcoHasia U 060pyAoBaHUs.
2 BszaumopgeiicTBMe 3aKa3umka 1 NoCTaBLLMKa MOXET MMETb NEPBOCTENEHHOE 3HAYEHME A1 NPeA0CTaBNEHNS YCYTI.
3 Ycnyra HemaTepuasnbHa 1 BBUAY 3TOMO He NOASIEXUT XPaHEHWIo.

4 Ycnyra MoxeT 6bITb CBA3aHa C NPOM3BOACTBOM 1 NOCTABKOW MaTepuasibHOro NpoAykTa.

5 [laHHoe onpepeneHve 6asnpyeTcs Ha onpegeneHun, npuBeaeHHoM B BS 5750-8.

«CBOWCTBO» Ha6op hyHKLUMI, NPpeAoXEHHbIX NONb30BaTE 0 OpraHu3auneil.

Mpumevyanne — [locTaBka Wav NPUMEHeHVE MaTepuasibHOro NPoayKTa MoryT ObITb YaCTbIO npenoctasneHus
cepsuca.

1.3.7 xapakTtepucTtukm ycnyru (service characteristics): CBolicTBa u kayecTBa, B COBOKynHocTu ¢op-
MUpyloLmne ycnyry.

1.3.8 npepocTtaBneHune ycnyru (cepsuca) (service delivery): [leficTeus noctaslimka, Heob6xogumble
ANs npefocTaBneHust ycnyru (cepsuca).

MpumevaHunsna
1 [locTaBka WM NpUMEHeHNe MaTepuasibHOro NPoAyKTa MOoryT 6bITb YacTbio NPeAocTaBneHus yeayru (cepsuca).
2 Cwm. BS 5750-8.
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1.3.9 cneyudukauna npegoctasneHuna ycnyru (cepeuca) (service delivery specification): lokymMeHT,
onpeaensaowmnii 4elicTBUA 1 pecypcbl nNocTasLmka, HeobxoguMble ANA NpefocTaBneHunsa ycnyru (cepeuca).

MpumevyaHne — Cneuucbukaumsa npefocTaBneHus yciyru (cepeurca) SsBNSETCA YacTbio cneumdukaummn ycnyrm
(cepsuca).

1.3.10 paspaboTka ycnyru (service design):

«cyuiectButenbHoe» 1) Habop MHCTpyKUMi (cneundukaumm, 4eptexu, rpadukn n T. 4.), He06Xo0ANMBbIX
ANA co3faHna n3genna unm ycnyru.

2) Wspenue wnu ycnyra.

1.3.11 paspaboTka ycnyru (service design):

<rnaron> C6op nHgpopmauumn, Heo6xoa4MMON ANA CO3[4aHNA YCAYTU UM NPOAYKTA.

1.3.12 3agaHune Ha pa3paboTky ycnyru (service design brief): JokymeHT, onucbiBaLLniit OCHOBHOE Ha-
3HayYeHne ycnyrn n npefocTaBnatoLwmii COOTBETCTBYOLWEE PYKOBOACTBO.

MpumeuvaHus

1 PyKOBO/CTBO MOXeT KacaTbCs TakKuX BOMPOCOB, Kak Cnocob npefcTasnieHuns, knacc, aphekTBHOCTb, BHELLHee
odhopMmsIeHNe, YCNoBUA NPUMEHEHNS YCyrK, BKIouas TpeboBaHNsA TeXHUKM 6e30MacHOCTU, XapakTepUCTUKK, YNaKoBKy,
COOTBETCTBUE, HAAEXHOCTL, 0BC/TyX1BaHKE.

2 3apaHue Ha pa3paboTky yCiyru 4acTo SiBASETCSA pe3ybTaToM aHaM3a OCyLLLeCTBUMOCTY 1 (DOPMMPYeT OCHOBY
AN ansainHa.

1.3.13 cocTaB ycnyru (cepsuca) (service resolution): 3nemeHTbl, onpegensioLwue pamku ycnyru (cep-
BuUca).

1.3.14 pes3ynbTaT npepgoctaBneHusa ycnyrum (cepsuca) (service result): CteneHb ahdekTuBHOCTU
npefocTtaBneHns ycnyru (cepeuca).

1.3.15 cneuundukauna ycnyru (service specification): JOkyMmeHT, ycTaHaBAnBawLWnin TpeboBaHmns, Ko-
TOPbIM A0/KHA COOTBETCTBOBATH yCayra.

MpumeyaHme — Cneuudmkaumsa ycnyr fJO/MKHA CCbINATbCS HA YEPTEXW, 06pasLbl UK Apyrve akTyasbHble

[LOKYMEHTbI WM BK/KOUATb UX B CBOM COCTaB, a Takke OMNuCLIBATb CPEACTBA M KPUTEPUM, NPU MOMOLLUM KOTOPbIX MOXHO
NPOBEPUTL COOTBETCTBME YC/yrii TPe6OBaHMAM.

2 YnpasneHue pa3paboTKOil ycnyr Ha KOpnopaTUBHOM YPOBHE

2.1 O6wune nonoxeHus
OTBETCTBEHHOCTb 3a pa3paboTKy YCAyrn O/KHO HECTU PYKOBOACTBO Ha CAMOM BbICOKOM YPOBHE.

2.2 KopnopaTuBHble Lenu

KopnopaTuHble uenu fo/MKHbl 6bITb TOYHBIMU U MO BO3MOXHOCTMW BbIPaXeHbl B KOIMYECTBEHHON hopMme.

Ona appekTUBHOrO ynpasaexHmsa gusaliHom HeobxoAnMo BrageTb cneaylowein nHpopmaymeii:

a) Kakum BMAOM [eATeNlbHOCTU 3aHUMaeTCst opraHnsauns.

b) NTMYHOCTN KIMEHTOB U UX NOTPEBHOCTY;

C) KO/IMYECTBEHHbIE LiefieBble nokasaTenn pocta, NpubbITBHOCTA MU yCnexa;

d) Tpebyemblii ypoBEHb 3alUTbl NPOEKTa;

0) xxenaemas pblHOYHASA NO3ULUA:

f) npucywwme pucku;

0) MMuax o6cnyxuBalLLein opraHnsauuy;

h) BO3MOXHOCTW COTPYAHWKOB,

1) obecneyeHHOCTb APYrMMY pecypcamu,

j) Apyrue knwoyesble @akTopbl, NpeAcTaBAAoWNe BAXHOCTb A8 AOCTUXEHNA ycnexa, Hanpumep Aasrne-
HWe CO CTOPOHbI KOHKYPEHTOB, HOPMaTUBHble TpeboBaHUS.

[JaHHas nHdopmauns AomkHa 6biTb AOBeAeHa A0 CBeAEHUSI BCeX 3auHTepecoBaHHbIX CTOPOH U BCEM
noHATHa. [u3aiiH fonxeH popMrpoBaTb HEOTbEM/IEMYIO YacTb KOPMOPATUBHOIO NJaHNpOBaHUS.

2.3 KopnopaTuBHOe nnaHupoBaHue

2.3.1 O6uwme nonoxeHuns

BusHec-nnaH HeO6X04MM ANA oNpefeneHns Lenen, KoTopble A0MKHbI 6GbliTb 4OCTUTHYTbI. OH onpeaens-
€T rpaHulbl N OrpaHMYeHus, B npeaenax KoTopbiX AO/HKHO OCYLECTBAATLCA ynpaBneHne an3ainHom. busHec-
nnaH JO/HKEH BKIOYATb 3/1EMEHThI, NepeyvncrieHHsle B 2.3.2—2.3.5.
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2.3.2 dnHaHCOBbIE NNaHbl

®urHaHCOBbIE NNaHbl AO/XHbI yCTaHaBNMBaTb TPE6OBAHUA K UHBECTULMAM N NPUTOKY AEHEXHbIX CPeACTB
B pamkax nnaHoB no pas3paboTke yCnyr ¢ uenblo obecneyeHns rapaHTUn Hanmuma cpeicTs Npu Heo6xoaMmo-
cTn. CnepyeTt 06patuTh BHUMAHME Ha TO. AOJ/DKHA /1N HOBasA ycayra yAoBNeTBOPATb, K NpuMepy, CleaylLlmm
TpeboBaHUAM:

a) YCTAHOBMEHHbII MUHUMasIbHbI KO3 ULMEHT NPUBLINLHOCTHY;

b) MUHUMabHbIA 060pOT;

C) MakcumanbHbl/i Nepnog okynaemocTu;

d) MakcumanbHas CTOMMOCTb pa3paboTku yCcnyru;

e) 6l AXEeTHbIE OrpaHUYEeHNUs.

2.3.3 MnaHbl No pa3paboTke ycnyr

B nnaHax no paspa6oTke ycnyr A4OMXHbl M3naraTbCA MeToAbl ynpaB/ieHUs npoueccom AusaliHa, ane-
MEHTbl KOHTPO/A U MOMUTUKMN, KOTOPblE HEOBXOANUMO NNAHNPOBATL U BbINONHATL. He06Xx04MMO 06paTUTL BHU-
MaHue Ha cnegylLwmne MOMEHTbI.

a) A0/HKHA N HoBas ycnyra umeTb apPekT CUHEPIUn € CYLEeCTBYIOLWMMU NPOAYKTaMUN U yCyramm BHYy-
TpW opraHusauunu;

b) TpebyeT Nn HoBasA ycnyra mMakCumasnbHOW KOHLEeHTpauuu B naaHe BpeMeHu, 3aTpaynmBaemMoro Ha
ynpas/ieHue;

C) BblAeNeHbl 1N HOBOW ycnyre MakCuMasbHble CPOKM Ha pa3paboTky;

d) BbINONHAETCA N NPU NPOEKTUPOBAHUM onpeAenieHHas nocnefoBaTelbHOCTb LWaros:

e) ABnAeTCca NN HoBas ycnyra Hanbonee KOHKYPEHTOCMOCOGHbBIM NPOEKTOM;

f) aBnAeTca nn HoBas ycnyra Hanbonee apeKTUBHLIM NPOEKTOM.

Takxe MoxeT noTpe6oBaTbCA NPUHATH BO BHUMaHWe AONOMHUTENbHblE DAKTOpbl, HaNpumep KOHMU-
AeHUManbHOCTb YCAYIU, HaAeXHOCTb NPOAYKTA, 3anucb MPOEKTHLIX AaHHbIX, Npouefypbl o6ecnevyeHnsa ka-
yecTBa. OLeHKa npolecca An3aiiHa n oueHka ycnyru, Bkawuyas cepTudukaunio nam yTeepxaeHune tpeTbei
CTOPOHOIWA.

2.3.4 TlnaHbl No pecypcam

MnaHbl N0 pecypcam AO/MXHbI oNpeAenaTb pecypcbl, AOCTYNHbIE A8 Lenei gu3aiiHa. Heo6xoanumo npu-
HATb By BHMMaHue cnegyrouime MOMEHTbI.

a) ucnonb3yeT nnu nsberaeTt HoBas ycnyra onpegeneHHbix o6iacteli TexHONormu:

b) yaoBNeTBOPSET NN HOBAs ycnyra Hekuii onpeaesnerHblii cnpoc;

C) A0/MKHA HOBadA Nn ycnyra NpefocTaBnAaATLCA OpraHusaunein nnm nepegaBarTbCs Ha UCNOMHEHME Cy6-
noapAAYNKY.

Kpome TOro, MoxeT noTpeboBaTbCA NPUHATb BO BHUMaHWe cnefyrulime AononHUTENbHbIE (haKTopbl:

1) npuBNeYEHNe KOHCYbTAHTOB N0 NPOEKTUPOBAHWUIO;

2) obyyeHune n NnepenofroToBKka MEHeIXepoB U MPOYUX COTPYLHUKOB;

3) BBEAEHME NOOLWPUTENbHbIX BO3HArpaxaeHuii 3a Tpya n obecneyeHne cOOTBETCTBYIOLLETO KAPbepHO-
ro pocTa Ans COTPYAHWUKOB;

4) o6opypoBaHune, He06X0ANMOE ANS An3aliH-yCcnyru:

5) n3MeHeHUs1 B OpraHn3aunoHHoi cpeae;

6) cucTeMbl KOHTPONA U MOHUTOPUHIa NPOEKTa.

2.3.5 MnaHbl cObITA

MnaHbl cObITA 4OMKHBI FAapaHTUPOBATb, YTO KakK TO/IbKO ycnyra 6yaeT AOCTYNHa, ee MOXHO NpeaoxXnTb
Ha pblHKe. [laHHble naaHbl 4O0/MKHbI BKAOYaTb B cebsa LeHoobpa3oBaHue, pacnpocTpaHeHne u NpoaBuXeHune.
OHU TaKxke AOJ/DKHbI BKIOYATb Npoueaypy NOCTOSIHHOTO aHann3a W OUEeHKN UAei HOBbIX YCAYT U CaMoro pbiH-
ka. Mpwn cocTaBneHnn NnaHoB cHbITa HEOBXOAMMO NPUHUMATL BO BHUMaHWe cnegyolne acnekTbl:

a) A0/MKHA N1 HoBas ycnyra 6biTb OCTYNHA K OnpeAeneHHon gaTte:

b) fO/HKHA /M HOBasA ycnyra npeAcTaBnsaTb CO60I AONOMHEHUE K CyllecTBylLWeMY psgy NpoAykTos/
ycnyr;

C) A0/MKHA NN HOBasA ycnyra peknamupoBaTbCa UKW NpoAaBaTbCs onpegenieHHbIM 06pa3om.

2.4 BHYTpPeHHASA KopnopaTuBHasa KOMMYHMUKaLuA

BBugy TOro, 4TOo Au3aiiH SBNAETCA MHOronpodubHOW AesTeNbHOCTbI, COOTBETCTBYHLLME MNaHbl
(cm. 2.3.2—2.3.5) He06X0ANUMO AOBOAUTL 40 CBEAEHUSA BCEX 3aUHTEpPEeCOBaHHbIX 0TAenoB. Heobxoanmo pas-
paboTaTtb npouenypy 418 noagepxaHva apekTMBHOro MHOPMaLMOHHOrO 06MeHa B pamkax AusaiiHa.
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2.5 KopnopaTuBHbI/i MOHUTOPUHT 1 KOHTPOb

Cnepywouwmne feiicTBua npeacTaBnsioT 0coby0 BaXHOCTb:

a) Heo6x0MMO NOCTOAHHO aHaNM3UPOBaTb PbIHOYHbIE MOTPEBGHOCTH.

b) Heob6xoammo nepnogmnyecky 06HOBAATbL GU3HEC-NaHbI.

c) MeHepnxep Ha KOpnopaTUBHOM YpPOBHE, OTBETCTBEHHbI 3a pa3paboTky ycnyru, fO/KEH U3MeEpPSTb
nporpecc Ha npegMeT LOCTUXEHWUS MOCTABNEHHbIX Lienelt 4na Toro, 4Tobbl B clyvyae HE06X0AUMOCTY NPUCYT-
CTBOBa/la BO3MOXHOCTb NMPUHSATb CBOEBPEMEHHOE KOPPEKTUpYoLLee aelicTBueE.

d) Mporpecc npouecca gn3aiiHa He06X04MMO aHaNIN3MPOBaTb B KOHTEKCTE KOMMEPYECKOro pa3BuTus u
obueli atheKTUBHOCTH.

e) MeHemxep Ha KOpnopaTUBHOM YpPOBHE [OJ/IXEH MofyyaTb OTYeTbl Beayuiero paspaboTyvka o npo-
ABWXEHWN npoekTa. BaxHO noHWMaTb BO3fAeiCTBME W3MEHEHWSI Ha MPOeKT U GM3HEeC U MpMHUMaTb COOTBeT-
CTBYHOLLME MEPBI.

MpumeyaHne — [laHHble (PYHKLMM HEOBXOAMMO BK/IKOUNTL B CTPYKTYPY OGC/yXMBAtOLLEl opraHu3aumm B cny-
yaB WX OTCYTCTBUS.

0 O paTax NpoBepoK He06XoAVMMO coo6LlWaTh 3a6/1aroBPEMEHHO, YTO6bI COTPYAHUKU MOTU CNAaHMpPO-
BaTb CBOM paboune rpadmknm 1 NOArOTOBUTLCA K NOA0GHBIM NPOBEPKaM.

2.6 KOHTPO/IbHbIE NMUCTbI AN PYKOBOAUTENEN BbICIWIETO 3BEHA

KOHTPONbHbLIN NUCT AOMKEH NpeAycMaTpuBaTh cregyolee:

a) OnpeaennTb U NEpPUOAMYECcKN nepeonpenensTb KOpnopaTnBHbIe Lenu.

b)/loBOANTL Lenn A0 CBEEeHNS BCEX 3aUHTEPECOBaHHbIX CTOPOH.

c) AHanusupoBaTb M Nepuoanyeckn 06HOBNATbL GU3HEC-NIaH B COOTBETCTBMM C KOPNOPATUBHLIMU Lie-
namu.

d) O6ecneynTb COBMECTMMOCTb (DUHAHCOBLIX M1AHOB, N/1IAHOB MO pa3paboTke ycnyr, pecypcam u cobITy.

e) Ob6ecneunTb CPOACTBA U ApYyrue pecypcbl, Heo6xoANMble A5 BbINONHEHUA BU3Hec-NNaHa.

0 OnpepenuTb MeTOA ynpaBneHnsa an3aiHoM 1 pacnpefenntb 0693aHHOCTU.

) FapaHTupoBaTb KOPPEKTHOCTb MOMIMTUK U NpoLeayp opraHusauuu.

h) FapaHTMpoBaTh, YTO NLa, OTBETCTBEHHbIE 3@ AN3aiiH, UMEIOT YeTKMe Lenn 1 INYHYI MOTHBaLUIO.

i) O6ecneunTb HanNM4YMe NnaHa npowuecca AgusanHa.

j) ObecneunTb KOHTPONb AOCTUXEHWUIA N pacxofoB B paMKax OTBEAEHHOro BPpeMEHU.

k) CoxpaHsiTb UCKPEHHIO N YETKYI0 MPUBEPXKEHHOCTbL BbICOKUM CTaHfapTaMm pa3paboTku ycnyr.

1) OueHnTL nporpecc, OTCYTCTBME Mporpecca M HeAOCTaTOYHOCTb Mporpecca U coobWwnTh pesynbTaThl
OLEeHKN BCEM 3auHTEPEeCOBaHHbIM CTOPOHAM.

T) Ob6ecneynTb COOTBETCTBYIOLLYI0 KOMMEPYECKYI0 3aliuTy NOCPeACTBOM TOProBbiX MapokK, aBTOPCKOro
npaBa, NaTeHTOB WAW perncTpayum gusaiiHa.

2.7 OueHka
PyKoBOACTBY pekOMeHAyeTCs OCYLLeCTBUTb 3akNUYUTENbHYIO OLEHKY NpoekTa nocse BbiNycka ycnyru

Ha PbIHOK C LeNblo onpefeneHns ycnewHocTtu npoekrta (cm. 4.3.5— 4.3.8).

3 YnpaBneHue pa3paboTKON ycAyr Ha NPOEKTHOM ypoBHe. O630p

3.1 O6wue nonoxeHns

B faHHOM pasfene paccMaTpvBaeTcs AeSATeNbHOCTL N0 yNpaB/ieHuto pa3paboTKoii ycnyr, xapakTepHas
Ana npoekTta, B OT/indne OT OpraHn3ayMoHHbIX N KOPNOpaTUBHbLIX METOA0B, ONUCaHHbIX B pasgene 2.
JTanbl, onucaHHble B AaHHOM pasgene, 6onee nogpobHO onucaHbl B pasgene 4.

3.2 Mogenb ynpasneHus paspa6oTkoit ycnyr

3.2.1 O6wure nonoxeHunsa
KpaTkas gemMoHcTpauus ctaHaapTHO moaenu pa3paboTku ycnyr NnpuBefeHa Ha pucyHke 2.
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HauanbHas pasa — onpegeneHme «noTpebHOCTU»

Paza Mpouecc Pesynbtar
BHyTpu opraHusaLmm
OnpegeneHHo MobyauTtenbHas npuunHa BbISiBNEHHbIE Maen No paspaboTke
noTpebHoCTH HOBOW ycnyru
MpeHTudomkaums yenyrv XapakTepucTuku ycnyri
MnaxvposaHue ycnyru MpepnoxeHve no peanmsaumm
AHa/I13 OCyLLECTBUMOCTY npoekTa
Kputepum npremnemocTty ans
06CyXVBatOLLIEV OpraH13aLmmn
[unzaiiH YTOUYHEHWEe XapakTepuUCTUK 3aaaHue Ha pa3paboTky ycnyrm

KoHLEeNTyarbHbIiA NPoeKT
OCKM3HbIV MPOEKT
PaGounii npoekT

MpeanouTuTeNbHbIV BapuaHT
Cocrtas ycnyru
Cneupdpmkaums yenyrm

ObecneyeHune cpeacTs MaxeT ycnyr
npesocTaBneHns ycyru
Mepexon 0TBETCTBEHHOCTHU 3a npobenamm opraHm3aumn
[elictre ycnyru 3HaKOMCTBO JocTtynHocTb ycnyru
lMpepocTasneHve PesynbTar npefocTasneHus ycnyru

O6paTHas cBA3b MoTeHupasbHbIe YyULLeHVs

OT3bIB yC/yrn Nvkenpaumnsa BeccpoyHas oTBETCTBEHHOCTL

PucyHok 2 — [inzalin-mogens

YnpaBneHue pa3paboTkoit ycnyr npeactaBnseT co60ii opraHM3aunio U ynpaBneHue AaHHol Moaensio,
KoTopas [eMOHCTPUpPyeT OCHOBHble 3Tanbl paspaboTku ycayr, Npouecc u oXuaaemslii pesynbtaTr no mtoram
Kaxjoro atana. Bce nepeuncneHHble acnekTbl HEO6XOAMMO CUNTATb YaCTbIO NpoLecca gu3aiiHa, XoTsa He Bce
13 HUX NPeAcTaBAAT BaXHOCTb.

PykoBoguTenu npoekrta A0/KHbI paspaboTaTtb 60see noApobHy An3aliH-MoAeNb, YA0BAETBOPAIOLLYIO
TpeboBaHMAM KOHKPETHOW ycnyru u cutyauuu. NpusegeHHas Huxe obuias Mogenb npeAcTaB/ieHa B kayecTse
noco6usi. OTHOCUTeNlbHAs BaXHOCTb W NOCMef0BaTe/IbHOCTb 3TanoB MOXeT BapbupoBaTbCH, a Takke, Kak
npasunno, He06X04MMO MOBTOPEHUE HEKOTOPbIX 3Tanos. Llenb 3aknoyvaeTcs B TOM, YTOObl MO BO3MOXHOCTU
BbIMOJIHATH 3Tanbl Npouecca napannenbHo. [ina rapaHTuM oNTUManbHbIX YC/OBUIA An3aiiHa B pamMkax npo-
Lecca fAo/KHa NPUCYTCTBOBaTh BO3MOXHOCTb NoslyyaTb 06paTHYyl0 CBA3b Ha 1I060M aTane.

PaHHue aTanbl npouecca pa3paboTku ycnyr He TpebyIoT BbICOKMX 3aTpaTt, TeM HE MeHee MMEHHO Ha 3TUx
3Tanax cosepliaeTca 60/bWNHCTBO yrnpaBieHYecknx owWmnboK 1 BKknagbiBaeTcs 6onblias YyacTb Heob6xoau-
MbIX CpefCTB (CM. PUCYHOK 3).

OnucaHune atanos npouecca pas3paboTkn yCAyr u pe3ynbTaToB KaXoro atana, BK/IOYEHHOToO B AN3aliH-
Mozenb, npueeaeHo B 3.1.2—3.2.14.

3.2.2 MNpouecc: nobyanTenbHas npuynHa

Nwobas nages ycnyrn foxHa BNUCbIBATLCSA B pamMKu, onpefeneHHble KoMnaHuei Ans npogyKToB 1 ycnyr
(cm. pasgen 2). CyuwecTByeT MHOFO UCTOYHWNKOB MAEN — Kak BHELWHWX, TaK I BHYTPEHHUX.

Pe3ynbtatom faHHOro atana [o/KHbl CTaTb YyCTAHOB/IEHHAA BO3MOXHOCTb U UEWN HOBbIX YCAYr.

3.2.3 Mpouyecc: naeHTndnkaLma ycnyru

370 TOYHOE onucaHune npegnonaraeMoit ycayrn. OHo AOKHO COOTBETCTBOBaTb KOPNOPaTUBHbLIM Liensm
1N 6M3Hec-nnaHy U NpuHMMaTb BO BHMMaHue NOTeHUWanbHbI CNpoc, npegBapuTe/ibHble XapakTepucTukm u
PbIHOYHbI CETMEHT.

Pesynbtatom flaHHOro atana [jo/HKHO CTaTb OnpejesieHne KoOMNaekca XxapakTepucTuk yeciyru, npu aTom
MOTyT OCTaBaTbCs pas/iMyHble BapuaHTbl NOyYeHus [JaHHbIX XapakTepucTuk.

3.2.4 Tpouecc: nnaHMpoBaHue ycnyru

MnaH fo/mKeH BKAYaTh CXeMY pa3paboTKu YyCyrn, Heo6xoanMmble pecypcbl U BO3MOXHbIE MeTobl AN15
3aBepleHns paboTbl. MNpy NaaHMpPOBaHWUM TakKkXe Heo6X04MMO NpUHUMaTb BO BHUMaHWe TpeboBaHUs K Ao0-
KymeHTauum.
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PucyHok 3 — CraHgapTHast Kpueasi (oMHAHCOBbIX 0653aTE/NLCTB U PACX040B

Pe3ynbTatom gaHHOro aTana AO/XKHO cTaTb NpeAsoXeHue No peanusaunu NpoaykTa, BKAUawLlee
npegsaputenbHble cneyndukayum, TpeboBaHns K UCCNefoBaHUAM U METOL0/0TU0, CPOKN, MPOMEXYTOUHbIE
3Tansbl, PUHAHCOBbLIE Pecypcbl U 3aTparthbl.

Mpwu 3TOM MOryT cywecTBOBaTh a/lbTEPHATUBHbIE CPeACTBA NPeAoCTaBNEHNUS YCAYIn, a NpeanoyYTUuTeNb-
HbIi BapnaHT 6yfeT BbibpaH Ha aTane KoOHLenTyanbHOro npoekTa.

3.2.5 Mpouecc: aHann3 ocyw,ecTBUMOCTH

AHann3 ocyL,ecTBUMOCTI [LOJ/IKEH AeTann3npoBaTb Ha/In4vymMe PecypcoB, CUHEPIrMio C TeKywumu one-
paumMaMun B pamkax ycnyr, NporHo3upyembie v npuemnemble CPOKM 3aBepLlleHns pa3paboTku U fOCTYNHOCTb
pecypcoB, He06X04MMbIX ANS An3aliHa. PacyeTHble 3aTtpaTbl ¥ NpuMbbIIb HEOH6X0AMMO CONOCTaBUTL C Tpebye-
Mol 3hheKTUBHOCTLIO MHBECTULMIA. MNpeanoxeHne 4OMKHO OTBeYaTb HaYalbHOMY Tpe6OoBaHUIO U MpU 3TOM
COOTBETCTBOBATbL KOPNOPATUBHbLIM LENsAM.

Ecnn npoekT Npu3HaH oCyL,ecTBMMbIM, pe3ynbTaToM AaHHOro atana fOJ/HKHbl CTaTb KOHKPETHble Kpu-
Tepun. KoTopble HE06X0AMMO BbINONHUTL. ECNN Xe NpoekT HeoCyLWeCcTBUM, OH MOXET OblTb OTBEPXEH UK
noABEPTHYT NepeoLeHkKe.

Mo 3aBepLUEHMN faHHOTO 3Tana npouecc BCTynaeT B pasy «au3aiHa».

3.2.6 Mpouecc: yToOUHeHMe XxapakTepucTuk

XapakTepucTuknm ycnyrm Heo6xoamMMo KOpPPEeKTMpoBaTb. Pe3synbTaToM JaHHOro 3atana [OJ/IKHO cTaTb
nosiHOLEeHHOe 3ajaHne Ha pa3paboTky ycnyru, yctaHaBaMBalwLliee pamMky, B KOTOPble AO/DKEH yKNaabiBaTbCs
no6oli BblIGpaHHbIA BapuaHT. laHHOe 3ajaHue Ha pa3paboTKy YCAyru AO/HKHO onpenensTb TpeboBaHua u
orpaHvyeHns, HanpuMep HOPMaTUBbI, HO He [OJ/DKHO npeanaraTb peleHus.

Ha pucyHke 4 npuBefeH HEeNoJsHbI CNMCOK 3/1EMEHTOB, KOTOPbIe HEO6X0AUMO YUYMTbIBATb NPU COCTaB-
neHun 3agaHunsa. He Bce nepeyncneHHble 3/1IeMeHTbl MOTyT 6bITb akTyasibHbl BO BCEX CNy4Yasx, 0A4HAKO TONbKO
NPUHAB BO BHUMaHWE BCE 3/IEMEHTbI, CTaHYT OYEeBUHbI T€ U3 HUX, KOTOpPble NPeAcTaBNAT BaXHOCTb. lpo-
Luecc. HaunHasa ¢ 3.2.1 BNAOTb A0 HACTOSIL,Er0 MOMEHTA, A0/HKEH 6blTb HEMOCPEACTBEHHO CBSA3aH C onpeje-
NeHneM ycnyru ¢ ToYku 3peHusa notpebutensa. Mocnegywolme atanbl 4OMKHbI COCPEAOTOYUTL BHUMAHWE Ha
npouecce paspaboTku U NpefocTaBeHUN YCAyrn B NpUeMIEMOM BUAE KTMEHTaM.



FOCT P 56645.4—2015

VicnbimaHus, felicTByroLLEee 3aKOHOAATENLCTBO, aKTyaslbHbIE CTaHAAPTb,
6e30MacHOCTb, 3arpsi3HeHre, YA06CTBO IKCT/TyaTaumn 3akoHodaTesbHble
TpeboBaHVs1 MOTPeG/ieHe SHeprM Co3AaHve paboyeli cpebl, OXpaHa,
yTumM3auysi npoueaypbl 06ecneqeHns KauecTsa, 0TXofbl, pasBeyeHe,
3CTETUKA, Ka4EeCTBO/HAENHOCTL BEC, MPeVMyLLIECTBa, rpocToTa
NpeaoCTas/IEHVS YCNYTUr peanvasmm,

| SkcnnyataumoHHble TpeboBaHWs (Lenm)

paumoHa/mM3aLs, NPOCTOTa, SPrOHOMIIKA, NPEICHT3AMS!
B/I@KHOCTb, KOMIMUECTBO, MOCTABLLYIKA, NOTPY30UHbIV
pasmep, MoMNTUKa, YNakoBKa, OTrpy3Ka,
(pyHKUMI, CTaHAAPTV3ALMS,
CTOMMOCTb MPOEKTHbIX PaboT, TemnepaTypa, pasHooGpase
3arparbl Ha 06CyKBaHIe,

FapaHTMIZHbIe 3aTpartbl, pacxodpl Ha

OCHACTKY, ABIKEHWE Ha/MUHbIX CPEACTB, LOCTYNHOCTb, C'YMY/IbI
CTpaxoBaHue, TOProBbIii MoTeHuyal, CY6MOAPAAUMKN PYKOBOACTBO
[IOCTYMHb I BIOIKET, CTOMMOCTb no/b30BaTesisl, MOTUBaLYA
NPEeLOCTaB/NEHNS YCIYTI, UHBECTULMW, CriewdmkaLym 3KCMO3ULWMS CPOK FOAHOCTY YCIyT Mpnt
OTMYCKHast LieHa, 3KCrTyaTalyoHHbIe XPaHeHWM, CPOK CITyXBbl, XP3HEHME.

pacxofpl, CTOMMOCTb 0BC/Ty)K/BAIOLLErO
YCTPOICTBA, CTOMMOCTb YTUIM3ALMH,

Marepnasibl CPOK NPOEKTUPOBaHNA

O/eMeHTbI, KoTopble
JaTa BblMycKa He PbIHOK.

HEoBX0AMMO BK/IHOUNTL

[~Tpe6oBaHus Kk 3aTpatam” B 33/aH1e Ha pa3paboTky
V3AEPHOM 06PALLEHNS!, U3AEPXKKM HA CPOKV NPEAOCTaBNEHs YCyTu
packpyTKy, NPOLEHTHasA CTaBka, npubbuib. t TexXHMYecKoe 06HOBMEHWE, CPOKY
3(hheKTMBHOCTL MHBECTULMIA N IEpUO, Ha NoBbILLEHNe 3thheKTVBHOCTU
OKyNnaemocTu, nNpemMuasibHble 30pcheKTVBHOCTb MHBECTULMIA

Vi3meHeHVie av3aiiHa, CerMeHT pbiHKa,
OrpaHNYeH!Isi PblHKa KOHTPO/Tb U3MEHEHWIA
KOMMEeTEeHLWN.'kapoBble pecypchbl, 06CIYXVBaHN3'
NPOAYKLMM pekiamMHas MTeparypa, aHOHCUpoBaHue'
PbIHOYHBIX 1 TEXHUYECKVX JaHHbIX 3HaK 06CTyX1oa’™ s,
npasa Ha UHTE/NEKTYaslbHYt0 COBCTBEHHOCTb, NOTPEBHOCTM '
06LLeCTBa 1 CoLasibHOro obecreyeHus
[Jpyrne acnekTbl
CoBMeCTUMOCTb Mexzy MHTepdelicamy, 3anacHble YacTy, 3HaHus,
OUCTPUBYLWA, penyTaLusi, CEPBUCHBIN LIEHTP, NPOU3BOACTBEHHbIE MOLLHOCTH,
06y4eHue MosIb30BATENBIA.'3aKa34MKOB, KOHKYPEHLMA, 13yYeHne PbiHKa,
Ccy6noapsaumMKY, KOpropaTyBHbIe OrpaHNyeHiisi, JOCTYNHOCTb, NOAAEPXKA NPOAYKTa,
06CyXMBaHNe, TEXHNYECKas MOAAEePXKa, OnepaTopbl CTWb, hacoH, UMLK,
'MOCTaBLLVKM, OLIEHKa, 3aHATOCTb, HAbOP NEpPCOHasTa, KOHCY/bTaHTbI, MPOLECC, KOMMyHUKauma4

PUCYHOK 4 — HEKOTOpbIE 3/1eMEeHTbI XapakTePUCTUK 1 cneuudukalum yenyr

3.2.7 Tpouecc: KoOHLenTyanbHbIi NPOEKT

Ha gaHHOM 3aTane Heo6xoAnMO onpeaenuTb OCHOBHbIE KOHTYPbI UK KOHUenuuo ycnyru. ina paspabot-
KM BapvaHTOB HEO6X0AMMO NpuberHyTb K NOMOLW Y MeToA0B Aun3aliHa.

Pe3ynbTaTom AaHHOrO atana AOJ/KeH cTaTb NPeAnoYTUTE NbHbIW BapuaHT, KOTOpbI/i B Hanbonblien cTe-
neHun oTeevyaeT Tpeb6OBaHUIO, U3/IOXKEHHOMY B 3afaHUN Ha pa3paboTky ycnyru.

3.2.8 lMpouecc: 3CKU3HbIN NpoekT

Pa3paboTky KOHTYpPOB yCnyrm Heo6Xxo4umMo NPOAO/MKUTL C TeM, YTO6GblI NPOAEMOHCTPUPOBaTL pasnuy-
Hble KayecTBa, NMpucylne NpeAnoYTUTEeNIbHOMY BapuaHTy. [JaHHbll NOAXOA BbIABUT TUMbI PpecypcoB, HEO6XO0-
OAUMbIX Ana paboTbl, UHTepdeicbl U cnocob npefocTaBNEHUSA YCNYTU, a Takke CTPYKTYpy ANa nognepxaHus
0CBEAOMJ/IEHHOCTUN O PbIHOYHbLIX NOTPEBHOCTAX U cnpoce B Byaywem.

Pe3ynbTaTtom AaHHOro atana [OJ/IXKHO CTaTb pPas3/ioXeHne yCcnyrn Ha CTPYKTYpy KOMMOHEHTOB, KOTOpble
MOXHO AeTannsnposatb.

3.2.9 lMpouecc: pabouunit npoekT

Tenepb HEO6XOAUMO feTannM3npoBaTth CTPYKTYpY ycnyru. Ciofa BXxoaaT paspaboTka noboii nutepartypsl
UM NHCTPYKLMIA 1 BCe pecypchl, cnocob, MecTononoXeHne n BpeMs npegoctaBneHns ycnyru. Takxe cnegyet
BK/MIOUYNTL TpeboBaHNA KOHTPONSA KayecTsa.
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PesynbTatom faHHOro atana fOJIXHa cTaTb NojsHaa v nogpo6Has cneundurkayus ycayru, onucbiBaro-
was. 4To NONYYUT KNUEHT, a TakkKe YTo Heo6XoAMMO NpeAnpUHATL NOCTaBLLMKY ANS TOro, YTobbl nNpejocTa-
BUTb YCNYTy Y OCYLLEeCTBNATb Haf Heli KOHTPO/b.

3.2.10 Mpouecc: obecnevyeHne cpencTB NpefoCcTaBNeHUS yCayru

Ha paHHOM 3Tane Heo6XxoA4MMO onpesennTb Cnocobbl, NOCPEeACTBOM KOTOPbLIX ycnyra 6yaet npegocTas-
neHa. ®akTU4eckn faHHbIii aTan npefcTaBnseT co60li «yCTaHOBOYHbI/» 3Tan, B paMkax KoToporo paspaba-
ThiBAOTCA U NpuobpeTalTCcA Takme pecypchl, kak o6opygoBaHue, nutepatypa u noMmelweHuns. Kpome Toro,
ocyLecTBAATCA HAGOP KaapoB U NX 0byveHue. Takke HEOBXOAMMO OpraHM3oBaTh CObIT U 3anMycK YCNyri.

[aHHbIl aTan ABnseTca nocnefHuM B hase «Au3aiiHa», a Takke 3ak/loynuTeNbHbIM 3TanoM, B pamkax
KOTOPOro 3BOJIOLUNSA YCNYrM NPOUCXOAMUT FNaBHbIM 06pa3oM BHYTPU OpraHusauum.

NTorom faHHOro atana fo/hkHa cTaTb BO3MOXHOCTb NMPef IoXeHUss KOMnaeKkca ycnyr.

Mo 3aBepLIeHMN faHHOTo 3Tana npoLlecc nepexoauT B dhasy AeliCTBUS YCIYTN.

MpumeyaHne — B cnyyaB MHOMMX yC/yr nocsie AaHHOro atana OTBETCTBEHHOCTb JIOXUTCA Ha K/IMeHTa.

3.2.11 Tpouyecc: 3HAaKOMCTBO

MepBasa hasa «PyHKLNOHMPOBAHUA» BHE NpeaenioB opraHM3auuu. Ycnyra npeacraBnseTcs Ha pbliHKe.
[JaHHblll aTan fo/HKeH BkIOYaTh acnekTbl, CBA3aHHbIe C 3aMyCKOM HOBOIA ycnyrn. Pe3ynbTaToM faHHOro atana
[OJDKHa cTaTb MOJHOCTbLIO JOCTYyNHas ycnyra.

3.2.12 Mpouyecc: npepocTaBieHne

AKTMBHasi 4yacTb yCnyru, yHKUMOHMpPYIOLWEeli B COOTBETCTBUM C U3HauvalbHbiMKU TpebosaHusMu. Kak
npaBuno, AaHHbI/ 3Tan ABAAETCS CaMblM MPOAO/MKUTENbHBIM B XXU3HEHHOM LUK/Ee yCayru.

WTorom gaHHOro atana fOJ/XKeH cTaTb pe3ynbTaT npefocTasBfieHuns ycnyru. [laHHblil pe3ynbTar obecne-
yneaeT o6paTHyt0 CBA3b, KOTOpas MOXeT cTaTb NPUYNHOI BBeAEHUS TpeboBaHNA K U3SMEHEHUIO YCAYTN.

3.2.13 Mpouyecc: obpaTHas cBA3b

MocTaBLMKN yCNYr AO/MKHbI 06pallaTbca K KNMeHTaM M CO6CTBEHHbIM COTpYAHMWKaM 3a o06paTHOl cBA-
3bl0. CNOCOGHOW NoBfeYb 3a CO60I NoTeHuWanbHble YNYULWEHNa UK NOSBAEHWEe HOBbIX ycayr. Mpu paspa-
60TKe ycnyru cnepyet o6paTuTb BHMMaHWE Ha BO3MOXHOCTM pa3melieHus nopo6Holi o6paTHoi cessu. Mo
pesynbTaTtamMm paccMOTPeHUs 06paTHOW CBA3M MOXeT noTpeboBaTbCA NOBTOPHOE BbINOSIHEHUE KaKOro-nm6o
aTana mofenu gusaiiHa. Ecnn mofens npuMeHeHa npaBwuibHO, HEO6XOAMMOCTV B MOBTOPHOM BbIMOSIHEHWN
no6oro atana Bbile YPOBHA «paboyeil MoAenm» He BO3HUKHET.

PesynbTart faHHOro atana AoJ/hkeH co3fgaTtb noTeHunan 4Na passutus.

[lanee cnepyeT thasa oT3b/Ba ycnyru.

3.2.14 Nuksnpauns

Mpu 0T3bIBE, NPUOCTAHOBAEHUN UK 3aMELLEeHUN YCNYTN lopuanyeckas OTBETCTBEHHOCTb 3a npefocTas-
JIEHHYIO YCNYTy WKW rapaHTUsa MOryT ocTaBaTbCs B cuie. ACMEKTbl IMKBUAALUN TaKKe MOryT npeacTasBnaTb
BaXHOCTb, W Ha fJaHHOM 3Tane Heo6XOoAMMO peann3oBaTb (PakTopbl, 3anaaHVpOBaHHbIE U OMMWCaHHbIe B 3a-
[aHnn Ha pa3paboTky ycnyru.

4 YnpaBneHve eATeNIbHOCTbI MO pa3paboTke ycnyr. NMogpobHoe onnucaHne
4.1 YnpaBneHue gu3anHom

4.1.1 O6wwne nonoxeHus

[aHHbIli pa3gen coaepXuT pyKOBOACTBO A5 NUL. Ybeil OCHOBHOW 06A3aHHOCTbIO fiBNseTca ynpasie-
HUe An3aiiHoMm.

B oTnuune ot cdhepbl Npon3BOoAcCTBa B cdepe YCnyr cyuecTByeT 60/iee BbiCOKass BEPOSATHOCTb HeMo-
CpeACTBEHHOrO yyacTma pa3paboTumnkoB B akcnayatauuu u npegoctasneHunn ycnyr. bonee Toro, B cpaBHeHMM
C NpPoOM3BOACTBOM cyllecTByeT 60nee BbiCOKasi BEPOATHOCTb TOr0, YTO KOMMOHEHTbI UK NpoLlecchl paspaba-
TbIBAEMOW yCnyrn moryT 6biTb HeNoCpeACTBEHHO NpefocTaBNeHbl B kKayecTBe OTAeNbHON ycnyru, Hanpumep
6opTnuTaHme B camonete, 60/1bHUYHAS NpaveyHas.

B pamMkax geTanbHOro ynpaBneHus An3aiiHoM He06X0A4MMO yAeNnuTb BHUMaHve cneayllw M Bonpocam:

a) O6ecneunTb HannumMe npouecca (MAU Moaenn) gusaiiHa.

b) O6ecneunTb rOTOBHOCTbL 3ajaHnsa Ha pa3paboTky.

c) O6ecneynTb HanMuMe BCNOMOraTesibHbIX 3/1eEMEHTOB UK UHDPACTPYKTYPbI.

d) Paspa6oTaTb CTPYyKTYpbl KOMMYHMKaLUNA B paMkax pa3paboTku ycayr.

e) MpofomknTbL peannsaunio npouecca paspaboTku.

f) O6ecneunTb COOTBETCTBME TOTOBOI YCyrn TpeboBaHNAM 3a4aHnNs Ha pa3paboTky.
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4.1.2 Aun3aiiH-mopgensb

Ha pucyHke 2 nzobpaxeHa cTaHgapTHas Au3aiH-mofens. [aHHasa mMogenb HefocTaTO4YHO nofpobHa
ANna ausaiiHa 60MblUMHCTBA YCNyr, cfefoBaTesbHO, He06x0ANMO pa3paboTarb NOAPOGHYI0 MOAENb XU3HEH-
HOro uMKNa ycnyru, COOTBETCTBYHLLYI KOHKPETHOI pa3pabaTbiBaemoii ycnyre (6onee nogpo6Hoe pykoBof-
CTBO CM. B 4.2).

4.1.3 KommyHunkaumsa (CTpyktypa paspaboTku ycnyr)

4.1.3.1 Heob6xoaMMO Ha3HauyuTb KypaTopa nNpojykta, HafennsB ero NnoJIHOMOYUAMU U OTBETCTBEHHO-
CTblO C LeNbio 06neryeHnsa npouecca paspaboTkm ycnyru. B opranmsanusax, rae umeetca ngeHtuduunpyemas
ynpasaeHyeckasa rpynna, faHHblii YeNoBeK AO/KEH ABNATLCA PYKOBOAUTENEM BbICLIETO 3BEHA.

4.1.3.2 KypaTop npogykta [O/IXeH co34aTb MHOronpoguabHy0 NPOEKTHY Fpynny unm genernposatb
3Ty 3afayy HasHayeHHOMY PyKOBOAMTE/N0 npoekTa. B gaHHylo rpynny Ao/KHbl BXOAUTb COTPYAHUKU U3 u-
HaHCOBOrO OTAena, OTAEeN0B MapkeTUHra u cobiTa, NOCTaBWUKN U KNNEHTbl U T. 4. MNpoekTHaa rpynna AomkHa
BK/1lOYaTb BCEX, KTO crnocob6eH NPUHECTN NOoMb3y B paMKax pa3pa60TKVI ycnyru.

4.1.3.3 CneuunanucTbl 6yayT NpUCOeAUHATLCA K rpynne u BbIXOAUTb U3 HEe Mo Mepe Heob6xo4uMOCTH
B NpuBAeYeHUN ux onbita. Kypatop npogykra fO/HKEH NPUCYTCTBOBATb B rpynne Ha NPOTAXEHUU BCEro npo-
uecca i/ CoOXpaHeHus NpeemMCcTBEHHOCTH.

4.1.3.4 OnTMManbHOE KONMYECTBO Y/1I€HOB NPOEKTHOW rpynnbl, y4acTBYHOLWMNX B 3acefaHnax, He bonee
nesatn [1].

4.1.3.5 3acepaHuss NPOEKTHOI rpynnbl AO/KHbI NPOXOAUTL B hopmaTe «Kpyraoro ctonax». Bce uneHsl
MPOEKTHOW rpynnbl UMEIOT paBHbIA CTaTyc, HO B cyvyae KOHMAMKTa MexXAy YieHamun nocaegHee c10BO ocTa-
eTcAa 3a Kypatopom npoaykra.

4.1.3.6 Kypatop npofyKra HeceT OTBETCTBEHHOCTb 3a OTMEHY NpoeKTa Uin n3MeHeHue 3ajaHus Ha pas-
paboTKy ycnyru B cnyvyae Takoii He06X0ANMMOCTU, K NPUMepY, BBUAY HEBO3MOXHOCTMN BbINO/IHUTL TPE6OBaHNSA
cyliecTByloLwero 3agaHusa. Kypatop npogykra oTsevyaeT 3a MH(hopMuMpoBaH/We 3auHTEPeCcOBaHHbIX CTOPOH O
NPUHATOM peLleHnN.

4.2 O6bACHeHue gusaiiH-mMogenu

4.2.1 O6wme NonoxeHus

Llenbto gaHHOro nyHkTa siBnsietca 60nee noApo6HOe 06bACHeHWe Au3aliH-MOAenn u oTpaxeHue BO-
NPOCOB. KOTOpPble HEOGXOAUMO NPUHATH BO BHUMAaHME Ha KaXoMm 3Tane, NOCPeACTBOM psfa KOHTPOSbHbIX
CMMUCKOB. HM 0AMH 13 CNUCKOB He ABNSETCA MCYEepnbiBaOLWUM.

4.2.2 Tpouecc: nobyanTenbHas NpuynHa

Mpes MoxeT 6bITb POXAEHA N3 MHOXECTBA UCTOYHUKOB. TUNUYHBIE NPUMEPbI NCTOYHMKOB:

a) 3aka3s unm 3anpoc KNneHTa;

b) coynanbHble HYXAbl coobLecTsa;

C) peakuusi Ha BbISIBIEHHYI0 PbIHOYHYH BO3MOXHOCTb: PbIHOYHbIW Ccnpoc:

d) rocyaapcTBeHHble MHULMATUBLI UK YKa3sbl;

e) pesynbTaT uccnefoBaHnsa, CBA3aHHbIN, BO3MOXHO, C pa3paboTKoi HOBOI TEXHONOTMU: TEXHONOrNYe-
CKunii 6BPOCOK;

f) HOBbI cNOCO6 NpUMEHEHNS CyLWecTBYOLW e TEXHONOTNN, KOTOPbIA MOXET NOCAYXUTb TONYKOM K pas-
BUTUIO MHHOBaLWW;

0) NUueH3nsa nnn gpaHwmnsa;

h) TBOpUYeckas MbICNb, NONyYeHHaA U3 NI06Oro NCTOYHUKA,;

i) N3MEeHeHne yCcnoBuii NN akTUBOB KOMNaHWW, B pe3yfnbTaTe Yero MoxeT NpefCcTaBUTbCSA BO3MOXHOCTb
NOBTOPHO pa3paboTtaTb ycnyry;

j) Nnpo6nemsbl, He[OCTATKN UM N3bSAHbI CYLLECTBYIOLWUX YCAYT;

k) ynyuyweHune cywecTBylOLWMNX NPOAYKTOB UAN YCAYT C LEeNbio COKpalleHWA CTOMMOCTU, YNPOLLEeHUS,
payvoHanu3auum UM «pacTaXeHUs» UCNONHEHUS;

1) )xano6bl N MAen KINeHTOB, TOProBOro NepcoHana uanM gunepos, UX ONpoc;

T) o6HapofoBaHHble @akKTbl, NONYYEHHble B pe3yfbTaTe PbIHOYHbIX UCCeAO0BaHWIA;

n) nobpertarenu, akageMnkn, yyeHble Uan KOHCYNbTaHTbl;

p) HOBble 3aKOHbI, HOPMaTKBbI, CTaHA4APThI, CBOAbLI NpaBu;

g) KPYXKW KOHTPOMS KayecTBa M CXeMbl MOOLWPEHNs NpeanoxeHunii (BkaYaa cxeMbl NooWpeHns npeg-
NOXEHWUN KNNeHTa);

r) n3y4dyeHue ycnyr KOHKYPEeHTOB;
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S) npo6eMbl OKpyXatwlLein cpeabl;

t) U3BMEHeHNA BUAEHUS AN UMUAXKA KOMNAaHUN UK KOMMNAHUWU-KOHKYPEeHTa;

1) passBuTheE YCNyru C Lefbio yCTaHOB/IEHUA 60nee TeCHOro KOHTakTa C KMEeHTOM, Hanpumep npsmoe
npefocTaBneHne ycnyru;

V) yBenunuusLleecs ceBob6ogHoe Bpems;

W) 3KOHOMWYECKNE TEHAEHUUN.

MobyanTenbHasa NpuyMHa MOXeT NPUBECTU K OCYLLeCTBAEHNIO JONOHUTENbHbBIX UCCNeA0BaHNA Ha No-
CTOSAHHOW OCHOBE, KOTOpble MOryT BKAtOYaTb B ce6s 0C060 YNONIHOMOYEHHbIE OTYEeTbl O MapKeTUHIOBbIX UC-
cnefoBaHuAX. 0T4eTbl 06 OKa3aHHbIX ycayrax u 0T4eTbl 0 AeATeNbHOCTU KOHKYPEHTOB, COCTaB/IEHHbIE Mepco-
Ha/soM u areHTamu.

4.2.3 Mpouecc: naeHtTudukaymnsa ycnyru

Kaxayo ngetw He3aBUCMMO OT UCTOYHUKA ee MPOUCXOXAEHUA He06X0AUMO NOABEPrHYTb OUEHKe C Le-
Nbl0 yCTaHOBMEHUA cnegyownx dakros:

a) CooTBETCTBYET NN faHHasa naes KopnopaTUBHbIM Lenam n 6usHec-nnaHy;

b) 6yaeT nu AaHHas uaest UMeTb A0CTaTOUHbIA Cnpoc;

C) NpUHEeceT NN CyLWeCcTBEHHYI0 NpubbIIb WK BbIrogy, ONpasBAblBaloLLyl0 KOMMepYeckne puckn nam du-
HaHCOBblEe U3AEPXKKN.

MpMMeEHNTENbHO K KOHKPETHOI ycnyre Heo6XoANMO UAEHTUDNLMPOBATbL N OLLEHNUT:

1) paboyee 3agjaHue;

2) XXU3HEHHbIN LuKN;

3) aemorpaduyeckme xapakTepucTukn, orpaHnuyeHmnsa, cdhepy u paMmkn akcnayatayum;

4) KOHKypeHuuio;

5) pbIHOYHbI CEIrMEHT, CTaHA4apThl KNMeHTa 1 nonbL3oBaTens;

6) MmacwTabbl pbIHKa;

7) Tpe6oBaHMA K KafpOBbIM pecypcam;

8) Hannmuune KagpoBbIX PECYpPCOB;

9) TexHonormyeckne TpeboBaHuS;

10) 6loaxeTHble TpeboBaHNs, HeobxoAnMbIe/4OCTyNHbIe (DUHAHCOBbIE PeCcypcChl;

11) Tpebyemyto 3 (heKTUBHOCTb NHBECTULNIA;

12) ctommocTb 1 3aTpaThl;

13) cpoku npegocTaBneHUs YCAYrn U OCTYNHOCTD;

14) noTeHuman HafeXHOCTU, 3KCNAyaTayMOHHOW TEXHONOTMYHOCTN U NNKBUAALNN;

15) NpoCcTOTY UCNO/b30BaHNUS;

16) yacToTy OKasaHus ycnyru,

17) ckopocTb NpefocTaBfeHns ycnyru/peakumio;

18) rapaHTum;

19) ocob6ble NOTpe6HOCTH U IKCNyaTaLlMOoHHble TpeboBaHus;

20) npobnembl OKpyxawLuiel cpeabl;

21) 3akoHOAAaTeNbCTBO;

22) NoNnNTUKY;

23) cTaHAapTbl U HOPMATUBHI;

24) nonoxeHua u ceodbl npasun. Pe3ynbTatoM JaHHOro atana [o/KHbl CTaTb 3KCMayaTaunoHHble Xa-
pakTEPUCTUKN YCAYTH.

B yncno akcnnyataumoHHbIX XapaKTepUCTUK AOMKHbI BXOAUTb YHUKANbHbIe TOProBble NpeasioxeHuns,
cnocobHble faTb ycayre pblHOYHOE NPEeUMYLLECTBO Haj KOHKYpeHTaMu. laHHble npeasiokeHns f0/MKHbI onpe-
AensaTb Lenu, KoTopble He06xo4MMO AOCTUYb.

Ha paHHOM 3Tane npouecca aKcnayaTtauuoHHble XapakTepucTUKW, eCNn OHU U3MEepUMbl, MOTYT ObiTb
BblpaXKeHbl B BUAE NpU6AN3NTENbHON OLEHKN U AOMKHbI O6biTb CKOPPEKTUPOBAaHbI Ha CleAyoLW X aTanax npo-
Luecca gusaliHa.

MpumeuvaHunsa
1 Mpumepbl XapakTePUCTUK YCIYTn CM. B NPUNOXeHnsX A n B.
2 ONeMeHTbl XapakTePUCTUK YC/TYTU CM. Ha PUCYHKe 4.

4.2.4 Tpouecc: nnaHupoBaHue ycnyru
[JaHHbI 3Tan npegHasHavyeH N9 06bACHEHUSA HEOOXOAUMbIX YCAYr, KpUTEpPUEB 1 orpaHuyeHnii. Ka-
KuM obpasom npejgnonaraetca AOCTUYb WU peasnin3oBaTb 3KCMyaTaLMOHHbIE XapakTepucTuku. Mexay
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npeanoYTUTENbHBIMYU BapMaHTaMy 1 XxapakTepucTukamy BO3MOXHbI KOMMPOMUCChI. KOHTPONbHbIA NUCT MOX-
HO MCNONb30BaTh MPUMEHUTENIbHO K KaXA0N OTAENbHOW XapakTepucTuke, HO. Kak NpaBuao, Heo6XxoANMO OT-
BETUTb Ha creaylolue BONpocChl:

a) Kakue pucku npucytcTeyoT?

b) Kakas 3awmTta co6CTBEHHOCTM TpebyeTca?

c) Kakne opraHusaunoHHble CTPYKTYpbl HEO6XO04UMbI?

d) Kakue npouepypbl TpebyoTcsa?

e) DnemMeHTbl TeXHONornmn?

f) Kakass nHcopmauma o Tekywem 1 NpoLwIoM ONnbITe UMEETCHA B HANMYnn?

n) Kakne HaBblku nmeTca?

h) PbIHOYHbIE TPpEGOBaHNA?

i) Tpagnumm v ctaHgapTbl NPaKkTUK?

j) CtaHpgapTbl COOTBETCTBUA?

k) Pecypchbl 1 pesepBHble pecypcbl?

1) PnHaHcoBbIE pecypchbl U 3aTpaTthbl?

T) KakoBbl Tpeb6oBaHUA K nccnefoBaHnAM?

n) ®opmMbl KOMMYHUKaLUN (BHYTPEHHEW 1 BHELWHENR)?

p) Kakue 3anucu TpebyoTca?

q) Kakas Bepudukauma, Bkaovas UCNbiTaHUA, MOAENN, UCNbITAHUS B NONEBbIX YCOBUSX U T. 4.7

r) 3akoHbI?

s) JaTbl n cpokun?

t) Korga ycnyra 6yget goctynHa?

n) Kakum obpasom ycnyra AOCTUTHET KNneHTa?

V) Kakum o6pa3om 6yaeT ocylecTBAATLCA IKCNayaTauma ycnyrmn?

w) O6ecneumnt nu ycnyra aphekTMBHOE COOTHOLIEHNE «LieHAa — KayecTBO», MpUHeceT nn npubbinb?

X) YknagbiBaeTcs nun ycnyra B paMkn oMHaHCOBbLIX BO3MOXHOCTEN opraHmsauyun?

OTBeTbl Ha NepeynciieHHble BONPOCH! JO/DKHbI CTaTb OCHOBOV NpeAsioXeHNa NO peanusauny npoekTa,
KOTOpPOE, B CBOK o4vepepnb, NpeacTaBnset cob6oit 6a3y, Ha OCHOBaHMM KOTOpOl GyaeT npoBefeH aHanus ocy-
LLLeCTBUMOCTH.

4.2.5 Tlpouecc: aHa/in3 OCyW,ecTBUMOCTH

Ha gaHHOM 3Tane Heo6XxoAUMO NOATBEPAMTbL, MOXET U rOTOBa 1M OpraHu3auuns npefocTaBUTb YCAyry,
peanusoBaB TeM cambiM NpeAsioXeHre Mo NPOEKTY, a Takke COOTBETCTBYeT N [laHHasa ycnyra pblHOYHbLIM
noTpebHOCTAM.

Heob6xoanMo noATBEPANTL CreayoLee:

a) cnocob6HOCTb OpraHu3auun NpefocTaBUTb YCAYry;

b) BOCTPe6OBaHHOCTb YCNYrM NPUMEHUTENIBHO K BU3HecCY:

C) COOTBETCTBME YCNYIN NepBOHaYaibHbIM Tpe6oBaHUAM;

d) cnoco6HOCTb YyAOBNETBOPUTbL COOTBETCTBYHOLWMNIA PbIHOYHBINV CNpOC:

€) CNoCOBHOCTb NPUHECTU 3aMeTHYI0 NpubbINIb, YTO onpaBfaeT CyLeCcTBYLW e PUCKA.

MHCTpYMeHTbI, KOTOpble cneAyeT UCNONb30BaTh Ha AAHHOM 3Tane:

1) cepBUCHbIN ayaAnT TEKYLLMX BO3MOXHOCTEN opraHmMsaunm, nocTaBLUMKoB N AUCTPUOLIOTOPOB;

2) pbIHOYHOE UccnegoBaHue;

3) cpaBHUTENbHbIA aHanus;

4) aHann3 KOHKypeHLuu;

5) naeHTndKkauns NnpenaTcTBUii BXOAY;

6) aHann3 aKOHOMUYeCKol ahheKTUBHOCTHY;

7) BMCKOHTUPOBAHHBIV NOTOK HANIMYHOCTH;

8) aHann3 puCKos;

9) AepeBO pelueHunid;

10) CPOKM U KOHTPOJIbHbIE TOYKM;

11) oueHKa NpoekTa;

12) aHanM3 MeToA40M KPUTUYECKUX TPaeKTopwii, anarpammbl FaHTa v Apyrve mMetofbl NaaHWpOBaHuUA
npoekTa.

Mpn nomowy AaHHOW MHhOpMaLUU MOXHO onpefennTb KpUTepMn NpuemaeMocTu ycayru ans obeny-
XuBawueli opraHmsaunn. MoryT BO3HUKHYTb U Apyrve BONPOCLI, KOTOpble NOTPe6YT KOppekunn aHanusa
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OCYL,eCTBMMOCTUN 1 OTBET Ha KOTOpble HE06XO0AMMO AaTb Nepej TeM. Kak nepexoAuTb K TBOPYECKOMY aTany
npouecca.

Mo 3aBeplieHnn faHHOro atana opraHnsauma AokHa o6pecTn Heo6XO04MMYH YBEPEHHOCTb, MO3BOMSA-
IOLW Y0 el BblAeNNTb pecypchbl Ha co3fjaHue ycnyru.

4.2.6 MNpouecc: yTOYHEHMEe XxapakTepucTuk

Ha gaHHOM 3aTane npouecca HakKoNIeHHY MHopmaumnio Heobxoanmo npeobpas3oBaTb B NOSHOLEHHOE
3afaHue Ha pa3paboTky ycnyrn. 3neMeHTbl, KOTOpble caeAyeT BKIOUYMTL B 3ajaHne, OTAM4alTCca B 3aBUCKU-
MOCTK OT Tuna paspabaTbiBaeMoil ycnyru. Ha pucyHke 4 npofeMOHCTPUpOBaH CTaHA4aPTHbIA CNUCOK OCHOB-
HbIX 3/1EMEHTOB. [laHHble 31eMeHTbl MOXHO pa3buTb Ha NnoAxkaTteropuun.

Heob6xoaumo cobnoctn cneayouwmne TpebosaHus [2]:

a) lokyMeHTanbHO 3aduKkcmpoBaTb NOAPOOGHYI0 MHChOPMALMIO O KaXAO0M 3/IEMEHTE.

b) Mpn ycTaHOBAEHWN aKTyanbHOCTU U BaXHOCTU KaXKAOr0 M3 3/IeMEHTOB B paMKax KaxAoW cuTyauunu
YyYnNTbIBATb BCE 3/1EMEHTHI.

c) MPUHATbL BO BHUMAaHWe KaxAblil 3N1eMeHT C TOUKN 3peHns KNMeHTa, NnocTaBlnka U B pamkax B3ammMo-
AeCTBUS MEXAY HUMU.

d) ViHdopmauma fomkHa 6bITb KONMYECTBEHHON, a He Ka4yeCTBEHHOI, Hanpumep «TemnepaTtypa B Ho-
Mepe roCTUHULbI A0/MKHA 6blITb KOMOPTHON» — HekoppekTHaa opmynupoBka, «Temnepatypa B Homepe
roCTUHUUbI J0MKHA cocTaBnaTb 20 °C» — KoppekTHasi hopmMynnpoBka.

e) Mo BO3MOXHOCTW yCTaHOBUTb NpeAe bl AONYCTUMOL NOrpeLlHOCTN Ha BCe KOIMYECTBEHHbIE BE/TMYMHBI.

MpumeyaHne — Yem HWXKe [ONYCTMMAA NOTPELLUHOCTb, TEM BbILLE CTOMMOCTb YKNaAblBaHUA B ee npegeribl.

f) NpeHTudnympoBaTb «<HEeO6X0AUMbIE» U «XKefaTellbHble» 3/1eMEHThI.

4) VaeHTudunumposBaTth U BKIOUYUTL YHUKa/IbHbIE TOProBble npeanoxeHus (USP).

h) MpoBecTn cpaBHeHMe C HOBENWMMMN ¥ NpeablAYLUMU pa3paboTkamu.

4.2.7 TMpouecc: KOHLenTyanbHbIi NPOEKT

Ha gaHHOM aTane akueHT [O/HKeH nepeMecTUTbCs C 06bekTa, KOTopbIii 6yAeT NMOAy4YeH KANEHTOM, Ha
MeXaHuKy npefoctaBneHus ycnyru. KoHuenTyasbHbli MPOEKT AaeT MJaHWPyeMylo «KapTUHy» TOro, Y4To u3
cebsa b6yaeT npefcTaBnATb ycnyra. [JoMKHO UMETbCA HECKO/IbKO BapuaHTOB, OTBevallmx TpeboBaHUsAM 3a-
faHna Ha pa3paboTky ycnyru.

Heo6xo4MmMoO ocywWwecTBUTh caeaytolme 4eicTBus.

a) MepBOHa4YaNbHO B pamMkax KOHLENTyasibHOro atana Heo6xo4MMO MPefsfioXUTb Kak MOXHO 60nblie
BapuaHTOB, OTBevalwlmx TpeboBaHNAM 3af4aHna Ha pa3paboTky ycayru. [laHHol Lenu nerye BCEro JoCTUYbL
B pamkax paboTbl B MHOTONpoduabHbIX Fpynnax B KOM(OPTHON 1 cnokoiHol o6cTaHoBKe. Ha AaHHOM aTane
60/1bLUYI0 BaXHOCTb MUMEeT KOJINYECTBO, a He KayecTBO upaei. NMouck opurnHanbHbiX naein TpedbyeT BpeMeHuU.
Ha pucyHke 5 npoileMOHCTPUPOBAHO, Kakum 06pa3om hOpMUPYIOTCA UAEN N BapuaHTbl B NpoLecce MO3roBoro
wTypma. BaxHo He npekpauwatb paboTy B Te MOMEHTbI, KOrga BO3HMKAeT BnevaTaeHne, 4To NOTOK uaei npe-
KpaTuicsa; 3aTo Nepuog reHepauumn KoHUenuuii, o UToraM KOTOporo NOsIBATCA HOBble naen [3J.

Konnyectso
naen

PurcyHok 5 — Mo3roBoii Wwrypm
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MNHCTpYMeHTbI, KOTOpble ciefyeT UCNO/b30BaTh C Liefblo 061eryeHuns npouecca, BkaovalT B cebs Mo3-
rogble WTYPMbl, aHaNN3 LEHHOCTN ¥ Takue MeToAbl An3aiHa, Kak:
1) aHanorusa [47;
2) koMm6uHupoBaHue [4);
3) HecTaHgapTHOe MbiwneHne [5];
4) nuBepcusa [47;
5) penbuiicknii metog [4].
Heob6xoanmo n3yunTb Takue pakTopbl, Kak npeseHTaumsa, MmeToabl, cyepbl OTBETCTBEHHOCTN M NOAPO6-
Hble (PYyHKLMNOHabHble TpeboBaHNA.
b) PaspaboTtaB psij BO3MOXHbIX KOHLENuUuii, Heo6xoaumo onpefennTb NPefnoyYTUTE IbHbIA BapuaHT.
OT0 MOXeT 6blTb KOMBUHALNA HECKONbKUX KOHLENUMWIA U KOHLEeNnumMn, B MakcumanbHOW CTeneHn oTeevalLlime
TpeboBaHNAM 3afaHns Ha pa3paboTKy ycnyru.
B pamkax gaHHoOro npouecca ciegyeT UCMoONb30BaTh Takme NHCTPYMEHTbI, Kak PeTUHIN, aHannm3 puckos
Knaccudukaumm n maTpuubl.
4.2.8 Tpouecc: 3CKNU3HbIi NpoekT
Ha gaHHOM 3Tane npouecca npeAnoyTUTe NbHbIA BapuaHT obpacTaeT fgeTansAMu: cknagbiBaloTcs BoeAu-
HO 3/1eMeHTbI, cocTaBnsLWwme yenyry.
Heob6xoanmo o6patuTb BHUMaHME Ha cnegylouiee:
a) WWPOKKIA AnanasoH:
1) HaBbIKOB (HanpumMmep, BOAUTE b FPy30BOr0 aBTOMO6OUSA);
2) TexHonoruii (Hanpumep, NporpaMmHoe o6ecneyeHune):
3) obopygoBaHus (HanpumMep, hoToKkonMpoBasbHas MalnHa);
4) nomeleHunii (Hanpumep, PO3HNYHbIE MarasuHbl);
5) KOMMYHUWKaunin (Hanpumep, TenedoH/dakc);
6) cnoco60B pacnpocTpaHeHus (Hanpumep, NOYTOBbLIV 3aKas);
7) npogBuXeHua (Hanpumep, peknama, CBsi3n ¢ 06L,eCTBEHHOCTbIO);
b) 3aKOHbI, KOTOpPble HE06X0ANMMO COBMCTM, B TOM Yucie TexHuka 6es3onacHocTu Ha paboyem mecTe,
[OroBOpPHOE NpaBo, pUANYeckas OTBETCTBEHHOCTb 3a Ka4yeCTBO NPOAYKTOB U YCAYT.

MpumeuyaHne — TMOMUMO UCNO/b30BAHUSA 3/IEMEHTOB, NPUBEAEHHbBIX B NEpeUncieHnsx a) v b). 4ns onpegene-
HUSI PAMOK YC/YT1 MPUMEHUTE/BHO K CNOCOBY ee NpefocTas/ieHusl, AaHHble 3EMEHTbI TaKKe CieAyeT UCMO/b30BaTh 415
onpeaeneHns paMok NogAepXaHnst OCBEA0MIEHHOCTU O MOJIOXEHNN Ha PbIHKE B 6yAyLLEM 1 OXBaTa 30H pUCKa.

4.2.9 Mpouecc: paboynini npoekT

Ha gaHHoM aTane npouecca Heo6xo4MMO onpeAennTb cneuynduyeckne getanu. lanee npusefeHsl Asa
npuMepa getanu3auun aNeMeHToB An3aiiHa, NpuBefeHHbIX B 4.2.8.

a) Heobxoaumble cneynanbHble HaBblkM: MHOPMALUA, KOTOPYD MOXHO BKKOUYUTL B JO/IKHOCTHYIO WH-
CTPYKUMIO. Hanpumep BOAUTENbL PYy30BOro aBToMo6MAs Knacca A. Bo3pacT — 0T 26 1 cTaplue, YNCTble BOAM-
TeNbCKMe npasa, MUHUMabHbIA CTaxX — NATb fIET.

b) CneumnanbHblli 3aKOHOAATE NbHbIA KOHTPO/b: HaNpMMep, HOPMbl BU3yanbHOro oTobpaxeHunsa, HopMma-
TWBbI JOMYCTUMOrO YPOBHA LIyMa, KOHTPO/Ib BeLWecTB, onacHbix A4 3go0oposba (COSSH), a Takxe apyrue
TPYAOBble HOPMbI M HOPMbI MO OXPaHe OKpYyXaloLiei cpeabl.

Mo 3aBeplweHnn faHHOro aTtana fo/KHa NpUcyTcTBOBaTh MHhopmauma, goctatoyHas ans onpejene-
HUA 1 NpefoCTaBNEeHNSA YCNyru.

Mpumep HeMonHoW cneundukayuy ycnyrn npusegeH B npunoxenun A. bonee nogpobHoe pykoBOACTBO
no Tuny cneuundukauuy npueegeHo B npunoxernnn C ctaHgapta BS 7373:1991.

4.2.10 Mpouecc: obecneyeHne cpeacTB NnpefoCcTaBAeHNs ycnyru

Ha gaHHOM 3Tane npouecca cnegyeT OCyWecTBUTb AelicTBMA, Heo6XxoaMMble ANA NpeAocTaB/ieHus na-
KeTa ycnyr.

Hanpuwmep.

a) Habop nepcoHana:

b) obyuyeHue;

C) 3akynka;

d) apeHpa:

€) NoAroToBKa;

f) o6ecneueHue;

) pacnpocTpaHeHue:
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h) ucneitanue;

i) nevatsb.

Mo utoram AaHHOro atana Jo/mHKeH chopMupoBaTbCA AOCTYMHbIA NakeT ycnyr, roToBbIi K BBEAEHWIO Ha
PbIHOK.

MpumeuyaHne — [lo HACTOSILLErO MOMEHTA 60/bLIMHCTBO (haKTOPOB MMENN MECTO BHYTPW OpraHvsauun. Ha
Ccreayowmx atanax hakTopbl CTaHyT BHELUHUMM: NPaKTUYECKasi OTBETCTBEHHOCTb JIOKUTCS Ha KIWEHTa.

4.2.11 Tlpouecc: 3HAKOMCTBO

Ha paHHOM 3Tane ocyuiecTBAsSeTCs nNpeAcTaBieHne yCayrn nonb3oBaTensam. Ycnyra rotoBa k okasaHuio.

Mpu 3HAKOMCTBO HEOGXOANMO NPUHATL BO BHUMaHWe cnepyloline gaktopbl;

a) NpoABWXKeEHNE;

b) NPOGHYIO CXemy;

C) BbINYCK Ha PbIHOK;

d) obyyeHne KINEeHTOB WU areHToB;

€) ceMuHapbl ¥ TPEHWUHTK;

f) TexHnueckyo noagepxky n pewexHne npobaem.

4.2.12 Tpouecc: npefocTtaB/ieHne

Ycnyra gonxHa 6bITb NpegocTaB/ieHa B COOTBETCTBUMN € TpebGoBaHMAMK cneymdurkayuy.

Mpouecc npefocTaBNeHns AO/HKEH ObITb OTHOCUTENLHO MPOCTLIM, €CNN NpeablayLne 3N1eMeHTbl Moje-
nn 6bIIN NONTHOCTbIO 06paboTaHbl.

[aHHbIli 3Tan MoXeT BKk/4YaTh B cebs cnegywune geictens;

a) BHeApeHve npoueayp npefocTaBneHns yenyru;

b) KOHTPO/Ib 3D PEKTUBHOCTH;

c) ngeHTudukaymio npodnem;

d) nageHTudukaynio BOCNPUATUA YCNYTN HA PbIHKE.

Tenepb ycnyra HaxoAuTCa B aKCnayaTauuu.

4.2.13 MMpouyecc: obpaTtHas cBfA3b

Mony4nB OTK/IMKU KIMEHTOB W pe3ynbTaTbl PbIHOYHOW OLEHKW, HA fLaHHOM 3Tane Heo6XoAUMO UAEHTU-
huumpoBaTh NPo6aEMbI U NepeHanpaBuTb HA COOTBETCTBYIOLLUIA 3Tan npouecca Cc uefblo obecneyeHns no-
TeHunana gna passuTums.

Tunbl npo6nemM, KOTOpble MOTYT CTaTb MPUYNHON NpefoCcTaB/ieHNs 06paTHO CBA3N:

a) U3MEeHeHUs Ha pblHKe (Hampumep, BOCNPUATAE YCAYTN KIMEHTOM);

b) 3P EeKTUBHOCTb UHBECTULWIA;

C) LesiTeNbHOCTb KOHKYPEHTOB,

d) oTkNIOHeHMe oT cneyudukaynu;

e) Xanobbl KINEHTOB;

f) HoBasa TexHonorus;

4) onbIT;

h) nemorpaduueckne naMeHeHns.

4.2.14 Tpouyecc: nukBugaumnsa

MpepocTaBsieHne ycnyru 3akaH4nBaeTCs.

®akTopbl, BKIIOYEHHbIE B flaHHbIA 3Tan, He06X04MMO y4ynTbiBaTh B X04e TBOPYECKOro atana ycnyru, Ho
npucTynaTb K UX peann3alnunmn HYXXHO Ha AaHHOM 3aTane.

B yncno pakTopoB MOryT BXOAUTb:

a) rapaHTus:

b) NMKBMAALUS;

C) yTunm3aumns oTXo40B:

d) cnocoB6HOCTb K 6MONOTMYECKOMY Pa3N0XEHNUIO;

e) obcnyxuBaHue;

0 3anacHble YacTu 1 pe3epBbl:

n) obecneveHne HeO6XOAMMbIX KOMMNETEHLWIA;

h) 6e3onacHocTb 1 3awuTa,

i) nepepaboTka:

j) BO3aelicTBME Ha OKpyXatLyo cpely 1 06LecTBo;

k) BoccTaHOBNeHue;

1) nepegava/npogaxa npoekTta.
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MpumeyaHne — Tllocne oT3biBa ycnyru OTBETCTBEHHOCTL C I'IOTpeGI/ITe,I'IH He Bcerga CHMMaeTCA, a HEKOTopble
acnekTbl YCyrm MoryT npogo/mkatb aKcnayatmpoBaTbCA.

4.3 KOHTpoOnb, Bepudmkayusa, aHanams u oueHka gunsaiHa

4.3.1 O6wmre nonoxeHus

CyliecTByeT YeTbipe OCHOBHbIX B3aUMOCBSI3aHHbIX BUa AeATEeNbHOCTU, UCNO/b3yeMbIX B paMKkax pea-
nusauun gusaiiHa, T. e. KOHTPO/b, Bepudukauns, aHanuns n oLueHka.

4.3.2 KoHTponb Agu3aiiHa

PykoBoauTenb npoekTa AO/KEH OCYLWECTBNATbL KOHTPO/Ib HAJ NPOEKTOM C Lie/1bi0 ero yCnewHoro u ceo-
€BPEMEHHOr0 3aBepLIeHus.

Kpome Toro, pykoBoAuTe b NpoekTa f0/KeH cucTeMaTMyeckn ocyLwecTBNATbL MOHUTOPUHT NpOeKTa ¢ Le-
NbI0 NOATBEPXAEHNA TOr0, YTO NPOEKT MO-NPeXHeMy oTBeyaeT TpeboBaHMAM 3aaHnsa Ha pa3paboTky, B HacT-
HOCTM B niaHe 3h(PEeKTUBHOCTU, CTOMMOCTU, CPOKOB U KOHEYHOI peHTabenbHoCTU. OTKNOHEHNS OT MaaHoB
Heo6xo4MMO 0406PATHL UMY Xe onepaTUBHO UCNPABNATL C LeNblo NpefoTBpaLLeHns NoTepb Ha noagepxaHue
HenpasWIbLHOIO Kypca.

Heo6xo04MMO BeCTU COOTBETCTBYIOLME 3AMUCK N CUCTEMATUYECKN KOHTPONPOBaTh NU3MEHEHNS, BHOCU-
Mble B paboume [OKYyMeEHTbl, OTHOCUTENbLHO cTaTyca U pacnpoctpaHeHus. Mogo6Hble mepbl 06pa3yT YacTb
KauyeCTBEHHOW CUCTEMbl KOHTPONSA AOKYMEHTaL UK.

KoHTponb An3aiiHa nogaepxusaeTca NocpefCcTBOM aHanvsa gusaliHa, B paMmkax KOTOpPoro BHeapseTcs
npoueaypa ANna rapaHTum TwaTenbHOro M3y4eHusa npoekta B xode psafa ohuumnanbHbix 3acefaHuii.

4.3.3 Bepudukauma gusainHa

Bepudrkauma gonxHa noAaTBepAnTb, YTO ycayra cooTBeTCTByeT TpeboBaHMAM 3ajaHusi, a cnepjosa-
TeNbHO. ¥ NOTEHLMaNnbHOro Nonb3oBaTens.

Mcnonb3yemas mMetofnka f0/KHA N0 BO3MOXHOCTU BKIOYATbL cnegylouee:

a) ncnbiTaHWs: B NONEBbIX YC/IOBUAX, NMPOOHbIE CXEMbI, PbIHOYHbIE UCMBITAHUA U T. 4.;

b) He3aBUCKUMYIO BepudmrkaLmio gu3aiHa n Bcex CBA3aHHbIX C HUM pacyeToB.

4.3.4 AHanus gusaiiHa

Ha psge atanos npouecca gu3saliHa, HeKoTopble 13 KOTOPbIX GblAN NpegonpeAenerHbl, uMerL e Heob-
XOA4MMYI0 KBannuKauuo cneunanmnctbl 4OMKHbI OCYLLEeCTBUTbL (DOPManbHbI, cMCTEMATUYECKUIA N KpuTHuYe-
CKUIA aHanu3 TeKylWwmnx pesynbLTaToB gusaliHa.

OdmuymnanbHble 3acefaHnsa No aHanusy AmsaiiHa JO/DKHbI MPOXOAUTbL NOCAe KaXAoro atana npouecca
Au3aiiHa, Kak nokasaHo Ha An3aiiH-moAenn, a Takxe B C/lydyae cepbesHblix Npobaem u nepej BANBAHUEM NH0-
6bIX KanuTanbHbIX MHBECTULMIA. B nHTepecax NpeeMCTBEHHOCTM aHanu3 gusaiiHa AO/KeH OCYL,ecTBASATbCA
noj npefcefatenbCTBOM Kypatopa NpofykTa Wan pykoBoAWTens npoekTa, obecneumsaloliero 4etkoe onpe-
[eneHve n Haanexallyw 3anucb 4eiicTBUii 1 06a3aHHOCTEN.

B 3acefaHnax no aHanusy gusaiiHa 4O/MKHbI NPUHMMATbL yYacTue YneHbl NPOEeKTHOW rpynnbl Npu cogeii-
CTBMMW NUL,. 06bEKTUBHO 3aMHTEPECOBAaHHbIX B NPOeKTe. BkaUYeHne B rpynny 3KCNepToB Ha COOTBETCTBYHOLNX
3Tanax nocTasLMKOB, Cy6NnoAPSAAYNKOB U KNIMEHTOB YacTO NMPUHOCUT 3aMETHYH0 NOJb3y.

MoBecTKy AHA 3acefaHuii No aHanu3y AnsaiiHa Heo6X0A4MMO PacnpoCTpaHATbL NO KpaiiHeli mepe 3a He-
fento Ao nposefeHus scTpeyn. OHa Jo/KHA BKIOYaTb B cebs cnepyolee:

a) BCe BOMPOChLI, N0 KOTOPbIM HEOBXOANMO NPUHATL PELUEHNUS;

b) OTBETCTBEHHbIX 3a NpejocTaB/ieHne TpebyemMoli nHdopmaunu;

C) KTO 6yAeT npefcTaBAsATb paccMaTpuBaeMble TEMbI.

AHanus gusaiHa AoNXeH onpeaensitb BO3MOXHOCTU, PUCKW, MPO6AEeMHbIe 30Hbl U NOTEHUNaNbHbIE U3b-
AIHbl. BbISIBNATL N1106bIe Npopexu B 3agaHun, Tpebytouine 4opaboTkn, U UHULMMPOBATbL KOPPEKTUPYOLW e feii-
cTBUSA.

TeMbl N5 06CYXAEHNA AOMKHbI BKAOYaTh (B 3aBUCUMOCTU OT cUTyauun) cnegyroulee:

1) conocTaBneHune c 3afjaHnemM Ha pa3paboTky.

2) nporpammy;

3) u3meHeHne macwTaba nnu guanasoHa ycnyr;

4) 6e30MacHOCTb 1 BO3JelCTBUE HA OKpYXaloLylo cpeay;

5) cnyyam noTeHunanbHOro HEKOPPEKTHOTO UCMO/b30BaHUSA M UCNOb30BaHUS He NO HAa3HAYEeHUIo;

6) oxnpgaemyto adpeKTUBHOCTb;

7) cpaBHeHMWe Cc anbTepHaATUBHLIMW NPOEKTaMMN U yCnyramu KOHKYPEHTOB;

8) cpaBHEHME C aHaNOTMYHbIMWM NPOEKTaMU C YYETOM BbISAB/IEHHbLIX NPOGNEM;

9) cooTBeTCTBME HOpMATMBAM M CTaHAapTaMm, a Takke ApYyrum o6a3aTenbHbiM Tpeb6oBaHUAM;
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10) pecypchbl 1 y4ebBHble HYXAbl;

11) HapEeXHOCTb, PUCKN N YAO06BCTBO 06CNYXNBAHUSA;

12) kpuTEpPUN NPUEMsIEMOCTU-"HENPUEMSIEMOCTUN YCAYT;

13) cnoco6HOCTb AMarHoCcTMpoBaTh U YCTPaHATb NPo6aeMbl;

14) npepynpexaeHus U KOppekTHble pyKoBOACTBa Nojb3oBartens;

15) NnpoCcTOTYy OCBOEHUA, BHEPEHUSA, NPefoCTaB/IeHNs U UCNOJIb30BAHUA YCAYTK;

16) Tpe60BaHNA K NPOBEpPKE U KOHTPOIO YCNYIK;

17) cneumndukaumio 3akynaeHHoro npogykra n cybnoapsaaHbixX yCnyr,;

18) opobpeHne nocTaBLWMKOB U Cy6NnoAPALAYMNKOB;

19) cooTBeTCTBME HA3HAYEHUIO;

20) coobpaxeHusa no nosofy obpalleHns, XpaHeHUs U yNnakoBKuW, BKOYaA yC/N0BUA, Kacawlwmnecsa ane-
MEHTOB C OnpefesieHHbIM CPOKOM FOAHOCTU, BXOAALNX B COCTaB YCAYru;

21) npo6HbIe cXembl;

22) 3aTpaTbl Ha NPOEKT ¥ peann3aunio NPOrHo3Mpyemoin AOXOAHOCTH;

23) ytunusauuio (0T3bIB U NpoA/SieHNne OTBETCTBEHHOCTH).

MpumeyaHne — BeuAy MHOroo6pasnsi NPUPOAOOXPAHHBIX TPEGOBAHUI AaHHbIV MYHKT NpeacTaBseT 0cobyo
BaXHOCTb.

B pamkax aHanusa gusaiiHa HE06X04MMO COCTaBATb NPOTOKO/bI 3aCEAaHUi U XPaHUTb NX HA NPOTSXe-
HNUN BCEro XXN3HEHHOro unkna ycnyru B uenax ob6ecneyeHns OTBETCTBEHHOCTU 3a KAYECTBO npoaykta nycnyru.

B npoTokon 3acefaHus HEOGXOAMMO BK/OUYUTHL CTONGEL, C OonucaHWem AelcTBUS U Aatoill U ykasaTb
®UNO yenoBeka, OTBETCTBEHHOTO 3a KOHTPOJ/Ib BbIMO/IHEHUS [@aHHOTO AeCTBUS.

KOHTpONb Haf AONOMHUTENbHBIMN AeiCTBUAMMN JO/DKEH OCYLLEeCTBAATL Kypatop npoaykra.

Mo pesynbTatam aHanu3a pPyKOBOAWUTE/Nb MPOEKTa, ABASWLWMIACA YaCTbio TPynmbl, OCYLLECTBASOLWEN
aHann3, MoXeT NpefnpuHATL cneaylolime geiicTBus:

- ugeHTUduLMpoBaTh U NOATBEPANUTL BapuaHThl peleHns npobaem B cnyyae Heo6XoANMOCTH;

- U3MeHUTb Kypc An3aliHa;

- peKkoMeHf0BaTb yBe/MyeHve GraxeTa;

- pekoMeHAoBaTb BHECEHME U3MEHEHWI B 3afaHne Ha pa3paboTky;

- aBTOpPU30BaTb JOMNOJIHUTE/IbHbIE UCCEf0BaHUS;

- MPUOCTAHOBUTb AU3ANH.

MpumeuyaHne — OTMEHa NPOEKTA NEXMUT B C(pepe OTBETCTBEHHOCTY KypaTopa NpoAyKTa.

Mepepn yTBepXAeHNeM U3MEHEHWU B Xxofe aHann3a Heo6xo4MMO yyecTb BO3felicTBME Ha Apyrue ane-
MEHTbI YCNYrM UNKN AONONHUTENbHbIE 3N1EMEHTbI, KOTOPbIE MOTYT 6bITb NOABEPTHYTbHI BAUAHUIO U3MEHEHWA.

4.3.5 OueHka gnsaiHa

OueHka gu3saiiHa [Ao/KHa ocywecTBNATLCA B 3aBepluatuieli pase npouecca gusaliHa. Kpome Toro,
nepuoguyecku (HanpumMmep, Kaxable 6 mec) He06XoAMMO NPOBOAUTL NIAHOBYIO OLLEHKY 4158 TOro, 4Tobbl onpe-
[ennTb. BbIMOJIHAETCS NN ycnyra B COOTBETCTBUN C OXKUAAHUAMMU.

Pa3paboTunkm f0MKHbI 06ecneynTb BKNag 1M yyacTue Y1eHOB NPOEKTHOM rpynnbl B oueHke. OHU Takxe
[OJDKHBI rapaHTUpoBaTh HaAnexallyw peanvsauunio N06biXx pekoMeHfaunii 1 Heo6XoAUMbIX KOppPeKTUpyto-
WMX AeNCTBUIA, CTaBLLINX CefCTBMEM OLEHKN, a TakkKe UX MPpUMeHeHne B byayLmx npoekTax.

Bonpocbl B pamkax OLeHKM MOXHO cchopmynupoBaTb 6€3 NNLWHUX YCAOXHEeHWI cneayowmm obpasom:

a) Hackonbko 6111M3K0 Mbl nogo6panuch K uenn?

b) lOCTUTHYTbI NN NOCTaBNEHHbIE Lenn?

c) Hackonbko adhpekTuBEH Hall npouecc gn3aliHa: MOXHO 1M 406UTbLCA YNyUlleHNa B cnegyowuin pas?

Takum o6pa3om, oLeHKa AeMTCA Ha TPU OCHOBHbIE KaTeropuu:

1) OueHka ycnyru Ha ocHOBaHUM 3ajaHns Ha pa3paboTky.

2) OueHka ynpaBieHUus NpoeKToM.

3) OueHka npouecca gusaliHa.

4.3.6 OueHKa ycnyru Ha ocHOBaHMKU 3ajaHua Ha pa3paboTky

Mpu BbINONHEHNW faHHON OLEeHKN He06X04MMO MPUHATH BO BHUMaHME TPy B3auMOCBSA3aHHble 061acTu.

a) MoTpebuTenbckas oueHka. lo6uBaTbCcsa NofyyeHns o6paTHoOl CBSI3U OT NoTpebuTeneil Heo6xoANMO
BO BCeX cuTyaumax. OHa ABNSETCA OCHOBHbIM 3/IEMEHTOM 06CNYXWBAHUA KANEHTOB U NOCTOAHHOrO coBep-
weHcTBOBaHMA. Clofa BXOAWUT OLEeHKa npeseHTauuii, peknambl, pyKOBOACTB MNoJib30BarTesns, NoTpe6HoCTN B
06yyYeHUn cneunanncToB KNNEeHTa, COOTHOLWEHNS LileHa/kayecTBO. HafeXHOCTN 1 Ka4yecTBa, ONbITHbIX UCMbITa-
HUIA 1 Npo6HOW peanusauunmn, a Takke NPOCTOTbl UCNONb30BaHNA/NpeAoCTaBAEeHNs YCAyru.
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b) BHYTpeHHASA oueHKa. MNMpepctaBnseT coboli camoaHanus, KpUTEpUN KOTOPOro, Kak NpasBuio, BK/O-
yalT: CTeNeHb Y YPOBEHb NPUHATUSA YCNYTW, peakunio KOHKYPEeHTOB, 0TX04bl, 4O/ B NPUGLINAN, COOTBETCTBME
naaHy KomMnaHum, yuyebHble HYyXabl, 3 (DEeKTUBHOCTb MHBECTULMIA, OTYETHI O Xasio6ax v MPUHATBIX KOPPEKTM-
pyloLmnx geiicTBUAX, HaNpMMep rapaHTuio, NPOCTOTY 3KCnayaTauun BHYTPU OpraHm3auunnu, U3MeHeHua peny-
mL1N 1 cTaTyca opraHusauum.

c) HesaBucumasn oueHka. MoxeT 6biTb BbINO/IHEHA B COOTBETCTBMM C HE3aBUCUMbIMU CTaHgapTamu B
c/ydae UX NPUMEHVMOCTU. B HEKOTOpbIX CAyYasix MOXeT ABAATbLCA 3aKOoHOfaTelbHbIM TpeboBaHnem. B yuc-
N0 31eMEHTOB JaHHON OLEeHKN MOTYT BXOAUTb: He3aBUCMMas OLeHKa COOTBETCTBUSA akTya/lbHOMY cTaHfapTy
cepun BS EN ISO 90001). ctaHgapTam rocyaapCTBEHHOro cekTopa, Hanpumep B cdpepe 34paBOOXpaHeHus,
COOTBETCTBME Cneunduyeckum npasuiam, HanpuMmep ycnyru afieKTpoOMOHTaxa.

4.3.7 OueHKa ynpaBieHNs NPOeKToMm

Mepep 3aBeplieHVeM NpoekTa BeAyLnii pa3paboTumk 4O/MKEH OCYLLECTBUTb OL,eHKY YNpaBaeHnsa npoek-
TOM 1 COCTaBUTb peKOMeHAaLmuu no yaydweHuno. Heob6xoanmo o6patuTb BHUMaHNe Ha cnegyloLine BONpPOChI:

a) LOCTUTHYTbI N1 NocTaB/ieHHble uenn? Ecaun HeTt, noyemy?

b) CocTaBneHHble nnaHbl 3 EKTUBHBI U OCYLLECTBUMbI?

c) Llenu yctaHoBNEHbl KOPPEKTHO?

d) MOXHO nn 661710 NEPEeBbLINONHUTL NNaH, BbINOMHAS 3Tanbl napannenbHo?

e) KakoMmy npenaTcTBuio, MelalLlemMy yCnewHoMY BbINO/THEHWUIO NPOEKTA, HYXHO yAenuTb 0co060e BHU-
MaHue B MHTepecax HOBbIX MPOEKTOB?

f) Bbinn N KopnopaTuBHbIE pecypcbl U CUCTEMbl NpeAocTaB/ieHbl B 4OCTATOYHOM KONMYecTBe ANA noa-
[epXKn npoekta?

) MoTusauuma COTPYAHWKOB Haxofunacb Ha NMpUemMsieMoOM YpPOBHe? JKcnayatauus nepcoHana ocy-
uectenanacb Hagnexawum obpasom?

h) Kakoli Bknaja BHeECIM NPOEKTUPOBLLUKN, NPUBIEYEHHbIE K paboTe Ha ycnoBuax cybnogpaga?

i) Kakoil Bknaj BHECNN KOHCYNbTaHTbI?

j) Bbin nn HabpaH Heo6XxoAMMbI nepcoHan?

k) AgekBaTHbl 1 JO/HKHOCTHbIE MHCTPYKLMW 1 YPOBHU 3apaboTHON nnatbl?

1) CTpyKTypbl OpraHu3aunu cooTBeTCcTBOBaAN TpeboBaHNAM?

T) Hagnexawum nn obpasom nposefeHo obyyeHne nepcoHana?

n) JlOCTUTHYTBI /I BCE MOCTaB/IEHHbIE Lenn?

p) Mpu nnaHnpoBaHuu 6bIAN YYTEHbI BCE acnekTbl?

gq) AZLekBaTHbl Nn npouenypbl, XapaktepHble ansa npoekra? COBMECTUMbl M OHW CO CTaHAaPTHbIMMW
npoueaypamu?

4.3.8 OueHka npouecca agusaiiHa

XoTsa mofenb Au3aiiHa ycnyr UAAlCTpUpyeT OCHOBHbIE 3Tanbl AU3alH-YCNYrn, KaxAblli NPOekT ABNSA-
eTcsl AUCKpeTHbIM npoueccoMm. OueHKy npouecca An3aiiHa ycnyrm Heo6xoAnMO OCyLecTBAATb MpU N06bIX
o6cTosiTenbCTBax. AHanNM3 nporpecca npouecca Au3saiiHa, nokasaHHblli B gu3aliH-Mo4enu, MOXeT BbIABUTb
06nacTu, B KOTOPbIX MOXHO A0OUTLCA yNy4lleHnid Npy peannsaunmn cneayoLuLero npoekra.

OueHka npouecca AgusaiiHa A0/XHa paccMaTpvMBaTh Kak npoueAypbl KOMOaHUW, Tak v Npoueaypbl, xa-
pakTepHble Ana npoekTa. BaxHo 3anucbiBaTb faHHble MO X0A4y nporpecca npoekra AAs Toro, 4To6bl Npu Bbl-
NOSIHEHUMN OLEHKN He nonaratbCa UCKIYUTENbHO Ha NamATb. OLeHka MOXeT BK/4YaTb B ceba cneaywoune
acnekTbl.

a) npoueaypbl gusaiiHa:

b) cUCTEMbI AOKYMEHTaLUN:

C) aHanu3 gusaiHa:

d) cucTembl KOHTPONA U3MEHEHUIA;

e) nHhopMaLnOHHbIe CUCTEMDI;

f) yHKkunmn n o6a3aHHOCTM,

[) npoueaypbl BHYTPEHHEN 1 BHELWWHel KOMMYH/UKaLMM B paMkax gusaiHa;

h) cuctembl nnaHnpoBaHuUs NpoekTa;

i) ayauT npoueayp u coctasnieHne rpaduka aygmTos.

') PaHee BS 5750.
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MpunoxexHne A
(cnpaBoyHoe)

MpumMep xapakTepUCTUK U cneundmrkaLnii HENOMHOW ycnyru

MprMep XxapakTepucTUK 1 crneumdukaLmnii HenoHo yciyr, NpesocTaBAsieMoli NPeanpPUSTUEM MO YNCTKE KOBPOB,

npueeaeH B Tabnumue A. 1.

Ta6nuuya Al — lMNpumep XapakTepUCTUK KU cneumdmKaumii HenonHo! ycnyru, npegocTaBnsemMoli npegnpusTMemM no

YNCTKE KOBPOB

B! XapaKTepuCcTVki
paHuLbl BEAEHWS AeATENBHOCTM
PbIHOUHbII cermeHT

Pa3mep pbiHka

TpeboBaHMs K 06C/TyXMBatOLLIEMY NEepcoHasty

Pab6ouee Bpems

TexHu4eckue cpeacTea

HeobxoauMble hHAHCOBLIE pecypchbl
Bpemsi npegocTaBieHus yenyr

MpOAOC/MKNTENBHOCTL 0BYYEHMS UCMO/b30Ba-
HUO TexHukn Whamo

YacTtoTa npefocTaBneHns yciyri

CKOpOCTb OTK/INKA

MapaHTumn

[NapameTpb! XapakTepucTuKi
B paguyce 5 munb
Llenesble floMmoBnagenblbl U Hebonblune npesnpusaTus

OpueHTMpoBoyHO 250 000 noTeHuMasIbHbIX KIIMEHTOB B MAEHTUMN-
LIMPOBaHHOM 30He BeAeHUs [eATeTbHOCTM

[Ba BoauTENS-ONEpaTOpa U OAWH aAMUHIUCTPATOp/ceKpeTapb

BTopHuKk — cy660Ta, ¢ 9.00 go 18.00. noHeAeNbHUK — MOSIOBUHA
paboyero AHA Ha aAMUHUCTPATUBHYIO AeATENbHOCTb U TEXHUYECKOoe
obcnyxusaHne obopyfosaHus

Tpn nbinecoca Whamo. gBa MuKpoaBToGyca rpy30nofbeMHOCTbIO
700 kr. 10 KOpOBOK HETOKCUYHOM YMCTALLEN XKNAKOCTU

OpraHn3aunoHHble pacxofpl B pasmepe £ 12 000
PacueTHoe Bpems B nyTM — 14. pacyeTHoe BPems YUCTKN — 2 Y

34

[Ba onepatopa, Kaxablii 13 KOTOPbIX COBEPLUAET TPU BU3NTa B A€Hb,
nATUAHEBHas paboyast Heaens

3akasbl BbINO/HAKTCA B TeveHue O,CI'HOI7I Hepenn

Bce paboTbl 3acTpaxoBaHbl, CTpaxoBoe NokpbiTe — £ 5000
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Mpunoxexve B
(cnpaBoyHoOE)

MpuMepbl YCAYT U XapakTepuUCcTUK ycnyr

HekoTopble XapakTepucTuki, KOTopble NOAAAKTCS U3MEPEHMIO U MOTYT ONMPEAENUTL Hanbonee NpeanoUTUTENbHYO
ycnyry, npueegeHsl B Tabnuue B.1. JaHHble KpaTkue nepeyuHy NprBefeHbl UCKIIUUTENBHO B KauecTee npumepa. Pag xa-
PaKTEPUCTUK. TaKMX Kak LieHa, HaBbIKv U T. [j,, BAVSIOT Ha BCE NMPUMEpSI, NpuBeAeHHbIe B Tabnmue B.1.

Tab6nuya B.1— lMpumepsbl yCnyr 1 xapakTepucTuK ycayr

Ycnyra

OpraHu3auus nuTaHua

FOCTUHUYHBIE yCnyTn

Typusm

Bo3ayLwHbIA TpaHCnopT

JlopoxHbIi TpaHcnopT

34paBooxpaHeHune

OnTuka

O6CcnyXnBaHme U PeMoHT 34aHni

O6paboTka 0TX040B

Cknajckue ycnyra

20

XapaKTepuctuku ycnyru

LLNpOKWiA acCOPTUMEHT.
BereTapuaHckas nuwia.
TMrMeHnYecKnin KOHTPOb.
O6cTaHoBKa

LLInpokwii BbIGOP pasmepoB KOMHaT.
Ycnosus ansa otapixa.

OrtonneHve.

TuwmHa.

MpocmoTp Buaeo.

MwuHn6ap.

YcnyxnmBblii nepcoHasn

BnafieHne NHOCTPaHHLIMK S3bIkamu (NepcoHasom).
DNeKTPOHHOE 6POHMPOBAHME.
JocTyn B pexume peasbHOro BpeMeH K aHHbIM 6pOHMpOBaHus

MpocTas nepeBo3ka Naccax1pos.

CBOEBPEMEHHOCTb.

B0O3MOXHOCTb M0/1b30BaTLCA Pa3HbIMU asponopTaMu (Hanpumep, nNpu usme-
HeHUn Kypca).

HagexHocTb nHhopmauum, npeaocTasaseMol nyTellecTBeHHNKaM

TOUHOCTb 1 CKOPOCTb LOCTABKU.
PesepBHoe 060pyfoBaHue (B C/ly4aB MosIOMKY TPAHCMOPTHOIO CPeACTBa)

Bonee KOpOTKWI CMIMCOK OXUAAHMS.

CokpallleHHoe BpeMsi OXngaHus.

BonbLLUOl BbIGOP O6LLECTBEHHBIX YUPEXAEHNA.
UyTkoe OTHOLLUEHWE K KaXAOMY OTAEIbHOMY NauyeHTy

BbICTpoTa 06CyXUBaHUS.
LLInpoKwWin BbIGOP TUMOB /INHS.
TexHonoruna

CKopocCTb 1 0XBaT 06C/TyX1BaHS BbI30BOB.
LLnpokuii AnanasoH KoOMneTeHLuii

KOHTpONb A40BUTBIX BELLECTB.
MpoAyKTbl BbilLlenavnBaHus.
YpoBHM BbIGpOCA ras3os.
KoHTponb mycopa

ACCOPTUMEHT 1 YPOBEHb 3aracos.
CKOpOCTb 3arpy3ku.

KoHTponb cpefpl XpaHeHus.
CobcTBeHHas cnyxba [oCTasku



OKoHYaHve Tabnuubl B. 1
Ycnyra

BaHKoBCKue ycnyru

ApxuTekTypa

KoHcynbTupoBaHue

MpoTuBonoXapHas cnyxéa

MepcoHan

Mepvkiop
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Xapa<Ttepucluku ycnyru

Bpems oTKpbITUS.

O6cnyxunBaHne B onepauyuoHHOM 3ae.
LLMpokui AuanasoH OMHAHCOBbIX YCyT.
BbICTPOTA 06HA/IMUMBAHNS YEKOB.
NHAMBUAYaNbHBIV NOAXOA K KQXKAOMY KUEHTY

CAMP.

30-mogenmpoBaHue.

[NonHoe ynpasneHne NpoeKTom.
KoHTponb cuctemaTmyHocTh paboTbl

OpraHu3auys KypcoB 06y4eHVs B pamkax NMoAAepXKN KOHCY/IbTaLMOHHbIX YCyT.
LLnpokuii BbIGOP APYrUX KOHCYIbTALUOHHBIX YCIyT.
CosgaHue «[enoBoro kny6a» Ans KAMeHToB

BbiCTpOTa peakumm Ha Bbi30B.
PekoMeHaauum no npefoTBpaLLEeHuio NoXapHOii OnacHoCTy.
KoHcynbTupoBaHve

KomneTeHuuu B 061aCTV TPYA0BOrO 3aKOHOAATENbCTBA.
KomneTeHuun B 061aCTH JbrOT.
KoHcynbTpoBaHue

Bble3gHas npakTuka.
Maccax.
Pedhnekconorus
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22



FOCT P 56645.4—2015

BS EN ISO 9002:1994 Cuctembl kadecTBa. Mofenb Ans obecneyeHnss kayectsa npu nNpov3BOACTBE, MOHTaxXe U
o6cnyxmMBaHum

BS EN ISO 9003:1994 Cuctembl kavecTBa. Mogenb A5 o6ecrneyeHnss kadecTsa Npy OKOHYaTelbHOM KOHTpoe U
UCTIbITAHUSAX

BS EN ISO 9004 YnpasneHue Ka4eCTBOM U 3/IEMEHTbI CUCTEMbI Ka4ecTBa
BS EN ISO 9004-1:1994 YacTtb 1. PykoBogsLume ykasaHusa
Apyrne nsgavma

[1] Schein E.H. lpoueccHoe KOHCy/NbTMpOBaHWE: €ro pofib B pasBuUTUM OopraHmsauun. 3aaucoH-Yacnu {Addi-
son-Wesley). 1969

[2] Hollins G. and Hollins W.J. YnbTMaTVBHbIIi An3aiiH. YNpaBneHne npoLeccoM au3aiiHa B cdepe yenyr. MUTmaH
(Pitman). 1991

[3] Osborn A. MpuknagHoe BooGpaxeHue. Hito-Mopk: LLipu6Hep (New York: Scribner). 1953

[4] Jones J.C. MeTogb! gn3aiiHa: CemeHa Gyayluero yenoseyecTsa. 2-e usgaHue. Ynyectep: Yaiinm (Chichester:
Wiley). 1970

[5] deBono E. HectaHgapTHoe Mblwnexne. MuHreunH (Penguin). 1971

23



FOCT P 56645.4—2015

YK 005:658.512.2:006.354 OKC 03.100.01

Knouesble cnoBa: au3anH-meHeJXMEHT, CUCTEMbI AU3aiH-MeHeA)XMeHTa, PYKOBOACTBO, YNpaB/ieHne cepBuc-
On3aiHoOM. cepBUC-AN3aiiH

24



PepakTop I"H. CmoHoBa
TexHuueckne pepaktopsl B.H. MNpycakosa. V.E. Yepenkosa
KoppekTop E.P. AposiH
KomnbloTepHasi BepcTtka HO.B. Monosoi

CpaHo B Habop 18.02.2020. MoanucaHo B neyaTb 06 04.2020. dopmart 60 * 84Vg. FapHutypa /lpnan.
Yen. neu. n.3.72. Yu.-u3a. n. 3.35.

MOoATOTOB/IEHO HA OCHOBE 3/1EKTPOHHONM BEPCUM, NPefOCTABEHHON pa3paboTumnkom cTaHpapTa

na «tpucnpygenuyna». 115419. Mocksa, yn. OpaxoHuknase. 11.
WWW.junsizdat.ru y-book@ mail.ru

Co3paHo a eAUHNUYHOM ncnonHeHun o Pryn «CTAUJAPTUHO®OPM»
ANSA KOMNNEKTOBaHUA ®efepanbHOro MHOPMAaLUOHHOTO hOHAA CTaHAapTOB,

117418 MockBa. HaxumoBckuit np-1. 4. 31. k. 2.
www.goslinfo.ru info@ gosbnfo.ru


https://meganorm.ru/Index1/10/10388.htm
https://meganorm.ru/Index1/49/49995.htm
https://meganorm.ru/mega_doc/dop_fire/postanovlenie_tretego_kassatsionnogo_suda_obshchey_409/0/reshenie_verkhovnogo_suda_rf_ot_11_04_2018_N_47-aad18-4.html
https://meganorm.ru/mega_doc/dop_fire/postanovlenie_chetvertogo_arbitrazhnogo_apellyatsionnogo_836/0/postanovlenie_arbitrazhnogo_suda_vostochno-sibirskogo_okruga.html
https://meganorm.ru/mega_doc/dop_norm_update_30082025/gost_r_72113-2025_natsionalnyy_standart_rossiyskoy_megainfo/0/gost_r_72113-2025_natsionalnyy_standart_rossiyskoy.html

