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BBegeHune

B pokymeHte MCO/M3K 20000-1 onucaHbl TpeGoBaHUst K cucteMam ynpaeneHusa ycnyramu (SMS).
YnpaBreHue npoLieccaMu B KOHKPETHON cucteme unu paboyein cpege NpuBoOAUT K BOZHUKHOBEHUIO 0COBbIX
TpeboBaHWi K KBanudukaLm nepcoHana, MHCTpPyMeHTam 1 uHdgopmaLmm, Aaxe ecnu aTpubyTbl NPOLLECCOB
ocTaloTcs HensmeHHbeIMu. B gokymeHTe MCO/M3K 20000-1 He ycTaHaBnMBatoTC HUKaKue TpeboBaHuA, OTHO-
cAllMecs K OpraHu3aLMoHHOW CTPyKType, pasMepy W Tumly opraHusauumu. TpeboBaHUA [OOKYMeHTa
NCO/M3K 20000-1 He MeHSIHOTCS PU U3MEHEH U OpraHn3aLIMOHHON CTPYKTYPbI, TEXHOMOMM UMK YCIYTH.

Mpouecchl ynpaBneHus ycnyramv MoryT oxsaTbiBaTb pasfnnyHble opraHusaLunoHHbIe, opuandeckue u
HauWoHanbHble 0bacTu, a Takke pasHble YacoBble nosica. [1s NpefocTaBleHUs YCnyr nocTasLWwmnki yenyr
MOTYT rofaratbCs Ha CMOXHYHO LienoYky noctasok. Kpome Toro, nocTasLMKA MOTYT NPeAoCcTaBnsAThb LWNPOKUIA
CNEeKTP YCNyr pasHbIM TUMaM KIUEHTOB — Kak BHYTPEHHUM, Tak U BHeWwHUM. CrnoxHas Lernodka nocTaBok
MOXeT cTaTb MPUYMHON 3aTPpyAHEHUA Ha 3Tane CornacoBaHusi 1 UCNosb3oBaHWUsa 06nacTi NPUMeHeHUs B COOT-
BeTCTBUN ¢ TpeboBaHusMK gokymeHTa MICO/M3K 20000-1.

Hactoswas vactb crangapta MCO/M3K 20000 nanoxeHa B chopMe NPUMEPOB, PYKOBOASALLUMX NPUHLIMW-
MoB v pekoMeHaaLuWi. JaHHbIN AOKYMEHT He AOMKEH LITMPOBATLCS Tak, Kak ecriv 6bl OH coaepkan KOHKPEeTHbIe
TpebosaHusa. Ocoboe BHUMaHNe HeoBXoaAMMO yaeNnsTb TOMY, YTOObI 3asiBNEeHMs O COOTBETCTBUM He coaepka-
N1 gesnHdopMaunm.
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HAUWOHANbHBLIA CTAHOAPT POCCUUCKOWNW OSGELEPALUMUMU

UndopmaLmoHHan TexHonorun
YNPABIEHUE YCNYITAMU
YacTtb3
PykoBogcTBO no onpeaeneHuio o6nactu npumeHeHusa u npumeHumoctu UCO/MIK 20000-1

Information technology. Service management. Part 3. Guidance on scope definition and applicability of ISO/IEC 20000-1

HNata BBegeHna — 2015—06—01

1 O6nacTb NpUMeHeHus

B paHHyto yacTk ctaHgapta MCO/M3K 20000 BxoauT pykoBOACTBO MO onpeaeneHuo o6nactu npumeHe-
HUA U NpUuMeHuMocTy gokymeHTa MCO/M3BK 20000-1, a Takke No 4EMOHCTPaLM COOTBETCTBUS ONUCAHHLIM B
HeM TpeboBaHMNAM.

MpuHLMNBI, ycTaHoBMNEHHbIE B 9ToW YacTu ctaHgapta MCO/MOK 20000, nomoryT nocTaBLUMKY YCNyr B
NNaHMpoBaHUN yNyyLleHUs KayecTBa YCnyr U (Mnn) B NOATOTOBKE K OLEHKE Ha COOTBETCTBUE TpeboBaHUAM
aokymenta MCO/MBK 20000-1.

HacTtosiwasa vacte crangapta MCO/M3K 20000 nomoxeT onpedenuTb, NMPUMEHUM 1A AOKYMEHT
NCO/M3IK20000-1 K KOHKPETHBIM Clly4asiM, BCTpeUatoLLMMcs y NoCcTaBLUMKOB ycnyr. B Hell Ha npumepax noAcHs-
eTCH, KaK MOXHO onpeaenvTb 06nacTb NpuMmeHeHns CuctemMbl ynpasneHus ycnyramm (SMS) BHe 3aBUCMMOCTN OT
TOro, UMeeT N1 NOCTaBLLUK YCIyT ONbIT B onpeaeneHny obnactei npuMeHeHUs apyrmx cuctem ynpaenexus. B
COCTaB AOKYMEHTa BKIHOYEHO PYKOBOACTBO NO TUNAaM OLLEHKU COOTBETCTBUSA U CTaHAapTaM OLLEHKU.

B nprBeaeHHbIX cLeHapusix 1 Npumepax UCNonb3yeTca psAa pacnpoCcTpaHEeHHbIX Ha NPaKTUKE KOHKPeT-
HbIX CNy4aeB, BCTPEYaIoLLMXCA Y MOCTaBLUUKOB YCAYr.

Hannas yacTb ctaHaapta MCO/M3AK 20000 MOXeT NPUMEHSITLCS KOHCYNbTaHTaMu U 3KCrepTaMu no
oueHke. OHa JOMOIMHSET PyKOBOACTBO Mo NpuMeHeHuto Tpe6osaHuii UCO/M3K 20000-1, npuBeaeHHoe B 0KY-
meHTe MICO/MAK 20000-2.

2 HopmaTuBHbIe CCbINKN

B HacTosileM cTaHgapTe UCMONb30BaHbl HOPMATUBHBIE CChISIKUA Ha crieaylolime MeXayHapoaHble CTaH-
AapTbl. [118 AaTUpoBaHHbIX AOKYMEHTOB UCMOSb3YIOT TOSbKO yKasaHHoe usgaHue. [ins HegatmpoBaHHbIX AOKY-
MEHTOB MCMOSb3YIOT camoe nocneHee nsaHne CChifIoYHOro IOKYMEHTa (C yY4EeTOM BCeX ero U3MeHeHWUN).

MCO/M3K 20000-1:2011 UHbopMaLUmoHHbIe TeXHONOorMK. YnpaeneHue ycnyramu. Yactb 1. Tpe6osa-
HUA K cucteme ynpasneHusa ycnyramm (ISO/IEC 20000-1:2011, Information technology — Service
management — Part 1: Service management system requirements).

3 TepMuHbI M onpeaeneHus

B HactoslleM cTaHOapTe MpUMEHeHbl TepMUHbI U ofpefenieHus, YykasaHHble B AOKyMeHTe
NCO/M3K 20000-1.

4 BbinonHeHue Tpe6oBaHUK, yKka3daHHbIX B aokymeHTe MICO/MIK 20000-1

MocTaBLUMK yenyr AOMKEH NPUHUMATL BO BHUMaHWeE, 4TO AeMOHCTPaLIMS COOTBETCTBUSA BO3MOXHA TOMb-
KO NyTEeM BbINONHEHWs1 Bcex TpeboBaHUI, ycTaHOBIEHHbIX B AokymeHTe MCO/M3K 20000-1. ina sToro noctas-
LMK yCnyr A0MKeH NPpoAeMOHCTPUPOBaTh, YTO:

Uspaune opuynanbHoe



rOCT P UCO/M3K 20000-3—2014

a) Bce npouecchl, onncaHHble B MICO/MIK 20000-1, AokyMEHTanbHO 3ahMKCMPOBaHbI;

b) Bce npouecchl AaloT oXugaemMelil pesynbTar;

C) pesynbTaTbl ypasneHus ycrnyramum crnocobHel yaoBNeTBOPUTL NOTpebHOCTM BusHeca U TpeboBaHus
KIIMEHTOB;

d) ynpaenenue SMS ocyluecTBAseTCA B COOTBETCTBUN C TpeBoBaHUAMM K ycryram;

e) metoponorus «lMnaHnposaHue, BLINONHEHWE, NPoBepKa, KoppekTuposka» (PDCA) ucnonbayetcs
A1 MOCTOSIHHOTO COBEpLUEHCTBOBaHNA SMS nycnyr;

f) nocTaBswmK ycnyr pacnonaraeT cpefcTsamMu yrpasneHus npoueccamu, ocyLiecTBASeMbIMA ApYruMn
CTOpOHamMu.

5 MpumeHnmocTb aokymeHTa UCO/MIK 20000-1

5.1 UeneBas ayautopusi nokymeHta UCO/M3IK 20000-1

MpumeHeHune cTaHaapTa onuceiBaeTcs B fokyMeHTe MCO/M3K 20000-1:2011, nyHkT 1.2.

Cuctemy SMS, onuncaHnylo B aokymeHte MCO/M3IK 20000-1, MoryT ucnonb3oBaTb camble pasHble
noctasLumkm ycnyr. flokymeHT MICO/MIK 20000-1 MoxeT NPUMEHATLCA K BHYTPEHHUM U BHELIHUM, KPYMHBIM U
MarnblM, KOMMEpPYEeCKMM W HeKOMMEepuYeckuMm nocTaBwmkaM ycnyr. [pUMeHMMOCTb  AOKYMeHTa
MNCO/M3K 20000-1 He 3aBUCUT OT TOrO, Kak pUHAHCUPYIOTCA yCnyru.

Hu ogHo 13 TpeboBaHWMiA, ycTaHOBMEHHbIX AokymeHToM NCO/MOIK 20000-1, pasgentl 4—9, He MOXeT
6bITb MCKMOYEHO U3 OLLeHKW, KOrAa NOCTaBLLUMK YCNyr 3asBnsaeT o cooTeeTcTBUMN MCO/M3K 20000-1.

MocTaBLWMK yCryr AOMDKEeH MMEeTb MOJHBIA KOHTPOoNb Hag SMS nyTem BbinonHeHus Bcex TpebosaHuin
NCO/M3K 20000-1, paspen 4. NMocTasLUmMK yCIyr MOXeT NpuBekaTb Apyrue CTOPOHbI AN BbINOAHEHUA YacTu
TpeboBaHWii pasgena 4. Hanpumep, oH MoXeT NpuBRekaTb KOHCaNTUHIOBYO OpraH13aL Mo ANA NOMOLLM B pas-
paboTke nnaHa ynpasneHus ycnyramm unuv Ans nposeaeHUs BHyTPEHHUX ayanuToB.

MocTaBLMK yCryr MOXeT BbINOSHATL Bce TpeboBaHus, ykasaHHble B AokyMeHTe MCO/M3IK 20000-1, pas-
Aenbl 5—9, nnbo HenocpeACTBEHHO, MO0 C NpUBIEYEHUEM APYTUX CTOPOH. [ipyrMMu CTOPOHaMMU MOTYT BbITh:

a) nocTaBLUUKNY;

b) BHYTpeHHue rpynnsl;

C) 3aka34uKku (Korga OHW BbICTYNAlOT B Ka4eCTBe NOCTaBLUMKOB).

CornacHo onpegenexuto 3.35 UCO/M3K 20000-1, B kauecTBe noapsia4MKa MOXeT BbICTYNaTb OpraHusa-
LMSA UK YacTb opraHusaLmnm, Kotopaa ABNAETCA BHELLHEN Mo OTHOLEHMWIO K OpraHn3aLmMmn nocTasLumKa YCyr.
MoapsaYMK MOXET BXOAUTb B KOHTAKT C NOCTaBLUMKOM YCNYr, YTOObI BHOCUTL BKMaA B MPOEKTUPOBaHUE YCIyr
W NPOLIeCCOB, MepPexoa K HUM, UX BHeApeHue, NpeaocTaBneHue, NoaaepxKy, ynyJiieHue nynpaeneHue. Cor-
nacHo ctaHgapTy MCO/M3K 20000, noHATUE «noapsaaqvK» BKMoYaeT B cebsl reHepanbHbIX NOAPSAYUKOB, HO
He cyBnoapsavukoB. MeHepanbHble NOAPAAYMKM AOMKHBI OCYLLIECTBNATL ypaBneHue cybnoapsayuMkamm ot
nuua nocTasLuMKa ycnyr B paMkax HaanexaLlum obpasom ochopMneHHoro gorosopa.

BHyTpeHHel rpynnoi sIBNAETCA YacTb TOW K& OpraHusauun, K KOTOPO OTHOCUTCSI MOCTaBLLMK YCIyT,
0fHaKo He HaxodsiLwasicsl nog ero HenocpeacTBeHHbIM KOHTporieM. BHyTpeHHss rpynna gomkHa uMeTb JAOKy-
MeHTanbHo 3apuKCMpoBaHHOE cornalleHne ¢ NocTaBLLUMKOM YCnyr, B KOTOPOM onpeaenseTcs BKaj BHyTPeH-
HeW rpynnbl B yCryru, npeocTasnsieMble MocTaBLUKOM YCIYr.

KnuneHT, BbICTYNalOLWMIA B KA4eCTBE NOCTaBLUMKa, AABMSIETCA YaCTbio opraHuM3auun, kotopas nony4vaet
ycnyry, oAHaKo OH Takke BHOCUT Bkag B akcnnyaTauuio SMS nocrasLuka ycnyr. Hanpumep, KNMeHT MoXeT
OCYLLECTBNATbL yrpasneHue cryxboi nogaepxkm U YacTUYHOe BbINOMHEeHWEe NpoLeccoB YNPaBneHust MHLUU-
AeHToB 1 06paboTkM 3anpocoB Ha obcnyxusaHue. Bknad, BHOCUMbIN KNMMEHTOM, AOMKEH COOTBETCTBOBATb
YCIOBUAM AOKYMEHTarnbHO 3a1KCMPOBAHHOIO COrMalleHuUs Mexay nocTaBLUMKOM YCIyr U KNMeHTOoM (Korga oH
AeNcTByeT B kKa4ecTBe NocTaBLLMKa).

B cnyyasx, koraa npvenekaloTcs Apyrne CTOPOHbI, MOCTABLUMK YCIYT AOMMKEH pacnonaraTe cpeacTsaMmum
ynpaBsreHusi BcemMu npotieccamu, BXoAALWMMM B o6racTb npumeHeHns SMS. 3T1o TpeboBaHmMe onvckiBaeTcsl B
5.2 HacToslero cTaHgapTa, MOCBSLIEHHOM NPoLEeccam, KOTopble OCYLLECTBMAAIOTCA APYrMMU CTOPOHaMMU.
Ecnn gpyrve CTOPOHBI OCYLLECTBAAIOT MUWb MeHbLUYd 4YacTb MpoueccoB, TpeboBaHWa OOKYMeHTa
MCO/M3K 20000-1 MoryT BLINOMHATL Camun NocTaBLUMKKL yenyr. Ecrnv ke noctaBsLUMK yCryr nonaraeTca Ha Apy-
rve cTOPOHbI A5 ocyLecTBNeHUst 6onbLueit YacTU NPOLECCOB, TO Y HEro MOryT BO3HUKATb CIIOXKHOCTU B BbINOS-
HeHun Bcex TpeboBaHuin fokymeHTa MCO/M3K 20000-1.

MocTaBLWKK ycnyr, BbINOMHAKLWMIA He Bce TpebosaHusa agokymeHta MCO/MBK 20000-1 B pamkax npeao-
CTaBMeHUs YCyr BHELUHMM KITMeHTaM, MOXeT CTaBUTb CBOEN LieMblo BbINOMHeHe 3TuX TpeboBaHWiA B pamkax
npegocTaBneHuns ycnyr csoer cobCTBEHHOM opraHusaLui.
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Bo3MoXHbI cUTYaLmMn, Koraa nocTasLmKy yenyr He noaxoaunt gokymeHT MCO/M3K 20000-1 n 6onee npu-
rogHbIM ANs Hero siBnsieTcst Apyroi ctaHaapT, Hanpumep, MCO 9001 unn ctaHaapT, OXBaTbIBAKOLWWA TOMLKO
HeKoTOpble acneKkTbl yrpaBneHus ycriyramu.

5.2 YnpaBneHue npoueccamMu, ocyLecTBNAeMbIMUA APYTMMU CTOPOHaMMU
5.2.1 Mpouecchl, ocywecTBNsAeMble APYTMMU CTOPOHaMU

MocTaBLwuk ycnyr OoJKeH onpeaenintb npouecchl UK 4act NpoLeccoBs, ocywecTenAemMble aApyrummn
CTOpOHaMu. Hanee noctaBsLnk ycnyr OojukeH npocneanTb 3a TeMm, 4TOGbI KOHTPakKTbl NN AOKyMeHTanbHO
3a¢)I/IKCI/IpOBaHHbIe cornalueHnsa BKNoYanu nonoXeHne o ero ynpasneHUWU npoueccamu, sxogawlumu B
obnactb npuMeHeHnst SMS n ocyLlecTBNAeMbIMU ApYruMin cTopoHaMn. HanpumMep, NoCTaBLUnK ycnyr AoJhkeH
NMeTb BOSMOXXHOCTb YOOCTOBEPUTbCA, YTO Apyraa CTOpOoHa CTPOoro cobntoaaet cornacoeaHHble npoueccobl.

5.2.2 ObsAsaTtenbcTBa U cobnogeHue NpoLeccoB

MocTaBLWKMKyCnyr A0MKEH NPOAEMOHCTPUPOBATL CBOM 06s13aTeNbCTBA M OTBETCTBEHHOCTD B OTHOLLUEHUA
BbINoNHeHus Tpebosanuin gokymeHTa MCO/M3K 20000-1, nyHkT 4.2, ana Bcex npoueccos. Cloga AOMKHbI
BKITHOYaTLCSA NpoLecchl, OCyLLecTBNsieMble ApYrMMU cTopoHaMu. [NocTaBlmk yenyr gosmkeH o6nagats NonNHo-
MouunsaMmn TpeboBaTb cobnioAeHWs CornacoBaHHbIX NPOLIECCOB, OCYLLECTBSIEMbIX APYrMMU CTOPOHAMM.

MocTaBWMK ycnyr 4omkeH Takke 6biTb CMOCOBHLIM MPOAEMOHCTPUPOBATbL OTBETCTBEHHOCTL BbICLLENO
PYKOBOACTBa B OTHOLWeHUn SMS.

lpumepsbr

1 Ecnu 3a pa3peuieHue UHYudeHmos, He2zamueHO CKa3bI8arOUUXCST Ha NPpedocmaensieMol KiTueHmy yciy-
2e, omeedaem Apyaast CMopOHa, Mo nocmaswuk yciyea npodosnkaem Hecmu o6sizamenbcmea nepeo KIueHmom
3a paspeweHue No006HbIX UHUUdeHmMos.

2 Heob6xo0umo mpeb6ogamb om Opy20li CMOPOHbI UCMO/Ib308aMb MPOUECCH], yCMaHOBIeHHbIe Tocmae-
WUKOM ycnye, a makxke mpeb6oeamb pe2ynsipHbiXx ay0umoe cO CMOPOHbI MoCMaswjuKa ycsys 8 OMHOWeHUU
ucnosib308aHuUsI Npoyeccos.

5.2.3 OnpepgeneHus npoueccoB 1 o6nacTu B3auMoaencTBUs NPOLLECCOB

MocTaBLKMK yCyr AOMKEH KOHTPONMPOBaTL onpeaesieHne NpoLEeccoB, OCYLLECTBNAEMbIX APYTMMU CTO-
poHamu, 1 obnacTtu B3aumoaencTems npoteccos B SMS. Huxke npuBoaaTcs npuMmepbl cBUAeTeNbCTB cobnio-
AeHWA AaHHOro NpUHLMNa.

TMpumepbi

1 Mocmasujuk ycye cnocobeH npodeMoHCMpuUpo8ams, Ymo OH Moxem mpeboeams om Opya2ux cmMopoH
ucnonb308ams KOHKpemHbie npoyeccel. Hanpumep, no ycnosusiM KOHmMpakma Mexoy nocmasujukom ycnya u
KaxObIM U3 €20 nocmasuwiukoe OOUH U MOM Xe Npoyecc ynpassIeHUsl UIMEHeHUSIMU UCMOJIb3yem KakK cam
nocmaswuk ycrya, mak u e20 nocmasujuxu.

2 Mo ycnosusam OOKyMeHmManbHO 3ahuKCuposaHHO20 CO2JlauleHus1 NocmasuwukK ycry2 KoHmposnupyem
npoyecchl, ocyujecmersisieMbie 8HYMpPeHHUMU 2pynnamu.

3 Mocmasuwuk ycnye cnocobeH npodeMoHcmpupogamsb, YMo OH compyOHuUYas ¢ Opy2uMu CmopoHamu
npu GoKyMeHmManbHOM 0hOPMIIEHUU U ymeepO0eHUU npoyeccoe om4emHocmu fo yciyaam, ocyujecmernse-
MbIM Opy2z0ii cmopoHoU.

4 QokymenmanbHOe 0¢hopMIIeHUe, Co2/1aco8aHue U Ucnosnb3oeaHue obnacmeli ezaumodelicmeus u 3asu-
cumocmeli MexOy NMPoyeccoM ynpassieHUss U3MEHEeHUSIMU, ocyujecmersisieMbIM MocCmagujuKkoM, U npoyeccom
ynpasJsieHusi KOH(hu2ypayusiMmu, ocyujecmesisieMbiM IocCMasgujuKkom ycnye.

5.2.4 3dbdekTUBHOCTL NpoLecCcoB
CornacHo Tpe6oaHusam gokymeHTa MCO/M3K 20000-1, nyHKT 4.2, nocTaBLUMK yCyr AOIMKEH KOHTpOonu-

poBaTh KpuTepun apeKkTUBHOCTU NpoLiecca. MocTaBLmK yenyr o6s3aH Takke AobusaTseea cobnogeHns Tpe-
BoBaHWiA ero NpoLECCOB APYrMMM CTOPOHaMN.

IMpumepnbi

1 YemaHoska kpumepues aghghekmusHocmu npoyecca, Hanpumep yesesbix xapakmepucmuk docmyn-
HOcmu usiu epemMeHuU ob6pabomku 3anpocoes Ha obcyxusaHue.

2 focmyn k Habopy 3anuceli 06 uHyudeHmax u umMepeHul aghgpekmueHOCMU Npoyecca ynpasneHus
3anpocamu Ha obcryxueaHue unu UuHyudeHmamu 65151 dpy2oii cmopoHbi ¢ yenbio obecrnedeHus cobnrodeHus ero
€02/1ac08aHHbIX MPOYEeccos.

5.2.5 YnydweHue npoueccoB

MocTaBLUmK YCRyr QOIDKEH KOHTPOMNMPOBATL NIaHUPOBaHWE YIy4LIEeHUIA NPOLIECCOB 1 MPUOPUTET BHOCUMBIX
yIyyLweHWiA. Bo3MOXHOCTW NS YNy4LIEHUst MOTYT BbISIBMATLCA MOCTABLUMKOM YCNYT UK APYTMMIA CTOPOHaMM.



rFOCT P UICO/M3K 20000-3—2014

Mpumepsb!

1 Oyerka npednazaeMbix yayquweHull npoyecca ynpaeneHus UHyudeHmamu, ocyuiecmesisemMozo eHym-
PpeHHel 2pynnou, U KOHMPOJIb 8HeCeHUSI amuXx ynyyuieHul. Cloda exodum u koopOuHayus yayvuweHull npoyecca
ynpaeseHusi UHyuGeHmMamu, 8HOCUMbIX eHympeHHel epynnoli, ¢ dpyaumu uameHeHusmu SMS nocmaeuwjuka
yenye.

2 NMocmasuwuk yciy2 oyeHueaem Habop ynyvweruil npoyecca ynpaesieHusi MOUHOCMSIMU, OCyujecmertsi-
emo20 dpyzoli cmopoHol. [Tocmasujuk ycsye makxe KOHMPOUpPyem NPUOPUMENHOCMb 8bI0ENIeHUs pecypcos,
Heo6x00uMbIx Ons1 cob6modenust oxudaeMbix ypoeHel agphekmueHocmu. llocmaesujuk ycnyz makxke cnocoben
npodeMoHcmMpuposamb, YMo 3MU UIMEHEeHUs1 ymeepx0eHbl u eHedpeHbl 8 coomeemcmeauu ¢ mpeboeaHuaMu K
ycnyaam.

5.2.6 YnpaBneHue ApYruMu cTopoHamu

Ecnu npouecc unu yactb npouecca ocyuwlecTenAeT NOCTaBLWUK, TO NOCTaBLLUK YCIyT AOJKEeH ynpasATb
nocTaBLMKOM Yepes npouecc ynpasneHua noctaslmkamMmn.

Ecnu npouecchbl Unu yactu npoueccos OCYLUEeCTBNAT BHYTPEeHHUe rpynnbl UM 3aKkasynkn (KOI',Cla OHU
BbICTYNAKOT B Ka4eCTBe I'IOCTaBIJ.l,MKOB), TO NOCTaBWUK yCnyr A0JDKEeH ynpasnAaTe UMW Yepes npouecc ynpasne-
HUA YpOBHEM YCIyr.

5.3 OxBat TexHONorum, ucnon b3yeMbIX ANA NpeaocTaBneHnn ycnyr

MocTaBLmMK ycryr AOIMKeH 0Co3HaBaTb, 4TO B paMkax gokymeHTa MUCO/M3K 20000-1:

a) NPUMEHUMOCTb He MEHAETCA B 3aBUCUMOCTU OT TEXHONOMUN, UCNOMb3YeMOW AnA NpeaocTaBeHus
yCIyr unuv asTomaTtmsauum npoueccos B pamkax SMS;

b) ucnonbsyemas TexHONOrMs He MOXeT MW3MeHATb TpeboBaHUA, YCTaHOBMEHHbIE AOKYMEHTOM
MNCO/M3K 20000-1;

C) ucnonb3yemasl TEXHOSOMMSA MOXET OKa3blBaTb BNUAHWUE Ha TPeGOBaHWUA K UHCTPYMEHTaM U AaHHbIM, a
Taicke ycTaHaBnMBaTb onpeAeneHHbIN yposeHb kBanudukaumm nepcoHana, Heo6xoanMbIA Ans BeINOMHEHUSA
onepauuii no npoteccam.

6 O6wwme npuHUMNLI ANA o6nacTn npuMmeHeHua SMS

6.1 BeBepeHue

B nokymeHTe MCO/MAK 20000-1, nyHKT 4.5.1, npuBoaaTca TpeboBaHUs kK onpeaeneHunto o6nactu npume-
HeHunst SMS.

MocTaBsLmMK ycnyr 4omkeH onpedenuts obnacte npumeHeHus SMS nepeg opraHusauuein SMS.

BbicLlee pykoBoACTBO MOCTaBLLYMKa YCIyr AODKHO NPOCenTb 3a Co3AaHUeM NaHa yrnpasneHus ycny-
ramu, KOTOPbIA AOMKeH BKItoYaTh obnacTb npumeHeHUa SMS. Heobxoaumo npegycmoTpeTh nogaepxky SMS
1 onpegeneHus obnactu NpUMeHeHus1. Boicliee pykoBOACTBO AOJDPKHO HECTU OTBETCTBEHHOCTDL 3a NEPEecMoTp
obnactu npumeHeHnsa SMS ana obecneveHns ee NOCcTosAHHOM 3thhEKTUBHOCTA U aAEKBATHOCTU.

6.2 O6nacTb npuMeHeHUa SMS
6.2.1 OnpepeneHue o6nacTu npuMeHeHUA

OnpegeneHne 061acT NPUMeEHeHUs 4OSKHO!

a) 6bITb MakcMasbHO NPOCTLIM;

b) 6bITb NOHATHBEIM 6€3 AeTanbHOro 3HAHWS OpraHN3aLIMmM NOCTaBLUYMKa YCIYT;

C) coaepxaTb 4OCTaTOUMHO MHOPMAaLMU AN UCTIONb30BaHWS MPW OLeHKe COOTBETCTBUIS;

d) 6bITb cdhopMynMpoBaHO Takum 06pas3omM, YTOOEI BCe UCKMHYEHNS BbInn YeTKo 0603HaYeHb!;

e) npeacTaensATb CObOM CaMOCTOSATENbHBIN AOKYMEHT U He coAepKaTb CCbINIOK Ha ApYrie NCTOYHMKN.

Mpuymepbl onpedeneHus obnactn npumeHeHns cm. B MNpunoxerHun B k HacToswen YacTi ctaHgapTa
MCO/M3K 20000.

6.2.2 OnpeaeneHue n oLueHKa o6nacT NpUMeHeHus

MocTaBwmk ycnyr MoxeT obcyxaaTe obnacts npumeHeHns SMS co ceomMmMum akcnepTamm no oueHke. Mon-
Has yBepeHHOCTb B AOMYCTUMOCTU NpeanaraeMoi 06nactv npuMeHeHus 4o opraHusauum SMS nomoxeT nabe-
XaTb MOXHbIX OXugaHWW. JKcnepT Mo oueHke MoxeT obcyxaaTe obnacTe NpUMEHeHUs OLEeHKA U (1K)
BONPOCHI ayAuTa B pamKax NriaHNpoBaHWs ayanTa, Ho He AOIKeH NpeaocTaBnsATh KOHCyMbTauum no SMS.

MocTaBwuk ycnyr gomkeH 6biTb crnocobeH NpogeMoHCTPUPOBaTh A0MYCTUMOCTL 061acTN NPUMEHEHNA B
Havane oLeHKW, NOCKObKY OHa MCMOMb3yeTCsi IKCNEPTOM MO OLLEHKE BO BpeMsi MaHUpoBaHus.

MocTaBLMK ycnyr AOMKeH 0Co3HaBaTb, YTO B XOA4e OLEHKN YYUTBIBAIOTCH TOMNBKO CBNAETENbCTBA, COOT-
BeTCTBYyloLWMe obnacTu npumeHeHna SMS. Onepavuv nnam ycnyru, He Bxoasiume B obnactb npuMmeHeHust SMS,

4
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He 06A3aHbI COOTBETCTBOBATL Tpe6GoBaHWUAM, ykasaHHbIM B AokyMeHTe MICO/MIK 20000-1. YkasbiBaTh B onpe-
AeneHun obnacTu NpUMeHeHNs UCKNoYeHUs He 06s13aTenbHO, OiHaKO 3TO MOXET NOMOYbL cAenaTh onpeaere-
HWe 06nacTu NPUMeHeHUs HENPOTUBOPEYUBLIM.

6.2.3 OrpaHuyeHusi o6nacTu NpUMeHeHUA

Ecnu noctasmk ycnyr skntovaeT 8 SMS Bclo opraHusaLmio unu ciepy aesitenlbHOCTK, To onpegeneHne
obnactu npumeHeHnss SMS MoXeT okasaTbCAl OTHOCUTENbHO MPOCTON 3adadeid. DTO CBA3AHO C TeM, UTO
obnacTb npuMeHeHUst MOXeT ObITb onpeaenieHa Kak Bce yCnyru, npeocTaBnsieMble 3TUM NOCTaBLUMKOM YCIyT.

Ecnu noctasuuk ycnyr sknoyaet B SMS nuib HeKoTopble U3 CBOUX onepauui, To onpeaenuts obnactb
NPUMEHEHNS B NPOCTLIX TEpMUHAX U NPeAoTBpaTUTb HEOAHO3HAYHOCTL ByaeT cnoxHee. [leMoHCTpaLums cooT-
BETCTBUSI MOXET O3HavaTb BeINONHeHUe Beex TpeboaHuin gokymeHTa MCO/MO3K 20000-1 B onpeaeneHHon
obnacTu npUuMeHeHus Npu NpeaoCcTaBNeHUN NPOCTON YCnyr oAHOMY KIUeHTY. Mpu 3TOM MoXeT noapasyme-
BaTbCs Maras 4actb OT 06LLero KonM4ecTBa yCnyr Uy onepawuii nocTaBLUMKa YCNyr.

MocTaBLWMK YCRyr MOXeT UMETb MHOTO KITMEHTOB U NPeoCTaBNsATh pasHoobpasHble yenyrn. Crnegosa-
TenbHO, 061acTb NpUMeHeHns SMS MoxkeT oxBaTbIBaTb YCIyry, NpeAoCTaBsieMble HECKOSIbKAM KnueHTam. B
3TOM cryYae npoLecchbl A0MKHBI BbITb COrNacoBaHHbIMU, OAHAKO NPoLeaYpLl, UCNONb3yeMble Ars NpeaocTaB-
NeHus ycrnyr, MoryT HEMHOro pasnuyaTbes. Ecnm kakoi-To KNueHT ykasaH B onpegeneHny obnactu npumeHe-
HUS, TO ANA 3TOrO KNNeHTa opraHmnsaL s 4oKHa BbIMOMHATL Bee TpeboBaHusa gokymeHta MICO/M3K 20000-1.

6.3 CornaweHus MeXay KnueHTaMmun U NoCTaBLUKOM yCcnyr

MocTaBLMK yCryr He MOXeT UCMONb30BaThb YCIOBUS KOHTPAKTa Ui AoKyMeHTasnbHO 3adpmkcupoBaHHOro
cornalleHus ¢ KIMeHTOM, YToBbl YMEHbLUUTL CBOM 06A3aHHOCTU MO BbIMOMHEHWUIO BCcex TpeGoBaHNA AoKyMeHTa
NCO/M3K20000-1. 3TOT NpuHUMN AeACTBYET AaXe B TOM Cllyyae, €CIv KOHTPaKT U AOKYMeHTanbHo 3aduk-
CUpPOBaHHOE CornalleHne orpaHuiMBaeT ycnyru 1 npouecchbl. Kpome Toro, ycnosus KOHTpakTa unm 4oKyMeH-
TanbHO 3aPUKCMPOBAHHOIO COrnalleHUs He MOryT yMeHbluaTb 0BsI3aHHOCTU dkcnepTa No oueHke nocne
nony4YeHns CBNOETENLCTB COOTBETCTBUSA TpeboBaHnsM gokymeHTa MCO/M3K 20000-1.

6.4 MapameTpbl onpegeneHus o6nacTu npUMeHeHNs
6.4.1 MapameTpsl, 06A3aTenbHLIE cornacHo aokymeHty UCO/M3K 20000-1

MocTaBLUMK ycnyr AOMKeH UCNofb3oBaTb NapaMeTpbl Ans onpeaeneHus obnact npumeHeHusa SMS,
yToGbl 06GECNeYnTb OTCYTCTBUE HEOAHO3HAYHOCTN OTHOCUTENBHO BKOYAEMBbIX U UCKTIOYaEMbIX KOMMOHEH-
TOB.

K H1M J0mKHBI OTHOCUTBCS MO MeHbLLEN Mepe CreayioLLme NapameTphbl:

a) opraHW3auUMOHHbIe NOApasaeneHns, NpefocTaBnsowWmMe YCryri, HanpuMep oTAerbHbIN aenapTa-
MEHT, rpynna AenapTaMeHToB UNW BCe AenapTameHThl;

b) npepocTaBnsiemble ycnyru, Hanpumep, oTAeMbHasA ycnyra, rpynna ycryr unm Bce ycnyru, pymHaHco-
Bbl€ YCNyru, yCnyr posHUYHON Npoaau, YCnyra 3eKT pOHHOM MoYThI.

Mpumep — OnpedeneHue o6nacmu npumMeHeHUsI MOXXem umMems criedyrouwul eud:
SMS <HaumeHoeaHue Op2aHU3ayuUOHHO20 nodpa3desieHUs NocMasuwuKka ycny2> no npedocmassieHuro
<ycnyealycnyau>.

B peanbHoMm onpeaeneHns BMecTo pasbl «HauMeHOBaHWe OpraHusaLUOHHOro noapasaeneHus
MocTaBLUMKa YCIyr» HeMb3s UCMOMNb30BaTh MPOCTO COYETAHUE «MOCTABLUMK YCIYr». OTO CBA3AHO € TEM, UTO
MOCTaBLUMK YCNYTr eCTb BO MHOTMX OpraHu3aumsx, NpuyemM B HEKOTOpbIX — Gonee ogHoro.

6.4.2 [Opyrue napaMeTpbl

MocTaBLLKMK yCryr AOIDKEH pacCMOTpeTb BO3MOXHOCTb UCMONb30BaHUs Apyrux napamMeTpoB B TeX crnyya-
fX, Korga AononHuTenbHas MHpopMaums No3BonuT nsbexarbs HeOAHO3HAYHOCTU B onpedeneHnun obnacTtu
npumeHeHus. Ucnonb3oBaHue Apyrux napameTpoB AEMOHCTpUpyeTCs B NpUMepax, a Taikke B NpunoxeHun B k
HacTosilel YacTu ctaHgapta UCO/M3K 20000.

Tpumep — OnpedeneHue o6nacmu NpuMeHeHUsI MOXXem uMems criedyrouui aud:

SMS <HaumeHoOeaHue OpP2aHU3ayUOHHO20 nodpa3desieHUs NocMaswuKka ycny2> no npedocmaessieHuro
<mexHON02uA><ycrya2u> u3 <MecmonosioxeHue Nocmasuuka yciya> 0ns <KiiueHm> e <MecmoronoxeHue Knu-
eHma>.

MapameTpbl MOryT UCNOSMb3OBATLCA B JIIOOOM nopsigke, Kakon MocTaBLUMK YCIYr COYTET NPUrogHbIM.
MoryT ucnonbsoBaTtbca Apyrue napameTpel.

OnpeaeneHue obnactu npumeHeHnsa anst SMS MoXeT oxBaTbiBaTb HECKOSLKO KITMEHTOB 6e3 npsimoro
nepevncneHnsa otaenbHbIX KNMeHToB. K npumepy, MOXHO ykasaTb Bce ycnyru, npegoctasnsiembie us LIO[,
pacnosoXeHHOro B onpeaeneHHoM MecTe, UM 0603HauYMTb BCe YCNyru XpaHeHUs 4aHHbIX.
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MocTaBLMKyCIyr He AOMKEH BKIoYaTh HaMMeHOBaHUSA APYruX CTOPOH UM BHELUHUX OpraHnsauui, gaxe
€CI1 OHW BHOCAT CBOW BKNaa B SMS nycnyru.

6.4.3 Bbi6opka Ans oLueHKu

Ecnu B 06nacTb npUMeHeHNs BXOAUT MHOTO KITMEHTOB, YCNYT UMW MECTOMOMOXEHWUIA, 3KCNepT Mo oLeHKe
MOXeT OLeHUTb BbIBOPKY, NOMb3ysicb CBOUM npodeccuoHanbHbiM cyxxaeHneM ans ee cosganHuna. Onpeaene-
HWe 06nacTu NpMMeHeHUs AOIKHO BKITIoYaTh B cebsl He TONMbKO BEIBOPKY, HO U BCEX KIMEHTOB, BCE YCNYrnnmec-
TONONOXeHUs, Bxoaswme B o6nacTb npumeHeHuss SMS.

6.5 JonycTtumocTb onpegeneHus o6nactu npumMeHeHUs

MocTaBlmMKyCcnyr AopKeH cneanTb 3a TeM, 4Tobbl o6nactb NnpumerHeHua SMS 6bina gonyctuMon n nocne
ee JoKymeHTanbHoro ocgopmneHus. MNocTaBwuk ycnyr gomkeH obecneynsaTtb 3T0 NyTeM ee nepecMmoTpa
yepes onpedeneHHble NepUoabl BPEMEHU C LieNbio BhIABNEHNS OTKNOHEHWI. Ecnun dbakTuyeckas obnacte npu-
MEHEeHUs He COOTBETCTBYET 3asiBIIEeHHON, TO onpeAeneHne o6n1actu npuMeHeHUsa A0MKHO BbITb cnpasneHo.
Ecnu HecooTBeTCTBUE ByaeT onpeaeneHo Kak 3HaunTenbHoe, MoXeT NoTpeboBaTbCcA NOBTOPHAA oLeHKa.

MocTaBlmMK ycnyr AoMmKeH Oco3HaBaTb, YTO CyLWECTBEHHOEe W3MeHeHue ycnyr moxeT notpebosaTb
cyuiecTBeHHOro nsmeHeHnst SMS. MocTaBLUmMK ycnyr Ao/mMKeH NpocneauTb 3a Tem, YTo6bl B XoAe BHYTPEeHHEero
ayauTa bbino yCTaHOBMEHO, O3HAaYaeT Jin 3TO u3MeHeHue, YTo SMS 6onee He cooTBeTCTBYET TPpebOBaHUAM
AokymeHTa MICO/M3K 20000-1. Ecniu SMS ceptuduumposara no MICO/M3K 20000-1, o cywecTBeHHOM UaMe-
HeHun SMS gonxeH 6bITb yBe4OMIEH OpraH, KOTOpbli Bblgan cepTudukaT, NOCKONbKy MOXeT noTpeboBaTtbes
MOBTOPHasA oLEHKA.

CylecTBeHHOe UsMeHeHue obnactu npuMeHeHnsa SMS MoxeT 03Ha4aTb, YTO NOCTaBWUK yCcnyr 6onee He
crnocobeH AeMOHCTpUpoBaTh COOTBETCTBUE TpebGosaHuam gokymeHTa MCO/MOAK 20000-1. Kpome Toro, npu
yAaneHum ycnyr obnactb npuMmeHeHuss SMS moxeT ymeHblumnTbes. OnpeaeneHue o6nactu npuMmeHeHUs Taioke
MOXeT MeHSTbCS UCXoAs U3 APYrMX NapameTpoB, Hanpumep npu gobasneHnn nu yaaneHun KnveHTos nnbo
MeCTOTMOMNOXEHUMNA.

B HekoTOpbIX onpeaeneHusx 0bnactn npuMeHeHUA coaepXaTtcsa CCbifku Ha kaTanor yenyr. Ecnukartanor
yCnyr U3BMeHNTCs 1 onpegeneHye 06nacTu NpUMeHeHUs CTaHeT HETOYHBIM, Takas NPakTuka MOXeT NPUBECTU K
owmnbkam. Tem He MeHee, UCTOoNb3OBaHWe KaTanora ycnyr B onpeaeneHnn o6nactn NpUMEHEHUS MOXET oka-
3aTbCA NOME3HbIM NPY CAIOXKHON 061acTn NpMeHeHnsA. Mpn UCNoNb30BaHWM KaTanora yecnyr A0MKHbI UMeTbCA
CBMAEeTeNbCTBa TOro, YTO BKIOYEHHbIE B HEro yCryri He HapywaroT cooTBeTcTBUSA SMS TpeboBaHusam aoky-
meHTa MCO/M3K 20000-1.

Mpumep onpeaeneHns 06nacT NPMMEHeHWS ¢ UCNOSIb30BaHMEM KaTasnora ycryr npuBoaUTCs HUXE.

lMpumep — OnpedesnteHue obs1acmu NPUMEHEHUSI MOXXem UuMems criedyruuli eud:

SMS <HaumeHo8aHue Op2aHU3ayuUOHHO20 nodpa3desieHuUs nocmasujuka ycnya> rno npedocmassieHuro
acex ycnye, 0603HaYeHHbIX 8 <Kamanoz ycy2> 05151 <HauMeHo8aHuUe op2aHuU3ayuu KIUeHma u (unu) HaumeHoga-
HuUe op2aHu3ayUOHHO20 rnodpasdeneHusT> u3 <2eozpaghuyecKoe MecmornooXeHue>.

MpwnmedaHune— PonbakcnepTano oLeHKe B NPOBEPKe CBUAETENbCTB, HANpUMep onpeaeneHus obnactu npu-
MeHeHUs, onucbiBaeTcs B JokymeHTe MCO/M3K 17021 «OueHka cooTBeTcTBMA. TpeboBaHus k opraHam, obecnevnsato-
LWMM ayauT 1 CepTUDUKaLIMIO CUCTEM YPaBeHNUsI».

6.6 MaMeHeHue obnacTy npuMeHeHUs

B 3aBucumocTn oT notpebHocTen 6usHeca NocTaBLUMK YCIYr MOXET Mo CBOEMY peLUeHUto NpogeMOoH-
CTPUpPOBaTb COOTBETCTBUE TOMbKO HEKOTOPBIX CBOUX onepaLunid. Hanpumep, nocTaBLUMK YCIyr MOXET Ha4yaTthb C
SMS, kyga BXOAAT NLLb HEKOTOPbIE YCIYTU, a 3aTEM PacLUMPUTb CNEKTP YCNYT, BXOAALWMX B 061acTb npumeHe-
HMa SMS. MocTaBwuk yenyr gomkeH 6yaet nepecMmoTpeTb kak SMS, Tak nonpegeneHune ob6nactn npUuMeHeHUs
1 BKITFOUYUTb B HUX AOMOSTHUTENbHbIE YCIYTI.

Mpu nepecmoTpe o6nacTn NpUMeEHeHNst MOXeT NoTPeboBaThCs NOBTOPHas oLieHka SMS, faxe B cnyyae
ecnu BpeMs criedytoLuen nriaHoBorn oueHkn SMS elle He HAacTynuno.

YnpasneHue cyleCTBEHHBIMU U3MeHeHUsIMU 06acTu NpuMeHeHnss SMS OomMKHO OCYLLIECTBNSATLCS B
BMAE MPOEKTa UM NporpaMmmbl yny4dleHUn. 3TO MOXET CHUSUTb PUCK Kak ANs YCyry, Tak 1 415 cnocobHoCTH
nocTaBLLMKa YCyr NpoAeMOHCTpUpPOoBaTh CooTBETCTBME TpeboBaHusaM gokymeHTa MCO/M3K 20000-1.

6.7 Llenoyku noctaBoK M o6nacTb NnpumeHeHua SMS
6.7.1 3aBMcMMOCTb OT APYrUX CTOPOH

MocTaBLKMK yCcrnyr 4OMKEH 0CO3HaBaTh, UTO MOHUMAaHWE LIeNoYKn NocTaBoK UrpaeT OCHOBHYH posb ANs
npaBurnbLHOro onpeaeneHus obnacti npumeHeHnss SMS. 3aBUCUMOCTL OT APYrX CTOPOH B OTHOLLUEHUN 4acTu
OKasblBaeMbIX YCryr He AOfKHa NpensATcTBOBaTb MNOCTaBLWMWMKY YCNyr B AEMOHCTPaLUM COOTBETCTBUSI

6



rocTt P UCO/M3K 20000-3—2014

NCO/M3K 20000-1. MNocTaBLYMK YCyr AOIMKEH YYUThIBaTb, KaK B3aUMOOTHOLLEHUS MEXAY OpraHU3aLusmMu,
BXOZSLIMMU B LIeMOo4YKY MOCTaBOK, CKasbiBaloTCsl HAa 0bnactu npuMmeHeHnsa SMS.

6.7.2 [leMOHCTpauusi COOTBETCTBUS B paMKaX BCeM LLeNo4YKu NOCTaBoK

MocTaBwMK ycnyr AOSpKeH pacronaraTb  cBUAETENbCTBaMM  COOTBETCTBUMA  TpeboBaHUsIM
NCO/M3K20000-1, nyHKT 4.2, B obriacTu ynpasrneHuns npoLeccamu, OCyLLECTBAAEMbIMU APYTMMU CTOPOHaMMU.
OT1o TpeboBaHue onuckiBaeTcs B NyHKTe 5.2 HacTosiwen Yactu ctaHgapTa MCO/M3K 20000.

MocTaBLumK ycnyr AOIDKEH pacnonaraTe CBUAETENbCTBAMU BbINONHEeHUA TpeboBaHUA K NpoLeccy ynpas-
NneHust NocTaBLLUMKaMK, KOTopble ycTaHoBreHbl AokymeHTom MCO/M3K 20000-1, nyHKT 7.2. K HUM AOSKHBI OTHO-
CUTbCS CBUAETENbCTBA HANMYNS COOTBETCTBYIOLLIMX KOHTPaKTOB MeXAy NOCTaBLMKaMW U NOCTaBLUMKOM YCIIyT.

MocTaBLumMK ycryr 4oSKeH pacnonaratb CBUAeTeNbCTBaMU BbINONHEHUA TpeGoBaHWI No ynpasneHuto
BHYTPEHHUMMW rpynnamMm Unn KineHTamu, AeACTBYIOLUMA B KAa4YeCTBE NOCTaBLLNKOB, KOTOPbIe YCTAHOBMEHbI
AokymeHtom UCO/MIK 20000-1, nyHKT 6.1. K HUM AOJIKHBI OTHOCUTBLCA AOKYMEHTanNbHo 3aduKCcupoBaHHbIe
cornalleHusl ¢ BHyTPEHHUMM rpynnamMun Unu KnueHTamn, 4eACTBYIOLWMMUN B KAYECTBE NOCTaBLLMKOB.

Ona Toro u4Tobbl MNOCTABLWUK MNPOAEMOHCTPUpOBaN cooTBeTCTBME TpeboBaHWAM AOKYMeHTa
MCO/M3K 20000-1, npoune CTOPOHbI B LiEMoYke NocTaBoK He 06a3aHbl cobnoaaTth ux.

Ecnu n noctaBLwmk ycnyr, U Apyrasi CTopoHa (Hanpumep, nogpsaqnk) HamepesatoTca NPOAEMOHCTPUPO-
BaTb cooTBETCTBUE TpeboBaHusam gokymeHta MCO/MOIK 20000-1, kaxabit U3 HUX MOXeT BHeapuTb SMS u
BbINOMHATL Bce TpeboBaHMs He3aBUCUMO Apyr oT Apyra. Ecnn oanH 1 ToT e npouecc ncnonb3syeTca ABYMS
unu 6onee opraHM3auUMsIMA, 4EMOHCTPUMPOBATL yrpasfieHUe 3TUM NPOLLECCOM MOXET NLWb oaHa U3 HUX. [ipy-
ras opraHvMsauusi MoOXeT AeKrlapupoBaTh Kak CBOIO Leflb AEMOHCTPaUMUio yrnpaBneHUa caMoCTOATENbHBIM
UCMonb3oBaHWeM 3TOro npoLecca.

MocTaBLUMK yCryr AOIDKEH NPocneanTb 3a TeM, YToObl B BONPOCax UCMOMb30BaHWUA OQHOMO U TOFO Xe Npo-
Lecca pasHbiMU cTopoHamuy Bbina sicHOCTb. B yacTHocTH, Kaxaoe Ucnonb3oBaHne A0SMKHO CONPOBOXAATLCA
oTAenNbHLIMA JOKYMEHTaMU U 3anucsMy. DTO MOXET NOBNUATL Ha SMS nocTaBLMKa YCNyr ¢ TOUKW 3peHnsa nna-
HUPOBAaHMUS N OLLEHKM CooTBETCTBUA TpebosaHusam gokymeHTa MICO/MOK 20000-1. Takaa cutyauunst MoXxeT BO3-
HMKaTb Y MOCTABLUMKOB ycnyr, umetowmx 6onee ogHoro knueHTa. Kpome Toro, oHa MOXeT BO3HWKATb B
opraHunsauusx, nonaratwLmnXcsl Ha CIOXHbIE LEeNOYKN MOCTaBOK, B KOTOPbIX y4aCcTBYET MHOIO CTOPOH, BKtoYas
MHOXECTBO NOCTaBLYNKOB, BeAyLUMX NOCTaBLUMKOB U NOCTaBLUMKOB No cybnoapaay.

KakuntpebosaHus gokymeHTa MCO/M3K20000-1 nyHKT 4.2, npoune TpeboBaHUA OKasbiBalOT BAUSIHWE Ha
obnacTb NPUMeHEHNs, NPUMEHUMOCTb 1 CNOCOBHOCTL AEMOHCTPUPOBATL COOTBETCTBUE. OpraHusaums, KoTo-
pas ABMsSeTCSA BHELUHEN No OTHOLEHWNIO K MOCTaBLLMKY YCAYT, MOXET UMeTb I0CTYN K HdopMaLIMv unu ycryram
nocTaBLMKa YCryr, UCNOMNb30BaTh UX UM UMETb BO3MOXHOCTL yNpaBnsiTb UMU. B aToMm cnydae nocraBLymk
YCNyr U BHELWHAS opraHnsauuns AomkHbl BHeAPUTb CorfacoBaHHble cpeicTBa ynpasneH st UHopMaLMOHHON
6esonacHocTblo (MCO/MIK 20000-1, nyHKT 6.6.2). B nogoBHbIX cuTyaLusix, ecnu CpeacTBa yrnpaBneHust
nHpopMaLMOHHON 6e30MacHOCTLIO He UCMOMbL3YHTCS, BKNa BHELLUHE OpraHn3aLum AoIKeH 6biTb UCKIIoYeH
13 obnactu npumeHeHus SMS.

6.8 UHTerpauusa unu cornacoBaHue c ApyrumMy cUCTEMamMM ynpasneHus

MocTaBLKMK yCryr AOMKeH oco3HaBaTh, 4To gokymeHT MCO/M3K 20000-1 noaaepxmeaeT cornacosaHne
1 (nnu) uHTerpaumio SMS ¢ gpyrumu cuctemamn ynpasneHus. Bknouenne metogonorun PDCA B AOKYMEHT
MCO/M3K 20000-1 noBsbiwaeT COBMECTUMOCTb C APYrMMW CTaHgapTamu B 061acT cuctem ynpasneHus.

MocTaBLKMK yCcnyr OMKeH 0Co3HaBaTb, YTO B 0bnactax npuMeHeHnss SMS 1 Apyrnx cuctem ynpasneHust
MOTYT CyLLeCTBOBaTb pasnu4us. MocTaBLmK yCryr AOMMKeH Takke 0co3HaBaTb, YTO KaxK4blA TUM cCUCTEM yrpas-
neHust nmeeT cobcTBeHHOe HasHaveHue. SMS, ISMS (cuctema ynpaBneHust MHpopMaLMoHHoM GesonacHoc-
Th), QMS (cucTema ynpasneHuns kayectsa) — Kaxaas U3 3TUX CUCTeM HanpasrieHa Ha Te 0b6nacTn, KoTopble He
BXOAAT B cchpepy NpUMEHEeHUs ABYX OCTarbHbIX.

O6LWue acnekTbl K0 CUCTEMBI yIpaBeHUs A0MKHbI BbITb MHTErprUpoBaHbl Ans o6ecneyeHns 60b-
LWei achbheKTUBHOCTN, PE3YNbTaTUBHOCTU 1 COTNTAacoBaHHOCTU. MpumMepoM MOryT cnyxutb TpeboBaHus k Bee-
HUIO AOKYMEHTaLNN U 06a3aHHOCTN MEHEXKEPOB.

MocTaBLWKUKYCNyr MOXeT onpeaenuTb 0bnactb npuMeHeHust csoeli SMS kak reorpadmyeckn unv opraHu-
3aLMOHHO MAGHTUYHYIO 06NacTy MpUMEeHeHWs ApYrnxX CUCTEM yrpaBneHus. 3To MoXeT OblTb cucTema ynpae-
neHus uHdopmaunoHHon bGesonacHoctn (ISMS) cornacHo ctangapty MCO/M3K 27001 unu cuctema
ynpaeneHus kayectsa QMS cornacHo ctaHgapty MCO 9001. Ecnu noctasLwumk ycnyr onpegenseT obnacte
MPUMEHEHWS UHTEerpupoOBaHHOW CUCTEMBI ypaBrieHWsl, COOTBETCTBYIOLLEN HECKOMbKUM cTaHgapTam B obnac-
TW CUCTEM yrpaBneHus, To Takoe onpeaeneHune obnacTtu npumeHeHus byaet 6onee cnoxHbIM. [Mpy 3ToM Heob-
XOAMMO NPUHUMATL BO BHUMaHWe TpeboBaHWA Kaxxaoro ctangapTa B obnactv cuctem ynpasnenus. Knpumepy,
cucTemMa ynpaBneHus, koTopas OAHOBpeMeHHO cooTBeTcTBYeT cTaHgaptam WCO/M3K 20000-1 wu
MCO/MIK 27001, He aormkHa HaunHaTbLEA co cnoB «JaHHaa SMS...».
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MpunoxeHne A
(cnpaBouHOe€)

OcHOBHbIe NONOXeHUs, CBA3aHHble ¢ 06nacTbio NpUMeHeHust SMS, NPUMEHUMOCTLIO
M cooTBeTCTBMEM TpeboBaHuAM gokymeHTa MCO/M3IK 20000-1

A1 O6wasn nHcopmaumnsa

MNpwv onpeaenenun obnactn npuMeHeHust SMS, Bknioyasi 06NacTb NPUMEHEHNS ANA OLLEHKM COOTBETCTBUSA TpeGoBa-
HusAM gokymenTa MCO/M3K 20000-1, nocTaBLUMK YCNYr AOIDKEH YUMTbiBaTh MHPOPMAaUUIO, NPUBEAEHHYIO B HACTOAWEM
NPUNOXEHNMN.

A.2 [pynnbl OpUANYECKUX NNL,

CTOpOHHWE OpraHbl cepTudmKaLmMm MOryT ycTaHaBnuBarb, YTo ceptudmkat o cooteetcteum MCO/MIK 20000-1
MoxeT ObITb BblAaH TONBKO OAHOMY OPUANYECKOMY NULY, a8 HE KOHCOPLMYMY Pa3HbiX I0pUANYECKUX TTULL.

A.3 Kommepuecknn ctaTtyc

Ycnyra MOXKeT NpeaocTaBnATbCA Kak Ha KOMMEPUYECKOW, Tak U HA HEKOMMEPYeCcKon ocHoBe. duHaHcoBasi OCHOBA
npefocTaBrneHns yeryr He UMeeT OTHOL eHUs K TpuMeHuMocTu gokymeHta MCO/M3K 20000-1 unmn obnactv npumeHeHust
SMS.

MocTaBLMK yenyr 4OMKeH opraHn3oBaTb NONUTUKK U Npoueaypel BlogXeTUpoBaHus 1 yueTa Ans maTepuarnbHbIX
pecypcoB, UCnonb3yemMbixX 4na npegocrtaenenns yenyr. NMocraewmk yenyr He 06513aH GbiTb BNagenbLeM 3TUX MaTepuarb-
HbIX PECYPCOB.

A.4 HanmeHoOBaHMA npoueccoB

HanmeHoBaHWsA NpoLEeccoB He 06513aHbI COOTBETCTBOBATL UCNOMNb3yeMbIM B okyMmeHTe MCO/MIK 20000-1. Tpebo-
BaHusa gokymeHTta CO/M3K 20000-1 HanpaBneHbl HA camy NMPOLECCHl, UX copepXaHne, BO3MOXHOCTU, KauecTBO M
MCronb3oBaHue.

Ecnu Bce Tpe6oBaHMs BLINONHSAOTCS, TO MPOLECCH MOTYT O6beAMHSTLCSA U Pa3aensaTbCA UHBIMK CNOcoGamn, Hem
yka3aHo B gokymeHte MCO/M3K 20000-1. K npumepy, ynpaeneHne gOCTYNHOCTHIO M HENPEPLIBHOCTBIO YCNYr MOXET BbiTb
OpraHv3oBaHo B BUAE ABYX Pa3HbIX NPOLLECCOB, a ynpaBneHne usmeHeHnaMn o6beanHeHo B 0AMH NPOLECC C yNpaBneHuem
penu3amu 1 paseepTbiBaHUEM.

ConocTtaBneHne WCNonb3yeMblX HauMeHOBaHUi NpPOUEeCCOB C TemW, KOTOpble ykasaHbl B [JOKYMEHTE
MCO/M3K 20000-1, mOXeT ynpoCTUTh MOHMMaHUe TOro, Kak BbINONHATCA TpeboBaHus1, ycTaHaBNUBaEMbIE [JOKYMEHTOM
NCO/M3K 20000-1.

A.5 BKniovYeHHbIe M He BKINIOYeHHbIe KOMMOHeHTbl

B onpepeneHvn o6nactm npuMeHeHUsi GOMKHO GbITb YKa3aHo, YTO MMEHHO BKNIOYEHO B 06nacTb NpuMeHeHus. [ns
[JOMNONMHUTENBbHOWM ACHOCTU MOXET OKa3aTbCH NONe3HbIM YKa3aTh, YTO 0CTanoch 3a ee npegenamm.

MocTaBLyWK yCryr 4OKEH BbINOMHWTE BCe TpeboBaHusA, ycTaHoBNeHHbIe gokymeHTom MCO/M3K 20000-1 ansi one-
pauui, BKIOYEHHbIX B onpedenerHne obnactu npumeHenus. K npumepy, AonkHbI 6bITb BHEAPEHBI U OCYLLECTBINEHI BCE
npoLecchl ynpasneHus ycnyr.

A.6 MonHOMO4YMA N OTBETCTBEHHOCTb

MocTaBLWWK yCryr 4OHKEH 0CO3HaBaTb BAXHOCTb SICHOW (DOPMYNUPOBKU NONHOMOYUN M OTBETCTBEHHOCTEN.

MocTaBLWMK ycnyr AOMKeH COXpaHATh 3a coboii ynpaBneHne n onepaunoHHyo 0TBETCTBEHHOCTb COMMacHO AOKYMEH-
Ty MCO/M3K 20000-1, pasgen 4, 04HAKO MOXET UCTONb30BaTh APYrMX NOCTABLWMKOB AN OKa3aHUsA NOAAEPXKKN.

MocTaBLWMK yCcryr 4OmKeH OCcyWwecTBNATh 6onbLylo YacTb NpoueccoB cornacHo aokymeHTy MCO/MIK 20000-1, pas-
genbl 5—9.

MocTaBLwumK ycnyr 4OMNXeH creguTb 3a TeM, YTOObl MONHOMOYUA U OTBETCTBEHHOCTb OTHOCUTENBHO NPOLECCOB, OCY-
WeCTBMNASMbIX APYIMMUW CTOPOHaMK, BbINK SICHO ChopMYnMPOBaHbI.

MocTaBLLKMK yCryr OMKEH:

a) onpeaenuTb U AOKYMEHTaINbHO 0POPMUTE BCE NPOUECCH UNK 4acTu NPOLECCOR, BXoAswWwme B 06nacte npumeHe-
HuA SMS, Bknoyas Te, KOTOPbIE OH He OCYLLECTBNSAET;

b) onpegenuTb, kakme CTOPOHBI OCYLLECTBNAT pa3nnyYHbIE NPOLECCH UK YacTU NPOLECCOoB;

C) yCTaHOBUTL OTBETCTBEHHOCTb A APYMMX CTOPOH, 4TO6bI UMETH BO3MOXHOCTb NPOAEMOHCTPUPOBATL yNpasne-
HUe 3TMmMum npoueccamu.

MocTaBWWK ycnyr AormkeH noTpeboBaTh OT BCEX BHEWHWUX OPraHu3aumin UCNonb3oBaThe CPeAcTBa ynpaBneHusi
nHdopMaumoHHON 6e3onacHocTbio. OTO AOMKHO ObiTh yCNOBMEM ANA NONYYeHWs 3TUMW OpPraHu3aumsMm [octyna K
nHcopMauum 1 ycnyram nocTasLyka ycnyr, uX MCrnonb3oBaHusa unu ynpasnexsnsa umu. Ecnu 3tm cpegctea ynpasneHus He
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UCMOMb3YyTCs, TO NGO BKNad, BHOCMMBIN 3TOW BHELLHEN CTOPOHON, AomkeH 6biTb MCKMIOYEH U3 onpeaeneHus obnactm
NPYMEHEHUS.

A.7 O6nacTv B3auMoaenCcTBMSA U MHTerpaums npoLeccon

MocTaBLWMK yCnyr AOMXeH creanTb 3a TeM, YToObl 66N ICHO 0603HaYeHbl IPaHNLbl MEXAY NOCTABLLMKOM YCryr n
KIMEHTaMMU, & TakKe Mexay NOCTaBLUMKOM YCNyr, APYTMMU CTOPOHaMMW U BHELLHUMMW OPraHn3aunsmu.

MocTaBLWyMK yCnyr 4omKeH pacnonarate HEO6Xo0AMMbIM YPOBHEM MHTErpaLun NpoLeccoB, YTO ABNAETCSH OCHOBHbLIM
NPUHLMNOM NepeaoBbLIX MPaKTUK yNpaBeHus yenyr, a Takke TpebosaHnem gokymeHta MCO/M3K 20000-1.

MocTaBLMK ycnyr 4OIKeH pacnonaraTe JOKYMEHTaUWUEN, B KOTOPOW onpeaensitoTcs o6nacTv B3anMoaeicTBUS MeX-
Ay npoueccamu, a Takke AOMKeH ACHO 4EMOHCTPUPOBATL, KAk OH KOHTPONUPYeT 9TK 06nacTu B3aumMoaencTeus.

A.8 CBnageTenbCcTBa COOTBETCTBMA
[lBe pasHble opraHyn3auum He MOTyTMCNONb30BAaTh OAHMW U T e CBMAETEeNbLCTBA ANA AeMOHCTPaUUN COOTBETCTBUS.
A.9 MapameTpbl ANA onpeaeneHns o6nacTy NnpMMeHeHns

MocTaBlWmK ycnyr AOMXEH UCNONb30BaTh NapaMeTpbl, KOTOPLIE YETKO onpeaensioT 06nacte npumMeHeHnst SMS.
OnpegeneHne obnacTv NPUMeHeHUs GOMKHO BbITb MOHATHO 3aMHTEPEeCOBAHHBIM CTOPOHaM, KOTOPLIE HE BXOAST B OpraHu-
3aumio nocTaeLmka yenyr. MMHnmym napameTpoB, HEOGX0AMMbIX A1 onpeaeneHnsa 06nacTv NpUMeHeHUsl, — 370 Haume-
HOBaHWe NOCTaBLUMKa YCIYT U NpeoCTaBnseMblX YCIyr.

A.10 PacwwupeHue obnactm npumeHeHuns SMS

B cnyyae paclvperuns obnactv npuMeHeH1s NOCTaBLUMK YCIYT ACTKEH COOTBETCTBOBATEL TPe6oBaHNAM AOKYMEHTa
NCO/M3K 20000-1 no Bcem HOBbIM OnepaLysiM, BXOASLWUM B NePeCMOTPEHHY0 061acTb NPUMEHEHUS.
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MpunoxeHue B
(cnpaBo4HOE)

OnpeaeneHns o6nactu NpuMeHeHUs Ha 6ase cueHapues

B.1 O6uwan nicpopmauyms

MprBeAEeHHbIe HXe NpUMepbl UAMOCTPUPYIOT TUMbl oNpeaeneHunin o6nacTn NnpUMeHeHus, KoTopble MOryT UCMO/b-
30BaTbCs ANa SMS 1 BbINOMHAKT TpeboBaHua aokymeHTa MCO/M3K 20000-1. Ha npuBefeHHbIX PUCYHKax CTPesiku
0603HavaloT, 4TO NOTOK YCNYr HanpaBs/ieH OT NOCTaBLUMKa YCNAYT K er0 KNNEHTY (M KIMeHTam), a Takke OT NoApsafyunKoB
3TOr0 NocTaBLUMKa YCyr K HeMy camMoMy. UTo6bl yNpPOCTUTb PUCYHKKM, Mbl HE NOKa3biBaeEM OMepaLOHHY0 AeATeNbHOCTb.
Kaxxabllii npumep UANKCTPUPYyeT OTAENbHYI0 CUTyaLMio 1 CONPOBOXAAETCA COOTBETCTBYIOLWMM onpegeneHnem obnactu
npuMeHeHns. BONbWNHCTBO M3 HUX OCHOBAaHbI Ha B3aVMOOTHOLUEHUSAX MeXAY NOCTaBLLMKOM YCAYr U ero noApaaynkamu.
Cxoxas noruka feicTeyeT 1 B OTHOLIEHNIN BCeX APYTUX CTOPOH.

B.2 CueHapun 1,2 1 3. Llenoykn noctaBokK
B.2.1 CueHapuii 1. MpocTaa uenoyka NOCTaBOK C O4HUM BHELIHUM NOCTaBLLUKOM YCAYr

Ha pucyHke B.1, cueHapuii 1, noka3aH NOCTaBLLMK YCYT, KOTOPbIA ABNSIETCA BHELUHU
CBOEro knueHTta (KnmeHT A). O6bIYHO Takas CUTyalns OCHOBaHa Ha KOMMEpPUYEeCKMX B3au
NnocTaBLLMK yCNyr NPeAoCcTaBIAEeT yC/yri HECKONTbKUM KiMeHTaMm. 1 NPOCTOThI Ha PUCYH

B cueHapuu 1 BHellHWI NOCTaBLLMK yCyr NPeAoCTaBAAET YCAYrn XpaHeHuUs
Lns Toro yto6el SMS BHelLHero nocTaBlyMKka ycnyr cooTBeTCTBOBana Tpe6oB
NYHKT 4.2, OH JO/IKEH:

a) HecTu 06s3aTenibCTBA 3a NPOLECChl yrpaB/ieHUst ycnyr, 0603HaYeHHb
Nbl 5—9, a Takke 06/1a8aTb NOTHOMOYMAMU TpeboBaTb COGMOAEHNS 3TUX NP

b) KOHTpO/NMpoBaThL OnpejesieHne NpoueccoB M obnacteli B3aumo
nokymeHty MCO/M3K 20000-1;

C) KOHTpONMpoBaTh onpegesieHne achPeKTMBHOCTU NPOLLECCOB U CO

d) KOHTponuMpoBaTb NIAaHMPOBaHKE U NPUOPUTHU3ALMIO YYYLLIEHUS

KOHTpakTbl MexAy BHELIHUM MOCTaBLLMKOM YCMYr U ero nocTasly
NOCTaBLLMK YCYT MOXET KOHTPO/IMPOBaTh NPOLECCHI, ONUCAHHbIE B MYHKT.

LLIEHWNIO K opraHu3aumm
HUSIX, NPY KOTOPbIX OAUH
a3aH TOJIbKO OfJMH K/TMEHT.

N5 apxuBauum AOKYMEHTOB.
kymeHTa MCO/M3K 20000-1,

eHTe MCO/M3K 20000-1, pa3ge-
C Apyrumu npoueccamu, COorflacHo
HOpPMaTUBHbIX TPEGOBAHWIA;

JDKHbI rapaHTupoBaTtb, 4YTO BHELUHWIA

B.2.2 CueHapuii 2. Posb «NPAMOro noctasLKa yCcayr» Bbl

Ha pucyHke B.1, cueHapuii 2, nokasaH BHYTPEHHW NocTaBLuK
eHT B. B 3TOoM (BTOPOM) CLEHApUN «NPAMbIM MOCTABLLMKOM YC/yTr>,
[ICTBEHHO K/TMEHT B; MeXay HUMMW 3ak/oueH NpsMOoi KOHTpakT. BHyTpe
ynpaensATh NpoLeccamu, KOTopble OCYLLECTBAAET «NPSIMO NMOCTaBLYMK Y
«NPAMOVA NOCTABLIUK YCNYr», AO/MKEH BbiTb UCKOYEH U3 onpeaeneHns o

ycnyr.

Ty e opraHu3auuto, Yto u Knu-
HKTUPOM, ynpaBnseT Henocpe-
TaBLMK YC/Yr, KPOME TOTO, He MOXeT
UM 06pasoM, BKNag, KOTOPbI BHOCUT
VMEeHEeHUs1 BHYTPEHHero nocrasLuka

Mpsamoii
nocTaBLLMK
yenyr

PucyHok B.1 — CueHapumn 11 2. B3aMMOOTHOLWEHNSA € NOCTaBLkamu

B.2.3 CueHapwuii 3. MMocTaBLU{MKK, FTeHepanbHble NoAPAAUYMKA Y NOCTABL MK MO cy6noapsay

Ecnn y nocrtaBliuka ycnyr eCTb HecKO/1bKO COGCTBEHHbIX nocTtaBUWMNKOB, OH MOXET Ha3Ha4YnTb O4HOIo U3 HUX B
KayecTBe Befyllero. TpexcrtyneHyaras Lenoyka nocTaBOK CTAHOBUTCA LIeTpreXCTyI'IeHLIaTOVI, KakK nokasaHo Ha pUCYH-
ke B.2. MNMocTaBLmkK ycnyr v Be,ﬂ,yLLl,I/IVI NOoCTaBLWWK AO0/KHbI HanaguTb NpAMble B3aUMOOTHOLWEHNA U 3aKTIOUYNTb KOHTPAaKT.
OTO OTHOCUTCS Kak K BHELLHUM, TaK U K BHYTPEHHUM NoCTaBLWKaM yCnyr.
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Mo ycnosuaM KOHTpakTa, BeAyLinii NoCTaBLYMK O/KEH OCYLWLECTBAATb yNpasieHme nogpsgumkamm no cyénoapagy
OT MMeHMW nocTasLmKa ycnyr. rNoapagumku no cybnoapsgy AO/MKHbI 3aKN0UNTb KOHTPaKT C BeAyL MM NOCTaBLUNKOM, a He C
caMyM NocTaBLUNKOM ycnyr. MpsMbIX B3aUMOOTHOLUEHU MeXay NOCTaBLLMKOM YCAyru ero nogpsaunkamMu no cyénoapaay
6bITb HE A0/KHO. 1A onpefeneHns 061actv npuMeHeHns SMS nocTaBLLuKa YCyr AO/DKHbI 6bITb SICHO onpeaeneHsbl 064-
3aHHOCTU BeAyLLEero nocTasLymKa.

B cueHapum 3, pycyHok B.2, BeayLimnin nocTaBLLMK OCYLLECTBNSET HEKOTOPbIE NPOLLECChI, @ yNpas/ieHne UMW BbINo-
HAET cam nocTaBLuK ycnyr. MocTaBLLMK yCNyr He MOXeT COOTBETCTBOBaThL TpeboBaHnsAM gokymeHTa MCO/M3K 20000-1,

NYHKT 4.2, €Cc/in, No YC/IOBUAM KOHTpaKTa C BeAyLiMM MOCTaBLMKOM, OH HE MOXeT ynpas/siTe NpoLeccaMmu, KoTopble ToT
ocyuiecTnser.

PucyHok B.2 — CueHapwuii 3. B3aMOOTHOLLEHMUS C BEAYLMMM NOCTaBLMKaMi 1 NocTaBLiMKamMu no cyénoapsay

B.2.4 TpeboBaHUA K CNOXHbIM Leno4ykam nocTtaBokK

MocTaBLWWKN YCAYT AOMKHbI 0CO3HAaBaTh, YTO LENOYKM MNOCTaBOK 3a4acTylo UMeT 60/1ee CNOXHYI0 CTPYKTYpPY, Yem
yeTblpexcTyneHyataa cxema, npeacraBneHHas Ha pucyHke B.2. O6nacTb npuMeHeHus SMS MOXeT 6biTb onpegenexa,
€C/IM NOCTaBLUUK YCAYT NOHNUMAaeT:

a) 4TO Heo6Xo4MMO A48 yNpaBAeHUS KaXablM NPOLLECCOM:

b) Kakas opraHusaLusa oCyLlecTBASET TY UM MHYI0 YacTb KaXoro npowecca:

C) Kakas opraHusauus SBfseTca BeAyLinMM NoCTaBLLUKOM.

MocTaBLWKMK YCNyr AO/MKEH HECTU BCe 06a3aTeNbCTBa 3a YCAyry BHe 3aBUCUMOCTU OT TOr0, Ha KakoM aTane Lenoyku
NOCTaBOK OHa HayMHaeTcs.

B.3 CueHapuin 4. TpocCTOi cueHapuini c ynydweHnamm

B.3.1 WcxopHas cutyaums

Y knueHTa C ecTb TONIbKO OAWH, BHYTPEHHUI nocTaBLmnk ycnyr. O6e CTPYKTYpbl OTHOCATCA K opraHm3sauumn X (pucy-
HOK B.3). BHYTpeHHWIA NOCTaBLLMKYCNYT NPV MEHSIET NepefoBble NPaKTVKX ynpasBieHns YCayr KO BCeM yCyram, KOTopble OH
npegnaraet (BHyTPeHHUM) 6usHec-nogpasgeneHmam 1,2 n 3. BHYTpeHHWI A nocTasLyMK YCAyr paccyuTbiBaeT NpogeMOH-
cTpupoBaTb cooTBeTCcTBUE AoKyMeHTY MCO/M3K 20000-1 1 nnaHupyeT 3aBepLUNTb BHEAPEHUE NPOLECCOB ynpaBneHus
yCnyr AN BCeEX CBOMX YCNYT B TeyeHue 6amxaliwero roga. BHyTpeHHUA nocTasLMK ycnyr HaMepeBaeTcs OCyLWeCcTBAATb
BCE NPOLLeCCbl YNPaB/IEHUA YC/yT CAMOCTOATE/IbHO. Y HEro eCTb TPY CBOMX NOCTaBLUMKa, O4HAKO HW OAWH U3 HUX He npejo-
CTaBNseT yc/yr, OTHOCAWMXCA K SMS.

PucyHok B.3 — CueHapwii 4. OnpegeneHue 061actm NpuMeHeHus
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B.3.2 M
BHyTpeH
HVe 1 ynyJlieH

B.3.3 Kak 6yaeT copmynmpoBaHo onpegesieHne o61actu NpUMeHeHUs ANA BHYTPEHHero nocrasliMka
ycnyr?

B 3TOM cueHapumn Bce MNOHATHO. BHYTPeHHWI A nocTaBLMK YCAyr, BXOAALWMNIA B OpraHmM3anmnio X, MOXeT onpeaennTb
o6nactb NpuMeHeHns ceoeil SMS ucxoaa 13 onepaunii no genaptTaMeHTam 1 CBOMX NPOLECCOB ynpaBneHus ycayramu. B
BONPOCEOTOM, Kako BHYTPEHHUI NOCTaBLLMKYyCNYyrnpeaocTaBaseTycnyrn, HETHUKaKON HeACHOCTH, MOCKOJIbKY yKa3aHo,
YTO NOCTAaBLUWK YCNYr BXOAUT B OpraHm3auunio X, okasblBatoLLyto yCyrn kiameHTy C.

CTaBL MK YCNYT NPOAEMOHCTPUPOBATL COOTBETCTBUE CTAHAAPTY?

eHTa C CMOXeT NpoAeMOHCTPUPOBaTh COOTBETCTBME CTaHAapTy, Koraa BHeape-
pleHo, a cam oH 6yAeT BbINO/HATL Bce TpeboBaHus.

Mpumep OnpegeneHue o6nacTyn NPUMEHEHNS MOXET UMeThb cneayrouwnii sug:

SMS BHYTpeHHero nocTaslnka ycnyr opraHusannm X, KoTopblii npegocTaBnsaeT BHYTPEHHUE yCayru
knneHTy C

B.4 CueHapuin 5. AyTCOpCUHT QYHKL NI

B.4.1 WNcxopgHasa cutyaumsa

CueHapuin 5, nokasaHHbIli Ha pucyHke B.4, NOX0X Ha cueHapuii 4, 04HAKO B HEM DYHKLUMM CAyxXObl Nogaepxkm ons
KnueHTa D BbINONHAET BHELWHWI nocTaBwumk 1. B cueHapumn 53TOT NOCTaBLMK OTBEYAET 3a NpejocTaB/ieHne onepawmnoH-
HbIX YCNYr NepPBOW NUHUM NOAAEPXKN Yepe3 (PyHKUMOHasbHbIW OTAen — ciyx6y noaaepxku. B yacTHOCTU, OH ocyLie-
CTB/ISIET YacTb NPOLLECCOB YNPaB/IEHNA MHLUMAEHTaMM 1 3anpocaMy Ha 06CnyXuBaHvue OT iMua BHYTPEHHEro nocTaBLunKa
ycnyr. XoTa ycnyramu noctaslwuka 1 nosb3yeTca BCA opraHusaums X, cornalleHne ¢ HUM 3ak/1io4mnn TONIbKO BHYTPEHHWI
nocTasLuK ycnyr. Tpu gpyrux noctasLimka He NpefocTaB/isaoT YCnyr, OTHOCAWMXCA k SMS.

PucyHok B.4 — CueHapuin 5. OnpegeneHne 06/1acT NpUMeHeHuns

B.4.2 MOXeT 1M BHYTPEHHUI NoCTaBLU UK yCNYT NPOAEMOHCTPUPOBATL COOTBETCTBIE CTAHAAPTY?

[a, ecnn BHYTPeHHWI A NocTaBLUUK YyCAyr cnoco6eH NpoaeMOHCTPUMPOoBaTh ynpaB/ieHne npoueccamu, KoTopble ocy-
LWeCcTBNAET Kak BHYTPEHHUI NOCTaBLUMK YCNyr, Tak U nocTaBwmK 1 (Hanpumep, Npouecchl ynpaBneHus uHuugeHTamu u
3anpocamu Ha 06CcnyxumBaHue).

B nokymeHTe MCO/M3K 20000-1 He npuBOoAMTCSA TpeboBaHWii 0 TOM, YTOObl KOHKPETHbIE AenapTameHTbl U PyHk-
LMoHanbHble 0TAeNbl OblNv BKOYEHbI B 061aCTb NPUMeHeHns SMS nnm nepeyncrieHbl B onpeaeneHuy o6nactu npuMeHe-
HUa. Cnyxb6a nogaepxkn npeacrtasnsaeT coboil yHKUMIO, a He npoLuecc, NO3TOMY BHYTPEHHEMY MOCTaBLUKY YCAYr He
06sa3aTenbHO pacnosaraTb cpeAcTBaMy ynpaB/ieHUA NepcoHasioM U NPOU3BOACTBEHHBIMU 0O6bEKTaMU NPU ayTCOPCUHTE
doyHKUMIA cnyx6bl noaaepxku. MocTaBLWmMK yCnyr 4O/MKEH pacnonaraTb cpeAcTBamu ynpas/ieHuss npoueccamu, KoTopble
ocyuiecTtensaeT yHKuns Cnyxba nognepxku.

[omKHbI MMeTbCA CBUAETeNbCTBa TOro, YTo OblNN onpefeneHbl Npouecchl, OcyLLecTBAAEeMble YHKUVOHAbHBIM
0TAEeNOM CNYXObl NOAAEPXKKM, aTakxKe 06/1aCTV B3anMOAENCTBUSA MEXAY 3TUM npoLeccammn Y oCTasibHbIMU KOMMOHEHTaM
SMS. NmetoTcA B BMAY Takne NpoLecchl, KOTOPbIE OXBATLIBAIT 3TV opraHusaLmn. HanpuMep, MOXHO onpeaenuTb npoLecc
ynpasAeHus UHUnAeHTammn 1 3anpocamm Ha o6cnyxumBaHne, 4Tobbl 06ecneyunTb cneaytoLline BO3MOXHOCTMK:

a) perucrtpaumus BCex MHLUMAEHTOB 1 3anpoCOB Ha 06CYXMBaHWE MO onpeAesieHHbIM yCyram;

b) KooOpAMHauusa npouenyp no ynpasneHWto NociefcTBUAMU UHLUMAEHTOB W 3aNpoCOB Ha 06CNYXUBaHWE Mexay
NoCTaBLLMKOM DYHKUUM CNYX6bl NOALAEPXKKA VU BHYTPEHHUM NOCTaBLLMKOM YCNYT;
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C) yHudMKaums No BO3IMOXHOCTH BCEX NPOLEAYP, KOTOpbIe onpeaensiioT permcTpaumnio, NpmopnuTn3aumio, nocnea-
cTBuA Ansa 6usHeca, knaccudukaumio, o6HoBNEHNe, 3ckanaumio, paspeLueHune u hopmanbHoOe 3aKpbiTUE BCEX MHUMAEHTOB
M 3anpocoB Ha 06CnyXnBaHue;

d) nocrosHHOe nHbopmmpoBanmne knueHTa D 0 xoae paspelleHns OTKPbITLIX MHLMAEHTOB M 3aMpocoB Ha 06cnyxu-
BaHue;

€) [JOCTYNHOCTb BaXKHON MHOpMaLmm Ansi BCEro NepcoHana, ocyLecTBNSAIoWEro NPoLece yrnpasneHns MHUMOEH-
Tamu 1 3anpocamu Ha obcnyxMBaHue. B yacTHOCTH, M3BECTHLIE OLWIMOKK, 3anucK O paspeweHun npobnem, u nidopma-
ums BI1 ynpaBneHus koHbUrypaumMsimm AOCTYMNHbI epCcoHany nepeoi NuHUK (Cny>x6a noaaepXku) n nepcoHany BTOpon u
TPETHEN NMUHUIA (BHY TPEHHWIA MOCTABLLVMK YCIYT);

f) BO3MOXHOCTb 06palLeHnsi BHYTPEHHETO NOCTaBLUMKA YCNYr K MHOPMAaLUMOHHBIM U YNpaBNEeHYEeCKUM oT4eTam
CNyx6bl NOAAEPXKKM, MOCKONbKY 63 HUX HEBO3MOXHO 9¢hEKTMBHOE yripaBNeHne Npoueccamm ynpasneHus ycnyr;

g) AOCTYNHOCTL Arsl BHYTPEHHEro NMOCTaBLUMKa ycnyr knveHta D Bcex 3anucent noctasBwmka 1 06 nHungeHrax,
3anpocax Ha obcrnyxuBaHue n npobnemax, KOTopble OTHOCSITCS K yenyram, npeaocTaBnaemMbiM knueHTy D.

B.4.3 Kak 6ygeTt chopmynupoBaHo onpegeneHne ob6nactn NpUMMEHeHNs ANA BHYTPEHHEro nocrasBluyMKa
yenyr?

Mpumep — OnpedeneHue ob1acmu NPUMeHeHUs MOoXxem umems cnedyroujuli eud:

SMS, noddepxusaroujas npedocmasneHue ycnyz knueHmy D co cmopoHbl 8HympeHHe20 nocmasujuka
ycnye opeaHusayuu X.

HecmoTpsi Ha To 4TO hyHKUMIO Cryx6bl NOAASPXKKM NPeaocTaBnsieT NOCTaBLWUK 1, Takoe onpeaenexHne obnactv npu-
MEeHEHUsA 6y,u,eT AonyctTuMbIM, €CIm BHyTpeHHMVI NOCTaBLWKWK yCInyr CoOXpaHwun ynpasneHne sceMu npoueccamm, cornacHo
TpeboBaHusim gokymenTa MICO/M3K 20000-1. Kak ykasaHo B nyHKTe 8.4.2 HacTosiWel YacTu ctaHgapta MCO/M3K 20000,
HanMeHoBaHue nocrtaBLluKa 1He AOOIMKHO ObITb BKIMI0YEHO B onpeagenexHve obnactu NnPUMEeHEHUA.

B.4.4 MoxeT nn noctaBlWKK 1 AEMOHCTPUPOBaTL CBOE COOTBETCTBME TPEOOBAHMAM, NOMNb3yACh TEMM Xe
cBugeTenbcTBamMmmn?

HeT, noctaBwmK 1 HE MOXET NPOA4EMOHCTPUPOBATL YNpaBieHUneM TeM e HabopoM NPOLECCOB, YTO U BHYTPEHHWI
NOCTaBLUK YCNyT.

B cueHapum 5 BHYTPEHHUI MOCTABLUUK YCIyr MOXET NPeAoCTaBUTb CBUAETENbCTBA, KOTOPbIE AEMOHCTPUPYIOT
ynpasneHve npoueccamm, TO eCTb YCryramm nocTaelymka 1, KotTopble NpegoCTaBNATCS BHYTPEHHEMY NOCTaBLUMUKY YCIyr
knveHTa D. MNocTaBlumK 1 He MOXeT MCNoNb3oBaTh Te Xe caMble CBUAEeTeNbCTBA MO TEM Xe cambiM npoueccam. Kak ykasaHo
B NyHKTE 4 HacTosAwen vyactn ctangapra MCO/MOK 20000, nocTaBWuK yenyr MOXeT NpOAeMOHCTPUPOBATL COOTBETCTBUE
gokymeHTy MCO/MOK 20000-1 TonbKo B TOM Criyyae, ecrnv OH BbINOnHsieT Bce TpeboBaHms. Tem He MeHee NocTaBWwmK 1
MOXeT onpeaenunTb, Kak CBOIO Lielb, 48MOHCTPaLMio COOTBETCTBUS B OTHOLLEHWUM YCNYT, NPeA0oCTaBnAeMbIX APYrMm opra-
HW3aumsaM. [ns aToro emy Heo6xoaMMOo NPOAEMOHCTPUPOBATH YNPaBNeHne NPoLeccamm, OCYLECTBIIAeMbIMA ANS APYrMX
opraHusauui. llocTaBliMK 1 MOXeT onpedenwTb, Kak CBOK LeNb, AeMOHCTPauWio COOTBETCTBUSI AOKYMEHTY
NCO/M3K 20000-1 B OTHOLWEHUM COBCTBEHHbIX BHYTPEHHUX NMPOLIECCOR (TO 8CTh TEX YCIyr M NPOLECCoB, KOTOpbIe Noaaep-
XuBatoT paboTy ero cobCTBEHHOro NnepcoHana).

B.5 CueHapwnii 6. AyTcopcuHr cbyHKUMIA nycnyr
B.5.1 UcxoaHas cutyaums

B cuenapuwm 6, nokasaHHoOM Ha pucyHke B.5, noctaswuk 2 ocywwecTtBnsieT dpyHkumio cnyx6ol nogaepxku. OH Takke
npefocTaBnseT yenyru ynpasneHusi NPUIoxXeHMaMn Ana cepBepHbIX cucTem knuenTa E. MNog ycnyramm ynpasneHvs npu-
NoXeHnAMU NoHUMaeTcs pa3paboTka, nogaepxka n o6cnyxMBaHue BCex NpUNoxeHni. NMocTaBwyk 2 KOHTPONUPYeT NPo-
LiecCbl, UICNOSb3yeMble 415 OCYLLECTBIIEHNS YCNYr yNpaBNeHns NPUNoXeHUsIMK.

BHyTpeHHMIA nocTaBWmnK YCNyr coxpaHsieT 3a co60i Bce acneKTbl ynpaBneHnsl MHppacTpykTyphbl, BKNoYan ynpaene-
Hve npoueccamu. B ynpasnenne nHcpacTpykTypbl BXOAUT NPOEKTUPOBaHWE W NTaHMPOBaHWe, pa3BepTbiBaHNE, 9KCNNya-
Tauusi M TeXHUYEeCcKasi nogaepxka MHPacTpyKTyphbl.

Tpu gpyrnx noctasLwmka He NPEAOCTaBNSAIOT YCNyr, OTHOCAWMXCS K SMS.
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PucyHok B.5 — CueHapwuii 6. OnpegeneHve 061actm NnpuMeHeHus

B.5.2 MOXeT 1 BHYTPEHHU NoCTaBL UK YCNYT NPOAEMOHCTPUPOBATL COOTBETCTBME CTaHAapTy?

[a. BcueHapum 6 B SMS BHYTpeHHEro nocTtasLiuKa yCnyr BK/IOYEHbI BCE NPOLLECChbl, HE06X0ANMbIe A5 BbINONHEHNS
Tpeb6oBaHuin gokymeHta NCO/M3K 20000-1 B pamkax NpefocTaBfieHNUst yCAyr ynpaBneHns nHQpacTpyKTypbl. B pesynbta-
Te 3TOr0 BHYTPEHHMWI MOCTAaBLLMK YCAYT MOXET ONpeAenMTb Kak CBOI LeNb AeMOHCTpaLmMio ynpasieHns BceMn Heob6xoau-
MbIMK NpoLeccaMmu. YCNyru ynpasieHns NpuNoXeHNIMn He A0/KHbI BKAOYaTbCcA B 06/1aCTb NpuMeHeHns SMS. OHu He
TpebyTca Ana Toro, YTobbl BHYTPEHHUI NOCTaBLLUK YCYT MOT MPOAEMOHCTpMUpoBaTs cooTBeTcTBMe MCO/M3K 20000-1.

B cueHapuu 6 Mexay BHyTPEHHUM NOCTaBLLMKOM YCYrM NOCTaBLLMKOM 2 A0/MKEH ObiTb 3aK/1H04YEH KOHTPAaKT, onpeje-
nsawwmii TpeboBaHns, yCTaHOB/IEHHbIE AN NOCTaBLMKa 2. Bo BpeMs OLeHKM BHYTPEHHWI NOCTaBLUKYCAYr O/MKEH ObiTbh
cnocobeH NpoAeMOHCTPUPOBaTh, YTO TAKON KOHTPAKT CyLLEeCTBYET 1 COAEPXUT TpeboBaHNs, yCTaHOBMEHHbIE A1 NOCTaB-
lwyKa 2. B kKoHTpakTe f0/HKHO OblTb ONMCAHO, Kak BHYTPEHHWUIA NOCTaBLLMK YCNYTr MOXET NPOAEMOHCTPUPOBAaTL yrpasneHme
npoweccamu, KOTOpble OCYLLEeCTB/IATCA NOCTaBLUNKOM 2 N BXOAAT B 061acTb NpUMeHeHns SMS BHYTPEHHero nocrasLmka
ycnyr.

BHYTPEHHUI NOCTaBLMK YCAYT Takke AO0/DKEH ObiTb CNOCO6EH NPOAEMOHCTPMPOBaTh, YTO MPOLECC ynpassieHus
NoCTaBLMKOB N €HUA NOCTaBLLMKOM 2. DKCNepT Mo OLeHke MOXeT noTpeboBaTb NpefocTaBuTb
cBuAeTenbcTBa 1 0 HanMuMKM npouecca ynpasfeHns NOCTaBLLIUKOB, a TaKkxke 06 ynpaBieHun npo-
ueccamu, ocyLy, TOpOHaMMK. 3TO MOryT BbITb TakMe 3anucu, Kak 3anpocbl Ha 06CNyXnBaHue, KOTo-
pble NoCTaBLUWK 2 nepefaeT BHYTPEHHEMY NOCTaBLYMKY YCYr. TeM He MeHee AN TOro YTo6bl BHYTPEHHWUIA NOCTaBLUKyCnyr
KnueHTa E mor npogemoHCTpuMpoBaTh COOTBeTCTBUE TpeboBaHuAM pokymeHta MCO/M3K 20000-1, apyrve CTOPOHbI
(BKNOYas nocTaBLMKa 2) He 0683aHbl BbINOMHATL 3TN TPE6OBaHUSA.

B.5.3 Kak 6ygeTt cpopmynmpoBaHo onpegesieHne o6aactv NpuMeHeHUs ANA BHYTPEHHero nocrasliMka
ycnyr?

Mpumep  OnpegeneHue o61acTV NPUMEHEHUA MOXET UMETb CEAYIOL NI BUA:
SMS, noazepxupatolLas npegocTae/neHne BCex YCNYr ynpaBneHusa UHgpacTpyKTypbl KNueHTy E co
CTOPOHbI BHYTPEHHET0 NOCTaBLMKa yCNyr opraHusaumnm X.

XOTA BHYTPEHHWI NOCTaBLWWK YCyr nepefan 4yacTb CBOel onepauuoHHOW AeATeNIbHOCTM U YCNyr NocTasLmKy 2,
onpegeneHne obnacT NpUMEHeHNss ocTaeTcsa AeNCTBUTENbHbIM. DTO CBA3AHO C TEM, YTO BHYTPEHHWUI NOCTaBLLUK YCIyr
pacnonaraet cpeAcTBamu ynpasfeHns BCeEMU npoleccamu ynpaBneHus UHpPacTpykTypbl.

B.5.4 MoxeT i nocTaBWMK 2 NpOAEMOHCTPUPOBATb COOTBETCTBME B OTHOLIEHUN BCEX YyCNyr, npegocTas-
naemblX KNNeHTy E?

MocTaBLWMK 2 MOXeT onpefennTb Kak CBOK Lefb AEeMOHCTpauuilo COOTBETCTBMA TpeboBaHMAM [AOKYMeHTa
MCO/M3K 20000-1 B OTHOLLEHWM YC/YT yNpaB/ieHUs NPUIOXKEHUAMN, BKIOYAsA ynpaB/ieHne OTHOCALWMMUCA K HAM npoL,ec-
camu. Ecnm noctaBLiuK 2 He MOXeET NPOAEMOHCTPUPOBATbL ynpaB/ieHne 3TUMU npoLeccaMu, OH MOXeT onpeaenuTb Kak
CBOIO Lie/lb leMOHCTPaL M0 COOTBETCTBMSA B OTHOLIEHWUMW APYTUX YCAYT, APYTUX KNTNEHTOB UM CBOUX COGCTBEHHbIX BHYTPEH-
HMX NPOL,ECCOB.
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B.6 CueHapuint 7. CNOXHbIn cnyyain ayTcopcuHra
B.6.1 WcxopHas cutyaums

Kak nokazaHo Ha pucyHke B.6, BHYTpeHHMII NOCTaBLLMK yCNyT knMeHTa F nepegasn Ha ayTCOPCUHT BHELHEMY NOCTaB-
LMKY 3 OYHKLMMN CNYX6bl NOAAEPXKKA, YNPaBeHNs MHQPACTPYKTYPbI U yNpaBneHus npunoxedusamu. Mpoueccsl ynpasne-
HUS MHUMAEHTAMM 1 3anpocamMu Ha o6CnyxuBaHue, a Takke ynpaBfieHuss npo6nem nepefaHbl Ha ayTCOPCUHT
nocTaBLvKy 3. KnveHT F caenan aTo AN Toro, YTo6bl M36exatb MHBECTUPOBAaHUS B MHCTPYMEHTa/IbHble CPeACcTBa, KOTo-
pble NOHaA06MNNCH 6bl er0 CO6CTBEHHOMY BHYTPEHHEMY NOCTaBLUUKY YC/YT.

Takxe KNMeHT F pewwnn usbexatb yuyacTusi pyKoBOACTBa, KOTOpoe Heo6xoAuMMO ANs TOro, 4To6bl BHYTPEHHMWI
NOCTaBLLVK YCNYT MOT OCYLLLECTBNATL 9 (PEKTUBHbBIV NPOLLECC ynpaBieHust KoHgurypaumsiMu. Kpome Toro, KNneHT F peLmn
MUHUMW3MPOBATL yYacTue PyKoBOACTBA B NPeAoCTaB/eHnn yCyru B paspelleHn npobaem v MHLUAeHToB. Takoe pelue-
HWe 6bINI0 NPUHATO AN TOro, YTOGbI HANPABUTL YCUNA PYKOBOACTBA HA MPOEKTHYHO AesTe/IbHOCTb.

Tpwv ApYrvx NocTaBLMKa, NOKa3aHHbIX Ha PUCYHKe B.6, He NpeAoCcTaBNSIOT YCYr, OTHOCALLMXCS K SMS.

PucyHok B.6 — CueHapwuin 7. OnpegeneHne 06/1acTn NpuMeHeHus

B.6.2 MOXeT M BHYTPEHHUI NOCTaBLLMK YCNYT NPOAEMOHCTPMPOBATL COOTBETCTBUE CTAHAAPTY?

Hilet. MonbiTKa n3bexaTb MHBECTUPOBAHUA B UHCTPYMEHTa/IbHble CpeCcTBa He ABNAETCA NPensaTcTBUEM A8 eMOH-
cTpauun cooTBeTcTBUS TpeboBaHuam MCO/M3K 20000-1. Tem He MeHee B CLEeHapumn 7 BHYTPEHHWIA NOCTaBLMK YCNYT He
HeceT NPSIMOI OTBETCTBEHHOCTU 3a HEKOTOPbIE NpoLecchl, Tpebyemble cornacHo gokymeHty MCO/M3K 20000-1, v He pac-
nonaraeT cpefcTBaMu ynpaB/ieHUA UMW.

OfHaKo B 3TOM CLeHapuy CNOXHOCTb 3aK/i04aeTcs He TONIbKO B TOM, YTO OpraHu3auns He BbINO/IHAET Tpeb6oBaHus ¢
TOYKM 3pEHMA NPOLLECCOB yNpaBAeHns UHUnAeHTamMmmn 1 3anpocamMmu Ha o6cnyxmnsaHme, npobnemamm n koHdurypaumsamu. B
nokymeHte MCO/M3K 20000-1:2011 npuBoaAaTca TpeboBaHUA 0 HEOOGXOAUMOCTU ynpaBfieHUst 06/1acTaMyM B3auMoaei-
CTBUA MexXAy npoueccamu, atakxe 06 atpheKTMBHOM UHTErpaLmm npoLeccos. STOT BONPOC Takxke 3aTparnsaeT Takme nNpo-
Leccbl, Kak ynpasfieHVe W3MEHEeHUsMU W ynpaBfieHWe penv3amu U pa3BepTbiBaHWEM, KOTOpble TECHO CBSi3aHbl C
npoueccamu, nepegaHHbIMU Ha ayTCOPCUHT.

Camoe cyLLecTBEHHOe NpensATCTBME K TOMY, YTOObl 3TOT BHYTPEHHWI NOCTaBLLUK YCYT MOr NPOAEMOHCTPMPOBaTh
COOTBETCTBME TPeboBaHMAM, 3aKN10YaeTCA B NPUHATOM peLleHn MUHUMU3NPOBAaTh yYacTue pykoBOACTBA B yNpaB/ieHun
ycnyramu. MNpsiMbIM pe3yibTaToM CTaso To, YTO BHYTPEHHMUI NOCTaBLLUK YCYT HE MOXET BbINOIHWUTL PSif OCHOBHLIX Tpe6o-
BaHuii. B pokymeHte MCO/M3K 20000-1 npuBOAMTCA MHOXECTBO TpeboBaHWU, KOTOPble HEBO3MOXHO YA0BMETBOPUTD,
€C/IN HeNb3SA NPOAEMOHCTPMPOBATL YHacTue M 0OTBETCTBEHHOCTb PYKOBOACTBA, a Takke NPpMopuTn3aumio ynydweHumsa npo-
LeccoB. Bbiclee pykoBOACTBO AO/IHKHO TakKe HECTV OTBETCTBEHHOCTb 3a KAYeCTBO YCNYIN.

OTOT BHYTPEHHMU NOCTaBLLUK YCNYT MOXET NPOAEMOHCTPMPOBAaTb YNpaB/ieHne TONIbKO HEKOTOPbIMU 13 NPOL,ECCOoB,
yKasaHHbIX B fokyMeHTe MCO/M3K20000-1, 1 He B COCTOSIHAM BbINOJ/IHATL MHOrMe TpeboBaHus. B Taknx o6¢cTosiTeNnbCTBaxX
nokymeHT MCO/M3K20000-1 He NnpMMEHNM K3TOMY BHYTPEHHEMY MOCTaBLUKY ycnyr. Cutyauynsi He usmeHumnach bbl faxe B
TOM cfy4dae, ecnn 6bl BHYTPEHHWI NOCTaBLUUK yCNyr uMmen 3 pekTUBHbIA NpoLecc ynpasaeHns nocTasLmkamu.

XOoTA 3TOT BHYTPEHHWIA NOCTaBLUMK YC/YT W HE B COCTOSSHAM BbINO/IHUTL BCE TpPebOBaHUA, [OKYMEHT
MCO/M3K 20000-1 MOXeT ncnosib3oBaTbCA A/15 NOCTAHOBKM 3a4a4y B TEX NpoLeccax, Haf KOTOpbIMY BHYTPEHHWIA NOCTaB-
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LMK YCAYT COXpaHUn ynpaeneHne. Kpome Toro, ero MoXHO MCNo/b30BaTh AN onpefeneHns Tpe6oBaHuii K nocTasLukam,
BK/IloUast nocTasuiuka 3.

B.6.3 M 0QleMOHCTPUPOBaTL COOTBETCTBME TPEBOBAHUAM?

B cueHa yaeT 3a BCce NpoLecchl ynpaBfeHus ycnyr (ans ycnyr ynpaeneHus o6nayHoit
MH(PACTPYKTYPbI U yNpaBieHUst NPUNOXEHUsIMU), NpefocTaBnsieMbiX KNUeHTy F. B pe3ynbTare 3T0ro noctaBLymK 3 MOXeT
onpefenuTb, Kak CBOK LEfNb, AEMOHCTPALMIO YNpaBieHNs BCEMU HEO6X0ANMbIMU npoLeccaMn Ansi YCnyr, CBA3aHHbIX €
061a4YHON MHGPACTPYKTYPOIA.

MocTaBLLUK 3 TaKkkKe MOXeT pacnonaraTb CBUAETENbCTBAMU COOTBETCTBUSA TPe6GOBaHNSIM BHE 3aBUCMMOCTM OT TMna
npefocTaBasieMblx ycayr (061a4Hble Un TpagULNOHHLIE).

B.6.4 Kak 6yneT cdhopMynupoBaHo onpeaeneHne o6aactv npuMeHeHnsa Ansa nocrasuimka 3?

Mpumep  OnpegeneHvie 061acTU NPUMEHEHUS MOXET UMETb C/EeAYIOLW N BUL:
SMS, noaaepxuBalowas npegocTaeneHne BCeX YyCNYyr ynpaBneHus MHpPaAcTPYKTYpbl M ynpaBneHus
NPUNOXEHUAMMN KNMEHTY F cO CTOPOHbI NOCT aBuLMKa 3.

B.7 CueHapwuin 8. lMocTaBLWWK ABNSAETCA OLHOBPEMEHHO BHELWHUM Y BHYTPEHHUM NOCTaBLLUKOM YCAYr
B.7.1 WNcxopHasa cutyaumsa

Ha pucyHke B.7 npeacTaBs/ieH cLeHapuii, B KOTOPOM BHYTPEHHWIA NOCTaBLLWKYCAYT kaMeHTa G NpoAeMOHCTpUpoBan
cooTBeTcTBME TpeboBaHuAM gokymeHta NCO/M3K 20000-1 B OTHOLWIEHUN YCayr ynpaBneHus nHdpacTpykTypbl. C aToi
LeNblo BHYTPEHHUIA NOCTaBLLMK yCayr NPOAEMOHCTPUMPOBAN ynpasseHme TeMy npoueccammn UM 4yactaMum nNpoLeccoB, Ocy-
LecTBASEMbIMY NOCTaBLLMKOM 4, KOTOPble OTHOCATCA K ero CO6CTBEHHOM SMS 1 ycnyram ynpaBneHus MHpacTpyKTypbl.
Ciofia BXO4AT M NPoLEecchl, UCnonb3yemble ANA NpefocTaBneHUs yenyr cnyxo6bl nogaepxki. Tpu Apyrnx noctasBLlimka He
npegocTaBAT yCnyr, OTHOCAWMXCA k SMS.

MocTaBWwuK 4 Tenepb onpegenus, Kak CBOKW Uefb, AEMOHCTPAUMI0O COOTBETCTBUSA TpeboBaHUAM [OKyMeHTa
MCO/M3K20000-1, nOCKONbKY HECKO/IbKO OpraHu3aLuii-kMMeHToB 0603Ha4YMAN 3TO YC/I0BME B CBOMX MPUTrNaLlleHnaxX KTop-
ram.

PucyHok B.7 — CueHapuin 8. OnpegeneHune 06/1acTn NpuMeHeHus

B.7.2 MoXeT 1 NnocTaBLiMK 4 NPOAEMOHCTPUPOBATL COOTBETCTBME Tpe6oBaHNUAM?

[a, npu cobnogeHny onpeeneHHblX YCNoBUiA 3T0 BO3MOXHO. MocTaBLUK4 He MOXET AEMOHCTPUPOBATb COOTBET-
cTBUe TpeboBaHNAM, NCNONb3YS Te NPOLECCHI UM YacTu NPOLECCOB, KOTOPbIMU yNpaBaseT BHYTPEHHN NOCTaBLLNKyCNyr
(pucyHok B.7).

Tem He MeHee BHYTPEeHHWI NnocTaBLWK yCayr knneHta G npoAeMOHCTPMPOBas COOTBETCTBME CBOEN COOCTBEHHOM
SMS TO/1bKO BOTHOLLEHNN NPeAOoCTaBeHNS yCNYr ynpaBieHnsa nHpacTpyKkTypbl. Takum obpasom, ecnvm nocTasLynk4 cno-
cobeH NpoAeMOHCTPUpPOBaTb ynpaB/eHne npoueccamm, UCNOMNb3yeEMbIMU AN YCAYT yNpaBAeHUsa NPUNoXeHNsMNU, T0 OH
MOXEeT onpeAenunTb, KAKCBOIO Lefb, AEMOHCTPALNI0O COOTBETCTBUA TPe60BaHMAM B OTHOLLEHUKN 3TUX nNpoueccos. B Bonpo-
cax pasfIMyHbIX NCNOb30BaHW O4HOMO M TOrO Xe npouecca Ao/MKHA BblTb ACHOCTb. KakykasaHo B NyHKTe 6.7.2 HacTosLewn
yactu ctaHgapta MCO/M3K 20000, He06Xx04MMO Hannune OTAEe bHbIX 4OKYMEHTOB M 3anucei no KaxaomMy Mcnosib3oBa-
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HU. TocTaBLWMK 4 Takke MOXET onpefennTb, KaKCBOK Lefb, AEMOHCTPALNIO COOTBETCTBUSA B OTHOLUEHWUW yCnyr, npe-
[0CTaBNAEeMbIX APYTUM KIVEHTaM UM CBOe COGCTBEHHONW opraHm3aunu.

B.7.3 Bonpochbl Leno4ykn nocTtaBoK: NOCTaBL UK 4 KAK BHYTPEHHUI U BHELHWI NOCTaBLWWK YCYr O4HOBpe-
MEHHO

B onpefeneHHbIX OTHOLEHUAX CLeHapuin 8 NOX0oxX Ha cueHapuii 6. TemM He MeHee cLeHapuii 8 HarNa4HO AeMOHCTPYU-
pyeT, noyemy npu onpegeneHun obnactm npuMeHeHns SMS Heo6xo4UMO NOHUMAaTL CTPYKTYPY LEenoykn noctaBok. oaTo-
My Ha pucyHke B.8 nokasaHa HoBas Bepcusi cxeMbl B.7. MoctaBwumk 4 (pucyHok B.8) BxoauT B cocTaB 60/1€ee KpynHOi
opraHusauum V. Ha npegpbiayuieli cxeme 3T0 OTPaXKeHO He 6bIso.

YacTb opraHusauumn V SiBiseTca BHELHUM NOCTaBLLMKOM YCAYr N0 OTHOLIEHMIO K KNMeHTy H. 3Ta yacTb opraHum3a-
U V Takke ABNAeTCA BHELHUM NOCTaBLLMKOM YCAYT MO OTHOLEHMWIO K APYTUM K/IMEeHTaM, a no OTHOLIEHUIO K BHYTPEHHUM
nonb3oBatensm opraHusaumm V — BHYTPEHHUM NOCTaBLLMKOM YCAyr. 3TO TOXEe OTPaXeHO Ha pucyHke B.8.

PucyHok B.8 — CueHapuin 8. IameHeH. BknoyaeT nocTaslmka 4, BXOASLEro B COCTaB opraHusauumn V

YacTtu opraHusauuv V Heo6XoaumMo onpeaennTs v oprainsoBaTe SMS (Bktouas fonycTuMoe onpegeneHue ob6nac-
TV NPUMEHEHNA) ANA YCNyr, NpefocTaBisgeMblX KAneHTy H. OnpeaenexHne 061acTv NpUMEHEHU AO/MKHO BKOYATb TO/TbKO
Te ycnyru, B OTHOLIEHMMN KOTOPbIX BLINOJTHSOTCS BCE Tpe60oBaHWs U NPpoAEMOHCTPMPOBAHO ynpaBfieHme npoueccamu. Ecnm
3Ta YacTb opraHmsaumu V He B COCTOSIHUM NPOAEMOHCTPUPOBAThL yNpaB/ieHne npoueccaMmu Ans ycniyr, npeaocTaBnsemMblx
BHELLHUM Kfne UTb Kak CBOIO Lieflb — CAenaTtb 3To 415 YCNyr, NpefocTaBNsieMbIX BHYTPEHHUM
nonb3oBaTensam

B.7.4 Kakb6ypeT cchopmynupoBaHo onpegeneHne o6nactu npuMeHeHuna Ana opraHusauum V, asnsiwuieincs
nocrtaswukom?

MpuBeAeHHbI HWXe Npumep onpedeneHns o61acTi NPUMEHEHUS OTHOCMTE/IbHO NPOCT. MOCKO/bKY hakTUuecku
oKasblBaeMble YCyru MoryT U3MEeHUTLCS, TO BMECTO TOro YTo6bl NUCaTh «YCNyrn», 06bIYHO PEeKOMeHAyeTcs ykasaTb nepe-
ueHb KOHKPETHbIX yC/yr. TeM He MeHee 3[leCb Mbl €ro ONyCTU/IM, MOCKOJIbKY onpeaesieHne 061acTv NpuMeHeHus sSBnseTcs
Wb NPYMEPOM.

Mpumep  OnpepeneHne o6nacTyW NPUMEHEHNA A8 opraHusaunn VMoxeT 661 Tb CPOPMYIMPOBAHO cie-
AyOWUM 06pas3om:

SMS, noagaepxusatollas npefocTasB/ieHne BCeX yCNyr KNMeHTY Hco CTOopOoHbl opraHnsauuu V.

Korpga ncnonb3yeTcs BblpaXxeHne «Bce YCnyru», Heob6xoamMmo yaensatb ocoboe BHMMaHMe TOMy, YTO6bl onpegene-
HVe 06/51acTn NpPUMEHEHNA He BBOAMMNO B 3abnyxaeHue. Ecnv nepeyeHb npefocTaBAseMbIX YCNYTr U3MEHUTCS, AO/HKHA
6bITb M3MeHeHa U SMS (HanpuMep, B YacTu KaTasnora ycnyr). 1o TpeboBaHue Takxke onvcbiBaeTcs B NyHKTe 6.5 HacTosALwel
yacTtu ctaHgapta MCO/M3K 20000.

MockonbKy BOMNpeaesieHnmn ykasblBaeTcs KIMEHT H, CTAaHOBUTCA ACHO, 4TO 06/1aCTb NPUMEHEHU SMS He BK/lo4YaeT B
cebs knmeHTa G, ApYruX KNNEHTOB U BHYTPEHHUX NOMb30BaTene.

B aToM npumepe nogpasymeBaeTcs, YTO B onpefenieHne 061actu NpUMEHEHUs BKIOYEHbI BCE MECTOMNOJIOXKEHMS,
NOCKO/IbKY B HEM HET yka3aHuii Ha reorpaduio uam mecTtononioxeHve. Ecnv 310 He COOTBETCTBYET AENCTBUTE/IbHOCTH,
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AOJDKHbI ObITb BK/HOUYEHbI SIBHblE yKasaHua Ha MecTOomnosioXeHusa. Ecnu nepcoHan nocrasLmka ycnyr HaxoguTcsa BO BCEX
MEeCTONO/T0XEeHNAX, OOJIKHO ObITb YKa3aHO «BCE€ MECTOMOJTIOXEHNA».

B.8 CueHapuii 9. CnoxHble Lenoyky NnocTaBoOK M ynpaB/eHne npoyeccamm
B.8.1 WcxopgHasa cutyauus

Ha pucyHke B.9 nokasaHa 60see cnoxHas Leno4vka noctasok. MocTaBLLUKyCAyr, KOTOPbIA OAHOBPEMEHHO SABNAETCA
1 BHELLHUM, W BHYTPEHHUM, BXOAMT B cocTaB opraHm3saumm W. OH cnoco6eH BbINOMHUTL Tpe6oBaHMA TONbKO 47151 HEKOTO-
pbIX NpoLeccoB, 0603Ha4YeHHbIX B 4oKyMeHTe MCO/M3K 20000-1, npn paboTe ¢ BHEWHUMM kKnneHTamm K, Ln M.

OpraHunzaumsa X OpraHuzaupsa Y [pyrve opraHuzaumm

KnueHt K 1 1 KnneHt L 1 1 KnueHt M

OpraHuzauua W

BHewHWiA nocTaBwuK ycnyr ans kameHToB K, Lu M

BHYTPEHHUI# MOCTaBLUVK YCAYT A/1S1 BHYTPEHHNX ng’ﬂggg;?gﬁ”
nonb3osarenei
Beaywmia
[MocTaBLUKMK
L 1
[MocTaBLUmK [MocTaBLUmK [NocTaBLmK

no cyénogpsgy Mo cyénoAapsgy — no cyénoapsigy

PucyHok B.9 — CueHapwuii 9. OnpegeneHne 061act npuMeHeHuns 9

B.8.2 MoXeTnunocTaBlWUKycnyr onpegennTb 061acTb NPUMEHEHUs, NpUemMaemMyto Ansa cepTudukaymm?

HeT, ecnu o6nacTtb NnpumeHeHns SMS OTHOCUTCSA TOJSIbKO K ycnyram, NpefocTaBfisieMblM BHELWHUM KneHTam. 370
CBA3aHO CTEM, YTO, KaK ykasaHo Bbllle, 061acTb NPUMEHEHNS B OTHOLLIEHUWN BHELLHUX yCNyr oTBevaeT TpeboBaHUAM He Ans
BCEeX MpoLeccos.

Tem He MeHee MOCTaBLUUK YCYT MOXeT onpeAesiTb AONYyCTUMYI0 061acTb NPpUMEHeHUs Ansa ceoein SMS kak BHyT-
pPEeHHWIA NoCTaBLMK YCNAYr, €C/n ero COOCTBEHHble BHYTPEHHWE YC/yrM COOTBETCTBYIOT TpeboBaHMAM [AOKYMeHTa
MCO/M3K20000-1. BaTtom cnyyae BonpegeneHnm o6a1actm npuMeHeHUs 4OMKHO ObITb ACHO YKa3aHo, YTO OHO OTHOCUTCSA
K NpefoCcTaBNeHNI0 BHYTPEHHUX YCAYT.

CueHapuin 9 BO3MOXEH B TeX C/yyasx, Korga noctaBLiMKyCyr npefocTaBaseT BblICOKOCneLnann3npoBaHHble yeny-
M BHELWHMM KnueHTtaMm. Kpome Toro, OH BO3MOXEH, Korga nocTasL/K YCNyr pewwnn BHECTN YCOBEPLLEHCTBOBAHNS B SMS
ONA BHYTPEHHUX KNNEHTOB, Nepej TemM Kak BHeApPATb YCOBEPLUEHCTBOBAHNS A1 BHELIHNX KMEHTOB.

Korga uenoyka nocTaBoOK OT/INYAETCA BbICOKON CMOXHOCTLIO, Kak B cLeHapuu 9, To BO3MOXHa cnabas yHudurkaumsa
Mexay ycnyra WeHTaMu, 1 ycnyramu, cornacoBaHHbIMW C nocTaslumkamu. Hanpumep, ecnu
nocTaBLLKK yCn ble XapakTepuCTMKN YCNYrn ¢ NoCTaBLLMKaMu, KOTOpPble HE COOTBETCTBYIOT Liene-
BbIM XapakTepucTuKam YCyr, COrlacoOBaHHbIX C KiMeHTamu. MNocTaBLnK YCAyr 4O/KEH NMPOBEPUTbL 3TO M UCNPaBUTL Ha
paHHMX 3Tanax NNaHoBbIX yCOBEPLUEHCTBOBAHMWIA, MOCKONbLKY cnabas yHudrkaLma MmoxeT cTaTb NPenaTcTBUEM A9 EMOH-
cTpauun cooTBETCTBUSA TPEOGOBAHUAM.

B.8.3 Kak6yaeTcopMynmpoBaHo onpegeneHne 061actv NpUMeEHEHNA 41 BHEWHEro NocTaBLUuKka ycnyr?
Mpuemnemoe onpegenexHne o61acTyi NPUMEHEHUs 415 NOCTaBLMKa YCAYT, Korga OH BbICTyNaeT B KAYeCTBE BHYT-
peHHero nocTasLivka ycnyr Ana opraHmsaumu W, npuBoauTcst B CneayoeM npuvepe:

Mpumep Ecnun Bce npouyecchbl, 0603HayYeHHble B gokymeHTe MCO/M3K 20000-1, ocyuw,ecTBAAKTCSH, TO
onpegeneHne obnacTu NpUMEHEHUS MOXeT UMeThb CneayoLwmnii BUa:

SMS, nogaepxuBatwas npejocTaB/ieHNe BCEXYCNYT BHYTPEHHUM NONb30BaTE/1AM CO CTOPOHbI opra-
Husaunm W.
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B.9 CueHapuin 10. OnpegeneHne o6s1acTv NPUMEHEHMNSA
B.9.1 WNcxopHas cutyauus

Ha pucyHke B. 10 nokasaHbl ABa BHELIHMX MOCTaBLUMKA YCYT, KOTOpble SABMAITCA NoCTaBLMKammn o1s BHYyTPEHHEro
nocTasLmka ycnyr knvenTta N. Takas CTpyKkTypa opraHm3oBaHa noToMy, 4to KnmeHT NixenaeT MMeTb KOMMJIEKCHOE peLle-
HWe Ha ayTCopCuHre.

B3anmopelictBoBaTb € kKNMeHTOM N BHellHMe nocTaswuku ycnyr A n B ctanm HegaBHo. O6a BHELWHWUX NOCTaBLnKa
yCnyr paHee NpoAeMOHCTPUpPOBasiK COOTBETCTBME TpeboBaHUAM gokymeHTa MCO/M3K 20000-1 B kauecTBe NOCTaBLLNKOB
ycnyr Apyrum knveHTtam. Tenepb UM 060MM HEO6X0AMMO NPOAEMOHCTPUPOBATL COOTBETCTBME TPEOOBAHUAM AOKYMEHTA
MCO/M3K 20000-1 cTOYKM 3peHNs yCayr, NpefoCcTaBsieMbIX BHYTPEHHEMY NMOCTaBLLMKY YCAYr KneHTa N, He no3gHee Yem
Yyepes ABa roga c MOMeHTa NoAnNncaHnsa KoHTpakTa.

PucyHok B.10 — CueHapuin 10. OnpegeneHune o6nactm npumMeHeHus

B.9.2 MOXHO Nu onpeaenuTb NpuemMsieMyo o061acTb NPUMEHEHUS A8 YCNyr, NpefocTaBNgeMblX KITNeH-
Ty N?

970 byaeT 3aBUCETb OT 0COGEHHOCTEN B3anMOAENCTBMA (CM. HUXKE).
B.9.3 YerTbipe BapuaHTa cueHapusa 10

B.9.3.1 CueHapuin 10a

Ecnn ynpasneHue npoueccamu no MCO/M3K 20000-1 6bi10 nepefaHo Ha ayTCOPCUMHI BHELWHUM MNOCTaBLMKaM
ycnyr A v B, To Kaxablli U3 HUX (U1 OHY 06a) MOXEeT onpeennTb KakCBOI Lieslb AEMOHCTPALLNI0 COOTBETCTBUSA Tpe6oBaHM-
am gokymeHta MCO/M3K 20000-1.

B TakMx 06CTOATENbCTBAX Ma/IOBEPOATHO, YTO BHYTPEHHUI NOCTaBLUMK ycnyr kKnneHTa N Takxe CMOXeT NpoAeMOH-
CTpupoBaTb COOTBETCTBME TpeboBaHMAM AokymeHTa NCO/M3K 20000-1. OgHako BHYTPEHHWIT NOCTaBLUMK YCNYr MOXeT
NONOXUTbCA Ha COOTBETCTBUE 3TUM TPEOOBAHNSAM CBOMX BHELUHWUX MOCTABLLMKOB yCiyr A u B. BHyTpeHHeMy NocTasLuKy
ycnyr cnegyet pacCMOTpeTb BO3MOXHOCTb paboThbl B KAYeCTBE rpynnbl ynpaB/ieHns NocTaBLlMKoB. KpoMe Toro, BHyTpeH-
HWIA NOCTaBLLUK YCNYT MOXET pPeLnTb, YTO Apyrue cTaHAapTbl Nyylle eMy NoAX0AAT A1 ynpaB/ieHUs NoCTaBLLINKOB.

B.9.3.2 CueHapwuin 10b

Ecnn BHYTpeHHWIA NoCTaBLMK yCyr coOXpaHua ynpasneHune npoueccamm no MCO/M3K20000-1, moxeT onpeaenntb
KaKCBOI LeNb AEMOHCTPaLM0 COOTBETCTBUA TpeboBaHMAM gokymeHTa MCO/M3K 20000-1. CnegoBaTesibHO, B CUEHa-
pun 10b HW OAMH U3 BHELLIHUX NOCTABLLMKOB YC/Yr HE MOXET NPOAEMOHCTPUPOBAaTL COOTBETCTBME TPEOOBAHMAM B OTHOLLE-
HUM ycnyr, npegocTasBisemMblix KaveHTy N. 3To 06CTOATENbLCTBO He 3aBWCUT OT TOro dhakra, 4To COOTBETCTBUE
Tpe6GoBaHUSIM MOXET GbITb YC/IOBUEM KOHTPaKTa Ha ayTcopcuHr. Kpome Toro, Takoii noaxof He npeacTaBnsieT coboid ayT-
COPCUHI KOMM/IEKCHOTO peLleHns, 4ero xoten p[ob6utbca knueHT N (NyHKT B.9.1 HacToAuweil uyactm craHgapTta
MCO/M3K20000).

B.9.3.3 CueHapwuin 10c

Ecnn 06a BHELWHNX NOCTaBLUMKa YCyT He3aBUCMMO APYT OT Apyra BbINONHAKT Tpeb0oBaHUs, ykasaHHble B JOKYyMEHTe
MCO/M3K 20000-1, To 06a OHM MOTyT ONpeAennTb, KAKCBOK LeNb, LEMOHCTPALNI0 COOTBETCTBMSA TPEOOBAHNAM 4OKYMEH-
Ta NCO/M3K 20000-1 B OTHOLWIEHMM ycnyr, npegocTaBnsemMbix KnneHTy N. 18 3TOro Kaxablii U3 HUX AO0/DKEH ynpaBnaTb
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npowueccamm camoCTOATE/IbHO U He3aBUCUMO OT ApYroro. 3T0 BO3MOXHO, €C/IN KaXAblii BHELIHWI NOCTaBLMK yCAYyr OTBe-
YyaeT 3a pasHble ycnyrn. Hanpvmep, BHEWHWA nocTaBLuk ycnyr A npegocTtasnset ycnyrn UO/J, a BHELWHWA nocTaBLLnK
ycnyr B — ycnyrn nHdpacTpyKkTypbl 415 CETU U HACTOJ/IbHbIX CUCTEM. B 060MX ciydyanx BHELWHVM NOCTaBLLMKaM yCayr Tak-
Xe HeobxoAMmMO NpPOoAEMOHCTPUPOBAaTL yrNpaB/ieHne npoueccamu, KOTopble OCyLWecTBAAET KaXAbli U3 X COOCTBEHHbIX
NOCTaBLLNKOB.

MHOXeCTBO 40roBOpPOB 06 0OKaszaHUU yCayr nogpasymMmeBatoT yHacTue HECKOTbKMX MOCTaBLLMKOB, MPUYEM OAMNH N3 HUX
CTaHOBUTCA BeAyL MM NOCTaBLUMKOM, a OCTaslbHble — NocTaBLMkamun no cyénogpsgy. O6 aTom roBopuTcs B NyHkTe B.2.3
HacToslWwero ctaHgapTa. B Takux o6¢cToATeNbCcTBax 0653aHHOCTM BeAyLUNX NOCTaBLLMKOB A0/MKHbI OblTb AICHO Onpeaene-
Hbl, XOTS HAUMEHOBaHWe BeAyLlero nocTaBLLnKa He MOXET BbiTb BK/IIOYEHO B onpegeseHne 061actu NpuMeHeHus.

HV 0MH 13 3TNX BHELLHNX NOCTaBLLMKOB (A 1 B) HE CMOXET BbINO/IHUTL BCE TPE60BaHUS, ECNN KaXAblli N3 HUX ynpaBns-
€T HEKOTOPbIMM U3 MPOLECCOB, YKa3aHHbIX B fokymMeHTe MCO/M3K 20000-1. Hanpumep, ecnv BHELWHUA NOCTaBLWMK ycyr A
ynpasnseT npoueccamn npegocTasB/ieHns YCayr, a BHELWHWA NOCTaBLUK yCyr B — Bcemu ocTasibHbIMU NpoL,eccamm.

B.9.3.4 CueHapwuii 10d

Bce Tpu 3TV nocTaBlMKa yCnyr MOryT onpefennTb, Kak CBOK Leflb, 4eMOHCTPauuio CoOTBETCTBMA TpeboBaHMAM
nokymeHTa MCO/M3K 20000-1, ecnu Kaxablii MOCTaBLUK YCYyr NpeAoCcTaBsieT pasHble YCAyrn, OCyuwecTBAsSeT pasHble
npowecchbl 1 UCnonb3yeT pasHble SMS. Tak, 3T0 MOXeT 6bITb yCnyra ynpaBieHns HacTO/IbHbIMW cucTemamu, ycayra ynpas-
NleHNa NPUNOXEHUAMU 1 yCayra ynpasrieHusa ceTaMmu. Tem He MeHee B cueHapuu 10d Bce Tpu nocTaBLLMKa yCnyr ocylie-
CTBAAIOT OAWH Y TOT )€ Habop NpoLeccoB, MO3TOMY HUA OfMH U3 HUX HE MOXET NPOAEMOHCTPMPOBaTh ynpaB/ieHne Bcemu
3TUMU npoLeccamu.

B cueHapumn 10d H/ OAUH M3 TPEX NOCTaBLLMKOB YCNYr He MOXET NPOAEMOHCTPUPOBaTL COOTBETCTBME TPeb6OBaAHMAM
nokymeHta MCO/M3K 20000-1. CueHapwuii 10d, BEpOATHO, UAAKCTPUPYeT HEIWEKTUBHLIV NOAXOA K NpefoCTaB/IeHUI0
yCnyr n3-3a gy61mpytowmxcs 4eicTBUin 1 BO3MOXHbIX HelopasyMeHWiA.

B.10 CueHapuin 11. N3mMeHeHUe napameTpoOB M yBe/IMYEHNE KOTMYECTBA MECTOMNO/TOXEHWNNA

B.10.1 WcxopgHas cutyaumsa

Ecnu obnactb npuMeHeHnss SMS yBennunBaeTcs, onpegenieHve 061actv NpUMEHeHUs A0/MKHO 6biTb NPOBEPEHO U
npv Heo6XxoANMOCTM NepecMoTpeHo. KakonuncaHo B nyHkTax 6.5 1 6.6 HacToswen yactn ctaHgapta MCO/M3K20000, ans
3TOr0 MOXeT noTpeboBaTbCA BHYTPEHHWUIA ayauT U, BO3SMOXHO, MOBTOPHbIA CEPTUIUNKALMOHHbIA ayauT.

B.10.2 CueHapuun n3MeHeHuUs o6nacTtn NnpuMeHeHus

Ha pucyHke B.11nokasaH cueHapuii 11, B KOTOPOM 06/1aCTb NPUMEHEHMNS YBENNYEHA.

OpraHuzauusa X OpraHunzauumsa X
Knuent P Knuent P
MecTonosnioxeHve 1 MecTonosnoxeHve 1

o |

I 1

T MecTtononoxeHue 2 I!/IlMeCTOHOHO)KeHVIe 3 ;ll\ MecTononoxeHue 4 i

Jnnnvmn. 1_ *_é J
[*-0 i n | ¥k 4

1 i 1—-0 Iock

1 i X .

= 1—*-- 1i-a
_— MecTononoxeHune 28
MecTononoxeHune 29 MecTononoxeHune 30

[MocTaBLmK [MocTaBLmK

no cyénoapsay no cyénoapsay

PucyHok B.11 — CueHapuit 11. Onpegenenune 061actm NpUMeHeHns
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B.10.3 UcxogHnaa o6nactb npumMmeHeHna anAa cueHapva 11

Ha pucyhke B.11 nokasana cutyauums anst knueHta P. KnveHT P nonaraer, YTo KOMMNMEKCHbIA ayTCOPCUHT OTBEYaeT
noTpebHOCTAM ero NPeanPUATUS, NOCKONbLKY KNUEHT P B 3TOM cnydvae CMOXeT yaensitb 60nblie BHUMaHUS BXHEN LM
npobnemam ceoero 6usneca. B cuenapum 11 knneHT P 0co3HaeT, 4To AenerMpoBas yrnpagsrieHue npoueccamm, Kotopble
OCYLWECTBNAIOT APYrne CTOPOHbI, OH HE CMOXET BbINONHATL TpeboBaHnums, ykasaHHble B gokymeHte MCO/M3K 20000-1.
Takum o6pasom, knueHT P npeanoxun CBOMM NOCTaBLMKam NPOAEMOHCTPUPOBaTh COOTBETCTBUE ITUM TpeGoBaHuAM B
Te4YeHUe YyCTAaHOBNEHHOrO BPEMEHN C MOMEHTA NOoANUCAHNA KOHTPaKTa. BHelwHWIA NocTaBLWwmK yenyr npoAeMoHCTpUpoBan
cootBeTcTBUE TpebosaHnAm aokymenta MCO/MOK 20000-1 3a TOT cpok, KOTOphIM TpeboBancs cornacHo KOHTPakTy C
KnueHTom P.

B neeomnvacty pucyHka B. 11 nokasaHo ncxogHoe coCcTosHue, B NpaBoil — COCTOsIHME Yepe3 Tpurozaa. B nesoiivactm
PUCYHKa BUOHO, YTO BHELHWUIA NOCTAaBLLUMK YCIYr NpegocTaBnsaeT KOMMNEKCHbINM Habop ycnyr knneHTy P. BHewHui noctae-
LMK yCNyr NnepemMecTun NnepcoHan B MeCTONOSOXeHWe 1, npuHagnexailee knueHty P.

B.10.4 Kax6yaeTt chopmynupoBaHo ncxogHoe onpegeneHme obnactm npumeHeHUs Ans BHeWHero nocTas-
wmka yenyr?

B npuBeaeHHOM HWXE NpUMEPE U BHELLHUIA NMOCTABLUMK YCNYT, M KNMEHT P pacnonaraot nepcoHanom, KoTopbii Haxo-
avtca B mectononoxenuu 1. Npuemnemoe onpegenexnne o6nactm npuMeHeHNs Ansi BHELWHEro NOCTaBWMKa ycnyr Npueo-
AUTCA B Cneaylowem npumepe:

Mpumep — OnpedenerHue ob6acmu NPUMEHeHUsI MOXXem uMems cnedyrouwjut eud:
SMS, noddepxusarowast npedocmassieHue ecex ycsy2 6 HEWHUM NOCMasuW{UuKoM ycilya knueHmy P e mec-
monosnoxeHuu 1.

B.10.5 CueHapui 11 ¢ TpeMsi HOBLIMM MECTOMNONOXEHNAMM

K OCHOBHbIM M3MEHEHUsIM JesATeNbHOCTU, KOTOPbIM KNWeHT P HamepeBaeTcsl yaenuTbe MakCuMyM BHUMaHUSA, OTHO-
CUTCA CNUSIHUE C AAPYTOW KPYMHOW OpraHn3asumeit, Kotopas pacnonaraet 60nbLIMM KONMMYecTBOM OUNNanos B pa3HbiX Mec-
Tax. MHOXeCTBO 3THX HOBbLIX MECTOMONOXEHWUI AN KnueHTa P nocne yBenuueHnsi KOMNaHWM NokasaHo B NPaBon 4acTu
pucyHka B.11 (oHn 0603Ha4eHbl MyHKTUPOM).

BHeLWwHWI nocTaBLwymK ycnyr npegocTaBnsieT yernyry Tex xe TUMNoB, 04HaKO KONIMYECTBO MECTONOMNOXEHUI kKnueHTa P
yBenuyunoce. [lo6aBrneHne HOBbIX MECTOMOSOXEHWUI Ha4anocb HENOCPEACTBEHHO Nepes TeM, Kak AoMmKHa Gbina nposo-
AnTbCs oueHka. Bo BpeMs OUeHKV HOBble MECTOMONOXeHusa 2, 3 n 4 nony4anv ycnyru, npefocTaBrisieMble BHELHUM
NOCTaBLUMKOM yCnyr. BHeLWWHWMI NOCTaBLWMK yCnyr NpeaocTaBnsn yenyry cunamm nepcoHana, pacnonaratowerocs Bo BCeX
YeTblpex MecTOMNONOXEHUSsIX.

B.10.6 KakoBbl 6bInv nocnencTBma Ao6aBneHUA TpexX MeCTOMONOXEHWUI € TOYKN 3PEeHNsi COXPaHEeHMUs COOT-
BeTCTBMUA?

MockonbKy NepcoHan BHELWHEro NOCTaBLMKa yCryr Tenepe pacnonaraeTcsi BO BCEX YETbIPEX MECTOMOMOXEHUSIX,
obnacTb NpumeHeHusi Gbina nepeonpeneneHa U Tenepb BKITKOYAET BCE MeCToNnonoxXeHus 1—4. Takum o6pasom, oLeHka
BKNtovana B cebs NpoBepKy cornacoBaHHOCTM NMPOLECCOB W YNpaBneHusi NPoLeccaMm BO BCEX YEThIPEX MECTOMOMOXEHN-
sx. Ains aToro notpeboBannck UHTEPBLIO C NEPCOHaNoM BHELWHEro NOCTaBLLMKa YCIyT U BbIGOpKa CBUAETENbCTB MO BCEM
YeTbiPeM MECTOMONOXEHWAM.

B opranm3aaumm BHeLWHEro nocTaBLmka yenyr Habnoaancst BblCOKUIA ypOBEHb OTBETCTBEHHOCTM PYKOBOACTBA M €10
y4acTusi B ynpaeneHun ycrnyramu cornacHo nepegoBbiM npakTnkaM. HekoTopble HeCOOTBETCTBUS Bbinn 0BHAPYKEeHbI B
BbIMNONHEHWN TPeBGOoBaHUIA ANs1 HOBbIX YCIyr, B OCHOBHOM NO MPpUYMHE NOXHBIX NPeAcTaBNeHnii HOBbIX NONb3oBaTenen
ycnyr, go6aemBLLMXCs nocne cnvsHusl. Koppektupytowme Mmeponpusitusi Obinv cornacoBaHbl Ansi BCEX HECOOTBETCTBUM,
KOTOpble OKa3anucb HegoCTaTOMHO Cepbe3HbIMU, YTOOLI He 4ONYCTUTL paclumpeHns obnacT NpUMEHeHNs U MOBTOPHOIO
npoBedeHuns cepTudmKaLum.

B.10.7 Kak6ygeTtccopmynnpoBaHo onpeaeneHne o6nactv npumMeHeHUs Nocre BKIOYeHUA TPeX JONOMHN-
TerbHbIX MECTONONOXEeHUN?

Tpumep — OnpedenieHue o6s1acmu NpuMeHeHUs1 Moxxem 6bIMb UCHIPaarieHo mak, Ymobbi OHO ompakano
mom ¢hakm, ymo nepcoHan nocmasujuka ycriy2 pacnosiazaemcs 80 8CeX YembIPex MecmornosIOKeHUSsIX.

SMS, noddepxusaroujas npedocmaesieHue 8cex yci1y2 6 HEWHUM NMOCMasuWuUKoM ycJ1y2, pacnosiazarnujum-
¢s1 8 MecmonosoxeHuu 1, MecmononoxeHuu 2, MECMONOoXKeHuu 3 u mecmononoxeHuu 4, knueHmy P.

Kak ykazaHo B nyHkTe 6.4.2 HacToswen yactn ctaHgapta MCO/MBK 20000, nocTaBLLMK YCIYT MOXET BKITHUNTL MEC-

TOMONOXEHWSI KNMEHTA B onpegeneHune obnactv nprMeHeHus. TeM He MeHee B JaHHOM NPrMepe B NepecMoTPEHHOM onpe-
Aenexnmn 06nacTn NprMeHeHNs YKasbiBalOTCsl MECTOMONOXEHWUSA NepCOHana NOCTaBLLVKa YCIyr, a He KnneHTa P.
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B.10.8 Cuenapmin 11 ¢ TpMALATLIO MECTONONIOXKEHNAMM KITMEHTA U NePeCMOTPEHHbIMN [OroBopamMu c
NOCTaBLNKOM

B nepuoa mexay oLeHKaMmy BHEWHWIN NOCTaBLUMK YCIYT peLLmni BHECTU CYLLLECTBEHHbIE M3MEHEHNA B CBOU AOTOBOPbI
€ NOCTaBLLMKaMM, KaK MOKa3aHo B NpasoW YacTy pucyHka B.11. Cioga BxoguT Ha3Ha4eHv e Be 4yLWero NOCTaBLmKa U3 Apyro-
ro YacoBoro nosica. Begywwi nocraswumk ynpaensieT HECKONbKMMU NOCTaBLLMKaMK NO cyGnoapsay, KOTopble Takke Haxo-
OATCA B APYroM 4acoBOM Mosice M B APYronm crpaHe. Ha atom atane ycnyrm npeaoctaBnsioTcs Ans TpuauaTtu
MECTONONOXEeHWN. BHewWHWI NoCTaBWWK yCnyr no-npexHeMy npefocTaBrsieT yCnyrm cunamm nepcoHana, pacnonaraioue-
rocsi B mecrononoxenusx 1—4. MNepcoHan BHeLIHEro NocTaBLLMKa YCIyr He pacnonaraeTcs B MectTononoxeHusx 5—30.

B.10.9 NocneacrBua no6asneHuns TpuaLaT MeCTONOJNOXKEHUN KITMEHTA ANA COXPaHEeHUA COOTBeTCTBUA

B crangapte UCO/M3K 20000-1 He npuBoANTCS HUKaKMX TPEBOBaHUM, KOTOPbIE OTHOCATCS K OpraHn3aumnm, hbyHKuUm-
OHanbHbIM rpynnam, HaMMeHOBaHWUSIM NMPOLIECCOB UITM MECTOMONOXEHUSIM BHELWHEro NOCTaBWMKa yCnyr. Tem He MeHee
Takne N3MeHeHNn, Kak NOSIBNEeHNe HOBOTO BeZyLLIEro NoCTaBLLMKa U NMOCTaBLUMKOB NO cybnoapaay n3 apyroro 4acoeoro nosi-
ca, MOryT n3ameHuTb 6a3y oueHkn. Tenepb OLEHKa AOIKHA BKIIOYaTh B cebsi Bce N3MEHeHNs, BHECEHHbIE B YNPaBneHne
NoCTaBLLMKOB, B TOM Y1Cie;

a) ynpaeneHue npoLeccamm B pa3HbiX YaCOBbIX NOsICaXx;

b) BxogHblE M BbIXOAHbIE AAaHHbIE NO MeTogonorum PDCA,;

€) noruka ycnyr, Tpebyembix OT BeayLuero nocraBLumka (To eCTb OTBEYaloT Nu yenyrm no cyénogpsay tpeboBaHuam
BeZyLLEero nocTaBLUuKa);

d) ycnyru, cornacoBaHHbl€ BHEWHWUM NOCTABLLMKOM YCIYT U KIMEHTOM P;

€) npoBepka Toro, ynpasnsaeT v Beaywuii NOCTaBLUUK CBOMMM NOCTaBLLMKamMm No cyénoapsay.

CyuwecTBeHHOE N3MEHEHME B KONNYECTBE MECTOMNOMNOXEHUNA M U3MEHEHUS B AOTOBOPaXx C NOCTaBLMKaMKN NpeacTaB-
nsT cobon nsmeHeHne obnacTv npuMeHeHns. Pe3ynbTaTtom nocneaHero AomkHa 6biTb NOBTOPHAS OUEHKA C CO30aHneM
BbIGOPKM NO BCEM HOBbIM MECTOMONOXEHUSIM.

MockonbKy, cornacHo rpacduky, Yepes Tpu roga nocne NCXo4HOM OLEHKU A0MKHA NPOBOAUTLCH NONHAA NOBTOPHANA
OueHKa, B Hee BOLWM BCe 3TW naMeHeHus1. Lnpokasn obnactb npumeHeHus yenyr v 60nbwoe Konu4ecTeo MECTOMNONOXEHWUI
NPVIBENM K TOMY, 4TO NOBTOPHAas OLeHKa 3aHsna 6onblue BpemeHu, yem notpeboeanock 661 B UHOM cnyyae.

B.10.10 Kak 6ygeT ccdopmynmposaHo onpegeneHne obnactm npuMeHeHNA ANA NOBTOPHON OLEHKN?

Onpegenenue obnactu npuMmeHeHns HOPMYyMPYeTCsi Tak Xe, Kak 1 B NpeabiaywemM cueHapumn. 3To CBSA3aHO C TEM,
UTO MECTOMONOXEHNE NEPCOHana BHELWHEro NOCTABLLMKA YCIYr He N3MeHunock. MoaobHble AOroBOpLI ¢ NOCTABLUKAMM,
BKJTIOYaloLWMe BeAyLLero NocTaBLyKa U NOCTaBLWUKOB Mo cybnogpaay, He MeHsIIOT onpegerneHne o6nacty NPUMEHeEHNs,
Jaxe ecnv 06beM YCnyr U CrOXHOCTb LIeNOYKM MOCTABOK MU3MEHUNMUCh.
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Mpwunoxenne C
(cnpaBo4Hoe)

TuUnNbl OLLEHKU COOTBETCTBUSA

CyLliecTBylOT cregyowue Tp1 TUNa oLeHKM COOTBETCTBUS:

a) MepBOWi CTOPOHOIA: BbINONHAETCH COBCTBEHHBIMM peCcypcaMm NOCTaBLLMKA YCNYT M 06bIYHO Ha3bIBAETCH BHYTPEH-
HUM ayanToMm;

b) BTOpOW CTOPOHOW: BEINOMHAETCA NMLOM UMW OpraHu3aunei, KoTopasi UMeeT NoNb30oBaTeNbCKUI UHTEPEC B opra-
HU3aUuK, Hanpumep, KNMEHTaMU UMW MHBIMW NULaMW, ZENCTBYIOLLKMMMW OT UX UMEHU;

C) TpeTbel CTOPOHOW: BbIMOMHASTCS OpraHn3alusiMy Nno oLeHKe COOTBETCTBUS, KOTOpble 06bIYHO 0603HaYalTCst
KaK opraHbl cepTudukaumm.

Ons npoBedeHNsi OUEHKN COOTBETCTBMA CYLLECTBYIOT MeXAyHapoaHble cTaHaapTel. HekoTopbie M3 HUX npegHa-
3Ha4eHbl Ans ayaMToB Mo cTanHaapTam B obnactn cuctem ynpaenenusi. Hanpumep, B ctaHgaptel MCO/MOK 17021 1
NCO 19011 BxogsaT obwume TpeboBaHMs K NPOBEAEHUIO OLEHKU TPeTbel CTOPOHOW B OTHOLUEHUM CUCTEM ynpaBreHus,
Bkntovaa SMS. Crangapt MCO/MBK 17021 onncbiBaeT oLeHKy COOTBETCTBUA TpeTben cTopoHoi, a MCO 19011 — Bce
TUMbI OLEHKM COOTBETCTBUS.

B crangapte MCO/M3K 17000 npnBogaTCca TEPMUHbLI M ONPeAeneHuns, KOTOpPble CBsI3aHbl C OLEHKON COOTBETCTBUS B
Lenom, BKIniovasi TEpMUHbI «OLLEHKa COOTBETCTBISA NEPBOW CTOPOHOMN », «OLIEHKa COOTBETCTBUS BTOPOI CTOPOHON» U «OLIEH-
Ka COOTBETCTBMS TPETLEN CTOPOHOMY.

MocTaBLWwymK ycnyr MoxeT u3gaTe Aeknapaunio 0 COOTBETCTBUMM HA OCHOBE MONOXMTENbHLIX PE3yNbTaTOB OLEHKM
COOTBETCTBUSA NEPBOM CTOPOHOW cornacHo gokymenTy MCO/M3K 20000-1. B aTom cnydae nocTaBLLMKY yCIyr Heo6Xxoanmo
obpaTtntbea k gokymeHty MCO/M3K 17050-1. B Hem ykasbiBaloTcs obWwume TpeGoBaHusi K TakuMm Aeknapaumusam o
COOTBETCTBUWM.

OpraHbl cepTudmKaLmm ycTaHaBNMBaloT Npaenna Belgaqn cepTMgUKaToB STUMU OpraHamu No pesyribTatam nono-
XMTENbHOW OLEHKN COOTBETCTBUS TpeTbeln CTopoHOW. Hanpumep, opraH cepTudurkaumm moxeTt TpebosaTth, YTOOLI cepTu-
dukat no MCO/M3K 20000-1 BblgaBancs ToNbKO OTAENbHOMY I0PUAUYECKOMY NNLY, @ HE KOHCOPLUYMY.
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MpunoxeHnne OA
(cnpaBoyvHoOe)

CBeAieHMA 0 COOTBETCTBUU CCbITOYHbIX MEXAYHapOoAHbIX CTaHAAPTOB HaLMOHalIbHbIM cTaHA4apTaMm
Poccuitickon ®epepauun

Ta6nuua OAA

O603Ha4YeHne CCbINOYHOro 0O6o3Ha4eHue 1 HaMMEeHOBaHWE COOTBETCTRYHOLLErO
CTeneHb COOTBETCTBUSA
MeXAyHapoaHOro ctaHgapTta HauMOHanNbHOro cTtaHaapTa
ISO/IEC 20000-1:2011 IDT FOCT P MCO/M3K 20000-1—2013 «MHdDopmaunoH-

Has TexHornorus. Ynpaenexve ycnyramu. Yacts 1.
TpeboBaHus k cucTeme yrnpaeneHus ycryrammy

MpumedyaHue—B HacTosiwen Tabnuue MCNONbL30BaHO criedytollee yCrnoBHoe 0603HavYeHne CTeneHn cooT-
BETCTBMWS CTaHgapTa:
- IDT — naeHTnYHbIN CTaHgapT
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