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MpeancnoBue

1 MNOOAMOCTOBNEH 3akpbiTbiM  akumoHepHbiM obwectBom «UT  OSkcnept» u  obwectBoMm ¢
OrPaHUYeHHOW OTBETCTBEHHOCTbIO «MH(OPMALIMOHHLIN aHANMUTUYECKUIA BbIYMCANTENBHBIA LEeHTp» (OO0
«MABLl») Ha ocHOBe COBCTBEHHOrO ayTEHTUYHOrO MEpPeBOAa Ha PYCCKWUI A3bIK CTaHAapTa, YKasaHHOro B
nyHkre 4

2 BHECEH TexHu4yeckum koMuTeTOM Mo ctaHgapTtu3auum TK 22 «MHpopMaLnoHHbIE TEXHONOMUU»

3 YTBEPXOEH W BBEJEH B OEMCTBWE npukasom deaepansHOro areHTcTea no TEXHUYECKOMY
perynupoBaHuto u metponorumn ot 08 Hoabpsa 2013 Ne 1543-ct

4 Hacroswmii  cTaHgapT WAEHTMYEH MexayHapogHoMmy  crangapty WMCO/M3K 20000-1:2011
«MHhopMaUuMOHHbIe TexHonornu. YnpaeneHue ycnyramu. Yactb 1: TpeGoBaHua K CUCTEME ynpaBneHUs
ycnyramu (ISO/IEC 20000-1:2011 «Information technology — Service management — Part 1: Service
management system requirementsy)

HaumeHoBaHMe HacTosLLEro craHgapra W3MEeHeHO OTHOCUTENbHO HaMMEHOBAaHWA YKa3aHHOro
MeXayHapoaHOoro ctaHaapra Ansa npuseaeHus B coorsetcrane ¢ FOCT P 1.5 (nyHkT 3.5).

5 BBEJEH BIMEPBbIE

lpasuna npumeHeHus Hacmosaweeo cmaHOapma ycmaHoeneHel 6 FTOCT P 1.-2012 (pa3den 8).
UHopmayus 06 UsMEHeRUaX K Hacmoswemy cmaHdapmy nybrnukyemces 8 exe2o00HOM (10 COCMOSIHUK Ha
1 aHeapsa mekyweeo eoda) UHGOPMaLUOHHOM yKa3amerse « HayuoHanbHble cmaH0apmel», a ohuyuansHbI
MEeKCM U3MEHeHUll U rornpasoK — 8 EXEeMEeCAYHOM UHGQOPMayUuOHHOM ykasamene «HauyuoHanbHbie
cmaHOapmbly. B criyyae  nepecmompa  (3aMeHbl)  UMU OMMEHbI  Hacmosawleeo cmaHdapma
coomeememeyrouiee ysedomneHue 6ydem onybnukoeaHo 6 b6nuxaliluemM 8bifyCcKe exemMeCsa4YH020
UHGOPMaYUOHHO20 yKalamens «HayuoraneHble cmaHOapmbly. Coomeememeyowias UHopMayus,
yseOQoMmneHue U meKcmal pasMewaromes makxe 8 UHGOPMayUoHHOI cucmeme obuweao rnosb308aHus — Ha
oguyuansHom calime HayuoHanbHo20 opzaHa ®edepanbHo20 aseHmcmea M0 MEXHUYECKOMY
peaynuposaHuo U Memposoauu e cemu UHmepHem (gost.ru).

© CraHgapTtuHdopm, 2014

Hacroawuin ctanaapT He MOXET ObiTb BOCNPOW3BEAEH, TUPAXKMPOBAH 1 PacipOCTPaHeH B KayecTse
odmupmanbHoro usgaHusa 6e3 paspeLleHns HaumoHanbHOro opraHa Poccuiickoit deaepauuu no
cTaHpgapTu3auuu.



rocT P ICO/M3K 20000-1—2013

BBegeHue

TpeboBaHua B paHHoW 4YacTu MCO/MBK 20000 BknioyaloT npoekTuposaHue, npeobpasoBaHue,
npegocTaBneHne W COBEPLUEHCTBOBaHWE YCMyr, YAOBNETBOPsOWMX TpebOBaHMAM K ycnyram u
obecneunBaroLLMX LEHHOCTb ANA 3aKasyuka U nocrasyuka ycnyr. JaHHas yacte MCO/MOK 20000 tpebyet
NPUMEHEHUS1 KOMMIEKCHOrO NPOLIECCHOr0 NoAxX04a NpW OCYLLECTBNEHMU MOCTaBLUMKOM YCIyr Takux BUAOB
OEeATenbHOCTU Kak NnaHupoBaHue, co3gaHue, BHeApPeHue, sKcnnyaTauusi, MOHUTOPUHI, aHanus, nogaepxka
N COBEpPLUEHCTBOBaHNE CUCTEMBI yrpasneHus ycnyramu (CYY).

CkoOpAMHUPOBAHHAA WHTErpauus M BHeagpeHue CYY obecneumBaloT HENpepbiBHbIA KOHTPOMb U
NpeaocTaBnsaioT BO3MOXHOCTU ANSi MOCTOSIHHOTO COBEPLUEHCTBOBAHWUS, GOMbLUYI0 pe3ynbTaTUBHOCTL W
aPPeKTUBHOCTL. DYHKLMOHNPOBAHUE NPOLIECCOB, yKa3aHHbIX B AaHHOW Yactu MCO/M3K 20000, tpebyet
XOpOLLEN opraHn3auum U CKOOPAMHMPOBAaHHOI paboTbl nepcoHana. Ans obecneyeHns pe3ynbTaTuBHOCTU W
3PEKTUBHOCTU NPOLIECCOB MOXET ObITh UCNONb30BAH COOTBETCTBYIOLLMIA UHCTPYMEHTAPUN.

Ona HaubBonbluel pe3ynbTaTMBHOCTM MOCTABLUMKAM YCRyr cneayeTt paccMmaTpueath BnusHue Ha CYY
Ha nNPOTSXKEHUM BCEX CTAAMN >KUZHEHHOrO UMKna ycryru: OT CTpaTerum uepes3 npoeKkTUpoBaHue,
npeo6pa3oBaHmne U SKCyaTauuio, BKIoYas NOCTOSIHHOE COBEPLUEHCTBOBAHME.,

HaHHasn yacte MCO/M3K 20000 TpeGyeT npuMeHeHUss METOA0MNOrMKU, U3BECTHON Kak «[1naHuposaHue-
BeinonHexue-MNpoeepka-Koppekruposka» (PDCA), ko Bcem yactam CYY u ycnyram. Metogonorua PDCA,
ucnonb3yemelii B gaHHon 4actm NCO/MOIK 20000, moxeT ObITb KPaTKO OXapakTepu3oBaH CneayoLum
o6pasom.

MnaHWpoBaHWe: yCTaHOBNEHME, AOKYMEHTMpoBaHue u cornacosaHume CYY, koTopas BK/OYaeT
NONUTUKW, LENM, NNaHLI U NPOLECCHI ANSA YAOBNETBOPEHNSA TPEGOBaHUIA K YCryram.

BoinonHenue: BHegpeHue U akcnnyatauuss CYY ana  npoekTupoBaHusi, npeobpasoBaHus,
NpeaocTaBNeHUss U COBEPLLEHCTBOBAHUS YCIyT.

MpoBepka: MOHUTOPUHI, u3mepeHne u nposepka CYY u ycnyr Ha COOTBETCTBME MOMUTUKAM, LENAM,
nnaHam u TpeboBaHMAM K ycrnyram, a Takke npefocraBrieHne pe3ynbTaTtoB B hOpMe OTHETOB.

KoppeKkTupoBKa: NpUHATME Mep MO NOCTOAHHOMY COBEPLUEHCTBOBaHUIO CYY u ycnyr.

Haubonee Ba)HbIMM acnekTamu KOMMIEKCHOro MpoueccHoro noaxoga u metogonormu PDCA npwu
ucnonb3osaHuu ¢ CYY apnsioTca:

NOHUMAHME U YAOBMNETBOPEHMEe TpeboBaHWii K ycnyram C Lenblo AOCTUXEHUS YAOBNETBOPEHHOCTU
3akas4uka;

YCTaHOBIIEHME MONUTUK U LiENEN yNpaBneHnus ycrnyramu;

OCHOBaHHOe Ha CYY OCyweCTBNEHWE NPOEKTUPOBAHWA W NPEfOCTaBMeHUs YCRyr, KOTopble
npegocraBnAlT LEHHOCTb 3aKa34vyunKy,

MOHUTOPUHT, U3MEPEHNe U aHanu3 acpekTuBHocTn CYY u yenyr;

NOCTOSAHHOE coBepLueHcTBoBaHMe CYY 1 ycnyr, OCHOBaHHOE Ha 00 bEeKTUBHbIX U3MEPEHUSIX.

Cxema 1 unnioctpupyet npuMmeHeHne metogonorun PDCA k CYY, Bkmo4as npouecchbl ynpaBneHust
ycnyramu, ykasaHHele B pasgenax 5-9, u k ycnyram. Kaxabii anemeHT Mmetogonorum PDCA XU3HEHHO
Heobxoaum Ans ycnewHoro BHeapeHus CYY. lMpouecc coBepLUeHCTBOBAHUA, WUCMONb3yeMbli B JaHHOW
yactu MCO/M3K 20000, ocHoBaH Ha meTogonoruu PDCA.

HaHHas yactb MICO/M3K 20000 no3sonsieT NOCTaBLUMKY YCINyr MHTErpupoBatb ceou CYY ¢ apyrumu
cucteMaMu ynpasrieHuss B opraHusauuu nocrtaslumka ycnyr. [MpuHATWE KOMMMEKCHOro MpoueccHOro
noaxoaa u metrogonorun PDCA no3sonseT nocTaBLUMKy YCIyr NPUBECTU B COOTBETCTBUE Mexay COO0n unm
MOJIHOCTBIO WMHTErpupoBaTb HECKONMbKO CTaHZapToB cucTeM ynpasneHus. Hanpumep, CYY MOxeT ObiTb
WHTEerpupoBaHa C CUCTEMOW YMpaBsIieHWs KayecTBOM, OCHOBaHHoW Ha WMCO 9001, wnu ¢ cucremoun
WMHPOPMaLMOHHOM 6e30NacHOCTU, OCHOBaHHOW Ha MCO/M3K 27001.

MCO/M3K 20000 HamepeHHO cO34aH Kak He 3aBUCALLUMA OT KOHKPETHLIX YKazaHuMin craHgapT.
MoCTaBLUMK YCIYT MOXET UCMONb30BaTh COMETaHNE OBLLENPUHATLIX pEKOMeHAauuin U cOBCTBEHHOrO onbITa.

Mone3opatenu MexayHapOAHOrO CTaHAapTa HEeCyT OTBETCTBEHHOCTb 3@ €ro  MNpaBUMbHOE
npuMeHeHne. MexayHapoaHbli CTaHAapT He CTaBuMT CBOEM LUENbi OxXBaTUTb BCE Heobxoaumble
3aKoHOZJAaTenNbHbIe U HOpMaTMBHble TpeboBaHMA W [OrOBOPHble 06s3aTenbCTBa MOCTaBLUMKA YCHyT.
CooTtBeTcTBME MexayHapoaHOMY cTaHaapTy camo no cebe He paeT oCBOBGOXAEHUS UMM Kakux-nubo
NPUBUIETUIA B OTHOLLEHMU 3aKOHOAATENbHbLIX U PETYNUPYIOLLMX TpeboBaHuiA.

OtgenbHoe BHMMaHue obpalaeTcsi Ha TO, YTO HEKOTOPbIE SNEMEHTbl HAaCTOSALLEro JOKyMeHTa MOryT
ObITb 00BEKTOM MaTeHTHoro npaBa. MICO u M3OK He HeCcyT OTBETCTBEHHOCTU 3a OMpeAerieHUe NaTEHTHbIX
npas nogoGHOro poaa.

Cranaapt MICO/M3K 20000-1 6bin nogrotoBneH noakomuteTom MK 7 «MporpamMmHoe obecnevenne u
CUCTEMOTEXHUKa» OObeaMHEeHHOro TexHudeckoro komuteta MCO/MOIK CTK 1 «MHGOpMaUUOHHbIE
TEXHONOTUNY.
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MnaHnpoBaHue

V

BblinonHeHue KoppekTupoBka

MpoBepka

PucyHok 1- lMpumeHeHnne metogonorum PDCA B ynpassieHun ycnyramu

B uensx fdanbHeiwero COBEpPLIEHCTBOBaHMSA W pa3paboTkM CTaHAAPTOB YMNpaB/ieHUs ycryramu
nonb3oBaTensM npegsaraetcsa BbiCka3aTb cBoe MHeHue no MCO/M3K 20000-1, a Takke cqopmynnpoBaTb
npeanoyTeHnss Mo o4epefHOCTU BHECEHUS W3MEHEHW B ocTanbHble 4yacTu cTaHgapta MCO/M3K cepun
20000



rocTt P ICO/M3K 20000-1—2013

HALUMWOHANBbHBIN CTAHAOAPT POCCUNCKOWN PEOAEPALUNUMN

MHdopmaunoHHaa TeXxHONorua
YnpasneHue ycnyramu
YacTtb 1. Tpeb6oBaHUA kK cUCTEME yNpaBneHUs ycrnyramm

Information technology — Service management — Part 1: Service management system requirements

Dara BBegeHusa — 2015—01—01
1 O6nacTb NnpuMeHeHUus

1.1 O6wWwme nonoxeHus

HaHHas yactb MCO/M3K 20000 asnseTca ctaHgaptoMm Cuctemsl ynpasneHusa ycnyramu (CYY). 3aech
npencraBneHbl TPeOOBaHMA K NOCTABLUMKY YCIYT MO NIAHUPOBAHUIO, CO3AAHUI0, BHEAPEHMIO, SKCNyaTaumu,
MOHWTOPUWHIY, aHanudy, noadepXKke U COoBeplieHcTBOBaHU CVYY. TpeboBaHua  OXBaTbiBAIOT
npoeKkTupoBaHue, npeobpasoBaHue, NPefoCTaBNEHME W COBEPLUEHCTBOBAHWE ycnyr Ana obecneyeHus
COOTBETCTBUA TPEBOBAHUAM K yCyram.

HaxHas yacte MCO/M3K 20000 MOXKET MCMONb30BaTLCA:

opraHusauuen, Hyxpawwencsa B MocTaBlumkax ycnyr u Tpebyowen rapadHtuin obecneveHus
BbINOHEHUA COOTBETCTBYIOLLMX TPEBOBaHMI K ycnyram;

opraHusauuen, Tpebylowen nocneaoBaTenLHOro U COrnacoBaHHOrO NoAxoAa OT BCEX MOCTaBLUUMKOB
yCryr, B TOM YACNE B LiENOYKe NOCTaBoKk;

NOCTaBLUMKOM  YCMyr, KOTOPbIA HaMepeH NpPOoAEeMOHCTPUPOBATL CBOM  CMOCOBHOCTM MO
NPOEKTUPOBAHMIO, NPE0BPa3oBaHUI0, NPEAOCTABMEHNIO U COBEPLUEHCTBOBAHMIO YCNyr Ans obecneyeHus
BbIMOMHEHUSA COOTBETCTBYIOLLUX TPEBOBAHUN K yCryram;

NOCTABLUMKOM YCNYr ANA MOHWUTOPWHra, W3MEPEHMS W aHanu3a CBOMX NPOLECCOB YNpPaBneHuA
ycnyramu v ycnyr;

NOCTaBLUMKOM YCIyr ASisi COBEPLUEHCTBOBaHUS NMPOEKTUPOBAHUS, Npeobpa3oBaHusA U NpeaoCTaBneHus
yCyr 3a CHET UCMOJIb30BAHUS PE3YNLTATUBHOIO BHEAPEHUSA U kcnnyaTauuun CYY,

3KCMNEepPTOM UNM ayauToOpPOM B KAYECTBE KPpUTEPUA AN OLEHKU cooTBeTcTBUA CYY noctaswmka ycnyr
TpebosaHusam aton yactu MCO/M3K 20000.

Ha pucyHke 2 nokasaHa CYY ¢ y4yeTOoM npouUEeccoB ynpaBneHust ycnyramu. Cnyxba ynpasneHus
npoueccaMm M CBA3AMM MeXay npoueccaMum MOXET ObiTb peanu3oBaHa MNO-pasHOMY Pa3fUYHbIMK
nocTaBLUMKamMK ycnyr. Xapakrtep OTHOLUEHUA Mexay NOCTaBLUMKOM YCIyr W 3akasyukoMm OyaeT BRAMATL HA
peanu3auuio NpoLeccoB ynpaBneHus ycnyramu.

1.2 O6nactb NnpUMeHeHuns

Bce TpeboBaHusa B gaHHou Yactu MCO/MIK 20000 HocaT obLumit xapaktep u npegHasHaveHbl Ans
NPUMEHEeHnsa KO BCEM NOCTaBLUMKaM ycrnyr He3aBMCcMMO OT Tuna, pasMepa u xXapakrepa npeaocraBnsaeMbix
yenyr. AcknioyeHnue nobdoro uz tpebosanuii pasgenos 4-9 HenpueMnemMo, eCnu NOCTaBLMK yenyr 3aasnser
0 cooTBeTcTBMM faHHoi vactn MCO/MOIK 20000, He3aBMCMMO OT Xapakrepa opraHusauuu nocTasLUuMKa
ycnyr.

CootBeTcTBMe  TpeboBaHusm pasgena 4  MOXET ObiTb  NPOAEMOHCTPUPOBAHO  TOJSLKO
CBUAETENLCTBAMM O BLIMOMHEHWN BCex TpeboBaHuii pasgena 4. [Ana TpeGoBaHun pasaena 4 nocrasLUMK
yCcrnyr He MOXeT nonaratbCA Ha CBUAETENbCTBA PYKOBOACTBA MpoLeccaMu, ynpaBnseMbiMW APYTMMM
CTOPOHAaMMU.

CooTteeTtcrBue TpeboBaHuAM pasgenoB 5-9 MOXET ObITb NPOAEMOHCTPUPOBAHO CBMAETENLCTBAMMU O
BbINOMHEHMN Bcex TpeboBaHuii. B kayecTBe anbTepHaTMBbLI MOCTaBLUMK YCIYr MOXET NpefoCTaBUTb
CBUAETENLCTBA BbIMONHEHUSA GONbLUMHCTBA TPEOOBAHUI CaAMOCTOATENBHO U CBUAETENLCTBA PYKOBOACTBA
npoweccamu, ynpasnsembiMnU APYTMMWU CTOPOHaMM, ANA Tex NpoLeccoB UM 4YacTu MPOLIECCOB, KOTOPbIE
HaxoA4ATCA 32 pamKkamy KOHTypa yrnpaBneHusi NOCTaBLUMKa YCIyT.

N3paHue ocuumanbHoe
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B pamku gaHHoli yactn MCO/M3K 20000 He BXOAMT cneumdmnkaumns Ha NnpoayKT UM UHCTPYMEHTapuii.
Tem He MeHee opraHusaumm MOryT MCMosb3oBaTb 3Ty 4Yactb WCO/M3K 20000, 4TOoGbI MOMOYb UM
paspabatbiBaTb NPOAYKTbl Y MHCTPYMEHTBI, KOTOPbIe NogAepXxunsarnT paboty CYY.

MpunmeyvyaHne- WNCO/MIK 20000-3 cofepXuT ykasaHUs MO onpefesieHWo 061acT NpUMEHeHWs 1©
NPUMEHMMOCTM 3TOl Yactu MCO/MOK 20000. OTOT AOKYMEHT BK/OYaeT B Ce6s [OMNOSHUTE/NbHbIE Pa3bsACHEHMS MO
noBoAy PYKOBOACTBa npoueccamu, yrnpasisgeMbiMy APYriMU CTOPOHAMMU.

3akasuvku Cuctema ynpasneHus ycnayramu (CYY) 3akasuunku
(v ppyrue OTBETCTBEHHOCTL PYKOBOZICTBO MPOLIECCAMM, (n ppyrve
3aMHTepecoBaHHbIe PyKoBOACTBA YNpas/iseMbIMIA [PpYTMMUA CTOPOHAMA 3aMHTEepecoBaHHbIe
CTOPOHbI) Co3paHvie CYY Ynpas/ieHve AoKyMeHTaLmein CTOPOHbI)
YnpasrieHve pecypcamn

MpoekTupoBaHue N Nnpeo6pa3oBaHNE HOBbIX W
TpeboBaHus K N3MeHAEMbIX ycnyr

Yenyru
ycnyram

Mpouecchl NpegocTaBneHns ycnyr
Ynpaenenve  YrpasrieHvie ypoBHEM YnpasneHvie
MOLLHOCTSIMM yenyr VH(OpMALOHHOM

dopmmpoBaHvie 1 6€30MacHOCTLI0
npesocTaBreHyie OTYETHOCTU

YripaBreHe noyonyram
HerPepPbIBHOCTBIO BrompreTvpoBaHye

M AOCTYNHOCTbIOYMpOLLeCCbl KOHTpon1™ YT leaTPaT Ha
yeyr -yerym

YnpagreHvie KoHpUrypauysmm
YnpasrieHne M3MEeHeHVAMM

YnpaBrieHe pemsami n

BHEOPEHVEM
Mpoueccobl Mpouecchbl
paspelieHna B3aWMOOTHOLLEHNNA
YnpaBfieHUe MHUMAEHTaMU 1 YynpasneHue
3anpocamMun Ha o6cnyxunBaHue B3aMMOOTHOLWEHNAMMN C

6n3Hecom
YnpaBneHue npo6nemamun
YnpasneHue nogpsagynkammn

PucyHok 2 - Cuctema ynpas/ieHus ycayramm

2 HopmMaTuBHbIE CCbI/IKK

Cnegytwouime 4OKYMEHTbl Heo6XxoAnMbl A1 MPUMEHEHNS HACTOSLWEro AOoKyMeHTa. NS faTupoBaHHbIX
CCbIJIOK NPUMEHAIT TOMbKO YKa3aHHOe u3faHue, A1 HeJaTMPOBaHHbLIX CCbIIOK - MocfefHee u3gaHue
CCbI/IOYHOro AOKyMeHTa (BKN4Yas nobble nonpasku).

HopmaTtyvBHble CCbIIKM OTCYTCTBYIOT. OTOT NYHKT BK/IOYEH A1 TOro, YT06bl 06ecneuntb cosnageHve
Hymepauun pasgenos ¢ VNCO/M3K 20000-2: WMHopMaunoHHbIE TEXHONOrMWM - YnpasneHue ycnyramu.
YacTtb 2: PyKoBOACTBO MO NPUMEHEHWNIO CUCTEM YMpaB/iIeHUS yCnyramu.

MpumeuaHwue- [py NoMb30BAHAN HACTOAWMM CTaHAAPTOM Lieflecoo6pasHo NpoBepuTb AeiicTeue
CCbITOYHbIX CTAHAAPTOB B MHPOPMALMOHHON CUCTEME OBLLEro Nosb30BaHUsi — Ha ohuLMaibHOM caiite defepanbHOro
areHTCcTBa Mo TEXHUYECKOMY PErysiMpoBaHuio U METPOSIOrUM B CeTU VHTEpHET Uan No eXerogHoMy MH(opMaLMoHHOMY
yKkasaTteno «HauuoHa/bHble CTaHAapTbl», KOTOPbLI OMy6/MKOBaH MO COCTOSIHUIO Ha 1 sHBaps TeKywero roga, M no
BbIMYCKaM €XeMeCsiYHOro MHOPMAaLMOHHOTO yKasaTens «HaluoHa/bHble CTaHAapThbli» 3a TeKyLlmii roa. Ecnm 3aMeHeH
CCbI/IOYHBI/ CTAHAAPT, Ha KOTOPbIA AaHa HeaaTUpOBaHHAas CCblKa, TO PEKOMEHAYETCA WCMO/b30BaTh AeiCTBYIOLLYIO
BEPCUI0 3TOr0 CTaHAapTa C Yy4eTOM BCEX BHECEHHbIX B AAHHYH BEpPCUl0 M3MeHeHWii. ECnn 3ameHeH CCbI/IoYHbINA
CTaHJapT, HA KOTOpbIi AaHa [aTMpoBaHHasi CCbifka, TO PEKOMEHAyeTCs MCNofb30BaTh BEpPCUi0 3TOTO cTaHgapTa c
yKasaHHbIM Bbllle rofoM YTBepXaeHus (NpuHATUA).Eciu nocne yTBEPXKAEHUS HACTOALLEero cTaHgapTa B CCblIOYHBbI
CTaHfapT, Ha KOTopblii JaHa AaTMpOBaHHas CCblKa, BHECEHO M3MEHEHWe, 3aTparvBalollee MOJIOKEHUEe, Ha KOTopoe
[laHa cCblfika, TO 3TO MOJIOKEHWE PEKOMEHAyeTcA NpUMeHsTb 6e3 yyeTa AaHHOTO W3MeHEHWs. ECAM CCbINOYHbIN

2
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cTaHaapT oTMeHeH 6e3 3ameHbl, TO MonoXeHMe, B KOTOPOM AaHa CChinka Ha Hero, PeKOMeHAYETCs MPUMEHSITL B YacTu,
He 3aTparusarowleit 3Ty cCbinky. Ecnu 3aMeHeH CCbINOYHBIN CTaHAAPT, Ha KOTOPLIA JaHa AaTMpPOBaHHas CChifka, TO
peKOMeHAYETCA UCMOMb30BaTh BEPCUIO STOMO CTaHAapTa C YKasaHHbIM Bbille FOAOM yTBepXAeHUs (NpuHaTus).Ecnn
nocne yTBEPXAEHUA HACTOALLEro CTaHjapTa B CCbIMOYHbIA CTaHAapT, Ha KOTOPLIA faHa AaTMpoBaHHas CChiNka,
BHECEHO WU3MEHEHWe, 3aTparvBalollee MOMOXEHWE, Ha KOTOpOe JaHa CChiflka, TO 3TO MONOXEHWe PEeKOMEHAYETCA
npuMeHsaTb Ge3 ydeTa AaHHOro MaMeHeHwsi. Ecnu CCbINOYHBIA cTaHgapT oTMeHeH 6Ge3 3ameHbl, TO MOMoXeHue, B
KOTOPOM flaHa CChifka Ha Hero, PeKOMEHAYeTCs NPUMEHATD B YacTu, He 3aTparvBatoLLei 3Ty CChIrKy.

3 TepMUHbI 1 onpeaeneHuns

B AaHHOM fOKYMEHTE NPUMEHSIOTCA CNeayloLwme TEPMUHBLI U ONPEeAeneHus.
3.1 pocTynHOCTb: CNOCOOHOCTL YCIYrM UMM KOMIMOHEHTA YCNYru BbINOMHATL Tpebyemble hyHKUMM B
onpeaeneHHblii MOMEHT UIM B TEYEHME ONpeeneHHOro NPOMEXYTKa BPEMEHMU.

M pnMme4vyaHue — ﬂOCTyI'IHOCTb, KaK npaBwWio, BblpaXaeTcA OTHOLUEHWEM U NPOLEHTOM BpeMeHU, B TeYeHue
KOTOpPOro ycnyra unm KOMMOHEHT YCIyru OEeNCTBUTENBLHO AOCTYMNHbI 3aKa34uKy AJ1A UCNOJIb30OBaHUA NO OTHOLUEHUIO K
cormacoBaHHOMY BpeMeHW JOCTYMNMHOCTU.

3.2 Ga3oBoe cocTosiHUE KOHdwmrypaummu: GopManbHO 3aUKCMPOBAHHAA KOHMUrypauuMoHHas
UHopMaLma B onpeaeneHHbIi MOMEHT BPEMEHM XXM3HEHHOMO LIMKNA YCNyru UNu KOMNOHEHTA YCNYTU.

MpumeyaHue — BasoBble COCTOAHUA KOHUTYpaLMiA, a Takke NOATBEPKAEHHbIE U3MEHEHUS AaHHBIX 6a30BbIX
COCTOSIHWUI COCTaBNSAT CBEJEHUA O TeKkyLeh koHdurypauun. AgantuposaHo us ISO/IEC/IEEE 24765:2010.

3.3 KoHtpurypaumoHHaa epguHuua KE: onemeHT, TpeOyloMin ynpaeneHus Ans TOro, 4tobbl
NpefocTaBnATL YCNyry.

3.4 6a3a AaHHbIX ynpaBrieHua koHcpurypaumammu CMDB: xpaHunuiie AaHHbIX, UCNONb3yemMoe Ans
3anucu atpubyToB KOHMUIYPaLMOHHbLIX €4MHUL U B3aWMOCBS3EN Mexay KOHUIypaLMOHHbIMA eanHuLaMKU
Ha BCEM MPOTAXKEHUU UX KUSHEHHOTO LMKNa.

3.5 nOCTOAHHOE COBEPLIEHCTBOBAHUE: MOBTOPAIOLAACA [AEATENbHOCTb, HanpaBneHHas Ha
NOBbILLEHUE CNOCOBHOCTM YAOBNETBOPEHUA TPeOoBaHMiA K ycnyre.

MpumeyaHue — AgantuposaHo u3 ISO 9000:2005.

3.6 KoppeKkTupyllee AeACTBUE: JEHCTBUE MO YCTPAHEHMIO TMPUYMHBI MMM YMEHbLUEHMIO
BEPOSITHOCTU MOBTOPHOTO MPOSIBIEHMs O0BHApY>KEHHOr0 HEeCOOTBETCTBUS WJSIM APYFOWM HeXemnaTenbHoM
cuTyaumu.

MpumeyvaHue — Agantuposaro 3 1ISO 9000:2005.

3.7 3aKka3umK: opraHuM3aums UM 4acTb opraHusauuu, noTpebnsiowas ycnyry unu ycnyru

MpumeyaHue — 3akasyumk MOXET OblTb BHYTPEHHUM MM BHELLUHUM MO OTHOLLEHUIO K OpraHu3auuu
nocraswuka ycnyr. AgantuposaHo u3 1SO 9000:2005.

3.8 BOKYMEeHT: nHdopmaLus u coaepxxawumi ee HoCUTerb.

[ISO 9000:2005]

Mpumepbi: nonumuku, nnaHbl, ONUCaHUs npoueccoe, npouedypbi, coa2nauwieHuss 06 ypoeHe
yciye, KOHmpakmei Unu 3anucu.

Mpumeyvyanune — [JokymeHTauua MoxXeT GbiTb B NtoGoH hopMe unu Ha nioboM Hocutene. B UCO/MIK 20000
DOKYMEHTbI, 32 UCKNIOYEHNEM 3anuceil, AOMKHEI POPMYNUPoBaTL LieNK, KOTopble HEOBXO[UMO JOCTUYb.

3.9 pe3ynbTaTUBHOCTb: CTEMEHb peanu3auuu 3anNaHMPOBaHHOW AEATESNIbHOCTM U AOCTUXEHUSA
3annaHMpoBaHHbIX Pe3ynbTaToB.

[ISO 9000:2005]

3.10 MHUMAOEHT: He3annaHupoBaHHOE COObITUE, KOTOPOE  NPUBESNIO UMM MOXET MPUBECTU K
NpepbIBaHUIO NPEAOCTABMEHNA YCAYIN UM K CHWKEHUIO €€ KayecTBa, AaXKe eCIM OHO eLle He NMOBNUANO Ha
ycnyry Ans 3aka3duka.

3.11 wuHd(popMauUMOHHAA O6e30NMaCHOCTb: COXpaHEeHWe KOHMUAEHUMANbLHOCTU, LENOCTHOCTU U
BO3MOXHOCTU A0CTyna K uHdopMaLuu.

MpumeuyaHue — [ONONHUTENBHO MOFYT YYMTbIBATLCA APYrMe CBOWCTBA, TakMe Kak MOAMUHHOCTb,
NOAOTYETHOCTb, 0E30TKA3HOCTb W HAAEXHOCTb. TE€PMUH «AOCTYMHOCTb» HE MCNOoNb3yeTca B AaHHOM
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onpeaeneHun, Tak Kak onpeaernieHne Ans AAHHOrO TepMUHA, NpuBeAeHHOe B AaHHOW 4actn NCO/MOK
20000, HENpUMEHMMO Ans onpeAeneHns TepMUHa «UHGOPMaLMOHHan GesonacHoCcTby. AAanTUPOBAHO U3
ISO/IEC 27000:2009.

3.12 MHUMAEHT MH(POPMALNOHHONW Ge30MaCHOCTU: OAHO UMU HECKONbKO HEeXenaTenbHbIX Wnu
HEOXMAAHHBLIX COOLITUI MHAOPMALMOHHOKW GE30MacHOCTU, KOTOpbIE UMEIOT 3HAYUTENbHYIO BEPOATHOCTb
koMmnpoMeTaumu busHec-onepauuii n yrpo3 MHAOPMaLMOHHON Be30nacHOCTU.

[ISO/IEC 27000:2009]

3.13 3auHTepecoBaHHas CTOPOHA: NULIO UMK rpynna, uMmeroLas ocobblii MHTEPEC B AEATENbHOCTU
Unu ycnexe AeAaTenbHOCTU NOCTaBLLMKa YCIyr.

Mpumepsbi: 3aka3qduku, enadesnibubl, PyKoeoodcmeo, compyOHUKU opaaHu3auuu nocmasujuxka
ycnye, nodpadyuku, 6aHKUpPbI, COIO3bI U MapmMHepbI.

MpumeyaHne — pynna MOXeT COCTOSATb W3 OpraHW3auuW, ee YacTu unu BGornee Yem OAHOW opraHusaLuw.
AganTtuposaro u3 ISO 9000:2005.

3.14 BHYTpeHHAA rpynna: 4yacTb OpraHu3auuu nocTasLyuka ycnyr, KoTopas 3aknodaeT dopmansHoe
cornawieHume ¢ rnocTaBLMKOM ycnyr, 4ToBbl Cnoco6CTBOBaTb MPOEKTUPOBAHUIO, MpeobpasoBaHmio,
nNpeaoCTaBMEHNIO U COBEPLLUEHCTBOBAHUIO YCIYTW UMW YCIyT.

MpumeyaHune — BHYTpeHHAA rpynna He BXoAuT B paMku CYY nocrasLUmKa yCryr.

3.15 usBecTHasa owwubka: npobrnema, MMEKLWAsi BbLIABEHHYID KOPHEBYIO MPUYUHY WUNU METOA
CHUXXEHWS UMW YCTPAHEHUS €€ BMUAHUS HA YCRYry 3a CYET NpUMEHEeHUs 06X04HOro peLueHus.

3.16 HeCOOTBETCTBUE: HEBLINOMHEHNE TPEOOBAHMS.

[ISO 9000:2005]

3.17 opraHusauusa: rpynna nogen M HeobXoAuMMbIX  CPEACTB € pacnpeaeneHHbIMu
OTBETCTBEHHOCTAMM, MONTHOMOYMAMU U B3AUMOOTHOLLEHUSMU.

3.18 npeBeHTUBHOE AeMCTBUE: eiiCTBIE, OCYLLECTBNSIEMOE C LieNnblo n3bexarb, yCTPaHUTb NPUYNHY
WU CHU3UTb BEPOSATHOCTb BO3HUKHOBEHWUS MOTEHLMANbHOIO HECOOTBETCTBUA WM APYroi NOTEHUManbHOW
HexenaTternbHON cuTyauuu.

MpumevyaHune — AgantuposaHo u3 ISO 9000:2005.

3.19 npoGnema: KOpHEBas NPUUMHA OAHOIO UIM HECKONbKMX MHLMAEHTOB.

MpumeyaHue — Kak npaBuno, KOpHEBast NMpUMYMHA HEU3BECTHA HA MOMEHT CO3[1aHMsl 3anucu o
npo6neme, u AanbHeliliee UCCNeA0BaHNE NPOBOAUTCA B paMKkax npouecca ynpasneHus npobnemamu.

3.20 npoueaypa: yCTaHOBJSIEHHLIN CNOCOD OCYLWECTBNEHUA AEATENLHOCTM UK nNpoLecca.

[1ISO 9000:2005]

MpumeyaHue — MNpoueaypbl MOTYT ObiTh JOKYMEHTUPOBAHHBLIMU U HE AOKYMEHTUPOBaHHLIMM.

3.21 npouecc: COBOKYMHOCTb B3aMMOCBSI3@HHbLIX WM B3aMMOAEWCTBYIOLLUMX BUAOB [AEATENbHOCTH,
npeo6pa3yloLas BXoAbl B BbIXOAbI.

[1ISO 9000:2005]

3.22 3anucCb: [JOKYMEHT, coOAepXaluun [OOCTUTHYTble  pesynbTatbl WNM  CBUAETENbLCTBA
OCYLUECTBIIEHHON AeATENbHOCTH.

[1ISO 9000:2005]

lpumepbl: ayOumopckue omyembl, omyembl 06 uHyudenmax, 3anucu 06 o06y4yeHuu U
npomMoKobI cogewaHull.

3.23 penu3: Habop 13 O4HON UNU HECKOSbKUX HOBbIX WU USMEHEHHBIX KOH(PUIypauMOHHLIX €AUHUL,
BHEZIPEHHbII B NPOM3BOACTBEHHYIO Cpefly MOCPEACTBOM OAHOIo unu 6onee n3ameHeHuin.

3.24 3anpocC Ha U3MEHeHue: NpearioXKeHUe 0 BHECEHUN U3MEHEHUSA B YCNYry, KOMNOHEHT yCnyru unu
CUCTEMY ynpaBrieHUs yCnyramu.

MpumeyaHune — UameHeHue ycryru BKrtovaeT B cebsi NpefocTaBneHWe HOBOW YCNyr WNU MpekpalleHue
NpeAoCTaBeHns ycryru, kotopas Gonblue He TpebyeTcs.

3.25 puck: BNusIHWE HeonpeAEeneHHOCTU Ha LIENu.

MpumMmeyaHue — BnusiHne — 3TO OTKINOHEHWE OT OXUAAEMOro, MOSIOKUTENBHOE WWNK oTpulaTensHoe. Llenu
MOTYT UMETb pasHble acrnekTbl (Hanpumep, UHaHCOBLIE, 3KOSIOTUYECKHe, LeNn 34paBooXpaHeHns u 6e3onacHocTh) u
MOryT MNPUMEHSITECH Ha pasfiMyHbIX YPOBHSX (Hanpumep, CTpaTernyeckuit ypoBeHb, OPraHW3aLMOHHLIA YpOBEHb,
ypoBeHb NpoekTa, Mpojykra WNMM npouecca). PUcK 4YacTo XapaKTepusyeTcs CCbINKOW Ha BO3MOXHble COBLITUS U
NOCNEACTBUS, UMK UX cOYeTaHWe. PUCK YacTo BhIpaxaeTcsl B TEPMUHAX COBOKYNHOCTU NOCNEACTBUI COBbITUS (B TOM
yucne n3MeHeHnst 06CTOSITENLCTB) M BEPOSITHOCTU ero BoaHukHoBeHus. [ISO 31000:2009]
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3.26 ycnyra: cnocob npefoCTaBMEHWsA LIEHHOCTU 3aKa3uuky 4epe3 COAEHCTBUE €My B MONyYeHUu
KOHEYHbIX Pe3yrnbTaTtoB, KOTOPbIX 3aKa3ynK XO4ET AOCTUYb.

MpumeyvaHue — Ycnyra, kak npasBuio, HemaTtepuasribHa. Ycnyra Takke MOXeT npefocTaBnATECA MOCTaBLUMKY
YCIyr NoAPSAYMKOM, BHYTPEHHE FPYNMoi UK 3aKas4MKoM, BLICTYNaIOLWMM B Ka4ecTBe nojpsigumka.

3.27 KOMNOHEHT YyCRyru: OAMH SNEeMEHT YCIMyru, KOTOPbIi B COYETaHUW C APYTUMU IfEMEHTaMMU,
HOPMUPYET MOSTHYIO YCNyry.

Mpumepbi: obopydoeaHue, npozpammMHoe obecneyeHue, UHCMPYMeHMbl, TPUITOXEHUS,
AoKkymeHmauyus, uHghopmMauus, npoyecchl U 6criomMo2ameribHbie yciyau.

MpumeYvaHune — KOMNOHEHT yCIyru MOXeT COCTOSATh U3 OHOW UIM HECKOTbKUX KOH(UIYpaLMOHHBIX 84UHUL.

3.28 HenpepbIBHOCTb OGCNY)XWUBAHUA: CNOCOOHOCTL YNpaBnsTh PUCKAMU M COBBLITUAMM, KOTOPbIE
MOTYT UMETb CePbEe3HOE BIUSAHWE HA YCNYry UMM yCnyru, ¢ Lenbi0 HENPEpPbIBHOMO NPEA0CTaBNeHUs YCnyr Ha
COrnacoBaHHbIX YPOBHSIX.

3.29 cornaweHue 06 ypoBHe ycnyr SLA: cdopmanbHOoe cornalleHne Mexay nocTaBLyMKOM YCryr W
3aKa34MKOM, KOTOpOE onpeaenseT ycnyru U Lenv npeaocTaBneHust yenyr.

MpumeyvaHue — CornaweHne o6 ypoBHE YCNyr MoXeT ObiTb 3aKMKOYEHO MeXZY MOCTaBLUMKOM YCMyr u
NOAPSAYMKOM, BHYTPEHHEN PYMMOii UMK 3aKkas4MKoM, BLICTYNaoLMM B KayecTBe nogpsgquka. CornalleHue o6 ypoBHe
yCrnyr MOXeT BbiTh BKITHOUEHO B KOHTPAKT WU APYroil BUA (hOpMarisHOro cormnatleHus.

3.30 ynpaBneHue ycryramm: KOMMNIEKC OPraHU3auuOHHbIX BO3MOXHOCTEH W nNpoLeccoB Ans
OCYLUECTBIIEHUS1 PYKOBOACTBA U KOHTPONs AESATENnbHOCTM U PEecypcoB MOCTaBLUMKa Yycnyr Ans
NPOEKTMPOBAHMA, Npeobpa3oBaHus, NpPeaOoCTaBNEeHUA W COBEPLUEHCTBOBAHMA YCAyr €  UEenbio
YAOBMNETBOPEHUA TpeBOBaHWIA K ycryram.

3.31 cuctema ynpasneHus ycnyramu CYY: cuctema ynpaesneHus 4nsa oCyLecTBneHna pykoBoAaCTBa
N KOHTPONS AeATENbHOCTM NOCTaBLUMKa YCNYr N0 YNPaBAEHNIO ycnyramu.

MpumevaHune — Cuctema ynpaBneHuss npepcTaBnseT coboil  COBOKYNHOCTb  B3aUMOCBA3AHHBIX W
B3aWMOZENCTBYIOLMX SMEMEHTOB ANA CO3AAHUSA NONUTUK W Lieneil U JOCTIKEHUS STUX Lienei.

CYY BknioyaeT B cebs BCe NOMUTUKM yNpaBneHnsi yCryramu, Lienu, nnaHbl, NPoLecchl, OKYMEHTALUIO
M pecypchbl, Heobxoaumble ANA  NPOEKTUPOBaHWS, npeobpa3oBaHusA, NPeaoCTaBneEHUss U
COBEpLUEHCTBOBAHUS YCIyT U BbINONHEHUA Tpebosanuii aaHHon yactu UCO/M3K 20000.

ApanTupoBaHo u3 onpeaeneHna TepMuHa cuctema MeHeakMeHTa kayecraa B 1ISO 9000:2005.

3.32 nocTaBWMK yCnyr: opraHusaumMs uUnu 4actb OpraHvMsaumu, ynpasnsiowas u npeaocrasnsaowas
YCIyry Unu ycnyru 3aka3umky.

MpuMeyaHue — 3akasunk MOXeT GbiTb BHYTPEHHUM UM BHELUHAM MO OTHOLLEHUIO K OpraHW3aLyMi nocTaBLyuKa
ycryr.

3.33 3anpoc Ha o6cnyxuBaHMe: 3anpoc 0 NPeAOCTaBNeHMn UHPOPMALUK, KOHCYNbTALUK, AO0CTYNA K
yCryre unu 3anpoc Ha M3amMeHeHue, KOTOPbIN NpeaBapuTENbHO YTBEPXAEH.

3.34 TpeboBaHuA K ycnyre: noTpebHOCTU 3aka3unka u nonbL3oBaTenen ycnyru, Bknioyas TpebosaHus
K YPOBHIO YCIyru, a Takke noTpeBGHOCTU NOCTaBLUMKA YCIyT.

3.35 noapsaguMk: opraHu3auus Unu 4acTb OpraHu3auum, KOTopasa ABNAETCH BHELUHEW N0 OTHOLLEHUIO
K OpraHuM3auumu NOCTaBLUMKA YCRAYr M 3aknio4aeT AOroBop C NOCTABLUMKOM YCRyr, YTODObl y4yacTBOBaTb B
NpoeKTMpoOBaHuK, Npeobpa3soBaHum, NPEAOCTABIEHUN U COBEPLUEHCTBOBAHWUMN YCNYTU, YCIYT UITU MPOLIECCOB.

MNMpumeyvaHune — logpsagquku BKNOYAOT BbIGpaHHBIX BEAYWWX NOAPSAYUKOB, HO HE BKMIOYAOT KX
cy6noapsaYmMKoB.

3.36 BbIClIEe PYKOBOACTBO: JIULO WM Tpynna nuu, KOTOPble OCYLUECTBMAIOT PYKOBOACTBO M
KOHTPONb AEATEeNbHOCTU NOCTaBLUMKA YCAYr HA CAMOM BbICOKOM YPOBHE.

Mpumevanune — AgantuposaHo us ISO 9000:2005.

3.37 npeo6bpasoBaHue: BuAbl AATENbHOCTYU, CBA3aHHbIE C BBOAOM HOBbIX UMW U3MEHSEMbIX YCyr B
NPON3BOACTBEHHYIO Cpeay UNU BLIBOAOM U3 Hee.
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4 O6wme TpeboBaHUSA K cUCTEeME ynpaBreHUs ycnyramm

4.1 OTBETCTBEHHOCTb PYKOBOACTBA

4.1.1 O65A3aHHOCTHN pyKOBOACTBA

Bbicluee  pykOBOACTBO  [AOMMKHO  MPEACTaBUTb  A0KA3aTenbCTBa  CBOEW  MPUBEPKEHHOCTU
NNaHWPOBaHUIO, CO34AHWUIO, BHEAPEHWIO, 3JKChnyatauuu, MOHWTOPMHIY, aHanusy, noaaepxke u
coBepLueHCTBOBaHUKO CYY u ycnyr ¢ NOMOLLbIO:

CO3JaHWA N JOBEAEHUS 40 BCEX BOBNEYEHHbIX ML, OXBATA, NONUTUKW U LENEel yNnpaBneHus ycnyramu;

obecneyeHnss co3gaHusi, BHeAPEHUS U NOAAEPXKKM MMaHa ynpasneHua Ans  Toro, 4ToObl
npuaepXvMBaTbCs NONUTUKU, AOCTUraTb LIENei ynpaBrieHus ycryramu U BbiNOSHATbL TpeBGoBaHUA K ycnyram;

[OBEAEHUS BXHOCTM yAOBNETBOPEHUS TpEBOBAaHWUIA K ycnyram;

[OBEAEHUSI BAXXHOCTU YAOBNETBOPEHUS 3aKOHOAATENbHbIX W perynupyrolmx TpeboBaHuii, a Takke
[ OroBOPHbIX 0653aTENbLCTB;

obecneyeHus NpeaoCTaBNeHnsi PECYPCOB;

npoBeAeHNA NNaHOBOro aHanu3a co CTOPOHbI PYKOBOACTBA;

obecneyeHne TOro, YTO PUCKM AN yCNyr OLIEHUBAKOTCA M YNPaBsOTCA.

4.1.2 MonuTtuka ynpassrieHus ycnyramu

BoicLuee pykOBOACTBO AOMKHO 06eCnevmnTb, YTOObI MONUTUKA YNPABIEHUS YCIYramu:

COOTBETCTBOBArNA LENAM NOCTaBLUMKA YCIyT;

BKIovyana B cebs 06s3aTensCTBO BbINOMHUTL TPEOOBaHUA K yenyram;

Bknovana B ceba 0653aTenbCTBO NMOCTOAHHO MOBLILLATL pe3ynbTaTMBHOCTE CYY u ycnyr, UCnonb3ya
NOSIUTUKY NOCTOSAAHHOrO COBEPLUEHCTBOBAHUA B 4.5.5.1;

obecneynBana CTPYKTYPUPOBaAHHbIA MOAXOA ANS MOCTAHOBKM M aHanu3a Lenei ynpasneHus
ycnyramu;

Gbina npeacrasneHa COTPyAHUKaM NOCTaBLUMKA YCIYT U MOHATA UMMU;

aHanuaupoBarnack Ha NOCTOAHHYIO NPUTOAHOCTb.

4.1.3 MonHoMo4YMuA, OTBETCTBEHHOCTb U CBA3N

BbicLuee pykoBOACTBO AOIMKHO 06ecneunTh:

a) onpeaenexHne u noaaepKKy NOMHOMOYUN U OTBETCTBEHHOCTU NO YNPABNEHMUIO YCNyramu;

6) paspaboTky M BHeApeHue AOKYMEHTUPOBAHHLIX npoueayp Ana ob6ecneyYeHuss COOTBETCTBYIOLLMX
KOMMYHUKaLWiA.

4.1.4 NpeancrtaBuTtenb PyKoBoACTBA

Bobicluee pyKOBOACTBO [OJMMKHO Ha3Ha4YWTb YnNeHa pPYKOBOACTBA NOCTaBLUMKA YCMYr, KOTOPbIN
He3aBMCUMMO OT ApYrMx 06513aHHOCTEN UMEET NOSTHOMOYMUSA U 0DSA3aHHOCTU, KOTOPbIE BKIIOYAIOT:

obGecneyvyeHne BbINOMHEHUS AEWCTBUA NO  BbLIABMEHMUIO, [OKYMEHTUPOBAHWUIO W  BbIMOMHEHWUIO
TpeboBaHwuii k ycryram;

onpeaeneHne NOfMHOMOYMIA U OTBETCTBEHHOCTU Ans 00ecneyeHnss NPOEKTUPOBAHUS!, BHEAPEHUS U
COBEPLUEHCTBOBAHMSA MPOLIECCOB YMNpaBrieHUs ycnyramMm B COOTBETCTBMM C MNOAUTUKOW U  LIenamu
ynpasneHus ycnyramu,;

ofecrneyeHne TOro, YTo MPOLIECCHI YNPABMEHUA YCNYyramn UHTErPUPOBaHbl C APYrMMU KOMIMOHEHTaMU
cYYy;

oGecneyeHne TOro, YtoObl akTUBLI, B TOM YUCRE NULEH3UKM, UCNOMNb3yEMble ANA NPeAoCTaBnNeHUs
yCnyr, ynpaBnsitloTCs B COOTBETCTBUM C 3aKOHOAATENbHbIMW U PErynupylolmmMmu TpebGoBaHUsMU, a TaKke
Z[OrOBOPHbIMK 005A3aTENLCTBAMM;

npeacTaBreHne OTYETOB BbICLLUEMY PYKOBOACTBY O (YHKUMOHMPOBAHUM U BO3MOXHOCTU ANA
coBepLueHcTBoBaHus CYY u yenyr.

4.2 PykoBOOCTBO NpoueccaMmu, BbIMOMHAEMbIMU APYTMMY CTOPOHaMU

[na npoueccoB B pasgenax 5-9 nocTasLUMK YCNyr AOSDKEH OMPEAeNUTb BCE MPOLECChl UMM YacTu
MPOLIECCOB, KOTOPbIE HAXOAATCS B BEAEHWUW JPYTMX CTOPOH. JpyrumMu CTOPOHaMKU MOTYT ObiTb BHYTPEHHUE
rpynnbl, 3akasuMk unu noapaaunk. [lOCTaBLUMK YCMyr AOSDKeH MpOAEeMOHCTPUPOBaTL PYKOBOACTBO
MPOLIECCaMM, BbIMOMHAEMbIMUA APYTMMW CTOPOHAMM MYTEM:

[EMOHCTPaLMM OTBETCTBEHHOCTU 3a MPOLIECCHI U NpaBa TpeboBaTh CTPOroro cobnoaeHUs NPOLECCOB;
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KOHTPONA onpeaernieHnsi NPOLECCOB U UX B3aUMOCBA3EHN C APYrMMU NPOLIECCAMM;

onpeaeneHns Npou3BoaUTENLHOCTU NPOLIECCA M COOTBETCTBUSA TPeGOBaHNAM K NpoLecey;

KOHTPONA NNaHMPOBAHUA U ONpPeeneHns NPUopPUTETOB COBEPLLEHCTBOBAHMSA NPOLIECCOB.

Korga nogpsauuk BLIMOMHSET HEKOTOPLIE YacTW MPOLECCOB, MOCTABLUMK YCIYT AOSHKEH YNPaBnATb
NOAPAAYMKOM B pamMKax npouecca ynpasrieHus noapsaqukamu. Korga BHYTPEHHAS rpynna unu 3akasumk
BbIMOJSHAIOT HEKOTOPbIE YacTU NPOLECCOB, NOCTABLUMK YCIIYr JOMMKEH YNPAaBATL BHYTPEHHEH rpynnon unu
3aKa34yMKOM B pamMKax Npouecca ynpaBneHUsl ypOBHEM YCRyT.

MpumeyvaHne — MICO/MBK 20000-3 coaepxuT ykaszaHusl No onpegeneHnio obnactu NPUMEHEHUs u
npumeHumoctu aton 4actm MCO/MIK 20000. Cioaa BXOAAT AOMOSMHUTESNbHbIE Pa3bACHEHMSA MO NoBOAY
PYKOBOACTBA Npoueccamu, BbINOMHAEMbIMU APYTUMW CTOPOHAMMU.

4.3 YnpaBneHue oOKyMeHTaumen

4.3.1 PaspaboTtka u nogaepxaHue B aKTyarlbHOM COCTOSIHUM [JOKYMEHTOB

MocTaBuMK ycnyr aofbkeH paspaGoTaTb W MNOAAEMKUBATL B aKTyarbHOM COCTOSIHUM [OKYMEHTI,
BKNOYas 3anucu, ana obecneyeHuss apdpekTBHOro NNaHUpoBaHUs, KCMnyaTaumu u KoOHTponsa CYY. 3tu
JOKYMEHTbI AOJDKHBI BKMIOYATL!

OOKYMEHTUPOBAaHHbIE MONUTUKK U LIENWU YNPaBIieHUs ycryramu;

JOKYMEHTUPOBAHHBIN NNaH yNpaBneHns ycrnyramu;

[OKYMEHTUPOBAHHbLIE MOMUTUKMA U NMaHbl, CO3AAHHbIE ANA KOHKPETHBLIX MPOLIECCOB B COOTBETCTBUU C
TpeboBaHusmMu aToi yactn MCO/M3K 20000;

JOKYMEHTUPOBAHHbIN KaTanor ycnyr,

[OKYMEHTMPOBAHHbIE CornalueHnsi 06 ypoBHe ycnyr;

Z[OKYMEHTMPOBaHHbIE NPOLIECCHI YNPABNEHUs1 yCRyramu;

JOKYMEHTUPOBAaHHbIE NpoLeaypbl U 3anucu, Tpebyemelie aTon yacteio MICO/MOK 20000;

AOMOSHUTENbHbIE JOKYMEHTbI, B TOM YUCIIE BHELIHEr0 NPOUCXOXAEHUS, KOTOPble NMOCTaBLUMK yCnyr
nocunTan HeobxoanmeimMu Ana obecneyeHuss IhPEKTUBHOTO hpyHKUMOHUpoBaHUA CYY U okazaHus ycnyr.

4.3.2 YnpaBsrneHue AOKyMEeHTaMu

HokymeHTbl, Tpebyembie CYY, A0omkHbl ObiTb Moa KOHTponem. 3anucyu ABnATCA 0COGLIM TUMOM
JOKYMEHTa U A0MKHbI KOHTPONIMPOBAaTLCA B COOTBETCTBMM C TpeOOBAHMAMM, U3NOXKEHHbIMU B 4.3.3.

JokyMeHTUpOBaHHbIE NpoLieaypbl, B TOM YUChEe MOMHOMOYMSA U 0653aHHOCTU, YCTaHaBNMBAIKOTCA ANA
onpeaerneHus CpeACcTB ynpaBneHus, Heo6x0aANMbIX Ans:

CO3/1aHUA W YTBEPXKAEHUSA JOKYMEHTOB A0 UX BbIMYCKA;

npejcTaBrieHusi 3auHTEPECOBAHHbLIM CTOPOHAM UHCOPMAaLUK O HOBbIX UMK U3MEHEHHBIX AOKYMEHTAaX;

noAAep>XaHusl B akTyanbHOM COCTOSIHUM AOKYMEHTOB M MX NEPECMOTpa No Mepe Heo6xoauMOoCTH;

obecneyeHus onpeseneHnst USMEHEHUI 1 TEKYLLIEro cTatyca nepecMoTpa J0KyMEeHTOB;

obecneyeHuss Hanuuus COOTBETCTBYIOLUMX BEPCUA MNPUMEHUMbIX [OKYMEHTOB B MeCTax WuX
MCMOSb30BaHUS;

obecneyeHusi y3aHaBaeMoCTH U pa3bopUMBOCTU AOKYMEHTOB;

obecneveHusi BbIIBNEHNS AOKYMEHTOB BHELLHErO NPOUCXOXKAEHUS U YNPaBNeHUsi X pacCblfkoi;

npeaoTBpaLleHns HenpeaHaMEepEeHHOro MCNonb30BaHUA YCTApEBLUMX [JOKYMEHTOB U NPUMEHEHUs
COOTBETCTBYIOLLEN AEHTUUKaALUU K HUM, €CNIM UMK NMPOJOIDKAIOT NOSb30BATLCA.

4.3.3 YnpaBneHue 3anucsamMm

3anucu AOMKHbLI XPaHMTLCA ANA AEMOHCTpauuMu CcooTBeTCTBUA TpeboBaHusM U addpekTusHOro
dyHKUMOHMpoBaHusi CYY.

HdomkHa ObiTb CO3aaHa AOKYMEHTMPOBAHHAs npoueaypa Ans OnpefeneHus CPeAcTB ynpasneHus,
HEeOoOXOAUMBLIX Ansi MAEHTUMUKALMM, XPAHEHUS, 3aLUMTbl, BOCCTAHOBMEHMS, COXPAHEHUA WU YyAaneHus
3anucei. 3anucm A0mkHbI ObiTh YETKMMU, NErKO AEHTUMULIMPYEMbIMU U BOCCTAHABNMBAEMbIMU.

4.4 YnpaBneHue pecypcamMmv

4.4.1 NpepocraBneHne pecypcoB

MocraBwmk ycnyr JOMmMKeH onpeaenute U obecneuntb  YenoBeYECKUe, TeXHUYEecKue,
MH(OPMALMOHHBbIE U (DMHAHCOBLIE PECYPCHI, HE0OX0AUMBIE ANS:

paspaboTku, BHeapeHus U noaaepxkn CYY u  ycnyr, U NOCTOAHHOIO MOBBLILWEHUA UX
pe3ynbTaTUBHOCTH;
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NOBBLILLEHUA Y/AOBMNETBOPEHHOCTW 3aKA3YMKOB, 33 CYeT MNpPeAOCTaBNEHUS YCMyr, KOTOpble
yAOBNETBOPSIOT TPe6OBaHUAM K YCnyram.

4.4.2 YenoBeyeckue pecypcbl

COTpYAHUKMA NOCTABLLUMKA YCNYT, BLIMONHSIOWME paboTy, BAMSAIOLLYIO HA COOTBETCTBME TPEOOBAHUAM K
ycnyram, A0mkHbl ObiTb KOMNETEHTHbIMU: UMETb COOTBETCTBYIOWEEe 0oBpa3oBaHue, NOArOTOBKY, HaBblKW W
onbIT. MNocraBLmk ycnyr 06513aH:

onpeaensitb HE0OOX0AUMYIO KOMNETEHTHOCTb NEPCOHana;

B cnyyae Heobxoaumoctu, obecneumBatb MOArOTOBKY MNW NpeaAnpuHUMAThL Apyrue AeWcTBuUs Ans
AOCTWXEHUA HEOOXOAUMOW KOMNETEHTHOCTH;

oueHuBaTb 3pheKTUBHOCTb NPEANPUHATLIX AEWCTBUN;

o6ecneunBaTb, YToObLl NEPCOHAN 3HAN O TOM, KaK OHU BHOCAT BKNaj B AOCTKEHUE Lenen ynpasneHus
ycnyramu U B BbinosiHeHue TpeboBaHuii K ycnyrawm;

BECTU COOTBETCTBYlOLLME 3anucu 06 obpasoBaHuM, NOArOTOBKE, HABbLIKAX U OMbITE.

4.5 Co3paHue u coBepuieHcTBOBaHue CYY

4.5.1 OnpepgeneHue o6nacTn oxeara

MocTaBwMK ycnyr AOMKEH onpeaenutb obnactb oxsata CYY u BKMIOYMTbL €e B NNaH ynpasBneHusi
ycnyramu. YkasaHHas obnactb AofmkHa ObITb onpeaeneHa no UMEHU noagpasaeneHns, NpeaocTasnsiowero
YCnyru, u no ycnyram, Kotopble 6yayr npeaocTaBneHsbl.

MocTaBwmK ycnyr AOMKEH TaKke MPUHMMATbL BO BHUMAHWE Apyrue hakTopbl, BAUAIOWME HA YCNyrK,
KoTopble ByayT NnpeaoCcTaBnsATLCA, B TOM YUCHE:

reorpadonyeckoe nNonoXeHue, OTkyaa NoCTaBLLMK YCNYyr NPeaoCTaBnAaeT yenyru;

3aKasyuKM U UX PaCroONOXEHHE;

TEXHOMNOrMA, UCNONb3yeMas Ana NpeaocTaBneHus ycnyr.

Mpumeyanne — UCO/MIK TO 20000-3 cogepxmT ykazaHUsa no onpeaeneHuio 06nactu NnpuMeHeHus
n npuMeHumocTu aton yactu MCO/MIK 20000.

4.5.2 Nnanunposanue CYY (MnaHupoBaHue)

MocTaBwMK ycnyr AOMKEH co3faTb, BHEAPWUTbL W MnoadepiMBaTb MNaH YNpaBneHWs ycrnyramu.
MnaHnpoBaHue AOMKHO yYUTbIBaTb MOMUTUKY YNpaBneHua ycnyramu, TpeboBaHus k ycnyram u TpeboBaHus
aton Yactu MCO/M3K 20000. MNnaH ynpaBneHus ycnyramm AOIDKEH BKOYATb MIM COAEPXaTb CCbIMKy, MO
KpanHen mepe, Ha cnegyoLlee:

Lenu ynpaBneHus ycrnyramm, KoTopble AOMkHbI ObITb AOCTUTHYTHI NOCTABLUMKOM YCIyT;

TpeboBaHus K ycnyram;

M3BECTHbIE OrPaHUYEHNs, KOTOPbIE MOTYT NOBAUATL Ha CYY;

MONUTUKY, CTaHAApTbl, 3aKOHOAATENbHbIE W  perynupylowme TpebGoBaHMA U [OrOBOPHbIE
06sA3aTenbCcTBa;

CTPYKTYPY NONTHOMOMMI, 06A3aHHOCTEN U NPOLIECCHBLIX PONENR;

NMONHOMOYUSA W OTBETCTBEHHOCTb B OTHOLLUEHUU NNAHOB, NPOLIECCOB YNPABMEHUA YCIyraMm U yCnyr;

yenoBeYyeckne, TexHUYeckue, MHGOPMAUUOHHbIE U (PMHAHCOBLIE pEeCypChl, HeobxoauMbie Ans
JOCTWXEHUA Lenen ynpasneHus ycnyramu;

noaxoa, HeobxoAuMbIVi AN OCyLWecTBNEeHUs paboTbl C APYrMMU CTOPOHaMM, y4acCTBYIOLLMMMW B
npouecce pa3paboTkn u Nnpeobpa3oBaHUA HOBbLIX UM U3MEHSAEMBIX YCRYT;

noaxoA, HeoOXoAMMBIAM ANA OCYWECTBMEHMA B3auUMOAENCTBMA MexXAy npoueccamu ynpasneHus
ycnyramum u ux uHTerpaumm ¢ ApyruMmu komnoseHtamm CYY,

noaxoa, Heo6xoanMbIN ANSA OCYLLECTBNEHUA YNPaBAEHNA PUCKaMKN, U KpUTEPUW ANSA NPUHATUS PUCKOB;

TEXHONOrUA, ucnonbdyemasn ansa nogaepxku CYY;

Kak NpPOBOAUTb OLEHKY, ayauT, hopMUpOBATb OTYETHOCTL M obecneunBaTb COBEPLUEHCTBOBAHME
acpdektuHocTu CYY u ycnyr.

MnaHbl, CoO3aaHHbIE ANA KOHKPETHLIX NPOLIECCOB, AOMKHbI ObITb NPUBEAEHbLI B COOTBETCTBUE C NIIAHOM
ynpaeneHua ycnyramu. MnaH ynpasneHus ycnyramu W nnaHbl, CO3AaHHbIE Ansi KOHKPETHbIX NpOoLeccosB,
DOMDKHBI  paccMaTpuBaTbCA B 3aNfAaHMPOBAHHbIE WHTEpBanbl BPEMEHW U, NpU  HEOOXOAUMOCTMH,
06GHOBATLCA.
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4.5.3 BHegpeHue u akcnnyatauus CYY (BoinonHeHue)

MocTaBLMK ycnyr AOIMKEH OCYLLECTBNATL U ynpasnaTe CYY Ana npoekTuposBaHus, npeobpasosaHus,
NpefoCTaBNeHNss M COBEPLUEHCTBOBAHUSI YCNyr B COOTBETCTBUM C MNJIAHOM YNPaBMEHUs yCNyramu,
MCNONb3ys, NO KpaiHen mepe, cneayloLme Buabl AEATENbHOCTU:

pacnpeaeneHue u ynpasneHue oHgamu u GroaxetTamum;

onpeaenexHne NOJIHOMOYMIA, 06513aHHOCTEN U ponen NPoLeccos;

ynpaBneHne 4enoBeYECKUMU, TEXHUHECKUMMN U UH(POPMALIMOHHBIMKU PECYPCaMU;

BbISIBNEHWE, OLIEHKY U yNpaBrieHne puckaMu, CBA3aHHbIMU C yCnyramu,

ynpaeneHue npoLeccamMmm ynpasneHust yeryramu;

MOHUTOPUHT U OTYETHOCThL O BbINOMHEHUM MEPONPUATUIA YNPABAEHUS YCNyraMu.

4.5.4 MoHuTOopuHr u npoBeaeHue aHanu3a CYY (lMpoeepka)

4.5.4.1 O6wue nonoxeHus

MocTaBLMK ycnyr JOJDKEH MCMONb30BaTh MOAXOASILLME METOAbl MOHUTOPUHra u uamepenus CYY u
ycnyr. 3Tu METOAbl AOIMKHBI BKIOYATb BHYTPEHHUE ayAUTbI U aHANU3 Co CTOPOHLI PYKOBOACTBA.

Llenu BCex BHYTPEHHMX ayauMTOB W aHanuM3a CO CTOPOHbI PYKOBOACTBA [JOIDKHbI  ObiThb
[IOKYMEHTMPOBAaHbI. BHYTpEHHME ayaAuTbl U aHanu3 CO CTOPOHbLI PYKOBOACTBA AOSDKHLI AEMOHCTPUPOBATL
cnocoGHocTb CYY 1 ycnyr AoCTUrath LENU ynpasrieHUs yCryraMu U BbINONHATL TpeGoBaHua K ycnyram.
HecooTBeTCTBMA A0MKHbI ObITh BbISIBSIEHLI B COOTBETCTBUM C TpeboBaHusmu atoin 4actn MCO/M3K 20000,
TpeboBaHusimu k CYY, onpeaeneHHbIMU NOCTABLLUKOM YCIYT Unu TpeboBaHUAMM K yCnyram.

PesynbTaThl BHYyTPEHHUX ayAMTOB M aHanu3a co CTOPOHbI PYKOBOACTBA, B TOM YMCIIe HECOOTBETCTBMS,
npo6nemsbl U BbIsIBNEHHbIE MEPbI, JOIDKHbI ObITh 3aperucTpupoBaHsl. Pe3ynstartbl U AeNCTBUSA AODKHbI ObITh
[OBefieHbl A0 3aMHTEPECOBAHHbLIX CTOPOH.

4.5.4.2 BHyTpeHHun ayauT

MocTaBWMK ycnyr AO/MKEH NPOBOAMTL BHYTPEHHME ayAuTbl Yepes 3annaHMpoBaHHbIe WHTEpBanbl
BPeMeHM, 4ToObl onpeaenutb, 4to CYY u ycnyru:

yA0BReTBOPSAIOT TpeboBaHuaAmM atoun yactn MCO/M3K 20000;

YLOBNETBOPSIOT TpeboBaHWAM K ycrnyram u TpeboBanusaM k CYY, onpeeneHHbIM NOCTaBLUMKOM YCNyr;

a(pHeKTMBHO BHEAPAIOTCA U NOAAEPKUBAIOTCA.

HomkHa cywlecTBoBaTb [AOKYMEHTMpOBaAHHas npoueaypa, coaepxawas ¢opmManu3oBaHHbIe
MONMHOMOYMSA M OTBETCTBEHHOCTE 32 NNAHMPOBAHME M NpoBEAEeHUe ayauTos, POPMUPOBAHME OTYETHOCTH O
pesynbTaTtax ayauta u BeeHue sanvcen.

Mporpamma ayauta gOIKHA nnaHupoBaTheA. OHA AOMKHA YYUTLIBATL CTATYC U BaOKHOCTb NPOLIECCOB
M yyacTKOB, MoAnexawx ayauTy, a TaKke pesynbTatoB npeabiaywmx ayautos. Kputepum, obnactb
NPUMeHeHNs, 4acToTa U METOAbI AOMKHbI ObITb JOKYMEHTUPOBAHBI.

Boibop ayautopoB M npoBeAeHWe  ayauTOB  AOMkHbI  ofecneuumBatb OOBLEKTUBHOCTb U
6ecnpucTpacTHOCTL  KOHTPONsA. AyauTOpbl He AOMKHbI NPOBEPATb CBOKW COOCTBEHHYIO paboty.
HecooTBeTcTBUA COOBLLAIOTCA M NPUOPUTUIMPYIOTCA, BbIAENAETCA OTBETCTBEHHLIN 3a KOPPEKTUPYIOLLME
JerictBun. PykoBoACTBO, OTBETCTBEHHOE 3a MpoBepsemble 06nacTn AeATeNbHOCTU, AOIDKHO 0becneynTb,
4yTOObI MIOObLIE KOPPEKUMU U KOPPEKTUPYIOWME AECTBUA NpeanpuHUManuct 6e3 n3nuLHen oTCPodKu Ang
yCTpaHeHUsi HECOOTBETCTBMIAI M uX NpuduH. [Mocneayioume AEWCTBMA AOMKHbI BKMIOYaTb NPOBEPKY
nNpeanpuHATLIX Mep U OTYET O pesynbTaTax.

Mpume4vyaHne —Cm. NCO 19011.

4.5.4.3 AHanus co CTOPOHbI PyKOBOACTBA

BbiclLuee pykoBOACTBO AOMKHO aHanusuposatb CYY u ycnyrm B 3annaHMPOBAHHbIE WMHTEpBasnbl
BpeMeHu, yToGbl 06ecneunTb Mx MOCTOAHHYIO NMPUrOAHOCTbL U PEe3yNbTaTUBHOCTL. ITOT aHanu3 JOMmkeH
BKMIOYaTb OLIEHKY BO3MOXHOCTEH COBEPLUEHCTBOBAHUS U HEOOX0AMMOCTL U3MEHEHWI B CYY, B TOM uncne
NOSAUTUKN U LLENEN YNPABAEHUA yCryraMu.

Bxogsawas uHopmayua ans npoBeAeHMs aHanu3a Co CTOPOHbI PyKOBOACTBA AOSMMKHA BKIOYaTb, Kak
MUHUMYM, BKAIOYaTb CREAYIOLLYI0 MHPOPMALIMIO:

06paTHaﬂ CBA3b C KNUeHTaMu;

npou3BoAUTENbLHOCTL U COOTBETCTBUE YCIYT U NPOLIECCOB;

TEKyLUMM U NPOTHO3UPYEMbI 06bEMbI YESIOBEYECKNX, TEXHUYECKUX, UHEPOPMALIMOHHBIX M (PMHAHCOBBIX
pecypcoB;

TeKyLiue U NPOrHO3MpyeMble YenoBEYECKUE U TEXHUYECKNE BO3MOXKHOCTY;

puckn,
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pe3ynbTaTbl NPOBEPOK M NOCNEAYIOLIME AeNCTBUS,;

pes3yneTatel M MNOCNEAyloWMEe AEiCTBUS, BbITEKAOWME M3 NpeablayLero aHanmsa co CTOPOHbI
PYKOBOACTBA,

CTaTyC NPEBEHTUBHbLIX N KOPPEKTUPYIOLLUMX AENCTBUN;

U3MEHEHUS, KOTOPbIe MOTYT NOBNMATL HA CYY u Ha ycnyru;

BO3MOXXHOCTU ANs1 COBEPLUEHCTBOBAHMS.

3anucu 06 aHanu3e co CTOPOHbI PYKOBOACTBA AOIMKHbI MOAAEPKMBATLCA B aKTyaribHOM COCTOSIHUU U
AOIDKHbI BKIOYaTb, NO KpailHenh Mepe, peleHWs U AelCTBUS, CBA3AHHbLIE C Pecypcamu, MOBbILLEHUEM
acppekTuBHOCTUM CYY 1 COBEPLUEHCTBOBAHUEM YCIYT.

4.5.5 Noapepxka n copepweHcTtsoBaHue CYY (KoppektupoBka)

4.5.5.1 O6wune nonoxeHus

JomkHa cyLlecTBOBaTb NOMMTHKA NOCTOSHHOIO coBepLueHcTBoBaHua CYY u ycnyr. MNonutuka aomkHa
BKMIOYaTb KpUTEPUK OLIEHKM BO3MOXHOCTEN ansa COBEPLUEHCTBOBAHUS.
JlomkHa cyLlecTBoBaTh AOKYMEHTUPOBAHHAA NpoLeaypa, BknovaoLwan ¢)opMannsoBaHHbIE MOSTHOMOYUA U
OTBETCTBEHHOCTbL 38 BbIABNEHWE, JOKYMEHTUPOBAHUE, OLIEHKY, YTBEPXKAEHWE MPUOPUTETOB, ynpasrneHue,
U3MepeHue N OTYETHOCTb MO COBEPLUEHCTBOBAHUIO. BO3MOXHOCTU ANs COBEPLUEHCTBOBAHUS, B TOM YuCne
KOPPEKTUPYIOLLME N NPEBEHTUBHbIE AECTBUS, AOIMKHbI ObITh AOKYMEHTUPOBAHBI.

MpuUYMHBI BbIABMEHHBIX HECOOTBETCTBUI AOSKHBI ObITb McnpaBneHbl. KoppekTupylowme AencTsus
JOMKHbI ObITb NPEANPUHATBLI ANS YCTPAHEHUA YKa3aHHbIX MPUYUH C LIENbI0 NPeAoTBPALLEHUS PELMAUBOB.
MpodunakTuyeckue MeponpuaTUs JOSKHbI ObiTb MPUHATHI B LENAX YCTPAHEHWUS MPUYMH MOTEHLIMAMbHBLIX
HECOOTBETCTBUIA C LieNbI0 NPeAoTBPAaLLEHNS X BOSHUKHOBEHUS.

MpumMeyaHue — JONONHUTENbHYIO MHGOPMALIMIO O KOPPEKTMPYIOWNX U NPEBEHTUBHBIX AEHCTBUAX CM.
B 1ISO 9001:2008, n. 8.5.

4.5.5.2 YnpaBneHue coBeplI€HCTBOBAHUEM

BO3MOXHOCTW AnA  ynyylleHUa AOMKHbl ObiTb NPUOPUTM3MPOBAHLI. [MOCTaBLYMK YCAyr AOMKEH
UCMNOMNb30BaTb KPUTEPUU OLIEHKU B MOMUTUKE NOCTOSHHOrO COBEPLUEHCTBOBAHUA NMPU NPUHATUKN PELUEHUN O
BO3MOXHOCTHU ans COBEpPLUEHCTBOBAHUA.
YTBEPXAEHHbIE ynyJLueHus AOMKHbI ObITh 3annaHnpoBaHsbl.
MocTaBLMK YCNyr AOSKEH YNPaBMsTb AEATENbHOCTLIO MO COBEPLUEHCTBOBAHUIO, KOTOPAs BKMIOYAET, Kak
MUHUMYM:

onpeaeneHune Lenein AnA COBEPLUEHCTBOBAHNUA N0 OAHOMY UMM HECKOMbKUM U3 CreayoLux acnekToBs:
KauyecTBO, LEHHOCTb, CMOCOOHOCTb, CTOMMOCTb, MPOW3BOAUTENLHOCTb, WCNOMNL30BAHME PECYpPCOB W
CHWKEHMNE PUCKOB;

obecneyeHne BHeAPEHUS YTBEPXKAEHHOTO COBEPLUEHCTBOBAHUS;

nepecMoTp MNOMUTUKU, MNAHOB, MPOLECCOB U npoueayp ynpaeneHuss ycnyramu (B cny4ae
HeoBXx0aUMOCTH);

U3MEPEHUE BHEAPEHHbLIX YNYYLUEHUA B COOTBETCTBMM C HaboOpoMm uenei, U rae uenu He Obinu
[JOCTUTHYTbI, NPUHATME HEOBXOAUMBIX MED;

OTYET O Peann3oBaHHbIX YNy4LLEHUSIX.

5 MpoekTpoBaHne u Npeodpa3oBaHMUE HOBbIX U U3MEHSIEMbIX YCIyr

5.1 O6wume nonoxeHus

MocTaBLymK ycnyr AOMKEH UCNOMb30BaTk 3TOT NPOLECC AMNA BCEX HOBbIX YCNYr U U3SMEHEHWI yonyr,
CMoCOOHbLIX OKa3aTb CYLUEeCTBEHHOE BMUSIHME HAa ycnyrv, nubo Ha 3akasuuka. M3MeHeHusi, KoTopble
HaxoAATCA B paMkax paszena 5, onpeaensiotTca nonuTUKaMm ynpasneHnsa N3MeHeHUAMHN, CornacoBaHHbIMK
B pamkax npouecca ynpaBneHus U3MEHEHUAMMU.
OueHka, yTBepXaeHue, NIaHUupOBaHUE W aHanu3 HOBbIX UMM W3MEHSEMBIX yCrnyr B paMkax pasgena 5
JOMKHBI HAXOAUTLCS NOA KOHTPOMEM NpoLecca ynpasrneHns naMeHeHnsaMu. KoHdurypauuoHHble eanHuLbl,
OTHOCSILUMECS K HOBbLIM WM W3MEHAEMbIM YyCryram, B pamkax pasgena 5 AorkHbl HaxoauTbCst nof
KOHTpONem NpoLecca ynpaBneHusi KOHuUrypaumsamu.

MocTaBLMK yCnyr [ODKEH aHanu3nMpoBaTb pe3ynbTaTbl MEpornpuATUIA M0  NNaHUPOBaHUIO W
MPOEKTUPOBAHUIO HOBbLIX UNN U3MEHSAEMbIX YCIYr OTHOCMTENbLHO COrNacoBaHHbLIX TpebOoBaHWIA K ycrnyram u
COOTBETCTBYIOLMX TpeboBaHuiA, yka3aHHbiX B 5.2 1 5.3. OCHOBbIBasACb HA 3TOM aHanunse, NoCTaBLUUK yCnyr
AOMKEH NPUHATL UMW OTKIOHUTL pe3ynbTaTthl. [OCTaBLUMK YCIYr AOMKEH NPUHATE HEOOX0AUMbIE MEpbl AN
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TOro, 4toObl pasBuTME U NpPeobpa3oBaHMe HOBLIX WNM U3MEHSIEMbIX YCNYr MOFM0 OCYLUECTBASATHLCS
3pheKTUBHO, UCMONb3YA NPUHATLIE PE3YNbTaTbl.

MpumeyaHune — HeobxoaAMMOCTb HOBOWM YCAYrM WAU WU3MEHEHUS] YCIyrm MOXET WUCXOAUTb OT
3akasyuka, OT NOCTaBLUMKA YCMYr, oT BHYTPEHHEN rpynnbl AW OT NOAPAAYMKA B LENAX yAOBNETBOPEHUN
notpe6HocTel BusHeca unu Ansi NOBbILLEHUS PE3yNbTaTMBHOCTU NPEAOCTaBAEMbIX YCNYT.

5.2 MnaHupoBaHMe HOBbIX UNWU U3MEHAEMbIX YCIyr

MocTaBLUMK yCRyr AOMMKEH onpeaenuTe TpeboBaHua K HOBbIM UK N3MEHsieMbIM ycryram. Hoeble unu
U3MEHsiEMble YCIyrM JOJDkHbl ObiTb 3annaHWpoBaHbl ANA  BbINONMHEHUs1 TpebOBaHMW K ycnyram.
MnaHMpoBaHMe HOBbLIX WU W3MEHSIEMbIX YCMNYr AOMKHO ObiTb COrMacoBaHo € 3aKasyukoMm u ¢
3aMHTEepecoBaHHbIMU CTOPOHAMM.

B kauecTBe Bx0oA4a AnA NNaHUPOBAHWS MOCTABLUMK YCMYyr [JOIDKEeH MpUHUMaTh BO BHUMaHue
BO3MOXHO€E (PMHAHCOBOE, OpraHM3auMOHHOE U TEXHUYECKOE BO3AEeiCTBME NPEeAOoCTaBNEHUA HOBLIX UMW
n3MeHsieMbIx ycnyr. MocTaBLUmK yCnyr AOSHKEH TakKe NpuHUMaTh BO BHUMaHWE NoTeHUManbHoe BhusiHue
HOBbIX UNN U3MeHsIEMbIX ycnyr Ha CYY.

MnaHWpoBaHWe HOBbIX WMMW WU3MEHSIeMbIX YCNYr AOMMKHO BKAOYaTb WNKU COAepXKaTb CChbINKY, no
KpanHen mepe, Ha cneayioLyee:

MOMHOMOYMA U OTBETCTBEHHOCTb 3a AEATENbHOCTL MO NPOEKTUPOBaHUKO, paspaboTke u
npeobpasoBaHuio;

MeponpuATUS, KOTOpble OyAYT BbINOMHATLCA NOCTABLUMKOM YCNYr U APYTMMU CTOPOHAMMU, B TOM YUCne
AesTenbHOCTb N0 B3aMMOAENCTBUIO MOCTaBLUMKA YCIYT C APYTMMU CTOPOHaMU,;

B3aMMOAENCTBUE C 3aUHTEPECOBAHHbLIMU CTOPOHAMMU;

yernoBeyeckue, TexHMYeckue, UHPOPMaLUOHHbIE U (PUHAHCOBLIE PECYPChI;

CPOKM 3annaHnpoBaHHbIX MEPONPUATUNR;

BbISIBNIEHME, OLEHKA W YNpaBreHne puckamu;

3aBMCUMMOCTb OT APYIUX YCNyr;

UCNBITAHUSA, HEOOXOAMMBIE ANA HOBBIX UM U3MEHSIEMbIX YCMYT;

KpUTEPUU NPUHATUA YCNYT;

oXxugaemble pesynbTaTthl OT NPEAOCTaBMNEHUS HOBbLIX WM U3MEHAEMBIX YCNYr, BblpaXeHHble B
n3MepsieMbIX BENUUYUHAX.

Ons ycnyr, KoTopble AOMKHbI ObiTb yAaneHbl, MOCTaBLUMK YCIyr AOMKEH NnaHuposaThb npoueaypy
yaanexus ycnyru (ycnyr). MNnaHupoBaHne AOSMKHO BKNOYaTbh AaTy(-bl) yaaneHusa, apxueauuu, yTunusauuu
UNM nepedayu AaHHbIX, AOKYMEHTAUMM M KOMMNOHEHTOB yCnyru. Ycnyra MOXeT BknwvaTb B cebs
KOMMOHEHTbI MHPPACTPYKTYPbI U NPUMOXKEHNIA C COOTBETCTBYIOLLIMMU NULIEH3NSAMM.

MocTaBUMK yCnyr AOMKEH ONpeaenuTb ApyrMe CTOPOHbI, KOTopble OyayT cnoco6CTBOBaTh
nNpeaoCTaBEHNIO KOMMOHEHTOB YCAYr ANS HOBbIX WM W3MEHsieMbixX ycnyr. [ocTaBlmK ycnyr [OSDKeH
OLEHUTb MX CMOCOBGHOCTL BBLINOMHATL TpeGoBaHua K ycnyram. [OmkHbl ObITb  3apErncTpupoBaHbI
pe3ynbTaThbl OLIEHKU U NPEANPUHATLI HEOBX0ANMbIE AelCTBUS.

5.3 MNpoekTpoBaHne U pasBUTUE HOBbIX U U3SMEHSIEMbIX YCIyr

MpU NpPOEKTUPOBAHWM WU AOKYMEHTUPOBAHUM HOBbLIX WIM U3MEHSIEMbIX YCMyr AOSMKHbI ObITb, NO
KparWHen mepe, OTPaXKeHb!:

MONMHOMOUUA U OTBETCTBEHHOCTL 3a npeaocTtaBneHne HOBbIX UK U3MEHAEMbIX YCIyT,

MEpPONpUATUsi, KOTopbie BYAYT BLINOMHATLCA NOCTABLLMKOM YCIyr, 3aKa3uMKOM M APYrMMU CTOPOHaMM
Ansi NPeAOCTaBNEeHUS HOBbIX UNU N3MEHAEMBIX YCNYT,;

HOBbIE WNMU WU3MEHEHHble TpeGoBaHMS K YernoBevYeckuMm pecypcam, BKiodasi TpebGoBaHusa K
COOTBETCTBYIOLLEMY 00pa30BaHuIo, NOArOTOBKE, HABbLIKAM U OMbITY;

noTpebHOCTM B (hMHAHCOBLIX pecypcax AnsA Npea0CTaBNEHUsI HOBbIX UM U3MEHSIEMbIX YCNYT;

HOBbI€ UK UBMEHEHHbIE TEXHONOIrMN ANA NpeaoCcTaBiieHUsI HOBbLIX UM U3MEHSAEMbIX YCNYT;

HOBbIE UMM U3MEHEHHbIE NNAaHbI U NONUTUKA B COOTBETCTBUM C TpeboBaHusmu aton yactn NCO/MOIK
20000;

HOBLIE WNU W3MEHEHHbIe KOHTPaKTbl W JpYyrMe COrnalleHus Ansi OTPaXeHUss W3MEHEeHWn B
TpebGoBaHuUAX K ycnyram;

uamMeHeHus B CVYY;

HOBbIE UMK U3MEHEHHbIE cornawieHns o6 ypoBHe ycnyr;

o6HOBRNEHUS KaTanora ycnyr;
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npoLieaypsl, Mepbl U MHpopMaums, koTopble ByayT MCNONbL30BaTLCA AN NPEAOCTABNEHNSA HOBbIX UK
U3MEHSIEMbIX YCIIyT.

MocTaBLymK yCcnyr AomkeH o6ecneunTb, YTOObl NPOEKTMPOBAHUE MO3BOJISANIO HOBLIM UIM U3MEHSIEMbIM
ycryram BbINOMHATb TPeBGOoBaHUs K ycryram. HOBbIE MU M3MEHSIEMBIE YCIYTU AOIDKHBI ObITh pa3paboTaHbl B
COOTBETCTBUU C JOKYMEHTANbHBIM MPOEKTOM.

MpumeyaHne — na nony4eHns AOMOMHUTENBHOK MHAOPMaLMKU O NPOEKTe CM. MpoLecc NPOEeKTUPOBaHUSA U
paspabotku B ISO 9001:2008, n. 7.3 unu apxuTeKTypHbIA NpoLecc npoekTuposaHus B ISO/IEC 15288:2008, n. 6.4.3.

5.4 Npeobpa3oBaHue HOBbIX U U3SMEHSAIEMbIX YCIyT

HoBble UK M3MEHAEMbIE YCIyrM AOMKHLI GbiTh NMPOTECTUPOBAHLI Ans obecneyeHusi rapaHTum Toro,
YTO OHM BbINOMHSIOT Tpebosawua K ycryram UM TpeGoBaHWUS MPOEKTHOM AOKyMeHTauuu. HoBbie unu
U3MEHSAIEMbIE YCNYrM [AOMKHbI ObiThb 3apaHee MPOBEPEHbl HAa COOTBETCTBUE COrNACOBAHHOMY KPUTEPUIO
NPWUEMKM MOCTaBLUMKOM YCMyr M 3aWHTEPECOBaHHbIMWM CTOpOHaMu. Ecnu Kputepuu npueMku ycryru He
BbIMOMHAOTCS, MOCTaBLMK YCNYr M 3aMHTEPEecOBaHHble CTOPOHbI [OJDKHbI MPUHATL PELLUEHUE O
HeoBX0AUMBIX AENCTBUSX U BO3MOXHOCTW pasBeEPTLIBAHUS.

Mpouecc ynpaBneHus penu3aMu W BHEAPEHWEM [OIDKEH WCMONb30BATLCS MPU Pa3BePTLIBAHWM
YTBEPXKAEHHBIX HOBbIX UM 3MEHSIEMbIX YCIYT B MPOU3BOACTBEHHYIO Cpeay.

Mocrne saBeplueHMs AEATENbLHOCTU MO npeobGpasoBaHuio, NOCTaBLUMK YCNYr [OMDKEH COO6LUTL
3aUHTEPECOBaHHbLIM CTOPOHAM O [OCTUTHYTLIX PE3YNbTaTax B CPAaBHEHUN C OXUAAEMbIMU pE3YTbTaTaMu.

6 Mpoueccbl NnpegocTaBneHnUs ycnyr

6.1 YnpaBneHue ypoBHeM ycnyr

MocTaBLUMK YCRyr AOMKEH COrNacoBaThb C 3aKa34yMKoM yCnyru, KoTopble OyayT NpejoCTaBnsATLCS.

MocTaBLMK YCNyr AOSDKEH COMMacoBaTb C 3aKa3yMKOM KaTarior ycrnyr, KOTOpbli OMDKEH BKIIOYaTb B
ceba 3aBUCUMOCTN MEXY YCIYraMi U KOMMOHEHTaMM YChyr.

Onsa kaaoi npefocTaBnsieMoi yCnyru nocTaBLUMK YCNyr AOMHKEH COrNacoBaTh C 3aKa3uMKOM OAHO
WMN HECKOSIbKO COrnalleHui o6 yposHe ycnyru. [pu co3gaHum cornaweHus o0 ypoBHe YCNyru NOCTaBLUMK
YCMyr AOrbKeH yunTbiBaTb Tpe6osaHus k ycnyre. CornawieHue o6 ypoBHE YCAYrM AOMKHO BKMOYATH
COrMacoBaHHbIE LieNn NPeaoCTaBNEHNS YCIYTU, XapaKkTepUCTMKN paGoyeit Harpy3ku U UCKMIOYEHUS.

MocTaBLMK YCNyr AOMKEH C 3annaHupPOBaHHOW NepuoaUYHOCTBIO aHaNM3UPOBaTL YCRYrU W
cornaLieHms 06 ypoBHe YCIyr COBMECTHO C 3aKa34MKOM.

MN3meHeHMs B AOKYMEHTUPOBaHHbLIX TPeGOBaHUAX K ycryram, B Katarnore ycnyr, B cornaweHusax o6
YPOBHE YCIYr U B APYrMX AOKYMEHTUPOBAHHBLIX COrMALUEHMAX OOMKHbI KOHTPONMPOBATLCA B paMKax
npouecca ynpasneHnsi UsMeHeHusiMu. Katanor yCnyr JOJDKEH NoAAEpKUBATLCS B aKTyanbHOM COCTOSIHUN U
OTpaXKaTb W3MEHEHWS YCNyr W cornaweHwit 00 ypoBHe ycnyru Ans ofecneyeHust MX B3aUMHOTO
COOTBETCTBUSA.

MocTaBLMK YCRyr AOSKEH CreanThb 3a TEHAEHUMAMU U NPOM3BOAUTENBHOCTLIO OTHOCUTENBHO Lienel
NPenoCTaBMneHMss YCNyr C  3annaHupOBaHHOM  MEPUOAMYHOCTBIO.  Pe3ynbTaThl  AOMKHbI  ObiTb
3aperncTpupoBaHbl U NPOAHANU3UPOBaHbl ANS BbIABNEHUS NPUYMH HECOOTBETCTBUI M BO3MOXXHOCTEN ANA
COBEPLUEHCTBOBAHMSI.

[nA KOMMOHEHTOB YCMyr, NPEAOCTaBMAEMbIX BHYTPEHHUMM TPYNNaMW UMM 3aKa34MKOM, MOCTaBLUMK
YCIyr OorxeH paspabortarb, cornacosaTbh, NEpPecMaTpuBaTh UM MOAAEPXUBaTb B akTyanbHOM COCTOSIHUM
[JOKYMEHTUPOBAHHLIE  COrMalleHUs AN ONpPEeAerieHUss BUAOB  AEATENbHOCTM UM MHTepdelicoB
B3aUMOAENCTBUA MEXOY ABYMS CTOPOHAMU.

MocTaBLMK YCNyr AOSDKEH KOHTPONUPOBaTb paGoTy BHYTPEHHMX TPynn WM 3aKkasuuMka Ha
COOTBETCTBME COrMacoBaHHbIM LIENAM NPeLOCTaBNEHNS YCIyrU U APYTMM COTNAacoBaHHbIM 06a3aTenbLCTBam
C  3annaHupOBaHHOW  MNEePUOAMYHOCTbIO.  PesynbTaThl  A0MKHBI  ObiTb  3apErucTpupoBaHbl U
NpoaHanM3nMpPOBaHbl 4151 BbISBMEHWUS MPUYMH HECOOTBETCTBUII U BO3MOXHOCTEN A COBEPLUEHCTBOBAHMSI.

6.2 dopmupoBaHue U nNpeaocTaBrieHNe OTYETHOCTU MO ycnyram
OnucaHue Kagoro oTyeTa Mo ycnyram, B TOM YUCME CyTb YCNyru, Uenb, ayauTopuio, 4actoTy u

JeTanu UCXOAHbLIX AaHHbIX, AOMKHbI BbiITb JOKYMEHTANLHO OPOPMIIEHbI U COFMacoBaHbl C MOCTABLLMKOM
YCIYT U 3aMHTEPECOBaHHBIMMU CTOPOHAMM.
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OT4eTbl MO ycnyram A0SbKHbl ObiTb MOArOTOBMEHbI ANS YyCAyr C UCMNOMb30OBaHMEM WHpopmaumun o
npeaoCTaBneEHUM ycnyr u o gearensHoctu CYY, BkYas npoueccsl ynpaenenus ycnyramu. OTyeTbl no
ycnyram, no KpanHen mepe, OSkHbI BKMOYaTh:

COOTBETCTBUE AEATENLHOCTU LENAM NPeoCTaBneHus yenyr;

UHGPOPMALNIO O 3HAYUMBIX COOBLITUSAX, B TOM 4YuCre, MO KpPanHeW Mmepe, O CepbesHbIX WHLMAEHTAX,
BHE/IPEHUU HOBBIX UNU U3MEHSIEMbIX YCIYT U NNaHa HENPEPbLIBHOCTH;

Xapaktepuctuku pabouen Harpysku, Bknioyas 0ObeMbl M nepuoauyeckue u3MeHeHus pabouen
Harpysku;

oBHapyXeHHble HeCOOTBETCTBUA TpeboBaHusM aToi Yactn MCO/M3BK 20000, Tpe6osaHuaM CYY unm
TpeboBaHUAM K ycnyram ¢ onpeaeneHuem rnpuynH;

MHOPMaLUMIO O TEHAEHLMAX;

U3MEepeHUsa YAOBIETBOPEHHOCTU 3aKa3uuKOB, >XanoObl Ha MPEAOCTaBNEHME YCNyr U pesynbTaThbl
aHanusa u3MepeHuit ya0BrneTBOPEHHOCTH U Xxaroob.

MocTaBwMK ycnyr AOMMKEH NPUHMMATh PELUeHUs U COoBepLuaTb AENCTBMS HA OCHOBE BbIBOJOB,
coaepalmxca B oTyeTrax no ycnyram. CornacoBaHHble AENCTBUA [0BOAATCA A0 3aWHTEPECOBaHHbIX
CTOPOH.

6.3 YnpaBneHune HenpepbIBHOCTLIO U AOCTYNMHOCTLIO yCIyr

6.3.1 Tpe6oBaHUA K HENPEPbLIBHOCTU U AOCTYMHOCTU yCnyr

MocTaBWMK yCRyr AOMMKEH OLUEHUTb M AOKYMEHTUPOBaTb PUCKM B OTHOLUEHMU HENPEPLIBHOCTU U
JoctynHoctu  ycnyr. [locTaBlMK yCnyr [OJDKEH onpeaenuTb M cornacoBaTb € 3aKasyukom U
3aMHTEPECOBAHHbIMU CTOPOHaMK TpeboBaHWA K HEMPEpbLIBHOCTM W AOCTYNHOCTU ycnyr. CornacoBaHHble
Tpe6GoBaHMs AOMKHbI YYUTLIBATbL COOTBETCTBYIOLLIME BM3HEC-NNaHbl, TpeboBaHus K ycnyram, cornawleHus o6
YPOBHE ycnyr u pucku. CornacoBaHHble TpeOOBaHUSA K HEMPEPBLIBHOCTU U AOCTYMHOCTU YCAYr AOMXHbI, MO
KpanHei mepe, BKMNoYaTh:

npaea AocTyna K ycnyram;

BPEMS OTKNUKA YCHyT;

KOHEYHas JOCTYMHOCTb YCNyr.

6.3.2 MnaHbl HeNpepbLIBHOCTU U AOCTYNHOCTU yCRyr

MocTaBLmK ycnyr AOMDKEH €O34aTb, BHEAPUTL U MOAAEPXKMBATbL B aKTyanbHOM COCTOSIHUM MNaHbl
HenpepbIBHOCTU U AOCTYNHOCTU. M3MeHeHUs1 B 3TUX MnaHax AOJPkHbI HAXOAUTLCA NOA KOHTPOSEeM npouecca
ynpaBneHust U3BMEHEHUAMMU.

lnaH HenpepbIBHOCTW AOJDKEH, NO KpauHen Mepe, BKNoyaTh:

npoueaypsbl, KOTOpbie OyAyT pean3oBaHbl B CMy4Yae 3HAYMTENbHOTO NPEpbLIBAHUA YCAYT, UK CCbINMKN
Ha HUX;

Lienu JOCTYNMHOCTU B Clyyae NpMMEHEHUs! NiiaHa;

TpeboBaHMA K BOCCTAHOBIIEHHUIO;

noAXo/, K OCYLLEECTBIIEHUIO BO3BpaTa K HOpMarnbHbIM pabouuM ycnosuam.

B cnyyae npekpaljeHusi HOpMaribHOrO NMPeAOCTaBNEHUs1 YCNYr AOMMKHbI ObiTb AOCTYMHbI NMaH(-bl)
HEeNpPepbIBHOCTM, CMMCKU KOHTAKTHbLIX NUL M Ba3sa gaHHbIx ynpaBneHus koHgurypaumamu (CMDB).

MnaH(-bl) AOCTYNHOCTM AOSDKEH, MO KpalHeW Mepe, BKMOYaTb TpebOBaHUA K AOCTYMHOCTU U LEnu
AOCTYMHOCTH.

MocraBWwMK yCnyr AOMMKEH OLEHMBATL BIIMSIHUE 3aNpPOCOB HA U3MEHEHUE nnaHa(-0B) HENPEpPbIBHOCTU
1 nnaHa(-oB) AOCTYNHOCTHU.

Mpumeyanue — MnaHbl HENPEPLIBHOCTM U JOCTYMHOCTH MOTYT GbiTb 06beANHEHbI B OAWNH AOKYMEHT.

6.3.3 MOHUTOPUHI M TECTUPOBAHME HENPEPLIBHOCTU U AOCTYNHOCTU YCRyr

Heo6x0aAUMO OCYLLECTBNSATb MOHWTOPUHI  JOCTYMHOCTU YCnyr, (puKCMpoBaTb pe3ynbTatbhl W
CpaBHMBaTb MX C COrNacoBaHHbIMK Liensamu. HesannaHMpoBaHHas HeAOCTYNHOCTb YCIyr AoSbkHa ObiTb
MccneaoBaHa u A0IkHbI ObITb NPUHATHI HEOOX0AUMbIE MEPDI.

MnaHbl HENPEPBLIBHOCTU YCIYIM AOMMKHbI ObiITb MPOTECTUPOBAHbI HA COOTBETCTBME TpebOBaHUAM ee
HenpepbIBHOCTU. MMnaHbl AOCTYNHOCTU AOMXHbI ObITb MPOTECTUPOBAHbLI HA COOTBETCTBUE TpeboBaHMAM
JoctynHocTu. [locne 3HauuTenbHbIX M3MEHEHW B cpeAe NpeaoCTaBrieHUs YCNyr, B KOTOPOW
OYHKLUMOHMPYET NOCTaBLUMK YCAYr, MnaHbl HENPepbIBHOCTM W AOCTYMHOCTU YCNyr AOMKHbl ObiTb
NpOTECTUPOBaHbLI 3aHOBO.
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PesynbTaTbl TECTUPOBaHUA AOMKHbI ObiTb 3aPUKCUPOBAHLI. AHANW3 M NEPecMOTP NNaHa [OMKEH
NPOBOANTLCS MOCHE KaXZOro TECTUPOBAHWSA WM NOCe NpUBEAEHUS B AEWCTBME MilaHa HENpPepbIBHOCTH
ycnyru. B cnyyae BbISIBNEHWs1 HEAOCTaTKOB B MPOLECCE TECTUPOBAHMSI MOCTABLUMK YCIYT AOMKEH MPUHSATbL
HeoBxoauMblE MePbl U COOBLUMTL O HUX.

6.4 BrogxxeTupoBaHue u y4yer 3artpar Ha UT-ycnyrn

JomkeH cylwlecTBoBaTb (hopManu3oBaHHbIA UHTEpdERCc mexay npoueccamu BGHOOXKETUpOBaHUS WU
yyeTa 3aTtpat Ha UT-ycnyrm n gpyrumm npoueccamu (uMHaAHCOBOro ynpasneHus. JOSKHbl CyLLECTBOBATb
NOSNIUTUKM U JOKYMEHTUPOBAHHLIE NpoLieaypbI:

Mo COCTaBNEHUIO BIOAXETA M yYeTy 3aTparT, No KpalHel Mepe, AN CrefyloWwmuX KOMNOHEHTOB YCIyT:

aKTUBLI, B TOM YKACIIE NIULEH3UM, UCNIONL3YEMbIE ANSA NPEAOCTABNEHUS YCNyT,

o6Lue pecypcsbl,

HaknagHble pacxogbl,

KanuTanbHbIe U ONepaunoHHbIE pacxoabl,

yCnyru, npeocTaBnsieMble NOAPSAYMKOM,

nepcoHarn,

UHXXeHepHoe obecneyeHue;

no pacnpeaeneHnto KOCBEHHbIX pacxoAd0B U OTHECEHUIO NMPSAMbIX pacxoAo0B Ha YCryru, Heobxoaumbie
ans obecneyeHus pacyeta obuiein CTOMMOCTH yCnyr;

no adpPeKTUBHOMY (PUHAHCOBOMY KOHTPOJSIIO U AEATENbHOCTU MO YTBEPXAEHMUIO.

Pacxoabl OomkHbl ObiTb BKMOYEeHbl B OlomkeT ans obecneveHuss 3ddekTmBHOro (OUHAHCOBOIrO
YNPaBNeHWs U MPUHATUS PeLUeHunii NO npeaocTaBneHuto ycnyr. MocraBLmK yCnyr AOMMKEH OCYLUECTBAATb
MOHUTOPUHI 3aTpaT Ha COOTBETCTBME OlOAXeTy, aHanuM3aupoBaTb (DUHAHCOBLIE NPOrHO3bl U YNPAaBMATb
3arparamMu.

MHdopmauma gomkHa npeaocTaBnNATLCA NPOLIECCY YNpaBneHusi U3MeHeHusMu ans obecneyeHus
pacyeTa CTOMMOCTH 3anpoOCOB Ha U3MEHEHWE.

MpumMeyaHune — MHorMe NOCTABLUMKM YCNyr B3MMAlOT nnaTy 3a CBOM ycnyru. OxBaT npouecca
BI0IXKETUPOBAHUSA W y4eTa 3atpar Ha UT-ycnyru He BKIKOYaET onnaTy npegocTaBieHus YCnyr.

6.5 YnpaBneHne MOWHOCTAMM

MocTaBWMK yCnyr OOSKEH OMpedenuTb W cormacoBaTb C 3aKa3unMKOM W 3aUMHTEpPeCcOBaHHbIMU
cTOpoHamMu TpeboBaHMS K MOLUHOCTSIM M K NPOM3BOAWUTENLHOCTW. [MOCTaBLMK YCMNyr AOMKEH co3aath,
BHEAPUTb M MOAAEPXKMBATL NNAH MOLUHOCTEN C Y4ETOM YENOBEYECKUX, TEXHUYECKUX, UHDOPMALIMOHHBIX W
(PUHAHCOBLIX PECYPCOB. MI3MEHEHUs B nNnaHe MOLLHOCTEN AOIKHbI HAXOAMTLCA MOA KOHTPOMeM npouecca
yrnpaBneHus N3MEHEHUSAMMU.
MnaH MOLHOCTER AOMKEH BKNIOYATb, KAK MUHUMYM:

TEKYLLMIA Cnpoc 1 NPOrHo3 cnpoca Ha ycnyru;

oXuaaemblii 3hhekT cornacoBaHHbIX TpeBGOBaHUIA K AOCTYMHOCTU, K HEMPEPLIBHOCTU U YPOBHIO YCNYT;

BPEMEHHbIE PaMKK, NOPOrOBbIE 3HAYEHUSA W 3aTpaThbl HA MOAEPHU3ALUIO MOLLHOCTEW;

noTeHUManbHOe BINUSIHUE 3aKOHOAATENbHbIX, PErynMpylowmx, AOrOBOPHbLIX UMW OPraHM3aumOHHbIX
U3MEHEHUN;

noTeHuuanbHoe BO34eiCTBUE HOBbIX TEXHONOMMI U HOBbIX MOAXOA0B;

npoueaypbl Ans OCyLECTBNEHNA YyNpeXaatowWwero aHanumsa, unm cCbifiku Ha HUX.

MocTaBLUMK YCRyr AOIMKEH OCYLUECTBASATbL MOHUTOPUHI MCMONB30BAHWA MOLLHOCTEN, aHanu3 obbema
OAHHbIX U HACTPOMKM NpPOM3BOAMTENLHOCTU. [locTaBlMK ycnyr AofmkeH obecneuutb [0CTaTOuYHbIE
napamMeTpbl MOLLUHOCTU AN YAOBRETBOPEHUS COMMAcOBaHHbIX TpPebOBaHM K MOLUHOCTM U K
NPON3BOAUTENbHOCTU.

6.6 YnpaBneHune uHd¢opmMaLmoHHON 6€30NacHOCTbIO
6.6.1 NMNonutnka MHEPOPMALMOHHON 6e30NacCHOCTH
OpraH ynpaBneHWss C COOTBETCTBYIOLUUMWU MONHOMOUUAMU [OOIDKEH YTBEpPAUTb  MOSMUTUKY

MHAOPMALMOHHON Ge30nacHOCTU C y4eToM TpeboBaHUW K ycrnyram, 3aKOHOAATESIbHbLIX U PerynupyoLmx
Tpe6oBaHuii u 4OroBOPHbIX 0053aTeNLCTB. OpraH ynpaBneHUs JOIDKEH:
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[OBECTU NONUTUKY MHGOPMALMOHHON 6e30MacHOCTU M BaXHOCTb CNEefOBaHUA 3TOW MONUTUKE
COOTBETCTBYIOLLMM COTPYAHUKAM NOCTaBLUMKA YCIyr, 3aKa3vuka u nogpsavuKos;

obecneunTb HanMuue U hopManusaLmio Lenen MHMOPMaLMOHHON Ge30MacHOCTH;

onpeaenuTb NOAXOA K yNpPaBReHUIO pUckamu UHGOpMALMOHHON 6e30nacHOCTH, a TaKkke KpuTepuu
NPUHSATUS PUCKOB;

obecneunTb NPoOBEAEHME OLEHKW PUCKOB MH(OPMALMOHHOM 6e30MacHOCTM € 3annaHMpOBaHHOW
NepUOAUYHOCTbIO;

obecneunTb NpoBeAEHUE BHYTPEHHEro ayauta nHpopmaLmoHHo 6e30nacHOCTH;

obecneunTb aHanu3 pe3ynbTaToB ayauTa Ansa onpegeneHusi BO3MOXXHOCTENW COBEPLUEHCTBOBAHUSA.

6.6.2 Cpeacrsa KOHTPONA UH(POPMALIMOHHON 6e30NacHOCTH

MocTaBlMK YCNyr AOMKEH peanu3oBaTb W MCNOMb30BaTb pusMdeckne, agMUHUCTPATUBHLIE U
TEeXHUYECKNe cpescTBa KOHTPONA UHOPMAaLMOHHON 6e30NacHOCTU B LEeNAX:

COXpaHeHUs KOHPUAEHUNATBHOCTH, LIENOCTHOCTU U AOCTYNHOCTU MH(DOPMALMOHHBIX PECYPCOB;

BbINOMNHEHUs1 TPEBOBAHMI NOMMTUKN MHPOPMALMOHHOMN 6e30NacHOCTH;

OOCTMXKEHUSA Lenei ynpaeneHus nHhopmaumMoHHOW 6e30nacHOCTbIO;

ynpasneHust puckamm, CBA3aHHbIMW C MHPOPMAaLIMOHHOMN 6€30NaCHOCTLIO.

OTu aneMeHTbl yNpaBneHus MHPOPMaLMOHHOW 6e30NacHOCTbIO AOMKHbI ObITb 3340KYMEHTMPOBAHLI U
[JOIDKHbI  OMUCbLIBaTb CBAI3AHHBLIE C HWUMM PUCKM, WX OSKCMNyaTauuio U TexXHUYecKkoe O6CNyXuBaHMeE.
MocTaBWMK ycnyr AOOMMKEeH npoaHanuaupoBatb SMEKTUBHOCTL  ynpaBneHus  UHGOPMAaLMOHHOMN
6e30nacHOCTbIO. MMOCTaBLUMK YCNYr JOSKEH MPUHATbL HEOBXO04MMbIE MEpPbI U COOBLWUTL O HUX. MMocTaBLUMK
ycrnyr [OOSDkeH OnpefenuTb BHELUHWE OopraHu3auuM, Yy KOTOpbIX €CTb HeobXoAuMOCTb A0CTyna,
UCMONb30BaHUA UMW yMpaBneHuss MHopmMauuen unu ycrnyramym nocraslumka ycnyr. Mocrasumk ycnyr
[JOIDKEH [OKYMEHTUPOBATh, COrMacoBblBATb W peanu3oBbiBaTb CPEACTBA KOHTPONA WHGOPMAaLMUOHHON
6€e30nacHOCTW C BHELUHUMM OpraHu3aumsamu.

6.6.3 MI3MeHeHUs U MHUMAEHTbI MHDOPMALIMOHHON 6e30NacHOCTH

3anpocbl Ha M3MeHEHWUSA JOJKHBI OLIEHMBATLCS, YTOOLI ONpeaenuTh:

HOBbIE UMW U3MEHEHHBIE PUCKKM MHDOPMALMOHHOV 6e30nacHoCTH;

NoTEHUManbLHOE BO3AEWCTBME HA CYLLECTBYIOLUYIO MONUTUKY WHGOPMAaLUOHHOW 6e3onacHoCTU wu
cpeacTBa KOHTPONS.

MHUMAEeHTbl MHOPMAaLMOHHON §e30MacHOCTH NOANEXaT YNPaBNeHUIo C UCMONb30BAHMEM npoueayp
yNpaBneHwsi MHUMAEHTAMU, C MPUOPUTETOM, COOTBETCTBYIOLLMM puUckam MHGOPMAaLMOHHON 6e30nacHOCTy.
MocTaBLMK ycnyr [AOIbkeH npoaHanuaupoBaTb BUAbl, 0ObEMbl W  NOCNEACTBUS  WHUMAEHTOB
UHOPMaLMOHHOW  6e3onacHoCcTU.  MHUMAeHTbl  MHGOPMAaLMOHHOW  ©e30nacHOCTM  AOMKHbI - ObITb
3adMKCUpoBaHbl B OTYeTax U NpPOaHanuM3upoBaHbl C Lenbilo onpeaenuTb BO3MOXHOCTM  AnA
COBEpPLUEHCTBOBAHMUSA.

MpumeyvaHue — CraHgaptel cepuu ISO/IEC 27000 onpeaensioT TpeboBaHMSA U AAlOT pekoMeHaauuu
ANA NOAAEPXKW BHEAPEHUS U SKCNNyaTaLum CUCTEMbI YNpaBreHUss UHOPMaLIMOHHOW 6e30NacHOCTbIO.

7. Npoueccbl ynpaBneHUsa B3aMMOOTHOLI EHUSIMU
7.1 YnpaBneHue B3aMMOOTHOWEHUSIMU ¢ BU3HeCOoM

MocTaBwmk ycnyr AOMDKEH JOKYMEHTanbHO OnpeAenuTb  3aKa3uukoB, MNONb3OBaTenem u
3aMHTepecoBaHHble CTOPOHbI ycnyr. [Ina Kkaxagoro 3akasuuMka MOCTaBLUMK YCAYr AO0MMKeH WMeTb
Ha3HA4YEeHHOr0 COTPYAHMKA, KOTOPLIM OTBEYaeT 3a ynpasfieHWe B3aMMOOTHOLLEHUAMU C 3aKa34YMKOM WU
YAOBNETBOPEHHOCTbLIO 3aKa3yuKa.

MocTaBwymk ycnyr yCTaHaBNMBaeT MEXaHW3M KOMMYHMKALMKU C 3aKa3vMKOM. IDTOT MEXaHW3M JOIDKEH
COAeNnCcTBOBaTb MOHUMAHUI0 OU3HEC-cpeabl, B KOTOPOM 3KCMITyaTUPYIOTCS YCMyru, a Takke MNOHMMAHUIO
TpeboBaHWIt K HOBLIM MMM U3MEHSIEMbIM YCnyr. YkaszaHHas MHgopMauus no3BONWUT MOCTaBLUMKY ycnyr
COOTBETCTBOBATbL 9TUM TpebGoBaHuaM. [locTaBWMK YCRyr COBMECTHO C 3aKasyukoM [OIDKEH C
3annaHMpOBaHHOW NEPUOANYHOCTBIO MPOBOAUTL aHaNU3 3¢peKTUBHOCTU NPEAOCTaBNEHUA YCNYT.

U3ameHeHus B hopmanu3oBaHHbIX TpeGOBaHUAX K ycnyram AOJDKHbI HaxoAWTLCA MOA KOHTPONEM
npouecca ynpaBneHWs U3MeHeHusMU. M3MeHeHMA B cornawieHusix o6 ypoBHe yCnyru AOIKHbI ObITb
€OrnacoBaHbl ¢ NPOLIECCOM YNpaBneHUsi ypoBHEM YCRyr.
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OnpegeneHne Xanobbl No ycnyre AO/HKHO OblTb COrNacoBaHO C 3aka3unkoMm. [osmkHa cyliecTBoBaTb
[OKyMEHTUpOBaHHasA npouegypa Aas ynpasneHus xanobamy no ycnyre oT 3akasuuka. [locTaBLiuk ycnyr
[O/MKEH OCYLLECTBASATL 3anucb, paccrnefoBaHue, peLleHVe U 3akpbiThe Xanob, a Takke dopmupoBaTb
OTYETHOCTb MO Xanobam. B cnyuvae, ecnm xanoba no ycnyre He OyneT pewweHa OOblYHbIM CNOCOBOM,
[OJIKHA OCYLLEeCTBAATLCA 3cKanaums.

MocTaBLNK YyCAYr AO/MKEH C 3anjaHWpOBaHHOM MNepuoAMYHOCTBI0 Ha OCHOBE penpe3eHTaTVBHON
BbIOOPKM 3aKa34MKOB M MNosb3oBaTeneil ycnyr usMepsaTb YAOBMETBOPEHHOCTb 3aKa3uukoB. Pesynbrathbl

AO0/DKHbI 6bITb npoaHaIn3npoBaHbl N pacCMOTpPEHbLI C uenbk onpegeneHunAa BO3MOXHOCTe
coBepLUeHCTBOBaH us.

7.2 YnpaBneHne nogpagynkamm

MocTaBLLMK ycnyr MOXeT MCMNonb30BaTh MOAPAAUMKOB A1 BHEAPEHUSA W 3Kcnayatauum HeKOoTOpbIX

3/1eMEHTOB MPOLECCOB ynpasneHns ycayramu. MprMep B3avMOOTHOLUEHWI B LieNoyke MNOCTaBOK MOkasaH Ha
pucyHke 3.

PucyHok 3 - MpuMep B3aMMOOTHOLEHWIA B LienoYke NOCTaBoK

ONs Kaxkporo noapsiauvka MocTaBUWMK YCIYTr [O/KEH WMeTb Ha3HAYeHHOro COTPYAHMWKA, KOTOpblii
oTBeuyaeT 3a YnpaB/ieHWe B3aUMOOTHOLUEHWUAMU, [OrOBOpPaMW W NPOW3BOAUTENBHOCTLID  NOAPSAUMKA.

MoCTaBLMK YCYr U NOAPSAYMK OO/MKHBI 3aK/HOUNTL [OroBOp. [OroBOp AO/KEH BKAKYATb WM COAEpXaTb
CCbINIKY Ha:

a) oxsarT ycnyr, okasblBaeMbIX NOAPALYNKOM;

6) CBA3M U 3aBUCMMOCTU MeXZy ycnyramu, npoueccaMmu u CTOPoOHaMmu;

B) Tpe6oBaHus, NpeabsaBAseMble K NOAPAAUNKY;

r) uenv npefocTas/fieHns yCnyr;

0) vHTepdelicbl B3aMMOAENCTBUA Mexay npoueccamu ynpaBfieHus ycnyramu, 3aKcnayatupyembiMu
noApsAYNKOM Y APYTMMK CTOPOHaMU;

€) VHTerpauuio aestTenbHoOCTN nogpsaguyvka B CYY;

X) XapakTepucTuku paboyein Harpysku;

3) OTK/IOHEHUA OT A0roBopa 1 cnocobbl UX yperynimpoBaHus;

1) NOSIHOMOYMA 1 OTBETCTBEHHOCTb MOCTaBLUMKA YCNYr U NOAPAAUNKA;

K) OTY4ETHOCTb U ee npefocTaB/ieHne NoAPSAUNKOM, CNOCO6bl KOMMYHUKaLUK;

) ocHOoBaHue NS onnarbl;

M) Heob6xoauMmble [eiCTBMA U pacnpefenieHne OTBETCTBEHHOCTM B C/lyyae OXMAAEMOro Wu
[0CPOYHOro pacTopXXeHuss forosopa v nepegayun ycnyr ApyruM CTOPOHaM.

MocTaBLWNK YyCAyr [OJ/IKEH corfacosarb C MNOAPSAAYMKOM NOALEPXMBAEMbIE YPOBHWU YCNyr u
cornacoeatb MX C corfaweHvsamu 06 YpOBHE YCAyr Mexay MOCTaBLMKOM YCAyr U 3aKa3uuKoM.
MocTaBLuK ycnyr go/mkeH obecneynTb, YTOOblI POSIM M B3aVMOOTHOLUEHUA MeXAy BeyLUMN nogpsasyunkamm
n cyénogpaguvkamn O6bln 3a40KyMeHTMpOBaHbl. [locTaBlMK ycnyr Ao/keH ybeautbes, 4TO BeayLuve
noAapsAYnKM ynpaBnsaoT cybnogpsaumkaMm B YacTu BbIMONIHEHUS TeMU 06S3aHHOCTEN MO LOroBOpaM.

MocTaBWNK yCAyr [O/MKEH  KOHTpoAuMpoBatTb  paboTy  NOAPSAYMKOB € 3an/iaHUMPOBaHHONA
nepuoanyHoCTbL0. MpPon3BOAUTENIBHOCTL A0/HKHA M3MEPATLCA B COOTBETCTBUMM C LeNsaMu npefocTasiieHuns
ycnyr v ¢ ApYyrumu [OroBOpHbIMKM 0ba3atenbcTBamMu. PesynbTaTbl AO/DKHbI OblTb 3aperncrpupoBaHbl U
paccMOTpeHbl AN15 BbISBEHWS NPUYMH HECOOTBETCTBUIA M BO3MOXHOCTENW AN COBEPLUEHCTBOBAHMSA. AHaIu3
OOJKEH TaKkke NoATBepPXAaTb, YTO AOroBOp OTpaxaeT Tekylune TpeboBaHus.
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MaMeHeHus B 4OroBOpe AOIDKHbI HAXOAUTLCS NOA KOHTPONEM Mpouecca ynpaBneHUs U3MEHEeHUsIMU.

JomkHa cyllecTBoBaTb AOKYMEHTMPOBAHHAA npoueaypa Ans ynpaeneHuss AOrOBOPHbIMM Cropamu
Mexxay NOCTaBLUMKOM YCAYT U NOAPAAYUKOM.

MpumeyaHne — B obnacte oOxBara npouecca ynpaBneHus MoApAAYMKAMU HE BXOAUT BbIOOP
noapsiAYMKOB U NpUOBpeTEHNUE YCNyT.

[JononHutenbHble NpUMepbl B3aUMOOTHOLUEHMI B LieNoyke noctaBok npuBedeHsl B MCO/M3K TO
20000-3.

8 Npoueccol paspelneHus

8.1 YnpaBneHue nHUMaeHTaMm U 3anpocaMm Ha o6crnyxuBaHume

dopmanu3oBaHHas npoweaypa A0MmkHa ONpeaensaTs ANs BCeX MHUMAEHTOB CreayloLlme Laru:

a) perucTpauyus,

b) npuoputusaums;

C) kKnaccudumkayus;

d) obHOBREHNE 3anuceit;

€) ackanauus;

f) pewueHue;

g) 3akpbiTue.

JomkHa cyllecTBOBaTb AOKYMEHTUPOBAHHAA Npoueaypa No yNnpasneHuio BbINOMHEHUEM 3aNPOCOB Ha
obcnyxmBaHme Ha astanax OT perncrpaumm u Ao 3akpbitusa. MHUMAEHTHI M 3anpocbl Ha obcnyXuBaHue
OOJDKHBI YNPaBnATLCA B COOTBETCTBUM C npoueaypamMu.

Mpu npuopuTU3aUMKM WHUMAEHTOB M 3anpoOCOB Ha OOCNYXMBAHWE NOCTaBLUMK YCNYr [OIDKEH
npuHMMaTb BO BHUMaHNe BNUAHUE N CPOYHOCTb UHUMAEHTA UK 3anpoca Ha 060ﬂy)KVIBaHl/Ie.

MocTaBwMK ycnyr AomkeH obecneunTb NEpcoHany, BOBMEYEHHOMY B MPOLECC yNnpaBreHus
WHUMAEHTaMW W 3anpocamu Ha obcnyxuBaHue, AOCTYN K COOTBETCTBYKOLLENH WHdopmauuun. 3T1a
MHOpMaLMA AOIMKHA BKNOYATh NPOLEAypbl yNpaBneHusa 3anpocammu Ha obcnyxusanue, nHdopmauuo 06
M3BECTHbIX olMbKax, pelueHuss npobnem u CMDB. WHdopmaums o6 ycnexe unu Heygade penus3oB u
Oyaywme aatbl penu3a, NocTynarwLlme M3 npouecca ynpaBneHus penu3amu u BHEAPEHUEM, JOIMKHA ObITb
MCNonbL30BaHa B NPoLEcce ynpaBneHna nHuuaeHTaMmm 1 3anpocamm Ha o6CcnyXxmBaHue.

MocTaBLmK ycnyr AOMKEH MHPOPMUPOBATL 3aKa3yuka O XOAE BbIMONHEHWUA WHULMUPOBAHHOTO UM
MHUMZEeHTa unmn 3anpoca Ha obcnyxuBaHue. Ecnu uenu npeaocTtaBneHus ycryrm He MOryT ObiTb
OOCTUrHYTbI, NOCTaBLUMK YCAYr AOSMKEH MNPOMHAOPMUMPOBATL 3akasumka W Apyrue 3auHTepecOBaHHbIE
CTOPOHbI M OCYLLECTBUTbL 3CKanaLmio B COOTBETCTBUM C NPOLEAYPON.

[MocTaBwmk ycnyr pJormkeH dpopmanu3oBaTb W cOorfacoBatb € 3akasyumkom  onpegeneHue
3HAYNTENbHOINO MHUMAEHTA. 3HaunTenbHbIE MHUWAEHTbI OOIMKHbI KJ'IaCCl/I(*)I/ILI'I/IpOBaTbCFI n ynpaenAaTbCA B
COOTBETCTBUM  C  JOKYMEHTUPOBAHHOW  npoueaypoi. Boicluee  pykOBOACTBO — JOMMKHO  ObITb
NPOMHAOPMUPOBAHO O 3HAYUTENbHLIX MHUMAEHTax. OHO AOMKHO obecneunTb Ha3HA4YeHWe COTPYAHMKA,
OTBETCTBEHHOTO 3a YMNPAaBMEHUE 3HAYUTENbHbIM WHUMAEHTOM. [MOoCne BOCCTAHOBMEHUSA COrNacoBaHHOIO
YPOBHS YCNyru A0IkeH OblTb NPOBEAEH aHanu3 3HauYUTENbHbIX MHUMAEHTOB ANS BbIABNEHUSI BO3MOXHOCTEN
AnA CoBepPLUEHCTBOBAHUA.

8.2 YnpaBneHue npobnemamu

[omkHa cywecTBoBaTb AOKYMEHTUPOBAHHAA npoueaypa ans unaeHtudukayumn npobnem n cBeaeHus K
MUHUMYMY WIU  UCKIIOYEHMS BIUSHWUA WHUUAEHTOB M npobGnem. [lpouegypa ans npobnem AOmkHa
onpeaensTb:

naeHTUduKaymio;

perucTpauumio;

NpUOPUTU3aLMIO;

Knaccudukaumio;

oOHOBREHWe 3anuceit;

acKkanauuio;

pELLEHUE;

3aKpbITHE.
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Mpobnembl  AOMKHbI  pellaTbCsi B COOTBETCTBMM C  HOpPManuM3OBaHHOW  MmpoLeaypon.
MocTaBLmMK yCryr JOIDKEH aHanu3MpoBaTh AAHHbIE U TEHAEHLUMU UHLUMAEHTOB U Npobnem Ans BbIABNEHUS
UX KOPHEBBIX MPUYMH U NPUHATUSA NPEBEHTUBHBLIX AENCTBUN.

MpoGnemsl, Tpebyowpme nameHeHuit B KE, gormkHbl ObiTb peLLeHbl NyTemM perncrpauyum 3anpoca Ha
uaMeHeHue. Ecnu kopHeBas npuyuHa Obina onpeaeneHa, Ho npobneMa He Obina pelleHa OKOHYaTenbHO,
NOCTaBLLUMK YCMYr AOJDKEH ONMpeAenuTb Mepbl MO COKPALLEHWIO UMK YCTPAHEHUIO BNUSHUS NpoGnembl Ha
ycnyru. VI3aBecTHble oLmMOKM J0IKHBI ObITb 3aperncTpupoBaHbl.

SpdekTUBHOCTL peLLeHnsa npobnem AoMmkHa NoABepraTbCa MOHUTOPUHIY, aHanNU3y n OTYETHOCTU.

AkTyansHas uHcopmauusa 06 U3BECTHbIX OwMbKax U peleHusax npobnem AomkHa npefocTaBnATbCs
npoLeccy ynpaBneHus MHUMAEHTaMU U 3anpocamMmu Ha 06CnyXuBaHue.

9 MNpoueccbl KOHTpONA

9.1 YnpaBneHue KoHpuUrypaumsamm

JomkeH ObITb AOKYMEHTanNbLHO onpeaeneH kaxabin Tun KE. MHdopmaums, yunteiBaeMmasa ansi Kaxaomn
KE, nomkHa obecneunBatb 3pEKTUBHBIN KOHTPOIb U BKNOYaTb B cebA, N0 KpanHeh Mepe:

onucanue KE;

OTHOLUEeHNA Mexay aaHHon KE n apyrumm KE;

oTHoLWeHuA mexay KE n koMnoHeHTamu ycnyr,

cTaryc;

BEPCUIO;

MECTO PacnoNoXeHUS;

accoumMmpoBaHHble ¢ gaHHon KE 3anpockl Ha U3MEHeHue;

accoumMmpoBaHHble ¢ gaHHon KE npobnembl  M3BECTHbIE OLLMOKH.

KE [omkHbl ObITb OAHO3HAYHO MAEHTUMUUUPOBAHLI U 3apermctpupoaHbl B CMDB. Ynpaenexue
CMDB gomkHo obecneunBaTbh HAAEXHOCTb M TOYHOCTb, B TOM YMCNEe KOHTPOSb 06HoBREHMI. CMDB aomkHa
YNPaBnsATbCA C UENb0 00eCneyYeHnss ee HagexXHOCTU U TOYHOCTU, B TOM uucne obecneunBass KOHTPOMb
JocTyna K 0OHOBEHUIO UHAOPMaLUK B HEN.

[omkHa cyuiecTBoBaTh AOKYMEHTMPOBaHHAA npoueaypa ANns 3anucu, ynpasneHWs U OTCIeXUBaHUA
Bepcun KE. CTeneHb KOHTPONA AOSMKHA NoaaepXmMBaTh LIENOCTHOCTb YCNYr U KOMMNOHEHTOB YCIYr C y4eTOM
TpeGoBaHuit K ycrnyram u puckoB, CBA3aHHbIX C KE.

[MocTaBwmMK ycnyr JOOSDKEH OCYLECTBASATbL NPOBEPKY 3anucen, xpaHawmxca B CMDB, ¢
3annaHUpoOBaHHON MEePUOAUYHOCTLIO. B cnyyae oOOHapyXeHuMs HefoCTaTKOB MOCTABLUMK YCNYr AOJDKEH
NPUHATb HEOOXOAMMBIE MEPBI U MPEAOCTABUTL OTHYET O BbIMONHEHHbLIX AENCTBUSX.

Mudopmauyma ns CMDB pgosmpkHa npefocTaBnsTbCA MPOLECCY YNPaBfieHUA W3MEHeHusaMU Ans
obecneveHns NpoOBEAEHUSA OLIEHKU 3anpoCOB Ha 3MEHEHNUE.

[omkHa cylecTBoBaTb BO3MOXHOCTbL OTCMEXWBAHUA W NpoBeAeHua ayauta usMmeHeHuin KE ans
obecnevenus uenocrtHoctn KE n gaHHbix 8 CMDB.

Mepen passepTbiBAHMEM penu3a B NPOU3BOACTBEHHYIO Cpedy HeoOxoaumo co3fate 0a3oByio
KOHcpurypaumio ans tex KE, KoTopble M3MEHAIOTCA B paMKax AaHHOro penunsa.

Macrtep-konun KE, 3anucaHHble B CMDB, aomkHbl XpaHutbCsi B 6e30nacHbiX (PU3MYECKUX umnm
3MEKTPOHHbLIX OUGNMoTEKax, Ha KOoTopble ccbinatotrcs 3anucu o KE. Takne GUONMOTEKM AOMMKHbI BKIHOYATb,
no KpanHen mepe, AOKYMEHTauuio, CBEAeHWs O nuUeH3usax, nporpammHoe obecneyeHue W, rae 9To
BO3MOXXHO, 3TarnoHbl KOH(Urypauum annapaTHoro o6ecneyeHus.

HdomkeH cyuwectBoBaTb  (DOPManu3OBaHHbIN  UHTEPENC Mexay npoLeccoM  ynpasfeHud
KOH(purypaumsMm u npoLeccoM ynpaBneHuss hMHaHCOBbIMU aKTUBAMM.

MpumMeyaHue — B obnacTb oxearta npouecca ynpasneHusi KOHPUrypaLusiMn He BXOAUT yrpaBrieHue
(hMHAHCOBLIMMW aKTMBAMMU.

9.2 YnpaBneHne UsMeHeHUs MU
JormkHa CyLeCcTBOBATL NOMUTUKA YNPABIEHNS U3MEHEHUAMU, KOTOPas OnpeaenseT:
a) KE, koTopble HaxoaaTCsl N4 KOHTPOSIEM ynpaBneHns U3MEHEHNAMU;

6) KpuTEpPUU AN OMNpeAenieHUsl U3MEHEHUIN, KOTOpble MOTEHUMAnbHO MOTYT OKa3aTb 3HAYUTESIbHOE
BNMUSHWE HA YCIYTY UNW Ha 3aKasyuka.
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YpaneHue ycnyru AOMKHO ObITb KnaccuduuupoBaHO Kak M3MEHEHME YCnyru, crnocobHoe okasaTb
3HAUNTENbHOE BRUAHUE.

Mepepaya ycnyru OT MNOCTaBLUMKA  YCMyr  3aKkasyuky WM APYrol  CTOPOHE  JOSDKHA
KnaccuuuMpoBaThCs Kak USMEHEHME, CNOCODHOE 0Ka3aTk 3HAYUTENLHOE BIUSHUE.

JomkHa cywectBoBaTb AOKYMEHTUPOBAHHAA npoueaypa Ang peructpauuu, knaccudukauum, oLueHKu
U YyTBEPXKAEHNS 3anNpOCOB HA U3MEHEHUE.

MocTaBLWMK ycnyr AOMKEH hopManu3oBaTk M COrnacoBaTb C 3aKa3vyMKOM OnpefeneHne 9KCTPEHHbIX
n3aMeHeHun. [omkHa CywecTBOBaTb [AOKYMEHTUPOBaHHAsA npoueaypa AN YNpaBneHUA SKCTPEHHbIMU
U3MEHEHUAMMU.

Bce u3MeHeHus ycnyrm WM KOMMOHEHTa YCNyru AOSMKHbl  MHULMUPOBATLCH MOCPEACTBOM
UCMOMb30BaHUA 3anpoca Ha M3MeHeHue. 3anpocbl HA M3MEHEHWEe AOMKHbl UMeTb HOpManu3oBaHHbIE
rpaHuupbl.

Bce 3anpocbl HA U3MEHEHUSA JOMkHbI ObITb 3aperuCTPUMpPOBaHbl U KrnaccuduuMpoBaHbl. 3anpocekl Ha
N3MEHeHUs, KnaccupuumpoBaHHbie Kak CMoCOOHble OKasaTb 3HAYUTENbHOE BIIMSIHWE Ha YCMyru unm Ha
3akasyvka, AOIDKHbI YMPABMATBCA B pamkax Npouecca NPOEKTUPOBaHUS W NpeobpaszoBaHMA HOBbIX U
n3MeHsieMbIX ycnyr. Bce octanbHble 3anpochbl HA u3MeHeHue KE, onpeaeneHHble B MONUTUKE yNpaBleHUs
U3MEHEHUSAMU, YNPaBASIOTCA B pamMKax NpoLecca ynpaBneHus M3MeHeHUsIMU.

3anpocbl Ha M3MEHEHU AOSMKHbI OLIEHUBATLCS C UCNOMb30BaHUEM WHAOPMaLMK, NOCTynarLen U3
npouecca ynpaBreHus USMEHEHUAMU U U3 APYruX NpoLECCOB.

MocTaBLMK yCryr 1 3aMHTEPECOBaHHbIE CTOPOHbI AOIMKHbI MPUHUMATL PELUEHUSI O MPUHATUM 3aNpPOCOB
Ha uameHeHue. Npouecc NPUHATUS PEeLLEHUA AOIMKEH YYUTLIBATb PUCKM, BO3MOXHOE BIIUSHWE Ha YCryru u
Ha 3aka34yuKoB, TpeBOBaHMA K ycryram, Bbirogbl Ans Ou3Heca, TEXHUYECKYIO BbIMONHUMOCTb U (PUHAHCOBbLIE
nocneacTBus.

YTBEPXAEHHBIE U3MEHEHUSA JO0IMKHBI ObITh pa3paboTaHbl U MPOTECTUPOBAHBI.

HomkeH cyuwectBoBaTb rpadmk M3MEHEHWI, codepXawmn nogpobHyl uHdopmauuio 00
YTBEPXAEHHbIX U3MEHEHUsIX U NpeanonaraemMblX Aatax UX BHEAPEHUS, KOTOPbIA AOMMKEeH AOBOAUTLCA A0
CBEJeHUS1 3aMHTEPECOBAHHbLIX CTOPOH. MpaduKk U3MEHEHWUI AOIMKEH MCMOSb30BaThbCA B KAYECTBE OCHOBbI
ans nnaHupoBaHus pasBepTbiBaHUSA penu3os.
MeponpusaTtua, HeoOXoaMMble [AnA OTMEHbl WM  UCMPABMEHUS HEYCNELUHbIX W3MEHEHWUW, [OMKHBI
NNaHUpoBaTbCA U, NO BO3MOXHOCTU, TECTUPOBATLCA. HeycnellHble U3MEHEHUSA AOSKHbI OblTb OTMEHEHDI
Unu ucnpaeneHbl. Takne M3MEHeHWUs AOIDKHbl ObiTb paccnefoBaHbl M HEOOXOAMMbIE AENCTBUA JOIKHbI
ObITb NPEANPUHATDI.

3anucu B CMDB gomkHbl 6b6ITb 06HOBMEHBI NOCE YCNELWHOTO BHEAPEHNSA U3MEHEHWUN.

[MocTaBwMK ycnyr AOMMKEH npoaHanu3mpoBatb 3IPPEKTUBHOCTL UIMEHEHUW WU MPUHATbL MEpbl,
COrnacoBaHHbIe C 3aUHTEPECOBAHHbLIMU CTOPOHAMMU.

[na BbISBNEHUA TEHAEHLUMIA 3anNpOChl HA U3MEHEHUS AOIMKHbI aHANU3MPOBaTLCA C 3annaHWpPOBaHHON
NepPUOANYHOCTLIO. Pe3ynbTaThbl M BbIBOALI aHANU3a AOMKHbI ObiTb 3aPerncTpupoBaHbl U PACCMOTPEHbI ANs
BbISIBNIEHWS BO3MOXHOCTEW COBEPLUEHCTBOBAHMUSA.

9.3 YnpaBneHue penusamMmu u BHeApEeHUeEM

MocTaBwmk ycnyr JAOMkeH paspabotatb UM COrnacoBaTe € 3aKa34YMKOM MONUTUKY PENM30B,
onpeaensioLyo 4acToTy M TUN BbIMyCKaeMbIX PENU3O0B.

MocTaBWMK yCnyr COBMECTHO C 3aKa3yukOM U APYTUMU 3aMHTEPECOBAHHBLIMWU CTOPOHAMM [OSKEH
nnaHMpoBaTb BHEAPEHME HOBbIX UM UBMEHSAEMbIX YCNYT U KOMMOHEHTOB YCIyr B NPOW3BOACTBEHHYIO Cpeay.
MnaHupoBaHWe AOMKHO ObITb COrMacoBaHO C NPOLECCOM YNPAaBNEHUSA U3MEHEHUAMU U COAEPKATb CCbINKU
Ha COOTBETCTBYIOLLME 3aMNpPOChl HA M3MEHEHUS!, U3BECTHbIE OLUMOKM 1 NPOBNeMbl, KOTOPbIE NMKBUAUPYIOTCS
nyTeM Bbinycka penusa. naHMpoBaHMEe [AOMKHO BKMIOYATb CPOKM Pa3BEPTLIBAHUA KaKAOro penu3a,
pe3ynbTaTbl U METOAbI PA3BEPTLIBAHUS.

MocTaBLuMK ycnyr fom«eH hopManu3oBaTk M COrnacoBaThk C 3aKas4yukoM onpejeneHne 3KCTPEHHOro
penu3a. OKCTPEHHbIE penusbl AOIMKHbI YNPaBNATbCA B COOTBETCTBUM C AOKYMEHTUPOBAHHOW MpOLEAYypOi,
KOTOpas B3aMMOAENCTBYET C NPOLEAYPON ANS 9KCTPEHHbLIX U3MEHEHUN.

Permm3bl  formkHbl  ObiTb  COOpaHbl M MPOTECTUMPOBAHbI NeEpes  pa3BepTbiBaHWEM. [OmkHa
UCMONb30BaTbCA KOHTPONMPYyemas NpMemMoyHas TectoBas cpeaa Ans cOoOpKkM U TeCTUPOBaHUA PENU30B.

Kputepun npuemkun penusa JOMKHbI OblTb  COrMAacoBaHbl € 3aKA34YMKOM U APYrMMHU
3aMHTEepecoBaHHbIMK CTOpPOHaMuW. Penu3 JorkeH npoWTM BepuPUKauuio B OTHOLLEHUW COrfacoBaHHbIX
KpuTepueB MpUEMKM M ObiTb YTBEPXKAEH A0 pasBepTbiBaHMA. Ecnu kpuTepum NPpUEMKA HE BbIMOSMHEHDI,
MOCTaBLUUK YCNYr JAO/MKEH TMPUHATL peleHne C 3auHTepPeCOBAHHbIMU CTOPOHAMKU O BbIMONIHEHUU
HeoOX0AUMbIX AEWCTBUI U O AanbHeLLEM pa3BepTbiBaHUKU penusa.
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Penus AomKeH pa3BepThiBaTbCA B NPOM3BOACTBEHHYIO Cpeay Takum o6pasom, YTOObl LENOCTHOCTh
KOMMOHEHTOB 060pyaoOBaHUS, NPOrpaMMHOro o0ecneyeHnsa u Apyrux KOMMOHEHTOB YCMyr COXpaHsAnach B
npouecce pasBepTbIBAHNA.

MeponpusTus, Heobxoaumble AN OTMEHbI UMM UCNPABIMEHUS HEYAAYHOrO pa3BepTbIBAHUS penusa,
OOMKHbI MIaHWpPOBaTLCA U, MO BO3MOXHOCTWU, TecTupoBaTbecs. HeyaauyHble pa3sBepTbiBaHWUA PENU3oB
ZOJDKHbI BbITb OTMEHEHbI UMK UCNPABIEHbI.

HeycnewiHble penusbl A0MKHLI ObITb paccrnefoBaHbl M Heobxoaumble AEWUCTBUSA AOMKHbI ObIThb
npeanpuHATDI.

Ycnex unu Heygaya penu3oB AOMKHbI KOHTPONUPOBATLCH M aHanu3upoBaTbCs. M3MepeHnsa AOSDKHbI
BKJIIOYaTb OTCREXWBAHUE UHUMAEHTOB, CBS3AHHbIX C PErIM30M B NEPUOZ NOCIIE ero pa3eepTbiBaHNA. AHaNU3
JOIDKEeH BKMIOYaTb OLEHKY BMSIHUA penu3a Ha 3akasuuka. Pe3ynbTaTbl M BbIBOAbI aHanu3a AOMkHbI ObiTb
3aperucTpupoBaHbl U PaCCMOTPEHDI ANS BbISIBNEHUS BO3MOXXHOCTEH COBEPLUEHCTBOBAHUSA.

UHdopmaums o0 ycnexe unu Heyaade penn3os U Aatbl 6yayLumx penusoB JOSHKHbI NPeAOCTaBRATLCA
npoueccy ynpasneHuss UW3MEeHEeHUAMM U Npoueccy yrnpaBneHusa UWHUMAEeHTaMU U 3anpocaMu Ha
obcnyxuBaHnue.

UHdopmaumsa AomkHa NPeaocTaBnATLCA NPOUecCy YNpaBreHUs U3MEHEHUAMU ANsi OCYLIeCTBNeHus
OUEHKU BNUAHUA 3anpoCcoB HA U3MEHEHUe Ha penu3bl U Ha NnaHbl pa3BepTbiBaAHUSA.
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Mpunoxexnne A
(cnpaBouHoe)

CeefeHUs 0 COOTBETCTBUM CCbINTOYHbIX MEXAYHAPOAHbIX CTAHAAPTOB HaLMOHAaNbHLIM CTaHAapTam
Poccuinckon ®epepauum

CBefleHs1 0 COOTBETCTBUU CChINTOYHbIX MeXayHapoAHbIX CTaHAapTOoB HalWOHanbHbIM CTaHAapTam Poccuitckoii

Qdegepaumu npusegeHsl B Tabnuue A 1.

Tabnuua JA.1

O6o3HayeHWe CChINoHHOro
MeXayHapoaHoro
cTaHfapTa

CteneHb
COOTBETCT-BUA

O603Ha4eHne N HauMeHoBaHne
COOTBETCTBYHOLLENO
HaLMOHanbHOro cTaHaapTa

ISO/IEC 20000-2:2005 IDT FOCT P NCO/MBK 20000-2-2010 «MHdopmaLmoHHas
TexHonorua. MeHeaxmeHT yenyr. Yacte 2. Kopekc
NpaKTU4eCKon AeATENbHOCTUY

ISO/IEC TR 20000-3 - *

ISO 9000:2005 IDT [OCT ISO 9000-2011 «CucteMbl MeHeXMeHTa
kayectBa. OCHOBHbIE MOMIOXKEHWS U CrioBapby

ISO 9001 IDT [OCT ISO 9001-2011 «CucteMbl MeHeXMeHTa
kayectBa. TpeboBaHus»

ISC/IEC 15288 IDT [OCT P UCO/M3K 15288-2005 «WMHdopmaLmoHHas
TexHororna. CucteMHas  uHxeHepus.  [pouecchl
XKW3HEHHOro LMKIa cucTemy

SO 19011 IDT [OCT P MCO 19011-2012 «PykoBoasiLue ykasaHus no
ayguTy CUCTEM MEHEKMEHTay

ISO/IEC/IEEE 24765:2010 - *

ISO/IEC 27000:2009 IDT FOCT P UCO/M3BK 27000-2012 «WMHdpopmaumoHHas
TexHonorna. MeTtoabl #  cpeactea  obecneveHus
6e3onacHoCTy. Cucrembl MEHEAXMEHTa
MHbopMaLMoHHol GesonacHocTn. Obwmit 0630p K
TEPMUHOMOrMUA»

ISO/IEC 27001 IDT FOCT P UCO/M3BK 27001-2006 «WHdpopmMaumoHHas
TexHonorns. MeTtogbl U cpefctBa obecneyeHus
6esonacHocTu. Cucremsl MEHeKMEHTa
MHdopMaLmoHHoW 6esonacHocTu. TpebosaHus»

ISO/IEC 31000 IDT FOCT P UCO 31000-2010 «MeHepXMeHT pucka.

[MpUHUMNEI M PYKOBOACTBO»

COOTBETCTBUA CTaHpapTa:

— IDT — ugeHTu4HbIe cTaHgapThl

* CoOTBETCTBYOLWMA HauuoHanbHLIA cTaHaapT
1cnonb3oBaTk NEPEBOA Ha PYCCKUIA A3bIK JAaHHOTO MeXAyHapofHoro ctaHaapTa. [NepeBoa faHHOro MeXayHapo4HOro
cTaHfjapTa Haxoautca B defiepanbHOM UHDOPMaLMOHHOM DOH/ e TEXHUYECKUX perflaMeHToB U CTaHAapToB.

MpuMmeuvaHne — B HacTosiweit Tabnuue ncnonb3oBaHbl criefylolue ycrnoBHbIE 0603HaYeHUs cTeneHu

oTcytcTByeT. [Jo ero yTBepXAeHUs peKoMeHAyeTcs
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KOHdUrypauuen
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