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BBEOEHHE

YcranopieHHble B CTaHAAPTEC TePMUHLI PACNOJOMNCHB B CHCTEMA-=
TH3HPOBAHHOM MNOPAAKE, OTPAXKAIOILEeM CHCTEMY MOHSTHII Januoll o06-
JIACTH 311aHus. '

Jlnst kaxA0ro NOHSATHsI YCTAHOBJEH OAMH CTAHAAPTH30BAHILIA TEp-~
MHUH.

3aka0yennas B KPYrasle cKoOKH 4acTb TepMHHA MOXKeT GLITh Oy~
UeHa npu HCrmoJdb30BaHHH TEPMHHA B JOKYMeHTax 10 CTaHAapTH3ALKUMH.

[IpuBenennsie onpeneneHds MOXHO, NPH HeOOXOAMMOCTH, H3Me-
WHTH, BBROAS B JIHMX NPOHM3BOJIHbIE NPH3HAKH, pacKpbiBasg 3HAYeHHsH HC-
NOML3YeMBIX B HHX TCPMHHOB, YKa3biBasg 00beKThl, BXOAALIHC B 00heM
ONpPEAe/IACMOro NOHSATHA. M3MeHeHHs He MOJKHHL Hapyuwiath o0bem
1 coJicpXanHe NOHATHH, ONpPEAENeHHBIX B JAaHHOM CTaHAapTe.

I



FOCYAAPCTBEHHbBIN CTAHIAPT POCCHVUCKOR S®ENEPATLHU

YCJayrn HACENEHHIO
TepMHHB H OnpeaeeHun

Service for people.
Terms and definitions

JlaTta BBeneHus 1994—07—01

1 OBJIACTb NPHMEHEHHUSA

Hacrositunii cTanaapr ycTaHaBJAHBaeT TEPMHHBI H ONpeleJeHHs
NOHATHH B 06JacCTH CTAaHAAPTH3AUHUH, CCPTHPUKAUUU U YNpPABJCHHS
KayecTBOM B cdepe ycayr, OKa3piBaeMbIX HAaCeJEeHHIO,

TepMuHbl, YCTaHOBJEHHblE HACTOALIMM CTAHAAPTOM, 0053aTeNbHH
AJi1 TIPUMEHEHHs BO BCeX BHAAX JOKYMEHTaUWH H JHTepaTypu (no
JaHHOHK HAayyHO-TEXHHUYECKOW OTpac/iu), BXOASAWHKX B cpepy paboT no
CTaHJapTH3alUH H/MIH UCHOJb3YIOMIHX pe3yJabTaThl 3THX pabor.

2 OBILLUHUE NMOHATHA

1 yeayra: Pesyanbrar HenocpencTBEHHOTo B3auUMOAEHCTBHA  HCIOJ-
HUTeNA H noTtpebuTte s, a Takxke COOCTBEHHOH AefTeJbHOCTH MC-
IIONTHUTEJS 110 YAOBJETBOpPelnHIo morpebiocTH mnoTpebHTend.

[Tpumeuanue—Ilo ¢yHKIHOHANLHOMY HA3HAYCHHIO YCJIYrH, OKA3LHIBAEMHE
HACEJEHHIO, TOJAPAa3AeNATCA HAa MaTepHaJjbHbBIE X COUHAJNBHO-KYAbTYPHBHIE

2 martepHaJsbHas ycayra: Ycayra no yAOBJETBOPEHHIO MaTepHaJbHO-
OBITOBBIX NOTpeGHOCTEH noTpeGHTENs1 YCIYT.

[TpumMeyaune— Marepuaabian yeayra ofecneudBaeT BOCCTaHOBJeHHe (H3-
MeHeHHe, COXPaHCHHe) NOTPeGHTENbCKHX CBOMCTB H3JesaH#l MK H3LOTOBJEHHE HOBBHIX
H3ACMHA 10 3aKalaM TpamAaH, a TaKxe MNepeMmcellleHue rpy3oB H Jofcfl, co3lanue
ycaonHi Ans norpebnenns. B uvacTHocTH, K MaTepHaJbHHM yCayraM MOryt OuTh
OTHECCHBl OLITOBHE YCJAYTH, CBA3AHHBIE C PCMOHTOM H H3rOTOBJIEHHEM H3MEJHH, XKH-
JUUIHO-KOMMYyHAaAbHbBle YCAYTH, YCIyTH obLiccTB8eHHOrO MHTAHHA, YCAYTH TpPAaHCNOpTa
H T. I

H3panne oduuuanpHoe



3

COLLHANBHO-KYJAbTYyPHAA yCjyra: Ycjayra no YAOBJACTBOPGHHIO Ay-
XOBHDIX, MHTCJUICKTYAILHLIX TMOTpebHOCTed W NOAAepKaHHe HOD-‘
MaJIblIOH IIBHEACATCALIOCTH HOTPeOUTEeAS.

[Mpanmenanine— CounatbRo-KVIBTYpHas ycayra ofecnenuBaeT noaaepixatiue

I OROCCTANORICHIE 3OPOLbLH, AVXOBHOE M (DH3NUECKOe Pa3BHTHE JHYIOCTH, TIOBHILe-
e upodeccnonadibioro MactepeTpa, K ConnafbHO-KYIbTYPHBIM ycayraM MOTYT OHITh
OTHCCCHLI MEAHILMHCKHC YC.IYTH, YCAYTH KYJAbTYpbl, TypHama, ofpa3oBauliss H T. A.
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chepa obeaymuBanus Haceaenus:  COBORYNHOCTL NpennpHsTHI,
opranuzaniil v (H3HUCCKUX JHIL, OKAa3bLIBAIOWHX YCJYLH HaceJe-
HHIO. |
obcay:npanne: JlesaTesIbHOCTL HCNOJHHTENS INIPH HENOCPCACTBCH-
HOM KOHTaxTe ¢ norpebureseM YCJaYTH.

ucnostuurens: Tlpeanpustie, opranH3awus HAH NpEANpHHRMATED,
oKasniaioUie yeayry notrpebiTedio.

norpelurean: I pamjaaHdH, NOAy4YalOWHH, 3axka3bBaouHil au60
HMeIOWKIT HAMEpPEHHEC MOJYYHTh HJH 3aKa3aTh YCAYTH AJA JHUHBIX
HY XK.

nMpefocTaBieHHe ycayru: [eATesNbHOCTh HCNOJNHHTENS YCJAYrH, He-
o0xoauMas AJs1 o6ecleyeHUsi BHINOJHEHHSt YCIAYTH,

Mpumeuanune—[Ipepoctasnenne ycayrn MO¥HO NOAPA3AENUTb Ha OTHeNb-

Hue 3Tanbt (ofecneycHHss HCOGXOAHMBIMU pPeCypCaMH, TEXHOJIOTHYECKHH Mpoliece HC-
{ONHEHTIST, KOHTPOMb, BCHMITaRHE, MPHEMKa, ONMeHKa, npouece obCayXKHBaHHA).
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TEXHOJIOTHYECKHH Tpotece HcmosHeHHsa ycayrh: OcHoBHAsh 4yacThb
npoiecca NPeNoCTaBAeHUS YCAYTH, CBsA3aHHAasi C H3MEeHEHHEM cCo-
CTOSSHUSA 0OBEeKTa YCayru.

3axka3 Ha ycayry: Jorosop Mexny norpeburtesieM M HCHOJHHTEJEM
YCJIYrd, onpelensiiolllHil I0puinyecKHe, SKOHOMHYECKHEe U TeXHHye-
CKHe OTHOUICHHS CTOPOH.

BpeMsa obcnyxuBaHug: Ilepuon BpeMeHH, B TeUeHHE KOTOpOrO TO-
TpebHTeJb B3aNMOAEHCTBYET C HCIOJHHTENEM YCHYTH.

BpeMsl HCHOJHEHUS YCAYTH: YCTAHOBJEGHHHH HODMATHB BpEMeHH
Ha HCNOJIHEHHE YCJYTH.

npaBusaa obcayxkupauus: JloKyMeHT, colepiKauiuii TpeboBaHHA H
HODMBI, pPErJIaMeHTHPYIOLLHe TOPSJOK H YCJ0BHA 00Cay>XKHBaHHS.
ycaosHs obeayxkuBanus: COBOKYNHOCTh (PaKTOpOB, BO3AEHCTBYIO-
IMX Ha norpebHTENs YCJAYTH B npouecce oOcayKHBaHHS.

3 NMOHATHA B OBJIACTH CTAHIAPTH3ALHH YCAYT .

15 o6bekT cranpapTH3aumu: Yeayra, NPON3BOACTBEHHBIA Mpoliece
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OKa3aHHA VCJYrH, pesybTaT YCJyrH, nojJexaiue CTaHAapTH3a-
HHH.

rpynna oAHOPOAHBIX ycayr: COBOKYMHOCTb YCJYT, XapaKTepHay-
IOIMXCA OOWIMM UEJNEBhIM H/HJH (PYHKIHOHANALHLIM HA3BaueHHEM,



I'{ crapfapT Ha YCJAyry: CTaHAapT, YCTaHaBJAHBAIOUIMH TpeOOBatfid,
KOTOPBIM J0OJI2KHa YAOBJAETBOPATDL yCJAyra, ¢ TeM 4TOObl 06ecneuHTh
COOTBETCTBHE €€ HA3HAUYEHHIO.

MMpiiMcuanune— Crannapr Ha yeIyry MoKeT OulTb paspaforan B Takmnx
o0NacTAX Kak XHMHUCCKaf YHCTKA, CTHpKa 0eabs, TOCTHHIYHOE XO3RHCTBO, CBA3b,
‘cTpaxoBaHue, OAaHKOBCKOC JHen0, TOProBJisi, YCAYPH TPAHCIOPTa, aBTOCEpPBHCA H ‘AP.
18 TexHHuCCKHH HOKYMEHT Ha ycayry: HokyMeHT, ycTaHaBaHBalOUHH

TEeXHHUCCKHE, TeXHOJIOTHYECKHe, KOHCTPYKTHBHHE H JIpyrue xapax-

TEePHCTHKH YCAYTH.

K TexHHYeCKHM AOKYMEHTAM OTHOCAT TEXHHYECKHC YCJIOBHS,
TEXHOJOTHUECKHE perJaMeHThH (KaprI) TeXHUYECKHEe ONHCaHM,
HHCTPYKUHH, aab00MBEL HanpaB/siomled KOJJEKIHH MO, qepTeJ»KH
9CKH3LI.

19 TexHonoTHUeCKHit pernaMeHT Ha ycayry: JlokyMmeHT, cofepikamuil
TPEOOBAHHSI K TEXHOJOTHYECKOMY MNpOLECCY HCNOJHEHHA YCJyTH,

20 TexHuHyecKoe onucaHue Ha ycayry: JlokyMmenrt, pa3paGaThHBaeMblil
lia ycJyry no M3roToBJEHHIO H3Je/IM N0 HHAWBHIAYAJbHLIM 3aKa-
3aM B COOTBETCTBHH C yTBEPKAEHHHIM 00pasnoM-MoJenblo.

4 MOHATHA B OBJACTH CEPTHO®HUKALIHH YCIYT

21 crcrema cepruduxkauun ycayr: CucreMa, pacnoJaramomasi co6er-
BCHHLIMH IIpaBUJAMH NPOUEAYPBl U yNPaBJEHHA AJS NPOBEAEHHSA
\ cepTH({HKALUH COOTBCTCTBHS YCJYT.

22 cncrema cepTHQHKAUMKM TPYNNB OLHOPOAHBIX YCJYI: CucreMa cep-
TH(HKAUHHK, OTHOCALLASACA K ycJyraM, AJA KOTOPBIX NMPHMEHSIOTCS
OJHU M TE K€ KOHKpETHBIC CTaHAApTLI ¥ NMpaBHJa H Ta XKe caMas
npoueaypa.

23 opran mo cepTH(HKAIHH ycnyr Oprax, npopoasilivii cepruduKa-
UHIO YCJYT.

24 akkpeauTauud Oprasa 1o cep'rn(buxaunn ycayr: Iloueaypa, mo-
CPEACTBOM KOTOpOM YNOJHOMOYEHHHH oprad opHuHajibHO NpH3HA-
€T IpaBOMOYHOCTL OpraHa Io cepmcpnxaunn YCJYT BBLITIOJIHATH
KOHKpeTHEle palboThl.

25 ceptHduranusa ycayr: lessTeqbHOCTh RO MOATBEPXKAECHHIO COOTBET-

. CTBHS yCJYT YCTAHOBJIEHHBIM B CTaHAapTax TpebGoBaHHAM.

26 ob6bekT cepTHduxanuu B cdepe ycayr: Ycayra, pesyabrtaT ycay-
I', MpolecC NPeAOoCTaBJACHHS YCAYTH, NOAJeKalue CepTHHHKALHH.

27 ccepruduuHpyemas ycayra: yecayra, npelyCMOTpPEHHAas K cepTHH-
KalHH,

28 ceprudunupoBanuas yceayra: Yeayra, npouweinias ceprH¢hpHKaLHIO.

29 3naxk coOTBCTCTBHA: 3apPCTHCTPHPOBAHHLBIT B YCTAHOBJICHHOM TO-
PAAKC BHAK, ¥OICPLIM 110 HPABIIaM, YCTAHOBJACHULIM L JIQHHOT
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cHCTeMe CepPTH(HKALHK, NOATBEPIKIAETCA COOTBETCTBHE MAPKHPO-
BaHHOH HM YCJYTH YCTAHOBJICHHBIM B cTaHAapTrax TpeGOBAHHAM.

5 MOHATHSA B OBJIACTH YTPABJEHHSA KAYECTBOM YCJYT

KayecTBO ycayrd: COBOKYMHOCTR XAPAKTEPHCTHK YCJAYTH, Onpeie-
JISIIOIHX ee CMOCOGHOCTb YAOBJETBOPATh YCTAHOBJCHHbIE UJMH MpPea-
nosaraeMble nNOoTpebHOCTH nmoTpebuTtes.

KayectBo oOcnyxkuBaHusi: COBOKYNHOCTb XapPaKTEPHCTHK mpouec-
ca H ycJI0BHIl oGCayKHBaHMsl, 00eCHeUHBAIOMIMX YAOBJETBOPEHHE
YCTAHOBJEHHBIX HJH TIpeAanoJaraeMblx moTpebGHocTeli noTpebureds.
cBolicTBO ycayrH (o6cayxkuBaHus): O6beKTHBHAA 0COOEHHOCTb yC-
Jyri (0O6CayXKHBaHHA), KOTOPAsA NPOSABJSAETCA NPH €e OKa3aHHH H
norpebaeHHH (ero oCylIeCTB/IeHHH). |

nokasaTejgb KauyecTBa ycayru (o6cayxusaunus): KoanuecTBeHHas:
XapaKTePHCTHKA ONHOTO HJH HECKOJbKHX CBOHCTB ycayrH . (obcay-
JKHBaHMs), COCTABJSIONIMX ee (ero) KauyecTso. _
ypoBeHb KauecTBa ycayrd {o€cayxupanusn): OTHOCHTEJNbHAA
XapaKTepHCTHKA KauyecTBa yeiyrd (oGCayXKHBaHHA), OCHOBaHHAA
Ha cpaBHEHHH (PAaKTHYCCKHX 3HAueHHH noxasaTeseil ee (ero) ka-
YeCTBa C HOPMATHBHBIMH 3HAWEHHAMH 3ITHX TNOKasaTeJeH.
KOHTPOJIb KauecTBa ycayrH (obcayxuBanusA): COBOKYNHOCTH ofnie-
pauuil, BKJIOYaiouass NpoBeleHHEe H3MEDPEHHH, HCIIBITAHHH, OUEHKH
OJHOIl HJHM HECKOJbKHX XAaPaKTEPHCTHK ycayrH (o6cayKHBaHHA)
M CPaBHEHHs NOJIyYEeHHBIX pPE3yJbTATOB C YCTAHOBJICHHBIMH Tpe-
6O0BaHHAMH.

cicTeMa KagectBa ycayr: COBOKYNHOCTb OPraHH3auHOHHOH CTPYKe
Typbl, OTBETCTBEHHOCTH, NpOLEAYp, NPOUECCOB H pecypcos, obec-

neyHBalonlas ocyilecTsieHde obulero pyKOBOACTBa Kau€CTBOM yCs
Jyr. ‘



AJI®ABUTHBIN YKA3ATE/b TEPMHHOB

Axkpeaurauys opraHa no cepTHOUKalUHH yCJayr
Bpems HcnoJHEHHA YCAYLH

Bpemst 06CayKUBAHHA

I'pynna OAHOPOAHBIX YCJYT

JIOoKyMeHT Ha YCAYTY- TeXHHYeCKHH

3axkaa Ha YCJayry

3HaK COOTBETCTBHSI

Hcnoanureas

KauectBo 06CayKHUBAHUA

KauectBO ycayrx

Koutposb KayecTBa yCayrH (o6CayKHBaHHA)
OfcaviKuBaHHe

O0bexT cepTuduxanuu B-cbhepe ycayr

OODbeKT CTanAapTH3alUH

OnHcaHne Ha YCJYTY TeXHHUecKoe

Opras no cepTHOHKALHH yCayr

[lokazaTenb KauecTBa ycayrd (oOcnyXKHBaHHSA)
IlotpebuTtens

[lpaBuaa o6GcaviKuBaHug

IlpenocraBaenne ycayru

Ilpouecc ucmofiHEeHUS YCJAYTH TEXHOJOTHUECKHH
PernamenT Ha yCAyry TeXHOJIOTHYECKHIl
CeoficTBo yeayry (06cayKHBaHHUS)
- CepraduKanusa ycayr '

CHcreMa KayecTBa ycayr

Cucrema cepTH(hHKAUHH YCAYT

Cucrema cepTH@HKAUMH IDYNNH OZHOPOJHBIX YCJAYT
CraugapT Ha ycnyry

Cepa o6cny;KHBaHHSI HaCeNeHHS

VpoBeHb KayecTBa YCJaYIH (06c.ny>KHBaHuﬂ)
YcaoBusi 06CAyKHBAHUSA

Yenyra

Ycayra MarepHanbHas

Ycayra HemaTepHalbHaf

Yeayra ceprHbHUHpPOBaHHAS

Ycayra ceprudHnupyeMas
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