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Bremenne

YcraHOBICHHEBIE B CTAHIAPTE TEPMHWHEBL DACITIONOXKCHB B CHCTCMATH3HMPOBAHHOM IMTOPAIKE, OTPAXKAK) -
meM CUCTEMY TOHATHI TaHHOW 00IACTH 3HAHHI.

HJIE[ KaXXooro rnmoHATHA YCTAHOBICH OJWH CTaH,JIEtpTI/ISOBaHHHﬁ TECPMHH.

3aKII0YCHHAL B KpyTJbIC CKOOKH Y4CTE TCPMHHA MOXKCT OBITE OIIymcHa IIPpH HCITOJIb30BdaHHH TCDMHHA
B JOKYMCHTAX IIO0 CTAHIAPTH3AIIHH.

HpI/IBCL[EHHHG OIIPEOCIICHUA MOXHO, TIDH HCOGXOI[I/IMOCTI/I, H3MCHHUTE, BBOAA B HHUX ITPOH3BOJIHEIC
IIPH3HAKH, PACKPBIBAA 3HAYCHHKA WUCIIONB3YCMBIX B HHX TCPMHHOB, YKA3bIBdA 06’LCKTH, BXOIAIIHE B 00BEM
OIIPCACIIACMOIO ITOHATHA. H3MeHeHNA HE HOJDKHEL HapylmarTrhb 00BEM H COICPKAHHC HOHHTI’Iﬁ, OIIPpCICICH-
HBIX B JdHHOM CTaHI4PTC.
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MEXTOCYTDAPCTBEHHBHB I CTAHIAPT

YCII¥YIT'N HACEJIEHHIO

TepMHHBI H OonpeAeIeHHs

Service for people. Terms and definitions

Jara seeaenus 1994—07—01

1 O6nacTs npumMeHeHust

HacTroamnii cTaHTapT YCTAHABIHBAET TEPMHUHEL H OTIPEeTEHI MTOHSATHIH B 0DIACTH CTAHIAPTH3AITHH,
CcepTHOHKAITAN 1 YIIPARTEHHS Ka9eCcTBOM B cdpepe YCayT, OKa3hBAeMBIX HACEICHHIO.

TepMHHBI, YCTAHOBIEHHEIE HACTOSIINM CTAHTIAPTOM, OOA3ATETRHE IT MPUMEHEeHHS BO BCEX BHIAX
TOKYMEHTAITHH M THTEPATYPH (TT0 TAHHOH HAYTHO-TEXHMISCKOH OTPACTH), BXOIIIINX B cthepy paboT no
CTAHTAPTH3AIINH H/WIH HCTOMB3VIOIAX Pe3YALTATH 3THX padoT.

2 O0mue moHATHA

1 ycayra: PGByJIbTaT HETIOCPEIACTBECHHOTO B3aMMOIEACTEAA UCTIOMHUTENA W HOTpCﬁI/ITG.T[H, d TaAKKE
COOCTBEHHOH JIeSATeIHOCTH UCIIOIHHTENS 10 YOIOBICTBOPEHHKD l'[OTpCﬁHOCTI/I HOTpeGI/ITCJIH.

11 pPHUMCECTIAHNE — Ilo C])YHKL[HOHHJ’IBHOMY HAZHATCHWKD YCIYIH, OKA3bIBACMBIC HACCIICHHID, MOOpa3ge/sioTCA
HA MATEPUATEHBIE M COIMHANEHO -KYIBTYPHEIC

2 MaTepHAIILHAA yCayra: YCIyTa Mo YIOBIETBOPEHHIO MATEPHANBEHO-OHITOBEIX MOTPeBHOCTEH TTOTpe-
OHTEII YCIYT.

Mpumeganne — MatepransHas yCIryra 00ecnearBacT BOCCTAHORICHITE (F3MEHEH e, COXPAHeHIE) TOTpeO-
TeNLCKIX CBOVCTB W3IENPH HITH W3TOTOBIEHHEe HOBBIX M3MEJHI M0 3aKa3aM IPAkIAN, A TAKKE MepeMeleHie Tpy308
W JTfofeli, CO3MAanve YCNOBHIT g moTpebierwd. B 9acTHOCTH, K MATEPHANBHBIM YCIYTaM MOTYT GHITH OTHECEHHI
OFITOBbIC VCIIYIH, CB3AHHBIE ¢ PEMOHTOM U H3TOTOBJICHUEM M3NENMKH, KIUTHIAO-KOMMYHRATLHBIE YCIIVIH, VCITYIH
OGIECTBE HHOTO THTAHNS, YCIYIH TPAHCIOPTA ¥ T.JI.

3 COINHANBHO-KYJRTYPHAA YCIYra: YCJ'[yTa 10 YOOBICTBOPCHWUIO OYXOBHBIX, MHTCIICKTYAIBHBIX TI0-
TpC6HOCTCfI H mogaepikanue HOPMaTbHON KHU3HEICATEIEHOCTH HOTpC6I/I‘TCJ'[H.

Mpumeganne — CoNMuaTpHO-KYIBTYPHASA VCITyra 0GECIeTHBaeT MOMIePKAAe W BOCCTAHOBNEHIE 3M0POBEA,
OyX0BHOe ¥ MU3HIECKOe PAZBITIE MHTHOCTH MOBBITEHHe MPOheCcCHOHATBHOT0 MacTepcTsa. K commanbsHo-Kynsryp-
HBIM YCIYTAM MOTYT GBITh OTHECEHBI MENHITHACKIE VCIYTH, YOIy KYIbTYPHL, TYPA3Ma, 00Pa30Bafus ¢ T.1.

4 ciepa obcayRupaHus HaceleHHs: COBOKYITHOCTE TIPENMPHATHIH, OPTAHU3AMUH 1 HHU3HIeCKHX JTHIT,
OKa3BBAIONIHX YCIYTH HACEICHHIO,

5 obcayxupanue: J[edTeTBHOCTE UCITOTHHATENS MPH HENOCPEICTBEHHOM KOHTAKTE C TIOTpeduTeNeM
YCIIYTH.

6 wmenoanurens: Ipeanpusarie, opraHu3aliig WK IPSAIPHHUMATEIb, OKA3EIBAIOIINE YCIYLY NOTPe-
DHTEIIO.

7 norpeddrenb: I'paxiiaHiH, MOIYYAIOIINH, 3aKa3bIBAIOIINE JTHO0 MMEIONMINI HAMEPCHHE IIOJIYIUTD
WK 3aKa3aTh YCIYTH IS THIHBIX HYXKI.

Hzaanue ogmuuansnoe



8 operocTaBilIeHHe YCIIYTH: Z[CHTCJIBHOCTB HUCIIOTHUTEIIA YCIIYyTH, HeoOXomuMas I o0ecTIedeHN
BLEITIOJIHCHHA YCIIYTH.

TIpumeganne — IpenocTapneHye YCIYTH MOXHO MOAPA3NETHTL HA OTASTBHEIE 3TAITHl (00ecnedeHus HeoG-
XOMUMBIMK PECYPCaMi, TEXHOMOTHYECKHH MPOIece NCIOMHEeHNSA , KOHTPOThL, HCITBITAHNE, MPHEeMKA, OIIeHKa, MPOTIece
OOCTYKIBAHNA).

9 TexnoxormdecKHii nponecc HCHOJIHEHHS yeuyru: OCHOBHAS YaCTh IIPOIEcca NPeI0CTaBICHUS YCIIYTH,
CBSI3aHHAS ¢ H3MEHEHHEM COCTOSHMS O0OBEKTa YCIYTH.

10 3aka3 Ha yeayry: Jloropop MeXTy MOTpeGHTEneM M HWCIOTHUTENIEM VCIYTH, OTpeleasioninii
IOPHINYCCKHE, PKOHOMHYCCKHE H TCXHUICCKHE OTHOIICHHSA CTOPOH.

11 spemsi odcayxupanusi: IlepHol BpeMeHH, B TEHCHHUE KOTOPOTO MOTPEGUTENL B3aUMOICHCTBYET C©
HCIIOTHHTEIEM YCIYTH.

12 BpeMs HCNOJHEHHS! YCIYrH: YCTAHOBICHHKH HOPMATHB BpeMeHH Ha MCIIONHEHHE YCIYTH.

13 npapuna obenyHBaHus: JOKYMEHT, coOTepXaIuil TpeQOBAHNS M HOPMEI, PETIIaMEHTHPYIOIINE
MOPSITOK M YCIOBHS OOCTY;KMBAHMS.

14 ycaosusi odcayxupanusi: COBOKYITHOCTE (haKTOPOB, BO3IEHCTBYIOIIMX Ha HOTPEOMTEIA YCIYIH B
MpoIiecce o0CIy;KHBAHN.

3 llonATHd B 00NACTH CTAHAAPTH3ANUM YCIYT

15 o0BeKT cTaHFApPTHIANMM: YCIyTa, MPOMSBONCTBEHHEI TIPOIECC OKASAHMS VCIYTH, PE3YILTAT YC-
YT, TIOTISKAIINE CTAHTAPTHIATIIH.

16 rpynoa ogHopoansx yeuyr: COBOKYITHOCTE VCIYT, XAPaKTePHIYIONMIHMXCS OOIINM IICICBEM H/HIH
(GYHKIHOHATEHEM HA3HAYCHHEM.

17 cTanmapT HA YCIAYIY: CTAHIAPT, YCTAHABTHBAIOIIHH TpeOoBaHNA, KOTOPEIM JIOKHA YIOBICTBOPATh
YCIYTa, ¢ TéM ITOBK 00eCcIeTHTh COOTBETCTRHE €€ HASHATCHHIO.

Mpumeganne — CTARAAPT HA VCITYTY MOKET GHITH PA3pAGOTAH B TAKHX OONACTSX KAK XHMIYeCKasa THCTKA, CTHPKA
OeJTbs, TOCTHHITTHOE XO3SICTBO, CBA3b, CTPAXOBAHTIC, GCAHKOBCKOE MEJI0, TOPTORIS, VCIYIH TPAHCIIOPTA, aBTOCePBICA I Ip.

18 Texnm9ecKHi TOKYMEHT Ha YCayry: /OKyMeHT, YCTaHABIMBAIONIIN TCXHHMYCCKHS, TCXHOJIOTHICC-
KHe, KOHCTPYKTHBHEIC H OPYTHE XapaKTCPHCTHKI YCIYTH.

K TexamdecKnM TOKYMCHTAM OTHOCAT TCXHHICCKHE YCIOBHS , TEXHOIOTHISCKHC PETTIAMCHTEL (KAPTH),
TeXHHICCKHE OITHCAHNS, HHCTPYKITHH, AMLOOMBl HATIPABIAIOMEH KOMICKIIMH MO/, TePTEKH, SCKH3HL.

19 TexHOMOTHMEeCKHi peraaMeHT Ha yeuyry: JIOKyMeHT, cOomepskanmii TpeSoBaHHT K TEXHOTOTHISC -
KOMY TIPOTIeCCY MCTIOMHEHHS YCIIYTHL.

20 TexHHYeCKOe ONMHCcaHHe HA ycayry: JIoKyMeHT, paspabaThBaeMHIH Ha YCIVTY TIO M3TOTOBICHHI)
H3ISIHAL TI0 HHIHBHUIYATEHEIM 3aKa3aM B COOTBETCTBHH C YTBCPKICHHEIM 06Pa3IOM-MOIRIEIO.

4 Tlongarus B o6nacTH cepruUKANMEA YCIYT

21 cHcTeMa cepTrHKanyn yeayr: CHcTeMa, pACTONATAIONIAS CODCTBEHHBIMH TIPABUIIAMH TIPOTIETY D
W YIIPaBICHM I IPOBEIeHHA CepPTH(MHUKAITNE COOTBETCTBHS YCIIYT.

22 cHcreMa cepradUKANAN IPYIIE OHOPOAHBIX YoiIyr: CHCTEMA CePTH(MHKALIAH, OTHOCSIIANACA K YCIIY-
raMm, Ul KOTOPBIX MPHUMEHSIOTCA OIHH H T K¢ KOHKPETHRIE CTAHAAPTEL M IIPABIIIA H TA XC caMasd IIPOIEIypa.

23 opran mo cepradukanmn yeayr: OpraH, MPOBOIAIINHA CEPTHOHKALIHIO VCIIVT.

24 aggpeauTanus opraHa no cepraduramum yeayr: IIporenypa, mocpelcTBOM KOTOPOM YIIOTHOMO-
YCHHBIH OpraH O(MHUIHATLHO IPH3HACT MPABOMOYHOCTE OPraHa MO CEPTH(MOHKALOHWH VCIYI BBIIOIHATH
KOHKPETHEIE PalOTHI.

25 ceprudpuranug ycayr: JesTeTbHOCTE TIO TIOATBEKICHWIO COOTBETCTBHISI YCIIYT YCTAHOBIEHHEIM B
CTaHAapTaX TPeDOBAHHIM.

26 o0bekT ceprHdpukanam B cepe YCIyr: YcIyra, pe3yIbTaT YCIYTH, IMPOMECC MPeIoCTABICHHA
YCIYTH, TOIISKAIINE CePTH(DHIKAITHIAL

27 ceprudpunupyeMas yeayra: Ycuyra, MpeaycMOTPEHHAs K CEPTHOHKAITAH.

28 ceprupHnHpoBaHAAS ycayra: YCIyra, TIpoIeanas cepTHhUKAITHIO.

29 3HAK COOTBETCTRHA: 3APETHCTPHPOBAHHEIN B VCTAHOBISHHOM MOPAIKE 3HAK, KOTOPEIM IO TIPABH-
JIaM, YCTAHOBJICHHEIM B JAHHOM CHCTEME CEPTHMHUKALINH, IOITBEPKIACTCS COOTBESTCTBHE MapKHPOBAHHOMH
MM YCIIYTH YCTAHOBICHHBIM B CTAHIAPTAX TPeOOBAHMSIM.
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5 IloHATHA B 00JACTH YNPAaBJICHHAA KAT€CTBOM YCIYT

30 gagectBo yeayra: COBOKYITHOCTE XapaKTePHCTHK VCIYTH, OMPENesIONNX €€ cIIOCOGHOCTD VIOR-
JMETBOPATE VCTAHOBICHHEIC WM TIPEATONATAEMEIE TTOTPEOHOCTH TOTPEOHUTEIS.

31 gauectBo ofcayKupanus: COBOKYITHOCTE XapaKTepHCTHK TMporiecca H YCIOBHIH OOCTYKHBAHMII,
00eCIeYHBAKOIINY YIOBISTBOPEHNE YCTAHOBIEHHEIX WIH IIPEAIOIAracMEIX I0TpeSHOCTEH IMOTpefrTeNs.

32 cpoiicTrO yeayrd (ofcayxurannsa): OOBeKTUBHAS OCODESHHOCTE YCIYTH (OBCTY:KMBAHMA), KOTOPAS
MPOSBIgeTCs MIPU ¢¢ OKA3AHNH U MOTPeBIcHUH (€T0 OCYIIECTBICHNUM).

33 nmokasarenh Kadectsa ycayrd (odcayxusanms): KomudecTBeHHAS XapaKTEPHCTHKA OMHOTO WITH
HECKOIBKIX CBOMCTB VCIYTH (0OCTyKWBAHUS), COCTABITIONINX €€ (eT0) KadecTBO.

34 yposens KadecTsa yciuyrd (oOcayxuBanmud): OTHOCHTETbHAS XAPAKTEPUCTHKA KA4eCTBA YCIYTH
(0DCTVXKMBAHWS), OCHOBAHHAS HA CPABHEHUN (GaKTHIeCKHMX 3HAMCHH MoKazaTeneil ee (ero) KadecTsa C
HOPMATHBHEIMH 3HAUYeHMSIMH 3THX MoKasaTeneil.

33 KOHTpOAb KavecTsa YCIyrd (odcayxupanms): COBOKYMHOCTE OTIEPAITHET, BKITIOMAIONIAS TPOBeETe-
HHe W3MEPSHUI, NCTIKITAHWTH, OIeHKH OTHOM MM HeCKOMBKIX XAPAKTEPUCTUK YCIYTH (OOCTYKUBAHNS) 1
CPABHEHHS MOTYIEHHBIX PE3YIBTATOB € YCTAHOBIEHHBIMH TpeBGOBAHHSMH.

36 cAcTeMa KavecTBa yeayr: COBOKYITHOCTE OPTAHH3AITHOHHON CTPYKTYDHI, OTBETCTBEHHOCTH, TIPO-
Henyp, IPOIECCOB 1 PeCcypeoB, 0DeclIeTHBAIOIIAST OCYIISCTRICHIE ODIIETO PYKOBOICTEA KAUeCTBOM YCIYT.
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