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Mpegucrnosune

1. TlogroToBneH 3akpbITbiM aKUMOHEpHbIM obwectBoMm "UT O3kcnept” u obwecTtBoM C
OrpaHN4YEeHHON OTBETCTBEHHOCTbIO "MHMOPMALMOHHbBIA aHaNUTUYECKUNA BbIMUCIINTENbHBLIN  LEeHTP"
(OO0 "MABL") Ha ocHoBe COBGCTBEHHOrO ayTEHTUYHOrO MEPEBOAA Ha PYCCKUA A3blK CTaHAapTa,
yKa3aHHOro B NMyHKTe 4.

2. BHeceH TexHuyeckMm KOMUTETOM MO cTaHgaptmauum TK 22 "MIHdopmauMoHHbIe
TexHonorumn".

3. YTBepxaeH n BBegeH B gencteue [lNpukasom denepanbHOro areHTCTBa MO TEXHUYECKOMY
perynupoBaHuto u metposnorumn oT 8 Hoabpsa 2013 N 1543-cr.

4. Hactoswmin ctaHgapT maeHTudeH MmexayHapogHomy ctangapty MCO/MOK 20000-1:2011
"MIHbopmauunoHHbIe TexHonoruu. YnpasneHue ycnyramu. Yacte 1: TpeboBaHma K cucteme
ynpaeneHus ycnyramu (ISO/IEC 20000-1:2011 "Information technology - Service management - Part 1:
Service management system requirements").

HanmeHoBaHWe HacTosilero crtaHgapTa M3MEHEHO OTHOCUTENbHO HaWMEHOBAaHUSI YKa3aHHOro
MeXxayHapoaHoro craHgapTa ans npusegeHus B cootsetctane ¢ FOCT P 1.5 (nyHkT 3.5).

5. BBeoeH Bnepsble.



lMpaBnna NpMMeHeHUs HacTosilwero cranHgapta yctaHoeneHnol B FOCT P 1.0-2012 (pasgen 8).
NHdopmaums 06 nsmeHeHusx K HacTosLemy ctaHaapTy ny6nukyeTcs B eXXerogHoM (Mo COCTOSIHUIO Ha
1 saHBapsa Tekywlero roga) WHGOPMaUMOHHOM ykasatene "HauumoHanbHble cTaHgapThl', a
oomumnaneHbld TEKCT M3MEHEHMA W MOMPaBOK - B €XEeMeCAYHOM WHGOPMaUMOHHOM YyKasaTene
"HauunoHanbHble cTaHgapTthl". B cnyyae nepecmoTpa (3aMeHbl) UM OTMEHbI HACTOSILLEro cTaHaapTta
cooTBeTCTBylOWEee YyBegomreHve 6yaeTr onybnvkoBaHO B OGnuxkanwem BbINyCke €XeMeCSYHOro
MHOPMaLMOHHOIO ykasatens "HauuoHanbHble craHgapTbl”. CooTBeTCTByKOWAA WHdOpMauus,
yBeJOMIIeHME U TEKCTbl pa3MeLLalnTca Takke B MHPOPMaLNOHHOM cnucTteme obLLero norb3oBaHNS - Ha
omumnaneHOM calMTe HauumoHanbHOro opraHa degepanbHOro areHTcTBa Mo TEXHUYECKOMY
perynmpoBaHuio 1 metponorun B cetn MIHTepHeT (gost.ru).

BeegeHune

TpeboBaHuna B gaHHon dactm MCO/MBK 20000 BknoyalroT NpoekTMpoBaHue, npeobpasoBaHue,
npenocTaBfieHNe U COBEPLUEHCTBOBAHWE YCMyr, YAOBNETBOPSAKOLWMX TpeboBaHMAM K ycryram wu
obecneymBamLNX LEHHOCTb Af1s 3aKasuuka v noctaBwmka ycnyr. JaHHaa yacte MCO/MBK 20000
TpebyeT NPMMEHEHMS KOMMSIEKCHOrO NMPOLECCHOrO MOAXOAA MPU OCYLLECTBIEHMN MOCTABLLUMKOM YCIyr
TaKMX BUOOB AEATENbHOCTM, KaK NiaHMpoBaHWe, CO3f4aHune, BHEAPEHWE, JKCnnyaTaumsi, MOHUTOPWHT,
aHanus, noaaep’kka n COBEpLLUEHCTBOBAHUE CUCTEMbI yripaeneHus yenyramm (CYY).

CkoopauHupoBaHHast nHTerpaums n BHegpeHne CYY obecneumBaloT HENPepbIBHbIA KOHTPOMb U
NpeaoCcTaBnaioT BO3MOXHOCTU 4SS NOCTOAHHOIO COBEPLLUEHCTBOBaHUSA, 6ONbLUYO pe3ynbTaTUBHOCTb U
appeKkTMBHOCTL. PYHKLMOHMPOBAHNE MPOLIECCOB, YKa3aHHbIX B gaHHom 4dactm MCO/MIK 20000,
TpebyeT xopowen opraHuMsaumm un CKOOPAUHMPOBAHHOM paboTbl nepcoHana. [nsa obecneyeHus
pe3ynbTaTUBHOCTU M 3PMEKTMBHOCTM MNpoLeccoB MoXeT ObiTb WMCNOMNb30BaH COOTBETCTBYHOLLUNI
WHCTPYMEHTapUN.

[nsa HanGonbluen pe3ynbTaTUBHOCTM NOCTaBLUMKaM yCryr cregyeT paccMaTpuBaTth BAUsIHUE HA
CVYY Ha npoTshKeHuMn Bcex CTaaun KU3HEHHOro LMKNa ycryru: oT cTpaTerMm Yepes npoeKkTMpoBaHue,
npeobpasoBaHmne 1 IKCnyaTauuio, BKNYas NOCTOSHHOE COBEPLUEHCTBOBAHME.

HanHaa vacte MCO/MOK 20000 TpebyeT npuMeHeHUss MeTodosiorMu, W3BECTHOW Kak
"lMnaHupoBaHue-BoinonHeHne-MNMposepka-Koppektnposka" (PDCA), ko Bcem vactam CYY u ycnyram.
MeTtogonorua PDCA, wucnonb3yemas B pgaHHon 4actm MCO/MOBK 20000, moxeT OblTb KpaTko
OoxapakTepusoBaHa creyowmm obpasom.

nJ'IaHI/IDOBaHVIeI yCTaHoBIeHne, AOKyMeHTUpoBaHME N cornacoBaHue cyy, KOTOpasA BKIO4HaeT
NoNUTUKK, Lenn, niaHbl 1 npoueccChbl And yaosreTBOpeHUsA Tpe6OBaHVII7I Kycnyram.

BbinonHeHne: BHegpeHue W akcnnyataums CYY pans npoekTupoBaHusi, npeobpasoBaHus,
npefocTaBeHnsl U COBEPLUEHCTBOBAHMS YCIyT.

lMpoBepka: MOHWUTOPUWHI, u3amMepeHne u npoeepka CYY n ycnyr Ha COOTBETCTBME MONUTUKAM,
uensam, nnaHam n TpeboBaHMAM K ycriyram, a Takke npegocTaBneHve pesynbTaTtoB B OpMe OTYETOB.

KoppekTnpoBka: NpuHATHE MepP NO NOCTOSSHHOMY coBepLueHCcTBOBaHuo CYY n ycnyr.

Hanbonee BakHbIMM acnekTaMy KOMMIEKCHOrO NpoLeccHoro nogxona n metogonorun PDCA npu
ncnonb3oBaHun ¢ CYY aBnatoTcs:

NnoOHMMaHwne n yaosJeTBopeHue Tpe6OBaHI/II7I K ycnyram C Lenbto OOCTUXEeHUA
YAOBJIIETBOPEHHOCTU 3aKa34dunKa,

yCTaHOBIEHUE NOJINTUK U uenemn ynpasneHusa ycrnyramu;



OCHOBaHHoe Ha CVYY ocyllecTBrneHne NpOeKTUPOBaHUS U NPefoCTaBreHUst YCnyr, KoTopble
npeacTaBnAloT LEHHOCTb AN 3aKa3ynka;

MOHMWTOPWHT, u3MepeHne n aHanus acbdektnaHoctn CYY u yenyr;

NOCTOSIHHOE coBepLueHCcTBOBaHMe CYY n ycnyr, OCHOBaHHOE Ha OOBEKTUBHbLIX U3MEPEHUSIX.

Cxema 1 wnnioctpupyeT npumeHeHune wmetogornormm PDCA k CVYY, Bknwouvad npouecchl
ynpaBneHns ycriyramu, ykasaHHole B pasgenax 5 - 9, u k ycnyram. Kaxabli aneMmeHT MeTo4onornu

PDCA »u3HeHHO Heobxoamm ansa ycnewHoro BHeapeHuss CYY. [pouecc coBeplueHCTBOBaHUSA,
ucnone3dyembin B gaHHon yactn MCO/M3K 20000, ocHoBaH Ha meTtogonorun PDCA.
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PucyHok 1. NpumeHeHne metogonorun PDCA
B yrpaBneHuu ycryramu

HanHaga vacte MMCO/M3K 20000 nossonsdeT MOCTaBLUMKY YCNyr mHTerpupoBaTtb cBou CYY ¢
ApYyrMMKM cucTemMamu YnpasfeHus B OpraHusauum noctaslimka ycnyr. [puHATME KOMMMEKCHOro
npoueccHoro nogxoaa n metogonorun PDCA no3sonsieT NOCTaBLUMKY YCNyr NpMBECTU B COOTBETCTBUE
mexagy cobor unM  NOMHOCTbID WHTErpupoBaTb HECKOMbKO CTaHOAPTOB CUCTEM  YNpaBneHus.
Hanpumep, CYY moxeT OblTb MHTErpMpoBaHa C CUCTEMOW yNpaBIieHUs Ka4eCTBOM, OCHOBAaHHOW Ha
MCO 9001, nnun c cuctemon nHdopmaumnoHHom 6esonacHocTn, ocHoBaHHon Ha MCO/MOBK 27001.

MCO/M3K 20000 HamepeHHO co3faH Kak He 3aBUCALLUA OT KOHKPETHbIX YKa3aHWW cTtaHaapT.
MocTaBLUMK yCrnyr MOXeT MCMoSib3oBaTb CoYeTaHue OOLLENnPUHSTLIX pekoMeHOauun n cobCTBEHHOro
onbiTa.

Monb3oBaTenu Me>K,uyHapop,Horo CTaHOapTa HeCyT OTBETCTBEHHOCTb 3a e€ero npaBulibHOe
NPUMEHEHNE. Mem,quapopl,HbM CTaHOapT He CTaBuUT CBOEN LEeNb OXBaTUTb BCE HeO6XOD,VIMbIe



3aKoHoAaTenbHble M HOpMaTMBHble TPpeboBaHWs M OOroBOpHble 06sA3aTenbCTBa MOCTaBLUMKA YCIYT.
CootBeTcTBNE MexagyHapogHOMy cTaHZapTy camo no cebe He gaeT ocBOOOXAEHUSA UK Kakmx-nmbo
NPUBUNEriA B OTHOLLEHUN 3aKOHOAATENbHbIX U perynmpyowmx TpeboBaHuin.

OTpenbHOe BHMMaHWe obpallaeTcs Ha TO, YTO HEKOTOpble 3MEeMEHTbl HacTosALWEero AOKyMeHTa
MOryT ObITb 06bekToM nateHTHoro npasa. WCO n MOK He HecyT OTBETCTBEHHOCTW 3a onpeaereHue
naTeHTHbIX NpaB nogobHoro poaa.

Crangapt WMCO/M3BK 20000-1 6bin nogrotoBneH nogkomutetom [K 7 "lporpammHoe
obecrnevyeHne un cuctemMoTexHumka" obbeguHeHHoro TexHudeckoro komuteta WNCO/M3K CTK 1
"MIHbopMaLuMOHHbIE TEXHONOrMK".

B uensx ganbHenwero coBepLUEHCTBOBaHNSA U pa3paboTku CTaHAApTOB ynpaBfieHUss ycryramm
nonb3oBatensMm npeanaraeTcs BbickaszaTb cBoe MHeHue no WCO/M3K 20000-1, a Takke
copmynmpoBaTb NPEAnoYTEHMS MO OYEPEAHOCTM BHECEHUSI M3MEHEHWA B OCTalbHble 4acTu
ctaHgapta MCO/M3K cepum 20000.

1. OBJIACTb NMPUMEHEHWA
1.1. O6Lwune nonoxeHus

HanHasa yactb WCO/M3K 20000 sBnsieTca ctaHgaptoM Cuctemsl ynpasrneHus ycriyramu (CYY).
3pecb npeactaeneHbl TpeboBaHMA K NOCTaBLUMKY YCMyr NO NMaHWpPOBaHWIO, CO34aHUI0, BHEAPEHWIO,
SKCnnyaTauuMn, MOHUTOPUHTY, aHanudy, noadepxke W coseplleHcTBoBaHuio CYY. TpebosaHus
OXBaTbIBalOT NPOEKTMPOBaHWE, NpeobpasoBaHue, NpeaocTaBneHne 1 CoBepLUEHCTBOBaHME yCnyr Ans
obecneyeHnsa cooTBeTCTBMSA TpeboBaHNAM K ycnyram.

HaHHas yactb MCO/M3K 20000 MOXET MCNOMNb30BaTbCA:

opraHusaumen, Hyxgawllenca B MnocTaBlukax ycnyr u tpebyrowen rapaHtuin obecneveHus
BbINOSIHEHWSI COOTBETCTBYHOLMUX TpeboBaHUM K ycnyram;

opraHusauvei, Tpebyiollen nocrneaoBaTenbHOr0O W COrMacoBaHHOrO Moaxoda OT  Bcex
MOCTaBLLMKOB YCMyr, B TOM Y1CIe B LieNoYKe NocTaBok;

NOCTaBLUMKOM YCIyr, KOTOPbIA HaMepeH NpPOAEMOHCTPUPOBaTbL CBOM  CMOCOGHOCTU MO
NMPOEKTUPOBaHUO, Npeobpa3oBaHuio, MNPEdOCTaBNEeHWMI0O W COBEPLUEHCTBOBAHWUIO  yCnyr Ans
obecneyeHns: BbINONHEHUSI COOTBETCTBYOLWNX TPeBOBaHWI K ycryram;

MOCTaBLUMKOM YCIyr ANl MOHUTOPWUHIa, U3MEPEHUSI U aHanu3a CBOMX MPOLECCOB YrpaBfieHus
ycrnyramu v ycnyr;

nocrtaswnkomMm ycnyr And COBeEPLIEHCTBOBAHUA  MPOEKTUPOBaHUA, npeo6pasosaHm=| 7
npenocTtaBrieHnA yecnyr 3a CHeT UCNOoJ1b30BaHUA pe3yribTaTUBHOIO BHEOPEHUA U SKCyaTaunm cyy;

9KCMEepTOM WU ayauTOPOM B KayecTBe KpUTepus ONs oueHku cooTBeTcTBus CYY nocTaBlumka
ycnyr TpeboBaHusam aton yactn MCO/M3BK 20000.

Ha pucyHke 2 nokasaHa CYY ¢ y4eToM npoLeccoB ynpaeneHus ycrnyramu. Cniyxba ynpaeneHus
npoueccamn M CBA3AMU Mexay npoueccaMmum MOXeT ObiTb peanusoBaHa Mo-pa3HOMY pasfnvMyHbIMU
MOCTaBLUUKaMM yCIyr. Xapakrtep OTHOLUEHUIA Mexay NMOCTaBLUMKOM YCMyr U 3aka3ymMkoM OyaeT BnusATb
Ha peanusaumio NPOLECCOB yNpaBNeHUs yCcnyramu.



3akasuuku Cucrtema ynpasneHua ycayramum (CYY) 3aKasumku

(v apyrue OTBeTCTBEHHOCTD PYyKOBOACTBO NpoLeccamy, (v apyrve
3auHTEpEeCOBaHHbIE pykoBoAacTea ynpaenaembiMn ApYrMMK CTOpOHaMU 3aUuHTEpPECOBAHHbIE
CTOPOHbI) Cosaanue CYY YnpasneHue AoKymeHTaumeit CTOPOHbI)
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PucyHok 2. Cuctema ynpasneHus ycrnyramm
1.2. Obnactb NpMMeHeHUs

Bce TpeboBaHua B gaHHon yactn MCO/M3K 20000 HocAT obwuin xapakrtep M npeaHasHaveHbl
ANs NPUMMEHEHUs KO BCEM MNOCTaBLUMKaM YCNyr He3aBMCMMO OT Tuna, pas3Mepa M Xapakrepa
npegocTasnsemblx ycnyr. VcknioveHne noboro n3 tpebosaHuin pasgenos 4 - 9 Henpuemnemo, ecnu
NnocTaBLUMK Yycnyr 3asBnseTr o cooTteBeTcTBuM AaHHonm Yactu MCO/MOK 20000, HesaBucMmoO OT
XapakTepa opraHu3aummn nocTaBLUuKa YCryr.

CootBetctBMe TpeboBaHuAM pasgena 4 MoOXeT OblTb NPOOEMOHCTPUPOBAHO  TOMBKO
CBMOETENbCTBAMU O BbLIMOMIHEHUN BCeX TpeboBaHuM pasgena 4. [Ons TpeboBaHunm pasgena 4
MOCTaBLUMK YCINyr HE MOXET nonaraTbCs Ha CBUAETENbCTBA PyKOBOACTBA NpoLeccamu, ynpasrsiemMbiMn
APYrMMU CTOPOHaMMW.

CootBeTcTBMe TpeboBaHusim pasgenoB 5 - 9 MoxeT ObiTb MNPOAEMOHCTPUPOBAHO
CBUOETENbCTBAMU O BbINOSHEHUN BCEX TpeboBaHwui. B kayecTBe anbTepHaTMBbI MOCTABLUMK YCIyr
MOXET NPeAoCTaBUTb CBMAETENbCTBA BbINOMHEHWUsT GONbIMHCTBA TpebOBaHWIA CaMOCTOSATENBHO U
CBMOETENbCTBA PYKOBOACTBA NpoLieccaMu, ynpaenseMbiMuU OPYrMMU CTOPOHaMM, AN TEX NPOLIECCOB
NN YacTh NPOLLECCOB, KOTOPbIE HAXOASTCA 32 paMKaMU KOHTYpa ynpaBrieHnst NOCTaBLUUKA YCIyT.

B pamku paHHonm vactm NCO/M3K 20000 He BxoguT creumdukaums Ha MPOAYKT Wnn
WHCTPYMEHTapun. Tem He MeHee opraHusdauum MoryT mucnonb3doBatb 3Ty 4actb MCO/M3K 20000,
4yTO6bI MOMOYb UM paspabaTbiBaTb NPOAYKTbI U MIHCTPYMEHTLI, KOTOpble noadepkusatoT paboTy CYYV.

Mpumevanne. MCO/MOBK 20000-3 cogepxumT ykasaHnsa no onpeneneHno obnactn npuMeHeHns u
npumeHmumocTn aton yactm MCO/MOIOK 20000. OTOT SOKYMEHT BKOYaeT B cebs AONONHUTENbHbIE
pa3bsCHEHWsI N0 NOBOAY PYKOBOACTBA NpoLeccamu, ynpaBnseMbiMy ApYrMMyn CTOPOHaMM.



2. HOPMATUBHBIE CCbIJTIKA

Cnegyowmne [OKYMeHTbl HeobxoauMbl AnNst MPUMEHEHUS HacTosAWEro [AokymeHTa. [ns
AaTUPOBAHHbIX CCbINTOK MPUMEHSIIOT TOMBbKO YKa3aHHOe u3gaHue, O HeAaTMPOBAHHbLIX CCbINOK -
nocrnegHee nsgaHue CCbifIoYHOro AOKyMeHTa (BKItouas niobblie nonpasku).

HopmMaTuBHbIE CCbIfKM OTCYTCTBYIKOT. OTOT MYHKT BKIKOYEH And Toro, 4tobbl obecneyvTb
coBnageHve Hymepaumn pasgenos ¢ MCO/MBK 20000-2: WMHGopMaLMOHHLIE TEXHOMNOrmm -
YnpaeneHue ycnyramu. Hactb 2: PykoBoACTBO NO NPUMEHEHUIO CUCTEM YNpaBrieHnsa ycryramu.

Mpumedanue. MNpu NONb30BaHMM HACTOSALWMM CTaHO4APTOM LenecoobpasHo NpoBepUTb AENCTBUE
CCbINMIOYHbIX CTaHAAPTOB B MHPOPMALMOHHON cucTeMe obLLEero Nonb3oBaHNs - Ha oduunansHOM canTe
depepanbHOro areHTCTBa Mo TEXHUYECKOMY PEeryrnmpoBaHuiO0 U METponornn B cetn VIHTepHeT nnn no
exerogHomy MHOopMaUnoHHOMY yKasaTento "HauuoHanbHble cTaHgapThl”, KOTopbii onybrivkoBaH no
COCTOSIHMIO Ha 1 sTHBaps TeKyLlero roga, 1 no BbiMyckam €XemMecssHHOro MHPOPMAaLMOHHOIO yKasaTtens
"HauunoHanbHble cTaHgapTbl" 3a Tekywmih rod. Ecnv 3ameHeH CChINOYHbIN CTaHO4apT, Ha KOTOpbIv
JaHa HedaTMpOBaHHas CCblUKa, TO PEKOMEHAYETCs WCNoNb3oBaTb AEWCTBYIOLLYIO BEPCUID I3TOMO
cTaHgapTa C y4deTOM BCEX BHECEHHbIX B AaHHYIO BEPCUIO M3MEHeHun. Ecnn 3ameHeH CCbINTOYHbIN
cTaHdapT, Ha KOTOPbIN JaHa gaTMpPOBaHHasA CCbifika, TO PEKOMEHAYETCS MCNOoSb30oBaTh BEPCUIO 3TOMO
cTaHgapTa C YyKasaHHbIM Bbille rogoM yTBepxaeHus (npuHatud). Ecnv nocne yTBepXxaeHus
HacTosALWero craHgapTa B CChITOYHbIA CTaHAAPT, HA KOTOPLIN AaHa gaTMpOBaHHas CCblfika, BHECEHO
M3MeHeHve, 3aTparvsarollee TMOSIOKEeHWe, Ha KOTOpoe [JdaHa CCbiflka, TO 3TO MOMOXeHue
pekomeHayeTCsa NpMMeHATb 6e3 yyeTa JaHHOMo M3MeHeHns. ECnu CebinoYHbIn cTaHgapT OTMEHeH 6e3
3aMeHbl, TO MONIOXEHME, B KOTOPOM AdaHa CCblflka Ha Hero, peKoMeHOyeTCs MPUMEHSATb B YacTu, He
3aTparmearoLlen 3Ty CCbifiky. ECnn 3aMeHeH CCbINTOYHbIM CTaHOapT, Ha KOTOPbIN JaHa aTMpOBaHHas
CCbllka, TO PEeKoOMEeHAYyeTCs WMCNoNb3oBaTb BEPCUIO ITOM0 CTaHgapTa C YKasaHHbIM Bblle rog0M
yTBEpXOeHUA (NpuHATUS). Ecnu nocne yTBepXaeHUs HacTosLWero cTaHgapTa B CChINOYHbIA cTaHAapT,
Ha KOTOPbLIN daHa AaTupoBaHHas CCbifika, BHECEHO W3MEHeHue, 3aTparvBarollee MonoXeHune, Ha
KOTOpOE faHa CChifika, TO 3TO NOMOXEHNE pEKOMEHAYETCA NPUMEHSATbL Be3 ydeTa JaHHOMO U3MEHEHNS.
Ecnn ccbinoyHbin cTaHaapT OTMEHEH 6e3 3aMeHbl, TO MOSIOXKEHNEe, B KOTOPOM [aHa CChifika Ha Hero,
peKoMeHOYyeTCsa NPUMEHSATb B YaCTU, HE 3aTparnBatoLLEeN 3Ty CChISIKY.

3. TEPMWHbI 1 OMPEAEJIEHNA
B naHHOM OOKyMeHTe NpuMEeHATCA cneaylolme TepMUHbl U onpeaeneHns.

3.1. OOCTYMNHOCTb: CnocobHocTb ycnyrm wunm KOMMOHEeHTa YCInyrn BbINOJIHATb Tpe6yeMb|e
beHKLI,I/II/I B onpe,qeneHHb||7| MOMEHT U B TEYEHNE onpeneneHHOro NpoMeXyTtka BpeMeHN.

I'Ipmmeanme. ,D,OCTyI'IHOCTb, KaK npaBuio, Bbipa>KaeTcA OTHOLWEeHNEM Unn npoueHTomMm BpemMeHH, B
Te4YeHne KOToporo ycnyra wunmMm KOMMOHEHT YyCnyru OEeNCTBUTENBHO OOCTYNHbl 3aKa34duky Ond
MCcnonb3oBaHUA MO OTHOLWWEHNKO K COorfacoBaHHOMY BpeMeHU OOCTYNMHOCTU.

3.2. 6a3oBoe cocTosiHMe KoHurypaummn: dopmarnbHO 3admKcupoBaHHasi KOH(UrypauMoHHas
NHopMaLmsl B onpeaeneHHbIn MOMEHT BPEMEHW XXU3HEHHOIO LKA YCNyrn UM KOMMOHEHTA YCyru.

MpumevaHve. basoBble COCTOAHWUA KOHUrypauui, a TakKe MNoATBEePXOEHHbIE W3MEHEeHUs
AaHHbIX 6a30BbIX COCTOSIHWN COCTaBMSAT CBEAEHWUS O TeKyllen KoHdurypauun. AganTMpoBaHO M3
ISO/IEC/IEEE 24765:2010.

3.3. KoHjwurypauuoHHaa eauHuua KE: OnemeHTt, Tpebytowmi ynpasneHua nns Toro, 4tobbl
npeaocTaBnaTb YCNyry.

3.4. 6asa gaHHbIX ynpaeneHusi KoHdurypauusamm CMDB: XpaHunuiie OaHHbIX, UCMOMb3yemMoe



Ans 3anucu atpubyToB KOHUIypaLMOHHbLIX eOUHUL, U B3auMOCBSI3er Mexay KOHMUrypaumoHHbIMU
eaVHULaMM Ha BCeM NPOTSXKEHUU UX KUSHEHHOTO LiMKMa.

3.5. nocTosiHHOe coBeplueHCTBOBaHMe: [loBTOpsilOWanca AesTenbHOCTb, HanpaBfeHHast Ha
noBbILLEHNEe cNocobHOCTM yaoBNeTBOpeHMs TpeboBaHui K ycnyre.

Mpumevarne. AgantuposaHo 13 ISO 9000:2005.

3.6. KoppekTupytlowlee pgeicteue: [eiicTBME MO YCTPAHEHMIO MPUYUHBI UMM YMEHbLLEHWHIO
BEPOSITHOCTM MOBTOPHOMO NPOSIBIIEHUS OGHaPY>KEHHOrO HECOOTBETCTBUS UMW APYroi HexenaTernbHOM
cUTyauuu.

Mpumevarne. AgantuposaHo 13 ISO 9000:2005.
3.7. 3aka3uuk: OpraHm3aunsa unm YyacTb opraHmsaummn, NoTpednawLas ycnyry unm ycnyru.

MNprmeyaHne. 3akasumk MOXeT ObiTb BHYTPEHHUM MMM BHELLHWUM MO OTHOLUEHWIO K OpraHv3aumu
nocraswuka ycnyr. AgantuposaHo 13 1ISO 9000:2005.

3.8. nokymeHT: MIHdopmauma n cogepxallmim ee HocuTensb.
[1ISO 9000:2005]

MpvMepbl: NONUTUKK, NNaHbl, ONMCaHMS NPOLECCOB, NpoLeaypbl, cornaleHns o6 ypoBHe ycnyr,
KOHTpaKTbl UMK 3anucu.

Mpumevanne. [JokymeHTaumsa MoxeT ObiTb B nobon dopme wunum Ha nwbom Hocutene. B
MCO/M3K 20000 goKyMeHTbI, 3a UCKIIOYEHNEM 3anucen, AOMKHbI OPMYyNUpoBaTh LEnn, KOTopbie
HeobxoaMMO AOCTNYb.

3.9. pesynbTaTMBHOCTL: CTENeHb peanusaumy 3annaHMpOBaHHOW AESTENbHOCTU U AOCTUXKEHUS
3annaHMpoBaHHbIX Pe3ynbTaToB.

[ISO 9000:2005]

3.10. MHUMAOEHT: He3aI'IJ'IaHI/IDOBaHHOG cobbITHE, KOTOpOE npuBersio UM MOXeT MNpuUBECTU K
npepbiBaHUO npegoctaBneHna ycnyrm mnm K CHUXEHUKD €€ KadeCTBa, AdaXe eClin OHO elle He
NOBJINANO HA yCnyry And 3aka34duka.

3.11. uHdopmMaumoHHast 6es3onacHocTb: CoxpaHeHne KoHMOMAEHUMANbHOCTU, LENOCTHOCTU U
BO3MOXHOCTU J0CTYrNa K UHopMaLmK.

MpumeyaHne. [ONONHUTENBHO MOTYT YYUTbIBATbLCA APYrne CBOWCTBA, Takue Kak NOANMHHOCTb,
NoAOTYETHOCTb, GE30TKA3HOCTb M HAOEXHOCTb. T€PMUH "AOCTYNHOCTL" HE WMCMONb3yeTcs B OAHHOM
onpeaeneHuu, Tak Kak onpegeneHne ons AaHHOro TepMuHa, npuBegeHHoe B gaHHon Yyactn MCO/M3K
20000, HenpmeHUMO ANga onpeaeneHna TepMmnHa "MHdopMaumoHHast 6esonacHocTb". AganTMpoBaHo
n3 ISO/IEC 27000:2009.

3.12. MHUMAEHT uHdopMauMoHHo Be3onacHocTM: OQHO UMM HECKOMNbKO HEeXenaTenbHbIX UMK
HEOXMAAHHbIX  COObITUA  MH(POPMaUMOHHON  6e30NacHOCTN, KOTOpble WMEKT  3HAYUTENbHYIO
BEPOATHOCTb KOMNpoOMeTaLummn busHec-onepaumi n yrpo3 MHpopmMaLMoHHOM 6e30nacHOCTH.

[ISO/IEC 27000:2009]



3.13. 3amHTepecoBaHHasi cTopoHa: Jluuo wnu rpynna, umelowas ocobbii uMHTEpec B
OEATENbHOCTU UMK ycrnexe AeaTernbHOCTU NOCTaBLUMKa YChyr.

Mpumepsbl: 3aka34ynky, Briagenblbl, PyKOBOACTBO, COTPYAHUKN OpraHm3auum noctasLimKa yCryr,
NoAPSAYMKM, BaHKUPbI, COKO3bl M NAPTHEPDI.

lMpumeyaHue. pynna MOXeT COCTOATb W3 opraHu3auuun, ee 4actm unuv Goree 4yem OOHOW
opraHusaumun. AgantmposaHo 13 1ISO 9000:2005.

3.14. BHyYTpeHHAs rpynna: YacTb opraHuMsauuMm nocTaBLUiMKa YCNyr, KoTopas 3aknio4vaeT
dopmanbHoe cornaleHne € MocTaBLUMKOM ycryr, 4Tobbl cnocobcTBoBaTb MPOEKTUPOBAHUIO,
npeobpasoBaHuio, NPeLOCTaBNEHNIO N COBEPLLUEHCTBOBAHWUIO YCNYrN UMW YCIyT.

MpumeyaHue. BHyTpeHHss rpynna He BxoauT B pamku CYY noctasLumka ycnyr.

3.15. nsBectHas owwubka: MNMpobnema, nmeowasa BbISIBEHHYIO KOPHEBYHO MPUYUHY WU MeToq
CHVKEHUNSA NN YCTPAHEHUS €€ BIIUSIHUS Ha YCNYry 3a cHET NpUMeHeHNsa 06X04HOro peLleHuns.

3.16. HecooTBeTCTBME: HeBbInonHeHne TpeboBaHus.
[ISO 9000:2005]

3.17. opraHusauusa: [pynna nwogen u  HeobxoouMbiX CpPeACcTB C  pacnpedeneHHbIMU
OTBETCTBEHHOCTSIMU, NOSTHOMOYMAMM U B3aMMOOTHOLLEHNAMW.

3.18. npeBeHTMBHOE pgencrteue: [lencteume, OCyLLeCcTBNSeMoe C Lefnbko msbexaTb, yCTpaHUTb
NPUYMHY WU CHU3UTb BEPOSTHOCTb BO3HMKHOBEHWSA MOTEHLMAarbHOr0 HECOOTBETCTBUS UMW OPYrow
noTeHUManbHON HeXenaTenbHON cuTyauuu.

MpumeyvaHne. AgantuposaHo 13 1ISO 9000:2005.

3.19. npobnema: KopHeBas npMynHa ogHOro UM HECKOMbKUX MHUMOEHTOB.

ﬂpmmeanme. Kak npaBuiio, KopHeBad npuninHa Heun3BeCctHa Ha MOMEHT CO34aHuA 3anmcum o
npo6neme, N OanbHenwee nccnegosaHme npoBOOUTCA B paMKaX rnpouecca ynpasrieHndA npo6neM3M|/|.

3.20. npouenypa: YcTaHOBMEHHbIN Crocob OCyLLECTBNEHNs OeATENbHOCTU UNn npoLecca.
[ISO 9000:2005]
MNpvmeyanue. MNpoueaypbl MOryT BbITb AOKYMEHTUPOBAHHBIMU U HEAOKYMEHTUPOBAHHLIMM.

3.21. npouecc: COBOKyl'IHOCTb B3aMMOCBA3aHHbIX nnn BSGMMOﬂ,eVICTByIOLLI,VIX BMOoB
OeATeNIbHOCTH, npe06pasyrou.|,aﬂ BXOAbl B BbIXOA4bl.

[1SO 9000:2005]

3.22. 3anucb: [JOKYMeHT, cogepXalwun [OCTUrHYyTble pesynbTaTbl WKW CBUOETENbLCTBA
OCYLLIECTBIIEHHON OEATENBHOCTMW.

[ISO 9000:2005]

Mpumepsbl: ayanTopckue OTyeTbl, OT4eTbl 06 WHUMAEHTax, 3anucu o6 obyveHun U NPOTOKONbI
COBELLIaHWUMN.



3.23. penua: Habop 13 ogHOM MMM HECKOSIbKMX HOBbIX UITM U3MEHEHHbIX KOHMUIypaunoHHbIX
e4VHUL, BHeAPEHHbI B MPOM3BOACTBEHHYIO cpedy NocpeaCcTBOM OO4HOro unv 6onee n3amMeHeHun.

3.24. 3anpoc Ha uaMeHeHwue: lNpennoxeHne o BHECEHUN U3MEHEHUS B YCIyry, KOMAOHEHT yCnyru
UNn cucTemMy ynpasrieHns ycriyramu.

lMpumeyaHve. WM3meHeHve ycnyrm BKMAYaeT B ceba npedocTaBrieHMe HOBOW YCyrn wnm
npekpaLleHne npefocTaBneHms ycnyru, kotopas éonblue He TpebyeTcs.

3.25. puck: BnvsiHne HeonpeaeneHHOCTM Ha uenu.

MpumedaHne. BnnsHMe - STO OTKMNOHEHWE OT OXWOAEeMOro, MONoOXWUTenbHoe U/nnm
oTpuuartenbHoe. Llenn moryT nmetb pasHble acnekTbl (Hanpumep OMHaAHCOBLIE, 3KOMOrMyeckmne, Lenm
30paBoOOXpaHeHna n 6e30nacHOCTU) U MOTryT MNPUMEHATLCA Ha pPasfMYHbIX YPOBHAX (Hanpumep
CTpaTErnyecknin ypoBeHb, OpPraHM3aLMOHHbIA YPOBEHb, YPOBEHb MPOEKTa, MpoaykTa unu npouecca).
Puck 4acTto xapakTepu3yeTcsi CCbINIKOM Ha BO3MOXHbIE COObITUS U NOCNEACTBUS UM UX COYETaHue.
Puck yacTo BblpakaeTcsi B TEpMMHAX COBOKYMHOCTM NOCNEACTBUN COBbITUA (B TOM YMCre U3MEHEHUS
00CTOATENBLCTB) U BEPOATHOCTU ero Bo3HUkHoBeHuA. [ISO 31000:2009]

3.26. ycnyra: Cnocob npenoctaBneHUss LIEHHOCTU 3akasuuky 4epe3 coaencrtevme emy B
NOSly4YeHMN KOHEYHbIX Pe3ynbTaToB, KOTOPbIX 3aKa3ymK XO4ET JOCTUYb.

MpvmMeyaHne. Ycnyra, kak NpaBuno, HemaTepuarnbHa. Ycnyra Takke MOXeT NpegocTaBnsiTbCs
NOCTaBLLMKY YCryr noapsiaynMKkom, BHYTPEHHEN rpynmnor Uiu 3aka3ymkoMm, BbICTYMaloWMM B KayecTse
noapaa4mKa.

3.27. komnoHeHT ycnyrn: OOuH 3NeMEHT YCnyru, KOTOPbIA B COMETaHUM C APYrMMU SrEMEHTaMM
chopmMupyeT nonHyto ycnyry.

Mpuvmepbl:  obopygoBaHue, nporpaMMHoe obecrnevyeHue, WHCTPYMEHTbl,  MPUIOXEHUs,
AOKYMeHTauus, Hopmaumsi, NpoLecchl U BCrioMoraTesbHble YCryru.

MpvmeyvaHne. KOMMNOHEHT yCnyr MOXeT COCTOSITb U3 OHOW UMM HECKOSBbKMX KOHAUIYPaLIMOHHbIX
eguHuL,.

3.28. HenpepbIBHOCTb 06CcnyxmnBaHMs: CNocoBHOCTL yNpaBnsiTe pUckamu U COGbITUSIMU, KOTOpbIe
MOryT MMeTb CEpPbe3HOe BMMSIHUE Ha YCRyry Wnu yCnyru, C LeNnbl HEMpepbIBHOMO NpeaocTaBneHus
yCryr Ha COrmnacoBaHHbIX YPOBHSIX.

3.29. cornaweHune 06 yposHe ycnyr SLA: dopmanbHoe cornawleHne Mexagy nocTaBLUKOM yCnyr
1 3aKa34ymMKoM, KOTOpoe onpeaenseT ycnyru U Lenv npeaoctaBneHuns ycnyr.

MpumeyaHne. CornaweHne o6 ypoBHe yCryr MOXeT OblTb 3aKMOYEHO MeXAdy MOCTaBLUUKOM
yCnyr u NoapsaYMKOM, BHYTPEHHEW PYNNov UM 3aka3ymMkoMm, BbICTYMNAKLIMM B Ka4eCcTBe NOAPSAYMNKa.
CornaweHne 06 ypoBHe ycnyr MOXeT ObiTb BKIHOYEHO B KOHTPaKT Mnv gpyron Bug opmanbHOro
cornaileHus.

3.30. ynpaBneHue ycnyramu: Komnnekc OpraHu3auMOHHbIX BO3MOXHOCTEW M MNpoLeccoB Ans
OCYLLECTBIIEHNS PYKOBOACTBA W KOHTPOMS AeATeNbHOCTM W PecypcoB MNOCTaBLMKa ycnyr Ans
NpoeKTUpoBaHus, npeobpa3oBaHus, MNPEeAOCTaBlEHNA W COBEPLUEHCTBOBAHUA YCryr C LUenbio
yaoBneTBopeHus TpeboBaHui K ycnyram.

3.31. cuctema ynpaeneHua ycnyramm CYY: Cuctema ynpasrneHus pnns  OCYLLECTBEHMUS



PYKOBOACTBA M KOHTPOSsi AeATENbHOCTM NOCTaBLUMKA YCYT N0 YNPaBeHWI0 yCyramu.

MpumeyaHne. Cuctema ynpaBreHns npeactaBnsieT cobon COBOKYMHOCTb B3aMMOCBSI3@HHbLIX W
B3aMMOAENCTBYHOLLNX SIEMEHTOB AN1A CO34aHNst NONUTUK U Lenen n AOCTUXKEHUS 3TUX Lienen.

CYY Bkntovaet B cebs BCe MOMUTMKM yNpaBneHUs Yycryramu, uenu, nnadbl, MpoLecchl,
OOKYMEHTAaLMIO U pecypcbl, HeobxoauMble NS NPOEKTUPOBaHWS, Npeobpa3oBaHmKs, NPeAOCTaBNeHNS U
COBEpPLUEHCTBOBAHNSA YCyr U BbINONHEHUs TpebosaHum gaHHon Yyactn MCO/MBK 20000.

AfanTupoBaHoO U3 onpeaeneHnsa TepMuHa "cuctema meHegxxmeHTa kadectsa" B ISO 9000:2005.

3.32. noctaBwmk ycnyr: OpraHu3aumsa WM YacTb OpraHvM3auuu, ynpasnsiowas u
NpPeaoCTaBnsoLLAs YCNyry UMK YCyru 3aKasyuky.

I'Ipmmeanme. 3akasunk MOXeT OblITb BHYTPEHHUM U BHELWHMM MO OTHOLUEHUIO K OpraHun3auunm
nocTaBLUMKa ycnyr.

3.33. zanpoc Ha obcnyxuBaHue: 3anpoc O MnpenocTaBneHMnM WHGOPMAaLMKU, KOHCYNbTauuu,
AOCTYynMa K ycnyre Unm 3anpoc Ha U3MeHeHune, KOTOpbIN NpeaBapUTENbHO YTBEPXKAEH.

3.34. TpebGoBaHuna k ycniyre: [loTpeGHOCTM 3aka3uMka M MnoNb3oBaTenien ycryru, BKOYas
TpeboBaHMS K YPOBHIO YCMyrn, a Takke NOTPeOGHOCTU NocTaBLLmMKa YChyr.

3.35. nogpsagumk: OpraHusauus unu 4acTb OpraHusauumn, KoTopas SABMSIETCA BHELHEW no
OTHOLLUEHMNIO K OpraHunsauum nocTaBLuMKa YCNyr U 3aknoyaeT JOroBOp C MOCTaBLUMKOM YCIyr, YTOObI
y4yacTBOBaTb B MPOEKTUPOBaHWUM, npeobpa3oBaHnn, NpegocTaBleHnn U COBEPLLUEHCTBOBAHUN YCIyTN,
ycnyr unu npoLeccos.

MpumeyaHue. MNogpsaumkn BKMOYAOT BbiOpaHHbLIX BeAyLMX MNOAPAOYMKOB, HO HE BKITHOYAKT MX
cybnoapsaUmnKoB.

3.36. Bbiclwee pykoBoACTBO: JlMUo mnu rpynna nuu, KOTOpble OCYLLECTBISIT PYKOBOACTBO M
KOHTPOIb AeATeNbHOCTM NOCTaBLLMKa YCIyr Ha CaMOM BbICOKOM YPOBHeE.

Mpumevarne. AgantuposaHo 13 ISO 9000:2005.

3.37. npeo6pasoBaH|/|e: Buabl 0eaTtenbHOCTU, CBA3aHHbIE C BBOAOM HOBbLIX UM U3MEHSIEMbIX
ycnyr B Nnpon3BoACTBEHHYHO Cpeay Uinn BbiIBOAOM U3 Hee.

4. OBLWME TPEBOBAHUA K CUCTEME YMNPABNEHUA YCITYTAMA
4.1. OTBETCTBEHHOCTb PYKOBOACTBA
4.1.1. O6a3aHHOCTN PYKOBOACTBA
Bbicluee pykOBOACTBO [OIPKHO NPEACTaBUTb [oKa3aTenbCTBa CBOEW  MNPUBEPXEHHOCTU
NNaHUPOBAHUIO, CO3[4aHWUI0, BHEAPEHWIO, JKCnnyaTauuw, MOHWUTOPWUHIY, aHanu3y, MNOoAAEpPXKe W

coBepLueHcTBoBaHWMO CYY 1 ycrnyr ¢ NOMOLLbIO:

CO3[aHusl U [OOBEAEHMSI 40 BCEX BOBMEYEHHbIX NUL, OXBaTa, MOMUTUKU U LEenen ynpasneHus
ycnyramu;

obecneyeHnss co3naHusl, BHEOPEHWs W MOAAEPXKKM MflaHa ynpaBneHus Ans Toro, YTobbl
npuaepXunBaTbCsl MONUTUKM, AOCTUraThb Lienen ynpasBneHust ycriyramm M BbINOSMHATbL TpebGoBaHus K



ycnyrawm;
[OBeAEeHUs BaXXHOCTU yaoBneTBOpeHus TpeboBaHui K ycnyram;

aoBeneHna BaXXHOCTU YyOOBIIETBOPEHUA 3aKoHOAATENIbHbIX U pPerynmpyrowmnx Tpe6OBaHI/IIZ, a
TakXKe OOroBOPHbIX 069a3aTenbCTB;

obecneyeHns npeaocTaBneHns pecypcos;

nNpoBeAEHNs NITAHOBOIO aHanmn3a co CTOPOHbI PYKOBOACTBA;

obecneyveHuns Toro, YTO PUCKN ANSA yCryr OLEHUBAOTCS U YNpaBnisoTCS.

4.1.2. Nonntunka ynpasneHus ycrnyramm

Bobicluee pykoBoACTBO JOMKHO obecneunTb, 4TOObl NONUTUKA yNpaBreHnsa ycrnyramu:
COOTBETCTBOBAra Lensdam nocTaBLUuKa yCnyr;

BKItodana B cebs 0643aTenbCTBO BbIMNOMHUTL TpeboBaHMA K ycnyram;

Bkntodana B ceba o65a3aTenbCTBO NMOCTOAHHO MOBbIWATh pesynbratuBHoCcTb CYY w ycnyr,
ncnonb3ys NormMTUKY NOCTOSAHHOIO coBepLleHCTBoBaHNSA B 4.5.5.1;

obecneunBana CTPYKTYpMpOBaHHbIA NOAXOA4 ANsi MOCTAHOBKM W aHanusa uernei ynpaBreHus
ycnyramu;

Oblna npefcraBfieHa COTPYAHMKAM NOCTaBLLMKaA YCITYT U MOHATA UMMU;

aHanmanpoBanacb Ha NOCTOSIHHY MPUrOAHOCTb.

4.1.3. NMonHOMO4YMS, OTBETCTBEHHOCTb U CBA3MU

Bbiclwiee pykoBOACTBO JOSMKHO obecneynTs:

a) onpegerneHne N nNogaePXKKy NOIHOMOYMI U OTBETCTBEHHOCTM NO YNPaBieHUo ycryramu;

0) paspaboTky W BHeApeHWe [OOKYMEHTUPOBaAHHbIX npouegyp Ans  obecneveHus
COOTBETCTBYHOLUMX KOMMYHUKALNIA.

4.1.4. MNpeacTtaBuTenb pyKOBOACTBA

Bbicluee pykoBOACTBO AOMKHO Ha3HaYMTb YneHa PYKOBOACTBA MOCTaBLUMKa YCIyr, KOTOPbIN
He3aBMCMMO OT ApYrux 06513aHHOCTEN MMEET MOSTIHOMOYNSI U 0BA3aHHOCTN, KOTOPbLIE BKIHOYAIOT:

obecrneyeHne BbLINOMHEHNUS OEWCTBUMA MO BbISIBMEHUIO, AOKYMEHTUPOBAHWIO U BbIMOSIHEHUIO
TpeboBaHuin K ycryram;

onpeageneHune NOSTHOMOYMI N OTBETCTBEHHOCTU ANS obecneveHus NPOEKTNpPOBaHNA, BHEOPEHNA
M coBepLueHCTBOBaHUA MnpoueccoB ynpaBrieHnAa ycnyramm B COOTBETCTBUU C NONUTUKON N LEenaMm
ynpasneHusa ycriyramu;

obecneyeHne TOro, 4YTO MNPOLIECCHbI YMpPaBfEHWst YyCnyramm WHTErPUPOBaHbl C  OPYrMu
KoMmnoHeHTamu CYY;



obecneyeHune Toro, YTobbl akTMBbI, B TOM YMCIE NIULIEH3UN, UCMONb3yeMble Ars NPeAoCTaBreHUs
ycnyr, yrnpaensfnMcb B COOTBETCTBMM C 3aKOHOAATENbHbIMU W perynupylowmmm TpeboBaHusiMu, a
Takke JOroBOPHbIMU 06s3aTENbCTBAMMY;

NpeacTaBfieHne OTYETOB BbICLUEMY PYKOBOACTBY O (PYHKUMOHUPOBAHUM U BO3MOXHOCTU AN
coBepLueHcTBoBaHUA CYY u ycnyr.

4.2. PykoBOACTBO npoueccamu, BbINONHAEMbIMU APYTMMU CTOPOHaMM
Ans npoueccosB B pasfenax 5 - 9 NocTaBLUMK YCNyr AOSDKEH OnpeaenuTb BCe MpoLecchl unm
4YacTu NPOLLECCOB, KOTOPblE HAXOA4ATCA B BeAEeHUW APYrUx CTOPOH. [pyrMMun CTOpoHaMm MoryT ObITb
BHYTPEHHME TPYMnbl, 3aKasynk unv noapsgyuk. ocTaBluk ycrnyr OOSMKEH NPOAEMOHCTPUMPOBaTh
PYyKOBOACTBO NpoLeccamu, BbINOMHAEMbIMU APYTMMU CTOPOHaAMU NyTeM:

[IEMOHCTPaLMN OTBETCTBEHHOCTM 3a npouecchl M npaBa TpeGoBaTb CTPororo cobnoaeHus
MPOLIeCCOB;

KOHTpONA onpeaeneHns NpoLeccoB U X B3aMMOCBA3€EN C ApyrMMun npoueccamu;

onpeaeneHnsi NpoM3BoaUTENBHOCTU NpoLiecca 1 CooTBETCTBUS TpeboBaHUAM K Npoueccy;

KOHTPOMA NiaHNPOBaHWS 1 onpeaeneHnsi NpUopuMTETOB COBEPLLEHCTBOBAHMUS NPOLECCOB.

Korga nogpsgunk  BbIMOMHAET HEKOTOpble 4acTu  MpOLEecCOoB, MOCTaBLUMK YCNyr OOSDKEeH
ynpaBnisaTb NOAPSOYMKOM B paMKax mpouecca ynpasreHus nogpsigumkamu. Korga BHYTpeHHsIS rpynna
UNM 3aKas4yuK BbIMOSTHAKT HEKOTOpble 4YacTu MPOLIECCOB, MOCTaBLUMK YCMyr AOSMKEH ynpaBnaTb
BHYTPEHHEN rpynnon unm 3akas4ymkoM B paMKkax npoLecca yrnpaBreHns ypoBHEM YCIYT.

Mpumevanne. MCO/MOBK 20000-3 cogepxuT ykasaHusa no onpeneneHno obnactn npuMMeHeHns m
npumeHmumocTn aton yactm NCO/M3K 20000. Cioga BXOOAT LOMNOSHUTENbHbIE Pa3bsCHEHUS MO
noBoAdy PYKOBOLCTBA NpoLeccamMu, BbINOSTHAEMbIMU APYTMMU CTOPOHaMM.

4.3. YnpaBneHue JOKyMeHTauunen

4.3.1. PagpaboTka 1 nogaepxaHue B akTyanbHOM COCTOSIHUN JOKYMEHTOB

MocTaBLUMK yCnyr gomkeH paspabotate U NogaepXmBaTb B akTyarlbHOM COCTOSAHUMN AOKYMEHTHI,
BKMtovas 3anucu, anga obecneyeHnsa acpekTUBHOrO niaHUpoBaHWUS, akcnnyaTauum n koHtpona CYY.
OTN OOKYMEHTbI AOMKHbI BKMOYATb:

OOKYMEHTMPOBaHHbIE MOMUTUKM U Lienn ynpasneHus ycnyramu;

ﬂ,OKYMeHTVIpOBaHHbIIZ nnaH ynpasreHuna ycnyramu,

AOKYMEHTMPOBAHHbIE MOMUTMKM W MNaHbl, CO34aHHble [Ofs1 KOHKPETHbIX MPOLEeccoB B
COOTBETCTBMM € TpeboBaHmsiMn aTon yactu MCO/MBK 20000;

[LOKYMEHTMPOBAHHbIN KaTanor ycnyr;
[I0KYMEHTMPOBaHHbIE cornalleHns 06 ypoBHe YCNyr;
[I0KYMEHTMPOBaHHbIE MPOLIECCHI YNpaBreHns ycrnyramu;

AOKYMEHTMPOBaHHbIE npoueaypbl 1 3anucu, Tpebyemble aton Yacteto MICO/M3K 20000;



AOMOSTHUTENbHbIE AOKYMEHTbI, B TOM YMCflie BHELLUHEro MpOUCXOXAEHMUS, KOTOpble MOCTaBLUMK
ycnyr nocumtan HeobxoaumbiMu Ons obecneyeHus addekTuBHOro yHKUMoHnpoBaHms CYY n
oKasaHus ycnyr.

4.3.2. YnpaBneHve 4OKyMeHTamm

[okymeHTbl, Tpebyemble CYY, AomkHbl 6bITb NO4 KOHTPONeM. 3anucu ABnatTCS 0CcobbIM TUMNOM
OOKYMEHTa M AOMKHbI KOHTPOMNMPOBATLCS B COOTBETCTBUMN C TPEOOBAHUAMM, U3MOXKEHHBIMU B 4.3.3.

,D,OKyMeHTVIpOBaHHbIe npouenypbl, B TOM HKUCHie NOSIHOMOYNA U 00513aHHOCTH, yCTaHaBIIMBaKTCA
ana onpeneneHna cpencts yrnpaBrieHUd, H806XOD,VIMI>IX angd:

CO30aHNA N yTBEepXOeHNA OOKYMEHTOB 0 UX BbIMYyCKa;

npeaocTaBneHnst 3anHTEePEeCcOBaHHbIM CTOPOHaM WHMOPMAaLMU O HOBbIX WU U3MEHEHHbIX
AOKyMEHTaXx;

nogaepXXaHusi B akTyanbHOM COCTOSIHUM JOKYMEHTOB U MX NepecMoTpa no Mmepe HeobXoaAMMoCTH;
obecneyeHus onpeaeneHns U3MEHEHUIN 1 TEKYLLIEro ctTaTyca nepecMoTpa JOKYMEHTOB;

obecneyeHnss Hanuuus COOTBETCTBYHOLNX Bepcvu7| NPUMEHUMbBIX OOKYMEHTOB B MeCTaxX WUuX
MCMNoJib30BaHNA,

obecneyeHnss y3HaBaeMocTh U pa3bopUnBOCTM JOKYMEHTOB;
obecneyeHunsi BbISIBNEHUS JOKYMEHTOB BHELLUHErO NPOUCXOXAEHWUSI U YNPABNEHUSI UX PACCbINKON;

npefoTBpaLleHust HenpeaHaMepeHHOro UCMoNb30BaHMS YCTapeBLUMX JOKYMEHTOB M NPUMEHEHUs
COOTBETCTBYHOLLEN MAEHTUDUKALMM K HAM, ECII UMW NPOAOIIKAIOT NOSb30BaThCS.

4.3.3. YnpaBneHue 3anmcamm

3annMcn OOmKHbI XpaHUTbCA Ans AEMOHCTpaLMM cooTBeTCTBUSA TpeboBaHMsM N 3hPEKTUBHOMO
dyHKUMOHMpoBaHusa CYY.

HomkHa ObITb co3gaHa [JOKYMEHTMpPOBaHHas npouedypa Ans  onpefdeneHns  cpeacts
ynpaBneHns, HeobxoauMMbIX ONs MOAEHTUMKALMK, XPaHEHNS, 3aLLMUTbl, BOCCTAHOBMEHWS, COXPaHEHUs
W ypaneHus 3anucen. 3anncu  OOSKHbl  OblTb  YETKMMKW, Merko  uaeHTuduuupyembiMn 1
BOCCTaHaBMMBaeMbIMW.

4.4. YnpasneHue pecypcamu

4.4.1. NpepocTaBneHne pecypcos

MocTaBWMK ycnyr [OOMKeH onpeaenutb M obecneynTb 4YeroBeYeckue, TexHUYeckue,
NHOPMaLIMOHHbIE N (PMHAHCOBLIE PECYPChI, HeobxoauMble ANs:

pa3pa60T|<V|, BHeaApeHna W nogaepxku CYY n ycnyr " noCTOAHHOINO noBbIWEeHUA UX
pe3ynbTaTnBHOCTH,

NOBbILEHUS YAOBNETBOPEHHOCTM 3aKa34YMKOB 3@ CYET NpefoCTaBlieHUst YCNyr, KoTopble
yAOBNeTBOPAOT TpeboBaHUSAM K ycryram.



4.4.2. Yenose4eckune pecypchl

CoTpyaHVKM NOCTaBLUMKA YCMyr, BbINOSHSAKOWME paboTy, BAUSIOWYID Ha COOTBETCTBUE
TpeboBaHMAM K ycnyram, OOSMKHbl ObiTb KOMMETEHTHbIMU: UMETb COOTBETCTBYyHOLEee obpasoBaHue,
NoaroToBKY, HaBbIKK K ONbIT. [NocTaBLWKK ycnyr 06a3aH:

onpeaendaTtb HEOBXOAUMYH0 KOMMNETEHTHOCTb NepcoHana;

B Cny4vae HeO6XOD,VIMOCTI/I obecneunBaTb noAaroToBKYy Ui npeanpuHMMaTthb gpyrue nencTena ans
OOCTUXEeHNA HGO6XOEMMOI7I KOMMETEHTHOCTMU,

oueHuBaTb 9P (EKTUBHOCTL NPEANPUHATBLIX AENCTBUN;

obecneynBaTtb, 4TOOblI MepcoHan 3Ham O TOM, Kak OHWM BHOCAT BKNag B [OOCTWKEHWE Leneu
yrnpaBreHusi ycryraMmu 1 B BbiNofHeHne TpeboBaHui K ycryram;

BECTM COOTBETCTBYIOLWME 3anmcy 06 obpa3oBaHUn, NOATOTOBKE, HaBbIKax U ONbITe.
4.5. CosgaHue n coBeplueHcTBoBaHne CYY
4.5.1. OnpegeneHne obnactu oxeaTa
MocTaBLUMK ycnyr OrmKeH onpenenute obnactb oxeata CYY u BKNOYMTE €€ B MiaH ynpasneHus
ycnyramu. YkasaHHad obnactb gofmkHa ObiTb  onpegeneHa MO0 WMEHW  nogpasgeneHus,

NPEeAOCTaBMSALLEro YCyr, U MO ycryram, KoTopble 6yayT NpefoCcTaBneHb!.

MocTaBLmK ycnyr OOJKeH Takke npuHuMmatb BO BHUMaHWUE aOpyrue CbaKTopr, BnnaroLLne Ha
ycnyru, Kotopble 6yD,yT npenocTaBnATbLCA, B TOM 4Ucne:

reorpacuyeckoe nonoxeHve, oTKyaa NOCTaBLMK YCyr NpeaocTaBnsieT YCnyru;
3aKa34yMKoOB U UX PaCroNoXeHUE;
TEXHOOrMI0, UCMONb3yeMyto Ans NpeaoCTaBneHUs YCryr.

Mpumevanne. NCO/MIK TO 20000-3 cogepxuT yKkasaHud no onpegeneHno obnactu
NPUMEHEHNSA U NPUMEHMMOCTK aTor Yactn MCO/MBK 20000.

4.5.2. NnaHnpoBaHue CYY (MNnaHupoBaHue)

MocTaBWMK ycnyr OOSMKeH co3gaTb, BHeEAPUTb U NoadepXvBaTb MMaH ynpasfieHUs ycrnyramu.
lMnaHupoBaHue AOMKHO Y4UTbIBaTb MOMUTUKY YNpaBrieHusa ycnyramu, TpeboBaHus K ycnyram u
TpeboBaHma aton Yactm NCO/M3IK 20000. lMNMnaH ynpaBneHus ycriyramMy LOSDKEH BKIOYaTb WU
cofepXaTb CCbINKY, MO KpanHen Mepe, Ha creaytoLlee:

Lenu ynpasreHus ycrnyramu, KOTopble A0MKHbI ObITb AOCTUIHYTbl NOCTaBLLMKOM YCYT;

TpeboBaHuA K ycnyram;

M3BECTHbIE OrpaHn4YeHnsa, KOTopble MOryT NOBINATbL Ha CVYYy;

NONUTUKY, CTaHOapTbl, 3akoHoAaTesnbHble W perynupyrowme TpeboBaHMs W [OOroBOPHbIE
obsi3aTenbCTBA;



CTPYKTYpPY MOSHOMOYMNA, 06A3aHHOCTEN N NPOLIECCHBIX ponen;

NONMTHOMO4YNA N OTBETCTBEHHOCTb B OTHOLUEHUW nnaHOoB, NpoueccoB YyrnpaslieHNUA ycnyramm u
yenyr;

yerioBe4vyeckme, TexHn4yeckme, I/IHC*)OpMaLI,I/IOHHbIe " CbI/IHaHCOBbIe pecypchl, Heobxoaumble Ons
OOCTWXKEHNA Lenen ynpaBneHua ycrnyramu;

noaxon, HeobxoaAUMbIA ANsi OCYLECTBEHMST paboTbl C APYTMMW CTOPOHaMM, YYacTBYHOLLUMMU B
npouecce pa3paboTku U NpeobpasoBaHMs HOBbIX MU U3MEHSIEMbIX YCIYT;

noaxofd, HeoGXoaAMMbIA AN OCYLLECTBNEHUS B3aUMOAENCTBUA MEXAY NnpoueccaMu yrpasneHus
ycryramu 1 Ux UHTerpauum ¢ gpyrumm komnoHeHtamm CYY;

noaxond, HeoOXoOAUMbI ONS OCYLUECTBINEHUS YNPABMEeHUs pUCKaMKU, U KPUTEPUN ANS NPUHATUS
PVCKOB;

TEXHOSIOTUI0, UCMOMb3YyeMYHo Ansa nogaepxkm CYY;

Kak MpoBOAUTb OLIEHKY, ayauT, (dopMMpoBaTh OTYETHOCTL M obecneynBaTb COBEPLUEHCTBOBaHUE
apdpekTnBHOCTN CYY 1 ycnyr.

MnaHbl, co3gaHHble ANs KOHKPETHbIX NPOLIECCOB, AOMKHbI ObiTb NPUMBEAEHbI B COOTBETCTBUE C
nnaHoMm ynpaeneHust ycnyramu. naH ynpaBneHus ycrnyramm u nnaHbl, CO34aHHble ANsi KOHKPETHbIX
npoueccoB, [AOIMPKHbl paccMaTpvMBaTbCA B 3anfaHWPOBaHHbIE WHTEpBanbl BpeMeHu W, Mnpu
HeobxoanmMocTu, 06HOBATLCS.

4.5.3. BHegpeHue u akcnnyaTtauusa CYVY (BbinonHeHue)

MocTaBWwmK ycnyr AOMmkKeH ocywectBnate W ynpaBnate CYY ana  npoektupoBaHus,
npeobpasoBaHus, NpPeaoCTaBfEHUS W COBEPLUEHCTBOBAHUA YCNyr B COOTBETCTBMM C MNflaHOM
ynpaBneHust ycnyramu, UCNonb3ys, No KpanHen mepe, cnegyroLimne Buabl 4eATENbHOCTH:

pacnpegeneHve u ynpaeneHue poHaamm u brogxetamu;

onpegerneHne NofIHOMouNin, 063aHHOCTEN N poNier NPOLECCOB;

yrnpasneHve 4enoBeyeckMMn, TEXHUYECKUMU U MHPOPMALIMOHHBIMU pecypcamu;

BbISIBNEHWE, OLIEHKY M YNpaBrieHne puckamu, CBA3aHHbIMU C yCnyramu;

yrnpasrneHue npoueccamMmm yrnpasneHus ycrnyramu;

MOHWUTOPUHT 1 OTYETHOCTb O BbINOSIHEHUN MEPONPUATAN YNPaBeHNs yCriyramu.

4.5.4. MoHuTOpWHr 1 NpoBeaeHue aHanmsa CYY ([Nposepka)

4.5.4 1. O0wue nonoxeHus

MocTaBLUMK yCcnyr SOMKEH UCMNOMb30BaTh NoAXo4dLmMe MeToAbl MOHUTOPUHIa U nsmepennsa CYY
N ycnyr. 3T MeToabl AOSMKHbI BKIOYATh BHYTPEHHNE ayauThbl M aHanmM3 CO CTOPOHbI PyKOBOACTBA.

LleJ'II/I BCEX BHYTPEHHUX ayaAUTOB W aHanm3a CO CTOPOHblI pykoBOACTBaA [AOOJIKHbI ObITb
OOKYMEHTUPOBaAHbLbI. BHyTpeHHI/Ie ayantel W aHanmMi3 CO CTOPOHbl  pykoBOACTBa  AOOJIKHbI



AEMOHCTpupoBaTb crnocobHocTb CYY un ycnyr gocturaTb Lenu ynpaBneHust ycnyramum U BbINOSHATb
TpeboBaHusa K ycnyram. HecooTBeTCTBMSA OOMKHbI ObiTb BbISIBNIEHLI B COOTBETCTBUM C TpeOOBaHUSIMU
aton yactm MCO/MBK 20000, TpeGoBanuamu k CYY, onpegeneHHbIMM MOCTaBLUMKOM YCAYr Wn
TpeboBaHMAMM K ycriyram.

PesynbTaTbl BHYTPEHHWX ayguToOB M aHanmu3a CO CTOPOHbl PYKOBOACTBa, B TOM 4ucne
HECOOTBETCTBUS, NPOBNEMbI U BbISIBIIEHHbIE MEpbI, AOMKHbI OblTb 3aperncTpmpoBaHbl. PesdynbTathbl 1
OENCTBMSA OOMKHbI OblTb AOBEAEHbI 40 3aUHTEPECOBaHHbLIX CTOPOH.

4.5.4.2. BHyTpeHHUn ayauT

lMocTaBLLMK yCrnyr AOMKEH NPOBOAUTL BHYTPEHHWE ayauThl Yepes 3annaHvpoBaHHbIE MHTepBarbI
BpemeHu, 4Tobbl onpegenutb, 4to CYY u ycnyru:

ypoBneTBopstoT TpebosaHunsam aton yactn MCO/M3BK 20000;

yaooBneTBopsitoT TpeboBaHUsIM K ycnyram v TpeboBaHusim k CYY, onpeaeneHHbIM NoCTaBLLMKOM
ycnyr,

ahheKTUBHO BHEAPAOTCH N NOAEPKMBAIOTCS.

JormkHa cyllecTBoBaTb [OKYMEHTMPOBaHHas npoueaypa, copepxalas (opmann3oBaHHble
MOSIHOMOYMST U OTBETCTBEHHOCTb 3a MNMaHWpPOBaHWe W MpoBeAeHWe ayauToB, (OpMUpOBaHWE
OTYETHOCTM O pe3yrbTaTax ayauTta 1 BeeHve 3anucen.

ﬂporpaMma ayaunta [OOofKHa niaHunpoBaTbCA. OHa pomxHa yunTbiBaTtb CTaTyC U Ba)XHOCTb
npoueccoB M y4acCTKOB, noanexawunx ayaunTy, a Takke pe3ynbTaTtoB npeabiayumnx ayamTos. KpI/ITepI/II/I,
obnactb npuMeHeHund, 4acTtoTa N MeTodbl AOJTKHbI ObITb OOKYMEHTUPOBaHbLI.

Bbl60p ayanTopos “ nposegeHne ayautoB OOJIXHbI obecneuymBaTb OOBLEKTUBHOCTb MU
6eCI'IpI/ICTpaCTHOCTb KOHTPOJIA. AyD,VITOpr HE [OOJIXHbl TMPOBEPATbL CBOIKO CO6CTBeHHyI'O pa60Ty.
HecooTtBeTcTBUSA COO6LLI,8I‘OTCF| n NPUOPUTUSNPYIOTCA, BblOENAETCA OTBETCTBEHHbIN 3a
KOppeKTupywune OeuncTBus. PyKOBOD,CTBO, OTBETCTBEHHOE 3a MnpoBepdemMbie obnactu OeATENbHOCTHN,
OOJMKHO obecneynTb, YTOOLI NoObIE KOppEeKUunn n KoppekTnpyrwmne aencTens npeanpnHnMarnuncb Oes
N3NnLLHEN OTCPOYKM OA5nd yCTpaHeHUA HEeCOOTBETCTBUN N UX NPUYNH. I'Iocne,qyrou.l,vle OEeNCTBUSA OOMKHbI
BKIMKO4YaTb NMPOBEPKY NpeanpuHATbIX Mep U OTHET O pedylibTaTax.

Mpumeydarne. Cm. UCO 19011.

4.5.4.3. AHanu3 co CTOpOHbI PYKOBOACTBA

Bbicllee pykoBOACTBO OOSMKHO aHanmanmpoBaTb CYY u ycnyrn B 3annaHMpOBaHHbIE MHTepBanbl
BPEMEHMU, 4TOObI 06ecneUunTb NX NOCTOSAHHYHO MPUrOAHOCTb N Pe3yNbTaTUBHOCTb. ATOT aHanm3 JOJHKEH
BKIOYaTb OLEHKY BO3MOXHOCTEN COBEPLUEHCTBOBAHUS M HEOOXOAMMOCTb u3mMeHeHun B CYY, B TOM
yucne NonUTUKK U Lenen ynpaeneHns ycrnyramu.

Bxoaswas nHdpopmaums ons NnpoBeAeHUs aHanmsa co CTOPOHbI PYKOBOACTBA AOMKHA BKIHOYaTb,
Kak MMHUMYM, CreayoLLy MHOPMaLMIo:

obpaTHyto CBA3b C KNMeHTamu;
NPOM3BOANTENBHOCTbL M COOTBETCTBUE YCNYT 1 NPOLLECCOB;

TeKywme un nporHosmpyemblie 00bEeMbl YEnOBEYECKUX, TEXHUYECKMX, VIH(bOpMaLl,I/IOHHbIX "



bMHaAHCOBLIX PECYpPCOB;
TEKyLLME U MPOrHO3npyeMble YeNoBEeYECKME U TEXHNYECKME BO3MOXHOCTMU;
pucku;
pesynbTaTbl NPOBEPOK U NocrneayoLmne 0eNCTBUS;

pe3ynbTaTbl N nocnengywwmne OEenCcTBNS, BbiTEKaoWwme n3s npegbigyuiero aHann3a co CTOPOHbI
PYKOBOACTBA;

CTaTyC NPEeBEHTUBHbIX U KOPPEKTUPYIOLLMX AENCTBUN,
M3MEHEHWNs1, KOTopble MOTyT NOBNUSTL Ha CYY u Ha ycnyru;
BO3MOXHOCTW [Nl COBEPLUEHCTBOBAHMS.

3anucn 06 aHanu3e Co CTOpPOHbI PYKOBOACTBA AOMKHbI MNOOAEPXKMBATBCSA B aKTyaslbHOM
COCTOSIHUM U OOMMKHbI BKMOYATb, NO KpanHen Mepe, pelleHus 1 AencTBud, CBA3aHHbIE C pecypcamu,
nosblleHneM agppekTmBHoCcTM CYY 1 cCoBEPLLUEHCTBOBAHMEM YCHyT.

4.5.5. Noppepxka n coeplueHcTBoBaHue CYY (KoppektupoBka)
4.5.5.1. O6LWwme nonoxeHus

[omkHa cyulecTBoBaTb MOMUTUKA MOCTOSIHHOIO coBeplueHcTBoBaHuA CYY u ycnyr. MNonutuka
AOJMKHA BKIHOYATb KpUTEPUN OLIEHKN BO3MOXXHOCTEN ANS COBepLUeHCTBOBaHMSA. [JormkHa cyLecTBoBaThb
AOKYMEHTMpPOBaHHasA npoueaypa, BKroyawLwas opmann3oBaHHbIe MOTHOMOYNS U OTBETCTBEHHOCTb
3a BbIsIBNieHNe, JOKYMEHTUPOBaHME, OLEHKY, YTBEPXAEHNE NPUOPUTETOB, yNpaBrieHne, nuamepeHve u
OTYETHOCTb MO COBEPLUEHCTBOBaHMIO. BO3MOXHOCTM [Ons COBEPLUEHCTBOBaHUSA, B TOM u4ucrne
KOppeKTMpytoLLme U NpeBeHTUBHbIE AENCTBUA, AOIKHbI ObITb JOKYMEHTUPOBAHbI.

MpuYMHbI  BbISIBNEHHbIX HECOOTBETCTBMN [OSMKHbI ObiTb  McnpaeneHbl. Koppektupyrowme
AEeNCTBUSI [OMKHbI ObITb NPeanpUHATLI ANst YCTPaHEHUs! yka3aHHbIX MPUYMH C LieNnblo NpeaoTBpaLleHus
peunameoB. MNpodunakTuyeckme MeponpusTUst OSMKHbI OblTb NPUHATHI B LENSX YCTPaHEHUst NPUYWH
noTeHUMarnbHbIX HECOOTBETCTBUI C LIENblo NPeaoTBpaLLEHUS UX BOZHUKHOBEHMUSI.

MpumeyaHve. JoONONHUTENBHYIO MHAOPMAaLMIO O KOPPEKTUPYIOLLUMX N MPEBEHTUBHBIX AENCTBUAX
cm. B 1ISO 9001:2008, n. 8.5.

4.5.5.2. YnpaBneHue coBepLUEHCTBOBAHNEM

BoamoxHoctn ang ynydweHna AOOJDKHbI ObITb NnpnopnUTN3NpPOBaHLI. MocTaBLmK ycnyr AOOJKeH
MCnonb3oBaTb KPpUTEpUn OLEHKN B MNOJINTUKE MNOCTOAHHONO COBEPLUEHCTBOBAHUA TMPU NPUHATUA
peweHna o BO3MOXHOCTKU O51d4 COBepLUeHCTBOBAHUA. yTBep)K,D,eHHbIe ynyduweHna OOJIKHbI ObITb
3anaHnpoBaHbI. MNocTaBLumK ycnyr OOJKeH ynpaBnATb OEATENIbHOCTbHO NO COBepLUeHCTBOBAHUIO,
KOTOpasd BKIM4YaeT, KaK MUHUMYM!

onpeageneHune uenen ans coBepLleHCTBOBaAHUA NO OAHOMY WITM HECKOJIbKMM U3 Ccrnefyrowmnx
acrnekToB: KayecTBO, LEHHOCTb, CMOCOOHOCTb, CTOMMOCTb, npon3BoAnUTENIbHOCTb, WCMNOJIb3OBaHne
pecypCcoB 1N CHMXXeHNe PUCKOB,

obecneveHune BHepeHUA yTBepXX4EeHHOro CoBepLUEHCTBOBaAHNA;



nepecmoTp MOMUTUKK, MMaHOB, MPOLECCOB WM Npoueayp ynpasneHust ycnyramu (B criyyae
HeobxoanmocTh);

N3MepeHne BHeOPEHHbIX Yry4ylleHUA B COOTBETCTBMM C HAabopoMm Lenen, u rae uenu He Obinm
OOCTUrHYTbI, NPUHATUE HEODXOANMbIX MEp;

OTYET O peanun3oBaHHbIX YNyYLLEHUSAX.
5. MPOEKTUPOBAHWE N MPEOBPA30OBAHME HOBbIX N UBMEHAEMBIX YCIYT
5.1. O6wme nonoxeHus

MocTaBWMK yCryr OOSMKEeH WUCMOMb30BaTh 3TOT MPOLECC AN BCEX HOBbIX YCINYr U U3MEHEHWUN
yCcryr, CrnocobHbIX OKasaTb CYLIECTBEHHOE BMMSIHME Ha ycryrM nubo Ha 3akasyuka. MameHeHus,
KOTOpble HaxoOsaTcs B paMkax pasfena 5, onpeaenstoTcs MNONUTUKaMKU YrpaBleHUs M3MEHEHUSIMU,
cormnacoBaHHbIMM B paMKax npouecca YynpaerneHuss uameHeHusimu. OueHka, YyTBepXaeHue,
nnaHWpoBaHME U aHanu3 HOBbIX UMM U3MEHSIEMbIX YCINyr B paMkax pasgena 5 [omkHbl HaxoauTbes
noa KOHTpOriem npouecca yrnpasreHust n3MeHeHUsiMU. KoHgurypaumMoHHble eauHuLbl, OTHOCSLLMECS K
HOBbIM WM M3MEHSIEMbIM YCryram, B pamkax pasfgena 5 [OoMkHbl HaxoOuTbCs MoA KOHTporem
npoLecca yrnpasneHust KOHUrypaumsmu.

MocTaBLWMK ycryr OOMKEH aHanM3vpoBaTb pe3ynbTaTbl MEPONPUSTUA MO MNMaHWPOBaHUIO U
NPOEKTUPOBAHUIO HOBbLIX WNN WU3MEHSIEMbIX YCMYr OTHOCUTENbHO COrflacoBaHHbIX TpeboBaHWMM K
ycrnyram 1 COOTBETCTBYOLLUMX TpebGoBaHWI, ykasaHHbiX B 5.2 1 5.3. OcHOBbIBasiCb Ha 3TOM aHarnu3e,
NOCTaBLUMK YCNyr JOSMKEH MPUHSATH UMM OTKNOHUTL pe3ynbTaThl. [1oCTaBLWMK YCNyr AOMKEH MPUHSTL
HeobxoauMble Mepbl Ans TOro, YTobbl pasBuTME U NPeobpa3oBaHME HOBbLIX UMW U3MEHSIEMbIX YCNyr
MOT10 OCYLLECTBNATLCA 3PPEKTUBHO, UCMONb3YS NPUHSTLIE Pe3yNbTaTbl.

I'Ipmmeanme. HeO6XO,D,I/IMOCTb HOBOW ycnyrm unn U3MEHEeHUA YCnyrm MoOXeT UcCXxoguTtb OT
3akKa34uKka, OT nocCTaBWuhKa Yycnyr, OT BHYTpeHHeVI roynnbl umnm OT nogpdaayvunka B Uenax
yaoBJ1ETBOPEHUA l'IOTpe6HOCTel7I ©usHeca nnm ONA NOBbIWEHNA pe3yrnbTaTUBHOCTU NpeaocTaBiideMblX

YCIyr.
5.2. NMnaHupoBaHne HOBbIX UM N3MEHAEMbIX YCIyr

MNocTaBLmK ycnyr OormkeH onpenenntb Tpe6OBaHVIﬂ K HOBbIM UM N3MEHAEMbIM YyCIlyram. Hosble
nnn naMeHdaemble ycnyrn OOJIKHbI ObITb 3anfiaHnpoBaHbl Ona BbINOMTHEHUA Tpe6OBaHVII7I K ycnyrawm.
nﬂaHVIPOBaHI/Ie HOBbIX WUIN WU3MEHAEMDbIX YCnyr OOJIKHO OblTb COrMacoBaHO C 3aKa34YMKOM U C
3anHTepecoBaHHbIMW CTOPOHAMMW.

B kavecTBe BXxoda Ans MMaHMPOBAHUS MOCTaBLUMK YCIyr OOMMKEeH MPWHUMAaTb BO BHMMaHWe
BO3MOXXHO€ (pbMHaHCOBOE, OpraHM3aLMoHHOe N TEXHUYEeCKoe BO3AeNCTBINE NpeoCTaBneHnst HOBbIX UK
n3MeHsiemblx ycnyr. lMocTaBwuK ycnyr OO/KeH Takke MpUHMMaTb BO BHMMaHWEe MNoTeHuuMarnbHoe
BMUSIHWE HOBbIX NN M3MEHsIEMbIX ycryr Ha CYY.

lMnaHnpoBaHME HOBLIX UMM M3MEHSAEMbIX YCINYr OOSMKHO BKOYATb UK coaepXaTb CCbUIKy, MO
KpanHen mepe, Ha crnegytoLlee:

NMOMTHOMOYMA W OTBETCTBEHHOCTb 3a AEeATEeNbHOCTb MO MNPOEKTUPOBaHWUIO, paspaboTke W
npeobpasoBaHuio;

MeponpuaTnd, Kotopble 6y,El,yT BbINOJTHATLCA NOCTaBLUMKOM yCcnyr n apyrumm CtopoHamu, B TOM
yncne AeaTenbHOCTb N0 B3aMMOAENCTBMIO NOCTaBLLMKa ycnyr ¢ ApyrumMmm CtopoHamu;



B3aMMOAENCTBME C 3anHTEPECOBAHHBLIMU CTOPOHAMU;

yernoseyeckme, TeXHUYeckne, MHPOPMaLMOHHbIE U (PUHAHCOBbIE PECYPChI;
CPOKU 3annaHnpOBaHHbIX MEPONPUATUN;

BbISIBNEHWE, OLEHKY 1 YNpaBrneHne puckamu;

3aBUCUMOCTb OT APYruX YCHyr;

UcnbiTaHUsl, HeO6XoAMMbIE AN HOBbLIX MU U3MEHSIEMbIX YCHYT;

KPUTEPUU NPUHATUS YCIIYT;

oXungaewmble pe3ynbTaTbl OT npenoctaBneHnA HOBbIX UMMM U3MEHAEMbIX YCnyr, Bblpa>XeHHble B
naMepAaemMbixX Berin4nHax.

[nsa ycnyr, KoTopble A0MKHbI ObITb yAaneHbl, MOCTaBLMK YCIyr AOMHKEH NnaHMpoBaTh Npoueaypy
yaaneHuus ycnyru (ycnyr). [naHupoBaHWe [OMKHO BKMoYaTb Aaty(-bl) yOaneHus, apxveauuu,
yTUNM3aumMm unu nepeaaydv AaHHblX, OKYMEHTaLUMM U KOMMOHEHTOB YCryru. Ycnyra MoXeT BKMoYaTb B
cebsi KOMMOHEHTbI UHAPACTPYKTYPbI U NMPUINOXEHUI C COOTBETCTBYIOLLMMM NIULEH3USMMU.

MocTaBWMK ycnyr AOOMMKEH onpeaenuTb ApyrMe CTOPOHbI, KOTopble OGyayT crnocoGCcTBoBaThb
NpeaoCcTaBeHNI0 KOMMOHEHTOB YCIyr ANS HOBbIX MU M3MeHsieMbIX ycnyr. MocTaBLyK yenyr OOIKeH
OLEHUTb WX CMNOCOGHOCTb BbINOMHATL TpeGoBaHus K ycnyram. [JomkHbl OblTb 3apermcTpupoBaHbi
pe3ynbTaTbl OLEHKM U NPEANPUHSTHI HEOOX0AUMbIE OEACTBUS.

5.3. MNMpoekTMpoBaHue 1 pa3BUTHME HOBbIX U U3MEHSIEMbIX YCIyT

Mpn NpoekTUpoBaHUN U OOKYMEHTUPOBAHUN HOBbLIX UMW U3MEHSAEMbIX YCIyr OOMKHbI ObiTb, NO
KpamHen mepe, OTpaXKeHb!:

MNOJTHOMOYMA N OTBETCTBEHHOCTb 3a NpeaocTaBlieHne HOBbIX UM M3MEHAEMDbIX YCNYT;

MeponpUsTUs, KoTopble OyayT BbINOMHATLCA MOCTABLUMKOM YCIyr, 3akas3yMkoM W Opyrvmu
CTOpPOHaMU Ansi NpefoCTaBNEHUs] HOBbIX U U3MEHSIEMbIX YCHYT;

HOBble MNN M3MeHeHHble TpeboBaHWs K 4YenoBeYeckMM pecypcam, Bkhovas TpeboBaHus K
COOTBETCTBYHOLLEMY 06pa3oBaHuWIO, NOArOTOBKE, HABblkaM U OMbITY;

NOTpPebHOCTN B (hMHAHCOBbLIX pecypcax Ans NpegocTaBneHns HOBbIX UM N3MEHSIEMbIX YCIYT;
HOBbI€ UM U3MEHEHHbIE TEXHONOMMM ANS NPeJoCTaBNeHNs HOBbIX UM N3MEHAEMbIX YCYT;

HOBble WM W3MEHEHHbIE MNfaHbl U MOMUTMKA B COOTBETCTBUM C TpeboBaHMAMM STOM HacTu
NCO/M3K 20000;

HOBbIE WM W3MEHEHHbIE KOHTPaKTbl W Apyrue COrnalleHus ONsi OTPaXeHWs WU3MEHEHWA B
TpeboBaHuAX K ycrnyram;

nameHeHus B CYY;

HOBbIE NN U3MEHEHHbIE cornalleHns 06 ypoBHE YCnyr;



0o6HOBNEHWs kaTanora ycnyr;

npoueaypbl, Mepbl 1 MHPOPMaLUUs, KoTopble ByayT NCNONb30BaTbLCA ANS NPeAOoCTaBNEeHNs HOBbIX
UNN N3MEHSIEMbIX YCNYT.

MocTaBLmK ycnyr AOoJKeH obecneunTb, 4TOOLI NMPOEKTNpoBaHME MNO3BOJIAJIO HOBbIM WUIN
M3MEeHAEeMbIM yCryram BbIMOJTHATb TpeGOBaHMFI K ycrnyram. HoBble unn nameHsiemble ycnyrn OOJIKHbI
ObITb pa3pa60TaHbl B COOTBETCTBUU C OOKYMEHTAlIbHbIM NMPOEKTOM.

MpumedaHne. [na nonyyeHus OOMNONHUTENbHOW WHOpMauumM O nNpoekTe CM. npouecc
npoekTnpoBanmss u paspabotkn B ISO 9001:2008, n. 7.3 wunu apxXUTEKTYPHbIA npoLecc
npoektuposaHus B ISO/IEC 15288:2008, n. 6.4.3.

5.4. NMpeobpasoBaHne HOBbIX N U3MEHSIEMbIX YCIyr

HoBble unu nameHsiemble ycnyrn OOJIXKHbI ObITb NnpPoTECTUPOBaAHbLI A5 obecneveHus rapaHTmn
TOro, YTO OHW BbLINOJTHAKOT Tpe6OBaHVIF-I K ycnyram um Tpe6OBaHI/IFI I'IpOGKTHOI7I AOOKyMeHTauunn. HoBble
Mnn Mn3MeHsAeMble YyCnyrn OOJDKHbI ObITb 3apaHee npoBepeHbl Ha COOTBETCTBME COrnacoBaHHOMY
KPUTEPUIO NpnemMkKnm noctaBLMKOM yCcnyr n samHTepecoBaHHbIMXA CTOPOHaAMMW. Ecnu Kputepun npmemMmkmn
YCnyrn He BbIMOJTHAKTCA, NOCTaBLUUK YCIyr N 3anHTepeCoBaHHble CTOPOHbI AOJTXHbI NPUHATL peLleHne
(0] HeO6XOLI,I/1MbIX AENCTBUAX U BO3MOXHOCTU pa3BepTbiBaAHUA.

I'Ipou,ecc ynpaesneHna penundamMmn n BHeOpeHUnemM OOJIKEeH UCNOoNb30BaTbCA NpU pa3BepTbiBaHUU
YTBEPXOAEHHbIX HOBbIX UM USMEHAEMbIX YCInyr B NPOU3BOACTBEHHYIO Ccpeay.

Mocne 3aBeplleHUst OesTENbHOCTU NO NPeobpa3oBaHMI0 NOCTaBLUMK YCIyr AOMKEeH COobLWUTb
3aMHTEPECOBaHHbIM CTOPOHAM O [JOOCTUrHYTbIX pe3ynbTaTax B CpPaBHEHUM C  OXMOAEMbIMU
pesynbTaTtamu.

6. MPOLECCHI MPEOOCTABINEHUA YCIYT
6.1. YnpaBneHue ypoBHEM yCryr
lMocTaBLUKMK yCnyr OOSMKEH CornacoBaTth C 3aKa3dmMkoM YCnyru, Kotopble ByayT NnpeaocTaBnaThCs.

MocTaBLMK yCryr AOMKEH COrnacoBaTh C 3aka3yyMKoM KaTasor yCryr, KOTOPbIN AOMKeH BKIOYaTb
B cebsi 3aBUCMMOCTY MeXay yCryramu U KOMNOHEHTaMM YCIyT.

Ana kaxgon npenocTtaBnsieMon yCryr NOCTaBLUMK YCMyr AOSBPKEH COrnacoBaTb C 3aka3yuMKkoM
OZHO WIN HECKONbKO cornalueHunii o6 ypoBHe ycnyru. Mpu co3gaHum cornawleHns o6 ypoBHe ycryru
MOCTaBLUMK YCIyr JOJKEeH yuYuTbiBaTh TpeboBaHusa Kk ycnyre. CornawieHme o6 ypoBHe ycryrn JOSHKHO
BKMOYaTb COrMacoBaHHble LEnu NpeaoCTaBfieHNst YCryrn, XapaKTepUCTUKM paboueit Harpysku wu
UCKITOYEHMSI.

MocTaBLMK yCNyr AOSKEeH C 3annaHUpoBaHHOW MepuoaMYHOCTBIO aHanMa3upoBaTh YCryrn U
cornaiueHuns 06 ypoBHe ycrnyr COBMECTHO C 3aKa34MKOM.

MN3meHeHns B OOKYMEHTUPOBAHHbIX Tpe6OBaHVIFIX K ycnyram, B KaTtarnore ycnyr, B corfnawleHunax
00 YPOBHE YyCnyr n B Apyrmx 4OKYMEeHTUPOBaHHbIX cOornaweHnAax OOIMKHbl KOHTPOJMTIMPOBATLCA B paMKax
npouecca ynpasneHnd WnU3MeHeHUAMN. Katanor ycnyr p[OOJKeH nogaepXumBatbCA B akTyallbHOM
COCTOAHNN U OTpaXaTb UIMEHEHUA ycnyr u cornaiieHun ob YpOBHE YyCrnyrmn ansd obecneyeHust nx
B3aMMHOIo COOTBETCTBUA.

MNocTaBLmK ycnyr goJikKeH cnegutb 3a TeHOeHUnAMU n npoun3BoanTESNIbHOCTbKO OTHOCUTENBbHO



Luenen npenocTaBneHUs ycryr ¢ 3annaHMpOBaHHOM MEPUOAUYHOCTbIO. PesynbTaTbl AOMKHbI OblTh
3aperncTpupoBaHbl 1 NpoaHanNU3MpoBaHbl AN BbISIBIEHWS NPUYMH HECOOTBETCTBUI U BO3MOXHOCTEW
AN COBEPLUEHCTBOBAHMSI.

[na KOMMOHEHTOB Yycnyr, npegocTaBNAeMblX BHYTPEHHUMWU TPyNnaMm WUNU  3aKa3ynKoM,
nocTaBLUMK ycnyr AomkeH paspabaTbiBaTb, cOrnacoBsbiBaTb, nepecMmatpvBaTtb W NogaepXxuBaTtb B
aKTyaribHOM COCTOSIHUW OOKYMEHTUPOBaHHbIEe cornalleHusa ans onpeaeneHns BUAOB AeATENbHOCTU U
NHTepdEeNCcoB B3anMogenCcTBUS MexXay ABYMSI CTOPOHaMMU.

MocTaBLmK ycnyr p[OoJiKeH KOHTPOJIMpoBaTb paGOTy BHYTPEHHUX rpynn WM 3aka34dnka Ha
COOTBETCTBME COrflacoBaHHbIM UendM npenoctaBneHna  ycnyru m  gpyruMm  cornacoBaHHbIM
obasaTtenbcrBam Cc 3aI'IJ'IaHI/IpOBaHHOIZ nepnoanyHoOCTbIO. Pe3yanaTb| OOJTKHbI ObITb
3aperncTpmnpoBaHbl 1 nNpoaHan3npoBaHbl ANA BbiABINEHUA NPUYnH HEeCcoOTBETCTBMIA N BO3MOXXHOCTEWN
OnA coBepLUeHCTBOBaHUA.

6.2. (DOpMVIpOBaHI/Ie n npenocrtaBrieHne OT4ETHOCTU NOo ycnyram

OnuncaHne kaxpgoro ot4yeta no ycnyram, B TOM 4YUCIre CyTb yCnyru, uernb, ayauTtoputo, 4actoTty U
JeTann WUCXOOHbIX AaHHbIX, [OOMMKHblI ObITb OOKyMeHTalrlbHO Od)OpMJ'IeHbI M cornacoBaHbl C
NOCTaBLUMKOM YyCIyr U 3anHtepecoBaHHbIMX CTOPOHaAMMW.

OtyeTbl NO ycnyram OOJTXHbl ObITb noaroToBfieHbl O4Nna ycnyr ¢ ncnofb3oBaHNEM VIH(*)OpMaLI,I/II/I (o)
npenocrtaBneHnn ycnyr n o AedATtesibHOCTU CYY, Bkntovas npouecchbl ynpasneHuna ycnyramu. OtyeTbl
no ycnyram, no KpaVlHeIZ Mepe, AO0JKHbI BKIMKO4YaTb:

COOTBETCTBUNE OEATENBHOCTU LenaM npeaocTtaBlieHnA yenyr;

MH(OPMAaLMIO O 3HAYUMbIX CODBLITUSIX, B TOM YMCIIE, NO KpaHen Mepe, O CEPbE3HbIX MHUMOEHTAX,
BHEOPEHUUN HOBbIX UM N3MEHSAEMbIX YCIYT U NfaHa HenpepbIBHOCTMY;

XapaKkTepucTukM paboyeint Harpysku, Bkroyasi o6beMbl U Nepuoamyeckme nsmMeHeHust paboyer
Harpysku;

obHapyxeHHble HecooTBeTCTBUSA TpeboBaHuam aton Yyactn MCO/M3IK 20000, TpeboBaHuam CYY
unun TpeboBaHNsIM K ycrnyram ¢ onpeaeneHnemM npuydmH;

NHAOPMALIMIO O TEHAEHLUMSAX;

n3mepeHnd yaoBsrieTBOPEeHHOCTU 3aKa34MKOB, Xanobbl Ha npenocrtaBneHne ycnyr n pesyrnbTtaTbl
aHanmsa I/I3MepeHVII7I yaooBJI1EeTBOPEHHOCTU U Xanoo.

MocTaBWMK ycnyr AOSMKEH MPUHUMATbL PELUeHUs U coBepllaTb OEWCTBMS HA OCHOBE BbIBOAOB,
coaepxawmuxcs B otyetax no ycnyram. CornacoBaHHble AeNCTBUS OOBOAATCS [0 3aMHTEPECOBaHHbIX
CTOPOH.

6.3. YnpaBneHne HenpepbIBHOCTbIO U JOCTYNHOCTbIO YCNyr
6.3.1. TpeboBaHUsA K HENPEPBLIBHOCTM U JOCTYMHOCTU yCnyr

MocTaBLMK yCNyr OOIMKEH OLEHUTb U AOKYMEHTMPOBATb PUCKM B OTHOLLEHMU HEMPEPBLIBHOCTU U
AOCTynHOCTM ycnyr. [ocTaBWMK YCNyr AOMMKEH OnpeaenuTtb M CorfacoBatb C 3aKas3ynmkom W
3aMHTEPECOBAHHbIMW  CTOPOHaMM  TpeboBaHMA K  HENPEpbIBHOCTM W OOCTYMHOCTM  YCIIyT.
CornacoBaHHble TpeboBaHMS OOIMKHbI YyYUTbIBaTb COOTBETCTBYKOLIME OM3Hec-nnaHbl, TpeboBaHus K
ycnyram, cornaiwieHuns o6 yposHe ycnyr u pucku. CornacoBaHHble TpeboBaHMA K HEMPEPBLIBHOCTU U



AOCTYMHOCTU YCNyr AOMKHbI, NO KparHen Mepe, BKNoYaTb:

npasa JocTyna K ycnyram;

BpeMs OTKNuKa ycnyr;

KOHEYHYI0 OCTYMNHOCTb YCHyT.

6.3.2. NnaHbl HenpepbIBHOCTU N AOCTYMHOCTW yCnyr

MocTaBLmK ycnyr OMKeH co3faTh, BHEAPUTb U NOAAEPXKMBATL B aKTyarnbHOM COCTOSIHWUM MiaHbl
HenpepbIBHOCTU U AOCTYNHOCTU. N3MeHeHns B 3TUX MraHax AOSMKHbl HaxOAMTbCA MoA KOHTponem
npouecca ynpasneHus U3MeHEeHUAMU.

[naH HenpepbIBHOCTM AOMKEH, NO KpanHen Mepe, BKNoYaTb:

npoueaypbl, koTopble OyaoyT peanv3oBaHbl B Cllydae 3HAYMTENbHOrO NpPepbIBaHWS YCyr, Unn
CCbIfTKN Ha HKX;

uenn AoCTynHOCTU B Cly4Yae NpuMeHeHUA nnaHa,
Tpe6OBaHVIFI K BOCCTAHOBJ1EHUIO;
nogxon K ocyuwecTtBlieHNo Bo3BpaTa K HopmMalibHbIM paGquM yCnoBuAam.

B cnyyae npekpalieHnss HopManbHOro NpefocTaBnNeHns ycnyr AOSMKHbI O6bITb 4OCTYMHbI NNaH(-bl)
HenpepbIBHOCTU, CMNCKN KOHTaKTHbIX Nl 1 basa gaHHbIx ynpasneHus koHdurypauusmm (CMDB).

MnaH(-bl) 4OCTYNHOCTU JOMKEH, MO KpalHeln Mmepe, BKoYaTh TpeboBaHMsl K 4OCTYNHOCTU U Lienu
AOCTYMHOCTM.

lMocTaBWKMK ycnyr [OOMMKEeH OueHMBaTb BMWSHWE 3anpocoB Ha W3MeHeHue nnaHa(-oB)
HenpepbIBHOCTU U NnaHa(-0B) AOCTYMHOCTMW.

MpumeyaHue. [MnaHbl HenpepbiBHOCTUM U [OCTYMHOCTUM MOryT ObiTb OGbeauMHeHbl B OAWH
[OKYMEHT.

6.3.3. MOHUTOPUHT 1 TECTUPOBAHNE HENPEPLIBHOCTU U AOCTYNHOCTW YCNyr

HeO6XOLI,I/IMO ocywecTBnATb MOHUTOPUHI OOCTYMNMHOCTU YChyT, CbVIKCI/IpOBaTb pe3ynbTaTtbl U
CpaBHMBATb UX C CorrnacoBaHHbIMU LENTAMN. HGSGI'IJ'IaHI/IpOBaHHaFI HeOOCTYNMHOCTb yCnyr OOoJKHa ObITb
ncenegoBaHa, n OOJTXHbI ObITb NPUHATLI H606X0[J,VIMble Mepbl.

MnaHbl HernpepbIBHOCTU YCIyrn OOJTXKHbI ObITb npoTecTnpoBaHbl Ha COOTBETCTBUE Tpe60BaHVIF|M
ee HernpepbIBHOCTU. [MnaHbl OOCTYNHOCTU  OOJIKHbI ObITb npoTecTnpoBaHbl Ha COOTBETCTBUE
TpGGOBaHMHM OOCTYNHOCTHW. lMocne 3HaunTenbHbIX W3MEHEHUN B cpene npenocrasrieHnd ycnyr, B
KOTOpOI?I (*)yHKLI,VIOHVIpyeT NOoCTaBLUK ycnyr, nnaHbl HENPEPbIBHOCTU WU AOOCTYNHOCTU YyCnyr AOOJIKHbI
ObITb npoTecTnpoBaHbl 3aHOBO.

Pe3ynbTaTbl TECTUPOBAHNS A0MKHbI OblTb 3adPUKCUPOBaHbI. AHaNM3 1 NepecMoTp NiaHa JOJMKeH
NPOBOAUTLCS MOCNE KaXaoro TeCTMPOBaHUSA M Nocne NpuBeAeHus B AENCTBME NiaHa HenpepbiBHOCTH
ycnyrn. B cnyyae BbISiBNEHMS1 HEOOCTATKOB B MpoLiecce TeCTUPOBAHWS MOCTaBLUMK YCRyr AOSKEeH
NPUHATL HEOBXOANMbIE MEpPbl U COOBLLNTL O HUX.



6.4. brogxeTupoBaHme 1 yyeT 3atpat Ha UT-ycnyru
[ormkeH cywecTBoBaTb hOPManmM30BaHHbIN MHTEPdENC MEXaY npoLeccaMn GIOaXETUPOBaAHMSA U
yyeta 3atpatr Ha WT-ycnyrm v gpyrymm  npoueccamv  (OMHaHCOBOro  ynpasneHus. [ormkHbl
CyLLeCTBOBATb MOMUTUKN U AOKYMEHTUPOBAaHHbIE NpoLeaypbl:

No cocTaBreHuto GlogkeTa M yyeTy 3aTpaT, No KpavHen mepe, Anst crieayroLlimMx KOMMOHEHTOB
yCcnyr:

aKTMBbI, B TOM YMCNe NULEH3MU, UCNONb3yeMble ANs NPeaoCTaBNeHns YChyr;
obLme pecypchl;

HaknagHble pacxoapl;

KanuTanbHble 1 onepaunoHHbIe pacxoapl;

ycnyru, npeaocTaBnsiemMble NoapsaYMKoMm;

nepcoHar;

NHXeHepHoe obecneyeHue;

No pacnpenernieHnto KOCBEHHbIX pPacxXxogoB M OTHECEHUI0 MPsMbIX PacXodoB Ha  yCnyru,
Heobxoanmble ons obecneveHns pacyeTa obLen CTOMMOCTU YCIyT;

no S(Zb(beKTI/IBHOMy q)VIHaHCOBOMy KOHTPOIKO U OeATENIbHOCTU NO yTBEepPXOEHUIO.

Pacxoabl OomkHbI ObITb BKMOYEHbl B OlomkeT Ana obecnedyeHus apdeKTUBHOIO (hMHAHCOBOrO
ynpaBrneHnss M MPUHSTUS pPelieHMin No npepocTaBreHuto  ycnyr. [locTaBlWMK yCnyr OOMmkeH
OCYLLECTBMSATb MOHWUTOPUHI 3aTpaT Ha COOTBETCTBME OHOKETy, aHanuMsupoBaTb (PUHAHCOBbIE
MPOrHO3bl M YNpPaBnaTb 3aTpaTamMu.

NHdbopmauus formkHa npefocTaBnsTbCa NpoLeccy ynpaBneHus nsmeHeHusiMm Ans obecneveHus
pacyeTa CTOMMOCTU 3aMpOCOB Ha U3MEHEHME.

MpvmeyvaHne. MHorme nocTaBLUMKM YCryr B3vMaloT nnaTy 3a cBou ycnyrn. OxBaT npolecca
GlomxeTupoBaHus 1 yyeTa 3atpat Ha UT-ycnyrv He BKMoYaeT onnaTty NpefocTaBrneHns yCenyr.

6.5. YnpaBneHue MoLHOCTAMM

MocTaBWKWK ycnyr OOMKEeH OnpedenvTb M CorfnacoBaTb C 3aKa3yMKOM M 3avHTepeCcOBaHHbIMU
CTOpoHaMn TpeboBaHMS K MOLLHOCTAM U K NPOM3BoauTENbHOCTU. MoCTaBLWmK yCcnyr OOMmMKeH co3aathb,
BHEApPUTb W NoadepxvBaTb MNfNaH MOLWHOCTEM C  YY4E€TOM  YerloBeYECKUX, TEXHUYECKMX,
MHAOPMALIMOHHBIX U (PUHAHCOBBLIX pecypcoB. MIaMeHeHUs B niaHe MOLHOCTEN OOMMKHbI HaXOAUTbLCS
noa KOHTpOreM npouecca ynpaBneHus uaMmeHeHusmu. [naH MOLHOCTEN AOMMKEH BKMYaTb, Kak
MUHUMYM:

TEKYLLWI CNpOC U NPOrHO3 Crpoca Ha ycnyru;

oXugaemblin a¢pdeKT cornacoBaHHbIX TPeboBaHMI K OOCTYMHOCTU, K HEMPEpPbIBHOCTM U YPOBHIO
yenyr,

BpeMeHHblIE paMKK, NOpPOrosbi€ 3Ha4YeHUA 1 3aTpaTtbl Ha MOAEPHNU3ALINIO MOLLIHOCTEWN;



noTteHumnansHoe BINUSAHUE 3aKoHodaTernbHbIX, PErynupyoLLmX, [AOroBOPHbIX nnu
OpraHn3aLMOHHbIX U3MEHEHWN,

noTeHuManbHOEe BO34ENCTBUE HOBbIX TEXHOMOMM N HOBbIX NOAX0O0B;

npoueaypbl Ana ocywecTtBieHuna ynpexaauwero aHann3a nnn CCbifiku Ha HMX.

MocTaBLmK ycnyr OOoJpkKeH OCywecCTBliATb MOHUTOPUHI MCNOJb30BaHUA MOLLIHOCTEN, aHanu3
obbema OaHHbIX " HaCTPOIZKVI npon3BoANTESIbHOCTW. MocTtaBLmK ycnyr AOOJiKeH obecneynTb

OOCTaTO4HbIE NMapamMeTpbl MOWHOCTU ANA yAOBIETBOPEHUA COrfnacoBaHHbIX Tpe6OBaHVIIZ K MOLLHOCTU
N K Npon3BoaANTEIIbHOCTHN.

6.6. YnpaBneHve nHdopmaumoHHon 6e30nacHOCTbIO
6.6.1. NMonuTtuka nHopmaumoHHon 6e3onacHocTu
OpraH ynpaBneHuss C COOTBETCTBYKOLMUMM MOSTHOMOYUSMU [OOSDKEH YTBEpPOUTb  MNOMUTUKY
nHopMaLmMoHHo ©Ge3onacHoCcTM C  yyeTom TpeboBaHWMA K ycrnyram, 3akoHoZaTeNbHbIX W

perynupyroLimx TpeboBaHuin 1 oroBopHbIX 06s13aTenbeTs. OpraH ynpaBneHust JOIKeH:

[OBECTU MONUTUKY MHOPMaLMOHHOW 6e30MacHOCTU U BaXXHOCTb CrieloBaHUS 3TOW MONUTUKE
COOTBETCTBYIOLLMM COTPYAHUKAM MOCTaBLUMKa YCyr, 3aka34ymka U NoapsOaYMKOB;

obecneunTb Hanuumne n popmanmaaumio Lenen nHhopmMaLumoHHoM 6e3onacHoCTy;

onpegenntb Noaxod K YNPaBfeHUIO puckamm MHAOPMaUMOHHOM ©e30macHOCTH, a Takke
KpUTEPUN NPUHATUS PUCKOB;

obecneunTb nposegeHne OoLeHKMN pUCKOB I/IH(*)OpMaLI,VIOHHOIZ ©e3onacHoCcTU € 3aHHaHMDOBaHHOVI
nepnoanyHoOCTbIO;

obecneuntb NpoBeAeHNe BHYTPEHHEro ayamnTa MHopMaLunoHHon 6e3onacHocTy;

obecneynTb aHanms pe3ynbTaTtoB ayaouTta and onpeaeneHna BO3MOXXHOCTEM
coBepLUeHCTBOBaAHUA.

6.6.2. CpencrBa KOHTpOIS MHGOPMaLUMOHHOM 6e30nacHOCTU

MocTaBWMK ycrnyr OOMKEH peanu3oBaTb U WUCMOMb30BaTb (U3MYECKMEe, afiMUHUCTPATUBHbIE U
TEXHUYECKMe cpeacTBa KOHTPONS MHPOPMALMOHHON 6e30MacHOCTU B LENsX:

COXpaHeHUs KOHPUAEHUMANbHOCTN, LLENOCTHOCTM M LOCTYMHOCTU MHCPOPMAaLIMOHHbBIX PECYPCOB;

BbIMOSTHEHMS TPEOOBaHUN NONUTUKN MHPOPMaLMOHHON Be3onacHoCTY;

AOCTWXKEHMA uenen ynpaeneHns nHPopmMaunoHHOM 6e30nacHOCThIO;

yrnpaBneHnsi puckamm, CBA3aHHbIMU C MHPOPMaLNOHHOM 6€30MacHOCThIO.

OTM  anemeHTbl  ynpaBneHns  UMHOPMAaUMOHHOM  6e30nMacHOCTbI  OOIMKHbI  BObITh
3a0KyMEHTUPOBaHbl M [OMXHbl OMUCbIBaTb CBHA3a@HHbIE C HUMU PUCKKW, WX JKCNnyaTauuwo u
TexHudeckoe obcnyxuBaHue. [locTaBWMK ycnyr [AOSMKEH npoaHanuM3nmpoBaTb 3(PEEKTUBHOCTb

ynpaeneHnss MHopMaLMOHHON Be3onacHOCTbio. MocTaBWMK yCnyr AOSMKEH MPUHATL HeobxoauMble
Mepbl U cooBLWNTb O HMX. MMoCcTaBLLMK YCryr AOSMKEH ONPeaennTb BHELUHNE OpraHM3aumn, y KOTOpbIX



ecTb HeobXxoaAMMOCTb [OCTyna, WCMONb30BaHUS WM ynpaBneHus WHdopmauvein wunuv ycnyramu
nocTaBLMka ycnyr. MNMocTaBLmK yCcrnyr AOMKeH AOKYMEHTUPOBAaTb, COMMacoBbiBaTb U peanv3oBbiBaTb
CpPeAcTBa KOHTPONS MHOPMaLMOHHOW 6€30MacHOCTM C BHELLHMMUW OpraHn3aunsimu.

6.6.3. lameHeHMsa 1 MHUMAEHTbI MHOPMaLUMOHHOK 6e30MacHOCTH
3anpocbl Ha U3MEHEHUs OOMKHbI OLleHUBaTbLCS, YTOObI onpeaennTb:
HOBbIE MM N3MEHEHHbIE PUCKN MHOPMALIMOHHON 6e30NacHOCTY;

noTeHumanbHoe BO34eNCTBUE Ha CyLeCTBYOLLYH NONMUTUKY VIH(*)OpMGLI,I/IOHHOVI ©e3onacHoCTU U
cpeacTBa KOHTpOA.

MHUnpeHTbl WMHOpMaUMOHHOM ©e30MacHOCTU nogfexar yYnpaBNeHUo C  UCMOSb30BaHUEM
npouenyp ynpaeneHns MHUUMOEHTAMN, C NPUOPUTETOM, COOTBETCTBYHOLLUM pUcKam MHAOPMaLMOHHOM
©esonacHocTu. [locTaBWMK ycnyr OOMKEH MpoaHanuM3anpoBaTb BMAbl, 00bLEMbI U MOCHEACTBUSA
WHUWAEHTOB NMHMOpMaLnoHHon 6e3onacHocTu. HUMAEeHTbl MHAOPMAaLMOHHOM 6e30NacHOCTU OOMMKHbI
OblTb 3adhuMkcupoBaHbl B OTYETax M MpOaHanM3npoBaHbl C LENbI Oonpenenntb BO3MOXHOCTU AN
COBEPLUEHCTBOBAHWS.

Mpumevanne. CtaHgaptel cepum ISO/IEC 27000 onpegensawT TpeboBaHns u  garoT
pekoMeHAauun Ans NogaepXKku BHEAPEHUST U SKCNyaTaumMnm CUCTEMbI yrpaBneHnst HMOPMaLMOHHON
6e30nacHOCTbIO.

7. MPOLUECCHI YINPABJIEHMA BSAAMMOOTHOLWEHUNAMA
7.1. YnpaBneHne B3aMMOOTHOLLEHNSIMU C BU3HECOM

MocTaBWMK ycnyr [OMKEH [OKYMEHTaNbHO OnpeaenuTb 3aka3uukoB, Monb3oBaTenen u
3aMHTEPECOBaHHbIE CTOPOHBLI ycryr. [Ana Kaxgoro 3aka3uuka MOCTaBLUMK YCIyr [OOMKeH WMeTb
Ha3Ha4YeHHOro COTPYAHMKA, KOTOPbIA OTBEYaeT 3a ynpaBrieHne B3aMMOOTHOLLIEHUSIMU C 3aKa3ymMKkoM U
yA0OBNETBOPEHHOCTLIO 3aKa3unka.

lMocTaBWMK ycrnyr ycTaHaBnMBaeT MexaHu3M KOMMYHMKauuMuM C 3aKas3yumkoM. OTOT MeXaHW3M
OOIMKEH COAEeNCTBOBaTb NOHMMaHWIO BU3Hec-cpedbl, B KOTOPOW 3JKCMIyaTUMpYKTCS YCryru, a Takke
NOHMMaHuo TpeboBaHW K HOBbIM UIM M3MEHSIEMbIM YCryram. YKasaHHas MHdopmauns no3sBosnnT
NMOCTaBLUMKY YCIyr COOTBETCTBOBATb 3TUM TpeboBaHUAM. MocTaBLUMK yCyr COBMECTHO C 3aKa3yMKoM
OOMMKEH C 3annaHMpoOBaHHOW NEPUOAMYHOCTBIO NPOBOAUTL aHanu3 a(PeKTUBHOCTN NpeaoCTaBneHns

ycnyr.

MN3meHeHnsa B d)OpMaJ'II/ISOBaHHbIX TpeGOBaHI/IFIX K ycnyram AOJXHbl HaXoaAUTbCA noag KOHTpoJieM
npouecca ynpasleHna naMmeHeHUAMN. M3meHeHns B cornaweHusx ob YPOBHE yCnyrun OOJ1KHbI ObITb
corfnacoBaHbl C npoueccom yrnpasrieHUA YpOBHEM YCIyr.

OnpepeneHve xanobbl Mo ycryre [JOMKHO ObiTb cOrnacoBaHo C 3aka3yvkoMm. [orkHa
CyLecTBOBaTb AOKYMEHTUPOBaHHas npoueaypa Ans ynpaeneHusi xanobamu no ycnyre oT 3akasyuka.
MocTaBLUMK YCryr OOMKEeH OCYLLECTBMSAThL 3anucb, paccrefoBaHve, pelleHne U 3akpbiThe xanob, a
Takke hopMUpOBaTb OTYETHOCTb MO xanobam. B cnyyae ecnu xanoba no ycnyre He ByaeT pelleHa
0GbIYHbIM CNOCOGOM, OMHKHA OCYLLECTBISTLCS 3cKanauus.

MNocTaBLmK ycnyr OOJ1XeH C 38I'IJ'IaHVIpOBaHHOIz nepunoanvyHoOCTbO Ha OCHOBE peﬂpe3eHTaTVIBHOl7I
Bbl60pKl/I 3aKa34yMKoB M Nosib3oBaTenen ycnyr namMmepAaTb yaoBrieTBOPEHHOCTb 3aka34yMKOB. PGSyJ'IbTaTbI
OOJDKHbI ObITb npoaHanmanpoBaHbl W pPacCMOTPEHbl C LUenbiko onpegeneHunsa BO3MOXXHOCTEMN
coBepLUeHCTBOBaAHUA.



7.2. YnpaBneHue nogpagymkamm

MocTaBLymK ycnyr MOXeT WCnoJjib3oBaTb noApAAYMKOB AOnd BHedpeHuAa W SKcnnyatauum

HEKOTOPbIX 3NIEMEHTOB MPOLECCOB YyrnpaBneHus ycnyramu. pymep B3aMMOOTHOLLEHWA B LIENOYKe
NOCTaBOK MOKa3aH Ha puUCyHke 3.

Moapaguuk 1

Noapaauuk 2 s Mocraswmk yenyr % > 3aKasuuK

Beaywuii
Moapaguuk 3

Cy6noppsagunk 3a (' >

—,

PucyHok 3. MNpumep B3aMMOOTHOLLEHUI B LilenoYvke NOCTaBoK

[na kaxxgoro noapsiayYMka nocTaBLUMK YCNyr AOMKEH UMETb Ha3HaYeHHOro COTPYAHMKAE, KOTOpPbIi
oTBeYaeT 3a ynpaBlieHMe B3aVMOOTHOLUEHUSIMU, JOrOBOPaMM U NPOU3BOAMTENBHOCTLIO NoapsiAYMKa.
MocTaBWMK yCnyr U noapsaYMK [AOIMKHbI 3aknounMTb OoroBop. [oroBop AOSMKEH BKMOYATb WK
coaepXaTb CChINKY Ha:

a) oxBaT ycrnyr, okasblBaeMbIX NOAPSAYMKOM;

6) CBSI3M M 3aBMCMMOCTM MEXAyY yCryramu, npoLeccamMm 1 CTOpoHamu;

B) TpeboBaHus, NpeabsBnseMble K NoAPSAYNKY;

r) Lenu npeaocTaBneHus yCnyr;

A)  wHTepdencbl  B3aMMOOEWCTBUSA  Mexay  npoueccamu  ynpaeneHus  ycriyramm,
aKCnnyaTMpyeMbIMU NOAPSAYNKOM U APYTMMU CTOPOHAMMU;

€) uHTerpaumio geatenbHocTM nogpsayuka s CYY,

X) XapaKTepucTukmn paboden HarpysKku;

3) OTKIIOHEHMS OT 4OroBopa M cnocobbl UX yperynmpoBaHus;

1) MOSTHOMOYNSI U OTBETCTBEHHOCTL MOCTAaBLUMKA YCNYyT 1 NoApsaunKa;

K) OTYETHOCTb 1 €€ NpeaocTaBneHne NogpsgyunKom, cnocobbl KOMMYHMKALMM;
1) OCHOBaHWe Ansa onnarbl;

M) HeobxoaMMmble OENCTBUS U pacnpeneneHne OTBETCTBEHHOCTU B Crly4dae oXxumgaemoro unu
OOCPOYHOIro pacTtopxXeHua ooroesopa 1 nepegayun ycnyr opyrum CtopoHaMm.

MocTaBLmK ycnyr AOOJpKeH corfiacoBatb C noapdAaYMKoOM nogaepXXmBaemble YPOBHU ycnyr U
cornacoeaTb MX C cornaweHnsmmn ot YpPOBHE YycCrnyr Mexay nocCTaBLMKOM YCIyr MU 3akKa3Y4uUKOM.
MocTaBLwmK ycnyr p[OoJiKeH obecneynTb, 4YTOOLI ponn n B3aMMOOTHOLWIEHNUA MexXay Benyunmun
nogpsaavYnkaMmm u Cy6I'IOD,pFID,‘-IVIKaMI/I Obinn 3aO0KYMEHTNPOBAHbI. MocTaBLwmK ycnyr OOJiKeH
y6€ﬂVITbCFI, 4YTO Beayuime nogpAaAnovnkn ynpasnaroT Cy6I'IO,EI,pFI,EI,‘-II/IKaMVI B 4aCTWU BbIMOJIHEHNA TEMMU



00s13aHHOCTEN MO 4OroBOpaM.

MocTaBWMK yCnyr [OOSMKEeH KOHTponuMpoBaTb paboTy noapsaayYvMKkoB C  3annaHMpOBaHHOWM
nepvoanyHocTblo.  [pon3BoaMTENBHOCTL  AOMMKHA U3MEPATbCA B COOTBETCTBMM C  LENsMu
NpeaoCcTaBneHnsa ycnyr n ¢ ApyrMuMm OOroBopHbiMM obs3aTenbctBamu. PesynbTaTtbl OOMKHbI ObITh
3aperncTpmpoBaHbl U pacCMOTPEHbI ANt BbIABNEHUS MPUYUH HECOOTBETCTBUIN M BO3MOXHOCTEWN ANS
COBEpPLUEHCTBOBaHNA. AHanuM3 [OOMMKEeH Takke noaTBepXaaTb, YTO [AOroBOp OTpaxaeT Tekylime
TpeboBaHus.

MN3meHeHns B aoroeope AOOJIKHbl  HaxoguUTbCA NoA4 KOHTPOJieM npouecca ynpaBleHus
N3MEHEHUNAMN.

,D,OJ'I)KHa cywiectBoBaTb [AOOKYMEHTUpPOBaHHaA npouefypa Anda ynpaslieHUAd OOroBOPHbIMU
cnopamMmun mexay noctaBLLMKOM yCnyr n noapAaa4mnkom.

I'Ipmmeanme. B obGnactb oxeaTta npouecca ynpablieHnA noapAagvYnkamMn He BXOoOAT Bbl60p
nogpsaavYnkos U ano6peTeHMe yCnyr.

JononHuTenbHble NpMMepPbI B3aMMOOTHOLLEHWI B Lleno4yke nocraBok npueegeHsl B ICO/M3K TO
20000-3.

8. MPOLIECCbI PASPELUEHNA
8.1. YnpaBneHue nHungeHtTammn n 3anpocamm Ha obcnyxmeaHue

dopmanunsoBaHHas npoueaypa AoMmKHa onpeaensTb ANS BCEX MHUMAEHTOB crieayolme Wwarmu:

a) perncTpaumio;

b) npnopuTnsaumio;

C) knaccudukaumio;

d) obHoBNEHUE 3anucen;

€) ackanauuio;

f) pewenne;

g) 3aKpbiTme.

[omkHa cyllecTBoBaTb [OKYMEHTUPOBAHHAsA npouedypa Mo  YNpaBrieHU BbINOSIHEHWEM
3anpocoB Ha obcnyxuBaHWe Ha dTanax OT permcTpauumn n Ao 3akpblTus. NHUMAEHTbI 1 3anpockl Ha

obcnykrMBaHWe JOMKHbI YNPaBnsaTbCA B COOTBETCTBUM C NpoLieaypamMu.

Mpy NpuopuTU3aLMN MHUMOEHTOB M 3arnpocoB Ha OGCNyXMBaHWE MOCTaBLUMK YCRyr OOSMKEH
NPYHUMAaTb BO BHUMaHWE BIMSIHUE U CPOYHOCTb MHLMAEHTA UK 3anpoca Ha obcnyxusaHue.

MocTaBwmK ycnyr pormkeH obecnevnTb nepcoHarny, BOBMEYEHHOMY B MNpouUecc ynpasneHus
WHUMOEeHTaMn Kn 3anpocamu Ha obcnyxuBaHue, OOCTYN K COOTBETCTBYIOLLEN WHMopmauuu. 3Ta
WHopMaLMs OOMKHA  BKMYaTb  Npoueaypbl  yrnpaBreHus  3anpocamm  Ha  obcnyxmBaHue,
UHdopmaLmio 06 M3BECTHLIX OwKnbKax, pelweHus npobnem n CMDB. UHdopmaums ob ycnexe unu
Heydaye penusoB M OyayuwimMe Aatbl penusa, noctynawlime u3 npouecca ynpasneHus penusamu u
BHeapeHueM, OomkHa ObiTb MCNoMb3oBaHa B MpoLuecce yrnpaBreHus WUHUUAEHTaMU U 3anpocaMn Ha



obcnyxnBaHue.

MocTaBLWuMK ycnyr JomkeH UHPOPMMPOBATL 3aka3ymka O XOAE BbIMNOMHEHUS WHULUMPOBAHHOMO
UM WHUMAEHTa unu 3anpoca Ha obcnyxuBaHue. Ecnu uenn npegocrtaBneHus ycnyrm He MoryT ObiTb
AOCTUIHYThI, NOCTaBLUMK YCIyr AOMKEH NPONHEOPMMPOBAaTh 3aka3yvka U Apyrve 3anHTepecoBaHHbIe
CTOPOHbI M OCYLLECTBUTb 3CKanaumio B COOTBETCTBUN C NpoLEeaypOMn.

MocTaBLmK ycnyr AoJnKeH d)OpMaJ'II/ISOBaTb N corfnacoBatb C 3aka34dyMkoMm onpeageneHne
3Ha4YMTENbHOro MHUMAEHTa. 3Ha4YMTEeNbHbIE UHUMOEHTbI AOSKHbI KJ'IaCCVICbI/ILI,VIpOBaTbCFI N ynpaBnAaATbCA
B COOTBETCTBUMN C D,OKyMeHTVIpOBaHHOVI I'IpOLI,GLWpOVI. Bhicliee PYKOBOACTBO OOJ1IKHO ObITb
I'IpOI/lHd)OpMI/lpOBaHO O 3HauuTenbHbIX wuHUMaeHTax. OHO AomkHO obecneuntb HasHaveHue
COTpyAHUKa, OTBETCTBEHHOrro 3a ynpaBlieHune 3HaYuTelibHbiIM UHUWOEHTOM. lNocne BoccTaHOBNEHUS
corfmacoBaHHOINoO ypoBHA YCIyrn OOJDKeH ObITb nposegeH aHannm3d 3HavYuTesribHbIX UHUWMOEHTOB A5
BbISIBNEHNSI BO3MOXHOCTEN AN coBepLUeHCTBOBaAHUA.

8.2. YnpaBneHue npobnemamm

JomkHa cyuwecTBoBaTb [AOKYMEHTMpPOBaHHaa npoueaypa Ans uaeHtudukaumm npobnem u
CBEOEHNS K MUHUMYMY UIN UCKIMIOYEHNSA BNNSAHUA MHUMAEHTOB M npobnem. MNpoueaypa ana npobnem
JOSKHa onpeaenaTb:

naeHTuguKaLmio;

perucTpauuio;

NPMOPUTU3ALMIO;

Knaccudumkaumo;

obHoBNEHME 3anncen;

3cKanaumio;

pelueHue;

3aKpbiTHE.

MpobnemMbl JOMKHBI pellaTbcsi B COOTBETCTBUM C hopmManu3oBaHHOW npoueaypoin. NoctaBwmk
yCrnyr OOSDKEeH aHanu3upoBaTb [aHHble U TeHOEHUUW MHUMOEHTOB M npobnem Ans BbISIBMEHUA WX
KOPHEBbIX MPUYMH U NPUHATUSA NPEBEHTUBHBLIX 4ENCTBUN.

Mpobnemsbl, Tpebyowme nameHeHnn B KE, gomkHbl 6bITh peLleHbl NyTeM perMcrpaumm 3anpoca
Ha un3aMmeHeHne. Ecnn KopHeBas npuymHa Obina onpegeneHa, HO npobrema He Obina pelleHa
OKOHYaTernbHO, MOCTaBLUMK YCIyr AOMKeH onpefenuTb Mepbl MO COKPaLeHWo WW yCTpPaHeHUIo

BMUSIHUSI NpobreMbl Ha ycnyru. N3BecTHble owWmnbku foMmKHbI ObiTb 3aperncTprpoBaHbI.

OhpekTBHOCTL peweHns npobnem [omkHa noABepratbCAa  MOHWUTOPUHIY, aHanuay Wu
OTYETHOCTW.

AkTyanbHas wuHdopmMaumss 06 M3BECTHbIX oOWwubKkax ©n peweHnax npobnemMm [ormkHa
npegocTaBnsaTbCA NPOLEecCy ynpaBneHus MHUMAEHTaMU U 3anpocaMn Ha obcrnyKxusaHume.

9. NMPOLIECCHI KOHTPOIJIA



9.1. YnpaBneHue koHurypaunamm

HomkeH 6bITb OOKyMeHTanbHO onpegeneH kKaxabin Tun KE. VHdopmauus, yuuTtbiBaemas ons
kaxxgon KE, gomkHa obecneumBaTb 3EKTUBHLIN KOHTPOSb M BKITlOYaTh B cebs, Mo KpanHen mepe:

onuncaHue KE;

OoTHoweHunsa mexay aaHHon KE n gpyrumn KE;

oTHoweHuna mexay KE 1 koMnoHeHTaMu ycnyr;

crartyc;

BEPCUIO;

MEeCTO pacronoXeHus;

accouunmnpoBaHHble ¢ gaHHon KE 3anpocbkl Ha U3MEHEHWE;

accoummpoBaHHble ¢ gaHHon KE npobnembl n n3BeCTHbIe OLLIMOKM.

KE 0omkHbl 6bITb OOHO3HAYHO UOEHTUMULMPOBaHBLI U 3apernctpuposaHel B CMDB. YnpasneHue
CMDB pomxHo obecneunBaTb HageXHOCTb M TOYHOCTb, B TOM YMCNEe KOHTpoSb o0bHoBneHun. CMDB
JOIDKHa yNpaBnsaTbCs € Lenblo obecneveHnss ee HageXHOCTU U TOYHOCTU, B TOM Yucne obecneuvnBas
KOHTpOMb A0CTyrna K 0GHOBEHUIO MHGDOPMaLIMN B HEN.

JomkHa cywecTBoBaTb [OOKYMEHTUPOBaHHas npouedypa pAns  3anucy, ynpasneHus u
otcnexusaHna Bepcun KE. CTeneHb KOHTpONA AOMKHa NoagepxuBaTb LEMNOCTHOCTb YChyr u
KOMMOHEHTOB YCNyr C y4eToM TpeboBaHWI K ycriyram u puckoB, cBs3aHHbIX ¢ KE.

MocTaBWMK ycnyr [OOSMKEeH OCYLEeCTBNATb MpPOBEpPKY 3anucen, xpaHswmxca B CMDB, ¢
3annaHnpoBaHHOW NEPUOAMNYHOCTBIO. B cnyyae oGHapyxeHna HeJoCTaTKOB MOCTaBLUMK YCIYr AOSMKEH

NMPUHATb HeO6XOLI,I/IMbIe Mepbl U NpeaoCTaBUTb OTYET O BbINOJTIHEHHbIX DEenNCTBUSAX.

WHdopmauua 3 CMDB pormkHa npegocTaBnsiTbCA MPOLECCY YNPaBMEHUS U3MEHEHUAMU Ans
obecneveHns NpoBeAeHNst OLEHKM 3anpoCoB Ha N3MEHEHME.

[lormkHa cywecTBoBaTb BO3MOXHOCTb OTCNEXMBAHUA N nNpoBefeHna ayanta uameHeHun KE gna
obecneyveHus uenoctHoctn KE 1 gaHHbix B CMDB.

Mepen passepTbiBaHMeM penusa B NPOU3BOACTBEHHYIO cpedy Heobxoaumo co3faTb 6a3oBylo
KoHurypaumo ansa tex KE, koTopble U3MeHS0TCS B paMkax AaHHOro penuaa.

MacTtep-konum KE, 3anucaHHble B CMDB, gomkHbl XxpaHuTbcs B 6e30MacHbIX (pU3NYeCcKux mnm
AMEKTPOHHBbIX Bnbnmnotekax, Ha KoTopble cchinatTcsa 3anncn o KE. Takne OGMONMOTEKM OO0MXKHbI
BKMOYaTh, MO KpanHen mepe, JOKYMEHTaLM0, CBeAEHNSA O NULIEH3USX, NporpaMmHoe obecnedeHne u,
roe 9To BO3MOXHO, 3TanoHbl KOHUrypauum annapaTtHoro obecneveHus.

JormkeH cylwecTsoBaTb (OpMann3oBaHHbIN MHTEpdENC Mexay npoueccom ynpaBneHus
KOHcpurypauusamm 1 npoLeccom ynpasneHnsa (oMHaHCOBbIMU aKTUBaMMU.

MpvmveyaHne. B obGnactb oxBaTa npouecca YynpaBneHWs KOHUrypauusiMm He BXOAMUT
ynpaereHne (pMHaHCOBbIMM aKTUBaMMU.

9.2. YnpaBneHne nameHeHnsamm



[lormkHa cyuiecTBoBaTb NONUTUKA YNpaBeHUs UISMEHEHUSIMU, KOTOpasi onpeaenseT:
a) KE, koTopble HaxoaaTCsi Nog, KOHTPOSieM yrnpaBneHnst USMEHEHUSIMU;

6) kpuTepun ANs  onpegeneHvs W3MEHEHWIN, KOTopble MOTEHUManbHO MOryT oOkasaTb
3HaUUTENbHOE BNMSHME HA YCNYr UMK Ha 3aKa34uka.

YnaneHue ycnyrm gorkHo ObiTb KnaccugpumumpoBaHo Kak M3MEHEHUE YyCnyru, CnocoGHoe okasaTb
3HaYMTENbHOE BIUSIHME.

Mepemaya ycnyrv OT NOCTaBLIMKa YCMyr 3akasyuky WNM  OpYroM CTOpPOHE  [OOrmKHa
KrnaccuduumMpoBaThCs Kak M3MeHeHne, CrocobHoe okasaTb 3HaYUTENbHOE BIUSHUE.

D,OJ'I)KHa cyulectBoBaTb AOOKYMEHTUpOBaHHaA npouenypa Anda perncrtpauun, KJ'IaCCVI(*)I/IKaLI,I/IVI,
OLEHKN 1N yTBEPXKOEHNA 3anpOCoB Ha NBMEHEHUE.

MocTaBWwMK ycnyr [ofkeH dopmanu3oBaTb W COrnacoBaTb C 3aka3yMKoM onpegerneHue
9KCTPEHHbIX MU3MeHeHW. [JofkHa cyllecTBOBaTb AOKYMEHTMPOBaAHHAas npoueaypa Ans ynpaeneHus
9KCTPEHHbIMU N3MEHEHUSIMMU.

Bce wn3MeHeHMst ycryru WnM KOMMOHEHTa YCRyrM OOSMKHbl WHULMMPOBATLCH MOCPEACTBOM
NCMONb30BaHUs 3anpoca Ha n3MeHeHue. 3anpocbl Ha M3MEHEHWE OOSMKHbI UMETb (POPManm3oBaHHbIe
rpaHuubl.

Bce 3anpockl Ha nsameHeHus OomkHbl BbiTb 3aperncTpMpoBaHbl K KnaccuuumpoBaHbl. 3anpochl
Ha U3MeHeHUs, KnaccuuumpoBaHHble Kak CMOCOBHbIE OKasaTb 3HaYUTENbHOE BWSHUE HA YCyrn Unm
Ha 3aKasyuka, AOMKHbl YNPaBrAaTbCHA B paMkax npouecca NpoekTMpoBaHUSA U npeobpa3oBaHMs HOBbIX
N n3MeHsiemblx ycnyr. Bce ocTtanbHble 3anpocbkl Ha u3aMeHeHwe KE, onpefeneHHble B MNOAUTUKE
yrnpaBneHns UaMeHeHNsIMW, YNpaBnsalnTCs B paMKax rnpouecca yrnpaBneHuss UaMeHEHUSIMU.

3aI'IpOCbI Ha N3MeHeHNA OOJTXHbl oUueHNBaTbCA C UCNOoJ1ib3OBaHNEM I/IHCbOpMaLl,I/IVI, I'IOCTyHGIOLLl,GVI
M3 npouecca ynpasneHuna nsMeHeHnaMn n U3 Apyrux npoueccos.

MocTaBLmK ycnyr n 3amHTepecoBaHHble CTOPOHbI OOJDKHbI MPUHUMAaTb pelleHnAa O MPUHATUKU
3arnpocoB Ha WU3MEHEHUue. I'Ipou,ecc NPUHATUA peLUGHVIIZ OOJDKEeH Y4YUTbiBaTb PUCKKU, BO3MOXHOE
BIfMnAHNE Ha YCInyrm U Ha 3aKa34UMKOB, Tpe6OBaHI/IFI K ycnyram, Bbirogbl And OusHeca, TEXHUNYECKYIO
BbINOJIHUMOCTb U CbVIHaHCOBbIe nocnencTBuA.

yTBep)Kﬂ,eHHble N3MeHEeHNA OOJTXHbI ObITb p83p86OTaHbI M NPOTECTUPOBAHbI.

HomkeH cyulecTBoBaTb rpadmMk W3MEHEHURN, codepXxawui nogpobHy uHGopmMauno 06
YTBEPXOEHHbIX U3MEHEHUSAX U Npeanonaraemblx gaTax ux BHeAPEHMUS, KOTOPbI AOMMKEH AOBOANTLCH
00 CBefeHUs 3aMHTepeCOBaHHbIX CTOPOH. padunK M3MEHEeHW OOMMKEH UCNONb30BaTbCA B KayecTse
OCHOBbI A1 NNIaHNPOBaHNA pasBepTbiBaHUS penn3os. MeponpuaTtns, Heobxoanmble AN OTMEHbI UIK
NCNpaBfeHns HeycnewHbIX U3MEHEHUIN, AOMKHbI MNaHMPOBAaTLCS U, MO BO3MOXHOCTU, TECTMPOBATHLCS.
HeycnelwHble n3aMeHeHNst AOMKHbl ObITb OTMEHEHbI UK UCMpaBneHbl. Takne N3MeHeHns OOSMKHbI BbITb
paccrnefoBaHbl, U HeobxoauMble AeUCTBUSA AOSMKHbI OblTb NPEANPUHATI.

3anncu B CMDB gomkHbl 6bITb 0OHOBMEHLI NOCHE YCMNELHOrO0 BHEAPEHNS N3MEHEHNIA.

MocTaBLWMK YCRyr OOMKEH MpoaHanuanMpoBaTb 3(PGEeKTUBHOCTb U3MEHEHUA W MPUHATbL MeEpbI,
COrnacoBaHHbIe C 3aMHTEPECOBaHHbLIMW CTOPOHaMMW.

,D,J'IFI BbISIBNEHUS TeHOEHUMn 3anpocbl Ha W3MEeHeHUA OOJDKHbl aHanmM3anpoBaTtbCA C



3annaHMpoBaHHOM  MEepuoaMYHOCTBIO.  PesynbTaTel M BbiBOAbI  aHanmM3a  [OSKHbl - OblTb
3aperncTprpoBaHbl U PACCMOTPEHbI NS BbISIBIIEHUS BO3MOXHOCTEN COBEPLLUEHCTBOBAHUS.

9.3. YnpaBneHue penusamn u BHeapeHneMm

MocTaBwMK ycnyr OorkeH paspaboTatb M COrnacoBaTb C 3aka3yMKoM MOMUTUKY PEnv3oB,
onpeaensioLLyto YacToTy U TUM BbiNyCKaeMbIX Pen30B.

MocTaBLMK yCNyr COBMECTHO C 3aKa34yMKOM 1 APYrMMU 3aUHTEPECOBaHHbLIMW CTOPOHAMW OOMKEH
nnaHnMpoBaTb BHEAPEHNE HOBbIX UMM U3MEHSIEMbIX YCINYr U KOMNOHEHTOB YCNyr B MPOU3BOACTBEHHYIO
cpeany. lnaHvpoBaHWe [OMKHO ObiTb COrMacoBaHO C MNPOLIECCOM YMNPaBMEHUS WU3MEHEHUSAMU WU
cofepXaTb CCbIMKN Ha COOTBETCTBYHOLLUME 3anpoChbl HA U3MEHEHWs, U3BECTHbIE OWNOKN 1 Npobnemel,
KOTOpble NUKBMOMPYIOTCS MNyTeM BbiNycka penu3a. [lnaHvpoBaHWe [OMKHO BKNOYaTb CPOKU
pa3BepTbIBaHWSA KaXO0ro penunsa, pesynbTaTbl U1 METOAbLI pa3BepTbiBaAHMUS.

MocTaBWwKMK ycnyr [JormkeH cbopmanu3oBaTtb M CorflacoBaTb C  3akasuuMkoM onpegeneHue
3KCTPEHHOro  penusa. OKCTPeHHble penusbl  JOMKHbl  YNpaBnsATbCA B COOTBETCTBUM  C
OOKYMEHTMPOBAHHON npoueaypon, KoTopas B3auMOAEWCTBYET C npoueaypon Ons 3KCTPEHHbIX
U3MEHEHUN.

Penusbl OomkHbl ObiTb coODOpaHbl M MpOTECTMpOBaHbl nNepen pas3BepTbiBaHueM. [ormkHa
NCMONb30BaTbCs KOHTpONMpyemasi npuMemModHasi TecToBasi cpefga Aans cbopku U TecTUpoBaHUs
pPenn3os.

KpuTepun npuvemku penv3a [OMKHbI OblTb cCOrnacoBaHbl C  3aKasyvkoM W Opyrvmu
3aMHTEPECOBaHHbIMU CTOPOHaMW. Penns gomkeH NponTy Bepudukaumio B OTHOLLIEHMN COrfacoBaHHbIX
KpuTepues NpueMkn 1 GbiTb YTBEPXKOEH A0 pa3BepTbiBaHUSA. Ecnn Kputepum npuemMku He BbINOSHEHBI,
NOCTaBLLUMK YCINyr AOIDKEH MPUHSATb peELleHWe C 3auHTEPECOBAHHbIMU CTOPOHAMMU O BbINOSHEHUM
HeobXOAMMbIX AEeNCTBUI 1 O AanbHeNWweM pa3BepTbiBaHUM penunsa.

Penua pomkeH pasBepTbiBaTbCsd B MNPOM3BOACTBEHHYIO cpedy Takum obpas3oM, 4ToObI
LieNIOCTHOCTb KOMMOHEHTOB 060pyA0BaHMS, MPOrpaMMHOro obecneyeHunst U Apyrmx KOMNOHEHTOB yCIyr
coxpaHsinach B npoLecce pa3BepTbiBaHUS.

MeponpusiTusi, Heobxogumble AN OTMEHbl WM UCMPABMEHUs1 HeydavyHOro pas3BepThiBaHMS
penu3a, OOMKHbI NIaHMPOBAaTLCA M MO BO3MOXHOCTM TecTupoBaTbes. HeygauHble pasBepThiBaHUS
Penun3oB AOMKHbI ObITb OTMEHEHbI UNN UCNPaBMEHbI.

HeycnellHble penusbl 4oMmkHbI OblTb paccrneoBaHbl, 1 HEOOXoanMble OENCTBUS OOMKHbI ObiTb
npeanpuHATHI.

Ycnex wunu Heyga4da peyin3oB AOSMXHbl KOHTPONMMPOBATbCA WU aHannM3nmpoBaTbCA. |/|3MepeHI/IFI
OOJDKHbI  BKIMKOYMAaTb OTCNeXmnBaHne WHUMOEHTOB, CBA3aHHbIX C pesin3aoM B nNepumoa nocrne ero
pa3BepTbiBaAHUA. AHann3 OomkeH BKNOYaTb OUEHKY BIMUAHUA pefnn3a Ha 3akKa34duKa. Pe3yJ'IbTaTbI 7
BbIBOAbLI aHanu3a OOMMKHbl ObITb 3aperncTpmnpoBaHbl U pacCMOTpPEHbI ANnA BbiABJ1IEHUA BO3MOXXHOCTEMN
coBepLUeHCTBOBaHUA.

WHdopmauns o6 ycnexe unu Heygade penu3oB WM gatbl Oyaylumx penusoB  OOSMKHbI
nNpefocTaBnATbCA MNPOLUECCY YNpaBreHUss U3MEHEHUSIMM M NpoLecCy ynpaBreHus WHUuOeHTamu u
3anpocamu Ha obcnyxumBaHue.

VlH(bOpMaLI,VIﬂ OOJDKHa npegocTtaBNATbCA npoueccy ynpaslieHUA M3MEeHeEHNAMN  OnAa
ocyuleCcTBlieHNUA OLUEHKN BITMAHNA 3anpoCcoB Ha USMEeHEHNE Ha penn3bl U Ha NiaHbl pa3BepTbiBaHNA.



Mpunoxenue OA
(cnpaBoy4HoE)

CBEAEHNA O COOTBETCTBMM CCbINTIOYHbIX MEXOYHAPOOHbLIX CTAHOAPTOB
HALUWMOHAIIbHbIM CTAHOAPTAM POCCUNCKOW ®EAEPALINA

CBegeHnss 0O COOTBETCTBUM  CCbUIOYHBIX  MEXOYHApPOAHbIX CTaHOAPTOB  HaLMOHAaNbHbIM
ctaHgaptam Poccunckon Pegepaunm npuBeaeHsl B Tabnuue OA. 1.

Tabnuua JA.1

O0bo3HavyeHne cCblNnoYHoro CrteneHb O0o03HayeHne U HaumeHoBaHue
MeXayHapoaHOoro ctaHaapTa | COOTBETCT COOTBETCTBYHOLLErO HaLUMOHaNbLHOro CTaHaapTa
BUSA
ISO/IEC 20000-2:2005 IDT TOCT P NCO/M3K 20000-2-2010

"MIHdbopmaLmoHHaa TexHonorns. MeHempKMeHT
ycnyr. YacTtb 2. Kogekc npakTn4eckon
gestenbHocTn"

ISO/IEC TR 20000-3 - <*>

ISO 9000:2005 IDT FOCT ISO 9000-2011 "Cucrtembl MEHEAKMEHTA
kavyecTtBa. OCHOBHbIE MOMNOXEHNA N cnoBapb”

1ISO 9001 IDT FOCT ISO 9001-2011 "CucteMbl MEHEeOXMeHTa
KayecTBa. TpeboBaHus"

ISO/IEC 15288 IDT FOCT P UCO/M3K 15288-2005
"MHudopmaunoHHasa TexHonorms. CnucremHas
nHXxeHepus. MNpouecchbl XXM3HEHHOMO LMKna

cucrem”
ISO 19011 IDT OCT P MCO 19011-2012 "PykoBogsiiune
yKasaHusl No ayauty CUCTEM MeHeKMEHTA"
ISO/IEC/IEEE 24765:2010 - <*>
ISO/IEC 27000:2009 IDT FOCT P MCO/M3K 27000-2012

"UHbopmaumnoHHasa TexHonorms. MeTtogbl n
cpencTtea obecneyeHus 6e3onacHOCTML.
Cunctembl MeHeXMeHTa UHPOPMaLMOHHOWN
6esonacHocTu. O6wun 0630p 1 TepmuHonorms”

ISO/IEC 27001 IDT FOCT P NCO/M3K 27001-2006
"MIndbopmaLumoHHasa TexHonorus. Metoasbl 1
cpeactBa obecneveHnsa 6e30nacHOCTM.
CucteMbl MeHeKMeHTa MHGOPMALMOHHON
6esonacHocTu. TpeboBaHus"




ISO/IEC 31000 IDT FOCT P NCO 31000-2010 "MeHegXMeHT pucka.

MpyHUMNBI U pyKOBOACTBO"

<*> COOTBETCTBYWOLMIA HAUMOHANbHbLIA CTaHgapT oTcyTcTByeT. [1o ero yrBepXaeHus
peKoMeHOYeTCS MCNONb30BaTb NEPEBOA HA PYCCKUI A3blK AAHHOIO MeXAyHapOA4HOro ctaHgapTa.
lMepeBon oaHHOro MeXxayHapoA4HOro ctaHgapTa HaxoguTtcs B defepanbHOM MHGOPMaLMOHHOM
POHOE TEXHNYECKMX PEFMAMEHTOB U CTAaHAAPTOB.

MpumeyvaHne. B HacTosiwen Tabnvue MCNOoNb30OBaHbl Crieaylolne ycrnoBHble 0603HaAYeHUs
CTENeHn COOTBETCTBMS CTaHAapTa:
- IDT - naeHTHYHbIE CTaHOaPTHI.

[1]

[2]

[3]

[4]

[5]

[6]

[7]

[8]

[9]

[10]

BNBJTMOIrPADUA

ISO/IEC TR 20000-4 NHdpopmaumoHHasa TexHonorns - YnpasneHue ycryramu - Yactb 4:
PedepeHcHas moaens npoueccos

ISO/IEC TR 20000-5 NHdopMaunoHHast TEXHOMOMMS - YnpasreHue ycnyramm - Yactb 5:
MpumepHbI NNaH peanusauumn ISO/IEC 20000-1

ISO 9004:2000 Cwuctembl ynpaBrneHus KayecTBOM - PekomeHgauun Mo ynyylleHuto
AeATeNbHOCTU

ISO 10002 YnpaBneHne ka4eCcTBOM - YOOBNETBOPEHHOCTb NoTpebutenen - PykoBoACTBO
no paboTe C NpeTeH3nsiMM B OpraHM3aumsx

ISO 10007 Cuctembl ynpaBneHus kayecTBOM - PykoBogsilume ykasaHus no yrnpasneHuto
KoHdpurypauumen

ISO/IEC 15504-1 WHdopmaumoHHas TexHonorusi - OueHka npouecca - Yactb 1:
KoHuenuus n crnoeapb

ISO/IEC 15504-2 WHdopmaumoHHasa TexHonorma - OueHka npouecca - Yactb 2:
MNpoBeneHne oLeHkn

ISO/IEC 15504-3 WHdopmaumoHHast TexHonorust - OueHka npouecca - Yactb 3:
PyKOBOACTBO MO NPOBEAEHNIO OLEHKU

ISO/IEC 19770-1 NHdopMaLMOHHAs TEXHOMOIMS - ynpasneHne akTuBammu nporpaMmmHoro
obecneyeHuns - Yactb 1: lNMpouecchl

ISO/IEC 27005 WHdopmaumoHHaa TexHonormss - TexHonorum  obecrneyeHus
GesonacHocCTU - YnpaBneHne puckamm MHdoopMaumnmoHHom 6e3o0nacHoCTy
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