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Mpegucnosue

Llenu, OCHOBHbIE NPUHLMMNLI U OCHOBHOW NOPSAAOK NpoBeAEeHUs paboT No MEXrocyaapCTBEHHOM CTaH-
Japtusaumm ycrtaHoeneHbl TOCT 1.0—92 «MexrocyaapcTBeHHas cucrtema craHaaptu3aumu. OCHOBHbIE
nonoxenusi» u FTOCT 1.2—2009 «MexrocyaapcTeeHHasa cuctema craHgaprusauyun. CtaHgapTbl MEXTOCy-
[lapCTBEHHbIE, NpaBuna U pekoMeHAaLUMmn N0 MeXrocyfapCTBEHHOW cTanaapTusauun. Mpaeuna paspaboTky,
NPUHATUSA, NPUMEHEHUSI, OBHOBINEHNSA U OTMEHbIY

CBeneHuAa o cTaHaapTe

1 NOAFOTOBJ/IEH  OTKpbITbIM  akUMOHEpPHbIM  06WwecTBOM  «Bcepoccuickuit  HaydHo-
nccnenoBaTenbckuii MHCTUTYT cepTudunkaumuny (OAO «BHUNC») u 3akpbiTbiM akLUMOHEPHbLIM OOLLIECTBOM
«MHCTUTYT pernoHanbHbIX SKOHOMUYECKUX ncecnegosanuiiy (SAO «MP3Ny)

2 BHECEH ®eaepanbHbiM areHTCTBOM M0 TEXHUYECKOMY PEeryrmpoBaHuio U MeTPOSIOrumn

3 NMPUHAT MexxrocyaapCTBEHHbIM COBETOM MO CTaHhapTu3auuu, MeTposiormn u ceprudmkaumm (npo-
ToKon ot 27 cheepans 2014 r. Ne 64-[1)

3a NpUHATWE NPOronocoBanu:

KpaTkoe HanmeHoBaHue cTpa- | Kog cTpaHel no MK (MCO CokpalleHHoe HanMeHOBaHNe HaLMOoHanbHOro opra-
Hel no MK (MCO 3166) 004-97 3166) 004-97 Ha No cTaHagapTU3auun

ApmeHuns AM MuH3akoHOMUKM Pecnybnukn ApmeHus
Benapycb BY Foccrangapt Pecny6nuku Benapych

Kuprususa KG KbipreisctaHgapr

MonpgoBa MD Monposa-Ctanaapt

Poccus RU Poccrangapt

Ys3bekucran Uz Y3cTaHgapt

4 lMpukasom defepanLHOro areHTCTBa N0 TEXHUYECKOMY PErynupoBaHuMIO U METPONOrMM OT 26 MapTa
2014 r. Ne 231-cT MmexrocyaapcTBeHHblii ctaHgapt MOCT 32610—2014 BeeaeH B A€NCTBUE B KAYECTBE Ha-
LUMoHanbHoro craHgapra Poccuickon deagepauum ¢ 1 auBapa 2016 r.

5 Hacroawwi ctaHgapt noarotosrieH Ha ocHoBe npumeHeHusa FOCT P 53108—2008

6 BBEJJEH BINEPBbIE

UHpopmayusa 06 uUMeHeHUsX K HacmosauleMmy cmaHlapmy rybnukyemcs e exeao00HOM uHgopmayu-
OHHOM yKa3amerne «HayuoHanbHble cmaH0apmbil», a meKcm U3MeHeHul U ronpasoK — 8 E€XeMECSIYHOM
UHhopmayuoHHOM ykaldamerne «HayuoHaneHbie cmaHdapmbi». B criydae nepecmompa (3amMeHbl) unu om-
MeHblI Hacmoswie2o cmaHO0apma coomsemcemeyioujee yeedomreHue 6ydem ornybnuKkoeaHo 8 exemecsy-
HOM UHOPMaUUOHHOM yka3damersie «HauuoHanbHble cmaHOapmbly. Coomeemcemeyilouwiasi uHghopmayusi,
yeeldomrIeHUEe U MEeKCMb! pasmewiaromess maicke 8 UHghopMayuoHHOU cucmeme obueao rnosib306aHuss — Ha
ogpuyuanbHoMm calime ®eleparnibHO20 azeHmemea o MExXHUYECKOMY pez2ynuposaHuilo u Memposiosuu e
cemu lHmepHem

© CraHaaptuHdopm, 2014

B Poccuiickorn degepaLuy HaCTOALWMIA CTAHAAPT HE MOXET ObITb MOMHOCTHIO UMK YAaCTUYHO BOCNPO-
U3BEAEH, TUPAXMPOBAH W PaCMpPOCTPaHEH B KayecTBe oduumanbHOro msganus 6e3 paspelreHus dege-
panbHOro areHTCTBa Mo TEXHUYECKOMY PEeryrimpoBaHuio U METPOSIOrun
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M EXTOCYOAPCTIBEHHTUB 1 CTAHDAAPT

Ycnyru ObiToBbIE
KIACCUDUKALINA OPFAHU3ALIUIA

Consumer Services. Classification of enterprises

Hata sBegenus — 2016—01—01

1 O6bnactb NnpUMeHeHus

Hacroswmin craHaapT npeaHasHadeH Ana knaccudpukaumum Ha KkaTteropmio opraHu3auuin, He3aBUCMMO
OT MX OPraHW3auMoOHHO-NPABOBOW (POPMbI, U HA UHAMUBUAYASbLHLIX NpeAnpUHUMATENel, NpeaMeToM aes-
TENbLHOCTU KOTOPbIX SIBMIAETCS OKa3aHue BbiTOBbIX YCNyr (Aanee — opraHnsauum).

CraHaapTt ycraHaBnMBaeT HOMEHKNATYPY nokasaTenen kareropum opraHmsauui ana scex BUAoB Obl-
TOBbIX YCIyr, METOA ONpeAEneHuns KaTeropum opraHn3auum.

2 HopMmaTuBHbIE CCbISIKU

B HacToAwWweM ctaHAapTe UCMONb30BaHbl HOPMATUBHBIE CCbISIKM Ha cneaylwme CTaHaapThl:
FOCT ISO 9000—2011 Cucrembl meHegXmeHTa kayectsa. OCHOBHbIE NOSMOXEHUSA U CROBapb
FOCT ISO 9001—2011 Cucrembl MeHeaKMeHTA kadecTsa. TpeGoBaHus

MpumMmeyaHune — lpu NonbL3OBaHMN HACTOALMM CTaHAAPTOM LeNnecoobpa3sHo NpoBepuTb AeicTBre CCbl-
NOYHBLIX CTaHAapTOB B WH(OPMAaLMOHHOW cucTeme obLyero Nonb3oBaHUs — Ha oduumansHoM cailTe PegepanbHoro
areHTCTBa MO TEXHUYECKOMY PEryriMpoBaHUio U MEeTPONoru B ceT MIHTEpPHET UNK NO eXerogHoMy UHGOpMaLMOHHOMY
ykasaTento «HauuoHankeHele cTaHAapTeI», KOTOpbIiA onyBrnMkoBaH Mo COCTOSIHUIO Ha 1 siHBaps TEKyLLero roga, W Mo Bbl-
rMyckam exeMeCcsiMHOro MHGOPMaLMOHHOrO ykasaTensi «HauuoHanbHble cTaHgapThi» 3a TEKyLMiA rog. Ecnu cehbinoyHbIi
CTaHAapT 3aMeHeH (M3MEHeH), TO MpW MONb3OBaHWM HACTOSMM CTaHAapPTOM CrieyeT PyKOBOACTBOBATLCA 3aMEHsIto-
MM (M3MEHEHHLIM) cTaHAapToM. Ecnu ccbinouHblil cTaHaapT oTMeHeH 6e3 3aMeHbl, TO MOMOXeHWe, B KOTOPOM AaHa
CChIfka Ha Hero, NPUMEHSETCA B YacTH, He 3aTparuBatoLLeit STy CChInky.

3 TepMmuHbI U onpeaeneHus

B HacTosweM cTaHgapTe npuMeHeHbl TepMuHbl Mo TOCT ISO 9000, no HauMOHanbLHLIM CTaHAAp-
Tam*, JENCTBYIOLLMM HA TEPPUTOPUM FOCYAAPCTBA, MPUHABLLErNO CTaHAapT, U CneayloLmue TEPMUHbI C COOT-
BETCTBYIOLLMMM ONpeaeneHusAMu:

3.1 «ycnyra», «06CnyXuBaHue», «NpPefoCcTaBneHue YCrnyru», «ycrioBuUsi OGCRyXUBaHUSA»: MO
HaUMOHanNbHbLIM CTaHAapTaM*, 4eNCTBYIOLLMM Ha TEPPUTOPUM rOCYAapCTBa, NPUHABLLIETO CTaH4apT.

3.2 «<kavecTBO»: N0 MOCT ISO 9000.

3.3 «pesynbTaT yCcryruy»: N0 HauuoHamnbHbIM CTaHgapTam®, AeiCTBYIOLMM Ha TEPPUTOPUM rocyaap-
CTBAa, NPUHABLUErO CTaH4aprT.

3.4 «ObITOBaA ycnyra»: N0 HaUMOHaNbHbIM CTaHAapTam*, AEWCTBYIOLUM HA TEPPUTOPUM rocyaap-
CTBAa, NPUHABLUErO CTaH4apT.

3.5 kareropus opraHusauumu B cdepe ObITOBLIX YCIYr (Oanee - Kareropus opraHusaumm): Knac-
cuhukaUMoHHas rpynna opraHu3auuii B cpepe ObITOBLIX YCIyr 04HOro Buga (tuna), 06beanHEHHbIX 06LLUM
YPOBHEM BO3MOXHOCTEWH NPEAOCTaBNATL YCMYr BICOKOrO Ka4ecTBa U (hakTM4ecKoro Kayecrsa okasbiBae-
MbIX YCIyT.

3.6 knaccudmkayua opraHusaumii cepbl ObITOBLIX YCIYr Ha KaTeropuio (ganee - Kareropupo-
BaHwue): lNpoueaypa OLUeHKU COOTBETCTBUS, CBA3AHHAA C OTHECEHMEM OpraHuM3aLun K OnpeaeneHHon kaTe-
ropum Ha OCHOBAHWM WCCMEAOBAaHWS 3TOW OpraHU3auMmu u NPeaoCTaBIIAEMbIX €0 YCNYr C y40CTOBEPEHUEM

* Ha TeppuTtopumn Poccuiickoih ®epepauumn — no MOCT P 50646—2012 «Ycnyru HaceneHuto. TepMUHLI U onpe-
AeneHus»

M3pgaHue oduumanbHoe
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pesynbTaTta uccnegoBaHusa B NMCbMEHHON hopme.

3.7 nokasaTtenu kaTeropupoBaHusA: XapaKkTepUCTUKN ObITOBLIX YCIYr U OKa3blBaKOLLUX UX OpraHu3a-
LU, 3Ha4YEeHUs1 KOTOPbIX CPABHUBAIOTCA C YCTAHOBMEHHbIMU B NpaBunax knaccudukauum guanasoHamy 3Ha-
YeHUI nokasaTenen KkadecTea Ansg onpeaeneHns KaTeropum nccneayemMon opraHmsaumm.

3.8 kpuTepumn kateropupoBaHua: Komnnekc TpeboBaHMint U YCIOBUSA OTHECEHUSA OpraHu3auuii K Ton
UITM MHOWN KaTeropuu.

4 O6Owue TpeboBaHUsA

4.1 HopmaTtusHyto 6a3y KaTeropupoBaHusi COCTaBNSAIOT:

- TEXHUYECKME PEernamMeHThl;

- MeXAyHapOAHbIE U HALMOHAamNbHbIE CTaHAaPThI;

- CaHMTapHbIE NpaBuna u HOPMel;

- HOpMaTMBHbIE AOKYMEHThHI M MpaBuna, cogepxawime TpeboBaHuA K xapakTepucTukam ObITOBbIX YC-
YT U OKa3bIBAIOLLUM UX OPraHu3aumusiM BCEX KaTeropuii;

- Apyrue AOKYMEHTbI, KOTOPbIE YCTaHaBNMBAaKOT TpeboBaHUsA Kk kauecTBy U 6€30NacHOCTU ObITOBbLIX YC-
nyr u AeATenbHOCTU OpraHu3auuii.

4.2 OCHOBHbIMM LENSAMU KAaTETOPMPOBAHUS OpraHusaumuin cdepbl ObITOBOr0 006CNyXNBaHUSA ABMNAIOTCA:

- BBeAeHWe AndPepeHUMpoBaHHOro nNoaxoaa K opraHu3auusamM, pasnuyarwmmMmecs no KayecTBy OKa-
3blBaeMbIX ObITOBLIX YCMyr, NpU peanu3auuM pernoHarnbHbiX NPOrpaMM U MEpPOMNPUATUA COLMUANbHO-
3KOHOMUYECKOTO Xapakrepa;

- NOBbILLEHNE UHCPOPMUPOBAHHOCTU NOTPEOUTENA O KAYECTBE YCNyr ANS NpeaynpexaeHns 4eNCTBuUn,
BBOASALLMX B 3a0nyxaeHne notpedbutens, 1 060CHOBaHHOCTH BbiIBOpa UM opraHm3aumu;

- co3aaHne BO3MOXHOCTU KOMNETEHTHOrO NOATBEMKAEHUSA KAYECTBA YCNYr B PeKNaMHbIX Liensx;

- NOBbILLUEHNE UHPOPMUPOBAHHOCTM OPraHM3aumii 0 KaYeCcTBe yCNyr, OKa3blBAEMbIX B PETUOHE;

- MOBbILLIEHNE KOHKYPEHTOCMOCOBHOCTU OpraHu3aLuii;

- 0603Ha4eHne 6a30BbIX CTyNEHel kayecTBa Ansa OLEHKN Pa3sBUTMSA OpraHu3auuin u oTpacnu, KoTopele
MOXHO UCMONb30BaTh B KAYECTBE CTUMYIIOB ANS CaMOPa3BUTUSA OpraHM3aLuii;

- CTUMYNMpPOBaHME pa3BuTUA JOOPOCOBECTHON KOHKYPEHLMK B chepe BbITOBOro 0OCNY>KUBAHUS.

4.3 OCHOBHbI€ NMPUHLMUNbI KATErOPUPOBAHUA OPraHM3aLuin

OCHOBHbIE NPUHLMMbI KATEFOPUPOBAHNSA OPraHU3auuin BKIOYaloT B Ce04:

- OLIeHKY OpraHu3auum B LENSAX KAaTEroOpMpoBaHUS No TPEM HanpaBneHUsIM:

OLIEHKY Ka4yeCTBa OKa3blBAEMbIX OpraHm3auunen ObITOBbIX YCNYr N0 CTENEHU YAOBNETBOPEHUS NOTPEOD-
HOCTeN noTpedutens;

OLIEHKY BO3MOXHOCTEN U AEeATENbHOCTU OpraHn3auum rno noaaemkaHuto CTabunbHOCTU U NOBbILLEHUIO
KavecTBa ycnyr;

OLeHKY pe3ynbTaToB B3auMOAENCTBUA OpraHn3aumm ¢ obLeCTBOM U OKpyxatoLlein cpegon (NoBoYHo-
ro achchekra, yuiepba ans obuiecrea);

- NPOBeAEHNE KaTEropupoBaHusa No MHULMATUBE OpraHusaumnin Ha JOOPOBOIIbHOW OCHOBE;

- cobnoaeHue opraHuM3aumMen yCTaHOBMEHHbIX COOTBETCTBYIOLLMMU OpraHaMmu oBsA3aTenbHbix Tpebo-
BaHWUi 6€30MacHOCTU U Hanuuue yaoctoBepeHuint 6e30nacHoCTu (CepTUdMUKaTOB, 3aKMIOYEHUA U T. N.), Npe-
OYCMOTPEHHbIX HOPMATUBHLIMU MPaBOBbIMA akTamu, AEWCTBYIOLLMMU Ha TeppuTopuM rocyaapcrea, npu-
HSIBLLIEro CTaHaapr,

- cobnogeHne KOHPUAEHUMaNbLHOCTM MHAOoPMaLum 06 opraHn3aumm, COCTaBNSIOWLEN KOMMEPYECKYHO
Tanuy;

- HE3aBUCUMOCTb CYOBEKTOB MPOLIeAYPbl KATErOPMPOBaHUS (IKCNEPTOB, KOMUCCUU U T. M.) OT 0ObekTa
KaTeropupoBaHusa (Mccneayemoi opraHusawum);

- KOMNETEHTHOCTb CYOLEKTOB NPoLUEeAYPbl KATErOPUPOBAHUS;

- FMAacHOCTb pe3ynbTaToOB KaTeropupoBaHus.

4.4 OCHOBHblEe MPUHLMMNbI KATEFOPUPOBaHUS OpraHu3aumin Heobxoaumo cobnoaate ANA Npeaynpex-
JeHus 4eCTBUM, BBOAALLMX B 3abnyxaeHue notpeduteneii ycnyr, a Talke Ans noBblLUeHUS AOCTOBEPHO-
CTU OL|EHKU KaTEeropum opraHnusauuii.

4.5 Kateropumu opraHusaunii B cpepe ObITOBbIX YCIyr NoApasaensioT Ha BbICLLYIO, MEPBYIO U BTOPYHO
KaTeropum B 3aBUCUMOCTM OT YPOBHSA BO3MOXHOCTEW OpraHusauuv npeaocTtaBnsiTb YCMYru BbICOKOTO Kaye-
CTBa U (PaKTUYECKOr0 KauecTBa OKa3biBAeMbIX UM YCIIyT.
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MpumevaHunsn

1 ObazaTenbHoe ycnosue NPUCBOEHUS OAHOW KaTeropuu BCeil opraHusauuu, uMetowwein nogpasaenenus, otae-
NeHuA, HoMepa — Hanuine He MeHee 70 % CTPYKTYPHbIX €4UHWULL OAHOW KaTeropun. B JOKYMEHT, yaoCcToBepsioWMUi Ka-
Teropuio, AofMKkHa ObITb BHECEHa MH(OPMaLUs O KaTeropusix nofgpasgerneHuii, HoMepoB U T. 4.

2 [onyckaeTca kaTeropupoBaHue OTAeNbHbIX NOApasferneHnid, Hanpumep, NPUEMHbIX NYHKTOB XWMYUCTOK, Npa-
YEYHBLIX U T. A.

4.6 PesynbTaTtbl KaTEropMpoBaHMA XapakTepu3yloT YPOBEHb KayecTBa GbITOBbLIX YCAYr, OKa3biBaeMblX
opraHu3aumen, u MOryT UCNOMb30BaTbCA B PEKNaMHbIX U MH(OPMAaLMOHHbLIX Lensax B kayecTse 060CHOBa-
HUA ANA YCTAHOBNEHWUA LIEH HA YCIYTU NPU CTaTUCTUYECKNX UCCEeJ0BaHUAX AMHAMUKU Pa3BUTUA OTpacnu.

MHdopmaumsa 0 NpUCBOEHHbIX KaTeropusix AO0rHkHa MPUCYTCTBOBATb HA MHMPOPMALMOHHBLIX CTEHAAX
unu B UHGOPMALMOHHBLIX NPOCNEKTAX OPraHU3aLmMm, MOXET UCMONb30BATLCH B ANEMEHTaX BU3yanbHON pek-
namel, a Takke B NOGOK APYron peknamHoOW NpOAYKLUK.

4.7 YcTaHaBnuBaemas KaTteropuss MOXeT CNy>XMUTb OCHOBAHMEM ANA NpefoCcTaBneHusa Nbrot unu eee-
Aenna auddepeHUMpPOoBaHHbIX KOI(MPULMEHTOB ANA OpraHu3auuMm C y4eTOM KavyecTBa 0OKa3biBa€MbIX €10
ObITOBbIX YCAYr NPU peanu3aunn perMoHanbHbIX NPOrpamMmm CoLMasnibHO-3KOHOMUYECKOTO Pa3BUTUA.

4.8 KateropupoBaHue opraHusauumu MoXeT ObITb OCYLLIECTBNIEHO B BUAE CAMOCTOAATENLHOW npoueny-
pbl.

4.9 JloKyMEHTbl NO KaTeropMpoBaHMIO opraHu3auuin B cdepe ObITOBbIX yCnyr paspabartbiBalorcsi C
y4eTom aemorpadmyeckux (TepputopuarnbHbix) OCOOEHHOCTEW, HAUUOHANbHLIX TPAAULMA U NPUPOAHO-
KAMMaTUYECKUX YCNOBUM PErMOHOB roCyapCTBa, NPUHABLUETO CTaHAapT, U MOTYT BKMIOYaTbh B cebs kpuTe-
puM OTHECEHUA OpraHM3auuin K pa3nUYHbIM KaTeropusiM, OCHOBHbIE NPU3HAKK, XapaKkTepusyloLumMe KaTeropum
opraHu3aumin, MeToabl OLIEHKU M KOHTPONS 3HAYEHUN NokasaTenein opraHu3aumii B cpepe ObITOBbIX YCNyT.

4.10 3kcnepTu3y AOKYMEHTOB MO KaTEropMpoBaHMIO opraHusauuin B cdpepe ObITOBLIX YCIyr Ha COOT-
BETCTBME HACTOALEMY CTAHAAPTY creayeT NpoBOAMTL B COOTBETCTBYIOLIEM TEXHUYECKOM KOMMUTETE Mo
cTaHaapTUsauumu.

4.11 JOKyMeHTbl N0 KAaTEropupoBaHUIO NOANEXAT PErynspHOMY NepecMoTpy U OOHOBINEHHUIO.

5 HomeHknaTypa nokasarenem Kareropum

5.1 na copMmpoBaHUs HOMEHKNATYPLI NoKasaTenen kKaTeropun opraHusaumii, okasbiBaowmx 6bITo-
Bble ycnyru, Heo6xoanMo ornpesenuTs:

- BUA, OKa3biBaeMbIX ObITOBbLIX YCNyr;

- TUN OpraHu3aLuii, Oka3biBaOLUUX OAHOPOAHbIV BUA ObITOBLIX YCIYT.

5.1.1 MepeyeHb BUAOB U HAMMEHOBAHUI ObITOBLIX YCNYr ONpeaenseTca N0 HOPMATUBHLIM JOKYMEH-
TaMm*, AeiCTBYIOLLMM Ha TEPPUTOPUM rOCYAapPCTBa, MPUHABLLUEro CTaHAapT.

5.1.2 OpraHusauum B cpepe GbITOBbIX YCNyr, OKasbiBalOLME YCNyrn OAHOr0 Buaa, pasnuyaiorcs no
TMNaM B 3aBMCMMOCTM OT HOMEHKNaTypbl (ACCOPTUMEHTA) MPeAOCTaBnseMbIX YCMyr, UX pasHooOpasus u
CMOXHOCTU; TEXHUYECKOW OCHALUEHHOCTU (MaTepuanbHoW 6asbl, MHXEHEPHO-TEXHUYECKOTO OCHALLEHUA U
o6opynoBaHusi, cocTaBa NOMELLEHUI, apXUTEKTYPHO-NNaHWPOBOYHOTO PELLUEHUs 1 T. 4.); METOA0B 06Cnyxu-
BaHUS.

Mpumep - Tunbl op2aHu3sauuil, oKkasbigarowux homoycnyeu: pomouyeHmp, pomozpaghus,
¢homonabopamopus, homokabuHa.

MpuMmedaHune — OCOBEHHOCTU YCAYF KOHKPETHBIX BULOB He TPebyIoT AeneHUs opraHusaLmin Ha TUMbI.

Mpumep - O6padoenie ycnyau.

5.1.3 ®opmmpoBaHMe HOMEHKNaTypbl NOKasaTenen KaTteropuu opraHvu3auuii, okasbiBalOLLMX YCIyru
KOHKPETHbIX BUAOB, OCYLLECTBIIAETCA HA OCHOBE MCXOAHOW HOMEHKNATYpbl NOKa3aTenei KaTeropuu.

5.1.4 B HomeHKnaType nokasaTenei KaTeropuu BblAENSIOT TPU rpynnbl:

- nokasaTtenu 6e30MacHoOCTH;

- nokasartesnim BO3MOXXHOCTE opraHu3auum NpeaocTaBnsiTe YCNyru BbICOKOrO KAYeCTBa;

- nokasarenu pakTU4YEeCKoro ka4ecTea OKasblBaeMbIX YCIYT.

5.1.4.1 Mokasatenu 6e30MacHOCTM BKNIOYAIOT B ceb4:

- Tpe6oBaHust 6e30nacHOCTK, onpeaeneHHble HOPMaTUBHbLIM NPABOBLIM AKTOM UMW B YCTAHOBNEHHOM
UM nopsiake (B TOM YUCIE CAHMTAPHO-3NUAEMUONONMYECKOM, NOXAPHOM, KOSIOrM4ecKon 6e3onacHoOCTH);

- XapaktepucTuku 6e30nacHOCTU XU3HW, 340POBbS, UMYLLECTBA NOTpebuTens, CBA3aHHbIE C OKa3a-
HWEM KOHKPETHBIX YCIYr, AOMOMHUTENbHBIE K YKa3aHHbIM Bbille TPeBGoBaHUAM.

5.1.4.2 MokasaTenn BO3MOXHOCTEW OpraHusauun npeaocTaBnsaTb ObITOBbIE YCIYTU BbICOKOrO KavecT-

* Ha TeppuTopumn Poccuiickoi Gepepauumn geiictayroT [3]



rOCT 32610—2014

Ba NoapasanenaioT Ha ABE NOATrpynnbl:

- XapakTepucTukn hakTopoB KayecTBa (PeCypCoB OpraHu3auun);

- XapakTepucTukm aneMeHToB CUCTEMblI MEHEDKMEHTA KavecTsa.

K chakropam kauecTtBa OTHOCATCA TPYAOBbIE PECYpPCbl OpraHM3auuu, UCMONb3yeMblie NMPU OKasaHuu
ObITOBBLIX yCNyr, MOMeLleHne, 060pya0BaHUe, MHCTPYMEHTbI, MaTepuanbl, TEXHONOMMUA U T. M.

XapakTepucCTUKu 3NIEMEHTOB CUCTEMbI MEHEDKMEHTA KayeCTBa BKNIOYaloT B cebs Hannuue u addek-
TUBHOCTb CMCTEMbI MEHEDKMEHTA Ka4ecTBa OpraHu3aLun unu ee oTAEMNbHbLIX 3NEMEHTOB.

5.1.4.3 Mokasatenu PakTUYECKOro KayecTBa OKasbiBAEMbIX YCAYr OTPaXKaloT XapaKTepucTUKW npo-
Leccos O6CJ1y)KVIBaHI/IH N Ka4eCTBO pedynbTarta OKa3dbiBa€MbiX oprauuaauweﬁ ycnyr, BKno4vasa Hanuvue 3a-
perucTpMpoBaHHbLIX 0OOCHOBAHHLIX >anob unu npeteHsun noTpebutenen 0 HapyLweHUsx ux noTpedurensb-
CKux npas u cneuuduyeckue aAna ycnyr KOHKPETHOrO Buaa XapakTepuCTMKN U3MEHEHUs1 COCTOSIHUA obbekTa

ycnyru Ansa yaoBneTBopeHus notpebHocren notpedburens.
5.1.4.4 CocTaB HOMEHKNATYpbl NOKasaTenen kKaTeropum opraHusauuii Ana 6bITOBbIX YCNYr BCEX BUAOB

npuseaeH B Tabnuue 1.

Tabnuya 1 — HomeHnknatypa nokasareneii kareropuu opraHusaumii B ccpepe 6bIToBbIX yCryr

Moka3saTtenu

PekoMeHayemMoe AOKyMeHTanbLHoe
nogTBepXxaeHne

MeToabl OLIeHKN U KOHTpOnNS
nokasarenew

1 Xapakrepuctukm 6e30nacHOCTU

1.1 Tpe6GoBaHna Ge3onacHOCTM, onpeae-
NEeHHble HOPMAaTUBHbLIM NPaBOBbIM AKTOM
UM B YCTAHOBNEHHOM UM nopsiake

1.1.1  CaHuTapHO-3nuaemuonoruyeckas
6Ge3onacHoCTb

1.1.2 MNoxapHasa 6e30nacHOCTb

1.1.3 Bkonoruyeckas 6e30nNacHOCTb

1.2 Xapaktepuctuku 0e30nacHOCTU XKu3-
HW, 340pPOBbS, MMyLLECTBA noTpedutens,
AononHuTenbHbIe K 1.1

1.2.1 OGecneyveHne COXPaHHOCTM UMyLLE-
cTBa noTpebutens, KOTopoe sBnseTcA
06bEeKTOM yCcnyru

1.2.2 OBecneYyeHne CoOXpPaHHOCTU NNYHbIX
Bellen notpebutens (ons psaa coumarnb-
HO-KYTbTYPHBIX YCIyr)

1.3 Xapaktepuctuku 6e30nacHOCTU OKpY-
XaroLlen cpefbl, 4ONONHUTENbHbIE K 1.1

MpaBunbHO OPOPMAMEHHbIE A0KY-
MeHTbl (cepTudumkaTbl, 3akniove-
HUA U T. N.), noaTBepXaioLme
BbINONHEHUE TpeboBaHuM

OTcyTcTBME  *anoo,
cKknagauT. 4.
Hanuuune rapaepoba, ceiicha u T.
[. UK Yeka 3a XxpaHeHue
MoaTsepxaatowme OOKYMEHTBI
(noroBop Ha BbIBO3 MycOpa, BOSIOC

nT. 4.)

Hanu4une

AHanNu3 AOKYMEHTOB

AHanu3  OpraHu3auuoHHO-
TEXHUYECKUX BO3MOXHOCTEN
opraHu3aumu no BbIMONHe-
HUIO  TpebGoBaHuii  u/unm
aHanu3 10KyMEHTOB

2 lMokasatenu BO3MOXHOCTEN oOpraHu3a-
UMM NPeaocTaBnsATb YCMYrn BbICOKOrO Ka-
yecTBa

2.1 XapaktepucTuku ¢akTopoB Kayecrea
(pecypcoB opraHu3auun)

2.1.1 XapaKkTepucTuku Kagposoro cocra-
Ba, oOpasoBaHua u kBanudukayumn pa-
GOTHMKOB-UCNOSNHUTENEN YCNYTU

2.1.1.1 Hanuuue KOHKPETHbLIX cneunanu-
CTOB (NpueMLumKa, NATHO-BLIBOAYUKA, aa-
MUHUCTpaTOpa U T. N.)

2.1.1.2 O6pasoBaHue u kBanudukaums
paGoTHUKOB

2.1.1.3 Craxx paboTbl N0 CNeuUanbLHOCTU
2.1.1.4 PerynapHoCTb u coaepxaHue no-
BblWEHUA kBanudukauum pabOTHUKOB,
perynapHas atrecraums

JOKYMEHTHI, noaTeepxaaiowue
obpa3soBaHue, kBanudukaumio,
aTTecTauuio, yyactue B KOHKypcax
M T. M., 3aNUCN B TPYAOBbIX KHWX-
Kax Wnu cnpaBka, 3aBepeHHas
PYKOBOAUTENEM OpraHn3aLum

AHanus [OOKyMEHTOB (KO-
nui), 6ecena ¢ paboTHUKa-
MM OpraHu3auum
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PekomeHayemoe foKyMeHTanbHoe

MeToAbl OLEHKN U KOHTPO-

paboTHUKOB B KOHKypcax npodeccuo-
HanbHOrO MacTepcTBa, BbICTaBKax W T.M.
(ans ycnyr, Tpedylowmx TBOPYECKOTO Noa-
X04a K BbINOSIHEHUIO 3aka3a)

21.1.6 Keanudukaums pykoBOAALLErO
nepcoHana opraHu3aLuu:

- HanM4ue B aAMUHUCTPALMK OpraHu3auum
COTPYAHUKOB C BbICLUMM 9KOHOMUYECKUM
o6pazoBaHneMm unu o06pa3oBaHWEM Me-
Hegxepa B cdepe cepsuca

- MOBbILIEHME KBanudukaumm npeacrasu-
TenAMM agMuHMCTpauum B o6nacrtu ako-
HOMWKM, NpeanpUHUMaTenbLCTBa UM Map-
KEeTWHra ycryr 3a nocneHue Tpu roga
2.1.2 XapakTepucTUKM UCMOSb3yemoro
npu okasaHuu ycnyr o6opynoBaHust (MHCT-
PYMEHTOB)

2.1.2.1 Hanuyne cneumanbHOro oGopyao-
BaHUsA (MLHCTPYMEHTOB)

21.2.2 Wcnonb3oBaHne COBPEMEHHOr0O
NPOrpeccMBHOTO 0BOPYAOBaHUA (MHCTPY-
MEHTOB)

2.1.2.3 OGcnyxwuBaHue obopygoBaHusa (B
T. Y. PErynApHOCTb 0OCNY>XMBAHUS)

2.1.3 XapakrepuCTMKU UCMONb3yeMbIX MPK
oKasaHuu ycnyr maTepuanos
21.31 Wcnonb3oBaHue
XUMUYECKUX MaTEPUanos

COBpPEMEHHbIX

2.1.3.2 Wcnonb3oBaHne  (OUPMEHHBIX
6naHkoB npu opopmneHnn 3akasa

2.1.3.3 lMNMpumMeneHne cneumanoHon (pup-
MEHHOMW) yNakoBKW NpU Bblgaye 3aKasoB
(Ansa Nnpon3BOACTBEHHbIX YCAYT), STUKETOK
2.1.4 XapakrepucTuku NpUMeHseMbIX Npu
oKaszaHuK ycnyr TeXHOSOrnim

2.2 XapaktepucTuUKn 95IEMEHTOB CUCTEMbI
MEeHePKMEeHTa kavyecTsa

221 CreneHb AOKYMEHTUPOBAHHOCTU
npoLeccoB B OpraHusauum

2.2.1.1 Hanuune n ncnonb3oBaHne TExHO-
NOrUYECKUX MHCTPYKUMA (B T. 4. Ans OT-
AenbHbIX BUAOB YCAYr — XXypHanoB, yyeo6-
HWUKOB), OXBaTbIBAIOWMUX B COBOKYMHOCTU
BCE BUAbl YCNYr, YKa3aHHbIX B MPEWNCKY-
paHTax

MNokasatenu _
NOATBEPXKAEHNUE nsa nokasarenen
2.1.1.5 Hannuue y paboTHUKOB ONbITa Bbl- | [JOKYMEHTHI, noareepxaatwowume |AHann3 JOKyMeHTOB (KO-
NMONMHeHns1 TBOpYeckux paboTt, y4dactue|obpasoBaHue, KBanudukaumio, [nuin), Gecega ¢ pabOTHU-

aTTecTauumio, y4actue B KOHKypcax
U T. M., 3aMNUCKU B TPYAOBbIX KHUM-
Kax Unu crpaeka, 3aBepeHHas py-
KOBOAUTENEM OpraHu3aumm

TexHuyeckas [JOKYMEHTaUMUs Ha
oBopyaoBaHue u/unu cnpaska, 3a-
BEpPEHHas PYKOBOAUTENEM OpraHu-
3aummn

COOTBETCTBYIOLLME 3aMUCKU B XKYp-
Hanax (4OroBop CO CTOPOHHEW Op-
raHusauuen, CneuuanucTom, Ha-
nuyue cneumanucta B LWTaTe, nnad
NnaHoBO-NpeaynpeanTENbHbIX pa-
6orT)

CnpaBka, 3aBepeHHasi PYyKOBOAMW-
Tenem opraHusauuu, u (unu) Aoro-

BOpa C MocTaBLyuKamu, ceptudu-
KaTbl, CaHUTapHO-
anvaemMmonormyeckue 3aknw4ye-

HUA, TEexXHMYeckas AOKyMeHTauus
Ha marepuarnbl
BnaHkun

O6Gpa3subl ynakoBku

[OKymeHTauusi Ha MNpPUMEHsIEMblE
TEXHOMOMMK, TEXHOMOTUYMECKUE WH-
CTPYKUMM U T. .

Hanuuue xypHanos, 3anucei

TexHonornyeckue MHCTPyKLUn

KaMun opraHusauuu

AHanu3 [0KYMEHTOB, BU-

3yarnbHblA OCMOTP

AHanu3 JOKYMEHTOB U Op-
raHUM3aLuMOHHO-TEXHUY-
CKMX BO3MOXHOCTEI opra-
Hu3auuu

AHanuM3 AOKYMEHTOB, Ha-
6niogeHne B opraHu-3auum

AHanus aokymeHtoB, Oe-
cega ¢ paboTHuKamu oOp-
raHusaumm
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[MokasaTtenu

PekoMeHLyeMoe [oKyMeHTansHoe
nogTBepXaeHne

MeToa bl OLIeHKN 1 KOHTpONS
nokasarenewn

2.2.1.2 Hanuyne n ucnonb3oBaHue AOMK-
HOCTHbIX UHCTPYKLIUU

2.2.1.3 Bblcokasg cTeneHb AOKYMEHTUPO-
BaHHOCTU NPOLIECCOB B OpraHusauumn

2.2.2 Hannune ceptumMunpoBaHHOW CUC-
TeMbl MEHeIXXMEeHTa kayecTBa B OpraHu-
3aumn (Hanuyme ceptTudmkara CooTBETCT-
BUS CUCTEMbl MEHEKMEHTa KayecTsa
TpeboBanmam FOCT ISO 9001)

2.2.3 Hanuuue y opraHusaymm [OKYMEH-
TOB, MOATBEPXAAKOLUMX MOBLILLEHHOE Ka-
4YeCTBO OKa3blBaeMblX ycnyr, B T. 4. AO0-
NOJIHUTENbHBIX CePTUPUKATOB COOTBETCT-
BUA; CBWAETENLCTB 06 y4yacTum B KOHKYp-
cax, BbICTaBKax; MONOXUTENbHbIX OT3bIBOB
notpebutenei u T. n.

2.2.4 PerynapHoe B3anmMoencTeme ¢ op-
raHusauusimm HOCUTENAMU BEAYLUMX
TEXHOMOrMYECKUX HAanpaBneHUn [aHHOro
Buaa ycnyr (chpaH4ansuHr, aBTopusauyms,
YyNOMHOMOYMUBAHKE U T. N.)

2.2.5 OpraHusauus KOHTPONs KayecTea B
opraHusauuMu Unu perynspHoe OCyLUecTB-
neHne TaKkoro KOHTPONs CO CTOPOHbI KOM-
naHuin-chpaHyan3epos, 06begnHeHus
npeanpuHumaTenei u T. .

2.2.6 Hannune anemeHTOB MapKeTUHra B
opraHusauuu, B T. 4. opraHusauyus «oo-
paTHON CBSI3N» — OMPOCLI UMW aHKETUPO-
BaHWe notpebuTenei ¢ aHanu3om nony-
YEHHON MHpopMaLK B LENAX NOBbILLEHUSA
kayecTea

2.2.7 BbinonHeHWe aamuHUCTpauuen op-
raHusauum MeponpUATUIA NO NOAAEPXKKE U
NOBbLILLEHWIO KBanuduKkaLum paboTHUKOB

2.2.8 MeHeKMEHT MaTepuarnbHbIX pecyp-
COB (MHCTpyMeHTbl, 06opyaOBaHME MaTe-
puanbl)

2.2.9 Hannyme noCTOAAHHBIX 4OrOBOPOB C
nocTaBLMKaMu W/MNU Hanuyue CUCTeMmsl
B3aMMOAENCTBUA C HUMU Ha OCHOBE B3au-
MOBbITOHbIX OTHOLLEHWI

LOMKHOCTHbIE UHCTPYKL MK
JOKYMEHTUPOBAaHHbIE NPOLECChI

CepTtudukaT COOTBETCTBUSA

CepTudmkatbl, AUNNOMbI, CBUAE-
TenbCcTBa, GnarogapHoOCTH, 3anucu
B KHUTE OT3bIBOB U MPEANOXEHUN,
nybnukauum B npecce

Horosopa

PeructpaymoHHele 3anucu o0 pe-
3ynbTaTtax KOHTPONA cornacHo 4o-
ropopam

AHKeTbl, pesynbTaThl 06paboTku
onpocoB notpedutenen n T. n.

CnpaBka, 3aBepeHHas pPyKOBOAM-
Tenem opraHusauum

CnpaBka, 3aBepeHHas pyKoBOAU-
Tenem opraHu3auum

Horosopa ¢ nocrasLyykamMmu

lNpoBepka AOKyMEHTA

AHanu3 4OKYMEHTOB

be-
op-

AHanu3 [JOKyMEHTOB,
cega ¢ paboTHukammu
raHusaumm

Ge-
op-

AHanus [JOKYMEHTOB,
cega ¢ paboTHukammn
raHusauum

AHanu3 [OKYMEHTOB, CO-
Luuonornyeckme MeToabl

Becenqa ¢ paboTHukamu
opraHusauuu

PerncrpayuoHHbIn MeTos

3 Tlokasatenu akTU4YECKOro Kayecrsa
OKa3blBaeMbIX ycnyr

3.1 XapakTepucTuku NpoLeccoB 06Cnyxu-
BaHUs

3.1.1 Xapaktepuctuku oOOpPMIEHNUA |
obopynoBaHus 3aaHust U 3anoB 06CIyXu-
BaHus

3.1.1.1 XyaoxectBeHHOe odpopmneHue
opraHusauuu

3.1.1.2 Hanunuue obLuero cTunsa oaexabl y
paboTHMKOB, B3aMMOAENCTBYIOLLMX C MNO-
Tpebutenem

6

MNepeveHb aneMeHToB

BuayanbHbIii OCMOTP

BusyanbHbIi OCMOTP
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[NokasaTtenu

PekoMeHayeMoe AoKyMeHTanLHoe
NoATBEPXKAEHUE

MeToabl OLIEHKN U KOHTPpONS
nokasartenemn

3.1.1.3 Hanuuue dupmMeHHOro cTunsa y
opraHusauuu

3.1.1.4 Hanuuue CBETOBbLIX 3NEMEHTOB
ohopmMmneHus 3aaHua

3.1.1.5 Xapakrepuctuku coctasa nome-
LWeHun (B T. 4. nnowyagen)

3.1.1.6 Ypo6ecreo (komM(pOpTHOCTL) 060pY-
AOBaHUSA NOMELLEHWI AN 00Cny>XUBaHUs
(mebenb, cucrema KOHAULIMOHUPOBAHMA
BO34yxa, Tyanet Ans NoCeTUTeNen ¢ KOM-
NAEKTOM CaHUTAPHO-TUTMEHNYECKUX
CcpeacTtB U T. N.)

3.1.1.7 Xapaktepuctuku uU3n4eckux yc-
nosuit obcnyxueanus (TemnepaTtypa BO3-
Ayxa, BMaXHOCTb, 3anaxu, 3BYkKM U T. N.)
npu ANUTENBHOM NPUCYTCTBUMU NOTPEOM-
Tens B OpraHn3auum

3.1.1.8 O60COONEHHOCTb KNMeHTa oT Apy-
TMX noceTutenelw opraHusauum npu 00-
cnyxuBaHuu (NpuBaTHOCTD)

3.1.1.9 Hannumne passnekaTtenbHbIX 3ne-
MEHTOB B MOMELLEHUAX ans obcnyxuea-
HUS (TENEBU3OP, XKYPHanbl U T. 1N.)

3.1.1.10 Hanuune ynoBHOI NapKOBKKU aB-
TOMAalUMH HA npuneratowen kK opraHusa-
Uun TEPPUTOPUM W/mnu yagoBbHOro nogbes-
Ja K HeMy TpaHcnopTta

3.1.2 XapakTepuCTuku cocTaBa ycnyr u
dopm obcnyxmBaHms

3.1.2.1 O6bem u pasHoobpasue accopTu-
MEHTa ycnyr

3.1.2.2 Hanuune Bble3gHON U CTauuoHap-
HOW hopM 0BCNY>KMBaAHUSA

3.1.2.3 Hanuuue CpO4HOro BbINOSHEHUSA
3aKa3oB, 9KCNpecc-06CnyxuBaHusi

3.1.2.4 OpraHuzauusi KOMMIEKCHOro 06-
CnyXuvBaHus

3.1.2.5 Hanuune aBoHeMeHTHOro obcny-
XKUBaHUA

3.1.2.6 OkasaHMe KOHCYNbTALMOHHbIX YC-
nyr

3.1.2.7 BO3MOXHOCTb MpeaBapuTenbHON
sanucu

3.1.2.8 Peanusauua conyTcTBYIOLUMUX TO-
Bapos

3.1.2.9 Hanuune camoobenyxmsBanusa (Ha-
npumMmep, npayeyHole)

3.1.2.10 Hanu4uMe KOHKPETHbIX yCnyr B
acCopTUMEHTE
3.1.211 3aBepsemble pyKOBOAUTENEM

opraHusauuMm Hanuyue JOMOSIHUTENbHOro
cepsuca, NpeaocTaBneHne opraHusaunen
COMYTCTBYIOLMUX (CMEXHbIX) yCryr

CnpaBka, 3aBepeHHas pPyKoBOAM-
Tenem opraHusauuu, unu cnpaska
Ol10p0 TEXHUYECKOW WHBEHTapU3a-
uun

[NepeveHb aneMeHToB

TexHuyeckana AOKyMeHTauus Ha
obopyaosaHue, nogaepxusaioLiee
Tpebyemble ycnosus

Hanuune otaenbHbIX NOMELWEHUN,
kabuHeToB, 06OPYAOBAHMA U T. 4.

MNepeveHb aneMeHToB

[penckypaHT Ha BCe yCrnyru
MNpukasbl No opraHusaum
MpenckypaHT Ha BCe yCryru
Horosopa ¢ notpebutensimm
Horoeopa ¢ noTpeburensamu
[oroBopa unu 3anucu B >xypHane
Mpukas no opraHusaumm

JnueH3us Ha Toproenio (Npu Hanu-

uan  TpeboBaHU  HOpPMATUBHBIX
NPaBoOBbIX aKTOB), CTEHAbI C TOBa-
pamu

BnaHku porosopoB ¢ noTpebure-
namMmm
MpenckypaHT

KeutaHuuu, gorosopa ¢ notpebu-
TensaMu

AHanus JOKyMeHTOB

OpraHonenTuyeckne Me-
TOAbI
AHanu3 [AOKYMEHTOB, Op-

raHonenTu4eckue MetToabl

OpraHonenTuyeckue
TOAbI

OpraHonenTuyeckue Me-

TOoAbI

Bu3yanbHbIit OCMOTP

AHanu3 JOKyMEHTOB
AHanus 4OKyMEHTOB
AHanu3 4OKYyMEHTOB
AHanus gOKyMeHTOB
AHanus gOKyMeHTOoB
AHanu3 JOKYMEHTOB
AHanu3 JOKYMEHTOB

AHanu3 [JOKYMEHTOB, BU-

3yarbHblii OCMOTP
AHanu3 JOKYMEHTOB
AHanu3 JOKYMEHTOB

AHanu3 JOKyMEHTOB
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MNokasaTtenu

PekoMeHayeMoe AOKyMeHTanbHoe
NoATBEPXAEHUE

nokasateneu

MeToab! OUEHKU U KOHTpOnA

3.1.2.12 B03MOXHOCTb Bbl30Ba MO Tene-
OHY COTPYAHMKOB OpraHu3auum AnAa
odopMneHusl, NPUHATUA u (MNK) BbLINOJI-
HeHusA (Bblgauu) 3akasa

3.1.2.13 JocraBka obbekTa ycnyru ot no-
TpebuTensa K UCMOMHWUTENIO U NOCNE Bbl-
NOSITHEHUA yCNyru — K notpeburento
3.1.2.14 OxasaHve nomow B NOrpyske
(pa3srpy3ke) KpynHorabapuTHbIX OOBLEKTOB
yCcnyru Ha TpPaHCnopTHbIE CPEACTBA 3aKas-
yuka

3.1.2.15 lNpepocraBnexHue norpedurensim
CpeAcTB Marnow MexaHusauuu Ans nepe-
MeLLeHUss KpynHorabapuTHbIX OOBLEKTOB
ycnyru

3.1.2.16 BpemeHHas 3ameHa (Ha nepuoj
PEMOHTA WU TEXHMYECKOro oBChyXuBa-
HUA) 00bekTa ycnyr Ha UCNPaBHbIA O0bL-
€KT, SABNAIOWMIACA COBCTBEHHOCTLIO MC-
nonHuTens

3.1.3 Hanuuune cuctembl CKMAOK U cneum-
anbHbIX ycnosui obcnyxuBanus Ans OT-
JenbHbIX KaTeropui notpebutenen (B 1. u.
MOCTOSIHHbIX)

3.1.4 BpeMeHHble xapakTepucTuku o6-
CNyXXMBaHUA

3.1.4.1 Ypo6cTtBo pexuma pabotel opra-
HU3aLuun (NPUEMHOIO NMyHKTA):

- KONIMYECTBO NPUEMHBIX HaCOB B HeAenio

- paboTa opraHusaumu B NO3gHNE Yachbl

- paboTa opraHu3aumu B paHHUE 4achbl

- paboTa B BbIXOAHbIE JHU

3.1.4.2 KpyrnocytouHoe obcnyxuBaHue
3.1.4.3 OnepaTtMBHOCTL 0OBGCNY>XMBaHUA,
BbIMOJNIHEHNS 3aKa3a

3.1.4.4 Bpemsa oxuaaHusi notpebutenem
npeacraBuTens opraHusauuu npu obeny-
XKUBAHUU HA AOMY

3.1.5 NHbopmaLMOHHbIE XapakTepUCTUKK
3.1.5.1 lpepoctaBneHue noTpebuTEnsmM,
HaceneHuto AONOMHUTENBHON (K YCTaHOB-
NEHHON HOPMAaTMBHbIMM NPaBOBLIMKU  aK-
Tamu) Nones3Hon uHdpopmaumm, CBA3aHHON
C OKasaHWeM [JaHHOro Bwaa ycnyr u no-
TpebneHunem ux pesynbTaToB — pa3meLlle-
HMe wuHdopmauuu B opraHusauum (Ha
CcTeHaax), cnpaBOYHMKaX, cpeacTBax Mac-
COBOM MHpOpMaLMK U T. N.

3.1.5.2 Pasmeuwenne uHdopmauun 0
nNpeanpuaTUKM U ero ycryrax Ha TemaTunye-
CKOW CcTpaHuue rnobanbHOn TenekoMmy-
HWKaLUMOHHOW ceTu VIHTepHeT

3.1.5.3 Hanuuue tenedoHHON aucneTyep-
CKOW Cy»Dbl

Mpukas no opraHusauuu, peknama

Hanuuue TpaHcnopTa, AOKYMEHTbI
Ha TpaHcnopT

MpeickypaHT,
ycnyru

AONONHUTENbHbLIE

Hanuune TpaHcnopra, AOKYMEHTbI
Ha TpaHcnopT

Hanuuue samenHoro coHaa (ao-
KYMEHTbI), AOroBOp C noTpebute-
nem

MpenckypanT unu Apyroin AoKy-

MEHT

BbiBecka Ha Bxoae

BbiBecka Ha Bxoae

MpeickypaHT, CPOYHOCTL NpPeaoc-
TaBrneHust ycnyru

>Kano6bl notpebutens

Konnsi ob6bABNEHUN B UCTOYHMKAX
MHpopMaL K

Mudpopmauua ns cetn UutepHet

Hanuune BHYTpeHHEWH CBA3KW, Te-
negoHoB

AHanu3 4OKYMEHTOB

AHanu3 AOKYMEHTOB,
3yarnbHbI OCMOTP

AHanu3 4OKYMEHTOB
AHanus [OKYMEHTOB,
3yanbHbIA OCMOTP
AHanu3 [J0KYMEHTOB,

3yarnbHbIA OCMOTP

AHanu3 JOKyMEHTOB

Ocmotp

OcmoTp
AHanus 4OKyMeHTOB

AHanu3 4OKyMEHTOB

AHanu3 4OKyMeHTOB

AHanu3 4OKyMeHTOB

OcmoTp

BU-
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PekoMeHayemMoe AOKyMeHTanksHoe
noagTBepXxaeHune
ByMaxHaa Konusi MMEHHbIX 3Ha4-

KOB

MeToabl OLEHKU U KOHTPONS
nokasarenen

BusyanbHbii OCMOTP

MNokasatenu

3.1.5.4 Hanuuue y paboTHUKOB, 06CNYXU-
BaOWMX NOTpebuUTENne, UMEHHbIX 3Hauy-
KOB C MHdOpPMaLIMEN O HUX
3.1.5.5 Hanuuue 3apeructpupoBaHHOro B
nNaTeHTHOM BEAOMCTBE 3Haka obcnyxusa-
HUA (TOBAPHOro 3HaKa) UCNONHUTENA U ero
aKTUBHOE UCNONb30BaHUe
3.2 XapakrepucTuku pesynbrata ycnyru
3.2.1 OtcyTrcTBME XanoO, NpeTeHsui rpa-
XKOAH O HAPYLUEHUAX UX NOTPeOUTENbCKMX
npas, B T. 4. YAOBNETBOPEHHbLIX B CyAel-
HOM nopsiAke UCKOBbIX 3a8BNEHUN
3.2.2 OTAenbHble nNoKasaTenu KavecTBa
pesyneTata ycnyru (usmepsiemble BbIGO-
po4yHOo, nabopaTopHbIMU METOAAMU U T. 1.)
3.2.3 ObecneyeHne BbIMNONTHEHMSA OpPraHu-
3auuaMun 3aka3oB NMOBbILLEHHOW CIIOXHO-
cTn, 0c060 MOAHLIX, OPUTMHATbHLIX, Tpe-
OyloLWMX WMHAWBUAYANLHOTO TBOPYECKOro
nogxoga u . n.
3.2.4 OTcyTCTBME NOBTOPHLIX PEMOHTOB B
nepuos rapaHTUMHOrO CpOKa, YCTaHOB-
JNIEHHOTO OpraHu3auusiMm Ha BbINOJHEH-
Hbl€ UMK paboThl

MpuMmedyaHus

1 BMecTo opUrMHanoB LOKYMEHTOB MOMYT WCMONbL30BaTLCSA KOMUK, 3aBEPEHHbIE B YCTAHOBMEHHOM Mopsiike py-
KoBoaAUTeneM opraHusaunin, nunéo JIMUOM, YNONMHOMOYEHHBIM PYKOBOAUTENEM.

2 CnpaBKu, 3aBepsieMble PYKOBOAWUTENEM OpraHu3aunu, MoryT ObiTe 06befHEHBI B OAHY, 0DOPMASEMYIO Ha
CTaHA4apTHOM OnaHke opraHusauuu.

JOKYMEHT Ha TOBApPHbIN 3HAK AHanu3 4OKYMEHTOB

Knura xano6 v npegnoxeHun AHanus 4OKyMEHTOB

[pOoTOKONbI M3MEPEHUI AHanus [JOKYMEHTOB, WH-
CTpyMEHTanbHbIi U pac-
YEeTHbIN METOAbI

AHanus [JOKYMEHTOB, Op-

raHonenTtu4eckne MeTobl

[oroeopa ¢ notpebutenem

3anucu B XXypHane AHanus 4OKyMEHTOB

5.1.4.5 MNokasatenu KaTeropum opraHusauuii Ans ycnyr KOHKPETHOrO Buaa BbIOMPAKOTCH Ha OCHOBAa-
HUM aHamu3a ux ocobeHHocTel. MNpu BLIOOpe nokasarenel cnegyeT YYUTbIBATb NOMOXEHUA HOPMAaTUBHbIX
[IOKYMEHTOB*, AeiCTBYIOLLMX HAa TEPPUTOPUM FrOCYAapCTBa, NPUHABLLErO cTaHaapT. MNpumep BbiGopa noka-
3atenein npuBeaeH B NnpunoxexHun A. B 3aBucumocty ot cneuududecknx 0Co6EHHOCTeN BUga yCnyr 1 TUMoB
opraHusauuini HEKOTOpbIE TPYNMbl U NOArPYNNbI Noka3aTene, NnpuBeAeHHbIE B Tabnuue 1, MOryT OTCYTCTBO-
BaTb.

5.2 3tanbl pa3paboTku HOMEHKNAaTypbl NoOKasaTenen kateropumn anst KOHKPETHOro BMaa ycnyr npuee-
ZeHbl B Tabnuue 2.

Tabnuya 2 — 3Tanbl paspaboTku NokasaTenei kareropum opraHusauuin cepel ObITOBOrO OBCHYXM-
BaHus

3Tan CopaepxaHue aTana MpeanaraeMble METOAbI, NOAXOAbI, UCTOUYHUKN AaHHBIX

3tan 1. YTOYHEeHne BUAOB
W TUNOB OpraHu3auun -—
00bLEKTOB  kaTeropupoBa-
HUA U onpeaeneHne Habo-
pa KaTeropuit 4na Kaxaoro
THhNa

AHanus uenecoobpasHoCTh
KaTeropupoBaHus  OpraHu-
3aumn gaHHoro smaa (opra-
HU3auun, OKa3blBaKOLLMX
KOHKPETHbIN BUA YCIyr)

SKCNepTHLIE OLEHKU; U3yYeHue OnblTa KaTeropu-
poBaHuUsa opraHu3auuini 4aHHOTO BUAA; BbISIBNEHUE
Hanuuua peancHon aud)depeHunaumm opraHusa-
LUuii (2 He ux ycnyr) No KadecTtsy; onpeaerneHue,
[OCTaTO4HO N cTabunbHO KayecTBO paccmaTpu-
BaeMoro Buja ycnyr Ans o6bLekTMBHOro onpefje-
JIEHMs1 KaTeropuu opraHusauum

YTO4HEHNE
HU3auum

Buaa opra-

MpoBOANUTCA HA OCHOBE HOPMATMBHBIX JOKYMEH-
TOB*, AENCTBYIOLLMX HA TEPPUTOPUN TOCYAapCTBa,
MPUHSIBLLErO CTaHAAPT, C y4eTOM COBPEMEHHbIX
TEHAEHUMI U3MEHEHUSA BUAOB YCIIyr

* Ha Tepputopumn Poccuiickoit hefepaumn peiicteyet FTOCT P 52113—2003 «Yenyrn HaceneHuo. HomeHkna-

Typa nokasartenemn kadecTeay
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OKOHYaHue mabnuubi 2

OTtan

Co,qep)KaHme STana

MpeanaraeMble METOAbI, NOAXOAbI, UCTOUYHUKN AaHHBIX

Bbiaenexue OTAENbHbIX
TWUMNOB OpraHn3aLun

AHanu3 HanuuMa Ha PbIHKE YCMNyr YCTOWYMBbIX
rpynn opraHu3auui, XapakTepu3yloLmxca O0Co-
OeHHOCTAMKM  OBCRYXMBAHUS WM HOMEHKNaTypbl
npeaocTaBnseMbIX YCnyr, UMeLwmx cneuudude-
CKMe xapakTepucTuku kadectsa (Hanpumep, ¢o-
TOYCNYIn: YETbIPE TUNAa opraHnsaymnn)

OnpepenexHue Heobxo-
AVMOCTU KaTeropupoBaHusa
opraHusauum no OoTAene-
HuaM (noapasgeneHusm)

WceneposaHue creneHun audpdepeHymaymm kade-
CTBa YCnyr Ana pasnuyHblX NOCETUTENEN B 3aBu-
CUMOCTU OT OTAENEeHus, noapasaeneHuss opraHu-
3auun (HanpuMep, ycnyru 6aHb, AyLIEBbIX, CayH)

Onpenenexnue ynucna u Ha-
MMEHOBaHUIA KaTeropuin

YTOUHAETCA C y4ETOM UCTOPUYECKU CIIOXMBLLMXCA
CUCTEM KaTeropuii, xapakTepusyoLmx Ka4yecTBo M
KynbTypy OOCNyXMBaHMUS C MNONPAaBKOW Ha BO3-
MOXHOCTb WX MOparnbHOro crapeHus. lloneseH
aHanu3 HaMMeHOBaHUW M BbLIBECOK OpraHusauumn
NS BbISIBNEHWS1 PacNpOCTPaHEHHbIX CIIOB U CIO-
BOCOYETAHUI, XapaKTepu3yloLUMX BbICOKOE Kaye-
CTBO

Oran 2. $opmupoBaHue
Habopa nokasartenen karte-
ropMpoBaHus

CocraBneHue CUCTEMBI
nokasarenemn kateropum

OCyLLl,eCTBJ'IFIeTCFI C ucnonb3oBaHUEM HOMEHKNa-
Typbl NOKa3aTenen kaTeropum Ha OCHOBE aHanu3a
ZAENCTBYIOLLMX HOPMATMBHBLIX JOKYMEHTOB, OMbiTa
KaTteropupoBaHusi B cpepe ycnyr, usydeHus no-
XXENaHWUW NoTpeduTenein U MHEHUS IKCNEPTOB

BbiaeneHue ob6sa3aTtenbHbIX
TpeboBaHun

AHanu3 yCTaHOBMNEHHbLIX rOCyaapCcTBOM 0053a-
TenbHbIX TpeboBaHUit K ycnyram u opraHm3auuu (B
T. 4. no 6e30nacHOCTU) Kak HeobBXoAMMOro ycro-
BUS KATErOPUPOBAHUA

HeneHne nokasatenen Ha
OCHOBHbIE U AOMOMHUTENb-
Hble

YunTbIBaIOTCA CRNOXMBLUMECA B OTpaciu npea-
CTaBneHus o TpeboBaHMAX K KaTeropusM opraHu-
3auuin; 3HAYMMOCTb nokasatens, onpeaeneHHas
onpocamu notpebutenen U IKCNepTHbIMU OLEH-
Kamu; BO3MOXHOCTb ODBLEKTMBHOrO W3MepeHusi
nokasarens

Otan 3. OnpegeneHve ananasoHOB AONYCTUMbIX 3Ha-
YEHUN ANs OCHOBHbIX NoKa3aTenen

BbinonHaeTca No kaxaon kateropum Ha OCHOBE
M3y4YeHUs1 MHEHUS NOTpebuTenen n dKCNepToB U
aHanusa 3HaJYeHumn paccMmaTpusaemMblX nokasarte-
nev B JelCTBYIOLMX OpraHu3aumsax

nokasartenen B bannax

Otan 4. YcraHOBNEHWe CTOMMOCTWU [AOMONMHUTENbHbIX

Onpe,qenmomﬂ C y4eTOM 3KCNepTHbIX MEeTOoA0B
OLIEHKN OTHOCUTENBHON 3HAYMMOCTHU NMoKasaTenemn
(k09hhULMEHTOB BECOMOCTH)

3Jtan 5. PacuyeT kputepusa 6annbHO OLEHKU

Lienecoobpa3Ho COBMECTUTb Crneaylolue MeTo-
Abl: pacyeT Ha abcTpakTHbIX 6a30BbIX MOAENsSX
KaTeropwmii; npobHOe KaTeropupoBaHue pearsbHbIX
opraHu3auuit, KOTOpblE, NO MHEHMWIO 3KCMEepPTOB,
COOTBETCTBYIOT KOHKPETHbIM KaTeropusiM; aHanu-
TUYECKUIA METO

*Ha TeppuTopun Poccuiickon Peaepauumn peirctayet [1]

5.3 MeToAbl OLEHKM U KOHTPONSA 3HAYEHWI nokasaTenei KkaTeropum opraHmsauun knaccuuumpyot

no:

- cnocobam nonyyYeHus uHopmalum;

- UCTOYHMKAM Nosy4eHunss HdopmaLuu.

5.3.1 Mo cnoco6am nony4yeHust HopMaL MM METObl OLIEHKM U KOHTPOMS 3HAYEeHWI nokasaTenen ka-
Teropuv opraHusaluin NoapasaensaioT Ha cneayowme:

- UHCTPYMEHTarnbHbIE;
- PETUCTPALMOHHBIE;
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- OpraHonenTU4eckune;

- pacyeTHbIE;

- aHanuTu4eckue.

5.3.1.1 lHCTpyMeHTarbHble METOAbI OCHOBaHbI Ha NOJSTYYEHWUU UHPOPMAaLUKU C MOMOLLbIO TEXHUYECKUX
CpeacTB U3MEPEHMUS.

5.3.1.2 PeructpaumnoHHble MEeTOAbl OCHOBaHbl HA MCMOMNbL30BAHUN WHGOPMaLMK, NONy4aeMon noj-
CYETOM onpeAeneHHbIX COObITUIA, NPeaMEeTOoB, 3aTpar u T. n.

5.3.1.3 OpraHonentTu4yeckme MeTOAbl COCTOAT B MCMOMbL30BaHUKM MHpOpMaUuK, Noy4aemon B pe-
3ynbTaTte aHanu3a OLyLLUeHUA U BOCTIPUSITUI OT OPraHoB YyBCTB YErOBeKa: 3peHusi, cnyxa, 06oHsaHus, 60-
neBbIX OLLYLLIEHWIA, 0CA3aHUS U BKYCA.

5.3.1.4 Pac4eTHble METOAbl OCHOBAHbI Ha UCMNOMb30BaHUU TEOPETUYECKUX UMK IMMUPUYECKUX 3aBU-
CUMOCTEN ANA onpeAernieHNsa YNCIOBbIX 3HAYEHUI nokasaTenen kaTeropuu.

5.3.1.5 AHanuMTu4eckne MeToAbl COCTOAT B MOMyYeHUU UHpOpPMaLMKU HA OCHOBE aHanu3a AOKYMEHTa-
Lun, OpPraHn3aumoOHHO-TEXHNYECKMX BO3MOXHOCTEN OpraHm3aumm u T. n.

5.3.1.6 3HauyeHUs nokasatenew KaTteropuu opraHusaumii B6bITOBOro 06CNyXMBaHWA MOTYT onpepe-
NATLCA NPU OAHOBPEMEHHOM UCMOMb30BaHUU HECKONbKUX METOO0B.

5.3.2 lo wucTovHMKaM nonyvyeHus uHopMauum MeToabl OLEHKM U KOHTPONSA 3HAYeHUn nokasaTe-
new KaTeropun opraHusaunin NoApasaenaioT Ha cregytowme:

- TPAAULMOHHbIE;

- 9KCMepTHbIE;

- COLIMONOrn4eckue.

5.3.2.1 TpaguuMOHHbIE METOAbI ONpeAeneHnss 3Ha4YEeHMI NokasaTenen 3akni4arTCca B UCNOMb30Ba-
HUM MHAOPMALMMK OT TPAAULUOHHBIX €€ UCTOYHUKOB U OCYLLECTBIISIOTCA COOTBETCTBYIOLLMMU JOMKHOCTHbI-
MU MUAMKU OpraHu3auuu, BKIOYas PabOTHUKOB CNELManu3MpoBaHHbIX NabopaTOpHbIX WMKU PaCYETHbIX
nogpasaeneHuit opraHusauuu.

5.3.2.2 3kcnepTHble METOoAbl OCHOBAHbI Ha WMCMOMNb30BaHUKW OOOOLLEHHOrO OnbiTa CNEeLUanucToB-
3KCMepTOB.

5.3.2.3 Couyumonornyeckne MeToabl OCHOBaHbl HA CHOpe U aHanu3e MHeHWu PakTUYECKMX UNu BO3-
MOXHbIX MOTpebuTenen ycnyr uccneayemon opraHm3aLmu.

6 MeToq onpeneneHus KaTeropum opraHusaumm

6.1 Mpu OLEHKe opraHu3aumMm Ha COOTBETCTBME KOHKPETHOW KaTeropum nokasarenu kateropum noa-
pa3aenalT Ha OCHOBHbIE U AOMNOJIHUTENbHbIE. OCHOBHblE nokasaTtenu npeacraBnaloT cobon Anana3oHbl
3Ha4eHuin TpeboBaHuii, KOTOPLIM JOIMKHA COOTBETCTBOBATL OPraHu3auus.

JononHutenbHble nokasarenu oueHuBatoTca B 6annax. bannbHas oLeHka opraHusauuu onpeaens-
eTCA Kak cymma BCexX «HabpaHHbIx» el 6annoe. Takum o6paszomM, B OTNNYME OT OCHOBHbIX MOKasaTenew,
CHWXXEHME 3HAYEHUS OZHOTO AOMONHWUTENLHOrO MOKa3aTens MOXET ObiTb KOMMNEHCUPOBAHO MOBLILLEHUEM
Apyroro.

MpuMedaHue — KpuTepuit GannbHoW OLEHKU NpeAcTaBnseT coGoi MUHUManbHY cyMMy 6annoB, KOTo-
Py OpraHusaumsi foMmkHa HabpaTk Mo AOMOMHUTENBHEIM NoKasaTensaM.

Knaccudukayma opraHusaumm B cepe ObITOBbIX YCNYr HA KaTteroputo 6asnpyeTca Ha COBOKYNHOCTU
OCHOBHbIX TpeboBaHWI 1 BanNNbHOW OLEHKW.

6.2 [Ona npoBeaeHns Knaccuukaummn Ha KaTeropuio Ha OCHOBE HaCTOSALLEro ctaHgapTta ¢ y4eToMm
Tabnuubl 1 4OMKHbI ObITh pa3paboTaHbl KPUTEPUKN KaTEroOpupoBaHMA ANA YCNyr BCEX BUAOB U TUMNOB OpraHu-
3auuii B ccpepe GbITOBLIX YCNYT.

KpuTepun oTHECEeHUA opraHusauuii K KaTeropusamM AOSHKHbI COAEMKaTb YTOYHEHHbIE NEePeYHn nokasa-
Tenew kateropuu, Kputepum GannbHON OLEHKM ANS Pa3nM4YHbIX KaTeropuin opraHusauymin (Cymmbl 6annos,
KOTOpPbIE AOMKHbI «HAOpaTb» OpraHusaunmn Ansi COOTBETCTBUS OMPEAENIEHHON KaTeropum), a Takke noscHe-
HWUS MO UX NPUMEHEHUI0. Kputepun OTHECEHUA K KaTeropusm yCTaHaBnUBAKOTCH OTAENbHO ANA Pa3nuyHbIX
BUA OB BbITOBLIX YCNYT W ANS Pa3fnnMYHbIX TUNOB OpraHn3auui.

Mpumep - PexkomeHOyembie Kpumepuu OMHECEHUSI K Kamez2opusiM ope2aHu3auutl, oKasbi-
earouwjux yciayau no ybopke 30aHull u COopyKeHull, npueedeHbl 6 NPuUoKeHuu A.

6.3 OpraHusauuu Nepsomn M BbICLLEN KATEropuii A0SMKHbI COOTBETCTBOBATL CMEAYIOLLMM KPUTEPUAM:

- BbINONHEHNe Bcex 0ba3aTenbHbIX TpeGoBaHuUI, YCTaHOBMNEHHbIX ANA AAHHOIN KaTeropuu;

- PaBEHCTBO UMW NPEBbILLIEHUE CYyMMOW 6annoB, HAbpaHHON OpraHu3auMen No AOMNOMHUTENbHbIM NO-
KasaTtensam, Kputepusa 6annbHOW OLEHKW, YCTAHOBIEHHOIO AN JaHHOW KaTeropum.
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6.4 Mpu HanNW4Mn HOPMAaTUBHbLIX AOKYMEHTOB ANsi KOHKPETHOrO BUAA ObITOBbLIX YCNYr B OpraHusauuu
BbICLLUEN UNW NEPBOWN KaTeropun, OkasblBaloOLWEN JaHHbIN BUA YCIYr, AOJHKHbI BbIMOMHATLCA BCE TpeboBaHuA
yKasaHHOro AokymeHTta. B opraHusauumu BTOPON KaTeropumn A0SHKHO obecnevymBaTbcsi COOTBETCTBUE Tpebo-
BaHUAM 6e30MacHOCTU U OXpaHbl OKPYXKaloLLEel cpelbl YKa3aHHOro AokyMeHTa (Tabnuua A.1 npunoxeHue
A).

6.5 lMpu knaccudukaymm opraHusaunin OTHECEHNE opraHn3auum K O4HOW M3 KaTeropuin npoBOAUTCA
cneayoowmM o6pasom: NPMMEHSIOTCA CaMOOLieHKa OpraHn3aLuumn Ha COOTBETCTBUE OCHOBHBIM TpeboBaHWsAM
1 3KCMEPTHbIE OLIEHKN.
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MpunoxeHune A
(pekomeHayemMoe)

Kputepumn oTHeceHMA K BbICIIEN, NEPBOA N BTOPOW KaTeropuam opraHu3auui, okasbiBaloWUxX yCnyru
no ybopke 34aHUI U COOPYKEeHUMN

OpraHusauus BeICLLEH KAaTeropun fospKHa COOTBETCTBOBATL CreAYIOWUM KPUTEPUAM:

1) Heo6X0AUMEIM YCITOBUSIM OTHECEHUSI OpraHnu3aLun K kateropuu (Tabnuya A.1),

2) OCHOBHLIM TpebOBaHUAM (NOKasaTeNu CO 3HAKOM «+» UIMN KONMUHECTBEHHBIMWU 3HAaYEHMSIMU B KOMOHKE BbicLIe
KaTeropun Tabnuubl A.2),

3) kpuTepuio 6annbHOW OLEHKN — HabpaTb B CYMME MO JOMNOSNHUTENbHBIM NokasaTensaM Tabnuybl A.2 yucno 6an-
JI0B HE MEHee 3HaYeHus], YCTaHOBIEHHOMo AN BbICLUEN KaTEropuu.

OpraHusauus NepBoii kKaTeropuu AorkHa COOTBETCTBOBATL CNEAYIOWUM KPUTEPUAM:

1) Heo6xoAUMBIM YCIOBUAIM OTHECEHUS OpraHM3aLuum Kk kateropum (Tabnuua A. 1),

2) OCHOBHbLIM TpeboBaHUAM (MokasaTenu Co 3HAKOM «+» UNMKU KONMUYECTBEHHLIMU 3HAYEHUAMMW B KONOHKE NEpBOi
KaTeropuu Tabnuubl A.2),

3) kpuTepuio 6annbHOW oLeHKU — HabpaTb B CYMME M0 JOMNOSNHUTENbHBIM NokasaTenaM Tabnuybl A.2 yncno 6an-
FI0B HE MeHee 3HaYeHus], YCTaHOBIIEHHOMO AN NepBOW KaTeropum.

OpraHusaunsa BTOPOIA KaTeropum oskHa CoOTBETCTBOBaTb HEOOX0AUMBIM YCNOBUAM OTHECEHUSA OpraHusauyuu K
KaTeropuu (Tabnuvua A.1).

Ta6nunya A.1 — Heobxogumble yCnoBUsi OTHECEHUS OpraHU3aLnu K KaTeropum
Heobxoaumble ycrnoBus QOueHKa opraHusaumm

1 Hanuuue f0KyMeHTOB, NOATBEPXKAalOWUX COOTBETCTBME YCNyr obsizaTenbHblM TpeboBaHUAM
(ecnu Takoe noAgTBEpPXAEHUE NPEAYCMOTPEHO HOPMATUBHLEIM NPaABOBLIM aKTOM WU B YCTAHOB-
JNIEHHOM UM ropsaake)
2 CooTBeTcTBME ycnyr TpeboBaHMAM HOpMaTUBHLIX NPaBOBLIX* U HOPMAaTUBHLIX JOKYMEHTOB**,
JEeACTBYIOLWMX Ha TeppUTOpUW rocyfapcTea, NPUHSBLLEro cTaHAapT (ANA BTOPOW KaTeropun —
COOTBETCTBME TONbKO 06fA3aTenbHbIM TpeboBaHUAM HOPMAaTMBHBIX JOKYMEHTOB**, neNCTBYIO-
LLUMX Ha TEPPUTOPUM, rocyJapcTBa, NPUHABLLEro cTaHaAapT )
3 Hanuuune B TexHONOrMYecKoi LienoYke oKasaHusa YCryru stana nonyvyeHus uHdgpopmauuun o
TEXHUYECKUX XapaKTepucTukax MecT, noanexalyux ybopke, B Lensax obecneyveHun rapaHtum ot
yuwepba npu ncnonb3oBaHUU XUMUYECKUX CPEACTB

* Ha Tepputopumn Poccuitckon Gegepaumm eAcTByOT [2]

** Ha TeppuTtopumn Poccuiickoit degepaunn gevicteyet FTOCT P 51870—2002 «Ycnyru 6eiToBble. Ycnyrn no
y6opke 3gaHuil u coopyxeHnin. OBLune TEXHUYECKUE YCNOBUSY

Tabnunua A.2 — [okasaTenu 4Ns onpefeneHns BbICLUEN U NepBOW KaTeropuii opraHmaauui

OueHKa npefnpusaTUs
(«*+», «-» unu Gannsl)
Bobicwasn Mepeas
KaTeropus | kateropus

[NokasaTenb

dakTopbl KauyecTBa (pecypcbl opraHu3sauuu)

1 CocTaB u kBanudmkauma paboTHUKOB (cneLmanvcToB)

1.1 CTax paboTHMKOB, OKa3sbIBaOLLMX YCIyri no npodeccmoHansHoi yoopke:
1.1.1 MNpodeccrmoHanbHble YOOPLUUKK, MMetoLme cTax paboThl No cneunanbHOCTU Gonee Tpex + -
neT: He MeHee 50 % obLlel YNCNEHHOCTU cneLnanmcToB
1.1.2 MpodeccnoHantHele yoopLUnKL, UMetolne cTax paboTel No cneynansHocTn 6onee og- - +
Horo roga: He MeHee 50 % o6LLeil YNCIEHHOCTU CNeyuanncToB
1.2 Obpa3soBaHue 1 kKBanupukaumsa paboTHUKOB

1.2.1 Hanuune cneumwanucToB, npolweawmx obydeHue WuUnuM MOnyyYUBLUMX [OKYMEHT, nojg- + a
TBepXAaroLWMin kKBanndukaLmio B O4HOM — ABYX TUNax ycnyr yoopku, — He MeHee 90 % obuyei
YUCNEHHOCTM CMEeLManmcToB

1.2.2 Hanuuue cneumanucToB, npolweglunx obyvyeHne W/mnv nonyvmBLUMX LOKYMEHT, Mnoj- + a
TBepXAarLWwuit kBanudukaumuo No BceMy acCopTUMEHTY ycnyr yoopku, — He MeHee 10 % o6-
e YNCNEHHOCTM CneLManmcToB

1.3 Keanudpumkayusa pykoogsLlero nepcoHana opraHusagyum:

1.3.1 Hanunuve B agMUHUCTpaLMM opraHu3aunm cOTPyAHUKOB C BbICLUMM SKOHOMUYECKUM 06-
pasoBaHueM unu obpasoBaHMeM MeHeaxepa B cdepe cepBuca

1.3.2 MNoBbIWeHUe kBanuUKaLmm NPeACTaBUTENAMN agMUHUCTPaLMK B obnacTtu SKOHOMUKM,
npeanpuHUMaTENbLCTBa U MapKeTUHra ycryr 3a nocnegHue Tpu roga

2 Vcnonb3oBaHue COBPeMEHHBIX (MPOrpecCcUBHLIX) TEXHOMOMMA, 06opyAOBaHUA U UHCTPYMEH- + +
TOB, COBPEMEHHBLIX MaTepuanos
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[IpodomxeHue mabnuypi A. 1

[NokasaTenb

OueHka npeanpuaTUA
(«+», «-» unu 6annel)

Bricwaa
KaTeropus

MepBag
KaTeropus

3 Hanuune gocTtaTodHOro TexHosorndeckoro obopygosaHus, yGopoyHoro MHBEHTapst U XUMU-
YeCcKUX CPpeAcCTB ANA BLINOMHEHNS Yenyr (B COOTBETCTBUM C JEACTBYIOLMMMW LOrOBOpaMHu)

4 PerynspHoe obcrnyXuBaHWe TEXHONMOMMYECKOro aneKkTpoobopyaoBaHusi, B T. 4. Ansa obecne-
YeHua 6e30nacHOCTW ero aKkcnnyartaumm

5 ObecneyeHune 6eaonacHoro xpaHeHUs o60py[OBaHNA U UCMOMb3YEMBIX XMMUYECKUX CPeACTB
6 MpednoxeHne paclMPEHHOro acCopTUMEHTa XUMUYECKUX CPEACTB NS OLHOro Tuna ycryr
Ans Belbopa notpebutenem

7 Hanu4une TeXHNYeCKon [OKyMEHTaLWU Ha BCe MPUMEHSAEMLIE TEXHOMNOMMU

AneMeHTbl cUCTEMBbI MEHeKMeHTa KayecTBa

8 Brlcokas cTeneHb JoKyMEeHTUPOBaHHOCTU NPOLECCOB B OpraHusauum

9 Hanunuune cepTnmLUMpoBaHHO CUCTEMBI MEHEAXMEHTA KavecTBa

10 Hanu4yne JOKYMEHTOB, NOATBEPKaloLLMUX NOBLILLEHHOE Ka4eCcTBO OKa3biBaEMbIX YCIyT, B T.
Y. AOMOSTHUTENBHBEIX CEePTUPUKATOB COOTBETCTBUA

11 Hanuune nocTossHHbIX NoTpebuTeneit (cpok obenyXnBaHna He MeHee ABYX NeET)

12 Hanuune sneMeHTOB MapKeTUHra B opraHvW3aLum, B T. 4. opraHmsaums «obpaTHO CBA3UY —
ONpoChl UMW aHKETUpPOBaHWe MOTPebuTeneid ¢ aHanusoM MnonydYeHHoih uHdpopMauun Ana no-
BblLLUEHMWA Ka4ecTBa NpefocTaBnaeMbIX yeryr

13 OpraHusauua MepornpusaTUin (peanusagma nporpamMMel) No NOAAEPKKE U MOBLILLEHUIO KBa-
nndbmKkaummn npoceccroHanbHeIX yOopLUKMKOB (B T. Y. Ha 6a3e ncnonHuTens)

14 Hanu4une nocTossHHLIX [OroBOPOB € NOCTABLUMKEMU XUMUYECKUX CPEACTB

15 Hanu4une cuctembl onepaTuBHoro obecrneYeHuss 4OMOMHUTENbHBIM obopyaoBaHUeM (Mpu
Mony4YeHUN CPOYHLIX 3aKa3os)

KauectBO 06cnyxunBaHus

16 OcbopmMreHue 1 cTUNb opraHu3aLum

16.1 OcTeTndeckoe opopMeHne NoMeLLEHNA ans npuema noTpebuteneit

16.2 Hanunuune cneyuansHoi (bupMeHHoR) oaexabl y npodeccnoHanbHbIx yoopLymkos

16.3 Hannune hupMeHHOro CTUNA Y opraHusaunn

16.4 Hannune cBeTOBbLIX anemMeHToB 0opMNeHns saaHna

17 Hanuune yao6HOR napkoBKM aBTOMAaLUMH Ha npurierarolleil K oducy Tepputopuu wunu
yaobHoro nogbesfa Tpaxncnopta

18 CocTas ycnyr

18.1 AcCOpTUMEHT OKasblBaeMbIX YCNyr — COMflacHO NepeyHIo B HOPMAaTMBHBLIX AOKyMeHTax*,
[ eACTBYIOLLMX HA TEpPUTOPUN rocyAapcTea, NPUHABLLEro cTaHaapT, %:

18.2 Y6upaeMble NOBEPXHOCTH:

18.2.1 BHyTpu 34aHuil, COOPYXEHUMH

18.2.2 CHapyXu 34aHuUiA, COOPYKEHUIA

18.2.3 MNpwuneratowan TeppUtopusi

18.3 Yxop 3a TBepAbIMU NMonamu (reHeparnbHas ybopka Mo HOpMaTUBHLIM AOKYMeHTam*, aei-
CTBYIOLLUM Ha TEPPUTOPUM rocyfapcTea, NPUHSBLUEIO CTaHAapT)

18.4 Yxog 3a nonyrsepAbiMU rnosiamu (MO0 HOPMATUBHLIM JOKYMEHTaM*, eACTBYIOLUM Ha Tep-
pUTOpPUM rocyfapcTea, MPUHABLUEro CTaH[apT)

18.5 BbicOTHblE paboThl

18.6 Menkuii peMoHT

19 ObecneveHune cpouHoro obenyxmBaHus

20 CneunanbHele ycnoBus obcnykuBaHus ANs oTAeNbHBIX (MOCTOSAHHLIX) KaTeropuid noTpebun-
Tenen (cucteMma CKUAO0K U T. n.)

21 Ypob6HbliA pexxium paboTel opraHmsauum (oguca):

21.1 Konun4yecTBo YacoB B Hefento 6onee 60

21.2 Pabota opraHusauuu go 20 yacoB u nosgHee

21.3 Pabota opraHusauum ¢ 9 YyacoB u paHee

21.4 PaboTa B BbIXOAHbIE U NMPasgHUYHLIE OHU

22 lNpunbbiTue paboTHUKOB K NOTPeBUTENIO CTPOro B CPOKU, CornacoBaHHble ¢ NoTpebutenem
23 lMpepocTaBneHne nNoTpedbuTensM AONOSTHUTENBHOW NONE3HOW MHOPMaLUKU, CBA3AHHOW C
okasaHueM ycrnyr no ybopke 3faHuil U nNomeleHWin (pasmelleHne uHgopMaumm B opraHusa-
LMK, B cnpaBoYHKKaX, cpefcTBax MaccoBoi MHgopMaummn n ap.)

24 Bo3MOXHOCTb NofnyveHunsi notpebutenem HeobxoaumMoi nHgopmaLum no TenedgoHy

25 Bo3MOXHOCTb BbI30Ba Mo TenedgoHy coTpyAHUKOB opraHusauun Ana opopMIeHuns 3akasa
26 Hanunuune y paboTHuKoB, obcnyxuBatoux noTpebutenei, UMeHHbIX 3Ha4YKoB ¢ MHOpMa-
LUei o Hux

27 Hanuuue 3apernctpupoBaHHOro B NaTeHTHOM BEAOMCTBE 3HakKa ob6crnyxmBaHus (ToBapHOro
3Haka) opraHusaLum, ero aKkTMBHOE UCMONb30BaHUe

14
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Okon4aHue mabnuupi A.1

OueHka npegnpuaATnA
(«*», «-» unu Gannsl)
Bbicwas Mepeas
KaTeropus | kateropusi
28 Pa3smelyeHune uHopmalum ansa notpeburens Ha TeMaTUYeCKoil cTpaHuue B rmobansHoi a a
TerneKoMMYHUKaLUMOHHON ceTn UHTepHeT
KauecTBO pe3ynbTarta ycnyr

29 OTcyTCTBME Xanob, NPeTeH3nin rpaxaaH 0 HapyLUeHUsIX Ux noTpebuTenbckMx npas, B T. M. + +
YA,0BINETBOPEHHBIX B cyAeOHOM nopsigke

30 OThenbHble nokasaTenu pesynkTaTa YCnyru, usmepsiemele BblIGopo4HO, nabopaTopHeiMU
MeToAamu, — No HOPMATUBHLIM JOKYMEHTam*, feiCTBYIOLMM Ha TEeppUTOpUN rocyAapcTsa,
NPUHSBLUEro cTaHaapT

30.1 Ka4ecTBO BRnaxHoi ybopku (Npu reHepanbHoit ybopke — KOSPPULUEHT YNCTOTHI) — NO + +
HOPMaTMBHBIM LOKYMeHTaM*, [eACTBYIOWMUM Ha TepPUTOPUN, TOCYAapCTBa, NPUHSBLLErO CTaH-
JapT

MokasaTenb

30.2 BhiBefieHWe NATEH — MO HOPMaTUBHBIM AOKYMeHTaM*, AeACTBYIOWUM Ha TEPPUTOPUMN Fo- + +
cy4apcTBa, NpUHSIBLLEro cTaHgapT
30.3 OcTaTo4HOe COAEpXKaHWe MOBEPXHOCTHO-aKTUBHBLIX BELYECTB B KOBpPaxX M KOBPOBbLIX MO- + +

KpbITUSIX MOCre BNaxHol YyGopkn — Mo HOpMaTUBHLIM JOKYMeHTaMm*, JeiCTBYIOLUM Ha Teppu-
TOPUM rocyaapcTsa, NPUHSBLUEro CTaHAapT

30.4 OcraTouHOE copepxaHWe Brarv B KOBpax W KOBPOBLIX MOKPLITUAX — MO HOPMAaTUBHLIM + +
JOKYMeHTaM*, AeiCTBYIOLMM Ha TEPPUTOPUU rocyfapcTea, NPUHABLLEro cTaHgapT
30.5 Bbneck NoKpeITUA — N0 HOPMATUBHBIM JOKYyMEHTaM*, 4eACTBYIOLUM Ha TEPPUTOPUMN TOCY- + +

JapcTBa, NPUHSBLUEro cTaHgapT

* Ha Tepputopumn Poccuiickoii depepaunmn geicteyetr [OCT P 51870—2002 «Ycnyru GbiToBble. Yenyru no
yBopKe 3aaHuii u coopyxeHuid. ObLMe TeEXHUYECKIE YCTOBUAY

MpumedaHus

1 Kputepun GanneHoi oLeHKM AN NepBoOid U BTOPOKA KaTeropwil ycTaHaBMMBAIOTCA B paMKaxX KOHKPETHOW cuc-
TeMbl KaTEropMpoBaHUA OpraHoM, OCYLLECTBSOLMM Hay4HO-MeTOAUYeCKoe obecrneyYeHne CUCTEMBI.

2 «+» UMK Konn4ecTBEHHOe 3Ha4YeHne — nokasaTtenb AenAeTca obasatensHbIM TpeboBaHneM AN AAHHON KaTe-
ropum; «[» — XapakrepucTuka ABNSeTCA LOMNONHUTENBHOW, NPU ee HanM4un opraHusaLmsa nony4YaeT AONOMHUTENbHbIE
6anbl; «-» — ANs AaHHOW KaTeropuu nokasateslb He Y4UTLIBAETCS.

Tabnuua A.3 — OueHka nokasarenei B 6annax
Ne nokasarens & Mpegnaraemoe Yucno 6annoe Ha Ne nokasarens B MpeanaraeMoe 4uncrno 6annos Ha
COOTBETCTBUU C o COOTBETCTBUMU C o
Tabnuueit A2 KOHKPEeTHLIN NoKasaTenb TabnmLeil A2 KOHKPETHbI NoKasaTenb
1.2.1 40,0 18.2.2 25
1.2.2 15,0 18.2.3 2,5
1.3.1 10,0 18.3 5,0
1.3.2 11,0 18.4 5,0
6 21,5 18.5 3,0
8 15,0 18.6 25
9 45 19 4,0
10 17,0 20 3,5
11 16,0 21.1 1,0
12 19,0 21.2 1,0
14 11,0 21.3 1,0
15 13,0 21.4 1,0
16.1 2,5 23 3,0
16.3 0,5 25 45
16.4 0,5 26 40
17 2,0 27 2,0
18.2.1 2,5 28 3,5
WToro: 250
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lMpasumenscmea Pocculickoli ®edepayuu om 15 aszycma 1997 2. Ne 1025, ¢ usMeHeHusiMu U
dornonHeHuaMuU
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