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Mpeancnoeue

1 NMOArOTOBJIEH OTkpbITbIM akunoHepHbiM 06LecTBOM «HayvHo-uccneaoBaTenbCKUiA  LEHTP
KOHTPONS1 U OMarHoCTUKU TexHudeckux cuctem» (AO «HWL KO») Ha ocHoBe cobcTBeHHOro nepesoaa Ha
PYCCKMI 13bIK @aHINI0A3bIYHON BEpPCUU CTaHdapTa, ykasaHHOro B MyHKTe 4

2 BHECEH TexHn4yecknm komuTteToM no ctaHgaptusaunmn TK 10 «kMeHepKMeHT pucka»

3 YTBEPXOEH W BBEAEH B JENCTBUE Mpukasom deaepanbHOro areHTCTsa no TEXHUYEeCKoMy
perynMpoBaHuio U MeTponorim ot 21 Hosbpsi 2016 r. Ne 1716-cT

4 HacTtoswwmi ctaHgapT naeHTU4eH esponeickomy ctangapty EN 15221-3:2011 «MeHeaXmeHT Bcno-
MoraTenbHbIX MPOLLeCCOB B yrpaBneHUn HeABWKUMOCTbIo. YacTb 3. PykoBoACTBO Mo Ka4ecTBY B ynpaBrieHun
HegBwxkumocTbio» (EN 15221-3:2011 «Facility Management — Part 3: Guidance on quality in Facility
Management», IDT).

HaumeHoBaHWe HacTosLWwero cTaH4apTa MU3MeHeHO OTHOCUTETbHO HAaMMEHOBaHWNS yKasaHHOro eBponeit-
cKoro cTaHgapTa ans npusedeHus 8 cootsetctaue ¢ FTOCT P 1.5 (nyHkT 3.5).

MexayHapoaHelin ctaHaapT paspabotaH CEN/TC 348 «Facility Management».

Mpn npuMeHeHUN HacTosALWEro cTaHgapTa pekoMeHAyeTCs UCNOoMb3oBaTb BMECTO CChINTOYHbIX €BpO-
NencknUX cTaHaapTOB COOTBETCTBYIOWNE UM HaLMoHanbHble cTanaapTbl Poccuiickoin defepaLinm, ceeaeHust
0 KOTOPbIX NpuBeaeHbl B AOMOMHUTENLHOM npunoxeHnn A

5 BBEJEH BMEPBbIE

lpasuna npumeHeHuUs1 Hacmosiwe2o cmaHdapma ycmaHos/ieHbl 8 cmambe 26 PedepalnbHo20 3aKoHa
om 29 uroHs1 2015 2. Ne 162-®3 « O cmaHdapmusauuu e Pocculickoll @edepatuur». IHghopmauusi o6 usmeHe-
HUSIX K HacmosiweMy cmaHOapmy riy6IiuKyemcsi 8 exxe200HOM (110 cOCMosiHUI0 Ha 1 sHeaps mekyuje2o 200a)
UHbopMayUoHHOM yka3amerne «HayuoHanbHele cmaHlapmbi», a ogpuyuanbHbil MeKcm U3MeHeHul U nornpa-
80K — 8 eXeMeCsIHHOM UHGhOpMaUUOHHOM yKasamere «HauuoHanbHbie cmaHOapmbi». B cnyqae nepe-
cMompa (3amMeHbl) Unlu OMMEeHb! Hacmosweao cmaHOapma coomeemcmeyioujee ygedomieHue 6ydem
ornybnukosaHo 8 briuxaliueM 8bIlycKe eXeMeCAYHOo20 UHEOPMaUUOHHO20 yKasamens «HauuoHanbHble
cmaHOapmebi». Coomeemcmaeyiowas UHhopMayus, yeeOoMiieHUe U MEKCMbl pasMewaomcs makxke 8
UHghopMayUoHHOU cucmeme obueao nonb3o8aHuUs — Ha oghuyuanbHoM calime PedepasibHO20 azeHmemea
10 MEeXHUYEeCKOMY peaynuposaHuto U Memporioauu 8 cemu MiumeprHem (www.gost.ru)

© CraHngapTtuHdopm, 2016

HacTtosuwuin ctaHaapT He MOXKET GbITb NOMHOCTbIO UMW YAaCTUYHO BOCTIPOU3BEAEH, TUPAXKMPOBAH U pac-
npocTpaHeH B kayecTBe oduumansHoro usganus 6e3 paspelueHus degepanbHOro areHTCTBa No TeXHUYEeCKo-
MY peryriupoBaHuio U MeTposiorum
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BBepgeHuve k ctaHgaptam EH 15221-3, EH 15221-4, EH 15221-5 n EH 15221-6

B 2002 rogy 6bina BbIABUHYTA UHMLMATUBA MO cO34aHnio EBponeiickoro ctaHgapTa B 06n1actu ynpasrne-
HUS HEZBVXXMMOCTbIO. Bekope 6b110 NpU3HaHo, YTo 415 AOCTVXKEHUS 3TOIN Lenm Heobxoammo paspaboTartb 1
ony6nvkoBaTb BBOAHbIE CTaHAapTbl. MNepBbiMy cTaHAapTamu ctanm EH 15221-1:2006 n EH 15221-2:2006.
Ha ocHoBe nx 06CyxaeHuns 6bI/10 NPUHATO peLLeHne 0 pa3paboTke YeTbipex cTaHAapToOB B 06/1acTh KayecTsa,
TakCOHOMWM, NPOLLECCOB 1N U3MEPEHWIA.

Mocne pa3paboTku 3TUX LLIECTM CTAHAAPTOB CTasla BO3MOXHOI pa3paboTka cTaHgapTa no 6eHYMapKUHTY
EH 15221-7.

[na ob6ecneyeHns nocnefoBaTenibHOCTU OblIM pa3paboTaHbl, MPUHATHI U COrnacoBaHbl CTaHAapThb
EH 15221-3, EH 15221-4, EH 15221-5 n EH 15221-6 KakK COBOKYMHOCTb MPMHLMMNOB, Nexalnx B oCHOBe
KOHLeNuMn MeHe)KMeHTa BCromoraTe/ibHbIX MPoLeccoB B cOOTBeTCTBUM ¢ EH 15221-1. [laHHble NpUHLUNbI
COOTBETCTBYIOT 6@30BbIM MpUHLMNAM NpoLecca ynpas/ieHNss CUCTEMOM, Ha KOTOPbIX OCHOBaHbI Bbillenepe-
YMCNEeHHble cTaH4apTbl.

Mogenb MeHeMKMeHTa BCromoraTe/ibHbIX NPoLeccoB B cOOTBeTCTBUM ¢ EH 15221-1 npeacTtaBneHa Ha
cieflytoLLemM PUCYHKe.

OCHOBHbIE npoueccsl BcnomorarenbHblie npoueccsl
Ynpasnstouias
opraHusauus BHyTpeHHM
MoTtpebutens
nnn
KoHeuHbll
nonb3oBartesb BHewwHniA
OCHOBHbIe BUAbl AeATENbHOCTU BcnomoraTtesibHble ycnyru

CornaweHune 06 ynpasneHuu
BCMOMOTaTe/IbHbIMW aKTUBaMM

[JaHHble cTaHfapTbl Takke OCHOBaHbl Ha OOLLEenpu3HaHHbIX MPUHLMNAaX ynpasfieHus, B 4acTHOCTH,
Lenoyke ysenmueHus gobasneHHoi ctoumoctum (Moptep M.FO. KoHKypeHTHOoe npenmyLLecTBo: Kak AocTndb
BbICOKOTO pe3y/bTata M o6ecneunTb ero ycToiunBocTb. — Hblo-Mopk, usgatenbcteo Free Press, 1985) u
ynpassieHus kavectsoM (umkn PDCA (aHrn. «Plan-Do-Check-Act» — nnaHvpoBaHue-BbINOSHEHNE-NPOBEpP-
Ka-gericteme). JemuHr ¥Y.3. Bbixog 13 kpusuca. — Kemopumx, m3gatensctBo MaccadyyceTckoro TexXHOMorm-
yeckoro mHctutyTa (MIT), 1986). Kpome TOro, B cTaHfapTax MCNO/b30BaHbl CCbIIKM Ha MeXAyHapoaHbIA
ctaHgapT NCO 10014:2006 «MeHepkMeHT KayecTBa. PykoBosLLme yKkasaHus no JOCTUXEHUI0 (DUHAHCOBOIo
1 3KOHOMMYECKOro achdoekTax.

MpuHuunel uykna Jemundra (PDCA) nexaT BOCHOBE BCeX CTaHAAPTOB, HO MPUMEHSAIOTCA B KQXKAOM U3 HUX
B pasHoii cTeneHun. B oelicTBUTENbHOCTU, CYLLECTBYIOT pas/iMyHbie Tunbl umknos PDCA B 3aBUCMMOCTU OT
cpoka (HanpumMep, J0NroCPOYHbIE U KPATKOCPOUHbIE).

v
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[aHHble cTaHAapTbl aHanorvyHel CTaHgapTaM CUCTEMbl MeHemkMmeHTa kadectBa MCO 9000 u
npeAoCcTaBNAT KOHKPETHbIE peKOMeHAaLIMM MO KOHLEMLMN 1 UCTOMb30BaHMI0 MPOLEeCCHOro Noaxoaa B cucte-
Max MeHeXXMeHTa kavecTsa B 061acTi MeHep)kMeHTa BCoMoraTebHbIX MPOLECCOoB.

B HacTosWeM cTaHAapTe UCNOMb30oBaHbl TEPMUHBI «BCIOMOraTebHas ycryra» U «ctaHgapTusosaHHas
BCromoraTenbHasa npoayKLnsa», KoTopele onpegenexsl 8 EH 15221-1 1 EH 15221-4 cooTBeTCTBEHHO.

TepMuH «MpoayKUUsi» MOXeT OblTb 3aMeHeH Ha TepMUH «ycryray, ecnn aTo obecrneymsaeT nydllee
BOCTPUATNE U MPUMEHEHWE CTaHOapToB.

Llenbto Bcex cTaHOapToB SIBNAETCA NpeaocTaBfeHne opraHvMsalnsaM pykoBOACTBa No paspaboTtke u
COBEpLUEHCTBOBAHMIO NPOLLEeccoB B 06M1acTu ynpaBneHns HeaBUKUMOCTbIO AN obecneyveHns pyHKUNOHUPO-
BaHWA OCHOBHbIX NPOLIECCOB opraHunsauuu. 1o obecnevnT pass1Te opraHusaLmmn, BHegpeHne MHHOBaLMn n
ABMSAETCA OCHOBOW ANA AarbHENLero passuTus ynpasneHns HeABMKUMOCTLIO. B CBASK € 3TM B cTaHaapTe
npuBeaeHbl Takke obLme npumepsl.

JaHHble cTaHdapTbl OPMUPYIOT OCHOBHYI YacTb paboT No co3daHWio M BHEAPEHWo ynpaBreHus
HeABWXKUMOCTbIO.
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BBegeHune

0.1 O6wue nonoxeHun

OdpbekTMBHOE ynpaBneHue HeABUXKMMOCTLIO NPeAoCTaBnsAeT NPeMMyLLecTBa BCEM 3aMHTEPECcOBaH-
HbIM cTopoHaM. Llenbio HacTosilwero ctaHgapTa sisnseTcs obecneyeHve pykoBoaALWMX ykasaHuid no BHeape-
HUIO, YNYULLEHUIO U U3MepeHUsIM B 0611acTu ynpasneHnst HeABWKUMOCTbIO.

Hacroswuumin ctaHgapT npegHasHayeH, rmaBsHbiM 06pasom, Ana opraHusauuin, BHe4pSoWmMX NpoLecehl
ynyyweHus Ka4ecTsa C onpegesieHneM ypoBHA NpeaocTasneHns yenyr 1 UCNonb3oBaHWeM CUCTEMbI COOT-
BETCTBYHOLLMX NokasaTenei. Kpome Toro, npu passutumn TeXHUKU U TpeboBaHWUiA opraHMsauuii NoBbILLAETCS
3penocTb 3KOHOMUYECKUX CUCTEM, a Talkoke TpeBoBaHNA K yNpaBneHno HeABWKUMOCTbIO.

Hactoswumin craHgapT npegHasHavyeH AnA pykoBOAUTENEN, KOHCYNbTaHTOB U CNeLManucToB Kak
noTpebutenei, Tak v Ans NOCTaBLLMKOB YCIyT.

Hacrosuuii ctaHaapT OCHOBaH:

- Ha geWcTByOWMX cTaHAapTax B obnactu ynpasneHua HeaswkumocTtbio EH 15221-1 u EH 15221-2,
KoTopble onpeAensitoT OCHOBHbIE NMOHSATUA U BUAbI AeATENbHOCTU B 06nacTu ynpasneHuss HeABWKUMOCTbIO
opraHusauuu;

- Ha cepuu cTaHg4apToB B 0611acTu MmeHegxmeHTa kadectaa (MCO 9000).

B HacTosilem cTaHaapTe NnpuBeaAeHbl pyKOBOAALLME YKa3aHUA:

- Mo BOMpocam Ka4ecTBa;

- NnoonpegeneHnto NnokasaTtenen n KpUTepues Ka4ecTea;

- Mo paspaboTke 1 BbINOMHEHUIO U3MepeHnii B 061acTn hbyHKLMOHUPOBaHUA U KavyecTBa ynpasneHus
HEeABKUMOCTbIO (KecTkue 1 Msirkue akTopsbl);

- MO ONUCAHNIO MATKUX (haKTOPOB;

- no 060CHOBaHNIO BOCTIPUATUS M OXudaHU noTpebutens;

- Mo pa3paboTke nokasaTenei u BLIBopy MHONKATOPOB;

- M0 NoNy4eHnto HhopMaLIM1 1 3HAHUIA O NoKa3aTenNAx U YpoBHe NpeaoCcTaBneHns ycnyr;

- Mo aHanuay pesynbTaTMBHOCTY NMPOLLECCOB B 06n1acTh ynpaBneHUss HeABWKUMOCTbIO U X BEIXOAOB;

- MO COBEPLUEHCTBOBAHMIO NPOLECCOB AN AOCTUXKEHUA KavyecTBa Ha CTpaTernyeckom, TakTUHeCKom 1
onepaTuBHOM YPOBHSX;

- M0 NOCTOSTHHOMY YITyHLLEHWIO NPOLIECCOB MEHEAKMEHTA Ka4eCTBa;

- Mo yny4weHuo obmeHa nHpopmaunen Mexay 3auHTepecoBaHHbIMUA CTOPOHaMMU;

- MO0 MOBbILLEHWIO Pe3y/bTaTUBHOCTU MPOLLECCOB YNPaBneHNs HeABWKUMOCTbIO;

- Mo Apyrim acnektam kavecTsa B 061acTu ynpasneHust HeABWKUMOCTbIO.

MoHuMaHWe HacToswero ctaHaapTa obecnevmBaeT BbIOOpP NokasaTtenei, NO3BOMSIIOWMUX U3MEPATb U
OLeHNBaTb Ka4yecTBO ynpaBrieHUs HeABWKAMOCTbIO, COOTBETCTBYIOLMX BCMOMOraTesibHbIX MPOLLEecCoB U
ycnyr, a Takke Ao6aBneHHY CTOUMOCTb B OCHOBHBIX BUAax AeATeNbHOCTH.

MpuMeHeHne HacTosiLero cTanaapTa:

- obneryaet ynpasneHue OCHOBHbLIMU BUAAMU AEATENBHOCTH;

- MoBblWaeT NPOU3BOAUTENBHOCTbL (3¢pPEKTUBHOCTL, pe3ynbTaTUBHOCTD);

- NomMoraeT B AOCTUXKEHNN PUHAHCOBLIX LieNei;

- MoBbIWaeT penyTaLuunio opraHnsauuu;

- thopMupyeT coLmanbHy OTBETCTBEHHOCTb/YCTONYMBOCTE Pa3BUTUSI OpraHu3aLmy;

- obecneynBaeT COOTBETCTBME MEXAY NOTPEBHOCTAMWU/CNPOCOM U NOCTaBKaMU.

0.2 MoHATuA npoayKkuua nycnyra npuMmeHnUTeNnbHO KynpaBneHUIO HeABMXUMOCTbIO

B HacTosilwem cTaHgapTe onpeaeneHbl B3aMMOCBA3N MOHATUIA: NPoAyKUMS, YCryra, BcriomorarenbHas
NpoAyKUUsl U BcnomoraTternbHas yeryra B 06n1acTv ynpasneHnst HeiBXXUMOCTbIO.

MpumeHuTensHO kK MeHedkMeHTy kadvectsa (cMm. MCO 9000) TepMuH «nNpoayKumsi» OXBaTbiBaeT Tex-
HUYecKne cpeacTBa, NporpaMMHble cpeacTsa 1 ycryrin. Takoe TofkoBaHue A0MMKHO cnoco6eTBoBaTh o6ecne-
YEHUI0 B3aNUMOCBSA3U C 06LLENPUHATBIMU CYLLECTBYOLUMUA NPUHLIMNAMN U METO4aMWN MeHEDKMEHTA KavecTBa
B cooTBeTcTBMM ¢ MCO 9000.

«Ycnyray, Kak oaHa 13 CoCTaBNALWMX NPOoAYKLMN B MEHeQXKMeEHTe KayecTBa, ornpedeneHa kak Hema-
TepuanbHbI pesynbTarT, MoNy4eHHbI Npy B3anMogencT BUM NCNomnHUTeNs 1 notpebutens.

B ctaHgapTte EH 15221-1:2006 TepMuH «BCcnoMoraTenbHas ycryra» onpeaeseH Kak ycnyra, obecneyu-
BatoLas PyHKLMOHNPOBaHNE OCHOBHBIX BUAOB AeATEeNbHOCTU OpraHM3auuu, npegocTasnsiemMasn BHyTpeHHN-
MW U/MN BHELLHMMUM NocTaBLUMKkaMy. BecnomoratensHble yenyrn 06bIMHO CBsi3aHbl ¢ ABYMSI HanpasneHnamu
paboTbl opraHunsaLm «MpocTpaHCTBO U MHpacTpykTypar u «Jroam v opraHusaums».

Vi
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CornacHo Mogenu ynpasneHus HeABMKUMOCTbI0, onncaHHon B EH 15221-1, scnomoraTenbHble yenyr
NPUMEHSIIOT TOSNBKO Ha onepaTUBHOM ypoBHe. [oHATUA «BCroMOoraTenbHble YCNyrn» 1 «knaccnubuumpoBaHHas
BCroMoraTeribHas npoAyKumsi» He UCNOSb3YHOT Ha TAKTUYECKOM 1 CTpaTermyeckom ypoBHSIX.

«BcnomoraTtensHasa npoaykLua» ABnsieTcs HabopoM UepapXm4eckn opraHu3oBaHHbIX U Knaccuguumnpo-
BaHHbIX BCNOMOraTenbHbIX yCryr — Aanee TepMuUH «knaccuduumpoaHHas BcroMoraTenbHas NpoayKLuus»
NCMOMb30BaH TOMNbKO B JaHHOM 3Ha4YeHUU.

B cranpaptax EH 15221-4 n EH 15221-5 npuBefeHa knaccudukaumna BCrioMoraTenbHbIX YCNyr.
B pesynbTaTe Habop knaccuduumMpoBaHHbIX BCNOMOraTerbHbIX YCyr MOXHO Ha3BaTb «KnaccuguumpoBaH-
HOW BcrioMmoraTesibHOM Npoaykuuen» WM fnpocTo «BcromoratenbHon npogykumen» (cMm. 5.4.2). Bonee
JeTanbHO BCnomoraTtesibHas npoaykums onncada 8 EH 15221-4.

VI
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HAUWOHANbHBIA CTAHOAPT POCCUMCKOW OSGEQEPALUUMU

MEHEOQ)XXMEHT BCMOMOIATENbHbIX NPOLECCOB B YNMPABJIIEHUN HEOABUXUMOCTbIO
YacTtb 3
PykoBOACTBO NO Ka4yecTBYy

Facility management. Part 3. Guidance on quality

Darta BBegenna — 2017—12—01

1 O6nacTb npuMeHeHuA

HacToswmin ctaHgapT npegcrtasnsaetr coboll pykoBOACTBO NO oLeHKe, obecrnevyeHnio U yny4deHuo
KayecTBa B 06nactu ynpaBneHus HeABMXKUMOCTLIO. B cTaHaapTe npuBeaeHbl AONONHUTENbHBLIE PyKOBoAALWMNE
ykasaHus K ctaHgaptam MCO 9000, MCO 9001 n EH 15221-2 Ha ocHoBe ctaHaapta EH 15221-1, a Takke
NCMNOMNb30BaHbI CChINIKM Ha METOAbI YNpaBeHnsi U TEOPUN MEHePKMEHTA.

HacToswmi ctaHaapT NpUMeHnM:

- KynpaBneHuto HeABWKUMOCTbIO B roCy4apCTBEHHBLIX U KOMMEpPUYECKUX OpraHu3aLmsiX;

- K B3aMMOOTHOLUEHMAIM MEXAY YNpaBsrisitoLLe opraHusalmen u nocTaBLMKOM YCIyT;

- K Lenomy psigy BcromoraTesbHON NpodyKuumn nnn BcnoMoraTenbHbIX yCryr B obnactu ynpasneHus
HeABWXUMOCTbIO;

- KBHYTPEHHWM V1 BHELUHWM TUNaM NocTaBLLMKOB yCryr B o6nacTv ynpasneHnua HeABMKUMOCTbIO;

- KO BCEM TuUnam npou3BoACTBEHHON cpedbl (HanpuMep, NPOMBbILLIEHHOW, KOMMEPYeCKon, ynpasneH-
YecKol, BOEHHOW, 30paBooXpaHeHuns 1 ap.).

HacTtoqwmwii ctaHaapT npumeHnM kK 6usHec-ycrnyram (He opueHTUpOBaHHbLIM Ha noTpebuTtens).
HacTosawwii ctaHaapT:
- He 3aMeHsieT CUCTeMbl MeHeXKMeHTa KauecTBa yrnpasnstoLleil opraHMsaumu;
- He npeanaraeT cTaHAapTHble POPMbI:
- OnsinonydeHust pesynstaTta AesTeNbHOCTA U CO34aHNA CUCTEMbI MEHEDKMEHTa Ka4yecTBa;
- Ans ycTaHoBneHus TpeboBaHuii;
- CPeacTB M MeTO[0B U3MEPEHUIA;
- ANs YPOBHSA NPeaoCTaBNEHNS YCIyrn;

- npegHasHaveH ans LJ,eJ'IeIZ cepmcbvlkau,vm cucTeMbl KayecTsa B obnacTu ynpasneHna HeaBMWKUMOCTbIO
(cM. UCO 9001).

2 HopmaTuBHLIE CCbINKK

B HacTosLWeM cTaHgapTe Ncnonb3oBaHbl HOPMAaTMBHbIE CChINIKX Ha creaytoLlmMe cTaHaapThl:

EN 15221-1:2006 Facility Management — Part 1: Terms and definitions (MeHea>XMeHT BCcriomoraTtesbs-
HBIX MPOLIECCOB B YrpaBfieHUn HeaBMKUMOCTLI0 — YacTb 1: TepMuHbl 1 onpegeneHns)

EN 15221-2:2006 Facility Management — Part 2: Guidance on how to prepare Facility Management
agreements (MeHeKMeHT BCrOMOraTenbHbIX MPOLIECCOB B yNpaBiieHUn HeaBMKUMOCTb0 — YacTb 2: Pyko-
BOACTBO MO NoAroToBKe cornatueHnin o6 ynpasneHum BCrnomoraTenbHbIMA YCyrami)

EN 15221-4:2011 Facility Management — Part 4: Taxonomy, Classification and Structures in Facility
Management (MeHedXXMeHT BcrnoMoraTerbHbIX MPOLECCOB B yNpaBfieHUM HeABMXKUMOCTbI — YacTs 4:
TakcoHomusa, KnaccudrKaLma N CTPYKTypa ynpasneHns HeABMKUMOCTbIO)

WU3paHne opnumnansHoe
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Ons OaTUPOBaHHbIX CCbINTOK MPUMEHAETCA TOJMbKO yKa3aHHOEe U3gaHune. Ona HeaaTUpoBaHHbIX CCbINOK
HeobXx04MMO UCMONb30BaTb CaMOe NocneaHee U3gaHue CCbIJIOYHOIo JOKYyMeHTa (BKJ'IPOqaﬂ nobble I'IOI'IpaBKI/I).

3 TepMwuHbI, onpegeneHns n 0603HavYeHns

3.1 TepmuHbI M onpeaeneHuaA

B HacToswweM cTaHAapTe NpUMeHeHbl creayioLe TepMUHBI C COOTBETCTBYHOLLUMN OnpedeneHnsamun:

3.1.1 ka4yectBoO (quality): CTeneHb COOTBETCTBUS COBOKYMHOCTW MPUCYLLUX XapaKTepUCTUK obbekTa
TpeboBaHnAM.

[MCO 9000:2005]

3.1.2 TpeboBaHue (requirement): MoTpeBHOCTL NN OXXMAaHWE, KOTOPOE YCTaHOBMNEHO, 0ObIMHO Npea-
nonaraeTca Unu aensieTcsa obasatensbHbIM.

[MCO 9000:2005]

3.1.3 xapaktepucTtuka (characteristic): OTnnunTeNbHOE CBONCTBO:

- busmyeckoe (HanprmMep, MeXaHUYECKME, SMeKTPNYeckne, XuMmmdeckne nnm bruonornieckme xapakre-
pUCTUKN);

- opraHonenTuyeckoe (Harnpumep, CBA3aHHbIE C 3anaxoMm, OCSA3aHNEM, BKYCOM, 3pEHNEM, CITYXOM);

- aTu4eckoe (Hanpumep, BEXMBOCTb, YHECTHOCTb, NPaBAUBOCTL);

- XapaKkTepuUCTWKWN, CBA3AHHbIe CO BpemMeHeM (Hamnpumep, NyHKTyarnbHOCTb, 6e30TKasHOCTb, A4OCTYM-
HOCTb);

- aproHoMuveckoe (Hanpumep, hr3nonormieckue XxapakTepucTuki Nnm ceasaHHble ¢ 6e3onacHoCTbio
yerioBeka);

- byHKUMOHanNbHOe (Hanpumep, MakcuMmaribHasi CKopoCTb caMmorneTa).

[MCO 9000:2005]

3.1.4 npopykuusa (product): Peaynbtat npouecca.

BolgensiioT cnegyrolme kateropyum npoayKLun:

- ycnyru (Hanpumep, Nepesoskn);

- MporpammHble cpefcTBa (Hanpumep, KOMMNbIOTEpHas nporpamMmma, criosapb);

- TexHW4eckue cpeacTBa (Hanpumep, ysern agsuratens).

[MCO 9000:2005]

3.1.5 ycnyra (service): HematepunanbHbIi pesynbTaTr AesTeNbHOCTH, OCYLLECTBIISIEMON NPU B3anMo-
OeNCTBUN UCNOMNHNTENSA 1 NoTpebutens.

3.1.6 BcnoMoraTenbHble ycnyru (B obnactu ynpaBneHusa HeaBuxuMmocTblo) (facility services):
Yenyru, obecneunsaiolime yHKLMOHNPOBaHNE OCHOBHBIX BUAOB AeSATeNbHOCTN opraHvaaunmn, npeaocTas-
nsaemble BHYTPEHHUMU W/ BHELLHUMMW MOCTaBLLMKaMN.

MpwumeyaHne— BenomoratenbHblie yernyrm 06bIMHO CBSI3aHbl C ABYMS HanpaeneHusimm paboTbl opraHusaumm
«[lMpocTpaHcTBO M nHppacTpykTypa» u «Jliogm n opraHnsaums».

[EH 15221-1:2006]

3.1.7 BcnomoratenbHasa npoaykuua (B obnacTtu ynpaBneHusa HeaBuxumMocTbio) (facility product):
Habop nepapxmyeckn opraHn3oBaHHbIX (KnaccuunumMpoBaHHbIX) U CTaHAapTM30BaHHbIX BCMOMOraTenbHbIX
ycnyr B 06nacTv ynpasrneHnsi HeABMKMMOCTbIO.

Mprnmevanune—BWCO 9000 TepMuH «NpogyKUMsi» ONpeaeneH Kak pesynsraT (BCnoMOoraTenbHoro) npoLecca,
KOTOPbIN BbIP&XEH B €ANHUYHbBIX UMW COBOKYMHbBIX MaTepuarbHbIX (TEXHUYeCckue CpeacTBa) unu HemaTtepuarbHbIX NPoayK-
Tax (nporpammHble CpeAcTBa), B nepepabaTtbiBaeMblx Marepuanax unu ycryrax, KoTopble NnogaepXvBatT OCHOBHYIO
OeATenbHOCTb OpraHn3aumm 1 ee UMyLLEeCTBO.

[EH 15221-1:2006]

3.1.8 npouecc (process): COBOKYMHOCTb B3aMMOCBA3AHHbLIX UMW B3aUMOAEUCTBYIOWMX BUAOB Aes-
TenbHOCTU, NpecbpasyoLasi BXOAbl B BbIXOAbI.

[MCO 9000:2005]

3.1.9 cucrtema (system): CoBOKyNHOCTb B3aMMOCBSI3aHHbIX UM B3aNMOLENCTBYIOLUMX 3/1EMEHTOB.

[MCO 9000:2005]

3.1.10 rpagauusa (grade): KaTeropus unu knacc, COOTBETCTBYHOLUMA pasfnMvHbIM TpeboBaHUsSM K
KavecTBY NPOAYKLMM, MPOLLECCOB UM CUCTEM, UMEeoLLMX OANHaKoBoe hyHKLMOHaNsHoe NpuMeHeHue.

[MCO 9000:2005]

3.1.11 ypoBeHb npepocTaBneHua ycnyru (service level): MNonHoe onnucaHne TpeboBaHNM K NPOAYK-
Luun, NpoLLeccy U cucTemMe C UX XxapakTepucTukamu.

2
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MpwuMeuaHune—lepeyeHb XapaKTEPUCTUK B YPOBHE NMPEOOCTABNEHNA YCNYT MOXET 6bITb KnaccuduumposaH
B npeaenax rpaHnL, U3MepeHusi M aHanusa.

3.1.12 nokasaTtens (indicator): MamepeHHas unun paccuntaHHas corfacHo sagaHHon hopMyne xapak-
TepuUcCTUKa (MIn NepeyeHb XapakTepucTuk) obbekTa, koTopas onpeaensieT cocTosHUE UM YPOBEHb MPOU3BO-
AUTENBHOCTU B onpefeneHHoe Bpemst.

3.1.13 knoueBoun nokasarens addektuBHocTu; KPI: (key performance indicator, KPIl): OcHosHol
nokasartesb, XapakTepusyoLwmin Hanbornee CyleCTBEHHbIe flaHHbIe O NPeAoCTaBISIeMoi BCNoMoraTeibHon
ycnyre.

[EH 15221-1:2006]

3.1.14 kniouyeBoi nokasarenb 3ddeKkTMBHOCTU ynpaBnsiowen opraHusauum (client key perfor-
mance indicator): NMokasaTenb, xapakTepuayowwui 3 eKTUBHOCTb paboThl ynpasnsoLen opraHusaLum.

M pwumeyaHun e— Kniouesble nokasarenu acpeKTMBHOCTM OpraHn3aumm AormkHbl ObiTh onpeaeneHbl HA OCHO-
Be CTpaTermyeckux Lenem, HanpaeneHHbIX Ha pasBMTUE OCHOBHLIX BUAOB AesATENbHOCTU.

3.1.15 nokazatenb ynpaBneHusi HeABUXUMocTblo (FM-indicator): MNMokasaTenb, xapakrepusyoLwmin
Ka4yecTBO BCrOMoraTesibHON NpoayKuun.

M pwnmeyaHune—Tllokazarens UCNONb3YIOT HA Pa3HbIX YPOBHAX (CTpaTErMUYECKOM, TAKTUHECKOM MK OnepaTus-
HOM) (CM. PUCYHOK 6).

3.1.16 knouyeBO# Nokasarenb a¢p¢eKTUBHOCTU ynpaBneHUs HeaBwkumocTbio; FM-KPI (FM-key
performance indicator, FM-KPI): NMokasaTenb, xapakTtepusyowmin 3 eKkTMBHOCTL YripaBneHnsa HeABUKUMOC-
Tbl0, BIIUSIIOLLErO HA OCHOBHbIE BUALI AEATENBHOCTN OpraHn3aLmm 1 Ha KitloyeBble nokasaTenu acdekTuBHOC-
T OpraHnsaLun.

n pnMmevaHne — Mokaszatenb ynpaeneHna ecnomoratenbHbIMU NpoueccaMu CBA3aH C uensiMym opraHv3aumm n
KacaeTcs BCromorarernbHom npoaykuuu, KoTopas HanpAMYIo BNUAET Ha OCHOBHbIE BUAbI AEATENbHOCTU.

3.1.17 rnaBHbIX NOKa3aTesb ynpasneHusa Heasuwxumoctbio (FM-top indicator): MokasaTtens, xapak-
TepuayoLwnii AesTenbHOCTb B 06n1acTu ynpasneHusa HeaswkuMocTbio 6e3 yueta FM-KPI.

MpumeyaHune—Tlokasarens HanNpAMYIo He CBA3aH C uensamun ynpaanmou.;eﬁ opraHusauun.

3.1.18 ycTonumBocTb pa3Butus (sustainability): CnocobHOCTb CUCTEMbI COXpaHATL HeoBXoanMbIN
YPOBEHb 3KOJOrM4yeckmnx, counarnbHbIX U 3KOHOMUYECKUX nokasaTenen ANAa HacTogdLliero u 6y,qyu.|ero MNOKO-
neHun.

MpuMedyaHue—B HacToAWEM CTaHZApTE SKONOrMYECKUe, COUMAnNbHbIE W SKOHOMMUYECKME MoKasaTtenu
paccMaTpuBaloTCs Kak cUcTeMa nokasarernei.

[EH 15643-2:2011]

3.2 OGo3Ha4yeHuUs

FM — ynpaeneHune HeaBMXUMOCTbILO;

SL — ypoBeHb NpedocTaBneHnst ycryru;

SLA — cornalueHune 06 ypoBHe NpegocTaBneHns yenyru;
KPIl — kntoueBol nokasaTenb achekTUBHOCTHU,

PDCA — nnaHupoBaHuWe-BbINONIHEHWNE-NPOBEPKa-AeNCTBE;
QM — MeHeaXMeHT KayecTBa;

QMS — cuctema MeHeg)KMeHTa KavyecTBa.

4 OcHoBblI MeHeOXXMeHTa KavecTBa

4.1 3Ha4yeHUe KayecTBa B ynpaBrneHUN HeABMKUMOCTbIO

,U,J'IFI ynpaBnmou.l,eﬁ opraHn3aunn Ka4yecTBO npedocTaBndaeMbIX yCnyr aBndaeTcda oCcHoBononararowmm,
MOCKOIbKY Ka4eCTBO yrpaBneHNa HeABMXNMOCTbIO MOXKET CYLLIeCTBEHHO BINUATL Ha ee Lieni U OCHOBHbIE BUAbI
AeATeSIbHOCTU.

OpraHusaunsa gomxHa MMeTb Bce HeobXxoanmble pecypcebl (3HaHWS, MPOLECChl, UHCTPYMEHTLI U T. A.) ANA
onpeeneHns kayecTsa ycnyr u obecrneYeHnst COOTBETCTBUSA 3TUX YCIYr yCTaHOBNEHHBIM TpeboBaHUSM.

[na [ocTUKeHNA 3TON Lenn opraHisauns oMKHa UMeTb pecypebl:

- On4 nonyvyeHna KaveCTBeHHbIX YCNnyr,

- ANSA NOCTOSIHHOro KOHTPOMSA KayecTBa NpeocTaBnsieMblX YCryr (pe3ynbTaTos).
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OpraHu3sauus gomkHa onpeaennTb:

- ycnyrn, Heobxogumble, npeanoyTuTensHo, B ¢opme KrnaccuduumpoBaHHOW BCMOMOraTeribHoOn
npoayKLuu;

- YpPOBEeHb NpeAoCTaBlIEHUs YCITYTU, KOTOPbIA AOMKeH GbITb BbINOSHEH;

- nokasaTtesiM U NpoLecehl OLLEHKN KavyecTBa;

- OelcTBus B CriyYyae HeCOOTBETCTBUS KaYecTBa.

3apauu:

- onpegerneHne HeobxoanMMoro ypoBHS kavecTBa B SL/SLA;

- obecneyeHue kayecTa B NpoLecce NoCTaBKu NPOAYKLMN U YCIyT.

4.2 Kputepuu, OCHOBa, 3/IeMEeHTbI U UX BIIUSIHUE HA Ka4eCTBO

KauecTBO — cTeneHb COOTBETCTBUS COBOKYNHOCTU XapaKTepucTuk TpebosaHuam. B ynpasneHnn Hegsu-
XUMOCTbIO TpeboBaHUsi AOITKHBI BbITh BLINOMHEHBI ANA OpraHM3aLmMn U BKNoYaTbk TpeboBaHna camoin opra-
HU3aLuMK, NOTpebuTens, KoHeYHbIX NoNb3oBaTenei u obliecTsa.

B npouecce onpeaeneHuns xapakrepucTuk NPoAyKUMU, koTopble cchopMynmposaHel B SL/SLA, AOMKHbI
6biTb TLATENbHO PACCMOTPEHLI CrielyloLLIMe acnekTbl OpraHn3aLmn:

- noTpebHocT (Hanpumep, cylecTBoBaHue, 6e30nacHOCTb, CTeneHb 4oBepus, MOHUMaHWe, yJacTue,
Jocyr, TBOPYECTBO, NMNMYHOCTL, cBo6oAa U T. A4.), KoTopble ABNAITCA HU3NONOTMHECKN MU NCUXONOTUYecKn
HeobxoaAUMbIMUK 418 GrarononyyYns opraHusauun;

- OXuaaHus UnNu AanbHenLmne NnaHbl, KOTOpble MOryT ObITb BbIpaXKeHbl YeTKO, onpeaeneHHo, Tpebosa-
TeNbHO UMW NPEANONOXUTENbHO;

- BocnpuATHe (npouecc MHTepnpeTauui u opMuposaHus 06pa3oB, BO3AENCTBYIOWMX Ha OpraHbl
YyBCTB) M0 OTHOLLIEHMIO KOBLLEeCTBY, KynbType, Tpaguumam uap. Bocnpuartue kavecTtsa saBucUT ot notTpebHoc-
Ten, OKUAAHUA U OrpaHUYeHUI nostydaTens NpoayKUnun Ha MOMEHT NOCTaBKW;

- BOCMpUHUMaeMast LLeHHOCTb OIS KIMeHTa, NoTpebutens, KOHEYHOro NoNb3oBaTeNs Kak COOTHOLeHUe
yAOBNETBOPEHHOCTU /UMW BieYaTeHns Hag BOCNPUATUEM CNPaBEAIUBOCTU LIEHI;

- pasnuyHble orpaHnyeHus (Hanpumep, UHaAHCOBLIE, pecypcHble, NpaBoBLle U T. 4.) B pesynbrare
oT60pa, hunbTpaLmm, onpeaesieHUst NpUOPUTETOB B OpraHn3aLumn 1 CBASAHHOM C Hell PbIHKOM.

BaxkHO OTMETWTb, 4TO NOTPEBHOCTU, OKNAAHUA, BOCNPUATURA Y BCeX PU3NYECKNX UL, PasHble, Takke Kaku
y YacTui opraHn3aLmnii U KMMEHTOB, NO3TOMY BLIGOP KPUTEPUEB KAYECTBA U ONpeaeneHUst UX MPUOPUTETHOCTMU
HeobX0AMMO NMPOBOANTL C YHETOM PasfNYHbIX OrpaHNYEHNA B paMKax opraHn3aLumm 1 pbiHka.

Onsa npoLiecca NocTaBku NPOAYKLMUK, Takke Kak 1 s npoLecca NPUHATUA U 3KCnyaTaumuy Npoaykumum
NPUMEHUMBI U AOMKHBI BbITb PACCMOTPEHDI TE JKe BbllleyKasaHHble acneKThl.

B XM3HEHHOM LMKNe AOSKHBlI BbITb paccMOTPEeHbl U3MEHEHNS BhllleyKasaHHbIX acnekToB, a Takke
N3MEHEeHWsI NO3HAHWNSA U MOHUMaHUNS.

4.3 Tunbl XxapaKkTepucTUK

4.3.1 O6wue nonoxeHus

[ns onpegeneHuns KayecTsa NpoAyKuMnm HeobxogumMo MCNonb3oBaTh NokasaTesnii COOTBETCTBYHOLMUX
XapakTtepucTuk. OHWM MoryT BbITb onpedeneHbl kak 0O bEKTUBHbIE ((KECTKME) UMMM CyOBbEKTUBHBIE (MSrkue)
XapakTepucTuki. Mokasatenum cyObeKTUBHBIX XapakTepuUCTUK B OCHOBHOM HEYETKO BblpakeHbl/onucaHsbl,
MOCKOMbKY OHW CBA3aHbl C MOTPEBHOCTAMM, OXUAAHUSIMU U BOCMPUATUEM YNPaBSIOWEN opraHnsaumu,
noTpebuTens n KOHeYHOro NosbL3oBaTeNs, U OHW, Kak NpaBuIo, NpeanonaraemMble.

4.3.2 O6beKTUBHbIE ()KECTKUE) XapaKTePUCTUKK:

- chusnyeckme (HanprMmep, MexaHUJeckne, dNeKTpuYeckme XxapakTepucTukm);

- XapaKTepuUCTWKN, CBA3aHHbIE CO BpemMeHeM (Hampumep, NyHKTyarnbHOCTb, 6€30TKasHOCTb, A4OCTYM-
HOCTb);

- (PyHKLMOHAbHBIE (Hanpumep Hanudme TexHnyeckoro obopyaoBaHuns);

- buHaHcoBble (Hanpumep, 3aTpaTkl, LieHa).

M3amepeHne 06 beKTUBHBIX (KECTKNX) XapaKTEPUCTUK MOXKET BbITb MPpon3BeAeHO 06 BEKTUBHO C MOMOLLLIO
N3MepUTENbHBIX UHCTPYMEHTOB 1 HEe MOAMEXNUT UHTeprnpeTaunm B 3afaHHbIX YCIIOBUAX U3MepeHunin (MeToaa,
BpeMeHK, 06nacT 1 ap.), OHW He 3aBUCAT OT MHTEPNPETUPYIOLLMX UX NINLL.

«XKecTkne nokasatenu» yaoBMETBOPEHHOCTU noTpebuTenei oLeHUBaOT U oTpaxarT daKkTUieckyto
AesiTenbHOCTb NoTpebuTens 1 nosegeHne nokynatens (Mpnbbinb 1 yobITKA NOTPebUTens, Aons pblHKa OTHO-
CUTENbHO KOHKYPEHTOB, MOBTOPHbIE CAEMKU 1 ApP.).

4.3.3 Cy6beKkTUBHbIe (MArkue) xapakre pucTUKM:

- opraHonenTuyeckune (Hanpumep, cBs3aHHbIE C 3anaxoM, OCs3aHNeM, BKyCOM, 3peHMUEM, CITyXOM);

- aTndeckune (Hanpumep, BEXINBOCTb, YECTHOCTb, NPaBAUBOCTb);
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- 3proHomuyeckune (Hanpumep, hrM3nonorMyeckne xapakTepucTkn nanm cBsidaHHble ¢ 6e30MacHOCTbH0
yenoseka).

DTN XapaKkTepUCcTUKN CULHO BMAIOT Ha BOCMPUSITUE, Hanpumep, hru3nmyeckux nuu, cermeHta/rpyn-
nbl/yacTn opraHmsauyun (Hanpumep, ee nogpasgeneHus).

M3mepeHne cybbekTUBHbIX (MATKMX) XapakTepuUCTUK, HanpuMep, YAO0BNETBOPEHHOCTH, BNeYaT/IeHNs |
BOCNPUATUA OpraHnsanmmn, noTpebuTenss 1 KOHEYHOTo Nosb30oBaTesnsl, 00bIY4HO OTHOCAT K «MSITKMUM NokKasare-
NAM» M onpeaensoT, BOCHOBHOM, MO pe3ynbTaTtam onpoca. B npouecce onpoca oueHUBalOT MHEHME, BOCTIPUS-
TMe ¥ BNevart/ieHns noTpedutensi, pesynbTaTbl MOTYT UCMOMb30BaTb A1 NPOrHO3MPOBaHWS MOBEAEHMS
noTpebuTens, ero yAoBNETBOPEHHOCT U BOCMPUHMMAEMON LeHHOCTM. ONpockl Takke NOMOraiT CBOeBpe-
MEHHO BbISIBUTb NPOGAEMbI M BO3MOXHOCTW X UCNPAB/IEHNUS.

B3anmogeiicTBue 3/1eMEHTOB U UX BIMSIHWE HA Ka4eCTBO B yNpaB/ieHUN BCNoMoraTeibHbIMUK npoLecca-
MW NpeLCcTaB/ieHbl Ha pUCyHke 1.

MoTpeBHOCTY U 0XMAAHNS

YKecTkme xapakTepucTumkm YKecTkne n MArkne xapakrepucTuku Msarkue xapakTepucTukn
dusnyeckne Xapaxktepuctuku, PyHKUMOHasbHbIE, ®UHAHCOBbLIE OproHomuyeckne OpraHosenTuyeckne 3ITUYeckme
CBfi3aHHble CO rHaHCOBbIE

PUCYHOK 1 — 2/1eMeHTbl U UX BIAAHWE Ha KayeCTBO B ynpas/ieHU HeABMKMMOCTbIO

MpumeuvaHne — B cooTBeTCcTBMM cO cTaHgapTom WMICO 9000:2005 Ha pucyHke npefcTtaBneHa Knaccugu-
Kauus:
- KayecTBa (CTeneHb COOTBETCTBUSA COBOKYMHOCTW XapaKkTepucTrk TpeboBaHnam);

- TpeboBaHuii (NOTPEOHOCTb WM OXMAAHUE, KOTOpble YCTaHOBMEHbI, 06bIYHO NpefnonaralTca UM ABAAIOTCA
obs3aTesibHbIMK);

- XapakTepucTtuk (OTIWILIVITe}'IbHoe CBOIACTBO: CbVI3I/ILIECKoe, opraHonenTn4yeckoe, aTuyeckoe, ceA3aHHOE CO Bpeme-
HeM, aproHoMuyeckoe, pyHKLUNOHaNbLHOE).
4.4 OTNOTPeBHOCTEN K OCYLLLECTBIEHUIO NOCTaBKM

441 OxunpgaHua

OTpaenbHble CErMEHTbI OpraHu3auny Uiy opraHm3aums B LesoM MMetoT 6a30Bble NOTPeBHOCTH, KOTOpbIe
MOryT 6bITb O4EeBUAHbLIMW. KpoMe Toro, NoTPe6HOCT! MOTyT 6blTb HECDOPMYNNPOBAHHBLIMU UK CNEACTBUEM
OPYrUX NnoTpe6HocTel, KOTopble BblpaXeHbl TOUHO UK B 0OLMX YepTax.

3agava cocTouT B ONpeaeneHnmn n npefocTaB/ieHnn yCayr 1 NPoAYKLUMKN, KOTOPble MaKCUMasbHO YBenu-
yaT COOTBETCTBME MEXAY NOTPEBHOCTAMU NOXMAAHUSAMUN pe3ynbTaTa ycnyr. CneAcTBMEM SBMAIOTCA YAOBNET-
BOpPEHME N BOCTOPT OpraHunsauumn (noTpebunTensi n KOHEeYHOro Noaib3oBaTesns).
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4.4.2 Onpegenexve TpeboBaHUii B cornalleHnm o6 ypoBHe nNpefocTaBieHns yenyr

- lMepeBoA NOTPe6GHOCTEN B COOTBETCTBYHOLLMIA CNPOC

B KauecTBe BHYTpPEHHero npouecca opraHusaums foshkHa onpegeninTb CBOW CNpoc, KOTOPbIV A0/MKEH B
Hanbonblueli CTeneHn COOTBETCTBOBATb ee NOTPebHOCTAM. YacTo CyLecTBYOT pasnnyns Mexay BbICOKMMM
OXMAAHUAMMN N HEOOXOANMbIMKU TPEBOBAHUAMMK (CNIPOCOM).

- MepeBopg cnpoca B KOHKPETHbIE TpeboBaHuWs

Mocko/bKy CNpOC He YeTKO onpefenser TpeboBaHUs K COOTBETCTBYIOLLMM YCyram, UX Heo6Xo4umo
cchopmynupoBsarthb.

TpeboBaHNA ABNAIOTCA NPeAnochbiIKaMn K ONpefesieHno YPoBHA NPefoCcTaBNeHnsa YCyr, KoTopble
N3/10XKEHbI B MPELIOXKEHNUN W/UNK COrNTacoBaHbl B MPOLLECce C NOCTaBLUVKOM YC/yT.

OnwucaHHble npoLecchbl Npeobpas3oBaHuNii He yCTPaHAIT OTKIOHEHNUS OT NOTPEBHOCTEN, KOTopble HEObXO-
OVIMO YA0BETBOPUTb, B pe3y/ibTarte Toro, YTo:

- TOJIbKO YacTb NOTPeBHOCTEl YeTKO CHOPMYNNPOBAHA;

- HesiBHble OXWJaHWSA YacTO He BblPaXeHbl COOTBETCTBYOLLMM 06pa3oMm, NMOCKO/bKY OpraHu3auus He
3HaeT 06 WX CyLLEeCTBOBaHWU;

- NOTPEBHOCTU M3MEHEHbI W/ CHKEHbI M3-3a OrpaHNYeHuniA B CyLLECTBYHOLLMX OpraHn3aunax (Kyb-
TYPHbIX, (PMHAHCOBbLIX, BPEMEHHbIX (CXaTble CPOKK), HeJocTaTka 3HaHW 1 o6MeHa nHdopMauvein);

- HeBepHOe W/1In HeMoJsIHOe BbINOJIHEHME NpoLecca Npeobpa3oBaHus.

B pesynbTare 3TOro, onucaHwe YpPOBHA NpeAoCTaB/ieHNs YC/Yr COXpaHsaeT HejocTaTku, npucylme
noTpe6HOCTAM W, CefoBaTeNibHO, MPUBOAUT K PA3NNUMAM MEXAY OXMAAEMbIMU (HACTO HEYETKO BblPaXEHHbI-
MW) Tpe6oBaHNAMM KyCnyre 1 cpopmMyIMpoBaHHbIMU TPEOGOBAHUAMM (CM. PUCYHOK2).

dusunueckne
duHaHcoBble OpraHonenTuyeckne
®YHKLMOHASIbHbIE 3Tuyeckune
OproHomMmuyeckne BpemeHHble
O OxupaHus O OnpepgeneHHble Tpe6oBaHuA

PucyHok 2 — Pasnununsa Mexay oxngaHmamm nonpegesieHHbIMn TpeﬁOBaHVIFIMVI

4.4.3 TlocTtaBka

M3-3a orpaHuyeHuii n HefoCTaTKOB AeATeNIbHOCTU NOCTaBLUMKOB, a BMOCNEACTBUN U3-3a pas/nuuii B
MHTepnpeTaumn 1 BOCNPUATUN ONpeaeeHHbIX XapakTePUCTHK M COOTBETCTBYIOLLMX NoKasaTteneii B cornalle-
HUM 06 ypOBHE MpefocTaB/ieHNs yCyru, OTKIOHEeHWe pe3y/bTaToB OT TPe6OBaHW MOXET yBeNNUYnBaTbCA
(HecooTBeTCTBME NOCTaBKM U COOPMYIMPOBAHHLIM TPEBOBaHUAM) (CM. PUCYHOK3).

6
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dusnyeckne

O OxugaHus OnpeaeneHHble Tpe6oBaHuUs

PucyHok 3 — HecooTBeTCTBYE nocTasnsemoil YCIyrvi onpefeneHHbIM Tpe6oBaHUAM

4.4.4 Bocnpuartve

Ha MOMEHT npefocTaB/ieHUA YCNyrn XxapakTepuctmka NpoayKLMm MoXeT BOCNIPUHUMATbLCA NO-pasHoMY
ynpaB/ialolLeil opraHusaumnein, nocne 4ero MoXeT GbiTb NpefcTaBfeHHOR/CHOPMYNIMPOBAHHOW B BblLLIEOMNN-
CaHHbIi npouecc.

Bce ykasaHHble Bblle OTKNOHEHUS (HECOOTBETCTBMS) MOTYT OKa3aTbCsA CYLW,ECTBEHHbIMU W nognexart
ynpaB/ieHNt0 B COOTBETCTBMM C NPOLLECCOM 06eCrneyYeHnss Ka4ecTBa 1 NOCTOSIHHOTO Yy4lleHus.

HeBbinosiHeHVe (BbINOMHEHNE C HU3KMM KauyeCTBOM) Tpe6OoBaHMWii MOXET NOBAUATL HA OCHOBHbIE BUAbI
[esATeNbHOCTY W, criefoBaTeNlbHO, Ha YA0B/ETBOPEHHOCTb KIMEHTa, NOTPe6uTens 1 KOHEeYHOro nosb3oBaTe-
N8, aTakkKe Ha ycnex OCHOBHbIX BUA0B AESATE/IbHOCTMW.

MepeBbINO/IHEHME, KaK NPaBuo, okasbiBaeTcsl Hea(hPEKTUBHBLIM M BfIeYET 3a COG0I NOBbIWEHWE 3aTpaT
[ANs NoCTaBLMKa Y YBE/IMYEHNE LeHbl A5 OpraHu3aunm, 4To NpUBOANT K SKOHOMUYECKUM YObITKaM.

4.5 MeHemXMEHT KayecTBa

4.5.1 O6wwne nonoxeHus

Llenblo MeHegXxXMeHTa kayecTBa fB/nseTcs obecrnevyeHne COOTBETCTBMSA MOCTaBASEMON npoayKumu/
ycnyr TpeboBaHnaM, ONTUMU3aLUN NPOLECCOB N MOCTOAHHOIO yny4yweHusa kadectsa. C UeNbio yaydleHns
KayecTBa ycnyr u npoLeccos 419 N3MepeHus pesybTaToB pasBUTUA BO BPEMEHMN BaXKHO UCMOJb30BaTh MokKa-
3aTenin KavyecTBsa.

CyLLecTBYIOT pas/inyHble MeToAbl CUCTEMbI MEHEMXMeEHTa KavecTBa (ganee — CMK), rnasHblli U3 KOTO-
pbiX OCHOBbIBaeTcs Ha ctaHgapte VCO 9000. Apyrne meTtoabl, npedsiaraeMble Ha pbiHKe, ABNAKTCA 6osee
crneunanu3npoBaHHbIMU (Hanpumep, OPUEHTMPOBAHHbIE Ha MOCTaBLLMKA UM HA CUCTEMbI BOCNpUATUA/OXMaa-
HKS). B nto6oM cnyyae HacTosWwmMiA cTaHAapT He NpeAHa3HayYeH Ansi 3aMeHbl 3TUX CUCTEM.

4.5.2 CMK B opraHunsaynm KnneHTa

YacTto B opraHusaumn CMK yxe cyuiectsyeT. Llens CMK opraHusaumm COCTOUT B MNOBbIWEHUN pe3y/ib-
TaTUBHOCTU OCHOBHbIX BUAOB AeATenbHocTN. CywecTteyowas CMK gomkHa 6bITb agantupoBaHa K MeHex-
MEHTY KayecTBa BCnomMoraTesibHbIX NPoLeccoB BO61aCTN ynpasneHns HeBMXUMOCTbI0 U CUHXPOHU3MpOBaHa
Mo COOTBETCTBYIOL MM MOKa3aTesiiM KayecTsa.
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CMK 0CHOBHbIX BUAOB AeSATENBHOCTU A0IDKHA coaepkaTh TpeboBaHNSA K OCHOBHbIM M BCOMOraTeibHbIM
npoueccaM. B CMK gomkHbl BXOAUTb METPUYECKUE CUCTEMEI, KOTOpbIe 0becneunBatoT onpeaeneHue nokasa-
Tenen pyHKUNOHUPOBaHNA (M3MepeHUe) U onpedensaoTcs opraHusaunen. PesynbtaT BHegpeHUS CUCTEM
MeHeQXKMeHTa BCrnoMoraTesbHbIX NpoLeccoB byaeT cnocobcTBOBaTL AOCTUXEHUIO BU3HeC-Lienen opraHusa-
LK, B CBA3W C 3TUM AOIKHBI 6bITb pazpaboTaHbl nokasatenu, pyHkunoHuposarusa CMK opraHusauum. Hacto-
SLMA cTaHa4apT COAEPXKNT PYKOBOACTRBO MO NPUMEHEHUI0 METOA0B U UHCTPYMEHTOB MEHEAXKMEHTa.

5 Mpouecc MeHeQXXMeHTa KayecTBa

5.1 OOuwee BBeaeHue

5.1.1 Mpouecc MeHegKMEHTa KavyecTBa

Mpouecc MeHepKMEHTa kKauecTBa BKITHOYaET NPoLecc opraHn3aunm ynpasneHus HeABUKUMOCTbHO (NMpo-
Liecc ynpaBneHus HeABWKUMOCT b0 M MPoLecc MeHEXKMeHTa kauecTBa NpeacTaBfieHbl Ha pucyHke 4). YkasaH-
Hble npoLecchl TECHO B3aMMOCBSA3aHbl W HanpsMylo BAUSAOT Ha 3ddeKTUBHOCTL U PesynbTaTUBHOCTb
AeaTernbHOCTU opraHunsaummn (B obnactu ynpasneHus HeABWKMMOCTbIO, @ Takke OCHOBHbIX BUAOB AesdATelb-
HocTn). MpoLecc BkmovaeT B cebs AedATeNbHOCTb Ha TPEX YPOBHAX:

- cTpaTerMyeckom (MpoLecchbl, HanpaBfieHHbIE Ha KOHTPOSlb TOro, YTO MOTPEeBHOCTM opraHv3auuun
YAOBMNETBOPEHDI, U OLEHKY TOr0, YTO Lien yNpaseHns HeABWKUMOCTbIO JOCTUTHYThI);

- TaKTu4ecKkoM (npouecchl, HarnpasfeHHble Ha KOHTPOINb TOro, YTo noTpebHocTn noTpebutens yaos-
NeTBOPEHBI, U KOHTPOSIb TOrO, YTO NoKa3aTenu MeHed>KMeHTa YCryr 4OCTUMHYThI);

- onepaTMBHOM (NpoLecchl, HanpaseHHble Ha yAOBNETBOpeHNe NoTpebHOoCTen KOHEYHOro Nosb3oBa-
TenNs U KOHTPOIb NoKasaTenel BbiNoNHeHNs 3a4ay onepaTUBHOIo YPOBHS).

PaszpaboTka 1 coBepLUeHCTBOBaHME KPUTEPUEB 1 OLIEHKN KayecTBa, a Takke rnokasartenen npowecca
npeAcTasneHbl Ha pUcyHke 4.

YposeHb

MotpedHocT npegocrasneHua

H cnipoc

TpeéoBaHna

NPOBEPKA

KOPPEKTUPOBKA

PMOyHOK4 — LlMKﬂ MEHEXKMEHTa Ka4ecTBsa Anda npoueccoB ynpaeieHUA HEABWXUMOCTbIO
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Ha pucyHke Takke nokasaHo NMpuMMeHeHWe NpoLeccoB MEeHeXMeHTa KayecTsa B pamkax npoueccos
B 061acTu ynpasneHns HeABUKUMOCTbIO.

OnucaHue npouecca NpeaocTaBneHUs BCNnoMoraTenbHoOM ycryr n npoLeccoB MeHepKMeHTa kavecTsa
B 06nacTu ynpasneHus HeBUXUMOCTbIO paccMaTpuBaeTCs Kak LK B3aMMOAENCTBUA:

- notpebHoCTM 1 crpoc npeobpasytoTcs B TpebosaHus. TpeboBaHUs NpUBOAAT K onpeaeneHuo
npeaocTaBreHns ycnyru;

- BHELLHWIA LMK OnuckiBaeT NpoLece npeJocTaBreHnsi BCnoMoraTenbHON yenyru;

- BHYTPEHHWIA LMK ONMCbIBaeT NPoLEecch MeHeaKMeHTa kavyecTBa B 06nactu ynpasneHusa HeaBuku-
MOCTb!O.

5.1.2 ObecneyeHue Ka4yecTBa B paMKax >XU3HEHHOro LUKNa cornaweHua o6 ynpaBreHUU
BcrnomoratefbHbIMU ycryraMmu

B pamkax cornaliueHuin o6 ynpasneHuu BcnomoraTenbHelMu ycnyramu B cootseTcTeum ¢ EH 15221-2
OOMXKHbI 6bITh BbINOMNHEHbI crieaytoLne OCHOBHbIE AeNCTBUA (B ckobkax), kacatowmnecsa KPlun SLA:

- MoAroToBKa cornalleHnin o6 ynpasneHUu BCnomoraTteibHbIMU yCrnyramu;

- MOArOTOBUTESbHBIN 3TarM (KaK Ka4eCcTBO BCNOMOraTenbHbIX YCAYr MOXET NOBNUATL HA OCHOBHLIE BUAbI
AesATeNbHOCTH);

- aTan npegBapuTenbHON oUEeHKU U Bbibopa (HAackonbko MOCTaBLMKUA NOHUMAIOT 3Ha4YeHWe kavecTBa
ycnyr, npeanaraemMblx KIMeHTy);

- aTan npeanoxenus/obcyxaeHusa (neperoBopbl No Bonpocam onpeaeneHns KnioYeBoro nokasaTtens
3P hEKTUBHOCTN yNpaBneHUsa HeABUXKUMOCTbIO, OTBeYarowero TpeboBaHNAM, U COrnacoBaHHbIX 3HaYeHUn
01151 3TOro nokasaTens);

- 3Tan cocTaBneHusi cornaweHua o6 ynpasneHuM BcnoMoratenbHbIMU yenyramu (YyTouHeHue npeano-
XKEHHbIX nokasaTenen yrpasneHua HeABWKUMOCTbIO, Takux kak KPI n FM KPI, u cooTBeTCTBYIOLWNX 3HAYEHUIN
3TUX NokasaTenen);

- aTan nognucaHus (3aknounTensHoe oduunanbHoe ycTaHOBIIEHNE NoKasaTenen ynpasneHna Heasu-
XUMOCTbIO U COOTBETCTBYOWEro SLA);

- aTan Mobunusaumu (3aBepLieH1e NPoLEeCcCoB Mo U3MEPEHUIO 3HaYEHUI CornacoBaHHbIX NokasaTenen
1 onpeaeneHnio AeNCTBNA, BbINONHAEMbIX NOCAE U3MEpPeHns);

- aTan KOHTPOMS, B T. 4. 06bEKTUBHAA NPOBEPKa, ecnu paHee OHa He Nposoaunack (Nposepka cornaco-
BaHHbIX 3HAYEHWI NokasaTenen u COOTBETCTBYIOLLUX MPOLECCOB);

- 9TanakcnnyaTauun (NnpumeHeHue SLA Anst n(poBepKU UCMIONHEH WS BCIOMOraTeNbHbIX YCIyr U yny4lue-
HWs1 X KayecTBa);

- BbINOMIHEHWE N cTabunusaums;

- ONTUMU3aLUNA (HekoTopble MoKasaTenyu Ka4ecTBa U UX 3HaYEHUs1 MOTyT ObiTb NEPEeCMOTPEHI);

- 3aKIYUTenbHBIA aTan (HeobxoauMO BLISIBUTb, Kakue ynydlleHUsi nokasatenen adekTMBHOCTU
ynpaBfieHNA HeABWKUMOCTBIO U COOTBETCTBYIOWNX 3HAYEHUA 3TUX MoKasaTenein MoryT ObiTb BKMOYEHbI B
HOBbIe COrnaLLeHns).

5.2 AHanus notpeGHocTel U cnpoca

B EH 15221-2 paccMoTpeHbl OCHOBHbIE MeTOoAbl, C MOMOLLbIO KOTOPBIX YNpasnsolWein opraHusaumm
CaMOCTOATENbHO U NMPU YHaCTUN BHELUHUX KOHCYbTaHTOB criegyeT onpeaenuTs cBoi cnpoc. [laHHbI cnpoc
(TpeboBaHus) coaepxut onucaHne Tpebyemblx BCroMoraTenbHbIX yCnyr U uMX cneuudmnkauuii, Bknoyas
pesynbTaThl AeATENbHOCTU U KadecTBo (cMm. 15221-1:2006, 8.2.5.2). PaspaboTtka cnpoca ynpasnstoLien
opraHusaLumn NpodomkaeTcs Ha MPOTsXKeHUN BCero npotecca, BegyLero K dopMupoBaHuto SLA.

CnepoBatenbHo, MeToAbl pa3paboTku AaHHOro cnpoca, T. e. TpeboBaHuiA, aHanorM4YHbl YCTaHOBNEHHBLIM
B EH 15221-2:2006, 5.3.

Ha npoTsxeHnn Bcero npouecca NoAarotoBkn SLA, cnpoc aetanusmpyeTca nocpeaAcTBoM Bce Bonee
KOHKPETHBIX 3rIeMEHTOB U BCreACTBME NEPeroBOPOB C NOTPEOUTENAMU N KOHEeYHBIMWU Nofib3oBaTenamMu, a
TaKkKe C MocTaBLMKaMK yCnyr.

5.3 YcTtaHoBneHue TpeGoBaHUin

5.3.1 Uenn

Llenbto onpegeneHuns TpeboBaHWin ABAAETCA NonyvyeHue TpeboBaHUA K BCOMOraTenbHbIM ycnyram,
06beanHeHHbIX B SLA. 311 cneundmkaumm npusedeHsl B EH 15221-2:2006, nyHkTeb 8.2.4.1 11 8.2.5.2, Bkntovast
pes3ynbTaTbl AeATENbHOCTU U acrnekTbl Ka4ecTBa, 1 NpedcTaBreHbl B yNpolleHHoM Buae B 7.4.2.

5.3.2 Bo3MoOXHble MeToAbl onNpeaeneHUs NOTpebHOCTe opraHusauuu:

- cneuuduKauus opraHnsaLmu;

- npoBegeHue nccreaoBanmsa TpeboBaHui NnoTpebutens;

- BbIICHEHWE, YTO XOo4eT NoTpebuTens 1 noYemy (BCTpeuu, onpockl, UCCreaoBaHnsa U ap.);
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- onpegeneHue TpeboBaHWiA Ha OCHOBe 0BpaTHON cBsA3N Kanob noTpebutenei;

- CTPYKTYpupoBaHue yHKUNN KavyecTBa A1 HOBbIX MPOOYKTOB M AeATENIbHOCTU (Ha OCHOBE «Ccnucka
noxenaHuiny» noTpeburens);

- nposefeHe 06bEKTUBHON NPOBEPKUN CYLLECTBYHOLWUX YCIYT U aHanMaa CyLLECTBYIOLWEro COCTOAHUS;

- BMecTe C npeactaBuTensaMn opraHmsauun, notpebutenein, KOHeYHbIX Nonb3oBaTenei nposegeHe
6eHumMapKuHra, npegycMaTtprBaollero nocelleHWe CaiToB, COMOCTaBfieHWE C APYTMMU OpraHU3auusiMmn
(NoAoBHBEIMU UK HET);

- MpoBepKa NOHUMaHWUA TOro, YTO Xo4eT NoTpedbuTensb.

5.3.3 TpeGoBaHuUA co CTOPOHBLI OCHOBHOWN AeATENBHOCTU

[nsi pazpaboTkm TpeboBaHW CO CTOPOHbI OCHOBHEIX BUAOB A€ATENbHOCTM OpraHMsaLMn, A0MKHbI BbiTb
BbINOMHEHbI crieaytone AeUCTBUS:

1 N3yyeHue OCHOBHBIX BUAOB AEATENLHOCTY U NofyYeHne nHdpopmMaLmn o Lensx (TpeboBaHusx) co cTo-
POHbI OCHOBHBLIX BWAOB AEATENbHOCTU opraHusauun. Ons atoro HeobxoouMMo BbINOMHEHUE crneaylowmnx
AencTeui:

a) B3aumMoAencTBMe NnocTasLuMKa YCNyr ¢ pyKOBOACTBOM OpraHusauud, noHumMaHue oblumx uenen
opraHusauunu, nposepka KopnopaTtnBHbIX NPUHLNMOB, NOMUTUKA (3KONOMMYECKON, STUMECKON U T. A.), BHYT-
PEHHWUX pernamMeHToB;

b) B3anmogelicTBue c BusHec-nogpasgeneHnsaMu, KrouesbIMA rpynnamm noTpebuTteneit (pasnuya-
toLLIMECH B 3aBUCUMOCTU OT KaXKAOW opraHusauun) B Lensix nonyveHus ux tpebosaHuia;

C) nonyyeHue oXXuaaHuiA KOHEYHOro MoNb3oBaTENsA HaNPsSIMyo UK Yepes NoTpebuTens (BHyTpeH-
Hero 1 BHeLUHero);

d) onpeaeneHue obLLeCTBEHHBIX NPaBWI M HOPM, KOPNOPaTUBHOTO B3aUMOAENCTBUSI U CTpaTErn.

2 OnpepgeneHue Lenv OCHOBHON AeATENbHOCTN OpraHU3auni, Ha KOToOpbIe MOXET MOBMNUSTL yrNpaBne-
HWe HeaBKUMOCTbIO.

3 MpeobpasoBaHne KOPNOpaTUBHBLIX CTPATErMYECKUX LieNei B CTpaTern u Lienu ynpasneHus Heasu-
XKNMOCTbHO.

4 OnpegeneHue Bknaga/BnmMaHua n 4o6aBNEeHHON CTOMMOCTU NPeAoCTaBNEHUA NPOAYKLNA A1l OCHOB-
HbIX BUAOB AeATENbHOCTU U OpraHnsaunm B uenom (Hanpumep, apbekTUBHOCTb, pe3ynbTaTUBHOCTb, UMUK,
kagpoBoe obecneveHune).

5 BbisiBNeHMe WM aHanuM3 puUcka/KpUTUMHOCTU (B paMKax KOpropaTUBHOIOG ynpaBrieHUs! PUCKOM)
npegocTaBneHus NPoAyKLMK Arist OCHOBHOW A€ATENbLHOCTU B Crlyyae ee OTCYTCTBUS UM HEBLIMOMHEHUS!.

5.4 Pa3spa6oTKaypOBHS NpeAocTaBreHUs1 yCcnyru

5.4.1 O6wue nonoxeHun

Moa ypoBHem npepocTtaBneHus ycnyr (SL) noHumaloT nonHoe onucaHve TpeboBaHWiA K Npoaykuuu,
npoLeccy UM cUcTeMe € UX XxapaKTepucTukamu. YkasaHHbIA nepeyeHb XapakTepucTuk B SL MoxeT 6biTb
KnaccucmumpoBaH B Buae TpebosaHuid kK usmepeHunsim u aHanusy (MCO 9000).

SL onpegenset opraHusaumsi. OH MoxeT 6bITb ON1caH Npy OTCYTCTBUM APYroi CTOPOHBI UK nocpea-
CTBOM B3aUMOAENCTBUSA C MOCTaBLUNKaMM YCIyr.

CornaweHue 06 ypoBHe npegocTasneHns ycnyri (SLA) B 06nactu ynpasneHus HeBUXKMMOCTbO — 3TO
cornawleHune mexay opraHusaumein u NocTaBLMKOM YCIyT, coaepalluee onucaHue ypoBHS NPoU3BoAUTE b-
HOCTWU U YCINOBUIA NpefoCTaBleHNs BCroMoraTensHon yeryru unm npogykumn. Ctpyktypa SLA onucaHa B
EH 15221-2:2006, nyHkT 8.2.

5.4.2 MNpeobpa3zoBaHue TpeGoBaHUIA NPUMEHUTENBHO K BCOMorareNnisHOW NpoAayKkuumn

[ns onpenenexus SL kaxagoe TpeboBaHWe, HACKOMbKO 3TO BO3MOXHO, A0MKHO 6bITb CONOCTaBMNEHO C
(knaccuduumpoBaHHoit) BcnomoraTensHoi npoaykumein (cM. EH 15221-4). OgHum us cnocobos cuctematu-
YEeCKOro BbIMOSTHEHUSI 3TOrO COMOCTaBIIEHUS SIBMSIETCS UCMONb30BaHNE CTPYKTYPbl BCIOMOraTebHON NPOaYK-
umm B cooTBeTcTBUM ¢ EH 15221-4 gna Toro, 4tobbl onpedenuTb, kakyd BCNOMOraTenbHylo NpoayKuuio
cnepyer BbibpaTh, UTO6LI yAOBNeTBOpUTL TpeboBaHuio. 1o BO3MOXHOCTW, cnegyeT NCNoNb3oBaTh kKaTeropun
KnaccuduMpoBaHHO BCcrioMoraTernsHoi npoaykuuy. Mpu Heobxoaumoctu, cnegyet 4obasuts UHANBUAY-
anbHble acnekTbl K CyLecTBYOLen NpoAyKUMM Unn obbeanHUTb acnekTbl PasfMYHON NPOAYKLMN C Lenbio
€O30aHUNs1 KOHKPETHLIX BCMOMOraTerbHbIX YCIyr.

5.4.3 dnemeHTbl YpOBHA NpefoCTaBlNeHUs yCnyru

Wcnonb3aysa knaccuduumpoBaHHyo BCrioMoraTenbHyH NpoayKumio unu paspabotats HoBble (MHAUBUAY-
anbHble) BcnomoraTtesibHble YCryrv U, ucxoas us TpeboBaHuia, paspabartbisatoTt SL.

AnemeHTamu SL MoryT 6bITh:

- cneundpmkaums, Hanpumep:

- npoaneHue (COAepPXXUT NYHKTbI/HE COAEPXKUT MyHKTbI);

10
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- obbeM 1 napameTpel;

- AelcTBYIOWME CTaHAapThl U KOHKPeTHbIe TpebyeMble MeToAabl;

- CUHXPOHW3aUUs, BPeMEHHbIE UHTepBanbl UK AaThl; CPOK AEUCTBUS, OCHOBHbLIE 3Tarbl, yCTaHOBMEH-
HbI CPOK, NEPUOAUYHOCTb;

- TpebyeMblii nepcoHan ¢ Tpebyemoi KOMNETEHTHOCTbLIO;

- TpeboBaHWUA K OTYETHOCTY;

- Heobxoaumble NpoLieaypsbl.

OneMeHThl YPOBHS NpeaocTaBeHns YCRyrn oTpaXaroTCs Ha CTpaTernieckom, TakTu4eckoM 1 ornepaTus-
HOM YpOBHSIX. 3TN anemeHTbl 6yayT onucarbl B SMART (3Hauumblin, Usmepumbii, JocTUXUMBIR, OTBETCTBEH-
Hbln 1 OrpaHWYeHHbI BO BpEMEHN) MeToAe B pamKax corfaweHuin o6 ypoBHe npedocTaBneHus ycnyru ¢
ncnosb3oBaHWeM nokasaTenemn Ha cTpaTernyeckoMm, TakTUHecKoM U onepaTMBHOM YPOBHE.

Hanpumep:

- cTpaTermyeckuil ypoBeHb: KiloueBble nokasatenu acheKTUBHOCTU Takune, Kak «rMBKOCTb opraHusa-
LUnK-nocTaBLUuKa BCnoMoraTesibHbIX yenymn unu «gobasneHHas CTOMMOCTb ANA OCHOBHOO npouecca» Unm
3aTparThbl B yNpasfieHU1 HeABWKUMOCTbIO Ha KBagpaTHbIA MeTp 1 ap.;

- TaKTUYEeCKUn YpoBeHb: Takue MokasaTenu, Kak «KBaapaTHbii MeTp ogHoro pabGouyero mecta Ha
nnowaab opucHoro 3aaHns», «paboumne yachl ANs NpegocTaBneHUs yCnyr» 1 ap.;

- onepaTuBHbIA YPOBEHb: Takue nokasaTenn, Kak «uncno cboes 3a nepuod npeaocTaBneHUsa ycnyrny,
«BpEMS OTKINUKa», «yA0BNETBOPEHHOCTb KOHEYHOIO MOSb3oBaTENsA» U Ap.

Mpouecc, onucaHHbId B 5.5, paspabaTbiBaeT crneuudukaumio ana ypoBHS NPOU3BOAUTENbHOCTN U
CMCTeMbI MoKasaTenen OLEeHKN KayecTBa, T. e. uenen U obaBneHHOn CTOUMOCTW, KOTopble AOMKHbI BbiTb
AOCTUTHYTHI.

5.4.4 NMpuHUMN N MeTOABI, ONpeAensAoLUe YPOBEeHb NpeAoCTaBNEeHUA YCNYrn

OnpeneneHve SL siBnsieTcsl UTepaTMBHBLIM NpoueccoM. B 6onbIMHCTBE cry4aeB OH HauMHaeTcs ¢
obLe KoHLenun ynpasnsioLLe i opraHM3aL/Mmn ¢ HECKONbKUMU cTpaTermyeckumm uensamn. Ha ocHoee noatan-
Horo npouecca opmnpyeTcs YeTKoe U TouHoe onucaHune. B xoge ntepaTneHoro npouecca B3anMoOCBA3N C
OCHOBHbIMW BUAAMUN AesATeNbHOCTU, 0bsi3aTenbCcTBamMy (BHYTPEHHUMM U BHELLHUMM), (DYHKLUAMU 1 3aaa4aMm
NT. 4. AOMKHbI BbITb ONpeaeneHbl U COrnacoBaHbl opraHu3aumen.

B COOTBETCTBMM C MEHEPKMEHTOM PUCKa U ero 3HaveHueM Aris opraHusaumm, nocneacTsus U B3amumo-
CBA3M AOMKHbI BbITb MPOaHaANU3NPOBaHBI C TOUKUA 3PEHUA BAUAHUA U NOTEHUMANbHOrO YXYALIEeHUS YCIyT Mo
OCHOBHBIM B/MAaM AeSATeIbHOCTU. YPOBHWU NPeaocTaBnieHus YCnyr, KoTopble SIBNAIOTCA ariemeHTamu 6onee
KPYMHOM cucTeMbl MeHeXKMeHTa, AOMKHbI OblTb NPOaHaNU3NPoBaHbl B OTHOLIEHUW BO3MOXXHOCTU nNepeaayn
pucka.

UTo kacaeTcsi fo6aBneHHON CTOMMOCTH, YpOBEHb NPeaoCTaBNeHns ycyr AoMKeH NOBLICUTbL 3HavYeHue
nMuaxa ynpasnsioLlein opraHusasuum, npeobpasosaHus/MsmeHeHni, obecnedeHuna kaapos, achdekTUBHOCTH,
pe3ynbTaTUBHOCTU, COOTHOLLUEHWS LieHbl U KaYecTBanT. 4.

Mpouecc cosgaHWUa AOMKEH NpuaepXuBaTbCA Knaccudukaumm 3sHa4YMMOCTU BCMOMOraTenbHoOW npo-
AYKLMN cornacHo npoBedeHHOMY aHanuay.

[aHHbIA npoLiecc NO3BoONsET:

- yrpasrisiioLLen opraHnsanum 3HaTb:

- CBOW peanbHble NOTpebHOCTH;
- repenoBble NPaKTUKK 1 ONbIT, CTaHAapT;
- MAeW Unn KpUuTepuu, KOTopble eLle He PacCMOTPEHbI;

- MOCTaBLWKY YCNYT NOHATL NOTPeBHOCTU ynpasnaoLwen opraHisaumu.

5.4.5 Buabl v knaccudunkauusi ypoBHs NpeaocTaBneHus yecnyru

5.4.5.1 O6wue nonoxeHusn

SL MoxeT 3aTparusaTtb BCe TpU YPOBHSA (CTPaTern4eckni, TakTUMECKUin, ornepaTUBHLIN).

SL moxeT 6bITb pasaeneH Ha ABE OCHOBHbLIE KATEropun: YpoBEHb, OPUEHTUPOBaHHbLIN Ha BXOA N YPOBEHb,
OPUEHTUPOBaHHBIN Ha BbIXoA (CM. cTaHAapT EH 15221-2).

Takum o6pasom, SL MoxeT GbITh (B 6onbluei cTeneHn) opueHTUpOBaHHLIM Ha BXOA UMW BbIXOA U MOXET
ObITb ONpeaeneH Ha 0QHOM, ABYX UMW BCEX TPEX YPOBHAX (CTpaTerMyeckom, TakTuieckoM U/unm onepaTuBHOM
YPOBHSAX).

5.4.5.2 YpoBeHb NpefocTaBneHus yCnyru, opueHTUpoBaHHbIA Ha BXOJ,

SL cuutaeTca opueHTUPOBaHHBLIM Ha BXOA, KOrAa XapakTepucTUku (nepeveHb XapakTepucTuk), cocTas-
nawme ero onucaHne, 0CHOBaHbl Ha TEOPETUYECKUX WU YCTaHOBIEHHbIX MeToAax (Heoba3aTenbHO caMbIxX
ANYYLWNX), OCHOBAHHBIX Ha COBCTBEHHbIX AOBOAAX OpraHusaumu, T. e. MPOLLIIOM OnbiTe, 3HaHUAX, cTaHAapTax,
npoueccax, BHyTPeHHen NonuTuke, u ap.
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YpoBeHb nepeaayun prcka orpaHuyeH, T. K. NOCTaBLUMK yeryr obnagaeT rubKkocTbio YPOBHSI pecypcos v
onvcaHHOM MeToge.

5.4.5.3 YpoBeHb npeaocTaBneHUA ycnyru, opueHTUpPoBaHHbIN Ha BbIXOA

SL opueHTVpoBaHHbLIN Ha BbIXOA, B OCHOBHOM, NpeAcTasnsieT coboin ynpasnsemoe TpeboBaHue (4ero
AOCTUYb, @ He KaK JOCTUYb).

[eaTenbHOCTb NOCTaBLMKa YCryr AokHa ObiTh HanpaBeHa Ha yMeHblLUIeHUe OTKNOHeHUs Habnopae-
MbIX pe3y/ibTaToB OT yCTaHOBIIEHHbIX TpeboBaHWN. KOHKpeTHble 3agayn vnu cneuudpukaumm He ykasaHbl
(cnocobbl 4OCTUXKEHUS He onpeaeneHbl).

CyluecTByeT BbICOKUIN ypOBEHb M’MBKOCTM YPOBHS PECYPCOB B ONMCaHHOM MeToze.

Kak npaBuno, ypoBeHb NpeAocTaBneHns ycnyri npeactasnsieT co6ol onncarHme o6oux metoaos. Peako
MOXHO HalTW ypoBeHb NpeAocTaBneHUs YCayrin co BCEMU ero XapakTepucTukaMu, NoHOCTbIO OPUEHTUPO-
BaHHbINA UNW Ha BXoZ, NN Ha BbIXOA.

YpoBeHb NpegocTaBeHns ycnyr Ha cTpaTernieckom yposHe 6onee opreHTUpOBaH Ha BbIXof,. YPOBEeHb
npedocTaBneHns ycnyr Ha onepaTMBHOM ypoBHe 6ornee opueHTUpPOBaH Ha BXof,.

SL, opueHTNpOBaHHbIN Ha BbIXOA, AOSPKEH CTaTh HOPMaTUBOM. SL, OpUeHTUPOBaHHbIA Ha BXOA, AOSKEH
6bITb MCKIIOYEHNEM U MPUMEHSTLCA B cCriydae, korga OpUMeHTUPOoBaHHbIA Ha Bbixod SL He MoxeT 6biTb
ncnone3oBaH (Hanpumep, 6e3onacHoCcTb).

5.4.6 XXnM3HeHHbIN LIMKN YPOBHSA NpefocTaBneHUs yCnyru

5.4.6.1 O6wwue nonoxeHus

YpoBeHb NpedocTaBeHNs yCnyru HeobXxoaMmo akTyanusnposaTb U Nepuognmyeckn onTUMU3NPOBaTL C
TeYeHUeM BPEMEHN.

5.4.6.2 MopgroToBuTenbHbIN 3Tan

Ha nogroTtosuTensHoM aTtane (cM. 5.4.3) ypoBeHb NpefocTaseHUs yenyr paspabatbisaetca bonblle B
TeopeTUYeCKoM Brae, NCXOAsA 13 ONTUMarnbHO AOCTYNHON NHpopmaLmn.

5.4.6.3 JOtan BBeAeHUA B fecTBUE

Ha aTane BBeaeHus B AelcTBUE TpebyeTca 6onblue YyCUnuin Ana AOCTUXKEHUA COMNacoBaHHOIO YPOBHS
npegocTaBneHns ycnyr. B koHue aTana 3anycka onpeaeneHHblie ypoBHU NpeaocTaBneHuns ycnyr A0MKHbI ObiTb
OOCTUTHYTBI 3anfaHUPOBaHHBIMU METoAaMM U pecypcaMmu Unn AOMKHbI GbITb BHECEeHbl COornacoBaHHbIe
N3MEHeHNs.

5.4.6.4 TMocTosAiHHOE ynyulleHUe/3Tan onTUMU3aLumn

YpoBeHb NpedocTaBneHns yCryri B paMmkax CUCTEMbl MeHePKMeHTa kauecTBa AokeH bbITb obecneveH
BO3MOXHOCTbIO MOCTOAHHOIO yry4dweHusi. MeTogonornsa nsmepeHuii gomkHa 6biTb paspabotaHa v npuHsATa.
YyylueHns n ameHeHus1 AOIMKHbI BBOAUTLCS U OTCNEXUBATLCA.

5.4.6.5 UsmeHeHun

Mo psgy NpyUYMH ¢ TEYEHNEM BPEMEHU AOMKHBI BBOANTLCA UBMEHEHUS! YPOBHS NPEAOCTaBNEeHUs YCIyru,
Hanpumep:

- n3MeHeHue noTpebHocTel 1 TpeboBaHWiA yNpasBnsAoLWen opraHnsaunm ¢ TedeHneM BpemMeHn (Hanpu-
Mep, CITMSIHUE UNn MormnoLueHne );

- BHelUHee BO3AeNCTBUe (Hanpumep, KOHKYpPeHLUs, U3BMeHeHWe NpaBoBOro 3akoHoAaTenbCcTBa);

- M3MeHeHWe NoBeaeHWsl, TEXHOOTUI UMK CTPYKTYPbl NOCTaBLLMKOM YCIIyT.

5.5 Paspa6oTka nokasareneu usmepeHuin (Mepapxus nokasartenemn)

5.5.1 Llenu pa3spa6oTku nokasarenen (CTpyKTypHble NoKasartenu)

[aHHbill pazgen cogepXxuT pekoMeHaaumm no paspaboTke COOTBETCTBYIOLMX NoKa3aTeneun (T. e. nepey-
Hs1 nokasaTtenei U UX CTPYKTypbl), koTopble obecneunsaloT achpeKTUBHOCTL MEHEeKMEHTa BCoMoraTenbHbIX
NpoLIECCOB N KAYeCTBO, B HACToALLEe BpeMsl U B ByayLuem 1 No3BONAIT OTCNEXUBATL NPOrpect A0CTUKEHUS
uenen.

AdbdekTuBHBIE NOKasaTenyM BMecTe C HenpepblBHBIM NepeyHeM B3aUMOCBA3aHHbIX/YCOBEPLUEHCTBO-
BaHHbIX NoKasaTenen (4N Bcex TUMOB U3MEHEHUIA, HanNpUMep, B NpoLieccax, Lensax, LeHHOCTAX):

- NO3BONAT KOHTPONMPOBaTL MPoLEeCcC MPOM3BOACTBA HaAeXHON U nocnefoBaTesNibHOW Bcriomora-
TenbHOW NPOAYKUMN;

- MO3BONSAIOT BLIABUTL 3aTpaThl;

- MO3BONAT CBOEBPEMEHHO BbISIBUTL NpobnemMbl U CNPOrHO3npoBaTh NOCNEACTBUA, Npexae Yem OHU
060CcTpATCA NN NPUBEAYT K HEFraTUBHBLIM MNOCNEACTBUAM;

- NO3BONAIOT Ny4Lle YAOBNETBOPUTL CMIPOC OpraHnsaumnm notpebutens;

- NO3BONSAIT COBEPLUEHCTBOBATL NPOLIECC NMPUHATUA PEeLLEHWUIA, BEAYLUMX K YITYYLLIEHWIO BCNOMOraTeb-
Hou npoAyKuun U 3chPEKTUBHOCTIN (MOCTOSIHHOMY YITYHLIEHWNIO) AEATENbHOCTN OpraHusaLum;

- ynyywaioT npouecc 6eHIMapkuHra;
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- obecneunBaloT Hagnexallee Ka4ecTBO (XapakTepUCTUKN, KOTOPbIE UMEIOT 3HaYeHue) No cnpaseann-
BOW LieHe (BOCNPUHUMAaEMON LLEHHOCTN);

- obecneunBaloT cpeacTBa KOHTpONA/ynpaBneHuns, KoTopble CNocobCTBYIOT 3dipbeKTMBHON AeATeNbHOC-
T (3KOHOMUS BCTPEY, NPOCMOTP U aHanus cTaTUCTUKU U OTYETOB U Ap.).

5.5.2 Pa3znu4Hble BUAbI NoKasartenen

Buabl nokasatenen (cM. 3.1.11—3.1.16):

- nokasaTtenb;

- KNoYeBon nokasatenb 3hHEKTUBHOCTU yNPaBNAIOLLEN OpraHn3aumu;

- nokasaTtenb ynpaBneHUs HeABWKUMOCTbIO;

- KnioveBon nokasatenb 3hhekTUBHOCTU ynpaBneHus HeasmxumocTblo (FM KPI);

- rnaBHbI NOKasaTenb ynpaBneHusa HeABMKUMOCTLIO.

AT nokasaTenu MoryT 6bITb NpeAcTaBneHbl B COOTBETCTBUU CO CXEMOW, MPpUBEAEHHON Ha pUCYHKe 5.

KniouyeBon nokasarernb
achhekTMBHOCTU ynpaBneHus
HeaswxkumocTbio (FM-KPI)

MNokasartenb
............. ynpaBneHus
l HeEABWXKNMOCTbIO

PucyHok 5 — Buabl nokasartenen

Ha pucyHke 5 nokasatenu pacnonoXeHbl Ha pasfiMyHbIX YPOBHSX U UMEIOT CBSA3b APYr C APYroMoT cTpaTe-
rMYEeCKOro YPOBHSA A0 TaKTUYeCKOro 1 onepaTUBHOro ypoBHs. Kniouesoi nokasaTenb addpekTMBHOCTU OCHOB-
HbIX BMOOB AEATENbHOCTU CBSI3aH CO CTPYKTYPOW yhpaBMneHns HeABWXKMMOCTbIO U ee cTpaTtervei. Ons
CTPYKTYpbI yrpaBneHus HeABWKUMOCTbIO KMto4eBOol nokasatenb ahdeKTUBHOCTM yrpaBnsiollen opraHnsa-
LW 1 KINoYeBO NokasaTernb 3hhekTUBHOCTA yNpaBneHust HeABUKUMOCTLIO ABMAIOTCS BaXXHBIMU ANA ynpas-
neHna npoueccamu. Bce nokasaTtenu AomkHbl GblTb CBAI3aHbI C roKasaTensMy Ha «HWKHUX YPOBHAX»
B MeTpUYecKoun cucteme.

Opyras knaccudukaumsa nokasarenen:

- ednHU4YHble noKasaTenn UaMepeHUa onpeaenarnT XapakTepUCcTuky (I/IJ'II/I nepeyeHb XapaKTepI/ICTI/IK)
I'IpO,D,yKLI,VII/I/yCﬂyFVI n npeaocTaBndaAr0T I/IH(bOpMQLI,I/I}O 06 nx BbINOJTHEHUK, HAanpumMep, Konm4ecTBo NpodaHHbIX
eaNHNL, YBpaHHBIX M2, KONUYECTBO MOCETUTENEN UM 3BOHKOB B CMYXGY Noaaepkku 1 ap. ;

- arpervpoBaHHble nokasaTenu (Hanpumep, KoadULMEHTBI) Ha pasnUMYHbIX YPOBHAX JaloT
nonHoe/cxxatoe npegcrtasneHue o6 adpbekTnBHOCTU/KAYECTBE B COOTBETCTBUM C 3a4aHHON CTPYKTYPOWH,
Hanpumep, cHmkeHne CO (okeua yrnepoaa), 3aTpaTthbl Ha 0gHO pabodee MecTo, cpegHee BpeMsi NpoBedeHUs
peMoHTa.

5.5.3 PekoMeHOaL M NO U3MepEHUIO NOKa3aTenen

MeTpuyeckasi cuctema ¢ ee nokasatensMu AomkHa ObITb pa3paboTaHa «CBepXy BHU3» HA OCHOBE:!

- LeHHocTen, BuaeHUs, MUCCHM (CM. pUCYHOK 5); 3aTem

- KrtoYeBbIX hakTOPOB ycrnexa M OCHOBHBIX MPUHLIMNOB BraHeca (CM. PUCYHOK B);

- nokasarternein acpdeKkTUBHOCTY B MPOLUMOM, HacToALweM 1 ByayLem (CM. pPUCyHOK 7).
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CTpaTernyeckui
YPOBEHb

TakTuyeckui
YPOBEHb

OnepaTuBHbIi
YPOBEHb

[JononHutensHaa nHgopMaums n pekoMmeHgauun A8 M3MepeHns nokasartenei npeacras/ieHbl B Npu-
NnoxeHun B, oHa BK/lOYaeT:

- pekomeHgaummn no paspaboTke cucTemMbl nokasaTtenei (B.1)

- napameTpbl nokasartenei (B.2);

- KpuTepun otbopa nokasateneii (B.3),

- Tpebyewmble cBoiicTBa nokasareneii (B.4),

- MeToAbl c6opa gaHHbIX (B.5);

- obnacTu v kateropun nokasateneii (B.6).

Ha pucyHke 7 nokasaHo, 4TO efjMHWNYHble NnoKasatenn Wuam arperMpoBaHHble nokasaresim MoryT 6biTb
onpegeneHbl/n3MepeHbl/paccumTanbl Ha ONpefeneHHblii MOMEHT BPeMeHW uanm o6befnHeHbl 3a nepuog,
BpPEMEHWN.

5.6 AcnekTbl KauecTBa Npu opraHn3aunm NocTaBKM BComoraTenibHOM NPoAYyKLNN

Be3 XxopoLLo opraHn3oBaHHOl NOCTaBKM TPYAHO A06UTLCA kavecTBa. OpraHnsaums nocTaBky OPUEHTU-
poBaHa Ha cTpaTternyeckme, TakTuyeckme n onepatmsBHble npoueccbl. OpraHm3auus BKIKYaeT B Cebs:

- Pa3paboTky npoueccoB ynpaBieHWs HeABWKMMOCTbIO, COCPeAOTOUYMB BHVMMAaHWE Ha MOUTUKE U
cTpareruu.

Mpy opraHvsaumMm NOCTaBkW AO/MKHbI YYUTbIBATLCA 3Tarbl MOGUAU3aUNK, KOHTPONSA U 3KCnayaTaumm
(cm. EH 15221-2);

- YnpasneHue npoueccamu, CBA3aHHbIMU C PYKOBOACTBOM, /II0ABMU, COTPYAHNYECTBOM N pecypcamu,
Hanpuwvep:

- opraHuM3auuoHHas CTPyKTypa;
3aja4n, 0653aHHOCTY 1 KBanudukaums (HanpumMep, B 4O/MKHOCTHON NHCTPYKLUMK);

BbIOOp pPecypcoB M TpPeboBaHWiA, TakMX Kak BHYTPEHHAS/BHeELIHAS paboyas cuna, gpMHaHCOBbIE
pecypcebl, MHhopMaLus;
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- nnaHupoBaHue/onpeaeneHne pabounx 3NeMeHToB/NPOM3BOACTBEHHOrO MaHa, B T. 4.
- MHCTPYMEHTbI, CPeACTBa, MeToAbl, KOTOpble AOMKHbI BbITh MPUMEHeHbl (MUHUMaIbHBIR 06s13a-
TeNbHbIA YPOBEHb);
- MOAroToBKa CMeLManucToB COOTBETCTBYOWEro npoduns 1 TpeGoBaHWA K NOAroTOBKE NPOouUs-
BOACTBA;
- MaTepuarnbl U pacxofHble NosnLnu;
- cTaHgapTbl unu 0bopyaoBaHne U Ka4eCcTBO U3rOTOBMEHUS;
- TpeboBaHusi beszonacHocTK;
- nnaHMpoBaHue B3aumoaencTsus (kak/rae/korga);
- ocyLlecTBMNeHWe 4esaTenbHOCTY (MPOeKToB);
- KOHTPOMb OCYLLECTBMNEHUS AEATENBHOCTH;
- npouecchl U AOKYMEHTO0B0pOT, B T. 4.
- B3anMOJeNCTBME MeXay OCHOBHLIMU U BCNIOMOraTeNnbHbLIMU BUAaMU AeATENbHOCTY;
- 3aMHTepeCcoBaHHbIE CTOPOHbI;
- OTBETCTBEHHbI 3a NpoLecc;
- rocTynneHve nHdopmauum;
- MOCTYNneHne MaTepunarnos (pecypcoB);
- MNOCTYyMneHne JOKYMEHTOB;
- noctynneHne puHaHCOBLIX CPeACTB;
- B3ayMOJeNCTBUE 1 B3aMMOCBSI3b C APYrMMU MpoLeccamu.
- OBHoBRNEHMWE NPOoLECCOB, COCPEA0TOUMB BHIMaHNE Ha MIHHOBaLUAX U U3yYeHUM nokasaTenen, a Takke
NX BO3AENCTBMMN Ha yNpaBneHne NpoeKToM:
- pesynbTaTbl 4Ns Nogew;
- pesynbTaThl A8 KOHEYHOTO Nonb3oBaTens/noTpebuTens/opraHusauuu;
- pesynbTaThl AN obLwecTsa.

5.7 AcneKTbl KayecTBa B NOCTaBKe BCNOMoOrarefibHoON npoaykuuu

MocTaBka BcnomoraTensHoi npoayKLn noCcTaBLYMKOM A0 KHA OCYLLUECTBNATLCA B COOTBETCTBUUAC SLA.
yl'lpaBﬂﬂ}OIJ.l,aﬂ opraHusauna MOXeT KOHTPONMUpOBaThb NOCTaBKy BCMoMoraTtesnbHON npoaykuunu. O6e CTOPOHbI
OOIKHBI cobnogaTb YyCnoBuUA cornawieHunda.

OqueH ne nogen UCNonb30BaHWIo onpeaeneHHbIX UHCTPYMEHTOB Heo6Xx0AMMO NMPOBOAUTL Ha NPOTXKE-
HWW BCEro cpoka AeNCTBUSA cornalleHus.

Ecnuv onpepeneHHble uenn He AOCTUTHYTHI, TO obenm CTOpOHaM Heobxoanumo npeanpuHATL HesaMen-
nuTernbHble ASACTBUSA.

Ecnu BHeceHbl uameHeHus B SLA, cnealyeT pykoBoACTBOBATLCS 3aJaHHbIM opuLManbHLIM METOA0OM ero
BbINOJIHEHUA.

MpumeuyaHnune—Cm. 7.2.3 crangapra EH 15221-2:2006.

5.8 OnpepeneHue pe3ynbLTaToB U3MEPEHUSA, pacyeT

Mokasatenu MoryT 6bITb ONpeAeneHbl B XOAe Ui B KOHLLE NpoLiecca, OCHOBAHHOIO Ha 3a4aHHON CTPYKTY-
pe 1 pesynbTaTax U3BMepeHusl.

[ononHutensHas uHopMauus npeacTasneHa B npunoxeHuu B, B.5).

Mokasatenu paccuuTbiBaOT MpU NOMOLUM onpeAerneHHbIX anroputMmoB. Ana Toro, 4Tobel nony4nTs
nonHoe/cxartoe npeacTtaeneHne o6 addekTMBHOCTUW/KAYeCcTBE B COOTBETCTBUM C 3a4aHHON CTPYKTYpONn
(copepxalleit, HanpuMmep, 3 YPOBHS: CTpaTermyecknin, TaKTU4ECKUA, onepaTUBHLIN), 3HAYEHUA eANHUYHBIX
nokasaTenen MoryT 6biTb 06beAUHEHbI C MOMOLLbIO ONpeAerieHHbIX anropuTMOB AMs NONyYeHUs 3HaYeHUIA
BbILLIECTOSLLMX MO Uepapxuuv nokasartenen (CM. pucyHok 6).

CTpyKTypa nokasaTenen 4ospKHa HOCUTb CUCTEMHbIVA XapaKTep U OCHOBBIBATbCA Ha BEPTUKaNbHON U/unn
rOpU30OHTasNbHOW CTPYKTYpe, NO3BOSIoLEN MPOBOAUTL arpernpoBaHve ¢ MoMOLLbIO anropuTMOB, Hanpumep:

- C TeyeHVeM BpeMeHW Ansi KOHKPEeTHOro nokasartens (Hanpumep, NpocneavuTb UCTOPULO, NokasaTb
HbIHELLHee COCTOsIHUE U CNPorHo3npoBaTh byayulee);

- ANS 0AMHaKOBbIX NoKasaTernein Yepes COBOKYMHOCTb eAUHWL, (HanpuMep, KIMEeHTOB, NPOEKTOB, A0ro-
BOPOB, PErMOHOB, MPOCTPAHCTB);

- ONg pasnuuHbIX NokasaTternen ¢ UCNoMb3oBaHUeM BeCOBbIX KO3hdULMEHTOB.

C uenbio HaxoXaeHUst OTKIOHEHWI 1 cboeB B npoueccax u/nnm npoaykuMmn Heobxoammo obecneunTs
NpPOCEeXMBAEeMOCTb OL€HKWU AaHHBIX U BOCMPOM3BOAUMOCTb MO BPEMEHMW U Uepapxun.
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5.9 AHanu3 OTKNOHEeHUn

Pesynbrat nsmepeHust unu pacyeTta HeobxoanMMo ConocTaBnsATb C LensiMi, YyCTaHOBMeHHbIMU B SLA.
OTKINOHEHUS! A0IKHDI ObITb 3ahUKCUPOBaHLI U NPOaHaNU3MPOBaHLI.

OTKIOHEeHNs1 AOIKHBI BbITh OLEHEHbI, U B pe3ynbTaTe aHanm3a OTKITOHEHUIA MOTYT ObITb NPUHATHI peLle-
HUS1 0 BHECEHUU U3MEHEHWI B OpraHn3auuio, AOroBop, ynpaeneHue, UamepeHus, TpeboBaHus, oxuaaHusa uT. a.

3T0 NOMoraeT BbISIBUTL NPUYUHY HECOOTBETCTBUS YCTaHOBNEHHbIM Tpe6oBaHUAM (M3NULLHee/MeHblLee
BbINOJIHEHWE ), HANPUMED:

- u3MeHeHusi/cboun npouecca;

- VU3MeHeHUsl orpaHuyeHni (Hanpumep, 06beM OTKIIOHEHUS);

- c60ou UNn OTKIMOHEHWSA B NpeaoCTaBNeHHbIX pecypcax;

- HegocTaTO4HOE yyacTue opraHusauun, noTpebuTensa u KOHeYHOro NoNb3oBaTens;

- Henoaxoasilwasi CTPYKTypa opraHusauumn;

- HeKoppeKTHoe onucaHue YpoBHA NpeAoCTaBneHna ycnyr/3HaveHune NnaHoBoro nokasarens, a Takke
HeBepHbIe OrpaHnYeHuns.

Bo3MOXHbI OTKNOHEHUst Mexay NNaHOBbIMU (hUHAHCOBEIMU NokasaTensMu (Hanpumep, 6onee Boicokne
3aTpaThl Ans NocTaBLUMKa, Gonee BLICOKME cHeTa ANA KNneHTa). 3TU pasnuums oMKHbI GbiTb 3aUKCUPOBaHbI
1 NpoaHannMavpoBaHbl.

Hanpumep, HanucaHue nepuoguyeckoro oTyeta o npogenaHHoit pabote B obnactm MeHemKMeHTa
BCNomoraTebHbIX NPoLEeCCoB.

PaspaboTka oTyeTa OTHOCUTCA K pas3fdeny KOHTPOMA B COCTaBe MeHeKMeHTa BCrnomoraTtesbHbIX
npoLeccoB. PaspaboTka oTYeTa ABMNASTCA YaCTbo AONTOCPOYHOrO LKA KAaYecTBa B paMKax AeATeNbHOCTU B
obnacTu MeHeJKMeHTa BCriomoraTesbHbIX npoueccos. K AeaTenbHOCTU B paMkax AaHHOTro Npouecca MOXHO
OTHEeCTU

5.10 OeicTtBUA, npeanpuHMMaeMble B pe3ynbTaTe OTKNOHeHUA

K KpaTKOCpOYHbIM AEACTBUSM, NpeanpuHUMaeMelM B pesynbTaTe aHanuMsa OTKNOHEHU, OTHOCATCA,
Hanpumep:

- pesepBHble AeCTBUS;

KpaTkocpo4HOe 1UcrpaBneHne/ycTpaHeHne gedeKTos;

- NpeaycMOTpeHHbIe NpoLieaypbl NpY cO0sIX B BbINONHEHUN paBoTbl/HEBbINONIHEHUM paboThl;

- noaroToBska 1 obyyeHune nepcoHana.

CornawieHne, kacatoweecs nocneacTBU OTKIIOHEeHUIA:

- MpUMeHeHWe npoLeayp, CoAepKalluxcsi B cornalleHun/gorosope (Hanpumep, BosHarpaxgeHuwe u
wrpad).

HeycTtpaHeHHoe OTKITOHeHNne

Mpy HANMYUM OTKITOHEHWS U HECOOTBETCTBUS YCTaHOBMEHHbIM TpeBoBaHMsAM, a Takke, ecnv npobnemsl
He MOTYT ObITb peLleHbl (M3NULLHee/MeHbLLEE BLIMOTHEHNE), He0BX0ANMO, HanpuMep:

- BbISICHUTb — BbIMNOMHAMO 11 AaHHoe TpeboBaHWe cornacHo 3adaHHbIM ycrnosuam. Ecnu HeT, To npo-
BOAAT OTKPLITOE 06CYXAEHME C NOCTaBLUMKOM (HanpumMep, N3MeHeHWe 3agaHHbIX YCIOoBUA);

- nepecMoTpeTb TpeboBaHUs 0 B3aMMOCBA3N C NOTPEOHOCTAMN U OXUAAHUAMN.

Pasnuuune mexay oXXmaaHusaMu M yaoBNeTBOPEHHOCTbIO NoTpebuTens/koHeYHoro nonb3oBaTens:

- MPU HanmUuuM pPasnUuniAe Mexay OXWAaHUAMW W YOOBMETBOPEHHOCTbIO MOTPebuTens/KoHeYHOro
nonb3oBaTensl, HeBbINOMHEHHbIE OXMUAaHMSA NoTPebuTensa/KoHeYHOro Nonb3osaTens MoryT 6biTb chopMy -
POBaHbl HEHYETKO UM HenpaBuIibHO Npeobpa3zoBaHbl B TpeboBaHUsA. OXuUaaHnst 4OMMKHbI ObITb NpoaHanuanpo-
BaHbl U MepecMoTpPeHbl, a TpeboBaHUs OOMKHbI OblTb M3MEHEeHbI/YyTOUHEeHbl Tak, 4Tobbl obecneynBathb
oXuaaemoe BocrnpuaTUe.

5.11 LUuknbl ynpaBneHus v ynyuweHus

MeHemkMeHT gorkeH obecneynsaTb NOCTaBKy BCMIOMOraTebHOM NPpoaYyKLMN B COOTBETCTBUM C AOrO-
BOPEHHOCTAMMU, yaenssi 0coboe BHUMaHWe KO BCeM B3auMOAENCTBUAM U pecypcam.

MpoLecc NOCTOSAHHOrO yNyylleHUs HaleneH Ha obecneyeHne COOTBETCTBUA MOTpebHOCTel U Npeanoxe-
HWS, COrNacoBaHHOCTW MexXay ynpasnstoLen opraHusaLmen U nocTasLLMKOM YCyT NPy onTUMU3aLum UCross-
30BaHuA pecypcoB. Oba AomKHbI BHOCUTL CBOW BKMag B NPOLECC yrpasneHus U ynydleHus (Hanpumep,
MaKcuUManbHO NOBLICUTL Pe3yNbTaTUBHOCTb, 3hEKTUBHOCTb, TMBKOCTb, n3bexaTb ABOWHON paboThl, ABOM-
Horo cbopa AaHHbIX U T. A4.), MyTeM MOCTOAHHOM OLEHKU U MPUHATUS COOTBETCTBYIOLLMX MEp.

HenpepbiBHOE yny4lleHWe SABNsSeTCs 04HUM U3 Haubonee BaXHbIX NPOLLeCcCoB, 0COBEHHO NOTOMY, YTO
OHO BNNAET Ha TpeboBaHNA cnpoca 1 NPoM3BoACTBEHHbIE NpoLecckl, o6ecneunsas obpaTHYHO CBA3b C OCHOB-
HbIM NPOLLECCOM 1 NOArOTOBKON peLleHut, a Takke yrpasneHuem n3MeHeHnaMu Ha cTpaTermyeckom ypoBHe.
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B npouecce NOCTOSIHHOMO ynydlleHusl 4oMKHA CyLUecTBOBaTb cTporaa npoueaypa Ans NOCTOSIHHOro
aHanuaa pesynbTaToB, NpegycMaTpusaroLlas nepuogmyeckie coBeLlaHns no NnposegeHuo aHanusa (Hanpu-
Mep, exxeMecsMHO/eXeKBapTansHo).

K OCHOBHbIM NpUHLMNAM NOCTOSIHHOTO YNYYLLEHWUsI OTHOCAT, Hanpumep:

- yBenunyeHue 3HauyeHuns pesynbTaTa npouecca NocTaBKy 3aKa3uuky (pesynbTaTUBHOCTb);

- onpegeneHne — HacKOMNbKO 3HAYUMMOWM ABMAETCA MMOKOCTbL B NMpoLecce YOOBMETBOPEHUA U3MeHs-
toLmMXcs noTpebHocTel;

- BMUSIHWE YRydLIEHNS Ha npouecchl (06paTHas cBs3b);

- BblsIBIeHWe, COKpaLLeHWe U yCTpaHeHe HeonTManbHbIX NpoLeccoB (3 eKTUBHOCTb);

- [ONONHUTENbHbIE, HEMPepLIBHLIE AEACTBUS, N3beras CkadukoB (OLeHKa);

- nap.

Bo3mOXHBI pasnuuHble OTKIOHEHWst B mpouecce opMynupoBaHus noTpebHocTel ynpasnsaowen
opraHnsauuu, nx B3anMocBs3n 1 npeobpasoBaHuns B ypOBEHb NpefoCcTaBNeHUs yCnyr, B NpoLecce NoCTaBku, a
TaKke B BOCMPUATAM XapaKTepUCTUK NMLammn/opraHisanusimm, nonyyaoLwmmMmm BCnomMoraTenbHy NpoayKumnio
(cM. pUCyHOK 8).

Heobxognmble U3MEHEHUS B XXM3HEHHOM LMKIe BCromoratenbHOW NPoAyKUMK, a Takke OnucaHHble
OTKITOHEeHNA noanexaT obecneyeHnio Ka4ecTsa U NPoLLecCy NOCTOSIHHOTO YNyYLIEeHNS.

TpeboBaHue

Mnanuposanne  [Oeiicteue

lNnaHuposaHue Hewncrteue

Mpouecc ounsTpauun

MoTpebHocTv Mpouecc meHepxmeHTa YpoeeHb Mpouecc
cnpoc Ka4ecTsa B ynpaenaiowen npeaocTaBneHns MeHeDKMeHTa KavecTsa MocTaeka
P opraHusauumn ycnyr/npoaykumm y nocTasLLuKa

Mposepka  KoppekTvpoBka Mposepka  KoppexTupoeka

OObeanHEHHBII MPOLIECC YNyULUeHNs

PrcyHok 8 — Linknel ynpaBneHus n ynyyieHus

Bce unknbl (opraHusaumm, nocTasBLUMKa yCnyr, COBMECTHBIN) OTHOCATCA K umknam PDCA.

[na ynpolleHna Ha pucyHKke LMKMbl opraHv3alum U NocTaBluka npeacTasneHbl B XPOHONOrM4eckom
nopsiake oavH 3a ApYrMm, Ho B 6OMbLUNHCTBE Cy4aeB OHU NMPONCXOAAT O4HOBPEMEHHO.

Hanpumep, npoLecc ynpasneHust UsMeHeHUsIMI B 06nacTy yrpasneHns HeABMKUMOCTbIO.

[na n3meHeHWs 1 ynydLleHns npoLeccoB B 06acTi ynpasneHus He4BUKUMOCTbI0 He06XoANMO NnaHu-
poBaHue, BbIMOIHEHWE, MPOBEPKa, NPexae YeM OHU MOTYT ObITb yiyuLLeHbl (AeACTBUS). YNpaBreHne nusmMeHe-
HUSAIMA SIBMSIETCA YacTbl0 KPaTKOCPOYHOro M [AONITOCPOYHOro LMKMa KavecTsa B pamkax AeAaTeflbHOCTU B
obnacTu ynpasneHns HEABKUMOCTbIO.
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Mpunoxexne A
(cnpaBouHoe)

GAP-mopenb (Mofenb paspbiBOB)

B npouecce MeHeaKMeHTa Ka4yecTBa MOryT 6biTb BbISIBNEHbI HECOOTBETCTBUS HA KAXXKAOM 3Tane NpoLecca n mexay
HUMUA.

insa Toro uto6bl M3bexaTb MnNK XoTs Bbl CBECTU K MMHMMYMY 3TU OTKITOHEHUSI B JAHHOM MNpouecce, Heo6Xxoammo
HanaguTb B3auMOJeNCcTBME Mexay Kaxaon 3agadei, a Takke QOBECTU PELLEHNe 3a4a4M 40 COBEPLIEHCTBA.

JInuHble notpebHocTwy,

NpOLUMbIA ONbIT Oxunganus <
GAP 1 — HEM3MEHHbBIWA, HEYETKUIA
Y
daKTnyeckui cnpoc
Ha OCHOBHYIO Cnpoc
DesATenbHOCTL
GAP 2 — nepeBog, npeobpasoBaHue
Y
GAP 5 — ynoBneTsopeHHOCTb
YposeHb noTpebuTens, U3MepUMbIN,
npegocTaBneHus HEYETKWI
yenyr
GAP 3 — 06BbeKTUBHLINA, U3MEPUMbIIA
Y
BelnonHeHve ycnyrm MpenocTaeneHue
ycnyr
A . .
GAP 4 — HensmepMbIi, HEYETKUIA
Y
Bocnpustue BocnpusTune P
noTpeduTenem notpeGuTenem -~

PucyHok A.1 — Mogens GAP

OcHoBoW Ana Bcel BCnoMoratenbHol npogaykuuu (yenyr) sBnsotes notpebHocTn (Hanpumep, cywecTeylowme,
HOBblE, U3MEHEHHbIE) OpraHn3aunm, KoTopble BKNoUaeT NOTPEBHOCTU U OXMaaHWA NOTPeduTenen n KOHEYHbIX NOMNb30-
BaTenel kak COBMECTHbIe, Tak W UHAMBMAYanbHble. U NOTPEBHOCTU U OXUAAHWA OOMKHbI ObITb NPeoGpa3oBaHbl B
COOTBETCTBYIOWMI CMpOC, a 3aTeM B TpeboBaHuWsA, KOTopble ganee A0MKHbI ObiTb yYKasaHbl B ypOBHE NPeaoCcTaBneHns
YCnyr.

Mepesoa noTpebHOCTEN B COOTBETCTBYOWMIA cnpoc (GAP 1).

- B kavecTtBe BHyTpeHHEro npouecca opraHvm3aumsi 4oKHa onpeaenuTb CBOM CNPOC, KOTOPLIV A0MXKeH B Hanbonb-
el cTeneHn COOTBETCTBOBATL NOTPEBHOCTAM M OXUAAHWSAM.

Meperop cnpoca B TpeboraHuA (ypoBeHb NpeaocTasneHus yenyr GAP 2).

- [Mockonbky cnpoc HeveTKko onpegenseT TpeboBaHns Ans COOTBETCTBYIOWMX YCIyr, MX Heobxoaumo cchopmynu-
poBsaThb.

- TpeboBaHus SBNSOTCS NPEANOCHINKON Ansi pa3paboTkn ypPOBHS NpegoCTaBNeHns1 yCNnyr, KOTopble onucaHsl Nu6o
B NPeAI0KEHUN N/MNn COrnacoBaHbl B NPOUECCe C NOCTaBLMKOM YCITyT.

BbilWweonucaHHble npouecckl NPeobpasoBaHuii COXpaHSIOT OTKIMOHEHUsI OT NOTPeBHOCTEN, KOoTopble HE06X0aMMO
yOoBNeTBopuTL NyTem noctaeku (GAP 5), B pesynbraTe TOro, 4To:

- TONBKO YacTb NoTpebHOCTEN YeTKO CHOPMYINUPOBAHA;

- TpeboBaTenbHbIe N HESIBHbIE OXUAAHWUSI YaCTO He BblpaXeHbl, COOTBETCTBEHHO, OpraHm3auusi He 3HaeT 06 ux
CyLLLeCTBOBaHWW;
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- NoTpebGHOCTU M3MEHEHbI U OTUITLTPOBaHbI M3-3a OrPaHUYEHNIN OpraHN3aunmn, TaKMX Kak: KynbTypHble, (OUHaH-
COBble, BpeMEHHbIe (CXKaTble CPOKM), B 3HAHUSIX M TOMY NOAOGHbIX;

- HeaocTaTKa BO B3aMMOAENCTBUM;

- HEeBepHOro U/Mnu HenonHoro npouecca npeobpasoBaHwA U ap.

BcrneacTtene aTOro onvcaHve ypoBHS NpegoCcTaBneHns YCnyr B onpeaeneHHon CTeneHn, CoXpaHsaeT HECOOTBET-
CTBUE CNOTPEOHOCTAMM M OXMAAHVSIMU 1, B pe3yrbTaTe, MOXET NPUBECTU K HEAOCTATOHHON 3PHDEKTUBHOCTU M CHUXKEHUIO
KadecTBa (BocnpuaTus).

Mepwvoa oT cornawexuns 06 ypoBHe NpeAoCcTaBneHns yenyr Kk npoaykumu (ycnyrm) (GAP 3).

B npov3BogcTBEHHOM NpoLecce NOCTaBLUMKOB YCIYT MOTYT BO3SHUKHYTb OTKITOHeHWs oT SLA:

- M3-3aHegocTaTKa (OTCYTCTBUS, HEXBATKM) 3HAHWIA, HENPABUNBHOMO TONKOBAaHWA M Ap. cPOPMYNUPOBaHHOIO ypOB-
H$1 NpeaoCTaBNeHns yCryr rno BCen nepapxmm NoCTaBLUMKOB YCNYT,;

- 13-332 HEYETKMX U HESIBHBIX OXUAAHWI OpraHn3aumm, KoTopble MOryT 6biTb CCHOPMYNUPOBaHLl B 06wem TpyaHo
MHTEpNpeTVpyeMom Buge, OTCYTCTBUE KPUTEPUEB, COOTBETCTBEHHO, OpraHM3auus NocTaewuka ycnyr He 3Haet o6 ux
CyLWeCTBOBaHWY;

- 13-3a OrpaHUYeHnii B OpraHn3aLum NocTaBLUMKa YCNyr: KyTNbTYPHbIX, PMHAHCOBLIX, MO 3HAYUMOCTH, BPEMEHHbIX
(cxaTtble Cpoku), B 3HAHWSAX, MOTUBALMW U T. 1.;

- 13-3a HeJOCTaTOYHOrO B3aMMOAENCTBUS;

- 13-3a HEBEPHOIO U/MNM HEMOJTHOIO NpoLecca npeobpasoBaHus v op.

B COOTBETCTBMM C COrMacoBaHHbIM cornaweHmem o6 ypoBHe npefocTaBrieHus YCNnyr NOCTaBLMK YCNYr AOMKEH
obecneunTb (HanpUmMep, C NOMOLLBIC NPOrPaMmMbl BHYTPEHHETO KOHTPOIIS KAYECTBA) BhINOMHEHUE YPOBHS NpeaocTaBne-
HUS1 YCIYT 1 YKa3aHHbIX B HEM XapaKTeprCTMK U COOTBETCTBYIOLLMX NoKa3aTernemn.

MocTtaeka npogykumm (yenyr) (GAP 4).

B npouecce noctaBku/noTpebnennsi Nnpogykuum (ycnyrm) MHAMBUAYarbHbIA U KONNEKTUBHBIN ONbIT MPUHUMAIOLWEN
CTOPOHLI B OpPraHn3aLm MOXeT OTNINYATLCA OT ero/MxX OXXMgaHui U BOCNPUSITUSE B JaHHbI MOMEHT (GAP 4).

Bocnpusatue noctaensemon npogykumm (ycnyr) (GAP 5).

B npouecce unv nocne noctaBku Npogykuum (YCnyrm) OTKNOHEHUS] MEXAY OXMAAHUSIMM OPraHnM3auum U onbiToM
MOrYT CTaTb O4EBUAHBIMMW U AOIKHBI MOANEXaTb NPOUECCY MOCTOSIHHOIO YIy4LLEHWSs.

N3-3a

- pasnuuuin mexagy noTpebHOCTAMWU/ OXUAAHNAMN U NPEAOCTaBNSEMON YCIYrou;

- M3ameHeHusi noTpebHOCTER/OXNAaHNI B paMKax yNpaensiowen opraHm3aumm ¢ TeHeHMeM BpeMEHH;

- HEeKa4yeCTBEHHOro N/MNu HENOSHOIO NPeAOCTaBNEHNA YCyTU

MOXHO OXuAaTtb, YTO MPUHATUE NOCTaBKM M obecnedeHne KavyecTBa, a TakkKe NPoUecChl NOCTOAHHOIO ynyule-
HuA/ynpaeneHns uUaMeHeHUsiMm ByayT HanaxmBaTbCsA B OpraHn3aumn 1 y NocTaewmka.

OTO [OMKHO MPUBECTU K W3MEHEHWIO OXWAAHUIA OpraHu3auum wunu KU3MEHeHuIo cornaweHna o6 ypoBHe
npegocTaBneHns ycnyr.
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Mpunoxenne B
(cnpaBouHoe)

DononHutenbHan UHgopMaLMAa U peKOMeHAaLMN Mo onpeAeneHUIO/M3MepPEeHUIo NokasaTenen

B.1 PexomeHaaumm no pa3paboTke cMCTeMbI NOKa3aTenemn

Mpu paspaboTke cucTembl NokasaTenem, AONONHsIIOWEN 5.5, CyllecTBYIOT peKOMEHAaUUN, NPe ACTABNEHHbIE HUXKE:

- CooteeTcTBME Lenu/3agade

Mokaszatenun AOIMKHbI COOTBETCTBOBATb YCTAHOBITEHHLIM u,enﬂmlsa,qaqam n cTparterum, a Takke umMeTb NPAMYyIo
B3aMMOCBSI3b C (DaKTOpaMM ycnexa 1 xapakrepucTUkamy BCrIOMOraTeribHOM NPOAYKLMU, 3HAHUMbIMKY ANS YNPaBrsiowen
opranusaumu. Llenn/zagayv gormkHbl 66T OCHOBaHbI B GorbLUen Mepe Ha UCCIeJ0BaHUsIX, HEM Ha CNy4anHbIX napameT-
pax. B cooTBETCTBUM C XKU3HEHHLIM LIMKITOM BcnoMoraTenbHOn npoaykummn, co BpEMEHEM MEHAIOTCA TpGGOBaHMH, Kn-
YeBble (haKTOpbl ycnexa, uenw/aagayvm, noatomy Heo6xoaMmMo NOCTOSIHHO NMepecMmaTpuBaTh U aganTupoBaTb CUCTEMY
nokasarenewn.

- lMNMocnepgoBaTtenbHbIM NOAX0 «CBEPXY BHU3Y

CB$3b pe3ynbTaToB U3MepeHui nokasartenen (M COOTBETCTBYIOLLMX NoKasaTerneit) nocneaosaTenbHO CBEPXy BHU3
yepes BCe YPOBHU Mepapxum (CTpaTermyeckum, TakTUHECKMA U ONepaTUBHBIM, a Taloke nogpasaeneHui, JOIDKHOCTHBIX
06s13aHHOCTEN, pacrnonoxeHun U T. 4.). PesynbTaTel onpeaerneHusi nokasarternei Ha O4HOM YPOBHE AOIMKHbI NPUBOANTD K
BbIYMCITEHHOMY MNMOKa3aTenio Ha cneaylowem, Bonee BbICOKOM YPOBHE U TaK aanee. 3710 no3sonsaeT nsbexarb HECOOT-
BeTcTBUIA. Heckonbko nokasarenei moryt 661Tb 06beJMHEHbI B NOKa3aTenu (arperMpoBaHHbie nokasarenu) 6onee Bbico-
KOr0 Mepapxum4eckoro ypoBHs1 Ansi nonydeHusi 6onee obuwen oueHkn. Kpome Toro, 3HaueHue nokasarternen MoOXeT ObiTb
yBenu4yeHo (OTHOCUTENbHOE 3HaueHUe) Npy hopMUPOBaHMM arperMpoBaHHbIX Nokasarenen (Hanpumep, obuiee Ka4ecTBO
WIW yOOBIe TBOPEHHOCTL NoKa3arernen).

- lNpocTtoTa, meHbwee konuvectBo (SMART — 3Hauumbin, Namepumbin, loctrxkmumeii, OTBETCTBEHHBIN M OrpaHm-
YEHHbIV BO BpEMEHMU)

Mpouecchl BbIGOpa M KOHUEHTpauun crnegyet UCNoNb30BaTb TONbKO Ansi onpeferneHnsi HECKOIbKMX XU3HEHHO
BaXHbIX (HAnGonee KpUTUHECKMX) KIMHOYEBbIX MOKa3aTeremn U3 LWMPOKOro CNEKTPa nokasaTernem, CBA3aHHbIX C KITYEeBbIMU
(baKTOpaMVI ycnexa, TeMu, KOTopble ABNAKTCAH Hanbonee 3HaYUMbIMKU U ,qeﬁCTBMTeﬂbHO Ba)XHbIMU Ans onpeaeneHHoro
cerMeHTa/rpynnsl ynpaensowen opraHn3auu, BMECTO MHOXECTBa MEeHee 3HauMTenbHbIX (hakTopoB. 3TO ABnNseTcA
CrNoXHOW 3agaqeil. MHorve niogu HeOXOTHO OOBEpsitoT HECKONbKMM obWwum koadduuneHTam nnm arperMpoBaHHbIM
nokasartensiM, NOCKOMbKY A/ Nony4YeHns getansHon nHdopmauum TpebyeTcs MHOro BpemeHun u pecypcoe. Heo6xoaumo
yb6eanTb noTpebutenei, YTo NokasaTenu HanonHeHb! peanbHbIMU AaHHbIMK,

- CbHanaHCcMpOBaHHOCTb KOMMIeKca Mep ANA Kaxaon kateropum (hMHaHCOBOM, NPOM3BOACTBEHHON U Ap.), a Takke
CKECTKUX» N KMSITKMX» Mep Ansi Nony4eHns obLLero n rapMmoHUYHOro NpeacTaBneHus.

- BpemeHHble COOTHOLWEHUS

Mpu BbIGOpE UcMonb3yemblx Nokasatenen, Heobxogumo paccMmaTpuBaTb Npolnble, HacTosiwme uM Byaywue
cuTyauum.

- Agantauus

MokasaTteny AonxHel 66Tk paspaboTaHbl, YTOObI MOXHO GbiNo BHOCUTE MBMEHEHUS C LIeNbIo PasBUTWA W yNydLWeHNs
CTpaTtermm OCHOBHbIX NPOLECCOB (OCHOBHOM AeATENbHOCTM) M MOCTOSIHHOIO Yry4leHUs U3aMepeHuin u MeToaoB cbopa u
npeacTaBneHns JaHHbIX.

- CraHgapTbl uamepeHui

Ons Toro 4Tobbl NONYYNTh KaK MOXHO BOMbLIE 4OCTOBEPHOWM MHMOPMaLMM U TOYHBLIX NOKa3aTenewn, AOMmKHbI ObITb
pa3paboTaHbl Nnogpo6Hble MeToabl UaMepeHuii/onpeaeneHns nokasaTenen.

- ABTOMaTMU3auus

Heobxoaumo aBTOMaTU3MpPOBaTe U3MEPEHUs, rae 9TO BO3MOXHO (4TOBbI n3bexaTs/MUHUMU3NPOBATE OLLUMGKU 1
3aTparhbl).

- KoHTponbHasi BelGOpKa

B cnyvae, korga namepenns npoBoasT He Ha BceX 100 % o6bemMoB, KOHTPONbHas BbIGOpKa AoMmKHa GbITh gocTa-
TOYHO GOMbLLON, NpeacTaBUTENBHON.

- OpwueHTauus Ha rpynny notpebutenew, pblHOYHbIA CErMEHT

Heobxoaumo choKyCcMpoBaTeCs Ha COOTBETCTBYIOWEN rpynne NoTpebuTenen ¢ aHanorMuHbIMM XapakTepucTukamm
cnpoca n notpebHocTel U onpegenuTb NOTPeBHOCTU U CNPOC AaHHOW KOHKPETHON rpynnbl HA BCMOMOraTenbHyto npo-
OyKumto.

- YacroTa

YacToTa BbINONHEHUS U3MEPEHUI MO3BONAST NOBbICUTL 3 EKTUBHOCTL YNPaBeHns 3TUM (HanpruMep, prHaHco-
Bas adhEeKTUBHOCTb). TEeHASHUMS TaKoBa, YTO «MsrkMe pakTopbl», TakMe Kak Hanpumep yAOBMeTBOPEHHOCTL/OMbIT
notpebutens, oLueHVWBaKT pexe. 3agadva COCTOMT B TOM, YTOObl YBEMUUUTL 4acToTy U3MEPEHUA C MUHUMAIbHbLIMU
3aTpaTamm.
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- YectHOCTB

He crniegyeT kOppeKkTMPOBATbL MiaH ¢ Lenbio 4obuteca cooTBETCTBMSA emy. [pu namepeHun NponssoanTENbLHOCTH Y
niogen cylecTByeT TeHAeHUNA BbIGpaTh NokasaTenu, B COOTBETCTBMU C KOTOPbIM OHM MOTYT A06BUTLCA XOpoLuein Npouns-
BOAUTENbLHOCTH, NMMBO CKOPPEKTUPOBATL NnaH. ATOT noaxoa obecueHMBaeT NPOLECC U CTaBUT NOA Yrpo3y JOCTUXEHNE
KOHEUHBIX AaHHbLIX/UTOroBbIX 334a4/A0NTOCPOHHBIX LLENEew.

Moaxoab! K pa3apaboTke CUCTEMBI MOKa3aTenen:

- criegyert HauyaTb pa3paboTKy CUCTEMbI NOKasaTenen, UCNonNb3ysi AaHHbIE, COBpaHHbIe YETKO, NPOCTO M B KOPOTKUIA
cpok. B panbHerwem npy npuobpeteHun onbita B paspaboTke M NPUMEHEeHUW nokasarenen MOXHO AOMOMHUTbL 3TH
nokasarenu Apyrumu,;

- paspaboTka cMCTeMbl MokasaTernei, OTpaxalowen BCe COIMMacoBaHHble KPUTEPUU ynpaeneHusl, HauvHas ee
NOCTPOEHUE C HECKOMNBbKNX KNIOUYEBLIXAKM3HEHHO BaXHbIX Nnokasartenen. 3To No3BonsieT yNnpocTUTL BLIBOALI O COOTBET-
cTBUM TpeBoBaHNAM OCHOBHOW AESITENBHOCTY, 3ag4aY, ynpaBneHusl, NoTpebHoCTeln, PbIHOYHbLIX CTAHAAPTOB U T. 4.

B.2 MapameTpbl nokazaTenemn

Mpu BoIGOpe, onNpeaeneHnn U NPUMEHEHN NOKa3aTens paccMaTpuBaloT criegylowmne KpUTepun U napameTpbl
(anemeHThbI):

- KaTeropwus;

- Koa/Homep/naeHTUUKaTop (B OCHOBHOM ANs UHDOPMAaUMUOHHBIX CUCTEM);

- HauMeHOBaHWe;

- onucaHwe XxapaKTepuCTUKY;

- BCriomMoraTenbHble NPOAYKLUS UMK YCNYra, ¢ KOTOPbIMW CBSI3aH nokasarens;

- HanpaeneHue (kateropus, reorpaduyeckas 06nacte, ypoBeHb);

- 06nacTb/pernoH, ¢ KOTOpbIMY CBSI3aH AAHHLIW NOKa3aTen.;

- onpegeneHve nokasaTens;

- pesynbTaTtbl MUdMepeHUst (onpeaeneHns) nokasaTens n orpaHUYEeHns No UX AOCTOBEPHOCTH;

- 3aJaHHoe 3HaveHwe, gmanasoH, 4ONYCTUMOe OTKNOHEHWE, NpefdenbHble 3HAaYEeHUs U OFpaHNYeHUs No J4OCTO-
BEPHOCTY;

- MeTOoA uaMepeHuii (onpeaeneHns, pacyeTta);

- CpOKM;

- 4acToTa U3MepeHun;

- 06bem BbIGOPKM 1 AOCTOBEPHOCTb U3MEPEHWN;

- ONs pacqeTHbIX NoKasaTenew, anropuTMbl pacyeTa n BECOBble KO3(ULIMEHTDI;

- WCTOYHMK AaHHbIX (KTO BbINOMHAET N3MEPEeHUs], ayauT, OTHeT U T. 4.);

- YCNOBWS BbINOMHEHUSI UBMEPEHWIA;

- Mpouecc NPOBEpPKM U Ap.

Kpome Toro, AoMmKHbI ObITh onpeaeneHsl AENCTBUS B ClyHae OTKIOHEHNS MOMNyYeHHbIX 3Ha4YeHW OT AONYCTUMBIX
3Ha4eHun.

B.3 Kputepum BbiGopa nokasaTtenen

Mpu pa3paboTke cUCTEMBI UBMEPEHWI (ONpeerneHns) NoKasaTeny OIKHbI:

- OTpaaTb JOCTWKEHWS uenu/3apgaqv;

- OTpa)kaTb COOTBETCTBUE pe3ynbTara cnpocy;

- AEMOHCTPMpPOBaTh CTeneHb yAOBMNEeTBOpPeHWsi noTpebHOCTel/cnpoca U COOTBETCTBUA BCEX ModpasgeneHun
opraHv3aumu, a Takke opraHm3auum NocTaBLUVKa YCTaHOBIEHHbIM TpeboBaHusim;

- NokasbiBaTb CTaTyC 3a4ad, NPOoLeccoB, AesATeNbHOCTU UK NPOEKTOB;

- AonyckaTb cOnocTaBneHne (BHYTPEHHUX Y BHELWHNX KOHTPOIbHbIX Pe3ybTaToB);

- AWarHoCTMPOBAaTb COCTOsIHME (aHaNWU3 CUMNbHbLIX U CNabbiX CTOPOH);

- NMOMOraTh NNAHUPOBAHUIO Y KOHTPOMIC AENCTBUI NO yNy4YLWeHNI0/pasBuTnIo;

- oTcnexuBaTb U3MEHeHWs/pas3BUTHe BO BPEMEHM;

- nomoraThb BbISIBNSATb PaKToOPbl, BNIUSIIOWME HA NPOM3BOANTENBHOCTE/KAYeCTBO 1 Ap.

B.4 Tpebyemble cBOWCTBA NoKa3aTenen

Mpwn BbIGOpe NokasaTernen, Nnpouecc Bbibopa AOMKeH ObiTb NOHATHLIM U NPOCMEXMBaeMbIM. BeliGpaHHbIN noka-
3aTenb JONXeH ObITh:

- nokasaTerbHbIM;

- COOTBETCTBOBaTb 06nacTv npvMeHeHns (Hanpumep, SL);

- Mpo3payHbIM;

- BOCMPOM3BOANMbIM (BO3MOXHOCTE MOBTOPEHUS U3MEPEHNS);

- MOHSATHbLIM;

- NoadaloWwUMCs arpermpoBaHuto;

- KpUTEpUM BbIGOpa AOMKHbI ObITh MOHATHLIMW U MPOCMEXUBAEMbIMMU;

- obecneynBaTh BbICOKOE KAYECTBO AaHHbIX U BbISIBNEHWE UX HETOYHOCTH;
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- obnagaTb BbICOKOW YYBCTBUTENBHOCTBIO K U3BMEHEHNSAIM BO BPEMEHW;
- MPUMEHNUMbIM A4Sl ydeTa TEHAEHUNI;

- MPUMEHMMbIM A1l CONOCTaBNEHUS;

- BbICTPO pearMpoBaThb Ha yCrex;

- aKTyarnbHbIM Mo OTHOLLEHUIO K haKTopam ycnexa;

- BaXHbIM U PeEryrMpyemMbim;

- [OCTYMHbLIM AN U3BMEPEHUIA;

- AonycKalolwmMm Yactoe OGHOBIEHWE;

- ycunus no cb6opy AaHHbIX 4OIKHBI BbITE NPUeMNeMbIMU 1 ap.

B.5 MeToanl c6opa AaHHbIX

Insi nonyyenns nokasaTtenen MoryT 66T NPUMEHeHb! cnegylowme meTtoabl c6opa AaHHbIX:
- namepeHusi (BCcex NoA[aIoLLMXCS N3MEPEHMNIO XapaKTePUCTUK);
- nabopaTopHbie UccrieJoOBaHus;

- 9KCrnepTu3a;

- KOHTPOJIbHbIE CMUCKY;

- BbIYMCIIEHNUS;

- TeneoHHble ONPOCHI;

- JIUYHbIE ONpOCHI;

- OMpocsbl Mo Mo4TE;

- Hayu4Hble UccrneaoBaHus;

- aHanu3 (Hanpumep, aHanua xanob, GAP-ananus, n ap.);

- HabnioaeHus;

- U3y4YeHue LeneBow rpynnbi;

- CeMWHapbI;

- nNpuobpeTeHne U3 BHELHUX UCTOUHUKOB;

- NpnobpeTeHne MUHKOTHUTO;

- BCTPEYM C KIMEHTOM;

- hopyMbl MAPKETUHIOBBLIX UCCNEOOBAHWN;

- WHTEpBbIO;

- UCMONb30BaHUE CTOPOHHEro NPodeCCUOHAaNbHOro MHEHUS.

B.6 OGnacTtu  KkaTeropmmn nokasarenen

MokasaTeny MOXHO KnaccubuumpoBaTh NoO CNEAYIOWMWM rpynnam:

- Bnaronony4ve KOHE4YHOro NoNb3oBaTens (COTPYAHUKA), €ro YAOBNETBOPEHHOCTb U ONbIT {(COTPYAHMKA M Noce-
T™MTEns)

MokasaTtenv gaHHON KaTeropum, B OCHOBHOM, OTHOCATCS K NpeaynpeanTenbHBIM MepaM Ha BXOAE M NMOKa3blBaloT
YPOBEHb W NMocrnefoBaTenbHOCTL NPOU3BOANTENBHOCTH, 3¢hEKTUBHOCTU U MIHHOBaLMM OPraHn3aLun.

- YAOBMETBOPEHHOCTL/ONLIT, BOCNPUATHUE, 3HAHEHUE U BOCTOPr NoTpebutens

MokasaTenu JaHHOW KaTeropum, B OCHOBHOM, OTHOCSITCA K MepaM pearMpoBaHusi/Ha BbiIXode OTHOCUTENBHO
06paTHOM CBA3U U pe3ynbTaToB OpraHu3aumm.

OHM MOTYT BbITb « MSTKUMU» UIN OKECTKUMMNY .

«Msrkve nokasaTenu» OLEHMBAIOT MHEHWE, BOCNPUSTUE W BNeYaTneHne noTpebuTensi, u 3TM nokasatenu mMoryt
MCMONb30BaTbCS A5 NPOrHO3POBaHNA NOBeAEHUA NOTpebutens, ero yaoBneTBOPEHHOCTU U BOCNPUHUMAEMOI LIEHHOC-
TW. OHM TaKkxKe NoMOoraloT CBOEBPEMEHHO BbISBUTE NPOGNEMbI U BO3MOXHOCTU UX YCTPAHEHUS.

«KecTkne nokasatenu» yaoBneTBOPEHHOCTU NOTpebuTenei oLeHMBaLOT M OTpaxaloT (aKTUYECKYI0 AeATENbHOCTL
notpebuTtens u nokynatensckoe nosegeHne (Npubeinu u youI Tk NnoTpebuTtens, AoNA pbIHKA OTHOCUTENBHO KOHKYPEHTOB,
NOBTOPHbIE CAENKN).

- NPOLECC 1 ero NPOU3BOAUTENBHOCTL

MokasaTtenn gaHHOW KaTeropum B OCHOBHOM OTHOCATCA K NpeaynpeauTenbHbIM/NpodunakTtuieckum mepam, u
COCpPeAoTOUEHb! Ha AEeATENBHOCTU UMV NOBEAEHUN NO MEPE UX BO3HUKHOBEHNA. OHN HeoBXxoANMbI ANS NPOTHO3UPOBaHUS
npo6neM 1 ux NocneacTBUM U CO3AaHUs YBEPEHHOCTHU Y NOTPeBUTENA B NONyYeHUW Hagnexauwero ka4uectea (40 NOCTaBku).
3agava cocTouT B TOM, UTOOLI BbIOpaTh NPaBunbHLIN NapaMeTp Npouecca, KOTOPbLIM CBA3AH C XapaKTepucTukamm,
3Ha4YMMbIMK Ans opraHmM3aumun. K nokasatenam AaHHOW KaTeropum OTHOCST BXOAHblE AaHHble, OPUEHTUPOBAHHbIE HA
npouecc, 0AHaKo, B OCHOBHOM TakKue nokasaTeny opueHTUpOBaHbl Ha pe3ynbTaTsl.

CyuwecTByIOT eLle pasnuyHbie BUAb! M KAaTEFOpUW NokasaTenei B 3aBUCUMOCTU OT OCHOBHbIX BUAOB A4eATENBHOCTU
opraHu3aumm v uenei B OTHOLLEHUU BCNIOMOTraTENbHOM NPOAYKUMN.

[ononHutenbHble NPpUMEepLI KAaTErOPUN 1 BUAOB NOKa3aTeneun:

Bnarononyuune coTpygHuka, ero yaoBneTBOPEHHOCTb M ONbIT:

- nccnepoBaHUE MOparbHbIX YCTOEB;

- uenesasi rpynna;

- NpOorynbi;
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- KONU4ecTBO YacoB paboTsl B HeAero;

- TEeKy4eCTb/OTTOK KaJpOB;

- xanobbl/npeTeH3nu;

- 3asiBKM Ha NepeBof;

- YpOBeHb cTpecca Ha paboTe;

- CTpecchl, CBsA3aHHbIe C 6OMNe3HbIo;

- JoOpOBONbHAs TEKY4ECTb;

- YPOBEHb 310POBbS;

- 0by4yeHune n nepekpecTHoe obyyeHue (A4nA BeiNONHeHUS ewe 6Gonblwe paboThbl);

- KOMMNETEHTHOCTB;

- NpeanoxeHus;

- peanuaoBaHHbI€ NPeAOXEHNS;

- NaTeHTbl;

- MHHOBALWW, CBA3AHHbIE C BO3HANPaXXOEHUSIMM;

- PpOCT YPOBHS KOMMNETEHLWMK;

- B6e3onacHocTb (B KOHEYHOM CHeTe, BONPOC Mo NoBeAEHNIO COTPYAHUKOB Ha paboyem mecTe);

- onnaTa;

- BO3MOXHOCTU NPOABWXEHNS/POCTa;

- obwas atmocdepa;

- nocobwms;

- paboyas Harpyska;

- OTKPbITOCTb OOLWEHUS;

- huamnueckas cpega/s3proHoMmKa;

- PYKOBOACTBO {Hanpvmep, KOMNETEHTHOCTb PYKOBOAUTENS, LEHHOCTH).

Y AOBNETBOPEHHOCTL/ONBIT, 3HAYEHUE N BOCTOPr noTpebutens:

- YOOBINETBOPEHHOCTb NOTPebnTens (0T3bIBbI);

- BOCMpYHUMaeMasi LeHHOCTb NoTpebuTenem;

- hakTuueckoe NoKynaTernbckoe NoBeaeHue notpebuTens;

- LeHOBas KOHKYPEHTOCNOCOBHOCT;

- Xano6bl/Bo3BpaThl;

- JOnNs PbIHKA;

- MOBTOPHbIE U NOTEPSHHBIE NOTPebuTeny;

- AOXofd OT CyLecTBYOWMX noTpebutenei/ycnyr.

Mpouecc n ero Npon3BoaANTENBLHOCTL (MPeagyCcMaTprBaeT, HACKOIIbKO BCMOMOraTenbHas Npoaykuns COOTBeTCTBYET
crneundmrkauun/cTaHgapTy):

- NPOAOIKNTENBHOCTb LiMKNa/Bpems 06paboTKM KrtoueBbIX MPOLECCOB;

- MPOU3BOANTENBHOCTE;

- TOYHOCTBL MapamMeTpoB NpoLecca;

- MOMHOTE;

- COOTBETCTEBME;

- BQOMyCTUMbIE OTKITOHEHWS;

- cpoku gopaboTku/3aTpaTsbl.

BcnomoraTenbHas ycryra unv npogykuus:

- KOMMETEHTHOCT;

- B3aMMOOEencTBuUE;

- MOHUMaHue/3HaHWe CBOUX noTpebuTenen;

- huandeckue (Hanpumep, MexaHn4eckue, ANEKTpUUEeCcKne, XMMUYECKME U BUONOrMYecKme XapakTepucTukm);

- opraHonenTuyeckue (Hanpumep, CBA3aHHbIE C 3anaxoM, 0Csi3aHUeM, BKYCOM, 3peHNUeM, CIIyXOM);

- 9Tn4eckue (Hanpumep, BeXITMBOCTb, YeCTHOCTb, NPaBAUBOCTD);

- XapaKTepWuCTUKM, CBA3aHHbIe CO BpeMeHeM (Hanpumep, NyHKTyanbHOCTb, 6630TKA3HOCTb, AOCTYMNHOCTL);

- 3proHomMuyeckue (Hanpumep, OU3NONOrMHECKNE XapaKkTEPUCTUKM MU CBA3aHHbIe ¢ Be30NacHOCTBI0 YenoBeka);

- hyHKUMOHanNbHbIE (HanpuMep, MakCMManbHas CKOPOCTL caMoneTa);

- AONYCTUMOE OTKIOHEHMNE/TOYHOCTb;

- 0e3 gedheKkToB/He4OCTaTKOB;

- COOTBETCTEBME;

- MOMHOTE;

- BOCTWXKEHWS;

- VMHHOBaLWUW/OPUTMHANBHOCTb;

- HOBLUECTBO;

- KNacc/CTunb, 3CTETUHHOCTL, BHELWHWUN BUG;

- yao6cTBO;

- PEMOHTOMPUrOQHOCTE;
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- TMBKOCTD;

- 9ProHOMMUYHOCTL;
- 6e30NacHOCTb;

- CTaHpapT/ypoOBeHb;
- BOCTOpT.

O6wecTBeHHasi 6e30MacHOCTb, 9KONOrMYecKkasi OTBETCTBEHHOCTb:
- noBeAeHYeckue 1 NnpodunakTnyeckne oCo6eHHOCTH;

- MOTEpPSsIHHOE BPEMS M3-3a HECHACTHbLIX CIy4aeB;

- BbINONMHeHUe/NepeBbINONHEHNe/00s13aTeNbHbIE CTAHAAPTDI;

- obuwecTBeHHas paboTa;

- MOnNyYeHHble BO3HArpaxaeHusl.
dUHaHCOBLIE NokasaTenu:.

- WCMONHeHue DoaKeTa;

- KOHTpOIb 3aTpar;

- 3KoHoMuYeckasi fobaBneHHas ctommocTs (EVA);

- pblHOYHas gobaeneHHas ctommocTs (MVA);
- (PYHKLMOHaNbHO-CTOMMOCTHOW aHanua (ABC);
- okynaemocTb niBectuuuii (ROI);

rOCT P 57271.3—2016

- 3artpartbl Ha o6ecnedveHue kavectea (COQ) = 3aTpaThl Ha AopaboTKy/peMOHT/ycTpaHeHne npobnem.

ODhDheKTUBHOCTb AEATENBHOCTM NOCTaBLLMKA:
- BXOAHbIE NPOBEPKY;

- BO3BpPaT/OTKIIOHEHWE NOCTaBOK;

- ONepaTMBHOCTE;

- TMBKOCTD;

- BHUMaHWE K AeTansm;

- [JOBeAeHue 0 KOHLa;

- 06XxoaMTenbHOCTL NepcoHana;

- KayeCcTBO NOCTaBKY;

- 06paboTka gaHHbIX;

- CaMOKOHTPOIb (CUCTEMA KOHTPOIS KAYeCTBa);
- NEerkocTb BeeHus buaHeca;

- HaAEeXHOCTb;

- KOMMETEHTHOCTB;

- B3auMOJEeNCTBUE;

- noBepue;

- 6e30NacHOCTb;

- NoHMMaHne/3HaHue CBOUX NoTpebuTene.
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MpunoxeHne OA
(cnpaBo4Hoe)

CBefieHUsA 0 COOTBETCTBUU CCbLINTOYHbLIX €BPONEeNCKUX CTaHOapToB
HaLMOoHanbHbIM cTaHgapTam Poccuinckon depepauum

Ta6nwuuya JAA

0603HaYeHne CCbINOYHOro CreneHb
< O6o3HaveHne n HaMmeHoBaHue COOTBETCTBYIOLLEro HaluMoHanbHOro ctaHaapTa

€BpOonencKoro ctaHaapTa COOTBETCTBUA

EN 15221-1:2006 IDT FOCT P 57271.1—2016 / EN 15221-1:2006 «MeHempxMeHT BCnomora-
TenbHbIX NPOLIECCOB B YNPaBNeHNN HEABWXUMOCTBIO. YacTb 1. TepMuHbI,
onpegeneHusi u o6nacTe NPUMEHEHNSA»

EN 15221-2:2006 IDT FOCT P 57271.2—2016 / EN 15221-2:2006 «MeHegpxMeHT BCnomora-
TenbHbIX NPOLECCOB B yNpaBneHnn HegBmxmMocTbio. Yacte 2. Cornawe-
Hre 06 ynpaeneHuy BCroMorateribHbIMU yCIyrammy

EN 15221-4:2011 IDT FOCT P 57271.4—2016 / EN 15221-4:2011 «MeHegpxMeHT BCrnomora-

TenbHbIX MPOLECCOB B YNPaBNeHUN HegBMXMMOCTbLIO. HacTe 4. TakcoHo-
MUS1, Knaccudmkauus U CTpyKTypa yrnpasrieHms»

BETCTBUA CTaHOAPTOB:

- IDT — ngeHTuuHble cTaHdapThl.

MpumedaHne—B HacTosiwel Tabnuue NCNoNb30BaHoO crieyiolee yeroBHoe 0603Ha4veHne cTeneHmn coot-
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Bu6nuorpadus

EN 15221-5 Facility Management — Part 5: Guidance on Facility Management Processes

EN 15643-2:2011 Sustainability of construction works — Assessment of buildings — Part 2: Framework for the
assessment of environmental performance

EN ISO 9000:2005 Quality management systems — Fundamentals and vocabulary (ISO 9000:2005)

EN ISO 9001 Quality management systems — Requirements (ISO 9001:2008)

EN ISO 9004 Managing for the sustained success of an organization — A quality management approach
(ISO 9004:2009)
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