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BBepeHue

Ha ocHoBe ncTopuyeckvx v KynbTYPHBIX TPaAWLUIA, @ Takke oTpacneBblx 0cobeHHOCTen opraHusaumm
BbipaboTanu pasnuuHble Noaxoabl k paboTte B o6nacTu ynpasneHust HeABWKUMOCTbIO. Bce opraHusauuu, kak
rocyAapcTBeHHble, Tak U YacTHble, UCMOSb3YIOT 3A4aHUs, akTUBbI U YCyr1, Heobxoaumele Ana NoaaepxKu
OCHOBHbIX BUAOB AesTeNbHOCTU. YNpaBneHne HeABUKUMOCTbIO BKITIOYAET yrpasreHne akTuBamm, ycrnyrammu
N3MeHeHUsIMWU. YnpasrneHne HeABWKUMOCTbIO nomoraeT obecneunsatb becnepeboiiHyio paboTy opraHusa-
LMW, YOOBMETBOPATH BCe BO3HUKawWMe noTpebHOCTM, noMoraeT ONTUMM3UPOBAaTb 3aTpaTthl U cnocobbl
NCMoNb30BaHUsI aKTUBOB U YCIyT.

OCHOBHBIMU NMPeuMyLLIeCTBaMM YNpaBneHUst HeABWKUMOCTbIO IBMSIOTCS:

- obecneueHue achbekTBHOrO 06MeHa MHbopMaL el Mexay CTOpoHaMM Cripoca v NPeanoXeHns BCno-
moraTtesnbHbIX ycrnyr B 06nactu ynpasneHusi HeABWXUMOCTbLIO (Aarnee — BCnomoraTesbHbIX Yenyr) nytem
Ha3HaYeHUs! YNOMHOMOYEHHBIX JNL, Kak e[JMHCTBEHHbIX TOUEeK KOHTaKTa npu npegocTaBneHun ycnyr, onpe-
AeneHHbIX B COrMalleHun Mo ynpasfieHuo BCoMoraTefisHbiMA YCrlyraMmu B obrnactu ynpaeneHns Hegsuku-
MOCTbI0;

- Haubonee adhekTMBHOE UCNONb30BaHUE COBMECTHOM paboThl NO ynpaBneHuo BCnoMoraTensHbIMU
ycnyramu, cnocobcTByioLLee NoBbILLEHUI0 06bema NPoM3BoACTBa U COKPaLLEHUIO 3aTpaT opraHnu3auuu;

- cosfiaHune 1 noaaepKKa cUCTeMbl BHYTPEHHUX U BHELLHUX 06513aTeNbLCTB Npu NpeaocTaBneHun yenyr,
NPUHATBIX HA OCHOBE CTpaTernyeckux peLleHuiA B COOTBETCTBUU C CUCTEMHBIMK Npouedypamu B o6nactu
BHYTPEHHUX U BHELLHMX NOCTaBOK;

- cokpalleHue KOHIMKTOB MeXay BHYTPEHHUMM 1 BHELLIHUMM MOCTaBLUMKaMU YCAyT;

- MHTerpauusi u KoopaAMHaLmsi Bcex HeobXoanMBIX BCoMoraTernbHbIX YCyr;

- obecneveHve uHdopmaLmm o6 ypoBHe U CTOMMOCTU MpedocTaBneHus ycnyr u ee addekTusHoe
[AoBeaeHWe A0 CBeAeHUst KOHEYHBIX NOMb3oBaTeNen;

- NOBbILWEHWE YCTOWYMBOCTU PasBUTUA OpraHu3aumMu NyTeM BHeAPEHUA aHanuaa XU3HEeHHOro uukna
ycnyr.

PbIHOK ynipaBneHust HeABWKUMOCTbIO NOKa3bIBaEeT, 4To 9Ta obnacTb AomkHa 6bITb onpedeneHa U onuca-
Ha Gonee getanbHo. ONTUMU3aLUA YNpaBNeHUs HEABWKMUMOCTbIO TpebyeT WUPOKOro 1 ACHOTO NOHUMaHUA
B3aMMOCBSI3M OCHOBHbIX MPOLECCOB € NpoLeccaMun ynpaeneHns HeaBuxUMocTbio. B HacTosAwwem cTaHaapTe
npuBeaeHbl OCHOBHbIE MOSIOXKEHNS yNpaBNeHUs HEABWKUMOCTbLIO U COOTBETCTBYIOLLME TEPMUHBI U onpee-
nexHus.

YcTaHoBMNeHWE TEPMUHOB 1 eAUHEIX onpeAeneHuid B 0611acTu ynpasrieHUs HeABMKUMOCTbIO TOMOoraeT:

- YIyuWWTb B3aUMOCBSI3b MeXay 3auHTepeCcoBaHHLIMU CTOPOHaMU;

- NoBbICUTb 3P(PEKTUBHOCTL OCHOBHBIX BUAOB AESITENbHOCTU U NMpoueccoB B obnactu ynpasneHus
HeBWKUMOCTLIO, a TAKKE NMOBLICUTb KAYECTBO NOMYYEHHbIX pe3ynbTaTos;

- paspaboTaTb MeToAdbl U CUCTEMBI YIPaBMNeHUs HEABMKUMOCTLIO.

Hactosawmi ctaHgapT ycTaHaBNMBaeT OCHOBY ANs pa3paboTky Apyrx cTaHA4apToB B obnactu ynpaene-
HUS1 HEABKUMOCTbIO.

[Ons obecneyeHuns 6onee TOUHOTO NOHUMAaHNA TEPMUHOB U ONPeAeseHNiA, yCTaHOBIIEHHBIX B HACTOSILLIEM
cTaHdapTe, NnpeaBapuTenbHO PEKOMeHAYeTCs 03HaKOMUTLCA ¢ MOAerbio, NMPUBEAEHHOW B MPUMoXeHun A.
Mopenb ynpasneHus HeABUKUMOCTbIO paspaboTaHa Ha 0CHOBE HECKOIbKUX CYLLECTBYIOLLMX BapuaHToB. Mpu
paspaboTke MoAENM yrpaBeHUs HeABUWKMMOCTbI0 HeobxoauMo obecneunTb NPOCTOTY U YETKOCTL €€ MOHU-
MaHus, a Taloke BO3MOXHOCTb ee aganTauuuy K APYruM Liefsam U cucTemam opraHusaLum.
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HAUWOHANbHBIA CTAHOAPT POCCUUCKOWNW SGEOEPALUMU

MEHELXKMEHT BCNMOMOIATENbHbIX NPOLECCOB
B YNPABJIEHUU HEABUWXKUMOCTbLIO

YacTtb 1

TepMuHbI, onpegeneHua u oénacTtb npuMeHeHun

Facility management. Part 1. Terms, definitions and scope

Data BBegeHna — 2017—12—01

1 O6nacTb npumeHeHus1

B HacTosAwem CTaHAapTe yCTaHOBNEeHbl TepMUHBI U onpeaeneHna B obnacTtn ynpasneHua HeaBUXU-
MOCTbI0, a Takke obnactb npumMmeHeHua ynpasneHua HeABMWXKUMOCTbIO.

2 TepMuHbI M onpeaeneHun

B HacToawem cTaHaa pTe NnpMMeHeHbl cneayouwmne TepMnuHbl C COOTBETCTBYHOLWMMU onpeaeneHnaMn:

MpunmeyaHwne—[dononHuTeNnbHble TEPMUHBI B 06NacTU MEHEMKMEHTa BCNOMOraTenbHbIX NPOLeCcCcoB MOryT
ObITb YCTaHOBIEHbI B OTpacneBblX AOKYMEeHTax no ynpaeneHnio BCnomoratenbHbiM1 npoueccamu.

2.1 6eHYmMapkuHr (benchmarking): Mpouecc aHanusa adekTUBHOCTU NpeoCTaBNeHUs BCNomora-
TernbHbIX ycryr (BKNtoYasi CTOMMOCTHOW aHanu3) U CpaBHEHUS! BHYTPEHHUX W/MMA BHELUHUX MOJyYeHHbIX
pe3ynbTaToB MpefoCTaBNeHNs 3TUX YCNyr.

2.2 opraHusauus, nogpasgeneHue, KnueHT (client): OpraHusauus (nogpasgeneHne opraHusaunn),
nony4arowasi ycnyru B obnactu ynpasneHus HeABWKUMOCTbLIO B COOTBETCTBUM C corfalleHem ob ynpaene-
HUW BCnoMoraTenbHbIMU yciyramu.

MpwuMmeyaHu e— OpraHusaumsi AENCTBYET HA CTPATErMUYeCKOM YPOBHE U UIPAeT OCHOBHYIO POrib HA BCEX aTa-
nax B3avMOOTHOLLIEHUI OpraHu3aLmy ¢ MOCTABLMKaMU YCITyr. YTNpaBnsiiowasi opraHu3aumsi onpeaernsieT nepeyeHb BCriomo-
raTenbHbIX yenyr, HeoBXoauMbIX 4nsi o6ecnedeHnst PYHKLUMOHUPOBAHUS €€ OCHOBHBIX NPOLECCOB.

2.3 noTtpebutens (customer): MNogpa3saeneHne opraHusaLmm, KOTopoe onpeaenser HeobXxoaMMocTb U
3aKasblBaeT MOCTaBKY BCMOMOraTe bHbIX YCIyr B COOTBETCTBUM C cornalueHweM o6 ynpasneHun Bcnomora-
TenbHbLIMMU YCIyramu.

MpumeyaHune—lorpebutens AeiCTBYET HA TAKTUHECKOM YPOBHE.

2.4 koHe4HbIN Nonb3oBaTtenb (end user): Lo, KOTOPOMY HENOCPEACTBEHHO NPefOCTaBMsOT BCNO-
MoraTesbHble YCNyriu.

n pumMmeyaHune — Mocetntennb opraHu3auummn moxer 6bITb KOHEYHBIM NOJL30BaTENEM.

2.5 MeHeAKMEeHT BCnomMoraTernbHbIX NPOLLECCOB B YNpaBNeHUU HeABUXUMOCTbIO (OpraHusauuu)
(facilities management, facility management): YnpaeneHune npoueccamu opraHusauum B obnactu HegBuxu-
MOCTW 1 UX UHTerpaumen B obLuylo cucTeMy npoueccoB, Heobxoaumoe AnsA paspaboTku u NnpegocTaBneHus
cornacoBaHHbIX ycnyr, obecneunBalonx OyHKUUOHUPOBaHWE U MNoBbieHUe 3 MEKTUBHOCTU OCHOBHBIX
BWOOB AesTeNbHOCTN OpraHusauum.

2.6 BcnoMoraTtenbHble akTUBLI (HeaBUXMMbIe akTuBbl) (facility): dusnueckue aktusbl 1 cpeacTea,
noaaepxuBatolme paboTy opraHusaLmun.

WU3spaune obmynansHoe
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2.7 cornaweHue 06 ynpaBneHun BcnomMmoratenbHbIMU ycnyramu (facility management agreement):
MnucbmeHHoe 1u YCTHoe cornalleHne Mexay ynpasnsiollein opraHusaumein U BHyTPEHHUMMN UM BHELUHMU
nocTasLLMKaMu yCnyr, onpeaensaioLlee yCrnosua npeaocTasneHns BCrnoMoraTersibHbIX YCyr.

2.8 poroBop o npeaocTaBneHUU BenomoraTenbHbIX yenyr (facility management contract): ®op-
ManbHoe cornalleHue B 061acT ynpasneHns HeABMXUMOCTbI0 MEXAY opUaNYeCcKMMM NULAMN.

2.9 cTopoHa poroeBopa O npepocTaBreHUUM BcnomoratenbHbix ycnyr (facility management
contractor): OpraHusalus, 3akniodalollas AOroBOP Ha fpedocTasrfieHMe BCromMoraTenbHOW ycriyrn wvnim
Hecylllaa OTBETCTBEHHOCTb 3a BbIMOMHEHWe 3Toro Aorosopa.

2.10 nocTaBLUMK BcnomMmoratenbHbIX yenyr (facility management service provider): OpraHusauus,
npenocTasnAoLasn ynpasnsoLwen opradsaLnm cornacoBaHHble BCroMmoraTerbHble YCIyrin B COOTBETCTBUU C
yCMoBUAMM cornalleHns ob ynpasrneHun BCrnomoraTenbHbIMI yeriyramu.

Il puMmevYyaHune — HOCTaBLLI,VIK BCNOMOraTesibHbIX YCIyr MOXeT ObITb BHYTPEHHUM UIMN BHELWWHNM MO OTHOLLIEHUIO
K yNpaBnsitoLwern opraHusaumm.

2.11 BcnomorarenbHasa ycnyra B o6nactu ynpaBrieHUA HeABUXUMOCTbIO, BCcnoMorartenbHas
ycnyra (facility service): Ycnyra, obecneunsatowiasi hyHKLNOHNPOBAHNE OCHOBHBLIX BUAOB AesITENbLHOCTU
opraHusauuu, npegocTasnsaeMas BHyTPEHHUMN U/UNu BHELUHUMU NocTaBLLUMKaMu.

MpwmeyaHwn e — BecrniomoratenbHble ycryry B 06nactv ynpaeneHusi HEABMKMMOCTBI0 06bIMHO CBSI3aHbl C ABY-
Ms1 HanpaBneHnsaMm paboTbl opraHnsaumm «MpocTPaHCTBO U MHPacTPyKTypax» u «Jioau 1 opraHnsaums».

2.12 vHTerpupoBaHHble BcnoMoratenbHble yenyru (integrated facility services): BcnomoratensHole
YCNnyru, cBszaHHble Mexay coboiA.

2.13 knoyeBon nokasatenb 3chdekruBHocTu; KPI (key performance indicator, KPI): OcHoBHoM
rokasaTtenb, XapakTepusywwuii Hanbonee cyLlecTBeHHble AaHHble O NpeaoCTaBAsAeMoin BCnoMoraTesnbHON
yenyre.

2.14 ocHoBHOM BUpA peAaTenbHOCTU (primary activities): [lesaTensHOCTb, Ha KOTOPOW cneunanusmpyeT-
Cs1 opraHusaums, sIBNSOLLAACs OCHOBHBIM 3BEHOM B CTOMMOCTHOM Lienouke.

MpurmeyaHue—Kaxgas opraHM3auusi camoCTOSITENBHO ONpedenser CBOM OCHOBHblE W BCMOMOraTenbHble
BUAb! AEATENBHOCTU, COCTAB KOTOPbIX HE0BX0AMMO HENPepbIBHO OBHOBNATL.

2.15 cornaweHune o6 ypoBHe npegocTaBneHus yenyru; SLA (service level agreement, SLA): Corna-
LIeHne Mexay opraHusauuen (notTpeburenem) 1 NOCTaBWUKOM YCNYr, cogepxallee onucaHne ypoBHS Npo-
N3BOANTENLHOCTU, METOAOB U CPEACTB U3MEePEHUN, KavecTBa U YCNOBWUIN NpeaocTaBNeHNA YCryri.

l punmevyaHne— CornaweHve 06 ynpasneHnn ecnoMoratenbHbIMU npoueccammn COCTOUT N3 OCHOBHbIX NONO-
KEHUN, NPUMEHUMBbIX KO BCEMY COornallueHuio, n cneunanbHbIX nonoxexHwmn o6 YPOBHE NpeaocTaBneHna ycnyr, npuMeHnMbIX

TONBKO K BCMOMOraTerbHbIM ycryram. B cornawenne o6 ynpaeneHun BCNOMOraTenbHbIMM YCNyramy 06bIYHO BKNIOHEHO
HeCKOrMbKO MyHKTOB 06 YPOBHE NpeAoCTaBneHns yenyr.

2.16 nocrtaBWMK yenyr (service provider): OpraHnsauus, Hecyllasi OTBETCTBEHHOCTb 3a MOCTaBKY
opHol unv 6onee BCnomoraTenbHbIX YCNyr.

MpumeyaHue - lNocTaBwmk ycnyr MOXeT 6biTb BHYTPEHHUM UMW BHELLHUM MO OTHOLWEHUIO K YNPaBSoWen
opraHuaauuu.

2.17 ucnonHurtens (supplier): MocTasLWmK BCnoMmoraTenbHbIX NPOAYKLUUN UMK YCAYT.

3 O6nacTb NpuMeHeHUA ynpaBneHus HeABUXKUMOCTbIO

YnpasneHue HeaBMKUMOCTbIO OXBATbIBAET LWMPOKWUIA AManasoH NPoLEeCccoB, YCNyr, BUAOB AeATENbHOCTA
1 MaTepuanbHbIX akTUBOB. Kaxkgas opraHnsaumsa camocToaTenbHO onpeaensieT CBoU OCHOBHbIE U BCMIOMOra-
TenbHble BUABI AeATenbLHOCTA. B npunoxeHnn B npuseaeHo onucaHue B3aMMocBA3M MeXy BCnomoraTterbHbl-
MW yCryramu n Apyrumu noaaepkuBatoLLiMmm yenyramn opraHusaumu.

O6nacTb NpUMeHeHUs1 ynipaBneHUs HeABWXUMOCTbIO MOXeT ObITb onpeaernieHa Ha ocHoBe TpeboBaHui
ynNpasnsaoLen opraHusaumm, CBA3aHHbIX ¢ ABYMS OCHOBHLIMU HanpaBfieHUAMMU paboTbl:

- NPOCTPAHCTBO U UHPaCTPYKTYpa;

- noav v opraHusaums.



roCT P 57271.1—2016

HanpaeneHHocTb Tpe6GoBaHuWii ynpasnstoLled opraH1sannm Ha ogHy U3 aTux obrnacten onpegenseT cne-
LMKy yrpaBneHns HeABMXMMOCTbIO opraHnsaumn. B npunoxeHun B gns kaxaoro Tuna Tpe6oBaHuMin ynpas-
nALWen opraHusaunM npuBedeHbl NPUMepPbl YCIyr, COOTBETCTBYHOLUMX 3TUM TpeboBaHusM, M obnacTb
NpUMeHEeHUs ynpaBneHUsl HeABWXUMOCTbIO. B yCrOBUAX NOCTOAHHOTO M3MEHEHUS! 3KOHOMUYECKOW CUTYaLnm
TpeboBaHWA ynpaBnsoLei opraHnsaLm Takke U3SMeHsIHoTCS.

Wcnonb3oBaHWe 6a30BOM KOHLENUMN YNpaBlieHns HeBWKUMOCTbIO AOIDKHO 0becneunTb yrpasneHne
Ha CTpaTerMyeckom U TakTUYECKOM YPOBHE W MOMOYb KOOPAMHMPOBATb MpedocTaBlieHne COorfacoBaHHbIX
BCMoMoraTerbHbIX YCNyr B o6MacTu ynpaBneHUs HeaBWKUMOCTbIo. [ns 8Toro HeofGxoanmo oBecneynTb
COOTBETCTBYHOLLYIO KBaNMUKaLMIO NepcoHarna 1 nepenTi K CUCTEMHOMY NoAXoAy Npu NpeaocTaBneHnn yenyr
B OTNMYMeE OT HE3aBMCUMOrO NMPeAoCTaBMNeHNa ogHoN unn Gonee ycnyr.
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MpunoxeHne A
(cnpaBoy4HOE)

Mogenb ynpaBneHuss HeaBWXUMOCTbIO

A.1 O6uime nonoxeHuns

B faHHOM NpunoXeHuu npusefeHa MoAesib ynpasieHna HeABMXUMOCTbIO, KOTopas NpuHATa 3a OCHOBY Npu onuca-
HUN TOro, Kak npouecchbl ynpaB/ieHUA HeABUXUMOCTbH NoaaepXmBakT OCHOBHblIE BUAbl AE€ATE/IbHOCTU OpraHu3auyun.
Mogenb ynpaB/fieHUs HeABUXUMOCTbIO CBSA3aHa C COOTHOLIEHWEM cripoca u npeanoxeHnsa npu npefoctasneHnn BCrnomo-
raTesibHbIX YCNYrn nokasbiBaeT pa3Hble YPOBHN BO3MOXHOIO B3aVIMO,EI|EI7ICTBVIFI B 3TOM npouecce.

OCHOBHbIE MPOLECChI YnpaBneHne HegBMKMMOCTbHO

OCHOBHblE BUbI AEATENBHOCTA BcrnomoratesibHble yCnyru

CornaweHune 06 ynpaBneHumn
BCromMorartesibHbIMU yCyramu

PucyHokA.1 — Mogesnb ynpaBneHusa HegBMXNUMOCTbIO

A.2 OpraHusayuns

ONs [OCTUXEHNS CBOUX CTPATErMUeCcKMX Liefeil opraHnsaums Ucnosib3yeT 0OCHOBHbIE NPOLEcChl. I3MEHEHUs 9KOHO-
MUYECKOi cUTyauuu, 3aKoHoAaTeNbCTBa, TEXHOMOIMIA U ApYruX BO3AeiCTBYIOWMX (DAKTOPOB NOCTOAHHO BAMSIOT HA 3TU
npouecchl U TPEeBYIT X U3MEHEHUS. DTUMU U3MEHEHUAMU HEO6XO0AMMO YNPaB/ATb HA CTPaTernyeckom, TaKTMYEeCKOM U
onepaTMBHOM YPOBHSIX A/151 06€CneUeHms XM3HECNOCOB6HOCTN 1 COOTBETCTBUSA U3MEHEHMIO Cnpoca.

BcrnomMoraTesibHble YCyrn B 06/1acTW YNpaBieHnst HeBUKIMOCTbIO, KOTOPbIE MOTYT 6bITb BbIMO/IHEHbI BHYTPEHHN-
MW UM BHELIHUMMW NOCTABLUUKAMMW YCYT, OKa3blBalOT NPSAMOE BO3[eicTBME Ha pe3y/nbTaTUBHOCTb U 3(PEKTUBHOCTb
OCHOBHbIX BU0B AesiTEeNbHOCTM. Kaxaas opraHusalms caMocTosiTe/lbHO onpe/ensieT CBOM OCHOBHbIE M BCloMoraTe/lb-
Hble BUAbI AEATENLHOCTM U HENPEPLIBHO 06HOBASET UX pa3fesfieHne Ha OCHOBHbIE U BCioMoraTeibHble

B opraHusauum yc/ioBHO MOXHO BblAeNNTb ynpasnsiouiee nogpasaeneHme (opraHusaumio), notpeéuteneii u koHeu-
HbIX No/nb3oBaTesnei. B 0643aHHOCTb ynpassioweli opraHmsauMm BXoaAuT o6ecrneveHne opraHusalun ynpaefieHnem
HeABMXMMOCTbIO U NpefocTaBeHne Heo6X0ANMbIX BCMIOMOraTe/ibHbIX ycnyr. MoTpe6utens onpeaenseT u 3akasbiBaeT
NoCTaBKy 3TUX YC/YT B COOTBETCTBMU C YC/TIOBMSIMU COrNalleHns o6 ynpasneHnn BcnoMorateibHbIMU ycayramu. Ha onepa-
TUBHOM YPOBHE KOHEeYHble No/b30BaTeNun NosyyatoT 3Ty YCAyry (€Cim npUMeEHUMO).
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A.3 Cnpoc v npeagnoxeHwe

YnpaeneHve HeABUXUMOCTbIO NOMOraeT cbanaHcMpoBaTh CNPOC U NPeANoXeHne ycnyr B OpraHu3aumm, 4To Nno3eo-
nsieT oNTUMK3NPOBaTHL COOTHOLLEHWE MeXAY TPeGoBaHNAMYN K NPeAOCTaBNSEMbIM YCNYram U BO3MOXHOCTAMMU, OrpaHnye-
HUSIMM, 3aTpaTamu:

- cnpoc: BHyTpeHHee TpeboBaHWe CO CTOPOHbI OCHOBHbIX BMAOB AESTENbHOCTU Ha BCMOMOraTenbHY YCnyry
(«MpocTpaHcTBO M MHppacTpykTypa» uunu «fliogn v opraHmusaums»). MpeanoxeHwe ycnyr co CTOPOHbI YNpaBneHus
HEABWXUMOCTBIO CTUMYNUPYET OCHOBHbIE BUALI AEATENBHOCTU. YNPaBnAowas opraHn3aumsi 4OIMKHa TOYHO onpeaenuTb
cTpaTeruio 1 TpeboBaHusl K yNpaBIieHUIo HEABUXXUMOCTbIO;

- npeanoxeHue: NnpefoCcTaBleHne YCNyr, onpeaeneHHbiX B cornaweHum 06 ynpaeneHmm BCnomMoraTenbHbIMKY yCny-
ramu. BHyTpeHHWe W/unu BHeLIHWEe NOCTaBLMKW YCNYr YNpaBnsiioT BCNOMOraTenbHbIMKU ycryramm u obecneumBalot ux
npegnoxexHve.

Ons Toro 4To66l CNTUMM3NPOBATHL NPOU3BOANTENBHOCTE U CTOUMOCTL aKTUBOB, KpaHe BaXKHO BbIPOBHATL CNPOC U
npeanoxeHwe BCnoMorarenbHbIX YCIYr Ha OCHOBE 3KOHOMWUYECKMX, OPraHU3aLMOHHLIX U CTPaTerM4ecknx uenemn opraHu-
3aumm.

Mocne Toro kak TpeboBaHusi cnpoca TOYHO YCTaHOBMEHb!, ONPeAensioT n hopmanuayioT yenyrv nytem paspaboTtku
cornawenus o6 ypoBHe npegocTaBneHus ycnyru. 9To cornaweHue onpeaensieT YpoBeHb NpesoCcTaBNeHns yCnyru u
MOXeT Nepuoanyecky nepecmaTpuBaThbCs.

KnioveBble nokasatenu 3ekTMBHOCTY YyCTaHABNMBAIOT AN OLEHKN NPOU3BOAUTENBHOCTU U MOHUTOPUHIA U3Me-
HEHWs1 MPOU3BOANTENBHOCTU BO BpeMeHU. OTBETCTBEHHOCTL 3a NPUMEHEHWE KNIOYEBbIX Nokasatenen 3MEKTMBHOCTH
HeceT, Npexae BCero, CTopoHa cnpoca. 3T nokasareny MOXHO NPUMEHSATL B NPOLECCe MOHMTOPUHIa ANS CONOCTaBNeHUs
¢ TpeboBaHMAMYK K YPOBHIO NPEAOCTaBNeHns ycnyrm B npouecce 6eHUMapkuHra, ans oueHkm apekTMBHOCTU paboTl
opraHv3aumu n ngeHTudukaumm nepeaoBoro onbiTa paboTsl.

A.4 YpoBHM B3anmMogencTBmaA (CTpaTern4yecknn, TakTMMECKUN, onepaTnBHbIN)

Ons nony4veHusi HeobxoAUMBbIX Pe3ynbTaToB yNpaeneHWe HeABWXMMOCTBIO JOIIKHO COOTBETCTBOBaTb MUCCUW,
BUAEHUIO M LensamM opraHm3aumu. NMoatoMy ynpaBneHme HeABMXUMOCTBIO AENCTBYET HAQ OCHOBHBIX YPOBHSAX: CTpaTernyec-
KOM, TAKTUYECKOM M OMNEepaTUBHOM.

CTpaTervyeckui ypoBeHb: BOCTWKEHWUE Lenen opraHn3aumm B 4ONrOCPOHHOM NEPUOAE NyTEM:

- onpepeneHvs cTparerMm ynpaeneHus HeABMXUMOCTBLIO B COOTBETCTBUM CO CTpaTErmen opraHn3saumuy;

- onpepgeneHvs NonUTUKK, pa3paboTkn pykoBoACTBa ANSA yNpaBnNeHusa NPOCTPaHCTBOM, akTUBaMM, NPOLECCaMM 1
ycnyramu;

- onpeperneHnsi BXOAHbIX U BbIXOAHbIX JAHHbIX NPOLECCOB;

- BHeApeHVsi aHanm3a p1cka v ynpasreHus U3MEHEHUSIMU B OpraHv3aummy;

- BHeApeHusi cornaweHuin o6 ypoBHe NpefocTaBrieHNsl yCryr 1 MOHUTOPWHIA KIIOYEBbIX nokasaTenen addek-
TUBHOCTW;

- ynpaeneHnsi BO3AENCTBMEM MaTepuanbHbiX akTMBOB Ha OCHOBHblE BUAbl OEATENBHOCTU, BHELLHIOW cpefy U
06LLEecTBO;

- NOAJEPXKM B3aMMOOTHOLUEHWI C OpraHamu BIacTu, apeHgaTopamu v apeHgogaTtensiMu, cTpaTerniyeckumu
napTHepamu, accounaLusMmn T. a.;

- aHanuaa yrnpasneHusi HeABVMXMMOCTbIO BHELHUMU SKCNepTamu.

TakTu4eckuii ypoBeHb: OCYLLECTBIIEHNE CTPaTEMMUYECKMX Liernen opraHn3aumm B CpeaHEeCPOYHOM Nepuoze NyTeMm:

- BHeApEeHVsi U MOHUTOPVHIa PYKOBOACTB Arsi peanuaaumm cTpaTermieckux uenemn;

- pas3paboTky GM3Hec-NNaHoB U GIOQKETOB;

- onpepernexvs uenen ynpaeneHnsi HEABWXMMOCTbIO HA ONepaTMBHOM YPOBHE;

- onpeperneHns nokasartenen NpegocTaBneHns YCnyr U KroveBbiX nokasatenen adpdekTMBHOCTM (Npon3Boau-
TENbHOCTb, KAYECTBO, PUCK U CTOMMOCTb);

- MOHUTOPWHra COOTBETCTBUS 3aKOHOAATENbHbLIM U 06s13aTeNnbHbIM TpebGoBaHUAM;

- ynpaeneHnsi NpoeKTamu, NpoLeccamu 1 CornalleHnsiMu;

- ynpaeneHnsi KOMaHAo0W yrpaBreHnsi HEABUXNMOCTbIO;

- ONTMMM3aLMW UCTIONBb30BaHWS PECYPCOB;

- agantauum K UBMEHEHUsIM 1 pas3paboTkM OTYETHOCTH 06 UBMEHEHNSIX;

- 0bmeHa nHpopmauren ¢ BHYTPEHHUMU UINU BHELLHWMM NOCTaBLLMKaMK YCIyr Ha TAKTUHECKOM YPOBHE.

OnepaTuBHbIl YPOBEHb: CO34aHne HEOBX0aMMON cpefibl A KOHEYHbIX NONb30BaTeNnen Ha KaxxaoaHEBHOW OCHOBE
nyTem:

- NpeaocTaBreHusi ycryr B COOTBETCTBUM C YCTAHOBMNEHHbIMW TpeGoBaHUSIMK;

- MOHUTOPWHIa 1 NPOBEPKM NPOLIECCOB NPeoCTaBNeHNs YCNYT;

- MOHUTOPWHIa NoCTaBLLMKOB YCIYT;

- nony4eHWs1 3anNpoOCoB Ha YCNyry, HaNpPUMep Yepesa CNPaBoOYHYIO UMM CEPBUCHYIO CNyXOY;

- cbopa aaHHbIX Ansi oueHkn 3hPEKTMBHOCTU, 06paTHOM CBSI3U U TpeBGOBaHMIN OT KOHEYHbIX NONb30BaTenen;

- BHeApeHVsi OTYETHOCTU Ha TAKTUHECKOM YPOBHE;

- obmeHa nHpopmaumen ¢ BHYTPEHHUMU UMW BHELLHWMM NOCTaBLLMKaMK YCIyr Ha ONepaTMBHOM YPOBHE.
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A.5 3aknioueHune

O hekTnBHOE yNnpaBneHne HEABMXUMOCTBIO MOMOTraeT:

- CTUMYNUPOBATb MHTErPaLMIO pa3NnyHbIX BCMOMOraTerbHbIX NPOLECCOR;

- YyNpocTUTb B3aUMOCBSI3b MEXAY CTPaTermyeckKMmMm, TaKTMYECKUMMN M ONepaTUBHLIMU YPOBHAMMY,;

- obecneunTb NocrnegoBaTenbHbIi 06MEH MHpopMaumert (CBepxXy BHU3 U CHU3Y BBEPX);

- paspaboTtatb M yny{qWwWTb OTHOWEHUS M NapTHEPCTBO MexAay YNpaensoWMM nogpasfeneHnemM/KOHEeHHbIMU
Nonb3oBaTeNsM1 U NCNOMHUTENSMW/NOCTaBLLMKaMU YCIYT;

- 0becneunTb B3aMMOCBSI3b MEXAY HAKOMMEHHBIM OMbITOM, TEKYLLMMU 3agadvamu u byaywmmmn TpebosaHnammn.

MpuMeHeHWe MoAenu ynpaeneHWs HeABUXMMOCTBI MOMOraeT passuMBaTb W MOCTOSHHO yny4waTtb CUCTEMY
ynpaBrieHVs HEABVKMMOCTBIO.



FOCT P 57271.1—2016

MpunoxeHne B
(cnpaBO4YHOE)

O6nacTb NPUMEHEeHNAa ynpaB/ieHNa HEABUXNMOCTbIO

B.1 O6uwue nonoxeHuns

PucyHok B.1 — O6nacTb NpYMeHeHVs MeHe[KMeHTa BCnoMoraTe ibHbIX NpoLeccoB

TepMUHbI, UICNONb30BaHHbIE B HACTOALLEM CTaHAapTe, OCHOBaHbI Ha 06LLMX MOAeNAX NPOLLECCOB OCHOBHbIX 1 BCNO-
MoraTesibHbIX BUAOB AeATeNbHOCTU. OCHOBHbIE BUAbI AeATENbHOCTW AO/MKHbI GbiTh ONpefeneHbl Kaxaol opraHmsauuei
CcaMOCTOSITeNbHO. Llenbto ynpaBneHnst HeABMXMMOCTbIO ABMSETCS 06beAnHEHNE N KOOPAUHALMA HEKOTOPbIX YCAYr no
noAfep>ke OCHOBHbIX BUAOB AeATEIbHOCTU, KOTOPbIE 3aTeM CTAHOBATCA BCNOMOraTe/ibHbIMU YCryramu.

BXogHbIMY JaHHbIMKM K Npoueccam ynpas/ieHUs HeABMXMMOCTbIO ABNSAIOTCA BCOMOraresibHble akTuBbl (husnyec-
Kne, HelBWKVMblE aKTUBbI) U BCOMOraTte/ibHble BUAbl AEATENbHOCTU. Pe3ynbTaToM (BbIXOLOM) NPOLECCOB ynpasieHus
HeABVXMMOCTbIO AB/ISETCA NOA4EepPXKa OCHOBHbIX BUAOB AeATeNbHOCTU. [lyTeM uHTerpaumm n KoopavHauum scrnomora-
Te/lbHbIX NPOLECCOB yNpaB/ieHne HeABWXMMOCTbIO NOBbIWAaEeT 3(hPEKTUBHOCTb OCHOBHbIX BUAOB AeATENbHOCTH.

MpuBefeHHbIE HKE ONMCaHNs 06/1acTU NPUMEHEHUST BCMOMOraTe lbHbIX YCNyr B 06/1aCT yNpaBieHns HeaBUXN-
MOCTbIO HE SIB/IAIOTCA MCUYEPNbIBAIOWMMN U HE PacCTaBAAT NpUopuTeToB. MNprMepsl BbIGpaHbl U3 60/bLIOTO NepeyHs
NPUMepPOB, NPUBELEHHBIX B CTaHAapTax U pykoBOACTBaX B 06/1aCTh ynpasneHns He4BUXKMMOCTbI0. [pumepsbl crpynnupo-
BaHbl MO OCHOBHLIM BMAAM Crpoca CO CTOPOHbI ynpasAsoLlWein opraHusaummn: «MpocTpaHCTBO M MHPACTPYKTYpa» W
«JTloan v opraHnsauns».

B.2 lMpocTpaHCTBO N NH(pacTpyKTypa

PasmelleHne: cCnpoc ynpaensioleii opraHMsauum OTHOCUTENIbHO MNPOCTPaHCTBA (pasMelleHns)) MOXEeT GbiTb
YL,0BIETBOPEH BCMOMOraTebHLIMI YCyraMu, TaKUMU Kak NporpaMMupoBaHue, Au3alii U paclumpeHne NpocTpaHcTBa, Ho
Takxe agMUHUCTPUPOBAHKE W yNpas/ieHne NPOCTPaHCTBOM W ero UCMo/ib30BaHue. Mpumepsl YCAyr, CBA3aHHbIX C 3TUM
BIAOM CMpoca Ha yCnyru:
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cTpaTerMieckoe NniiaHMpoBaHUe 1 yrpasrieHWe NPOCTPaHCTBOM;
nporpammupoBaHue u 6puduHr;

NPOEKTUPOBaHNE U CTPOUTENBCTBO;

yrnpaBneHue apeHgom 1 3aHATOCTbIO NOMELLLEHUI U TEPPUTOPUN;
CTPOUTENBLCTBO U TEXHUYECKOE 06CNYXMBaHME;

06GHOBIIEHWE M/UINN BOCCTAHOBIEHWE U Ap.

Pa6ouvee MecTo: Crpoc ynpagernsiiowen opraH13aLmm Ha NPon3BOACTBEHHbIE YCNOBUSA (paboyee MecTo) MOXeT BbITb
YAOBNETBOPEH BCMOMOTaTeNbHbLIMMY YCNyramu, CBA3aHHBIMU C 0BYCTPOMCTBOM BHYTPEHHEN M BHELWHEN cpeabl, obecneve-
Huem Mebenblo, o6opyaoBaHuem U 0bCryXMBaHMEM apeHAaTopoB. [puMepbl yCryr, CBsA3aHHbIX ¢ 3TUM BUAOM cnpoca
Ha ycnyru:

Aun3aliH 1 3proHommka paboyero mecra;

BbiGop mebenu, mawmH n o6opyaoBaHus;

yrnpasrieH/e nepeMeLLeHUsIMK;

06yCTPOICTBO BHYTPEHHEN M BHELLHEN Cpefbl;

0603HaueHne, XyJOXXeCTBEHHOe ohopmIieHne, pa3bop u 3ameHa mebenv n ap.

MpounsBogcTBEHHAs MHPACTPYKTYpa: CNPOC YNPaBnsiiOWeNn OpraHn3aumm Ha KOMMyHanbHble yenyrm {Mpou3soa-
CTBEHHas MHPACTPYKTypa) MOXET ObiTb yAOBNETBOPEH BCMOMOraTerbHbIMU yCryramu, cBsi3aHHbIMK ¢ obecnevyeHnem
HEOBXOAMMBIX KITMMaTUYECKMX YCNOBUIA, HEO6X0AMMOro oceelleHusi, 6ecnepeboitHON NOCTaBKU 3NEKTPO3HEPIUN, BOAbI
v rasa. [pumepsbl ycryr, CBAI3aHHbIX C 3TUM BUZOM CMPOCa Ha YCIyTu:

yrnpaBneHue aHeproadPekTMBHOCTbIO/KOMMYHANBHBIMUY YCIYramu;

3KOMNOMNYECKUIA MEHE)KMEHT U YNpaBneHne yCTONYMBEIM Pa3BUTUEM;

obecneveHne OyHKLMOHMPOBaHWUsI NPOU3BOACTBEHHOW MHDPACTPYKTYPbl U ee TEXHUYeckoe obcnyxmBaHue;
YHKLMOHMPOBaHUE M NOAAEPKKA CUCTEMbI MEHEPKMEHTA CTPOUTENBCTBA;

TEXHUYECKas NoAAeP’KKa OCBELLEHWS;

ynpaenexHve oTxoaamu n gp.

KnvHWHT: cnpoc ynpasnsioweil opraHn3aumm Ha TMIMeHy U YNCTOTY (KITMHWUHT) MOXET GblTb YAOBMNETBOPEH BCNOMO-
ratenbHbIMK YCIyramu, CBA3aHHbIMU C NOAAEePXKaHWEM HaAexalmx NPOM3BOACTBEHHbIX YCNOBUM U MOMOLLM B NOAAEPXK-
Ke aKTVBOB B HEOOX0AUMOM COCTOSIHUK. [TpUMEpbI YCIyT, CBSI3aHHbIX C 3TUM BUAOM CNPOCca Ha YCNyru:

ycnyru no o6ecneveHmnio rmrmeHsil;

o4umncTKa paboyero MecTa, 04MCTKa MalnH 1 060pyaoBaHus;

obGecneveHne WTopamm (Kantoan) 1 MOMKa OKOH;

npegocTaBneHne o60pya0BaHNS ANt OHUCTKN U TEXHUHECKOTO 0BCnyXBaHus;
yGopKka TeppUTOPUM M O4UCTKA OT CHEra B 3UMHWIA Nepuoa n ap.

Opyrve Buabl NpoCcTPaHCTBa U MHMPACTPYKTYPLI: MHAMBUAYANbBHLIN CNPOC YNPABISIOWENR OpraHn3aummn Ha cneum-
arnbHble BCOMOoraTesibHble YCIyry, CBsI3aHHbIe C NPOCTPAHCTBOM W MHGPACTPYKTYPON. Mprumepbl yCryr, CBA3aHHbIX C 3TUM
BMOOM CMPOCa Ha yCnyru:

apeHga crneuuansHOro U3MepUTENbHOro 0GOPYyA0BaHUS;
cHabxeHne creuunanbHbIMW MallmHamm n 06opyaoBaHUEM;
yrpasneHne HegBXMMOCTBIO, Caaqa BHaeM OTAENbHbIX NOMELWEeHU 1 ap.

B.3 Jliogun v opraHnsaumsa

3a40poBbe, 6e30MacHOCTb: CNPOC yrpaensiowen opraHnsaumn Ha 6esonacHyio cpefly (30opoBbe, 6€30NacHOCTDb)
MOXeT OblTb YOOBNETBOPEH BCMOMOraTeNbHLIMW YCNyramu, CBA3AHHBIMU C 3alMTONW OT BHELWHMX ONacHOCTeNn umnm
BHYTPEHHUX PUCKOB Ans 330pOBbA M 6narononyuns nioaen. Npumepsl yenyr, CBA3aHHbLIX C 3TUM BUAOM CNPOca Ha yenyru:

oxpaHa u rurmeHa Tpyaa;

ynpaeneHne 6€30nacHOCTLIO;

ynpasreHue AOCTYNOM, 3NEKTPOHHbIE KapThl Ha BX0oA, GNOKMPOBKa U 3almTa KIouen;
ynpasneHue B Upe3BblHaliHbIX M ONACHbLIX CUTYaUNAX;

noxapHasi 6e3onacHocTb 1 ap.

locTENpUUMMCTBO: CNPOC YNPaBNsIOLLEN OpraHn3aumy Ha rocTeENPUUMCTBO MOXET ObiTb YA0BNETBOPEH BCMOMOra-
TEMbHLIMU YCIyramu, CBsI3aHHbIMU € 06ecrneyeHneM NPOU3BOACTBEHHBIX YCMIOBUM, B KOTOPLIX YA06HO M0AsM U UX paayLu-
HO NpuHUMaIoT. [MprMMepbl yenyr, CBA3aHHLIX C 3TUM BUAOM CNPOCA Ha YCNyru:

YCIyru cekpeTapeii M NPUEMHBbIX;

ycrnyrv cnpaBoyHON cnyxosi;

npoaaxa efibl U HAaNUTKOB Yepe3 TOProBbie aBTOMATHI;
opraHusaums KoHepeHUMit, BCTPeY U cneLmanbHbIX MEPONPUATUN;
6bITOBbIE YCIYTH;

npegocTaBneHne paboyen ogexasl v ap.

MHDOPMaLMOHHO-KOMMYHUKALMOHHBIE TEXHONOMMK: CNPOC YNPAaBMSIOWEN OpraHM3aumm Ha WHQOPMaUNOHHO-
KOMMYHUKALIMOHHbIE TEXHOMOMMNU MOXeT BbITb yAOBNEeTBOPEH BCNOMOraTenbHbIMU YCNYyramu, CBA3aHHbIMU C NpefoCcTas-
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nexHnem MHGOPMaLMOHHBIX N TENEKOMMYHUKALMOHHbIX TEXHOMOMMIA. [puMephbl ycryr, CBSi3aHHbIX C 3TUM BUAOM Cripoca Ha
ycnyrm:

- obecneveHne TenedOHHOU ceTu;

- obecneyveHve paboTbl LeHTpa 06paboTkM AaHHBIX U yCIyM cepBepa;

- noadepKKa NepcoHanbHOro KOMMNbIOTEPA;

- GesonacHocTb U 3awmTa UT;

- KOMMbIOTEPHAsA U TenedoHHasi CBA3b U Ap.

Noructuka: cnpoc ynpaBnmou.l,eVl opraHm3aumn Ha NnorncTuky Moxet ObITh yOoBneTBOpeH BCnomMoratelibHbIMU
ycnyramu, CBA3aHHbIMU C TPAHCNOPTUMPOBKON W XPaHEHNEM TOBapOB M MHPOPMALMKN 1 yrydWEHNEM COOTBETCTBYIOWMNX
npoueccos. [pumepsbl ycnyr, CBA3aHHbIX C 3TUM BUAOM Cpoca Ha yCnyru:

- BHYTPEHHSIs1 NoYyTa U YCryry Kypbepos;

- ynpaeneHue JOKyMeHTauuel u apXveMpoBaHue;

- penporpadu4ecKkre CUCTEeMbIl, KONMMPOBAHWE U NeYaT;

- KaHUenspckne ToBapbl;

- 3KCMeaupoBaHue rpy3oB, CUCTEMbI XPaHEHUS;

- TPaHCMOPTMPOBKA Ntoaen u 6Iopo NyTeLIeCTBUN;

- aBTOCTOSAHKA W yNpaBrieHye aBToNapkoMm n ap.

Opyrve Buabl BCnomMoraTenbHbIX YCNyr: CIPOC ynpaBnsiiowein opraHu3auum Ha apyrue yenyrv no nogaepxke Moxet
GbITb YOOBNETBOPEH LUMPOKMM ANANA30HOM AONOMHUTENBHBIX YCIyr. DTV yCryrv MoryT 6bITb 4OCTATOHHO CreLndUYHbIMK
M 3aBUCETb OT OMNpeaeneHns OCHOBHbLIX BUAOB AesTenbHOCTU. [pumepsl yCcryr, CBA3aHHbIX ¢ 3TUM BMAOM cnpoca Ha
yCnyru:

- ByxranTepckui yyeT, ayauT u GUHaAHCOBAsA OTHETHOCTb;

- yrnpaBneHue YenoBeYeCKUMM pecypcamu;

- MapKeTWHr U peknama, doTtorpaduryeckne yenyru,;

- CHabXeHue, ynpaBneHne KOHTPakTaMu 1 lopuanyeckme yenyru;

- ynpaeneHve NpoeKkTamu;

- ynpaeneHne Ka4ecTBOM U ap.
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