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Mpeancnoeue

1 NMOArOTOBIIEH ObuwecTBOM C OrpaHU4eHHON OTBETCTBEHHOCTbH «MHtopMauMoHHO-aHanUTHYe-
CKUI BblYMCnUTENbHLIA LeHTp» (OO0 MABLL) Ha ocHOoBe cODCTBEHHOrO NepeBofa Ha PYCCKUIA A3bIK aHrMo-
A3bIYHOM BEPCUM CTaHOAapTa, yKa3aHHOoro B NyHKTe 4

2 BHECEH TexHW4Yeckum KOMUTETOM No cTaHgapTusaaunn TK 22 «HhopMaLMOHHBIE TEXHONOTUMN»

3 YTBEPX/OEH VM BBEAEH B IEWCTBWE Mpukasom ®efepanbHOro areHTCTBa Mo TEXHUYECKOMY pe-
rynupoBaHuio u metponorum ot 14 centsbps 2023 . Ne 847-ct

4 HacTosiWwmin cTaHaapT MAEHTUYEH MexayHapoaHoMy gokymeHTy ISO/IEC TS 25011:2017 «WHdop-
MaUWOHHble TexHomnoruu. TpeboBaHUsA M OLEeHKa KadecTBa CMCTEM M MporpaMmHoi npogykuuun (SQuaRE).
Mopenu kauvecTtea ycnyr» [ISO/IEC TS 25011:2017 «Information technology — Systems and software Quality
Requirements and Evaluation (SQuaRE) — Service quality models», IDT].

ISO/IEC TS 25011:2017 paspabotaH nogkomutetom MK 7 «CucteMHasa 1 nporpammMmHas UHXeHepus»
CoBmecTHOro TexHu4eckoro komuteta CTK 1 «MHdopmaunoHHbie TexHonormn» MexayHapoaoHon opraHusa-
uum no ctangaptusauun (MCO) n MexgyHapogHoi anekTpoTexHuyeckon komuccumn (M3K).

HanmeHoBaHMe HacToOsILEero ctaHgapTa M3MEeHeHO OTHOCHUTESIbHO YKa3aHHOTO MeXAyHapOo4HOro LOKy-
MEeHTa B CBSA3U C YTOMHeHUeM nepesoaa gencteyowmx FTOCT P cepun SQuaRE v npuHATOM TEPMUHOMNOINEN.

MpW NPUMEHEHUM HACTOALLEro cTaH4apTa PEKOMEHAYETCA UCMOMNb30BATE BMECTO CChINOYHbIX MEeXay-
HapOOHbIX CTAHAAPTOB COOTBETCTBYIOLLME UM HALMOHANbBHbBIE CTAHAAPTLI, CBEOEHUSI O KOTOPLIX NPMBEAEHbI B
JononHuTensHoM npunoxeHun AA.

[ononHuTenbHbIe CHOCKM B TEKCTe CTaHZapTa, BblAeNeHHble KYPCWBOM, MpUBeAeHbl A5 MOSCHEeHUSs
TeKcTa opuruHana

5 BBEJEH BIMEPBbIE

6 HekoTopble MONOXEHUSA MeXOyHapooHOro CTaHdapTa, yKasaHHOro B MyHKTe 4, MoryT ABnsaThCcs 06b-
eKTOM naTeHTHbIX npas. MCO 1 M3K He HecyT OTBETCTBEHHOCTM 3a UAeHTUMUKaLKWI NogoBHbIX NaTeHTHbLIX
npae

lNpasuna npumMmeHeHUss HacmosAweao cmaHdapma ycmaHosfeHbl 8 cmambse 26 @edepanbHOz0 3aKoHa
om 29 uroHsa 2015 2. Ne 162-03 «O cmandapmu3sauyuu e Pocculickol ®@edepayuu». MHgopmayus ob us-
MeHeHUSX K HacmoswemMy cmaHO0apmy nybrukyemcs 8 exez00HOM (0 COCMOSHUK Ha 1 AHeaps meKyuwieao
e2o0a) uHghopmayuoHHOM ykazamene «HayuoHansHele cmaHndapmel», a oguyuanbHbil Mmekcm uamMeHeHul
U onpagoK — 8 EXEeMeCHYHOM UHOpMauUOHHOM ykalamene «HayuoHanbHbie cmaHOapmel». B cnydae
rnepecMmompa (3aMeHbl) unu ommMeHbl Hacmosauweao cmaHdapma coomeemcmayrouwee ygedomneHue bydem
onybnukosaHo 8 bnuxaluweMm 6binycKe eXeMecsyHo20 UHOPMaUUOHHO20 ykasamesns «HayuoHanbHble
cmaHOapmbi». Coomsemcemayoujasa UHGopmayus, yeedoMIeHUe U MeKCmbl pa3Mewaiomcs makxe 8 UH-
hopmalUoHHOU cucmeme obuieao nob308aHuss — Ha oguuuansHoM calime @edepanbHo20 azeHmemea no
MEexHUYeCcKOMy peaynuposaHuto U Memponoauu 8 cemu MHmepHem (www.rst.gov.ru)

© 1S0, 2017
© IEC, 2017
© OdpopmneHue. ®IBY «MHcTUTYT cTaHgapTuzayunuy», 2023

HacToawwmin ctaHgapT He MOXeT ObITb MOMHOCTLIO UMK YACTUYHO BOCMPOWU3BEOEH, TUPaXXMNPOBAH U pac-
NMPpOCTpaHeH B Ka4vecTBe OCbMLI,VIElJ'IbHOFO n3gaHumsa bea pa3peleHunsa d)e,qepaanorG dreHTCTBa no TeXHN4eckKo-
MYy perynmpoBaHvMi 1 METPOJIOTUA
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BBepeHue

Ycnyru, OCHOBaHHbIE Ha MHDOPMAaLMOHHBIX TexHonoruax (MT-ycnyri), Bce Yalle UCnonb3yroTcs A5 Bbi-
NMOMHEHWS LWMPOKOTO CMEKTPA AEMNOBLIX U NMUYHBLIX PyHKUKMA. KauecTBo MT-ycnyr oTpaxaeT, HACKONbKO XOpOoLLUOo
WT-ycnyra cooTBeTCTBYET 3aaHHOMY AM3alHY, B TOM YUCIE B CPABHEHWN C KOHKYPEHTaMU1 Ha PbIHKE.

Cneundumkaums n oueHka kadectea UT-ycnyr MMeroT peluatllee 3HavyeHue ans Toro, 4tobsl UT-yenyru
COOTBETCTBOBANM LUensm 1 3afadam 3auHTepecoBaHHbIX CTOPOH, YTO MOXET OblTb 4OCTUIHYTO NyTeM BCECTO-
pPOHHEro onpefeneHns XapakTepucTUK KadyecTBa, CBSI3aHHbIX C UensMu M 3agadyamMmu 3aMHTEpPeCcOBaHHLIX B
WT-ycnyrax CTOpoH.

WT-ycnyra npegoctaBnsaeTcs NOCTaBLLMKOM C UCMOMNb30BaHNEM TakMX KOMMOHEHTOB, KakK Nodu, npouec-
Cbl, TEXHONOIMK, CpeacTea U MHhopMaLUst, YTO MOXET OblTb OPraHM30BaHO C NOMOLLLH CUCTEMbI MPeaocTaB-
nenunsa NT-ycnyr. YkasaHHble KOMNOHEHTbl B3aMMOAENCTBYIOT APYr C APYroM ANns NOgAePKKW YCNyri B LENOM.
CyliecTByloLIME MOdeNM Ka4yecTBa NporpaMMHoro obecnedYeHus U AaHHbIX He NoaxonaT AN M3MepeHusa Ka-
yectBa MT-ycnyr. KavectBo UT-ycnyr 4OMKHO oNpefensitbca U U3MepATbCA C MCMNONb30BaHWeEM MOAENU Kaye-
ctBa UT-ycnyr 1 nokasaTtenen ka4yecTea, y4MTbIBAKLINX B3AUMOAEACTBUE STUX NATHM KOMMOHEHTOB.

B HacTofllem cTaHOapTe npencTaBneHbl MOAENW Ka4yecTBa ANS NOOAEPXKKM crelnduKalunm U OLeHKK
kadyecTtBa M T-ycnyr, Mcnonb3yemblX B KA4eCTBE UHCTPYMEHTOB N T-cuctemamun B MHTepecax oTAeNbHOro nonb-
3oBartensa unuv 6usHeca, cnocobeTByA pe3ynsTaTaM, KOTOPLIX XO4YeT A0CTUYb MoNb3oBaTens UM BuaHec.

Mopgenu kayecTBa B HACTOALLEM CTaHAApTe BKMKOYAKT kak 06bekTUBHbIE NMOKa3aTenu KadecTsa YCIyr,
TaK U cyObEeKTUBHLIE NOKazaTenu BOCNpuATUS KavecTBa nonb3oBatenamMu. To ecTb kadecTso U T-ycnyr onpe-
nensetcs Kak 06bekTUBHbIMKW M3MEPEHUAMM, HACKOMNbKO 3TO BO3MOXHO ANS OonpeaeneHusl XxapakTepucTuK
WT-ycnyr, Tak u gpyrumMmn Metogamu (Hanpumep, oueHka) onsa cbopa AokasaTenbCcTB W KBanudgukalum Hema-
TepuanbHbIX XapakTepucTuk UT-ycnyru.

HacTosiwmin ctaHgapT siBnAeTca 4YacTbl pasgena mopenen kadectsa (MCO/M3K 2501n) cTraHpaptoB
cepuu SQuaRE.

Mogenu kavectBa VT-ycnyr, onpegeneHHbie B HACTOSALEM cTaHAapTe, NpegHa3Ha4YeHbl A5 MCNoMb30-
BaHWSA B COYETaHWW C ApYrMMy cTaHgaptamu cepumn SQuaRE, koTopele npeacTtaBneHsl Ha pucyHke 1 (agan-
TuposaH n3 MCO/M3K 25000).

Pasnen
MOOenu KayecTea
2501n

:ggn:n . Pasnen Pazngen
el BaHWN ynpasneHus OLUEeHKU
K Ka4ecTBy Ka4ecTBoOM Ka4yecTBa

2503n SEriin ctisil

Pasgen
n3amepeHus KadecTea
2502n

Pasgen oueHkn kadecTtea 25050 — 25099

PucyHok 1 — CTpykTypa MexayHapoaHbix ctaHaapTtoe cepun SQuaRE

B cepuio SQuaRE BxogaT crnegytowue pasgenst:

- MCO/M3K 2500n — pasgen ynpaeneHus kadecteoM. CTaHOapThl, kOTOpble 06pasyoT 3TOT pasgen,
onpegensoT Bce obLmMe mogeny, TepMUHbI M ONpeaeneHns, Ha KOTopble danee cchiakTcs Bce ApyrMe CTaH-
aapTbl u3 cepun SQuaRE. Pasgen takke obecnevymBaeT noTpebHOCTM U PYKOBOACTBO MO ynpaBneHuto Tpebo-
BaHMAMM, cneundukaunsaMm 1 oLeHKOR NporpaMMHOR NPOAYKLMN U KaYecTBa YCryr;

- NCO/M3K 2501n — pasgen mogenen kadyectea. CtaHoapThl UMM TEXHUYECKME cneundukanmm, KoTo-
pble hOpPMUPYIOT 3TOT pasgen, NpeacTaBnsawT nogpobHele Moaenu kayecTea nporpamMmHoro obecnedeHuns,

v
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AaHHbIX 1 ycnyr. Kpome Toro, B MOgenu Kadectsa nporpaMmHoro obecnedenvs u UT-ycnyr BHYTPEHHWE W
BHELIHWE XapakTepMCTUK KadecTBa NOApa3LensoTCa Ha NogXapakTepucTuki. Takke NpuBOAATCH NpakTuye-
CKMe pekoMeHOauuu No UCMonb30BaHWI Mogenein kavecTea;

- MCO/M3K 2502n — pasgen uamMmepeHus kadectBa. CTaHOapThl, KOTOpble (POPMUPYHOT 3TOT pasgen,
BKITHOYAKT 3TANOHHYI MOLenb U3MEepeHWs KavyecTBa MpOorpamMMHON MpoayKUMW W YCyr, MaTemMaTudeckue
onpeaeneHuss nokasartenew Ka4yecTsa W NpakTMYECKMEe pekoMeHOauun no ux npumeHeHwto. MNpeacTaBnex-
Hble MoKa3aTeny OTHOCATCH K BHYTPEHHEMY KaqyecTBy NporpaMmHoro obecnevyeHusi, BHELWHEMY Ka4ecTBy Npo-
rpaMmMHoro obecneyeHus, Ka4ecTBY AaHHbIX, KA4YeCTBY YCNyr U Ka4ecTBY NpW Wcnonb3osaHu. OnpegeneHs! 1
npencTaBneHbl aNeMeHThl U3MepeHus KadecTea, (POpMMpPYLOLLIME OCHOBY ANSA YKa3aHHbIX NokasaTenen,

- NICO/M3K 2503n — paspgen TpeboBaHuii k kavecTBy. CTaHOapThl, KOTopble hOpMUpYeT 3TOT pasfen,
nomMoratwT onpefenuTb TpeboBaHusa kK KayecTBy. OTW TpeboBaHWUs K KayecTBY MOryT GbiTb UCMOMNL30BAHLI B
npouecce onpegeneHus TpeboBaHW Kk KavyecTBy paspabaTbiBaeMOW NMpOrpaMMHON MPOAYKLMW UMK B Kade-
CTBE BXOLHbIX AaHHbIX AN MpoLecca OLUeHKW, a Takke MCMonb30BaThbCa B Mpouecce onpegeneHus Tpebo-
BaHWN K KadecTBy AnsA npegoctaensemon ycnyru. MNMpouecc onpegenenunsi TpeboBaHWiA CONOCTaBASETCA C
TEXHUYECKMMU Npoueccamu, onpegeneHHsimu B MCO/M3BK 15288;

- MCO/M3K 2504n — paspen oueHku kadvectBa. CTaHaapThl, koTopble ddOpMUpYHOT STOT pasgen, co-
gepxaT TpeboBaHWA, pekoMeHZaUuM W PYKOBOAALLME MPUHLWMMLI AN OLEHKM NporpaMMHON Npogykuuu u
YCIyr, HE3aBUCMMO OT TOrO, BbIMOMHAKTCA N OHW HE3aBUCUMbIMU OUEHLUMKAMK, NOKynaTensMu/KnmeHTamm
unu paspabotynkamu/nocTaBmkamn. Takke npegctasneHa Nogaepkka AOKYMEeHTUPOBaHWUS U3MEePEeHNs Ka-
4YecTBa NpW OLEHKE;

- NCO/M3K 25050 — WMCO/M3K 25099 3apezepBupoBaHbl ANA CTAHOAPTOB paclUMpeHns cepun
SQuaRE, TexHnuecknx cneuundpukaumnin, oblenocTynHeix cneundukauymi (PAS) u/unm TexHM4ecknx oTYETOB.
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FOCT P 70922—2023/ISO/IEC TS 25011:2017

HAUWOHANbHBIA CTAHOAPT POCCUUCKON OEQEPALUMNU

CUCTEMHAA U NPOTPAMMHAA UHXXEHEPUSA

TpeGoBaHWsA 1 OLEHKA Ka4yecTBa CUCTEM M NporpaMMHoi npoaykumu (SQuaRE).
Mopgenwu kayecTBa ycnyr

Systems and software engineering. Systems and software Quality Requirements and Evaluation (SQuaRE).
Service quality models

HaTta BeegeHua — 2024—01—30

1 ObnacTb NnpMMeHeHus

Hactoswmi ctaHgapt npumeHuMm Kk MT-ycnyram, KOoTopble NoaaepXMBatoT noTpebHOCTW OTAENbHOro
nonb3oBaTtens unu busHeca. MT-ycnyru MOryT NpefocTaBnsATbCA NMMYHO UMK yOaneHHo NiodbMW Uy ¢ NOMO-
Wbt NT-NpunoxeHus, KOTOpoe MOXET UCMONMHATLCA NOKANsHO WK YAANEeHHO (CM. NpunoxeHune A).

K HUMm oTHocaTcsa gea Tuna UT-yenyr:

- MOMHOCTLIO aBTOMATU3NPOBAHHbIE yCnyru, npefocTtaenseMslie W T-cuctemoi;

- ycnyru, npefocTaBnsieMble YENOBEKOM, UCMONb3YOLWKNM UT-cuctemy.

B HacTosillem cTaHOapTe onucbiBaeTCa UCNONb3oBaHWe ABYX Mofenein kadecTtsa ana UT-ycnyr:

a) Mmogenb kadecTBa M T-ycnyr, cocTosAlan M3 BOCbMUW XapakTepUCTUK (KOTopbie Janee noapasnensioT-
Csl Ha NofxapaKkTepucTuKK), oTHocawasca K ceocTeam UT-ycnyrmn, cocToslwein n3 KoMbrMHauum aneMeHToB,
BKMNHOYas NoLgen, NpoLecchl, TEXHONOrMK, cpeacTBa U MHPOPMAaLMIO;

b) Mogens kayecTBa Npy MCNONbL30BAHWMU, COCTOSALWASA M3 MATU XapakTepPUCTUK (HEKOTOpPbIE U3 HUX O0-
NOMHUTENbLHO NMOAPA34EeNsTCa Ha NOAXapaKTEPUCTUKK), OTHOCALWaaAcs Kk ceoncteam WT-ycnyru B onpege-
MEHHbIX YCNOBUAX MCNOMNB30BaHUA. 3Ta MoZernb MPUMEeHWMa K MOJTHOW CMCTeMe MpeaoCTaBfeHus YCryru,
COCTOSILLEN W3 N0JeN, NPOLECCOB, TEXHOMOrMiA, 0bopyaoBaHMa U MHGDOPMaLUHK.

XapakTepuCTHKU M NOAXapakTepucTMKKN 0Decne4vnBaroT COrMacoBaHHY K TEPMUHOMOMMIO N KOHTPOSTbHbIE
CMUCKM ONA onpefeneHnsi, UsSMepeHnst U OLeHKN kadecTBa UT-ycnyr.

Wcnonb3oBaHue mogenen kadyectea UT-ycnyr MoxeT noMoub:

- nocTasLmkam UT-ycnyr onsa onpegeneHvsi TpeboBaHUIA K KAYECTBY YCIyr, @ TAKKe OLEHKU U yrydlle-
HWS1 Ka4ecTBa NpefocTaBnsieMbIX YCryr;

- KIMeHTaM A8 onpejeneHus cBoux TpeboBaHWiA K Ka4eCTBy YCyr, onpegeneHus kKputeprues npueMne-
MOCTM YCITYT 1 OLEeHKN KadyecTBa UT-ycnyr;

- TpeTben CToOpoHe Ans oueHKn kavecTtsa UT-ycnyru.

2 HopmaTuBHbIE CChINKK

B HacToAweM cTaHgapTe MCMonb30BaHbl HOPMAaTKMBHBLIE CChIMKM HAa crnegylolue cTaHaapThl [ona aa-
TUPOBAHHbIX CCLINOK MPUMEHSIHOT TOMbKO YKa3aHHOE M3haHue, ANs HeJaTUPOBaHHLIX — MocneaHee usgaHue
(BKNtoYas Bce namMeHeHus)|:

ISO/IEC 25010, Systems and software engineering — Systems and software Quality Requirements and
Evaluation (SQuaRE) — System and software quality models [CucTemHas 1 nporpaMmHas MHxeHepus. Tpe-
©oBaHKa 1 oLEeHKa KayecTBa cUcTeM U nporpammHoro obecnederus (SQuaRE). Mogenu kayecTea cUCTEMBI
1 NporpamMmmMHoro obecnedyeHus)

MapaHune ochbuumnansHoe
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ISO/IEC 25012, Software engineering — Software product Quality Requirements and Evaluation
(SQuaRE) — Data quality model [[porpammHas nHxeHepusi. TpeboBaHUA 1 OLeHKa KadecTBa NporpaMmMHoOn
npoaykuuu (SQuaRE). Mogene kayecTBa AaHHLIX]

3 TepMmuHbLI 1 onpeaeneHus

B HacTosWweM cTaHOapTe npuMeHeHsl TepMuHbl no MCO/M3K 25010, MCO/M3K 25012, a Takke cnegy-
oLLMe TEPMUHBI C COOTBETCTBYHOLLMMW ONpeeneHUsMu.

NCO n M3K BegyT TepMmuHonornyeckme 6asbl 4aHHbLIX ANA UCNONb30BaHWA B 0bnacTu cTaHgapTuiauum
no crnegywLwmnm agpecam:

- Onektponegua M3OK: goctynHa no agpecy http:// www.electropedia.org/;

- nnatdgopma oHnaH-npocmoTpa MCO: nocTtynHa no agpecy https://www.iso.org/obp.

3.1 Mogenb KadecTBa Npy UCNOMbL30OBaHUKU

XaDaKTEDI/ICTVIKVI M CBA3aHHblIe C HUMW NOAXapakKTePUCTUKKA NepevYncrieHbl B Taﬁnuu,e 1.

Tatbnuua 1— XapaKTepMCTMKM M NoaxXapakTepUucTrK Ka4decTBa Npu MCNonb3oBaHUKU

AhheKkTUBHOCTL Ceobopga oT pucka
CwmsiryeHne oTpuLaTenbHbIX NOCNEACTBUA 3KOHOMUYE-
lMponzBoauTeNnLHOCTL
CKOro pucka
CmsaryeHne oTpuUaTenbHLIX NOCNEeACTBMIA pucka Ans
YOoBneTBOPEHHOCTb
300poBbA 1 BesonacHoCTH
CmsArdyeHne oTpuUaTenbHbIX NOCNEACTBUMIA 3KOMOrnye-
[TonHoUeHHOCTb
CKOro pucka
[osepune
MokpbITUE KOHTEKCTa
YooBonbcTBME
MonHoTa KOHTEKCTa
Komdhopt
Pop [MbkocTb

3TN xapakTepWUCTUKN WM NoaxapakTepUCTUKA KadecTBa npu ucnonb3oBaHun onpegeneHsl B MCO/M3K
25010, a KOHKpeTHbIe onpederneHns npmeeneHbl B npunoxeHuu D.

Korga ata mogens npumeHsetcs K UT-ycnyre:

a) NoNHOTa KOHTEKCTa BKIOYaeT oxBar SLAY): YPOBEHb, C KOTOpbIM UT-ycryra MoxeT UCNOoMNbL30BaThCA C
3hhEKTUBHOCTLH, NPON3BOANTENBHOCTHIO, CBOBOAON OT PUCKOB M YOOBNETBOPEHHOCTLIO B KOHTEKCTE, onpe-
geneHHom SLA;

b) cHmxeHWe puckoB ONA 300pOBbA U BE30MacHOCTU BKNOYaET B cebsa cHMXeHWe puckoB Ansa besonac-

HOCTH, KOHCDW,D,GHHHaﬂbHOCTM 1 NMPUBaATHOCTHW.

3.2 Mogensb kavectea UT-ycnyr

XapaI{TEpV!CTV!KVI M CBA3aHHbIE C HUMW NOAXapaKTeEPUCTUKK NPpUBELOEHDbI B TaGJ’IVILI,E 2.

1) SLA — coznawenie ofi ypoane 06eIyHCueaHuA.
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Tabnuua 2— XapaKkTepuCTUKK U NoaxapakTepucTuky kadecTtea UT-yenyr

MpurogHocTb HapexHocTte UT-ycnyrn
[MonHoTta HenpepblBHOCTL
KoppekTHocTb BoccranaenmeBaemocTb UT-ycnyrn
LlenecooBpasHocTb [oTOBHOCTL
CornacoBaHHOCTb OcsazaemocTb
Yao6cTBO Ncnonb3oBaHUA HarnagHocTb

Oﬂpe,qe]'ll/lMOCTb NpuUrogHoCTn

YpoBeHb npodheccroHanvMama

MayyaemocTb

BHelHWA BUA NonNb3oBaTenbCKOro MHTepdenca

YnpaensemocTb

OnepaTMBHOCTbL pearupoBaHUs

3awmeHHoCTE OT oWKnBKK Nons3oBaTens

CBOEBpEMEH HOCTb

HocTtynHocTb YpoBeHb pearvpoBaHus
BexxnueocTb ApantuBHocTtb UT-ycnyru
Be3onacHocTb Bo3aMOKHOCTE HACTPOWMKK
KoHthnpeHumansHOCTb MHuumaTMBHOCTL
LlenocTHoCTb Conpoeoxpaaemoctb UT-ycnyrun
[MpocnexneaemocTb AHanuanpyemocTb
Mogudwunpyemocts
TecTupyemocTb

3.2.1 npurogHocTk (suitability): CteneHb, B koTopoin UT-ycnyra (3.3.2) ygoBneTBOpSET 3asiBNEHHBIM U
nogpasymeBaemMbIM NOTPEOHOCTAM NP MCMOMbL30BaHWUM B ONPEeAerieHHOM KOHTEKCTE MCNOoMNb30BaHus.

[MCO/M3K 25010:2015, 4.2.1, n3aMeHEHO — «MpOOYKLKMS UNu cucteMa» 3ameHeHo Ha «WT-ycnyra», a
«npefocTasnser QyHKUUM» yaaneHo]

3.2.1.1 nonHota (completeness): CTeneHb, B KoTopon MT-ycnyra (3.3.2) noggepXvBaeT Bce yKaszaHHble
Lenu, 3agayu u gaHHble, ykasaHHble nons3oeartenem (3.3.4).

3.2.1.2 koppeKTHOCTb (correctness): CteneHb, B koTopoih UT-ycnyra (3.3.2) ncnonb3yeT npaBuibHbINA
NpPoLEecc v BbiAaeT NpaBuibHbIe Pe3ynbTatbl C TOYHbIMU AaHHBIMU.

3.2.1.3 yenecoobpaszHocTb (appropriateness): CteneHs, B koTopor WUT-ycnyra (3.3.2) obecneuveaeT
pesyrnbTaThl, COOTBETCTBYHOLWMeE noTpebHocTaAM nonb3osaTtens (3.3.4).

3.2.1.4 cornacoBaHHOCTb (consistency): CTeneHb, B KOTOPOW NOBTOPSAIOLMECS aHANOMMYHbLIE UMK CBSA-
3aHHble U T-ycnyrm (3.3.2) obecneymBaloT HEM3MEHHOE Ka4eCcTBO.

3.2.2 ypobeTBO Mcnonb3oBaHuA (usability): CteneHs, B koTopoil UT-ycnyra (3.3.2) moxeT ucnonb3o-
BaTbCA onpegeneHHbIMKU nonb3osaTtensMn (3.3.4) Ona OOCTUXKEHWA onpefeneHHbiX Lernen ¢ adgekTUBHO-
CTbi0, MPON3BOONTENBHOCTLIO M YAOBNETBOPEHNEM B ONpPedereHHOM KOHTEKCTE UCMOoNb30BaHKA.

[MCO/M3K 25010:2011, 4.2.4, n3aMeHEHO — «MPOAYKUWS UM cucTema» 3aMmeHeHo Ha «MT-ycryrar]

3.2.2.1 onpegenMMocTb NPUrogHOCTKU (appropriateness recognizability): CTeneHb, B KOTOPO# Nofb30-
Batenu (3.3.4) moryT onpegenuTs, cooTeeTcTBYeT N N T-ycnyra (3.3.2) ux notpebHocTsm.
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MpumeyvaHue 1 — OnpengenvMocTe NpUrogHocTk ByaoeT 3aBUCETb OT CNOCODHOCTM pacrno3HaBaTb COOTBET-
cteue (3.2.1.3) ycnyrn Ha oCHOBE NepBOHaYarnbHbIX BrieYaTneHuin u/vnmn goKyMeHTauum.

MpumeyvyaHue 2 — OcobeHHOCTU yCcnyrd MOryT BbiTek 0BbACHEHbI MOTEHUWAmNbHLIM NONL30BaTENSIM C NOMO-
LI TaKUX CPeacTB, Kak JOKYMEHTaUua, Npe3eHTauua UM peknamMHble matepuarnsl.

[MCO/M3K 25010:2011, 4.2.4.1, uaMeHeEHO — «NPOAYKLUSA UNK cUcTemMar 3ameHeHo Ha «UT-ycnyra»]

3.2.2.2 uzyyaemocTtsb (learnability): CteneHs, ¢ koTopoin WT-ycnyra (3.3.2) MmoxeT BbiTe OCBOEHA NOIb-
3oBatenamu (3.3.4) ons OOCTMXEHWSA onpedeneHHoro YpoBHs 3dheKTMBHOCTH, NMPOM3BOAMTENBHOCTUW, CBO-
Boabl OT PUCKOB W YAOBNETBOPEHHOCTM B TE4YEHNe OnpeaeneHHoro nepuoaa BpeMeHu M ¢ y4eTOM KOHTekcTa
NCNOMNb30BaHWA.

3.2.2.3 ynpaBnsiemocTb (operability): Ctenenb, B koTopon MT-ycnyra (3.3.2) obnagaet atpubytamu,
obneryawWwmmMn ee aKkcnnyaTauuio u ynpaeneHve.

[MCO/M3K 25010:2011, 4.2.4.2, uaMeHeHO — «NPOAYKLUSA UNK cucTemar 3ameHeHo Ha «UT-ycnyra»]

3.2.2.4 3awmMeHHOCTb OT oWKUBKKM nonb3oBaTens (user error protection): CTeneHsb, B koTopow AT-
ycnyra (3.3.2) sawumwaert nons3oBartenen (3.3.4) ot owunbok.

3.2.2.5 poctynHocTb (accessibility): CteneHb, ¢ kotopon MT-ycnyra (3.3.2) MOXET MCNONb30BaTLCH
ANSA JOCTWXKEHWS OnpefereHHoW Lenu B yKa3aHHOM KOHTEKCTe MCMONb30BaHUA LUMPOKUM KPYrom Miofen G
camMblMW Pa3HbIMU BO3MOXHOCTSIMM.

MpumeyvaHme 1— [ranasoH BO3IMOXKHOCTEW BKIOMAET B cebs orpaHn4YeHus, CBA3aHHbIE C BO3PacTOM, 3peHu-
€M, CMYXOM U PU3NHEeCKOW MOABWKHOCTLIO.

MpumevaHmne 2-— [JocTynHOCTb ANS NMIOAEN C OFPAHNYEHHBIMU BO3MOXHOCTAMK MOXKET ObITe ONpedeneHa unu
n3mepeHa nubo Kak ypoBeHb, B koTopor U T-ycnyra MmoxeT ucnonb3oBaTecs nonb3oBatenamu (3.3.4) ¢ onpegeneHHbIMU
orpaHu4yeHnsaMU 4118 JOCTUKEHWS onpeaeneHHblX Luenen ¢ 3dhekTMBHOCTbIO, MPOU3BOAMTENBEHOCTLIO, CBOOOAO0N OT pUcKa
W YAOBNETBOPEHHOCTLI B OMPEeAeneHHOM KOHTEKCTe MCMonb3oBaHus, N0 Mo HanmW4Mio CBOWCTB MPOAYKUMKM, KOTOpble
noaaepPKUBALOT AOCTYMNHOCTb.

[MCO/M3K 25010:2011, 4.2.4.6, uameHeHO — «NPOAYKLMS Unn cuctema» 3aMmeHeHo Ha «MT-ycnyra»]

3.2.2.6 BexnuBocTb (courtesy): CteneHb, B koTopon MT-ycnyra (3.3.2) npegoctaBnsaeTcs BEXMIUBO,
YBEDKMTENMbHO W ApYXentobHo.

3.2.3 BesonacHocTb (security): CteneHb, ¢ koTopon UT-ycnyra (3.3.2) 3allnliaeT Kak akTUBbI NMoNb30Ba-
Tens (3.3.4), Tak u gOCTYnN K ero MHgropmauum, Takum obpasom 4Tobbl Nonb30BaTeNy MMEnu ypoBeHb 4oCTyna
K MHdbopMaLuun, COOTBETCTBYIOLUMIA X YPOBHAM aBTOpU3aLuu.

3.2.3.1 koHdmpaeHumanbHocTb (confidentiality): CteneHsb, ¢ koTopoi UT-ycnyra (3.3.2) rapaHTupyer,
YTO AaHHBIE OOCTYMHBI TOMBKO TEM, Y KOFO €CTh paspelleHne Ha fOCTyn.

[MCO/M3K 25010:2011, 4.2.6.1, M3MEHEHO — «NPOAYKLUA UNK cucTema» 3ameHeHo Ha «UT-ycnyra»]

3.2.3.2 yenocTtHocTh (integrity): CteneHb npegoTepaiteHma MT-ycnyron (3.3.2) HecaHKLUMOHWPOBaHHO-
ro AOCTYNa WMiv Mogudrkau i KOMMNbIOTEPHBIX MPOrPaMM MW AaHHbIX, Bydb TO cny4yaiHo UM HaMepeHHo.

[MCO/M3K 25010:2011, 4.2.6.2, namMeHeHO — «cucTema, NMpoayKumMsi UMM KOMMOHEHT» 3aMeHeHOo Ha
«WT-ycnyra» n gobasneHo «cny4aiiHoO UMM HaMepeHHo» |

3.2.3.3 otcnexunBaemocTb (traceability): CTtenens, B koTopon peaynsratsl UT-ycnyr (3.3.2) MmoryT 6biTh
npocneXeHbl 40 UK OT nonb3osatens (3.3.4).

lMpumepbi

1 Knuenm (3.3.3) koMHambl oHnaliH-3aka3a xo4em 3Hamb X00 ebIno/HeHus 6poHupoeaHus. B amoli cumy-
ayuu omecnexusaeMocme ebipa)xaemcs «om nompeb6Hocmel KnueHmas.

2 Omenb xo4yem 3Hamb x00 onnlambl 6poOHUPO8aHUsa KnueHma. B amol cumyayuu omcnexusaeMocms ebl-
paxaemcs «k nompebHocmMuU KnueHmMax.

3.2.4 napexHocTb UT-ycnyru (IT service reliability): CteneHb, B koTopoin UT-ycnyra (3.3.2) obecneyun-
BaeT nocnefoBartenbHble U CTabunbHble pPe3ynbTaThl.

3.2.4.1 HenpepbIiBHOCTb (continuity): CteneHsb, ¢ kotopon UT-ycnyra (3.3.2) npegoctaBnsaercsa npu
BCEX MpeAcKa3yeMblx 06CTOATENLCTBAX, BKIOYAS CHUKEHUE PUCKOB, BO3HUKAKLUX B pe3ynsTaTte npepbiea-
HWS, 00 NPUEMMEMOTO YPOBHS.

3.2.4.2 BoccTaHaBnuBaemocTtb WUT-ycnyru (IT service recoverability): CteneHb, npu KOTOpoi B cny4ae
npepbiBaHusi, cbos unun asapum NT-ycnyra (3.3.2), ee doyHKUUM 1 JaHHbIEe MOTYT ObiTb BOCCTAHOBMEHbI U 40-
CTYMHbI.

3.2.4.3 rotoBHOCTH (availability): CteneHb goctynHoctn UT-ycnyrn (3.3.2) onsa nons3oBatenein (3.3.4)
npu HeOBXOAMMOCTH.

4
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3.2.5 ocazaemocTb (tangibility): CteneHb, B KOTOpoW ocsizaeMble acnekTbl UT-ycnyrun (3.3.2) achdek-
TUBHO B3aWMOOENCTBYIOT U NOAAEPKUBAIOT €.

MpuMmedyaHue — ACNEKTbl 0CA33EMOCTU OBbIYHO BKNIOYAKOT BeB-CalT U NOACHUTENBHBIE MaTepuans, UMUK
nepcoHana, oGbeKThl YCIyr, Npouecchl 06CNYKUBAHWSA, MHCTPYMEHTEI 0BCNYKMBaHWA U pe3ynbTaTbl 0OCNYKMBAHUSA W T. [.

3.2.5.1 HarnagHocThb (visibility): CteneHsb, B koTopoi nonb3osatenu (3.3.4) umeloT npeacTaBneHne o
Bo3amoxkHocTsix MT-ycnyrm (3.3.2), cnocobe 1 xoae nporpecca ux npeactaenexHus.

3.2.5.2 ypoBeHb npocpeccuoHanuama (professionalism) CteneHb, B KoTopow cogepxaHme MT-ycnyri
(3.3.2) ocHoBaHO Ha coOTBETCTBYKLWEM 00pa3oBaHuK, HaBblkax, OnbiTe U KBanuduKauuu.

MpumeyaHne — YpoBeHb NpodheccroHanuaMa MoxeT ObiTb JOBedeH 40 CBEAeHWs NOTeHUManbHbIX NoMb30o-
BaTeneun Kak 4acTb ocsasaemocTu (3.2.5), Ho Takke ABNseTca HeobXxoAUMbIM ycroBuem npurogHoctu (3.2.1).

3.2.5.3 BHewHuU BUO nonk3oBatenbckoro uHtepdenca NT-ycnyru (IT service interface appearance):
CTteneHb, B KOTOpol uHTepdenc MT-ycnyrm UMeeT BHELLHWIA BUA Ny gpyrue husmnyeckne CBONCTBa, KOTOpbie
NPUATHBLI W YO0BNETBOPSAIOT nonb3osatens (3.3.4).

3.2.6 onepaTuBHOCTbL pearupoBaHua (responsiveness): CteneHs, B kotopont UT-ycnyra (3.3.2) pearu-
pyeT u obecneymBaeT pe3ynsraTthl ObICTPBIM M CBOEBPEMEHHBIM 06pa3om.

3.2.6.1 cBoeBpemMeHHOCTb (timeliness): CteneHb, ¢ koTtopon MT-ycnyra (3.3.2) obecnevmnBaeT pesynb-
Tatbl B yCTAHOBMNEHHbIE CPOKK.

MpumeyaHne — B HekoTopbix cryyasix Ha CBOEBPEMEHHOCTL BMWSIET COYeTaHWe HEeCKOMNMbKUX YCNyr, npeno-
CcTaBnaeMblX pasHbiMK NocTaBLlimkamu yenyr (3.3.7). Hanpumep, oxvMaaerca, 4YTo ycnyra OHnarH nokynok obecneqvT He
TOMbLKO CBOEBPEMEHHbIN MOWUCK HOBbLIX TOBAPOB, 40DaBMNeHHbIX B MPOgaxKy, HO M CBOEBPEMEHHYIO JOCTaBKY NoNb3oBaTento
(3.3.4) nocTaBLWKMKOM YCIyT JOCTaBKW NOCHITOK.

3.2.6.2 ypoBeHb pearupoBaHua (reactiveness): CteneHs, ¢ kotopon MT-ycnyra (3.3.2) onepaTuBHO
pearvupyeT Ha 3anpochkl nonb3oBatens (3.3.4).

MpumeyaHue — YpoBeHb OKa3zaHWs IKCTPEHHLIX YCMYr TakKe pacCMaTpuBaeTCsH B 3TOW NOAXapaKTepUCTUKe
kadecTBa. Hanpvmep, oxuaaeTcs, 4To 3anpoc Ha 3KCTPEHHOE CnaceHue oT nauueHTa ByaeT HEMeONeHHO NPUHST U COOoT-
BETCTBYHLMM 0bpa3om obpaboTaH Yepes meguuMHCKyo MT-ycnyry B BonsHuLe.

3.2.7 ypoBeHb agantuBHocTu UT-ycnyru (IT service adaptability): CteneHb, go kotopown UT-ycnyra
(3.3.2) MOXeT KoHpWrypupoBaTbCs UM MoANULMPOBATHCS AN YO0BNETBOPEHMS HOBbIX NOTPEOHOCTEN.

3.2.7.1 Bo3MOXHOCTbL HacTpowku (customizability): YpoeeHs, B koTopoin MT-ycnyra (3.3.2) MoxeT ObiTh
HacTpoeHa no 3anpocy nons3oearenen (3.3.4).

3.2.7.2 nHuumMaTuBHOCTL (initiative): CteneHb, B koTopoin MT-ycnyra (3.3.2) pacnosHaeT Lenuy nosb3o-
Batenei (3.3.4) n npegnaraet MaMeHeHWa NS yOoBneTBopeHusa notpebHocTel nonb3oBatenen.

3.2.8 conpoBoxgaemoctb UT-ycnyru (IT service maintainability): YpoBeHb acbdhekTMBHOCTU U onepa-
TUBHOCTU, C KoTopol UT-ycnyra (3.3.2) moxeT BbiTe M3MeHeHa nocTaBLUnkoMm (3.3.7).

3.2.8.1 aHanu3upyemMocTb (analysability): YpoBeHb 3chhekTUBHOCTU M @ACTBEHHOCTH, C KOTOpol MT-
yenyra (3.3.2) moxeT BbITb NpoaHanM3upoBaHa Ha nNpeaMeT HegocTaTkoB, npobenos 1 cboes.

3.2.8.2 mogudmymnpyemoctb (modifiability): CteneHs, B koTopoit UT-ycnyra (3.3.2) MoxeT BbiTh 3g-
heKTUBHO 1 OeNCTBEHHO M3MeHeHa Be3 BHeceHUs OedekToB Unu yxXyaLleHus kavyecTBa cylecTyollen UT-
yenyru (3.3.10).

[MCO/M3K 25010:2015, 4.2.7.4, n3MeHEHO — «NPOAYKLMSA UK cucTeMar» 3ameHeHo Ha «T-ycnyras]

3.2.8.3 TectupyemocTs (testability): YpoeeHb achheKkTUBHOCTU U OEHCTBEHHOCTH, C KOTOPOW MOTYT ObITh
yCTaHOBMEHbI KpUTEpUKN TecTupoBanus ana NT-ycnyru (3.3.2), a Takke NpoCTOThl BbINMOMHEHWS TECTUPOBAHNS
C LUenbio onpeaeneHnsi COOTBETCTBUA 3TUM KpUTEPUAM.

[MCO/M3K 25010:2015, 4.2.7.5, naMeHeHO — «cuUcTema, NPoayKLUWS WIN KOMMOHEHT» 3aMEHEHO Ha
«T-yenyrun)

3.3 OcHOBHbIe

3.3.1 ycnyra (service): Cpencteo obecnevyeHus notpebHocTe none3osatens (3.3.4) nyTem cogeincTens
peaynbTatamM, KOTOpbIX NOMb30BaTeNb XO4ET JOCTUYb.
[MCO/M3K 20000-1:2011, M3MEHEHO — «KINMEHT» 3aMEeHEH Ha «MOoMNb3oBaTenb»]

MpumeuvaHnune 1-— Ycnyra, Kak NnpaBuno, Heocqasaema.
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MpumedvaHune 2— Ycnyra Takke MOXKeT ObiTb NpegocTaBneHa NocTaBlWKKy yenyr (3.3.7) ApyrumM nocraBLu-
KOM, KOTOPbI MOXET ObITb BHYTPEHHENW rPYNNoi UK Nonb3oBateneM, 4eNCTBYOWMM B KAYECTBE NOCTABLUMKA.

3.3.2 UT-ycnyra (IT service): Ycnyra, kKotopas ucnonb3ayeT MT-cuctembl (3.3.5) B Ka4ecTBe UHCTPYMEH-
TOB Ans peanu3auum notpebHocTer nonmbaoBatens (3.3.4) unu BusHeca nyTem coOoencTBus pesynsraTtam,
KOTOPBIX MONb3oBaTenk UnNu BrsHec Xxo4eT JOCTUYb.

MpumevaHue — WUT-ycnyrn MoryT NpegocTaBnaTeCsA yaaneHHo noasMu unu MT-npunoxeHueM, KOTopoe Mo-
YKET UCMOSTHATLCHA NOKANBHO UMK YAANeHHo.

3.3.3 noTpebuTens (customer): opraHM3auLWs UMW YacTb OpraHU3aLuK, KoTopas nonyvaert ycnyry unum
yenyru

MpumeyvyaHue — loTpebuTtens MOXET BbiTb KOCBEHHLIM Nonb3oBaTeneM (3.3.4).

[MCO/M3K 20000-1:2011, 3.7, uameHeHo — gobaeneHo npumedaHue 1]

3.3.4 nonb3oBaTensb (user): [NepcoHa unu oprann3aums, kotopas ucnonssyet UT-cepeuc (3.3.2).

3.3.5 cuctema, ucnonb3ywwas WHpopMauuoHHble TexHonormu; WT-cuctema (information
technology system, IT system): Habop n3 ogHoro unu Gonee KomMnblOTEPOB, NMPOrpaMMHOro obecneveHuns,
nepudepuiHbIX YCTPOMNCTB, TEPMWUHAMN0OB, NepcoHana, uan4yeckMx NpoLeccoB, CPeacTs nepegadv MHGop-
MaLK, KoTopble 06pa3yT aBTOHOMHOE Lienioe, cnocobHoe BbINOMHATE 06paboTky MHdopMaun n/unm nepe-
Aady wHopmaumn.

[MCO/M3K 14662:2010, 3.13]

3.3.6 cuctema, NnpegocTaBnAOLWaR yCnyry (service provision system): Cuctema gns npegocTtasneHus
WT-ycnyr (3.3.2) nonb3osatenam (3.3.4), Bknioyas nogen, npouecchl, TEXHONOMK, cpeacTBa v MHopMaLuio.

3.3.7 nocTaBwMK ycnyru (service provider): OpraHnsauns Mnu YacTb OpraHM3auun, Kotopas ynpae-
NseT NpeaocTaBneHneM yenyru unu yenyr knuenTy (3.3.3).

MpumedaHue — KNMEHT MOXET BbiTe BHYTPEHHUM UMU BHELUHWM MO OTHOLUEHWK) K OpraHu3auun — nocTas-
LLIMKY YCIyT.

[MCO/M3K 20000-1:2011, 3.32]

3.3.8 cornaweHuMe o6 ypoBHe obcnyxuBaHusa (service level agreement, SLA): [JokymeHTansHoO
odopmneHHoe cornawenne SLA mexay noctasiwmkom yenyr (3.3.7) m nonb3oBatenem (3.3.4), koTopoe onpe-
denseT yCnyru v Lenu ycryru.

MpumevaHme 1 — CornaweHve 06 ypoBHE ycrnyri Takke MOXeT BbITb YCTAHOBNEHO MeXQy MoCTaBLUMKaMM
WMy BHYTPEHHEN rpynnon, AeNCTBYOLWEN B Ka4yecTBe NOCTaBLUMKA.

Mpumevanune 2— CornawenHne ob ypoBHe 0bcnykMBaHWa MOXET ObITb BKIIOYEHO B KOHTPAKT UMW APYron TUn
OOKYMEHTUPOBaHHOIO COrMnalleHus.

[MCO/M3K 20000-1:2011, 3.29]

3.3.9 coorBeTcTBME SLA (SLA compliance): CteneHb cooTBeTCcTBUA cepBuca TpebosaHmam SLA (3.3.8).

3.3.10 kavyecTBO UT-ycnyru (IT service quality): CTeneHb, B koTopoi N T-ycnyra (3.3.2) ygoeneTeopsieT
3asBMeHHbIM U NogpalymeBaeMbIM NOTPeBHOCTAM NpU MCNOMNbL30BaHUK B ONPEeAereHHbIX YCIoBUAX.

[MCO/M3K 25010:2015, 4.3.13, nameHeHo — «nporpaMMHan Npoaykuusi» 3ameHeHo Ha «UT-ycnyrax»]

3.3.11 mogenb kadyecTBa (quality model): OnpegeneHHblil HaGop XapakTePUCTUK U B3aUMOCBSI3EN MeX-
Ay HUMK, KOTOpbiA obecneynBaeT OCHOBY ANA onpeaeneHns TpeboBaHWin K KAYeCTBY U OLEHKKU Ka4ecTBa.

[MCO/M3K 25000:2021, 4.27]

4 CootBeTcTBME TPpeOOBaAHNAM

Jltoboe TpeboBaHue K KayecTBy, cneynduKalusa KayecTBa UK OLleHKa Ka4ecTBa, COOTBETCTBYOLWME Ha-
cTosleMy cTaHZapTy, AOMKHbI:

a) nubo ncnonb3oBaTb MOAENU Ka4yecTBa, onpenenexnHsie 8 5.1.2 n 5.1.3;

b) apanTupoBartb mogens kadecTea ¢ 06ocHOBaHWEM NOBLIX M3MeHeHUA u obecneynTs CONOCTaBMNEHME
MeXay afanTUpOBaHHOW W CTAHOAPTHOW MOAENSIMM.
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5 CTpyKTypa mogenen KayecTBa

5.1 0630p

5.1.1 Obwee

B cepvn SQuaRE npengctaBneHbl cnegyrolive YeTbipe MOgenu KavyecTsa:

a) mogens kadecTBa B ucnone3oeaHuu B MCO/M3K 25010, koTopas MOXET BbITb NPUMEHEHA K NPoaYyK-
Lun, cucTemam W ycrnyram;

b) mogens kauyecTtea npogykuun B MCO/MBK 25010;

c) mogenb kadectsa MT-ycnyr, onpegeneHHas B HAcTosALWEM CTaHaapTe;

d) mogens kadecTBa gaHHbix B ICO/M3K 25012.

3TV Mopenu npefocTaBnsAlnT Habop Ka4eCTBEeHHbLIX XapaKTepUCTMK W NMOAXapakTEePUCTUK, a TakKe UX
onpegeneHus.

Bzanmoceasb MeXxay pa3fimd4HbiMKM MogenamMmm Kad4ectBa U3 cepun SQuaRE nokazaHa Ha PUCYHKe 2.

Cucrtema, nporpaMmmMmHoe obecneyeHue,

AdphekTbl
AaHHble U yCnyru Ucnonb3oBaHuUA
CUCTEMBI,
Mokazatenu nporpaMmmMmHoOro
BHYTPEeHHero Mokasatenu
Kad4ecTsa BHELLHero ObRCHRHRHIH,

KauecTsa AaHHLIX U yCnyr

Mokasartenu
kauecTea
yenyr Ycnosusa
Kauectso I S MCnonb30oBaHUA
npogykTa
\
KauyectBO
Bnuser —

ycnyru

3aBucuT OT \\

KauecTtBO
AaHHbIX

3aBucuT ot

KauectBo
npu
Mncnonb3oBaHuA
3aBucuT oT

MNokazatenu Mokasarenu lNokasarenu
ka4ecTsa Ka4ecTBa G CUCTEMHO- Ka4ecTBa npu
C BHYTpPEHHEW OpVeHTUPOBaHHOM UCMONb30BaHWUA
TOYKW 3peHns TOMKW 3peHus

PucyHok 2 — B3aumocBasb Mexay pasnuyHbiMu MofensmMn kadectsa 3 cepumn SQuaRE

B npunoxeHnn C nokasaHo CpaBHEHWE MOJEeNen KayecTsa MT-yCJ’IyF 1 Opyrux MOJernen KadecTea.

5.1.2 NpumeHeHWe Mogenu KayecTBa Npu ucnonb3oBaHum Kk UT-ycnyram

Mogenb kadecTBa npv ucnonb3oaHuy B MCO/M3IK 25010, nokasaHHan Ha pucyHke 3 1 B Tabnuue 1,
ONWCLIBAET XapaKTepUCTUKN KauecTBa, KOTOpble MOTYT BbiTk MCMONb30BaHL! ANS onpeaeneHns 1 M3MepeHus
CTeneHu, B KOTOPOW ycnyra MoxeT BbiTb NCMOMNb30BaHa KOHKPETHLIM(M) nonb3oBaTeneM(sMu) 4ns yaoBNeTBO-
peHusi ero(Kx) noTpebHOCTEN B AOCTUXXEHUM KOHKPETHLIX LieNnel B 3a4aHHbIX YCIOBWAX UCMoNb3oBaHusa. MaTk
XapaKkTepuUCcTUK CBA3aHbl C TEM, B KaKOW CTeneHW Lenu nonb3oBaTenei OoCTUralTcs ¢ 3deKTUBHOCTLHO,
NPOU3BOAMTENBHOCTLIO, YAOBNETBOPEHHOCTLI0, CBOBOAONM OT prcka U OXBaTOM KOHTEKCTA.
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Kauecteo npy UCNoNk30BaHUN

I

I

|

OdhekTuBHOCTb Mpon3soguTEnbHOCTL YAoBneTBOPeHHOCTb Ceo6opa ot pucka MokpbITHE KOHTEKCTa
3dhekTMBHOCTE MpouseoguTensHOCTL MonHougHHOCTE Cmsarienue MonHoTa KoHTekcTa
Hosepue OTpULAaTENBHBIX MBKOCTL
YpoBonbcTeue nocnegcTeui:
Komdopt - BKOHOMUYECKOTO
pucka;
- pycKka Ans 3A,0pOBbS
u BesonacHocTH;
- 3KOMNOrMYECKOro pucka

PucyHok 3 — Mogenb kadecTtBa npu ucnone3osanuu UT-ycnyrn

KauyecTtBo npu ncnonbaosanus NT-ycnyrm — 3To CTeNeHb, B KOTOPOW yCryra MOXeT ObiTb MCNoSb30BaHa
KOHKpPETHbLIMUW MOMbL30BaTENsAMU ANS YOOBMNETBOPEHUSA UX NOTPEBHOCTER B AOCTUXKEHUN KOHKPETHLIX Lienei u
npegnonaraemelx peaynstatoB MT-ycnyr ¢ 3agaHHbIM ypoBHEM 3P dEKTUBHOCTU, pe3ynsTaTUBHOCTH, YAOB-
NeTBOPEHHOCTH, cBODOOObI OT PUCKOB M 0XBaTa KOHTekcTa. MoxeT ObiTb MCNONb30BaHO AMNA OLUEHKWM TOoro, B
KaKoW CTeneHu pe3ynsraTel 00CnyX1BaHUA COOTBETCTBYIOT HAMEUEHHLIM Lienam nons3oeartens. Kak npasuno,
Mofernb KadecTBa B MCNONb30BaHUKM NPUMeEHSeTCa ANna usMepeHus kadectea N T-ycnyr ¢ TOUMKKW 3peHus nofb-
30BaTenen, U KaXaas XxapakTepucTuka MoXeT ObiTb NMPUCBOEHAa pasnuYHbIM BUAAM AeATENbHOCTU 3anHTepe-
COBaHHbIX CTOPOH. XapakTepnucTuka U nogxapakTepucTUKA KavecTBa Npy MCNoNb30BaHWM Nepedyumcnersl B 3.1.

5.1.3 Moaensb kavectBa UT-ycnyru

KavectBo MT-ycnyrm — 370 cTeneHb, B KOTOpOW cBoncTBa WUT-ycnyru MoryT yaooBneTBOpATh 3adBneH-
HbIM W NogpasyMeBaeMbIM NoTpebHocTaAM B MT-ycnyre npu MCNONb30BaHUKU B ONpefeneHHbIX ycnoeusax. Mo-
Oenb kadectea MT-ycnyr, noka3aHHas Ha pucyHke 4 1 B Tabnuue 2, knaccuduumMpyeT CBOWACTBA KadecTBa
WT-ycnyr no BOCbMW XapakTepucTikam: NpUrogHocTb, yaobcTBo nCnonb3oBaHWs, 6830NacHOCTb, HAAEKHOCTb
WT-ycnyr, ocAa3aemMocTb, ONepaTMBHOCTbL pearnpoBaHus, agantuBHocTb MT-ycnyr n conposoxgaemocTts AT-
ycnyr. OnpegeneHus n NoOsICHEHWUS KaXJ0W XapaKTEPUCTUKU U UX NOAXapakTepUCTUK NPUBEAEHLI B 3.2.

MpumevyaHnme — MHOrMe XapakTEPUCTUKM 1 NOAXaPaKTEPUCTUKKN kadecTBa MT-ycnyr MMeloT Takve e Has3sa-
HWA 1 @aHaNorM4YHbIE 3HAYEHWA, YTO U XapakTepUCTUKX K nogxapaktepuctukn B MICO/M3K 25010 (cm. npunoxenne C).

Kavecteo MT-ycryru
| ] | ] | | ] ]
MpuragHoeTs Yno6cTeo EsEnasise HanesHocTb CEssERSa OnepatMBHOCTL ANanTMBHOCTL ConpoBoxgaemocTs
MCNONb30BaHMA WT-ycryru peanipoBaHu1s WT-ycnymu AT-ycnyrm
MNonHota OnpenenMocTs KoHdbraeHUMansHoCTs HenpepeiBHOCTE HarnsagHocTe CBOEBPEMEHHOCTL BoamoxHOCTH AHanuaupyemocTb
KoppektHocTb NPUrCOHOCTH LenoctHocms Boccrasaenvea- YpoeeHb YpoBeHb HaCTPOMKA MoauduumpyemocTs,
LlenecooGpasHocTs Waysaemocts MpocnexvBaemocTs £MOCTb npocheccroHanuama peammpoBaHus WHvuparmeHocTs TectnpyemocTs
CormacoBalHOCTL Ynpaensemocts [oToBHOCTL BHelwkwii BUg
3alLMLLIEHHOCTE MOMB20BATENLCKOT
OT OLUMBKH wHTeperca
nonb3osaTens
HoctynHocTh
BexnneocTts

PucyHok 4 — Mogenbs kadectBa UT-ycnyr
5.2 O6bnacTb npuMeHeHUs Mogenen KavyecTea

Mopenbs KadectBa WT-ycnyr hokycupyeTca Ha kadecTBeHHbIX cBoucTBax camon WT-ycnyrn, npegoc-
TaBNseMON CWUCTeMOW MpefocTaBneHusa ycnyr, a Mogenb KadecTBa Npu WUCNoMNb30BaHUW, NpUYBedeHHas B
MCO/M3K 25010, dhokycupyeTcsa Ha CTeneHun, B KOTOPOI Ka4eCTBO YCryri yaAOBNeTBOpseT Lenam nonb3osa-
Tens B KOHKPETHbIX YCNOBUSAX UCMONb30BaHuA. Ha pucyHke 5 nokazaHa obnacTb NPUMEHEeHUA KaxXaon Mogeny
KayecTBa W CBSA3aHHbIE C HEN 0OBLEKTHI.
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Mopgenu ka4ecTBa
Mo,qe.nb KatacsBa MT—ycnyru MOﬂ,eHb Ka4ecTBa npu ucnoenb3oBaHum
ﬁ‘\“ ?’l \\‘\\\
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y nyr \\/’ SaHHTer.gCOBaHHbIE
CTOROHH
Cuctema, NpefocTaBnsAoLwWwas ycnyrm . .

L \\

A

LY

Oxpyxatowan cpega i
L
L

= YTO U3MEPAETCHA Moaernbr

HEeKOTOpbIe CbaKTOpr, BINMAAKLWWE Ha Ka4eCTBO YCIyrv nprv ncnonb3oBaHnu

——+—.——= HEKOTOpble haKTopbl, BNUAIOLLME Ha KadecTBo UT-ycnyru

PucyHok 5 — OBnacTe npvMeHeHns Moaenen KadecTea

WT-ycnyra umeet cBo COBCTBEHHYH CUCTEMY MpefoCcTaBnNeHus YCnyr, KoTopasi COCTOMT U3 Moden,
NpoLEeccoB, TEXHONOTMIA, CPencTB U MHdopMaLMK, KOTOPbIE ONUCcaHbl B CNpaBoYHKKe [7].
Ha pucyHke 5 Takxe nokasaHo Ka4eCcTBO YCNYIM C TOHKW 3PEHUA pasfyHblX 3aHTEPEeCOBaHHbIX CTOPOH.
OTo 03HavaeT, YTo MoAenu kavecTBa obecnednBatoT ocHOBY ANnA cbopa noTpebHOCTEN 3aMHTEepPEecoBaHHbIX
CTOPOH B cdbepe ycnyr. 3anHTepecoBaHHbIe CTOPOHb! BKMIOYAKT!
- LeneBou nonb3oBarenk: NuUo, Kotopoe ucnoneayetr WT-ycnyry, npegoctaensemyto UT-cuctemon
n/Mnu NUUOM WK MgeMK, NpegocTasnsawwmmMmu UT-yenyry, Ans AOCTMKEHUS] HaMeYeHHbIX Lienen;
- ApYyrMe 3amHTepecoBaHHbIe CTOPOHBI:
- BTOPMYHBIA NONb30BaTeNb: NMUO, KoTopoe obecnedynBaeT nogaepxky ycnyru dyepes UT-cuctemy.
Mpumep — lMocmasujuk KOHMeHmMa, MeHedxep ycnyau, MeHedxep/aOMuHUCMpPamop cucmemMsbl,
npedocmaensowell ycnyay, MmeHedxep no 6ezonacHocmu, conpoeoxdarowull, aHaaumuUK uIu yCmaHo8UiUK;
- KOCBEHHBIN Norb3oBaTtenk: NULO, KOTOPOE Mony4YaeT BbIXOAHbIE AaHHbIE, HO HE B3aMMOLEUCTBYET C
WT-cuctemon nnu nuuom, NnpegocTaBnaALWMM YCnyry.
Mpumep — lMonb3o0eamenu, KoMmMopbIe MOyYarem yciayau;
- Apyrve 3anHTepecoBaHHbIe CTOPOHBI, UMEIOLLME OTHOLEHWE K YyCnyre, KpoMe nonb3oBaTtenem.
Mpumep — Mocmasujuku ycya, CMopoHHUe MOCMasuwuku ycya, mocmageuwiuku U noms3oeamenu.

5.3 MpumeHeHue Moaenen kavecTBa Kk UT-ycnyram

Mogenks kayecTBa Nnpun UCnonb3oBaH U MO4ENb Ka4ecTBa I/IT-ycnyr nones3Hbl Ang onpegeneHna Tp860-
BaHUIN K ycnyre, onpegeneHus nokasaTenemn kadecTea u npoeejeHunsa OLUeHOK KavyecTBa (CM. npunoXxexHue C)
OI'IDe,EI,QJ'IE.‘HHble XapakKTepUCTUKM U NoAXapaKTepUCTUKM KadeCTBa MOTyT OblTb MCNONbL30BaHLI B KadyecTBe
KOHTPONBHOINO Cnvucka ans obecneyeHunn BCeCTOpPOHHEro yderta TpeﬁOBaHMﬁ K Ka4ecCTBy, 4YTO NomMoraet oue-
HUTbL nocrnenyruwmne ycunma mn OENCTBUA, KOTOPble I'IOTDeﬁyI-OTCﬂ B X0[e NMpPOeKTUpoBaHWA, npedocTtaBneHna n
ynydweHuA MT—YCJ'IyF. XapaKTEpWCTHKVﬁ B Mogernn KadecTtBa B UCMNOMNb30BaHUK U MOOENN KavyecTBa MT-yCﬂyF
npegHa3HaveHbl OnA NCNorb30BaHWMA B Ka4eCTBe HaGO]’Ja npun onpegeneHWn N1 oleHKe KadecTtBa MT—YCJ'IyF.

HEOGXO,EIMMOCTI:: COGJ'I}O,EleHMFl CTaHOapTOB UK NMpaBAIl MOXET ObITh onpepeneHa Kak 4acTb TpeGOBaHMF‘I
K CuctemMe, HO OHM BbIXOOAT 3a PaMKK MOAernen KkadecTtea YCnyru.
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MpunoxeHune A
(cnpaBo4Hoe)

KoHTeKcT ucnonb3oBaHWA MOAENU U Pa3fIMYHbIX TUMOB VIT-ycnyr

A.1 KOHTEKCT MCnonb30BaHUA Mogenu

KoHeyHas uenb mogenu kavectea MT-ycnyr COCTOMT B TOM, YTODbI MO3BOMNWTL NMOCTABLUUKY YCNYT NMPeaocTaBnATh
WT-ycnyru, koTopble oTBe4atoT TpeboBaHUAM Nnofb3oBaTtenein 1 obecneynBatloT YA0BNETBOPEHHOCTL Nonb3oBaTtenei. KoH-
TEKCT UCMONb30BaHUA MOOENW BKMNOYaeT B cebs:

- PELUEHKWE NMOCTaBLLMKAMW YCNyT, criedyeT nu Beinyckats MT-ycnyry;

- CpaBHEHWE MOCTABLLMKOB YCIyr ¢ KOHKypupyowmumn UT-yenyramu;

- pelUeHne NocTaBLMKaMK YCNyT, koraa obHoenaTe MT-yenyry;

- BbIOOp Nonb3oBaTeNsaMU OOHOW U3 KOHKYpUpytowmnx UT-ycnyr;

- peLleHne nonsL3oBaTenamu, NpuHuMaTts nu UT-yenyry;

- OLIeHKy none3oBatenamun kavyectea UT-ycnyru;

- OUEHKY TpeTblMMK cTopoHamn kadectsa UT-ycnyru.

A.2 Tunbl UT-ycnyr

TpeBoBaHus K OLEeHKe KayecTBa yCrnyri pasnuyHbl AnNA pasHblX TUMOB YCNyr, U NO3TOMY CHayana crnepyeT onpege-
nuTb TUN ycnyrk, 4Tobbl aganTMpoBaTe MOAENL KadecTBa AnA oueHku WT-yenyr. CyllecTByloT cnefylolme pasnuyHble
Tunel MT-ycnyr:

- YCNyru, NOMHOCTbI0 aBTOMaTU3NpPOBaHHble, NpefocTaensemMele MT-cuctemoi. B 3aBUCMMOCTH OT YPOBHSA WMHTEM-
nekTyanusaumv uHTepHeT-busHeca HeKoTopkle YCNyru (Hanpyumep, perncTpauuns, baHkomart, nogaepxka nons3oBaTenen,
BpoHMpoBaHMWe, NpUMeM 3aKasoB U T. A.) MOryT BbITe MOMNHOCTEI0 @aBTOMaTU3NPOBaHbI. JIMYHbIE B3aUMOOENCTBISA B OCHOB-
HOM 3aMEHAITCA YENoBeKo-MaLllMHHbIM B3aumogencTsmemM. BaanmogencTane mexgy nogbmn NpONcXoduT TONbKO Toraa,
Korga aBToMaTnyecKoe BbiNOMHEeHWe yCnyrv BbiIxoguT na cTposa. KadectBo UT-cucTembl urpaet Hawbonee BaxKHyO porb B
hopMMpOBaHUK NONB30BATENBLCKOrO onbiTa 06 06LEM KavecTBe ycnyru;

- ycnyru, npegoctaBnsaemele YenoBekom, ncrnonesyowmm WT-cuctemy. UT-ycnyra sBnseTcs OCHOBHBIM KaHanom
Ansa ycnyru, NpegocTaBnsaeMoi YenoBeKoM, TakolW HanpuMep, Kak Konn-UeHTp, OHNanH-4yaTt, TenemeguumHa u T. 4. Kade-
CTBO CaMOro KaHana UrpaeT BaXHyo pornk B (hopMUPOBaHUW MOMb30BATENLCKOrO onbITa 06 obwemM kavecTse ycnyru. Tak-
e BaXKHO Ka4eCTBO B3aMMOAEWCTBUSA MeXyY CepPBUCHBIM areHToM W nonb3osatenamu. OfHako «MaTepuanbHbIiy acnekT
MOXET YyTpaTWTb CBOE 3Ha4YeHWe Npy U3MepeHun KkadecTea yCcnyr. 370 CBA3aHO C TeM, YTO 0ObI4HbIe MONb30BaTENW PeAKo
CTarkvBalTCs C HEMOCPEeACTBEHHBIM B3aUMOASMCTBUEM G MOCTaBLUMKAMMW YCMYr B 3TUX CLUEHapusaX, ecrin TONbKo KaHan
o6CcnyMBaHWA He BbIXOOWT U3 CTPOS.

CyLLecTBYHT pasnuyHele BUAbl YCyr, NpegocTaBnseMeiX YeNoBeKOM, ncnone3yowmm U T-cuctemy:

a) ycnyrv, npegocTaensemble COTPYAHUKOM OpoHT-adrca ¢ ucnons3oBaHnem NT-cucTemMsl, Hanpumep Bropo Typu-
CTUYECKOW MHopMaumn nnu BaHKOBCKMM Cry»KallyMmM (KOHEYHbI NoMnb30BaTernb ABMAETCH KOCBEHHbLIM, MacCUBHBIM U He
B3avmoaeuncTByeT ¢ UT-cuctemon);

b) ycnyru, npegocTtaBnsemMele YernoBekoMm B Bak-ouce ¢ ucnone3osaHuem UT-cucTeMbl (KOHEYHbIW NONb3oBaTerNb
aKTuBeH K paboTaeT B HTepdeice ¢ UT-cuctemon); u

C) ycnyru, npegoctaBnseMele coTpygHukoM 63ak-odmca, nogaepkusatomm MT-cuctemel, Hanpumep KoHcynsTa-
LMW No TeXHWUYECKMM ycnyram ana nogaepxkn MT-cuctem (nons3oBaTenkb SBMAETCA BTOPWUYHBIM U OKa3biBAET NOAAEPIKKY
yenyrn vepes NT-cuctemy, kKoHeYHbIM Nonb3oBaTenb ABNAETCH KOCBEHHBIM MONb30BaTeneM, NacCUBHBIM W, Kak NpaBuo,
BHYTPEHHWUM AN OpraHu3aLumn).
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MpunoxeHune B
(cnpaBo4Hoe)

Xu3HeHHBbIW LUKN KavecTBa UT-ycnyr

Mogenb »KW3HEeHHOro UWKNa KadecTea MT-yCJ‘IyF, NoKasaHHaA Ha pUCYHKe B.1, paccmaTpuBaeT Ka4eCTBO Ha Tpex
OCHOBHbIX 3Tanax *XM3HeHHoro uukna MT-yCJ‘IyI’Z

= !/tT-ycnyra, Haxogdlwadacda Ha aTtane NpoekTupoBaHWA 1 pa3BepTbliBaHWA, ABNAETCA NpegmMmeToM BHYTPEHHKX Mo-
KasaTenewn kavyecTtea YCnyTut;

- 3Tan npejoctaBneHna MT-yCJ’IyFM ABNAETCA NpeaMeToOM BHeLUHUX rnokasartenemn kayectea yCcnyru,

- 9Tan Ucnonb3oBaHWA MT-yCJ’IyFI/I ABNAETCA NpeaMeTOM OLEeHKW Ka4eCTBa Npu MCNoNb3OBaHUA.

MoTtpeGHocTH B KavecTse
NPX MCNOnNbL3OBaHWUN

W AW
Tpe6oBaHus 3R Kauectso
Mopens kavectea | N K Ka4ecTBy < manwnann ) WT-ycnyru
WT-ycnyru Lo A npw vcnonssoeaHum i NpY UCTOMBIOBAHKM
MpK UCNONb30BAHNMN ; UT-ycnyrm
Mogenb kavecTea W’; N TpeGosaHus <52;3m;m > KauecTso
Moo ) meony [STERE o

KusHeHHbI LMKN KavecTBa NpoaykTa/aanHbIx (25010, 25012)
. —

BbinonHeHue

PucyHok B.1 — Mogenk xu13HeHHoro uuMkna kavectea UT-ycnyr

Mogenb W3HEHHOTO LUMKNa KadecTea WMT-ycnyr Takke yKasblBAeT HA TO, YTO AOCTUKEHWE TIPUEMIIEMBIX YPOBHEN
KayecTsa AOIPKHO GbiTe HEOTHLEMIIEMON YacThI0 Npouecca pa3paboTku 4N Kax4oro TUna KauecTea, BKoYas hopmMupo-
BaHue TpeboBaHWiA, BHEOPEHUE Y MPOBEPKY PE3yrbLTaToB.

TpeBoBaHMs K Ka4eCTBY NPW UCMONb30BaHMKM WU T-ycnyri onpeaensaoT HeoBXoaMMble YPOBHM Ka4ecTBa C TOUKW 3pe-
HUS Nonb3oBaTenei. 3T TpeboBaHWS BEITEKAKT M3 MOTPeBHOCTE Nonb3oBaTeneid U APYrMX 3auHTEPEeCcOBaHHbLIX CTO-
poH (Takux Kak Bnagensusl). TpeboBaHua K Ka4ecTBy MpW UCMOMNb30BAHUM NPUMEHSAIOTCA B KA4EeCTBE LEnu AN NpoBepKu
WT-ycnyrm nonesosatenem. TpeboBaHus K XapakTepUCTUKAM KaqyecTBa Mpu UCTONb30BaHWM OOMKHbI BbiTh yKasaHsl B
cnelndmrKkaLmMu TpeBoBaHWiA K Ka4ecTBy C UCTIONbL30BaHWEM KpUTepMeB ANdA nokasaTeneid KauecTsa Npyu UCNoMNb3oBaHUN,
KOTOpPbIE MCMOMb3YKTCA NPU OLEHKE NPoayKLMK.

Mpumeuvanne 1 — TpeboBaHus k kadectBy MT-ycnyr npym ncnone3oBaHny cnocobCTBYOT BEIABMEHWUIO U onpe-
aeneHuvto TpeboBaHni k kadecTtsy U T-ycnyr.

Mpumeuvanne 2 — TpeboBaHua k nokazatensam kadectsa WT-ycnyr cnocoGCTBYIOT BhISBNEHWUIO W onpedene-
HWI0 TpeboBaHuiA K kayecTBy npegocTaeneHusa UT-ycnyr, Takmx kak cuctema/nporpaMmHasi IpogyKums.

MpumevaHue 3 — OueHka kavectea WT-ycriyr MoxeT GbiTe MCNONb30BaHa ANS NPOrHO3MPOBaHUA KavecTsa
WNT-ycnyr B npouecce ucnone3oBaHwd. KadecTBo npegocTtaeneHnd MT-ycnyr Takxke MoxeT BbiTe MCNONb30BaHO AN Npo-
rHoaumpoBaHusa NT-ycnyru.

Ona npegocraBnenua UT-yecnyr kavectBo NT-ycnyr 3aBucuT oT kavectsa U T-cucTeMbl/Nnpoaykunm U JaHHbIX.

11

GostExpert.ru
https://GostExpert.ru/gost/gost-70922-2023



https://gostexpert.ru?utm_source=pdf&utm_medium=67374
https://gostexpert.ru/gost/gost-70922-2023?utm_source=pdf&utm_medium=67374&utm_term=page

FOCT P 70922—2023

MpunoxeHwne C
(cnpaBo4Hoe)

CpaBHeHMe ¢ mogenamu kayectea B UCO/M3IK 25010 n UCO/M3K 25012

- MCO/M3K 25012
Myrkr MHacmﬂumn cTaHaapT Myrir MCO/M3K 25010 Mogenu Myskr Mogen kavecTsa
ogenu Kadectsea ycnyr KadecTtBa npoaykumnm
OaHHbIX
3.2.1 MpurogHocTb 4.2.1 ®yHKUMOHanNbHanA
NpUroaHoOCThL
3.2.1.1 | lMNonHoTa 4211 | ®yHKUMOHANEHAA NOMNHOTA 5.3.1.2 | lNonHoTa
3.2.1.2 | KoppeKkTHOCTb 4.2.1.2 | ®yHKUMOHANEHaA 5.3.1.1 BesowmboyHoCTE
KOPPEKTHOCTb
3.21.3 | UenecoobpasHocTb 4.2.1.3 | dyHKUMOHANEHaA
LenecoobpasHoCTbL
3.2.1.4 | CornacoBaHHOCTb
53.2.2 | CooTtBeTcTBUE
322 YnobcTBO Mcnonb3o- 424 YnobcTBO Mcnonb3oBaHUA
BaHWA
3.2.2.1 | OnpenenumocTs npurog- | 4.2.4.1 | OnpegenMmMmocTb NPUrogHOCTH
HOCTH
3.22.2 | UNayvyaemocTb 4242 | N3yyaemocTb
3.2.2.3 | YnpaBnseMocTb 4.2.4.3 | ¥YnpaBngemocTb
3.2.2.4 | 3alMLEHHOCTb OT 4.2.4.4 | 3alMIeHHOCTb OT OLINMDKK
owmbky nonb3oBaTens nonb3osartens
3.2.2.5 | JoctynHocTe 4.2.4.6 | JocTtynHocTb 5.3.2.1 | JocTtynHocTb
3.2.2.6 | BexnueocTtb
3.2.3 Be3onacHocTb 4.2.6 BezonacHocTb
3.2.341 KoHdhmnaeHumansHOCTb 4.2.6.1 | KoHdunoeHumansHOCTb 5.3.2.3 | KondwmgeHuunans-
HOCTb
3.2.3.2 | UenocTtHocTb 4.2.6.2 | UenocTtHoCTb
3.2.3.3 | MNpocnexneaeMocTb 4.2.6.4 | OtcnexusaeMocTb 5.3.2.6 | lNpocnexveaemocTb
4.2.6.3 | HenoggenbHOCTb
4.26.5 |lNognnHHOCTL
3.24 HagexHoctb UT- yc- 425 HagexHocTb
nyruv
3.24.1 | HenpepbIBHOCTb
3.2.4.2 | BoccraHaBnuBaemocTb 4.25.4 | BocctaHaBnmMBaeMocTb 5.3.3.3 | HagexHocTb
WT-ycnyru
3.24.3 |TloToBHOCTE 4.2.5.2 |loToBHOCTE 5.3.3.1 [oToBHOCTL
5.3.1.3 | CornacoBaHHOCTb
12
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rOCT P 70922—2023

lMpodomxeHue
| pacon o |y | VCOMOKZSIOMOIe | e | Hiogon tasecrea
AAaHHbIX
4.2.5.1 | 3aBepLUeHHOCTb
4.2.5.3 | OTKa3oyCTONYMBOCTL
3.2.5 OcsazaemMocTb
3.251 HarnsgHocTb
3.25.2 | YpoeeHb npodeccUoHa-
nuama
3.2.5.3 | BHewHui Bua none3osa- | 4.2.4.5 | cteTnka nonb3oBaTenbCKoro
TenbCKOro MHTepdeica MHTepdenca
3.26 OnepaTtMBHOCTb pearu-| 4.2.2 |YpoBeHb
poBaHusA NpPoU3BOAUTENLHOCTH
3.2.6.1 | CBoeBpeMEHHOCTb 4.2.2.1 | BpeMeHHble XapaKTepuCTHKN
3.2.6.2 | YpoBeHb pearupoBaHus
4.2.2.2 | Micnonb3oBaHwe pecypcoB
4.2.2.3 | MNoTeHuManbHble BO3MOXHOCTK
327 ApanTuBHocTb UT-
ycnyrm
3271 Bo3MOXKHOCTE HACTPOWKN
3.2.7.2 | IHMUMATUBHOCTb
3.2.8 ConpoeoxaaemMocTb 4.2.7 ConpoBoXxaaeMocTb, MOAM-
UT-ycnyru tuunpyemocTb
3.2.8.1 | AHanuanpyemocTb 4.2.7.3 | AHanM3anpyemMmocTb
3.2.8.2 | MoanduumpyemocTb 4.2.7.4 | MognduumnpyeMocTb
3.2.8.3 | TectupyemocTb 4275 | TectupyemocTb
4.2.7.1 | MogynbHOCTb
4.2.7.2 | BO3MOXHOCTb MHOFOKPaTHOroO
MCMNonNb30BaHNS
5.3.2.4 | B3phekTMBHOCTL
5.3.1.4 | Joeepue
423 CoBMeCTUMOCTb
13
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OkoH4aHue
. MCO/M3K 25012
Mlywr HacTtosawmii ctaHgapt My MCO/M3K 25010 Mogenu Mywikr Monerk kavecTsa
Mogenu kavecTtBa ycnyr Ka4yecTBa NpoaYyKLUK
[aHHbIX
4.2.3.1 | CocyllecTBOBaHWE
4.2.3.2 | dyHKUMOHaANbHaA
COBMECTMMOCTb
(MHTeponepabensHoCTL)
4.2.8 MepeHocumMoOCTh, 5.3.3.2 | lNepeHocumocTb
MOOUNBLHOCTL
4.2.8.1 | AnantTupyemocTb
4.2.8.2 | YcraHaBnMBaemMocTb
4.2.8.3 | BaaumosameHseMOCTb
5.3.1.5 | AkTyanbHOCTb
5.3.25 | ToyHoCTb
5.3.2.7 | lNoHATHOCTL
14
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MpunoxeHune D
(cnpaBo4yHoe)

OnpepeneHnn XxapakTepUCTUK U NoAXapakTepucTUK KadyecTBa cornacHo MCO/M3K 25010

B HacToAweM NpunoxeHn BOCNPOM3BOAATCA ONPeAEneHns XapakTepUCTUK U NOAXapakTePUCTHK Ka4ecTBa cornac-
Ho MCO/M3K 25010.

[nsa uenen HacToAWErD CTaHAapTa «NPOAYKLWS UMW cUcTeMa» B MOLENW Ka4ecTsa B UCMOMNb30BAHUM OTHOCUTCA K
«UT-ycnyre».

«Monb3oBaTtene» B MOAENMW KAYECTBA NPY UCMNOMb30BaAHUM — 3TO «MOMNbL30BATENL C LENAMUY, ONUCaHHBLIA B 5.2 a).
XapakTepucTVKv 1 NoAxapakTepUCTUKK Ka4ecTBa UCMoNb30BaHUa NPUMEHSIOTCA K Ka4ecTBY ucnons3oanusa UT-ycnyri.

D.1 adppekTUBHOCTL, peaynsraTUBHOCTL (effectiveness): To4HoCTs 1M NONHOTA, € KOTOPOW NOMNb3oBaTeny 4OCTU-
ratoT onpedeneHHbIX LUenen.

[MCO 9241-11]

D.2 adphekTUBHOCTL, NponzBoguTenbHocTh (efficiency): CBA3b TOYHOCTU U MNOMHOTHLI AOCTMXEHUSA NOMb3oBaTe-
NAMK LENen ¢ M3pacxofoBaHHbIMKU pecypcamu.

[MCO 9241-11]

n puMedaHUue — CDOTBETCTByIOLLlVIe pecypcCbl MOIyT BKNKOYaTh BpeMA ONA BbINONHEHWA 3aadu {qenoae'-le-
CKne pecypcbl), Martepuanbl Unn CI'JIAHaHGOBbIE.‘ 3artpartbl Ha UCNONb30BaHWeE.

D.3 ypoBnerBopeHHocTb (satisfaction): CnocoBbHocTe Npogykuun unv cucTeMbl YOOBMETBOPUTE TpeboBaHWAM
noneL30BaTens B 3a4aHHOM KOHTEKCTE UCMONb30BaHWS.

Mpumeuvanune 1 — [ns nonb3oBatenen, He B3aMMOAENCTBYIOLWMX C NPOAYKUMENA UMW CUCTEMOW HENOCpPen-
CTBEHHO, MMEIOT 3HAYEHWUE TOMBLKO BLINOMHEHVE LIENN U OOBEPUE.

MpumeyaHue 2— YOoBNETBOPEHHOCTL — 3TO PEaAKUMs NONbL30BATENS HA B3aUMOAENACTBUE C NPOAYKLMEN UK
CUCTEMOW, KOTopan BKNoYaeT B ceba OTHOLLEHME K UCTONb30BaHWID NPOAYKLMN.

D.3.1 nonHoueHHOCTL (usefulness): CTeneHb yaOBNETBOPEHHOCTY NONL30BATENSA AOCTUXKEHMEM NparmaTUYecKnx
uenei, BKMNoYasa pea3ynsraTthl UCNONb30BaHUS U NOCMEACTBUSA UCNONb30BaHUS.

D.3.2 poeepue (trust): CteneHb yBEpPEHHOCTM MOMNL30OBATENA UMW APYroro 3aMHTEPECOBaHHOMO NUua B TOM, YTO
NpoaykUMsa nnu cuctema 6yayT BbINOMHATL CBOM (DYHKLMUW TaK, Kak 3To Npeanonaranock.

D.3.3 ynoronbcTBME (pleasure): CTeneHb yAOBONLCTBUA NOMbL30BATENA OT YAOBNETBOPEHNA NEPCOHANbHBIX Tpe-
©oBaHUN.

M punmMmevHyaHne — B uncno nepcoHarbHbIX TpeGOBaHHﬁ MOTYyT BXOAWUTE I'IOTDEGHOCTVI nony4eHmA HOBbIX 3HaHWA
M HaBbIKOB, N4HOE OﬁLI.tBHME 1 accounaugmm ¢ NpUATHbIMKM BOCNOMWUHAHWAMM.

D.3.4 komcpopT (comfort): CTeneHb yA0BNETBOPEHHOCTM NOMNL30BATENA MU3MHECKUM KOMopTOM.
D.4 ceBoboga ot pucka (freedom from risk): CnocoBHocTe NpoayKkumMm Un CUCTEMbI CMArYaTh NOTEHUMANBHBIA PUCK
L5151 3KOHOMMWYECKOTO MONIOMKEHUS, XKM3HW, 300POBbS MW OKPYKaKLWeR cpedbl.

MpumedyaHue — Puckaenaetcs dyHKUMER BEPOATHOCTW BO3HMKHOBEHUS TAakoW yYrpo3bl U NOTEHUMAaNbHbIX He-
GnaronpuATHbLIX NOCNeOCTBUA 3TOM Yrpo3bl.

D.4.1 cmAryeHue oTpuUaTenbHbIX NOCNeACTBMIA 3KOHOMUYeCcKOro pucka (economic risk mitigation): Cnoco6-
HOCTb MPOAYKUMMW UMW CUCTEMBI CMSAr4aTh NOTEHLMANbLHBIN PUCK ANS (DMHaHCOBOrO NONoXeHus U addrekTUBHON paboThl,
KOMMEPYECKOW HEABIXMMOCTH, penyTaumuv Unv gpyrux pecypcoB B npegnonaraemeix YCroBUsX UCMOMb30BaHWS.

D.4.2 cmAryeHne oTpuuaTenbHbIX NocneacTBUM pucka Ana 3gopoBbA U 6ezonacHocTtu (health and safety
risk mitigation): CnocoBHoCTb NpoayKUMM UKW CUCTEMBbI CMAMMaTh NOTEHUMAaNbHBIA PUCK AN Nodeiln B npegnonaraembix
YCMNOBWSAX UCMONb30BaHWA.

D.4.3 cmaryeHue oTpuuaTenbHbIX NocneAcTBUIA 3KonorMyeckoro pucka (environmental risk mitigation): Cno-
COBHOCTE NPOAYKUMW MW CUCTEMBI CMArYaTh NOTEHLMANBHBIW PUCK ANA UMYLLECTBA UMW OKPYXatoLen cpedkbl B Npeano-
naraemelx yCrnoBUSX UCMOMNb30BaHWA.

D.5 nokpbiTUe KoHTeKcTa (context coverage): CTeneHb, B KOTOPOW NPoayKUMs UMK cUucTeMa MoryT BbITe MCMONb-
30BaHbl C 9(PeKTMBHOCTEK, pe3ynsLTaTMBHOCTLID, CBODOAON OT pyCKa U B COOTBETCTBMK C TpeboBaHWAMM Kak B NepBOHa-
YankHO onpedeneHHbIX YCNoBUAX UCMOoNb30BaHNSA, Tak M B YCMOBWAX, BbIXOAALMX 3a cneuudukamm.

MpumedyaHune — KOHTEKCT MCMOMNb30BAHUA UMEET OTHOLUEHWE KaK K KAaYecTBY MpW WCMOMb30BAHWUM, TAK W K
HEKOTOPbIM XapakTepUcTKam WK MOoAXapakTepUCTMKAaM KavyecTsa Mpogykuun (B 3TOM Crydyae O HeM roBOpAT kak 06
«ONPENENEHHBIX YCIIOBUAXY ).
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D.5.1 nonHoTa KoHTeKcTa (context completeness): CTeneHb, B KOTOPOW NPOOYKLWA UMM CUCTEMA MOTYT BbITh UC-
nonb3oBaHbl ¢ 3pEKTUBHOCTLIO, Pe3ynsTaTMBHOCTLIO, CBOBOAON OT pUcka 1 B COOTBETCTBUM C TpeboBaHWAMK Npu BCex
yKa3aHHbIX YCNOBUAX MCMONb30BaHNA

I pumMmeyvyaHmne — [MonHoTa KOHTEKCTa MOXET BbITh 3a4aHa unu namepeHa nubo Kak cTeneHsb, B I{OTOpOle npo-
AOYKUUA MOXET MCNOoNb30BaTbCA KOHKPETHbIMK nonb3oBatendaMi anA OOCTUXEHWA onpeaerieHHbIX Luenen c SCDCDGKTHB-
HOCTbIO, PE3YINbTaTUBHOCTEHD, ceobogon ot PUCKa U B COOTBETCTBUK C TpeGOBaHMﬂMM BO BCEX HAME4YEHHbLIX KOHTEKCTAax
1crnone3o0BaHua, Nubo kak Hanu4Me CBOMCTB npoayKuKnn, KOTOpbie NoanepXXmMBakdT NCNONb30BAHWE BO BCEX HAMEYEHHBIX
KOHTEKCTaXx MCNnonb3oBaHUA.

Mpumep — CmeneHb, 8 komopol NpozpaMMHoe obecneyeHue MPUMeHUMO MPU UCNONbL308aHUU MalleHb-
KO20 3KkpaHa, ¢ HU3Koll cemesol NponyckHoU crmocob6HOCMbIO, HeK8anuUUUPOBaHHLIMU NOJIb308amensamMu U 6
omka3oycmoliYyueoM pexxume (Hanpumep, NpuU omcymcmeuu cemu).

D.5.2 rmbkocTs (flexibility): CTeneHsb, B KOTOpOW NpoAyKUUS UMK cUcTEMa MOTYT BbITh UCNONL30BaHbI C ahPekTUB-
HOCTbHO, pe3ynesTaTUBHOCTEIO, CBODOA0M OT pycKa U B COOTBETCTBUM C TpeboBaHMAMMW B YCIIOBUAX, BEIXOAALIMX 32 paMKM
nepBoHa4YarnbHO OnpegeneHHsIx B TpeboBaHusX.

MpumeyvyaHume 1 — [MOKOCTE MOXET DbITb AOCTUrHYTa NMyTeM aganTtauun NPoayKUMWM Ons AOMOMHUTENbHbIX
rpynn nons3oBaTteneu, 3agay u Kynetyp.

MpumeyaHue 2—UDKOCTL NO3BOMSET UCMONBL30BATL NPOAYKLWUM B YCNOBUAX 0BCTOATENLCTB, BO3MOKHOCTEN
1 MHOWBMAYanbHbIX HACTPOEK, KOTopble He Dbiny NpegycMoTpeHbl 3apaHee.

Mpumevyanune 3— Ecnunpoaoykumsa He obnagaet rubkocTbio, TO OHa He MOKeT BbITb Ge3onacHo Ucnonb3oBaHa
B HEMpeayCMOTPEeHHLIX YCIOBUSIX.

MpumeyvaHue 4— MBkocTb MOXET BbITh ONpefeneHa NUBo Kak cTeneHb, 40 KOTOPOW NPOAYKUUS MOXET ObITh
MCMNOMb30BaHa Monb30BaTENAMKW HENPEOYCMOTPEHHOIO TUMNa AN OOCTYXKEHUS OOMNONMHUTENbHLIX Lenei ¢ ahdeKkTUBHO-
CTbI0, Pe3ynLTaTUBHOCTLIO, CBOBOA0M OT pUcKa 1 B COOTBETCTBUM ¢ TpeBOBaHWMAMK NPY OOMOMHUTENBHBIX YCINOBUSX UC-
Mornb30BaHus, N0 Kak BO3MOXKHOCTbL U3MEHEHUS ANS NOAAEPKKM adanTauun K HOBbIM TUMam rnonb3oBaTenei, 3agad u
cpeq, a TakKke NPUrogHOCTK NS MHAMBUAYanM3auuMn, Kak ato onpegeneHo 8 MCO 9241-110.
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MpunoxeHue E
(cnpaBo4Hoe)

OT3bIBbI O HacTosdAlWeM cTaHgapTe

E.1 Agpec ana oGpaTHOW CBA3K
KoMMeHTapuu k cofepxaHuio MOXHO 0TnpaBnsATh Mo agpecy sc7wgb@itscj.ipsj.or.jp™).

E.2 NpepnoxeHns obpaTHOW CBA3N

OcobeHHO NpUBETCTBYETCH 0bpaTHaa CBA3b MO HACTOALWEMY CTaHAapTy No credyrLlnM Bonpocam:
- OMbIT UCMONb30BaHWA, TEMATUYECKME NCCNEeaoBaHns U Nobele onybnMKoBaHHbIE pe3ynsTaThl;

- NPEANOXKEHNS MO YNYYLIEHWIO;

- BCE, YTO OTCYTCTBYET UNu Heobxoanmo Ao6aBuThL B HACTOALLMIA CTAaHOAPT.

1) B Poccutickol ®edepauuu KoMMeHmapuu K codepxaHuio Hanpasnams no adpecy: tk22@itstandard.ru
17
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MpunoxeHne OA
(cnpaBo4Hoe)

CBEQEHMH O COOTBETCTBMU CCbINOYHbIX MeXAYyHapoaHbIX CTaHOAAPTOB HaluUWOHaNbHBIM CTaHOapTaM

Tabnuuya JAA1

O60o3Ha4YeHne CCbINoYHOro
MEXOyHapo4HOro cTaHdapTa

CreneHb
COOTBETCTBUS

O6o3Ha4yeHve n HanmeHoBaHue COOTBETCTBYHOWEro HaUMOHanNeLHoOro craHpapra

ISO/IEC 25010

IDT

OCT P MCO/M3K 25010—2015 «MHdopMaLUoHHble TexHonorin. Cu-
cTeMHas 1 nporpamMmmHas uHxeHepus. TpeboBaHma 1 oUeHKa kavecTea
cuctem W nporpaMmmHoro obecrievenmns (SQuaRE). Mopgenn kadectsa
CWUCTEM W MPOrpaMMHOI NPOAYKLMA»

ISO/IEC 25012

BETCTBUA CTaHOapTa:

- IDT — MAeHTUYHbLINA CTaHOapT.

* COOTBETCTBy}OLLlMI?I HaUWOHanbHbIN CTaHOapT OTCYTCTBYET. Lo ero NPUHATUA peKoOMeHOyeTCA MCNOoNb30BaTh Nnepe-
BOO Ha pyCCKVIﬁI A3blK AaHHOro MeXxayHapo4Horo ctadgapTa.

M pupMmeEeHaHUNeEe — B HaCTOHLLlEI?I TaﬁHVILLe MCNONb3OBaHO cnefyrwulee yCrioBHOE obo3HayeHne cTeneHn cooT-
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ISO/IEC 9000, Quality Management Systems — Fundamentals and vocabulary

ISO/IEC 20000-1, Information technology — Service management — Part 1. Service management system
requirements
Service Quality A Model. hitp:// www .stat .auckland .ac .nz/ ~mullins/ servicequality/ ServQualModel .pdf
Parasuraman A., Zeithaml V.A., Berry L.L. SERVQUAL: a Multiple-item Scale for Measuring Consumer Perceptions
of Service Quality [J]. J. Retailing. 1988, 64 (1) pp. 12—40
Parasuraman A., & Berry L.L. A Conceptual Model of Service Quality and Its Implications for Future Research [J].
J. Mark. 1985, 49 (4) pp. 41—50
Ding Y., & Straub D. Quality of IS in Services: Theory and Validation of Constructs for Service, Information, and
System” ( 2008). ICIS 2008 Proceedings. Paper 101. http:// aisel .aisnet.org/ icis2008/ 101
Information Technology Infrastructure Library (ITIL). https:// www .axelos .com/ best -practice -solutions/ itil
CMMI® for Services, Version 1.3, http:// cmmiinstitute .com/ cmmi -models
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KniouveBble cnoea: oueHKa KadecTBa CUCTEM U I'IpOI'paMMHO!?'I npoaykumn, Mogernn Kka4ecTtea ycnyr
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