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Mpepgucnosune

Lienu v npuHumnel cTaHgapTm3auum B Poccuiickoin @efepaunm ycTaHoBneHbl defepanbHbiM 3aKOHOM OT
27 neka6bps 2002 r. Ne 184-d3 «O TeXHUYECKOM perynvpoBaHuu», a npasuia NPpUMEHEHNs HauUoHabHbIX
cTaHfapToB Poccuiickoii ®epepaunn — FOCT P 1.0—2004 «CtaHgapTtusauua B Poccuiickoii ®egepavuu.
OCHOBHbIE NOIOXEHUSA»

CeefeHus o cTaHfapTte
1 PA3BPABOTAH YupexgeHuem «LleHTp cepTudumkauny ycnyr cesasu»

2 BHECEH YnpaBneHuem pa3suTus, MHhopMaLMoHHOro obecneveHus nakkpegutauun degepanbHoro
areHTcTea no TeXHMYeCcKoMy perysimposaHunio 1 MeTposiorum

3 YTBEPXJAEH W BBEJEH B JEWCTBWE Mpukasom deaepansHOro areHTcTea no TEXHUYECKoMy
perynuposaHuto n metponoruu ot 15 gekabpsa 2009 r. Ne 1188-cT

4 BBEJEH BMNEPBbIE

MHopmMauus 06 U3MEHEHMSAX K HACTOSILLLEMY CTaHAapTy Ny6ankyeTCsl B eXerofHo n3jaBaemMom
MH(OPMaLMOHHOM YKa3aTe e «HauuoHanbHble CTaHAapTbi», a TEKCT U3MEeHeHUt NNonpaBoK — B exeme-
CSAAYHO M3AaBaeMbIX MHDOPMALIMOHHbIX YKasaTensax «HaunoHabHble CTaHgapThi». B ciyyas nepecMoTpa
(3aMeHBbl) MM 0T MEeHbl HACTOSALEr0 CTaHAapTa cooTBe TCTBYOLLee yBegoMeHne bygeT ony6/MKoBaHo
B ©XXEMECSAYHO N34aBaeMoM MHGIOPMaLMOHHOM yKaszaTene «HaunoHanbHble cTaHaapThi». COOTBETCTBY-
loLLas vHdhopMaLysi, yBeJIOM/IEHNE N TeKCT bl pasMelLalo T cs Takxke B MH(opMaLMoHHO cucTeme o6LLero
Nnofb30BaHNsi — Ha ohULMaNLHOM caliTe dPefepasibHOro areH TCTBa N0 TeXHUYECKOMY PeryvpoBaHuio 1
MeTpoforuu B ceTv HTepHeT
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HacTosiuii cTaHAapT He MOXEeT GbITb NO/IHOCTLIO UM YACTUUHO BOCMPOU3BEAEH, TUPAXKMPOBAH 1 pac-
MPOCTPaHEH B kKayecTBe ohuLmanbHOro nsganus 6e3 paspelleHus ®efepasbHOIO areHTCTBa N0 TEXHUYECKO-
MY perysiupoBaHuio 1 MeTposiorum
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HALULMWOHANBHBIN CTAHAAPT POCCUWNCKOWN GENLEPALUMN

KAYECTBO YCNYTI CBA3N

O61Lmne NooxeHns

Quality of communication services. General

fatasBegeHns — 2011 —01—01

1 O6nacTb NpUMeHeHus

HacTosAwuii ctaHgapT pacnpocTpaHaeTcs Ha YCnyru CBsisu, OkasbiBaeMble oneparopamu CBsi3u Ha Tep-
putopun Poccwuiickoin efepanumn He3aBMCUMO OT 1x (HOPM COGCTBEHHOCTW, BEAOMCTBEHHOW NpUHaANeXHOC-
TV M MCNONb3YEMbIX TEXHUYECKUX CPEACTB.

HacTosAwwuii ctaHaapT ycTaHaBNMBaET OCHOBHbIE NMOMOXEHNS, OTHOCALLMECS K KAYECTBY YC/YT CBA3N.

HacTosawwuii ctaHgapT npefHasHavyeH a1 cnob3oBaHns oneparopamMmm CBSA3u, OKasblBaOLW MU YCIyru
CBA3W, NpefCcTaBUTENAMN TOCYAapCTBEHHbIX OPraHoB, OCYLLEeCTBASALWMNX perymposaHne B 061actu CBsAsm,
noTpebuTenaMun ycnyr CBsA3u, Hay4HbIMU N NPOEKTHLIMU OpraHn3aunammn npy paspaboTke N NPOEKTUPOBaHNM
ceteil n cnyx6. HactoAawmin ctaHAapT MOXeT ObiTb Takke MCNosib3oBaH Npu paspaboTke cTaHAapToOB B
o6nacTu ceA3N.

2 TepMuHbI 1 onpepeneHus

B HacToslLem cTaHfapTe NPMMEHEHbI CriefyoLine TEPMUHbI C COOTBETCTBYIOLUMMN ONpeaeeHNSMU.

2.1 ycnyra: HenocpeAcTBeHHOe B3avMOAENCTBME WCMNONHWUTENA W NOTPebuTensa ycnyru, a Takke
COGCTBEHHbIE AENCTBUS UCMOMHUTESISA, HAMpPaB/IEHHbIE HA YA0B/IETBOPEHNE COOTBETCTBYHLLEN NOTPEBHOCTM
notpebutens.

2.2 ycnyra cBa3u: Ycnayra, 3akalovaroliasicsa B npueme, 06paboTke, XxpaHeHUn, nepegayde u foctaBke
CO06LLEHNIT 3NEKTPOCBA3N UM MOYTOBBIX OTMNPABEHUIA.

2.3 aboHeHT: [lonb3oBaTesibYCNyrcBA3W, C KOTOPbIM 3aK/TH0UYEH 40r0BOP 06 OKa3aHWM TakuxX yCayr npu
BblA€NeHNN NS 3TWX Lieniell aBOHEeHTCKOro HoMepa N YHUKabHOTO Kofa naeHTudmkauuu.

2.4 noTpebutens ycnyr cBA3n: dusmyeckoe Wi Lopuguyeckoe NnLo, nosyvarllee, 3akasbiBakoLlee
AN MMeroLLee HaMepeHne NoslyunTb UK 3aKasaTb YCAYry CBA3M 4715 COOCTBEHHbIX HYXA,.

2.5 nonb3oBaTenb ycnyr cBsA3u: PuU3MYeckoe WM puaUYeckoe JvLo, 3akasbiBatolee u/uam
Mcnosb3yloLLee ycnyru cBssu.

2.6 okasaHue [NpepocTaBneHue] ycnyr cBasun: [esaTenbHOCTb WUCMOSIHUTENA YCAyrn no npuemy,
06paboTke, XpaHeHU0, Nnepesaye 1 ,OCTaBKe COOOLLEHNI 3N1EKTPOCBA3MN MU NOYTOBLIX OTNPABIEHWIA.

2.7 onepatop cBA3u: HOpugnyeckoe nmuo UM MHANBUAYasbHbIA NpeanpvHuMaTe b, OKasbiBaoLwmnii
YC/yrn CBSI3U HA OCHOBAHMUW COOTBETCTBYIOLLEW TMLLEH3UN.

2.8 kauyecTBO ycnyr cBsizu: CTeneHb COOTBETCTBUSA NPUCYLLNX YC/yraM CBSA3M XapakTepUcTuK Tpebo-
BaHUAM. YCTaHOB/1IEHHbIM HOPMAaTUBHbIMN AOKYMEHTaAMW.

2.9 cuctema ynpaB/ieHUst Ka4eCTBOM ycyr cBsi3u: COBOKYMHOCTb OpraHu3aLoHHON CTPYKTYpbI,
OTBETCTBEHHOCTU Y MOSIHOMOYMIA MepcoHana, npoueayp, NPoLEeccoB 1 pecypcoB, o6ecneymBaloLLmx ocyLe-
CTB/1IeHNe ynpaBaeHna Ka4eCTBOM YC/lyr CBA3N.

2.10 kauyecTBO 06CNyXMBaHUA NoNb3oBaTesiein ycnyrceasn: COBOKYNHOCTb 3KOHOMUYECKUX, COLLU-
anbHbIX 1 APYTUX nokasaTeneii (napaMeTpoB YC/yrCBA3M). OLeHUBaeMbIX C MO3NLMM NONb30BaTeNe 1 xapak-
TEPU3YLNX CTEMEHDb UX YA,0BNETBOPEHHOCTY KAYECTBOM 3TUX YCAYT.

N3paHne opuymnansHoe
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2.11 kayecTBO pabOThl CETM 3N1€KTPOCBA3U: COBOKYNHOCTb Nokasatesneil (napamMmeTpoB CeTU 3M1EKT-
POCBA3U). XapakTepu3yHoLLMX Ka4ecTBO NMPOM3BOACTBA YC/YT 3/1eKTPOCBA3M Ha Pa3/INUHbIX yuacTKax CeTU U no
CEeTN 3/1eKTPOCBA3M B Lie/IoM (0T aboHeHTa 40 a6OHeHTa) B COOTBETCTBUM C TEXHUYECKUMUN TPeGOBaHUAMM K
060pyA0BaHNI0 U KaHaaM CBSI3W, & TAKKE YPOBHIO TEXHUUYECKON 3KCMyaTaLnu aTUX CPeCTB.

2.12 HopmaTuUBHasi [OKYMeHTauus: HopmaTuBHbIE AOKYMEHThI, yCTaHaBIMBaOL e TPe6GOBaHNS.

2.13 oueHka kayecTBaycnyrcessu: OnpeaeneHue nokasartesei kauecTsa yc/yrcBs3m C y4eTom 4ocC-
TOBEPHOCTY W/ TOUHOCTU KOIMUYECTBEHHbIX 3HAYEHUIA.

2.14 KOHTpO/b KauecTBa ycnyrcessu: [NpoBeaeHWe NPoBEPKU COOTBETCTBUSA NoKasaTeneli kauecTsa
YCNYT CBSA3W YCTAHOB/IEHHBIM TPEGOBaHUSM.

2.15 ayauT KadecTBa ycnyr cBsasu: lpoBefeHve He3aBUCMMOI 4OKYMEHTMPOBAHHOI NPOBEpPKM COOT-
BETCTBUS NokasaTesieil kauecTBa ycyr B3V yCTaHOB/IEHHbIM TPE6GOBaHUSM.

3 KayecTBO ycnyr cBasn

3.1 OcHOBHble paKTopbl, oNpegesnsaolmne Ka4ecTso yCcyr CBA3N

OCHOBHbIe (hakTopbl, BANAKOLLME HA KA4eCTBO YCNYT CBA3M:

- Heobxoanmas matepuanbHas 6asa (obopyfoBaHue, matepuasnbl U TEXHOMNOTUU, COOPYXeHus, 3fa-
HUS 1 np.);

- YesloBeYeCKMin pakTop, npegycMaTpuBaloLMii KOMNETEHTHOCTb, KBaMukaLumio, MoTueaLlmo, anc-
LUMNANHY COTPYAHUKOB:

- COBpPEMEHHOe ynpas/ieHne opraHu3auueli CBA3M B Le/IOM W yrnpasfeHne KayecTBOM OKasblBaeMbIX
YCNyT CBA3N:

- BHewWwHAs cpefa (TpeboBaHusA noTpebuTeneil K ka4ecTBy ycnyr cBsiau, TpeboBaHUs perynmpyloLiero
opraHa, KOHKYpeHUnA nT. 4.).

3.1.1 MartepuanbHas 6asa

3.1.1.1 Bce ucnosb3yemble B NPOU3BOACTBEHHbIX NPOLIECCAaX OKA3aHWA YCYyT CBA3N TEXHUYECKNe cpes-
CTBA. TEXHO/IOTU, COOPYXEHUS AO/MKHbI COOTBETCTBOBATL TPEOOBAHNAM CTaHAAPTOB, APYTMX HOPMATUBHbIX
[OKyMEHTOB 1 06ecneunBaTb HaA/exallee kauecTBo NpeAoCcTaB/IAeMbIX YC/Yr COOTBETCTBYIOLMX BUAOB.

3.1.1.2 TexHuyeckne cpencTBa, TEXHOMNOIMNMU, COOPYXEHUA cnefyeT UCNnosib3oBaTb B COOTBETCTBUU C
3KCM/yaTtauMoHHbIMU OKYMEHTaMU, CoAepXaTb B TEXHUYECKN UCIPABHOM COCTOSIHUM Y CUCTEMATUYECKU NPOo-
BEPATH 419 NOATBEPXAEHNA NPUTOAHOCTH.

3.1.1.3 Pa3Mepbl 1 COCTOAHME 3[aHUI 1 UMEIOLLUXCA B HUX MOMELLEHWNIA fLO/MKHBI 0TBEYaTb TPe6oBaHU-
AIM CAHUTaPHO-TUTMEHNYECKUX HOPM 1 NPaBW, NpaBu NoXapHoi 6e3onacHocTn, 6e3onacHoCTM Tpyaa 1 bbITb
3allMLLLEeHbIOTBO3AENCTBNAGAKTOPOB.OTPULAaTE/IbHO BIUSAIOLLMNX HA KAYECTBO OKa3biBaeMbIX yCNyr (NOBbILLe-
HVA TemnepaTypbl BO34yXa, BNaXHOCTN BO3A4yXa, 3anbl/IEHHOCTH, 3ara3oBaHHOCTH, WWyma, Bubpauuv nT. 4.).

3.1.1.4 Mnowafb NOMeLLEeHWI Ao/MKHA NpegycMaTpuBaTh BO3MOXHOCTb pa3meLleHnsa nepcoHana, npu-
ema. B3aumoeincTBuUs C KIMeHTaM1 1 OKa3aHWsa UM YCyr B COOTBETCTBUM C yCTaHOB/IEHHBIMU HOPMaMMU.

3.1.2 [epcoHan, yyacTBylOLWNil B OKa3aHUM yCNyr CBA3N

3.1.2.1 Bnpoun3BOACTBEHHbIX NPOLLECCax, OTHOCALLUXCA KOKa3aHuIo yCnyr CBA3N, 0/MKHbI 6bITb UCNOSb-
30BaHbl COTPYAHVKN B COOTBETCTBUU CO LUTATHLIM pacnmcaHuem.

3.1.2.2 Kax/blii COTPYAHWK AO/DKEH MMETb COOTBETCTBYOLMEe 06pa3oBaHe, ksanndukaumio, npodec-
CMOHasIbHYI NOArOTOBKY, 06/1a4aTh 3HAHUAMY 1 ONbITOM, HEO6XOAUMbBIMY 4715 BbINOSTHEHNS BO3/TOXEHHbIX HA
Hero 06sA3aHHOCTEN.

KBanudukauno COTpyAHUKOB cneayeT NoAAepXnBaTh Ha BbICOKOM YPOBHe nepuoanyeckoli yueboi Ha
Kypcax noBbIlWeHUs KBanmgukaunuy UM MHbIMU eCTBEHHbIMM cnocobamu.

3.1.2.3 Kaxpgomy coTpyAHUKY HE06X0AMMO NpefocTaBnTb AO/HKHOCTHYIO UHCTPYKLMIO, yCTaHaBInsalo-
LLyto ero 0653aHHOCTM 1 Npasa.

3.1.2.4 CoTpyAHWKK, yYacTBYIOLLME BOKA3aHWNM yCAYT CBA3U, 4O/DKHbI ObITb aTTECTOBAaHbI B yCTAHOB/EH-
HOM nopsake.

3.1.2.5 MpuokasaHumn ycnyr nepcoHasn, HenocpeacTBEHHO B3aMMOAENCTBYIOLNIA C KTMEHTaMK, AO/MKEH
NPOSAB/MIATL K K/IMEHTaM MakCUMasibHble YYTKOCTb, BEX/IMBOCTb, BHUMaHWE, BbIAEPXKY, NpefyCcMOTpUTe b-
HOCTb, TEpneHue.

3.1.2.6 CsefeHus NMMYHOTO XapakTepa O KNMeHTax, cTaBlume N3BECTHbIMU COTPYAHUKAM NPU OKazaHun
yCAyr CBAA3W, COCTaB/AIT NPOteCcCUoHasbHY0 TaiiHy. COTPYAHVIKA, BUHOBHbIE B pasriaweHun npodgeccno-
HaNbHOW TaliHbl, HECYT OTBETCTBEHHOCTb B NMOPAAKE, yCTaHOBNEHHOM Poccuiickoii depepaumeil.
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3.1.3 Cuctema ynpaBe/fieHWss opraHu3aumeint CBA3W B LENOM W ynpaBieHWs KayecTBOM
OKa3blBaeMbIX YCYT CBSA3N

3.1.3.1 CwucTema ynpasneHus opraHusauueli CBA3v B LLe/IOM AO0/MKHa obecneunBaTtb AesATENbHOCTb,
HanpaB/IeHHYI0 Ha MNOSIHOE YA0B/1eTBOPEHWE HYX/[ KIMEHTOB, NoBbllleHne 3(EKTUBHOCTU U NOCTOAHHOE
COBepLUEeHCTBOBaHME NPOLLECCOB OKa3aHUsa yCnyr CBA3N.

3.1.3.2 CwucTema ynpaBieHus Ka4ecTBOM YC/yr CBSA3W BXOAWT B COCTaB CUCTEMbI yNpaB/ieHns opraHm3a-
Luei cBsi3n B LLeNIOM 1 Ao/kHa obecneynBaTth BbINOMIHEHWE YCTAHOB/IEHHbIX TPEGOBaHUIA K KAUeCTBY YCayr 1
NOBbILLEHWE KaYecTBa ycyr, ynpasnsis BceMu haktopamu, 0T KOTOPbIX 3aBUCUT KAYECTBO Ha BCEX aTanax Xu3-
HEHHOTO LyKNa ycnyru.

3.1.3.3 OcHOBHbIe 3afia4u, KOTOPbIE AO/HKHA peLlaTb CUCTEMA YNpaBeHNs Ka4eCTBOM YCNyr CBA3N:

- ycTaHoB/eHVe TpeboBaHuii K kKa4ecTBY YCNyr CBSA3W — onpefeneHre cocTaBa nokasareneii, oueHnBa-
0L MX YyCNYrn, U HOPMATUBOB;

- ob6ecneyeHvie BbINOSIHEHNSA YCTAHOB/IEHHbIX TPe6oBaHW MyTEM NPOBELEHNSA TEXHUYECKNX, OpraHn3a-
LIMOHHbIX. NAEO0NOTNYECKNX U 4PYTMX MEPONPUATUNA;

- NpoBefeHNe NPOBEPKM COOTBETCTBUSA YCTAHOB/IEHHbIM TPEGOBAHUAM NyTEM NOCTOSIHHOTO KOHTPOJISA,
BHYTPEHHWX 1 BHELLUHUX ayANTOB Ka4yecTBa yCnyr;

- HernpepbIBHOE COBEPLUEHCTBOBAHWE YCYT 1 NPOLECCOB MX OKa3aHWsA Ha OCHOBE MpoBefeHns onepa-
TUBHbIX 1 N1AHOBbIX MEPONPUATWIA NO pe3ysibTaTaM OLEHKM.

3.1.3.4 PykoBoauTENb OpraHu3auuy CBA3N HeceT MOJIHY OTBETCTBEHHOCTb 3a NOMWUTUKY B 061acTu
KauecTBaycnyr, npefcTaBnsAoLLyto coboli cTpaTeruio, Lenu, 3ajaym noCHOBHbIE HanpaB/ieHNsa 4esTelbHOCTH
opraHu3auum B 06nacTu kauecTsa. PykoBoAWTENb OpraHn3aLm CBs3v A0/HKeH obecneynBaTb padbscHeHne 1
[oBefeHvie 3TO NONUTUKN A0 BCEX CTPYKTYPHbIX NOApasfeneHunin u CoTpyAHMKOB OpraHm3aumn, onpeaenutb
MOSIHOMOYMS,, OTBETCTBEHHOCTb W B3aMMOAECTBME BCEro nepcoHasa, OCYLeCTBAAIOLLIEro PyKOBOACTBO,
NCMOMHEHVE YCAYT Y KOHTPONb AeATENbHOCTU, BNMAIOLLENA Ha Ka4eCcTBO YCAyr.

3.1.4 BHewHAAa cpepa

3.1.4.1 ToTpebHOCTM M OXuAaHusa noTpebuTeneii 4OMKHbI ObiTb MOMOXEHbI B OCHOBY TPe60BaHU K
ycnyram cBA3u, B TOM Y/C/e K Ka4ecTBY YC/yr CBA3W.

3.1.4.2 ToTpebuTens BNpaBe NoTpeboBaTh NpeAocTaBIeHNs HE06X0AMMOI 1 LOCTOBEPHOW UHhopMa-
Lun 06 ycnyrax ana obecnevyeHns nx KOMNeTeHTHOro Bblbopa.

3.1.4.3 EAuHbIl nogxo[ KoL eHke kayecTBa ycyr cBa3n obecneynBaeTcs HOpMaTVBHbIMU OKYMEHTaMu
defepanbHbIX OpPraHoB UCMONHUTENBHON BACTU.

3.1.4.4 depepanbHoe rocyfapCTBEHHOE YHUTAPHOE NpeanpuaTie «PoccUiickuii Hay4HO-TeXHUYeCcKuii
LeHTp nHpopmaLum no cTaHAaapTusaLunm, MeTpoorin voLeHke COOTBETCTBUA» PeflepasibHOro areHTcTea no
TEXHUYECKOMY PEry/IMpoBaHUI0 U METPOJIOTM N3[aeT CTaHAAPThI HA OCHOBHbIE NOKa3aTe M kayecTBa pas3nny-
HbIX YCyT CBS3W.

3.1.4.5 depepasnbHbIii OpraH UCMOMHNTENbHON BNacTn B o6nactn ceasun (MUHUCTEPCTBO CBA3W 1 MACcCo-
BbIX KOMMYHWKaLMi1) B pamkax NnosIHOMOYMiA N0 yCTaHOB/IEHWIO TPE6OBaHNIi KOKa3aHMto ycnyr cBA3W. 8 TOM umc-
Ne yHUBepcasbHbIX, onpeaenseT HOPMbI NokasaTeneii kayecTsa yCnyr.

3.1.4.6 B ycnoBuAX KOHKYPEHLMMN opraHn3aumm 4o6poBo/ibHO PacLLMpPSAIOT cocTaB nokasaTesnein Kkavec-
TBa NpesocTaBNseMbIX YCYT 1 3asiBNAIOT 0 60/1e€ XECTKUX HOpMax 3TVX nokasaTenei.

3.1.4.7 BHelwHAS cucTema KOHTPONA 3a Ka4eCTBOM YCNyr CBA3W [O/HKHA BKNOYaTb B Ce6S KOHTPOSb,
KOTOPbI OCYLLECTB/IAOT:

- rocyfilapcTBeHHble OpraHbl — PeaepanbHasn cnyx6a no Hag3opy B cdhepe CBSA3U U NOABEAOMCTBEHHbIE
el rocyfapcTBeHHble yupexaeHus B cybbektax Poccuiickoli ®efepauun, nHble hefepasnbHble opraHbl UCrnos-
HUTENBHOW BNAcTU, roCyfapCTBEHHbIE YUPEXAEHUS N OpraHu3auuy B npefenax ux KOMNeTeHUMn 1 nosHo-
MOYWA;

- HesaBUCUMble CEPTUMKALNOHHbIE OpraHbl, OCYLLLECTBAAIOLWME ayANT kavyecTsa ycnyr no 4o6poBo/ib-
HOW MHMLUMaTVBE OpraHu3auuii — onepaTopoB CBA3M;

- 06LecTBEHHblE 06bEAVHEHUS, 3aHNMalOLMEeCcs B COOTBETCTBUM C UX YUpeAUTebHbIMW AOKYMEHTamu
3almUTOl NHTEepPeCcoB NoTpebuTenen ycnyr cesasu.

3.2 OueHka KayecTBa ycnyr cBasu

3.2.1 OueHka kayecTBa yc/yr CBA31 OCHOBaHa Ha cneayLWwmnx npuHumunax:

- OUEeHKa kayecTBa ycnyr, NpoBoAvMas ¢ No3unLun nonb3osaTens;

- obecneyeHmne NOTHOTbI OLEHKN KayecTBa yCnyr;

- NCMOMb30BaHNE CUCTEMbI KOTMYECTBEHHON OLLEHKN KayecTsa yCnyr.

3.2.1.1 OCHOBHOI1 NOAXO0/A K OLieHKe KayecTBa YC/yr CBA3MW AO/KEH COCTOSATb B TOM. YTO MHEHME NO0J1b30-
BaTena npeAcTasnseT cob0i KOHeUHyto Mepy kavecTsa ycnyr. Mpy 3ToM cucTema nokasatesieil kayecTsa ycny-
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M AOJ/XKHA XapaKkTepun3oBaTb OCHOBHble NOTPebuTesbCkMe CBOWCTBA YCNYru: [OCTYNHOCTb, HaAEeXHOCTb,
KayecTBO 06CNYyXMBaHUA 1 Ap.

3.2.12 Cuctema nokasaTeneil kayecTBa YCNyru AO/hDKHa XapakTepus3oBaTb OCHOBHble NOTpeou-
TeNbCkre CBOWCTBA YCNYrM Ha BCEX 3Tanax ee okasaHus: JocTyna K ycnyre, CO6CTBEHHO NpeAocTaBieHus
ycnyru, NogaepXKn yCnyr.

3.2.1.3 VI3-3a HeOTAEeNMMOCTH npoLecca Npon3BoACTBa OT npoLecca NoTpebaeHns ycnyr cBa3n cucTe-
Ma nokasaTesneil kauecTBa yCnyr AO/HKHA BKIOYaTb B ceba Hapaay ¢ nokasatensiMu kayectsa paboTbl ceTu
3/1eKTPOCBA3M NoKasaTem kayecTsa 06CNyXnBaHusA nonb3oBarenei.

3.2.1.4 C uenblo oxapakTepusoBaTb Ka4eCTBO YC/yrn HEOH6X04MMO NPUMEHSITbL Takme meToAbl cbopa n
06paboTkM MHhOopMaLMK, KOTOPbIE NO3BONAIT NONYYNTH KOIMYECTBEHHYIO OLLeHKY KayecTBa yCnyriu.

3.2.2 TMopafok NpoBeAeHNs OLEHKN KayecTBa yCayr CBA3N

OCHOBHble COCTaB/AKLWME 3N1EMEHTbI NPOBEAEHUSA OLEHKN KayecTBa yC/yr CBA3N:

- ngeHTudmkauus yenyru;

- onpejeneHvie aTanoB okasaHusa ycnyru;

- BblAeneHne noTpebnTenbCKMX CBOMCTB yCyru;

- onpefeneHne coctasBa nokasareseil KauecTsa ycnyru;

- onpefesieHne cocTaBa 3Tas/IOHHbIX (YCTaHOBMEHHbIX) 3HAYEHUI NOKa3aTeei kayecTsa ycnyru:

- BbI6GOp MeToA,0B cbopa AaHHbIX;

- c60p JaHHbIX:

- 06paboTka faHHbIX 1 KOHEYHas OLeHKa KavyecTsa yCnyru.

3.2.2.1 WpgeHTudpmkaums ycnyrm fosmkHa 3akii4vaTtbCs B OMUCAHUWM YCNYrn B TePMUHAX, MOHATHbLIX
noTpebuTento nucnonHuTesnto ycnyru. Mpu aTom onucaxdme ycayru Ao/HKHO BKOYaTb B Ccebs cnefyolee:

- onpegeneHue ycnyru;

- 06LLYyI0 XapaKTepuUCTUKY YCyrn, NPefoCcTaBASIoLW Y0 pacluMpeHHoe To/IKoBaHue onpegeneHus n otpa-
XaloLLyto CYLLHOCTb NPaKTUYeCcKol peanusaunm ycnyrm n 061actb ee BO3MOXHOT0 KCMOo/b30BaHUsA NoTpeou-
Tenew;

- onucaHne BO3MOXHOCTEN yCNyru, okasbiBaeMoi NoTpebuTesnto;

- onucaHme 0CO6EHHOCTEN TEXHUYECKOW peannsauum ycnyru;

- a/iTOPUTM OKa3aHUsl ycnyrn noTpebuTento, oTpaxaroLwmin B3ammocBs3b NPOLECcCOB B3aumoeincTens
nosb30oBaTtens v onepaTopa CBA3N Npu oKasaHuu ycnyru;

- onucaHne UMHAHCOBBLIX YCNOBUIA OkasaHua ycnyrn (dopma pacuyeta, oco6eHHOCTV Tapudvkauum
nap.);

- onucaHne 0Co6GeHHOCTell opraHusaunm cnyx6bl NOAAEPXKN YCNYrW, OKasbiBatlolieil TeXHUYeckoe 1
NHOpMaLVOHHOE COMPOBOXAEHNE yCAyrn (pexum paboTbl, KOHTaKTHbIE AaHHbIe N AP.). & Takke npefocTas-
NSieMbIX 3TON CNYX60li BO3MOXHOCTEl N0b30BaTesNio;

- NOpsf0K 0hOpMAEHUS YCIYTH;

- CPOKM OKa3aHUs yCnyru.

3.2.2.2 Kaxablii U3 aTanoB okasaHus ycnyru Ao/HKeH oTpaxaTb B3anMoeicTBrne nonb3osartens c one-
paTopoMm CBA3W Npw nosyyeHumn ycayrn. CoBOKYNHOCTb 3TanosB fo/hkHa ObITb npegctaBneHa «AnroputMmom
okasaHusa ycnyru». OCHOBHbIE 3Tarbl OKa3aHusa YCayr Kaxgoro suaa:

- NpeABapuTenbHbIV 3Tan (Nprem 3asBKku OT N0Nb30BaTe s, 3akNioyeHne orosopa nT. 4.);

- 3Tan cobCTBEHHO OKa3aHMsa yCnyru nosib3oBartento;

- pacyer 3a ycnyry;

- NogaepxKa ycnyru.

3.2.2.3 [InA kaxporo atana okasaHus YCnyrm HeobxoAWMO BbIAENUTb OCHOBHblE MOTpebuTenbckue
CBOICTBAa, XapakTepun3yoLune ee 06 bEKTUBHbIE 0COGEHHOCTM, NPOABAAOLLMEC NPU NOTPebeHnn.

OCHOBHble NOTpebuTeNbCKe CBOMCTBA YCAYT CBA3N:

- AOCTYMNHOCTb yCnyru,

- HaZeXHOCTb (TOTOBHOCTb);

- 6ecnepeboitHOCTb;

- KayecTBO 06cNyXMBaHUS Nonb3oBartesei (Mpy 06LLEeHNM C NePCOHAIOM):

- KauecTBO nepegauu;

- KA4eCTBO YC/yIU B LiesIOM.

3.2.2.4 Cuctema nokasatenei kayecTBa YCMyrm [0O/DKHA OTpaxaTb OCHOBHble MNOTpebutenbckue
CBOWCTBA KOHKPETHOI YCAyrn NpMMEHUTEsIbHO K OonpefesieHHOMY aTany ee okasaHus. lMokasaTtenu JO/mKHbI
6bITb NOANEXALLMMN U3MEPEHWIO U ONpeaensieMbiMy 0CTYNHbIMM cnocobamu c6opa 1 06paboTku AaHHbIX.

3.2.2.5 3OTanoHHble 3HaYEeHNA NokasaTtenein KauecTBayCcnyr CBA3W 40/MKHbI ObITb BbIGPaHbl U3 3HAYEHW,
onpefeneHHbIX AeiicTBytoleli HA MOMEHT MPOBEAEHUSI OLEeHKM HOPMAaTMBHO-NPaBOBON [OKyMeHTauuel
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(dbepepanbHbIMK 3aKOHaMKW, TEXHUYECKMMU pernameHTamu, cTaHfgapTaMu, PYKOBOAALMMU LOKYMEHTaMu
n PA-

Mpy OTCYTCTBUM HOPMATUBHBIX VI NPaBOBbIX [JOKYMEHTOB B KAYECTBE 3Ta/IOHHbIX 3HAYEeHWI NCNOMb3YIoT
BHYTPEHHME HOpMaTMBbI NoKa3arteeli kayecTsa onepaTopoB CBA3M.

B kauecTBe BHYTPEHHVX HOPMAaTVBOB Noka3aTe e kauecTBa ycyr onepaTopoBs CBA3W B MApKETUHIOBbIX
Lenax moryT 6biTb UCNO/Ib30BaHbl 60/1ee XeCTKe HOPMATUBbI N0 CPABHEHWIO C YCTAHOBIEHHbIMU HOPMATMB-
HO-MpaBOBOW AOKyMEHTaLNeld.

3.2.2.6 MeTopabl, BblbUpaemble A c6opa AaHHbIX NPW NPOBELEHWNN OLEHKN KayecTBa yCnyr CBA3,
[OMKHbI 06ecneynBaTth NOIHOTY, AOCTOBEPHOCTb N 3O HEKTMBHOCTL NOMTYHEHUS NHGOPMAaLNN.

K OCHOBHbIM MeToAam c6opa AaHHbIX 415 OLEeHKN KauecTBa yCyr CBA3W OTHOCATCA MEeTOAbl:

- NpoBefieHNsA KOHTPO/IbHbIX BbI30BOB;

- aHanusa cTaTUCTUYECKNUX JaHHbIX;

- aHasM3a nepBUYHbIX JOKYMEHTOB;

- 9KCMEPTHbIX OLEHOK:

- MpoBefeHns onpoca nosb3oBaTenei;

- NPOBEAEHUSI TECTOBbIX COEAVHEHWIA;

- NPOBEAEHUS UCMNbITAHUIA C MOMOLLbIO MPOrpaMMHbIX CPEACTB;

- MPOBEAEHNA UCMbITaHWI C MOMOLLbI0 KOHTPO/IbHO-M3MEPUTETbHOW annapaTypbl.

3.2.2.7 C6op faHHbIX CriefyeT NPoBOAWNTL B COOTBETCTBUM C pa3paboTaHHOR nporpammol paboT, KoTo-
pas fo/kHa BKoYaTh B ceba npefcTaBneHne BUAOB BbINOHAEMbIX paboT, yCN0BWiA, MecTa n BpeMeHMN UX
NpoBeAEeHUs, NCNOIb3yeMbIX METOA0B CO0pa AaHHbIX, 0TBETCTBEHHbIX /L,

3.2.2.8 O6paboTka gaHHbIX 4O/MKHA ObITb BbINO/IHEHA C UCNO/Ib30BAHNEM MaTEMATUKO-CTATUCTUUYECKNX
MEeTOZ0B ¥ C ,OBEPUTE/IbHON OLLEHKON pe3ynbTaToB pacyeTos.

3.2.2.9 KoHeyHas oueHKa kayecTBa yCcnyr CBA3W A0/KHA BKIOYaTh B Cebs fBe cocTasnsoLme:

- OLEHKY COOTBETCTBMA (DAKTUUYECKOrO 3HAYEHUSI NokasaTeneil X 3aTanNoHHbIM (YCTAHOBMEHHbIM) 3Ha-
YeHuAM:

- OLLEeHKY CTeMNeHU BbIMOSIHEHNSA 3TaNIOHHbIX (YCTaHOB/IEHHbIX) 3Ha4YeHuli nokasartenei.

3.3 TpeTeH3un Kk kayecTBy ycnyr cBa3n. OTBETCTBEHHOCTb 3@ Ka4eCTBO YC/YT CBA3M

3.3.1 AGOHEHT u/unun nonb3oBaTeslb YyCAyr CBSA3WN BNpase NpebsaBuTb NPETEH3NI0 OnepaTopy CBA3N 3a
HEWCNoJIHEHNE UNN HeHaaexallee NCnosiHeHne 06A3aTeNbCTB N0 OKa3aHWIo YCyr CBA3W B COOTBETCTBUN C
depepanbHbIM 3aKOHOM [1] 1 nocTaHoBNeHMAMM MNpaBuTenscTBa Poccuiickoin ®egepauwnm [2], [3], [4], (5]

3.3.2 lNpeTeH3us, KOTOPYO NPeAbABASAIOT B MMCbMEHHOW hopMe, NOAJIEXNUT pernctpayumn onepaTtopom
CBSI31 BA,EHb €e MoJly4yeHns 1 pacCMOTPEHMIO UM B CPOK He 6onee 60 fHeli ¢ faTbl perncrpauum.

3.3.3 AGOHEHT n/unu nonb3oBaTtesb yCNyr CBA3M BNpaBe nocaTh Xanoby Ha pewweHnsa naeicteus (6es-
[eicTBMe) O/MKHOCTHOrO /LA, onepaTopa CBs3u, CBA3aHHbIE C OKa3aHneM ycnyr, B afpec afMUHNCTPATMB-
HbIX WNM Ccyfe6HbIX OpraHoB B COOTBETCTBUM C defepasbHbiM 3aKOHOM [1] M MOCTaHOBAEHUSMU
MpaBuTtenscTBa Poccuiickoin degepaumum [2], (3). [4). [5].

3.3.4 3a HencnosiHeHME UK HeHaAa/lexallee UCnonHeHne 06a3aTeNbCTB N0 AOT0OBOPY OKa3aHWsa ycnyr
CBA3W, B TOM YMC/le N0 KayeCcTBY YC/yr, onepaTtop HeceT 0TBETCTBEHHOCTb B COOTBETCTBMU C [NpaBniamm okasa-
HWA yCNyr cBA3M, yTBepxXAeHHbIMY MpaButensctBom Poccuiickoin ®egepauun (2). [3]. [4]. (5).

3.3.5 Bcnyyae HeHagnexatlero okasaHusa ycnyr cBasv aboHeHT n/wnu nonb3osartesb Bipase noTpe6o-
BaTb 6€3BO3Me3HOr0 yCTpaHeHNs Hef0CTaTKoB /MO0 BO3MeLLEeHNSA NOTepb, IM60 COOTBETCTBYOLLEI0 yMEHb-
LLIEHUSI CTOUMOCTU YCAyTW.
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