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Mpeauncnosue

Lenm v npuHUmnbl cTaHfapTusauum B Poccuiickoit ®epepaummn ycTaHoBMeHbl defepaibHbIM
3aKOHOM 0T 27 fekabpa 2002 r. Ne 184 - ®3 «O TexHWYECKOM perynvpoBaHumn», a npasuna
MPVYMEHEHNS1 HaUMOHa/IbHbIX CTaHgapToB Poccuiickoii ®epepauvmn - TOCT P 10 - 2004

«CTaHgapTusaums B Poccuiickoii ®egepauyn. OCHOBHbIE MOMOXKEHMSA»

CsefeHnA o cTaHgapTe

1 PA3PABOTAH YupexaeHnem «LieHTp cepTumKaumm ycnyr cBasmn»

2 BHECEH YnpasneHuem passutus, WH(OPMaLMOHHOTO 0O6eCreYeHns 1 akkpeauTaumm

CDe,qepaanoro areHTCTBa No TEXHUYECKOMY perynmpoBaHnmn 1 MeTposiorum

3 YTBEPXIEH W BBEAEH B AEWCTBWE Mpukasom ®efepanbHOro areHTCcTsa Mo
TEXHWYECKOMY peryampoBaHuio 1 MeTponiorm ot 27 gekabps 2012 r. M2093-cT

4 BBE/JEH BIMEPBbIE

MHdopMaLms 06 U3MEHEHMSX K HACTOSILLEEMY CTaHAapTy Ny6AMKYeTCS B EXKEr0AHO 134aBaeMOM
MH(OPMALIMOHHOM YKa3aTene «HauuoHabHble CTaHAaPThi», @ TEKCT WU3MEHEHW 1 NOMpaBoK - B
£>KEMECAUYHO M3[aBaeMblX MHOPMALMOHHBIX YKA3aTenax «HaunoHanbHble CTaHaapThi». B cnyyae
nepecmMoTpa (3ameHbl) MM OTMeHbl HACTOSLIEr0 CTaHJapTa COOTBETCTBYIOLIEE YBeAOMIEHMe
ByfeT ony6nMKOBAHO B €XKEMECSUHO W3[aBaeMOM MHGOPMALIOHHOM yKaszaTene «HauuoHanbHble
cTaHgapThbi». COOTBETCTBYIOWASA UHOPMALWS, YBEAOMIEHNE U TEeKCTh Pa3MeLlalo T Tak>Ke B
MHC(hOPMALMOHHON CCTeMe OBLLEr0 MO/b30BaHNS - Ha O(ULMANBLHOM CaliTe HaUMOHaNbHOrO opraHa

Poccuiickoit deaepauun no cTaHgapTv3aumm B ce Ty VIHTepHeT

© CraHgapTHH(opM, 2014

HacToswumii cTaHAapT He MOXET 6bITb MO/IHOCTBH UM YAaCTUYHO BOCMPOM3BEAEH, TUPaXXMPOBaH

1 PacrnpocTpaHeH B Ka4ecTse OULMaNbHOro M3faHns 6e3 paspelleHns defepanbHOro areHTCTea no

TEXHNYECKOMY PErYNNPOBaHUIO N METPOIOTNKA
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HALMWOHANBbHBIN CTAHAOAPT POCCUMNCKOWN GEALEPALUVN

CNCTEMA HAUMOHAJIbHBIX CTAHOAPTOB B OBJIACTUN KAYECTBA
YCNYT CBA3N

CornateHune 06 ypoBHe o6cnyxunsaHusa (SLA)

System of National Standards for quality of tetocommuncation servces. Service Level
Agreement (SLA)

[ara BBefeHns— 2014—01—01

1 O6nacTb NpUMEHeHns

HacToswmiA  cTaHpapT —ycTaHaBnuBaeT 0a30Byl0 CTPYKTYpy coOrnalleHMss 06  ypoBHe
o6cnyxuBaHus (Service Level Agreement - SLA) NprMeHNTENBHO K YCyram CBs3u.

HacToAwmin cTaHgapT npefHasHayeH [N MCMO/b30BaHWS XO3AACTBYHOWMMU CyObEKTaMK,
JeACTBYIOWMMN B 06NacT OKasaHWs YCAyr CBA3W, KOHTPOAMPYIOLWMMM WX OpraHamu, BK/HOUast
OpraHbl CepTU(UKaLIMKM, a TaKXKe MOb30BATENSAMI YCyramMu CBA3M.

Ha ocHoBaHWMM [aHHOrO CTaHfapTa XO3SACTBYHOWMMK CYyOBbEKTaMU, AEACTBYIOWMMM B 06/1acTy
OKa3aHWs YCnyr CBfi3W, MOryT pa3pabaTbiBaTbCA COrfaweHus 06 YpoBHe O06CMYXMBaHWA,

ornpeAenstoLLMe COBOKYNHOCTY MOKasaTeNeil KauecTsa yCayr U UX rapaHTUPOBaHHbIE 3HAUeHWs.

2 HopmaTuBHbIe CCbIJIKK

B HacTosiLLem cTaHaapTe UCMO/b30BaHbl CCbIKN Ha CNefytoLLue CTaHaapTbI:
- TOCT P 53724 - 2009 KauecTBo ycnyr cBsisu. O6LLMe MNONOXKEHNS
-TOCT P 53731- 2009 KauecTBo ycnyr cBa3u. TepMUHbI U ONpeseneHus.

3 TepmuHbI 1 onpefeneHuns

B HacTosdwem ctaHfapTe npuMeHeHbl TepMuHbl 13 TOCT P 53731 - 2009 KayecTtBo ycnyr CBsi3u.
TepMuHbI 1 ONPeeneHus, a TaKxe CreaytoLLme TepMUHbI C COOTBETCTBYHOLLIMMW OMpPeaeneHNAMN:
3.1 rapaHTMpOBaHHbIA YypPOBEHb 0OCNYXMBaHMS:  3asBNEHHbIA  ONepaToOpoM  YPOBEHb

06CNy>KMBaHWS, KOTOPbIA OH FapaHTMPOBaHHO 06ecrneynBaeT Ha OCHOBE COr/alleHuss 06 YpOBHe

M3paHno ouymansHoe 1
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06CNy>XXMBaHMS.

3.2 uHAMBMAyaslbHOe cornalleHne o6 ypoBHe o6cnyxuBaHusA: CornaweHve 06 YpoBHe
06CNY)XMBaHMS, OMNpeaenstollee  WHAMBMAYabHbIE TapaHTUPOBaHHbIE 3HAYeHWs MoKasaTesield
KauecTBa ycnyru, nopsaok B3auMogeincTBums 1 OTBETCTBEHHOCTb CTOPOH.

3.3 MOHWTOPWHI MoKasaTteseit: CucTema HabMOAEHWS 3a KOMMYECTBEHHBLIMW W3MEHEHMSMU
nokasaTeneid KayecTBa YCIyru, WX aHanmM3a M OLEHKW, a Takke paspaboTKM peKoMeHAauuii o
NpeaynpexXaeHNo N YCTPaHEHUIO HEXeNaTe/lbHbIX OTKIOHEHWIA B YPOBHE KauecTBa YCAyru.

3.4 cornaweHne 06 YypoBHe obcnyxmBaHus (Service Level Agreement - SLA); SLA:
[OKyMEeHTPOBaHHOE COr/alleHne fAByX W 6onee CTOPOH, OMpefenstollee rapaHTMpPOBaHHbIe
3HauYeHWsl NokasaTesieil kayecTBa YCMyru CBA3W B COOTBETCTBMM C YPOBHEM 0OCNY>XMBaHWS, MOPSAOK
B3aVIMO/ENCTBMS N OTBETCTBEHHOCTb CTOPOH.

3.5 TMMNoBOe cornatleHve 06 YpoBHe 06cny>KmBaHMA: CornalleHne 06 ypoBHe 06CyXMBaHWS,
onpeaenstoLLee OAUH 13 YPOBHE 06CNYXKUBaHUS, NpeaiaraeMblX OrMepaTopoMm.

3.6 ypoBeHb 06cnymBaHMs: COBOKYMHOCTb MOKa3aTeneli KauyecTBa OKAa3blBaeMON abOHEHTY

YCNYTW CBSA3W W UX Npe/eNibHble 3HaUeHNs.

4 CornaweHune 06 ypoBHe o6cnyxmnBaHusa (SLA)

B HacTosAwem cTaHgapTe npumMeHeHbl nonoxeHns TOCT P 53724 - 2009 KayecTBo ycnyr CBs3w.

O6Lwme NOMoXKeHUs.

4.1 O6ulee onncaHme

411 Ycnyra cBa3W, OKasbiBaemas abOHEHTY, XapakTepusyeTcsi onpefefieHHbIM YPOBHEM
obcnyxmeaHms. OkaszaHue psida YCiyr CBA3M BO3MOXHO C YCTAHOB/IEHWEM HECKO/bKUX YPOBHEN
06CNy>XXMBaHMA.

4.1.2 TeKcT cornalleHns 06 ypoBHe 06C/TyXXMBaHWS COCTaBNSETCSA Ha PYCCKOM fidbike (1].

4.1.3 Cpok peicteust cornaweHnst 06 ypoBHe OOCMy>XMBaHWSi COOTBETCTBYET CPOKY [eiCTBUSA
[0roBopa na OKasaHWe YC/yru, HEeOTbEM/IEMOW 4aCTbO KOTOPOr0 OHO SABASETCS, €C/M WHOE He
OrOBOPEHO B COraLleHuun.

4.1.4 OnepaTtop MOXeET 3aKn4aTb C abOHEHTaMU WHAMBMAYaNbHbIE U TUMOBbLIE COrNalleHns 06
YPOBHE 06C/TyXXMBaHUS.

4.1.5 Onepatop MOXET WMeTb HECKONMbKO BapvaHTOB TWMOBbIX COMMallEHWn 06 YpOBHE

06Cﬂy)KI/IBaHI/IFI B 3aBUCUMOCTU OT YPOBHA KayeCTBa OKa3bIiBaeMbIX YCNyr CBA3N U Tapmq)os.
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4.1.6 WNHavBMayanbHble COrNalleHus 06 YpPOBHe OGCMYXMBaHWS 3aK/OuaroTcs Mo 3anpocy

aboHeHTa U BK/IKOYAlOT B Ceb5 MHAMBUAYaNbHbIE rapaHTUPOBaHHbIE 3HAYEHUs MOKasaTeseli KauecTBa
yCyru, Nopsgok B3anMOenCcTBMS 1 0TBETCTBEHHOCTb CTOPOH.

4.1.7 VHAMBMAya/lbHOE COrfalleHne 06 YPOBHE O6CTY)XXMBaHUS MOXET COCTaB/ATLCA
MPVYMEHNTENBHO KO BCEM YC/Tyram Ornepartopa, OKasbiBaeMbIM abOHEHTY.

4.1.8 CornawueHune 06 ypoBHe 06CTy)XXMBaHUA ONpesenser:

- HOMEHK/aTypy NoKasaTenein kayecTsa yCnyru CBA3w;

- rapaHTUPOBaHHbIE 3HaYeHWs NoKasaTesnell KauecTsa YCyru cBasu;

- BUAbl (MPUOPUTETBI) HEUCNPABHOCTEN:

- NpoLeaypbl B3aMOLENCTBMA CTOPOH:

- OTBETCTBEHHOCTb CTOPOH;

- YCNIOBUSA 1 MOPAAO0K nepepacyeTa nathl 3a yCayry.

4.1.9 CornaweHne 06 ypoBHe 06CNy)XMBaHUS OMNpeAenseT KayeCTBO OKa3biBaEMOI OnepaTopoM
yCnyru vepes psj nokasaresei, chopmMynmMpoBaHHbIX B MOHATHLIX /15 aBOHEHTa TepMUHaX.

4.1.10 B uenax obecneyeHWs rapaHTUPOBAHHOIO BbIMOMHEHNSI 0053aTeNbCTB  COrnalleHus,
3aK/IIOUYEHHOTO C abOHEHTOM, W PEerynMpoBaHWsi OTHOLUEHWIA C napTHepaMu OrMepaTop MOXeT
3aK/oYaTh cornaleHns 06 YpoBHE OOCMYXMBAHMA C LPYrvMK OonepaTopamMu, MPUHUMAIOLLMMM
yyacTue B NPOLECCe OKa3aHWs YC/yru CBA3W abOHEHTY.

MonHyl0 OTBETCTBEHHOCTb MO COr/1IacOBaHHbIM FapaHTUPOBaHHbLIM 3HaYeHUsM MoKasaTesieli
KayecTBa YCMyruM CBA3M HECET OMepaTop, HEMOCPeACTBEHHO B3aMMOLEWCTBYHOLWMI C abOHEHTOM W
3aK/IOUMBLUNMIA C HAM COr/alleHne 06 YpOBHE 0OCYXXUBaHUS.

4.1.11 AOGOHEHT MMeET MpaBO Ha NPeAbABNEHWNE MPETEH3MM OMepaTopy MO rapaHTUPOBAHHLIM B
COrnaweHnn 06 ypoBHe 06CNYXMBaHWSA 0053aTeNbCTBaM B paMKax 3aK/lO4YeHHOro AoroBopa Ha
OKasaHue ycnyra cessu (1, 2).

4.1.12 OnepaTop MOXeT OTKa3aTb aooneirry B COCTaBfeHUWW coOrnawieHus o6 ypoBHe
00CNYXXMBAHMA TMpU  YCNOBUM OTCYTCTBUA PECYPCOB, HEOBXOAWMMBIX ANS OKa3aHWs YCyru B
TpebyemoM 06beMe U € TpebyembiM KauyecTBOM. MOTMBMPOBaHHLIV 0TKa3 HanpasnseTcs aboHeHTY B

MUCbMEHHOM BMAE B C/lyYae NMNCbMEHHOI0O o6pau.|,eH|/|ﬂ aboHeHTa.

4.2 Bas3oBad CTpyKTypa

421 ba3oBasi CTPYKTypa cornalleHus 06 ypoBHe 06C/TyXMBaHWS MPYMEHMMA KO BCEM YC/yram

CBA3U, HE3aBUCUMO OT UCNOJ/Ib3YyEMbIX TEXHO/OTUIA.
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4.2.2 B 6as3oByl0 CTPYKTypy COrfalleHuss 06 YpPOBHE O6CNYXWBaHWS BXOAAT CreayoLme

pasgenst:

- BBOJHas YacTb:

- 0651acTb AeCTBUS;

- YPOBEHb 0OCY>KNBAHWS;

- NpoLeAypPbl B3aMMOLENCTBUSA CTOPOH;

- KOMMNeHcaumu;

- CEPBVICHOE 0BCY>KMBaHWE;

- KOH(MAEHLNIbHOCTb;

- aKTyanmsaums:

- NOAMMNCU CTOPOH.

4.2.3 B BBOAHOI# 4acTV COrfalleHnst 06 ypoBHE O6CTYXXMBaHWS MPeACcTaBNSeTCs UHGopMauus o
€ro y4acTHMKax 1 OMUCbIBAETCA Lie/b COrMaLleHms.

4.24 B pasgene «O6nacTb AeicTBUS» NPeACTaBNATCA WAEHTUPMKALMOHHbIE AaHHble 06
OKa3blBaeMOI abOHEeHTY YyCnyre CBSi3W, Ha KOTOPYH PacrpoCTPaHsieTcs cornalleHne 06 YpoBHE
06CNy>XXMBaHUS:

- MOSHOE ¥ COKPALLEHHOE HaVIMEHOBaHWE YCNYTH;

- 06LLee onmcaHue ycnyru:

- nepeyeHb TOYeK AOCTYNa K ycnyre:

- CXema opraHmsauum ycayru (npyv HeobxoammocTw);

- OMMCaHMe 30H OTBETCTBEHHOCTM OMepaTopa U aboHeHTa:

- Nepuog, OKasaHus yCnyru v apyToe.

OG6Luee onucaHue yCyrn COCTaBNSeTCs B TePMUHax, OLHO3HAYHO MOHMMAEMbIX OnepaTopom W
abOHEHTOM, M OTPaXKAIOLMX BOCNPUATUE YCIYrh aBOHEHTOM.

B pasgen MoxeT 6bITb BK/IHOUYEHA MHAOPMALIMA O HECKOMIbKUX YCAYTrax, OKasblBaeMblX abOHEHTY,
€C/IN OHW SIBNAKOTCA NPeAMETOM UHAMBMAYASIbHOIO COrnalleHns 06 ypoBHE 06CTyXXUBAHUS.

425 B pasgene «YposeHb 06CMY>KWMBaHWS» NpefCTaBnfeTca nofgpobHas UHGopmaums o
COr/1aC0BaHHOM YPOBHE 0OCNYXXMBaHUS:

- NOKa3aTensax Kayectsa yCiyru Cessu;

- rapaHTMPOBaHHbIX 3HAYEHWSX MOKasaTenell KauecTBa OKa3biBAEMOI abOHEHTY YC/yrn CBA3W Y
Jpyroe.

426 B pasgene «[pouedypbl  B3aMMOAEWCTBUS  CTOPOH»  MPWBOLATCA  NpoLuesypbl
B3aMMOAENCTBUA oOnepaTopa W aboHeHTa, OTHOCALLMECS K MPOLEcCcy OKasaHus YCayru: mpu
BbISBIEHNN W YCTPAHEHMN HEUCTPaBHOCTEW, MPOBEAEHWM MNPOMUNAKTUYECKUX, PEMOHTHBIX |

aBapuiiHbIX paboT u Apyrue.
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4.2.7 B pasgene «KomneHcauum» onpeaenstoTcs:

- OTBETCTBEHHOCTb oOrepatopa nepes abOHEHTOM MpY  HEBLIMOMHEHUN FapaHTUPOBaHHbIX
006513aTeNbCTB;

- Npoueaypa paspeLLeHns CrOpPoB 1 pasHOrIacuil.

LLITpachHble CaHKUMM 3a OKasaHWe YCMyrM HeHa/IeXallero Ka4yectBa B 4aCTV COM/TaCOBAHHOIO
YPOBHS 06CNYXXMBaHUA MOTYT NPeScTaBnATy COOOA:

- YMEHbLLEHMNE eXKEMECAYHON MnaThbl 3a YCayry;

- NpeLocTaB/ieHne CKALOK;

- PaCTOP)XXEHWE KOHTpaKTa:

- NpefocTaBieHne GecnnaTHbIX CEPBUCOB U ApYToe.

4.2.8 B pasgene «CepBucHoe 06CyXrBaHe» NPeACcTaBsaeTca cneayroLwas nHpopmaums:

- OMMcaHne yCIyr CEepBUCHON NMOAAEPKKY;

- KOHTaKTHble faHHble CMy)XObl CEpBUCHOV MOAJEPXKKM (TeneoHHbI HOMep M HOMep (akca,
afpec 3/1EKTPOHHOM MOYTbI, MOYTOBbIN aApec H Apyroe);

- rpadK paboTbl CNY>KObl CEPBUCHOI NOAAEPXKKY;

- npoueaypa B3aMMOAENCTBUS CTOPOH NPU CEPBUCHOM 06CNY>KNBAHUN;

- NPUOPUTETLI NOCTYNALOLMX OT aBOHEHTOB 3anpoCoB;

- BPEMS peakummn Ha 3anpockl Pas/iMuHbIX NPUOPUTETOB;

- BpemMs peLleHus npobnem;

- KOHTaKTHbIE NnLa 1 Jpyroe.

429 B pasgene «KOHpMAEHLMANbHOCTL» YKa3blBAeTCA YPOBEHb  KOH(MAEHLMAILHOCTM
cornalleHms, nHhopMaummn 1 LOKYMEHTOB.

4.2.10 B pasgene «AKTyanusaumsa» repevymcnaioTca U3MeHeHUs, A0NyCTUMble 419 BHECEeHMs B
cornalueHue 06 ypoBHe 06CNyXXMBaHWSA, 1 ONKCLIBAETCS MPoLeypa BHECEHUS U3MEHEHIA.

4211 CornaweHne 06  ypoBHe  OOCNYXMBaHWA  MOAMMUCLIBAETCA  MO/IHOMOYHBLIMU

MpefCcTaBUTENAMW CTOPOH B pasfene «MMoAMUCcH CTOPOH».

4.3 Tloka3atenn KayecTsa

4.3.1 OnpegeneHne MoKa3aTeneil Ka4yeCTBa OKa3biBAEMOW aBOHEHTY YCAyruM CBA3M SBASIETCS
Heo6X0AMMbIM 3/1EMEHTOM COrfalleHnsi 06 YPOBHe 06CyXMBaHWS.

432 B cornaweHun 06 YpoBHE OBCNYXWMBaHWS MPUBOAATCS MOMHbIE W COKpaLleHHbIe
HayMeHOBaHMSA NoKasaTefleil KayuecTBa ycayru cBasn. PopMynMpoBKMU NokasaTeneil KauecTBa ycnyru

LOJIKHbI ObITb MOHATHbI a6OHEHTy N NMETb OAHO3HAa4YHOE TOJ/IKOBaHNE CTOPOHaMN.
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4.3.3 TlokasaTeNn KauyecTea YCNyr CBSA3W, BK/IOYaEMble B COr/lalleHue 06 YpOoBHE

06CNyXXMBaHWS, JeNATCA Ha [iBe KaTeropum:

- CneynanbHble - MoKas3aTenun, YCTaHOBMEHHbIe 417 COOTBETCTBYHIOLLIErO BUAA YCYr CBA3N U/nnn
ceTeli:

- 06Lye - MOKasaTenn, He 3aBUCALLME OT YCAYT U/ TEXHOMOTWA.

4.3.4 B cornawieHve 06 ypoBHe 06CMYyXXMBaHUA BK/IHOYAKOTCA MOKa3aTe/n, XapakTepusytoLime
Ka4yecTBO YC/yTn CBA3M C YYETOM KayecTBa paboTbl CeTW, Ha 6ase KOTOPOI OKa3blBaeTcs ycnyra, u
KayecTBa 0OCMY)XMBaHUA HO Haubonee 3HauYMMbIM 471 aGOHeHTa MNOTPeOUTENbCKUM  CBOWCTBAM
yCnyru;

- AOCTYMHOCTM (FOTOBHOCTWN)YCNYTW;

- KayecTBy nepefauu;

- KauecTBy 0BCMy>XMBaHWS.

4.3.5 MokaszaTtenu, BK/IOYaeMbIe B COr/alleHre 06 ypoBHE 06CNYXMBaHWS, AO/MKHbI NOAAaBaTLCA
M3MEPEHNIO N KONMYECTBEHHOW OLLEHKE.

4.3.6 B cornaweHne 06 ypoBHe 0GCMYXMBaHWS MOrYT BKHOUATLCA KaK MpAMble MOKa3aTenm
(Hanpumep, «BpemMs MPOCTOs»), TaK W KOCBEHHble MOKasaTenn KayecTBa YCIyru, KoTopble
paccuMTLIBAKOTCA Kak (hYHKLMU NPSMbIX MOKasaTenein (Hanpumep, «KoahuLMeHT roTOBHOCTY).

4.3.7 B cornaweHne 06 ypOBHe O0OCAY)XMBaHUSI BKIOYAKOTCA Hambonee CyLIECTBEHHbIE AN
Ka>K[0ii 13 CTOPOH COr/lalleHns MOKasaTeNn KayecTsa YCayrn CBS3u.

4.3.8 apaHTMpOBaHHbIE 3HA4YEHWsI MOKa3aTeneil kavyecTBa YC/yrn CBA3W YCTaHaBMMBAKOTCA Ha
OCHOBE [ENCTBYIOLLMX Ha MOMEHT COCTaBMEHMSt COrfalleHns 06 YpOoBHE 0O6CTY>XMBaHWS
(hegepasibHbIX 1 0Tpac/eBbIX JOKYMEHTOB:

- (heiepanbHbIX 3aKOHOB:

- TEXHNYECKUX PerfaMeHToB;

- HaUMOHa/bHbIX CTaH4apTOB:

- PYKOBOZALLMX [JOKYMEHTOB:

- MPaBWN OKasaHWs YCnyr;

- NPUKa30B 1 APYTUX [OKYMEHTOB.

Mpy HanMuMn QOKYMEHTOB, YCTaHaBNMBAIOLMX 00s3aTeNbHble KOMMYeCTBEHHbIE TPebOoBaHNSA K
TEM WAM WHbIM OKa3aTensaM KayectTBa YCyrn, BK/OYaeMmble B COrnalleHne 06 YpoBHe
06CNY)XMBaHMA  rapaHTMPOBaHHbIE 3HAYeHWs 3TWMX MoKasaTeneil [OMKHbl  ObITb  He  XyXe
pernamMeHTUpPOBaHHbIX.

439 B KayeCcTBe rapaHTUPOBaHHbIX 3HAYeHWIn MOKasaTenell KayecTBa YCAyrM MOryT
NCMO/Mb30BaTbC HOPMATVBHbIE 3HAYEHWs, MPeACTaBfieHHble B CTaHAapTax MpeanpusTuii CBS3W,

MCMNONb3yEMbIE B MPaKTUKE pOCCI/II\/’ICKI/IX orneparopos, a Takxke B ME)K,quapO,ﬂ'HOI\/’I MNpakTuke, ecnn
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OHW  He npoTMBOpevyaT  TpeboBaHMAM  AEWCTBYIOWMX  (hedepasibHbIX U OTpac/eBblX
pernameHTUPYHoLLMX JOKYMEHTOB.

4.3.10 Ana nokasaTeneii KayecTBa, rapaHTMpPOBaHHble 3HAYEHMS KOTOPbIX HE MOMyT ObITb
ornpegesnieHsbl corfiacHo n. 4.3.8 u n. 4.3.9, npefenbHble 3HAYeHUs YCTaHaBNMBAKOTCA NyTeM aHannsa
MMeKLLeroca y onepatopa MaccuBa CTAaTUCTUYECKMX [JaHHbIX M0 3TUM NOKasaTensaM  3a
CTATUCTUYECKUN 3HAYMMBIA NEPNOL BPEMEHN.

Mpouenypa Bbibopa NpedenbHbIX 3HAYEHWIn MoKasaTeneli KauyecTBa YCyru CBA3W BK/HOYAET B
cebs:

- NpeABapuTenbHbIA 0TOOP NPeAenbHbIX 3HAUYEHWI NOKasaTenei;

- c6Op CTaTUCTMYECKNX AaHHbIX O Ka4ecTBe YCNyru;

- OL|eHKY NnoKasaTefieil KauecTBa YC/yr Ha OCHOBE COBPaHHbIX CTaTUCTUYECKMX AaHHbIX;

- OUEHKY 4acTOTbl HECOOTBETCTBUIA MpefenbHbIM 3HAYeHUAM W (PUHAHCOBbIX MOTepb OT
MPUMEHEHNS LUITPAHBIX CaHKLWIA;

- KOPPEKLMIO 1 COrNacoBaHUe NpederibHbIX 3Ha4eHW MoKasaTeneil.

4.3.11 BblbpaHHble B pamMKax CoOrfaweHnss 06 YpoBHe O6CAYXMBaHMS TapaHTUPOBaHHbIe
3HAYEHNs MoKasaTeneid He [AO/MKHbI MPUBOAUTb K HECOOMOAEHWIO TFapaHTUPOBAHHbIX 3HAYEHWIA
nokasaTesneli KauecTBa yCcnyr, OKa3blBaeMbIX OrepaTopom ApYrMM aboHEHTaM.

4.3.12 YCTaHOBfMEHHble COrnalleHVemMm 06 YpPOBHE OOCMY)XMBaHMSI MOKasaTeNM KayecTBa MOryT
6bITb 06beAMHEHbI B eVNHbIA MHAEKC KayecTBa ycayru cBssw. Mpu 3TOM B COrnalleHun o6 ypoBHE

06CNYXMBaHUS OMNPEAENAOTCH BECOBbIEe KOAMMMLIMEHTbI KAXKAOIO NoKa3aTei KauecTsa YC/yru.

4.4 MOHWUTOPVHI NMoKasaTeneli KavecTea

441 MOHUTOPUHI TMOKasaTeneli KayeCTBa, XapaKTEpPU3YHOLIMX YPOBEHb 0O6CAYXMBaHWS
OKa3blBaeMOI abOHEHTY YCNyrn CBA3W, SIBMSIETCA HEOOXOAMMbIM YCMOBMEM COr/alleHns 06 ypoBHe
06CNy>XXMBaHMSA.

4.4,2 MOHUTOPWHT MOKa3zaTesieli KayecTBa YC/yr CBA3M MOXET MPOU3BOANTLCS OMEPATOPOM Kak
«PYYHbIM METOIOM», TaK M B aBTOMATMYECKOM PeXrMe C MPUMEHEHMEM annapaTHO-NPorpamMMHbIX
CpefcTs.

4.43 Tpn opraHu3auMm MOHMTOPWMHIA MOKasaTesiel KadvecTBa YCIYrM CBA3M B pamMKax
cornaweHns 06 ypoBHe 0OCNy>XMBaHWSI MPeANOYTUTE/IbHBIMW SBMSKOTCA aBTOMATUYECKNE METOgbI,
MO3BO/IAKOLLME MPOUN3BOANTL KOHTPO/Ib FapaHTUPOBaHHbIX MOKAa3aTeneil B HeMPepbIBHOM PeXUME.

4.4.4 Vicnonb3yeMble 0nepaTopoM Mpu OpraHu3aLmMn MOHUTOPUHIa NoKasaTeneld KadecTsa ycnyru

CBS3  anmapaTHO-NPOrpaMMHble CPEACTBA  MOANEXAT CepTU(MUKALMK, [EKNapUpoBaHWMI0 1
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JIMLEH3NPOBAHWIO COTNMAcHO YCTaHOB/IEHHbLIM TPEGOBAHNAM K UX MPUMEHEHWIO Ha CETU 3/IEKTPOCBA3M

Poccwiickoii degepauymn [1].

4.4.5 CTOpOHbI corfawleHnss o6 YpoBHE O6CNY>XMBaHMS COrNacyrtoT npoueaypbl npoBeaeHNs
M3MEPEHNIT B paMKax MOHWTOPUHIA MOKasaTesieli KauecTsa yCnyri.

B cornaweHne 06 ypoBHe 0OCMY)XMBaHMS MOXET He BK/IKOYATbCS OMMCaHME CaMoro npouecca
M3MEPEHNSs, KOTOPbIA 3aBUCUT OT MPUMEHSEMOI TEXHONOTUW W HEe BXOAWUT B 30HY KOMMETEHLMU
aboHeHTa.

4.4.6 Mo >KenaHWo aboHeHTa onepaTop NpefocTaBfeT eMy BOSMOXHOCTb KOHTPO/S BbINOHEHUS
YC/OBUWIA cornalleHnst 06 ypoBHe 06CMYyXMBaHUA MyTeM OpraHusauuy AocTyna K CBOei cucTeme
MOHMWTOPVHIa MOKa3aTesleil KayecTBa yCyru.

4.4.7 PesynbTaTbl MOHUTOPWHIa MoKasaTefeil KayecTBa OKasblBaeMOl abOHEHTY YCAyru CBSA3U
MOA/IeXaT XPaHEHMIO B TEYEHME YCTaHOB/IEHHOMO COMlalleHUeM CPoKa.

4.4.8 Apxu1BHble AaHHble MOHUTOPMHIA MOKa3aTeneil kayecTsa YC/Iyr BblAaOTCA OMepaTopoM o
3anpocy aboHeHTa B COOTBETCTBUM C YCNOBUSMM COTfTALLEHNS.

4.4.9 Onepatop o06ecrneuvMBaeT pe3epBHOE KOMUPOBaHWE W BOCCTAHOB/IEHWE PEe3YyNbTaToB
MOHUTOPWHTA MOKa3aTe/eil KayecTBa 0Ka3bIBAEMON abOHEHTY YCNyTI CBA3M.

4410 Tpn HeobxoaMMOCTM (BO BHELUTATHBLIX CUTyauusax) MNpUoCTaHOBUTL CO60OP [AaHHbIX B
pamMKax MOHWTOpPWMHra nokasaTefieil KayecTBa YC/yrun onepaTop MHGOPMUpYeT 06 3TOM aboHeHTa B
YCTaHOBJIEHHbIA COrNaLLIEHNEM CPOK.

4411 OYHKUMOHMPOBaHWE CUCTEMbI MOHMTOPWMHIA MOKa3aTeneil KayecTBa OKa3blBaeMOIA
abOHEHTY YCyru CBA3W, BK/IOUYEHHBIX B COrlalleHne 06 YpoBHE 06CNY>KMBaHWSA, perlaMeHTpYeTCs

NosoXXeHnem 0 cuctemMe MOHUTOPUHIa orepartopa.

4.5 OneHKa nokKasaTenei KayecTsa

451 OueHka noKasaTe/neil KauecTBa YC/Ayrn CBS3W MPOM3BOAMTCA Ha COOTBETCTBUE WX
(haKTUYECKUX 3HAYEHWIA rapaHTWPOBaHHLIM 3HAYeHUsM, OMpefeNeHHbIM B COr/alleHW 06 YpoBHE
06CNyXXMBaHMA.

4.5.2 Onepatop 06ecrneynBaeT 0ObEKTUBHOCTL NPOM3BOAMMBIX UM OLEHOK MOKa3aTenein kavyecTsa
OKa3blBaeMO abOHEHTY YCNyTu CBA3N.

453 OueHKa MOKa3aTenein KayecTBa YCMYrM CBSI3W MOXET MPOM3BOAWNTLCS OMepaTopoM
CaMOCTOSATENIbHO W/WAM € MPUBNEYEHVEM TPeTbeld He3aBUCUMOW CTOPOHbI (MOHUTOPWHI, ayauT,
cepTudmkaums), obnagatoLLeil Tpedyemoli KOMMIETEHLMEN.

4.5.4 Onepatop obecneynBaeT abOHEHTY BO3MOXHOCTb CaMOCTOATENIbHO MPOW3BOAUTL OLEHKY

MokKasaTe/fieli KayecTBa OKa3blBaEMOI EMY YyCnyrm CBA3M Ha COOTBETCTBME TrapaHTUPOBaHHbIM
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3HAYEHMAM COrNacHO YCNOBUAM COr/lalleHns 06 YPOBHe 0BCNYXMBAHUSA MPU HAUYUN TEXHWUYECKOI
BO3MOXHOCTM.

4.5.5 TMopsagoK OLeHKU MoKasaTeniell KayecTBa YCAYry CBA3W, BK/KOUYEHHLIX B COr/alleHue 06
YPOBHE 06CNYyXMBaHUA, LO/KEH ObITb NOHATEH aBOHEHTY.

4.5.6 B cornaweHue 06 ypoBHe 0BCNY>XUBaHUA MOXET ObITb BK/OYEHA METOLOMOMMS OLEHKM
rMoKasaTe/fleH KayecTsa yCnyru CBs3u.

4.5.7 OueHKa MokasaTesneil kayecTsa YC/yru CBA3W B pamMmkax MeXXOHepaTOPCKOro corfatleHus 06
YPOBHe 06C/NyXMBaHWUSA NPOU3BOANTCA Ha YCNOBUAX eAMHOI0 METOAMYECKOro Moaxofa K OLEeHKe U
COMOCTaBMMOCTU Pe3y/bTaToB.

4.5.8 OueHka nokasarenell kayecTBa OKa3bIBaEMOW abOHEHTY YCyru CBA3W NNaHUpYyeTCs Ha BeCb
nepuoa AeiAicTBMS cornalleHns 06 ypoBHe 06CTy>XMBaHUS.

4.5.9 Onepatop obecrneumBaeT CBOEBPEMEHHOE BbISBMEHME HapyLUEHUN YCNOBWIA COrnalleHns o6
YPOBHe 006CNY)XMBaHWS, MHDOPMUPYET COrlacHO YCTaHOB/IEHHOMY COrflalleHveM NopsiaKy aboHeHTa
0 BbIAB/IEHHBIX Cfly4asX HECOOTBETCTBUS TEKYLLEro YpPOBHs KauyeCTBa OKasblBaeMOW YCnyru CBs3u

rapaHT1POBaHHOMY YPOBHIO 0BCYXXMBaHWS.

4.6 OTYETHOCTb

4.6.1 CornawleHve 06 ypoBHe 06CNY>XUBaHWUA MpefycMaTpuvBaeT HeOO6XOAMMOCTb OpraHu3auum
MEXaHW3MOB WH(OPMMPOBaHMSI abOHEHTa O TEKYLUEM YPOBHe O06CNY>XMBaHWS. YCTaHaB/MBaeTCA
nopsgoK, CpeAcTBa MHMOPMUPOBaHKSA, NOTHOTA M NEPUOAMYHOCTb OTHETHOCTM OnepaTopa 06 ypoBHe
06CYXKMBaHMA MO rapaHTUPOBaHHbLIM MOKa3aTe/lsiM KayecTBa OKa3biBAEMON abOHEHTY YCYrn CBA3N.

4.6.2 Onepatop C onpeaeneHHOl B cOrnawleHnn o6 YPOBHE 06CNY>XMBAHWS MEPUOANYHOCTbLIO
COCTaB/IAIET OTYEThI O KaYeCTBE OKa3blBaeMOW abOHEHTY YCyru CBA3N.

4.6.3 OTyeTbl AN aboHeHTa BKIOYAlOT B CebA WMHGOpPMAaLUIO B COOTBETCTBUM C YC/IOBUAMU
corfaweHms:

- KQYeCTBO OKa3aHHOI yCyru CBA3M;

- BbINOSIHEHWE TPeBOBaHWN COrNalLeHNs 06 YPOBHE 06CYXMBaHUS.

4.6.4 OTYeT 0 KayecTBe OKa3aHHOM abOHEHTY YC/yrn CBA3N COAEPXXWT OLEHKY AOCTUIHYTOro
YPOBHS KayecTBa HO rapaHTMPOBaHHbIM MoKasaTensm. OT4eT HanpasiseTcsd aboHEeHTY COriacHo
YCTaHOB/IEHHOW B COrNaLleHNn NepucauHHOCTH.

4.6.5 OTYeT O BbLINOAHEHUN TPeGOBaHWIA cornalleHWs 06 YPOBHe O0BCNY>KUBaHWS COLEPXKUT
KpaTKyt0 OnepaTvBHYH WMH(OPMaLMo O TEeKYLUMX OLeHKax MoKasaTesneil KavyecTBa OKasblBaeMoi

a6OHEHTy yCnyru cesn. Otuer Hanpas/igeTcA a60HEHTy B COOTBETCTBMU C YC/10BUAMIK COrnalleHnA.
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4.6.6 OTUeTbl JO/MKHbI COAEPXKATb MHOPMALMIO MO KaXAO Touke (rpynne Touek) AocTyna K

OKa3blBaeMOVi abOHEHTY yC/yre CBA3W.

4.6.7 Tlpn npegocTaBneHUN aboOHEHTY OTYETOB OMnepaTop 06ecneynBaeT UX [OCTOBEPHOCTb U
CBOEBPEMEHHOCTb.

4.6.8 Onepatop 06ecneynBaeT 3alnTy OTHETHOW UH(hOPMaLMK, HanpaBiseMoin aboHeHTy [1,31.

4.6.9. Pa3Hornacua CTOpoH Mo pe3ynbTaTaM OLEeHKM AOCTUIHYTOrO YPOBHA KayecTsa yC/yru no

rapaHTUpPOBaHHbLIM MOKa3aTe/1aM paspeLlaroTca B COOTBETCTBUM C YC/IOBUAMK COrlalLieHNs.

4.7 AkTyanmsauma

47.1 CornaweHve 06 YpPOBHe 0GCNYXMBaHWS [O/MKHO MOAAEPKMBATLCS B aKTya/lbHOM
COCTOSIHUM.
4.7.2 [lonyckaeTcs MepecMOTP U KOPPEKTUPOBKA COr/alleHWsi 06 YPOBHE O6C/TYXMBaHUS MO

VHULMATVBE KXXAON 13 CTOPOH.
473 AKTyamzaums corfnawieHuss 06 ypoBHe OO6CNYXXMBaHMS  MPOM3BOAMTCS  MyTeM

[IOKYMEHTVPOBaHWS N COrNacoBaHUS CTOPOHaMM BHOCUMbIX U3MEHEHWIA.

10
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