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NMpeaucnosue

Llenu n npuHuunel ctaHaapTusaunm 8 Poccuiickoin @efiepalium yctaHoBrneHsl defepansHbIM 3aKOHOM OT
27 pekabpsi 2002 r. Ne 184-93 «O TeXHNUYECKOM perynmpoBaHnmn», a npasuna NpuMMeHeHUs HaunoHabHbIX
ctaHgapTtoB Poccuinckoin ®egepaumm — FOCT P 1.0—2004 «CTtaHgapTusaumsa B Poccuiickon degepauni.
OCHOBHbIEe NMOMNOXKEeHUA»

CBegeHus o ctaHaapTe
1 PA3SPABOTAH YupexaeHuem «LleHTp cepTudukalum ycnyr cBssm»

2 BHECEH YnpaBneHuem pa3BuTus, MHdopMaLmnoHHore obecneveHms nakkpeantaunum GegepansHoro
areHTCTBa Mo TEXHWUYECKOMY PeryMpoBaHuIe U MeTPOoriu

3 YTBEPXOEH W BBEAEH B JEMCTBUE Mpukaszom ®egepansbHOro areHTCTBa Mo TEXHUYECKOMY
perynupoBaHnto U MeTposiornn ot 15 gekabps 2009 1. Ne 1188-ct

4 BBEJEH BMNEPBbLIE

UHpopmayus 06 usaMeHeHusIx Kk HacmosilemMmy cman@apmy rybrniukyemcsi 8 exeeo0Ho uzdasaeMoMm
UHhOpMaUUOHHOM yKazamerie «HauyuoHnanbHble cmaHdapmbi», a MeKcm U3MeHeHU U 1ornpasoK — 8 exemMe-
CA4YHO u30asaeMbix UHOPMaUUOHHbIX yKazamernsix « HayuoHanbHbie cmaHO0apmbi». B criyyae nepecmompa
(3aMeHbl) unu OMMeHbI Hacmositeao cmaHO0apma coomsemcemeyioulee ysedomieHue bydem onybriukogaHo
8 eXXeMecs14HOo uzdasaeMomM UHGhOpMaUUOHHOM yKalzamene «HauuoHaneHele cmaHO0apmel». Coomeemcmaey-
rowast uHghopmayusi, yeedoMieHue U meKcmbl pa3Melliaiomces makxe 8 UHGhopMayuoHHoU cucmeme obujeao
rnofb308aHuss — Ha opuyuanbHoM calime PedepalibHO20 a2eHmcemea o MexXHUYEeCKOMY peayuposaHuio U
memporioauu 8 cemu MlHmepHem

© CTtaHgapTuHgpopm, 2011

HacTtoawuia CTaHOapT HEe MOXeT ObITb NOMHOCTLIC UMM YAaCTUYHO BOCnpoun3segeH, TupaxxXmpoBaH 1 pac-
NpoCTpaHeH B Ka4YecTBe O(bl/ILI,I/IaJ'IbHOFO nsgaHus 6es pa3speLlueHuna cbep,epaanoro areHTcTBa no TeXxHn4ecko-
MYy peryampoBaHuio U MEeTPOIIornn
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HAUUWOHAINBbHBIA CTAHOAPT POCCUUCKOW @GEREPALMUMN

KAYECTBO YCIYI CBA3U

O6LWure nonoxeHus

Quality of communication services. General

DaTta BBegeHna — 2011—01—01

1 O6nacTb NnpMMeHeHus

HacTtoawwmii cTaHgapT pacnpocTpaHseTcsl Ha yCryru CBsi3n, OKasblBaeMble onepartopamiu CBsI3v Ha Tep-
puTtopun Poccuninickon ®eaepauum HesaBUCUMO OT UX hopM cobCTBEHHOCTH, BeIOMCTBEHHOM NMpUHaAneXHoC-
TW M UCNONBb3YEMbIX TEXHUYECKUX CPeacTB.

HacTtosawwmii ctaHgapT ycTaHaBMBaeT OCHOBHEIE MOMOXEHUS, OTHOCSLLMECS K KA4eCTBY YCIYT CBA3N.

HacTtosawwmii ctaHgapT npegHa3sHadyeH AMns UCNoSib30BaHWs orepaTopamMum CBA3M, OKasbiBaoLLMMM YCIyTn
CBSI3W, NPeACTaBUTENSIMU rOCY4apCTBEHHbIX OPraHoB, OCYLLECTBSIIOWNX perynnposaHne B 0bractu cBAsn,
noTpebuTensiMm ycnyr CBsiau, Hay4HbIMA 1 MPOEKTHBEIMU OpraHn3aLmnaMu npu pa3paboTke U MpoeKTUPoBaHUK
ceTein U cnyx6. Hactosiwmin ctaHgapT mMoxeT 6biTe Takke UCMNofb3oBaH Npu paspaboTke cTaHOapTOB B
obnacTtu ceazn.

2 TepMMHbI U onpeaeneHus

B HacTosLWeM cTaHaapTe NpUMeHeHbI criedytole TEPMUHBI C COOTBETCTBYHOLLMMM ONpeaeneHnsaMu:

2.1 ycnyra: HenocpeactseHHoe B3auMOAEWCTBUE WCMONHUTENS U noTpebuTens ycnyru, a Takke
cobCTBEHHbIE AEACTBUS UCMONMHUTENS, HanpaBreHHble Ha YAOBNETBOPEHWE COOTBETCTBYIOLEN NOTpeBHOCTU
notpeburens.

2.2 ycnyra cBasu: Ycnyra, 3aknodatollascs B npueme, obpaboTke, XxpaHeHUn, nepegade n gocTaBke
coo6LLeHUI 2NeKTPOCBA3N UM MOYTOBLIX OTMPaBMEHUNA.

2.3 aboHeHT: [lMonb3oBaTenb yCryr CBA3N, C KOTOPLIM 3aKk/todeH oroBop 06 okasaHWUM Takux yCnyr npu
BblAeNeHNN ANs1 3TUX Lenei aboHeHTCKOro HoMepa Ui YHUKabHOro Koda naeHTudpukauun.

2.4 notpe6uTtenb ycnyr cBasu: dusnyeckoe UNn topuandeckoe NuLo, nonydarLlee, 3akasbisatollee
U UMetoLLLee HamepeHne NONyYUTb UK 3aKkasaTb YCIyry cBA3N Ans COBCTBEHHbIX HYXA,.

2.5 nonb3oBatenb ycnyr cBA3u: Puanyeckoe UnM OpUAMHECKOE NUUO, 3akasbiBatollee W/unu
NCMONb3YyHoLLEee YCIyri CBA3N.

2.6 okasaHue [npepoctaBneHue] ycnyr cBasu: [eaTeNbHOCTb UCNOMHUTENSA YCNyri No npuemy,
06paboTke, XxpaHeHu Lo, Nnepedade 1 4ocTaBke COOBLLEHNA 3NTEKTPOCBA3M UMM MOYTOBLIX OTMPAaBMEHUA.

2.7 onepatop cBA3K: HOpuanMdeckoe NULO UK MHAMBUAYAaNbHLIA NpeanpuHUMaTenb, OKasbiBatoLWniA
YCNYru CBSA3M Ha OCHOBaHWUM COOTBETCTBYIOLLEN NTULLEHINN.

2.8 kauyecTBoO ycnyr cBsAsn: CTeneHb COOTBETCTBMSA NMPUCYLLIMX YCITyram CBSA3UN XapakTepuctuk Tpe6o-
BaHWAM, YCTAHOBMEHHBIM HOPMaTUBHBIMU AOKYMEHTaMM.

2.9 cucTeMa ynpaBneHUsi KayecTBOM ycnyr cBA3u: COBOKYNHOCTb OpraHW3aLMOHHOW CTPYKTYpHI,
OTBETCTBEHHOCTW M NOHOMOYNIA NepcoHana, npoueayp, NPoLEeccoB U pecypcos, obecrnednBaroLLmnx ocyLle-
CTBJIEHWNE yNpaBneHUs Ka4eCTBOM YCIyr CBA3M.

2.10 kavecTBO O6CNY)XUBaHUsi nonb3oBaTtenen ycnyrcBAsn: COBOKYMNHOCTb 9KOHOMUYECKNX, COLU-
anbHbIX M ApYrux nokasaTtenemn (mapaMeTpoB YCNyr CBA3N), OLLeHNBaEMBIX C MO3ULMM NOMb30BaTENEN U Xapak-
TEPU3YIOLLMX CTENEHDb UX YAOBETBOPEHHOCTU KAYECTBOM 3TUX YCIYT.

Uspanwe ochpnumnanbHoe
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2.11 kadecTBO paboTbl ceTn anekTpocBA3M: COBOKYMHOCTb NokasaTtenen (MapaMeTpoB CETU 3MeKT-
POCBSI3N), XapaKTepusyoLMX Ka4ecTBO NPON3BOACTBA YCMYT 3MNEKTPOCBSA3N Ha pas3NUYHbIX yHacTKax ceTu U no
CeTu 3MeKTPOCBSA3N B LeNlom (0T aboHeHTa 4o aboHeHTa) B COOTBETCTBUN C TEXHUYECKUMN TPeboBaHUsAMN K
060pyaoBaHUIC U KaHanaM CBS3N, a TakKe YPOBHIO TEXHUYECKOW aKCMTyaTaunmn 3TUX CpeacTs.

2.12 HopmaTuBHas AOKyMeHTauuA: HopmaTuBHbIE JOKYMEHTEI, ycTaHaBnMeawowme TpebosaHus.

2.13 oueHkaka4vecTBaycnyrcBsasu: OnpegeneHue nokasaTtenen KayecTsa ycryr CBSA3M C y4eTOM JOC-
TOBEPHOCTU U/ TOYHOCTU KONMUYECTBEHHBIX 3HAYEHUA.

2.14 koHTponb KayecTBaycnyrcBasu: MpoBegeHne NpoBEepPKU COOTBETCTBUSA NoKa3aTenen kadecTsa
YCIyT CBSI3U yCTaHOBMEHHBIM TpeboBaHUSAM.

2.15 ayaut kadecTBa ycnyr cBA3u: [poegeHne He3aBUCUMON JOKYMEHTUPOBaHHOM MPOBEPKN COOT-
BETCTBUS MoKasaTeNen kayecTBa yCyr CBs3N yCTaHOBIEHHBIM TpeBoBaHMAM.

3 KauecTtBO ycnyr cBsi3m

3.1 OcHoBHble haKkTOpbl, ONpeaensoLUe Ka4eCTBO YCIYT CBA3U

OcHoBHble hakTopkl, BAUSIIOLLNE Ha KAYeCTBO YCIYT CBA3N:

- Heobxognmasi matepuanbHas 6a3a (obopyaoBaHue, Matepuanbl U TEXHOMOTUW, COOPYKEHUs], 34a-
HUA 1 np.);

- YyenioBeYyeckun akTop, NpegycMaTpuBatoLnii KOMNETEHTHOCTb, KBanndukauuie, MOTMBaLMIo, OUC-
LAMNANHY COTPYAHUKOB;

- COBpeMeHHoe yrnpaBlieHne opraHv3alnein CBs3N B LIeNIOM M ynpaBsfieHne KayeCcTBOM OKa3blBaeMbIX
YCIyr CBA3W;

- BHewWwHsAs cpefa (TpeboaHus notpeburenen K Ka4eCcTBY YCIyr cBA3n, TpeboBaHUS perynupyoLLero
opraHa, KOHKYPeHUUA N T. 4.).

3.1.1 MartepuanbHas 6asa

3.1.1.1 Bce ucnonb3yemele B NPON3BOACTBEHHbIX MPOLECCaX OKasaHWUsl YCIyr CBsI3W TEXHUYECKNe cpel-
CTBa, TEXHOMOMMNU, COOPYKEHWST AOMKHBI COOTBETCTBOBaThL TpeboBaHUAM CTaHAapTOB, APYrMX HOPMaTUBHBIX
OOKyMeHTOB 1 obecnedmBaTh Hagnexallee Ka4eCTBO NpeocTaBAsieMbIX YCIyr COOTBETCTBYIOLUX BUAOB.

3.1.1.2 TexHun4ecKkne cpedcTBa, TEXHOOMMU, COOPYXKEHNUA CriefyeT NCMoMb30BaTb B COOTBETCTBUAN C
3KennyaTaLMOHHbIMUA JOKYMEHTaMU, cofepKaTb B TEXHUYECKU UCNPaBHOM COCTOSIHUU U CUCTEMaTUYeCKU Npo-
BepSAThL 418 NOATBEPKAEH WS NPUroaHOCTHN.

3.1.1.3 PasMepbl M COCTOSIHNE 30aHUIA U UMEIOLLIMXCS B HUX MOMELLIEHWIA A0IDKHBI oTBeYaTb TpeboBaHu-
AIM CaHUTapHO-TUIMEHNYECKNX HOPM W MpaBui, MpaBui noxapHou be3onacHocTn, 6e3onacHocTy Tpyda u BbiTb
3aLMLLEHbI OT BO3AENACTBUS hakTopoB, OTpULATENBHO BIIMSAIOLLUX HA KAYECTBO OKa3biBaeMbIX YCNyr (NOBbILLIe-
HWUsl TemnepaTypbl BO34yXa, BIaXKHOCTU BO3AyXa, 3anblIEHHOCTH, 3arasoBaHHOCTU, Wyma, BubpaummnT. 4a.).

3.1.1.4 Tnowaab nomeLLeHnUi 4omkHa NpegycMaTpuBaTh BOSMOXHOCTb pasMeLleHusl nepcoHana, npu-
ema, B3aMMOLENCTBUSA C KITUEHTAMM 1 OKa3aHWUs UM YCIyT B COOTBETCTBUN C YCTAHOBAEHHBIMW HOPMaMMU.

3.1.2 MNepcoHan, y4acTBYIOWMUA B OKa3aHUU YCIyT CBA3U

3.1.2.1 Bnpou3BOACTBEHHLIX MPoLEeccax, OTHOCALLMXCS K OKasaHWio YCNyr CBA3N, OOJBKHEI BbITb MCNonb-
30BaHbl COTPYAHWKA B COOTBETCTBUM CO LUTATHBLIM pacincaHuem.

3.1.2.2 Kaxghblil COTPYOHWK OOMMKEH MMEeTb COOTBETCTRYOLWME 06pasoBaHue, kBanudukaumie, npodec-
CMOHanbHYyo NoAroToBKy, 06ragaTb 3HaHUSAMU U OMbITOM, HEOBXOAMMBIMU AJ151 BbIMNOMHEHWUS] BO3MOXEHHbIX Ha
Hero obsAsaHHoCTEN.

Keanudukaumio coTpyaHUKOB criedyeT nogdepXunsaTh Ha BEICOKOM YPOBHe nepuogndeckoi yueboi Ha
Kypcax NoBbILLeHNs KBanudukaLlm Uim MHeIM1 e ACTBEHHBIMK crocobamu.

3.1.2.3 KaxxgoMy coTpyaHUKy Heobxoanmo npefocTaBUTh AOIPKHOCTHYO MHCTPYKLMIO, yCTaHaBNuBato-
Lwyto ero 06s3aHHOCTU 1 MpaBa.

3.1.2.4 CoTpyadHuKK, y4acTBYOLLME B OKa3aHWUM YCYT CBSI3U, JOJPKHEI ObITE aTTECTOBAHbI B yCTaHOBMAEH-
HOM nopsigke.

3.1.2.5 Tlpwu okasaHuuU ycnyr nepcoHar, HenocpeCcTBEHHO B3aUMOAEACTBYIOLLUIA C KITUeHTaMun, 0MKeH
NPOABNATb K KIIMEHTAM MakCMMarslbHble YyTKOCTb, BEXIMBOCTb, BHAMaHWE, BbIOEPKKY, MpegycMoTpUTeNb-
HOCTb, TEpMEeHMe.

3.1.2.6 CeeaeHust MIMYHOIo Xapakrepa o KIMeHTax, CTaBLUne U3BECTHLIMW COTPYAHMKAM NpU oKazaHuu
YCIyr CBSI3W, COCTaBsAoT npodeccunoHanbHyto TanHy. CoOTpyAHMKN, BUHOBHbIE B pasriaweHnum npodeccuo-
HarnbHOW TalHbl, HECYT OTBETCTBEHHOCTL B Mopsifike, ycTaHoBNeHHoM Poccuinckon denepatmei.
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3.1.3 Cuctema ynpaBneHusi opraHuszauuend CBA3U B LEeNOM U YynpaBreHUs KadyecTBOM
oKa3blBaeMbIX yCNyT CBA3U

3.1.3.1 Cuctema ynpaeneHusl opraHM3aunen cBA3n B LLeNIoM AoibkHa obecneynBaTtb AesATeNbHOCTb,
HanpaefeHHY Ha NOoNHOe YAOBMETBOPEHUE HYX[ KINMEHTOB, NoBbllleHue 3¢ deKTUBHOCTU U NOCTOSIHHOE
COBEpLUEHCTBOBaHMWE NPOLLECCOB OKa3aHWs YCIyr CBsI3N.

3.1.3.2 Cuctema ynpaBneHus Ka4eCcTBOM YCIyT CBsI3W BXOAMWT B COCTaB CUCTEMbI YIpaBeHUs opraHnaa-
LMen CBSI3M B LIeSToM 1 JomkHa o6ecrnevmBaTh BbIMOSIHEHUE YCTAaHOBMNEHHbLIX TPeBOBaHUI K Ka4eCcTBY YCAYT U
NoBbILLEHNE KAa4yeCcTBa YCIyr, yrpasnss BceMn hakTopamu, 0T KOTOPbIX 3aBUCUT KAYECTBO Ha BCeX aTanax Kus-
HEHHOrO LIMKIa yCnyru.

3.1.3.3 OcHoBHEbIe 3aga4u, KOTopble A0MDKHA pellaTb cucTema yrnpasfieHUst KRYeCTBOM YCIyT CBSI3N:

- ycTaHoBMeHWe TpeboBaHWiA K KAa4eCTBY YCyT CBSA3M — OMpeferieHne cocTaBa nokasaTenen, oLeH1Ba-
FOLLMX YCITYTA, U HOPMaTUBOB;

- obecneyeHne BLINOMHEHUS YCTAaHOBEHHbIX TpeboBaHWMiA NyTeM NpoBeaeHNst TEXHUYECKUX, OpraHunaa-
LMOHHbBIX, W4E0NorM4eckux U Apyrux MeponpusTun;

- NpoBedeHWe NMPOBEPKN COOTBETCTBUSA YCTAaHOBNEHHEIM TpeBOoBaHUAM NyTeM NOCTOSIHHOrO KOHTPOSS,
BHYTPEHHUX N BHELLHNX ay4WUTOB Ka4yecTBa yCryr;

- HeMmpepbIBHOE COBEPLUEHCTBOBAHWNE YCIYT 1 MPOLLECCOB MX OKasaHUs Ha OCHOBE NpoBeaeHnst onepa-
TUBHBIX 1 N1AHOBBIX MEPONPUSITUI NO peayfbTaTtaM OLEeHKN.

3.1.3.4 PykoBoauTenb OpraHnsaLmn CBA3M HeceT MOSIHYH OTBETCTBEHHOCTb 3a MOMUTUKY B obnacTu
KayecTBa ychnyr, npedcTaBnsiowyto cobol cTpaTernto, Lienu, 3aaadmn U OCHOBHbIE HarnpaBieHUs AesiTeNIbHOCTU
opraHusauunm B obnacTtu kadecTBa. PykoBoguTens opraHmsanm ceasn AoimkeH obecneynsaTb pasbscHeHNe U
JoBefieHne 3TON NONUTUKA A0 BCeX CTPYKTYPHBIX NoapasaeneHnia U cCoTpYAHUKOB opraHusaLmuy, onpeaennTb
NOMHOMOYNS,, OTBETCTBEHHOCTb M B3aMMOAENCTBUE BCEro MepcoHana, OCYLUecTBSIIoWero pykoBOACTBO,
NCMOMHEHWE YCIYT U KOHTPOSb AeATENTbHOCTU, BIINAOLLEA Ha Ka4YeCcTBO YCIyr.

3.1.4 BHewHnn cpega

3.1.4.1 MoTpebHoCTN N oxnMaaHus notpebuTenen AomKkHbl BbITb NONOXEHBI B OCHOBY TpeboBaHUi K
ycryram CBsi3u, B TOM YMCTIe K Ka4YeCTBY YCIyT CBSI3N.

3.1.4.2 MoTpebutens Bnpase notpebosartk NpegocTaBneHUs HeobxoAUMMOR U ACCTOBEPHOM MHdOpMa-
uum o6 ycnyrax ans obecnevyeHust UX kKoMneTeHTHoro Buibopa.

3.1.4.3 EguHbIANoaxod K OoLEeHKe KadecTBa yCIyr cBsisn obecneymBaeTcst HOpMaTUBHBIMU 4OKYMEHTaMu
dbegepanbHbIX OpraHoB UCMOMHUTENbHOW BlacTH.

3.1.4.4 depnepanbHoe rocyfapcTBeHHOE YHUTapHoe npeanpusitue «POCCUNCKUI Hay4YHO-TEXHUYECKUIA
LeHTp MHopMaL MM No cTaHgapTu3aumMm, MeTpoIorMm 1 oLeHKe cooTBeTCTBUSI» PefjlepanbHOro areHTCTBa no
TeXHUYECKOMY PErYTMPOBAHNIC M METPOIOTMN U34aeT cTaH4apThl HAa OCHOBHbIE NOKa3aTeNnn KavyecTsa pasnny-
HBIX YCIYT CBA3N.

3.1.4.5 depepanbHbIAopraH UCNONHUTENbHOW BNacTy B obnacTtu cea3un (MMHUCTEpCTBO CBA3M U Macco-
BbIX KOMMYHWKALMIA) B pamKax NOfTHOMOYUIA MO YCTaHOBMEHWIo TPeBOoBaHNA K oKazaHWIo YCITyr CBA3K, B TOM YMC-
e yHUBepcarnbHbIX, ornpegensieT HopMbl okasaTerie kadecTsa yCnyr.

3.1.4.6 B ycrioBusX KOHKYpeHL N opraHu3aunmn 0o6poBOobHO pacluMpsitoT cocTas nokasaTenen kadec-
TBa MpegocTaBnsieMbIX YCYT 1 3aaBsIOT 0 6onee XecTKUX HopMax aTUX NoKasaTenen.

3.1.4.7 BHelwHss cucTtema KOHTPOSIS 3a Ka4eCTBOM YCIyr CBSI3W AOKHA BKMoYaThk B cebst KOHTPOrb,
KOTOPbIA OCYLLECTBAAOT:

- rocygapcTBeHHble opraHel — PegepanbHas cnyxba no Hagaopy B cdepe CBA3N U NoABEAOMCTBEHHEIE
el rocygapcTBeHHble yupexaeHus B cybbektax Poccuiickor Pegepaunn, MHble pegepanbHble opraHbl UCNoN-
HUTENbHOW BMAaCTW, rocydapCTBEHHbIE YYPEXAEHUS U opraHM3aunn B npegenax Ux KoMneTeHLUMU 1 NosHo-
MOYUIA;

- He3aBUCUMble cepTUDUKALIMOHHbBIE OpraHbl, OCYLLECTBAAILWME ayauT KadecTBa ycnyr no 4obpoBonb-
HOW MHULMATUBE OpraHn3aLmii — onepaTopoB CBsI3U;

- obLecTBeHHbIE 0ObegUHEHNS, 3aHUMAIOLLMECS] B COOTBETCTBUUN C UX YYPEANTENbHEIMA AOKYMEHTaMU
3aLLNTON MHTEPECOB NOTPebuTenen ycnyr cesau.

3.2 OueHka KayecTBa ycnyr CBA3U

3.2.1 OueHKa kadecTBa yChyr CBsI3M OCHOBaHa Ha crnegytoLmx npuHuunax:

- OLleHKa KayecTBa ycnyr, npoBogumast ¢ no3nuum nosib3osaTerns;

- obecneyeHne NoSTHOThI OLEHKM Ka4ecTBa YCNyr;

- UCMOb30BaHNE CUCTEMbI KONMYECTBEHHOW OLEHKM KavecTBa yCIyr.

3.2.1.1 OCHOBHOM NOAXOA K OLIeHKe KayecTBa yCnyr CBA3N JOIDKEH COCTOSATh B TOM, YTO MHEHUe NoNb30o-
BaTens npedcrasnseT cobo KOHeYHY0 Mepy KadecTBa ycnyr. [1pn aToM cucTema nokasaTenen KayecTea ycry-
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M OO/KHa XapaKTepu3oBaTb OCHOBHblE MOTpebuTenbckne CBOWCTBA YCMYrM: OOCTYMHOCTb, HAaOEXHOCThb,
KayecTBO 06CnyXuBaHusA 1 ap.

3.2.1.2 Cuctema nokazartenen KadecTBa YCNyrM [O/BKHA XapakTepu3oBaTb OCHOBHble noTpebu-
TenbCKne CBOWCTBA YCIyrM Ha Bcex aTanax ee oKasaHusl: JocTyna K ycnyre, cobcTBeHHO npedocTaBnieHunst
yCnyru, nogaepxkn ycryru.

3.2.1.3 WNz-3a HeoTAeNMMOCTM NpoLiecca NPOM3BOACTBA OT Npouecca noTpebneHuns yciyr cBsi3n cucte-
Ma rnokasaTtesiel Ka4ecTBa yCcnyr oIPkHa BKIloYaTh B ceba Hapagy c nokasarensamu kadecTsa paboTel ceTu
3MEKTPOCBSA3M NoKa3aTenn kayecTBa obcnyxMBaHus Nofb3oBaTenen.

3.2.1.4 C uenbo oxapaKkTepu3oBaTb Ka4ecTBO yCIyrM HeobxoaMMo NpUMEHSATE Takne meToabl cbopa u
06paboTkM MHPOPMaLMK, KOTOPbIE NO3BOSISAIOT MOSTYYUTE KONTMYECTBEHHYHO OLEHKY KavyecTBa YCyru.

3.2.2 Mopspaok npoBeaeHUs OLLEHKU KavyecTBa yCnyr cBA3U

OCHOBHEbIE COCTaBNSOLLNE 3NIEMEHTHI NPOBEAEHUs OLIEHKM KavyecTBa YCIyr CBA3N:

- naeHTuduKaLmsa ycnyru;

- onpeferieHune aTanoB oka3aHWUs YCyru;

- BblgerneHune noTpebutenbCcKnx CBOMCTB YCyTu;

- onpefernieHne cocTaBa nokasaTernen kayecTea ycnyru;

- onpeferieHne cocTaBa aTanoHHbIX (YCTaHOBMEHHbIX) 3Ha4YeHUA noKasaTenen kadecTBa yenyru;

- BbIbop MeToa0B cbopa AaHHbIX;

- cbop AaHHbIX;

- 06paboTka gaHHbIX M KOHEeYHas OLleHKa KadecTBa YCnyri.

3.2.2.1 NpeHTudpnkaLmst ycriyrm AoMKHA 3aKknNiovaTbCsl B OMUCAHUW YCNYyru B TePMUHAX, MOHATHBIX
noTpebutento U ucnonHuTento yenyri. MNMpu aTom onnucaHune ycnyrn JOJMKHO BKIoYaTh B cebs criegytollee:

- onpegeneHue ycnyru;

- 06LLYI0 XapaKTepuUCTUKY YCyry, NpeaocTaBsioWyo pacliMpeHHoe TONIKOBaHWe onpefeneHnst uoTpa-
XKaIoLWYo CYLLHOCTE MpakTUYECKOW peanvaaun yenyri n obractb ee BO3MOXHOIO MCMofb30BaHus noTpebu-
Tenem;

- onMcaHue BO3MOXHOCTEN yCryrn, okasslBaeMoi NoTpebuTento;

- onMcaHue ocobeHHOCTEN TEXHNYECKON peannaaunn ycryru;

- anropuTM OKazaHus yCryri noTpebuTento, oTpaxarowniA B3aMMOCBA3b NPOLLECCOB B3auMOaeNCcTBUA
nonb30BaTens n oneparopa CBsA3W NPU oKkasaHuu yCryru;

- onMcaHue (pUHAHCOBLIX YCIOBUIA OKasaHusl ycnyri (dopma pacyeTa, ocobeHHOCTU Tapudukauuu
uap.);

- onMcaHMe ocobeHHOoCTern opraHusaumMn cnyXobl NoAdepXKKA YCNyrn, OKa3bliBatolWen TeXHU4eckoe U
NMHOpPMaLMOHHOE COMPOBOXKAEHWE YCnyrn (pexxuM paboTbl, KOHTaKTHble daHHbIe U Ap.), a TakKe NpegocTas-
NsieMbIX 3TOM cNyXb0oi BOIMOXHOCTEN NONb30oBaTeNto;

- NopsAaoK obopMITEHNS YCYTH;

- CPOKM OKazaHus yCriyru.

3.2.2.2 Kaxablii U3 3TarnoB okasaHus ycnyru JomKeH oTpaxaTb B3auMo4eCTBMeE Mofb3oBaTens ¢ one-
paTtopoM CBsA3W NMpu nonydeHun yenyri. CoBOKYMNHOCTb 3TanoB gormkHa BbiTe NpeacTaBneHa « ANroputmMom
okasaHus ycnyr». OCHOBHbIE aTanbl okaszaHusl YCIyr Kaxaoro sMaa:

- NpeABapuUTerbHEIA 3Tan (Nprem 3asaBKW OT Nofb3oBaTeNs, 3aK/oYeHne 4oroBopa uT. 4.);

- 9Tan cobCTBEHHO OKa3aHWsA YCNyr Nonb3oBaTento;

- pacyeT 3a ycnyry;

- noadepxka ycnyru.

3.2.2.3 [Ons kaxgoro aTana oKasaHWsa ycrnyrn HeobxoguMmo BbIOENUTb OCHOBHblE MOTpebuTenbckue
CBOWCTBA, XapaKkTepuaytolme ee 06bekTUBHbIE 0COBEHHOCTH, MPOSIBASOWMECS Npy NoTpebneHun.

OcHoBHble NoTpebuTeNnbCKMe CBONCTBA YCIYT CBA3M:

- OOCTYMHOCTb YCNyru;

- HageXHOCTb (TOTOBHOCTD);

- becnepeboMHOCTB;

- Ka4ecTBO 06CnyXMBaHUs nonb3oBaTenei (Mpy obLLEeHNM ¢ epcoHanom):

- Ka4yecTBO Nepenayn;

- Ka4eCTBO YCNYru B LIeSIoM.

3.2.2.4 Cuctema nokasaTefnen KayecTBa yCryrm OoSPKHa oOTpaXkaTb OCHOBHble MNoTpebuTenbckue
CBOWCTBA KOHKPETHOW YCIyrM NPUMEHNUTENBHO K onpedeneHHoMy aTany ee oka3aHus. [NokasaTenm JomKHbl
6bITb NognexawumMm N3MepeHunto 1 ornpegensieMbiMn 4oCTYMNHbIMU crnocobamm c6opa n obpaboTkM faHHbIX.

3.2.2.5 3TanoHHble 3HAYEHUs NoKasaTeNen Ka4ecTBa ycryr CBA3M 40/KHbI ObITb BEIOpaHbI U3 3Ha4YeHWUA,
onpegenexHHbIX OJeWCTBYIOLWEA HAa MOMEHT MNMPOBEOEeHUs OLEHKA HOPMaTUBHO-MPaBOBOW AOKYMeHTauuewn
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(dbepepanbHbIMU 3aKOHAMW, TEXHUYECKUMUW pernameHTamu, cTaHdapTamMu, PYKOBOASALWMMW AOKYMeHTamu
nap.).

Mpn OTCYTCTBUN HOPMATUBHLIX U NPaBOBbLIX IOKYMEHTOB B KAUYECTBE 3TalOHHbIX 3HaYEeHUN UCMONb3YIOT
BHYTPEHHWE HOpMaTUBbI MoKasaTenen KayecTsa ornepaTopoB CBA3N.

B ka4ecTBe BHYTPEHHUX HOPMATMBOB NoKa3aTenen Ka4ecTsa yCiyr onepaTopoB CBA3W B MapKeTUHTOBBIX
uensix MoryT BbITb NcMonb3oBaHbl 6onee XecTkMe HopMaTUBLI MO CPABHEHWUIO C YCTAHOBIEHHBIMU HOPMaTUB-
HO-MPaBOBOWN AOKYMEHTaL Uen.

3.2.2.6 MeToael, BeibMpaemble Anst cbopa gaHHBIX MpU NPOBEdEHUM OLEHKUM KadyecTBa YCryr CBA3N,
OOIKHBI 06ecneymBaTh NOMHOTY, OCTOBEPHOCTL U 3thdeKTUBHOCTL NOMyYeHUst MHpopMaLmn,

K ocHOBHbIM MeTodam c6opa AaHHbIX 41151 OLEHKN Ka4eCTBa YCIyr CBSA3M OTHOCATCS METOAbI:

- NpoBeAEeHUst KOHTPOSTbHbIX BEI3OBOB;

- aHanun3a cTaTUCTUYECKUX OaHHBIX;

- aHanmn3a NepBUYHbIX JOKYMEHTOB;

- 9KCMepTHbIX OLLEHOK;

- NpoBedeHuWs onpoca nosnb3oBaTenen;

- NpoBedeHWsI TECTOBLIX COeOUHEHUIA;

- NpoBeAEeHUsI UCNIbITAHUIA C MOMOLL IO MPOTPaMMHbIX CPEACTB;

- NpoBedeHUst UCNbITAHUA C MOMOLLbIO KOHTPOTbHO-U3MEPUTENLHOM annapaTypsl.

3.2.2.7 C6op gaHHbIX criegyeT NPOBOOUTb B COOTBETCTBUM € pa3paboTaHHOW Nporpammoin paboT, KoTo-
pasi AoflKHa BKMloYaTh B cebsl NpeacTaBneHve BUAOB BbIMOHAEMbIX paboT, yCNoBUA, MecTa U BpeMeHn ux
npoBedeHus, UCnonb3yeMbix MeToaoB cbopa faHHbIX, OTBETCTBEHHLIX ML,

3.2.2.8 ObpaboTka gaHHbIX 4OMKHA ObITb BLINOJIHEHA C UCMOMNb30BAaHNEM MaTEMATUKO-CTATUCTUHECKUX
MEeTOOB 1 C AOBEPUTENBHON OLIEHKOW pesyibTaToB pacyeTos.

3.2.2.9 KoHeyHas oLleHKa kadecTBa yCIyr CBsI3M JOSDKHa BKITto4aTh B cebsi ABe cocTaBnsiioLme:

- OLIeHKY COOTBETCTBUS haKTUYeCKoro 3HaYeHns1 nokasatenen Ux aTanoHHeIM (YCTaHOBIEHHbIM) 3Ha-
YEHUAM;

- OLIeHKY CTerneHu BbIMOMNHEHUs 3TanoHHbIX (YCTaHOBMNEHHBIX) 3Ha4YeHUA nokasaTenen.

3.3 MNpeTeH3uuU K Ka4ecTBY ycnyr cBA3n. OTBeTCTBEHHOCTb 3a Ka4eCTBO YCNyT CBA3U

3.3.1 ABOHEeHT W/unun nonb3oBaTenb YCNyr CBA3N BNpaBe NpeabsBUTL NPETEH3NI0 onepaTopy CBA3N 3a
HeuCnonHeHne UNu HeHagnexatiee NCMoNHeHne 0bA3aTeNbCTB MO OKa3aHWUIo YCyT CBA3N B COOTBETCTBUM C
degepanbHbIM 3aKoHOM [1] U nocTaHoBNeHUs MU [NpaBuTenbcTBa Poccuinckon degepaunn [2], [3], [4], [5].

3.3.2 lpeTeH3ust, KOTOPYIO NPeAbABSIOT B NUCbMEHHON popMe, NOANEXUT perucTpaLnum onepaTtopom
CBSI31 B J€Hb ee Nofy4eHUsl U pacCMOTPEHUIO UM B Ccpok He Bonee 60 gHen ¢ gaTel peructpauun.

3.3.3 ABoHeHT n/unu nonb3oBaTenb yCryr cBA3W BNpase nocnath xanoby Ha pelueHns n geicteuns (bes-
OeNCTBMe) OOMKHOCTHOro Nvua, oneparopa CBA3n, CBsI3aHHbIE C OKasaHWeM yCnyr, B agpec agMUHUCTpaTuBe-
HbeIX WM cynebHbIX opraHoB B cooTBeTCTBUM ¢ PepepanbHbiv 3akoHoM [1] 1 MocTaHOBAEHUAMMU
MNpasuTtenscTea Poccuiickon eagepaumn [2], [3], [4], [5].

3.3.4 3aHeuncnonHeHne UnNu HeHagnexawee UcnonHeHne o6s13aTeNbCTB NC AOrCBOPY OKasaHWsl ycryr
CBS$I31, B TOMYMCIIe MO Ka4eCcTBY YCIyr, onepaTop HeceT OTBETCTBEHHOCTb B COOTBETCTBUM ¢ MpaBunaMu okaza-
HWS yCnyr cBA3K, yTBepxaeHHbIMU [NpaBuTenscTBoM Poccuitckoin egepavuum [2], [3], [4], [5].

3.3.5 Bcny4ae HeHagnexallero okasaHusl yenyr cBaA3n aboHeHT Wunu nofb3osaTensb Brpase notpebo-
BaTb 6€3B03Me34HOr0 yCTpaHeHns HeJoCcTaTKOB NMMB0 BO3MeLLEeHNUsI NOTepb, MMB0 COOTBETCTBYIOLLETO YMEHb-
LIEHUs1 CTOMMOCTM YCIyr,
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Bu6nuorpadun

[1] PepepanbHbIvi 3akoH Poccunckon ®egepaumm ot 7 nions 2003 1. Ne 126-93 «O ceasuny

[2] MocTaHoBnenue MpaeutenbcTBa Poccuiickon ®eaepaumm ot 23 sHBapsi 20061, Ne 23 «O6 ytBepxxaeHuu MNpaBun oka-
3aHWs1 YCIyr CBA3W No nepegayde JaHHbIX»

[3] MocraHoBnenue MNpaButenbcTBa Poccuiickor ®eaepaumm ot 25man 2005r1. Ne 328 «O6 yteepxaeHun Mpasun okasa-
HUS1 YCNyT NOABW>XXHOW CBA3NY

[4] MocTaHoBnenue MpaeutenscTea Poccuiickon ®eaepaumm ot 10 ceHTsiBpst 2007 1. Ne 575 «O6 yTeepxaeHvmn Mpasun
OKa3aHwsi TeENemMaTuyeckux ycnyry

[5] MocTaHoBneHue MNpaButenscTBa Poccuiickor ®eaepaumm ot 18 Masn 2005r1. Ne 310 «O6 ytBepxxaeHum MNpaBun okasa-
HUS yCryr MECTHOW, BHYTPU3OHOBON, MEXAYrOPOAHON M MEXAYHAPOAHON TenedOHHON CBA3N»
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