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Mpepgncnosue
1 PASPABEOTAH YupexaeHuem «LleHTp cepTudukaumnm ycnyr cBasm»

2 BHECEH YnpaBneHuem pa3Butus, MHoOpmMaLMoHHOro obecneveHmns n akkpeantauymm degepanbHoro
areHTcTBa Nno TeXHNYeCKOMY perysinpoBaHun n MeTposiorum

3 YTBEPX/JEH N BBEJEH B JENCTBUE Mpukasom defepanbHOro areHTCTBa N0 TEXHNYECKOMY pe-
rynupoBaHunio n metponorum ot 15 gekadbps 2009 r. Ne 1188-cT

4 BBEJEH BMNEPBbIE

5 NMEPEN3AAHUE. Hosbpb 2019 1.

MpaBuna npuUMeHeHUs HaCTOsLLEro cTaHAapTa YyCTaHOB/MEHbl B cCTaTbe 26 defepanbHOro 3akoHa
0T 29 uioHA 2015 r. Ne 162-d3 «O cTaHgapTu3aunm B Poccuiickoii ®efepauun». ViHdopmauns 06 uns-
MEHEeHUAX K HacToAWeMy cTaHgapTy Ny6nkye TCA B eXerog>om (Mo cocTOosAHMI0 Ha 1AHBaps TeKyLwero
rofa) UHOPMaLMOHHOM yKazaTene «HaunoHaslbHble CTaHAapThi», a ohuLMabHbIi TEKCT U3MEHEHWI
M NOMpaBOK — B €XeMeCAYHOM MH(opMaunoHHOM yKasaTene «HaluuoHanbHble cTaHgapThi». B cnyvae
nepecMoTpa (3amMeHbl) UM 0TMEHbl HACTOALWEro cCTaHAapTa CooTBeTCTBYHLLEe yBeJOMNIeHVe byaeT
ony6/NKOBAHO B G/MKaLIEM BbIMYCKE €XEeMECSYHOro WH(OPMALMOHHOIO ykazaTensa «HaunoHanbHble
cTaHgapTbi». CooTBeTCTBYyWasa NHpopmaums, yBeJoMIEHE N TeKCThl pasMellalnTCcsa Takke B UH-
chopmaLMOoHHOI cucTemMe obLLero Nofb3oBaHNS — Ha oduumansiiom caiTe degepanbHOro areHTCcTBa no
T EexXHUYEeCKOMY perynnpoBaHuio 1 MeTposaorum B ceTu IHTepHeT (Wwyv.gost.ru)

© CTtaHgapTuHopm. ochopmneHue, 2011. 2019

HacTosiwuit cTaHAapT He MOXeT 6bITb NOTHOCTLIO MU YACTUYHO BOCMPOM3BEAEH, TUPAXMNPOBAH M pac-
NpoCTpaHeH B kKaYecTBe ohuuManbHOro nsganna 6e3 paspelleHns defepasbHOTO areHTCTBa Mo TEXHUYECKO-
MYy perynupoBaHuio 1 MeTposioruu
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HALULWOHA/NbHBI A CTAHOAPT POCCUMNCKOMN PELEPALMUMN

KAYECTBO YCNYTl CBA3U

Obuwme NONOXEHNS

Quality of communication services. Genera]

[arta BBegeHns — 2011—01—01

1 O6nacTtb NpUMEHEHNSA

HacToawwii cTaHfapT pacnpocTpaHsaeTcs Ha YC/yru CBA3W, okasbiBaeMble onepaTtopamMu CBA3N Ha Tep-
putopumn Poccuiickoii Pesepanum He3aBUCMMO OT UX (hOPM COBCTBEHHOCTW, BEJOMCTBEHHON MPUHAANEXHO-
CTU W UCNOJIb3yEMbIX TEXHUYECKUX CPEeACTB.

HacToawwii cTaHfapT ycTaHaBiMBaeT OCHOBHbIe MOJIOXEHNSA, OTHOCALLMECS K Ka4eCTBY YCyr CBA3N.

HacTosawuii ctaHgapT npefHasHayeH ANs NCNOMNb30BaHWSA onepaTopaMu CBA3W, OKasblBalLWMMM yCnyrm
CBSI3U, NpefCcTaBUTeNAMU TOCYAapCTBEHHbIX OPraHOB, OCYLLECTBAAOLWMX perynimpoBaHme B 061actu cBs3u,
noTpe6buTensAMu ycnyr cBsi3u, HayYyHbIMWU U NPOEKTHbIMU OpraHn3auusaMn npu paspaboTke 1 NPOeKTUPOBaHNM
ceTeil n cnyx6. Hactosawmii ctaHgapT MoXeT 6biTb Takke MCNo/fb3oBaH Npu pa3paboTke cTaHAapToOB B 06-
nacTu csA3sw.

2 TepMuHbI 1 onpeaeneHns

B HacToAwWweM cTaHfapTe NPUMEHEeHbI caefytolne TeEPMUHbI C COOTBETCTBYOLUMY ONpefeneHnsaMu:

2.1 ycnyra: HenocpeAcTBeHHOe B3aWMOeNCTBME UCTOMHUTENS U NOTPEOUTENS YCNyru, a Takxe cob-
CTBEHHble AeliCTBUA NCNONIHUTENS, HanpaB/ieHHble Ha YA0BNETBOPEHNE COOTBETCTBYIOW el NoTpe6GHOCTHN no-
Tpebutens.

2.2 ycnyra cBsi3u: Ycnyra, 3akiovawlascs B npueme, o6paboTke, XxpaHeHWn, nepejaye n JocTaBke
COO06LLEHN 31EeKTPOCBA3N AN NOYTOBbLIX OTNPABAEHWUIA.

2.3 aboHeHT: Monb3oBartesib YyCAyr CBSA3M, C KOTOPbIM 3ak/l04YeH AOrOBOP 06 OKa3aHUM Takux ycnyr npu
BbIAE/IeHUN 4715 3TUX Leneil aBOHEHTCKOTO HOMepa Wn YHUKa/IbHOTO KoAa uaeHTuukaumum.

2.4 noTpeb6uTenb ycnyr cBss3un: dusmyeckoe wau lopuamyeckoe NuLo, nonyvawliee, 3akasbiBawliee
NN Melolee HamMmepeHre NoNyunTb UM 3aKkasaTb YCAYry CBA3M A8 COOCTBEHHbIX HYXA.

2.5 nonb3oBaTtesib yCNyr cBsA3n: dnusnyeckoe Uan LPUAMYECKOe NNL0, 3aKasbliBatLee U/uam Ucrnosb-
3yloLee ycnyru cBsasm.

2.6 okasaHue (npopocTaBieHne] ycnyr cBa3u: [lesTeNbHOCTb WCMNOMHUTENSA YCAyrn No npuemy, 06-
paboTke, XpaHeHWI0, Nepefaye U [OCTaBKE COOBLEHUN 3NEKTPOCBA3N UM NOYTOBbLIX OTMPABIEHWIA.

2.7 onepaTop cBA3u: tOpuanyeckoe NULO UAN UHAWBUAYANbHBIA NpefnpuHUMaTeNb, OKa3biBaloLWwuii
YCyT CBA3WN Ha OCHOBAHWU COOTBETCTBYIOLLEW NULIEH3NN.

2.8 kKauecTBO yc/yr cBa3n: CTeneHb COOTBETCTBUSA MPUCYLLUX yC/yram CBS3U XapaKkTepncTuk Tpe6oBa-
HWAM. YCTAHOBJIEHHbIM HOPMATUBHbLIMU [LOKYMEHTaMM.

2.9 cuctema ynpaBneHus Ka4ecTBOM ycnyr cBsi3u: COBOKYMHOCTb OpraHun3aLnoHHOi CTPYKTypbI, OT-
BETCTBEHHOCTW W MOJIHOMOYMIA MepcoHana, npoueayp, NPOLECCOB U PecypcoB, o6ecneynBaoLLnx ocyLecT-
B/IeHMe ynpaB/ieHUs KayeCTBOM YC/yr CBA3N.

WN3paHue ouymansHoe
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2.10 kayecTBO 06CNYyXUBaHUA nonb3oBaTeneit ycnyr ceAa3n: CoBOKYNHOCTb 3KOHOMUYECKUX, COLM-
anbHbIX U A4PYrux nokasartesneii (napaMeTpoB yCAyr CBsI3M), OLEeHMBAEMbIX C NO3ULUKN NoSb3oBaTeNell n xapak-
TepusyLmnx cTeneHb Nx y40BI€TBOPEHHOCTN KayeCTBOM 3TUX YC/yT.

2.11 ka4yecTBO paboTbl ceTn anekTpocBaA3n: COBOKYNHOCTb NokasaTenel (napaMeTpoB CeTU 3/1eKTPO-
CBSI3M). XapakTepusyLnx kayecTBo NPOM3BOLCTBA YCNYT 3/1EKTPOCBA3N Ha pas3/IMyHbIX yyacTkax ceTu u no
CeTn 3/1eKTPOCBA3UN B LenoM (0T aboHeHTa A0 abOHEHTa) B COOTBETCTBUU C TEXHUYECKMMU TpebOBaHUSAMU K
060pyA0BaHNI0 K KaHaNam CBA3W, a TaKXe YPOBHI TEXHUYECKON aKcnayaTauum aTUX CpeacTs.

2.12 HopmaTMBHaA AOKYMeHTauunsa: HopMaTuBHble JOKYMEHTbI, ycTaHaBnuBaLwme Tpe6oBaHums.

2.13 oueHka kayecTBa ycnyr ceasu: OnpefeneHne nokasatesneli kayecTsa yCcayr CBA3un ¢ y4eToM fo-
CTOBEPHOCTU /MM TOYHOCTU KOIMYECTBEHHbIX 3HAYEHWIA.

2.14 KOHTpPONb KayecTBa ycnyr cBs3u: NpoBefeHne NPoOBEpPKN COOTBETCTBUS MokasaTenei kayecTsa
YCNYT CBA3M YCTAHOB/IEHHbIM TPE6OBaHUNAM.

2.15 ayauT Ka4yocTBa ycnyr cBA3u: MpoBegeHne HE3aBUCUMON [LOKYMEHTUPOBAHHOW NPOBEpPKN COOT-
BETCTBMS nokasaTeseli kayecTBa yCc/nyr CBSA3M yCTAHOB/IEHHbIM Tpe6oBaHUAM.

3 KauecTBO yC/yr cBs3u

3.1 OcHOBHble haKkTopbl, onpegensiolne KauecTsBo yCayr CBA3M

OCHOBHble PakTopbl, BAUSIOLWNE HA KA4eCTBO YC/yT CBA3U:

- HeobxoamMmas maTepuanbHasa 6asa (06opygoBaHue, MaTepuasibl U TEXHONOMMU, COOPYXEHWSA, 34aHNA 1 Np.);

- YesioBeueckuii hakTop, npefycMaTpuBaloLLniA KOMNETEHTHOCTb, KBanMuKaLuno, MoTBaLno, gucLm-
NANHY COTPYLHWKOB;

-COBpeEMEeHHOe ynpaB/ieHne opraHusaumeil cBs3M B LENOM U ynpaB/ieHne KayecTBOM OKa3biBaeMblX
yCcnyr cBA3u;

- BHEWHAA cpefa (TpeboBaHuA noTpebutenein K kayecTBy ycnyr, TpeboBaHUA peryavpyroLLero opraHa,
KOHKYpPEHUMA 1 T. A.).

3.1.1 MaTtepuanbHasa 6asa

3.1.1.1 Bce ucnonb3yemble B NPOU3BOACTBEHHbIX NpOL,eccax okasaHusa ycnyr cBA3n TeXHU4eckmne cpej-
CTBa. TEXHOJ/IOTUU, COOPYXEHUS A0/KHbI COOTBETCTBOBATL TPeBOBAHNAM CTaHAapTOB, APYIMX HOPMAaTUBHbIX
[OKYMEHTOB M 06ecneymBaTb Haj/exallee KayecTBO NpeAoCcTaBAseMbIX YCNYr COOTBETCTBYOLWUX BUAOB.

3.1.1.2 TexHuyeckune cpefcTsa, TEXHO/IOTUN, COOPYXEHUSA CeAyeT NCNob30BaTb B COOTBETCTBUN C IKC-
nayataunoHHbIMU AOKYMEHTaMu, cogepxaTb B TEXHUYECKU NCMPABHOM COCTOAHUU U CUCTEMATUYECKN NpoBe-
pATb 4NA NOATBEPXAEHUA NPUTOLHOCTH.

3.1.1.3 Pa3mepbl 1 COCTOSAHME 3AaHNI N NMEIOLLNXCA B HUX MOMeLLeHnii fO/DKHbI 0TBeYaTb Tpe60BaHUSAM
CaHUTapHO-TMIMeHNYeCcKUX HOPM 1 Npasus, Npasua NoXapHoi 6eszonacHocTn, 6e3onacHoCTy Tpyaa v 6biTh 3a-
WML EeHbl OT BO3AENCTBUA (haKTOPOB, OTPULATENBHO BANAIOLWMX Ha KAY4eCTBO OKa3blBaeMblX YCNYr (NOBbILEHNS
TemMnepartypbl BO3fyxa, B/IaXHOCTN BO3[yXa, 3anbl/IEHHOCTU, 3ara3oBaHHOCTK, WyMa, Bubpauum n 1. 4.).

3.1.1.4 Nnowaab NOMeLLEHU AO0MKHA NpegycMaTpuBaTb BO3MOXHOCTb pa3MelleHns nepcoHana, npu-
ema. B3anMoAeiNCcTBNSA C KIMeHTaMM 1 0Ka3aHWs UM yCayr B COOTBETCTBMU C YCTAHOB/IEHHbIMU HOPMaMMU.

3.1.2 TMepcoHan, yyacTBylLU Ui B 0OKa3aHUu yCayr cBsisu

3.1.2.1 B nNpou3BOACTBEHHbIX MpoLeccax, OTHOCALLUXCA K OKasaHWio yCNyr CBA3W, A0/KHbI ObiTb UC-
NoNb30BaHbl COTPYAHWUKN B COOTBETCTBUM CO LITATHLIM pacnucaHuem.

3.1.2.2 Kaxablii COTPYAHUK [OMXEH UMETb COOTBETCTBYOLW e obpa3oBaHne, kBanudukaluo, npogec-
CHOHaNbHY NOArOTOBKY, 061a4aTb 3HAHUSAMMN M ONbITOM, HEO6XOAUMbBIMWU ANS BbINMOSHEHUSA BO3/I0XEHHbIX HA
Hero o6s13aHHOCTEN.

KBanudukauuo coOTpyAHUKOB cneayeT nognepxXusaTb Ha BbICOKOM ypOBHE Mepuoanyeckoin yue6oi Ha
Kypcax MoBblWeHUss kBanuukaunum Uam MHbIMKU AeiiCTBEHHbIMM cnocobamu.

3.1.2.3 Kaxaomy COTpyAHUKY Heo6X04MMO NpefocTaBuUTb AO/MKHOCTHYIO MHCTPYKUKIO, YyCTaHaBIMBal-
Lyt ero 0653aHHOCTM U Npasa.

3.1.2.4 COoTpyAHUKK, yyacTBylOLLME B OKa3aHUN YCNYr CBA3WN, 0/IKHbI ObITb aTTECTOBaHbI B YCTAHOBJIEH-
HOM nopsagke.

3.1.2.5 MNpu okasaHuu ycnyr nepcoHarsn, HenocpeACcTBEHHO B3auMOAENCTBYOLWMNA C KTMEeHTaMu, AO/KEH
NposABNATL K KMEHTaM MaKCUMasibHble YYTKOCTb, BEX/IMBOCTb, BHUMaHWE, BblLEPXKY, NpefycMoTpuTeb-
HOCTb. TEpneHwue.

3.1.2.6 CBefileHnAa IMYHOTO XapakTepa O KNMeHTax, cTasline U3BECTHbIMU COTPYAHUKAM NPU oKasaHuu
yCnyr CBf3W, COCTaBMAAT npodeccuoHanbHyto TaiHy. COTPyAHMKU, BUHOBHbIE B pasriaweHnn npodeccuo-
HanbHOW TaliHbl, HECYT OTBETCTBEHHOCTb B NOpsfke, ycTaHOBNEHHOM Poccuiickoin depepavueil.

2
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3.1.3 CucTema ynpaBfieHuNs opraHusaumvein cBs3m B Le/sIOM U ynpaB/ieHUs Ka4eCTBOM
oKa3blBaeMblX yCnyr cBasn

3.1.3.1 CucTema ynpaB/ieHUs opraHu3alunei cBsi3n B Lie/IoM Ao/kHa obecneunBaTb AeATENbHOCTb, Ha-
npaB/iIeHHYI0 Ha NOJIHOE YA0B/IETBOPEHNE HYXA K/ANEHTOB, MOBbIlWeHNe 3 EKTUBHOCTU U MOCTOSSHHOE CO-
BEPLUEHCTBOBAHNE NPOLLECCOB OKa3aHus yCnyr CBA3W.

3.1.3.2 Cuctema ynpas/ieHUss Ka4eCTBOM YC/yr CBA3U BXOAMUT B COCTaB CUCTEMbI YNpaB/ieHNs opraHu-
3auueli CBSI3M B L,e/IOM 1 AO/KHA o6ecneynBaTh BbIMO/IHEHNE YCTAHOB/IEHHbIX TPe60BaHNIA K Ka4ecTBy yCayr
1 NOBbILIEHNE KayecTBa ycnyr, ynpaBnss BCceMu paktopamu, OT KOTOPbIX 3aBUCUT KayecTBO Ha BCcex aTanax
XW3HEHHOrO uukKna ycnyru.

3.1.3.3 OcHOBHble 3afiayun, KOTOpble A0/KHA pelaTb cuMcTema ynpas/ieHUa KayecTBOM yCNyr CBA3N:

- ycTaHOBNeHne TpeboBaHU Kk Ka4ecTBY YC/yr CBA3NM — onpejefieHne coctaBa nokasartesneii, oueHuBa-
IOLMX YCNYrn, 1 HOPMATUBOB,

- obecneyeHne BbIMOHEHUS YCTAHOB/EHHbIX Tpe6oBaHWii NyTeM NPOBEAEHNA TEXHUYECKUX, OpraHm3a-
LIMOHHBIX. NAEO0MOTNYECKUX U APYTUX MEPONPUATHIA;

-npoBejeHNe NPOBEPKN COOTBETCTBMUS YCTAHOBMEHHbLIM TPeb6oBaHUMAM NyTeM MNOCTOAHHOrO KOHTPONS,
BHYTPEHHUX W BHEWHUX ay[UTOB KayecTBa yCnyr.

- HeMpepbIBHOE COBEPLUEHCTBOBAHME YCAYr U NMPOLECCOB MX OKa3aHUs Ha OCHOBe MpoBefeHus onepa-
TUBHbIX U N1AHOBbIX MEPONPUATUIA NO pe3ynbTaTtam OLEeHKN.

3.1.3.4 PykoBoauTeNb OpraHm3aunmn cBA3nM HeceT NOJHY OTBETCTBEHHOCTb 3a MOAUTUKY B 06/1acTu Ka-
yecTBa ycnyr, npeActaBasoLWwyo coboii cTpaTervio, Lenu, 3agadyn u OCHOBHble HanpaBieHNs feATeNbHOCTH
opraHusauuu B obnacTu kayectea. PykoBoguTenb opraHusaLlum cBA3n JO/KeH o6ecneunBatb pasbsaCHeHUe U
JoBefileHne 3Tol NONMUTUKN A0 BCEX CTPYKTYPHbIX NoApasfeneHunii u CoOTpyAHUKOB opraHusauumn, onpeaennts
NOSIHOMOYUS, OTBETCTBEHHOCTb M B3aMMOJelicTBMe BCero nepcoHana, ocyL,ecTBASAOLWEr0 PYKOBOACTBO, UC-
NOJ/IHEHNE YCNYT N KOHTPOJIb AeATEeNIbHOCTU, BAUAIOLLEN HA KauyeCTBO YC/yr.

3.1.4 BHewHAa cpefa

3.1.4.1 MoTpe6HOCTU M OXMAaHUS NoTpebuTeneit 4oMKHbI GbiTb MOMOXEHbI B OCHOBY Tpe6oBaHwuii K yc-
nyram cBA3u, B TOM YuC/ie K Ka4eCTBY YCNYr CBA3W.

3.1.4.2 MoTpebutens BNpase notpeboBaTtb NpefocTaBneHNA Heob6xoAMMOl N 4OCTOBEPHON MHOpMa-
uun 06 ycnyrax ans obecneyeHns nx KOMNETEHTHOro Bbibopa.

3.1.4.3 EAVHBIA NOAXOf K OLeHKe KayecTBa yCayr cBA3n obecneynBaeTcs HOPMATUBHbIMU JOKYMEHTamu
hegepanbHbiX OpPraHoOB UCMOMHUTE/NbHON BNacTu.

3.1.4.4 depepanbHoe rocyjapCTBEHHOE YHUTApHOe npeanpusatTne «POCCUNCKUI HayYHO-TEXHUYECKUIA
LeHTp MHdopMauumn no craHgapTusaymm, MeToposiorMn U oueHKe CooTBeTCTBUA» PefepasibHOro areHTcTBa
N0 TEXHUYECKOMY perysimpoBaHuio 1 MeTposiorumn n3gaet cTaHAapTbl HA OCHOBHbIE MoKasaTenun kayecTsa pas-
NINYHBIX YCNYT CBA3W.

3.1.4.5 depepanbHblil opraH UCNOMHUTENBHOW Bnactn B 06s1acT cBA3n (MUHMCTEPCTBO CBSA3KM U Mac-
COBbIX KOMMYHUWKaLWI) B pamMmKax NOIHOMOYMIA N0 YyCTaHOBEHWIO TpeboBaHNii K OKa3aHuo ycayr cBA3u, B TOM
yucne yHmBepcanbHbIX, onpegenseT HOPMbl Nokasatenei kayecTsa ycnyr.

3.1.4.6 B ycnoBuAX KOHKYpeHLWUW opraHu3auun Ao6pOBOJILHO paclWUpsOT cocTaB nokasaTenei kave-
CTBa NpeAoCTaB/sieMbIX YCYT U 3asBAAIOT 0 60/1e€e XEeCTKMX HOpMax 3TuX nokasarenei.

3.1.4.7 BHewWwHAA cnctema KOHTPONSA 3a KauyeCTBOM YCNYr CBA3W [0O/IKHA BKAYaTb B ce6a KOHTPONb,
KOTOpPbIV OCYLEeCTBAAOT:

- rocyAiapCTBEHHblE OpraHbl — degepanbHasa cnyxba no Hafg3opy B chepe CBA3N U NOABEAOMCTBEHHbIE
el rocypapcTBeHHble yupexaeHus B cybbekTax Poccuiickoit denepauun, nHble hegepasbHble opraHbl UCNon-
HUTENbHOW BNaCTKN, rocyAapCTBEHHbIE YUpEeXAEHUA N opraHm3auun B npegenax ux kKomnetTeHuun n NoaHOMOUNIA;

- He3aBuUCKMble cepTUUKaLMOHHbIE OpraHbl, OCyLWecTBAALWME ayAUT KayecTsa ycayr no 4o6pososib-
HOl MHMLMaTUBE opraHusaunii — onepaTopoBs CBA3Y;

- obwecTBeHHble 06beMHEHNSA, 3aHMMalOLWMecs B COOTBETCTBUN C UX yupeanTeNbHbIMU AOKYMEHTaMN
3alWuToll MHTepecoB NOTpebuTeneii ycayr cBasu.

3.2 OueHKa KayecTBa yCnyr cBasu

3.2.1 OueHka KayecTBa yc/yr CBA3M OCHOBAHA Ha CAeAyloLW X NpuHLMnax:
- OLeHKa kayecTBa yc/yr, NpoBoAUMast C NO3ULWM NONb30BATENSA:

- o6ecneyeHme NOMHOTLI OLEHKN KauyecTBa YCnyr;

- UCNOMb30BaHNE CUCTEMbI KOMIMYECTBEHHOI OLEHKN KayecTsa YCyr.
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3.2.1.1 OCHOBHOI NOAXO0[ K OL,eHKe KayecTBa YCNyr CBA3M A0/DKEH COCTOSATb B TOM. YTO MHEHMWE NOJb-
30BaTeNs npeacraBnsieT coO60i KOHEUYHY Mepy kayecTBa ycnyr. Mpu aTom cucTema nokasarteseli kavecTa
YCNyrn foMXHa XapakTepnsoBaTb OCHOBHbIE MOTPe6GuTeNbCKMe CBONCTBA YCAYTHN: 4OCTYMHOCTb, HAfEeXHOCTb,
KayecTBO 06CNyxXmnBaHusa n ap.

3.2.1.2 CucTema nokasaTeneii kauecTBa yCnyru fo/HkKHa XxapakTepunsoBaTb OCHOBHbIE NOTPeGUTENbCKUE
CBOIICTBA YC/Nyrn Ha BCex aTanax ee okasaHus, 4OCTyna K yc/iyre, COGCTBEHHO NpefoCTaBAeHUs YCayru, Nog-
LEPXKN yCnyru.

3.2.1.3 V13-3a HeOoTAENUMOCTH NpoLecca NPoM3BOACTBA OT npolecca noTpebseHus ycnyr cBsism cucrte-
Ma rnokasaTesieil kayecTBa YCnyr Ao/hKHa Bk/YaTb B ceba Hapajy ¢ nokasaTesisiMu kayecTsa paboTbl ceTu
3/1eKTPOCBSA3M NokasaTesiv kauecTBa 06CNyXMBaHWUS Nosb3oBaTeneil.

3.2.1.4 C uenbio oxapakTepn3oBaTb kKa4ecTBO yC/yr HEO6XOAMMO NPUMEHATL Takme MeToAbl c6opa n
06paboTKM UHhOpMaLUKN, KOTOPbIE NO3BOMAKT NOMYUYNTb KOTMYECTBEHHYHD OLEHKY KayecTsa ycnyru.

3.2.2 TMopAfoKk NnpoBeAeHUA OLEHKN KayecTBa yCcnyr cBAsu

OCHOBHble COCTaB/IsIlOLLME 3/IEMEHTbI NPOBEAEHUS OLLEHKN KayecTBa yCnyr CBA3M:

- naeHTUnKkaumnsa ycnyru:

- onpejeneHue 3TanoB OKasaHus yCnyru:

- BblAeneHne noTpebuTenbCkux CBONCTB YCAYTN.

- onpejeneHne cocTaBa nokasartesnei kayecTsa ycnyru;

- onpejeneHne coctaBa 3TaNOHHbIX (YCTAHOBJIEHHbIX) 3HAYEHUI NokasaTenei kayecTsa ycnyru;

- BbI6GOp MeTof0B cHopa faHHbIX:

- c60op AaHHbIX;

- 06paboTka faHHbIX M KOHeYHas oLeHKa kayecTBa ycayru.

3.2.2.1 NpeHTudukauma ycnyru AosxHa 3akni4aTbCs B ONUCAHUNM YCNYrM B TEPMUHAX, MOHATHbLIX NO-
TpeGuTEeNo U UCNONHUTENO ycnyru. Mpyu 3TOM onucaHue ycnyru LO/MKHO BKAOYAaTh B cebsa cnegyolee:

- onpegeneHue ycnyru;

- 06yl xapakTepucTuky ycnyru, npefocTaBfsoLLY0 pacllMpeHHoe TO/IKOBaHWe onpegeneHns u ot-
paxatolly CyWHOCTb NpakTUYecKkoi peannsanum ycnyrm n o6n1actb ee BO3MOXHOIO NCMNOMb30BaHUst noTpe-
6utenem:

- onucaHne BO3MOXHOCTEW yCnyru, okasbiBaeMoi notpebutento;

- onnMcaHve 0COGEeHHOCTEN TEeXHUYECKOW peannsaunum ycnyru:

- anNropuTM OKasaHusl ycnyru notpebuTesno, oTpaxarlinii B3aMMOCBSA3b NPOLECCOB B3anMoaelicTBus
nosib3oBaTensa u oneparopa CBA3W NPU OKasaHUW YCnyru;

- onucaHne hMHaAHCOBLIX YCNOBUIN OKasaHusa ycnyru (doopma pacyeta, 0CO6eHHOCTU Tapudukauum n gap.);

- onucaHne ocobeHHOCTel opraHmnsaunm cnyx6bl NOAAEPXKKM YCNYTU, OKasblBalLeli TEXHUYECKOe U UH-
chopmaLMoHHOe conpoBOXAeHMe ycnyr (pexnmMm paboTbl, KOHTAKTHbIE AaHHble U AP.), a TaKkke npefocTaBns-
eMblX 3TOl C/yX60li BO3MOXHOCTEN Nonb3oBaTento;

- NOPAA0K OPOPMIEHUA YCNYTU;

- CPOKM OKa3aHusi ycnyru.

3.2.2.2 Kaxgablii 3 3TanoB okasaHus ycnyru f0/HKeH oTpaxaTb B3auMogeicTBre nosb3oBaTesns c one-
paTopom cBA3M Npu nonyveHun ycnyru. COBOKYNMHOCTb 3TanoB A0/KHa ObiTb NpeacTtaBneHa «ANropuTMoM
okasaHusa ycnyru». OCHOBHble 3Tanbl 0OKasaHus yCcnyr Kaxaoro suja:

- npeABapuTeNbHbI 3Tan (Npuem 3asBky OT NoAb30BaTENSA, 3aK/0UYeHe 4oroBopa U T. 4.);

- 3Tan co6CTBEHHO OKasaHus ycnyru nonb3oBatento:

- pacueT 3a ycnyry;

- nogfepxka ycnyru.

3.2.2.3 nA kaxAoro aTana okasaHus ycsayru Heo6Xo4MMO BblA€NIUTb OCHOBHbIE NOTPeGUTENbCKME CBOI-
CTBa. xapaktepusywuine ee 06bekTUBHbIE 0COGEHHOCTU, NPOosiBAAOWMECS Npu NoTpebaeHun.

OCHOBHble NOTpebuTenbCkue CBOCTBA YCNYT CBA3MN:

- BOCTYMHOCTb YCNYIu;

- HafeXHOoCTb (TOTOBHOCTb):

- 6ecnepeboONHOCTL;

- KauecTBO 06CNyXMBaHUA nonb3oBaTtenen (Npyu o06LWEHNN C NepcoHanom):

- Ka4ecTBO nepegauu;

- Ka4ecTBO yCNyru B LeN0oM.

3.2.2.4 CucTema nokasaTtesieii kayecTBa yCnyru Ao/hkKHa oTpaxaTb OCHOBHble MOTpPebuTenbckne CBOI-
CTBa KOHKPETHOW YCnyrn npuMeHUTENIbHO K onpeAesieHHOMY 3Tany ee okasaHus. [okasaTenu f0/KHbl 6bITb
nognexawMuMy U3MepeHNIo 1 onpeaensieMbiMyu 4OCTYNHbIMU cnoco6aMu c6opa 1 06paboTKN faHHbIX.

4
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3.2.2.5 OTanoHHble 3HaMeHUs nokasaTenei kayecTsa ycayr CBA3N A0/KHbI 6bITb BblOpaHbl U3 3HAMEHWIA,
onpefeneHHblX eicTByoLWell Ha MOMEHT NPoBeeHUs OLEeHKN HOPMaTUBHO-NPaBOBOW fOoKyMeHTauuen (de-
fepasibHbIMN 3aKOHaMW, TEXHUYECKUMU perfiaMeHTamu, cTaHjaptamu, pyKoBOAAWMMMN JOKYMEHTaMU 1 4p.).

Mpn OTCYTCTBMU HOPMATUBHbIX U MPABOBbIX JOKYMEHTOB B KA4eCTBE 3Ta/IOHHbIX 3HAYEHU UCMOMb3YIOT
BHYTPEHHME HOpPMAaTUBbI NoKasaTesieil kKayecTsa onepaTopoB CBA3MN.

B kayecTBe BHYTPEHHMX HOPMATMBOB NokasaTesnei kayecTsa yC/yr onepaTtopoB CBA3N B MapKeTUHIOBbIX
Lensx MoryT 6bITb UCNOb30BaHbl 60/1€ee XecTkne HOpMaTuBbl MO CPABHEHMNIO C YCTAHOB/IE€HHbIMU HOPMATUB-
HO-NPaBOBOW AOKyMeHTaLnen.

3.2.2.6 MeTofbl, BbiGUpaemble Ana céopa AaHHbIX NPU NPOBEAEHUN OLEHKW KayecTBa YCNyr CBA3MW,
[O/KHbI 0becneynBaTb MOMHOTY, AOCTOBEPHOCTb N 3D EKTUBHOCTL NOyYeHNs nHhopmayuu.

K ocHOBHbIM MeTofam c6opa faHHbIX 4/1 OLEHKN KayecTBa YC/yr CBA3N OTHOCATCS MEeTO/Abl.

- NPOBeeHNSA KOHTPO/IbHbIX BbI30BOB;

- aHanunsa cTaTUCTUYECKNX faHHbIX:

- aHanusa nepBUYHbIX JOKYMEHTOB;

- 3KCMEPTHbIX OLLEHOK;

- NpoBejAeHNs onpoca nosb3oBarteneil;

- NpoBe/leHNs1 TeCTOBbIX COeJMHEHWIA;

- NpoBeAEeHNsA UCNbITaHW C MOMOLLbI0 NPOrpamMMHbIX CPeACTB;

- NPOBEeAEHNA UCNbITAHNI C MOMOLLbI0O KOHTPO/IbHO-U3MEPUTENbHON annapaTtypbl.

22.2.1 C60p AaHHbIX criegyeT NpoBOAMTL B COOTBETCTBUN C pa3paboTaHHO nporpammoli paboT, KoTo-
pas fo/XHa BK4YaTh B cebs npeAcTaB/ieHne BUAOB BbIMOSHSAEMbIX paboT, YC/0BWA, MecTa W BPeEMEHMN UX
npoBeAeHNs, UCNOb3yeMbIX METOA0B c6opa AaHHbIX OTBETCTBEHHbIX L.

3.2.2.8 O6paboTKa flaHHbIX AO/HKHA OblTb BbIMO/IHEHA C UCMO/Ib30BAHNEM MaTeMaTuKo-CTaTUCTUYECKNX
MeTOA0B U C [JOBEPUTENbHOI OLEHKOI pe3ynbTaToB pacyeTos.

3.2.2.9 KoHeuHas oueHKa kauyecTBa yC/yr CBA3M JO/KHA BKAOYaTb B Ce65 ABe cOCTaBnaOLWMeE;

- OLleHKy COOTBETCTBUSA (PaKkTUUeCcKoro sHayeHus nokasatenei Mx aTasnoHHbIM (YCTAHOB/IEHHbLIM) 3Haue-
HUAM;

- OLleHKy CTeneHu BbINOSIHEHNA 3TaIOHHbIX (YCTAHOB/IEHHbIX) 3HAYeHWIi nokasaTenei.

3.3 TpeTeH3nn K KayecTBy ycnyr cBsis3n. OTBETCTBEHHOCTb 3a Ka4eCcTBO yCNYr CBA3U

3.3.1 AGOHEeHT H/MAun nonb3oBaTeNb YCNYyr CBA3W BNpaBe NpeAbsiBUTb NPETEeH3N0 onepaTopy CBA3M 3a
HencnosIHeHne WAM HeHafnexaliee UCNofiHeHne 06A3aTeNlbCTB N0 OKa3aHWI YCNyr CBA3W B COOTBETCTBUU
¢ degepanbHbiM 3akoHoM (1] u nocTtaHoBneHuamu MpaButensctBa Poccuiickoii ®epepauunn (2]. (3]. [4], [5]

3.3.2 MNpeTeH3ns, KOTOPY NPeAbABASIOT B NUCbMEHHOW hopme, NOAMEXUT pernctpauumn onepatopom
CBA3M B jeHb €€ NOJIyYeHNs N pacCMOTPEHUIO UM B CPOK He 6onee 60 aHel ¢ faTbl perucrpauuu.

3.3.3 AGOHEHT u/unu nonb3oBaTesNb yCAyr CBSA3W BNpaBe MnocfaTb Xanoby Ha pelleHus u aeicTeus
(6e3pelicTBuE) AOMKHOCTHOTO /IMLA, OnepaTopa CBA3W, CBA3aHHble C OKa3aHueMm ycnyr, B agpec agMuHucTpa-
TUBHbIX UK CyAebHbIX OpraHoB B COOTBETCTBUM ¢ depepasbHbiM 3aKOHOM [1] M nocTaHoBAeHUs MU MNpaBu-
TenbctBa Poccuiickoin ®egepauun (2], [3], [4]. [5].

3.3.4 3a HeucnosiHeHVe WM HeHaj/exaliee UCNo/IHeHNe 06A3aTeNbCTB N0 AOTOBOPY OKasaHus ycnyr
CBA3M, B TOM YMC/e MO Ka4yecTBY YC/yr, onepatop HeceT OTBETCTBEHHOCTb B COOTBETCTBMYU € NpaBuiamMu oka-
3aHuA ycnyr cBaA3u, yTBepXaeHHbIMU MpaBuTenscTBoM Poccuiickoli ®epepauunn (2], (3]. (4), [5].

3.3.5 B cnyyae HeHajnexallero okasaHus ycayr cBa3u aboHeHT n/unm nonb3oBaTtesb BNpase notpebo-
BaTb 6€3BO3Me34HOro ycTpaHeHs HefoCTaTKoB M60 BO3MeELLeHNs NoTepb, NM60 COOTBETCTBYIOLET0 YMEHb-
LWeHUs CTOMMOCTU YCNyIu.
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Bubnuorpacusa

®epepanbHblii 3akoH Poccuiickoii ®egepauym oT 7 nionsa 2003 . N9 126-$3 00 cBA3n»

MocTaHoBneHne lMpasutenscTBa Poccuiickoit deaepayum ot 23 sHapsa 2006 r. N? 23 «O6 yTeepxaeHun Mpasun
oKasaHus ycnyr cBA3W Nno nepegaye AaHHbIX»

MocTtaHoBneHne MpaButenbcTBa Poccuiickoii ®epepaummn oT 25 mast 2005 1. Ne 328 «O6 yTBEpXAEHUN NpaBu/ oka-
3aHUA YCNyr NOABUXHOW CBA3N»

MocTtaHoBneHne MpasButenscTea Poccuiickoin degepaumm ot 10 ceHTsA6pA 2007 1. Ne 575 «O6 yTBepxaeHun Mpasun
oKasaHus TenemMaTnyeckmx yenyrs

MocTtaHoBneHne MpaButenbcTBa Poccuiickoii ®epepaumnn ot 18 mas 2005 r. Ne 310 «O6 yTBepxaeHun Mpasun oka-
3aHWA yCnyr MECTHO, BHYTPU3OHOBOM, MeXayropoHOi 1 MexayHapoAHON TenedoHHOl CBA3N»
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