PEANEPA/IBHOE ATEHTCTBO

MO TEXHWYECKOMY PEIY/IMPOBAHUNIO N METPOJTIOIr A

HALULWOHANBbHbIN FTOCTP
CTAHOAPT
POCCUWNCKOMN 53731
GELEPALUM 2009

KAYECTBO YCNYI CBA3U

TepMUHbI 1 onpeaeneHuns

M3paHwe oduuymnanbHoe

Mocksa
CtaHfapTuHdopm
2019


https://meganorm.ru/mega_doc/norm/normy/3/np-057-04_federalnye_normy_i_pravila_v_oblasti_ispolzovaniya.html

FOCT P 53731—2009

MNpegncnosne
1 PA3SPABOTAH YupexgaeHuneMm «LleHTp cepTudmnkaLmm ycnyr cBasm»

2 BHECEH YnpaBneHvuem pa3sBuTus, UHHOOpPMaLMOHHOTO obecneyeHns 1 akkpeautaumum degepasibHOro
areHTCcTBa Mo TEXHUYECKOMY PerympoBaHuio 1 MeTposiorim

3 YTBEPX/EH W BBEJIEH B JENCTBUE MMpukazom ®efepasbHOr0 areHTcTBa No TEXHUYECKOMY
perynnposaHuto 1 meTposnorum ot 15 aekabps 2009 r. No 1195-ct

4 BBEJEH BMNEPBbIE

5 NEPEN3OAHUE. Oktabpb 2019 1.

MpaBuna NPUMEHEHNsI HACTOSILLLEro CTaHAapTa yCTaHoB/EeHbl B CTaTbe 26 defepasibHOro 3akoHa
oT 29 uoHa 2015 r. No 162-93 «O cTaHgapTu3aunm B Poccuiickoin ®egepauun». MHdopmauns 06 13-
MEHEHUSAX K HaCcTosILeMy CTaHAapTy Ny6nKye TCS B eXXerofHoM (Mo cocTOsAHMI0 Ha 1sHBaps TeKyLero
roga) MHopMaUVOHHOM ykasaTesne «HaunoHanbHble CTaHAapThi», a ohuunanbilin TEKCT U3MEHEHWI
M NonpaBoK — B €XeMeCsYHOM MH(hOPMaLMOHHOM ykasaTene «HauuoHanbHble cTaHaapThi». B cnyvae
nepecMoTpa (3aMeHbl) AN OTMEHbI HACTOSALLEr0 cCTaHaapTa CooOTBeTCTBYyLee yBefoMm/eHne byaeT
ony6/IMKOBaHO B GrmKaliluem BbINYCKE eXeMeCAYHOro MH(OPMALMOHHOIO yKasaTens «HauuoHanbHble
cTaHfapTbi». CooTBeTCTBYWWAs MHhopMaLus, yBeAOMIEHNE Y TEKCTbl pasMellalnTCca Takke B UH-
chopmaumoHHOli cucTeme obLLero Nob30BaHNA — Ha oduumansHoOM caliTe deagepanbHOro areH TcTBa no
TEXHNYECKOMY PerynimpoBaHuio 1 MeTposiorum B ce T MHTepHeT (mvw.gost.ru)
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HacToswuii cTaHAapT He MOXEeT GbITb MOMIHOCTLIO UM YACTUYHO BOCNPOU3BEEH, TUPaXUPOBAH U pac-
MPOCTPaHEH B KA4YeCTBe 0hMLMASIbHOTO N3aaHus 6e3 paspelueHnst defepasibHOro areHTCTBa No TeXHUYEecKo-
My perysMpoBaHuio 1 MeTposiorum
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BBepeHve

YcTaHOB/EHHbIE B HACTOSALEM CTaHapTe TePMUHbI PacnosioXeHbl B CUCTEMAaTU3VPOBAHHOM MOpsAke,
oTpaxarLwem cucTtemy NOHATUIA AaHHOM 061aCTW 3HAHUS.

[na Kaxaoro NOHATAA yCTaHOBMEH OAWH CTaHAaPTU30BaHHbI TEPMUH.

Hanunuve kBagpaTHbIX CKOGOK B TEPMWHOMOTMYECKON CTaTbe 03HA4YaeT, YTO B Hee BK/OYEHbl ABa Wn
6onee TepMunHa, UMeILLMX 0bLmne TePMUHO3NIEMEHTI. B andaBnTHOM ykasaTene gaHHble TEPMUHbI NpuBe-
[JeHbl OTAENMbHO C YKa3aHWeM HoMepa cTaTby.

Mpu NpYMeHeHNn HaCTOoALLEro cTaHgapTa NpuBeAeHHbIe onpeAeneHns MOXHO Npu Heo6X0ANMOCTN n3-
MeHATb, BBOAA B HUX MPOU3BOAHbIE MPU3HaKN, pacKpbiBas 3Ha4YeHNA UCMOJIb3yeMbIX TEPMUHOB nvnn YKa3bl-
Bas 00bEKTbl, OTHOCALLMECS K OMpefensieMoMy MOHATUIO. 3TW U3MEHEHWS He AO0/KHbI HapylaTb 06bem u
cofepxaHue NoHATUI, onpefenieHHbIX B HAaCToALWEM cTaHaapTe.

3a OCHOBHOII YaCTbi0 HacTosLero cTaHgapTa npueefeH andasuTHbIN yKkasaTenb TEPMUHOB.
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HALULWOHA/NMbHBIN CTAHAOAPT POCCUMCKOWN SEALEPALUMN

KAYECTBO YCNYIl CBA3U

TepMUHbI 1 onpeaeneHus

Quality of communication services. Terms and definitions

fNaTta BBegeHuns — 2011—01—01

1 O6nacTb NPUMeHeHUs

HacToswwii cTaHgapT ycTaHaBMBaeT TEPMUHbI U ONpeAenerHmns NoHATMI B 06/1acTh ynpaBneHus kave-
CTBOM YCAyr B cthepe TeNeKOMMYHUKaLWIA.

TepMVHbI, yCTaHOB/IEHHbIE HACTOALLMM CTaHAAPTOM, 06513aTesbHbl 419 MPUMEHEHNSA BO BCEX BUAaX A0-
KyMeHTauuv n nutepartypbl {N0 AaHHON Hay4YHO-TEXHUYECKO OTpacnu), BXoaawmx B cchepy paboT no ynpas-
NeHNI0 KaYeCTBOM YCNYr CBA3W WU/UIN UCMONb3YIOLWMX pe3yibTaTbl 3TUX paboT.

2 TepmuHbI 1 onpepeneHus
2.1 Ycnyru cBa3sun

2.1.1 ycnyra 3NeKTpocBA3W: Ycnyra, 3akiyatowascsa B npueMme, 06paboTke, XxpaHeHun, nepegaye u
[ocTaBke COOGLLEeHNn 3NEeKTPOCBA3N.

2.1.2 ycnyra npucoeanHeHuns: Ycnyra, HanpasfieHHas Ha Y[OBNeTBOPeHWe noTpebHOCT oneparto-
pOB CBSI3 B OpraHu3auunn B3auMOAEeNCTBUS ceTeld 3NeKTPOCBA3MN, NPU KOTOPOM AOJIKHbI ObiTb 06ecneyeHsbl
yCTaHOB/IEHWE COeAUHEeHNA 1 nepefaya UHdopmaLun Mexay nonb3osaTensiMu B3anMoAeCcTBYIOLWMNX ceTel
3/1EKTPOCBA3MN.

2.1.3 ocHOBHas [6a3oBas] ycnyra an1ekTpocBa3n: Ycnyra, onpegensemas OCHOBHbIM Ha3HaueHueMm
CNYX6bl 3NEKTPOCBA3M U NpefocTaBngeMas Nosib30BaTeslio Npy Kaxaom ero obpatyeHun K cnyxoée anekTpo-
CBA3N.

2.1.4 ponosiHUTeNbHasa ycnyra 3/eKTpocBA3n: Jliobas ycnyra 3/eKTpocBa3un, npegocTtaBnsemMas
CNyx60i (WK ceTbio) 3NEKTPOCBA3N B LOMOJSIHEHME K ee OCHOBHOW [6a30B0ii] ycnyre (Mnv yciyram) afieKkTpo-
CBSA31 COINacHO AIBHO BbIpaXXeHHOMY 3amnpocy nosib3oBaresns.

2.1.5 TpaguLMOHHbIE YCNYTU 3/1IEKTPOCBA3U: YCNyrn, npefocTtas/isiemMble C/I0OXUBLLUMMUCA U LLUMPOKO
pacnpocTpaHeHHbIMK ClyXX6aMun 3/1EKTPOCBA3N.

2.1.6 yHnBepcasbHble YC/1yrn CBA3U: YCNyru CBA3W, oka3aHne KOTOPbIX II060MY No/ib30BaTe o ycnyr
CBSI3W Ha Bceil Tepputopumn Poccuiickoilt degepaummn B 3afjaHHbI CPOK C YCTAHOB/IEHHBIM Ka4eCTBOM M MO A0-
CTYNHOI LieHe 06a3aTeNbHO A5 0NepaTopoB YHVBEPCAIbHOTO 06CYXNBaHNS.

2.1.7 3aka3 Ha ycnyry: [loroBop mMexgy notpebuTenem v UCNoSIHUTENEeM YCNyru, onpeaensioLwmnii opu-
Anyeckme, aKOHOMUYECKNEe N TEXHNYECKNE OTHOLLEHWNS CTOPOH.

2.1.8 pesynbTart ycnyru: PesynbtaT AeaTeNlbHOCTU NPpeanpuaTusa, opraHnsauumn uiam MHANBUAYanbHOro
npeanpuHMMaTens No okasaHuio ycayru, HanpasfeHHON Ha yA0BeTBOPEHNe COOTBETCTBYOLLEN NOTPe6HOCTN
notpeéutens.

2.1.9 okasaHue [NpepgocTaBnieHne] ycnyr 3neKTpocBaA3n: [leaTeNbHOCTb UCMONMHUTENS YCyru no
npuemy, o6paboTke, XpaHeHuo, nepegaye 1 AOCTaBKe COOOLLEHNI 3NEKTPOCBA3N.

WN3paHune ouynanbHoe
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2.2 CyObeKTbl OKasaHus yCcnyr cBssu

2.2.1 ucnonHutenb ycnyru: MNpeanpuaTtve, opraHusauns unu npeanprHumatess, okasbiBatoLmii yc-
nyry notpeéurento.

2.2.2 notpebutenb ycnyrn: ®usnyeckoe nan lpugnyeckoe nuuo, nosyvarllee, 3akasbiBalLliee nav
nMeroLLLee HamepeHne NoAyYnTb UAN 3akalaTb YCNYry A1 COOGCTBEHHbIX HYXA.

2.2.3 onepatop cBA3n: HOpuanyeckoe Lo U MHAMBUAYasbHBIA NpeanpuHMMaTeslb, OKasblBarLLWii
YCNyry CBSA3M Ha OCHOBaHUW COOTBETCTBYIOLLEN NNLIEH3NN.

2.2.4 aboHeHT: Monb3oBaTenb YCNyr CBA3M, C KOTOPbIM 3ak/I0UYeH AOroBOp 06 OKasaHMM Takmx ycnayr
npu BblAENEHUN AN1A 3TUX Leneli abOHEHTCKOro HOMepa WK YHUKa/IbHOTO KoAa uaeHTudukauum.

2.2.5 nonb3oBaTesib yCNyr cBa3n: ®dusnyeckoe WM LpPUANYECKoe NnLo, 3akKasbliBatollee n'uam uc-
nosb3yloLee ycnyru cBssu.

2.3 Ob6cnyxmBaHue notpebuTenen

2.3.1 obcnyxmBaHne noTpebuTensa ycnyrn cBasu: [leaTeNbHOCTb UCMIONHUTENSA YCNYTWN CBA3WU, OCY-
LecTnsiemMas npu HeNoCpPeACTBEHHOM KOHTakKTe ¢ noTpebutenem 3Toi ycnyru.

2.3.2 meTog [cnoco6] ob6cnyxmBaHus noTpebuTteneii: Metog [cnocob] peanu3auny noTpeduTensm
NPOAYKUMW, OCYLLLECTB/IEHNSA OPraHn3aLMOHHbIX MEPONPUATUI B NpoLecce NpefoCTaBNeHNs YCnyru.

2.3.3 cdhopma o6cnyxuBaHusA noTpebuteneii: PasHOBUAHOCTL WM coYeTaHMe MeTodoB [cnoco6oB]
o6CnyXuBaHus noTpebuTenei.

2.3.4 ycnosus obcnyxmeaHnsa notpebuteneli: CoBOKYNHOCTb (hakTOPOB, BO3AENCTBYIOLWMX HA NO-
TpebuTens B npoLecce nNpefocTaBeHns yCiyru.

2.3.5 Bpems obcnyxmBaHus noTpebuteneli: Mepuog BpeMeHW, B TeYEHWe KOTOPOro notpebutens
B3aMMOJeCTBYeT C UCMOMHUTENEM YCYTN.

2.3.6 npaBuna o6cnyxmBaHna noTpebuteneli: JJokyMeHT, yCTaHaBAMBAIOLWMIA pernaMmeHT 1 ycrosus
o6cnyxuBaHus noTpebutenein n cogepxallmnii COOTBETCTBYOLME TPEGOBAHUS 1 HOPMbI.

2.4 KauecTBO yC/yr CBA3N

2.4.1 kayecTBO ycnyr cBsA3n: CTeneHb COOTBETCTBUA NPUCYLLMX YCyram CBA3W XapakTepucTuk Tpebo-
BaHWAM, YCTaHOBMEHHbIM HOPMATUBHLIMU JOKYMEHTaMU.

2.4.2 ka4yecTBO 06CNyXMBaHWUA Nosib3oBaTtenen ycnyr cBsasn: COBOKYNHOCTb 3KOHOMUYECKMX, CO-
unanbHbIX U Apyrnx nokasateneli (napameTpoB YC/yr CBA3W), OLEHMBaeMbIX C NO3ULMM Nosb3oBaTesnei un
XapakTepusyoLnx cteneHb X ya0B1eTBOPEHHOCTN Ka4eCTBOM 3TUX YC/yT.

2.4.3 kayecTBO paboThbl ceTn anekTpocsBA3n: COBOKYNHOCTb NokasaTenei [napameTpoB ceTn anek-
TPOCBA3M]. XapakTepu3ylLLnX KauecTBO NPOMU3BOACTBA YCYr 3/1EKTPOCBA3M HA Pas3/IMUHbIX YHacTKax cetn v
no ceTn 371eKTPOCBA3N B Liesiom (0T aboHeHTa [0 aboHeHTa) B COOTBETCTBUMN C TEXHUYECKUMU TPeboBaHUAMUN
K 060py0BaHNIO U KaHanaM CBA3W, a Takke YPOBHIO TEXHUYECKOW aKcnnyaTaLunm aTux cpescTs.

2.4.4 ynpasneHne Ka4eCTBOM YCNyr CBA3U: [leATesIbHOCTb UCTIOSTHUTENA YCYTU MO YNpaB/IEHUIO yC-
niyramu cBsi3u, HanpaB/ieHHas Ha BbINOJIHEHUE TPeOOBaHUI K NX KayecTBy.

2.4.5 obecneyeHne kayecTsa yC/yr cBA3u: [leaTeNbHOCTb UCMONHUTENA YCMYrN, Hanpas/ieHHas Ha
co3fjaHne yBEPEeHHOCTU, YTo TpeboBaHNA K KayecTBy OyAyT BbINOSIHEHbI.

2.4.6 cuctema ynpaBfieHMs KayeCTBOM YcCNnyr cBA3u: COBOKYMHOCTb OpraHn3aLuoHHOW CTPYKTYpbI,
OTBETCTBEHHOCTM ¥ MOSIHOMOYUMIA MepcoHana, npoLeayp, NPoLEeCcCoB 1 pecypcos, 06ecneymBaioLLmnx OCcyLLecT-
B/IEHMe yrpaBs/ieHNs Ka4eCTBOM YC/yr.

2.4.7 ypuBeHb KayecTBa ycnyru csasn: OTHOCUTEeNbHaA XapakTepucTnka kayectsa ycnyru cessu, oc-
HOBaHHas Ha CpaBHeHWM haKTMYecKMX 3HayYeHuli nokasateneii ee kayecTBa C HOPMATUBHbLIMU 3HAYEHUSAMM
3TUX MokasaTenei.

2.4.8 cTaHgapT kavecTtBa Ha ycnyry: CtaHaapT, ycTaHasnvsawowuii TpeboBaHns, KOTOPbIM JO/DKHA
yAOBNETBOPATL ycnyra c Lenblo o6ecneyntb COOTBETCTBME €€ Ha3HaYeHUIo.

2.4.9 npaBnNa okasaHusa ycnyr: [JokyMeHTbl, ycTaHaBMBawLme nopsgok, Cob6aaeHne KoToporo He-
06X0AMMO AN1A BbINO/IHEHNA KaKUX-Nnb0o AeliCTBUIA NPV OKa3aHuu ycyru.

2.4.10 nonoxeHns: [JokyMeHTbI, coyeTatoLme npasuia 1 HOPMbl.

2.4.11 vHCTpyKUuMKN: [JOKyMEHTbI, onpegensioline nocnefoBaTesibHoCTb U TEXHOMOMMIO BbINOJIHEHUSA
paboT npu oKasaHun ycnyru.

2
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2.5 KOHTpoO/ib KayecTBa ycnyr cBa3u

2.5.1 oueHka KayecTBa ycnyr cBasun: OnpegeneHve nokasaTteneit kayecTsa yCnyr CBA3M C y4eToMm fo-
CTOBEPHOCTU U/USIN TOYHOCTH KONIMUYECTBEHHbIX 3HAYEHUIA.

2.5.2 KOHTPO/Ib KayecTBa yc/yr cBa3n: MNpoBefeHne NPOBEPKM COOTBETCTBUSA MokasaTesieil kavecTa
yCnyr CBA3W YCTAHOB/IEHHLIM TPEGOBAHUAM.

2.5.3 HopmMaTMBHasa 6a3a kadecTBa ycnyrn: COBOKYNHOCTb NokasaTesfieil kayecTsa ycnyru, ux perna-
MEHTUPYIOLLMX 3HAYEHWI U METOA0B MUCMbITaHWA.

2.5.4 meToauKa KOHTPO/S KayecTBa yCNyr: YcTaHOB/IeHHas COBOKYNHOCTbL onepawuii u npaBun onpe-
[eneHns nokasarteneil kayecTsa 1 NPOBEPKN COOTBETCTBUS 0GecneymBaeMbiX B CETU CBSI3W 3HAYEHUIH nokasa-
Tenei kayecTBa yCTAHOB/IEHHbIM TPEOGOBaHUAM.

2.5.5 nokasatenb KayecTBa YCNyrm cBA3W: Ko/imuyecTBEHHas XapakTepucTuka noTpebuTenbckoro
CBOICTBA yCNyrn cBsA3W, NO3BONSAIOLLASA faBaTb OLEHKY BbINO/HEHUSI TPEGOBAHMIA K yCryre CBS3W W OXugaHuii
notpe6utens.

2.5.6 ayguT kavecTBa ycnyr cBasu: MpoBefeHne He3aBUCUMON JOKYMEHTUPOBAHHON NPOBEPKM COOT-
BETCTBMWSI Nokasarteseii kauecTBa yCayr CBsI3W YCTaHOB/EHHbIM TPe6OBaHNSAM.

2.5.7 cepTudpmkauus ycnyr cessm: dopma oCyLLecTBSEMOro OpraHoM no cepTudukalum nogTBepx-
[leHVs1 COOTBETCTBUS YCNYT CBA3N TPE6OBaHNAM, YCTAHOB/IEHHLIM HOPMATUBHbLIMW LOKYMEHTaMu, Uan ycno-
BMAM [JOrOBOPOB.

2.5.8 cuctema cepTtudmkauumn ycayr cBsisu: COBOKYNHOCTb MpaBui oyHKLMOHUPOBAHUSI CUCTEMbI
cepTudmkalumu, Npasua BoINOSHEHWUS PaBoT No cepTUdMKaLMK YCYT CBA3M, a TAKKE ee YYaCTHUKOB.

2.5.9 opraH no cepTudmkaLmmn ycnyr csiau: OpraH, NpoBoAsLLmnii cepTUMKaLuio ycayr cBasu.

2.5.10 akkpeguTauusi opraHa no ceptudmkaumm ycnyr cBsisu: Mpouegypa, nocpeacTBoM KOTOPOii
YNOSIHOMOUEHHbIA 418 NPOBeAeHNs akkpeaMTaLum opraH ouLmansHo NpUsHaeT NPaBOMOYHOCTL opraHa no
cepTudmKaLmm ycnyr cBs3u BbINOHATb KOHKPETHbIe pa6oThl.

2.5.11 3HaK COOTBETCTBUS: 3aperucTpupoBaHHbIA B YCTAHOB/IEHHOM MOPSsiiKe 3HAK, CAyXaliuii ans
MHDOPMUPOBaHUSA NOTpe6uTeneit No NpasunaM KOHKPETHON CUCTEMbI cepTUMKaLMK O COOTBETCTBUM CEepTU-
¢hMLMpOBaHHOIA yCyri yCTaHOBEHHbIM TPEGOBAHUSM.

AndaBuTHbI yKaszaTenb TEPMUHOB

EE T o e OO PRORRRO 2.2.4
akkpeguTaunmsa opraHa no ceptudukayum ycnyr cBsasu.. ..2.5.10
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NpPeAoCTaBNEHNE YCNYT 3NEKTPOCBAZM .ooveeeeereinns
pesynbTaT ycnyru
cepTuduKkaymna ycnyr cBsisu .
cucTeMa ceoTUr6UKammm VENVE CBA3MU e
cucteMa ynpaBneHWs Ka4ecTBOM yCNyr CBSA3U
cnoco6 06CNyXNBAHUSA notnpBOUTENpu

cTaHAapT KayecTBa Ha ycnyry
ynpaBneHue Ka4yecTBOM YC/Nyr CBS3u
YypPOBEeHb KauyecTBa yCnyru cBsizun
ycnosus o6cnyxuBaHus notpebuteneii.
ycnyranpucoeavHeHus
ycnyra 3/fieKkTpocBA3n
ycnyra anekTpocBs3n 6asoBas
ycnyra 3anekTpocBA3N AONOMIHNTEeNbHARA
ycnyra 3/1IeKTpOCBA3U OCHOBHas
YCNYrn 3NeKTPOCBA3N TPALULNOHHbIE
YCNYIr# 31eKTPOCBSA3N YHUBEPCAIbHbIE..
dhopma o6cnyxmBaHma notpebutenei
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