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4 BBEJEH BMEPBbIE

lpasuna npumeHeHus Hacmosweeo cmaHOapma ycmarosneHsi 8 FTOCT P 1.0—2012 (pasden 8). ViHchopmayus
00 U3BMEHEHUSX K HacmosujeMy cmaHOapmy nybnuxkyemcs 8 exego0HoM (1o cocmosHuio Ha 1 AHeapsa mekyuwjeao eoda)
UHGbOpMaUUOHHOM yKasamene «HauuoHanbHbie cmaHO0apmbly, a opuyuanbHbIl mekcm U3MeHeHUl U nonpagok — &
exXeMecayHoM ¢hopMaulUoOHHOM yKkalamene «HauuoHanbHble cmaHdapmely. B cnyyae nepecmompa (3aMeHbl) unu
OMmMeHb! Hacmosuwjeeo cmaHO0apma coomeemcmaeyoujee ysedomneHue bydem onybnuKkogaHo & bnuxallueMm 8birycKe
eXemMecaYHo20 UHQOPMaUUOHHO20 yKasamena «HauuoHanbHble cmaHOapmbly. Coomeemcemaeyoujas UHGopMayus,
ysedomiaeHue U MmeKcmbl pa3Meu,alomcss makxe 6 UHGopMauuoHHOU cucmeme obujeeo onb3o8aHus — Ha
ogpuyuanbHom catime @elepanbHO20 ageHmcmea 10 MEeXHUYEeCKOMY peaynupogaHuio U Memponoauu & cemu
UumepHem (gost.ru)
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HAUMWOHANBbHBIN CTAHOAPT POCCUUCKON & EAEPALUMN

KAYECTBO YCINYITU «BHYTPU3OHOBASA TEJIE®OHHAA CBA3b»
Moka3arenu KayecTBa

Quality of service «intra-zone telephone communication». Quality indices

Oara BBeaeHus — 2015—01—01

1 O6nactb npuMeHeHusA

Hactoswumn craHaapT ycTaHaBnMBaeT HOMEHKNATypy OCHOBHbIX Moka3aTenen kadvecrsa ycnyr
BHYTPU3OHOBOW TeNe(gOHHON CBA3KU, PEKOMEHAYEMbIX AN uenei ynpasneHus KayeCcTBOM YCMyr CBA3W U
COBEpPLUEHCTBOBAHUA 0OCNYXXMBaHKUA NONb30BaTeNeln ycnyr CBA3W.

Hactoswwmn craHaapT npeaHasHayeH Ans WUCNONb30BaHUS MPEACTaBUTENSAMM TOCYAapPCTBEHHbIX
OpraHoB, OCYLLECTBNAIOLLMX PErynupoBaHue B 061acTu CBA3M, HAYYHbIMWU U MPOEKTHLIMU OPraHu3aumsamMmn npu
pa3paboTke W NPOEKTUPOBaHWMM ceTeir W cnyxO, npu paspaboTke craHaapToB B 06nacTu CBsi3M,
XO3AWCTBYIOWMMN CyObeKkTamu, AeCTBYIOWMMM B 0O6NacTu oka3aHus ycnyr BHYTPU3OHOBOW TenedOoHHON
CBA3N B CETU CBA3KM OOLWIEro nonb30BaHMA, KOHTPOMUPYIOLWMMW WX OpraHamu, BKMKOYas OpraHbl
cepTudukaumnn, a Takxke nonb3oBarTenen ycnyr cBs3u.

Ha ocHOBe HaCTOsiLLero craHgapTa XO3AWCTBYIOLMMM cyObekTamu, AeicTBylolWmMMM B o6nactu
OKasaHusi yCnyr BHYTPU3OHOBOI TeneOoHHON CBA3M, MOTYT ObiTb paszpaboTaHbl COOCTBEHHbIE (BHYTPEHHUE)
HOpPMaTUBHbIE AOKYMEHTbl, ONpedenslowne CUCTEMY NoKasaTenel kayecTBa Ha YCNyru BHYTPU3OHOBON
TenedgoHHON CBA3MN.

HopMbl, KOHKpeTHble TpeboBaHUA K nNoka3aTesnsiM KayecTBa U MeTOAbl MX KOHTPONS (OLEeHKU) AOMKHbI
OblTb OnpeaeneHbl B COOTBETCTBYIOLUMX HOPMATUBHbLIX AOKYMEHTaX, YTBEPXKAEHHbIX B YCTaHOBMEHHOM
nopsiake.

2 HopmaTuBHbIe CCbINKU

B HacToswem cTraHaapTe MCNoNb30BaHbl HOPMATUBHbLIE CCLINIKM HA CreayloLmne CTaHAapTh:

FOCT P 53724-2009 KauectBo ycnyr cBa3u. ObLyme nonoxeHus

FOCT P 53727-2009 Kauecrso ycnyru «MectHasa TenedoHHas cBA3by». [loka3arenu kadecrea

FOCT P 53731-2009 KayecTtBo ycnyr cBa3u. TEpMUHbI M OnpeaeneHus

FOCT P 53801-2010 Cea3b peagepanbHas. TepMuHbl n onpegeneHus

MpuvumMmedyaHue — Mpn NOMb30BaHUM HACTOSILLUMM CTaHAAPTOM LernecoobpasHo NpoBepuUTb AEWCTBUE
CCbINOYHbLIX CTaHAApPTOB B MHPOPMaLMOHHOW cucTeMe obLLero nonb3oBaHUA — Ha oduunansHoM caiite PefepanbHoro
areHTCTBa No TEXHWUYECKOMY perynupoBaHUi0 U MeTPOSorun no craHaapTusauumm B ceT UHTEpHET unu no exerogHo
u3gaBaeMoMy UHOPMaLUOHHOMY yKasaTernto «HauuoHanbHble cTaHAapThi», KOTOPLIA ony6rukoBaH Mo COCTOSHUIO Ha
1 AHBapA Tekywlero roga, U No BbINyckaM eXeMeCA4YHOro MHOpPMaLMOHHOIO yKasaTens «HauuoHarnbHble cTaHaapThi»
3a Tekywuid rog. Ecnu 3ameHeH CCbINOYHLIA CTaHAapT, Ha KOTOpLIA JaHa HeaTupoBaHHas CCblflika, TO pekoMeHayeTca
ncnonb3oBaTh AeﬁCTByIOLLWIO BepCUio 3TOro craHgapta ¢ y4e€TOoM BCEX BHECEHHbIX B JaHHYHO BEPCULO nameHeHui. Ecnun
3aMEHEH CChINOYHbIN CTaHdapT, Ha KOTOprﬁ AaHa AaTupoBaHHaA CChbifika, TO peKoMeHAyeTCA UCNOoNb3oBaTbk BEpPCUio
3TOro CTaHjapTa C yKasaHHbIM Bbille rOAOM yTBepXAeHusa (npuHATUS). Ecnu nocne yrBepXaeHUA HacTosLero
CTaHjapTa B CCbINOYHbIN CTaHA4apT, Ha KOTOprI7I AaHa AaTupoBaHHaA CChblJika, BHECEHO U3MEeHeHue, 3aTparunearuiee
nonoXxeHwe, Ha KOTopoe AaHa CCbiflka, TO 3TO NOJIOXKEeHNne peKoMeHAYyeTCA NPUMEHATb bes ydyeTa JaHHOIMo U3MEHEHHUA,
Ecnu cebinovHbIv CTaHQapT OTMEHEH be3 3aMeHbl, TO NoJoXeHne, B KOTOPOM [aHa CCblJflka Ha Hero, pekoMmeHpyeTca
NPUMEHSATL B 4acTU, He 3aTparmsaloLleil 3Ty CCbINKy.

3 TepMuHbI M OnNpeaeneHns

B HacrosweM craHaapte npumeHeHbl TepMmuHbl no FOCT P 53731 u TOCT P 53801, a Takke
cneaylowme TepMUHbI C COOTBETCTBYIOLLUMMU ONPEeAEerneHnsIMu:

3.1 ycnyra 3nekTpocBaA3u: Ycnyra, 3aknoyalwasnca B npueme, o0paboTke, XxpaHeHuu, nepegaqve u
AocTaBke COOOLLEHNI INEKTPOCBA3H.

3.2 onepartop cBa3m: IOpuanyeckoe NUUO UM UHAMBUAYANbHLIW NPEeANPUHUMATENDb, OKa3biBaloLme
yCnyru CBs3u Ha OCHOBAHWUM COOTBETCTBYIOLLEN JIMLEH3NMN.

U3paHue oPpuumansHoe 1
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3.3 TenedoHHOE coeaAMHEHMWe: YCTAHOBNEHHOE B pe3ynbTaTe Bbli30BA B3aUMOAENCTBUE MeEXay
cpeacTBamMu CBA3M, NO3BonsAOLWEe aGOHEHTY u (MnK) Nonb3oBaTento ycnyr TenedOHHON CBSI3u nepeaasaTh
1 (MUNK) NPMHUMATL rosI0COBYIO U (MIN) HEFONOCOBYIO UHCPOPMALMIO.

3.4 BHyTpuM3OHOBOE TenedoHHoe coeauHeHue: TenedoHHOe  coeaAMHEHUE  Mmexay
nonb30BaTenbCKUM 060pya0BaHMEM, NOAKMIOYEHHBIM K CETU MECTHON TENEMOHHOI CBA3W N Pa3MELLEHHBbIM
B Npeaenax TEeppuTopunM OAQHOIO M TOro e cybbekta Poccuiickon deaepauuun, unu TenedoHHoe
coeAHEHUe Mexay Nomnb3oBaTernibckum 06OpPYAOBAHMEM, MOAKSOYEHHLIM K CETU MECTHOW TenedOoHHOM
CBSI3W, M MONb30BaTENbCKUM OGOpyAOBaHMEM, MNOAKIIOYEHHBIM K CETW NOABWMXHOW CBSI3W, Koraa
COOTBETCTBYIOLLIEMY aDOHEHTY 3TON CeTU MOABWXHOM CBS3U BblAeneH abOHEHTCKui TenedOoHHbI HoMep,
BXOASALWMIN B pecypc reorpadpmyeckn He OnpeaesnsieMon 30Hbl Hymepauuu, 3aKpenneHHbi 3a TeM e
cybbekTom Poccuiickon deaepauyuu.

3.5 ycnyra TenedoHHOW cBA3M: [eATENbHOCTb UCNoNHUTENs (onepatopa CBA3KM) NO
YA0BNETBOPEHUIO MOTPEOHOCTM NONL30BATENA YCAYr CBA3M B 0OMeHe TenedOoHHbIMU COOBLLEHUAMU NyTEM
YCTaHOBIEHuUs1 TeneoHHOro coeanHeHus.

3.6 ycnyra BHYTPU3OHOBOW TenedOHHOM CBA3M: Ycnyra TenedOHHOW CBA3M, CBsi3aHHas C
YyCTaHOBIEHUEM BHYTPU3OHOBOrO T€NE(OHHOIO COEAUHEHUA.

3.7 nonb3oBatenb ycnyr tenedoHHOW cBaA3m: JlMuo, 3akasbiBawowee U (MnNu) UCNOnb3ylollee
ycnyrm TenedOoHHOW CBA3MN.

3.8 aboneHT: NMonb3oBaTenb yCcnyr CBA3WM, C KOTOPbIM 3akKnioveH A0roop o6 okasaHuW Takux ycnyr
npy BblIAENEHUN ANs 3TUX Liener aBOHEeHTCKOro HOMEpa UMM YHUKaNbHOTO Koaa uaeHTUdUKaLmu.

3.9 nonb3oBaTenbckoe obopyaoBaHue (OKOHeYHoe o6opyaoBaHue): TexHu4eckue cpeacrea ans
nepegayn u (Mnu) Npuema CUrHanoB 3NEKTPOCBA3W MO MNMHUAM CBA3W, NOAKMIOYEHHble K aGOHEHTCKUM
TNIVMHUSIM M HAaXOAALMECS B NOMb30BAHMU aGOHEHTOB UIM NpeAHa3HAYEeHHbIE AN Takux Uenew.

3.10 cetb (PpUKCMpPOBaAHHOW 30HOBOW TenedOHHOW cBA3U: TenedoHHas CeTb CBA3M 06LUEro
nonb30BaHUA, KOTOpasd npeaHasHayeHa ANS OKasaHuAa Yycnyr BHYTPWU3OHOBOW TenedOHHOW CBA3M,
npeacTaBnawowas coboi COBOKYNHOCTb PACMOSNOXEHHbLIX B OAHOW 30HE HyMepauun TPaH3UTHLIX 30HOBbIX
Yy3M0B CBSI3U U COEAMHAIOLLMX MX NUHUIA CBA3M M UMEIOLLAA TOYKW NPUCOEeAMHEHUA B aAMWUHUCTPATUBHOM
LEHTPE U B K&XXIOM MyHUUMNANbLHOM painoHe cybbekra Poccuickon deagepauum, Ha TEpPPUTOPUM KOTOPOTO
(DYHKLIMOHUPYET 3Ta CeTb CBA3N.

3.11 npepocTtaBneHne [OCTyNa K C€TU 30HOBOM TenedoHHOW cBA3U: COBOKYNHOCTb AENCTBUN
onepatopoB CETel MECTHOW WM 30HOBOW TenedOHHOM CBA3WM MO 06ecneyYeHuto BO3MOXHOCTU COEAMHEHUSA
nonb30BaTENbCKOro (OKOHEYHOro) 060pya0BaHUSA C Y3NIOM CBSI3U CETU 30HOBOW TenedOHHOM CBA3U B LIENSX
npenocTraBneHnsi abOHEHTY ycnyr TenedOHHOI CBA3N.

3.12 BbI30B: [eNncTBuUsA, COBEpLUaEMble abOHEHTOM WNU nonb3oBaTtenem ycnyramu TtenedOoHHON
CBA3W B LENsAX YCTAHOBMEHUA COEAUHEHUS CBOEro Nnonb30BaTeNbCKOro (OKOHEYHOro) obopyaoBaHMS C
Monb30BaTeNbCKMM (OKOHEYHbIM) 060pyaAOBaHMEM Apyroro aboHeHTa unvM nonb3oBartens ycnyr TenedoHHOM
CBSI3U, U COBOKYMHOCTb Onepauui, NoOpoXxaaemMbliX 3TUMU AEACTBUSIMU B CETU 3NMEKTPOCBA3MW.

3.13 nonbITKa BbI3OBA: [1ONbITKA YCTAHOBUTL COEAMHEHME C OAHUM WIM HECKONbKMMKU npubopamu,
NOAKMIOYEHHBIMU K CETW SNEKTPOCBA3MN.

3.14 ycnewHas nonbiTKA BbI3OBa: [lONbITKA BbI30BA, MNPU KOTOPON Bbi3bIBAKOWUN aBOHEHT
(nonb3oBarernb) NOny4YaeT NOHATHYIO MHPOPMALMIO O COCTOSHUM BbI3bIBAEMOro aboHeHTa.

3.15 achpekTMBHAA NONbITKA BbI3OBA: YCNeLlHas nonbiTka BbI30Ba, 3aKOHYMBLLAACA CUTHANOM
oTBETA.

4 KauecTtBO ycnyru «BHyTpusoHoBasa tenedoHHasi CBA3bL»

4.1 OGuee onucaHue ycnyru

4.1.1 Ycnyra «BHyTpu3oHoBas TenedoHHas CBA3b» 3akNio4YaeTca B NpeaoCTaBNEHUU UCNONHUTENEM
(onepaTopomM  BHYTPM3OHOBOW TEenedOHHOW CBsi3n) BO3MOXHOCTM  NOMb3oBaTensMm (aboHeHTaMm),
nonbL30BaTenbLckoe (OKOHeYHoe) 06opyAOBaHME KOTOPLIX MPUCOEAMHEHO K y3ram MECTHOW TenedOoHHOMN
CBSI3U, PACMONOXEHHLIM B Npeaenax TeppPUTOPUN 0QHOro U Toro xe cybbekta Poccuiickon deaepauuu, no
TpeboBaHMO nOGOro M3 HuMX OOMeHMBaTbCA TenedOHHbIMU COOBLLUEHUAMKU. Takaa e BO3MOXHOCTb
npegocTaBnAeTCA B Criyvae, korga nonb3oBarenibckoe 060pyaoBaHNe 04HOTO U3 abBOHEHTOB NPUCOEANHEHO
K y3ny MecCTHOI TenedOHHON CBA3M B Npeaenax Tepputopun ogHoro cybbekta Poccuiickon deaepauuu, a
ApYroro — noAKMo4YeHO K CETU MOABUXHOW CBA3M, NpuyeM abOHEHTY 3TOW CeTU NOABUXKHON CBA3KU BblaeneH
abOHEHTCKUA HOMep, BXOASLUMIA B pecypc reorpaduyeckm He onpeaensieMo 30Hbl HyMepauuwu,
3aKpenseHHblii 3a Tem xe cybbekTtom Poccuitckoin depepaumn. Kpome Toro, ata ycnyra obecneuusaer
[JOCTYN K YCryram MexayropofHoi U MexayHapogHoi TenedOoHHOW CBA3W.
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4.1.2 lMNpu okaszaHum ycnyru «BHyTpu3oHoBaa TenedoHHaAs CBA3b» WCNOMHUTENL (onepaTtop)
obecneunsaeT npegocraBneHne aboHEHTy:

a) BHYTPU3OHOBbIX COEAUHEHNI NO CETU PUKCUPOBaAHHOM TenedOHHON CBA3M:

- ANS nepeaayun ronocosow nHgopmalum;

- nepeaayn HakCUMUNBHBLIX COOOLLEHNIA;

- nepepayv AaHHbIX;

6) AoCTyn K ycrnyram CBSi3U CE€TM CBSA3M OOLLEro Nonb3OBaHUSl, KPOME YCNYr MECTHON TenedOHHOM
CBA3M;

B) AOCTYMN K CUCTEME MH(DOPMALMOHHO-CNPABOYHOTO 0BCNY>XUBAHUSI.

Kpome TOro, oneparop CBA3W YCTPaHAET HEUCNPABHOCTU, NPENSATCTBYIOLLUE NONL3OBAHUIO YCAYraMu
BHYTPU3OHOBOW TenedOHHOM CBSA3W B COOTBETCTBUM C [1].

4.1.3 [eatenbHOCTb MO oOKasaHuio ycnyrn «BHyTpusoHoBas TenedoHHas CBA3b» BKAKOYAET B
cooteeTcTBuu ¢ FOCT P 53724 cneaylowme OCHOBHbIE dTanbl:

- NpeaocTaBneHue A0oCTyna K ycnyre;

- obcnyxMBaHMe BHYTPM3OHOBOTO BbI3OBA;

- pac4ertbl 3a ycnyry;

- obcnyxuBaHue obpalueHuii aboHEHTa;

- TexHU4eckasi noaaepika ycnyru.

4.1.4 MNpepocraBneHue aoctyna k ycnyre «BHyTpusoHoBasa TenedoHHas CBA3b» B COOTBETCTBUU C [1]
OCYLLECTBIISIETCA MO AOroBopy aboHEHTa ¢ OnepaTopoM BHYTPU3OHOBOW Tened)oHHON cBA3u. Mokasarenu
kayecrsa ycnyrn «BHyTpusoHoBasi TenedpoHHan CBA3b», XapakTepusylowme atan npeaocTaBneHua AocTyna
K ycnyre, npeaHasHa4veHbl Ans Toro, Yyrobbl OUEHUTL cneaylowmue OCHOBHbIE NOTpebuTenbckue CBOMCTBA
3TOro srana:

- WH(OPMATMBHOCTL (MONHOE, IOCTOBEPHOE U CBOEBPEMEHHOE UHPOPMUPOBaHUE NnoTpedutens o
npeaocTaBnsieMon ycnyre);

- CBOEBPEMEHHOCTb U (M) CKOPOCTb BbIMONTHEHWUA AENCTBUIN NEPCOHANOM;

- yaoOCTBO M KynbTypa 00Cny>XUBaHUA.

4.1.5 OBcnyxuBaHMe BHYTPUM3OHOBOTO BbI30BA MPOBOAUTCA MPU HANMMYUU TEXHUYECKON BO3MOXHOCTH
joctyna Kk ycnyre (HeoOXOAUMbIE NPUCOEAMHEHUSI MECTHOM U 30HOBOW TenedOHHbIX CeTel U ux
B3aMMOAENCTBME peanu3oBaHbl, COOTBETCTBYIOLLME SIMHUW U 060PYAOBaHNUE UCNPABHBI).

BHyTpU3oHOBbIE TenedoHHble COoeaAUHEHUA MOryT ObiTb YCTAHOBMNEHbI ABTOMATUYECKM WMNU TPU
noMoLUM TenedoHncTa.

Mpu okasaHuM ycnyru C aBTOMATUYECKMM YCTAHOBMEHMEM COEAMHEHUS ANSA €€ MHULUanusauuu
NPOBOAAT COOTBETCTBYIOLLYIO MOMbITKY: BbI3bIBAIOWMI AGOHEHT, MAaHUNYNUPYS YNPaBIsOWMMKU OpraHamu
CBOEro OKOHe4Horo obopyaoBaHusi, BBOAUT MHGOPMALMIO O HOMEpE Bbi3blBAEMOro aboHeHTa (CnyxoObl).
Yepes MECTHYIO CeTb, NPUCOEANHEHHYIO B COOTBETCTBUU C yCTaHOBMNEHHbIMU MpaBunamum, ata uHgopmMauma
DOCTaBMSETCA B TOYKY NPUCOEAUHEHUS K (PMKCUPOBAHHOMN 30HOBOM TenedoHHOW ceTu. B 3aBucumoctu ot
HabpaHHOro HOMepa B 30HOBOW CETU OCYLUECTBIAIOTCA OMepaumumn no yCTaHOBNEHUIO OAHOTO U3 BApUaHTOB
BHYTPU3OHOBOTO T€NeOHHOI0 COeANHEHUS:

- C TOYKOIW NPUCOEAMHEHUA K MECTHOI CeTH Bbi3biBaeMOro aboHeHTa [Ansa AanbHeLwero coeguHeHus
C OKOHEYHbIM YCTPOMNCTBOM BbI3blBaEMOro aboHeHTa (Cnyxbbl) B Nnpesenax 30HOBOW CETU €AUHCTBEHHOro
onepartopal;

- € TOYKOM NPUCOEAMHEHUS K CETU (PUKCUPOBAHHOW 30HOBOWM TENEhOHHON CBSI3U APYroro oneparopa;

- G TOYKOI NpMCOeaUHEHUS K CETU NOABUXKHON CBA3M;

- C TOYKOW NPUCOEAMHEHUST K MEXOYTOPOAHON ceTh (ecnm TpebyeTcs OCyLLUECTBUTL AOCTYM K yCIyram
MEXOYropoAHOWM UMK MexayHapoaHOW TenedOHHO CBA3MK).

MonbiTka BbI30Ba MOXET ObiTb ddpekTuBHOW nubBO HeadpekTuBHOW. ShEKTUBHON SABNSETCS
yCMeLUHasa MOoMbITKa, 3aKOHYMBLUASICA OTBETOM BbI3biIBAEMOro aboHeHTa, T.e. peanusaumen TEXHWYECKUX
ycrnoBuii ans obmeHa nomnb3oBaTenbCkoW WHopmauuei. HeadhdekTuBHbIMU ABRSOTCA Nobble apyrue
nonbITkM. 3T0 NNbO cnyyam 6e3ycneLHbiX (MOTEPSHHLIX) BEISOBOB, T.€. HE 3aBEPLUMBLUMXCSA YCTAHOBMNEHUEM
NONHOrO COeANHEHUs1, NMbO cry4an HEOTBETA UMK 3aHATOCTM BbI3bIBAEMOr0 abOHEHTA.

Ona nonyyeHusa ycnyrm C yCTAHOBMEHUEM COEAWHEHUA NpW NOMOLM TenedoHUCTa MnonbL3oBaTenb
obpalaetcs Kk cooTBeTcTBylOLEn cnyxbe (cM. 4.1.7) u npegocraBnsieT TenedOHUCTY WHopMauuio,
Heobxoaumylo ans odopmneHusa 3akasa Ha oOkasaHue ycnyr TtenedoHHoil cBsAsu. TenedoHucT
OCYLLECTBNSAET MOMbITKY YCTAHOBMEHWUs coeduHeHus. B cnyvae adpPeKTUBHOW MOMNbITKM MOXET ObITb
npoBeaeH 06MeH Nonb30BaTeENbLCKON MHOPMaLUEN.

Mokasatenu kadvectBa ycnyru «BHyTpudoHOoBas TenedoOHHas CBA3b», XapakTepusylolme artan
o6cnykMBaHMA NONbITKM BHYTPU3OHOBOIO BbI3OBA, NPEAHA3Ha4YeHbl ANA TOr0, YTOObl OLUEHUTH CreayloLme
OCHOBHbI€ NOTPeOUTENbCKME CBOIMCTBA 3TOrO 3rana:

- [OOCTYMHOCTb COEAMHEHUS;
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- Ka4vectBoO 060]'Iy)KI/IBaHI/I$| BbI3OBOB,

- KayecTBO AOCTAaBKMW MOMb30BaTENbLCKON MHAOPMAaLUK.

4.1.6 Pacyetnl 3a ycnyry, ux nopsigok, opma u B3amMMHasi OTBETCTBEHHOCTb CTOPOH PErynupyoTes
Tpebosanusamu [1] u [2].

OcHoBaHWem A BbiCTaBneHWa cyeta aboHEHTY M (Mnu) NONb3OBAaTENO 3a MNpPefoCTaBlEHHbIE
BHYTPU3OHOBbIE TeneOHHbIE COeAUHEeHUA SABRATCA AaHHbIe, MONy4YeHHble C MOMOLULI0 0060pYya0OBaHUS,
MCNOSb3yeMOoro Ang y4eta o6bema okasdaHHbIX yCnyr TenedoHHOl CBA3M.

MokasaTtenn kadvectBa ycnyrn «BHyTpuM3oHOBas TenedOHHas CBA3b», XapakTepusylowme 3Tan
pacyeToB 3a ycnyry, NnpeAHasHayeHbl Ans TOro, YTobbl OLEHUTb CrieayloLne OCHOBHblE NOTpebuTensckue
CBOIiCTBA 9TOroO aTana:

- CBOEBPEMEHHOCTb [elCTBMI onepaTopa, CBA3aHHbIX C pacyeTamu 3a NpeaoCTaBneHUe yCnyr;

- MPaBUJIbHOCTbL CHETOB, BbICTABMSIEMbIX 3a YCNYTU.

4.1.7 O6cnyxmBaHue obpalleHunii aboHeHTa NPOBOAUT NepCcoHan pasnuYHbIX cNyxo onepaTopa.

O6palueHus aboHeHTa k cnyxbam onepaTtopa MOryT GbiTb BbI3BaHbI Pa3fUYHbIMU NPUYUHAMMU:

- BO3HUKLUMMM MPETEHIUAMMY;

- NOTPeBHOCTLIO NONYYUTL AaHHbIE, CBA3AHHbIE C NPEAOCTaBIIEHUEM YCNYTH;

- NOTPEOHOCTLIO NONYYUTL CNPaABOYHYIO UHAOPMALIUIO;

- NOTPeOHOCTBIO NOMy4YuTb ycnyry «BHyTpu3oHoBas TenedoOHHasi CBSI3b» C YCTAHOBIIEHWEM
coeauHeHus npu noMoLuy TenedoHucTa;

- TEeXHUYEeCKUMU HEUCNIPABHOCTAMMU U Ap.

Oevicteua (unu Oe3pencreue) onepaTopa CBSA3M, KacalolMecsi OKas3aHusl yCnyr BHYTPU3OHOBOMW
TenedOoHHON CBA3U, MOTyT ObiTb 06XKanoBaHbl aGOHEHTOM (nonb3oBaTtenem). [peTeH3us npeabsiBNgeTcA
COOTBETCTBYIOLLEN cnyxbe onepatopa B NUCbMEHHON pOpMe U NOANEXMT perucrTpauum B JEHb €e
MOMyvyeHuss OonepaTopoM cBA3KW. [IpeTeH3na AaomkHa ObiTb pacCcMOTpeHa OnepaTopoM CBsi3W B
YCTaHOBMNEHHbIN CPOK. Kpome TOro, onepatop cBA3M 00SA3aH MUMETb KHUTY >Kanob UM nNpeanoXeHuin u
BblJaBaTb €€ Nno nepsomy TpeboBaHuio aGoHeHTa u (Mnu) nonb3osartens.

B cootsetcTBUM C [1] onepaTop npegocrtasnaeTr aboHeHTaM AaHHble, Kacalowmecss NpeaoCTaBneHus
yCryr, a TakkKe OKa3biBaeT nonb3oBatensaM WHGPOPMALUOHHO-CNPABOYHbIE YCIyru: obsi3aTenbHble
(6ecnnatHble, KPYrNOCYTOUHbIC) U APYrUe NNATHLIE YCRYIU.

OOpalleHusi, BbI3BAHHLIE MPOSABMEHUAMW TEXHUYECKMX HEUCNPABHOCTEW, MOryT ObiTb nubo
YOOBNETBOPEHbl KOHCynbTauuew no TenedoHy (npocteie cnyyau), nubo moryT noTpebosBatb
BMELUaTenbLCTBa nepcoHana cnyxObl TExHUYECKon noaaepxku. B nocnegHem cnyvae o6palieHus
HanpaBnAT B Cry0y TEXHUYECKON noaaepxku (cMm. 4.1.8).

B0o3MOXHbI pasnuyHbie BapuaHTbl TEXHUUYECKON peanu3aumu obpalleHus K crnyxbam:

- B3auMoAelrCTBUE NONb30BAaTENs C NEPCOHANIOM Ciy>0bl oneparopa no TenedoHy unm
HenocpeacTBEHHO;

- OAHOCTOPOHHEE UM UHTEPAKTMBHOE B3auMOAENCTBUE NONb30BATENSA C aBTOMaTU3UPOBAHHON
MH(OPMALMOHHOW CUCTEMOM CNY>XObl N0 CETU ANEKTPOCBA3M.

Mokasatenn kadectBa ycnyru «BHyTpuszoHoBas TenedOHHaA CBA3b», XapakTepu3ylome atan
obcnyxmBanua obpalleHuit abOHEHTOB, NpeAHa3Ha4YeHbl Anst TOro, YToObl OLIEHUTL Crieaylole OCHOBHbIE
notpebuTenbCkue CBOWCTBA 3TOrO aTana:

- AOCTYMHOCTb CNy>O0bl;

- CBOEBPEMEHHOCTb U (MNK) CKOPOCTb BbINMONIHEHUA AEWCTBUI NEPCOHANOM;

- WHMOpMaTUBHOCTL (MONHOE, AOCTOBEPHOE U CBOEBPEMEHHOe WH(opMupoBaHue noTpedutens o
npegocTaBnsaemMoii ycnyre, npaeax u obsas3aHHOCTAX oBenx CTOPOH nNubO npefoCTaBrieHWe 3anpoLUEHHON
WHbopMaLuun);

- yao6CTBO M KynbTypa 06CNy>XUBaHUS.

41.8 TexHuyeckas noadepXka YCMyrM 3aKfiO4aeTcs B YCTPaAHEHUM  HeucrnpaBHOCTEM,
NPENATCTBYIOLLMX  MONIb30BAHMIO  YCnyramu  Tened)OHHOW CBA3SM U OOMKHA  OCYLUECTBNATHLCH
COOTBETCTBYIOLMMU cnyxkbamu onepaTtopa. B cnyyae obHapyXeHUsi Takux HeucrnpasBHOCTEN, aboHEHT B
COOTBETCTBMM C MNOPSIAKOM, YCTAHOBMEHHbIM OMEPaTopoM, MOXeT nubo o6paTuTbCA B CNPaBOYHO-
MHOPMALMOHHYIO (AucNeTYEPCKYIO) CryxDy onepaTtopa, KOTOpas B CIIOXHbLIX CRy4yasx HanpasuT ero K
cnyxbe TexHudeckon noanepxku, nubo obpaTuTbCA B 9Ty Cnyx0y HenocpeAcTBEHHO. HewcnpaBHocTu
YCTPaHSAIOTCA CNy00ii TEXHUYECKON NOAAEPXKKM OnepaTopa B COOTBETCTBUM C [1].

Mokasatenn kauyectBa ycnyrn «BHyTpu3OHOBas TenewmOHHAsA CBA3by», XapakTepusylowue aTan
TEXHUYECKOW noaJepXKM YCMyru, npefHasHaveHbl ANs TOro, 4T00bl OLEHWTb CreaylLlue OCHOBHbIE
notpebuTenLckue CBOWCTBA 3TOrO aTana:;

- AOCTYMHOCTb CNYXO0bl;

- CBOEBPEMEHHOCTb W (MNK) CKOPOCTb BbIMONTHEHUSI paboT NepCcoHanoM;

- KayeCTBO BbINOMHEHUsA paboT.
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OCHOBHbIE NOKa3aTenu KayecTBa BaXKHEMLWMX NOTPEGUTENbCKMX CBOWCTB yenyrn «BHYTpU3oHOBas
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Tabnuya 1 - OcHOBHble MoKkasaTenu KavyecTBa BaXKHEMLUMX MNOTPeBUTENbCKUX CBOWCTB YCMyru

«BHyTpn3oHoBas TenedoHHasa CBA3b»

[Nokasatenb ka4yecTea

MpumeyaHue

MpeaocTasneHne f4OCTyNa K ycnyre

CBOEBPEMEHHOCTb W (MNK) CKOPOCTb BbIMNONHEHUSA AEWCTBUM NEPCOHANOM:

Jonsi (NpoueHT) 3asBOK, OBGCMYXEHHbIX B MpPEAenax YCTAHOBAEHHOW HOPMbI
BPEMEHM

MHdopmaTMBHOCTE (MHAbOpMUPOBaHKUE NoTpedutens ob ycnyre, npaBax u
00A3aHHOCTAX CTOPOH), YA0OCTBO W KynbTypa 06CnyX1BaHWUsA npu
npefocTaBiieHun OCTyna K ycnyre:

Lons (npoueHT) nonb3oBaTenen, BbIpa3suBLLKX YOOBIETBOPEHHOCTb
COOTBETCTBEHHO WH(OPMATUBHOCTbIO, YAOOCTBOM, KynbTypoul OOGCny>XMBaHUSA
nnMBo B LEenom AesATeNIbHOCTbIO CRy»0 onepaTopa npu npeaocTaBneHuu AocTyna K
ycnyre

JnGo ycpegHeHHas
GannbHas oueHka

O6cnyXmBaHue BHYTPU3OHOBOIO TENEOHHOTO Bbi30BA

JOCTYNHOCTb COEAUHEHUSA:

Hons (npoueHT) 6e3ycneLluHbIX NONbITOK A0CTYNa K COEAUHEHMIO

Hons (NpoueHT) norb3oBaTenew, BbipasuBLUMX YA0BNETBOPEHHOCTb
JOCTYNHOCTBIO YCIYIK

JIn6o ycpeaHeHHas
GannbHas oueHka

KayecTBO 06CNy>KMBaHWS BbI3OBOB:

MoTepu BLI3OBOB (MO Pa3fUYHLIM NPUYUHAM UIIU B CYMME) NPU YCTAaHOBEHUM
COEMHEHUS:

- B Npefenax 30HOBOI CeTu oneparopa;

- A0 TOYKM NMPUCOEANHEHNSA K MEXAYTOPOAHOI CceTU

Hons (NpoueHT) 3 EKTUBHBLIX NONbLITOK BbI30BA

Hons (npoueHT) nonb3oBaresnen, BblpasuBLIMX YAOBMETBOPEHHOCTb KA4eCTBOM
06CNy>XMBAHUSA BbI3OBOB

Jmbo ycpegHeHHasn
GannbHas oLeHka

KayecTBo 40CTaBKM NONb30BATENbCKOW MHpOpMaLu:

Honsi (NPOUEHT) BbLIZOBOB, COMPOBOXAABLUMXCA OOMEHOM NOMb30BaTENbLCKON
MH(popMaUmen, He ya0BNETBOPAIOWLMX HOpMaTUBaM

Hons (npoueHT) nonb3oBaTesnien, BblPasuBLUMX YAOBMETBOPEHHOCTb Ka4eCTBOM
[OCTaBKM NoMb30BaTenbLCkoi MHopmaumu

Jimbo ycpeaHeHHasn
GannbHasi oLeHka

Pac4yeThbl 3a ycnyry

CBOEBPEMEHHOCTbL AENCTBUI ONepaTopa, CBA3aHHbIX C pacyeTamu 3a
npefoCTaBneHNe yCnyr:

Jons (NpoUEHT) criy4aeB OOCTaBKM CYETOB aBOHEHTY C HapyLUeHMEM HOPM no
BPEMEHU

MpaBWIIbHOCTb CHETOB, BbICTABASIEMbIX 38 YCIyri

Oonsa (npoueHT) owmnboK, CBA3AHHLIX C BbICTABMEHMEM CYETOB Ha onnaty ycnyr
(cyeToB C OWMOKaMM, BbICTABNEHHbLIX HECBOEBPEMEHHO NGO N0 HEBEPHOMY
agpecy, He BbICTABNEHHbIX U ApP.)

O6cnyxumBanue obpallieHuii nonbL3oBaTenein

JOCTYNHOCTb CRyXObl:

Oons  (NpoueHT) ycnewdblX, T.€. MPUBEAWMX K  codep)KaTefbHOMY
MHOPMaLMOHHOMY 06MeHY, obpalleHuii K cnyxbe

CBOEBPEMEHHOCTb U (MNK) CKOPOCTb BbINOMHEHUSI AEVNCTBUI NEPCOHANOM:

HOonsi  (npoueHT) oOpalleHuii nonb3oBaTeneii Kk onpeaeneHHol cnyxobe,
0OCNy)XeHHbIX B  npefenax YCTAHOBMEHHbIX HOPMAaTMBOB,  KacatoLMXCA
ANMUTENbHOCTU BbINOJTHEHUSA paGOT
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OkoH4aHue mabnuupi 1

lMokasaTenb Ka4yecTBa

MpumeyaHue

MHdopMaTUBHOCTL (MHChOPMUPOBaHKUE Nonb3oBaTenen ob ycnyre, npaBax u
0043aHHOCTAX CTOPOH NMOO NpeaoCTaBNeHne 3anpoLLEeHHON nHopmayun),
ya06CTBO M KynbTypa 06Cny>xMBaHus npu o6paLleHusix nofb3oBaTenei:

Hona (npoueHT) nons3osatenen, BblpasuBLUMX YOOBETBOPEHHOCTL
COOTBETCTBEHHO UH(POPMATUBHOCTLID, yAOOCTBOM, KynbTypon oOGCnyxmBaHuA
nnbo B LENOM AEATENBHOCTLIO CNy>)6 onepatopa npu 06paLEHN K HUM

JlInbo ycpeaHeHHas
OannbHas oueHka

TexHu4eckasi noaaepxka ycrnyru

JOCTYNHOCTbL CNyXObl:

dona  (NpoOuUeHT)  yChewHblX, T.€. MNpUBEALUMX K  CcOAepXaTesibHOMY
MHpOPMaUMOHHOMY 0OMeHyY, obpawleHun K cnyxobe

CBOEBPEMEHHOCTb U (MNN) CKOPOCTL BLINONHEHUA paboT NEPCOHANOM:

[onsa (NpoueHT) 0TKa30B pPasnU4HbIX BUAOB, PEMOHTHbIE paboTbl NPU yCTPaAHEHUN
KOTOPbIX BbIMOSMHEHbI B NPeenax yCTaHOBMEHHbIX CPOKOB

KauyecTBO BbINONHEHUS pabOT:

Honsa (npoueHT) NOBTOPHbLIX (T.€. B MpeAenax cpoka rapaHTUM PEMOHTHbIX paboT)
3agBNEHWUI NONb30BATENIEN O HEUCNPABHOCTAX

MHTerpanbHas oLeHKa Ka4yecTBa yonyru

fona (npoueHT) nonb3oBarternen, BbIPA3UBLUMX YAOBMNETBOPEHHOCTb KA4eCTBOM
ycnyru B LiesIom

JlIn6o ycpeaHeHHas
GannbHas oueHka




[
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Bubnuorpadus

MNpaBuna okasaums yCNyr MECTHOW, BHYTPU3OHOBOW, MEXAYrOPOAHOW M MEXIYHApOAHON
TenedoHHOM cBaA3n. (YTBEPXAEHbl NocTaHoBNeHueM lMpaButenbcrea Poccuickon degepauuu
ot 18 man 2005 r. Ne 310)

denepantHbiil 3akoH P ot 07,07.2003 Ne 126-03 «O cBA3U»
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