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HALUMWOHANbHBLIA CTAHJOAPT POCCUUCKOW OSGEQLEPALMUM

CucTeMa HauUOHaNbHbLIX CTAHAAPTOB B 0611acTH KayecTBa YCNyr CBA3M
YNPABJIEHUE KAYMECTBOM YCNYI CBA3U
MOHUTOPUHT KaYecTBa yCNnyr CBA3N

System of national standards for quality of telecommunication services.
Management of quality communications services. Monitoring of quality communications services

Dara sBegenna — 2014—01—01

1 O6nactb npuMeHeHusi

HacToswuii ctaHgapT ycTaHasnueaeT obLuyme NonoXeHus1, Nopaaok co3aaHna CUCTEMbI MOHUTOPUHra 1
OCYLLECTBIIEHUS1 NPOLIECCOB MOHUTOPUHIA KayecTBa yCryr CBA3N ANA Leneil ynpasneHust KayecTBoM ycnyr
CBSI31 U COBEPLUEHCTBOBAHMA 06CINYyXXMBaHWUSA NOMNb3oBaTeNen ycnyramm cBasu.

HacToswuin ctaHgapT npegHasHadeH A MCNoNb30BaHUSA XO3ANCTBYIOWUMU CYGbeKTaMu, AeUCTBYI0-
LWMMM B 061aCTU OKa3aHWs! YCITyT CBSA3W M OCYLLECTBIISIOLLIMMM MPOLLECCHI MOHUTOPUHIA, KOHTPOSIMPYOLLIMMUA UX
opraHamu, BKIoYas opraHbl cepTudukalmMmn, NpeacTaBuUTeNaMn rocyaapcTBEHHLIX OPraHoB, OCYLLECTBNA0-
LUMX perynupoBaHue B 0611acTi CBA3W, HaYYHLIMM U NPOEKTHLIMW OPraHWM3aLMsaMK, a Takke NoMb3oBaTeNnamMm
ycnyramu ceasu.

Ha ocHoBaHUM HAaCToSALLEro CTaHaapTa X03AMCTBYIOLMMMY CyBbekTamu, AeNCTBYOWUMM B 06nacTu oka-
3aHMA YCNyr CBs3W, MOTyT paspabaTsiaTbCsl COBCTBEHHbIE (BHYTPEHHUE) HOpMATUBHLIE 4OKYMEHTHI, onpeae-
nsAwLWMe NpoLlieaypy cosdaHns CUCTEMbI MOHUTOPUHIA U NPOBeASHUS MOHUTOpPUHIa B 061acTu kavecTsa yCnyr
cBSA3N.

2 HopmaTuBHbIe CCbINKM

B HacTosALWeM cTaHAapTe UCNonb3oBaHbl HOPMaTUBHbIE CCbIMKW Ha cneaytoLlue cTaHaapThl:

rOCT 1SO 9001—2011 Cuctembl MeHeAXMeHTa kadecTBa. TpebosaHus

FOCT PUCO/M3K20000-1—2010 NHdopmaumoHHas TexHonorus. MeHedxmeHT yenyr. Yacts 1. Cne-
undbnkaums

FOCT P 53724—2009 KavyecTtBo ycnyr cesian. O6Lme nonoXeHus

FOCT P 53731—2009 KavecTBo ycrnyr cBsi3n. TepMuHbI U onpeaeneHuns

MpumeyaHune—pu NONb30BaHUN HACTOSLLUM CTaHAAPTOM LenecoobpasHo NpoBEpUTL AEWCTBUE CChINOY-
HbIX CTaHZapTOB B WMH(OPMAaUMOHHOM cucTeMe OOWero nonb3oBaHUsi — Ha oduumansHoM calnte PegepanbHOro
areHTCTBa MO TEXHWYECKOMY PEryriMpoBaHunio U METPONorum B ceTu VIHTEpHET nnn Mo eXerogHoMy MHMOPMaLmoHHOMY
ykasaTento «HauvoHanbHble cTaHAapThI», KOTOPbIN OMYGNMKOBaH NO COCTOSHMIO Ha 1 THBaPsi TEKYLLero roaa, 1 no Bbinyc-
KaMm exeMeCcsHHOro MHHOPMaLMOHHOIO yKkasaTensa « HaunoHanbHble cTaHAapThI» 3@ TEKYLWUIA rog. ECriv 3ameHeH cCbinoy-
HbIli CTaHAapT, Ha KOTOPbIM AaHa HegaTMPOBaHHasA CCbifka, TO PEKOMEHAYeTCs MCMOoNb30BaTh AEVCTBYIOWYI0 BEPCUIO
3TOro CTaHgapTa € y4eTOM BCEX BHECEHHbIX B IAHHYIO BEPCUI0 M3MEHEHWI. ECnim 3ameHeH CCbINOYHbIN CTaHAapT, Ha KOTo-
pbiii AaHa gaTMpoBaHHasi CCbinka, TO PEKOMEHAYETCs UCMONb30BaTb BEPCUIO 3TOMO CTaHAapTa C yKasaHHbIM Bbille rofgoM
yTBepxaeHust (NpuHsATUS). ECnn nocne yTBepxaeHNA HaCTOALLEro cTaHAapTa B CCbINOYHbIN CTaHAAPT, HA KOTOPLIN AaHa
AaTVpOBaHHas CCblIKa, BHECEHO U3MeHeHWe, 3aTparmBaloLLee NoroXeHne, Ha KOTOPOe JaHa CCbifka, TO 9TO NONoXeHne
pekoMeHayeTCsA NpuMeHsiTe 6e3 y4eTa 4aHHOro 3MeHeHust. Ecnv cebinoyHbIi cTaHgapT OTMeHeH 6e3 3aMeHbl, TO Nonoxe-
HKe, B KOTOPOM AaHa CCbINKa Ha HEro, PEKOMEHAYETCA NPUMEHSITh B 4acTu, He 3aTparvBatoLwen STy CCbINKY.

UzpaHne ocpmumanbHoe
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3 TepMuHbI 1 onpeaeneHns

B HacTosilwem cTangapTe npuMeHeHbl TepMuHbl o TOCT P 53731, a Takke criegytolume TEPMUHBI C COOT-
BETCTBYOLMMUN ONpeaeneHusIMn:

3.1 MHdopMaLMOHHaA cuctemMa MOHUTOPUHra: C1cTeMa, B COCTaB KOTOPOI BXOASAT UCTOUHUK MHDOp-
Maumu, annapaTtHble U nporpamMmHele cpeacTsa, obecnevnsaroLlne BBoA, XpaHeHue, nouck, nepegady, obpa-
60TKy NHGOpMaLIMK 1 NpeaocTaBreHne ee NoNbL3oBaTento.

3.2

KauyecTBO: CTeneHb COOTBETCTBUSA COBOKYMHOCTU MPUCYLLNX XapaKTepncTuk TpebosaHusaM
[FOCT 1SO9000—2011]

3.3

MeHeAXKMeHT ycnyr: [leaTensHocTb, HanpasneHHas Ha BblNonHeHne TpeboBaHWi opraHuaaLnin —
noTpebutenei ycnyr.
[FOCT PUCO/M3K20000-1—2010]

3.4

KOHTponb KayecTBa ycnyr cBsiau: MpoBedeHue NpoBEpPKU COOTBETCTBUS MokKasaTenein kavecTsa
YCIyr CBSI3U yCTaHOBMEHHbIM TpeGoBaHMsAM.
[FOCT P53731—2009]

3.5 MOHUTOpPUHr KavyecTBa ycnyr: Cuctema HabnwaeHUn U KOHTPONs 3a NnokasaTensiMu kavecTBa
ycnyr, NpoBOANMbIX PeryrsipHo Mo onpegeneHHon nporpamme Ansa oLEeHKN YCIyr U NPoLLeCCoB OKasaHUA yenyr,
a Takke ANns aHanmnsa nPoUCXoasaLmx B HUX USMEHEHUI U CBOEBPEMEHHOTO BbIABNEHUSA TEHASHLWIA 3TUX N3Me-
HEeHWUN.

3.6

onepatop cBA3u: IOpuanyeckoe NMUO UNU NHAMBUAYaNbHLIA NpeAnpuHUMaTesb, oKasbiBaloume
YCNyru CBA3W Ha OCHOBaHWUMN COOTBETCTBYIOLLEN NULIeH3UN.
[FTOCT P53731—2009]

3.7

npeTeH3us (complaint): BulpaxkeHne Heya0BNEeTBOPEHHOCTU NpoayKumen u/unu pabotoit opraHusa-
LW1 U HenocpeACTBEHHO NMPOLLECCOM yNpaBneHNa NpeTeH3usIMA B CUTYauUUsX, rae ABHO UM HESIBHO OXU-
AaeTcs OTBET UK pelLueHue.

[FOCT PUCO 10002—2007]

3.8 peknamauus: lNucbmeHHoe 3asiBNeHWe nony4yaTensl yCnyr CBsI3W MO YCTaHOBIIEHHOW dopme
MoCTaBLLMKY ycnyrn 06 obHapykeHHOM B nepuoa AeUCTBUS rapaHTUNHBLIX 06s3aTenbCTB HECOOTBETCTBUN
yCTaHOBMNEHHbIM TpeboBaHMSIM KayecTBa YCnyrn, cogepxallee TpeboBaHue 0 BOCCTAHOBIIEHUU KavyecTBa B
COOTBETCTBUM C NPeabABAeMbIMUA K HEMY TPeDOBaHUAMK.

3.9 cucrtema MoHuTopuHra: CoBOoKynHOCTb NoApasgeneHnin opraHMsaumm, y4acTBYIOLLMX B npouecce
cbopa 1 npeactasneHns MHGOPMauMM Nonb3osaTenam, MHOPMaLMOHHON cUCTeMbl, noaaepXusaloLlein
nHdopmaumio 06 obbeKkTax MOHUTOPUHra, U KOMNNEKca HOPMaTUBHON U OpraHU3aLUOHHO-MEeTOANYECKON
AoKyMeHTauumu, obecnevmsarroLLen opraHnsaLmio n ynpasneHue npoLeccammn B CUCTEME MOHUTOPUHIA.

4 OOLWwMe nonoxeHus

4.1 MOHUTOPWUHI KaYecTBa YCryr CBA3U Kak HeoBXoaNMbI MHCTPYMEHT MEHeMKMeHTa yCryr B COOT-
BETCTBMM C MOAENbIO MeHeXXMeHTa ycnyr, npusedeHHomn B ctaHaapte FOCT P UCO/M3K 20000-1, ocylue-
CTBIISIETCA Ha 3Tane KOHTPOSIsl Ka4ecTBa YCyr CBA3M.

2
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4.2 Lenb MOHUTOPUHIa KaYecTBa YCMyr CBA3W COCTOUT B NpoBeaeHun c6opa, 06paboTkn U HakonneHus
nHcbopmaummn ansa obecneveHns NPOLECCOB ynNpaBieHns 1 NogaepKaHns ypoBHS kavyecTBa npegocTasnse-
MbIX YCyr CBSI3 B COOTBETCTBUN C YCTaHOBIIEHHBIMW TPeBboBaHUAMN.

4.3 BaxHeAWnMU pyHKLMAMU MOHUTOPUHIa Ka4ecTBa YCryr CBA3U ABnsloTcA: HabnogeHue, peructpa-
LWs, opraHm3aLmns XpaHeHns 1 UCronb3oBaHUsA MHpopMaL UM O Ka4ecTBe YCNyr CBA3M B COOTBETCTBUM C yCTa-
HOBITEHHOW CUCTEMON MnokasaTenen KadecTBa YCMyr, aHanua W oueHKa kKadecTBa YyCMyr CBsI3W, a Takke
paspaboTka peLlueHuin (Mep) No NpeaynpexaeHnto UNu yCTpaHeHnto HexenaTensHelX OTKINOHEHWA B YPOBHE
KayecTBa NpeaocTaBnsAeMbIX YCNyr U NpegocTaBneHne 3auHTepecoBaHHbIM cTopoHaM (noTpebutensam, opra-
HaM ynpaBneHusi, UHBeCTopaMm 1 T. 4.) MHdopmaLnmn o Ka4ecTBe YCryr CBA3W COrnacHo YyCTaHOBMEHHEBIM Npa-
BMNaM.

4.4 O6bekTamMy MOHUTOPUHIA KauecTBa YCNyr CBsI3N SABNAOTCA YCNYr CBA3W, OkasbiBaeMble oneparto-
pamu, no BMAaM CBA3N.

4.5 MNpegMeToOM MOHUTOPWHIA KAYECTBa YCMYr CBA3U ABMISAOTCA KONMYECTBEHHbIE U HEKONNYECTBEHHbIE
nokasaTenun kayecTsa yCnyr CBA3u.

4.6 KoCcHOBHbBIM 3aja4aM MOHUTOPUHIa KayecTsa yCIyr CBA3N NO KaXKAoMY U3 BUAOB NpeocTaBnseMbIX
ycnyr oTHOCATCS:

- cbop MCXoOHOM WHGOpPMaLWUM ANA BCECTOPOHHEro KOMMIEKCHOTO aHanMsa YpOBHSl KayecTBa
npegocTaBrisemMoro suaa ycryr;

- obecnedveHne 3arpyskn MICXOOHbIX MACCUBOR AaHHbIX, OpraHU3aLmsa XpaHeHus, noucka 1 Ucnonb3oBa-
HWUs1 JaHHBIX O MoKasaTensAx KayecTsa yCrlyr CBA3Y;

- onpegeneHne JOCTUrHYTBIX YPOBHEN NokasaTernen kayecTsa yCryr CBS3N, CpaBHEHWe UX C pernamMeH-
TUPOBaHHBIMU 3HAYEHUAMU, N3YYeHNEe OCHOBHBIX TEHAEHLIMA U 3aKOHOMEPHOCTEN B U3MEHeHUN NokasaTenemn
KadecTBa ycryr CBA3U;

- BblsiBNeHWe Hanbonee cyLuecTBEHHBIX BNUSAOLWMNX (hakTOpOoB BHELWIHEW U BHYTPEeHHEeW cpeabl, onpeae-
NSIIOLLMX YPOBEHb N TEHAEHLMU U3MEHEHNS NoKasaTeren kKayecTsa NpeaocTaBNAeMoro Buaa ycnyr;

- aHanus BMUsIHUS NepecTporki BU3HeC-NPOoLLECCoB 1 NPOLECCOB yNpaBnieHusa opraHnsaumnen Ha ypo-
BeHb KayecTBa NpeJocTaBsAeMoro Buaa ycnyr;

- BblpaboTKka BapMaHTOB YNpaBfeHYECKUX pPeLUeHWn, HanpaBieHHbIX Ha YCTpaHeHWe HeraTUBHbIX,
3aKpenneHne NO3UTUBHLIX TeHAEHLUUIA U Ha JOCTUXKEHWE pe3ynbTaTUBHOCTU AeATENbHOCTU OpraHu3auum no
NpeaoCTaBeHNIo yCyr CBA3MK;

- MHOPMUPOBaHUE 3aMHTEPECOBaHHBIX CTOPOH (BHYTPEHHUX U BHELIHUX NoTpebutenei ycnyr cBsasun,
rocopraHoB, MHBECTOPOB, aKLIMOHEPOB U T. A.) O KAYeCTBE NPeAoCTaBNsieMbIX BUAOB YCNYT CBSI3N B COOTBET-
CTBWM C yCTaHOBMNEHHOW NpoLeaypoi npeocTaBneHns nHpopmaLmu.

4.7 TMpuHUMNaMn MOHUTOPWHIa KauecTBa YCryr CBS3U AIBNSAOTCSA:

- HenpepbIBHOCTL HabloAeHNs 3a COCTOAHUEM KayecTBa YCIlyr CBA3M;

- OTKPBITOCTb AOCTYNa AN1s MoNb30BaTeNen yCryr CBSA3W K pesynbTaTtamM NpoBeAeHUst MOHUTOPUHTa;

- MakcumarbHOoe UCMOoNb3oBaHue AeNCTBYoWEen MHdDOpMaL M, aBOHEHTCKUX NYHKTOB, KaHaroB CBA3N U
MyHKTOB 06paboTKn MHpopMaLnn.

4.8 CucteMy MOHUTOPUHra kadecTBa YCryr CBsI3U COCTaBNA0T cnegyowue dnemMeHThbl (MoACUCTEMBI):

4.8.1 Moacuctema cbopa, 06paboTkn, XpaHeHUst U Noucka AaHHbLIX O MoKasaTensix kayecTBa yCryr
CBA3MU.

Ee npeacraBnstoT:

- nogpasfeneHnsa opraHnsaLum, rae ocyllecTsnaeTca c6op NepBNYHbIX AaHHBIX O KAYeCTBe NpeaocTas-
nsieMbIX YCryr 1 ux obpaboTka — nepBuYHbIE 06 BEKTHI MOACUCTEMBDI;

- nogpazfeneHnus opraHusaunn, rae ocywecTtansietca cbop n 06paboTka CBOAHbIX AaHHBIX, MoMyyae-
MbIX OT BCEX NEPBNYHBIX 06 BEKTOB cUCTeMbI coopa MHopMaLun;

- noapasfgeneHus opraHusauun, obecnevmBatone noaaepkky UHPOpMaLnoHHON CUCTEMBI MOHUTO-
pUHra KauecTBa ycryr CBA3u;

- KOMMJIEeKC YYETHOI, OTYETHON M NpoLeaypHOR AOKyMeHTaumK, o6ecneynsatoLlen pyHKUMOHMPOBaHME
noacucTeMsbl (MepBUYHbIE U CBOAHBLIE (POPMbI permcTpaLmn JaHHbIX, UHCTPYKLUN, Npasuna);

- npumeHsieMas metoaonorusa céopa n obpaboTki MHopmaLnw;

- annapatHble 1 nporpaMmMHble cpefcTBa, obecnevnBarolume PyHKLUOHUPOBaHWE UHDOPMALMOHHOWN
CUCTEMbBI MOHUTOPUHTA.

4.8.2 MoacucteMa BHYTPEHHMX U BHELLHMX ayauTOB, MO3BONSOWan AaBaTb 06 bEKTUBHYIO OLIeHKY Aoc-
TUTHYTOrO YPOBHS NOKasaTerien kayecTsa YCnyr u COCTOSIHWUS MPOLLeCCOB NPeAoCTaBNeHWs yCryr 3a cyeT opra-
HU3aUMM ayauToB Ha OCHOBE MpUHLMUMA HEe3aBUCUMOCTW MPOBEPSAIOLLEro nepcoHana OT NpoBepsieMoNn
NeATensHOCTU.
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Ee npegcrasnsioT:

- nogpasgeneHuns, kKoTopble obecrneynBatoT BHYTPEHHWIN KOHTPOSb Ka4ecTBa B opraHvsaLmMmn U nposege-
HWe BHeLHWX ayauToB KayecTsa;

- KOMMMeKc npoLeaypHbIX 1 OTYETHBIX AOKYMEHTOB, obecnevmBaoLwnx nposedeHne ayanTos, U AOKY=-
MEHTOB, COCTaBMAEMbIX B XoAe ayanTOoB.

4.8.3 AHanuTnyeckas nogcuctema, obecneumsarollasl aHanus pesynbtaToB 0bpaboTku cobpaHHbIX
AaHHbIX, @ TaKkKe pesyrbTaToB BHYTPEHHWX 1 BHELLHUX ayAUTOB.

Ee npegcrasnsiioT:

- nogpasgeneHus opraHnsaunu, rae ocyLecTBNseTCsl aHanns cobpaHHbIX U 06paboTaHHbIX AaHHBIX O
KayecTBe NpefocTaBnsaeMbIX BUOOB YCNyT;

- KOMMeKC aHanMTnyecknx, MHpopmMaLMoHHO-CrpaBoYHbIX U HOPMaTUBHBIX MaTepuaros.

4.9 Cuctema MOHWUTOpPWHIa KayecTBa yenyr cBsA3n 4omkHa 6blTb Co34aHa C y4eTOM HOpMATUBHBIX NPaBo-
BbIX aKTOB, CofepXaljux rocygapcTBeHHble TpeboBaHWs K KavyecTBY YCAyr CBA3W, HOPMbI U npasuna,
yTBEpPXAEHHble opraHaMmy UCMOSTHUTENbHOW BMACTW.

5 Mopsaok cosaaHUsA CUCTEMbl MOHUTOPMHra U NPOBeAEeHU MOHUTOPUHIa
KayecTBa ycnyr cBA3u

5.1 Mpouecckl cozgaHns N PyHKLNOHUPOBAHUA CUCTEMBbI MOHUTOPUHIa KauecTBa YCNyr CBsI3N BKNoYa-
toT B cebs cucTeMy MepOonpUsATUIA, MPOBOANMBIX B HECKOSILKO 3TamnoB:

OTan 1 — onpegenexHue ocHoBoMoNarawLwWwux Lenen n sagaqy MOHUTOPUHIa Ka4yecTBa YCITyr CBA3U.

OTan 2 — onpeaeneHne 06 bEKTOB MOHUTOPUHIA U pa3paboTka CUCTEMBI MOKa3aTenen, XxapakTepusyio-
LLMX Ka4eCTBO NpedocTaBseMbIX BUOOB YCIYTr CBA3W.

OT1an 3 — paspaboTka opraH1saLoHHO-MeToanYeckoro obecneveHns ans pyHKUMOHUPOBAHUA CUCTe-
Mbl MOHUTOPUHIa Ka4yecTBa yCryr CBA3MN.

OTtan 4 — cbop nHdbopmaumm 06 06bEKTax MOHUTOPUHIa Ka4ecTBa YCIyr CBA3U MO NPUHATON B opraHu-
3alum cucTeme rnokasaTenen kKa4ecTea ycnyr.

OTtan 5 — y4et, peructpauma U opraHvsauusa XpaHeHus noctynaiowein uHgopmauunm o Kadectee
npegocTaBsAeMbIX YCIyT CBA3MN.

OTan 6 — aHanu3 n oueHka noctynawowen uHopmaLun, BeISBNeHWEe OTKMIOHEHWUI OT TpeboBaHUA K
KavecTBY YCyr CBAI3N.

OTan 7 — nogseAeHue NPOMEXYTOUHbIX UTOFOB NOCAe aHanu3a u OLeHKN KavecTBa yCIyr CBA3N.

Otan 8 — BbIpaboTKa yrnpaBieHYeckUX pelleHuid Nno pesynbTatam aHanusa U oueHKU KayecTBa ycnyr
CB$131 U COBEPLUEHCTBOBAHNE MOHUTOPUHIa KayecTBa yCryr CBA3W.

OTan 9 — npegocTaBneHue 3anHTepecoBaHHbLIM CTOPOHaM B COOTBETCTBUM C YCTaHOBIIEHHOM MpoLie-
Aypoi nHdopmaumm o kayecTse NpegoCTaBnAsieMbIX BAAOB YCyr CBA3N.

5.2 Ona ynpasBneHusi CUCTEMON MOHUTOPUHIA KauyecTsa YCMyr CBA3W B OpraHM3aLluM HasHavyaeTcs
OTBETCTBEHHbIN PYKOBOAUTENb, KOTOPbIA OpraHU3yeT:

- NOAroTOBKY U BBOJ CUCTEMbI MOHUTOPUHIA KAYeCTBa YCNYr CBA3K B 3KCNyaTaunio;

- co3faHuWe eguHOro OpraHM3aLMOHHO-MEeTOAMYECKOro obecneyveHns MOHWUTOPWHIa KavecTBa YCyr
CBA3W;

- paboTy No CoBEPLIEHCTBOBAHUIO MPUMEHSIEMBIX TEXHONOMI NpUeMa 1 nepeaadn AaHHLIX Mo UHdgop-
MaLMOHHBIM KaHanam cBaA3u Ans opMupoBaHus MHgopMaLMoHHON 6a3bl AaHHBIX;

- NOAroTOBKY NPEANoXeHWI No BOMpocam KopnopaTUBHOW NONUTUKW B 06NacTW yNnpaBneHusi KayecTBOM
oKasblBaeMbIX YCAyr.

5.3 B cocTasopraHusauMoHHO-MeToan4eckoro obecneyeHus, He0bXoAMMOoro Ansa ycnelHoro yHKLMo-
HUPOBAHWUA CUCTEMbI MOHUTOPUHIa KaYeCTBa YCNyr CBA3WU, BXOAAT cneayowwme AOKYMEHTbI:

- MONOXeHWe O CUCTEeMe MOHWUTOPUHIa, B KOTOPOM ONpeaensAlnTcA uenu, 3agavM MOHWUTOPUHIA,
OTBETCTBEHHble noapasgeneHus, Ux (yHKUMM M MOpAOOK B3aUMOOTHOLIEHUA B CUCTEME MOHMUTOpPUHIa,
OTBETCTBEHHOCTb U NOfTHOMOYNS! epcoHana, 3aeCcTBOBAHHOMO B CUCTEME MOHUTOPUHTa;

- npoueaypbl c6opa, 06paboTkM U NpeAcTaBneHUs AaHHbIX O NokasaTenAx kayecTsa yCnyr CBA3n, ycTa-
HaBnuBaloLWMe COCTaB NEPBUYHBIX JaHHBIX A onpeaeneHns Kaxaoro nokasarens, Metod cbopa AaHHbIX
OTBETCTBEHHLIX UL (NoApasgeneHue), nepuoaM4HocTb cbopa v NnpeacTaBneHUsa; 06 beM NepBUHHbLIX AaHHbIX,
nopsaaokK onpeaeneHna nokasarenen;

- dopmbl NpeacTasneHusa nHpopMaLmMm kak Ha aTane cbopa NepBUYHBIX AaHHLIX, Tak U Ha 3Tanax obpa-
60TKM U NpeacTaBnNeHNs B UHOPMALIMOHHYIO CUCTEMY MOHUTOPUHIA KaYecTBa YCNyr CBSA3N;
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- CXeMbl ABWKeHUs UHcopMaLIMK MO KaXKAOMY U3 nokasaTtenein, HaunHas ¢ hopMUpPOBaHUS NEPBUYHBIX
AaHHbIX U 40 NOCTYNNeHus B 6a3y faHHBIX MHPOPMALIMOHHOW CUCTEMBI.

5.4 Ha 6ase nmerowweicst B cucteMe MOHUTOPUHIa UHdopMaunn NepUoamyeckn (Ho He pexe OgHOTo
pasa B rol) OTBETCTBEHHbIE CTPYKTYPHbIE NoApa3saeneHus, OcyLecTBAALWMNE KOHTPOMb KaYecTBa yCnyr cBsl-
3K, COCTaBNAOT 0TYET B yCTaHOBIIEHHOW hopMe, coaepkallmin 06 beKTUBHYHO OLLeHKY COCTOSIHUS Ka4eCcTBa OKa-
3blBAaEMbIX BUAOB YCNyr CBA3W, YAOBNETBOPEHHOCTU NoTpebuTenei, v nNpeacTaBnsaioT ero AnA aHanusa
PYKOBOACTBY.

6 WUndcdhopmaumoHHana cucteMa MOHUTOPUHIra Ka4ecTBa yCnyr cBsi3u

6.1 WHdbopmaumoHHas cuctema MOHUTOPUHIa Ka4yecTBa YCNyr CBSA3U peanuayeTcs Ha 6ase akcnnyaTu-
pyemol MHpacTpyKTYpbl MHopMaTU3aLIMN KOHKPETHOW OpraHu3auum.

6.2 NHopmaumoHHas cuctemMa MOHUTOPUHIa KauecTBa YCNyr CBA3M SABMNSIETCA YacTbio aBTOMaTU3UPO-
BaHHbIX CUCTEM YNpaBneHus B opraHusaumax. OHa Ao/mKHa UMeTb YHUDULMPOBaHHBIM UHTEePeic ANA CBA3U C
pasnUYHBIMA NPUKNaaHBIMKA 3aa4amMu, cogepkalumm nHdopMaumio 0 NpeaocTaBnsieMbIX yeryrax cBsiau,
ceTb 06paboTkn UHbopmauum U aboHeHTCKUX MyHKTOB, obecneunBaiollyo o6mMeH AaHHbIMW, NOArOTOBKY,
cbop, xpaHeHue, 06paboTKy, aHanNU3 u paccbisiky UHcopmMaLun.

6.3 UcTtouHukamu nHcdopmaumm Ana cosgaHus U noaaepkaHus 6asbl faHHBIX M0 NokasaTensam KayecTsa
yCnyr CBA3M ABNAOTCS:

- OaHHble U3 NepPBUYHbLIX JOKYMEHTOB, XapaKTepuayloLlue ycnyry CBSi3W Ha pasfiMyHbIX 3Tanax ee
npeaocTaBneHns (3akntoHeHust 4oroBopa, NoAKIoYEHUA yenyri, 06CnyKuBaHus 3asiBoK, CpaBoYHOTo 06Cry-
XUBaAHUAUT. A.);

- cBeaeHua 060 Bcex BUaax TeXHUYecKoro obenyxmBaHus ceTen cBssu;

- CcBeAeHMWA 0 HeNnNaHOBbIX PEMOHTAaX M BOCCTaHOBEHUMN 0BCINYXMBaHWUSA CpeACTB CBSA3M U NpefocTaBre-
HWS YCNyr CBA3K, a Takke 06 ycTpaHeHWU HeJOCTaTKOB;

- CBeAeHMs O Buaax U NpuMYMHaxX oTkasa oT YCIyr CBSI3WU, NOCNeACTBUSIX U MPUHATBLIX Mepax Mo UX ycTpa-
HeHWto;

- CBeleHMs O peKnamMaLmsix U NPeTEH3UsIX, NpeabaBrsieMbIX ornepaTopy CBs3M;

- AaHHble BHYTPEHHWX MPOBEPOK KayecTBa YCNyr CBSA3N, BKIIOYas AaHHbIe 06 oLeHKe yA0BIe TBOPEHHOC-
T notpebutenei;

- HOPMAaTUBHLIE U haKTUUeCKNe NoKasaTenn okasbiBaeMblX BUAOB YCIyT CBA3N.

6.4 NHdopmaunsa ans 3anHTepecoBaHHbIX CTOPOH U3 UHOPMALMOHHON CUCTEMbI NpeAcTaBNAeTCA B
yCcTaHOBNEHHON cbopme. B 3aBMCUMMOCTM OT XapakTepa 3anpoca K MHpOPMaUNOHHOW CUCTEME OHa MOXeT
codepxarhb:

- 3Ha4yeHWe nokasaTtenel kayecTsa okasbiBaeMbIX BUOOB YCNyr CBA3W;

- AaHHble 0 nokasaTensx kKavecTBa AN KaXaoro Biaa TEXHUYECKOro o6Cny>xmsaHna U peMoHTa;
AaHHble aHanmM3sa peknamMaLmii U NpeTeH3nin Ha oKasbiBaeMble YCryri CBA3N;

WHbopMaLnio 0 penTUHTe NPON3BOANTENEN YCYr CBA3N;

- ap.

6.5 VHdopmaLmoHHas cuctema MOHUTOPMHra AomkHa obecnednsaTtb KOHpUAEHLNANBHOCT (3aWwnTy
nHdopMaLMmn 0T HeCaHKLMOHNPOBAHHOMOC AOCTYNAa) U LeNoCTHOCTbL (3alyUTy TOYHOCTM M NOMHOTHI) MHOpMa-
LuK, a Tarke cBOBOAHbIN AOCTYN NONb30BATENSM CUCTEMEI.

7 HopmaTuBHOe ob6ecneyeHMe CUCTEMbl MOHUTOPUHIa Ka4ecTBa YCnyr CBA3n

7.1 HopmaTueHOe obecneyeHmne cMCTeMbl MOHUTOPUHIa Ka4eCcTBa YCINyr CBA3M BKIOYaeT:

- 3aKkoHodaTelNbHble akThbl B chepe oKkazaHUs ycnyr cBA3u;

- TexHU4eckue pernaMeHThl Ha 06 LEKTLI CBA3U;

- MexXrocygapcTBeHHble U HauuoHanbHble cTaHdapThl Poccuiickon ®efepauny Ha yCnyru CBA3W U
NHOPMaLIMOHHBIE TEXHOMOTNN;

- KnaccuurkaTopbl TEXHUKO-3KOHOMNYECKOM U coLmMansHon UHopMaLuun 4ns NpUMeHeHUs npu cosaa-
HUM NHPOPMALIMOHHBIX cUCTEM B 0611acT MOHUTOPUHIa Ka4ecTBa OkasblBaeMbIX YCIyT CBA3W;

- cTaH4apTbl opraHM3aLnia, NpUHATLIE B Liensx obecneyeHmns kayecTBa oKasbiBaeMblX YCIYr CBA3N;

- HOPMAaTUBHYHO N TEXHNYECKYHO AOKYMEHTALMIO MO TEXHUYECKOMY 06CMYXMBAHWIO Y PEMOHTY ceTel CBsi-
3U1, TEXHUYECKNX YCTPONCTB M KOMMOHEHTOB MHPPaCTPYKTYpPbl YCIYr CBA3Y;

- npoueaypsbl, MHCTPYKUMK, METOANKW, NpaBuna cbopa, 06paboTkn nHdpopmaumn, BeaeHUs U NpeacTas-
NeHna OKYMEHTOB, B TOM YMCHe Mo KauecTBY YCNyr CBA3N, B OpraHmsaLun.
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