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cemu YiumepHem (gost.ru).
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HAUMOHANBbHBLIA CTAHOAPT POCCUMNCKOW ®EAEPALUMUMN

CUCTEMA HALIMOHAJIbHbLIX CTAHOAPTOB B OBJIACTU KAYECTBA YCIYI CBA3U

CommnalweHue 06 ypoBHe obcnyxuBaHua (SLA)

System of National Standards for quality of telecommunication services. Service Level Agreement (SLA)

Dara BBeaeHna —2014—01—01
1 O6nactb NpUMeHeHus

Hacroswumii ctaHaapT yctaHaBnuBaeT 0asoByl0 CTPYKTYpy cornaiweHuss 06 ypoBHe OOCny>xuBaHus
(Service Level Agreement - SLA) NpMMEHUTESNbLHO K YCIlyram CBSI3U.

Hactoawmii  craHaapt npeaHasHayeH AN UCMONb3OBaHUS  XO3AWCTBYIOLMMM  CyOLekTamu,
AEWCTBYIOWMMM B OONacTu OKasaHus yCnyr CBS3W, KOHTPONUPYIOLLMMU MX OpraHamu, BKMOYas OpraHbl
cepTucpukaumu, a Taioke nonb3oBaTensAMu ycnyramm CBs3u.

Ha ocHOBaHMM JAAHHOrO CTaHAapTa XO3AWCTBYIOLMMU CyObekTamu, Aencteylomu B obnactu
OKasaHua ycnyr CBsi3u, MOIyT pa3pabarbiBaTbCsl COrmalleHusi 00 ypoBHE OOCHy>XMBaHUSI, ONpPEeAensioLme
COBOKYNHOCTU NnoKa3aTenen KayecTBa yCnyr U uX rapaHTMPOBAHHbIE 3HAYEHUS.

2 HopmaruBHbIe CCbIUIKH

B HacTosILeM cTaHaapTe UCNONb30BaHbI CChISIKU HA crieaylolme cTaHaapThl:
- TOCT P 53724 - 2009 KauyectBo ycnyr ces3u. O0Lue nonoxeHus
- TOCT P 53731 - 2009 KauecTtBO ycnyr cBA3U. TepMUHbI U ONpeaeneHus.

MpumeyaHue — [lpu nonb3oBaHMM HACTOSALMM CTaHAApPTOM Lenecoobpa3Ho nNpoBepUTb JAeicTBue
CCLINMOYHLIX CTaHAApPTOB B WHPOPMAaLMOHHON cucTeme obLLero nonb3oBaHusa - Ha oduumanbHoM caiite degepansHoOro
areHTCTBa Mo TEXHUYECKOMY PETYIIMPOBAaHUIO U METPONOrMK B CETU MHTEPHET UMK NO eXEerogHoOMy MHGOPMaLUOHHOMY
ykasaTento "HauuoHanbHble cTaHAapThbl", KOTOpLIA ONy6GnukoBaH NO COCTOAHWIO Ha 1 AHBapS TeKywero roga, u no
BbINyckaM eXeMeCcsHHOr0 MHOPMaLMOHHOro yKkasaTens "HauuoHanbHble cTaHaapThl" 3a Tekywuii roq. Ecnu 3aaMmeHeH
CChINIOYHLIA CTaHAapT, Ha KOTopblli AaHa HeAaTUpPOBaHHAs CCbiNka, TO PEKOMEHAYETCA UCNONb3oBaTb AeWCTBYOLLYIO
BEPCUID 3TOMO CTaHAapTa C Yy4eTOM BCEX BHECEHHBIX B AAHHYH BEpPCUI0 M3MEHeHUW. Ecnn 3aMeHeH CCbiNIoYHbIN
CTaHAapT, Ha KOTOPLIA AaHa AaTupoBaHHas CCbifNKa, TO PeKOMEeHAYeTCA MCNOoNb3oBaTh BEPCUI0 3TOro cTaHfapTa ¢
yKaszaHHbIM BbILLIE TO4OM YTBEPXAEHUS (NPUHATURA). Ecnu nocne yTBepXAEHUA HACTOSLEro CTaHgapTa B CCbINTOYHBbIN
CTaHAapT, Ha KOTOpLIA AaHa AaTMpoBaHHas CChbINKa, BHECEHO U3MEHeHWe, 3aTparusartollee NONOXeHWe, Ha KoTopoe
JaHa ccbinka, TO 9TO MOMOXeHWe PEeKOMEHAYETCA NPUMEHATb Ge3 ydeTa AAHHOrO M3MeHeHus. ECnW CCbINOYHbIA
CTaHAapT OTMeHeH Ge3 3aMeHbl, TO MOMOXEHNE, B KOTOPOM flaHa CChbifika Ha HEro, peKOMeHAYeTCA NPUMEHATL B YacTy,
He 3aTparuBatoLLeil 3Ty CChINKY.

3 TepmuHblI N onpeaeneHus

B Hactoswem craHgapte npumeHeHbl TepmuHbl M3 FTOCT P 53731 - 2009 KauectBo ycnyr CBs3W.
TepMmuHbI M ONpefeneHus, a TaKkke cneaylLwme TePMUHbl C COOTBETCTBYIOWLUMMU OnpeaeneHUaMu:

3.1 rapaHTMpOBaHHbINA YPOBEHb OGCNYXUBaHUA: 3asaBNEHHbIN ONEPaTOPOM YPOBEHb 06CAYXMBaAHMS,
KOTOPbI OH rapaHTMPOBaHHO 06ecrneynBaeT Ha OCHOBE cornawieHusa 06 ypoBHe 00CNyXMBaHUA.

3.2 uHauBuayanbHoe cornaweHue o6 ypoBHe o6cnyxuBaHusa: CornaweHue 06 ypoBHe
obcny>xMBaHus, onpeaensiioliee UHAMBUAYANbHbIE FAPAHTUPOBAHHLIE 3HAYEHMS MoKasaTenen kadecrea
ycnyru, nopsigok B3auMOAENCTBUSI U OTBETCTBEHHOCTb CTOPOH.

3.3 MOHUTOPMHr nokasartenei: Cuctema HabnioageHUss 3a KONMUYECTBEHHBIMU U3MEHEHUSAMM
nokasaTtenen KayecrtBa YCNyru, MUX aHanuM3a U OUEHKW, a Takke pa3paboTku pekoMeHaauun no
npeaynpexaeHuto u yCTpaHeHUIo HexenaTenbHbIX OTKIIOHEHUI B YPOBHE KayecTBa ycrnyru.

3.4 cornaweHune 06 ypoBHe o6cnyxuBaHua (Service Level Agreement - SLA); SLA:
JoKkyMmeHTUpoBaHHOe cornaweHue AByx W Gonee CTOpPOH, onpeaensiowee rapaHTUpPOBaHHbIE 3HAYEHUSA
nokasaTeneun ka4ecrBa ycnyrm CBi3u B COOTBETCTBUU C YPOBHEM 0OCNY>XMBAHUS, NOPSIAOK B3aUMOAEHCTBUA
M OTBETCTBEHHOCTb CTOPOH.

U3naHue ocpuumnansbHoe
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3.5 TunoBoe cornaweHue o6 ypoBHe oGcnyxuBaHuA: CornaweHue o0 ypoBHe OBCHY>XMBAHMS,
onpeaensioLwee 0aMH U3 ypoBHEN 0BCMy>XMBaHUSA, NpeanaraemMbix onepaTopom.

3.6 ypoBeHb o6cnyxuBaHuA: COBOKYNHOCTbL MOKasaTenen kayecTBa OKasbiBaeMON abOHEHTY ycnyru
CBAA3W U UX NpeernbHble 3HaYeHUs .

4 CornaweHue 06 ypoBHe ob6cnyxusaHus (SLA)

B Hactodwem craHgapte npumeHeHsl nonoxenna FOCT P 53724 - 2009 KavectBo ycnyr cBasun. O6wme
MONOXKEHUSA.

4.1 OOwwee onucaHue

41.1 VYcnyra c©BfA3M, oOKasbiBaemasi abOHEHTY, XapakTepu3yeTcsi OnpeaeneHHbIM  YPOBHEM
obcnyxmBaHua. OkasaHue psga  ycnyr CBSI3M BO3MOXHO G YCTAHOBIIEHUMEM HECKONbKMX YPOBHEN
oGCcny>xuBaHus.

4.1.2 TekcT cornaweHnsa 06 ypoBHe 00CNy>XMBaHUSI COCTaBMAETCA Ha PYCCKOM A3blke [1].

4.1.3 Cpok aencTBus cornalleHms o6 ypoBHe 06CNy>KMBaHUSA COOTBETCTBYET CPOKY AENCTBUS A0roBopa
Ha OKasaHue YyCnyru, HeoTbeMSIEMOW Y4acTbl0 KOTOPOrO0 OHO SIBMSIETCH, €CNMU WHOE HEe OroBOPEHO B
COrnaLleHuu.

4.1.4 Onepartop MOXET 3aknoyaTh ¢ aBOHEHTaMU UHAUBMAYANbHbBIE U TUNOBbIE cornalleHust 06 ypoBHe
oGcnyXxmBaHus.

4.1.5 Onepatop MOXET MMETb HECKOJIbKO BAPMAHTOB TUMOBbLIX COrnatueHui 06 yposHe obcny>kuBaHus B
3aBUCMMOCTU OT YPOBHS KAYeCTBA OKa3blBaeMbIX YCIYT CBSI3U U TapUdOB.

4.1.6 VlHanBuayanbHble cornaweHusi 06 ypoBHe 0GCHyXMBaHWUS 3aKNiodaloTcs No 3anpocy aboHeHTa u
BKIMIOYAIOT B ¢ce0a MHAMBUMAYAmNbHbLIE rapaHTUPOBAHHbLIE 3HAYEHUS NOKa3aTenen kayecTea ycnyru, nOpsaok
B3aMMOJENCTBUA U OTBETCTBEHHOCTb CTOPOH.

4.1.7 lnaneuayanbHoe cornawieHme o6 ypoBHe OOCNY>KMBaHUSA MOXET COCTaBNATLCA NPUMEHUTENBHO
KO BCEM yCrnyram oneparopa, oka3blBaeMbiM aBOHEHTY.

4.1.8 CornawueHue 06 ypoBHe 06CnyXMBaHWUS OnpeaenseT:

- HOMEHKMaTypy nokasaTenemn ka4ecrea ycnyru CBsu;

- rapaHTMPOBAHHbIE 3HAYEHUS MOKa3aTenel KauecTBa yCnyru CBs3u;

- BUAbI (MPUOPUTETHLI) HEUCMPABHOCTEN;

- Mpoueaypbl B3aMMOAENCTBUS CTOPOH;

- OTBETCTBEHHOCTb CTOPOH;

- YCroBMSA W NOPSAAOK NepepacyeTa nnatbl 3a yCnyry.

4.1.9 CornaweHune 06 ypoBHe o06CnyXMBaHus onpeaensaeT kKa4eCTBO OKasblBAEMON ONepaTopoM YCryru
yepes psag nokasarenen, cHopMynMPOBAHHBIX B MOHATHBIX A4S a0OHEHTa TEPMUHAX.

41.10 B uensax ofecneyeHuss rapaHTUPOBAHHOIO BbINONHEHUA 0083aTenbCTB  COrMalleHus,
3aKMOYEHHOr0 ¢ abOHEeHTOM, M PEerynupoBaHWs OTHOLLEHMI C napTHepamu onepaTop MOXeT 3akfovaTb
cornaweHus o6 ypoBHe OOCMYyXMBAHUS C APYrUMW OnepaTtopamMu, NPUHUMAKOLMMKU y4acTue B npouecce
oKasaHus ycnyru cBA3n abOHEHTY.

MonHy0 OTBETCTBEHHOCTL MO COrMacOBaHHbIM rapaHTUPOBAHHLIM 3HAYEHUSIM NoKasaTernen kKadyectsa
yCInyru CBSI3M HECeT oneparop, HEMOCPeACTBEHHO B3aMMOAEWCTBYIOLLUIA C aBOHEHTOM M 3aKMIOYMBLLMIA C
HUM cornawleHue 06 ypoBHe 006CnyxmBaHu4.

4.1.11 AGOHEHT uMeeT MnpaBO Ha NpPeAbsBEHUE MPETEH3MU onepaTtopy Mo rapaHTUPOBAHHLIM B
cornawieHun o6 ypoBHe obcnyxmBaHusa 00a3aTensCTBaM B pamkax 3akro4eHHOro J0roBopa Ha okasaHue
ycnyru ceasm [1, 2].

4.1.12 Onepatop MOXeT 0TKa3aTb abOHEHTY B COCTaBNEHUU COrmnalieHus 00 ypoBHE 06CIy>XMBaHUA Mpu
YCNOBUK OTCYTCTBUSA PECYPCOB, HEOOXO0AUMBIX ANl OKasaHusa ycnyru B Tpebyemom o6beMe u ¢ TpebyembiM
kayecTBOM. MOTUBUPOBAHHBIN OTKAa3 HaNpaBnseTcss abOHEHTY B MMCbMEHHOM BUAE B Criydae MUCbMEHHOTO
o6paLyeHus aboHeHTa.

4.2 basoBas CTpyKTypa

4.2.1 basoBada CTpykTypa cornaiwieHns o6 ypoHe ob6Cny>KMBaHUA NPUMEHUMA KO BCEM yCryram CBA3M,
HE3aBMCUMO OT UCMONb3YEMbIX TEXHOOTMIA.

4.2.2 B 6a30BY0 CTPYKTYpPY cornawieHnst 06 ypoBHe 06CnyXMBaHUSi BXOAAT cneaylowme pasaensi:

- BBOAHAasA 4acTb;
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- 06nacTb AencTBus;

- YPOBEHb 06CNyXMBaHUS;

- npoueaypbl B3auMOAENCTBUS CTOPOH;

- KOMneHcauuu;

- CepBUCHOE 0OCNYXMBAHUE;

- KOH(PMAEHLMANBHOCTb;

- aKTyanusauus;

- NOANUCU CTOPOH.

4.2.3 B BBOAHOI YacTu cornaiieHns 06 ypoBHe 0BCMyXUBaHUA NpeAcTaBnseTca uHgopMaums o ero
YyYaCTHUKAX M ONUCLIBAETCA LieNb COornalleHus.

424 B pasgene «O6nacte [JAEWUCTBUA» NpPeACTaBNATCA WAEHTUMUKALUUOHHbIE JaHHble 06
okasbiBaeMoW AabOHEHTy YCryre CBs3M, Ha KOTOPYIO pPacnpoCTpaHsieTca cornaweHue o6 YpoBHE
o6Ccny>xuBaHus:

- MOJTHOE U COKPALLEHHOE HAaUMEHOBaHUEe YCIyru;

- obLuee onucaHue ycnyru;

- MepeyeHb TOYeK AOCTyna K ycnyre;

- CXeMa opraHm3auuu yenyru (npu HeoBXxoaAuMoCTH);

- onucaHue 30H OTBETCTBEHHOCTM onepaTtopa U aboOHEHTa;

- Nepuoj OKa3aHus yCcrnyru u apyroe.

OO6Liee onucaHuwe ycnyrm COCTaBNAETCA B TEPMUHAX, OAHO3HAYHO MOHMMAEMbIX OrnepaTopoM W
abOHEHTOM, M OTpaXaloLLUMX BOCNPUATUE YCIyru aBOHEHTOM.

B pasgen MoxeT ObITb BKIOYEHA MHAOPMAaLMA O HECKOMNbKMX yCryrax, okasblBaeMbix aboHEHTY, ecnu
OHM SIBNSAIOTCA NPeAMETOM UHAUBUAYANBHOIO cornalleHusi 06 yposHe obcnyxuBaHus.

425 B pasgene «YpoBeHb 0OCnyXxuBaHWsiy npeacTaensetca nogpobHas uHdopmauus o
COrnacoBaHHOM YPOBHE 0OCNY>XMBAHUS:

- Mokasarenax KayecTsa yCnyru CBssu;

- rapaHTUMPOBaHHbIX 3HAYEHUAX NOoKasaTernen Ka4ecTea okasbiBaemMoi aboHEHTy ycnyru CBA3K 1 gpyroe.

4.2.6 B pasgene «[lpoueaypbl B3aMMOAENCTBUA CTOPOH» MPUBOAATCA npoueaypbl B3auMOAENCTBUS
onepatopa W aboHEeHTa, OTHOCALUMECH K MPOLECCY OKasaHusi YCRyru: MpU BbISIBIIEHWM W YCTPaHEHUM
HencnpasHOCTENW, NPOBEAEHUN NPOPUNAKTUYECKMX, PEMOHTHbIX U aBapuinHbIX paboT u apyrue.

4.2.7 B pasgene «KomneHcauumy» onpeaensaioTcs:

- OTBETCTBEHHOCTb oneparopa nepes aboHEHTOM NpWU HEBLINOSIHEHUM FAPAHTUPOBaHHbIX 00A3aTENLCTB;

- npoueaypa paspeLleHnsa CnopoB U pasHOrnacui.

LLUTpadhHbIe CaHKUMKM 3a OKa3aHue YCNyr HEHaANeXallero kayecrsa B 4acTu COrMacoBaHHOIO YPOBHSA
o6Cny>XMBaHUa MOFyT NpeAcTaBnATb COOOI:

- YMEeHbLUEeHUe exXeMeCsYHON NnaTthbl 3a yenyry;

- npeaocTaBneHne CKuaoKk;

- pacTopXeHue KOHTpakTa;

- npeaocTraBneHne 6ecnnaTHbiX CEPBUCOB U APYroe.

4.2.8 B pasagene «CepBucHoe o6Cny>xMBaHuey NpeacTaBnaeTca cneayowas niopmauus:

- OMMCaHWe yCrnyr CEpBUCHON NOAAEPXKKY;

- KOHTaKTHble AaHHble CnyXObl CEPBUCHON noaaepxku (TenedoHHbIi HOMEp u Homep dakca, agpec
9MEKTPOHHOW NOYTHI, MOYTOBLIA aAPEC N APYroe);

- rpadhmk paboTbl Cny>x0Obl CEPBUCHON NOAAEPKKM;

- npoueaypa B3auMoAenCTBUSI CTOPOH NPW CEPBUCHOM 0BCIYy>XMBaHUMK;

- NMPUOPUTETLI MOCTYNAIOLLMX OT AGOHEHTOB 3aNpPOCOB;

- BpPEMS peakumu Ha 3anpochl Pa3nu4HbIX NPUOPUTETOB;

- Bpems peLueHus npobnewm;

- KOHTaKTHbIE nuua u apyroe.

429 B pasagene «KoHuAEHUMANbHOCTbY YKa3blBAETCA YPOBEHb KOH(UAEHUMANbLHOCTU COrnalLeHus,
nHdOopMaLMKU U JOKYMEHTOB.

4210 B pasgene «AkTyanu3auus» nNEpevUCnsioTcs M3MEHEHUs, AONYCTUMbIE ANsi BHECEHMA B
cornawueHune o6 ypoBHe 00Cny>XMBaHWA, N ONUCHLIBAETCS NPOLEelypa BHECEHUSI UBMEHEHUIA.

4.2.11 CornaweHue 06 ypoBHe OGCRYXMBaAHWUS MOAMUCLIBAETCS MOMHOMOYHLIMU MPEACTABUTENAMM
CTOpOH B pasaene «[Moanucu CTopoHy.

4.3 MNoka3arenun KayecTea

4.3.1 OnpegeneHne nokasatenen kadecrBa OKa3biBaeMON abOHEHTY yCnyru CBsi3U SBNAETCS
HeoBX0AUMbIM 3MIEMEHTOM cornaiueHust 06 ypoBHe 06Cny>KuBaHus.

3
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4.3.2 B cornaweHun o6 ypoBHe OOCAYXMBaHUA NPUBOASATCA MOSHbIE M COKPALUEHHbIE HAaUMEHOBAaHUSA
rnokasatener kavectsa ycnyru csasu. POPMYNUPOBKM noKa3aTenenm kavyectBa YCNyru JAOSDKHbl ObiTb
MOHATHbI @OOHEHTY M UMETb OAHO3HAYHOE TOSIKOBaHME CTOPOHAMMU.

4.3.3 TMokasatenu kayecTBa yCNnyru CBAi3M, BKMOYaemble B cornaiwlieHume ob ypoBHe 0OOCMy>KMBaHUS,
OenATCs Ha ABe KaTeropuu:

- cneuuanbHbie — noKkasaTenu, yCTaHOBAEHHbIE AMns COOTBETCTBYIOLLErO BMAA YCIYr CBA3U W/UNK CETENR;

- 00bwme — nokasarenu, He 3aBucaLLMe OT YCNYr U/MAnM TEXHOMOTUIA.

4.3.4 B cornaweHune o6 ypoBHe 00CnyXMBaHMA BKMIOYAKOTCS NOKasaTenu, XxapakTepuayoLme KauecTBo
YyCnyru CBA3KM C Y4eTOM KavecTBa paboTbl CETU, Ha Oa3e KOTOPOW OKasbIBAETCA ycrnyra, M KavecTsa
obcnyuBaHust No Hambonee 3Ha4YMMbIM AN aboHeHTa NoTpebuTenbCkMM CBOMCTBAM YCIyIu:

- DOCTYMHOCTMW (TOTOBHOCTW) YCIYIW;

- Ka4yeCTBY nepegauu;

- Ka4yecTBY 0OCNY>XMBaHUA.

4.3.5 lMokasaTtenu, BKNOYaemble B cornaweHne o0 ypoBHE OOCHY)XMBaHWS, LOMKHbl NOA4aBaTbCA
N3MEPEHUIO N KOSIMYECTBEHHON OLIEHKE.

4.3.6 B cornaweHue o6 ypoBHE 00CNy>XMBaHUA MOTYT BKIOYATLCA Kak NpsAMble nokasaTenu (Hanpumep,
«BPeMsi NPOCTOA»), TaK M KOCBEHHbIE NOKa3aTenu Ka4ecTBa yCcnyru, KOTopble PacCUUTLIBAIOTCA Kak YHKLMUK
NpsiMbIX NokasaTtenen (Hanpumep, «K0IPPULUNEHT FOTOBHOCTUY).

4.3.7 B cornaweHve 06 ypoBHE 0OCNY>XMBaHUA BKIOYAIOTCA Haubornee CyLLUECTBEHHbIE ANA KaXaon u3
CTOPOH COrnaLleHns nokasaTenu Ka4yecTsa ycrnyru CBssu.

4.3.8 MNapaHTMpOBaHHbIE 3HAYEHMA MoKasaTenen Kayecrsa ycnyru CBA3W yCTaHaBMBAIOTCA HA OCHOBE
OEeWCTBYIOLMX Ha MOMEHT COCTaBfEeHMs cornaweHuss o0 ypoBHe O0OCnyxuBaHuA deaepanbHbiX W
0TpacneBbIX JOKYMEHTOB:

- dhegepanbHbIX 3aKOHOB;

- TEXHUYECKUX PernaMeHToB;

- HauMoHanbHbIX CTaH4apPTOB;

- PYKOBOASALLMX JOKYMEHTOB;

- MpaBwIn OKa3aHus ycnyr;

- MPUKA30B W APYrux JOKYMEHTOB.

Mpu HanMuuMU AOKYMEHTOB, YCTaHABNMUBAIOLLMX 00S3aTENbHLIE KOSIMYECTBEHHbIE TPeBOoBaHUA K TEM UMK
WHbIM MNOKasaTensm KayecTBa YCMyru, BKMOYaeMble B cornaweHue o6 ypoBHe o6GCMyXuBaHUS
rapaHTMpPOBaHHbIE 3HAYEHUS STUX Noka3aTene AOMKHbI GbiTh HE XyXe pernameHTMPOBAHHBIX.

4.3.9 B KayecTBe rapaHTMpPOBaHHbLIX 3HAYEHUI NoKa3aTenen kavyecrsa YCAyrm MOryT MCMOSNb30BaThbCA
HOpMaTMBHbIE 3HAYEHWS, NPEACTaBMNeHHbIe B CTaHAapTax NpeanpuATuii CBA3K, UCMONb3yEMbIE B NPAaKTUKE
POCCUINCKMX ONEPATOPOB, a TaKkKe B MEXAYHapOAHOW NPaKTUKe, eCnu OHW He NpoTuBOopeyaTt TpeboBaHMAM
OeicTBYIOLWMX dheaepanbHbIX M 0TPacneBbIX PernaMeHTUPYOLLUX 40KYMEHTOB.

4.3.10 Ona nokasaTenel kayecTsa, rapaHTUPOBaHHbIE 3HAYEHUS KOTOPbIX HE MOTyT ObiTb ONpeAeneHbl
cornacHo n. 4.3.8 u n. 4.3.9, npegenbHble 3HAYEHUA YCTaHaBMMBAIOTCA NyTEM aHanusa UMEIOLLEeroca y
oneparopa Maccupa CTaTUCTUYECKMX AAHHbIX NO 3TUM MOKa3aTensAM 3a CTaTUCTUYECKM 3HAUUMBIA nepuoa
BPEMEHMU.

Mpoueaypa BbIOOpa NpeAenbHbIX 3HaYEHUI nokasarenei kKayecTsa ycnyrm CBA3smn BKMIOYaeT B cebs:

- NnpeaBapuTenbHbI 0TOOP NPeAenbHbIX 3HAYEHUI nokasaTene;

- cBop CTaTUCTUYECKUX AAHHbIX O Ka4eCTBe YCNyru;

- OLIeHKY nokasaTenei ka4ecTBa ycryr Ha OCHOBE COOpaHHbIX CTaTUCTUYECKUX A aHHbIX;

- OLEHKY 4acTOTbl HECOOTBETCTBMI NpeaernbHbIM 3HAYEeHUAM U (PUHAHCOBLIX NOTEPb OT MPUMEHEHUSA
LTpadHbIX CaHKLWIA;

- KOPPEKLMIO U cornacoBaHue npeaenbHbIX 3Ha4eHWn nokasarenen.

4.3.11 BbibpaHHble B pamkax cornaweHuss o6 ypoBHe OOCHyXMBAHWA rapaHTUPOBAaHHLIE 3HAYEHUS
rnokasartenern He AOSKHbI NPUBOAUTL K HECOOMIOAEHUIO rapaHTUPOBAaHHbIX 3HAYEHUI NokasaTenei kayecTsa
yCnyr, oka3blBaeMblX ONepaTopoM Apyrum aboHEHTaM.

4.3.12 YcTaHOBnEHHbIE cornawieHnem o6 ypoBHe OOCMyXuBaHWS NOKasaTenu kadyecrtBa MOryT ObiTb
06beaunHeHbl B €MHbIN UHAEKC KayecTBa ycnyru ceasu. Mpu 3Tom B cornatleHumn o6 ypoBHe 06CnyxuBaHus
onpeaensaioTca BeCoBble KOIMMPULIMEHTbI KaXA0oro nokasarens ka4ecTsa ycryru.

4.4 MOHUTOPUHI NOKa3aTerieil kKayecTBa

4.41 MOHUTOPUHI MOKasaTenen kayecTBa, XapaKTepU3yLLUX YpOBEHb OBCMYXMBAHUS OKa3blBAEMOW
abOHEeHTY ycnyru CBsi3u, SBNAeTCA HeoOX0AUMbIM YCMOBMEM CornalleHnsi 06 ypoBHe 06Cny>KuBaHus.

4.4.2 MOHUTOPUHI noKasaTenei KadecTsa YCryru CBA3U MOXET MNPOU3BOAUTLCS OneparopoMm Kak
&PYYHBLIM METOAO0MY», TaK U B aBTOMATUYECKOM pPEXUME C NPUMEHEHUEM annapaTHO-NPOrpaMMHbIX CPeACTB.

4
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4.4.3 Mpu opraHm3auum MOHMTOPWHIra NokasaTenel KayecTsa yCnyru CBS3uM B pamkax cornawueHust oo
YpoBHE OOCNY>XMBAHWUA MNPEAnOYTUTENbHLIMU  SBNAIOTCA aBTOMATUYECKME METOAbl, MN03BOMSOLME
NPOU3BOANTL KOHTPOJb rapaHTUPOBAHHbIX NOKA3aTenel B HEMPEPbIBHOM PeXUME.

4.4.4 /icnonb3yeMble OnepaTopomM npyu opraHM3aLmMm MOHMTOPUHIA nokasaTenen kayecTsa ycnyru CBA3u
annapaTHO-MpPorpamMMHbIE CPeacTBa Moanexar cepTtudukauun, AeKnapupoBaHUI0O M NULIEH3UPOBAHMUIO
COrnacHoO yCTaHOBMNEHHbIM TPEBOOBAHUSIM K MX NPUMEHEHUIO HA CETU aneKTpocBA3u Poccuiickon ®eaepauum
[1].

4.4.5 CTOpoHbI cornalueHms 06 ypoBHe 00CnyXMBaHUA COrnacyioT npoueaypbl NPOBEAEHUSA U3MEPEHNIA
B paMKax MOHMTOPMHra nokasarenen kayecTea ycnyru.

B cornaweHne 06 ypoBHE OOCNY>XMBaHWA MOXET HE BKIOYATLCA OMUCAHME CaMoro npouecca
N3MEPEHUS, KOTOPbIW 3aBUCUT OT MPUMEHAEMON TEXHONOMMKU U HE BXOAMUT B 30HY KOMNETEeHLUUM aboHeHTa.

4.46 Mo xenaHuio aboHeHTa omepaTtop NPeaoCTaBrseT €My BO3MOXHOCTb KOHTPOSS BbIMOMHEHUS
YCroBuiA cornawieHuss o6 ypoBHe o0OCny>xMBaHWA nNyTeM oOpraHusauuMum [OCcTyna K CBOEW Cucteme
MOHUTOPMWHIa NokasarTenemn ka4ecTsa ycnyru.

4.47 PesynbTaTbl MOHWTOPUHIa noKasaTemnei kayecTBa OKa3blBAEMOW AabOHEHTy yCnyru CBA3M
NOANEeXaT XpaHeHUO B TEYEHNEe YCTAHOBEHHOTO COrnaLleHnemM cpoka.

4.4.8 ApxvBHble AOaHHbIE MOHUTOPMHra rMokasaTenen KavyecTsa YCNyru BblAAIOTCA ONepaTopom no
3anpocy aboHeHTa B COOTBETCTBUM C YCIIOBUAMM COrNaLleHus.

4.4.9 Onepatop obecne4nBaeT pe3epBHOE KOMMPOBAHME U BOCCTAHOBNEHNE pe3ynbTaToB MOHUTOPUHIA
nokasatenen Ka4ecTBa OKasbiBaeMON abDOHEHTY YCIyru CBA3MW.

4.410 lMNpu HeobOXoAMMOCTM (BO BHELUTATHbLIX CUTyaLUsX) NPUMOCTAHOBUTbL COOP [AaHHbLIX B pamkax
MOHWTOPUWHIa nokasaTernei KayecTsa ycnyru onepatop MHQOpMUpyeT 06 3TOM aGOHEHTA B YCTAHOBIEHHbIN
cornaileHuemM Cpok.

4.411 OYHKUMOHMPOBAHUE CUCTEMbI MOHWUTOPUHIA NOKA3aTerieil KavecrTBa OKa3biBaeMON aGOHEHTY
YyCnyru CBA3W, BKIKOYEHHbIX B cornaweHne o6 ypoBHe OBCMYyXMBaHUSA, pernaMeHTUpyeTcs NOnoXeHuem o
cucTemMe MOHUTOPUHra oneparopa.

4.5 OueHkKa nokasarternie kKayecTea

4.5.1 OueHka nokasarenen kadecrsa ycrnyru CB3sU NPOM3BOAUTCA HA COOTBETCTBUE UX (PAKTUHECKMX
3HaYeHWn rapaHTUPOBAHHBIM 3HAYEHUAM, ONPEAENEeHHbIM B CornalueHmn ob ypoBHe 06cnyKuBaHus.

4.5.2 Onepatop obecneunBaetr 0GBLEKTUBHOCTb MPOU3BOAMMBIX UM OLIEHOK MoKasaTenei kayectBa
okasblBaeMon aboOHEHTY yCnyru CBA3N.

453 OueHka nokasarenem kKadyectBa yCnyru CBsSI3U MOXET NPOU3BOAMUTLCS  ONepaTopom
CaMOCTOATENbHO W/MNU  C  NpPUBMIEYEHMEM TPETbeW HEe3aBUCMMOW CTOPOHbI (MOHWUTOPMHI, ayawT,
ceptudumkaums), obnagaiowei TpedyemMoit KoMneTeHUUeN.

4.5.4 Onepatop oGecneunBaer abOHEHTY BO3MOXHOCTb CaMOCTOSITENbLHO MPOU3BOAUThL OLIEHKY
nokasaTenen KavyecrTBa OKasbiBa€MOW €My YCNyru CBSi3u Ha COOTBETCTBME rapaHTUPOBAHHLIM 3HAYEHUAM
COracHo ycnoBusm cornaweHus o6 yposHe o6Cny>xMBaHusl Npy HaNU4YUM TEXHUYECKOW BO3MOXKHOCTH.

4.5.5 Mopsaaok oueHkn nokasatesnen kayecrBa ycnyru CBsI3W, BKIIIOYEHHbIX B cornawieHume o6 ypoBHe
o6cnyxuBaHus, A0MmMkeH ObiTb NOHATEH aOOHEHTY.

456 B cornaweHue 06 ypoBHE OOCNY>MBaHUA MOXET ObITb BKMOYEHA METOAONMOIUSA OLEHKM
nokasaTenei ka4ecrsa ycnyru CBasu.

4.5.7 OueHka nokasaTenen kayecrBa yCrnyru CBsI3M B paMKax MEXOnepaTopckoro cornaiwieHus ot
YypOBHe 06Cny>MBaHUA NPOM3BOAUTCS HA YCMOBUSIX €4WHOTO METOAMYECKOro noaxoda K OLEHKe U
CONOCTaBUMOCTHN PE3ynbTaToB..

4.5.8 OueHka nokasaTenen kayecrBa OKa3biBaeMOW aDOHEHTY yCryr CBSA3M MMaHUPYeTCs Ha BECb
nepuoa aencreus cornaweHuns o6 yposHe o6cnyxmMBaHus.

4.5.9 Onepatop ofGecneunBaeT CBOEBPEMEHHOE BbISIBIEHME HAPYLUEHUI YCOBMWIA cornailleHusa o6
ypoBHe 006CnyxuBaHusi, MHOPMUPYET COrMacHO YCTAaHOBMIEHHOMY COrfnalleHueMm nopsiaky aboHeHTa o
BbIABNEHHbLIX CRy4asxX HECOOTBETCTBUA TEKYLero YpOBHA KayeCTBa OKa3biBAEMOW YCMyrM CBA3U
rapaHTUpPOBaHHOMY YPOBHIO 0GCNY>XUBaAHUS.

4.6 OTYeTHOCTb

46.1 Cormawenne o6 ypoBHe 0OCnyXuMBaHusA npeaycmaTpuBaeT Heob6xoAMMOCTb OpraHu3auum
MeXaHU3MOB MHGOPMUPOBaAHMA aboHEHTa O TeKylleM ypoBHe 06CnyXuBaHus. YCTaHaBnNMBaeTCs NOPSAOK,
cpeacTea MHGOPMUPOBAHUA, NOAHOTA U NEPUOAUYHOCTL OTYETHOCTU onepaTopa 06 ypoBHe oBGCcnyxuBaHus
No rapaHTMPOBaHHLIM NOKA3aTeNAM KayecTBa 0Ka3blBAEMOW aDOHEHTY YCnyru CBA3W.
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46.2 Onepatop C onpegeneHHOW B cormaweHun o6 ypoBHE OOCHY>XMBaHUA NEPUOAUYHOCTBLIO
COCTaBNsAET OTHYETLI O KAYECTBE OKa3blBAaE€MOW abOHEHTY YCryru CBA3MW.

46.3 Otyetbl ans aboHeHTa BKMWOYaAKT B ceba uHGOpmMaumio B COOTBETCTBMU C YCMNOBUSIMU
COrnalleHus:

- ka4eCTBO OKa3aHHOM YCNyru CBA3MN;

- BbINONHEHUe Tpe6GoBaHuii cornatueHusi 06 ypoBHe 00CNy>XMBaHUA.

4.6.4 OTyeT 0 Ka4yecTBe OKA3aHHON abOHEHTY yCnyru CBSI3W COAEPXMT OLIEHKY AOCTUFHYTOrO YpPOBHS
KayecTBa Mo rapaHTMpoBaHHbIM nokasarenam. OTyeT HanpaBnaeTcA abOHEHTY COrnacHoO yCTaHOBMEHHOW B
cornaileHun Nepuoan4HoOCTU.

4.6.5 OT4yeT 0 BbINONHEHUM TpeboBaHWU cornawieHms o6 ypoBHe OGCNYXMBAHUS COAEPXKUT KPAaTKYIO
onepaTUBHYIO UHGOPMALIMIO O TEKYLUMX OLIEHKaxX nokasaTerieln kavecTsa OKa3biBaeMON abOHEHTy ycnyru
cBs3u. OTyeT HanpaBnaeTcA abOHEHTY B COOTBETCTBUM C YCIOBUSIMU COMNALLEHUA.

46.6 OTyeTbl OOMKHLI coAepaTtb MHGOpPMALMIO NO KaXKAONW TOYke (rpynne To4ek) Aoctyna K
oka3biBaeMov abOHEHTY ycnyre CBA3W.

46.7 MNpu npepoctaBneHun aGOHEHTy OTYETOB onepatop obecneuuBaeT UX  AOCTOBEPHOCTb W
CBOEBPEMEHHOCTb.

4.6.8 Onepartop obecneumBaeT 3aluTy OTHYETHON MHOPMAUMK, HanpaBnaemon aboHeHTy [1, 3].

4.6.9. PasHornacua CTOpPOH NO pesynbTaTaMm OLEHKW AOCTUFHYTOrO YPOBHS KayecTBa ycnyrm no
rapaHTUpOBaHHbLIM NOKa3aTenam paspeLuaioTca B COOTBETCTBUM C YCNOBUSAAMU COrnaLleHus.

4.7 Aktyanusauua

4.7 1 CornaweHue 06 ypoBHe 06CNyXMBaHUS AOIDKHO NOAAEPXKMBATLCSA B aKTyanbHOM COCTOSAHUMN.

4.7.2 [lonyckaeTcsa NepecMoTp U KOPPEKTMPOBKA cornatueHnst 06 ypoBHe 06Cny>KMBaHUA NO MHULMATUBE
KaXK0M U3 CTOPOH.

4.7.3 AKTyanu3auus cornawieHusi 06 yposHe 06Cny>xkMBaHns NPOU3BOAUTCA NYTEM AOKYMEHTUPOBAHUS U
COrnacoBaHusi CTOPOHaMN BHOCUMBIX U3MEHEHUN.
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Bu6nuorpadua

[11 depepanbHbii 3akoH PO ot 7 nong 2003 r. Ne 126-d3 «O cBasu»
[2] depepanbHbIn 3akoH PO oT 7 (beepans 1992 r. N 2300-I «O 3awute npaB notpebutenein»

[3] depepanbHbin 3akoH PO ot 27 nona 2005 r. N 149-93 «O6 nudopmauum, MHHOPMAaLUMOHHBLIX
TEXHONOMUSX U 3awuTe MHOpMaLUny



rOCT P 55389 — 2012

YOK 006.1:654.01:658.64:006.352 OKC 03.120.10 T59

KnioueBble cnoBa: Ka4ecTtBO YCIyru, MOHWTOPUHI, NOKa3aTenu Kayectsa YCMyru, cornawlieHme ob ypoBHe
o6cnymBaHus




MoanucaHo B neyats 01.08.2014. dopmat 60x84'/s.
Ycn. ned. n. 1,40. Tupax 43 ak3. 3ak. 2888.
[10AroTOBNEHO HA OCHOBE 9NEKTPOHHOW BEPCUK, MPEAOCTABEHHON pa3paboT4nMKOM cTaHgapTta

&ryn « CTAHOAPTUH®OPM»
123995 Mocksa, N'paHaTHbIn nep., 4.
www.gostinfo.ru info@gostinfo.ru


https://meganorm.ru/Index2/2/4294855/4294855478.htm
https://meganorm.ru/Index2/2/4294853/4294853440.htm
https://meganorm.ru/Index2/1/4294829/4294829964.htm

