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2 BHECEH YnpaBneHuem pa3sutusi, nHchopMaLnoHHoro obecneyeHuns 1 akkpeautaunm degepanbHo-
ro areHTcTBa No TEXHUYECKOMY perynmpoBaHnio U MeTponorum

3 YTBEPXXIOEH W BBEAEH B JENCTBWE MMpukasom deaepanbHOro areHTcTsa no TeXHUYECKOMY
perynmpoBaHuio n meTposoruun ot 27 gekabps 2012 r. Ne 2091-ct

4 BBE[EH BIMNEPBbIE

lpasuna npumeHeHuUs1 Hacmosiwe2o cmaHOapma ycmaHosneHsl 8 FOCT P 1.0—2012 (pa3den 8).
UHpopmayus o6 usmMeHeHUsIX K HacmosiuemMmy cmaHOapmy ry6riukyemcsi 8 exe200HOM (10 COCMOSIHUIO Ha
1 sAHeaps1 mekyujezo 2o0a) UHhOpMAaUUOHHOM yKkasamene «HayuoHansHbie cmaHdapmel», & ohuyuansHbIl
meKcm UsMeHeHUL U rorpasoK — 8 exXeMeCsHHOM UHGhOpMayUOHHOM yKasamene «HauyuoHareHbie cmaH-
Oapmbi». B criydae rnepecMompa (3aMeHbl) Uu OMMeEHbI Hacmosuweao cmaHdapma coomeememeayrouiee
ysedomiieHue bydem orybriukoeaHo 8 briuxalilueM 8biflycKe exeMeCcsIyHo20 UHEOPpMaUUOHHO20 yKkazamernsi
«HauyuoranbHble cmaHO0apmel». Coomeemcemeyrowasi uHgpopmayusi, yeeOOMIIeHUe U meKembl pasmeuja-
romesi makxe 8 UHgopmayuoHHol cucmeme obuje2o rnosib3o8aHusi — Ha ogbuluaibHoM calime Qedeparib-
HO20 ageHmcemea o MexHU4EeCKOMY peaynuposaHuo U MmempoJsioauu é cemu MiHmepHem (gost.ru)

© CraHgapTuHdopm, 2014

HacToswuii cTaHaapT He MOXeT BbITb NMOMHOCTLIO UMW YaCTUHHO BOCTIPOM3BEAEH, TUPaXKMPOBaH U pac-
MpoCcTpaHeH B KayecTBe oduLmansHoro nsgaHus 6es paspelueHns degepalrbHOTO areHTCTBa No TEXHUYECKOo-
MY PerynupoBaHuio 1 MeTponorum
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HAUWOHANBHBLIA CTAHAOAPT POCCUWMCKOW ®GEREPALUUM

KAYECTBO YCINYIU «4OCTYN B UHTEPHET»

MokasaTenu KauecTBa

Quality of service «Internet access». Quality indices

Aara BBegenna — 2014—01—01

1 O6nacTb NnpUMeHeHuA

HacToswwmin ctanaapT ycTaHaBNMBaeT HOMEHKNaTypy OCHOBHBIX MoKasaTenein kayectsa ycyrm «foc-
Tyn B IHTEpHET», pekomeHayembiX ANs Lenen ynpasneHus Ka4ecTBOM YCIyr CBSI3U U COBEPLUEHCTBOBAHMUA
obcrnyXuBaHus nonb3oBaTenen ycnyr cBasu.

HacToawmuin ctaHaapT npeaHasHaveH Anst UCNoMb30BaHUs NpeAcTaBUTeNsIMA rocyAapCTBEHHbIX opra-
HOB, OCYLLECTBMSAOWNX perynuposaHue B obnactn cBs3u, Hay4HbIMA U NPOEKTHLIMU OpraHu3auusaMm npu
paspaboTke 1 NPOeKTUPOBaHNM ceTel U cnyxb, Npu paspaboTke cTaHAapTOB B 06racTu CBA3M, XO3AACTBYIO-
LWMMU cybbekTaMmun, AeNCTBYoLWMMI B 06n1acTn okasaHus ycnyr goctyna B MIHTepHeT, KOHTPONMUPYIOLMMU UX
opraHamu, BKrovas opraHbl cepTudmkaummn, a Taikke Nonb3oBaTensiM1 ycrlyramy cBssu.

Ha ocHoBaHWWM AaHHOro cTaHAapTa XO3AWCTBYOWMMN cybbekTamn, AeCcTByIOWMMA B obnactu nped-
OCTaBreHus ycryr AocTyna B VIHTepHeT, MoryT paspabaTbiBaTbCa COBCTBEHHbIE (BHYTPEHHUE) HOPMaTUBHbIE
OOKYMEHTbI, onpeaensowmne cucTeMy nokasartenei kayecTsa Ha ycnyru goctyna B UHTepHeT.

HopMmel, koHKpeTHble TpeboBaHUsi K MoKkasaTensiM KayecTsa, MeToAbl UX KOHTPONS (OLEHKU) AOMKHbI
6bITb onpefeneHbl COOTBETCTBYIOLLEA HOPMaTUBHON OOKYMEHTaLUWen, yTBepX4aeMol B yCTaHOBMEHHOM
nopsiake.

2 HopmaTuBHbIe CCbINKK

B HacTosilweM cTangapTe NCMoMb30BaHbl CCbIMKA Ha cregyoLne ctaHgapThl:

rOCT P 53724—2009 KauvecTtBo ycnyr ceasu. ObLwmne nonoxeHuns

FOCT P 53728—2009 Kauectso ycnyru «lMepenava AaHHbIX». [NokasaTenu kavectsa
FOCT P 53731—2009 KauecTtBo ycnyr cBszvu. TepMuHbl U onpeaeneHust

FOCT P 55388—2012 OueHKa kavyecTBa ycnyr Ha OCHOBE MHeHWU noTpebutenei

MpuvmeyaHune—lpu NONb30BaHMN HACTOSILLUMM CTAHAAPTOM Lienecoobpa3sHo NpoBepuTL AENCTBUE CCbINOY-
HbIX CTAHAAPTOB B MHPOPMALMNOHHOW cUCTEME OOLLEro Nonb3oBaHWsl — Ha oduumanbHOM calite PegepanbHOro areHT-
CTBa Mo TEXHUYECKOMY PeryrnmpoBaHuio 1 METPONory B ceTv VIHTEpHET UNW No exXerogHoMy MHOPMaLMOHHOMY ykasaTe-
no «HaumoHanbHble cTaHaapTbi», KOTOPLIN ONyGIMKOBaH MO COCTOAHUIO Ha 1 sIHBapsi TEKYLEro roga, U no BbiMyckam
eXeMeCs4HOro MHpopMaLMOHHOTO ykasaTtens « HauvoHanbHble cTaHaapTbi» 3a Tekywui rog. Ecnv 3ameHeH cebinoyHbIn
CTaHAapT, Ha KOTOPbIM AaHa HegaTUPOBAaHHAs CCbINKa, TO PEKOMEHAYETCS NCMONMb30BaTh AENCTBYIOLLYIO BEPCUIO 3TOMO
cTaHgapTa C y4eTOM BCeX BHECEHHbIX B JAHHYI0 BEPCUIO U3MEeHeHWI. Ecnu 3ameHeH CCbINoYHbIN CTaHaapT, Ha KOTOPbIV Aa-
Ha JaTMPOBaHHAas CCbINKa, TO PEKOMEHAYETCH MCNONb30BaTh BEPCUIO STOFO CTaHAapTa € YKa3aHHbIM BbllLe roaoM YyTBep-
xaeHust (NpuHsTUst). Ecnu nocne yTBepXaeHust HACTOSILLENO CTaHA4apTa B CChINTOYHbINM CTAHAAPT, Ha KOTOPLIN AaHa atupo-
BaHHas CCbINKa, BHECEHO W3MEHEeHue, 3aTparvBalollee MOMNOXeHWe, Ha KOTOpoe [daHa CCbifKa, TO 3TO MONOXEeHue
pekomeHayeTcsi NPUMeHsTb 6e3 yueTa aHHOro u3aMeHeHust. Ecnm cebinoyHbiv cTaHaapT 0TMeHeH 6e3 3ameHbl, TO Nonoxe-
HUWe, B KOTOPOM AaHa CCbifika Ha Hero, PeKoMeHAYeTCA NPUMEHSTb B YacTy, He 3aTparnBaloLwWwent 3Ty CCbInky.

UzpaHve ocdmumanbHoe
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3 TepMuHbI M onpeaeneHus

B HacTosilwem cTaHgapTe npuMeHeHbl TepMmuHbl o FTOCT P 53731—2009, a Takke cnegytowime TepmMu-
Hbl C COOTBETCTBYIOLMMN ONpeaeneHUsIMA:

3.1 yenyra «Joctyn B UHTepHeT»: COBOKYMHOCTb AEMACTBUIA OnepaTopa CBSA3M NO NOAKIHUYEHNIO OKO-
He4HOoro obopyaoBaHWs UK NokanbHOM CeTU NONL30BaTEeNA K ceTh onepaTopa 1 0becrneyeHnto BO3MOXHOCTU
AocTyna nonb3oBaTento k pecypcam n ycnyram VIHTepHeT (web-cnyx6am, nepeaade gaiinos no npoTokony
FTP u gp.).

3.2 unTepHer (Internet): KomnbtoTepHas ceTb, npeactasnsowwas coboi rmobansHyo cuctemy coe-
OWHEHHBIX KOMMbIOTEPHBIX CETEN, CNoMb3yoLnx cTek npotokonos TCP/IP ans nepegavn/obmeHa AaHHBIMU.

3.3 dyHKUMOHanbHaA HagexHocTb: [oTpebuTenbckoe CBOMCTBO, cocTosiLee B obecnedeHun onpe-
JereHHON cTeneHn yBepeHHOCTU B OTHOLWIEHWU BbINOMHEHUs1 (OYHKUMU B pamKax 3afaHHOro WMHTepBsana
HabntoaeHni (He3aBUCUMO OT CKOPOCTW UM TOYHOCTH).

3.4 pOCTYNMHOCTL COeAUHEHUA: BO3IMOXHOCTb YCTAHOBNEHUA COEAMHEHNSA B paMKax ornpegeneHHbIX
JOMYyCKOB 1 APYrX 3aaHHbIX YCNIOBUIA Mo 3anpocy nofb3oBaTerns.

4.5 npouecc Bxoaa B cuctemy: MHorowarosbli NpoLECC, KOTOPLIN BKITOYaET aBTopU3aLnio U ayTeH-
Tucbmkauuio, Tak e, Kak 1 Apyrve 3agadum 3anycka cucTeMsl, C Lierbio NpeocTaBneHns NoNb3oBaTernto 4oc-
Tyna K ycnyram unu pecypcam.

4 KauvectBo ycnyru «floctyn B UHTepHeT»

4.1 OGLee onucaHue ycnyru

4.1.1 Ycnyra «ocTtyn B IHTepHeT» BKNOYaeT ABe COCTaBNsAwoLmMe — npegocTasneHne pusndeckoro
1 NOrnyeckoro AocTtyna.

4.1.2 ®nsmyeckmn JocTyn COCTOUT B (hOPMMPOBAHUN abBOHEHTCKOW NNHUM U NOAKMIOYEHUN C ee
MOMOLLbIO MOfb30BaTENbCKOro (OKOHEYHOro) 06opyAoBaHMSA K Y3y ceTu nepegadm gaHHbIX nubo B obecne-
YEHWU BO3MOXKHOCTW NOAKIIOYEHUS K Y3y ceTU nepeaadn AaHHbIX C UCNonb3oBaHueM TenedoHHOro unu nHo-
ro coefMHeHus.

4.1.3 JIlorudeckuin goctyn 3akniovaetca B obecneyeHun naeHTudukauum nonb3oBaTtens ans npeg-
OCTaBlIeHUs eMy BO3MOXHOCTU NONb30BaHUs ycryramu u pecypcamm cetm UHTepHer.

4.1.4 dusunyecknin goctyn B UHTEpHET MOXET OCYLLeCTBNATHLCA:

a) C UCNonb3oBaHNEM NPOMEXYTOYHOW KOMMYTUPYEMOW CETH, B KOTOPOW OPraHU3yeTcsl KOMMyTUpye-
MO€ UM HEKOMMYTUpPYyemoe coeauHeHUE;

6) 6e3 UCNoNb3oBaHUA NPOMEXKYTOUHON KOMMYTUPYEMOW CeTHU.

4.2 Moka3sarenu kayecTBa ycnyru «[loctyn B UHTepHeT»

4.2.1 [eatenbHocTb Mo okasaHuto yenyrm «doctyn B IHTepHeT» BKMoYaeT criefyioLme OCHOBHbIE 3Tarbl:

- npeaBapuTenbHLIA 3Tam;

- cob6CTBEHHO OKasaHue ycnyru;

- pacyeThbl 3a ycrnyry;

- 06cnyxuBaHue obpalleHuit nonb3oBaTenei;

- TEXHUYECKYI0 NOAAEPXKKY YCIYTrn.

4.2.2 [pepsaputenbHbIA 3Tan BKOYaeT NpeaKOHTPAKTHYI0 AesATeNnbHOCTb (Mogada nonb3oBaTenemM
3asBneHus], NpoBepka TeEXHUYECKON BO3MOXKHOCTH, 3aKioueHre AOoroBopa, Ap.) U NogkioyeHne ycnyru (ot
MOMEeHTa 3aK/ioYeHns1 JoroBopa 40 MOMEHTa, Korga nonb3oBaTenb MOXEeT BOCMOMb30BaTbCA YCNyron B
nonHoM o6beme). K aTomy aTany Takke MOXHO OTHECTU AEACTBUS MO U3MEHEHUIO YCINOBUIA KOHTPaKTa, noa-
KIIOUEHWIO AOMONMHUTENbHBIX YCIYT U Np.

MokasaTenu KkayecTBa ycryru, XapakTepusylolme npeasapuTenbHbIA 3Tan npefocTaBneHus yenyru,
OLLeHUBaIOT crneayoLmMe OCHOBHbIE NMOTpebuTenbckue CBOMCTBA 3TOro aTana:

- CBOEBPEMEHHOCTb U (MIU) CKOPOCTb BbIMOMHEHUs1 paboT;

- yAo6CTBO U KynbTypy 06CnyXMBaHus.

3OTo0 nNokasaTtenu:

«[ons (npoueHm) 3asi80K, 6bINONHEHHbIX 8 rpedesiax ycmaHO8/1eHHOU HOPMbI 8DEMEHU 8bIfONTHEHUST
pabomy;

«[onsa (npoueHm) rionib308amenel, y008/1eM8OPEHHbLIX Kayecmeom obcrnyxueaHus (1o pesynbma-
mam oripoca riofib3oeamernedi)».

2
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4.2.3 lMNokasaTenu ka4ecTBa yCryri, xapakrepusyroLlme atan cobCTBEHHO oKasaHWs YCyru B LUTaTHOM
pexume, oLEHUBAlOT cneaytoLne OCHOBHble NOTpebuTenbCckie CBOMCTBA 3TOro aTana:

- (bYHKLUMOHANBHYIO HaAeXHOCTb NpefocTaBNeHus YyCnyru;

- OOCTYMNHOCTb COEAUHEHUS;

- Ka4yecTBO Nepenayn nonb3oBaTensCKon NHgopMaLnn.

4.2.4 OnsoueHkn pyHKLMOHANBHON HaaeXHOCTU NpeaocTaBNeHNa yCrnyri UCMob3yoTCd nokasaTenu,
B HanbonbLUen cTeneHn oTpaxatowme BOCnpusaTMe Nosb3oBaTenem ycnyru:

«KoaghbcbuyueHm docmyriHocmu ycriyauy» — 00N BPEMEHU B TeYeHWe YCTaHOBNEHHOro nepuoaa, Kor-
Aa ycnyra 6bina gocTynHa 41 Nonb3oBaTens;

«Bpems eoccmaHosneHusl ycilyeu» — CpefHssl 3@ YCTaHOBMNEHHbIA Mepuos MNpoaoIKUTENbHOCTb
COCTOSIHUA HEOOCTYMHOCTU YCNYTN.

MpnmevaHusn

1 BeblwenpuBegeHHbIe NokasaTeny yernyry HaxoasiTcsl B IPSIMOV 3aBUCUMMOCTHU C NokasaTensiMm roTOBHOCTU CUCTe-
Mbl, npe,qHasHaquHon OnA OKasaHud ycnyru.

2 TpuMeHeHWe BbilwenpuBeAeHHbIX NokasaTenei uenecoobpasHo, Hanpumep, B cornaweHuv ob ypoeHe o6cnyxu-
BaHWA MeXay onepaTopoM, NPpegoCTaBAAoLWMM YCryry, M NoNb3oBaTenem Npu NpeaocTaBneHnn NonbL3oBaTento 4ocTyna
B MIHTepHeT no BblgeneHHon nuHun. B aTom cnydae nepuoa HabniogeHns pekomeHgyeTtcs 1 kaneHaapHbIi MecsiL.

4.2.5 TokasaTenu, xapaktepusywline AoCTyNHOCTb cOeAUHEeHUs, MPUMEHUMbI K BUuaam gocTyna, Tpe-
OyloLLMM NpeaBapuUTesibHOro YCTaHOBNEHWSA COeQNHEHNA:

- «KoaghgbuyueHm ycriewHbix 8x0008 8 cucmeMy (ycrielHbIX MOMbIMOK yCmaHOo8/1eHUs1 COeOUHEHUST) »;

- «Bpewmsi exoda e cucmemy»;

- «[onsa (npoueHm) none3osamernel, ydosrnemeopeHHsix docmynHocmbio coeQuUHeHUs (Mo pesynsma-
mawm onpoca rons3oeamerneli)».

4.2.6 MokasaTenu kayecTsa nepefayu nonb3oBaTensckom MHpopMaumm gna yenyrm «doctyn B UHTep-
HeT»:

- «[JocmuaHymasi ckopocme nepedayu OaHHBIX»;

- «KoaghgbuuueHm HeycrnelwHbix nepedayy;

- «3adepxka (8pems nepedayu 8 0OHY CMOPOHY»).

MpumedyaHune—okasatenn «KosdDULMEHT yCNeLHbIX BXOQOB B CUCTEMY (YCMELLHbIX NONbITOK YCTaHOBNE-
HUsI coeanHeHuns)», «Bpemsi Bxoga B cuctemy», «[JocTurHyTas ckopocTb nepegaqm gaHHbix», «KoaddumumeHT Heycneww-
HbIX Nepepav», «3agepxka (Bpemsi nepegaqym B 04HY CTOPOHY)» peKOMeHA0BaHbI AN OLUEeHKM KadecTBa yenyrm «[doctyn B
WHTepHeT» EBponeiickum MHCTUTYTOM CTaHgapTuaaumm tenekommynmkaumm (ETSI) [2]. OcHoBHblE NonoxeHust ansi onpe-
OeneHus 3TuX nokasaTtenen npueedeHs! B Tabnuue 1.

Tab6nunua 1— OcHOBHbIE NOMNOXEHUS AN NoKasaTenen Ka4yecrea

Mokasartens

M3mepsiemas BenuumHa

MeToa usmepenus

KoatbpmumeHT ycnewHblx BXOAOB B
cucTeMy (yCnewHbIX TMOMbITOK ycTa-
HOBNEHNA COeANHEHNS)

MpOUEeHT yCrnelwHbIX NoMbITOK BXoAa B
CUCTEMY 3a OrnpeferieHHbIn nepuog
BpPEMEHN

TectoBble coeAUHEHUs1

Bpemsa Bxoga B cuctemy

Bpems Bxoaa B cuctemy ansi 80 % unm
95 % nonbiTok (80 % wnun 95 % nep-
CEeHTUNB)

TectoBble coeAUHEHUs1

HocTurHytas ckopocTb Nnepeaayn gau-
HbIX

CkopocTb nepeaaum gaHHbix (Kéut/c)
a) MakcumanweHasi

b) muHumaneHasi

C) CpeaHss u CTaHgapTHOE OTKNOHe-
HWe

TectoBble coeAUHEHUs1

KoadhdumumeHT HeycnewHbix nepegay

MpoueHT HeycnewHbIX NONLITOK Nepe-
Ja4n 3a onpedeneHHbIN Nepnoa Bpe-
MEHU

TectoBble coeAUHEHUs1

3apepxka (Bpema nepegayn B OgHy
CTOPOHY)

Bpemsa ogHOCTOPOHHEN 3aQepPXKKN, MC

TecToBbIEe coeguHeHus (onpeaenseT-
cs1 ¢ nomowbio nporpammel PING kak
NMonoBMHa BpEMEHU MEXY MOMEHTOM
OTrNpaBkM 3x0-3arnpoca K [eucTBU-
TenbHOMY agpecy U MOMEHTOM Mony-
YeHUsl 3X0-0TBeTa)

PekoMmeHagoBaHHas nepuoanvHOCTb cGopa OaHHbIX — eXXeKBapTallbHO.
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4.2.7 Ha atane pacyeToB 3a ycnyrn oueHuaeTcs notpebutensckoe cBONCTBO «lMpaBUnbHOCTL cye-
TOB, BbICTABIIAEMbIX 32 YCIYrM» C NOMOLLBIO NokasaTens «/Jos1a cyemoe Ha ornamy ycilye ¢ owubkamu (cqe-
moe ¢ owubKamu, 8biIcCMaesieHHbIX 110 HE8EPHOMY adpecy, He8biCMas/IeHHbIX)».

4.2.8 TlMokasaTenu KayecTBa yCnyru, xapakrepuayowme atan obcnykusaHus obpalleHnii nonb3osaTe-
nen, oLueHUBaloT criedytoLme OCHOBHbIE NOTpebuTenbcknue CBONCTBA 3TOrO aTana:

- OCTYNHOCTb cnyx6, o6cnyxuBatoLWwmnx obpalleHns nonb3osaTenen;

- MHcpopMaTUBHOCTb (NOSIHOE, AOCTOBEpPHOe W CBOEBpeMeHHoe WUHdopMupoBaHue noTpebutens o
npeaocTaBnsaeMon ycnyre, npasax u 06a3aHHOCTAX 06enx CTOpoH);

- CBOEBPEMEHHOCTb U (MI1) CKOPOCTb BLINONIHEHWUA AENCTBUN;

- yaobcTBO U KynbTypa o6CcnyxusaHus.

K aTum nokasatensim oTHoCATCA:

«[]onis ycriewHbIX 8bi30808 Ha mesieghOHHbIU HOMeP CryXbbi UHGDOPMaUUOHHOU 1MTOOOEPXKU»;

«lpoueHm 8bi30808 Ha meneghoHHbLIU HOMEP CiTyx6bi UHGhOPMAUUOHHOL TOGOEPXKKU C 8PEMEHEM OXU-
daHust omeema oriepamopa, He PesbilualWUM yCmaHo8IeHHOU HOPMbI»;

«lpoyerm soripocos K cryx6e uHghopMayUuoHHOU Moddep KU, PelueHHbIX C 1ep8o2o 0bpaleHUsI»;

«[ons obpauwieHul k onpedeneHHoU cnyxbe, obcryXeHHbIX 8 rnpedenax ycmaHoe/ieHHOU HOPMbI epe-
MeHU»;

«lIpoyeHm nucbMeHHbIX npemeH3ull nosib3oeameriell, PaCCMOMPEHHbIX 8 YCIMAaHOBIIEHHbIU CPOK»;

«[ons (npouerm) rone3osamenel, ydosriemeopeHHbIX KayecmaoM pabomei cityx6, oberyxusarowjux
obpauweHust nonb3oeamernell (o pesynbmamam onpoca rnosib3ogamerneli)».

4.2.9 TlokasaTenun kayecTsa ycnyru, xapakrepusytowme atan TeXHUYECKON NoaaepxKu ycriyrn, oLeHu-
BalOT crefytoLme OCHOBHbIe NOTpebuTenbckne CBOMCTBA 3TOro aTana:

- AOCTYMHOCTb cNyX06bl;

- CBOEBPEMEHHOCTb U (MSI1) CKOPOCTb BbINOSHEHNUA paborT;

- Ka4ecTBO BbINOHEHUA pabor;

- yaobcTBO U KynbTypy 0b6CnyxmBaHus.

K aTum nokasatenam oTHOCATCS:

«[ons ycriewHbix 8bi30808 Ha mesiehOHHbIU HOMED CIyXbbi MexXHU4eCKOU roO0epKKU»;

«lpoueHm ripobneM, pelweHHbIX ¢ Nepeo2o obpawleHus»;

«[onsi obpalueHul e cryx6y mexHuuyeckol noddepxku, obcyXeHHbIX 8 ripederniax ycmaHoe/ieHHOU
HOPMbI 8PEMEHUY»;

«[onsi peMoHmMHbIX pabom fpu omkasax pasfiuyHbiX 8UO08, 8biflOSTHEHHbIX 8 ripedesniax ycmaHoeIeH-
HbIX CPOKO8Y»;

«[ons (npoueHnm) nonb3oceamenel, y0081IEMBOPEHHbIX Ka4ecmeoM U CPOKamu ycmpaHeHUsl Heuc-
npasHocmell (o pe3ynbmamam orpoca rons3oeamernedl)».

4.2.10 WHTerpanbHoi xapakTepncTukon kavectsa ycnyru «Joctyn B MHTepHeT» B LieJSIOM sBNsieTCs
YAOBMNETBOPEHHOCTL NoMb3oBaTenen, KoTopas XapakTepnayeTcs nokasaTenem:

«[ons (npoueHm) ronb3osameriel, y008/16M8OPEHHbBIX Ka4ecmeoM yciyau 8 yesioMm (o pesylbma-
mam onpoca ronb3oeamerned)».

4.2.11 Ons mobunbHoro goctyna B WHTepHeT npeAcTaBreHHasi Bbile HOMeHKNaTypa rnokasaTenemn
MOXeT ObITb A4oMofHEHa cneundnyeckMMin NokasaTensiM1, XapakTepusyoWwnMn 30Hy rMOKpbIMUST N 803MOX-
Hocmb coxpaHeHusi coeduHeHusi 8 08uxeHUU. B 3ToM criydae nokasartesnu, cBaA3aHHble ¢ TeXHUYeckuM obciy-
XVUBaHWEM abOHEHTCKON NMUHNK, creayeT UCKIIOUNTb.

4.2.12 MNMokaszaTenu, xapakTepusyoLne yaoBNeTBOPEHHOCTb Mofb3oBaTeNen pasnuyHbIMM acrnekTamm
oKasaHWs yCryrm m KkayecTBoM YCIyru B LieNnioM, OonpeaensioTcs no pesynbTatam onpoca nosb3osarernen,
opraHusyemoro 1 nposognmmoro B cootseTcTeun ¢ FTOCT P 55388.

4.2.13 lMokaszatenu «ons (NpoLeHT) 3asBoK, 0BCMyXeHHbIX B Npedenax ycTaHoBMEeHHOW HOpMbI Bpe-
MeHM BbINonHeHust paboT» (NpeaBapuTenbHbI aTan okasaHus ycnyri), «dons obpalueruil B cnyxby TexHu-
YecKoW noaaepKKkn, 06CnyXeHHbIX B Npeaenax yCTaHOBNEHHOW HOPMbI BpeMeHWy, «[1orns peMOoHTHbIX paboT
npu oTKasax pasnnyHbIX BUAOB, BbIMOMHEHHbIX B Npegenax yCcTaHOBMEHHbBIX CPOKOBY (3Tan TeXHUYeckon noa-
aepxkn), «Jdons obpaleHnii kK onpegeneHHon cnyxte, obenykeHHbIX B Npegenax ycTaHOBNEHHOW HOpPMBI
BpeMeHW», «[Jonsa c4eToB Ha onnaty ycnyr ¢ oLuMbkamum (CHETOB € oLnBKkaMu, BbICTABEHHBIX MO HEBEPHOMY
agpecy, HeBbICTaBIEHHbIX)» (3Tan obcnyxneaHus obpalleHnin nonb3osaTeneli) onpegenstoTcs Ha OCHOBe
CTaTUCTUYECKUX AaHHbIX 3a Nepuod B 1 rof (kaneHaapHbIn unv TekyLwmia). Mpyu Heo6xoaMMOoCTN MOXeT ObITh
ycTaHoBneH 6onee kopoTkvin nepuod (Mecsil, kBapTan). MNMokasatenb «[MpoLeHT NUCbMEHHBIX MpeTeH3ni
nonb3oBaTenen, PacCCMOTPEHHBIX B YCTAHOBIEHHbIN CPOK» OnpeaensieTcsi Ha OCHOBE CrIIOLWHOM BbIGOPKU 3a
KaneHgapHbIi roa.
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4.2.14 OcHoBHbIE NoKasaTenu kayecTsa Hanbonee BaXkHBIX NOTPeOUTENbCKNX CBOWCTB yCnyri «[oc-

Tyn B IHTepHeT» NpuBedeHbl B Tabnuue 2.

Tabnwuya 2— OcHoOBHble MOKa3aTenu kavectBa Hambonee BaxHbIX NOTPebUTenbCKMX CBOWCTB ycnyru «HdocTyn B

WHTepHeT»

STankl okasaHus yenyru. MNotpebutensckue ceoiictea. MNokasatenu kadectsa

Mpumevanue

MpenBapuTenbHbIN 3Tan

CBOEBPEMEHHOCTb U (MNN) CKOPOCTL BbINOMNHEHUS! paBoT:

Honsi (NpoueHT) 3asBOK, 0OCNYXEHHbIX B Npeaenax yCcTaHOBNEeHHOM
HOPMbI BPEMEHW BbINONHeHUs paboT

Yao6cTBO M kynbTypa obcnyxmeaHms:

Jons (npoueHT) nonb3oBaTenew, yaoBNeTBOPEHHbIX Ka4eCTBOM 06-
CryXMBaHus (No pesynbTaram onpoca nosb3oBaTternen)

AT1an co6cTBEHHO OKa3aHWA ycnyru

PyHKUMOHANBHAA HAAEXKHOCTb NPEeAOCTABNEHNS YCIYIU;

KoatbpmumeHT BocTynHOCTH yCnyru

Bpems BOCCTaHOBIEHUS yCryTy

HoCTynHOCTE coeanHEeHUs

KosththmumeHT ycnelHbiX BXO40B B cUCTeMy (yCneLHbIX MOMbITOK
YCTaHOBINEHWS COeaMHEHUs )

Ons BupoB pocryna, Tpebylowmx npepsapw-
TENbHOro yCTAHOBIIEHUS COeUHEHUSI

Bpems Bxoga B cuctemy

Ons BupoB pocryna, Tpebylowmx npeasapu-
TENbHOro yCTAHOBIIEHUS COeUHEHUSI

Jonsa (npoueHT) nonb3oBaTtenei, yOoBNEeTBOPEHHbIX QOCTYMNHOCTLIO
coeavHeHna (No pesynbTatamM onpoca Nonb3cBartenei)

Ona evgos goctyna, Tpebywowmx npeasapw-
TErbHOro YCTAHOBNEHUS COEANHEHUS!

KayecTBO nepegaym nonb3oBaTenbCKon MHopMaumm:

JocTurHyTasi ckopocTb NepegaYyun gaHHbIX

KoathumumeHT HeycnewHbIX nepegay

3agepxka (Bpemsi nepegaqum B 0gHy CTOPOHY)

PacueTnl 3a ycnyru

[MpaBUNIbLHOCTL CYETOB, BHICTABMNSAEMbIX 3a YCIYIU:

[Hons cueToB Ha onnary ycnyr ¢ owmbkamuy (C4eTOB C OLLUMOKaMU, Bbl-
CTaBMNEHHbIX N0 HEBEPHOMY aApecy, HEBbICTaBMNEHHbIX)

O6cnyxvBaHne obpaleHnn nonb3oBaTenen

HocTynHOCTb CNyX6bl:

Honsa ycnewHbix BbI3OBOB Ha TeNeOHHBIN HOMEp CryX6bl uHdopma-
LIMOHHOW MOAOepKKN

CBOEBPEMEHHOCTb U (MNN) CKOPOCTh BbINOMNHEHUS AEWCTBUIA:

MpoueHT BbI30OBOB Ha TenedOHHbI HOMep Cny»0bl MHMOPMALMOH-
HOV NoadepXku ¢ BpEMEHeM OXvaaHus OTBeTa onepartopa, He npe-
BbILIAIOWWUM YCTAHOBIEHHOW HOPMbI

MokaszaTtenk, xapakTepuaylowuin paboTty onepa-
TOPCKUX CIy>X0, MOXEeT OTHOCUTBCHA Kak K WH-
hopMaLMOHHON NoadepPXKKe, TaK U K TeXHUYeC-
KOW NOAAEPKKe

MpoLeHT BONPOCOB K cryx6e MHpopMaLNOHHON NOOOEPXKN, PelLLeH-
HbIX C NepBoro obpalleHusi

Bo3MOXHbI pasnuuHble BapWaHThl peanuaauum
3TOro nokasarens ans opraHM3auun, UMeroLnxX
eWHbI UeHTp 0o6paboTkM BbLI3OBOB, U Ons
OpraHn3auui ¢ MHOW CTPYKTYPOWN OKa3aHWUs WH-
HOPMALMOHHON 1 TEXHUYECKOW NOAAEPIKKN
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OkoHyaHue mabnuupi 2

3T1anbl okasaHus yenyru. MNorpebutensckue ceoicTea. Mokasarenu kavectsa

Mpumevanue

Hons obpaweHnin K onpegeneHHon cnyxbe, o6CnyXeHHbIX B npegenax
YCTaHOBMEHHOW HOPMbI BPEMEHU

[MpOUEeHT MMCbMEHHBIX NPETEeH3N NONb30BaTENEN, PACCMOTPEHHbIX B yCTa-
HOBMNEHHbIN CPOK

Ons Bcex NoTpebuTeNnbCKMX CBONCTB:

Hons (npoueHT) nonb3oBaTtener, yAOBNETBOPEHHbIX Ka4eCTBOM paGoThbl
cnyx6, obcnyxuBarowmx obpalweHus nonb3osaTernen (Mo pesynbTatam
onpoca nonb3oBarternew)

TexHn4eckasn nogaepxkKa ycnyrm

HocTynHOCTb CNyXX6bl:

Hons ycnewHblX BbI30OBOB Ha TeNeOHHbI HOMEpP CryXObl TEXHUYECKON
noaaepXku

CBOEBPEMEHHOCTb U (MNWN) CKOPOCTb BbIMNONHEHUS paboT:

MpoueHT npobnem, peleHHbIX ¢ NepBoro obpaLleHust

Hons obGpaleHuit B cnyxby TeXHUYeCcKOW NoAdepKKU, OOCMYKEHHbIX B
npegenax ycTaHOBNEHHOW HOPMbI BPEMEHU

Honsi peMOHTHBIX paboT Npu 0TKaszax PasnuyHbIX BUAOB, BLINOMHEHHbLIX B
npegenax yCTaHOBMEHHbIX CPOKOB

KayecTBO BbINONHeHWs1 paboT, yao6CTBO U KyNbTypa 06CNYXMBAHWS:

Hons (npoueHT) nonb3oBartenen, yaoBNETBOPEHHbLIX KAYECTBOM M CPOKaMU
yCTpaHeHWsi HeMcrnpaBHOCTEN (Mo pe3yrnbTaTaM onpoca Nnosb3oBarenen)

KayecTBO ycnyru B uenom

Hons (npoueHT) nonb3oBartenen, yA0BNEeTBOPEHHbIX KAYECTBOM YCIyIU B
uernom (no pesynbraTam ornpoca Nnosb3oBaTenen)




[1] Pykosogcteo ETSI EG 202057-1
[2] Pykosogcteo ETSI EG 202057-4

[3] Pekomengaumss MCO-T E.800

[4] Pekomengaumss MCO-T E.802
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Speech Processing, Transmission and Quality Aspects (STQ); User related QoS
parameter definitions and measurements; Part 1: General

Speech Processing, Transmission and Quality Aspects (STQ); User related QoS
parameter definitions and measurements; Part 4: Internet Access

Cepus E: Obwas skcnnyatauus cetu, TenedoHHas crnyx6a, PyHKLMOHUPOBaHUe
Cnyx6 n yenoBeveckme chakrtopbl. Ka4yecTBo ycryr anekTpocBsian: KOHUEeNLuu,
MoZenu, uenu v NnaHMpoBaHne HaaeXHoCTH paboTel. TepMUHBI M onpegeneHus,
CBfI3aHHbIe C KAYECTBOM yCMyr 3aneKkTpocesaaun. OnpegeneHve TepMUHOB, OTHOCS-
L MXCH K KavecTBY 06CnyxmBaHus

Cepus E: Obwas skcnnyatauus cetu, TenedoHHas crnyx6a, PyHKLMOHUPOBaHUe
Cnyx6 n yenoeeveckme chaktopbl. Ka4ecTBo ycryr anekTpocBsian: KOHUEeNLuu,
MoZenu, uenu v NnaHMpoBaHne HageXHoCTH paboTel. TepMUHBI M onpegeneHus,
CBI3aHHbIE C Ka4eCTBOM YCNyr 3N1eKTPOCBA3u. [puHLUNLI 1 METOAUKM Onpeaene-
HUS1 ¥ NpuMeHeHus napameTpos QoS
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