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MNpegucnosue

1 PA3SPABOTAH YupexgaeHuneMm «LleHTp cepTudunkaLmm ycnyr cBasm»

2 BHECEH YnpasneHnem pa3sutus, MH(HOpMaLMOHHOro o6ecneyeHus n akkpeautaunm degepasbHoro
areHTcTBa no TEXHUYECKOMY pPerympoBaHuio 1 MeTposiorim

3 YTBEPXAEH W BBEAEH B AEVCTBME MMpukasom ®efnepansHOrO areHTCTBa MO TEXHUYECKOMY
perynvpoBaHuio u Mmetponormum ot 28 asrycta 2013 r. No 607-cT

4 BBEJEH BIEPBbIE

5 NMEPEN3OAHUE. Hosbpb 2019 1.

MpaBuna npuUMeHeHUs HaCTOsLLEro cTaHAapTa YyCTaHOB/MEHbl B cCTaTbe 26 defepanbHOro 3akoHa
oT 29 moHA 2015 r. No 162-®3 «O cTaHgapTwusauun B Poccuiickoii ®epepauun». VHdopmauus ob
U3MEHEHUSX K Hac T oA eMy CTaHgapTy ny6nkyeTCs B eXerogHom (Mo cocTOosHUI0 Ha 155HBapa TeKyLwero
rofa) UHOPMaLMOHHOM yKasaTesne «HauuoHaslbHble CTaHAapThi», a ohULMabHbI TEKCT U3MEHEHWIA
M NONpaBOK — B €XEMeCAYHOM WHCOPMAaLMOHHOM yKaszaTefle «HauuoHanbHble cTaHfapTbi». B cnyuvae
nepecMoTpa (3amMeHbl) UM 0TMEHbl HACTOALWEro cCTaHAapTa CooTBeTCTBYHLLEe yBeJOMNIeHVe byaeT
ony6/NKOBAHO B G/MKaLIEM BbIMYCKE €XEeMECSYHOro WH(OPMALMOHHOIO ykazaTensa «HaunoHanbHble
cTaHgapTbi». CooTBeTCTByWLWasa WHDOPMaLMs, YyBeLOMMEeHNe W TeKCTbl pas3mellalnTCcs Takke B
MH(OPMAaLMOHHON cucTeme obLero nofb3oBaHusa — Ha ouumanbHoMm canTe PefepasbHOro areHTCcTBa
Nno TEexXHWYEeCKOMY PeryiMpoBaHuio 1 MeTponorum B ceTun MHTepHeT (mvw.gost.ru)

© CrtaHpapTuHdopM, odopmaeHmne. 2014, 2019

HacToAwwit ctaHaapT He MOXeT GbITb NOJTHOCTLIO M/IM YaCTUYHO BOCNPOM3BEAEH, TUPAXUPOBaH U pac-
MPOCTPaHEH B KAYECTBE OPULMASILHOTO N3aaHus 6e3 paspelleHnst defepanbHOro areHTCTea Nno TeXHUYEecKo-
My perynupoBaHuio 1 MeETPosorn
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HAUVWOHANBbHbBIN CTAHOAPT POCCUWNCKOW OSGEALEPALUMN

CucTtemMa HaunoHa bHbIX CTaHAapToB B 06/1aCT KavyecTBa yC/yr CBA3M
YNPABJIEHME KAYECTBOM YC/YTl CBA3U

MOHUTOPUHT KayecTBa yCnyr cBA3n

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

Jata eBegeHns — 2014—01—01

1 O6nacTb NnpuMeHeHUs

HacTosiwumii cTaHgapT ycTaHaBnMBaeT 06LMe NOSIOXEHNs, NMOPSAAOK CO3[4aHUSI CUCTEMbI MOHUTOPUHTa
1 OCYLLLeCTB/IEHMS NPOLLECCOB MOHUTOPUHIA KavyecTBa yCcnyr CBA3W ANA Leneii ynpaBneHns kauecTBoM yCnyr
CBSI3M 1 COBEPLUEHCTBOBAHNA 06CNYXUBaHMS NOMb30BaTe el yCcnyraMmu cBasu.

HacToswwii ctTaHgapT npefHasHayeH s UCNoib30BaHNS X03AWCTBYOWMMMN cybbekTamu, AeidCTBYIO-
LWMMK B 06/1aCTV OKa3aHUsA YCyr CBSA3N U OCYLLECTBAAIOWMMUN NPOLECCHl MOHUTOPUHIE, KOHTPOMPYOLWUMHN
UX opraHamu, BKIoYas opraHbl cepTudmkauuv, npesctaBuTeiMm rocyAapcTBEHHbIX OpraHoB, OCYyLLecTBASA-
OLWMX perynmposBaHne B 06/1aCTyi CBA3M, HAyUYHbIMW U NPOEKTHLIMW OpraHn3auusamm, a Takke nonb3osarensamm
ycnyramu cBsiau.

Ha ocHOBaHMM HACTOALLEr0 cTaHAapTa X03aMCTBYOLWMMUN CyObeKkTaMu, feiicTByOLW MM B 06/1aCTH OKa-
3aHuA ycnyr cBsi3u, MOryT pa3pabaTbiBaTbCA COOGCTBEHHbIE (BHYTPEHHME) HOPMATKBHbIE [JOKYMEHTbI, onpeje-
nawme npoueaypy co3faHnsa CUCTEMbl MOHUTOPUHIA U NPOBEAEHNSA MOHUTOPUHIA B 061aCTV kayecTBa yCyr
CBA3N.

2 HopMaTuBHbIE CCbIKK

B HacTosLem cTaHfgapTe UCMOIb30BaHbl HOPMATUBHBIE CCbIJIKU Ha Criefytolme cTaHaapThl:

FOCT P MCO/M3K 20000-1 VHdopMauuoHHas TexHonorus. YnpasneHue ycnyramu. Yacts 1. Tpe6oBa-
HUA K cUCTeMe ynpas/ieHns yciyramm

FOCT P 53731 KauecTBo ycnyr cBsi3u. TepMuHbl 1 onpeaesieHns

NMpumMmeuyaHune — Mpu NONb30BAHUN HACTOSLLMM CTAHAAPTOM Lienecoo6pasHo NPoBEpUTL AeliCTBIUE CCbINOYHbIX
CTaHAApPTOB B MHDOPMALMOHHOM cMCTeME 06LLero nosib30BaHusi — Ha ohmumanbHOM caiite ®efjepasibHOro areHTCTBa o
TEXHUYECKOMY PeryinpoBaHuio 1 METPOIOTMK B CeTU MIHTepPHET UK MO eXero4HoMy UH(OpMaLMOHHOMY yka3aTesto «Ha-
LMOHa/IbHbIE CTaHAAPTbI», KOTOPbIV OMY6/IMKOBAH MO COCTOSHMIO HA 1 IHBAPs TEKYLLEro roaa, 1 no BbiMyckam exeMecsy-
HOrO MH(HOPMALMOHHOTO yka3aTens «HalunoHanbHble CTaHAapPTbI» 3a TeKyLnii rog. ECNu 3amMeHeH CCbIoYHbI cTaHaapT,
Ha KOTOPbI faHa HeAaTUpPOBaHHAs CCbIXa, TO PEKOMEHAYETCH MCMOMb30BaTh A4ENCTBYIOLLYI0 BEPCUI0 3TOrO CTaHhapTa
C YyY4eTOM BCEX BHECEHHbIX B JaHHYI0 BEPCUIO M3MEHeHU. ECnn 3aMeHEeH CCbINIoYHbIN CTaHaapT, Ha KoTopblii faHa gaTu-
poBaHHas CCblfika, TO PEKOMEHAYETCS UCMO/b30BaTh BEPCUI0 3TOTO CTaHAAPTa C YKa3aHHbIM Bbille FO40M YTBEPXAEHUS
(NpuHATKS). Ecnm nocne yTBepXAeHUs HACTOSAILLEro cTaH4apTa B CCbIIOYHbIN CTAHAAPT, Ha KOTOPbIV faHa faTupoBaHHas
CCbI/IKa, BHECEHO N3MEHEHME, 3aTparMBaioLLee NosioKeH1e, Ha KOTOPOE JaHa CCbIIKa, TO 3TO MOJIOKEHNE PEKOMEHAYEeTCs
npuMeHsATh 6e3 yyeTa [aHHOro U3MEHEHUs. ECM CCbINOYHbIN cTaHAapT OTMeHeH 6e3 3aMeHbl, TO NoJIoXeHue, B KOTOPOM
[aHa CCbIfIKa Ha Hero, PEKOMEHAYETCS NPUMEHSITb B YACTU, HE 3aTPArnBaloLLeil 3Ty CCbIfIKY.

M3paHue oduymansHoe
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3 TepMuHbI 1 onpeaeneHus

B HacTosuem cTaHAapTe npuMeHeHsbl TepMuHbl no FOCT P 53731. a Takke cnegylowme TepMUHbI C CO-
OTBETCTBYOLLMMU OnpefeneHnamMu:

3.1 nHdopmMaunoHHas cuctema MOHUTOpUHra: Cuctema, B COCTaB KOTOPOW BXOASAT UCTOUHWK WH-
dopmauun. annapartHble U NporpaMMHbie cpefcTsa, obecneyviBaloline BBOA, XpaHeHue, NMouck, nepegauy,

06paboTKy MHhopMaLUn U NPeaocTaB/ieHNe ee Nosb30BaTesio.
3.2

kayecTtBo: CTeneHb COOTBETCTBUA COBOKYMNMHOCTU NPUCYLLUX XapaKTepUucTunk Tp660BaHI/IFIM.
[FOCT 1SO 9000—2011]

3.3

MEeHeXMEeHT ycnyr: [eaTeNbHOCTb, HanpaB/ieHHas Ha BbINOMHEHUE TpeGoBaHUi opraHusaunii —
noTpe6uteneii ycnyr.

[FOCT P NCO/M3K 20000-1—2010]
34

KOHTPO/1Ib KayecTBa YCnyr CBA3WU: I'IpOBe,u,eHme NPOBEPKN COOTBETCTBUA nokasarteneli kavecrtsa
ycnyr CBA3N yCTaHOBJIEHHbIM TpeﬁOBaHVIFIM.
[FOCT P 53731—2009]

3.5 MOHUTOpPUHI KayecTBa ycnyr: Cuctema HabMAEHWUI WU KOHTPOMS 3a MnokasaTesisiMu KadyecTBa
ycnyr, NPOBOAMMBIX PErynsipHO No onpefesieHHoN nporpaMme A1 OLEHKU YCNyr U NpoLEeccoB OKasaHus
YCyr, a Takke A/ aHanmM3a NPOUCXOAALLMX B HUX U3MEHEHWUI N CBOEBPEMEHHOIO BbISB/IEHUSA TEHAEHLWIA
3TUX U3MEHEHMWIA.

3.6

onepaTop cBf3u: tOpuanyeckoe NMLUO WU MHAUBUAYa bHbLIA NpeanpuHMMaTe b, okasblBatoLine yc-
NYTY CBSA3U HA OCHOBAHMM COOTBETCTBYIOLLEN NUMLEH3NN.
[FOCT P 53731—2009]

3.7

npeteHsusi (complaint): BbipaxkeHue HeyA0BNETBOPEHHOCTU NpoayKuuei nu'vau pa6oToit opraHmsa-
LMW WU HENOCPEeACTBEHHO NPOLECCOM YNPaB/IEHUsi NPETEH3USMI B CUTYaLUSIX, TAE SIBHO UMW HESIBHO OXU-
[JaeTcsi OTBET WM peLUeHVe.

[FOCT P NCO 10002—2007]

3.8 peknamauwus: MNMucbMeHHOe 3asiBfieHWEe NosyvaTens ycnyr cBsi3u No yCTaHOB/EHHOW chopme no-
CTaBLLMKy YCNyrn 06 06HapyXeHHOM B Nepuoj AeicTBUA rapaHTuiiHbIx 06583aTenbCTB HECOOTBETCTBUM YCTa-
HOB/IeHHbIM TpeboBaHMAM KayecTBa yCyru, cogepxalliee TpeboBaHne 0 BOCCTaHOB/IEHNW KayecTBa B COOT-
BETCTBUW C NPeAbsABASEMbIMU K HeMy TpeboBaHUAMU.

3.9 cuctema mMoHuTopuHra: COBOKYNHOCTb NoApasfeneHnii opraHusaumm, y4acTBylLWmMX B npouec-
ce cbopa u npeacTaBneHns MHcopmauum nonb3oBaTensimM, MUHPOPMALMOHHON CUCTEMBI, NOAAEPXUBAIOLLEl
nHdopmaLmio 06 06bEKTaX MOHUTOPUHIA, U KOMMJIEKCA HOPMATUBHOWM 1 OpraHW3aluoHHO-MeTO4MYEeCKO A0~
KyMeHTauun. obecneymsaroLleli opraHmsauunio n ynpaseHne npoueccamm B CUCTEME MOHUTOPUHTA.

4 O6wme NoNoXeHus

4.1 MOHWUTOPWHTI KayecTBa yCNyr CBSA3M Kak HEOBXOANMbI MHCTPYMEHT MEHEeMKMEHTA YCNyr B COOTBET-
CTBWM C MOJE b0 MEHEMKMEHTA YC/yr, NpuBeAeHHON B cTaHaapTe TOCT P MCO/M3K 20000-1. ocyliecTsns-
eTCs Ha 3Tane KOHTPO/S KayecTBa YC/yr CBA3W.

4.2 Lenb MOH/WTOPWHIa kayecTBa yC/yr CBSA3u COCTOUT B MpoBeAeHun cbopa, 06paboTkn 1 HakonaeHus
nHdopmaLmmn Ans obecneyeHns NpoLLeccoB ynpasneHns 1 NoAdepXxaHus YpoBHS KayecTBa npepocTtasrisie-
MbIX YC/YT CBA3M B COOTBETCTBUU C YCTAHOBJ/IEHHLIMU TPEBOBAHUSAMU.

2
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4.3 BaxHelWwnMmn yHKLMAMY MOHMUTOPMHIA KayecTBa YC/yr CBA3W SABNAIOTCA: HabnwaeHune, peru-
CTpauus. opraHusaumns XpaHeHus 1 UCNob3oBaHWsA MHopMaumMn O KayecTBe yCnyr CBA3U B COOTBETCTBUU
C YCTaHOBJ/IEHHOW CUCTEMOI nokasaTeneli kayecTsa yCnyr, aHa/in3 1 OLeHKa KayecTBa yCnyr CBA3N, a Takke
paspaboTka pelleHuii (Mep) No NpeaynpexaeHnio UM YyCTPaHEHUIO HexXesnaTeslbHbIX OTK/IOHEHWIA B YPOBHe
KayecTBa npefocTaBAseMbIX YCAYr U nNpefocTaB/ieHe 3auHTepecoBaHHbIM CTOpoHam (noTpebutensm, op-
raHam ynpasfieHVs, UHBecTopaMm U T. f.) MHopMaLMn O KayecTBe YC/yr CBSA3W COrMNAacHO YCTaHOB/IEHHbIM
npasunam.

4.4 O6bekTamy MOHUTOPWHIa KayecTBa YC/yr CBSA3W ABAAOTCA YCAYyru CBA3MW, OKa3blBaeMble oneparo-
pamu. no Bugam cBssu.

4.5 MpeaMeToM MOHUTOPUHIA KayecTBa YCNyr CBA3N ABATCA KO/IMYECTBEHHbIE U HEKONIMYECTBEHHbIE
nokasaTesim kayecTBa ycnyr cBA3n.

4.6 K OCHOBHbIM 3ajayaM MOHWTOPWHIA KayecTsa yCnyr CBA3W MO KaxkAOMYy M3 BUAOB npejocTasrise-
MbIX YCNYT OTHOCATCS:

- c60p MCXOAHOW MHbOopMaLMK AN BCECTOPOHHEro KOMMIEKCHOTO aHanuns3a ypoBHSI kayecTBa npepo-
CTaB/1SieMOro BuAaa ycnyr,

- obecneyeHne 3arpyskm UCXOAHbBIX MACCUBOB AaHHbIX, OpraHn3aLmsa XpaHeHus, novcka v ucnosb3oBa-
HMA faHHbIX O NoKasaTesnsx kavyecTBa ycnyr cBA3w:

- onpepenexHne JOCTUTHYTbIX YPOBHEW nokasaTeneli kayecTsa yC/yr CBA3W, CPaBHEHWE X C pernameH-
TUPOBAHHBLIMW 3HAYEHUSMU, U3YyYEeHNEe OCHOBHbIX TEHAEHLMI 1 3aKOHOMEPHOCTEN B U3MEHEHNN nokasaTesnei
KayecTBa ycnyr cBAsm;

- BbIfiBNIeHNe Havnbosee CyLLeCTBEHHbIX BAUAIOLWMX (DaKTOPOB BHELWHEW 1 BHYTPEHHel cpefbl, onpeje-
NAOLWMNX YPOBEHb N TEHAEHLMN N3MEHEHNA NOKa3aTeeil kavyecTsa NpeAoCcTaBAsSeMOro Buaa ycnyr:

- aHann3 BNMSAHMS NepecTpoliku 6M3Hec-NpoLeccoB ¥ NPOLECcCOoB yNpaB/eHnsa opraHu3aumeii Ha ypo-
BEHb kayecTsa NpefocTaBseMoro Buga ycnyr.

- BblpaboTka BapuaHTOB yNpaBfEHYECKNX PELUEeHWA, HanpaBfeHHbIX Ha yCTpaHeHWe HeraTuBHbIX, 3a-
KpenneHne NO3NTUBHbLIX TEHAEHUMUA M Ha JOCTUXKEHWe pe3ynbTaTUBHOCTY AeATeNbHOCTU opraHusaumu no
npefocTaB/IeHNI0 YCNYT CBA3MW,

- MHOPMUPOBaHME 3aMHTEPECOBAHHbLIX CTOPOH (BHYTPEHHMX U BHELLHWX NOTpebuTenei ycnyr ceasu,
rocopraHoB. VHBECTOPOB, akKLUMOHEPOB U T. fi.) O KayecTBe NpeAocTaB/seMbIX BUAOB YC/Yr CBA3WN B COOTBET-
CTBMU C yCTAHOB/IEHHOV NMpoLeaypoli NpefocTaBeHnsa nHgopmaumn.

4.7 TlpyHUMNnaMyM MOHUTOPUHIa KayecTsa yC/yr CBA3M ABMAAIOTCA:

- HenpepbIBHOCTb HabIIOAEHNA 3a COCTOSTHMEM Ka4yecTBa YC/yr CBS3W;

- OTKPBLITOCTb AOCTyNa AN Nonb3oBaTesieil ycnyr CBA3W K pesynbratam NpoBefeHNs MOHUTOPUHTA;

- MakcuMasibHoe 1Cnosib30BaHue AelicTByoLel nHhopMaLumn, aboOHEHTCKUX NMYHKTOB, KaHA/10B CBA3W U
NYHKTOB 06paboTkN UHOPMALUN.

4.8 CucTeMy MOHUTOPVHIA KayecTBa yCnyr CBsA3W COCTABAAIOT ciefyolme afieMeHTbl (MoACUCTEMbI):

4.8.1 Moacnuctema cb6opa, 06paboTKN, XPaHEHUS U NMOMCKA AAHHBIX O NOKa3aTesIfAxX KauecTsa yCcnyr CBsA3N.

Ee npeacTtaBnsioT:

- noApasfenieHns opraHunsaumu, rae ocylwecTsnseTcs coop NepBMYHbIX faHHbIX O Ka4ecTBe npefocTas-
NAeMbIX YCNyr n nx o6paboTka. — NepBuYHble 06bEKTbl MOACUCTEMDI;

- noApasfeneHnst opraHusauuy, rae ocyuiectsnseTcs cb6op n 06paboTka CBOAHBIX AaHHbIX, Nony4yae-
MbIX OT BCEX NepBUYHbIX 00BEKTOB CUCTEMBI cbopa nHhopmaluu;

- nofpasgenexHust opraHusauun, obecneuvBarolne noanepxky MHOPMALMOHHOW CUCTEMbI MOHUTO-
pViHra KkayecTBa yCnyr CBA3U;

- KOMMN/IEKC YYETHOI, OTYETHOI ¥ MpoueAypHOl OKYMeHTauun, obecneunBawLlein pyHKUNOHUPOBaHMe
nofcuctembl (NepBUYHbIE U CBOAHbBIE POPMbI perncTpauun faHHbIX, UHCTPYKLUMK, Npasuna):

- NpUMeHsieMas MeToA00rnss c6opa 1 06paboTkn MHopMaLUK.

- annapaTHble 1 MporpaMMHble cpefcTBa, obecneumsaoLine (PyHKLMOHMPOBaHME MHAOPMALVMOHHOWA
CUCTEMbI MOHWUTOPUHra.

4.8.2 MoacmcTema BHYTPEHHUX W BHELUHWX ayAWTOB, NO3BONAIOWANA faBaTb 06BHEKTUBHYIO OLEeHKY [,0-
CTUFHYTOrO YPOBHSI NokKa3aTesieil kayecTBa yCnyr U COCTOSIHUA MPOLLecCOB NPefoCcTaBNeHns yCcayr 3a cyet
opraHv3auuu ayaMToB Ha OCHOBE MPWHLMMNA HEe3aBWCMMOCTU MPOBEPSIOLWEr0 NepcoHasa oT NpoBepsemMoit
feATenbHOCTU.

Ee npefctasnsioT:

- noApasfeneHns, KotTopble o6ecneynBatoT BHYTPEHHWI KOHTPO/Ib KaYecTBa B OpraHusaumm u nposeje-
HMe BHELUHUX ayuTOB KayecTBa,;
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- KOMMNJ/IEKC MPOLEAYPHbIX 1 OTYETHLIX AOKYMEHTOB, 06€CneunBaloLLIMX NPOBEAEHNE ayAUTOB, U AOKY-
MEHTOB. COCTaB/ISIEMbIX B XOJ€ ayAUTOB.

4.8.3 AHanutuyeckas nofcuctema, obecneymBalollas aHanus pesynbTaToB 06paboTKM COBpPaHHbIX
[aHHbIX, a TakKe pe3y/bTaToB BHYTPEHHUX U BHELLHWX ayauUTOB.

Ee npeacTaBnsioT:

- nogpasfeneHns opraHusaunm, rae ocyLecTBAsSeTCA aHa/IM3 co6paHHbIX U 06paboTaHHbIX JaHHbIX O
KayecTBe NpeAoCTaBSEMbIX BUAOB YCAYT:

- KOMMNJIEKC aHASTNTUYECKUNX, MHGOPMALIMOHHO-CNPABOYHBIX 1 HOPMATUBHbLIX MaTepuasioB.

4.9 CucteMa MOHWUTOPMHIA KavecTBa YCNYr CBA3W A0/MKHA OblTb cCO3fjaHa C Y4eTOM HOPMaTMBHBIX
NpaBOBbLIX AaKTOB, COAEPXALLMX FOCYAAPCTBEHHbIE TPEBOBAHNSA K KAUeCTBY YCNyr CBSI3W, HOPMbl U NpaBuna,
YTBEPXAEHHbIE OPraHaMu UCTMONHUTENBLHOW BlacTy.

5 TlopsaoK co34aHnst CUCTEMbI MOHUTOPUHIA U NMPOBEAEHUS MOHUTOPUHTA
KauecTBa yCcnyr cBsi3u

5.1 Mpouecchbl co3aaHns 1 PyHKUNOHUPOBAHMSA CUCTEMbI MOHUTOPUHIA KayecTBa yC/yr CBS3W BK/IOYa-
10T B CE0S1 CUCTEMY MEepOonpusiTUiA, NPOBOANMbIX O HECKO/IbKO 3Tanos:

3tan 1— onpepeneHne ocHoBOMOMarawLWmx Lenei 1 3agay MOHUTOPUHIA KayecTBa yCyr CBA3N.

OTtan 2 — onpegesneHre 06bEKTOB MOHUTOPUHIa U pa3paboTka CMCTEMbI NoKasaTesieil, XxapakTepusyto-
LLKUX Ka4eCcTBO npeaocTtaBideMbIX BUAOB YCyr CBA3N.

Jtan 3 — pa3paboTka opraHu3aLMOHHO-MEeTOAMYECKOro obecneyeHms Ana OyHKLNOHNPOBaHNUS cucTe-
Mbl MOHUTOPUHTA KayecTBa YCnyr CBA3N.

Otan 4 — cbop nHopmMaLmm 06 06beKTax MOHUTOPUHIA KauyecTBa YCNyr CBSA3M NO MPUHATOM B OpraHu-
3auMM cucTeme nokasatesnei KayecTsa ycnyr.

Otan 5— yyeT, peructpauums 1 opraHusaLlmsa XxpaHeHus noctynarLleii MHhopmaumm o kayecTBe npeao-
CTaBNndaeMbIX yCnyr CBA3N.

OTtan 6 — aHanM3 ¥ oueHKa NocTynawwein nHpopmaunm, BbISBNEHNE OTK/IOHEHWI A OT TpeboBaHUi K
KauyecTBy YC/yr CBA3N.

Qran 7 — nogsegeHve nNpomMexXyTodHbIX NTOFOB NocC/1e aHasim3a n oUueHKNn KayecTBa yCayr CBA3N.

3T1an 8 — BbIpaboTka ynpaBfeHYeCcknX peLleHnin No pesynbTataM aHaim3a M OLEHKU KayecTBa ycnyr
CBSI3 1 COBEPLUEHCTBOBaHNE MOHUTOPUHIA KayecTBa yC/yr CBA3W.

Otan 9 — npegocTaBfieHne 3anHTEPECOBaHHbIM CTOPOHaM B COOTBETCTBUM C YCTAHOB/IEHHOW npoueay-
poii nHchopmaLum o0 kavecTse NpeAoCcTaBNAeMbIX BUAOB YCYT CBSA3N.

5.2 [ins ynpaBneHus CUCTEMOII MOHWTOPMHIa KayecTBa YC/Myr CBS3M B OpraHv3auuu HasHayaeTcs oT-
BETCTBEHHbIN PYyKOBOAMTE b, KOTOPbIA OpraHu3yeT:

- NOATOTOBKY M BBOJ, CUCTEMbI MOHUTOPUHIA KavyecTBa yCyr CBA3W B 3KCM/yaTtauuio;

- co3faHue efMHOro OopraHM3auuoHHO-MEeTOANYECKOro 06ecrnevYeHnss MOHWTOPWMHTa KayecTBa YCnyr
CBA3N:

- paboTy N0 COBEPLUEHCTBOBAHWNIO MPUMEHSIEMbIX TEXHOMOMMI NpYema 1 nepefayn AaHHbIX Mo MHAop-
MaUMOHHbIM KaHanam cBsi3u ans GopMupoBaHnsa MHPOPMALMOHHONM 6a3bl AaHHbIX;

- MOATOTOBKY NPeAsIoXEHWI N0 BONpocam KOpnopaTuBHOM NONUTUKM B 06/1aCTW yrpaB/ieHUs KauecTBOM
OKasblBaeMblX YC/yr.

5.3 BcocTas opraHu3alnoHHO-MeToAMYECKOro obecneyeHmns, Heob6XxoANMMOro A5 yCnewHoro yHKLuo-
HMPOBaHNSA CUCTEMbI MOHUTOPUHIa KayecTBa YC/yr CBSI3W, BXOAAT cefytoLine AOKYMEHTbI:

- NOJIOXKEHNEe O CUCTEME MOHWTOPUHIa, B KOTOPOM OMNpefenslTcs uenu, 3afgadn MOHUTOPUHra, OTBET-
CTBEHHblE MoApasfeneHns, nx yHKLUN 1 NOPsSLOoK B3aMMOOTHOLLEHWIA B CUCTEME MOHWUTOPWHIa, OTBETCTBEH-
HOCTb U MNOSIHOMOYMSI NEepPCoHasa, 3aAeiiCTBOBAHHOIO B CUCTEME MOHUTOPUHIA;

- npoueaypbl cbopa, 06paboTkM 1 NpeAcTaBleHNs AaHHbIX O NokasaTensax kayecTBa yC/yr CBs3u, ycTa-
HaB/MBaKLLMe COCTaB MEePBUYHbIX AaHHbIX 415 ONpefesieHns KaXAoro nokasartens, mMetog cbopa AaHHbIX
OTBETCTBEHHbIX UL, (NoApasgeneHve), nepmoanyHOCTb coopa 1 NpeacTaBNeHns; 06bemM NePBUYHBIX AAHHbIX,
nopsifoK onpeAeneHns nokasatenei;

- hopMbl NpeacTaBneHns MHopmaunm Kak Ha 3Tane c6opa NepBUYHbIX AaHHbIX, Tak 1 Ha aTanax 06-
paboTkn 1 npeAcTaBneHns B MHGQOPMALMOHHYI0 CUCTEMY MOHUTOPUWHIa kavyecTsa yC/yr CBA3W;

- CXeMbl ABMXEHUA UHChOpMAaLLMK N0 KaX40My U3 nokasaTtenei, HaumHas ¢ (opMUPOBaHMA NEPBUYHBIX
[AaHHbIX U 40 NOCTYyN/eHUs B 6a3y AaHHbIX NUH(OPMALMOHHOWN CUCTEMBI.

4
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5.4 Ha 6a3e umetoulelica B cucTeMe MOHUTOPMHIa MHopMaumMm nepuoguyeckn (HO He pexe OAHOro
pasa B rofl) OTBETCTBEHHbIE CTPYKTYPHbIE MoApa3AesieHnsi, OCYLLECTBASILWNE KOHTPO/Ib KauecTBa yCc/yr CBs-
31, COCTaBNAT OTYET B YCTAHOB/IEHHOW hopme, cogepXalunii 06bEKTUBHYIO OLEHKY COCTOSIHWS KayecTBa
oKasblBaeMbIX BUOB YC/yr CBSA3W, YAOBMNETBOPEHHOCTW MOTPe6UTENENR, 1 NPeACTaBASIOT ero A5 aHanmMsa
pYKOBOACTBY.

6 WHdopmaumoHHasa cucteMa MOHUTOPUHIA KauecTBa yCc/yr CBA3N

6.1 WNHdopmaunoHHas cuctema MOHUTOPWHIA KayecTBa yC/yr CBA3W peanm3yeTcs Ha 6ase akcniyaTu-
pyemoit MHpacTpyKTypbl MHOpMaTU3aLuN KOHKPETHON opraHm3aLuui.

6.2 VHdopmaLmnoHHas cuctemMa MOHMTOPKHIA KayecTBa YC/yr CBA3U SBNAETCA YacTbio aBTOMAaTU3Npo-
BaHHbIX CUCTEM ynpaBfieHust B opraHnsauusax. OHa fo/mKHa UMEeTb YHU(ULMPOBaHHbIA MHTepdeiic ANS CBA3N
C pasnnyHbIMU NPUKNaAHbBIMK 3adadyamMu, cogepxalimmm MHopMaumio 0 nNpeaocTaBaseMblX ycyrax CBsi-
31, ceTb 06paboTkN MHOPMALMU N aBOHEHTCKUX MYHKTOB, 06ecneymBaioLLyt0 06MEH AaHHbIMU, NOArOTOBKY,
cbop, xpaHeHue, 06paboTKy, aHa/IM3 N pacchbiKy UHopMaLmu.

6.3 WcTouHnkamn mHpopmaummn gns co3gaHns v NogaepxaHvs 6asbl faHHbIX N0 NokasaTensam kKaye-
CTBa YCNyr CBA3M SABMATCA:

- faHHbIe N3 NePBUYHBIX AOKYMEHTOB, XapakTepusyLiue ycayry CBA3u Ha pa3/InyHbIX 3Tanax ee npego-
CTaBneHUs (3ak/veHunst LoroBopa, NOAKIYEHNS ycnyrn, 06CnyXmBaHsa 3asBOK, CNPaBOYHOro 06CyXuBa-
HUA U T. 4.):

- cBeAeHus 060 Bcex BuAax TEXHMUECKOro 06CnyxumBaHns ceTeli CBA3W;

- CBEEHMSA O HEMMAHOBbLIX PEMOHTaX 1 BOCCTAHOB/IEHNN 06CNYXNBaHUSA CPELCTB CBSA3N 1 NpefocTasie-
HWKU yCNyr CBA3W, a Takke 06 yCTpaHeHWN HeJ0CTaTKoB;

- CBeAEHMS O BMAaxX WM MpUYMHaX OTKasa OT YCNyr CBA3W, MOCNEeACTBMAX U MPUHATBIX Mepax No ux
YCTPaHEeHMIo;

- CBeLleHMs1 0 peknaMaunax u NpeTeHsnsx, NpeabABAsSeMbIX onepaTopy CBA3W;

- faHHble BHYTPEHHUX NPOBEPOK KayecTBa YCMyr CBS3W, BKIOYas JaHHble 06 OLeHKe Y[0BIeTBOPEH-
HOCTW noTpe6buTenei;

- HOpMaTVBHbIE U hakTMYeckme nokasaTenun okasblBaemblX BULOB YCNYr CBA3N.

6.4 WNHopmauns AN 3avHTEpecoBaHHbIX CTOPOH M3 MH(OPMAaLMOHHON CMCTEMbI NpeacTaBnseTcs B
YCTaHOB/IEHHOI hopme. B 3aBUCMMOCTM OT XapakTtepa 3anpoca K MHhOPMaLNOHHOM CUCTEME OHA MOXET CO-
fepxartb:

- 3HaYeHVe nokasaTesnieil KayecTBa OKa3blBaeMbIX BUOB YC/yr CBA3M,;

- JaHHble 0 NoKasaTenax KavyecTBa A4 KaXx[oro sMaa TexHN4eckoro 06CJ'Iy)KI/IBaHI/IFI N PEMOHTa;

- aHHble aHanM3a peknamalmii 1 NpeTeH3nit Ha okasbliBaeMble YC/yru CBA3W;

- UHOPMALMI0 O PeiTHTE NPON3BOAUTENENR YCNYT CBA3N;

«[1P-

6.5 VHdopmaLuoHHas cucteMa MOHUTOPUHIA AO/KHA obecneynBaTh KOH(MUAEHUNANBHOCTb (3awwuTy
MHPOpMaLMM OT HECAHKLMOHNPOBAHHOIO A0CTYNa) M LEeNoCTHOCTb (3aluTy TOYHOCTM U NOIHOTLI) MHopMa-
LuKn. a Takke cBOO6OAHbIA J0CTYN NOb30BaTENAM CUCTEMDI.

7 HopmaTtuBHoe obecrneyeHne CUCTEMbl MOHUTOPMHIA KauyecTBa yCyr CBA3U

7.1 HopmaTuBHOe o6ecneyeHne cucTeMbl MOHUTOPUHIA KauyecTBa YC/yr CBA3WN BK/IOYAET:

- 3aKOHOAaTe bHble aKTbl B chepe okaszaHus ycnyr CBA3U:

- TEXHUYEeCcKne periameHTbl Ha 06BbEKTbI CBA3W;

- MEXrocyapCcTBeHHble M HalMoHanbHble cTaHAapThl Poccuiickoli ®efepaunn Ha yciyru CBA3W U WH-
popMaLMOHHbIE TEXHOOTUY;

- KnaccugukaTopbl TEXHUKO-3KOHOMUYECKOW 1 coLMasibHON UHGOpMaL MM AN NPUMEHEHUS NPU co3aa-
HUWN MH(POPMALMOHHBIX CUCTEM B 061aCTV MOHUTOPUHIA KayecTBa oKa3blBaeMblX YCNYr CBA3N;

- cTaH4apThl OpraHv3auuii, NpUHATbIE B LEensax obecnevyeHns kavyecTBa OkasblBaeMbIX YCyr CBA3Y;

- HOPMATUBHYIO U TEXHUYECKYHO AO0KYMEHTALMIO MO TEXHUYECKOMY OOGCYXMBAHNIO N PEMOHTY ceTeil cBsI-
31, TEXHUYECKNX YCTPOCTB Y KOMMOHEHTOB MHPPACTPYKTYpbl YCNYT CBA3MN,

- MpoLueaypbl, MHCTPYKLMKW, METOAUKU, NpaBuia cbopa, 06paboTku nHdopMauun, BeAeHns 1 npeacras-
NIeHNst LOKYMEHTOB, B TOM Y/CJ/1e NO KayecTBY YCNYr CBA3U, B OpraHusauunu.
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Buénunorpadcusa

[11 ®epepanbHblii 3aKoH P® ot 7 nona 2003 1. N9 126-®3 «O cBA3n»
[2) 3akoH Poccuiickoii ®epepauum ot 7 dpeBpansa 1992 r. Ne 2300-1 «O 3aluTe npas notpebutenei»
[3[ ®epepanbHbIii 3akoH Poccuiickoit epnepaunm oT 27 gekabpsa 2002 1. Ne 184-03 «O TEXHUYECKOM perynpoBaHumn»
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