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[lpeaucnoBue

LlennunnpuHumnel ctTaHgapTusauum B Poccumnckon PegepaummyctaHoBneHbl PegepanbHbIM 3aKOHOM OT
27 nekadbpst 2002 r. Ne 184-03 «O TeXHUYECKOM perynmpoBaHiun», a npasuna NnpuMeHeHnst HauMoHanbHbIX
cTaHaapToB Poccunckon egepaunmmn — OCT P 1.0—2004 «CtaHpgapTtusauma B Poccunckon Peagepauun.
OCHOBHbIE MNONOXEHUSAY

CBeneHNnAa o ctaHaapTe
1 PABPABOTAH YupexaeHnnem «LleHTp cepTndmkaumnm ycnyr cBs3m»

2 BHECEH YnpaBneHunem passutusd, HdopmMmaLMoHHOro obecneveHns n akkpeautaunum egepanbHoOro
areHTCcTBa No TeXHUYECKOMY perympoBaHUC U MeTpoNorni

3 YTBEPXXOEH W BBEAEH B JEWCTBUWE MMpukasom PeaepanbHOro areHTCTBa o TEXHNYECKOMY
perynupoBanunto n metponorun ot 15 aekabpsa 2009 r. Ne 1191-ct

4 BBEAEH BI'NEPBbBIE

ViIHgbopmauuss ob U3MeHeHUsIX K HacmosileMy cmaHoapmy nybrnukyemcss 8 eXXe200HO u3dagaeMoM
UHOPpMaUUOHHOM YKazamerne «HalyuoHalbHble cmaHOapmabi», a mekcm UaMeHeHUU U rornpasoK — 8 eXXeMe-
CAYHO U30asaeMbiX UHPOPpMaUUOHHbLIX yKazamernsax « HayuoHanbHble cmaHOoapmely. B criydyae nepecmompa
(3aMeHbl) Ui OMMeHbI Hacmosauw,e20 cmaHOapma coomeemcemesyrouiee yeeoomreHue byoem ornybnukosaHo
8 eXkeMeCsIHHO U30asaeMoM UHpopMaylUoOHHOM yKkazamerne «HayuoHarnbHble cmaHOapmeily. Coomeemcmey-
fowas UHgbopmayus, yeeooMrieHue U meKkcmaei pasMelaromcs makxe 8 UHpopMayUoHHOU cucmeme obuieao
r10J1b308aHUss — Ha obuyuanbHOM catime HallUuoHarbHOo20 opaaHa Pocculickou @eodepaluu no cmaHoapmu-
3auuu e cemu VIHmepHem

© CtaHgapTuHgopm, 2011

HacTtoawumn ctaHaapT He MoXeT ObITb NOMHOCTLIO UMM YacTUYHO BOCTNIPOU3BEAEH, TUPaXXNPOBaH U pac-
MpocTpaHeH B KayecTBe oduumanbHoro nsgaHmsa 6es paspeweHns PegepanbHOro areHTcTBa Mo TeEXHNYECKO-
MY PerynmpoBaHuo U MeTPOoorum
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HAUUWOHANBbHBILU CTAHOAPT POCCUUCKOWNW OGEOLEPAUUNMN

KAYECTBO YCIIYITU
«MECTHAA TEJIE®GOHHAA CBA3b»

[MToka3aTenu KavyecTBa

Quality of service «Local telephone communication».
Quality indices

[NaTta BBegeHna — 2011—01—01

1 Obnactb NpMeHeHUA

HacToawmnm ctaHgapT ycTaHaBnMBaeT HOMeHKNaTypy OCHOBHBIX nMokasaTtenien kKavecTsa ycnyr MeCcTHOU
TenedoHHON CBA3U, peKOMeHAYyeMbIX 4N4 Lueneun ynpasneHnda Ka4ecTBOM YCIyT CBA3U U COBEPLUEHCTBOBAHUSA
obCnyXnBaHMs NONb3oBaTenen ycnyramm CB4su.

HacTtoawmnn ctaHgapT npegHasHadyeH Ansg UCnofib3oBaHUA npeacTaBUTeNnamMm rocygapcTBeHHbIX opra-
HOB, OCYLLECTBASAOLNX perynuposaHue B 006n1acTtu CBSA3U, HaYyYHbIMU U NPOEKTHBIMW OpraHU3aLnaMn npm pas-
paboTKe U NPoeKTUPOBaHUU ceTel 1 cnyxod, Npu paspadboTke cTaHAAPTOB B 001acTU CBA3N, XO3AUCTBYIOLLMMIA
cyObeKkTamMu, 4eNCTBYIOWLUMK B 0DNACTU OKasaHWA yCnyr MeCcTHOW TenedOHHOU CBSI3M B CETU CBA3N 0bLLero
NONb30BaHUA, KOHTPONMUPYIOLLUMM UX OpraHamMmm, BKIoYasa opraHbl cepTudpunkalmm, a Takke nonb3oBaTendamun
yCnyramm cBs13u.

Ha oCHOBaHMM AaHHOro cTaH4apTa XO3AUCTBYHOWNUMM CyObekTaMu, e UCTBYHOLWUMM B 00NaCTU OKasaHUs
yCIyr MeCcTHOU Tened@OHHOU CBA3KU, MOTYT paspabaTbiBaTbCHA COOCTBEHHBbIE (BHYTPEHHUE ) HOPMaTUBHbIE A0KY-
MEHTbI, onpeaenaroLime cCUCTeMy rnokasaTtesrien kKavyecTsa Ha yCryrm MecTHoOM TenedoOHHOW CBA3N.

HOpMEI, KOHKPEeTHLIE TPpebOoBaHUA K NokasaTenam KadecTBa U MeTodbl NX KOHTPONS (OLeHKU) OO0MKHGI
ObITb onpeaeneHbl COOTBETCTBYHOLWEN HOPMaTUBHOW ACKYMEHTauuneW, yTBepXaaemMon B YCTAHOBJIEHHOM
nopsake.

2 HopMaTuBHbIE CCbINKN

B HacToqallemM cTaHaapTe UCMOMb30BaHbl CChIJTIKM Ha cneayouwme ctaHaapThl:
[OCT P 53724—2009 KauecTtso ycnyr ceszn. Oduwme nonoxeHnd
[OCT P 53731—2009 KavecTBo ycnyr cBs3n. TepMUHLI 1 onpeaeneHns

3 TepMUHbLI N onpegeneHus

B HacTodawem ctaHaapTe ncnonbsoBaHbl TepMUHbl Mo [OCT P 53731, a Takke cnegyrowme TepMUHBI C
COOTBETCTBYOLWMMU onpeaeneHUIMMN:

3.1 ycnyra anekTpocBA3U: Ycnyra, 3aknovarwuwasica B npueme, ocbpaboTtke, XxpaHeHUn, nepegade u
NocTaBKke coobLEeHUA 3NEeKTPOCBSA3N.

3.2 onepatop cBA3U: KOpngnyeckoe nNuuo Mnm MHAMBUAyanbHBIM NpeanpuHUMaTenb, okasbiBaroLlne
YCNYyr CBA3M Ha OCHOBaHWUM COOTBETCTBYIOLWEN NMULIEH3NN.

3.3 TenedoHHOE coeagUHEHUe: YCTaHOBNEHHOE B pesyrbTaTe Bbi30Ba B3aUMMOAENCTBUE MeXay cpel-
CTBaMM CBSA3MN, NO3BONsoLWEee abOHEHTY 1 (MNK) NONb3oBaTeNo yenyramy tenedoHHON CBA3KU NepeaaBsaTth U
(M) NPUHMMATL FONTOCOBYIO U (MNN) HEToNOCOBYIO MHpopMaLKIO.

U3paHune odbmumanbHoe
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3.4 MecTHoe TenecdoHHOe coeanHeHune: TenedpoHHOE coegUHEHNE MeXaY NONMb30BaTENbLCKUM (OKO-
HEeYHbIM) 0BbopyaoBaHUEM, NMOAKMHOYEHHBIM K CETU MECTHOW TeneOHHOW CBSI3N U pasMeLLeHHbIM B npeaenax
TEPPUTOPUN OOHOIO U TOr0 XXe MyHULIMNanbHOro obpasoBaHuUs.

3.5 ycnyratenedoHHON cBA3U: [leaTenbHOCTb UCNONMHUTENSA (onepaTopa CBA3N) NO YAOBMETBOPEHUIO
MnyTeM yCTaHOBNEeHUA TenedoHHOro coeanHeHns noTpebHOCTU NonbL3oBaTens yCnyr cB3n B obMmeHe Tene-
POHHBIMUN COODLLIEHUAMMN.

3.6 ycnyra mecTHOU TenedOHHOU CBA3U: Ycnyra TenneddOHHOWM CBA3U, CBA3aHHAasA C YCTaHOBNEHNEM
MECTHOro TenedoHHOro coeguHeHus.

3./ nonb3oBaTenb yCcnyr tenegoHHoOU cBA3U: J1ML0, 3aKasbiBatowee 1 (UN) UCNOoNb3yloLlee YCIyri
TenedOHHON CBA3MN.

3.8 aboHeHT: [loNnb3oBaTenb YCIYr CBA3U, C KOTOPbLIM 3aknoueH Aorosop 006 okasaHnM TakuxX yCrnyr npu
BblAeNeHnN Ans 3TuX Lenen aboHeHTCKOro HoMepa U YHUKanbHOro koga naeHTudukarmin.

3.9 nonb3oBaTesibCKoe obopyaoBaHue (OKOHeUYHoe obopyaoBaHUue): TexHn4eckne cpeacrtea A4
nepegavn n (Mnu) npmema CUrHanoB 3NeKTPOCBA3N Mo NIMHUAM CBA3N, NOAKNOYEHHbIE KaDOOHEHTCKUM NTIUHUAM U
Haxoasilunecs B Nofb30BaHUM aDOHEHTOB UMK NpeaHa3HavYeHHble ANd Takux Leneu.

3.10 npeanocraBneHUe AOCTYNAa KCeTU MeCTHOU TeneoHHOU cBA3U: COBOKYNMHOCTbL AENCTBUN oNe-
paTtopa ceTn MecTHON TenedOoHHOW CBA3N No POpMUPOBAHNIO aDOHEHTCKOW NMUHUU N NOAKMNIOYMEHUIO C ee
MOMOLLIO NONTb30BaTENTIbCKOro (OKOHeYHOro) 0bopyaOBaHUSA K Y31y CBA3N CeTU MeCTHOU TeneOoHHOU CBA3U B
Lenax obecneveHnsa npeaocTaBneHnst aboHeHTy yenyr TenneOHHOW CBA3MN.

3.11 BbI3OB: [leNCTBUA, coBepllaeMble aDOHEHTOM UMK Nonb3oBaTenem ycnyr tTenedoHHON CBSI3U B
|leNAX YCTaHOBNEHUA COedMHEHNSI CBOEro NoNb30BaTeNIbCKOro (OKOHe4YHoro) obopyaoBaHMs ¢ NOJMb30OBa-
TeNbCKUM (OKOHeYHbIM) 00opyaoBaHMeM ApYyroro aboHeHTa UM NoNbL3oBaTeNs yecnyramm tenepoHHOM CBSI3U,
N COBOKYMHOCTL onepauni, nopoXxagaeMblX 3TUMMN EeUCTBUAMU B CETU 3TIEKTPOCBASMN.

3.12 nonbITKa BbiI30oBa: [lonbIiTka yCTAHOBUTL COeAMHEHNUE C OQHUM UM HECKOTIbKUMK npunbopamu,
NOAKTHOYEHHBIMU K CETU 3N1EKTPOCBS3N.

3.13 ycnewHada nonbiTKa Bbi3oBa: [1onbITKka BLIZOBA, KOTOPAda NnonyvaeT NMoHATHYIO MHopMaLunto o
COCTOSIHUAWM BbI3bIBAEMOro aboHeHTa.

3.14 adpchbekTUBHAA nonbITKa BbI3oBa: YcrnewHas nonbiTka Bbi30Ba, 3aKOHYMBLUASCH CUTHANOM
oTBeTa.

4 KauecTtBO ycnyrun «MectHasa tenecdoHHasa CBA3bY

4.1 O6Owee onucaHue ycnyru

4.1.1 Ycnyra «MecTHada TenedoHHada CBA3b» 3aKoyaeTCcd B NpeaocTaBNeHU UCNoNHUTenem (onepa-
TOPOM MEeCTHOMN TeNnedPOHHOW CBA3N) BOSMOXHOCTU NMonb3oBaTensm (aboHeHTaM), NoNb3oBaTellbCKoe (OKO-
HeyHoe) 0bopyaoBaHMe KOTOPLIX NPUCOEANHEHO K y3amM CeTU MeCTHOW TeneOHHOW CBA3N, pasMeLL|eHHbIM B
npegenax TeppuTopun OQHOIO U TOrO Xe MyHUUUNanbHOro obpasoBaHus, No TpedboBaHUio NOOro U3 HUX
obMeHMBaTbLCA TeNned@OHHBIMU coobLeHUAMN. KpomMe Toro, ata ycnyra obecnevmBaeT AOCTYN K yCryram BHYT-
PU3OHOBOW, MeXayropoaHoW U MeXxxagyHapogHou TeneoHHOU CBA3HN.

4.1.2 Tlpu okasaHuum ycnyriu « MectHas TenedoHHada CBA3b» UCNONHUTENb (onepaTop) 0bsizaH obecrne-
YUTb NpegocTaBieHne aboHeHTY (NoNIb30BaTENIo):

a) OOoCTyna K COOTBETCTBYIOLLEN CETU CBA3MU,

6) abOHEeHTCKOW NMUHUM B NOCTOSAHHOE NMOMb30BaHUE;

B) MeCTHLIX TeneOHHbIX coeaguHeHU No ceTn PUKCUPOBaAHHOU TenedOoHHOWU CBA3N C UCNONb30BaHNEM
MNoNb30BaTENbCKOro (OKOHEeYHOoro) obopyaoBaHusl ¢ BblaeneHnem aboHeHTy HoMepa (HOMEPOB) U3 NnaHa
HymMepaLunn ceTn MeCTHON TenedOHHOW CBA3N AN4:

- nepegadvun roioCoBoU MHopMaLnu;

- Nepegavn dakCUMMIbHBIX COODLLEHWNIA;

- nepegavv gaHHbIX;

[y AOCTyna Kycrnyram CBA3U CETU CBSA3M 0DLLErO NOMNb30BaHUSA;

) gocTtynakKcucteme MHpopmMaLnoOHHO-CNIPaBOYHOro 0bCNyXKUBaHUS;

€) BO3MOXHOCTU BecnnaTHOro KpYrnocyToOuMHOro Bbl30Ba 3KCTPEHHLIX onepaTUBHLIX CIYXKO.

Kpome Toro, onepaTop CBs1an 00s13aH yCTPaHATb B YCTAHOBIEHHbIE CPOKU HEUCNPABHOCTU, NPENSATCTBYHO-
LLIMe NONb30BaHMIO yenyram TenedoHHON CBA3MN.

4.1.3 HeaTtenbHOCTbL NO 0KaszaHUo ycnyrn « MecTHaa TenedoHHada CBA3b» BKOYaeT crneaytoLlme OCHOB-
Hble 3Tanbl:

- npegocTasneHue goctyna kycnyre (n. 4.1.4);
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- obcnyxuBaHne MecTHoro tenedoHHoro Beisosa (n. 4.1.5);
- pacyeTbl 3aycnyry (n. 4.1.6);

- obcnyxunBaHue obpawleHun aboHeHTa (4.1.7);

- TexHu4eckasa nogaepxka ycnyru (4.1.8).

4.1.4 lpenoctaBneHne AocTyna K ycnyre ocyLecTBNAeTCA B COOTBETCTBUN C yTBepPXAeHHbIM [paBu-
TenbLcTBOM P® gokymeHTOM «llpaBuna okazaHuUsa ycnyr MeCcTHOWU, BHYTPU3SOHOBOW, MeXAyropogHou n Mmexay-
HapoagHon TenedoHHou cBsAsu» [1]. OHO HayMHaeTcsl ¢ TOro, YTO HekoTopoe nuuo (pusndeckoe nmodo
lopuandeckoe) nogaeTt onepaTtopy MecTHOW TeneoHHON CBA3U COOTBETCTBYIOLWEee 3adaBneHue. [locne Bbinos-
HEeHWs yCTaHOBMEHHbIX NpoLueayp (BKoYas onnaty 3a obecnevyeHne BOSMOXHOCTU NOAKMHOYEHUA NONb30Ba-
TeNbCKOro obopyaoBaHUs K CeTU) CTOPOHaMM 3akroyaeTcsa 4oroBop.

Cnyx0bl onepaTtopa B OrOBOPEHHbIE CTOPOHAMM CPOKU BBIMOTHSAOT 3aBepluarolmue AeNCTBUA NO TEXHUN-
YyecKkoMy obecneyeHnto 4ocTyna aboHeHTa Kycrnyram MecTHOU TeneoHHON CBSA3U (NpoBedeHne abOHEHTCKOMN
NMAHXAN B NOMeLLleHe aDOHeHTa, YCTaHOBKA PO3eTKU, caada 0bopyaoBaHUA B NOMb30BaHWE U Ap.). 3asaBuUTeNb
CTAHOBUTCHA aOOHEHTOM COOTBETCTBYIOLWEN MeCTHOU ceTU. OH MOXKET noaKnoYaTbh K PO3ETKE OKOHeYHoe
obopyaoBaHMUE OrOBOPEHHOMO TUMNAa U NONb30BaTLCH YCNyraMmmn yCcTaHoBNeHUs TenedpoHHbIX CoOeaAUHEHNN.

[TokasaTenun kavectBa ycnyr «MecTHaa TenedoHHaa CBA3b», XapakTepusytolme atan npegocraBne-
HMAS OOCTyNa K ycnyre, npeaHasHadveHbl Ans Toro, Ytobdbl OLUEHUTL crneaytoLlme OCHOBHbIE NOTPebUTEeNnbLCKNE
CBOWCTBA 3TOro aTana:

- MHPOPMATUBHOCTbL (NONHOE, AOCTOBEPHOE U CBOEBPEMEHHOE UHMPOPMUPOBAHWE MOTpedbuTens o
npegocTaBnaAeMou yecnyre);

- CBOEBPEMEHHOCTb M (UNN) CKOPOCTb BbINOHEHNA OSUCTBUN;

- yaoBCTBO N KyNbTypa obCnyKNBaHUS.

4.1.5 ObcnyxnBaHne MecTHOro tenedOHHOro Bbi30OBa NPOU3BOAUTCS MPU BbINOMNHEHUN CNeayroLnX
YCIOBUMN:

- JOTOBOP Mexay aboHEeHTOM 1 onepaTopOoM 3aKoUeH;

- onrarta 3a ycnyru B COOTBETCTBUM C YCINOBUAMM AOTrOBOpPa NpousBeaeHa;

- TexHundeckad BO3MOXHOCTb AOCTyna K ycnyre obecnedeHa (NMMHUA 1 obopyaoBaHuWe NoaKnoYveHbl U
MCrpaBHbI).

O ns nHMuymanusaunm Bbi30Ba NPOU3BOAUTCH COOTBETCTBYIOLLAS NOMNbITKA: BbI3bIBAOLLMNA ADOHEHT, MaHW-
Nynupys ynpaesnsitoWMMM opraHaMmn CBOEro OKOHeYHoro obopyaoBaHus, BBOAUT MHGOPMAaLIMIO ¢ HOMepe
Bbl3bIBAEMOro aboHeHTa (Cnyxobl). B 3aBUCUMMOCTU OT HADpaHHOro HOMepa B CETU OCYLLECTBSIKOTCS onepa-
LM MO YCTaHOBNIEHMIO OQHOM0 U3 BapMaHTOB MECTHOIo TenedoHHOro coeaAnHeHUs:

- C OKOHEYHbIM YCTPOUCTBOM BbI3blBaeMoOro aboHeHTa (CnyXobbl) B npeaenax MECTHOMN CETU € AUHCTBEH-
HOro oneparopa;

- C TOYKOW NpUcCoeanHEHNSI K MECTHON CETU ApYroro oneparopa (ecnu MectHoe coeguHeHue Tpebyetcs
OCYLLIECTBUTb Yepes ceTu ABYX U bonee onepaTopoB);

- C TOYKON NPUCOedNHEHNS K 30HOBOMU CeTU (ecnn TpebyeTcsl OCYLLECTBUTL AOCTYM K yCnyram BHYTPU3O-
HOBOW, MeXAyropogHoun nnm mexgyHapogHou trenedoHHOM CBA3N).

[TonbiTKa BbI3OBa MOXET ObIThb 3 eKTUBHOU NNMOO HESHDEKTUBHOU. DPPEKTUBHON ABNAETCS YCNeLl-
Has NONbITKa, 3aKOHYUBLLUASICA OTBETOM BbI3bIBAEMOro aboHeHTa, T.e. peannisaymen TeEXHUYEeCKUX yCNoBUN AN
obMeHa nonb3oBaTenbckon MHdpopmaumen. HeapdpeKTUBHBIMU ABASAIOTCA NHOObIE ApYyrMe NONbITKKU. 3TO NUOO
cny4vyan besycnelwHblX (NoTePSAHHBIX) BbISOBOB, T.€. HE 3aBEPLUMBLUMXCSA YCTaHOBNEHMEM NONHOMO coeanHe-
HUA, NTMDO crnyvyan HeoTBeTa UM 3aHATOCTU BbI3bIBaeMOro aboHeHTa.

[TokazaTtenu kavectBa ycnyru «MecTHasi TenedoHHasa CBA3by, XapaKrepusyruiue atan odbcnyxmMBaHus
MECTHOro TeNNIePOHHOro BbI3OBA, NpeaHasHaveHbl 49 TOro, YTobbl OLEHUTL crneayoLlne OCHOBHBIE NOTPebU-
TelnbCK/e CBOUCTBA 3TOro atana;

- OOCTYNHOCTb COeANHEHUS;

- Ka4vecTBO 0B6CNYXMBaHWS BbI3OBOB;

- Ka4yeCTBO 40OCTaBKM NONb30oBaTENbCKOM MHGpOPMaL, M.

4.1.6 Pac4yeThbl 3a ycnyry, Ux nopaaokK, gopmMa 1 B3auMHada OTBETCTBEHHOCTb CTOPOH B COOTBETCTBUM C
denepanbHbIM 3akoHOM OT 07.07.2003 r. Ne 126-P3 «O cBsizau» [2] n MNpaBnnamm okazaHust ycrnyr MECTHOW,
BHYTPU3OHOBOW, MeXOyropoaHoU U MexayHapogHou TenedoHHOU cBA3U [1] onpenenaroTcsa OOrOBOPOM.
OcHOBaHMEM AN OCYLLIECTBNEHNA pacYeTOB SIBNSAOTCS AaHHble, NOoNMyYeHHble ¢ NOMOLLLIe 00opyaoBaHNUS,
NCMONb3yeMoro Ans ydeta obbemMa okaszaHHbIX onepaTtopom yenyr. OnepaTtop cBsA3n 00s13aH obecneynTb AocC-
TaBKYy abOHEHTY cueTa Ha onnaTy YCnyr B Te4eHne yCTaHOBNEHHOro cpoKka ¢ AaTthl BbICTaBMEHUSA 3TOMO cHeTAa.

BO3MOXHOCTL BbI30Ba 3KCTPEHHbIX OnepaTuBHbLIX CNYXO Ao/mKHa obecnevynBaTbCsl onepaTopoM MeECT-
HOW TeNnedPOHHON CBA3M KaXXA0MY NOMb30BaTENC KPYIIOCYTOYHO M BecnnaTHO AaKe B cryyYae NprUoCTaHOBKA

3
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oKaszaHuga ycnyr TenedOHHOU CBA3M (3a WUCKIHOYEHUEM MNPUCYTCTBUA NPpedyCMOTPEHHbIX TeXHUYeCKUX
NPEnATCTBUN).

[TokazaTenun kadecTtBa ycnyru «MecTHasa TenedOHHAas CBA3b», XapakTepusyLliMe 3tan pacyeToB 3a
YCNyrn, npegHasHaveHbl 45151 TOro, YtTobbl OLEeHUTEL cneaylolne OCHOBHbIE NOTPebUTebCkne CBOUCTBA 3TOMO
aTana:

- CBOEBPEeMEeHHOCTb AENCTBUN onepaTtopa, CBA3aHHLIX C pacyeTaMun 3a npeaocTaBiieHUe yenyr;

- NPaBUNbLHOCTb CHETOB, BbICTaBNSIEMbIX 3a YCIYTU.

4.1.7 ObcnyxmBaHue obpalleHn aboHeHTa (NoNbL3oBaTeNsa) NPOM3IBOANTCA NePCOHANOM COOTBETCTBY-
IOLLIMX CNYXO onepaTtopa (cnpaBoYHO-UHPOPMAaLUMOHHBIX, AMCneTYepcKux, call-LueHTpoB 1 ap.).

ObpalleHnss aboHeHTa (Nonb3oBaTens) K crnyxbam oneparopa MOryT ObiTb Bbl3BaHbl pasnA4YHbIMU NPKU-
YNHaAMMU:

- BOSHUKLLUMMU NpEeTEeH3UAMMN,

- NOTPebHOCTLIO NONYYUTL AaHHbIE, CBSI3aHHbIE C NpeaoCcTaBeHUEM YCIYTU;

- NOTPEOHOCTLIO NONYYNUTL CNPaBOYHYIC MHOPMALNIO;

- TeXHU4YeCKUMU HencnpaBHOCTAMU N OP.

Hencteua (mnn 6e3nencTeme) oneparopa CBsI3U, Kacarwlmecs npeaocTaBneHns yenyr MeCcTHOU Tene-
(POHHON CBSA3N, MOTYT ObITb 0DXanoBaHbl aDOHEHTOM (NoNb3oBaTenem). NpeTeH3nsi NpeabABNSAETCA COOTBET-
CTByHOLWLEN cnyxbe onepaTopa B NMUCbMEHHOW dopMe U NOANEXUT peructpauum B AeHb ee NoNyYeHUs
onepaTtopoM cBAsn. [NpeTeH3na A0MKHA ObITb pacCMOTpeHa onepaTopoM CBS3U B YCTAaHOBMEHHbIU CpoK. Kpo-
Me TOro, onepaTop CBA3U 0bA3aH MMEeTb KHUTMY Xarnobd 1 npeanoXeHnn U BblAaBaTh €€ No NepBoMy TpedoBaHUIo
aboHeHTa 1 (Unn) nonb3oBaTens.

OnepaTtop 0bda3aH NnpeagocTaBnATb aboHeHTaM (NonNb3oBaTensaM) AaHHbIe, Kacarolwnecst npeaocTaBne-
HUA YCIyYT, a TakKe okasbiBaTb NOMb30oBaTENAM MHOPMALMOHHO-CNIPAaBOYHbIE YCIYTK: obasaTenbHble (bec-
niaTHbIe) N apyrme, no COOCTBEHHOMY YCMOTPEHUIO (NNaTHbIE ).

OnepaTtop 0ba3aH becnnaTHO U KPYrnocyTOYHO NPUHUMAaTL OT abOHEHTOB MHpOpMaLNIo O TEXHNYECKOU
HEUCNPaBHOCTU, NPENATCTBYIOWEN NONb3oBaHUIO yenyramm TenedoHHon cBasn. ObpalleHuna, Bbl3BaHHbIE
MPOSABNEHUAMMN TEXHNYECKUX HEUCNPaBHOCTEW, MOTYT ObITb NMMOO YOOBNETBOPEHbLI KOHCYNbTaLuen no renedgo-
Hy (NpocTble cnydan), NMbo NoTpedboBaTh BMellaTeNbLCTBa nepcoHana cnyXobl TeXHUYeCKOW noaaepkku. B
nocneaHem criydae OHM HanpaBnATCA K CNyXbe TexHu4eckon nogaepkku (4.1.8).

BO3MOXHbI pasfinyHble BapMaHTbl TEXHUYECKOW peanusaunm obpalleHus K cny>xdoam:

- B3aMMOAOeWCTBME MONb3oBaTens ¢ nepcoHanom cnybbl onepaTtopa no TenedoHy UNN Henocpea-
CTBEHHO;

- OOHOCTOPOHHEE WM WHTEepPaKTUBHOE B3aMMOOEWCTBME TMOoMb30oBaTeNld C aBTOMaTU3UPOBaHHOW
MHPOPMALMOHHOW CUCTEMOW CIYXKObI MO CETU 3MEKTPOCBA3MN.

[TokasaTenun kavecTtBa ycnyrn «MecTHasd TenedoHHasa CBA3b», XapakrepusyroLwune atan obCcnyXmBaHus
obpalleHnn aboHeHTOB (Nonb3oBaTenen), npegHasHadeHbl 4nd Toro, YTobdbl OLEHUTHL clieayolne OCHOBHbIE
noTpedbuTenbcKkMe CBOUCTBA 3TOro 3tana:

- OOCTYMHOCTb CNYXObl;

- CBOEBPEMEHHOCTb U (UNN) CKOPOCTb BbINONTHEHNA AENCTBUN;

- MHOPMATUBHOCTL (MONHOE, AOCTOBEPHOE U CBOEBpPEMeHHoe UHPOPMUPOBaHME NOTpebuTtens o
npeaocTaBndeMon ycnyre, npasax U obaszaHHOCTAX 00enx CTOpPOH NMbO npeaocTaBieHUe 3anpoLlleHHOW
MHPOPpMaLUN);

- yaobCTBO U KyNbTypa 00CNYyXNBAHUS.

4.1.8 TexHundeckaa noggepxka ycrnyru sakno4yaeTca B npegoTBpalleHU 1 ycTpaHeHU HencnpaBHOC-

Tel, NPendaTCTBYIOLWKMX NONb30BaHUIO yCnyramMm TeneOoHHON CBA3N, U A0JTKHA OCYLLEeCTBNATLCA COOTBETCTBY-
IOLLUMK cnykbamMmu onepaTtopa MECTHOM CBA3U. ADOHEHT, B cnyvyae obHapy)XeHUsa Takux HEUCTNPaBHOCTEN, B
COOTBETCTBUW C NOPSAKOM, YyCTAaHOBMNEHHbLIM ONepaTopoM, MOXKET NMMDO 00paTUTLCS K CnpaBoYHO-UHpOpMaLLX-
OHHOW (OUCneTYepCcKon) cnyxbe onepaTtopa, KoTopasi B CMOXKHLIX CrydasaxX HanpaBUT ero K Cnyxbe TexHu4yec-
kKo noaaepxkn (4.1.7), nnbo obpaTUTbCA K 3TOM cnyXbe HenocpeACTBEHHO. Cnyba TeXHUYECKOW Noaae PXKKU
B YCTaHOBMNEHHbIE CPOKK 1 NO AOrOBOPEHHOCTN C abOHEHTOM 0bs13aHa YCTPaHUTb HEUCTIPABHOCTD.

[TokazaTenun kadectBa ycnyrn «MecTHaa TenedoHHasa CBsI3b», XapakKTrepusyrowme atan TeEXHUYECKOW
noadepPXKMU yCnyru, npeadHasHadveHbl Anga Toro, 4tobbl oUeHUTH crneayrowne OCHOBHLIE NMOTpebuTensckue
CBOWCTBA 3TOro 3Tana:

- OOCTYMHOCTb CNYXObl;

- CBOEBPEMEHHOCTb U (UNTN) CKOPOCTb BbINONMHEHUSA paboT;

- Ka4veCTBO TEXHMYECKOW NoaaepKKM YCIyrv 1 BbIMONHEHNS1 paboT;

- yAoBCTBO N KyNbTypa 0bCNyKNBAHUS.
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4.2 lNoka3aTenu kavectBa ycnyru «MecTtHaa tenedgoHHadA CBA3b»
OCHOBHbIE NMoKasaTenn KadecTBa BaXKHEULWNX NoTpebuTenbckx cBOUCTB yenyru «MecTHaa TenedoH-
Has CBSI3b» AO/KHbI COOTBETCTBOBATL Tabnuue 1.

Tabnwuua 11— OCHOBHblE NOKA3ATENN BAXXHENLLMX NOTPEBUTENBCKMX CBOUCTB yenyrn « MectHas TeneoOHHasi CBS3b»

[TokazaTenun kadecTea [lpumevaHmne

MpepocraBneHne AocTyna K ycnyre

CBOEBPEMEHHOCTb U (UNTN) CKOPOCTb BbINOMHEHNUSA AEUCTBUMN:

Hons (npoueHT) 3asBOK, 06CNYXEeHHbIX B Npegenax yCTaHOBIEHHOW HOPMbI CYMMAPHOIo BpeMe-
HU NPEeaOCTaBNEHNS AOCTYNA K yCNyre

NudpopmatnBHOCTL (MHDOPpMUpOBaHME NoTpedbuTens ob ycnyre, npaBax U 00653aHHOCTAX CTO-
POH), yA0ODCTBO U KyNbTypa 00CnyXMBaHus npu nNpegoctaBrneHnm goctyna K yernyre:

Hons (NpoueHT) Nnonb3oBaTenen, BbipasvBLLUNX YAOBMNETBOPEHHOCTb COOTBETCTBEHHO MHopma- | JInbo ycpegHeHHas
TUBHOCTBIO, YAODCTBOM, KyNnbTypou obcnyXuBaHna nmbo B LENoOM OeATENbHOCTLIO CNYXO one- | 6annbHas oueHkKa

partopa npu NpegocTaBneHnn OCTyna K yenyre

Nnbo ycpeagHeHHas bannbHas OUEeHKa

ObcnyxvnBaHue mecTtHoro tenedgoOHHOro BbLI3OBa

[ocTynHOCTbL COeaAMHEHUSA:

[ons (npoueHT) be3ycnelHbIX NONbITOK JOCTYNAa K COeANHEHUIO

Hdonsa (NpoueHT) nonb3oBaTenen, Bblpas3nBLLUNX YAOBNETBOPEHHOCTb AOCTYNMHOCTBIO YCINYIN JInbo ycpegHeHHas
bannbHasa oueHKa

KauecTBO 06CNyXMBaHUS BbI30OBOB:

[ToTepn BbI3OBOB (M0 Pas3nnyHbIM NMPUHYMHAM UKW B CYMME) NMpu COeaNHEHNN B Npeaenax MecT-
HOW CETU oneparopa:

- 00 abOHEHTa CeTUn TOro e oneparopa;

- A0 TOYKM NPUCOEONHEHNS K MECTHOWN CETU APYroro oneparopa;

- A0 TOYKM NPUCOEONHEHUS K 30HOBOU CETWY;

- 0 3KCTPEHHbIX CIYyX0;

- 40 HE3KCTPEHHbBIX CIyXO.

Hons (npoueHT) s HEKTUBHBIX NONbITOK BbI30OBA

Hons (NpoueHT) Nnonb3oBartenen, BolpasmBLLINX YOOBINETBOPEHHOCTb KA4eCcTBOM obecnyxuBanna | JInbo ycpegHeHHas
BbI30OBOB bannbHas oueHKa

KayecTBO AOCTABKU MONb30BaTENbCKON MHDOPMaLUMN:

Hons (NpouUeHT) BbI3OBOB, CONPOBOXAABLLUMXCHA 0BMEHOM NONb30BaTENBCKON MHPOpMaunen, He
yOOBNETBOPAICLMX HOPMATUBAM

Hdonsa (NpoueHT) Nonb3oBaTenen, BblPasuBLINX YOOBNETBOPEHHOCTb KAQYECTBOM A0CTaBku no- | JInbo ycpeaHeHHas
Nb30BaTENbCKON MHAOPMAaLUN bannbHas oueHkKa

Pac4eTbl 3a ycnyry

CBOEBPEMEHHOCTb AEUCTBUN OnepaTopa, CBA3aHHbIX C pacdeTamun 3a npegocraBneHne yenyr.

Hons (NpoueHT) cny4aeB AOCTaBKM CHETOB aDOHEHTY C HAPYLIEHMEM HOPM NO BPEMEHM

npaBMﬂbHOCTb CHEeTOB, BbICTaBJITAEMbIX 3a YCITYIW.

Hons (npoueHT) ownboK, CBSA3aHHbIX C BbICTABNEHUEM CHETOB HA ONnary ycnyr (CHeToOB C OWKND-
KaMW, BbICTABMNEHHbIX HECBOEBPEMEHHO NMMBO MO HEBEPHOMY adpeCy, HE BbICTABMEHHbIX U Ap.)

ObcnyxvBaHue obpaweHnn nonb3oBaTeneun

HOoCTynHOCTL CNyXObi:

[dons (NPOUEHT) yCcnewHbIX, T.€. NPUBEALLNX K coaepXaTenbHOMY MHOPMaLUOHHOMY ODMEHY,
obpalleHnn K cnyxoe

CBOEBPEMEHHOCTb U (UINTN) CKOPOCTb BbINONMHEHNSA AENCTBUMN:
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OkonyaHue mabnuupi 1

[TokazaTenu KavecTea

[TpumevaHune

Hons (npoueHT) obpalweHnin Nonb3oBaTenen K onpeaeneHHon cnyxobe, obcnyXeHHbIX B npeae-
nax yCTaHOBMEHHbIX HOPMATUBOB, KACatoWMXCs ANMUMTENbHOCTU BbINMONHEHUS paboT

MucpopmaTtnBHOCTL (MHpOpMUPOBaHME NONb3oBarenen ob ycnyre, npaBax n 06513aHHOCTAX CTO-
POH NMBO NpeaocTaBnNeHne 3anpoLeHHon nHopmaummn), yaobcTBO N KynbTypa 0bCny>XMBaHNA

npy obpaLLeHnsX NoNb3oBaTENEWN:

Hons (npoueHT) nonb3oBaTenen, Bbipa3nBLLUNX YAOBMETBOPEHHOCTb COOTBETCTBEHHO MHOPMa-
TUBHOCTBIO, YAOOCTBOM, KyNnbTypoun ob6cnyxXmBanmnsa nmbo B UENom AeATENBbHOCTBIO CNYXO one-

paTopa npu obpaleHnn K HUM

IInbo ycpeaHeHHasn
bannbHas oueHKa

TexHn4YecKas noaaepxXxkKa ycnyru

HoCcTynHOCTL CNyX0bi:

Hona (NpoueHT) yenewHbiX, T.€. NPUBEALWNX K coaepXaTenbHOMY MHPOPMALNOHHOMY OOMERY,
obpalleHnn K cnyxbe TEXHNYECKON NOAAEPHKKA

CBOEBPEMEHHOCTb U (UNTN) CKOPOCTb BbINOMHEHNA PabOT:

[Hons (NpoueHT) peMOHTHBIX PpaboT Npu 0TKasax pasnnyHbIX BUAOB, BbINOMHEHHbIX B Npegenax
YCTAHOBMNEHHbBIX CPOKOB

Ka4yecTBO TEXHUYECKOW NOAAEPXKN YCIYTN N BbINONHEHUS paboT:

Hons (NpoueHT) NOBTOPHLIX (T.€. B Npeaenax CpoKa rapaHTum PEMOHTHbLIX paboT) 3asBNeHNn No-
Nb30BaTeNen 0 HENCNPAaABHOCTSHX

YA0bCTBO 1 KynbTypa 06CnyXnBaHus:

Honsa (npoueHT) nonb3oBaTenen, BbiPa3nBLLUMX YAOBNETBOPEHHOCTb YAODCTBOM U KyNbTYPOW
00CNYXMBaHUA PEMOHTHBIMK CNyXbamu onepartopa

Iinbo ycpeaHeHHas
bannbHasa oueHkKa

MHTerpanbHasa oLeHKa KadecTBa ycnyru

Hons (npoueHT) nonb3oBaTeneun, BbipasuBLLNX YAOBNETBOPEHHOCTL KAYECTBOM YCIYIU B LLENOM

Iinbo ycpeaHeHHas
bannbHas oueHKa
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