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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 . Ne 1188-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
ronb308aHuUss — Ha ogulyuanbHOM calime PedepallbHO20 a2eHmemea rno mexHU4ecKoMy pea2yrnupogaHuro U
MempoJsiozauu e cemu MIHmepHem

© 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



[OCT P 53724—2009

CopepxaHue
1 OBMACTB MPUMEHEHUSL. . . . . . . o e e e e e e e e e e e e e e e e e e e e e, 1
2 TEPMUHBI MOMPEACIIEHUST . . . . . . . e e e e e e e e e e e e e e e e e e 1
3 KaUeCTBOVYCIYIT CBASU . . . . . . . . i et e e e e e e e e e e e e e e 2
BUBNNOTPaUS . . . . . e e e 6



[OCT P 53724—2009

HAUUWOHANBbHBILU CTAHOAPT POCCUUCKOWNW OGEOLEPAUUNMN

KAYECTBO YCIIYI CBA3W

O6Lwue nonoxeHus

Quality of communication services. General

[NaTta BBegeHna — 2011—01—01

1 Obnactb NpMeHeHUA

HacToawmmn ctaHaapT pacnpocTpaHAeTCca Ha YCIyri CBA3UW, oKasbiBaeMble onepatopamMun CBA3U Ha Tep-
puTopun Poccuinckon egepaum He3aBUCUMO OT UX OopM COBCTBEHHOCTH, BEAOMCTBEHHOW NPUHAANIEXKHOC-
TU U UCTNOSIb3YEMBIX TEXHUYECKNX CPeCTB.

HacToawmmn ctaHgapT ycTaHaBNMBaeT OCHOBHbIE NMONOXeHUA, OTHOCALLMECA K Ka4YeCTBY YCIyr CBA3N.

HacToawmumn ctaHgapT npeaHasHadeH gNg UCnonb3oBaHNA onepaTopaMn CBA3N, OKasbiBaOLWUMM YCIYTA
CBSA3W, NpeACcTaBUTENSIMUA rOCYyaapCTBEHHbIX OPraHoB, OCYLLECTBMNALWNX perynMpoBaHnue B obnacTtmn CBA3N,
noTpeduTenssmMmn ycnyr cBsiau, Hay4HbIMU N MPOEKTHBIMW OpraHmnsaL M rnpm paspadboTke U NPoEKTUPOBaHUN
ceTen n cnyxb. Hactoswmn ctaHgapT MOXeT OblTb TakKe WUCNoMNb3oBaH Npu paspaboTke cTaHOapToB B
obnacTun cBSA3MN.

2 TepMUHBLI N onpeaeneHus

B HacToAwWweM cTaHgapTe NpuMeHeHbl crneayowme TepMnUHbl C COOTBETCTBYIOLWMMM onpeaeneHUsaIMu:

2.1 ycnyra: HenocpeACTBEHHOE B3aMMOOEWUCTBUE WUCMOMHUTENS WU MOTPeduUTens ycnyru, a Takxe
cODOCTBEHHbIE AeACTBUA UCMIONMHUTENS, HanpaBeHHble Ha YOOBNETBOPEHUE COOTBETCTBYIOLWLEN NOTPEOHOCTA
noTpebutens.

2.2 ycnyra cBA3U: Ycnyra, 3aknovarowasacs B npueme, obpaboTke, XpaHeHUn, nepeagadve n ooctaBke
COODLLEHNN 3NEeKTPOCBA3N NN NOYTOBLIX OTNPaBMEHUN.

2.3 aboHeHT: [lonb3oBaTenb YCNyr CBA3N, C KOTOPLIM 3aKNoUeH A0roBop 06 oKaszaHWUM TaKUX YCyr npu
BblAeNeHUN ANnga aTuX Lienen aboHeHTCKOro HomMepa Unn yHUKansHoro koaa naeHTudukawmnu.

2.4 notpebutenb ycnyr cBasun: dusnyeckoe Mnu roprugnyeckoe nuuo, nofydvatllee, sakasblparoLlee
NN UMetoLLiee HaMepeHUe NONy4nTb UMK 3aKkasaTb YCNYTy CBSA3MN AN COOCTBEHHbIX HYXA.

2.5 nonb3oBaTenb ycnyr cBaA3n: Pusnyeckoe WUNU HOpuagudeckoe nuLUo, 3akasbiBatowee w/Unu
MCMONb3yoLEee YCNyrn CBA3MN.

2.6 oKa3aHue [npepocTaBneHue] ycnyr cBA3un: [eATeNbHOCTE UCMOMHUTENA YCIYrA Mo NMpUuemy,
obpaboTKke, XpaHeHUo, nepenadye 1 4ocTaBke cCoOODLLEHUN 3MEKTPOCBSA3N UM MOYTOBLIX OTNPaBieHWNA.

2.7 onepatop cBA3n: HKOpugnyeckoe nNuuo MNn MHAMBUAyanbHbLIA NpeanpuHUMaTenb, okasbiBaroLLUK
YCINYTr CBA3U HA OCHOBaHUM COOTBETCTBYIOLLIEN NMULIEHINN.

2.8 kKavecTBO ycnyr cBa3n: CTeneHb COOTBETCTBUS MPUCYLLUX YCNyram CBA3N XapaKTepPUCTUK TPpebo-
BaHUAM, YCTAaHOBNEHHBLIM HOPMaTUBHbLIMUA OOKYMEHTaMM.

2.9 cucTteMa ynpaBrieHUA KadeCcTBOM ycnyr ¢cBA3U: COBOKYNHOCTb opraHM3auUOHHOU CTPYKTYPHI,
OTBETCTBEHHOCTU U NOMHOMOYUN NepcoHana, npoueayp, NpoLeccoB U pecypcoB, obecnevumBaroLLnX ocyLle-
CTBINEeHWe yrnpaBlieHNAa KaYeCTBOM YCNyT CBA3MN.

2.10 KayecTBO OOCNyXUBaHUA NoONb3oBaTenenycnyrcBasn: COBOKYMHOCTb 3KOHOMUYECKNX, COLLN-
anbHLIX U APYrUX nokasaTeneun (napamMmeTpoB YCIyTr CBA3N), OLLeHUBaeMbIX C MO3ULIUK NMOoNb3oBaTeNnen 1 xapak-
TEPUIYIOLWLNX CTeneHb UX yOOBNETBOPEHHOCTU KAa4eCTBOM 3TUX YCNVYT.

U3paHune odbmumanbHoe
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2.11 kadyecTBO paboTbl ceTn anekTpocBA3n: COBOKYNHOCTb NokasaTesien (napaMeTpoB CETU 3NeKT-
DOCBA3N), XapaKkTepu3yLLIMX Ka4ecTBO NPON3BOACTBA YCYTr 3NEKTPOCBA3M Ha Pa3NNYHbIX y4acTKax ceTu 1 Mo
ceTW 3NeKTPoCcBA3nN B LesioM (oT aboHeHTa Ao aboHeHTa) B COOTBETCTBUMN C TEXHUYECKUMN TpeboBaHUAMN K
obopyaoBaHNIO M KaHanam CBA3N, a TakKe YPOBHIO TEXHNYECKOWN 3KCyaTaLumnm 3TUX cpeacTs.

2.12 HopMmaTuUBHada AOKYMeHTauua: HopmaTuBHbIE AOKYMEHTHI, yCTaHaBNMBatoLme TpeboBaHus.

2.13 oueHKaKadecTBaycnyrcBasn: OnpegeneHue nokasatenenkadectsa yCcryr CBA3N C y4eTOM A0C-
TOBEPHOCTU U/NINMN TOYHOCTU KONMUYECTBEHHbIX 3HAYEHWUIA.

2.14 KOHTpOnb KavecTBaycnyrcBaA3u: [1poBedeHne NpOBEePKU COOTBETCTBUA NOoKasaTenen kavyecTBa
YCNYr CBA3MN YCTAHOBMEHHBLIM TPEDOBAHUAM.

2.15 ayguTKavectBaycnyrcBasu: [poBeaeHne He3aBUCUMON JOKYMEHTUPOBAHHOM NPOBEPKU COOT-
BETCTBUSA NoKasaTenen ka4ecTra ycnyr CBA3n ycTaHOBMEHHbIM TpeboBaHNAM.

3 KayecTBO ycnyr cBA3M

3.1 OcHOBHbIe (haKTophbl, onpeAaenaLline Ka4ecTBO YCINYT CBA3U

OCHOBHbIe (paKTOpbI, BNUAOLLNE HAa KAYeCTBO YCIYT CBA3N:

- Heobxoanumas MmaTtepuanbHaga basa (obopyaoBaHue, Matepuansl U TEXHOMOTNN, COOPYXEHUs, 30a-
HUA U NP.);

- yenoBevyeckun pakTop, npeagycMmaTtpuBaroLlMnm KOMNETEHTHOCTb, KBanupukaumw, MoTusaumio, auc-
IMNNMUHY COTPYAHUKOB;
- COBpeMeHHOoe yrnpaBlieHne opraHusaunen cBs3n B LeNoM U yrnpaBneHue KadyeCTBOM OKa3blBaeMbIX

YCIYT CBA3U;

- BHEWHAS cpeaa (TpeboBaHNa NnoTpedbutenen K Ka4ecTBy yCNyr CBsI3n, TpeboBaHUA perynupyowero
opraHa, KOHKYpeHUUA UT. A4.).

3.1.1 MartepuanbHasa 6a3sa

3.1.1.1 Bceuncnonb3yemsble B NPON3BOACTBEHHbIX NpoLeccax okasaHus ycrnyr CBA3M TeXHUJecKne cpea-
CTBA, TEXHOMOMNN, COOPYKEHUSA OOMMKHBI COOTBETCTBOBATH TPEOOBaAHMSAM CTaHAAPTOB, APYrMX HOPMaTUBHbIX
NOKYMEHTOB 1 obecnevnBaTh Hagnexallee Ka4ecTBO NpeaocTaBnsieMbIX YCNyr COOTBETCTBYIOLLIMX BUAOB.

3.1.1.2 TexHwndyeckue cpeacTBa, TEXHOMNONMN, COOPYXEeHUA cneayeT UCMOoMNb3oBaTb B COOTBETCTBUN C
aKkcnnyaTauMoHHBIMM JOKYMeHTaMK, cogepXaTb B TEeXHUYECKUA UCNPaBHOM COCTOAHUN U CUCTEMaTUYECKN NPO-
BePATb ANA NoATBEPXAEeHWUA NPUroaHOCTH.

3.1.1.3 Pa3mMmepbl U COCTOSAHNE 30aHNIN N UMEIOLLIMXCS B HAX NOMELLEeHNIN ACTKHBI OTBeYaTb TpeboBaHU-
AM CaHUTAPHO-TUTMEHNYECKMX HOPM 1 NpaBun, Npasun noXapHon 6e3zonacHoCcT, 6be3onacHOCTU Tpyaa N ObITh
3allMLEeHbl 0T BO3AeUCTBUSA PakTOPOB, OTpULlaTeENbHO BMAAKLLMX HA KAYECTBO OKasbiBaeMbIX YCIyT (MOBbILLE-
HUA TeMnepaTypbl BO3ayxXa, BNaXXHOCTU BO3AyXa, 3anblIeHHOCTH, 3arasoBaHHOCTU, LUyMa, BUoOpauummnT. 4.).

3.1.1.4 Tlnowaagb nomMelleHU ACKHA npegycMaTpuBaTh BOIMOXHOCTE pasMelleHnsa nepcoHana, npu-
eMa, B3auMoaencTBMA ¢ KnMeHTaMn 1 oKkasaHuUa UM yCryr B COOTBETCTBUM C YCTAHOBEHHBIMU HOPMaMM.

3.1.2 llepcoHan, y4yacTBYIOLWWUN B OKasaHUN yCcryr CBA3KU

3.1.2.1 BnpounsBoacTBEHHbIX NpoLeccax, OTHOCSALLMXCA KOKa3aHUI0 YCIYT CBA3U, ACTTKHbI ObITb UCNOMb-
30BaHbl COTPYAHUKMN B COOTBETCTBUK CO LUTATHBLIM pacnmcaHunem.

3.1.2.2 Kaxabln cOTpYAHUK OOIKEH MMETb COOTBETCTBYOLLIME 0Dpa3oBaHue, KBanudgukauuo, npodec-
CUOHAaNbHYIO NOAroTOBKY, 0bnaaaTh 3HAHUAMU U ONbITOM, HEOOXOAUMBIMU ANS BLINONMHEHUSI BO3MOXEHHbIX Ha
Hero obss3aHHOCTEN.

KBanndpukauuno coTpyaHMKOB crieayeT noaaepXnBaTth Ha BbICOKOM YPOBHE nepuognyveckomn y4ebon Ha
Kypcax NoBbILWEeHUA KBanugpukauum A HeIMU AeUCTBEHHBIMK cNocobaMu.

3.1.2.3 Kaxxgomy coTpyaHUKy HeobXoanmMo npeaocTaBUTb AOIMKHOCTHYIC MHCTPYKLUWUIC, YCTaHaBNMBaAO-
LLIYHO ero 00s13aHHOCTM U NpaBa.

3.1.2.4 CoTpyaHWUKN, y4acTBYHOLLNE B OKA3aHUW YCIYT CBSI3U, AOJKHbLI ObITb aTTECTOBaHbI B YCTAHOBEH-
HOM NMOopPSAaKe.

3.1.2.5 Tlpu okasaHuK ycnyr nepcoHan, HenocpeacTBEeHHO B3aUMOAENCTBYIOLLNK C KNMEHTaMW, AOTKEH
POABNATE K KNMEHTaM MaKCUManbHble YYTKOCTb, BEXMMUBOCTb, BHUMaHWE, BblAEPXKY, NpeayCMOTPUTEb-
HOCTb, TEpPNEeHHKe.

3.1.2.6 CBegeHMsa NMYHOIo Xapakrepa o KnneHTax, cTaBllne U3BECTHBIMU COTPYAHUKAM NPU OKasaHUK
YCNYr CBA3U, COCTaBNAT NpodpeccruoHanbHyto TanHy. CoTpyaHUKA, BUHOBHBIE B pasrnalleHnn npodpeccuo-
HanNbHOW TaWHbI, HECYT OTBETCTBEHHOCTbL B Nopdaake, yctaHoBneHHoOM Poccunckon Pegepanmen.
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3.1.3 Cuctema ynpaBneHua opraHuszaumen cCBA3M B LENOM U YynpaBleHUA KadeCTBOM
OKa3blBaeMbIX YCINYT CBA3M

3.1.3.1 Cuctema ynpaBneHnsa opraHusaLlnen cBa3n B UeNnoM AomkHa obecnevmBaTb AEATENbHOCTD,
HanpaBleHHYI0 Ha MoJTHoe YOOBMNETBOPEHMNE HYXO KNMUEHTOB, NOBbiLLeHNe 3pPEKTUBHOCTU U NOCTOAHHOE
COBepLUEHCTBOBAHME NPoLEeCCOB OKasaHUA yCIyTr CBA3MN.

3.1.3.2 Cucrtema ynpasrieHNs KA4eCTBOM YCNYT CBA3N BXOQWUT B COCTAB CUCTEMbI YNpaBleHUsa opraHnsa-
Linen CBA3N B LLeNoM U AomkHa ocbecnevmBaTh BbINONHEHWUE YCTAHOBMNEHHLIX TPEDOBAHUIN K KAYECTBY YCNYT U
NOBbILLIEHWE KavyeCcTBa yCnyr, ynpaendas BceMu pakTopamMu, OT KOTOPbIX 3aBUCUT KAYECTBO Ha BCceX 3Tanax Xus-
HEeHHOro LMKna ycnyru.

3.1.3.3 OcHOBHbIE 3a4a4vn, KOTOpble AOIMKHA pellaTb CUCTeMa ynpaBreHUs kKa4eCTBOM YCyr CBA3N:

- YCTaHOBNEHWe TpeboBaHNN K Ka4YeCTBY YCNYTr CBA3N — onpeaeneHne coctaBa nokasaTteneu, oLeHnBa-
FOLLIMX YCIYTU, U HOPMAaTUBOB;

- obecneveHune BLINONTHEHNSA YCTAHOBIMEHHbIX TPedOoBaHU NyTEM NPOBEeAEHUA TEXHNYECKMNX, OpraHmn3a-
LMOHHBIX, NOEONOrMYeCKUX N Apyrmx MeponpuaTUi;

- MpOBeAeHNe NPOBEPKN COOTBETCTBUS YCTAaHOBNEHHBIM TpeboBaHUAM NyTEM NOCTOSAHHOTO KOHTPONMS,
BHYTPEHHUX N BHELUHNX ayaUTOB KavyecTBa YCNyr;

- HeNpephbIBHOE COBEPLUEHCTBOBAHME YCNYTr 1 NPOLECCOB UX oKasaHUA Ha OCHOBE NpoBedeHUda onepa-
TUBHbIX U NaHOBbLIX MepOonpUATUAA MO pe3ynbTaTamM OLEHKN.

3.1.3.4 PykoBoauUTeNb opraHunsaLnm CBSA3M HECET NOJHYO OTBETCTBEHHOCTb 3a NONMUTUKY B 0bNnacTu
KavecTBa yCnyr, npeactaBndatoLLyto cODOU CTpaTerunto, Lenu, 3agadm uh 0CHOBHbIE HanpaBleHUA AeATENbHOCTY
opraHusauum B cbnactmn kadecTtsa. PykoBoauTens opraHmsasMm cBsisn AomkeH obecneymnBaTh pasbsiAcHEHUE U
aosegeHue 3Tou NoNmIUTUKA 0 BCeX CTPYKTYPHBIX nogpasgeneHnit U COTpyAHUKOB opraHusaunn, onpegennutb
NONMHOMOYNA, OTBETCTBEHHOCTbL M B3aMMOOEUCTBME BCEro nepcoHana, oCylecTBNALWEero pykoBoACTBO,
MCMONHEHMe YCIyr U KOHTPOMb AeATENbHOCTU, BIUAIOLLEN HA KAYeCTBO YCIVT.

3.1.4 BHewHAAa cpeaa

3.1.4.1 loTpebHOCTU U OXUAaHUA NoTpedbuTenen AoKHbI ObITb NMOMNOXEHbLI B OCHOBY TpeboBaHUN K
ycrnyram CB4A3u, B TOM YUCTIE K KAYeCTBY YCIYT CBA3MN.

3.1.4.2 ToTpedbutenb BNpaBe notpeboBaTh NpeaoccTaBneHns HeobxoanMmMon n AOCTOBEPHOW MHpOPMa-
LK1 ob ycnyrax anga obecneveHnsa X KOMNeTeHTHOro Belbopa.

3.1.4.3 EauHbiMnoaxon K oueHKe KavecTBa yCnyr cBA3n obecnevynBaeTcs HOpMaTUBHLIMU AOKYMEHTaAMU
denepanbHbIX OpraHoB MCNONMHUTENBHOW B1AcTW.

3.1.4.4 ®egepanbHoe rocygapcCTBeHHOE YHUTaApHoe npeanpuatne « POCCUMUCKUN Hay4YHO-TEXHUYECKUW
LeHTp MHPOpMaLn No cTaHaapTu3auMi, MeTponormm n oLeHke cooTBeTCTBUSA» PeaepanbHOro areHTCcTea nNo
TEXHNYECKOMY PErynmmpoBaHnUIo M MeTPONormmnsgaeT ctaHaapThl HA OCHOBHbIE NoKasaTen KadecTBa pasfnd-
HbIX YCIYT CBS3MN.

3.1.4.5 ®epepanbHbIopraH UCNCNHUTENLHOW BNacTu B obnacTu ceaA3n (MUHNCTEPCTBO CBSA3U M MaCCO-
BbIX KOMMYHUKaLMI) B paMKax MONHOMOYUN NO YCTAHOBMNEHUIO TpeOOBaHUW K OKa3aHUo yCNyr CBA3U, B TOM YMC-
ne yHMBepcanbHbIX, onpegendeT HOPMbI MoKasaTernen KadecTsa YCnyr.

3.1.4.6 B ycnoBusax KOHKypeHLUKn opraHmsaumnm 4odpoBONbHO PacLUMPAOT COCTaB nokasaTenen Kkavec-
TBa NpeaocTaBNAEeMbIX YCNYT U 3asIBNAOT O DoNee XKeCTKUX HopMax 3TUX NnoKasaTtenen.

3.1.4.7 BHewWwHsa cnuctema KOHTPONS 3a Ka4eCTBOM YCNyr CBA3W OCMKHA BKNOYAaTbh B ceOA KOHTPOMb,
KOTOPbIA OCYLLECTBNAIOT:

- TocyaapcTBeHHbIe opraHbl — PenepansHas cnykda no Haasopy B cdpepe CBA3U U NOABEAOMCTBEHHLIE
enrocygapcTBeHHble yupexaeHusa B cydbektax Poccnnckon egepaunn, UHeble doeaepanbHble opraHbl MICNOI-
HUTeNbHOW BNAacTW, rocydapcTBeHHbIe y4YpeXaeHUs U opraHusaunm B npegenax Mx KoOMneTeHUMn U noJiHo-
MOYUN;

- He3aBUCUMbIe cepTUUKALMOHHBIE OpraHbl, OCYLLECTBASOLWME ayauT KavecTBa yCnyr no 400pOBOb-
HOWU MHULUMATUBE opraHnsaumMmn — onepaTopoB CBA3N;

- 0bUWecTBEHHbIE 00begNHEHUS, 3aHUMaloLLMECS B COOTBETCTBUN C UX y4peanTenbHbIMA AOKYMEHTaMI
3aLNTON MHTEPECOB NOTPEbUTENEN YCIYT CBA3MN.

3.2 OueHKa KavyecTBa ycnyr cBsA3u

3.2.1 OueHka ka4vecTBa YCnyr CBA3M OCHOBaHa Ha cneayowmx npuHumMnax:

- OLeHKa kavecTBa ycnyr, nposognmagd ¢ nosnuumn nonb3oBaTens;

- obecneveHne NONHOTLI OLEHKU KavecTBa YCNVT;

- ICNONb30BaHMEe CUCTEeMbl KONNYEeCTBEHHOW OLLEHKN KaYeCcTBa YCIyr.

3.2.1.1 OCHOBHOMMOAXOA K OLLeHKe KaYyeCcTBa YCyr CBA3WN A0JKEH COCTOATL B TOM, YTO MHEHUE MNMoJIb30-
BaTens npeactasnsieT cobon KOHEUHYO Mepy KavecTBa ycnyr. [pn aToM cucTtema nokasartenen kauecTasa ycry-
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M OOMMKHA XapaKTepusoBaTb OCHOBHbIE MOTPebUTeNbCKMe CBOWCTBA YCNyrn: OOCTYMHOCTb, HAOAEXHOCTb,
KaueCcTBO 0bCnyXnUBaHUst N Ap.

3.2.1.2 Cuctema nokasaTtenen KadecTBa YCNyrn OOMKHa XapakTepusloBaTb OCHOBHble MNOTPebu-
TeNbCKMe CBOWUCTBA YCMYyrM Ha BCeX aTanax ee oKasaHud: AoCcTyna K ycnyre, COOCTBEHHO NpeaocTaBneHUs
YCNyrn, NoAAEPXKN YCITYT .

3.2.1.3 W3-3a HeoTAEIMMOCTHK NpoLiecca NPon3BoACTBa OT npouecca NnoTpebneHna yenyr CBA3N CUCTe-
Ma noKasarteneun KadecTBa yCnyr 4OoMKHa BKNoYaTh B cebd Hapsiay ¢ nokasatensaMum KadecTBa paboThl ceTu
3NEKTPOCBA3N NOKa3aTeENU KauecTBa 00CNYXUBaAHUA NOMb3oBaTENEN.

3.2.1.4 C uenbio oxapakrepmnsoBaTb KAYECTBO YCNYrM HeodXoANMO NPUMEHATL Takne Metoabl cobopa U
0bpaboTKN MHGOpMAaLIUMK, KOTOPLIE NO3BOMSOT NONMYYUTb KONMUYECTBEHHYIO OLIEHKY KayeCTBa YCyru.

3.2.2 lNopAaaok npoBeaAeHUA OLEHKU KayecTBa yCnyr CBA3U

OCHOBHbIE COCTaBNAoLWNME 3NeMeHThl NpoBeAeHUA OLEHKU KavyecTBa YCINYr CBA3N:

- MAeHTUPUKaLUNA YCINyTri;

- onpegeneHune aTanoB Oka3aHUA YCNyru;

- BblaeneHne noTpebntenbCKNX CBOUCTB YCIYTU;

- onpedeneHne coctaBa nokasaTteneun KavyecTsa yCnyru;

- onpegeneHue coctaBa 3TalNoHHbIX (YCTaHOBNEHHbLIX) 3HaYeHUN NokasaTenen kadyecTsa yCnyru;

- BbIOOP MeToa0B cbopa AaHHbIX;

- cObOp AaHHbIX;

- 0bpaboTKa AaHHbIX U KOHEYHas OLEeHKa KavecTBa YCIyri.

3.2.2.1 geHTudpmnkauma ycnyri gosjbpkHa 3akodaTtbCd B ONUCAHUU YCIyrM B TepMUHaX, MOHATHBIX
noTpebuTento M UCNONHUTEN yenyr. [Npn 3Tom ocnucaHmne ycnyr AomKHO BKNYaTh B cebd cneayrollee:

- onpegeneHune ycnyru;

- ODOLLYI0 XapaKkTepPUCTUKY YCNyr, NpeaoCTaBNsloLWYo pacllMpeHHoe TONMKOBaHWe onpeaeneHns notpa-
KAWLy CYLLHOCTb NpaKTUYecKou peanusaunm yenyr 1 obnactb ee BO3MOXXHOIO UCNONb30BaHUA NOTpebun-
Tenem;

- ONMMCcaHNe BO3SMOXHOCTEN YCNYT, OKa3biBAEMON NOTPEOUTENIO;

- onMcaHmne 0CoDEHHOCTEN TEXHUYECKON peanm3aunn yCnyri;

- anrOpUTM OKasaHUs yCnyri noTpeduTento, oTpa)karoWwmnin B3aMMOCBA3b NPOLECCOB B3aUMOOEeNCTBUA
nonb3oBaTens nonepartopa CBA3U NPY OKasaHUM YCNyrn;

- OnncaHne pUHaAHCOBLIX YCMOBUW oKasaHUA ycnyrn (popma pacyeTa, 0CODEHHOCTU Tapudukaunm
nap.);

- onucaHne ocobeHHOCTEN opraHunsaun cnyxXobl NOAAEPXKKU YCINyTrK, oKasblBaloLEN TEXHUYECKOE Y
MHPOPMaLMOHHOE CONPOBOXAEHME YCIYTU (PeXUM paboThbl, KOHTaKTHbIe AaHHbIe U 4P.), a Takke NpeaoCcTaB-
NAEeMbIX 3TON CNY>XO0WU BOSMOXHOCTEW NONb30BaTESIo;

- NopAaoK opopMIIEeHNs YCYIi;

- CPOKM OKa3aHnsA ycnyru.

3.2.2.2 Kaxabl N3 3TaNOB OKasaHUAa yCnyr oSmKeH oTpa)kaTb B3auMOAeNCTBUE NMOMb3oBaTeNd ¢ one-
PaTOPOM CBA3W NpU nNonyvyeHun ycnyrit. CoBOKYNHOCTb 3TanNoB A0/MKHA ObITh npeacTaBneHa « ANropuTMom
oKasaHua ycnyrn». OCHOBHbIE 3Tanbl 0KasaHMA yCnyr KaXaoro sMaa.

- NpeABapuUTenbHLIN 3Tan (NpueM 3asiBKM OT NMoNb3oBaTend, 3aknoueHne 4orosopa nT. a.);

- 9Tan cobCTBEHHO OKa3zaHUA yCnyr nons3oBaTento;

- pacyeT 3a ycnyry;

- nogaepkka ycnyru.

3.2.2.3 Ana Kaxaoro atana okasaHuda ycnyru Heodbxogumo BblAeNUTb OCHOBHLIE MOTpebuTenbckue
CBOUCTBA, XapakTepusywlime ee 00 bekTUBHbIE 0CODEHHOCTU, MPOABNSIOLLMECS NPKU NOTpebneHnN.

OCHOBHbIE NOTPebUTENLCKNE CBOUCTBA YCNYT CBA3N:

- AOCTYMNHOCTb YCNYTU;

- HAQeXXHOCTb (FOTOBHOCTb);

- becnepebonHOCTb;

- Ka4yecTBO 0DCNyXNUBaHUA NoNb3oBaTenen (Npu odbLWeHUN C NepCcCoHanoMm):

- Ka4YeCTBO Nepegavu;

- KA4YeCTBO YCIYr B LLEeTOM.

3.2.2.4 CucTtema nokasaTtenenm KadecrtBa YCNyru OOSpKHa oOTpa)aTb OCHOBHble MNOTpebUTenbCcKue
CBOWCTBA KOHKPETHOW YyCInyrn NpUMeHUTENbHO K onpeaeneHHoMy atany ee okasaHud. [lokasaten 4oMKHb
ObITb NogneXxalwmnmMmm N3MepeHnto N onpeaensdemMbsiMi AOCTYNMHbIMU criocobamu cbopa n obpaboTKM AaHHbIX.

3.2.2.5 OTanoHHbLIe 3Ha4YeHUsI noKasaTenen kKauecTsa ycnyr CBA3M A0 MKHbI ObITb BbIOpaHbl M3 3HAYEeHUN,
onpedernieHHbIX OeUCTBYHOWEN Ha MOMEHT NpoBeAeHUs OUeHKUM HOPMAaTUBHO-NPaBOBOU AOKYMeHTauuewn
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(pegepanbHbIMU 3aKOHaAMU, TEXHUYECKUMWN pernamMeHtamMu, ctaHgapTamMu, PYKOBOOAWMMUN OOKYMeHTaMu
nap.).

[1pn OTCYTCTBUU HOPMATUBHLIX U NMPABOBLIX AOKYMEHTOB B KAYeCTBEe 3TalTOHHbLIX 3HAaYEeHUN UCMNOSb3YIOT
BHYTpeHHNEe HOpMaTUBbI NoKasaTenen kKauecTsa onepaTtopoB CBA3N.

B kauecTBe BHYTPEeHHUX HOPMAaTUBOB NoKasaTenen kadyecTsa yCnyr onepaTopoB CBA3N B MAPKETUHTOBbIX
Lensax MoryT ObiTb MCNOMNb30BaHbI bonee XecTKne HopmMaTUBbl NO CPaBHEHUIO C YCTAaHOBMNEHHLIMUA HOPMAaTUB-
HO-NMPaBOBOU ACKYMEHTaLneu.

3.2.2.6 MeToabl, BIOMpaemble Ansa cbopa AaHHbIX NMPWY NPOBEeAEHUN OLEHKU Ka4vyecTBa YCIyr CBSI3U,
OOJPKHBI 0becnevnBaTh NOMHOTY, AOCTOBEPHOCTL N 3P EKTUBHOCTL Nony4YeHUsa MHgopmaLmnu.

K 0OCHOBHbIM MeToaAaM cOopa AaHHbIX ANs1 OLLEHKU KaYecTBa YCNyr CBSI3U OTHOCATCH MeToAbl:

- NpOBeAeHUSA KOHTPONbHbLIX BbI3OBOB;

- aHanuns3a cTaTUCTUYECKUX AaHHbIX;

- aHanusa NnepBUYHLIX AOKYMEHTOB;

- 3KCNEPTHBLIX OLEHOK;

- NIPOBeAeHNA onpoca NoNnb3oBaTeneu;

- NpOBeeHNs TECTOBLIX COegUNHEHNNA;

- NPOBeAEeHUA UCMBITAHWUA C MOMOLLLIO NPOrpaMMHBbIX CPeACTB;

- NpoBeaeHNUA UCMNbITAHUN C MOMOLLLH KOHTPONLHO-M3MEPUTENBLHOM annapaTyphil.

3.2.2.7 COOp AaHHbIX cneayeT nNpoBOAUTL B COOTBETCTBUM C pa3paboTaHHON NporpamMmoin paboT, KOTOo-
pas OofmKHa BKNoYaTh B cebsd npeacTtaBneHne BUOOB BLINOMHAEMbIX paboT, yCnoBUA, MecTa N BPEMEHU KX
NpoBeAEeHUSA, UCNONb3YEMBIX METOAOB cOopa AaHHbIX, OTBETCTBEHHbIX NULL.

3.2.2.8 ObpaboTka gaHHbIX A0MKHa ObITh BLINOMHEHA C UCNONb30BaAHNEM MATEMATUKO-CTATUCTUYECKNX
MeTOoOOB 1 C ACBEPUTENBHON OLLEHKOM pe3ynbTaToB pacyeToB.

3.2.2.9 KoHeuvHas oLleHKa KavyecTBa yCnyr CBA3W A0MKHa BKNoYaTh B cebs ABe cocTaBnswoume:

- OLeHKY COOTBETCTBMA PakTUYeCcKoro sHadyeHus nokasartenen Ux atTanoHHbIM (YCTaHOBMNEHHLIM) 3Ha-
YEHUSAM;

- OLEHKY CTeneHn BeINONMHEeHNA 3TaNoHHbIX (YCTaHOBMNEHHBIX) 3HAa4YeHUX nokasaTeneun.

3.3 lpeTeH3UU K KavecTBY ycnyr cBA3N. OTBeTCTBEHHOCTb 3a KaueCcTBO YCNYT CBA3U

3.3.1 ABOHEHT U/unn nonb3oBaTenb YCNyr CBA3N BrNpaBe NpeabsBUTb NPETEH3UIO ONepaTopy CBSI3U 33
HENCMONMHEHNEe UNN HeHaanexallee UCNoNHeHe obA3aTeNnbCTB NO OKAa3aHWKD YCNYT CBSI3U B COOTBETCTBUN C
®epepanbHbIM 3akoHOM [1] M nocTaHoBNeHUAMU [NpaBuTenscTBa Poccuinckon @engepaunn [2], [3], [4], [5].

3.3.2 llpeTeH3nd, KoTopyto NpeabABNAOT B MTUCBMEHHON hopMe, NoANEXNUT peructpaunm onepaTtopom
CBSA3W B AeHb €€ NMony4YeHns 1 paccMOTPEHUIO UM B CPOK He bonee 60 aHen ¢ gaTbl perucTpaumn.

3.3.3 ADBOHEeHT U/ nnnnonb3oBaTesb YCNyr CBA3M BNpase nocnaTth Xanoby Ha pelieHUs naencTeuns (bes-
OencTBue) AOIMKHOCTHOrO nnua, oneparopa cB43U, CBA3aHHbIE C okasaHUeM ycnyr, B agpec agMUHUCTPaTUB-
HbIX WX CcyaebHbIX OpraHoB B COOTBEeTCTBUMM C¢ degepanbHbIM 3akoHOM [1] ©M nocTaHOBNEHUAMU
[TpaBuTenbcTBa Poccuimnckon ®eagepaunu (2], [3], [4], [5].

3.3.4 3a HeucnonHeHne Unn HeHaanexawiee UCNonHeHNUe obA3aTenbCTB NO AOrOBOPY OKa3aHUs YCyr
CBA3U, B TOMYMCIE MO KavyeCTBY YCNyr, onepaTtop HeCceT OTBETCTBEHHOCTL B COOTBETCTBUM cllpaBunamm okasa-
HUA YyCNyT CBA3U, YTBepXaeHHbIMU [paButenscTteoM Poccunckon @enepaunn [2], [3], [4], [D].

3.3.5 Bcnyvae HeHagnexallero okasaHua ycnyr CBA3n aboHEHT W/ NoNb3oBaTe b BNpaBe noTpedbo-
BaTb 0€3BO3ME3HOI0 yCTPaHeHNs1 HeA4OoCTaTKOB NMMOO BO3MELLEHUA NMOTEPL, IMDO COOTBETCTBYHOLLETO YMEHb-
LUEHUA CTOUMOCTU YCITYTA.
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