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MpeancnoBue

Llenu v npyHumnel ctaHgapTusaummn B Poccuitckoi @eaepaumm yctaHoBneHs deaepanbHbIM 3aKOHOM OT
27 nekabps 2002 r. Ne 184-d3 «O TeXHUYECKOM perynmpoBaHnuny, a npasuna NpUMEHeHUs HauuoHansHbIX
ctaHgapToB Poccuiickon ®egepaunmm — FOCT P 1.0—2004 «CraHgapTtusauusa B Poccuitckon ®egepaunn.
OCHOBHbIE MOSIOKEHNA»

CBefeHUA o cTaHgapTe
1 PASPABOTAH YupexaeHuem «LleHTp cepTudukaLmm ycnyr cBasmn»

2 BHECEH YnpaeneHueMm passutus, MHopmMaLMoHHOro obecnedeHus n akkpegutaumum deaepanbHoro
areHTCTBa Mo TEXHUYECKOMY peryrnmpoBaHunio 1 MeTponorum

3 YTBEPXOEH W BBEAEH B OENCTBUE Mpukasom GeaepansHOro areHTCTea no TeXHUYECKoMy
perynuposaHuto n Metponoriv ot 15 gekabps 2009 r. Ne 1188-cT

4 BBEJEH BINEPBbIE

UHghopmayusi 06 UsMEHEHUSIX K HacmosiweMy cmaHOapmy rybrukyemcsi 8 exe2o00HO uzdasaeMom
UHGhOpMaUUOHHOM ykazamere «HayuoHanbHele cmaH0apmel», a MeKCm U3MeHeHU U onpaeok — 6 exeme-
CSIYHO u3dasaeMbix UHGhopMaUyUOHHbIX yKkasamernsax « HauuoHanbHeie cmaHOapmel». B cny4dae nepecmompa
(3amMeHbl) unu ommeHsl Hacmosiueeo cmaH@apma coomeemcemeyrolyee ygaedomneHue 6ydem onybnukosaHo
8 eXXeMeCAYHO u3dasaeMoM UHGHOPMaUUOHHOM yKkasamene «HayuoHarnbHbie cmaHdapmel». Coomeemcmey-
roujast UHehopMauusi, yeeOOMITeHUE U MEeKCMbI pa3Melaromes makxe 8 UHghopMayuoHHol cucmeme obuje2o
10/1b308aHUsT — Ha oghuyuansHom caliime PedepalibHO20 ageHmemea o MeXHUYECKOMY pezyiupo8aHuro U
Memporsoauu e cemu UHmepHem

© CraHgapTtuHdopm, 2011
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MPoCTpaHeH B kayecTBe ouLMansHOro u3aaHus 6e3 paspelleHns deaepansHOro areHTCTBa no TEXHUYECKo-
MY PETYIIMPOBAHUIO 1 METPOOTUN
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HAUUWOHANBHBIW CTAHAOAPT POCCMUUCKOW SEOEPALUMN

KAYECTBO YCNYr CBA3U

O6wune nonoxeHus

Quality of communication services. General

DaTta BBegeHnsa — 2011—01—01

1 O6nacTb NpMeHeHusA

HacTtoqwmwii ctaHgapT pacnpocTpaHsieTcs Ha yCnyri CBA3KW, OkasbiBaeMble ornepaTopamm cBA3N Ha Tep-
putopun Poccuiickoin Peaepannm He3aBUCUMO OT UX (PopM cOBCTBEHHOCTM, BeAOMCTBEHHON NpUHaANEKHOC-
T N UCMOMb3YEMbIX TEXHUYECKNX CPeacTB.

HacTosawwii ctaHgapT ycTaHaBnMBaeT OCHOBHbIE NONOXEHWS, OTHOCALLMECHA K KAUECTBY YCIYT CBSI3U.

HacTtoswwmin ctaHgapT npeaHasHayeH Anisi UCrosb30BaHUsA onepaTopaMim CBA3U, OKasbiBaOLLUMN YCITyTU
CBSA3M, NPeACTaBUTENSMU rOCyAapCTBEHHbIX OPraHoB, OCYLLECTBAIOWNX perynMposaHve B obractu cBssu,
noTpebutensmMmn ycnyr cesiau, Hay4HbIMU 1 MPOEKTHLIMM OpraHn3aunaMu Npu paspaboTke U NPOeKTUPOBaHUA
ceTel U cnyx6. Hactoawmin ctangapT moxeT GbiTb TakKe WUCNOMNb30BaH Npu paspaboTke cTaHOAapToB B
obnacTu cBsA3Nn.

2 TepMuWHBI M onpeaeneHus

B HacTosLeM cTaHAapTe NPUMeHeHb! creayrowue TePMUHbI C COOTBETCTBYIOWUMUA onpeaeneHUaAMn:

2.1 ycnyra: HenocpeacTBeHHOE B3auMOAEWUCTBUE UCMONHUTENS U NoTpebutens ycnyru, a Takke
cobCTBEHHbIE AEUCTBUA UCNONHUTENSA, HanpaBneHHbIe Ha yAOBNETBOPEHUE COOTBETCTBYOLW e NoTpebHocTH
notpebutens.

2.2 ycnyra cBa3u: Ycnyra, 3akniodatowiasca B npueme, o6paboTke, xpaHeHUn, nepegaye n Joctaske
COOBLUEHUIA 3NEKTPOCBA3N UMW NOYTOBLIX OTNPABNEHWIA.

2.3 aGoHeHT: Monb3oBaTenb yCnyr CBs3W, C KOTOPbLIM 3aKMKoUeH 40roBop 06 okazaHUM TakMxX ycnyr npu
BblAENEeHUN ANA 3TUX Lenei aboHEeHTCKOro HoMmepa UK yHUKansHoro koaa uaeHTudukaLum.

2.4 notpebutenb ycnyr cBasu: Pusnueckoe nnu opuanmdeckoe N, nosnyvarollee, sakasbisamoLlee
UK UMetoLLLee HaMepeHne NONYYUTb UM 3aKasaTb YCNYry CBA3N AN COBCTBEHHBLIX HYX/,.

2.5 nonb3oBatenb ycnyr cBaAsu: dusndeckoe WM puaudeckoe ULO, 3akasbiBaioliee w/unm
ncnonb3aytollee ycnyru CBA3u.

2.6 okasaHue [npepocTtaBneHue] ycnyr cBAsu: [eaTenbHOCTb UCNOMHUTENA YCNYIK Mo npuemy,
ob6paboTke, xpaHeHuto, Nnepegade U AocTaBke COOBLIEHNI 3NEKTPOCBA3N UM MOYTOBBIX OTNPaBEHWUA.

2.7 onepaTtop cBA3n: Opuanyeckoe NULO UK MHANBUAYANbHLIA NPeAnpUHUMAaTENb, OKa3biBaOLLUIA
YCNyrn CBA3W Ha OCHOBAHNW COOTBETCTBYOLLEN NMULIEH3NN.

2.8 kauecTBO ycnyr cBA3u: CTeneHb COOTBETCTBUA NPUCYLLUX YCITyraM CBSI3U XapaKTepucTuk Tpebo-
BaHWUAM, yCTaHOBNEHHbIM HOPMATUBHBLIMU AOKYMEHTaMW.

2.9 cucrema ynpaBneHUs KkauyecTBOM ycnyr cBasu: CoOBOKYNHOCTb OpraHUM3aLUOHHON CTPYKTYpHI,
OTBETCTBEHHOCTU 1 MONHOMOYMIA NepcoHarna, npoueayp, NPoLLEeCcCcoB U pecypcos, obecneunsaoLLmnx ocyLe-
CTBNEHWNE ynpaBfeHUs kaueCTBOM YCIyr CBA3N.

2.10 kavecTBO OGCNYXXKMBaHUA NONb3oBaTenen ycnyrceasu: COBOKYNHOCTb 3KOHOMUYECKUX, COLIU-
anbHeIX U ApYrnx nokasaTtenen (NapameTpoB yCnyr CBA3M), OLLeHNBAEMbIX C MO3ULMN Nofb3oBaTenein n xapak-
TepU3YIOLWNX CTeneHb UX yAOBNETBOPEHHOCTU Ka4eCTBOM 3TUX YCIYT.

Uzpanne opunynansHoe
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2.11 kavecTBO paboTbl ceTU anekTpocBA3U: COBOKYNHOCTL NokasaTenen (napameTpoB CeTU SMeKT-
POCBSI31), XapaKTepu3yoLLMX Ka4eCTBO NPOU3BOACTBA YCNYr 311eKTPOCBA3M Ha PasfINYHbBIX y4acTKaxX ceT 1 no
CEeTU 3/1eKTPOCBA3M B LienloM (0T aboHeHTa A0 aboHeHTa) B COOTBETCTBUM C TEXHUYECKUMU TpeboBaHUAMN K
06opyaoBaHnto U kaHanam CBsI3U, a Takke YPOBHH TEXHUYECKOW SKCMyaTaLMmn 3TUX CPeacTB.

2.12 HopMaTuBHas AOKYMeHTauuAa: HopmaTuBHbIE 4OKYMEHTHI, yCcTaHaBnMsatoLwme TpebosaHus.

2.13 oueHkKakavecTBaycnyrcBasu: OnpegeneHne nokasaTtenen kavecTsa ycrnyrcBsi3n ¢ ydeToM aoc-
TOBEPHOCTW /MM TOYHOCTW KONUYECTBEHHbIX 3HAYEHWUA.

2.14 koHTponb KayecTBaycnyrcBasu: [poBeaeHWe NPOBEPKM COOTBETCTBUSA NoKasaTenen kavecTsa
YCIyr CBSA3M yCTAaHOBIEHHBIM TpeboBaHUAM.

2.15 ayauT ka4vecTBaycnyr cBasu: [NpoBedeHne He3aBUCUMON JOKYMEHTUPOBaHHON MPOBEPKN COOT-
BETCTBWsI NokasaTenei kayecTsa yCryr CBSI3N yCTaHOBIIEHHbIM TpeboBaHUsM.

3 KauecTtBO ycnyr cBasu

3.1 OcHoBHble chakTOpbI, ONpeaenAloLLINe KAYeCTBO YCIYT CBA3U

OcHoBHeble haKkTopbl, BAUAIOLME HA KAYECTBO YCMYr CBA3N:

- HeobxoamMmasa MaTepuanbHas 6asa (obopyaoBaHue, matepuanbl U TEXHOMOMMKN, COOPYXeHus, 3aa-
HUA 1 Np.);

- YeroBeveckun daktop, npegycMmaTpusarolLmMi KOMNEeTEHTHOCTb, KBanudukaumo, MoTUBaLuo, Anc-
LUNANHY COTPYAHNKOB;

- COBPEMEHHOEe ynpaBsrieHne opraHusauneit cBssn B LeroM U ynpaeneHue KauecTBOM OKasbiBaeMblX
yCnyr cBssu;

- BHewHnAs cpega (TpeboBaHus noTpebutenei Kk ka4ecTBy ycnyr ceasu, TpeboBaHua perynupyowiero
opraHa, KOHKypeHUMa n 7. a.).

3.1.1 MarepuanbHan 6a3a

3.1.1.1 Bce ucnonb3yeMele B NPOU3BOACTBEHHBIX NPoLeccaxX okazaHWUa yCnyr CBA3N TeXHUYecKne cpea-
CTBa, TEXHOIIOMMMN, COOPYXEHNA AOSMKHBI COOTBETCTBOBaTL TpeboBaHNAM CTaHAapPTOB, APYrUX HOPMATUBHBIX
OOKYMEHTOB 1 06ecneunBaTh Hagnexallee KauecTso NPeAoCTaBASIEMbIX YCYr COOTBETCTBYIOLMX BUAOB.

3.1.1.2 TexHuveckue cpefcTBa, TEXHOMOTMN, COOPYXKEHUs criefyeT UCMOob30oBaTb B COOTBETCTBUM C
aKcnnyaTaunoHHbIMA OKYMEHTaMK, cofepXXaTb B TEXHUYECKU UCMIPaBHOM COCTOSIHUM U cUCTEMATUYECKU NPo-
BepSATb ANA NOATBEPKAESHUSI NPUroAHOCTU.

3.1.1.3 Pa3mepbl U cOCTOSIHUE 34aHUA U UMEIOLLIMXCS B HUX MOMELLEHWUIA AOIDKHBI 0TBeYaThb TpeboBaHU-
siIM CaHUTapHO-TMIMEHUYECKUX HOPM U NMPAaBUSI, NpaBui NoXxapHon 6esonacHocTu, besonacHoCcTU TpyAa U bbITL
3alMLLEHBl OT BO3AENCTBUS PaKTOPOB, OTpULIATENbHO BIIUSIIOLMX HA KA4YEeCTBO OKa3biBaEMbIX YCAYT (MOBbILLIe-
HUS TeMNepaTypbl BO3Ayxa, BMaXXHOCTU BO3AyXa, 3anbiIeHHOCTU, 3arasoBaHHOCTH, LyMa, BUGpauumuT. a.).

3.1.1.4 MNnowaab NoMeLLeHWIA AOIDKHA NpegycMaTpuBaTh BO3MOXHOCTb pasMeLLeHusl nepcoHana, npu-
eMa, B3auMoAeNCTBUS C KNMeHTaM1 U OKa3aHUsi UM YCNyr B COOTBETCTBUU C YCTAHOBITEHHBIMU HOPMaMU.

3.1.2 MNepcoHan, y4acTBYIOLUA B OKa3aHUU YCIyr CBA3MU

3.1.2.1 Bnpoun3BoACTBEHHbIX MPOLeccax, OTHOCALLMXCSA K OKasaHWUIo YCITyr CBSA3U, AOMKHbI BbITb UCNOnb-
30BaHbl COTPYAHWUKN B COOTBETCTBUMI CO LUTATHLIM pacnucaHuem.

3.1.2.2 Kaxablin COTPYAHUK AOIMKEH UMETb COOTBETCTBYHOLLME 0Dpa3oBaHue, kBanudukauuo, npodec-
CUMOHarnbHY0 NOAroToBKy, 06ragaTe 3HAHUAMU U ONLITOM, HEO6XOAUMBIMU AN1s1 BLIMOMTHEHUSI BO3NOXEHHbIX Ha
Hero 06s13aHHOCTEN.

Ksanudukauuio coTpyaHUKOB crieyeT noaaepkuBaTh Ha BLICOKOM YPOBHE nepuoaudeckon yuebon Ha
Kypcax MoBbllWeHUA KBanupukaLym Unm UHbLIM1U AeicTBEHHBbIMU criocobamu.

3.1.2.3 Kaxgomy coTpyaHuUKy Heob6XxoamMmMo npeaocTaBuTb 4OKHOCTHYIO MHCTPYKLIMIO, yCTaHaBNneao-
LLyto ero 06593aHHOCTU 1 NpaBa.

3.1.2.4 CoTpyaHuKu, yyacTByOLIME B OKa3aHWM YCIYT CBA3U, AOIDKHbI BbITb aTTEeCTOBaHbI B yCTaHOBMNEH-
HOM nopAake.

3.1.2.5 Tpu okazaHUM ycnyr nepcoHan, HenocpeacTBEHHO B3aUMOAENCTBYIOLLNIA C KNUEeHTaMN, AOMKEH
NposiBNsATb K KNMEHTaM MakCcMMaribHble YYTKOCTb, BEXIMBOCTb, BHUMAHWE, BbIAEPXKY, NPeaycMOoTpUTenb-
HOCTb, TepneHue.

3.1.2.6 CseaeHuUst NTMYHOTO XapakTepa O KNMeHTax, CTaBLUMe U3BECTHBIMU COTPYAHMKAM NPU oKasaHUu
YCIyr CBAI3W, COCTaBnsAT npodeccuoHanbHyto TanHy. CoTpyaHUKM, BAHOBHBIE B pasrnalleHnn npodeccuo-
HanbHOW TalHbl, HECYT OTBETCTBEHHOCTb B NOpsiAKe, ycTaHoBreHHoM Poccuiickon denepauuei.
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3.1.3 Cucrema ynpaBneHusi opraHusauueil CcBA3M B LENOM U YnNpaBrieHUs KayecTBOM
oKa3bliBaeMbIX YCIyr CBA3U

3.1.3.1 Cuctema ynpasrneHusi opraHusaumein cBssn B Lienom gosmkHa obecneynBaTbh AeATENbHOCTD,
HanpaBneHHY Ha MosfiHoe YAOBMETBOPEHUE HYXA KIUEHTOB, NoBbileHne 3¢eKTUBHOCTU MU MNOCTOSAHHOE
COBEpLUEHCTBOBaHMe NpoLEecCcoB OKasaHus yCnyr CBs3n.

3.1.3.2 CucTema ynpasrieHuUs Ka4eCcTBOM YCIyr CBA3N BXOAMT B COCTaB CUCTEMbI YNIPaBeHNs opraHnsa-
LMelt cBs3n B LienoM 1 dommkHa obecneunBaTh BbINOMHEHWE YCTaHOBNEHHbBIX TpeBoBaHW K kavecTByY yenyr n
NOBbILLEHWE KayecTBa yCnyr, ynpasnss BceMu pakTopamMu, 0T KOTOPbIX 3aBUCUT KAYECTBO Ha BCEX aTanax Xus-
HEeHHOro LKna ycryru.

3.1.3.3 OcHoBHble 3a4a4n, KOTOpble JoSKHA peLlaTb cMcTeMa ynpasneHuUs Ka4eCcTBOM YCNyr CBA3N:

- ycTaHoBrneHne TpeboBaHW K Ka4eCTBY YCyr CBA3W — onpeaerieHne coctaBa nokasartesen, olueHnsa-
tOLLIMX YCIYT, U HOPMAaTWUBOB;

- obecneyeHvie BbINOMHEHNSA YCTaHOBMNEHHBIX TpeboBaHW NyTeM NpoBeAeHNs TeXHUYECKUX, OpraHu3a-
LUMOHHbIX, UOEOMOrNYECKNX U APYTUX MEPOMNPUATUNA;

- NpoBefeHWe NpoBEPKN COOTBETCTBUSA YCTaHOBMEHHBIM TPeBOBaHNAM MyTeM NMOCTOSIHHOTO KOHTPOMS,
BHYTPEHHUX 1 BHELUHNX ayAUTOB KavyecTBa yCnyr;

- HemnpepbIBHOE COBEPLUEHCTBOBaHME YCIyr 1 NPOLECcCoB UX OKasaHWs Ha OCHOBE MpoBeaeHNs onepa-
TUBHBIX U MIAHOBBLIX MEPONPUATUI NO pesyfbTaTam OLEHKM.

3.1.3.4 PykoBoauTenb opraHvMsauumn CBSA3WM HeCeT MOMHYH OTBETCTBEHHOCTb 3a MOMUTUKY B obnactu
KavecTBa ycnyr, npeactasnstoLyto cobol cTpaTeruto, Lenu, 3agavm M OCHOBHbIE HanpaBeHUs AeATENbHOCTH
opraHusauum B obnactu kavectsa. PykoBogutens opraHvsaLMm cBssn gomkeH obecneunBaTth pasbsiCHEHUE U
AoBefieHne 3ToM MONNTUKU 0 BCEX CTPYKTYPHBIX MogpasgeneHnii U CoOTpyaHUKOB opraHusaumn, onpeaenntb
MOMHOMOYUSA, OTBETCTBEHHOCTb U B3aMMOAENCTBUE BCEro nepcoHana, oCyllecTBSAOWEro pykoBOACTBO,
NCNOMHEeHWe YCNYT U KOHTPOb AeATENbHOCTA, BIINAIOWEN Ha Ka4YeCTBO YCNyr.

3.1.4 BHewHsaa cpepa

3.1.4.1 TMoTpebHoCTN U oXMaaHWsa noTpebuTenein 4OMKHbLI BbITb NONMOXEHBLI B OCHOBY TpeboBaHWMiA kK
ycriyram cBsi3u, B TOM YMCIE K Ka4eCTBY YCIyr CBA3N.

3.1.4.2 MoTpebuTens Bnpase noTpeboBaTh NpeaocTaBneHus HeobxoauMoi n 4oCTOBEpPHON Hopma-
Lmn 06 ycnyrax ans obecneyeHns ux KoOMneTeHTHOro Bblbopa.

3.1.4.3 EguHblinogxoa KoueHke KayecTBa ycnyr cBa3v obecrneumBaeTcsi HopMaTUBHBIMU AOKYMEHTaMU
dheaepanbHbIX OPraHOB UCMOSTHUTENBHOW BNAcTU.

3.1.4.4 depepansHoe rocyaapcTBEHHOE yHUTapHOe nNpeanpusitTue «POCCUncKMii HayYHO-TEXHUYECKUIA
LeHTp HdopmMaLnm no ctaHaapTusaunun, MeTposiormn 1 oLeHKe cooTBeTCTBUA» PeepanbHOro areHTcTea No
TEXHUYECKOMY perynupoBaHuio n MeTponorn nsaaeT ctaHaapThl HA OCHOBHbIE NOKa3aTeny kayecTBa pasnuy-
HbIX YCRYr CBA3MU.

3.1.4.5 ®epepanbHbIii opraH UCNONHUTENLHOM BNacTu B o6nactu ceasm (MMHUCTEPCTBO CBA3N U Macco-
BbIX KOMMYHUKALIMIA) B paMKaXx MOMTHOMOYUI NO YyCTaHOBMNEHUIO TpeboBaHWM K OKa3aHUIo YCIYT CBSI3U, B TOM YUC-
e yHuBepcanbHbIX, onpeaensieT HOpMbl NoKasaTernen KayecTsa yCcryr.

3.1.4.6 B ycnosusix KOHKypeHLMW opraHusaummn Ao6poBONbHO paclLMpsIOT COCTaB nokasaTenei kadec-
TBa NpeaocTaBNAEeMbIX YCIyr U 3asBnAoT 0 bonee XXeCTKUX HopMax 3TUX NokasaTenei.

3.1.4.7 BHewWwHAA cucTeMa KOHTPONA 3a KaYeCTBOM YCMyr CBSI3W AOMKHA BKIlOYATb B cebs1 KOHTPOnb,
KOTOPbIN OCYLLECTBAAIT:

- rocyaapcTBeHHble opraHbl — ®eaepansHas cnyx6a no Haasopy B ccepe CBA3U U NOABEAOMCTBEHHbIE
el rocyaapcTBeHHbIe yupexaeHus B cybbekTax Poccuiickon ®egepaumm, uHble hegepanbHbie opraHbl UCnos-
HUTENbHOWN BRACTU, rocyAapCTBEHHbIe YYPEXOAEHUA U OpraHnsauun B npegenax Ux KoMneTeHUMn n nonHo-
MOMUIA;

- He3aBUCUMbIe cepTUUKaLMOHHBIE OpraHbl, OCYLECTBNAILWMNE ayauT KavyecTBa ycryr no 4obpoBonib-
HOW NHULUMaTUBE OpraHn3auuii — onepaTopoB CBA3N;

- obwecTBeHHbIe 0bbeanHEHNs!, 3aHUMaIOLLMECA B COOTBETCTBUN C UX yUpeanUTerbHbIMA IOKYMEHTamn
3aLMTON NHTepecoB NoTpebutenen ycnyr cBA3M.

3.2 OueHka KayecTBa ycnyr cBA3U

3.2.1 OueHka kayecTBa ycnyr CBsi3W OCHOBaHa Ha creyowmx NnpuHumMnax:

- OLleHKa KavecTBa ycnyr, NPOBOAMMASA C NO3ULUU NONb3OBaTENs;

- obecneyeHue NONHOTLI OLLEHKU Ka4YecTBa YCNyr;

- NCMONb30BaHWEe CUCTEMbl KONMYECTBEHHOM OLEHKW KayecTea yCnyr.

3.2.1.1 OcHoBHOM NOAX0A K OLeHKe KauecTBa yCnyr CBA3W AOMKEH COCTOATb B TOM, UTO MHEHUE NOfb30-
BaTens npeAcTasnsaeT coboii KOHeUHYo Mepy KadecTBa ycnyr. MpuaToMm cuctema nokasaTtenen kayectsa ycny-
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M OOSKHA XapakTepu3oBaTb OCHOBHble MOTpebuTenbckue CBOWCTBA YCNYrn: OOCTYNHOCTb, HaAeXHOCTb,
KayecTBO 0bCny>KMBaHUs 1 ap.

3.2.1.2 Cuctema nokasaTefieil KadecTBa YCMyrM [OOIMDKHA XapaKTepu3oBaTb OCHOBHble NOTpPebu-
TenbcKkne CBOWCTBA YCMyrn Ha BCex aTanax ee okasaHus: 4oCTyna K ycrnyre, cobCTBeHHO NpedocTaBneHust
yCnyru, NoaAepKKA YCIyri.

3.2.1.3 W3-3a HeoT4eNMMOCTM NpoLiecca NpoM3BOACTBa OT npoLecca noTpebneHunst ycnyr cBa3mn cucte-
Ma nokasaTteniei kadyecTBa ycnyr AoJkHa BKovaTth B cebs Hapsiay ¢ nokasaTtensmmn kayecTsa paboThl ceTu
3NEKTPOCBA3N NoKasaTenu kayecTsa 06cnyXnBaHus nonb3oBaTenein.

3.2.1.4 C uenbto oxapakTepusoBaTb KAYECTBO YCIyrM HeobXoAMMO NPUMEHATL Takne MeToabl cbopa n
06paboTku nHdopmMaLMmn, KOTOpPbIE MO3BOMSAOT MOMYYUTb KOMUYECTBEHHYIO OLIEHKY Ka4ecTBa YCIyri.

3.2.2 Nopapok npoBeAeHUA OL,EHKU KayecTBa ycrnyr CBA3MU

OCHOBHEIE COCTaBMAOLLME 3NIEMEHTHI MPOBEAEHMWS OLIEHKM KavyecTBa YCIyr CBSA3U:

- naeHTUdmKauns ycnyru;

- onpeaerieHve 3TanoB okasaHus yCnyru;

- BblAerneHne noTpebuTenscKnx CBOMCTB yCryru;

- onpegerieHne coctaBa nokasaTenen kadecTsa ycnyru;

- onpeferieHne cocTaBa aTanoHHbIX (YCTaHOBIMEHHbIX) 3HAYEHWIA NoKasaTenel KadecTBa yenyru;

- BbIOOp MeToa0B cbopa AaHHbIX;

- c60p AaHHbIX;

- 06paboTKa AaHHBIX M KOHEYHas OLleHKa KavyecTBa YCIyriu.

3.2.2.1 VgeHTudmkauma ycrnyru OospkHa 3aknioyatbesd B OMUCaHUKM YCNYrM B TEPMUHAX, MOHATHBIX
notpeburtento n ncnonHutento yenyru. MNpu aToM onucaxnme ycnyri A0MMKHO BKIoYaTh B cebs cneaytowlee:

- onpegerneHne ycnyru;

- 0bLLyto XapaKTepncTuKy yCrnyri, NpeaocTaBnsoLLyo pacluMpeHHoe TONKOBaHWe onpeaeneHus u otpa-
XKaloLyH CYLLIHOCTb NPaKTUYecKon peanusaumm ycryri n obnacTtb ee BO3MOXHOIO UCMOb30BaHNS noTpebu-
Tenew;

- onucaHue BO3MOXKHOCTEN YCryri, okasbiBaemMoin noTpebuTento;

- onucaHue ocobeHHOCTEeN TEXHNYECKON peannaaunm ycryru;

- anropyuTM oKasaHus ycryru notpebutento, oTpaxawLwuii B3aMMOCBs3b NPoLLEeCcCoB B3auMoaencTBUS
nonb3oBaTenNs U orepaTopa CBSA3U NPU OKasaHU1 yCryri;

- onMcaHue (PUHaHCOBbLIX YCIOBUA OkasaHusa ycnyru (dopma pacyeTa, ocobeHHOCTM Tapudumkauum
nap.);

- onuMcaHue ocobeHHOCTEN opraHusaunn crnyxbbl NOAOEPXKKA YCMYrn, OKasblBaloLLEn TeXHUYECKoe U
MHOPMaLMOHHOE CONPOBOXAEHME YCMYT (peXuM paboThbl, KOHTAKTHbIE AaHHbIE 1 Ap.), a Takke NpeaocTas-
naeMbIX 3TON cyx60 BO3MOXHOCTE NoNb30BaTeN!o;

- nopsiaok ohopMAeHUs yenyru;

- CPOKM OKa3aHns ycnyru.

3.2.2.2 Kaxabli 13 3TanoB okasaHWs yCcnyr AorkeH oTpaxaTtb B3anMoeCcTBUE Nosb3oBaTens ¢ one-
paTtopoMm CBSA3W Npu nonydeHun ycnyrn. CoOBOKYNHOCTb 3TanoB AorkHa OblTh NpeacTaBneHa «ANropuTMom
okasaHus ycnyrny». OCHOBHbIE 3Tanbl OKa3aHWst yCnyr Kaxaoro Buaa:

- NpeABapuUTENbHbIA 3Tan (NPUeM 3asiBKM OT NMONb30BaTeNs, 3aKkroyueHe JoroBopa uT. 4.);

- 9Tan cobCTBEHHO OKa3aHUs yCryr nonb3oBaTento;

- pacyerT 3a ycnyry;

- noagepxka ycryru.

3.2.2.3 Ana kaxgoro atana okasaHWa ycrnyrm Heobxooumo BblAeNUTb OCHOBHble NoTpebuTensckue
CBOWCTBA, XapakTepuayolime ee o6 beKkTUBHbIE 0COBEHHOCTU, NPOABNSIIOLLMECS NPK NoTpebneHuu.

OcCHOBHEbIE MOTPEBUTENLCKNE CBONCTBA YCINYT CBA3M:

- OOCTYMNHOCTb YCIyru;

- HaQEeXHOCTb (TOTOBHOCTb);

- 6ecnepebGoONHOCTS;

- Ka4ecTBO 0bCnyXMBaHMS Nonb3oBaTenen (Npu o6LLeHUU ¢ NEPCOHANIOM):

- Ka4eCcTBO Nepeaayu;

- Ka4eCTBO YCNyr B LLesiom.

3.2.2.4 Cncrtema nokasaTenen kadecTBa YCNyrm OOSDKHA OTpaaTb OCHOBHble MoTpebuternbckue
CBOWMCTBA KOHKPETHOW YCryrn NpUMeHUTENbLHO K onpeaeneHHoMy atany ee okasaHus. MokasaTenn JomkHb
6bITb NOANEXaLMMN U3MEPEHUIO 1 ONpedensieMbIMn AOCTYMHbIMN criocobamu cbopa n 06paboTkn AaHHbIX.

3.2.2.5 3TanoHHble 3HaYeHWsi NoKasaTesnen kauecTsa yCryr CBA3U A0 KHbI ObITb BEIOpaHbl 13 3Ha4YeHUN,
onpegeneHHbIX AeNCTBYIOLWEA HA MOMEHT MpoBedeHUsl OLLeHKW HOPMaTUBHO-NPAaBOBOW AOKYMEHTaLuMewn
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(cbepgepanbHbIMU 3aKOHAMW, TEXHUYECKUMW perfamMeHTaMu, cTaHgapTaMu, PYKOBOAALWMMKU [OKyMeHTaMu
nap.).

Mpu OTCYTCTBMM HOPMATUBHBIX U MPABOBLIX AOKYMEHTOB B KQYECTBE 3TaNOHHbLIX 3HAYEeHUA UCMONb3YIOT
BHYTPEeHHWe HopMaTKBbl NOKa3aTeriein KayecTsa onepaTopos CBA3U.

B kauecTBe BHYTPEHHMX HOPMaTUBOB NokasaTenen kayecTsa ycryr onepaTopoB CBA3U B MAPKETUHIOBbIX
Lensix MoryT 6blTb MCMOMb30BaHblI 6onee )XecTkne HopMaTUBLI MO CPABHEHUIO C YCTaHOBNEHHBIMU HOpMaTUB-
HO-NPaBOBON OKYMEHTaLNen.

3.2.2.6 MeTtoasbl, BeibupaemMble ans cbopa AaHHBLIX NpU NPOBEAEHUN OLEHKU KayecTBa YCryr CBSI3U,
O0MKHBI 0BecneynBaTh NOMHOTY, 4OCTOBEPHOCTL U 3hdEeKTUBHOCTL NONY4EHUA MHpopmaLun.

K ocHOBHEIM MeTodaM cb6opa AaHHbBIX 41151 OLLEHKN Ka4yecTBa YCIyT CBA3N OTHOCATCSl MeToAb!:

- NpoBeAeHNst KOHTPOIbHbBIX BbI3OBOB;

- aHanusa cTaTUCTUYECKUX AaHHBIX;

- aHanusa nepBUYHbIX JOKYMEHTOB;

- 3KCMEPTHBIX OLEHOK;

- NpoBefeHNs onpoca nosb3oBaTenen;

- NpoBeAeHNsI TECTOBbIX COeAMHEHUIA;

- NpoBeAeHNs UCNbITaHWIA C NOMOLL IO NPOrpaMMHbIX CPe/ICTB;

- NpoBeAeHNsI UCNbITaHWIA C MOMOLL bIO KOHTPOTbHO-U3MepUTENbLHOM annapaTtypbl.

3.2.2.7 C6op AaHHbIX criegyeT NPOBOAMTL B COOTBETCTBUN ¢ pa3paboTaHHOM NporpamMmoit paboT, KoTo-
pas OoMmKHa BKMoYaTb B cebsi npeAcTaBieHne BUAOB BLIMNOMHAEMbIX paboT, YCNOBUA, MecTa u BpeMeHn ux
npoBeAeHNUs], UCNOb3yeMbIX MeToA0B cbopa AaHHbIX, OTBETCTBEHHbIX NALL.

3.2.2.8 O6paboTka AaHHbIX 4OMKHA ObITh BBINOMHEHA C UCMONb30BaHUEM MaTeMaTUKO-CTaTUCTUHECKUX
MEeTOAOB 1 C JOBEPUTENLHON OLIEHKOM Pe3ynbTaToB PacyeToB.

3.2.2.9 KoHeuHas oLeHKa KauecTBa ycnyr CBsI3u 0MKHa BKNoYaTh B cebs iBe cocTaBnsowme:

- OLLeHKY COOTBeTCTBMSA (hakTUYECKOro 3HauyeHusi nokasatenen Ux aTanoHHbIM (yCTaHOBMNEHHbIM) 3Ha-
YEHUAM;

- OLLeHKY CTeneH  BbINONIHEH WS 3TanoHHbIX (YCTaHOBMNEHHbIX) 3HaYEeHUI nokasaTenen.

3.3 lpeTeH3un K KavecTBY ycnyr cBA3nU. OTBETCTBEHHOCTb 32 Ka4ecTBO YCIYr CBA3U

3.3.1 ABOHeHT W/unn nonb3oBaTteb YCNyr CBA3U BNpase NpeabsBUTL NPETEeH3U0 onepaTopy CBsI3v 3a
HeucrionHeHne UM HeHagnexatliee UcnonHeHne oba3aTenbCTB NO OKa3aHUKo YCNyr CBSA3U B COOTBETCTBUN C
depgepansbHelM 3akoHOM [1] n nocTaHoBNeHnamn Mpasutensctea Poccuinckon ®eaepaumu [2], [3], [4], [5].

3.3.2 lMpeTeHsus, KOTOPYIO NPeAbABAAIOT B MUCbMEHHOW hopme, NOANEXUT perucTpaLium onepaTtopom
CBSI31 B A€Hb €€ MONyYEHNs U PaCCMOTPEHNIO UM B CPOK He Bonee 60 aHel ¢ AaThl perncTpaumu.

3.3.3 ABOHeHT u/unu nonb3oBaTenb ycnyr CBA3W BNpase nocnaTb xanoby Ha pewleHns u gericTeus (6es-
OeCTBNe) AOMKHOCTHOrO Nnua, ornepartopa CBA3U, CBA3aHHbIE C OKa3aHWeM ycnyr, B aApec aAMUHUCTPaTUB-
HbIX WNM cygnebHbix opraHoB B cooTBeTcTBUM ¢ PegepanbHbiM  3akoHoM [1] v nocTaHoBNeHUsiMU
MpasuTtenscTea Poccuiickoin degepaumn[2], [3], [4], [5].

3.3.4 3a HevcnornHeHWe UK HeHaanexawee UcNonHeHue 06a3aTenbLCTB Mo AOroBOPY OKasaHus ycnyr
CB$131, B TOM YMCIe NO KayecTBY YCNyr, onepaTop HeCeT 0OTBETCTBEHHOCTb B COOTBETCTBUM ¢ [MpaBunamMm okasa-
HWS ycryr cBA3W, yTBepxaeHHbIMU MpasuTenscTBoM Poccuitckoin ®eaepauuu [2], [3], [4], [5].

3.3.5 Bcny4yae HeHagnexallero okasaHus ycnyr cBsisn aboHeHT n/unun nonb3osaTtenb Bnpaee notpe6o-
BaTb 6€3B03ME3QHOr0 YCTPaHeHUs HeJoCcTaTKOB NMMH60 BO3MELLEHUA NOTepb, MMB0 COOTBETCTBYHOLLETO YMEHb-
LLEHNA CTOUMOCTU YCIYTN.
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