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4 BBE[JEH BMNEPBbIE

lpasuna npumeHeHus Hacmosweao cmaHOapma ycmarosneHsi 8 FTOCT P 1.0—2012 (pa3den 8). Hgbopmayus
00 UBMEHEHUAX K HacmosujeMy cmaHOapmy nybnuxkyemcs e exegodHoM (no cocmosHuio Ha 1 aHeapsa mekyuwezo 2oda)
UHGQOpMaUUOHHOM yKasamene «HauuoHanbHble cmaHOapmbl», & oguyuansHbill mekem U3MeHeHUl U nornpasok — &
eXeMeCcaYHoM hopMayUoOHHOM yKasamerne «HauuoHanbHble cmaHdapmel». B crnyyae nepecmompa (3aMeHbi) unu
omMeHb! Hacmosaweeo cmaHdapma coomeememeyrowjee yeedomneHue 6ydem onybnukogaHo & bruxalueM ebinycke
eXeMeCayHo20 UHpOPMaUUOHHO20 yKasamena «HauuoHanbHble cmanlapmsbi». Coomeemcemeyoujas UHGOpMayus,
yeedomreHue U MmeKkcmbl pasMeu,aromcss makxe € UHGOpMaUUoHHOU cucmeme obuje20 [onb308aHuas — Ha
ogpuyuanpHom catime @edepanbHO20 a2eHMemea Mo MEexXHUYEeCKOMY peaynuposaHuio U Memponoauu & cemu
UnmepHem (gost.ru)
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Hacrosiwmii ctaHgapT He MOXET GblTb MONMHOCTLIO UMM YaCTUHYHO BOCMPOM3BEAEH, TUPAXUPOBAH M
pacnpocTpaHeH B KauyecTBe ouUManbHOro usganus 6Ges paspelwleHus degepanbHOro areHTcrsa no
TEXHUYECKOMY PEFYIIMPOBAHMIO U METPONOTUM
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HAUMWOHANBbHBIN CTAHAAPT POCCUUCKON OSGEJLEPALUUMNU

CucrtemMa HaLMOHaNbHbIX CTAHAAPTOB B 06/1aCTH Ka4ecTBa yCNyr CBA3N
KAYECTBO YCJIYT CBA3U

HopmaTuBHble 3HaYeHUs1 NokasaTerniell kauyecTBa ycryr CBA3U Ha 3Tanax B3aMmMoAencTBuA ©
notpedurenem

System of national standards for quality of telecommunication services
Quality of telecommunication services. Guideline values of quality indices of telecommunication services
at the stage of customer interaction

Dara BBeaeHns — 2015—01—01

1 Obnactb NnpUMeHeHUn

Hacroswwmii cranaapt ycTaHaBnuBaeT HOPMATMBHBLIE 3HAYEHUA nokasaTenen KayectBa ycnyr CBA3U
NPUMEHUTENBHO K 9Tanam OkasaHus yCnyr, CBSI3aHHbIM C B3aMMOAEHCTBUEM nepcoHana orneparopa CBsi3u 1
nonb3oBaTenein ycnyr CBs3mu.

Hacroswmit  craHaapT npejHasHayeH Ans  UCMONb30BaHUA  XO3AWCTBYIOLLWMMU  cyObekTamu,
AENCTBYIOLLMMU B OBSIACTU OKasaHUsl YCIyr CBSI3W, KOHTPOMMPYIOLMMM WX OpraHamu, BKNOYas opratbl
ceptucdukaumm, nNpeacTaBUTENAMU TOCYAAPCTBEHHbIX OPraHoB, OCYLECTBAAIOWUX perynuposaHne B
obnactu CBA3M, Hay4YHbIMU U NPOEKTHLIMM OPraHM3aumsaMu Npu paspaboTke ctaHaapToB B 06NACTH CBA3N, @
TaloKe NONb30BaTENAMMN YCNYraMmn CBI3u.

Ha ocHOBe HacTosLlero craHjapra XO3siACTBYIOLUMMM CyObekTamu, AeWCTBYOWWUMKU B 06nacTu
oKasaHua ycnyr cBs3u, MOryT GbiTb pa3paboTaHbl COGCTBEHHbIE (BHYTPEHHWUE) HOPMAaTUBHBLIE JOKYMEHTbI,
yCTaHaBnmBawwme TpeboBaHMA K nokasaTensam KadyecTBa YCNyr CBA3M HA dTanax B3auMOAencTBUA
oneparopa CBA3W U NOsb3oBaTeNs ycrnyramu.

2 HopmaTuBHbIEe CCbINKU

B HacTosLEM cTaHaapTe UCNONb30BaHbl HOPMATUBHbIE CChINKM Ha creayowme CTaHaapThbl:

FOCT P 53724-2009 KauectBo ycnyr cBasu. OGLimMe nonoxeHus

FOCT P 53731-2009 KauyecTtBO ycnyr cBA3u. TepMUHbI U OnpeaeneHns

MpumwmeyaHe— lNpn NoNb30BaHUN HACTOALWMM CTaHAAPTOM LienecoobpasHo MpoBepuTb AelcTBUe
CCLINTOYHbIX CTaHAapTOB B MHPOPMALIMOHHONM cucTeme obLyero nonb3oBaHusa — Ha oduynansHoM caiite PefeparnsHoro
areHTCcTBa No TexXHUYeCKOMY perynupoBaHUto U MeTporiornn no ctaHgaptniauun B ceTn MHTepHeT Unn no exeroaHo
usgaBaeMomy UHGPOPMaLMOHHOMY yKasaTemnto «HauuoHanbHele cTaHAapThI», KOTOPLIA ony6riMkoBaH No COCTOAHUIO Ha
1 AHBaps TekyLlero roga, U no BbIMycKaM eXeMecsa4yHOro WHPOpMaLMoHHOro ykasatens «HauuoHaneHele cTaHAapThI»
3a TeKyLmin rog. Ecnn 3amMeHeH cchinoyHblil cTaHAapT, Ha KOTopbl faHa HejaTupoBaHHasa cebifika, TO pekoMeHAyeTeA
ncnonb3oBaTh AeVICTByPOLL{yFO BepPCUKO 3TOrO CTaHjapTa C ydeTOM BCeX BHECEHHbIX B JaHHYHO BEpPCUto nameHeHuin. Ecnn
3aMeHeH CCbINOYHbIN CTaH4apT, Ha KOTOprVI AaHa JaTupoBaHHaA CCblflKa, TO peKoOMeHAYeTCA UCNoJib3oBaTb BEpPCUro
3TOr0 CTaHjapTa € YyKasaHHbIM BbIle FoAoM yTBepxaeHus (nNpuHaTtus). Ecnu nocne yTBepAeHUs HacTosLlero
CTaHhapTa B CCbINTOYHbIN CTaHAdapT, Ha KOTOpI:Il7I AaHa JaTupoBaHHaA CChblfika, BHECEHO U3MeEeHeHue, 3aTparmBarollee
nonoxeHwe, Ha KOTopoe faHa CChlJlka, TO 3TO MONOXEHNE peKoMeHAYEeTCA NPUMEHATb Oe3 ydyeTa JaHHOro USMeHeHUA,
Ecnn ccblnovHbli CTaHAapT OTMeHeH Oes 3aMeHbl, TO NonoXeHne, B KOTOPOM AaHa CChblfika Ha Hero, pekoMeHAYyeTCA
NPUMEHSATb B YaCTU, He 3aTparusatoLleil 3Ty CCbINKY.

3 TepMuHbI U onpeaeneHns

B HacTosiwem ctaHgapte npumeHeHsl TepMuHbl no FTOCT P 53731, a Ttakke cneayowme TEpMUHBI C
COOTBETCTBYIOLUMMU ONPeaeneHUAMMU;

3.1 B3aumopeincTBue nepcoHana oneparopa cBA3M ¢ notTpedSutenem (nonb3oBaTenem) ycnyr
cBasm: [Npouecc B3auMHOro obmeHa MHMOPMaLUMEn U OCYLLECTBNEHUS LieNeHanpaBneHHbIX 4eNCTBUN
CTOPOH, CBA3aHHbLIX C 0Ka3aHWEM YCIyr CBA3U HA COOTBETCTBYIOLLMX dTanax.

3.2 BOCTYNHOCTb CryX0bl: CnocobHOCTL cnyxbbl obecneunBaTt AOCTYN MONb3OBAaTENA B MOMEHT
3anpoca k cnyx0aMm, oTBevaloLUm 3a B3aUMOAEeNCTBUE C NONb30BaTENEM.

3.3 unpopmaTuBHOCTb: [oNHOE, AOCTOBEPHOE M CBOEBPEMEHHOE UH(OpMUpoBaHUe NoTpebuTtens o
opeaocTaBnaemMon yenyre
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3.4 HopmaTMBHOE 3HayeHWe noKasaTens kauyecTBa ycnyru: 3HauyeHue nokasaTensi Kayecrsa
yCNnyru, yCTaHOBIEHHOE pernameHTUpYoLWmnM JOKYMEHTOM, AEUCTBYIOLMM B TEXHONOrMYECKOM npoLecce
oKasaHuA yCnyru.

3.5 obpaweHne nonb3oBaTens ycnyr cBA3u: AKT B3aMMOZENCTBUA MONb30BaTeENsl YCIyr CBSA3U CO
cnyxbamu onepatopa CBA3M MO MHWLMATUBE MOJSIb30BATENS, HaNpaBnsLero B NMCbMEHHON UMKN YCTHOM
dopMe 3asiBrNeHue, MNPeanoXeHue, MpPeTeH3U0 B CBA3M C HEUCNONTHEHWEM WM  HEHAANEeXaLum
UCMOSIHEHMEM OMNepaTopom CBA3W 00A3aTenbCTB NO OKA3aHMIO  YCnyr CBA3W, unu obpaiyaiouleroca ans
YAOBNETBOPEHMUA NOTPEOHOCTU B UHGOPMALMK, CBA3AHHOW C OKa3aHMeM YCIyr CBS3W.

3.6 o6cnyxuBaHue obpaweHuin nonb3oBaTenieil ycnyr cBaA3u: KoMmnnekc onepauuit no npuemy
3asBNEHUN, NPEANIOXEHUN, MNPEeTEeH3U NONb30BaTeNsa YCMNyr CBA3W, NPeAOCTaBEHUI0O Heo6XxoauMOMN
UHOpMaLK 1 APYrMe MEPONPUATUSA NO NOAAEPKKE YCIyru.

3.7 noppepxka ycnyru: Bce meponpustua cnyxd onepaTtopa CBsi3u, HanpaBMnEeHHbIE HA obecneyeHne
KINMeHTY Haanexallero Kayecrea ycnyru.

3.8 nmoTpebutenbckoe CBOWCTBO ycnyru: [MONe3HOCTb yCnyru, ee CrnoCoOHOCTb YAOBNETBOPATb
Kakyto-nmbo notTpedHOCTL Nonb3oBaTens.

3.9 ycnewHoe o6paiieHue nonb3oBaTens ycnyr ceasu: ObpalleHne nonb3oBartens ycnyr CBA3u K
cnyx0e onepaTtopa CBsi3U, KOTOPOE 3aBEPLUMITOCH coAepKaTeNnbHbIM MHOPMALIMOHHLIM OOMEHOM.

4 KayecTBO ycnyr cBA3M Ha 3Tanax B3auMMOAeNCTBUS NepcoHana ¢
notpeéurenem

4.1 O6Ww e nonoxeHus

4.1.1 BsanmogelicTene nepcoHana onepatopa CBs3M ¢ notpebutensamu (nonb3oearensmu) ycnyr
CBA3M npeacraBnset coboin npouecc B3auMHOro o6MeHa uHdOpMauuen M OCYLLECTBIIEHMUA
LeneHanpaBneHHbIX 4eACTBUIA CTOPOH, CBA3AHHBIX C OKa3aHWeM yCryr CBA3M Ha COOTBETCTBYIOLUMX dTanax.

4.1.2 3Ttanbl okasaHua ycnyr cssasu cornacHo FOCT P 53724, npu OCyLeCTBREHUN KOTOPbIX
NPOUCXOAUT B3aUMOAENCTBUE NEpCoHana onepaTopa CBA3uU C NONb30BATENSAMMN YCNyr:

- MpeaBapuTenbHbIA 3Tan (NpUeM 3asBKM OT MONb3OBATEnsi, NPOBEpPKA HaNUuUA TEXHWUYECKOW
BO3MOXHOCTMW ANs AOCTYNA K yCnyre, 3aknoyeHne Aorosopa u .4.);

- pacyer 3a ycnyry;

- NoALEepKKa YCnyru.

4.1.3 KayecTBo ycnyr CBi3u Ha 3Tanax B3auMOAEWCTBMS NepcoHana ¢ nonb3oBaTensMu ycnyr, a
MMEHHO Ka4yecTBO OGCRyXuBaHWA MNonb3oBaTenel ycnyr CBs3u, BOCMPUHMMAETCS 4epe3 COBOKYMHOCTb
noTpebuUTenbCKUX CBOWCTB YCNYT, NPOSIBNSIOLLMXCSA HA STUX dTanax.

4.1.4 NoTtpebuTenbCckMe CBOWCTBA U COCTaB nokasaTenen KayecTsa ycnyr CB3u, UCMOMNb3yeMbIX ANA
KONMUYECTBEHHOW OLIEHKU KayecTBa 0OCNyXMBaHWUsi HA aTanax B3aumoaenCTBUA nepcoHana u notpeburenen
yCIyr CBA3K, NpuBeAeHbl B Tabnuue 1.

Tabnuua 1 - TlloTpebutensckme CBOWCTBA M NOKa3aTeNnu KayecrTBa YCnyr CBS3M Ha 3Tanax
B3aWMOJEICTBMSA NEPCOHANa U NonbL30BaTeNen ycrnyr cea3un
MoTpebutensckoe CBOMCTBO
HaumeHoBaHne aTana yenyr Moka3atenb kavecTBa ycnyru
MpeaBapuTenbHbIN aran | CBOEBPEMEHHOCTb n(unm) | Jonsa (NpoueHT) 3anBOK,
(npuem 3a9BKM OT | CKOPOCTb BbLIMOSIHEHUS AEWCTBUI | 0BCNYKEHHBbIX B npeaenax
nonL3oBaTens, npoBepka | MepCoHanoMm YCTaHOBJNIEHHOW HOPMbl BPEMEHM
HanuuuA TexHuyeckon | MHbopmaTuBHOCTb Hdona (npoueHT) nonb3oBaTenew,
BO3MOXHOCTW ANs AocTyna BbIPA3UBLLINX YAOBMNETBOPEHHOCTb
K ycnyre, 3akrniodveHue MHAOPMATUBHOCTbIO
aorosopa, Yno6c¢Teo " kynbTypa | ona  (npoueHT) nonb3oBaTeneu,
npefocTaBneHne AoCTyna K | o6enyxuBaHus BbIPA3UBLLINX yZI0BNETBOPEHHOCTb
ycnyre) yaoGCTBOM " KyNbTYpPO¥t
obcnyxuBaHus
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Pacuer 3a ycnyry

CBOEBPEMEHHOCTb Aencreun | Oons (npoueHT) cny4vaes
oneparopa, CBA3aHHbIX C | HApyLUEHUA HOPM BPEMEHWU nNpu
pacyeTamn 3a npeAoCTaBneHWe | pacyerax 3a npeaocTaBneHue ycnyr
ycnyr

npaBM]’IbHOCTb pacyeToB 3a ycnyru

Honsa (npoueHT) c4eToB ¢ owmMbKaMm

Hona (npoueHT) cny4yaes NOABNEHUA
npo6nem no BUMHE onepaTtopa CBA3W
npu pac4yertax 3a NPeaocTaBfieHHble
yCnyru no npegonnare

OGenyxmBaHue
oGpawyeHun
nonb3oBarenemn

JocTynHOCTb CnyObl

Dons (npoueHxT)
obpaiueHuii k cnyxbe

ycneLwHbIX

CBOEBPEMEHHOCTb U(UNKN) CKOPOCTb
BbINONHEHUS OEencTBumn
nepcoHarnom

Hona (npoueHT) o6pawyeHuin
none3oBarenen K onpeaeneHHon
cnyx0e, o0Cny>XeHHbIX B npeaenax
YCTaHOBIEHHOW HOPMbI BPEMEHU

Hons (NpoueHT) NMUCbMEHHbIX
npeTeH3ui nonb3oBarTerneu,
PaACCMOTPEHHBbIX B YCTAHOBIEHHbIW
CpoK

MHdopmMaTUBHOCTL

fOona (npoueHT) nonb3oBaTenewn,
BbIPA3UBLLMX  YAOBNETBOPEHHOCTb
MH(OPMATUBHOCTbIO npu
obcnyxunBaHum oGpaiyeHun
nonb3oBarenemn

YnobcTBo 7]
obcnyxuBaHus

KynbTypa

Oona (npoueHT) nonb3oBaTenen,
BbIPa3uBLUMX  YAOBJIETBOPEHHOCTb
yno6cTBoM 7] KynbTYpO#n
o6Cny>xuBaHus

TexHun4yeckas
ycnyru

noaJaepxKa

HocTynHoCTb CnyxGbl

Hona (NpoueHxT) yCneLwHbIX
obpaweHuin Kk cnyxte TexHU4EeCKOWN
noaaepXKu

CBOEBPEMEHHOCTb U(UNN) CKOPOCTb
BbINONHEHUs1 paboT

Honsa (NpoueHT) 3aABOK
nonsb3oBaTtenen B cBA3N c
BO3HMKHOBEHUEM OTKa30B
pPa3nuUYHbLIX BUAOB, NPU YCTPaAHEHUU
KOTOPbIX PEMOHTHbIE paGoTbl
BbINOMHEHbI B npegenax

YCTaHOBNEHHOTO CpoKa

KayecTBO TEXHWYECKON NOAAEPXKW
W BbINOSHEHUA paboT

[ona (NpoueHT) NOBTOPHbLIX 3asBOK
nonb3oBaTtenei O HEUCnpaBHOCTAX
(8 npepenax cpoka  rapaHTum
PEMOHTHbIX paboT)

YnobcTBO 7]
obcnyxuBaHus

KynbTypa

Hdonsa (npoueHT) nonb3oBaTenen,
BbIpa3MBLLMX  YAOBNETBOPEHHOCTb
yao6cTteoM 7] KynbTYpOn
obcnyxmBaHus PEMOHTHBIMM
cnyx6amu onepartopa

[MpumMedyaHune — lNokazaTenn KadecTsa B JaHHOMU Ta6nmue onpeaenAaAlTcd Kak gona oT O6LL[€F0 obbema
COOTBETCTBYHOLUX XapaKTepUCTuUK: HYucna nNoCTYNUBLUMX 3aABOK, 4uUCna ONpoLUEeHHbIX nonb3oBaTesiel, uucna
BbICTaBJ1€HHbIX CHETOB, YUCa NOCTYNUBLUNX B CJ'Iy)K6y BbI30OBOB U T.4.

4.1.5 KayectBo 00GCNyXMBaHUsi NONb3OBaTeENEl YCNyr CBA3WM NPU B3aUMOAEWUCTBUMM C NEPCOHArNoM
obecneynsaloT cnegytowme akTopbl, BAMAIOWME HA YPOBEHb NOKa3aTenen kayecTsa ycnyr, OLeHMBaeMbIX

Ha aTanax B3auMoaenCTBUSA:

- npodbeccuoHanuaMm paboTHUkos (kBanudukaLms, HanMuue TPEHMPOBOK M CNELUanbHOro 00yyeHus);
- KynbTypa noseaeHus n odweHus paboTHUKOB;
- YepTbl xapaktepa paboTHUKOB (YYTKOCTb, OT3bIBYMBOCTb, 40OPOTA U T.4.);
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- Hanu4yne KOMMYHUKaLMIA U MHPOPMALUOHHOTO 0OOMEHa BHYTPU KOMNAHUK — onepatopa CBA3M;

- CTENeHb NOAAEPKKU pabOTHUKOB MEHEKEPAMM;

- Hanuuue cTaHJapToB OOCMYXXMBAHUS U CUCTEMbl KOHTPONA KayecTBa 00CnyXmBaHus.

4.1.6 CraHpgapT ycTaHaBnMBaeT HOPMAaTUBHbIE 3HAYEHWS MoOKasaTernen KayecTBa ycnyr CBA3M Ha
3Tanax B3aMMOAENCTBMSA MepcoHana W MoNb30BaTENen YCnyr CBA3WM C  YYETOM peKkoMeHaauuii
MexxgyHapogHoro cotosa anekrpocsasu (MC3) [1], NONOXKEHUI POCCUNCKUX 3aKOHOAATENbHbIX JOKYMEHTOB)
[2], AevicTBYIOLWMX HOPMATUBHBIX AOKYMEHTOB oTpacnu ceasu [1], [2], [3], [4], a TakkKe C y4eTOM AaHHbIX U3
npakTUkM paboTbl POCCUNCKUX TENEKOMMYHUKALIMOHHBIX KOMMAHWUIA.

4.2 HopmMaTuBHbIe 3HAYeHUA NMOKasaTernen KayecTBa ycrnyr CBfi3U Ha 3Tanax B3auMoOencTBUA
nepcoHana ¢ norpeéurenem

4.2.1 HopmaTuBHblE 3HA4YEHWUs MNOKa3aTenen KayecrBa YCNyr CBA3M Ha dTanax B3aumMoOAenCTBuA
nepcoHarna c notpebutensmu (Nornb3oBaTensiMu) ycryr cBaA3n NpuBeAeHbl B Tabnuue 2.

Tabnuua 2 — HopMaTuBHble 3HA4YeHUs nokKasaTenen KadecrBa yCnyr CBA3WM HA 3Tanax
B3aMMO/ENCTBMSA NEPCOHaNa ¢ NonbL30BaTeNsAMU YCryr CBs3U

HaumeHoBaHue sTana HaumeHoBaHue nokasartens HopmaTtuBHOE 3HauYeHue
KavecTBa ycnyru nokasarens ka4ecTBa ycnyru

MNpeaBaputenbHbIn aran | dona (npoueHT) 3asBOK,
(npnem 3a8BKM OT | 0B6Ccny)XeHHbIX B Npeaenax 0,95
nonb3oBaTens, nposepka | YCTAHOBNEHHOW HOPMbl BPEMEHU
Hanu4usa TEXHUYECKOW | [lonsa (NpoLeHT) nons3oBaTenei,
BO3MOXHOCTU ANA AoCTyna K | Bbipa3uMBLUMX YAOBNETBOPEHHOCTb 0,75
ycnyre, 3aknioveHvwe [0roeopa, | MHOPMaTUBHOCTbIO

npegocrtaBneHne  gocryna K | fJona (NpoueHT) nonb3oBaTenei,
ycnyre) Bblpas3uBLLUUX YAOBNETBOPEHHOCTb 0.75
yao06CTBOM M KynbTypO#i ’
obcnyxnBaHua

Pacuet 3a ycniyry Hona (npoueHT) cnyvyaes HapyLLeHus
HOpPM BpEMEHU Npu pacyeTax 3a 0,05
npeaocTasneHne ycnyr
Jona (npoueHT) c4eToB ¢ ombKkamm 0,001
Hona (npoueHT) cnyvyaes NOABNEHUA
npobnem no BUHe onepaTtopa CBS3U
npu pacyeTax 3a NpeaoCTaBMNEHHbIE
ycnyru no npegonnaTe
Ob6cnyxueaHue ob6paiuenun | Jona (NPOUEHT) yCneLUHbIX 085
nonb3oBartenen obpaLleHwuii k cnyxbe ’
Honsa (npoueHT) obpaLleHuii
nonbL3oBaTenen K onpeaeneHHomn 08
cnyx0e, 06cnyXeHHbIX B Npeaenax ’
YCTAHOBJIEHHOW HOPMbl BPEMEHMU
[ona (NpoueHT) NMCbMEHHbIX
npeTeH3nit Nonb3oBaTenen, } 10
pacCMOTPEHHbIX B YCTAHOBNEHHbIN ’
CpOK

Hona (npoueHT) nonb3oBaTenen,
BbIPa3UBLUMX YAOBNETBOPEHHOCTb
MHCOPMATUBHOCTbIKO 0BCMYXUBAHUSA
obpaweHun

Lona (npoueHT) nonb3oBaTenen,
BbIPa3nBLUMX YAOBNETBOPEHHOCTb
yao6CTBOM U KyNbTypOr
o6cnyxnBaHna obpalleHun

0.1

0,75

0,75
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OkoHYaHuUe mabnuupi 2

TexHun4yeckas nogaepxka | dona (MPOUEHT) yCneLuHbIX
ycnyru obpaLleHuii k cnyxbe TeXHUYECKO 0,9
noaAepXKku

Honga (npoueHT) 3asBoK
nonb30BaTenen B CBA3N C
BO3HMKHOBEHMEM OTKa30B Pa3fNYHbIX

0,95*
BMAOB, MPU YCTPAHEHUU KOTOPbIX
PEeMOHTHbIE paboThbl BLINOMHEHLI B
npeaenax yCTaHOBNEHHOro cpoka
Honsa (NpoueHT) NOBTOPHbIX
3asABneHUI nonb3osarenen o 0,05

HeucnpasHOCTAX (B npeaenax cpoka
rapaHTMu peMOHTHbIX paboT)

Hona (npoueHT) nonb3oBaTenen,
BbIPa3uBLUMX YAOBMETBOPEHHOCTb
yao6CTBOM M KyNbTYpO# 0,75
006CNyXMBaAHUSI PEMOHTHBLIMM
cnyxbamu oneparopa

* 3HayeHue JaHHOro nokasarensa MoxeT 6biTb AnddepeHuUMpoBaHo B 3aBUCMMOCTI OT BMAa OTKa30B, HO
C Y4ETOM TOrO, YTO OnepaTopbl CBSA3M MOTYyT paspabaTbiBaTb CBOM KraccudukaTopbl OTKa30B, 3Ta
andpdepeHumaLms y pasHbiX 0NepaTopoB MOXET OTANYATLCS.
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Bubnuorpadus

PekomeHpaumn MC3 E-432, XKeHeBa 1996

deaepanbHbii 3akoH P® ot 07.07.2003 r. Ne 126-93 «O cBA3u»

Mpaeuna okasaHus ycnyr MECTHOW, BHYTPU3OHOBOW, MEXAYrOpOAHOW W  MEXAYHApPOAHON
Tened)OHHOI CBA3U. YTBEPXKAEHbI NOCTaHOBNEeHneM lMNpasutenscrea Poccuiickon deaepauum ot 18
Mas 2005 r. Ne 310

MpaBuna okasaHus ycnyr NOABWXKHON CBA3WU. YTBepxaeHbl [locraHosneHuem [lpasutenncTBa
Poccuiickon ®egepauyum ot 25 masa 2005 r. Ne 328

MpaBuna okasaHua ycnyr nepeaayu gaHHolx. YTBEpXxaeHol MocranosneHnem MNpaBurenscrea
Poccuiickon deaepauum ot 23 ausapa 2006 r. Ne 32

MpaBuna okasaHuA TeneMaTM4ecknux ycnyr cBsisu. YreepxaeHol MNocrtaHosneHuem MpaButenscrsea
Poccuiickon degepaumm ot 10 ceHTadpa 2007 r. Ne 575

YOK 006.1:654.01:658.64:006.354 OKC 03.120.10

KnioyeBble cnoBa: KayYecTBO Yycnyr CBfA3W, MNoOKasaTtenu Ka4vecrtBa, HOPMATUBHbIE 3HAYEHUA

rnokasaTeneu, B3anMoAENCTBME NEPCOHana ¢ NoNbL30BaTensAMmu ycnyr

MoanucaHo B nevats 22.12.2014. dopmaTt 60x84fe.
Yen. ned. n. 0,93. Tupax ak3. 3ak. 5229.

MoAroTOBMNEHO Ha OCHOBE 3MEKTPOHHOW BEPCUW, MPeAoCTaBlIeHHOW pa3paboT4ukoM cTaHfapTa

Oryn « CTAHOAPTUHPOPM»

123995 MockBa, paHaTHbIA nep., 4.
www.gostinfo.ru info@gostinfo.ru
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