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Mpeancnosue

Lenu u npuHunnel ctangaptusauun B Poccuiickon ®egepaumm yctaHosrneHsl degeparnbHbiM 3aKOHOM
oT 27 nekabpsa 2002 r. N2 184-93 «O TeXHUUECKOM perynmpoBaHiny, a npasuna npuMeHeHns HauoHanbHbIX
ctaHaapToB Poccuiickoii degepaumm — FOCT P 1.0—2004 «CrangapTusaums B Poccuiickoih degepaumu.
OCHOBHbIE MOMOXeHNA»

CBeaeHUA o cTaHaapTe
1 PA3SPAEOTAH YupexaeHuem «LleHTp cepTudmnkaumm ycrnyr cBa3n»

2 BHECEH YnpaBneHueM pasBuTus, MHgopmaLoHHoro obecneyeHuns 1 akkpeautaunn degepanbHo-
ro areHTCTBa Mo TeXHNYECKOMY perynmpoBaHuio U MeTponorim

3 YTBEPXOEH W BBEJEH B JEWNCTBWE Mpukasom denepansHoro areHTCTea no TeXHN4ecKomy
perynuposaHuto n metponoriu ot 15 gekabps 2009 r. Ne 1195-ct

4 BBE[EH BIMNEPBbIE

UHpopmayust 06 usMeHeHUsIX K HacmosiueMy cmandapmy rybrukyemcsi 8 exe200H0 uzdasaeMoM UH-
ghopMauyuoHHOM yKasamene «HayuoHanbHele cmaHOapmbi», @ MEKCM USMEHEHUL U Nonpasok — 8 exxemMe-
CAYHO U30asaeMbix UHGhopMaUUOHHbIX ykasamensix «HauyuoHansHble cmaHdapmel». B cnydae nepecmompa
(3aMeHbI) unu ommMeHsl Hacmosiueeo cmaHdapma coomeemcemeyioujee ysedomneHue 6ydem ornybnuKosaHo
8 eXxeMecsIHHO u3dasaeMoM UHbopMayUOHHOM yKkazamerne «HayuoHarbHbeie cmaHdapmely. Coomeemcmey-
rowjast UHgbopMauusi, yeedoMIeHUe U meKcmbl pa3mMetaomcest makxe 8 UHGhopMaluoHHoU cucmeme obue2o
10J/1b308aHUST — Ha ohuyuaibHoM calime ®edepalibHO20 azeHmemea o MeXHUYECKOMY pezynuposaHuo u
Memporioauu 8 cemu ViHmepHem

© CraHaaptuHdgopm, 2011

Hactoawui ctaHaapT He MoxeT 6biTb NONHOCTBIO UMK YacTUYHO BocnpousseneH, TupaxuposaH 1 pac-
NpocTpaHeH B kayecTBe odnLmMansHOro usgaHua 6es paspelweHusa PeaepanbHOro areHTCTea No TeEXHUYEeCKo-
My perynmposaHuio u MeTpoJiormum
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BBegeHue

YcTaHoBNEHHbIe B CTaHgapTe TepMUHbl pacnonoXeHbl B CUCTEMaTU3MPOBaHHOM Nopadke, oTpakako-
wem CUCcTemy NOHSITUIA AaHHON 0BnacTu 3HaHUsI.

Ans kaxgoro NoHATUA yCTaHOBNEH OAunH cTaHOapTU30BaHHbIA TEPMUH.

Hanunuune KBagpaTHbIX ckobok B TepMVIHOJ'IOI'VIHeCKOI?I cTaTbe 03HayaeT, YTo B Hee BKIIoUeHbl ABa unn 6o-
nee TepMnHa, UMeoLmnx obwue TepMUHO3NeMeHThl. B andasuTHOM yKasaTtene gaHHble TepMUHbI NpUBeOeHbI
OTAesIbHO C yKa3aHMeM HoMepa CTaTbu.

Mpn npmeHeHUW HacTosILero cTaHgapTa NpuBeAeHHbIe onpeaeneHnst MOXHO rnpu HeobXxooMMOoCTH n3-
MEeHATb, BBOAA B HUX MPOU3BOAHbIE NPU3HaKNU, packpbiBad 3HAa4Y€HUA UCTMONb3yeMbIX TEPMUHOB nnn yKasbl-
Basi 0ObeKTbI, OTHOCALLMECS K onpeaendaemMomMy noHATULO. 3TN N3MeHeHNs He OOMKHbI HapywaTtb obbem un
coaepXaHue NMOHATUNA, onpeaeneHHbIX B HAacTodllemM ctaHaapTe.

3a OCHOBHOW YacTbio HACTOALLEro CTaHdapTa npueeieH aﬂ(t)aBl/lTHblI;l yKasaTtellb TepPMUHOB.
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HAUUWOHANBbHBIA CTAHOAPT POCCUMNCKOWNW ®EOAEPALUUNMN

KAYECTBO YCIYI CBA3U
TepMuUHbI U onpegeneHus

Quality of communication services. Terms and definitions

Dara BBegenna — 2011—01—01

1 O6nactb NpUMeHeHnA

HacToswuia ctaHaapT ycTaHaBnMBaeT TePMUHbI U onpeaeneHns NOHATUIN B 0bnacTu ynpasneHnsa kavec-
TBOM ycnyr B chepe TeneKoMMYHUKaLWIA.

TepMUHbI, yCTaHOBMEHHbIE HACTOALWMM CTaHAapTOM, 06a3aTesNbHbI 4N NPUMEHEHUA BO BceX Buaax Ao-
KyMeHTaLuUn 1 nnTepaTypbl (MO AaHHON Hay4YHO-TEXHUYECKOWN oTpacniu), BXoaawmx B cpepy paboT no ynpas-
NEHUIO KAYECTBOM YCNyr CBA3W UMM UCNONb3YIOLWMX pe3ynbTaThl 3TUX paboT.

2 TepMuHbI U onpeaereHus

2.1 Yenyru cBsAsu

2.1.1 ycnyra aneKkTpocBsi3u: Ycnyra, 3aknodaolasca B npueme, obpaboTke, xpaHeHuu, nepeaaye u fo-
CTaBke coobLLEeHN 31eKTPOCBA3N.

2.1.2 ycnyranpucoeguHeHuA: Ycrnyra, HanpaBneHHas Ha yAOBNeTBOpeHUe NoTpeBGHOCTU onepaTopos CBA-
31 B OpraHvM3aLum B3anMoaencTBUsi ceTell 3MEeKTPOCBSI3N, MPU KOTOPOM AOIDKHLI BbITb 06ecneyeHsl yCTaHoB-
neHve coeavHeHWsa U nepedada WHopMaLumM Mexay Monb3oBaTensaMu B3auMOAENCTBYIOWNX ceTen
3MeKTPOCBA3N.

2.1.3 ocHoBHas [6a3oBas] ycnyra anekTpocBA3W: Ycnyra, onpegensieMas OCHOBHbLIM HazHa4YeHNeM CryXx-
6bl 3MEKTPOCBSA3M U NpeJocTaBsemMas Nofb30BaTento Npu KaXaoM ero obpalleHun k cnyx6e anekTpocsasu.
2.1.4 pononHWTenbHasA ycnyra anekTpocBasu: Jliobas ycnyra anekrpocsaAsun, NpeaocTasnaemasn cnyxoon
(UNn ceTblo) aNeKTPOCBA3N B ONOMHEHNe K ee OCHOBHOW [6a30BoM] ycnyre (Mnu ycnyram) anekTpocBasun co-
rMacHo ABHO BbIpaXXeHHOMY 3anpocy nofib3oBaTens.

2.1.5 TpagULMOHHbIe YCNyr 3NeKTPOoCBA3MN: YCNyru, NpegocTasnsiemble CroXNBLLMMAUCA N LUMPOKO pac-
npocTpaHeHHbIMU CryX6amn 3MeKTPOCBA3N.

2.1.6 yHuMBepcanbHble YCNYru cBa3n: YCnyru cBsisn, okasaHne KOTopbIX NI0BOMyY Nonb3oBaTento yenyr caa-
31 Ha Bcel TeppuTopun Poccuiickon PegepaLun B 3agaHHbIA CPOK € YCTaHOBMNEHHBIM KA4eCTBOM U Mo AOCTYM-
HOW LieHe oBsi3aTerlbHO ANs ONepaTopoB YHUBEPCAnbHOrO 06CnyXusaHns.

2.1.7 3aka3s Ha ycnyry: [orosop mexay notpebutenem u UcnonHUTENem ycnyru, onpeaensamowmi opnau-
yeckne, 3KOHOMUYECKNE N TEXHNYECKNE OTHOLLEHWUSA CTOPOH.

2.1.8 pesynbTtar ycnyru: PesynbTaT AeATeNbHOCTU NPeAnpuUATUA, OpraHusauun Unn UHAMBUAYanbHOro
npeanpuHUMaTens no okasaHuio ycryru, HanpaeneHHoW Ha YAOBNeTBOPEHNe COOTBETCTRYIOWen noTpebHoc-
T noTpebutens.

2.1.9 okasaHue [npepoctaBneHue] ycnyranekrpocBasu: [leATenbHOCTb UCMONHUTENA YCNYr No Nnpuemy,
0bpaboTke, XpaHeHuIo, Nnepeaaye 1 4OCTaBKe COOBLEHUI 3NEKTPOCBA3N.

2.2 CybneKkTbl okazaHusi ycryr CBA3U

2.2.1 ucnonHutenb ycnyru: lNpeanpusatve, opraHusauna UNu npeanpuHUMaTenb, oKasbiBaOWWA yCnyry
notpeburenio.

Uspanune opmumnansHoe
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2.2.2 notpebutens ycnyru: dusndeckoe Unu topuanHeckoe Nuuo, nosnydaiollee, 3akasbisarowiee UM uMe-
toLlee HaMmepeHne MoyYUTb UNK 3akasaTb YCRyry Ans COBCTBEHHbIX HYXA,.
2.2.3 onepatop cBA3u: KOpuanyeckoe NUUO UNU MHAVMBUAYaINbHBIA NpeanpuHUMaTeNb, OKa3sbiBaloWM
YCyrn CBSI3U HA OCHOBaHWUU COOTBETCTBYIOLLEN NULEH3UN.
2.2.4 aboHeHT: [Monb3oBaTenb yCciyr cBA3W, C KOTOPLIM 3akniodeH AoroBop 06 okasaHUU Takux ycnyr npy Bbl-
AeneHun gns aTux Lenein aboHeHTCKOro HoMmepa WK YHUKanbHoro koga naeHtudukaumm.
2.2.5 nonb3oBaTtenb Ycnyr cBA3u: Pusnyeckoe nnu lopuamHeckoe nULLo, 3akasbisatowwee U/unm Ucnonb3ay-
toLee yCnyru casau.

2.3 O6cnyxuBaHue noTpebuTtenen
2.3.1 obcnyxuBaHue notpebutensa ycnyru cBA3uU: [JesaTenbHOCTb UCMOMHUTENS YCAYrU CBA3W, Ocylle-
CTBNsiIEMast Npy HenocpeACTBEHHOM KOHTaKTe ¢ NoTpebuTenem 3Ton ycnyri.
2.3.2 metop [cnoco6] o6cnyxuBaHna notpebutenein: Metog [cnocob] peanusauun notpedbutensm npo-
AYKLUMK, OCYLLECTBINEHUS OpraHU3aLoHHBIX MeponpUATUA B NpoLlecce NpeAoCTaBNeHUs yCnyru.
2.3.3 dopwma o6cnyxuBaHua noTpebutenei: PasHOBMAHOCTb UNK codeTaHne MeToaoB [cnoco6os] o6eny-
XUBaHUs noTpebuTenen.
2.3.4 ycnoBusa o6cnyxuBaHus notpebuteneit: CoBOKYNHOCTb (hakToOpoB, BO3AEUCTBYOWUX HA NOTPe6u-
Tensa B npolecce NpeaocTaBieHus YCnyru.
2.3.5 BpemAa o6cnyxuBaHua notpedburenei: Mepunod BpemMeHW, B TeHeHUe KOTOpPoro notpeburens B3aun-
MOAENCTBYET C UCMOMHUTENEM YCIyriA.
2.3.6 npaBuna o6cnyxuBaHUA notpebutenen: [JOKYMEHT, yCTaHaBMMBAIOWMIA pernameHT U yCnoeusa o6-
CnyXuBaHusi NoTpebuTenei n cogepxalluin CooTBeTCTBYOLWME TpeboBaHNS U HOPMBI.

2.4 KauecTBO yCcnyr cBsi3u

2.4.1 kavecTBO ycnyrcBA3n: CTeneHb COOTBETCTBUSI NMPUCYLLMX YCIyraM CBA3N XapakTepucTuK TpebosaHu-
SIM, YCTAHOBMEHHBbIM HOPMaTUBHBLIMW JOKYMEHTaMM.

2.4.2 kavecTBO 06CNyKMBaHMA nonb3oBaTtenen ycnyr cBA3n: COBOKYNHOCTb 3KOHOMUYECKUX, colmanb-
HbIX U ApYyrux nokasaTenemn (napaMeTpoB YCryr CBA3N), OLeHMBaEMBIX C MO3UUMK Nonb3oBaTenen u xapakre-
PU3YIOLLMX CTENEHb UX YAOBNETBOPEHHOCTUN KAYECTBOM STUX YCIIyT.

2.4.3 kayecTBO paboTbl ceTu anekTpocBa3u: COBOKYNHOCTb Nokasatenei [napameTpoB ceTU 3NeKTpOCBS-
31], XapakTepusyoLMX Ka4eCcTBO NPOU3BOACTBA YCIYT AM1EKTPOCBSA3U Ha pasfiMUHbIX y4acTkax ceTu U no ceTn
3M1eKTPOCBA3N B LierioM (0T aboHeHTa 4o aboHeHTa) B COOTBETCTBUM C TEXHUYeCKUMU TpeboBaHMsMU K 0bopy-
O0BaHWIo 1 kKaHanam CBsI3W, a TakkKe YPOBHIO TEXHUYECKOW aKCMIyaTaumMm aTUX cpeaicTB.

2.4.4 ynpaBneHue Ka4ecTBOM ycnyr cBaA3n: [leATenbHOCTb UCMIONHUTENA YCIYr No YNpasBreHuio yeryra-
MW CBSI3W, HaMpaBfeHHas Ha BbINONHeHWe TpeboBaHNA K UX KaYEeCTBY.

2.4.5 obecnevyeHue kKauecTBa yCnyr cBa3un: [JeaATensHOCTb UCMONHUTENS yCryru, HanpasrieHHas Ha co3fa-
HWe YBEPeHHOCTH, YTO TpeboBaHMA K KayecTBY GyAyT BbINOSHEHDI.

2.4.6 cucTtema ynpaBneHUs Ka4ecTBOM ycnyr cBsa3n: COBOKYMHOCTb OPraHU3aLOHHON CTPYKTYpPbl, OTBET-
CTBEHHOCTM 1 MOMHOMOYNIA NepcoHana, npoueayp, NPoLEeccoB U pecypcoB, obecneymBaoLmMx ocyLlecTBe-
HWe ynpasneHus Ka4ecTBOM YCnyr.

2.4.7 ypoBeHb kavyecTBa ycnyru ceasu: OTHOCUTENbHasi XapakrepucTuka KayecTsa ycryru CBsisn, OCHO-
BaHHas Ha cpaBHEeHUU hakTUIEeCKUX 3HaUYeHWIA NokasaTenen ee kKayecTsa ¢ HOPMaTUBHBLIMU 3HAYEHUSIMU 3TUX
nokasaTenen.

2.4.8 craHpapt kadecTBa Ha ycnyry: CtaHaapT, ycTaHaBnuBawoLwWwuii TpeboBaHns, KOTOPbIM AOIDKHa yA0B-
NeTBOPATL ycnyra ¢ uenblo o6ecneunts COOTBETCTBUE €€ HasHauYeHUIo.

2.4.9 npaBuna okasaHua ycnyr: [OKyMeHTbl, ycTaHaBnuBawoLwme nopsiaok, cobniogeHme kKotoporo Heobxo-
OUMO ANs BbINOSTHEHUA KaKUx-Nnbo g4encTBUiA NpU okaszaHUA yCNyru.

2.4.10 nonoxeHusa: [JoKkyMeHTHI, codeTalowme npasuna u HopMbl.

2.4.11 UHCTPYKUUU: [JOKyMEHTbI, onpeaensiowme nocneaoBaTesilbHOCTb U TEXHONOIIO BbiNofnHeHus pabot
npu oKasaHuu ycnyru.

2.5 KoHTponb KayecTBa ycnyr cBA3u

2.5.1 oueHKa KavyecTBa ycnyr CBA3U: Onpe,qeneHme nokasatesnen kauecTsa ycnyr CBA3N C y4eTOM AOCTO-
BEpPHOCTU W/MnN TOYHOCTUN KONMUYECTBEHHBIX 3HAYEHWUNA.

2.5.2 KOHTpONb KavecTBa ycnyr CBA3U: MNpoBeaeHne NMpoBepkU COOTBETCTBUSI MOKasaTenend KayecTsa
ycnyr CBA3U yCTaHOBNEHHbIM TpeﬁOBaHMﬂM.

2
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2.5.3 HopMaTuBHas 6a3a kavyecTBa ycnyru: COBOKYNHOCTbL MoKasaTenel KauecTsa ycnyru, nx pernameHTu-
pYyHOLLUX 3HAYEHUA N MeTOA0B UCTBITaHWUA.

2.5.4 MeToAMKa KOHTpONSA KavecTBaycnyr: YCTaHOBMEHHasi COBOKYMHOCTL onepaunii n npasun onpeaere-
HWS MoKasaTenen kKa4ecTsa U MPOBEPKM COOTBETCTBUSA 0BecrnevmBaeMbIX B CETU CBA3W 3Ha4YeHWI NnokasaTtenen
KayecTBa yCTaHOBMNEHHbIM TpeboBaHUsAM.

2.5.5 nokasaTtenb KayecTBa yCnyru cBisu: KonuyecTBeHHas XapakrepucTuka noTpebuTenbLCckoro CBON-
CTBa yCnyru cBs3u, NMo3BoNsoWas AaBaTb OLEHKY BbINOMHeHUs TpeboBaHWM K yCryre CBA3W U OXUAaHWA Mo-
Tpebutens.

2.5.6 ayguT kadecTtBa ycnyr cBA3u: [posBedeHne He3aBUCUMON OKYMEHTUPOBaHHON NPOBEPKN COOTBET-
CTBUWS NnoKasaTesen kayecTsa yCnyr CBs3N YCTaHOBMNEHHbIM TpeboBaHUAM.

2.5.7 ceptudpukauus ycnyr ceasu: dopmMa ocyLeCTBNAEMOro opraHom ro ceptTudmkaL M noaTeepKaeHUs
COOTBETCTBUSA YCNyr CBA3MN TpeboBaHNAM, yCTaHOBEHHBIM HOPMaTUBHBIMU JOKYMEHTaMM, UM YCIOBUAM [0-
rOBOPOB.

2.5.8 cucrema ceptudukauum ycnyr cBasu: CoBOKYNHOCTb Mpasus pyHKLUUOHNPOBAHUA CUCTEMBI CepTu-
cdmkalum, Nnpasun BeIMNoNHeHUs paboT no cepTudukaunm ycrnyr cBasu, a Takke ee y4acTHUKOB.

2.5.9 opraH no ceptucukauum ycnyr cssasu: OpraH, NpoBoAsLLNA cepTUUKaLUIO YCIYT CBA3M.

2.5.10 akkpeguTauusa opraHa no ceptucbukaumm yenyr casu: lNpouegypa, NocpeacTBOM KOTOPOW yNon-
HOMOYEHHBIN AN NpoBeAeHNs akkpeauTaLumn opraH ouLmanbHo NpUusHaeT NPaBoMOYHOCTL opraHa no cep-
TrdMKaLMmM yCryr CBA3M BbINMOSHATL KOHKPETHbIe paboThl.

2.5.11 3HaK cooTBEeTCTBUA: 3aperucTpupoBaHHbIii B yCTaHOBNEHHOM NOpSAAKe 3HaK, cryxXalunii Ana uHdpop-
MUpoBaHuWs NoTpebuTenel nNo npasunaM KOHKPETHOM cucTeMbl cepTUdUKaLMM O COOTBETCTBUN cepTudmun-
POBaHHOM YCryrn ycTaHoBMEHHbIM TpeBoBaHUAM.
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