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Mpepucnosue

Lienu v npuHumnel cTaHgapTm3auum B Poccuiickoin @efepaunm ycTaHoBneHbl defepanbHbiM 3aKOHOM OT
27 neka6bps 2002 r. Ne 184-d3 «O TeXHUYECKOM perynvpoBaHuu», a npasuia NPpUMEHEHNs HauUoHabHbIX
cTaHfapToB Poccuiickoii ®epepaunn — FOCT P 1.0—2004 «CtaHgapTtusauua B Poccuiickoii ®egepavuu.
OCHOBHbIE NOIOXEHUSA»

CsejeHnA o cTtaHAapTe
1 PA3BPABOTAH YupexgeHuem «LleHTp cepTudumkauny ycnyr cesasu»

2 BHECEH YnpaBneHuem pa3suTus, MHhopMaLMoHHOro obecneveHus nakkpegutauun degepanbHoro
areHTcTea no TeXHMYeCcKoMy perysimposaHunio 1 MeTposiorum

3 YTBEPXJAEH W BBEJEH B JEWCTBWE Mpukasom deaepansHOro areHTcTea no TEXHUYECKoMy
perynupoBaHuto n metponoruu ot 15 gekabpsa 2009 r. Ne 1196-cT

4 BBEJEH BMNEPBbIE

MHopmMauus 06 U3MEHEHMSAX K HACTOSILLLEMY CTaHAapTy Ny6ankyeTCsl B eXerofHo n3jaBaemMom
MH(OPMaLMOHHOM YKa3aTe e «HauuoHanbHble CTaHAapTbi», a TEKCT U3MEeHeHUt NNonpaBoK — B exeme-
CSAAYHO M3AaBaeMbIX MHDOPMALIMOHHbIX YKasaTensax «HaunoHabHble CTaHgapThi». B ciyyas nepecMoTpa
(3aMeHBbl) MM 0T MEeHbl HACTOSALEr0 CTaHAapTa cooTBe TCTBYOLLee yBegoMeHne bygeT ony6/MKoBaHo
B ©XXEMECSAYHO N34aBaeMoM MHGIOPMaLMOHHOM yKaszaTene «HaunoHanbHble cTaHaapThi». COOTBETCTBY-
loLLas vHdhopMaLysi, yBeJIOM/IEHNE N TeKCT bl pasMelLalo T cs Takxke B MH(opMaLMoHHO cucTeme o6LLero
Nno/fb30BaHNss — Ha 0YMLMANLHOM caliTe HauMoHaNbHOTo opraHa Poccuiickoilt ®eaepaunm no cTaHgapTy-
3auuv B ceTU VIHTepHeT

© CraHgaptuHdopm. 2011

HaCTOﬂLLI,VIVI CTaHAapT He MOXeT 6bITb NOSTHOCTLIO UAN YACTUYHO BocnpounseseaeH, TMpaxunposaH 1 pac-

MPOCTPaHEH B kKauecTBe 0huLManbHOro nsganus 6es3 paspelleHns ®efepasbHOrO areHTCTBa No TEXHUYECKO-
MY perysiupoBaHuio 1 MeTposiorumn
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HAUVWOHANBbHBIN CTAHAOAPT POCCUNCKOMWN PELEPALNMN

KAYECTBO YCNYI COTOBOW CBA3N
Mokasartesin kavecTsa

Quality of service of cellular mobile communication.
Quality indices

fatasBegenns — 2011—01—01

1 O6nacTb NpUMeEHeHUS

HacToswuii ctaHAapT ycTaHaBIMBAET HOMEHKATYPY OCHOBHbIX MoKasaTesneli kauecTBa yciyr COTOBO
CBA3U, PEKOMEHAYEMbIX A/1A Lefieil ynpaBieHns KauecTBOM YC/yr CBA3MW 1 COBEPLLUEHCTBOBAHNUS 06CyXMBa-
HUSA NoNb3oBaTe el ycnyr cBssu.

HacTosiwuii ctaHAapT npefHasHavyeH 415 NCNob30BaHUsA NPeacTaBUTeNsMU rocy4apCTBEHHbIX opra-
HOB. OCYLL,ECTBAALUX PEry/IMpoBaHue B 06/1aCT CBA3M, HayUHbIMU U NPOEKTHbIMM OpraH13alusamu npu pas-
pa6oTke U NPOEKTUPOBAHMM CeTeli 1 cryx6, Mpu pa3paboTke cTaHAAPTOB B 0671aCTU CBS3W, XO3SCTBYOLWUMI
cy6beKkTamu, AeCTBYIOWMMN B 06/1aCTI OKa3aHWsl YCyr COTOBOI CBA3M, KOHTPOIMPYIOWMMI UX opraHamu,
BK/I0YAs OpraHbl cepTudmKkaLmy, a Takke nosb30BaTesIsiMu YCyr CBA3N.

Ha ocHOBaHuWM fJaHHOT0 CTaHAapTa X03a/iCTBYOLWMMY CyGbeKTaMU, AeiCTBYIOL MMM B 061aCTV OKa3aHus
YCNyr COTOBOIA CBA3U, MOTYT pa3pabaTbiBaTbCs COGCTBEHHbIE (BHYTPEHHME) HOPMATUBHbIE JOKYMEHTbI, Onpe-
Jensiowue cucTeMy nokasartesneli kauecTsa Ha yCyru COTOBOI CBA3U.

HopMbl, KOHKPETHbIE TPEGOBAHMS K NMOKa3aTesiM KauecTBa, 3HaYeHUs 3TUX nokasaTesieil 1 MeToAbl UX
KOHTPOS (OLeHKM) fOMKHbI 6bITh ONpeseneHbl COOTBETCTBYIOLL el HOPMATUBHON AOKYMEHTaLMe, yTBepxaa-
€MOii B yCTaHOB/IEHHOM NOpPSiAKe.

2 HopmaTuBHbIE CCbIIKK

B HacTofiLem cTaHfgapTe UCNOIb30BaHbl CCbISIKU HA CreayloLune cTaHAapTbl:
FOCT P 53724—2009 KauecTBo ycnyr cBa3n. O6Lne nonoxeHns
FOCT P53731—2009 KauecTBo yc/yr cBs3n. TepMuHbI 1 onpefesneHuns

3 TepMuHbI 1 onpeaeneHus

B HacToswem ctaHgapTe npuMeHeHbl TepMuHbl No FTOCT P53731—2009. a Takxe cnegytowmne TepMuHbI
C COOTBETCTBYHOLMMY ONpefeneHnsaMu:

3.1 aboHeHT: MNMonb3oBaTesib YCayr CBA3U, C KOTOPbIM 3aK/1l04eH [OTOBOP 06 OKa3aHuy Takux ycayr npu
BblAEe/IeHNN A5 3TWX Lieniell abBOHEHTCKOro HoMepa UM yYHUKalbHOTO Kofa naeHTudmkauuu.

3.2 30Ha 06CyXnBaHNA CeTU NOABMKXHON CBsA3KN: COBOKYNHOCTbL TEPPUTOPUIA, 06CNYXMBAEMbIX BCE-
MW y3/1aM1 CBSA3U CETU NOABVKHOW CBA3M OAHOr0 1 TOTr0 Xe onepartopa cBsa3n (1].

3.3 KOpOTKOe TeKCTOBOe coobuieHune: CoobLieHune, coctosLee us 6yks uam CMMBO/I0B, HABPaHHbLIX B
onpefeneHHoi nocnefoBaTelbHOCTY, NpeAHa3HaYeHHoe A1 nepejayv rno ceTv NoABMXKHON cBA3m [3].

3.4 onepatop cBA3u: Opugnyeckoe AMLO WM MHANBMAYAlbHBIA NpeAnpuHUMaTe b, OKasbiBaoLme
YCNYrn CBSA31M Ha OCHOBaHUWN COOTBETCTBYHOLLEN NuueH3un [2].

3.5 ceTb coTOoBOl (NOABWXHOW) cBA3M: COBOKYMHOCTb annapaTHo-NporpaMMHbIX CpeacTB, obecne-
YMBaKLLUNX YCTAHOBNEHNE COEAUHEHUSA aBOHEHTCKMUX YCTPOCTB C MOMOLLbIO CPpeACcTB KOMMYyTaLMn 1 o6opyao-
BaHWA npuemMa — nepejayv pagmocurHasos.

N3paHne opuymnansHoe
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3.6 TapudHbI NnaH: COBOKYNHOCTb LIEHOBbIX YC/I0BUIA, HA KOTOPbIX OnepaTop CBA3W npeanaraet
NoNb30BaTbCHA OfHO IMGO HECKONbKUMU yCyramu TenetoHHO cBa3u [4].

3.7 ycnyra coToBoli cBSi3u: [leaTenbHOCTL onepaTopa COTOBOW CBA3M No npuemy, o6paboTke n nepe-
fadve aboHeHTCKol (N01b30BaTENbCKOM) MHGhOpMaL MK Mo CEeTY MOABVXHON CBA3N.

4 KauyecTBO yCNyr COTOBOW CBSI3u

4.1 O6uee onucaHune ycnyru

4.1.1 YcnyracoToBoli CBSA3M 3aK/t04aeTCs, B NEPBYH OYEPEb, B NPeLOCTaBIEHMMN UCNoNHMUTENEM (one-
paTopoM COTOBOW CBA3M) BO3MOXHOCTN abOHeHTaM, Nosib3oBaTeibckoe (OKOHeYHoe) 060pyA0BaHNe KOTOPbIX
NOAKMIYEHO K y3/1aM CeTu COTOBOW (MOABUXHOI) CBA3MN onepartopa, No TpeboBaHWIo N1t060ro U3 HUX ycTaHas-
NMBaTb NCXOAALME 1 BXOASLLME COeMHEHNA C abOHeHTaMmn ceTu onepaTopa COTOBOW CBS3N N abOHeHTaMu
pas/iNyHbIX KaTeropwii ceTeli TeIeKOMMYHMKaLWIA.

4.1.2 TlpyokasaHumn ycnyrn cOTOBOW CBS3U UCNOJTHUTE b (ONepaTop) 06s3aH o6ecneynTb NnpegocTaBne-
HUe abOHEHTY:

a) AocTyna kK CcoOoTBETCTBYIOLLEel CeTU COTOBO CBA3M,

6) aboHEeHTCKOro Homepa u3 njaHa Hymepawmm ceTu onepaTopa CoTOBOl CBA3Y;

B) MECTHbIX TenlehOHHbIX COEANHEHWI MO CeTM COTOBOI CBSA3M oneparopa C UCNo/b30BaHUEM NOJb30-
BaTeNbCKOro (OKOHeYHOro) o6opyaoBaHnsa oNs:

- nepegauv rosiocoBoli UHopmaLmu;

* nepefayn KOPOTKNX TEKCTOBbIX COOOLLEHWIA;

- nepegfaum coobleHnii B opmate AaHHbIX;

- poyMWuHra.

r) [OCTyna K CceTsM CBA3W 06LLero nosb30BaHus, ApyrMM CeTsiM COTOBOW CBA3M Pa3/IMYHOro CTaHAapTa;

A4) focTtynakcucteme MHhopmaLMOHHO-CNPaBOYHOro 06CNyXMBaHNS;

€) BO3MOXHOCTW 6eCnnaTHOro KpYrioCcyTOYHOTO Bbi30Ba 9KCTPEHHbIX ONePaTUBHBIX CNYXO.

OnepaTop cBA3M 0653aH YCTPaHATb BYCTAHOB/IEHHbIE CPOKM TEXHMYECKME HEUCMPABHOCTH, NPENATCTBY-
toLLMe NOIb30BaHWNI0 YC/TYTOM.

4.1.3 [leATeNbHOCTb MO OKa3aHMWIo yCyr COTOBOW CBA3M BK/IKOYAET CrieAyioLiie OCHOBHbIE 3Tarnbl:

- npepocTtaBsieHne goctyna kycnyre (4.1.5);

- COBCTBEHHO OKa3aHue ycnyru B WTaTHOM pexume (4.1.6);

- pacueTbl 3a ycnyry (4.1.7);

- obcnyxuBaHue obpalleHunii aboHeHTa (4.1.8);

- TexHuyeckas nognepxka ycnyru (4.1.9).

Kaxgblli aTan xapakrepusyetcsa psafoM noTpebuTenbCkux CBOWCTB. [NS OLEHKM MOTpebuTenbCcKux
CBOICTB MCNO/Ib3YOTCS NokKasaTenv kayecTsa.

4.1.4 OkasaHue yCnyru OoCyLlecTBASeTCA onepaTopoM B COOTBETCTBMM C AEeWCTBYIOLLMM 3akoHoAa-
TenbCTBOM Poccwuiickoin defepauuy i HOPMATUBHO-NPABOBbLIMY aKTamu B 06,1aCTu CBA3MW.

4.1.5 ABOHEHT cTaHOBMTCA ob6nagaresieM aboHEHTCKOro Homepa v SIM-kapTbl, C NOMOLbO KOTOPOU
obecneunBaeTcsa ngeHTMdmrKaLms aboHEHTCKOro yCTpoiicTBa, ero 4OCTyn KCeTn COTOBOW CBA3M onepaTopa, a
Takxe 3alnTa oT HeCaHKLMOHMPOBAHHOIO NCNOJ1b30BaHNSA aBOHEHTCKOro HoMepa. AGOHEHT MOXeT UCMNO/b30-
BaTb OKOHEYHOe 060pyAOBaHMEe OTOBOPEHHOMO TWNa U N0b30BaTbCA YC/yraMu COTOBOW CBSA3U B LUTATHOM
pexvime.

MokasaTenu kayecTBa ycnyru CBA3un, xapaktepusytLime atan npegocTaBneHns goctyna K ycnyre, npeg-
Ha3HauyeHbl 415 TOro, YTob6bl OLLEeHUTL OCHOBHOE MOTPe6UTeNbCKoe CBOMCTBO 3TOr0 aTana — KayecTso o6cny-
XWUBaHUSA.

4.1.6 CoOGCTBEHHO OKasaHue ycnyrn B LUTAaTHOM pexvMe Mpou3BOAUTCS NPU BbIMONHEHUN CMEeAYIOLLNX
yCNoBwii:

- 3aK/1lo4yeH J0roBop Mexay aboHeHTOM 1 onepaTopom;

- abOHEeHTOM BbINOJIHEHBI YC/I0BMSA AOrOBOPA B YacTu onnartsl;.

- onepaTtopom obecrneyeHa TexHMYecKas BO3MOXHOCTb 40CTyna Kycnyre.

Moka3aTtenu kauecTBa yCnyr COTOBOI CBA3M, XapakTepusyloLme atan Co6CTBEHHO OKa3aHus ycnyru B
LITATHOM pexume, NnpegHa3HavyeHbl 415 TOro, YTo6bl OLLEeHUTb C/leAyoLL e OCHOBHbIE NOTPe6uTeNbekne CBOM-
cTBa 3TOro atana:

- [OCTYNHOCTb YCNyru;

- KayecTBO 06CNYXNBaAHUA BbI3OBOB.
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4.1.7 PacueTbl 3a yCnyry, ux nopsgok 1 dhopma onpefenaTcs ycriosusamm gorosopa. OcHoBaHvnem gns
OCYLLEeCTB/IEHUSA pacYEeTOB ABAAKTCA NokasaHUs 060pyfoBaHUA CBA3W, YYMTbIBAKOLWEro 06bemM OKa3aHHbIX
onepaTopoM ycnyr.

TapudHble NaaHbl Ha yCnyrv COTOBOW CBA3W yCTaHaB/IMBAOTCA ONEpaTopoM CBSA3M CaMOCTOATENbHO,
€C/I1 UHOW NopsAf0K He NpeAyCMOTPEH 3akoHogaTelbecTBOM Poccuiickoin ®epepauum.

MokasaTenn kayecTsa yc/yrn COTOBOI CBA3W, XapakTepusytoLye atan pacyeTos 3a ycnyry, npefHasHa-
YeHbl A4/151 TOro, YTO6bI OLLEeHNTL OCHOBHOE NOTpebnTeNbCKOe CBOMCTBO 3TOr0 3Tana — npaBW/IbHOCTb pacye-
TOB 3a ycnyru.

4.1.8 O6paleHns aboHeHTa Kcnyx6am onepatopa MoryT 6bITb Bbi3BaHbl CNeAyOLWUMY MPUYNHAMU:

- BO3HVKLUINMUW NPETEH3UAMU;

- NOTPEBHOCTLI0 NONYYNTh laHHbIE, CBA3AHHbIE C NPefoCcTaB/ieHneM YCnyru,

- MOTPEBHOCTBLIO NOYYNTH CNPABOYHYO UHGIOPMALMIO;

- TEXHWYECKNMMN HENCNPaBHOCTAMM U Ap.

Onepatop 06a3aH NpefocTaBiAaTb abOHEHTaM AaHHble, Kacatolecs npefocTaBieHuns yeiyr, a Takke
oKa3blBaTb N0/Ib30BaTENAM MH(hOPMALMOHHO-CNpaBOYHbIe yCnyrn: 06a3aTenbHble (becnnaTtHble) ngpyrue, no
cobcTBEHHOMY yemoTpeHuto (nnatHble) (1], {2], (3). [4].

Onepatop 065a3aH 6ecnnaTtHO NPUHUMaTh 0T aBOHEHTOB MHPOPMALMI0 O TEXHUYECKMX HEUCTTPABHOCTAX.

OeictBua (unn 6esgeiicTBre) oneparopa CBfA3M, Kacawlnecs nNpefocTaB/ieHns ycnyru, MoryT 6biTb
06>asnoBaHbl aGOHEHTOM.

MokasaTenn kayecTsa yc/yrn COTOBOI CBA3W, XapaKkTepu3ayioLine atan 06¢cnyxmnsaHus obpatieHuii abo-
HEHTOB. NpeAHa3HayveHbl AN15 TOro, YToObl OLLEHUTL CreAyoL e OCHOBHbIE NOTPEe6UTENbCKNE CBOWCTBA 3TOM0
aTana:

- [OCTYMHOCTb CNYX6 onepartopa.

- CBOEBPEMEHHOCTb U/UNN CKOPOCTb 06CTYXUBAHUS;

- KayecTBO 06CNYXMNBAHUS.

4.1.9 TexHuyeckas noffepxka ycnyru 3aknioyaeTcs ByCTpaHeHNN HEeUCNpPaBHOCTEN, NPenATCTBYOLLNX
UM 3aTPYAHAOLWNX Nob30BaHue ycnyroin. Cnyx6bl oneparopa 06s3aHbl yCTPaHsATb HeMCNPaBHOCTM B yCTa-
HOBJ/IEHHbIE CPOKM 11 MO JOFOBOPEHHOCTN C aBOHEHTOM.

Moka3aTenn kayecTBa yC/yrn COTOBOW CBA3M, XapaKTepum3yoLLme atan TeXHNYeCKoV NoaaepXKy ycyru,
npegHasHayeHbl AN TOro, YTobbl OLEHNTL OCHOBHOE MOTPebuTenbCckoe CBOMCTBO 3TOrO aTana — CBOeBpe-
MEHHOCTb 1 (M/11) CKOPOCTb BbINOSIHEHUS PA6OT.

4.2 TokasaTenn KayecTBa yc/lyr COTOBOM CBA3U

OCHOBHble nokasaTesin kayecTBa yC/yr COTOBOW CBA3N — BTabnuue 1.

Ta6nuya 1— OCHOBHble MokasaTenu kavyecTBa ycyr COTOBOW CBA3N
Moka3aTtenu Kavectsa MpumevaHve

MpepocTasneHne goctyna K ycnyre

KauecTBO 06CNyXuBaHNA:

[lons nonb3oBaTteneil, y40BNeTBOPEHHbIX KAY€CTBOM 06GCMYXMBAHNA NMPWN MOAKTIOYEHUN YCIYTK
Co6CTBEHHO OKa3aHMWe yC/yru B LUTATHOM pexume

[OCTYyNHOCTb yCNnyru.

[lona nonb3oBaTenei, yq0BneTBOPEHHbIX 30HON 06CNYXUBAHNSA CETU NOABUXHOW CBA3KM onepaTtopa
KauyecTBO 06CNyXMBaHNA BbI30BOB:

MoTepu BbLI3OBOB MO HanNpaB/IeHUAM

PacuyeTbl 3a ycnyry

MpaBMAbLHOCTb pacyeToB 3a YCNYru.

Jlonsa 060CHOBaHHbLIX NPETEH3U, CBA3AHHbIX C pacyeTamu 3a ycnyru, B o6uem konmyectse 060CHO-
BaHHbIX NPeTeH3nii aboHEeHTOB

O6cnyxumBaHue obpalleHnii aboHeHTa
[locTynHOCTb cnyx6 onepartopa:

[lonsa ycnewHblX BbI30BOB CAYXObI
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OkoHuaHue Tabnuubl 1
MokasaTenu kavecTBa MpumeyaHve

CBOEBPEMEHHOCTb U (MNK) CKOPOCTbL 06CNYXNBAHUA:

fonsa obpauieHunii, 06CNyXeHHbIX B NpeAenax yCTaHOBNEHHbIX HOPM BpPeMeHN AeACTBUiA CyXObl
(no Bnaam ob6palieHuii)

KauecTBo AeiicTBUii cnyxo6:

[lons obpalweHnii, 06CNyxXeHHbIX B Npefenax ycTaHOBAEHHbIX HOPM (N0 BuAam obpatyeHunii)
TexHnyeckaa noggepxka ycnyru

CBOEBPEMEHHOCTb U (MNK) CKOPOCTbL BbINONHEHUS pa6oT

[ons paboT no ycTpaHeHWto HENCNPABHOCTEN, BbINOMTHEHHbIX B NpeAeiax yCTAHOB/IEHHbIX CPOKOB
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Bubnunorpadus

depepanbHbiii 3akoH PO oT 7 chepana 1992 r. Ne 2300-1 «O 3awute npas notpebutenei»

depepanbHblii 3akoH P® 07107.07.2003 Ng126-®3 *0 cBA3U»

MpaBuna okasaHnsa ycnyr no4BWXHON cBA3N. YTBepxAaeHbl MNocTtaHoBneHnem lMpasuTtensctesa Poccuiickoin depepa-
uun ot 25 masa 2005 r. Ne 328

MpaBuna okazaHUsA yCNyr MECTHOW, BHYyTPU3OHOBOMW, MEXAYTOPOAHON N MeXAYHApPOAHOV TenedOHHOW CBA3N. YTBEPX-
neHbl MocTaHoBneHnem Mpasutensctea Poccuiickoit ®epepaynm ot 18 masi 2005 r. Ne 310
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