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HAUMOHANBbHbBIMN CTAHOAPT POCCUMCKOW OSEJLEPALUNMN

CUCTEMA HAUNOHANBbHBLIX CTAHOAPTOB B OBNNIACTU KAYECTBA
YCNyr CBA3N

CTpyKTypa u cocTaB

System of national standards for quality of telecommunication services.
Structure and composition

fNaTta BBegeHns — 2014—01—01

1 O6nacTb NpUMeEHeEHUS

HacTtoswwwnii ctaHaapT siBAsieTcs OCHoBOMO1aralwmm B CucTemMe HauMoHasIbHbIX CTaHAAPTOB B o6/1ac-
TW KayecTBa yCnyr CBsi3u.

CTaHAapT ycTaHaB/MBAET Ha3HayeHue, CTPYKTYpY ¥ cOCTaB 06bEKTOB CTaHAapT3aLmy, npasuna pas-
paboTkn 1 NPUHATUSI CTaHAAPTOB B CUCTEME HALMOHAJIbHBIX CTaH4APTOB B 06/1aCTU KayecTBa YCyr CBS3W,
pekoMeHAyeMbIX A5 Leneli ynpaBieHust KaUecTBOM YC/yT CBSI3W U COBEPLUEHCTBOBAHUS 0GCYXMBaHNUA MO-
Nb3oBatesneii ycnyramMu cBasu.

HacToswwii ctaHAapT npegHasHavyeH A4S MCNosib30BaHNs NPeacTaBUTeNsMU TocyAapCTBEHHbIX opra-
HOB. OCYLLECTBASIIOWNX PEryiMpoBaHne B 06/1aCTU CBA3W, HAYYHbIMU U NPOEKTHLIMMW OpraHn3auusiMu npu pas-
pa6oTke CTaH4APTOB B 06/1aCTU CBA3M, XO3AWCTBYIOLMMUN Cy6bEKTAMU, AeliCTBYIOLMMN B 06/1aCTH OKa3aHUs
YCNyr CBA3W, KOHTPOIMPYIOLLMMU UX OpraHaMu, BKloUasi opraHbl cepTudkanym, a Takke nosib3oBartesnsimm
ycryramu CBsi3u.

2 HopMaTuBHbIE CCbINKN

B HacTosileM cTaHAapTe UCNoib30BaHbl CChISIKM Ha cnegylolme ctaHaapTbl:

FOCT 1.5—2004 CtaHgapTu3aums B Poccuiickoli ®egepaunn. CTtaHAapTbl HaumoHanbHble Poccuii-
ckoli degepauuun. MpaBuna NOCTPOEHUS, N3/TOXKEHUSA, OYOPMIIEHNA N 0603HAYEHMS

FOCT 1.2—2009 MexrocyfapcTBeHHasas cuctemMa craHgaptusauuu. CtaHgapTbl MexrocyaapcTBeH-
Hble, NpaBuia n pekoMeH4auMm No MexrocygapcTBeHHON cTaHgapTusayuu. MNMpasuna pa3paboTku, NPUHATHS,
NpVYIMeHeHUsi, 0GHOB/IEHUS N OTMEHbI

FOCT P 53731—2009 KayecTtBo ycnyr cBaA3n. TepMuHbl 1 onpeaeneHus

MpumeuvaHue — lMNpu NONb30BAHUN HACTOALWNM CTAHAAPTOM Lenecoo6pa3Ho NPOBePUTL JeliCTBUE CChINIOY-
HblX CTaHgapToB B WHMOPMaUMOHHOI cucTeme o0O6LWero nonb3oBaHMA — Ha oduunanbHoM calite depepanbHOro
areHTcTBa MO TEXHWYECKOMY PEery/nivpoBaHunio U MeTponorun B ceTu VIHTepHeT Uau no exerofHoMy MHopMayuoHHOMY
ykasaTtento «HaynoHanbHble cTaHAapThbi», KOTOPbI/ ONy6/MKOBAH NO COCTOAHMIO Ha 1 AHBaps Tekyliero roga, 1 no Bbinyc-
KaMm exemMecsa4Horo MHhopmMaLMoHHOTO yka3aTensa «HaunoHanbHble CTaHAAPThI» 3a TeKyLWuii rog. Ecnn 3ameHeH cCbloy-
Hbli CTaHAApPT, Ha KOTOPbIA fJaHa HeAaTMpOBaHHAA CCbiska, TO peKOMeHAyeTCs MCNo/b30BaTb AeiCTBYWOLLYO Bepcuio
3TOro cTaHjapra C y4eTOM BCEX BHECEHHbIX B ;JaHHYI0 BEPCUIO N3MEHEHWIA. ECNM 3aMeHeH CCbINTOYHbI CTaHAapT, Ha KOTo-
pblil faHa AaTnpoBaHHaA CCblfika, TO PeKOMeHAYyeTCs UCNOMb30BaTh BEPCUIO 3TOTO CTaHjapTa C yka3aHHbIM Bbille ro0Mm
yTBEPXAEHUS (NPUHATKA). ECM nocne yTBePXAEHUS HACTOSLWeEro cTaHAapTa B CCbI/IOYHbIA CTAHAAPT, HA KOTOPbLIA AaHa
flaTupoBaHHas CCbl/ika, BHECEHO N3MEHeHWe, 3aTparmBaloliee NoJ0XKeHNe, Ha KOTOPOe AaHa CCblfika, TO 3TO NOMOXeHNe
pekomMeHyeTca NpUMeHATb 6e3 yuyeTa JaHHOro n3MeHeHus. Ecnu ccbifloUuHbIl cTaHAapT OTMeHeH 6e3 3aMeHbl, TO NoJo-
XeHue, B KOTOPOM flaHa CCbl/IKa Ha Hero, peKoMeHAyeTCs NPUMEHATb B YacTW, He 3aTparnBaloLieii 3Ty CChINIKy.

M3paHue ouunanbHoe
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3 TepMuHbI 1 onpepeneHns

B HacTosilweM cTaHgapTe npumeHeHbl TepMuHbl no FTOCT P 53731—2009 KauvecTBo ycnyr cBasn. Tep-
MWHbI 1 ONpefiesieHns, a Takke creayrolme TEPMUHbI C COOTBETCTBYIOLWMUMMN ONpeaeneHnsaMu:

3.1 cuctema: COBOKYNHOCTb B3aMMOCBSA3aHHbIX 3/IeMEHTOB, 06pa3syoLMX LeI0CTHOCTb WY eAVHCTBO.

3.2 Bup ctaHgapTa: XapakrepucTvka ctaHfapTa, onpeaensowascs ero cogepxxaHnem B 3aByUCUMOCTH
0T 06BOKTa cTaHgapTusaLuu.

3.3 komnnokc ctaHaapToB: COBOKYMHOCTb B3aMMOCBS3aHHbIX CTaHAAPTOB, 0O6beAVHEHHbIX 06Lel
LleneBoli Hanpas/eHHOCTbIO W/WNW yCTaHaBMBAILMX COrNacoBaHHble TpeboBaHWA K B3aUMOCBS3aHHbIM
ob6bekTam cTtaHgapTusauuu.

3.4 HauuoHanbHbIN cTaHgapT: CTaHAapT, NPUHATLIA HaLMOHaIbHLIM OPraHoM MO cTaHAapTM3auun n
JOCTYMHbIV LWUMPOKOMY KPYry nosib3oBaTtenei.

3.5 cuctema HauMoHasibHbIX CTaHA4APTOB B 06/1aCTy KayecTBa ycnyr cBsidn: KoMmniekc B3aMMocBsi-
3aHHbIX CTaHAApPTOB, cofepxalunx TpeboBaHus, HOPMbI 1 Npasuia opraHU3aLnoHHO-TEXHNYECKOro Xapakre-
pa, HanpaBs/ieHHble Ha obecneyeHne KayeCcTBEHHbIX Nokasarteneli ycnyr cBasm.

3.6 cTpykTypa: Cnocob B3anmMofeiiCTBMUA 3/1IEMEHTOB CUCTEMbI MOCPEACTBOM ONpefesieHHbIX CBA3EN.

4 O6wme NonoxeHus

4.1 Lenbio co3gaHnsa CucTteMbl HaLMOHabHbIX CTaHAAPTOB B 061aCTV KaYecTBa yCryr CBA3UN ABNseTCS
dhopMmpoBaHMe KoMniekca B3aMmMOCBSA3aHHbIX CTaHAAPTOB, HanpaB/IeHHbIX Ha NpOBeAeHVe COrnacoBaHHOM
rocyfjlapCTBEHHOW NONTUKM CTaHAapTu3auun B 061acTv KauecTsa YCyr CBs3n 1 obecnevernne adpeKkTuBHoO-
ro ynpasfieHWsi Ka4yecTBOM MNpPeAOoCTaBMEHUS YCNyr CBS3W W 06GCNYXWBAHUSI NOSb3oBaTeneli ycnyr cBAsm
[1.2.3].

4.2 CwncTema HauMoHa/bHbIX CTaHAAPTOB B 06/1aCTW KayecTBa YCNyr CBA3W He UCKIoYaeT AelicTBus
HOpPMaTUBHbIX NPaBOBbLIX aKTOB, COAEPXaLUnX rocyfapcTBeHHble TpeboBaHUsA K kKa4yecTBy YCyr CBA3W, B TOM
yucne HOpM W NpaBw, YTBEPXAEHHbIX OpraHaMun NCNOTHUTENbHON BNacT B npegenax nx noaHomounii. Hop-
MaTuBHblE NPaBOBble aKkTbl, COAEPXalle rocyfapCTBeHHble TpebOoBaHNA K KauyecTBy YCNYT CBSA3W, HOPMbI U
npaswna, yTBepXeHHble opraHaMn UCNOSTHUTENbHON BNacTu, 1 ctaHfapTbl CUCTEMbI HALMOHANIbHbIX CTaH-
[apToB B 06NacTy kayecTsa YCyr CBA3W J0/KHbI ObITb B3aMHO yBA3aHbI.

4.3 CrtaHfgapTbl CUCTEMbI HALMOHA/bHbBIX CTaHAAPTOB B 06/1aCTW KayecTBa YC/yr CBA3N A0/MKHbI ObiTb
rapMOHU3MPOBaHbl C MEXAYHaPOAHbIMU CTaHAapTaMu U He JO0/KHbI HapyliaTb UX TpeboBaHus, a Takke rocy-
JapcTBeHHble Tpe6oBaHuMs, Npasunia N HOPMbI, YCTAHOB/IEHHbIE OpraHamu UCNOTHUTENIbHOM BacTy No BONpo-
caM, OTHECEHHbIM K UX KOMMNEeTeHL N,

4.4 CraHgapTbl CuCTeMbl HaUMOHaNbHbIX CTaHAaPTOB B 06/1aCTV KayecTBa yC/yr CBA3N ycTaHaB/vBa-
10T OpraHn3auuoHHble, METOAMYECKNE, TEXHUYECKNE, TEXHOMOrMYECKNE 1 Ap. NOMOXEHUS, Hanpas/ieHHble Ha
obecneyeHne He06X0AMMOrO YPOBHS KayecTBa yCyr CBA3N.

4.5 CraHgapTbl CuCTEMbI HaUMOHabHbIX CTaHAAPTOB B 061acTy KayecTBa YC/yr CBA3N pernaMeHTupy-
0T OCHOBHblE TUMOBbIE METO/bl NPOBEEHNS PaboT N0 KOHTPOJIIO U OLLEHKE YPOBHS KayecTsa YCyr CBSA3N Kak
OCHOBbI /191 pa3paboTkn COOTBETCTBYIOLLMX NMPABW/ N METOAVK, MPUMEHSAEMbIX HA PA3/INYHbIX aTanax XKN3HeH-
HOTO LMK/I1a KOHKPETHbLIX YCNyT.

4.6 CraHpgapTbl CUCTEMBI HaLMOHasbHbIX CTAHAAPTOB B 061aCTN KayecTBa YCyr CBA3W CyXaT OCHO-
BOW CO3faHNA HOpMaTVBHON 6a3bl 415 PEryIMPOBaHNSA B3aMMOEeCTBUSA 3anHTepecoBaHHbIX CTOPOH (pa3pa-
60TUMKOB. OMNepaTopoBs, NoTpebuTeneli, rocyfapCTBEHHbIX OPraHoB) MpW obecneyvyeHMn KavecTBa Ha BCeX
aTanax XM3HEeHHOro LuuKna ycnyru cBsasu.

4.7 Ha ocHoBaHuu cTaHAapToB CUCTEMbI HaLMOHa/IbHbLIX CTaHAAaPTOB B 061aCTU KaYecTsa yCcyr CBA3N
X035NCTBYOWMMN CyObekTaMu, AeliCTBYIOWMMN B 06/1aCTU OKasaHus YCayr CBA3W, MOryT pa3pabarbiBaTbCs
CO6CTBEHHbIE (BHYTPEHHME) HOPMATMBHbIE AOKYMEHTbI, onpefenswLume CTPyKTypy M COCTaB CTaHAapToB
npeanpuaTWin B 061acTy kayecTsa yCnyr CBA3W.

5 CtpykTtypa CucTembl HauMoOHa bHbIX CTaAH4APTOB B 06/1acTu KavyecTBa ycnyr
CcBA3N

51 CucTemMa HalVoHasbHbIX CTaHAapTOB B 06/1aCTW KayecTBa yC/yr CBs3W BKKOYAeT rpynnbl, Npuse-
[eHHble B Tabnvue 1

2
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Ta6nuua 1— Ipynnsl cTaH4APTOB B 06/71aCTU KAYECTBA YC/YT CBA3M

LWndop rpynnbl HanmeHoBaHue rpynnbi
1 OpraHn3aLNoOHHO-MeTOo4NYECKNE CTAHAAPTHI
2 CTaHpapTbl kKayecTBa ycnyr ceasn (no sugam ycnyr)
3 CTaHpapTbl ynpaB/ieHNs Ka4eCTBOM YyCAyr CBA3M
4 CTaHpapThl KayecTBa NPOLLECCOB OKa3aHUsA ycnyr cBA3u
5—7 Peseps

5.2 CraHgapTbl rpynnbl «1» ycTaHaBANBalOT N pPernameHTupyoT:

- OpraHM3aLMOHHO-MeTOANYEeCKNe OCHOBbI CTaHAapTU3aLMm B 061acTv KayecTBa ycnyr cBsAsu (Lenu, 3a-
Jaun v cTpykTypy CrcTeMbl HaLMOHaIbHbIX CTaHAapTOB B 06/1aCTN KayecTBa yCyr CBsA3K, NOpsAok pa3paboT-
KV CTaHAapTOB W NOArOTOBKM UX K BbIMYCKY);

- OCHOBHbI€ MOHATWA, TEPMUHBI U ONpeaeneHus.

- TpeboBaHNA K OCHOBHbIM (DakTopaMm, B/UAIOLLM Ha KAYeCTBO YC/YT CBA3W;

- MoaxoAbl K OLleHKe KayecTBa YC/yr CBA3W: MPUHLMMbI OLLEHKN, MOPSAAOK NPOBELEHNS OLEHKH;

- HOMeHKNaTtypy n meTtofbl c6opa MHOpMaLMKN 418 OLEHKV KavyecTBa yChyr.

5.3 CraHgapTbl rpynnbl «2» onpeAesnsaioT 1 ycTaHaB/IMBaIOT:

- OCHOBHble 3Tanbl AeSATEeNIbHOCTN MO OKa3aHWo ycsyr cBasu (No Bugam ycnyr);

- OCHOBHble MOTPebuTeNbCKME CBOWCTBA YCAyrn CBA3N (MO BMAAM YCNyr) Mo KaXAoMy aTany AedTenb-
HOCTW;

- nokasartenn KayectBa ycnyr cBasu (Mo BuAaM YCNyr) A1 OLEHKW BaXKHEWWWX NOTpebuTenbCKux
CBOICTB yCNyru;

- HOpMaTUBHblE 3HAYEeHUs nokasartesieli KauecTBa yCnyr CBs3u (Mo Buaam ycryr).

5.4 CrtaHgapTbl rpynnbl K3» onpefensoT u periaMeHTupyoT:

- 06wue TpeboBaHMs K NpoLeccy ynpaBieHus ycayramu CBasu;

- TpeboBaHMA K NpoueccamM ynpasieHnus ycayramm CBA3N: MOHUTOPUHTY, yNpaB/eHUI0 ypOBHEM 06C/y-
XMBaHUWSA. ynpasneHunto npobiemamu, ynpasneHyio OTHOLLEHUAMW, YNPaBIEHNI0 N3MEHEHNAMMU:

- TpeboBaHWA K cMCTEMaM MeHe)KMeHTa kayecTBa NpeanpusaTuii cpepbl CBA3N.

5.5 CTtaHpapThbl rpynnbl «4» ycTaHaBUBAIOT:

- 0bwme TpeboBaHMS K Npoueccam okasaHust ycayr CBA3u;

- TpeboBaHuA K npoueccaM okasaHus ycnyr (no sMgam npoLeccos);

- TpeboBaHuA K AeATe/IbHOCTY nogpasfeneHunii onepaTtopos N0 OKa3aHMUo YCIyr CBA3N.

- MeTOfbl KOHTPO/IA 3a BbINO/IHEHNEM TPe6oBaHUii K NpoLieccam oKasaHus yCayr CBA3W.

6 CocTaB 06beKTOB cTaHgapTu3auunm CUcTemMbl HaluMOHabHbIX CTaHA4APTOB
B 06/1aCTW KayecTBa yCnyr CBS3u

6.1 O6bekTaMu cTaHgaptTusauum B Cucteme HauuvoHaslbHbIX CTaH4ApPTOB B 06/1aCTU KayecTsa ycnyr
CBSI3W SABNAKOTCS.

1) obume opraHU3auMOHHO-METOAMYECKME OCHOBbI MOCTPOEHUS U OCHOBHbLIE NOMOXEeHUS CUCTEMbI Ha-
LMOHasNbHbIX CTaHAAPTOB B 06/1aCTV KayecTBa yC/yr CBA3U;

2) TepMUWHbI 1 onpenesieHnst OCHOBHbIX NOHSATUI B 06/1aCTU KayecTBa yC/yr CBA3N.

3) obLme NooXeHUs opraHnsaLmm paboT No OLEeHKe KayecTBa YC/yr CBA3W;

4) meToabl c6opa MHhopMaLMM /15 OLLEHKM KayecTBa YCyr CBA3N:

5) HOMeHkK/aTypa nokasartesieit kauecTsa ycnyr CBa3sm;

6) HOpMaTVBbI 3HAYEHWIA NokasaTesieli kayecTBa yCnyr CBs3u;

7) OCHOBHble MOJIOXEHNA No obecneyeHno kayecTsa MPOLLECCOB OKa3aHWsl yCyr CBA3WM M NPOLECCoB
ynpaB/ieHUs ycnyramu cBsiu:

8) cuctema MeHe[XMeHTa kayecTBa npeanpusTuii chepbl CBA3N;

9) MeToAbl KOHTPO/IA 3a BbINOSIHEHUEM TPeBGOBaHWIA K yc/lyraMm CBA3W 1 npoueccam.
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MpumeyvaHnsa:
1. JaHHble 06bEKTbl CTaHfapTu3auumM He cneayeT paccmaTpuBaTb B Ka4eCTBE HAUMEHOBaHWiA AeiCTBYOWUX Unn
nnaHupyembix kK pa3pa6oTke cTaHAapTOB.

2. CocTaB 06bEKTOB CTaHAAPTU3aL MM YTOUHAETCA B npouecce pa3paboTkm CUCTEMbI HALMOHAbHbIX CTAHAAPTOB B
o6nacTn kauyecTsa ycnyr CBA3M.

7 Mopagok paspaboTKn U NPUHATUSA HALMOHANbHbLIX CTAH4APTOB B 061aCTK
KauecTBa yC/nyr CBA3u

7.1 TMopapok pas3paboTkn U NpuHATUA CUCTeMbl CTaHAapToOB B 06/1aCTU KayecTsa yC/yr CBA3N perna-
MeHTupyetca FOCT 1.2—2009 «MexrocygapcTtBeHHaa cuctema craHgaptusauyuun. CtaHaapTbl Mexrocyaa-
pCTBEHHbIE. MpaBuaa U pekoMeHAaunm No MexXrocyfapcTBeHHON cTaHgapTu3auunu. MNpasuna paspaboTku,
NPUHATUSA, NPUMEHEHNS, OOGHOBNEHUSA U OTMEHbI».

7.2 TocTpoeHwue, nsnoxexune, opopmnexHne, o6o3HaveHne 1 hopmmpoBaHe cogepxaHusa HauuoHa b-
HbIX CTaHA4apToB B 06/1acTW KayecTBa yCnyr CBA3W OCyLlecTBnsoTcs B cooTBeTcTBUM ¢ NOCT 1.5—2004
«CTtaHgapTusauusa B Poccuiickoii ®efepaumn. CTaHgapTbl HauMoHanbHble Pocculickoii ®eaepauuu. MNpasu-
na NoCTPOeHWs, N3N0XeHUS, 0hOpMIEeHNSA 1 0603HAYEHNS».
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