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HALWOHANBbHBLIN CTAHOAPT POCCUWMCKOMN OEOJEPALUUMN

CucTtema HauMoOHaIbHbIX CTaHA4apToOB B 06/1acCTV KavyecTBa yC/yr CBA3N
KAYECTBO YC/yT CBA3N

HopMmaTuBHble 3Ha4YeHUs nokasaTenel kayecTBa yc/nyr CBSi3M Ha aTanax B3aumogelicTeus c
notpebutenem

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

[fara BBegeHns — 2015—01—01
1 O6nacTtb NnpuMeHeHuUs

Hactoswwmii cTaHgapT ycTaHaBnMBaeT HOPMAaTUBHblE 3HAYEHWA MNokasarteneli kavyecTBa ycnyr CBA3M
NMPUMEHUTE/NBHO K 3Tanam oKa3aHusi YCyr, CBSA3aHHbIM C B3auMofeicTBreM nepcoHasna oneparopa CBssn un
nosnb3osaresneii ycnyr ceasu.

HactoAwwmin  cTaHfapT npegHasHayeH [ANS  WCNOMb30BaHUSA  XO3AWCTBYIOLWMMU  Cy6bekTamu,
[eicTByOWMUMM B 061aCTU OKasaHUs YC/yr CBSA3U, KOHTPO/MPYKLUMMU WX OpraHamu, BK/KOYas Opradbl
cepTuchmkaumm, npeacTaBuTeNsMU TOCYAapPCTBEHHbIX OPraHoB, OCYLECTBASIOWMX perynuposaHve B
061acT CBA3W, HAy4YHbIMW U NPOEKTHLIMW OpraHn3auusaMu Npu paspaboTke cTaHAapToB B 06/1aCTU CBA3N, &
TaKke nonb3oBaTeNsiMu ycayraMmm CBs3u.

Ha ocHoBe HacToslero craHgapTa XO03ANCTBYWOLWMMW cybbekTamu, AeicTBylOWMUMU B obnactu
oKasaHus ycnyr cBA3u, MOryT 6biTb pa3paboTaHbl COOCTBEHHbIE (BHYTPEHHME) HOpMAaTUBHbIE AOKYMEHTHI,
ycTaHaBnvBawwme TpeboBaHWA K MokasaTensM KayecTBa YC/Nyr CBSA3W Ha aTanax B3aumogencteus
oneparopa CBA3W 1 Nofib30BaTenNs ycnyramu.

2 HopMaTUBHbIE CChINKM

B HacTosleM cTaHgapTe UCMONb30BaHbl HOPMATKBHBIE CCbISIKM Ha cnefytowme cTaHaapTbl:

FOCT P 53724-2009 KauecTBo ycnyr cBasu. O6Lme NonoxeHus

FOCT P 53731-2009 KauecTBo ycnyr cBsi3n. TepMUHbI 1 onpegesneHuns

MpumeuyaHue - TMpu NOMb30BAHUM HACTOALMM CTAHAAPTOM LiENECO06PasHO NPOBEPUTL AelicTare
CCbI/TOYHbIX CTaHAAPTOB B MHOPMALMOHHONM cucTeMe 06LLEro Nosb3oBaHUsA - Ha ouLmanibHoM calite ®efepasibHoro
areHTCTBa Mo TEXHWYECKOMY PEry/MpOBaHUI0 U METPOJIOTMM MO CTaHAAPTU3aUMN B CETU WHTEPHET WK MO EXErofHo
n3gasaemMomy MH(OPMaLMOHHOMY yka3aTento «HauuoHabHble CTaH4apTbl», KOTOPbIA ONy6/1KOBaH NO COCTOSIHUIO Ha
1 siHBaps TeKyLLEero rofa, 1 no BbiNyckam eXeMecs4YHOro MHChOPMaLMOHHOTO ykasaTens «HaunoHasbHble CTaHAapTbI»
3a TekyLmii rog, ECN 3aMEHEH CCbINOYHbIN CTaHAapT, Ha KOTOpbIN faHa HeJaTMpOBaHHAs CCblIKa, TO PeKOMeHyeTcs
1CMosb30BaTb [eliCTBYIOLLYI0 BEPCYIO 3TOrO CTaHAapTa C YYeTOM BCEX BHECEHHBIX B JaHHYI0 BEPCUIO U3MeHeHwid. Ecin
3aMeHEH CCbIIOYHbIA CTaHAAPT, Ha KOTOPbIi faHa [aTUPOBaHHAs CCblKa, TO PEKOMEHAYETCS UCMO/b30BaTh BEPCUIO
3TOr0 CTaHfapTa C YKa3aHHbIM Bbille rOA0M YTBepXAeHus (NpuHATWSA). Ecnn nocne yTBepXAeHWs HacTosLero
CTaHAapTa B CCbIMOYHBIA CTAHAAPT, Ha KOTOPbI JaHa AATUPOBaHHAsA CCblka, BHECEHO W3MEHEHWe, 3aTparusaiollee
MosIoXKeHVe, Ha KOTopoe JaHa CCblfka, TO 9TO MOJIOXKEHNE PekoMeHAYeTCs NPUMEHNTL 6e3 yyeTa AaHHOTO U3MEHEHNS.
Ecnu cCbINoyHblii cTaHAapT OTMEHEH 6e3 3aMeHbl, TO MOMIOXKEHUE, B KOTOPOM faHa CCblka Ha Hero, pekoMeHgyeTcs
NPUMEHSTb B 4aCTU, He 3aTparusatoLLeli 3Ty CCblKy.

3 TepmuHbl 1 onpepneneHns

B HacTosiwem cTaHgapTe npuMeHeHbl TepMmuHbl no FOCT P 53731. a Takxe crnegylowme TepMUHbI C
COOTBETCTBYOLUMMN ONpefesieHNAMN:

3.1 B3ammogelicTBMe nepcoHana onepatopa cBA3M c noTtpebutenem (nonb3oBatenem) ycnyr
cBa3n: [lpouecc B3aMMHOro obMeHa WHopMauveidn 1 OCYLLEeCTB/IEHUA LesieHanpas/eHHbIX AelicTBUiA
CTOPOH, CBA3aHHbIX C OKasaHMeM yC/yr CBA3M Ha COOTBETCTBYHOLLNX 3Tanax.

3.2 fOCTYNHOCTb Cnyx6bl: CnocobHOCTb cNyx6bl obecneymBaTb JOCTYN MOMb30BaTeNss B MOMEHT
3anpoca K cnyx6am, oTBevatLM 3a B3auMoencTene ¢ nonb3osaresiem.

3.3 uHhopmaTnBHOCTL: osHOE, AOCTOBEPHOE U CBOEBPEMEHHOE MH(hOpMUPOBaHMe NoTpebuTensa o

NPOOCTaB/ISIOMOI-ycayre.
N3paHne opuumnansHoe 1
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3.4 HOpmaTuMBHOE 3HayeHWe nokasaTensa kavyecTBa ycnyru: 3HayeHue nokasaTens kayecTsa
YCNyrn, yCTaHOBMIEHHOE pernaMeHTUpPYHLWUM AOKYMEHTOM, AENCTBYHOLWMM B TEXHOMIOMMYECKOM npouecce
okasaHusa ycnyru.

3.5 obpauieHne nonb3oBaTens ycnyr cBA3u: AKT B3aUMOAENCTBMS NOMb30BaTens ycnyr CBs3n co
cnyxx6aMu oneparopa CBA3M N0 WHWLMATMBE NOMb30BaTeNs, HanpaBAAOLWEro B NUCbMEHHOW WU YCTHOW
dopme 3asBneHue, npeasiokXeHne, NPeTeH3Wl0 B CBA3W C HEWCMNOSIHEHMEM WU  HeHaAnexalium
NCMOJIHEHNEM OMepaTopoM CBSA3KN 0653aTesibCTB MO OKa3aHW Ycnyr CBA3W, Wi obpaljatouierocs Ans
Y[, 0B/1eTBOPEHMS NOTPEOHOCTN B MHDOPMALLMM, CBA3AHHOW C OKa3aHMeM yCnyr CBA3M.

3.6 ob6cnyxunBaHue obpallyeHnii nonb3osatenein ycnyr ceasu: Komnaekc onepauuii no npuemy
3asBMIEHWIA, NpPefoXeHui, NpeTeH3uidi nonb3oBaTens Ycnyr CcBA3W, NpefoCcTaBfeHnd HeobXxoAnMOoi
NHgopMauuy 1 apyrine MeponpuaTUs no NoALepxKe YCnyru.

3.7 nopgaepxka ycnyru: Bce meponpuatua cnyxb oneparopa CBf3un, HanpasB/ieHHble Ha obecnevyeHve
KTMEHTY Hagnexallero kayecTsa ycnyru.

3.8 notpebutenbckoe CBOWCTBO Yycnyru: [lone3HoCTb ycnyrn, ee Cnoco6HOCTb YAOBIETBOPATb
Kakyt-m60 NoTpebHOCTb MoJib3oBaresis.

3.9 ycnewHoe ob6palieHne nonb3oBaTens ycnyr ceasu: ObpalieHne nonb3oBatens ycnayr cBsasn K
cnyx6e onepartopa CBsi3W, KOTOPOE 3aBepLUNIOCh CoAepXaTeslbHbIM NHAOPMALMOHHBIM OOMEHOM.

4 KauecTBo ycnyr cBs3M Ha 3Tanax B3auMogeicTBusi TMepcoHana c
notpebutenem

4.1 O6wure NONOXEHMNS

4.1.1 B3auMOfeicTBME NepcoHana onepatopa CBs3W C NoTpebuTensiMu (nosfb3oBatesiiMmu) ycnyr
CBA3M npefcTaBnseT coboil  mpouecc B3aMMHOTO 06MeHa MHdopmauuer M OCyLLecTB/IeHUA
LeneHanpaBneHHbIX AeliCTBUIA CTOPOH, CBA3AHHbIX C OKa3aHWeM YC/yr CBSA3U Ha COOTBETCTBYIOLUMUX aTanax.

4.1.2 D3T1anbl okasaHua ycnyr cBasn cornacHo FOCT P 53724, npu OCYLW,ECTBNEHUM KOTOPbIX
NpoMCcXo4uT B3auMOAeCTBIE NepcoHana oneparopa CBA3u C Nosib30BaTeNaMu ycnyr:

- npefBapuTenbHbIi 3Tan (Npvem 3asBKM OT NOMb30BaTeNs, NPOBepKa Ha/Nuusi TeXHWUYEeCKOW
BO3MOXHOCTM ANA AOCTyna K ycnyre, 3ak/ito4eHne gorosopa u T.4.);

- pacyerT 3a ycnyry,;

- nogaepxka ycnyru.

4.1.3 KauecTBO ycnyr CBsi3u Ha 3aTanax B3aMMOAENCTBMA MepcoHana Cc nosib3oBaTtensmu ycnayr, a
VMMEHHO KauyecTBO O6CNyXMBaHWA MNoMb3oBaTeneli ycnyr CBs3W, BOCMPUHMMAETCH Yepe3 COBOKYMHOCTb
NoTPEBUTETbCKMX CBOWCTB YC/yr, NPOSIBASIOWMXCS Ha 3TUX 3Tanax.

4.1.4 MoTpebuTenbckMe CBOMCTBA U COCTaB MokasaTesiell kayecTBa yCayr CBs3u, UCNOMNb3yeMbIX 1S
KOJIMYECTBEHHOW OLLEHKM KayecTBa 06C/MyXMBaHUS Ha aTanax B3avMOEeNCcTBUSA nepcoHasna u notpebutenei
yCnyr cBA3W, NpuBeeHbl B Tabnuvue 1.

Tab6nuuya 1 - T[loTpebuTenbckue CBOCTBA W MoOKasaTenu kadyecTBa YCNyr CBA3M Ha 3Tanax
B3auMMO/AeNiCTBNS NepcoHana n nosb3oBarteneil ycnyr casm _

MoTpe6uTensckoe CBONCTBO

HanmeHoBaHue 3aTana Moka3aTesnb KayecTBa ycnyru

yenyr

MpeasapuTenbHbIi aTan CBOEBPEMEHHOCTb nunu) fonsa (NpoueHT) 3a5BOK,
(npviem 3a5BKM OT CKOPOCTb BbIMO/IHEHNS AEACTBUIA  0BCAYXEHHbIX B npegenax
nonb3oBaTens, MNpoBepka MepcoHas oM yCTaHOB/IEHHON HOPMbI BpeMeHU
Hanmuns TexHuyeckoil  VHopmaTBHOCTb Jons  (NpoueHT) nonb3oBatenei,
BO3MOXHOCTW AN1a gocTyna Bblpa3nBLUNX yA0BNETBOPEHHOCTb
K ycnyre,  3awloyeHue MHGOPMATUBHOCTbIO

forosopa, Yno6¢TB0 n kynbTypa [flona  (NpoueHT) nosnb3oBartese,
npegocrasieHve AocTyna K  o6cnyxuBaHus Bblpa3nBLLUNX y[0BNETBOPEHHOCTb
yenyre) yno6cTeom " KynbTypoii

06CNYXNBaHUS



OkoHuYaHMe Tabnuupl 1
PacueT 3a ycnyry

O6cnyxusaHne
obpaLleHunit
nonb3oBarenei

TexHn4yeckas
ycnyrm

nogaepxka

CBOEBPEMEHHOCTb nencTBuii
oneparopa. CBSI3aHHbIX c
pacueTamMu 3a npegocTaBrieHne
ycnyr

MpaBWIbLHOCTL PacyeToB 3a YCyru

[0CTYNHOCTb CNYX06bl

CBOEBPeMEHHOCTb U(Mn) CKOPOCTb

BbINO/IHEHNSA nelicTBuii
nepcoHasom

WHdopmaTnBHOCTb

Ypo6eTBo " KynbTypa
o6cnyxuBaHus

[0CTYMHOCTb CNyX6bI

CBOEBpPEMEHHOCTb U(WUn) CKOPOCTb
BbINONIHEHNST paboT

KauyecTBO TexHWUYecKoi nofaepxku
U BbINOSHEHUs1 paboT

Ypo6ceTBo n
06CNyXnBaHus

KynbTypa
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Jons (npoueHT) cnyyaeB
HapyLlEHUA HOPM BPEMEHW Mpu
pacuyeTax 3a npegocTas/ieHve ycnyr

[onsa (NpoueHT) cyeToB € ownbKamMmn
[onsa (npoueHT) criyyaeB NosiB/ieHNs
npo6sem nNo BMHE onepaTopa CBA3N
npu pacuyeTax 3a npefocTaBfiEHHbIe
ycnyru no npegonnare

[Jons (npoueHT) yCneLHbIX
o6paLleHnii k cnyxbe

Jons (npoueHT) obpalleHnii
nonb3oBateneil K onpeaeneHHoi

cnyx6e, 06CNyXeHHbIX B npegenax
YCTaHOB/IEHHOIN HOPMbI BpEMEHU

Hons (npoueHT) NMUCbMEHHbIX
npeTeH3ni nonb3oBaTene,
pPacCMOTPEHHbIX B YCTAHOB/EHHbII
CpoK

[ona (npoueHT) nosb3oBaTenei,
Bblpa3MBLUMX  YAOB/IETBOPEHHOCTb
NHOPMATUBHOCTbIO npv
o6cnyxnBaHmm obpavleHuii
nosb3oBarenei

[ona (npoueHT) nonb3oBaTenen,
Bblpa3MBLUMX  YAOB/ETBOPEHHOCTb
ypo6¢cTBOM " KynbTypoii
o6cnyxmBaHus

Hons (npoueHT) ycneLwwHbIX
obpalyeHnii K criyx6e TexHU4eckon
NoAAEPXKKMN

Oons (npoueHT) 3aABOK
nonb3oBarenei B CBA3M c
BO3HUKHOBEHNEM 0TKa30B
pasnnyHbIX BULOB, NPU YCTPaHEHWUM
KOTOPbIX PEMOHTHbIE paboThbl
BbINOJTHEHbI B npegenax

yCTaHOBMIEHHOTO CpOKa
Jona (NpOLEeHT) MOBTOPHbLIX 3asABOK
nonb3oBartefsieli 0 HeWCnpaBHOCTAX
(8 npefenax cpoka rapaHTuu
PEMOHTHbIX paboT)

Lona (npoueHT) nosnb3oBaTenei,
BbIPA3nBLUMX  YAOBETBOPEHHOCTb
yA06CcTBOM " KyNbTypoi
o6cnyxmBaHus PEMOHTHbIMU
cnyx6amun onepatopa

MpumeuyaHue - Nokasarenm kayectea B [JaHHOV Tabnmue onpefensioTcs Kak Aons OT O6LIEero o6bema
COOTBETCTBYIOLLMX XaPaKTEPUCTUK. uMCla MOCTYNMBLLMX 3asiBOK, YMCMA OMPOLLEHHbIX MOMb30BaTesield, unucna
BbICTAB/IEHHBIX CUETOB, UMC/Ia NOCTYNUBLLKX B C/YXGY BbI3OBOB U T.4,

4.1.5

KauecTtBo O6Cﬂy)KVIBaHVIFI nonb3oBarenei ycnyr cBA3n npu B3aVIMO,D,e|7ICTBVIVI C nepcoHasiom

obecneunsaioT crefyolne akTopbl, BAUSIOWME HA YPOBEHb NokasaTeneil kauecTsa yc/yr, OLeHMBaeMblxX

Ha aTanax BSaVIMO,D,eVICTBVIFIZ

* npodheccnoHann3am paboTHMKOB (KBaNuukaLms, Haanume TPEHUPOBOK U CNeunanbHOro 06yyeHus);
- KynbTypa noBefeHns 1 obLeHnss paboTHNKOB:
- YepTbl XapakTepa paboTHWKOB (YYTKOCTb, OT3bIBUMBOCTb, f,06pOTA U TLL.);
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- HaNn4YMe KOMMYHUKaLWi 1 MHPOPMAaLMOHHOTO 06MeHa BHYTPW KOMNaHuW - onepartopa CBA3MW;

- CTeneHb NOAAEPXKKN PabOTHUKOB MeHeaxepamu;

- HannuKne cTaHAapPTOB OBCMYXUBAHUS U CUCTEMbI KOHTPONS KayecTBa 06CNyXMBaHNSA.

4.1.6 CraHfapT ycTaHaB/ivMBaeT HOpMAaTMBHbIE 3HAYeHWs Mokasateneli kayecTBa YCAyr CBA3W Ha
sTanax B3aUMMOAENCTBMA nepcoHana W nonb3oBaTenieil ycayr CBA3M C  y4eTOM  pekoMeHaauwmii
MexayHapogHoro coto3a anektpocessn (MC3) [1]. N0N0XeHW pOCCUIACKNX 3aKOHOAATE NbHbIX OKYMEHTOB)
[2]. pevicTByOWMX HOPMATUBHBIX AOKYMEHTOB oTpacnu cssasm [1]. [2]. (3). [4]. a Takke C y4eTOM AaHHbIX U3
NpakTukn paboTbl POCCUACKUX TENEKOMMYHUKALMOHHBIX KOMMaHWIA.

4.2 HopmaTuBHble 3HauyeHMA nokasaTenei KkayecTBa yC/yr CBA3M Ha aTanax B3anMoAencTBuA
nepcoHana c notpeéutenem

4.21 HopmaTuBHble 3Ha4YyeHUs nokasaTefeli kayecTBa YCAyr CBA3W Ha 3Tanax B3avMoAeincTevs
nepcoHana ¢ noTpebutensammu (Nosb3oBaTensamun) ycayr cBa3v npuBeeHbl B Tabnuue 2.

Tab6bnuuya 2 - HopmaTtvBHble 3HaueHMs nokKasaTefiel kadyecTBa YCAyr CBf3W Ha 3Tanax
B3aMMOAelNcTBMA NepcoHana ¢ Nonb3oBaTeNamu ycayr cBsasn
HavmeHoBaHve aTana HanmeHoBaHune nokasartens HopmaTvBHOE 3HaueHne
KauecTsa ycnyru nokasaresia kayectsa ycnyru
MpegBapuTenbHbIl atan [Jons (NpOLEeHT) 3asBOK,
(npuem 3a5BKU oT 0b6cnyXeHHbIX B npegenax 0.95
nonb3oBartens. npoBepka YCTAHOB/IEHHON HOPMbI BPeMeHW
Hannums TEXHUYECKON  [lons (NPOLEHT) nosib3oBaTesnei,
BO3MOXHOCTU AN1a A0CTyna K  BbipasuBLUMX YA0BIETBOPEHHOCTb 0,75

ycnyre, 3ak/t4eHne AoroBopa, MHOPMAaTUBHOCTLIO

npegoctasneHne  foctyna K [lonsa (NpoueHT) nosnb3osartenei,

ycnyre) Bblpa3nBLLNX YA0B/ETBOPEHHOCTb
yA06CTBOM M KyNbTypoii
06CcnyXuBaHus

Pacuet 3a ycnyry Jons (npoueHT) cnyyaes HapyLleHus
HOPM BpEeMeHM Mpun pacyeTax 3a 0.05
npefocTaBfeHne ycnyr
[onsa (NpoueHT) cyeToB C owWmnbKkamm 0.001
Jlons (NpoueHT) cnyyaes NosBAEHNS
npo6nem no BMHe onepaTopa CBsA3n
npu pacyeTax 3a npefocTaseHHble
ycnyru no npegonnare

O6cnyxuBaHne ob6pauieHunii  [lonsa (NPOLEeHT) yCrneLUHbIX

nons3osarenen obpatyeHuii K cnyxoe
[Jons (npoueHT) obpalleHuii
nonb3osarteneii k onpeAeneHHol
cnyxb6e, 06CnyXeHHbIX B npegenax
yCTaHOB/IEHHOW HOPMbl BPEMEHU
[onsa (NpoueHT) NMCbMEHHbIX
npeTeH3uii nosbL3oBaTenei,
pPacCMOTPEHHbIX B YCTAHOB/IEHHbIV
CpoK
Lonsa (npoueHT) nonb3oBaTene,
BbIpa3uBLUNX YA0BNETBOPEHHOCTb
MHOPMAaTUBHOCTbLIO 06CTYXMBAHUA
ob6paLleHuit
[onsa (npoueHT) nosnb3oBarene,
BbIPa3uBLUNX Y10B/IETBOPEHHOCTb
yA06CTBOM M KynbTypoii
06cnyxvBaHus obpatyeHnii

0.75

0.1

0.85

0.8

1.0

0.75

0.75



OKoH4YaHVe Tabnuupl 2

TexHuueckas noagepxka Jlons (MPOLEeHT) yCneLwHbIX

ycnyru

o6palleHuii K cryx6e TEXHUYECKOW
noAAepPXKy

[onsa (NpoueHT) 3as8BOK
nonb3oBaTesnieil B CBA3N C
BO3HWKHOBEHMEM OTKa30B Pa3/INyHbIX
BWAOB, NPV YCTPAHEHUN KOTOPbIX
pPeMOHTHble paboTbl BbIMOIHEHbI B
npegenax ycTaHOB/IEHHOIO Cpoka
[onsa (NpoLeHT) NOBTOPHbIX
3asBeHWI Nosib30BaTeneit o
HeucnpaBHOCTSX (B Mpejenax cpoka
rapaHTMm pemMOHTHbIX paboT)

[ona (NpoueHT) nonb3oBartenein,
BbIPa3MBLUMX Y0BNETBOPEHHOCTb
y[06CTBOM 1 Ky/bTYpOii
06CnyXnBaHNA PEMOHTHbLIMU
cnyxb6ammn onepatopa
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0.9

0.95*

0.05

0,75

* 3HaueHVe AaHHOro nokasatessi MoXeT 6biTb AndepeHLPOBaHO B 3aBUCUMOCTU OT BuAa 0TKa30B, HO
C y4eTOM TOrO, UYTO OMepaTopbl CBSA3M MOryT pa3pabaTtbiBaTb CBOM KnacCUMKAToOpbl OTKA30B, 3Ta
AudbcdhepeHumanus y pasHbix onepaTopoB MOXET OT/INYATHCS.
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