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4 BBE/JEH BIEPBbIE
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06 U3MEHEHUAX K HACT OALLLEMY CTanfap Ty Ny6MKyeTCA B €XerogHoMm (Mo COCTOAHUIO Ha 1 aHBapsA TekKyLero roaa)
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HAUMWOHANBbHBLIN CTAHALAPT POCCUWMWCKOW & EJLEPALUMN

KAYECTBO YCNYI «BHYTPU3OHOBAA TEJIE@POHHAA CBA3b»
Mokasaresin kayecTsa

Quality of service «intra-zone telephone communication». Quality indices

[Jara BBegeHns — 2015—01—01

1 06nacTb NpUMeHeHus

HacToawwmiAi cTaHgapT ycTaHaB/iMBaeT HOMEHKNATYpy OCHOBHbIX MokasaTeneil kayectsa ycnyr
BHYTPW30HOBOI TenedOoHHOW CBA3N, pekOMeHAyeMblX ANA Leneil ynpaBneHns KayecTBOM YCyr CBSA3N K
COBEpLUEHCTBOBaHMSA 06CAYXMBaHWSA NOb30BaTesnen ycnyr CBA3u.

HacTtoawwmii cTtaHgapT npegHasHayeH A8 WCNOMb30BaHWA NpPeAcTaBUTENAMU  TOCYAaPCTBEHHbIX
OpraHoB, OCYLLIECTBAAIOLWMX peryiMpoaHme B 061aCTy CBA3MW, HAYUYHbIMWU U MPOEKTHBIMW OpraHu3aLusamMmn npu
paspaboTke 1 MPOEKTMPOBaHWM ceTeil U cnyx6, npu pas3paboTke CTaH4apToB B 06nactu CBA3W,
X035AACTBYOWNMY cybbeKkTamu, AelCTBYLW MY B 06/1aCTU OKa3aHMs yC/yr BHYTPU3OHOBOW TenedoHHO
CBA3W B CeTW CBA3N O06LWEero nosb30BaHUsA, KOHTPOAMPYKOLMMW WX OpraHamu, BK/OYas opraHbl
cepTudhmkaumm, a Takke nonb3oBaTeneil ycnyr cBasu.

Ha ocHoBe HacTosllero craHgapTa XO03ANCTBYWOLWMMW cybbekTamu, AeicTBylOWUMU B obnactu
oKasaHua ycnyr BHyTPM30HOBOM TenetOHHON CBSA3W, MOTYT ObiTb pa3paboTaHbl CO6CTBEHHbIE (BHYTPEHHUE)
HOpMaTVBHble AOKYMEHTbl, Onpefensiowme cucteMy nokasatesieii KayectBa Ha YCNyr BHYTPU3OHOBOW
TeneoHHON CBA3N.

HopMbl, KOHKpeTHble Tpe6OoBaHUA K NokasaTensm KayecTBa U MeToAbl UX KOHTPONA (OLEHKM) AO/MKHbI
6bITb onpegenieHbl B COOTBETCTBYIOLWMX HOPMATUBHBLIX AOKYMEHTAaX, YTBEPX[EHHbIX B YCTAHOB/IEHHOM
nopsigke.

2 HopmaTuBHbIE CCbINIKK

B HacTosleM cTaHgapTe UCMNONb30BaHbl HOPMAaTUBHbIE CCbIJIKU Ha crefyowmne cTaHaapTb:

FOCT P 53724-2009 KauyecTBO ycnyr cBsisn. O6Limne NonoxXeHus

FOCT P 53727-2009 KauecTtBo ycnyrn «MecTHas TeniepoHHas cBA3b». NokasaTenn kayectsa

FOCT P 53731-2009 KauyecTBo ycnyr cBsi3n. TepMUHbI 1 onpegeneHns

FOCT P 53801-2010 Cs#3b (hefepanbHasn. TepMuHbl 1 onpegeneHns

MpumeyaHune - lNpu NONb30BAHUM HACTOALMM CTaHAAPTOM LieilecoobpasHo NpoBepuThb AeicTBue
CCbI/TOYHbIX CTAHAAPTOB B MHPOPMALIMOHHO crcTemMe 06LLEro Nonb3oBaHNsa - Ha oduumanbHOM caiite degepanbHOro
areHTcTBa Mo TEXHUYECKOMY PerysiMpoBaHWio 1 MeTPO/IoruM Mo CTaHAapTvu3aunn B ceTu VIHTepHeT unau no eXerogHo
n3gaBaeMoMy MHOPMaLIMOHHOMY yka3aTenio «HaunoHaslbHble CTaHAapTbl», KOTOPbI Ony6MkoBaH MO COCTOSHUIO Ha
1 AHBapA TEKyLLEero roga, v no BbiMycKaM eXeMEeCAYHOT0 MH(POPMAaLMOHHOTO ykasaTens «HauuoHasbHble cTaHgapTbi»
3a Tekywmii rod. Ecnn 3amMeHeH CCbifIoYHbI CTaHAapT, Ha KOTOPbI faHa HefaTMpoBaHHas CCblfka, TO PeKOMeHayeTcs
MCnosnb30oBaTh AEVCTBYIOLLYIO BEPCUIO 3TOrO CTaHAapTa C Yy4eTOM BCEX BHECEHHbIX B JAHHYK BEPCUI0 M3MEHEHUI. Ecnn
3aMeHeH CCbI/IOYHbI CTaHAapT, Ha KOTOpbIA AaHa AaTMpoBaHHas CCblika, TO PEKOMEHAyeTCst UCMO/b30BaTb BEPCUIO
3TOr0 CTaHfapTa C YKa3aHHbIM Bblle rOAOM YTBepXAeHus (NPuHATWA). Ecnn nocne yTBepXAeHUs HacTosLero
cTaHfapTa B CCbI/IOYHbINA CTaH4apT, Ha KOTOpbIi AaHa AaTupoBaHHas CCblika, BHECEHO M3MeEHEeHWe, 3aTparusaroliee
NOMOXEHWe, Ha KOTOPOe laHa CCblsika, TO 3TO MOSIOXKEHNE PeKOMEHAYeTCS NPUMEHATL 6e3 yyeTa AaHHOT0 N3MEHEHNs.
Ecnmn ccbiouHblii cTaHAapT oTMeHeH 6e3 3amMeHbl, TO MOMIOXEHNe, B KOTOPOM JaHa CCblKa Ha Hero, pekomeHgyetcs
NPUMEHSATb B 4aCTU, He 3aTparvBatoLLeli 3Ty CCbKy.

3 TepMuHbI 1 onpeaeneHus

B HacToflwem cTtaHfapTe npuMeHeHbl TepMuHbl no FOCT P 53731 u FOCT P 53801. a Takke
cnefyolwme TepMUHbI C COOTBETCTBYIOLLMMU ONpeaeeHnamMu:

3.1 ycnyra afnekTpocBA3uW: Ycnyra, 3akitovalowasnca B npueme, 06paboTke, xpaHeHuun, nepegave u
[OCTaBKe COO6LLEHNI 9NEKTPOCBA3N.

3.2 onepatop cBA3n: Opuauyeckoe AULO UM MHAWBUAYANbHbIA NpeanpuHUMaTeNb, OkasbiBalolme
YC/Yrn CBA3W Ha OCHOBaHWM COOTBETCTBYIOLLEN NNLEH3NN.

N3paHne oumansHoe 1
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3.3 TenedoHHOe coefunHeHWe: YCTaHOB/EHHOE B pe3ysbTarTe Bbi30Ba B3avMOAENCTBUE Mexay
cpeacTBaMu CBA3N, No3Bonsitowee aboHeHTy 1 (Man) nonb3oBaTesnto yenyr TesiedhoHHON CBA3M nepefasatb
n (MAn) NPUHUMATL FTOSTI0COBYIO U (U/IX) HETOI0COBYIO MHGDOPMALUIO.

34 BHyTpM3oHOBOe  TenedoHHOe  coefuHeHue:  TenedOHHOE  COeAVHEHWE  MexAay
nonb3oBaTebCkMM 060pYyA0BaHNEM, MOAKMOYEHHBIM K CETU MECTHOW TenedOoHHON CBA3N U pa3MeLleHHbIM
B npegenax TeppuTopuvM OJHOTO W TOro e cybbekta Poccuiickoii ®egepauun, unm TenedoHHoe
coefVHeHME MexAy Nonb30oBaTesIbCKMM 060pyAOBaHMEM, MOAKIOYEHHbIM K CETM MECTHOW TenedOoHHOM’
CBA3W, W MNOMb30BaTeNbCKMM 060pyAOBaHMEM, MNOAKMOYEHHbIM K CeTW TMOABWXHON CBSA3W, Korga
COOTBETCTBYOLEMY abOHEHTY 3TOW CeTV MOABWXKHON CBSA3N BblAeNeH abOHEeHTCKMIA Tesled)OHHbIN HoMep,
BXOAALWMIA B pecypc reorpaduyecks He onpefensieMoil 30Hbl HymMepauuu, 3akpenseHHbll 3a Tem Xe
cybbekTtom Poccuiickoli degepaunm.

3.5 ycnyra TenedoHHOW cBA3W: [leaTeNnbHOCTb WCMONHWTENA (omepaTtopa CBA3M) NO
yA0BNEeTBOPEHMI0 NOTPEBHOCTU NONb30BaTENS YCAYT CBA3N B 06MeHe TenetOHHbIMY COOBLLEeHUAMI NyTeMm
yCTaHOB/IEeHNA TeNnedOHHOro CoeiHEHNS.

3.6 ycnyra BHYTpW30HOBOI TenedoHHOW cBA3W: Ycnyra TenedOHHOW CBA3W, CBSi3aHHaA C
yCTaHOB/IEHMEM BHYTPU3OHOBOTO TeNe(OHHOr0 COeAVIHEHUS.

3.7 nonb3oBatenb ycnyr tenecoHHoOl cBA3KU: Jlnuo, 3akasbiBawuwee U (M) uMcnonb3youee
ycnyru TenedoHHOI cBA3N.

3.8 aboHeHT: Monb3oBaTenb yCayr CBA3W, C KOTOPbIM 3aK/luYeH A0roBop 06 oka3aHuu Takux ycnyr
npu BblfeNneHun ans aTux ueneil aboHEHTCKOro HOMepa WU YHUKaNbHOro koda uaeHTudukaumm.

3.9 nonb3oBaTenbckoe obopyaoBaHue (OkoHeuyHoe obopyaoBaHue): TexHuyeckne cpegcTBa Ans
nepegaun u (MNN) Npuema CUrHasoB 3/1EKTPOCBS3N MO SIMHWUAM CBA3W, MOAK/IOYEHHbIE K aBGOHEHTCKUM
NVHMAM U HaxogsWwmecs B Nonb30BaHNM abOHEHTOB MW NpefHa3HauYeHHble 418 Takux Lene.

3.10 ceTb (hMKCUpPOBAHHON 30HOBOI TenedOHHOW CBA3N: TenedoHHas ceTb CBA3M 06Liero
nofb30BaHNsA, KoTopasi npefHasHayeHa [ANs OKasaHusi yCnyr BHYTPU3OHOBOW TenedoHHON CBA3N,
npeacTasnsiolias coboii COBOKYNHOCTb PACMOMIOKEHHbIX B OfHO/ 30HE Hymepauuy TPaH3UTHbLIX 30HOBbIX
Y3/10B CBSI3U U COEAMHAOLMX WX JIMHUIA CBS3W W MMelWas TOUYKM NPUCOEAVHEHUS B aAMUHUCTPATUBHOM
LLeHTpe 1 B KaXAO0M MyHuMUMNanbHOM palioHe cybbekTta Poccuiickoil depepauun, Ha TeppuTopyun KOTOPOro
PyHKUMOHMPYET 3Ta CeTb CBA3N.

3.11 npepocTaBfieHMe AOCTyna K CeTU 30HOBOW TenedoHHOW cBsizu: COBOKYMHOCTb [ECTBWMiA
onepaTopoB ceTeil MeCTHOW M 30HOBOI TeneOoHHOW CBA3M MO 06ecneyeHnio BO3MOXHOCTU COeAUHEHUs
Nno/sib30BaTes/IbCKOro (OKOHEYHOro) 060pyA0BaHUS C Y3/10M CBS3W CETU 30HOBON TenehOHHOW CBS3U B LeNsiX
npefocTaBneHns aboHeHTy ycnyr TenedoHHON CBA3N.

3.12 BbI30B: [lelicTBMA, coBepllaemble abOHEHTOM WAW MOMb30BaTesieM ycayramu TenedOoHHOM
CBA3N B LENAX YCTAHOBMEHUA COEAWHEHUS CBOEro MoJib30BaTesIbCKOro (OKOHEYHOro) obopyposaHus C
nonb3oBaTebCkM (OKOHEYHbIM) 060pyAoBaHMeEM Apyroro aboHeHTa uan nonb3oBartens ycnyr TeneoHHol
CBS131, M COBOKYMHOCTb ONepaLuii, NOpoXaaemMbiX 3TUMN AeACTBUSIMU B CETU 3/1EKTPOCBA3N.

3.13 nonbiTka BbI30Ba: lMoONbITKA YCTAHOBUTL COEAMHEHME C OAHUM WU HECKONIbKUMW Mpubopamu,
MOAK/TOYEHHBIMU K CETU 3/1EKTPOCBA3N.

3.14 ycnewHas nonbiTka Bbl30Ba: [lonbiTka BbI30Ba, NPWM KOTOPOW BbI3biBAKOWMNA aBOHEHT
(nonb3oBaTesnb) NoslydaeT NOHATHYIO MHDOPMALMIO O COCTOSHUN Bbi3biIBAeMOro aboHeHTa.

3.15 achhekTBHAA NOMNbITKA BbI30BA: YCNeLWHasn NonbiTka BbI30Ba, 3aKOHYMBLUASICSA CUTHA/IOM
oTBeTa.

4 Ka4ecTBO ycnyrun «BHyTpusoHoBas TeneOHHasd CBA3b»
4.1 Obuwee onvucaHne ycnyru

4.1.1 Ycnyra «BHyTpu3oHoBasi TefletpoHHasi CBSA3b» 3akK/Io4aeTcsl B NPefoCTaB/IeHUN UCTIONHUTENEM
(onepaTtopom  BHYTPM30HOBOM TeneOHHON CBSI3M) BO3MOXHOCTU  Mosb3oBaTesniaM  (aboHeHTam),
nonb3oBaTtesibckoe (OKOHe4yHoe) 060opyaoBaHMe KOTOPbIX MPUCOeAMHEHO K y3nam MecCTHOW TenedoHHo
CBSI3W, PACMOJSIOXEHHbIM B Npejenax TEPPUTOPUM OLHOMO 1 TOro Xe cy6bekTa Poccuiickoli degepaumm, no
Tpe6oBaHMO MO60Or0 M3 HUX O6GMEHUBATHLCS TeNEe(OHHbLIMU COO6OLEHUSMU. Takasi Xe BO3MOXHOCTb
npefocTaBfsieTca B Criyyae, Korga nosnb3oBartesibckoe 060pyoBaH/e 04HOIO 13 aGOHEHTOB NPUCOEANHEHO
K Y31y MEeCTHOW TesiehOHHON CBA3M B Npefenax TeppuTopun ofgHoro cybbekta Poccuiickoin degepaunu, a
[pYroro - MnoakIlyYeHo K CeTu NoABMKHON CBA3W, NpuyeM aboHEHTY 3Toli CeTU NOABWXHON CBS3U BblAeneH
aboHeHTCKUIA HOMep, BXOASWMIA B pecypc reorpaduyecks He onpegensiemMoli 30Hbl Hymepauuu,
3aKpensieHHbll 3a Tem xe cybbekToM Poccuiickoii ®epepauun. Kpome Toro, ata ycnyra obecneuymBaeT
[OCTYN K ycryraMm MexayropofHoli 1 mexayHapoaHoW TenedgoHHOW CBA3N.
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4.1.2 Tpn okasaHun ycnyrn «BHyTpu3oHoBas TenedoHHaa CBA3b» WCMOMHWTENb (OMepaTop)
obecneunBaeT npegocTaBneHne aboHeHTy:

a) BHYTPM30HOBbIX COeAMHEHUI MO ceTn thKCpoBaHHO! TenedoHHOW CBA3N:

- [N5 nepejayv rosocoBoii MHhopmaumu;,

- nepegayn pakcMuIbHbIX COOBLLEHWIA;

- nepejauun faHHbIX;

6) AOCTyn K ycriyram CBA3W CEeTU CBA3M 06LWero nosib30BaHUsl, KpoMe YC/yr MeCTHOI Tened)OHHO
CBA3N;

B) 4OCTYN K cucTeMe MHQOPMaLMOHHO-CNPaBOYHOro 06CNyXMBaHNS.

Kpome Toro, onepatop CBfI3W yCTpaHsAeT HeMCnpaBHOCTU, NPENATCTBYOLWME MO/Ib30BAHUIO yCayramu
BHYTPW30HOBOI TeneOHHO CBSA3N B COOTBETCTBMU C [1].

4.1.3 [eAaTenbHOCTb MO OKasaHuio Yycnyrn «BHyTpu3oHoBas TenedoOHHas CBSA3b» BKIYaeT B
cooTtBeTcTBUM ¢ TOCT P 53724 cnegytoume OCHOBHbIe 3Tanbl:

- npepgocTtas/sieHne focTyna K ycnyre;

- obcnyxusaHne BHYTPU3OHOBOTO BbI30BA;

- pacyeTbl 3a ycnyry;

- 06cnyxvBaHue obpalleHnii aboHeHTa;

- TexHuuyeckas noffepxka ycnyru.

4.1.4 MpepocTaBneHve Aoctyna K ycnyre «BHyTpu3oHoBas TenedoHHas cBA3b» B COOTBETCTBMM C [1]
ocylLecTBnseTCS NO A0roBopy aboOHEHTa C onepaTopoM BHYTPU30HOBOM TenedoHHOW cBsi3u. Mokasatenu
KayecTBa ycnyrm «BHyTpr3oHoBas TesiepOHHasA CBS3b», XapakTepusytoliue atan npefocTaBieHns goctyna
K ycnyre, npefHasHayeHbl A8 TOro, 4YTob6bl OUEHWUTb Crefylolue OCHOBHble MOTpPebuTenbckne cBolCTBA
3TOroO atana:

- MHopMaTUBHOCTL (NONHOE, OCTOBEPHOE 1 CBOEBPEMEHHOE MH(OPMUpPOBaHME NoTpebuTens o
npefocTaBnsemoit ycnyre);

- CBOEBPEMEHHOCTb W (M) CKOPOCTb BbINOSTHEHUS AE/CTBUIA NepCOHaNoMm;

- YyA06CTBO M KynbTypa 06CNyXuBaHus.

4.1.5 O6cnyxuBaHme BHYTPU3OHOBOTO Bbl30Ba MPOBOAUTCA NPU HA/IMUUWN TEXHUYECKOW BO3MOXHOCTU
poctyna K ycnyre (HeobxoAumble MNPUCOEAMHEHNS MECTHOM W 30HOBOW TenedOoHHbIX ceTell un ux
B3aVMOAENCTBME peasm3oBaHbl, COOTBETCTBYIOLLME NNHUK 1 060PYA0BaHNE UCMPaBHbI).

BHyTpn30HOBblE TenedoHHble COEeAUMHEHUS MOryT ObiTb YCTAHOB/IEHbl @BTOMATMYEeCKW WM Mpu
nomMoLm TenedgoHucTa.

Mpy okasaHuM yCAyrm C aBTOMATUYECKMM YCTaHOB/IEHMEM COEMHEeHUS [ANA ee WHULuanusaumun
NPOBOAAT COOTBETCTBYIOLLYIO MOMbITKY: BbI3bIBAKOWMNA abOHEHT, MaHWNyNMpys ynpasnsloWUMU opraHamu
CBOEro OKOHe4yHoro obopyaoBaHusl, BBOAUT MHGOPMaLUI0 O HOMEepe Bbi3biBAEMOro aboHeHTa (Cnyxobl).
Yepes MeCTHyt0 ceTb, NPUCOEAUHEHHYI0 B COOTBETCTBUM C yCTaHOB/IEHHbIMU MpaBunamu, ata nHdopmaums
[lOCTaBNsieTCA B TOYKY NpuUcoeAvHEeHUs K PMKCMPOBaHHOI 30HOBON TenedoHHO ceTn. B 3aBucumocTn ot
HabpaHHOro HOMepa B 30HOBOW CeTW OCYLLeCTBASIOTCA onepauun no ycTaHOBIEHUIO OLHOMO 13 BapuaHTOB
BHYTPW30HOBOTO TeN1e(DOHHOr0 COeAVHEHNS:

- C TOYKO NpUCOeAVHEHUSI K MECTHOW CeTu Bbl3biBAEMOro aboHeHTa [Ans fanbHeliwero coeguHeHus
C OKOHEeYHbIM YCTPOWCTBOM BbI3blBAEMOro aboHeHTa (Cnyx6bl) B npefenax 30HOBOW CeTW eANHCTBEHHOro
oneparopal:

- € TOYKOI NpUcoeAnHEHNs K ceTn OUKCUPOBaHHON 30HOBON TeneOHHON CBA3W APYroro oneparopa:

- C TOYKOI NPUCOEUHEHNA K CETU NOLBWXHON CBA3N;

- C TOYKOW NpMCOELMHEHNS K MeXAyropoaHoi ceTn (ecnu TpebyeTcs OCyL,ecTBUTbL AOCTYN K ycayram
MeXAYropoAHOi UNu MmexayHapoaHol TenedoHHOl CBA3N).

MonbiTka BbI30Ba MOXET 6biTb 3PPEKTUBHON NNO0 HeaEKTUBHOW. DdhekTUBHON ABNsSeTCH
ycnewHas nomnbiTka, 3aKOHYMBLLAACA OTBETOM BbI3bIBAEMOro aboHeHTa, T.e. peanu3auueil TEXHUYEeCKUX
ycnoBuii Ans obmeHa Mosb30BaTeNbCKOW MHGopMaumnei. HeaddekTBHbIMU ABAAIOTCA Nobble Apyrue
nonbITKN. 3TO IM60 cnyyan 6e3ycnellHbix (MOTePAHHbIX) BbI30OBOB, T.e. HE 3aBepLUVBLUNXCA YCTAHOBNEHNEM
MOJIHOTO COefMHeHns, MM60 cnyyan HeoTBeTa UM 3aHATOCTU BbI3bIBAEMOrO aboHeHTa.

[ns nonyuyeHus ycnyrm c ycTaHOB/EHMEM COeAUHEHUs MpU nomowmn TenedoHucTa nonb3osaTesib
obpalaetcsi K cooTBeTcTBymUlel cnyxbe (cm. 4.1.7) u npefgoctaBnsieT TenedOHUCTY WHopMauumio,
Heobxogumylo ANns  opopMIeHUs 3akas3a Ha okasaHue ycnyr TenedoHHol cBsA3n. TenedoHUCT
OCYyLLEeCTBNAET MNOMbITKY YCTaHOBMEHWA coefuHeHus. B cnyyae 3dhpeKkTMBHON NOMbITKA MOXeT ObiTb
npoBefieH 06MeH MosIb30BaTesIbCKoN MHhopmaLuuei.

Mokasatenn kavectBa YCnyrn «BHyTpu3oHoBas TenedOHHas CBA3b», XapakTepusywouwume 3aTan
06CNyXNBaHUA NONbITKN BHYTPM3OHOBOrO BbI30BA, NpeAHa3HavyeHbl 48 Toro, 4Tobbl OLEHUTbL cnegyloLme
OCHOBHble MOTpebuTenbCcKkMe CBOKCTBa 3TOro aTana:

- [OCTYNHOCTb COEAUHEHUS:
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- KayecTBO 06CMYyXMBaHWS BbI30BOB;

- KayecTBO AOCTaBKW NO/Ib30BATENbCKON MHOpMaLUK.

4.1.6 PacueTbl 3a ycnyry, ux nopsfok, gopma v B3aumHasi OTBETCTBEHHOCTb CTOPOH perynupyoTcs
TpeboBaHuamu [1] n [2].

OcHoBaHVeM N5 BbICTaBneHus cyeta aboHeHTy U (MaKM) nosb3oBaTesnio 3a npefocTaB/ieHHble
BHYTPW30HOBble TenedOHHblE COeAUHEHNSA ABNSAITCA AaHHble, NOMyYeHHble C NOMOLLbI 060pyAoBaHuS,
MCMNO/b3yeMOoro Ans yyeta ob6bema okasaHHbIX YCNyr Tened)OHHON CBA3N.

MokasaTenn kayectBa Yycnyrn «BHyTpusoHoBas TenedoOHHas CBA3b», XapakTepusylouwme 3Ttan
pacyeToB 3a YCnyry, npefHasHayeHbl AnS TOro, 4tobbl OLEHWUTb Creaylolmne OCHOBHble NoTpebuTensckme
CBOICTBa 3TOro 3Tana:

- CBOEBPEMEHHOCTb AeliCTBUI onepartopa, CBA3aHHbIX C pacyeTamu 3a npefocTaB/ieHne ycnyr;

- MpaBW/IbHOCTb CYETOB, BbICTAB/ISAEMbIX 3a YCYIH.

4.1.7 O6cnyxmBaHve obpalleHnini aboHeHTa NPOBOAWT NEePCOoHan pasnyHbIX CNyx6 onepartopa.

O6palleHna aboHeHTa k cnyxb6am onepaTopa MOryT 6biTb Bbi3BaHbl Pa3iMyHbIMU NPUYNHAMM:

- BO3HVKLWWMMW NPETEH3NAMY,;

- NOTPeBHOCTbIO NOMYYNTL AaHHbIE, CBA3aHHbIE C NPeAoCTaBEHNEM YCNyru;

- MOTPEeBHOCTbI0 NOMYYUTb CMPABOYHYH0 MHDOPMALMIO;

- NOTPeGHOCTbI0 MNOMYYNTb ycnyry «BHyTpu3oHoBasi TenedoHHas CBfi3b» C YCTAHOB/EHUEM
coefIHEHNA Npu NOMoLLY TeneoHNCTa,;

- TEXHUYECKUMW HEUCNPaBHOCTAMU W Ap.

[JeiictBua (nnn 6GespgeiicTBne) onepatopa CBA3W, kacalolwMecs oKa3aHus YCnyr BHYTPU30HOBOINA
TenedoHHOl €BA3M, MOryT 6bITb 06GXanoBaHbl aboHeHTOM (nonb3oBaTeniem). [peTeH3us npeabsBAseTcA
cooTBeTCTByloLLel cnyxbe onepatopa B NWCbMEHHON hopme W MNOANEXWT perncTpauuy B [eHb ee
nonyyeHnss onepaTopoMm cBA3N. [peTeH3ua [Ao/kHa ObiTb paccMOTpeHa onepaTtopoM CBA3WM B
YyCTaHOB/EHHbI cpok. Kpome TOro, onepaTop CBfi3n 0065i3aH WMMETb KHUTY Xanob W npeasioxXeHnid u
BblfiaBaTb ee No nepsomy TpeboBaHuio aboHeHTa v (M1n) nonb3oBaTens.

B cooTtBeTcTBMM C [1] onepaTop npegocTaBnseT aboHeHTaM AaHHble, Kacatowumecss npegocTaB/ieHns
ycnyr, a Takke oOKa3blBaeT Mo/b30BaTeNnaM WHGOPMaLMOHHO-CNPaBOYHble YyCyru; ob6s3aTenbHble
(becnnaTHble, KPYINOCYTOUHbIE) M APYTe NNaTHbIe YCyru.

O6palleHusi, BbI3BaHHbIE MNPOSABAEHUSMW TEXHUYECKUX HEWCnpaBHOCTEN, MoryT ObiTb M60
yAOBNEeTBOPEHbl  KOHCynbTauuein no TenedpoHy (npocTele cnyyanm), nnbo MoryT notpebosatb
BMellaTeNbCTBa MNepcoHana CAyxo6bl TexHWYeckoi nopdepxkn. B nocnegHem cnyvae obpalieHus
HanpaBs/iAT B CNYXO6Y TeXHUYECKol noaaepxku (cMm. 4.1.8).

B0O3MOXHbI pas/inyHble BapuaHTbl TEXHUYECKON peanu3aummn obpalleHns K cnyxoam:

- B3auMofeiicTBME NONb30BAaTENS C NEPCOHANIOM CNyX6bl onepaTtopa no TenedoHy um
HenocpefCcTBEHHO;

- OAHOCTOPOHHEE MW NHTEPaKTMBHOE B3auMOZeiCcTB/E Nob30BaTe A C aBTOMaTU3POBAHHOM
NHOPMaLMOHHON cUCTEMOW CyXObl NO CETU 3NEKTPOCBA3N.

MokasaTenn kayectsa Yycnyrn «BHyTpu3oHOBas TenedoOHHAs CBA3b», XapakTepusylolme aTan
ob6cnyxumBaHus obpalleHnii aboHeHTOB, NpeAHasHauyeHbl 418 TOro, YToObl OLEHWUTbL Creaytoline OCHOBHble
noTpebuTenbCKkMe CBOMCTBA 3TOrO aTana;

- BOCTYMHOCTb CNyX6bl;

- CBOEBPEMEHHOCTb W (MK) CKOPOCTb BbIMOSIHEHWS AEeACTBUI NEPCOHANOM;

- MHdOpPMAaTMBHOCTL (NOMIHOE, AOCTOBEPHOE W CBOEBPEMEHHOEe WHQOopMMpoBaHWe noTpebuTens o
npepocTaBnsiemoli ycnyre, npaBax M 0643aHHOCTAX 06eux CTOPOH /IMG0 npefocTaB/ieHne 3anpoLUeHHOoM
UHdopMaLnm);

- yao6CTBO U KynbTypa 06CnyXnBaHus.

4.1.8 TexHunyeckas noadepxka YCAyrm  3akniloyaeTcs B YCTPaHeHUW  HewcnpasHOCTEN,
NPenATCTBYIOWMX  MNOMb30BAHMIO  yCiyramMum  TenedOHHON  CBA3W W [O0/DKHA  OCYLLEeCTBAATHLCA
COOTBETCTBYWOWUMY cnyxbamy onepaTtopa. B cnyyae o6HapyXeHUs Takux HeucnpaBHOCTel, abOHEHT B
COOTBETCTBMM C MNOPSAAKOM, YCTAHOB/IEHHbIM ONepaTopoM, MOXeT nnbo o06paTuTbCA B CNPaBOYHO-
MHOPMAaLMOHHY0 (AMcneTyepckylo) cnyxby onepaTtopa, KoTopas B CMOXHbIX Cflyyasix HanpaBuT ero K
cnyxb6e TexHW4ecko noggepxkn, Nnéo obpaTUTbCA B 3Ty CAYXOy HenocpeAcTBEHHO. HeucnpaBHOCTW
YyCTpaHATCA CNyX60i TEXHNYECKON noaaepXxkn onepartopa B cooTBeTcTBuM C (1).

MokasaTenn kavecTBa ycnyrn «BHyTpu3oHoBas TenedoOHHas CBA3b», XapakTepusylouwme aTan
TEXHWYECKON NOALEPXKN YCMyrn, npegHasHauyeHbl AN TOro, 4YTOObl OLEHUTb Cnefylolie OCHOBHble
noTpebuTenbCckMe CBoCcTBA 3TOrO aTana:

- AOCTYNHOCTb CNYXObI:

- CBOEBPEMEHHOCTb 1 (MN) CKOPOCTb BbINOSIHEHUS PabOT NepcoHaIoMm;

- KayecCTBO BbIMOJIHEHMS paboT.
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OCHOBHble MokKasaTefnn KayecTBa BaXHeMLWUX NOTPeGUTeNbCKUX CBOWCTB ycnyrn «BHyTpusoHoBas

TefledpOHHasA CBS3b» NpUBEAeHs! B Tabnuue 1

Ta6nuuya 1 - OCHOBHble MOKA3aTe/M KauyecTBa BadKHEWLMX NOTPe6UTeNbCKUX CBOWCTB yCayru

«BHyTpu3oHoBas TenechH Hasa CBA3b»

Moka3atenb KavyecTsa

MpepoctaBneHue gocrtyna K ycnyre

CBOEBPEMEHHOCTb U (M/1M) CKOPOCTb BbINOIHEHUSA AEACTBUIA NEPCOHAIOM:

[ons (NpoueHT) 3aaBOK, OGCAYXEHHbIX B Npefenax YCTaHOBJIEHHOW HOpPMbI
BpEMEHM

MHdopmaTnBHOCTL (MH(bOpMMpOBaHMe NoTpebuTensa o6 ycnyre, npasax n
0643aHHOCTAX CTOPOH), YA06CTBO M KyNbTypa 06CnyXnsaHusa npu
npegocTaB/ieHMn JOCTyna K ycnyre:

[onsa (NpoueHT) nonb3oBartenen, Bblpa3mnBLLMNX YA,0BNETBOPEHHOCTb
COOTBETCTBEHHO WH(OPMATUBHOCTLI, YAOOGCTBOM, Ky/nbTypoli 06CnyXunBaHus
nn6o B LEenoM AenaTenlbHOCTbIO CyX6 oneparopa npv npegocTaBneHnn gocTyna K
ycnyre

O6cnyxnBaHvie BHYTPM30HOBOrO TeniedOHHOro Bbi30Ba

[OCTYNHOCTb COeANHEHNSA:

[onsa (npoueHT) 6e3ycneLlHbiX NOMbITOK AOCTYNa K COe4UHEHUIO

[onsa (npoueHT) nonb3oBaTeneld, BbipasuBLUNX Y40B/IETBOPEHHOCTb
OOCTYMNHOCTBIO yCNyrn

KauecTBO 06CnyXnBaHUS BbI3OBOB:

MoTepu BbI30BOB (MO Pa3/IMYHbIM NPUYMHAM UK B CYMME) NPU YCTaHOBIEHWUN
COefMHEeHNS:

- B Npejenax 30HOBOIA ceTn onepaTopa;

- [0 TOYKM NPUCOEANHEHNA K MEXAYTOPOAHON ceTun

[ons (npoueHT) adhheKkTUBHBIX NOMbITOK Bbl30Ba

[ona (npoueHT) nonb3oBartefiell, Bbipas3MBLUMX Y[0B/IETBOPEHHOCTb KayecTBOM
06CNyXBaHNA BbI30BOB

KauecTBo foCTaBku N0Nb30BaTENbCKON MHhopMaLIMK:

[ona (NpoueHT) BbI30BOB, COMPOBOXAABLUMXCA O6GMEHOM M0/b30BaTe 1bCKOM
nHopMauveil, He y0BNETBOPAIOLLMX HOpMaTMBaMm

[ona (npoueHT) nonb3oBatesieli, BbipasMBLUMX YAOBIETBOPEHHOCTb KayeCTBOM
[0CTaBKM NOMb30BaTeNbCKON MHhopMaLum

PacueTbl 3a ycnyry

CBOeBpEMEHHOCTb AeiicTBMIA onepaTopa, CBA3aHHbIX C pacyeTamu 3a
npegocTaBneHne ycnyr:

[lona (npoueHT) cnyyaeB AOCTaBKM CYETOB abBOHEHTY C HapyleHMeM HOpM Mo
BpemMeHu

MpaBWILHOCTL CHETOB, BbICTAB/ISAEMbIX 38 YCYrK

[Jona (npoueHT) ownboK, CBSA3aHHbIX C BbICTaB/IEHWEM CYETOB Ha onaaty ycnyr
(cueToB C OlWMOKaMW, BbICTAB/IEHHbIX HECBOEBPEMEHHO /SMG0 N0 HEBEPHOMY
ajipecy, He BbICTaBMEHHbIX U Ap.)

O6cnyxmBaHne obpalleHuin nonb3oBarenei

JlocTynHOCTb CnyxX6bl:

Jona  (MpoueHT)  ycnewHblX, T.e. NpUBEAWWX K  cojepxarenbHoMy
NHOPMaLMOHHOMY 06MeHY, o6paLLeHunii K cnyxbe

CBOEBPEMEHHOCTb 1 (M) CKOPOCTb BbINOIHEHMS AeCTBUI NepCcCoHasIoM:

[ona (mpoueHT) o6paweHnii nosb3oBaTeneid K onpegenieHHol  cnyxbe,
06CNYXeHHbIX B Npejenax YCTaHOB/IEHHbIX  HOPMATUBOB,  KacalLuxcs
ONUTENbHOCTU BbINOIHEHMSA paboT

MpumeyaHne

JIn6o ycpenHeHHasn
6ansbHas oueHka

NIn6o ycpeaHeHHas
6annbHasn oLeHka

Nn6o ycpeaHeHHasn

6annbHasi oueHka

NIn6o ycpeaHeHHas
6annbHas oueHka



FOCT P56089—2014

OKoHYaHne Tabnuubl 1
MokasaTenb KayecTsa

WHcopmaTBHOCTb (MHDOPpMUpOBaHWE nonb3oBaTtenein 06 ycnyre, npaBax u
0653aHHOCTAX CTOPOH /60 NpefocTas/ieHre 3anpoLUeHHoN nHdhopmaLmn),
yA06CTBO 1 KynbTypa 06CnyxvBaHna Npu obpalleHusx nonb3oBaTeneil:

fons (npoueHT) nonb3osaresnei, BbIpa3nBLUNX YA0BNETBOPEHHOCTb
COOTBETCTBEHHO WH(OPMATMBHOCTbIO, YAOGCTBOM, Ky/nbTypoil 06CNYXMBaHUA
nn60o B LLeNoM AeATeNbHOCTbIO CNYX6 oneparopa npu obpatleHun K HUM
TexHuyeckan noggepxka ycnyrm

JocTynHOCTb Cnyxobl:

Jons  (NpoueHT)  ychmewHblX, T.e. MpuBEAWNX K  cogepXaTenbHOMYy
MHhOopMaLNOHHOMY 0O6MeHy, o6paLleHunii kK cnyxoe

CBOEBPEMEHHOCTb U (M/IM) CKOPOCTL BbINOIHEHUSA Pa60oT NEPCOHAIOM:

[ons (NpoueHT) 0TKa30B pPas/IMYHbIX BUAOB, PEMOHTHbIE PabOTbl NPU yCTpaHeHun
KOTOPbIX BbINOSIHEHbI B Npefesiax yCTaHOB/IEHHbIX CPOKOB

KauyecTBO BbINONHEHMS paboT:

[ons (NpoueHT) NOBTOPHbIX (T.e. B Npefeniax cpoka rapaHTUv PeMOHTHbIX paboT)
3asB/IeHUii Nonb3oBaTesieil 0 HeMCNPaBHOCTAX

WHTerpanbHas oueHKa kayecTBa ycnyru

Jons (npoueHT) nonb3oBaTtenieil, BblpasvBLUNX Y0B/IETBOPEHHOCTb KayeCTBOM
yC/yru B Liefiom

MpumevaHue

JIn6o ycpefHeHHasn
6annbHas oueHka

JIn6o ycpegHeHHas
6annbHas oueHka
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