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MpeagncnoBue
1 PASPABOTAH YupexaeHuem «LleHTp cepTucbunkaLmm ycrnyr cBssn»

2 BHECEH YnpasneHunem passuTus, MHdopMaLMoHHoro obecneveHus 1 akkpeautauumn deagepansHo-
ro areHTCTBa Mo TeXHUYECKOMY perynMpoBaHuio 1 MeTponorum

3 YTBEPXOEH WU BBEOEH B OENCTBWE Mpukazom deaepanbHoro areHTCTsa no TeXHUUYECKOMY
perynuposaHuio n Mmetposnorimn ot 28 asrycta 2013 r. Ne 608-cT

4 BBEQEH BIMNEPBbIE

lpasuna npumeHeHUs HacmosAwe2o cmaHlapma ycmatossieHbl 8 FTOCT P 1.0—2012 (pa3den 8).
Unhopmauyusi 06 usMeHeHUsIX K HacmosiuemMy cmarOapmy ry6Iiukyemcst 8 exe200HOM (10 COCMOSIHUIO Ha
1 saHeapst mekyuweao 200a) uHhopMayUoHHOM yKkazamene «HayuoHansHble cmaH@apmbl», a ochuyuanbHbill
meKcm U3MEHeHUU U ronpasok — 8 eXeMecCsIYHOM UHhOPMaUUOHHOM yKa3amene «HauyuoHanbHble cmar-
dapmei». B cniyyae nepecmompa (3aMeHbi) Unu OmMeHbl Hacmosiwezo cmaHdapma coomeemcmeyioluee
yeedomiieHue bydem ory6rukoeaHo & bruxaliieM 8bifycKe eXeMeca4HO020 UHHOPMAaYUOHHO20 yKkasamens
«HauuonHansHble cmarOapmei». Coomeememesyrowas UHGopMalusi, yeedoMeHuUe U meKkcmbl pa3mewjaom-
Cs1 maKxe 8 UHghopmMalioHHOU cucmeme obue20 nonb3oeaHusi — Ha oghuluansHoM calime dedepasibHO20
azeHmcmea 10 MexHU4YeCKOMy pe2ynuposaHuio U Memporsioeuu 8 cemu YiumepHem (gost.ru)
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Hacroawuii ctaHgapT He MoxeT GblTb NMOMHOCTLIO MW YacTUYHO BOCMPOU3BeaAeH, TUpaXkMpoBaH 1 pac-
npocTpaHeH B kauecTBe ouLmansHoro nsaaHus 6es paspelueHns degepansHOro areHTCTBa o TeXHUYeCcKo-
MY PEeryriMpoBaHuio U MeTPosiorum
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HAUMWOHANBbHBLIN CTAHOAPT POCCUMCKOW ®EOLEPALUUM

Cucrema HaunoHanbHbLIX CTaHAAPTOB B 06M1acTU KayecTBa yCNyr CBA3U
YMNPABIEHUE KAHECTBOM YCIYI CBA3U

O6Lwue nonoxeHusn

System of national standards for quality of telecommunication services. Management of quality of communications
services. General provisions

Dara BBegenna — 2014—01—01

1 O6nactb NpUMeHeHun

Hacrosmii cTaHaapT ycTaHaBnuBaeT obLume TpeboBaHUA K OCYLIECTBNEHUIO YNpaBrieHns KauecTBOM
yCIyr cBsi3u: o6LUMe NOMoXeHUs!, COCTaB U cofiepXkaHne OCHOBHbIX 3TanoB ynpasneHnsa Ka4eCcTBOM YCIyr CBsl-
31, Tpe6GOBaHUSA K YNPaBIIeHUI0 OCHOBHBIMU, BIMSIIOLLIMMU Ha Ka4eCcTBO YCIYr CBA3W hakTopaMu.

Lensto npuMeHeHNs1 HacTosALLero cTaHaapTa AsnaeTca obecneyeHne cMCTEeMHOro Noaxoaa K ynpasne-
HUIO KAYEeCTBOM YCIyr CBSI3W A1 MOBLILIEHUS KAaYeCTBa YCIyr, COBEPLUEHCTBOBAHUA 06CY>XMBAHMSA MNOMb30-
BaTenei ycrnyramm cBsiau.

Hacrosawmii cTaHgapT npegHasHayeH AN MCNOMb30BaHUS XO3AUCTBYOWMMA CyGbekTamu, AeACTBYo-
WMMKM B 0BnacTu okasaHua yCnyr CBA3M U 3aMHTepecoBaHHbIMU B COBEPLUIEHCTBOBAHUN NPOLIECCOB ynpasne-
HUS KAYECTBOM NPeAoCTaBMAEMbIX YCIYT, KOHTPOIIMPYOLLIMMM UX OpraHaMu, BKIHOYasa opraHbl cepTudmkaumm,
a Takke NpeacTaBUTENAMU rOCYAapCTBEHHBIX OPraHoB, OCYLLECTBSAOLMX perynMpoBaHne B o6nacTu caasu,
Hay4HbIMW U APYTMU OpraHn3aLmamu.

Ha ocHoBaHWK HacTosLLEero cTaHaapTa Xo3siCTBYHOLWMMN CyEbekTaMu, AeiCTBYOLMMA B 06r1acTy oka-
3aHUSA YCyr CBSA3W, MOryT paspabaTbiBaTbesl COBCTBEHHbIE (BHYTPEHHUE) HOPMATUBHBLIE AOKYMEHTHI, onpee-
nALWMe cogepkaHne 1 NopsAoK ynpasneHns KadyecTBOM YCIyr CBA3WU B CBOEI opraHusaLuu.

2 HopmaTuBHbIe CCbINKKU

B HacTosiLeM cTaHdapTe UCMoNb30BaHbl CChINKM Ha creayrowmne ctaHaapThl:

FOCT 1SO 9001—2011 CucTeMbl MeHemKMeHTa kayecTBa. TpeboBaHus

rOCT P MCO/M3K 20000-1—2010 NHdopmMaLmoHHas TexHonorus. MeHempkmeHT yenyr. Yactb 1. Cne-
undpmkauns

FOCT P 53724—2009 Kadvectso ycnyr cesizn. ObLme nonoxeHns

FOCT P 53731—2009 KauvecTBo ycnyr cBsaAsn. TepMUHbI U onpeadeneHns

MpumeyaHue—pn Nonb3oBaHUM HACTOSLLMM CTaHAAPTOM LienecoobpasHo NpoBepuTh AeNCTBUE CCbINoY-
HbIX CTAaHAAPTOB B MHPOPMALIMOHHOW cucTeme 0BLLEro nonb3oBaHus — Ha odmumansHom cante deaepansHOro areHT-
CTBa Mo TEXHUHECKOMY PEryIMpoBaHNI0 M METPOMNOMMK B CETU VIHTEPHET UMK MO eXXerogHOMY MHDOPMAaLMOHHOMY yKa3aTe-
nto «HauuoHanbHble CTaHAapThI», KOTOPLIV OMyBNMKOBaH No COCTOSIHUIO Ha 1 IHBaPS TEKYLLEro rofa, U Nno BbiNyckam exe-
MECAYHOro MHPOPMaLMOHHOIO yKasaTensi «HauuoHanbHble CTaHdapTbl» 3a Tekywwmi rog. Ecnn sameHeH CCbINOYHbIN
CTaHAapT, Ha KOTOPbIM AaHa HeJaTUpPOBaHHas CCbINKa, TO PEKOMEHAYETCsl UCMONb30BaTh AeiCTBYIOWLYI0 BEPCUI0 STOrO
CTaHgapTa C y4eTOM BCEX BHECEHHbIX B AaHHYI0 BEPCUI0 M3MEHEHUI. ECnn 3ameHeH CCbINouHbIN CTaHaapT, Ha KOTOpPbIN
JaHa JaTMpOBaHHasi CChiNka, TO PeKOMeHOyeTCs MCMonb3oBaTh BEPCUIO STOMO CTaHZapTa C YKa3aHHbIM Bbille rofom
yTBEpPXAEHMS (NPMHATUA). ECNK nocne yTBepXXaeHUs HAaCTOSILLErO CTaHAapTa B CCbIMOYHbIN CTaH4apT, Ha KOTOPLIN gaHa
JaTUpOBaHHas CCbiNKa, BHECEHO U3MEHEHWE, 3aTparMBatoLLee NoMNoXeHne, Ha KOTOpoe JaHa CCbiNka, TO 9TO NoMoXeHue
pekoMeHayeTCA NpMMeHnATb 6e3 y4eTa 4aHHOro uameHeHus. ECNM CCbINoYHbIN cTaHAapT OTMeHeH 6e3 3ameHbl, TO Nnorno-
JKeHune, B KOTOPOM [aHa CCbiNKa Ha Hero, peKoMeHAayeTcs NPUMEHSITh B HaCTW, He 3aTparvBatoLen 3Ty CCbImKy.

WUzpaHne ocnumnansHoe



rOCT P 55543—2013

3 TepmuHbI 1 onpeaeneHns

B HacToswweM cTaHgapTe npumeHeHbl TepMuHbl no FOCT P 53731, a Takke cnegyrowne TepPMUHBI C CO-
OTBETCTBYOLLUMMW ONpeaeneHusMu:

3.1 BHellHsAsA cpepa: O6beKTHl, HAXOAALWMECS BHE KOHTPOMS onepaTopa CBsA3W, HO OKasbiBatoLLMe Ha
Hero 6onbLUoe BMsiHWE (MOTpeburTenm, KOHKYPEHTbI, FOCYAapCTBEHHbIE OpraHbl, (PUMHAHCOBBIE OpraHn3aLun).

3.2 MaTepuanbHo-TeXHUYecKoe oBecneyeHune kavecTBa ycnyr cBA3u: CoBOKYNHOCTbL MaTepuasb-
HbIX 3/1IEMEHTOB, CPeACTB MPOM3BOACTBA onepaTopa CBA3W, KOTOPbLIE NCMOMb3YHTCA U MOTYT ObITb UCMONL30-
BaHbl B 3KOHOMWYECKMNX MNpoLieccax rnpu okasaHuW ycnyr ceasn (obopyaoBaHue, Matepuasbsl U TEXHOMOMMK,
COOPY>XEHUS, 3AaHuA).

3.3 onucaHue ycnyru: [lokyMeHT, NpeacTaBaoLLNiA B TEPMUHAX, MOHATHBIX MOMb30BaTENo 1 UCNOS-
HUTemMo YCryri, onpegenenHve 1 obLuUyo XapakTepucTuKy YCIyri, onncaHue BO3MOXHOCTEW ycryru, npeg-
OCTaBNsAeMbIX MOSb30BATEND, ONUcCaHNne OCOBEHHOCTER TeXHUYEeCKon peanmsauum ycnyri, hMHaHCOBbIe
YCII0BUS U YCNOBWA OpraHnsaunm obcny>XmsaHus nonb3osaTtens ycryri.

OnucaHne ycnyri gomkHo obecneunsaTth NOMOLE MNOTEHLMaSbHBIM MOMAb30BaTeNsAM MpY OLEeHKe UMK
NPUroAHOCTW AAaHHOW YCIYTW AN NX HYXA 40 NOKYMKA YCIyri.

3.4 cneuudukauus yenyru: [JokyMeHT, coaepXaLluii MosiHyo 1 TOYHYI0 hopMyUPOBKY NpeaocTaBns-
eMOW ycnyru, Bknovas:

- onucaHwe NpedocTaBnsieMblX Mosb3oBaTemnto (PyHKUMOHANBHBLIX BOSMOXHOCTEN YCryru;

- COCTaB XapaKTepucTUK YCryri, Noanexalumx oueHke nonb3oBarernem ycnyru;

- TpeboBaHuWA, yCTaHOBMEHHbIE AN KaXA0N XapaKkTepUCcTUKN YCIyru.

3.5 uenenonaranue: OgHa 13 hyHKUMIA yNpaBneHns Ka4ecTBOM YChyr CBA3U, cocTosas B 06ocHoBa-
HWKU 1 popMMpPOoBaHNK Lienn B obnacTu KavecTsa.

3.6 yenoBeueckue pecypcbl: [lepcoHan opraHu3auuy, XapakrepusyoLwUics AOCTUTHYTBIMA YPOBHSI-
MW KOMNETEHLUN 1 KBanuduKaLumm, MOTUBALMAMMU, XXENaHUAMU, YCTPEMIIEHUSMA.

4 YnpaBrneHue Ka4eCTBOM YCRyr CBA3MN

4.1 O6wune nonoxeHus

4.1.1 YnpaBneHue KauecTBOM YCNyr CBSI3W ABNAETCS COCTaBNAOWEN eAuUHOro npouecca ynpasneHns
OeATeNbHOCTLIO onepaTopa CBSA3M.

Ob6wue TpeboBaHUSA K cUCTEME YNpaBEeHNA Ka4eCTBOM (CUCTEMe MeHeDKMEeHTa KayecTBa) ycTaHoBNe-
Hbl B TOCT ISO 9001, ocHOBHbIe NOnoXeHNs1, oTHOCAWMECH K kavecTBy yenyr ceasu, B FOCT P 53724.

4.1.2 Llenu ynpaBneHusl ka4eCTBOM YCIyr CBA3N — obecneyeHne BbINONHEHUA YCTaHOBNEHHbIX Tpebo-
BaHWUIA K KAYeCTBY YCIyr CBsI3W, MOCTOSIHHOE MOBLILLEHWEe KavecTBa yCnyr CBA3U N COBEPLUEHCTBOBaHWe o6Cny-
XWUBaHWNA Nonb3oBaTenen ycnyramMmu cBsiau 4ns QOCTUKEHUA UX YAOBNETBOPEHHOCTU U FIOANBHOCTMU.

4.1.3 K oCHOBHbLIM 3aJa4am yrnpasreHns Ka4ecTBOM YCIyr CBA3N OTHOCATCA:

- ycTaHoBneHWe TpeboBaHWI K ycnyram: onpeaenieHne coctasa nokasatenen ka4ectsa u HOPMaTUBHBIX
3HaYeHU ANa nokasaTenen;

- obecneyeHwe BbINOMHEHUS yCTaHOBNEHHbIX TpeboBaHui K kadecTBy yenyr [1, 2, 3] cBasu nyTeM npose-
OEHNSI TEXHUYECKUX U OpraHn3aLMoHHbIX MepPONPUATUN;

- npoBefeHWe OLEeHKM COOTBETCTBUSA KayecTBa YCNyr CBsI3W YCTaHOBIIEHHbIM TpeGoBaHusIM, BKMOYaa
BHYTPEHHWE N BHELUH/Ee ayauTbl KadyecTBa yCryr (B TOM Yucne, cepTudukauumio) [4];

- HenpepbIBHOE yNyulleHWe KadecTBa YCryr CBA3W NyTem NpoBeAeHUs COOTBETCTBYOLNX MEPONPUATUI
no pesynbTaTaM BbIMNOSIHEHHOW OLEHKN.

4.1.4 TMpouecc ynpaBneHns ka4ecTBOM YCNyr CBA3W, OKa3blBaeMbIX OrepaTopoM CBSI3U, SABMAETCSA LINK-
nndeckuM U BKIoYaeT B cebsl cneaylole aTanbl, XapakTepHble ANns MeHemkMeHTa obbIX ycnyr
(TOCT P MICO/M3K 20000-1):

- UenenonaraHue B 06nacTu kadecTsa yCnyr CBA3N;

- NMaHMpoBaHNe HOPMaTUBHOTO YPOBHS KayecTBa ycnyr 1 obecneymsatowx MeponpusTii;

- OCyLlecTBMeHWe 3annaHnpoBaHHbIX 4eNCTBUN;

- KOHTPOMb KavyecTBa YCyr U ero OLeHKa;

- OCYLLEeCTBMEHNe KOPPEKTUPYIOLMX AeACTBUIA (ynpaBnsiowero BO3AeNCTBUA) AN YCTpaHeH!s BbIsiB-
NEeHHbIX OTKITIOHEHWIA OT 3anfiaHMpPoBaHHOro (HOPMaTUBHOMO) YPOBHSA KayecTBa YCIyr, NMOBbILLEHUS KavecTBa
YCNyr U COBEPLUEHCTBOBaHWUA 0bCnyKnBaHWs nosb3oBaTenei yecnyramm casasu.

2
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4.1.5 Ha atane uenenonaraHus 4orkHbl GbITb onpeaeneHbl Lenu AedaTenbHOCTU onepaTopa CBA3U B OT-
HOLLEHWUWN Ka4eCTBa OKa3biBaeMbliX YCIyr CBA3W: NoaaepaHue AOCTUTHYTOro YPOBHS KayecTBsa YCryr, nepexoq
Ha Apyroil ypoBeHb kavecTBa ycnyr, BBOA B 9KCNAyaTauuio HOBLIX YCIYr COOTBETCTBYIOLLEro KayecTsa.

4.1.6 3Tan nnaHuMpoBaHuWA BKIloYaeT B ceba onpeaenexue:

- HOPMaTWMBHOrO YPOBHS KauecTBa YCNyr CBA3N;

- nocneaoBaTenbHOCTU AeNCTBUIA (MeponpUATUA, paboT) Ans AOCTUXKEHUS! NOCTaBNeHHON Lenn B 06-
nacTu Ka4ecTBa ycnyr csAsn u obecnevyeHns ycTaHOBNEHHOro HOPMaTUBHOIO YPOBHS KayecTBa YCNyr;
ncnonHutenemn pabor;

CPOKOB BbINOSIHEHUA paboT;

- pecypcoB, TpebyeMbIx Ansi BbiNofHeHUs paborT.

4.1.7 B xoge ocylecTBIIeHNsA 3anaHnpoBaHHbIX AeUCTBUIN NPON3BOAUTCS:

- pacnpefgeneHue TeXHU4ECKUX CPeACTB U NepcoHana orepaTtopa CBA3N Mo npoleccam;

- onpeaeneHve byHKUUA, NOMTHOMOUMI, 06s13aHHOCTEN, OTBETCTBEHHOCTU NepcoHana onepatopa CBA3U;
- npoBeaeHue 06y4veHus ucnonHuTenen pabot (Npn HeobxoaUMocTH).

4.1.8 Ha atane koHTpons npoussoauTcs cbop uHgpopmaumm ans:

aHanu3a 1 oueHKW YPOBHSA KavecTBa OKasbiBaeMblX yCIyr onepaTtopom cBsisu [4, 6];

BbIABNeHNA MacliTaboB 1 xapakTepa OTKIIOHeHWI OT 3a4aHHbIX TpeboBaHMI K kKaYecTByY YCNyr CBA3W;
BbISABNEHUA NPUYUH BO3HUKHOBEHUS OTKITOHEHWIA;

BbIGOpa KOPPEKTUPYIOLLUX U NpeaynpeXxaalolmx AeCcTBUA 1 OLeHKU UX achdeKTUBHOCTH;
onpeaeneHua uenew, NiaHMpoBaHusl, opraHMaaLnm 1 ydeTa aesiTenibHOCTU o obecneveHnio kavectsa
yCnyr CBA3U.

4.1.9 Koppektupytowme AeACTBUA (Ynpasrsiiollee BO3AENCTBUE) OCYLLECTBISIIOTCA Ha OCHOBE ynpas-
NsAoLLero peweHus, NPUHUMAaeMOro PyKOBOACTBOM ofiepaTtopa CBA3M Mo pesyrbTaTtam aHanvsa U oueHku dak-
TUYECKOro YPOBHA Ka4yecTBa OkasblBaeMbIX YCyr.

4.1.10 YnpasneHune ka4eCcTBOM YCAyr CBA3U AOJSDKHO OCYLLECTBIISAITLCA Ha BCeX aTanax npouecca okasa-
HUS yCnyr:

- nNpeaBapuTenbHbIA 3Tan (NpUMeM 3asiBKU OT NOMb3oBaTensl, 3aknoveHUe gqorosopa U T. 4.);
aTan okasaHusa ycryrv nonb3oBaTento yCnyru cBaAsw;
pacyeT 3a OKasaHHYo YCIyry;
nogaep:kka nonb3oBaTenein ycrnyrn cBasu.

4.1.11 Cucrema ynpasneHus Ka4eCTBOM YCAYr CBA3U KaK COBOKYMHOCTb B3aUMOYBSI3aHHbIX opraHusa-
LIMOHHBIX, TEXHUYECKUX, SKOHOMUYECKMX U COLManbHbIX MEpPonpuATUiA Mo obecnedeHuio Lenein ynpasneHus
Ka4ecTBOM [OSKHa COOTBETCTBOBAaTb LENsM U 3agayam oblieit cucTeMbl ynpaBneHus AesiTenbHOCTbIo
onepartopa CBA3M.

4.1.12 YnpaBneHve Ka4ecTBOM YCIyr CBA3W JO/HKHO OXBaTblBaTb BCE OCHOBHbIE (haKTopbl, BNvsiowmne
Ha MX Ka4yeCTBO: MaTepuanbHO-TexHUYeckoe obecnedyeHune kayecTsa ycnyr CBA3W, YenoBeyeckue pecypchl,
opraHv3auuo ynpasneHus, BHELHIOW cpeay [5].

4.1.13 B cucteme ynpaBneHns ka4yecTBOM YCMyr cBA3W AOMXHbI ObITb onpeaeneHsl TpebosaHUsA K
OCHOBHbLIM (hakTopam, BANAIOLLUM Ha KauecTBO YCNyr CBA3N.

4.1.14 3anoxeHHble B OCHOBY CUCTEMBI YNPaBIEHUs1 Ka4eCTBOM YCINyr CBSA3WN TpeboBaHUsl AOMKHbI OT-
paxaTb MHTepechl Nonb3oBaTeNen ycnyr oneparopa cBssu.

4.2 Tpe6oBaHuA K ynpaBneH10o OCHOBHbIMU thakTopaMu, BMUAIOLMMU Ha KayecTBO ycnyr
CBA3MN

4.21 MatepuanbHo-TexHU4Yeckoe o6ecneveHune kayecTBa ycrnyr cBA3U

4.2.1.1 OpraHusauus, npegocTaBnsiowas ycryri ceasu (onepaTop CBs3u), 4OMKHA YCTaHOBUTL Tpebo-
BaHMWSA K MCMONb3yeMoMy A1 OCYLUEeCTBNEHMS NPOUN3BOACTBEHHON AesATenbHOCTN 060pyaoBaHUIo, a Takke K
npuobpeTaemoin nNpoaykuum (MaTepuanam, obopyaosaHuo, npubopam), HeobxoauMbiM Ans obecneveHus
NPOM3BOACTBEHHBIX MPOLIECCOB MO OKasaHWo YCnyr cBsA3W, W obecneuntb COOTBETCTBME YCTAHOBIIEHHBLIM
TpeGoBaHWsAM.

4.2.1.2 OpraHusauus gomkHa BbiGnpaTh NoCTaBLYMKOB HeobX0AMMOI NpodyKLMM Ha OCHOBE UX CNoCcob-
HOCTW YAOBMNETBOPSATL YCTAHOBMNEHHEIM TpeboBaHUAM, Bktovas TpeboBaHus K kayecTBy. [1n51 3TOro AOMKHbI
OblTb YCTAHOBEHbI KPUTEPUM OTOOPA, OLLEHKU U MOBTOPHOW OLLEHKWN MOCTaBLUMKOB. 3anucu ¢ pesynbTaTtamm
OLIeHK/ NMOCTaBLUMKOB AOMKHBI NoAAepXUBATLCA B pabodem cocTosiHuM. OpraHusaums OMKHa BECTU peruc-
TPaLMio YOOBNETBOPSIOLLMX €€ NOCTABLUUKOB.
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4.2.1.3 OpraHusauua AofkHa OCYLECTBNATbL BXOAHOW KOHTPOMb NOCTyNatowWwen oT NoCTaBLWUKOB Mpo-
Aykunn (obopyaosaHus, MaTepuanos, Npubopos 1 Ap.). Heobxoaumo yctaHOBUTL U 0bBecneunsate Npoueay-
pbl NPOBEPKN, PErUCTPUPOBATL U aHANU3NPOBATL pe3ynbTaThl MPOBEPKU.

4.2.1.4 OpraHusauua 4omKHa onpeaennTb coaepxaHue MOHUTOPUHIA U U3MePEHUIA ANA OLEHKN kadec-
TBa YCMyr CBA3W, a Taicke COOTBETCTRYIOWee obopyaoBaHNe AN MOHUTOPWUHIA U U3MEPEHUI, UCMOoNb3yeMoe
npu NPOBEAEHUN OLEHKA COOTBETCTBUA Ka4eCcTBa YCNYr CBA3WN YCTAHOBMEHHbIM TpeboBaHUAM.

OpraHusauus oMKHa BECTU B yCTaHOBNEHHOW hopMe cnncok 060pyaoBaHUaA Ans MOHUTOPUHIa U N3Me-
peHus nokasaTenen kayectsa NPeAoCTaBNAEMbIX YCAYT.

4.2.1.5 TpeboBaHua k 060pya0BaHUIO AN MOHUTOPUHIA 1 N3MEPEHUs 1 obecneyveHunio ero pyHKLMOHN-
poBaHua AomkHbl cooTBeTcTBoBaTL FOCT ISO 9001 (NyHKT 7.6).

3anucu, oTHOCALMECS K NOATBEPXKAEHWUIO COOTBETCTBUA 060pyAoBaHUA S MOHUTOPUHIA U Usmepe-
HWI, NCNOSb3YEMOro NPU NPOBEAEHUN OLIEHKN COOTBETCTBUA KaYeCcTBa YCNYr CBA3WN YCTaHOBNEHHbIM TpeboBa-
HUAM, AOSMKHBI coAepXKaTb:

- naeHTUdunkaumio obopyaoBaHUs, BKMIOYas 3TasloH, Ha COOTBETCTBME KOTOPOMY OTKanubpoBaHo
obopyaoBaHue;

- No6ble OTKIOHEHUA OT TEXHUYECKUX YCMOBUIA, MONYYEHHbIE MO pe3ynbTaTtam KanubpoBku/NoBepKu;

- 3aKoveHusl 0 COOTBETCTBUN TpeBoBaHUAM nocne KanubpoBKU/NOBEPKU.

3anucu pe3ynbTaToB kanMBpoBKU 1 NOBEPKN AOMKHBI NOAAEPXNBATLCA B paboueM COCTOSIHUN.

4.2.2 YenoBeveckue pecypchbl

4.2.2.1 MepcoHan, BbINOHALWMWIA paboTy, BANSAIOLLYIO HA Ka4eCTBO YCYr CBA3N, AOIDKEH BbITb KoMne-
TEHTHBIM UCX0AA U3 Nony4YeHHoro obpaszoBaHUs, NOAroTOBKA, HABLIKOB U ONbITa.

OpraHusauus AomkHa onpeaenaTb HeobXoAUMY KOMNETEHTHOCTb NepcoHana, BeiMonHsoLwero pabo-
Ty, KOTOPaA BAUSET Ha Ka4eCTBO YCIyr CBA3N.

4.2.2.2 OpraHusauua gosmkHa YCTaHOBUTL [OKYMEHTUPOBaHHYIO Npoueaypy no onpegeneHnto notpeb-
HOCTel B NMoAroToBKe 1 NposeAeHUN 0byyeHUs, a Takke No AOCTUKEHNIO KOMNETEHTHOCTM BCero nepcoHana,
OCYLLECTBAOLLEro AeATEeNbHOCTb, KOTOpasi BMUSIET HA KA4eCTBO YCIyr CBA3N.

4.2.2.3 Ecnv 370 NpPUMEHUMO, OpraHv3auusi OMmkHa obecneuntb NOAroTOBKY MepcoHana Henocpe-
ACTBEHHO Ha paboyem mecTe No NobbIM HOBBIM UMW U3MEHEHHBLIM BUAaM AesITENbHOCTU, BANAIOLWNM Ha Ka-
YeCTBO YCNYT CBA3W, BKIOYAS NAL, 3aHATLIX NO TPYAOBOMY AOrOBOPY (KOHTPAKTY).

MepcoHan, paboTa KOTOPOro MOXeT BUATL Ha Ka4eCTBO YCNYT CBA3U, AOIDKeH 6biTb NpouHdbopMupoBaH
0 nocneacTBUSAX AN Nonb3oBaTens yenyr cBA3W Npu HECOOTBETCTBUM yCnyr TpeboBaHUAM K KavecTsy.

4.2.3 OpraHusauus ynpaBneHUsi Ka4ecTBOM YCNyr CBSA3MN

4.2.3.1 MonuTuka opraHnsaLmy B oBnacTu kayecTsa ycnyr cBsisu AosbkHa ObITb HanpaeneHa Ha AOCTU-
XEHWe COOTBETCTBYIOLLMX Lieriei B obnacTu kavecTea.

Ons gocTuxeHus Lenen B obnacti kavecTsa YCnyr CBsA3W pykoBoAUTerNb AOIDKEH €O34aTh CTPYKTYPY
CUCTEMbI YNpaBneHusl Ka4eCcTBOM YCyr CBA3W.

4.2.3.2 BcucTeme yrnpasrieHns ka4ecTBOM YCryr CBA3U AOMKHbI ObITb 4ETKO onpegeneHbl NOHOMOYNA,
OTBETCTBEHHOCTL U B3aUMOJENCTBUE BCEro NepcoHana opraHnsaLumnm, ocyLLeCTBAIOLWEro pyKoBOACTBO, OKa-
3aHWe YCnyr v KOHTPOIb AesATENbHOCTH, BIMSAIOLLEN Ha Ka4eCTBO YCnyr. 3To, B YaCTHOCTU, OTHOCUTCA K 06Cny-
XMBatOLWEMY MepcoHany, AeATeNbHOCTb KOTOPOro CBA3aHa C:

a) BblIBIeHWEM U pernctpaLei yCTHbIX 1 MUCbMEHHBIX NPeTeH3NIA, xanob, 3asBoK CO CTOPOHbI NoMb30-
BaTeneun ycnyr cessu;

6) npoBegeHMeM MeponpUATAN, HanpaBeHHbIX Ha UX YCTPaHeHne 1 npeaynpexaeHue;

B) NPOBEPKOW BbIMNOMHEHUS peLUeHUA.

4.2.3.3 OTBeTCTBEHHOCTb 3a Hagnexallee BbiNofHeHWe TpeboBaHWiA, YCTaHOBMEHHbIX HaCTOSALUM
CTaHAapTOM, BHYTPEHHUMMW U BHELLUHUMW HOPMaTUBHBLIMU JOKYMeHTamu B obriacTi kavecTBa yCryr CBA3K, u
COOTBETCTBYOLLME NOMHOMOYMS B OpraHnsaumMmn paboThl No Ka4ecTBy AOMKHbI ObiTb BO3MOXKEHbI Ha pedcma-
sumerns pykoeodcmea He3aBUCUMO OT APYrMX BO3MOXEHHbIX Ha Hero 06s3aHHOCTeN.

4.2.3.4 OpranHusauuns gokHa onpegenntb TpeboBaHMs U NpoLeaypy BHYTPEHHEN NPOBEpKM KavecTBa
ycyr CBsI3W U NPOLECCOB okasaHus yenyr, obecnevnts HeobXxoaMmbiMM cpeacTBaMu KOHTPOMA (NMpoBepkn) 1
HasHauMTb cneumansHo 0byYeHHbIX COTPYAHWKOB AJ18 ee NpoBeaeHNs.

OpraHusaunsa gormkHa:

a) uaeHTUdUUMpoBaTh YCIyrn B COOTBETCTBUMU C TpeboBaHuamu, npeactasneHHeimn B FTOCT P 53724
(nyHKT 3.2.2);
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6) npoBepsiITb yCryr1 B COOTBETCTBUM C NpoLeAypoi BHYTPEHHEN NPOBEPKU KauecTBa YCnyr CBA3M, ycTa-
HOBJIEHHOW BHYTPEHHUM HOPMATUBHBLIM AOKYMEHTOM OpraHusauuu;

B) obecneuuBaTtb npuoputeT noTpebutens B oOuUEHKe kayecTBa YCNyr, UCXOAsl U3 MOJOXEeHUN
FOCT P 53724 (nyHkT 3.2.1);

r) obecneuuBaTb BOBMeYeHWe nepcoHana, NnpeaocTaBnsiioWero ycnyri cBssu, B npolecc Hagsopa 3a
KayeCTBOM YCyr KaK COCTaBHYIO YacTb NnpoLecca KOHTPOrs.

MpoBepkn OOIMKHBI MPOBOAMTLCS NMEPUOAMYECcKU B 3aMnsiaHMpOBaHHbIe CPOKUM W BKIOYATb KOHTPOIb,
OLIeHKY U perynupoBaHue rnpoLeccoB okaszaHus yenyr yepes npoBefieHue KOppeKTUpYoLWmMx MeponpusTUi.

MpoBepKy Ka4yecTBa yCnyr CBSI3W U MPOLIECCOB UX OKa3aHUs criedyeT NpoBoAUTbL Ha COOTBETCTBUE Tpebo-
BaHWSIM BHELUHUX U BHYTPEHHUX HOPMaTUBHbIX JOKYMEHTOB, NapameTpam onucaHus yCryr, BbIMOSIHEHHOTO CO-
rnacHo nyHkty 3.2.2 TOCT P 53724, yctaHOBNEHHbIM 3HaAYeHUSIM MNokasaTenein kadyectBa U TexHonorum
ucnonHeHus ycnyr. B xoge npoBepku kayecTBa ycnyr cBs3u cneayeT noaroTasnueBaTh U UCNONb30BaTh AaH-
Hble 0 KOHTPONUPYEMBIX MoKasaTesIsix Mo 3Tanam npoLeccoB okasaHus yenyr cBA3W, AaHHbIE Mo 3asiBKaM U Xa-
nobam nonb3oBaTtenen ycnyr cBsian, No pesynbTatam COLMONOrM4EeCcKUX ONpocoB.

PesynbTaTthl NpoBepok criegyeT opopMIsiTb AOKYyMEHTanbLHo 1 AOBOAUTL A0 CBeAeHUst nepcoHana, oT-
BETCTBEHHOTO 3a NPOBEPEHHbIN yYacToK paboThl. PykoBOACTBO, OTBETCTBEHHOE 3a 3TOT YYacTOK, AOITKHO OCY-
LLIECTBIIATb CBOEBPEMEHHBIE KOPPEKTUPYIoLLME AEACTBUA N YCTPaHATbL HEAOCTaTKK, BbIsIBIIEHHbIE B npoLiecce
NpPoBEpPKN.

4.2.3.5 OpraHusauus gonmkHa obecneuntb ynpasnsieMble YCoBUA OCYLLIECTBNEHNS NPOLIECCOB OKasa-
HUSA yenyr ceasu. [ins atoro Heo6xoaUMo:

a) onpegenuTb, Npu HeobxoanumocTu paspaboTaTb M 06ecneunTb COOTBETCTBYIOLLEE UCNONb30BaHUE B
NMPON3BOACTBEHHBIX MPOLIeccax okasaHUs YCryr CBA3WN KakK BHELHWX, Tak U BHYTPEHHUX HOPMaTUBHbLIX AOKY-
MEHTOB, CoAepXalluMx onucaHua ycnyr uunu cneuudukauum ycnyr, AOKYMEHTOB, onpeaensaiowmx cnocobbl
(TexHonorum) NponssoacTBa ycnyr, ob6cnyxveaHus nonb3oBaTenen, coctaB NpuMeHsemoro obopyaosaHus,
KOHTPOMbHbIX 1 U3MepUuTenbHbIX NpUBopPOoB, NOPSAOK ASUCTBUA NepcoHana, NpeaocTaBnALWero ycnyri ces-
31, BKITKOYasa TeXHUYECKUn nepcoHan, obecneurBaoLlmin hyHKUMOHUPOBAHNE TEXHUHECKUX CPEACTB U COopy-
XKEeHWI CBA3W, a Takke NopsiaoK AeNCTBUWA nepcoHana, BbinonHawowero paboty ¢ nobbiMn obpaieHnamm
nonb3oBaTenel (3asiskamu, xanobamm);

6) yTBepaAuTb NpoLecc okasaHus YCnyru u BbIGop Ucnonb3yeMoro o60pyaoBaHus, eClv B 3TOM eCTb He-
06X0AMMOCTb;

B) YCTaHOBWUTb KpUTEPUW NPeAOCTaBNEHUA YCAYT ANS KAaXA0ro BUuaa yCrlyr, BKITHOYUTb UX B COOTBETCTBY-
tOLLMIA BHYTPEHHWIA HOpPMaTUBHBLIA AOKYMEHT opraHusauuv B BuAe nokasaTtenein kayecTsa ycnyr CBA3W U UX
HOPMaTMBHbIX 3HaYEHWIA;

r) onpegennTb KOHTPOMbHBLIE TOYKN OCHOBHLIX 3TanoB MPOoLLECCOB OKa3aHWusl yCIyr CBA3U, KOTopble Nofa-
nexaTt npoBepKe 1 KOHTPOSIO, KOHTPONUPYeMble NoKasaTenu, MeToabl KOHTPOIs (MPoBEpPKA) B 3aBUCUMOCTU OT
BUOa YCryru, opraHnsaumoHHON CTPYKTYPbl OpraHu3aumm, BaXXKHOCTM KOHTPOMMPYEMbIX MoKasaTernen u cnox-
HOCTU KOHTpOIS (NPOBEPKN) HA AaHHOM 3Tane;

) NPOBOAUTL MOHUTOPUHI KOHTPONUPYEMbIX NokasaTenein KayecTBa yCMyr CBSI3W B COOTBETCTBUW C
yCTaHOBMEHHOW B opraHusauum npoueaypomn cbopa, XxpaHeHus1, BeAEHUS U UCTONb30BaHUS 3aperucTpupoBaH-
HbIX AaHHBIX O Ka4ecTBe (3asABOK, Xanob, pe3ynbTaToB TEXHUYECKOro KOHTPOMSA) YCIyr CBSA3MU;

€) onpeaenunTb OTBETCTBEHHbIX NAL, 32 OCYLWECTBNIEHNe MOHUTOPUHIA KOHTPONUPYEMbIX NokasaTenewn
KayecTBa yCcInyr cBsiau, 3a NpoBeAeHne NPoBePOK (KOHTPOSb) KAYeCcTBa YCINyr CBA3M, 3a NPOBEeAeHUE KOPPEKTU-
pylowux AeACTBUN B criydae oBHapyXeHus B XoAe NpoBepoK OTKIMOHEHMWIA B MpoLeccax okasaHWUs YCnyr.

4.2.4 B3aumogencTBUue ¢ nonb3oBarenem

4.2.4.1 OpraHuzauus, okasbiBaowWas ycnyru cBAsu, AofbkHa paspaboTtaTb u nogaepxusaTb B pabouem
COCTOSIHAM NpoLeAypY OCyLLeCTBNEeHNA 06paTHOMN CBA3M C NOMNb30BaTENsIMU YCIYT CBA3W B LLeNSAX NOMYyYeHUs 1
aHanusa nHdopMaumm oT nonb3oBaTens Ana:

a) npaBUSIbHOTO YCTAHOBMEHUA TpeboBaHWIA K ycnyram 1 ycrnousiM ob6cnyxuBaHusa 1 UX oTpakeHus B
COOTBETCTBYIOLIEN AOKYMEHTaLuu;

6) paspelueHnsi BOMPOCOB, CBS3AHHLIX C pacxoxaeHWeM TpeboBaHuiA, 3anoXeHHbIX B cucteMy obeny-
XXVUBaHUs nonb3oBaTtensi, ¢ TpeboBaHUAMKN NONb3oBaTENs;

B) obecrneyeHnst yBEpEHHOCTU UCMONHUTENS YCNYrn B CBOEWA CMOCOOHOCTU BLINONHUTL TpeboBaHus
nonb3oBaTens;

) OUEHKWU CTeneHy yaoBNeTBOPEHHOCTU N NOSINIbHOCTU NoMb3oBaTenen ycnyr ceasu.
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4.2.4.2 VIcTouHUKaMM NonyyYeHns COOTBETCTBYOLLEN NHpopMaLLMK OT NoNb3oBaTens ABMASHTCA COLMNO-
norndeckue obcnenosaHusi, nHpopmaLmst obLiects NnoTpebutenen, cpeacTB MaccoBol MHpopmaLm, MyHU-
LunanbHbIX OpraHoB yrpaBreHusl.

4.2.4.3 PerynapHas oueHka cTeneHn y40BNeTBOPEHHOCTN U MOANBHOCTU Monb3oBaTtenen ycnyr ceasu
JoMkHa ObiTb BBeAEHa B NPaKTUKY TeKyLleh AeSTeNbHOCTA opraHM3aLmu.

4.2.4.4 OpraHuzaLuns AoMmKHa yCTaHOBUTL MeToAbl 1 Mpoueaypy nonyvyeHns uHdopmaL i Ans npose-
OEeHUS OLIeHKM yOOBMNEeTBOPEHHOCTU U NOSINIBHOCTY MOMb3oBaTenen ycnyr cBA3u.
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