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MpeagncnoBue
1 PA3PABOTAH YupexaeHuem «LleHTp cepTudomkaulm ycnyr cBasm»

2 BHECEH YnpasneHuem passuTus, MHdopMaLMoHHoro obecrneveHuns 1 akkpeautauun deagepansHo-
ro areHTcTBa Mo TeXHUYEeCKOMY perynmpoBaHum 1 MeTponornm

3 YTBEPXOEH W BBEJEH B JENCTBWE Mpukazom degepansHoro areHTcTsa no TeXHUUYECKOMY
perynupoBaHuio u MeTposorin ot 27 aekabps 2012 r. Ne 2094-ct

4 BBEJEH BIMNEPBbLIE

lpasuna npumMeHeHUs Hacmosawe2o cmaHlapma ycmatossieHbl 8 FOCT P 1.0—2012 (pa3den 8).
Ungopmayusi 06 usMeHeHUsIX K HacmosiuemMy cmaxHOapmy ry6Iiukyemcst 8 eXxe200HOM (10 COCMOSIHUIO Ha
1 ssHeaps1 mekyuwiea2o 200a) UHhopMayUoOHHOM yKkazamene «HayuoHansHble cmaHdapmbl», a ochuyuanibHbill
mekcm u3MeHeHUl U ronpasok — 8 eXeMeCsIHHOM UHGOPMayUOHHOM yKaszamene «HauyuoHarbHele cmaH-
dapmei». B criiyyae nepecmompa (3aMeHbi) Unu OmMMeHbl Hacmosiezo cmaHdapma coomeemcmeyioluee
yeedomiieHue bydem orny6ruKkoeaHo & briuxaliieM 8bifycKe eXeMecs4Ho020 UHHOPMAaYUOHHO20 yKkasamens
«HauuonHanebHbie cmandapmei». Coomeemcemeytowias UHhopmayusi, yeedoMileHuUe U meKcmel pasmeuiarom-
€51 makxxe 8 UHgopmayuoHHoU cucmeme obLyezo nosib3osarust — Ha oghuyuarnsHom cailime dedeparnbHo20
azeHmcmea 1o MexHU4ecKoMy peaynuposaHuto U Memporioauu 8 cemu MiHmepHem (gost.ru)

© CraHaapTtuHdopm, 2014

HacToswuin cTaHaapT He MOXeT GbITb MOMHOCTLIO UMW YacTUYHO BOCTIPOM3BEAEH, TUPAXUPOBaH U pac-
npocTpaHeH B ka4yecTse oduLmansHoro usaaHnsa 6es paspellerus dedeparnbHOro areHTCTBa no TeXHUYecko-
MY perynmMpoBaHuio 1 MeTporiorim
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HAUUWOHANBbHBIA CTAHOAPT POCCUUCKON OEJEPALUMN

CUCTEMA HALUMOHAIbHbLIX CTAHAAPTOB B OBJNIACTU KAUECTBA
YCNyr CBA3u

CTpykTypa U coctaB

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

Hara BBeaenna — 2014—01—01

1 O6nactb NpMMeHeHus

Hacroswuii ctaHgapT siBsieTcs ocHoBononararowmum B Cucteme HauMoHanbHbIX cTaHAapToB B obnac-
TW Ka4ecTBa yCnyr CBA3W.

CraHgapT ycTaHaBnMBaeT HazHavyeHue, CTPYKTYpY U cocTas o6bekToB cTaHAapTU3auuu, npasuna pas-
paboTkun 1 NpUHATUA cTaHdapTos B CucTeMe HaumMoHanbHbIX CTaHAapTOB B 06NacTu KavyecTBa yCnyr cBsA3w,
pekoMeHayeMbIX AN Lenein ynpasneHns Ka4ecTBoM YCyr CBA3WU U COBEPLUIEHCTBOBaHUA 0BCNyXUBaHUA Mo-
nb3oBaTenen ycnyramuy CBA3U.

Hacroawuin ctaHdapT npegHasHaded ANs UCNoMb30BaHUA NPeAcTaBUTENAMU roCyAapCTBEHHbIX opra-
HOB, OCYLLECTBNAOLLMX PErynuposaHue B 061acTu CBA3U, Hay4HbIMU U NPOEKTHBIMW OpraHn3aLAMN NPU pas-
paboTke cTaHgapToB B 06nacTu cBA3M, XO3ANCTBYOWMMU cybbekTaMu, AeNcTBYIOLWMMI B 06riacTu okasaHus
YCIyr CBA3U, KOHTPOMUPYIOLLMMW UX opraHaMu, BKoYas opraHbl cepTudmkaumm, a Takke nosnb3osatensimm
ycryramu cBsiau.

2 HopmaTuBHbIe CCbISIKK

B HacTosLweM cTaHgapTe UCNONb30BaHbI CChINKU Ha criedyolue cTaHaapThl:

rOCT 1.5—2004 CraHpapTusauusi B Poccunckon ®epepauun. CtaHaapTbl HauuoHanbHble Poccuit-
ckoin degepaumn. MNMpasuna nocTpoeHus!, N3nNoxeHus, ocpopMneHus n obosHaueHus

FOCT 1.2—2009 MexrocygapcTBeHHaa cucteMa cTaHgapTusauun. CTaHOapTbl MEXrocyaapCTBEH-
Hble, NpaBsunia U pekoMeHaaLmMun No MexrocyaapcTBeHHON cTaHaapTusauun. Npasuna paspaboTku, NpUHATUS,
npUMeHeHnsi, 0BHOBMNEHNS N OTMEHbI

rOCT P 53731—2009 KauecTtso ycnyr cBAsn. TepmMuHbl U onpeaesneHns

MpumedaHune—pn NONb30BaHMM HACTOSAILLMM CTaHAAPTOM LienecoobpasHo NPoBepuTh AeMCTBUE CCbINoY-
HbIX CTaHOapTOB B WHGOPMAaUMOHHON cucTeme O6LWEro nonb3oBaHuss — Ha odmumanbHoM cainte depgepanbHOro
areHTCTBa MO TEXHUYECKOMY PEryNIMPOBAHWIO N METPONOMM B CETU MIHTEPHET UK NO €XEerogHoMy MHOPMAaLMOHHOMY
ykasaTeno «HaumoHanbHble CTaHaapTbi», KOTOPLIN ONYGNMKOBaH Mo COCTOSAHMIO Ha 1 AHBaPA TEKYLLEro roaa, U no Bbinyc-
KaM exeMeCcsHHOro MHhOPMaLUMOHHOTO ykasaTtens « HaumoHanbHble CTaHaapTbi» 3a Tekywmii rog. Ecnm 3aameHeH cobinoy-
HbIli CTaHA4apPT, Ha KOTOPLIM AaHa HeaaTMPOBAHHAsH CCbINKA, TO PEKOMEHAYETCH UCMONb30BaTh ASHCTBYIOLLYI0 BEPCUIO
3TOro CTaHAapTa C y4eTOM BCEX BHECEHHbIX B 4AHHYIO BEPCUIO U3MeHeHUI. ECriv 3ameHeH CCbINOYHbIN CTaHZapT, Ha KOTOo-
pbifi AaHa AaTUPOBaHHAas CCbINka, TO PEKOMEHAYEeTCA UCTIONb30BaTb BEPCUIO TOM0 CTAHAAPTA C YKa3aHHLIM BbILLE FOA0M
yTBEpXAeHnA (NpuHATUA). Ecnn nocne yTBepXaeHNs HAaCTOALWEINO CTaHAAPTa B CCbIMOYHbIA CTAaHAAPT, Ha KOTOPLIN AaHa
[aTUPOBaHHAs CCbINKa, BHECEHO U3MEHEHUE, 3aTparvBalolLee NnoroXeHne, Ha KOTOPOE AaHa CCbiNKa, TO 3TO MNoNoXeHne
pekoMeHayeTca NPUMEHATL 6e3 yueTta AaHHOMO N3MeHeHus1. ECnn cobinouHblii cTaHaapT oTMeHeH 6e3 3ameHbl, TO Moro-
XeHue, B KOTOPOM AaHa CCbINKA Ha HEro, PEKOMEHAYETCSI MPUMEHSITh B YaCTW, HE 3aTParvBaloLEen 3Ty CCbISIKY.

Uspanne ochnumnanbHoe
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3 TepmuHbI 1 onpeaeneHns

B HacToswem ctangapTe npuMeHeHbl TepMuHbl no FTOCT P 53731—2009 KavecTBo ycnyr cesian. Tep-
MUWHEI 1 ONPeJIeNIeHNs, a TakkKe criegylLme TEpPMUHBI C COOTBETCTBYIOLLUMN OnpeaeneHnsImMn:

3.1 cucrema: CoOBOKYMHOCTb B3aNMOCBA3aHHbIX 3N1EMEHTOB, 06pa3syroLMX LIeNOCTHOCTb U €4UHCTBO.

3.2 BupcTaHgapTa: XapakrepucTuka ctaHgapTa, onpedensowascs ero cogepxXxaHnem B 3aB1UCUMOCTU
oT obbekTa cTaHgapTM3aLmu.

3.3 komnnekc ctaHgapToB: COBOKYNMHOCTb B3aUMMOCBSA3AHHBIX CTaHAApPTOB, 0ObeAMHEHHbIX obLlen
LieNneBoil HanpaBneHHOCTbO WU ycTaHaBNMBAIOLWMX COrflacoBaHHbIe TPeBoBaHWUsA K B3anMMOCBSA3aHHbLIM
obbekTam cTaHgapTUsaLun.

3.4 HauuoHanbHbIN cTaHfapT: CTaHdapT, NPUHATLIA HaUMOHaNbHBIM OpraHoM Mo cTaHdapTuIauuMm 1
OOCTYMHBIN LUMPOKOMY KPYTy Nnornb3oBaTernen.

3.5 cuctema HauMoOHanbHbIX CTAHAAPTOB B 06nacTu kayecTBa ycnyr cBA3U: Komniekc B3anMocssi-
3aHHbIX CTaHAAPTOB, coaepKalnx TpeboBaHmsi, HOPMbI 1 NpaBuia opraHN3aLMOHHO-TEXHNYECKOTO XapaKTe-
pa, HanpaBsneHHble Ha obecneyeHne Ka4ecTBEHHbIX NoKasaTenen ycnyr cBssu.

3.6 cTpykTtypa: Cnocob B3aMMoAeNCTBUSI SNIEMEHTOB CUCTEMbI NOCPEACTBOM OnpeaesieHHbIX CBSA3EN.

4 OOLWwMe nonoxeHus

4.1 Uenbto cosaanns CrucTeMbl HaLMoHasbHbLIX CTaHAapToB B 06M1acTU KayecTBa YCNyr CBA3U AIBMSAETCA
thopMupoBaHMe KoMMNIeKca B3aMMOCBA3aHHbIX CTaHAAPTOB, HanpaBneHHbIX Ha NpoBeAeHUe CorfacoBaHHOM
rocyAapCTBEHHOI NONUTUKM cTaHAapTh3aLmm B 061acTy kayecTsa yCnyr cBssu u o6ecneyeHume adpekTUBHO-
ro ynpaefeHUss KayecTBOM MNpedocTaBrieHna YCIyr CBA3W U 0BCnyXuBaHWS Monb3oBaTerieil ycnyr cBasu
[1, 2, 3.

4.2 CucTeMa HauuoHalbHbIX cTaHaapToB B 06racTy KauyecTBa YCnyr CBA3W He UckrioyaeT AeicTBUs
HOPMaTUBHBIX NPaBOBbLIX aKTOB, COAEPXKaLUUX roCyAapcTBEHHbIe TpeGoBaHUsA K KauecTBy YCIyr CBA3W, B TOM
yucne HOPM U NpaBuil, yTBePKAEHHbLIX OpraHamm UCMOSTHUTENLHOM BMACcTU B Npeaenax ux nofiHomouumi. Hop-
MaTuBHbIE MPaBOBble akThbl, CoAepXallue rocyaapcTeeHHble TpeGoBaHUA K KauecTBY YCIyr CBSI3U, HOPMbI U
npasuna, yTBepXaeHHbIe opraHaMu UCTIONHUTENLHOM BNAcTK, U cTaHaapTbl CUCTEMbI HauMOHasbHLIX CTaH-
[apToB B 06MacTy kadecTBa ycrnyr CBA3W A0KHbI GbITb B3aUMHO YBSA3aHbI.

4.3 CraHgapTbl CUCTeMbI HaUMOHANbHLIX CTaHAApPTOB B 061acTU kKauecTBa YCNyr CBSA3W AOSKHbI 6bITh
rapMOHU3UPOBaHbI C MeXAyHapoAHbIMM CTaHAaPTaM1 U He AOMKHbI HapyLaTh UX TpeGoBaHUA, a Takke rocy-
[apcTBeHHble TpeGoBaHUA, NpaBumiia u HOPMbI, YCTaHOBMEHHbIE OpraHaMu1 UCNOMHUTENLHON BNACTU MO BOMPO-
cam, OTHECEHHbBIM K UX KOMNETEHLWH.

4.4 CraHgapTbl CUCTeMbI HauMoHarbHLIX CTaHAApPTOB B 06nacTu kavecTBa yCryr CBA3W yCTaHaBNMBa-
0T OpraHU3aLWOHHbIe, MeToAMYECKUe, TEXHUMECKNE, TEXHOMOrUYeCcKUe U Ap. NONOXKEHUA, HanpaBneHHble Ha
oBecneveHne HeOGXOAMMOro YPOBHS Ka4ecTBa YCyr CBA3M.

4.5 CraHgapTbl CMCTEMBI HAUMOHaNbHBIX CTaHAAPTOB B 061acTu KavecTsa ycnyr CBA3W pernameHTupy-
lOT OCHOBHbIE TUMOBLIE METOAbI NPoBeAeHUA PaBoT NO KOHTPOSIIO N OLEHKE YPOBHS KavecTBa YCnyr CBA3N Kak
OCHOBbI NS pa3paboTKA COOTBETCTBYIOLMX NPABUM U METOAMK, NPUMEHAEMBIX Ha PA3MIMYHBIX 3Tanax XU3HEH-
HOTO LMKIIa KOHKPETHBIX YCRyT.

4.6 CraHgapTbl CUCTeMbI HaLuMOHarbHBIX CTaHAapTOB B 061acTh KavecTBa YCIyr CBA3W CRyXaT OCHO-
BOW CO3aaHUsA HopMaTUBHOM 6asbl ANs perynMpoBaHns B3anMoAeNCTBUA 3aMHTePECOBaHHbLIX CTOPOH (paspa-
GOTUMKOB, OMEpaTopoB, NoTpebuTernen, rocyaapcTBeHHbLIX opraHos) nNpu ofecneveHnn KavecTea Ha Bcex
aTanax XU3HeHHOro LMKNa ycryru cesasu.

4.7 Ha ocHoBaHWUM cTaHaapToB CUCTEMbI HALMOHANbHBIX CTaHA4APTOR B 06N1acTU kavecTBa yCnyr CBA3N
XO3ANCTBYOLMMU cyGbeKTaMu, ASMCTBYIOLIMMU B 0GNIACTM OKasaHUs YCNyr CBA3W, MOTyT pa3pabaTbiBaTbes
COBCTBEHHBIE (BHYTPEHHUE) HOPMATUBHBLIE AOKYMEHTbI, ONpeaensiowme CTPYKTYpY U COCTaB CTaHOAapTOB
npeanpusTUiA B 06nacTv kadecTBa ycryr CBA3W.

5 CtpykTypa Cuctembl HauMOHaNbHbIX CTAaHAAPTOB B 06MacTU KayecTBa ycnyr
CBA3U

5.1 Cuctema HauMoHanbHbLIX CTaHAapToB B 06M1acTU KavecTea yCcnyr CBs3v BKMoYaeT rpynnel, Nnpuse-
JeHHble B Tabnuue 1.

2
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Ta6nwuua 1—pynnsl cTaHAAPTOB B 06NACTY KauecTBa yCryr CBsIan

LUudbp rpynnbi HaumeHosaxue rpynnbl
1 OpraHn3aumoHHO-MeToAnYecKne CTaH[apThl
2 CtaHpapThl KauyecTBa ycnyr cBa3w (No Bmaam ycnyr)
3 CTaHAaprI ynpaBneHunAa Ka4ecTBOM yCnyr cBA3n
4 CTaHAapThl KayecTBa NPOLECCOB OKa3aHUA YCNyr CBA3N
5—7 Pe3seps

5.2 CraHpapThl rpynnbl «1» ycTaHaBANBAKOT U pernameHTUpyHoT:

- opraHusauvoHHO-MeToanYecKMe OCHOBbI CTaHaapTU3aumm B o6nacTu kauyecTsa ycrnyr cBasu (LUenu, 3a-
Aaum n cTpykTypy CrUCTeMbl HauMoHarnbHBIX CTaHAAPTOB B 06nacTy KavyecTBa yCryr CBs3u, Mopsaok paspaboT-
K1 cTaHAapToB U NOArOTOBKN UX K BBIMYCKY);

- OCHOBHbIE MOHATUA, TEPMUHBI U ONpeaeneHns;

- TpeboBaHUs K OCHOBHBIM hakTopam, BNAIOLLMM Ha KauyecTBO YCNyr CBA3M;

- NOAX0Abl K OLLeHKe KavecTBa YCIyr CBA3N: NPUHLMNBLI OLEHKW, NOPAACK NPOBEASHUS OLLEHKN;

- HOMeHKnaTypy 1 metoAbl cbopa uHdopMaummn AN OLEHKN KayecTsa yCryr.

5.3 CrangapThbl rpynnbl «2» onpeaensioT U ycTaHaBNBaoT:

- OCHOBHbI€ 3Tanbl AeATeIbHOCTU NO OKa3aHWIo ycnyr CBA3W (No BUAAM ycnyr);

- OCHOBHbIe noTpebuTenbckne CBOWCTBa ycnyri cBsA3n (Mo BUAAM ycnyr) No Kaxaomy aTany AesaTenb-
HOCTU;

- rnokasaTenu KavecTsa YCiyr cBA3W (MO BMAAM ycnyr) ANs OUEHKW BaXKHeWLMX noTpebuTenbckux
CBOWCTB YCNyru;

- HOopMaTMBHbIE 3HAYEHNA NoKasaTenein kKayecTsa ycnyr ¢BaA3u (No Buaam ycnyr).

5.4 CrangapTbl rpynnel «3» onpedensiioT U perfiameHTUpyoT:

- o6wue TpeboBaHUa K NPoOLECCY ynpaBneHus ycrnyramum cBasu;

- TpeboBaHWs Kk NpoueccaM ynpaBreHusi ycryraMmu CBsI3u: MOHUTOPUHTY, ypaBreHUio ypoBHeM obery-
XUBaHUSA, ynpasneHuio npobremamu, ynpasneHWio OTHOLLEHUSIMA, YNPaBEHUIO U3MEHEHUSIMU;

- TpeboBaHUA K cUCTEMaM MeHePKMeHTa KavecTsa NpeAnpusaTuiA cepbl CBA3W.

5.5 CrtaHpapTbl rpynnbl «4» ycTaHaBMUMBAOT:

- obwue TpeboBaHMs K MpoLeccam okaszaHust yCnyr CBA3W;
TpeboBaHWA K NpoLeccam okasaHus ycnyr (Mo Bugam npoLeccos);
TpeboBaHUA K AeATeNbLHOCTU NoapasaeneHunii onepaTopoB No OKkasaHWio YCIyr CBs3M;
MeTOoAbl KOHTPONS 3a BbINOMHEHNeM TpeboBaHMii K NpoLeccam okasaHus YCIyr CBSA3W.

6 CocrtaB 06bEKTOB cTaHAApTU3auunM CucTteMbl HAUMOHANbHbIX CTAaHAAPTOB
B o6nacTtu KayecTBa ycnyr CBA3u

6.1 Ob6bekTamun ctaHgapTusaumm B Cucteme HauuoHasnbHbIX CTaHAapToOB B 0b6nacTu kadecTBa ycnyr
CBA3N ABNAIOTCA:

1) obwwue opraHn3aUUOHHO-METOANYECKUE OCHOBLI MOCTPOEHUS U OCHOBHbIE NONIOXEHUSA CUCTEMbI Ha-
LUMOHanNbHLIX CTaHAapTOB B 0b6nacTy KauecTsa yCcnyr CBA3U;

2) TepMUHbI 1 onpeaeneHnUst OCHOBHbLIX NOHATUA B 06nacTu kavyecTBa yCyr CBA3N;

3) obwue nonoxeHnsa opraHusaumm paboT No oLeHKe KavyecTBa ycnyr CBsA3W;

4) meTtoabl cbopa UHbopMaLMn ANA OLEHKN Ka4yecTBa yCnyr cBsA3M;

5) HomeHknaTypa nokasarteneun KauecTsa ycnyr CBs3u;

6) HopMaTWBbI 3HAYEHWU NokasaTenen kKavyecTsa YCnyr cBa3u;

7) OCHOBHblE NONOXeHUs Mo obecnevYeHno KavecTBa NPOLECCOB OKasaHUs YCryr CBS3WN U MPOoLLeccoB
ynpaereHus ycryramm cBsiau;

8) cuctema MeHedXKMeHTa kayecTBa NPeAnpPUSATAA chepbl CBA3N;

9) MeToabl KOHTPONS 3a BbINONHEHNEM TPebGoBaHWUIA K ycnyram CBsI3v U npoLieccam.
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MpumeuvaHnwus:

1. JaHHble 06bekTbl CTaHAAPTU3AUMN HE CriedyeT pacCMaTpMBaTh B KAYECTBE HaMMEHOBaHUI AENCTBYIOLMX UNn
nnaHMpyeMbix kK paspaboTke cTaHgapToB..

2. CocraB 06bEKTOB CTaHAAPTU3ALMM YTOUHSIETCS B Npouecce pa3paGoTkm CUCTembl HaLMOHANbHLIX CTAHAAPTOB B
obnactu kauecTBa ycnyr CBaAsw.

7 Mopsaok pa3paboTku U NPUHATUSA HaLMOHanbHbIX CTaHAAPTOB B o6nacTu
KayecTBa ycnyr CBA3u

7.1 Mopsapok paspaboTkn n NpUHATUA CUcTeMbl CTaHAapTOB B 06N1acTn KavyecTsa YCIyr CBs3u perna-
meHTUpyetca FOCT 1.2—2009 «MexrocyaapcTBeHHas cuctema ctaHgaptusaumn. CtaHgapTel Mexrocyaa-
pCTBEHHbIE, NpaBuia U pekoMeH4aUWMn No MeXrocyaapcTBeHHON cTaHgapTusaunn. Mpasuna paspaboTku,
NPUHATUSA, MPUMEHEHUA, OBHOBINEHNSI N OTMEHbI».

7.2 TocTpoeHue, nsnoxenue, ocbopmneHune, 06o3HaveHue n bopmMMpoBaHue cogepXaHusa HauMoHarb-
HbIX CTaHOapTOB B 06nacTu KkayecTsa YCNyr CBA3W ocyllecTBnsAlTcs B cooTBeTcTBUMM ¢ TOCT 1.5—2004
«CraHpaptusaums B Poccuiickor ®egepaunn. CTaHaapTel HauunoHanbHble Poccuitckon ®eagepaunn. Mpaeu-
na NocTPoEeHUA, U3roxeHusl, obopmneHus n 06o3HavYeHns».
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