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Mpegucnoeue

Henn o npuaouns crangaprasawnd 8 Pocoriickod @egepaunn yeranosnenw Peaepanbinin
akonos ot 27 gekabBpa 2002 r. Ne 184 — @3 w0 rexuHueckoM pPEryIHPOBAHHH», 2 NpPaBHIa
MEHMEHEHHS HAUMOHANEHBIX cTawgapros  Poccuickoit Qenepauwn — TOCT P 10O - 2004

«Crapnapriusanns 8 Poceniickod Penepannn. OcHoBHLIE NTONOKEHHAR

CBel¢HNs 0 CTANZApTE

1 PA3PABOTAH Yupesnenuesm «llentp ceprudmkatmn yenyr ceazms

2 BHECEH Ynpasnenwes passuToa, sugopvaiponporo ofecledenna W aKkpeadTalHi

f.lle,rlepa_nmmrn- ANEHTCTED MO TEXHHYECKOMY PErYIHPORANHHE W METPOMOTHHI

3 YTBEPK/JEH H BBEJEH B [JEHCTBHE Mpurazon Peacpannuoro arelTeTBa 0O

TEXHHYECKOMY PErYIHPOBANHI B MeTponorun oT 27 nexabps 2012 r. Ne 2093-cr

4 BBEJEH BITEFBEIE

Hudbapyanus off niMeneiugx & racmoguemy cmandapmy aviaukyemen & excezoduo uidasacyon
uhhopanayiionsaM YRazamete cHaionaibine cmandapmsie, @ MEKcH uIMelenill W RORpasor — &
ENCEMECANNG WIJasaeMY undbapaynannsx Yrazameniy «Hayuonateime cmandapmeie. B cavaae
HEPECMOompa (3aMensl) WAl ORHENE Hacmogwieco cmandapma coomeemom g iowes vaedamienue
fydem omaukosane 6 exceMectuin wrdasaeson mhghoprmaynonian veasamere «Hayuonaisine
crandapninge. Coomeemcmayiowad midopuanni, veedomIehie d Mencnlnl paiMetaionca Makice 4
LHOPA AU ONIOE CHCMENe 00LEA0 NOABIORMNUR — Ha OPUEATBIOM CAIME HAHORLTLNOZ OP2aHd

Poceutickol @edepayin no cmandapmizayui ¢ cemu Himepnem

i Cranpapraadgiops, 2014

Hacroammnii CTANOapT HE MOMWET OLITE NONHOCTEEY MM YACTHUHO BOCIHPOHIBENCH, THRRGKHPOBRAN

H paclpocTpanel B Ka4eCTRE ﬂl'l'ii-‘El-[]-‘lﬂ.l'.[l;IliDi'ﬂ H3ganua Oe3 Paspelenng ‘IJE.:[EZPEJ'ILJIG!'{J ArEHTCTEA I10

TEXHHYECKOMY PErYIHPOEIHWK H METPOINOTHHA
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HALULMWOHANBHBLIA CTAHOAPT POCCHMHCHKOW @©EDEPALMWM

CUCTEMA HALUMOHANBHLIX CTAHOAPTOB B OBNACTHU KAHECTEBA
YCNyr CBA3u

Cornawexme ob ypoeHe obcnyxueanna (SLA)

System of Mational Standards for quality of telecommunication services. Service Leval
Agreameant (SLA)

Oara eseneHin — 2014—01—01
1 OBnacTb NpUMeHEHUA

Hacrommuii  cranpapr  yerasapnneaer  0azoByly  CIPYKTYpy  cornamesnus  of  ypoene
obcnyaHBanna | Service Level Agreement - SLA) NpRMEHHTENRHO K YCOYTAM CBASH.

Hacrommuii crapnapr npeanasHaden Q08 HCNONBIOBAHHA  XO3RACTEYIOWHMH  CyvDBeKTaMH,
AeCTRYIONHME B OONACTH OKATAHHMA YCIVE CREATH, KOHTPONUPYIOIMME MX OPraHaMH, BEIIOYAR
OprafLl cepTHPUEaNN, a TAK#E NOTLI0BATEISMHE VCIYTAMH CBAIH.

Ha ocnopanuu gannoro cranjapra XoisicTBYIOmEME cyOLexTamu, OeficTEYIOMmHMHE B 0DnacTi
OKA3AHHE  YCIYD  CEAIH, MOUYT  paipabarTelBaTecd  cornamends o ypoBue obcoyvaHBaHHA,

OImpeleIanIiuie COROKYTTHOCTH NOKEATATENEl KauecTra YVCIYT B HX rapalTHPOBAHNLIE IHAYMEHHE.

2 HopmaTHBHLIe cCLINKK

B mactoaniem cTaniapTe HCNOMLIOBAHLI CCLUTKN Ha CHSIYIONIHE CTAHIAPTLL
-TOCT P 33724 - 2009 Kagectro yvenyr cea., Ofipe nonosenys

-TOCT P 53731 - 2009 Kagectso yenyr ceass. TepMHuiLl 0 DOPEgeneHA.

3 TepmuHbI U onpeaeneHun

B nacrosmen crangapre nopusenensl Tepsunet 13 FOCT P 53731 - 2009 KaveeTso yenyr cRAIH.
TepMuHE W ONPEASNeHHs, 3 TAKHKE CIEIVIOIIHE TEPMHHE] ¢ COOTRETCTEYIOMIMMHE ONpPeIencHHAMH.
3.1 rapanTHPOBANHLIA YPOBReHL OOCIVHABANNA: 3aABNCHHEIT  ONEPAaTOPOM  YPOBEHL

ﬂﬁl’.‘.’l}"’.‘:\ﬁ[}{'ﬁ-ﬁ!ii!ﬂ., KDTDpHii OH rapaiTHpOBRIREQ oDECIeUHBAET HA OCHOBE COTNAILMEHHA 00 VpOBRHE

Haigarwe oduuHaANLHOS 1
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OO YA HBAHHA.

3.2 MHIHBHEOYAJRHOE cornamenne of yposne obcavaneanun: Cornamenwe of yposne
ODCIYENBANNA, ONPEASIAIONE: HHIHBHIYANLILIE TapanTHPOBAHHLIE 3HAYEMHA NOKasaTenei
KAYECTRA YCIYIH, NOPAI0K B3aHMOIeficTERE H OTBETCTECHHOCTE CTOPOH.

3.3 monuropHur mokatatenei: CueTema nabmoneHHs 33 KOIHYMECTBEHHBIMH HIMEHEHHAMH
noKaiaTeneil KaYecTda YCO¥IH, HX aHalH3a H OHEHKH, d TaKe paspaboTEH pexoMeHJauHil mo
NPEAYIPEATEHHI0 H YCTPAHEHIK HeKENaTeNLHLX OTKIDHEHHA B YPOEHE Ka4ecTBa YCIYTH,

34 cornamenve of ypopme obcavausanns (Service Level Agreement - SLA) SLA:
JoKyMeHTHPOBAHHOS COrNAlIENde JByX # Oonee CTOpON, ONPCASNAIONIS: TapaHTHPOBAHHEIE
IHAYEHHA NOKAZATENEN KA9ECTBa YCOYIH CBAIH B COOTEETCTEHH © YPOBHEM 0DCHYKHBAHHA, NOPAI0K
BIAHMOIEHCTEHA H OTBETCTREHHOCTE CTOPOH,

3.5 runosoe coraamenne o yposne ofcaymnpannn: Cormamenne of ypoene ofcaysHBaI,
ONPEIeNAI0IIES OAHH H3 YPOBHEH o0CIYAHBAHNA, NPEIIaracMElx OMEPaTOROM.

3.6 yposenk obcaysupannn: CoBOEYIHOCTE NOKa3aTenedl Ka4ecTsa OkaikiBaeMoil abodenTy

VCIYTH CEASH H HX NPelelHLIE 3HAYMEHHA.

4 CornaweHwe of ypoeHe obcnymueanua (SLA)

B nactomues crangapre opusenent nonosenna TOCT P 53724 - 2009 KageeTeo yonyr cEAH.

ODIHE NOI0KEHHA.

4.1 Oimee onHecanue

4.1.1 Venyra cpaiM, okaseiBaeman afodenTy, XapakTepHiyeTcs OOpeleleHHBIM  YPOBHEM
ofcnymHBanna. OkazaHne paoad Yooyr CBEIH BOIMOMHNO C YCTAHOBINEHHEM HECEOMIBEHX YpoBHEH
OBCITVHHBAHHA,

4.1.2 Tewer cornamennd of yposHe 00CNYAHEANHE COCTARTASTCA Ha pyccxon Aanie [1].

4.1.3 Cpok neficteua cormamenna of ypoBHe o0CIVAHBEAHHA COOTEETCTEYET CPOKY OedcTBHA
AOrOROPA HA OKAZAHHE YCIYTH, HEOTBEMIEMOH YacThld KOTOPOTD OHO ARIAETCH, €CIH HHOE He
OTDBEOPEHO B COTTIAILENHH.

4.1.4 Oneparop Mo®eT 3aKMIOYATL ¢ A00HENTAMHE HITHEHIVAILHEE M THIOELIE cornanrenus od
ypoBHE 00CTYEHBAHAA.

4.1.5 Oneparop MOWET HMETL HECKOILKO BAPHANTOE THIOBRIX cornamendil of  ypopue

BEII.‘J'I}"?EHE-EEIHH B 3ABHCHMOCTH OT YPOBHA KAYECTHEA OEASLIBACMEIX YVCIYD CHATH H TE.[]H'E]JHI].
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4.1.6 Munausnoyanekele cornamenns of ypoemne o0CHyKHBAHHA 3AKIIOMAIOTCHE [0 3anpocy
aboHERTA H BEMOYANT B ce0f HIIHENIYVAILIEE TAPAHTHPOBANILIE THANEHHA NOKAATENEH KauecTra
YVCIYTH, NOPAI0K B3aHMO1eCTEHA H OTBETCTBEHHOCTL CTOPOH.

4.1.7 HMupumnayansnoe cornamende of  yposHe oDCHyHHBAHHA  MOHEET COCTABINTLCH
MPHMEHHTENLHD KO BOEM YCIYTaM DNEpaTopd, OKakIBaeMEIM aloHenTy.

4.1.8 Cormamenne ob ypoRie o0cIyKHBANNA ONPEISINeT:

HOMENKIATYPY NOKAZaTeNeH KauecTsa YeIyTH CBA3H;

- TAPANTHPOBAHHLIE 3HAYEHHA MOKAIATENESH KaUeCTRa YCIYTH CRATH;

- BHALL { IPHOPHTETEL) HeHCnpagHocTel;

- MIPOLEIYPE BIAHMOIEHCTEHA CTOPON,

- OTBETCTBEHHOCTE CTOPOH;

- VCIOBHA H NOPALIOE NEpepaciera NIaThl 34 YeIyTy.

4.1.9 Cornawenne of yposue o0coyKHBANNE ONPEJIENfeT KAYECTRO OKAZLIBAEMOH onepaTopoM
VCIYTH Yepes paa nokazaTened, ofopMyIHPOBANHLIX B NOHATHEIX 1718 a00HEHTa TepMHIax.

4.1.10 B uensx obecnedenHs rapaHTHPOBAHHOID BLIDOMHEHHA ODASATENLCTE COCNAlNEHNHE,
JAKMOMEHHOTD ¢ aBOHeNTOM, | PEryIHpoOBANNA OTHOMEHHI © NapTHEPIMB OIEPATOR MOMKET
JAKMIOHATE COrnamenis o ypoBHe OO0COYEHBAHMA © JAPYTHME ONEPaTOPaMH, TPHHEMAIIHME
VHACTHE B NPOLECCE OKAZANHA VCIVIH CBAZH aloHeNTY.

Monuyi OTECTCTREHNOCTE 10 COMMACOBAHHEIM TAPAHTHPOBANHEIM 3IHAYSHHAM MOKa3aTencH
KAYECTBd VCIYTH CEA3H HECET ONepaTtop. HenocpeAcTBeHHO BiauMoaeficTByomuii ¢ afonentom u
FAKTNHEHBILHI © HHM COrNaente of yposHe obcIyBanHa.

4.1.11 AGosedT HMEET NpPaB0 HA NPEALABIESHHE NMPETEHIHH ONEPATORY M0 IApaHTHROBAHHLIM B
COrMAIEHHH o8 YpoOBHE OOCTYHHBAHMA O0f3aTENLCTRAM B PaMKaX JAKMIOMENHOMD JOTOBOPA HA
okalanue venyru cesan [1, 2]

4.1.12 Omepatop MOHKET OTKAIaTE ADOHEHTY B COCTABNEHMH cornmamenus of  ypoene
ODCNYEHEBAHAA [PH YCIOBHH OTCYTCTEHS pecypcoB, HeoOXOOHMLIX [A7M8 OKA3aHHE YCIYIH B
Tpefyemom obneme B ¢ Tpebyemiiv kavecTeoM. MoTusnposannmil oTka: nanpaensercs aboHenTy B

MHCEMEHHOM BHAZ B CAYYAE MHCLMEHHOMD Dﬁpﬂﬂ.lﬂlillﬂ afoHneHTa.

4.2 bazosas cTPYKTYpa

4.2.1 Bazopan cTpykTypa cornanenus of ypoBHe obcny:RUBAHHA NPHMEHHMA KO BCEM YCOyramM

CRATH, HEITABHCHMO OT HCMOILIYEMEBIX TEXHOIOTHI.
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422 B Gazosyi CTpPYKTYPY coriawensus of ypoBHe o0cOyvaHBAHHA BXOJST CIHeAYIONIHE
pasaens:

- BEOIHAA YACTL]

- 00IAcTE AeiicTEHS!

- VpOBEHE ODOCTYHHBANHA,

NpoUEeIyPE BIAHMOIERCTBHA CTOPO;

KOMIEHCALIHH,

- CEPBHCHOE 00CIyIHBANNE;

- KOH(HIeHIHATLHOCTE,

- AKTYAIHIALHA;

- MOOITHCH CTOPOH.

4.2.3 B prognodt gacte cornamenns of yposue ofcyRHBAINA TPelcTaBngeTcs HpopMamnng o
Er0 YHACTHHEAX H ONHCLIBAETCA LENE COTNASHHA.

424 B painene «0D0nacte feficTBUS» NPeJcTaBNAOTCA HASHTHPHEALHONNEE AaHHLle o0
OKA3LIBAEMDE abOHENTY YCAYIE CBAIM. HA KOTOPYI) PAcHpOCTRANAETCA COrlallenHe of yposHe
OO YA HBAH A

- MOIHOE H COKPALeNH0e HAHMEHOBAHHE YCIVIH,

- pfilee ONHCAHHE YCIYTH;

- MepeYeHk TOUEK JDCTYNA K YCIyre;

- CXEeMa OPranHIALHE Yeuayre (IpH HeodXoanMocT );

= OMHCAHHE 30H OTBETCTREHHOCTH OIIEPATOPE 1 abonenTa;

MEPHO DKAANHA YCIYTH B JPYTOE.

Ofmee ONHCAHHE YCOYTH COCTARNAETCE B TEPMHHAX, OJHOINAYHO NOHHMACSMLIX ONEPATOPOM H
aboHeNTOM, H OTPAKAIOUINY BOCOPHATHE YCIYTH af0HeNTOoM.

B paznen mosmer OuTE BEMOoYeHa HEGOPMALNL 0 HECKONLEHX YCIVIAX, OKAikBIEMEIX abonenTy,
ECIIH OHH SBNSIOTCH IPEIMETOM HIFIHBHAYANLHOD cornaments of yposie obcIyviKHBANNA.

425 B pawmnene «Ypopenn o0cnyEHBAHHAY OpejcTapifercd nogpobias  aadgopualiEa o
COrMACOBANHOM YPOBHE 00CTYKHBAIINA:

- NOKATATENAX KAHECTHR YCIYTH CEAH;

- FapaHTHROBAHHEIR IHAYEHHAK NOKA3ATENEH Ka4ecTEA OKA3LIBAEMOH ADOHEHTY YCOYTH CRAIH H
ApYTOE,

426 B paigene wllpouenypm  miapmoneficTens  cToOpoH®  NPHBOASTCE  OPOUETYPLE
BIAHMOIEHCTEHA ONEpaTopa H abOHEHTA, OTHOCAILMECH K NPOLECCY OKa3laHHs yoIyrH: npH
BLIABIEHHM M YCTPAHEHHMH HEMCNPaBHOCTEl, NpPOBeIeHHH NPOUIIKTHYECKHN, PEMONTHEIX M

apapHinieix paboT 0 IpyTHE.
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4.2.7 B pasgene «Komnencauuuys onpegensiores:

- OTBETCTBEHHOCTE ONEpaTOpa nepel aboHEHTOM NPH  HEBLNOIHEHHH TapaHTHPOBAHHLIX
OO 3ATENLCTE;

- NpOUEIYpa paipelien s CIOpoE H PA3HOTIACHIL

itpadusle canklnn 33 OKA3aHHE YCIYTH HEHAANEHallero Ka4ecTsa B YacTH COracoBaHioro
VPOBAA OOCAVEHBAHHA MOTYT NPEACTABIATE coDoil:

- YMENLIUEHHE EMEMECAYHOI NIATE 32 YCIAYTY,

- NpeIocTARIEHNE CKHAOK;

- PACTOMEEHHE KOHTPaKTa;

- NpEIoCTaEIenHe DECTIATHEIK CEPBHCOB H APYTOE.

4.2.8 B pazgene «Cepsicioe obcnyHBiRHey NPENCTABIAETCA CAeAYI0WAd HtopMalHa:

- OMHCAHHE YCIYT CEPRHCHON MOANEPHEN;

- KOHTAKTHRIE JaHNBIE cny#kOnl cepsucHodil noanepmen (Tenedonnnii nomep n nomep pakea,
aJpec MEKTPOHICH MOYTE, TOYTOBLIA aApec 0 Apyroe);

= rpaik paboTel cny#OEl CEPEHCHON NOLIEPHEN;

- NpOIEIypa B3aUMOAeiiCTRHA CTOPOH P CEPRHCHOM 00CTYHHBANHN;

- MPHOPATETEL NOCTYIAKIMHE OT af0HeNTOR JaNpOCOR;

= BpEMA PEAKHHH HA SaNPOChl PAIIHYHBIX TPHOPATETOR,

BPEMA PEIEHHA TPOGIEM;

- KOHTAKTHEIE JTHLA H APYTOE.

429 B pazgene  «KowduaenuuanenocThy  YEEILEBAETCA  YPOBEHL  KOHGHISHUHANRHOCTH
COrNAMennd, HHMOPMAIHE H JI0KYMEHTOR,

4210 B pazgene «AKTYANMIALUHAY [MEPEHHCIAIOTCE HIMEHEHHA, JOTYCTHMEIE N8 BHECEHHA B
cornamenne ob ypopie obenVKHBAHNA, H ONHCLIBAETCH NPOLUEIYPa BHECEHHA HWIMEHeHHI.

4211  Cornamenue of  yposue  ofcny#HBAHHA  MOANHCHBAETCA  NOAHOMOYHEIMH

npencTasHTensaMy cTopon B pasnene «[loanncn ctopons.

4.3 MokazaTenn KAYECTRA

431 Onpejpenense nokasareneil kavecTsa okaikpBaemoil aloHenTy YCIVIH CBAIH HBMSETCH
HEOOXOIHMEIM WIEMEHTOM COTTANIEHHA 00 YPOBHE OGCTYRHEAHMA.

432 B cornmameunn of ypospe ofcnyEHBAHNA NPHBOAATCE NOJNHBE M COKpPALIEHHBIE
HANMEHOBANHA MOKa3aTensll kadecTra yonyTH cEA3H. PopMYTHPOBEN O0Kd3aTenell KauecTsa yoIyTH

DOHE] OEITE TOHATHLL ﬂﬁﬂ-lIElIT}" H HMETE OJHOIHAYNOE TONKOBANHE CTOPOHAMH.
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433 [lloxazaTenu KadecTBa VCIVIH CBASH, BEMOMAEMBIE B cOTdallenHe o yposne
OBCIYENBAHNA, TEMATCH HA JBE KATErOPHH:

« CHEUHANLILIE = NOKATATENH, YCTANORIEHHEIE AR COOTEETCTRYIOIIErD BHOA YCAYT CBA3H H/HIH
cereii;

- ofiMe ~ MOKATATENH, HE JABHCAIHE OT YCIYT HIHIH TeXHOMOrHii.

434 B cornawenne of yposHe 00CTY:EHBANHE BRIOYAIOTCH TOKATATETH, XdPAKTEPHIVIOIIHE
Ka49eCTEO YCOYTH CBATH C YUETOM KauecTBa paboTel CETH, Ha Oale KOTOPOH OKA3LIBAESTCH YCIyTa, H
Ka4ecTha OOCIyEHBANHA N0 HauOOlee IMaYMMBIM Ans afonenta noTpeOHTeNLCKHM CBOfCTBAM
VCIYTH:

- OOCTYIHOCTH (FOTOBHOCTH ) YCOYIH;

- KAYECTBY NEpeaadn;

- KAYECTRY DOCTYKHBANNA.

4.3.5 llokazatenyd, BRIIOYAEMEIE B COTHAILEHNE 00 YpoBHe 00CHYEHBRHHA, QOTHHE HOIABATLCA
HIMEPEHHID H KONMHHECTEEHHON OUenke.

4.3.46 B cornamenwe of ypoBHe ODCHYVEHBAHHA MOIYT BEIOYATLCA Kak OPSMBIE NOKa3dTENH
(HANpHMER, “BPEMA OPOCTOAR), Tak M KOCBEHHEIE NMOKATATENH KaYecTBA  YOIOYTH, KOTOPRIE
PECCYHTLIBAKITCH KAk PyHKIHN NPIMEIK ToKazaTeneil (HanpaMep, «kompdiHlHenT rOTORHOCTH:),

437 B cornamenne of yposne oO0cnyKHBIHHA BEIIOYMAIOTCH HaHOOMEE CVINECTBEHHLIE A
KE#I0H H3 CTOPOH COTNAlenHA NOKATATENH KaUeCTRa YCIVIH CBATH,

4.3.8 lapanTupoBanibie INAYEHHA TTOKAaTenell KavecTBA YCOYTH CBAIH YCTAHABIHBAIOTCH Ha
OCHOBE JEACTBYIOUMIMX 1@ MOMEHT COCTABNEHHA corlamends of  yposne oDcoy:EHBANHA
fheaepankHEIX H DTPACTEBEIX A0KYMEHTOR

- (feaepANEHEX 3AKOHOR,

= TEXHHYECKHX PernaMenToR;

HALHOHATLHLIX CTAHIAPTOR;

- PYKOBOIAMINK J0KYMEHTOR;

- MPaEHT OKATAHHA YCIVT,

- IPHKAI0B H APYTHX JOKYMEHTOB.

[Mprn panmuuuK JOKYMEHTOE, YCTAHABMHEAIOMMY 0083aTelLHBE KOMHYECTBEHHEE TpeloBanHE K
TEM MAH HHLIM [OKAIATENAM  Ka4ecTBA YCIYTH, BKMOYAeMLIE B cormamenne of  yposue
OOCIYAMBANNA TAPAHTHPOBAHNLIC 3IHAYEHHA OTHX NoKasaTeneil  Jom&HE  OHTL  HE XyHe
permaMenTHPOBAHHEIX.

439 B xadecTBe rapaTHPOBAHHEIX & 3Hadvenuil nokasaTenedl KawecTsa  YoIyTH  MOTYT
HCNONLIDBATLCA HOPMATHBHLIE 3HAYENNHA. NPEJACTARNEHHLIE B CTAHIAPTAX NPEANPHATHI ChA3H,

HCMMONLIYEMBIE B MPAKTHEE E]DCCI:[!:ECKHK OMEPATOPOR, 4 TAKEE B ME:M}'![HPD,II]Iﬂﬁ NPAaKTHEE, SCITH
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OHH  He NpoTHBOpevaT  TpefoBaHMAM  QeHCTEYIOUMX  dejepanbiLIx B OTPAcleBblX
PeraaMenTHPYIO N J0KYMEHTOR.

43510 [ns noxazareneil KauecTBad, FapaHTHPOBANHLIE FHAYEHHA KOTOPBIX HE MOTYT OBITh
onpeaenentl corzacuo n. 4.3.8 n n. 4.3.9, npenensible 3HAYSHHS YCTAHARIHBAKTCA IVTEM AHATHIA
HMEIGILErocH ¥ ONEPaTopa  MAcCHBD  CTATHCTHYECKHX JaHHEIX [0 JTHM [OKZIaTENsM 34
CTATHCTHYECKH FHAYHMEIN TEPHO BPeMEn.

[Mpoueavpa pmbopa npelenuielX 3HAYENHE NMOEA3aTenell KauecTBA VCAYIH CERIH BEIHOYAET B
cedu:

- NpeABapHTERLHEIl 0TO0P NPeAenLHLIX JHaUennil nokazaTeneil;

- c0p CTATHCTHYECKHX JAHHLIX O KAYSCTRE YCIYTH]

- OUEHKY NoKa3aTeneil Ka4ecTsa YCIyrH Ha OCHOBE cOOPAHNEIX CTATHCTHYECKHY DaHHLIX;

- OUNEHKY HacToOTH HECOOTEETCTBHH NpelelLHEM  3HAYelHsM o (HHAHCOBLIX [OTEPE OT
MPHMEHEHHA ITPadHLIX CauKIH;

- KOPPEKUMIO H COMMACOBAHNE NPEIenkHLIX IHAYSHII NokazaTeneil.

4311 Brbpannsie B paMeax cordamends of ypoeHe 0DCNyEHBAHHA rapadTHPOBAHHBIE
IHAYMEHHA MNOKAZATENell He A0IKHEL NPHBOAHTE K HecoOIHASHHE TapalTHPOBAHNBIX 3HAYSHHIT
noxataTencH KaYecTa Youyr, OKAIRIBACMEX OTIEPATOPOM APYIHM ab0oHEHTAM.

4.3.12 Yerawornennsle cornamenues of yporHe obCcOyHHERHHA NOKATATENH KAYECTBA MOTYT
OLITL 00LeIHHEHL! B equNLIii HHIeke kauecTea yenyrd cesan. TIpn sTom B cornamenun of yporue

BEL‘J'I}"?EHB-EJIHS{ OIMPEIcTHIOTCH BECOBRIE I{D}q?l'IIHLEHE]I'I'LE B I0re MOKATATENH KAUECTEE YCNYTH.

4.4 MonuTOpHHT NoKAATEIeH KAUECTRA

441 MonwTopHur nokalarvengi KauecTEa, XAPAKTEPHIVIOUIMX  YPOBeHs 0OCHYKHBAHHA
OEaILIBAEMOE A00HENTY YCIYTH CBAIH, ARMAETCA HEOOXOIHMEIM VCIDEHEM cOTIAalleHHA of yposHe
TV AHBAH A,

4.4.2 MoHHTOPHET MOKa3aTenel KavecTBa YCNYTH CEATH MOEET NPOHIBOIHTECH ONEPATOPOM KaK
“PYUHEIM METOAOM», TAK H B ABTOMATHYECKOM PEKHME ¢ NPHMEHEHHEM ANNAPATHO-NPOIPaAMMHEIX
CPeaCTE.

443 Tlpu oprasusalupy MOHMTOPHHrE NOE23aTenel KAYecTEa YONyrH CBAZH B paMiax
cornamenus of yposHe oOCHYHHBAHKA NPEITOUTHTENLHEME ABIMIOTCH ABTOMATHHECKHE METOLL,
NOIBOIAOIINE DPOHIBOINTE KOHTPOME FAPANTHPOBAHNLIX OKa3aTeNel B HENPEPLIBHOM PEHHME.

4.4.4 HenonpayeMele 0NEPaTopoM NMPH OPraii3ailiy MONHTOPHNITA NOKa3aTeneil KauecTna yeiyri

CEATH  anmnapaTHo-nporpaMMHeIE CPESICTERD  TIOJNEHET II.‘EPTI-'EEI'#HK AlHH, JASKIApHPOBAHHIO H
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MHUEHIHPOBAHHIG COMMACHO YCTAHOBNEHHLIM TPeBOBIHHAM K HX IPHMEHEHHK HA CETH VIEKTPOCBAIH
Poccniickoit Penepaumn [1].

4.4.5 Croponsl coriamenua of ypoBHe ODCHYKHBANHE COMNACYIOT NPOUEIYPE NPOBEISHHA
HIMEPEHHI B PAMKLX MOHHTOPHHTA NOKA3IATENESH Ka4MecTRa YCIyTH.

B cornamesne of ypoBne o0cHyEHBAHAA MOKET HEe BEMOYATLCH ONHCAHHE CaMOTo NMPONEcca
HIMEPEHHA, KOTOPLIA 3aBHCHT OT NPUMEHAEMOH TEXHONOTHH H HE BXOAHT B 30HY KOMIETEHLHH
aboHenTa.

4.4.6 IMo wenanuio aDoHeNTa ONEPATOP NPEIOCTARIRET EMY BOSMOKHOCTE KOHTPOUIS BRIIOINEHHS
VCIOBEE cormamenns of yposHe 00CHYEHBANHA IYTEM OPraHiialHH JI0CTYNA K CBOEH cHCTeMe
MOHHTOPHNITA MOKA3aTENEl KaHecTBa YCIyTH.

4.4.7 PesyneTaThl MOHHTOPHHTA NMOK33aTeNel KadecTsd oxkaiwBaemoil aloHeNTY YCOVIH CBASH
MOJNEKAT XPAledio B TeYeHHe VeTAN0BISHHOID COrnalleliiemM CpoKa.

4.4.8 ApxuBNLIE TAHHEE MOHHTOPHHTA NOKalaTedeH KaYecTBa YCNYTH BLIOAI0TCA ONEPaTOPOM M0
3ANpocy ab0HEHTa B CODTEETCTENH © VCIOBHAMM COTTTALIEHAA.

449 Opepatop o0eCHEUYHBAET PEICPBHOE KONHPOBAIHME W BOCCTAHOBIEHHE PE3VILTATON
MOHHTOPHNTA MOKA3aTeNeil KauecTsa oKaikiBacMoil aboHenTy YCIyrH coasm.

4410 Ipu peobxogumocTd (B0 BHEINTATHEX CHTYAUHAX) OPHOCTAHOBHTL cOOp JaHHBIX B
paMEAX MOHHTOPHNTA OOK33aTENEH Ka4ecTRa YCOYTH ONEpaTop HudopMHpyeT of 3ToM aboneHTa B
VCTAHORISHHEH COrMAIEHHEM CPOK,

4411 dyHEUHOHHPOBANHE CHCTEMLI MOHHTOPMHIE NOKa3aTeneH Ka4wecTma  OKa3LIBaesoil
aboHeNTY YCNYTH CBATH, BEIIOYEHHEIX B coriamente of ypoBue o0CIyVAHEANN, PerlaMenTHPYETC

TOTOGKEHHERM O CHCTEME MOHHTOPHHTA OIIEPATOPE.

4.5 Quenka nogazareaeil KaYec T

4.5.1 Ouenka nokazaTeNeldl KaudecTBa VCIOYTH CEAIH NPOHIBOJAHTCA H3 COOTBETCTEHE HX
(HaKTHYECKHX 3HAYSHHH TapaNTHPOBANHLIM IHAMEHHAM, ONPEIeIcHHEIM B COTNAINEHHH 00 YpoBHE
OOCITYRHBAHNA,

4.5.2 Oneparop obecnedHBaeT 00BEETHEHOCTE IPOHIBOIHMEIX HM OLEHOK NOoKaiaTeneil KadvecTsa
OKA3RIBAEMOE al0HENTY YCIYTH CHATH.

453 Oueura npoxazarencil KauecTBa YOOyTH CEBE3IH  MOKET NPOHIBOJHTRCE  ONEPATOPOM
CAMOCTOATEALHO WHIH © NPHBJISYEHHEM TPeThel HelaBHCHMON CTOPONLL (MONHTOPHUT, AYIHT,
cepridukanma), odnagaomeil TpedyveMoil koMneTenue.

4.5.4 Onepatop obecneunsaeT aboHENTY BOIMOEHOCTE CAMOCTOATENRHC HPOHIBOINTLE OUEHEY

NOKATATENEH KAYECTEA OKATLIBASKOH MY WCOYIH CEA3H HA COOTRETCTEHE TapalTHPOBAHLIL
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IHAYSHUAM COTIACHO YCIOBHAM COrNamenHi of yposine ofCIyEHBANHA NPH HATHYHH TeXHAYECKO
BOIMOEKHOCTH.

4.5.5 Mopagok ouenk noxasareneil Ka4ecTBa YCAVIH CBAZH, BIJHUYEHHBX B COrlallenne o
VpOoBHe 00CTYEHBANHA, TOLEeH OLITE IOHATEH ab0HeHTY.

456 B cornamenne of ypoeHe 00CAYHHEAHHE MOBET OLITH BEIOUYEHA METOAONOTHA OUEHKEH
NoKa3aTeneH KaYecTBa YCIVIH CEAIH,

4.5.7 Ouenka nokazareneil KA4eCTEA YCIYTH CBAZH B PAMEAX MEXKONEPATOPCKOND COrlaenns o
vpoBHE ODCOYEHBANMA NPOHIBOIATCS HA YCNOBHAX elHIOM METONHYeCKOro Neoxona K oueHke i
CONOCTABHMOCTH PE3yALTATOR.

4.5.8 Duedka nokasaTensi KauecTsa okaskBaemoil aDoHenTy YCIYIH CBASH [UIAHHPYETCH Ha BECh
nepHol AelicTexs cormamenns of ypoene obcayKHBAHHA.

4.5.9 Onepartop obecneynBicT CEOCBPEMEHHOS BRIARIEHNE HAPYLIEHHE yeaosuil cornamenna ob
ypoBHe 00CIyENEAHHE, HIPOPMHEPYET COrNACHD YCTAHOBIEHHOMY COrIAamenHeM NOPAIKY aborenTa
O BLIBIEHHBX COYYAAX HECOOTEETCTHHA TEKVLIErD VPOBHS KAYECTBA OKA3LIBAEMOH YCIVIH CBA3H

FApaiTHPORAHIEOMY YPOBHIY OOCTVKHEANH,

4.6 OTueTHOCT |

4.6.1 Cornamenne of yporHe oOCOYAHBAHHA NPEIyCMATPHEAET HEOGXOAHMOCTE OPraHHZAIHH
MEXANN3IMOE HI{pOpMIpoBanua aDoHenTa O TEKyIUeM YpoBHe OfcHy#HBaHHA. Y CTanaBIHBAETCA
NOPAO0K, CPEACTED HINPOPMHPOBAHEA, TOJIHOTA H NEPHOAHYHOCTE OTYETHOCTH ONepaTopa ob ypoBHe
ODCIYEHBANAA 10 TAPAHTHPOBAHHEIM NIOKAIATENAM KAMECTHa OKAIEIBAEMOR aD0HEHTY YCIYTH CEAIH.

4.6.2 Onepatop ¢ onpefeneHioil B cornamend of yporHe o0CIyRHBAHHA MEPHOIHYHOCTLIO
COCTABNIRET OTYETH O KAYECTRE OKA3RIBAEMOI aB0HeHTY YCIyTH CBATH.

4.6.3 Oruers gna abonenta BETOUAKT B cebA MHGOPMAUNIO B COOTBETCTBHH C YCIOBHAMH
COrMAISHHA:

- KAYECTBO OKAZAHHON YOIVIH CBATH,

- BhIonHenyne tpebosannii cornamenns of ypoBHe obCIVHBATHA.

4.6.4 Oruer 0 KavecTBe OKazaliod aboOHEHTY YCNYIH CEASH COASPHHT OLEHKY AOCTHIHYTOID
VPOBHA KAYECTBA MO FapauTHPOBAHHLIM Nokasartenas. (T4yeT nanpasnfercs alOHEHTY COTJIACHO
YVCTAHORIENHOH B COTNAIIEHHHE NEPHOAHYIOCTH.

4.6.5 Oruer o BeIDonHEHHR Tpefopaunil cormamenus of yposue oDCHVKHBANNE COOEPHHT
KPATKYID ONepaTHBHYI HHQopMaunin o TeEVIIHX OLeHKax nokaizateneil KauecTBa OxainBaemoil

HEDIIEII‘I}’ YCIYTH CBASH. CTuer HAMPABIAETCA ﬂ.ﬁDHEI]T}' B COOTRETCTEMH ¢ VCIOBHAMN COUTAIIENHA.
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4.6.6 Oryersl Qomsunl colepsats mdopyanno no Kaxooidl Touke (FPyone ToOYeK) J0CTYNA K
OKa3LIBAEMOE af0HeNTY YCIyre CEATH.

4.6.7 Ilpn npenocrasnenyi aloHEHTY OTHETOB ONEPaTop obecnedHBAET HX AOCTOBEPHOCTE H
CHOEBPEMEHHOCT.

468 Oneparop ofecnednBaeT 3aMMHTY oTYeTHO Hidopmainy, nanpasnsemoil abonenty [1, 3]

4.6.9. PaznornacHs cTOpol N0 PEIVIETATAM OUEHKH DOCTHTHYTOID YPOBHA KaYeCcTBA YCIYTH 110

TFapanTHPOBAHNEIM MOEATATSNAM DATPEIIAI0TC] B COOTBETCTEHH C© YCIOBHAMH COrTTalieIifug.

4.7 AxTvanuianun

4.7.1 Cornamenue of yposxe oDCHYEHBAHHA J0MHHO [NOLISPEHEATECE B AKTYAILHOM
COCTORHHH.

4.7.2 HNonyckaeTcs NepecMOTp H KOPPEKTHPOBRKA cornamenss of ypoeie obCOymHBanRg 0o
HHHIHATHEE KA 100 H3 CTOPOIL.

4.7.3 ArxryanwiauWs  cormamenna  of ypoBHe  ofCHYEHBAHHA  NPOHZBOIHTCA  [IYTEM

ACEYMECHTHPOBAHHA H COrMAcOBANHA CTOPOHAMHE BHOCHMBIX HIMEHSH i

10
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