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Mpeaucnoene
1 PASPABROTAH Yupexaenves sLledTp cepTudmeannd yonyr canads

2 BHECEH ¥Ynpasnedwem pasgutua, mupopsaumodHone obecneseHna ¥ amkpeauTayyy Pegepansio-
o Ar@HTCTES N0 TEXHWHECKOMY PEryNWPOBAHKK 1 METDONDMMM

3 ¥YTBEPHOEH M BBEOEH B OEWCTBWE Mpukazom BelepankHorg areHTCTES No TEXHHYECHOMY
parynMpoBaHHio W MeTponords ot 27 nexadpa 2012 r. Ne 2094-cT

4 BBEOEH BMNEPBELIE

lMpasuna npumeHexLs HacmoAwese cmaxddapma yomawoeneds: & MOCT P 1.0—=2012 (pazden 8).
Hughopmauua of usMeseHURx K HacmaoaweMy cmarndapmy nybnukyemcd & exez00HoM (N0 COCMOAHLIG Ha
1 AlEapA Mekyijeso 2oda) UNPODMALULIOHROM Wazamene «HauuosaneHbie cmandapmeds, & OghULUansHsIT
MeKcM UaMeHesul U NONgSack — 8 EXEMEBCAYHOM UNDODMaUUHHOM yKazameng « HayuoHansteie cman-
dapmeie. B ciydas NepacMompa (FaMeHs) Uy OmMens HA3cMOALLEs0 Cmakdapmsa coomasmomayiowss
yepdomnesug Bydem omybnuxosano @ BAuwaliuem BoiNycke EXOMECAYHOZ0 UHBPODMALUUOHHOSD YKazamans
wHayuoxanesese cmardapmeiy, CoODMEEMoMEyIOLLER LRDODMEULSA, YeeloMAGHLE L MEBKCME Da3MELLaI0Mm=
A MakxKe @ UHgopMaltuorkol cucmems obWeso NOMLICEaHUA — Ma ouyUansHol calime PedepansHoas
A2EHMCMES N0 MEXHUYECKOMY DESYNUDOEaHLIIO U MEMponozuy 8 cemu Muamepkam (gost.ru)

B Crampaptvuchopm, 2014

HacToAWMA cTAMOAPT HE MOMET GeiTe: NONHOCTEN MMM YACTUYHO BOCNPOMIBEAEH, THDAMMPOBAH W pac-
MpPOCTRAHEH B KAYECTEE 0HULMaNLHoro waganua Gea paipelweHva PeqepaneHoro areHTCTea No TEXHAYECHD-
MYy DEMYTIMPOBAHHIO M METRONOTHIA
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HAUWOHANBHBIA CTAHOAPT POCCHMMACKOW EOEPALUMM

CUCTEMA HALIMOHANBHEIX CTAHOAPTOB B OENACTH KAYECTEBA
YCNYr CEA3ZM

CTpykTypa n cocrae

System of natonal standards for gquality of telecommunication services.
Structure Bnd composition

Nara egegesna — 201 4—01—01

1 OBnacTs NpUMEHEHHA

HacToAwwWiA cTaigapT ABNASTCA oCcHoaononaraowms g CUcTeMe HaUWMoHansHeIX cTadgapToe B obnac-
TH KAYSCTEA YONYT CEAIM.

CTaHfapT yCcTaHaABNMBAET HA3IHAYSHWE, CTRYRTYDY W COCTAE 0fLEKToR CTaHAapTUaaL MK, Npaewna paas-
paboTkn W NPMHATAA CTaHgapTos B CUCTEME HALWMOHANEHEX CTAHOApToR B o0NacTk Ka4ecTea yonyr CBAIM,
PEKOMEHOYEMEE ONA LENSA YNIEARNEHWA KAYSCTEOM YCIYT CBAIM 1M COBEPILEHCTEOBaHWA OBCNy MBAHKWA No-
Nb30BATENEN YCNYTAMM CRATM.

HacToAwWA cTaHdapT NpeaHaiHadeH ANA KeNoNsI0BaHWA NDSACTABKTENAMM MOCYOaAPCTEEHHLIX Opra-
HOB, CCYLLECTBNAKIUME PEMYNMDOEIHNE B 0ONacTV CBAIM, HAYYHEIMK W NDOEKTHLIMK OPraHK3aLKA MK NPY pas-
paboTee CTAHOADTOR B 00NACTH CRAIN, XOIARCTRYIOWMMK CYDLekTaMK, ABRCTEYIOWMMA B 0GNACTA OKaIaHWA
YCIYT CBAINW, KOHTRONHEYROWMMK WX Oprasamy, BEMouan opraHsl cepTudiMKaunKg, a TanKe Nons3oeaTenaAMmA
WCNYTaMW CEAIH.

2 HopmaTHBHLIE CChINKW

B HacToAlWeM CTAHOADTE MCNONsAOBAHE COBMEN HA CReOYIoWWe CTAH0ARTR:

MoCT 1.5—2004 Cranpaprvaauua B Poccwidckoid feaepaumi. CTaHgapTe HAUMOHANbHLIE Poccui-
CEDOR Denepauun. Npasydna NOCTROSHWA, MANOKEHWA, POpMNEHHR U 0B0IHaYEHMA

MCT 1.2—2009 MewrocyfapcTRB8HHAA CHCTEMa cTaHgapTezauWy. CTaHQapTel MEesrocyJapcTReH-
HBiE, MEEBKNA M DEXOMEHTALMM NO MEXMOCYIAPCTEEHMHON CTAHAapTHIAUMK. [paBuna paapaboTed, NDUHATHA,
NEUMEHEHHA, OBHOBMNEHHWA W OTMEHE

MOCT P 53731—20049 KavecTao yonyr c8R3K. TEPMHUHE M ONpagensHua

Mprmessdde— MNpw NONE30EAHAK HACTOAW MM CTAHARPTOM Ueneco0fpaIHo NPOBSPHTs OSHCTEWE COBMOMY-
HblX CTAHOAPTOE B WHOBOPMAU#0HHOA cecTese ofwero nNonb30BEHMA — HAE MOHYWENEHOM CAATE ©egepansHonD
AFEHTCTEA 00 TEXHAYHSCHOMY PEryNHEpOBEHAKD W METRONMHH B CETH MHTEPHET ANK N0 BEETOOHOMY WHIOPMELATHHOMY
YEE3ATENK £ HaYWoHANEHEI2 CTEHASRTE B, KOTOPEA ONYENAKCEAH N0 COCTORHMK HA 1 AHBAPA TEEYWLETD 048, W N0 BeINYE-
HAM SMEMELAYHOND MH{OPME UROHHOMND YER3ATENA « HEUMOHENEHEE CTAHGARTHS 38 TEKYWMA rog. Ecny 3aMeHeH coenos-
HEA CTEHGAEPT, HA HKOTORHA GEHE HEJATHPOBAHHER CCHINRE, TO PEKOMEHOVETCR MCMNONEI0BATE GEACTEYHIWYH BEQCHD
ATOTD GTEHAAQRTAE C YHSTOM BCSK BHECSHHEIL B ABHHY BEPCHH MAMEHEHNE. ECNK 38 MEHEH CoRNOY HEIR CTEHOBPT, HE EO0TO-
phild §3H3 QSTHPOEEHHAR CORMKA, TO PEKOMEHAYETCA MCNONL308ATE BEPCHID 3TOMD CTEHOARTA © YHA3AHHEIM BRILIE MO00M
VTESpEAEHUA (NPWHATHA). ECAW nocne YyTESpH1aHUA HACTOALErD CTEHABDTA B CChINOYHER CTAHAERT, HE KOTOPRA OaHE
DATHPOBEAHHAR CCHMKA, BHECEHO HAMEHEHHE, 3ATPAMMEAMLLES NONIHEHWS, HA KOTOPOE QEHE CCRINKA, TO 3TO NONOMEHHS
pEKOMEHDYETOA NpMMEHATE BE3 Y4eTa QAHHOMD WAIMEHEHWA. ECNM CoBINOYHEA CTAHLERT oTMeHeH Ga3 3asMeHsl, To nono-
HEHWE, B HOTOPOM OEHA OChINKE HA HEMD, PEKCMEHOYETCA NPWMEHATE B HECTH, HE 3ATPArMBADWSR ATY CORINKY.

WanaHue ofHUMaNbHO®
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3 TepmwHbI W ONpegeneHusa

B HacToAweM cTadgapTe NprsMeHeHsl TepsmiHe no NOCT P 537312009 Ka4ecTeo yonyr ceAad. Tep-
MUHEB! M ONDEOSNEHWS, 3 TAKKE CNEOyHLLWE TEPMHHE C COOTEETCTEYIOWMMIA ONEE8NEHHAMM

3.1 enerema: CoBOEYNHOCTE B3AMMOCEAIAHHEEE ANSMEHTOR, 08 pasyIoLWMX LENOCTHOCTE MNH 80MHCTES.

3.2 Bwg cTampapTa: XapakTepucTika cTandapTa, onpeaenaiilascd aro CoQepHasHen B JaBUCHMOCTH
OT obbeKTa CTAHOAPTHIRLWA.

1.3 womnnexc cravfapros: COBOHYMHOCTE BIAWMOCEA3ZAHHLIX CTadaapToB, ofbeaHHEHHbX obwen
LENescd HANPABNeHHOCTE WIMNY YCTaHABNUBAKWMY COMACOBAHHEIE TPeGoBaHMA K BIAMMOCEAIAHHEIM
OGBEHTaM CTAHZaPTHIALHM.

3.4 HAUWMOHANLHEIR CTAHAAPT: CTaHgapT, NPMHATEIR HAWMOHANEHLIM ODFAH0M N0 CTAKAAPTHAALMA K
OCCTYNHBIN LWWPOKOMY KDYTY NoNs30BaTensH.

1.5 cucTeMma HALUMOHANLHLIX CTAHAAPTOR B 0BNacTi KAaYeCcTEA YENyr CEBAIM: KoMNNeks BIaMMOcE -
3AHHLIX CTAHOAPTOR, COOepHaLLKX TPEGoEaHMA, HOPME M NPABMNE CRTAHWIALWOHHO-TEXHHHECKOND XapanTe-
pa, HanpaaneHHee Ha 06ECNEYEHHE KAYECTREHHBIX NOKAIATENER YCyr CBRIW.

3.6 erpykrypa: Cnocob B3aMMogeAcTBMA ANEMEHTOR CHOTEME! NOCPEACTEOM ONpEJeneHHbIX CBAIEA.

4 0Bwure NnoNoXeHWA

4.1 Ueneo coagaHya CHCTEmMbl HALKWOHANBHLE CTAHOALTOR B 0BNacTH KA4YECTRA YCNYT CBAIM ABNAETCA
DOPMUPORAHWE KOMNMNEKCA BIAMMOCEAIAHHBIX CTAHOARTOR, HANPARNEHHLIX HA NPOBSOSHKE COMNACOEAHHON
rocygapcTBeHHOR NONUTHEY CTAHOaPTUIaUKY B o8NacTy KA4ecTEa Yornyr ceAan 1 obecnaqveHwe ad e THBHD-
ro YNpaeEneqds KA4YecTBOM NEedocTARNEHWA Yonyr CEAZW 1 obCcny=MBAHMA NONBI0BATENEA YCNYTr CRAIM
[1; 2, 3).

4.2 CWCcTeMa HaUWMOHANBHBX CTAHGADTOR B OBNACTH KAYECTES YCNYT CBAIM HE WCKNKYaeT JedcCTEMA
HODMATHEH B NEAB0BLIY AKTOE, COOeQMALLMY roCyJapcTEeH B TReDoBaHMA K KAYBCTEY YCNyT CBA3M, B TOM
YKCNE HOPM 1 NPABA, YTESDHOEHHE OPradaMd MCNONHATENEHOR BRACTK B NPedenax vx NonHoModWid. Hop-
MATHEHLIE NPEE0BLIE AKTH, COOBQMALINE rOCYIADCTEEHHEE TReDoBaHMA K KA4eCTEY YONyr CBAIM, HOPMEIl W
NpaEMna, yTESp#HOEHHEIE OPraHaMH HCNONHUTENEHON BNACTH, W CTaHdapTel CUCTEMEl HALWOHAMNEHEX CTaH-
napros 8 ofnacT KEa4ecTea YonyT CBRIM JOMHHE GbiTh BIAUMHO YBAZAHLL.

4.3 CravgapTel CHCTEMEI HAUWOHANBHLIX CTAHA3APTOE B 0DNACTH KA4ECTRA YCYT CEAIN JoMmHHEl BRTE
ragMoHH3IMpOBAHSL © MEXOYHADOAHLIMW CTAHARTAMM W HE JOMKHE HADYLWATE MX TPEGOBAHWA, A TaKHE rocy-
papcTesHHee Tpebosauua, NpaBHna M HOPME!, YCTAHORNEHHLIE ORraHamMi HCNONHWTENEHOA BNACTH No BONPO-
Cam, OTHECEHHBIM K MX KOMNETEHUMWH.

4.4 Cravgaptel CHcTemsl HAUWOHANSHLIX CTAHAAPTOR B 0BNACcTH KA4YECcTea Yenyr CEA3N YyeTaHaBNKMEa-
KT OPFAHMIALMOHHEE, METOOWLSECKWE, TEXHUYECKHE, TEXHONOMAYECKHE U OD. NONOMEHHA, HANPABNSHHBE HA
ofecnedenne HeobXoaWmMoro ypoeEHA Ka4ecTea YoryT CanaM.

4.5 CravgapThl CUCTEMBl HALMOHANBHEE CTAHGADTOR B 0ONACTH KEYSCTEA YOIYT CEBRIN PErnamMe HTHD Y-
KIT OCHOBHLIE THNOBLIE METOOL NpoBegeHua paboT No KOHTPOMIo 1M OUEHKe YDOBHA KAYECTEA YCNYr CEAIM Kak
OCHOBE ONA pa3padoTi COOTEETCTEYIOWMX NDABMIT M METOOWE, NPKUMEHAEMEL HA DAINWYHEX 3TANAX HNIHEH-
HIOTG LAKNE KOHEDETHBIX YOIy,

4.6 CravgapTel CHCTEMEl HALMOHANLHLIX CTAHIAPTOR B 0BNACTH KAYECTEA YCNYT CEBAIM CNYHAT OCHO-
BOW COA0AHWA HOPMAETHEHOH §aasl ANA PeryNUDCEaHWA B3aUMO08ACTEMA 3JaWHTEDECOBAHHEX CTOPOH (paapa-
GoTyMKOE, OnepaTopoa, noTpeGMTened. rocygapCTEEHHLIN OPraHoB) NpW obDecneveHMd Ka4YecTea Ha Boex
3TANAK HHAHBHHONS LWENG Yoy CRR3NA.

4.7 Ha ocroBaHMu cTaHgapTos CHCTEME HALUWMOHANBHLIX CTAHOAPTOR B 00NACTH KaYecTea YCNyr CoAaM
¥OIARCTEYIMLAMK CYDREKTAMA, QEACTEYIOW MM B 0BMacT OKA3aHHWA YCNYT CEAIM, MOMYT pazpabaTeliBatech
CcOBCTEEHHLIE (BHYTDEHHWE) HODMATUBHLIE OOKYMEHTH, ONpEefensowWMe CTPYETYDPY W COCTaB CTaqgapTos
MpPEanpHATHA B 0BNACTH KAYECTRA YCNYT CER3NA.

5 Crpykrypa CHMCTeMbl HALUMOHANBHLIX CTAHOAPTOR B 0BNacTk KayecTea ycnyr
CBA3M

51 CucTema HAUWOHANSHLIX CTAHAAPTOR B 0BNacTK Ka4ecTRa YCNyr CBAIN BKMKOHAET rpynnel, NnpHee-
OeHHee B Tadnuue 1.

2
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Tefnuwya 1 — Mpyane cTaHaapToE B oONACTH KA4ECTES YONYT CEAIM

LWichge rpynnes Hanwsnoaanme rpynnm
1 OpraHHzauHoHHO-METOLUMECEME CTAHAAPTEI
2 CTaHOapTL! KAYECTEA YCAYT CBALH (N0 BUAEM YCAYr)
3 CTEHAAPTE YNPABNEHHA KAHECTEOM YCNYTM CEATH
4 CTEHAAPTEI HAYECTEBE NPOUSCEOE OHAZAHWA YCAYT CEATH
5—7 Peaepe

5.2 CradpapTel rpynnk o1 YCTAHAANUMBAKDT W PECNAMEHTHPYIOT!

- OpraHM3aLMCHHO-METOOWYECENE OCHOBR CTAHAAPTHIALMK B 0BNacTi KAYECTEA YCMYT CEAIM (Lens, 3a-
AaqH 1 CTPYETYRY CHCTeME! HAUMOHANEHEX CTAHGapToR B 0BNacTy KAYeCTRa YCNyr CBR3W, NopAICK paipabor-
KM CTAHOADTOR W NOOMOTORKA MX K BeiNyCRy);

= OCHOBHEIE NOHATHA, TEPMAHLI M ONPESENSHAA;

- TpEGOBAHWA K OCHOBHLIM HAKTOPaM, BNAAKDLLKM Ha KEHECTRO YCNYT CRRSK;

- NOOXOOE K OUEHKE KAYECTRA YCNyr CEAIM. NPUHLKMNG OUEHKK, NOPASOK NpOBSASHHS OLEHHK,

= HOMEHKNATYRY W MeToge ciopa MHdopMaLuK 0N oueHKH KaYecTBa yCmyT.

5.3 CradpapTe rpynnkl «2» oNpeaenasT ¥ yCTaHABNWaaT:

= OCHOBHEIE 3TaNk QEATENEHOCTH N0 OK3IAHHIO YCIYT CBAIK [No BUGAM YoIyT);

- OCHOBHBIE NOTpESUTENLCKWE CEORCTREE YCIYTM CBAZW (N0 BUOAM YCIYT) N0 K2KA0MY ITany GERTeNb-
HOCTH,

- NOKAJATENW KA4ECTEa YCOYT CEA3ZKM (N0 BUOAM YCOYyr) ANA OUEHKM Basmefwny noTpefuTenscimx
CBOWCTE YCITYTH,

- HOPMATHEHBIE JHAYEHMA NOKAZATENEN KAHECTRE YCNYT CBAIM (N0 BHOaM yonyr).

5.4 CTadpapTe rpynnk «3» ONPEOenAmnT M permaseHTApYIoT,

- obwue TpeBoBaHMA K NPOLECCY YNPARNEHWA YCIYTamy CBAIN,

= TPeGOBAHWA K NpOUSCCaM YNIPABNEHWA YCryramK CEAIM. MOHWTORUHTY, YNPaBNe s ypoaHem obcny-
HUBAHWA, YNPABNESHHIO NpoBNamMamiK, yNpasneHiie OTHOWEHKEMH, YNDABRNEHAI0 WIMEHEHHAMM,

- TpEGOoBAHKA K CHCTEMaM MEHELHMEHTA KAUBCTEA NPEanpUATHA cdeps CRAIM.

5.5 CraHoapTe rpynne «dy yocTaHaBNUBAKT:
ofwmre TpeboBaHnA K NPOUECCaM OKA3aHWA YCNYT CAaAIM,
= TpeGoBaHWA K NPOUSCCaM OKAIAHWA YCIyr (No BMOamM Npoueccoa);
TpeGoBaHWA K 08ATENLHOCTH NOApasnenaditi oNepaTopos No CKaIaHWIo yCnyr CEAINK,
= METOObL KOHTPONA 338 BEMONHEHWEN TRE008aHMA K NPOUECCAM ONa3aHHMA YCITYT CEAIN.

6 CocTae 0OLEKTOE CTaHAAPTHIaUMK CHCTEMBI HALMOHANLHLIX CTAHAAPTOE
B 0BnacTv KadecTea ycnyr CBA3M

6.1 ObbekTaMu cTadgapTHaaum 8 CHCTEME HALMOHANLHLX CTaHOApToR B ofnacTy kayecTea yonyr
CAAIA ABNAKTCA:

1) ofwWe opraHkIaUuMoHHO-METOQUYECKHE OCHOEL! NOCTROEHWA M OCHOBHLIE NONOMEHHA CHCTEME! Ha-
UHOHANBHEY CTAHAADTOR B OGNACTH KA%ECTEA YOy CRAIM,

2) TEDMUHLI M ONpEJenedH A OCHOBHLIX NOHATHA B 0BNACTW KA4BCTEA YCNYr CEA3N,

3) obWMeE NoNOEeHUA Opraduaau g paboT No OUeHKE KaYeCTea YonyT CEAIM,

4) meToas cHopa WHopMaLM ANA OUSHKM KAYSCTEa YCNyr CEAIM,

5) HOMEHENATYDE MOKIIATENEH KAYECTEa YCMyT CRAIM,

6) HOpMATHBRI 3HA4EHWA NOKAIATENSA KA4ECTEA YCMyT CBRIN,

7) OCHOBHBIE NONOMEHWA MO 0GSCNeYeHMio KAYBCTEa NPOUECCOR OKAIAHMA YCNYr CRAIM W NPOUSCCoR
YNDABMEHAA YCNYTaMd CEAIM,

8) cucTemMa MeHedMMEHTa KA4YeCcTRa NPEeANpPUATHA Chepkl CBAIM,

9) MeToObl KOHTPOMNA 38 BbiNoONHEHMENM TRpeloBanKi K yCyTam CER3N W NpoUEcCan.

7/8



14.3.2014

[OCT P 55390-2012 CucTeMa HauMoHarnbHbiX CTaHAapToB B 06 nacTy kadyecTsa yenyr ceasu. CTpykTypa 1 cocTas

MoCcT P 55390—2012

MpumeyaHHa:

1. JasHee ofieaaTsl CTAHGAPTHIALMN HE CNEAYAT PACCMATPHESTE B SEHSCTER HANMEHOBAHWA 0eACTBYH WME MAKH
nnaHWpyeMex K pazpalorie ctavgapToa.

2. Coctas offbeKTOE CTAHJAPTHAALMM YTOMHABTCHA B NPOUACCE pAzpaloTin CHCTEME HELMOHANBHEIX CTAHGANTOS B
ofinacTd Ka“ECTEA YONyr CEAIM.

7 MNopapok pa3paboTEWM W NPUHATUA HALUMOHANLHLIX CTAHAAPTOB B 0BnacTu
Ka4ecTBa yCnyr CBA3W

7.1 NMopagok paspaboTEn KU NpUHATHS CUcTeMBl CTAHGapToR B 0BNACTH KEYECTRA YCNYT CEAIM parna-
meHTipyetca [OCT 1.2—=2009 «MesrocygapoTEeHHaA cUCTEMa CTaHdapTWaaunK. CTasgapTel Mexrocyaa-
PETBEHHLIE, NEEAEMNA M PEKOMEHIALMK MO MEMTCCYAAPCTEEHHOH cTangapThaauuw. Mpasuna paspaBoTem,
MPHHATAA, NDHMEHEHKA, ODHOBNEHWA W OTMEHLIS .

7.2 NMoctpoesse, Kanowedwe, othopanerde, oboIHadeHie W DOPMADOBAHKE COOSDMAHKHA HALMOHANE-
HelX cTasgapToe 8 oBnacTy kaYecTea yomyr CEA3M OCYLWECTENAKTCA B cooTeeTcTEmd o TOCT 1.5—Z2004
wCrasgapTisauma B Pocowiackol Pepepauvy. CTaHapTel HaywoHansHee Poccuickon $egepauun. MNpaeu-
Na NoOCTPoOEHKMA, WanoweHwA, odopmnerta i oboasadesnae.

Buénuorpadua
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