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IIpasuna npumenenus nacmosweco cmanoapma ycmarosnenvt ¢ TOCT P 1.0-2012 (pazoen 8).
Hnpopmayus 06 usmeneHusx Kk Hacmoauemy cmanoapmy nyoauKyemcs 8 exnce200HoM (no
cocmosiHuto Ha 1 saneaps mexkywe2o 2o0a) ungopmayuonrnom ykasamene "Hayuonanvnole
cmanoapmet”, a ouyuanbLHLLIL MeKCm U3MEeHeHUL U NONPABOK - 8 eACeMeCIUHOM
ungopmayuonnom ykaszamene "Hayuonanvuvlie cmanoapmol”. B ciyuae nepecmompa (3amenvt)
UU OMMEHbl HACMOoAWe20 CIMaHOapma coomseemcmaeyrowee ygeoomienue oyoem onyoiuKko8aHo
8 OaudicatiuieM 8bINycKe excemecainozo uHgopmayuonroo ykasamena "Hayuonanonoie
cmandapmot”. Coomeemcemayowas uHghopmayus, y8eOOMIeHUe U MEKCMbl PAZMEUWAIONCsL
makaice 8 UHPOPMAYUOHHOU cucmeme 0ouie2o NoIb308aHUs - HA OPUYUATLHOM calime
DedepanbHo20 aceHmcmea no MexHU4eCcKOMY pe2yaupo8anuio u Mmempoao2uu 6 cemu Hnmepnem
(gost.ru).

1 OGnacTh NpUMEHEHHUS
Hacrosmmii crannapt ycraHaBIuBaeT 0a30BYIO CTPYKTYpY COTJIAIICHUS 00 ypOBHE
oOcnyxuBanus (Service Level Agreement - SLA) npuMeHHUTENBHO K yCIyraM CBA3H.
Hacrosimuii cranmapT npeHa3HaveH Ui UCIIOIb30BaHMsI X03IHCTBYIOIMMHU CYOBEKTaMH,
JEMCTBYIOIMMH B 00J1aCTH OKa3aHMS yCIYT CBS3H, KOHTPOIUPYIOIIUMH UX OpPTraHaMH, BKIIOUYAs
OpraHbl CepTU(HKALNY, a TAKKE TOJIB30BATEISIMU YCIYTaMH CBS3H.
Ha ocHOBaHMM JaHHOTO CTaHIApTa XO3AHCTBYIOUIMMHU CYOBEKTaMH, AEHCTBYIOIMMHU B 00JIaCTH

OKa3aHMsl YCIYT CBS3H, MOTYT pa3pabaThIBaThCs corjameHns 00 ypoBHE 00CITyKUBaHUS,
OTIpeIeIISAIONINE COBOKYITHOCTH MOKa3aTeNiel KauecTBa YCIYT U X FrapaHTUPOBAHHBIE 3HAUYCHUS.

2 HopMaTuBHBIE CCHLIKH

B HacTosmem CTaHAApTC UCIOJIb30BAHBI CCHIJIKU Ha CIICAYIOIINEC CTAHAAPThI:

- 'OCT P 53724-2009 KauectBo ycuyr cBsizu. OOmime nojaoxeHus

- 'OCT P 53731-2009 KauectBo ycuyr cBsizu. TepMHHBI U OIIpeIeIeHusl.

[Tpumeuanue - [1pu monb30BaHUK HACTOSIIIUM CTaHIAPTOM I1€JIeCO00Pa3HO MPOBEPHUTH JIEHCTBUE
CCBUIOYHBIX CTaHAAPTOB B UHPOPMAIIMOHHOMN CUCTEME OOIIETO MOJI30BaHUS - Ha OQUIIHATEHOM
caiite denepalbHOrO areHTCTBa MO0 TEXHUYECKOMY PETYJIIMPOBAHUIO U METPOJIOTUU B CETH
WNHuTepHeT wm 1o exerogHomy nHopMarimoHHoMy ykazatento "HamnronansHbie cTaHaapThI'”,
KOTOPBI OMYOJIMKOBAH MO COCTOSIHUIO Ha | STHBaps TEKYILEro Toja, U Mo BBITyCKaM
exXeMecsIYHOro MHPOpMaIMOHHOT0 yKa3zarens "HannoHanbHble cTaHAapThl" 3a TEKYIIUH TOA.
Ecnu 3ameHeH cChbUTOUHBIN CTaHIapT, HA KOTOPBIM JaHa HEJATUPOBAHHAS CChUIKA, TO
PEKOMEHAYETCS UCIOJIb30BAThH JICVCTBYIOILYIO BEPCHIO 3TOI0 CTAHAAPTA C YYETOM BCEX
BHECEHHBIX B JAHHYIO BEPCUIO U3MEHEHHI. ECIIM 3aMEHEH CChUIOYHBIN CTAaHAApPT, HA KOTOPBIN
JlaHA TaTUPOBaHHAas CCbLIKA, TO PEKOMEHYETCS UCIOJIB30BATh BEPCUIO ITOI0 CTAHIapTa ¢
YKa3aHHBIM BBIIIIE TOJIOM yTBEepKIAeHUs (IpUHATHS). Eciiu mocie yTBepKAeHUsT HACTOSIIIETO


http://docs.cntd.ru/document/1200102193
http://docs.cntd.ru/document/1200082201
http://docs.cntd.ru/document/1200082209

CTaH/IapTa B CCBUIOYHBIN CTaHIAPT, HA KOTOPBIM JaHa JaTUPOBAHHAS CChUIKA, BHECEHO
M3MEHEHME, 3aTparuBarollee M0J0KEHNEe, Ha KOTOPOE JaHa CChUIKA, TO 3TO MOJIOKEHUE
PEKOMEHIyeTCs MPUMEHSATH 0€3 ydeTa JaHHOTO U3MEHEHUs. Eciu cChUIouHbIN cTaHaapT
OTMEHEH 0e3 3aMeHBI, TO MOJIOKEHHE, B KOTOPOM JlaHa CChLIIKA Ha HET0, PEKOMEHAYETCs
MPUMEHSATh B YaCTH, HE 3aTPAaruBarolIEh 3Ty CChUIKY.

3 TepMuHbI 1 onpeae/ICcHUs

B nacrosimem crangapte npumenens! Tepmuabl u3 TOCT P 53731-2009 KauecTBo ycityr CBS3H.
TepMuHBI 1 OTIpesIeNICHNs, a TAKXKE CIEAYIOINE TEPMUHBI C COOTBETCTBYIOLIMMU
OIPEIETICHUSAMHU:

3.1 rapaHTHPOBaHHBIH YPOBeHb 00CIYKHBaHUsA: 3asiBIICHHBIN ONIEPaTOPOM YPOBEHb
00CITyKMBaHUsI, KOTOPBIN OH FrapaHTUPOBAHHO 00ECIIEYNBAET HA OCHOBE COIJIAIIEHUS 00 ypOBHE
00CITyKUBaHUSI.

3.2 MHAMBHUYAJIbHOE cOIvIalieHne 00 ypoBHe o0cayxxuBaHusi: CornamieHue o0 ypoBHe
00CIyKUBaHUS, ONPEENIONIee HHAUBUIYalbHbIE TapaHTUPOBAHHbBIE 3HAYEHUSI [T0Ka3aTeNeH
Ka4yecTBa YCIYTH, MOPSJIOK B3aUMOJECHCTBUS U OTBETCTBEHHOCTh CTOPOH.

3.3 MOHMTOPHUHT Moka3aTeeii: Cucrema HaOIIOACHHS 32 KOJTUYCCTBECHHBIMHI H3MEHCHHSIMHU
MoKa3aTesel KauecTBa yCIyr, UX aHallu3a U OLIEHKH, a TaKke pa3paboTKu peKOMEHIAIH 1Mo
npeaynpexKACHUIO U YCTPAHCHUTIO HCKCIIATCIIbHBIX OTKJIOHEHHH B YPOBHEC Ka4€CTBa YCIIYTH.

3.4 cornamenue 06 ypoHe oocay:xkuanus (Service Level Agreement - SLA); SLA:
JIoKyMEeHTHpOBaHHOE COTJIAIlIEHHE JIBYX U 00JIee CTOPOH, OTPEIEIISIoNIee rapaH THPOBAHHEIC
3HAuUEHUs ToKa3aTeNlel KadyecTBa YCIYTH CBSI3U B COOTBETCTBHH C YPOBHEM OOCITYKHBaHHSI,
MMOPAA0K BSaHMOHeﬁCTBI/Iﬂ U OTBETCTBCHHOCTb CTOPOH.

3.5 TunoBoe corsanmenue 00 ypoBHe oocaykuBanus: CornameHue o0 ypoBHe
o0cyXKUBaHUS, ONpeeNsaIoliee OANH U3 YPOBHEH 00CTyKHBaHHUSI, IPEATIaraeMbIX OTIEPaTOPOM.

3.6 ypoBenn obcay:xuBanusi: COBOKYITHOCTh IOKa3aTeseil kKauyecTBa OKa3blBaeMOil aOOHEHTY
YCIYTH CBSI3M U UX TpECTbHbIC 3HAUCHHS.

4 Coryamenue 00 ypoBHe oocayxuBanus (SLA)

B Hacrosimem crannapte npumeHeHsl onoxkenus [OCT P 53724-2009 KauecTBo ycnyr CBS3H.
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OO01LIME TTOJIOKEHHUS.

4.1 O01ree onucanmue

4.1.1 Ycayra cBs3u, Oka3biBaeMasi a0OHEHTY, XapaKTEePU3yeTCsl ONPeIeIEHHBIM YPOBHEM
obcmyxuBanus. Oxa3aHue psjia yCIyr CBSI3H BO3MOXKHO C YCTAaHOBJICHHEM HECKOJIBKUX YPOBHEH
00CITy)KMBaHUSI.

4.1.2 Tekcr cornaiieHus: 00 ypoBHE 00CTy)KMBaHHUS COCTABIISAETCS HA PyCCKOM si3bike [1].

4.1.3 Cpok aeicTBuUs corfanieHuss 00 ypoBHE 00CITYKUBaHUSI COOTBETCTBYET CPOKY JCHCTBUS
JIOTOBOpa HAa OKa3aHUE yCIyTH, HEOTHEMIIEMOM YaCThI0 KOTOPOT'O OHO SIBJIETCS, €CIIM MHOE HE
OTOBOPEHO B COTJIAIICHUU.

4.1.4 Oneparop MOXKET 3aKIIt04YaTh ¢ a0OHEHTaMH WHAWBUYAIbHBIC U TUIIOBBIE COTJIAICHHS 00
YPOBHE 00CITY’)KUBAHHS.

4.1.5 Oneparop MOXET UMETh HECKOJILKO BAPHAHTOB THIIOBBIX COTJAIIEHU 00 YPOBHE
00CITy>)KMBaHUs B 3aBUCUMOCTH OT YPOBHS Kau€CTBa OKAa3bIBAEMBIX YCIIYT CBSI3H M TapU(DOB.

4.1.6 UnnuBuayanpHble cOralieHus: 00 ypoBHE 00CIIy)KHBaHUS 3aKJIFOUAIOTCS 110 3aIpocy
aOOHEHTa U BKJIIOYAIOT B c€0s1 MH/IMBUIyaJbHbIE FapaHTUPOBAHHbIE 3HAUEHUS TIOKa3aTesen
Ka4yecTBa YCIYT'H, OPSIOK B3aUMOJIEHCTBUS M OTBETCTBEHHOCTh CTOPOH.

4.1.7 UaauBuayanbHOE COTAIICHUE 00 YPOBHE 00CITY)KHBAHUS MOKET COCTABIISTHCS
IPUMEHHUTEIBHO KO BCEM YCIIyraM OIepaTopa, OKa3blBaeMbIM a0OHEHTY.

4.1.8 Cornamienue 00 ypoBHE 00CTyKMBaHHUs ONIPEIEIIseT:

- HOMEHKJIATypy MOKa3aTellel KauyecTBa YCIYTH CBSI3U;

- FapaHTUPOBAHHBIE 3HAUYEHUS NTOKA3aTeJIed KaueCTBa YCIYTH CBSI3U;

- BUJIbI (TPHOPUTETHI) HEUCTIPABHOCTEHH;

- IPOLIEypbl B3aUMOJEICTBHUS CTOPOH;

- OTBETCTBEHHOCTb CTOPOH;

- YCJIOBUA U OPAAOK IMEPCpaACUCTa IIJIAThI 3a YCIIYTY.
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4.1.9 Cornamenue 00 ypoBHE 00CTYKHBaHUS ONPEENIeT KaUeCTBO OKa3bIBAEMOW OIepaTopoM
YCIIYTH uepe3 psAf Imokaszareseil, cChopMyIHpOBaHHBIX B IOHATHBIX JJIs1 a0OHEHTa TEPMHUHAX.

4.1.10 B nensix obecniedeHus rapaHTUPOBAHHOTO BBITIOHEHUS 0053aTEIbCTB COTIIAIICHUS,
3aKJIFOUEHHOT0 ¢ a0OHEHTOM, U PETYIUPOBaHUs OTHOIICHHI C TApTHEPAMH OIIEPaTOP MOKET
3aKJTFOYATh COTJIANICHUSI 00 YPOBHE 00CTYKMBAHUS C IPYTUMU OIEPATOPAMHE, TPUHUMAOIIUMU
ydacTue B MpOoIecce OKa3aHUs YCIYTU CBA3H a0OHEHTY.

[TonHy10 OTBETCTBEHHOCTH 110 COTJIACOBAHHBIM TapaHTHUPOBAHHBIM 3HAYCHUSIM IOKa3aTeneit

KauecTBa yCIIYTH CBSI3H HECET OIepaTop, HENOCPEICTBEHHO B3aNMOICHCTBYIONINI ¢ a00OHEHTOM
¥ 3aKJIIOYMBIINN C HUM COTJIalieHue 00 ypoBHE 0OCITyKHBAHHUSL.

4.1.11 AGoHEHT UMeeT PaBo Ha MPEABSIBICHNUE PETCH3UH OIEPaTOPy M0 rapaHTUPOBAHHBIM B
COIVIAIIEHUH 00 ypoBHE 00CITY>)KHBaHUS 0053aTEILCTBAM B PAMKAX 3aKJIFOUEHHOI'O I0r0BOpa Ha
OKa3aHue yciyru cesizu [1, 2].

4.1.12 Oneparop MOXET OTKa3aTh aDOHEHTY B COCTABJICHUM COTJIAIIEHUS 00 YPOBHE
00CTyXKUBaHUS TIPU YCIOBUHU OTCYTCTBHUS PECYPCOB, HEOOXOUMBIX JJIsl OKa3aHUs YCIYTH B
TpeOyeMoM 00beMe U ¢ TpeOyeMbIM KaueCTBOM. MOTHUBHUPOBAHHBIN OTKa3 HAIIPABIISIETCS
a0OHEHTY B MMCbMEHHOM BHJIE B Clly4ae MUCbMEHHOTO 0OpalieHns abOHeHTa.

4.2 ba3oBasi cTpyKTypa

4.2.1 ba3oBast cTpyKTypa corjiameHus 00 ypoBHE 00CITyKUBaHHsI IPUMEHUMA KO BCEM yCIIyram
CBSI3M, HE3aBUCUMO OT UCIOJIb3YEMbIX TEXHOJIOTUH.

4.2.2 B 6a30By10 CTPYKTYpY COTJIAIICHUs 00 ypOBHE O0OCITYKMBaHUS BXOISAT CIEAYIOIIHIE
paszensl:

- BBO/IHAs 4aCTh;

- 00J1aCTh IEHCTBUS;

- YPOBEHb 00OCITY>KHBaHUS;

- IPOLelypbl B3aUMOJICHCTBUS CTOPOH;

- KOMIICHCAIIH;

- CEpBUCHOE O0CITy’)KUBAHHUE;

- KOH(UIEHIINATLHOCTD;

- AKTyaJIn3anus;
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- OJIMCHU CTOPOH.

4.2.3 B BBOJIHOM YacTH COTJIAIIEHUs 00 YPOBHE 0OCTYKHBAHUS TIPEICTABISICTCS HHPOPMAIIHS O
€ro YYaCTHHMKAX M OMHUCHIBACTCS 1IEJIb COTJIaIlICHHUS.

4.2.4 B paznene "O06nacTh ASUCTBUA" MPEICTABIAIOTCS UACHTH(UKAIIMOHHBIE TaHHBIC 00
OKa3bIBAEMOW a0OHEHTY YCIIYTe CBS3H, Ha KOTOPYIO PACIIPOCTPAHSETCS COrIallieHNEe 00 YpOBHE
00CITy)KHBaHUSA:

- IOJTHOE U COKpAIIEHHOC HAMMEHOBAHUE YCIYTH;

- o0111ee OMMCAaHUE YCITYTH;

- IepevYeHb TOUEK JIOCTYIA K yCIyTe;

- CXeMa OpraHu3aluu yCIayrH (P HEOOXOAUMOCTH);

- ONMCAaHKE 30H OTBETCTBEHHOCTHU omeparopa U abOHEHTa;

- [ICpHUOA OKa3aHUA YCIIYTH U ApYroe.

Ob1ee onucaHue yCIayry COCTABISIETCs B TEPMHUHAX, OJIHO3HAYHO TOHUMAEMBbIX OIIEPaTOPOM U
a0OHEHTOM, U OTPAXKAIOIIUX BOCTIPHATHE YCIYTH AOOHEHTOM.

B paznmen moxeT ObITh BKITFOUE€HA HH(POPMAIUS O HECKOJIIBKHX YCIIyTraX, OKa3bIBaeMbIX a0OHEHTY,
€CIIM OHH SIBJIIIOTCS IPEAMETOM WHAWBUAYAIBHOTO COTJIAIICHUS 00 YPOBHE 00CITYyKUBAHUSI.
4.2.5 B paznene "YpoBeHb 00CTy)KUBaHUA" IPECTABIAETCA OAPOOHAs HHPOpMALUs O
COTJIACOBAHHOM ypPOBHE OOCITY>KHBAHUS:

- TOKA3aTeNsIX Ka4yecTBa YCIYTH CBSI3H;

- TAPAHTHPOBAHHBIX 3HAYCHHUSX ITOKA3aTeleil KauecTBa OKa3bIBaeMoi aOOHEHTY YCIyTH CBSI3H U

JpyToe.

4.2.6 B paznene "[Iporeaypsl B3auMOACHCTBHUS CTOPOH'" MPUBOJIATCS MPOIEAYPHI
B3aMMOJICHCTBHS oneparopa u aboHEHTa, OTHOCAIINECS K MPOIIECCY OKAa3aHUs YCIYTH: IPU
BBISIBJICHUH Y YCTPAHCHUH HEUCTIPABHOCTEH, MMPOBEICHUH MPOPMITAKTHUECKUX, PEMOHTHBIX U
aBapUIHBIX paboT U IpyTHeE.

4.2.7 B paznene "Komnencauu" onpeaensroTcs:

- OTBETCTBEHHOCTH OllepaTopa rnepea abOHEHTOM MPU HEBBIITOJIHEHUU TapAaHTHPOBAHHBIX
00513aTCIBCTB;

- TIpoIeIypa pa3penieH st CIIOPOB M Pa3HOTIIACHIA.



[TpadHble CAaHKITMU 32 OKa3aHUE YCIYTH HEHAJIeKAIIIETO KaueCTBA B YaCTH COTJIACOBAHHOTO
YPOBHSI OOCTY>KUBAHUS MOTYT MPEICTABIATH COOOM:

- YMEHbIIICHUE €KEMECIYHOM IJIaThl 3a yCIyTy;
- IPEIOCTaBJICHNE CKUIOK;
- pacTop>KeHHE KOHTPAKTa;

- IPE€AOCTaBJICHUC OecIUIaTHBIX CECPBUCOB U APYTOE.

4.2.8 B paznene "CepBucHoe o0cTykuBaHUE" IPEICTABISIETCS CISAYIONIas HHPOPMAITUS:
- ONMCAHKE YCIYT CEPBUCHOMN TOICPKKH;

- KOHTaKTHBIC JaHHBIC CITY>KObI CEPBUCHOM MOIEPKKH (TesreOHHBI HOMEp U HOMep (akca,
aZipec PIEKTPOHHON MOYTHI, MOYTOBLIN aJipec U APYroe);

- rpaduk paboThI CIy>KOBI CEPBUCHOMN TOIICPKKU;

- IpoIieIypa B3aUMOICHCTBUS CTOPOH IPH CEPBUCHOM OOCITY)KUBaHUH;
- IPUOPUTETHI MOCTYIAINIUX OT ADOHEHTOB 3aIPOCOB;

- BpeMsl PEaKIIMK Ha 3arpoChl Pa3INYHbIX IIPUOPUTETOB;

- BpeMs peLIeHHs TPooIIeM;

- KOHTAKTHBIC JIMIIA U JIPYTOE.

4.2.9 B paznene "KonpuaeHunaabHOCT" yKa3bIBae€TCsl yPOBEHb KOHPUIEHIINATbHOCTH
corJIalleHus, UHGOpMaIK U TOKyMEHTOB.

4.2.10 B paznene "Akryanusanus" nNepeunuCIaOTCS U3MEHEHMS], JOITYCTUMBIE /ISl BHECCHMSI B
coryiaieHue 00 ypoBHe 00CITyKUBaHUS, U ONUCBHIBAETCS IPOLIEAYpa BHECEHNUS N3MEHEHUH.

4.2.11 Cornaienuie 00 ypoBHE 00CITy>KUBAHHSI ITOAMTUCHIBAETCS TOJTHOMOYHBIMU
IpeJICTaBUTENIIMU CTOpOoH B pazzaene "Iloanucu cropon".

4.3 Tloxa3aTe/im Ka4YecTBa

4.3.1 Onpenenenue nokasaresneil KauecTBa OKa3bIBA€MOM aOOHEHTY YCIIYTH CBSI3U SIBIISIETCS
HEOOXOIUMBIM AJIEMEHTOM COTJIAIIEHUs 00 ypOBHE OOCITYKHUBaHUSI.



4.3.2 B cornameHu# 06 ypoBHE 00CITYy>KUBAaHUS IPUBOJSATCS MOJTHBIC H COKpPAIICHHBIE
HalMEHOBAHHUs NOKa3aTesel KauecTBa yCiyru cBsizu. @opMyarpoBKY MMOKazaTeslel KauecTBa
YCIYTH TOJDKHBI OBITh TIOHATHBI A00HEHTY M UMETh OIHO3HAUYHOE TOJIKOBAHNE CTOPOHAMHU.

4.3.3 [lokasarenu KauecTBa yCIyru CBS3H, BKIIIOUaEMbI€ B COTJalleHne o0 ypoBHE
00cy>)KMBaHUs, ACNIATCS Ha JIBE KATETOPUU:

- CIICHHUAJIBHBIC - ITOKA3aTCJ/IM, YCTAHOBJICHHBIC JJII COOTBETCTBYIOIICTO BHU/a YCIYT CBA3H I/I/I/IJII/I
CeTeH;

- o01IMe - MOKa3aTeNy, He 3aBUCAIINE OT YCIIYT M/HIIH TEXHOIOTHI.
4.3.4 B cornamenue 06 ypoBHE 00CITy)KUBaHUS BKIIOUYAIOTCS ITOKA3aTeNH, XapaKTePU3YIOIIne

Ka4yeCTBO YCIIYTH CBSI3U C yU4ETOM KauecTBa pabOThI CeTH, Ha 06a3e KOTOPOH OKa3bIBaeTCs yCiIyra,
U KayecTBa 00CIyKMBaHU 110 HanboJiee 3HaUMMBbIM J1J1s1 aDOHEHTa MOTPEOUTEILCKUM CBOMCTBAM

YCIIYTH:

- IOCTYITHOCTH (TOTOBHOCTH) YCIIyTH;
- Ka4ecTBY Nepelaun;

- Ka4ecTBY 00CITyKMBaHUS.

4.3.5 HOKa3aTeJ'II/I, BKJIFOYaeMBIE B COIJIallIeHHE 00 YPOBHC O6CJ'Iy>KI/IBaHI/I$I, JOJI2KHBI
noaaaBaTbCia U3MCPECHUIO U KOJIUYECTBCHHOM OIICHKE.

4.3.6 B cornamenue 06 ypoBHe 00CITy>)KUBAaHUS MOTYT BKJIIOYAThCSl KaK MPSMBbIE MTOKa3aTen
(Hampumep, "BpeMs IpocTos'"), Tak U KOCBEHHBIE [TOKA3aTeIN KaueCcTBa yCIyTd, KOTOpbIe
paccuMThIBaIOTCA Kak (DyHKIMH MPSIMBIX TOKa3aTenen (Harmpumep, "KodpUIMeHT
roTOBHOCTH").

4.3.7 B cornaiienue 06 ypoBHe 00CITy>)KUBaHH BKJIIOYAIOTCS HanboJiee CyIIeCTBEHHbIE IS
Ka)J10i U3 CTOPOH COTJIAIIEHUs T0KA3aTeIN KaueCTBA YCIYTH CBS3H.

4.3.8 N'apanTupoBaHHbIE 3HAUEHUS TIOKa3aTeNlel KauecTBa YCIIYTH CBA3H YCTaHABIMBAIOTCS HA
OCHOBE JICMCTBYIOIINX HAa MOMEHT COCTaBIIEHUS COTJIANIeHHs 00 YpOBHE 00CTYKHUBAHUS
q)ellepaJ'II)HI)IX M OTPACJICBbIX JOKYMCHTOB!

- (emepaIbHBIX 3aKOHOB;

- TCXHUYCCKUX PETIIaMCHTOB;

- HAIMOHAJIbHBIX CTAaHIApPTOB,

- PYKOBOJSIIMX JOKYMEHTOB;



- IPaBUJI OKa3aHUsA yCIIYT;
- IPUKA30B U APYTUX JOKYMEHTOB.

[Tpu HaMM4MK TOKYMEHTOB, YCTAaHABIUBAIOIINX 00s3aTeIbHbIC KOJTMYECTBEHHBIE TPEOOBAHMS K
TEM WUJIM MHBIM IIOKA3aTeNlsIM KayecTBa yCIyTH, BKIOYaeMble B corjameHe o0 ypoBHe
00CITy’)KMBaHUsI TapaHTHPOBAHHBIEC 3HAYEHUS 3TUX MOKa3aTeJeH JOIKHBI OBITh HE XYKe
perilaMeHTUPOBAHHBIX.

4.3.9 B xauecTBe rapaHTUPOBAHHBIX 3HAUEHU [TOKa3aTeIe KauecTBa yCIyrd MOT'YT
UCIIOJIb30BaThCSl HOPMAaTHBHbBIE 3HAUCHMSI, IPEJCTABICHHBIE B CTaHAApTaX NPEANPUATUN CBSI3H,
UCIIOJIb3YEMBIE B IPAKTUKE POCCUIICKUX ONIEPATOPOB, a TAKKE B MEXKTYHAPOIHOM MPAKTUKE,
€CJIM OHU HE IPOTUBOpPEYAT TPeOOBAaHUAM JIEHCTBYIOMINX (ellepanbHbIX U OTPACIIEBBIX
pErIaMeHTUPYIOIIUX T0KYMEHTOB.

4.3.10 JIna nokazaTeneii KauecTBa, rapaHTUPOBAHHBIC 3HAYCHUSI KOTOPBIX HE MOTYT OBITh
omnpezeneHsl corinacHo 11.4.3.8 u 11.4.3.9, npenenbHbIe 3HAUEHNS YCTaHABIUBAIOTCA [TyTEM
aHaJIM3a UMEIOLIETOCs Y OIlepaTopa MacCuBa CTATUCTHYECKUX JAHHBIX MO 3TUM MTOKA3aTeIsIM 3a
CTAaTUCTUYCSCKHU 3HAUYNMBII nepruoa BpEMCHU.

[Tpouieaypa BeIOOpa MpeCIIbHBIX 3HAUYCHUH ITOKa3aTeleii KauecTBa YCIYyTH CBS3H BKIIIOYACT B
ce0s:

- IpeIBApUTENbHBIN 0TOOP MpeAeNbHBIX 3HAYCHHH MOKa3aTenei;
- cOOp CTaTUCTUYECKHUX JAHHBIX O KAUeCTBE YCIYTH;
- OIICHKY ITOKa3aTeJieil kKauecTBa yCIyTd Ha OCHOBE COOPaHHBIX CTATUCTUYECKUX JTAHHBIX;

- OLIEHKY YaCTOTBl HECOOTBETCTBUH NpPEAETbHBIM 3HAUCHHUSIM U (PMHAHCOBBIX MOTEPH OT
NpUMEHEHUs MTpadHbIX CAaHKIUI;

- KOpPpPCKUOHUIO U COIrJIaCOBAaHUEC MPEACIIbHBIX 3HAYCHMH MMOKa3aTeIICii.

4.3.11 BeiOpanHble B paMKax corjiamieHusi 00 ypoBHe 00CIyKUBAaHUS FrapaHTUPOBAHHBIE
3Ha4YeHHUs NoKa3aTesael He JOJDKHBI TPUBOAUTH K HECOOIIOACHUIO TapaHTUPOBAHHbBIX 3HAUEHU I
HoKa3aTesel KayecTBa yCiIyr, OKa3blBa€MbIX OIIEPATOPOM JIPYTMM a0OHEHTaM.

4.3.12 YcraHOBJICHHBIE COTTIANIEHHEM 00 ypOBHE OOCITY)KMBaHHsI IOKA3aTeN KayeCcTBa MOTYT
OBITh OOBETMHEHBI B €TMHBIN HHIEKC KauyecTBa yCIyTH CBsi3H. [Ipu 3TOM B cornamenun oo
YPOBHE 00CITY)KHBaHUS OIMPEEISAIOTCS BECOBBIE KOOPPUIIMEHTHI KaX/I0T0 TTOKa3aTeNsk KauecTBa

YCIIYTH.

4.4 MOHUTOPUMHI MOKa3aTeJeil KauyecTBa



4.4.1 MOHUTOPHUHT MOKa3aTee KauyecTBa, XapaKTePU3yIOINX YPOBEHb OOCITYKUBAHHS
OKa3bIBaeMOi a0OHEHTY yCIIyTH CBA3H, BJISETCA HEOOXOIAUMBIM YCIOBUEM COIIALLIEHUs 00
YpPOBHE 00CITY’KUBaHUSI.

4.4.2 MOHUTOPHUHT ITOKa3aTeJIe KauyeCTBa yCIyTry CBSI3U MOKET MPOU3BOAUTHCS OMEPATOPOM
KaK "py4HBIM METOJOM", TaK U B aBTOMAaTHYECKOM PEKHUME C IPUMEHEHUEM aIllapaTHO-
MPOrPaMMHBIX CPEJCTB.

4.4.3 Ilpu opranu3anyuy MOHUTOPUHIA IOKa3aTeell KauecTBa YCIyTH CBA3H B paMKax
COIVIAIIEHUs 00 ypOBHE 00CITYKMBAaHUS MPEANIOUYTUTEIbHBIMU SIBJISIIOTCS aBTOMATHYECKHE
METO/Ibl, IO3BOJIAIOIINE IPOU3BOJUTH KOHTPOJIb TAPAHTUPOBAHHBIX [10KA3aTEJIEH B
HENPEPbIBHOM pEXKHUME.

4.4.4 Vicnonp3yemble ONepaTopoM IIpU OpraHU3al[ii MOHUTOPUHI'A TIOKa3aTeliell KayecTa
YCIIYTH CBSI3M aIIIapaTHO-TIPOTPaMMHBIC CPEJICTBA TIOICKAT CEPTUDUKALINH, TCKIAPUPOBAHUIO
¥ JIMI[CH3UPOBAHHIO COTJIACHO YCTAHOBJICHHBIM TPEOOBAHMUSM K MX IIPUMEHECHHUIO HA CETH
anekTpocBszu Poccuiickoint deneparuu [1].

4.4.5 CtopoHsl coranieHus: 00 ypoBHe 00CITy)KMBaHHUs COIVIACYIOT MPOLELYPbl IPOBEACHHUS
U3MEpPEHUI B paMKax MOHUTOPUHTIA IT0Ka3aTeseil KauecTBa yClIyru.

B cornamenue 00 ypoBHE 00CITY)KHBaHHSI MOKET HE BKITIOYATHCSI OMTMCAHUE CaMOT0 IpoIiecca
U3MEPEHUSs1, KOTOPBIH 3aBUCHT OT IIPUMEHSIEMOM TEXHOJIIOTUH U HE BXOJUT B 30HY KOMITCTCHIIUU
aboHeHTa.

4.4.6 Ilo xenanuio aOOHEHTA orneparop nNpeaoCTaBJIICT EMY BO3MOKHOCTE KOHTPOJIA
BBITIOJTHEHU A yCJ'IOBI/Iﬁ corjamreHus oo YPOBHE 06CJ'Iy>KI/IBaHI/I$[ IIyTEM OpraHu3alvi J0CTYyIIa K
CBOEH CHCTEME MOHUTOPpHHTIA Mnoka3aTelleil KauecTBa YCIIyru.

4.4.7 Pe3ynbpTaThl MOHUTOPUHTA IMIOKA3aTENIEH KaueCTBa OKA3bIBAEMOM aOOHEHTY YCIIyTH CBSI3U
NOJUIEkKAT XPAaHEHUIO B TEUCHHE YCTAaHOBICHHOT'O COTJIAIICHUEM CPOKa.

44.8 ApXI/IBHHe NAaHHBIC MOHUTOpPUHIA IoKa3aTesiei KauecTBa YCIYTrd BBIAAKOTCA OIIEpATOPOM
110 3a1pocCy a0OHEHTa B COOTBETCTBHU C YCIOBUSAMHU COTJIAICHUS.

4.4.9 Oneparop obecrieynBaeT pe3epBHOE KOMMMPOBAHUE M BOCCTAHOBJICHHE PE3YyIbTATOB
MOHHMTOPHHTA TIOKa3aTeNlel KauecTBa OKa3bIBaeMOU a0OHEHTY YCIIYTH CBS3H.

4.4.10 Ilpu HeoOxoauMoOCTH (BO BHELITATHBIX CUTYallMsAX ) IPUOCTAHOBUTH COOp JAHHBIX B
paMKax MOHUTOPHHTA [TOKa3aTeel KauyecTBa yCIyTr oneparop HHPOPMHUPYET 00 ITOM
aOOHEHTa B YCTAHOBJIEHHBIN COIVIAIIEHUEM CPOK.
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4.4.11 OyHKIMOHUPOBAHUE CUCTEMbl MOHUTOPUHTA MMOKa3aTeJIe KauecTBa OKa3bIBaeMOU
a0OHEHTY YCIIYTH CBSI3H, BKJIIOUEHHBIX B COTJIAIIEHUE 00 YPOBHE 0OCTY)KUBaHMS,
pEerJIaMEHTHPYETCs MOJIOKEHUEM O CUCTEME MOHUTOPHHTA OIlepaTopa.

4.5 Onenka nmoxkasarejied KauecrBa

4.5.1 Onuenka moka3zareseil KayecTBa yCIYTH CBSI3U MPOU3BOJIUTCS Ha COOTBETCTBUE UX
(aKTHYECKUX 3HAYCHUH rapaHTUPOBAHHBIM 3HAYCHUSM, ONIPEICIICHHBIM B COTJIAICHUH 00
YpPOBHE 00CITY’KUBaHUSI.

4.5.2 Oneparop obecriednBacT 00bEKTUBHOCTH TPOU3BOUMBIX UM OIIEHOK IMOKa3aTelneit
Ka4ecTBa OKa3bIBAEMON a0OHEHTY yCIYTH CBSI3H.

4.5.3 OueHka rmokasaresei KauecTBa yCIyru CBS3U MOKET IIPOU3BOJUTHCS OIIEPATOPOM
CaMOCTOSATENIFHO W/MJIH C PUBJICYCHUEM TPEThel HE3aBUCHMOM CTOPOHBI (MOHUTOPHHT, ay/IuT,
ceprudukaims), ooanawie TpedyeMon KOMIIETCHITUEH.

4.5.4 Oneparop obecrieynBaeT a0OHEHTY BO3MOXKHOCTh CAMOCTOSITEIbHO IPOU3BOAUTH OIICHKY
MOKa3aTelIe KayeCcTBa OKa3bIBAEMOM €MY YCIYTH CBA3M Ha COOTBETCTBUE rapaHTUPOBAHHBIM
3HAYEHUSIM COTJIACHO YCIIOBHUSM COTJIAIIEHUSI 00 YPOBHE 00CTY>KUBAHUS MTPH HATUYHU
TEXHAYECKON BO3MOKHOCTH.

4.5.5 TlopstoK OLIEHKH IMOKa3aTeleii KauecTBa yCIIyTH CBSA3H, BKIIFOUSHHBIX B COTJIANIICHUE 00
YpOBHE O00CITYKHBaHUS, TOJKEH ObITh MOHSATEH A0OHEHTY.

4.5.6 B cornamenue o0 ypoBHE 00CITY>KMBaHUS MOXET OBITh BKJIIFOUEHA METOJIOJIOTHS OIICHKU
MoKa3aresel KauecTBa yCIyTH CBSI3U.

4.5.7 OueHka rmokasaresei KauecTBa yCIyrd CBSI3U B paMKaxX MEXOIEepaTOPCKOro COIJaIIeHUs
00 ypoBHE 00CTyKHUBaHHS TPOU3BOAUTCS HA YCIOBUSAX €AMHOTO METOJMYECKOTr0 MOIX0Aa K
OLIEHKE U COMOCTABUMOCTHU PE3YJIbTAaTOB.

4.5.8 OueHka nmokasaresei kauecTBa OKa3blBaeMOW aOOHEHTY YCIyTH CBS3H IJITAHUPYETCS Ha
BECh MEPHOJ JeHCTBUS COTTAIIEHUs 00 ypOBHE 00CITY)KHBaHUSI.

4.5.9 Oneparop obecrieynBaeT CBOEBPEMEHHOE BBISIBJICHHE HAPYIIEHUH YCIIOBUI COTJIALICHUS
00 ypoBHE 00CTyXKUBaHUs, THPOPMHUPYET COTIACHO YCTAaHOBIEHHOMY COTJIAIlICHUEM HOPSIIKY
aboOHEHTAa O BBLIABICHHBIX ClIydasx HECOOTBETCTBUA TCKYIICTO YPOBHA KaUC€CTBA OKa3BIBAEMOM
YCIIYTH CBA3HM rapaHTUPOBAHHOMY YPOBHIO OOCITY>KUBaHHUSL.



4.6 OTU4eTHOCTDH

4.6.1 Cornamenue 06 ypoBHE 00CITyKHBaHUS MpeaycCMaTpUBaeT HE0OOXOIUMOCTh OpraHU3aluu
MEXaHU3MOB HH(OPMUPOBaHUS AOOHEHTA O TEKYIIIEM YPOBHE OOCITY)KUBaHU. Y CTAHABIMBACTCS
MOPSATIOK, CpeIcTBa MH(OPMUPOBAHHUS, TTOJIHOTA U IEPUOAUYHOCTh OTUETHOCTH orepaTopa 00
YpOBHE 00CITY’)KHBaHUS 110 TapaHTHPOBAHHBIM MTOKA3aTEJsIM KaueCTBa OKa3bIBaeMOW aOOHEHTY
YCIIYTH CBSI3H.

4.6.2 Omiepatop ¢ onpeAesieHHOW B COTTIAICHUN 00 YPOBHE 00CTYKUBAHUS MTEPHOIUIHOCTHIO
COCTABJISIET OTYETHI O KAYECTBE OKa3bIBaEMOW a0OHEHTY YCIYT'H CBS3H.

4.6.3 Otuers! Ju1st a0OHEHTA BKIIIOYAIOT B ce0s1 MHPOPMALIMIO B COOTBETCTBHHU C YCIOBUSIMU
COIIAIICHU:

- Ka4eCTBO OKA3aHHOM YCIIyTHU CBS3U;

- BBITIOJIHEHUE TPEOOBAHUH COTTIameH st 00 ypOBHE OOCITY)KUBAHHSL.

4.6.4 Otuer 0 KauecTBEe OKa3aHHOM a0OHEHTY YCIYTH CBS3U COJEPKUT OLIEHKY JOCTUTHYTOTO

YPOBHSI Ka4e€CTBa M0 rapaHTUPOBAHHBIM MOKa3aTesiM. OTUeT HarpasisieTcss a0OHEHTY COTJIACHO
YCTaHOBJICHHOMW B COTJIAIICHUH TEPUOTUIHOCTH.

4.6.5 Otyer o BBINOJIHEHNHU TPeOOBaHMI coriaiieHus 00 ypoBHE 00CIyKUBAHUSI COAEPIKUT
KPaTKYIO ONEPaTHBHYIO HH(POPMAIHIO O TEKYIINX OLIEHKaX ITOKa3aTelIel KayecTBa OKa3bIBaeMOil
aboHeHTy yciyrH cBsi3u. OTUeT HaIpaBisieTcs A0OHEHTY B COOTBETCTBHHU C YCIIOBUSIMHU
COIJIAIIECHUS.

4.6.6 OTueTsl TOJKHBI CO/IepKaTh MH(OPMAIIHIO 110 KaXKI0H ToUKe (TpyIe ToueK) 10CTymna K
OKa3bIBaeMON a0OHEHTY yCIIyre CBS3H.

4.6.7 Ilpu npenoctaBieHUH aODOHEHTY OTYETOB OIEpaTop 0OecneurnBaeT UX J0CTOBEPHOCTh U
CBOEBPEMEHHOCTb.

4.6.8 Omneparop o0ecrieunBaeT 3allUTy OTYECTHON HH(pOPMAIIUK, HanpaBsieMoi aboneHty [1, 3].

4.6.9. Paznornacus CTOPOH I10 pE3yJibTaTaM OLUCHKU JOCTUTHYTOT'O YPOBHA Ka4Y€CTBA YCIIYI'U 11O
TrapaHTUPOBAHHBIM ITOKA3aTCIIAM pa3spCIarOTCd B COOTBETCTBUH C YCIIOBUSAMM COTJIAIICHHA.

4.7 AkTtyanusaums
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4.7.1 Cornamienue 00 ypoBHE 00CTYKMBAaHHUS JOJDKHO TOJIEPKUBATHCS B aKTyaTbHOM
COCTOSIHHH.

4.7.2 JlommyckaeTcsi IepecMOTp M KOPPEKTUPOBKA COTTIAIICHUS 00 ypOBHE OOCITY)KMBAHHSI T10
WHUIIMATHBE KKIOH U3 CTOPOH.

4.7.3 AxTyanu3anus corjameHus 00 ypoBHE 00CITy>KUBaHUS IIPOU3BOJUTCS IyTEM
JOKYMEHTHPOBAHHUS M COTJIACOBAHUS CTOPOHAMH BHOCHMBIX M3MEHEHUH.
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