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Mpeaucnoeue

Llenv v npuHUMnsI cTaHaapTraaunn B Pocowiickoil denepaumn ycTaHoBNeHsl ®eaepansHbIM 3aKOHOM OT
27 nexatpa 2002 r. Ng 184-03 «O TexHWYECKOM PErynupoBaHinne, a Npasuna NpUMeHeHUR HalWoHaNb6HbLIX
craHpapToe Poccuiickoii ®egepauuu — MOCT P 1.0—2004 «CtaHaapTusaums B Poccuitickod deaepaumv.
QOCHOBHbIE NONOXEHUAR

CeeaeHuns o cTaHaapTe
1 PA3PABOTAH YupexgeHvem «LleHTp cepTrdUKaLWU YCIyT CBAIN»

2 BHECEH YnpaBneHvieM pa3suTusi, MH(OpMaLMOHHOTo oBecneyeHns u akkpeauTaunn GeaepansHoro
areHTCTBa MO TEXHUYECKOMY pPErynnpoBaHuIc U MeTpoorum

3 YTBEPXAEH 1 BBEEH B OEMCTBWE [lpukazom ®efepankHorc areHTcTBa No TeéXHUIEecKoMy
perynuposaHuvio U metponorum ot 15 aekabpsa 2009 r. Ne 1189-cr

4 BBELEH BIMNEPBbIE

MHbopmanust 06 UaMeHEeHUSIX K Hacmoswemy cmandapmy nybriukyemcs 6 exeao0Ho usdagaemom
UHbOPMAYLOHHOM yKasamene « HayuoHansrele cinaHdapmb!», @ MeKCM u3MeHeHUU U NoMNPasoK — 6 eXeme-
CAYHO U3daBaeMbixX UHGOPMaUUOHHLIX ykazamensax «HayuoHanbHble crmarndapmbi». B criyyae nepecMompa
(3aMeHbI) U OMMeHs! Hacmositeao cmaHdapma coomsemcmeyiouiee yeedomneHue Bydem onybuKo8aHo
8 eXEMECAYHO U30asaeMoM UHPOPMALLOHHOM ykazamene «HayuoHansHsie cmaHdapmsbi». Coomsemcmay-
rouias UHGhopMaLus, yeedoMeHUE U MEKCMbI PA3MeLarnmes makxe 8 uHghopmalitioHHol cucmeme obuezo
A0b308aHUs — Ha oGhuLUansHOM catime HaluuoHansHo20 opaana Pocculckoi @edepayuu no cmaHlapmu-
3ayuu 8 cemu MIHmMepHem

© CraHpapTuHepopm, 2011
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HAUMWOHANBbHBIW CTAHOAPT POCCUWMNCKOWN SGEAEPALMUMU

KAYECTBO YCRAYIH
«MEXAYIOPOOHAR TENE®OHHASA CBA3b»

MokazaTenu Kavecvea

Quality of service «l_ong-distance telephone communications.
Quality indices

HaTta asegeHuA — 2011—01—01

1 O6nacTb NpuMeHeHUA

Hacrofawwid cTanaapT ycTaHaBNMBaeT HOMEHKNATYPY OCHOBHLIX NoKasaTenei KavecTsa YCnyr Mexiyro-
POAHON TenedoHHOR CBA3N, peKOMeHAyeMbIX A/tA Liener ynpasneHns Ka4ecTBOM YCMyT CBSau U coBeplleH-
CTBOBaHWS 0GCMyUBaHWA NONb30BaTENEW YyCNnyramu CBA3N.

HacTtosawwiA ctasgapT npeaHasHaveH 4na UCIosb3oBaHWs NPe4cTaBUTENSMN TOCYNapCTBEHHLIX opra-
HOB, OCYLULECTBNSIOLLNX perynuposaHve B 06/1aCTU CBS3U, HAYYHBIMW W NPOSKTHLIMKU OPraHW3alvsiMU Npu pas-
paboTke U NPoEeKTUPOBaHWK ceTel U CNYxEB, Npy padpaboTke cTaHAAPTOB B 06NACTU CBA3M, XO3AARCTBYIOLLIMMK
cybtekTamu, gedcTBYOLMMU B 0BNACTU CKa3aHWs YCNYT MeXOyropoaHoi TenedoHHOoR CBA3N B CETU CBSA3N
obuwerc nonb3oBaHWA, KOHTPONMPYIOWUMMUW UX OpraHamy, BKMoOYas opradHbl cepTudvkauuy, a Take
Nonb3gBaTENAMMU YCNyramu CBA3N.

Ha ocHoBaHWM AaHHOrO CTanAapTa XO3ANCTBYOLLMMU CyGberTaMn, AeHCTBYICLLUMMW B 06NacTu okasaHus
YGIYT MeXOyropoaHci TenedoHHOM CBS3KW, MOMYT paspabaTsiBaTeCA COBCTBEHHbIe {BHYTPEHHWE ) HOPMATHE-
Hble AOKYMEHThI, onpedendime CUCTEMY NoKazaTeneit KadecTBa Ha yCenyrn MexnyropoaHoi tenedoHHOM
CBR2W.

Hopmbl, KGHKpeTHble TpeBoBaHWs K NokasaTensiM kasecTsa M MeToAk! UX KOHTPONSA (QUEHKKW) J0SKHb
BbiTb onpeaeneHsl COOTBETCTBYIOLLEA HOPMATUBHON QOKYMEHTaLMeW, YTEepPKAAEMON B YCTAHOBMNEHHOM
nopaake.

2 HopmaTUBHLIE CChIMKK

B HacTosLeM cTaHgapTe UCNONb30BaHbI HOPMATUBHBIE CCbIMKK HA CNeayoLLIMe CTaHOapThI:
FOCT P 53724—2009 KauvecTso yenyr cestan, O6Lme nonoxe HUs

FOCT P 53727—2009 KadvecTso ycnyru « MecTHas TenedoHHas cBR3by. [TokazaTenv xavecTea
FMOCT P53731—2009 KavecTBo ycnyr cBAsW. TepMUHBI ¥ onpeaeneH1s

3 TepMuHbLI M onpepeneHnn

B HacTosLeM CTaHgapTe NpUMeHeHbI CNeaylWwne TEPMWHE! C COOTBETCTBYIOLLIMMKY ONPEASNEHUAMM:

3.1 ycnyra anekTpocBstau: Ycnyra, aaknioJawinascs B npueme, o6paboTke, xpaHeHun, nepeaaqe u
floctaske coobLWEeHNA 3NeKTPOCBA3N.

3.2 onepatop cBA3K: KOpUONYECKOE WL UMK MHAWBUOYANLHEIA NPeanpYHUMATENb, OKa3bIBAOLLMe
YCNYIY CBA3KW Ha OCHOBAHWW COOTBETCTBYHOLLEN NMLEH3UN.

3.3 TenedboHHoe coeAUHEHNE: YCTaHOBNEHHOE B pe3ynbTaTe BLIS0BA B3aMMOdeACTBUE MeXAY cpea-
CTBAMU CBA3UW, No3BonsLlee aboHeHTY N (MNKW) Nonb3oBaTento yenyr TenedCHHON CBA3U NepeaBaTs W (Mnu)
APUHUMATE FONOCOBY O W (UMW) HErONOCOBYH MHAPOPMALINIC,

Uapaxve ohuumansHoe
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3.4 mexpyropogHoe TenedoHHoe coefUHeHWe: TenechoHHOoe coedWHEHWE MeXOy nonbL3oBa-
TEeNbCKUM (OKOHEYHLIM) 0BOPYROBAHWEM, NOAKMIQYEHHBIM K CETU MECTHON TenedgoHHON CBA3N 1 paamelleH-
HbIM B Npedenax TeppuTopvn paznuyHbix cybbekTos Poccuitckoi Pedepauun, unu tenecoHHOe coeguHenne
Mexay NoMnb30BaTeNLCKUM (OKOHEUYHBIM) 0BopyAoBaHVEM, NOAKMIOYEHHLIM K CeTY MECTHOW TeNedOHHOW CB#-
au B Npegenax Tepputopumn oaHoro cybbekta Poccuiickoi ®eaepaumnm, n nons3osaTeNnbecknm {OKOHEYHBIM)
06OpYOBAHVNEM, NOAKMIOHEHHBIM K CETH NOABWKHOA CBS3U, KOTAA COOTBETCTBYIOWEMY aBOHEHTY 3TOMN ceTu
NOABWKHOM CBA3W BblAeNeH aGOHEHTCKUIA HOMED, BXOAALWMIA B pecype recrpacun4eckm He onpeaensieMon 3oHb
HyMepaLWK, 3aKpensieHHbIN 3a ApyrMM cybbekTom Poccuitckoin deaepaunn.

3.5 ycnyra TenechoHHOM cBA3M: [JeATENbHOCTL UCAOMHMTENS (OnepaTopa cBsaun) No yA0BNeTBope-
HWIO TIYTEM YCTAHOBINEHWA TENneoHHOTO CoeanHeHna noTpeBHOCTU Nonb3oBaTens yenyr CBA3N B obmete
TeneOHHEIMW COOOLLIEHNAMM.

3.6 ycnyramexayroponHon TefniedoHHOA CBA3U: Ycnyra TenegoHHON CBA3M, CBA3AHHANA C yCTaHOB-
NeHVEM MexXgyropoaHero TenetoHHOro CoeanHeHWs.

3.7 nonb30BaTenL YCNyr TenedoHHON cBA3K: JIWLO, 3aKa3blBatoLlee 1 (Mnn) NCnornbaylollee ycnyru
TenegorHON CBA3W.

3.8 aboneHT: Monb3cBaTens YCNYr CBA3M, C KOTOPLIM 3aKNOHYEH Jorosop 06 okasaHWi TakuX yenyr npu
BblAENEeHUV 4sl 3TUX Leneii aBoHeHTCKOMO HOMEPa UITM YHUKaNbHOro Koga naeHTubukauma.

3.9 nonb3oBaTenbckoe o6opyfoBaHue (OKOHeYHoe oGopypoBaHue):. TexHndeckie cpeacTea ans
nepegadqm v (UNn) NPUEMa CUTHANOB 3NEKTPOCBA3MN N0 NMHNAM CBA3N, OAKNIOHEHHbIE KaDOHEHTCKUM MTMHWAM 1
Haxo4sUVecs B Nonb30BaHWM aBOHEHTOR UMK NPefHa3Ha4eHHbIe NS TaknX uenen.

3.10 npepocTaBneHve AocTyna K ceTU MexayropofHon Tened)oHHOW CBA3W: CoBOKYNHOCTb
AEACTBMIA ONEepaTopoB CeTell MECTHOM, 30HOBOI 1 MEXAYTopOAHON TenedoHHON CBA3N No 06ecne4eHnto Bo3-
MOXHOCTW COBAMHEHUSA NOMb30BATENbCKOro (OKOHe4YHoro) oGopyoBaHUA € Y3NOM CBA3KM CETU Mexayropof-
HOI TenedOHHOM CBSA3M B LENSX NpefocTasneHnst aboHeHTy yonyr TenedoHHOA CBA3N.

3.11 BwI30B: [JeNCTBMA, COBEpLUaeMble aBOHEHTOMUAN NONb30BATENEM YCNYFamMm TeneOHHOW CBR3N
B LIEMNSIX YCTAHOBNEHWA COBAMHEHNUSI CBOETO 10/1b30BaTENLCKOro (OKOHEYHOro) 06opy/AoBaHMA C NoNkL308a-
TenbCkUM (OkoHeuHbIM) 0BopyoBaHem apyroro aboHeHTa UM NONbL3CBATENA YCMYT TesilethOHHON CBA3N, 1
COBOKYMHOCTL ONepaunii, NopoXxgaeMbiX 3TUMW EUCTBUAMU B CETU 3MEKTPOCBASH.

3.12 nonbiTKa Bbi3oBa: [lonbiTka YyCTAHOBUTE COBAMHEHUE C OAHUM WK HECKOsbKMMK npubopami,
NOSKNIOMEHHBIMKW K CETH SNEKTPOCBA3N.

3.13 ycnewHan nonbiTKa BbizoBa: [lonbiTka BLI20BA, KOTOPasA NOMy4aeT NOHATHYIO nHopmaumno o
COCTOAHWM BbI3BIBaeMoro aboHeHTa.

3.14 adpekTMBHAA MONbITKA BbI30Ba: YCNewHaa MonbiTka BLI30BA, 3AKOHYMBLIAACA CUTHANoOM
oTRETA.

4 KauectBo ycnyru «MexayropoaHasn tenedoHHasn CBA3b»

4.1 Ob6wee onucaHue ycnyru

4.1.1 Yenyra «MexayropogHas TenedoHHas CBA3b» 3aknioyaeTcs B NpefocTaBneHnn NCnonHnTeem
(onepaTopom MexayropogHoi TenedoHHoR CBA3N) BO3MOMKHOCTU NONb3oBaTenam (aboHeHTam), none3osa-
Tenbckoe (OKoHe4Hoe) 060pYAOBaHNE KOTOPLIX NPUCOSAMHEHO K Yanam MecTHoW TeneoHHOM CBA3W, pacno-
NoXeHHEIM B NpeAenax TepPUTOPUiA pasnuyHbIx cybbexTos Poccuidckoid Pegepauni, no TpeBoraHu Ntoboro
13 HNX OBMEeHMBATLCA TenedoHHEIMKU COOBLLEHMAMK, Takas Xe BOSMOXHOCTL NPeAoCTaBNASTCA B CNyYae, Kor-
fa Nonb3oBaTensckoe 060pyAoBaH1e oaHOMO M3 a6OHEHTOB NPUCOEANHEHO K Y3y MECTHOI TenedoHHo cBs-
an B npepenax TeppuTopun opHoro cybtekta Poccwitckon defepauni, a Apyroro — NOAKNKHYEHO K CETH
MOABWXHOW CBAZM, NpUyeM aBOHEHTY 3TOM CETU NOABWKHON CBA3N BeiAeNeH aBOHEHTCKUIA HOMED, BXOAALWNA B
pecypc reorpacyueckn He onpegenseMoi 3CHbI HyMepauww, 3aKpeneHHbIA 3a Apyrum cyBLeKToM
Poccuiickoin ®epepauvn. Kpome Toro, 3ta ycnyra ofecnedvBaeTr AOCCTYN K YCNYram MexgyHapogHoW
TenegoHHON CBR3W.

4.1.2 Mpw okazanum yenyrv «MexagyropogHas tenedoHHas CBA3bY UCTICAHWTENL {onepaTop) obs3aH
ofecne4mnTb NpegocTaBneHne aboHeHTy:

a) MeXayropoaHbIX COAUHEHWIA Mo ceTW hMKCUPOBaHHOW TENEePOHHON CBA3W AN

- nepega4v ronocoBoi uHdopmaunm,

- Nepefaqu hakCMMUNBHBLIX COOBLLIEHUH;

- Nepefayun AaHHbIX;

6) mocTyna K ycryram CBsi3v CeTH CBA3W 0BLLLEero Nofb3oBaHNs, KpoMe YCIyr MecTHO ! v BHYTPUIOHOBOWR
TenedOHHON CBA3W;
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B) AOCTyNa K CUCTEME MHPOPMALIMOHHO-CMPABOYHOIO OBCNYXMBaHNA.

Kpome Toro, onepaTop cBsian 0683aH yCTPaHATL B YCTAHOBNEHHbIE CPOKU HEUCNPABHOCTW, NPENATCTBY IO~
LMe NOMb30BaHUI0 YCNyramn MexXayropofiHon TenedoHHOM CBA3N.

4.1.3 [estenbHOCTE N0 oKasaHuio ycnyrn « MexayropogHas TeneMoHHas cBA3by» BKNIO4AET cneayo-
LME OCHOBHbE 3Tan.l:

- NpeaocTaBneHne QOCTYNA K yenyre;

- oBcny:KMBaHWe MeXayropoAHOFO BbI30BE,

- pacyeTk! 3a ycnyry,

- o06cnyxvBaHue obpaweHni aboHeHTa;

- TEXHWYECcKasa NoAAEDKKE YCNyru,

4.1.4 lMpepocTaBneHWe pocTyna k ycnyre «MexayropoaHasa TenedoHHas CBA3LY , B COOTBETCTBUN C 1L
ocyLLECTBNAETCH NO AOTOBOPY aboHeHTa ¢ onepaTopoM MeCTHON TenedoHHoH ceasn. MokasaTenu ka4ecTsa
[aHHOro aTana npeaocTasneHus ycnyrn «MexayropoaHasa TenedoHHas CBA3b» AOMKHLI COOTBETCTROBATL
FOCT P 53727—2009 Kauecrtao ycnyri «MecTHasa TenedoHHas cBa3b». [okasaTenun ka4ecTsa, pasgen 4.

4.1.5 OBcnyxusaHve MexayropogHoro Bbiaosa NPOU3BOAUTCSH NPY BINOIHEHWK CNeayioilmnx YCIOBWIA:

- B JOFOBOPE, 3aKMOUYeHHOM Mexay aGoHEeHTOM U onepaTopoM MecTHOM TeneOHHOA CBA3MX, YKa3aHo
cornacue aboHeHTa Ha NpefoCTaBAEHNE AOCTYNa K yCryram MexayropoAHoi TenedoHHoN cBA3N;

- onnara 3a YCNyr B COOTBETCTBMM C YCNOBMSAMU AOrOBOPA NpousseieHa;

- TEXHMYECKas BO3MOXKHOCTB A0CTYNA K yonyre ofecnedena (Heo6xoaMMele NpUcoeaNHEHUA MeCTHON,
30HOBOA W MeXOyropoaHOW TenedoHHLIX CeTel v Ux BaanvMoaencTBUe peanu3opaHbl, COOTBETCTBYIOLLME
NMHWM 1 oBopyaoBaHe UCNPaBHsbl).

TenedoHHble COEOMHEHNS MEXOYropoAHON TeNedOoHHON CBA3N MOTYT BbiTb YCTAHOBNEHBLI aBTOMAaTH-
Yeckn UMM ¢ NoMoiLLI TenedoHueTa.

Mpwv OKA3AHWM YCNYr1 C aBTOMATUYECKUM YCTAHOBNEHUEM COSAMHEHNA ANA ee nHninanmaauni npona-
BOOMUTCA COOTBETCTBYIOLLAA NONbITKA: Bb3bIBAKLLMA @BOHEHT, MaHUNYINPYA YNpasnaloLwnMin opraHami CBoe-
ro OKOHeYHOro 06OpyOoBaHUs, BROAWT MH(POPMALMIO O HOMEPE Bbi3biBAEMOro aboHeHTa (cnyxBel). Yepea
MECTHYIO M 30HOBYIO CETK, NPUCOEAVHEHHbIE B COOTBETCTBUM C YCTAHOBNEHHLIMW NPaBUNaMn, 31a nHdopma-
UnA AOCTABNAETCH B TOYKY NPUCOEAVHEHWS K MEXOYropogHoW ceTh. B saBncumocTn o7 HaGpaHHOro Homepa B
MEXOYTOPOAHOM CETU OCYLLECTBATCA cnepaumnm No YCTaHOBNEHWIO O4HOMO U3 BapMaHTOB MEXAyropoaHoro
TenedoHHOro coejnHEeHNR.

- C TOYKOW NPUCOEAMHEHWA 30HOBOM CETH (ANA AanbHEALEro COeANHEHNA C OKOHEYHBIM yCTPONCTBOM
Bhi3blBAEMOI0 aBoHeHTa (cny661)) B Npeaenax MexayropoaHoi ceTv eOMHCTBEHHOMO onepaTopa;

- C TOYKOWM NPUCOEUHEHNSA K MEXOYTOPOLHON ceTh Apyroro oneparopa (ecnu coeanHeHne TpebyeTcsH
OCYLLECTBUTh YePes MeXayropofHbie CeTH ABYX unu bonee onepaTopoR);

- C TOUKOW NPUCOSANHEHNA K MEXyHAPOAHOR ceTn (ecnu TpeByeTca ocylecTBNTL AOCTYA K yenyram
MexayHapoAHOW TenedoHHON CBA3N).

MoNbITKA BbI30Ba MOXET BbITh 3ddeKTUBHOA NBo HeaddeKTMBHOW. DMHEKTUBHON ABNAETCH yenelw-
Has NOMbITKA, 3aKOHYMBLUANCA OTBETOM BblablIBAEMOro aBOHeHTa, T.e. peanuaalnen TEXHNHECKNX YCNOBWA ANA
oBMeHa NoNb30BaTeNECKOM MHEbopMaLneil. HeaddekTBHLIMU ABNSOTCH NMGLIE APYrve NOMBITKW. 310 NnbO
cny4aun BesycnellHbiX (MOTEPAHHbLIX) BbI3OBOB, T.€. HE 3ABEPLLMBLUNXCA YCTAHOBNEHNEM MOMHOro coefuHe-
HUS, IMB0 CMYYan HeOTBETA UMW 3aHATOCTM BbI3bIBAEMOro aboHeHTa.

Onst NONy4eHUs YCNyru ¢ yCTaHoBNEHWEM COEAUHEHNA NDU NOMOLLK renedoHucTa none3oeaTens o6pa-
LaeTcs k cooTBeTCTBYIOWER cnyx6e (n. 4.1.7) v npegocTasnaeT TenedoHNCTY WHOpMaLMIo, HeoBX0aMMYIo
Ans ochOPMNEHUs 3aKa3a Ha okasaHue yCnyr TenedqoHHOA CBA3MN. TenedoHNCT OCYLLECTBAET NONbLITKY ycTa-
HOBMEHUS coegrHeHus. B criyyae 3 ekTMBHOM NoNbiTkn MOXeET BbiTb NpoBeaeH ofmeH Nonb3osaTenbekoi
MHopMaUMen.

MokasaTenu kaveciea ycnyrn «MexayropogHas TeNnedOoHHanA CBA3by, XapakTepuaywujne atan oBcny-
KMBAHMS NONBITKA MEXAYTOPOAHOTC BLI30BA, NPeAHAa3HaYeHbl ANS TOro, YTo6kI OLEeHNTL CreayioLwmne OCHOB-
Hble noTpebuTenscke CBORCTBA 3TOTC 3Tana:

- AOCTYMHOCTh COBAWHEHNS;

- Ka4ecTBO 0BCAYXMBAHWA BLI3OBOB;

- Ka4eCTBO ACCTABKW NONb3oBaTENLCKON MHOpMaLUK.

4.1.6 PacueTs! 3a ycnyry, nx nopagox, hopMa 1 B3auMHas OTBETCTBEHHOCTL CTOPOH PETYNMPYIOTCA TRE-
foBaHWAMK 3akoHa [2] v npasunamum [1].

OcHoBaHWEeM AN BbicTaBNeHWA cueTa aboHeHTY W (Mnn) NoNbL3oBaTeNto 3a NpeAoCTaBNeHHbLIe MEXAYIo-
popHble TenedoHHbIE COBAVHEHWA ABNATCA AaHHbIE, MONYYEHHbIE C MOMOLLEI0 oBopynopaHus, UCnonbaye-
MO0 ANS y4eTa o6beMa oKasaHHbIX ycnyr TeNedOHHO CBA3N.
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CnepaTop cBs3n oBazaH ofiecneynTe QOCTaBKY abOHEHTY cHeTa Ha ONNaTy YCnyr B TeYEHUE YCTEHOBNeH-
HOro cpoKa C AaThl BbICTABNEHWUS 3TOMO cHeTa.

Onnara aa ycnyru, okasaHHble onepaTopoM, JOMKHA BbINCNHATLCA aBOHEHTOM B NONHOM obbeme 1 B
onpegenexHsie CPokn. B cnydae HapylueHUA CPOKOB ONNAaThI okalaHHbIX aboHeHTY yenyr TenedoHHOH CBA3K
onepaTop CBA3W UMeeT Npaso NPUOCTaHOBUTL OKalaHue yenyr TeneoHHON CBA3KW 40 YCTPAHEHWA HAPYLLEHWSA,
ysenomue ob 3ToM aboHeHTa. B cnyvae HeycTpaHeHWst TAKOro HapyLLIEHUA B TEYEHWE YCTAHOBIEHHOMO GPOKa
onepaTop CBA3W BNpaBe B OOHOCTOPOHHEM NOPRAKE PACTOPrHYTL AOTOBOP.

MokasaTenu kavecTsa ycnyrn «MexgyropogHas TeneoHHan CBA3LY», XapakTepuayowue atan pacqye-
TOB 3a ycnyry, NnpegHasHadyeHsbl 4ns Tore, 4Tobbl cueHuTs Cnedyowme OCHOBHBIE NoTpebuTensckue cBONCTBA
3Toro atana:

- CBOEBPEMEHHOCTL A8WCTBUA onepaTopa, CBA3aHHbLIX C pacyeTaMu 3a NpeAocTaseHne yonyr;

- NPABUNbHOCTE CYETOB, BRICTABMAEMbIX 33 YCIyiu.

4.1.7 OBcnywuBaHue oBpaweHwi abBoHeHTa NRpOM3BOAWTCH NEpCOHanoM pasnu-HbIX ciyx6 one-
paTopa.

ObpalieHvs aboHeHTa K cny:Gam onepaTtopa MoryT BbiTh BhI3BAHbLI PA3NUYHBIMA NPUHUHAMMI:

- BO3HUKLIUMM MPeTEHINAMU;

- NOTPeBHOCTLI NONYYUTE AaHHLIE, CBR3AHHLIE C NPEAOoCTaBAEHUEM YCAYTY;

- NOTpeBHOCTLIO NONYYUTE CNIPABOYHYO MHIDOPMAaUMIO;

- NOTPEBHOCTLIO RONYYUTL yonyry «MexxayropoaHas TenedoHHasa CBA3bL» C yCTAaHOBNEHWEM CoefuHe-
HUS NpK NomoLK TenehoHUGTA;

- TEXHUHECKUMKW HEUCTNPABHOCTAMM M Ap.

HAeircTBua (Mnv GeageficTere) onepaTopa CBA3W, KacatoLMeca oxazaHvus yCnyr MexayropofHon Tene-
thoHHOW cBA3M, MOryT ObIThL 06ancBakbl aboHeHTOM {NonbaosaTenem). [IpeTeH3na NpeALABIAETCA COOTBET-
cTeylowein cnyxbe onepatopa B NUCLMEHHOW hOpMe W MOLMEXWT PEerucTpaunn 8 OeHb ee NonyveHus
onepaTopoM cBA3W. MNpeTeH3usa aomkHa 6bITb paccMOTpeHa onepaTopoM CBA3U B YCTAHOBNEHHLIA GpoK. Kpo-
ME TOrQ, onepaTop CBA3M 06a3aH MMETbL KHUTY anob v NpeanoXeHWA 1 Bbi4aBaTh ee RO RepBoMY TpeboBaHu
aboHeHTa n (MK} nonb3cBaTens.

OnepaTtop 06a3aH NpefocTaenATL aboHeHTaM AaHHLIe, KacalLWUWecsa NpeaocTaBieHUs yCcnyr, a Takke
0Ka3bIBATbL NMOMb30BATENAM MHGOPMAaLWOHHO-CMNpaBoHHLIe ycnyru: obssaTtensHele (GecnnatHele, Kpyrnocy-
TOYHLIE) W gpYyFKe, Mo COBCTBEHHOMY YCMOTPEHUIO (NNaTHLIE).

OnepaTtop 0653aH 6ecnnNaTHO Y KPYrAOCYTOMHC NPUHUMAaTL OT aD0OHEHTOB MHBOPMALIMIO O TEXHWYECKOW
HeMcnpasHOCTW, NPENATCTBYIOWEN NOML30BAHUIO YCITYramMmn TeNeoHHOW CBAZHN.

O6pallerns, BbI2BaHHbIE NPOABNEHUAMK TEXHUHECKUX HeMCNPaBHOCTEN, MOryT BbITe NMbo yaosneTso-
peHkl KOHCYyNbTauuel no TenedoHy (NpocTele crydvaun), mbo noTpebosaTs BMeELIATENLCTEA NepcoHana CryH-
66l TexHWueckoW nopaepxxd. B nocnegHem cnyyae oBpalleHWs HanpaBnsOTCH K Chyxbe TexHudeckoi
noaaepxku (4.1.8).

Bo3mMOXHbI pa3nuyHble BApPUaHTL TEXHUYECKOW peann3auvn obpaleHus k cnyxbam:

- B3aMMogeicTBMe Nonb3oeBaTens ¢ NepcoHanoM cnyxbbl onepatopa no TenedOHy vWnu Henocpen-
CTBEHHO;

- QAHOCTOPOHHEE MW MHTEPAKTWBHOE B3aUMOAEACTBWE NONL30BATENA C aBTOMATU3UPOBaHHON UHop-
MaLMOHHOI CMCTEMOW cnyXKDbl NO CETH 3TEKTPOCBA3MN.

lNokasaTenu kavecTea ycnyrn «MexayropogHasa TenegoHHas CBA3L», XapakTepusykowme 3ran obeny-
}WMBaHWA obpauleHrin aboHeHTOB, NpeaHa3HaYeHbl ANA TOro, YTODL! OLEHUTL CAeAyoWMe OCHOBHLIE NOTPpeBGn-
TEenbCKWe CBOWCTBA 3TOro 3Tana:

- AGCTYNHOCTL Cy»Obl;

- CBOEBPEMEHHOCTL it {(MNK) CKOPOCTL BLINONHEHUA ASACTBUNA;

- MHPOPMATUBHOCTL (NOAHOE, 4OCTOBEPHOE U CBOEBpEMEHHOE MHGOpMUpOBaHue noTpeburens o npeq-
OCTaBNAEMOil yCRyre, Npasax W obs3aHHocTax obeux CTopoH NMbo nNpegocTaBneHye 3anpoLleHHon WHGop-
Mauwuwu);

- yAOBCTBO W KyIibTypa 0bCNyXUBAHWA.

4.1.8 TexHuueckan NoAaepXka YCIyin 3aknNoyaeTcA B yCTPaHeHMW HEMCNPABHOCTEW, MPENATCTBYIOWMX
MOMb30BAHWH YCAYramu TenedoHHOW CBA3M U A0/HKHA OCYLLIECTBNSATLCHA COOTBETCTBYIOWKMMK cnyxBamm one-
paTtopa MEXAyropogHon cBA3n. ABoHeHT, B cnyyae obHapyKeHWs Taknx HEVCNPaBHOCTEW, B COOTBRTCTBUN
MOPSAKOM, YCTAHOBMNEHHbIM CrepaTopoM, MoxeT MO0 00paTHTLCA K CnpaBoYHO-MHMCPMALWOHRON {QUCneT-
yepckoi) cnyxbe onepaTopa, KOTOpasA B CNOMHbIX CAYYaaX HanpaeuT ero Kk cnyxbe TexHW4eckol nogaep-
wkW (4.1.7), nuGo obpaTUTeCA K aToW cnyxbe HenocpeAcTBeHHo. Cnyx0a TexHUYeckol Nopaepwkn B
YyCTaHOBMNEeHHble CPokK 0fsi3aHa YCTPaHUTL HEeUCNPABHOGTD.,
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MokasaTtenn kayecTBa yenyrn «MexayropogHan TenethoHHas CBA3bY», XapakTepusyiollne atan TexHu-
YECKON NoOAepXKW YCNyrn, npegHa3HadeHbl ANs Toro, 4Tobbl oueHUTL crneaylolme oCHOBHbIE noTpebuTe-
NbLCKWE CBOWCTBE 3Toro atana:

- OOCTYNHOCTL CNyX0bl;

- CBOEBPEMEHHOCTE U (MNN) CKOPOCTE BeINONHEHWA paboT;

- Ka4ecTBO BLINOMHEHUA paboT,

4.2 MokasaTenu KavecTBa ycnyrum «MexpyroponHas TenedoHHan CBA3LY

OCHOBHLIE MOKasaTenwu KadyecTBa BaHeWWMnX noTpebuTenbckMx CBOWCTB yonyrn «MexayropoaHan
TenedOHHasA CBA3LY NpUBEeAeHb! B Tabnve 1.

TabBnuua 1 — OCHOBHbIE NOKA3ATENW KAYECTBA BAXKHEHLLMX NOTpeBUTEeNLCKMX CBOACTR yenym «MexayropoaHan Te-
necgoHHas CBA3L»

TMokalaTenn kavecTea NpuMevaHue

MpepocTaBneHe AocTyna K ycnyre

: FTOCT P 53727 KauecTBo ycnyru «MecTtHas TenedioHHan cosisby. [NoKasaTenu kavecTsa, paa-
nen 4.2 |

- O6cnykusanve MeXAyropoaHoro eeisosa

HocTyNHOCTE COEAUHEHMS:

Hona (NpoueHT) HeaychelliHbIX NOMbLITOK AOCTYRE K COSOUHEHWID i

Honsa (npoueHT) Nons3osaTenei, BblpazvBLWX yAOBNETBOPEHHOCTL AOCTYNHOCTHIO YCIYIU NwBo ycpegHeHHan
6anneHan oueHKa

Kauectso o6cnyXMBaHNA BLI3OBOB:

i MoTepw BLI30BOB {0 PA3NWYHBIM MPUYMHAM WK B cymme) npw coeuwHeHMn 8 npe,uenax MeX(-
OyropoOHon ceTn onepaTtopa:

- [0 TO4KW NpUCOSeaAVHEHWA K 30HOBOW CETU;

- 4O TOYKM NPUCOBAMHEHWUA K MEXAYTOPOSHOW GETU APYroro oneparopa,
i = A0 TOUKM NPUCOEOMHEHUA K MEXAYHAPOAHOA CeTw;

- [10 CNpaBOYHO-UHAIOPMALIMCHHBIX CIYXE

bons (npouenT) adbdhekTUBHBIX NOMBITOK BLI3OBS

[ons (npotieHT) NonbaoBaTesnel, BulPasuBLLIMX YA0BNeTEOPEHHOCTL kauecTeoM obcnyxusaHua | Jiubo  ycpeaHenHas
: BEI30BOB HannLHas oueHka

'KauecTso A0CTaBKW NOI1b30BATENLCKON UHGOPMALIMK

Jona (NpoueHT) Bel30BOB, COMNPOBOXAABLUMXCA 06MGHOM NoNL30BaTENLCKOA Mchopmau,MeM
_HE YAOBNETBOPSIOLINX HOPMATHUBAM

Jona (npoueHT) NonbaceaTertei, BbIpas3nBLINX y,qOBJ'IeTBOpeHHOCTb KaueCTBOM JOCTaBKW No- J'Iw60 ycpeaHeHHast
Nb30BaTENLCKOW MHAFopMaLMW | GannbHas oueHka |

PacueTbl 3a ycnyry

CeoeBpeMeHHOCTh SeRCTEMA ONMepaTopa, CBA3AHHbIX C pacieTamm 3a NPeAOCTARIEHAE YCNYT!

Oons (NpouenT) cnydaes AoCTaBKM CHETOB aBOHEHTY ¢ HapyueHWEM HOPM NO BPEMEHW

i

| npaBMJ’IbHOCTb CHBTOB BbICTaBﬂHeMbIX 3a yCﬂyFVI

Hons oGOk, CBsI3aHHLIX C BLICTABNEHWEM CUETOR Ha onnaTy ycnyr (cqemB c ou.mﬁkamm Bhl-
CTABMEHHBIX HECBOEBPEMEHHO NNBO Mo HEBEPHOMY afpecy, HeBLIGTABNEHHBIX U AD.)

| O6cnyxunBaHne oGpalueHni nonw3oBatenen

D,OCTynHoch cny>1<6bl B ] )

Hons (npoueHT) yCl‘IELJJHbIX T.€. anBep,Luux K co.qepx(a'reanomy MHdJopmauMOHHomy 06M8Hy, ‘
obpaleHuis K cnyxbe

— N - S e — e —

CeoeBpeMeHHOCThb M (M) CKOPOCTE BbiNanHeHWs AeACTBURA

Dons (npougHT) oBpallieHli NoNbL3oBaTensn k onpejeneHHoR crybe, 06CnyXeHHbIX B npeae-
_ NaXx yCTAHOBINEHHbIX HOPMATUBOB, KACAKOLWMXCA ANIMTENLHOCTH BbINONHEHUA pabot
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OxoryaHue maﬁnuubf )

lNokazaTenu ka4asTea

Mpumedarue

ey

I/IchopmaTuaHOCTb (HHCbOpMVIpOBaHMB nonsaceaTenei o6 ycnyre npaBax " oﬁnsaHHocmx
¢cTopoH NMBo NpefocTaBNeHHe 3anpoLleHHOR MHAopMaLIMK), yaoBCTBe U KyTbTypa ofcnyxu-
~BaHus npu obpaileHnax nonb3osarenei:

Oona (NpoueHT) noNbaosaTenel, 8sIpa3uBLIMX y,qoaneTaopeHHoc:'rb COOTBETCTBEHHO deJop-
MaTWBHOCTbIO, YOOGCTBOM, KyNbTypon oBcnyxuBaHua NiGo B Lief oM [AeATenbHOCTEI CNyx6

onepartopa npu oBpalleHny K HAM

vBo  ycpegHeHHas |

HannbHaA oueHka

Texnuueckan nogaepxka ycayra

LocTyNHOCTE CRyX0bI:

Lons (NpoueHT) yenewHsIX, T.e. NPUBEALLNX K CoAepxaTensHOMY MHOPMaLMOHHOMY oBMeHy,
oBpallenuii k cnyxbe

CBOEBPEMEBHHOCTL W (MnK) crOPOCTE BbINONHEHUA paGOT

fons peMoHTHLIX paboT NPy aTKasax pasnuYHbIX BUAOR, BLINOMHEHHLIX B npe.qenax ycTaHoB-
NeHHbIX CpOKOB

Ka4ecTBO BbINONHEHUA pa60T

- fons (NpoUeHT} NOBTOPHLIX (T.€. B NpeJenax CPOKa rapaHT M PeMOHTHBIX paboT) 3asBneHui
nonb3osareneil o HEMCNPaBHOCTHX

MHTerpaanan OLIeHKa KavecTBa ycnyru

| [ons (NpoLeHT) nosib3osaTenel, BsipasvBLmX y.ElOBﬂeTEIODEHHOCTb KauecTROM ycnyrm B Ue-
i oM

! J'IMGO pre,D,HeHHaFl
[ BannsHan oueHKa
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BunGnuorpacmna

[1] MpaBuna okasaHuA ycnyr MeCTHOW, BHYTPU3OHOBOW, MEXOYIOPCOHOW M MEXOyHapoOHOo# TenedoHHON CBA3W.
(YTeepkOeHb NocTaHoBNeHWeM [pasutenscTea Pocecuiickon @enepalnn ot 18 mas 2005 r, Ne 310)
[2] denepanbHbii 3akes PG ot 07.07.2003 r. Ne 126-®3 «O ceRav»




