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MNpepucnosue
1 PA3SPABOTAH YupexgaeHueM «LleHTp cepTudmkaumm ycnyr cBasm»

2 BHECEH YnpaBsneHuem pa3BuTus, MHPOPMaLNOHHOIo obecrneyveHns nakkpeantalumm degepasibHOro
areHTCcTBa Mo TEXHUYECKOMY perysimpoBaHunio 1 MeTposiornm

3 YTBEPX/EH W BBEJIEH B JEVCTBUE MMpukazom defepanbHOro areHTCTBa N0 TEXHUHYECKOMY
perynnpoBaHuio n MeTponorum ot 27 aekabps 2012 r. No 2091-ct

4 BBEJEH BINEPBbIE

5 NEPEN3OAHUE. OkTabpb 2019 r.

MpaBuia NpUMEHEHNsI HAcCToAL ero cTaHgapTa yCTaHOB/IEHbl B cTaTbe 26 ®efepasibHOro 3akoHa
oT 29 uoHA 2015 r. No 162-d3 «O cTaHgapTusauumn B Poccuiickoin ®epepaunmn». VIHDopmauns 06 un3-
MEHEHUAX K HacCTOsALWEMY CTaHAapTy Ny6/IMKyeTCs B eXerofHoM (Mo COCTOSIHUI0 Ha 1siHBaps TeKyLl,ero
roga) MHPOPMAaLMOHHOM yKasaTene «HauuoHanbHble CTaHA4apThl», a opUUNANbILWA Te KCT U3MEHEHWI
M NonpaBoOK — B €XeMeCsiYHOM MHChOpMaUMOHHOM yka3aTene «HaumoHanbHble cTaHAapThi». B cnyvae
nepecmoTpa (3ameHbl) N OTMEHbI HACTOALLErO CTaHAapTa COOTBETCTBYHO LU ee yBeJoMNeHne byaeT
ony6/1MKoBaHO B GmKalillemM BbIMYCKe eXeMEeCSYHOro MH(OPMALMOHHOMO ykasaTens «HauuoHanbHble
cTaHpapTbi». COOTBETCTBYHO LW as MHOpMaLUs, yBeAOMIEHNE N TEKCThl pasmMelLalnTcs TakKe B UH-
dhopMaLmMoHHOl crucTeMe obLero nob3oBaHUA — Ha ouuManbHOM caiiTe ®egepanbHOro areHTcTBa no
TeXHUYECKOMY PeryimpoBaHvio 1 MeTponornun BceTn MHTepHeT (mvw.gost.ru)

© CraHgapTvHdopM. odopmieHne. 2014. 2019

Hacroswuii ctTaHfapT He MOXeT GbITb MOTHOCTLIO UM YACTUYHO BOCNPOU3BEEH, TUPaXUPOBAH U pac-
MPOCTPaHEH B Ka4YeCTBe 0hMLMaILHOTO N3aaHus 6e3 paspelleHnst defepasbHOro areHTcTBa No TeXHUYecko-
MY peryanpoBaHuio U MeTposiorum
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HALULWOHANBbHBIWN CTAHOAPT POCCUMCKOMN OSGELEPALUNMN

KAUECTBO YCNYIWN «4OCTYMN B MHTEPHET»

lNoka3saTenu kayecTtsa

Quality of service «Internet access». Quality indices

Jata BBegeHns — 2014—01—01

1 O6nacTb NpUMeEHeHns

HacToAwmii cTtaHgapT ycTaHaBNMBaeT HOMEHKaTypy OCHOBHbIX MokasaTeneil kavectsa ycnyrun «flo-
CTyn B VIHTEpPHET», PEKOMEHAYeMbIX A4 Leneil ynpaBneHns ka4ecTBOM YC/yr CBA3M U COBEPLUEHCTBOBAHUSA
06cnyxuBaHua nonb3oBaTeneli ycnyramm cBsisu.

HacTosAwwii ctaHgapT npefHasHayeH A8 UCMOMb30BaHUS NPeaCcTaBUTENSAMU TOCYAAPCTBEHHbIX opra-
HOB. OCYLLLECTBAAIOLWMX peryimpoBaHme B 06/1aCTv CBA3W, Hay4YHbIMW 1 NPOEKTHLIMU OpraHn3auusaMm npu pas-
paboTKe 1 NPOEKTUPOBaHUN ceTell U cnyx6, Npu pa3paboTke CTaHAAPTOB B 06/1aCTU CBSA3N, XO3AWCTBYOLWUMMN
cy6bekTamu, AeiCTBYOWMMN B 061aCTV OKasaHust yciyr AoCTyna B VIHTEPHET, KOHTPONMPYOLMMK NX opra-
Hamu. BK/lOHas opraHbl cepTudinkalmm, a Takke nosb3oBaTeIsiMn ycayramu CBaAsu.

Ha ocHoBaHMM faHHOro cTaHAapTa X03sUCTBYOLWMMUY cybbekTamu, feiicTBYOLWYMN B 061acTv npeao-
CTaBNIEHUA yCNyr focTyna B VIHTEpHET, MoryT paspabartbiBaTbCA COOCTBEHHblE (BHYTPEHHME) HOPMATUBHbIE
[OKYMeHTbI, onpegensioLe cucTeMy nokasaresneil kayecTsa Ha yciyrv goctyna B VIHTepHeT.

HopMbl, KOHKpeTHble TpeboBaHWsA K nokasaTensiM kayecTBa, METOAbl UX KOHTPONS (OLEHKU) AOSKHbI
6bITb ONpefenieHbl COOTBETCTBYIOLE HOPMATUBHOW [JOKYMEHTaLVel, YTBEpPX4aeMoil B yCTAHOB/IEHHOM MO-

psiake.

2 HopmaTtuBHbIe CCbINKN

B HacToALleM cTaHAapTe UCMOMb30BaHbl HOPMATUBHbBIE CCbINIKM Ha creyolme cTaHfapThbl:
FOCT P 53731—2009 KauecTBO ycnyr cBA3u. TepMUHbl 1 onpegeneHus
FOCT P 55388—2012 OueHka kayecTBa yC/yr Ha OCHOBE MHEHMWI noTpebuTenei

MpumeyaHune — Tlpy NOMb30BAHNN HACTOALWMUM CTaHAAPTOM LenecoobpasHO NpoBepuUTb AeiicTBME CCbl-
NIOYHbIX CTaHAapPTOB B MH(POPMALMOHHOW cucTeMe o6LiLero nonb30BaHMA — Ha oduumnanbHOM calite PefepasnbHOro
areHTCTBa MO TEXHUYECKOMY PerysimpoBaHuio 1 MeTpoaornn B cetu VIHTepHET Uan nNo exerogHoMy MHopMaLuoHHOMY
ykasaTtento «HauynoHanbHble CTaHAapPTbl», KOTOPbIA 0Ny6/1MKOBaH NO COCTOAHUIO Ha 1 SHBapsA TekyLwero roga, u no Bbl-
nyckam exemecs4yHoro MHMOpMaLMOHHOTO ykasatens «HauuoHanbHble CTaHAapThl» 3a Tekywuii rog. Ecnn 3ameHeH
CCbIJIOYHBIV CTaHAapT, Ha KOTOpbI/i AaHa HefaTUpOBaHHas CCbiNka, TO PEKOMEHAYeTCs UCMNO/b30BaTh AeiCTBYOL Y0
BEPCUI0 3TOro cTaHAapTa C y4eTOM BCEX BHECEHHbIX B AaHHYI0 BEPCUI0 U3MEeHEeHWIH. ECnn 3amMeHeH CCbIIOYHbIA CTaH-
[apT. Ha KOTOpbIN AaHa AaTtupoBaHHas CCblfika, TO PEKOMEHAYEeTCS UCMNOo/b30BaTh BEPCUIO 3TOrO CTaHAapTa C ykasaH-
HbIM BbIllE FOAOM YTBepXAeHUA (NpuHATUA). Ecnn nocne yTBepXAeHUSA HACTOsWero cTaHAgapTa B CCbIIOYHbIA CTaH-
[apT. Ha KOTOPbIA faHa AaTupoBaHHas CCbiika, BHECEHO M3MEHeHUWe, 3aTparmBalollee nojoXeHne, Ha KoTopoe gaHa
CCbl/lka, TO 3TO MOJIOXEHUE peKkoMeHAyeTcs NPUMeHATb 6e3 yyeTa [aHHOro W3MeHeHusA. Ecnn ccbinouHbll cTaHaapT
OTMeHeH 6e3 3ameHbl, TO NOoJI0XeHNe, B KOTOPOM fAaHa CCblslIka Ha Hero, pekoMeHayeTcs NPUMEHSATb B 4acTu, He 3a-
TparvBaloLeit 3ry ccbiiky.

M3paHue odpuymansHoe
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3 TepMuHbI 1 onpeaeneHns

B HacToswem ctaHaapTe npumeHeHbl TepMuHbl no FOCT P 53731. a Takke cnegylowme TepMUHBI C CO-
OTBETCTBYOLWUMU OnpeaeneHnaMu:

3.1 ycnyra «Jloctyn B NHTepHeT»: COBOKYMHOCTb AE/CTBWIA onepaTopa CBA3U MO NOAK/IHYEHNI0 0KO-
HeyHoro o6opyAoBaHNA UK TOKaNbHON ceTU NoMb30BaTeNs K CETV onepaTopa 1 o6ecneyeHmno BO3MOXHOCTU
JocTyna nosb3oBaTtento k pecypcam v ycnyram VHTepHeT (Beb-cnyxbam, nepegaye caiinios no npoTokony
FTP n gp.).

3.2 NHTepHerT (Internet): KomnbloTepHasn ceTb, NpeAcTaBnsiowas coboin rnobanbHylo cuctemy coegu-
HEHHbIX KOMMNbIOTEPHbIX CeTel, NCNob3yLWwux cTek npotokonos TCP/IP gna nepefaun/obmeHa AaHHbIMU.

3.3 hyHKLUMOHaNbHas HafexXHoCTb: MoTpebuTenbckoe CBOMCTBO, COCTOSALEE B 06ecneyeHnmn onpe-
[JeneHHol cTeneHn yBepeHHOCTU B OTHOLUEHUWN BbINOMHEHNA (OYHKLMM B paMkax 3afiaHHOro nHTepBana Ha-
6nogeHnii (He3aBNCKHMO OT CKOPOCTM WU TOYHOCTK).

3.4 LOCTYNHOCTb COefjMHEHNA: BO3MOXHOCTb YCTAHOBNEHNS COeAUHEHNA B paMKax onpefeneHHbIX
[0NycKOB W ApYrux 3afaHHblX YCI0BUA NO 3anpocy Nosib3oBaTens.

3.5 npouecc Bxoga B cuctemy: MHOrowaroBblii NpoLecc, KOTOPbIA BKIOYaeT aBTOPU3aLmnio 1 ayTeHTU-
dvKaumio, Tak xe Kak 1 apyrue 3agayu 3anycka cuctemsl, C Liefbio NpeocTasBeHns Mnosb3oBaresio foctyna
K ycnyram wam pecypcam.

4 KauvecTtBo ycnyrmn «Jloctyn B VIHTEpHET»
4.1 O6uiee onucaHne ycnyru

4.1.1 Ycnyra «[locTyn B VIHTepHeT» BK/OYaeT ABe cocTaBfswme — npegoctaBneHne husnyeckoro n
Jiornyeckoro goctyna.

4.1.2 dusmyecknit 4OCTYN COCTOUT B (DOPMUPOBAHUN @BOHEHTCKON NMHUN WU NOLK/HOYEHWUN C ee MOMO-
bl MO/b30BAaTE/ILCKOr0 (OKOHEYHOro) 060pyA0BaHNA K Y31y CETU nepefjayun AaHHbIX Nnbo B obecneveHnm
BO3MOXHOCTU MOAKMNOYEHNA K Y31y CETV nepefayn AaHHbIX C UCNONb30BaHNMEM TenetOHHOIo UM MHOTO CO-
eNHeHus.

4.1.3 Jlornyecknin 4OCTyn 3aknoyaeTcs B 0becneyeHnn naeHTudmvkaluy nonb3osarens gnsa npefocras-
JIEHNA eMy BO3MOXHOCTU MOJIb30BaHNA yCnyramMmn u pecypcamu cetn VIHTepHer.

4.1.4 ®dn3nyeckuii 4ocTyn B IHTEPHET MOXET OCYLLEeCTBNATLCS:

a) C NCnoNb30BaHNeM NPOMEXYTOYHOV KOMMYTUPYEMOIi CETU, B KOTOPOW OpraHn3yeTcs KOMMyTUpyeMoe
U HEKOMMYTUPYEMOE COefIMHEHME;

6) 6€3 MCMob30BaHNA NMPOMEXYTOYHOMW KOMMYTUPYEMOI CeTu.

4.2 TlokasaTenu kayecTsa ycnyru «octyn B VIHTepHeT»

4.2.1 leATenbHOCTbL MO OKa3aHuio ycryrn «loctyn B VIHTEpPHET» BK/IHOYAET CriefytoLme OCHOBHbIEe 3Tarbl:

- npefBapuTenbHbIiA aTan:

- CO6GCTBEHHO OKasaHue ycnyru;

- pacueTbl 3a ycnyry;

- o6cnyxnBaHue obpalleHunii nonb3oBaTeneii;

- TEXHWYECKYI0 MOAAEPXKY YCyru.

4.2.2 MpepaBapuTenbHbIA 3Tan BKIOYaeT NPeAKOHTPaKTHYI AeATeNbHOCTb (Mogaya nosib3oBaTenem 3a-
ABNEHNSA. NPOBEpPKa TeXHNYECKOV BO3MOXHOCTM, 3akK/loueHne JoroBopa 1 Ap.) v nogkatyveHne ycnyru (0T Mo-
MeHTa 3ak/loyeHns JoroBopa A0 MOMEHTa, KorAa nosib3oBaTte/lb MOXeT BOCMO0/1b30BaTbCA YC/Yroi B NOTHOM
06beme). K aTomy aTany Takke MOXHO OTHECTU AEeCTBMSA N0 M3MEHEHUI0 YC/TIOBUI KOHTPaKTa, NOAKII0UYEHUIO
[ONONHUTENBHBIX YCAYT 1 Np.

Mokasatenu kayecTBa ycnyru, xapaktepusylolwme npefBapuTesibHblii aTan npefocTaBneHus ycnyru,
OLieHNBAIOT crlefyloLie OCHOBHbIE MOTPeOGUTeNbCKMe CBOMCTBA 3TOro aTana:

- CBOEBPEMEHHOCTb U (MU/1M) CKOPOCTb BbIMOSIHEHNS PaboT;

- YA06CTBO U KyNbTypy 06CY)XUBAHUS.

OTO nokasarenu:

«[lons (NPOLEHT) 3asBOK, BbIMO/IHEHHbIX B Npefenax ycTaHOBMEHHOV HOPMbl BPEMEHU BbINOMHEHUS
pa6oT»:

«fons (NpoueHT) nonb3oBaTtesneli, yA0B1ETBOPEHHbIX KAYECTBOM 06CAyXuBaHUS (Mo pesynbTatam
onpoca nosb3oBaTeneii)».

2
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4.2.3 MNokaszaTenn KayecTBa yCnyru, xapakTepusyruine atan CO6CTBEHHO OKa3aHWs YCyrn B LUTATHOM
pexume, OLEHUBAKT c/liefytoLine 0CHOBHbIE NOTPEOGUTE IbCKME CBOCTBA 3TOro 3Tana:

- (byHKLUMOHANBbHYI0 HAAEXHOCTb NPefoCTaBeHNs YCyru;

- 0OCTYMHOCTb COEANHEHUS:

- Ka4yecTBO nepefayun nosib30BaTe/IbCKoi MHhopmaLuu.

4.2.4 N oueHKN PYHKLMOHA/IbHON HaAEeXHOCTU NpeAoCcTaB/eHns YCayrn UCNob3yTCa nokasaTenu,
B HaMGO/bLUEN CTENEHN OTpaXxatoLue BOCNpUATUE NOMb30BaTENEM YCYTN:

«Ko3ath hnUMEHT LOCTYNMHOCTU YCNYrM» — [0/ BDEMEHU B TEUEHNE YCTAHOB/IEHHOIO Nepuoja, Koraa
ycnyra 6bina focTynHa ANns nonb3oBarens;

«BpeMsa BOCCTaHOBMEHUA YCNYIM» — CPEeAHAA 3a YCTAHOB/IEHHbIV Nepuos NPOAO/HKUTENBHOCTb CO-
CTOSIHUSA HEAOCTYMHOCTU YCNyTu.

MpumeyvaHusn

1 BbiwenpueefeHHble nokasatenn ycnyrm Haxoasarca B I'IpFIMOVI 3aBUCUMOCTKU C NokKasaTensaMn rotToBHOCTU CUCTe-
Mbl. NpefjHa3Ha4YeHHol ANA oKa3aHusa yCnyru.

2 MprMeHeHne BblENPUBEAEHHbIX NOKa3aTeneli LenecoobpasHo, Hanpumep, B cornaweHnn o6 ypoBHe 06CnyxXu-
BaHNA MexXxay onepatopom, npeaocTtaBnAWMM yCcnyry, n nonb3oBaTtesieM npu npegoctaB/ieHUU nosib3oBaTesto AoCTyna
B VIHTEpHeT No BblAeNeHHOW NUHKUK. B 3TOM cnyyae nepuog HabnaeHns pekoMeHayeTca O4MH KaneHaapHbliA MecsL.

4.2.5 Mokasartenu, xapaxkrepusyiolime AoCTYNHOCTb COeMHEHNS, NPUMEHUMbI K BUam JocTyna, Tpeby-
oMM NpeaBapuTesibHOrO YCTaHOB/IEHNUA COEANHEHUS:

- «Koah hmLMeHT ycneLHbIX BXO40B B CUCTEMY (YCNELHbIX NOMNbI TOK YCTAHOB/IEHUSA COeANHEHNS)»!

- «Bpewms Bxofa B cUCTEMY»;

* «[lons (NnpoueHT) Nnonb3oBaTenei, ya0BNeTBOPEHHbIX 4OCTYNHOCTbIO COeAUHeHns (No pe3ynbTa-
TaMm onpoca nosib3oBaTenei)».

4.2.6 MNokasaTenu kayecTsa nepegayn nosnb3oBarTebCkoii nHdopmauun ans ycnyrun «foctyn B NHTep-
HEeT»:

- «loCcTUTHYTasa CKOPOCTb nepefaynt faHHbIX»:

- «KoathhnumMeHT HeycneLHbIX Nnepefay»:

- «3afepxka (Bpems nepegauv B ofHy CTOPOHY)».

MpumevyaHne — TMokasatenn «KoadunumeHT ycneLwHbIX BXOL0B B CUCTEMY (YCMELIHbIX NOMNbITOK yCTaHoBe-
HMA coefuHeHUs)». «Bpems Bxoda B cucTeMy». «[JOCTUTHYTasa CKOPOCTb nepefaun faHHbIx». «KoadhuumeHT HeycneLwu-
HbIX nepefay». «Sap,ep)KKa (BPEMFI nepegayn B ogHy CTOpOHy)» pekoMmeHAOBaHbI A1 OLEHKN KaYecTBa ycnyru «,ﬂ'OCTyI'I B
WHTepHeT» EBpONEiCKUM MHCTUTYTOM CTaHAapTusauun tenekommyHukaunii (ETSI) [2]. OCHOBHble NONOXeHUs ANs onpe-
AeneHnsa aTnx nokasatenei npueeneHbl B Ta6n|/|u,e 1.

Ta6nunya 1— OCHOBHble NONOXEHUA 419 NOKa3aTenei kavyecTea

MNokazartenb

KoadhhuumneHT ycnewHbIX BXOAOB B
cuctemy (ycnewHbIX MOMbITOK ycTa-
HOBNIEHUSA COeANHEHMNS)

Bpems BXoAa B cuctemy

[0CTUTHYTas CKOPOCTb Nepefaun AaH-
HbIX

KoahdhmumeHT HeycneLwHbIX nepegay

3agepxka (Bpems nepegaun B OfHYy
CTOPOHY)

Vi3mepsiemasn sennumHa

MpoueHT ycnewHbIX MOMbITOK BXoAa
B CUCTEMY 3a OnpejeseHHblii nepuog
BpEMEHU

Bpems Bxoga B cuctemy gnsa 80 %
nnn 95 % nonbiTok (80 % wnnm 95 %
nepceHTWb)

CkopocTb nepefaun gaHHbix (K6ut/c):
a) MakcumManbHasn

b) MUHUManbHas

C) CpeaHsAs 1 cTaHAapTHOe OTK/IOHEHNe

MpoueHT HeycnewHbIX NONbITOK ne-
pepaun 3a onpefesieHHbIn nepuog,
BpemeHun

Bpems 04HOCTOPOHHEl 3aepXKn, Mc

MeTpa 13mepeHws

TecToBble coeguMHEHNS

TecToBble COEAUHEHUSA

TecToBble COEAUHEHNA

TecToBble coeUHEHNSA

TecToBble coeinHeHus (onpegenset-
ca ¢ nomolybio nporpammbl PING kak
Nos0BMHA BPEMEHU MexJy MOMEH-
TOM OTNpaBkM 3x0-3anpoca K [Aeii-
CTBUTENIbHOMY ajpecy W MOMEHTOM
noslyyeHns 3axo-oTeeTa)
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PekomeHfoBaHHas NepuognuYHOCTb coopa faHHbIX — exXeKBapTasibHO.

4.2.7 Ha atane pacyeToB 3a YC/Nyru oLeHnBaeTcs NoTpebuTenbCckoe CBOMCTBO «IpaBunbHOCTL CYHETOB,
BbICTaB/IAEMbIX 3@ YCNYrv» C NOMOLLbIO Noka3aTtens «1ona cueToB Ha oNnaTy ycnyr ¢ ownbkamm (CHeToB ¢
ownbkamu, BbICTaBIEHHbIX NO HEBEPHOMY afpecy, HEBbIOTABNBHHbIX)».

4.2.8 MNokasatenn kayecTsa yCcnyru, xapaktrepusylowime atan o6cnyxmsaHvua obpalieHuii nonb3oBare-
nei, oueHnBaloT criefylolWwmne OCHOBHbIE NOTPebuTebCkMe CBOMCTBA 3TOro atana:

- [OCTYMHOCTb CNYX6, 06CNYXMBaOLWMUX 06paLleHNs Nonb3oBaTesnei:

- MHdOpMaTUBHOCTL (MOSIHOE, [LOCTOBEPHOE M CBOEBPEMEHHOE UHIOPMVPOBaHNe NoTpebuTens o npe-
[ocTaBnsieMoit ycnyre, npaBax 1 0683aHHOCTAX 06eMx CTOPOH);

- CBOEBPEMEHHOCTb 1 (MIM) CKOPOCTb BbIMOSIHEHNA AEUCTBUIA;

- YA06CTBO M KyNbTypa 06CnyXnBaHus.

K aTum nokasaTensiMm OTHOCATCS:

«Jlonsi ycnewHblX BbI30OBOB Ha TeNed OHHbI HOMep cNyX6bl MHPOPMALMOHHOW NOAAEPXKKN»;

«poueHT BbI30BOB Ha Tesiledd OHHbIi HOMep CNyX6bl MHChOPMaLVOHHOV NOAAEPXKNA C BDEMEHEM OXN-
JaHua oTBeTa onepatopa, He NpeBbIWatloLLnM YCTaHOBNEHHON HOPMbI»:

«lMpoLeHT BOMPOCOB K cNyx6e MHhopMaLMOHHON NOAAEPXKKN, PELLEHHbIX C NEPBOTO 06paLLEHUs»;

«[lons o6paLleHnin K onpeAeneHHon cnyxbe, 06CnyXXeHHbIX B Npefenax ycTaHOBNEHHON HOpMbl Bpe-
MEHMU»:

«pOLEHT NMMCbMEHHbIX NPEeTEeH3N Nofb3oBaTesneli, PACCMOTPEHHbIX B YCTAHOB/EHHbI CPOK»:

«flons (NpoueHT) nonb3oBaTenen, yaoBNneTBOPEHHbIX Ka4eCcTBOM paboThbl cnyx6, o6cnyxunsatoLLmx
obpalleHns nonb3oBartesieil (No pesynbTaTtamM onpoca nosb3oBaTteseit)».

4.2.9 MNokasaTenu kayecTBa yCcayru, XxapakTepuayrouime atan TEXHUUYECKOW NOAAEPXKKM YCNYTH, OLeHNBa-
0T cnefyioLiie OCHOBHble NOTPe6UTENbCKUE CBOMCTBA 3TOro aTana:

- [OCTYNHOCTb CNyXObl;

- CBOEBPEMEHHOCTb U (M/IM) CKOPOCTb BbINOSIHEHWA PaboT;

- KayecCTBO BbINO/IHEHNA PabOT;

- y#o6CTBO U KyNbTypy 0BCNYXUBAHUS.

K aTuM nokasatenssm OTHOCATCS:

«Jlons ycnewHbIX BbI30BOB Ha Tesied) OHHbI/i HOMep CAyXObl TEXHUYECKOI NOAAEPKKN»;

«[poueHT Npo6siem, peLleHHbIX C MepBOro obpatyeHnsa»:

«[lonsi o6paLLeHnin B cnyx6y TEXHUYECKON NoAAepXKM, 0OCNYXEHHbIX B Npefenax ycTaHOBNEHHO
HOPMbl BPEMEHN»:

«[lonsi peMOHTHbBIX pab0oT Npu 0TKa3ax pasfNyHbIX BUAOB, BbINO/HEHHBLIX B Npejenax yCTaHOBNeH-
HbIX CPOKOB»;

«[lons (NpoueHT) nonb3oBaTenei, y40BNeTBOPEHHbIX KAYECTBOM W CPOKaMU yCTpaHeHUs Heucnpas-
HocTeli (No pe3ynbTaTam onpoca nofib3oBaTenei)».

4.2.10 WHTerpanbHOI xapakTepuUCTMKO kadvecTBa ycnyrun «[ocTyn B VIHTepHeT» B LeNoM SBNseTcs
y[,0BNETBOPEHHOCTb MOJ/Ib30BaTENeN, KoTopas xapakTepu3yeTcs nokasaTenem:

«flons (npoueHT) nonb3osBaTenei, yA0B/IeTBOPEHHbIX KAYECTBOM YC/yr¥ B LiesIoM (Mo pe3ynbTartam
onpoca nosib3oBaTeneii)».

4.2.11 Ons mob6unbHOro goctyna B WHTepHeT npefcTaBfieHHas Bbille HOMEHKnaTypa nokasartenei
MOXeT ObITb AONOMIHEHA CeundYeckuMn nokasaTensiMn, XxapakTepusyowmmmn 30Hy MOKPbITUS U BO3MOX-
HOCTb COXPaHEeHUs CoefMHEHUS B ABWXEHUN. B 3TOM crlyyae nokasaTesnun, CBsA3aHHble C TEXHUYECKMM 06Cny-
XMBaHNEM abOHEHTCKOW NNHUK, credyeT UCKIUNTD.

4.2.12 lMokasartenu, xapakTepusyLine yaoBIeTBOPEHHOCTb MO/b30BaTesNiell pas/iMyHbIMKU acnekramu
oKasaHusa ycnyru n kKa4ecTBOM YC/yrn B Lie/IOM, ONpefensioTcsa no pesynbTaTam onpoca nonb3oBaTeneit, op-
raHu3yemoro n nposogumoro B cootsetcTsun ¢ FTOCT P 55388.

4.2.13 Mokasatenn «flons (NPOLEHT) 3aABOK, 0BCNY)XEHHbIX B Npefenax YCTaHOB/IEHHON HOPMbI Bpe-
MEHW BbINOSIHEHUS pPaboT» (NpefBapuTe/bHbIA 3Tan okasaHus ycnyru), «[ona obpaleHunii B cnyxby TexHn-
yeckoli NoaaepXkn, 06CMYXeHHbIX B nMpefenax ycTaHOB/IEHHOW HOPMbl BpEMEHW», «[l0Ns1 PEMOHTHbIX paboT
npu oTKasax pas/iMyHbIX BUAOB, BbINMO/IHEHHBIX B MPeAesiax yCTaHOB/IEHHbIX CPOKOB» (3Tan TEXHUYECKOW nofa-
Aepxkn). «[ona obpalleHnii K onpeaeneHHoi cnyxo6e, 06CNYXEHHbIX B Npeaesiax YCTaHOB/EHHON HOPMbI
BpeEMeHMW», «[loNa cYeToB Ha onnaty yCnyr ¢ olwmbKaMmn (CHETOB C ownbKaMm, BbICTaB/IEHHbIX NO HEBEPHOMY
afipecy, HeBbICTaB/IEHHbIX)» (3Tan obcnyxvBaHus obpalleHunii nosb3oBaTteniell) onpefensioTcs Ha OCHOBe
CTaTUCTMYECKNX faHHbIX 3a Nepuos B OAUH rof (kaneHgapHbli nnu Tekywuid). Mpn HE06X04MMOCT MOXET
6bITb ycTaHOBNEH 60nee KOPOTKUA Nnepunog (Mecsy, kBapTtan). Mokasatenb «MPoLeHT MMCbMEHHbIX NPeTeH3ui
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nosib3oBateneli, pacCMOTPEHHbIX B YCTAHOBNEHHbIN CPOK» ONpefAensieTcs Ha OCHOBE CMJIOLWHOW BbIGOPKK 3a
KaneHgapHblli rog,

4.2.14 OcCHOBHble nokasaTtesnn KayecTBa Hanbosee BaxHbIX NOTPeOUTENbCKMX CBOWCTB ycayrn «ocTyn
B VIHTepHeT» npusefeHbl B Tabnuue 2.

Tabnuua 2— OCHOBHble NoKasaTenn KauecTsa Hambosiee BaxHbIX NOTPEOUTENLCKUX CBOWCTB ycnyrn «Joctyn B UH-
TepHeT»

Jranbl oKazaHus ycnyr. MoTpedutensckue caolicTaa.
Noka3aTenu kayecTsa

MpumeyaHne
MpepBapuTenbHbIi aTan
CBOEBPEMEHHOCTb U (U/IM) CKOPOCTb BbINO/IHEHNA Pa6OoT:

[ons (NPoLeHT) 3asBOK, 06CNYXEHHbIX B NPefenax ycTaHoB/eH-
HOW HOPMbI BPEMEHW BbINOIHEHUs paboT

YA06CTBO 1 Ky/NbTyoa 06CyXNBaHUSA:

[ons (NpoLeHT) nonb3oBaTtenei, y[0BNETBOPEHHbIX KayecTBOM
o6cnyxumBaHus (Mo pesynbTaram onpoca nosb3oBaTeneit)

3Tan co6CTBEHHO OKasaHWa ycnyru

PyHKUMOHA/IbHAA HaAEeXHOCTb NpefoCcTaBeHNs yCayru:
KoadhhnumeHT 4OCTYyNHOCTU yCnyru

Bpems BoccTaHOBNEHMA yCnyrn

JlocTynHOCTb CoeAVHEHNSN:

KoadhpnumeHT ycnewHbiXx BXOAOB B cMCTEMY (YCMeLHbIX nonbl-  [1a BUAOB fOCTyna, Tpebyolwmx npegsapuTenb-
TOK YCTaHOB/IEHUS COEUNHEHUA) HOro YCTaHOB/IEHUS| COeiNHEHUA

Bpems BXoga B CUCTEMY Ons BMAOB AOCTyna, TPebylwmx npeaBapuTeb-
HOrO YCTaHOB/IEHUS| COeiNHEHNA

[onsa (NpoueHT) nonb3oBaTenei, yAOBNETBOPEHHbIX AOCTYNHO- [1s BWAOB AOCTyna, TPeGylolux npessaputens-
CTbi0 COeiMHEHNs (MO pe3ynibTaTam onpoca nonb3oBateseil) HOro YCTaHOB/IEHUS COeAVHeHNs

KauecTso nepefaun nonb3oBaTeNIbCKoi MHhopMaLuu:
JlocTurHyTas ckopocTb nepegayn AaHHbIX
KoathhunuymeHT HeycnelwHbIX nepegad

3agepxka (Bpems nepegaqun B 04Hy CTOPOHY)
PacueTbl 3a ycnyru

MpaBnNbHOCTL CYETOB, BbICTABASEMbIX 3a YCAYru:

[ons cyeToB Ha onnaty ycnyr ¢ own6kamu (CHeTOB C olumnGKamm,
BbICTAB/IEHHbIX M0 HEBEPHOMY afiPECy, HEBbICTAB/EHHbIX)

O6cnyxuBaHue obpalleHnini nonb3oBaTenei
[0CTYyNHOCTb CNyX6bl:

Jlons ycnewHbiX BbI30BOB Ha TeNnedOoHHbIi HOMep CRyX6bl WH-
hopmaLMOHHOI noaaepxXKM

CBOEBPEMEHHOCTb W (M/IM) CKOPOCTb BbINOTHEHWA AENCTBUIA:

MpoueHT BbI30BOB Ha TeNedoHHbIi HoMep cnyx6bl MHpopMauu- okasatenb, xapaktepusywuwuii pa6oTy onepa-

OHHOIi MOAAEPXKN CO BPEMEHEM OXMAaHWS OTBETa oneparopa, TOPCKMX CAyX6, MOXeT OTHOCMTbCA Kak K MHAOp-

He NpeBbIWaLW M YCTaHOBIEHHOW HOPMbI MaLMOoHHOI noafdepxke, Tak U K TEXHUYECKol nog-
fepxke
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OkoHYaHue Tabnunubl 2

Jranbl ckazaHus ycnyru. MoTpeGutensckue cBoiicTaa.
Moka3aTtenu Kavectsa

MpoLeHT BONPOCOB K CyX6e MHDOPMaLMOHHO NOALEPXKY, pe-
LUEHHbIX C NepBOro o6paLyeHns

Oonsi obpauieHuii K onpegeneHHoi cnyx6e, 06CNyXEHHbIX B
npegenax yCTaHoB/IEHHOW HOPMbl BpEMEHU

MpoLeHT NUCbMEHHbIX NPeTeH3uit Nonb3oBaTteneii, pacCMOTPeH-
HbIX B YCTAHOBJIEHHbI CPOK

[Onsi Bcex NOTPe6UTENbCKUX CBOWCTB

[ons (NpoueHT) nonb3oBaTteneil, yA0BNETBOPEHHbIX KaYeCTBOM
paboTbl cnyx6, 06CnyxuBalwLWMUX 06palleHns nonb3oBaTesnei
(no pesynbTatam onpoca nosib3oBarteneit)

TexHnyeckas noaaepx)ka ycnyru
[LO0CTYNHOCTb CNYXObl:

[onsi yCnewHbIX BbI30BOB HA TeNie(DOHHbIN HOMEpP CNyX6bl Tex-
HUYecKol nogaepxKu

CBOEBPEMEHHOCTb M (UNN) CKOPOCTb BbIMO/IHEHUA paboT:
MpoueHT Npo6iem, pelleHHbIX C NepBoro obpatyeHns

fonsa o6pauleHunii B cnyx6y TexHM4Yeckoil nopamepxku, o6cny-
XEHHbIX B Npefiefiax ycTaHOBMEHHO HOPMbl BpeMeHU

[loNst PEMOHTHbIX PA6OT NpU 0TKazax PasfMyHbIX BUAOB, BbINON-
HEeHHbIX B Mpejeniax yCTaHOB/EHHbIX CPOKOB

KayecTBO BbINONHEHUs1 paboT, yA06CTBO U Ky/bTypa 06CnyxmBa-
HUSE:

[lonsa (NpoueHT) nonb3oBaTtenei, yf0B1eTBOPEHHbIX KAYECTBOM U
CpoKaMu ycTpaHeHus HeucnpaBHOCTel (Mo pe3ynbTatam onpoca
nonb3oBaTtenei)

KauyecTBo ycnyru B uenom

Oonsi (MpoueHT) nonb3oBateseil, y40BNETBOPEHHbIX Ka4eCTBOM
yCnyru B Lenom (no pesynstartam onpoca rnonb3osartereii)

Mpumevarve

BO3MOXHbI pasnnyHbie BapuaHTbl peanusauyuu
3TOro nokasatens [ANA opraHusauuii, MMelLnx
eAVHbI LeHTp 06paboTkn BbI3OBOB, U A1 OpraHu-
3auunii ¢ MHOW CTPYKTYpOli oka3aHus MHopmaun-
OHHOW 1 TEXHUYECKOW NoaaepxXKn
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Bubnnorpadusn

Speech Processing. Transmission and Quality Aspects (STQ); User related
QoS parameter definitions and measurements: Part 1: General

Speech Processing, Transmission and Quality Aspects (STQ): User related
QoS parameter definitions and measurements; Part4: Internet Access

Cepus E: Obuwas skcnnyatauua cetn. TenedoHHasa cnyxba, yHKLMOHNpoBa-
Hue Cnyx6 n yenoseyeckne hakTopbl. KauecTBo ycnyr anekTpocBA3un: KoHLen-
LW, MoAenu, Lenu n nnaHnpoBaHne HagexHocTn paboTbl. TepMUHbI 1 onpeje-
NeHns. CBA3aHHbIe C Ka4eCTBOM YCNYr anekTpocsAsn. OnpegeneHne TEpMUHOB,
OTHOCALLMXCS K Ka4ecTBy 06CNyXnBaHms

Cepusa E: O6was akcnnyatauuma cetn. TeneoHHas cnyxba, yHKUMoHuposa-
Hue Cnyx6 n yenoseyeckne hakTopbl. KauecTBo yCnyr anekTpocBA3mn: KoHLen-
LMKn. Mofenu, Lenv u nnaHupoBaHne HafexHocTn paboTel. TepMUHbI 1 onpege-
NIeHNA. CBA3aHHble C KauyeCTBOM YCNYr 3/1eKTPOCBA3N. MPUHLMNLI U METOAUKA
onpejeneHnsa n npuMeHeHna napametpos QoS
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