Y TBepKIEeHO Y1BEpKACHO

Hupextop MyHHIUIIATEHOTO Benymuii vHXEHEp 3JIEKTPOCBSI3U
aBTOHOMHOTO Tasnuuckuii paior MIITOT
0011e06pa30BaTEIHHOTO r. Up6ut [TAO «Poctenexom»

yapexnenus "Cpenrss
o6me06pa303aTenBHaﬂ rirkosta Ne

i /

3arpyz[HeHKO O.B.

iy anpesrx 2020 T.

PEIJIAMEHT B3AVMOIENCTBUA
ITAO «Pocrenekom» # MyHHUIATTATEHOE aBTOHOMHOE
ob61eo6pazoBaTensHOe yuapexxaenue "CpenHss
ob1eobpasoBarenbHas mxomaa Ne 11"

Hcnonnurens TTomyuarens
1 TEXHUYECKOM MOAACPIKKHU KadyecTBa yCIYyT nmepeaavyd JaHHbIX, OKa3bIBACMbIX

10 rocyapcTBeHHoMy KouTpakTy Ne 0173100007519000082 144316

r. Mockga, 2020 T.



1. OO0umme noJIoXKeHUS

1.1 HacTosimM JIOKyMEHTOM YCTAQHABIIMBAETCS IOPSANOK B3aUMOIEHCTBHS
TEXHUYECKUX CIyx6 Vcmonautens (nanee VICIIOMHUTENb) W TEXHUYECKUX CIYkKO
Tlonyqatens (nanee IlomyuaTens), IOPAIOK SCKANAIME TIPH YCTPAHEHHH IIPOOIeM
¢ ycIyraMH CBS3M B pamMkax [ OCyJapCTBEHHOTO — KoHTpakra N
0173100007519000082_144316.

1.2 CocTaB, TEXHUYECKHE XapaKTEPUCTUKU U MapaMeTphl yCIyT ONpeNesieHbl B
COOTBETCTBYIOLIEM | OCYIapCTBEHHOM KOHTpakTe W TeXHWYECKOM 3a[aHWH,
KOTOPOE SIBJISIETCS IPHIIOyKeHreM K ['ocy 1apcTBEHHOMY KOHTpAKTYy.

1.3 CTopossl 0OMEHHMBAIOTCsSL BCedl HeoOXomuMo#d wmHpopMmanuedt — Iys
peanm3alyy KOHCTPYKTHBHOTO B3aUMOJCHCTBUA, B pamKax OOCCIeYeHHA
rapaHTHPOBAHHOT'O Ka4eCTBa yCIIyT.

2. KOHTaKTBI TEXHUYECKUX CITYXO ISl B3aUMONEHCTBUS

BzamMoneiicTBue 1m0  Bompocam  obecmeueHuss — GecmepeGoiHOTO
QymkuunonupoBanus IlomydaTens OCYIIECTBISIETCS MEXAY  TEXHUYECKUMHU
ciyx6amu [lomyuarens u McrmonHuTens, KOHTaKThl KOTOPBIX yKa3aHbI B mn2.l u
11.2.2 COOTBETCTBEHHO.

2.1KontaxTs! Ilomydareiis

OTBeTCTBEHHBIH Tenedon e-mail
CrrenmanueT mo pabore ¢ | Tem.:ficé “rowi v | KpyrimocyTodHo:
TEXHUIECKUMU [PETEH3UAMHU | Tel.: SEZ0S @p1ocE rie
(cMeHHBIH) HaTlpaBIeHUs o !
paboTe C TEXHUICCKUMHU ‘

IPETEH3USIMU

2.2 Koutaktel Ucrionuureins

OTBeTCTBEeHHBIHT TenedoHn e-mail

Crmenmamuer 1o pabore ¢ | 8-800-302-21-11 | Czo ural@ural.rt.ru

TEXHUYECKUMU MIPETCH3USIMU
(CMEHHBIM)  HampaBleHHS  IIO
paborte c TEXHUYECKAMHU
IIPETEH3UAMHU

2.3 BzaumoneiictBre CTOPOH OCYIIECTBIsIETCS pexuMe «24x7» (24 gaca B
cyTku, 7 nHel B Henenmo, 365(6) mHEH B rofy), ¢ UCIONB30BAHMEM HMEIOLIMXCS
cpencTB  CBsi3u: TeledOH, OJIEKTPOHHAs I0YTa, COITIACHO KOHTaKTHOM
nHpOPMALUH, TpefocTaBleHHol CTopoHaMH IPYT APYTY.

2.4 Tlomy4aTens caaeT 3asABKH Ha HEUCIIPAaBHOCTH VICTIOMHUTEIO.

ITocie IpoBeeHvs TIEPBUIHON TUArHOCTHKY VICTIOMHUTENs OTKPEIBAET TT
u coobmaeT HoMep [lomyqaTento.



2.5 CTOpOHBI CBOEBPEMEHHO NPENOCTABIIIOT IPYI APYIY uH(OpMALHIO 00
H3MEHEeHIMM KOHTAKTHBIX JNaHHBIX OIIEPATHUBHBIX CIIyX0, & TakKe KOHTAKTHBIC
Jl@HHBIE PYKOBOJICTBA TEXHUYECKUX MOpa3IeeH i CtopoH. ‘

3. [TopsitoK B3aMMOJEUCTBISI CTOPOH

3.1 WcmonHWTeNs O6S3aH NPUHAMATh W PETHCTPHPOBATh OOpalleHHs
Tlonydatens, CBS3aHHBIE C BRIABIEHHEM IIPOOIeM Ha KaHaylax [Tosrygarens.

3.2 O6pamenus ot Ilomy4yarens pPETUCTPUPYIOTCA B 0aze [aHHBIX
ABTOMATM3MPOBAHHONW  CHCTEMBI  YIPaBICHHS npoGneMaMu.  3allUCh,
chopMupoBaEHas B 0ase JAHHEIX, HICHTHQUIMpyeMas €¢ HOMEpOM, HOCHT
nasparue Trouble Ticket (nanee TT).

3.3. Tlomyuarens mpu obpamieHud K VICIONHUTENIO MepenacT cooOl1ieHue,
cofiepiKaiee ClIeIyroLIe CBEICHI:

- Ha3zpanue xoMmaHuu

- VHuKanbHEH naeaTidukarop TlorydaTens yKa3aHHBIH B aKTE IPUEMKA

- Teorpaduueckuit Anpec O6nekta Ilomyaarens;

- TTogpo6HOE omucaHne IPOOIEMBL:

- raTa ¥ BpeMsi BOSHUKHOBEHHA IPOOIEMBL,

- KPUTHYHOCTH IIPOOIEMBI (HEAOCTYITHOCTD WM yXy IIICHHS KaJecTBa);

- Pe3ynbTaThl MepBUYHOM AUarHOCTHKY (ping, trace) ¢ ykaszanueM IP-ampeca
o6opynosanust ITons3oBarens (py Ux HaJIMYIHN);

- ®UO ¥ KOHTAKTHBIE NAHHBIE IIpe/IcTaBuTells [1oTydaTens Ha 00BeKTe;

- TI0 BO3MOXXHOCTH - HAJIMYUE JJIEKTPONUTAHNUA:

- B moMetnennu llomy4darens,

- Ha OKOHEYHOM obopynoBaHuu IlomydaTens;

- [0 BOBMOKHOCTH, MH(QOPMAIIHIO O BHELIHEH HHIUKAIMA Ha 000pYyI0BAHHIH
Wcnonuutens u [Tomygarens.

- [0 BO3MOXHOCTHM, HH(GOPMAIMIO O Iepe3arpyske 00OpyNOBaHHMS
Wcnonuutens u Ilomy4yarens.

3.4 VIcONHWTENs PErHCTPUpYeT IpobieMy W B TedeHHe 15 MUHYT C
MoMmenta  oOpamemms  Ilomydarems — coobmaer — IlomydaTemo  HOMEP
3apeructpupoBanHoro TT.

3.5 Ilepron HEHOCTYIHOCTH YCIYTH WM YXYAIICHUS KadecTBa YCIyIH
HauMHAeTCS ¢ MOMeHTa obpamierust ITomydaTens K VICTIONHUTEIIO.

3.6 Tlocme peructparmu 1T VIcmomHATEIbs HPOBOIUT TIPOBEPKY IO
mocTynuBmemMy —obpamenmio. Ilo  pesyipTartam [POBEICHHOM  IPOBEPKU
WcnonuuTtens uadopmupyet Ilomygarens.

37 B cnydae  HEoOXOAMMOCTH  BOCCTAHOBIICHHA KaOeIpHOM
MHPPACTPYKTYPHI HOPMATHBHBIE CPOKH PEIICHI HHIHICHTA 48 qacoB.

3.7.1. B ciydae HeOOXOXMMOCTH 3aMEHBI 000PyI0BaHNS:

3.7.1.1. Jlis 06OpyIOBaHKs PACIIOJOKEHHOTO Ha TIIOMIAAKaX MCIIOTHITEILA
HOPMATHBHBII CPOK pEIIeHNs NHIUICHTa 48 gacoB.



3.7.1.2. JIna oGopyHnoBaHWs PACIONIOKCHHOIO Ha IUIOIIAKaX IT0ITydaTells
HOPMATUBHBIA CPOK PEIICHMS HHIUACHTA 2 pabouwx [HA, TPUA OPraHK3AIUN
HOCTyIa co cTopoHbI ITorydaTerns.

3.8 B ciysae He OOHApyXCHH npobieMbl B 30HE OTBETCTBEHHOCTH
VcronuuTeNs, VICIONHWTENb 3ampaliiBaeT JOMONHUTCIBHYIO IIArHOCTUKY
npoGiemsl y IlomydaTess.

3.9 Ucnonuutens nepeBomut 1T B 30HY OTBETCTBEHHOCTH INonyuarens
(TTproCcTaHaBIMBAET) B CIIydasiX:

B xome ycrpaHenuss TT mpu HEOOXOIMMOCTH obeclieyeHuss NOCTyIa Ha
o0nekT Ilomyuarens;

B xome ycrpaHenus TT mpu HEOOXOIMMOCTH 3ampoca K IMoxygatenro o
JIOTIONHATENBHON TpPOBEpKe PabOTOCTIOCOOHOCTH  CHCTEM KH3HEOOeCTIEUCHHS
obopymoBaHUS (SJEKTPONUTAHKE, KOHTMIIHOHNpOBanue) Ha o0bekTe [omyuarerns
B CIIydae OTCYTCTBHS MOAOOHOM uabopmanyy npy caade TT MICIIONTHATEO MIH
HOSBIICHHH JOMONHATEIbHBIX OOOCHOBAHHBIX MOIO3PEHUH Ha OTy MPHIMHY
HepabOoTOCIIOCOOHOCTH YCIIyTH B paMKax JIOKani3aliu TT;

B xome ycTpamenuss TT mpu HeoOXOMUMOCTH 3alpoca K ITomyuaTens Ha
IIpOBEIICHHE TOTONHATENBHON NMArHOCTAKY Ha obopymoBanuy Ilomydatens AJd
nokanmu3anuy mpuduHel TT .

~ Tlo pesynabraraM JOKalW3alUl W YCTPaHCHHUS TT, xorga COBMECTHBIMH
NeficTBUSME BBISBIEH (AKT IPMYMHBI IPOOTEMBI B 30HE OTBCTCTBEHHOCTH
[Tomy4gaTes.

TT mpoBoAMTCS B 30Hy 0TBeTCTBeHHOCTH ITomydaTers TONbKO IpH yCIOBHH
IIPE/IOCTABNCHUsT aPTYMEHTHPOBAHHBIX ~IOKA3aTelbCTB  OTCYTCTBUA mpo6sieM
(IMArHOCTHKK) CO CTOPOHBI VICTIONHUTEIS.

W3 mepuoja HENOCTYIHOCTH YCIyTd B TT wunu BpeMEHH pPEIIeHUA
npo6aemsr mist TT ¢ yXy/eHreM Ka4ueCTBa BEITUTACTCA BPEMA HaxoxaeHus 1T B
30He oTBeTcTBeHHOCTH [lomydaresns.

ITo pe3ysnbTaTaM JOKaJIM3alUd U YCTPAHCHHS TT, xorga COBMECTHBIMU
neticTeusMu CTOPOH BBISBIEH (akT HPHYMHEL IPOOIEMEI B 30HE OTBETCTBCHHOCTH
TTomydaTens, CIUTAIOTCS TIONHOCTBIO B 30HE OTBETCTBEHHOCTH [Toyuatens U He
y9acTBYIOT B JalbHEHIIEH CBEPKE IIPOCTOLB.

310 HewncnpaBHOCTh CYHTAETCA YCTPaHCHHOH, KOT/Ja Ycmayra roroBa K
SKCIUTyaTalldd | e§ OKCIUTyaTalMOHHBIC XapaKTEPUCTHKH  COOTBETCTBYIOT
rapaHTUPOBaHHBIM VICTIONHUTENEM IapaMeTpaM.

3.11 BpemeHeM BOCCTAaHOBIIEHHS IApaMETPOB yCIyrH CHATACTCH BpeMs
(haKTHYeCKOTrO BOCCTAHOBIIEHHS] 9KCILTYaTAlIMOHHBIX XapAKTEPUCTHK YCITYTH.

3.12 VcTpaHWB HEHCIPaBHOCTb, VICTIONMHHUTENH HANPABIIACT MIICHEMEHHOE
yBemoMIeHHe 00 YCTPAHEHHH HEWMCIPaBHOCTH — Ha SIIEKTPOHHBIA  azpec
ortseTcTBeHHOTO Nrna [Tomydarens, (uuunuaropa TT) ¢ ykasaHreM:

- omepa TT;

- IpWYHHBL HEUCIIPABHOCTH U NPEINPUHATEIX JIEACTBUN;

- 30HBI OTBETCTBEHHOCTH;

- BpeMeHU BOCCTaHOBIICHHL.



45. B ciydae apryMeHTHpOBaHHOTO  Bo3paxkeHus [loaydaTens,
00BSIBJIEHHOE BpeMs IIPOBEICHUS paboT NOJIKHO TIOMJIEKATH IIEPECMOTPY.

4.6. IIpy mmaHUpoBaHWU PabOT WM BO3HUKHOBEHHWHU aBapuu VICIONHHUTEND
00s3aH PacCMOTPETh AIbTEPHATHBHEIM BapHaHT OKa3aHWsd YCIyr Ha BpeMsd
IPOBENECHUSA IUIAHOBBIX DPAabOT WM Ha BpeMsl BOCCTAHOBJEHHS OCHOBHOTO
BapHaHTa OKa3aHUs Y CIIyT.

5. ITopsimox nH(GOPMUPOBAHUS PYKOBOACTBA

5.1. CtopoHsl HHOOPMUPYIOT COOCTBEHHOE PYKOBOACTBO O XOJ€ PEUICHHS
npoOneMbl M, IPH HEOOXONUMOCTH TIONyYeHMS TIIOMOIIM PYKOBOJACTBA,
3CKaIMPYIOT eMy Ipobiemy. MHpopMupoBaHWE W 3CKajalysi IIPOU3BOLUICA C
JTOKyMEHTHPOBaHUEM (110 e-mail) unu yerHo (1o TenedoHy) - mpu HeoOXOMUMOCTH
HEMEJICHHOT'O BMEITIaTeNbCTBA.

5.2. AIMUHHUCTpAaTHBHAs 3CKalallisl pa3pelleHus] aBapUMHBIX CHUTYaIMi Y
Ucnomuutens u y Ilomydarens mnpusenesa B Tabmume 2 u Tabmume 3
COOTBETCTBEHHO.

5.3 Ilepexon 4epe3 ypOBHHU 3cKanaluy 0e3 yBEJOMJICHHS MPEIBILYIIEro
YPOBHS HE JIOITyCKaeTCs.



