PETJIAMEHT OKA3AHUSA YCJIYT IO TEXHUYECKOM MOJAEPKKE

PernaMeHT oka3zaHus ycayr 1o TeXHMUYecKOW mnoanepkke CucreMsl (najgee MO TEKCTYy —
PernmameHT CONpOBOXIEHUS) OINpeNeNsieT TeXHUYECKHe YCIOBHs mpoBeaeHuss CtopoHamu paboT 1o
TEXHUUYECKOM noaaepxke CUCTEMBI.

OIIPEJAEJIEHUSA UCITOJIB3YEMbBIX TEPMUHOB

Texnuueckasn ()OKyzweHmauuﬂ Ha 110 — TexHUUYeCKas AOKYMCHTalWA, IIOJTy4YCHHAasd 3aKa3uynkoM OT
HUcnonaurens B 6YMa)KHOM HJIN DJICKTPOHHOM BHUIC, B IOPAAKE, IPEAYCMOTPECHHOM HOFOBOpOM.

Pabouee spems Ucnoanumens — nepuon ¢ 10:00 o 18:00 mo MOCKOBCKOMY BPEMEHH IIPH MSATHIHEBHON
pabouell Henene, KPOME BBIXOJHBIX U MPA3IHUYHBIX JHEH, YCTAaHOBIEHHBIX JCHCTBYIOLIUM
3aKOHO/IATEILCTBOM.

Omeemcmeennblii 3a 63aumooeticmsue ¢ Hcnornumenem no eonpocam conpogodxcoenus 110 —
NpPEACTaBUTENb 3aKa3uWKa, OTBEYAIOUIUMM 3a OpraHu3aluio mpouecca >3kcriuryatauud CHCTEeMBI.
Kypamop 3axazuuxa — corpyaHuk VcnoaHuTens, OTBEYAOMIMI 332 TEXHUYECKYI0 OpraHU3aLNIO
npouecca conpoBoxaeHus [10 3akazuunka.

Ilpoepammuoe obecneuenue, HaxoOsaujeecs 6 HNPOMBIULIEHHOU dKChiyamayuyu — TPOTrPaMMHOE
obecnieuenne KCHUII «Bectauk», mnpuHstoe CTOpoHaMH B MPOMBIIUICHHYIO OJKCIUTyaTallUl0 B
CIEAYIOIIUX YCIOBUAX:

e [i0ciie BBINOJHEHMs VcnojaHUTEneM KOMIUIEKCa yCIyr Mo BHeApeHHto CHCTeMbl IO OTIEIbHOMY
JHorosopy mexay CTopoHamu;

® T[IOCJIC IPOBCACHUA Hcnonaureaem MMPpUEMKHU IPOrpaMMHOTO obecreueHust CI/ICTCMH, BHCPCHHOT'O
3aka3uynukom 0e3 ITPUBJICUCHUS Hcnonaurens.

Coou 6 I10 (neucnpaénocms [10) — (akT MOBTOPHO BOCIPOU3BOAMMOr0 3aKa3YMKOM HEBBIMOJIHEHUS
[TporpaMMHBIM OOecTieyeHHEM, HaXOAIMMMCS B TPOMBILIIIEHHOHN 3KCIITyaTallui, CBOMX (QYHKINH.

3Kcnﬂyamauu0HHaﬂ nﬂomadxa — HoApPa3aCJICHUC 38.1(&3‘11/11(8., SKCILTYyaTUPYOHIEC OAUH WJIIN HECKOJIBKO
OK3CMILIAPOB Cucremsl.

1. TMOPAJOK OKA3AHUA YCIAYT

1.1  VYcrpanenue HeucnpaBHocTelt u COoeB (manee — CO60eB) B mporpaMMHOM oOecrieueHuu (fanee —
I1O) Cuctemsl.

1.1.1 Curyauuu, Bo3HUKaromue y 3aka3zuvka B pesynabtare C6os B IO, wiaccupuuupyrorcs mno
CJIO’KHOCTH TI0 TIEPEUNCIIEHHBIM HIKE KaTETOPHSIM:

L4 «KpI/ITI/I‘-ICCKaﬂ» — O03Ha4YacT, 4YTO CucreMa 4YacTHYHO WM IIOJHOCTHIO HE BBINOJHSCT
OCHOBHOM (I)YHKL[I/II/I 10 3BYKOBOMY OITIOBCHICHUIO

e «Ceppesnas» — Cucrema BBIOMHSIET OCHOBHYIO (DYHKIIMOHAIBHOCTh, HO paboTaer ¢
3afepxkKkamMu. [1OMHOCTBIO MM YacTMYHO He paboraeT (yHKIMOHANbHOCT APMoB, He
3aTparuBaoIlas OCHOBHYIO (DYHKIIMOHABHOCTD;

L4 «HpO6J’ICMHa$I» — 3aKa3uuk OIMpPEaCINI HpO6JICMy HJIM TOTCHIHUAJIBHYIO HpO6JICMy, HO OHa
HC OKa3bIBACT CECPHLE3HOI'O BO3ACHUCTBHUS Ha (I)yHKI_II/IOHI/IPOBaHI/Ie CHCTEMBEL.

HepBI/I‘-IHYIO AUArHoCTUKY CUTyalluu MPOHU3BOAUT 3aka3uuk. B X04¢ MPOBCACHUMA pa60T oo
CorjiaCoBaHUIO pa60T KaTCeropusd CUTyalluu MOXKCT OBITh U3MCHEHA.
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Hns yctpanenns Vcnmomuutenem BbisiBiIeHHOro 3akazuumkoM Co6os T10, 3akazumk o0s3aH
nepenarb Mcnomaurtento ceenenus o Cooe B [10. Coobmenue o Cooe B I10 momkHO comepxaTh
CIIEYIONTYIO0 00s3aTeIbHYI0 HH(POPMAIIHIO:

® HaWMEHOBAaHHE MOJYJIS U IMyHKTa MeHIo uin Gopmsl [10, B koTopom npoucxoaut COoi;
e netanbHOE onucanue cytu Coos B [10;

® IIOCJIEIOBATEIBLHOCTh  JAcHcTBUN, mnpuBenmux kK Co6oro B IO wmmm  onucanue
MPEANIECTBYIOMUX 00CTOATEIBCTB, COOBITHH.

JomycTuMel crieayrorire crocoos! nepeaaun Menonaurento ceaenuii o Cooe B I10:
e yepe3 OHJIAHOBBIN cepBuc McmonHuTeNs;
e yepes IICKTPOHHYIO TouTy ceTu MHTepHeT cinyk0bl moauepxkku VcrmoaHuTens;

e B ciyyae HEpabOTOCIOCOOHOCTH BBIIIETIEPEUUCICHHBIX CEPBUCOB, MO TEIEPOHY «Topsuen
muHun» Mcnonnurens;

HcnomuuTenbs NpUHUMAET 3asBKH 0 yCTpaHEHHIO HeucrpaBHocTed u c6oeB B 110 ¢ 9:00 no
18:00 ¢ moHenmenpHHKA MO NATHUILY, WUCKIIOYas Mpa3JHUYHBIE NHU. B ciaydyae okoHuYaHUS
YCTaHOBJICHHOTO BPEMEHHOTO TpaduKa /Ui KaTeropuil CUTYyaIlHii:

® KPUTHYECKas» — pEIICHHE NpoOJeMbl MO OO0OKAHOMY corjiacoBaHuio VcmonHuTens u
3akasuuka npojyieBaercs nocie 18.00;

® «cepbé3Has» — pelIeHHe MPOoOJIeMbl MOXET OBITh NEPEeHEeCEeHO Ha CIEAYIOUIHH JeHb
pEerIaMeHTHPOBAHHOTO BbIIIE TpaduKa yCTPAaHEHHUS HEUCIPABHOCTEH WM TMPOJJIeBACTCS
nocie 18.00 mo o6oroaHOMY coriacoBanuto Vcronuurens u 3aKkazuuka;

L4 «HpO6J'IeMHa$[» — pCUICHUC HpO6JICMBI MEPECHOCUTCA Ha cnez[y}oumﬁ JCHDb
PETIIAMCHTHPOBAHHOI'O BbIIIC I‘pa(bI/IKa YCTpAaHCHUSA HeHCHpaBHOCTeﬁ;

[Ipu Bo3HuKHOBeHMH cuTyauuid tuna «Kputndeckas» u «Cepbe3Has» 3aka3uuk 00s3aH
o0ecrnieunTh MpPUCYTCTBHE Ha pabodyeM wmecte OTBETCTBEHHOIO 3a B3aUMOJIEHCTBHE C
HcnomHuTeneM 1o BopocaM cornpoBoKAeHNsI CUCTEMBI U BBINIOJIHEHHE UM BCEX PEKOMEH AN
U nopyueHuit corpyanukoB Mcnonnurens no ycrpanenuto C6ost B I1O B TedyeHue Bcero cpoka
npoBeseHus paboT McnonHuTenem.

OO6paboTtka 3asBOoK Ha ycTpaHeHue COOs MPOU3BOAMTCSA B 3aBUCUMOCTH OT UX CPOYHOCTH M
peann3oBaHa MO NMPHUHIMITY — B MEPBYIO ouepelb oOpabaThiBaeTcsi 3asBKa ¢ 0ojiee BBICOKOM
Kateropueil cpoyHocTH. To ecTh, B Ciydae MOJydeHHs OT 3aKa3zyHka 3asBKU C 0oJiee BBHICOKOM
KaTeropueil CpoYyHOCTH, 4YeM BBHINOJHAEMas B OSTO BpeMs 3asiBKa, TEKylHe padoThI
npekpaiatorcs. McrnonHutens HaumHaeT paOoThl MO 3asBKe C Oojiee BBICOKOM KaTeropuei
cpouHocTu. Bpems oTBera cityObl MOAJEPKKU KJIMEHTAa OCHOBAaHO HAa KAaTEropuu CPOUYHOCTH
3asBkH. VcnonHuTeNnb 00s3aH MpHU MOJyYEeHUH 3asBKHU MPEAOCTaBUTh MH(DOPMAIIUIO O CPOKAX
peueHnss npoOJeMbl, ONMMCAaHHON B 3asBKe, B TEUEHUM OJHOIO Yaca C MOMEHTa MOJIy4eHUs
3a51BKH.

B kauectBe peiCHUA HpO6JIeMBI Hcnonautenb MOXKET npeaoCTaBUTh:

® KOHCYJNbTallUU, peKoMeHaauun OTBETCTBEHHOMY 3a B3auMojelcTBue ¢ McronHuTtenem mno
BorpocaM conpoBoxaeHuss I10, ecium B pesynprare ux peamuzauun Co6oit B I1O
yCTpaHsieTcs, pU 3TOM IO coryacoBaHuto CTopoH, VcnomHuTeNnb MOXKET JUIsl YCTpaHEHUs
Co6os B 110 mpenoctaBnaTh KOHCYIbTAllUK U pEKOMEHIANHU B ouce 3aKa3zumka,

® WCHpaBlIieHHOE MporpamMmHoe obecriedenue, ecaun COooit B [1O ObuT cBsi3aH ¢ OMIMOKOW B
NpOrpaMMHOM OOECIIeYeHMH W TPU KCIOJIb30BAaHHHM HCIPABICHHOTO MPOTrPaMMHOTO
obecnieuenust Cooit B I1O ycTpansercs.
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JlomycTUMBIM BapuaHTOM peIlIeHus MpoOJIeMbl CUYUTAeTCs BHINOJHEHHE VcrmonHuTeneM Takux
NEHUCTBUM, B pe3yIbTaTe KOTOPBIX CUTYallus, BO3HHKINAs y 3aka3zuynka u3-3a Coos B [10, MmoxeT
OBITH TIepeBe/ieHAa Ha Oojiee HU3KUH YPOBEHb CPOYHOCTH. B 3TOM ciydae 3aka3umk oOs3aH
nepenath VcrolHUTeNI0 MOATBEPKICHUE MIEPEeBOa CUTYAIlMU HA JPYroil ypOBEHb CPOYHOCTH, a
Hcnonuutens 06s13aH MpoAOKUTE paboTy mo ycrpanenuto Co6os B 11O B coorBercTBHM C
HOBBIM 3asIBJICHHBIM 3aKa34MKOM YPOBHEM CPOYHOCTU CUTYAIUH.

[Tocne ycrpanenusst C6ost B 1O 3aka3zumk 00s3aH rnepenaTh VICHOMHUTENIO MOATBEPIKICHHUE
ycrpanenuss C6os B CucreMe U ONHMCAHUE BBIMOJIHEHHBIX pabOT W/WIM PEKOMEHJAIuH,
UHCTPYKIUU.

Jlopabotka mporpammHuoro obecrnieuenus (nanee [10) wim uHbopMamoHHBIX 623 CHCTEMBI.

3asBku Ha nopabotky 1O, kmaccupuuupyroTcss MO CPOYHOCTH IO MEPEUUCICHHBIM HUXKE
KaTeropusim:

e «Oco00 cpoyHas» — 03HaYaeT, YTO JaHHAsA AOPa0OTKa JIOJKHA OBITH BBHIMOJIHEHA B MIEPBYIO
ouepe/b, B KpaTyalIinii CPOK, BOSMOKHO C UCIIOIb30BAaHUEM CBEPXYPOUHBIX PadoT.

e «CpouHas» — O3Ha4aeT, 4TO JaHHas AOpabOTKa JOJDKHA ObITh BBINOJHEHA B Onukaiiiiee
BpEMS;

o «lInanoBas» — O3Ha4acT, 4YTO JaHHas1 ,Z[Opa6OTKa JOJIXKHa OBITH BBINOJIHEHA B COOTBETCTBUU
C BO3MOXKHOCTAMH McrnonHuTes.

HepBI/I‘IHYI-O AUATHOCTUKY CHUTyallUU IIPOU3BOIAUT 3aka3unk. B X0AcC IIPOBCACHUA pa60T 10
COrJjiIaCOBaHHUIO pa60T KaTeropusd CUTyallul MOXKET OBITH M3MEHEHA.

I[J'ISI BBIIIOJIHCHHA 3as4dBKH Ha ,Z[Opa6OTKy I/ICHOJIHI/ITCJICM, 3aka3yuk 00sg3aH nepeaarb
Hcnoanurento Tpe6OBaHI/I$I Ha JaHHYIO I[Opa6OTKy.

Jomyctumsl cneaytoriue crnocoOsl nepenaun Mcnonuurento ceeaenuii o Cooe B 110:
e 4yepe3 OHJIAaHOBBIN cepBuC McnomHuTens;
e uepe3 AIIEKTPOHHYIO ouTy ceTu HTepHeT citykO0bl moaep:xku Mcnonaurens;

¢ B CJIy4yac Hepa60TOCHOCO6HOCTI/I BBIIICTICPCYHCIICHHBIX CEPBHUCOB, IIO TCJ'IG(I)OHy ((TOpSI‘-ICfI
IuHUN» UCIIOHUTENS ¢ JaJbHEUIITUM NOATBEPKACHUEM YCPE3 BBIICYKA3aHHBIC CPEICTBA,

OOpabGoTka 3asfBOK Ha JOpPabOTKM TPOM3BOIUTCS B 3aBHCUMOCTH OT HMX CPOYHOCTH U
pea3oBaHa MO MPUHIMIYY — B MEPBYIO Oouepe]h oOpadaThiBaeTcsi 3asBKa ¢ 0OoJjiee BBICOKOMH
KaTeropueil cpoyHocTH. To eCTh, B Cilydae MOJyYeHHs OT 3aKa3dyHKa 3asiBKU C 00Jiee BBICOKOM
KaTeropueil CpPOYHOCTH, YEM BBIMOJNIHAEMAas B 3TO BpeMs 3asBKa, TEKYIIUE PaOOThI MOTYT
npekpamarhes. McrnonHuTens HadumHaeT paboThl MO 3asBKEe C 0ojiee BBICOKON Kareropuei
cpouHOCTH. Bpems oTBeTa City)KObI MOAICPKKU KJIMEHTA OCHOBAHO HAa KAaTErOPUU CPOYHOCTH
3asBKH. VcmonHUTENb 0053aH MPH MOJyYCHUH 3asSBKU MPEIOCTaBUTh MH(DOPMAIUIO O CPOKax
pemieHuss TpoOJIeMbI, ONMCAHHON B 3asBKE, B TCUCHHH OJHOTO paboYero JHS C MOMEHTa
noiyueHus: 3assBku (st CpodHBIX 3asBOK, MO MpochOe 3aka3zumka — B TeueHuH 1 (01HOTO)
pabouero gaca).

B kauectBe peiCHUA HpO6JIeMBI Hcnonautenb MOXKET npeaoCTaBUTh:

¢ KOHCYJIbTaluH, PCKOMCHIAIIUN OTBCTCTBCHHOMy 3a B3auMojelicTBue ¢ McnoiaHuTeneM 1o
BOIIPpOCaM COIPOBOKACHUA CI/ICTCMBI;

¢ j0pab0TaHHOE MPOTpaMMHOE 0OecrieueHue.
o CKpUIITHI WU UHCTPYKIUH JIJIs1 KOPPEKTUPOBKH HHPOPMAITMOHHBIX 0a3,

[Tocne BeIMoONHEHUS 3asBKH McnonHuTE s 00513aH nepeaarb 3aK8.3‘{I/IKy I[OpaGOTaHHYIO BCpCUTIO
CUCTCMbI W HHCTPYKIIMKO IIO €€ YCTAHOBKC. 3aka3uuk 00s3aH MMpOBECTU TCCTUPOBAHHUC U
nepeaarb Hcnonaurento MOATBCPIKACHUC BHCAPCHUSA IlOpa6OTKI/I.
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Koncynpramuu 3aka3zurka 1o BOIpocaM, CBSI3aHHBIM C dKCIuTyaTauueil CucteMsl

3aka3zunk BocTpeOyeT y McrnomHuTens KOHCyJIbTallMM 3aka3uuKa 10 BOMPOCAM, CBS3aHHBIM C
skcrryataneit Cucrembl (manee mo TekcTy — KoHcynmpranuu) mo clieayromuM KaHallaM
B3aMMOJICHCTBUS:

e 110 TeJIePOHHOU «ropsiUeh JTUHUNY,
® 110 AJIEKTPOHHOM noute cetu MHTepHeT;
e B oduce 3akazuuka win Mcrnonuurens.

HcnonauTens okaspiBaeT KoHCymbTanuu mo TenegoHHOU «ropsyel muHum» B Pabodee Bpems
Ucnomauresns ¢ 10:00 mo 18:00.

WcnonauTens npu okazanuu KoHcynbTanuii MMeeT MpaBo MOTpeOOBaTh y4acTus B Tele()OHHOM
pasroBope OTBETCTBEHHOTO 3a B3aWMojielicTBHE ¢ VcmomHuTeneM 10  Bompocam
conpoBoxaeHus [10.

3aKka3unk BOCTpe6yeT KOHCYJIBTaI_II/II/I 10 (1)aKCI/IMI/IJ'ILHOI‘/‘I CBA3HU HJIHN IIO SHGKTpOHHOﬁ II04YTC
CCTU I/IHTepHCT IIyTEM HaIIpaBJICHUS Hcnonnutenio Tekcra BOITPOCOB.

Hcnonuutens o0s3aH PACCMOTPECTL BOIIPOCHI 3aKa3‘II/IKa, C(I)OpMy.]'II/IPOBaTL " OTIIPABUTH OTBECT B
CPOK HC Ooiee ABYX pa60‘II/IX ,Z[Heﬁ C AaThl IIOJIYUCHUA TECKCTA BOIIPpOCA.

HcnonHuTenb MOXET OTKa3aTbCsl OKa3biBaTh KOHCyNbTAallMM MO BONPOCY, OTBET HA KOTOPBIN
umeetcst B Texuuueckoil gokymentauuu Ha [1O. B stom cnyuae Mcnomuutens o0si3aH JaTh
TOYHbIE YKa3aHMs 3aKa3yuKy JJid IOMcKa oTBeTa B TexHnueckoi qokymenranuu Ha 110.

2. BPEMEHHBIE ITIOKA3ATEJIN NIPEJOCTABJIEHUS YCJIYT (SLA)

2.1  BpemeHnHble nokasaresnn ycayr TeXHHYecKOH MOIIEpKKH U ONpPENesoTCs B COOTBETCTBUU C

Tabmuueii 1.
Tabauna 1. BpeMeHHbIe MOKa3aTeaH YCIYT TeXHHYeckoi noaaep:xkku 110
Bpemst ucnosinenus, 1js [IpodieM ¢ KpUTHYHOCTHIO:
Iloxazarenu
1-Kpuruuno 2-Ba:xkHo 3-Cpenne 4-He BaskHO
Bpewms otBera cnenpanucta | 1 paboumii yac | 2 paboumx yaca 6 yacoB 16 yacoB
Bpewmst tnarnoctuku 4 pabounx yaca 6 pabounx 12 pabounx 2 pabouux JHsS
4acoB 4acoB

Bpewmst npenocraBnenus 8 pabounx 2 pabouux JHS

BPEMEHHOI0 peleHus (B 4acoB

Cllyyae ero BO3MOYKHOCTH)

Bpewmst npenocraBnenus 3 pabouux aHs 5 pabounx 10 paGounx 20 pabouux

TIOCTOSTHHOTO PEIICHUS JTHEeN JTHEW JTHEH

2.2 Jlna obecriedeHUs BO3MOXKHOCTH OKa3aHMsA yciyr TexHMYecKoW TOINEpKKH 3aKa3uuk
npenocTaBisieT MICoMHUTENO yAaIeHHbIH JocTyn K oocmyxuBaemomy [10.

2.3 B cnywae ecnm ymaneHHbIM AocTyn oOecriedyeH 3aka3uMKoOM, OTCUYET BPEMEHHM HauyMHAeTcs ¢
MOMEHTa J1ocTaBku McnonHuTento 3asBKu OT 3aka3zuMka. Eciy yqaleHHBIN 1O0CTYI HEBO3MOKEH
10 TEXHUYECKUM WJIM OpPraHU3alMOHHBIM IIPUYMHAM, TO OTCYET BPEMEHM HAYMHAETCS C MOMEHTA
npubbIiTUs crnienuanucta Mcenomuurens Ha oObekT 3aka3uuka. PemieHue o Bble3se Ha OOBEKT
IIPUHUMAETCSA 110 B3aUMHOMY corjlanieHnio CTOpoH.

2.4 Otcuer BpeMeHHM IMArHOCTHUKM HAYMHAETCS IO MCTEYEHUH BPEMEHH, OTBEICHHOTO Ha OTBET
CIEIHAIINCTA.

2.5 Otcuer BpeMeHHM HPEAOCTABICHHS BPEMEHHOIO pEelIeHHs HAuyMHAETCs I0CIe OKOHYAHUS

JUAarHOCTHUKHMH.




2.6

2.7

2.8

B cnydae eciu BpeMEHHOE pelIeHHE HE MOXKET ObITh MPEOCTaBICHO, OTCYET BPEMEHU
MIPEIOCTABIICHUS TOCTOSTHHOTO PEIICHUS HAUMHAETCS MOCIIEe OKOHYaHMSI TUAarHOCTHKU.

OtcueTr BPEMCHH IMIPEAOCTABICHHUA IIOCTOAHHOI'O PCEHICHUA HAYMHACTCA II0CJIIC OKOHYAHMSA
BPEMCHH, OTBCACHHOI'O HAa IMPEAOCTABIICHNEC BPEMCHHOI'O PCIHICHUA.

B cnydae, ecnu Benmercsi paspaboTka HOBOW Bepcuu 3neMeHTOB [1O, Moxer ObITh HallOKEH
MOpaTOpUi Ha H3MEHEHHS B COOTBETCTBYIOIIMX OJJIEMEHTaXx. B 3ToM ciyyae mocTaBka
ucrnpaBiieHUd Bedercs o rpaduky mnocraBok [1O, a cormacoBaHHOe BpeMs yYUTBIBAETCS MpU
OLICHKE YPOBHS CEpBHCA.



