PETJAMEHT IPEMUAJBHON TEXHUYECKOWM IMOJIEPKKA
nporpammbl 1J1st IBM «PTY: [lnatdopma yHHPHIMPOBAHHBIX KOMMYHUKAIIHIT

Hacrosmuii permament IpeMuaibHOro YpoBHSI TEXHUYECKOH MOIAEPKKH (Iayiee mo TeKCTy - «PermameHt»)
OIpeJIeJIAeT COCTaB, IOPSAIOK M YCIOBUS MIPEIOCTABICHUS YCIYT TEXHUUECKONW MOANEPKKH Iporpammsl i OBM
«PTV: IInardpopma yHHHUIMPOBaHHBIX KOMMYHHKALUI» (Hanee mo Texcty — «[lporpammay).

1. OIIPEAEJIEHUSA

«McnoJiHATEIb» — IOPUANYECKOE JIMIIO0, KOTOPOE OKAa3bIBAET YCIYIM IO TEXHUUYECKOW IOIJNEPHKKE
IIporpaMMsl.

«3aKa3yMK» — IOPUANYECKOE JIMIO, KOTOPOMY OKAa3bIBAIOTCS YCIYTU TEXHUYECKOW MOIACPKKHU
IIporpammel.

«IIporpammay» (nporpamma ansi OBM «PTVY: Ilnatdopma yHHDUIMPOBAHHBIX KOMMYHHUKAIHID
(CBuzeTensCTBO O TOCYJapCTBEHHOW perucrpauuu mnporpammbl aast O9BM Ne 2011617038 ot 09.09.2011 r.
Peructpamnus B Ennnom peectpe poccuiickux nporpamm st OBM u 6a3 manueix Ne 4003 ot 11.12.2017 ron)) —
03HAYaeT BEPCHIO porpamMmabl it DBM, npeicTaBiieHHON B 00beKTUBHOM (hOpMe COBOKYITHOCTh JAHHBIX M KOMaH/I,
NpeJHa3HAYeHHBIX A1 (QYHKIHMOHHpOoBaHUS DBM M Ipyrux KOMIBIOTEPHBIX YCTPOMCTB B LENSAX MOTYyYEHHS
OMpEACICHHOTO  pe3yibTata ¢ (QYHKIHOHAIBHOCTHIO, H3JIOKEHHOW B  (DYHKIMOHAJIbHOW/ TEXHUYECKOM
cnenuuUKaMi pa3MeniacMoi Ha TopTalie TeXHHUYecKOW mojyiepkku https://helpdesk.satel.org B pasgene,
JIOCTYITHOM 3aKa3uuKy.

«DYyHKIHOHAJILHASI/ TEXHUYeCKas cnenuduKanusn — TOKYMEHT, OMCHIBAIOIINHN (PyHKIIMOHATILHEIE,
TEXHUYECKUE XapaKTePUCTUKU U anmnapatHble TpeOosanus IIporpamMmel.

«IIpousBoauTeabHOCTBLY («lIpomyckHass ciocoOHOCTEY») - mapaMeTphl JIMIIEH3MOHHON MPOITYCKHOM
cnocobHoctu IporpamMmsl, mpegocTaBIeHHON 3aKka34uKy B paMKax JIMIIeH3MOHHOTO I0roBOpA.

«IIpodaema» — coOBITHE, KOTOpPOE SBISETCS TPUIMHONW HapymieHus padoTsl IIporpammabl,
uznoxkenHot B Jlokymentanuu k Ilporpamme UcnosiHures.

«/lokymeHTammMsa» - O3Ha4aeT PYKOBOJCTBO IOJIB30BATENs B 3JEKTPOHHOM HJIM TEYaTHOM BHUIE, a
TaKXe JI00bIe TEXHUYECKUE 3aMEUYaHusl K BEPCUU M APYTYI0 TEXHHYECKYIO COINPOBOAUTENBHYIO JOKYMEHTALUIO K
IIporpamme.

«3ampoc» — 3asgBKa B NIHMCBMEHHOM BHJAE, OTIpaBIIEHHAs YTIOJHOMOYEHHBIM NpPEeACTaBUTEIEM
3aka3zyrka TO JJIGKTPOHHOW TMouTe, JMOO Yepe3 moprai TexHuueckoid moamepxkku https://helpdesk.satel.org
HcnonHuTens A MOIYYSHUS YCIYT TEXHUUECKOH MOAIEPKKH.

«IIpuopuTeT 3ampoca» - CTENeHb 3HAYUMOCTH 3ampoca i 3aka3dyuka, onpenernsomas Bpems
pearnpoBanus Ucnoanurens, cornacHo Pasnena 5 Permamenta. IIpuopuret 3anpoca onpenensercd 3aka34nKkom
CaMOCTOSITENbHO. B cilydae HECOOTBETCTBHUS MITM U3MEHEHHUSI 3HAYUMOCTH, IIPHOPUTET MOXKET OBITh IIepeorpeielicH
Hcnonnurenem 6e3 yBenqomieHus 3aKa3umKa.

«CepBHCHBII 3ampoc» - 3ampoc Ha IMPeJOCTaBICHHE OOHOBJICHMI WM 3alpoc Ha TEXHHYECKOE
oOcnyxuBanue IlporpaMmsl.

«3amnpoc Ha 1OpadoOTKY» - npeaiokeHus 3akazunka UcnosHuTeo 1o gopadorke [lporpammel, a
Takke coobmierns 006 oOHapykeHHbIX omuOkax B uHGopMmamnmu o [Iporpamme, pa3MenieHHON Ha oduIEATEHOM
caiite https://helpdesk.satel.org McmosnuTens, 1o B nokymenrarmu k llporpamme.

«Paboumii 1eHb) - eXXETHEBHO, 32 HCKIIOUEHHEM cyO0OT U BOcKpeceHuH (cy000Ta MM BOCKpECEHbE
cuuTaeTcs pabounM JTHEM TOJBKO IMPH MEPEeHOCE BBIXOIHOTO JHS C CyOOOTBHI MIIM BOCKPECEHBS Ha WHOHM JICHD
(enepanbHBIM 3aKOHOM HJIM HOpMaTHBHBIM akToM [IpaBurenscrBa PD), a Takke BHIXOAHBIX M MPA3IHUYHBIX AHEH,
ONPEAENSIEMBIX B COOTBETCTBUH C JIEUCTBYIOIIMM 3aKOHOJATENbCTBOM PO.

«YNOJTHOMOYEeHHBIH NMpeICcTABUTENb 3aKa34YMKa» — MpeACTaBUTENb 3aKa34YMKa, KOTOPBIA BIIpaBe
oOpamarecsi K McnoJIHuTe 10 32 NOJdydeHueM TexHuueckor nmoanepxku Ilporpammbl. 3aka3uMk rapaHTupyer,
YTO YIOJIHOMOYEHHbIEC IPEACTABUTENN 3aKa34iKa 00JIafal0T JOCTATOUYHBIM YPOBHEM 3HAHUM, HEOOXOAUMBIX AJIS
MOJTyYeHUs] TEXHUUECKOM MOIIEPHKKH.

«Y4eTHasi KAPTOUYKa» - 3aPErUCTPUPOBaHHAs YUETHAS 3alIUCh NPEACTaBUTENS 3aKa34MKa B paMKax
CBOEW KOMIaHWH Ha TMopTalle TexHMYeckoi momnepxku https://helpdesk.satel.org McmoaHuTENsI, TTO3BOISIONIAS
CaMOCTOSITETIbHO PErHCTPUPOBaTh 3alMpoChl U OTCIEKHUBATh CTaTyc pa®oT. MCIOHMTENb I0Cie 3aKIH0UeHUs
JloroBopa TeXHHUYECKOH MOAJEPKKH COOOIIaeT YIOIHOMOYEHHOMY IMPEACTaBUTENI0 3aKa3yHMKAa IIOCPEICTBOM
9JIEKTPOHHON MOYTHI JIOTHH, Mapoyib Ui OOecredeHUs] BO3MOKHOCTU HCIONB30BaHMS IMOpTajia TEXHHYECCKOH
nomnepxku https://helpdesk.satel.org.
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«IIporpaMMHo-anmapaTHoe OKpY:KeHHe» — YCTaHOBJICHHOE Yy 3aKa3yuKa NpPOrpaMMHO-
anmapaTtHoe OKpYy:KeHHe CTOPOHHUX TPOU3BOIUTENEH, He oTHOcsAIIeecs K IIporpamme UcnoanuTes, BKITtogasi,
HO HE OrpaHMYMBAsICh: ONEPALMOHHBIC CHCTEMBI, CeTeBasi HHPPACTPYKTYpa, CEpBEPHI, ILII03bI, KOMMYTATOPHl H
CHCTEMBI MOHUTOPHUHTA, ITpouee 000pyI0BaHNE CTOPOHHHUX MTPOU3BOIUTEIICH.

«Bpems1 pearupoBaHusi» — BpeMs MeXTy perucrpamnueii Mcnosanuresem 3anpoca ot 3akazunka u
nepBbIM 0TBeTOM MenmosiHuTe N 110 TenedOHy Wil 3JIEKTPOHHOH mouTe 3aKka3zuuKy.

«Bpemsi otBeTa» («Bpems mpenocraBieHHs BPEMEHHOTO pelleHHs», «Bpems BoccTraHOBIeHUSY,
«Bpemst MpOMEXKYTOUHOTO PEIICHIS») — 3TO CPOK MEXKIY TMOIIYICHHEM 3ampoca 3aka3yuKa U MpeIOoCTaBICHUS
HcnoanutenemM MpenBapuTENbHOTO pellieHus, obecneunBamomero ¢yHknuoHupoBanue IIporpammbl  6e3
MIPU3HAKOB CUTYalll, BBI3BABLIEH 3amMpoC COOTBETCTBYIOLIETO YPOBHS KPUTUYHOCTH, HO HE TapaHTUPYIOIIEe
BBISIBJIICHUS IPUYMH €€ BOSHUKHOBEHHS.

«Bpemsi pemenus» («BpeMs mpeocTaBI€HHS OKOHUYATENBHOTO pPELIEHHUS») — 3TO CPOK MEXITY
nojgyuyeHueM 3ampoca 3aKka3uyMKa M OKOHYaTeNbHBIM pemeHneM IIpoGsaembl, yCTpaHSIOMMM NPUYMHE
BO3HUKHOBEHMS 3aMpoca, COrJIaCOBAHHBIM U PHUHATHIM 3aKa34HKOM.

«IIpuocTtanoBiaeno» («Oxkumaem KinMeHTa», «PelleHue MpeamokeHo») — 3TO TepuoJl BPEMEHH,
KOTOPBII HE YUUTHIBACTCS TIPH OTpeieneHun obiiero Bpemenu orBera 11 Bpemenn pemenust 3anpoca. [Ipuunsen
ycTaHoBieHus ctaryca [IpuocTaHOBIEHO BKIIIOYAIOT, HO HE OTPAaHUYHBAFOTCSL:

a) cObop auarnoctnieckoi nHpopmamuy 3akazuukom (Jord, (ainbl KOHGUTYpaAH, TPEHCHI, CXEMBI
OpTaHU3aINH CBSI3U U TAK JIajiee);

0) BEITIOTHEHNE 3aKa34MKOM pekoMeHaanuii McnmoaHuTest;

B) MpoBepKa 3aka3uMKoM npenocTasieHHoro MenoaHuresieM penieHus 3anpoca;

T) npockOa 3aka3uMKa ¥ Jpyrue MpUIUHBL, He3aBucsinue oT Mcnoanures.

Craryc IlpuocranoBjieHo ycraHaBnuBaeTcs M cmosHUTEIEM 10 COTTIACOBAaHUIO C 3aKa3UMKOM HITH
MPH BBITOJIHEHUN 3aKa34MKOM JCWCTBUH, ONMHCAaHHBIX B MII. a — I YCTAaHOBJIEHHBIX Bhimie. McmoJHHUTETH
HampasiseT 3aKa3uyMKy yBeIOMIIEHUE O BhIcTaBiIeHUU cTaryca [IpuocTanoBIeHo.

2. YCJYT'H IO TEXHUYECKOM MOJJEPXKKE
. IIpeMuagbHBIH
Yciyru no TexXHu4ecKou noaaepsxKe
YPOBEHb

Helpdesk: noctynm k 6a3e 3HaHuii MCHOJHUTENsI C yKa3aHUSIMH 10 MPUMEHEHUIO, N
CTaThsSIMH, COBETAMHU M PEKOMEHIAIHMSIMH.
Helpdesk: moctyn x J[dokymentanmm WcnoaHuTensi, BKIOYas pPYKOBOJACTBA
MOJIL30BATEIIS, PYKOBOJCTBA aIMHHUCTPATOpa, KpaTKHE PYKOBOJCTBAa MOJIb30BATENS, V
cupaBo4HUKH 110 API-uHTepdeiicam u ommOkam.
Helpdesk: pa3menienne HoBocteli Mcmosinutesnsi Ha mnoprane Helpdesk, Bximrouas N
MyOnMKanuio HOBOH JIOKyMeHTauMM U CBEJICHHS O JOCTYIHBIX BBITYCKaX.
Helpdesk: BO03MOXHOCTh OTHpaBIATH M OTCIEKUBATH 3ampocbl Yepe3 MopTal N

TeXHMYECKOH moaaepxku https://helpdesk.satel.org.

Be3onacHocTh: McnoiHUTENb WCITOJNB3YET CBOH COOCTBEHHBIM cepBEp MOCTyIA IS
KOHTpOJsI M orpaHmueHust noctyma Kk IIporpamme, yCTaHOBICHHOH Ha cHCTEME N
3aka3umnKa c IMOJIHON PETUCTPAIINEH BCEX OINEpaIlyii, BRITONMHICMBIX McoTHITEIeM Ha
IIporpaMMHO-annapaTHOM OKpPY:KeHHM 3aKa3uMKa.

Oo0HoBaeHusi: oOHOBNeHHe Bepcun IlporpamMmbl C OIHOHW BepcHMH [0 HOBOH
BCIIOMOTATENbHON BepcHH (T. €. OOHOBJICHHE I MCHPABICHHUS OLIMOOK BHYTPH YXKe N
ycraHoBieHHOH Bepcun Ilporpammel y 3aka3unka) Wik 0 OCHOBHON HOBOW BEPCHH
(T. e. 0OHOBJICHHE JIJIs1 BKIIFOUCHHUS HOBBIX (DYHKIIMOHAIHHBIX BO3MOKHOCTEH).
JKCTpPeHHbIe 00HOBJIEHUS: CCIIH AJI1 YCTPAHEHUSI KPUTUYHON MM UMEIOIIEH BBHICOKUH
npuoputer IIpobJemMbl He OBUIO HAalWACHO BPEMEHHOE peEIIEHHE, TO MOXET OBITh
MPeNJIoKEHO ONepaTHBHOE OOHOBIIEHWE Ml OBICTPOTO MPHUMEHEHHUS BHE OCHOBHOTO
IUKJIa pa3pabOTKH u BeITycka Bepcuii [IporpaMmbl.

YaaneHHbIN aHAJNM3: YIATEHHBIN JOCTYI K cepBepy 3aka3dyuka 1o npotokoiam SSH u
(wm) HTTPS, mnpemoctaBmsiemblii mepcoHany WcmogHUTE s, HEOOXOTUMBIN IS
YCTpaHEHHUs] HEMOJaJ0K W aHaluu3a C IIeNbI0 UArHOCTHKH W BBISBICHHS OCHOBHOM N
IIpodaemsr niu IlpodJsieM, MoCTyXMBIIMX HPUYMHON 3ampoca, U MX yCTpaHEHHS.
[logmepxkka mpemocraBiseTcss TOJAbKO B OoTHomeHnMH IlporpamMmbsl  u  He
pacnpoctpansiercs Ha IlporpaMMHo-annapaTHoe oKpy:KeHHe 3aKa3umnka.

Ho 6 pa3z BTOO




IIpeMuaabHBIH

YciIyru no TexHu4ecKou nmoaepKKe
YPOBeHb

BpemeHHble pelleHHsi: NPHU HAINYUK BO3MOXHOCTH, MCHOJHHUTEIb NpPEIOCTaBISIET
BpEMEHHBIE WM IIOCTOSIHHBIE OOXOAHBIE pemeHus npoOsieM, 3aTparuBarolInX N
Iporpammy, s momuepxku pabortocmocoOHocTn IIporpammbl U cBeeHHS K
MHHHUMYMY BPEMEHH IPOCTOEB.

3anpocel Ha 10padoOTKY*: 3anmpochl O BKIIOYECHUH JONOTHUTENBHBIX (HOBBIX) (QYHKITUHA
B Oynymue Bepcun Ilporpammsl moryt ObiTh chenansl 4yepe3 Helpdesk m Oymyt \
CUUTATBHCS YacThIO Mpoliecca ynpasienus IIporpammoi.

*3anpockl HA 10PAdOTKY - pacCCMaTPHUBAIOTCS KaK 3alpoc ¢ HU3KUM ITPHOPUTETOM.
B otnenpHBIX ciiyyasx, 3ampochl Ha J0pPadoTKY MOTYT OBITh PACCMOTPEHBI 33 OTACIBHYIO CTOUMOCTD U TPEOYIOT
3aKIII0YeHus oTaenbpHoro JloroBopa.

3. KIIACCUPUKALUA 3AITPOCOB 110 CTEIIEHU KPUTHYHOCTHU

3.1. Kputnunsiid npuopureT — [Iporpamma rorosa k pabote u BHeIpeHa KaKk KOMMEPUECKUH CEPBUC (HAXOAUTCS B

JKCILTyaTaIllK), HO Ka4eCTBO CEPBHCA YXYAMIACTCS WU CEPBUC HE (YHKIIHOHUPYET, KaK B OJTHOM HJTU HECKOJIBKUX
CIIEAYIOMINX CITyJasiX:

® CEpBHC HE 3aITyCKaeTCs;

e cepBrC (DYHKIIMOHUPYET, HO Tepsaercs 30 % u 6osee BHI30BOB;

e cepBrc QyHKIMOHHUPYET, HO 30 % U 0oJiee BBI30BOB UMEIOT CYIIECTBECHHBIC TPOOJIEMBI C KAYECTBOM
MepeIavy ToJI0ca Wi OJHOCTOPOHHIOO CIBIIIIIMOCTD;

e cepBHC (DYHKIIMOHUPYET, HO yTpadyeHa BO3MOXHOCTh B3aUMOJICHCTBHS CO CTOPOHHEH OMILTMHTOBOWM
CHCTEMOM;

® OTCYTCTBYIOT WJIH MOBpexaeHbl nanHple CDR, 4To HE MO3BOJISET ciepoBaTh CTaHAAPTHOMY IUIAHY
BBICTABIICHUS CUETOB.

3.2. BbICOKMii IpHOPHUTET

3.2.1 IIporpamma roroBa K paboTe W BHeIpeHa KaK KOMMEPUYCCKHH CEepBHC (HAXOAWTCS B
JKCILTyaTaIlK), HO Ka4eCTBO CEPBHUCA YXYAIIASTCS WU CEPBUC He (DYHKIMOHUPYET, KaK B OJTHOM HIIH HECKOJIBKUX
YKa3aHHBIX HIKE CIy4aeB, B OTPAaHMYEHHOM HHTEpBaJié BPEMEHH WJIH O0OBEME 1O CpaBHEHHIO ¢ KpHUTHYHBIM
PHOPUTETOM:

e cepBrC (DYHKIIMOHUPYET, HO Tepsaercs MeHee 30 % BBI30BOB;

e cepBrc (pyHKIIMOHNUPYET, HO MeHee 30 % BBI30BOB UMEIOT CYIIECTBEHHBIE MPOOJIEMBI C Ka4eCTBOM
TIepeIa4y TOJI0Ca WU OJHOCTOPOHHIOK CIBIIIIMMOCTB;

® IPOUCXOUT TIEpUOINIecKas TPON3BOIbHAA Tiepe3arpy3ka IlporpaMmbl peske 0IHOTO pa3a B CYTKH;

® IIpY OTIPE/ICIICHHBIX YCIIOBHSIX HE paboTaeT Kakas-TuO0 OCHOBHAS (DYHKITUS, 3asBJICHHAS B OMTMCAHUH
IIporpammsi;

® HEKOPPEKTHO paccUMThIBaeTCs HeuHancoBas cratuctuka (ASR, ACD, QoS, PDD);

® He pa0doTaeT MEXaHU3M PE3EPBUPOBAHUS;

® 3aKaHYUBACTCSI MECTO HA JKECTKOM JIUCKE;

® HeJIoCTyIeH BeO-uHTepdeiic ammuauctparopa [lporpaMmmel.

3.2.2. IIporpamMmma HE TIOJHOCTBIO padorocrocoOHO (KpUTHYHBIA TpUOpHUTET), HO HAWICHO
BpemeHHoe pelieHne, BOCCTAHABIMBAIOIIECE BO3MOKHOCTH TOJTHOTO UCTIONB30BaHus [IporpaMMmel.

3.3. CpeaHuii NpuOpUTET
3.3.1. IIporpamMma He HaxOJHUTCS B KOMMEPYECKOH SKCIUTyaTalluu (peleHHe HaXOIUTCA B PEXHUME

0eTa-TeCTUPOBAHMSA).

3.3.2. [Iporpamma paborocrnocoOHa, HO OblIa 0OHaApyskeHa MPoOJIeMa, BhI3bIBAIOINAS HEITPABHIIbHYIO
paboty BropocTeneHHol pyHkImonansHocT [IporpaMmMbl ¢ MUHUMAILHBIM HETATUBHBIM BITMSIHAEM Ha CEPBIC.

3.3.3. IIporpamma paboTocriocoOHa, HO B paboTe KakOH-TMOO0 BTOPOCTENCHHON (DYHKIIMOHATHHOCTH
BO3HUKAIOT NIEPUOINIYCCKIE WIH PEIKHE COOU HE Yallle OJJHOTO pas3a B § (BOCEMb) 4acOB.

3.3.4. Ilpuopurer sBIsieTCS BBHICOKMM (BBICOKMI TpHUOpPHTET), HO HalineHO BpeMeHHoe pelleHue,
BOCCTAaHABIIMBAIOIIEE BO3MOKHOCTH OJTHOTO UCTIONB30BaHus [IporpaMmbl.

3.3.5. O6uoenenue [porpammel win n3meHenrne [Ipou3BoAUTEILHOCTH.




3.4. Huzkwuit npuoputer

3.4.1. 3anmpochbl ¢ HU3KUM MIPHOPUTETOM, KOTOPHIM HEIIB3s MPUCBOUTEH HHU OJWH W3 YKa3aHHBIX BBIIIE
ypOBHEH, OyAyT pacCMOTPEHBI, HO HE UMEIOT ONpPEAETICHHON LIeeBOH naThl perienus. [Ipuoputer 3THX 3anpocos
Oyzer ycraHOBJIeH cOBMECTHO ¢ 3aka3unmkoM. Takue 3ampochbl OyayT pemaTtsesi B 3aBUCUMOCTH OT IPUOPHUTETA U
JIOCTYITHOTO BPEMCHHU:

e 00HapyXeHa KOMaH/1a C HEKOPPEKTHBIM BBIBOJIOM;

e pyHKUMS POpMUPOBAHNUS OTUYETOB HE PabOTaeT AOJIKHBIM 00pa3om;

e oIIMOKHU B paboTe IOMOIIHUTEIBHBIX CEPBHUCOB,;

¢ HeJTOpaOOTKH B BeO-uHTEpdelice, He BIHSIONHE Ha pyHKIHOHATEHOCTH [IporpaMmmsi.

4. MOPSIIOK OKA3AHUS YCJIVT IO TEXHUYECKOM MOJIAEPKKE

4.1. Fopsyas muHAS
B ciydae BO3HHUKHOBEHMsSI CUTyallud B mpoliecce skciuyatanuud IIporpammbl, ¢ KoTopoil cam

3aKa34dK CIIPAaBUTHCS HE MOXKET, 3aKa34YMK, MPU HAJTHMYUU 3apETHUCTPUPOBAHHON yUETHOW KAPTOUYKHU HA IMOpPTaje
TeXHUYECKOW moanepxkku https://helpdesk.satel.org McmoanuTtens, ohopMisieT COOTBETCTBYIOIUi 3ampoc.
3aka3udk uMeeT mpaBo 3amnpocuth McmoanuTesst mo teiaedony ['opsueit TUHMM 00 OKa3aHHUU TEXHHYCCKOM
MOJIICPKKW Ha OCHOBaHUU 0(OPMIICHHOTO 3ampoca.

Tenedon: + 7(495) 785-88-75
OnekrponHas moura: helpdesk@satel.org
®daxc: +7(495) 785-88-78

Caitr: https://helpdesk.satel.org

B cnydae m3aMeHeHHs KOHTAakKTOB [opsyed JUHUM, KOTOpbIE HaxoAsATCA B BeleHur McmoJgHuTeNs,
HcnoxHuTENb 00513y€TCs MPEAOCTABIATH HOBYIO KOHTaKTHYIO HH(OpMaInio 3aKka3umKy B CPOKH 10 3 (Tpex) mHei
B IUCbMEHHOH (hopMe (T.€. 10 INEKTPOHHOI 1mouTe).

Ecmm aiis permenns 3anpoca HeoOX0OAMM BhIE3 ] Ha TUIOMIAAKY 3aKa34uKa, TO 3ampoc IepeBOIUTCS B
craryc [IprocTaHOBJIEHO O MOMEHTA COTJIACOBAHUS YCIIOBUH M CPOKOB IpHe3aa crenuanncra McnoHuTe s Ha
wiomanky 3aka3zumka. CTOMMOCTh Bble3a crenuanuctoB MCmogHUTENss Ha TUIONIAAKY 3aKa3yHKa
COTJIACOBBIBAETCS JIOTIOTHHUTEINHHO.

4.2. Tlopsimokx 00paboTKH 3anpocos

3aka3uuK OTIPABISIET BCE 3ampochl Ha JJIEKTPOHHYIO TouTy lopsdeit JmHMH. 3ampochbl MOTYT
OTIPaBIATHCA Ha [OpsAYyr0 JMHMUIO 10 3JEKTPOHHOM IouTe, JUOO MOI'YT OTKpBIBATHCS CAMOCTOSITEIBHO
3aka3uyMkoM Ha mopraine TexHHUueckod moaaepkkn Mcmoqnmrens https://helpdesk.satel.org (moctymHo mpu
HaJINYUM 3apeTUCTPUPOBaHHON Y4€THOHN KapToukm). Ilpu ornpaBke 3ampoca Kputnueckoro ypoBHs, 3akaz4mnk
00s13aH MPOAyOIMPOBATh JaHHBINH 3ampoc o TenedoHy.

3ampoc  aBTOMAaTWYeCKM  PETUCTPUpPYETCS  HA  TOpTajle  TEXHUYECKOH  TMOJIEPKKU
https://helpdesk.satel.org, 3anpocy mpucBauBaeTcsi yHUKaJIbHBIH HOMEp U cooOmaeTcs: 3aka3unKy.

VYpoBeHb KPUTHYHOCTH oOmpenessercss 3aKka3dyMKOM, HO MOXKET OBITh H3MEHEH II0 B3aUMHOMY
cortacuio McnonnuTens u 3aka3unka.

3aka3uyuk MoxeT oOpamiarscsi Ha [opa4yyio JWHHMIO 1O TeJleQoHY M y3HAaBaTh O CTaTyCe PELICHUS
3anpoca 1Mo ero yHMKaJIbHOMY HOMEPY WJIHM OCYIIECTBISTH KOHTPOJIb 3a pElICeHHEM 3ampoca uepe3 HopTal
TeXHUIECKOH mojuepxku https://helpdesk.satel.org.

Ecnu pemenne no 3anmpocy He MOXKET OBITh IPEIOCTABICHO HEMEAJICHHO, To MenoIHuTeIb Ha3HAYaeT
OTBETCTBEHHOT'O HH)KeHepa cO cTOopoHbl McmoJiHMTeNs1, KOTOPBIA CBS3BIBAETCA C OTBETCTBEHHBIM HHXEHEPOM
3aka3uuka B TeucHue BpeMeHH pearnpoBaHusi B COOTBETCTBUHU CO CTEIICHBIO KPUTHYHOCTH 3alpoca, KaKk yKa3aHo
B paszzene 5 Hacrosmero Perinamenra.

B npouecce pemenus 3anpoca HWMcmoaHuTenb MMeeT MpaBO 3allpoCUTh Yy 3akKa3qdka
JMarHOCTHYECKYI0 HH(POPMAINIO, HEOOXOIUMYIO eMy JUIs pelieHus 3anpoca, Kak-To: JIOTH, (aiasl KOHUryparuy,
TpEeNChI, CXeMbI OpraHU3aIMX CBSI3H U T.II.

Ha Bpems cOopa auarHoctnueckoil wuHpopMmMauuu 3ampoc yCTAaHABIMBAETCS B  CTaTycC
IIpuocranosJieHo.

Ecin B xome pemenust 3ampoca 3aka3yuky TpeOyeTcs MOMEHATh HEUCIpPaBHOE 00OpyJOBaHUE,
JaHHOMY 3ampocy yctaHaBiuBaeTcs cratyc IIpuocTaHoBJ/IeHO 10 MOMEHTA 3aMEHBI HEMCIIPABHOTO 000PYAOBAHHSI.
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ITo 3aBepmienuio pabor mo ycrtpaneHuio IIpo6aeMbl B pamkax 3ampoca, McmoaHuTeab 00s3aH
npouH(GOPMUPOBATH 3aKa34YUKAa O IPUINHAX BOSHUKHOBEHUS IIp0o0JieMbl 1 X0/1€ e¢ yCTpaHeHHI.

3anpoc MOXeT ObITh 3aKPBIT TOJIBKO MOCHE TOrO, Kak 3aka3yuk yoenurcs B ycrpanenuu [podaemst
M JIaCT COIJIacHe Ha 3aKphITHE 3ampoca.

B cmydae ecnin 3aka3uuk He TpenocTaBisieT 3ampamiuBaemyio McemosHuTeneM wnHbOpMAIio B
TeueHue 7 (ceMu) mHEH W HE cOOOMmaeT O MPHYMHAX 3aJCPXKKH, 3ampoc MOXET OBITh 3aKphIT UcmoJiHUTeIeM
ABTOMAaTHYECKH B OJJHOCTOPOHHEM IOPSIIKE.

®daktudeckoe Bpems oTBeTa 1o 3anpocy onpeaenseTcs Kak IPOMEXYTOK BPEMEHH MEXIy OTIIPaBKOM
3anpoca Ha ['opguyio JIMHUIO U OTIIPABKOW MOATBEPKIEHUS npeaocTaBieHns UcnoaHuTe eM IpeIBapUTeI-HOTO
pemeHnss 3ampoca coO CTOPOHBI 3aKa3yMKa 3a BBUCTOM BPEMEHH HaxOXICHHsS 3ampoca B cTaTyce
IIpuocTraHoBIeHO.

Qaktuueckoe Bpemsi pemienuss mo 3ampocy omperensercss Kak MPOMEKYTOK BpPEMEHH MEXIY
OTIpaBKoil 3anpoca Ha ['opAYyIo JIMHUIO U OTHPABKOM MOATBEPKIACHMS 3aKPBITHSA 3alIPOCa CO CTOPOHBI 3aKa3YHKa
3a BEIYETOM BpeMEHH HaxokeHus 3anmpoca B craryce IIpuocranosiieHo.

5. CPOKM NPEJOCTABJIEHUS YCJIYT IO TEXHUYECKOM MO JJEPKKE

YpoBau TexHnueckou NoxIePKKU
Bpemsa
BOCCTAHOBJIEHUSI/
Pesxxum Bpemsa Bpemsi okoHUYATEILHOTO
Bun yeayr Bpems
padoTbl  [peakuuu penieHust
NPOMEKYTOYHOI 0
pelieHus
['opsiuas nmuHUA 7*24
B cnyuae coxpanenus
paborocnocobHocTH IIporpaMmbl
Ha J0OABapUMHOM YPOBHE B TEUCHHE
IKCTPEHHOC 72ancog (e I/IozpCTa6I/IJ'IBHOCTI/I)
BOCCTAHOBJICHHE 7*24 30 muH 24 P
N TIOCTIE TIPETOCTABICHUS
(KpuTtnunslit nprpopuTer)
Bpemennoro pemenusi 3anpoc ¢
3TOT0 MOMEHTA PacCMaTPUBACTCS
kak 3ampoc 0oJice HU3KOTO YPOBHSI
Bricokuii "
5*8 24 2 PJ1 10 PL1
MIPUOPUTET
Cpennuit
Pemmenue pel 5+8 1 PII 11 P
N MPHOPUTET
HeaBapUUHBIX
3arpocoB
N 44 P1*
Huzkuit " % A
DHODHTET 5*8 2 PJ1 B cnyuae 3anpoca Ha qopa6oTky
pHop B 3aBuCHMOCTH OT JOCTYITHOTO BpEMEHU
(«best efforty)

* «P]» - Pabounii neHb



