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1. OOume nosoxeHus

1.1 HacrosiluuM ~ JOKYMEHTOM  yCTAaHABIMBA€TCS  MOPSANAOK  B3aUMOIEHCTBHS
TeXHUYECKHX Cinyk0 HWcnonnutens (maneg McmomHuWTeNns) ¥ TEXHHYECKHX CIIYXO
[onyuarens (nanee Ilonydarens), MOPSAOK 3CKATALMK TPH YCTPAHEHHH npodieM ¢
yciyraMu CBA3H B pamKax ['ocynapcTeHHOro KOHTpaKTa Ne
0173100007519000020 144316.

1.2 CocraB, TexHHYECKHME XapaKTCPUCTHKH M MapaMeTpbl yCIyr OMnpedeleHbl B
COOTBETCTBYIOIIEM ['OCy1apCcTBEHHOM KOHTpakTe M TeXHHUeCKOM 3aJaHHH, KOTOpoe
SIBJII€TCS NIPUIIOKEHHEM K ['ocy1apcTBEeHHOMY KOHTPAKTY.

[.3 Croponbl 0OMeHMBarOTCs Bcell HeoOXOAMMO# HH(OpMauuei i pealu3aluu
KOHCTPYKTHBHOIO B3aWMOJEWCTBUS, B paMkKax oOOecleyeHUus [apaHTHPOBAHHOIO
Ka4iecTBa yCJIyT.

2. KOHTaKTBI TEXHHYECKHX CITYKO JUTS B3aUMOIEHCTBHUA

Biaumoneticteue o BOIIPOCaM obecrnieyeHus OecnepeboitHOrO
bynxuonuposanus Ilomyuatens ocylmIeCTBIAETCS MEXIY TEXHMYECKMMH CIIyX)KOamu
ITonyyarens u McnonHwTens, KOHTaKTbl KOTOPBIX YyKkasaHel B m.2.1 u m.2.2
COOTBETCTBEHHO.

1.1 Konraktel ITony4arens

OTBeTcTBeHHbIIH Tenedon e-mail
Crneumamuct mno pabote c | Ten.: KpyriocyTo4Ho:
TEXHHYECKUMH [PETEH3UAMH | TEIL.: e-mail : |
(CMeHHBIH) HampapyeHus 110 pabote smenats.krd@south.rt.ru |
|
| € TEXHUYECKHMH IIPETEH3UAMHU Ten.: +7(861) 256-80-57 [
|

2.2 Konraktel Ucnonaurensg

OtBercTBeHHBIH Tenedon e-mail
Crneumamuer mo  pabore ¢ | 8-800-302-21-11 czo@south.rt.ru
TeXHHYECKUMHU IPETeH3UsIMU

(CMEHHBIH ) HanpasJleHu 110 paboTe
C TEXHHYECKUMHU MPETEH3UAMH

2.3 Bzaumoneiicteie CTOpOH ocyliecTBIseTCs pexume «24x7» (24 daca B CyTKH,
7 nHel B Henemo, 365(6) qHel B rofy), C HCTIONB30BaHUEM UMEIOIHXCS CPENICTB CBSI3H:
TenedOH, ITEeKTPOHHAS TIOUTa, COMIACHO KOHTAKTHOH MH(pOPMALHH, [IPeL0CTaBIeHHOMN
CtopoHaMu apyr Ipyry.

2.4 Tlomyuarens caaeT 3asiBKM Ha HEUCTIPABHOCTh McroHUTENO.

ITocie nposenenua nepBUYHOH nuarHocTHku HMcenomuutens otkpeiBaet TT u
coobwmaet Homep [lomyuarenro.



N \
\
N\

3

2.5 CTOpOHBI CBOEBPEMEHHO IMIPENOCTABAIOT Apyr apyry uH(opMmauuio o
H3MEHEHHH KOHTAKTHBIX JAHHbIX ONEPATHBHBIX CIyXk0, a TAK)Ke KOHTAKTHBIE JaHHbIE
PYKOBOZCTBA TEXHUYECKHUX MoApa3aenenunii CTOpoH.

|
3. Tlopsiok B3auMoeHCTBHS CTOPOH

3.1 Ucnonnutens 06s13aH MPHHUMATH U perncTpupoBath odpaienus [Tonyuatens,
CBA3aHHBIC C BBIABICHMEM [IpoOJieM Ha kaHanax [Tomyuarens.

3.2 O6pamerus ot Ilonyuarens PETrHUCTPHPYIOTCS B 0a3e  JaHHBIX
ABTOMATH3HPOBAHHOM CHCTEMbI YIIPaBIeHUs npodiemamy. 3annce, chopMHpOBaHHAS B
0aze naHHBIX, HISHTUQHULIMpyeMast ee HOMEPOM, HOCHT Ha3BaHHe Trouble Ticket (manee
TT).

3.3. Ionyyarens mpu obpamenus k McnomHuTemo nepemaer coobuieHue,
colepiKalllee CleqyIolIne CBEICHHU:

- Ha3Banue xoMnanuu

- YHUKaNbHBIH HaeHTH(HUKATOP [lonyuarens, yka3aHHbli B akTe [IpUEMKU

- I'eorpaduyecknit Anpec O6bexra [onyuarens;

- Ilonpo6uoe onucanue npobiemsi:

- /laTa ¥ BpeMsi BO3SHHKHOBEHHSI [1po6IeMBbl,

- KDHTHYHOCTh IPOOIeMbI (HEAOCTYIIHOCTS MM YXY/LIEHHE KauyecTBa);

- Pe3ynprarel mepBMYHON AHATHOCTUKH (ping, trace) ¢ ykasauuem IP-ampeca
o6opynosanus Ions3osarens (npu ux HaJIUYUN);

- ®UO u KOHTaKTHBIE JaHHbIE npeacrasurtens [lomygarens Ha o6bekTe;

[0 BO3MOXKHOCTH - HAJIMYHE JIEKTPOIIUTAHHUA:

B nomemieHnH [lonyyarens;

Ha OKOHEYHOM 00opynoBanuu [Tonyuarens;

MO0 BO3MOXHOCTH, MH(GOPMALMIO O BHENIHell MHAMKALNUH Ha 000py10BaHHH
HWcnonnurens u [loxygatens.

- 10 BOSMOKHOCTH, HH(pOPMALKIO 0 Iepe3arpy3ke o6opynoBanus UcnoauuTens 1
INomyyarens.

3.4 WcnonHutens peructpupyer npobreMy u B TedeHwe 15 MHHYT ¢ MOMeHTa
obpawenus [Tonyyarens coobaer Iomyuarento Homep 3aperucTpupoBansoro TT.

3.5 Ileproa HENIOCTYITHOCTH yCIyTH HITH yXy/AILIEHHS Ka4ecTBa YCJIyTY HAYHHAETCH
¢ MoMeHTa obpamenus [Tonyyarens k Ucronunrento.

3.6 Iocne peructpauun TT Ucnionuutens NIPOBOJMT MPOBEPKY I10 MOCTYNUBIIEMY
obpamenHto. ITo pesynsraTam mpoBeseHHOlH npoBepku Hcnonuurens napopmupyer
[Tonyuarens.

3.7 B cilydae HeoGXOIMMOCTH BOCCTaHOBIEHHS KaGelbHOf HHQPaCTPYKTyphl
HOpPMaTHUBHbIE CPOKH pelleHHs UHIHAeHTa 48 yacos.

3.7.1. B ciyuae He0OGX0AUMOCTH 3aMEHEI o0bopynoBanus: ’

3.7.1.1. [lns oGopyaoBaHUs pacroiOKEHHOro Ha TUIOIAZKAX HCIIOJIHHUTENS
HODMAaTHBHBIN CPOK peIlleHHs MHLUIeHTA 48 4acos.

3.7.1.2. ]lna o0GOpynoBaHMs pACMONOKEHHOTO Ha IIOMIaIKax ToJy4daresis
HOPMaTHBHBIH CPOK pellleH s WHIMAeHTa 2 paboumX fH, [P OpraHU3alMyu JI0CTYIIa CO
cTtopons! [Tonyyarens.
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3.8 B ciiyuae He 0OHapy keHHUs npoOeMbl B 30He 0TBETCTBEHHOCTH McmomnuTend,
Hcnonnutens 3anpaiiMBaeT JONOJIHUTENBHYIO IHArHOCTUKY npobiemsl y [TonyuaTens.

3.9 HUcnonuwrtens mnepeBoautr TT B 30HY otBeTcTBeHHOCTH [loyuarens
(IIprocTaHaBnUBaeT) B clydasx: \

B xone ycrpanenus TT npu HeobxoaumocTu obecnedeHHss JOCTyNa Ha OOBEKT
[Tonyyatens;

B xone yctpanenuss TT npu HeoOxomumMocTH 3ampoca k I[lomywartemo o
JNOTIOJTHUTENIBHOM  TpoBepke  paboTOCIOCOOHOCTH  CHCTEM  KH3HeoOecTeyeHHs
obopyaoBaHus (2/IEKTPONUTAHUE, KOHAWILHUOHMPOBaHHE) Ha oObekTe [lonmyuarens B
cllyqae OTCYTCTBHS TOA0OHOW wuHpopMauuu npud caade 1T HMcnonxutemo wim
MOSIBJICHUHU  JOTMOJHUTENbHBIX OOOCHOBAHHBIX [MOHO3PEHUN HaA ITY NPUYHHY
HepaboTOCTIOCOOHOCTH yCnyry B pamkax Jokanuzarnuu 17T,

B xone yctpanenus TT mnpu HeoOxoaumocTu 3ampoca K I[lomyuartens Ha
NpOBeJeHHe JOMOJHUTENLHOM JHArHOCTHKA Ha oOopynoBanuu [lomydarens ans
JIOKaJIM3aLMKu pu4uHbl TT;

[To pesynbraTam nokanu3auuMd U ycTpaHeHuss TT, koraa COBMECTHBIMH
JEeWCTBUSAMH BbIABJIEH (aKT NMpUUMHBI TpoOIeMel B 30He oTBeTcTBeHHOCTH [lomyqarens.

TT INpOBOOUTCA B 30HY OTBETCTBEHHOCTH HOJ’I}’"-IE[TBII)] TOJBKO IpH YCJIO0BHH
Npe/IoCTaBICHHsT  apryMEHTHPOBAaHHBIX  JIOKA3aTeNbCTB  OTCYTCTBHUS  MpoOiem
(IMarHOCTHKH) cO CTOPOHBI MicriosHUTE NS,

W3 neprona HepocTynHOCTH yeinyrd B TT win BpeMeHM pelleHus npo0aeMbl 11
TT ¢ yxyameHueM KauecTBa BblUMTaeTcd BpeMs HaxoxaeHuss 1T B 3one
oTBeTcTBeHHOCTH [lonmyuarens.

[To pesynpTaTam JOKanW3auMM M ycTpaHeHHs TT, Korga COBMECTHBIMH
nevictBusMH CTOpPOH BBIABIIEH (PaKT MPUYUHBI NPoOJIeMbl B 30HE OTBETCTBEHHOCTHU
[TonyuaTensi, CYMTAOTCS MOJHOCTHKO B 30He OTBeTcTBeHHOCTH [lomydarens U He
y4acTBYIOT B JajlbHEHLIEH CBEPKE MPOCTOEB.

310 HeucnpaBHOCTb CUHMTaeTcsl YCTpaHEHHOHM, Koraa Yciayra rorosa K
IKCITyaTallMH M €€  JKCIUTyaTalHOHHBIE  XapaKTEPUCTHUKU  COOTBETCTBYIOT
rapaHTHPOBAHHBIM HUcnonuurenem napaMeTpam.

3.11 BpeMeHeM BOCCTaHOBJIEHHUs [1apaMeTPOB YCIIYI'M CYMTAeTCs Bpems
(haKTHYECKOTO BOCCTAHOBJICHHS 3KCIUTYaTallMOHHBIX XapaKTEPUCTUK YCIYTH.

3.12 VecrpanuB HeHWCNpaBHOCTh, McmonHuTenb HanpasiseT [MUCBMEHHOE
yBeIOMJIeHHe 00 YCTpaHeHHH HEHCIIPaBHOCTH Ha 3JIeKTPOHHBIN aapec OTBETCTBEHHOIO
nuua [Momydarens, (uauunaropa TT) ¢ ykazaHueMm:

- HoMepa TT;

- IPUYMHb] HEUCTIPABHOCTH M MPEANPUHATHIX I€UCTBUN;

- 30HBl OTBETCTBEHHOCTH; '

- BPEMEHH BOCCTAHOBIIEHHUA.

Jlannas uHbopMaLus MOKeT ObITh HampasieHa [TonyyaTento Kak OT COTpYIHHKA
Hcnoanurtens, Tak 1 B aBTOMaTHYECKOM peXXHUMe TNpH 3aBeplieHud padotel Hag TT ot
CHUCTeMBl perucTpaudu oOpameHud HMcrmonHuTenss 1O KOHTakTHBIM — JIaHHBIM
[lonyuaTento, yKa3aHHBIM B 11.2.

3.13 B TeueHue 24 4acoB ¢ MOMEHTa IOJYYEHHUS YBEOOMIIEHHS 00 yCTpaHEHHH
HEHCIPAaBHOCTH OTBETCTBEHHBIN COTPYIHUK [lomyqaTens, yKka3aHHbIN B 1.2 HACTOSIIETO



PernameHTa, NOpegoCTaBiseT TMONTBEPKICHUE YCTPAHEHUS HEUCIIPABHOCTH ITyTe
OTIIPaBKH COOOIEHHS Ha 3NIEKTPOHHBIN anpec MICoOMHNTENs, yKa3aHHBIN B MyHKTE 1.2,
Wi uHbopMupyeT McnonHuTens o NpUYMHAX OTKa3a B MOATBEPXKICHHH yCTpaHEHHS
HeucnpaBHOCTH. B cinydae He mpenmocrasienust Ilomyuatenem MOATBEPKICHHS HIH
0TKa3a B NOATBEP)KISHHH YCTpaHEHHS! HEUCIIPABHOCTH B TedeHHe 24 4acoB ¢ MOMEHTa
uHpopmupoBanus  [loayuyarens  McnonHurtenem,  HEUCOPAaBHOCTh  CYMTAETCH
YCTPaHEHHOH 110 YMOJIHAHUIO.

3.14. Kaxnas u3 CTOpoH MMeeT TpaBo B TH000H MOMEHT OOpaTUThCA K IPyroi
CrtopoHe 3a MOMOLIBIO B TPOBEJEHWH [HATHOCTUYECKUX paboT W 3a modoi
nHpopMalken, HeoOXOTUMO Uit 3PPEKTUBHOTO PELICHUS POOIEMBI.

3.15. Tlpu obpamenuun oaHod u3 CtopoH K apyroi* CTOpoHe 3a IOMOIIBEIO B
POBEIEHHH IHACHOCTHYECKUX padoT H 3a moboil uHbopMaLuel, HeOOXOAMMOH a1
spdexTHBHOro pemenus mnpodiemsl, CTOpoHa, moJdy4MBLIas 3anpoc, oOs3aHa
NpeQNpUHATL BCE BO3MOJXKHBIE JEWCTBUS, COIJIACHO 3ampocy MM  OTBETHUTH
aprYMEHTHPOBAaHHBIM OTKAa30M, C YKa3aHHEM IMpPUYUH, I10 KOTOPHIM JEHCTBHA
BbIIIOJIHEHBI OBITH HE MOTYT.

4. TTopsiIOK OTNOBEUICHHUS/COrIacOBaHHUs IPUOCTAHOBKH OKa3aHHA Y CITyT s
nposenenus MicronHuTeneM IiaHoBo-MpoduIakTHUECKHUX JTIH00 aBapuiHO-
BOCCTAQHOBHUTEJIbHBIX paboT

4.1; Wcnonuurens MNpH TMPOBEJCHHUH IUIAHOBO-TIPOQUIAKTHYECKHX padoT,
CBSI3aHHBIX C NIEPEPHIBOM B OKa3aHwusi Y CIyT, onoBemniaeT [lomy4daTens He MeHee 4eM 3a 3
(TpH) pabovMX IHS 10 Hayana npoBeleHHs paboT, cooduas MpHu 3TOM:

- IPUYHHY NTPOBeAeHHs padoT;

- BpeMs Hauajia U OKOH4aHMs paboT;

- ®.U1.0. imua, HanpaBUBLIEro COOOIIEHHE.

4.2 B cnyuae ecnu 1o uctedeHuu 1 pabouero qHA nocie OTIPABKH YBEIOMIIEHHS
Ha NnpoBeJeHue PEMOHTHBIX u NpohUTaKTUHHECKUX pador,
MOTBEPKIeHHEe/MOTHBUPOBaHHBIA 0TKa3 oT [lomy4aTenss He OTIpaBJI€HO, CPOKH H
MPOBE/IEHHE PEMOHTHBIX U MPOPHIAKTHUECKUX PaOdOT CYMTAFOTCA COTIIACOBAHHBIMH.

4.3. VICIONHUTENb TIPH TIepeHOCEe CPOKOB NPOBENEHHS paboT WM HMX OTMEHE
onoBeiaer 006 atom [lonyyaTens AONOJHUTENBHO.

4.4. Bce manoBo-npodutakTHueckue paboTel Ha ceTd Mcnonuurens, cBs3aHHbIE
C MepepbIBOM B OKa3aHWM Y CJIYT, TOJDKHBI IUIAHUPOBATHCS. HA BPEMs, KOT/1a 3TO MOXKET
HaHeCTH HaMMEHbIIWH yiiep0, 1 1omxHbl ObITh cornacoBaHsl ¢ [Tomydarenem.

4.5. B ciay4yae apryMeHTHpOBaHHOTrO Bo3pakeHus [lomyuatens, oObABIeHHOE
BpeMsi pOBeIeHHs padOT AOJIKHO MOAJIEKATE IEPECMOTPY.

4.6. Ilpu nnaHupoBaHuu paboT UM BO3HUKHOBEHHH aBapHu McnonHuTens 0043an
pacCMOTpPEeTh AlbTEPHATHBHBI BapUaHT OKa3aHMs YCIyr Ha BpeMs IIPOBEINEHMs
IUIAHOBBIX padOT MM Ha BpeMsi BOCCTAHOBJICHHSI OCHOBHOI'O BapUaHTa OKa3aHUs Y CIIyT.

5. ITopsinok nHMOpMUpPOBaHUSA PYKOBOACTBA



i 6
.é’/ 5.1. CropoHbl HMHOPMHPYIOT COOGCTBEHHOE PYKOBOACTBO O XOJ€ peleHUs
" npoGiemsl U, IPH HEOGXOAUMOCTH IOy HeHHUs [TOMOIIK PYKOBOJCTBA, 3CKAIUPYIOT MY
npobaemy. HHpopmupoBanme u scKanamus Mpou3BOAUTCS C TOKYMEHTHPOBAHHEM (1o e-
mail) um ycTHo (110 Tened)oHy) - IpH HEOOXOIMMOCTH HEMEIEHHOTO BMEIIaTe/IbCTBA.
5.2. AIMMHMCTpaTWBHAs O3CKajlaUusi pa3pelleHHs aBaPHIHBIX CUTyalluh Yy
Hcnonuunrens v y [omygartens npusenena B Tabnuue 2 # Ta6mwie 3 COOTBETCTBEHHO.
5.3 Ilepexon 4epes ypoBHM 3cKanauuu 6e3 yBeIOMIICHHS MpeIblyIIEro YPOBHS
HE JI0ITyCKaeTCs.



