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1. OB1wHe nonoKeHus

1.1 HacTosuium JOKYMEHTOM YCTaHABIMBAETCS MOPSAOK B3auMogeHcTBHUA TexHuUeckux ciy:k0 Menonnurens
(manee HMcronnurens) u texHuuyeckux cnyx6 ITomyuarens (manee Ilonyvarens), MOpsAooK 3cKamaluu TIpU
yCTpaHeHHH rpobiem C yclyramu CBSI3H B pamkax TlNocynapcTBeHHOTO KOHTpaKTa
Ne0173100007519000074 144316 ot «14» aerycra 2019r.

1.2 CocraB, TexHHYECKHE XAPAKTEPUCTUKH W TMAPAMETPHI YCIYT OMpPEIe/ieHbl B COOTBETCTBYIOMIEM
I OCYAapcTBEHHOM — KOHTpakTe H TexHuueckoM  3aJaHMH, KOTOpOE  ABIACTCA  MPHJIOKEHHEM K
I'ocynapcTBeHHOMY KOHTPAaKTY.

1.3 Croponel oOmeHHBaroTci BceH HeoOXomumol wuHpOpMalHeil A1 pealH3aldl KOHCTPYKTHBHOIO
B3aMMOIEHCTBHA, B paMKax obecrneueHnsd rapaHTHPOBAHHOTO KavyecTBa YCIIyT.

2. KOHTaKTBI TEXHUYECKHX CITY:3K0 [T B3aUMOJIeHCTBHS

Bsaumopeiicteue no Bompocam obecnieueHus Oecriepeboiinoro ¢yHkuuonuposanus ITonydarens
OCVYIIECTBIACTCH MEKIY TEXHUYECKUMHU cnymﬁaMH HOJTYLI&TBHH H HC]’[DJTHI/ITCIIH, KOHTAKTHEI KOTOPEIX YKa3aHhbl
B 1.2.1 1 11.2.2 COOTBETCTBEHHO.

2.1 Konrakrst [Tomyqaresns

OrsercrBen bl Teaedon e-mail

2.2 KonrakTel Mcrionuureng

OTBeTCTBEHHBII Tenedon e-mail

Orzen obenyxusanns McnonHures +7 (800) 505-97-20 cifs@domru.ru

2.3 Bzanmogpeiictsne CropoH ocylecTenaercsa pexume «24x7» (24 yaca B cytku, 7 aueil B nepemto, 365(6)
JHeH B roiy), ¢ WCHONB30BAHHEM HMEIOLIUXCA CPEICTB CBI3H: Tene(OH, HICKTPOHHAs MOYTa, COTNIACHO
KOHTaKTHOH HH(OpMaruy, mpenocraeieHtol CTopoHaMH Apyr APYry.

2.4 Tlomyuatelib ¢1aeT 3asBKH HA HEUCIIPaBHOCTE McnionHuTenio.

Ilocne nporegenus nepeHuHoii auarHoctuku Hcenomuurens orkpeieaer Trouble Ticket (nmamee -TT) u
coobaet Homep [Tomyuarento.

2.5 CtopoHBI CBOEBPEMEHHO NIPEAOCTABIAIOT APYT APYry HHPOpMALHIO 00 M3MEHEHHUH KOHTAKTHBIX JaHHBIX
OIepaTHBHBIX CITy/K0, a TaKKe KOHTAKTHbIE JaHHBIE PYKOBOACTBA TeXHUUECKUX noapazaeneHui CTopoH.

3. lNopsinok B3aUMOIEHCTBHSA CTOPOH

3.1 McnonauTens 06A3aH MPUHUMATEL M PETUCTPUPOBATh obpalienus [TomyuaTens, cBA3aHHBIE C BRIABICHUEM
npobnem Ha kaHanax [Tomyuarens.

3.2 Obpamennus ot Ilomywarens perucTpupyroTcs B 0ase HaHHBIX ABTOMATH3HPOBAHHOH CHCTEMBI
yrpasieHus npodiemamu. 3anuce, chopMupoBanHas B Oase JaHHBIX. UIeHTH(ULUpYeMas ee HOMEPOM, HOCHT
nassanue TT.

- HazpaHne koMnaHuu
- Vuukaneuotil uaentudukarop Iomyuarens, ykazaHHBIH B akTe NpHeMKH
- T'eorpaduueckuit Anpec O6bekra [Tosyuaresns;



- ITogpobuoe onucanwe nipobIeMsl:

- 71aTa ¥ BpeMs BO3HUKHOBEHMS IPOOIIEMBI,

- KPHTHYHOCTE TPoGsIeMbl (HEJI0CTYITHOCTE ITH YXYAIICHHE KagecTra);

- PesynbTaThl NEPBUYHON JHarHOCTHKH (ping, trace) ¢ ykasaHuem IP-azpeca obopynoBanmus ITons30BaTesIs
(npy MX HATUYKHN);

- ®YO u KOHTaKTHBIE AaHHBIE rpesicTasuTess [Tomyuatens Ha 00BEKTe;

- 110 BO3MOKHOCTH - HATWYHE 3JISKTPOTHTAHHA:

- B nomemennn [Tonyyarerns; '

- HA OKOHeUHOM obopysoBaHuu [lomydaTens,

- 10 BO3MOKHOCTH, HHGOPMALMIO O BHELIHSH HHAMKALMY Ha 000PYI0BAHUH Hcnonnurens u Ilomxyqaresns.
- [10 BO3MOYKHOCTH, HHGOPMALIHIO O IIepe3arpy3Ke obopynosarus Henonaurens u [Homygarens.

3.4 Mcnojnuresns perucTpupyer mpobieMy M B TeYeHHE 15 MUHYT ¢ MOMCHTa obpamenus Ilomy4arens
cooGumaer [onywaremo Homep 3aperncTpuposansoro TT.

3.5 TlepHon HeOCTYNHOCTH YCTYTH WIIH YXY/IEHUs KadeCTBa yCOyrd HAYMHACTCS C MoMeHTa oOpalieHus
I[Tonygarens k VICTIOTHATEIIO.

3.6 Tlocne peructparmu TT Henomnurens NPOBOAWT MPOBEPKY IO NOCTYIHBLICMY obpamenmo. Ilo
pesyJsTaTaM [poBeieHHOH nposepky Memomurens nabopmupyer Iomyyaresns.

3.7 B cnyuae He oOHapyxeHHs MPOOIEMbI B 30HC OTBETCTBEHHOCTH Ucnonuurens, Henomauresb
3aIpaluBacT JOTIONHATENBHYIO IMarHOCTHKY npobaemel y Iomyyaress.

3.8 Ucnionnwrens nepesout TT B 30Hy oTBeTcTBEHHOCTH Tlo/ydares (TIproCTaHABIMBACT) B CILyJaAX:

B xoste yerpanerus TT npu HeoGX0AuMOCTH 0becTieuenus 10CTyma Ha obwekT Ilomyyarens;

B xome ycrpanenuss TT mpyu HeoOXOAMMOCTH 3arpoca K TlomyuaTemo © MONONHHTEILHONH IHPOBEPKE
paboTocnocobHOCTH CHCTEM skm3HeoGecrieyeHus 0bOpynoBaHus (3JIEKTPONMTaHUE, KOHIMLHOHHPOBAaHKE) Ha
obbekTe llonydartens B ciydae OTCYTCTBHA M00GHOM mnpopmanyu npu cpade TT Hemomnuremo wiu
HOSBJIGHMH [OTIONHUTETbHBIX OOOCHOBAHHBIX MOJO3PEHUH Ha 3TY NPUYHHY HepaboTOCHOCOOHOCTH YCIyTH B
paMKax JIOKaIu3aliu TT;

B xome ycrpanenuss TT mpu HeoOX0IMMOCTH 3ampoca K [onyuarenss Ha MPOBENCHHE MONOJHHTCIBHON
JMArHOCTHKM Ha 06opyaoBanuy [Tomyvarens [ IOKaIH3aUHH TPHIHHBI TT:

Io pesynbTaTam JoKanu3almy 1 yerparerns TT, Koraa coBMECTHBIMH NeHCTBUAMH BEISBIICH (PAaKT IPHIHHEI
npo6ieMbl B 30He 0TBETCTBEHHOCTH [lomydaTesns.

TT mnpoBOAMTCA B 30HY OTBeTCTBeHHOCTH Ilosywaresis TOIBKO MpH YCIOBHH TPEIOCTABICHHS
ApryMeHTHPOBaHHBIX IOKa3aTC/ILCTE OTCYTCTEHA npoGiiem (MATHOCTHKH) CO CTOPOHb! MICOMHUTENS.

W3 nepuosa HepoctynaocTy yeuyrd B TT vtk BpeMEHH peLieHis npo6aemst 118 TT ¢ yxXyauieHHeM KayecTsa
perupTaercs Bpems HaxoxaeHus TT B 30HE OTBETCTBEHHOCTH TTonyuarens.

ITo pesyabTaTaM JIOKAIM3aLMH U YCTPaHEHUS TT, korja copMecTHBIMH AckicTBHAMH CTOPOH BRIABICH daxr
NpUYMHEL TPOGIEMBl B 30HE OTBETCTBEHHOCTH TTomyuaresisi, CYUTAIOTCS MOJHOCTBIO B 30HE OTBETCTBEHHOCTH
[lomyuarensi U He y4acTBYIOT B JalbHEMILIEH CBEpPKE POCTOCE.

3.9 HencnpaBHOCTE CYATASTCS YCTPAHEHHOM, KOTIA Veyra rotopa K 3KCIUTyaTalMk U €€ OKCIUTyaTalliOHHEIE
XapaKTePUCTUKH COOTBETCTBYIOT rapaHTUPOBAHHBIM HcronauresieM napaMeTpaM.

3.10 Bpemenem BOCCTaHOBIEHWs MapaMeTPOB YCIYTH CHHTACTCH BPEMI (HaKTHYECKOrO BOCCTAHOBICHUA
SKCILTYaTaUHOHHBIX XapAKTePUCTHK YCITyTH.

3.11 VcTpaHuB HEWCTIPaBHOCTb, VICIONHHUTENb HATPABMSET NMHCBMCHHOC YBEIOMIICHHC 00 ycTpaHeHHH
HEUCIPABHOCTH Ha JJIEKTPOHHBIH a[pec OTBETCTBEHHOTO JIHLA [onyuarens, (uauumaropa TT) ¢ ykasanuem:

- nomepa TT;

- IPUYUHBI HEUCTIPABHOCTH H IPEATPHHATEIX AefcTBUN;

- 30HbI OTBETCTBEHHOCTH;

- BpEMEHH BOCCTAHOBJICHHS. .

Jlanuas uHGbOpPMAaLKMA MOKeT GbITh HanpaeieHa [lonyuareno Kak OT COTPYAHHKA Hcnonuurens, Tak H B
aBTOMATHYECKOM pexHMe Tpu 3asepmiennd pabothl Hajx TT OT CHCTEMBI perHcTparii obpalieHui
VcroTHUTeS 10 KOHTAKTHBIM AaHHbIM [1oyqaTeno, YKa3aHHbIM B 1.2, '

312 B TeucHue 24 uacoB C MOMEHTA TOMyYcHMS YBEAOMIEHHs 00 YCTpaHCHHH HEHMCIPABHOCTH
OTBeTCTBEeHHBIM coTpyaHuk IlomydaTens, yKasaHHBIH B n.2 macrosuiero Pernmamenrta, npenocTaBIAeT
TIOATBEP)KACHIE YCTPAHEHHS HEHCIIPaBHOCTH IYTEM OTHPaBKH cooOlIeHHss Ha DIIEKTPOHHBIA anpec
VCTIONHUTENS, yKa3aHHbii B MyHKTe .2, Wi uHpopMupyeT UCronHuTess 0 NpUHMHaX 0TKasa B
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NOTBEpXKICHUH YCTpAHeHWs HEHCHPaBHOCTH. B ciydae mHe NpefoCTaBICHHA [Tomyuarenem
IOTBEPIKICHNS WIN OTKa3a B TOATBEP)K]CHAN YCTPAHEHHS HEUCHPABHOCTH B TEUCHWUC 24 yacoB ¢
MomenTa ur(opmuposanus Ilomydarens VicmonnuTtenem, HEUCIIPABHOCTE CHMTACTCA yCTPaHEHHOH 110
YMOJIYaHUIO.

3.13 Kaxas u3 CTOPOH UMEeT IIPaBo B J000H MOMEHT 00parHThes K JIpyroil CTOpoHe 32 MOMOIIEBIO

B TIPOBEEHHH IHATHOCTHYECKHX paboT u 3a Moboi nadopmanmei, HeobxoMuMOMH s 3P PEeKTHBHOTO
peIEHUST TIPOOIEMBI.
3.14 Ilpum obpamennuu ojuoil u3 Cropon K jpyrod CropoHe 3a NOMOWIBIO B IHPOBCACHHH
JHATHOCTHYCCKUX paboT u 3a moboil mHOpManuel, HeOOXOUMOMH TS 2 GheKTHBHOIO pEIIeHU
npobrems, CTOpOHA, IONY4YHBIIAs 3ampoc, OOs3aHA TNPEANPUHATE BCS BO3MONHBIC JeiicTBus,
COTJIACHO 3aIpOCy WM OTBETHTh apryMEHTHPOBAHHEIM OTKa30M, C YKa3aHHEM MPUIHH, MO KOTOPBIM
MEeHCTBAS BBITONHCHE! OBITH HE MOTYT.

4. TlopsA/10K OTOBEIIEHHUA/COTTIACOBAHUS TPHOCTAHOBKH OKa3aHHs VYeiyr Ui IpoBeIeHuUS
VICIIONHATEIEM TUIAHOBO-ITPOGIIAKTUIECKUX JTM00 aBapuitHO-BOCCTAHOBUTCIIBHBIX pabot

4.1 VicroHUTEb TIPH TIPOBEIEHHH TUIAHOBO-IIPOMHIAKTHYECKHUX PadOT, CBSI3aHHBIX C EPEPLIBOM B
okasanus Yeuyr, omosemaet Ilosnydarens He Mmenee 4ueMm 3a 3 (TpH) pabouux JHS [0 Hadaa
MpoBeieHus paboT, coodIas Py STOM:

- IPUYHHY IPOBEJCHHUS PadboT;

- BpeMs HaJala i OKOHUaHus paboT;

- ®.U1.0. nmuna, HanpaBUBIIETO COOOIICHHUE.

4.2 B ciayuae ecnu 1m0 HeTedeHuH 1 pabodero IHs moclie OTHPABKH YBEJOMIICHHMS Ha IPOBEICHAC
PEMOHTHBIX W PO HIAKTHUECKHX padoT, TO/ITBEPIKICHIE/MOTUBUPOBAHHbIH 0TKa3 oT Ilomydarens He
OTIPaBI€HO, CPOKH M IPOBCJCHHE PEMOHTHBIX U npoQUIAKTHYIECKHX paboT CYUTAIOTCS
COTJIACOBAHHEIMHU.

4.3 VICOMHUTEb TIPU MEPEHOCE CPOKOB IPOBEACHHA paboT HIHM MX OTMEHE OIOBCIACT 00 aToMm
[TorygaTest AOMOIHUTENEHO.

4.4 Bee maHOBO-IpoduiakTiHdeckue paboTel Ha ceTd VICTIOMHUTENS, CBA3AHHBIC C IICPEPLIBOM B
okazaHuM YCiIyr, HOJDKHGI IUIAHAPOBATLCS HA BPEMSI, KOTJa 9T0 MOXKET HAHECTH HauMEHBINHH yepo,
U JIOJDKHEL OBITH corjiacoBasl ¢ ITomydarenem.

4.5 B ciydae apryMeHTHPOBaHHOrO BospaxeHus [loyuarens, 00BsIBIEHHOE BpEMsl IIPOBEIECHHS
paboT IOIDKHO TOJIEXATh TIEPECMOTDY.

4.6 Tlpu TUTaHMpOBaHMM PabOT WM BO3HMKHOBEHWH aBapud McrmomHuTerns o6s13aH pacCMOTpPETh
aIbTepHATHBHEIA BapHaHT OKa3aHMs YCIyr Ha BPeMs MPOBENEHUS IUTaHOBBIX paboT WM Ha BPEMs
BOCCTAHOBJICHHA OCHOBHOTO BapUAHTa OKa3zaHus Y CIIT.

5. TTopstmox uHGOPMHUPOBAHUA PYKOBO/ICTBA

5.1 Croponsl uHGOPMUPYIOT COOCTBEHHOE PYKOBOICTBO O XOHE PEINCHHS npo0neMel M, NpH
HEOGXOIMMOCTH [0JIy4eHHs IIOMOIIH PyKOBOACTBA, SCKATMPYIOT eMy Ipodnemy. Hudopmupopanue u
ScKanalus TPOU3BOIMTCS C JOKYMEHTHpOoBaHWeM (IO e-mail) wim yctHO (O TeneQoHy) - TpPH
HEOOXOIMMOCTH HEME/ITICHHOTO BMEIIATEIbCTRA. -

5.2 AJMHHHACTDATHBHASA OCKAJALWs pPa3pereHus aBapuHHBIX CHTyalud y HWcenonuutenst u y
TMonyuarens npuseneHa B Tabmuue 2 1 Tabmnuie 3 COOTBETCTBEHHO. :

5.3 [Tepexox depe3 ypOBHY SCKaiaruu 6e3 yBeIoMICHHs IPeIbIIYIIero YPOBHS He JOMyCKacTCA.
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