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1. O611Me nojioKeHus

1.1 Hacrosinm 10KyMEHTOM YCTaHaBIMBACTCS TOPSIOK B3AUMOEHCTBHS TeXHUUECKUX city»k6 Mcnonaures
(nanee Mcronnurens) u Texuuueckux ciyx6 Ilomyuartens (nanee ITosmyuarens), mOpsmok 3cKaialiu npu
yCTpaHEeHHU npobiaemM ¢ yciyramu CBSI3H B pamkax  ['ocymapcTBeHHOTO KOHTpaKTa
Ne0173100007519000085 144316 ot «14» asrycta 2019 .

1.2 CocraB, TeXHMYECKHE XapaKTEPUCTHKH M MMapameTphbl YCIyr OMpeleeHbl B COOTBETCTBYIOMIEM
['ocynapcreerHom  konTpakte W TeXHMUECKOM — 3aJaHMHM, KOTOPOE  ABAAETCS — NPUIOKEHMEM K
I"ocynapcTBeHHOMY KOHTpPaKTY.

1.3 Croponbl o6mMeHuBaloTCs Beell HeOOXOAMMON HH(OpMaLMel s peajn3almy KOHCTPYKTHBHOTO
B3aUMOJICHCTBHS, B paMKax 00ecreyeH s rapaHTHPOBAHHOTO KaueCTBa YCIIyT,

2. KoHTaKTbI TEXHUYECKHX CITY KO U1 B3aMMOIEHCTBHS

Bzaumozelicteue no Bompocam obecrieuenms  GecriepeGoiHoro  gyHkuMonuposanus Ilosmyuarens
OCYUIECTBIIACTCS MEKIY TeXHHUECKUMH city:xOamu [Tomywatens u McromHuTenst, KOHTaKTbI KOTOPBIX YKa3aHbl
B 1.2.1 1 11.2.2 COOTBETCTBEHHO.

2.1 Konrakre! [TomyuaTens

OTBeTCTBEHHDbIH Tenedon e-mail

2.2 Konraxtel Ucriomaurens

OTBeTCTBEHHBII Tenedon e-mail

Ornen o6enyxupanus Ueronuuress +7 (800) 505-97-20 cifs@domru.ru

2.3 Bzaumoneiictere CTopon ocyuiecTsisieTcst peskume «24x7» (24 uaca B cyTku, 7 aHeil B Heaesmo, 365(6)
JIHEH B TOJY), C HCIOJNIb30BAHUEM MMEIOLIMXCS CPEICTB CBS3M: TesieOH, JMEeKTPOHHAs T10YTa, COTNIACHO
KOHTAKTHOM MH(pOpMaLmu, ipesocTaieHHON CTOpoHaMHU Ipyr ApyTYy.

2.4 Tlonyuarens ciaer 3asBKkM Ha HeucripaBHoCTh MenomHuTerto.

[Tocne mposenenus nepsuunoii auarHoctnkn Memonnurens orkpeiBaer Trouble Ticket (manee S-TT) wm
coob1aer Homep [osyuaresio.

2.5 CTOpOHBI CBOEBPEMEHHO MPEAOCTABIIAIOT APYT APYTrY MH(POPMALMIO 06 M3MEHEHHH KOHTAKTHBIX JAHHBIX
OTIEPATHBHBIX CIIYKO, a TAKIKE KOHTAKTHBIE JaHHBIE PYKOBOICTBA TEXHUUECKUX Mopaseenuit CTOpoH.

3. Tlopsok B3auMoecTBHS CTOPOH

3.1 Mcnonuurens 06g3aH IpUHUMATE W perncTpupoBaTh obpatienus [lomyuaresis, CBI3aHHbIE C BBISBICHHEM
npobsiem Ha kaHanax [Tosyuarens.
3.2 Obpautenns ot [lomyuarens perucTpupyiotcs B 0ase NaHHBIX ABTOMATH3MPOBAHHON CHCTEMBI

ynpasjeHus npobaemamu. 3anuck, chopmMupoBanHas B 6aze NaHHbIX, WIECHTHQULIMpYeMas €€ HOMEPOM, HOCHT -
Hazpanue TT.

- Hazpanue kommnanuu

- YHuKanbHbl# uaentudukarop IMoyuarens, yka3aHHbIH B aKTe NPUEMKH
- ['eorpaduueckuit Aapec O6wekra ITosyuarens;



- [MoapoGHoe onucanue npodiiemsl:

- JlaTa ¥ BpeMs BOSHUKHOBEHMS MpoOsIeMbl,

= KPUTHYHOCTE MPo6/1eMbl (HEOCTYTTHOCTh WITH YXY/IILIEHHE KauecTRa);

- Pesynprathl neppuunoil amarnocTvku (ping, trace) ¢ ykasanuem IP-aapeca obopynosamnms [TonszoBaress
(NMpH UX HATUYHK);

- ®HO u koHTaKTHBIE JaHHBIe TIpeacTaBuTes [Toayuarens Ha o6bekTe;

- 110 BO3MOYKHOCTH - HAJTMUME 3JIEKTPOITUTAHHS:

- B nomeuteHuu [lomyvaresns;

- Ha OKoHeuHOM obopynosanuu [Toyyaresns;

- 110 BO3MOYKHOCTH, HH(OPMALHIO 0 BHELIHEH MHAMKALIMK Ha oGopynosanuk Mcnoanurens u ITomyuarens.
- 110 BO3MOJKHOCTH, HHpOpMaLHIO 0 nepesarpyske obopyaosanus Ucnonnurens u Toayuaresns,

3.4 Wcnonnurenns peructpupyer npobieMy M B TeyeHue |5 MHHYT ¢ MomenTa obpamenns [lonyuaress
coobmaer [Momyuaresnto Homep 3apeructpuposanoro TT.

3.5 TlepHoa HeZOCTYNHOCTH YCIyrH WIN yXY/IIEHHs KauecTBa yCJIyrH HAYHHAETCA ¢ MOMEHTa O6palieHus
[Tonyuarens k Ucnonuuresio.

3.6 Tlocne peructpaumu TT HcenomHuresnb NpOBOAMT MPOBEPKY MO MOCTYNMBIIEMY obpatieHuio. 1o
pesynbTaTam npoBeAeHHOU nposepku Menosnurens nndopmupyer [Momyuarens.

3.7 B ciyuae He oOHapyxkKeHHMs MpoOJIeMbl B 30HEe OTBETCTBEHHOCTH Mcmomnurens, Mcnomuuress
3anpariiBaeT J0MOJHUTEBHYIO IMarHOCTUKY TipoGuiembl y TTosyuarens.

3.8 Ucnonnurens nepesoaut TT B 30ny orercTBennoctn [Tonyuarens (I[TpuoctaHapivsaet) B cryuasx:

B xone ycrpanenus TT npu neobxoaumoctn oGecrniedenus goctyna Ha o6bext [Tomyuaress;

B xone ycrpanenns TT npu meoGxommmoctn 3arpoca K [losyyaresmio 0 AONONHMTENLHON MpOBEpKe
paboTOCNOCOOHOCTH cHeTeM Jku3HeoOecieueHns: 000y I0BaH|s (3IEKTPONUTAHNE, KOHAMIMOHUPOBAHUE) Ha
obbekre I[lomyuarens B ciydae OTCYTCTBHsS M0A00HOH uHpopmaumn npu cuave TT Menonuureno wiam
TMOABJICHWH JIOTIONIHUTE/IbHBIX 0OOCHOBAHHBIX MOJ03PEHUH HA 3Ty MPHYHHY HepabOTOCTIOCOOHOCTH YCIYTH B
pamkax nokanuszaumu TT;

B xone ycrpanenns TT mpu neoOxomumoctr 3anpoca k Ilosyuarens wa npopeieHHe AOMOTHUTETLHOM
JAMArHOCTHKHU Ha obopynosanuu Iomsyuarens st jokanuzaumuu npuunns TT;

[o pesynbratam nokanusaunu u ycrpanenus TT, Koria COBMECTHBIMU A€HCTBUAMM BhIABIEH (DAKT MPUUUHbI
npobembl B 30He OTBETCTBEHHOCTH [TonyyaTess.

TT mnposomutes B 30HY oOTBeTcTBEeHHOCTH [losiydaress TOJIBKO TPH  YCIOBMH  TIPEAOCTABIEHHS
apryMeHTHPOBaHHBIX JI0KAa3aTebCTB OTCYTCTBUSA NMPoOIieM (AHarHOCTHKH) cO CTOPOHBI McronnuTens.

M3 nepuona nenocrynnocty yeiyru B TT nin Bpemenu peternus npo6uemst ans TT ¢ yxyameH1eM KauecTsa
BbIuUTacTes Bpems HaxoxaeHus TT B 3oHe oTBercTBeHHOCTH [Tosyuaresns.

[To pesynbraram nokanmzaumu u ycrpanenus TT, koraa coBMecTHbIMU ieicTBUAMH CTOPOH BLIABIEH (hakT
MPUUKMHBL POGJIEMBbI B 30HE OTBETCTBEHHOCTH Ilosryuaresns, CUMTAIOTCS MOJHOCTHIO B 30HE OTBETCTBEHHOCTH
ITosryuaTens v He y4acTBYIOT B lalibHEHIIIEH CBEPKE TPOCTOEB.

3.9 HeucripaBHoCTh cUMTAETCs YCTPAHEHHOM, KOraa Yeiryra rotoBa K 9KCIlyaTallMi U eé SKCITyaTalMOHHbIE
XapaKTEePUCTHKH COOTBETCTBYIOT rapaHTUpoBaHHbIM HMcnonuutenem napamerpam.

3.10 BpemeneMm BOCCTAHOBJIGHMS MApPaMETPOB YCIYTH CUMTAaeTcs Bpems (PaKTHYECKOrO BOCCTAHOBICHMS
SKCTITyaTalMOHHBIX XapaKTePUCTHK YCIIYTH.

3.11 Ycrpanus HeucripaBHOCTb, MCIONHNTEb HAMpABIISET MUCHMEHHOE YBEJOMIEHHE 00 yCTpaHeHHH
HEHUCTIPABHOCTH Ha JJICKTPOHHBIN afipec oTeeTcTBeHHOro nuua [Tonyuarens, (mauunaropa TT) ¢ ykazaHuem:

- Homepa TT;

- IPUYUHBI HEUCTIPABHOCTH U MPEITTPUHSTHIX JIEHCTBUN;

- 30HBI OTBETCTBEHHOCTH;

= BPEMCEHHW BOCCTAHOBJICHMUS.

Hannas vndopmaums moxer ObITh HampasieHa [Tosyuarento Kak oT coTpyaHuka Mcnonnuresns, Tak v B

ABTOMAaTHYECKOM PEeKHUME TMpW  3aBepiueHun pabotbl Hax TT oT cuctembl perucrTpaimu  obpaiieHui
HMcnosnurens no KOHTakTHEIM AaHHbIM [TosrydaTesnio, ykasaHHbIM B 11.2.
; 3.12 B Teuenue 24 4acoB C MOMEHTA [OJYYeHHsSI YBEJOMIIEHHS 00 yCTpaHEHMH HEMCIPaBHOCTH
OTBETCTBEHHBIH coTpyanuk [lonmyuatens, ykasaHHblii B 1.2 Hacrtosiero PerjiameHrta, TpegocTaBiser
MOATBEPIKACHHE  YCTPAHEHUS HEUCIIPABHOCTH IyTE€M OTIPAaBKH COOOINEHMs Ha 3JIEKTPOHHBIN  ajpec
Hcnonnurens, ykazannbiit B mynkre 1.2, nian uaGopmupyet McnonHuress o npuunnax otkasa B



TOATBEPIKACHUN  YCTPAHCHUS HEUCHpPaBHOCTH. B ciiywae He mnpenocraienust [lonydarenem
MOATBEPKACHHUST WIIK OTKa3a B IMOJATBEPKACHUHM YCTPAHEHHUs] HEMCIPABHOCTH B T€YEHHE 24 4acoB ¢
MomenTa uH(Gopmuposanus Ilomydaress McronHnrenem, HEUCIPABHOCTh CYUTAETCA YCTPAHEHHOH 110
YMOJTYAHHUIO.

3.13 Kaxnas u3 CTopoH nMeeT 1paso B JIF000H MOMEHT 00paTuThest K Apyroit CTopoHe 3a HOMOIIBIO
B [IPOBE/ICHUN JMArHOCTHYECKUX PadoT 1 3a mo00H uHpopManuet, HeoOXoaumoit st 3HHEKTUBHOTO
pereHus mpoodIeMbl.

3.14 Tlpu obpamennn oxuoit w3 Cropon K xapyroit CTOpoHe 3a MOMOIIBIO B IMPOBEICHHH
JAMArHOCTHYECKUX paboT u 3a moboit nudopmarmei, HeoOX0MMON Uit 3PPEKTHBHOIO perneHus
npobniempr, CTOpoHa, MOMy4MBINAs 3ampoc, o0s3aHa MPENPHHATh BCE BO3MOXKHBIC IEHCTBHS,
COTJIACHO 3aIPOCy WJIH OTBETHThH apPIyMEHTHPOBAHHBIM OTKA30M, C YKa3aHHEM TMPHYUMH, 110 KOTOPBIM
JIECTBHUS BBITIOJIHEHB! OBITH HE MOTYT.

4. Iopsiiok onoBerenys/coriacoBaHus IPHOCTAHOBKH OKa3aHus Y CIIyT [UIs IIPOBEIECHUS
HcnonnuteneM mianoBo-npoQHIakTHIECKUX JTUO0 aBapuitHO-BOCCTAHOBUTEILHBIX PAOOT

4.1 WcronHuTes Mpu MPOBEICHHH TTaHOBO-TIPO(QUIAKTHYECKHX paboT, CBA3aHHEIX C TIEPEPHIBOM B
okazanus Yenyr, omosemaer [lomyuarens He Menee dem 3a 3 (Tpu) paboumx gHS 10 Havania
poBeNeHUs PadboT, cood1Ias MPU ATOM:

- IPUYMHY TPOBE/ICHUS PadbOT;

- BpeMsi HavyaJla ¥ OKOHYaHHUs padoT;

- ®.1.0. inna, HampaBUBIIETO COOOIIEHHE.

4.2 B ciyyae ecnu nmo ncredenun 1 pabodero s Mocie OTIPABKU YBEIOMIIEHHS HA MPOBEICHUE
PEMOHTHBIX ¥ NPO(PHUIAKTHYECKHX PabOT, MOATBEPKIACHUES/MOTHBUPOBAHHBINA 0TKa3 oT Ilonyuaress ne
OTIPABJICHO, CPOKM H MPOBEIAECHHE  PEMOHTHBIX M  MPOPUIAKTHYECCKHUX pPabOT CUMTAIOTCS
COTTACOBAHHBIMH.

4.3 VcronnuTens NpU TepeHoce CPOKOB TPOBEIEHHUs pabOT MM UX OTMEHE OTOBEIaeT 00 ITOM
[Tomygaresst TOTTOTHUTETBHO.

4.4 Bce nianoso-npoduiaktudeckue paboTel Ha ceTH MCronHuTens, cBA3aHuble ¢ MEepephiBOM B
OKa3aHUM Y CIIyT, JIOJUKHBI TIAHAPOBATRCS HA BPEMsI, KOT/Ia 9TO MOYKET HAHECTH HAMMEHBIIMH yepo,
1 JIOJKHBI OBITH corytacoBausl ¢ [TosrydaTernem.

4.5 B ciydae apryMeHTHPOBAHHOTO BO3pakeHus [lomydatens, oObABIEHHOE BPEMs IIPOBENECHHS
padoT JOKHO TTO/UIEXKATh TIEPECMOTPY.,

4.6 Tlpu numanupoBanuu paGoT WM BO3HHKHOBEHHH aBapuu McronuuTesns o0sS3aH paccMOTPETh
ATbTCPHATUBHBIN BapUAHT OKa3aHMs YCJIyr Ha BpeMs IMPOBEJCHHS IIAHOBBIX PabOT WM HA BPeMs
BOCCTAHOBJICHHUSI OCHOBHOTO BapHAHTA OKa3aHUs Y CIIYT.

5. INopsanok naopMupoBaHHUs PYKOBOJACTBA

5.1 Croponsl HHPOPMUPYIOT COOCTBEHHOE PYKOBOACTBO O XOJE pPELICHHs MPOOJIEMBbI M, TPH
HEOOXOMMOCTH TOJTYyYEHHs TIOMOIIM PYKOBOJCTBA, SCKAIUPYIOT eMy mpobiemy. Mudopmuposanue n
SCKajlaums TPOU3BOJUTCSA C NOKYMEHTHpOBaHMEM (1o e-mail) wnu yctHo (1o TenedoHy) - npu
HEOOXOAMMOCTH HEMEJUICHHOTO BMEIIATEILCTBRA.

5.2 AJIMHHUCTpaTHBHAs OSCKAJallks pa3pelleHHs aBapuilHbIX cutyauuii y MWemonnurtens u y
[Tonyuatens npusenena B Tabnwie 2 u TaGiuie 3 COOTBETCTBEHHO.

5.3 Tlepexo yepe3 ypoBHH dcKaNalin 0e3 YBEAOMIICHHS MPE/IbIIYIIEro YPOBHS He JI0MyCKAETCs.
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