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06 yreepxaeHnn YcnoBuii 06 OKasaHUK YCIYr No TeXHUYeCKoii

noaaepxke Softline PREMIER SERVICES - k florosopy,
3aK/II04YEHHOMY C HCMONb30BaHWEM GYMaXKHOM BEPCHM CO CCbIIKOM
Ha caiT https;//cptl.cloud. ine.ru/sign_in

B Lensx CcoBepLUIEHCTBOBaHNS AOrOBOPHBIX OTHOLUEHUI C KUEHTaMy,
MPUKA3bIBAIO:

YTBEPAUTL YCNOBUS U TEKCT YCN0BMIA 06 OKa3aHWUM OTAENbHbIX YCnyr no TexHW4eckon noaaepxe Softline
PREMIER SERVICES (panee - [lokymeHT) - k [orosopy, 3aK/IIO4EHHOMY C MCMONb30BaHWeM GyMaKHOM
BEpCUM CO CCbINKOIA Ha calT https://cptl.cloud.softline.ru/sian in (ganee - [Oorosop).

PasmMecTuTe  TekcT [lokyMeHTa Ha WHTepHeT-calite AQO «Codt/laiiH  Tpeiin» no  ccbinke
https://softline.ru/agreements/subcriptions.

YTBEPAUTL CPOKM BCTYNNEHUS B cuny JloKyMeHTa:

- C AaThl pasmelueHuns ero Ha HTepHet-caiite AO «Codt/laiin Tpeiia».

[OKYMEHT NPUMEHSETC K B3aMMOOTHOLUEHWAM AO «Cogr/laiiH Tpeiia» W KIMeHTamu, KOTOpbie MoryT
WMEHOBaTLCA B [loroBOpe WMHaue, YeM ykasaHo B [loKyMeHTe. BHe 3aBMCMMOCTU OT yKa3aHHoro, nog
Komnanueit noHnmaetcs AO «Codt/laiin Tpelig», nog Mons3osatenem — ket AO «Cod/TanH Tpeia»,
3aKI0UMBLUMIA IOrOBOP C TEPMUHONOMMEH, OTNMYEIOLENCS OT ucnons3yemoii B JlokyMeHTe.

KoHTposib 3a ucnonHeHreM HacTosLIero Npukasa OCTaBnsio 33 COBOA.
Mpunoxenue:

L. Ycnosus 06 okasaHuv ycnyr no TexHuyecko noanepxie Softline PREMIER SERVICES - k Jjorosopy.

C yBaxkeHueMm,
FeHepanbHbI aupekTop
AO «CodT/aiiH Tpeiig»
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Mpunoxexnue N 1

K Mpuka3y reHepansHOro gupexkTopa

AO «Codpr/laitH Tpeirp>» B.3. PaayBaeBbiM
N2 1708/4 ot 17 aBrycra 2021 roga

Ycnoeusi 06 okazaHuM yCyry no TexHuyeckoi nogaeprxke Softline PREMIER SERVICES

1. O6uwme nonoXkeHus

1.1. Hacrosuwme YCnosus pernamMeHTUpyroT OCOBEHHOCTM OKa3aHus YCAYTW MO TEXHUYECKON roaaepKke
Softline PREMIER SERVICES - koHCynbTaums uikeHepa Komnanuu Premier Services AnuMTeNbHOCTbIO A0 8
YacoB HENPEpPLIBHO MO OAHOM U3 BLIGPAHHOW TEXHONOrMM, YKa3aHHOW B NyHKTe 1.2 HacTosWMX YCnoBMiA
(nanee - Ycnyru), v B3aumopeicTaust CTOpoOH.

1.2, KoHCyNbTaLuv OKasbiBaKOTCA MO OAHOM M3 BLIGPaHHOM Monb3oBaTesieM TexHonoruaM Malikpocodt:
- Microsoft SQL Server;

- Windows Server (AD, Security);

- Microsoft Exchange Server;

- Microsoft SharePoint Server;

- Microsoft System Center.

1.3. B paMkax KOHCynbTaLuu MOryT 6biTh NpefocTaBneHsbl:

1.3.1. KoHCynbTauum no npoexkTam Murpauum:

- Anrpeii Ha HOBYIO BEPCHUIO NPOAYKTa;

- MNepexop Ha peweHue Microsoft;

- Mepexop Ha obnauHoe pelueHue;

- MocTpoenune rubpuaHoit apxXUTeKTypsbI;

- Paciumpenue pegakunv npoaykta co Standard ao Enterprise.

1.3.2. KoHCynbTauMM no  MPOEKTUPOBAHWIO  pelleHus (apxuTekTypa, pacyer  MOLLHOCTH,
MacwtabupyemocTu u T.4.).

1.3.3. KoHcynsTaumm no TeXHUYEeCkUM BOMpocaM (He pelueHue npobnem).

1.3.4. KoHcynbtauma no apxuTekType pelueHus, B TOM Yucie no MOCTPOEHUID OTKA30YCTONUUBLIX
PEeLUeHMIA,

2. Ycnoeus okasaHusa Ycnyr

2.1. B COOTBETCTBUM C HACTOAWMMU YCNOBUSMU U [Horosopom KoMmnaHusa npuHuUmMaeT Ha cebs
obsazaTensCTBa okasbiBaTh [Monb3oBaTento Yenyru, a Monb3osatens obszyeTcs NpUHUMaTL M OrJlaumsaTth
Yenyrn Komnanum,

2.2. [lepeyeHb Ycnyr uKCUpyloTcs B 3akasax lMonb3oBatens, NPUHATBLIX KoMnaHwuell, cuetax, AkTax o6
OKasaHuu ycnyr.

2.3. Ycnyru cornacHo Hactosmx Ycnosui npeaocTasnaoTcs MNonb30BaTento CoracHo HanpasieHHOro
MNone3oBateneM, u npuHaToro Komnanvel 3akasa.

2.4. Tlonb3oBaTenb Bripase o6paTUTLCS 3a nonyyeHnem Ycnyr B TeuyeHue ogHoOro roga c [datsl
BbINO/IHEHUs 3aKasa (aanee - Mepuog obpaluenns). Moa JaToit BbiNoNHeHNs 3akasa CTopoHbI MNOHUMAIOT
AaTy CMEHbl COOTBETCTBYHOUWlEero 3akasa Ha Calte KomnaHuu B CTaTyc «3aBeplueH», 4YTO O3Hayaer
noareepxaeHune u npuHaTMe Komnanweii 3akasa Mons3oBaTens.

2.5. Cpok okasaHus Ycnyr coctasnseT 8 4acos HEMNpepbIBHO.

2.6. AKT 06 OKa3aHUW YCyr B OTHOLUEHUW COOTBETCTBYIOLLErO 3akasa ocopmnseTcs KomnaHueln nocne
(haKTU4ecKoro okasaHus Ycnyr, a B ciydae He obpauyenns lMonb3osarens Kk KoMnaHum - No oKOHYaHWy
MNepuona obpaiienms. Yeonyr KoMmMnaHuu B OTHOLIEHWM cooTBeTCTBYOWeEro 3akasa [lone3oBarens
CHATAIOTCA OKasaHHbIMU B MONHOM 0bbeMe, a 06A3aTenbCTBO WCMONHEHHLIM, C AaThl (aKTUUYECKOro
OKasaHus Yonyr unu patel okoHyaHusi Mepuopa obpalleHus, 0 ueMm CropoHbl nognuceiBaloT AKT 06
OKasaHWK yciyr B Mopsiake, yCTaHoBNeHHOM [JoroBopom.

3. MNopspok s3aumopeiicteus CTopoH



3.1. Yonyrv OKasblBalOTCA YAANEHHO NyTEM MPEAOCTaBNeHUs KOHCYNbTauuid o Tenedony, ¢
UCMO/NIL30BAHNEM CDEACTB 3MEKTPOHHBIX KOMMYHUKAUWMA WM SNEKTPOHHON noute B paboyee BpeMs
Komnannm, 3a UCKIIIOYEHUEM BBIXOAHBIX AHEN W MPA3AHUYHBLIX AHEN B COOTBETCTBUM C [AEMCTBYIOLMM
3aKoHoAaTenbCTBOM Poccuiickoin deaepatim,

3.2. Tlpu okasaHum Ycnyr no Hactoswmm YcnosusiMm CTOPOHbI OCYLLIECTBAAIOT B3aUMOAENCTBME, B
HaCTHOCTH, COrNacoBaHne CPOKOB M UHBIX YCI0BUI NpeaoCTaBneHns YCyr, Yepe3 CBONX KOHTaKTHbIX S
W YKa3aHHbIMKU HWXKe cnocobamu.

3.3. KOHTaKTHbIM JIMLIOM CO CTOPOHbI KOMMaH1u No BONpOCaM, CBA3aHHBIM C UCTIONHEHUEM M KAYeCTBOM
oKasblBaeMbIx Yenyr asngeTca cnyxba Service Desk € yKas3aHHBIMU HUXE KOHTaKTaMM.

3.4. KoHTaKTHbIM IMLOM CO CTOPOHBLI [MoNb30BaTENs ABASETC NULO, yKasaHHoe B JInyHOM KabuHete
lMonb3osatens, ecnm uHoe NnUo He 6yaeT ykasaHo B obpalLeHuun/3anpoce B ciyxby Service Desk.

3.5. [na nonyuseHus Ycnyr Monb3oBaTento HeobXoaMMo HanpaeuTb 3anpoc Komnawuu B Cnyxby
TEXHUYECKOW NOAAEPKKIA MONb30BaTenen http://servicedesk.softlinegroup.com/ (Service Desk) He mMeHee
yem 3a 60 (wecTbgecar) AHelt A0 AaTbl OKoHYaHms Mepuoaa obpalleHus. B cnyyae BO3HUKHOBEHMS
TEXHUYECKMX npobnem C AOCTynom Mons3oBartento Heobxogumo HanucaTtb Ha
itsupport2@softiinegroup.com wm no3soHuTs 8 (800) 100-47-89; +7 (495) 232-52-14.

3.6. WHdopmaums, Heobxoaumas Ans npeacTaeneHus g Service Desk Komnanuu:

. pekBusuThl 3akasa Mons3oBarens;

“ HavMeHoBaHWe KoMnaHwuu Monb3oBaTens;

. onucaHve 3anpoca;

. KOHTAKTHOE JMUO CO CTOPOHbI T[lo/ib30BaTens ANA COrNacoBaHWs OkasaHus Ycnyr (npu
HeobxoaumocTu).

3.7. o nonyyeHun 3anpoca [MoNb30BaTeNs Ha OkKasaHue Yenyr, HasHauyeHHble WCMONHUTENW OT
KoMriaH1m 1 KoHTaKTHble MvLia Monb30BaTens CornacoBLIBAIOT KOHKPETHLIE BPEMEHHbIe paMKu OKasaHus
3anpalMBaeMol YCnyru, a Takke WHbe YCNoBus, COBMOAEHME KoTopblXx CTOpOHaMu sBnseTcs
CYUWECTBEHHbLIM ANs NPefoCTaB/ieHnsa ykasaHHoh Yayru.

3.8. B cnyvae He noctynnenus oT lMonb3oBaTens 3anpoca Ha ronyyeHue Ycnyr B tedeHue lMepuoga
obpalueHus, Yenyru KoMnanum no COOTBETCTBYIOLLEMY 3aKa3y CUATAIOTCH OKa3aHHbLIMMK B NOSHOM obbeme,
u Mone3oBatesns He GyaeT UMETL Npasa Ha NosyyeHne Kakux-mbo Bo3MeLLeHUit 1 KOMMeHCaLuii B CBA3M
C 3TUM,

3.9. C uenblo obecnieyeHnss KomnaHueit Haanexaiumx yCioBuiA Anst okasanus Ycnyr, Mons3oBatens
obazyerca:

- OCYLIECTBUTE perucTpaumio B cucteme Service Desk B mopsiike U Ha YCIoBMSIX, MPeyCMOTPEHHBIX B
HacToAWmMX YcnoBusax;

- obecneunTs KoMnaHuu HeobxoauMble CeTeBble A0CTYMbI, 8AMWHUCTPATMBHbBIE MOJIHOMOYMS AN 3anycka
WHCTpYMeHTOB KoMnaHuv unm npoussoauTeneii n cbopa AaHHbIX;

- obecreunts KoMnaHun HenpepbiBHyI0 A0CTYMHOCTL KOHTaKTHbIX My BO BpeMsi okasaHua Yonyr ans
pelueHmst CBA3aHHbLIX C OKasaHuem Ycnyr Bornpocos;

- MPeAocTaBsTe No 3anpocam KoMnaHui nHyio MHGOPMaLMI, BaXXHYIO AN OKasaHus Yenyr.

3.10. Mpn nonyyenrun Yciyr Monb3oBaTenb CaMOCTOSTENHO HECeT OTBETCTBEHHOCTb 32 pe3epBHOE
KOMMPOBAHUE AaHHbIX, @ TAKXKE 33 BOCCTAHOB/IEHUE AaHHbIX B CIy4ae UX yTepu U1 U3MEHEHMS.

3.11. Monb3oBaTeNb Takke HECET OTBETCTBEHHOCTb 3a NpUMEHEHNe BCeX COOTBETCTBYIOWMX MpoLeayp,
HeobXxoauMbix A1 obecriedeHuss LENoCTHOCTM M Be30NacHoCTH ucrnonesyemoro o6opyaoBaHus,
NporpaMMHOro obecrieyeHms u AaHHbIX.

3.12. [ns Haanexawero u 3heKTUBHOTO OKasaHus Ycnyr, Komnanus npepocrasnset Monb3oBaTtenio
Mpaeo  wCnonib3oBaHWs nporpammel  ang  3BM  Softline  Assessment Ha YCNOBMAX  MNPOCTON
(HemckmounTeNEHON) MUeH3uK. MpaBo UCMONBL30BaHUS nporpammsel Anst 3BM npegocraensieTcs Ha cpok
OkasaHua Ycnyr nyTeMm BOCMPOM3BEAEHWS MpPOrpaMMbl Asst 9BM, orpaHuuyeHHoe WHCTannauueii,
KonuposaHueM 1 3anyckoM. onb3oBaTens He BnpaBe MCMONbL30BaTh nporpamMmMy ans 3BM B UHbIX Lensax
¥ MHBIMM CTIOCOGaMK, B TOM YMCIIE AEKOANPOBATL, NEPENPOeKTUPOBATL, pa3bupate, AEKOMNUIMPOBATL WK
MHbIM 06pa3oM nepeBoauThb B Apyrue dopmel nporpamMmy ans 3BM unu AOKYMEHTaUMIO K HeMy. B cnyuae,
KOrfa HecmoTps Ha [aHHoe OrpaHuyeHue rnopobHele AencTBuS HanpaMyo paspeLleHbl NPUMeHUMbIM
3aKOHOAATENbCTBOM, [lonb30BaTeNb BNpaBe OCYIUECTBASTL NOACGHbIE ASHCTBMS UCKIIOUMTENBHO B TON
CTENEHW, KOTOpas MnpaMO paspellleHa 3aKOHOM, HeobXoauMO ANd OKa3aHUs Yenyr, U npu ycnosuu



Npe/BapuTeNbHOro MUCbMEHHOTO yBeZIoMNleHUsi KOMMaHWM O CBOEeM HaMEepeHWM OCYLIECTBUTbL Takue
Aencteus. BosHarpaxienne KoMnaHum BK/IKOYEHO B CTOMMOCTb YCAyr,

4. Mopspok pacuéros

4.1. [narex onpepensetcs BbibpaHHbIM Monb3oBaTenem Tapudom 1 ykasbieaeTcs CTopoHamu B AkTax
06 oKasaHWW yCnyr, BbICTaBAsSEMbIX KOMNaHWen, cornacHo nyHKTy 4.5. [orosopa 1 HacTosLwmx YcnoBsui,
1 onnaymeaeTcs Ha ycnosusax Jorosopa.

4.2. Cymma cootsercrBylowero fnatexa 6yAeT aBTOMaTUuecku cnucaHa C JMLEBOro cuerta
Monb3oBarens, eciu onnara Mo CYeTy B pasMepe CyMMbl Mnatexa He MOCTYMUT Ha pacyeTHbIN cueT
KomnaHun B Cpoku, oroBopeHHbie B [lorosope.

4.3. Onnara MNnatexa NPOM3BOANUTCS MO LieHaM, ykasaHHbIM B JIMUHOM KabuHeTe Monb3oBaTens.

3 3aKknounTeNbHbIE NOMOXKEHUS

5.1. Tonb3oBaTesb NPUMHAMAET Ha Ce6sl BECh PUCK COOTBETCTBMS OKasbiBaeMbix KOMMaHuest Ycnyr ceoum
MOXeNaHusAM U NOTPebHOCTAM,

5.2. CropoHbl OTBEYaloT APYr Nepes APYroM 3a NpaBuibHOCT, AOCTOBEPHOCTb U NOMHOTY NepeaaBaeMbix
MMM QIDYT YTy TeXHWYeckux TpeboBaHuif, AOKYMEHTOB, CBEAEHMA WM MHOM MHdOpMaumuu. B ciyuae
MCNO/L30BaHMs OAHOM M3 CTOPOH HELOCTOBEPHOM MM HENoMHOM MHGOPMaLUMKM, NonyYeHHOW OT ApYroi
Cropotbl, CTopoHa, nonyumnBLLas MHPOPMALMIO, He HECET OTBETCTBEHHOCTM 3a NMocneacTsus, Bbi3BaHHbIE
ee [eliCTBUSMM Ha OCHOBaHWM NPEAOCTABAGHHONM HEOCTOBEPHOM uHdopmaLmu,

5.3. [lonb3oBaTenb HECET OTBETCTBEHHOCTb 3a COGMOAEHME npae KomnaHuv WM TpeTbux nuL Ha
MHTENNIEKTYaNbHYIO COBCTBEHHOCTb, UCKIIOUUTENbHBIX MPaB, NaTeHTHbIX, aBTOPCKUX, CMEXHDBIX WSIN UHbIX
OXpaHsieMbIX 3aKOHOM npas. B cyyae, ecim K KoMnaHum no suHe lMonb3osatens 6yayT npeabsBneHsi co
CTOPOHBI TPETBUX /ULl Kakiue-Nubo MpeTeHsum, BhiTekalowme M3 Hapyiwenus Monb3osatenem npae Ha
MHTENNEKTYaNbHYIO COBCTBEHHOCTb, UCKIIIOYUTENBHBIX NPaB, NaTeHTHbIX, ABTOPCKMX, CMEXHbIX UM MHbIX
OXpaHseMbIX 3akOHOM Mpas, lonb3oBatesib 0653yeTcs NPUHSTL Ha Cebs 3T NPETEH3UM 1 BO3MECTUTL
KomnaHuu Bce ybbITKM 1 pacxofbl, NoHeceHHble KoMnaHuel B CBsam ¢ HapyLeHneM Tak1x rnpas, 1 3a cBon
CYET 1 Ha CBOM PUCK HE3AMEANUTENBHO NPUHATL MEPbI K YPETYNUPOBAHUIO 3asBNEHHbIX NPETEH3WIA.

5.4. OrpaHuuyeHue oTBETCTBEHHOCTM KOMNaHum:

5.4.1. OrteercreeHHOCTb KoMnaHwu o HacToqweMy [OMnofHeHWIO OorpaHuyeHa Bo3MelleHueM
peanbHoro yuwepba, npuunHeHHoro Mons3osatento. Bo3MelLeHNe KOCBEHHbIX y6bITKOB, B TOM 4uCne, HO
HE OrpaHU4MBasiCh, ynyLeHHOW Bbiro/lbl, HACTOSLLUMM UCKITIOYAETCS.

5.4.2. MakcumanbHas OTBETCTBEHHOCT KoMnaHuv B Cny4ae He NpefdoCTaB/ieHUsa UK HeHaanexallero
NPEAOCTABNEHUS  YCIYr  OrPaHW4MBAETCH  MeHbLUeN W3  CeayioLmx cymm: (@) CTOMMOCTbIO
COOTBETCTBYIOWEH YCNyru, CTaBlueMy OCHOBaHWMIO AN npuenedyeHns KoMnaHum K OTBETCTBEHHOCTU WM
(6) 100 000 py6neit (cro Thicay py6neit).

5.4.3. KoMnaHua He HeceT OTBETCTBEHHOCTb 3a Hapyluenve [lonb3oBaTeneM npae TPeTbMX NuL,
BIUliO4ad, HO He OrpaHMuMBascb 3TWM, HapylweHwe [lonb3oBaTeneM npae Ha WHTENNEKTYanbHy
COBCTBEHHOCTb, MCK/IIOUNTENbHBIX MPaB, MaTEHTHbLIX, @BTOPCKUX, CMEXHBLIX WM WHbIX OXPaHSAEMbIX
3aKOHOM MpaB, B TOM YUCJIE 338 HapyLUeHUE, COBEPLUEHHOE C UCMO/b30BaHUeM Yenyr, npegocrasnsaembix
KoMnanueil.

5.4.4. KoMmnaHus He HeceT OTBETCTBEHHOCTM 3a HeHaanexauiee dyHKUMOHUPOBAHWE  Wnu
HEAOCTYNHOCTL CErMeHToB MHTEpHETa, HaXOASALUMXCS BHE 30HbI OTBETCTBEHHOCTY KomnaHuu, nocpeacreom
KoTOpelx  lMonb3oBateneM OCylWecTBASETCA  AOCTYN K MH(POPMaUMOHHBLIM  pecypcaM  Komnauuu,
UCronbsyembiM Ans okasaHus Yenyr Monb3osaTtento.

5.4.5. KoMnaHus He HECeT OTBETCTBEHHOCTU 3a BPEMEHHOE NpexpalleHne okasaHus Ycnyr, 3aaepkm
B CpOKax OkasaHua Ycnyr B cnyyae, ecivM OKasaHue Ycnyr Monb3oBaTtento Crano HEeBO3MOXKHBIM B
PESynbTate HeUCnpaBHOCTU oBopyaoBaHus wnu c6oes B pabote nporpaMMHoro  obecneyeHus
WH(OPMALIMOHHBIX PECYPCOB, HE MPUHEANEXALUNX KoMmnanuu, 3a wucknioueHwe cnyuaes, koraa
obopyfosaHue ucrionbayercs KoMnaHueil ans okasaHus Yenyr Monb3osatento.

5.5. Komnauus uMeeT npaso Ha PacTOPXEHWE HacToAWMX YCNOoBUI He3aMeANUTENBHO B Chyyae
Heonnatel lMonk3oBatenem nwboro npuumuTaloLerocs KomnaHum nnartexa.

5.6. Hacrosuwme Ycnosus geiicTeyeT B TeYeHMe BCero CpoKa npepocTaBneHus Yenyr.



5.7. B ciy4ae npoTMBOPEUMUs MONOXNEHMIA HACTOSLWUMX YCIoBUiA 1 [loroBopa NPUMEHSIIOTCS HacTosWMe

Ycnoswus.

5.8. Bo BCeM OCTanbHOM, YTO He MpejyCMOTPEHO HACTOSLWMMM YCnosnamMmu, CTOPOHBI PYKOBOACTBYHOTCS

nonoxxeHuaMu florosopa
KomnaHnus:

AO «Codr/laiin Tpeing»
Anpec MecTa HaxoxaeHua: 119270 Poccuiickas
®epepauus, r. Mockea, JlyxHeukas HabepexHas,
A. 2/4, ctp.3A, oduc 304
Appec ans nepermckun: 115114 r. Mockea,
Hep6eHesckan Hab. a7 cTp 8
WMHH 7736227885 KINN: 774950001
OlPH: 1027736009333 OKMO: 59754311
BblibepuTe BapuauT
E-mail ana o6paweHus no BonpocaMm kauyecTea
obcnyxumeaHua: quality@softline.ru

KoHTakTHOe  nnLo: ,  e-mail: 4
TenedoH:
Moanucek:
/ /
M.n.

MecTo ans BBOAa AaThi.

Monb3oBaTens:

AZpec MecTa HaxoXaeHus:
Anpec ans nepenuncku:
OlPH:

WMHH/KIM: /
PacyeTHbIi cueT:

bBaHk:

Kopp/cu:

BUK:

KoHTakTHOE  nuuo:
TenedoH:

., e-mail: 5

Moanuce:

M.MM.
Mecro gnsa BBOAA AaThl.



