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NMPUKA3

N2 16/3 ot 16 despans 2021 roga

06 yreep)eaennn flononHenun k florosopy

odrepTe 06 okazanumn yenyr no IT-
AyTcOpCHHIY MHbpacTpyKTypbl M IT-
AYTCOPCHHTY W MOHUTOPHHTY
WHGPaCTPYKTYpbI
B uenax coBeplUeHCTBOBaHWS AOrOBOPHbBIX OTHOLLIEH WM C MOTEHUMANBHBLIMUA KIIMEHTaMK,
MPUKA3bIBALIO:

MHMPaCTPYKTYpbl 1 IT-AyTCOPCUHIY U MOHUTOPUHIY WH(PACTPYKTYPLI (danee - [JoKyMeHT).
[JokymeHTa Ha WHTepHeT-calTe AO «Codt/lanH
https://softline.ru/agreements/subcriptions, B kauecTse npeanoxerus (odeptel) A0 «Codt/laiin Tpena»

YTBEpAUTL YCnosus W TekcT [ononHenus k florosopy odepte 06 okasaHun ycnyr no IT-AyTcopcuHry
TEKCT Tpeip»:
nopsake cratbu 435 IpaaaHcKoro kopexca Poccuiickod ®esepaumm, aapecyemoro MnoTeHuuanbHbIM

Pazmectuthb
KNAWEeHTaM 3aK/IUUTb YKa3aHHbIA JOKYMEHT Ha NPeaycMOTPEHHbBIX B HEM YCNOBUSX.

YTBEpAWUTb CPOKM BCTYMNEHUA B cuny [loKyMeHTa:
- C flaTbl pa3MelleHus ero Ha ViHTepHeT-caite AO «Codt/lait Tpeia».
PaboTy C KAMEHTaMM W NpPEeAoCTaBfeHWe WM COOTBETCTBYIOWMX YCNYr/TOBapOB/AMLEH3UNA uepes

BbILLIEYKa3aHHbIIA CalT OCYLLECTBSTL TONIBKO MOC/Ee COBEPLLEHHOTO UMM aKkuenTa [okyMeHTa.

KOHTPO/b 33 UCMONHEHWEM HACTOALLEro NpuKasa OCTaBAsHo 3a COBOA.

Mpunoxexune:

1. [lononHenve Kk [forosopy odepte 06 okasaHuu ycnyr no IT-AyTcopcuHry MHGpacTpykTypel U IT-
AyTCOPCUHIY U MOHUTOPUHIY UH(PaCTPYKTYPbI.

e

C yBaxeHuem, ppp—
w .m. CT .
l'eHepanbHbIiA AMpeKTop /.}ﬂ,,ﬂ-,, =2 "N
;’/.5*5\- A~/ "/B.3.Pasysaes /
[/ s ARC \'\

I L .‘_"! ’1'\ ~ \ ot ) |

I £ |

| |50

Y
el
D
=
M
0
-

AOHE
=

LY

AO «CodT/aiiH Tpeing»

-
=
P 0
b
'




MpunoxeHne N2 1

K NMpukaszy reHepanbHOro AMpeKTopa

AO «Codp1r/laiH Tpeip>» B.D. PasyBaeBbiM
N? 16/3 ot 16 peBpana 2021 ropa

HAononHenue k [lorosopy odepre
06 okasaHum ycnyr no IT-AyTCOpPCUHIY MH(PPaACTPYKTYPbl U IT-AyTCOPCUHIY U MOHUTOPUHIY
MH(PaCTPYKTYpbi

B cooTBETCTBMM CO CTaTheil 437 IpaxaaHckoro Kogekca Poccwiickoli ®epepauvv AaHHbIA AOKYMEHT
asnsercs nybnuuHoit odeptoil, TO ecTb NpPeanoKeHueMm IpUANYeCKUM nuuaM, Cco3gaHHbIM |
3aperncTpupoBaHHsLIM B COOTBETCTBMM C 3aKoHOAaTenbCTBOM Poccuiickoit denepaumu, Ha TeppuUTOpun
Poccuiickoint depepauui, 3akniounte [JononHeHue K [oroeopy odepTbl, pasMelleHHOro no agpecy
https://softline.ru/agreements/subcriptions, Ha HWKeyKa3aHHbIX YC/IOBUSX, U B CyYae NPUHATUSA KOTOPbIX
NALO, NPOU3BOASLLEE akLenT 3Toi odepTsl, NpUobpeTaeT Npaga M COrfalaeTcs Haanexawmm obpasom
UCNONHATL 06A3aHHOCTH, W3N0XEHHbIE B HacToAlweM [lononHeHun.

Hacrosiee [orionHeHue pasMellaercs AKUMOHepHbIM obliectBoM «CodT/laiH Tpeig», WMeHyeMbiM B
pfanbHeitwem «Komnanua», B ceT MHTepHeT no apgpecy https://softline.ru/agreements/subcriptions, u
npuHumaertcs Bamu, Mons3oBarenem, NONHOCTHIO M 6€30roBOPOYHO B MOMEHT ONJIaThl NEPBOrO CYETA.

1. Obuime nonoXeHunna

1.1. Hacroauwee [ononHeHue pernaMeHTMpyeT 0COBeHHOCTM OKasaHus ycnyr no IT-AyTCOpCuHry
UH(pacTpyKTypbl U IT-AyTCOPCUHIY M MOHUTOPUHIY MHDPACTPYKTYpPbI (Aanee — Ycnyru).

1.2, HanpaenexveMm CcOOTBETCTBYIOLWEro 3akasa K Hactoswemy [ononHeHuto [lonb3oBatesb
NMOATBEPXJaeT, YTO OH 03HakoMIeH ¢ MpunoxeHnem N21 k HacTtoswemy [JononHeHuo, 06a3aTenbHbIMU K
ucrnonHeHuio Monb3oBareneM, W cornaceH Ha cobnloaeHUe 3aKpeneHHbIE B HUX YCIOBUMA.

2. TepMuHbI U onpefeneHns:

OTyeTHbIN Nepuoa — paseH 0AHOMY KaneHaapHoMy Mecsauy (¢ 1 no nocneaHee uncno mecaua). CTOpoHbl,
ocobo OroBapuMBaloT, YTO B C/lyyae eciv faTa Havana okasaHusi Yoiyr sbinagaer He Ha 1 umcno
KanesgapHoro mecsua, nepebiM OTYETHBIM NEPUOAOM NPU3HAETCA Mepuos C AaThl HaYana okasaHus Yonyr
[0 rnocnefHero Yyucna Tekywero Mecaua.

3. YcnoBus okasaHusa Yonyr

3.1. HawmenoBaHue Yonyr, a Tawoke lnartex 3a Takue YCnyru yKasbiBaloTca Ha OCHOBAHUM UMEKLLIMXCS
Tapudos Komnanuum B 3akasax, cyetax, AkTax 06 oKasaHuu YCiyr.

3.2. Ycnyrv okassiBaioTca [oNb30BaTenNtio CornacHo HanpaeneHHoro Mons3osartenem 3akasa.

3.3. Ycnyru no HacrosiweMy [lononHeHuio okasbiBatoTcs [lonib30BaTento B Nepuofdbl PABHLIE OAHOMY
MecsLy B NPOMEXYTKE C NEPBOTo Mo NOCAEAHES YMCNO KaXAOro KaneHaapHoro Mecala AeiCcTBms AaHHOro
Honon+Henus (aanee — Mecsunbiii nepuog, Mepuopa). MpogomkuTensHOCTL Yanyr B Mepuoae ykasbiBaeTca
B 3akase [lonb3oBaTens.

3.4. OT4YeTHbLIM NEpPMOAOM ABNAETCA 0AUH MECAL, B MPOMEXYTKE C NEPBOTro Mo NOCNeAHEe YMCIIO KaXkaoro
KaneHjapHoro mMecaua. MecayuHblit nepvoa NpUpaBHUBaeTCs K OTYETHOMY Nepuoay.

3.4.1. Tpu HanpasneHuu lMonb3oBaTeneM Nepsoro 3akasa B OTHOLEHWM COOTBETCTBYIOWMX YCyr Ha
MecsuHbI Nepuoj, Takue YCIyrv CuMTaloTcs AOCTYNHbIMM [lonb30BaTtenio K nonayyeHuio ¢ [lathl
BLINONHEHWA 3aKasa, He JoXWAanck Hayana nepeoro nonHoro OTyerHoro nepuoaa (bnuxkaitwero 1 yvicna
mecaua). Hauwnas c [atsl BbinonHeHus 3akaza, Monb3oBartens Brpase obpaTuThes K KoMnauum 3a
nony4eHuem Ycnyri B npeaenax MecayHoro nepuoaa B pamkax 3akasaHHbix [lonb3oeartenem yacos. Mpu
aTomM Mnatex 3a Yoiyru 6yaeTt paccuuTbiBaTeCs 3@ NOMHbINA OTUETHLINA NEpUo/, BHE 3aBUCUMOCTY OT [JaTtsl
BbINONHEHWS 3aKasa, W oTpaxaeTcs B AkTe 06 okasaHuM yoiyr 3a nepsbii OTUeTHbIM nepuod. BHe
33BMCMMOCTV OT (PaKTUYECKOl AaTbl OKOHYaHWA OkasaHus Yciyr, CTOPOHbI [OroBOPUAMCh, YTO Ycnyru
ByayT cuuTaThCa OKasaHHbIMM B nocneaHWid AeHb OTYETHOTO Nepuoaa, Aaxe ecnu OTUETHbIA nepuos



COCTABWT HEe MONHbLIA KaneHgapHblid Mecal unu Monb3oBatens He 06paTUTCa 3a NonydeHueMm Yconyru B
npegenax MecayHoro nepuoga.

3.4.2. Tonb3oBarenb Bnpaee B TeyeHue Tekylwero OTYETHOro nepuoaa yBenMunTb NpoAo/DKUTENBHOCTE
oKazaHus YCnyr w/uam KoAM4YecTBo 0BCTyXUBAEMbIX PECYPCOB, HanpaBuB KoMnaHWM COOTBETCTBYIOLLMIA
3akas. Yconyru Ha [AONONHWTENbHOE KOMWYECTBO YacoB W/WAWM PecypcoB CYWTAKOTCH  AOCTYMHbIMUA
Monb3oBatento ¢ [latbl BbiNoAHeHus 3akasa. natex paccuuThiBaeTCs Mo TEKYLMM Ha MOMEHT NPUHATUA
KoMmnaHuen 3akasa pacueHkam 3a nonHbilt MecauHblil nepuod. Ha Bce nocneayiowme OTHETHbIE Nepuojbl
BygeT aBTOMATUYECKM MPUMEHATBCS YBENMYEHHOE KONMMYEeCTBO YacoB W/unn pecypcos. B cnydae
nonydyeHuss Komnanwell 3akasa Ha yMmeHblueHWe KonudectBa Pecypcos, okasaHue YCiyr B OTHOLLEHWM
YMeHbLLEHHOro KonuyecTea Pecypcos npekpaluaeTcs ¢ [athl BbiNOAHEHWS 3aKasa.

3.4.3. Okasanue YCIyr Ha Kaxgblii nocnedyrowmii MecsuHbit nepuod npovseoautcs Komnanueid
aBTOMaTUYeCcKW 0 MOMEHTa OTKNoYeHWs MNonb3oBaTenem YCnyru nyTem Haxarusa KHOMKK «OCTaHOBUTL»
B MEeHW faHHoW Yconyru. Yoy Ha Kaxabli  nocnegyiowmii  MecsuHblii  Mepuoa CYMTakoTCs
npefocTasneHHbIM B AaTy, CIeAyHoUyio 3a AaTOoW OKOHYaHMA npefblgywiero MecsyHoro nepuoaa, Ha
KOTOpbiA Monb30oBaTento NpefocTaBnsncs AocTyn.

3.4.4. [ocryn K Pecypcam Ha cneaylowmit MecsuHbiid nepuos npekpallaeTcs B Clydae OTKIoUeHUs
Monb3oBaTenem 4OCTyNa NyTeM HaXaTust KHOMKK «OCTaHOBUTL» B MEHIO AaHHOM YCNyr n/unm oTCyTCTBUS
onnatsl OT Monb3oBatens Ha Hauyano MecsyHoro NepuMoaa, B OTHOLLIEHWKM KOTOpOro Tpebyerca onnara.
3.4.5. Mnartex B oTHOWeHWW MecayHoro nepuofa ANs KOHKPETHbIX Pecypcos Mo COOTBETCTBYHOLEMY
3aKazy He (PUKCUpyeTCa 1 ONpeaenseTcs TeKYLWMMM Ha MOMEHT OKasaHus YCnyr ueHamu,

3.5. [onb3oBaTtesnb NOHUMAET W COMNALLIAETCS, YTO NPYU NpeKpalleHuu oKasaHua Yoiyr, CBA3aHHOro B TOM
yucre UM ¢ oTkasoM lMonb3oBatenemM OT MCMoNHeHus Hactosaulero [ononHeHus, AaHHble Monb3oBatens,
pa3sMelleHHble UM npu nonydeHun Yeonyr, 6e3sossBpartHo ypansioTcs Komnanueid. KomnaHus He HeceT
OTBETCTBEHHOCTL 33 NOTEPI0 AaHHbIX, YAaneHHbIx KoMnaHuelt B Bbilleyka3aHHOM nopsaake. MNonb3osaTens
CaMoCTOATENbHO [A0MKEH Mo3aboTUTbCa O BbIrpy3Kke HEOOXOAWMbIX eMy AaHHbIX A0 AaThl npeKkpaileHus
okasaHusa Yanyr. B nocnegyioweM 4ocTyn K AaHHLIM UK UX BbIrpy3Ka 6yayT HEBO3MOXHbI.

4., Mopsapok pacyéros

4.1. Mnatex onpepenseTca BblbpaHHbIM Monb3osatenem Tapudom 1 ykaswieaetcs CTopoHamu B AKTax
06 okasaHuu ycnyr, BbiCTaBnsieMblx KomnaHuen, cornacHo nyHkty 4.5. [loroBopa ¥ HacTOALEro
[lononHeHus, 1 onnaynsaeTca Ha ycnoBuax [Joroeopa u Hactoswero JononHeHus.

4.2. Ycnyru no HacrosiweMy [ononHeHuo okasbiBaroTcs KoMmnaHuel TONbKO Mpu npeasapuTeNbHON
onnare ux croumocTtu lNonb3oBaTeneM 3a COOTBETCTBYIOWMIA Mepuoa u coBeplieHnn lMonb3oBartenem
TpebyeMbix Ang okasauua Ycnyr gedcrsuit. Cymma cooTBeTcTByowero Mnatexa Gyaer aBTOMaTUYecKH
cnucada ¢ Jluyesoro cyeta Nonk30oBaTens, eCiy OnNiaTta no CYETY B pasMepe CyMMbi MnaTtexa He NocTynuT
Ha pacueTHbIN cueT KOMNaHWM B CPOKW, OroBOpPeHHbIe B [loroeope.

4.3. Onnara [natexa npovM3BOAWUTCA MO LEHaM, ykasaHHbIM B JIMyHOM KabuHeTe [lonb3oBaTens,
[ENCTBYIOLMM Ha NepBbIi AeHb COOTBETCTBYIOWEro Mepuoaa.

4.4. KomnaHuua octaBnseT 3a coboit MNpaBO W3MEHATbL CTOMMOCTb YCiayr B JO60OM  MOMEHT
UCKITIOUUTENBHO MO CBOEMY YCMOTPEHUIO. Mpu 3TOM HOBas CTOMMOCTb Ycnyr 6yaeT NPUMEHATLCS TOMLKO B
OTHOWeHun Yoiyr Ha 6yaywmid Mepuop, a Tekylmue onnadveHHsble YCnyrv nepepacyeTty Moasiexars He
6yayT. B cnyyae Hecornacus €O CToMMOCTbO Ycnyr KomnaHuu, Monb3osatens 0683aH HaXKaTb KHOMKY
«0CcTaHoBUTL» B MEHI0 AaHHOM Ycnyru Ha cnepytowmia Mepuog. [JanbHenwee wcronb3osaHue Ycnyr
lMons3oBarenem, a paBHO OMata HOBOM CTOMMOCTM YCNyr Ha Hadano Hoeoro Mepuoaa o3HauyaeT cornacue
Mons30Bartens c HOBOW CTOMMOCTLIO YCnyr.

5. 3aknouuTtenbHbie NONOMEHUs

5.1. Tlonsb3oBarens NpuHWMaeT Ha ceba BeCb PUCK COOTBETCTEBMS OKasblBaeMbix KoMnaHueit Yeiyr cBoum
NoXenaHusaM 1 NoTpeGHOCTAM.

5.2, CropoHbl OTBEYEIOT APYr Nnepes APYroM 3a npaeuibHOCTb, JOCTOBEPHOCTL W NMOMHOTY NepeaaBaeMbix
MMU APYr ApYry TexHuyeckux TpebosaHui, AOKYMEHTOB, CBEAEHWA M WHOW uHdopmauun. B cnyyae
UCroNb3oBaHMs 0fHO U3 CTOPOH HEAOCTOBEPHOW WMAW HEMOMHOM MHAOPMaLIMK, MONYYEHHOM OT ApYroii
CropoHbl, CTopoHa, nonyuvsLias MHMOpPMaLIMIO, HE HECET OTBETCTBEHHOCTU 33 MOCNEACTBUS, Bbi3BaHHbIC
ee IeNCTBUSIMA Ha OCHOBAaHWW NPEACCTaBIeHHOW Hel0CTOBEPHOI MHBOpMaLMK.



5.3. [lonb3oBaTteNnb HECET OTBETCTBEHHOCTb 3a cobniogeHwe npas KomnaHuu W TpeTbux Nul Ha
WHTENNeKTYaNnbHylo COBCTBEHHOCTb, MCKNIOYMTESIbHLIX MPaB, NMaTEHTHbIX, aBTOPCKUX, CMEXHBIX WM UHbIX
OXpaHsieMbIx 3aKOHOM rpas. B ciyyae, ecim kK KoMnanuu no BuHe Monb3osatens 6yayT npeabseneHsi Co
CTOPOHbI TPETLMX UL Kakue-nBo MpeTeH3umn, BbiTEKaloWwmMe U3 HapyweHus Monb3osaTtenem npas Ha
WHTENNEeKTYasNbHY COBCTBEHHOCTb, MCKNOYUTESBbHBIX MPaB, NAaTEHTHbIX, aBTOPCKUX, CMEXHBIX UK UHbBIX
OXpaHseMblX 3aKoHoM npae, Monb3oBaTenb 0683yeTcs NPUHATL Ha ceba 3TU NPETEH3UM U BO3MECTUTL
KoMnaHum BCe YBbITKM U Pacxofbl, NOHECEHHbIE KOMMaHuel B CBA3M C HapyLLEHWEM Takux Npas, ¥ 3a CBOW
CUET 1 Ha CBOM PUCK HE3aMEMNTENBHO NPUHATL MEPbI K YPETY/IMPOBAHMIO 3asiB/IEHHBIX NPETEH3NNA.

5.4. OrpaHuyenue oTBETCTBEHHOCTM KomnaHmu:

5.4.1. OreercrtBeHHoCTb KoMnmanHum no Hactosuwemy [onosiHeHWo OrpaHuyeHa BO3MelleHueM
peanbHOro yiepba, npuumMHeHHoro Monb3oBaTtento. BosMelueHne KOCBEHHbIX YObITKOB, B TOM 4uCie, HO
HEe OrpaHMYMBasICh, YNYLWEHHOW BbIrOAbl, HACTOALLMM UCKIOUAETCS.

5.4.2. MakcumanbHas OTBETCTBEHHOCTb KoMnaHWM B Ciydae He npeaocTaBneHns MM HeHaanexaiero
npeaocTasneHus  YOIyr OrpaHWuYMBaETCs  MeHblueid w3 cneaylowmx CcymMm: (@)  CTOMMOCTbIO
COOTBETCTBYIOWEN YCnyry, CTaBllieMy OCHOBaHWIO Ang npusiedveHus KoMnaHuu K OTBETCTBEHHOCTU WU
(6) 100 000 py6nei (cTo Teicauy pybnei).

5.4.3. KomnaHus He HeCceT OTBETCTBEHHOCTb 3a HapyleHue [lonb3oBaTeneM npas TPETbUX nul,
BK/IIOYAsA, HO HE OrpaHWYMBasch 3TUM, HapylweHue [lonb3oBaTeneM MNpPaB Ha WHTENNEKTYanbHYylo
COBCTBEHHOCTb, MWCKMIOYUTENbHBLIX MpaB, NATEHTHbIX, aBTOPCKUX, CMEXHbIX WM WHbIX OXpPaHAeMbiX
3aKOHOM Npae, B TOM YMCNE 3@ HapylleHue, COBEpLLEHHOE C UCMONb30BaHWeM Yaiyr, npeAocTaBnseMblx
Komnanwei.

5.4.4. KomrnaHus He HeceT OTBETCTBEHHOCTM 3a HeHaanexaiwee (YHKUMOHUpOBaHWe Win
HEOCTYNHOCTL CErMEHTOB UHTEPHETa, HaxoASLUMXCS BHE 30HbI OTBETCTBEHHOCTW KOMNaHuK, NoCpeacTBoM
KoTopbix [Monb3oBateneM OCYLWECTBASETCH AoCTyn K MHMOpMaumoHHbIM — pecypcam  KomnaHuu,
ucnonb3yeMsiM [Ans okasaHus Ycnyr MNonb3osarento.

5.4.5. KomnaHusa He HeceT OTBETCTBEHHOCTM 338 BPEMEHHOEe MNpekpalleHne oKasaHus Yonyr, 3a0epXKu
B CpOKax okasanus Ycnyr B ciyyae, ecnu okasaHuue Ycnyr lNonb3oBaTento Crafo HEBO3MOXHbLIM B
pesynsTate HeucrpaBHocTM obopydoBaHus wunu cboee B pabore nporpaMMHOrO obecneyeHmn
MH(DOPMALIMOHHBLIX Pecypcos, He npuHaanexawmx KomnaHuu, 3a WCKIIOYEHME Cyyaes, Korja
obopynosaHue ucnonbayetcs KoMnaxuel ana okasanus Ycnyr Monb3oBaTtento.

5.5. KomnaHua MMeeT npaBo Ha pacTopXKeHue Hactoswero [lono/iHeHns HesaMea/IMTENbHO B Ciyyae
Heonnatel MNonb3oeatenem noboro npuunTalollerocs KoMnaHuu nnartexa.

5.6. Hacrosuiee [JononHeHue AeMCTBYET B TEUEHWUE BCEro CpoKa npefocTaBneHus Yonyr.

5.7. B cnyyae npotusopeuns NonokeHwuin Hacroawero JononHeHua ycnoeuam [loroBopa NpuUMeHseTcs
HacTosLee [ononHeHue,

5.8. Bo BceM ocTanbHOM, YTO He npeaycMoTPeHo HacToswmM JononHeHneM, CTOPOHbLI PYKOBOACTBYHOTCA
nonoxexnamu [orosopa.

KomnaHus: AO «Codr/laitH Tpeing>»

Anpec Mecra HaxoxaeHus: 119270 Poccuiickas depepauus, r. Mockea, JlyxHelkas HabepexHas, a. 2/4,
cTp.3A, oduc 304

WHH 7736227885 KIM: 774950001

OrPH: 1027736009333 OKMO: 59754311

Mpunoxxexnue N21 k lononHeHunto k florosopy odepre
06 oxazaHum ycnyr no IT-AyrcopcuHry MHppacTpyKTypbl 1 IT-AyTCOPCUHIY U MOHUTOPUHIY
MH(pPaCTPYKTYpbI

1.¥Yanyra IT-AyTCOpPCHHIY MH(PaCTPYKTYpPbI
Yenyrn simovaloT B ceba nepepadvy Bcex nMB0 4acTv (DYHKUMI, CBA3AHHBLIX C yNpaBfAeHWeM u

obcnyxusaHueM IT-UHGPacCTpyKTYpbl U MHGMOPMaLMOHHLIX CUCTEM BO BHELLHee ynpaefeHue KoMaHge
Komnaxuu B npegenax 8 yacos B [epuog, € rapaHTuei BoinonHeHus SLA.



Ycnyru oKkasbiBarOTCs:

= B oTHOlWeHWe He bonee 2 PU3MUECKUX CepBepOB

= B oTHoweHue He 6onee 10 BMPTYyanbHbIX CEPBEPOB

»  OC Ha ba3se Microsoft Windows Server He Hwke 2012R2

B cocraB Yonyru BXOQUT:

= Pe3epBUpOBaHME UHXXEHEPHLIX PECYPCOB

= [lepcoHanbHbin MeHemxep

. BOo3MOXXHOCTb BbIE3AA UHXKXEHEpa B Creaylowmx ropoaax: Mocksa, BopoHex, Ka3saHb,
ExatepuHbypr.

3afiaumn, KOTopbie MOryT 6bITb peasin30BaHbl B PaMKaxX NpefoCcTaB/ieHns yolyrn B npepenax 8
4acoB B 3aBUCUMOCTH OT (hakTU4eckoro obbema:

> Peructpatius BCex 3HaunMbix AeTanei NocTynuBeLLEro UHUMAeHTa/3anpoca Ha o06cnyxuBaHue.

" PaapeLueHme HHLl,HAEHTa,-"BaI'IpOCH Ha 06CJ'IY)KHBaHME, eI 3TO BO3MOXHO.

" WHhOpMUPOBAHME MONB30BATENEIN O XOAE peLleHus.

L] KUMM}'HHK&HHM C rnonb3oBatensmMn 0 NPeacTofalnx W3MEHEeHWAX, COornacoBaHHbIX MNPOCTOSAX,
YPOBHE YAOBNETBOPEHHOCTH.

= 3aKpbiTVE BCEX Pa3pelleHHbIX MHUMAEHTOB, 3aNpoCcoB 1 ApYrx obpalleHuni.

" ObecneveHne  yaosneTBopeHHocTM  [lonb3osatens nocpeactsoMm  atheKTMBHOM "
npodeccuoHansHoi 0bpaboTku BCex 3anpocoB Ha obcnyXusaHue.

» O6ecneyeHre KaHana 3anpoca 1 nonyyeHna CraHAapTHbIX BUAOB o6cny>i<nBaHm B COOTBETCTBMK
C npeaBaputTensHO cornacoBaHHbIMU nNpoueaypaMu.

. 3G)C|JEECI'HBHOE BbIMO/IHEHWE 3aMPOCOB NO NpeaoCTaBNeHuto, U3MeHEeHWD, OrpaHUYERUIO MpaB U
obecneyeHmne NpaBoMepHOCTU AOCTYnNa K ycayram.

. O6ecneyeHne 0CHOBbI rapaHTuun Kayecrtsa, OTHETHOCTU W NOBbLILUEHWUA KaYeCcTBa YCnyr.

lNpepsapuTenbHbiit  MnaH Pa6or, KoTopblii MOXeT 6bITb peanu3oBaH B paMKax
npepocTassieHMs YCnyru B npegenax 8 yacos
3ran 1. MNposBepKa COCTOSAHUS TeKYLLEH MHDPACTPYKTYPbl M hOPMUPOBAHWS CrMCKa peKOMEHAALMIA

. Mony4yeHue AOCTYNOB K MHMPaCTPyKType

" MpoBepka CcoCToAHUS UHGPaCTPYKTYpbI

" AKTyanusauus MMeIoLLencs JoKyMeHTaLmm

= Hanucaxwe nosicHUTeNbHOM 3anucku No Tekyllei MHhPacTpyKType KNMeHTa

= DOpMUPOBaHKA CrNUCKa peKoMeHaauui

3tan 2. CornacoBaHue Cnucka pekoMeHaauuii u opmaTa B3aMmopencTaums.

. CornacoBaHus NepeYHs YCayr B paMkax yCTaHOBNEHHbIX 4acoB

. CornacoBaHusi nepeyHs ycnyr, BbIXOASILLMX 33 KOMWYECTBO YCTaHOBAEHHbLIX YacoB (CTOMMOCTb

TaKMX YCNyr onnaunBaeTcst OTAeNbHO)

3ran 3. BeINoAHEHUE PEKOMEHAALMIA B PAMKaxX KyrIEHO NakeTa + 3aKpbiTue TeKyLUMx 0bpalleHuit

3tan 4. MNpegocrasneHne OTYETHOCTU MO pe3ynbTaTaM OKazaHua YoIyr B 3MeKTPOHHOM Buae (OTyeT no
KONUYECTBY M3pacxoA0BaHHbIX YaCoB M TEKyLLEMY OCTaTKy (Npy Hanuuum))

B cnyuae ecnu o pesynbTataM COOTBETCTBYHOLWEro 3Tana Ycnyr byaer n3pacxofoBaHo BCE KONMMUECTBO
OTBeAeHHbIX 4yacos, KoMnaHusi Bnpaee He MpUCTYnaTb K cneayoulemy stany Yoiyr, u npenocTaBUTb
Monb3oBaTtento cpasy OT4eT, cornacHo 3tany 4. B takoMm cnyyae obszatensctBa CTOPOH CUMTaKOTCH
BbINOMHEHHLIMU B NOIHOM 06bEME C MOMEHT NpeocTaBneHns KomnaHuei otyera.

Cornawenune 06 yposHe cepeuca (SLA)

NPUOPUTET «BbICOKMWA»

OnucaHue: QYHKLMOHUPOBaHUE MH(OPMALIMOHHON CUCTEMbI HAPYLLEHO, YTO OKa3bLIBAET KPUTUYECKOE
BNAUSHWE Ha BusHec-onepaumu Nons3oBaTtens (KpUTUYECKW BaXKHble BU3HEeC-NpoLeccsl HefloCTYMNHbI) UK
CpbIBaET NpoLecC B3aMMOAENCTBUSA C BHELLHMM KOHTpareHToM. MoCcTosHHOE UK NPaKTUYecKu
NOCTOSAHHOE npepbiBaHue ycnyr. B CBf3u € 3TUM He paboTaeT HM 0AHO aBTOMaTU3MpOBaHHoe paboyee
MECTO, W HET HWU OJHOro AOCTYMHOrO anbTePHATUBHOIO PELLEeHns ANA BOCCTaHOBNEHUS
paboTocnocobHOCTU pabounx MecT.

Bpems
npegocrasneHMe
peKoMeHpauui no
petieHunIo nnu
06xoaHoOro pelieHns
He 6onee 8 uyacos

Bpems peakiium Ha

Mpuopurer Pexxnm nopaepixm O6paujexune

_ «BbICOKWMW» | 8x5 He 6onee 2 yacoB




NMPUOPUTET «CPEAHNA»

OnucaHve: OyHKUMOHUMPOBaHWE MHPOPMALMOHHOW CUCTEMBI YaCTUHYHO OCTAHOB/IEHO, YTO OKasblBaeT
CepbesHoe HeraTBHoe BnusHWe Ha 6usHec-onepauuu MNonb3oeaTens. He pabotaeT YacTb paboymx MecT,
MMEET MECTO NEePUOANYECKIIA KPAaTKOBPEMEHHLIM NepepbiB B NpegocTaBneHnn yenyr. YCTolumeo
paboTalollero BpeMeHHOro pellieHus AN BoCCTaHoBNeHUs: paboTocrnoco6HOCTM He CyLLECTBYeT.

Bpemna
npepocrasneHue
peKkoMeHZaluun no
PEelIeHUIO MK
06xoHOro perieHus
He 6onee 16 yacos

Bpemsl peakuum Ha

Mpuopurer Pexwm noaaepmxm O6pauweHue

| «CPEAHWUU» 8x5 He 6onee 4 uacos
NPUOPUTET «CTAHAAPTHbIW»

Onucanuve: QyHKUMOHMPOBaHUE MHOPMaLMOHHON CUCTEMbI HECTabUNbLHO, YTO-NMBO He okasbiaeT, NMbo
OKa3blBaeT He3HauMTEeNbHOE BIMGHME Ha BusHec-onepauuu Monb3osarens. BoinonHeHWe 60MbLIMHCTBA
NOBCEeIHEBHbIX 3a1a4 MPOM3BOAUTCS B pexume, 61M3KOM K 06bIMHOMY. HapyLUeH WTaTHBIN PexuM
paboTel OAHOro NonL30BaTens.

Bpems
npepocrasneHue
peKoMeHAauun no
peLeHuo Unu
06X04HOr0 pelieHUs
He 6onee 40 yacos

Bpems peakuum Ha

Mpuopurer PexxuM riogaepxkm O6paujeHune

«CTAHAAPTHbIN» 8x5 ! He 6onee 8 yacos

O6Lias nNpoao/mMKUTENBHOCTE YCyri orpaHuyeHa 8 (BoceMb) Yacamu,
KoMnaHus obsi3aHa HayaTb OKasaHue ycnyr B TeueHue Tpex pabounii AHeit C¢ aaTtel obpalleHus
Monb3oBarens no agpecy 3NeKTPOHHOM noyTsl KoMnauu itsupportZ @softline,com.

O6sizaTtenscrea lMonb3oBaTens nNpu okasaHum Ycnyr:

C uenbio obecrnievequs Komnanueit Hagnexalvx ycnoeuid Ans okasaHus Yenyr, MNonb3osartens o6a3yercs:
- - obecneynts KomnaHnu HeobxoauMble ceTeBble A0CTYMbl, aAMUHUCTPATUBHbIE MNOIHOMOYMS Ans
3anycka MHCTpyMeHToB KoMnanuv unu npoussoauTeneit u céopa AaHHbIX;

- obecneunts KoMnaHWM HenpepbiBHYIO [AOCTYNHOCTb npeacTaBuTens [lonb3oBaTens BO Bpems
OKa3aHWs YCnyr Ans pelleHns CBA3aHHbIX C OKa3aHUEM yCnyr BOMpPOCOB;

- NpeaocTaBnsATb No 3anpocaM KoMnaHuu MHyio MHAOPMaLIMIo, BaXKHYIO ANS OKa3aHWs YCIyr.

Mpu nonyueHwu Ycnyr [lonb3oBaTesib CaMOCTOATENbHO HeCeT OTBETCTBEHHOCTb 33 PE3epBHOE
KOMWPOBaHWE AaHHbIX, @ TalKe 3a BOCCTAHOB/IEHUE [aHHbIX B CNyYae UxX yTepu UM U3MEHEHMs.
lNonb3oBaTenb TaKKe HECET OTBETCTBEHHOCTb 3@ MPUMEHEHWE BCEX COOTBETCTBYIOWMX npoueayp,
HeobxoauMbix [N obecreyeHns LEeNoCTHOCTM u  6Ee30MacHOCTV  UCTOoJb3yeMoro  06opyaoBaHus,
nporpaMMHoro obecneyeHuns U AaHHbIX.

2.Yonyra IT-AyTCOPCUHIY U MOHUTOPUHIY MHPACTPYKTYPbI
Yenyrv Bouatot B ceba nepeaayy Bcex M60 YacTu PYHKUMI, CBA3AHHBIX C YrPaB/eHUeM v
obcnyxuBaHuem IT-MHGPaCTPyKTypsl U MHOPMALIMOHHBIX CUCTEM BO BHELIHEE yNpas/eHke KoMaHae
Komnatuu B npeaenax 10 yacos MNepuoga, ¢ rapaHTHell BeiNonHeHua SLA 1 goctynam K nyuiimm
MHXEHEPaM KOMMaHui,

MpepnoXeHue BKIKOYaeT:

= [lo 2 pusanyeckux cepeepos

= [lo 10 BUpTyanbHbIX CEPBEPOB

= OC Ha 6a3e Microsoft Windows Server He Huxe 2012R2

= PesepBUpoBaHME MHKEHEPHBIX PecypCos

= [lepcoHanbHbIi MeHempkep

* BO3MOXHOCTb Bble3Aa MHXeHepa B cneaytolmx ropoaax: Mocksa, BopoHex, KasaHb, ExkatepuHbypr.

3apaun, KoTopbie MOryT 6biTh peasin3oBaHbl B paMKax NpefoCTaB/ieHUs yoIyru B npegenax
10 yacos:



= [lpenocraBieHne NepcoHanbHOro MeHemxKepa

= Perucrpaumsi BCex 3Ha4MMblx AeTanei nocTynuBLLEro MHUKMAEHTa/3anpoca Ha obcnykusaHme.

= PaspelueHue MHUMAEHTa/3anpoca Ha 0bCNyKUBaHue, ecnm 310 BO3MOXKHO.

= WHdopMmupoBaHMe nonb3oBaTenell 0 XoAe peleHus.

s KOMMyHWKaUWUK C MONb30BaTENSAMU O MPEACTOSALMX M3MEHEHWSX, COMNAacoBaHHbLIX NPOCTOSX, YPOBHE
YOOBNETBOPEHHOCTH.

*  3aKpbiTUE BCEX Pa3pelleHHbIX UHUWAEHTOR, 3aNpOCOB M APYrX 06paLueHuit.

»  ObecnevyeHue yaoBneTBopeHHocT Monb3oBaTens nocpeacTsoM ahheKTMBHON U NpodeccuoHansHol
06paboTku BCex 3anpocoB Ha 0bcnykuBaHue.,

= Ob6ecneyeHuWe kaHana 3anpoca W NOMyyYeHwus CTaHAApPTHLIX BMAOB 0BCNYXUMBaHWMA B COOTBETCTBUM C
npeABapuTeNbHO COrNacoBaHHLIMM NpoLeaypamu.

= 3ddeKTrBHOE BbLINONHEHWE 3anpocoB MO NPeAOCTABNEHUMIO, WM3MEHEHMIO, OrpaHWYeHuo npas W
obecneyeHne NpPaBoMeEPHOCTW AOCTYyNa K ycnyraMm.

= ObecneveHue OCHOBbI rapaHTUM KauecTBa, OTUETHOCTM M NMOBBILLEHUA KauyecTBa YOy,

* [locraHoBka uHbpacTpykTypbl Monb3oBaTens Ha MOHUTOPUHI (COrNacHo MOAENU 340POBbS ).

= [lpegocraBneHue gOCTyna K naHenM MOHWTOPWHIa (ONUMOHaNbLHO).

MNpepsaputenbHbiii  Mnad  Pabor, KoTopbii mMoMeT 6biTh peanu3oBaH B paMKax
npepocrassieHns ycnyru B npegenax 10 yacos

3tan 1. lNpoBepka COCTOAHMSA TeKyLlel MHMPaCTPYKTYPbl U (hOPMUPOBAHKA CrINCKa peKoMeHaaLui

= [lonyyeHue JOCTynoB K MH(PacTpyKType

= [lpoBepka COCTOAHUA MHDPACTPYKTYPbI

= AKTyanusaums UMeloLLeincs AoKyMeHTaumum

= HanucaHue nosicHUTENLHOM 3anucky No Tekylwen nHdpacTpykType Monb3osarens

= QOpPMUPOBaHUS CNUCKA peKoMeHAaLuii

3tan 2. CornacoBaHue Crmcka pekomeHaauuin n opmata B3anMoaencrans.

= CornacoBaHus nepeyqHs ycnyr B paMmKax yYCTaHOB/EHHbIX YacoB

= CornacoBaHus MepeyHs ycnyr, BoiXOAALWMX 338 KONUYECTBO YCTAHOBMEHHbLIX 4acoB (CTOMMOCTbL TakMX
YCNyr OniaynBaeTcs OTAENbHO)

3tan 3. BeinonHeHue pekoMeHaaLUvini B paMkax KynieHo naketa + 3akpbiTve Tekylmx o6palueHuii

3tan 4. lNocraHoBka UHMPacTPYKTyphl Monb3oBaTens Ha MOHUTOPUHI

= [logroToBka Moaeny 310poBbs MHMPACTPYKTYPb

= PassepTbiBaHWe CUCTEMbI MOHUTOPUHIA B PAMKaX CYLLECTBYHOLIErO NPOAYKTa MOHUTOPWHIA

= WHTerpaums cuctembl MOHMTOPUHra C cucTeMoi Service Desk

Jran 5. llpegoctaBneHWe OTYETHOCTM MO pe3ynbTaTaM oKasaHus YCnyr B 31eKTPoHHOM Buge (OTYeT rno
KOJIMYECTBY U3PacXOA0BaHHbIX YacoB U TeKylueMy ocTaTKy (npu Hanuuum))

B cnyuae ecnu no pesynsTatam COOTBETCTBYHOWEro 3Tana Yanyr 6yAeT M3pacxo[4oBaHo BCE KOMYECTBO
npeaycMoTpeHHbIX Yacos, KoMnaHus Bnpase He NpucTynath K cnegytowemy stany Yoiyr, v NpeaoctasunTb
Monb3oBaTenio cpasy OT4eT, cornacHo Jtany 5. B Takom cnyyae obszatensctBa CTOPOH CUMTAKOTCA
BbINOMHEHHBIMW B NONHOM 06beMe C MOMEHT nMpefAocTaBneHms KoMnaHuei otyeTa.

CornaweHue ob ypoBHe cepsuca (SLA)
NMPUOPUTET «BbICOKUWN>»

Onucanue: ®YHKLUMOHUPOBaHWE WMHHOPMALMOHHON CUCTEMBI HAPYILEHO, UTO OKasblBaeT KpUTUYECKOe
BusHWeE Ha 6usHec-onepauum None3osatens (KPUTUUECKW BaXKHbIE BU3HEC-NPOLIECCHl HEAOCTYMHbI) Wnu
CPbIBAET MPOLIECC B3aMMO/IENCTBMS C BHELIHIMM KOHTPAreHTOM. [MOCTOSIHHOE MM NPaKTUYECKK MOCTOSHHOE
npepbiBaHue ycnyr. B ¢BA3M € 3TUM He paboTaeT HW OHO aBTOMATU3UPOBAHHOE Paboyee MECTO, U HET HU
O/IHOrO AOCTYNHOIo anbTepHaTUBHOrO pelleHua ANns BOCCTaHOBNEeHWA paboTocnocobHoCTU paboumx MecT.
Bpemsn
npegocrasneHue
pexoMeHgauuii no
pPeLIeHMI0 UAKN
06X0QHOro peilieHns
He 6onee 8 yacoB

Bpems peakuuu Ha

n
puopurer PexuM noanepmxm O6paujeHme

«BbICOKUW > 8x5
NPUOPUTET «CPEAHUNA»
OnucaHue: (DYHKUMOHHDOBaHMe MHdJOpMauHOHHOf‘I CuMCreMbl 4acCTMYHO OCTAaHOBMEHO, 4YTO OKas3biBaeT
Cepbe3Hoe HeraTtTueHoe BnnaHue Ha 6H3HEC-OHEDBLIMM Monb3oBarensa. He paﬁ(JTaET Y4YaCTb paﬁoqu MecCT,
uMeeT MeCcTto nepnoauqecmﬁ KpaTKOBpE‘.'MEHHbIﬁ nepepbna B npegocraBneHnun YyCnyr. YCTOﬁHMBO
paSOTammero BpEMEHHOI0 pelleHna ana BOCCTaHOBNEHMA paﬁOTOCHOCOf)HOCT W He CyllecTeyerT.

He 6onee 2 yacoB




Bpemsa
npepocrasnexue
peKoMeHAaUui no
pPeLUueHUIo unu
06xogHOIro pelueHun
He 6onee 16 yacos

Bpemn peakumm Ha

Mpuopurer Pexum nogaepxm O6patjeHue

«CPEQHUW» 8x5 He 6onee 4 yacos
NMPUOPUTET «CTAHLAPTHbIN»

Onucanue: QyHKUMOHMPOBaHWE MH(MOPMaLMOHHOW CUCTEMbI HECTaBMIIBHO, YTO-TMBO HE OKAa3bIBaEeT, 6o
OKa3blBaeT He3HauuTenbHoe BAMAHWE Ha busHec-onepauwu Monb3oBaTtens. BbinonHeHwe GoNbLUMHCTBEA
MOBCEAHEBHbIX 3a1a4 NPOU3BOAWUTCS B PeXKuMe, 6/1M3KOM K 0BbIYHOMY. HapylueH LWTaTHbIA pexxuM paboTsl
OfHOr0 Nnonb3oBaTens.

Bpemsa
npegocras/ieHue
peKoMeHgalui no
PeLueHUIo UK
ob6xoiHOro peteHus
He 6onee 40 yacoB

Bpemsa peakuum Ha

Npuopurer Pexxum nognepmxu O6paueHue

[ «CTAHAAPTHbIW» 8x5 | He 6onee 8 yacoB

ObLas NpoAoIHKATENLHOCTL YCyru orpaHuyeHa 10 (aecsTb) yacamu.
Komnanusi obssaHa HauyaTb OKkasaHue ycnyr B TedyeHue Tpex pabouuit AHeld ¢ fgatel obpalieHus

Ob6sasarenbcrea lonb3oBartens nNpyu okasaHum Yonyr:

C ueneio obecneueHus Komnanuein Haanexaiumx ycnosuit s okasanus Yenyr, Monb3osatens o6ssyeTcs:
- - obecneuntb KoMnaHum HeobxoauMble CeTeBbIE AOCTYMbI, afiMUHUCTPATUBHBIE NOSHOMOYUS NS
3anycka MHCTpyMeHToB KoMnaHuu unu npousesoauTeneit u c6opa AaHHbIX;

- obecneunts KomnaHuM HenpepbiBHYI0 AOCTYNHOCTb npeactasuTens [onb3osaTens BO BpeMs
OKasaHus yCnyr Ans peleHns CBA3aHHLIX C OKa3aHWeM yCyr BOrpocos;

- NpeaocTaBnsTh NO 3anpocam KoMnaHun UHYK0 MHGOPMaLMIO, BRXKHYIO ANS OKasaHus yCnyr.

[pn  nonyuyerun Ycnyr [lonb3oBaTeNb CaMOCTOSITENBLHO HECeT OTBETCTBEHHOCTbL 3a pesepBHoe
KONMpoBaHWe AiaHHbIX, a TakoKe 33 BOCCTAHOB/IEHME AaHHbIX B CllyYae ux yTepu Wi U3MeHEHUs.
Mons3oBarent Taloke HECET OTBETCTBEHHOCTb 3a MPUMEHEHWE BCEX COOTBETCTBYHOLIMX npoueayp,
HeobxoauMbIX AN  obecnedyeHnss LENOCTHOCTM U 6e30MacHOCTM  WUCMONb3yeMoro 0GOpYAOBaHMS,
nporpaMmMHoOro obecneyeHns U AaHHbIX,

Mpy1 NpoTMBOpEUNH YCNIOBNI JOMONHEHMS U HACTOSLEro MPUNOKEHUS, NPEUMYLLIECTBEHHYIO CUMy UMeeT
HacTosiwiee MNpunoxeHue.

Komnauua: AO «Codr/lain Tpeiig»

Anpec Mecra Haxoxaenus: 119270 Poceuiickas denepaums, r. Mockea, INyxHelkas HabepexHas, a. 2/4,
crp.3A, oduc 304

MHH 7736227885 KIMNN: 774950001

OI'PH: 1027736009333 OKIMO: 59754311



