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1. OOiue mojoXeHus

I.I Hacrosimuum ~ 1OKYMEHTOM  YCTaHABJIMBAETCS  IMOPSAOK  B3aUMOJEHCTBUSA
texHuueckux cnyx6 HWcnonuurens (manee McmonHUTeNb) M TEXHUYECKHUX CIYKO
[Tonyuarens (nanee IlomydaTens), MOPSIAOK 3CKaNalli MPU YCTPAHEHUHU MPOOJEM C
[pe/locTaBlIeHHeM YCIyTy eJUHOM CeTU Nepefadn JaHHBIX B paMKaX COOTBETCTBYIOIIETO
["ocynapcTBEHHOr0 KOHTPaKTa.

1.2 CocTaB, TeXHMYECKHE XapaKTEPUCTUKU U MapaMeTphbl YCIyr OIpelesieHbl B
COOTBETCTBYIOIEM ['OCyapCTBEHHOM KOHTpakTe U TeXHHYEeCKOM 3aJaHud, KOTOpOoe
sIBJISIeTCS MTpUIIoKeHHeM K ['ocyjapcTBEeHHOMY KOHTPAKTY.

[.3 Croponbsl oOMeHHMBaIOTCS Bceil HeoOXomuMo# WHGpopMalMeld s peaTn3aluy
KOHCTPYKTHBHOIO- B3aWMOJIEHCTBHUSI, B paMkax obecrnedeHUs TapaHTHPOBAHHOIO
KauecTBa yCIyr.

2. KoHTaKTBl TEXHHYECKUX CITYXKO JIJIST B3aMOIEHCTBUS

B3anmoneiicTBue o BOIIpOCaM obecnieueHust 6ecniepeboitHOTO
(¢ynxupronuposanus [lomydarenst ocymiecTBIAsSETCS MEXIY TEXHUYSCKAMHU CITy)KOaMHU
[Tosyuarens u VcnonHuTesnsi, KOHTaKThl KOTOPBIX YyKa3zaHel B 1.2.1 m 1m.2.2
COOTBETCTBEHHO.

1.1 Konraxrsl [Tomy4uaTens

OTBeTcTBeHHBII Tenedon e-mail

Cneuuanuct no pabore c | Tel.:
TeXHUYECKUMHU MPETeH3UsIMU | TeJL.:
(cMeHHbII ) HarpaBiIeHUs o pabote
C TeXHUYECKUMH MTPETEH3USIMHU

2.2 Kouraxktel UctiomauTeNs

OTBeTCTBEHHBIIH Tenedon _ e-mail
Criequanuectr mo  pabore ¢ | +7(800) 301-3231 espd ce@rt.ru
TeXHUUYECKUMHU IPEeTeH3UsIMHU

(cMeHHBII) HanpaBieHus 1o padore | Kpyriocyrouno
C TEXHUYECKUMH MPETEH3USIMHU

2.3 B3aumopelictBrue CTOPOH OCYIIECTBIISETCS pexuMe «24X7» (24 yaca B CyTKH,
7 nueii B neneno, 365(6) nHel B rofy), ¢ UCMONB30BaHUEM UMEIOIIHUXCS CPENICTB CBA3H:
TeJie)OH, DJIEKTPOHHAS 10YTa, COTJIACHO KOHTaKTHOM WH(OPMAIUH, TPEI0CTaBIEHHON
CropoHaMu JpyT IpyTy.

2.4 Tlomyyatens coaet 3asBKU Ha HEUCTIPABHOCTH VICIIONHUTETIO.

ITocne mpoBeneHus nmepBUYHOU auarHoctuku McmomHutenb oTkpbiBaer 1T u
coob1aer Homep [lomyuaresnro.
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2.5 CropoHbl CBOEBPEMEHHO IPENOCTABISAIOT APYr ApYry uH(OpMAIHo 06
M3MEHEHHH KOHTAKTHBIX HAHHBIX ONEPATUBHBIX CIYXKO, a TaKKe KOHTAKTHBIE NaHHBIE
PYKOBOJICTBA TEXHUYECKUX noapaziesnieHnit CTOpoH.

3. Ilopsimok B3aUMOJeHCTBHS CTOPOH

3.1 Mcnonuurens 06s3aH NPUHAMATD U PETHCTPUPOBaTh oOparieHus [Tomydares,
CBSI3aHHBIE C BRISIBIIEHHEM ITPo0JIeM Ha KaHamnax [lomydarens.

3.2 OOpawenus ot [lomyuarens perucTpupyrorcs B 0a3e  TaHHBIX
ABTOMATH3MPOBAHHON CUCTEMBI YIIPABIEHUS IpobieMaMu. 3amuch, cOpMUpPOBAHHAS B
0ase naHHBIX, HAEHTU(UIHUPYeMas ee HOMEPOM, HOCUT HazBaHue Trouble Ticket (mamee
TT). ‘

3.3. Tlonyuarens npu oOpauieHuu K VIcmomHHWTENO IepemaeT COoOLIeHNeE,
cojJiepiKaliiee ciaeyrolllue CBeICHUS:

- Ha3BaHue o0bekTa [lomyuaTens ycnyru;

- azipec MecTta HaxoxaeHus oowvekta [Tomyuatens ycnyru;

- 1oipoOHOe OMHCaHue MPOOIEMEI:

- JlaTa ¥ BpeMsl BOSHUKHOBEHUSI TPOOJIEMEI,

- KPUTUYHOCTH MPOOJIEMBI (HEJOCTYITHOCTD WIIH YXY/IIIIEHHE KAauecTBa);

- pe3yJbTaThl NEPBUYHOW MMAarHOCTUKHU (ping, trace) ¢ ykaszaHueMm IP-aapeca
obopynosanus IlonszoBarens (npu UX HATMYUHK);

- ®H1O u xoHTaKTHBIE JaHHKIE NpeacTaBuTeNs [lonydarens Ha 0ObeKTe;

- I10 BO3MOYKHOCTH - HAJIMUUE DJIEKTPOITUTAHUS:

- B ioMeteHnu [onygarens;

- Ha OKOHEeYHOM obopyznoBanuu [TomyuaTens;

- 10 BO3MOXKHOCTH, MH(OpPMAIMIO O BHEINHEH HHIWKAIUK Ha 00OpYHIOBAHHA
Wcnonnurens u [onyuarens.

- 10 BO3MOKHOCTH, HH()OPMALIUIO O Iepe3arpy3ke o6opynoBanus Mcrnomaurens u
Ionyuarens. '

3.4 Mcnonuutens peructpupyer npoblieMy W B TedeHHE 15 MHHYT ¢ MOMEHTa
obpartenns omyuarens coobmaer [Tomyuarento Homep 3apeructpupoBanHoro TT.

3.5 [leprox HeOCTYITHOCTH YCIIyTH WK YXY/AIIEHHS KA9€CTBA YCIyTH HAYNHAETCS
¢ momeHTa obpamenus [Tonydaresns k Mcnonaurenro.

3.6 Ilocine perucrpanuu TT VcnoqHUTETb MPOBOAUT MPOBEPKY 10 IIOCTYIUBLIEMY
obpatuenuto. Tlo pesympratam IPOBEJEHHON IpoBepku cnonuurens uHGOpMHUpYET
[TonyuaTtess.

3.7 B ciryqae HeoOXOIMMOCTH BOCCTAHOBJIEHHsI KaGeNbHOH HH(PACTPYKTYpHI
HOPMAaTHBHBIE CPOKH PEIIEHHs UHITUIeHTa 48 4acos.

3.7.1. B ciny4yae He0OXOAUMOCTH 3aMEHEI 000Dy OBAHHS:

3.7.1.1. JIna oGopyldOBaHUS pACIIONIOKEHHOTO HAa IUIOIMAAKAX WCIIOTHUTENS
HOPMATHBHBIH CPOK peLIeHHs] UHITUeHTa 48 4acoB.

3.7.1.2. Jlna obGopynoBaHHsI pAacCMOJOXEHHOr0 Ha IUIOMIAAKAX ITOJydaTels
HOPMATHBHBIA CPOK peleHHs HHIUIEHTa 2 pabouuX JHS, TP OPTaHU3aI[|UH JOCTYIIa CO
croponsl [TomygaTens.
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3.7.1.3 Jlna oOBEKTOB pacHOJOKEHHBIX B TPYIHOJOCTYIHBIX HaCeJleHHBIX
MyHKTax (TPyAHOJOCTYITHBIN HACEJIEHHBIN IIyHKT - 3TO HACEJICHHBIN IIYHKT, KOTOPBIA B
CHJIY MOTOJIHBIX, IPUPOAHBIX, TEXHOT€HHBIX M UHBIX OOCTOATEIBCTB U (MJIM) OTCYTCTBUS
3JIEMEHTOB HH(PPACTPYKTYPbl CTAHOBUTCSI HEAOCTYIIHBIM WX TPYAHOAOCTHKHMBIM IS
TPAHCITOPTHBIX CPEJICTB) CPOK peIlIeHUs] HHIUAEHTa 7 pabouux JHEH.

3.8 B ciyuae He 06Hapy>keHUsI TPoOIeMbl B 30HE OTBETCTBEHHOCTH VcnonHuTens,
HMcrosHuTe s 3anpaimBaeT TOTOJHUTENBHYIO TUarHOCTUKY MpobieMsl y [lomyyaTesns.

3.9 HWcnonnurens nepesomuT TT B 30HY otBercTBeHHOCTH Ilomyuarens
(ITprocranaBnuBaer) B cayqasx:

B xone ycrpanenuss TT npu HeobxonumocTtu obecrieueHus: TOCTyNa Ha OOBEKT
[Tonyuarens;

B xone ycrpanenus TT npu HeoOxomumoctu 3ampoca k Ilomydaremo o
JOTIOJIHUTEIFHOH  TIpOBEpKe  pabOTOCIOCOOHOCTH  CHUCTEM  JKM3HEOoOecCIedeHHUs
obGopyioBaHusl (3JEKTpPONUTaHWe, KOHIULHUOHUpOBaHWE) Ha oObekTe [lomywaTens B
cilydyae OTCYTCTBUSI TNonoOHON wuHpopmamuu npu cpade TT Wcmomautento wiu
[TOSIBJICHHHM  JOMOJIHUTENBHBIX OOOCHOBaHHBIX IIOJO3PEHHM Ha 3Ty NPHUYUHY
HepaboTOCTIOCOOHOCTH YCIIyTH B paMKax Jiokanu3auu 171;

B xone ycrpamenns TT npu HeoOxomumoctu 3ampoca k Ilomyuarens Ha
poBeJ/ieHHe JIOMOJIHUTEIBHON JUAarHoCTUKM Ha obopymoBanuu [lomydatenss st
JoKayu3anuu npuuussl TT;

[lo pesynpraram Jsokanu3anMu W ycTpaHeHuss 11, Korga COBMECTHBIMH
JIeHCTBUSIMU BBISIBJIEH (pAKT MPUYMHBI TPOOJIEMBI B 30HE OTBETCTBEeHHOCTH [lomyuaTens.

TT npoBoauTcst B 30HY OTBETCTBEHHOCTH [lomydaTens TONBKO TPU YCIOBUHU
MpefloCTaBJIEHNUss ~ apryMEHTHUPOBAHHBIX  JOKa3aTeNbCTB  OTCYTCTBUSL  MIpoOsiem
(1MarHOCTHKHU) cO cTOpoHBI McnomHuTENS.

3 nepuoja HepocTynmHOCTH yeuyru B TT Wi BpeMeH! perieHus mpoOaeMbl 1S
TT ¢ yxynmeHuem KadecTBa BBIUMTAeTCs BpeMmsi HaxoxzaeHus 11 B 30He
oTBeTCTBeHHOCTH [lomyuaTesns. |

[To pesynbraram mnokamu3zauuu © ycTpaHeHus 1T, Korma COBMECTHBIMH
aeiictBusiMiu CTOpPOH BBISIBJIEH (PaKT MPUYUHBI MPoOJIeMBl B 30HE OTBETCTBEHHOCTHU
[Tosyuatensi, cYMTarOTCS MOJHOCTBEO B 30HE OTBETCTBEHHOCTH I[lomydaTtenss u He
Yy4acTBYIOT B NaJIbHEHIIIel CBEpKe MPOCTOEB.

310 HewucnpaBHOCTE cuUHTaeTcs YCTpaHEHHOW, Korza Yciyra TroToBa K
SKCIUTyaTallMd HU €€  DKCIUIyaTallMOHHBblE  XapaKTepUCTUKA  COOTBETCTBYIOT
rapaHTUPOBAaHHBIM VIcronmHUTEEM TapameTpam.

3.11 DBpemeHeM BOCCTaHOBJICHUS TIApaMETPOB YCIYTH CUYHUTAeTCS BpeMs
()aKTHUECKOr0 BOCCTAHOBJIEHHS IKCILTYyaTAIIHOHHBIX XapaKTEPUCTUK YCIYTH.

3.12 VYcrpaHuB HEUCHpPaBHOCTh, VICMONHWTENh HampaBiseT MHUCbMEHHOE
yBeJIOMJIEHHE 00 yCTpaHEeHUH HEUCIPAaBHOCTH Ha 3JIEKTPOHHBIN aJpec OTBETCTBEHHOI'O
auua Ionyuarens, (naunuatopa TT) ¢ ykazanuem:

- Homepa TT;

- IPUYUHBI HEUCTIPABHOCTH U MPEAIPUHSTHIX NeHCTBUM;

- 30HbI OTBETCTBEHHOCTH;



- BpEMEHH BOCCTaHOBJICHUSI.

Jlannas undopmanus MoxeT ObITh HampasieHa [lomyyaTento Kak OT COTpyIHUKA
Mcnonuuressi, Tak ¥ B aBTOMaTUYECKOM peXHUMe IpH 3aBeplueHur padotel Hax TT ot
CHCTeMbl peructpanuu obpamieHuit McrmomHuTens MO KOHTAKTHBIM  JIaHHBIM
[Tomyyarento, yka3aHHBIM B I1.2.

3.13 B teuenue 24 4yacoB ¢ MOMEHTa MOJMY4YeHHUs YBEIOMJIEHUSI 00 yCTpaHEHHUH
HEUCTIPABHOCTHA OTBETCTBEHHBIN COTPYAHUK [loimydaTens, yka3aHHBIN B I1.2 HACTOALLIETO
PernamenTa, mnpenocTaBiasieT MNOATBEPKACHHE YCTPaHEHHS HEUCIPABHOCTH IIyTEM
OTNPABKU COOOIIEHUS Ha 3JIEKTPOHHBIN anpec McronHuTens, yka3aHHBIA B MMyHKTE 1.2,
Wi uHpopMupyeT VcrnomHuTeNs 0 IpUYMHAX OTKa3a B MOATBEPXKACHUU YCTPaHEHUS
HeucrpaBHocTU. B cinydae He mnpemoctaBineHus llomydaTeneM NOATBEPKAEHUS WIH
OTKa3a B MOJTBEPIKIEHUH YCTPaHEHUs HEUCTPABHOCTH B TeUeHHE 24 4acoB C MOMEHTa
ungopmupoBanust  [lomyuarens  McnonmHurtenmeM,  HEHUCIPAaBHOCTh  CYUTAETCS
YCTPAHEHHOH M0 YMOJTYaHUIO.

3.14. Kaxnas u3 CTopoH nMeeT MpaBo B 000N MOMEHT OOpaTUTHCS K IPYroi
CropoHe 3a TOMOILBIO B TMPOBEJEHHUH OUATHOCTUYECKUX paboT u 3a moboit
undopmarueii, HeooxonUMoH st 3¢ (HEeKTHBHOTO pelIeHUs MPOOIEMEI.

3.15. I'lpu obpamennn omHoit u3 CtopoH k apyroid CTOpoHE 3a MOMOILBIO B
[MPOBE/IEHUH THArHOCTHYECKUX paboT u 3a ool mHopMamue, HeoOXOIUMOM IS
sekTuBHoro pemeHus mnpobieMsl, CTOpoHa, TOMy4YWBIIAs 3ampoc, obs3aHa
IPEAIPUHATL BCE BO3MOXKHBIE JEHCTBHUS, COMIACHO 3alpocy WIH OTBETUTH
ApryMEHTHPOBAHHBIM OTKa30M, C YKa3aHWEM I[PUYUH, [0 KOTOPBIM JEUCTBHUS
BbIMOJHEHBI OBITH HE MOTYT.

4. ITopsimok OMoBEIIeHUs/COTTIaCOBAaHUS IPUOCTAHOBKY OKa3aHUsl Y CIYyT IS
rnpoBesieHus icromHuTeNeM MIIaHOBO-IIPOGUIaKTUUECKHX JINOO aBapUiHO-
BOCCTaHOBUTEBHBIX paboT

4.1. VicriomHuTens TpU TPOBENSHWU ILJTAHOBO-IPOQUIAKTUYECKUX pabor,
CBAI3AHHBIX C [IEPEPHIBOM B OKa3aHUs Y ciyr, onosemiaet [lomy4yarens He MeHee 4eM 3a 3
(tpi) pabouux IHS IO Hadasa IpoBeJeHUs padoT, cooOIIas TP 3TOM:

- IPUYUHY [TPOBEACHUS paboT;

- BpeMsi Hayajla ¥ OKOHYaHUs pabor;

- ®.M.0. numa, HarpaBUBIIIETO COOOIIEHHE.

4.2 B cnydae ecnu 1o ucteueHuu 1 paboyero IHS mocie OTIPaBKH YBEIOMIIEHUS
Ha IIPOBEICHHE PEMOHTHBIX U PO UITAKTUIECKUX pabor,
[OJTBePK/IeHUe/MOTUBUPOBAaHHEIA 0TKa3 oT [lomyuatenss He OTMpaBIeHO, CPOKH H
[1pOBE/EHUE PEMOHTHBIX U NPOPUIAKTHUECKUX pabOT CUUTAIOTCS COTTIaCOBAHHBIMH.

4.3. HMcnonHuTens mpu MepeHoce CPOKOB MPOBEACHUsS PabOT UM UX OTMEHe
ornoseutaer o0 3ToM [omyyaTens ZOMOTHUTENBHO.

4.4. Bee maHoBo-nipoduiakTHueckue paboTsl Ha ceTu VMcnonuurens, cBI3aHHbIE
C NepepbIBOM B OKa3aHUHU Y CIYT, JOJDKHBI INTAHUPOBATHCA HA BpEMsl, KOIIa 3TO MOKET
HAHECTH HAaUMEHBIINH yIiep0, U JOJKHBI OBITH cornacoBaHsl ¢ Ilomyyarenem.

4.5. B cnydae apryMeHTHPOBaHHOTO Bo3paxeHus [lomyuaTens, oOBSBIEHHOE
BpeMsl IPOBeJIeHUs paboT AOJKHO MOAJIEXKATh IIEpECMOTPY .



4.6. I'pu rutanupoBanuy paboT WK BOSHUKHOBEHUH aBapHH VICIIOMHUTED 0051331
PaCCMOTPETh  aJIbTEPHATHBHBIA BapHaHT OKa3aHUA YCIYr Ha BpeMs IIPOBEIECHUS
NTAHOBBIX PAbOT HJIM HA BPEMS BOCCTAHOBIIEHHSI OCHOBHOT'O BAPMAHTA OKA3aHUS Y CITyT.

5. ITopsanox nH(GpOPMHUPOBAHHUS PYKOBOICTBA

5.1. Croporsl HHQOPMHPYIOT COOCTBEHHOE DYKOBOACTBO O XOfe peIIeHHS
MpOOJIeMBI H, IPH HEOOXOAMMOCTH TIOTyYeHHUs IOMOLLU PYKOBOJICTBA, SCKATUPYIOT eMy
1podsemy. Mu(popmuposanue u sckaals IpOM3BOIUTCS C JOKyMEHTHPOBaHHEM (10 e-
mail) uu yctro (110 TeneoHy) - pu HeOOXOAUMOCTH HEMeJIEHHOTO BMEIIaTeIbCTRA.

5.2. AJMHHHCTpAaTHBHAs 3CKANAllMsl pa3spelleHus aBapUHHEIX CHTyalui y
HMcrnonnurena u y [Monyvarens npusenena B Tabnune 2 u Tabmuie 3 COOTBETCTBEHHO.

5.3 Tlepexox 4epe3 ypoBHHU 3CKanaluy 6e3 yBeJOMIEHUS MPeIbIIYyIIero YPOBHs
He JIOMyCKaeTcsl.

Mannua ICKaJIallHu

— —

Yposenb | JomkHocTs (0174 (0) KonTakTHBIE 1aHHBIE

Cneuuanuct ouca
TEXHUYECKOH MOAIEPIKKH (808) 3013231
1 CMeHa
CTpaTerMyecKUX KJIMEHTOB

Mouta: espd _ce@rt.ru

(cMeHHBIH)

HauanbHuk oTaena

TEXHUYECKOH NOAACPIKKH

JXKnaHos (951) 562-2226
’ nporpammbl «I{udposas sy
RO - —— Dmitriy.E.Zhdanov@rt.ru
Hupexrop oduca XKypasnepa ' (915)487-0880
3 TEXHUYECKOH MOAePKKH EBrenus
p .
CTpaTerHueckux KIMEHTOB | AJleKcaHapoBHA Evgeniva.Zhuravieva@rt.ru




6. OrBercTBeHHOCTH CTOPOH

6.1. Mcnonnurens He HeceT OTBETCTBEHHOCTH I10 aBapUHHBIM CHUTYaLIHSIM,
BO3HHKILIUM I10 TPHYMHE 0OCTOATENBCTB, IPUBEIIINX, IPSMO HIIH KOCBEHHO, HAIIPUMED,
HABOJHEHHS,  IIOKAphl, 3EeMIIETPSACEHUs, DJIHIEMUH, BOEHHBIE IEPEBOPOTHI,
TEPPOPUCTUYECKUE aKTBl, TIPAXKJAHCKHE BOJIHEHUS, TIPUKa3bl WA WHBIE AaKThI
FOCYIapCTBEHHBIX OPraHOB, K HEBO3MOXXHOCTH BbINONHEHUs] CTOpOHAMH B3aWMHBIX
0053aTEIILCTB.

6.2 CTOpOHBI HeCyT OTBETCTBEHHOCTh Ipyr Tiepel HOPyroM II0 BCEM
00OCHOBaHHBIM [IPETEH3HSIM, KOTOPbIE CIEAYIOT U3 TOTO, 4TO O7jHa 3 CTOPOH HapyIIIHiIa
MOPsI/I0K B3aUMOIeHCTBHUS, yCTAaHOBJIEHHBIH HACTOSIIUM PeriaMeHToM.

7. Cpok neiictBusi Pernamenra

7.1. PernaMeHT BCTYNAeT B CUITy C MOMeHTa moxmnucanus ero Ctoporamu. Cpok
JeficTBrst PeramenTa orpaHiYeH CPOKOM AeHCTBUS COOTBETCTBYIOIMX KOHTpakTOB Ha
[Mpe/loCTaBlIieHHe YCIyrd €IWHOM CeTH TMepenayd IJaHHBIX COIHAJbHO 3HAYUMBIM
o0beKTaM B paMKax HallMOHaJIbHOU IporpaMMel «LIudpoBas 5KOHOMEKA.

7.2. CnencrBueM pacTOpKEHHs WIM aHHYJIMPOBAaHHUS yKaszaHHOTO Jlorosopa
SIBJIIETCS OJITHOBPEMEHHOE OKOHYaHHUE CpoKa AeHCTBUS JaHHOTO Perimamenra.

7.3. Hacrostiiuuii PersiaMeHT UCIOHEH B IBYX 3K3eMILISpax.

7.4. BHecenne W3MEHEHHH U IONOJHEHUH B HACTOSIIUHN perylaMeHT ITPOU3BOIUTCS
YCTAHOBJIEHHBIM TOPSAKOM I10 B3aUMHOMY coryiaciuio CTOpOH.
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