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l. O6qne rroJroxeHr4s

| .l FlacrorrquM AoKyMeHToM ycraHaBnuBaercfl noprAor( B3auMoAeitcrsus
rexHr4qecKHx cnyx6 Irlcnomrurers (4aree Llcrtotttturenr) v rexHr4qecKnx cnyx6
floryvarem (garce llony.rarem), rop-trAoK 3cKaJrarlzpr npLt ycrpaHeHrzra npo6neM c
npeAocraBJreHr4eM ycnyru eAunofi ceru rrepeAa.v.n AaHHbrx B paMKax coorBercrByroqefo
f ocy4apcrBeHHoro KoHTpaKTa.

1.2 Cocrae, TexHr4qecKr4e xapaKTepr4cruKr Lr lapaMerpbr ycnyr orrpeAeneHbr B

coorBercrByrouleM focy4apcrBeHHoM KoHTpaKTe u Texnr4qecKoM 3aqaHvru, Koropoe
r Brqerc,{ npr4no)KeHr4eM x f ocy.uapcrBeHHoMy KoHTpaKTy.

1.3 Croposrt o6ueHuBarorc-f, scefi neo6xoAunaofi ran$opuaqnefi Anq peanr43arJuv
noHcrpyr(TnBHoro.- B3auMoAeitctnut, B paMKax o6ecne.reHrar rapaHTupoBaHHoro
Ka(recTBa ycnyf.

2. Konrarrbr rexHHr{ecKHX cnyN6 .{Jrf, B3alrMo4eficrnza

Bsapll,IoAeficreue ro BonpocaM o6ecue.{eHr,rs 6ecnepe6ofiHoro
tfrynxrlr.roHupoBaHl{x floryuaren{ ocyqecrBJrflercr Me)KAy rexHr{qecKr4Mu cnyx6avru
IloLry.rarem w IrlcnomrureJrfl, KoHTaKTbr Koropbrx yKa3aHbr B n.2.I v t.2.2
COOTBCTCTBCHHO.

J .1 Kourarrrr llolyrrarerf,

OrsercrseHusrfi Te.ne$oH e-mail

Cnequarucr ro pa6ore c
TexHr4qecKI4Mr4 npeTeH3r,r.rrMH

( cv eunlrfi ) nanpann envrs. no pa6ore
C TCXHHLICCI(I4MI4 NPCTEH3I{f, MI,I

TEJI.

TEJI.

2 .2 Kour arur I,Icno JrHrlre Jrfl

OreercreeHHsrfi Te"rreQou e-mail

CnerlHarncr ro pa6ore c
TeXHI4rIeCKI4MI4 npeTeH3I4f,MH
(crvrennufi ) naupaen eHr4fl. uo pa6ore
C TCXHHIICCKIIMI'I TPETEH3I4qMI4

+7(800) 301-3231

KpyrnocyrorrHo

espd ce@rt.ru

2.3 Bzaurvro4eftcrnue Cropon ocyqecrBrrflercs pexlrMe <<24x7>> (24 uaca B cyrKr{,
7 )\ueil B He.{enrc,365(6) AHefi n ro4y), c r{crroJrb3oBaHueM rrMercrrlnxcr cpeAcrB cBq3r4:

reletfou, 3neKTpoHHafl Iloqra, corJracHo KoHTamnofi raH$opuarlr4r4, npeAocraBneHnofi
CropoHaur4 Apyr Apyry.

2 . 4 fIo ttyr{areJls cAaer 3 aqBKr4 Ha H er4 crrpaBHo crb I4c nolnureJrro.
flocne [poBeAeHvfl, nepBkr.rHofi Ar4arHocruxn LIcnoJrHrrreJrb orKpbrBaer TT ra

coo6nlaer HoMep lloryuarelro.



2.5 C'ropouu cBoeBpeMeHHo rrpeAocraBrrnor Apyr Apyry Hn$opvraquro o6
H3MeHeHHu KoHTaKTHrIX AaHHbrx otteparllBHbrx cny)K6, a taxxe KoHTaKTHbIe AaHHbIe

lryr(oBoAcrBa rexHr{r{ecKrrx noApa3Ae nelr.uir Cropou.

3. llopx4oK B3ar4Mo4eficrnuf, cropoH

3. 1 tr4cnonHl{reJlb o6xzau rIpHHIiMarb rr perr4crpr{poBarr o6paq eHaflllonyrarelr,
cBrr3anHbre c Bbr{BJreHr4eM npo6nevr Ha KaHarrax lloryuarelx.

3.2 O6parqeurax or lloryrareru perucrpr{pyrorcf, B 6aze AaHHbrx
Asloiuarn3l4poBaHsofi cIEcreMbI yrrpaBJreHr{.lt npo6nervrauu. 3auncr, c$oprrar4poBaHHafl B
6ase 4aHubIX, HAeHrrz0uqlrpyeMa{ ee HoMepoM, Hocr4r Ha3BaHr4e Trouble Ticket (4anee
TT).

3.3. flolyvarenr npl4 o6parqenzu K ZcnorurureJrro nepeAaer coo6rqenHe,
c oAep)Kaudee cnelyrorrdHe cBeA eHkrfl."

- Ha3BaHr4e o6ter<ra flonyuarenr ycnyrr4;
- aApec Mecra Haxo)KAeHuq o6reKra llonyuuters. ycnyru;
- uo4po6noe orrr4canne npo6JreMbr:

- Aara u BpeM{ Bo3Hr{KHoBeHrl.rr npo6leuu,
- KpHTI4trHocrr npo6JIeMbI (ne4ocrynHocrb unvr yxy ArrreHr'r e ravecrna) ;
- pe3yrlbrarbl nepBuqHofi AI,IarHocrIarcH (ping, trace) c yKa3aHrEevr IP-aApeca

o 6 opy4 o n atvrfr, llortrgo s arena (upra ux uatuuuu) ;
- @I4O 14 KoHTaKTHbIe AaHHbre rrpeAcraBtrrelrfl llolyvare rs. Ha o6rerre;
- rlo BO3MOXHOCTU - HAJTLIrql/Ie SneKTpOnVTAHkIfl:
- B rroMerrlenprr flonyuarenx;
- Ha oKoHeqHoM o6opy4onaHLrH floly.rarenr;
- ro Bo3MoxHocrI,I, zn$opivraqurc o sHe[rHefi uHAlrKar{r{r4 Ha o6opy4onaHvrkr

Hc nolrlla r e rnr v llolyvarelr.
- IIo Bo3Mo)KHocrI{, rnnQopuallr4ro o nepe3arpysr<e o6opyAoBaHr4f, Llcnonrturerrflkr

[lolry,rarelr.
3.4 LIcno.IIHI4reJIb perl{crpl4pyer npo6rervry H B reqeHue 15 uuHyr c MoMeHra

trdpauleurE.a llolyvarerrfl coo6ulaer llorty.rarenro HoMep 3aperl,rcrpr4poBaHHoro TT.
3 . 5 llep noA HeAo cryrlH o cru ycnyrll Lrrrr4 Wy ArrreHu.r KarrecrB a ycnyrr4 H aquH aerc{

c MoMeHTa o6parqenua llolyqarerf, r I4cnolHr4TeJrro.
3.6 flocne perl4crpaquu TT Irlcnorsurenb npoBoArrr upoBepKy rro rocryrrr4BrxeMy

o6parqentlro. flo pe3ynbraraM rrpoBe4eunofi rpoBepKu Zcnolsllrenr raHsopMr,rpyer
floryua'rera.

3.7 B cnyqae Heo6xoAzMocrl4 BoccraHoBJreHus ra6emsofi ran$pacrpyKrypbr
IropMaraBHbre cpoKr,r perxeHr,rr prHrlr,rAenra 4 8 qacoB.

3.7 .I. B cnyvae neo6xoAaMocrra 3aMeHbr o6opy4oe aHtrfl:
3.7.1.I. Atts o6opy4onanLrfr pac[oJro]KeHHoro Ha rrnoqaAKax r{crroJrHrzreJrfl

llopl4arr{Burrfi cpor peureHur rrHrIr4AeHTa 48 .{acos.

3.7.1.2. ilns o6opy4onaHarfl pacuonoxeHHoro Ha rrnoqaAKax ronyqarent
HopMarl4Burtfi cpor perreHH-f, r{HrIr4AeHTa2 pa6our4x A]clfl, rpz opra]Hvr3a\uu Aocryna co
cropoHbr flonyvarell.
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'\ '' 1 ' nilfl. o6rexroe pac[onoxeHHbrx B TpyAHoAocrynHbrx HaceJreHHbrxJ./.1.J A.

rryrrKTax (rpy4uo4ocryuHrrfi HaceneHHrrfi uyurr - oro HaceJreHHrrfi nyuxr, xoroprrfi n

crlJry noroAnbrx, [pr4poAHbrx, TexHoreHHbrx r4 rrHbrx o6crosreJrbcrB u (utu) orcyrcrBrrt
?JreJ\,rer{Ton un$pacrpyKTypbr craHoBrrrcr HeAocryrrHbrM Lrnu rpyAHoAocrLDKI4MbIM Ars
f parlcnoprHbrx cpe4crn) cpoK perxeHr{f, r4HrllrAeHr a 7 pa6otnx Anefi .

3.8 B cnyqae ne o6napy)KeHur npo6nevsr B 3oHe orBercrBeHHocrll VIcr-or':nureJlr,
I4cnorsurenb 3anparuuBaer AonoJrHr{TenbHyro AnarHocrrary npo6JreMbr y lloryuarerx,

3.9 l4cnorHureJrb nepeBoAur TT B 3oHy orBercrBeHHocrrr llonyvarera
( flpuocraHaBJruBaer) n cryvarx :

B xoAe ycrpaHeHus TT npH neo6xoAr4Mocrra o6ecueqeHr4s Aocryra na o6rexr
flory.rarern;

B xoAe ycrpaHeHur TT npu seo6xoAraMocrLl 3anpoca K lloryvareruo o

AorroJrHr{Terunofi rpoBepKe pa6orocnoco6nocru cr4creM xusHeo6ecner{eHr,r-fl
o6opy4onaHrfl (ener<rponrTaHvre, KoHAHTIT{oHrrpoBaHr.re) na o6rerue lloryvarelrfl, B

cJryrrae orcyrcrBrrs noAo6nofi ran$oprvraquu npr4 cAarre TT Irlcuolsr,rreJrro vrru
rorrBJIeHHH AononHI4TeJIbHbrx o6ocHosaHHbrx no4ospenufi Ha gry upr4rrr4Hy

nepadorocnoco6socrr{ ycnyrr4 B paMKax JroK€urusaqnu TT;
B xoAe ycrpaueHur TT rpr4 neo6xo4uMocrr4 3anpoca K lloryuarerx Ha

npoBeAeHne AoTIoJIHI{Temsofi ALrarHocrHKH Ha o6opy.4onaHLrpr lloryuarera Anfl
Ji o KaJir43a \w npv,uranrr TT ;

flo pe3ynbraraM JroKaJrrr3arlr'ru 14 ycrpanenLrfl, TT, KorAa coBMecrHbrMLr

/{elicraplsMr4 BbrrrBJren Saxr npuqr4Hbr npo6reurr B 3oHe orBercrBeHHocrLr lloryrarera.
TT IIpoBoAI{Tct B 3oHy orBercrBeHHocrr{ floryvareJrr roJrbKo npu

rrpeAocTaBJreHr4s apfyMeHTr4poBaHHbrx AoKa3aTenbcTB oTcyTcTBr,rs

(q r.r aru o cru rra ) c o cropoHrr I,{cnomr vr errs..

ycnoB14I,I

npo6revr

Irl: nepuoAa HeAocrynHocrr{ ycJryru e TT Lrnrl BpeMeHr4 petrrenrax npo6JreMbr AJr.rr"fT c yxyArxeHr4eM Kar{ecrBa Bbrrrr4Taercr BpeMr HaxoxAeHr{.rr TT B 3oHe

orBercrBeHuocru llolyuarelx.
Ifo pe3yJrbraraM noKanr43arlr4r,r v ycrpaHeHus TT, KorAa coBMecrHbIMI,I

gekcrvwnrun CropoH BbrrBJren Sarcr npuquHbr upo6reurt B 3oHe orBercrBeHHocrl4
floryvarerr, crrr4Tarorcr noJrHocrbro B 3oHe orBercrBeHHocrr4 lloryuarerx v He

yr'IacrByror B A€rJrbHefiurefi cBepKe npocroeB
310 HeucupaBHocrb crrrlrraercf, ycrpaHeHnofi, KorAa Vcnyra roroBa K

3l{CflnyaTarryrur u ee sKcnnyaTarlr4oHHbre xapaKTepucTvrKu cooTBeTcTByroT
rapaHTr4poBaHHbrM tr{cuolnureJreM napaMerpaM.

3.1 1 BpevreHervr BoccraHoBJIeHu.[ napaMerpoB ycnyru crrr{Taercr BpeMt
(laxruuecKoro BoccraHoBJreHr4r oKcnnyarar{uoHHbrx xapaKTepr4crr4K ycnyrr4.

3.12 Vcrpanun Her,rcnpaBHocrb, Llcr,ot:nureJrb HafipaBnrer rrr4cbMeHHoe

yBeAoMneHrae o6 ycrpaHeHnr HevrcrrpaBHocrr{ Ha gneKTponHrrfi aApec orBercrBeHHoro
nuqa floryvarelr, (uuuqvaropa TT) c yKa3aur{eM:

- uouepa TT;
- np H rrr..rHbr H elrcilpaBHo cru r{ [peAnpr4Hqrbrx Aeficrr'ufi;
- 3OHbI OTBCTCTBEHHOCTI4;
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- BpeMeHL{ BOCCTaHOBJTeHI{'.

ffauHaa uu$opnrarlufl Mo)Ker 6rrrr HarrpaBJrena llonyvareJrK) KaK or corpyAHrlKa
l,fcnolsrreJrr, TaK r4 B aBToMarr{qecKoM pe)Kr4Me rrpr{ 3aBeprrreHl{r4 pa6orrr naA TT or
cltcreMbr perucrparlr4n o6parqenufi lrlcnomrureJr-rr rro KoHTaKTHITM AaHHbrM
flolyvareJrro, yKa3aHHbrM s n.2.

3.13 B rer{eHr4e 24'racos c MoMeHTa ilonyrreHr,rr yBeAoMJreHr4.rr o6 ycrpaHeHr{r4

Her4crrpaBHocru orBercrBeHsrrfi corpyAHr.rx llonyuareJrr, yKa3aHHbrit s L2 Hacro{rqero
PeruaveHra, ilpeAocraBrqer noATBepxAeHHe ycrpaHeHr4.s Her4cnpaBHocru nyreM
ornpaBKn coo6ulenprfr Ha 3neKTpoHnrrfi a4pec Irlcuomrvrerrfl, yKa3aHHbrfi e nynrre t.2,
nru nucpopMr4pyer l4cnorrctureJrr o [pr4qr4Hax orKa3a B noATBepxAeHrrr{ ycrpaHeHlrt
lreucrrpaBHocrlr. B cnyqae He npeAocraBJreHr4r flonyvareJreM rroATBepxAelr.:afl. unr4
orKa3a B [oATBepxAeHr4H ycrpaHeHvrfl. HencrpaBHocrn B TeqeHr4e 24 'aacoB c MoMeHTa

HH$oprvrHpoBaHr,rr lloryvarena IrlcnorsureJreM, Her{cnpaBHocrb ctll4Taerc-s
ycrpaHeHuofr no yMonqaHr4lo.

3.l4.ItaxAas H: CropoH r4Meer npaBo e rro6ofi MoMeHr o6paruuc.a r 4pyrofi
Cropone 3a noMorrlbro B rrpoBeleHr{pr Ar4arHocruqecKux pa6or kr 3a nro6ofi
r.r n (t oprra a 1uefi , n e o 6xoAltrraofi 4nx e S S ercrrznHoro p erxe Hrrr upo 6revu.

3.15. Ilpr,r o6pauleHr4u o4nofi u: CropoH K Apyrofi CropoHe 3a rroMorrlbro B

npoBeAeHHH AnatuocrlrrrecKrax pa6or u sa rro6ofi un$opuaqraefi, neo6xo4urvroft Arq
:dlrfercrunHoro perxeHlr{ npo6nerrarr, CropoHa, rtorlyrrrlBrua.f, 3arrpoc, o6ssaHa
rrpeArrpuH{Tb Bce Bo3Mo)KHbre geitcrnux, corJracHo 3arlpocy vrlrkr orBerl4Tb
alrryMeHTHpoBaHHbIM orKa3oM, c yKa3aHI,IeM ilpvrrvru, rro KoropblM Aeitcrr.ufl.
BbrrronHeHrr 6rrrr He MoryT.

4. llopr4oK onoBerqeHur/cofJracoBaHr4r rrpr4ocraHoBKrz oKa3aHuf, Vcnyr gn.a

[poBeAeHus,VlcnonHrrreJreM rrJraHoBo-upo$nnaKTr4rrecKprx ryr6o anapufiHo-
BOCCTaHOBI4TeJIbHbTX paOOT

4.1. VlctonrrureJrb npr4 npoBeAeHr4n nJraHoBo-npoQunaKTr4rrecKr/rx pa6or,
cRrr3ariHbrx c ilepepbrBoM B oKa3aHlrr Ycryr, oloBerr{aer llonyuutelrfl. He MeHee .reNr sa 3

irprr) pa6ouux AHq Ao Haqara npoBeAeHut pa6or, coo6u{as npu oroM:
- npHqHHy frpoBeAeHwfl paoor;
- BpeMq Hal{lila I,I oKoHrraHr{fl pa0oT;
- .n.O. rrHrJa, HanpaBr,rBruero coo6ulenue.
4.2 B cnyqae ecJrr4 rro r4crerreHuvr 1 pa6o.rero AHr rrocJre orrrpaBKr4 yBeAoMneHlrt

HA npoBeAeHHe peMoHTHbrx upoQunaKTI4rrecKI,IX pa6or,
noATBepir4eHue/ir,rornBr4poBagulrfr orKa3 or floryvaren.r He orlpaBneHo, cpoKrl 14

n po BeIieHHe peMoHTHbrx u upoSunaKTr,rqecKzx pa6or cqkrrarorc{ corJracoBaHHbrMr4.

4.3. VcnoJrHHTeJrb rrplr nepeHoce cpoKoB rrpoBe.qeHux pa6or vrv vx orMeHe
onoBex{aer o6 oroM lloryqareJrr AorronHurreJrbHo.

4.4.Bce rrJraHoBo-upo$unaKTr,rtrecKr4e pa6our Ha ceru VlcnonsureJrr, cBr3aHHbre

c nepepbrBoM B oKa3aHlru Vcryr, AoJrxrHbr nnaHr{poBatbcfl Ha BpeM-rr, KorAa gro Mo}I(er

naHecru Har{MeHbrrrr.rfi yrqep6, H AoJDKHTT 6rnr corJracoBaHbl c llonyrarelela.
4.5. B cnyqae apryMeHTnpoBaHHoro Bo3paxeHur llonyrareIrfl, o6rssreHHoe

BpeMr ilpoBeAeHun pa6or AonxHo noAnexarb rrepecMorpy.



4.6.llpvr [naHlrpoBa*vrvpa6or rlJru Bo3HrrKHoBeHHv aBapvrr4l4cnonsurem o6-s:au
paccl\4o'qlerb anbrepHarusHrtff BapI4aHT oKa3aHr4r Vcnyr Ha BpeM-f, npoBeAeHrzt
IIJIarlollbIX pa6or vrvr Ha BpeM{ BoccraHoBJreHr4-f, ocHoBHoro Bapr{aHTa oKa3aHra.a Ycnyr.

5. llopx4ox zu$opMr4poBaHlrf, pyKoBoAcrBa

5.1. Cropourt uudtopuupylor co6crseHHoe pyKoBoAcrBo o xoAe perxeHr4.fl
ttllcr6levlr vI, Trpv ueo6xo4uMocru nonyrreHu.rr noMorrlr4 pyKoBoAcrBa, ocK€Lnr4pyror eMy
rrpo6nerray. I4H$opruu4poBaHl4e I,r 3cKanaqr4r npor43Bo1trrcflc AoKyMeHTr4poBaHzerrr (no e-
rnail) HnH ycrHo (no:re"rre$oHy) - np" neo6xo4zMocrr4 HeMeAneHHoro BMerrrareJrbcrBa.

5.2. A4ltauucrparvBHafl 3cKaJlarlr4r pa3perxeHu.rr anapufinrrx curyaquir, y
f'lcnorstlreJlt I'I y llonyuaren{ npr.rBeAeHa n Ta6nuqe 2 u Ta6nuqe 3 coorsercrBeHHo.

5.3 tlepexoA qepe3 ypoBHI4 3cKaJIaqI4u 6es yBeAoMneHrl{ npeAbrAyrrlero ypoBHt
He AOnycKaeTcrr.

Marpuqa scKaJrarluu

Yponeur, {o"rrxnocrr ouo KoHtarcrHbte AaHH[,re

Cneqlralncr oSuca

TexHHqecKofi noggepxrcn

cTpaTef HqecKr.rx rur HeHToB

(crnreHnsrfi)

(800) 301-323 I

floqra: espd ce@rt.ru

HaqarrFn4x ornera
TexHarrecKofi no4gepNxa
nporpaMr\{br <I-{rz{lponar

3KOHOMIIKA))

XAaHos

fluurpuit
EereHresu.t

(9s1) s62-2226

Dm itriy. E.Zhda nov(d rt. ru

3
{npercrop oSuca

TexHHr{ecKofi no44epxxu
cTpaTerHqecKHX KJI14eHTOB

Xypauena
EereHr4q

Alexcaugposna

(9 1 s)487-0880

Evgeniva.Zhu ravleva @rt. ru



6. OrsercrBeHHocrr Cropon

6.1. I4cnor.rtureJlb He Hecer orBercrBeHHocrr4 rro arapufinuira cvrryar\vrflM,
Bo3HI{KIrrpIM rlo npnaruHe o6crosreJlbcrB, IrpI4BeAIuHX, rlp{Mo LIJIa KocBeHHo, HarIpI4Mep,

HaBOAHeHLI{, nO)KapbI, 3eMneTpr9eHr4fl, 3[r{AeMUr4, BOeHHbIe nepeBopoTbr,
TeppopncTl4qecKl{e aKTbI, lpaxAaHcKne BorHeHuq, [pr{Ka3br LTIrr4 r4}rbre aKTbr

locy.{apcrBeHHblx opfaHoB, K HeBo3MoxHocrr{ BbrrroJlHeHur CropoHaMH B3aI4MHbrx

o0fl3aTeJIbcTB.

6.2 Cropourr Hecyr orBercrBeHHocrb Apyf nepeA ApyroM rro BceM
o6ocHoeaHHbIM npereH3urM, Koropbre cneAyror rd3 Toro, rrro oAHa na CropoH Hapyrxlaira
n op rAo K 83 aHMoAe fr ctnu t, ycraHo Bn e surrfr Hacro-fl [Ir4ru PeuaueHToM.

7. Cpor 4eficrsus, Peruauenra

7.1. PernaMeHT Bcrynaer B cvrny c MoMeHTa rroArrr{canufl. ero CropoHaMr.r. Cpox
Aeii crnuq Pernanaeura orpaHurreH cpoKorra Aefi crBnr coorBercrByrcrqzx KonrpaKToB Ha
npeAocraBJIeHI,Ie ycnyru e4uHofi 'cern nepeAarru AaHHbrx coquanbHo 3Halrr4MbrM

o6t e mau B paMKax Haqr4oHaJnsofi rpolpaMMu <I-{n@p oBafl. 3KoHoMrKa).
7.2. Clegcrnueu pacrop)KeHl{s vuwr aHHynnpoBanvrfl yKa3aHHoro loroeopa

t BiIl ercfl oAHoBpeMeHHoe oKoHrraHr4e cpoKa geitcrvux AaHHoro PeruaueHra.
7 .3 . Hacrorrqrafi PeruauenT rrcrroJrHeH B AByx oK3eMnn.f,pax.

7.4. BneceHue H3MeHeHnfi H 4onoruenufi B Hacrorrquft pernaueHT rrpor{3BoAr{Tcf,

ycraHoBneuHbrM nopq.{KoM rro B3ar4MHoMy cornacu}o Cropon.
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