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HacToswmimm LOKYMEHT OnmMcbiBaeT CTaHAAPTb! M NOPSALOK B3aUMOLENCTBUS MeX Y
MoctaBwmkoMm (OO0 “PP-Tex") nporpaMMHOro otecnevyeHrs M 3akasuynmkoMm [N
CBOEBPEMEHHOIO U 2OPEKTUBHOIO pPeLleHNs BO3HUKAoWKMX NpobneM. PernameHT
onpefenseT YCNoBUA OKasaHWa MOOAEPXKKM, TOYKM KOHTaKTa, MPOLECChl MnpuemMa
3anpoCcoB, WX KhacCUbUKaLMIo W NPUOPUTU3ALMIO, a TakKXe BpeMs peakumm wu
paspeLleHns MHUMOEHTOB.

DTOT pernameHT Npr3BaH rapaHTMPOBaTb NPO3PAYHOE B3aUMOLENCTBME Mexay
BCEMM YyYaCTHUKaAMM Mpouecca MnoJaepXKM U YCTaHOBUTb YETKME OXWMOAHUS B
OTHOLWEHMN KayecTBa, BPEMeHM OTBeTa M MEeTOAOB PeleHMs NpobsieM B paMKax
npoaykToB KoMnaHnn RR Tech, npegoctaBngemon no mogenu On-Premise.

1 OBJIACTb MPUMEHEHUNA U YCITOBUA NMOJTYHEHNA YCIIYTU
NOoALOEPXKH

1.1 O6nacTb NPUMEeHeHus

1.1.1 [JaHHbIA pernamMeHT pacnpocTpaHIeTcs Ha BCce MHGOPMALMOHHbIE CUCTEMDI
kKoMnaHun RR Tech, npepocTaBneHHble nosb3oBaTensam no mogenn On-Premise,

BKJIKOYAS:
o BEG-MPUNOXKEHNS;
. nobble apyrnme nporpamMMHble NPOAYKTbI, paboTallme Yyepesd UHTepHeT

WX B TOKANbHOM ceTu 3akasumka.,

1.1.2 [laHHbI pernamMeHT pacrnpoCcTpaHsSeTCs Ha BCe 3anpochl Nnosib3oBaTenei B
paMKax ycnyru nogaep>Xku OOCTYMHbIX NpoaykToB RR Tech n oxBaTtbiBaeT paboTy C
MHUMOEHTaMK, 3anpocaMm MHbOPMaUMM 1 3anpocamMi Ha WU3MEHEHUS MPOrPaMMHOro
npoayKTa.

1.2 YCNoBu1S NOSTy4YeHUs yCnyru

1.2.1 YCnyrn nogaep KKy NpeaoCcTaBnsAoTCs TONbKO A1 KOMMEPYECKUX JTULEH3NI,
(NPW HaNMuMM OEeNCTBYIOWEro JOroBopa Ha okasaHue YCnyr U B TeyeHue Cpoka ero
OEeNCTBUA).

1.2.2 T[locTaBWWK MpefgocTaBasgeT ycayrm B ob6beMe, nNpeayCMoTPeHHOM
LLOrOBOPOM.

1.2.3 YCyrM nogaepXXku nNpefoCTaBAsStOTCS TONbKO B ClyYyae CBOEBPEMEHHOM
onnartbl YCNyry B COOTBETCTBMM C YCIOBUSAMU, YKA3aHHbIMUM B JOrOBOPE.

1.24 Ycayru nNpegocTaBndloTCcs B Ciydae  CObMoaeHUs  NOJOXEHWUM
3KCNNyaTaUMOHHOM OOKYMEHTALMM MPOAYKTA, PErnaMeHTupytowen npegnncanmnsa K T
MHOpPaCTpPyKType 1 nogaepxke MO (akcnnyataumMoHHas AOKYMeHTauMs NocTaBnseTcs
OTAENbHO ANS KaXKA0oro npoaykta komnaHmm RR Tech).

1.2.,5 3anpocCbl Ha MOyyYeHue YCAyrn MNOAAEPXKKM MPUHMMAKOTCS TObKO OT
ABTOPWM3OBAHHbIX MOJSIb30BaTeNeN 3akasurka, CMMCOK KOTOPbIX MpefoCTaBAseTcs B
paMKax AOroBopa Ha OKasaHue YCnyr.

1.2.6 3anpocbl Ha MOyYEHUE YCNYr MOAAEPXKKM MPUHMMAIOTCA TOMbKO Yepes
KaHasibl KOMMYHMKaLMK, YKa3aHHbIE B paMKaxX HAaCTOSILLEro AOKYMeEHTa.,

1.3 OrpaHunyeHuns
B TEXHNYECKYIO NMoOePXKY HE BXOOUNT:

o KacToMm3aums npoaykToB RR Tech nof TpeboBaHMs 3akasumka;

. HanvcaHne 1 4opaboTKa CKPUNTOB B PaMKax 06CyXMBAEMbIX CEPBUCOB;
o yCTpaHeHne MHOPPACTPYKTYPHbIX npobnem npu OBHOBNEHUM
NpUoBpeTEHHbIX MPOAYKTOB;

. obyyeHue COTPYOHNKOB 3aKa3umka;
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. MHPACTPYKTYPHAsA NOAAEPIKKA U MOHUTOPUHI PEeLLeHNst Ha MHCTaNNaumMm

3aKa3suuka;
o npoBeaeHne O6HOBIEHNS aK3eMMNNsAPa MHCTaANI[AUMM 3aKa3umKa;
o KOHCY/IbTauuMm B paMkax DevOps npoueccos.

1.4 OTKa3 OT OTBETCTBEHHOCTU

MocTaBwmk (JIMLeH3Map) BnpaBe He OCYLLECTBATb TEXHUMYECKYIO MOLAAEPXKKY
NpooyKToB KoMMaHuM RR Tech B cnyvae HEBbIMONHEHUA OENCTBUM M PEKOMEHOALNM,
yKa3aHHbIX B 9KCM1yaTauMoOHHOW JOKYMEeHTaLUMK B YaCTW COOTBETCTBUSA TPEOOBaHUAM K
MOArOTOBKE MHPPACTPYKTYPbI, HACTPOWKE MOAAEPXKM MPOOYKTA.

MocTaBwmk (JIMueH3rap) BrnpaBe NPeKpaTUTb MNPEeLOCTaBNsATb TEXHUYECKYHO
NoOOEPXKY MNPOAYKTOB KoMmaHum RR  Tech B cnyvyae HapylweHus  yCoBUMA
NNLEH3NOHHOTO cornatlueHums.

2 CMMOCOBbI MOJTYHEHUA YCITYTU NMOAOEP>XKU

Cnoco6 OnucaHue
ALpec eamnHoro nopTana caMoobenymanma https://rr-th.r-
service.tech/self-service

EauHbin nopTan
Self Service JocTyn K nopTany caMmoo6CiyXMBaHWSA NPEAOCTABASETCS

aBTOPM30BaHHbIM MOJIb30BATENSIM B PaMKax 3aK/Il0YeHMs JOroBopa Mexay
[ToCTaBLUMKOM 1 3aKa34YMKOM.

support@rr-th.com

SNeKTPOHHas nouTa M1CbMO O0KHO 6bITh OTMNPABNIEHO C aBTOPU30OBAHHOIO NOYTOBOrO
afpeca, CNMCOK KOTOPbIX MPeAoCTaBISeTCs B paMKkax JoroBopa Ha
okaszaHwue ycyr

TenedoHHas cBs3b +7 (495) 231-73-64

3 KJTIACCUDUKALMSA U CTATYCbI OBPALLLEEHUN

Bce noctynatowpe  3anpocbl  OT  aBTOPM30BAHHbLIX  MOJIb3OBaTENEN
perucTpupytoTcs Ha noptane Self Service. Kaxgomy 3anpocy B pamkax YCayrm
NOAAEPXKKM NPUCBAMBAETCS YHMKAIbHbIN HOMEP, KOTOPbLIN B Aa/IbHENLLEM NMOMOraeT ero
noeHTndnumMpoBaTb. BaanmogencTeme ¢ KOMaHAOW MOAAEPXKKM U O0bpaTHas CBSA3b MO
3apPErnCTpPUPOBaHHbIM 3aMpocaM BCerfga AOCTYMHbl Nosb3oBaTensaM Ha noprtane Self
Service.

MNpn perncTpaumm obpalleHns nonb3oBaTefb BbloMpaeT OAHY M3 AOCTYMHbIX
KaTeropun obpatleHus. JaHHbI BbIOOP BIUSET Ha TO, KaKoe corialeHmne o6 ypoBHe
0b6CNyXMBaHUS BYAET NPUMEHEHO K 3arpocy.

3.1 Knaccndukaums obpalleHnm

KaTteropus OnucaHue
3anpoc Ha npefocTasnieHne MHPOoPMaLMM UCTIONb3yeTCa ANd
KOHCY/IbTaLMK NOMb30BaTENEN, C LeNblo NOMYYMTb PasbiCHEHUS Mo
CYLLECTBYIOLLMM NPOLLECCaM UM KOMMOHEHTaM npoaykTa R-Service. B
paMKax JaHHOWM KaTeropum 3anpoca OKasbiBaeTCHd KOHCYIbTaLMs, KOTopas
He BfieYeT 3a CO60M N3MEHEHMIN CUCTEMbI U MPOLLECCOB, @ TONbKO

RFI (request for NpefoCTaBNSeT 3anpaluBaeMyio MHGOPMALIMIO.

information) - 3anpoc Ha

npeaocTasiexne MpuMepbl 3anNpPOCOB:

MHpopMaLnK . nonyyeHme JOKYMEHTaLMM, UHCTPYKLMIA UK TEXHUYECKIX
[AHHbIX;
. NOSICHEHUS GYHKLMOHANA NPOrPaMMHOro o6ecneyeHus:;
. nonyyYeHme KOHCYNbTaLmMW No SKCMAyaTaLmm PasinyHbIX

KOMMOHEHTOB NpoaykTa R-Service;
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o KOHCYJibTaunm Mo NoayvyeHnto TeXHMYeCKnX JaHHbIX B PaMKax
MHCTaNNauMmM 3akas4dmka.

BaxxHo: B PaMKaXxX KOHCy/nbTauun nepenaetcd MH¢OpMaLlMﬂ M 3HaHUA,
KOTOpble Tpe6y+0T09| Ong CaMOCTOATEJIbHOIO NCMNOJ1Ib30OBaHUA.
KOH¢MprMpOBaHMe peweHna Ha UHCTannaunmn 3aka3uuka He
npoun3BoaunTcCA.

3ar|poc Ha M3MeHeHWe nojaeTcd, Korga Tpe6yech BHECTU MOD,VICbl/IKaLI,VIVI
B CMCTeMY, NpouecCChbl M NpoayKT. DTO MOXeT 6bITb CBA3AHO C
ynyudleHneM, nob6aBneHmemM HoBoro q)yHKLJ,l/IOHaJ'Ia MM NsMeHeHnem
noBegeHunsa CMCTeMbl. 3ar|poc Ha M3aMeHeHne Tpe6yeT cornacoBaHum4,
aHanmi3a BO3MOXXHbIX PUCKOB K ornpeneneHna BinaHnda Ha Tekyuimne

MpoLLecchl.
RFC (request for change)

o BHeOpeHne HOBOro Cl)yHKLI,l/IOHa)'Ia B NMporpaMmMHoe obecneyeHme;
° M3MeHeHne 6I/13HGC-I'IpOLI,eCCOB 014 NoBblLLeHNdA 3q)q)eKTVIBHOCTl/I§
° M3MEHEHME NOBEOEHUSA CUCTEMDI, BAVAIOLLEN HA

npon3BOONTEJIbHOCTb (He BnuvdtoLLEN Ha yxXyguweHne gOCTYNMHOCTN YCyTu
WM HEBO3MOXKHOCTU eé I'IO}'Iyqul/IFI).

NHUMOEHT NPUMEHVM B ClyYasx, KOrAa BO3HMKAIOT He3arnnaHUpOoBaHHbIe
COBBITUA UM HAPYLLEHUSX B paboTe CUCTEMbI, KOTOPbIE BELYT, MO0
MOTYT MPUBECTU K MPEKPALLEHUNIO MPEeOCTABASHWS YCYr UK
Lerpagaunmn eé kayecTsa A1sl OQHOIO UM HECKOJIbKYX MOsib3oBaTesnen
CUCTEMBI.

Ba)kHO: B paMKax AaHHOM KaTeropum 3anpocoB HaxXoAUTCS dcKanaums
NobbIX C60€B B paboTe aK3eMM/ispa MHCTaIALUMKM 3aka3umka, KotTopble
MOFyT NOBUSATb HA HOPMaJIbHYI0/0XUAAEMYIO PAa6OTy CUCTEMDI,
OfHaKO, K JAHHOW KaTeropmm He NPUMEHUMbl MHUUAEHTbI, CBA3aHHbIE C

Incident (MHUMAEHT) BHYTPEHHeN MHPPaCTPYKTYypon 3aka3umka, B paMKax KOTOpor
YCTaHOBJ/IEH 3K3eMMnap npoaykTa komnaHuu RR Tech.

MHUMOEHTDI K)'IaCCl/ICbl/lLl,l/lpyFOTCFI no cTteneHu BanaHus:

1, Huskoe - yxyauweHune (aerpagaums) ycnyru oas ogHoro
nosb3oBaTens;

2. CpegnHee - yciyra HeAOoCTYMHa A5 OOHOro NOMb3oBaTeNS;

3 Bbicokoe - yxyaLeHve (gerpagaums) yenyr 4ns HeCKOMbKUX
nonb3oBaTesnen,

4. HawuBbiclwee - ycnyra He4oCTynHa A9 HECKObKIX
nonb3oBaTesnen.

3anpoc XXanoba cBs3aH C HeyaOBNETBOPEHHOCTbLIO MO/Ib30BATENS
3akKa3uyumKa C KayeCTBOM YCyr, MpoAyKTa MY B3aUMOAENCTBUEM C

Yano6a TEXHUYECKOW NOAAEPXKKOM. ObpaTHas CBA3b BaXKHA A1 KOMMaHUK, TaK
KaK OHa MOMOraeT BbISBASATb MPOGAEMHbIE MEeCTa B Mpoueccax 1 yay4dllaTb
KauyeCTBO MPeaoCTaBIIEMbIX YCAYT.

3anpoc KOMNANMEHT ABASETCA NOOXUTENbHOM O6PATHOM CBS3bIO,
HanpaBIEHHOM Ha 61aro4apPHOCTb 3a KAYECTBEHHYIO PABOTY UK

KoMnAUMEeHT NpenocTaBneHHble ycnyry. Bawwm KoMAaMMeHTbl Cnoco6CTBYIOT
YNyYLLEeHUIO MOPasibHOro Ayxa Hallux COTPYOHWKOB 1 MOOOEPXMBAIOT
CTaHAaPTbl Ka4eCTBa KOMMaHMK Ha BbICLLEM YPOBHE.

Apyroe PelleHMe YHUKambHbIX MK CeLMPUUYECKIX 3aNPOCOB, KOTOPbIE BbIXOAAT

(HeKBanUUUMPOBAHHDIN | 55 K4k BhILLENEpeUCAEHHDIX.
3anpoc)

3.2 CtaTycbl o6paLLeHum

Bce HeszaBeplueHHble 3anpocbl OT aBTOPWM30BaHHbIX MOb30OBaTENEN KMEKT
onpefeneHHble CTaTyCbl Ha KaXOOM 3Tane XMU3HEeHHOro LMKAa obpalweHus. locne
perncTpaumm 3anpoca Mno/b30BaTE/b MOXET CNeduMTb 3a CTaTyCOM OOpalleHust Ha
nopTtane Self Service.
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Cratyc OnuncaHue
BbI10 MPUHATO peLueHne, YTO 3anpoc HEO6XOAMMO MOPYYUTL APYTron
OTK/IOHEHO KOMaHAEe WV yYaCTHVKY KOMaHAbl, MOAPOOHOCTU YKa3bIBAOTCA B NOe
MpuMevaHus.
3anpoc 6b11 HAa3HAYeH KOMaHAEe WUV YYaCTHVKY KOMaHAabl 415 ero
BbIMOJTHEHUS.

OTBETCTBEHHOCTb 3a BbINOSIHEHME 3arnpoca 6blna NPUHATA KOHKPETHbLIM

MpuHSATO YYaCTHUKOM KOMaHAbl. HaszHaueHHbIn COTPYOHMK HAUHET paboTy Haf,
3anpocoM B 6rmKariee Bpems.

Ha3HaueH

B npouecce
BbIMO/IHEHUSA

3ar|poc HaXoaNTCA B Npouecce BbINOJIHEHMA COTPYAHWKOM NOOAEPXKN.

PaboTa Hag 3arnpocoM NnpmocCTaHoB/IEHa. |_|pl/l‘-|l/IHa BCerfa yKa3blBaeTCAd B
nosne ﬂleMe‘-{aHl/lFl.

Pa6oTa Haf, 3anpocoM Gblla MPUOCTaHOBEHA, MOCKObKY COTPYAHMK
NOAAEPXKKN OXMAAET AOMONHUTENbHYIO MHGOPMALIMIO OT MOMb30BaTENS.
MprynHa Bcerga ykasbiBaeTcs B none NpumedaHus. Moka 3anpoc
HaxoAMTCS B 3TOM CTaTyce, OH He ByAeT NPUBAMKATLCS K LieNeBbiM
nokasaTtensMm oTBeTa 1 pelleHus TeKyLLel KOMaHbl, Ha3HAYeHHOM Ha ero
BbINOSIHEHME,

Pa6oTa Haf, 3anpocoM 3aBepLUeHa Nno NpuymnHe, BbIGPaHHOM B none

HpVNVIHa 3aBepLuieHnd. [eTanu, kacaroLmecs 3aBepuleHud 3anpoca
BCerga yKas3blBaroTC4 B rnorsie HpV]MeanMFI.

lMpunocTtaHoBneHo

OXunpgaHue KnmeHTta

MprynHbI 3aBepLUEeHUs 3anpoca:

1, PelwieHo - aHann3 He TpebyeTcs;
2. O6xopHOM NyTb — 06X0OHOM NYTb (Workaround) NpefocTaBneH,
3aBeplueHo OflHaKo, TpebyeTcs AOMNOHUTENbHbIN aHaNN3 MPUYMH;

He noatBepxpeHo — npobneMa bonee He NpoaBageTcs;
Oy6nukaT - NOBTOPSET APYror 3anpocC NOb30BaTeNs;
OTO3BaHO - OTO3BAHO VMHULIMATOPOM 3aMNpoca;

HeT oTBeTa - HeT OTBETa OT MNO/Ib30BATENS;

OTKIOHEHO — OTK/IOHEHO YTBEPXKAAIOLLMM;

KOH)NKT - NpOTUBOPEYNT BHYTPEHHUM CTaHAAPTaM;
Hepa3pelmmMo - HEBO3MOXHOCTY PELUNTD.

4 TPEBOBAHUA K OOOPMTEHUIO OBPALLLEEHUNIA

4.1 Tpe6oBaHusa K MHUmMpgeHTam

MNpwn peructpaummn NHumaeHToB (Incident) TpebyeTtca Hanbonee NosHO M TOYHO
COOOLWMTL MHOOPMaUMIO O COObITUW. [N9 BbINOJHEHUS KAYEeCTBEHHOrO aHanmMsa
COTPYAHUKAMU NOAAEPXKKN, TPEByeTCa NPefoCTaBNSATb BCIO PENEBAHTHYIO K MHLUMOEHTY
LOMONHUTENBHYIO MHPOPMAaUMIO, KOTOPas AO/KHA COAEPXKaTb:

© ON OO AW

411 Tema/Ha3BaHue: kpaTkoe U WMHOOPMATMBHOE Ha3BaHWE WHUMAEHTA,
oTpaXkatolee cyTb NpobeMb.
4.1.2 OnucaHne NHUMAeHTa: NoapOo6HOEe onMcaHne NPO6AEMbI, BKIKOYAS:

o 4YTO NPOU30LLNO?

o Korga npowusowna npobnema?

. KaKOBbl CUMMNTOMbI? (OLLMBKU, COOBLLEHMA 06 OLLMBKAX);
o Kakue wary b1 npeanpuHSaTbl 4O obpalleHns?

o C KaKoW 4YaCTOTOM BO3HMKAET Nnpobnema?

4.1.3 BnusHue: BbIGOp KaTeropum BAUSHUS UCXOAs 13 Knaccudumkaumm n. 3.1.
4.1.4 [JononHutenbHas uHbOPMaLMUS: MPUIOXKEHUS, CKPUHLIOTLI, or-dainsbl,
KOTOpble MOMOryT B AMArHOCTUKE U peLleHn Npobiemsl.
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4.2 TpeboBaHusa K 3anpocamM Ha USMEeHeHUe

3anpocbl Ha M3MEHeHMe AOMXKHbl OblTb OPOPMAEHbI COracHO TPEBOBAHUSIM,
yKa3aHHbIM B LWaboHe TUMOBOTro 3arnpoca Ha noptasne Self Service. Bce o6s3aTenbHble
NoMa OO/MKHbI ObITb 3aMNO/THEHDbI U COAEPXaTb BCO HEOOXOAMMYIO MHGOPMALMIO B IBHOM
M OOCTYNnHOM BuAae. B cnyvae HeHagnexawero odopMaeHus Takux 3anpocoB
MocTaBWMK HE rapaHTUPYET BPEMS UCMONHEHMS TakMX OBbpaLLeHUI, 1, €CV AN AAHHOM
KaTeropun obpalleHns B YPOBHE O6CAYXXUBaAHUA Oblsl 3adUKCUPOBAH CPOK €ero
WMCNOJTHEHUS, HApPYLLUEHNE OAHHOMO CPOKA HE MOXXET CYMTATbCA HApPyLEHMEM YPOBHS
0B6CNYXMBaHMUS.

4.3 TpeboBaHus K 3anpocaM Ha npepocTaBieHne nHpopmauum
3aI'IpOCbI Ha npegocrtaBeHune l/lH(bOpMaLI,I/II/I OOJDXHbI COAeP>XaTb:

. KOHKPETHbIN BOMPOC: YeTKO CHOPMYIMPOBAHHBIA  3aMpoC, YTOObI
NCKIOYNTb OBYCMbICNIEHHOCTD;

o o6bnactb  NPUMEHEeHUs:  yKasaHWe  KOHTEeKCTa, rae  TpebyeTcs
LONOSIHUTENbHAsA MHbOopMaLMa (MpoLecc, CUCTEM], OOKYMEHT);

o oXnpgaembin pe3ynbTaT: YTO KOHKPETHO MOMb30BaTE/b XOUYET Yy3HaTb UK
NONyu4nTb B pe3ynbTaTte OTBETA;

. CCbIIKW Ha [AOKYMEHTbl WM PEecypcCbl: MPU  HAAUYMM  CCbIIKM  Ha

MHCTPYKUWW, PErfnamMeHTbl UM Apyrie UCTOYHWUKK, KOTOPble MOryT ObiTb MOMEe3Hbl ANs
NpenocTaBneHns MHGOPMaLIN.

5 MPUOPUTET OBPABOTKW OBPALLLEEHM 1 ONPEOEJIEHUE
BJIINAHNA

MproputeTbl 06PaAbOTKM O6PALLEHNIM YCTAHAB/IMBAKOTCS Ha OCHOBE MHOXECTBA
$aKTOPOB, TaKMX KaK CPOYHOCTb MPOGAEMbl, €e BAUSHME Ha 6U3HEeC-NpoueccChl,
KOSIMYECTBO 3aTPOHYTbIX MOSIb30BATENEN U CIIOXHOCTb PelleHMs Bomnpoca. Kaxapin
3anpocC NPOXOAUT Yepes NPOLLECC OUEHKW, rae eMy NPUCBaANBAETCA COOTBETCTBYHOLLMI
YPOBEHb BaXKHOCTW. Hanpumep, Kputnyeckme MHUMOAEHTbI, BAUSIOLME Ha paboTy BCew
CUCTEMbI, MONYYaOT HAMBBICLUMM NPUOPUTET M 06PabaTLIBAOTCS B MEPBYIO OYepeb.

Mpuoputet OnpepeneHne BAnaHUs
° HekpuTuyecknin 3anpoc, Bkaovaowmin kateropum RFC n RFI.
. o [erpagaumnsa ycnyru osig ogHoro nonb3oBaTens.
Huskui ° MoxeT 6bITb 3an/1aHMPOBaH Ha 601ee MO3AHMIN CPOK, BPEMS
peakuumn 1 pelleHns 3aBUCUT OT AOCTYMHbIX PECYPCOB U HArPy3KU.
° HekpuTtuyeckas npobaema, He BAMAOLLASA Ha KNOYEBbIE MPOLIECCHI
3aKa3uurka, HO TpebyloLlas peLleHus.
CpegnHuin ° Bo3gencTByeT Ha orpaHUYeHHOE YMCIO NOIb30BaTENEN, OBbIYHO B
KauyecTBe peLUeHMs MPUMEHSIIOTCS OOXOOHbIE My T,
° CTaHOapTHOE BpeMs pelLleHns B Mpeaenax paboyero BpeMeHu,
° YacTnuHoe HapyLleHre GyHKLUMOHANbHOCTU, KOTOPOE
CYLLECTBEHHO OrpaHUuVBaET UCMOSIb30BaHME KTIOUEBbBIX GYHKLMIA.
Bblcokui ° BosgencTByeT Ha 3HQUMTENIbHOE YMCO NOMb30BaTENEN, HE
TpebyeT NoSHOro NpekpaLLeHms PadoTbl.
° TpebyeT yCKOPEeHHOro pearnpoBaHmns B pabovee Bpems.
° [MONHbIN BbIXOL U3 CTPOS CUCTEMbI, OTCYTCTBME AOCTYNa, yTpaTta
KPUTUYECKMX OAHHbIX.
° BnmseT Ha OCHOBHYO 6U3HEC-AEATENBHOCTb.
° TpebyeT HeMeaNeHHOro pearvpoBaHua (24/7) U HeMeaneHHoro

HawuBbicLumin
BMelllaTeNbCTBa KOMaHAbl MOAAEPXKN N TEXHUYECKUX CMELMANNCTOB.

Ba)>HO: MHUMOEHTDI OOCTYNHOCTU CUCTEMDbI B paMKaX 3K3eMMidpa
MHCTaNNauumM 3aKkasymka He BXOAST B nepevyeHb ycnyr B paMkKax
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npeaocTaB/ieHUs Noaaep XKu. [JaHHbI TN MHUMAEHTa obpabaTbiBaeTCo
Ha CTOPOHE 3akasuuka.

6 YPOBEHb OBCJTY)XUBAHUNA

[aHHbIN NapaMeTp MMeeT KIYEeBOe 3HaYeHMe ans nosib3oBaTtener NpoayKToB
kKoMnaHuM RR Tech. YpoBeHb 06CNYXMBaHUS U3MEPSETCH Pa3/IMYHbIMK NMoKasaTensaMu,
TaKMMK KaK SOCTYMHblE Yacbl O6CAYXMBaAHWS, BPEMS PeaKLMM Ha 3anpOChl, CKOPOCTbIO
acKanaumm n peleHns npobnemM, AOCTYNHOCTU CEePBUCOB WM TOYHOCTb WCMOHEHUS
0643aTEeNbCTB.

6.1 Yacbl o6¢cnyXmnBaHus

CTtaHOapTHOE BpeMsd NoaaepXku: ¢ 9:00 Ao 18:00 no MOCKOBCKOMY BPEMEHMU, C
NOHeAEeNbHMKA MO MATHULLY.

KpyrnocytouHas nogaepikka (24/7): NpefocTaBnseTcs TONbKO ANS MHUMAEHTOB C
HaumBbiClUMM MPUOPUTETOM, a TakXe AN BCEX TUMOB MHUMOEHTOB MPW HaUuum y
3aKasymka paclmMpeHHOro nakeTa yCcnyr.

6.2 LleneBble nokasaTtenu YPOBHA O6Cl1y)KMBaHVIF|

B Tabnuvue ykasaHbl OCHOBHblE MOKalaTenn OOCYXMBaHMSA OCHOBbLIBASACH Ha
npuopuTeTe 0bpaLLeHUs:

Mpuoputet Bpems peakunun® Bpems ackanauuun® BpeMms peweHus”

Huskunin He onpepneneHo He onpeneneHo He onpepeneHo
CpenHum 8 YacoB 16 yacos 40 4acoB
Bbicokunn 4 4aca 12 yacos 24 4aca
Kputnueckui 2 4aca 4 Yaca 8 yacos

* Bpems peakuuu — NPOMexXyTOK BPeEMEHM OT MOMEHTa MNOCTYMeHNst 06palLleHnsa 4o Havana ero
06paboTKM.

* Bpems ackasiaymm — 3TO Bpems nepegadn 3anpoca MM MHUMAeHTa Ha 60/1ee BbICOKUIA YPOBEHb
OTBETCTBEHHOCTM BHYTPUW OpraHmn3aumm, KOTOPbI OTCYMTbIBAETCS C MOMEHTA peakLmMM Ha 3anpoc.

" Bpems peLuerHms — obliee BpeMms, 3aTpadeHHoe Ha MoHoe yCTpaHeHne nNpo6aemMbl KMeHTa.

6.3 NpepocTtaBneHne 06HOBNEHHbIX BEPCUM NPOAYKTa U NaTyemn

6.3.1 loCTaBLUMK MpefocTaBnseT OB6HOBAEHMA O/19 9K3EMMNISIPOB MHCTaANNAUNM
NPOrPaMMHbIX  MPOAYKTOB  3akasumka COrfacHoO MAaHOBOMY rpaduky pPesmn3oB
[NocTaBLumKa.

6.3.2 @annbl O6HOBNEHWS NPEAOCTABASIOTCA NO NIEKTPOHHOW NnoyTe, NM60o Yepes
noptan Self Service.

6.3.3 B pamMkax 0BHOBNEHUS MOXET NMOoTPeboBaTbCs YCTaHOBKA (MMMOPT) OAHOMO
NN HECKOJIbKMX MAKETOB KOHOUIYypaLMM.
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7 OTBETCTBEHHOCTb CTOPOH

Pacnpep,eneH ne 30H OTBeTCTBEHHOCTU

KoMnoHeHT
aKcnayaTtauum ycnyr
U NPOAYKTOB

Mopaeprkka KOHEUYHbIX
nosb3oBaTenem
MHPOPMaALMOHHOM
CUCTEMBI

YcTpaHeHne
WHLMOEHTOB U
npo6nem c npoayKTamu

BHeceHune nameHeHum
B PpyHKLMOHa/IbHbIE
BO3MOXXHOCTU NPOAYKTOB

AOMUHUCTpUpOBaHne
CYB[, ncnonbsyemoro
cnctemomn

Moppepixka
CTOPOHHEro
NporpamMMHoOro
obecneyeHus

NHdopmMaumnoHHas
6e30nacHoOCTb

RR Tech

YCTpaHeHVe NHLMOEHTOB,
BO3HMKAIOLLKMX Y MO/b30BaTENEMN
npoaykToB. O6paboTka 3anpoCcoB
MHPOPMaLMKM 1 3aNPOCOB Ha
M3MEeHeHne,

OkazsaHue KOHCYIbTaumMin No
BOMpPOCaM BOCCTaHOBEHMUS
LOCTYMHOCTW MPOAYKTOB,
YCTPaHeHNst MHUWOEHTOB U
OLLIMBOK, 06HOBAEHUS 10 1
JIOKaIM3aUmMm MHLUUOEHTOB.

CoBMecCTHOEe C 3aKa3yrkoMm
dopMUpOBaHME TPebOoBaHUI,
aHanNM3 TekyLwmx npouenyp v
dYHKUMI, cOo3[aHKMe niaHa
M3MEHEeHU, BHepeHue r
HacTpoWKa U3MeHeHUn. XpaHeHne
LOPaboTOK M yyeT 1x npu
o6HoBAeHUN MO,

[unarHocTrKa 1 ycTpaHeHue
HEeUCnpaBHOCTEN B paMKax
B3aUMOLENCTBUSA MPOAYKTOB RR
Tech co cTopoHHKM [MO.
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Monb3oBaTtenb

KoHcynbTaumm 1 NOAAEPKKa
nosib3oBaTeNen, ynpaBieHue
npaBamMu goctyna. ObecneyeHme
PaboTOCMOCOBHOCTM PaboUMX
MecT. BBoA AaHHbIX B
MHPOPMALMOHHYIO CUCTEMY,
nNoAroToBKa M NpefocTaBneHue
OTYETOB U APYron nHGopmaLmm B
pamMKax NPOaYyKTOB.

KOHTponb paboToCnoCO6HOCTH,
reHepalms 3anpocoB Ha
NOALEPIXKKY, yCTpaHeHue
HENCMPABHOCTEN B CTOPOHHEM 10
n obopynoBaHnn. Begenve
LOrOBOPHbIX OTHOLLEHWNI C
WNCNOHUTENAMU, NPOU3BOANTENSIMM
CTOpOHHero MO 1 nocTaBLKaMn
YCNYT CBSA3U, KOTOPbIE
MCNOMb3YOTCA NpU
B3aMMOAENCTBUK C NpoaykTaMm RR
Tech.

BoccTaHoBneHe 4OCTyNHOCTH
NPOLAYKTOB B pamMkax CO6CTBEHHOM
NHOPACTPYKTYPbI, yCTPaHeHMe
WHUMOEHTOB U OLLUMGOK,
obHoBneHKe MO, nokanmsaums
MHUNOEHTOB.

C60p noxenaHun nonb3oBaTenen,
pa3paboTka TpeboBaHUI K
N3MEHEHMAM COBMECTHO C
NCNONHUTENEM, YTBEPXOEHUNE
BbINOMHEHHbIX U3MEHEH W 1
yBEAOM/IEHME NOIb30BaTENEN.

YcTaHoBKa OGHOBIEHUIA U HOBbIX
PYHKLMOHAbHbBIX BO3MOXHOCTEMN,
afjanTauua HacTpoek MO K
N3MEHEHMUAM.

XpaHeHe pe3epPBHbIX KOMUIA,
BOCCTaHOBMEHME AaHHbIX,
NOKanu3aumsa 1 ycTpaHeHue
VHLUWOEHTOB 1 OMBOK B Hase
[aHHbIX, HACTPOMKa MexaH13Ma
PE3epPBHOIO KOMMPOBaHUS
COrflaCHO NoAnTUKaM koMnaHum RR
Tech.

MOHUTOPUHI PabOTOCMOCOBHOCTH,
B3avMopgencTBeme C
Npou3BoOAMTENEM CTOPOHHero MO
Mo OBHOBNEHUAM, UBMEHEHME
HacTpoek 1 KoHbUrypaumu.

dopMupoBaHmne noanTnkm b,
AOMUHUCTPUPOBaHME, KOHTPOb
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