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HacToswmimm LOKYMEHT OnmMcbiBaeT CTaHAAPTb! M NOPSALOK B3aUMOLENCTBUS MeX Y
MoctaBwmkoM (OO0 PP-Tex) nporpaMMHOro obecnevyeHnss M 3aka3ynmkoMm [/
CBOEBPEMEHHOIO U 3DPEKTUBHOIO peLLeHUs BO3HMKaloWMX npobneM. PernameHT
onpepensgeT YCNoBUSA OKaszaHWUs YCNyry NOAAEPXKKM, TOYKM KOHTaKTa C KOMaHOOM
NoOAEPXKM, MPOLECChl NpueMa 3arnpocoB, MX KlacCUPUKaLMo 1 NPUopUTU3aumio, a
TaKXe BpeMs peakumn 1 paspeLleHns MHLUMOEHTOB.

STOT pernaMeHT Npu3BaH rapaHTMPOBaTb MPO3pPayHOe B3aMMOLENCTBME MexXay
BCEMWU YYaCTHWMKaMWM Mpouecca MNOAAEPXKM W YCTaHOBUTb YeTKMEe OXMAAHUA B
OTHOLWIEHNN KA4yeCTBa, BPEMEHW OTBETA WM METOLOB PelleHUs NpobneM B pamkax
NpoAyKToB KoMnaHMK RR Tech, npegoctaBnsemMon no Mmogenn Saas.

1 OBJIACTb MPUMEHEHUNA U YCITOBUA NMOJTYHEHNA YCIIYTU
NOoALOEPXKH

1.1 O6nacTb NPUMEeHeHus

111 [laHHbliA pernaMeHT pPacnpoCTpaHseTcs Ha Bce  WMHPOPMALMOHHbIE
cuctembl koMnaHum RR Tech, npepocTaBneHHble Mnofb3oBaTensaM no Moaenu Saas,

BKJIKOYAS:
o BEG-MPUNOXKEHNS;
o ob/1a4yHble CEPBUCHI;
. MOGU/IbHbIE MPUIOXEHNS;
. nobble Apyrue NporpamMMHble NPOAYKThI, paboTalolme Yepes NHTEPHET.

1.1.2 [laHHblA pernameHT pacnpoCcTpaHsSeTCs Ha BCe 3anpocChl NMosb3oBaTenen B
paMKax yCcnyrv nogaep>Xku OOCTYMHbIX NpoaykToB RR Tech n oxBaTtbiBaeT paboTy C
MHUMOEHTaMK, 3anpocaMm MHbOPMaUMM 1 3anpocamMi Ha M3MEHEHUS MPOrPaMMHOro
npoayKTa.

1.2 YcnoBusi NonyyYeHus ycnyru

1.2.1 YCnyrn Noaaep XKW NpefoCcTaBAsoTCA TONbKO NpU HANMYMM AeCTBYOLLEro
[IOroBOpa Ha OKasaHue YCyr U B TeYeHre Cpoka AenCTBMSA OroBopa.

1.2.2 [loCcTaBWMK nNpenocTaBngeT ycnyrm B o6beme, NpenycMOTPEHHOM
[IOrOBOPOM.

1.2.3 YCnyru noadep)Xkm npeaocTaBnsaioTCs TONbKO B C/lyYae CBOEBPEMEHHOW
onnaTbl YCNyrn B COOTBETCTBUM C YC/TIOBUAMM, YKa3aHHbIMU B JOrOBOPE.

1.2.4 3anpocbl Ha MonyyYeHue YCNyru MoALePXKKU MPUHUMAKOTCA TOMbKO OT
ABTOPM30BaHHbIX MO/b30BaTENEl 3aKa3umka, CMMCOK KOTOPbIX MpeaocTaBnseTcs B
paMKax IoroBopa Ha OKasaHue yChyr.

1.2.4 3anpocbl Ha Mony4YyeHne ycnyri NOAAEPXKN MPUHMMAIOTCA TOMbKO Yyepes
KaHas bl KOMMYHUKALMK, yKa3aHHbIe B paMKax HAaCTOALWEro AOKYMeHTa.

1.3 OrpaHunyeHuns
B TEXHNYECKYIO NMoOePXKY HE BXOOUNT:

. KacToMm3aums npoaykToB RR Tech nog Tpe6oBaHMs 3akasumka;

o HanncaHme 1 opaboTKa CKPUMTOB B paMKax 06CNYXMBAEMbIX CEPBUCOB;

o yCTpaHeHne MHPPACTPYKTYPHbIX npobnem npw OBHOBNEHWM
NPUOBPETEHHBIX NPOAYKTOB;

o ObyyeHme COTPYOHMKOB 3akasymKa.
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2 CMOCOBbI MOJTYHEHUA NOOAEPXKN

Cnoco6 OnucaHue
Adpec eanHoro noptana caMoobenyxmeaHua https:/rr-th.r-
service.tech/self-service

EauHbin nopTan
Self Service [ocTyn K nopTany camoobCcyX1BaHWs NpeaocTaBnsgeTcs

aBTOPKM30BaHHbIM MOJIb30BATENSIM B paMKax 3aK/loueHns 4oroBopa Mexay
[TOCTaBLLUMKOM 1 3aKa34YMKOM.

support@rr-th.com

aﬂeKTpOHHaFI nouTa MMCbMO OOMXKHO 6bIThb OTnpaB/IeHO C aBTOPUM3OBAHHOIO NO4YTOBOIo
ajpeca, CnMCOK KOTOPbIX NpeoCTaBNdeTCd B paMKax 4OroBopa Ha
OKa3aHue yCcnyr.

TenedoHHas cea3b +7 (495) 231-73-64

3 KJTACCUOUKALMSA N CTATYCbl OBPALLLEEHU

Bce nocTynatowpme  3anpocbl  OT  aBTOPM30BAHHbLIX  MOJSIb3OBaTENEN
perucTpupytoTcs Ha noptane Self Service. Kaxgomy 3anpocy B pamkax yCayrm
NOOAEPXKM MPUCBAMBAETCS YHMKASbHbIM HOMEP, KOTOPbIN B Aa/IbHENLLEM MOMOraeT ero
noeHTndnUMpoBaThb. BaanmogencTeme ¢ KOMaHAOW MOAAEPXKKM U ObpaTHas CBSA3b MO
3apPEerncCTpUPOBaHHbIM 3aNpocaM BCerda AOCTYMHbl NOb3oBaTeNsM Ha nopTtane Self
Service.

Mpwn perncTpaunm obpalleHUss Nosib3oBaTeNb BbIGMPAET OOHY W3 AOCTYMHbIX
KaTeropun obpalleHus. JaHHbI BbIOOP BAMSET Ha TO, Kakoe cornaleHmne ob ypoBHe
06CNyXMBaHMSA BYAET NPUMEHEHO K 3anpocy.

3.1 Knaccndukaums obpalleHnm

KaTteropusa OnucaHue
3anpoc Ha npefocTasnieHmne MHPOPMaLMN UCMOIb3yeTCsa ANd
KOHCY/IbTaLMK NOMb30BaTENEN, C LeNblo MOMYYUTb PasbiCHEHUS Mo
CYLLECTBYIOLLMM MNpoLeccaM nnm KOMNoHeHTaM npoaykTta R-Service. B
paMKax faHHOW KaTeropumm 3anpoca OKasblBaeTCs KOHCYbTaLMs, KOTopas
He BneYeT 3a COH60M M3MEHEHUIN CUCTEMbI UK MPOLLECCOB, @ TONbKO

RFI (request for npenocTaBseT 3anpalvBaemMyo HbGoPMAaLLMIO.

information) - 3anpoc Ha

npepocrasneHne MpuMepbl 3anpocos:

MHopmaLmm . NoyYeHme JOKYMEHTALMN, UHCTRYKLIMIA UM TEXHUYECKIX
AaHHbIX;
° NOSCHeHUS GYHKLMOHANa NPOrpaMMHOro obecneyeHms;
. noflyyeHne KOHCYIbTalMKM Mo SKCrayaTaumm pasimyHbix

KOMMOHEHTOB npoaykTa R-Service.

3anpoc Ha M3MeHeHKe NofaeTcs, Korga TpebyeTcsa BHeCTU MoandUKaLmm
B CUCTEMY, MPOLEeCChI UM MPOAYKT. DTO MOXET BbITb CBSI3AHO C
ynyulieHneM, gobaBneHemM HoBOro dyHKLUMoHana Ui n3mMeHeHnem
noBefeHWst CUCTEeMbI. 3anpoc Ha M3MeHeHKe TpebyeT CorfacoBaHms,
aHanmM3a BO3MOXHbIX PUCKOB U OMNpeaeieHns BIUSHUS Ha TeKyLLme

npouecchl.
RFC (request for change)

- 3aNpoc Ha U3MEHEHUE | MpyMepbl 3aNPOCOB:

° BHeOpeHne HOBOro beHKLI,l/IOHa}'Ia B NporpamMMHoe obecnevyeHue;
o M3MeHeHne 6V|3Hec—r|pou,eccos 014 noBblLLIEeHNA 3q)q)eKTl/lBHOCTl/I§
° M3MEHEHME NOBEAEHUSA CUCTEMbI, BAVSIOLLLEN HA

npon3BOONTESIbHOCTb (He BAMgOLWEN Ha yXyguweHne gOCTYNMHOCTN YCyTrn
VN HEBO3MOXHOCTU €€ I'IO}'IyHeHl/IFI).

NHUMAEHT NPUMEHUM B CIlyYasx, KOrAa BO3HUKAIOT He3arnaHUpoBaHHble
CO6bITUA UK HAPYLLEHUSX B paboTe CUCTEMbI, KOTOPbIE BelyT, TMGO
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MOTYT NPUBECTU K NMpeKpaLlleHNIO npeoCTaBieHna yCnyrin Uin
nerpagaunm €€ KayecTBa O/151 OAHOrO UM HECKOJIbKMX MONb3oBaTeNemn
CNCTEMBbI.

NHUMOEHTDI K)'IaCCI/Iq)l/ILI,l/lpyI-OTCFI no cteneHu BnuaHus:

1. Huskoe - yxyalleHue (gerpagaums) ycayru anst OgHoro
nosb3oBaTens;

2. CpepHee - ycnyra HeoCTyMnHa Ans OAHOrO Nob3oBaTenNs;

3. Bbicokoe - yxyauweHue (oerpagaums) yenyri ans HeCKoMbKMx
nosb3oBaTenen;

4. HauBbiclwee - ycnyra HEAOCTYMHA /19 HECKOTbKMX
nonb3oBaTeENENn.

3anpoc »Xanoba cBszaH C HeYyAOBNETBOPEHHOCTHIO MOJb30BaTE s
3aKasymKa C KayeCTBOM YC/yT, MPOAYKTa UV B3aUMOAENCTBUEM C

YKano6a TEeXHUYEeCKOM noanepxkom. ObpaTHas CBA3b BaykHa 419 KOMMaHUK, Tak
KakK oHa NMoMoraeT BbISBATb MPO6AEMHbIe MecTa B MPoLeccax 1 ynyyluaThb
KauyecTBO NPefoCTaBNIeMbIX YCIYT.

3anpoc KoMNANMEHT ABASIETCS MOOXMUTENbHOM O6PATHOM CBS3bIO,
HanpaBeHHoM Ha 61arogapHOCTb 3a KAYECTBEHHYIO PaboTy MK

KoMnAUMEHT npenocTaBieHHble ycnyr. Bawm KoMnaMMeHTbl cnocobCeTBYOT
YYYLEHMIO MOPAbHOMO AyXa HallMX COTPYAHWKOB M NOAASPKMBAIOT
CTaHAAPTbl KaYeCcTBa KOMMaHWM Ha BbICLLEM YPOBHE.

Apyroe PellieHme YHUKaNbHbIX UK CrielndUyeckmx 3anpocoB, KOTOPbIE BbIXOAST

(HeKBanMGUUUPOBAHHBIN | 55 K4y BiLenepeUmCACHHBIX,
3anpoc)

3.2 CtaTtycbl o6paleHui

Bce HeszaBeplueHHble 3anpocbl OT aBTOPU30BAaHHbIX MOMb30OBaTENEN KMEKT
onpefeneHHble CTaTyCbl Ha Ka)XXOOM 3Tane XMU3HEHHOro LMKNa obpalleHus. locne
perncTpauum 3anpoca nonb3oBate/lb MOXET c/leuTb 3a CTaTyCOM OOpalleHUst Ha
nopTtane Self Service.

CraTtyc OnuncaHue
Bb110 NPUHATO peLLeHre, YTO 3anpoc HeO6XOaAMMO MOPYYUTL APYTron
OTK/IOHEHO KOMaHAe UM y4aCTHUKY KOMaHbl, NOAPOOHOCTM YKa3bIBaOTCS B NoJ1e
MprMeYvaHus.

3anpoc 6bi/1 Ha3HaYeH KOMaHe WM YYaCTHMKY KOMaHbl 18 ero

BbINOJIHEHNS.

OTBETCTBEHHOCTb 3a BbINOJ/IHEHME 3amnpoca 6bina NPUHATA KOHKPETHbIM

MpuHsTO YYaCTHMKOM KOMaH[bl. HazHauYeHHbIM COTPYAHMK HAYHET paboTy Hag
3anpocoM B BmKakllee BpeMms.

Ha3HaueH

B npouecce 3anpoc HaxOAWTCS B MPOLIECCE BbINOAHEHWS COTPYAHUKOM NOAAEPKKM.
BbINONIHEHMS

PaboTa Haf 3anpocoM NprocTaHoBAeHa. [puyMHa Bcerga ykasblBaeTcs B
none MNMpumMevaHus.

PaboTa Haf 3anpocoM Bbisia NPUOCTAHOBAEHA, MOCKObKY COTPYAHMK
NOOOEPXKKM OXKMAAET OOMOHUTENbHYIO MHbOPMAaLMIO OT NONb30BaTENS.
MpuynHa BCcerpa ykasbiBaeTcd B none NprmeydaHus. lNoka 3anpoc
HaxoOUTCs B 9TOM CTaTyCe, OH He ByaeT NpubAMKaTLCH K LleNTeBbIM
nokasaTensam OTBeTa 1 peLleHns TeKyLLen KOMaHabl, HA3HAYEHHOM Ha ero
BbIMOSIHEHWE,

PaboTa Haf 3anpocoM 3aBeplueHa No NPUYMHE, BbiIGPaHHOM B Nose
MpuynHa 3aBepLlueHns. [letanu, KacatLllmecs 3aBeplLueHus 3anpoca
BCerfa ykasblBaloTcs B nosne lNMprmMeyaHums.

anIOCTaHOBﬂeHO

OXXnpgaHue KnmeHTta

3aBepLueHo [MpryKrHbI 3aBEepLUEHUs 3anpoca:
1. PelwieHo - aHann3 He TpebyeTcs;
2. O6xoaHoOM NyTb — 06X04HOM NyTb (Workaround) npefocTasneH,
O[HaKO, TPebyeTCca AOMONHNTENbHbIM aHANN3 MPUYUH;
3. He noaTtBep kaeHo - npobnema bonee He NposBnseTcs;
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Oy6nukar - noBTOpsSeT APYroi 3anpoc nosb3oBaTens;
OTO3BaHO - OTO3BaHO MHULIMATOPOM 3aMpoca;

HeT oTBeTa - HET oTBETa OT NOJb3oBaTENS;
OTKJIOHEHO - OTK/IOHEHO YTBEPKAAOLLNM;

KOH}NUKT — NpOTUBOPEUNT BHYTPEHHUM CTaHAAPTaM;
HepaspeluMo - HEBO3MOXHOCTI PeLlnTb.

© N OO A

4 TPEBOBAHUA K OOOPMJIEHNIO OBPALLEEHUN

4.1 Tpe6oBaHUsa K MHUmMpgeHTam

Mpu perucTtpaunn MHumaeHToB (Incident) TpebyeTtcs Hanbonee NoMHO N TOYHO
COOOWNTb MHPOPMALMIO O COBbITUAN. [11S BbINONHEHUS KA4YeCTBEHHOro aHanmaa
COTPYOHMKaMK NOAOEPXKKN, TpebyeTca NPefoCTaBAAaTb BCIO PENEBAHTHYIO K MHLMOEHTY
AOMNOHUTENbHYIO MHDOPMALIMIO, KOTOPAas AOIKHA COASPKATb:!

411 Tema/HasBaHue: Kpatkoe M WMHOOPMATUBHOE Ha3BaHME WHUMOEHTA,
oTpa)atoLlee CyTb NpobEMDI,
4.1.2 OnucaHue nHumaeHTa: NoapobHOoe onMcaHme NPOGaEMbI, BK/IKOYas:

o 4TO NPOU30LLNO?

o Korga npowusoLuna npobnemMa?

o KaKOBbl CUMMTOMbI? (OLLIMOKK, COOBLLEHMS 06 OLMBKaXx);
o KaKue warv 6151 NpeanpuHSATbl 4O 06paLlleHns?

. C KaKoM YaCTOTOWM BO3HMKAET npobriemMa?

4.1.3 BnusgHue: BbIGOp KaTeropum BAUSHUS UCX0as 13 Knaccudpmkaumm n. 3.1.
4.1.4 [JononHutenbHas uHbOPMaLMS: MPUNOXKEHUS, CKPUHLIOTLI, or-dainsbl,
KOTOpble MOMOryT B AMArHOCTUKE U peLleHn Npobnemsl.

4.2 Tpeb6oBaHMs K 3anpocaM Ha U3MeHeHne

3anpocbl Ha M3MEHeHMe [OMKHblI OblTb OPOPMAEHbI COrIAaCHO TPEBOBAHUSIM,
yKa3aHHbIM B WabioHe TUMOBOro 3anpoca Ha nopTane Self Service. Bce oba3atenbHble
NoNs AO/MKHbI ObITb 3aMOSIHEHbI M COAEPXKATb BCKO HEOOXOAMMYIO MHGOPMaLMIO B SBHOM
M OOCTYNnHOM Buae. B cnydae HeHagnexawero obopMIeHUs TakmxX 3anpocoB
MocTaBWMK HE rapaHTUPYET BPEMS UCMONTHEHMS TaKMX OBpaLLeHUI, 1, ECNIVN AN OAHHOWM
KaTeropun obpalleHns B YPOBHE O6CAYXUBaAHUA Oblsl 3adUKCUPOBAH CPOK €ro
WMCNOSIHEHUS, HApPYLLUEHWE OAHHOMO CPOKa HE MOXXET CYMTATbCA HapPyLEHMEM YPOBHS
0B6CNYXMBAHUS.

4.3 TpeboBaHusa K 3anpocaM Ha npegocTaBneHmne nHpopmMaumm
3anpochbl Ha NpegocTaBneHne MHGOPMaLMM OOIKHbI COAEPXKATb:

. KOHKPETHbI  BOMPOC: 4YeTKO CHOPMYSIMPOBAHHBIA  3aMpoc, YTOOb
NCKIIOYMTb ABYCMbICIEHHOCTD;

. obnactb  MPUMEHEHUs:  YyKaszaHMe  KOHTEeKCTa, rae  TpebyeTcs
AOMNONHUTENbHAas HPopMaLms (Npouecc, cucTemMa, AOKYMEHT);

. OXXMAAEMbIN pe3ynbTaT: YTO KOHKPETHO MoJb30oBaTe b XOUeT y3HaTb UK
NoNyYnTb B pesysibTaTe OTBeTa;

. CCbUUIKM HA [OKYMEHTbl WAM pPecypcbl: MNpW  HaIMuMK  CCbIIKM  Ha

MHCTPYKUWWN, PErNAMEHTbl MU APYrMe UCTOYHWMKK, KOTOPbIE MOryT OblTb MONE3HbI AN
NpenocTaBneHns MHGOPMaLIMN,
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5 MPUOPUTET OBEPABEOTKW OBPALLEEHNI 1 ONPELEJIEHUE
BJINAHNA

MpuopuTeTbl 06PabOTKM 06PALLEHMNIA YCTAaHABIMBAKOTCS HAa OCHOBE MHOXECTBA
baKTOpOB, TaKMX KakK CPOYHOCTb MPO6GAEMbl, ee BAMgHME Ha 6U3HEeC-NPoUecchl,
KONMMYECTBO 3aTPOHYTbIX MOJMb30BaTENEN U CIIOXHOCTb pelleHus Bonpoca. Kaxxapli
3anpoc NPOXOoAUT Yepes3 NPOoLEeCC OUEHKMW, TAe eMy NPUCBANBAETCS COOTBETCTBYOLLMM
YyPOBEHb BaXXHOCTW. Hanpumep, KpUTnuyeckme MHUMASHTbI, BAUSIOWME Ha paboTy BCel
CUCTEMDI, MONYYaOT HAMBBICLLMIA MPUOPUTET 1 06pabaTbiBAOTCS B MEPBYIO ovepenpb.

Mpuoputet OnpepeneHuve BAUSHUSA
° Hekputnyeckuin 3anpoc, Bkatovatowmin kateropmm RFC 1 RFI.
. ° [erpapaumna ycnyru onag ogHoro nonb3oBaTens.

Huakui ° MoxeT 6bITb 3aM/IaHMPOBaH Ha 601ee MO34HMIN CPOK, BPEMS
peakuumn 1 peLlleHns 3aBUCUT OT AOCTYMHbIX PECYPCOB U HArpy3KU.
° HekpuTtuyeckas npobaema, He BAVALLAsa Ha KIoYeBble MPOLECChHI
3aKasyuka, Ho Tpebytollas peLleHus.

CpenHuit ° Bo3gencTByeT Ha orpaHMYeHHoe YMCo nosib3oBaTesnem, 0bblYHO B
KauyecTBe peLUeHMs MPUMEHSIIOTCS OOXOOHbIE My T,
° CTaHOapTHOE BpeMs pelLleHns B Mpeaenax pabovero BpeMeHu.,
° YacTnyHOe HapyLleHne GyHKLMOHANbHOCTH, KOTOPOE
CYLLECTBEHHO OrPaHMYMBAET MCMOMb30BaHME KIKOUYEBbIX QYHKLNM,

BbiCoKui ° BosgencteyeT Ha 3HaUMTEIbHOE YUCO NOMb30BaTENEN, HE
TpebyeT NoHOro NpekpaleHns paboTsbl.
° TpebyeT yCKOPEHHOro pearpoBaHua B paboyee Bpemsi.,
. [MOMHBIV BbIXOL N3 CTPOSA CUCTEMbI, OTCYTCTBME AOCTYMa, yTpaTa
KPUTUYECKMX OaHHbIX.

. ° BnmseT Ha OCHOBHYO GU3HEC-AEeATENbHOCTb.

Hamebiclumi ° TpebyeT HeMeaNeHHOro pearnpoBanHus (24/7) U HEMeONEeHHOro
BMelllaTelbCTBa KOMaHAbl MOAAEPXKN N TEXHUYECKUX CMELMANNCTOB.
° MHUWOEHTbl LOCTYNMHOCTU CUCTEMBI,

6 YPOBEHb OBCJTY>) KUBAHUA

[laHHbIM NapaMeTp MMeeT KYEBOE 3HAYEHME A1 NOosb3oBaTeNner NpoayKToB
kKoMnaHuM RR Tech. YpoBeHb 06CNYXMBaHUS M3MEPSETCS Pas3/IMYHbIMK NMoKasaTensMu,
TaKMMK KaK JOCTYMHbIE Yacbl O6CAYXXMBAHUS, BPEMS PeaKLMN Ha 3aMpPOChl, CKOPOCTbIO
acKanaumm 1 peleHns nNpobaem, AOCTYMHOCTU CEPBUCOB U TOYHOCTb UCMOSHEHMS
0643aTEeNbCTB.

6.1 Yacbl o6¢cnyXxmnBaHus

CraHpoapTHOe BpeMs MNOAAEPXKU: C 9:00 A0 18:00 Mo MOCKOBCKOMY BpeMeHU, C
NOHeAeTbHMKA MO MATHULLY.

KpyrnocytouHasa nogaepika (24/7); npefoCTaBigeTcs TONbKO AN MHUMOEHTOB C
HaumBbiCWUMM MPUOPUTETOM, a TakXe AN BCEX TUMOB MHUMOEHTOB MPW HaUuum y
3akasymka pacLlMpeHHOro nakeTa yCcnyr.

6.2 LleneBble nokasaTenm ypoBHS 06CNy>XMUBaHUS

B Tabnuue ykasaHbl OCHOBHble MOKaszaTenn O6CAYXMBAHWUS OCHOBbLIBAACH Ha
npuopuTeTe obpaLleHus:

Mprnoputet Bpemsa peakuumn® BpemMsa ackanauun® BpemMsa peweHus®

Hwus3kum He onpepneneHo He onpepneneHo He onpeneneHo
CpenHum 8 yacos 16 yacoB 40 4acoB
Bbicokun 4 4aca 8 yacoB 20 YacoB
Kputuueckni 30 MUHYT 2 4yaca 6 yacos
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* Bpems peakuum — NPOMeXYTOK BPEMEHM OT MOMEHTA MNOCTYM/eHNs 0OPALLEHMS 4O Havana ero
06paboTKM.

* Bpems ackaziaymm — 3T0 Bpemd nepeaadn 3anpoca Uim MHUMaeHTa Ha 60/1ee BbICOKUI YPOBEHb
OTBETCTBEHHOCTU BHYTPW OpraHuM3aLnm, KOTOPbIM OTCUMTLIBAETCI C MOMEHTA PeaKLMN Ha 3anpoc.

" Bpems pelueHns — obliee BpeMms, 3aTpadyeHHOoEe Ha NoIHOe YCTPaHeHe Npo6aembl KIeHTa.

6.3 YpoBeHb JOCTYNMHOCTUN CEPBUCOB
6.3.1 LileneBble nokasaTenm JOoCTYyMNHOCTU

HapexXHocTb CpegHee Bpems
YpoBEHb AOCTYNHOCTU JonycTtumoe BpeMs R
(B ron) npocros (8 rom) (B MecsL) BOCCTaHOB/IEHUS
A P A (MTTR")
09.1% 79 4YacoB 4 30 MUHYT

" HagexxHocTh — MakCVMasnbHO paspeLlleHHOoe KOMMYECTBO NPOCTOEB B MECALL,
"MTTR (Mean Time To Recovery) - 3T0O CpefHee BpeMs, KOTopoe TpebyeTcs AN BOCCTaHOBNEHNS
cucTeMbl nocne c6os.

6.4 MNnaHoBble TeXHUYECKUEe paboTbl

[TnaHOBble TEexXHUYECKMEe pa6OTbI npoBOOATCA OS14 OOHOBNEHNS CUCTEMbI U
npoegoTBpalleHuns cboeB. Bce Takume pa6OTbI COrnacoBbIBaKOTCA  3apaHee, W«
noJsib3oBaTes/IM yBeAOMJIAKTCA HE MEeHee YeM 3a 48 yacoB [0 Havana pa6OT.

BpeMﬂ anda npoBegeHuA rniaHoBbIX pa6OTZ 06bIYHO HA3HAYAETCH HA BbIXOAHbIE OHU
NI HOYHOE BpPEeM4, YTOObI MUHUMU3NPOBATb B/IIMAHME Ha noJsib3oBaTesnen.

OxunpgaemMas annTenbHOCTb: He Bolee 4 YacoB A9 KaXXA0ro ceaHca.

6.5 MHUMaeHTbI AOCTYNMHOCTUN U NCKJTIOHaeMOoe BpeMA

KomnaHusg RR Tech npunaraeT Bce KOMMepYecKn OBOCHOBAHHbIE YyCUnua Ons
NOAAEPXKAHNSA OOCTYMHOCTN COBCTBEHHDBIX YCYr U MNPOAYKTOB B Nto6oe BpeMs, HO, K
COXaneHumt, BpeMsa OT BpeMeHW [OCTYM K YyCAyraM W MNpPOoAyKTaM MOXeT OblTb
NPUOCTAHOBNEH Ha BpeMs Job6oro HenpeaBUaEHHOro WA  HesanaaHUPOBaHHOIO
NPOCTOA UM HEeOOCTYMHOCTN OBOM YaCTU CUCTEMbI UK BCEX MPOOYKTOB U YCNyr B
pe3ynbTaTe OTKI/IUYEHUIN DNEKTPOIHEPTUN, COHOEB CUCTEMbBI UMM OPYIrUX MNPUYMH,
HaxOAALWMXCA BHE Pa3yMHOro KOHTpos koMnaHum RR Tech. KoMnaHus Takxe nmeeT
NpaBoO MNPUOCTAHOBUTb AOCTYM K OG0 YaCTM CBOUX YCIYT UM BCEM CBOUM MPOAYKTaM
M ycnyram B nto6oe Bpems B Cryyasnx:

. 3an1IaHMPOBAaHHOIO npoCTOS, YTOObI NO3BOSINTb NpoBeCTU
3an1aHMPOBAHHOE UM CPOYHOE OOCTYXMBAHWME, YTOObI BHECTU M3MEHEHNS B MPOAYKTbI
nycnyrm (n. 6.4.,

o ocywecTtsneHns DDoS artaky Ha MNPOAYKTbl U YCAYrM KOMMaHUW,
BbI3blBatlOLLLEN OrpaHUYeHmne OOCTyrna K CUCTeMaM WUan APYron TUn UHPOPMaLMOHHOM
aTaKkM Ha MPOAYKTbI U YCIyTu;

. LPYroro coobITus, KoTopoe koMnaHua RR Tech onpepenseT, no pazyMHOMY
YCMOTPEHMIO KaK He3anaHUpOBaHHOE CObbITUE M KOTOpas MOXET co34aTb PUCK A1
NPOOYKTOB M YCAYT, a TakxXe ANns noab3oBatenen cuctemMm RR Tech.

BakHo. Mo Mepe Bo3MoxHocTH, KoMnaHus RR Tech Bcerpa 6yaeTt ysegoMnaTb
nonb3oBaTenier 0 NPMOCTaHOBKE AOCTYMHOCTU CUCTEM U pa3MeLlaTb MHopMaLUIo Ha
cooTBeTCTBYOLWEM Beb-canTe https./r-service.tech/status-page o nnaHoBbIx cpokax
BO306HOBNEHMUS OCTYMHOCTMU.

6.6 O6paboTKa UHLUMOEHTOB AOCTYMNHOCTU

O6paboTka WMHUMOEHTOB AOCTYNHOCTM npoayktoB RR Tech - 31O npouecc
obecneyeHunst becnepebonHoM PaboTbl CEPBUCOB M yCnyr KoMnaHnu RR Tech. MHumaeHT
LOCTYMHOCTM MOXET BO3HMKHYTb, KOFAa MO/b30BaTeNM CTaNIKMBAKOTCS C npobneMamm
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OOCTYyMa K CanTy, MPUIIOXEHUIO NN APYTUM pecypcaM KoMnaHmu, C nowwaroBbiM niaHoOM
06pPabOTKM MHUMOEHTOB OOCTYMHOCTW Bbl MOXETE O3HAKOMUTBLCS B paMKax [1oamnTrkm
nogaep>xkm kaneHToB RR Tech.

7 OTBETCTBEHHOCTb CTOPOH

Pacnpep,eneH ne 30H OTBEeTCTBEHHOCTU

KoMnoHeHT
aKcnayaTtauum ycnyr
U NPOAYKTOB

Mopaeprkka KOHEUYHbIX
nosb3oBaTenemn
MHPOPMaLMOHHOM
CUCTEMBI

YcTpaHeHne
WHLUMOEHTOB U
npo6nem c npoayKTamu

BHeceHune nameHeHum
B PpyHKLMOHA/IbHbIE
BO3MOXHOCTU MNPOAYKTOB

AOMUHUCTpUpOBaHne
CYB[, ncnonbsyemoro
cuctemomn

Moppepixka
CTOPOHHEro
NpPOorpamMMHoOro
obecneyeHus

NHdopmaumroHHas
6e30MnacHoOCTb

RR Tech

YCTpaHeHVe NHUMOEHTOB,
BO3HMKAIOLLMX Y MOJSIb30BaTeNeEN

npoaykToB. O6paboTka 3anpocoB

MHGOPMaL MM 1 3aNPOCOB Ha
M3MEeHeHue,

BoccTaHoBneHmne 0oCTynHOCTU
NPOAYKTOB, yCTpaHeHue
VHUWOEHTOB 1 OLMOOK,
obHoBneHwe MO, nokanusaums
MHLUNOEHTOB.

CoBMeCTHOE € 3aKa34yMKoM
dopMUpOBaHME TPebOBaHUI,
aHanM3 TekyLwmx npouenyp v
dYHKLMI, CO34aHMe nnaHa
M3MEHEHUW, BHeapeHue n

HacTpoWKa M3MeHeHUN. XpaHeHne

LOPaboTOK M yyeT 1x npu
obHoBneHun MNMO. YcTaHoBKa
OBHOBNEHWMIN 1 HOBbIX

dYHKUMOHANbHbIX BO3MOXXHOCTEWN,

apganTaums HacTpoek MO K
N3MEHEHUSM,

XpaHeHVe pe3epPBHbIX KOMUI,
BOCCTAHOB/EHWNE OaHHbIX,
noKanmMsaumsa n yctpaHeHue
WHUMOEHTOB 1 OLIMBOK B 6a3e
[aHHbIX, HACTPOMKa MexXaH13mMa
PE3EePBHOro KONMPOBAaHKS
COr/lTaCHO MNOINTUKAM KOMMaHUM
RR Tech.

[varHocTrka un yctpaHeHue
HeUCnpaBHOCTEN B paMKax
B3aUMOLENCTBUSA MPOAYKTOB RR
Tech co cTopoHHKM [MO.

DopMumpoBaHme nonnTnku NB,
aOMUHUCTPUPOBAHME, KOHTPOb
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Monb3oBaTtenb

KoHcynbTaumm 1 NOAAEPKKaA
nosib3oBaTeNen, ynpaBieHue
npaBamMu goctyna. ObecneyeHme
PaboTOCMOCOBHOCTM PaboUmx
MecT. BBoA AaHHbIX B
NHPOPMALMOHHYIO CUCTEMY,
NoAroToBKa M NPefocTaBneHue
OTYETOB U APYron nHGopmaLmm B
pamMKax NPOayKTOB.

KOHTpONb paboTOCNOCO6HOCTH,
reHepaLms 3anpoCcoB Ha
NOALEPIXKKY, yCTpaHeHune
HENCNPABHOCTEN B CTOPOHHEM [10
1 obopynoBaHnW. Begenne
[LOrOBOPHbIX OTHOLIEHWIA C
WNCNOHUTENAMU, NPOU3BOANTENIMM
CTOpPOHHero MO 1 nocTaBLKaMu
YCNYT CBSA3U, KOTOPbIE
MCNOMb3YHOTCA NpU
B3aMMOAENCTBUM C NpoaykTamMu RR
Tech.

C60p noxenaHun nonb3oBaTenen,
pa3paboTka TpeboBaHUI K
N3MEHEHMAM COBMECTHO C
NCNONMHUTENEeM, yTBEPXOEHNE
BbINOMHEHHbIX U3MEHEHWI 1
yBeAOM/IeHWe Nob3oBaTenen.

MOHUTOPUHI PabOTOCMOCOBHOCTH,
B3avMopgencTBeme C
Npou3BoOAMTENEM CTOPOHHero MO
MO OBHOBEHUAM, U3MEHEHME
HacTpoekK 1 KoHbUrypaumu.

rr-th.com




