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MNPUJIOKEHHUE Ne 2.2.H

k JloroBopy

COI'JTAHIEHHME OB YPOBHE ITPEJOCTABJIEHUS
YCJIYTI'U «<APPLICATION OPERATIONS MANAGEMENT»

1. HNPEJMET COI'TAIIEHUSA

Hacrosmee Cormamenne o0 ypoBHe mpemoctaBieHus ycuyr (mamee — CornameHme) SBISIETCS JTOKYMEHTOM,
(UKCHPYIOIMM BpeMsI JOCTYITHOCTH, a TaK)XKe IEJIEBbIE KOJMYECTBEHHBIE M KaueCTBEHHBIE XapaKTEPHCTHKU
npenoctasnenust Yciyru «Application Operations Managementy» (zanee — Ycnyra).

Hacrosimum CornaieHueM TakKe YCTaHABJIMBAETCS OTBETCTBEHHOCTH lICHONHUTENS 3a HECOONIOAEHUE YCIOBHH
Cornamiexus.

B ciydae HecooTBeTCTBUS (paKTHUECKH M3MEPEHHBIX MapameTpoB JUana3oHaM, yKa3aHHBIM B AaHHoM CornameHu,
yCIIyra CUUTAeTCsl HECOOTBETCTBYIOIIEH rapaHTHPOBAaHHOMY YPOBHIO KadecTBa. HecooTBeTcTBHE (haKTHUECKOTO YPOBHS
Ka4ecTBa TapaHTHPOBAHHOMY YPOBHIO JaeT 3aKa3uHKy IIPaBo HA MOJIy4YEHHE IepecuyeTa CTOMMOCTH Y CIIyTH.

HCHCBBIC (FapaHTPIpOBaHHBIe) 3HA4YCHUA MMapaMETPOB NPCAOCTABIACMBIX YCJ'IyF MPUBCCHBI B CT. 5 CornanieHus.

2. TEXHUYECKASA NOJIEPKKA YCIYI'

B ciyuae BO3HUKHOBEHHs Y 3aKa3uHMKa JTHOOBIX 3alIPOCOB, CBSI3aHHBIX C Y CIYTroil, HEOOXOIUMO CBSA3aThCS C TEXHUYCCKOMN
MOIZICPIKKOH, MCTIONB3Ysl KOHTAKTHBIC TaHHbBIC, KOTOpbIC yKa3aHbl B Tabmure 1.

Tabmuna 1. KoHTaKTbl TEXHUYECKOM MOAEPIKKH

Croco0bI CBSI3H KoHTaKTBI

Tenedon 8 800 44424 99

DJeKTpOHHAsI 0YTa support@sbercloud.ru

3.1

3.2.

3. IEJIEBBIE MIOKA3ATEJIM IO OBPABOTKE OBPAIIIEHUI

IMpuniune! kiaccuduxanuy u ycinosus oopadbotku Obpammenuii 3aka3zunka k McrnonHuTento, a Takke o0Ine yCIoBUI U
MOPSJIOK B3aUMOJEUCTBUs Ciyk0 3akazunka u VcmomHuTeNs B Tpoliecce MpefocTaBieHust Yciayru mo JJoroBopy
IIpUBE/CHEI B Pernamenre.

CornacHo nynktam 6.4, 6.5. Permamenta (ITpunoxenne Ne 4 x [loroBopy), Anst YcCiIyru yCTaHaBIMBAIOTCS OCOOBIE
1ieJIeBbIe 3HAUeHUs 110 00paboTke Ob6pamennii 3akasunka (Tabmuma 2).

Tabmuma 2. IleneBrie mokaszarenu mo oopadborke OOpameHwi

Bpemst Bpemst
Tun IIpuopurer | peakuuu BOCCTAHOBJICHHS OKHO npeaoCcTaBJIeHUsS CepBHCA
(MHH.) (4.)

Nuuuaent 9*5 — ¢ 09:00 mo 18:00 (IO MOCKOBCKOMY

Kputnansrit 15 4 24*7 — KpyrJoCyTO4HO B pabo4re W BBIXOJHBIC

Bericokuit 15 8 (pa3gHUYHBIE) THUA

Cpennnii 15 12 BpEMEHHM) C TOHEAENIbHUKA N0 MSTHHULY, 3a

HCKIIOYCHUEM BBIXOIHBIX U MPpa3gHUYHBIX HHeﬁ,
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Bpemsi Bpemsi
Tun I[puopurer | peakuum BOCCTAHOBJICHHSA OKHO npeaocTABIEHUS cepBHCA
(MHH.) (4.)

ycraHoBieHHbIX IIpaBurensctBom Poccuiickoi

denepanuu

9*5 — ¢ 09:00 mo 18:00 (MO MOCKOBCKOMY

Bricokuii 15 48
BpPEMEHH) C IOHENCeNbHHUKA MO MATHHUILY, 3a
3ampoc Ha
UCKIIFOYEHHEM BBIXOJHBIX U NIPa3IHUYHBIX JHEH,
o0ciry)XxnBaHUE
Cpennnii 15 72 YCTAHOBIEHHBIX [IpaBUTENBCTBOM PocCCHICKOM
Denepanun
3ampoc Ha He
ITo cormacosanmuio CTopoH
M3MEHEHHE OPHUMEHUMO

4. IPOBEJEHME PETJIAMEHTHBIX U ABAPUMHBIX PABOT

4.1. Pernamentsslie n/unu CpouHble paboThl IPOBOISTCS B COOTBETCTBUHM ¢ pazaenoM 14 Pernamenra (IIpunoxenue Ne 4 x

Horosopy).
4.2. Knaccupukauus paboT TEXHHYECKOTO 0OCITyKMBAaHUsI M OKA3aTeIH WHTEPBAIOB MEX/Yy NepepblBaMH MPEACTABICHBI B
Tabmuue 3.
Tabnuna 3. Knaccudukanus paboT TEXHUIECKOTO 00CTyKHUBaHUS
HanmenoBanmue IIpoao/zKUTEIbHOCTH H HHTEPBAJIBI YBenomiienue JonoiHNTE IBLHBIE
padot MeKIy nepepbiBaMu 3aka3umnka ycJI0OBHSI
CyMMmapHas IpOJ0JKUTETLHOCT
mepeprIBoB — He Oonee 1 (ogHOTO) Yaca B
Mecs L. O BpeMeHH NPOBEINCHUS
He menee uem 3a
IInanoBele CymmapHas IPOJOJKUTEIBLHOCTD pabot Hcnonxurens
2 (nBa) paboumx
1 | pernameHTHbIC YaCTHYHOW MPHOCTAHOBKH HEKPUTHYHBIX yBemowssier 3a 2 (nBa)
JIHS 10 Havana
paboThI ¢yHKUHi yemyr — He 6oee 3 (Tpex) 4acoB pabounx OHA OO0 Hayaia
) nepepsIBa
B MecsI] “. repepsIBa
WHTrepBanel MeXIy mepepsiBaMH — HE
MeHee 7 (ceMH) KalleHAapHBIX JHEH
IIpeanonaracmast
Bpemsi mepepbiBa paBHO (aKTHYECKOMY
TIPOJIOJDKUTENBHOCTD
BpPEMEHH, HEOOX0ANMOMY s | HenocpencrBenHo
ABapwuiinble TIPOBE/ICHUS pabor
2 yCTpaHEeHUs / NIPEAOTBpAlICHUs] | Tepel  HavdaioM
paboThI cooOrmaeTcst 3akazunKy
aBapuWHBIX  CHTyamquidi W/ WIM | TepepsiBa
HETIOCPEICTBEHHO niepen
HEeHCIPaBHOCTEH
Ha4yajoM MpoBeIeHusI paboT

! B yxkasaumblii mepuon YcIayrd MOTyT OBITh MONHOCTBIO OCTAHOBIEHBI WM OyAyT HETOCTYNHBI KPUTHYECKH (yHKIIHH,
MIPETATCTBYIOMNE OPTaHU3aIHH PaOOTHI.

2 B yka3aHHBIH MEPHO/] MOJKET BOHUKATH HECYIIECTBEHHAS TTOTEPS PAOOTOCTIOCOOHOCTH Y CITyTH, HE BIEKYIIas IPHOCTAHOBKY HITH
HEJOCTYITHOCTE MHpOpMaMOHHOH CHCTEMBI.
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5. IOCTYIIHOCTD YCIIYI'H

5.1. lleneBsle (rapaHTHPOBAHHBIC) 3HAUYCHHMS TOCTYITHOCTH Y CIIyrH npuBenieHbl Tabmnuue 4.
Tabmuua 4. [Tokazatenu 10CTynmHOCTH Y CIIyTH
HaumenoBanue ycayru JoctynHocTh ycayru B roa, %
Application Operations Management 99,95 % nOCTYNHOCTH B TOJ
5.2. JoctymHOCTB Yemyrn n3MepseTcs B MIPOIICHTAaX u paccUYUTHIBaCTCS o bopmyie:
(CBJ - BH) / CB/I x 100, rne

e CB/] — coriacoBaHHOE BpeMsl JOCTYITHOCTH Y CIyTH;

e BH - cymmapHOoe BpeMsi HEJOCTYNMHOCTH YCIyrH (Ha OCHOBaHMM IaHHBIX OT CHCTEMbl MOHHUTOPWHra M
3apEerHCTPUPOBAHHBIX B OTYETHBIM MEPHOA 3asBOK 3aKa3yMKa) 3a BBMUETOM BPEMEHHM HAa KOMMYHHKAIUH
npeacTaBuTenel McoaHnTEeNs ¢ mpeacTaBUTeIIMH 3aKa3drKa C LEeb0 yTOYHEHHUs apameTpoB OOpamieHui.

5.3. HcnonHuTens odecneynBaeT JOCTYITHOCTh Y CIYTH B IIEPHO]] €€ OKa3aHMs HE HIKE TOTO, UTO 3asBJICH BHILIIE.
6. KOMIIEHCAIIMU 3A HAPYIIEHHUE COTJIAIIEHUSA
6.1. Hacrosmum CornameHueM MpeayCMOTPEHBI ClIeNyoUINe pa3Mepbl KOMICH AU 3aKka3yuKy 3a HapyLIeHHE IeNeBbIX

rmokasareJsiei JOCTYIHOCTH Y CIIyrH 3a nepuo okazanus Y ciayru (Tabmuia 5):

Tabmuna 5. Kommnercanum 3a HapyIIeHue [eNIeBRIX MOKa3aTeNe JOCTYITHOCTH Y CIyTH

dakTHYeCKas
Bpemsi HeqocTynmHOCTH Y CJIyru 3a o
JAOCTYMHOCTh Y CJIyTH 32 N Pa3zmep komnencanuu, %
o o OTYETHBIN NMepHO] (MUHYTHI HJIH YAChI)
OTYETHBIN nepuo, %
>99,982 % PaBHO unu menee 7,8 MUHYT KomneHncanus He npepocTaBisieTcs
1% ot cromMocTH YcCIyrn 3a TepHOT
< 99,982 % Bonee 7,8 MuHyT
OKa3aHUs
3% ot crouMocTH YCIyrH 3a HEpUOL
<99,95 % Bonee 22 MunyT
OKa3aHUs
5% oT crouMocTH YCIyrH 3a HEpUOL
<99,72 % Bonee 2 yacos
OKa3aHUS
10% ot crouMoctn YcCIyrn 3a MEpPHOA
<99,44 % Bosnee 4 yacos
OKa3aHHA
20% oT cromMocTH YCIyrHm 3a TepHo[
<98,89 % bonee 8 wacos
OKa3aHHA

6.2.

6.3.

6.4.

OO011ast cymMa KOMITCHCAIIUH 33 HAPYIICHUE BPEMEHH PEaKI[MK 1 BpEMEHH BOCCTaHOBICHUsI orpanuueHa 20 % mecsaHOi
CTOMMOCTH Y CIIyTH 3a NEpHO/l OKa3aHus Y CIyTH.

Jyist TIOJTyYeHusT KOMITEHCAMK 3aKa3uuK J0JDKCH B TedeHrne 60 mHed ¢ MOMeHTa OOHApY)KCHUSI HAPYIICHUS YCIOBUI
CornarieHrs: HanmpaBUTh VICIIOIHUATEIIO MPETEH3UI0, PYKOBOJICTBYSCH MPABUIIAMH M yCIOBHUAMH mogadn OOpaiieHuii,
yKa3aHHBIME B PernmamenTe.

[pu HapyieHnn 3aKa34rKOM CPOKOB H YCIIOBHIT [TOJauu PETeH3UH, VICTIOTHUTENs BIIpaBe OTKa3aTh B TIPEIOCTABICHUN
KOMIICHCAIIHH.
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7.1.

7.2.

7. BAK/IIOYUTEJIBHBIE ITOJIOKEHUA

Bce m3Menenus u nomoyHeHHs K Hactosiemy CornameHuro oGopMisioTcs [[OmONHUTEIBHBIME COTJIAMICHUSIMU K
HacTosemMy CorjameHuto U AeHCTBUTENbHBI IPH YCIOBUH, €CJIM OHU TOJMUCAHBI HAJIeXKaIIe YIIOJIHOMOYEHHBIMHU Ha
TO npeacTtaButensiMu CTOpoH.

Hacrosimee Cormnamienue coctaBiaeHo B 2 (IBYX) MOATUHHBIX dK3EMIUISIPax, UMEIOIUX PaBHYIO IOPUIUYECKYIO CHUITY, IO
omHOMY JUTA Kaxmon n3 CTOpOH.
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