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MPUNOXXEHUE N2 4

K [lorosopy
PEMTTAMEHT BSAMMOLOENCTBUA CTOPOH
1. HA3HAYEHUE OOKYMEHTA
Hactoawmn PernameHT B3aumopencteua CTopoH (panee - PernameHT) onpepenser MpUHLMNLI

knaccudukaumnm n ycnosusa obpabotkn O6palieHmnin 3aka3umka K MIcnonHuTeNto, a Takxe oblime yciosus u
nopanoK B3aumMomencTeusa cnyx6 3axasuuka u McnonHuTend B npouecce npenoctaBieHus Ycayru no
[orosopy, 1 ABAAETCA HEOTbEM/IEMON €ro 4acTbio.

Hactoswmuin PernaMeHT COOEPXMT TakXe OnucaHue npouenyp, OTHOCAWMXCA K  YCTPaHeHuio
HeucnpaBHOCTEN, 3CKanauumn 1u NpoBeaeHNo PernaMeHTHbIX u/unmn CpoyHbix pabor.

Bpems peakumm

Bpems pelieHus

BeHpgop

3anpoc

3anpoc Ha M3MeHeHue

3anpoc Ha
06C/1y)KMBaHMNE

UHKeHep

UHnymarop 3anpoca

UHUn[eHT

KOHTaKTHbI LleHTD

Homep 3anpoca

2. TEPMWHbI N COKPALLEHNSA

NPOMEXYTOK BPEMEHW, B TeyeHMe KOoToporo WcnonHuTenb, MNOAyYMBLUMIA
YCTaHOBNIEHHbIM CcrnocoboM obpallieHne, KnaccubuunpyeT ero, perncTtpupyet c
NPUCBOEHNEM NAEHTUDMKALMOHHOIO HOMEpPa M NPUCTYNaeT K ero obpaboTke.

NPOMEXYTOK BPEMEHM C MOMEHTa Hayafa BbINOJIHEHMA onepauuii A0 MNOSHOro
3aBeplueHns paboT no obpaboTke obpaleHna 6e3 yyeta BpeMeHM KOMMYHUKAUNI
MeXay NpeacTaBuTensaMm 3akasumka u McnonHutens.

KOMMaHuA, BbiNyCKalowWwaa W MoCcTaBAAlOWaAs MPOAYKTbl W YCNyru nop CBOEW
TOProBON MapKoMu.

3apeructpmpoBaHHoe B CPO O6palieHune.

3a9BKa, ABnAlOWAAca (GOPManM30BaHHLIM  MPELNOXEeHWeM O  peanusauuu
M3MEHeHUs UHbOPMALMOHHOrO pecypca: [gobasneHusa, MoauduKaumm uKu
yOoaneHusa, BbINOMHAEMOro MOCPEeACTBOM OGMLMANbHBIX M KOHTPOMPYEMbIX
npouenyp U3MeHeHus.

hOpManM30BaHHbIA 3anpoc Ha BbIMOMHEHWE CTaHOAPTHbIX AENCTBUIA B paMKax
TEXHMYECKON NOoAdePKKKN, He Tpebylowmnx namMeHeHns NT-ycnyru n He Bbi3BaHHbIX
CHUYXEHMEM KayecTBa ee OKa3aHusa uav 3asBKa, npefonpenensolwas cTaHaapTHoe
C TOYKM 3peHUNs UHPOPMALMOHHbBIX TEXHOOM NI AeNCTBUE MO YCTPaHEHUIO COBbITUS,
ABMAIOLWErocs YacTblo HOpMasbHOM PaboTbl UT-yciyru u He cnocoBGHOro NpUBecTu
K OCTAHOBKE YC/YrU UM CHUXKEHUMIO KayecTBa ee oKasaHus.

TEXHUYECKNUN COTPYAHUK McnonHutens, Ha3HaYeHHbIN OTBETCTBEHHbLIM JIMLOM 3a
peweHne MHUnpeHTa.

YNOTHOMOYEHHbIN npencrasuTenb
COOTBETCTBYIOLWMIA 3anpoc.

3aKa3uuka, MHULMUPOBABLINIA

noboe cobbiTve, He dABNAOLWEECAa YacTbld HOPManbHOro GYHKUMOHWPOBAHUA
Ycnyru, KOTopoe MpUBEno UM MOXKET MPUBECTU K MPepbiBaHUI0 UAN CHUXEHUIO
KayecTBa ee OKasaHus.

LleHTp 06paboTkn obpalleHnin 3aKasumka.

perncTpaunoHHbI HoMep, NpucBanBaembi 3anpocy B CPO.

OﬁpaLUE'Hl/le MHPoOpMauus, HanpaBieHHasa YNOJHOMOYEHHbIMW MPEeACTaBUTENS MU 3aKa3uyuka B
CTOPOHY NcnonHuTens, ycTaHOBNEHHbIM AaHHbIM PernaMeHToM NopsiaKoOM.
[Tpuopurer KaTeropusa, ncnonbsyemasa ongd Toro, yTObbI YCTaHOBUTb OTHOCUTENIbHYIO BaXXHOCTb

Cucrema Perucrpaymm

3as8BKM 3akasuyumka, onpepensieT oyepepHoOCTb 06paboTkM M CTaHOAPTHbIE HOPMbI
BpeMeHW BbIMONTHEHUA.

MHd)OpMaLI,MOHHaFI cucteMa McnonHutens, npefHasHayeHHas g peruvcrpaumm um

O6pawernsi (CPO) obpaboTtku ObpalleHnin 3akasumka.
YrnonHomoqeHHbIv COTPYAHMK UMM COTPYAHMKM Ha CTOPOHE 3aKa3unKa, YNoIHOMOYEHHbIX HaCTOALNM
npegcTaBuTens PernameHToMm Hanpasnatb O6palweHns n 3anpockl icnonHutento.
3akasqmka
YronHoMoqeHHbivi COTPYAHWK WM  COTPYAHWKM Ha CTOPOHe VcnonHuTens, YNOoNHOMOYEHHble
npescrasurens HacToAWwmMM PernamMeHToM B3aMMOfeWCTBOBaTb C 3aka3yMkoM B npouecce
06paboTtku O6paleHnin 1 3anpocos.
UcnonHutena P pau P
3. KOHTAKTbI 3AKA34YUKA N UCNONHUTENA

CTOpOHbI AOroBapuBaroTCs onpenenuTb CIUCKMU YNONHOMOYEHHbIX KOHTAaKTHbIX JIUL, MW TPYMAN KOHTAaKTHbIX
L, KOTOPble MOryT B3aMMOAENCTBOBATb B NPOLLECCE OKa3aHMa YCayr no Hactoawemy [orosopy.
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CrnnCOK YNOSTHOMOYEHHbIX KOHTaKTHbIX INL, UK TPYNN KOHTaKTHbIX Nny cnonHutens:

KoHTaKkTHOE Nu1Lo nnu
KoMneTeHums KoHTakTHbIe paHHbIe
rpynna KOHTAKTHbIX /UL,
KOHTaKTHBIN LIeHTD MpuHATHE, perncrpaums, MapLIvayTVI?,aLI,MFl 7] Ten.edJOH: 8 800 444-24-99
oucnetyepusauma ObpaueHnit 3akasuymka E-mail: support@sbercloud.ru

3aKasunk MoxeT 06patntbcs B KOHTAKTHbIA LUEeHTp WcnonHutensa B T.4. MO BonpocaM o06paboTku
NepcoHasnbHbIX OaHHbIX (€CIM NMPUMEHUMO B PaMKax OKasaHua YCyr), ykasaHHble 3anpocbl 3aka3uyuka
nepecbiatoTcad KOHTAaKTHbIM LLeHTPOM MCNOoNMHUTENS B paMKax ero KoMneTeHUMn yrnosTHOMOYEHHOMY NuLy
McnonHuTensa, oTBeTCTBEHHOMY 33 06paboTKy yKasaHHbIX 06palleHuit.

CnMCcoK YMNONHOMOYEHHbIX KOHTAKTHbIX JIML WAM TPYAN KOHTaKTHbIX JIML 3aka3yuka HanpasiseTcs
3aKa3unkoMm McnonHuteno nocpenctsoM yHKuUMoHana JiIndyHoro kabuHeTta NMB0O Ha 3/1IEKTPOHHYIO MOYTY
McnonHutensa support@sbercloud.ru no cnepytowen dopme:

KOHTaKTHOe N1LOo uAu rpynna

KomneTeHuus KOHTaKTHble faHHble
KOHTaKTHbIX 1L,

TenedoH:
dakc:
E-mail:
TenedoH:
dakc:
E-mail:
TenedoH:
dakc:
E-mail:

4. METOZbI N MOPALOK KOMMYHUKALIUN

KoOMMyHUKaumMn  ™Mexpy 3akasdymkoM U WcnonHuTeneM  OCYLWecTBAaTca  nyteM  obpalleHus
YNONIHOMOYEHHOTO npeacTtaButena 3aka3umka B KOHTakTHbIM LleHTp WcnonHutena c  pganbHenwen
MapwpyTusaumen 3anpoca ynoJHOMOYEHHOMY NpeacTaBuTento ICnonHUTena B COOTBETCTBUE C TEMATUKOMN
3anpoca, naMbo nyteM npaMoro obpalleHua  yNnoSIHOMOYEHHOro npeactaBuTena  3akasdyuka
HEenocpeacTBeHHO K MNpepncraButento MICNONHUTENsS MO KOHTaKTaM M B COOTBETCTBMW C KOMMNETEHUUAMMU,
YKa3aHHbIMM B pa3gene 3.2 HacTosAwero PernameHTa.

Ob6paweHuna nognexat peructpaunm B CPO VMcnonHutensa, MapwpyTnusaumum M UCNONHEHUIO, @ OOKYMEHTHI
PacCMOTPEHUIO TOMbBKO B C/lydae YCMELWHOro MNpoXoXAeHWa npeactaBuTenamMm 3akasumka chnepylowen
npouenypbl MOEHTUPUKALUN:

Mpu nopgaye ObGpalleHMa MO 3/IEKTPOHHOM NMoYTe — MO UCXOQALWEMY afpecy 3NeKTPOHHOW MOYTbl NUCbMa.
MpuHMMatoTca K MicnonHeHuto Tonbko ObpallieHnsa, NogaHHble C aApecoB YNO/THOMOYEHHbIX NpeacTaBuTenen
3aka34uka (n. 3.3 HacToAwero PernameHTa).

Mpu nopaye O6paweHusa no tenedoHy — MOCPencTBoM coobuweHua npu obpaleHun B oOHy U3 CNyxo
McnonHutena ®UNO v MOeHTUDUKAUMOHHOrO HoMepa 3akasuuka (B C/yyae ero OTCYTCTBMA — HOMepa
Jorosopa), Mo KOTOPOMY OCYLLECTBNAETCA NpeaocTaBneHne Ycnyru.

MCcnonHUTENb HE PErnucCTPUPYET UNKU UMEET NPaBo He perucTpmpoBatb ObpalleHme B caydyaax:

ECnn KOHTaKTHOE NnNUO 3aKa3ymka He BXOOUT B CMMCOK YNOSIHOMOYEHHbIX KOHTAKTHbIX SINL UAKM rpynn
KOHTAKTHbIX L, 3aKa3ymka cornacHo n.3.3 HacTtosawero PernameHTa.

Ecnn B CPO McnonHUTeNs y)xe 3aperucTtpmMpoBaHo aHanornyHoe Ob6palieHne oT pyroro KOHTaKTHOro nmua
3akKasuyuka.

Ecnn 3akas3uyMKoM HapyweHbl TpeboBaHMA K copepXaHuio O6palleHun, ONUCaHHble B HACTOALWEM
PernameHTe.

B cnyyae nopaun O6GpalleHna npeacraBuTesnieM 3akasymKka, OTCYTCTBYHOWMM B CAMCKE YNOJTHOMOYEHHbIX
KOHTAKTHbIX UL, MW TPYNMN KOHTAKTHbIX 1L, 3aKa34duka, MiIcnonHuTeNb ocTaBnaeT 3a coboi npaBo cBA3aTbCA
C YNOSIHOMOYEHHbIM NpepacTaBuTeneM 3akasuymMka U, Npu NoaTBEepPXAeHUUM UM HeobXxoaMMOoCTM Mnepepaun
Ob6paueHunsa, 3apeructpupoatb ObpalleHne COOTBETCTBYOWNM ob6paszom B CPO.

5. KNACCUDUKALMNA OBPALLEHUN

HacTtosawmin PernamMeHT npenycMaTpuBaeT chegytowme tunbl O6paleHnin 3akasumka K cnonHuTtento:
NMHUMOEHT.

3anpoc Ha obcnyXumBaHue.

3anpoc Ha N3MeHeHMe.

MpeTeH3ns B CBA3M C BbINAaTOM KoMneHcauum (wTpada) 3a HapyweHue OOCTYNHOCTU YCAyru, BPEMEHMU
peakLumun, BPEMEHM BOCCTAHOBJIEHUS.

3anpoc Ha okasaHue ycnyr B pamkax ycnyrun «SberCloud Managed Services».

Hactoawmin PernamMeHT npefycMaTpuBaeT ciegyowme Tunbl O6palueHuii icnonHuTena K 3akasuuky:

NHdopMuMpoBaHMe O NpoBedeHNN PernamMeHTHbIX pabor.
NHdopMmpoBaHMe o npoBeneHnn CpoyHbIX pabor.
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6. KATEFOPU3ALIMA N MPUOPUTE3ALIUA OBPALLEHWI

6.1. ObpauieHne, 3apernctpupoBaHHoe B CPO McnonHutens, aBngeTcsa 3anpocoM U MOANEXUT KaTeropmnsaumm
M npuopuTesaunu.

6.2. LleneBble Nnokasatenu No MakCMManbHOMY BPEMEHU peakumn U MakCMManbHOMY BPEMEHU BOCCTaHOBNEHUS
npu ob6paboTke 3anpocoB 3akasymka 3aBUCAT OT NPMUCBaMBaEMbIX 3anpocam MpuopmuTeTos.

6.3. CTOPOHbI LOFrOBOPUANCE O cnepyowmx Tunax Obpawenunn (Tabnuua 1).

Tabn.1l. Tunbl O6paweHnn

Tvn MpuopuTeT OnucaHue npuopuTeTa

MHUMAeHT BReYyéT 3a coboil OCTAaHOBKY MMM MOMHYH noTepto paboTocnocoBHOCTM Ycayru.
KpuTuuHbii | CTaHOBATCA HEOOCTYMHbl KpUTUYeckue GYHKUMK, KOTopble MNPenaTCTBYIOT OpraHusauum
paboTbl. MHUMAEHT BNUSAET Ha BCEX COTPYAHMKOB KOMMAaHMM 3aKa3uyumKa.

MHUMOEHT BNeYyéT 3a cobol 3HAYMTENbHYK MNoTeptd paboTocnocobHocTn Ycayru, npu 3Tom
BblcoKui MHbOPMaLMOHHAA cUCTeMa coxpaHsaeT paboTocnocob6HOCTb B OrpaHUMYeHHOM obbéMe.
MHUNAEHT BAUSET Ha rpynny COTPYAHUKOB (oTaen, cnyxba, cekTop, rpynna).

NHunpeHT
MHUMOeHT BNevyéT 3a coboM HecywecTBEHHYK noTeptd paboTocnocobHocTn Ycayru. 310
CpegHumn He3HauuTenbHas ownbka nan HeynobCTBO, OWMNBKKN, KOTOPbIE HE NPENATCTBYIOT NPOBEAEHMIO
onepauumn.

MHUMpeHT BnedyéT 33 cobOM YaCTMYHYI0 He[oCTYNMHOCTb CepBMCa, He BIMAIOWY Ha
Huzkum paboTtocnocobHoCTb Ycnyru, peweHue notpebyetcs B OyayueM, OO KOTOPOro BO3fencTBue
MHUMAEHTA Ha BbINOJIHEHME TEKYLLMX 3334 He NPOSABUTCA UM €ro MOXXHO BPEMEHHO M36exaTb.

3aduKcmMpoBaHHasa NoTPebHOCTb 3aKasumnka B 06CNYXMBAHUM B paMKax NpeaocTaBnsgeMbix eMy
Ycnyr, He cBa3aHHasa co c60eM uaM 0TKasoM B npepocTasieHnn Ycnyr. CpoyHble BOMpoChl,
BbICOKMIA BO3HMKAIOWME MPM 3KChayataumMm YCayru, okasblBalolme BAMSAHMA Ha 6u3Hec-npoLuecch
nonb3osaTens (NpefocTaBfeHne U KOPPeKTMPOBKa Npas A0CTyna, KOPPEKTUPOBKA, BHECEHME

3anpoc Ha W ypaneHue gaHHbIX).

obcnyxnBaHue

3admKcupoBaHHas NoTpebHOCTb 3akasumKka B 06CNYXMBAHMM B paMKax NpefoCTaBAAeMbIX eMy
Ycnyr, He cBf3aHHas co cb6oeM MAM OTKa3oM B MpefocTaBneHum Ycnayr. KoHcynbTaumu
CpenHum nonb3oBatenen no pabote c VYcnyrow, npenoctaBneHWe WHCTPYKUMA U oby4datowmx
MaTepuanoB, BOCCTAHOB/IEHWE U aHanu3 LaHHbIX, NPefoCTaBNeHUe CTaTUCTUYECKUX AAHHbIX,
OTYETOB.

3anpoc Ha CpenHuii [o6aBneHve, MoandUKauMa unu ypaneHue dero-nubo, UYTO MOXET MOBAMATb Ha Ycnyry
N3MeHeHue (M3MeHeHMAMM BU3HeC-NPOLLECCoB U T.M.).

6.4. NcnonHuTenb rapaHTMpyeT crieaytolwme LenesBble nokasaTenu Mo MakKCMMalbHOMY BPEMEHU peakunu u
MaKCMManbHOMY BPEMEHWN BOCCTAaHOBIEHMA Npu obpaboTke ObpaweHun 3akasunka (Tabnuua 2).

Tabn. 2. Bpema peakuuu 1 BpeMs BOoCCTaHOBNeHMs no O6palleHunam 3akasymka

BpeMs
Tvn MpuopuTtet peakuum BpeMs BoccTaHOBNEHUs (4.) CBIn
(4.)
KpUTUYHBbINA 0,25 4 24*7 - Tlopoep)Xka YyCniyru npenocrasngercs
3aKa3umKy KPYriocytoyHo B pabouve u
Bbicokuit 0,25 8 BbIXOAHble (Mpa3gHUYHbIE) OHU.
9*5 - Tlopoepxka ycnyrn npegocTaBnsercs
3akasumky ¢ 09:00 go 18:00 (N0 MOCKOBCKOMY
CpenHmit 0,25 12 BPEMEHM) C MNOHeAeNbHWUKA MO MATHMUY, :ia
VCKJTIOYEHNEM BbIXOAHbIX M MPa3gHUYHbBIX OHEN,
MHUMOEeHT YCTaHOBNEHHbIX [1paBUTENbCTBOM PoCCUINCKON
Depepaunu.
9*5 — Tloppoep)ka ycnyrm npegocTaBnsercs
24, 3aka3umky ¢ 09:00 po 18:00 (N0 MOCKOBCKOMY
. eCc/in MHoe He BPEMEHM) C MNOHEeAeNbHUKa MO NATHUUY, 3a
Husknmn 0,25 "
ycTaHaBnmneaeTcs B SLA UCKIOYEHNEM BbIXOOHbIX U NMPa3gHUYHbIX OHEN,
Ycnyr YCTaHOB/EHHbIX [1paBMUTENbCTBOM PoccuMncKom
depepaumnn.
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3anpoc Ha BpeMeHVI) C noHepenbHWMKa nNOo NATHUUY, 3a
O6C.F|y)KVIBaHVIe NUCKNKOYeHneM BbIXOOHbIX U NPa3gHUYHbIX ,D,HGPI,

. 9*5 - Tlopoep)kKa ycnyrnm npegocTaBnsercs
Bbicokuit 0,25 48 3aka3unky ¢ 09:00 go 18:00 (MO MOCKOBCKOMY

CpegHuit 0,25 72 yCTaHOBNEeHHbIX [lpaBuTENnbCTBOM Poccuinckon
Mdepepaunm.

3anpoc Ha He Mo cornacosaHuio BpeMeHM) C noHepenbHWMKa NOo NATHUUY, 3a
Mn3IMeHeHune npuMeHnMo CTopoH NCKNKOYeHneM BbIXOOHbIX U NPa3gHUYHbIX OHen,

5*8 - Tloppoep)ka ycnyru npepocraBnsercs
3akasumky ¢ 09:00 go 18:00 (N0 MOCKOBCKOMY

0,25

yCTaHOBMEHHbIX [1paBuTenbCcTBOM Poccuinckon
Ddepepaunm.

6.5.

6.6.

6.7.

6.8.

6.8.1.

6.8.2.

6.8.3.

6.8.4.

6.9.

YKa3aHHble B M. 6.4 ueneBble MNokKasaTenu No MakKCUMasbHOMY BPEMEHU peakuum M MakCuMalbHOMY
BPEMEHM BOCCTAHOBNEHUSA MPUMEHUMbI B Cllydae OTCYyTCTBMSA TakoBblX B SLA Ycnyr. Ecnn B SLA Ycnyr
onpepeneHbl MHble LeneBble NoKa3aTenn No MakCMManbHOMY BPEMEHM peakLuMM U MaKCMManbHOMY BPEMEHU
BOCCTaHOBJ/IEHUS, TO OHUM 3aMeLWatoT CPOKN, YKasaHHble N. 6.4 HacTosawero PernameHTa.

MpY HanMYMM BECKUX MPUYMH, OBCTOATENLCTB, HE MO3BOMSAIOWMX BbINOMHUTL LenesBble nokasaTenm no

MaKCMManbHOMY BPEMEHM BOCCTAaHOBNEHUS, VCNONHUTENb AO HACTYNNeHUs KpalHero Cpoka peleHms no

O6palleHNo MOXeT 3anpocuTb W COrnacoBatb C MHMUMATOPOM 3anpoca M3MeHeHue npuopuTeTa

O6palleHns U BpPEMEHM BOCCTAaHOBNEHMS MO TakoMy O6palleHut0 WM cornacoBaTb NPUOCTaHOBNIEHUE

O6palleHnsa 4o CornacoBaHHOM AaThl.

Buabl MHLMOEHTOB, BO3HMKAKOWMX Y 3aKa3uymKa, 3a paspelleHMeM KOTOpbIX OCYLLEeCTBAsSETCS obpalleHne K

McnonHutenio:

e OTCYTCTBYET AOCTYN K KOHconu ynpasneHus SberCloud Enterprise, KOHCOMM ynpaBfeHUs pe3epBHbIM
KonupoBaHnem BM wunu koHconu vynpaBneHma SberCloud.Advanced, koHconun ML Space) ansa
BbIMOJIHEHNSA 3afay No ynpaBfeHUto BupTyanbHbIM CEPBEPOM MNKM rPynnon BupTyanbHbiX CEpBEPOB, a
TaKXXe ynpaBneHus y4eTHbIMM 3aNnUCsaMmM Nonb3oBaTenen;

e OTCYTCTBYET BO3MOXHOCTb CO3[aHWA, YNpaB/lieHWss, U3BMEHEHUA MNapaMeTpoB, YAANEHUS BUPTYasbHbIX
CepBepoB;

e OTCYTCTBYEeT BO3MOXHOCTb BblOpaTb HeEOO6XOOMMbIA pasMep BUPTYAJN3UPOBAHHbLIX BblYUCIUTENbHbIX
MOLWHOCTEN ONA CO30aHMSA BUPTYallbHbIX CEPBEPOB, a TaKXXe BblAeNEeHHOro BMPTYanbHOro AWMCKOBOrO
XpPaHUNMLWA C Pas3IMYHbIMMN NapaMeTpamMmm NPON3BOANTENBHOCTM B PaMKax COrlacoBaHHOro 3akasa;

e OTCYTCTBYET OOCTYN B CeTb MIHTEpHET;

e BO3MOXHaa DDoS-ataka Ha nybnukyembln WEB-cepBuC 3aka3uuka, MOCTAB/EHHbLIN MoA 3awWuty C
ncnonb3oBaHuem ycnyru SberCloud AntiDDoS mnnu SberCloud AntiDDoS+WAF (B cnyyae nogkiwyeHus
COOTBETCTBYHOLWMX YCnyr);

e TOOO3PEHMA Ha HEKOPPEeKTHble OeNCTBUA COTPYAHWMKA WCnonHuTens, BbIMNOMIHEHHbIE MM B Xo4e
npepocTtaBnenma ycnyrm SberCloud Managed Services u noBnekwune 3a cobon HapyleHue
KOH(pMAEHLUMANbHOCTM /UMY LEeNOCTHOCTN OaHHbIX 3aKa3uuKa, a TakKe AOCTYNHOCTU NpeaocTaBiseMblX
3aKa3unkoM Ha 6ase MHppacTpykTypbl ICNONHUTENA CEPBUCOB U/UNK YCAYT.

B cnyyae BO3HMKHOBEHUSA NOAO3PEHNIN HAa HEKOPPEKTHbIE AeNCTBUA VICNONHUTENS, BbINOJIHEHHbIE UM B XO[4e

npepoctasneHnsa ycnyrn SberCloud Managed Services coTpyaHuMkM 3akasumka U WcnonHutens,

Ha3HayeHHble OTBETCTBEHHbIMM 3a pa3bupatenbctBa Mo ¢dakTy BO3HUKHOBEHMA COOTBETCTBYIOLLErO

WHUMOEHTA:

OCYLLECTBASAOT aHanm3 XYpPHanoB cobbiTnin «OpraHn3aummy (TeHaHTa) KNMeHTa, LOCTYMHblE Yepe3 KOHCO/b

ynpasneHus SberCloud Enterprise, KOHCOMb yNpaB/ieHMsA pe3epBHbIM KOMMpoBaHMeEM BM wmnm KoHcob

ynpasneHusa SberCloud.Advanced (B cnyyae nogknwdeHHoro cepsuca Cloud Trace Service) 3a Bpems

BO3HMKHOBEHUSA UHLMLEHTA;

B C/lyyae, ecsiM No pe3ynbTaTaM aHanM3a COOTBETCTBYIOLWNX XYPHaNoB cobbliTMn 3a 0603HaYeHHOe BpeMS B

HEM OTCYTCTBYIOT 3aperncTpupoBaHHble cobbiTua Bxoda B «OpraHusauuio» (TEHAHT) 3akasumka c

Mcnonb3oBaHMeM KoHconu ynpasneHua SberCloud Enterprise, KOHCONW YynNpaBfieHUSS pPe3epBHbIM

KonupoBaHueMm BM unnmn koHconu ynpasneHua SberCloud.Advanced n3-nop yY4€THbIX 3anMcent COTPYAHUKOB

McnonHuTensa, CTOPOHbI MPU3HAlOT, YTO WHUMAEHT Obln Bbi3BaH COOLITUAMU, HE CBSA3AHHbIMKU C

npepocTtaBneHnem ycnyru «SberCloud Managed Services»;

B C/lyYae Hanmums B XXypHasiax 3aperncTpupoBaHHbiX cobbiTuin Bxofaa B «OpraHum3aunto» (TeHaHT) 3aka3ymka

M3-nof Y4YETHbIX 3anucen coTpyaHuka WcnonHuTtena wu/vnu 3akasymka NuLo, Bbi3BaBlIEE WHUWMAEHT U

nepeyYyeHb OCYLLECTBASAEMbIX UMW OENCTBUMA ONpenenserca C MCNOSb30BaHWEM W/UAN NPenoCTaBleHUEM

3anucen n3 XypHanos cobbiTnim «OpraHmsaumm» (TeHaHTa);

B C/ly4yae OTCYTCTBMA B XXYPHanax 3aperncTpuMpoBaHHbIX COObITUI, CBUOETENLCTBYIOWMX O HEKOPPEKTHbIX

0eNCTBMAX COTPYOHUKOB McnonHutena u/unm  3akasdyuka, noBMeKWwux 3a cobon HapyweHue

KOHQUAEHUMANBHOCTU U/MNU LEeNOCTHOCTU AaHHbIX 3aKa3uyuka, a TakXe AOCTYMHOCTM MpefocTaBAsieEMbIX

3aKa3ynkoM Ha 6ase MHOPaACTPyKTypbl McnonHUTens CepBMCOB W/MNW YCIyr, CTOPOHbI MPU3HAOT, YTO

WHUMOEHT Obln Bbi3BaH COGBLITUAMU, HE CBSA3aHHbIMW C npepgocTaBneHuem ycnyrm SberCloud Managed

Services.

B cnyyae BO3HWUKHOBEHMA WHUMAOEHTOB WcnonHuUTenb HanpaBnseT Mo 3anpocy 3aka3yMka OTYeérT,

cofepXalwmni dakTUyeckne N3MepeHns 1 pacCymMTaHHbIe 3HAYEHMS FrapaHTMPYEMbIX NapaMeTpoB YCnyru.
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OT4YéTbl HaNPaBNAKTCA MO 3anpocy 3aKa3uyMka B TeYeHWe OJHOM Hedenu nocne OKOoH4YaHua OTYETHOoro
nepuopa no 3/1eKTPOHHOM noyTe.

OT4YéTbl cofep)KaT AaHHble O BbIMOJIHEHUM NapaMeTPOB KayecTBa OKasaHua Ycnyru:

e HapyLWeHWs B BbIMOJIHEHMM YCTAHOB/IEHHbIX MapaMeTpPOB KavyecTsa YCnyr;

e CTAaTUCTMKaA No ob6paboTaHHbIM 3anpocam.

7. PABOTA C MUHUMOEHTAMU U 3ATTPOCAMU HA OBCITY>XXNBAHUE

Mpn O0B6HapyXXeHUM 3aKa3uyMKOM HEWCNPABHOCTM WKW YXYALWEHUS KayecTBa OKasblBaeMon VYcnyru,
npeacraBuTenb 3aKasymka W3 4Yyucaa vy, YMNOJHOMOYEHHbIX HAcToAWWMM PernameHToM, WHUULMUPYET
nepepgadvy 3anpoca Ha yCTpaHeHMe HEUCNPaBHOCTU B agpec MicnonHutens.

Mpn BO3HWMKHOBEHUM Y 3aKa3unka HeobxogMMOCTN B NpoBeaeHun paboT B MHPPaCTPYKType BUPTYalbHOro
cepeepa, CO6CTBEHHON NHDPACTPYKTYPE UM CMEXHbBIX CUCTEMAX, NMPeACTaBMUTeNb 3aKa3umKa, U3 Ynucia nuu,
YNOMHOMOYEHHbIX HacToSAWMM PernaMeHToM, MHUUMMPYET nepenavy 3anpoca Ha obciyxuBaHue B afgpec
McnonHutens.

3anpocbl MOryT 6bITb NepeaaHbl 3aka3ymMkoM McnonHUTeNto nocpencTsoM obpalweHnsa B KOHTakTHbIN LieHTp
McnonHuTena nocpencTtBoM nepepaym coobLIEHMS 3IEKTPOHHOM NOYTbI, @ TakXe Mo TenedoHy.

MHuumaTop 3anpoca coobwaeT McnonHuTeno cnenyowyo nHpopmaumio:

NpoeHTUPUKALUMOHHBIM HOMEP 3aKa34ynka.

MmMa u damunuio.

Tened@OoHHbIN HOMEP 1 afpec 31eKTPOHHOM NMoYThl.

OnucaHue cutyaunmn, npobaemol, HEMCNPABHOCTM U/MNK HaBNIOAAEMOrO0 YXYALEHMS KayecTBa OKa3blBaeMoOwn
Ycnyru, Bbi3BaBLME HEOOXOANMMOCTb o6palleHns K UcnonHuTenio.

[aHHble 0 3aTparvMBaemMbiXx cUTyaumen, npobiemMon, HeMCNPaBHOCTbIO U/MNK HabngaeMbiM yXyOLWeHUEM
KayecTBa OKa3blBaeMol Ycnyrm 61MsHec-npoLueccax unm CUCTeM.

DopMynMPOBKY 3aga4uM € NoapobHbIM onMcaHneM TpebyeMbiX K MCMOIHEHMIO pPaboT, cogep)XaHue Bonpoca
W/MNu KoHCynbTaunoHHoro O6paleHuns co cnoe MHnumnatopa 3anpoca.

OnuncaHne oXmpaemoro pesynbTaTa.

[na uenen KOHTPONA KayecTBa Npu BbiMOMHEHUM paboT no 3anpocy, NcnonHUTenb perucTtpupyeT 3anpoc
3akas4ymnka B cobctBeHHoM CPO ¢ npucBOEHMEM 3anpocy YHUKANbHOIo naeHTU@UKaLMoHHOro HoMepa.
Mocne permnctpaumm 3anpoca 3akasumka B CPO WcnonHuTenb, MCNONb3ys nepefaHHyto 3aKa3ydmMkoMm
KOHTaKTHYIO MHdopMaunio, MHPOPMUpPYeT 3akasuymMka O TOM, 4YTo obpauieHue Obl1o 3aperMcTpMpoBaHo,
coobuaeT 3aka3umKy BPeMS permucrtpauum 3anpoca, YHUKanbHbIM NOEHTUDMKALWMOHHbBIM HOMep 3anpoca U
NPUCBOEHHbIN eMy MpuoputeT.

B TeyeHMe MaKCMManbHOro BPEMEHW peakuMu, COrfnacoBaHHOro B HactosweM PernameHTe (M. 6.4, ecnm
MHble CPOKW He OroBopeHbl B onucaHuum Ycnyrun), WcnonHuteno obecneymBaeT Haalexallyto
MapLlpyTM3aunio 3anpoca Ha COTPYAHWKOB MCNONHWTENs, OTBETCTBEHHbLIX 3a 06paboTKy 3anpocoB Ha
yCTPaHEeHWEe HENCMNPABHOCTEN.

3anpoc, pernctpupyembin B CPO VMicnonHutens, B 0693aTeibHOM NOpAAKe AOMKEH COAEPXKATb CeAYoLLY0
MHbOopMaLnio:

HavMeHOBaHMe KOMMNaHWK 3aKasuumka.

Mma u damunuio MHmMumatopa 3anpoca.

TenedOHHbIN HOMEP M afpec 3NeKTPOHHOM NoYThl MHMUKMaTopa 3anpoca.

OnuncaHue cutyaumnm, npobaembl, HEMCNPABHOCTU N/MNM HabNOLAEMOro YXYALEHNS Ka4YeCcTBa OKa3biBaeMom
Ycnyru [ @opMynnpoBKa 3agavm ¢ noapobHbIM onncaHmem TpebyemMbix K MCNoNHeHUO paboT, cogepaHue
BOMpPOCa M/UN KOHCYNbTauMoHHoro ObpaleHnsa co cnoB MHMUmnaTopa 3anpoca.

BpeMms perncrtpaunm 3anpoca.

MpoeHTUPMKaLMOHHBI HOMep 3anpoca.

MpuopuTeT 3anpoca.

Mpn HeobxoanMMOCTN MHXXeHepbl McnonHUTeNsa, HEMNOCPEeACTBEHHO OTBEYalOLWMeE 33 UCNONHeHMe 3anpoca,
cBA3blBaOTCA C MHMUMaTOpoM 3anpoca ANnsa Lenen yToyHeHua petanen no 3anpocy. B cnyuyae, ecnu
MHbopMauus, 3anpallMBaemMas MHXeHepaMu MicnonHmuTens, He MoOXeT 6biTb NpegocTaBneHa VMIHMUMaTopom
3anpoca B MOMEHT HEeNnoCpeAcTBEHHOW cCBA3M, McnonHuTenb BMpaBe YBENWYUTb MaKCMManbHoOe Bpems
pelweHns 3anpoca NPoMNopLMOHaNbHO Nepuoay OXuMaaHUsa LONOAHUTENbHON MHPopMaumn oT UHuumaTopa
3anpoca. B cnyyae, ecnu WMHuumaTop 3anpoca He npepocTaBnseT WCNonHUTEN0 [OMNONHUTENbHOM
nHpopMaumn ons peweHmnsa 3anpoca B TeyeHue 5 (Matu) paboymx gHeN ¢ MOMEHTa YTOYHEHUA feTanen no
3anpocy, Takon 3anpoc CYUTAETCS OTMEHEHHbLIM U NOONEXUT 3aKPbITUIO.

Mocne npoeepeHna paboT no 3anpocy NcnofHUTENb PerncTpupyet Npou3BeneHHbin 06beM paboT u BClO
HeobxoauMylo UHdbopMauuio no 3anpocy B CPO u cBasbiBaetca Cc WMHuumatopoMm 3anpoca pnJfis
NOATBEPXKAEHMS YCMELWHOCTM BbIMONHEHUA 3anpoca. Npu nonyyeHun noareepxpeHmsa ot WMHuumaTtopa
3anpoca, NcnonHutenb 3akpbiBaeT 3anpoc B CPO. Ecnn MHnumaTop 3anpoca He NoATBEPXKOAET YCNELWHOCTb
BbINONHEHUSA 3anpoca, MicnonHuTenb oueHMBaeT NPou3BeAeHHble No 3anpocy paboTbl, COrnacoBbIBaeT C
MHuumaTopoM 3anpoca npoao/mkeHne paboT mo 3anpocy M CNUCOK AOMOMHUTENbHbIX HEOBXOAMMbBIX K
MCnofHeHUto paboT. B cnyyae ecnv noaTBepXXaeHMe UM OTKNOHEHME YCNEeLWHOCTM BbIMOIHEHMA 3anpoca He
6bl710 NonyyeHo McnonHuteneMm ot MHMUmMaTopa 3anpoca B TeyeHue 5 (MaTu) paboymx LHEN C MOMEHTa
nepenaym NcnonHutenem B agpec MHuumatopa 3anpoca yBegoMaeHusa o6 okoH4YaHuM paboT no 3anpocy,
TaKoM 3anpoc cYMTaeTCs YCNewWwHOo BbINMOMHEHHbIM U NOANEXUT 3aKPbITUIO.
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8. MOOKMOYEHUE YCNYTU

Mpn BO3HWUKHOBEHMW Yy 3akaszumMka HeobXoAMMOCTM B MOLK/OYEHMW HOBOMW YCAyru, npepctaBuUTesNb
3aKas4yunka, U3 ymcaa nuL, ynoJHOMOYEHHbIX HAaCTOAWMM PernaMeHToM, MHULMUPYET Nepefady 3anpoca Ha
nogknoyeHune Ycayru B agpec VicnonHutens.

3anpocbl Ha noaknatoyeHne Ycnyr MoryT 6blTb nepefaHbl 3aka3yMkoM WCNONMHWUTENO NOCPEeACTBOM
obpalleHna B KOHTaKTHbIN LLeHTp McnonHuTens nocpeacTBoM nepefayun coobeHma 3N1eKTPOHHOM NoYThl, a
TaKXe no TenedoHy.

Ina uenen KOHTPONS KayecTBa Npwu BbiMoNHEHUM paboT no 3anpocy, NcnonHuTenb perucTtpupyeT 3anpoc
3aKa3ymka B cobcTBeHHoM CPO ¢ NpuUcBoeHMeEM 3anpocy YHMKANbHOro NAeHTUdMKALMOHHOIO HoMepa.
Mocne peructpaumm 3anpoca 3akasuumka B CPO WMcnonHuTenb, MCNONb3ys nepefaHHyl 3aKa3uymkoMm
KOHTaKTHYO MHdopMauuio, MHPoOpMUpPYyeT 3akasumka O TOM, 4YTo obpalieHune Oblo 3aperncTpMpoBaHo,
coobLaeT 3aKasuymKy BpeMs perncTpaunmn 3anpoca, YHUKanbHbl MOAEHTUPMKALMOHHBIA HOMep 3anpoca u
NPUCBOEHHbIN eMy MpuopuTeT.

B TeyeHMe MaKCMManbHOro BPEMEHW peakuMu, COrflacoBaHHOro B HactosweM PernameHTe (M. 6.4, ecnm
WHble CPOKM He OroBOpeHbl B onucaHuu VYcnyru), WcnonHuTenb obecneymBaeT HaOfeXallyto
MapLlpyTM3auno 3anpoca Ha COTPYAHWKOB McnonHWTens, OTBETCTBEHHbIX 33 06paboTKy 3anpocoB Ha
NoAKAYeHne Ycnyr.

3anpoc Ha nogkatodeHne Ycnyru, peructpmpyemoin B CPO McnonHutens, B 0693aTenbHOM NOpsaKe OOMKeEH
copep)aTb cnegyoLyo MHGopMaLumio:

HanmeHoBaHMe KOMMNaHWM 3aKa3yuumka.

ma n damunuio MHmMumatopa 3anpoca.

TenedbOHHbI HOMEP U/WUNWN afpec 3NeKTPOHHOM NoYTbl MHMUMaTopa 3anpoca.

Bpemsa peructpaumnm 3anpoca.

MaoeHTUdMKaLMOHHBIN HoMep 3anpoca.

MpuoputeT 3anpoca.

CkaH-Konuio 3aka3a Ha noakawdeHne Yciyrm c  nomeTkon  «logkioyeHue», MNoANMCaHHOM
YNOMHOMOYEHHbIM NMLOM 3aKa3uumka.

Mpn HeobxoaMMOCTU MHXeHepbl NCNonHUTENsA, HENOCPEACTBEHHO OTBeYaloWmMe 3a UCMOIHEHME 3anpoca,
CBA3bIBalOTCA C MHMUMATOpPOM 3anpoca Ansa uenen yTodyHeHua petanen no 3anpocy. B cnydae, ecnu
nHpopMaumsa, 3anpawmBaeMas MHXeHepaMmmn VicnonHutens, He MoXeT BblTb NpegocTaBneHa MHMUMaTopom
3anpoca B MOMEHT HEeNnoCpeacTBEHHOW CBA3M, McnonHuTenb BMpaBe YBENUYUTb MaKCMManbHOE Bpems
pelweHns 3anpoca NPOoNopLMOHaNbHO Nepuody OXuaaHus AONOAHUTENbHON MHopMaumn oT NHMumaTopa
3anpoca. B cnyyae, ecnu WMHuumaTtop 3anpoca He npepocTaBnset WCNONHUTEN0 [OMNONHUTENIbHOM
nHbopMaunm ona peweHms 3anpoca B TedeHue 5 (MaTtu) paboumx OHEN C MOMEHTa YTOYHEHMA aeTanen no
3anpocy, Takon 3anpoc CYUTAETCS OTMEHEHHbBIM U NMOANEXMUT 3aKPbITUIO.

Mocne npoBegeHMs paboT no 3anpocy Ha noaknaw4deHue VYcnayru, WcnonHuUTenb peructpupyer
npou3BefeHHbIn 06beM paboT M BClO HeobxoauMyld MHbopMaumto no 3anpocy B CPO un cBA3biBaeTCca C
MHuunaTopom 3anpoca pnna MNOATBEPXAEHUS YCMEWHOCTU BbINONHEHMA 3anpoca. [pu nonydyeHun
noaTeepxaoeHna ot MHuumatopa 3anpoca, McnonHutenb 3akpbiBaeT 3anpoc B CPO. Ecnn UHuumatop
3anpoca He NMOATBEPXOAET YCMNELWHOCTb BbIMONHEHNSA 3anpoca, MicnonHuTtens oueHUBaeT NPOU3BEAEHHbIE
no 3anpocy paboTbl, cornacosbiBaeT ¢ MHULUMATOPOM 3anpoca Npogo/kKeHne paboT no 3anpocy M CNMCcoK
LOMOJIHUTENIbHbIX HEOBXOAMMbIX K UCMONHEeHUO paboT. B cnyyae ecnm NogTBEPXAEHWE UAN OTKJIOHEHUE
YCMEeLWHOCTN BbINONIHEHUA 3anpoca He 6bino nonyyeHo MicnonHutenem oT MIHMUMaTopa 3anpoca B TeyeHne 5
(MaTtun) paboynx gHen c MoMeHTa nepenadun McnonHutenem B agpec MHMUumMaTopa 3anpoca yBegomneHus ob
OKOHYaHMM paboT no 3anpocy, TakoM 3anpoc CYUTAETCSA YCMELWHO BbIMOMHEHHbIM U MOQNEXUT 3aKPbITHIO.
MookntoueHne Ycnyru, BAusiiowee Ha U3MeHeHWe KOHe4YyHoM cTomMocTu [orosopa, TpebyeT nepecMoTpa
NoNoXeHnn o6 ycnoBmsx U CTOMMOCTM HacToswero [loroBopa M OO/MKHO 6biTb cornacoeaHo CTopoHaMu B
3akase unu JononHUTENbHOM CorflalweHnmn K HacToswemy lorosopy.

9. PABOTA C 3ANPOCAMU HA UBMEHEHUE

Mpn BO3HWUKHOBEHMWU Yy 3aKaszuMKa HeobXxoAMMOCTU B U3MEHEHUU KOHDUrypauum OencrBylowen Ycnyru,
npeactaBuTenb 3akasuuka, M3 4Yucna Nuu, YNOSIHOMOYEHHbIX HAcToAWwMM PernamMeHToMm, WHUUMUPYET
nepepavy 3anpoca Ha u3aMeHeHune Ycnyru B agpec icnonHutens.

3anpocbl Ha W3MEHEeHWe KOoHbUrypaumm p[AencTeByowmx Ycayr MoryT ObiTb nepefaHbl 3aka3yMKoM
McnonHuTento nocpenctsoM obpaueHna B KoHTakTHbIM LleHTp McnonHuTens nocpencTtBOM nepenayu
coobleHna 3NeKTPOHHOM MoYTbl, @ TakXXe no TenedoHy. Ana uenen onepaTtMBHoM 06paboTkM 3anpoc Ha
M3MEHEeHUe KoHpUrypaumm gencreytowen Ycnyrn gonxeH 6oiTb nepenaH B dopmaTe 3akasa (popMbl 3aKasa
Ycnyr npuBeneHbl B MpuioXeHnsax K HactosaweMmy [lorosopy).

Ina uenen KOHTPONS KayecTBa Npu BbiMONHEHUM paboT no 3anpocy, NcnonHuTenb pernctpupyeTt 3anpoc
3aka34ynka B cobcTBeHHoM CPO c npucBoeHMeM 3anpocy YHUKaNbHOro MAEHTUPUKALMOHHOTO HoMepa.
Mocne peructpaymm 3anpoca 3aka3umka B CPO WcnonHutenb, WUCNONb3ys nepefaHHylo 3aKa3uyukoM
KOHTaKTHY0 MHdopmMauuo, MHGopMUpyeT 3akasuyMka O TOM, 4YTOo obpaueHue 6bi10 3aperncTpupoBaHo,
coobuaeT 3aka3umMKy BpeMsa perucrtpauum 3anpoca, YHUKanbHbI MOeHTUhUKALWMOHHBIM HOMep 3anpoca U
NPUCBOEHHbIN eMy MpuoputeT.

B TeueHne MakCMManbHOrO BPEMEHM peakuuu, COracoBaHHOro B HacToslweM PernameHTe (M.n.6.4, ecnu
MHbIE CPOKWM He O0roBopeHbl B onucaHuu Ycnyrun), WcnonHuteno obecnedymBaeT Haalexallyo
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MapwpyTnsaumio 3anpoca Ha COTPYAHMKOB McnonHWTens, OTBETCTBEHHbLIX 3a 06paboTKy 3anpocoB Ha
M3MEeHeHNe KOHDUrypaunm OencTByowmnx Ycnyr.

3anpoc Ha M3MEHeHMe KOHQUrypauumn Jencteytowen Ycnyru, pernctpupyemoin 8 CPO McnonHutens, B
0653aTeNbHOM NOpPAAKe AOMKEH COAEPXKATb Ceayowyo MHDopMaLmio:

HanMeHoBaHMe KOMMaHMKM 3aKasumka.

Mma v damunuio MHmMumatopa 3anpoca.

TenedoHHbIN HOMEP N/Un agpec 31eKTPOHHOM no4dTbl MHMUMaTopa 3anpoca.

Bpemsa peruncrtpauunmn 3anpoca.

MpoeHTUdUKaLUMOHHbIM HoOMep 3anpoca.

MpuoputeT 3anpoca.

CKaH-Konuio 3aKasa Ha U3MeHeHWe KOHdUrypauum gencTteylowen Ycayrm c noMeTkon «M3aMeHeHue» u
YKa3aHWEM HOMepa M AaTbl, paHee nepegaHHoro 3akasuynkom McnonHutento 3akasa Ha NOAK/KYEHME UN
M3MeHeHNe KOHbUrypaunm gencteyowen Ycnyrm, NnognncaHHyo YNOoNHOMOYEHHbIM TIMLOM 3aKa34duKa.

Mpn HeobXxoaANMMOCTN MHXKeHepbl NMcnonHUTeNsa, HENOCPEACTBEHHO OTBEYaloLWMe 3a UCNONHEHMe 3anpoca,
CcBA3bIBaOTCA C MHMUMATOpOM 3anpoca Ansa uenen yToyHeHua petanen no 3anpocy. B cnydyae, ecnu
nHbopMauus, 3anpawmBaeMan MHXeHepaMn MicnofHuUTens, He MoXeT 6blTb NpefoctaBneHa MHMUMATOpPOM
3anpoca B MOMEHT HenocpencTBeHHOM CBA3U, McnonHWTeNb BRApaBe YBENMYUTb MakCMManbHOe BpeMs
pelweHmns 3anpoca NPonopLMoHanbHO Nepmuoay OXWAaaHWsa OONONHUTENbHOM MHBOPMauun oT MHMuMaTopa
3anpoca. B cnyyae, ecnu WHuumaTop 3anpoca He npepocTaBnsaet WCnNonHUTento [ONONHUTENbHOMN
nHbopMaUnmM ona peweHna 3anpoca B TedeHue 5 (MaTtu) pabouymx OHEN C MOMEHTa YTOYHEHUSa OeTanen no
3anpocy, Takol 3anpoc CYNTAETCA OTMEHEHHbBIM N MOAJIEXUT 3aKPbITUIO.

Mocne npoBeneHnsa paboT No 3anpocy Ha U3MeHeHne KoOHPUrypauum gencreytowen Ycayru, IcnonHuTenb
perncTpupyetT NpousBedeHHbi 0b6beM paboT M BClO HeobxoauMmylo MHopMauuto no 3anpocy B CPO u
cBA3biBaeTca ¢ MHuumatopom 3anpoca ANs NOLTBEPXKOEHUS YCNELWHOCTM BbIMONHEHMA 3anpoca. [Mpu
nonyyeHnm nopreepxpeHuns ot MHuumatopa 3anpoca, McnonHutenb 3akpbiBaeT 3anpoc B CPO. Ecnum
VMHuumatop 3anpoca He MnoaTBep)XAaeT YCNEeWHOCTb BbINONMHEeHMs 3anpoca, McnonHutenb oueHuBaeT
npousBeaeHHble No 3anpocy paboTbl, CcOrnacoBbiBaeT ¢ MHMUMATOPOM 3anpoca Npono/HKeHue paboT no
3anpocy U CNMCOK OOMNONHUTENbHbIX HEOOXOAUMBIX K MCMOMHEHMIO paboT. B cnyyae ecnn nogTBepXaeHue
UMW OTKNIOHEHME YCMELWHOCTM BbINONHEHUA 3anpoca He 6bino nonydeHo McnonHutenem ot MHuMumaTopa
3anpoca B TeyeHue 5 (Matn) paboumx gHen c MOMeHTa nepepaym McnonHutenem B agpec MHuumaTtopa
3anpoca yBegomieHma 06 okoHYaHMKM paboT no 3anpocy, Takon 3anpoc CYMTAETCH YCNELWHO BbINMOJHEHHbLIM
M NOANEXUT 3aKPbITHIO.

M3aMeHeHMe Ycnyru, BAUAIOLLEE HA WM3MEHEeHWEe KOHEeYyHOW cToumMocTu [oroBopa, TpebyeT nepecMoTpa
NosIoXeHUn 06 ycnoBMaX U CTOMMOCTU HacToslero [loroeopa M OO/MKHO 6biTb cornacosaHo CTopoHaMu B
[ONoONHNTENbHOM COrnaleHnn K HacToawemy [lorosopy.

10. OTKJ/IHOYEHME YCNVIU

Mpn BO3HUKHOBEHMM Yy 3aKa3uymka HEOOXOAMMOCTU B OTK/OYEHUU OencTBytowen Ycniyru, npencraBuTenb
3aka3umka, 13 ymcna nuu, ynosHOMOYEHHbIX HAaCTOSAWMM PernaMeHToM, MHULMUPYET nepefady 3anpoca Ha
OTK/OYeHMe Ycnyru B agpec VicnonHutens.

3anpocbl Ha OTK/OYEeHMe pencTeylowmnx Ycnyr MoryT 6biTb nepefaHbl 3akas3uMkoM McnonHutento
nocpencTeoM obpaweHns B KoHTakTHbIM LleHTp WcnonHuTens nocpefncTBoM nepepayn coobuweHus
3NEeKTPOHHOM MOYThl, a TakxKe no TenedoHy. ONa uenen onepatMBHoM 06paboTKK 3anpoc Ha OTKJYeHue
nencreyolwen Ycnyrm oomkeH 6biTb nepenaH B dopMmaTte 3akasa (dopmbl 3akasa Ycnyr npuBeneHbl B
MpunoxeHnax K HacToaweMmy [lorosopy).

[ns uenen KOHTPONA KayecTsa Npu BbINOAHEHUW paboT no 3anpocy, NcnonHutenb perncTtpupyet 3anpoc
3aKas4ymnka B cobcTBeHHoM CPO c npucBOEHMEM 3anpocy YHUKANbHOIo naeHTUPUKaLMoHHOro HoMepa.
Mocne perunctpaumn 3anpoca 3akasumka B CPO WcnonHuTenb, MCNONb3ys nepefaHHyto 3aKa3umMKoMm
KOHTaKTHYO MHopMauuio, MHPopMMpyeT 3akasumka O TOM, 4YTo obpauieHune 6bl10 3aperncTpMpoBaHo,
coobuaeT 3aKa3uymMKy BpeMs perncTpaumnmn 3anpoca, yHUKanbHbl MOAEHTUPUKALMOHHbBIN HOMep 3anpoca u
NPUCBOEHHbIN eMy MpuopuTeT.

B TeyeHMe MaKCMManbHOro BPEMEHW peaKkuMu, COrnacoBaHHOro B HactoauweM PernameHTe (n. 6.4, ecnu
WHble CPOKM He OroBOpeHbl B onucaHuu VYcnyru), WcnonHuTenb obecneymBaeT Hagfexallyro
MapLlpyTM3auno 3anpoca Ha COTPYAHWKOB McnonHWTens, OTBETCTBEHHbIX 3a 06paboTKy 3anpocoB Ha
NoAKAoYeHme Ycnyr.

3anpoc Ha OTK/oYeHWe aencTeylowen Yonyru, peructpupyemboin B CPO UcnonHutensa, B ob6s3aTeNibHOM
nopsaKe OO/MKEH CoAepXXaTb Cenywyo nHGopMaumio:

HavmeHoBaHMe KOMMaHnK 3aKa3uuka.

Mma n damunuio MHmMumatopa 3anpoca.

TenedoHHbIN HOMEP U aapec 3NEKTPOHHON NoyTbl MHMUKMaTopa 3anpoca.

Bpemsa peructpaumnm 3anpoca.

MpoeHTUPMKaLuMOHHbIM HoMep 3anpoca.

MpuoputeT 3anpoca.

CkaH-Konuio 3aKasa Ha OTK/IloUYeHWe AencTByowWwen Ycnyrm c noMeTkon « OTK0YeHME» U YKa3aHUeM HoMepa
M paTbl paHee nepefaHHOro 3aka3yuMkoM WMcnonHuTento 3akasa Ha NOAK/IYEHME WNU U3MEHEHUe
KOH@Urypaummn gencTeyowen Ycayru, nognmcaHHy YNOJHOMOYEHHbIM NMLOM 3aKa3ymKa.

CtpaHnua 7 u3 10



10.7.

10.8.

10.9.

11.1.

11.1.12.
11.1.2.
11.1.3.

11.2.

11.3.

12.1.

12.2.

12.2.1.

12.2.2.
12.3.

13.

13.1.

13.2.

Mpn HeoB6XoQMMOCTU, MHXKEHePbl IcNONHUTeNA, HEMOCPEACTBEHHO OTBEYalLWMe 3a UCNOoNHEHMe 3anpoca,
CcBA3bIBaOTCA C MHMUMATOpPOM 3anpoca Ans uenen yToyHeHua petanen no 3anpocy. B cnydyae, ecnu
nHbopMauus, 3anpawmBaeMan UHXeHepaMn MicnonHuUTens, He MOXeT bbiTb NpefocTasneHa MHMUMaATOpoOM
3anpoca B MOMEHT HenocpencTBeHHOM CBA3U, McnonHWTeNnb BMNpaBe YBENMYUTb MakCMManbHOe BpeMs
pelweHmns 3anpoca NPonopLMoHanbHO Nepmuoay OXWAaaHusa OONONHUTENbHOM MHBOPMauun oT MHMuMaTopa
3anpoca. B cnyyae, ecnu WHuumaTop 3anpoca He npepocTaBnset WcnonHuTento [ONoOAHUTENbHOMN
MHbopMaunm gna peweHms 3anpoca B TedeHue 5 (Matu) paboumx OHEN C MOMEHTa YTOYHEHMA OeTanen no
3anpocy, Takol 3anpoc CYMTAETCAa OTMEHEHHbIM U MOONEXUT 3aKPbITUIO.

Mocne npoBeneHnsa paboT nNo 3anpocy Ha OTK/OYeHMe aencTByowen Ycnyrm, IcnonHuTtenb pernctpmpyer
Nnpou3BeAeHHbIN 06beM paboT M BCO HeobxoauMyr MHGopmaumio no 3anpocy B CPO mn cBA3biBaeTcs C
VHnumatopoM 3anpoca ANa MOATBEPXKAEHUS YCNEWHOCTM BbiNONHeHMA 3anpoca. [lpu noaydeHun
NOATBEPXAEHUA OT MHuMumaTopa 3anpoca, McnonHutenb 3akpbiBaeT 3anpoc B CPO. Ecnn UHuymatop
3anpoca He NOATBEPXXAAEeT YCNEWHOCTb BbiNOoNHeHNa 3anpoca, MicnonHuTenb oueHMBaeT NPOU3BEOEHHbIEe
no 3anpocy paboTbl, cornacoBbiBaeT ¢ MHMLMATOPOM 3anpoca Npoao/kKeHne paboT no 3anpocy U CNMCcokK
[LOMOJIHUTENIbHbIX HEOBXOAMMbIX K UCMONHEHUIO paboT. B cnydyae ecnv NoaTBEPXAEHWE WU OTKJIOHEHUE
YCMELWHOCTN BbINOMHEHNA 3anpoca He 6biao nonyyeHo McnonHutenem oT MIHMUMaTopa 3anpoca B TeyeHne 5
(MaTtn) paboumx gHeN c MOMeHTa nepepadn NcnonHutenem B agpec MHMUMaTopa 3anpoca yBeaoMseHms oo
OKOHYaHMM paboT no 3anpocy, TakoM 3anpoc CYUTAETCA YCMNELWHO BbINOJHEHHbIM U MOANEXUT 3aKPbITUIO.
OTkNoYeHne Ycnyrm, BAMAKOWEE Ha M3MEHEHME KOHeYHOoM cTomMocTu [orosopa, TpebyeT nepecmoTpa
NONOXEHUN 06 YCNOBUSAX M CTOMMOCTM HacTosAwero [oroBopa M AOMKHO BbiTb cornacoBaHo CTopoHaMu B
[ONONHNTENbHOM COrnaleHnn K HacTosawemy [lorosopy.

11. 3CKANALIMA 3AMNPOCOB

NcnonHuteno obecneymBaeT BbINOMHEHWE Mpouenyp BHYTPEHHEeN 3ckanauum npu obpaboTke 3anpocoB
3aKa3umka B CneayloLmnx caydaax:

McnonHuTtento gna nposeaeHnsa pabot no 3anpocy TpebyeTca npuBnevyeHmne 4ONONHUTENbHbBIX PECYPCOB;

B MOMEHT nogayn 3anpoca TpeboBaHMa 3aKa3ymMKa BbIXOAAT 3@ PaMKKM OKa3blBaeMbIX 3aKa3uymnky YCnyr;

ANA cornacoBaHua C 3aka3yMKOM BOMPOCOB, BO3HMKLWWX B XOA4e BbINOAHEHMs paboT no 3anpocy wu
HaxoOsaLWNXCA BHE 30Hbl KOMNETEHUMM NN OTBETCTBEHHOCTM McnonHutens.

Mpn onncaHHbiX B N. 11.1 HacToswero PernaMmeHTa cayyasax ackanauum 3anpoca CTOpOHbl 4OroBapuBatoTCs
0 BO3MOXXHOM YBE/IMYEHUN MAKCMMa/IbHOro BpEMEHM pellenms npu obpaboTke 3anpoca. Takme yBen4YeHus
cornacytotcs CTopoHaMu B OTAE/IbHOM NOPSAKE B XOAE BbINOJIHEHMS paboT no 3anpocy.

B cnyyae, ecnu onsa peweHunsa 3anpoca TpebyeTca BbinonHeHWe paboT BEHAOPOM/BHELWHMM NOAPAAYMKOM (M.
6.3. MpunoxeHua N2 2.0. k JoroBopy), cnonHUTenb HOOPMUPYET 3aKa3umKa O CPOKaX, YCTAHOBJIEHHbIX
BEHAOPOM/BHELWHNM NOAPSAAYMKOM ANA peweHus Takoro 3anpoca. B ykasaHHOM cnyyae WcnonHutenb
BNpaBe YBENMUYUTb MaKCMManbHOe BpeMs pelweHus 3anpoca nponopuMoHanbHO Mepuoay Cpoka,
YCTAaHOB/IEHHOI0 BEHAOPOM/BHELWHUM MOAPAOYMKOM ANS peleHuns Takoro 3anpoca. icnonHutenb He HeceT
OTBETCTBEHHOCTb nepen 3akKa3uyMKOM 3a npeBbllleHVWe BEeHOOPOM/BHEWHUM MNOAPSAAYMKOM CPOKOB
BblIMoNHEHUA paboT, HanpaBNeHHbIX Ha peweHMe 3anpoca.

12. yCd/10BU4A NMPOBEOEHUA PETTTAMEHTHbBIX UW/WUJTU CPOYHbLIX PABOT

NcnonHutenb MMeeT NpaBo, YBEAOMMB MO 3/1EKTPOHHOM NOYTe YNOJNHOMOYEHHOE (-ble) 11uo (-a) 3akasuunka,
yKa3aHHoro (-bix) B 0. 3.3. HacToswero PernaMeHTa, npepbiBaTh NpefocTaBneHme goctyna K Ycayre B cyyae
npoBeaeHnsa PernaMmeHTHbIX n/munu Cpo4dHbix paboT.

Ecnv nHoe He yCTaHOB/IEHO B COOTBETCTBYKLWEM pa3aene SLA Ycnyr, UcnonHutenb o6a3yeTca yBeaoMuUTb
3aka3uuka:

0 NpoBefeHUN PernamMeHTHbIX paboT B CPOK HE MeHee, YeM 3a 2 (aBa) paboymx gHA 0O Hayana NpPoBeLeHUS
Takux pabor;

0 npoBefeHnn CpoyHbix paboT - HemocpeacTBEHHO Nepep HavyanoM NpoBefeHNsa Takux paboT.

NHble yCNOBMA M XapaKTepPUCTUKU NPOBeAeHus PernaMeHTHbIX u/uam CpoyHbiX paboT npeaycMOTPEeHbl B
CooTBETCTBYHOLWEM pa3gene SLA Ycnyr.

MoPAAOK B3AMMOLENCTBMA CTOPOH B OTHOLLEHMU BbINJIATbI KOMMEHCALMU UCNONTHUTENS 3A
HAPYLWEHWE YCNOBWI OOCTYNHOCTU YCNYTW, BPEMEHW PEAKLIUW U BPEMEHW BOCCTAHOBJ/IEHUA

B cnyyae o6OHapy)XeHMs 3aKa3uMKOM OCHOBaHMA nOnsa BbinaaTol wTpada, yctaHoBneHHoro n. 7.1.
MpunoxeHna N2 2.0. k [Joroeopy, 3aKasuynmk MoxeT B TeyeHue 60 (WecTMaecaTv) KaneHOapHbIX OHeNn c
MOMEHTa OOHapy)XeHus HapylweHus YycioBuin [OCTYynHOCTM VYCNyrv, BpPEMEeHU peakuuu, BPEMEHMU
BOCCTAHOBJIEHMA, HANpPaBUTb VICMONHUTENIO NPETEH3MI0, PYKOBOACTBYACh NPaBuaamMm 1 ycaoBUAMKU nogavn
O6palleHnin, ykasaHHbIMM B HactodaweM PernameHte. lMpeTeH3usa OokHa OblTb 0OOCHOBAHHOWM, K Hel
OOJIKHbI BbITb MPUNOXKEHDBI AOKYMEHTbI, MOATBEPXKAAOWMe TpeboBaHMA 3aKa3umKa.

McnonHuTtenb 0693aH pacCMOTPETb NOJTYyYEHHYH0 NPeTeH3uto 3aKa3umka B TedyeHume 5 (Matn) paboumx gHem c
MOMEHTa ee nosydeHus. Ecnn npeTeH3nsa npusHaetca McnonHutenem ob6oCHOBaHHOM, TO McnonHutenb
0653yeTca coobwmntb 06 ykasaHHOM 3aKa3uyMKy B MOPSAKe B3auMMOOENCTBUA CTOPOH, YCTAHOBJIEHHOrO
HacToAWMUM PernaMeHToM.
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13.3.

13.4.

14.1.

14.2.

14.3.

14.4.

14.5.

14.6.

Mo uctedyeHun OTYETHOro nepuopa BMecTe C AKTOM 3a o4depepgHon OT4yeTHbI nepuop WcnonHuTtenb
HanpaensaeT B agpec 3aka3uynka AKT O B3anMo3sayeTe.

MpW HapylweHUn 3aKa3zyMKoM CpoKa, NpeaycMoTpeHHoro B n. 13.1 HacToAuwero PernameHTa, Uan ycioBum
nogayun npeteHsnmn, IcnonHuTenb BNpaBe OTKa3aTb B NPefOCTaB/eHMN KOMMNEHCALNN.

14. OMNOBELLEHWUE 3AKA3YMKA OB MHLUMOEHTAX UH®OPMALIMOHHOM BE3OMNACHOCTU

B cnyyae o6HapyxeHua WcnonHuTeneM WHUMAEHTa MHMOPMaUMOHHOM 6Ge30MacHOCTU, CBSA3AHHOMO C
OYHKLMOHMPOBAHMEM MHDPACTPYKTYPbl 061a4yHOoM nnatdopMbl ICNONHUTENSA, U KOTOPbIN MOXET NOBJIeYb 3a
cobon (MM NOBNEKLLEro) HapylweHMe KOHPUAEHUMANbHOCTM M LEeNOCTHOCTU AaHHbIX 3aKa3uymKka, a Takxke
OOCTYMHOCTU NpefocTaBiseMblXx 3aKa3yMKoM Ha 6Ga3ze MHbpacTpykTypbl NcnonHuTensa cepBmMcoB U Ycnyr,

McnonHuteno o069a3yeTca yBeAOMUTb O BbISBIEHHOM WHUWMOEHTE YMNONHOMOYEHHOro npepcraBuTens

3aKasunka B TeyeHue 24 (ABaguLATM YeTblpex) 4YacoB MOC/e BbiABMEHUA W NoKanu3aumm (yCTaHOBNEHUA

petanen) MHUMOEHTA C MCMNOMb30BaHWEM €ro KOHTaKTHbIX AaHHbIX, MPUBEAEHHbIX B M. 3.3 HacToawero

PernameHTa.

K nepeyHio MHUMOEHTOB MH(OPMaLMOHHON 6e30MacHOCTM, O KOTOpbIX McnonHuTenb A0/MKeH coobuaTtb

3aKa34ymky, OTHOCATCS:

e 06x04 nepuMeTpoBbIX cpeacTB 3awmTtbl 1 WEB Application Firewall (WAF) B coctaBe MHQpPaCTPYKTypbl
obnayHom nnathopMbl IcnonHUTENA, NOBAEKWMX 3@ CO60M BO3MOXHbI HECAaHKLUNMOHUPOBAHHbIN AOCTYN
K «OpraHmnsaummn» (TeHaHTy) 3aKa3uymKa C MCNosib30BaHNEM KOHconu ynpasneHua SberCloud Enterprise
M KOHCONWM YNpaBfeHNa pe3epBHbIM KONMpoBaHMeM BM;

e 06x0[4 cpeacTB 3aWwmnTbl MHGOPMaALMKN B cocTaBe MHDPACTPYKTYpbl ob61adyHon nnatdopMbl McnonHutensa u
cpencte eé ynpaBfeHus, MOBNEKWMX 3a cobol HeCaHKUMOHWMPOBAHHbLIN [OCTyn K «OpraHusaunm»
(TeHaHTy) 3aKa34unKa;

e rocnepoBaTenbHOCTb COGLITUM WMHPOPMAUMOHHOM 6e30MacHOCTU, BbIABNEHHbIX cpeacTtBamu SIEM
McnonHuUTena v CBUOETENbCTBYOLWMX O BO3MOXXHOM goctyne K «OpraHnsaummn» (TeHaHTy) 3aKasymka us
«OpraHnsaummn» (TeHaHTa) Apyroro 3akasunka MHPpPacTpykTypbl 06navyHon nnatdopmbl McnonHutensa B
obxon MexaHM3MOB 3aluTbl obnadyHoM nnatdopMmbl, obecneymBarWmnx usonaumo «OpraHmMsauniny
(TeHaHTOB) 3aKa34MKOB OpYr OT Apyra;

e HECAHKUMOHUPOBAHHbLIA [OCTYN K MEepPCOHaNibHbIM  OaHHbIM  3akKa3uyuMKa, pPacrnosIOXeHHbIM B
MHPOPMALMOHHbBIX CUCTEMAX MepCOHaNbHbIX AaHHbIX McnonHuTena!, KOTopbi MOXeT MPUBECTU UK
npuBen K notepe, yTeuke UamM M3MEeHEeHUI0 NepPCOHalbHbIX AaHHbIX 3aKa34ymKa; HECAHKLMOHUPOBAHHbIN
dusnyeckmn pgoctyn K obopynoBaHU MHMPACTPYKTypbl o6nadyHon nnatdopmbl WMcnonHutens,
pasMewawwemMy MHOOPMaLNOHHbIE CUCTEMDBI 3aKa34nKa;

e B C/lydyae OKasaHua 3akasumky McnonHutenem pononHutenoHon ycnyru SberCloud Managed Services,
WHUMOEHTbI, CBA3aHHble C HenpegHaMepeHHbIMW AEeNCTBUAMU COTPYOHWKOB WMcrnonHutensa B xoge
agMUHUCTpUpoBaHua BLLIOL 3akasunka, NoBAeKwWwMmM 3a coboM HapyleHne KOHOUAEHUMANbHOCTU U/UNKn
LENOCTHOCTM [aHHbIX 3aKa3uyMKa, a TakKXe [OCTYNHOCTM MpenocTtaBnseMblXx 3aKa3uMkoM Ha 6ase
MHOPaACTPYKTYPbl ICNONHUTENA CEPBUCOB U/WUMN YCNYT;

e Mpoyne UHUMAOEHTbl WMHbOPMaUMOHHOM 6e30MacHOCTM, CBA3aHHble C GYHKUWMOHUPOBAHUEM WU/UNK
obcnyxmBaHneM NMHGPaCTPyKTypbl o61adHon nnatdopmbl MICNONHUTENS KU Moryuwme nosnedb 3a cobol
(v noBnekwwue) HapylweHne KOHPUAOEHUMANbHOCTM W LENIOCTHOCTM OaHHbIX 3akasuyuka, a Takxke
LOCTYNHOCTW NpefocTaBnsemMblx 3aka3umkom Ha 6ase MHGpPacTpykTypbl MCNoNHUTENA CEPBUCOB U YCYr.

OeTtann o6 MHUMOEeHTe MHDOPMALMOHHOM 6e30MacHOCTM, HanpPaBiATCA Ha afpec 3/IEKTPOHHOM MOoYThbI

YNOTHOMOYEHHOTO NpeacTaBuTens 3akas4ymka 1 cogepykaT crieayrowyo MHbopMauuio:

e KpaTKoe onucaHue nHumpeHTa MHbopMaLuNoOHHON 6e3onacHoCTH;

e [aTa 1 BPeMS BO3HUKHOBEHUSA MHUULOEHTA;

e MoOCNeacTBMa MHUMAEHTa ONa 3aKasuuka, ero BM, 1 ero nepcoHanbHbiX AaHHbIX, obpabaTbiBaeMblX B
MHPOPMALMOHHbBIX CMCTEMAax MepCOoHaNbHbIX AaHHbIX cnonHUTensa, aBToMaTU3MPYOLWKNX OeATENbHOCTb
NcnonHutens;

e TMpennpuHATbIE Warn Mo paspeleHnio MHUMAeHTa (KpaTKkoe onucaHuMe TOro, Kakuve [Oenctevs B
OTHOLWEHUN UHUMAEHTa Bbln NpeanpuHATel McnonHutenem);

e NpeanpuHATbie Waru no yBegoMJIEHWIO HaA30pPHbIX OPraHoB (B ciyyae ecnm Takaa HeobxoauMMocTb B
OTHOLWEHWM paccMaTPMBaAEMOro MHUMAEHTA onpeaeneHa 3akoHoaaTelbCTBOM Poccuinckon depepaumn).

O6s3atenbCcTBO  MicmonHMTENns Mo yBeAOMJEHMIO 3aka3yuMka 00 MHUMAeHTax WHPOpPMaLMOHHOM

6e30MacHOCTM He pPacnpocTpaHsaeTcs Ha WHUMAEHTbI, Bbi3BaHHble [OEWCTBMAMW 3akasuuka, Wam

npousolwenwne B paMKax KOMMOHEHTOB BMUPTyaslbHOW MHGPACTPYKTYpbl 3aka3uMka, 3a KoTopble HeceT

OTBETCTBEHHOCTb 3aKa3uuK.

Co cTopoHbl McnonHutena B KayecTBe MuUa, OCYLLECTB/IAKLWEro B3aMMOAENCTBME C 3aKas3uuMKOM Mo

BonpocaM o06paboTKKN BbIIBIEHHOrO MHUMAEHTA MHPOPMALMOHHON 6e30nacHOCTU, BbicTynaeT KOHTAKTHbIN

LleHTp UcnonHutens.

XypHanupoBaHue cobbiTUn MHGOPMALUMOHHON 6e30MacHOCTM OCYLLECTBAAETCA BCEMWU KOMIMOHEHTaMu

MHbpPaACcTPYKTypbl obnadyHon nnatpopmbl NcnonHUTENs, BKAKOYas, HO HE OrpaHUYMBaAsACb KOMMOHEHTaMMU

! 3a ucknouenueM MOH 3aka3unka, obpabaTbiBaeMbiXx B €ro MHPOPMAUMOHHBIX CUCTeMax, pasMeliaeMbix Ha 6a3ze MHGPACTPYKTYpbl 061a4YHOM
nnatbopmbl cnonHutens.
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14.7.

14.8.

14.9.

14.10.

caMol obnayHon nnatdopMmbl, CpeacTBaMm 3alWnTbl MHOOPMALMKM B COCTaBe MHPPACTPYKTypbl 06nayvyHom
nnatdopMbl, TENEKOMMYHUKALMOHHBIM U NPo4YMM 06opyaoBaHnemM MHDPaACTPYKTYPbI.

BbisBneHMe WHUMOEHTOB MHGOPMAUMOHHON 6e30MacHOCTU OCYLLEeCTBNAETCA COMMacHO YTBEPXKAEHHOMY
BHYTPEHHEMY PerfnameHTy ynpaBrieHusa CobbITUAMN U MHUMAEHTAMN MHDOPMaLMOHHON 6e30MacHOCTH.

Ona aBTOMaTM3auMuM MPOLECCOB BbIABMEHUA W pPearnpoBaHUA Ha WHUUOEHTbl WMHGOPMALUOHHOM
6e30MacHOCTM Ha CTOpOHe WcnonHuWTensa uUCnonb3ylTca cpeactBa cbopa M aHanmsa cobbiTui
nHbopMaunmoHHon 6GesonacHoctM knacca SIEM  (Security Information and Event Management) c
npuenedeHnem ycnyrm BHewHero SOC (Security Operations Center).

B xo4e ocyllecTBNeHMA pacc/iefoBaHMa No GakTy BbiSBNEHUA MHUMAEHTA MHPOPMALMOHHOM 6e3onacHoCTH
McnonHuTenb BnpaBe OTKPbIBaTb AN CBOWX COTPYAHWKOB, OCYLLECTBASAWWMX paccienoBaHue, w
OCYLLECTBAATb AOCTYN K XXYPHany cobbiTuin « OpraHmsaunm» (TeHaHTa) 3akasuumka.

B xo4e ocyllecTBNieHMS pacc/iefoBaHMa No GaKTy BbIABNEHUA MHUMAEHTA MHPOPMALMOHHOM 6e30nacHoCTH
3aKa34ynK QOMKEH MMETb rapaHTUPOBAHHbLIA LOCTYN K XYpHany cobbituin cBoen «OpraHmsaunmy (TeHaHTa)
Ha Nepuoja paccnenoBaHUA C BO3MOXHOCTbIO €ro BbirPy3KW BO BHELWHUI Gann. MNpu 3ToM 3aKa3uunk Bnpase
3anpawmreatb Yy MWCNonHUTENns BbIFPY3KM U3 XKYPHanoB CO6bITM CcpencTB  3awuTbl  MHbOPMaUMu
MHbPACTPYKTYypbl obnadyHon nnatdopmbl, BKA4as cpeactsa SIEM,  cogepkawux — cobbitus,
CBMAETENbCTBYIOWME O BO3HUKHOBEHMU BbIABNEHHOrO WMHUMUOEHTA WHDOPMauMOHHOW 6e3omnacHOCTM 3a
COOTBETCTBYIOWMI NEepPUOL, BpeMeH!.
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