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MPUNOXXEHUE N2 4

K [lorosopy
PEMTTAMEHT BSAMMOLOENCTBUA CTOPOH
1. HA3HAYEHWME OOKYMEHTA
Hactoawmn PernameHT B3aumopencteusa CTopoH (panee - PernameHT) onpepenser MpUHLMNLI

knaccudukaumnm n ycnosmsa o6pabotkn O6palleHnii 3aka3umnka K MICnonHuTeNo, a Takke oblime yciosus u
nopanoK B3aumMomencTeusa cnyx6 3axasuuka u McnonHuTend B npouecce npenoctaBieHus Ycayru no
[orosopy, 1 ABAAETCA HEOTbEM/IEMON €ro 4acTbio.

PernameHT COOEPXUT TaKKe OnmncaHme npoLeayp, OTHOCSALIMXCS K YCTPAaHEHMUIO HEUCMPaBHOCTEN, 3cKanaumum
M NpoBeaeHuto PernaMeHTHbIX, CPoUHbIX U/unun MpenasapuitHbix paborT.

2. TEPMWHbI N COKPALLEHUA

Bpems peakumm

Bpems peweHus

BeHpgop

3anpoc

3anpoc Ha u3MeHeHune

3anpoc Ha o6cnyxnBaHne

UHeHep

UHuynarop 3anpoca

UHUn[eHT

KOHTaKTHBIV UEHTP
Homep 3anpoca

ObpatyerHne

lMpunopurer

Cucrema Perucrpaymu
Obpawermii (CPO)
Yr10/1HOMOYEHHbIV

npencrasuTesib 3aKa3ymka

YrnosnHoMoYeHHbIV
npegcraBuTesib VICroiHUTe1Ia

NPOMEXXYTOK BPEMEHU, B TeYEHWEe KOToporo McnonHuTenb, NOMyYMBLINIA
YCTAHOBMIEHHbIM  Ccnocobom obpaleHue, Knaccuuumpyet  ero,
pPEerncTpupyeT c NPUCBOEHMEM UAEHTUGUKALUMOHHOIO HOMepa M NpUCTynaeT
K ero obpaboTtke.

NPOMEXYTOK BPEMEHM C MOMEeHTa Hadvana peructpaumm ObpaleHus
BbIMOJIHEHUA OMepauuin 0o MOJIHOTO 3aBepueHus paboT no obpaboTke
obpalueHmna 6e3 yyeta BpeMEHU KOMMYHUKAUUIN Mexay npeactaButenamm
3aka3uumka n MicnonHutens.

KOMMaHuA, BbiNycKatowas v NocTaBnaowas NpoayKTbl U YCIyrv Nog cBoew
TOProBOW MapKoMn.

3apernctpupoBaHHoe B CPO Ob6paleHue.

3a9BKa, ABnaWanca GopMaaM30BaHHbIM MPeaOXXEHMEM O peanunsauun
N3MEHeHUs MHPOPMaLMOHHOrO pecypca: fobasneHnsa, moandukaunm unm
yAaneHus, BbiNOIHAEMOro NocpeacTBOM 0bULMaNbHbIX U KOHTPOMPYEMbIX
npoueayp U3MeHeHus.

hopMann3oBaHHbLIA 3anpoC Ha BbIMOJIHEHME CTaHAAPTHbIX OEeNCTBUN B
paMKax TEXHUYECKOM NoanepXKN, He Tpebyrowmnx nameHennsa UT-ycnyru un
He BbI3BaHHbIX CHWMXEHMEM KayecTBa e€e OKas3aHua wunuM 3aaBkKa,
npegonpenensaowan CcraHgapTHOE C TOYKU 3peHUs MHDOPMaLMOHHbIX
TEXHONIOrTU OEeNCTBME MO YCTPAHEHUIO COOLITUA, ABNAIOWEroCsa 4acTbio
HopManbHon paboTbl UT-ycnyru n He cnoco6HOro NPUBECTU K OCTaHOBKE
YCIYTU UNU CHUXXEHUIO KauyecTBa ee OKasaHus.

TEXHUYECKUN COTPYAHUK WcnonHuTensa, HasHayeHHbI OTBETCTBEHHLIM
nMuoM 3a peweHne NHunpeHTa.

YNOTHOMOYEHHbIN npeacTaBuTeNnb  3aKasuyuka, MHULMNPOBABLUUI
COOTBETCTBYIOWMI 3anpoc.

noboe cobbiTne, He asndawueecs yacTbto HOpManbHOro
YHKUMOHUPOBAHMA YCIyrn, KOTopoe MPUBENO UAN MOXET MPUBECTM K
NpepbIBaHMIO UK CHUXXEHWIO KayecTBa ee oKasaHus.

LleHTp 06paboTkn obpalleHnin 3aKkasumka.
perncTpauMoHHbIi HoMep, NpuceanBaemMbln 3anpocy B CPO.

MHPOpMauUUs, HanpaB/ieHHas YMNOJIHOMOYEHHbIMW  MPeAcTaBUTENSIMU
3aKa3umMka B CTOPOHY WcnonHutens, YCTaHOB/IEHHbIM  [OAHHbLIM
PernamMeHTOM NopsigKoM.

KaTeropusa, ucnonb3lyemas nas Toro, 4Ytobbl YCTAHOBUTb OTHOCUTENbHYIO
BaXKHOCTb 3asBKM 3aka3uuka, onpepenseT ovyepegHocTb 06paboTku un
CTaHOapPTHble HOPMbl BPEMEHW BbINMOJTHEHUSA.

MHbOPMaLMOHHAa cucTteMa WcnonHuTensd, npegHa3HayeHHaa ang
peructpaumm n o6pabotkm O6palweHunii 3akasumka.

COTPYOHMK WNM COTPYAHMKM Ha CTOPOHE 3aKa3uymKka, YNOTHOMOYEHHbIX
HacToAWMM  PernamMeHToM HanpaeBnate  O6paweHusa M 3anpochl
McnonHutento.

COTPYOHUK UNWN COTPYAHUKM Ha CTOpOHe NcnonHutensa, ynolHOMOYEHHble
HacToAwWwMM PernamMeHToM B3aMMOAENCTBOBaTb C 3aKa3uyMKOM B npouecce
06paboTkn ObpalleHnn 1 3anpocoB.
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3. KOHTAKTbI 3AKA3YUKA N NCNONHUTENSA

CTOpOHbI 4OroBapMBarOTCs onpenenuTb CAIUCKM YNONHOMOYEHHbIX KOHTAKTHbIX JINL UM TPYNN KOHTAKTHbIX
nny, KOTopblie MOryTt B3aMMomencTsoBaTb B rnpouecce okasaHusg YCyr rno Hactoswemy [lorosopy.
CnMcoK YyNOHOMOYEHHbIX KOHTaKTHbIX UL AW FPYAN KOHTaKTHbIX nuy, MicnonHutens:

KoHTakTHOE nnLo unu
KomneTeHuus KOHTaKTHble AaHHble
rpynna KOHTaKTHbIX NuLy
KOHTaKTHBIiA LIEHTP MpuHATHE, perncrpaums, Mapu.lpywlaaumq 7] Ten.edJOH: 8 800 444-24-99
oucnetyepusauma ObpaleHnit 3akasymka E-mail: support@sbercloud.ru

3aKa3unk MoxeT ob6patntbca B KOHTAKTHbIM UeHTPp WcnonHutens B T.4. nNo BonpocaMm 06paboTku
NnepcoHanbHbIX AaHHbIX (€CM MPUMEHMMO B pPaMKax oKasaHus YCnyr), ykasaHHble 3anpocbl 3aka3umka
nepecbinatoTca KOHTaKTHbIM LEHTPOM MICNONHUTENA B paMKax ero KOMMeTeHUUN YNOJHOMOYEHHOMY NnLy
McnonHuTtena, oTBeTCTBEHHOMY 33 06paboTKy yKaszaHHbIX 06palLeHuni.

CNMCOK YMOMIHOMOYEHHbIX KOHTaKTHbIX WL WAM TPYMNN KOHTAaKTHbIX /ML, 3aka3uymMka HanpasnseTcs
3aKa3ynkoMm McnonHutento nocpenctsoM JIMYHOro KabuHeTa NGO Ha 3NEKTPOHHYK MNouTy McnonHutens
support@sbercloud.ru no cnepgytouen popme:

KoHTaKTHOe nuuo unu rpynna

KomneTeHuUs KoHTaKTHble faHHble
KOHTaKTHbIX N1y

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

4, METOObl U NOPAAOK KOMMYHUKALIUA

KoMMyHUKaumn  Mexpy 3aka3umkoM U WcnonHuTeneMm  ocCywecTBAstoTca  nyteMm  obpalieHus
YNOMHOMOYEHHOro npeacTaButTens 3akasumka B KOHTaKTHbIM UEHTP McnonHutena c  panbHenwen
MapLlpyTn3aumnen 3anpoca ynoaHOMOYeHHOMY NpeacTaBuTento IcmonHMTeNns B COOTBETCTBUE C TEMATUKOM
3anpoca, Aubo nyteM npaMoro obpalleHMs  YyNONHOMOYEHHOro  NpeacTaBuTens  3aka3uuka
HEMOCPeACTBEHHO K npeactasuTento McnonHuMTens no KOHTaKTaM U B COOTBETCTBUM C KOMMETEHUMSAMMU,
yKasaHHbIMMK B N. 3.2 PernameHTa.

O6palweHna nognexart pernctpaunm B CPO McnonHntensa, MapwpyTnsaumMm M UCNONHEHUIO, @ OOKYMEHTbI
PacCMOTPEHUIO TOJIbKO B C/ly4ae YCMELWHOro MPOXOXAEHWSA MNPeacTaBUTENsSMU 3akasumKka Ccrepyowen
npouenypbl naeHTnbUKaumm:

Mpw nopave O6palleHMa MO 3NEKTPOHHOW NMOYTE — MO UCXOQALWEMY afpecy 3NEeKTPOHHOM MOYTbl MMCbMa.
MpuHMMatloTCa K MicnonHeHuto Tonbko O6palleHuns, NofaHHble C afpPecoB YNOMHOMOYEHHbIX NPeacTaBuTenen
3akas4yunka (n. 3.3 PernameHTa).

Mpwn nogaye O6GpaweHusa no TenedoHy - MOCPEencTBOM coobleHns npu obpalleHun B ogHY M3 cnyxb
NcnonHutens ®NO 1 naeHTUDMKALMOHHOrO HOMepa 3akasuymka (B c/llyyae ero OTCYyTCTBMSA — HOMepa
JoroBopa), N0 KOTOPOMY OCYLLECTBNAETCA NpenocTaBneHmne Ycnyru.

MNcnonHuTtenb BnpaBe He pernctpmpoBaTb ObpalleHne B cayyasx:

Ecnv KOHTakTHOE NMUO 3aKa3yuka He BXOAWT B CMUCOK YMNOJHOMOYEHHbIX KOHTAKTHbIX MWL, UAW Tpynn
KOHTaKTHbIX /1L, 3aKa3ymka cornacHo n. 3.3 PernameHTa.

Ecnn B CPO NcnonHUTens y)ke 3aperncTpmpoBaHo aHanornyHoe ObpalleHne oT OPYroro KOHTAaKTHOro mua
3aka3syumka.

Ecnun 3aka3uyMKoOM HapylweHbl TpeboBaHUA K copepxaHuio ObpalleHnit, onMcaHHble B PernaMeHTe.

B cnyyae nopgaum Ob6paleHnsa npeacraButeneM 3aKasumKka, OTCYTCTBYHOLWMM B CMUCKE YNOMHOMOYEHHbIX
KOHTaKTHbIX INL, UTX FPYNMN KOHTAaKTHbIX 1L, 3aka3yunka, MicnonHuTenb octaBnseT 3a cobom NnpaBo cBA3aTbCA
C YNOJIHOMOYEHHbIM MpepcTaBuTeneM 3akasumka U, NpU NoATBEPXAEHUM UM HEeobXoaMMOCTM Mnepepayu
O6paweHusa, 3apernctpupoBaTtb ObpalleHne cooTBeTCTBYOWNMM obpasom B CPO.

5. KNACCUDUKALMA OBPALLEHUNA

PernameHT npegycMaTpuBaeT cieayowme Tunol O6paleHnin 3akasumka K icnonHuTento:

MHUMOEHT.

3anpoc Ha obcnyXuBaHue.

3anpoc Ha n3MeHeHue.

MpeTeH3Ma B CBA3M C BbiNAaTtol KomneHcauuun (wtpada) 3a HapyweHne JocTynHOCTU YCNyrn, BPeMeHMU
peaKkuuun, BpeMeHM BOCCTaHOB/IEHUS.

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

PernameHT npepycMaTpuBaeT cieayowme Tunol O6paweHnin McnonHuTensa K 3akasynky:
MHbOpMUpPOBaHME O NpoBeaeHUN PernaMeHTHbIX pabor.

MHdopMUpoBaHue o npoBeaeHUn CpoUHbIX paborT.
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5.2.3. MHdopMupoBaHue o npoBeneHun MNpenaBapuitHbix pabor.

6. KATEFOPU3ALIMA U MPUOPUTE3ALNSA OBPALLEHWUI

6.1. O6paleHune, 3apeructpmpoBaHHoe B CPO VcnonHutensa, asnsdeTca 3anpocoM M NOANEXUT KaTeropmsaunm
M npuopuTesayun.
6.2. LleneBble nokasaTtenm No MakCMMalbHOMY BPEMEHMU peaKkumMn N MakKCMManbHOMY BPEMEHWN BOCCTAHOBIEHUS
npun obpaboTke 3anpocoB 3aka3umKa 3aBMUCAT OT NpUCBaMBaeMbix 3anpocam MNpnopuTeTos.
6.3. CTOpPOHbI AOrOBOPUAMCH O criegyrowmx Tunax Obpawenuin (Tabnuua 1).
Tab6n.1. Tunbl O6paleHnin
Tun Mpuoputet OnucaHue npuopuTteTa
MHUMOeHT BNe4yéT 3a coboli OCTAHOBKY WM MOJIHYKD noTepto paboTtocnocobHocTn Ycnyru.
KpuTnuHbii | CTaHOBATCA HEOOCTYMHbl KpUTUYeckue GyHKLUMKU, KOTopble MNpenaTcTBYOT OpraHu3auuu
paboTbl. MHUMAEHT BAMAET Ha BCeX COTPYAHMKOB KOMMaHUKN 3aKa3umnka.
MHUuMOeHT BNe4YyéT 3a cobol 3HauUMTeNbHYO noTepto paboTocnocobHocTM Ycayru, npu 3Tom
Bbicokui MHPOPMaUMOHHAA CUCTEMa CcoxpaHaeT paboTocnocobHOCTb B  OrpaHUYeHHOM oOb6bEMeE.
MHUMOEHT BAMAET Ha rpynny COTPYAHMKOB (oTaen, cnyxba, cektop, rpynna).
NHUumnpeHT
MHunpeHT BNe4yéT 3a coboi HecylecTBeHHYl noTepto pabotocnocobHocTu Ycayru. 370
CpegHui He3HauuTenbHasa ownbka MNn HeynobCTBO, OWMNBKU, KOTOPbIE HE MPENATCTBYIOT NPOBEAEHUIO
onepauuin.
MHUMpeHT BNe4yét 3a coboM YacTUYHYK0 He#oCTYMHOCTb CepBMCa, HEe BMAIOWYI Ha
Huaknm paboTtocnocobHoCTb Ycnyru, peweHne notpebyetcs B OyayueM, 4O KOTOPOro BO3fencTBue
MHUMOEeHTa Ha BbINOJIHEHME TEKYLUMX 3a[a4 He MPOABUTCA UM €ro MOXXHO BPEMEHHO 136exaTb.
3aduKcnupoBaHHasa noTpebHOCTb 3aKa3unka B 06CIYKUBAHUU B paMKax NPeaoCcTaBAseMblX eMy
Ycnyr, He cBsA3aHHaa co c6oeM unu oTkasoM B npepoctaBneHuu Ycnyr. CpoyHbie BOMpOCHI,
BblCOKMI BO3HMKalOWMe Npu 3KcnayaTauuMm YCnyru, OkKasblBalowme BAMAHMA Ha Bu3Hec-npouecchl
nonb3oBaTensa (NpenocTaBNeHne U KOPPEKTUPOBKA MPaB AOCTYyNa, KOPPEKTUPOBKA, BHECEHUNE
3anpoc Ha M yoaneHune faHHbIX).
YUBaAHU
obenyKuBaHUe 3aduKcnpoBaHHas NoTpPebHOCTb 3aka3unka B 06CNYXMBAHUN B paMKax NpeaoCcTaBisieMbIX eMy
Ycnyr, He cBA3aHHaa co c6oeM WAM OTKA3oM B npepocTaBneHun Ycnyr. KoHcynbTauuu
CpenHum nonb3oBatenen no pabote c VYcnyron, npenocTaBneHMe WHCTPYKUMA u  obydarowmx
MaTepuanoB, BOCCTAaHOBMEHME W aHaNW3 AaHHbIX, NPefoCTaB/eHMe CTaTUCTUUYECKUX OAHHbIX,
OT4YeTOoB.
3anpoc Ha Cpentuii [ob6aBneHne, moaubukaumsa wnu ypaneHue 4dero-nnbo, UYTO MOXKET MNOBAMATb Ha Ycnyry
M3MeHeHue (u3MeHeHnAMM BU3HEC-NPOLECcCcoB 1 T.M.).
6.4. VicnonHUTeNb rapaHTUpyeT chnegylwme uenesble nokasaTenu no MakKCUManbHOMY BPEMEHWU peakumu u

MaKCMManbHOMY BPEMEHW BOCCTaHOBNEHUA Npu ob6paboTke ObpalueHmn 3akasunka (Tabnuua 2).

Tabn. 2. Bpemsa peakuuu u Bpemsa BOCCTaHOBNeHMA no O6palleHnam 3aKasumka

Bpemsa
Tun Mpuoputet peakumm Bpems BoccTaHOBNEHUs (4.) cBn
(4.)
KpUTHUYHBIi 0,25 4 24*7 - Tlopoep)Xka ycnyru npepnocraBndetca
3aKa3umKy KPYrnocytoyHo B pabouve u
Bbicokuit 0,25 8 BbIXOAHble (Mpa3gHUYHbIE) OHU.

9*5 - Tlopoep)Xka ycnyrm npepocTaBnsercs
3aka3umky ¢ 09:00 po 18:00 (N0 MOCKOBCKOMY
CpenHuii 0,25 12 BPEMEHM) C MNOHeAenbHWUKa Mo MATHMUY, 3:a
VCK/TIOYEHNEM BbIXOAHbIX Y MPAa3gHUYHbBIX OHEN,
MHUMOEeHT YCTaHOB/EHHbIX [1paBuUTENbCTBOM Poccuinckomn

Depepaunu.
9*5 — Tloppoep)ka ycnyrm npegocTaBnsertcs
24, 3akasumky ¢ 09:00 go 18:00 (N0 MOCKOBCKOMY
. eCc/In MHOE He BPEMEHM) C MNOHeAenbHWKa no nATHMUY, 3a
Hunskunm 0,25 .
ycTaHaBnuBaeTcsa B SLA VCKJTIOYEHNEM BbIXOAHbIX M MPa3gHUYHbBIX OHEN,
Ycnyr YCTaHOBNEHHbIX [1paBUTENbCTBOM Poccuinckom

Depepaunu.
3anpoc Ha 9*5 - TlopoepXka Yycnyrm npepocTaBnsercs
Bbicokui 0,25 48 3aka3umky ¢ 09:00 go 18:00 (N0 MOCKOBCKOMY

obcny>xmBaHue

BPEMEHM) C MOHeAenbHWKa no nATHUUY, 3a
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NUCKNKOYeHneM BbIXOOHbIX U NPa3gHUYHbIX ,D,HGPI,

CpenHuii 0,25 72 YCTAHOBNEHHbIX [MpaBUTENbCTBOM Poccuinckom
Mdepepaunm.
5*8 - Tllopmep)Ka ycnyru npepocrtaBnserca
3akasumky ¢ 09:00 go 18:00 (N0 MOCKOBCKOMY
3anpoc Ha He 0.25 Mo cornacoBaHuio BPEeMEHM) C MOHeAenbHUKa Mo nATHMUY, 3a
M3MeHeHune NPUMEHUMO ’ CTopoH VCKJTIOYEHNEM BbIXOAHbIX M NMPa3gHUYHbBIX AHEN,

YCTAHOB/EHHbIX [1paBuTENbCTBOM Poccuickon
Ddepepaumn.

6.5.

6.6.

6.7.

6.8.

6.8.1.

6.8.2.

6.8.3.

6.8.4.

6.9.

6.10.

6.11.

YKa3aHHble B M. 6.4 ueneBble MokasaTenu MO MaKCUMasibHOMY BPEMEHW peakuum U MakKCUMalbHOMY
BPEMEHU BOCCTAaHOBNEHUS MPUMEHUMbl B C/ly4ae OTCYTCTBMA TakoBbix B SLA Ycnyr. Ecnm B SLA Ycnyr
onpepeneHbl MHble LeneBble NoKa3aTen No MakCMManbHOMY BPEMEHU pPeakLUnM U MaKCUManbHOMY BPEMEHU
BOCCTAHOBJIEHMS, TO OHM 3aMeLLaloT CPOKU, YKa3aHHble N. 6.4 PernaMeHTa.

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

MaKCMManbHOMY BPEMEHU BOCCTAHOBNEHUSA, VICNOMHUTENDb 00 HACTYNJIEHUS KPaMHero cpoka peleHus no

O6palleHNIo MOXeT 3anpocuTb W COrnacoBatb C MHMUMATOPOM 3anpoca M3MeHeHWe npuopuTeTa

O6palleHns U BpPeMEHM BOCCTAaHOBNEHMS MO TakoMy O6palleHuto WM cornacoBaTb NPUOCTaHOBNIEHME

O6palleHnsa 4o CornacoBaHHOM AaThl.

Buabl MHLMOEHTOB, BO3HMKAKOWMX Y 3aKa3uymKa, 3a paspelleHMeM KOTOpPbIX OCYLLEeCTBASETCS obpalleHne K

McnonHutenio:

. oTcyTcTByeT goctyn K KY ENT, KY pesepBHbIM KonupoBaHmeM BM wunm KY ADV, KY MLS pnsa
BbIMOJIHEHMS 3af4ay NO ynpasBieHnio BupTyanbHbIM CEPBEPOM MM TPYNMNon BupTyanbHbIX CEPBEPOB, a
TaKXXe ynpaBneHus y4eTHbIMM 3aNnUCcsaMmM Nonb3oBaTenen;

. OTCYTCTBYET BO3MOXXHOCTb CO3[aHMSA, YNPaBAeHUs, U3MEHEHNA MapaMeTpoB, YAaNeHUs BUPTYyasbHbIX
CepBepoB;

. OTCYTCTBYET BO3MOXHOCTb BblbpaTb Heob6XoauMbl pa3Mep BUPTYaSM3MPOBAHHbLIX BblYUCIUTENbHbIX
MOLLHOCTEN AN CO3[aHMS BUMPTYasibHbIX CEPBEPOB, @ TaKXe BblAENEeHHOro BUPTYaNlbHOro AUCKOBOTO
XpPaHUAMLWaA C Pas3IMYHbIMKN NapaMeTpamMmm NPOU3BOANTENBHOCTM B paMKax COracoBaHHOro 3akasa;

. OTCYTCTBYET [OCTYN B CeTb MIHTEepHeET;

. Bo3MoOxHaa DDoS-ataka Ha nybnukyembir WEB-cepBuc 3aka3uuka, MOCTAB/IEHHbIM Mop, 3aWuTy C
ncnonb3oBaHmem ycnyru SberCloud AntiDDoS unun SberCloud AntiDDoS+WAF (B ciiydyae nogKato4eHuns
COOTBETCTBYHOLWMX YCNyr);

. NOAO3PEHNA HA HEKOPPEKTHble [OeNCTBMSA COTPYAHMKA WcnonHuTens, BbINOJSIHEHHblE MM B XOfAe
npepocTtaBnenus ycnyrm SberCloud Managed Services M nosBnekiwine 3a cobon HapylueHue
KOHPUAEHLMANbHOCTU U/MNY LENOCTHOCTU faHHbIX 3aKa3umnKa, a TakXKe [OCTYNHOCTU NPefoCTaBAseMbIX
3aKa34MKoM Ha 6a3e NHpacTpyKTypbl MICNONHUTENA CEPBUCOB U/UN YCIIYT.

B cnyyae BO3HMKHOBEHMSA NOAO3PEHNIN HAa HEKOPPEKTHbIE AeNcTBUS MICNONHUTENS, BbINOJIHEHHbIE UM B XOL4,€

npegoctaenenus ycnyrm SberCloud Managed Services COTPYAHWMKM 3akasuumka U McnonHurtens,

Ha3HayeHHble OTBETCTBEHHbIMM 3a pa3bupatenbctBa No GakTy BO3HUKHOBEHUA COOTBETCTBYHOLWENO

MHUNLOEHTa:

OCYLLECTBNAOT aHaNM3 XXypHanoB cobbiTun «OpraHusaummn» (TeHaHTa) KIneHTa, focTynHble Yyepe3 KY ENT,

KY pesepBHbIM KonupoBaHneM BM mnnu KY ADV (B cnydae nogkntoyeHHoro cepsuca Cloud Trace Service) 3a

BPEMS BO3HUKHOBEHUSA MHUMAEHTA;

B C/lyyae, ecsiv No pe3ynbTaTaM aHanM3a COOTBETCTBYIOLWMX XYpPHaNnoB cobbiTuin 3a 0603HayeHHoe BpeMs B

HEM OTCYTCTBYKOT 3aperncTpMpoBaHHble cobbiTua Bxoga B «OpraHm3auumio» (TEHAHT) 3aka3uymka C

ncnonb3oBaHmem KY ENT, KY pe3epBHbIM KonupoBaHneM BM wunm KY ADV u3-nog YYETHbLIX 3anucen

COTPYAHUKOB MICNONHUTENS, CTOPOHbI MPM3HAKOT, YTO MHLMOEHT Obl/l BbI3BAH COObITUAMU, HE CBA3AHHbLIMU C

npepocTtaBneHnem ycnyru «SberCloud Managed Services»;

B C/lyYae Hanmums B XXypHasiax 3aperncTpupoBaHHbiX cobbiTuin Bxofa B «OpraHm3aunto» (TeHaHT) 3aka3umka

M3-nof Y4YETHbIX 3anucen coTpyaHuka WcnonHutena wn/vnu 3akasuymka nvuo, Bbi3BaBlIEE WHUWMAEHT U

nepeyeHb OCYLLECTBASAEMbIX UMW OENCTBUMA ONpenenserca C MCNOoSb30BaHWEM W/UAN NPenoCcTaBleHUEM

3anucen n3 xypHanos cobbiTuin «OpraHmsaumm» (TeHaHTa);

B C/ly4yae OTCYTCTBMA B XYPHanax 3aperncTpuMpoBaHHbIX COObITUI, CBUOETENbCTBYIOWMX O HEKOPPEKTHbIX

OEeNcTBMax COTPYAHUKOB WcnonHutena w/unu  3akasuuka, MNOBAEKWMX 3a Ccobon HapylleHue

KOHOUAEHUNANBHOCTU U/MNWU LEeNOCTHOCTU AaHHbIX 3aka3uMka, a TakXe AOCTYMHOCTM MpeaocTaBiseMblX

3aKa3unkoM Ha 6asze VHpacTpyKTypbl McnonHUTeNs CepBUCOB W/UAW YCNYr, CTOPOHbI MPM3HAKT, 4TO

WHUMOEHT OblN Bbi3BaH COGBLITUAMK, HE CBA3aHHbIMW C npepocTaBneHuem ycnyrn SberCloud Managed

Services.

B cnyyae BO3HUKHOBEHMA WHUMOEHTOB WCnonHUTENb HanpaBAsfeT Mo 3anpocy 3akas3uyuKa OT4yérT,

comepxalwui dbakTuyeckne U3MepeHnsa 1 paccuYnTaHHble 3HaUeHUs rapaHTUPYeMbIX NapaMeTpoB YCiyru.

OT4YETbl HaNpaBNAKTCA MO 3anpocy 3aka3yMkKa B TeUYeHMWe OJHOWN Hedenu nocie oKoH4yaHus OTYETHOro

nepuvopga rno 3/1eKTPOHHOM noyTe.

OT4YéTbl cofepyKaT AaHHble O BbIMOJIHEHMW NapaMeTPOB KayecTBa oKasaHusa Yciyru:

. HapyLWeHNs B BbIMOJIHEHUM YCTAHOBJIEHHbIX MapaMeTPOoB KadecTsa YCnyr;

. cTaTUCTMKa No o6paboTaHHbIM 3anpocam.

CtpaHuua 4 n3 9



7.1.

7.2.

7.3.

7.4.

7.4.1.
7.4.2.
7.4.3.
7.4.4.
7.4.5.
7.4.6.

7.4.7.

7.5.

7.6.

7.7.

7.8.

7.8.1.
7.8.2.
7.8.3.
7.8.4.

7.8.5.
7.8.6.
7.8.7.

7.9.

7.10.

8.1.

8.2.

7. PABOTA C MHUMOEHTAMU U 3ATTIPOCAMW HA OBCITY>KUBAHUE

Mpn oB6HapyXXeHUM 3aKa3uyMKoM HEWCNPaABHOCTM WAM yYXYALWEHUs KayecTBa OKasblBaeMoM Ycnyru,
npeacTaBuTeNb 3aKa3ymka M3 Yymcna nuu, YNnosHOMOYEHHbIX PernaMeHToM, MHMUMMPYET Nepepadvy 3anpoca
Ha yCTpaHeHWe HeMCNPaBHOCTM B agpec VicnonHutens.

MpwY BO3HUKHOBEHUM Y 3aKa3unmka HeOBXoQMMOCTU B NpoBeaeHMn paboT B MHPPACTPYKTYpe BUPTYaNbHOMO
cepBepa, coO6CTBEHHON NHDPACTPYKTYPE UM CMEXHbIX CUCTEMAX, NMPEeACcTaBMUTeNb 3aKa3umKa, M3 Yyncna nuu,
YNOTHOMOYEHHbIX PernaMmeHToM, MHULMMPYET nepepayvy 3anpoca Ha obcnyxueaHue B agpec MicnonHutens.
3anpocbl MOryT BObITb NepefaHbl 3aKazvyMKoM VICNONHUTENO NOCPEACTBOM 0bpalleHnsa B KOHTaKTHbIN LEHTP
NcnonHuTens nocpencTBOM nepenaym CoobLeHNS IIEKTPOHHOM NoYTbl, a TakXe no TenedoHy.

MHuumaTop 3anpoca coobuwaet NcnonHuTeno cneayowyo nHpopmaumio:

NoeHTUPMKaALMOHHBIN HOMEpP 3aKa3uumKa.

Mma n damunumio.

TenedOHHbI HOMEP U afpPec 3NEKTPOHHON MOYThHI.

OnucaHue cutyaunun, npobnemol, HEMCNPABHOCTM U/MNM HAaBNIOAAEMOr0 YXYALWEHMA KayecTBa OKasbiBaeMom
Ycnyru, Bbi3BaBLIME HEOBXOANMMOCTb o6palLeHns K McnonHuTenio.

[aHHble 0 3aTparmBaeMblX CUTyauuen, NPobaeMon, HEUCMPABHOCTbIO W/UAM HabnogaeMblM yXyLLWEHNEM
KayecTBa OKasblBaeMon Ycnyrn 6usHec-npoLueccax Uam CUCTEM.

DOopMYIMPOBKY 3a4a4M € NoApPOBHLIM onMcaHMeM TpebyeMbiXx K MCMOIHEHUIO PaboT, coaepyXaHue Bonpoca
N/MNN KoHCyNbTaunoHHoro O6paleHmna co cnos MHuumMaTopa 3anpoca.

OnuncaHne oXmpaemoro pesynbTaTa.

Ona uenen KOHTPONA KayecTBa Npu BbiMOMHEHUM paboT no 3anpocy, McnonHuTenb perucTpupyeT 3anpoc
3akas4ymnka B cobcTBeHHoM CPO c NnpuUCcBOEHMEM 3anpocy YHUKANbHOIo naeHTUPUKaLMoHHOro HoMepa.
Mocne permnctpaumm 3anpoca 3akasumka B CPO WcnonHuTenb, MCNONb3ys nepefaHHyto 3aKa3ydMkoMm
KOHTaKTHYO MHopMauuio, MHPopMUpyeT 3akasumka O TOM, 4YTo obpauieHune 6bl10 3aperncTpMpoBaHo,
coobuaeT 3aKasumKy BpeMs perncTpaunmn 3anpoca, yHMKanbHbl MOAEHTUPUKALMOHHbBIM HOMep 3anpoca u
NPUCBOEHHDbIN eMy MpuopuTeT.

B TeyeHMe MaKCMMaNbHOro BPpeMEHU peakLlmun, cornacoBaHHoro B PernameHTe (n. 6.4, e/ UHble CPOKM He
OroBopeHbl B onucaHum Ycnyrun), NcnonHutenb obecneymBaeT Hagnexallyo MapwpyTmM3aumio 3anpoca Ha
COTPYAHMKOB MicnonHUTens, oTBETCTBEHHbIX 33 06paboTKy 3anpocoB Ha YCTPaHEHME HEUCNPABHOCTEN.
3anpoc, peructpupyembln B CPO McnonHutens, B 0693aTeNbHOM NOpsAAKe OOMKEH COAEPXKaTb CeayoLLYo
MHbOopMaLnIO:

HanMeHoOBaHMe KOMMaHMKM 3aKa3umkKa.

ma n damunuio MHmMumatopa 3anpoca.

TenedbOoOHHbI HOMEP M agpec 3NeKTPOHHOM NoYTbl MIHMUKMaTopa 3anpoca.

OnucaHue cutyaunmn, npobaemol, HEMCNPABHOCTM U/MNK HabNIOJAEMOro YXYALWEeHMS KayecTBa OKa3biBaeMom
Ycnyru /| @opMynnpoBKa 3agadn ¢ NogpobHbIM onuncaHMeM TpebyeMbiX K MCNONHeHUIO paboT, cogepxaHue
BOMpOCa M/UN KOHCYNbTauMoHHOro ObpaleHnsa co cnoB MHMUmnaTopa 3anpoca.

Bpemsa peructpaumnm 3anpoca.

MaoeHTUdMKaLMOHHBIN HoMep 3anpoca.

MpunoputeT 3anpoca.

Mpn HeobxoaAnMMOCTN MHXXeHepbl McnonHnTeNsa, HEMNOCPEeACTBEHHO OTBEYaloLWMe 3a UCNONHeHMe 3anpoca,
cBA3blBatOTCA C MHMUMaTOpoM 3anpoca ANnsa Lenen yToyHeHua petanen no 3anpocy. B cnyuyae, ecnu
MHbopMauus, 3anpallMBaeMas MHXeHepaMu McnonHmuTens, He MoOXeT 6biTb NpepocTaBneHa VMIHMUMaTopom
3anpoca B MOMEHT HenocpencTBeHHOM CBSA3U, McnonHuTeNnb BNpaBe yBENMYUTb MakKCUMManbHOe BpeMs
pelweHus 3anpoca NPonopLMoHanbHO Nepmoay OXUAaHUA [ONONHUTENbHOM MHOPMauMn oT MHnumaTopa
3anpoca. B cnyyae, ecnu WHuumaTtop 3anpoca He npepocTaBnseT WCNonHUTENt0 [ONONHUTENbHOM
MHbOopMauUunM ona peweHma 3anpoca B TedyeHne 5 (Matn) paboumx OHEN C MOMEHTA YTOYHEHUA OeTanen no
3anpocy, Takon 3anpoc CYMTAETCA OTMEHEHHbIM U MOONEXMUT 3aKPbITUIO.

Mocne npoBefeHus paboT no 3anpocy McnonHuUTenb perncTtpupyeT Npou3BefeHHbIn 06beM paboT m BClO
HeobxoauMmylo uHpopMaumio no 3anpocy B CPO wu cBasbiBaetca ¢ WMHuumatopom 3anpoca pAnng
NOATBEPXKOEHUA YCMEWHOCTU BbiNONMHEeHUS 3anpoca. Mpu nonyyeHuUn MNOATBepXAeHus oT WHuumaTtopa
3anpoca, icnonHuTtenb 3akpbiBaeT 3anpoc B CPO. Ecnn MHMumaTop 3anpoca He NOATBEPXKAAET YyCMNewHOCTb
BblIMONIHEHUA 3anpoca, McnonHuTenb oueHMBaeT Npou3BefeHHble No 3anpocy paboTbl, COrnacoBbiBaeT C
MHuumaTopoM 3anpoca Npopo/ikeHne paboT no 3anpocy M CNMCOK AOMOSIHUTENbHbIX HEOOXOAMMbBIX K
MCMNOMHEHMIO paboT. B cnyyae ecnv noaTBEPXAEHNE UM OTKJIOHEHWE YCMNELWHOCTM BbINOMTHEHMS 3anpoca He
O6blno nonyvyeHo McnonHuteneMm ot MHuumatopa 3anpoca B TedeHune 5 (Matm) paboymx oHen c MOMEHTa
nepegaun McnonHutenem B agpec MHnumatopa 3anpoca yeegomneHnsa o6 okoH4YaHMM paboT no 3anpocy,
TaKoM 3anpoc CYNTAETCS YCMELWHO BbIMOJIHEHHBIM U NMOAJIEXUT 3aKPbITUIO.

8. NMOAKNKOYEHUE YCNVIU

MPU BO3HUKHOBEHMM Yy 3aKasumka HeobXooMMOCTV B MNOAOK/OYEHUM HOBOW YCnyru, npepctaBuTeNb
3aKkasuvMka, W3 4Yucna JNuu, YMNO/THOMOYEHHbIX PernamMeHToM, WHUUMUMPYET nepemadyy 3anpoca Ha
nomkalyYeHue Ycnyru B agpec MicnonHurens.

3anpocbl Ha noAk/alyeHue Ycnyr MoryT 6biTb nepepgaHbl 3aka3uMkoOM MCMosHWUTENo MNoCpencTsoM
obpaueHus B KOHTaKTHbIA LeHTp NcnonHuTens nocpeacTBoM nepenayun cooblueHnsa 3/1eKTPOHHOW MoyThl, a
TaKkxXe rno TefiedoHy.
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[na uenen KOHTPONS KayecTBa Npu BbiMONHEHUM paboT no 3anpocy, NcnonHUTenb perucTpupyeT 3anpoc
3aKas4ymnka B cobctBeHHOM CPO ¢ NpUCBOEHMEM 3anpocy YHUKANbHOIo MaeHTUPUKALMOHHOIo HoMepa.
Mocne permnctpaumm 3anpoca 3aka3uuka B CPO WcnonHuTenb, MCNONb3ys nepefaHHylo 3aka3udnMkom
KOHTaKTHY0 MHdopMaumio, MHOOPMUMPYET 3aka3uyMka O TOM, 4YTo obpalweHune Oblno 3aperMcTpMpoBaHo,
coobuwaeT 3aka3umMKy BPeEMS perucrtpauum 3anpoca, YHUKanbHbI NOeHTUDMKALWMOHHbBIM HOMepP 3anpoca U
NPUCBOEHHbIN eMy MpuoputeT.

B TeueHMe MaKCMManbHOro BPEMEHU peakLunmn, cornacoBaHHoro B PernameHTe (n. 6.4, e/l UHbIE CPOKM He
OroBOpeHbl B onucaHun Ycnyru), McnonHutenb obecneymBaeT Hagnexaly MapwpyTusaumio 3anpoca Ha
COTPYAHMKOB MCNoNHUTENA, OTBETCTBEHHbIX 332 06paboTKy 3anpocoB Ha NOAK/OUYEHME YCAyr.

3anpoc Ha noakwyeHne Ycnyru, peructpupyemoii B CPO McnonHntens, B 06sa3aTtesibHOM nopsanKe OO/KeH
cofep)kaTb cnegyoLyo MHhpopMaLumo:

HanMeHoBaHMe KOMMaHMKM 3aKasumka.

Mma v damunuio MHmMymatopa 3anpoca.

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

Bpemsa peruncrtpauumn 3anpoca.

MpoeHTUdUKaLMOHHbIM HoOMep 3anpoca.

MpuoputeT 3anpoca.

CKkaH-Konuio 3akas3a Ha noaknwdeHne Yciyrm c nomeTkon  «logknodyeHue», MNoanucaHHoOM
YMNOMHOMOYEHHbIM NNLOM 3aKa3uyumKa.

Mpu HeobXxoaAMMOCTU UHXKeHepbl NcnonHUTeNns, HeNoCpPeacTBEHHO OTBeYaloline 3a UcnosHeHne 3anpoca,
cBa3blBaloTCa € MHMumMaTtopoM 3anpoca Ana uenen yTodHeHusa petanen no 3anpocy. B cnyvae, ecnm
nHbopMaunsa, 3anpallMBaemMas MHXeHepaMu McnonHUTens, He MOXeT 6biTb NpegocTaBneHa VMIHMUMaTopoM
3anpoca B MOMEHT HenocpencTBeHHOM CBA3U, McnonHuTenb BNpaBe YBENMYUTb MaKCMMallbHOe BpeMs
pelweHns 3anpoca NPOoNOpPLMUOHaNbHO NEPUOAY OXMAAHMUA OOMNONHUTENbHOW MHPOpMaUMK oT MHuumaTopa
3anpoca. B cnyyae, ecnu WHuumaTtop 3anpoca He npepocTaBnseT WCNoOnHUTENt0 [ONONHUTENbHOMN
MHbOopMaUunM ona peweHma 3anpoca B TedyeHue 5 (Matn) paboumx gHen ¢ MOMEHTa YTOYHEHUSA OeTanen no
3anpocy, Takol 3anpoc CYNTAETCA OTMEHEHHbBIM N MOAJIEXUT 3aKPbITUIO.

Mocne npoBedeHMss paboT no 3anpocy Ha MNoakawyeHue VYcayru, WCNonHUTeNb pPerucTpupyer
npou3BeAeHHbI 06beM paboT M BClO Heobxooumytlo uMHdopMaumio no 3anpocy B CPO 1 cBA3biBaeTcs C
MHuumatopoM 3anpoca ANA NOATBEPXAEHMS YCNewWwHOCTM BbiNONHeHMA 3anpoca. [lpu nonydyeHun
noaTBepPXaeHmna oT MHumumaTtopa 3anpoca, McnonHutenb 3akpbiBaeT 3anpoc B CPO. Ecnn MHuuymatop
3anpoca He NOATBEPXXAAeT YCNEWHOCTb BbiNONHEHNS 3anpoca, MIcnonHuTeNb OueHUBAET Npou3BefeHHbIe
no 3anpocy paboTbl, COrNacoBbiBaeT ¢ MIHMUMATOPOM 3anpoca NpoposkeHne paboT No 3anpocy U CrNucok
OOMNOJNTHUTENbHbLIX HE06XoAMMbIX K MCNONHEHUIO paboT. B cnyyae ecnn noaTBep)XOeHUE UNU OTKIIOHEHUEe
yCNewHOoCTM BbINONIHEHMS 3anpoca He 6bi/10 nonyvyeHo McnonHutenem oT MHMUMaTopa 3anpoca B TeyeHme 5
(NMaTtn) paboumx gHeN c MOMeHTa Nepepadun NcnonHuteneM B agpec MHuUmnaTtopa 3anpoca ysegomnieHusa ob
OKOHYaHMK paboT no 3anpocy, Takon 3anpoc CYMTAETCA YCMELHO BbIMOMHEHHbBIM U MOOJEXUT 3aKPbITULO.
MookntoueHne Ycnyru, BausoWee Ha M3MeHeHWe KOHe4YyHoW cTomMocTu [oroBopa, TpebyeT nepecMoTpa
NoNoXeHnn o6 ycnoBmsax n cTommMocTn [loroBopa M [OMKHO 6biTb cornacoBaHo CTopoHaMu B 3akase uu
JononHUTEeNbHOM cornaweHun K Jorosopy.

9. PABOTA C 3ANTPOCAMWN HA U3BMEHEHWE

MpY BO3HMKHOBEHUM Yy 3aKa3ynmka HEOBXOAMMOCTM B U3MEHEHWUW KOHPUrypauum pencteyrowen Ycnyru,
npencraBmMTenb 3akasdunka, U3 4yucna auu, ynosTHOMOYEHHbIX PernaMmeHToM, MHMLMMPYET nepepadvy 3anpoca
Ha u3MeHeHue Ycnyru B agpec McnonHutens.

3anpocbl Ha MW3MeHeHWe KOHdUrypauum pencTeylowmx Ycayr Moryt ObiTb nepepaHbl 3aKa3yMKOM
NcnonHutento nocpenctsomM obpauweHna B KOHTaKTHbIM LEHTP McnonHuTensa nocpeacTBOM Mepepayu
coobueHNsa 3NeKTPOHHOM MoYTbl, a TakxKe no TenedoHy. Ona uenen onepatMBHol 06paboTKM 3anpoc Ha
M3MeHeHne KoHburypaumm gencreytowen Ycnyru gomxkeH boitb nepenaH B dopmate 3akasa (popmbl 3aKkasa
Ycnyr npueeneHbl B MpunoxeHuax K Joroeopy).

[ns uenen KOHTPONA KayecTBa Npu BbINOAHEHUU paboT no 3anpocy, NcnofHUTeNb perucTpmpyeT 3anpoc
3akKas4ymnka B cobcTBeHHoM CPO c npucBOeHMEM 3anpocy YHUKANbHOMO NoeHTUMPMKaLMOHHOIO HoOMepa.
Mocne perunctpaumn 3anpoca 3akasumka B CPO WcnonHuTenb, MCNONb3ys nepefaHHyto 3aKa3umMkoMm
KOHTaKTHYO MHopMaumio, MHPopMUpyeT 3akaszumka O TOM, 4YTo obpauieHue Obl1O0 3aperncTpMpoBaHo,
coobuaeT 3aKasumMKy BpeMs perncrpaumnmn 3anpoca, YHMKanbHbli MAEHTUDMKALMOHHBIN HOMep 3anpoca u
NPUCBOEHHDIN eMy MpuopuTeT.

B TeyeHMe MaKCMManbHOro BPEMEHU peaKL MK, CornacoBaHHoro B PernamenTe (n. 6.4, eC/iv MHbIE CPOKU He
OroBOpeHbl B onucaHum Ycnyru), NcnonHutens obecneymBaeT Hagnexallyto MaplpyTmM3aumio 3anpoca Ha
COTPYAHWKOB McnonHuTensa, OTBETCTBEHHbIX 3a 06paboTKy 3anpocoB Ha WM3MeHeHuWe KoHdurypauum
LeNCTByOWMX Ycnyr.

3anpoc Ha M3MeHeHWe KoHdUrypaumm aemncteylowen Ycnyru, peructpupyembin B CPO WcnonHutens, B
o6s3aTenbHOM NopaaKe OO/MKEH COAEPXaTb cnepyowyo nHdopmaumio:

HavMeHOBaHMe KOMMaHMK 3aKasumka.

Mma v damunuio MHmMumatopa 3anpoca.

TenedbOHHbIN HOMEP U/WUNW afpec 3NeKTPOHHOM NoyTbl MHMumMaTopa 3anpoca.

Bpems perncrtpaunm 3anpoca.

MpoeHTUPMKaLMOHHbIM HOMep 3anpoca.
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MpuoputeT 3anpoca.

CKaH-Konuio 3aKasa Ha U3MeHeHWe KOHdUrypauum OencTBylowWwen YCayrm c noMeTkon «M3MeHeHue» u
YKa3aHWEM HOMepa M AaTbl, paHee nepegaHHoro 3akasunkom McnonHutento 3akasa Ha NOAK/KYEHME UN
M3MeHeHNe KOHbUrypaunm gencteyowen Ycnyrm, nognmucaHHyo YNoaHOMOYEHHbIM MLOM 3aKa34vynka.

Mpn HeobxoaANMMOCTU NHXKeHepbl NcnonHUTeNnsa, HENOCPeACTBEHHO OTBeYatolWme 3a UCMOSIHEHWe 3anpoca,
CcBA3bIBaOTCA C MHMUMATOpPOM 3anpoca Ansa uenen yTodyHeHua petanen no 3anpocy. B cnydyae, ecnu
nHbopMauus, 3anpallMBaeMas MHXeHepaMun VIcnonHuTens, He MOXeT bbiTb NpegocTaBneHa MIHMUMaToOpoM
3anpoca B MOMEHT HenocpencTBeHHOM CBA3U, McnonHWTeNb BApaBe YBENMYUTb MaKCMMalbHOE BpeMs
pelweHmns 3anpoca NPonopLMoHanbHO Nepmuoay OXWAaaHusa OONONHUTENbHOM MHBOPMauunM oT MHMuMaTopa
3anpoca. B cnyyae, ecnu WHuumaTop 3anpoca He npepocTaBnsetr WCNONHUTEN0 [OMNONHUTENIbHOM
MHbopMaunm ona peweHms 3anpoca B TedeHue 5 (Matu) paboumx OHEN C MOMEHTa YTOYHEHMSA OeTanen no
3anpocy, Takol 3anpoc CYMTAETCA OTMEHEHHbIM U MOONEXUT 3aKPbITUIO.

Mocne npoBeneHns paboT No 3anpocy Ha U3MeHeHne KOHbUrypauum gencreyrowen Yenyru, icnonHuteno
pervcTpupyeT npousBeneHHbln 06beM paboT n BClo Heobxogumyto MHbopMauuto no 3anpocy B CPO u
cBA3biBaeTcs ¢ MHuumatopom 3anpoca Ans NOOTBEPXKOEHMS YCNELWHOCTM BbiMNOAHEHMA 3anpoca. [Npu
nosiydeHmn nopareepxxpgeHunsa ot MHuumatopa 3anpoca, WcnonHuTenb 3akpbiBaeT 3anpoc B CPO. Ecau
VHnumaTtop 3anpoca He MnoATBEP)XAaeT YCNEeWHOCTb BbINOMHEHMS 3anpoca, McnonHutenb oueHuBaeT
npou3BefeHHble No 3anpocy paboTbl, cornacoBbiBaeT ¢ MHMUMATOPOM 3anpoca nponoseHne paboT no
3anpocy 1 CAUCOK AOMNOJIHUTENbHbIX HEOBXOAMMbBIX K UCMOMHEHUIO paboT. B cnydyae ecnv NoaTBep)KaeHue
WU OTK/IOHEHME YCMELWHOCTN BbINONIHEHUA 3anpoca He 6biio nonyvyeHo McnonHuteneMm ot MHuumatopa
3anpoca B TeyeHue 5 (Matn) paboumx gHen c MOMeHTa nepepaym McnonHutenem B agpec MHuumaTtopa
3anpoca yBegomeHma 06 oKkoHYaHMKn paboT no 3anpocy, Takon 3anpoc CYMTAETCH YCMNELWHO BbINOMHEHHbIM
M NOANEXUT 3aKPbITHIO.

M3MeHeHMe Ycnyru, BAUAIOLLEE HA WM3MEHEeHWEe KOHEeYHOW cToumMocTu [oroBopa, TpebyeT nepecMoTpa
nonoXxeHnm ob ycnoBuax U CcToMMocTM [oroBopa W [oO/MKHO 6biTb cornacoBaHo CTopoHamu B
[onNoNHNTEeNbHOM CcornalweHnn K orosopy.

10. OTK/TIOYEHWE YCNYTU

Mpn BO3HWMKHOBEHMM Yy 3aKa3uyMka HEOOXOLMMOCTU B OTK/OYEHUU OencTBytowen Ycniyru, npencraBuTenb
3aKas4yunka, n3 ynucna nuu, ynosIHOMOYEHHbIX PernaMeHToM, MHUUMUPYEeT Nnepepady 3anpoca Ha OTK/IloYeHne
Ycnyru B agpec VicnonHutens.

3anpocbl Ha OTK/OYEeHME [eNcTBYWMX Ycnyr MoryT 6biTb nepefaHbl 3akasyuMKoM McnonHutento
NoCcpeacTBoM obpaweHna B KOHTaKTHbIA LEHTP McnonHutena noCcpeacTBOM nepepavym CcooblieHuns
3NEKTPOHHOM MOYThI, a TaKxKe no TenedoHy. Ona uenen onepatnBHom o06paboTkM 3anpoc Ha OTKAYeHne
nencrteytowen Ycnyru pgomkeH ObiTb nepepaH B dopmate 3akasa (popMbl 3akasa Ycnyr npuBeneHbl B
MpunoxeHunax K Jlorosopy).

Ina uenen KOHTPONS KayecTBa Npu BbiMoSHEHUM paboT no 3anpocy, NcnonHuTtenb perncTpupyeT 3anpoc
3aka34ynka B cobcTtBeHHoM CPO c npucBoeHMeM 3anpocy YHUKaNbHOro MAEHTUPUKALMOHHOIO HoOMepa.
Mocne peructpaymm 3anpoca 3aka3umka B CPO WcnonHutenb, MUCNONb3ys nepefaHHylo 3akKa3uyukoM
KOHTaKTHY0 MHdopMaumio, MHPOPMMPYET 3aka3ymMka O TOM, 4YTo obpaweHune 6blno 3aperncTpupoBaHo,
coobuwaeT 3aka3umKy BPeMs perucrtpauum 3anpoca, YHUKanbHbIM NOEHTUDMKALWMOHHbBIM HOMep 3anpoca U
NPUCBOEHHbIN eMy MpuoputeT.

B TeyeHMe MaKCMMalbHOrO BPEMEHU peakLMu, COrfnacoBaHHOro B HactoaweM PernameHTe (M. 6.4, ecnu
MHble CPOKW He OoroBopeHbl B onucaHum Ycnyrun), WcnonHuteno obecnedymBaeT Haalexallyo
MapwpyTnsaumio 3anpoca Ha COTPYAHMKOB McnonHWTens, OTBETCTBEHHLIX 3a 06paboTKy 3anpocoB Ha
nogknyeHune ycnyr.

3anpoc Ha OTKAYeHMe gencteyolen Ycnyru, pernctpupyemoln B CPO NcnonHutens, B o6a3aTtenbHOM
nopsanKe OOMKEH codepyaTb chenylyo nHpopmMaumio:

HanMeHoBaHMe KOMMaHMKM 3aKa3umkKa.

ma n damunuio MHmMumatopa 3anpoca.

TenedbOoOHHbI HOMEP M agpec 3NeKTPOHHOM NoYThl MIHMUKMaTopa 3anpoca.

Bpemsa peructpaumnm 3anpoca.

MaoeHTUdUKaLMOHHBIN HoMep 3anpoca.

MpunoputeT 3anpoca.

CKaH-KoMnuio 3aKasa Ha OTK/IloUYeHne OencTeytolen Yciyrn c nomeTkon « OTKIoUYeHMEe» M YKa3aHMeM HoMepa
W paTtbl, paHee nepedaHHOro 3aKasuynmkoM WcnonHuTteno 3aka3a Ha MNOAK/KYEHME WU U3MEHEeHUue
KOHUrypaummn gencTeyowen Ycayru, noanmcaHHy yrnoJHOMOYEHHbIM NMLUOM 3aKa3uunKa.

Mpu Heob6XxooMMOCTU, UHXKeHepPbl IcnonHUTeNsa, HeNnocpeacTBEHHO OTBEYakLWMe 3a UCnosiHeHMe 3anpoca,
CBA3bIBAOTCA C MHMUMATOpPOM 3anpoca Ansd uenen yTodyHeHua peTtanen no 3anpocy. B cnydae, ecnu
nHbopMauus, 3anpawBaeMas UHXeHepaMn MicnonHuTensa, He MoxXeT bbiTb NpenocTaBneHa MIHMUMaTopom
3anpoca B MOMEHT HenocpencTBeHHOM CBA3U, McnonHuTeNnb BMApaBe yBENMYUTb MakKCMMalbHOe BpeMs
pelweHuns 3anpoca NPonopLMOHanbHO Nepuoay OXWAaHWsa OONONHUTENbHOM MHOPMauumM oT MHMuMaTopa
3anpoca. B cnyyae, ecnu WHuumaTop 3anpoca He npepocTaBnseTr WcnonHuTento [ONONHUTENbHOM
MHbOopMaUun ona peweHma 3anpoca B TevyeHne 5 (Matmn) paboumx OHEN C MOMEHTA YTOYHEHUA aeTanen no
3anpocy, Takol 3anpoc CYMTAETCA OTMEHEHHbIM U MOANEXMUT 3aKPbITUIO.

Mocne npoBefneHns paboT nNo 3anpocy Ha OTK/YeHME gencTeyowen Yenyrmu, McnonHnuTenb pernctpupyer
npou3BefeHHbIN 06beM paboT M BClo HeobxoauMyr MHGopmaumio no 3anpocy B CPO m cBA3biBaeTcs C
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VMHunumatopoM 3anpoca ANS MOATBEPXAEHUS YCNeWwHOCTM BbiNoNHeHMA 3anpoca. [lpu noaydeHun
NoATBEPXAEHUA OT WMHuMumaTopa 3anpoca, McnonHutenb 3akpbiBaeT 3anpoc B CPO. Ecan UHuumatop
3anpoca He NOATBEPXXAAeT YCNEWHOCTb BbiNONHEHNA 3anpoca, icnonHuTenb oueHMBaeT NPOU3BEAEHHbIE
no 3anpocy paboTbl, cornacoBbiBaeT ¢ MHMUMATOPOM 3anpoca Npoo/KeHne paboT no 3anpocy M CNMCcoK
OOMOJIHUTENIbHbIX HEOOXOAMMbIX K UCMONHEHUIO paboT. B cnyyae ecnm NOATBEP)KAEHME UKW OTKIIOHEHME
YCMELWHOCTN BbINOMHEHNA 3anpoca He 6biao nonyyeHo McnonHutenem oT MIHMUMaTopa 3anpoca B TeyeHne 5
(MaTtn) paboumx gHeN c MOMeHTa nepepadn NcnonHutenem B agpec MHMUnaTopa 3anpoca yBegomneHusa ob
OKOHYaHMM paboT no 3anpocy, TakoW 3anpoc CYNTAETCS YCMNELWHO BbIMOSIHEHHbBIM M NOONEXUT 3aKPbITHIO.

10.9. OTkNtoYeHne Ycnyru, BAMAKOWEE Ha M3MEHEHME KOHeYHoM cTtomMocTu [orosopa, TpebyeT nepecmoTpa
nonoxeHunn o6 ycnoBuax W cToMmMocTM [oroBopa W [OMKHO OblTb corfnacoBaHo CTopoHamMu B
[ononHNTeNbHOM cornaweHun K Jorosopy.

11. 3CKANAUUA 3ANPOCOB

11.1. McnonHutenb obecnevymBaeT BbINOSHEHME MPOLEAYP BHYTPEHHEW 3CKanauuMum npu obpaboTke 3anpocos
3aKa3uymka B CNeayloLWmnx caydyaax:

11.1.1. WcnonHuTento Ans npoBeneHus paboT no 3anpocy TpebyeTcsa npuBieYeHne 4ONOTHUTENbHbIX PECYPCOB;

11.1.2. B MOMEHT nogayun 3anpoca TpeboBaHMa 3aKa3uMKa BbIXOAAT 3@ PaMKM OKa3blBaeMbIX 3aKa3uumky Ycnyr;

11.1.3. p[na cornacoBaHMsa C 3akKa3uMKOM BOMPOCOB, BO3HMKLIMX B XOOe BbiMOMHEHWA paboT no 3anpocy u
HaxOAAWMXCA BHE 30Hbl KOMMETEHUUN UM OTBETCTBEHHOCTM MIcnonHuTens.

11.2. Mpn onucaHHbix B n. 11.1. PernameHTa cnydasax 3ckanauumm 3anpoca CTOPOHbI [OroBapuBardTCcs O
BO3MOXHOM YBE/IMYEHUN MaKCMMaNIbHOrO BPEMEHU pellueHusa npu obpaboTke 3anpoca. Takue yBenmyeHus
cornacytotca CTopoHaMu B OTAENbHOM MOPAAKE B XO4E BbIMOMHEHMA paboT no 3anpocy.

11.3. B cnyyae, ecnn onsa peweHnsa 3anpoca TpebyeTtcsa BbiNnoSIHEHME PaboT BEHAOPOM/BHELWHMM NOAPAAYMKOM
(n. 6.3. MpunoxeHmna N 2.0. k [Oorosopy), WcnonHutenb wuwHdoOpMMpyeT 3aKasumMka O CPOKax,
YCTAHOBJ/IEHHbIX BEHOOPOM/BHEWHNM NOAPSAOYNKOM ONSA peweHusa Takoro 3anpoca. B ykasaHHOM cnydvae
VicnonHuTenb BNpaBe YBENYUTb MaKCMMasbHOe BpeMs peleHus 3anpoca NponopunmoHanbHO nepuopy
CpoOKa, YCTAaHOBNEHHOro BEHAOPOM/BHELWHUM MOAPAOAYMKOM ANA peweHnsa Takoro 3anpoca. MicnonHutenb He
HeceT OTBETCTBEHHOCTb nNepen 3aka3yMKOM 3a NpeBblleHWe BEeHOOPOM/BHEWHMM MNOApPSOYNMKOM CPOKOB
BblIMONHEHUA paboT, HanpaBAeHHbIX Ha pelweHMe 3anpoca.

12. YCNOBWA NPOBEOEHUSA PEFNTAMEHTHbIX, CPOYHbIX WU/UNN NPELABAPUMHbBIX PABOT

12.1. MicnonHuTenb MeeT NpaBo, YBEAOMMB MO 3NEKTPOHHOM NOYTe YNOTHOMOYEHHOE (-ble) TMLOo (-a) 3aKkasunka,
yKasaHHoro (-bix) B n. 3.3. PernameHTta, npepbiBaTb NpefocTaBieHMe poctyna K Yciyre B ciyyae
nposeaeHnsa PernaMeHTHbIX, CpOYHbIX n/unn MpepaBapuiiHbix paboT.

12.2. YCNoBUA W XapaKTepuUCTUKM NpoBeaeHusa PernamMeHTHbiX, CpouHbiX u/unn [penaBapuiiHbix paboT
npenycMoTpeHbl B COOTBETCTBYIOWEM pa3gene SLA Ycnyr.

13. MOPSAOK B3AMMOAENCTBMUA CTOPOH B OTHOLIEHWM BbIMJATbI KOMMEHCALMU UCNONHUTENS 3A
HAPYLUEHWUE YCNTOBUM AOCTYNHOCTWU YCIYTU, BPEMEHU PEAKUUW U BPEMEHU BOCCTAHOBJ/IEHUS

13.1. B cnyyae o06HapyXeHuss 3aKa34YMKOM OCHOBaHMA [Ans BbinjaaTbl wTpada, ycTaHoBnaeHHoro n. 7.1.
MpunoxeHnsa N2 2.0. k [JoroBopy 3aka3uMK MOXeT B TeyeHune 60 (wecTupecsaTn) KaneHpapHbiX gHen C
MOMeHTa OOHapy)XeHUss HapyweHus ycioBui [JOCTynHOCTM VYCNyru, BPEMEHM peakuun, BPEMEHMU
BOCCTAHOBNEHUS, HanpaBuUTb ICNONHUTENI0 NPeTeH3UD, PYKOBOACTBYACH NpaBuUaamMm 1 yCaoBMsMM Nogayn
O6paleHnin, ykasaHHbiMK B PernameHTe. MNpeTeH3na gonxHa 6biTb 060CHOBAHHOM, K HEM OOJKHbI OblTb
NMPUIOXKEHbI [OKYMEHTbI, MOATBEPXAAtOWMe TpeboBaHMA 3aKa3ymka.

13.2. McnonHuTtenb 06g3aH pacCMOTPETb NOJSTYYEHHYHO NpeTeH3uto 3aka3umka B TedyeHume 5 (Matn) paboumx gHem c
MOMeHTa ee nofydyeHusa. Ecnu npeTeH3sua npusHaetcs McnonHutenem obocHOBaHHOM, TO McnonHutenb
06a3yetca coobwmntb 06 ykazaHHOM 3aKa3uuMKy B MOPALKE B3aMMOLENCTBUSA CTOPOH, YCTAHOBMEHHOrO

PernameHTOM.

13.3. Mo uctedeHMn OTYETHOro nepuoda BMecTe C AKTOM 3a odyepegHon OT4YeTHbIM Nepuopn McnonHuTtenb
HanpaengeT B agpec 3aka3sumka AKT O B3anMo3a4eTe.

13.4. Mpu HapylweHMM 3aka3yMKOM CpPOKa, NpegycMoTpeHHoro B M. 13.1 PernameHTa, WM yC/I0BUIM nopayu

npeTteH3unu, MicnonHuTenb BNpase 0TKa3aTb B NPefocTaBleHnn KOMMNeHcaLmu.
14. OMOBELWEHWNE 3AKA3YUKA OB MHUMOEHTAX UH®OPMALIMOHHOW BESOMNACHOCTH

14.1. B cnyyae o6GHapyxeHus WcrnonHuWTeneM MHUMAEHTa WHGOPMaLMOHHOM 6e30MacHOCTM, CBSA3aHHOMoO C
dyHKUMOHMpPoBaHMeM Obnaka SberCloud, n KoTOpbii MOXET MNoBnedYb 3a cobol (MnM mnoBfeKLero)
HapyweHne KOHOUOEHUMANbHOCTM UM LENOCTHOCTM [LaHHbiX 3aKasuMka, a TakXke [dOCTYMHOCTH
npefocTaBngeMbiX 3aKasuMKoM Ha 6ase VHbpacTpyKTypbl cepBUCOB M Ycnyr, McnonHuTenb obasyetca
yBEOOMUTb O BbIABJIEHHOM MWHUMUAEHTE YMO/JIHOMOYEHHOro npeacTaBuTens 3akasuyMka B TeyeHue 24
(mBapuaTV 4yeTblpex) 4acoB MOCNe BbIABMEHUS W NOKanM3auuu (YCTaHOBNEeHMA geTanen) WHUMAEHTa C
MCNONb30BaHMEM €ro KOHTAKTHbIX OAaHHbIX, MPUBEAEHHbIX B M. 3.3 HacToAwero PernameHTa.

14.2. K nepeyHio MHUMOEHTOB MHPOPMAaLMOHHON 6e30MacHOCTU, O KOTOPbIX McnonHuTenb JoMXeH coobuaTb
3aKas4yumKy, OTHOCATCSA:
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. ob6xon nepuMeTpoBbIX cpencTs 3awmtel  WEB Application Firewall (WAF) B coctaBe VIHDpacTpyKTypbl
McnonHuTens, noBnekwux 3a cobol BO3MOXHbIN HECAaHKLMOHMPOBAHHbLIA OOCTYN K «OpraHusaumm»
(TeHaHTy) 3aKa3uukKa ¢ ucnonbzoBaHnemMm KY ENT n KY pesepBHbIM KOonnpoBaHneM BM;

. obxon cpeacts 3awmtbhl MHpopMaumm B cocTaBe WHbpacTpykTypbl McnonHuTens M cpeacts eé
ynpaBneHus, MnoBfeKWwnx 3a cobol HEeCaHKLUMOHWMPOBAHHbLIA [OCTYN K «OpraHu3auum» (TEHaHTY)
3aKa34ynka;

. nocnenoBaTenbHOCTb COOLITUI MHPOPMALUMOHHON 6e30MacHOCTU, BbISBNEHHbIX cpeacTtBamMn SIEM
McnonHuTena n cBUAETENbCTBYIOWMX O BO3MOXHOM AocTyne K «OpraHusauunm» (TeHaHTy) 3aKkasuymka us
«OpraHmsaumm» (TeHaHTa) apyroro 3akasumka MHbpacTpykTypbl MicnonHutens B 06xon MexaHM3MOB
3aWwmTbl obecneymnBatowmx nsonaumo «OpraHmsauniny (TeHaHToB) 3aKa3uyMKOB Apyr OT Apyra;

. HECAHKUMOHUPOBAHHbIN  [OCTYN K MEPCOHaNibHbIM  AaHHbIM  3aKa3yMka, PachoJIOXKEHHbIM B
MHDOPMALMOHHbIX CUCTEMAX MEPCOHANbHbIX AaHHbIX McnonHuTena?!, KOTOpblI MOXET NPUBECTU UK
NpMBEN K NOTEpPE, YTEYKE UTN U3MEHEHMIO NEPCOHANbHbIX AaHHbIX 3aKa34ynKa; HECAHKLMOHNPOBAHHbIN
dusmyecknn  poctyn K obopypoBaHuilo  NHpacTpykTypbl  McnonHutensa, pasMelarwemy
MHDOPMaLMOHHbIE CUCTEMbI 3aKa34MKa;

. B C/lydae okasaHusa 3aka3uunky McnonHutenem gononHutenbHom ycnyru SberCloud Managed Services,
WHUWOEHTbI, CBA3aHHbIE C HenpegHaMepeHHbIMU LENCTBUMAMWU COTPYOHWMKOB WCMonHUTens B xope
agMUHUCTpUpoBaHmsa BLIOL 3akasuymka, NOBAEKWWMM 3a COBOM HapylweHne KOHOUOEHLMaNbHOCTU
N/MAN LeNOCTHOCTM JAHHbIX 3aKa3uyuMKa, a TakKXKe LOCTYNHOCTM NpefocTaBnaeMblx 3aKa3ynmkoM Ha Gase
MHdpacTpyKTypbl CEPBUCOB U/UNW YCNYT;

. npoyne WHUMAEHTb WMHDOPMaUMOHHON 6e30MacHOCTU, CBA3aHHbIe C GYHKUWMOHUPOBAHWEM W/MAn
obcnyxumBaHmem WMHdpacTpyKTypbl MicnonHuMTensa M Morywue nosnedyb 3a cobom (Mnm nosnekwume)
HapyweHne KOHOUOEHUMANbHOCTM M LEeNOCTHOCTM [aHHbIX 3aKa3umka, a TakKXe [OCTYMHOCTU
npefocTaBAsieMblx 3aKa3ynMKoM Ha 6aze VIHPpacTpyKTypbl CEPBUCOB U YCAYr.

14.3. HeTtann o6 MHUMAEeHTe MHOOPMALMOHHOM 6e30MacHOCTM, HaMNpPaBASATCA Ha afpec 3/IEKTPOHHOM MOYTbI
YNOTHOMOYEHHOTO NPeacTaBUTeNs 3aKa3ymKa U cogep)kaT Ciefyrwyo MHhopMauuio:

. KpaTKoe onncaHue MHUMaeHTa MHGopmaumMoHHon 6e3onacHocCTy;

. JaTa M BpeMs BO3HMKHOBEHUS MHUWAEHTA;

. nocneacTBua MHUMAEHTa Ans 3akasumka, ero BM, n ero nepcoHanbHbiX AaHHbIX, oOpabaTbiBaeMbix B
MHPOPMALMOHHbBIX CUCTEMAX NEePCOHaNbHbIX AAaHHbIX MICMONHWUTENS, aBTOMAaTU3NPYHOLWMX 0eATENbHOCTb
NcnonHutens;

. NpeanpuHATbIE Warn Mo paspeleHnio UHUMAeHTa (KpaTKoe onucaHue TOoro, Kakuve [encTBusa B
OTHOLWEHWM MHUMAEHTA BblNM NpeanpuHATol icnonHutenem);

. npeanpuHATbIE Warn no yBegoMAeHUI0 HaA30PHbIX OpraHoB (B c/iyd4ae ecnu Takas HeobxogMmocTb B
OTHOLWEHUM  paccMaTpMBaeMOro WHUMAOEHTa onpegeneHa 3aKoHOoZaTenbCTBOM  Poccuickon
depepaumn).

14.4. O6s3aTtenbCcTBO  MicmonHMTeNns no  yBeAOMJEHMIO 3aka3yuMka 00 MHuMAeHTax WHPOPMaLMOHHOM
6e30MacHOCTM He pPacnpocTpaHsaeTcs Ha WHUMAEHTbI, Bbl3BaHHble OEWCTBMAMW 3akasumka, Wam
npousowepwne B paMKax KOMMOHEHTOB BMPTYallbHOW MHMPACTPYKTYpbl 3aka3yMka, 3a KoTopble HeceT
OTBETCTBEHHOCTb 3aKa3uuK.

14.5. Co cTopoHbl McnonHuTena B KayecTBe Nuvua, OCYLWECTBSKOWEro B3aMMOAENCTBME C 3aKa3yuMKOM Mo
BonpocaM o6paboTKKn BbIIBNEHHOrO MHLUMAEHTA MHPOPMaLMOHHOM 6e3onacHOCTM, BbicTynaeT KOHTaKTHbIN
ueHTp McnonHutens.

14.6. XypHanupoBaHue cobbITUN WMHDOPMALMOHHOM 6e30MacHOCTU OCYLLECTBISETCA BCEMU KOMIMOHEHTaMMU
MHbpacTpykTypbl WcnonHuTens, BKAKOYas, HO He OrpaHMYMBasiCb KOMMOHeHTaMu camoro O6naka
SberCloud, cpepctBamMu 3aWwuTbl MHPOPMauMM B cocTaBe MHDPACTPYKTYpPbl TENEKOMMYHUKALMOHHBLIM W
npo4ymm obopyaoBaHMEM.

14.7. BbisiBNneHve WHUMOEHTOB MHPOPMaUMOHHOM 6e30MacHOCTM OCYWEeCTBASIETCS COMNacHO YTBEPXKAEHHOMY
BHYTPEHHEMY PernameHTy ynpaBnieHusa CobbITUAMN U MHUMAEHTaMN MHDOPMaUMOHHON 6e30nacHOCTH.
14.8. IOna aBTOMaTM3auMu MNpPOLECCOB BbIABNEHUA W pPearmpoBaHUa Ha MWHUMAEHTbl MHOOPMaLNOHHOMN

6e30MacHOCTM Ha cTopoHe WcnonHuTens wucnonb3yloTca cpeactsa cbopa M aHanmsa  cobbiTui
MHPOPMaUMOHHOM 6e3onacHocTuM knacca SIEM  (Security Information and Event Management) c
npuesnevyeHmneM ycnyru BHewHero SOC (Security Operations Center).

14.9. B xopoe ocywecTBNeHUss pacc/iefoBaHua no dakTy BbiABNEHUA MHUMAEHTA MHPOPMaALMOHHON 6e30nacHOCTH
McnonHuTenb BMpaBe OTKPbIBaTb [N CBOWX COTPYAHWKOB, OCYILIECTBAAWWMNX paccienoBaHue, W
OCYLLECTBMATb AOCTYN K XYpHany cobbiTuin «OpraHusaummn» (TeHaHTa) 3akasumka.

14.10. B xo[e OCYLIeCTBNEeHMA paccnenoBaHna no GakTy BbiABNEHUA UHUMAEHTa MHDOPMaLMOHHOM 6e3onacHoCcTU
3aKa3uyuK OO/KEH UMeTb rapaHTUPOBaHHbIN OOCTYN K XYPHany cobbiTuin cBoein «OpraHmnsaunm» (TeHaHTa)
Ha Nepuoj paccnenoBaHnsa C BO3MOXHOCTbIO €ro BbiIrPy3KUW BO BHeLWHUI Gann. MNpu 3ToM 3aka3uuk Bnpase
3anpawmreath Yy WCNOMHUTENS BbIFPY3KUM U3 XKYPHaNoB COGbITUMN CPeacTB  3aWuTbl  MHbOpPMaLuU
NHbpacTpyKTypbl, BKAOUYasa cpeacTtsa SIEM, coaepaliux cobbiTUa, CBUOETENbCTBYIOLME O BO3HUKHOBEHUM
BbIABIEHHOTO UHLMAEHTA MHPOPMALIMOHHON 6e30MacHOCTM 338 COOTBETCTBYIOLLINIM Nepuod BPEMEHMU.

 3a uckntoveHuneM MNOH 3akasuuka, ob6pabaTbiBaeMblX B €ro MHGOPMaLMOHHbIX CUCTEMaX, pasMelaemMblx Ha 6ase MHdpPacTpyKTypbl.
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