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NPUNOXXEHUE Ne 4

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

Knaccuoukaumm u ycnoeua obpabotkn ObpalleHnin 3akasumka K MicnonHuTento, a Takxke oblune ycnosums u
nopsnoK B3amMmopencTsua cnyx6 3akasumka u McnonHuTena B npouecce npenoctaBneHusa Ycnyru no
Jorosopy, 1 ABNSeTCa HEOTbEMJ/IEMOWN €ro 4YacTbio.

PernamMeHT COAEPXUT TaKXXe ONncaHne npoLeayp, OTHOCALWMXCA K YCTPAHEHMUIO HEMCNPABHOCTEN, 3CKanaumm
M npoBeneHuto PernamMeHTHbIX, CpouHbIX U/unu MpenaBapunHbix pabor.

2. TEPMWHbI N COKPALLEHUSA
Bpemsa peaxkuymmn —  NPOMEXYTOK BPEMEHU, B TeYEHME KOTOporo McnonHuTenb, NoayuymsLInii
YCTAaHOBMIEHHbIM  Ccnocobom obpaleHue, Knaccuuumpyet  ero,
PEerncTpupyeT c NPUCBOEHMEM UAEHTUGUKALUMOHHOIO HOMEepa M NpUCcTynaeT
K ero obpaboTtke.

Bpemsa peweHns —  NPOMEXYTOK BPEMEHM C MOMEHTa Hayana peructpauuu O6paleHns
BbIMOJIHEHUA OMepauuin 0o MOJIHOTO 3aBepueHuss paboT no obpaboTke
ob6palleHnsa 6e3 yyeTa BpEMEHN KOMMYHUKAUWUA Mexay NpeacTaButenamm

3aka3umka n icnonHutens.

Bergop —  KOMMaHuA, BbiMycKalowas v NoCTaBAaowWas NPoAYyKTbl U YCAYyrM NOA CBOEW

TOProBOW MapKoMu.

3anpoc —  3aperucTtpupoBaHHoe B CPO Ob6palueHue.

3anpoc Ha u3MeHeHue - 3adBKa, ABnalowWasaca GopMannM3oBaHHbIM NPeAsIOKEeHNEM O peanusauunu
N3MEeHeHUs MHPOPMaLMOHHOrO pecypca: fobasneHnsa, moandukaunm unm
yAaneHus, BbiNoJIHAEMOro NOCPeACcTBOM 0ULMANBbHbBIX U KOHTPONNPYEMbIX

npoueayp U3MeHeHus.

3anpoc Ha o6c/1yKuBaHNe —  (opManM3oBaHHbIM 3aMpoc Ha BbIMOJIHEHME CTAHOAPTHLIX OEUCTBUA B
paMKax TEXHUYECKOM NoanepXKN, He Tpebyrowmnx nameHennsa UT-ycnyru un
He BbI3BAHHbIX CHWXEHMEeM KayecTBa ee OKasaHua wunuM 3aaeka,
npegonpepensaowan CcraHOapTHOE C TOYKU 3peHUs MHDOPMaLMOHHbIX
TEXHONIOTUI OEeNCTBME MO YCTPAHEHUIO COOLITUA, ABAAIOWEroCsa 4acTbio
HopManbHon pabotbl NT-ycnyru n He cNocoBHOro NPUBECTU K OCTaHOBKE

YCnyrn nnm CHUXXeHU KavyecTBa ee OKa3aHu4.

UIH)XeHep - TeXHUYeCKnn COTPYAHUK WcnonHutens, Ha3Ha4YeHHbI OTBETCTBEHHbLIM

nnuoM 3a peweHne NHunpeHTa.

UHnynatop 3anpoca —  YMNOSIHOMOYEHHbIN npeacTaBuTeNnb  3akasuyuka, MHULMNPOBABLUUIA
COOTBETCTBYOWMI 3anpoc.
UHUNAEHT - moboe cobbiTne, He asnawooueeca yacTbio HOPManbHOro

YHKUMOHUPOBAHMA YCIyrn, KOTopoe MPUBENO UAN MOXET MPUBECTU K
NpepbIBaHMIO UK CHUXXEHWIO KayecTBa ee oKasaHus.

KOHTaKTHbIV LIEHTD -

Homep 3anpoca

ObpatyerHune

[Tpuopurer

Cucrema Perucrpaymu
Obpawermi (CPO)
YrosnHomoqeHHbI

npencrasuTesib 3aKa3ymka

YrnosHoMOYeHHbIV
npegcraBuTesib VICrosiHUTe1a

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

MHPOpMauUUs, HanpaB/ieHHass YNOJIHOMOYEHHbIMW  MPeAcTaBUTENSIMHU
3aKa3ymMka B CTOPOHY WcnonHutens, YCTaHOB/IEHHbIM  [OAHHbIM
PernamMeHTOM NopsigKoM.

KaTteropua, mcnonbsdyemad gnga Toro, 4yTO6bI YCTaHOBUTb OTHOCUTENDbHYIO
Ba)HOCTb 3asiBKM 3aka3uuka, onpepenser o4yepegHoOCTb 06pa6OTKVI n
CTaHOAPTHbIE HOPMbl BpEMEHW BbIMOTHEHUA.

MHbOPMALMOHHAa cucTteMa WcnonHuTend, npegHa3HayeHHaa ang
peructpaumm n o6pabotkm O6palweHunii 3akasumka.

COTPYOHWUK UM COTPYOHWKW Ha CTOPOHe 3aka3yuKa, YMNOSIHOMOYEHHbIX
HacToAwMM  PernamMeHToM  Hanpaensate  O6paweHua M 3anpocs
VicnonHutento.

COTPYOHUK UNWN COTPYAHUKM Ha CTOpOoHe NcnonHutens, ynolHOMOYEHHbIe
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 obpatutbca B KOHTAKTHbIM UeHTP WcnonHutens B T.4. nNo BonpocaMm 06paboTku
NnepcoHanbHbIX AaHHbIX (€CM MPUMEHMMO B pPaMKax oKasaHus YCnyr), ykasaHHble 3anpocbl 3aka3umka
nepecbinatoTcd KOHTaKTHbIM LEHTPOM MCNonHUTENa B paMKax ero KOMneTeHUMN YNOJTHOMOYEHHOMY NnLy
McnonHuTtensa, oTBETCTBEHHOMY 33 06paboTKy yKazaHHbIX 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

KoMMyHUKaumMn  Mexpy 3aka3umkoM W McnonHuTeneM  OCywecTBastoTca  nyteMm  obpalleHus
YNOMHOMOYEHHOro npeacTaButTens 3akasumka B KOHTaKTHbIM UEHTP McnonHutena c  panbHenwen
MapLlpyTn3aumnen 3anpoca ynoaHOMOYeHHOMY NpeacTaBuTento MIcnonHUTensa B COOTBETCTBUE C TEMATUKOM
3anpoca, Aubo nyteM npaMoro obpaleHuMs  YyNoNHOMOYEHHOro  NpeacTaBuTens  3aka3yuka
HEMOCPeACTBEHHO K npeactasuTento McnonHuMTens no KOHTaKTaM U B COOTBETCTBUM C KOMMETEHUMSAMMU,
yKasaHHbIMM B N. 3.2 PernameHTa.

O6palweHna nognexart perncrtpaunm B CPO McnonHutensa, MapwpyTMsaumMm M UCNONHEHWUIO, @ AOKYMEHTI
PacCMOTPEHUIO TOJIbKO B C/ly4ae YCMELWHOro MPOXOXAEHWSA MNPeacTaBUTENsSMU 3akasumKka Ccrepyowen
npouenypbl naeHTnbUKaumm:

Mpw nopave O6palleHMa MO 3NEKTPOHHOW NMOYTE — MO UCXOQALWEMY afpecy 3NEeKTPOHHOM MOYTbl MMCbMa.
MpuHMMatoTca K MicnonHeHuto Tonbko O6palleHns, NogaHHbIe C a4pecoB YNOMHOMOYEHHbIX NpeacTaBmuTenen
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:

Ecnn KOHTakTHOE NMUO 3aKa3yuka He BXOAWT B CMUCOK YMNOJITHOMOYEHHbIX KOHTaKTHbIX UL WMAW rpynn
KOHTaKTHbIX /1L, 3aKa3ymka cornacHo n. 3.3 PernameHTa.

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

Ecnun 3aka3uymMKoM HapylweHbl TpeboBaHUA K cogepaHuto ObpalleHunin, onncaHHbie B PernamMenTe.

B cnyyae nopgaum Ob6palieHnsa npeacraButeneM 3aKasuymKka, OTCYTCTBYHOLWMM B CMUCKE YMOJHOMOYEHHbIX
KOHTaKTHbIX INL, UTX FPYNMN KOHTAaKTHbIX 1L, 3aka3yunka, MicnonHuTenb octaBnseT 3a cobom NnpaBo cBA3aTbCA
C YNOSIHOMOYEHHbIM MpepcTaBuTeneM 3akasumka W, NpU NOoTBEPXAEHUM UM HeobxoaMMOoCTM nepepayu
O6paweHusa, 3apernctpupoBaTtb ObpalleHne cooTBeTCTBYOWNM 06pa3zom B CPO.

5. KNACCUDUKALMA OBPALLEHUNA

PernameHT npepycMatpuBaeT creaytowme Tunol ObpalleHmin 3akasdmnka K MicnonHutento:

MHUMOEHT.

3anpoc Ha obcny)xusaHue.

3anpoc Ha U3MEHeHMe.

MpeTeH3Ma B CBA3WM C BbiNIaToOn KoMneHcauuu (wTpada) 3a HapyweHue LocTynHocTn YCnyru, BPEMEHMU
peakuuun, BpeMeHu BOCCTaHOBIEHUS.

3anpoc Ha oKasaHue ycnyr B pamkax ycnyrn «Managed Services».

PernameHT npepycMmatpuBaeT crenyowme Tunol O6palieHmnin McnonHutensa K 3akasvnky:
MHdpopMupoBaHMe 0 NpoBeaeHun PernaMeHTHbIX paborT.

MHdpopMupoBaHue o npoBeaeHun CpoyHbix paborT.
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MHdopMupoBaHue o npoBeneHun MNpenaBapuitHbix pabor.
6. KATEFOPU3ALUMSA U NMPUOPUTE3ALINS OBPALLEHUM

O6paleHune, 3apeructpmpoBaHHoe B CPO McnonHutens, aBnaeTtcsa 3anpocoM U NOANEXUT KaTeropmsauum
M NpuopuTesaunm.

LleneBble Nnokasatenn No MakCMManbHOMY BPEMEHM peakuMn U MakCMManbHOMY BPEMEHW BOCCTAaHOBNEHUS
npu obpaboTKe 3anpocoB 3aKa3umKa 3aBUCAT OT NpucBanBaeMbix 3anpocaM MNpnopuTeTos.

CTOpPOHbI AOroBOPUAMCH O criegyrowmx Tunax O6pawenun (Tabnuua 1).
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Tab6n.1. Tunbl O6paleHnin

Tvn Mpuoputet OnucaHue npuopuTteTa

MHUMOeHT BNe4yéT 3a coboli OCTAHOBKY WM MOJIHYK MoTepto pabotocnocobHocTn Ycnyru.
KpuTuuHbii | CTaHOBATCA HEQOCTYMHbl KpUTUYECKMEe QYHKLMK, KOTOpble NPEenAaTCTBYIOT OpraHusauum
paboTbl. MHUMAEHT BMAET HA BCEX COTPYAHMKOB KOMMNAHUKM 3aKa3umnka.

MHUMAEHT BNeYéT 33 coboi 3HAYMTENbHYIO NoTepto paboTocnocobHOCTM YCayru, npu 3ToM
Bbicokui MHPOPMaUMOHHAA CUCTEMA COXpaHAeT paboTocnocobHOCTb B OrpaHUYEeHHOM Ob6bEMe.
VMHUMOEHT BAMAET Ha rpynny COTPYAHMKOB (oTaen, cnyxkba, cektop, rpynna).

NHUnpeHT
MHUMOEeHT BNevyéT 3a cobOM HecywecTBEHHYK noTept paboTocnocobHocTn Ycayru. 310
CpenHumn He3HauynTeNbHasa owunbka unm HeynobCcTBO, OWNOKU, KOTOPbIe HE NPENnATCTBYOT NPOBEAEHMIO
onepauuin.

MHuMaeHT BneuyéT 3a coBOoM YaCTMYHYKO HeOOCTYMHOCTb CepBuCa, He BAUAIOWY Ha
Hu3knin paboTocnocobHocTb Ycnyru, pelweHune notpebyetca B GyaylweM, OO KOTOPOro BO3geincTeue
MHUMAEHTa Ha BbIMONHEHME TEKYLWNX 33434 HE MPOABUTCA UM ero MOXKHO BPeMeHHOo nsbexaTb.

3acdmKcupoBaHHasa NoTpebHOCTb 3akasumKka B 06CNYXMBAHMM B paMKax NpefoCTaBAAeMbIX eMy
Ycnyr, He cBA3aHHasa co c60eM MM OTKa3oM B NpefocTaBieHun Ycnyr. CpoyHble BOMPOCHI,
BblcoKui BO3HMKAlOWME MNpU 3SKCNAyaTaumMm YCayru, okasbiBalolme BAMAHMA Ha BGU3Hec-npouecco
nonb3oBaTena (NpefocTaBieHre M KOPPEeKTUPOBKA MpaB AOCTyNa, KOPPEKTUPOBKA, BHECEHME

3anpoc Ha W yaaneHue AaHHbIX).

obcnyxmBaHue

3aduKcnupoBaHHas NoTpebHOCTb 3aka3unka B 06CNYXMBAHUM B paMKax NpPefoCcTaBAAeMbIX eMy
Ycnyr, He cBA3aHHaa co cboeM WM OTKA3oM B NpepocTaBneHun Ycnyr. KoHcynbTauuu
CpenHum nonb3oBatenen no pabote c VYcnyron, npenocTaBneHMe WHCTPYKUMM ©n  obyyarowmx
MaTepuanos, BOCCTAaHOBMEHME W aHaNuW3 AaHHbIX, NPefoCTaB/leHMe CTaTUCTUUYECKUX OAHHbIX,
OT4YeTOB.

3anpoc Ha Cpennnii [ob6asneHne, mogudukaumsa wnu ypaneHue 4yero-nnbo, UYToO MOXKET MNOBAMATL Ha Ycnyry
M3MEeHeHue (M3MeHeHnaAMKN BU3HEeC-NPoOLEeCCcOoB 1 T.1.).

6.4. NcnonHuTenb rapaHTUpyeT crefylolme LeseBble NoKasaTeNn Mo MaKCMManbHOMY BPEMEHU peakuuu u
MaKCMManbHOMY BPEMEHW BOCCTaHOBNEHUA nNpu ob6paboTke ObpalueHmn 3akasumnka (Tabnuua 2).

Tabn. 2. BpeMsa peakuun n Bpemsa BOCCTaHOBeHMA no ObpaleHnam 3akasumka

Bpemsa
Tvn MpuopuTtet peakumm BpeMsa BoccTaHOBEeHUA (4.) cBn

(4.)

KpUTHUYHBIi 0,25 4 24*7 - Tlopoepy)Xka ycnyru npepocraBnderca
3aKa3umMKy KPYrnocyToyHo B paboune u
Boicokuit 0,25 8 BbIXOAHbIE (MPa3OHUYHbIE) OHU.
9*5 - Tlopoep)xka ycnyrm npepocTaBnsercs
3aka3umky ¢ 09:00 po 18:00 (N0 MOCKOBCKOMY
BPEMEHM) C MNoHefenbHUKA MO NATHMWLY, 3a
VCKJTIOYEHNEM BbIXOAHbIX Y MPa3gHUYHbBIX OHEN,
NHungeHT YCTaHOB/NEHHbIX [1paBuTENbCTBOM Poccuinckon
Depepaunu.
9*5 — Tlopaoep)Ka ycnyrm npepocTaBnsercs
24, 3akasumky ¢ 09:00 go 18:00 (N0 MOCKOBCKOMY
ecnv nHoe He BPEMEHM) C MNOHeAenbHWUKa no nATHUUY, 3a
ycTaHaBnuBaeTcsa B SLA VCKJTIOYEHNEM BbIXOAHbIX Y MPa3fHUYHbBIX OHEN,
Ycnyr YCTaHOBNEHHbIX [1paBUTeNbCTBOM Poccuickom
Depepaunu.

CpenHum 0,25 12

Huskunm 0,25

9*5 - Tlopoep)Xka ycnyrm npepocTaBnsercs
Bbicokuit 0,25 48 3akasumky ¢ 09:00 go 18:00 (MO MOCKOBCKOMY

3anpoc Ha BPEMEHM) C MNOHeAenbHWKa no nATHUUY, 3a
obcnyxnBaHue VUCK/TIOYEHNEM BbIXOAHbIX Y MPa3gHUYHbBIX OHEN,
CpeqHuit 0,25 72 YCTaHOBNEHHbIX [1paBUTENbCTBOM PoCCUINCKON
depepaunu.

5*8 - Tlloppoep)Ka ycnyru npepocrtaBnserca
3aka3umky ¢ 09:00 po 18:00 (N0 MOCKOBCKOMY
3anpoc Ha He 0.25 Mo cornacosaHuio BPEMEHM) C nNoHefdeNbHUKA MO NATHMULY, 3a
M3MeHeHune NPUMEHUMO ’ CTopoH VUCK/TIOYEHNEM BbIXOAHbIX Y MPa3gHUYHbBIX OHEN,
YCTaHOB/EHHbIX [1paBMUTENbCTBOM PoccuMncKom

Depepaunu.
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YKa3aHHble B N. 6.4 uenesble nokasaTenuM NO MakKCMManbHOMY BpPEMEHW peakuum U MakCUManbHOMY
BPeMEHN BOCCTAaHOBNEHUSA MPUMEHUMbI B Clydyae OTCYyTCTBMSA TakoBblXx B SLA Ycnyr. Ecnn B SLA Ycnyr
onpepeneHbl UHble LeneBble NoKasaTenn No MakCMManbHOMY BPEMEHU peakLuMm U MaKCMManbHOMY BPEMEHU
BOCCTAQHOBJ/IEHUS, TO OHUM 3aMeLatoT CPOKN, YKasaHHble N. 6.4 PernameHTa.

Mpn HanM4MM BECKUX MPUYMUH, OBCTOATENbCTB, HE MO3BOMSAIOWMX BbINMOMHWUTL LEeneBble MokKasaTenum no

MaKCUManbHOMY BPEMEHM BOCCTAaHOBNEHUS, VCMNOMHUTENDb OO HACTYNIEeHUS KpalHero CpoKa peleHus no

Ob6paleHnio MOXeT 3anpocuTb M corfnacoBatb € WMHMUMatopoM 3anpoca W3MeHeHue npuopuTeTa

O6palleHnss U BpeMEHM BOCCTAaHOBNEHMS MO TakoMy O6palieHuto WM cornacoBaTb MPUOCTaHOBIEHWE

Ob6paleHna 00 CornacoBaHHOM AaThl.

Buabl MHUMOEHTOB, BO3HMKAKOWMX Y 3aKa3uymMKa, 3a pas3pelleHMeM KOTOPbIX OCYLLeCTBAAETCS obpalieHne K

McnonHuTtenio:

. oTcyTcTByeT pgoctyn K KY ENT, KY pesepBHbIM KonupoBaHueM BM wunm KY ADV, KY MLS pnsa
BbINO/IHEHMS 3343y No ynpasAeHUo BUpTyanbHbIM CEPBEPOM UAKM FPYNMOM BUpTyanbHbIX CEPBEPOB, a
TaKXXe ynpaB/ieHNs yYeTHbIMU 3aNUCSMKN NONb30BaTeENEN;

. OTCYTCTBYET BO3MOXXHOCTb CO3[aHMUS, YNPaBNeHUS, NU3MEHEHUS MapaMeTpoB, yAaneHUs BUPTYasbHbIX
CcepBepoB;

. OTCYTCTBYET BO3MOXHOCTb Bbi6paTb HEOOXOAMMbBIA pa3Mep BUPTYanM3MPOBAHHbLIX BbIYUCANTENBHbIX
MOLLHOCTEN ANA CO34aHUSA BUPTyallbHbIX CEPBEPOB, @ TaKXXe BbIAENIEHHOro BUMPTYyasibHOMrO AMCKOBOTO
XpaHunuwa c pasnyHbIMM NapaMeTpamMmum NPOn3BOANTENBHOCTM B paMKax COrnacoBaHHOro 3akasa;

. OTCYTCTBYET [OCTYN B CeTb VIHTEpHET;

. Bo3MOXHasa DDoS-aTaka Ha ny6nukyembin WEB-cepBMC 3aka3umka, MOCTaB/IEHHbIA Mog 3awuTty C
ncnonb3zoBaHmem ycnyrn Cloud AntiDDoS wnu Cloud AntiDDoS+WAF (B cnyvyae nogKa4yeHus
COOTBETCTBYHOLWMX YCNyr);

. NOAO3PEHNA HA HEKOPPEKTHble [OeNCTBMSA COTPYAHWMKA WcnonHuTens, BbINOJSIHEHHblE MM B XOfAe
npepnocTaBneHus ycnyrm Managed Services 1 noBnekwue 3a cobor HapylweHne KOHOUAeHUNanbHOCTH
N/MNN LEeNOCTHOCTM JAHHbIX 3aKa3uyuMKa, a TakXKe OOCTYNHOCTM NpenocTaBnaeMblx 3aKa3ynmkoM Ha Hase
MHpacTpykTypbl McnonHUTENS CepBMUCOB U/UAN YCIYT.

B cnyyae BO3HMKHOBEHMSA NOLO3PEHNIN HAa HEKOPPEKTHbIE AeNCTBUS MICNONHNTENS, BbINOJIHEHHbIE UM B X0O4e

npegocTaBneHns ycnyrm Managed Services cOTPyoHWMKM 3akasumka W McnonHuTtens, HasHayYeHHble

OTBETCTBEHHbIMU 3a pa3bupaTenbcTBa MO GaKTy BOSHUKHOBEHMSA COOTBETCTBYHOWErO NHLMAEHTA:

OCYLLECTBNAOT aHanM3 XypHanos cobbiTuin «OpraHmsaunmny» (TeHaHTa) KNMeHTa, AOCTynHble Yyepe3 KY ENT,

KY pe3epBHbIM KOonMpoBaHMeM BM munn KY ADV (B cnydyae nogknwdeHHoro cepsuca Cloud Trace Service) 3a

BPEeMS BO3HUKHOBEHUS MHLUMOEHTA;

B C/lyYae, ecnun no pe3ysibTaTaM aHanM3a COOTBETCTBYIOLWMX KYPHaNoB cobbiTuin 3a 0603HaYeHHOe BpeMS B

HEM OTCYTCTBYIOT 3aperncipuMpoBaHHble cobbiTms Bxoda B «OpraHu3auuto» (TeHaHT) 3akasumka C

ncnonb3oBaHnem KY ENT, KY pesepBHbIM KonupoBaHueM BM unm KY ADV um3-nop y4E€THbIX 3anucen

COTPYAHMKOB MCMONHUTENS, CTOPOHbI MPU3HAKOT, YTO MHLMAEHT Obln Bbi3BaH COBLITUAMMU, HE CBA3AHHbIMU C

npepocTasneHnem ycnyrm «Managed Services»;

B C/ly4ae Halnumns B XKypHanax 3aperncTpmpoBaHHbiX COBbITUIM BXxoaa B «OpraHmn3aunto» (TeHaHT) 3aKa3umnka

M3-nop, YYETHbIX 3anucen COTpyaHuKa McnonHutena w/unu 3akasumka NMLO, Bbi3BaBLIEE WHUUOEHT U

nepeyeHb OCYLWECTBASEMbIX UMW OEUCTBUN ONpenensetcs C MCAOMIb30BAaHWMEM W/UNWM MPefoCcTaBNeHUEM

3anucen n3 XypHanos cobbituin «OpraHmnsaummny» (TeHaHTa);

B C/ly4ae OTCYTCTBMSA B XXYPHanax 3aperncTpuMpoBaHHbIX COBLITUI, CBUOETENbCTBYIOWMX O HEKOPPEKTHbIX

OEeNCTBMAX COTPYAHWMKOB WcnonHuTens w/unum  3akKa3yuMka, MOBAEKWWX 3a CcoboM  HapylieHue

KOHOUAEHUNANBHOCTU U/MNWM LENOCTHOCTU AaHHbIX 3aKa3uyuka, a TakXe AOCTYMHOCTM MpefocTaBiseMblX

3aKa3ynMkoM Ha b6asze WMHopacTpykTypbl NCMONHUTENS CEPBUCOB W/MAW YCAYr, CTOPOHbI MPWU3HAKOT, 4YTO

MHUMOEHT Bbln Bbi3BaH COBbITUAMU, HE CBA3AaHHbBIMKU C NPefocTaBfeHneM ycnyrn Managed Services.

B cnyyae BO3HWUKHOBEHUA WHUMAEHTOB WcnonHuTenbo HanpasnseTr Mo 3anpocy 3aka3yuka OT4eérT,

copepxawmin dakTuyeckne N3MepeHns N pacCcYMTaHHbIe 3HaYEeHMA rapaHTMPyeMbIX NapaMeTpoB YCayru.

OTYETbl HaNpaBNAKTCA MO 3anpocy 3aka3yMkKa B TeYeHWe OOHOW Hepenu nocne okoH4vyaHua OTYETHOro

nepuvopa no 3/1eKTPOHHOM NoyTe.

OT4YéTbl CcoepyaT [aHHble O BbINMOJIHEHMW MapaMeTPOB KavyecTBa OKaszaHua Ycnyru:

. HapyLWeHMsl B BbIMOJIHEHUM YCTAHOBJIEHHbIX MapaMeTpoB KadecTsa Ycnyr;

. cTaTUCTMKaA No 06paboTaHHbIM 3anpocam.

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

Mpn oB6HapyXXeHUM 3aKa3uyMKoM HEWCMPaBHOCTM WAN YXYALWEHUs KayecTBa OKasblBaeMon VYcnyru,
npepcTaBmMTeNb 3akasymKka M3 Yncia nuL, yNnoaHOMOYEHHbIX PernaMeHToM, MHULMMpPYeT nepenady 3anpoca
Ha yCTpaHeHMe HeMcnpaBHOCTU B agpec MicnonHutens.

MpuY BO3HUKHOBEHUM Y 3aKa3uynmka He0BXoaMMOCTU B NpoBeaeHun paboT B MHPPACTPYKType BUPTYaNbHOMo
cepsepa, cO6CTBEHHON NHDPACTPYKTYPE UIN CMEXHbBIX CUCTEMAX, NMPEeACTaBMTeNb 3aKa3umKa, U3 Yyncna nuu,
YNOSHOMOYEHHbIX PernaMeHTOM, MHULMUPYET Nepepavy 3anpoca Ha obcnyxunsaHune B agpec NcnonHutens.
3anpocbl MOryT 6bITb NepepaHbl 3aKazuymMKoM VicnonHuTento nocpencTsoM obpaweHms B KOHTaKTHbIN LEHTP
NcnonHutens nocpefacTBoM nepenaym CoobLeHNs 3NEKTPOHHOM NoYTbl, @ TaKXe Nno TenedoHy.

MHunumaTop 3anpoca coobuwaet NcnonHuTento cnepyowyo MHPopMaumio:

NoeHTUPMKaALMOHHBIN HOMep 3aKa3yumka.
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MmMa u damunuio.

Tened@oHHbIN HOMEP 1 afpec 3NEeKTPOHHOM NoYThl.

OnuncaHue cuTyaunm, npobaembl, HEMCNPABHOCTM U/MNK HabNIOAAEMOrO YXYALWEHNA Ka4YeCcTBa OKa3blBaeMoM
Ycnyru, Bbi3BaBlUMe HEOH6X0AMMOCTb 0bOpaleHnsa K McnonHuTento.

[aHHble 0 3aTparnMBaeMbiXx cUTyaumen, npobiemMon, HeMCNPaBHOCTbIO U/MNN HabnogaeMblM yXyLLEHNEM
KayecTBa OKa3blBaeMol Ycnyrm 61M3Hec-npoLeccax unm CUCTeM.

DopMyNMPOBKY 3afa4un C NogpPo6HbLIM onncaHneM TpebyeMbix K MCNONHEHMIO paboT, cogep)kaHne Bonpoca
n/MNu KoHcynbTaunoHHoro O6paueHms co cnoe MHnumatopa 3anpoca.

OnuvcaHMe OXMaaeMoro pesynbrara.

[na uenen KOHTPONA KayecTBa Npu BbiMONHEHUM paboT no 3anpocy, NcnonHUTenb perucTpupyeT 3anpoc
3akas4ymnka B cobctBeHHOM CPO c NpUCBOEHMEM 3anpocy YHUKANbHOIo MaeHTUPUKaLNOHHORO HOMepa.
Mocne perunctpaumm 3anpoca 3akasuumka B CPO WcnonHuTenb, MCNONb3ys nepefaHHyto 3aKa3ydmMkoMm
KOHTaKTHY0 MHdopMaumo, MHOOPMUMPYET 3aka3uMka O TOM, 4YTo obpalweHune Oblno 3aperMcTpMpoBaHo,
coobuwaeT 3aka3umMKy BPeEMS perucrtpaumm 3anpoca, YyHUKanbHbIM AeHTUDOUKALMOHHbLIA HOMep 3anpoca 1
NPUCBOEHHbIN eMy MpuoputeT.

B TeyeHMe MaKCcMManbHOro BPEMEHUN peakunm, cornacoBaHHoro B PernamenTe (n. 6.4, ecniv UHble CPOKU He
OroBOpeHbl B onucanun Ycnyru), McnonHutenb obecneymBaeT Hagnexaly MapwpyTusaumio 3anpoca Ha
COTPYAHUKOB McnonHUTENa, OTBETCTBEHHbIX 332 06paboTKy 3anpocoB Ha YCTPaHEHME HEMCNPABHOCTEN.
3anpoc, peructpupyembln B CPO VMicnonHutens, B 0693aTeNbHOM NOpsAAKe AOMKEH COAEPXKATb CeAYL Yo
MHpOopMaLmio:

HanmMeHoBaHMe KOMNaHUKM 3aKa3yumKa.

MmMa u damunuio MHmMuymatopa 3anpoca.

TenedOHHbI HOMEP M afpec 3NEeKTPOHHOM NoYThl MHMUKMaTopa 3anpoca.

OnuncaHne cutyaunm, npobnembl, HEMCNPABHOCTM N/MNK HabNIOLAEMOrO YXYALWEHNS Ka4eCcTBa OKa3biBaeMom
Ycnyru [ @opMynnpoBKa 3a4adyum ¢ NogpobHbIM onucaHMeM TpebyeMbiX K MCNONHEHWUIO paboT, codepyKaHue
BOMpPOCa M/UN KOHCYNbTauMoHHoro ObpalweHnsa co cnoB MHMumnaTopa 3anpoca.

Bpemsa pernctpaumnm 3anpoca.

MpoeHTUGMKaLMOHHBIM HOMep 3anpoca.

MpuoputeT 3anpoca.

Mpn HeobxoanMMOCTN MHXXeHepbl McnonHnTens, HEMNOCPeACTBEHHO OTBeYaloLWMe 3a UCNONHeHMe 3anpoca,
cBA3blBalOTCA C MHuumMaTopoMm 3anpoca Ana uenen yToyHeHus petanen no 3anpocy. B cnyvae, ecnu
nHdopMaumsa, 3anpamBaeMas UHXeHepamMmn VicnonHmuTens, He MoXeT BblTb NpenocTaBneHa MHMUMaTopom
3anpoca B MOMEHT HenocpencTBeHHOM CBSA3U, McnonHuTenb BNpaBe yBENMYUTb MakKCUMManbHOe BpeMs
pelweHuns 3anpoca NpPonopLMoHanbHO Nepmopy OXUAaHUSA OONONHUTENbHOM MHGOPMauumM oT MHMumMaTopa
3anpoca. B cnyyae, ecnu WHuumaTtop 3anpoca He npepocTaBnseTr WCNoOnHUTENt0 [ONONHUTENbHOM
nHpopMaumn ans peweHunsa 3anpoca B TedeHue 5 (Matu) paboumx gHEN ¢ MOMEHTa YTOYHEHMA geTanen no
3anpocy, Takon 3anpoc CYMTAeTCa OTMEHEHHbIM U MOANEXMUT 3aKPbITUIO.

Mocne npoeegeHna paboT no 3anpocy McnonHUTENb PerncTpupyet Npou3BeneHHbin 06beM paboT 1 BClO
HeobxoauMmylo uHpopMaumio no 3anpocy B CPO wu cBasbiBaetca ¢ WMHuumatopom 3anpoca pAnng
NOATBEPXKAEHMS YCMELWHOCTM BbiMoNHeHUA 3anpoca. Mpu nonyyeHun NOATBeEpXAeHMa oT MHuumatopa
3anpoca, cnonHuTenb 3akpbiBaeT 3anpoc B CPO. Ecnn MHMumMaTop 3anpoca He NoATBEPXKOAET YCNELWHOCTb
BblMONIHEHNA 3anpoca, McnonHuTenb OoueHMBaeT NpousBefeHHble No 3anpocy paboTbl, COrnacoBbiBaeT C
MHMumaTopoM 3anpoca Npopo/ikeHne paboT no 3anpocy M CNMCOK AOMOSIHUTENbHbIX HEeOoBXOAMMbIX K
MCMNOMTHEHMIO paboT. B cnyyae ecnv noaTBeEpPXAEHNE UM OTKJIOHEHWE YCMNELWHOCTM BbINO/IHEHMSA 3anpoca He
6bln10 nonyyeHo McnonHutenem ot MHuumatopa 3anpoca B TeveHue 5 (Matm) pabouymx OHEM C MOMEHTa
nepenayn McnonHutenem B agpec MHnumatopa 3anpoca yBenomneHmnsa ob6 oKoHYaHMM paboT no 3anpocy,
TakKoM 3anpoc CYUTAETCA YCMNELWHO BbIMOJIHEHHBIM U NOAJIEXUT 3aKPbITUIO.

8. NMOOKMHOYEHUE YCNYTU

MpU BO3HMKHOBEHUM Yy 3aka3dMka HeobBXoOoMMOCTM B MOAKIKYEHMU HOBOW YcCiyru, npencrtaBuTeNb
3aka3ymka, M3 4Yucna nuy, YMNOJHOMOYEHHbIX PernaMeHToM, WHUUMUPYET nepegadvyy 3anpoca Ha
nogknyeHne Ycayru B agpec MicnonHutens.

3anpocbl Ha noaknwvyeHne VYcayr MoryT 6biTb nepedaHbl 3aka3uuMkoM MCnonHUTeNnto nocpeacTBoMm
o6palleHna B KOHTaKTHbIN LEHTP MicnonHUTensa nocpencTtsoM nepegadm coobueHnsa 3N1eKTPOHHOM NoYThl, a
TaKxe rno TenedoHy.

[na uenen KOHTPONA KayecTsa Npu BbiMONHEHUM paboT no 3anpocy, NcnonHUTeNb perucTpupyeT 3anpoc
3aKas4yunka B cobctBeHHOM CPO c npuUcBOEHMEM 3anpocy YHUKANbHOIo UaeHTUPUKaLMOHHOroO HoOMepa.
Mocne perunctpaumm 3anpoca 3akasuumka B CPO WcnonHuTenb, MCNONb3ys nepefaHHyto 3aKa3yMkoMm
KOHTaKTHY0 MHdopMaumo, MHPOpMUMpPYET 3akasuMka O TOM, 4YTOo obpalleHne Obl1o0 3aperucTpMpoBaHo,
coobulaeT 3aka3umMKy BpeMsa perucrtpauum 3anpoca, YHUKanbHbIM MOeHTUDUKALWMOHHbBIA HOMep 3anpoca 1
NPUCBOEHHbIN eMy MpuopuTeT.

B TeyeHMe MaKCMManbHOro BPeMEHM peakLumMmn, cornacoBaHHoro B PernamenTe (n. 6.4, ec/iv UHble CPOKMK He
OroBOpeHbl B onucanum Ycnyru), McnonHutenb obecneymBaeT Haglexalyo MapwpyTusaumio 3anpoca Ha
COTPYAHMKOB McnonHuTEnsa, OTBETCTBEHHbIX 3@ 06paboTKy 3anpocoB Ha NOAKOYEHME YCAyr.

3anpoc Ha nogkaw4eHue Ycnyru, pernctpupyemoin B CPO MicnonHutens, B 06593aTeNlbHOM NopsanKe AOMKeEH
cofep)XaTb CnenyoLLyo MHpopMaLumio:

HanmeHoBaHMe KOMMNaHMM 3aKa34ymka.
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Mma un damunuio MHmMuymatopa 3anpoca.

Tened@oHHbIN HOMeEP N/ agpec 3N1eKTPOHHOM no4dTbl MHMUMaTopa 3anpoca.

Bpemsa peruncrtpaunu 3anpoca.

MpoeHTUdMKaLMOHHbIM HoMep 3anpoca.

MpuoputeT 3anpoca.

CKkaH-konuio 3akasa Ha nogkfawdeHne Yciyrm c  nomeTkon  «logknoyeHue», MNoanucaHHoOM
YMNOMHOMOYEHHbIM NNLOM 3aKa3uyumKa.

Mpn HeobxoaANMMOCTU NHXKeHepbl McnonHUTeNsa, HENOCPEACTBEHHO OTBEYalOLWME 3a UCNONHEHMe 3anpoca,
CcBA3bIBaOTCA C MHMUMATOpPOM 3anpoca Ansa uenen yToyHeHua petanen no 3anpocy. B cnydyae, ecnu
nHbopMauus, 3anpawmBaeMan UHxXeHepaMn MicnonHuTensa, He MoxXeT BblTb NpegocTaBneHa MIHMUMaToOpoM
3anpoca B MOMEHT HenocpencTBeHHOM CBA3U, McnonHWTeNb BApaBe YBENMYUTb MakCUMManbHOe BpeMs
pelweHmns 3anpoca NPonopLMoHanbHO Nepmuoay OXWAaaHWsa OONONHUTENbHOM MHBOPMauunM oT MHMuMaTopa
3anpoca. B cnyyae, ecnu WHuumaTop 3anpoca He npepocTaBnset WCNonHUTENto [OMNONHUTENbHOMN
MHbopMaunm ona peweHms 3anpoca B TedeHue 5 (Matu) paboumx OHEN C MOMEHTa YTOYHEHMSA OeTanen no
3anpocy, Takol 3anpoc CYMTAETCA OTMEHEHHbIM U MOONEXUT 3aKPbITUIO.

Mocne npoBepeHMs paboT no 3anpocy Ha noaknawyeHue VYcayru, WcnonHuUTenb peructpupyet
Nnpou3BeAeHHbIN 06beM paboT M BCO HeobxoauMyr MHGopmaumio no 3anpocy B CPO mn cBA3biBaeTcs C
VMHunumatopoM 3anpoca ANS MOATBEPXKAEHUS YCNEWHOCTM BbiNnoNHeHMA 3anpoca. [lpu noaydeHun
NOATBEPXAEHUA OT WMHuumaTopa 3anpoca, McnonHutenb 3akpbiBaeT 3anpoc B CPO. Ecnn UHuumatop
3anpoca He NOATBEpPXAaeT YCNEeWwHOCTb BbiNoNHeHUs 3anpoca, icnonHutenb oueHMBaeT NpPomM3BeLEeHHbIe
no 3anpocy paboTbl, cornacosbiBaeT ¢ MHULUMATOPOM 3anpoca nNpoao/keHne paboT no 3anpocy U CNmMcok
OOMNONTHUTENbHbIX HE0BXoAMMbIX K MCNONHEHUIO paboT. B cnyyae ecnn nogTBEPXKAEHME WU OTK/IOHEHME
YCMNELWHOCTHU BbINMONHEHMA 3anpoca He 6bl1o nonydeHo MicnonHuteneM ot MHuumaTtopa 3anpoca B Te4eHmne 5
(NMaTtn) paboumx gHeN c MOMeHTa Nepepadun NcnonHuteneM B agpec MHuuUmnatopa 3anpoca ysegomnieHusa ob
OKOHYaHMK paboT no 3anpocy, Takon 3anpoc CYUTAETCHA YCMELIHO BbIMO/THEHHBIM U MOANEXMUT 3aKPbITUIO.
Mopknw4yeHne Ycnyru, BaMalollee Ha M3MEHEeHMe KOHedyHoln ctommocTu [orosopa, TpebyeT nepecMoTpa
NosoXeHnn o6 ycnoBusax U cToMMocTu [loroBopa M OOJHKHO 6biTb cornacoBaHo CTopoHaMu B 3aKase uUu
[OoNoNHNTENbHOM CornaweHun K Jorosopy.

9. PABOTA C 3ATIPOCAMUN HA USMEHEHUE

MpY BO3HUKHOBEHUM Y 3aKa3uymka HEOBXOAMMOCTM B WU3MEHEHWM KOHOUrypauum AencTeylowen Ycnyru,
npepcraBuTenb 3akasumka, U3 Yyncna numuy, ynoJHOMOYeHHbIX PernamMmeHToM, MHMUMMpYeT nepegady 3anpoca
Ha naMeHeHue Ycnyru B agpec McnonHutens.

3anpocbl Ha W3MeHeHWe KOoHdUrypaumm pencreyowmx Ycayr MoryT ObiTb nepefaHbl 3aka3yMKoM
McnonHutento nocpenctBomMm obpaweHmnsa B KOHTaKTHbIM LeHTp WcnonHuTena nocpefnctBOM nepepaydn
coobleHna aNeKTPOHHOM MoYTbl, @ TakXe no TenedoHy. Ana uenen onepatMBHoM 06paboTkM 3anpoc Ha
M3MEHEHWE KOHpUTypaunm gencTeytowen Ycnyrn gonxeH 6oiTb nepenaH B popmate 3akasa (popMbl 3akasa
Ycnyr npusefeHbl B MpunoxeHuax K Jorosopy).

Ina uenen KOHTPONS KayecTBa Npu BbiMONHEHUM paboT no 3anpocy, NcnonHuTenb pernctpupyeTt 3anpoc
3aka34ynka B cobcTtBeHHoM CPO c npucBoeHMeM 3anpocy YHUKaNbHOro MAEHTUPUKALMOHHOIO HoMepa.
Mocne peructpaymm 3anpoca 3aka3umka B CPO WcnonHutenb, MCNONb3ys nepefaHHylo 3akKa3uyukoM
KOHTaKTHY0 WHdopMauuo, MHDopMUMpPYeT 3akasuymMka O TOM, 4YTOo obpalleHue 6blIo 3aperncTpupoBaHo,
coobuaeT 3aka3umMKy BpeMsa perucrtpauum 3anpoca, YHUKanbHbI NOeHTUDUKALWMOHHBIM HOMep 3anpoca U
NPUCBOEHHbIN eMy MpuoputeT.

B TeyeHMe MaKCMManbHOro BPEMEHUN peakLunm, CornacoBaHHoOro B PernamenTe (n. 6.4, eCnv UHbIe CPOKU He
OroBOpeHbl B onucaHun Ycnyru), NcnonHutenb obecnevymBaeT Hagnexallyo MaplpyTusaumio 3anpoca Ha
COTPYAHUKOB WcnonHuTena, OTBETCTBEHHbLIX 3a 00paboTky 3anpoCoB Ha M3MEeHeHMe KOHdurypaumnm
OEeNCTBYOLWNX YCnyr.

3anpoc Ha M3MeHeHue KOoHUrypauumu pencteyollen Ycnyru, pernctpupyemoin 8 CPO McnonHutens, B
o0653aTeNbHOM NOpPAAKe AOMKEH COAEPXaTb CeaywWwyo MHDopMaLmio:

HanMeHoBaHMe KOMMaHMKM 3aKa3umka.

ma n damunuio MHmMumatopa 3anpoca.

TenedbOoOHHbI HOMEP U/WUNWN afpec 3NeKTPOHHOM No4uThl MHMumMaTopa 3anpoca.

Bpemsa peructpaumnm 3anpoca.

MaoeHTUdMKaLMOHHBIN HoMep 3anpoca.

MpuoputeT 3anpoca.

CKaH-KoMnuio 3aKasa Ha U3MeHeHWe KOoHdurypauum gencTteylowen YCayrm ¢ noMeTtkon «M3aMeHeHue» u
YKa3aHWEM HOMepa U AaTbl, paHee nepegaHHoro 3akasuynkom McnonHutento 3akasa Ha NOOK/YEHUE UN
M3MeHeHne KOHbUrypaunm oencTeyowen Ycnyrm, nognnmcaHHyo YNolHOMOYEHHbIM IULOM 3aKasuuKa.

Mpu HeobxoaAMMOCTU MHXKeHepbl McnonHUTeNs, HEMNOCPEACTBEHHO OTBeYalollMe 3a UCNONIHeHMe 3anpoca,
CBA3bIBAOTCA C MHMUMATOpOM 3anpoca Ansd uenen yTodyHeHua peTtanen no 3anpocy. B cnydae, ecnu
MHbopMauus, 3anpaimBaeMasn UHXeHepaMn MIcnonHuUTens, He MOXeT 6biTb NpefocTaBneHa MHMUMaTOpoM
3anpoca B MOMEHT HenocpencTBeHHOM CBSA3U, McnonHWTenb BApaBe YBENMYUTb MakCUMMalbHOe BpeMs
pelweHuns 3anpoca NPonopLMOHanbHO Nepuoay OXWAaHWsa OONONHUTENbHOM MHOPMauumM oT MHMumMaTopa
3anpoca. B cnyyae, ecnu WHuumaTop 3anpoca He npepocTaBnsetr WCnonHUTento [ONOAHUTENbHOMN
MHbOopMauUun ona peweHma 3anpoca B TedyeHne 5 (Matmn) paboumx OHEN C MOMEHTA YTOYHEHUA aeTanen no
3anpocy, Takol 3anpoc CYMTAETCAa OTMEHEHHbIM U MOANEXMUT 3aKPbITUIO.
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Mocne npoBeaeHns paboT No 3anpocy Ha U3MEHEHNEe KOHDUrypauum gencreytowen Ycenyru, icnonHuTtenb
pervcTpupyeT npousBeneHHbln 0b6beM paboT M BClO Heobxogumyk MHbopMauuto no 3anpocy B CPO u
cBA3biBaeTcs ¢ MHuuymatopom 3anpoca Ans NOOTBEPXKOEHMS YCNEWHOCTU BbiNoNHeHUsa 3anpoca. [pu
nosydyeHmn nopgreepxxgeHuna ot MHuumatopa 3anpoca, MNcnonHuTenb 3akpbiBaeT 3anpoc B CPO. Ecnu
VMHunumaTtop 3anpoca He MnoAaTBep)XAaeT YCNeWHOCTb BbiNONHEHMS 3anpoca, McnonHutenb oueHuBaeT
npoun3BefeHHble No 3anpocy paboTbl, cornacoBbiBaeT ¢ MHMUMATOPOM 3anpoca nponoseHne paboT no
3anpocy 1 CAUCOK AOMNOJIHUTENbHbIX HEOOXOAMMbIX K UCMOMHEHUIO paboT. B cnydyae ecnm noaTBep)KaeHue
WX OTKNIOHEHME YCMELWHOCTN BbIMONHEHUA 3anpoca He 6bino nonyvyeHo McnonHuteneMm ot MHuuUmnatopa
3anpoca B TeyeHue 5 (Matn) paboumx gHen ¢ MOMeHTa nepepadn McnonHutenem B apgpec MHuumaTtopa
3anpoca yBefoM/ieHna 06 OKOHYaHUM paboT no 3anpocy, Takoh 3anpoc CYMTAETCa YCNEeLWHO BbINMO/IHEHHbIM
M NOJNEXUT 3aKPbITUIO.

M3mMeHeHMe Ycnyru, BAUAIOWEE HAa WM3MEHEHMe KOHeYHoM cTtommocTu [oroBopa, TpebyeT nepecMmoTpa
nonoxeHnn o6 ycnoBuax W cToMmMocTM [oroBopa W [OMKHO OblTb corfnacoBaHo CTopoHamMu B
[ononHnTeNnbHOM cornaweHnm K orosopy.

10. OTKJTIOYEHWE YCJTYTH

Mpn BO3HUKHOBEHMM Yy 3aKa3uMKa HEOOXOAMMOCTU B OTK/OYEHUU OENCTBYOWeN Ycnyru, npencrtaBuTenb
3akKas4ymka, U3 yncna numu, ynosIHOMOYeHHbIX PernaMeHToM, MHUUMMpPYeT nepepady 3anpoca Ha OTKA4YeHne
Ycnyru B agpec cnonHutens.

3anpocbl Ha OTK/YeHMe pencTeylowmx Ycnyr MoryT 6biTb nepepaHbl 3akasuynmkoM McnonHutenio
NocpeacTBoM obpalweHna B KOHTaKTHbIA LEHTP McnonHutena noCcpeacTBOM nepepaym CcooblieHus
3NEeKTPOHHOM MOYThI, @ TaKxKe no TenedoHy. Ona uenen onepatnBHom o06paboTkM 3anpoc Ha OTKAYeHne
nencrteytowen Ycnyru pgomkeH 6biTb nepepaH B dopmate 3akasa (popMbl 3akasa Ycnyr npuBeneHbl B
MpunoxeHunax K Jlorosopy).

Ina uenen KOHTPONS KayecTBa Npu BbiMONHEHUM paboT no 3anpocy, NcnonHuTenb perucTtpupyeT 3anpoc
3aka34ymnka B cobcTtBeHHoM CPO c npucBoeHMeM 3anpocy YHUKaNbHOro MAEHTUPUKALMOHHOIO HOMepa.
Mocne peructpauymm 3anpoca 3aka3umka B CPO WcnonHutenb, MUCNONb3ys nepefaHHylo 3akKa3uyukoM
KOHTaKTHYIO MHdopMaunio, MHPOPMUpPYeT 3akasuymMka O TOM, 4YTo obpauieHune Oblo 3aperncTpMpoBaHo,
coobuaeT 3aka3umKy BPeMS perucrtpaumm 3anpoca, YHUKanbHbIM NOEHTUDMKALWMOHHbBIM HOMep 3anpoca U
NPUCBOEHHbIN eMy MpuopuTteT.

B TeyeHMe MaKCMManbHOro BPEMEHW peakuMu, COrflacoBaHHOro B HactosweMm PernameHTe (M. 6.4, ecnu
MHble CPOKW He OroBopeHbl B onucaHuum Ycnyrun), WcnonHuteno obecneymBaeT Haalexallyto
MapLlpyTM3aunio 3anpoca Ha COTPYAHWKOB MCNONHWTENs, OTBETCTBEHHbIX 3a 06paboTKy 3amnpocoB Ha
noaKatyYeHne ycnyr.

3anpoc Ha OTK/toYeHue pencTeytowen Ycnyru, peructpupyemoin B CPO WcnonHutensa, B 06a3atenbHOM
nopsaKe QOMKEH coaepyXaTb chenywyo nHGopmaumio:

HanmeHoBaHMe KOMMNaHMM 3aKa3ymka.

Mma u damunuio MHmMuymatopa 3anpoca.

TenedOHHbIN HOMEP M afpec 3NeKTPOHHOM NoYThl MHMUKMaTopa 3anpoca.

BpeMms perncrtpaunm 3anpoca.

MpoeHTUPMKaLMOHHBIM HOMep 3anpoca.

MpunoputeT 3anpoca.

CKaH-Konuio 3aKasa Ha OTK/IloUYeHne AencTeytowen Yeiyrn c nomeTkon « OTKIoUYeHME M YKa3aHMEM HOMepa
M [aTtbl, paHee nepefaHHOro 3aka3ymMkoM WMcnonHuTento 3akKasa Ha MOAK/KYEHME WU U3MEHEHUe
KOHUrypaummn gencteyowen Ycayru, noanmcaHHy yNoJHOMOYEHHbIM NMLUOM 3aKa3umka.

Mpu Heob6XxoaMMOCTU, UHXKeHepPbl VIcnonHUTeNsa, HeNnocpeacTBEHHO OTBeYakLWMe 3a UcnosHeHMe 3anpoca,
CBA3bIBAOTCA C MHMUMATOpOM 3anpoca Ansa uenen yTodyHeHua peTtanen no 3anpocy. B cnydae, ecnu
nHbopMauus, 3anpawmBaeMasn UHXeHepaMn MicnonHuTensa, He MoxXeT OblTb NpegocTaBieHa MIHMUMaToOpoOM
3anpoca B MOMEHT HenocpencTBeHHOM CBA3U, McnonHWTeNnb BApaBe yBeNMYUTb MakCUMalbHOe BpeMs
pelweHns 3anpoca NPonopLMoHaibHO Nepuoay OXWaaHusa OONoNHUTENbHOM MHBOpMauun oT MHMumMaTopa
3anpoca. B cnyyae, ecnu WHuumaTop 3anpoca He npepocTaBnset WcnonHuTento AOMNOSHUTENbHOMN
nHbopMaunm ona peweHmsa 3anpoca B TedeHue 5 (Matu) paboumx OHEN C MOMEHTa YTOYHEHMA OaeTanen no
3anpocy, Takol 3anpoc CYUTAETCA OTMEHEHHbIM U MOONEXUT 3aKPbITUIO.

Mocne npoBeneHnsa paboT no 3anpocy Ha OTK/YeHMe aencTeyrowen Yenyrm, IcnonHuTenb pernctpupyer
npou3BefeHHbIn 06beM paboT M BClO HeobxoauMyr uMHpopMaumw no 3anpocy B CPO mn cBA3biBaeTCca C
MHuumnatopoM 3anpoca pnsa MOATBEPXAEHMSA YCMEWHOCTU BbIMOJHEHMSA 3anpoca. [lpu nony4vyeHuu
noaTeepxpoeHusa ot MHuumatopa 3anpoca, McnonHuTenb 3akpbiBaeT 3anpoc B CPO. Ecin UHuumatop
3anpoca He NOATBEPXKAAEeT YCMEWHOCTb BbiNoHEHNA 3anpoca, icnonHuTenb oueHMBaeT NpPOU3BeLEHHbIEe
no 3anpocy paboTbl, cornacosbiBaeT ¢ MHMUMATOPOM 3anpoca npoao/keHne paboT no 3anpocy U CNMcok
OOMOJIHUTE/IbHbIX HEOBXOAMMbIX K UCMONHEHUO paboT. B cnyvyae ecnn NOATBEpP)KAEHME UM OTK/IOHEHMEe
YCMEeLWHOCTN BbINOSIHEHUA 3anpoca He 6bi1o nonyyeHo MicnonHuTteneM oT MIHMUMaTopa 3anpoca B TeyeHne 5
(MaTtun) paboynx gHen c MoMeHTa nepenadun McnonHutenem B agpec MHMumMaTopa 3anpoca ysegomneHus ob
OKOHYaHMM paboT no 3anpocy, TakoW 3anpoc CYMTAETCS YCMELWHO BbIMOJIHEHHBIM M MOONEXMUT 3aKPbITHIO.
OTknoveHne Ycnyru, BAMAKOWEE Ha M3MEHEHME KOHeYHoW cTomMocTu [oroBopa, TpebyeT nepecmoTpa
nonoxeHmn o6 ycnoBuax W cToMmMoCTM [oroBopa W [OMKHO OblTb cornacoBaHo CTopoHamMu B
JononHMTeNbHOM cornaweHmnn K Jorosopy.
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11. 3CKANAUWSA 3AMNMPOCOB

11.1. McnonHutenb obecnedynBaeT BbINOSIHEHME MPOLUEnyp BHYTPEHHEeW 3ckanauum npu obpaboTke 3anpocos
3aKa3ymka B Cnegyowmx cnydasax:

11.1.1. WcnonHuTento ONnsa npoBeneHus paboT no 3anpocy TpebyeTcs npuBieYeHne 0ONOJIHUTENbHbIX PECYPCOB;

11.1.2. B MOMEHT nofayu 3anpoca TpeboBaHMA 3aKa3uyMKa BbIXOAAT 33 PaMKM OKa3biBaeMbIX 3aKa3umnky Ycayr;

11.1.3. pna cornacoBaHMs C 3aKasyMKOM BOMPOCOB, BO3HUKLWMX B XOAE BbIMOMHEHMA paboT no 3anpocy wu
HaxoOsWMXCHa BHe 30Hbl KOMNETEHUMU UM OTBETCTBEHHOCTU NcnonHuTens.

11.2. Mpn onucaHHbix B n. 11.1. PernameHTa cny4daax 3ckanauum 3anpoca CTOpPOHbl [OroBapuBaloTcs o
BO3MOXXHOM YBE/IMYEHUN MAKCMMANIbHOIrO BpeMeHu peleHns npmu obpaboTke 3anpoca. Takue yBenmyeHmns
cornacytotca CTopoHaMu B OTAENbHOM MOPSAAKE B XOLE BbIMOMHEHMA paboT no 3anpocy.

11.3. B cnyyae, ecnu ons peweHua 3anpoca TpebyeTca BbiNoSIHEHME paboT BEHAOPOM/BHELWHUM NOLPALYNKOM
(n. 6.3. TMpunoxeHua N 2.0. k [orosopy), WcnonHutenb uHbOpMUpyeT 3aKasumka O CPOKax,
YCTaHOBJ/IEHHbIX BEHOAOPOM/BHELWHUM MNOAPAAYMKOM AN peleHus Takoro 3anpoca. B ykasaHHOM cnyyae
McnonHuTenb BApase yBeNMYUTb MaKCUMallbHOe BPEMS pelweHus 3anpoca nponopuuMoHanbHO nepuoay
CpOKa, YCTaHOBNEHHOr0 BEHOOPOM/BHELWHUM NOAPAAYMKOM ANS peleHuns Takoro 3anpoca. MicnonHuTtens He
HeceT OTBETCTBEHHOCTb Mnepepn 3aka3yMKOM 3a MpeBblleHWe BEeHAOPOM/BHEWHUM NoapsigyMKoM CPOKOB
BbINONHEHWNSA paboT, HanpaBfeHHbIX HA peLlleHMe 3anpoca.

12. YCNOBWA NPOBEOEHUSA PEFMTAMEHTHbIX, CPOYHbIX /WU NPELABAPUMHbBIX PABOT

12.1. MicnonHuTenb MeeT NpaBo, YBEAOMMB MO 3NEKTPOHHOM NOYTE YNOTHOMOYEHHOE (-ble) TN (-a) 3akasuumka,
yKasaHHoro (-bix) B n. 3.3. PernameHTa, npepbiBaTb MNpefocTaBieHMe pocTtyna K Yciyre B ciydae
npoBeaeHnsa PernameHTHbIX, CPOYHbIX U/unn MpegaBapuinHbix paborT.

12.2. YCnoBUA W XapaKTepuUCTUKM npoBeneHnsa PernamMeHTHbiX, CpouHbiXx u/unn [MpepaBapuiiHbix paboT
npeaycMOTPEHbl B COOTBETCTBYOWEM pa3gene SLA Ycayr.

13. MOPAAOK B3AUMOLENCTBMA CTOPOH B OTHOLLEHWM BbINAATbI KOMIMEHCALMU UCNONTHUTENS 3A
HAPYLUEHWE YCNOBW OOCTYNHOCTU YCNYTU, BPEMEHU PEAKUUW U BPEMEHW BOCCTAHOBJ/IEHUSA

13.1. B cnyyae o6HapyxeHMs 3aKa3uyMKOM OCHOBaHMA [OaA BbinjaaTbl wTpada, YycTaHoBAeHHoro n. 7.1.
MpunoxeHna N2 2.0. k [JoroBopy 3aKa3uMK MOXeT B TedeHuWe 60 (WwecTMpecaTn) KaleHpgapHbiX gHen c
MOMeHTa OO6Hapy)XeHWs HapyweHusa ycnoBuin [ocTynHocTM VYCnyru, BPEMEHU peakuuu, BPEMEHU
BOCCTaHOB/EHWNS, HAaNPaBUTb MICNONHUTENIO NPETEH3UI0, PYKOBOACTBYACH NPaBuaamMm 1 yCAoBUSMU NOLauM
O6paleHni, ykasaHHbiMK B PernameHTe. MNpeTeH3na gonxHa ObiTb 060CHOBAHHOM, K HEM OOJKHbI OblTb
NMPUIOXKEHbI [OKYMEHTbI, MOATBEPXAAtOWMeE TPeOoBaHMA 3aKa3ymka.

13.2. McnonHuTtenb 0693aH pacCMOTPETb NOJSTyYEHHYI0 NPeTeH3uto 3aKa3umka B TedyeHume 5 (Matn) paboumx gHem c
MOMeHTa ee nonyyeHusa. Ecnu npeTeH3ma npusHaeTtcs McnonHutenem ob6oCHOBaHHOM, TO McnonHuTenb
06s3yeTca coobwmntb 06 ykasaHHOM 3akKa3uyMKy B MOpsAKe B3aMMOOENCTBMA CTOPOH, YCTAHOBJIEHHOMO

PernameHTOM.

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

13.4. Mpu HapyweHMM 3aKa3yMKOM CpPoOKa, NpegycMoTpeHHoro B M. 13.1 PernameHTa, WM yC/0BUIM nopavu

npeTteHsnun, NcnonHutenb BNpase OTKasaTb B NPefoCTaBNeHNN KOMNEHcaUuu.
14. OMNOBELWEHWNE 3AKA3YUKA O6 MHLUMOEHTAX MUH®OPMALIMOHHOW BESOMACHOCTH

14.1. B cnyyae o6Hapy)XeHusas WcnonHuUTeNneM WHUMAaeHTa WHGOPMaUMOHHOM 6e30MacHOCTM, CBSA3AHHOrO C
dyHKUMOHMpoBaHMeM Obnaka ClLoud, n KOTOpPbIM MOXET NoB/eYb 3a cobol (MK NoBNEKLWEero) HapylweHne
KOHOUAEHUMANbHOCTM W LENOCTHOCTM [aHHbIX 3aKasuyuKka, a TakXe [OOCTYNHOCTU NpeaocTaBnseMblxX
3aKa3ynkoM Ha 6asze VIHbpacTpyKTypbl cepBucoB u Ycnyr, WcnonHuteno o69a3yetca yBeaoMuUTb O
BbIIBIEHHOM WHUMOEHTE YNOJIHOMOUYEHHOro NpeacTaBuTens 3akasumka B TedeHue 24 (OBaguaTty YyeTbipex)
4YacoB MoOC/e BbIABNEHMSA W noKanm3aummn (yCTaHOBNEHUSA feTanen) MHUMAEHTAa C MCNONb30BaHWEM ero
KOHTAKTHbIX JaHHbIX, NPUBEAEHHbIX B N. 3.3 HacTosawero PernamMeHTa.

14.2. K nepeyHio WMHUMAEHTOB MHMOPMaUMOHHOW 6e30macHOCTM, O KOTOpbiIX McnonHuTenb JommkeH coobuatb
3aKa34ynky, OTHOCATCS:

. ob6xopn nepuMeTpoBbIX cpencTs 3awnTtbl 1 WEB Application Firewall (WAF) B coctaBe IHppacTpyKTypbl
McnonHuUTens, noBaekwux 3a cobol BO3MOXHbIN HECaHKLMOHMPOBAHHbINA A0CTYN K «OpraHusaumm»
(TeHaHTy) 3aKa3uumka ¢ ucnonbsoBaHnem KY ENT n KY pesepBHbIM KonnpoBaHneM BM;

o obxon cpenctB 3awmtbl MHPopmaumm B coctaBe WMHbpacTpykTypbl McnonHuTens M cpeactB eé
ynpaBneHusa, MoBAeKWMX 3a COOOM HEeCaHKUMOHMPOBAHHbIM [oCTyn K «OpraHusaumm» (TeHaHTy)
3aKa34ynKa;

. nocnenoBaTenbHOCTb COObITUM MHPOPMALMOHHOM 6e30nacHOCTU, BbIABNEHHbIX cpeacTtBamMu SIEM
McnonHUTeNs 1 CBUAETENbCTBYOWMX O BO3MOXHOM AocTyne K «OpraHusauumy (TeHaHTy) 3aka3umka us
«QOpraHunsaunm» (TeHaHTa) gpyroro 3akasunka MHbpacTpykTypbl MicnonHutena B o6xon MexaHW3MoB
3aWnTbl obecneynBaowmnx nonaumo «OpraHnsauminy (TEHaHTOB) 3aKa3yMKOB APYr OT Apyra;
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14.3.

14.4.

14.5.

14.6.

14.7.

14.8.

14.9.

14.10.

. HECAHKUMOHUPOBAHHbIM  [OCTYN K MEepPCOHaNibHbIM  [aHHbIM  3aKa3yMKa, pPachofIOXKEHHbIM B
MHOPMALMOHHbIX CUCTEMAX MEPCOHAaNbHbIX AaHHbIX McnonHuTena?!, KOTOpbIM MOXET NPUBECTU UK
npuBen K notepe, yTeuyke UamM U3MeHEeHUIo NePCOHaNbHbIX AaHHbIX 3aKa3yMKa; HECAHKLWOHMPOBAHHbIM
dusmyecknn poctyn K obopypoBaHuilo  NHpacTpykTypbl  McnonHutensa, pasMellalowemy
MHMOPMaLMOHHbIE CUCTEMbI 3aKa34MKa;

. B C/ly4ae OKasaHua 3aka3uynky MicnonHutenem gononHUTeNnbHoM ycnyriu Managed Services, MHUMAEHTHI,
CBA3aHHbIE C  HenpegHaMepeHHbIMKM  OEeUCTBMSAMW  COTPYAHWKOB  McnonHutena B XoAae
agMUHUCTpUpoBaHmsa BLIOL 3akasuymka, NOBAEKWWMM 3a COBOM HapyleHue KOHOUOEHLMaNbHOCTU
N/MAN LEeNOCTHOCTMN JAHHbIX 3aKa3uyuMKa, a TakXKe LOCTYNHOCTM NpenocTaBnaeMbix 3aKa3ymkoM Ha Gase
MHdpacTpyKTypbl CEPBUCOB U/UNWN YCNIYT;

. npoyne WHUMAOEHTb WMHDOPMALMOHHOM 6Ge30MacHOCTU, CBSA3aHHble C GYHKLWOHMPOBAHUEM W/UNK
obcnyxumBaHmeM MHdpacTpykTypbl WCnonHUTENS M Morywue noenedyb 3a cobon (Mnu nosnexwwue)
HapylweHne KOHOUAEHUMANbHOCTM U LENOCTHOCTM [HaHHbIX 3akasuymka, a TaKXe [OCTYNHOCTU
npenocTaBnaeMblx 3aKa3unmkoM Ha 6aze MHPpacTpyKTypbl CEPBUCOB U YCAYT.

Oetann 06 nHuupeHTe MHPOPMALMOHHON 6e30MacHOCTU, HaMPaBNATCA Ha agpec 3/EKTPOHHOM MOoYThI

YNOMHOMOYEHHOr0 NPeACTaBMTENS 3aKa3umnKa 1 COQepXaT CeayroLyo nHbopMauuio:

. KpaTKkoe onuMcaHne MHUMAeHTa MHPoOpMaLMOHHON Be3onacHoCTy;

. faTa U BpeMsl BOSHUKHOBEHMWA UHUMAEHTA;

. nocneacTBua MHUMOEHTA ANa 3aka3uyuka, ero BM, n ero nepcoHanbHbIX AaHHbIX, 06pabaTbiBaeMbIX B
MHDOPMALMOHHBIX CUCTEMAX NEePCOHANbHbIX AaHHbIX MICMONHUTENs, aBTOMaTU3MPYIOLWKNX LEeATEeNbHOCTb
NcnonHutens;

. npeanpuHATbIE WarM Mo paspeleHnio MHUMAEHTa (KpaTKoe onucaHuMe Toro, Kakue [encTBua B
OTHOLWEHWM MHUMAEHTA 6bINM NpeanpuHAaTol cnonHutenem);

. npeanpuHATbIE Warn no yBegoMaeHMo HaA30pHbIX OpraHoB (B criyvyae ecnim Takas HeobxoauMocTb B
OTHOLWEHUM  paccMaTpMBaeMOro WHUMAEHTa onpegeneHa 3aKoHOZaTenbCTBOM  Poccuickon
depepaumn).

O6s3aTtenbcTBO  MicmonHMTENns nNo  yBeAOMJEHMIO 3aka3yuMka 00 MHuMAeHTax WHPOpPMaLMOHHOM

6e30MacHOCTM He pPacnpoCTpaHseTcs Ha WHUMAEHTbl, Bbl3BaHHble [OEWCTBMAMW 3akasuuka, Wam

npousoweplwne B paMKax KOMMOHEHTOB BMPTYyallbHOW WMHMPACTPYKTYpbl 3aka3yuka, 3a KoTopble HeceT

OTBETCTBEHHOCTb 3aKa3yuK.

Co cTopoHbl McnonHuTena B KayecTBe Nuvua, OCYLWECTBAAKWEro B3aMMOAENCTBME C 3aKa3yMKOM Mo

BonpocaM o6paboTKn BbISIBNEHHOrO MHUMAEHTA MHPOPMaLMOHHOM 6e3onacHOCTM, BbicTynaeT KOHTaKTHbIN

ueHTp McnonHutens.

XypHanupoBaHue cobblTn MHOOPMAUMOHHON 6e30MacHOCTM OCYLLECTBASIETCS BCEMW KOMMOHEHTaMu

MHbpacTpyKTypbl MicnonHuTens, BKAOYas, HO He OrpaHnM4yMBasCcb KoMnoHeHTamMu camoro O6naka Cloud,

CpeacTBamMm 3awmTtbl MHbOpMauMmM B cocTaBe MWHGOPACTPyKTypbl TENEKOMMYHUKAUMOHHBIM M MPOYnUM

obopynoBaHueM.

BbisBneHne WHUMOEHTOB MHGOPMAUMOHHON 6e30MacHOCTM OCYLLEeCTBASAETCA COMMacHO YTBEPXKAEHHOMY

BHYTpeHHeMy PernaMeHTy ynpasieHusa cobbiTusMM U MHLMAEHTaMU MHDOPMaLMOHHOM 6e30NacHOCTU.

[Ons aBTOMaTM3auMM MNPOLECCOB BbLIABNEHUA W pPearnpoBaHUs Ha WHUMOEHTb MHGOPMALMOHHOM

6e30MacHOCTM Ha CTOpoHe MWcnonHuTensa uUcnonb3ylTca cpeactBa cbopa M aHanmsa  cobbITUi

nHbopMaunmoHHon 6GesonacHoctM knacca SIEM (Security Information and Event Management) c

npuene4deHnem ycnyrm BHewHero SOC (Security Operations Center).

B xope ocywecTBieHNs paccienoBaHna no GakTy BbiABNEHUA MHUMAEHTA MHPOPMaALMOHHON 6e30macHOCTH

McnonHuTens BMpaBe OTKPbIBaTb AN CBOWMX COTPYAHMKOB, OCYLLECTBASIOWNMX pacciefoBaHue, W

OCYLLECTBAATb AOCTYN K XXYPHany cobbiTnuin « OpraHmsaunm» (TeHaHTa) 3akasdumka.

B xope ocywecTBieHUs paccienoBanmna no GakTy BbiABNEHUA MHUMAEHTA MHPOPMaALMOHHON 6e30nacHOCTH

3aKa34yuK JOMKEH UMETb rapaHTUPOBAHHbIN LOCTYN K XYpPHany cobbitmin ceoen «OpraHnsaunm» (TeHaHTa)

Ha NepuoL paccnefoBaHUsA C BO3MOXHOCTbIO ero BbIrPy3KM BO BHELWHUI Gann. MNpu 3TOM 3aKa3uunk Bnpase

3anpawmrBatb Yy MWCnonHWTens BbIFPY3KWM W3 HKYPHaNoB COObITM CPeacTB  3aWwuTbl  MHbOpMauum

MHbpacTpyKTypbl, BKAOYasa cpeactsa SIEM, cogep)kawmx cobbiTus, CBUOETENbCTBYOLWME O BOSHUKHOBEHUM

BbIABIEHHOTO MHLMAEHTA MHPOPMALMOHHON 6e30MacHOCTM 33 COOTBETCTBYIOLMIN NEPUOL BPEMEHMU.

! 3a uckntoveHuneM MNOH 3akazumnka, obpabaTbiBaeMbiX B ero MHHOOPMaLMOHHbIX CUCTEMAX, pasMellaemMbix Ha 6ase MHdpacTpyKTypsl.
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