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COIMMALLUEHWME OB YPOBHE MNMPEOOCTAB/IEHNA
YCNYT U «Nognuncka Ha BUPTYarbHbI MexceTeBon akpaH UserGate»

1. MPEOMET COIMTALWLEHUA

Hactosawee CornaweHune ob ypoBHe NpenocTaBneHns ycnyr (nanee — CornaweHue) aBnaeTca JOKYMEHTOM,
dukcnpyowmnM JocTynHOCTb YCYrn, a TakXe LefieBble KOIMYECTBEHHbIE M KAaYeCTBEHHbIE XapaKTepUCTUKMU
npegocTtaBnenms Ycnyru «lMoanvucka Ha BUPTYalibHbIA MexkceTeBOW 3KpaH UserGate» (manee - Ycayra),
OMNMCaHHOM B HacToALWweM MPUNoXKeHUN.

Ycnyra npepocTaBnseTtcs B coTpyaHmyectee ¢ 000 «H03eprenTt» (ganee — MapTtHep).

B pamkax Ycnyrn MicnonHutenb npepocTtaBnseT 3aka3uuKy permcrpaumoHHble knoum n MO UserGate-VM
0N CaMOCTOATENbHOrO pa3MelleHna B WMHOpPACcTpPykType 3akasuuka. MHUMAEHTOM ANA AaHHOW ycnyru
ABNAeTCA HepaboToCcnocobHOCTb MNPEenoCTaB/EHHbIX PErucTPpauMoOHHbIX K/YEen UM OWKUOKK B
npegocTtaBneHHoM MO UserGate-VM. Jliobbie HapyweHne paboTocnocobHOCTU, CBA3AHHbIE C HEKOPPEKTHOM
YCTaHOBKOW, HACTPOMKOM nporpaMMHoOro obecneyeHns u OBHOBMEHMEM MporpaMMHoro obecnevyeHus
HaxoaATCcsa B 30He OTBETCTBEHHOCTM 3aKa3uMKa M He NoAanapatT noa aencreme gaHHoro CornaweHums.

B pamMkax Ycnyru nop BocCcTaHOBeHMEM paboTocnocobHOCTM cepBUCa NOAPa3yMeBaeTCs nNpenocTtaBneHmne
3aKa3unKy OENCTBYHOLWMX PErucTPauMOHHbIX KYeN UM onucaHua cnocoba paspelleHns BbiABAEHHbIX
npo6nem B MO UserGate-VM. lMpuMeHeEHME PErncTpauMoHHbIX K/OYen U peKOMeHAOoBaHHbIX cnocoboB
YCTPaHEHUA BXOOMT B 30HY OTBETCTBEHHOCTM 3aka3uMkKa W He noAnapatT noga OencTBue [aHHOoro
CornaweHus.

B cnyyae HecooTBeTCTBMA (AKTUYECKM M3MEPEHHbIX MapaMeTpoB [AMana3oHaM, YKasaHHbIM B [OAaHHOM
CornaweHnun, Ycnyra cuyMTaeTcd HECOOTBETCTBYHOLWEN rapaHTMPOBAaHHOMY YPOBHIO KayecTBa, 4TO [OaéT
3aKa3yuMKy NpaBo Ha NoJlyyeHne nepecyéta CTOMMOCTH YCnyru.

2. TEXHUYECKASA NMOAOEPXKA YCJTYTU

[na obecneyeHuns paboTtocnocobHocTM Yenyru MicnonHutenb ucnonbayet CNyX6y TEXHUYECKOM Noanep»KKu.
MpU BO3HUKHOBEHUU Yy 3aKa3uMka TEXHUYECKOM MUIM uMHOW npobnembl nNpu noTpebneHun VYcnayru,
nposBeneHua McnonHntenem PernaMeHTHbIX, CpoYHbiX paboT u/unu MpenasapuiiHbix paboT npenctaBuTeNb
3aka34ynka n MlcnonHnTenb AENCTBYIOT B COOTBETCTBUM C PernaMeHToM B3anmopenctema CTOPOH.

Ona yckopeHua BpemMeHu o6paboTkn MHumpgeHTa npu obpaweHun B Cnyxby TeXHUUYECKOM MNOALEpPIKKMU
3aKa3ynK Oo/KeH cooblWnUTb MakCUManbHO MOJIHY MHGOPMauuio O NporpaMMHoOM obecrneyvyeHun, ero
KOHOUrypauum n NnocnenoBaTeNlbHOCTU Waros, npmMBenwnx K MHUMaeHTy. B cnyyae HegocTaTka MHbGopMaunm
Cny>k6a TexHM4YecKol NoOdepPXKM MOXeT 3anpocuTb Yy 3aKasumka YTOUYHeHMs. BpemMs BOCCTaHOB/IEHUSA
HauyMHAeT OTCUYMTBLIBATbCA C MOMEHTa nonydeHna McnonHuteneMm nonHom nHpopmaumm no MHUMOEHTY oOT
3akasyuka.

3. LLENEBbIE MOKA3ATE/IN MO OBPABOTKE OBPALLEHUM

B pamkax Ycnyru onpepeneHbl cnenyouwme Tunbl O6palleHnin 3akasumka:

Tun MpunoputeTt OnucaHue
MHuMOeHT BNnedvéT 3a cobol nonHyo notepto pabotocnocobHocTn Ycnyru, u
KpUTWUYHbIT 3aKa3uyMK He MOXEeT BOCCTaHOBUTb PaboToCnoCOBHOCTb CaMOCTOSITENbHO

(NpepocTaBneHHbIV PerucTpaLMoOHHbIN K1Y BannanpyeTcsa ¢ OWnOKom).
MHUMOeHT Bne4yét 3a coboi 3HauuTeNbHYyl MNOTept PaboToCnOCOBHOCTU
BbICOKMIA Ycnyru, npu aTOM UT-cuctema _ CoxpaHser paboTocnocobHoCTb B
MHumMpeHT orpaHuMYeHHOM 06bEMe (pa3BepHyTbi 06pa3 UserGate-VM 3aBucaetr unu
nagaetT B core-dump).
MHUMOeHT BNeYyéT 3a cobor HecylwecTBEHHYK MnoTepto paboTocnocobHoCTH
Ycnyrn. (NpepoCTaBNeHHbIM PEerucTPauMOHHbIN  K/I0Y He COOTBETCTBYET
3anpoLWeHHbIM XapaKTepucTnkaM unu HabnopgatoTca npobaemMbl C 3aB/IEHHON
pyHKUMOHanbHoOCTbO UserGate-VM).
3adumKcupoBaHHaa noTpebHoCTb 3aKasumMka B 06CNy)XMBaHMM B paMKax
npepoctaBnseMon emy Ycnyru, He cBsizaHHaa co cbOeM WM OTKas3oM B
npepoctaBneHnmn Ycayru. 3anpoc Ha GopMMpoBaHME HOBbIX N U3MEHEHUE
CYLWECTBYIOLWMX PErMCTPALMOHHbBIX KloUYen, nepereHepaumio TOKeHa B CBA3M
C MepeHOCOM PerncTpaumMoHHbIX Kouel Ha apyryto BM, npekpalleHne cpoka
3anpoc Ha LEeNCTBUSA PerncTpauuoHHOro Kiva.
obcnyxvBaHue 3adumKcupoBaHHaa noTpebHOCTb 3akasuMka B OB6CNYXMBaHMM B paMKax
npepoctaBnseMon emy Ycnyru, He cBsidaHHaa co cbOeM WM OTKas3oM B
npepoctaBneHnn Ycnyrm. KoHcynbTauum nonb3oBaTenien no paboTte c
Ycnyron, npepocTaBleHWe WHCTPYKUMIA U obyyalolwmx MaTepuanos,
BOCCTAHOB/IEHME W aHanM3 [aHHbIX, MNPefocTaBfieHne CTaTUCTUYECKUX
OaHHbIX, OTYETOB.

CpegHum

Bblicokum

CpenHum
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3adumKcupoBaHHaa noTpebHoCTb 3aKasumMka B 06CNYXMBaHMM B paMKax
3anpoc Ha He npuMeHuMo npepoctasnseMon emy Ycnyru, He cBfizaHHaa co cbOeM MM OTKasoM B
M3MeHeHune npepoctaBneHnn Ycnyru. 3anpoc Ha AOMONHUTENbHYIO (QYHKUMOHANbHOCTb
UserGate, KOTOopas He BXOAUT B onucaHme Ycnyru.

CornacHo nyHKTy 6.5 PernamMeHTa B3anmopenctemnsa CTopoH na Yciyru ycTaHaBnnBatoTca ocobble LeneBble
3Ha4yeHna no obpaboTke ObpaweHnin 3akasumka (Tabnumua 1).

Tabn. 1. Llenesble nokasaTenun no obpabotke O6palueHnin

Bpems Bpems
Tun Mpunoputet peakuum BOCCTaHOBJ/IEHUS cBI
(4.) (4.)
KpuTnuHbIi 0.25 4 24*7 - KPYrnocyToyHo B paboune wu
BbIXOAHblE (MPa3gHNYHbIE) OHU.
BbICOKMit 0.25 24 AHbie (npasa )A
MHUMaeHT 9*5 - ¢ 09:00 po 18:00 (MO MOCKOBCKOMY
BPeMeHM) C MOoHeaeNbHMKa MO NATHUUY, 3a
CpenHum 0.25 80 UCKMIOYEHNEM BbIXOOHbIX W MNPa3gHUYHbIX

OHEeN, YyCcTaHOBNEHHbIX [MpaBUTENbCTBOM
Poccuickon depepaunm.

9*5 - ¢ 09:00 po 18:00 (o MOCKOBCKOMY
BPEMEHU) C NoHefeNbHMKa MO MAATHMLUY, 3a

3anpoc Ha .
P CpegHumn 0.25 120 UCKMIOYEHNEM BbIXOOHbIX W MNPa3gHUYHbIX
obcnyxxmBaHue .
OHEeNn, ycTaHOBNEeHHbiXx [lpaBMTENBCTBOM
Poccuiickon depepaumu.
3anpoc Ha
He npumeHumo - - Mo cornacoBaHmio CTOPOH
M3MEHEeHMNe

4. MPOBEAEHME PEFNTAMEHTHbBIX, CPOYHbIX W/UNU NPELABAPUMHbBIX PABOT

YcnoBusa npoeeneHnsa PernaMeHTHbIX U/unmn CpoYHbiX paboT npuBeneHbl B Tabnuue 2.

Tabn. 2. YcnosBua nposeaeHua PernameHTHbIX, CpoYHbIX n/unu MpenasapuitHbix paboT

HanMeHoBaHue Mpopo/MKNTENbHOCTL U UHTEPBATbI YBepgoMsieHue [ononHuTeNbHbIE
pabot MeXay nepepbiBamMum 3aKa3uyuka ycnosums
O BpeMeHW npoBeneHus
PernamMeHTHbIE CyMMapHas NPOAO/MKNTENBbHOCTL | He mMeHee 4yem 3a 1 (oguH) | pabot McnonHutenb
paboTol nepepbiBOB - He bonee 4 (4YeTbipex) | pabounit peHb [0 Havana | yBegomnseT 3a 1 (oAawH)
yacos B Mecal,. nepepbiBa pabouymMin geHb QO Havana
nepepbiBa
Bpems nepepbiBa aBHO
P pep P O BpeMeHW npoBeneHus
hakTnyeckomy BPEMEHMU,
CpoyHble He MeHee ueM 3a 2 (oBa) yaca | pabort McnonHutenb
HeobxoOMMOMY [ONSa ycTpaHeHus [
paboTbl M [0 Havana nepepbiBa. yBegomnsaer 3a 2 (oBa) yaca
npepoTBpaLleHmns aBapUMHbIX

z N [0 Havyana nepepobiBa
CUTYaUuit 1 [ UV HEeMCNPaBHOCTEN.

Mpennonaraemas

Bpems nepepbiBa paBHO NPOAOIKUTENBHOCTb

N hakTnyeckomy BPEMEHMU, npoBeaeHns pabort
MpepaBapuiiHbie HenocpeacTBeHHO nepep,
HeobxoOMMOMY [ONSa ycTpaHeHus [ coobuiaeTca 3aKasumky
paboTbl M HayasoMm nepepbiBa.

npepoTBpaLleHmns aBapUMHbIX HenocpencTBEHHO  nepeq

CUTYyaUU U [/ NN HEUCNPABHOCTEN. Hayanom npoeegeHna
pabort.

5. OOCTYMHOCTDb YCNYIU

B Tabnuue 3 npuBeaeHbl Nokasatenn JOCTYNHOCTM YCnyru.
Tabn. 3. Moka3atenu JocTtynHoCcTK Ycnayru

HawnmeHoBaHue Ycnyru MokasaTenu [loctynHocTn Ycnyru B rof, %

Mopnucka Ha BUPTYanbHbIN MexxceTeBol 3kpaH UserGate 99,9%

6. KOMMEHCALIUN 3A HAPYLWLEHWE COTNALLEHNSA

HacTtosawmm CornaweHneM npeaycMoTpeHbl Cieaytowme pasmepbl KOMNEHcaumni 3aKa3yumnky 3a HapylweHue
LoctynHocTu Ycnyru 3a nepuof okasaHusa Yenyru (Tabnuua 4).
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Tabn. 4. KoMneHcaumm 3a HapyleHne LeneBbix nokasaTenen JoCcTynHocTn Ycayru

.U,OCTyI'IHOCTP Ycnyru 3a Bpems He,D.OCTyanOCTM Ycnyru 3a Paamep KoMMeHcaLum
OT4YeTHbIN Nepuop, OT4YeTHbIN nepuon,
299,9 % PaBHO Mnn MeHee 45 MUHYT KomneHcaumnsa He npepocTaBnsaeTcs
<99,9 % bonee 45 MUHyT 1% OT CTOMMOCTU YCNyru 3a Nepuog okasaHus.
<99,5% bonee 3,5 vyacos 3% oT cToMMOCTM YCNyru 3a nepnopg okasaHusa
<99 % bonee 7 yacos 5% OT cTOMMOCTM YCyru 3a nepmnopg okasaHusa
<98 % bonee 14,5 yacos 10% o1 ctoumocTn Ycnyru 3a nepmnopg okasaHusa
<97 % bonee 22 vacos 20% OT CTOMMOCTM YCNYrn 3a Nnepnof okasaHums

7. OrPAHNYEHUA

B c/llyyae HEBO3MOXHOCTM pa3pelmnTb MHUMOEHT Ha cTopoHe MCMoNHUTEeNsa M 3CKanaumu ero Ha CTOPOHY
MapTHepa CPOKWM MO YycTpaHeHuo WHumaeHTa MoryT 6biTb YBeMYeHbl B COOTBETCTBUM CO CPOKaMu,
YyCTaHOB/IEHHbIMU MNapTHEPOM B COBCTBEHHOM cornalleHun 06 ypoBHe 06CNyXUBaHUA. B cnydyae yBenmyeHus
CPOKOB yCTpaHeHUa MHunaeHTa MapTHepom McnonHuTtenb 0693aH yBeaoMuTb 06 3TOM 3aKasuuKa.
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