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MPUNOXKEHUE Ne 2.0.
K [lorosopy

OBLLEE COITALLEHME OB YPOBHE NPEAOCTAB/IEHNA YCIYT

1. NPEAMET COIMALLEHUA

Hacrosuwee CornaweHue 06 ypoBHe npefocTasieHus yeayr (aanee — CornaweHue):

ABNAETCA AOKYMEHTOM, puKcupyrowmm JocTynHocTb Ycayr;

onpeaenseT NPUHLMUNbI Knaccudukaumm n ycnosma obpabotkm ObpalleHnidi 3akasumka K UcnonHuTento, a Takxe obuime
YCNOBUA 1 NOPAAOK B3aMMOAENCTBUA CNYKO 3aKasumka u McnonHuTens B npolecce npefoctasneHus Yeayr no Jlorosopy;
COAEPKUT ONncaHne npoueayp, OTHOCALLMXCA K YCTPAHEHUIO HEUCNPaBHOCTEN, 3CKanaLMmn u NpoBeaeHUIo PernameHTHbIX,
CpouHbix paboT, a Takke dopmanusyeT npoueaypy onoselLeHUA 3akasumka 06 MHUUAEHTaX;

yCTaHaB/IMBAET NOPALOK KOMMYHUKaLM CTOPOH MO Pa3HbIM TUMaM 3anpocoB (Ha MOAKNOYEHWNE, USMEHEHUE, OTK/IIOYEHWE

NPUMEHAKDTCA B COOTBETCTBUN C HUM.

Yenyr);

yCTaHaB/IMBaeT OTBETCTBEHHOCTb McnonHuTena 3a HecobaoaeHme ycnosuin CornatieHus.

B cnyyae HecooTBeTCTBUA AKTUUECKM M3MEPEHHbIX NAapaMeTpPoB AMana3oHaMm, YKasaHHbIM B AaHHOM CornaweHun uam SLA
Ycnyrv, oHa cYMTaeTca HeCOOTBETCTBYHOLWEN rapaHTUPOBAHHOMY YPOBHIO KayecTBa, YTO AaeT 3aKasuMKy NpaBo Ha noay4yeHue
nepecyeta CTOMMOCTH Ycayru (KomneHcawmm).

Hactosuwee MpunoxKeHue ABnseTcs o6WMM No OTHOWeEHWo K SLA Ycayr. B cnayyae ero npoTMBOPEYUs YCNOBUIM YCAOBUAM,
N3N0XKEHHbIM B SLA KOHKpeTHbIX Ycnyr — AeicTBYIOT ycnoBua SLA Takmx Ycnyr. Bo Bcex oCTasibHbIX Cy4anx AenCcTBYHOT yC10BUA
HacToAawero CornaweHua, B TOM 4YuCae, HO He OrpaHWYMBAfACb, MOHATUA W onpegeneHusa, ucnonblyembie B SLA Ycnyr,

BeHOop

Bpems soccmaHosneHus

Bpemsa docmynHocmu
Yenyeu (B4)

Bpems HedocmynHocmu
Yenyau (BH)

Bpems noddepxcku Ycayeu
(Br1)

Bpems nposedeHus
PeznameHmHbix pabom
(Br1PP)

Bpemsa peakyuu

Aeepadayusn

JocmynHocme Yenyau

3anpoc

3anpoc Ha usmeHeHue

3anpoc Ha obcryncusaHue

WHxceHep

WHuyuamop 3anpoca

UNHyudeHm

KoHmakmHeili yeHmp

2. TEPMWHbI U ONPEQENEHUA

KOMMNaHnA, BbiNyCKaoLWaa 1 NOCTaBAAOWaA NPOAYKTbl U YCAYrK noa cBoei TOpI'OBOl:i MapKOVI.

NPOMEXKYTOK BPEMEHM C MOMEHTa perncTpauuv O6palleHna [0 NosHOro 3aBeplueHuns paboT no
06paboTke ObpalueHun 6e3 yyeTa BpeMeHU KOMMYHUKALMIA Mexay NpeacTaButenammn 3akasumka
1 UcnonHutensa.

Bpems, B KOTOpoe YC/yra AOMKHA HOPManbHO GYHKLMOHMPOBATL (M3MepPAETCA B NPOLEHTax A/s
KasKA40ro 0TYETHOro NEPUoAa Ha OCHOBaHUM YCTaHOBAEHHOTO Pexnuma npeaocTasneHus).

CYMMa BPeMeHW HeAoCTYNHOCTU YCyrv 3a Nepuog, okasaHua Ycayrv, 3a UCKAOYeHUeM BpEMEHU
nposeaeHusa PernameHTHbIX, CPOYHbIX PaboT (M3MepAEeTCA B MUHYTaX).

Bpemsa, B KoTopoe McnonHutenem npeaocTaBnAeTca TeXHUYECKas NoAJepKKa OKasblBaemoi
Yenyru.

CYyMMa BpemMeHu nposefeHuA PernameHTHbIX paboT 3a nepuog okasaHusa Ycayru (usmepsetca B
MWHYTax).

NPOMEXKYTOK BPEMEHM, B TEYEeHUEe KOTOporo MWCMoAHWUTENb, MNOAYYMBLIMIA YCTAHOBAEHHbLIM
cnocobom  obpaleHue, Knaccuouumpyet  ero, peructpupyer ¢ NPUCBOEHMEM
NAEHTUPMKALMOHHOTO HOMepa 1 MpUCTynaeT K ero obpaboTke.

YXyAlWeHMsa KadectBa YCAYrM, HECOOTBETCTBME MapaMeTpPoB KayecTBa YCAYrM 3asBAEHHbIM
napametpam B CornawweHumn o6 yposHe npesocTtasieHus Yeiyru.

CNOCO6HOCTb YCAYrM BbIMO/HATL COMNAcoBaHHyl0 GYyHKUMIO, Korga 3to Heobxogumo. Ycnyra
CuMTaeTca AOCTYNHOW, EC/IM ee XapaKTEPUCTUKM COOTBETCTBYIOT rapaHTUPOBaHHbIM UcnonHutenem
napameTpam.

3apeructpuposaHHoe B CPO ObpalueHue.

3anBKa, ABAAlOWAACA (GOPManM30BaHHbIM  MPEA/IOKEHUEM O peanvsauum  U3MeHeHus
MHGOPMALIMOHHOTO pecypca (Ao6aBneHus, MoAUPUKALMM WK  yA3NEHUA), BbIMONHAEMOro
NoCpPeACcTBOM ODULMATIbHBIX U KOHTPOIMPYEMBIX MPOLEAYP U3MEHEHUS.

bopmann3oBaHHbIM 3aNpoc Ha BbINOAHEHME CTaHAAPTHbIX AEWCTBUI B pamKax TeXHUYECKOM
NoOAJEPKKM, He TPebyloWwmnx n3meHeHUa UT-ycayrn U He BbI3BaHHbIX CHUMKEHMEM KauecTsa ee
OKa3aHuA WAM 3asBKa, NPEeAONpenesfioWan CTaHAAPTHOE C TOUKM 3PEHUd MHOOPMALMOHHBIX
TEXHO/IOMUiA AeiCTBME MO YCTPAHEHMIO COBbITUA, ABNAIOLLErOCA YacTbio HOPManbHOMN paboTbl UT-
YCIYTU U He cnocoBHOTo NPUBECTM K OCTAHOBKE YC/IYTM UK CHUKEHUIO KAaYeCcTBa ee OKasaHus.

TEXHUYECKUI COTPYAHUK WMcnonHWTens, Ha3HAYeHHbIW OTBETCTBEHHbIM JIMLOM 33 pelleHue
UHumpeHTa.

yFIOJ'IHOMOHeHHbIl‘/‘I npeacrasuTenb 3aKasuuka, l/IHVILl,MMpOBaBLLIVII‘;I COOTBeTCTByIOLLI,MVI 3anpoc.

noboe cobbiTve, He ABAAIOLWEECA YacTblo HOPMaNbHOTO GYHKLMOHWMPOBaHMA YCyrv, KoTopoe
MPMBEIO NAN MOKET MPUBECTM K NPEPbIBAHNIO UM CHUXKEHMIO KauecTBa ee OKasaHus.

LieHTp 06paboTku obpalleHnii 3akasumka.
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HedocmynHocme Ycayau

Homep 3anpoca

ObpaweHue

Mepuod okazaHua Ycayau

lpuopumem

Paboyuli deHb

PeznameHmHble pabomel

Pexcum npedocmasaeHus

Cucmema Pezucmpayuu

ObpaweHuli (CPO)

Cnywba mexHuyeckol

NOATBEPKAEHHbIN (GaKT CYLLECTBEHHOTO CHWXEHWA KayecTBa MAM YaCTUYHOrO WAW MOJIHOTO
NpeKpaLLeHns OKasaHua Ycayrv 3aKkasumKy B Tom ob6beme 1 KoHdUrypauum, B Kotopbix Ycenyra bbina
3aKasaHa 3aKasumMKom.

PEervcTpaLMoHHbI Homep, NpucBansBaemblii 3anpocy B8 CPO.

MHGOPMaLMA, HanpasieHHasA YMNOAHOMOYEHHbIMW MpPeACTaBUTENAMMU 3aKasumMKa B CTOPOHY
McnonHuTens, cornacHo NOpAAKY, ycTaHoBneHHomy CornalleHvem.

Kaner,aprn?l mecsal, B KOTOpom ycnyra OKa3blBanacb 3aK83‘4MKy NcnonHutenem.

KaTeropus, Mcnonb3yemas A/ TOro, 4tobbl YCTaHOBUTbL OTHOCUTENbHYIO Ba)KHOCTb O6palieHus
3aKa3uuKa, onpegenser odepeaHoCcTb 06paboTKM 1 CTaHAAPTHbIE HOPMbl BPEMEHM BbINONHEHMA.

AeHb, odULUMANbHO CuYMTalOWMIACA B TeKywem rogy paboumm Ha TeppuTopum Poccuiickoin
depepaumnn npu 5 (Natn) aHesHol pabouer Heaene.

KOMnneKkc I'IpOd)MﬂaKTMLIECKMX pa60T no noagepXaH!U MUCNpPaBHOrNO COCTOAHUA OGOPYAOBBHMH,
CEeTU, UHXXEeHEePHbIX cucTem n VIH¢paCprKTypr NcnonHutena. BoinonHatoTea cunamm Ucnonnutens.

YCTaHOBJ/IEHHbIN Nepuoj BpemeHu, B TeuyeHue KoToporo McmosHutenb 06s3aH obecneyntb
JocTtynHocTb Yenyru.

MHPOPMALMOHHAA cucTema MCMonHWTeNs, npegHasHadeHHas ANA perucTpauum v obpaboTku
obpalleHnii 3akasumka.

rpynna TexHUYyeckux cneumannctos WcnonHutens, 06na,u,a+ou.|,14x HEO6XOAVIMbIM ypoBHEM

nodoepiKu KOMMNETEHLMM U BbINOJHAOLMX PaboTbl MO YCTPAHEHMIO HEUCNPABHOCTEMN.

CpoyHsie pabomel —  KOMMNAEKC BHENNaHOBbIXx paboT, KoTopble TpebyeTca NpoBOAUTL  OMNEpaTMBHO  ANA
npefynpexaeHna aBapuiiHbIX CUTyauMin U HeucnpaBHocTel 06OpyA0BaHUA, CETU, UHMKEHEPHbIX
cucTem U MHPpacTpyKTypbl McnonHutena. BeinonHaoTca cunamm McnonHutens.

YnonHomoueHHbIl - COTPYAHVK(-M) Ha CTOpPOHe 3aKa3umKa, YNOoNHOMOYEHHbIN(-ble) HanpasnAaTb O6palleHus 1 3anpocsl

npedcmasumerns 30Ka34UKa McnonHutento.

YnonHomoueHHbIl - COTPYAHWK(-M) Ha cTopoHe WcnonHutens, ynoNHOMOYEHHbIN(-ble) B3aMMOAENCTBOBaTb C

npedcmasumerns 3akasumKkom B npouecce 06paboTkn O6paLLeHnii u 3anpocos.
UcnonHumens

3. PEXMM NPEAOCTABNEHUA N AOCTYNMHOCTb YCNYT

Ona Yenyr yctaHasnmBaeTcsa Pexkum npeaoctasnenna 24x7x365(6) — 24 yaca B cyTkK, 7 gHel B Hegento, 365(6) aHelt B roay.
JocTtynHocTb Yenyr n3mepserca B npoueHTax " paccunTbiBaeTcA no dopmyne:
(B4 — (BH—BMPP) / BA) x 100, rae:

. B[ — CornacoBaHHOe Bpems AOCTYNHOCTU Ycayr B rod (onpeaensetca AnA KaxAoro oT4ETHOro nepuoja Ha OCHOBaHMM
yCTaHOBNEHHOTO Pexnma npefoctaBieHus);

. BH — CymmapHoe Bpems HeoCTYNHOCTH Ycayr (Ha OCHOBAaHMM AaHHbIX OT CUCTEMbI MOHUTOPUHIA U 3aperncTPUPOBaHHbIX
B OTYeTHbIM nepuog ObpalyeHunit 3aka3umnKa) 3a BbIYETOM BPpEMEHM Ha KOMMYHUMKaLMKU npeactasutene McnoaHutena ¢
npeacTaBuTenamm 3aKkasumka ¢ Lenblo yTouHeHnA napametpos Ob6patueHunii 3a OTYeTHbI nepuos,;

o BIMPP — Bpemsa nposegeHusa PernameHTHbIx paborT.

Lienesble (rapaHTMpoBaHHbIe) 3HaYeHUn [locTynHocTM Ycnyr npuseaeHsl B cootTBeTcTByroWMX SLA Yeayr.

Bpems HegocTynHOCTM Yenyru — 3To KOMbMHaLMA AByx GpakTopos: (i) neproaa, Ha NPOTANKEHMM KOTOPOTO NPOUCXOAMUA NepepbIB

B NpefocTtasneHmn Yeayrm, u (ii) neprosa, Ha NpoTANKEHMM KOTOPOFO NPOMUCXOAMAO0 YXyAlleHWe KavecTsa (Jerpagauma) Yeayru

(npvmeHsaeTcA Npu ycnoBuM, YTo onpeaeneHune n onucaHue cayyaes [erpagaumu npamo npesycmoTpeHbl B SLA Yeayrm).

[ina pacyeta BpemeHW HeAOCTYNHOCTH YCAyrn nepuog nepepsisa Ycayru yuutoisaeTca B o6beme 100%, a nepuog, yxyalueHus

KayectBa Ycnyru (Qerpagaumsn) — B ob6beme 20%.

CornacoBaHHbIM napameTpom [locTynHOCTM YCayrn ABAAETCA NPOLLEHTHOEe OTHOLWeHWe BpemeHM GaKTUYeCcKon JO0CTYnHOCTU

Ycnyrm K MakcMmanbHO BO3MOXKHOMY BpeMeHM AOCTYNHOCTH Ycayru.

CTOpPOHbI cornallaTca KBannduLmMposaTh NepepbiBbl NPesoCcTaBieHna YCayr, Kak npefocTasieHne YCayr B LUTAaTHOM pexume n

He y4nTbIBaTb UX Npu pacyéte [locTynHOCTM YCAayr, ecnu:

B Xofe o6paboTkm ObpalueHnsa byaeT yctaHoBAeHO, YTo HepocTynHocTb Yenyr 6bina Bbi3BaHa HEMOCPeACTBEHHbIMM AeUCTBUAMM

(6e3pelicTBMEM) 3aKa3umKa UK TPETbUX /WL, BK/IKOYAA, HO HE OrPaHMYMBAACH: U3MEHEHUAMM HACTPOEK, MPAMO UM KOCBEHHO

BAMAIOWMX Ha NporpammHoe obecneuveHve unn obopygoBaHMe, HaxogAlleecA B 30HE OTBETCTBEHHOCTM MWcnonHutens,

npousBoAMMbIX 6e3 cornacoBaHua c McnonHUTenem; HapyleHUa MO BMHE 3aKa3uMKa MosioKeHwi [orosopa B 4acTu

obecneyeHus yCI0BMIM, HEOBXOAMMbIX A8 OKa3aHWUA Ycyr;

HepoctynHocTe Ycnyr npousowsia No MOTMBUMPOBAHHOMY TpebOBaHMIO roCyAapCTBEHHbIX OPraHoB B COOTBETCTBUM C

NPYMEHUMbIM 3aKOHOA,ATENIbCTBOM;

OHW BO3HUKAK B pe3y/ibTaTe 06CTOATENbCTB HENPEOAONNMON CUbI;

HegmocTynHocTb Ycnyr BO3HMKNA B pesysibTate nposegeHus DoS/DDoS-aTak Ha BblYMUCAUTE/IbHbIE CUCTEMbI 3aKasuuKa,

pa3melueHHble B Obnake Cloud.

4. KNACCUOUKALMA OBPALLEEHUI
CornaweHuve npegycmaTpmBaeT cieaytolme Tunbl ObpaleHunin 3akasumka K UcnonHutenio:

UHUMApeHT.
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4.2.1.
4.2.2.

5.1.
5.2.

5.3.

5.4.

5.5.

5.5.1.

5.5.2.

3anpoc Ha obcnyxunBaHue.

3anpoc Ha n3meHeHue.

MpeTeH3ua B CBA3WU C BbINAATOW KomneHcauuu (wrpada) 3a HapyweHue JOCTynHOCTU YCAyru, BpEMEHU peakuuu, BpemMeHu
BOCCTaHOB/IEHUA.

3anpoc Ha oKasaHue ycayr B pamkax ycnyrm «Managed Services».

CornaweHwve npegycmaTpusaeT cnegytowme tunbl ObpaweHnit UcnosHUTena K 3akasuumky:

NHbopmupoBaHue o nposeaeHWUM PernameHTHbIX paboT.

NHbopmupoBaHue o nposeseHnn CpoyHbix paborT.

5. KATEFOPU3ALMA N NPUOPUTE3ALIMA OBPALLEHUIA

ObpalueHue, 3apernctpuposaHHoe B CPO UcnonHutens, senseTtca 3anpocom v Nog/exuT KaTeropmsaLmm 1 npuoputesaumnm.
Llenesble nokasaTenM N0 MAaKCMMas/ibHOMY BPEMEHWU peakLMnM U MAaKCMMa/ibHOMY BPeMeHW BOCCTaHOBAEHMA Npu obpaboTke
3anpocoB 3aKasyMKa 3aBUCAT OT NpUcBaMBaemMblx 3anpocam MpUopuTeTos.

MpuoputeT McnonblyeTca ANA YCTAHOBAEHUS OTHOCWUTE/NIbHOW BayKHOCTM ObpalieHus 3akasuumka, onpegenseT ovyepenHoOCTb
06paboTKKN M CTaHAAPTHbIE HOPMbl BPEMEHM BbIMOAHEHUA. MPUOPUTET NPUCBAUBAETCA B 3aBUCUMOCTU OT CTENEHM BO3AEWUCTBUA
(Tabnunuya 1):

Tabn. 1. XapaKTepUCTUKKU NPUOPUTETOB NpY 06paboTke O6paLLeHNit

Tvn MNpuoputer OnucaHue npuopuTeTa

WHUpMaeHT BneyeT 3a cobol OCTaHOBKY WM NOMHYyIO noTepto paboTocnocobHOCTH cepBuca.
KpUTnyHbIN CTaHOBATCA HEAOCTYMHbI KPUTUYECKME GYHKLIMM, KOTOPbIE NPENATCTBYIOT OpraHun3aumm paboTbl
cepsuca.

MHUMaeHT Bnever 3a cobori 3HaYUTENIbHYIO NOTEPHO paﬁOTOCI’IOCOﬁHOCTM cepsBuca, Npm aTom

Bbicokui
cepBuC CoXpaHAeT paboTocnocobHOCTb B OrpaHUYEHHOM Obbeme.
NHUmnaeHT MHUMAeHT BneyeT 3a coboi HecyllecTBEHHyO noTepto pabotocnocobHocTM cepsuca. ITo
CpeaHuit HesHauuTebHan oWnbKa UM HeyA06CTBO, OWMBKM, KOTOPbIE HE MPENATCTBYHOT NPOBEAEHUIO
onepauui.
MHUMAEHT BNeYéT 3a cobOM YaCTUYHYIO HEeAOCTYNHOCTb CEPBWCA, HE BAUAIOLWYH HA
Huskuii pabotocnocobHocTb Yeayru, pelweHve notpebyerca B byayliem, 4O KOTOPOro Bo3gencTave

MHUMAEHTa Ha BbINMOMHEHME TEKyLMX 33434 He MPOABUTCA WM €r0 MOXXHO BPEMEHHO
nsbeskarb.

3aduKcnpoBaHHan NoTpebHOCTL 3aKas3umKa B 06C/IyKMBAHUM B pamMKax NPeLoCTaBAAEMbIX eMy
BblcoKui1 Ycnyr, He ceAsaHHas co cboem MAM OTKa3oM B npegoctasneHumn Ycayr. CpodHble BONpoOChI,
BO3HMKalOLWWME NPU SKCNNyaTaLmMmn cepeuca.

3anpoc Ha
obcnymusanme 3aduKcnpoBaHHan noTpebHOCTb 3aKasumKa B 06C/yKMBAHWUM B paMKax NpeaoCcTaBAseMbIX eMy
CpeaHmii Ycnyr, He cBasaHHas co cboem WM OTKasoM B npegocTasneHum Ycayr. KoHcynbTauuu
nonb3osatenein no paboTe C cepBUCOM, NpPeAOCTaBNEHME WHCTPYKUMIA U obyyatomx
MmaTepuanos, NpeaocTaB/ieHne CTaTUCTUHECKUX AAHHBIX, OTYETOB.
3anpoc Ha HenoUMEHAMO [obasneHne, moguduKkauma Uan yaaneHue 4ero-nnmbo, YTo MOXKET NOBAUATL Ha Ycayry uam
n3meHeHue P cepBsucC.

Buabl MHLMAEHTOB, BO3HUKAIOLWMX ¥ 3aKa34MKa, 33 paspeLleHrem KOTopbIX ocyllecTeaseTca obpalieHue K McnonHutento:

o otcytctByeT goctyn K KY ENT, KY pesepBHbim KonuposaHuem BM uaun KY ADV, KY MLS gna sbinonHeHua 3agady no
yNpaBAeHUIO BUPTyanbHbIM CEPBEPOM UM TPYNNoOW BUPTyanbHbIX CEPBEPOB, a TaKKe YNpaBAeHUA yY4eTHbIMU 3annucaMm
nonb3osaTenew;

OTCYTCTBYET BO3MOXHOCTb CO3JaHWA, yNpaBieHNA, USMEHEHWA NapaMeTpPOoB, YAaeHUA BUPTya ibHbIX CEPBEPOB;

. OTCYTCTBYET BO3MOMHOCTb BblOpaTb HEOOXOAMMBIN pasmep BUPTYaAN3MPOBAHHbLIX BbIYMC/ANTENBbHBIX MOLLHOCTEN ANA
CO34aHNA BUPTYaZbHbIX CEPBEPOB, a TaKXe BbIAENIEHHOIO BUPTYaNbHOrO [AMCKOBOrO XPaHWAMILA C Pa3IUYHbIMK
napameTpamu NPOU3BOAUTENBHOCTU B paMKax COracoBaHHOro 3aKasa;

. OTCYTCTBYET A0CTYN B ceTb NIHTepHeT;

o BO3MOKHasn DDoS-aTaka Ha nyb6ankyemblit WEB-cepBuc 3aKa3umKa, MOCTaBAEHHbIN NoA 3aLMTy C UICNOb30BaHMEM YCayrn
«3awwmTta oT DDoS-aTtak (QRATOR) nnum «3awmTta Beb-npunoxeHnin (Qrator)» (B cnyyae NoAKAOYEHUA COOTBETCTBYHOLLUX
Yenyr);

. NoAO3PEHNA HA HEKOPPEKTHbIe AeNCTBUA COTPYAHUKA McnoNHMTENA, BbINOJIHEHHbIE UM B XOA4e NPefoCTaBNeHNA YCayrm
Managed Services 1 nossekwwe 3a coboi HapyleHne KOHOUAEHUNANBHOCTU /MK LLeNOCTHOCTM AaHHbIX 3aKa3umKka, a
TaK¥Ke 4OCTYNHOCTU NpeaocTaBaseMblx 3aka3umMKom Ha 6ase MHbpacTpyKTypbl UcnonHUTeNs cepsncos m/uam ycayr.

B cnyyae BO3HMKHOBEHWA NOAO3PEHUI HA HEKOPPEKTHbIE AeNCTBMA MCNONHUTENA, BbIMOJHEHHbIE UM B XO4€ NPeaocTaBieHus

ycnyrn Managed Services, COTPYAHWKM 3aKa3umnka U UCNONHUTENs, Ha3HaYeHHble OTBETCTBEHHbIMM 3a pa3bupaTesibcTa No GaKTy

BO3HWMKHOBEHMWA COOTBETCTBYIOLLETO MHLMAEHTA:

OCYLLECTBAAIOT aHaNMU3 KYPHANoB cobbiTui «OpraHM3aumm» (TeHaHTa) KaueHTa, focTynHble yepe3 KY ENT, KY pesepBHbIM

KonupoBaHvem BM nnu KY ADV (B cnyyae noakntodeHHoro cepsuca Cloud Trace Service) 3a Bpemsa BO3HUKHOBEHUA UHLMAEHTa;

B C/ly4yae, eC/iv No pesynbTaTam aHan3a COOTBETCTBYIOLLMX KYPHAN0B COObITUIM 32 0603HaYeHHOEe BpemMs B HEM OTCYTCTBYIOT

3aperncTpupoBaHHble cobbiTMa Bxopa B «OpraHusaumio» (TeHaHT) 3akasuuKa c ucnonb3osaHnem KY ENT, KY pesepsHbim
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KonupoBaHnem BM nnu KY ADV u3-nog y4ETHbIX 3anuceit COTPYAHNKOB MCNONHUTENA, CTOPOHbI NPU3HAKT, YTO UHUMUAEHT 6bln
BbI3BaH COObITUAMM, HE CBA3AHHbIMM C NpefocTaBneHnem ycnyrn «Managed Services»;

B C/ly4ae Ha/MuuA B XKypPHaiax 3aperucTpuMpoBaHHbIX cOBbITUIA BXoAa B «OpraHM3aumio» (TeHaHT) 3aKasumKa M3-nogd y4ETHbIX
3anucei coTpyaHuKa McnonnuTens n/vam 3akasumka Lo, Bbi3Basluee HLUMAEHT U NepeyeHb OCYLLECTBIAEMbIX UMW AeUCTBUIA
onpeaenserTca C UCNosb30BaHUEM U/UAKN NPeaoCTaBAeHNEM 3annceit 13 XypHanoB cobbiTuit «OpraHnsaLmny (TeHaHTa);

B C/ly4ae OTCYTCTBMA B XKyPHANaX 3apermcTpMpoBaHHbIX COObITUI, CBUAETENLCTBYIOLLMX O HEKOPPEKTHbIX AENCTBUAX COTPYAHUKOB
McnonHutens u/wam 3akasumka, NoBaeKwWwMX 3a coboit HapyweHue KOHOUAEHUMANAbHOCTU M/UAWM LEeNOCTHOCTU LAaHHbIX
3aKasuuKa, a TaKKe J0CTYNHOCTU NPeaocTaBAseMbIX 3aKa3umMKom Ha 6a3e MHbpacTpyKTypbl cnoaHWUTENA CepBUCOB U/UAN YCAYT,
CTOPOHbI NPU3HAIOT, YTO MHUMAEHT OblN BbI3BaH COOLITUAMM, HE CBA3AHHBIMM C NpeaocTaBieHnem ycnyrn Managed Services.

B cnyyae BO3HMKHOBEHUS MHUMAEHTOB MCnonHUTENb HanpaBasieT Mo 3anpocy 3akasuuKa OTYET, copeprkawmii pakTuyeckune
M3MEPEHMUA U PAaCCYUTAHHbIE 3HAYEHUA rapPaHTUPYEMbIX MapaMeTpoB Ycayru.

OTYéTbl HAaNPaBAAKOTCA NO 3anpocy 3aKas3ymKa B TeYeHUe 04HOM Heaen Nocne oKoHYaHUA OTYETHOrO NePMoAa NO INEKTPOHHOM
nouTte.

OT4Yé€TbI copepKaT AaHHble O BbINOAHEHUM NapaMeTPOB KayecTBa OKasaHua Ycayru:

. HapyLUeHWA B BbIMO/NHEHUW YCTAHOBNEHHbIX MapameTpOB KayecTsa YCyr;

. CTaTUCTMKA No 06paboTaHHbIM 3anpocam.

6. TEXHUYECKAA NOAAEPXKA U LIENEBbIE NOKA3ATE/IN MO OEPABOTKE OGPALLEHUIA

UcnonHuTenb npeanpvHUMaeT Mepbl 418 YCTPaHeHWa HeMCNPaBHOCTEN, nepepbiBoB B paboTe Ycnyr uam yxyalleHna KayecTsa
OKasblBaeMblIx Ycayr.

Ona obecneveHunsa pabotocnocobHocTH Yeayrn UcnonHutens ncnonblyet Cny:by TEXHUYECKOM NOALEPHKKM.

BN Ycnyru yctaHaBAMBAEeTCA Ha OCHOBaHMM TNa v npuoputeta ObpalleHuns B COOTBETCTBUM € Tabauuei 2.

UcnonHuTtens rapaHTupyeT cinepylolimMe UefieBble MOKasaTeNnM Mo MaKCMMasIbHOMY BPEMEHU pPeakuun U MakcMmasbHOMY
BPEMEHM BOCCTaHOBAEHUA Npyu 06paboTke O6palueHnit 3akasumka (Tabanua 2):

Tabn. 2. Bpema peakuum 1 Bpems BOCCTaHOBAEHUA No ObpalueHmam 3aKasumka

Tvn Mpuopurer Bpems Bpems BN
peakuum (4.) BOCCTaHOBAEHUA (4.)
KpuTUuHbIN 0,25 4
24*7 - KpyrnocytoyHo B pabouve U  BbIXOAHble
(npa3gHuUyHble) AHU
BblCOKUI 0,25 8
UHUnpeHt
CpeaHui 0,25 12
HU3 KM 0.25 24 9*5 - ¢ 09:00 go 18:00 (MO MOCKOBCKOMY BpemeHu) ¢
’ noHeAenbHUKa No NATHULY, 338 UCKIOYEHUEM BbIXOAHbIX
M NPa3fHUYHBIX AHEW, YCTaHOB/EHHbIX [paBUTeNbCTBOM
Poccuitickon Pepepaummn
BbICOKMi 0,25 24
3anpoc Ha
obcnyKnsaHme
CpeaHui 0,25 48
3anpoc Ha He nprmeHumo - - Mo cornacosaHuto CTOpOH
nU3MeHeHune

YKasaHHble B n. 6.4. CornalieHuna uenesble NOKasaTean N0 MakcumasbHoMy BpemeHu peakumm M makcumanbHomy Bpemenu
BOCCTAaHOBNEHUA MPUMEHUMbI B C/Ayyae OTCyTCcTBMA TakoBbix B SLA Ycayr. Ecam B SLA Ycayr onpegeneHbl MHble Lenesble
roKasaTenn No MakCMmasibHOMy BpemeHu peakLumn n makcumanbHoMy BpemeHu BoCCTaHOBNEHUA, TO NPUMEHAOTCA OHM (n. 1.3.
CornaweHus).

Mpn HaMUUK BECKMX NPUYMH, OBCTOATENLCTB, HE MO3BOAAIOLLMX BbINOJHUTD Lie/ieBble NOKa3aTe M Mo MakcMmanbHoOMy BpemeHn
BOCCTaHOBNEHUA, MCNONHUTENb A0 HACcTYN/eHWA KpaiHero cpoka pelueHna no ObpalleHnio MOXeT 3anpoCuTb U COrIacoBaTh C
MHuumatopom 3anpoca u3meHeHwe npuoputeta Ob6palieHna M BpemeHM BOCCTAaHOBAEHMA MO HEMY WM COrlacoBaTb
npuoctaHosneHve ObpalLeHns 40 COrNacoBaHHOM AaTbI.

Ecnn MHUMAEHT BO3HUK B pe3ynbTaTe CUCTEMHOW OWMUBKKU, U ANA ero yCTpaHeHUA HeobXoAMMO BbiNONHEHWe PaboT BEHAOPOM,
BHELUHMM NOAPAAYMKOM (BbINYCK NaT4a, HEAOKYMEHTUMPOBAHHbIE HACTPOMKN U T.4.), TO TakoM MHUMAEHT YCTPaHAETCA B CPOKM,
onpegeneHHble BEHA0POM, BHEWWHUM nogpaadmkom. MNpu atom UcnonHutens:

0653aH NPOBECTV MOWUCK BPEMEHHOTO (06XOAHOr0) pelweHua AN MUHUMU3ALUKU BAVAHWA Takoro MHUMAEHTa Ha KayecTBO U
JocTynHocTb Yenyru;

Bnpase yBenMuutb MakcMManbHOe BpemA pelleHuAa 3anpoca MpPONOPLMOHANbHO Mepuoay CpoKa, YCTaHOBAEHHOro
BEHA0POM/BHELIHUM NOAPAAYMKOM ANs peLleHus Takoro 3anpoca;
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8.2
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8.2.2.
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He HeceT oTBeTCTBEHHOCTb Nepes 3aka34ynkom 3a npesbllleHne BeHAOpOM/BHeLLIHVIM noapAAYNKOM CPOKOB BblINO/IHEHUA pa60T,

HanpaB/eHHbIX Ha pelweHne Sanpoca.

7. NPOBEAEHUE PETTAMEHTbIX U CPOYHbIX PABOT

PernameHTHble, CpouHble paboTbl
CcOoOTBeTCTBYIOWMM pasgenom SLA Ycayr.

nposBoaATCA B COOTBETCTBMM C YyCAOBUAMM,

npeaycmoTpeHHbimu  CornawieHvem u

McnonHuTenb MMeeT NpaBo, YBeLOMMB MO 3/1EKTPOHHOM NoYTe YNOJAHOMOYEHHOE (-ble) AnLLo (-a) 3aKa3umKa, YKa3aHHOro (-bix) B
n. 3 MpunoxeHuna Ne 4. K [loroBopy, npepbiBaTb NpeaocTaBaeHne AocTyna K Ycayre B cnydae nposeneHna PernameHTHbIX,

CpouHblix pabor.

MepepbiB B npepoctasneHun Ycnyru B pesyabTaTe MpeBbllleHUA cornacoBaHHoro CTopoHamu BpemMeHW nposegeHuA
UcnonHutenem PernameHTHbIX, CPOYHbIX paboT siBnseTcAa HegocTynHocTbio Yenyru.
Ycnosus nposegeHua PernameHTHbIX, CpouHbIX paboT B oTHoweHUK Yeayr npusegeHbl B Tabauue 3:

Tab6n. 3. Ycnosus nposeaeHns PernameHTHbIX, CpoUHbIX paboT

BPEMEHMU, Heobxoanumomy AnA | nepen Havanom pabot
CpoyHble paboTbl yCTpaHeHus / npegoTspalleHvs | uauM 3apaHee, no dakry

aBapuiiHbIX  cuTyaumii  u /  wam | obHapyeHus

HencrnpaBHOCTEN. HeMcnpaBHOCTU.

HanmeHoBaHue MpoaonKUTENbHOCTb U MHTEPBabl YBepomnernue [ononHutenbHbie
pabor meXnay nepepbiBamun 3aKasumKa ycnosua
CymmapHasn NPOAOIKUTENIBHOCTb
nepepbiBoB - He 6onee 1 (opHOro) Yaca PernameHTHble aboTbl nposogATca
pep (oa ) He meHee uem 3a 2 (gBa) P POBOA .
PernameHTHble B mecal, NPeVMyLLeCTBEHHO B Yacbl HauMeHbLueln
pabounx AHA A0 Havana
paboTbl MHTepBanbl mexay nepepbiBamu - He nepepbisa Harpysku (B MHTepBane ¢ 23:00 go 06:00 no
MeHee 14 (yeTbipHaALATH) ’ MOCKOBCKOMY BPEMEHW.
KaneHAApHbIX AHEWN.
B cnyyae obHapyKeHWs aBapuiiHOW cUTyauum,
KoTopas Tpebyet He3amea/IMTeNbHbIX
nencTsni ana ee npeaoTBpaLLeHNs
ysegomneHve npoussoanTca
Bpema nepepbiBa paBHO dakTuyeckomy | HenocpeacTBeHHO

HenocpefCTBEHHO nNepes, Hayanom pabor.
Ecn  oBHapy)KEHHas  HeucnpaBHOCTb  He
BAMAET Ha paboTocnocobHOCTb OCHOBHOIO
¢dyHKUMOHana Ycnyru u pabotbl no ee
yCTpaHeHuio MoryT 6biTb MPOBeAeHbl B Yachl
HauMeHblUei  Harpysku yBefomaeHUe O
[AaHHbIX paboTax NpPousBOAUTCA He Mo3gHee
yem 3a 2 (4,Ba) yaca A0 HaYana NepepbIiBa.

YKasaHHble B N. 7.4. ycnoBuMA npoBeaeHus PernameHTHbIX, CpoYHbIX paboT NpUMEHMMbI B C/ly4ae OTCYTCTBMA TaKoBbIX B SLA Ycayr.
Ecnu B SLA Ycnyr onpeaeneHbl UHble YCN0BUA, TO NPUMEHSIOTCA OHM (B cooTB. ¢ n. 1.3. CornaweHus).

8. METOAbI M NOPAAOK KOMMYHUKALMIA

KommyHMKaumm mexay 3akasumkom v McnonHutenem ocywecTBaatoTca nytem obpalleHns yrnoJHOMOYEHHOro npeacTaBuTens
3akasunka B KOHTaKTHbIV LeHTp McnonHuTensa ¢ ganbHewnwen mappyTtusaumen 3anpoca ynol1HOMOYEHHOMY NpeacTaBuUTeNto
McnonHuTens B COOTBETCTBME C TeMaTUKOM 3anpoca, nMbo nyTem MpPAMOro obpalleHUs YnoJHOMOYEHHOrO NpeacTaBUTeNs
3aKasuuKa HenocpeacTBEHHO K NpeacTaBuTeto MCNoaHWUTENA NO KOHTAKTaM U B COOTBETCTBMM C KOMNETEHLMAMM, YKa3aHHbIMU

B Mpunoxenuun Ne 4. Kk [lorosopy.

ObpalleHnsa nognexar peructpaumm 8 CPO UcnonHuTena, MapLipyTMsaumm n UCNONHEHWIO, @ JOKYMEHTbI PAaCCMOTPEHMIO TO/IbKO
B C/lyyae yCrnewHoro NpoxXoxKAeHWA NpeacTaBuTeIaAMM 3aKa3umka cnegytowei npoueaypbl naeHTUdMKaumum:

MNpu nopaye O6palleHMsA MO 3N1EKTPOHHOM MOYTE — MO UCXOAALLEMY aAPecy 3/eKTPOHHOW MoYTbl NUcbma. MNpUHMMaTCA K
McnonHeHuto Tonbko Ob6palleHns, NnogaHHbIe ¢ aApecoB YNoAHOMOYEHHbIX NpeacTaBuTenen 3akasumka (MpunoskeHne Ne 4. K

Jorosopy).

Mpu nogaye Ob6palieHnsa no TenedpoHy — NocpeacTBOM cooblieHna npu obpaweHnmn B ogHy M3 cayk6 McnonHutena ®UO u
naeHTUGUKALMOHHOrO HoMepa 3aKasuuKa (B cayyae ero OoTcyTcTBMA — Homepa [loroBopa), Mo KOTOPOMY OCYLLEeCTBAAETCA

npepocTassieHne Ycayru.

McnonxuTens Bnpase He pernctpuposate O6palieHune B ciyyasx:
EC/iM KOHTaKTHOE NNLL0 3aKa3uMKa He BXOAMUT B CMIUCOK YNOJIHOMOYEHHbIX KOHTAKTHbIX JIUL, UM TPYIN KOHTaKTHbIX ML, 3aKa3unKka

cornacHo MpunoxeHuto Ne 4. kK [lorosopy.

Ecnam B CPO UcnonHuTens yxe 3aperncTpupoBaHo aHanormyHoe O6palyeHme oT ApYroro KOHTAKTHOIO AnLa 3aKasumka.

Ecnun 3akasumkom HapyLeHbl TpeboBaHMA K cogepkaHuio ObpaleHnin, onncaHHble B CornalleHnm.

B cnyyae nogaumn ObpalleHna npeactaBuTesiem 3aKkasumKa, OTCYTCTBYHOLWMM B CMIUCKE YNOHOMOYEHHbIX KOHTAKTHbIX AW, UK
rPYNn KOHTaKTHbIX KL, 3aKasumKa, McnonHuTenb ocTasiaeT 3a coboil NpaBo CBA3ATbCA C YNOJHOMOYEHHbIM NpeacTaBuTeemM

3aKasumMka K, nNpu NOATBEPXAEHUM
cooTBeTcTBYOWMM 0bpasom B CPO.

nm

HeobxoAMMoOCTM nepepayn

ObpaleHus,

3aperucTtpuposatb ObpalyeHue

3aKa3umMK MOXKeT 06paTUTbCA B KOHTaKTHbIN LeHTp McnoiHuTena B T.4. N0 Bonpocam 06paboTKM NepcoHasibHbIX AaHHbIX (ecan
NPUMEHMMO B pamKax OKasaHus Ycayr), yKasaHHble 3anpocbl 3aKasumKa nepecbinatotcd KOHTaKTHbIM LeHTpoM McnonHutens B
pamKax ero KomneTeHUUM YyNoJHOMOYEHHOMY NuLy MICNonHUTeNs, OTBETCTBEHHOMY 33 06paboTKy YKa3aHHbIX 06paLleHuit.

9.

3CKANIALMA 3ANPOCOB
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UcnonHuTenb obecneynsaeT BbINOAHEHWE NpoLLeayp BHYTPEHHEN 3cKanaumm npm obpaboTke 3anpocos 3aKasumKa B CNeayoLmx
cayyasax:

UcnonHutento ana nposeseHuna pabot no 3anpocy TpebyeTca npuBaeYeHne JONONHUTEIbHBIX PECYPCOB;

B MOMEHT NnoAaym 3anpoca TpeboBaHMA 3aKa3umKa BbIXOAAT 3@ PAMKM OKa3blBaeMblx 3aKa3umnky Ycayr;

AN1A COTNACOoBAaHMA C 3aKa3yMKOM BOMPOCOB, BO3HMKLIMX B XOA€E BblNOSHEHMA paboT no 3anpocy M HAXO4ALWLMXCA BHE 30HbI
KOMMeTeHUMM Unn oTBeTcTBEHHOCTU McnonHuTens.

Mpw onucaHHbix B N. 9.1 CornaweHuma cnyyanax ackanaumm 3anpoca BO3MOXKHO YBEMYEHUM MAaKCMMa/IbHOTO BPEMEHW peLLeHns
npv obpaboTke 3anpoca, 4To cornacyerca CTOpoOHaMu B OTAENbHOM MOPAAKe B XOA€E BbINOMHEHMA paboT no 3anpocy.

10. PABOTA C MHUMOEHTAMMU U 3ANTPOCAMU HA OBC/TYKUBAHUE

Mpu o6HapyKeHUM 3aKa3uMKoOM HeMCNnPaBHOCTU UM yXyALWEHWA KayecTBa OKa3blBaeMoM YCnyru, npeacraButens 3akasumka ms
yncaa auu, YNoJIHOMOYEHHbIX HacToAawmMm CornaleHMem, MHULUUPYET nepegady 3anpoca Ha YCTpaHeHMe HEUCMPABHOCTU B
agpec UcnonHutens.

MpuopwuTteT 3anpoca Ha ycTpaHeHWe HeUCNpPaBHOCTM Ha3HayaeTca McnonHWTenem COrnacHO OMWMCAHUIO COOTBETCTBYHOLLErO
npuopuTeTa, yKasaHHoro B Tabauue 1.

Mpy BO3HMKHOBEHWMM Yy 3aKasuMKa HeoBXoAMMOCTM B NpoBefdeHMM paboT B WMHOPACTPYKTYpe BMPTYaNbHOrO CepBepa,
cobCcTBEHHOM MHDPACTPYKTYPE NN CMEKHbIX CUCTEMAX, NPeACcTaBuTeNb 3akasumKa (Mpunoxkenue Ne 4. K [loroBopy) MHULUMPYET
nepegaayy 3anpoca Ha obcnykmBaHue B agpec UcnonHutens.

3anpocbl MoryT bbiTb nepeaaHbl 3aKasyMkom UcnonHuteno nocpeactBom obpalueHuna B KOHTaKTHbIM LeHTp McnonHuTens
nocpesCcTBOM Nnepeaayn coobLLeHNA 3NEKTPOHHOM NOYTLI, @ TaKKe No TenedoHy.

MHuumatop 3anpoca coobluaet McnonHuTento cneaytouyro MHbopmaLmio:

e UNma u pamunuio.

e  TenedoHHbIN HOMEP M agpec 3/1eKTPOHHOM NOoYTbI.

e  OnucaHue cutyauuu, Npobaembl, HEUCMPABHOCTM W/UM HABNOLAEMOrO YXYALIEHWS KayecTBa OKasbiBaeMoW Yciyru,
BbI3BaBLUME HEODBXOAMMOCTb 0bpalLeHMaA K UcnonHuTento.

e [laHHble O 3aTparMBaembIx cuTyauuei, NpobaemMoii, HEeMCNPaBHOCTbIO WU/UAK HabnlogaemMbiM yXyAlWEHUeM KadvecTsa
OKa3blBaemol Ycnyrm busHec-npoueccax Uam cUcTem.

e  dopmyaupoBKy 3adadn ¢ nNoApobHbIM onucaHvem Tpebyembix K MCMOAHeHWo paboT, cogepykaHue Bompoca u/vau
KOHCybTaLMoHHoro ObpalleHus co cnos MHMumMaTopa 3anpoca.

e OnucaHuWe oXuMaaemoro pesysbTaTa.

OnAa uenelt KOHTPONA KayecTBa Npu BbINOAHEHUW paboT no 3anpocy, McnonHutens peructpupyeT 3anpoc 3akasuuka B
cobcteeHHoM CPO ¢ nprcBoeHMem 3anpocy YHUKANbHOTO UAEHTUDMKALMOHHOIO HOMepa.

MNocne peructpaunm 3anpoca 3akasumka 8 CPO UcnonHuUTeNb, UCcNosb3ys nepefaHHyto 3aKasuMKOM KOHTAKTHY MHbOpMaLuio,
MHGOopMMpyeT 3aKa3umKa O TOM, YTO obpalleHme Bbio 3aperncTpMPoOBaHO, COObLAET 3aKa3umKy BpeEMA perncTpaLmm 3anpoca,
YHUKaNbHbIA AEHTUOUKALMOHHBIY HOMep 3anpoca 1 NPUCBOEHHbIN emy MpuopuTer.

B TeueHne makcMmanbHOro BpemeHu peakuuu, cornacoBaHHoro B CornalieHum (ecaim nHble CPOKU He oroBopeHbl B SLA Yenyru),
NcnonHuTtenb obecneunBaeT HaaNeXKaLLyO MApLUPyTM3aumMio 3anpoca Ha CBOMX COTPYAHWKOB, OTBETCTBEHHbIX 3a 06paboTKy
3anpocoB Ha yCTpaHeHMe HeEMCNPaBHOCTEN.

3anpoc, peructpupyembiit B CPO McnonHutens, B 0683aTeIbHOM MOPALKE AO/KEH COLEPHKATb CIeAyoWwyo MHPoOpMaLmto:

o HanmeHoBaHMe KomnaHuM 3aKkasuumKa.

. Nma n pamunuio MHMLMaTopa 3anpoca.

e TenedoHHbIN HOMEpP U1 aApec 3EKTPOHHOM NoYTbl MHMLMaTopa 3anpoca.

e OnucaHue cuTyauuu, Nnpobaembl, HEMCNPABHOCTU U/MAN HabAOAAEMOro YXyALWeHUA KayecTBa oKasbiBaemon Ycayrm /
dopmynMpoBKa 3afaun ¢ NoApobHbIM onucaHMem TpebyemMbiX K UCMOAHEHMIO PaboT, cogepskaHue Bonpoca u/uau
KOHcy/bTauMoHHoro ObpalueHus co cnos MHuumaTopa 3anpoca.

Mpy HeobxoaMMOCTU WMHXKeHepbl UCNonHUTens, HenocpeacTBEHHO OTBEYalolWwMe 3a MCMo/IHeHWe 3anpoca, CBA3bIBAOTCA C
MHuumatopom 3anpoca Ans yTOuYHeHUA AeTanein no 3anpocy. B cnyyae, ecnv uHpopmaums, 3anpalumMBaemas UHKeHepamu
UcnonHutena, He MoXeT 6biTb NpegocTaBneHa MHuMumaTopom 3anpoca B MOMEHT HemnocpeacTBeHHOW cBA3n, McnonHutens
BNpaBe YBE/NWYUTb MAKCMMasibHOE Bpems pelleHua 3anpoca MPONOPUMOHANBHO MEepUoay OXMAAHWA AOMNOAHWUTENbHOM
MHdopmauum ot UHMumaTopa 3anpoca. B cnyyae, ecnm MHUumaTop 3anpoca He npegoctaBaseT UCNnoaHUTEeN0 O0NOHUTEIbHOM
nHbopmaumn ana pelweHuna 3anpoca B TedeHue 5 (MATh) paboumx gHeN ¢ MOMEHTA YTOYHEeHWUsA AeTasnei no 3anpocy, Takoi
3anpoc cuntaeTca OTMEHEHHbIM U MOAJIEXKUT 3aKPbITUIO.

Mocne nposegeHua pabor no 3anpocy McnonHwuTenb perucTpupyeT NpomsBefeHHblt obbem paboT M BClo Heobxoaumyto
nHdopmauumto no 3anpocy B CPO. Mpu nonyyeHnn noaTeepaeHua ot MHuumatopa 3anpoca, icnonHuTenb 3akpbiBaeT 3anpoc B
CPO. Ecan MHnumaTop 3anpoca He NoATBEPKAAeT YCNeLHOCTb BbiNoHEeHUA 3anpoca, McnonHuTenb oLeHUBaeT Npon3BeaeHHble
no 3anpocy paboTbl, cornacosbiBaeT ¢ MHMUMaTopom 3anpoca npogokeHre paboT no 3anpocy U CMUCOK AOMNOAHUTENbHbIX
HeobXoAMMbIX K UCNONHEHUIO PaboT. B ciyyae ecnv noaTBepKAEHUE UM OTKNOHEHME YCMEeLWHOCTM BbINOIHEHUA 3anpoca He
661710 NonyyeHo NcnonHutenem ot MHmumaTopa 3anpoca B TeyeHue 5 (MaTn) paboumnx fAHel c MOMeHTa nepegayun McnonHutenem
B agpec MHmumaTopa 3anpoca yseaomaeHna o6 okoH4YaHMM paboT no 3anpocy, Takoi 3anpoc CYUTAETCA YCMNELLHO BbINOJHEHHbBIM
U MOANIEXUT 3aKPbITUIO.

11. NOAKNIKOYEHUE YCNYTU

Mpu BO3HMKHOBEHWMM Yy 3aKa3uMKa HEOBXOAMMOCTM B MOAKAOYEHUWM HOBOM YCAyrM nocpeacTBoM TeXHUYECKOM MoaLepKKu
npeacTaBuTeNb 3aKasumKa MHULUMPYET Nepeaady 3anpoca Ha noakatoueHune Ycayrv B agpec McnoaHutens.
McnonHuTenb peructpupyet 3anpoc 3akasumka 8 CPO B nopagke, ycTaHOBNEHHOM pa3gene 10 CornaweHus.
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3anpoc Ha noaKatoYeHue Ycnyrn nocpeacTBOM NoANucaHne COOTBETCTBYIOLLErO 3aKasa JO/KeH coaepKaTb Gpaitn 6naHKa 3akasa
Ha M3MeHeHWe KoHoUrypaumu aeinctsyrowen Ycayrm ¢ NOMeTKOM «M3meHeHMe» U yKasaHuem HOMepa M AaTbl, paHee
nepeaaHHoro 3akasynkom McnonHutento 3akasa Ha NOAKAOYEHME UIN U3MEHEHME KOHOUTYPaLMK AelcTBYIoLWel Yeayru.

Mpu HeobXoAMMOCTU UHKeHepbl MCnonHUTENs, HemocpeACTBEHHO OTBeYalolMe 3a UCNONHeHWe 3anpoca, CBA3bIBAKOTCA C
MHuumaTtopom 3anpoca ans Lenei yTouHeHUA aetaneit no 3anpocy. B cnyyae, ecam nHpopmauma, 3anpalimBaemasn UHXKEHepamm
UcnonHutensa, He MoXeT 6biTb NpeaocTaBneHa MHMuMaTopom 3anpoca B MOMEHT HernocpeacTBeHHOW C€BA3W, McnonHuTenb
BNpaBe YBE/WYUTb MAKCMMaNbHOE Bpems pelleHua 3anpoca MPONOPLMOHANBHO Nepuosy OXWAAHMA [OMNONHUTENbHON
nHdopmaumm ot UHnumaTopa 3anpoca. B cnyyae, ecam MHuumaTop 3anpoca He npegoctaBaseT UCnonHUTeNto A0NOSHUTEIbHOM
nHbopmaumn ANa peleHuns 3anpoca B TedyeHue 5 (MaTun) pabounx AHe ¢ MOMEHTA YTOYHEHUs feTanei No 3anpocy, Takow
3anpoc cunTaeTca OTMEHEHHbIM W MOAJIEXKUT 3aKPbITUIO.

Mocne nposegeHua paboT no 3anpocy Ha nogkaodeHue Yenyru, UcnonHuTeNb perncTpupyeT nponsseseHHbin obbem paboT u
BClO Heobxoaumyto uHdopmaumto no 3anpocy B8 CPO M moxeT cBasatbca ¢ MHMUMaTopom 3anpoca ANA NOATBEPKAEHWUA
ycnewHocTu BbinonHeHuaA 3anpoca. Mpu nonyyeHnn noateepaeHna ot MHuumatopa 3anpoca, McnonHutenb 3akpbiBaeT 3anpoc
B CPO. Ecnm WMHuumatop 3anpoca He noaTBepkAaeT YCMEWHOCTb BbiNosHeHUA 3anpoca, WcnonHutens oueHuBaet
npovssefeHHble No 3anpocy paboTbl, cornacosbiBaeT ¢ MHUUMaTOpom 3anpoca npoao/keHne paboT no 3anpocy M CnUcoK
AOMOIHUTENbHBIX HEOoBXOAUMbBIX K MCMOAHEeHWto paboT. B cnyvyae ecnn noaTBepKAeHWE WM OTKAOHEHME YCMewwHOCTU
BbINOAHeHWA 3anpoca He 6bino nosyyeHo UcnonHutenem ot MHMumaTopa 3anpoca B TedeHune 5 (MAtu) paboumx aHen c MOMeHTa
nepegayn Mcnonuutenem B agpec MHuumatopa 3anpoca yBegomneHus 06 OKOHYaHMM paboT no 3anpocy, TakoW 3anpoc
CYMTAETCA YCMELIHO BbIMOIHEHHBIM U NOA/EXUT 3aKPbITUIO.

12. PABOTA C3ANMPOCAMW HA NU3SMEHEHUE

Mpu BO3HMKHOBEHMM Yy NpeacTaBuTeNs 3akasumka (MpunoxeHue Ne 4 K [loroBopy) He06X0AMMOCTU B USMEHEeHUM KOHdUrypauum
Aenctaylowen Yenyru uHULMMpPYeT nepesady 3anpoca Ha M3meHeHue Ycayrn B agpec MICMONHMTENA OAHUM U3 ChefytoLLmnX
cnocobos:

MNocpencTBom nognucaHMA COOTBETCTBYIOLLEro 3aKasa;

MocpeacTsom obpaueHmsa B KOHTaKTHbIN LeHTp McnonHutens;

MocpeacTBom nepesaym coobLEeHUA 3NEKTPOHHOM NOYTOM;

Mo TenedoHy.

Wcnonuutenb pernctpupyeT 3anpoc 3akasumka B CPO B nopsaake, ycTaHoBNeHHOM pa3a,. 10 CornaweHuma.

B TeyeHMe MaKCMMasbHOrO BPEMEHM peakuuu, yKasaHHoro B CornalieHmmn (ecnm uHble CPOKU He oroBopeHbl B SLA Ycayru),
UcnonHntens obecneunBaeT Hagnexallyld MapLipyTM3aumilo 3anpoca Ha COTPyAHWMKOB McnonHuTens, OTBETCTBEHHbIX 3a
06paboTKy 3aNpoCoB Ha M3MEHEHME KOHPUTypaL MK AEUCTBYIOLWMX YCAayr.

3anpoc Ha U3MeHeHWe MocpeacTBOM NOAMUCAHMA COOTBETCTBYIOLLErO 3aKas3a [0/KeH cofepkatb dain 6naHKka 3akasa Ha
M3MeHeHue KOHPUrypaLmm aencTayrowwen Ycayrm c nomeTkon «M3ameHeHMe» U yKazaHWeM HOMepa U AaTbl, paHee nepesaHHoro
3aKas3unkom McnonHutento 3akasa Ha NOAKAOYEHNE UK USMEHEHWE KOHPUrypaL K aeicTaytowen Ycayru.

Mpy HeobxoaUMOCTU MHKeHepbl McnonHuTena cBA3biBaloTCA ¢ MHMumaTopom 3anpoca ANs Lenei yTOYHeHWA aeTanei no
3anpocy. B cnyyae, ecan uHdopmauua, 3anpaliMBaemas UHKeHepamu WcnonHutens, He moKeT 6biTb npepocTaBieHa
MHuumaTtopom 3anpoca B MOMEHT HENOCPEACTBEHHOM €BA3M, icnonHUTenb BNpaBe yBeANYUTb MAaKCUMAIbHOE BPEMA peLLeHus
3anpoca NpPonopLMOHaNbHO Nepuoay OXMAAHWA AONONHUTENbHOU WHPOopMauum oT MHuumatopa 3anpoca. B cnyyae, ecnm
MHuumatop 3anpoca He npegocTasaseT McnonHuTento [onoaHUTENbHOW MHGOPMAUMM ANA pelleHua 3anpoca B TeyeHue 5
(MNaTW) paboumx gHE C MOMEHTA YTOUHEH WA AeTanel No 3anpocy, Takol 3anpoc CYUTAETCA OTMEHEHHbLIM Y MOANEXKUT 3aKPbITHIO.
Mocne nposegeHua paboT no 3anpocy Ha M3MeHeHMe KoHdurypauuu gencrsyrowen Ycnyru, UcnonHutenb perncrpupyet
NpousBeeHHbIN 06bem paboT u Bclo Heobxoanmyto MHbopmaumto B CPO. MNpu nonydyeHun noateepKaeHusa oT MHuumaTtopa
3anpoca, UcnonHuTtenb 3akpbiBaeT 3anpoc 8 CPO. B cayyae ecnm noaTBepKAEHWE UAW OTKIOHEHWE YCNEeLHOCTU BbINOJHEHUA
3anpoca He 6bl10 Noay4yeHo UcnonHutenem ot MHUumaTopa 3anpoca B TedyeHue 5 (MATH) paboumx gHel ¢ MOMEHTa nepesaym
UcnonHutenem B agpec MHUumaTopa 3anpoca ysegomneHus 06 okoH4YaHMM paboT no 3anpocy, Takon 3anpoc cyuTaeTcsa ycnewHo
BbINOJ/IHEHHbBIM U NOANEKUT 3aKPbITUIO.

N3meHeHue Ycnyru, Bavsaiolee Ha U3MEHEHUE KOHEYHOM cToMMOCTH [JJoroBopa, TpebyeT nepecmoTpa NosoxKeHUM 06 ycnoBuax
1 cToumocTu [lorosopa 1 A0/KHO 6bITb cornacoBaHo CTopoHamu B [JONONIHUTENBHOM COT/IAIEHUM K HEMY.

13. OTK/HOYEHME YCNYTU

Mpy BO3HWMKHOBEHMM Y 3aKa3uMKa HEOBXOAMMOCTU B OTK/OUYEHUU AeicTBytowel Yeayru, npeacraBuTesib 3akasumKka, U3 yncna
/ML, YNONHOMOYEHHbIX HacToAwMM CornaleHvem, WMHULMUPYET nepegadvy 3anpoca Ha oOTKAodeHue Ycnyrm B agpec
Ucnonnutens.

3anpocbl Ha OTK/AYEeHWe AencTBYOLWMX YCayr MoryT bbiTb NnepeaaHbl 3akazumMkom McnonHuTento nocpencTsom obpalleHuns B
KOHTaKTHbIN LeHTp UcnonHuTena nocpeacTBOM nepesadm coobuieHmsa 3NeKTPOHHOW NoYThl, a Takxke no TenedoHy. Ana uenek
onepaTMBHOW 06pPabOTKM 3anNpoc Ha OTK/YEHUE AeWcTByloWen Yeayrn fonmkeH 6biTb nepegaH B ¢opmate ¢aina 61aHKa
3aKasa.

Mepen nepepaveit 3anpoca Ha OTKAOYeHWe Ycnyru B agpec McnonHuTtens, 3akasumk 06A3aH CamMoOCTOATE/NIbHO MPOWU3BECTU
yAaneHue BCex CBOMX AaHHbIX. B cnyyae, ecnu 3akasumK He BbIMOAHWUA yAaNeHWe AaHHbIX C MHPPACTPYKTypbl B TeyeHue 30
(TpMALaTM) KaneHaapHbIX AHEN nocae NoAaYM 3anpoca Ha OTKAYeHue Ycayru, McnonHuTeb Brpase Aafee camoCcToATe/IbHO
BbIMNO/IHUTb YAaNeHUe JaHHbIX 3aKa3uumKa, Npy 3TOM UCnofHUTeNb He HeceT OTBETCTBEHHOCTU Nepes, 3aKa3unMKoMm 33 NOTEPH0 UM
OaHHbIX.

[OnAa ueneit KOHTPONA KayecTBa Npu BbINOAHeHUW paboT no 3anpocy, McnonHutens peructpupyeT 3anpoc 3aKasuuKa B
cobcTtBeHHOM CPO ¢ npucBoeHnem 3anpocy YHWKaNbHOro MaeHTUGUKaLMOHHOro Homepa.
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MNocne pernctpaunm 3anpoca 3akasumka B CPO UcnonHuTenb, Ucnonb3ys nepefaHHyro 3akasyMKoOM KOHTaKTHY MHGopmaLmio,
MHGopMuMpyeT 3aKa3umKa 0 TOM, YTO obpalleHre Bbl1o 3aperncTpmMpoBaHo, coobLiaeT 3akasyumnKy BpeMsa perncrTpalmmn 3anpoca,
YHUKaNbHbIN NAEHTUPUKALMOHHBI HOMep 3anpoca U NPUCBOEHHbIN emy MpuopuTeT.

B TeyeHMe MaKCMMa/sbHOTO BPEMEHM peakLMK, yKasaHHOro B Hactoswem CornaweHnn (ecnm MHble CPOKM He OroBOPEHbI B
onucaHuu Ycnyru), McnonHutenb obecneymBaeT HaNexallyld MaplipyTusauuMio 3anpoca Ha COTPYAHWKOB McnonHutens,
OTBETCTBEHHbIX 32 06paboTKy 3aNpoCcoB Ha NoAKAtueHune Yenyr.

3anpoc Ha OTKAtOYeHWe aeWncTeytowel Ycnyrn, peructpupyemblit 8 CPO UcnonHutens, B obs3aTeslbHOM MopsAfKe L0/MKeH
cofepKaTtb cneayroLLyo MHGopmMaLumio:

e  HaumeHoBaHMe KOmMNaHMM 3aKa3uumKa.

. Nma n pamunuio MHMUMaTopa 3anpoca.

o TenedoHHbIN HOMEP M agpec 3/1eKTPOHHOWM NoYTbl MHMUMaTopa 3anpoca.

. Bpems pernctpauum 3anpoca.

e  NpeHTMOMKAUMOHHBIA HOMep 3anpoca.

. MpuoputeT 3anpoca.

e  ®dain H6naHKa 3aKasa Ha OTK/OYEHUe aencTBytowein Yenyrm ¢ nomeTKon «OTKAOYEHME» U YKA3aHMEM HOMEpa U AaTbl,
paHee nepefaHHOro 3akasynMkom UcnonHutento 3akasa Ha NOAKIYEHUE UAN U3MEHEHWE KOHPUTypaL MK aencTBytoLwen
Ycnyrn.

Mpy HeobxoaMMOCTU, UHXKeHepbl UcnonHUTens, HenocpeAcTBEHHO OTBevaloliMe 3a UCNOoJHeHWe 3anpoca, CBA3bIBAOTCA C
MHuumaTopom 3anpoca gas Lenel yTodHeHUA getaneit no 3anpocy. B cnyyae, ecam nHpopmaumsa, 3anpalimBaemasn MHXEHepamm
UcnonHuTena, He MoXeT bbiTb NpeaocTaBneHa MHMumaTopom 3anpoca B MOMEHT HemnocpeacTBeHHOW cBA3u, McnonHutens
BNpaBe YBE/NWYUTb MAKCMMaA/IbHOE Bpems pelleHua 3anpoca MPONOPLMOHANBHO Nepuosy OXWAAHMA [OMNONHUTENbHON
nHdopmaumm ot UHnumaTopa 3anpoca. B cnyyae, ecam MHULMaTop 3anpoca He npeaocTasnseT UCnonHUTe N0 A0NOAHUTEIbHOM
MHPOPMaUUKN ansa pelweHun 3anpoca B TeyeHue 5 (MaTu) pabounx gHen ¢ MOMeEHTa YTOYHEHUA AeTasel no 3anpocy, Takok
3anpoc cuntaeTca OTMEHEHHbIM U MOAJIEXKUT 3aKPLITUIO.

MNocne nposegeHuna paboT No 3anpocy Ha OTKAKOYEeHMe AeicTBytower Ycnyrn, UcnonHUTenb perucTpupyert npovsBeaeHHbln
ob6bem paboT u BClO Heobxoaumyto MHPopmaumto no 3anpocy B CPO M moxKeT cBA3aTbcA ¢ MHuMuMaTopom 3anpoca ana
noATBepPKAEHUA YCNEeWHOCTU BbINOHeHMA 3anpoca. Npu nonydyeHnn noaresepxaeHus oT MHuumatopa 3anpoca, MUcnonHutenb
3aKpbiBaeT 3anpoc 8 CPO. Ecam MHuumatop 3anpoca He NOATBEPrKAAeT YCNewHOCTb BbINOAHEHMA 3anpoca, McnonHutenb
oLEeHMBaeT NpounsBeaeHHble No 3anpocy paboTbl, cornacosbiBaeT ¢ MHMLMaTOpom 3anpoca npoaonxkeHue paboT no 3anpocy u
CMWUCOK JONONHUTENbHBIX HEOBX0AMMBIX K MCNOHEHMIO PaboT. B cnyyae ecnm noAaTBepXAeHME UK OTKIOHEHME YCMewWwHoCTH
BbINOAHEeHWA 3anpoca He 6bino nosyyeHo McnonHutenem ot MHUUmMaTopa 3anpoca B TeyeHue 5 (MATun) paboumx gHel c MOMeHTa
nepegaun McnonHutenem B agpec MHuumatopa 3anpoca yBesomneHusa ob OKoHYaHUM paboT mo 3anpocy, Takol 3anpoc
CYMTAETCA YCMELIHO BbINOHEHHbBIM U NOA/EXKUT 3aKPbITUIO.

OTKAtoYEeHUe Yy, BAnAOLWEee Ha U3MEHeHMEe KOHEYHOM cToMmocTu Jorosopa, TpebyeT nepecmoTpa NON0XKEHN I 06 yCnoBuaAxX

1 cToumocTu [lorosopa 1 AOMKHO 6bITb cornacoBaHo CTopoHamu B [LoNONHUTENIbHOM COFnalleHumn K [lorosopy.

14. ONOBELUEHMUE 3AKA3YMKA O6 UHLUMAEHTAX UHOOPMALMOHHOM BE3OMACHOCTH

B cnyyae obHapyxeHua UcnonHutenem uvHUMAEHTa MHPOPMALMOHHOM 6e30MacHOCTU, CBA3AHHOTO € GYHKUMOHMPOBaHMEM
O6naka Cloud, KOTOpbIt MOXET NoB/ieYb 338 CO60 (MK NOBNEKLLMIA) HapyLeHMEe KOHPUAEHUNANBHOCTM U LLeNOCTHOCTM AaHHbIX
3aKasuuKa, a TaKkKe JOCTYMHOCTM NpefocTaBAsembix 3aKasunmkom Ha 6ase MHbpacTpykTypbl cepsucos 1 Ycayr, McnonHutens
06s3yeTca yBeAOMMUTb O YMNOJHOMOYEHHOTO MpeAcTaBMTeNA 3aKa3uuKka B TeuyeHue 24 (4BafuaTM YeTblpex) YacoB nocne

BbIABNEHUA W NOKaNU3aLUM (YyCTaHOBNEHUA AeTanei) MHUMAEHTA C UCMO/Ib30BAaHUEM €r0 KOHTAKTHbIX AaHHbIX, NPUBEAEHHbIX B

MpunoxeHuun Ne 4. kK Jorosopy.

K nepeyHto MHUMAEHTOB MHGOPMALLMOHHOM 6€30NacHOCTM, O KOTOPbIX McnonHWUTe b foMKeH coobLaTb 3aKas3umKy, OTHOCATCA:

. obxon, NepumeTpoBbIX cpeacTs 3awuTtel 1 WEB Application Firewall (WAF) B coctaBe MHbpacTpykTypbl McnonHuTens,
NOB/EKWNX 3a COBON BO3MOMKHbIA HECAHKUMOHMPOBAHHbIA AocTyn K «OpraHusauum» (TeHaHTy) 3aKasuuKka C
ncnonbsosaHnem KY un KY pesepBHbim kKonnposaHuem BM;

. 06x0/ cpeacTB 3almMTbl MHOPMaLMKM B cocTaBe MHPpacTpyKTypbl UCNonHUTENS U cpencTs eé ynpasaeHus, NOBAEKLLNX 3a
€060 HeCaHKLMOHMPOBaHHbIM J0CTYN K «OpraHM3aunm» (TeHaHTy) 3aKkasumka;

. nocnenoBaTeNbHOCTb CObbITUI MHOPMaLMOHHOK Be3onacHOCTH, BbisiBIeHHbIX cpeactBamm SIEM (Security Information
and Event Management) UcnonHUTeNs U CBUAETENbCTBYHOLWMX O BO3MOXKHOM AocTyne K «OpraHusauuu» (TeHaHTy)
3aKa3umka u3 «OpraHusaLmmn» (TeHaHTa) apyroro 3akasumka UHPpacTpyKTypbl UcnonHUTeNs B 06Xo MeXaHU3MOB 3aLLUTbI
obecneumBatowmx n3onaumuio «OpraHnsaLmniny (TEHaHTOB) 3aKa3uMKOB APYr OT APYra;

. HeCaHKLMOHMPOBAHHbIW AOCTYN K NepCOHasNbHbIM AaHHbIM 3aKa3uuKa, PacnooKeHHbIM B MHPOPMALLMOHHbIX CUCTEMAX
NepPCOHANbHbIX AAHHbIX Ucnonnutens®, KOTOPbI MOMET MPUBECTU UAW NPUBEN K NoTepe, yTedke WU U3MEHEHMIo
NepCcoHaNbHbIX AaHHbIX 3aKa34MKa;

. HEeCaHKLUMOHMPOBAHHbIW dU3NYeckuit aocTyn K obopyanoBaHuto WHpacTpykTypbl WcnonHutens, pasmelliatroliemy
MHGOPMALLMOHHbIE CUCTEMbI 3aKa3uMKa;

. B C/y4yae OKasaHWA 3aKasuuky McnonHutenem pononHuTenbHol ycnyrm Managed Services, MHLMAEHTbI, CBA3AHHbIE C
HernpegHaMEPEHHbIMU  AENCTBUAMM COTPYAHUKOB McnosHuTens B xode aamuHUcTpuposBaHua BLIOJ 3akasuuka,
NoBAeKLWMMHM 3a cO60I HapyLleHNe KOHPUAEHLMANbHOCTU U/MAN LENOCTHOCTU AaHHbIX 3aKa3umMKa, a TakKe 4OCTYNHOCTH
npesocTasifemblixX 3aKazunMKom Ha 6ase MHPPacTpyKTypbl CEPBMUCOB /UK YCAYT;

. npoyne MHUMAEHTbI MHPOPMALMOHHOW 6e30MacHOCTM, CBA3aHHble C (YHKUMOHWPOBaHWEM W/UAK o6CayXKuBaHWEM
NHpacTpyKTypbl UcnonHuTena n morywue nosneyb 3a cobolt (Mnn nosneklune) HapyweHne KOHOUAEHUMANBHOCTU U

1
3a uckntovernem MNAH 3akasunka, 06pabaTtbiBaeMbix B €ro MHGOPMALMOHHBIX CUCTEMAX, pasmellaemblx Ha 6ase NHOPaCTPyKTypbI.
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LEeNOCTHOCTM AaHHbIX 3aKa3uMKa, a TaKKe [OCTYNHOCTM NpefocTaBnsemblX 3aka3uMKoM Ha 6ase WHopacTpyKTypbl
CepBUCOB U YCAYT.

Jetanu 06 nHumaeHTe MHPopMaLMoHHOM 6e30NacHOCTM AO/IKHbI COLEPHKaTb CAeayoLyto nHbopmaLmio:

. KpaTKoe onucaHue nHuMaeHTa MHGOpPMaLLMOHHON Be30NacHOCTY;

. [aTta v Bpemsa BO3HUKHOBEHUA UHLUMAEHT];

. nocneacTeua MHUMAEHTaA ANs 3aKa3uuKa, ero BM, 1 ero nepcoHanbHbIX AaHHbIX, 06pabaTbiBaembix B MHGOPMALLMOHHbIX
cUCTEeMax NepCcoHasbHbIX AaHHbIX McnosHWTenA, aBToMaTU3MPYOLNX AeATeNbHOCTb McnonHutens;

. npeanpuHATLIE LWArKM Mo paspelleHnio UHUMAEHTa (KpaTkoe onucaHue Toro, Kakve AencTBuA B OTHOWEHUU MHLMAEHTa
6b1Am NpeanpuHATLI UcnonHuTenem);

. npeanpuHATbIe Warn No yBeAOMIEHWIO HaA30pHbIX OpPraHoB (B C/lyyae eciu Takas HeobxoAMMOCTb B OTHOLUEHWM
paccmaTpuBaemMoro MHUMAEHTa onpesenieHa 3akoHoAaTeIbcTBoM Poccuiickoit ®epepauum).

Ob6nAszatenbctBo  Mcnonuutena no yBegomMneHuio 3akasymka 06 WHUMAeHTax WHPOopMauMoHHOM 6He3onacHoCTU He

pacnpocTpaHAeTCA Ha WHUMAEHTbl, Bbl3BaHHble [AEWCTBMAMM 3aKasuMKa WAM Mpou3olleslive B paMKaX KOMMNOHEHTOB

BMPTYasibHOW MHPPACTPYKTYPbl 3aKa3umKa, 3a KOTOpble HeCeT OTBETCTBEHHOCTb 3aKa3uuK.

ypHanupoBaHue cobbiTii MHGOPMALMOHHON 6€30MacHOCTM OCYLLECTBAAETCA BCEMM KoMMoHeHTamu WHOpacTpyKTypbl

WcnonHuTensa, BKAKOYasA, HO He OrpaHMYMBaACL KOMNoHeHTamn camoro O6naka Cloud, cpeacTBamm 3aWmTbl MHGOPMaLMKN B

cocTaBe MHpacTpyKTypbl TENEKOMMYHUKALMOHHBIM M NpoYnm obopyaoBaHMEM.

BbiABneHWe WHUMAEHTOB WHGPOPMALMOHHOW 6e30NacHOCTM OCYLLECTBAAETCA COrAcHO YTBEPXKAEHHOMY BHYTPEHHemy

PernameHTy ynpasneHus cobbITUAMM U MHLUAEHTAMWN MHPOPMALMOHHOM B6e30nacHOCTY.

[na aBTOMaTM3aLMM NPOLECCOB BbIABNEHUA U PearmpoBaHMA Ha WMHUMAEHTbI MHPOPMaLMOHHOM 6e30NacHOCTM Ha CTOpoHe

UcnonHuuTens mcnonb3ytoTca cpeactsa cbopa v aHanmsa cobbiTMit MHPOPMaLMOHHOM Be3onacHocTM Knacca SIEM (Security

Information and Event Management) c npueneyeHuem ycayrm BHewHero SOC (Security Operations Center).

B xope ocyuwiecTBneHua paccnefoBaHva Mo GaKTy BbIABAEHUA UHUMAEHTa MHGOPMaUMOHHOM 6e3onacHocT UcnonHuTenb

BNpaBe OTKPbIBaTb AJ/1A CBOMX COTPYAHWKOB, OCYLLECTBAAIOWMX pacciefoBaHMe, U OCYLWECTBAATb AOCTYN K XKypHaay cobbiTuit

«OpraHusauun» (TeHaHTa) 3akasuuKa. Mpu 3Tom 3aKasumk

OO/IKEH MMEeTb rapaHTUPOBAHHbBIN JOCTYN K XKypHany cobbiTuit ceoel «OpraHusaunn» (TeHaHTa) Ha Nnepuos paccnesoBaHuA C

BO3MOHOCTbIO €r0 BbIFPY3KW BO BHELLHMWI daiin;

BNpaBe 3anpawwuBatb y McnonHWUTeNa BbIrPy3KM M3 KYpPHanoB cobbITMI cpeacts 3awutbl MHbopmaumm UHOPACTPyKTypbl,

BKAtoYaa cpeactea SIEM, cogeprKawmx cobbiTMA, CBUAETENbCTBYIOLME O BO3HWKHOBEHUW BbIABNEHHOTO WHLUMAEHTA

MHGOPMaLMOHHO 6€30MacHOCTM 33 COOTBETCTBYIOLLMI Nepuoa BpemeHu.

15. KOMNEHCAUMU 3A HAPYLWWEHUE COINMALLUEHUA U KOMNTUMEHTDbI

Ecnn vHoe He ycTaHoBneHo B ycnosuax SLA Ycnyr, npu HapylweHWW nokasatenei ypoBHA [ocTynHocTu Ycayru no BuHe
McnonHuTena 3akasymk MMeeT NPaBo Ha KOMMEHCALMIO - CHUMKEHME NaaTexa 33 NoNb3oBaHWe YCyrom.

Pasmepbl KomneHcauuin 3aKkasumKy 3a HapylleHWe LeneBbiX NoKasaTtenei [ocTynHOCTM YCayrn 3a nepuog okasaHua Ycayru
npuseaeHbl B COOTBETCTBYOLWEeM pa3aene SLA Ycnyr. UcnonHutens He npepocTaBaseT 3aka3yumMKy KOMMNEeHCaLMIo 32 HapyLleHne
LoctynHocTn Yenyrn 3a Bce Bpems Bo3geicTeua DoS/DDoS-aTaku Ha BbIYMCIMTE/IbHBIE CUCTEMbI 3aKasyMKa Npu OTCYTCTBUM
noAKtoueHus 3akaszumkom Yenyrm «3awmTa ot DDoS-atak (QRATOR)».

KomneHcauma, ykasaHHas B n. 15.1 CornalweHuws, HOCUT WCKAIOYUTE/IbHLIA XapakTep, T.e. fABAAETCA €4UHCTBEHHbIM
BO3MELLEHMEM 3aKasuMKy 3a HecobnogeHve noKasatenei ypoBHA [ocTynHOCTM Ycnyrm co CTOpOHbl UcnonHutens w
npeaocTaBnaeTca 3akasymKy B BUAE CKUAKM.

MopAAOK yyeTa 1 BbINAaTbl KOMNEHCAUWIA:

MpepenbHbIl pasmep KOMMNEHcALMM Mo KOHKPETHOM Ycayre He MOXKeT NPeBbILaTb 3HAYEH WS, YKa3aHHOTO B eé SLA;

B npesenax ogHoro OTYETHOTO NEPUOAA CTOMMOCTb YC/IYT HE MOXKET 6bITb CHUXKEHa bonee, yem Ha 50% (MATbAECAT NPOLEHTOB);
B cnyyasx, Korga pasmep KOMMeHCALMn NpeBbillaeT 06bEM, YCTaHOBAEHHbIW nn. 15.4.2, OHM NepeHOCcATCA Ha nocneayoume
OTyeTHble nepuoasbl.

Ha komneHcaumum no HacToAweMmy pasgeny CornalleHma He NOANEKNUT ynaaTa NPOLEHTOB, NPeayCMOTPEHHbIX cT. 317.1 TK PO.
B cnyyae obHapy)KeHMA 3aKasuMKOM OCHOBAHMA ANA BbiNAaTbl KOMNEHCaLMW OH MOXKeT B TedeHue 60 (LWectnaecatu)
KaneHAapHbIX AHEW C MOMEHTa OOHapyKeHWA HapyweHus ycnoBui [locTynHocTu Ycayrn, BpeMeHW peakuuu, BpemeHu
BOCCTQHOBJIEHMA, HanpasuTb WCNONHUTENO MNpeTeH3uto, PYKOBOACTBYACb NpaBuaamMu U ycioBuamM nogaun Ob6palieHui,
yKasaHHbIMM B Hactoswem CornaweHuun. lNpeTeH3na [o0/mKHA ObiTb 06OCHOBAHHON, K Hel [O0/KHbI OblTb MPUIONKEHDI
OOKYMEHTbI, NoATBepXaatolme TpeboBaHUa 3aKasumka.

UcnonHuTtenb 06sA3aH paccMoTpeTb MOMYYEeHHY0 NpeTeH3uto 3aKasuuka B TedeHue 5 (MATn) pabounx aHel ¢ MOMeHTa ee
nonyyexus. Ecam npeteHsuna npusHaetca UcnonHutenem obocHoBaHHOWM, To McnonHutens 0basyetca coobwmtb 06 yKasaHHOM
3aKa3unKy B NopsKe B3aMMOAENCTBUA CTOPOH, YCTaHOBNEHHOTo CornalueHnem.

Mpy HapyweHun 3aKkasumKom cpoka, npesycmoTpeHHoro B nn. 15.4.5 CornaweHus, wan ycnoBWU MNOAAYM NpeTeH3uw,
UcnonHuTens Bnpase OTKasaTb B NpeAoCTaBleHMM KOMNEHcaUmu.

B cnyyae npusHaHua McnonHutenem npeteHsnmn 3akasynka 060CHOBAHHOIM:

Pasmep KomneHcaLmn paccunTbIBaeTCA OT CTOMMOCTM Ycnyr 3a TOT OTYETHbIV Nepuos, B KOTOPOM NPOM30LLIEN CAyYal HapyLLEeHUsA
ycnosuii foctynHocty Yenyr, Bpemeru peakuny, BpemeHu BOCCTaHOBAEHUA.

KomneHcauma npepoctaBnaetca 3aka3ymKy No OKOHYaHuwm Toro OTYeTHOro nmepuoga, B KOTOpOM McnonHutenb noayyunn
npeTeH3uto.

MNpu HapyweHun BpemeHu peakumm u BpemeHu BOcCCTaHOBMEeHMA WcnonHWTENb MMeeT MpaBoO MO CBOEMY YCMOTPEHMIO
npeaocTaBUTb KOMMJIMMEHT - PA30BOE CHUMKEHME MN1aTexa 3a No/b3oBaHMe Ycayron npu ocywectsieHnm CTopoHamm pacyeTos
3a cooTBETCTBYHOWMI Nepuog, (n. 15.7 Cornawexus).

KomnavmeHTbl MoryT 6biTb npepocTasneHbl McnonHutenem B nopsagke, nNpesycMoTPeHHOM ero BHYTPEHHMMU MOAUTUMKAMMU
(Hanpumep, NMoAWUTUKOM NOBbLILIEHWUA NOANBHOCTU AENCTBYIOLLMX KNMEHTOB). B OTIMUME OT KOMMEHcaL M KOMNIMMEHTbI HE HOCAT
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WTPadHOro UM KOMNEHCALMOHHOTO XapaKTepa, a ABAAIOTCA MePOM MOCTPOEHMUA AOTOCPOYHbIX M 61arONPUATHBIX OTHOLIEHWIA C
3aKa3unmKkom. KOMNAMMEHTbI NPesoCTaBAAIOTCA B CAyYanx BbiaBAeHWA McnonHutenem HecobaogeHus ycnosuii [LocTynHocTu
Yenyr; BpemeHu peakuuu, BpemeHn BocCTaHOBAEHUA. KOMMIMMEHTbI MOTYT 6bITb Kak B BUAE NPeaoCcTaB/ieHns eanHOPasoBom

CKWAKKW Ha Ycnyru, Tak 1 B popme cyBeHUPHOM nNpoayKLummn McnonHutens.
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