1.1.

1.2.

3.1.

cloud.ru

000 «0O6nayHble TexHonorum» [/ Cloud.ru LLC B
info@cloud.ru / +7 (495) 260-10-82 / https://cloud.ru Bepcusa 240322

MPUNOXEHUE N2 2.CRS.4

K [lorosopy
COIMNALLUEHME OB YPOBHE INMPEOOCTABJTIEHNA YCIVI
«UserGate Prof Services»
1. OPEAMET COMNALUEHNA
Hactoauwee CornaweHue o6 ypoBHe npegocTaBneHusa ycnyr (manee - CornalwieHue) sasnsertcs

LOKYMEHTOM, UKCUMpYoWwmUM [OCTYNHOCTb YCNYrK, a TakXe LeneBble KOTMUYECTBEHHbIE U KaYeCTBEHHbIe
XapaKTepUCTUKM NpepocTaBneHns Ycnyr.

3aKa34MK NPonHGOPMUPOBAH M COrMAceH C TeM, YTO B OTHoweHUM CepBurca MO NOOK/IOYEHUIO CpeacTB
ME)KCeTeBOro aKpaHMpoBaHUA (6a3oBas HACTPOMKA MEXKCETEBbIX 3KPAHOB) HE MPUMEHATCA YC/10BUA
O6wero cornaweHns o6 ypoBHe NpefoCcTaB/eHNsa YCIyr, KOTOpbie OMMCbIBaOT YPOBHU NpenoCcTaB/ieHuns
Ycnyr no [loroBopy, KOMNeHcaunn 3a HecobogeHne gOCTYNHOCTN YCnyr, Nnopsanok o6paboTkm 3anpocos
3aKasuumKa, a TakXKe MHble CBA3aHHble C OKasaHMeM YCnyr BOnpochl.

2. TEXHUYECKAA NOALEPXKA YCNYT

2.1. CepBuUC NO nNoamdepXXKe CPeacTB MeXCeTeBOro 3KPaHMPOBaHMA YCTAHOB/IEHbl Clefylolme LeneBble
nokKasaTtenn TEXHMUYECKOW NOoaAePXKKN:

Tabn.l1l. Pexxum npepoctaBnieHunsa Ycnyr

MakeT Ycnyr Pe)XXUM TeXHUYEeCKOM NoAA[EePXKKN

«Standard»

«Standard +» 24x7x365(6) — 24 yaca B CyTKM, 7 AHeN B

«Pro» Hepento, 365(6) oHen B rogy

«Pro +»

9x5 - ¢ 09:00 go 18:00 (N0 MOCKOBCKOMY
BPEMEHU) C NOHedeNbHMKA MO NATHULY 3a
MUCKJTIIOYEHNEM BbIXOAHbIX WU MPa3gHUYHbBIX

«Base»

Hepabouunx gHen

3. UENEBbIE 3HAYEHUSA NOKA3ATENEN TEXHUYECKOWN NOAAEPXKU

LleneBble nokasaTtenn Mo MakCuMMalbHOMY BpeMeHW peakuunm m BpeMeHU peleHus npuMeHsaTCs B
COOTBETCTBMW CO 3HAYEHUAMU, yKaszaHHbIMK B Tabnuue 2:
Tabn. 2. Bpema peakuunn n Bpemsa peweHuns

MakeT T Mpuopurte Bpems Bpems PeXum TexHu4YecKkon
un
Yecnyr T peakuum (4.) peweHus (4.) noaAepPXKU
KpUTUYHbBIN 0.25 12
- 9x5 - ¢ 09:00 po 18:00 (no
Bbicokuit 0.25 16 MOCKOBCKOMY BpeMeHu) c
Base MHumpeHT noHeaenbHWKA NO MATHMUY, 3a
. WCKOYEeHNEM BbIXOAHbIX "
CpenHun 0.25 52 npasaHUYHbIX Hepaboumx gHeil.
KpUTUYHbBIN 0.25 6
BbICOKUI 0.25 8 24x7 - KpPYriiocyTo4yHo B pabouue

Standard MHumnpeHT

1 BbIXxOAHble (MPasgHMYHbIE) OHM.

CpenHum 0.25 12
KpUTUYHbBIN 0.25 6
Standard VHUNeHT BblCOKUI 0.25 8 24x7 - KpPYriiocyTo4yHo B pabouue
+ N BbIXOAHbIE (NPA3fHUYHbIE) AHU.
CpenHum 0.25 12
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KpUTUYHbBIN 0.25 5
= 24x7 - KPYroCyToO4YHO B pabouune

Pro MHungeHT Bbicoknm 0.25 6
1 BbIXOAHble (MPa3gHNUYHbIE) OHU.

CpenHum 0.25 8

KpUTUYHbBIN 0.25 5
. 24x7 - KpPYriiocyTo4yHo B pabouue

Pro + MHumnpeHT Bbicokunmn 0.25 6
1 BbIXOAHble (MPa3gHNYHbIE) OHU.

CpenHum 0.25 8

Bpemsa Ha ncnonHeHne obpalleHnit yka3aHo B paboumx yacax.

MopanoK KOMMYHUMKaLNUIM Mexay 3aka3umkoM n MicnonHuTeneM onucaH B pasgene 7 Obuwero cornatweHums
06 ypoBHe npepnocTaBneHuns Ycayr.

KoHTakTbl MapTHepa:

e TenedoH: + 7 (495) 269-26-07.

e E-mail: support@angarasecurity.ru.

e Cuctema camoobcnyxmneanusa Service Desk MapTHepa: https://support.angarasecurity.ruj/.

Mo kaxxpoMy Ob6paLleHnio MIcnonHMUTeNeM CO30aeTCs KapToUKa, KOTopas fO/MKHA COAePKaTb ClefyoLLyto
nHbopMauno: damMuama, UM, OTYECTBO MOJIb30BaTesid, KOHTAKTHbIM HoMep TenedoHa, agpec
3/TEKTPOHHOW MOoYTbl, KPaTKOe OMnMcaHue CyTu Bonpoca, Aata U BpeMsa noctynieHunsa ObpalueHusa, gata u
BpeMsa 3aBefeHua ObpalueHus.

4. KOMNEHCALUWUU 3A HAPYLWWEHUE COMNMALUEHNA

CornaweHneM NpegycMOTPEHbl ClieaylolMe pa3Mepbl KOMMNeHCcaUMii 3aKa3unky:

Tabn. 4. KoMneHcaumu 3a HapyLlweHue LeneBbIX nokasaTtenei

Aona O6paweHui c
HapyweHueMm BpeMeHHbIX Pasmep KkoMmneHcauuu
orpaHuyYeHumn
MeHee 95% KomneHcauma He npepocrasnsgeTcs
bonee 95% 10% oT ctouMocTu Ycnyru 3a OTYeTHbIN nepuop,

5. OrPAHMUYEHUA

B cnyyae HeBO3MOXHOCTM paspewnTb VMIHUMOEHT B CBA3M C HeKoppekTHol pabotom MO UserGate u
3CKanauMmM ero Ha CTOpoHy npaBoobnapatens MO, CPOKM MO ycTpaHeHWMo WMHUMOEHTa MOryT 6biTb
yBe/IM4yeHbl B COOTBETCTBMM CO CPOKAMU, YCTaHOB/IEHHbIMU NpaBoobnagatenem MNO B ero co6CTBEHHOM
cornaweHun o6 ypoBHe o06CNyXuBaHMA. B c/ydyae yBeNMYEHUS CPOKOB YCTpaHeHusa WHuMOeHTa
npasoo6napgatenem MO NcnonHutenb 0693aH yBegomMuntb 06 3TOM 3aKasumka.
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