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laaS B Bepcus 201211

MNPUJIOKEHHUE Ne 2.4.H
k JloroBopy

COI'JTAHIEHHME OB YPOBHE ITPEJOCTABJIEHUS
YCJIYI'H «<APPLICATION PERFORMANCE MANAGEMENT»

1. NPEJMET COIVIAILEHUA

Hacrosmee Cormamenne o0 ypoBHe mpemoctaBieHus ycuyr (mamee — CornameHme) SBISIETCS JTOKYMEHTOM,
(UKCHPYIOIMM BpeMsI JOCTYITHOCTH, a TaK)XKe IEJIEBbIE KOJMYECTBEHHBIE M KaueCTBEHHBIE XapaKTEPHCTHKU
npenocrasyieHns Ycyru «Application Performance Management» (nanee — Yciyra).

Hacrosimum CornaieHueM TakKe YCTaHABJIMBAETCS OTBETCTBEHHOCTH lICHONHUTENS 3a HECOONIOAEHUE YCIOBHH
Cornamiexus.

B ciydae HecooTBeTCTBUS (paKTHUECKH M3MEPEHHBIX MapameTpoB JUana3oHaM, yKa3aHHBIM B AaHHoM CornameHu,
yCIIyra CUUTAeTCsl HECOOTBETCTBYIOIIEH rapaHTHPOBAaHHOMY YPOBHIO KadecTBa. HecooTBeTcTBHE (haKTHUECKOTO YPOBHS
Ka4ecTBa TapaHTHPOBAHHOMY YPOBHIO JaeT 3aKa34yHKy IIPaBO Ha MOJIy4YEHHE MepecdeTa CTOMMOCTH Y CIIyTH.

HCHCBBIC (FapaHTPIpOBaHHBIe) 3HA4YCHUA MMapaMETPOB NPCAOCTABIACMBIX YCJ'IyF MPUBCCHBI B CT. 5 CornamieHus.

2. TEXHUYECKASA NOJIEPKKA YCIYI'

B ciyuae BO3HUKHOBEHHs Y 3aKa3uHMKa JTHOOBIX 3alIPOCOB, CBSI3aHHBIX C Y CIYTroil, HEOOXOIUMO CBSA3aThCS C TEXHUYCCKOMN
MOIZICPIKKOH, MCTIONB3Ysl KOHTAKTHBIC TaHHbBIC, KOTOpbIC yKa3aHbl B Tabmure 1.

Tabmuna 1. KoHTaKTbl TEXHUYECKOM MOAEPIKKH

Croco0bI CBSI3H KoHTaKTBI

Tenedon 8 800 44424 99

DJeKTpOHHAsI 0YTa support@sbercloud.ru

3.1

3.2.

3. IEJIEBBIE MIOKA3ATEJIM IO OBPABOTKE OBPAIIIEHUI

IMpuniune! kiaccuduxanuy u ycinosus oopadbotku Obpammenuii 3aka3zunka k McrnonHuTento, a Takke o0Ine yCIoBUI U
MOPSJIOK B3aUMOJEUCTBUs Ciyk0 3akazunka u VcmomHuTeNs B Tpoliecce MpefocTaBieHust Yciayru mo JJoroBopy
IIpUBE/CHEI B Pernamenre.

CornacHo nynkram 6.4, 6.5. Pernmamenta (Ilpunoxenue Ne 4 x JloroBopy), [t YCIyru yCTaHABIMBAIOTCA OCOOBIE
1ieJIeBbIe 3HAUeHUs 110 00paboTke Ob6pamennii 3akasunka (Tabmuma 2).

Tabnuma 2. IleneBsie nmokasarenu mo oopadorke ObpaneHu

Bpems Bpems
Tun IIpnopurer | peaknum BOCCTAHOBJICHHS OKHO npeocTaBIeHUs CepBHCA
(MHH.) (4.)

Nuuuaent 9*5 — ¢ 09:00 mo 18:00 (IO MOCKOBCKOMY

Kputnansrit 15 4 24*7 — KpyrJaoCyTO4HO B pabo4re W BBIXOJHBIC

Bricokuit 15 8 (TIpa3aHUYHEIC) THA

Cpenuuii 15 12 BPEMEHH) C TMOHEIENbHUKA IO MATHHIYY, 3a

HCKIIOYCHUEM BBIXOIHBIX U MPpa3aHUYHBIX HHeﬁ,
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Bpemsi Bpemsi
Tun I[puopurer | peakuum BOCCTAHOBJICHHSA OKHO npeaocTABIEHUS cepBHCA
(MHH.) (4.)

ycraHoBieHHbIX IIpaBurensctBom Poccuiickoi

denepanuu

9*5 — ¢ 09:00 mo 18:00 (MO MOCKOBCKOMY

Bricokuii 15 48
BpPEMEHH) C IOHENCeNbHHUKA MO MATHHUILY, 3a
3ampoc Ha
UCKIIFOYEHHEM BBIXOJHBIX U NIPa3IHUYHBIX JHEH,
o0ciry)XxnBaHUE
Cpennnii 15 72 YCTAHOBIEHHBIX [IpaBUTENBCTBOM PocCCHICKOM
Denepanun
3ampoc Ha He
ITo cormacosanmuio CTopoH
M3MEHEHHE OPHUMEHUMO

4. IPOBEJEHME PETJIAMEHTHBIX U ABAPUMHBIX PABOT

4.1. Pernamentsslie n/unu CpouHble paboThl IPOBOISTCS B COOTBETCTBUHM ¢ pazaenoM 14 Pernamenra (IIpunoxenue Ne 4 x

Horosopy).
4.2. Knaccupukauus paboT TEXHHYECKOTO 0OCITyKMBAaHUsI M OKA3aTeIH WHTEPBAIOB MEX/Yy NepepblBaMH MPEACTABICHBI B
Tabmuue 3.
Tabnuna 3. Knaccudukanus paboT TEXHUIECKOTO 00CTyKHUBaHUS
HanmenoBanmue IIpoao/zKUTEIbHOCTH H HHTEPBAJIBI YBenomiienue JonoiHNTE IBLHBIE
padot MeKIy nepepbiBaMu 3aka3umnka ycJI0OBHSI
CyMMmapHas IpOJ0JKUTETLHOCT
mepeprIBoB — He Oonee | (ogHOTO) Yaca B
Mecs L. O BpeMeHH NPOBEINCHUS
He menee uem 3a
IInanoBele CymmapHas IPOJOJKUTEIBLHOCTD pabot Hcnonxurens
2 (nBa) paboumx
1 | pernameHTHbIC YaCTHYHOW MPHOCTAHOBKH HEKPUTHYHBIX yBemowssier 3a 2 (nBa)
JIHS 10 Havana
paboThI ¢yHKUHi yemyr — He 6oee 3 (Tpex) 4acoB pabounx OHA OO0 Hayaia
) nepepsIBa
B MecsI] “. repepsIBa
WHTrepBanel MeXIy mepepsiBaMH — HE
MeHee 7 (ceMH) KaJleHIapHBIX JTHEH
IIpeanonaracmast
Bpemsi mepepbiBa paBHO (aKTHYECKOMY
TIPOJIOJDKUTENBHOCTD
BpPEMEHH, HEOOX0ANMOMY i | HenocpencrBenno
ABapwuiinble TIPOBE/ICHUS pabor
2 yCTpaHEeHUs / NPEAOTBpAlICHUsT | Tepex  HavdaioM
paboThI cooOrmaeTcst 3akazunKy
aBapuWHBIX  CHTyamquidi W/ WIM | TepepsiBa
HETIOCPEICTBEHHO niepen
HEeHCIPaBHOCTEH
Ha4yajoM MpoBeIeHusI paboT

! B yxkasaumblii mepuon YcIayrd MOTyT OBITh MONHOCTBIO OCTAHOBIEHBI WM OyAyT HETOCTYNHBI KPUTHYECKH (yHKIIHH,
MIPETATCTBYIOMNE OPTaHU3aIHH PaOOTHI.

2 B yka3aHHBIH MEPHO/] MOJKET BO3HUKATH HECYIIECTBEHHAS TIOTEPS PAOOTOCTIOCOOHOCTH Y CITyTH, HE BIEKYIIas MPUOCTAHOBKY WITH
HEJOCTYITHOCTh MH(pOpMaIMOHHOH CHCTEMBI.
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5.1.

5. IOCTYIIHOCTD YCIIYI'H

LleneBble (rapaHTUPOBAaHHbIC) 3HAYESHUSI JOCTYITHOCTH Y CIyTu npuBeseHs! B Tabiuue 4.

Tabmuua 4. [TokazaTenu 1O0CTyHOCTH Y CIIyTH

HaumenoBanue ycayru JoctynHocTh ycayru B roa, %

Application Performance Management 99,95 % nOCTYyNHOCTH B IO

5.2.

5.3.

6.1.

JocTynHOCTB Yenyru H3MeEpsIETCS B MpOLEHTaX u paccUnuTHIBAETCS (o] ¢dopmye:
(CBJI - BH) / CB/l x 100, rme
e CB/] — cormacoBaHHOE BpeMs TOCTYITHOCTH Y CIIyTH;

e BH - cymmapHOe BpeMsi HENOCTYNHOCTH YCIyrH (Ha OCHOBaHMH IAaHHBIX OT CHCTEMBl MOHHUTOPWHTa M
3apEerHCTPUPOBAHHBIX B OTYETHBIN IMEPHOA 3asfBOK 3aKa34yMKa) 3a BBUETOM BPEMEHHM HAa KOMMYHHKAIIUH
npeacTaBuTenel VcoaHNTENs ¢ IpecTaBUTeIIME 3aKa34qrKa C [eJIbI0 yTOYHEHUs mapameTpos OOparneHui.

Hcnonuurens obecrieynBaeT JOCTYITHOCTH YCJ'IyFI/I B I€pUOJ €€ OKa3aHUs HEC HUKE TOT'O, YTO 3asABJICH BBILIC.

6. KOMIIEHCAIIMU 3A HAPYIIEHUE COI'JTAIIEHUSA

Hacrostmum CornamnieHueM npeaycMOTpPEHbI CIeIyIONINe pa3Mephbl KOMIIEHCAIi 3aKka3unKy 3a HapyIlIeHUE IIeJIeBbIX
rmokasareJsiei JOCTYIHOCTH Y CIIyrH 3a nepuo okazanus Y ciayru (Tabmuia 5):

Tabmuua 5. KomneHcarum 3a HapyIIeHHe LeJIeBbIX ToKa3aTeNeil JOCTYTHOCTH Y ClIyTH

DdaKkTHYeCKAs
Bpemsi HeqocTYnmHOCTH Y CJIyru 3a °
JOCTYITHOCTH Y CJIYTH 32 . Pa3mep xommnencanuu, %
o o OTYETHBIN NepHO] (MUHYTHI HJIH YAChI)
OTYETHBIN mepuo, %
>99,982 % PaBHo nnu menee 7,8 MUHYT Komnencanus He npeaocrasisieTcs
1% ot crouMoctn YciIyrn 3a HEpUOL
< 99,982 % Bonee 7,8 MuHyT
OKa3aHHSA
3% ot crouMocTH YCIyrH 3a HEpUOL
<99,95 % Bonee 22 MunyT
OKa3aHHS
5% oT crouMocTH YCIyrH 3a TepHOL
<99,72 % Bouee 2 yacos
OKa3aHHA
10% ot croumoct YcCIayrm 3a HEepHOJ
<99,44 % Bouee 4 yacos
OKa3aHHA
20% oT cromMocTH YCIyrHm 3a TepHo[
<98,89 % bonee 8 yacos
OKa3aHHS

6.2.

6.3.

6.4.

OO0mrast cymma KOMITCHCAIIMH 32 HApYIICHUE BPEMEHH PEaKkIlii M BpeMEHH BOCCTAHOBJICHUs orpanudeHa 20 % MecsaHo
CTOMMOCTH Y CIIyTH 3a EpHO/l OKa3aHus Y CIyTH.

Jis momy4eHust KoMIeHcannu 3aKka3duK JOJDKeH B TedeHne 60 THel ¢ MOMeHTa 0OHapy)KeHUs] HapyIICHUS YCIOBUI
Cornamenns HanpaBUTh VICTIOTHUTENO MPETEH3MIO, PYKOBOJICTBYSCH MPaBMWJIaMH M yCJIOBHAMH moaadn OOpamieHuii,
YKa3aHHbIMU B Pernamenre.

[Tpu HapymeHnn 3aKa34uKOM CPOKOB U YCIIOBHI MOIa4H MTPETeH3UH, MICTIOMHUTEN BIIpaBe 0TKA3aTh B MPEJOCTABICHUH
KOMITEHCAIUH.
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7.1.

7.2.

7. BAK/IIOYUTEJIBHBIE ITOJIOKEHUA

Bce m3meHenunst u jononHeHust Kk Hactosimemy Cornamenuto odopmisitorest J[OMOMHUTENBHBIMU COTTIAIICHUSIME K
HacTtosimeMy CornaleHuro U AeHCTBUTENbHbI IIPU YCIOBUY, €CIIM OHU MOJNMCAaHbl HAAJIe)KAIle YIIOTHOMOYEHHBIMU Ha
TO npeacTaBuTenssMu CTOpoH.

Hacrosimee CorianieHnue coctaBieHo B 2 (AByX) HOAJIMHHBIX 3K3EMIUIIPaX, MIMEIOIINX PaBHYO IOPUANYECKYIO CHILY, IO
OIHOMY T KaXknoi n3 CTOpoH.
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