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MPUNOXXEHUE N2 4

K [lorosopy
PEMTTAMEHT BSAMMOLOENCTBUA CTOPOH
1. HA3HAYEHUE OOKYMEHTA
Hactoawmn PernameHT B3aumopencteua CTopoH (panee - PernameHT) onpepenser MpUHLMNLI

knaccudukaumnm n ycnosusa obpabotkn O6palieHmnin 3aka3umka K MIcnonHuTeNto, a Takxe oblime yciosus u
nopanoK B3aumMomencTeusa cnyx6 3axasuuka u McnonHuTend B npouecce npenoctaBieHus Ycayru no
[orosopy, 1 ABAAETCA HEOTbEM/IEMON €ro 4acTbio.

Hactoswmuin PernaMeHT COOEPXMT TakXe OnucaHue npouenyp, OTHOCAWMXCA K  YCTPaHeHuio
HeucnpaBHOCTEN, 3CKanauumn 1u NpoBeaeHNo PernaMeHTHbIX u/unmn CpoyHbix pabor.

2. TEPMWHbI N COKPALLEHNSA

Bpemsa peakumm — NPOMEXYTOK BPEMEHMU, B TEYEHME KOTOPOro MIcnonHUTeNb, NOYyYUBLUNIA YCTAaHOBNEHHbIM
cnoco6oM obpaleHune, KnaccubuumpyeT ero, PErMcTpMpyeT C NPUCBOEHMEM UAEHTUDUKALMOHHOIO HOMepa
M NpucTynaeT K ero obpaboTke.

Bpemsa peleHnss - NPOMEXYTOK BPEMEHM C MOMEHTA Hayana BbINOJIHEHWSA onepauui [0 MNOMHOro
3aBeplieHuns paboT no o6paboTke obpalleHnsa 6e3 yyeTa BpeMeHM KOMMYHUKaLNIA Mexay npeactaButensmm
3aka3suymka u MicnonHurtens.

BeHgop - KOMNaHUs, BbiMyCKatowWwas U NOCTaBASAOWAS NPOAYKTbl U YCAYrM NOL CBOEM TOProBOM MapKOM.
3anpoc - 3apernctpupoBaHHoe B CPO O6palleHue.

3anpoc Ha u3MeHeHue - 3asBKa, aBnawwanca (GopManM3oBaHHbIM MPEANIOXXEHMEM O peanmsaunm
M3MeHeHUss MHPOPMaUMOHHOrO pecypca: pobaBneHusa, moguduKauum WA yRaneHusa, BblMOJHAEMOro
NOCPeACTBOM OpULUMANbHbBIX U KOHTPOMPYEMBIX MPOLEenyp N3MeHeHUS.

3anpoc Ha obcnyxxuBaHue — hbopMann3oBaHHbIA 3aMpPoC Ha BbIMO/HEHME CTAHAAPTHbLIX AENCTBUIM B paMKax
TEXHUYECKON MOALEPKKM, He Tpebyrowmnx nameHeHms UT-ycnyrn n He BbI3BaHHbIX CHMXKEHUEM KayecTBa ee
OKasaHusa unu 3aaBka, Npenonpefenaowas CTaHoapTHOE C TOYKKU 3peHns MHPOPMALMOHHbBIX TEXHONOr NI
OEeNncTBMe Nno ycTpaHeHUo cobbITUA, ABNAOWErocs YacTblo HOpMasibHOM paboTbl UT-ycnyru u He cnocobHoro
NMPMBECTU K OCTAHOBKE YCAYrM UIN CHMXXEHWUIO KaYeCcTBa ee OKa3aHus.

UHKEeHep — TEXHWYECKUA COTPYAHUK WCMOMHUTENS, Ha3HAYeHHbI OTBETCTBEHHbLIM JIMLOM 3a pelueHue
MHunpeHTa.

UHuynarop 3anpoca — yNoNHOMOYEHHbIM NpeacTaBuTeNb 3akasumka, MHULMMPOBABLUNI COOTBETCTBYIOLLUN
3anpoc.

UHUngeHT — ntoboe cobbiTne, He ABNSOLWEeCs YacTbio HOPManbHOro GYHKLUMOHUPOBaHUA YCayru, KoTopoe
NPMBENO UM MOXET NPUBECTU K MPEPbLIBAHUIO UTU CHMKEHWUIO KAYeCTBa €e OKa3aHus.

KoHTakTHbIU L{eHTp — LLleHTp 06paboTku obpaleHnin 3akasumnka.

Homep 3anpoca — perncTpaunoHHbIn HoMep, npuceBaneaembln 3anpocy B CPO.

ObpaueHne — nHPopMaunsa, HanpasBIeHHAsa YNOMHOMOYEHHbIMU NpeacTaBuTeNnaMuM 3akasdymka B CTOPOHY
NcnonHuTtens, ycTaHOB/IEHHbIM AaHHbIM PernaMeHToM NOpsALKOM.

[Tpuoputer — KaTteropus, Ucnonb3yemas ANs TOro, YTobbl YCTAaHOBUTb OTHOCMUTE/IbHYHO BAaXXHOCTb 3asiBKMU
3aKas4yunka, onpegenseT oyepenHoCTb 06paboTKM M CTaHQAPTHbIE HOPMbl BPEMEHM BbINMOTHEHUS.

Cucrema Perucrpayumn O6paweHmnyi (CPO) - nHpopMaumMoHHaa cucteMa McnonHutensa, npegHasHayeHHas
ANnsa perncTpaummn n obpaboTtkn ObpalleHnin 3akasumka.

Yr1o/1HoOMoYeHHbIVI TPeacTaBuTeslb 3aKa3ynmka — COTPYAHMK WM COTPYOHWKM Ha CTOPOHEe 3aKas34yuka,
YMNOMHOMOYEHHbIX HacTosAWMM PernamMeHToM Hanpaenatb O6paweHua n 3anpockl MicnonHutento.
Yro/1HoMoYeHHbIVI MPencTaBuTesib MICroHUTES — COTPYAHUK U COTPYAHUKU Ha cTopoHe McnonHutens,
YNONTHOMOYEHHbIE HAcToAWMM PernaMeHTOM B3auMMO[ENCTBOBATb C 3aKa3uyMKOM B npouecce o6paboTku
O6paleHnin 1 3anpocos.

3. KOHTAKTbI 3AKA34YNKA U UCTTONTHUTENSA

CTOpOHbI AOroBapuBaroTCs onpenenuTb CNUCKU YNOTHOMOYEHHbIX KOHTAaKTHbIX UL UKW TPYNN KOHTaKTHbIX
nny, KOTopble MOryT B3aMMO[eNCcTBOBaTb B npouecce okasaHusa Ycayr no HacTosawemy [lorosopy.
CrnnCOK YNOJTHOMOYEHHbIX KOHTaKTHbIX UL, UK FPYNN KOHTaKTHbIX ny icnonHutens:

KoHTakTHOE nuLo unu
KoMneTteHums KoHTaKTHble gaHHbIe
rpynna KOHTaKTHbIX /UL
KOHTaKTHBIiA LIeHTD MpuHATHE, perncrpaums, Mapl.l{pyTVIBaLl,MFl 7] TeJ‘I.e(DOH: 8 800 444-24-99
oucnetyepusauma ObpauleHunii 3aKkasuymka E-mail: support@sbercloud.ru

3aKasuMK MOXeT 06paTuTbca B KOHTaKTHbIM LeHTp WcnonHuTens B T.4. No BonpocaM 06paboTku
NMepCcoHasnbHbIX JaHHbIX (€C/TM MPMMEHMMO B pPaMKax oKasaHua YCayr), yKasaHHble 3anpocbl 3akasuuka
nepecbifatoTcss KOHTAaKTHbIM LEeHTPOM MCnonHUTeNs B paMKax ero KoMmneTeHUMM YNoJIHOMOYEHHOMY nuy
McnonHuTtensa, oTBeTCTBEHHOMY 33 06paboTKy yKasaHHbIX 06palleHunit.

CtpaHnua 1 u3 10


http://www.sbercloud.ru/

3.3.

4.1.

4.2.

4.2.1.

4.2.2.

4.3.

4.3.1.

4.3.2.

4.3.3.

4.4.

5.1.

5.1.1.
5.1.2.
5.1.3.
5.1.4.

5.1.5.

5.2.

5.2.1.
5.2.2.

6.1.

6.2.

6.3.

CNUCOK YMOMIHOMOYEHHbIX KOHTAaKTHbIX /ML MAM TPYMNN KOHTAaKTHbIX /WL, 3akasyuMka HanpasnseTcs
3aKa3uynMkoM McnonHuTento nocpeactsomM @yHkUMoHana JInyHoro KabuHeta NGO Ha 3NEKTPOHHYIO MOYTY
McnonHutensa support@sbercloud.ru no cnegytowen popme:

KOHTaKTHOe NNLUo unu rpynna
KomneTeHLus KOHTaKTHble gaHHble
KOHTaKTHbIX 1L,

TenedoH:
dakc:
E-mail:
TenedoH:
dakc:
E-mail:
TenedoH:
dakc:
E-mail:

4. METOZbI N MOPAAOK KOMMYHUKALIUN

KOMMyHMKauuUM  Mexagy 3akasuymkoM KW McnonHWTeneM  OCylWecTBAAlTca  nNyTeM  obpalweHus
YNOMTHOMOYEHHOTO npeacTtaBuTena 3aka3umka B KOHTakTHbIM LleHTp WcnonHutena c  panbHenwen
MapwpyTmnsaumen 3anpoca ynoJHOMOYEHHOMY NpeacTaBuTento VICnonHUTeNa B COOTBETCTBME C TEMATMKOMN
3anpoca, nubo nyTeM npaMoro ob6palleHMs  YNoONHOMOYEHHOro nNpeactaBuTena  3akasyuka
HenoCpeacTBEHHO K npefcraBuTento MCNoNHUTENa NO KOHTaKTaM U B COOTBETCTBUM C KOMMETEHUUSMU,
yKa3aHHbIMK B pa3gene 3.2 HacToswero PernaMeHTa.

Ob6paweHua nognexart perncrpaunm B CPO NcnonHutensa, MapwpyTnsaunum m UCNOMHEHUIO, @ OOKYMEHTbI
PacCMOTPEHUIO TOJIbKO B C/ly4ae YCMELWHOro MPOXOXAEHWSA MNPeacTaBUTENsSMU 3akasumKka Ccrepyowen
npouenypbl naeHTnbUKaumm:

Mpw nopave O6palleHNa MO SNEKTPOHHOW NMOYTE — MO UCXOQALWEMY afpecy 3NEeKTPOHHOM MOYTbl MUCbMa.
MpuHMMatloTCa K MicnonHeHuto Tonbko O6palleHns, NogaHHbIe C afpecoB YNOMHOMOYEHHbIX NPeacTaBuTenen
3akas4ymka (n. 3.3 HacTosAwero PernameHTa).

Mpu nopaye Ob6paweHmsa no TenedoHy - MNOCPEACTBOM COOOLWEHMA NpU o6palleHMn B OQHY U3 CNyx6
NcnonHutens ®UNO 1 MaeHTUPUMKALMOHHOrO HOMepa 3akasumka (B clyyae ero OTCYTCTBMA — HOMepa
JoroBopa), N0 KOTOPOMY OCYLLECTBNAETCA NpenocTaBneHmne YCnyru.

NcnonHutenb He perncTpupyeT UamM UMeeT NpaBo He peructpmpoBaTtb ObpaleHume B ciyyasax:

Ecnv KOHTakTHOE NMUO 3aka3yukKa He BXOAWT B CMMUCOK YMNOJITHOMOYEHHbIX KOHTaKTHbIX UL MAW rpynn
KOHTAKTHbIX ML, 3aKa34mMKa cornacHo n.3.3 HacToawero PernameHTa.

Ecnn B CPO NcnonHUTeNs y)ke 3aperncTpmpoBaHo aHanornyHoe ObpaleHne oT 4PYroro KOHTAaKTHOro mua
3aka3uuka.

Ecnn 3aka3unmkoM HapyweHbl TpeboBaHMA K copepxaHuto O6paleHuit, onucaHHble B HaCTOSALWEM
PernameHTe.

B cnyyae nopaum ObpalweHus npenctaButeneM 3akasuymka, OTCYTCTBYIOWMM B CMUCKE YMNOJHOMOYEHHbIX
KOHTaKTHbIX ML, UM TPYMMN KOHTaKTHbIX UL, 3aKa34yumKa, MicnonHuTenb ocTaBisieT 3a co60M NpaBo CBSA3aTbCA
C YNOMHOMOYEHHbIM MpeacTaBuTeneM 3akasumka M, Npu NOATBEPXKAEHUM MM HeobxogMMoCTU nepepayu
O6pauieHunsa, 3apeructpupoatb O6palleHne COOTBETCTBYOWMM ob6pasom B CPO.

5. KNACCUDUKALMNA OBPALLEHUN

HacTtoawmin PernameHT npenycmaTpuBaeT cieayowme Tunbl O6palieHnin 3aKkasumnka K cnonHuTenio:
MHUMOEHT.

3anpoc Ha obcnyXmBaHue.

3anpoc Ha n3MeHeHue.

MpeTeH3Msa B CBA3M C BbiNAAToM KomneHcauum (wtpada) 3a HapyweHne OOCTYNHOCTU YCNYyru, BpeMeHu
peaKkuuun, BpeMeHM BOCCTAHOB/IEHUS.

3anpoc Ha okasaHue ycnyr B pamkax ycnyru «SberCloud Managed Services».

HacToawmin PernameHT npenycmaTpueaeT cieayowme Tunbl O6palieHnn McnonHuTens K 3aKasvnky:
MHbOpMUpPOBaHME O NpoBeAeHUN PernaMeHTHbIX pabor.

MHbopMUpoBaHue o npoBeaeHUn CpoUHbIX paborT.

6. KATEFOPU3ALIUA U MPUOPUTE3ALIUA OBPALLEHUM

Ob6paleHue, 3apeructpmpoBaHHoe B CPO McnonHutens, asnaeTcsa 3anpocoM U NOANEXUT KaTeropmsauum
M npuoputesaunm.

LleneBble Nnokasatenu No MakCMManbHOMY BPEMEHU peakuMn U MakCMManbHOMY BPEMEHW BOCCTAaHOBNEHUS
npu obpaboTke 3anpocoB 3aka3umKa 3aBMUCAT OT NpUCBaMBaeMbix 3anpocam MNpnopuTeTos.

CTOpPOHbI AOFOBOPUINCE O cnepylowmx Tunax ObpaweHun (Tabnmua 1).
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Ta6n.1. Tunbl O6palLeHni

Tvn Mpuoputet OnucaHue npuopuTteTa

MHUMOeHT BNe4yéT 3a coboli OCTAHOBKY WM MOJIHYK MoTepto pabotocnocobHocTn Ycnyru.
KpuTuuHbii | CTaHOBATCA HEQOCTYNHbl KpuUTUYeckme ¢YyHKLUMKU, KOTOpble MNPenaTcTBYOT OpraHmM3auuu
paboTbl. MHUMAEHT BMAET HA BCEX COTPYAHMKOB KOMMNAHUKM 3aKa3umnka.

MHUMOEHT BNeYyéT 3a cobol 3HAYMTENbHYK MNoTeptd paboTocnocobHocTn Ycayru, npu 3ToMm
Bbicokui MHPOPMaUMOHHAA CUCTEMa CcoxpaHaeT paboTocnocobHOCTb B OrpaHUYEHHOM Ob6bEMe.
VMHUMOEHT BAMAET Ha rpynny COTPYAHMKOB (oTaen, cnyxkba, cektop, rpynna).

NHunpeHT
MHUMOEeHT BNevyéT 3a cobOM HecywecTBEHHYK noTept paboTocnocobHocTn Ycayru. 310
CpepHui He3HauuTenbHasa ownbka nnan HeynobCTBO, OWMNBKMN, KOTOPbIE HE MPENnsTCTBYIOT 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 NPOABUTCS UM €ro MOXKHO BPEMEHHO n3bexaTb.

3acdmKcupoBaHHasa NoTpebHOCTb 3akasumKka B 06CNYXMBAHMM B paMKax NpefoCTaBAAeMbIX eMy
Ycnyr, He cBA3aHHasa co c60eM MM OTKa3oM B NpefocTaBieHun Ycnyr. CpoyHble BOMPOCHI,
BblCcOKMI BO3HMKAlOWMe MNpu 3KChayatauuu YCayru, OKasbiBalowue BAMAHUA Ha 6M3Hec-npoueccs
nonb3oBaTena (NpefocTaBieHre M KOPPEeKTUPOBKA MpaB AOCTyNa, KOPPEKTUPOBKA, BHECEHME

3anpoc Ha W ypaneHue gaHHbIX).

obcnyxmBaHue

3admkcupoBaHHas NoTpebHOCTb 3aKasumka B 06CNYXKMBAHMM B paMKax NpeaocTaB/isieMbIX eMy
Ycnyr, He cBf3aHHag co cb6oeM MAM OTKa3oM B MpefocTaBneHum Ycnayr. KoHcynbTaumu
CpenHum nonb3oBatenen no pabote c VYcnyron, npenocTaBneHMe WHCTPYKUMA u  obydarowmx
MaTepuanoB, BOCCTAHOB/MEHME M aHANU3 LaHHbIX, NPefoCTaBNeHNe CTaTUCTUYECKUX AAHHbIX,
OTYETOB.

3anpoc Ha Cpennnii Lob6asneHve, Moaudukaums wunu ypaneHue yero-nubo, 4YTO MOXET MOBNMATb Ha Ycnyry
N3MeHeHUe (u3MeHeHnsAMM BU3HEC-NPOLECcCcoB 1 T.M.).

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

Tabn. 2. Bpemsa peakuuu u Bpemsa BOCCTaHOBeHMA no O6paleHnam 3aKasumka

Bpemsa
Tvn MpuopuTtet peakuum BpeMs BoccTaHOBNEHUs (4.) CBIn
(4.)
KpUTHUYHBIi 0,25 4 24*7 - Tlopoepy)Xka ycnyru npepocraBnderca
3aKa3umMKy KPYrnocyToyHo B paboune u
Bbicokuit 0,25 8 BbIXOAHble (Mpa3gHUYHbIE) OHU.
9*5 - Tlopoep)xka ycnyrm npepocTaBnsercs
3aka3umky ¢ 09:00 po 18:00 (N0 MOCKOBCKOMY
BPEMEHM) C MNOHeAeNnbHUKa Mo nNATHMUY, 3a
VCKJTIOYEHNEM BbIXOAHbIX Y MPa3gHUYHbBIX OHEN,
VMHUMOeHT YCTaHOBNEHHbIX [paBUTEeNbCTBOM PoccuMcKon
Depepaunu.
9*5 — Tloppoep)ka ycnyrm npepocTaBnsercs
24, 3akasumky ¢ 09:00 go 18:00 (N0 MOCKOBCKOMY
eCc/in MHOE He BPEMEHM) C nNoHefdeNbHUKA MO NATHMUY, 3a
ycTaHaBnmneaeTcs B SLA VCKJTIOYEHNEM BbIXOAHbIX U MPa3gHUYHbBIX OHEN,
Ycnyr YCTaHOBNEHHbIX [1paBUTeNbCTBOM Poccuinckom
Depepaunu.

CpenHum 0,25 12

Huskunm 0,25

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

3anpoc Ha BPEMEHM) C MNOHeAenbHWKa no nATHUUY, 3a
obcnyxunBaHue WUCKNIOYEHMEM BbIXOAHbIX M MPa3gHUYHbIX OHER,
CpenHuit 0,25 72 YCTaHOBNEHHbIX [1paBUTENbCTBOM PoCCUINCKON
depepaunu.

5*8 - Tllopmoep)XKa ycnyru npepocrtaBnsercs
3aka3umky ¢ 09:00 po 18:00 (N0 MOCKOBCKOMY
3anpoc Ha He 0.25 o cornacoBaHuto BPEMEHM) C MNOHeAenbHWKa Mno nATHUUY, 3a
M3MeHeHune NPUMEHUMO ’ CTopoH VUCK/TIOYEHNEM BbIXOAHbIX Y MPa3gHUYHbBIX OHEN,
YCTaHOBNEHHbIX [1paBUTENbCTBOM PoOCCUINCKON

Depepaunu.
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YKa3aHHble B M. 6.4 ueneBble MOKa3aTenuM Mo MaKCMMalbHOMY BPEMEHW peakuMn M MaKCMMasbHOMY
BPeMEHN BOCCTAaHOBNEHUSA MPUMEHUMbI B Clydyae OTCYyTCTBMSA TakoBblXx B SLA Ycnyr. Ecnn B SLA Ycnyr
onpefeneHbl Hble LenieBble NoKa3aTen Mo MaKCMMarbHOMY BPEMEHW PeakLMnU U MaKCMManbHOMY BPEMEHM
BOCCTAQHOBJ/IEHUS, TO OHUM 3aMeLWatoT CPOKU, YKasaHHble N. 6.4 HacTosAwero PernameHTa.

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

MaKCUManbHOMY BPEMEHM BOCCTAaHOBNEHUS, NCNONHUTENb 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, BO3HMKAKLWMX Y 3aKa3umKa, 3a pas3pelleHMeM KOTOPbIX OCYLLECTBAAETCS obpalleHne K

VicnonHutenio:

e oTcyTcTBYeT poctyn kK WEB-naHenu vynpasneHumsa (koHconu VMware vCloud Director, Veeam
Backup&Replication wunm koHconu ynpasneHus SberCloud.Advanced, koHconum ML Space) ansa
BbINO/IHEHMS 3afad MO ynpaBneHuo BupTyanbHbIM CEPBEPOM WMAW FPynnon BupTyanbHbIX CEPBEPOB, a
TaKXXe ynpaB/ieHNs YYETHbIMU 3anNnMCcAaMN NONb3oBaTeNen;

e OTCYTCTBYET BO3MOXHOCTb CO3[aHMUA, yNpaB/ieHUsA, U3MEHEHUSA MapaMeTpoB, yOoaleHUs BUPTYasbHbIX
CepBepOB;

e OTCYTCTBYET BO3MOXHOCTb BbibpaTb HeOBXOA4MMbIA pa3Mep BUPTYaNM3UPOBAHHbIX BblYMCIUTENbHbIX
MOLHOCTEN ONA CO34aHWMS BUPTYaNbHbIX CEPBEPOB, a TaKXe BbIAENIEHHOro BUPTYallbHOrO AMCKOBOrO
XPaHUMLWA C pas3IMYHbIMX NapaMeTpamMu NPoOn3BoOANTENBHOCTU B paMKax COrflacoBaHHOro 3akasa;

e OTCYTCTBYET JOCTYN B CeTb NIHTEpPHET;

e BO3MO)Haa DDoS-ataka Ha nybnukyembin WEB-cepBuc 3akasumka, NOCTaBNEHHbIA NoA 3awuTty C
ncnonb3oBaHmem ycnyru SberCloud AntiDDoS mnnu SberCloud AntiDDoS+WAF (B cnyyae nogkiiyeHuns
COOTBETCTBYHOLWMX YCNyr);

e TOJO3PEHMS Ha HEKOPPEeKTHble [eNCTBUA COTPYAHMKA WcnonHuTens, BbIMNOSIHEHHbIE MM B XO4e
npepocTtaBneHna ycnyru SberCloud Managed Services u noBnekwue 3a cobol HapyleHue
KOHPUAEHLMANbHOCTM U/UNK LEeNOCTHOCTU AaHHbIX 3aKa34ynKa, a TakXKe [OCTYNHOCTU NPefoCcTaBAsieMbIX
3aKa34MKOM Ha 6a3e MHbPaACTPYKTYpPbl MCNONHUTENS CEPBUCOB U/UAN YCNyT.

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

npepoctasneHnsa ycnyrnm SberCloud Managed Services coTpyaHuMku 3akasumka u  WcnonHutens,

Ha3HaYeHHble OTBETCTBEHHbIMW 3a pa3bupatenbctBa N0 GaKTy BO3HUMKHOBEHWS COOTBETCTBYHOLWErO

MHUNLOEHTA:

OCYLLECTBSAOT aHanm3 XYpPHanoB cobbiTnin «OpraHn3aunm» (TeHaHTa) KANEHTa, LOCTYMNHbIE Yepe3 KOHCOMMU

VMware vCloud Director, Veeam Backup&Replication nnn koHconb ynpasnenusa SberCloud.Advanced (B

cny4yae nogkntoyeHHoro cepBuca Cloud Trace Service) 3a BpeMs BO3HMKHOBEHUSA UHLUMAEHTA;

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

HEM OTCYTCTBYHOT 3aperncipMpoBaHHble cobbiTua Bxoga B «OpraHmM3auuio» (TEHAHT) 3akasuymka C

ncnonb3oBaHneM KoHconen VMware vCloud Director, Veeam Backup&Replication wunm KoHconu

ynpaeneHua SberCloud.Advanced u3-nog YYE€THbIX 3anucel COTPYAHMKOB WCNonHUTEeNnsa, CTOPOHbI

MPU3HAIOT, YTO MHUMAEHT Obl/1 BbI3BaH COBLITUAMM, HE CBA3AaHHbIMU C NpefocTaBneHmeM ycnyriu «SberCloud

Managed Servicesy;

B C/ly4ae Hann4umns B XKypHanax 3apernctTpmpoBaHHbiX COBbITUIM Bxoaa B «OpraHmMsaunto» (TeHaHT) 3aka3umnka

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

nepeyeHb OCYWECTBASEMbIX UMW OEUCTBMA Onpenensetca C WUCMOb30BaHWMEM W/UNAM NpPefocTaBNeHUEM

3anuncen n3 XypHanos cobbiTnin «OpraHmnsaummny» (TeHaHTa);

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

OEeACTBMAX COTPYAHMKOB WcmonHuTens w/unu  3akKa3yuka, MOBNAEKWMX 3a cobol HapyweHue

KOHOUOEHUMANBbHOCTN U/UNWU LENOCTHOCTM [LaHHbIX 3akasumka, a TakXe [OCTYMHOCTU MpefoCcTaBAseMblX

3aKa3yMkoM Ha 6asze MHOpPaACTPyKTypbl NCRONHUTENS CEPBUCOB W/MAM YCAYF, CTOPOHbI MPU3HAKT, 4YTO

WHUMOEHT Obln Bbi3BaH COGBLITUAMK, HE CBSA3aHHbIMKW C npepocTaBneHumem ycnyrn SberCloud Managed

Services.

B cnyyae BO3HWUKHOBEHMA WHUMAEHTOB WcCnonHUTenb HanpaBnseT Mo 3anpocy 3aka3yuka OTYerT,

cofepXalwmnm dakTUyeckne N3MepeHnsa 1 paccYnTaHHble 3HaYeHMs rapaHTUPyeMbIX NapaMeTpoB YCnyru.

OTYETbl HaNpPaBNAKTCA MO 3anpocy 3aka3yMKa B TeYeHWe OAHOM Hedenu nocne okoH4YyaHua OTYETHOro

nepuvopa rno 3/1eKTPOHHOM NoyTe.

OT4YéTbl cofepyaT faHHble O BbINOJIHEHMW MapaMeTPOB KavyecTBa oKasaHua Ycnyru:

e HapyLleHUsa B BbINO/THEHMW YCTAHOB/IEHHbIX MapaMeTPOB KayecTBa Ycnyr;

e CTaTUCTUKaA No ob6paboTaHHbIM 3anpocam.

7. PABOTA C MUHUMOEHTAMU U 3ATTPOCAMW HA OBCITY>XXMBAHUE

Mpu o6HapyXeHUM 3aKa3yMKOM HEeWCNPaBHOCTM WM  YXYOWEHUS KavecTBa OKasbiBaemol Ycayru,
npeactasuTeNb 3akasuuMka M3 4YucAa NuL, YNOJHOMOYEHHbIX HacTOAWMM PernameHToMm, WHULMUpYyeT
nepenadvy 3anpoca Ha ycTpaHeHue HeucnpaBHOCTM B agpec McnonHuTens.

Mpu BO3HUKHOBEHMM Y 3aKa3uynKa HeobXoaMMOCTM B NPOBEeAeHUN paboT B MHPPACTPYKTYPE BMPTYalbHOro
cepBepa, COBCTBEHHOM UHBPACTPYKTYPE UMM CMEXHbIX CUCTEMAX, NpeacTaBuTenb 3akasuuka, U3 ynucna nuu,
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YNOMTHOMOYEHHbIX HAacToAWMM PernaMeHTOM, MHUUMMPYET nepepady 3anpoca Ha obcnyxumBaHue B agpec
VicnonHutens.

3anpocbl MOryT 6bITb NepeaaHbl 3aka3ymMkoM McnonHUTeNto nocpencTsoM obpauweHnsa B KOHTakTHbIN LieHTp
McnonHuTena nocpencTtBoM nepefaym coobLeHMs 3/1IEKTPOHHOM MOYTbI, @ TaKXXe No TenedoHy.

MHuumaTop 3anpoca coobwaeT McnonHuTento cnepyoLlyto MHhopMauumio:

NpoeHTUPUKALUMOHHBIM HOMEP 3aKa34ynka.

MmMa u damunuio.

Tened@OoHHbIN HOMEP 1 afpec 3eKTPOHHOM NMoYThl.

OnuncaHue cuTyaumnm, npobraembl, HEUCNPABHOCTU U/MNK HabNOAAEMOrO YXYALWEHWA Ka4YecTBa OKa3blBaeMom
Ycnyru, Bbi3BaBlUMe HEOH6XOAMMOCTb 0bOpaleHnsa K McnonHuTento.

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

DopMyNMPOBKY 3afa4un C NogpPo6HbLIM oNncaHneM TpebyeMbix K MCNONHEHMIO paboT, cogep)XaHne Bonpoca
N/MNu KoHCynbTaunoHHoro O6paweHms co cnos MHnumnatopa 3anpoca.

OnuncaHne oXnaaemoro pesynbTaTa.

[na uenen KOHTPONA KayecTBa Npu BbiMONHEHUM paboT no 3anpocy, NcnonHUTenb perucTtpupyeT 3anpoc
3akas4ymnka B cobctBeHHOM CPO ¢ NpUCBOEHMEM 3anpocy YHUKANbHOIo MaeHTUPUKaLMOHHORO HOMepa.
Mocne perunctpaumm 3anpoca 3akasumka B CPO WcnonHuTenb, MCNONb3ys nepefaHHyto 3aKa3ydmMkoMm
KOHTaKTHY0 MHMopMaumio, MHOOPMUPYET 3aka3uMka O TOM, 4YTo obpalweHune Oblno 3aperMcTpMpoBaHo,
coobLaeT 3aKasuymKy BpeMs perncrpaunmn 3anpoca, YHUKanbHbl MOAEHTUDUKALMOHHBIN HOMep 3anpoca u
NPUCBOEHHbIN eMy MpuopuTeT.

B TeyeHMe MaKCMManbHOro BPEMEHW peakuMu, COrfnacoBaHHOro B HactosweM PernameHTe (M. 6.4, ecnum
MHble CPOKM He OroBopeHbl B onucaHuu VYcnyru), WcnonHuTenb obecneymBaeT HaOleXallyto
MapwpyTmMsaumio 3anpoca Ha COTPYAHMKOB McnonHWTens, OTBETCTBEHHbIX 3a 06paboTKy 3anpocoB Ha
yCTPaHEeHWEe HENCMNPABHOCTEN.

3anpoc, peructpupyembiit B CPO McnonHutens, B 06s93aTelbHOM NOPSAKe AO/HKEH COOEPXKaTb cnenyoLwyto
MHbOpMaLnio:

HanmeHoBaHMe KOMNaHMM 3aKa3ymka.

MmMa u damunuio MHuumatopa 3anpoca.

TenedOHHbI HOMEP M afpec 3NEeKTPOHHOM NoYThl MHMUKMaTopa 3anpoca.

OnuncaHne cutyaunm, npobnembl, HEMCNPABHOCTM N/MNK HabNOLAEMOrO YXYALWEHNS Ka4YeCTBa OKa3biBaeMom
Ycnyru [ @opMynnpoBKa 3a4adyum ¢ NogpobHbIM onucaHMeM TpebyeMbix K MCNONHEHUIO PaboT, codepyKaHue
BOMpPOCa M/UN KOHCYNbTauMoHHoro ObpalweHnsa co cnoB MHMumnaTopa 3anpoca.

Bpemsa pernctpaumnm 3anpoca.

MpoeHTUPMKaLMOHHBIM HOMep 3anpoca.

MpuoputeT 3anpoca.

Mpn HeobxoanMMOCTN NHXXeHepbl McnonHnTensa, HEMNOCPeACTBEHHO OTBeYaloLWMe 3a UCNONHeHMe 3anpoca,
cBA3blBaOTCA C MHMUMATOpOM 3anpoca Ansa uenen yTodyHeHus petanen no 3anpocy. B cnyuyae, ecnu
MHbOopMauus, 3anpallMBaeMas MHXeHepaMu MicnonHuTens, He MOXeT 6biTb NpepocTaBneHa MIHMUMaTopom
3anpoca B MOMEHT HenocpencTBeHHOM CBSA3U, McnonHuTeNnb BNpaBe YBENMYUTb MakKCUMManbHOe BpeMs
pelweHmns 3anpoca NPonopLMoHaibHO Nepuoay OXWaaHusa OONONHUTENbHOM MHBOPMauun oT MHMuMaTopa
3anpoca. B cnyyae, ecnu WMHuumaTop 3anpoca He npepocTaBnseT WCNonHUTENt0 [OMNONHUTENbHOM
nHbopMaunm ona peweHmsa 3anpoca B TedeHue 5 (Matu) paboumx OHEN C MOMEHTa YTOYHEHMA AeTanen no
3anpocy, Takol 3anpoc CYUTAETCA OTMEHEHHbIM U MOONEXUT 3aKPbITUIO.

Mocne npoBeneHua paboT no 3anpocy McnonHuUTenb perncTtpupyeT NPoM3BedeHHbIN 06beM paboT U BClO
HeobxoauMylo uWHdbopMauuio no 3anpocy B CPO u cBasbiBaetca c WMHuumatopoMm 3anpoca pAnis
NOATBEPXKOEHMS YCMEeWHOCTM BbiMoNHeHUA 3anpoca. Mpu nonydyeHurM noaTBepxaeHua oT MHuumatopa
3anpoca, cnonHuTenb 3akpbiBaeT 3anpoc B CPO. Ecnn MHMumMaTop 3anpoca He NoATBEPXKOAET YCNELWHOCTb
BblIMONIHEHNA 3anpoca, McnonHuTenb oueHMBaeT Npou3BefeHHble No 3anpocy paboTbl, COrnacoBbiBaeT C
MHMumaTopoM 3anpoca Npopo/ikeHne paboT no 3anpocy M CNMCOK AOMOJIHUTENbHbIX HEeOBXOOAMMbIX K
MCMNOSTHEHMIO paboT. B cnyyae ecnv noaTBeEpPXAEHNE UM OTKJIOHEHWE YCMNEeLWHOCTM BbINO/IHEHMS 3anpoca He
6bln10 nonyyeHo McnonHutenem ot MHuumatopa 3anpoca B TedeHne 5 (Matm) pabouunx OHEM C MOMEHTa
nepegayn McnonHutenem B agpec MHnumatopa 3anpoca yBenomneHmnsa ob oKoHYaHMM paboT no 3anpocy,
TaKoM 3anpoc CYUTAETCA YCMNELWHO BbIMOJIHEHHBIM U NMOAJIEXUT 3aKPbITUIO.

8. MOOKMOYEHWE YCIYTU

MpU BO3HMKHOBEHUM Yy 3aka3yMka HeobBXoOoMMOCTM B MOAK/IKYEHMU HoBOM Yciyru, npencrtaBuTeslb
3akKasuymka, 13 Yncna nuu, ynoaHOMOYEHHbIX HAaCToAWMM PernamMeHToM, MHULUMMPYET nepedadvy 3anpoca Ha
nogknoyeHne Ycnyru B agpec MicnonHutens.

3anpocbl Ha noakawvyeHne Ycayr MoryT 6biTb nepedaHbl 3aka3uukoM WCnonHUTeNto nocpeacTBoMm
obpalleHna B KOHTaKTHbIN LLeHTp MicnonHuTens nocpeactsoM nepenavyn coobLUieHMs 3N1eKTPOHHOM NoYThl, a
TakKxe rno TenedoHy.

[na uenen KOHTPONS KayecTBa Npu BbiMONHEHUM paboT no 3anpocy, NcnonHUTenb perucTtpupyeT 3anpoc
3aka34ynka B cobcTBeHHoM CPO ¢ npucBoeHMeM 3anpocy YHUKaNbHOro MAEHTUMDUKALNOHHOIo HoMepa.
Mocne peructpaymm 3anpoca 3aka3umka B CPO WcnonHutenb, MCNONb3ys nepefaHHylo 3aKa3uyukoM
KOHTaKTHY0 MHdopMaumio, MHOOPMMPYET 3aka3ymMka O TOM, 4YTo obpaweHune Oblno 3aperMcTpMpoBaHo,
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coobuaeT 3aka3umKy BPeEMS perucrtpaumm 3anpoca, yHUKaNbHbIM MAEHTUDUKALMOHHbLIA HOMep 3anpoca 1
NPUCBOEHHbIN eMy MpuoputeT.

B TeyeHMe MaKCMMallbHOro BPEMEHWU peakuMu, COrnacoBaHHOro B HactoaweM PernameHTte (n. 6.4, ecnu
WHblE CPOKW He OroBopeHbl B onucaHuu Ycnyrun), WcnonHutenb obecneymBaeT Haajexallyto
MapwpyTnsaumio 3anpoca Ha COTPYAHMKOB McnonHuWTensa, OTBETCTBEHHbLIX 3a 06paboTKy 3anpocoB Ha
nogkntyeHmne Ycnyr.

3anpoc Ha noakawyeHne Ycnyru, peructpupyemoii B CPO McnonHntens, B 06sa3aTtesibHOM nopsanKe Oo/KeH
cofepykaTb cnegyoLLyo MHhpopMaLumo:

HanMeHoBaHMe KOMMaHMKM 3aKasumka.

Mma un damunuio MHmMumatopa 3anpoca.

TenedoHHbIN HOMEP N/Un agpec 31eKTPOHHOM no4dTbl MHMUMaTopa 3anpoca.

Bpemsa peruncrtpaunmn 3anpoca.

MpoeHTUdUKaLMOHHbIM HOMep 3anpoca.

MpuoputeT 3anpoca.

CkaH-Konuio 3aka3a Ha noakfawdeHne Yciyrm c  nomMeTkon  «logkiodyeHue», MNoanMcaHHoOM
YMNONHOMOYEHHbIM NNLOM 3aKa3uyumKa.

Mpn HeobxoaAnMMOCTU NHXKeHepbl McnonHUTeNsa, HENOCPEACTBEHHO OTBEYalOLWME 3a UCNONHEHMe 3anpoca,
CcBA3bIBaOTCA C MHMUMATOpOM 3anpoca Ansa uenen yToyHeHua petanen no 3anpocy. B cnydyae, ecnu
nHbopMauus, 3anpawmBaeMan UHXeHepaMn MIcnonHUTens, He MOXeT bbiTb NpenocTaBneHa MIHMUMaTOpOM
3anpoca B MOMEHT HEMNOCPEeACTBEHHOW CBA3M, VICNONHMTENb BMpaBe YBENMYUTb MaKCMMasbHOE BpeMs
pelweHns 3anpoca NPoNOpPLMUOHaNIbHO NEPUOAY OXMAAHMA LONONHUTENbHOW MHPOPMauMM oT MHuumaTtopa
3anpoca. B cnydae, ecnu WHuumatop 3anpoca He npepoctaBnsger WMCNOAHUTENO [AOMNONHUTENbHOMN
nHbopMaunmM Ona peweHnsa 3anpoca B TeyeHue 5 (MaTtu) paboymx OHEN C MOMEHTa YTOYHEHUSa aeTanen no
3anpocy, Takol 3anpoc CYNTAETCA OTMEHEHHbBIM N MOAJIEXUT 3aKPbITUIO.

Mocne npoBedeHMss paboT no 3anpocy Ha MnoakawyeHue VYcnyru, WcnonHuTenb pernucrpupyer
npousBeaeHHbIn 06beM paboT M BClO HeobxoauMylo nHpopmaumio no 3anpocy B CPO mn cBA3biBaeTca C
MHuumatopoM 3anpoca ANA NOATBEPXAEHMS YCNeWwHOCTM BbiNONHeHMA 3anpoca. [lpu nonydyeHun
noaTBepXaeHmna oT MHuumaTtopa 3anpoca, McnonHutenb 3akpbiBaeT 3anpoc B CPO. Ecnn UHuumatop
3anpoca He NOATBEPXAAaeT YCNewWwHOCTb BbiNoNHeHUs 3anpoca, icnonHutenb oueHMBaeT NpPomn3BeneHHbIe
no 3anpocy paboTbl, cornacosbiBaeT ¢ MHULUMATOPOM 3anpoca Npoao/keHne paboT no 3anpocy U CnmMcok
OOMNONTHUTENbHbLIX HE06X0AMMbIX K MCNONHEHUIO paboT. B cnydyae ecnn noaoTBEpXKOEHUE UMU OTK/IOHEHMEe
YCMNELWHOCTHU BbINONHEHMA 3anpoca He 6bi1o nonydeHo MicnonHuteneM ot MHuumaTtopa 3anpoca B Te4eHne 5
(NMaTtn) paboumx gHeN c MOMeHTa Nepepadun NcnonHuteneM B agpec MHuUmnaTtopa 3anpoca ysegomnieHusa ob
OKOHYaHMK paboT no 3anpocy, Takon 3anpoc CYMTAETCA YCMELHO BbIMOSHEHHBIM U MOOJIEXUT 3aKPbITUIO.
Mopknw4yeHne Ycnyru, BaMaollee Ha M3MEHeHMe KOHeyHoun ctommocTu [orosopa, TpebyeT nepecMoTpa
NosIoXeHUn 06 ycnoBMaX U CTOMMOCTU HacToslero [loroBopa U OO/MKHO B6biTb cornacoeaHo CTopoHamMu B
3aKka3se unum JonoAHUTEeNIbHOM COrnaweHnn K HacToaweMmy [lorosopy.

9. PABOTA C 3ANPOCAMU HA UBMEHEHUE

Mpn BO3HMKHOBEHUM Yy 3aKa3uymka HeobXOAMMOCTM B M3MEHEHUU KOHDUrypauuu AencTBylolen Ycayru,
npencraBuTens 3akasuuka, M3 yucia Nuy, YNOJHOMOYEHHbIX HAcTOSAWWMM PernaMeHToM, WHUULUUPYeT
nepepavy 3anpoca Ha uaMmeHeHue Yciyru B agpec VicnonHurens.

3anpocbl Ha W3MeHeHWe KOHOUrypauum p[JencTByowmx Ycayr MoOrytT ObiTb nepefaHbl 3aKa3yMKoM
NcnonHutento nocpenctBoM obpaweHns B KOHTakTHbIM LeHTp McnonHutena nocpefncTBOM nepepayun
coobueHNsa 3NeKTPOHHOM MoYTbl, a TakxKe no TenedoHy. Ona uenen onepatuBHoM 06paboTKM 3anpoc Ha
M3MeHeHne KOHbUrypauum encTByowWwen Ycayrn gomkeH 6biTb nepenaH B dopmaTte 3akasa (popmbl 3akasa
Ycnyr npueeneHbl B MpuioXeHnsax K HactosaweMmy [lorosopy).

[ns uenen KOHTPONA KayecTsa NpW BbINOAHEHUW paboT no 3anpocy, NcnofHUTeNb perucTpmpyeT 3anpoc
3aKas4ymnka B cobcTBeHHOM CPO c npuUcBOEHMEM 3anpocy YHUKANbHOIo naeHTUPUKaLMoHHOro HoMepa.
Mocne perunctpaumn 3anpoca 3akasumka B CPO WcnonHuTenb, MCNONb3ys nepefaHHyto 3aKa3umMKoMm
KOHTaKTHYO MHopMaumio, MHPopMUpyeT 3akasumka O TOM, 4YTo obpauieHue Obl1O0 3aperncTpuMpoBaHo,
coobuaeT 3aKa3uymMKy BpeMs perncTpaumnmn 3anpoca, yHMKanbHbl MOAEHTUPUKALMOHHbBIN HOMep 3anpoca u
NPUCBOEHHDbIN eMy MpuopuTeT.

B TeyeHne MakCMManbHOro BPEMEHU peakuum, COrnacoBaHHOrO B HacTosuwem PernamenTe (n.n.6.4, ecnm
WHble CPOKM He OroBOpeHbl B onucaHuu VYcnyru), WcnonHuTenb obecneymBaeT Hagfexallyro
MapLlpyTM3aumno 3anpoca Ha COTPYAHWKOB McnonHWTens, OTBETCTBEHHbIX 3a 06paboTKy 3amnpocoB Ha
M3MeHeHne KoHbUrypaumm LencTeyowmx Ycnayr.

3anpoc Ha M3MeHeHWe KoHdUrypaumm aemncteyowen Ycnyru, peructpupyembin B CPO WcnonHutens, B
o6a3aTeNbHOM NopAaKe LOMKEH COAepPXaTb crnepyowyo nHdopmaumio:

HavmeHoBaHMe KOMMaHnK 3aKa3uuka.

Mma n damunuio MHmMumatopa 3anpoca.

TenedbOHHbIN HOMEP U/WUNW afpec 3NeKTPOHHOM NoYTbl MHMUMaTopa 3anpoca.

Bpemsa permncrpaumnmn 3anpoca.

MpoeHTUPMKaLMOHHbIM HoOMep 3anpoca.

MpuoputeT 3anpoca.
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CKaH-KonMio 3aKasa Ha U3MeHeHWe KOHdUrypauum pgencTsytowen Yciayrm c noMeTkon «M3aMeHeHue» u
YKa3aHWEM HOMepa M AaaTbl, paHee nepegaHHoro 3akasuynkom McnonHutento 3akasa Ha NOAKIYEHUE UK
M3MeHeHNe KOHbUrypaunm gencteyowen Ycnyrm, nognmcaHHyo YNoaHOMOYEHHbIM MLOM 3aKa34vynka.

Mpn HeobxoaAMMOCTU MHXKeHepbl McnonHUTeNsa, HENOCPEeACTBEHHO OTBEYaloLWMe 3a UCNOIHEHMe 3anpoca,
CcBA3bIBaOTCA C MHMUMATOpOM 3anpoca Ansa uenen yTodyHeHus pOetanen no 3anpocy. B cnydae, ecnu
nHbopMauus, 3anpallMBaeMas MHXeHepaMun VIcnonHuTens, He MOXeT bbiTb NpegocTaBneHa MIHMUMaTopoM
3anpoca B MOMEHT HenocpencTBeHHOM CBA3U, McnonHWTeNnb BApaBe YBENMYUTb MakCMManbHOe BpeMs
pelweHms 3anpoca NpPonopLmMoHanbHO Nepuoay OXuaaHUa [ONONHUTENbHOM MHOPMauMn oT MIHMUMaTopa
3anpoca. B cnyyae, ecnu WHuumaTtop 3anpoca He npepocTaBnset WCNONHUTEN0 [ONONHUTENIbHOM
MHbopMaunm ona peweHms 3anpoca B TedeHue 5 (Matu) paboumx OHEN C MOMEHTa YTOYHEHMSA OeTanen no
3anpocy, Takol 3anpoc CYUTAETCA OTMEHEHHbIM M MNOONEXUT 3aKPbITUIO.

Mocne npoBeneHns paboT No 3anpocy Ha U3MeHeHne KOHbUrypauum gencreyrowen Yenyru, icnonHuteno
perucTpupyeT npousBeneHHbln 0b6beM paboT M BClO Heobxogumyk MHbopMauuto no 3anpocy B CPO u
cBA3biBaeTcs ¢ MHuumatopom 3anpoca Ans MOATBEPXKOEHMSA YCNEWHOCTU BbIMNOMHEHMA 3anpoca. [pu
nosiydeHmn nopareepxxpgeHnsa ot MHuumatopa 3anpoca, McnonHuTenb 3akpbiBaeT 3anpoc B CPO. Ecau
VMHuumaTtop 3anpoca He noaTBep)XAaeT YCNeWwHOCTb BbINOMHEHMS 3anpoca, McnonHutenb oueHuBaeT
npou3BefeHHble Mo 3anpocy paboTbl, cornacoBbiBaeT ¢ MHMUKMATOPOM 3anpoca npoposkeHue paboT no
3anpocy 1 CAUCOK AOMNOJIHUTENbHbIX HEOBXOAMMbIX K UCMOMHEHUIO paboT. B cnydyae ecnm noaTBep)KaeHue
WU OTKNIOHEHME YCMELWHOCTN BbIMONHEHUA 3anpoca He 6bino nonyvyeHo McnonHuteneMm ot MHuuUmatopa
3anpoca B TeyeHue 5 (MaTtn) paboumx gHen ¢ MOMeHTa Nepepadun McnonHutenem B agpec MHuumaTtopa
3anpoca yBenom/ieHus o6 oOKoHYaHUM paboT no 3anpocy, Takoh 3anpoc CYMTAETCH YCMNEeLWHO BbINMO/IHEHHbIM
M NOANEXUT 3aKPbITHIO.

M3aMeHeHMe Ycnyrun, BAUAIOLLEE HA WM3MEHEeHWEe KOHe4yHoW cTtoummocTu [oroBopa, TpebyeT nepecMmoTpa
NoJIOXeHU 06 yCcnoBMaX M CTOMMOCTU HacTosuero [loroBopa U OO/MKHO B6biTb cornacoeaHo CTopoHaMu B
[ONoONHNTENbHOM COrnalleHnn K HacToawemy [lorosopy.

10. OTKJ/IHOYEHME YCNVIU

Mpn BO3HUKHOBEHMM Yy 3aKa3yMKa HEOOXOLMMOCTU B OTK/IKOYEHUWN OENCTBYOLWEN YCNyru, npeacraBuTesb
3aKas4yunka, U3 yncna nuL, ynoJHOMOYEHHbIX HacTOSWMM PernaMeHToM, MHULMUPYET nepegady 3anpoca Ha
OTK/OYeHMe Ycnyru B agpec MicnonHutens.

3anpocbl Ha OTK/OYEeHME [eNcTBYWMX Ycnyr MoryT 6biTb nepefaHbl 3akasyuMKoM McnonHutento
NnocpeacTeBoM obpaleHns B KOHTaKTHbIM LleHTp WcnonHuTens nocpefncTBoM nepepayn coobuweHus
3NEKTPOHHOM MOYThI, @ TaKxKe no TenedoHy. Ona uenen onepatnBHoM 06paboTkM 3anpoc Ha OTKAYeHne
nencrteytowen Ycnyru pgomkeH 6biTb nepepaH B dopmaTe 3akasa (popMbl 3akasa Yciyr npuBeneHbl B
MpunoxeHnsax K HacTosaweMy [lorosopy).

Ina uenen KOHTPONS KayecTBa Npu BbiMONHEHUM paboT no 3anpocy, NcnonHuTenb perucTtpupyeT 3anpoc
3aka34ymnka B cobcTtBeHHoM CPO c npucBoeHMeM 3anpocy YHUKaNbHOro MAEHTUPUKALMOHHOTO HOMepa.
Mocne peructpaymm 3anpoca 3aka3umka B CPO WMcnonHuTenb, UCNOMb3ya MNepefaHHy 3aKa3uyukoM
KOHTaKTHY0 MH@OopMaumio, MHOOPMMpPYET 3aka3ymMka O TOM, 4YTo obpauweHune OblNno 3aperucTpMpoBaHo,
coobuwaeT 3aka3umKy BPeMs perucrtpauum 3anpoca, YHUKanbHbIM NOEHTUDMKALWMOHHbBIM HOMep 3anpoca U
NPUCBOEHHbIN eMy MpuopuTeT.

B TeyeHMe MaKCMMalbHOrO BPEMEHU peakLMu, COrfnacoBaHHOro B HactoaweM PernameHTe (M. 6.4, ecnu
MHble CPOKWM He OoroBopeHbl B onucaHuum Ycnyrun), WcnonHutenb obecneuymBaeT Haalexallyto
MapwpyTusaumio 3anpoca Ha COTPYOHMKOB WMcnonHWTens, OTBETCTBEHHbLIX 3@ 06paboTKy 3anpocoB Ha
nogknyeHune ycnyr.

3anpoc Ha OTKAYeHMe gencteyolen Ycnyru, pernctpupyemoln B CPO NcnonHutens, B o6a3aTtenbHOM
nopsanKe OO/MKEH codepyaTb chenyouyo nHdopmaumio:

HanMeHoBaHMe KOMMaHMKM 3aKa3umkKa.

ma n damunuio MHmMumatopa 3anpoca.

TenedbOoOHHbI HOMEP M afpec 3NeKTPOHHOW NoYTbl MIHMUMaTopa 3anpoca.

Bpemsa peructpaumnm 3anpoca.

MaoeHTUdMKaLMOHHBIN HoMep 3anpoca.

MpunoputeT 3anpoca.

CKaH-Konuio 3aKasa Ha OTK/IloUYeHne aencTeytowen Yeiyru c nomeTkon « OTKoUYeHME M YKa3aHMEM HOMepa
W OaTbl paHee nepenaHHoro 3aKas3uMkoM McrnonHuTento 3akasa Ha MOoAK/YeHWEe WU MU3MEHEeHUue
KOHGUrypaummn gencteyowen Ycayru, noanmcaHHy yrnoJHOMOYEHHbIM NMLUOM 3aKa3umKa.

Mpu Heob6XxooMMOCTU, UHXKEeHepPbl IcNoNHUTeNsa, HeNnocpeacTBEHHO OTBeYakLWMe 3a UcnosiHeHMe 3anpoca,
CBA3bIBAOTCA C MHMUMATOpPOM 3anpoca Ansd uenen yTodyHeHua peTtanen no 3anpocy. B cnydyae, ecnu
nHbopMauus, 3anpalMBaeMasn UHXeHepaMmn MicnonHuTensa, He MoxXeT 6biTb NpefocTaBneHa MiHMUMaTopom
3anpoca B MOMEHT HenocpencTBeHHOM CBA3U, McnonHuTeNnb BMApaBe YBENMYUTb MakKCUMalbHOe BpeMs
pelweHuns 3anpoca NPonopLMoHasbHO Nepuoay OXuaaHusa OOoNoNHUTENbHOM MHOpPMauun oT MHMumMaTopa
3anpoca. B cnyyae, ecnu WHuumaTop 3anpoca He npepocTaBnseTr WMcnonHuTento [OMNONHUTENbHOMN
MHbOopMauUun ona peweHma 3anpoca B TedyeHne 5 (Matmn) paboumx OHEN C MOMEHTA YTOYHEHUA aeTanen no
3anpocy, Takor 3anpoc CYMTAETCA OTMEHEHHbIM U MOONEXMUT 3aKPbITUIO.

Mocne npoBeneHns paboT nNo 3anpocy Ha OTK/YeHME faencTeyowen Yenyrmu, McnonHnutenb pernctpupyer
npou3BefeHHbIN 06beM paboT M BClO HeobxoauMyr MHGopmaumio no 3anpocy B CPO mn cBA3biBaeTcs C
MHuumaTopoM 3anpoca [Anna MOATBEPXAEHMA YCMEWHOCTU BbINONHeHMA 3anpoca. [pu nonyyeHun
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NOATBEPXAEHUA OT WMHuMumaTopa 3anpoca, McnonHutenb 3akpbiBaeT 3anpoc B CPO. Ecan UHuumatop
3anpoca He NOATBEPXXAAeT YCNEWHOCTb BbiNoNHeHNa 3anpoca, icnonHuTenb oueHMBaeT NPOU3BEAEHHbIe
no 3anpocy paboTbl, cornacoBbiBaeT ¢ MHMLMATOPOM 3anpoca Npoao/KeHne paboT no 3anpocy M CNMCcoK
[LOMOJIHUTENIbHbIX HEOBXOAMMbIX K UCMONHEHUIO paboT. B cnyyae ecnn NOATBEP)KAEHME UM OTKIIOHEHME
YCMELWHOCTN BbINOMHEHNA 3anpoca He 6biao nonyyeHo McnonHutenem oT MIHMUMaTopa 3anpoca B TeyeHne 5
(MaTtn) paboumx gHeN c MOMeHTa nepepadn NcnonHutenem B agpec MHMUnaTopa 3anpoca yBegomnieHusa ob
OKOHYaHMM paboT no 3anpocy, TakoW 3anpoc CYNTAETCS YCMNELWHO BbIMOSIHEHHBIM M NOONEXUT 3aKPbITUIO.
OTkNoYeHne Ycnyrm, BAMAKOWEE Ha M3MEHEHME KOHeYHOoM cTtomMocTu [orosopa, TpebyeT nepecmoTpa
NONOXeHUN 06 yCNoBMAX M CTOMMOCTM HacTosAwero [loroBopa M OO/MKHO ObiTb cornacoeaHo CTopoHaMu B
[OononHNTENbHOM COrnaweHnn K HacTosawemy [lorosopy.

11. 3CKANALMA 3AMPOCOB

McnonHutenb obecnevynmBaeT BbINOSHEHME MPOLEAYP BHYTPEHHEW 3CKanauuum npu obpaboTke 3anpocos
3aKa3uymKa B CNeayloLWmnx caydyasx:

McnonHuTento pna npoeeaeHnsa paboT no 3anpocy TpebyeTcsa NpuBneyYeHme LONONHUTENbHbIX PECYPCOB;

B MOMEHT nogayn 3anpoca TpeboBaHMA 3aKa3umMKa BbIXOAAT 3@ PaMKM OKa3blBaeMbIX 3aKa3uymnky YCnyr;

ONA CcOornacoBaHMa C 3aKa3yMKOM BOMPOCOB, BO3HUKLWWX B XOAe BbINOMHEHMA paboT no 3anpocy wu
HaxOAAWMXCA BHE 30Hbl KOMMETEHUUN UM OTBETCTBEHHOCTM MIcnonHuTens.

Mpwn onucaHHbIX B N. 11.1 HacToawero PernamMeHTa cnydasax ackanaumm 3anpoca CTOpPOHbl OroBapuBatoTcs
0 BO3MOXXHOM YBE/IMYEHMN MAKCMMalIbHOrO BPEMEHM pelleHms npu obpaboTke 3anpoca. TakMe yBeNInYeHus
cornacytotca CTopoHaMu B OTAENbHOM MOPAAKE B XOAE BbIMOJIHEHMA paboT no 3anpocy.

B cnyyae, ecnu onsa peweHunsa 3anpoca TpebyeTca BbinonHeHWe paboT BEHAOPOM/BHELWHMM NOAPAAYMKOM (M.
6.3. MpunoxeHua N2 2.0. k JoroBopy), cnonHuTenb MHOOPMUPYET 3aKa3umKa O CPOKaX, YCTAHOBJIEHHbIX
BEHAOPOM/BHELWHMM NOAPAAYMKOM ANA peweHus Takoro 3anpoca. B ykasaHHoOM cnyyae McnonHutenb
BNpaBe YBENMUYUTb MaKCMManbHOe BpeMs pelweHus 3anpoca nponopuMoHanbHO Mepuoay Cpoka,
YCTAaHOB/IEHHOI0 BEHAOPOM/BHELWHUM MOAPAOYMKOM ANS peleHus Takoro 3anpoca. icnonHutenb He HeceT
OTBETCTBEHHOCTb nepen 3akKa3umkOM 3a npeBbllleHVMe BEeHOOPOM/BHEWHUM MNOAPSAAYMKOM CPOKOB
BbINONHEHUSA paboT, HaNnpaBfEHHbIX HA peLlleHMe 3anpoca.

12. YC/10BU4A NMPOBEOEHUA PETTTAMEHTHbIX NW/WUTU CPOYHbLIX PABOT

McnonHuTenb MeeT NpaBo, YBEAOMMB MO 3NEKTPOHHOM NOYTe YNOTHOMOYEHHOE (-ble) TMLOo (-a) 3akasunka,
yKasaHHoro (-bix) B N. 3.3. HacToAwero PernaMeHTa, NpepbiBaTh NPefoCTaBAeHne AocTyna K Ycayre B ciyyae
npoBeaeHnsa PernaMeHTHbIX U/unm CpoYHbIX paborT.

Ecnn nHoe He yCcTaHOBNIEHO B COOTBETCTBYHOWEM pa3sgene SLA Ycnyr, MicnonHutens ob6sa3yetca yBeooMumTb
3akKasuyunka:

0 npoBeaeHnn PernameHTHbIX paboT B CPOK He MeHee, YeM 3a 2 (aBa) paboymx oHA 00 Hayana NpoBeaeHmsa
Takux pabor;

0 npoBefeHnn CpoyHbix paboT - HEMOCPeACTBEHHO Nepen, HavyanoM NpoBefeHnsa Takmx pabor.

VHble YyCNOBMA U XapaKTEPUCTUKKM npoBeaeHna PernaMeHTHbIX u/unm CpoYHbiX paboT npenycMOTpPeHbl B
CooTBeTCTBYlOWEM pasgene SLA Ycnyr.

MoPSA0K B3AUMOLENCTBMSA CTOPOH B OTHOLLEHMU BbINJIATbI KOMMEHCALMU UCNONTHUTENS 3A
HAPYLWEHWE YCNOBWUIM OOCTYNHOCTU YCNYTWX, BPEMEHW PEAKLIUX U BPEMEHW BOCCTAHOBJ/IEHUSA

B cnyyae ob6GHapyXeHMs 3aKa3uMKoOM OCHOBaHWSA [ANA Bbinnatbl wTpada, ycTtaHoBneHHoro n. 7.1.
MpunoxeHna N2 2.0. k [Joroeopy, 3aKasuymk MoxeT B TedyeHue 60 (WecTMAecaTV) KaneHOapHbIX OHeNn c
MOMeHTa O0OO6Hapy)XeHWs HapyweHua ycnoBuin [ocTynHocTM VYCnyru, BPEMEHU peakuuu, BPEMEHU
BOCCTAaHOB/EHWS, HAaNPaBUTb MICMONHUTENIO NPEeTEH3UI0, PYKOBOACTBYSICb NPaBMaaMm U yCIoBUAMM NOLaumn
O6paleHnin, ykasaHHbIMM B HactoaweM PernameHte. lMpeTeH3nsa OonkHa OblTb 0OOCHOBAHHOWM, K Hel
LOMKHbBI BbITb NPUNOXEHbI AOKYMEHTbI, NoATBEPXKAatoWme TpeboBaHMs 3aka3umka.

McnonHuTtenb o6g3aH pacCMOTPETb NOJTYYEHHYHO NPeTeH3uto 3aKa3umka B TedeHume 5 (MATn) paboymx gHen c
MOMeHTa ee nofnydyeHusa. Ecnu npeTeH3sua npusHaetcs McnonHutenem obocHOBaHHOM, TO McnonHutenb
06a3yetca coobwmntb 06 ykazaHHOM 3aKa3uuMKy B MOPALKE B3aMMOLENCTBUSA CTOPOH, YCTAHOBMEHHOrO
HacTosWwMM PernaMeHToOM.

Mo uctedyeHun OTYETHOro nepuopa BMecTe C AKTOM 3a odepefnHon OT4YeTHbIM nepuop WcnonHutenb
HanpasnseT B agpec 3akaszymka AKT O B3aMMo3a4yeTe.

Mpn HapyweHMn 3aKasymMKOM CpoKa, NpenycMoTpeHHoro B n. 13.1 HacTosAwero PernameHTa, unaun ycioBum
nopaym npeTeHsuu, McnonHuTenb BNpaBe 0TKasaTb B MPefoCTaBleHUM KOMNEHCALMN.

14. ONOBELLEHWUE 3AKA3YNKA OB MHUMOEHTAX UHDOPMALIMOHHOW BE3OMACHOCTMU

B cnyyae o6GHapyxeHus WcnonHuTeneM MHUMAEHTa WHGOPMaLMOHHOM 6e30MacHOCTM, CBSA3aHHOMo C
GYHKUMOHUPOBaHMEM MHDPACTPYKTYPbl 061avyHom nnatdopmbl MCMonHUTENS, 1 KOTOPbIN MOXET MoBeYb 3a
coboli (MM NoBneKLwWero) HapyweHWe KOHOUAEHUMANbHOCTM U LEeIOCTHOCTM OaHHbIX 3aKasuMka, a Takxe
LOCTYMHOCTM NpefocTaBnsgeMblXx 3aKa3uMKoM Ha 6ase MHOPaCTpyKTypbl NcnonHuTensa cepBucoB u Ycnyr,
NcnonHutenb o06dA3yeTca yBeAOMWUTb O BbIABIEHHOM WHUMAEHTE YMNOJIHOMOYEHHOro npeacTaBuTens
3aKa3ymMka B TeyeHue 24 (OBaALATM YeTbipex) Y4acoB MOC/E BbIBEHMA W NOKanusauumn (yCTaHOBIEHUSA
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14.2.

14.3.

14.4.

14.5.

14.6.

14.7.

14.8.

14.9.

14.10.

petanen) MHUMOEHTA C MCMNONb30BAaHWEM €ro KOHTAaKTHbIX AaHHbIX, NMPMBEAEHHbIX B M. 3.3 HaCTOALWEro

PernameHTa.

K nepeyHio MHUMAOEHTOB MHMOPMaLMOHHON 6e30MacHOCTM, O KOTopbiXx McnonHuTtenb OO/MKeH coobuwaTtb

3aKa3ynky, OTHOCATCS:

e 06x04 nepuMeTpoBbIX cpeacts 3awmnTtbl 1 WEB Application Firewall (WAF) B coctaBe MH@pPaCcTpyKTypbl
obnayHom nnathopMbl IcnonHUTENA, NOBAEKWMX 3@ CO60M BO3MOXHbI HECAaHKLMOHMPOBAHHbIM 4OCTYN
K «OpraHusaummn» (TeHaHTy) 3aKas4ymka C ucrnonb3oBaHmeMm KoHconen VMware Cloud Director n Veeam
Backup&Replication;

e 06x0[4 cpeacTB 3aWmnTbl MHPOPMaLMKN B cOCcTaBe MHDPACTPYKTYpbl ob61adyHon nnatdopMbl McnonHutensa u
Ccpencte eé ynpaBfeHus, MNOBNeKWMX 3a cobol HeCaHKUMOHWPOBaHHbLIM pocTyn K «OpraHusaunm»
(TeHaHTy) 3aKa3umKa;

e MOCNeQoBaTeNbHOCTb COOLITUI WMHBOPMALMOHHOM 6e30MacHOCTU, BbISBAEHHbIX cpeacTBamu SIEM
McnonHuTena n CBMAETENbCTBYIOWMX O BO3MOXHOM JOCTyne K «OpraHu3aumm» (TeHaHTy) 3aKa3uyuka 13
«OpraHusaummn» (TeHaHTa) opyroro 3akasumka MHPpPacTpyKTypbl obnayHon nnatdpopmbl McnonHutensa B
06xon MexaHM3MOB 3aluuTbl obnavyHom nnatdopMmbl, obecnedymBarowmx unsonauuo «OpraHmMsaunin»
(TeHaHTOB) 3aKa34MKOB ApPYr OT Apyra;

e HECAHKUMOHMPOBAHHbLIA  [OCTYN K MNepcoHanbHblM  [LaHHbIM  3aKa3uyuka, pPacrnofIOXKEHHbIM B
MHDOPMALMOHHbIX CMCTEMAX MEePCOHaNbHbIX AAHHbIX McnonHuMTena!, KOTOpbI MOXeT NPUBECTUM UK
npuBen K notepe, yTeyke UM U3MEHEHUIO MEPCOHANbHbIX OAHHbIX 3aKa34yMKa; HECAaHKLNOHMPOBAHHbIN
dusnyeckmn poctyn K obopynoBaHUK MHGPACTPYKTypbl o6nadyHon nnatdopmbl WMcnonHutens,
pa3sMewanwemMy MHOOPMaLNOHHbIE CUCTEMBI 3aKa34ynKa;

e B C/ly4yae oKasaHua 3akasuuky McnonHutenem gononHutenoHon ycnyrn SberCloud Managed Services,
MHUMOEHTbI, CBA3aHHble C HenpegHaMepeHHbIMU OENCTBUMAMWU COTPYOHMKOB WMcnonHuTens B xoge
apMUHUCTpMpoBaHma BLLOL 3aka3ynka, NoBAeKWMM 38 COOON HapylweHne KOHOUAEHLMANbHOCTN U/MNKn
LENOCTHOCTM [aHHbIX 3aKa3uyMKa, a TakKXe [OCTYNHOCTM MpenocTaBnseMblX 3akKa3uynmkoM Ha 6ase
MHOPaCTPYKTYpPbl ICNONHUTENA CEPBUCOB U/WUMN YCNYT;

e MpoyMe WHUMAEHTbl MHPOPMAUMOHHON 6e30MacHOCTU, CBA3aHHble C QYHKUWMOHMPOBAHWEM W/UNK
obcnyXmBaHMeM MHPPACTPYKTYpPbl 06navyHon nnatdopmbl MicnonHUTens u Moryuwme noBnedyb 3a cobon
(vnn noBnekwue) HapylweHue KOHPUAEHUMANbHOCTM W LEeNOCTHOCTM OaHHbIX 3akasuymka, a Takxke
LOCTYNHOCTU NpefocTaBnsemMbix 3aka3umkom Ha 6ase MHbpacTpyKTypbl ICNONHUTENA CEPBUCOB U YCIyr.

OeTtann o6 MHUMAOEHTe MHDOPMALMOHHOM 6e30MacHOCTU, HAMpPaBAAKTCA Ha afpec 3N1eKTPOHHOW MoYTbl

YNOTHOMOYEHHOTO NpeacTaBuTens 3akasuymka 1 cogepykaT creayrowyo MHbopMauuto:

e KpaTKoe onucaHne UHUMAEHTa MHPOPMaALMOHHON Be3onacHoCTY;

e [aTa 1 BpeMsa BO3HUKHOBEHUS UHLMULEHTA;

e MOCNeacTBUA MHUMAEHTa AN 3aKasdyuka, ero BM, n ero nepcoHanbHbIX AaHHbIX, 06pabaTbiBaeMbIX B
MHDOPMALMOHHBIX CUCTEMAX MEPCOHANbHbIX AaHHbIX VCMONHUTENSA, aBTOMATU3NPYIOWMX AEATENIbHOCTb
NcnonHutens;

e MpeanpuHATble WarM Mo paspelweHuto MHUMAEHTA (KpaTKoe OnMcaHue TOoro, Kakuve [EencTBuA B
OTHOWEHWM MHUMAEHTA BblM NpennpuHATbl cnonHutenem);

e MpeanpuHATbie Waru no yBegoMJEHWIO HaA30pHbIX OPraHoB (B ciyyae ecnm Takaa HeobxoauMMocTb B
OTHOLWEHWM paccMaTPMBAEMOro MHUMAEHTA onpeaeneHa 3akoHoaaTenbCcTBoM Poccuninckon depepaunn).

O6s3atenbCcTBO  MicmonHMTENs Mo yBeAOMJEHMIO 3aka3yuMka 00 MHuMAeHTax WHPOpPMaUMOHHOM

6e30MacHOCTM He pPacnpocTpaHsaeTcs Ha WHUMAEHTbI, Bbl3BaHHble [OEWCTBMAMW 3akasumka, Wam

npousolwepliMe B pamMKax KOMMOHEHTOB BUPTYaNbHOW WMHGPACTPYKTYpbl 3aKa3yMka, 3a KoTopble HeceT

OTBETCTBEHHOCTb 3aKa34uK.

Co CTOpOHbl McnonHutena B KayecTBe /MLA, OCYLLECTBNAIOWEro B3aMMoQencTeme ¢ 3akasyMkoM Mo

BonpocaM 06paboTKM BbISBNEHHOMO MHUMAEHTA MHDOPMALMOHHON 6e30MacHOCTM, BbicTynaeT KOHTaKTHbIN

LleHTp MicnonHutens.

XypHanupoBaHue cobblTn MHGOPMAUMOHHON 6e30MacHOCTM OCYLLECTBASIETCS BCEMW KOMMOHEHTaMu

MHdpacTpykTypbl 06navyHoi nnatdopmbl NcnonHUTeNns, BKAOYasA, HO HE OrpaHMYMBAACb KOMMOHEHTaMMU

camon obnavyHom nnatdopmbl, CpeacTBaMm 3alWmTbl MHDOPMALUM B COCTaBe WMHGDPACTPYKTYPbl 0b6navyHoOm

nnatdopMbl, TENEKOMMYHUKALMOHHBIM U NPpoYnM o06opyaoBaHneM MHDPACTPYKTYPbI.

BblsBneHne WHUMOEHTOB MHGOPMAUMOHHON 6e30MacHOCTM OCYLLEeCTBSAETCA COMMacHO YTBEPXKAEHHOMY

BHYTpPEeHHEeMY PernaMeHTy ynpaBieHus cobblTUaAMU U UHLMAEHTAaMU MHDOPMALMOHHON 6e30NacHOCTH.

Ona aBToMaTM3auMM MNpPOLECCOB BbIABMEHUA W pearupoBaHUa Ha MHUMAOEHTbl MHMOPMaLWUOHHON

6e30MacHOCTM Ha CTOpoHe WcnonHuTensa uUCnonb3ylTca cpeactBa cbopa M aHanmsa cobbiTUi

nHbopMaunmoHHon 6GesonacHocTM kKnacca SIEM  (Security Information and Event Management) c

npuenedeHnem ycnyrm BHewHero SOC (Security Operations Center).

B xofQe ocyllecTB/ieHMa pacc/iefoBaHua no dhakTy BbiABAEHUSA MHUMOEHTA MHDOPMaLMOHHON 6e3onacHOCTH

McnonHuTenb BnpaBe OTKPbiBaTb [0/ CBOMX COTPYOHWKOB, OCYLIECTBAAWMX pacc/iefoBaHve, u

OCYLLECTBMATb AOCTYN K XYpPHany cobbiTnin «OpraHnsaummn» (TeHaHTa) 3aKa3uuka.

B xoQe ocyllecTBieHMa pacc/iefoBaHua no dhakTy BbiABAEHUSA MHUMOEHTA MHDOPMaLMOHHON 6e3onacHoCTH

3aKa3unK OO/HKEH MMETb rapaHTUPOBAHHbIA OOCTYN K XYpHany cobbitui cBoen «OpraHmsaunmy (TeHaHTa)

Ha Nepuoja paccnenoBaHMa C BO3MOXHOCTbIO ero BbirPy3KM BO BHeWHUM dann. MNpu 3ToM 3aKasumK Brnpase

! 3a ucknouenueM MOH 3akasunka, obpabaTbiBaeMbiXx B €ro MHPOPMAUMOHHBIX CUCTeMax, pasMellaeMbix Ha 6asze MHOPaACTPYKTypbl 061ayYHOwM
nnatdopmbl MicnonHutens.
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3anpawmreatb y MWcCnonHUTens BbIFPY3KM W3 XKYPHaNoB COBbITUN CPefacTB  3aWuTbl  MHboOpMaLum
MHDPACTPYKTYypbl  o6nayHon nnatdopmbl, BKA4as cpeactsa SIEM,  cogepkawux  cobbitTus,
CBMAETENbCTBYIOWME O BO3HUKHOBEHUU BbIABNEHHOrO WHUMOEHTA MHPOPMauMoHHOM 6e3omnacHoCTM 3a
COOTBETCTBYIOWMI NEepUog, BpeMeH!.
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