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COIMNALLEHWE OB YPOBHE MPEJOCTABJ/IEHUA
YCIYTU « APPLICATION OPERATIONS MANAGEMENT»

1. NPEAMET COrNALLEHUA

Hacroawee CornaweHune o6 ypoBHe npefoctasieHus ycnyr (Aanee — CornalleHue) ABnfeTcA AOKYMEHTOM, GUKCUpyOWmUm
[octynHocTb Yenyru, a TakKe LieneBble KONMYeCTBEHHbIE U KaYeCTBEHHbIE XapaKTepPUCTUKK NpeaocTaBneHna Yeayrm «Application
Operations Management» (ganee — Ycnyra), onucaHHow B HacToAweM MpuaoKeHnu.

B cnyyae HecooTBeTCTBMA (aKTUYECKM M3MEPEHHbIX MapaMeTpoB AMana3oHaMm, yKasaHHbIM B gaHHom CornaweHun, Ycnyra
CYMTAETCA HecOOTBETCTBYIOLEN rapaHTUPOBAaHHOMY YPOBHIO KayecTBa, YTO AAET 3aKas3yuKy NpaBoO Ha NosyvyeHue nepecyéra
cToumocTm Yenyru.

2. TEXHUYECKAA NOAAEPXKA YCNYIH

[na obecneueHuns pabotocnocobHocTH Yeayrn UcnonHutens ucnonblyet CayxKby TEXHUHECKON NoALEPKKN.

Mpy BO3HMKHOBEHMM Y 3aKa3unKa TEXHUYECKON UAN MHOW nNpobaembl Npu notpebneHnn Ycnayru, nposegeHua UcnonHutenem
PernameHTHbIX M/muan CpouHbix paboT, npeacTasutesib 3akasunka M UCnosHUTeNb AENCTBYIOT B COOTBETCTBMM C PernameHTom
B3aumogencTena CTOpoH.

3. LENEBbLIE NOKA3ATE/IN NO OEPABOTKE OBPALLEHWIA

CornacHo nyHKTy 6.5 PernameHTta B3ammogeictsmsa CTOpoH Ans Ycnyru ycTaHaBavBaloTcA ocobble uesnesble 3HaYeHWa no
06paboTke ObpalyeHnit 3aKkasunka (Tabauya 1).

Tabn.1. Llenesble nokasaTtenn no o6paboTke ObpalyeHuii

Bpems
Bpems BOCCTaHOBNEHUA
Tun Mpuopurer peakuuu cBn
(4.)
(4.)
KpuTiineli 0,25 4 24*7 — KpyrnocyTouHo B paboumne v BbIXO4HbIE
(npa3gHWuHble) AHKU
Bbicokuit 0,25 8
MHumaeHT 9*5 — ¢ 09:00 go 18:00 (no mocKoBCKOMY
BPEMEHM) C MOHeAeNbHWKA MO MNATHULY, 3a
CpeaHui 0,25 12 VUCKNIOYEHMEM  BbIXOAHbIX W NPa3fHUYHbIX
OHel, YCTaHOB/IEHHbIX Mpasutenbcteom
Poccuiickoi Peaepaummn
9*5 — ¢ 09:00 go 18:00 (no mockoBckomy
BbicoKuin 0,25 48 BPEMEHU) C MOHeAeNbHWKA MO MNATHULY, 3a
3anpoc Ha
UCK/IIOYEHMEM  BbIXOAHbIX U NPA3AHUYHbIX
obcnyknsaHue N
OHel, YCTaHOB/IEHHbIX Mpasutenbcteom
CpegaHuii 0,25 72 Poccuiickoit depepauumn
3anpoc Ha He
- - Mo cornacosaHuto CTOpOH
M3meHeHue npYMeHUmo

4. NPOBEAEHWE PETNAMEHTHbIX U/WN CPOYHBIX PABOT

Ycnosua nposeseHUa PernameHTHbIX U/Man CpoUHbIX paboT B OTHOLWEHMM Ycayrv npuseaeHsbl B Tabauue 2.

Tab..2. Ycnosus nposeaeHus PernameHTHbIX 1/uam CpouHbix paboT

HanmeHoBaHue MpoAoNKUTENBHOCTD U MHTEPBAbI YBegomneHue
JononHuTeNbHbIE YCNOBUA
pa6or MeXKAy nepepbiBamu 3aka3umkKa
CymmapHas NPOAOIKUTENBHOCTb
O BpemeHu nposeaeHus pabot
nepepbiBoB — He 6onee 1 (ogHoro) He meHee uem 3a 2
1 PernameHTHble McnonHutens ysegomnser 3a 2
Yaca B mecsl, . (aBa) paboumx gHa po
paboTbl (aBa) paboumnx aHA A0 Hayana
CymmapHas NPOAOCIKNUTENBHOCTD Hayana nepepbisa nepepbisa
YyacTUYHoM NPUOCTaHOBKM

1 v
B yKaszaHHbIi nepuod Ycayr MoryT 6biTb MOJAHOCTbIO OCTaHOBAEHbI MAM ByAyT HEAOCTYMHbI KPUTUYECKU (YHKLMUM,

NpenATCTBYHOLME OpraHM3aLmMm paboTbl.
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HanmeHoBaHue MpoAoNKNTENBbHOCTb U MHTEPBaNbl YsepaomneHue

[LlononHutenbHble ycnosus
pa6ot mMeXAay nepepbiBaMmmu 3aKka3uuKa

HEKPUTUYHBIX OYHKUMIA ycnyr — He
Gonee 3 (Tpex) yacos B mecAL, .
WHTepBanbl mexay nepepbiBamun — He
MeHee 7 (ceMu) KaneHAapHbIX gHei

Bpemsa nepepbiBa paBHO Mpeanonaraemas

baKTMYecKoMy BpeMeH#U, HenocpegnctseHHO NPOACIKUTENBHOCTb NPOBEAEHUA
2 CpoyHble paboTbl HeobxoauMmomy [Ana yctpaHeHus / nepeg Ha4yasiom pabor coobuiaeTcs  3aKasumky

npeaoTBpaLLeHms aBapUMHbIX nepepbisa HenocpeaCcTBEHHO nepes

CUTYyaumii 1 / Wan HencnpasHocTen HaYaIoM NpoBeaeHws pabot

5. AOCTYNHOCTb YCNYTU

5.1. B Tabauue 3 npusegeHbl NnokasaTenun JocTynHoctn Ycayru.

Tabn. 3. Nokasatenn JocTynHocTn Ycayrm

HaumeHoBaHue Ycnyru MNokasartenu floctynHoctu Yenyru B roa, %

Application Operations Management 99,95 % AOCTYMHOCTM B rog,

6. KOMMNEHCALNU 3A HAPYLIEHUE COMNALLEHMA

6.1. Hactoawmm CornalieHnem npeaycMOTPEHbI CleAyHoLLME Pa3MepPbl KOMMEHCALLMI 3aKa3u MKy 3a HapylieHuWe JocTynHoctu Yeayrm
3a nepwuoa okasaHua Ycayru (Tabauua 4).

Tabn. 4. KomneHcaumm 3a HapyLlleHWe Lenesblx nokasatenei [loctynHocTu Yeayrm

JAocrynHocTtb Ycnyru 3a Bpems HepgocTynHOCTU Yenyru 3a
- " Pasmep KomneHcauumn
OTyYeTHbIN Nnepuop, OTyYeTHbIN Nnepuop,

299,95 % PaBHO nnn meHee 22 MUHYT KomneHcauua He npepocTasaseTca

<99,95 % bonee 22 muHyT 1% oT cToumocTn Ycnyru 3a nepuog, okasaHma
<99,90 % bonee 44 muHyT 3% oT cToMMOCTK YCNyru 3a nepuog, okasaHma
<99,72 % Bonee 2 vacos 5% oT ctoMmocTun Ycnyru 3a nepuog, okasaHma
<99,44 % Bonee 4 yacos 10% oT cToumocTu Ycnyru 3a nepuog, okasaHua
<98,89 % Bonee 8 wacos 20% OT CTOMMOCTH YCNyru 3a Nepuog, oKkasaHua

2 o
B yKasaHHbI Nepunos, MOKET BO3HMKaTb HECYLLeCTBEHHan noTepsa paboTocnocobHOCTH Ycnyru, He BeKyLian NPUOCTaHOBKY
WU HeLOCTYNHOCTb MHOOPMALLMOHHOM CchCTEMBI.



