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1. OCHOBHBIE TEPMHUHbI U ONTPEJEJIEHUS

Bpems anaiu3a M pearnpoBaHusi Ha 00palleHue — IepUO]I BpEMEHH, HAUMHAA € 3a(UKCUPOBAHHOTO
¢dakra Ob6pamenus Kimuenta B Llentpe nonnepxku Komnanuu, 10 onpeneicHus U KIacCHPUKAIUN
OOparteHust 1 Hayana paboT IO JaHHOMY OOpallleHuto, ¢ yBeaomiieHneM KineHTa 1o 31aeKTpoHHOM
I0uTe.

Bpems 06paGoTky 1 BBINOJHEHHs 00palleHusl — [IEpHUOJl BPEMEHU C MOMEHTA 3a()UKCUPOBAHHOTO
¢axra O6pamenus Knuenra B Lientpe nognepxku Kommnanuu 10 ¢akta HOoIHOTO BBIOIHEHUS padoT,
yka3aHHbIX B OOpallleH!H, U yCTpaHEeHUs Mpo0JIeMbl WM NMPEATIOKEHNUS aJIbTEPHATUBHOIO PEIIEHUS
3a]1a49u/TIpOOIEMBI.

I'mobanbHasi HeAOCTYNHOCTh YCJIYIM — HEAOCTYIHOCTh YCIyrH (MaccoBble MHLUACHTHI C
npuoputeToM — Kputnueckuii), cBsizanHasi ¢ opc-MakopoM HITH 00CTOSATEILCTBAMH HETIPEOI0JIMMON
CuJIbl (OIIpe/iesIeHUs] YKa3aHbl B JIOroBope 00 OKa3aHMM YCIyru), npensrcrByromnMu Kommanuu
npenoctaBuTh Ycnyry Knuenry.

ABTOPH30BaHHBII €-Mail — 3TO OIMH MM HECKOJIIBKO aPecOB AIIEKTPOHHOW MOYTHI, YKa3aHHbIX B
perucTpaliMoHHOM (opMe WM 3asBJICHUU KIMEHTa, O(QOPMIEHHOM HaJJeXalluM 00pa3oM, IO
KOTOPBIM BO3MOKEH IPHUEM 3asgBOK OT KIMEHTA-IOPUIMYECKOro JHla 0e3 JIOMOJIHUTEIbHON
UACHTU(UKAINH. 3asBKU KIMEHTOB-IOPHINYECKUX JIMII, OTIIPaBICHHBIE ¢ ABTOPU30BaHHOTO aapeca
IIPUPABHUBAIOTCA K 3asBJICHUSM, O(DOpPMIICHHBIM Ha (PUPMEHHOM OJaHKE C MEYaThbi0 U IMOJIHUCHIO
PYKOBOJUTENS FOPUINUECKOT0 JIHUIa. 3asBKH Ha Oll€pallli, CBSI3aHHbIE C PACTOPKEHUEM JOrOBOpa WK
nepeodopmiieHneM a0OHEHTa, He MOT'YT OBbITh HalpaBJIEHbl HOCPEICTBOM aBTOPU30BAHHOTO aJipeca.
HNutepdeiicel Komnanuu — mepedeHb periaMeHTHPYEMBIX CIOCOOOB M TOYEK KOMMYHHKAIMH C
Kommnanwueii.

NHuuaeHT — m1000€ HENPEeIBUICHHOE COOBITHE, HE SBIISIONICECS YaCThI0 CTAHIAPTHOTO (IITATHOTO)
UCIOJIb30BAHUS MPOrPaMM H/WIIM MPOTPAMMHO—AMIAPATHRIX KOMIUIEKCOB, KOTOPOE BBI3BIBAET WU
MOXKET BBI3BaTh IpEpPbIBAHUE MPEIOCTABICHUS WM CHUKEHUE KauecTBa HCIIOJIb3yEeMbIX Y CIyTr
Kinuentom.

Ycayra SIEMaaS (najnee — Ycayra) — npenocrasienue gocryna k SIEMaaS Ha 6a3e nporpaMMHOTO
obecnieuenuss IBM QRadar, pazmenieHHOMH B aTTECTOBAaHHOM CEIMEHTE, C 3asBJICHHBIMU JIOTHYECKUMHU
€IMHULIaMU yCITyTH.

Jlornueckasi eIMHMLA YCJYI'HM — KOJMYECTBO y4yeTHBIX 3amuceil SIEMaaS, konndyecTBO COOBITHIA,
oOpabaTbiBaeMBbIX B ceKyHy (nanee — EPS), konmnuecTBO HICTOUHHUKOB COOBITHIA.

O0pamenne — 3aperucTpUpOBaHHBIN (PaKT ITH0O60r0 00paleHNUs U MHIIMJEHTa co CTOpoHbI KineHnra
wiu norpedutens Yciayru, uepe3 uarepdericel Komnanuu. B 1aHHOM cornameHny uMeeT KaTeropuu
— o0palieHre Ha TpenocTaBieHHue MHpOpMaIK, oOpalieHHe Ha OOCITyXHBaHUE, OOpalleHue Ha
U3MEHEHUE, UHIIUJICHT.

OT4YeTHBIN NEPHOA TEXHUYECKONH MOJAEPKKH — TMEPUOJ] BPEMEHU MPOJIOIHKUTEILHOCThIO 3
KaJIEHAApHBIX Mecslla B paMKax CpoKa JAEWCTBHs HAcTosIlero corjameHus. OTcder nepuona
HAaYMHAETCS C MOMEHTA Hayaja OKa3aHus Y CIyr.

Ilepnoan orpaHnyeHHOW NOMIEPKKH - TEPUOJ BPEMEHH, B TEUYEHHE KOTOpPOro oOpalieHus
PETUCTPUPYIOTCS, 0OpaIleHHs] U UHIMACHTHI C mpuoputeToM Bricokuit u Kputnueckuit pemarorcs,
00paboTKa OCTaNbHBIX OOpAaIIeHWH NPOU3BOAUTCS B OCHOBHOM Iepuoa mojaepxkku. llepuon
OTpaHUYEHHON MOJJEPKKHU SBIISETCS YaCThIO Meproja PYHKIIMOHUPOBAHUS.

Ilepuon moaep kKM - NeproJ BpEMEHH, B TEYEHHE KOTOPOIO COTPYAHUK TEXHUUECKOM MOIIEPKKU
BBITNIOJIHSET 00paboTKy oOpatieHuit norpedureneit ¥Ycmyru - Knuenra. [lepuoa noanepxku siBisiercs
YacThIO Neproa (PyHKIIMOHUPOBAHMUS.

Ilepuon TexHu4yeckoro o0c/ay:KUBaAHUSA - IEPUOJT BPDEMEHH, B TEUEHHUE KOTOPOTO HE TrapaHTUPYETCs
¢ynkunonupoanue o6wvekToB Ycnyru (Mudopmamumonnsie cucremsl, [10, ob6opynoBanue),
BCJIEJICTBHE BO3MOXKHOT'O MPOBEACHMSI PErJaMEeHTHBIX M TeXHUUYecKuX padot. [lepnon TexHnyeckoro
OOCITy>)KMBaHHs HE BXOAUT B mepuoi (QyHKIHMOHUpoBaHMA. llepnon TexHHUECKOro OOCITyKHBaHUS
COIIacoBbIBacTCs ¢ KIIMEHTOM JONIONHATEIBHO.
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Ilepuon ¢QyHKUUOHMPOBAHMSA - TIEpUOJ BpPEMEHH, B TEYEHHE KOTOPOTO KOMIIOHEHTHI,
obecrieunBaromue npefoctasnenue  Ycayru, (MHpopmManuoHHBIE CHCTEMBI, MPOrpaMMHOE
obecrieuenue (manee - [10), o6opynoBanue) GpyHkuonupyroT. O6paboTka oOpaIieH!i BBIMOTHICTCS
Ha YPOBHE UX pErUCTpaliy. Beimonnenne oOpaiieHuii BBIMOIHACTCS B IEPUOJT TIOICPIKKH.
Iosb3oBaTenn — corpyauuk Kinuenra wiu apyroe iuio, ynoiHoMoueHHoe KiimenTom noib3oBaThest
VYeyroi.

IO — nmporpammHOe oOecriedeHue.

TexHn4yeckasi moIepP:KKa — COBOKYITHOCTb JICUCTBUN U UTEPALIUii IO HACTPONKE U 0OCITYKUBAHUIO
obOpamenuii Knuenra, HampaBiieHHBIX Ha oOecrieueHHWe CcTaOWiIbHOW W OecriepeOOWHON pPadOThI
MH(POPMAIIMOHHBIX CHCTEM U CEPBHCOB B 30HE OTBETCTBEHHOCTH KoMmnanuu.

YueTHble JaHHBbIE - HAOOP PETMCTPALIMOHHBIX JAaHHBIX KIMEHTa, BKIIOYass HOMEp JOroBOpa, UMs
noJsib3oBares, napoias 1 URL noctyna k nopraity caMooOCiyKUBaHUS.

enTp o0padoTku nanubIX (xajnee - LHHO/), pacnonoxxeHHbId o agpecy r. MuHck, yi. TaHkoBas,
11, mpexacraBmnser co0oii crieUaTu3upOBaHHOE TIOMEIIEHUE, B KOTOPOM pealn30BaHa COBOKYITHOCTh
pelIeHr, TEeXHOJOTHMM M OpPraHU3aIMOHHBIX TMPOLELYp, OPUEHTHUPOBAHHBIX Ha MPEAOCTABICHUE
MH(GOPMAIIMOHHBIX CEPBHCOB M YCIYT C 3aJlaHHBIMU MapaMeTpamu kadectBa. L{OJ] coorBercTBYyeT
knaccy oTkaszoycroitunBoctd TIER I (cepruduumponan Uptime Institute Tier III Design, Tier 11
Facility).

LenTp mnoaaep:kku — cucreMa oOMeHa coobOmeHusMu Mexay Krauentrom u  Kommanueit
MPEJOCTABIIEMON Y CITyTH ITyTeM niepeadu 3anpocoB uepe3 Murepdericel Kommanum.

2. HOPEJIMET COI'/TAIIEHUSA
Hactosmee Cornamenne sBisercs HeOThbemlieMol dacThio JloroBopa 00 oOKa3aHUU yCIyT
nH(POPMAIIMOHHON 0e30macHOCTH, 3aKimoueHHoro Mexny Kommanueit u Kinuenrom, u onpenenser
MOPAJOK M YCIOBHA TpenocraBineHuss KIiMeHTy TEXHHYECKOW TOJAEpKKH B OTHOIICHUU
npeaycMoTpeHHoit JloroBopom Yciyru, a Takxke TpeOOBaHHS K KadeCTBY YCIYTH M CEPBHCOB,
BBITNIOJTHEHUE KOTOPBIX rapanTupyer Komnanus.
B cornamenun omnpenenstoTcss cocTaB M 00JacTH JOMYCTUMBIX 3HAUEHUM MoKa3aTelel KauyecTBa
VYcenyru, pasmepbl M NOPSAAOK KOMIIEHCAllMM B ClIy4ae HapyLIEHHWsl TapaHTUH [0 HACTOSIIEMY
Cornamienuto.
Bo BcéM ocTaJlbHOM, YTO HE MPENyCMOTPEHO ycioBusAMHU Hactosmero Cornamenus, CTOpoHsI
PYKOBOJCTBYIOTCS yclioBUsiMU JloroBopa.

3. NOAAEPKKA U IMTPENJOCTABJIEHUE YCJYT
3.1. UnTepdeiicol nonaun Oopamenus B LleHTp noaaep:xxkun
Bce O0patenus Knnenra, B 06s13aTeIbHOM MOPSJIKE, TOJKHBI TOaBaThCs yTBEPHKIEHHBIM CIIOCOO0M
C MCIIOJIb30BaHUEM ClIeyIOIKX uHTepdericos/ceppucoB Komnanuu:

Hurepdeiic/cepBuc KonraktHas undopmanus

Tenedon 150 — nayiee B rojiocoBoM MeHI0 3, 3aTeM 6.
OuiekTpoHHasi mouta LleHTpa nmoaaep:KKu sd@aldigital.by

JJiekTpoHHasi nouyTa OTAesa Npoaax sales@aldigital.by

Bce obOpamenus mo Yceayre MoryT ObITh puHATH KoMnanueit Tonpko ot [lons3oBateneit Kinuenra.
Jnst mpeatudukanun Knuenrta wim ynomHomoueHHBIX [lonp3oBateneit Kiumenrta npu oOpameHun
yepe3 uHTep(elicsl Komnanuu B 00s3aTelbHOM MOPSIKE HEOOXOIUMO COOOMINTH HMH(OpMAIHIO,
YKa3aHHYIO MIpH 3aKiIi0o4eHun [{oroBopa Ha okazaHue Y CiIyru, a UMEHHO:

e VHII;

®  JIUIICBOU CYET,

e  yuérHble naHHble KilneHTa (HauMeHOBaHUE YUETHOU 3aliCH MOJIb30BaTelIs);

¢  JIOTIOJHUTENHHYIO HHPOPMAIIHIO COTJIACHO HHCTPYKIIMH MOJIb30BATEIIS.
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B cnyuae ecnm  wunHpopmanms, mnepeganHas Kmnumentom KommnaHuu, HE  COOTBETCTBYET
neicteurensHocty (YHII, Jlunesoit cuer u YuérHsie maHHble He coBmanawT), Kommnanus Brpase
0TKa3aTh B OOCITY>)KMBaHUH U BbIIOJHEHUH oOpanienust Knuenra.

B ciyuae ecnin KimeHT He MMeeT BO3MOXKHOCTH BOCIOJIB30BATHCS MOPTAIOM CaMOOOCTY>KUBAHHS B
CBA3U C yTeped YUETHBIX JaHHBIX WM B PE3YJIbTATE CAMOCTOSTEIIBHOTO HEKOPPEKTHOTO U3MEHEHHUS
y4ETHBIX JAHHBIX, JJI BOCCTAHOBIICHHS YUETHBIX NaHHBIX KimeHTy HeoOXoauMo oOpaTuThCs depe3
untepdeiicel Komnanuu juig neperenepanuu Y4ETHBIX JaHHBIX O cTOpOHBI KoMmanum.

B nemnsix moBslieHust ypoBHs 00cayxuBaHus KilmeHTy peKoMeHIyeTcsl IpeJOCTaBUTh B O0paIlleHUN
CIIEYIONYI0 HHPOPMAIUIO:

e oApoOHOE ONMHMCAaHWE CUTYallMHu, BbI3BaBIIeH oOpalieHue (10 BO3MOXXHOCTU CO CKPUHIIOTaMH
u/unm rpaguuecKuM nosicieHueM B opmatax .jpg/.gif/.png nnm B Apyrux rpadpuueckux hopmarax);
e  [IONIAroBO€ ONMCAHUE ACHCTBUI 11O BOCIIpoU3BeAeHNI0 HIIMAEHTa (€CIM TPUMEHHUMO);

e ®UO, e-mail, TenedoH 0OpaTUBIIETOCS JIAIIA.

e  VYyérHble JaHHbIE ISl JOCTYNA K IOPTAaTy MOHUTOPHUHTA (OMLMOHAIIBLHO 110 3anpocy Komnanun).
[Tocne o6paboTku u BbImonHEeHUs oOpamieHus KimeHty HeoOxomuMo OyneT M3MEHHUTh y4YeTHBIC
JaHHbIE, IPeJ0cTaBIeHHbIE UM. KoMIIaHus He HeCeT OTBETCTBEHHOCTH 3a JICHCTBHS, COBEPILEHHBIE C
MCIOJIb30BaHUEM YUYETHBIX JaHHbIX KineHrta mocne o0paboTKU U BBITOJIHEHUS OOpaIleHUsI.

3.2. Cnoco0bl ynpapjieHusi 00palieHusiMmu

B pamkax manHoro CorianieHus BbIICIAIOTCS YEThIPEe KaTErOprUu OOpaIieHui:

O0OpaieHne Ha mpeaocTaB/ieHHe HH(OPMAIMHM — 3aMpOC Ha MPEIOCTABICHHE TEXHUYECKON
uHpopmarmu 00 Ycayrax, BKIItoYast OTYETHI, )KypHAIBI JOCTya (B 3aBUCUMOCTH OT ITPOIPaAMMHOTO
obecricueHnss KoMMaHWW M HaIW4YMs TEXHUYECKOW BO3MOKHOCTH) HAMPABIACTCA IO aapecy:
sd@aldigital.by, oOpamieHuss 1o ocTainbHbIM (OOIIMM BOMpOCaMm) BOIpOcaM — MO aapecy:
sales@aldigital.by

Oo0pamenne Ha usMeHeHue - oopamnienue Knmenra, cBs3anHOe ¢ I3BMEHEHHEM COCTaBa H/WiIH 00beMa
NpEeIOCTaBIsIEMbIX Y CIIyT, HaIlpaBisieTcs mo ajapecy: sd@aldigital.by.

O0paieHne Ha 00CHTY)KMBaHHE — 3alPOC HA TPOBEJCHUE JOMOIHUTEIBHBIX PA0OT, BXOMIAIINX B
COCTaB yCIIyTH, Hampasisiercs: KimmenToM B mucbMeHHoU (opMme uepes3 uHTepdericel Komnanuu mo
anpecy: sd@aldigital.by. 3anpoc Ha mpoBeeHHE JOMOJHUTEIBHBIX PaOOT (HE BXOAIINX B COCTAB
Ycnyrn), Hanpasisercs: KivieHToM B muchMeHHOM hopme uepe3 uaTepdericel Komnanuu mo aapecy:
sales@aldigital.by.

Nuuupent (Kputnueckuii, Beicokuii, OObIYHBIN) — oOpallieHHe O COOBITHH, BIUSIONIEM Ha
npeaocTaBiieHue Y Ciyr, HampagiseTcs mo aapecy: sd@aldigital.by

Onucanue KPUTHYHOCTEH U BJIUsAHNHA W HIIMIEHTA HA IPEJOCTABJISEMYIO Y CJIYIY:
NHnumaeHT, npuBOIAIIMA K TOJHOW HENOCTYITHOCTH YCIYr B CBA3U C
HEUCTIPAaBHOCTHIO OOOpPYAOBaHUS, CETH, HWHXCHEPHBIX CHCTEM W/WIHN
uHdpacTpykTypsl Komnanumu.

OOparienre Ha ycTpaHEHHE HEUCIIPAaBHOCTH, TOBIEKIIEH 3a co0oi
YaCTUYHYIO HEJIOCTYITHOCTh, CYIIECTBEHHOE OTpPaHUYCHHE IOCTYITHOTO

Bricokmii
(GyHKIMOHAIA WM 3aMeJUIeHHe JOCTyna K YcayraM, IpeJocTaBiIsieMbIM
oaHomy Kimenry.

OBLIYHLI OOpaiieHue Ha yYCTpaHEHHE HEHCIIPaBHOCTH, KOTOpas HE OKa3bIBaeT

CYIIECTBEHHOTO BJIMSIHUA HA UCNIOJIb30BaHUE Y ¢y KiueHToMm.

Komranust BIipaBe B OJJHOCTOPOHHEM IOPSIKE U3MEHUTH TPHOPHUTET UHITMJICHTA, TPeoOpa3oBaTh
uHIUACHT B oOpamienue (OOpaieHue Ha npeaocTaBienue nHpopmanuu, OOpaiieHue Ha
M3MEHEHNE) B CITydae HEKOPPEKTHOM ero kinaccudukamu Kinuentom, ¢ 00s3aTebHBIM
yBenomiieHreM KitneHTa 1mo 3JeKTpOHHOH moyTe.

3.3. [Ipuopurter 06padOTKU OOpallleHH i, CDOKHU, TAPAHTHM.
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[Topsimok  00paGoTkm oOpareHusi, ONpeAessieTcs] MPUOPUTETOM. [ apaHTUPOBAHHOE BpeMs
pearupoBaHusi, 0OpaOOTKH ¥ BBIMOJHEHUS OOpalieHuil (B OTYETHOM MEPHOE), 32 MCKIIOUYCHUEM
ClIy4aeB ri100aJIbHON HEIOCTYITHOCTH Y CIYTH:

Bpems ananuza u MakcumaJjibHOe BpeMsi
Karteropus pearupoBaHusi Ha | 00padOTKHU M BBINOJIHEHMSI
IIpuopurer
o0paieHust o0paiuenue, B o0paieHus1, MUHYTBI
MHMHYTaX
Kputnueckmii 30 720
Nunmnent Bricokuii 60 1440
OOBIYHBIN 120 2160
Obpamenne na . 120 (Tonbko B 1440 (Toseko B pabouee
H3MEHECHHUE Huszkuit
pabouee Bpems) BpeMs)
CTaHJIaPTHOE
OG6patenue Ha Huskuii 480 (ToNbKO B N/A
00CITy)KMBaHUE pabouee Bpems)
OG6partenue Ha
MPEAO0CTaBIICHUE H/J1 1440 N/A
uH(popMaluu

3.4. llepnoabl 06CTy:KMBAHUS
B Tabauie onucaHbl NepHOAbl MOAJIEPKKU U 00CTy)KUBaHUS Y CITYTH:

IHepuoa nmogaep:Rku

24 4yaca B CYTKM, 7 KaJe€HIApHBIX JHEH B HEJEN0, BKIIOYas
IIPa3AHUKHU U BBIXOJHBIC JHHU.

Ilepuon orpanuyeHHoM

C 17:30 no 8:30 mo mectHomy Bpemenu (UTC+3.00)

NO/JIEPKKHU
Ilepuona KpYTJIOCYTOYHO - 24 yaca B JieHb, 7 THEH B Heaenmo, 365/366 nHeit
(pyHKUMOHUpOBaHUS B TOTTY.

Ilepuoa TeXHNYECKOTO
00CTy:KNBAHUS

[Ipodunaktuyeckue pabOTHl MO TEXHUYECKOMY OOCITYKHBaHUIO,
CBsI3aHHbIE C IIPEpBIBAHMEM  CEPBHCA, BBITOJIHAIOTCS
cnenuanvcraMmd KomnaHuu B yachl HauMEHbBIIEW Harpy3ku, ¢
00s13aTeIbHBIM OIOBELICHUEM IO 3JIeKTpOHHON noute Kinuenra He
MeHee 4yeM 3a 48 4acoB A0 BbIOJHEHUS paboT. CymMMapHOe Bpems
npopMIAKTHYECKUX pab0T HE MOXKET MPEBBIIATh 4 yaca B MECHIL.

Ilepuon YxcTpEHHOT O
TEXHUYECKOI'0O
00CTy:KNBaAHM S

PaboThl 1O SKCTPEHHOMY TEXHHUYECKOMY OOCITYXHUBaHUIO,
CBSi3aHHBIE €  MIOOAJIbHBIMM  pPUCKaMH  JJII  CUCTEM
nH(pOPMallMOHHONM 0€30IacCHOCTH M HENpPephIBHOCTH Ou3Heca,
BBINOJIHAIOTCS crienanucraMu Komnanum B pabouee Bpems C
00s3aTeNbHBIM OINOBEIICHUEM I10 3J1eKTpoHHOU noute Knnenra He
MeHee 4eM 3a 2 yaca JIo Hayaja palor.

3.5. MeTpukH, napaMeTpbl Ka4ecTBAa U YPOBHS AO0CTYIHOCTH Y CJIyTH

B nanHOM paszene npuBOIUTCS NEPEUYECHb aPAMETPOB MIPENOCTABICHUS Y CIIYTH.

Komnanus rapaHTupyeT AOCTYHNHOCTh M INTaTHOE (PYHKIIMOHUPOBAHHE KOMIIOHEHTOB Y CIyTH,
BXOJAIIMX B 30HY OTBETCTBEHHOCTH KOMIIAaHMM: CHCTEMBI YIPABIEHUS YSA3BUMOCTIMH, OKPYKECHUS
Ycenyru Ha ypoBHe Benmomorarenshbix cepBucos L[O/]. 3a paboTocriocoOHOCTh BHEIIHETO CEHCOpa
HECET OTBETCTBEHHOCTh KineHT.
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Kommanust rapantupyer KnueHTy BBITIOJIHEHHE W COOJIO/IEHUE 00S3aTENbCTB, YKa3aHHBIX B 11.3.2,
1.3.3, 1.3.4 HACTOAILIETO COTJAIICHUS, KOTOPhIE BXOAST B 30HY OTBETCTBEHHOCTH Kommnanmm u
OTIpENeNIAIOTCS KaK mraTtHoe GyHKuroHupoBanue llenTpa nopuepxku n TexHUUECKOW MOICPIKKH
IIPEAOCTABIIAEMON U NTOAEPKUBAEMON Y CIIYTH.

OrneHka JOCTYMHOCTH YCIYTHM M €€ KOMIIOHCHT NPOU3BOJMTCS HAa OCHOBAaHHM aHalW3a JaHHBIX,
MOJTyYCHHBIX M3 COOCTBEHHBIX CHCTEM MOHUTOPHHTA U IPYTUX HH(OpMAIIMOHHBIX ciucTeM KoMnanuu
(ITSM cucrembl, cucTeMbl y4éTa OOpalleHHid W HHIUICHTOB, CHCTEMbl MOHHTOPHHIA
unopactpykrypsl HO u T.1.)

[Ipy BO3HHMKHOBEHHMH CIOPOB O Ka4yeCTBE MPEIOCTABISIEMOW YCIYTH, MPHOPUTETHBIMH SIBIISIOTCS
JaHHbIE CUCTeM MOHUTOpHHTra KoMnanuu, a Takxe TaHHBIE )KypHAJIOB (JIOTOB) CUCTEM MOHUTOPHHTA
1 0T4ETOB U3 MH(POPMAIIMOHHBIX ccTeM Kommanum.

3.6. IoCcTYyNHOCTh Y CJIYI'M U OTBeTCTBeHHOCTh KoMnanuu

OcCHOBHBIM TOKa3aTesieM KauyecTBa Yciyru siBisiercs JJocTynmHocTh YcCilyru 3a OTUETHBIM MEpHOL
TEXHUYECKOH MOJACPHKKH.

JlocTynmHOCTB Y CITyTH ONpeaesieTcs o CAeAyoei popmye:

[Tepuon nocrynuoctu Ycnyru = (T nepuon — T nenocrynnoctu) /T nepuog*® 100%

T nepuon — BpeMs IIPEAOCTABICHUS Y CIIYTH 3a OTYETHBIN MEPUOJ] TEXHUUYECKON MTOAJICPKKH.

T HenocTynmHOCTH — BpeMsl HEAOCTYITHOCTH Y CIIYTH 3@ OTYETHBIN NIEPHOJ TEXHUYECKON TIOIIECPKKH.
VYcnyra cuuTtaercss HEIOCTYITHOM ¢ MOMEHTa MoiydeHus obOpameHust KimeHnTa 06 MHIMACHTE U JI0
OTIIPABKHM OTBETa Ha 0OpallleHHe O BOCCTAHOBJIECHUHU JOCTYIHOCTH (C y4€ToM (haKkTa NOATBEPKICHUS
uHUuAeHTa co cropoHbl Komnanum nyrém omnoseuieHuss Kimenta Ha stame o0paboTku u
pearupoBaHMs Ha HHIMAEHT). OnoBelleHWe O HEJOCTYHNHOCTH npuxoauT oT Kimenrta nyrém
oOpamieHus: B cayx0y TexHu4deckoi moanepxku Komnannu depe3 nntepdeicsl yka3anHbix B 11.3.1
HacTosAero CornameHus.

IIpn pacuere BpeMEHM HEIOCTYIHOCTH YCIYIM HE YUYUTBHIBAIOTCS MEPUOAbI HEIOCTYIMHOCTH,
BO3HUKIIME N0 BuHe KineHra, a Taxxke nepruoipl TexHuueckoro oocinyxuBanus (1.3.4).
EavHCTBEHHBIM OQUIMATBHBIM U JOCTOBEPHBIM HCTOYHMKOM HM3MEPEHMsI JTaHHOTO IOKa3aTess
apigercs orueT Kommnanunn.

Komnanusi rapantupyer cobiaioaenue JlocTymHocTH Yciayr B KasKAOM OTYETHOM Iepuoie
TeXHHYECKOH MOAAEPKKH NpeaocTaBaeHus Yciayru KiimenTy Ha ypoBHe He MeHee apaMeTpoB,
YKa3aHHBIX B Ta0/u1le HUKe:

Kareropus JocTynHOCTD IMepuon Bo3moxnasn be3oTrka3nasn
HEJOCTYNMHOCTh pabdora
JoctynHocTh 99% OT4éTHBIN nepros 214 54m 52¢ 901 94 32m
Yenyru SIEMaaS TEXHUUECKON 26¢
MOJJIEPKKH

[Ipu pacuére ucnonb3yrOTCs CAEAYIOMNE YCPEIHEHHBIE 3HAUCHHUS:
30.437 nueit B Mecsiue, 91.311 nens B kBaprane, 82.621 nus B nonyroauu, 365.243 nHeit B rony.

HpI/I CHIDKCHHHM TI0Ka3aTejsl HMXKE COrJIACOBAHHOIO 3HAYEHHUS B KOHIE OTYETHOIO nepuoaa
TEXHUYECKOU MOAACPIKKHU HACTYITACT OTBETCTBCHHOCTDH KOMHaHI/II/I, OIIMCaHHas B Ta6J'II/II_IC HUWXKC!

KosmnuecTBo nHeii 6€3B03Me31HOTO
Hoctynnocts Yeayru (%) B 0T4ETHOM noJib30BaHus Y ciayroii Kiimenrom B
nepuojie TEXHUYECKOH MOJIePKKH Nnepuo, cJeyHIuii 32 0TYETHBIM
(koMmeHcanusi)
99%> octynHocthb ¥Yceayru> =98% 15 nueit
98%> loctynHocthb ¥Yceayru> =95% 25 nHew
HJoctynmHocts Yeayru <95% 1 mecsiig
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J11st mosTy4eHusl KOMITIEHCAIMK Ha OCHOBaHUM 0T4éTa Kinenty Heo0xoaumo B Teuenne 90 (neBsHoCTa)
JTHEW ¢ MOMEHTa OKOHYAHUSI OTYETHOTO TIEPUOa TEXHUUECKOH MO Iep KKH HanpaBuTh OOpalieHue B
Lentp momnepxku yepe3 uatepdeiicel Komnanuu (11.3.1), B KOTOpOM HEOOXOIUMO YKa3aTh MEPUO.T
HEJOCTYIMHOCTH Y CIIYTH W/WIM MPEBBIIMICHUS CPOKOB OKAa3aHUSI TEXHUUYECKON TOJIICPKKU, a TAKKe
COOOIIUTH O JKEJTaHUH MOTYYUTh KOMITeHcauio. B Teme oOparenus cienyet ykaszats «KomneHcanus
o SLAY.

B Teuenue 15 (marHamuatv) pabouux aHEW OT AaThl mojydeHusi qanHoro OoOpamieHuss Kommanus
00si3yeTcst mpeaocTaBuTh KiMeHTy oTBeT, B KOTOPOM OyayT YKa3aHbl YCIOBUS TPEIOCTABICHUS
KOMITEHCAIIMN UM MOTUBUPOBAHHBIIN OTKa3 OT €€ Mpe10CTaBICHUSI.

Komnencarusi npenocraBisieTcsi B NMEPUOJ, CIACAYIONIMN 3a OTYETHBIM, B BHJI€ OIPEICICHHOTO
KOJM4YecTBa THEH (B 3aBUCHUMOCTH OT MOKa3aTessl AOCTYIMHOCTH YCIYTd B OTUYETHOM IEpUOje
TEXHUYECKOH MOICPKKH ) 0€3BO3ME3THOTO TIOJB30BaHUS Y CIIYTOM.

4. OT'PAHMYEHMSA NPEJOCTABJIEHUSA YCJIYI'U I'PAHUILBI
OTBETCTBEHHOCTHU SLA)

4.1. 30HbBI OTBETCTBEHHOCTH

B 30He oTBeTcTBeHHOCTH KOMIIaHUM HaXOsATCS:

e Becs uH(pacTpykTypa, I[10 nmpomexyrounoro ciosi, I[1O mpuiiokeHui U JaHHBIE TPHIOKECHUH,
BbIJIEJIEHHOTO KoJutekTopa coonrtuii (Event Collector), pacmonoskeHHble B IEHTpe 00paObOTKH JaHHBIX
Komnanum;

e 3apeneHue B SIEM UCTOYHMKOB COOBITHI;

®  ©XKEJHEBHOE PE3EpBHOE KONMPOBaHUE cOObITUI U KoHQurypauuid Knuenra B nepuop ¢ 0:00 no
3:00.

B 30He oTBeTcTBeHHOCTH KilMeHTa Haxoaarcs:

®  COXpPaHHOCTh YYeTHBIX 3amuceii KimmenTa u xoppektHocTs KoH(purypanuu B SIEM,;

e mporpamMmHo-anmnapaTHbli komiuieke Bel VPN s goctymna k moprainy caMmoo0CTy)KUBaHHS
Yenyru;

e oOecrieyeHHE NOJKIIOUYEHUS K CETH OOIEro MoJIb30BaHMS,

e ynaneHHbIH KoyuiekTop cobwiTuii (Disconnected Log Collector).

KoMmanusi He HeceT OTBETCTBEHHOCTH 34!

®  MOHHUTOPHUHI JOCTYMHOCTH JIOOBIX CHCTEM M MPOrPAMMHOTO OOECIEeUeHHUs, Pa3MEIICHHOTO Y
Kinuenra;

®  KauyecTBO KaHAJIOB CBS3M U coeMHEHUH ¢ IHTepHeT, HaXOAsIIMUXCS BHE 30HBI OTBETCTBEHHOCTHU
u koHTpoJia Kommanuy;

e JesATeNbHOCTH KiMeHTa, CBA3aHHYIO C HCIob3oBanueM SIEM.

5. TPEBOBAHHE K ITOJIb30BATEJIAM YCJIYI'H CO CTOPOHBI KJIMEHTA

5.1. TpeboBanusi K KBaTH(PUKANNH

[Tonp30BaTeny 10KHBI 00J1a1aTh 6a30BBIMHM HABBIKAMH HCII0JIb30BAaHMS IEPCOHAIEHOTO KOMITBIOTEpa
U 0(pUCHOrO MPOrpaMMHOr0 OOECHEeYeHHUs, YETKO CJIe0BaTh MHCTPYKIUSAM [0 HCIOJIb30BaHUIO
Yeayru.

B mensx yckopenust o00paboTrku oOpamenuid [lomb3oBaTensM pPEKOMEHIOBAHO BBITIONHATH
O3BYUEHHBIE CIELHUAINCTAMU TEXHUUYECKOM MOJAEpPKKM JAEUCTBUS M IPENOCTABIATH  BCHO
nH(pOpMaINIo, HEOOXOIUMYIO JJisi 00eCIeUeHUsl CBOEBPEMEHHOM 1 MPOpeCCHOHATbHON TEXHUYECKON
MOJJEPKKH Y CITYTH.

5.2. 3HaHue JOKYMEHTAUNHU

ITonb3oBarensM Yciayru peKOMEHIYETCs O3HAKOMUTHCA C JOKYMEHTaMH, PErjJaMeHTHPYIOIIMMHU
OKa3aHue Y CIyru.
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6. MPOLEJYPbI

6.1. Ilpouenypa usmenenusi CoranieHus
Jannoe Coramenue sIBISETCS HeOoThbemyieMol dacThio JloroBopa 00 okazaHuum YCIyr
MH(POPMALIMOHHOHN 0€30MaCHOCTH.

Bo Bcém ocranbHOM, 4TO HE MpeaycMOTpeHOo ycioBusiMu Hactosmero Cornamenus, CTOpOHBI
PYKOBOACTBYIOTCS ycnoBusiMu JloroBopa u [Topsimkom okazanust Y cimyru «JlocTyn k cucreme cObopa u
koppensuu coosrTril (SIEMaaS)».

Komrmanust BIipaBe B OAHOCTOPOHHEM TMOPSIKE U3MEHATh HacTosmee CorameHue.

6.2. [IpenocraBijieHue oT4éTHOCTH KineHTy
Otuér 0 KadecTBe MPEAOCTABJICHHS YCIYrH 3a MEPHOJ W/WIKM Jpyras HWHPOpMAIUsS U3 CHUCTEM
Monutopunra Komnanum, npegocranisiercs 1o 3amnpocy KiueHra no 3ieKTpoHHON MouTe B TEUEHUU
15 pabouux nHEH ¢ MOMEHTA MOJIYYeHHS 3a1mpoca.

6.3. Ilpoueaypa npexkpaieHusi NpeAoCTABJIEHUs Y CJIYTH
[Tpouenypa mpekpamieHus mpeaocTaBieHus yeayru KilmeHTy ocymecTBIsSeTcs MyTéM pacTOp:KEeHUs
JloroBopa Ha OKa3zaHuE yCIyTH, 10 OCHOBAaHUSM U B MOPSAKE, peaycMoTpeHHOM B JloroBope.
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