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006 OKa3aHUM YCIyT TeXHUUECKOU TO/IEPIKKH
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1. TepMuHBbI U onipeje/IeHUsA

TepMHUHBI Onpejenexnue

) ABTOMaTU3MpOBaHHAsA CUCTEMAa ydeTa 3agBOK Ilo/b30BaTess
Service Desk http://support.zvezda.ltd: 10112

3aKOHHBIM TIpe/iCTaBUTe/b Bilajie/blia MPOAYKTOB «3Be3zia» WM
ITo/Ib30BaTe/h HeroCpe/CTBeHHbIM  Biafiesiell, MMeolue [elCTBYIOLUN U
aKTUBHPOBaHHBIX CepTU(HKAT Ha TEXHUUECKYIO MO JEPKKY.

JokymeHT, mipefocTaBisitoluii  mpaBo  [lonb3oBarento  Ha
Ceprudukar Ha | MO/y4eHue yC/Iyrd TeXHUUeCKOW IOAJAEp)KKU C OIpeze/eHHbIM
TeXHHUYecKylo moagepxky | SLA, Ha OnpejieleHHbIX TMPOAYKThI «3Be3fia», B TeueHue
oIpeie/IeHHOr0 CpoKa

Jlata okonuanus | JaTa, ¢ KoTopod HeBO3MOXXHO mnpuobpereHune CepTrdukara Ha
OAAEPIKKH TeXHUUYECKYI0 MOJAepKKY /ISl JaHHOrO TUIa MPOAYKTOB «3Be3a»

2. O01He 1M0/I0)KeHUA

2.1. Hacrosimmii fokyMeHT (fjanee — «/loKyMeHT») ycCTaHaB/MBaeT TpeOOBaHHWsI K TIOPSAKY
OKa3aHHUsl yC/IyT TeXHUUeCKOM MOAJep)KKU MPOAYKTa «3Be3Zla» U BCeX ero KOMIOHEHTOB. B pamkax
TeXHUUECKOM TIOJJEep)KKA  pellaloTcsl  BOMNPOCHI,  OmpefesieHHble  JJOKyMEHTOM, COTr/IacHO
yCTaHOB/IEHHBIM YPOBHSIM 00C/Ty>KUBaHUSI.

2.2. B paMKax TeXHUYeCKOH MOoAJep>KKH Mpe/ioCTaB/IsF0TCS CIeyoLue BU/bl YCIyT:
2.2.1. KoHcynbTanus 1o TeXHUYeCKUM BOIIpOCaM, CBSI3aHHBIMU C MPOAYKTAMU «3Be3a»;
2.2.2. YcTpaHeHre HeHMCIPaBHOCTH B paboTe MPOAYKTOB «3Be3/a»;

2.3. TexHuueckas TojJep)KKa MNPOAYKTa «3Be3/la» OKa3blBaeTCs Ha PYCCKOM fA3bIKe M Ha
Tepputopuu Poccuiickoli @eziepalivi.

2.4. TexHuueckas nojjepxka IpoAyKTOB «3Be3za» A0CTyrHa [lonb3oBaTensiM — Biazesiblam
JenctByrolero CepTudukara Ha TeXHUUECKYIO TTOAJepXKKY (fanee - CepTudukar).

2.5. TlpuoGperenne CepTudrkata Ha TEXHHUUECKYIO TIOAJEP)KKY O3HadaeT COrjacue
[Tosib30Baress ¢ yc10BUsIMU HacTosiero [JJokymeHTa.

2.6. ObsizatenpHas aktuBauus Ceprudukara ocymecTsisiercs: [Tonb3oBaTenieM He mo3zHee 6
MecsiLeB C faThl Bbiiaun CepTrdukara.

2.7 Ecny akTvBauMsl cepTU(UKaTa He BBINIOJHEHA B CPOK, yKa3aHHbId B 2.6. - cepTu¢uKaT
aKTHMBUPYeTCsl aBTOMAaTUUeCKH aTou Bbljaun ceptudukara [lonb3oBaresto.

2.8 [Mns akrtuBaumu CepTtudrkata, HeoOXOAWMO TIPUC/IaTh OTCKAaHMPOBAHHYIO KOITHIO
CeptudukaTta no agpecy support@zvezda.ltd ¢ ykazanuem ®UO, TenedoHa M afpec 371eKTPOHHOMU

3 /// www.zvezda.ltd



http://support.zvezda.ltd:10112/
mailto:support@zvezda.ltd

*

o o
7 / /77 (06LecTBO C OrpaHn4eHHoi
: K] wl/ OTBETCTBEHHOCTbH0 «3BE3/a»
000 «3se3ma»
A o 125124, . MockBa, yn. lpasabl, 4. 8, k.13
o OV O mmmm

OrPH 1217700119702
WHH 7730263051/KN 771401001
Ten.: 8 (800) 100-53-96

MO4YTbl KOHTAKTHOI'O JIMLld WX JIWL], KOTOPbIE 6yAyT OCYyLIEeCTBJIATb B3aHMOAeﬁCTBHe C UH)XXeHepaMHU
00O «3Be3fa».

2.9. IMocne perucrpaiyu CepTUduKaTa, Ha OCHOBAaHUU TIpeJ0CTaBIeHHONW UHpopMaluu 0yaeT
CO3/laHa yueTHasi 3aliMCh B CUCTeMe yueTa U Co3[jaHus 3asiBOK Service Desk [/1s1 Ka)K[JOr0 KOHTaKTHOTO
JIML{a, YKa3aHHOro B 11.2.8.

2.10. Nudopmanus o goctymnHbix Tunax CeptudukatoB rpejactaBiaeHa B [IpunoxkeHun Nel —
Turnbl CepTUPUKATOB Ha TEXHUUECKYIO MOAJepKKY U SLA.

2.11. Ceptudukar moxeT ObITh TIpUOOpPeTéH Ha 0O0M CPOK, He BBIXOAAIMWK 3a [aty
OKOHUYaHUs TeXHUUYEeCKOM MOA/1eP)KKH /1/1s POAYKTOB “3Be3/ja” BK/ItOUeHHbIX B CepTU(UKAT.

3. IlpuopureT 3asiBKM Ha TEXHUYECKYI0 MOA/IEP)KKY U BpeMsi peaKiMu

3.1. 3aBUCHMMOCTb BpeM€eHU peakLiMu OT NIPUOpUTeTa yKasaHo A1 Kakzaoro tTvna Ceptugdurkara
B [Ipunoxxenny Nel — Turnbl CepTU(UKATOB HAa TEXHUYECKYIO MOAAePXKKY U SLA.

3.2. Bpemsa peakuuyd — 3TO BpeMsl C MOMEHTA, KOI/la WH)XeHep TeXHUYEeCKOW IOAJepiKKU
OO0 «3Be3a» MPUHMMAET 3arpoC Ha OOCTY)KUBaHWE IO MOMEHTA, KOT/la MHXKeHephbl TeXHUUECKOH
NoAZlep kKU CBsDKYTCA € [Tonb3oBaTenem.

3.3. IlpuopuTeT 3asBKU ycCTaHaB/vBaeTcsi [lo/ib30BaTesieM B MOMEHT CO3/@aHHUsl 3asiBKM Ha
TeXHUUECKYIO TIO/|ZIepXKKY B COOTBETCTBUU OMMCAHWEM TTPUOPUTETOB HIDKE.

YpoBennb

OmnpegeeHye NpuopuTeTa
npuopureTa Pen pHop

Kputnueckoe Bo3jelicTBMe Ha paboTy mnpeanpustus. I[lonHas ocCTaHOBKA
¢byHkmii  OusHec-miporjecca. IIpoAyKT TOMHOCTBIO BBIIIEN W3 CTPOSl TIpH
OTCYTCTBUM NyOnupytoiux cucrem. [ToBpexxjeHue, roTepsi JaHHbIX.

IIpuopurer 1
(IT1)

OrpaHUYeHHOe B/IUSTHMEe Ha pabouue Mpoljecchl mpeanpusTus. HectabuibHoe
IIpuoputeT 2(COCTOSTHHE TIPOJYKTa, BBIXOA U3 CTpOsi Hepaboueil (TeCTOBOM) CHCTEMBI,
(I12) Mpo0/ieMbl C TIPOAYKTOM, [jisi KOTOPBIX HaMIeHO BpPEMEHHOe pelleHue WU
pe3epBUpOBaHUeE.

Huskoe BO3JeliCTBHE WM OTCYTCTBUE BO3ZIEHCTBUsS Ha paboure MpOLecChl
npeanpusTsi. TexHUUeCKHe BOTIPOCHI, He CBsI3aHHBbIE C HeCTaOM/IbHOW paboToi
MpOAYyKTa WIM KauyeCTBOM IIpeJloCTaB/sieMbIX yciayr. KoHcynbrauus 1o
byHKUMAM 000pyZOBaHUs, TeXHUUECKUM XapaKTepPUCTHKaM, JKCIUTyaTalid U
KOH(UTYpUPOBAHUIO, a TaK)Ke BOIPOCHI/TPOOJIEMbI, Kacarolecss (QyHKLWH,
rMpUMeHeHVe/aKTUBaLUs ~ KOTOPbIX  TO/MBKO  rulaHupyeTcsi.  CHWKeHue
MpPOX3BOUTEBHOCTH.

IIpuopurer 3
(T13)

3.4. TIpuopuTeT 3asBKU MOXKeT ObITh M3MeHeH nxeHepoM OOO «3Be3za» B mporiecce paboThl C
Ilone3oBaresnem.
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4. HOpHﬁ[OK MoAd491 U peruCrpanuu 3a4BKH Hd ITPpeJ0oCTaAB/IEHHE
TeXHHYeCKOH MoAAEPKKH

4.1 Bce KOMMyHMKalMM [0 BOIpPOCaM TeXHUUECKOW mnopjepXku mexnay [losnb3oBaTenem u
cnetpanictamu OOO «3Be3za OCyIIecTBASIOTCS dyepe3 cuctemy Service Desk, 3/eKTpoHHY0 mouty
support@zvezda.ltd nmu TeneoHHYO CBS3b.

4.2. OcHOBaHMeM /i1 IIpeJJOCTAaB/IEHUSl YCJIYr TeXHUYeCKOW TMOAJeP)XKM Haauuue
JlercTByrollero U aktueupoBaHHOro Ceprtudukarta M 3asBKy [lonb3oBaTensi MpojyKTa «3Be3za»,
3aperucTpupoBaHHOM ¢ cucteMe Service Desk ro agpecy: http://support.zvezda.ltd:10112

5. ITopsAAOK 0Ka3aHUsA TeXHUUECKOM MOAAeP)XKH NMPOAYKTa «3Be3/ja»

5.1 KntoueBble fielicTBUSI MH)KeHepa TexHuueckou nmoggep>xku OO0 «3Be3fia» (GUKCUPYIOTCS B
uctopun paboThI 110 3asiBKe B crucTteMe Service Desk.

5.2. U/3meHeHue craTyca (9CKajnalusi, MW3MEHEHUWEe YPOBHS KPUTUYHOCTA U  T.I.)
COTIPOBOXKZAIOTCS TTO/IPOOHBIM KOMMEHTapreM WH)XKeHepa TexHuueckol nogzaepkku OO0 «3Be3zga» U
yBezioMmieHreM [lonb3oBaresisi O 371eKTPOHHOM TOUTe.

5.3 Ilpu HeoOXOAVMOCTHM W HAIMYMK TEXHUUECKOH BO3MOXKHOCTU WH)KEHEep TeXHUYeCKOU
noggepxku OOO «3Be3pa» 3arnpaivBaeT y Ilonb3oBaTesis BO3MOXHOCTD y/1a/leHHOIO MOAK/IIOUeHUs
Y TIPOBOJUT y/la/IeHHYH0 JUArHOCTUKY COCTOSIHUA MIPOAYKTa «3Be3/a».

54. B cnyyae OTCYTCTBUSI TeXHHUUECKOM BO3MOXKHOCTH Y[aJieHHOTO TIOJK/THOUeHUs
JIMarHOCTUKA TIPOU3BOIUTCS MyTeM B3aumo/eiicTBus ¢ [lonb30oBaTesieM U TIpe/jOCTaB/IeHUsI UHKeHepy
TeXHUYeCKOU Mo/Jiep>KKH JUarHOCTUUeCKOW WH(GOpMaLUH, BHITPYKEHHOM U3 TPOAYKTOB «3Be3/a».

5.5. B ciyuae, ecv ipob/ieMy He TIOTy4aeTcs JIOKaM30BaTh U PEIINUTh Y/a/leHHO, BO3MOXKEH
Bble3/] MH)KeHepa TeXHUUeCKOM T0ZIePKKH TI0 aZipecy pacrioyioyKeHusi 000pyA0BaHUS.

5.6. ITocne ocyiecTBieHus: paboT Ha oO0bekTe Ilonb30BaTesisA, 3aMoMHIETCS akKT 00 OKa3aHUU
ycIyr TexHuuyeckod nopagepkku (Ilpunoxenue 2). B koropom ykassiBatoTcs:i ®PUO ncnonHutens u
®UO nonp30Bareisi, MpUHSBIIET0 paboTy, Ha ocHOBaHMM Ne JOKyMeHTa, HAUMEHOBaHHUe YCIyTU. AKT
COCTaBJISIeT B [JBYX SK3eMIUIsIpax /i KaKA0M CTOPOHBI.

5.7. JItobble KOMMYHHKAI[UM ¥ HTHOE B3aUMOZIEHCTBHE B PaMKax Mpe/IoCTaB/IeHUsT TEXHUUeCKOH
MO/ IeP)KKU TIPOMCXOAT B BEXK/IMBOU U yUTHUBOM (popMme.

5.8. OTBeThI Ha CTaHJAPTHBIE, YACTO 3a/aBaeMble BOIIPOCHI 110 TEXHUUECKOM MO/ Jep>KKe MOTyT
OBIT MpejoCTaB/IeHbI B BU/Ie CChIJIOK HA COOTBETCTBYIOLIYIO I0KYMEHTALIMIO TI0 MIPOAYKTY «3Be3/an.

5.9. Ecm Ilonb3oBaresis He OTBeTWI B TeueHHWe CYTOK IIOC/Ie IIPeJOCTaB/IeHUs pelleHMUs,
OTIIpaB/sieTCsl MOBTOPHOE YBeZlOM/IEHHE C 3allpOCOM Ha aKTyaJbHOCTb 3asBKU. B ciydae, eciu
[Tonb3oBaTenb He OTBETHW/I Ha IMOBTOPHOE yBeJOMJIeHHe B TeueHre 1 paboyero [Hs, OTIPaBISETCS
yBejoM/eHMe 00 aBTOMAaTHUeCKOM 3aKpbITUM 3asBKM CO CTaTyCOM «3akpbiTa» C OINMCAHHEM
IIPUMEHEHHOTO pelleHNts.

5.10 ITonb30BaTesb OLjeHUBaeT NpeAJIO’KeHHOe pellleHre HH)XXeHepOM TeXHUYeCKOH MOALepKKU
OOO «3Be3fa» B paMKax BBINOJHEHWS KOHKDETHOIO MEpPOIPUSTUS B XOJe OKas3aHWs YCIyr II0
pelleHNI0 BOMpOca, yKa3aHHOro B 3asBKe [lo/b30BaTesns], ¥ B C/lyyae HeyZ0B/IeTBOPUTE/ILHON OLeHKU
HarnpasJisieT 3asBKY ITOBTOPHO.
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5.12. 3asBka Ilosb30Barenssi CUWTAeTCS BBITIOJHEHHOW HazyieXXaluMm o0pa3oMm  Trocse
TIPUCBOEHHST MH)KeHepOoM TexHuuecKou noagep>xku OO0 «3Be3fia» 3asiBKe CTaTyca «3aKphbITa»

5.13 3agBKa 3aKkpbIBaeTCs Ioc/e mnojayuyeHus oT Ilosb3oBaTenss MOATBEPKAEHUs peLleHrs I10
3asiBKe 00 B Cylyyae, MpelyCMOTPEHHOM B 11.6.6. HacTosiero JokymeHTa.

6. 3aK/TIoOUNTe/ILHBIC TT0J/I0KEHUA

6.1. Tlepuoguuecku 1jeHTp TexHuueckou nogaepxku OO0 «3Be3ga» uHdopmupyet [lonb3oBaTesneii o
BBIXO/Ie OOHOBJIEHUH, MOSIB/IEHUY HOBBIX (DYHKIIUH, TJIAHUPYEMBIX JaTax PeU30B U Mpoyee.

6.2. ndopmMrpoBaHue MPOU3BOJUTCS Uepes:

6.2.1. D/IeKTPOHHYIO MOYUTY LleHTpa TexHuUecko rozaepxku OO0 «3Be3ga»: support@zvezda.ltd;

6.2.2. Pa3memiennie nadopmaruu Ha oduripansHoM caiite OOO «3Be3ga» - https:/zvezda.ltd B pa3gene
«TexHuueckas noggeprxka».

6.2.3. Service Desk: http://support.zvezda.ltd:10112
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AKT Ne

IIpunoxenue 2 — dopma akTa

00 0Ka3aHHMM yCJIYT TeXHUYECKOH MOAAePIKKHU

00 OKa3zaHMH yC/IyT TEXHUYECKOH MO ePKKH

Ucnomnurenb: OOO «3Be3ma», MHH 7714553860, KIIIT 77401001, 125124 r. MockBa BH.Tep.T.
MyHHUIUTIaIbHBIN OKPYT BeroBoi, yi. IIpaBapl, 4. 8, K. 13, ataxk A3, nmom/kom XVII/47

(momkuocTb, YO nipecTaBUTesIsT)

ITonb3oBaTenb:
(momkHocts, PUO npeacTaBuTess)
OcHoBaHnue: «__» 2022 r. Neo
HaumeHnoBaHnue paboTsl
No P En. u3m. Ko/muectBo Ilena Cymma
(yciyrn)
Hroro:
Be3 nanora (HAC):
Bcero (c yuerom H/IC)
Bcero okasaHo yciiyr Ha CyMMy:
pyOJeit Korieek, B Tom urcie HIC 3
pyosieti KOTIEeeK.

BeieniepeuniciieHHble  paboThI (YCyTH) BBINOMHEHBI B CPOK. 3aKa3uMK TIPeTeH3Wd Mo o0bemy,

KauecTBY ¥ CPOKaM OKa3aHHsl yCJIyT MpeTeH3ul He MeerT.

HWcnonaurennb: ITonb30BaTenb:

CreLMauCT LieHTpa TeXHUUeCKOW TOAJePyKKU
000 «3Be3ga»

M.IL.
« __» 20 r.

M.IL

«__» 20 r.
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