PETJTAMEHT B3AUMOJIEMCTBUA
000 «5 xu Baid®ait» 1 MyHuuunaibHoe kazéHHoe o01eodpazoBaresibHOe
yupexxaeHue "I msaakoBckas cpeaHss mIkona ",
Henonnurens [Toayuarenn
U TEXHUYECKOH MOLAEPKKHU KayecTBa yCayr Nepeadn JaHHbIX, 0Ka3blBAEMBbIX
1o rocyaapcrseHHoMy KoHTpakTy Ne 0173100007519000050 144316

1. OOwmue nonoxeHus

1.1 HacrosammM JOKYMEHTOM YCTaHABJIMBAETCS TMOPAJOK B3aMMOIEHCTBHUA
TexHU4eckux cinyx0 Mcnonnurens (manee MCrmomHUTEND) U TEXHUYECKHX CITYKO
[Tonygatens (nanee ITonyudaresns), NOpsIOK 3CKaNalMU [IPU YCTPaHEHUH MpobieM
¢ yclryramu cBa3u B pamkax ['ocynapcTtBeHHoro koHtpakTa oT «09» aBrycra 2019
roga Ne 0173100007519000050 144316.

1.2 CocTaB, TexHUYECKHE XapaKTEPUCTUKHU M MapaMeTphl YCIYT OINpeaeseHbl B
COOTBETCTBYIOLIEM ['ocymapcTBEHHOM KOHTpakTe W TeXHMYecKOM 3aJaHuH,
KOTOPOE SABJISETCS MPUIIOKEHUEM K [ 0Cy1apcTBEHHOMY KOHTPAKTy.

1.3 Ctoponbl oOMeHWBarOTCsT Bcel  HeoOxommmoli  wHbopMammed  mas
peaylM3allid  KOHCTPYKTHBHOIO B3aUMOJEHCTBMs, B pamkax olecrnedeHus
rapaHTHPOBAHHOTO Ka4ecTBa YCIYT.

2. KoHTaKTBl TEXHUYECKHX CITy:K0 A/ B3aUMOACHCTBHA
B3aumogeiicteue  mo  Bompocam  obecrnieueHuss  OecriepeOofHOrO
(yHkuroHHpoBaHus [lomyudatens ocyllecTBiseTCs MEXKIY TEeXHHYECKHUMH
cnyx6amu [lTonyuarens u McrnonHuTensi, KOHTaKThl KOTOPBIX yKa3aHbl B I.2.1 H
n.2.2 COOTBETCTBEHHO.
2.1 KonrakTsl [lonyuarens

OTBeTcTBEHHbIH Tenedon e-mail

Crneunanuct no padote ¢ ;;L.‘\]“ S
TEXHUUYECKUMHU Mafwna Jee MJ;{&LQ
NpPEeTEeH3UAMH (CMEHHBIH ) L9/0 561638 9%2
HalpaBleHus 1o padore ¢ |
TEXHUYECKUMHU
NpeTeH3UsIMH

2.2 Konrtaktel UcmonauTens

OTBeTcTBeHHBII Tenedon e-mail
Cneumanuct no padbore ¢
TeXHHUUYECKHUMHU +7-800-505-97-20 cifs@domru.ru
peTeH3HUsIMHU

2.3 BzaumoneiictBue CTOpOH ocyllecTBseTcs pexume «24x7» (24 gaca B
CYTKH, 7 nHeH B Henemto, 365(6) nHel B rojy), ¢ MCIOJb30BAaHHEM HMEFOLINXCH
CpencTB  CBS3U: TenedoOH, DJJIEKTPOHHAs MO4YTa, COIIACHO KOHTAKTHOM
uHdopMaluu, npenoctaBieHHod CTopoHaMu IpYT APYTY.



2.4 TlomyuaTens caaeT 3agBKH Ha HEHCIPABHOCTH MCTONMHUTEIIO.

[Tocne nmposenenus nepBUYHOH aAMarHocTuku Mcnonnurens otkpeisaer TT
1 coobwaet Homep [Tomyuarerio.

2.5 CTopoHBI CBOEBPEMEHHO MPEeNOCTaBIIOT APYT APYry WHGpOpMaLu oo
MU3MCHCHMM KOHTaKTHBIX JAHHBIX OIEPATHBHBIX CIIyKO, a TakKe KOHTAKTHBIE
JlaHHbIe PYKOBOJCTBA TEXHUYECKUX Moapa3eneHuii CTOpOH.

3. I'lopsi1oK B3aMMOICHCTBHA CTOPOH

3.1 Hcmonuurtens o0s3aH NPUHUMATh M PErHCTPUPOBATH OOpPallleHHs
IMomy4aTens, cBa3aHHbIe ¢ BhISBIEHHEM IpobieM Ha kaHanax [lomydarens.

3.2 O6pamenust ot [logyuarens perucTpupyroTcss B 0asze JaHHBIX
ABTOMaTH3UPOBaHHOMH CUCTEMBI yIIpaBIEHUS npodiemMamu. 3anucs,
cpopmupoBanHas B 0a3e NaHHBIX, HIACHTHQUUUpYyeMas ee HOMEPOM, HOCHT
naszBanue Trouble Ticket (manee TT).

3.3. Ionyyarens npu obpamennu kK McrogHuTemo mnepenaer cooOlIeHKe,
cozlepiKalllee CleayrollIne CBeIeHHUS

- Ha3zBanue komnanuu

- YHuKanbHbli uaeHTHGUKaTOp [lomydarens, yka3aHHbIH B aKTe IPHEMKH

- 'eorpaduueckuit Agpec Ob6bexta [Tonyuarens;

- [TonpoGHoe onucanue mpobreMsl:

- J1aTa ¥ BpeMs BOSHUKHOBEHHUS MPoOJIeMBlI,

- KPUTUYHOCTB IIp00JIeMbl (HeZOCTYITHOCTh WM YXY/IIIEHHE KAa4eCTBa);

- Pesynbrarhl mepBUYHOH 1MarHocTUky (ping, trace) ¢ ykazanuem [P-anpeca
obopynoBanus [Tons3oBarens (Mpu X HATHYUK);

- ®HO u KoHTaKTHbIe NaHHbIe MpeacTaBuTeNs [lomyyaTens Ha oObeKTe;

10 BO3MOYXHOCTH - HaJIMUHe 3JIeKTPOITUTAHUS:

B nnomewieHuu [lonyuarens;

Ha OKOHe4yHoM obopynoBanuu [lomygatens;

10 BO3MOXKHOCTH, HH(QOPMALIMIO O BHELIHEH HHIMKAaLMKU Ha 000pyI0BaHUH
Hcnonuutens u [MomyvaTers.

- 10 BO3MOXHOCTH, UWHGMOpPMALMIO O [epe3arpy3ke o0060pyIoBaHHS
HMcenonnurens u [Tonyuarens.

3.4 HcnonnuTtenb perucTpupyeT NpodieMy M B Te4YeHHe 15 MHHYT C
MomeHTa  oOpamenus  [lomywarens  coobmaer  [lonmyuatemo  Homep
3aperucrpuposantoro TT.

3.5 Ilepron HENOCTYNMHOCTH YCIYTM WM YXYIIIEHHs KadyeCcTBa YCIYrH
Ha4yHHaeTcs ¢ MoMeHTa oOpameHus [Tomyyaress Kk Mcnonaurero.

3.6 Tlocne perucrpaumun TT MHcenoaHurens HPOBOAHT MPOBEPKY TIO
nocTynuBileMy — oOpamieHuto. [lo pe3ympraTaM NpOBENEHHOM  MPOBEPKH
Hcnonuurens napopmupyert [omyyaTess.

3.7 B cinydae He oOHapykeHHs TpoOlieMbl B 30HE OTBETCTBEHHOCTH
Hcnonnutens, McnomHuTtens 3ampainMBaeT [OMOJHUTENBHYH) IHATHOCTHKY
npobaemsl y I[Nomydarens.



3.8 Hcnonnutens nepesomutr TT B 30HY OTBeTCTBeHHOCTH [losmyyaTens
(ITprocTanasnuBaet) B cayyasx:

B xone ycrpawenus TT npu Heo6xomuMocTH oGecheueHus JOCTyIa Ha
o0bekT [Tonmyuatens;

B xone yctpanenus TT npu nHeobxomumoct 3anpoca k Ilomyuarento o
JIOTIONHUTENBHOH  NIPOBEPKE  PaBOTOCTIOCOBHOCTH CHCTEM  KH3HEOGecTeyeHIs
000opynoBaHus (3JEKTponUTaHH1e, KOHANIHOHKPOBaHUe) Ha obbekTe Ilomyyarens
B clydae OTCYTCTBHS NON00HOH nHopmanuu npu cnave TT UenonHuremno umu
MOABJCHHN  JIOTIONHUTENBLHBIX  OOOCHOBAHHBIX MOJO3pEeHHUit Ha 3Ty MNPUUYUHY
HepaboToCroCOGHOCTH yCTyru B pamMkax Jnoxkanmusauuu TT;

B xoze yctpawenuss TT npu HeoGxommmocTy 3anpoca K Ilonyyartens Ha
HPOBENICHHE NOMOJIHUTEILHON JIHMArHOCTHKH Ha 0BGOpYIOBaHHUH Ilonyyarens ns
JTOKaTU3auuu npuaunel TT;

[lo pesynpratam noxanusammu u ycrpanenus TT, korma coBMecTHBIMU
NCHCTBHSAMH BBIABNEH (aKT MPHIHHB] pOOJIeMBI B 30HE OTBETCTBEHHOCTH
[lomyuarerns.

TT nposonutes B 30Hy oTBeTCTBEHHOCTH [Tonyuarens ToabKo npH yenoBHu
HPELOCTABICHAA  apryMEHTHPOBAHHBIX  JOKA3aTENbCTB  OTCYTCTBHUSA npodiem
(AMAarHOCTHKHM) co cTopoHbl McmonuuTers.

13 mnepuona HemoctymHoCTH yeoyru B TT wumm BpemeHu perueHws
npodaemsl 1 TT ¢ yXy/lTeHHeM KayecTBa BbIYHTACTCS BpeMs Haxoxnenuss TT B
30HE OoTBeTCTBeHHOCTH [Tomyyaresns.

[To pesynbratam nokammusammu wu ycTpanenus TT, xorma coBMeCTHBIMH
aefictBusMA CTOPOH BBISIBIIEH BaKT MIPHYHHBI MpoOJIEMBl B 30HE OTBETCTBEHHOCTH
[Tonyyarens, cuuTaOTCs MONTHOCTBIO B 30HE OTBETCTBEHHOCTH [Tonyuarens u ne
YIacTBYIOT B JalbHEHIIEH CBepKe MpocToes.

3.9 HeucnpaBHocTs cumTaeTcs YCTpaHeHHOM, Korga Yeciayra rorosa K
SKCIyaTallMH W €€ IKCIUTyaTallHOHHBIC XapaKTepHCTHKH COOTBETCTBYIOT
FapaHTHPOBaHHBIM McronnuTenem mapamerpam.

3.10 BpemeneM BocCTaHOBIEHMS MapamMeTpOB YCIYyrH CYUTAETCS BpeMs
(GaKkTHYECKOro BOCCTAHOBIEHMUS SKCILTyaTallMOHHBIX XapaKTEePHCTHK YCIyTH.

3.11 Vcrpauns HemcnpasHOCTb, McromHUTEND HalpaBIsAeT [TUCbMEHHOE
YBEIOMIIEHHEe 00 yCTpaHeHHH HEMCNIPAaBHOCTH Ha 3JEKTPOHHEBIN  ajapec
OTBETCTBEHHOTO NMua [omy4atens, (nnuuuaropa TT) ¢ YKa3aHHEM:

HoMmepa TT;

NPHYIHHBI HEUCIIPABHOCTH W TIPEAITPUHATEIX JIeHCTBUIA;
30HBI OTBETCTBEHHOCTH;

BPEMEHH BOCCTAaHOBJIEHUS.

Hatnas uHQOpPMAaLUs MOKeT G6BITb HampasieHa llomydaremo kak or
COTpynHUKa McrnonHuTesns, Tak U B aBTOMaTHUYECKOM peXuMe IpHU 3aBeplIeHUH
padotel Han TT oT cucTeMbl peructpanuu obpaiienuit Mcronnurtens mno
KOHTaKTHBIM AaHHbIM [lomy4areto, yka3zaHHBIM B 11.2.

3.12 B Tewyenue 24 wyacoB ¢ MomeHTa NOTYyYeHHs YBEOOMJIEHUA 06
YCTPaHCHHH HCHCIIPABHOCTH OTBETCTBEHHBIH cotpyanuk [lomyuarens, YKa3aHHbIH
B 1.2 Hactosamero Pernamenta, mpenoctasiser TIOJITBEPIK/IEHUE YCTPaHEHMs



HEUCTIPABHOCTH MyTeM OTHpaBKA COOOLIEHUS Ha 3JEKTPOHHBIH  ajapec
VcnomHuTeNns, yKa3aHHBI B TyHKTe 1.2, wid uHQopMmupyeTr McnonHutens o
MpUYMHAX OTKa3a B MOJATBEP)KIEHHWH yCTpaHeHHs HEeHCIIpaBHOCTU. B ciyuae He
npenoctaBiaeHus IlomydareneM NoATBEp:KACHMs MM OTKa3a B IMOATBEPKICHHH
yCTpaHeHUs] HeUCIPAaBHOCTH B TeueHHe 24 4acoB C MOMEHTa MHGOPMHPOBaHHS
[Tonywyatens WMcnonuurenem, HeMCHPABHOCTh CYUTACTCH YCTPAHEHHOW 1O
YMOJTHaHHUIO.

3.13. Kaxpnas u3z CTopoH MMeeT mpaBo B JIF0OOH MOMEHT oOpaTUThCA K
apyroit CTopoHe 32 NOMOLLBIO B IPOBEACHUU AUArHOCTHYECKUX padoT U 3a 1000
UHpopMaiuei, HeoOxoTuMon st 3G PEeKTUBHOTO pelLIeHHsl TPOOIeMBbI.

3.14. Tlpu obpatenun oaHoit u3 Cropon k apyroit CTopoHe 3a MOMOUIBIO B
MPOBEIEHUH AUArHOCTUYECKUX padoT W 3a moboil uHdopmaluuei, HeoOXoaAUMOH
anst 3gdexkTuBHOro pemenus rnpodnemsl, CTOpoHA, MOJYUHBINAS 3aMpoc, o0s3aHa
NPEANPUHATE BCE BO3MOMKHbIE [EMCTBHS, COIJIaCHO 3alpocy WIH OTBETUTH
apryMeHTHPOBAHHBIM OTKAa30M, C YKa3aHHeM I[pPHYHH, MO KOTOPBIM NeHCTBHSA
BBIIOJHEHBI ObITh HE MOT'YT.

4. ITopsiiok ONOBELIEHHUs/COraacoBaHUs IPUOCTAHOBKU OKa3aHHUs Y CIIyT 1Uis
npose/ieHus IcroHUTENIeM M1aHOBO-NPOQHIAKTHYECKHX JIHO0 aBapHHHO-
BOCCTaHOBHTEJbHBIX PaboT

4.1. Vcnonuurens MpH MPOBEAEHUH IUIAHOBO-NPO(UIAKTHYECKUX paboT,
CBSI3aHHBIX C TEpPEepbIBOM B oKazaHusi Yciyr, onosewaer [lomywaTtens He MeHee
ueM 3a 3 (Tpu) pabouux AHS 10 Havajua npoBejeHus pabot, coobdas Mpu 3TOM:

- IPUYUHY NIPOBeIeHHs padoT;

- BpeMs1 Hauaja U OKoH4YaHus padoT;

- @.1.0. nuia, HarmpaBUBILErO COOOLICHHE.

42 B cinyuae ecniu mo uctedyeHud | pabodero IHsA Tmocje OTIPaBKU
VBEJOMJ/IEHHS Ha [POBeJ€HHE PEMOHTHBIX M MPOMUIAKTHYECKHX padoT,
MOATBEPKAeHHEe/MOTUBUPOBAHHBIN 0TKa3 OT [losyyaTens He oTnpaBieHO, CPOKH H
MPOBEJIEHHE  PEMOHTHBIX W MNpoduIakTHUeckux  paboT  cyMTaroTCs
COTTIaCOBAaHHBIMH.

4.3. McrionHUuTeNb MpU NIepeHoce CPOKOB MpoBeaeHUs padoT WM UX OTMEHe
onogemiaet 06 3rom [loayyaTesns JOMOIHUTENIBHO.

4.4. Bce mnnaHoBo-TipodmiIakTUUeckue padoTel Ha cetu Kcmonnurens,
CBSI3aHHBIE C [1€PEPbIBOM B OKa3aHWM Y CIYT, HOJIKHBI [IJIJAaHUPOBATLCS Ha BpeMs,
KOTJa 3TO MOJKET HaHeCTH HaUMEeHBIIHH yuiepO, U JTOMKHEI OBbITh COrIacoBaHbI C
[Tonyuyarenem.

4.5. B caydae aprymeHTupoBaHHOro  BospaxeHus Ilomywarens,
0O0BSBIIEHHOE BpeMs IIPOBEASHUS padOoT NOHKHO MOANEKATh IEPecMOTpYy.

4.6. Ilpu nnaHupoBaHUH padOT MM BO3HMKHOBeHHMH aBapuu Mcnonnurens
00s13aH paccMOTpeTh albTepPHATUBHBIM BapHaHT OKa3aHWs YCIyr Ha Bpems
NpPOBEJEHUs] TIAHOBBIX paboOT WIM Ha BpeMs BOCCTAHOBIEHHUS OCHOBHOTO
BapHaHTa OKa3aHus Y CIIyT.



5. [lopsanok nuadopMHUpoBaHUa PYKOBOICTBA

5.1. CtopoHb! HHOOPMHUPYIOT COOCTBEHHOE PYKOBOICTBO O XOJ€ PeILeHHS
npodieMbl W, TPH HEOOXOAMMOCTH MOJY4YEHHS TIOMOIIM PYKOBOICTBA,
ICKAJMPYIOT eMmy mpobnemy. MudopmupoBaHue M dcKanalus IPOHU3BOIHTCI C
JOKYMEHTUpPOBaHHeM (1o e-mail) uiu ycTHO (1o TenedoHy) - IpH HEOOXOIUMOCTH
HEMEJIEHHOI0 BMEIIATeIbCTBRA.

5.2. AIMMHHUCTpaTHBHAs 3CKallallisl pa3zpellieHus aBapUHHBIX CHUTYalWid y
HMcnonuutens u y Ilonyuarens npuBenena B Tabmuue 2 u Tabnuue 3
COOTBETCTBEHHO.

5.3 Ilepexon depe3 ypoBHH 3cKalaluu Oe3 yBeJAOMJIEHHS MpeIbIAYIIETO
YPOBHS He JIOITyCKaeTCs.

Martpuua obpaumenuii k Henoanuresnio
Aas npeacrapuTeneii MyHHuunaibHoe kazéHHoe 001e00pa3oBaTe/ibHOE
yupe:xkaenue ""TasakoBekast cpeansisi mkoJsia '

CepBHCHBIE BOIIPOCHI
Ovaau — ¢ 9:00 mo 18:00

Cnenmnanuct no paboTe ¢ TeXHHYECKUMH TTPETEH3HAMH (CMEHHBII)
8-800-505-97-20
e-mail: cifs@domru.ru

1-i ypoBeHb 3cKanaunu |
Hauanenuk otaena obcnyKMBaHHA KOPIOPATUBHLIX KIUEHTOB (henepaibHOro YPOBHSA

Buumanne! B ciyuae otcyTeTBus cepBHC-Menepkepa, Bul MoxeTe ofpamarses Ha rpynnoBoii 3eKTPOHHLIN ajpec oTena |
00CITY KMBAHUA ‘

ABapuiiHbie BONPOCK! KPYTJIOCYTOUHO, 7 AHEH B HENemo

ten.: 8-800-505-97-20
- e-mail: cifs@domru.ru

B Tex ciiydasx, Koraa Bl He YAOBJIETBOPEHbBI XOI0M aBapHﬁHO-BOCCT&HOBHT@HBHBIX paGOT.
npocum Bac Bocnonk30BaThes HUKECEAYIOLLEH MATPHLIEH SCKanalMu:

MaTpHua >cKaJTanuH

YpOBeHb JlosHOCTh DO KoHTaKTHBIE TaHHBIE
Cneunanuct no pabote ¢ KpyriocyTouHo:
0 TEXHUYECKMMH NPETEH3UAMHU e-mail: cifs@domru.ru
(CMEHHEIH) ten.: 8-800-505-97-20

e-mail: oleg.khramtcov@domru.ru
Xpamuor Oner | Ten.: 8 (4912) 515 000 nob. 25462
AHATOBLEBHY Mo0b.: +7-909-119-30-38

(I'Tu-Yt ¢ 9:00 no 18:00)

e-mail: o.loban@westcall-rzn.ru
Ten.: +7 (4912) 515 000 nob. 53691
M00.: +7(910) 641-24-95

P)’KOBOHHTCJ’IB HalpaBJIEHHA
TEXHHYECKOH NOAACPIKKH
roCcynapCTBEHHBIX MPOEKTOB

PykoBoaurtens npoekta B | Jloban Ouer
¢dunuane BurtanbeBny




ypOBeHI, Hoxnocrns OHUO Konrakrubie nannsie
(ITu-Yt ¢ 9:00 go 18:00, ITt: ¢ 9:00 mo0
16:45)
Hauaneuuk o e—maiJlr:']Ii(LéciT)iI?e,l;/%arsbsuigva@dgr;qﬂrgém
P Tem.: 2 -55-44 no6. 672
2 . o JTromMuna MOG.: +7(911) 292-57-17
KOpHOpaTHBHbIX{ ARETS Hukonaesna (ITa-Y1 ¢ 9:00 no 18:00, ITr: ¢ 9:00 no
denepanbHoro yposus 16:45)
Hauanbuuk otnena Trtiracs e-mailjr ;‘Iékjf;'?Egaf:%ﬂsomg“fgg78
5 ) TR 2) 246-22-33 n06. 2
3 EZ’“;TZ?;OI:{S?EEMK“ Anekceii MOG: +79197050990
PURPATHBELI Lo Anarompesuy | (TTn-Yr ¢ 9:00 10 18:00, IT1: ¢ 9:00 10
(henepansHoOro ypoBHs 16:45)

6. OtBeTcTBeHHOCTH CTOPOH

6.1. Ucnonaurens He Hecer OTBETCTBEHHOCTH 110 aBAPUHHBIM CUTYaLIUsIM,
BO3HHUKIIMM TO MPHYHHE OOCTOSTEILCTB, NPUBEAIINX, MPAMO HJIM KOCBEHHO,
HAllpUMEp  HABOJIHEHHMS,  I10XKapsl, 3CMJICTPACCHHUS, JNUIEMHH, BOEHHBIE
IIEPEBOPOTEL, TEPPOPHCTHYECKHE AKThI, IPaXkIaHCKHE BOJTHEHMS!, MPHKA3Bl HIIH
MHBIC  aKTbl TOCYHNApCTBEHHBIX OPraHoOB, K HEBO3IMOYKHOCTH BBITIOJIHEH U
CropoHaMu B3auMHBIX 0653aTebCTB.

6.2. CTopoHsI HECYT OTBETCTBECHHOCTb [pYr Mepel APYyroM [0 BCeM
00OCHOBAHHBIM TPETEH3USIM, KOTOpBIC CIICAYIOT U3 TOro, yto oxHa u3 CTOpoH
HapyIln/a NOpsAnoK B3aMMOIEHCTBUSI, YCTAHOBIEHHBIH HACTOSIIHM Pernamenrtom.

7. Cpok neiictBus Pernamenra

7.1. Pernament BcTymnaeT B cuily ¢ MOMeHTa noamnucanus ero CtopoHamu.
Cpok neiictBus PernamenTa ceszan co CPOKOM JEHCTBHSl TOCYAapCTBEHHOIO
KkoHTpakTa Ne 0173100007519000050 144316 «09» asrycra 2019r.

7.2, CneicTBHEM pacTOPKEHHS WM aHHYJIHpOBaHUsl yKazaHHoro Jlorosopa
ABAICTCA OZIHOBPEMEHHOE OKOHYAHME CPOKA JeHCTBHS JaHHOTO PernaMenTa.

7.3. Hacrosimii PernameHT vcnonHer B ABYX 3K3eMILIsipax.

7.4. BHeceHMe W3MeHeHHH M JOMONHEHHH B HAaCTOSILLIMHA  periaaMeHT
HPOHU3BOIHUTCS yCTAHOBJIEHHBIM MOPSKOM 110 B3aHMHOMY COTTACHIO CropoH.




