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1. OOwwue MmoJIoKEHHUs

1.1 HactosuuM  JIOKYMEHTOM  yCTaHaBJIMBAaeTCss  TMOPsJIOK B3aMMOJICHCTBUSA
TexHuyeckux cnyx06 Hcenonuurens (nanee McroaHuTeNlb) U TEXHHUYECKHUX ciyx0
[lonyuarens (nanee Ilonyuyarens), MOPSAAOK HCKajallMK NMPH YCTPAHCHHUH npobsiemM ¢
yclyramu CBSI3H B pamKax ["ocyiapcTBEHHOTO KOHTpaKTa Ne
0173100007519000020 144316.

1.2 CocTaB, TeXHWYECKHE XapaKTEPUCTHKH M TMapameTpbl yCJyr OMpEAC/ICHBI B
COOTBETCTBYIOIIEM 1'0Ccy1apcTBEHHOM KOHTpakTe M TexHH4ecKOM 3a/aHuH, KOTOPOC
ABJISETCS NPUIOKEHHEM K ["ocy 1apcTBEHHOMY KOHTPAKTY.

1.3 CTopoHbl 06MEHHBAIOTCS Beel HE0OX0AMMOi uH(popMaLMei Ui peanu3aluun
KOHCTPYKTMBHOTO ~B3aUMOJIEHCTBUs, B pamkax obecrieyeHus rapaHTHpOBaHHOIO
KayecTBa yCIyT.

2. KOHTaKTbl TEXHUUYECKHUX CIIYXKO [UISt B3aUMOJIEHCTBHS

B3aumoieiicTBHe no BOIIpOCam obecrnieueHus 6ecnepeboitHOTrO
¢ynkurornpoBanus IlomyyaTens oCyuIeCTBISETCS MEKIYy TEXHHYECKUMU ciyxb6amu
[Monyuatens u McronHuTens, KOHTAaKThl KOTOPbIX YyKasaHbl B Mm.2.1 u .22
COOTBETCTBEHHO.

1.1 KonTaxtsl [Tonyyaress

OTBeTCTBEHHbIH Tenedon e-mail
Cneuuanuct mo pabore c | Teml.: KpyrnocyTouHo:
TEXHUYECKUMH MPETEeH3UAMH | TelL.: e-mail :
(CMeHHBIH) HanpasJieHus Mo padoTe smenats.krd(@south.t.ru
C TEXHMYECKUMHU MPETEH3UAMH ren.: +7(861) 256-80-57

2.2 Konraktel UcnonHuTtens

OTBeTCTBEHHBII Tenedon e-mail |
Crneumanuct 1o  pabore  c | 8-800-302-21-11 czo/@south.rt.ru
TeXHHYECKUMHU MpPeTeH3USIMH

(cMeHHBII) HanpaByieHHs 1o pabore
¢ TEXHUYECKUMH NPETEH3USIMU

2.3 B3aumozeiictBue CTOpoH ocymiecTBaseTcs pexxume «24x7» (24 yaca B CyTKH,
7 nHeit B Hezenmo, 365(6) aHel B rojy), ¢ MCMOIB30BAaHHEM MMEIOLIUXCS CPEJICTB CBS3H:
TesneOH, 3MEKTPOHHAs MOYTa, COTIACHO KOHTAKTHON MH(OpMALMH, MTPe10CTaBIeHHOMN
CTOpOHaMH JpyT Apyry.

2.4 Tlony4arens caaet 3asBKM Ha HeWCnpaBHOCTh McromHuTeo.

[Tocne nposenenns nepsuuHOl auarHocTku Mcnonuurens otkpbibaetr TT u
coobuaet Homep [TonyuaTtento.

I_-_
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2.5 CTOpoHbI CBOEBPEMEHHO MpPeJOCTaBMIAIOT Apyr ApYry HHpopmaumio 06
M3MEHEHUM KOHTAKTHBIX JaHHBIX OMEPATHBHBIX CITYKO, a Takke KOHTAKTHbIE JaHHbIC
PYKOBOZCTBA TEXHHYECKHX Mojpa3aeneHuii CTOpoH.

3. INopsiiox B3aMMOAEHCTBHS CTOPOH

3.1 UicnonuuTenb 0653aH MPUMHUMATh M perMCTpUpoBaTh odpaiienus [lomyyaress,
CBsI3aHHbIE C BbIsBIeHHEM npobieM Ha kaHanax Ilomy4yaress.

3.2 O6pamenus ot [lomyyatens perucTpupytorcs B 0ase  JaHHBIX
ABTOMAaTH3MPOBAHHOM CHCTEMbI YIIpaBJeHHUs pobieMaMu. 3an1ch, ChopMUpOBaHHas B
6a3e JaHHBIX, HaeHTH(HUIMpYeMas ee HoMepoM, HocuT HasBanue Trouble Ticket (nanee
TT).

3.3. Ilonyyarens npu obpauienid k VicnonHuTemio nepenaer cooOLIeHHE,
cojepiallee cieayrolme CBeIeHHs:

- Ha3zpaHnue komnaHuu

- YHukansubiit uaentuduxarop [lomyyarens, yka3aHHbIld B aKT€ IPUEMKH

- l'eorpaduueckuit Anpec O6bexra Ilonyyarens;,

- [ToapoGHoe onucanue NpodIeMbI:

- J1aTa ¥ BpeMsi BO3HUKHOBEHUs Npobiembl,

- KPUTHYHOCTH MPOOJIEeMbl (HEAOCTYTHOCTD MIIM yXy/ILIEHHE Ka4yeCTBa);

- Pe3ynbTaThl MepBUYHOM AMArHOCTHKM (ping, trace) ¢ ykaszanuem IP-anpeca
o6opyaosanus ITonp3oBatess (Mpy UX HATHYHH);

- ®UO u KoHTakTHBIE AaHHble npeactaBuress [lonyyarens na oObekre;

- 110 BO3MOYXHOCTH - HAJIMYUE JIEKTPOITUTAHHS:

- B nomeiueHuu [omyyaresns;

- Ha okoHe4YHOM obopynoBanuu [lomyyaresns;

- 0 BO3MOXHOCTH, MH(POpMaLMIO O BHEUIHEH HMHAMKALUMKU Ha 00Opy/l0BaHUM
Ucnonnurens u [Tomyyarens.

- 110 BO3MOXKHOCTH, HH(pOpMaLHIO 0 nepe3arpyske odopynosanus Mcnonnurens u
[Tomy4aress.

3.4 WcnonHuTeNb pEruCTpUpyeT MpodjaeMy M B TeueHHe 15 MUHYT ¢ MoMmeHTa
o6paenus [Tomyqarens coobuaer [lomyyarento Homep 3apeructpupoBartoro TT.

3.5 Ileprosi HEAOCTYMHOCTH YCITYTH HITH YXy/IILIEHHsI KAYECTBA YCJIyTH HAUMHAETCS]
¢ moMeHTa obpaiuenus [Tonyyarens k McnonHureso.

3.6 [Tocne peructpauuu TT McnoaHUTENb IPOBOJUT MPOBEPKY 10 MOCTYMUBIIEMY
ob6pautennio. Ilo pesynsratam npoBeleHHOi TpoBepku Hcmonnutens uHpopmupyer
[Tonyuarensi.

3.7 B cnyyae HeoOXOAMMOCTH BOCCTaHOBIEHHsS KabenbHOH MHQpacTpykTypbl
HOpPMAaTHBHbIE CPOKH PeLEHHs] HHLIMEHTa 48 YacoB.

3.7.1. B ciy4yae HeoOXOAMMOCTH 3aMeHbl 000py10BaHUS:

3.7.1.1. Jlns oOopynoBaHMs pacroioKEHHOr0 Ha [JIOLAAKAX MCIOJHUTENs
HOPMATHBHbIN CPOK pellIeHus HHLMeHTa 48 4acoB.

3.7.1.2. Jlna ob6opynoBaHMs pachoJiOKEHHOrO Ha TUIOLAAKAX [OJyyaTess
HOpPMATHBHBIH CPOK pelleHHs] HHLMACHTa 2 pabOUNX [Hs, IPH OPraHU3ALMK AOCTYIA CO
ctopoHnbl [lonyuarens.

e
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3.8 B ciiyuae He oOHapy)xeHHsi NPOOJIeMbI B 30HE OTBETCTBEHHOCTH MIcTIOHUTES,
VicnonuuTens 3anparinBaeT JOMONHUTENbHYIO IMArHOCTUKY TpobiemMsl y [Tomyuarers.

3.9 HUcnonuurens nepeBogutr TT B 30Hy orBercTBeHHOCTH [lomydarens
(ITpnocranaBnuBaer) B ciyyasx:

B xone ycrpanenuss TT npu HEoOXOIMMOCTH obecriedeHus J0CTyna Ha 0OBeKT
ITonyyarens;

B xone ycrpanenus TT npu Heobxommmoct 3ampoca k I[lomywaremo o
NOTIOJTHUTENIBHOW ~ TpoBepke  paboTOCIOCOOHOCTH  CHCTEM  JKHW3HeoOecreYeHUs
0bopynoBaHus (31E€KTPONUTAHKHE, KOHAMLMOHHpOBaHWe) Ha obbekte [lonyuarens B
ciay4yae OTCYTCTBUsI mnoaoOHoW uHpopmauumu npu cpade TT Hcenoanurento wuiau
NOSIBIGHUM  JIOTIOJIHUTENBHBIX  OOOCHOBAHHBIX  IMOJO3PEHUH Ha 3Ty MPHYHHY
HepaboTOCIOCOOHOCTH yCyru B paMKax jokanu3zauuu TT;

B xonme ycrpanenus TT npu HeoOxoaumoctu 3ampoca Kk I[lonyuarens Ha
NPOBEJICHUE JIONOJHUTENIbHOM JUarHocTUkU Ha obopynoBanuu [lonmywatens s
JnoKanu3auuu npuuunbl TT;

[lo pe3ynbraram nokanu3auuu U ycrpaHeHuss TT, korma coBMeCTHBIMH
JIeWCTBUSIMU BbISIBIIEH (AKT MPUYUHBI TPOOJIeMbI B 30He OTBeTCTBeHHOCTH [lonmyuarens.

TT npoBoauTcs B 30HY OTBETCTBEHHOCTH [losyuyartenss TOabKO MpH YCIOBHUHU
NpeloCTaBIeHUsT  apryMEHTHPOBAHHBIX  JI0OKA3aTeJbCTB  OTCYTCTBHS  MpoOJieM
(mmarHocTHKHM) co ctopoHbl Mcnonuurens.

N3 nepuona HenoctynHoctu yciuyru B TT unu BpeMeHu perieHust npodrieMsl Juis
TT ¢ yxyaueHuem KadecTBa BbluMTaeTcss Bpems HaxoxaeHuss TT B 30He
oTBeTcTBeHHOCTHU [TonyuaTens.

[To pe3synbraTam JlOKanuW3auMd W ycTpaHeHus TT, korma COBMECTHBIMU
neictBussMiu CTOPOH BBIABICH (DAaKT MPHUYUHBI MPOOJIEMbl B 30HE OTBETCTBEHHOCTH
[Tonyyatensi, CYMUTAIOTCS MOJTHOCTBIO B 30HE OTBETCTBEHHOCTH [lonywarens u He
yuyacTBYIOT B JlaJIbHEHIIIEH CBEPKE MPOCTOEB.

310 HeucnpaBHOCTb CYHMTaeTCsl YCTPAaHEHHOM, Korja VYciayra rorosa K
IKCIUIyaTallMd W €€  JKCITyaTaUMOHHbIE  XapaKTEPHUCTUKH  COOTBETCTBYIOT
rapaHTHpoBaHHbIM McrionHuTeIeM napameTpam.

3.11 BpemeHeM BOCCTaHOBJIEHHSI TMApAaMETPOB YCJIYIM CUHTAETCsS BpeMs
($aKTHYECKOro BOCCTAaHOBJIEHHS KCIUTyaTallMOHHBIX XapaKTePUCTHK YCIIyTH.

3.12 VYcrpaHuB HeUCNpaBHOCTh, VMcrosHWTENb HamnpaBiseT MNHCbMEHHOE
yBeJIOMJIeHHe 00 yCTpaHEeHHH HEUCTIPAaBHOCTH Ha JJIEKTPOHHBIH apec OTBETCTBEHHOIO
nuua [Nonyuarens, (munuuaropa TT) ¢ yka3anuem:

- Homepa TT;

- MPUYUHBI HEMCIIPABHOCTH U MPEANPUHSATHIX ACHCTBHIA;

- 30Hbl OTBETCTBEHHOCTH;

- BpEMEHHU BOCCTAHOBJIEHHUSI.

Jlannas undopmaims Moxet 66Tk HanpaBiieHa [lomyuatenio kak oT coTpyaHMKa
Wcnonuurens, Tak U B aBTOMaTHYECKOM peXXHMe MpH 3aBepuieHnu paborel Hajg TT ot
CUCTeMBbl  perucTpauud obpawieHuit  MCrosHUTENs MO  KOHTAKTHBIM  JIaHHBIM
[Tonyuarento, yka3aHHbIM B 11.2.

3.13 B teyenune 24 4yacoB ¢ MOMEHTA MOJy4eHHs yBeJOMIICHUSI 00 yCTpaHEeHHH
HEHMCIIPABHOCTH OTBETCTBEHHBIH coTpyAHHK [TosyuaTens, yka3anHbiii B 1.2 HacTOAIIErO




PerniameHTa, MpefoCTaBisieT MOATBEPK/EHUE YCTpPaHeHHs HEHCIpaBHOCTH nyTem
OTMpaBKK cooOLIeHH s Ha HIeKTPOHHbIH anpec McnonnuTens, yKa3aHHbIH B IyHKTE n.2,
unn uudopmupyer Vcnonuurens o0 npuuMHAaX OTKasa B MOATBEPHK/CHHH yCTpaHEeHHUsI
HencrpaBHoCcTH. B ciyuae He npegoctasnenus [lonydaresneM NOATBEPIKACHHA WU
0TKa3a B MOATBEPKIEHUH YCTPAHEHHs HEUCIIPAaBHOCTH B TEUCHUE 24 yacoB C MOMEHTa
unpopmupoBarus  Ilonyuarens — Mcnonuutenem, — HEMCNPaBHOCTh  CHATACTCA
YCTPaHEHHOM 110 YMOJIYaHHIO.

3.14. Kaxnas u3 CTOPOH HMeeT TpaBo B Ji000H MOMEHT 00paTHTBCS K Apyron
CropoHe 3a MOMOIIbIO B IPOBEACHUH AHArHOCTHYIECKHX pabor u 3a 000
un(OpMaLHeii, HeoGX0aMMOit 1S HPYEKTHBHOTO peleHus MpodIemMbl.

3.15. Tlpu oGpamenun oauoii u3 Cropon k apyroil Cropone 3a MOMOLULIO B
[pOBEJICHUH AMArHOCTHUECKMX paboT 1 3a moboit nHdopMaLmed, HeOoOXOAUMOM IS
>¢pdextuBHOro petueHus npodiembl, CTopoHa, Mojy4MBLIas 3alpoc, obs3aHa
MpeNpHHATh BCE BO3MOXKHbIE JEHCTBHA, COMIACHO 3ampocy MM - OTBETHTH
apryMEeHTHPOBAaHHBIM OTKa30M, C yKa3aHWEeM [pHYMH, [0 KOTOPbIM nencTBUs
BBITIOJIHEHBI ObITh HE MOTYT.

4. TIopsi 10K OTOBEILEHHs/COIIaCOBAHHS NIPHOCTAHOBKH OKa3aHHs Y CIIyT JUIs
npose/ieHus VcroHuTeneM II1aHoBO-NPOQHIAKTHYECKHX 1100 aBapUiHO-
BOCCTaHOBHTEJIBHBIX padoT

4.1. VcronHuTeNb TpPU NpPOBEIEHHH IUIAHOBO-NPO(UIAKTHUECKMX pPaloT,
CBS3aHHBIX C IIEpepbIBOM B OKa3aHus Yciyr, onoselaet [lonyuaresns e MeHee 4em 3a 3
(Tpu) paboumx AHs 10 Hauana MpoBe/eH s padoT, coodILIast MpH ITOM:

- IpUYMHY NPOBE/IeHHs padoT;

- BpeMsl Hayajla ¥ OKOHYaHHUs paboT;

- ®.1.0. nuua, HanpaBUBLIEro COOOIIEHHE.

4.2 B ciy4ae eciu 110 UCTeYeHHH | pabovero JHs Mocie OTIPABKU yBEJIOMIIEHHUS
Ha MpoBe/IeHHE PEMOHTHBIX " NpodUIAKTHUECKUX pador,
MOATBEPK/AeH1Ee/MOTHBUPOBAHHBIH OTKa3 oT [loiydyarens He OTIpaBlIeHO, CPOKH M
NpoBE/IeHHe PEMOHTHBIX M MPODUIAKTUYECKUX PAOOT CUHTAKOTCS COIIACOBAHHBIMH.

4.3. VcnonHuTeNb MpU MEpeHoce CPOKOB MpOBENeHHsl paboT WM MX OTMeHe
onoseuiaer 00 3tom [Tonyuaress AONOJHUTEIBHO.

4.4. Bee maHoBo-npodunaktuueckue padboTsl Ha cetu Menonuutens, cesizannbie
C NepepbIBOM B OKa3aHUM YCIlyr, 0JDKHBI [JIAHUPOBATBCS HA BPEMSI, KOI/IA 3TO MOXKeET
HaHeCTH HaMMEeHbLIKi yiiepO, U 10/KHbI ObITh coracoBanbl ¢ [lomyuaresem.

4.5. B ciyyae aprymeHTHpoBaHHOro Bo3spaxkenus Ilomyuatens, oObssieHnoe
BpeMsi [poBe/IeH s paboT 0JDKHO TO/IeKATh EPECMOTPY.

4.6. [1pu nnanupoBaHuu paboT UiIH BOSHUKHOBEHUH aBapuu Mcnonuurens 00s13an
paccMOTpeTh aJlbTEPHATUBHbIA BapvaHT OKa3aHWs YCIyr Ha BpeMs MpPOBEAEHMS
[JIaHOBBIX PaOOT WJIM HAa BPeMsl BOCCTAHOBJIEHHSI OCHOBHOT'O BapHaHTa oKazaHusi Y Ciyr.

5. ITopsinok MHPOPMHUPOBAHUS PYKOBOCTBA

l—-—-———



5.1. CtopoHbl HH()OPMUPYIOT COOCTBEHHOE PYKOBOJICTBO O XOJ€ PCLICHHUA
npoOaeMbl U, IPH HEOOXOAMMOCTH MOJIyUYEHHs! TOMOIIK PYKOBOJICTBA, ICKAIMPYIOT EMY
npo6aemy. MHdopMupoBanue U scKanalus poM3BOAUTCS € IOKyMEHTHPOBaHHeM (T10 e-
mail) unu yctHo (1o tenedoHy) - mpu HeOOXOAMMOCTH HEMEUIEHHOIO BMELIATE/IbCTBA.

5.2. AZMHMHHCTpAaTMBHAs SCKaNallusi paspelleHusi aBapuHHbIX CHTyalHd y
Ucnionuutens u y [onyuarens npusesena B Tabmnuie 2 u Tabauue 3 cOOTBETCTBEHHO.

5.3 Tlepexoj vepe3 ypoBHH dcKalaluu 0e3 yBeJIOMIICHHs MPe/blyIIEro ypOBH:I

HE JOITyCKaeTCA.




Marpuua obpaiennii k Menosnurenio
UISt IipeacTaBuTeeli MyHHIMNATIBHOTO Ka3eHHOro 06111e00pa3oBaTesibHoro
yupexaenus «KeryiabTHHCKas cpeiiss obuieo0pasoBaresibHas K012 HMEHH ['epost
Cosetckoro Coro3a Muxauia ApbikoBruya CesbriKoBay»

‘ KOMMEE‘!QCKHC BOIPOCHI

i Oyauu — ¢ 8:00 no 17:00

I1lapueBa TaTbsina bopucosHa

PykoBoauTesib HanpaBJieHHs

| Otzaena npoaaxk rocy/1apCTBEHHbIM 3aKa31uHKaM

| +7(84722) 41485
| Tatyana.Sharieva@south.rt.ru

| 1-if ypoBeHb ScKanaumu |

JInmxuena Onbra AjieKkceeBHa

3amecTuTeNb AupekTopa puiuana — Jiupextop no pabore ¢
KOpNOpAaTHBHBIMH M FOCY1apCTBEHHbIMH CErMEHTaMH

+7 (847) 224-05-06

|47 (961) 541-99-00 woumnvi

Olga.Lidzhievaga?soulh.rt.ru

—
| CepBHCHbIE BONPOChI

| 6yanu — ¢ 08:00 g0 17:00

Canrampkuesa baiipra BuktopoBHa
| HauanbHUK rpYNIbl MPOAAXK M 06CTy KHBAHUA
| ren.: +7(84472) 4-14-00

e-mail: Bairta.Sangadzhieva@SOUTH.RT.RU

Bonpoch! peajiu3auui NpoeKToB
Gyanu — ¢ 8:00 o 17:00

Manacsx Mapraputa MuxaiiioBHa
Memneukep 1o paboTe ¢ rocCTpyKTypamMu
+7 (861) 262-38-71

+7 (988) 460-41-32 MOOWIBHbIH
Margarita.Manasyan@south.rt.ru

1-if ypoBeHb CKaalHH |
JlexxneBa Mnouna Temypa3osHa

JIMpeKTOp AenapTaMeHTa NpoJak rocy1apcTBEHHbIM
3aKa3uuKaM

| +7 (861) 259-33-60

+7 (937) 989-55-07 mobunewiit

| llona.Lezhneva@south.rt.ru

IR

duHaHCOBbIE BONPOCHI (cyeTa, TNJIATERH)

Oyanu — ¢ 08:00 no 17:00

Canrampkuena baiipra Buktoposna
HayanbHHK rpyniisl Mpoaax U o0CyKUBaHUs
Ten.: +7(84472) 4-14-00

e-mail: Bairta.Sangadzhieva@SOUTH.RT.RU

L
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1-i ypOBt;Hb JCKaalmH |
Oynsn — ¢ 8:00 no 17:00
Illapuesa Tarbsina BopucoBHa
PykoBoauTens Hanpasienus
Otzaena nponak rocy1apcTBEHHbIM 3aKa3unKaM

+7 (84722) 41485
Tatyana.Sharieva@south.rt.ru

Buumanue! B ciyyae OTCYTCTBHS CepBHC-MeHekepa, Bbl
MoXeTe 00palaThCs Ha rpynnoBoi EKTPOHHBIA aapec
oTzena o6CIyKUBaHHA

ABapHiilbie BONPOChI KPYIIOCYTOUHO, 7 IHEH B HEALIO
ten.: 8-800-301-08-01

otpkk_tt@south.rt.ru

1-ii ypoBeHb dCKaalMK |
6yanu — ¢ 8:00 1o 17:00
Illapuesa Tarbana bopucosha
PyKoBOAMTE/Ib HANPABJICHHSI
Ortzien1a NpoAaK rocy1apcTBEHHbIM 3aKa3yHKaM

+7 (84722) 41485
Tatyana.Sharieva@south.rt.ru

B Tex ciyuasx, koraa Bbl He y10BI€TBOPEHbI XO/IOM aBapHHHO-BOCCTAHOBHTEIIbHBIX paboT,

npocum Bac Bocnosib3oBatbes HWKeCJIeAYIOLIeH MaTpULIeH dCKalalmu:

Marpuua cKajJlauuu

Yposenb | lomknocrs ®UO

KoHTakTHBIE JaHHbIE

CrieLMaiucT otaena
TEXHUUYECKOH MOAIEPIKKH
KOpIOPaTUBHBIX KIIHEHTOB
(CMeHHbIH)

Kpyrnocyrouno:

e-mail : smenats.krdi@south.rt.ru

Ten.: +7(861) 256-80-57

HauanbHuk oTaena
1 TEXHHYECKOMH MOAIEPIKKH
KOPMOPaTHBHbBIX KJIIHEHTOB

e-mail: Yuriy.Shaposhnik@south.rt.ru

LanowHuk Ten.: +7(861) 253-23-51
[Opwuii OpbeBHu

(IMu-Yr ¢ 8:00 no 17:00, I'r: ¢ 8:00 no
16:00)




