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1. TepMuHBI, onpefeSieHUs] U COKPALeHUS

1.1. B Permamenrte, UCHOJB3YKOTCS CHEAYIOLIME TEPMHHBI, ONpPEACTICHUS U

COKpaIeHUA:
SLA (aurn. Service Level | Cornamenue o6 ypoBHE NpPEeNOCTaBICHUS YCIYr —
Agreement) GopMaNpHBEI  OOroBOp MeEXAy 3aKa3uMKOM H

Hcnonuurenem, coaepxamuil mpaBa u 00s3aHHOCTH
CTOpPOH, a TaKKe COIVIaCOBaHHBIM YpPOBEHb KayecTBa
NIpENOCTABIIEHNUS JAHHOM YCIIyT

Bpems peaxkuun

Cpok, B TeueHue kotoporo HcmomHutens o0s3yeTcs
OPUCTYIHUTE K paboTe Haja npobiieMoi, 0003HaYEeHHOMH
B 3a1poce IloTpebutens 06 HHIUJEHTE,
onpeneneHHbii SLA

3akKas4uk ['ocynapcTBeHHBIM  3akazuuk -  MuUHHCTEpPCTBO
IUQPOBOrO  pasBUTHA, CBA3M U MAacCOBBIX
KoMMyHUKaiui Pocculickoil @enepanyn

IlNocynapcTBeHHBIH I'ocymapctBeHHBIE  KOHTpakT Ne 0410/151 ot

KOHTPAaKT 30.12.2021 r. Ha oOKa3aHHME TOCYJApCTBEHHBIM H

MYHHLMIAIGHEIM  00pa30BaTeNbHBIM  OpraHU3aLusiM,
peanu3yromuM o0pa3oBaTeNbHBIE POrpaMMBbl 00IIEro
o0pa3oBaHHS U  CpegHero  NpodecCHOHANBHOIO

o0OpazoBaHus (manee - oOpasoBaTeNnbHBIE
OpraHH3allin), u30UpaTenbHBIM KOMHCCHAM
cyOBEKTOB Poccutickoii Depepanu U

TepPUTOPUATIBHEIM ~ HM30MpaTenbHBIM  KOMHUCCHSIM,
pPaCIONIOXKEHHBIM  Ha  TEPPUTOpPUAX  CYOBEKTOB
Poccuiickoit depepanuu (3a UCKJIIOYEHUEM
Pecny6nuku Kpeim u r. Ceacromoss), (C y4yeTom
moTpeOHOCTEH yKa3aHHBIX IOJIB30BaTENEi), YCIyT IO
IIPEOCTABICHHIO C HCIIONB30BAHUEM €IUHON CETH
rnepejadyy JaHHBIX [JOCTYIIA K TOCYZapCTBEHHBIM,
MYHUIUIIAIBHBIM, HHBIM HHGOPMaIOHHBEIM
cUcTeMaM " K uHGOpMaLIMIOHHO-
TeJIEKOMMYHHKaUHoOHHO#H cetn «MHTepHeT» (manee —
ceTb «MHTepHEeT»); @O0 Iepejaye JAaHHBIX IIpU
OCYHIECTBJIECHUM  [OCTyIla K TOCYHapCTBEHHBIM,
MYHULIMIAIBHBIM, VHBIM MH()OpPMALIIOHHBIM
cructeMaM U Kk cetn «AHTEpHET»; N0 3allIUTE NAHHBIX,
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00pabaTeIBaeMBIX )%} riepeaBaeMbIX Ipu
OCYIIECTBJIEHUH [OCTyna K TOCYIAapCTBEHHBIM,
MYHHUHUIIATIBHBIM, WHBIM UHGOPMALMOHHBIM
cucreMaM U K ceTH «VHTepHeT»; Mo obOecledeHHIo
OTrpaHUYEHUs IOCTyIa K HH(pOpMaIuHy,
pacnpocTpaHeHue Kotopoi B Poccutickoil denepanuu
3anpelieHo, ¥ K UHbopMalyy, NMPUYHHSIOWEH Bpen
3I0POBBIO M (WJIM) Pa3sBUTHIO AETeH, coAep KalueHcs B
CeTH «HHTepHET IU1s 00pazoBaTeIbHbIX
opraHusauui; I0 MOHUTOPHUHIY U 00ecneyeHHro
0e30I1aCHOCTH CBS3U IIPH NPEJOCTaBIEHHH JOCTyIa K
rOCYIapCTBEHHEIM, MYHUILIUIIAJIBHBIM, HMHBIM
MHQOPMALIMOHHBIM cHCTeEMaM U K ceTu «MHTepHeT»;
[I0 OpraHM3alyy NOAKIIOYEHUs K €eIUHOH CeTH
nepeiady OaHHBIX 00pa3oBaTeNbHBIX OpraHu3alyil U
U30MpaTenpHEIX KOMUCCHH, 110 Ilepefaye JaHHBIX IIpU
OCYILECTBJIEHHH JOCTyIla K 3TOH CETH, 3aKJIFOYEHHBIH
Mexnay 3akazyukoM u McnonaureneM.

ECIIA

BuptyaneHas vacTHas cethb (cetn) McnonHutens,
obecrieyuBaiomas  JOCTYIl  COLMaJIBHO-3HAYMMBIX
00BEKTOB K HMH(GOOPMALIMOHHBEIM CHCTEMaM U K CETH
«MHTEepHeT», a TaKXkKe mepejayy JaHHBIX IIpU
IpenoCTaBlIeHUd JocTyna K HMHPOPMaLMOHHBIM
cuctemaM u Kk cetud «MHTepHeT»; obecredrBaromas
noctyn llenTpanbHOW H30HpaTeNbHOM KOMHCCHH,
n30upaTenbHBIX KoMmHccuil cyOpekToB Poccmiickoit
depepaid ¥ TEPPUTOPHANBHBIX H30HpaTENbHBIX
KOMHCCHH K HMH(OPMAIMOHHBIM CHUCTEMaM U K CeTU
«HTepHEeT», pa3BepHyTasi B COOTBETCTBHH C
IIPOEKTOM, COIJIaCOBaHHEIM B 4YacTH Mojenu yrpos
Oe3zomacHocTH  HMHbopMauuu ¢ deaeparbHBIMU
opra"ami, YIOJHOMOYEHHBIMU B obsactu
6€30MacHOCTH U 3alUThl HHPOPMaLMH, 3aKIIIOYEHHBIN
Mexay McnonmuuTeneM U 3aKa3uuKoOM

Hcnonuurens

I[TAO «PocTemexkom»

O6pazoBarenpHas
OpraHu3aIys

I'ocynapcTBeHHas WA MYHHULIMITATbHASA
oOpa3oBaTesbHas Opra"u3anus, peanusyromas
nporpaMMbl 001mero obpa3oBaHus U (MJIM) CpPeIHEro

[okyMeHT co3aaH B anekTpoHHou copme. Ne 004-2601/2022 ot 02.03.2022.

Ctpanuua 5 u3 18. CtpaHuua cosgana: 02.03.2022 12:00

bCTBO
KO#
AN NACTH



npodecCHoHaIBHOr0 00pa30BaHUs

OOBexT COBOKYNHOCTh ~ TEXHHYECKHX  CpEJICTB, CpEICTB
BBIYMCIMTEBHOM  TEXHHKM W MPOrPaMMHOIO
obecIieyeHus, pacIoIOKEeHHBIX 110 OTHOMY aJipecy

IInaxoBo - PaGoTbl, TexHUYeCKOe 00CIy)XKHBaHUE, MOJEPHU3ALIUA

npodUIaKTHYECKUE UK
HEOTJIOXKHEIE pEMOHTHEIE

HIIH YCOBCPIICHCTBOBAHHE CETH/CETEBOT0

060py,lIOBaHI/Iﬂ, NpOBOOMMEIE Hcnonuutenem Ha CETH,

paboThI KOTOpBIE MOTYT BBEI3BATh [I€PEPEIBEI B [IPEJOCTABICHIHN
Yenyru
IToTpebutens OTtBeTcTBEHHOE NTHLI0, Ha3HayeHHoe JlupekTopom C30

B paMKax IOIy4eHHs TEXHUYECKOH IONNEepX KU IO
I'ocynapcTBEHHOMY KOHTPAKTy

C30 - CouuanpHo
3HAYUMBIHA 00BEKT

OOpazoBarenbHas opranu3anys

Cryx0a TeXHU4YeCKOH CLI Munnudps! Poccun

NOJIEPKKY 3aKa3uuKa

CtopoHEI Cnyxba TeXHHYECKOH  IOANEPKKH  3aKas3dHKa,
Hcnonuurens, [lotpeburtens

TT Trouble  Ticket  (uHUIUZEHT) - 3alucCh,
chopmupoBaHHas B 0aze JIAHHBIX
«ABTOMAaTHU3HPOBAHHOMN CHUCTEMBI yIpaBlIeHH
npobiemMamuy, Ha OCHOBaHUU oOpalneHus
MOCTYIIHBILETO oT IToTpebutens, U
UACHTUGUIMpYEMas 10 IPUCBOCHHOMY HOMEpY

Yenyru Oxazanue Hcnonmnurenem ycnyr cesasu misa C30,

pPacIoONIOKEHHBIM  Ha  TEPPUTOpPUAX  CyOBEKTOB
Poccuiickoit Denepanuu (3a HUCKJIIOYEHUEM
Pecniybnuku Kpbim u r. CeBacTomnois) 1o:
nepegavye OAHHBIX IIPH OCYIIECTBJIEHHUM JOCTyIA K
roCyJapCTBEHHEIM,
HHGOpPMALIMOHHBIM cucTeMaM U K cetu «MHTepHeT»
(KommonenT Ycmyru cBsasu «llepenmada JaHHBIX») B
COCTaBe yCIIyT:
0 3aluTe [JaHHBIX,
nepenaBaeMbIX MPH OCYIIECTBIEHUM NOCTYIA K
HHBIM
CETH

MYHHIHIIAJIIBHBIM, HHBIM

o6pabaTeIiBaeMbIX U

rocyoapCTB€HHBIM, MYHHUUIIAIBHBIM,

MHQOPMALIMOHHEIM CHCTEMaM M K
«HAnaTepret» (KoMmoHeHT «3amuTa JaHHBIX);
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no o00ecrneyeHUuI0 OrpaHUYeHUsT JOCTyna K
uHpopMauMy, paclpoCTpaHeHUe KOTOpoi B
Poccuiickoii ®enepanuy 3ampelieHo, M K
HH(pOpMaLKY, IPUYHHAIONICH Bpel 310POBBI0 U
(M) pa3BUTHIO AETEH, conepskalneiics B CeTH
«HTEpHET» JULS 00pa3oBaTeIbHBIX
opranuzanuii  (KommoneHT  «OrpaHnyeHue
JOCTYIIa K MTHpOpMAaIum» );

o MOHHUTOPHHTY U obecreueHUI0
6e30macHOCTH  CBA3M IIPU  IIPENOCTABJIEHUU
noctyna K rOCyAapCTBEHHBIM,

MYHULUNAIBHEIM, HWHBIM HMH(pOpMalHOHHBIM
cucteMaM H K cetu «MHTepHEeT» (KOMMOHEHT
«MoHUTOpHHTI M obecrieyeHne Oe30MacHOCTH
CBSI3U»);

[0 IpefocTaBleHHI0 ¢ ucnons3oBaHuem ECILJI
NOCTyNa K TIOCYJAapCTBEHHBIM, MYHHMIUIIAIBHBIM,
UHBIM  HMHQOPMAIMOHHBIM  CHCTeMaM H K
MHPOPMALIMOHHO - TEJIEKOMMYHUKAIMOHHONW CETH
«HTEpHET» (KoMmrmioHneHT Yeayru CBsI3H
«IIpenocraBneHue HOCTyNa»);

opranmsanuu nogkmoyenus K ECIT (KommnoHeHT
Yenyru cBa3u «Opradusauus kasana L2»);

nepefadye JAHHBIX IIPU OCYINECTBIEHUM [OCTyNa K
ECIIJ (Komnonent Yenyru cBsasu «llepenaya naHHBIX
L2»)

2. O0muMe MoJ0:KeHHA

2.1. Hacrosamum PernaMeHTOM TEXHHYECKON IONNEPKKHU IIPH OKAa3aHHUH
Venyrd  ycTaHaBiMBaeTCs TNOpsSAOK B3aumogneiictBusi Ilotpebureneii, CayxGel

TEXHHYECKOH NOomepkku 3akasyuka W MCnomHHUTENs, MOPSNOK 3CKATALMH IIPH

yCTpaHEeHWH MpobiieM ¢ Yciyramu B paMkax ['ocyJapcTBEHHOTO KOHTPAKTA, a TAKKe

MIOPSIOK B3aUMOAEHCTBHS IPH IUIAHMPOBAHUHM M IPOBEICHHMH IPOQUIAKTHYECKHX
(PEMOHTHO-BOCCTAaHOBUTENBHBIX) PalboT.
2.2. CocTaB, TEXHUYECKIE XapaKTePUCTUKH U IapaMeTpsl Y CIYTH ONpeIeIEHb]
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B ['ocynapcTBEHHOM KOHTpAKTe.

3. Kontakrbl CiayK0bl TEXHUYECKOH MOJAEPKKH 3aKa34yuKa
JJIAl B3AHMOJeHCTBUSA

3.1. Kontaktsl Ciiy>x0bl TEXHUYECKOM MOANEPKKH 3aKa3uuKa.

OTBeTCTBEeHHBIH Teaedon e-mail
OnepatuBHbIi nexypHbd CL]
Muniudpst Poccun 8-800 3013414 meszo(@digital.gov.ru
(KpyrioCyTO4HO)

4. ITopsiaok B3auMoeHCTBHUS IPH OKA3aHUH Y CJIyr

4.1. B3aumogeiicteue CTOPOH OCYLIECTBIISIETCS B pexume «24x7» (24 yaca B
CyTKHM, 7 OHeW B Hememo, 365(6) mHell B romy), ¢ MCHOJB30BAHHEM HMMEIOIIMUXCS
CPEJCTB CBA3M: TeJIeQOH, SJIEKTPOHHAS [10YTA.

4.2. Tlotpebutens mnpu oOpameHnd B Cinyx0y TEeXHUUYECKOH IMOANEPKKU
3aka3zymka IpeIoCcTaBIAeT CIeAYIOIIHE CBeIeHU:
nonHoe HauMeHoBauue C30;

reorpaguueckuii agpec Oonekra [lorpedurens;

noapobHoe onucaHue NpoOIeMBbl:

- laTa ¥ BpeMs BOSHUKHOBEHHUS NTPOOIeMBL;

- KPUTHYHOCTE IIPO0IEME] (HEAOCTYIIHOCTD MIIH YXYyAUICHHE Ka4yeCcTBa);

- IO BO3MOXHOCTH pe3y/bTaThl NEepBHYHOM AHAarHocTHKU (ping, trace) c
ykaszanueM IP-anpeca o6opynoBanus [lorpeburtens (Ipu uX HAIMYUH);

®HO u xoHTaKkTHBIE JaHHBIE (HOMeEp TenedoHa, agpec 3JIEKTPOHHOH ITOYTHI)
npeacrasutens IloTpeburens Ha O0bekTe;

10 BO3MOYKHOCTH — UHQOPMALUIO O HATUYHUU JIEKTPOIIUTAHHUS:

- B noMeweHuu [lotpedurens;

- Ha OKOHeYHOM oOopynoBaHuu IloTpedurens;

II0 BO3MOXXHOCTH, MHGOPMAaLMIO O BHEIUHEH MHIUKALMH Ha 00OpyHdOBaHHMH
Hcnonmautens u Ilotpeburens;

10 BO3MO>KHOCTH, HHPOpPMAIIHIO O Iepe3arpy3ke 06opynoBanus McnonHuTens
1 IloTpeGutens.

4.3 Cmoyx0a TeXHHYECKOH IMOANEpXXKH 3aKkazuumKa pPEerducTpUpyeT obpalleHue
u coobmmaet [ToTpebuTento HoMep 3aperucTpupoBaHHoro TT U MepeBOIUT 3BOHOK U
TT na McnonmsuTens i peleHus npobiieMbl B peXXUMe pealbHOro BpeMeHU. Eciu
obpanieHie MoCTYNWwIO MO 3JIEKTPOHHOM moute, Cinyx0a TeXHUYECKOH MOANEPKKH

”
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3akazupka He Mo3JHee 4eM depe3 15 MHHYT ¢ MOMEHTa IOCTYIUIEHHsS 0OpalleHHs
coobmaet [Totpeburento HoMep 3apeructpuposanHoro TT.

B cnyuae, ecnu IloTpebuTeneM mo 3J€KTPOHHOI IOYTE HE IIpEACTaBIEHBI
00s13aTeNbHbIE JaHHBIE, TO 3asiBKA HE MPUHUMAETCA.

4.4. Tlepuon HEOOCTYIIHOCTH YCIyTM WIM yXyIOUIEHHUS KayecTBa YCIyrd B
pamkax Hacrosimero PerimaMeHTa TeXHMYECKOH NOLIEP)KKM NPHU OKa3aHUHM Y CIIyTH
YUUTHIBaeTCS ¢ MoMeHTa peructpauuu obpawenus (TT) ot [Torpeburens Cnyx0Ooii
TEXHUYECKOH MOAACPKKH 3aKa3qHKa.

4.5. Ilocne nonydenus TT u npoBeneHus NpoBepku, McnonHuTENs TPOBOAUT
JUArHOCTHKY, JIOKAJIU3ALMI0O U yCTpaHeHHe NpobyieMbl U (QUKCUPYET TEXHHUYECKYIO
HHQOpPMALMIO B TOM 4YHCJIIe, INPHYMHY, XOJ MCIOJIHEHHSA M IUIaHHpPYEMEIE H
¢paxTuueckue cpoku ycTpaHeHusa. [locne ycTpaHeHuss npoOGnems! McrnonHuTensb
uHpopmupyet Ciyx0y TEXHHYECKON NOINEPKKY 3aKa3yuKa.

Cmyx0a TexHU4YeCcKOH oAAep kKU 3aKka3urKa, B CBOKO 04epeb, UHGOPMUpPYET
IloTpeburens.

4.6. IlpuoputeTsl U BpeMsi BOCCTaHOBJIEHUs paboTOCIOCOOHOCTH YCuayr mns
IToTpebuTenell onpenensoTcss B COOTBETCTBHM C ycNoBHSAMH IocynapcTBEHHOIO
KOHTPAKTAa:

Ilo cTeneHH cpOYHOCTH yCTpaHEHH HEUCIIPABHOCTEI!:

e 1-plii npuopurteT — KpUTHYHBII:

COIIPOBOXKIaeMasi yCiIyra He JOCTyIIHa (aBapus);

MaccoBele (Oonee pecsTu oOpamieHWii B TEYEHHE TPUOUATH MHHYT OT
paznuuHbix IloTpebuteneit B otaensHOM cyOwekTe Poccuiickoii ®Penepauuu)
oOpaineHui, cBsI3aHHBIE C HapyIIeHHeM pab0TOCIIOCOOHOCTH Y CIIyT, OTHOCAIMUECS K
OJHOMY COOBITHIO;

e 2-oii npuopuTeT — BHICcOKMIi:

HabmonaeTcs MaccoBas Aerpanarnus I POU3BOAUTEIEHOCTH 10305
NepUOIMYEeCcKOe IIpephIBaHHE YCIYTH B He MeHee 5 NpPOIEHTOB OOINEro 4ucia
IToTpebuTteneii B peruoHe;

GUKCUpPYIOTCS TEpHUOAWYECKHE IIpephlBaHHsA B pabore YCiIyrm y OZHOIO
IloTpeburens;

e 3-ii npuopuTeT — CpeaHUi:

HaOnrogaeTcs  gerpajauMs IPOM3BOOUTENBHOCTH  YCIYrH Yy  OJHOIO
INotpeburens;

HapyLIEHUE BCIIOMOraTelIbHON (QYHKIMOHATBHOCTH Y CIIYT;

3aMpoc Ha 00CIy)KMBaHHE WM U3MEHEHHUE HACTPOEK;

3alpoc Ha U3MEHeHHe KOH(QUTYpaluy UK QYHKIIMOHAIBHOCTH Y CIIYT;

e 4-ji npuoputetr — HHU3KHIi:
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npobJieMBl 6€3 YTpaThl CIIOCOOHOCTH VY CIIYT;
3aIIpOCHI IO OKa3aHMIO MH(MOPMALMOHHOM MOJJEPKKH;

npencraButemto [lorpedurens TpebyeTcss KOHCYIbTaUM.
ITo BpeMeHH peleHuss MHUUICHTOB:

IToxazarens

HopmaTtus BpeMeHH peakuuu

s Touex npucoequHEHUs
ECIIJ, C30 B Hacen&HHBIX
IIyHKTaX ¢ HaceleHueM Oosiee
JIECATH THICAY YEJIOBEK

Mg Toyex npucoefuHEHUS
ECIIO, C30 B
aIMUHHCTPATUBHBIX
LEHTPAX CEJIbCKUX
IIOCEJICHUI U IIPOYUX
HaceJIEHHBIX ITyHKTax

Bpems pemeHus
WHUUJICHTOB
[1epBoro
NPHOPHUTETA

12* yacoB pabodero BpeMeHH (c
09:00 oo 18:00 mectHOTO
BpEeMEHH 110 paboYuM JHAM) €
MOMEHTA PErUCTpayu
obpalneHusl.

B nepuoasl npoBeneHU €IUHOTO
roCyJapCTBEHHOI'0 3K3aMeHa -
KpPYTJIOCYTOYHO

28 * yacoB pabouero
BpemenH (¢ 09:00 no 18:00
MECTHOT'O BpEMEHH I10
paboynM JHAM) ¢ MOMEHTA
perucTpanuu oopaeHus
s C30.

B nepuon nposeneHus
€MHOTO TOCYJapCTBEHHOTO
9K3aMeHa - KPYTJIOCYTOYHO

Bpewms pernenus
UHLHEHTOB
BTOpPOIo
NMPHOPHUTETA

16 * yacoB paboyero BpeMeHHU (C
09:00 oo 18:00 mecTHOrO
BpPEMEHH I10 paboUuUM JHIM) C
MOMEHTA PEerUcTpayu
oOpaleHusl.

B nepuon npoBeneHus €IMHOTO
roCy/AapCTBEHHOI'O dK3aMeHa -
KPYTJIOCYTOYHO

32* yaca pabouyero BpeMeHHU
(c 09:00 no 18:00 mecTHOTrO
BpPEMEHH 110 paboyuM JHSM)
C MOMEHTA pEruCTpalUU
obpalneHus.
B nepuon nposeneHust
€MHOT'0 rOCYJapCTBEHHOTO
dK3aMeHa - KpyIJIOCyTOUYHO

Bpewms peluenus
UHIUJIEHTOB
TpeTbero
IIPMOPHTETA

24* yaca pabodero BpeMeHH (C
09:00 mo 18:00 mecTHOTO
BpPEMEHH 110 paboYrM JHIM)

36* yacoB pabouyero
BpeMeHH (¢ 09:00 go 18:00
MECTHOT'O BpEMEHH 10
pabouuM QHAM)

BpewMs pemeHus
VHUUJEHTOB
4YeTBEpPTOro
[NpPHOPUTETA

32* yaca paboyero BpeMeHH
(c 09:00 o 18:00 mecTHOrO
BpeMeHHU 10 pabo4uM JHAM)

40* yacos pabouero
BpeMenH (¢ 09:00 mo 18:00
MECTHOI'0 BpEMEHH I10
pabouumM aHIM)

y i
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*) Vka3zaHO BpeMs YCTpaHeHHS HEHUCIPaBHOCTH 0e3 yueTa BpeMeHH
BOCCTaHOBJIEHUsI KabOenbHOM WHOPACTpyKTypel M 3aMeHbl 00OpyIOBaHUS ¥
ITotpebutensa. B ciy4yae BoccTaHOBICHHs KaOelIbHOM MHQPACTPYKTYpPhl U 3aMEHBI
obopynoBaHus y C30 HOpMAaTHUBHBIE CPOKH PEIIEHHUS MHLIKMIECHTA YBEIUYUBAIOTCSA Ha
72 4aca. YKazaHO BpeMs [ BOCCTAHOBUTENBHBIX paboT uHGPacTpyKTypHI
Ucnonnurens, 0e3 ydyera BpeMEHHM BOCCTAaHOBMTEIBHBIX paboT 000pynoBaHMA
INoTpeburtens, UHPPaCTPyKTYypel UHGOPMALMOHHBIX CHUCTEM, a TaKXKe HAIWYUA
IToTpeburens B TpyAHOAOCTYIIHOM HaCeIEHHOM ITyHKTE

Jlia 00BEKTOB, pacHONOKEHHBIX B TPYAHOINOCTYIHBIX HACeJIEHHBIX ITyHKTaX
(TPYAHOOOCTYTIHBIH HACENEHHBIH IYHKT - 3TO HACENIEHHBIH ITyHKT, KOTOPBIH B CHILY
IIOTOJIHBIX, IIPUPOJHBIX, TEXHOT€HHBIX U HHBIX OOCTOATENBCTB U (MJIM) OTCYTCTBHA
3JIEMEHTOB WHQPACTPYKTYpbl CTAHOBUTCS HENOCTYIHBIM WIM TPYAHOJOCTHXXHUMBIM
ISl TPAHCIIOPTHBIX CPEACTB) CPOK PEIIEHUS HHLIUAEHTA - A0 10 paGo4ux AHei.

IIpumeuanus:

1)B cnywasx, ecnmm [ pelIeHHs 3asdBKU TpeOyeTcs NONOJHUTEIbHAS
uHpopmanus ot IToTpedutens win nposepka paboTOCIIOCOOHOCTH C €ro CTOPOHBI,
BpEMSI IIPOCTOSI HE YYUTHIBAETCS, JO MOJIy4EHUS 3alpOIeHHONH HHdOpMAaIiy.

2) OtkomroueHus (MepepsiBbl), BBHI3BaHHBIE JIIOOOM M3 INEpeUMCIIEHHBIX HIDKE
IIPHYUH, He KIaCCU(PUIMPYIOTCS KaK HeJOCTYIIHOCTh UIH HEUCIIPABHOCTD!

IIPOBEEHUE IUIAHOBBIX IPOQHUIAKTUYECKUX HIM HEOTJOXHBIX PEMOHTHBIX
pabot ¢ yBenmomiieHHeM npeacTaButenel 3akasuuka u/mnu [lotpebuteneil B cpok He
MeHee Tpex pabouux AHell 10 BpeMeHH IIpoBeeHus paboT;

pabota Ha ob6opynoBanuu Mcnonuurens o 3amnpocy I[lotpeburens;

TeCTUpOBaHUue Yciuyr no 3ampocy Ilorpebutens B ciayyae, xorga He OBLIO
BBISIBJICHO HUKAKOM HEMCIIPABHOCTHU HJIM HE[OCTYIIHOCTH;

HEHCIPAaBHOCTH WIH AedekTh obopynoBanus [loTpebuteneii;

NEPEPHIBEl B IMPEJOCTABIIEHUH YCIYyr, BBI3BAHHbIE YMBIIUIEHHBIMH WM
HEYMBILUIEHHBIMU AeHcTBUAMU TloTpebuTenei;

dopc-Maxop.

4.7. B cmydyae He oOHapyxeHUs IIpoOJIeMbl B 30HE OTBETCTBEHHOCTH
Ucnonuutens, WcnonHUTens 3alpallidBaeT  JONOJHHUTENBHYIO  IUArHOCTHKY
npobnemsl y I[loTpebutens. Besd umnpopMmanma o Xone JOKaNM3alUH, 3alpocax
IToTpebutens u oTBeTax Qpukcupyercsa VcnonHuresnem.

4.8. Wcnonuutens nepesogut 1T B 30HY oTBeTcTBeHHOCTH I[loTpeburesns
(mpuocTaHaBnMBaeT), Ha BpeMs, HeoOxoaumoe H ykasaHHoe IloTrpeburenem, B
cllydasx:

B xome ycrtpaneHus TT Ilorpebutens He MOXxeT oOeclneduTb JOCTYII
cotpyannkoB Ucnonautens Ha OObeKT, B 3anpamuuBaeMele FICTIONHUTENEM CPOKH;

L2 LT
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B xome ycrpanenus TT mpu yrounenmu IloTpeburtenem wuHboOpManuu o
paboTOCIIOCOOHOCTH CHCTEM JJEKTpONMTaHus Ha oOvekTe IloTpeburtensa B ciydae
OTCYTCTBMA MoAo0HOH uHPopMauuu npu caade TT MCnolHUTENO WIH I0SBIIEHUHU
JOTIOJTHUTENBHBIX 000CHOBaHHBIX MOJO3PEHUH Ha 3Ty TIPUYUHY
HepaboTocrocoOHOCTH Y CIyrd B paMKax jJokanmusanuu 1T,

B xome ycrtpanenus 1T mnpu nposeneHuu I[Torpeburenem TONOMHUTENBHOM
JUarHocTUKY Ha obopynoBanuu [loTpeburens mis nokanuzauuu npuyussl TT;

0 pesynabTaTaM JoOKanu3amuu W ycTpaHeHus TT, kxorma COBMECTHBIMH
JNefCTBUAMHU BBIABIEH ()aKT NPUYMHBI IIpoOJeMBEl B 30HE OTBETCTBEHHOCTH
IloTpeburens.

TT nepeBOJUTCS B 30HY OTBETCTBEHHOCTH IloTpebuTena TOJBKO IPH YCIOBHH
NPENOCTABJICHUsT AapryMEHTHPOBAHHBIX  JOKAa3aTeNbCTB OTCYTICTBHSL  IIpodyieM
(muarzocTHkH) co crTopoHbl Mcmomautens B Cnyx0y TEeXHHUYECKON NOAAEPKKHU
Jakas3uuKa.

U3 nepuona HenocTynHOCTH Yciyrd B TT Wiy BpeMeHH pelueHus npodneMel
mist TT ¢ yxynumeHueMm KadecTBa BbIYMTAaeTCss BpeMs HaxoxieHus TT B 30He
OoTBeTCTBEeHHOCTH IloTpebuTens 3a HCKIIOYEHHEM CIIydaeB, KOrjJa B pe3yJbTare
OUArHOCTHKHU INpo0OiieMa YCTaHOBJIEHa B 30HE OTBETCTBEHHOCTH McronHuTENns H
npuoctanoBka TT Ha mepuop npoeeneHus MeponpuiTuil Ha cropoHe IloTpeGurens,
[IpOBeJIeHHE KOTOPBIX HE UMEJIO OTHOLIEHHE K XapaKTepy aBapHH.

[lo pesynpraTtaM Jokanu3anuu MU ycTpaHeHus 1T, Korga COBMECTHBIMH
neiicteussMd CTOPOH BBISIBIIEH (akT IPUYUHEBI NIPOOJIEMEl B 30HE OTBETCTBEHHOCTH
IloTpebutensa, mnpoOaeMBl CUHMTAIOTCA TIOJHOCTBIO B 30HE OTBETCTBEHHOCTH
[ToTpebutens U He YJYacTBYIOT B pacdeTax s LieJiell oIpeneneHus WTpados
COrJIacHo 1. 7.12. TexHru4ecKkoro 3ajaHus.

4.9. HeucnpaBHOCTh CUHTAeTCs YCTpPaHEHHOH, Korga Yciyra roToBa K
SKCIUTyaTallkd M €€  3IKCIUTyaTallMOHHBIE  XapaKTEPUCTUKH  COOTBETCTBYIOT
rapaHTUpoOBaHHBIM B paMmkax [ocymapcTBeHHoro koHrTpakrta McnonHuTenem
rapameTrpam.

4.10. BpemMeHeM BOCCTaHOBIIEHHS IIapaMeTpOB YCIYI'M CUMTAETCS BpeMs
(paKTHIECKOT0 BOCCTAHOBJIEHUS HKCILTyaTallUOHHBIX XapaKTEPUCTHUK Y CIIyTH.

4.11. YcTpaHuB HeEHCIpaBHOCTh, McmonmHuTene HampaBisdeT MNHCHBMEHHOE
yBeJOMJIEHHE 00 YCTpaHEHHWM HEHCIPaBHOCTH Ha 3NIEKTpOHHBIN anpec CiyxOEbl
TEXHUYECKOH noaaepxku 3akazunka, a Ciyxba TeXHUYeCKOH NoANepKKHu 3aKa3uuKa
uHbopmupyer Ilotpeburens (unuumaropa TT), orkpeiBmero panHein TT, ¢
YKa3aHUEM:

Homepa TT;

MPUYMHBI HEUCTIPABHOCTH U NIPEATIPUHATEIX AEHCTBUH;

s
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30HBI OTBETCTBEHHOCTH;

BpEMEHU BOCCTAHOBJICHHUS.

Hannas uHpopmauusi MoxeT ObiTh HanpasieHa B Ciyx0y TeXHUYECKOM
NOJAEePKKH 3aKa3urdka Kak oT coTpyAHHKa McronHuTens, Tak ¥ B aBTOMaTHYeCKOM
pekuMe Ipu 3aBepiueHuM padoTel Hag TT oT cuCTeMBI perucTpauuu odOpaleHHH
Hcnonuurens.

4.12. B Teyenue 24 wyacoB C MOMEHTa IIOJY4YEHHS YBeIOMJIEHHA 00
ycTpaHeHun  HeucnpaBHOCTH [loTpeOurens mpenocTaBiseT  IMOATBEpXKICHHE
YCTpaHEHMsI HEHCIIPAaBHOCTH I[yTeM OTIPaBKM COOOINECHHs Ha 3JIEKTPOHHBIHA anpec
CoyxObl TeXHMYECKOW NOoaAepKkKH 3akazyuka wid uHbopmupyer CroyxOy
TEXHHYECKOH IOAJNepKKM 3aka3uMka O MpUYHHAX OTKa3a B IIOJTBEpXKICHHUH
yCTpaHeHUsT HeUCHpaBHOCTM. B cinydae He mnpepocrasieHus Ilorpeburenem
NOATBEPKACHUS MIIM OTKa3a B IIOATBEPKICHHUM YCTPAHEHHS HEHUCIIPAaBHOCTH B
tedyeHne 24 dacoB ¢ MomeHTa uH(opMmupoBanus Ilotpeburens Cyxboi
TEXHUYECKOH MOIAEpXKH 3aKa3uyuKa, HEHCIIPAaBHOCTb CYUTAETCS YCTPAaHEHHOM IIO
YMOJIYaHHUIO.

B ciyuae otkasa ITotpeburens TT cuumTaeTcs He 3aKpBITEIM U BO3BpAIAETCS
Cnyx6ol TexHHYeCKOM NOAAepKKH 3aka3zyuka B paboTy McmonHuTesnio, IIpu 3TOM
BpeMsi OxupaHus oTBeTa IloTpeOuTens He CUMTAETCA BpPEMEHEM IIPHOCTAHOBKH
pewenus TT.

TT 3axpeiBaercs Ciyx00ii TEXHUYECKOM NOQAECPKKY 3aKa3uKlKa Ha OCHOBAHUU
nmoaTeepkaeHus [ToTpebuTtens UM O YCIOBUSM BBINIOJHEHUS II. 4.12 HacTOsIIEro
Pernamenra.

4.13. Kaxpgas u3 CTOpoH UMEET NpaBo B 000 MOMEHT 00paTUTLCS K IPYroH
CropoHe 3a MOMOLIBIO B NPOBEACHHWM AMArHOCTHYECKUX paboT u 3a ool
HHpopManueii, HeoOXoguMOoH A 3P PEKTHUBHOTO peIeHUs TPOOIEMBI.

4.14. I'lpu obpamennn ogHoi 3 CTopoH K Ipyrod CTOpoHE 3a IIOMOLIBIO B
NPOBENCHUM OUAarHOCTUYECKUX paboT U 3a mobol uHdopmMaiuei, Heo6X0AUMOM 1
ahGdeKkTUBHOrO pemeHus Ipodsemsl, CTopoHa, NOMy4MBINAs 3anpoc, obsg3aHa
NPEOIpPUHATE BCE BO3MOXKHBIE [EHCTBHS, COIVIACHO 3allpoCy MIIHM OTBETHUTH
apryMeHTHpPOBAHHBIM OTKa30M, C YKa3aHMeM I[IpHYMH, II0 KOTOPBIM JENCTBUSA
BBIIIOJIHEHEI OBITH HE MOTYT. |

5. IlopsiaoK omoBelIeHHsI/COT/IACOBAHMS MPHOCTAHOBKH OKa3aHUsl Y ciIyr
s npoBedenns McnoyiHuTeIeM NJIAHOBO-NPOPUIAKTHYECKHUX UM AaBaPHITHO-

BOCCTAHOBHUTEJIbHBIX paﬁoT

5.1. VIcnomHHTENb TNpPU IPOBEACHHH IUIAHOBO-IPOQHUIAKTUYECKUX padoT,

L
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CBSI3aHHBIX C IEpEpHIBOM B OKa3aHHs Yciyr, onosemaeT [loTpebutens u Ciyx0Oy
TeXHMYECKOH MOAJNEPKKH 3aKa3uuKa II0 JIEKTPOHHOM IouTe HE MeHee 4eM 3a 3
(Tpu) pabouux OHs [0 Hayana NpoBeAeHUus paboT, coobinas Mpy 3TOM:

IPUYUHY MPOBeaeHUS paboT;

BpeMs Hauajia U OKOHYaHUsA paboT;

®HO nuna, HanpaBUBLIErO COOOIIEHUE.

5.2. B cnydae, ecnu mo ucreyeHud 1 pabouero AHS Iocne OTIPaBKH
YBEIOMJICHHS Ha IpPOBEICHHE pPEMOHTHBIX H IpoduiakTHdeckux pador,
MOATBEPKACHUE/MOTUBUPOBAaHHBI OTKa3 oT Ciyk0bl TEXHUYECKOH IOIACPHKKU
3akazuuka He OTIIPaBIEHO, CPOKH U MPOBEACHHE PEMOHTHBIX U MPOQUIaKTHYECKHX
paboT CUUTAIOTCS COTTIaCOBAHHBIMHU.

5.3. MicnionnHuTeNb NpH MEPEHOCE CPOKOB IPOBENeHHMs padoT MIH UX OTMEHE
onoBemaetr 06 3ToM Ciyx0y TexHH4Yeckoil mopaepkku 3aka3zuuka U [loTpebutens
JOTIOTHUTEIBHO 110 2JIEKTPOHHOH IOYTe.

5.4. Bce mnnaHoBo-mpodunakTHyeckue paboTel Ha cet McnomHutens,
CBA3aHHBIE C MEPEPHIBOM B OKa3aHWM YCIYyr, JOJDKHBI IUIAHUPOBAThCS HA BpeMs,
KOI'/Ia 3TO MOXKeT HaHECTH HaUMEeHBIIUH yiepo.

5.5. B cnyyae aprymMeHTHpOBaHHOTO Bo3paxxeHus IloTpebutens, oObsaBneHHOE
BpeMs IpOoBeAeHHs paboT JODKHO MOAJIEKATh IEpecMOTpPY (IIpH BO3MOXKHOCTH).

5.6. IIpu nnanupoBaHuM paboT WM BO3HMKHOBEHMHM aBapuu McnonHurens
00si3aH pacCMOTpETh albTEepPHATUBHBIH BapHaHT OKa3aHUA YCIyr Ha BpeMs
IIPOBEIECHUS IJIAHOBBIX paboT.

6. Ilopsinoxk nHGOPMUPOBAHUS PYKOBOACTBA. JCKAJALMSL.

6.1. AIMUHHCTpaTHBHAS I3CKAJIalMs paspelleHHs aBapUWHBIX CUTyalud y
Cryx0bl TeXHHYECKOH MoAAepXKu 3axkazuvka M y HMcnonHurtens mnpuBeleHa B
Tabuune 2 u Tabnuie 3 COOTBETCTBEHHO.

6.2. Ilepexon dyepe3 YpOBHM OcCKanauuu Oe3 yBEJOMIIEHUS IPEAbIIYyLUEro
YPOBHSI HE IOITyCKaeTCs.

6.3. CropoHbl MHQOPMUPYIOT COOCTBEHHOE PYKOBOJCTBO O XOJ€ pEeIIeHUs
npo6ieMbl H, IIpH HEOOXOAUMOCTH IIOIY4YeHHs IIOMOIOY PYKOBOJCTBA, 3CKAIUPYIOT
eMy npo0iieMy CaMOCTOSITENBHO.

2
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Cayx06a TexHHUYeCKOI MoAAepP:KKH 3aKa3uuKa Tabnuna 2
Havanenuk otaena

1 ypoBeHb NeKypHOH CITy>KOBI JIomoB +7 (499) 350-46-

CILI] Munnudpsr Muxaun IOpreBuy 06
Poccun

3aMmecTUTEND

HaYalIbHHKA OTAECIIa

- BacunseB +7 (499) 350-46-
2 ypoBeHb IOEeXKYPHOH CITy»OBI

CLl Munuudpsl Cepreli 3ocMOBHY 06

Poccun

HUcnoauurennb Tabnuna 3

PykoBoguTenb
HallpaBJIeHUs
1 ypoBeHs TEXHUYECKOU XKnanos IMutpuii
NOAEPKKH EBrenneBuy
denepaibHBIX
porpamm
PykoBoguTens
YIPaBIIEHHUSA
2 ypoBEHb TEXHUYECKOH Kynenko Bnagumup
MO AEPKKH Hropesuy
benepanpHBIX
KJIUEHTOB

+7 (939) 775 71
12

+7 (916)1001736

7. OTBeTcTBeHHOCTH CTOPOH

7.1. HcnonHuTenb HE HECET OTBETCTBEHHOCTH I10 aBApPUMHBIM CHUTYaLMsM,
BO3HUKIIUM I10 NPUYUHE OOCTOSATENBCTB, NPUBEAIINX, NPSIMO WA KOCBEHHO,
HallpuMep: HABOJHEHHUs, IIOXKApBl, 3EMJICTPSACEHHUs, OSMHASMHH, BOEHHBIE
IIE€pEBOPOTHI, TEPPOPUCTUIECKHE AKTHI, TPAXKJTAHCKHE BOJIHEHHUs, IIPUKA3Bl HJIM UHBIE

AKThbl TOCYHAapCTBEHHBIX OpPraHOB, K HEBO3MOMHOCTH BBINIOJIHCHUA CTOpOHaMH
B3aMMHBIX 0043aTE€NbCTB.
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8. Cpok ngeiicrBusi PernmamenTa

8.1. PermameHT BCTymaeT B CHJIy ¢ MOMEHTa moAnucaHusi ero CTOpoHaMu.
Cpox pelicteuss PernamenTta orpaHudeH CpokoM JelcTBus ['oCcyqapCcTBEHHOTO
KOHTPAKTA.

8.2. HacTosmumii PernaMeHT UCTIONHEH B TpeX 3K3eMILIAPaX.

8.3. BHecenne uW3MeHeHMH W JONONHEHMH B HacTtosmui Pernament
NPOH3BOIUTCS YCTAHOBJIEHHBIM MOPAAKOM 10 B3aUMHOMY cornacuio CTOpoH.

Crapmuit Bune-Ilpesunent 3amecturtens MuHucTpa ugppoBoro

I10 p360Te C KOPIIOpaTUBHBIM H Pa3BUTHA, CBA3H H MACCOBBIX
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