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PernameHT obpalleHns B CepBUCHbIN

GEDRMICHEN ueHTp komnaHmm « MHOOPM3BALLIATA»

LLeHTp

1 O6wme nonoxeHus

1.1 HasHauyeHue
HacTtosawmn «PernameHT  obpalueHuns B CepBUCHbIN LeHTp KOMMNaHUN
«VNHOOPMSBALLUNTAY» (nanee — PernaMeHT) npeaHasHa4vyeH ans opraHnsaumm apgekTnBHoro
B3aMMOAENCTBUA Yy4aCTHUKOB NPOLIECCOB NOSTyYEHNSA 1 NPeaoCTaBMEHNs YCIyT.
HacToawwun PernameHT ycTaHaBnmBaeT nopsaok obpaweHui B CepBucHbin LeHTp (CLL)
komnaHmm « MHOOPM3BALLNTAY.
PernameHT ycrtaHaBnuBaeT TpeboBaHMs K obOpaweHnsam, nocTynawwmm oT
Monb3oBaTtenen, n NnapameTpbl NonyvYeHns obpaTHOM CBA3M 1 ycnyr oT cneumanuctos CL.
Llenun n 3agayn Hactosawero PernameHTa:
= onpeaenuTb cnocobbl obpaweHms B CLL n B3aumopenctems ¢ CL;
= onpeaenuTb TpeboBaHUA K obpalieHmsam, noctynatowmum B CL;
= obecneunTb CBOEBPEMEHHYIO 06paboTky obpalleHuni Nonb3oBaTenen Ha Bcex
aTanax XWsHeHHoro uukrna CuctemMbl B COOTBETCTBUM C AOFOBOPEHHOCTAMMW,
onucaHHbIMK cornaweHunem SLA;
" npeaocTaBneHne OOBLEKTMBHOWM YyMNpaBrieHYeCKOW WH(OpMaLMM PYKOBOLCTBY
CO CTOPOHbI MicnonHutens n 3akasvmka no napameTpam obnyxmBaHus;
" OBbILEHME YOOBMETBOpPEHHOCTU [lonb3oBatenen B MOHMMaHWM Mpouecca

NOSyYeHUs1 yCnyr.

1.2 O6nactb NpuMeHeHUsA

MonoxeHna PernameHta npegHasHayeHbl Ansa 3aka3dmkoB, 3aknoumBLUMX [JoroBop Ha
OoKasaHuMe  YyCnyr TEeXHUYECKOM  MNOOAEpPXKKW,  COMPOBOXAEHUA  CPeacTB  3aluThbl
MHOPMaLUNOHHON 6e30NacHOCTU UM ayTCOPCUHra, NPodeCccruoHarnbHbIX CEPBMCOB B 06nacTtm

MHOpMaLUNOHHON 6e30MacHOCTH.

2 OnucaHue CTPYKTYpbl U cxeMbl hyHKLUMOHMpoBaHus CL|

CepBucHoe obcnyxmBaHMe KNMEHTOB ABMNSAETCA O4HMM U3 OCHOBHbIX BU3HEeC-npoLeccoB

komnaHum «MHOOPM3ALLNTA» B coctaBe CUCTEMbl MeEHEMKMEHTA KayecTBa, KoTopasd

WWWw.itsoc.ru
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PernameHT obpalleHns B CepBUCHbIN

s Stk ueHTp komnaHmm « MHOOPM3BALLIATA»

LLeHTp

€eXerogHo nopeepraeTca npoueaype A0OpOBONbHOW CcepTUUKauMmM Ha COOTBETCTBUE
mexayHapogHomy Ctangapty 1ISO 9001.

CepBUCHbIM UEeHTp — npodunbHoe nogpasfeneHve B rpynne  KoMNaHWn
«MHOOPMSBALLNTAY», HaueneHHoe Ha obcnyXuBaHue n NogaepXKy cuctem obecneveHms um
ynpaBneHns WHgopmaunoHHon 6e3onacHoCTblo. 3a [JaHHOe HamnpaereHue oTBevaeT
komnavms OO0 «MNHOOPMBALWMNTA-CEPBAC», B coctaBe KOTOpPOM  MMEKTCS
AenapTaMeHTbl, OTBeYalolme 3a pasButne CepBUCHOro GusHeca M UCNOMHEHNE CEPBUCHBIX
obssatenscTB.

B CepBucHoM LeHTpe opraHmM3oBaHa crnyxba TexHu4eckon nogaepxku lNonb3oBartenen,
kKoTopasa coctout mM3 3 (Tpex) JlnHnn noppepxkn. ObpaboTka obpaweHui Nonb3oBaTtens
NPOUCXOOUT COrNacHO OpraHM3oBaHHbIM MpoueccamM YrpasfeHUs U corfnacoBaHHbIM
aenctensam cneyunanuctos CLL Ha Bcex ypoBHSAX (JTMHUAX) nogaepxku:

» 1 (nepBas) Jlnunua nogaepxku — Onepatopbl CLI.
OcyliecTBnseT KpyrnocyTouyHbI npuemMm obpaiwleHnn oT [lonb3oBaTenen,
perncTpauuio, Krnaccudgukaumo, gucnetyepmsannio 3asaBoK U npegocTaBrieHme
peLleHn KoHeYHbIM [onb3oBaTensiM No TMNOBbIM 3asiBKaM;

= 2 (BTOpas) JiIunna nopaepxkn — LieHTpbl komneTeHuun CLI.
KeBanuduumpoBaHHble WHxeHepbl CLL no HanpasneHuam obGnyxuvBaHus
npegocTaBnsAlT  pelleHne  HeTUNOBbIX  3asBOK Mo  obpalieHusm
Monb3oBaTenen n BbINOMAHAT paboTbl B paMkax MeponpusaTUn nnaHoOBOro
obcnyxuBaHus;

» 3 (TpeTbs) JluHua nopaepxkn — JkcnepTtbl CL, paspaboTtymkm Cucrtemsl,
MpoussoguTens.
lMpeooctaBnsieT pelleHne CroXHbIX 3adBOK, Mouck OOXOAHbIX pPeLLeHUH,
OLEHKY W3MEHEHWN, BHeAPEeHue penu3oB, NoaaepXuBaltoT B akTyarbHOM
COCTOSSHUM HOPMATMBHYHO U TEXHUYECKYHO AOKYMEHTALMIO.

Pernctpauus obpaweHnn [Monb3oBaTtenen npomsBoautcss B cucteme Service Desk
McnonHutens, no3sonsiowen oTcrexuBaTb TeKkylee COCTosHMe obpalieHunn 3akasyuka u

cobnogeHne napameTpoB okasaHus Ycnyru (SLA).

WWWw.itsoc.ru
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GEDRMICHEN ueHTp komnaHmm « MHOOPM3BALLIATA»

LLeHTp

3 Mpuem obpaLleHust n perucTpaumsa 3asBKu

3.1 Mpuem o6pawieHunn
Monb3oBaTtenb MoXxeT obpaTtuTbes B CL| ogHMM M3 Tpex cnocobos:
" 0 3NIEKTPOHHOM NoYTe support@infosec.ru;
* no tenedgoHam: +7-495-981-92-22 (MHOrokaHasnbHbIn), 8-800-100-23-55;

*  yepes nopTan support.itsoc.ru

Mpun 3aka3e COOTBETCTBYIOLLMX YCNYr, 4OMNYCKAETCS:
1) nonyyeHne aBTOMaTU4ECKOro obpaLleHns OT CUCTEMbI MOHUTOPUHra unmn SOC;
2) npamoe obpaweHne Kk CepBuC-MeHeKepy TOSMbKO YMOMHOMOYEHHbIX 1L

3akasuvka Ans peleHnst NPoM3BOACTBEHHbIX BOMPOCOB.

3.2 Peructpauusa 3asaBoK

Mpn obpaleH No 3NMeKTPOHHOWM MoYTe B Tefie 3NeKTPOHHOro nucbma WMHunuymnatop
coobLiaeT, cnegyowme gaHHbIE:

"  HaMMeHOBaHWe opraHu3auuu;

* copepxaHue obpalleHus;

= ®.N.0. oTBETCTBEHHOIO;

"  KOHTaKTHble AaHHble (TenegoH/goNoNHNTENbHbIN agpec a1. NoYThl);

"  HOMep Krtova TEXHMYECKOWN noaaepkn unmn Homep [oroeopa;

"  [py HeOBXOAMMOCTU, NPUKPENASET K NMCbMYy annbl, CKPUHLIOTbI OLMOOK U
nor dansol.

Mpn obpaweHumn [lNonb3oBaTenss no TenedoHy, INEKTPOHHOM MNOYTe UNnU 4epes
noptan, 3asaBka Bepuduumpyetca OnepaTtopom CL| (1 (nepsasi) JIMHMA nogaepxkun) wu
perncTpmpyeTcsa B MHPOPMaLMOHHON cucTemMe ynpasreHusi obpaiieHnamm SD.

Mocne peructpauun 3asBku [lonb3oBaTento aBTOMATUMYECKM HanpaBnsieTcs no
3IEKTPOHHOM NOYTE COObLLEHNE, KOTOPOE COOEPXKNT:

=  BpewMms nonyvyeHunsa obpalleHus;
"  YHUKAmNbHbIN  WOEHTUMPUKALMOHHBIN HOMEP B CUCTEME Yy4yeTa 3asBOK
NcnonHutens;

»  KpaTkoe onucaHue 3asiBKu;

WWWw.itsoc.ru
+7 (495) 980-23-45 5
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"  [UNEpPCCbIfIky Ha 3aperncrpupoBaHHyo 3asBky (Ha noptane CU -

support.itsoc.ru).

3.2.1 Ucnonb3oBaHue nopTtana CL}

Norunn/naponb gna Bxoga Ha noptan CL| support.itsoc.ru BblgaeTcs nNpu nepBoMm

obpaweHnn B CLI.
Mocne pernctpaumm 3akasumk MOXET B peXxumMme peanbHOro BpeMeHu npocmMaTpuBaTtb
paboTy c obpalleHusamMm Ha noprtane McnonHutens no 3asiBkam, 3aperMcTtpupoBaHHbiM B SD.
AkTyanbHas Bepcusi JOKyMeHTa « PykoBOACTBO Mosib3oBaTens noptanoM»! AocTynHa no

cnepywoulen ceoinike: https://itsoc.ru/support/Manual SimpleOne.pdf

Bocnonb3oBaswnck  «JInyHbiM  kabuHeTom» noptana CLl, MOXHO BbINOMHATL
cnegywowme gencTens:

* ochopmnTb HOBOE obpalleHne pexmme online;

* B pexume online yBnaeTb, korga obpalleHne Obino 3aperncTpupoBaHo U Kem
B34TO B paboTy;

*  BECTW Nepenncky no 3aperMcTpmpoBaHHbIM ObpaLLeHnsM;

" MOMyYnTb BCIO MHOpMauUmo 06 MHUMOEHTAX, U3MEHEHUNAX, KOHCYNbTauusax u
pernameHTHbIX paboTax;

"  NpoCneamTb U COXPaHUTb BECb XU3HEHHbIN LMKIT 0OpaLleHuns;

"  MONYYUTb OTYETHOCTb NO 3asiBKaM B pamMKax BO3MOXXHOCTEW nopTana 3a
nob0oM MOMEHT BPeMEHM C Ha4yaria OKa3aHUA cepBUCa;

*  oueHuTb paboty cotpyaHukos CLI.

3.3 Knaccudmkaumsa 3aaBok
Bce peructpupyemble B SD 3aseku Onepatop CL knaccuduumpyeT no Ttuny wu
npuopuTeTy:
1) Tun 3aaBku — onpenensieT BUA BbINOMNHAEMbIX paboT no 3asBke:
»  «WUHUmMpeHT» — 3asaBKa, ohopmMreHHaa B CBA3M C BO3HUKHOBEHMEM ntoBOro
cobbITNSA, KOTOPOE HEraTUBHO BIIMSIET UM MOXET MOBMMUATL B AallbHENLIEM Ha

pyHKUMOHMPOBaHMe CUCTEMBI;

1 «PyKOBO[J,CTBO nonb3oBaTenid nopTana» MOXHO B nto6oit MOMeHT 3anpocuTb No SﬂeKTpOHHOVI noyTte support@itsoc.ru

WWWw.itsoc.ru
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«KoHcynbTauusa» — 3asBka, uUenbid 0dOPMIIEHUS KOTOPOW ABMSieTCH
KOHCyNnbTauuoHHas nogaepkka, B TOM vucre npegocrasrneHne nHopmaumm,
KOHCYNbTauun UNn JOKYMEHTaUMN, He ABNAOLWAACS MHUNOEHTOM;
«A3meHeHue» — 3asBka, Lenbio 0POPMIEHNA KOTOPOW SBMSIETCA BHECEHME
nameHeHun B paboty Cwuctembl: o6HoBnenue Bepcun 1O, wunameHeHue
KOH(pUrypaumm, uaMeHeHne npasus v T.4.;

«PernameHTHasa paboTta» — 3asBka, Lenbio 0hOpMIEHNA KOTOPOW ABMSETCA
BbINONHEHNe paboT NNaHOBOro 006CNyXMBAHUA C YCTAaHOBEHHOWN

nepnoanyHoCTbHO.

2) MpuoputeT 3asaBkm — onpegensieT Bpema peakuun n Bpemsa pelueHna cornacHo

napamMmeTpamM OKa3aHnA cepBuUca:

«Bblcokun» — oTHocutca K 3asBkaM (C TMnoM «WHUMAEHT»), Beaywmm K
CEpPbE3HOMY YXyALIEHNIO paboTOCNOCOOHOCTUN N cTabunbHOCTN CUCTEMBI UIK K
BO3MOXHbIM (PMHAHCOBbIM noTepsaM aAna 3akasyuka. PeweHue Tpebyetcs
He3amMe IMTenbHO;

«CpegHnmn» — oTHocuTcA K 3asBkam (C Tunom «HumpeHT» / «A3MeHeHne),
BeAyWNM K yxyaweHuto paboTtocnocobHocTn 4vactu yHkumMn Cucrtemsl,
CyWeCcTBEHHO CcKa3blBaeTcsl Ha ee paboTe wnu oOrpaHuyYMBaeT ee
YHKUNOHANbHbIE BO3MOXHOCTMU;

«Huskun» — npuceamsaetcsa 3aaskam (¢ TUNoM «HungeHT» / «AameHeHune» /
«KoHcynbTaums» / «PernameHTHaa paboTa»), pelleHne, No KOTOPbIM He
oKa3sblBaeT CYLLECTBEHHOrO0 HEeraTMBHOIO BMMSIHUS Ha paboToCnOCOBGHOCTL M

dyHKumoHan Cuctembl, HO A4OMKHbI OblTb YCTPaAHEHDI.

MpaBuna onpenenexHua npuoputeta 3apatoTca B SLA M Ans KaXaoro KOHKPETHOro

3akas4uka ykasaHbl B [loroBope Ha cepBUCHOe obcnyXuBaHue.

Tun 1 NpuopuTeT cornacoBaHbl ¢ KaTeropuammn SD 1 onpeaenexbl ana Onepatopos CLI

B COOTBETCTBYIOLLEN MHCTPYKLMU, KOTOpas HaxoauTtcsa B base sHaHui CL.

WWWw.itsoc.ru
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4 Mpuem obpalleHUAa U perucTpauus 3asaBKu

4.1 O6wme NnpuHUMNbI 06pPaboTKM 3asaBOK

HacToawwun PernameHT ycTaHaBnueaeT obwme npmHumnbl 06paboTkn 3asaBOK:

1. MNocne peructpauuun 3aaBkm B SD, 3asdBka nepefaeTcs B COOTBETCTBYOWMN LieHTp
komneteHumn CLl, roe HasHadaeTca oteBeTcTBeHHbIM WHxeHep CLL (unm Okcnept CL|) 3a
BbINOSIHEHNE [aHHbIX paboT. 3akasynky no 9nekTpoHHon noute WHuumaTtopa 3asiBKu
OTNpaBnAeTCcsa NMMCbMO C YKa3daHMeM HoOMepa 3aperncTpupoBaHHoOm 3asiBKM N OTBETCTBEHHOIO
cneumanucta cnonHutens.

2.Mo BceM un3sMeHeHnsm B xopde pabotr no 3asBke MicnonHutens oTnpasnset
yBe4oMMNeHnsa 3akasymky no af1eKTPOHHON noyTe.

3. B pamkax paboTbl ¢ 3agBkamu WcnonHuUTenb OCYLWECTBNAET MOWUCK peLueHus Unm
BbINOSIHEHUE paboT B COOTBETCTBUM C NapamMeTpamu okasaHus Ycnyrn. B oTaenbHbIx cnyyasax
Mo CornacoBaHuio ¢ 3aka3ynkoM BpeMs Ha BbINOfHEHME paboT MOXeT ObiTb YBENUYEHO.

4.B cny4yae HEBO3MOXHOCTM paspelleHns 3asiBKM B COrfacoBaHHblE  CPOKM,
NcnonHntene wuHgopmupyetr o6 atom 3akasuvka W npegnaraet BapyvaHT BPEMEHHOIro
peLLeHns (ecnum Takom CyLLecTByeT).

5. Pabotbl no OOHOBMEHWIO BEPCUMM KOMMOHEHTOB CUCTEMBI, KOPPEKTUPOBKE
TEXHUYECKUX PELUEHNA, BHECEHUIO U3MEHEHUI B KOHurypaumio Cuctemsl B 06513aTENbHOM
nopsiAke cornacyloTcs ¢ 3aka3umkom.

6. B cnyyae HeobXoOAMMOCTW BHECEHUSI WM3MEHEHUA B KOHUrypauum o6bekToB
Cuctembl, B TexHMYecKkyto M pabouyio AokymeHTauuio Cuctembl 3akasyuk uHUUUMpyeT
cooTBeTcTBYylOWMI 3anpoc B CLI.

7. VicnonHutenb yctaHaBnuBaeT ToNbKo Te obHoBneHus O, Ha koTopble 3akasuumk
MMeeT COOTBETCTBYHOLLEE NPaBO OOHOBNEHUS.

8. CepBrC—MeHeoKep opraHn3yeT aHanm3 n3MeHeHns, NoAroToBKY NPOeKTa N3MEHEeHUs,
onpegeneHve CpOKOB peanusauun, oueHky obbema paboT u npegocTaBnseT Ha
cornacoBaHue 3aKka3suduky.

9. O pabotax, Tpebywuwmx oTknyeHnss obopyaoBaHua 3akasuvka, KcnonHuTtenb
yBegomnsieT 3abnaroBpemMeHHO. BbinonHseTca BO BpeMs MNAaHOBbIX MNPOUNaKTUYeCKnX
paboT nnbo Bo Bpemsi Bbledaa no 3asBke 3akasuduka.

www.itsoc.ru
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10. cnonHntenb NpucTynaeT K BbINOMIHEHMIO paboT TOMbKO NOCHE MX COrfacoBaHns C
3akas4ymKoMm.
11. MNocne okoH4YaHus paboT 3akas3vnKy HanpaBnsieTCa ANEKTPOHHOE yBeaomeHne (no

3NEeKTPOHHOM MoYTE) O peLleHnn 3aaBKU.

4.2 3akpbiTne 3asBKMU

B cnyyae ecnu lMonb3oBaTenb He BO3BpallaeT pelleHHOe obpalleHne B craTyce
«3aBeplLueHo»? B paboTy B TeyeHne 5 (natn) Pabounx gHein, B COOTBETCTBMU C HACTPOWKON
SD, obpalleHre aBTOMaTUYECKN NepeBoaUTCS B CTaTyC «3akpbiT»S.

CU npeanpuHumMaeT pas3ymMHOE KONMUYECTBO MOMbITOK MH(popmupoBaHus MHuumnaTtopa
NN OTBETCTBEHHOIO Nnua no Jorosopy o He06Xo4MMOCTU NOATBEPANTL pesynbTarT.

Mpn otcytctBum B SLA onpegeneHus KonuyectBa MNOMbITOK MHMOPMUPOBAHUS O
HeobxoaumocTun «lloaTBepXKaeHnsa pesyrnbTata» crnocobd KoOMMyHuUKaumm n HeobxoammoCTb
ackanauuun onpegensaiTca BHyTpeHHnMK npouenypamu CL.

N3meHeHune I/IHCbOpMaLI,VIVI B o6pau_|,eH|/||/| nocne ero 3akpbiTnd He gonyckaeTcA.

4.3 Cxema 3ckanauum 3asiBKu

[na obecneyeHusi kayecTBEHHOro npegocTaBneHus cepsuca, B CL| opraHusoBaH
npouecc ackanauum obpalleHnin 3akasymka.

Ecnn xon paboTbl no obpalleHntio He ycTpamBaeT 3aka3umka BO3MOXHO MPUMEHEHME
ackanauum no pAdaHHomy obpalleHuo. Jckanauus MNOMOXET pacluMpuUTb  Kpyr nuu,
BOBJEYEHHbIX B peLleHne npobnemsbl, koTopas siBunacb npnynHon obpauwlenus B CL, a Takke
pacnpocTpaHuTb MHGopMaumio o npobneme BHyTpu CLI.

NHuumatop mMoxeT obpatutbca no agpecy quality@itsoc.ru, ¢ ykaszaHmemM Homepa

obpaiwteHna n cytm ackanaumm. [lo pesynbTaTtam obpalweHns 6yaeTr npounsBedeHb!

acKanauuoHHble AeicTena B pamkax pabot CL| Ha oTBeTCTBEHHOE noapasaeneHue.

2 «3aBepLUeHo» - CTaTyC MHUMAEHTa/KOHCYNbTauun/uaMeHeHus B SD, KOTOpbI 03Ha4YaeT, YTo Bce paboTbl No obpalleHuto
BbIMOMHEHbI M VHWMUMaTOpy npenocTaBrieHO OKOHYaTeNlbHOE PELLUEHME, KOTOPOE OH MOXET MOATBEPAUTb WIN BEPHYTb
ob6paLleHne Ha JopaboTky.

3 «BakpbIT» - cTaTyC MHUMAEHTa/KOHCYNbTauMn/uaMeHeHust B SD, KOTOpbI 03Ha4aeT, 4To Bce paboTbl nMo obpalleHuto
BbINOMHeHbl. ObpalleHne nepexoanT B 3TOT cTaTyc U3 cTatyca «3aBeplueHo» npu noatsepxaeHun MHuumatopom, nmbo
aBTOMaTMYECKU MO UCTeYeHUn 5 (NaTn) Paboumnx aHew (cornacHo ycrnoBusM AaHHOTO pernaMeHTa).

WWWw.itsoc.ru
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MpuunHa ackanauuyn OygeT usyyeHa, Heobxoaumble AelcTBus ByayT onpeneneHbl U
BbINOJIHEHbI, 3CKanMpoBaHHOe obpalleHne GyaeT NocTaBreHO Ha KOHTPOTb.
NHuumnaTopom ackanauum MoXeT BbicTynaTb 3aka3unk n CepBuc-MeHeakep CO CTOPOHbI

NcnonHutens (ecnu aaHHas Ycnyra npegycmoTpeHa [loroBopom).

www.itsoc.ru
+7 (495) 980-23-45 10



CEpPBUCHbIN
LEeHTp

MpunoxeHue A

Popma ansa nogaum 3aaBku B CL|

PernameHT obpalleHns B CepBUCHbIN
ueHTp kKomnaHum «MHOOPMSBALLNTA»

O6uwana nidopmavms:

Tun 3aaBku 4*

Mpwoputet*

Tema*

(kpaTkoe onucaHue 3anpoca)

UHdopmauma o nonb3oBaTene:

KomnaHus *

KoHTakTHOE nuuo *

E-mail *

MHdopmaLmsa no BO3HMKLLIEMY 3anpocy:

MpoaykT *

Bepcus npogykrta

Onwncanue HencnpaBHoOCTH *

(kak NposiBNsIeTCH; ONUCaHWE N TEKCT
BO3HUKAIOLLIEN OLUMOKK)

[NocnegoBaTenbHOCTL AENCTBUN,
NpMBOASALLMX K MNOSIBIIEHNIO HEUCNPABHOCTU

4% nons, o6s3aTenbHble Ans 3anofHeHus.

WWWw.itsoc.ru
+7 (495) 980-23-45
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CEpPBUCHbIN
LEeHTp

PernameHT obpalleHns B CepBUCHbIN
ueHTp kKomnaHum «MHOOPMSBALLNTA»

MNepeyeHb TEPMUHOB M COKpaLLEHUN

TepMuH/ cokpalyeHue

OnpepeneHne/ HammeHoBaHue

Bpems peakunn

NHTepBan BpemeHn mexay permctpaumen 3asskm B SD n
MOMEHTOM MNpUHATUA 3asBku B paboTy cneumanuctom CL,
OTBETCTBEHHbLIM 3a €€ peLUeHne.

Bpems pelueHuns

NHTepBan BpemeHu mexay B3ATMeM 3asBku crneunanuctom CL
B paboTy n npegocraBneHnemM 3aka3dmky OKOH4YaTENbHOMO
peweHuns no 3asBke.

Rorosop Norosop Mexay 3aka3ynkom 1 McrnonHutenem Ha okasaHue
Yenyrn.

3akasumk OB6LLMIN TEPMUH, UCMOMb3yeMbIit Ans 0603HauYeHnss KomnaHum
noTpebuTtens ycnyr.

3aseka Mo6oe obpalueHmne 3akasumka B CL| unm cobbiTve B pamkax
npoLecca CepBUCHOrO 0BCMYXMBaHUSA NO 3aKMOYEHHOMY
[oroBopy, TpebytoLiee 4eNCTBUI CO CTOPOHBI icnonHuTtens,
XapakTepuayloLieecs No TUny 1 nNpuopuTeTy.

Wixenep CL| CoTpyaHuk (cneunanuct) MicnonHuTens, BoIMOMHSAOLLMIA
paboTbl No 3asiBkam B pamkax 1 (nepsow) n 2 (BTopon) JInHui
NoAAEPXKM, BXOAALLME B 30HY €ro OTBETCTBEHHOCTM.

NcnonHutenob

O6Lwnin TepMUH, ncnonb3yembin Ana o6o3HavyeHns KomnaHum
nocTtaswuka ycnyr. B gaHHom PernameHTte noa VicnonHutenem
nogpasymeBaeTcs topugnyeckoe nuuo, BXoasilee B rpynny
komnaHun « NTHOOPMSBALLUNTA», OT UMEHN KOTOPOro 3aKrtoYeH
[oroBop ¢ 3aka3ymMkom Ha oKaszaHue CepPBUCHbIX YCIyr.

NuHKna (TexHnyeckomn)
noAdepPXKu

KomMmnnekc agMmMHUCTpaTUBHO-TEXHMYECKMX pecypcoB CL,
00beAnHEHHbIX OOLWMMK Lienamu, 3agadamm, QYHKLUNAMU Npy
npegocTaBneHnn Ycnyru.

WWWw.itsoc.ru
+7 (495) 980-23-45
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CEpPBUCHbIN
LEeHTp

PernameHT obpalleHns B CepBUCHbIN
ueHTp kKomnaHum «MHOOPMSBALLNTA»

TepmMuH/ cokpalyeHue

OnpepeneHve/ HammeHoBaHue

Ob6xogHoe pelueHne

MocnenoBaTenbHOCTb AENCTBUI, MPON3BOAMMAS C LIENbIO
CHWXXEHUS! UMW yCTPaHEeHNs1 HEeraTUBHbIX NOCMNeACTBUM OT
nHumaeHta. O6xoaHoe pelleHne Ucnonb3yeTcs B cny4vae, ecnm
NONIHOE YCTpaHeHNe MHUMAEHTA NOKa HEBO3MOXHO.

Nonb3oBaTenb

MpenctaBuTens (cneynanucT) 3akasunka, ynorHOMOYEHHbIN
obpawartbca B CL| ana nonydeHunsa Ycnyru.

MproputeT 3asaBku

lMokasaTenb, onpeaensieMbli HA OCHOBaHMN CPOYHOCTU U
Ba)XHOCTU 3asBKU.

MpounsBoguTens

KOMI'IaHVIFl-FIpOI/I3BO,EI,VITeJ'Ib Cuctembl unn ee otaenbHbIX
KOMMOHEHTOB.

Pabouve aHu

[HW1 Hegenu ¢ noHefenbHWKA MO NATHULY (KpOMe OHERn,
ABNAOLWMXCA Ha Tepputopun Poccnmnckon denepaunm
oduymanbHeIM1 HepaboummMn OHAMK), a TaKKe UHbIe OHW,
odumumanbHO 06bABNEHHbIE pabounmu.

PernameHT

PernameHT obpalieHns B CepBUCHbIN LEHTP KOMMaHUn
«MHOOPMSALLNTAY.

Pornb

NHuuymatop

Onepatop CUL4

OnpepgensieT yyactve cneumManncToB 3akasuunka n MicnonHutens
B Npoueccax obpalleHus, npuema, obpaboTkum 3asiBOK U
nnaHoBoro o6cnyxmeaHna Cucrtemol. Bolgensatotcsa ponu:
Muunumatop, Onepatop CL,, CepBuc-meHenxep.

Ponb, onpeagenstowias nctouHuk obpawterms B CL:
Monb3oBaTenu, a Takke COTpyaHukn McnonHutens,
OCYLLIECTBNAOLLME KPYrNOCYTOUHbIA MOHUTOPUHT CUCTEMbI
(ecnu Takas Ycnyra npegocraBnsaeTcs).

Ponb B CLi, onpegenstowlas y4actve B npouecce ynpasreHus
obpalleHnaMn B YacTu npoueaypbl pernctpaumm,
Knaccudukaummn, gucnetyepmusaumm n peeHns TUnoBbIX
3aaBokK. Asngaetca VxeHepom (cneumanuctom) 1 (nepBon)
JInHnn nopgaepxkn.

WWWw.itsoc.ru
+7 (495) 980-23-45
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CEpPBUCHbIN
LEeHTp

PernameHT obpalleHns B CepBUCHbIN
ueHTp kKomnaHum «MHOOPMSBALLNTA»

TepmMuH/ cokpalyeHue

OnpepeneHve/ HammeHoBaHue

CepBuc-meHexep

Ponb B CLl, o6ecneunBatoLLaa KOHTPOIb KavyecTBa
npegoctaBneHuns Ycnyrm 3akasvmky U ynoriHOMOYEHHas
BbICTYNaTb KOHTAKTHbIM JIULLIOM CO CTOPOHbI cnonHuTens no
BCEM BOMpoOcaMm, CBA3aHHbIM C NpeaocTaBneHnem Ycnyru (B Tom
4yucrne no Bornpocam OTYETHOCTU, ByxranTepckon AOKyMeHTaLmm
n T.4.): aBnsetca 1 (nepebiM) YpOBHEM 3cKanaunn onsg
3akasunka B npouecce ynpaBneHusi obpalleHnsamu,
KOHTPONMPYeT CPOKN peLleHnsa obpalleHnii Ha Bcex JInHmsx
NOAOEPKKN, OTBEYAET 3a PeLLeHne CNopPHbIX BOMPOCOB U
KOHMMMKTHBIX CUTYaLUuUn B paMKkax npoLecca yrnpaBneHus
obpawieHnamm.

CepBucHbIn LeHTp, CLY

CepBucHbIN LeHTp komnaHun «MHOOPM3ALLNTA». OkasbiBaeT
TexHn4yeckoe obecnyxmBaHne cuctem obecneyeHus
MHdopMaunoHHon 6e3o0nacHOCTH B cocTaBe (CEPBUCHbLIX) YCIyr
TEXHNYECKON NOAAEPXKKN U CONPOBOXAEHUSA CPeaCTB 3aLnTbl
NMHpopMaLmK, ayTCoOpCUHra n NnpodeccnoHanbHbIX CEPBUCOB.

Cuctema

OObekT wnnm  COBOKYMHOCTb  OOBLEKTOB  MH(PPaCTPyKTypbl
WHOPMaLVOHHOM BesonacHocTty, noctasfieHHble Ha
TexHudeckoe (cepBucHoe) obcnyxuBaHne B CL| B pamkax
3aknoyeHHoro [loroBopa mexay McnonHutenem n 3akasyunkom.

Twun 3agasku

lMokasaTtenb, onpenensiembln BUA BbINOSTHAEMbIX paboT no
3asaBke.

Ycnyra

CoBokynHocTb paboT n gencreuim cotpygHukos CLI,
HanpaBneHHbIX Ha BbiNofHeHNE 06a3aTenbCTB NcnonHuTens
neped 3akaszymMkom no 3akntoveHHoMy [JoroBopy Ha cepBUCHOE
obcnyxuBaHue.

Okcnept CL,

CoTpygHuk (cneumannct) McnonHuTtensi, BbINOMAHSAOWMIA paboThbl
no 3asBkam B pamkax 3 (Tpetben) JInHum nogaepkku, Bxoaswime
B 30HY €ro OTBETCTBEHHOCTW.

Service Desk (Cepsuc
Heck), SD

CneuunannanpoBaHHas MHPOPMaLMOHHAsA cMCTEMA ynpaBleHus
obpalleHnamu, NnpeaHasHavYeHHasa ans ynpaBneHus
obpalueHnamm Nonb3oBaTenen Ha BCex aTanax nx XM3HeHHOro
LuKna — OT permcrpaumm 4o npeaocTaBneHns OKOHYaTeNbHOro
peLleHuns.

WWWw.itsoc.ru
+7 (495) 980-23-45
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CEpPBUCHbIN
LEeHTp

PernameHT obpalleHns B CepBUCHbIN
ueHTp kKomnaHum «MHOOPMSBALLNTA»

TepmMuH/ cokpalyeHue

OnpepeneHve/ HammeHoBaHue

Service Level
Agreement, SLA

CornaweHue mexay MicnonHutenem n 3akasynkom o
Ka4eCTBEHHOM U KONMMYECTBEHHOM YPOBHE NpeaoCTaBneHns
Ycnyrn, ee ueneBble nokasatenu. OnpegensieT 30HbI
OTBETCTBEHHOCTU CTOPOH U CPOKM peakumn 1 peLueHns
obpaweHnin. Aensietca YacTbto [oroBopa.

WWWw.itsoc.ru
+7 (495) 980-23-45
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