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PEITAMEHT PABOTDI
CNYBbl TEXHUYECKO NOAAEPXKKU

Pedakyus om «01» uronsa 2021 a.

- O6LWue nonoxeHus

Pexkum paboTbl CNy>KObl TEXHNUECKOW MOALAEPKKM

YpoBHu ob6cnyxunBaHuaA (SLA — Service Level Agreement)

+ Kpyr pelwaembix 3agay

« Mopapok nogaum 1 06paboTKM obpaLLeHIn B CYKOY TEXHUYECKON NOAAEPKKM
+ OueHKa KauyecTBa paboTbl CNy>KObl TEXHNYECKON NOAAEPKKN

+ [ononHuTtenbHaa nuHpopmauuma

1. O6wume nonoxeHns

1.1. Cnyx6a TexHunyeckon noggepxkn OO0 «dunpxntan CTaNT» OKasblBaeT noanepkky MapTHEpam
000 «Anpxuntan Crant», JluueHsmnatam - OpraHmsatopam Cuctem 30, a Takxe [lonb3oBatenam
Mporpamm ana 3BM u/unn OHnainH-cepsurcos «DiState.

B pamkax TexHUYeCKON NOJAEepPXKKU peLlaloTcsa BOMpPOChl, onpefenéHHble HaCTOALWUM pernaMmeHToMm,
COrnacHO KaTeropmmn OTMpaBUTeNA M YCTAaHOBNEHHbIM YPOBHAM obcnyxumBaHua (SLA - Service Level
Agreement).

1.2. Mepep nogauer obpalleHna B CNy»KOy TeEXHNYECKON NOAAEPKKMN HEOOXOAMMO N3YyYnTb JOCTYNHYIO
MHOPMaLMIO MO STOMY BOMPOCY B JOKYMeHTaL MK, pykoBoacTeax, FAQ 1 BOCnonb30BaTbCA MONCKOM MO
dopymy. Ecnm npobnema aHanormyHa cMTyauun, onvcaHHOM B AOKYMEHTaUMW WM COOTBETCTBYIOLLEM
obcyxaeHnn Ha dopyme, Ho TpebyeT AOMOMHWUTENBHOIO MOACHEHWA, CneayeT yKasaTb CCbIIKY Ha
NCXOAHbIN [OKYMEHT M 06CyKaeHme.

1.3. PelleHne BONPOCOB, BbIXOAALMX 3@ PaMK/ TEXHUYECKON MOAAEPKKWU, HeobxoanMO agpecoBaTb
COOTBETCTBYIOLWNM CMeumanictaM YAOCTOBEPALWNX LEHTPOB, KOMMAHUW XOCTUHr-NpoBanaepos,
pa3paboTunkam CTOPOHHEro NPOrpamMmmMHOro obecneyeHns 1 T.n. B pamkax TeXHNYECKON NOAAEPKKN He
peLatoTca BOMPOCbl CONPOBOXKAEHUA KOHKPETHbIX WHTEPHET-NPOEKTOB, CO3[aHHbIX A1 KOHEYHOro
Monb3oBaTtena komnaHuaMU-NapTHepamu, ecsiv TONbKO 3TW BOMPOChI He KacaloTcA ownboK 1 npobnem
B paboTte Mporpamm gns 3BM n/vnn OHnanH-cepeucos «DiState».

1.4. OO0 «upkutan CTaNT» He BblAAeT N He OOCNYXMBaeT SNEKTPOHHble MOAMWCK, a TaKKe He
npefocTaBnAeT yCnyrm WHTEPHET-CBA3M U XOCTUHra. o Bonpocam, CBA3aHHbIM C 3EKTPOHHbIMU
nognUcaMM 1 NPobremMmamm YCTaHOBKU KPUTO-NPOrpaMM U CEPBEPHOrO MPOrpaMmMHOro obecneyeHus,
OKa3blBalOTCA TONbKO 0OLLMe KOHCYNbTaLMmM CO CCbIIKOW Ha pecypcbl B UHTEpHETE 1 COOTBETCTBYIOLLYHO

[OKYMEHTaLNIO.
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2. Pexxum pa6oTbi cy>k6bl TEXHUUYECKON NoAAEPKKIN:

2.1. Pexkim paboTbl ciy»6bl TEXHUUYECKOWN NOAAEPKKN:

- no pabounm gHAM ¢ 10 go 18 YacoB MOCKOBCKOIO BPEMEHM, KPOME BbIXOAHbIX U MPa3AHUYHbIX AHEeN
(no kaneHpapto NpasgHUYHbIX gHen Poccun).

Bpems peakuun Ha obpalueHnA BKIOYaeT B ce6A TONbKO paboyee BpeMs (3a MCKIOYEHMEM PAbOTDLI
COTPYAHMKOB TeXnoaaepKun no «cneyobpalleHmam» 6e3 npreneyveHnsa pa3paboTunkos).

ObpalleHusa B cnyxby TexHMYeckon nopfepxkKum obpabaTtbiBaloTca B MOpAAKe KX MNOCTYMNNEHUA.
MakcumanbHbI CPOK peaKkumn Ha obpalleHne onpepenseTca YCTaHOBIEHHbIM YPOBHEM MOAAEPKKU
(SLA). BHe ouepeam moryT obpabaTbiBaTbCcA OOpalleHWs C BbICOKMM YPOBHEM KPUTUYHOCTM,
TpebyioLme 3KCTPEHHOrO BMeLLaTeNbCTBa WU KOHCYNbTaLMM CNeLnanncToB TEXHUYECKON NOALEPMHKN.
K Takum obpalyeHnsam MoryT ObiTb OTHECeHbl BOMPOCbI BOCCTAHOBMEHUA PABOTOCMOCOOHOCTYU
MNporpammbl «DiState: DiServer v.3.», Cuctembl 30 «DiState: Opranusatop 340 v.3.» n Cucremol 240
«DiState: Onepatop 340 v.3.», a TaK *e NHANBMAYaNbHbIX NPOEKTOB, U OTAENbHbIX CEPBNCOB AaHHbIX
NpoeKToB Ha 6a3e MNporpamm gna 3BM n/unu OHnainH-cepBrcos «DiState».

Bpems pelleHus obpalleHnA MOXET 3aBUCETb OT KPUTMUYHOCTU O6palleHUs, CAIOMHOCTU pellaemon
npobnembl 1 HEO6XOAMMOCTM Nepeaayn BONpoca B oTaen pa3paboTku.

2.2. Bonpocbl, KOTOpble HE MOTYT ObiTb peLeHbl C UCMONIb30BaHNEM CyLLeCTBYloLWero GyHKLMOHana
Mporpammel u/nn OHNaNH-cepBUCa, NepealoTca Ans peweHus B otaen paspabotkm 000 «dungxutan
CrarT», C nocnegyowmnm Bbinyckom obHosneHna MNporpammbl n/unu OHnaH-cepsrca. Cpokm Bbinycka
OOHOBJIEHUSI ONpPefensAloTCA B NPOLECce AUArHOCTUKN NpPobiaemMbl U B COOTBETCTBMM C OOLMM MaHOM
pa3paboTtku Mporpammsbl n/unu OHNanH-cepBurca.

2.3. Cnyxba TexHUYeCKoW NoAfep KK He MOXET rapaHTUpoBaTb BPeMaA pelleHna npobnembl, T. K. Ha
BpeMA peLleHnA NpobaemMbl MOTYT BUATb Pa3finuHble GpakTopbl, HANPUMeEp, CBOEBPEMEHHOCTb OTBETA
Monb3oBaTens, HeOOXOAMMOCTb MOAFOTOBKWU U BblNycka obHOBNeHWA [porpammbl u/unm OHNamnH-
cepBrMcauT. M.

Bpemsa peakuun onpegensetcs obLiei 3arpy3koin TEXHUYECKON MOAAEPXKKM U MOXET OblTb MeHbLue
3aAB/IEHHbIX B perflameHTe CPOKOB. B HEKOTOPbBIX Clnyyasax pelleHre BONPOCOB MOXKET MPON3BOANTLCA
NpaKkTUYEeCKM Cpasy e Mo NoayyYeHUo BONPOCOB UK AOMNOAHUTENbHON NHGOPMaLK OT KIIMEHTOB UK
nonb3oBaTesiel cMcTeMbl. Peakuma COTPYAHUKOB Cy»KObl TEXHUYECKOWN MOAAEPXKKM HA MOCTYMjeHue
[ONOSIHUTENbHOW MHbOpMaLMK MOXKeT OblTb fonblie, HO He 6ofblue MaKCMManbHOrO BpPeEMEHM
peakumy onpefeneHHoro Ansa JaHHOrO YPOBHA TEXHUYECKOW noppepKu. B ykasaHHbIX cnyvyaax HeT
Heo6xoANMOCTM 06paLLaTbCA B YOy NogaepXKu no TenedoHy 1im co3gaBatb CooOLeHNA B Gopyme,

KaK NpaBWo, 3TO He YCKOPUT MNPOoLeCC peLleHns Nnpobnaembl.

MakcrmanbHoe Bpema peakuuy Ha obpatlleHne — 40 paboumx 4acoB (A0 NATY KaNieHAAPHbIX AHEN, He

CuUMTasn BbIXOAHbIe N Npa3gHUYHbIE OHN).
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3. YpoBHU o6cnyxkuBaHuA (SLA - Service Level Agreement)

Bce obpaleHus knaccupuumpytoTca Ha pasnunuyHble ypoBHU obcnykmBaHus (SLA - Service Level
Agreement). YpoBH/ 06CNyXMBaHUA OTANYAIOTCA BPEMEHEM peakuuy Ha obpalueHve (1 gpyrummu
napameTpamu) 1 3aBUCAT OT KaTeropun oTnpaBuTens U/unu Kateropum npoobsembl.

Cnyx6a TexHMYeCcKom noaaepKu NpefocTaBnsAeT cyiegyowmne ypoBHU o6cnyxmnaHua (SLA):

Ona MaptHepos OO0 «Angxntan CTaNT» NpeaoCcTaBnAITCA clefyole ypoBHN NoAAEePKKN:
3.1. MapTHepbl: OnepaTuBHaA NogaepKKa
PewwatoTca BONpOChl SKCTPEHHOMO XapaKkTepa:

+ ecnn B pesynbraTe c60A (HO He No BUHe camoro MapTHepa) CTAaHOBUTCA MOJTHOCTbIO HEBO3MOXKHOM
pa6oTa c Mporpammoit n/unu OHNakH-cepBMNCOM;

« ecin obHapyXeHa KpuTunyeckaa owwnbka B pabote [lporpammbl w/unu OHnaliH-cepBuca (1
noaTBepXaeHa COTPYAHNKaMU TEXMOAAEPKKIN) - OKa3blBAETCA KOHCYNbTaLMA NO BOCCTAHOBMIEHUIO
HopmasnbHoW paboTbl Mporpammbl n/unu OHnanH-cepeuca. Ciofa OTHOCATCA OWKOKK, KOTopble
Henb3A 060NTN.

MakcumanbHoe BpeMa peakunn Ha obpallyeHne — 3 pabounx yaca.
3.2. MapTHepbi: CTaHgapTHaA noapepKka
PaccmatpumBatotca npobnemsbl, BO3HMKLWMeE nNpu paboTe MNporpamm n/mnn OHNanH-cepBUCOB;

+ BOMPOCHI pa3paboTky ¢ ncnonbsoaHrem APl B cnyyae ecnv GyHKLUMA (UM METOA) He OMKrcaHa B
LOKyMeHTauuu, nnbo noesegeHve GyHKUUN (MM MeToAa) OTNINYAETCA OT AOKYMEHTUPOBAHHOTO;

+ 0o0Lume BONpochl ycTaHOBKM 0OHOBNEHWI Ha [porpammy;

+ 0bLme BONpOChl yCTaHOBKM 1 HAaCTPOiKy MNporpammel Ha cepsepe.

MaKkcumanbHoe Bpema peakuumn Ha obpalyeHune — 5 pabounx 4acos.

Ona Nlnuensumatos OO0 «Aumxuntan CTIUT» NpefoCcTaBNAIOTCA cnegylowe YpoBHN NogaepKKu:
3.3. JlnyeHsnarbl - OpraHusaropbl Cuctem 30: OnepaTtnBHaa nopgaepKka
PeluatoTca BONpoChl SKCTPEHHOrO XapaKkrepa:

« ecnn B pe3ynbrate c60osA (HO He MO BWHe camoro JluueH3maTa) CTAHOBUTCA MOJIHOCTBIO
HeBO3MOKHO paboTa ¢ MNporpammols;

« ecin obGHapyXeHa KpuTnuyeckas owwunbka B pabote [Mporpammbl u/vnn OHNalH-cepBuca mUnm
OLWM6KK, KOTopble Henb3Aa 060MTU (M NOATBEPXKAEHa COTPYAHMKAMU TEXTNOAAEPMKKN) - OKa3blBaeTCA
KOHCYNbTaLMA MO BOCCTAHOBEHMIO HOpManbHoW pabdoTbl Mporpammsbl u/mnu OHNanH-cepBurca.

MakcumanbHoe BpeMa peakumn Ha obpalleHre — 4 pabounx yaca.
3.4. JluueHsmnatbl - OpraHnsaropbl Cucrtem D0: CtaHpapTHaA nogaepKKa
PaccmatpuBatoTca npo6ieMbl, BO3HUKLLWE Npur paboTe Mporpamm n/vnu OHNanH-cepBUCOB;

+ BOMPOCHI pa3paboTky ¢ ncnonbsoaHmem APl B cnyyae ecnv GyHKUMA (UM MeTOA) He OnuvcaHa B
LOKyMeHTauuu, nnbo noesegeHve GyHKUUN (M1 MeToAa) OTANYaeTCA OT AOKYMEHTUPOBAHHOTO;

+ 00Lme BONpoChl yCTaHOBKM OOHOBNEHWI Ha Mporpammy;

+ obLme BONpOChl yCTaHOBKM 1 HAacTpoliky Mporpammel Ha cepsepe.

MakcumanbHoe Bpema peakuumn Ha obpalyeHne — 6 pabounx 4acos.
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3.5. JluueHsmnatbl - OpraHnsaropbl Cuctem DA0: VIP — nogaepx Ka
+ YKaszaHHbIl ypoBeHb noffep:kku npegoctasnaetca Jinuensnartam Mporpammbl ana IBM «DiState:
Opranuzatop 40 v.3.» u Nporpammbl gna IBM «DiState: Onepatop 340 v.3.».

MakcumanbHoe Bpemsa peakuumn Ha obpalyeHne — 2 pabounx yaca.

3.6. Cneyo6patyeHus

JInuensmatbl pegakumm Mporpammbl ana 9BM «DiState: Opranumzatop 30 v.3.» n [Nporpammbl gna OBM
«DiState: Onepatop 30 v.3.» ¢ cepTUPUKATOM TEXHMYECKOWN MOALAEPKKM MOMY4YaloT CreumasbHbIn
KynoH (6ykseHHO-UMbpPOBOM Kof), KOTOPbI AaéT BO3MOXKHOCTb co3patbh 12 cneuobpalyeHuin B
TexnopaepkKy. Cpok AencTBmMA KyrnoHa - 1 roa ¢ MOMeHTa Mokynku JlnueHsumun. B cnyyae npoaneHus
TeXNoAAEPKKN BbINMUCbIBAETCA aHANIOMMYHBIA HOBbIV KYMNMOH, HENCMOJSIb30BaHHble chielobpalleHus He

nepeHoOCATCA.

Mopapok co3gaHmaA cneyobpalyeHmns:
+ KJIMEHT CO3LAET obpalleHne (TUKET) B TEXNOALEPKKY Yepe3 Beb-uHTepdenc Ha canTe distate.ru, B
cneLmanbHOM MoJie YKasblBaeTCA KyrnoH crneuobpalleHus;
+ Ha email, yKa3aHHbI B Npodune nonb3oBaTtens, BbiCbINAETCA MUCbMO, rae YKa3aH TenedOoHHbI
HOMep COTPYAHUKA, OTBETCTBEHHOIO MO AaHHOMY OOpaLleHmIo;
. Teﬂed)OH MOXeT 6bITb UCMOob30BaH anAa yToOyHeHnA M OONONHEHUA AOAHHbIX TUKEeTa, OCHOBHOE
peLlieHne Npobsiembl MAET yepes MHTePPENC TEXNOAAEPKKMY;

+ obpalleHune cpasy noctynaet B 06paboTKy COTPYAHUKAMMN TEXMOAAEPXKKM.

OcobeHHOCTV 06paboTKK cneuobpalLeHNiA:

+ Bpems peakuumu Ha obpalleHue He npesbiwaeT 1 vac;

+ JOMNOJIHATENIbHO K OCHOBHOMY WHTepdelncy ANA YCKOPeHUs peleHna npobnembl MoOXeT
ncnonb3oBaTbca TenedoH n apyrve cpeactsa cBasm (Skype v 1.4.);

+ COTPYAHVIKA TEXMOAAEPKKM MOTYT YAANEHHO HEMNOCPeACTBEHHO Y4YacTBOBAaTb B YCTAaHOBKE
npoayKTta 1 o6HOBNEHWIA;

+ B pabouee BpemMs TexnoaepKu (cornacHo n. 2.1) K peleHnto NpobnemMbl MOFyT NpuBeKaTbCA
pa3paboTunkuy;

+ MPefoCTaBNAITCA pPekoMeHZALuMNn Mo pPa3BEPTbIBaHUIO CepBEPOB, KOHOUrypupoBaHUio 6asbl
[aHHbIX, HACTPOIKe pe3epPBHOro KONUPOBaHNSA;

+ B paMKax paboTbl Hag OTAesbHbIM CrelobpalleHneM BO3MOXKHO MPOBEAEHME aHaNIM3a KayecTBa
BHEAPEHUA MO YacTy NPOV3BOANTENBHOCTU C NPUBJIEYEHNEM PA3PabOTUMKOB;

+ B paMKax paboTbl Haj oTAenbHbIM cneyobpalleHieM BO3MOXHO MPOBefeHre aHanm3a KayecTsa
BHELPEHNA MO YacTy 6€30MacHOCTM COOCTBEHHBIX KOMMOHEHTOB C NMPUBEYEHMEM CMELNANINCTOB
no 6esonacHoCTN.

B pamkax cneuobpalyeHnsa He OKa3blBalTCA YCNyrn pa3paboTKu AOMOSHUTENbHBIX KOMMOHEHTOB U
[OPabOTKY CyLLECTBYIOLNX.

B ogHOM 06 palleHnn MOXET pellaTbCa TONbKO 0OAHa npobnema.
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Ona MNMonb3oBatenen — YuactHukoB Cuctem [0 «DiState» npegoctaBnATCca cnefyioume ypoBHu

nogaepkKu:

3.7. Hekommepueckas nogaepxKa

+ YpoBeHb nogaep»KKu yctaHaBnunaaeTca ana MNonb3osatenen — YuactHmkoB Crnctem D0 «DiStatey,

a TakXe nonb3oBatenen [demo-sepcun [lporpammbl n/unn OHnanH-cepBuca. [lopaepka
OKa3blBaeTcA Mo Bonpocam obuiero ucnonb3oaHua [Mporpammbl n/wnn OHNaliH-cepBuca, He
paccMaTpurBalOTCA BOMPOChI peLleHnsa MHANBUAYaNbHbIX 3aAau.

MakcrmanbHoe Bpems peakuuyn Ha obpalleHue — 24 pabounx yaca (0o Tpex KaneHgapHbIX AHel, He

CUMTasn BbIXOAHbIe N Npa3gHUYHbIE OHN).

Ina Bcex Nonb3oBartenel BBeAeHbI crnelyunanbHble YPOBHU 06CNyKUBaHUA:
3.8. KoHcynbTMpoOBaHMe no o6Lwum Bonpocam

+ YpoBeHb noaaepKku NpricBanBaeTcs o0paLleHunio, ecsi BOMPOC BbIXOAUT 33 PaMKU TEXHUYECKOM
nogaepxkn, Tpebyer noscHeHnMA oOLWKMX BOMPOCOB HACTPOMKM Opay3epa, KpUTO-MpOrpamm,
paboTbl ¢ 3 unm o6LWKMX KOHCYNbTaLuUi No Bonpocam paboTbl B Cuctemax 30 Ha 6a3e MNporpamm
ana 3BM n/vnn OHnanH-cepsurcoB «DiStatey;

+ KOHCYnbTaLM1 OKa3blBalOTCA B MOPALKE NOCTYNNeHMA obpalyeHuni;

+ obpatieHue c apyrum SLA moxeT 6biTb MepeBefeHO Ha AaHHbIN YPOBEHb TEXHNUECKOW NoAdepKKM
COTPYyAHVMKaM/ TEXHUYECKOW NopdepKu, ecsiv BOMPOC He noAnafjaeT nof COOTBETCTBYLIME
KaTeropun gpyrux ypoBHen.

MakcumanbHoe Bpema peaKkumm Ha obpalieHne — 40 pabounx YacoB ([0 NATY KaneHJapHbIX AHEN, He

CUMTaA BbIXOAHbIE).

3.9. Pa3zpab6otka
« [laHHbIN ypOBeHb MOAAEPKKM MPUCBAMBAETCA B Cly4yae, eci obpalleHne nepeBefeHO Noj
KOHTpONb oTAena pa3paboTku.

MakcumanbHoe BpeMsa peakunn Ha obpalleHne — 24 pabouunx gHs.
4. Kpyr pewaembix 3agay

4.1. Bonpocbl yCTaHOBKMW N HACTPOMKN
B pamKax TexHuueckon nogaep>Kkn peLuaTca BONpocChl:
+ OKa3blBalOTCA KOHCYyNbTaumy No yctaHoBke [Nporpammbl Ha cepsepe JlnueHsnata. KoHcynbTayum
OKa3blBaloTcA B 06beMe pyKoBOACTBA NO YCTaHOBKE;
+ [JAlOTCA pEKOMEHZAUMM Mo TUMOBbIM NPobieMaM BO3HMKAIOLWMM NPU YCTAaHOBKE;
+ OKasblBalTCA obLlme KoHcynbTaumm no Bblibopy cepepHoro MO. Cn1Mcok pekomeHJaunin Takxe
NPUBOANTCA B COOTBETCTBYIOLWMX pa3fenax JoKymeHTauum no Nporpamme;
» npu pasmewleHne Cuctembl D00 Ha XOCTMHre, MepeHoCce MpOeKTa C JIOKANbHOro cepBepa Ha
yAaneHHbl, OKa3blBaloTCA obLiMe KOHCYnbTauuyM MO UCMONb30BaHUIO CPEeACTB AfiA MOArOTOBKU
pesepBHoOn Konunm CuCTeMbl M WCMONb30BAHUIO CTaHAAPTHbIX (BCTPOEHHbIX) CKPWUMATOB W

MeXaHN3MOB.
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B pamkax TexHuuyeckon nogaepxku HE peluatotca Bonpoch:
+ He NPoV3BOAMTCA YCTaHOBKaA Mporpammbl Ha cepBepe JlnueH3mnaTa;
+ He NPOoV3BOANTCA MOATOTOBKA M NEPEHOC apXUBHbIX Konuii CUCTeMbl Ha cepBep;
+ He Npor3BOANTCA AMarHoctTuka cepeepHoro MO Ha KomnbloTepe nnu cepsepe JlnueH3nara;

* HE NPON3BOANTCA YCTAaHOBKaA CEPBEPHOIO MO Ha cepeepe nnnm KomMmnbroTepe JInueHsmara.

4.2, Bonpochbl yny4lieHUs Npon3BoanTeNIbHOCTA
B pamkax TexHn4eckomn Noaaep>KK1 peLLaTca BONpoCh:
+ OKasblBatTcA obLme KoHCynbTauum no Bbibopy cepeepHoro MO ana obecneyeHus 6onee BbICOKON
npowsBoguTenbHOCcTH [Mporpammbl;
+ [Al0TCA peKoMeHAaLmMuy Mo HacTpoeYHbIM NapameTpam otgenbHoro MO B pamkax pykoBoAcCTBa no
HacTpolike lporpammbl;
+ [alTCA peKoMeHAauun no MCMNONb30BaHUID BCTPOEHHbIX MEeXaHW3MOB K3WMWPOBAHMA U
NCNOJIb30BaHNIO APYIrMX MeXaHN3MOB, MO3BONAIOLWNX CHU3UTb Harpy3Ky Ha Cuctemy 2[0.
B pamkax TexHnuyeckon nopgaep><kkn HE pelaiotca Bonpoch!:
+ He MPou3BOAUTCA HernocpeacTBeHHaa HacTpolrKka MNporpammbl unu nHoro MNO Ha KomnbloTepax 1
cepsepax JlnueHsnatos u lNonb3oBaTenewn;
+ He MPOU3BOAWTCA AMArHOCTUKA M Harpy3ouyHoe TecTMpoBaHMe [lporpammbl Ha cepBepax
JlnyeHsunaTta n Nonb3oBaTenen;

* HE NPOn3BOANTCA ONTMMKN3aAL A NPOrpaMMHOro Koga nporpaMmmMmHbIX KOMNOHEHTOB NN MOLI,yJ'IeIZ.

4.3. Bonpocbl 06HOoBNEHUA Mporpammbli
B pamkax TexHMYeCcKon NoAAeP>KKU PeLLaloTCA BONPOCHI:
+ MpepoCcTaBnAnTCA Mogynun obHosneHna Mporpammbl;
+ BbIABMAIOTCA U peLLatoTca Npobaembl C MMUEH3NOHHBIM KIIOYOM NPy 06HOBNEHUN NPOJYKTa;
+ OKa3blBAETCA MOMOLLb B MOMCKE U YCTPAHEHUN NPobneM B C/lydae HEKOPPEKTHOIO YCTAaHOBNIEHNS
oOHoOBEHUA.
B pamkax TexHuueckon nogaep>kn HE pelaiotca Bonpocsi:
+ He peLlalTCca BOMPOChl HACTPOWKM cepBepa 1 cepepHoro MO ana yctaHoBKM OOHOBIEHWIA.
BHumaHume! O6HoBneHMe porpammbl Ao NocsiefHen AeliCTBYIOWEN BEPCUM BO3MOXHO TOMBbKO nochne

onnatbl N YCTaHOBKU npeabiayLwmx OGHOBNEHNIA.

4.4, Owun6ku MNporpammbol
B pamKax TexHuuyeckon noaaep>Kkn peLuaTca BONpocChl:

+ owmnbKyK, BO3HUKaOLWME B npolecce skcnnyataumm. C6on B paboTe U BocCTaHOB/IEHUE paboThl
Mporpammbl. OKa3biBaeTCA KOHCYNbTaTMBHAA MOMOLLb B MOMCKE U YCTPAHEHUUN MPUYMH BbI3BaBLLNX
c6ol B paborte;

« ownbkn lMporpammsl. MNpoussoanTca AMarHOCTUKA C LEnbl YCTaHOBNeHWA ¢akta ownbkn B
pabote [lporpammbl. BbiaBneHHad owwnbka, B 3aBUCMMOCTM OT CJIOMKHOCTW, YCTpaHAeTcA B

npouecce AMarHOCTMKM nnun B nocnenyrowmnx OGHOBNEHUSIX.
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B pamkax TexHnueckom nogaepxku HE pelwatotca Bonpoch:

OWMOKN YCTAHOBKM MpoAayKTa. BblgaloTcA Tonbko o6wue peKomMeHZauun B COOTBETCTBUM C
PYKOBOACTBOM MO YCTaHOBKe U AOKyMeHTauumein no Mporpamme. MpepnaraoTca yke n3BecTHble
MeTOAbl pPeLLeHA aHaNorMYHbIX Mpobnem;

OWKnOKN 6a3bl AaHHbIX. BblgaloTca obwme pekomMeHZauun M U3BECTHble METOAbl YCTPaHeHUs
npob6nem;

He peLualoTcA NpobeMbl CEpPBEPHON HACTPOWKYM, KOTOpble NMPenATCTBYIOT KOPPEKTHON YCTaHOBKE
Mporpammbl 1 06HOBNEHNWIA. BbigaloTca o6Lwmne pekoMeHaaLMmn 1 U3BECTHbIE METOAbI YCTPAHEHNS
npobnem. He npon3soauTcsa HenocpeacTBeHHas yCTaHOBKa OOHOBNIEHNIA;

He peLualTca BONPOChI MOMCKA 1 yCTpaHeHUsA ownboK B paboTe cepeepHoro MMO.

4.5. Bonpocbl pa3paboTku

B pamKax TexHuueckon noaaep>Kkn peLuaTca BONpoChl:

pa3bACHsAOTCA obWwme BONpockl pebpeHanHra n nHterpaumm Mporpammbl n/unu OHNaNH-cepBrca
C An3anHOM caiTa JlnueH3mnaTa Cc Cnonb3oBaHEM PYKOBOACTBA NO UHTErpaummn n JOKyMeHTaumm
Mporpammbl n/nnn OHNANH-CEPBUCA;

OKa3blBalOTCA KOHCYyNbTauMyM Mo Bomnpocam ucnonb3oBaHua APl mogynen [lMporpammbl u/wnu

OnnanH-cepBuUca.

B pamkax TexHuueckon nogaepkn HE peliaiotca Bonpochi:

He NPOM3BOAUTCA NOACHEHME 06X BOMPOCOB NPOrpaMMUPOBaHNSA;

He NPOU3BOAUTCA peLleHne KOHKPEeTHbIX 3a4a4 € 3afaHHON JIOTNKOW;

He BbIMOJIHAETCA AMArHOCTMKA NPOrpPaMMHbIX PeLUeHni 1 co3haHHbIX JInueH3naTom NporpamMmmHbIX
KOMMOHEHTOB;

He Npon3BOANTCA pa3paboTKa KOMMOHEHTOB 1 MOAYNen No 3aKkasy;

He BbliNoNHAeTCA Kactommnsauma NMporpammbl n/nnu OHNanH-ceperca no 3akasy;

He Npon3BOANTCA N3MEHEHNE KOHKPETHOro NPOrpamMmmMHOro Koga Moaynemn nam KOMMOHEHTOB And
peleHna oTaenbHbIX 6u3Hec-3agay. (Kpome cnyyaes ucnpasneHus owmnbokK B paboTe MNporpammel
n/unn OHNanH-cepBUCa);

pa3paboTka moaynel WUHTErpauum co CTopoHHUM MO He BbINONHAETCA B pPamKax TEXHUYECKOM
nogaepxku. MNoxkenaHua no pa3paboTKe COOTBETCTBYIOLWMX MoAynen MPUHUMAKOTCA OTAENOM
TEXHUYECKON MOAAEPKKN C BO3MOXHbIM NOCAeAyloWNM BKIIOYEHNEM B CTaHOAPTHYIO NOCTaBKY

Mporpammel n/unun OHNanH-cepsuca u/mnm obHosneHne. CpoK BbINOSIHEHUA He ONpeaeneH.

4.6. TeopeTnyeckune Bonpocbl paboTbl C CMCTEMOIA

B pamkax TexHMYeCcKon NoAaepKKN pPeLLaloTCAa BONPOCHI:

npou3BognTCcA nosicHeHne d¢yHKUMOHana mogynen Mporpammbl n/vnn OHNaliH-cepBuca, ecnm
COOTBETCTBYIOLLEe OnMcaHne OTCYTCTBYET B JOKYMEHTaLuK;

Pa3bACHAIOTCA BOMPOChI NLeH3npoBaHua [porpammbl n/vnn OHNanH-cepBurca;

pa3bACHAITCA BOMPOCbl HacTpouku [Mporpammbl n/mnu OHNanH-cepBuca B caydyae

BO3HNKHOBEHUA 3anqueH|/||7| npu pa60Te C COOTBeTCTByIOLIJ,eVI ,D,OKyMEHTaLlVIeVI N pykoBoACTBaMU;
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+ Pa3bACHAITCA BOMPOCHI HACTPOMKM 6e30MacHOCTM MpPU WUCNOoSb30BaHUKU [lporpammbl 1/vnu
OHnanH-cepBuCa;

+ MPUHMMAIOTCA NOXeNaHUA 1 3anpocbl MO COBEPLUEHCTBOBaHMIO pyHKUMOHana Mporpammbl u/vnm
OHnaliH-cepBuCa;

« paboTa c JOKYMEeHTaLMell, NoNosIHeHne [JOKYMEHTaLUN.
5. Mopapok nogaum n o6paboTKM o6paLLeHNIA B CNYXKOY TEXHUYECKOWN NoAAEPKKN

5.1. OcHoBaHMeM AnA BbINOSHEHUs PaboT aBnAeTca obpaweHne OTnpaBuTensa (KOHTAaKTHOE NULO CO
CTOpOHbI MapTHepa, JInueH3nata nnm MNMonb3oBatena, obpaTusLIeeca C 3aABKON B INEKTPOHHON dopme
C onncaHuem npobnem n c6oeB B pabote Mporpammbl u/unu OHNANH-cEpBMCA WU/UAN 3aMpPOCOM Ha
OKa3aHue TexHuueckon nogaepxku). Pabota c obpalwieHnamMu Beaetca B cneunanoHon TukeT-cucteme
000 «Aunpkmtan CranTt». ObpaLleHne MOXeT ObITb CO34aHO IIOObIM U3 NEPEUYNCIIEHHbIX CNOCOOOB:

+ 3afBKa B CJIyKOY TEXHWYECKOW MOJAEPKKM MyTEM OTMPABKU/MONYyYE€HUA 3anpocoB B JIMYHOM
KabuHeTe JlnueH3unaTa;

« NyTeM OTMpPaBNEHWA MWUCbMa Ha afapec 3NeKTPoHHoW nouTbl techsupport@distate.ru. Mocne
OTNpPaBKU MUCbMa Ha BbllUeyKa3aHHbI agpec, B TUKeT-cucteme GOpMMpyeTca HOBasA 3asBKa.
Homep 3aAaBKM OTNpaBnAeTcA OTBETHbIM MUCbMOM OTMPABMUTENIO 3/IEKTPOHHOro coobuleHuna. Ha
Kaxay'o 3aABKY Ha3HayaeTCA OTBETCTBEHHbIV COTPYAHMK CO CTOPOHbI JlnueH3sunapa.

5.2. B obpaweHnn [onXHbl ObiTb TOYHO K TFPAMOTHO CHOPMYIUPOBAHbI BOMPOCHI, Tpebdyiowme
pa3bACHEHWA, U onucaHbl Npobnemsbl, Tpebyolwme peweHnda. Ona 6onee onepaTtMBHOrO pelLeHUA
BOMNPOCOB, obpalleHne JOMKHO BKIOYaThb cneaytoLyio nHGopmauumio:

+ OonncaHve nNpobsiemMbl 1 MOLAroBOe OMNMUCaHWe AENCTBUM MO BOCMPOM3BEAEHUI0 Npobnembl (no
BO3MO>KHOCTM C MPUSIO’KEHNEM CKPUHLLOTOB);

+ BOMPOC »enaTenbHO 3afaBaTb WCMONb3yA TEPMUHONOMMIO, MPUHATYI0O B [lporpamme w/vnu
OHnanH-cepBuce;

+ appec Cnctembl , Ha KOTOPOM HabntogaeTcs Npobnema;

+ HOMep ucnonbyemon sepcum Nporpammol n/mnn OHNarMH-cepBuca N pepakums;

+ JOMOJSIHUTENbHO, CNYXKO0 TEXHUYECKON MOAAEPXKKU MOXKET ObiTb 3anpolleHa MHpopmauus no
HacTpolkam cepBepHoro [1O, ucnonb3syembim BepcuaAM U HacTpoirkam [10 (6paysepa)
MNonb3oBatens.

5.3. B cnyyvae, ecnn gns paspelleHus cuTyauumn tpebyetcs Npou3BECTU OMNpPeesieHHble AeNCTBUA Ha
cauvite (cepsepe) JlnueHsuaTa, JIMLeH3naT MoOXeT NPefoCTaBUTb COTPYAHMKY TEXHMUYECKOW noaaepKu
BPEMEHHbIN aAMUHUCTPATUBHBLIA AOCTYN K lporpamme. B HeKoTOpbIX ciyyasx, HanpyMmep B Ciyyae
NPOBEAEHNA SIKCTPEHHbIX PAaboT No BocCTaHOBMIEHUIO paboTbl Cuctembl 30 nnu B Clyyae AUArHOCTUKK
npobnem ycTaHOBKM 06HOBNEHMA, MOXKeT noTpeboBaTbca AocTyn K cepBepy no FTP, SSH.

Cpasy nocne 3akpblTvA Mpobrnembl Bbl AOMKHbI M3MEHUTb AaHHble ayTeHTUdMKauuun. CoTpygHUKK
TEXMOALEPKKM HE HECYT OTBETCTBEHHOCTU 38 COXPAHHOCTb MHGOPMALIMK NOCHE 3aKPbITUA NPO6IEMDI.
5.4. Ha kaxpoe nucbMo unu obpalleHune, NPUHATOE CNYXO60N TeXHUYECKOW NOAdepKKM, B TUKET-

cncTteme  aBToMaTU4veCKku d)OpMVIpyeTCH HOBaA 3adABKa, lFeHepupyetTca un BbiCbJ1a€TCA Ha afgpec
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OTnpaBuTensa NUCbMO C NoATBEPXKAEHUEM O NPUHATON Npobneme 1 yKazaHnem Ha3HauYeHHOro YpOBHA
006CNYXKNBAHWA.

5.5. Mpu nonyyeHun obpalleHNa B cnyxbe TexHUYeckon nopaepxku, OTnpaBuTENb nonyyaet
yBeoMNIeHNe O Hauyane ee 06pabOTKM W YyKa3aHHOMY OOpalleHu0 MPUCBAUBAETCA YHUKalbHbINA
naeHtnéukatop (TID). NpgeHTndumkatop HeobxoAMMO COXPaHATb B 3arofioBKE MUCbMa BO Bpems
nocnegytowen nepennuckn co ciy>kb6om TexHMYeCcKom NOAAEPKKM N0 AaHHOMY Bonpocy. Ha ocHoBaHun
TID nncbma aBTOMaTUYeCKN f06aBNATCA K MCXogHOMY obpatleHuio. lNonHoe copepaHne nepenncku
MOET ObITb NPEAOCTABNIEHO MO OTAeNIbHOMY 3anpocy OTnpaBuTens.

5.6. TexHnuyeckas nopgaepxka HE okasbiBaeTca no gpyrum KaHanam (Hanpumep, TenedoH, ICQ, popym,
GoogleTalk, Skype). Bonpocbl, 3afaHHble N0 3TUM KaHanam He ABnAlTcAa obuumnanbHbIMU 06paLLeHnAMN
N HE PETUCTPUPYIOTCA B CUCTEME TeXNoaaepKKu. MogobHble cpeacTBa CBA3M PacCMaTPMBAIOTCA TONbKO
KaK cpefcTBa obLleHUs 1 06X KOHCYnbTaLni.

5.7. Npu co3gaHun obpalleHna nnn npu oTnpaBke oOpalleHUs MO SNEKTPOHHOW MNouyTe MOXKHO
BKJIOUYATb CKPUHLLOTbI U rpaduueckne NOACHEHUA, KOTOpble MOTYT MOMOYb B pPelleHUn npobnemsbl.
CKpUHWOTLI JOMKHbI 6bITb nogrotoBnieHbl B ¢opmatax: JPG, GIF, PNG. B cnyyae ucnonb3oBaHuA
ckpnHwoTtoB B ¢dopmatax BMP cnepgyet ux npepBapuTenbHO 3amakoBaTb C UCMOJSIb30BaHMEM
nporpammsbl apxueatopa (RAR, ZIP).

5.8. Mpwn nopaue 3anpoca no E-mail, obpalyeHre JoOMKHO copepaTb KOPPEKTHY UHpopmaumio o
3apeructpupoBaHHomM JlnueHsunate wnu [lNonb3oBaTene [lporpammbl u/unu OHNalH-cepBUCca:
HanmeHoBaHwue, MHH , OTPH opraHusaumn JlInueHsmnata (Monb3oBaTens), agpec 3NeKTPOHHON NOoYThbI,
NOMMH B CcUCTEMe U T.N. YKazaHHaA MHPopMaumMA UCMONb3yeTcAa ANA OAHO3HAYHOW MAeHTUPUKaL MM
OTtnpaBuTensa 1 NPUCBOEHUA COOTBETCTBYIOWEro YpoBHA obcnyusaHua (SLA). ObpaTtuTte BHMMaHue,
obpalleHre byfeT NPUHATO B KOMMepYecKkuin SLA TonbKo B criyyae, ecii MMCbMO OTMPAB/IEHO OT UMEHMU
JInueHsmata, KOTOPbIM YKa3aH B NLEH3UN.

5.9. OtBeTbl Ha CTaHZapTHble, YacTO 3ajaBaemble BOMPOCHI, MOryT ObiTb AaHbl B BuAe CCbITOK Ha
COOTBETCTBYIOLLYIO CTPAHULY OHIANHOBOW JOKYyMeHTauumn no lMNporpamme u/vnu OHNaliH-cepBUCY, Ha
CKaumBaHMe pPYKOBOACTB, Ha obcyxneHne B ¢dopyme wunu pasgen FAQ, cantbl pa3paboTunkos
CTOPOHHEro NporpamMmmHoro obecrneyeHums.

5.10. PeweHne BONpoCoOB 06paLLeHNss MOXKET ObITb OTIOKEHO UNIN Aa)Ke HEBO3MOXKHO MO ClefyoWUM
OCHOBHbIM MPUYMHAM:

+ HEBO3MO>KHO NMOBTOPUTb ONUCAHHYI0 NPobneMy Ha aHaNorMYHOM KOHGUrypaumm obopyaoBaHus;

« OTNpaBunTENIb HE MOXET NPeAOCTaBUTb AOCTATOYHO UHPOPMALNN ANA PELLEHNS MPOGIEMbI;

« BONpoOC TpebyeT feTasibHON ANArHOCTMKY, AOPAbOTKN dyHKLUMOHANa u/vnu Bbinycka o6HOBNEHNA
ANA Nporpammbl;

« JInueH3naT BbINONHAET AENCTBUS B HapyLIEHWE TEXHMYECKMX TpeboBaHUIM MO YCTAHOBKE U
ncnonb3oBaHuio Nporpammbl 1/unm OHNANH-CepBUCA, BHECEHbI M3MeHeHNA B Aapo porpammbl,
NPeBbILEHO KONNYECTBO Pa3peLLeHHbIX ycTaHOBOK lMNporpammel nnn YyactHukos 340 v T.n,;

+ MCMOMb3yeTCA HennueH3noHHaa konusa Mporpammbl n/vnn OHNanH-cepBuUCa;

+ BOMPOC BbIXOAUT 3a PaMKM TEXHUUYECKOW NOAAEPKKY;
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« BOMPOC 33alaH HEKOPPEKTHO WM 0OCYXAeHWe BOMpoca MNPOBOAUTCA HEKOHCTPYKTMBHO, U
pelleHne Npob6sieMbl 3aTAMMBAETCA M3-32 HECBOEBPEMEHHOMO NpPeAoCTaBNeHNA HPopMaumm no
obpalleHuto co cTopoHbl OTnpaBuTens.

5.11. B cnyyae paboTbl no obpalleHuto, OTMNPaBJIEHHOMY MO 3MIEKTPOHHOW MOYTe, BO3MOXHO
BO3HWKHOBEHWE MPOOIEMHbIX CUTyaLuii C PaboToN CTOPOHHMX MOYTOBLIX CEPBWCOB MW CMam-
¢unbTpoB. Mpobnema cunTaeTca MPUHATONM, TONbKO €CNN Bbl MOAYYMSIM MUCbMO O PerucTpaumm c
YHUKaNbHbIM HOMEPOM TMKeTa. DTO O3HayaeT, YTO MMUCbMO MPOLIO MPOBEPKY Ha aHTMCNam K 6blIo
3apermcTpmMpoBaHo B crcTeme noaaepku. B cnyyae BO3HNMKHOBEHMA NpobnemM ¢ JOCTaBKOM NMOYTOBbIX

Co00LLeHUN peKoMeHYyeTCsA MPOUN3BOANTb OTMNPABKY COOOLLEHMNI MOBTOPHO.

6. OueHKa KauecTBa paboTbl CNy>KObl TEXHUUECKON NoAAePKKMN

000 «Aupxkutan CTanT» ypenAeT OOMblIOE BHUMaHME KauyecTBy pPaboTbl CyKObl TEXHUYECKON
NoAAEPXKN N obecneyeHUio BbICOKOTO YPOBHA OOCNYXMBaHUA BCEX KaTeropui nosib3oBatenei
nporpammHoro npogykra. Nocne pelweHus Bonpoca obpalleHnsa, Mbl NMPOCKM BaC MPOrosaocoBaTb B
obpalleHnr NoCTaBUB YpPOBEHb OLEHKN. Ecnn obpalyeHne 3aKpbITO MO BalleMy MHEHMIO PaHbLUe, Bbl
MOXETe OTKPbITb 3TO e obpalleHre NOBTOPHO U YTOUYHUTb BOMPOC. Bbl MoXeTe HanpaBuTb NMUCbMO
pykoBoauTento cnyx6bl TeXHWYECKOW NOAAEP)KKM C MPoCbOON MPOKOMMEHTMPOBATb WU

cofencTBoBaTh B YCKOPEHUN peLEHNA SKCTPEHHbIX BOMNPOCOB.

7. DononHuTtenbHaa uHpopmayuna

JononHuTtenbHas nHbopmauua o pexxkume paboTbl, MHPoOpPMauMa 06 U3MEHEHMAX B pexume paboTbl,
MHOOPMaLMA O pexume paboTbl B NpasgHUYHbIE OHU, MHOPMaLWA O nepepbiBax B paboTe CiyxObl
TEXHNYECKOW NOAAEPKKM MO TEXHUYECKMM MPUUNHAM U B CJTYYanX SKCTPEHHbIX CUTYaL M Ny6nmnkyeTca

Ha opuumnanbHom cante OO0 «dngxntan CTanT»: distate.ru.

O6LecTBO C OrpaHNYeHHON OTBETCTBEHHOCTBIO «Juaxntan Ctant» (000 «Auaxntan CTanT»)
OrPH 1217800006819 / HH 7810911974 / KMM 781001001
appec: 196006, r. CaHkT-lMeTepbypr, yn. HoBopowunHckas, fom 4, lutepa A, oduc 924-2
TenedoHbl: +7 (812) 372-66-15 (rop. CaHkT-lNeTepbypr)

+7 (495) 105-97-15 (rop. Mocksa)
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