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1. O0mme nosnoxeHnst

[Tomumo cTaHAapTHOM TrapaHTHUIHONW NOIJIEPKKU CBOEro oOOpyJOBaHMS,
kommanuss T-KOM st HamboJiee TOJIHOTO YAOBJIETBOPEHHSI MOTPEOHOCTEH CBOMX
KJIMEHTOB pa3palaThlBa€T M BHEAPSET MAKEThl CEPBHUCOB PACIIUPEHHOW MOANEPKKU
o0opyI0BaHUs.

Jannbiii cranpapt «CepBucHBIM nakeT «CepBUCHBIM JIOKaIbHBIM - CTaHmapT»
¢bukcupyer coiepxkaHUEe YCIOyr TMakKeTa, HUX [apaMeTpbl KayecTBa U  YCJIOBUS
MIPEAOCTABIICHUS.

CepBucHbiii makeT «CepBHUCHBIM JOKaNbHBIM - CTaHmapT» paclIupeHHON
CepBUCHOM mojepkku o0opyaoBanus T-KOM npennasHadeH sl KJIMEHTOB KOMITAHUH,
KOTOPBIM Ba)KHa CEPBUCHAs MOJJEPKKA B PETHOHE.

2. CaoBapb TEpPMHMHOB

O0opynoBaHue — eAMHKIIA 000PYA0BAHUS, TPHOOPETCHHOTO H/UIH MTPOU3BEICHHOIO
komnanuet T-KOM. B pamkax naHHOro JIOKyMeHTa — oOOOpyJIoBaHHE, Ha
KOTOpOE€ KJIIMEHT MPUOOpPENT yCIyTH PaclIMpEHHOr0 CEPBUCHOTO MaKeTa.

KnueHnt — ropuaudeckoe JHII0 WIH €ro NpeJCTaBHTEIbh, KOTOpOE MPHOOpPETo
O6opyaoBaHue.

VYcnyra - cnoco0 mpenocTaBlieHUsT LEHHOCTH KIMEHTaM 4epe3 COJEHCTBHE UM B
MOJIyYeHUH KOHEYHBIX PpPEe3yJbTaTOB, KOTOPBIX KIMEHTBl XOTAT JOCTHYb 0e3
BJIQJICHUS CHelU(pUYECKUMHU 3aTpaTaMd M puckamu. B paMmkax maHHOro
JOKYMEHTa — B cdepe noaepkanus paboTocnocoOHOCTH 000pyA0BaAHHUS.

[Taker ycnyr - nBe unm OoJjiee yCiIyr, OOBEAWHEHHBIX JS YAOBIETBOPECHHUS
OTpeIeIEHHOTO THIMA MOTPEOHOCTEH 3aKa34MKOB WIIH MOAJIEPKKH OMpeaeIEHHBIX
O6usHec-pe3yabTaToB. [lakeT yciyr MOXKeT COCTOATh U3 KOMOWHAIMA OCHOBHBIX,
JOMONIHAIOMMX M yiydimmammux yeuayr. [laker yciyr mpenocTaBisieT
OTpe/IeNIeHHbI YpPOBEHb IOJIE3HOCTH M TrapaHTuu. KiumeHTam MOXeT OBITh
NpeUIOKEH BHIOOP YPOBHS TOJIE3HOCTH W TapaHTUM B paMKax OJHOW WU
HECKOJIBKUX OMIUHN MPEIOCTABICHUS YCIIYT.

[TapameTp kadecTBa yCIyTd - H3MEpPEHHbIE U OMYyOJMKOBAaHHBIC JTOCTUTHYTHIC
3HAYEHUS 10 OTHOIICHHUIO K OJIHOMY WJIM HECKOJBKUM IIEJIEBBIM (KOHTPOJIBHBIM)
MOKa3aTessiM KauecTBa yCIyTH.

[Ipobnema (MHIMICHT) — HE3aIIAaHUPOBAHHOE MPEPHIBAHNE UJIM CHIDKEHUE KayecTBa
paboThl 000PYIOBAHUS.

[Ipuoputer mnpobmeMbl - KaTeropus OOpaileHuss KIWEHTa Mo Tmpobieme,
UCTIOJIb3yeMasi JJIsl OTIPE/IeICHNs] OTHOCUTEIbHONU BaXXHOCTH MPOOIEMBI.

IleneBoe (KOHTPOJBHOE) 3HAYEHHE II0Ka3aTesld KadyecTBa YCIyTMW — 3HA4YECHUE
MOKa3aTessl KauecTBa yCIyru, koropoe rapantupyerca T-KOM npu okazanuum



YCIIyT COOTBETCTBYIOIIETO CEPBUCHOTO IMMaKeTa W TPH COOTBETCTBYIOIIEM
MPUOPUTETE MPOOIEMBI.

Mecthbit cknag B peruone — ckian obopynoanus 3UIl T-KOM wnu napTtHepa
KOMIIAaHUH, HAaXOISIINICS B PETHOHE MPUCYTCTBUS KIMEHTa (KaK IMPaBWIIO, B
nentpe (QenepanbHOro OKpyra, cyorekra P® wnm B ropoje mpHUCYTCTBUA
KIMeHTa — B 3aBUCUMOCTH OT PACIOJIOKEHUS TEKYIIeH CEepBHCHOM
UHPPACTPYKTYPbI KOMITAHHH).

Cuctema Service desk — nadopmartmonnas cucrema T-KOM 1m0 ydyery u 00paboTke
3asBOK Ha CEPBHCHOE 0OCTYKUBAaHUE KIIMEHTOB. B cucTeme perucTpupyroTcs Bce
oOpallleHHs KIIMEHTOB, a TAK)XXe UCTOPHs 00pabOTKH 3as1BOK.

3. CocTaB ycJayr U npeHa3HaYeHUE CEPBUCHOIO MaKeTa
B cranpmapTHbIli cocTaB ycayr cepBUCHOro makera «CepBUCHBIM JOKaJbHBIA -
CranmapT» BXOIAT:
3.1. UndopmanmonHas noajepxka (caur).
3.2. CxaumnBaHue cTaHaapTHbIX oOHoBieHui [10.
3.3. TexHuueckas MojaepKKa.
3.4. YnaneHHas UHXKEHEPHAs MOAAEPIKKA.
3.5. OtmpaBka ob6opynoanus 3UII kiMeHTy B TeUEHHUE CIEAYIONIET0 paboyero
JTHSI C MECTHOT'O CKJIaJia B PETHOHE.

4. Conep:xxanue yCJayr CEpBUCHOIO MAKeTA

4.1. MudopmannoHHas MoaaepKKa (caiT).
HoctynHocth yenyru — 24x7. VYcenyra mnpenoctabisercs T-KOM B
KPYTJIOCYTOYHOM  pEeXUME TIOCPEJCTBOM  CIPABOYHBIX MaTepUasioB,
pa3MelIeHHBIX Ha caiiTe KoMmmaHud. bmaromapsi »ToMy cepBUCY KIMEHT
MOXXET TOJYYuTh HHPOpMAIUI0 1o TpoaykroBod smHerike T-KOM wu
JIPYTyI0  CIPaBOYHYIO HH(POpPMAIUIO, 3asdBUTh O HEUCIPABHOCTHU
000py0BaHMsI, OCTABUTH KOOI M MPETIOKCHHS.

4.2. CxaumBaHMe cTaHAApTHBIX oOHOBIeHHUH [10.
HoctynHocts ycinyru — 24x7. VYcnyra npepocrasisiercas T-KOM B
KPYTJI0CyTOYHOM pexkuMe mnocpeactBoM ¢aiinoB [1O  oGopynoBanus,
pa3MelIeHHBIX Ha caliTe KOMITaHWU. biaromapsi 3ToMy cepBUCY KIUEHT
MOKET B KPYIJIOCYTOYHOM PEXKUME IMOIY4YUTh cTaHmgapTHeie Bepcuu 110
00opyTI0BaHHS.

4.3. TexHudeckas MmojaepKKa.
HoctynHocts ycnyru — 24x7. VYcnyra npepocrasisiercas T-KOM B
KPYTJIOCYyTOYHOM PEKHUME MOCPEACTBOM KPYIJIOCYTOUHOW ropsyeid JTUHUU
TEeXHUYEeCKOW moaaepxku (email u tenedon). braromaps 3ToMy cepBUCY



KJIMEHT MOXXET MOJYYUTh PACIIMPEHHBIE KOHCYJbTALUU MO MPOIYKTOBOH
JUHENKe, a TakkKe KOHCYJIbTallMM [0 JUarHOCTHKE CTaHAapTHBIX
HEUCIIPaBHOCTEW 000pyI0BaHUS.
OcHOBHOE TpelHa3HAUYECHUE YCIYyTd TEXHUYECKON MOJIEPKKU - OKa3aHUE
OOIIMX TEXHUYECKUX KOHCYJIbTALMM MO XapaKTEPUCTHKaM, OCOOEHHOCTSIM
GyHKIMOHUpPOBaHUS U OOMMM HacTpoiikaM oOopynoBanusa. Cremnyet
MOHUMAaTh, YTO KOHCYJbTALIUM, TMpEANojarapiume rIyookoe 3HaHHe
0cOOeHHOCTEN KOH(UTYpaluu CETH KIMEHTAa MOTYT HE BXOJAUTH B JAHHYIO
YCIIYTY.
Brleznnas pabota mo AMarHOCTHKE M KOH(UIYPUPOBAHUIO 00OPYIOBAHMS
CHEIMAINCTaMU CTAaHAAPTHOM TEXHUYECKOW MOJAECPKKU HE MPOBOAUTCS -
3TOT BUJ pabOT MPOBOAUTCA TNPU 3aKIIOYEHUH COOTBETCTBYIOIIMX
CEPBUCHBIX KOHTPAKTOB PACIIMPEHHON CEPBUCHON MOJACPIKKH.

4.4, VYnaneHHas MHXKEHEpHAs MOAACPKKA.
HoctynHocts yenyru — 24x7. Ycenyra mnpenoctasisietcs T-KOM B
KPYIJIOCYTOYHOM  pPEXKUME  IOCPEICTBOM  KPYIJIOCYTOUHOM  JIMHUU
WHKeHepHO# moanepxku (email u tenedon). brnaromaps sTomy cepBucy
KJIUEHT MOJKET IMOJIYYUTh KOHCYJbTAllMU [0 JAMArHOCTHKE CIOMXHBIX
HEUCIPABHOCTEW 000pyI0BaHUS.
OcHOBHOE NpeHa3HAYCHHUE YCIYTH YIAJIEHHON WHKEHEPHOH MOAJIEPKKH —
OKa3zaHUE€ TIyOOKHMX TEXHUYECKUX KOHCYJIbTAMM IO XapaKTepUCTHKaM,
0COOCHHOCTSIM (DYHKIIMOHUPOBAHMS M HaCTPOWKH oOopynoBaHusi. Crnegyer
NOHMMATh, YTO KOHCYJbTallMW, TMpeArnojaraime rIyookoe 3HaHhe
0coOeHHOCTEH KOH(UTYpaIlMi CEeTH KJIMEHTa MOTYT HE BXOJUThH B JAaHHYIO
ycuyry
Brlesnnas pabota mo AMarHOCTHKE W KOH(UTYPUPOBAHUIO 000PYIOBAHMS
KJIMEHTa «Ha MECTe» CIeHUaTUCTaMH yAAJIEHHOW WHXEHEPHOU MOAIEPIKKU
HE TPOBOAMUTCS - OTOT BHJ pPabOT MPOBOMUTCS TPH 3AKITIOYCHHUH
COOTBETCTBYIOIIUX CEPBUCHBIX KOHTPAKTOB PACHIMPEHHON CEpPBUCHOM
MOJIICPKKH.
[To sT0i1 yciyre cymecTBYIOT AOMOJHUTEIbHBIE YCIOBUS MPEIOCTABICHNUS,
onucaHHbIE B T11aBe 6 HacTosmero Crangapra.

4.5. OrnpaBka obopynoBanusi 3UII kineHTy B TeUEHHE CIEAYIOUIETO paboyero

JTHSI C MECTHOI'O CKJIaJia B PETHOHE.

HoctynHocTh ycimyru — B pabouume muu ¢ 9-00 mo 18-00 (Bpems
MOCKOBCKoe). Ycuyra mpeaoctrasigercs T-KOM mocpeacTtBoMm mnpuema
3asBOK JIMHHEW TeXHUYeckod mojiepkku (email u Tenedon). Pemenue 06
OTHpPABKE MPUHUMAETCS TMOCIE MPOBEACHUSI COTPYIHUKAMHU TEXHHYECKOM

HNOJICP)KKH ~ TUIOBOM  TUArHOCTUKM  HEHMCIPABHOTO  OOOPYJIOBAHUS.



OTnpaBka OCYIIECTBJISIETCS C MECTHOIO CKJaJa B PETHOHE B TEUYEHHUE
cieayroliero pabouero JAHS 1O aApecy KiaMeHTa (000pynoBaHHE
OTIIPABJISIETCS POBHO B TOM KOJIMUYECTBE, IO KOTOPOMY OTKpBITa 3asiBKa). B
KAauecTBE 3aMEHbl MOXET IMPEJOCTaBIAThCA HOBOE O0OpYyIOBaHUE WU
o0opyaoOBaHME, paBHO3HAYHOE MO (QYHKIMAM. JlocTaBka MpPOU3BOIUTCS
CHWJIAaMHM TPAHCIOPTHON KOMIAHUU — B CTAHJAPTHBIE CPOKHU JIOCTaBKHU IO
cTaHAapTHOMY Tapudy (CpoKH MOTYT 3aBUCETh OT YCJIOBHM JOCTaBKH,
MPENOCTaBISIEMBbIX  TPAHCIOPTHOM  KOMIIAHMEW) MM  KypbepoM, B
3aBUCUMOCTH OT Jiokanuu. [IpaBo cOOCTBEHHOCTH Ha HOBYIO 3aMEHEHHYIO
eAMHUILY 000pYAOBAaHUS NMPUHAMIEKHUT KIUEHTY, IPaBO COOCTBEHHOCTH Ha
HEUCIPAaBHYIO 3aMeHseMylo JeTtanb mnpuHamiexutr T-KOM (mocrne
MOJIMMCAHUs aKTa MpueMa-rnepeaaun).

bnarogaps 3ToMy cepBHUCY KIMEHT MOXKET MOJIYyYUTh 3aMEHY HEHCIPAaBHOIO
o0opynoBaHMs B 0oJiee CKaTble CPOKM OTHOCHUTEIBHO CEPBUCHOTO IUIaHa
«CepBHCHBIN JTOKaIbHBIN - CTaHIapT».

Brleznnas pabota mo AMarHOCTHKE M KOH(UTYPUPOBAHUIO 000PYIOBAHMS
KJIMEHTa «HAa MECTe» IO JaHHOM ycllyre He MPOBOJUTCS - 3TOT BUJA padoT
HPOBOJUTCS MPU 3aKIHOYEHUU COOTBETCTBYIOIIUX CEPBHCHBIX KOHTPAKTOB
pacIIMpeHHON CepBUCHOM MOJIEPIKKH.

ITo sTOM ycimyre CymecTBYIOT JIOTOJIHUTENbHBIE YCIOBHS IPEJOCTABICHHUS,
onucaHHble B IiaBe 6 Hactosmero Cranaapra.

5. IleseBble mMoKa3aTed Ka4ecTBA YCJIYT

5.1. Ilpuoputersl mpoOIeM KIHMEHTA.

[TpuopureTsl IpobIEM ¢ 000PYTOBAHUEM OMPEIEISIOTCS CIICIYOIUM 00pa3oM:
- [Mpuopurer 1 - kpuTHueckas aias pabOTBl CeTH W OW3HEca KIUCHTA
npo0iema.

- [Tpuopurer 2 - mpoOJIEeMBbI, OKa3bIBAIOIINE CYIISCTBEHHOC BIIMSHUE HA
pabory cetm wiaM Ou3Heca KiIMeHTa. HewcnpaBHOCTb, KOTOpas MOXKET
MOTEHIIMATFHO TPUBECTH K TMpepbiBaHHI0 OuszHeca kiaueHTa. OO6opynoBaHHe
YaCTUYHO  HEpabOTOCIOCOOHO, HO  MOXET  HCIOJb30BaThCs, BO3MOXKHO
BBITIOJITHCHUE OTPaHUYCHHOTO Habopa (PyHKITUH.

- [Ipuoputer 3 - HEWCHPABHOCTH, WMEIOIIME OTPAHMYEHHOE BIMSHUE Ha
paboty cetu unm 6uszHec KimeHra. O00pyI0BaHNE MOKET UCIIOJIb30BATHCS, HO €T0
(YHKIIMOHAILHOCTh OorpaHndeHa. CHUTyalusi He KPUTHYHA M CYIIECTBEHHO HE
CKa3bIBaeTCs Ha OM3HECe KIMEHTA.

- [Tpuopurer 4 — Bee ocranbHble HHGOPMAITMOHHBIE 3aIIPOCHI, KACAIOITUECS

TEXHOJIOTUH WM PpEUIeHUH, KOHCYNIbTallMM MO0 (YHKIUSAM 000pyaoBaHus,



TEXHUYECKUM XapaKTEpPUCTHKaM, BOIpPOCAM 3KCIUTyaTalMd U KOH(PUTYPUPOBAHUS
U IIpoY.
5.2. Bpewms peaxiuu.

Bpems peakumm — 3TO Bpems ¢ MOMEHTa, kKoraa corpyaauk T-KOM
MPUHUMAET 3alpoc Ha OO0CIyKMBaHUE, IO MOMEHTA, KOIjJa COTPYIHHK BIIEpBbIE
CBSKETCS C KIMEHTOM, WJM JO0 NEpBOM CMEHBI cTaTyca 3asBKM, WIM 0 Hadaja
MIPOBEICHUS TUATHOCTUKHU.

LleneBoe (KOHTPOJBHOE) 3HAUEHNE BPEMEHHU PEAKIIMH COCTABIISET:

— nns npobnem [Ipuopurera 1 - 30 MUHYT;

— nus npobnem [Ipuopurera 2 - 60 MUHYT;

— s npo6siem [Ipuopurera 3 - 2 yaca;

— s npo6isiem [Ipuoputera 4 - B mpenenax cieayroiero pabo4ero aHs.

B xoHTposbHOE BpeMsl peakllud HE BXOAST MHTEPBAJIbl BPEMEHU, B TEUEHUE
KOTOPBIX CPEJICTBA CBSI3U CO CTOPOHBI KIIMEHTA HE MOTJIM NMPUHATH OTBET OIeparopa.

5.3. Bpewms pemenus.

Bpems pemenns — 3T0 BpeMs ¢ MOMEHTa, korjma corpyaHuk T-KOM
NPUHUMAET 3alpoc Ha OOCTyKMBAaHME, O MOMEHTa, Korja mpodieMa pelieHa u
KJIMEHT TMOATBEpAWa 93TO. JlaHHBIA mapamMeTp NPUMEHUM TOJIBKO K YCIyre
«Y naneHHas MH>)XCHEPHasl TIOIJIEPIKKay.

[leneBoe (KOHTPOJIBHOE) 3HAUEHUE BPEMEHU BOCCTAHOBJICHUS COCTABIISIET:

— ausa npo6siem [Ipuoputera 1 - 8 vacos;

— s npo6siem [Ipuoputera 2 - 16 yacos;

— g npo6siem [Ipuoputera 3 — 24 vaca,

— s npo6sieM [Ipuoputera 4 — Tpu pabouux AHS.

B koHTponbHOE BpeMs pelieHus MpoOJieMbl He BXOAST UHTEPBAJbl BPEMEHH,
B TEYEHHE KOTOPBIX KIMEHT pelIag MpoOJIeMbl C JIOCTYIIOM, BOCCTAHOBJICHUS
ANEKTPONUTAHUS, MApOJIsl, OPraHU3aLUE KOHCOJBHOIO JIOCTyNa U MPOYHE BOIPOCHI
oOecrieyeHusl YCIOBHM OKa3aHUs JaHHON YCIyTH.

B koHTponbHOE Bpemsi pelleHus MpoOJIEMbI Takke HE BXOAUT HHTEPBal
BPEMEHHM, B TEUEHHE KOTOPOrO MPOU3BOAUTCS JocTaBka noameHHoro 3UII
obopynoBanus 1o yciyre «Ornpaska obopynoanus 3UIIT kiueHTy».

6. TexHoJsiorusi peajausauuu Y cayr
6.1. JlokyMeHTHpOBaHHE U MaPIIPYTHU3AIMS OCTYHAOIINX OT KIMEHTOB 3asBOK
Ha CEpBUCHBIE YCIyru ocyuiecTBisierca coTpyaHukamu T-KOM ¢ nomouisio
cucrembl Service Desk. IIpu 3ToM perucTpupyroTcst BpeMsi M XapakTep oOpalieHus, a
TaKKe KOHTAaKTHOe Jmno. Jlajnee, B 3aBUCUMOCTM OT XapakTepa W IIPUOPUTETA
POOIEMBI, OCYIIECTBIISIETCS MaPIIPYTH3ALHS 3asIBKH.



6.2. JKu3HeHHBI NUWKJI 3asBKH Ha OOCIyXuBaHue B cucteme Service Desk
COCTOUT M3 CJIEIYIOIINX CTaTyCOB:

— «OTKpbITa» - MpobjemMa CyIIeCTBYET U MOKa He pelleHa. Pemenne npoodiaemsl
HaXOJUTCA B 30HE 0oTBeTcTBEHHOCTH T-KOM.

— «IPUOCTAHOBJIEHA» - Mpo0JeMa CYHIECTBYET, HO €€ PEUICHUE HE 3aBHCHUT OT
T-KOM (kaumeHT He MOXeT o0ecneuuTbh yJNaleHHBId JIOCTYNl K
000Opy/ZIOBaHMIO, HE MOXKET NPEJOCTaBUTh HEOOXOAUMYI0 HH(OpMALHIO,
HeoOXorMMa 3aMeHa 000pyI0BaHUs, PEIICHUE MPOOIeMbl HE HAXOIUTCS 30HE
orBercTBeHHOCTH T-KOM 1 mipou.).

— «peleHay - mpobyema pelieHa.

N3meHeHne craTyca 3asiBKM BO3MOXXHO TOJIBKO TOCJI€ COTJIACOBAHUS KIIMEHTA,

MpU 3TOM OTKa3 KJIMEHTa OT 3aKpbITHs 3asiBKUM WJIM OT €€ MPUOCTAaHOBKH (B

clly4ae CyliecTBOBaHMS (PaKTHUECKUX MPUYMH Ha TO) JIOJKEH ObITh 000CHOBAH.

6.3. VYnmaneHHas WHXEHEpHas TMOJACPKKAa MOXET OBbITh  peajn30BaHa

CJIETIOIINM 00pa3oM:

— Ilpu 3ampoce KiMeHTa JUIsi TPOBEIEHUS JUArHOCTUKH OOOpYyAOBaHUA,
uxeHep T-KOM  npousBoaur  ceaHC  yJAJI€HHOTO  KOHCOJIBHOTO
HOJIKIIFOUEHUs K TpeOyemon eaunuie ooopynoBanus. [Ipu s3Tom TexHUUeckas
OpraHu3aiys yAajJeHHOTr0 KOHCOJBHOTO JOCTYNa JISKUT Ha KIMEHTE — JU00
IITATHBIMH CpPEACTBaMHU cucTeMbl OUt-Of-band ympaBnenus, B ciaydae ee
HaIU4us, 1100 IPYruMU BO3ZMOKHBIMU T€X.CPEACTBAMHU.

— B cnyyae oTCyTCTBUS TEXHMYECKON BO3MOXHOCTH PEAIU3ALMU YIAIEHHOTO
KOHCOJIBHOTO ~ JIOCTYMa, Yyclyra YyAAJEHHOW TEXHUYECKON MOAAEpPKKU
NPEIOCTABIISIETCS ITyTeM Tesle(OHHON KOHCYIbTAIINH.

— Peanuzanus KIMEHTOM BBIIICONUCAHHBIX OPraHU3AIIMOHHO-TEXHUYECKUX MEpP
MOJKET OKa3bIBaTh BIUSHUE HA KOHTPOJILHOE BpEMs PEIICHUs TPOOJIEMBI, Kak
3TO ONKCAHO B I.5 HACTOSALIETO TOKYMEHTA.

6.4. OrmpaBka o0O0OOpyJOBaHUsA KJIMEHTY B paMKax CEpPBHUCHOTO TaKeTa

«CepBUCHBIN JOKAIBHBIN - CTaHAapT» peanu3yercs CAeayonuM o0pa3oMm:

— T-KOM o06s3yercs 3a cBoi cueT oOecrneuuTh 3a071aroBpeMeHHYI0 OTIIPABKY
ucnpasHoro O60py0BaHMs HE TO3HEE CIEAYIONIEro pabovyero AHs C AaThl
nojlydueHus oOpamieHus kiaueHTa. OTnpaBka TPOU3BOJUTCS C MECTHOTO
CKJlaJa B pEruoHe Iocje MOATBepxkAeHus uHxkeHepom T-KOM
HEOOXOJMMOCTH TaKOW 3aMEHBI.

— Ilepen ornpaBkoii o6opynoBarus T-KOM 3anpammBaeT roTOBHOCTh KJIMEHTA
K €ro NpueMy, a TaKKe YTOYHSET KOHTAaKTHOE JIMLO U ajJpec noiydeHus. B
cily4ae, €CJIM JaHHas WHQOpMAIUs KIMEHTOM HE TMPEJOCTaBIIsACTCS, JaTa

OTIPAaBKU MOXKCT OBITHL U3MEHEHA.



— KimeHnt o0s3aH He mo3gHee MATH pabOuYMX JHEH C MOMEHTa MOJYyYEeHHS
WCIIPAaBHOTO  OOOpYJIOBaHUSA  MPOU3BECTH  OTHPaBKy  HEUCIPABHOTO
obopynoBanusi B ajapec HeHTpaibHoro ckiaga T-KOM. OrnpaBka
npousBoauTca 3a cuet T-KOM B anmpec HmeHTpaiabHOIrO CKjiaja KOMITAHUU
(115409 r.Mocksa, Kamupckoe mocce, 49) B 3aBOACKOIN YITaKOBKE U3JCIIHS.
B cnywae HeBbmosmHeHusi 3toro oOs3arensctBa T-KOM wumeer mpaso
BBICTaBUTh CYET Ha OIUIATY CTOMMOCTH HEBO3BPAIEHHOTO 00OpYAOBaHUS B

COOTBETCTBUH C JACHUCTBYIOIIMMH HA JaHHBIA MOMEHT LICHAMMU.

7. O0mme ycJjaoBHs NPeA0CTABIEHUS Y CIyr

7.1. T-KOM He HeceT OTBETCTBEHHOCTH 3a COBMECTUMOCThH I[Iporpammuoro
ObecrieueHusi, MOCTaBISIEMOTO B KOMIUIEKTE C YCTPOIMCTBOM, C JIOOBIMHU
anmapaTHBIMH WM TPOTPAMMHBIMH ~ CPEICTBAMHM, IIOCTABIIIEMBIMU  JIPYTHMU
NPOU3BOJUTENSIMU, €CJIM HMHOE HE OrOBOPEHO B TMpuiaraeMoil K H3AeIUI0
JloxymeHTanuu.

7.2. Hu npu xakux ob6ctoarensctBax T-KOM He HeceT OTBETCTBEHHOCTH 3a
JTr00ble YOBITKH, BKIIOUAsl MMOTEPIO JAaHHBIX, MOTEPIO MPUOBLIU U ApYyTUe CciaydaiiHbIe,
nocJe0BaTeNbHbIE WM KOCBEHHbIE YOBITKH, BO3HUKILIKME BCIIEICTBUE HEKOPPEKTHBIX
JNEHUCTBUN MO WHCTAJUIALIUU, COMPOBOXKICHHIO, SKCIUTyaTallM, JIMOO CBS3aHHBIE C
IPOU3BOUTENBHOCTHIO, BBIXOJIOM U3 CTPOS MJIM BPEMEHHOM HepaboTOCTIOCOOHOCTHIO
ycTpoiicTBa. MakcuManbHasi cyMMa KOMIIEHCAIIMU 32 HEMPEI0CTaBICHUE CEPBUCHBIX
ycayr u/uinm HepaboToCmocOOHOCTH 000y IOBAHUS IPHU JTFOOBIX 00CTOSTEILCTBAX HE
MOKET TPEBBICUTH CTOMMOCTH CaMHUX CEPBUCHBIX YCIYyTI JaHHOW €IUHUIIBI
obopynoBanus. T-KOM He mnpenocTaBisieT KaKuUX-THOO SBHBIX WM HESBHBIX
TEXHUYECKHX, KOMMEPUECKHX WJIM JAPYTruX TapaHTHil, HE YKa3aHHbIX B JIaHHOM
JIOKYMEHTE.

7.3. JleiicTBuE CEpBUCHOTO MaKeTa PaclpoCTPaHsIETCsl Ha Bce 00opyIoBaHuE, Ha
KOTOpOE€ BJjajesel] Kynui COOTBETCTBYIOIIMI MaKeT pacimidpeHHoro cepBuca. [Ipu
ero odopmieHUN (UKCUPYETCS CEPUMHBIA HOMEpP EIWHUIBI O0OpYyJOBaHUS, Ha
KOTOpBIi OH mpuoOperaercs. [lpu oOpameHun Bianenbiia 0OO0OpPYyIOBaHUS 3a
OKa3aHWEM YCIyr pPacIIMPEHHOTO CEpBUCA, ATOT CEPUIHBIA HOMEpP HEOOXOIMMO
COOOLIUTH ONEPATOPY TEXMOAIEPIKKH.

7.4. JleiicTBME CEPBUCHOIO IaKeTa HE pPACIpPOCTPaHAETCA Ha CIEAYoLne
cily4au:

— HEBO3MOYKHOCTb OKa3aHHUs yCIyI YIAJIEHHON WH)KEHEPHOW MOAJIEPKKH IO

IPUYMHE OTKJIFOUYEHHUS 3IEKTPOIHEPTUH,
— 3aMeHa HEHCIIPaBHOTO O0OPYJOBaHUs, BBIIIEAIIETO M3 CTPOs mIpu Qopc-
MaXOPHBIX  OOCTOSITENbCTBAX  (BOCHHBIE JIEHCTBHUS, TOXap, CKAuK{

HaIpsDKEHUsI, yaap MOJIHWY, HABOAHEHUS U ITPOY. ),



— 3aMeHa HEHCIIPaBHOTO O0OpYJIOBaHUS MpU MOBPEKICHUSIX B pe3yjbTaTe
HApYLIECHUI YCIIOBUM SKCIUTyaTallH.

7.5. T-KOM HeceT OTBETCTBEHHOCTb 3a COOJIOJICHHE MMapaMeTPOB KauecTBa
MPENIOCTABISIEMBIX YCIYI TOJIBKO B Ipejaenax COOJMIOACHHS KIMEHTOM YCIOBUMN
MIPEAOCTABIIEHUS YCIIYT, OTOBOPEHHBIX B JAHHOM JOKYMEHTE.

7.6. T-KOM He HeceT OTBETCTBEHHOCTH 3a pE3EpPBHOC KOMHWPOBAHWUE U
COXPaHHOCTh HH(OpPMAIMK MO HACTPOMKaM, MapojiiM W NpPoYel TEXHUYECKOU
uHpOpPMAIMK,  COJCpXKallelcss Ha  OOCTy)KMBacMOM  W/WIM  3aMCHSIEMOM
000py1I0BaHHH.

7.7. B pamkax npoBeJeHHs HEOOXOIUMOW TUArHOCTUKH pabOTOCHOCOOHOCTH
obopyaoBanusi, T-KOM wunm ero mnapTHep MOXKET TOIYyYUTh OT KIMEHTa
uH(pOpMALMIO O TOCTPOEHUU €ro JIOKAJIbHBIX CeTed M Mpoy., NpU STOM 3Ta
uHpopmanus OyneT UCHOJIb30BaHA TOJBKO JJISi HEMOCPEACTBEHHOW JMAarHOCTHKU B
pamMKax pelleHHus] JAaHHOW KOHKPETHOM OTKPBITOM mpoOiieMbl. DTa uHGpOpMalus,
BO3MOXXHO, OyJeT cojep:kaTb KOH(UICHIMAIbHbIE JaHHbIE WM JUYHBIC JTAHHBIE,
npu 3ToM, mnpepoctaBisis ee coTpyaHuky T-KOM wnm ero mapTHepa, KIHMEHT
rapantupyet, uro T-KOM wunu ero mapTHep HCHOJIb3YyeT NaHHYI MHPOPMAILUIO B
CTPOrOM COOTBETCTBMH C AECHCTBYIOIIHUM 3aKOHOAATENBCTBOM PD.

8. be3zonacHocTh npeaocTaBjeHUs yCayr

8.1. Jlns moBbIlIeHHsT OE30MACHOCTH IMPEIOCTABICHUS CEPBHUCHBIX YCIYT, MPH
IpoJa)ke HOBOTO CEPBHCHOIO KOHTPAaKTa Ha KakAyl0 EAMHHUIY O000pYIOBaHHUS
KJIMEHTOM YyKa3bIBaeTCs CIIeAyIoliass oOs3areiabHass CIOpaBoOYHas HHPOPMaIIKs,
oJyTeXKaIas perucrpaiuu B cucteme Service desk T-KOM —

— CEpHIHBII HOMEp CEPBUCHOTO KOHTPAKTA,

— CEpHIHBIN HOMEP U MOJEIL 000PYI0BaHNS,

— ajJpec yCTaHOBKH 000PYIOBaHUA,

— KOHTAKTHOE JIMIIO KJIMEHTA — aJJMHHHACTPATUBHBIE BOIPOCHI,

— KOHTAKTHOE JIMIIO KJIMEHTA — TEXHUYECKHE BOIPOCHI,

— KOHTaKTHOE JIMIIO KJIMEHTA, OTBETCTBCHHOE 3a IPHEMKY I'py3a.

8.2. Ilpm mpueMe 3ampoCOB Ha OTKPBHITHE WM HM3MEHEHHE CTaryca 3asBOK Ha
cepBucHoe obOciuyxuBanue T-KOM, omeparopoM TEXHUYECKOW TOIACPKKA B
00s13aTEIILHOM TOPSIAIKE CBEPSIOTCS CEpUlHBIE HOMEpPA U JUYHOCTH OOpATHBIIETOCS

KJIIMCHTA.



9. KoHTaKkTBI

KonrakTel Texunueckoit nopnepxxku T-KOM —

Ten. (985) 297-00-34,
Email - support@t-kom.ru
Caiit - www.t-kom.ru

AJlpeca CEpBUCHBIX LICHTPOB!
r.Mocksa, ['padckuii mep. 14/1, +7 (495) 744-0099,

T.
. Kpachosipck, yi1. BeicotHast — 4, 0¢.412, +7 (391) 2-913-249,

. SIpocnarnb, nip. Jlenuna, 44, 4 stax, opuc 408, +7 (4852) 73-8052,

. Cankr-IlerepOypr, yin. Kponotkuna, 1, opuc 7, 8, +7 (812) 995-54-56,

. HoBocubupck, ya. [Tnaxornoro, 27/1, oduc 604, +7 (383) 355-4151,

. Camapa, yi. Coerckoii Apmuu 180, ctp.1, oduc 505, +7 (846) 200-11-50,
. Kamuaunrpan, yn. JIéau INonukosa, 22, +7 (4012) 355-285,

. Kemepogo, np-t Ky3nenkuii, 17, ka6. 514, +7 (3842) 45-20-68,

. [Tepms, yi1. Kum, 77, oduc 216, +7 (342) 265-82-21,

. Ya, yn. Pesomonunonnas 96/4, opuc 405, +7 (347) 286-56-03,

. PoctroB-na-/lony, yi. b.Canosas, 150, odpuc 811, +7 (863) 263-30-17,

. Xabaposck, yi1. Kapia Mapkca, 166 A, 3 at, oduc 2, +7 (4212) 910-717.
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ExarepunOypr, yi1. Ukanosa, 8, atax 6, +7 (343) 287-5875,
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