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TexHnyeckad nogdeprwka

TexHuyeckas nogaepxKa NnpeaocTaBnaeTcs Ans NpoayKToB: CMCTeMbl 6830MacHOro ynpaBneHus
cpenov BupTyannsaumnm zVirt, nnatthopMbl KOHTEMHEPU3ALMN Nova Container Platform, CYB/1
Ha b6ase PostgreSQL Proxima DB, pelieHua ans ynpaenenus suptyannsaumen @ Cloudlink
1 cUCTEMbl TepMUHanbHoro goctyna — Termit (nanee — MpPoAyKTbl), NCMONb3YEMbIX B COOTBETCTBUM
C TpeboBaHMAMM aKCMNyaTaLMOHHOM AOKYMeHTaunen MNMpoayKToB. He ocyliecTBnseTcs TexHuyeckas
noaaepxka MpoayKToB, MCMOMb3YEMbIX B HELITATHbBIX KOHQUIypaLmsaX.

[1ns akTyanbHbIX Bepcuii [poayKTOB NpegoCcTaBASeTcs NoHasa TexXHMYecKas NoaaepxKa,
BKJItOYatoWw,as B cebs, B TOM YnCne, pearmpoBaHmne Ha obpalleHuns MNMonb3oBaTens, BbiMyCcK
ncnpaBneHunin n obHoBAeHNM cbopok Bepcui MpoayKToB.

TexHMYeckas nogaepxka npeablayuimx Bepcuii NMpoayKToB MOXET BbITb OrpaHMyeHa nnm
npekpatlieHa.

Monb3oBatensm Bepcuin MpoayKToB, NoaAep»KKa KOTOPbIX NpeKpalleHa Un orpaHmuyeHa,
NpenocTaBnatoTCA M3BECTHbIE PelleHUs UK CyLWecTBYOLWMe NCNPaBNEHNS U 0BHOBNEHMS COOPOK
MpOAYyKTOB, a TakXe NoMOLLb B 0OHOBMEHWIM Ha aKTyaslbHble Bepchm MNpoayKToB.

-

Monb3oBaTeNt B TeUYeHMe CpoKa [OeUCTBYHLWEN
TeXHNUYEeCKOM MOOAEPHKKM OKa3biBATCH crneaywume yCcnyru:
= KOHCy/bTalMn N0 YCTaHOBKE U HacTpowKe MpoayKToB;

= KoHCynbTauMm No agMMHUCTPUPOBAHNIO KOMMOHEHT NpoayKTOB;

= BoccTtaHoBneHue npruobpeTeHHoro komnnekTa MpoayKToB
(B cnyyae ero notepu Uamv paspyLieHuns);

= KOHCy/bTaLmMm No BOCCTAHOBNEHNIO paboToCnocobHOCTN KOMMOHEHT MpoayKTOB;
KoHcynbTauum no 06HoBAEHNIO COOPOK Bepchm MpoayKTOB, HAXOAALLMXCA
B 3KCMyaTauyum y 3aKasumka;

= [locTyn K 6ase 3HaHW (M3BECTHbIE OLMOKN 1 TUMOBbIE PELLEeHNS);
= PaboTta Haa MHUMOEHTaMK B TedeHne paboyero aHs;

= [lpneM npensioxXeHnin no ynydueHmto MpoayKToB 1 MX KOMMOHEHTOB,
a Tarkke JokymeHTauuu;

»  JlnarHocTmKa c NoMoLLbto yaaneHHoro goctyna (y npoaykta Proxima DB).

BpeMFI peLlieHnA I'||306/'IEM 3aKa3umKa, CBA3aHHbIX C OCTaHOBKOM bu13Heca OCyLLecTB/1AeTCA:

= [/1A YPOBHA TexHUYecKol nogaepkn ~k «basosbinn» — B pexknume 9/5 ¢ 09:00 o 18:00
Mo MOCKOBCKOMY BpeMeHW C NoHeaelbH1UKa Mo NATHULLY;

m /1A YPOBHA TEXHUYECKOM Noaaep KM K «MpoayKTUBHBIN» («PacluMpeHHbIin») — OR10N
B pexume 24/7. SOFT




JocTyn K pecypcamM TeXHUYeCcKOoWu
NOOOEPHKMT OCYWECTBNAETCA:

nocpeacTBOM 3aBefeHNs 3a4a4 U NonyYeHus NepcoHanbHbIX PEKOMeHJaL M Yepes nopran
TEXHNYECKOWN NOAAEPIKKM — https://helpdesk.orionsoft.ru

NOCpPencTBOM 3aBefeHNs 3a4a4 Yepes CUcTemy
3/IEKTPOHHOM MOYThI Ha afpec: helpdesk@orionsoft.ru

* TonbKO O/15 N0/1b30BaTENEN, 3aPErMCTPUPOBAHHBIX HA MOpTae TEXHUYECKOM NoaAEePHKKM

nocpeacTBOM NpsaMor TeneoHHON NUHNK 0N KOHCYNbTaLMIM Ha PYCCKOM A3bIKe
CO cneunanucTaMu LeHTpa TexHuueckom Moaaepxxkn Orion soft B MockBe +7-499-281-90-03.

Bpemsa peakumm Ha obpalleHue Monb3osatensd onpenenserca Tunom Ceptudmkara
Ha TEXHMUYECKYIO MOAAEPIKKY M CTEMNEHBI KPUTUUYHOCTM MHLMAEHTA, MPUCBOEHHOM
npuv perucTpaunm obpalleHus unm B npolecce paboTbl Hag MHUMAEHTOM. [epBoHaYanbHO
NPUCBOEHHAsA CTeNeHb KPUTUUYHOCTU MOXKET BblTb M3MeHeHa B npoLecce paboTbl Haf
NHUMOEHTOM.

B 3aBMCMMOCTM OT CTEMEHN KPUTUYHOCTM MHUMAEHTA ICMONHUTENb rapaHTUpyeT Bpems
peakuuu, NpuBeaeHHoe B cneayroLllern Tabnuue:

CxeMa o6Cny)KmBaHuUs

Bpems peakuum
(MpopaykTuBHaA /
PacwupeHHas 24/7)

Bpems peakuum

YpoBeHb KPUTUUHOCTU (BasoBsas 9/5)**

YpoBeHb KpuTU4HOCTK 1 < 30 MUH. < 30 MUH.
(aBapumHaga cuTyaLms)

YpoBeHb KpUTUYHOCTU 2 < 30 MUH < 30 MUH.
(BbICOKWIA MPUOPUTET)

YpoBeHb KpUTMUHOCTU 3 <24, <2y,
(CcpenHWI NpUoOpPUTET)

YpoBeHb KpUTUYHOCTYU 4 <4y, <4y
(HV3KIM NPUOPUTET)

** Paboume gHn (09:00-18:00 no MOCKOBCKOMY BPEMEHN).
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= YpoBeHb KpUTUUHOCTK 1 (aBapuitHas cnuTyaums) — MHUMAEHT, KOTOPbIA NMPUBOLMUT K MOSHOM
HepaboToCcnoCOBHOCTIN MK K CYLLIECTBEHHOMY YXYALIeHN0 paboTocnocobHocTH MpoayKTos,
YTO BbI3bIBAET OCTAHOBKY K/1HOUYEBbIX OM3HEC-MPOLLECCOB KOMMNaHuK [Monb3oBaTtens.

= YpoBeHb KPUTUUHOCTU 2 (BbICOKMI MPUOPUTET) — MHUMIAEHT, KOTOPbIN CyU,ECTBEHHO
CKasblBaeTCs Ha (DYHKLUMOHMPOBaHMM [TPOAYKTOB UM OrPaHUUYNBAET UX MPUMEHEHNE,

YTO NPMBOAUT K 3aTPyaAHEHWIO beHKLI,l/IOHI/IpOBaHl/IFI 6M3Hec-npoueccoe KoMnaHuu lNonb3oBaTens.

" YpoBeHb KPUTUYHOCTU 3 (CpeaHU MPUOPUTET) — MHLMOEHT, KOTOPbLIN HE CYLLIeCTBEHHO
CKasblBaeTCs Ha (DYHKLUMOHMPOBaHWM [MPOAYKTOB UKW HE OrpaHUYMBaET UX MPUMEHEHNE,
4YTO MPUBOOMUT K HE3HAYUTENBHbIM 3aTPYAHEHNAM (DYHKLMOHMPOBaHMS B3Hec-NpoL.eccos
KoMmnaHuu [Nonb3oBaTens.

= YpoBeHb KPUTUUHOCTU 4 (HN3KNIA NPUOPUTET) — BCE OCTabHbIE MHLMAEHTbI, KOTOPbIE
He OKa3bIBalOT CYLLLECTBEHHOMO HEraTMBHOMO BAUSHMUS HA paboTOCNOCOBHOCTb
¥ (YHKLMOHANBHOCTb MNpOoayKTOB.

m Bpemsa peakuum — nepunof BpeMeHu oT obpalleHns KameHTa 3a yeayrom «TexHuyeckas
noaaepyKa» A0 peakumm cnyxbbl CneumanucToB Ciy06bl TEXHUYECKOW NoaaepyIKKN
Ha 3TO obpalleHue, T.e. OTBETHOE NMMUCbMO MO ANEKTPOHHOI NoYTE UM 3BOHOK MO TenedoHy
(onoBeLleHne 0 perncTpaumm nHUMAEHTa 1 Hadane paboT No ero peLeHuto nam 3anpoc
MHopMaLMK Mo cylecTBy obpatleHns nnbo npegocTaBneHne KOHCyIbTaumum, pekoMeHaaunim
WV rOTOBOMO peLleHns, ecnmn npobnema nssecTHa). Mpoao/IKMTENbHOCTb BPEMEHN peaKLm
3aBUCUT OT KPUTUYHOCTU MHLNOEHTA.

Ecnn B npouecce pa6OTb| Had NHUMOEHTOM VICMONHNTENb BbIACHAET, YTO MHLUWAEHT CBA3aH
C NMPOAYKTOM CTOPOHHETNO npomnssognTend, To [No/b30BaTENtO peEKOMEHOYETCA O6paTI/1TbCFI B cny>+<6y
TEXHMYECKOWN noonepXKyn COOTBETCTBYOLWENO NMpon3BoOanTENA.

CocTaB, nepeyeHsb MNpoayKToB 1 CPOK NPEACTaBAAEMbIX YCAYT Ha TEXHUYECKYHO MOAOEPIKKY
yCTaHaBNMBAETCS B COOTBETCTBYHOLWEM CepTudmKaTe Ha TEXHUUYECKYHO MOALEPXKKY.

Mpu OTCYTCTBMM peakLun Monb3oBaTens Ha npeanoxeHHoe Cny»6on TEXHUYECKON NOAAEPKKM
peLleHne U1 3anpoc A0NoJHUTENbHON MHOPMaLMK B TeueHne 3 (Tpex) pabounx gHel ¢ aaTbl
nonyyeHuns Monb3oBaTenemM COOTBETCTBYOLIEro peleHns nnm 3anpoca ot Cnyxbbl TeXHUYeCcKown
NoAAepXKKM, obpalleHne cunTaeTcs HeakTyanbHbIM. YCNyrn VICNonHUTENA No TEXHUYECKOM
nogaepxke MpoayKToB No 06palleHmo CUNTaOTCA CBOEBPEMEHHO OKa3aHHbIMK, a caMo
obpalleHMe — 3aKpbITbIM. [Mpy NocTynneHum ot Monb3oBaTens MHMOoPMaLLMK MO 3aKPbITOMY
obpalleHunto, Takoe obpalleHne CHoBa OTKPbIBAETCS UM PErUCTPUPYETCS Kak HoBoe obpalleHue.

B cnyyae BO3HMKHOBEHMA y [onb30oBaTensd 3ameyaHmnii B OTHOLWEHMM YCAYT, OKa3blBaeMbIX
McnonHnTeneM Ha ocHoBaHuK CepTudumKkata Ha TEXHUYECKYIO MOOAEPXKKY, [To/ib30BaTes b
06593aH yBeaoMuTb 06 3TOM VicnonHuTend He no3gHee 1 paboyero AHA € AaTbl BO3HMKHOBEH WS
COOTBETCTBYIOLLEro HeOoCTaTKa yCnyr. ECnm B TedeHume yKkaszaHHOro cpoka lNonb3oBatenb
He yBegoMngaeT MIcnonHUTensa 0 He4oCTaTKe YCayr, YCIyrn CYMTAKTCA OKa3aHHbIMM HaO1eXalmm
obpasom.
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