B AMUKOH

Kommekcnoe Texundeckoe OOcmyKuBaHuE

Onucanue ceppuca (SLA)

Bepcus 1.13
ot 26 Hosi6pst 2024 T.



1. TepMWHbI 1 oNpeaeneHus

1.1. Ilpou3BoauTe b — OOIIECTBO C OTpaHUYEHHOI 0TBETCTBEeHHOCThI0O « AMUKOH» (OO0
«AMHKOH») OI'PH 1027739070589.

1.2. Ilpoaykuusi — mnporpammHoe obOecrnedenue (I10) wunm mporpaMMHO-ammapaTHbIA
komiuiekc (ITAK) ¢ npenycranoBnennsim Ha Hero [10 npousBoacTsa [IponsBoaurens.

1.3. JIunensus — [IpaBo na ucnons3osanue [10.

1.4. KommiekcHoe Texuuueckoe Oocay:xxkuBanue (KTO) — nestensHocTh [IpousBoaurens
10 MIPEJOCTABICHUIO YCIYT B 00bEME JaHHOTO JOKYMEHTA.

1.5. ITonb3oBatenn, Moab3oBaTesb MOAEPKKH — (QU3MYECKOE WM IOPUIMYECKOE JIHIIO,
ykazaHHoe B Jlunensuum Ha wucnoib3oBanue llpoayknuu (mis [10) wnm Biagenen
[Mponyxkmuu (s ITAK), nmu ero moJITHOMOYHBIN MTPEACTaBUTENb, MoJb3ytomuiics KTO.

1.6. Cuctema — COBOKYyMHOCTh HH(MOpMalLUOHHBIX cucteM Ilomp3oBaTens, B KOTOPBIX
ucnons3yetcs [Ipoaykius B CBS3M € €€ IPSIMbIM Ha3HAYCHHUEM.

1.7. Cnyx6a Texuuueckoit I[lommepxkku (Ciayxk6a) — moxapasmencHue IIpousBomutess,
kotopoe obecnieunBaeT KTO co croponsl [IpousBoguTes.

1.8. lokymeHTauus — DOKCIUTyaTallMOHHAs JOKyMeHTanus Ha Bepcuro [lpoaykuuun
ITonp3oBarens.

1.9. Uauugenr — 3a()UKCHUPOBAHHBIN Ilonp3oBarenem ciaydan OTKJIOHEHHUSA
¢bynkiuonanbHoCcTH [IpOayKIIMK OT XapaKTepUCTHK, 3asBICHHBIX B JIOKyMEHTAIINH.

1.10.IlpobGsema — oTkjIOHEeHHE (QYHKIMOHAIBHOCTH [IpoayKiuum OT XapaKTepUCTHK,

3asBJIEHHBIX B JJokyMeHTanuu, sBisgronieecs: NnpuanHoi HIMIEeHTOB.

1.11.3ampoc — obpamenue [lons3oBarens, 3apukcupoBanHoe B Ciryxoe.

1.12.Caiit Cinyx0b1 (CaiiT) — cucrema ympasienus 3arnpocamu [lonb3oBareneii na KTO
Amicon Helpdesk System, pa3meniennas B cetu HTepHeT.

1.13.Ceprudukar Texuudeckoir moanepxku (Ceprupukar) - 10KyMeHT, 0DOPMIICHHBIN B
ANEKTPOHHOM MM OyMaXHOM BHJle, NOJATBepkiatounii mpaso Ilonb3oBaTens Ha
nosyuenue yeayr KTO.

1.14.06H0BaeHMe — HOBasi Bepcusi/moasepcusi/penu3 10 B paMkax UMEIONICHCS MakOpPHOM
BepcuH, nosydeHHoi [lonap3zoBatenem npu npruodbperenuu [poaykra.

1.15.BpemMeHnHoOe penieHne NPodJieMbl — IPEIOCTaBICHUE HACTPOEK u/uau OOHOBICHUS VIS
[Iponykiumn, koTopele coxpaHstoT @yHkuuoHan Cucremsl Ilonbs3oBaTtens B
OTpaHUYEHHOM O0beMe, MO3BOJIOUIMA NPOJ0IKATh paboTy € HE KPUTUYHBIM
U3MEHEHHUEM €€ XapaKTEPUCTHUK.

1.16.Pemiennie mnpodJieMbl — IpegocTaBieHue HacTpoek, OOHOBJEHHS WM 3aMeHa
annapatHoi miaatdopmsl uiu Beeit [Ipoaykimu, KOTopble BOCCTaHABIMBAIOT (PYHKIIMOHAI
Cuctemsl [Tonb30BaTens B MoJHOM 00beMe Ha ypoBHE 10 MHIuaeHTa.
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2. Uenwn Cepsuca KTO

2.1. Obecneuenue OecriepeOoitHOCTH paboOTHI HHPOPMALMOHHBIX crcTeM [loap3oBarens, st
3anuThl HH(GOPMAIMK B KOTOPBIX Hcnonb3ytoTes [Ipoaykrel [IponsBoaurens.

2.2. Oxazanue nomomu B pemenud [Ipobnem, Bo3Hukarommux y Ilomp3oBatens mpu
ncnons3oBanuu [Ipoxgykiuu.

2.3. Oxazanue nomomu B ocBoenuu Ilonp3oBarenem Ipoxykium.

2.4. Coop u xnaccubpukanus 3amMedaHuid u mnokenanuit Ilomp3oBateneit k IIpogykummu,
CIICHapHUsAM MX HMCIIOJIb30BaHMSA, 00JACTSIM MPUMEHEHHUS ISl paciuupeHus QyHKIHOHAIA
IIponykiumu.

3.Ycnyry, OKasblBaemble B pPaMKax
Cepsuca KTO

3.1. [IpenocraBiieHre HHCTPYKIMIA U KOHCYJIBTHPOBAaHKE 110 BHenpeHuto [Tpoxykium.

3.2. [IpenocraBiieHre HHCTPYKIMIA U KOHCYJIBTHPOBAaHUE 110 HacTpoiike [Ipomykimm.

3.3. [IpenocraBiiene MHCTPYKUUI M KOHCYJIbTallMM MO mpouexypam ob6HoBieHus I[10,
paspaboranHoro IIpousBoauresnem.

3.4. [IpenocraBiieHe UHCTPYKIMNA M KOHCYJIBTUPOBaHKE 110 BOCCTaHOBIEHUIO paboThl [TAK
nocine cboes.

3.5. [IpenocraBnenue Ilonb3oBaTento TeXHUYECKOH HHGPOpMaLUU MO (PYHKIHMOHAIBHOCTH
[Iponykuum, B paMKax TOKyMEHTALIUN.

3.6. Ananus IIpoGiem, BoisiBiaeHHbIX [lonb30BaTeneM B mporecce skcrryaTanuu [poaykimy,
BbIpabOTKa pEKOMEHAALNHN 10 UX YCTPAHEHHIO.

3.7. Pazpabotka pemenuit nmo pacmupenuto ¢ynkiuonansHoctd ITAK, B ToM umcrne, c
HCIOJIb30BaHUEM MPOTYKTOB CTOPOHHUX NMPOU3BOAUTENEH, O€3 00513aTENBCTB 10 BpEMEHU
pean3anum.

3.8. PazpaboTka mpemsiokeHH O albTEepPHATHBHON HACTPOWKE M MPHUMEHEHHIO W/WIN
MIPeI0CTaBIIEHNE UCTIPABICHUI YCTPAHSIOMIMX BhIABIEHHYIO [Ipobiemy.

3.9. IlpenocraBnenne pocryna k basze 3uanuii mo [Ipoxyknuu B MEepcOHATBHOM pasjiene
Caiira.

3.10.Brie3q Ha TeppuUTOpPHUIO OOBEKTOB 3aka3uuKka B Tmpejaenax r.MockBa sl yCTpaHEHHS
omn6ok B padore [Ipoaykimu.

3.11.PemoHT BHIIIIEIIICH U3 cTpOs anmapatHoi miatdopmer [TAK IIpoxyknun.

3.12.TIpenocraBnenne moaMeHHou ammapatHoi tuatgopmbel [TAK Ipoxykunmu Ha Bpems
pPEMOHTA.

3.13.TIpenocraBneHue ayodaukata GopMmyspa.
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4. Cxembl KTO

4.1. ba3oBblil ypOBEHB:!

npuéM 00paIleHUH U KOHCYJIbTUPOBAHUE 110 JIEKTPOHHOM MOYTE.

IIpenocraBnenue nocryna k baze 3nanwmii mo [Ipoaykiuu B nepconanbHoM pazjene Caiita
Hcnonaurens;

pPEeKOMEHIalMu 10 Iporeccy ycraHoBKU Ilpoaykuuu B oObeMe SKCILTyaTalldOHHON
JIOKYMEHTaIUH;

pexoMeHanuu no Hactpoiike [Ipoaykiuu B 00beMe IKCIUTyaTallMOHHOM T0KyMEHTAIIUY;
JMArHOCTHKA C LIeIbI0 yCTaHOBJIeHHs pakTa omnoku B padore [10. BeisBiennas omudka
YCTpaHSETCs WK Cpa3y Mocie AMArHOCTUKY UJIH B MOcienyomux ooHosnenusx [10;

4.2. CTaHIapTHBIA YPOBEHb.

npuém oOpalleHuil U KOHCYJIbTUPOBAHUE 10 3JIEKTPOHHON IOYTE;

npuém oOpalleHuil 1 KOHCYJIbTUPOBaHKE B NIepcoHanbHOM paszzene Caiira Mcnonuurens;
[Tpenocrapnenue nocryna k baze 3uanuii mo [Ipoxykinu B nepcoHaibHOM paszzerne Caiita
Hcnomaurens;

pPEeKOMEHJALMK IO Mpoueccy ycTaHoBKHM IIpoaykiuu B oObeMe 3KCIUTyaTallMOHHOW
JIOKYMEHTaIUH;

pexomeHaanuu no Hactpoiike [Ipoaykiuu B 00beMe IKCITyaTalluOHHOM T0KyMEHTALINN;
JIMAarHOCTHKA C LEeNblo ycTaHoBieHus (akra ommoku B padore [10. Brisiinennas ommoka
YCTpaHSAETCs WK Cpa3y MOcie AMATHOCTUKY UIIH B Mocienyromux ooHosnenusx 110;
Pemont Beimenmieit u3 crpos annaparaoii miargopmser [TAK Ipoxykiun [Tons3oBaTens.

4.3. PaciimpeHHBbIi ypOBEHb:

npuéM oOpalleHuil U KOHCYJIbTUPOBAHHE IO JIEKTPOHHON MOYTE;

npuém oOpallleHui 1 KOHCYJIbTUPOBaHHE MO Telle(OHy ropsueit JIMHUMY;

npuém oOpalleHuil 1 KOHCYJIbTUPOBaHKE B epcoHaNbHOM paszzene Caifra Mcnonnurens;
[TpenocraBnenue nocryna k baze 3nanuii no Ilpoxykiun B nepconanbHoM pasaene Caiita
Hcnonaurens;

pEeKOMEeHaluu 110 mpoueccy ycraHoBkM IIpoaykuuu B oObeMe 3KCITyaTallMOHHOM
JIOKYMEHTAlLUH;

peKoMeH1aluu 1o HacTpoiike [Ipoaykimu B o0beMe 3KCIITyaTallMOHHOM TOKYMEHTAllNY;
JIMarHOCTHKA C LeNb0 ycTaHoBNIeHHs (akra omnoOku B padorte I10. BrisBnenHas ommbka
yCTpaHseTcsl MU cpa3y Mocje JUarHOCTUKU WM B Mocienyromux oonosnenusx I10;
PEKOMEHIAalMU IO ONTHUMAIbHOM HacTpolike llpomykumm, ucnonap3yemMol B cHCTEME
ITonw3oBaTens;

PEKOMEHIallK [0 ONTUMH3aluu U pa3BuTuio Cucremsl [lonb30Baresns ¢ HCIIOIb30BaHUEM
[Tponykumy;

3aKpeIJIeHHE BBIJEIIEHHOTO CIEeNMATUCTa JJIs KOOpAMHAUMK padoT MO 3ampocaM B
Ciyx0y;

BBIE3]T HA TeppUTOpUI0 00BHeKTOB [lop30oBaTens B mpenenax r.Mocksa (He 6onee 5 (TsITH)
BBIE3JIOB B T'OJ);

PEMOHT BhIIIeAmen u3 crpos annapatHoit miargopmsl [TAK [Iponykiuu Ions3oBatens.
MpeI0CTaBICHNE TOAMEHHOM anmapaTHOW MIaTGOpMbI Ha BpeMsT PEMOHTA.
npeaocTaBieHue ayonukara popmyssipa (He Jaiie ogHOTO pas3a B TON).
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4.4.

[IpemuanbHBINA ypOBEHB:

npuém oOpalieHuil 1 KOHCYJIbTUPOBAHHE IO FIEKTPOHHON TOYTE;

npuém oOpaleHuil 1 KOHCYJIbTUPOBAHHE MO Tesle(OHY ropsiueit JINHUHY;

npuéM oOpalIeHul U KOHCYIbTHPOBAHUE B epcoHambHOM paszene Caiita McnomHuTens,
npenocrapieHue nocryna k base 3uanuii mo [Iponykuuu B mepconansHoM pasaene Caiita
Hcnomaurens;

pPEKOMEH/IalMU 110 mporeccy ycraHoBkM [Ipoaykuuu B o0beMe 3KCILTyaTallMOHHON
JIOKYMEHTAlUH;

peKoMeHIauu o HacTpoiike [Ipoaykiuu B 00beMe IKCITyaTallMOHHOHN TOKYMEHTAIINN;
JMarHOCTHKA C LeNbo ycTaHoBieHus (akra ommodku B padore I10. Brisiinennas ommobka
YCTpaHAETCS WK Cpasy MOCie AMATHOCTUKY UIIH B Mocienytomux ooHosneHusx 110;
PEKOMEHJAlMK [0 ONTUMaIbHOM HacTpoiike lIpoaykuuu, KCnonb3yeMoil B CHCTEME
ITonw3oBaTens;

PEKOMEHJAllMHU 10 ONTUMU3ALMH U pa3BUTHIO CucteMsl [1osib30BaTeNs C MCIIONB30BAHUEM
IIponyxuuy,

3aKpeIJICHHE BBIJEIICHHOTO CHENMaTUCcTa IJs KOOpAMHAUMK paboT MO 3ampocaM B
CayxOy;

BbIe3]] Ha TeppuTopuio 00bekToB [lonp3oBarens B mpeaenax r.Mocksa (6e3 orpaHnueHUN
0 KOJIMYECTBY);

PEMOHT BhIIIeAmeH u3 ctpos annapatHoii miargopmsl [TAK [Ipoxykiuu [lons3oBatens;
MpeI0CTaBlICHUE TIOJMEHHON anmnapaTHOU mIaTgopMbl Ha BpeMs PEMOHTA,;
MIPEOCTABICHNE BBIJCICHHOIO CHEUaNINCTa JUIs pemeHus Bcex BompocoB o KTO,
cBsa3aHHbIX ¢ [Iponykuueii, skcruryatupyemoin [lons3oBarenem;

MPOBEICHHE 3aIJIAaHUPOBAHHBIX COTJIACHO I1.5.6 paboT B 1t000€ BpeMs CYyTOK.
npenocTaBiieHue ayonukara GopMysisipa (He Jaie 0JTHOTO pasa B TON).

5. OrpaHn4yeHus

5.1.

5.2.

5.3.

5.4.

5.5.

5.6.

Bce nepeunicnenssle B 11. 3, 4 yCIIyTy IPe10CTABISIOTCS IPU YCIIOBUH OIUTAYEHHBIX YCIIyT
KTO.

3anpocel B Cayx0Oy mno Ilpoaykmmum c ucrekmmm cpokom neiictBus ycayr KTO,
0o0pabaTbIBaTbCs C HU3LIMM IMPUOPUTETOM, Oe3 00s3aTEeIbCTB MO BPEMEHU PpEaKIUH.
Briiaya OO6HOBIIEHUH U JpyTUX MaTepHaIoB 110 TAKUM 3aIPOCaM He OCYIIECTBIISIETCS.
[Tonp3oBarens mnpu mojpade 3ampoca o0sS3aH NPUACPKUBATHCS TpaBWIa  «OJHOM
IIpobneme cooTBeTcTBYeT onuH 3ampoc». B cimydae BosHukHOBeHus y Ilomb3oBarens
HOBBIX [IpoGnem mpu pemenun 3anpoca, [lonas3zoBarens HampasisgeT B Ciy:x0y HOBbIE
3anpocsl. B ciywyae mnoBTopHOro oOpamieHuss mo onHoil u Toil ke IlpobGieme,
[Tonp30BaTenb 1OMKEH COOOIIUTE TOIBKO HOMEP PaHEee 3aperuCTPUPOBAHHOIO 3aIpoca;
Cnyxba He pemiaer BOIPOCHI, CBsi3aHHBIE ¢ paboTocnocoOHocThIO [Ipoaykuuy,
BBI3BAHHbIE HAPYILIEHUEM MOJI0XKEHUH JJoKyMeHTaluu.

[IpousBonutens B nune CiyxObl HE HECET OTBETCTBEHHOCTH 3a paldOTy ammapaTHBIX
KOMITIOHEHTOB U 1O npyrux npousBoauTenei.

Pabotbl, koTOpBEIE HEOOXOAMMO MpPOBECTH B Hepabouee Bpems CiryKObl IUTAHUPYIOTCS U
COTJIaCOBBIBAIOTCA 3a 2 (7Ba) paboumx JHSI.
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6. Knaccmpmrkauma 3anpocoB MO YPOBHIO
BAXKHOCTU

6.1. YVpoBenp 1. «KpuTudnHas BaXHOCTb»: J[aHHBIH YpPOBEHb XapaKTepU3yeTCS IOJHOU
HepaboTocnocoOHocThI0  cuctembl  [lomb3oBarens.  Ilpoaykumst  HaxoguTcs B
HepaboTocrocoOHOM coctostHuM, W [lonmb3oBarens HE MOXKET €€ IKCIUTyaTHpPOBATh.
PaboTtocnocobnocts CrcTeMbl HE MOXKET OBITH BOCCTaHOBIIeHa cuiaMu [lonmb3oBaTens
JaKe B OTPAaHUYCHHBIX pa3Mepax.

6.2. YVpoBenp 2. «Bpicokas BaxxHOCTH»: IIpOmyKIust YacTHYHO  HAXOOUTCS B
HEpabOTOCIIOCOOHOM COCTOSIHUM, HO COXpaHSETCS BO3MOXXHOCTH KOMMEPYECKOTO
ucnoinb3oBanus ee [lonb3oBarenem. OrpaHuueHusi, BbI3BaHHbIE HEPAOOTOCTIOCOOHOCTHIO
gactu [Ipoaykuuu, BIUAIOT Ha SKCIUTyaTalldio, HO MEHEE 3HAYMTEIbHO, YeM B Cllydae
VYpoBHs | «KputndnHas BaXHOCTB», WM JUII HUX CYIIECTBYET BpPeMEHHOE O00XOIHOe
pelieHue, O3BOJISIONIEe CKOMIICHCHPOBATh HETATUBHBIN AP EKT.

6.3. YpoBenb 3. «Cpemnss BakHOCTHY»: PabortocmocoOHOcTh CHCTEMBI yXyIIINAIACh, HO
00ibIIMHCTBO  (PyHKIMI  coxpaHeHo. [IpomyKius MOMXKET OSKCILTyaTHUpPOBAThCS
[Tonb3oBareneM ¢ orpaHMYEHHBIM (PYHKIIMOHATIOM, YTO HE BIIMSET HA PE3yNbTaT paboThl
Cucremsl.

6.4. Ypoenb 4. «Hwuskas BaxHocTh»: Ilomp3oBatento HeoOxonuma wuHpopManus IO
BO3MOXHOCTsIM [IpoayKImu, ee HaCTpoiike u/iii KOH(PHUTYpaIyu.

/. [lopAnoK OKaszaHMA ycayr

7.1. Cny>)x0a MpUHUMAET U pacCMaTPUBAET BOIPOCHI Ha PYCCKOM si3blke. PekoMeHmanuu u

coobmienust Ciy>x0a repeaaeT Ha pyCCKOM SI3bIKE.

7.2. Peructpanus [Top3oBareneii.

7.2.1. ]Jlns momydeHUS BO3MOXHOCTH pa3MemaTrh 3ampochl, HEOOXOIUMO TPOWUTH
peructpanuio [TonszoBarens Ha Caiite, B pe3ysibrare KoTopoii [lonbp3oBaTesns moyduT
JIOCTYTI K TIepcoHaIbHOMY paznieny Ciry»KObl.

7.2.2. JIna peructpauuu Ilomp3oBarenss HEOOXOAMMO 3aMOIHUTH (OPMY PETUCTpaAlMM Ha
Caiite  (https://amicon.ru/req_helpdesk) wnm oTmpaBUTh NHCBMO Ha  amapec
anekTpoHHOM moutsl Ciyx0b1 (HD_support@amicon.ru). B nuceme cienyer ykasars:
*  (damMIInIO, UM, OTYECTBO, APEC ANEKTPOHHON MOYTHI, KOHTAKTHBIN TenedoH;

* Ha3BaHHUE OpraHM3ALNY;
» cepuiinbli HoMep IIAK wmm Homep muuensum I[1O, Bxonsmmuii B cocraB
ucnons3yemoit [lons3oBarenem [Ipoayknuu.

7.2.3. Tlomp3oBaTenp TMOJIydyaeT PEKBU3UTHI JJIi BXOJa B IEPCOHAJIBHBIA pa3ien Ha
yKa3aHHYIO IIPH PErUCTPALlUH AIIEKTPOHHYIO IouTy. B kauecTse noruna Ilonb3oBarens
UCIIOJIb3YET YKa3aHHBIN aipeC dJIEKTPOHHOM IMOYTHI.

7.3. O6paboTka 3anpocos.
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https://amicon.ru/reg_helpdesk

7.3.1.

7.3.2.

7.3.3.

7.3.4.

7.3.5.

7.3.6.

7.3.7.

7.3.8.

7.3.9.

Cnyx06a mnpuaumaer u peructpupyer Ha Caiite CuyxObl Bce 3ampochl
3apeructpupoBaHHbixX [Tons3oBareneii. [Ipu odhopmnenuu 3anpoca cieayeT ykazars:
*  QaMuIHIo, UM M KOHTAKTHYIO HH(OPMAIUIO 00paIialonierocs CoOTpyIHHUKa;

* HaumenoBanue ucnonb3yemoit Ilpoaykunu, cBs3aHHOM ¢ 3anpocoM;

*  Cepuitnbiii HomMep IIAK wnmu womep mnunensuu 10, Bxoasmme B cocTaB
[Tpoxykuuu, mpu SKCIUTyaTallil KOTOPBIX Habmoaaercs [Ipobnema;

* IlogpobHoe ommcanue cyTtu 3ampoca, [IpoOremMbl WM HEMITATHOW CHUTYAIlHH.
[TocnenoBarenbHOCTh AEUCTBUM, NPUBOAAIIMX K MosiBaeHHIO IIpoGnemsl win
HEIITAaTHOM CUTYallUH.

3anpoc kimaccu(UIUPYETCss MO YPOBHIO BAKHOCTH TOCTE TOIYYEHHS MOIPOOHON

uHpopManuy, ykazaHHod B 1.7.3.1, ero nanpHeiimas o0pabOTKa MPOU3BOIUTCS

COIVIACHO IIPUCBOEHHOMY YPOBHIO.

Peakius Ha 3anpoc npeanosaraet oOpaTHbIM 3BOHOK, OTBET HA JIEKTPOHHOE MUCbMO

¢ 3ampocoM WM OTBET B NIEPCOHAIILHOM pasjese caiiTa VcroaHuTens crnenuaiucToM

CyxObl 17151 onpeieNIeHUsI TEXHUUECKUX NoApoOHOCTEl TPpoOIeMbl, KOHCYIbTALUIO U

npyu HeoOXOAMMOCTH MHUIManUI0 paboT. B pamkax peaknuu Ha 3ampoc Ciyx0a

coobutaet [Tonp3oBarento gaty, BpeMs perucTpanuu 3arnpoca 1 ero perucTpaluoHHbINH

HOMED.

Bpemenem peakiuu Ha 3ampoc  ABISETCS HPOMEKYTOK BpPEMEHHM C MOMEHTa

HanpasieHus [losnb3oBaTenem 3ampoca 10 MOMeHTa peructpanuu 3amnpoca (1m.m.7.3.4.,

7.3.5) u coobmenus ITonp30BaTeo perucTPalMOHHOrO HoMepa 3arpoca.

Bces nepenucka xpanurcs B nepcoHasibHoM paszzene [Tons3oBarens Ha Caiite CityKObl.

Konuu oteeroB Ciyx0bl oTnpaBistorcss [lonb3oBarento mo 3J€KTPOHHOM MOYTE,

YKa3aHHOM NPU PETUCTPALIAH.

Cnyxba anamusupyer onucanue Ilpobmemsr wu mepemaer Ilosb3oBaremnto

pexkomMeHaanuu no paspemienuto [IpoOiaemsl wiM coobIaer npeanoiaraéMble CpoKu

pemenus [IpoGnemsr.

[Ipu HeoOxommmocTu Cmyx0a 3ampammBaeT y [lonbp3oBarenss JOMOJHUTETBHYIO

uH(popMaLno 00 OKpYKEHHH, B KOTOpoM mnposiBisercs [Ipobiema.

Pesynbratsl pemenus [Ipodnemsl nepenatorcs [lonp3oBarento B BUjae:

* ONHUCaHMs M3MEHEHMsI TeXHHYECKHX HacTpoek IIpoaykuuu m pekoMeHAalnuu 1o
pEKOHUTYypaly CUCTEMBI.

*  CCBUIOK Ha pa3JieNbl M0JIb30BaTENbCKON JOKYMEHTAIUH.

* mpenocTaBiieHus ucnpasinenus [Ipoaykuuu no mepe pazpadotku OOHoBIeHM. B
ciyuyae, ecnu [IpoGnema, ¢ kotopoil cronknyics [lonp3oBaTenb, yke peleHa
paHee, UCHpaBieHHE pa3pabOTaHO M TEXHUYECKH INpuMeHuMo, Ilomp3oBarensb
nosyyaeT OOHOBJIEHUE U PEKOMEHJIAINH 10 €T0 YCTaHOBKE.

Ecnn no 3anpocy B TedeHHE OJHOM HEJENHU ¢ MOMEHTA OTIPABKH PEKOMEHAALUN OT

ITonp30Barenss HE MOCTYMAeT HUKAKUX OT3BIBOB, CTaTyc 3ampoca aBTOMAaTUYECKU

MeHsieTcst Ha «3akpbIT». [lonb30BaTento 00 3ToM oTChIIaeTcsl yBeomieHnue. B ciydae

ecnu [lonp3oBaTento HY)XKHO MPOAOIDKUTH padoTy mo IIpoGneme mocne 3aKkpbITHS

3ampoca, TO eMy He0OXOAMMO 3aperuCTPUPOBATh HOBBIH 3alIpOC ¢ HOBBIMU CPOKAMHU

SLA.
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8. Bpema peakumn U npeaoctaBneHus
pelleHna no MHupaeHTy

8.1. BpeMeHHbIE XapaKTEpUCTUKU ITANOB OOpaOOTKH U BBIMOJHEHHS 3ampoca MO YpOBHIM

BaXHOCTHU:

8.1.1. ba3oBblif ypOBEHB:

Bpemsa
YpoBeHb BaXKHOCTH BpemeHHoe peLieHue, PeweHue npobnembl,
pearupoBsaHus,

3anpoca 4yacos Yyacos

Yyacos
KpuTtnynas BaXXHOCTh 24 72 120
Bricokast BaxHOCTh 48 96 240
CpenHsisg BaXXHOCTb 72 120 360
Hwuskas BaxxHOCTH 96 240 600

8.1.2. CranmapTHBIH YPOBEHb

YpoBeHb BaXKHOCTU Bpemsa BpemeHHOe peweHue, PeweHue npobnembl,
3anpoca pearvpoBaHua Yacos Yacos
KpuTtnunas BaxHOCTb 16 24 96
Bricokas BaXKHOCTh 24 48 120
CpenHsist BaXXHOCTD 48 96 240
Huskas BaxxHOCTH 72 120 480
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8.1.3. PacmmupeHHBINH YPOBEHB

Bpemsa
YpoBeHb BaXKHOCTU BpemeHHoOe pelwieHue, PeweHue npobnemol,
pearMpoBaHus,

3anpoca Yyacos Yyacos

Yyacos
KpurnuHas BaxHOCTb 8 16 48
Bricokas BaxXHOCTH 16 24 96
CpenHsisi BOKHOCTh 24 96 120
Hwuzkas BaxxHOCTH 48 192 360

8.1.4. TlpemuanbvHbIi ypOBEHb

Bpemsa
YpoBeHb BaXKHOCTH P BpemeHHoOe pelieHue, PeweHune npobnembi,
pearnpoBsaHus,

3anpoca yacos yacos

yacos
Kputrnunas BaxHOCTB 4 8 48
Bricokas BaKHOCTB 8 12 96
CpenHsisg BaXXHOCTh 24 48 120
Huskas BaXHOCTE 48 96 240

8.2. OrpaHn4eHus Ha BpeMsl pearupoBaHus U BpeMs perieHus [1po0iemsr.

8.2.1.
8.2.2.

8.2.3.

8.2.4.

8.2.5.

8.2.6.

Bpewms ykazbiBaetcs B pabounx yacax CiyxObl.

Cpok IpenocTaBIIeHNs] BPEMEHHOTO PEIIEHUSI COCTOUT U3 CyMMBbI 3HAUEHUIN KOJIOHOK
«Bpewms pearnpoBanus» u «BpemMeHnHoe pemieHuey.

Cpok Pemenuss mnpoGieMbl COCTOMT W3 CYMMBI CpPOKOB KOJIOHOK —«BpeMs
pearupoBaHus», «BpemeHHoe pemienue» u «Pemenue npodiemMb».

ITpu Haxoxenuu [Ipoaykuuu 3a npenenamu . MOCKBBI BpeMsl JOCTaBKH allllapaTHBIX
cCpeAcTB  (3amyacTeif, TOTOBBIX OJIOKOB, HHCTAJUIALIMOHHBIX  KOMILJIEKTOB,
HEOOXOIUMBIX JJIi BOCCTAHOBIEHHs (yHKUMOHaIbHOCTH Ilpomykmum) u3 (B)
CepsucHoro 1entpa IIponzBoaurens He yUuThIBae€TCA B IPEACTABIEHHBIX BPEMEHHBIX
pamKax.

Ecnmu B xome ycrpanenust mpobiiem B IIpoaykuuu OynyT BHECEHbI W3MEHEHMS,
TpeOytone uX MnepecepTuUKalMi B YIOJHOMOUYEHHBIX OpraHaxX, BpEeMEHHbIE
3aTpaThl Ha TaKyIo repecepTUUKALINIO B IPECTABIEHHON TaOIUIE HE YUUTHIBAIOTCS.
[IpenocraBnenuss nmoameHHoi ammapatHoil riardopmsl [TAK Ha Bpemsi pemoHnta

ocymiectBisiercss Ha ycinoBusix NBD (Cnemyromuit paboumii eHb): OTrpyska
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ucripaBHoi ammapaTtHo miargopmel [TAK B aapec Ilomws3oBarenss co ckiana
[Tpoussogutens ¢ 10.00 no 18.00 (MCK) B TeueHue cieayroimero pabodyero gHsS
MoMmeHTa noayuyeHus I[IpousBoaurenem 3anpoca ot [losnb3oBarens, agpeca 10CTaBKU
anmapatHoii miargopmel [TAK 1 koHTakTHOTO JIMIa co cTopoHsl [lonp3oBarens.

9. KaHasbl U AOCTYNHOCTbL CepBKca

9.1. Ciiyxx6a obpabareiBaer 3ampockl ¢ 9 10 19 wacoB mo MOCKOBCKOMY BpeMEHH, IO
opUIHATEHEIM PAOOYHNM JTHSIM.

9.2. Ciiyx06a obecrieunBaet 90% nocrynHocTh [lognepkku. IT0 03HAYAET, YTO B CPETHEM
BpEMsi peaKilui MOXKET ObITh MTPEBBIIICHO HE OoJiee, YeM Ha OJIMH U3 IECSITH 3ampoCcoB.

9.3. Ciyx0a nmpuHHMaeT 3ampockl 10 CICIYOIIUM KaHajlaM CBS3H:

nepcoHanbHbIi pazaen Ha Caiite Crnyx0bl (mpuéM 3amnpocoB U JTOMOIHUTEIBHOMN
nH(pOpMaLIUU KPYTIOCYTOYHO);

JNEKTpOHHas TouTa (mpuéM 3ampocoB U JONOJHUTENBbHON  uHOpMauu
KpYyTJIOCYTOYHO);

tenedpon (mis perneHust [IpobaeMbl JOMOTHUTEIBHBIC MaTepHaibl B BHIE TEKCTOB
KoH(puUrypanuii u mnpoyas uHPOpMAIUS AODKHBI HampaBisitbes B CiyxOy 1o
3NIEKTPOHHOM mouTe min uepe3 Caitr CiryxObi).

10. KoopanHatbl Cny»xobi [ToaaepHKu

Caiit Ciy>x051: https://hd.amicon.ru
AJipec 37eKTpOHHOM MouTHI: SUPPOrt@amicon.ru
Tenedon: +7 (495) 797-64-13
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