CornaweHue 06 ypoBHe npegoctasneHus Yenyr (SLA) OO0 «AnstkpadT»

TepMUHbI 1 onpepeneHus

1. Bce TepMuHbI, Ucnonb3yemble B HACTOSLLEM COMMaLlEeHUN, MMEIKT TO Xe 3HadeHue, KoTopoe
cornacosaHo CtopoHamu B [loroeope.

2. TepMuHbI, KOTOpblE UCMOMb3YTCHA B HACTOSALLEM COTMALLIEHUN, O3HAYAI0T:

3. [oroBop — [JOroBOp BO3ME3OHOIO OKa3aHWsl YCMyr, 3aKMOYeHHbIN Mexay 3akasdymkom W
WcnonHutenem.

4. Ycnyra — npepocTaeneHue 3akasynky nognucku Ha MM ALTKRAFT B pamkax [JoroBopa.

5. WcnonHutens — OOWeCTBO C OrpaHMYEHHOM OTBETCTBEHHOCTbIO «AnbrkpadtT» (MHH

6230090063, OI'PH 1156234006862), okasbiBatoLiee Ycnyry no [lorosopy.

6. CornaweHune 06 ypoBHE NpeaoCcTaBneHnst Yenyr — HacToALWMIA JOKYMEHT, onyOrnMKoBaHHbIN MO
agpecy https://www.altkraft.com/support/ru/download_documentation/SLA SaaS.pdf n asnatowmiics
HeoTbeMNeMon YacTbto [lorosopa.

7. KpuTudHble AaHHble — yHUKanbHble 3anucn (KnneHTckne aaHHbIE), KOTopble SBMASAKTCS BHELIHUM
naoeHTnpukatopom KnueHta 3akasuuka.

8. UO[L - pata-ueHTp (LEHTP XpaHeHust n 06paboTkn AaHHbIX), OOLEKT ANs pasMeLLeHNsi CepBEPOB
WcnonHutena u ocyuwecteneHus pgoctyna k cetn WutepHer. UOO WcnonHutena pasmelleH Ha
Tepputopumn PO.

O6wwme nonoxeHus

1 CornaweHne pernameHTUpyeT YpoBeHb KkadyecTBa Ycnyr Wcnonuutenss B OTHoweHun M1
ALTKRAFT.

2 [MonoxeHunss CornaweHnMs He pacrnpoCTPpaHATCs Ha paboTbl M ycnyrn, npenocTaBnsieMble
UcnonHuTtenem 3akasdmky 1M He NpegycMOTPeHHble MyHKTOM 4 pasgena « TepMuHbl U onpedeneHus» , B
TOM YMCIIE Ha YCNYTrn KOHCanTuHra.

3 WcnonHutene ocTaBnseT 3a cobow npaBoO MCMpPaBUTb, U3MEHWUTb, 3aMEHUTb BCE unn nobyto
YacTb HacTosiwero CornaileHus ¢ obszaTenbHbIM YBEAOMITEHNEM 3akasymka.

4 BsaunmopgerictBue mexay CtopoHamu ¢ nomoLllbo Cpeacts KOMMYHUKALMU UMK NO SNEKTPOHHOM
noyTe B Nopsiake, cornacoBaHHOM B [loroBope, NpuU3HaeTCsl Hagnexawmm ans Hactoswero CornatueHus .

Ycnyru, cBs3aHHble ¢ ucnonb3oBaHnem MM ALTKRAFT, orBeyaloT cnegyowmm napamMmeTpam

1. AkkayHT, npepgocTtaBnsembin 3akasumky B MIT ALTKRAFT, nosBonsieT ynpaensTb
MapKETUHIOBLIMW ~ UHCTPYMEHTaMM U MapKETUHIOBbIMW ~ KaMMaHUsSMU  C  MOMOLbI0  AOCTYMHOrO
dyHKUMOHana.

2. [Ona aBTomMatM3auMuM MNpOLECCOB CUMHXpPOHM3auum daHHbix B Ml ALTKRAFT npumenstoTca
TexHonorum API.

PernameHT HacTpomku AkkayHTa ans 3akasuumka

1. VcnonHutenb nNpou3BOAWT M 3aBEPLUAET CTaHAAPTHYK HAcTporky AkkayHTa gna 3akasdvka B
TedeHne 5 (naTn) paboumx OHew nocre nonyyYeHus VicnonHuTenem nepBOro aBaHCOBOMO Mnartexa no
HoroBopy 1 BbiNnonHeHnst 3aka34nkomM TpeboBaHuin VcnonHuTensi, kacarowmxcst co3naHns 06a3aTenbHbIX
DNS-HacTpoek Ha goMeHe 3akas4uka.

CraHgapTHasi HacTporka BKNo4YaeT B cebsa ornpaBky HacTtpoek DNS 3akasuvMky m nocnegyoLlyto
npoBepKy KoppekTHocTu DNS-HacTpoek.

B cBow ouepedb, OnA 3aBeplleHUMs HACTPOMKUM TpebyloTcs akTUBHblE OEWCTBUS CO CTOPOHbI
3akasymka, a VMMEHHO YCTaHOBKa OTNpaBfeHHbIX VIcnonHuTenem HacTpoek Ha AoMeH 3akasunka u
npegocTaeneHne crnegyrowen nHpopmaumm no TpebosanHuo cnonHutens:

- OTNPaBnAOLWLNA AOMEH,

- YacoBon nosic AkkayHTa,

- NNaHMpyeMble MapKeTUHIOBbIE KOMMYHMKALMN B MecsL,

- 3NEeKTPOHHas noyTa Ans CBA3MW,

- ouLManbHbIN cawnT,

- meTog cbopa nHpopmauum o KnueHtax,

- cpepa busHeca 3akazumka;

- NHOW MHGOpMaLMK, YKa3aHHOW B TpeboBaHun cnonHutens.

2. 3akasunk 0bdA3yeTcs cornacoBaTtb UMSA JOMEHa AN OCYLLECTBNEHUS MapKETUHIOBbBIX KaMMnaHui ¢
WcnonHuTtenem 3apaHee U He MMEET npaBa 3aMeHbl OOMEHa AN OCYLUECTBNEHUS MapKETUHIOBbIX
KamnaHui Ha aTane HacTpoukmn AkkayHTta cnonHuTenem.

3. Vcnonnutenb yBegomnsieT 3akasdmka no anekTPOHHOW NoYTe O CBOeW rOTOBHOCTWU NPefocTaBUTb
AkKayHT 3aKasquky.



4. BmecTe C yBeooOMIMIEHMEM O TOTOBHOCTM MNpenocTaBuTb AkkayHT 3akasuuky WcnonHutenb
npegoctaensaeT 3akasynky YHUKanNbHbIA AOTMH 1 Naporb K AKKayHTY.

TexHunueckasn nogaepXxkKa

1. WcnonHuTenb 00si3yeTcs nNpegocTtaBuTb TexHudeckyto nogaepxky MIT ALTKRAFT n
paccmaTtpuBaTb 3anpochkl 3akasdnka, OTnpaBreHHble NOCPeACTBOM SMEKTPOHHOM MOYThl HA 3MNEKTPOHHBIN
Awmk team@altkraft.com, B COOTBETCTBMM CO CrneayOLLMMM YCIOBUSIMU:

1.11 HedekTbl, cywectBeHHO Mewatowmne padore MIT ALTKRAFT B COOTBETCTBMM C ee
OCHOBHOW (PpYHKLIMOHAIbHOW XapakTepUCTUKOW, ByayT yCcTpaHeHbl B TeyeHne 48 (Copoka BOCbMM) YacoB C
MOMEHTa MOnyyYeHus yBedoMIieHWss o pfedekte (C ero onucaHvem, B TH. HeobxogMMbiMM AnNS
pasbsiCHEHMS CKPUHLLIOTaMM) CO CTOPOHbI 3akasdmka B paboune gHu.

1.1.2 Mpoune pgedekTsbl, mewatowmne padore MIN ALTKRAFT , HO He KacatoLmecs ee OCHOBHOM
PYHKLMOHaNbHOW XapakTepucTukm ByayT ycTpaHeHbl B TedeHne 20 (aBaguatn) paboumx gHen ¢ MOMeHTa
nonyyeHus yseaomneHus o gedekte (M ero onmcaHmm) co CToOpoHbl 3akasyuka.

1.1.3 B cny4yae, ecnu gedekT Bbi3BaH BHELUHUM (hakTOpoM, Hanpumep, ownOKon nepcoHana
3akaszuumka, VicnonHuTenb MOXET yCTpaHUTb OBHapyXXeHHble AedeKTbl 3a OOMOMHUTENBHYD CTOMMOCTb,
KoTopas OyaeT oroBopeHa LOMNOMHUTENBHO.

2. WcnonHuTtenb He HeCET OTBETCTBEHHOCTU 3a BO3MOXHblE NPOONEMbl OCYLLECTBMNEHUS
MapKETMHIOBLIX KaMMaHWW, KOTopble MOIYT 3aBWCETb OT COAEpPXaHUs MapKEeTVHIOBOW KaMnaHuu
3akas4umka, B TOM YuCrie OT ee TEKCTOBOMO U rpadhnyeCcKoro HamnomHeH s .

®dakTbl HapyweHus pabotbl MM ALT KRAFT, noanexawme KomneHcaumm 3aka3umky co

CTOPOHbDI
UcnonHutens
1. dakToM HapyLLeHUsa NpM3HaEeTCA O4Ha U3 crieayoLWwmnx CUTyauni:

HapywweHnune Mepuon HapyLleHUs Ans onpeaeneHuns
KoMMeHcaumm

Pabota MIN ALTKRAFT HeBo3MOXHa B MOMHOM 0Obeme,
nobon nporpammMHbIn unu Beb-3anpoc kK MM ALTKRAFT
BO3BpaLLaeT oLWnbKy

HeBo3MOXHO chopmMmpoBaTh M 3anyckaTb HOBbIE
MapKETUHIOBbIE KaMMnaHW1 C NOMOLLbIO pyHKUMA MIT
ALTKRAFT unu 3anyLieHHble kamnaHum pabotatoT
HEKOPPEKTHO

MNoteps KpUTUYHBIX AaHHbIX

Kaxgbin yac

Kaxgble CyTKu, HaunmHasa co BTOPbIX, BNSIOTb 40
ncnpasneHna nnm npeaoctaBrneHns
alnbrepHaTnBHOIO cnocoba pelwieHna 3agadmn

Kaxable 24 yaca notepu AaHHbIX

KomneHcauus nHupgeHTa

2. WcnonHutenb 06sa3yeTca KOMNEHCMPOBaTb 3akas3ymKy Kaxabli Nepuod KOMMNeHcaunm nHuMaeHTa
B COOTBETCTBMM C MyHKTOM 1 HacTtosiwero pasgerna B pasvepe 0,5% (Homb uenbiX M NATb OeCATbIX
npoueHT) oT ctoumocTn nognuckn Ha MIN ALTKRAFT 3a y4eTHbIn nepuog.

3. Y4€THbIM Nepuoaom Ans KOMMeHcaumm nHuugeHta npuHumaetca 1 (ogvH) kaneHaapHbii Mecsu.
KpaiHnm cpokoMm noaesedeHust UTOroB npuaHaetca 11 (oaMHHaguaToe) uMcno mecsua, criegyloLwero 3a
YYETHLIM NEPUOOM.

4. KomneHcauun nognexar TONbKO WHUWOEHTLI, BbISIBNEHHbIE A0 KpawHero cpoka noABeaeHus
NTOrOB.

5. Ecnv go KpanHero cpoka nogeegeHus UToros He Bbino 3apermcTpupoBaHoO HYU OOHOMO MHUMAEHTA,
YYETHBIN NEPUOL CYNTAETCS 3aKpbITbiM 6€3 MPeaoCcTaBreHns KOMMEHCaLUNN.

6. KomneHcaumn npedocTaBnsieTcsl WCKMYMTENBHO B BWAE COOTBETCTBYHLLENO YMEHbLUEHUS
cTonmocTu Yenyr nognuckn Ha Cepeurc, okasbliBaemblx Mo Jorosopy.

7. OTBETCTBEHHOCTb McnonHutensi orpaHnyYnBaeTcs pasmepoM CTOMMOCTU nognuckmn Ha Cepsuc 3a
YUYETHbIN Nepuog No NHUMAEHTaM AaHHOro nepuoaa u He MoxeT npesbiwaTtb 100%.



O6HapyxeHne MHuMageHTa

1. B cnyyae oOOGHapyXeHUs uWHUMOEHTa WM MNOoAO03pPEeHNss Ha Hero 3akasdnk Hanpasnsert
VicnonHuTento COOTBETCTBYOLLMIA 3anpoc.

2. Bpems ortBeta WcnonmHutenst Ha 3anpoc 3akasunka No MHUMAOEHTY cocTaBnsieT He Gonee 1
(opHOro) paboyero oHSA C MOMEHTA €ro NoCTynfeHus.

3. Pabouyee Bpemsi NcnonHutens — nepuog ¢ 10:00 go 19:00 no MOCKOBCKOMY BpeMeHU B paboune
OHW.

4. B Teuenne 2 (gByx) paboumx [HEW C MOMEHTa MONyyYeHMs1 COOTBETCTBYHOLLErO 3anpoca,
WcnonHuutenb HanpaenseT 3akasquKky CCbIKM Ha oT4yeTbl CUCTEMbI MOHWUTOPMHIA , OeTanvMaupyolme
HanMumMe nUnu oTCyTCTBUSA MHUMAOEHTA.

5. BpemeHem wuvHUMOeHTa NpuM3HAETCs Nepuod, Havano M OKOHYaHWe KOTOoporo  6bino
3aukcupoBaHo CtopoHamu B CpeacTBax KOMMYHMKALMK UK MO SNIEKTPOHHON MoYTE.

6. WHUnOeHT MOXeT ObITb BbISBMEH NMOCHE €ro OKOHYaHWs Mo AaHHbIM CucTemMbl MOHUTOpUHra. B
3TOM crniyyae oH dukeunpyetrcsa CtopoHamu B CpeactBax KOMMYHMKALMM UK MO 3NEKTPOHHOW novTte 1
3aHocuTcAa B XKypHan UHUMOEHTOB.

OrpaHM‘-leHMﬂ OTBETCTBEHHOCTHU
WckntountenbHble cutyauun. He cuntaotcs nHUMOeHTOM cnegywowimne cny4vau:

1. Jlloboe 3annaHupoBaHHoe Bpemsi HegocTynHoctv MIT  ALTKRAFT, cornacoBaHHOe
WcnonHuutenem n 3akas4nkom.

2. Meproabl HEAOCTYNHOCTU Kaxablh BTOPHUK B nepuofd 6:00 — 8:00 no MoCKOBCKOMY BPEMEHMU C
Lenbio 06cnyXnBaHNst TEXHNYECKON MHpPaCTPYKTypbl MicnonHuTens.

3. HepocTynHOCTb, BbI3BaHHas HecTaHgapTHbiMu mogynamu MM ALTKRAFT , paspabotaHHbiMu
VicnonHuTenem no 3aganuto 3akasdmka, ecnm nHoe He cornacosaHo CTopoHamu.

4, HepocTynHOCTb, BbI3BaHHAs 3akasdMkoM WM TpeTbMMKU nuuamu, paboTarowmmm no ero

nopydeHuto, KoTtopble npousBenu uHTerpaumto ¢ MIT ALTKRAFT 6e3 cobniogeHus TtpebosaHui,
npeaycMoTpeHHbIX AokymeHTaumenn MM ALTKR AFT.

5. HepoctynHoCTb, Bbi3BaHHasA npesbieHneM Harpy3km Ha MM ALTKRAFT — 500 sanpocoB B
cekyHay
6. MoTepsa gaHHbIX 0 nocelleHuax KnueHtamu 3akasynka cauToB (Ceccusx) 3a nepuop MeHee yem

OOVH Yac, B TOM 4YMCIle, HO He OrpaHWYMBasCb: UCTOMHUKAX NepexodoB, YCTPOWCTBAX, BPEMEHN BU3UTA,
BPOLLEHHbIX KOP3UHaX.

7. WcnonHutens He HeceT OTBETCTBEHHOCTb 3a HEOOCTYMHOCTb, BbI3BAHHYHD OEWCTBUAMU
HEeNpeoaonNMMON CUfbl - MPUYMHAMK, HAXOAALMMUCS 3a nNpegenaMm pasymMHoro KoHTpons McnonHutens,
(chbopc-maxop).

8. WcnonHuTenb He HeceT OTBETCTBEHHOCTb 3a NOTEPHD NMOObIX AaHHbIX , BbI3BAHHYHO OLLUMGOYHBIMM
aencteusiMu cotpygHukoB 3akasumka B MM ALTKRAFT.

FocynapcTBeHHbIe opraHbl

1. McnonHuTenb He HeceT OTBETCTBEHHOCTM 3a MHUMAeHTbl ¢ CepBUCOM, ecnn TakoBble OyayT
Bbl3BaHbl [JENCTBUSMW TOCYOAPCTBEHHbLIX OPraHoB, BKIKOYasl OpraHbl MpaBonopsaka, CBA3aHHbIX C
HanoXxeHneM apecta u/vnu N3bATUEM, UMK NHbIM NPENATCTBOBAHUEM K JOCTYNY CEpBEpPaM NOAPSAYNKOB
WcnonHutens, Ha koTopblx pasmewieHa MM ALTKRAFT .

2. HaHHble obcTosiTenbcTBa OyaoyT cuMTaTbCsl ODCTOATENBCTBAMM HEMNPEOOONUMON CUIbl, TOMBKO
€cnn OencTBusl FOCyOapCTBEHHbIX OpraHoOB OydyT He HanpaBreHbl Ha npeceveHue /paccnegoBaHne
NpoTMBONPaBHbIX gencTBuUin cnonHutens.

LleHTp o6paboTku aaHHbIX (LLOAO)

1. LIO[ npepoctaenseT VicnonHuTento cneaytowime yecryri: kaHan nepegadm gaHHblx B MIHTepHeT,
anekTponutaHue, pusmnyeckas 6e3onacHOCTb CEPBEPOB.

2. Cutyauun HepoctynHoct LIOO cumtaotcs  OPC-MaKopoM U He  KOMMEHCUpPYHTCH
WcnonHutenem.

3. B cnyyae HepoctynHoctv LIOO 6e3 notepu obopydoBaHus (MM OOCTyna K HeMmy)
BOCCTaHOBMEHNE MPOUCXOAUT cunamu MicnonHntens B pamkax npoueaypbl BocctaHoBrneHus LIO.

4, B cnyyae HegocTynHocTv LIO[ ¢ nonHowm unmn YactuyHom notepern obopyaoBaHus, VicnonHuTens

obsasyeTca B TedeHue 3 (Tpex) paboymx AHEN C MOMEHTa BO3HWKHOBEHMS CUTyaLMU HEOOCTYMHOCTU
npegocTaBUTb 3akasvuKky MnnaH no BoOcCTaHOBMNEHM0 pabotocnocobHoctn MIT ALTKRAFT, B KoTopom
OyoyT onucaHbl paboTbl MO BOCCTAHOBIIEHWIO, CPOKM WX BbINOMHEHMS U OTBETCTBEHHOCTb CTOpoH. B
cnyyae He npepgocrtasneHuns nnaHa socctaHosneHna MM ALTKRAFT B ykasaHHbIN CPOK OTBETCTBEHHOCTb
3a HeQOCTYMNHOCTb HeCeT VicnonHuTens.

5. dakTbl nepeboeB B npegocTaeneHun ycnyr nogpsguukos u (vnv) UOO gomkHbl BbiTb
OOKyMeHTanbHO noaTeepxaeHbl VcnonHutenem no 3anpocy 3akasdnka B CPOK He nosgHee 60 gHen ¢
MOMEHTa OKOH4YaHus nepeboes.



6. Mpn OTCYTCTBMM NOATBEPXKOEHUSA OO0 KpanMHEro cpoka noaBedeHusi UTOFOB OYEpPeqHOro YY4ETHOMo
nepvoga, YyYeTHbIn Nepuo He 3akpbiBaercs b0 [0 MOMEHTa MOMyyYeHUs [OOKYMEHTasbHOro
noaTBepXaeHusi, NMbo A0 UCTEYEHMS YCTAaHOBMEHHOTO BPEMEHW, B 3aBUCMMOCTU OT TOrO, YTO HaCTynuT
paHbLUe.

7. UOL rapaHTupyeT 6€30MacHOCTb W 3aKOHHOCTb OCYLLECTBNSEMON AEATENBHOCTMH,
nogTBepXaeHa criegyowmmMm NIMUEH3NSMU:
- JlnueHsns Ha okasaHWe TeneMaTMyecKmX yCryr CBA3m
Ne144624, BbigaHHasa PegepansHon cryxboi no Hag3opy B ccpepe ceasm ot 30.08.2016.
- JlnueHsus Ha NpegocTaBneHne YCryr CBA3M Mo nepedave AaHHbIX, 3@ UCKIOYEHMEM YCITYT CBA3N
no nepefaye faHHbIX 4515 Lenen nepegaym ronocoson nHgopmauum

Ne114555 ot 13 dheBpans 2014r, BbigaHHas deaepanbHoOW cry>k0oM Mo Hag3opy B cdepe CBA3MW,
NH(OPMALIMOHHBIX TEXHOOMMIN Y MacCcOBbIX KOMMYHUKaLWIA.

KoTopast

obHoBneHo 04.08.2019
Mpeabiaywan Bepcua SLA gocTynHa no ccbinke

https://altkraft.com/support/ru/download_documentation/SLA_SaaS_old.pdf



