Alpha.SLA

CornaweHune 06 ypoBHe cepBuca




TepMVIHbI N COKPALWEHUSA

MO — Habop NporpaMMHbIX NPOAYKTOB,
pa3paboTaHHbIX koMnaHuen «<AToMUK CodT.

O6bekT aBTOMaTU3aUUKM — MaTepurasbHble
06bEKTBI, MOMELLEH WS, YCTAHOBKM, MALUUHBI,
YCTPOMCTBA, arperatbl UM UX COBOKYMHOCTb,
BbIMO/THAOLLME TEXHONOTNYECKME

npouecchl TM60 HenocpeacTBEHHO

CaMu TEXHONOTNYeCKMe NPOLLeCChI.

MpoekT aBTOMaTMU3aLMM — COBOKYMHOCTb
TEXHUYECKUX YCTPOMCTB M MPOrPaMMHBbIX
pa3paboToK, MCNO/b3yeMbIX /11 MOHUTOPUHIA
¥ ynpaBneHns o6 beKTOM aBTOMaTM3aLNW.

Monb3oBaTenb — OopraHm3sayms,
KoTopas ucnosnb3yet 10 Ha OCHOBaHMMN
LEVICTBYIOLLEN TULLEH3UMN,

Mnowapka — nornyeckn u/mnu
reorpacuyeckn 060cob1eHHbIN
Habop 06bEKTOB aBTOMATM3aLUN,
KOTOpbIM Bnafeet Nonb3oBaTtesib.

Cucrtema —norunyeckn o60cobneHHbIN MpoekT
aBTOMaTM3aLumm ¢ ucnonb3osaHuem MO.

CornaweHue 06 ypoeeHb ycnyr (SLA — service
level agreement) — cornaweHue, onvceiBatoLlee
BpPEMS peakuunn, TUn 1 06bem NpefoCcTaBasEMbIX
yCAyr B pamMKax AaHHOro corfiaweHus,

a TaKXKe yCN0BUS UX NPefoCTaBNeHNS.

KoHnTpakt SLA — gononHuTenbHoe
KoMMmepyeckoe CornaweHmne 06 ypoBHe
ycnyr, goroop mMexgay lNonb3oBaTenem
n KoMmnaHuen «AToMuk CodT».

MHumpeHT — cobbiTUE, BbIXOASALLEE 32

PaMKu WTaTHOM paboTbl MO, HeraTBHO
BAMSIOLLEE Ha KAYeCTBO DYHKLMOHMPOBAHMS
MPOEeKTa aBTOMaTM3aLmK.

KpuTnuHbiit nHUnaeHT — MHUNAEHT,
BO3HMKHOBEHME KOTOPOro NPUBOAMUT

K HepaboToCNoCOBHOCTUN UK CYLLECTBEHHOMY
yXygweHuo paboTocnocobHOCTU NPoeKTa
aBTOMaTU3aLMN, YTO BbI3bIBAET OCTAHOBKY

NN HEBO3MOXHOCTb KOPPEKTHOIO
BbIMOJ/IHEHUNA TEXHOJTOTMYECKOTo npouecca.

Mpo6bnema — KopHeBas NpUYNHa
BO3HMKHOBEHWS OHOIO NN
HeCKONbKNX NHUMaeHTOoB.

O6paweHne — coobuieHme Monb3oBaTens
06 VHumpeHTe nnn KpUTUYHOM MHUMAEHTE,
OTMpPaB/IeHHOE B TEXHNYECKYHO NOAAEPIKKY
KoMnaHuu «AToMuK CodT».

Bpemsa peakumnun — nHTEpBan BpeMeHu
OT MOMeHTa perucTpaumum ObpaleHus
Ha nopTasie TEXHNYECKOM NoAaePKKM
KoMnaHum «AToMmk CodT» oo Havana
paboTbl CNeunanncToB TEXHNYECKOM
noAaepXKu Hag 3Tum ObpalleHunem,

UcnonHutenb — cneumanmnct KOMNaHum
«ATOMUK COT» M KOMMaHWMK,
nmetowen ctatyc CepBrCHOro NapTHEPa
KoMnaHuu «AToMuK CodT».

Bbiesp Ha Mnowaaxy — Bble3g VicnonHutens
Ha MecTo ncnonb3oBaHus 0.

Bpems Bble3pa Ha Mnowaaky — MHTepBan
BPEeMeHM OT MOMEHTA YCTaHOB/IEHUS
Heob6XoaMMOCTM Bble3/1a [10 Bble3fa
McnonHnTens Ha MecTo ncnonb3oBaHus 0.

Bepcusa MO — nakeT KOMNOHEHTOB
MO, NONHOCTHIO COBMECTUMBIX MEXAY
coboin 1 ob1agaroLnX 3aKOHYEHHOMM,
CTabunbHOM PYHKLNOHANBHOCTLHO.

MakeT ucnpaeneHuns — NPorpamMmmHbIN
MaKeT, coaepXalnii UcnpaeneHus
M3BeCTHbIX Mpobnewm.

MakeT o6HOBNEHUs — NPOrpPaMMHbII NAKeT,
copepxaLuii HoByto yHKLMOHanbHOCTb MMO.

KoncanTunr — o6cnepgoBaHue CucteMbl
Monb3oBaTeNs 1 Bblgaya peKoMeHAaLmnm

06 ncnonbsoBaHuu MO ansa paspaboTky nan
[OpPaboTKM NpoeKTa aBToMaTU3auumn CUCTEMBI.

Atomuk Codt
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MpenmywecTtea Alpha.SLA me—

Mbl nIOHMMaeM MOCTOSIHHO BO3pacTaloLLyo
TpeboBaTENbHOCTb K TEXHONOMMYHOCTMH,
HafEXHOCTM 1 BpeMeHU JOCTYMHOCTU CUCTEM
aBTOMaTM3auun. Mbl NONHOCTbIO pa3gensiem
MHeHue [Monb3oBaTenien 0 TOM, YTO CKOPOCTb
NX B3aMMOAENCTBUS C MPOU3BOAUTENAMMN

MO pomkHa 6bITb BbICOKOWN, OTBETHI
TEXHUYECKOM MNOAAEPHKKM — TOYHBIMU,

a npepnaraemble pelweHnss — BEPHbIMMU.

KomnaHus «ATommnk CodT» paspaboTana
Alpha.SLA — Habop T1noBbIx
CornalueHnin 06 ypoBHe ycnyr.

Mbl Bktoumnm B Alpha.SLA Heckonbkux
YPOBHEW, 4TO N03BONMUT Monb30BaTENAM
4yBCTBOBATb Ce651 yBEPEHHO B N1060M
cMTyaumn. B 3aBUCMMOCTM OT ypOBHS
KoHTpakTa Alpha.SLA npegoctasut
rapaHTUPOBaHHYIO NOAAEPXKKY B YHETKO
OrOBOPEHHbIe BPEMEHHbIE PaMKMU,

[aCT BO3MOXHOCTb 06paTUTbCs 3a
NMOMOLLbIO B 1t060€ BpeMS IHS U HOYM.

Alpha.SLA.Premium — CornaweHue

06 ypOBHe ycnyr npeMmnanbHOro ypoBHS
— BbI6OP caMblix TpeboBaTeNbHbIX
Monb3oBatenen. Alpha.SLA.Premium
— 3TO rapaHTusi yBepeHHOCTU: Bpems
peakunn oo 1 yaca, pexum paboTbl 24/7
n Bble3g Ha lNnowaaky B TedeHne CyToK.

Ansa meHee TpeboBaTeNbHbIX
Monb3oBaTenen Mbl Npeaaaraem
koHTpakTbl Alpha.SLA.Standard
n Alpha.SLA.Optimum.

Monb3oBaTenu, o KOTOPbIX
rapaHTMpyemoe KOHTpakTom SLA

BpeMSsi peakunmn n 4ONONHUTENbHbIE
YCNYrn He IBNATCS HEOBX0AMMOCThH,
6yayT 06CnyMBaTbCS B

COOTBETCTBUU C 6A30BbIM YPOBHEM
ycnyr — Alpha.SLA.Base, koTopbii
npepocTaBnseTcs 6e3 4ONoNHUTENBHOTO
KoHTpakTa. CtoumocTb Alpha.SLA.Base
BK/IIOYEHA B LieHYy nuueH3nn Mo.
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Kak pa60TaeT Alpha.SLA -

B cTOMMOCTb NMLEH3MIN BCEX MPOAYKTOB
KOMMaHUN «<ATOMMUK COT» NO YMONYAHUIO
BK/IlOYEH 6a30BbIN YPOBEHb yCNyr
Alpha.SLA.Base, 4TOo rapaHTupyet
Monb3oBaTesnto NoNyYeHe MUHUMaNbHO
HeobxoaMMoro Habopa ycnyr u He TpebyeT
AOMONHUTENbHBIX 3aTpaT. N8 nofyyeHms
AOMOMHUTENBHbIX MPEUMYLLECTB
Monb3oBaTeNb MOXET 3aKa3aTb
Alpha.SLA 60nee BbICOKOrO YpOBHS.

Bce Cuctembl Nonb3oBaTens
LAO/DKHbI UMETb OAUH YPOBEHb
Alpha.SLA. 3T0 BaXXHO NOMHUTb Npw
3aKa3e JONONHUTENbHbIX TULLEH3UN.

[na nonyvyeHns rapaHTUPOBAHHOIO
oTBeTa u obecrneyeHunsi 3asiBNEHHOIO
BpemeHun peakumn Ha Hero,
Monb3oBaTento Heo6xoaMMO
3aperuncTpupoBaTb cBOE ObpalleHue.

ObpalleHns perncTpupyoTcs

Ha nopTanie TEXHUYECKOW NOAAEePIKKM
support.automiq.ru Un NocpeacTsom
OTMNPABKM MMCbMA Ha 3N1EKTPOHHbI
MOYTOBbIV agpec support@automiq.ru.

Monb3oBaTtenu c CornalieHnem
Alpha.SLA.Premium 1Met0T BO3MOXHOCTb
3apernctpupoBaTtb ObpaleHune no
TeneoHy TEXHUYECKOWN NOAAEPKKN,
yKa3aHHOMY Ha caliTe automiq.ru. B

TAKOM C/ly4ae CneumnanmucT TeEXHNYECKOM
NOALEPXKKMN CAaMOCTOATENbHO

ocdopmuT ObpalleHne Ha nopTane
TEXHUYECKON NOAAEPKKN.

Bpemsi peakumu Ha ObpalieHne 3aBUCUT
oT ypoBHs Alpha.SLA Monb3oBaTtens.
O6pauweHuns NMonb3oBaTenel c bonee
BbICOKMM ypoBHeM Alpha.SLA
paccMaTpurBalOTCS B MEPBYIO 04Yepeab.

Mbl BCerga CTpeMUMCS pelwnTb Npobnemsl
Monb3oBaTens Kak MOXHO bbICTpee,
O[HAaKO Mbl HE MOXEM 3apaHee TOYHO
paccymTaTb Tpebyemoe Ha 3To BpeMsi. ITO
3aBUCUT KaK OT CJTIOXKHOCTU Npobemsl,
TaK M OT CKOPOCTM NOCTYMN/IEHNS BCEN
HeobxoanmMolr nHdopmaLmu.

Monb3oBaTeNnb MOXET NONYYUTb
MH(pOPMaLMIO O CPOKaX BbIMOIHEHUS
TEX WY MHbIX paboT, B paMKax
Ob6paleHns B TMYHOM KabuHeTe B
nopTasia TeEXHUYECKOM NoAAEePKKM.

B komnaHum «ATomunk CodpT» gnsa paboTbl
¢ ObpaweHnsmu Monb3oBaTenen,
COrNACHO MX CIOXKHOCTU N HEOHXOANMOMY
06bEMY paboT, BblgeNeHo YeTbipe

YPOBHS TEXHUYECKON NOAAEPKKN:

O ypoBHM L1 1 L2 npegHa3HaveHbl gns
06paboTkm O6paweHunii Monb3oBaTtenen;

YpoOBHU TEXHUUECKOWN NOAAEPIKKU

MpoasuHyTbIN
ypOBeHb

HavanbHbin
ypOBeHb

SKcnepTHbIN
ypOBeHb

Atomuk Codt
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O ypoBHU L3 1 L4 npn HeobxoanmocTu
MCNOJb3YTCA CneynanmcTamm
TEXHNYECKOWN NoAAEePKKN.

CornacHo yka3aHHOWN CTPYKTYpe,
Monb3oBaTeNb UMeET BO3MOXHOCTb
HanpaensaTb ObpaleHnst Ha OAMH 13 NEPBbIX
ABYX YPOBHEN TEXHNYECKON MOAAEPKKN.

L1. HauanbHbIli ypoBeHb
TEeXHUYECKOW NoanAepXKU

Ha 3ToM ypoBHe cneumnanmnct
TEXHWUYECKON NoaaepXKn cobmpaet
NepBUYHYI0 MHPOPMALNIO

0 BO3HWKHOBEHUMN NHLMAEHT],
3anpawmnBaeT KOHMUIypaLMOHHbIe
aninbl, npocMaTpuBaeT NHMOpPMaL Mo
13 xypHanoB paboTbl N0, pazbupaetcs

B CTPYKTYpe B3aUMOAENCTBNS KOMMNOHEHTOB
MO n/nnm CTOPOHHNX KOMMOHEHTOB.
3aTeM cneumanncT TeEXHNYECKoM
NOAAEPXKMN COCTABNSET OOLLYIO KapTUHY
BO3HMKHOBEHUSI Npobniembl M Npegnaraet
BO3MOXHble Cnocobbl e€ peweHns nbo
AaET CCbIIKU Ha cTaTbW B 6a3e 3HaHUMN.

JIvwb nocne aToro onucaHue
BO3HMKHOBeHUSI IHUMAaeHTa

n npegnonaraemoli MNpobnemsl
MOXeT 6bITb NPU HEOHXO[MMOCTH
HanpaBneHOo Ha YpOBeHb L2.

L2. MpoaBuHyTbIN ypOoBEHD
TeXHUYEeCKOW NnoaaepXKKu

Monb3oBaTeNb MOXET 06pPaTUTbLCS Ha

3TOT YPOBEHb, €C/IN OH CAMOCTOSATE/IbHO
npoaHann3npoBan NEPBUYHYHO
MHbopMaumto n MaTepuanbl No MHUMAEHTY
Y NPefoCTaBUN B TEXMOALEPIKKY

MTOroBble pe3ynbTaTbl aHANM3a U BCE
HeobxofnMble MaTepuasbl. TeM CaMbIM

Monb3oBaTeNb 3HAYNTENIbHO COKpaLLaeT
BpeMsi paccMoTpeHust ObpalyeHus.

BaXKHO OTMETUTb, YTO CNEeLMaNnCT
TEXHNYECKOWN NOAAepPIKKM YPOBHS L2
MOXeT BepHYyTb ObpalleHre Ha YpOBeHb
L1, ecnn O6palieHme He CORepPXKUT
aHanu3a cuTyauum u/vnu matepuansl

no ObpalleHunto He NpefoCTaB/EeHbI B
HeobxognMoM obbéMe. B 3ToM cnyyae
c60poM MHpopMaLMnN 1 MaTepUanos nNo
npobneme 6yaeT 3aHMMATLCS CNeLnanmcT
TEXHNYECKOWN NoAAepIKKM YPOBHS L1.

CneumanncT TEXHMYECKON NoAAEPKKN
ypoBHsi L2 6ygeT nbiTaTbCsl NOBTOPUTH
npobnemy B 1TabopaTOPHbIX YC/IOBUSIX,
nccnepyeT petanu e€ BO3HUKHOBEHUS,
cobepéT MakcMMyM MHdopmaLmm n gact
pPeKOMEHAAL MM MO YCTPaHEHUIO NPO6eMbl.

Ecnu peleHne He 6b110 HangeHo
Ha ypoBHe L2, To ObpalyeHme
3CKanupyeTtcs Ha ypoBeHb L3.

L3. BHyTpeHHUI aKCnepTHbIN
YPOBEHb TEXHUUYECKOMW NOAAEPIKKU

Cneunanuctbl ypoBHS L3 ncnonb3ytoT 6onee
CNIOXHblE TEXHUYECKME U aHANUTUYECKMne
MeTofbl peweHnst npobaemM. Ha aTom
YPOBHE Takxe 0606LwaeTcs onbIT

pelweHns 6onee CNOXHbIX Npobnem.

L4. AHanuTukm n paspaboTunku
koMnaHumn «AtoMuk Codpr»

B cnyvyae HEBO3MOXHOCTU peLwwnTb
npobnemy cunamu cneymanmcToB
TEXHNYECKOWN NOAAepPIKKM YPOBHS L3,
ObpalyeHne 3CKannpyeTCcs Ha YPOBEHb
L4 — aHanuTMKaM 1 paspaboTymkamm
KoMnaHum «<AToMnkK CoT».

Atomuik Codr
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Ycnosus ncnonbzosaHua Alpha.SLA s

Ana nonyveHus ycnyr Alpha.SLA
NMonb3oBaTenb, HE3aBUCUMO

OT MMEILLErocs YpoBHS YCNYT, AOMKEH
6bITb 3apernMcTpmMpoBaH Ha nopTane
TEXHNYECKON NogAEPHKKN KOMMaHUN
«ATomunk CodT» support.automiq.ru.

Mpu odopmneHnn ObpalLeHms
Heob6X0ANMO yKa3aTb YHUKAJIbHbIN
naeHTudunkatop Cuctemol NonbloBatens.

CKOpPOCTb U Ka4eCTBO OTBETa TEXHUYECKOW
noaaepXKn BO MHOFOM 3aBUCUT

OT KOPPEKTHOCTU MOHUMAHUSA CYTH
ObpaleHns cneymanncTtom, UMeHHO
NO3TOMY Mbl MPOCKMM NOAPO6HO oNucbiBaTb
YCJIOBMSI BO3HUKHOBEHUSA NHUMAEHTA,

a TaK)xe onepaTMBHO NpPefoCTaBNAThb

BCIO 3anpalnBaemyr nHdopmauuto.

[Ana obecneyeHuns 3as9BNEHHOIO

YPOBHS YCNYT MO KOHTPaKTam
Alpha.SLA.Standard, Alpha.SLA.Optimum
n Alpha.SLA.Premium o6s3atenbHbIM
TpeboBaHMeEM ABNSIETCA HAIMYNE B LITATE
3aKa3ymnKa He MeHee BYyX CNeLnanncToB
C NOATBEPXAEHHBIM YPOBHEM
KBanMdbuUKaumm He HKe <KABMUHUCTPATOP
cucTem». YpoBeHb KBanndukaumnm
noATBepXaeTcs AeNCTBYOWMM
(HeNpocpoYeHHbIM) cepTUdUKATOM,

BblgaHHbIM KOMNaHuen «<AToMnk CodT»
AN YNONTHOMOYEHHbIMM NAaPTHEPaMMU.

Takoe TpeboBaHMe NPOAUKTOBAHO
HeobXxoAMMOCTbIO YCTAHOBNEHUS
KOpPEeKTHON NpodeccMOoHanbHOMN
KOMMYHMKaLMM Mexay cneunanncrtamm
NMonb3oBaTens n cneymManncTamm
TEXHMYECKON NoaaepX Ku

KoMnaHum «<ATommk CodpT» B cnyyae
BO3HWUKHOBEHMA NHUMAEHTA.

Ans Monb3oBaTenen ¢ 6a30BbIM YPOBHEM
ycnyr Alpha.SLA.Base Tpe6oBaHusa

No HaNYUIO CEPTUDULNPOBAHHbIX
CNeunanncToB B LUTATE OTCYTCTBYIOT

N HOCSIT PEKOMEHAATENbHbBIN

xapakTtep. ObpauieHne, obopmaeHHoe
HecepTUMdUUNPOBAHHbBIMY CMeLManncTamm
Monb3oBaTens, byaeT HanpaBaeHo Ha
HaYanbHbIN YPOBEHb TeXNoaaepxKn L1,
a cepTudunumpoBaHHoro Ha L2. B paboTte
Hapg ObpaleHnemM, HanpaBNEHHbIM

Ha ypoBeHb L1, 3HaUMTeNbHYI YacTb
BPEMEHU MOXET 3aHATb BbISICHEHME
TeXHUYeCKnx nogpobHoCTeN
BO3HUKHOBEHMUA NHUMAEHTA.
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YpoBHU SLA me—

Monb3oBaTenb nboro MO KOMNaHUK
«ATomMunk CopT» nonyyaeT BMecTe

C NPOrpamMMHbIM MPOAYKTOM Ka4yeCTBEHHYHO
TEXHUYECKYHO MNOAAEPIKKY, KOTOPOWN

OH MOXXeT BOCMO0Nb30BaTbCA B to6oe Bpemsi,
M NOMYYUTb rAPaHTMPOBAHHBIN OTBET.

Mbl nogobpanu napameTpbl
CornaweHuni 06 yposHe ycnyr (SLA)
TaKMM 06pa3oMm, YTOObI KaXabl M
Monb3oBaTesib UMeN BO3MOXHOCTb
MCNONIb30BaTb ONUMU, HeobxoaUMbIe
MMEHHO NS peLeHmns ero 3agau.

Ba30BbIli YyPOBEHb YCNYT, BXOAALLMIA B LLEHY
nuueHsnin, nogonaet MNonb3oBaTensm,
He NNAHUPYOLLMM YBETUYEHNE
ONnepaLMOHHbIX PAaCXOO0B M 415 KOTOPbIX
CKOPOCTb NOJTYYEHNSI TEXHUYECKOM
NOALEPXKMN He SABNSIETCS KPUTUYHbBIM
hakTopoM. laHHbIn TN Cornaluenuns
Takxe nogonget MNonbsoBaTtensam,
MMELLMM B CBOEM LUTATE TEXHUYECKUX
CNeumnanncToB, KOMNETEHLMS KOTOPbIX
NO3BOJIIET CAMOCTOATENBHO ONEPATUBHO
pelwaTb Bo3HMKatowme NHUMAEHTbI.

CornaweHus 06 ypoBHe ycnyr 6onee
BbICOKOTO YPOBHS MpefgHa3HayvyeHbl

pns Monb3oBaTenem, KOTOpble TaKKe
MPUBbLIKM BCErpa noJib30BaTbCs CAMbIMM
HoBbIMK Bepcusimmn MO 1 npegnoynTatoT
3HaTb TOYHbIE CPOKM Havana pabot
KoMMaHun-paspaboTymka MO Hag
peweHnem Mpobnem, NpuBoOAALLMX

K BO3HWKHOBEHUIO NHLMAEHTOB.

Kpowme Toro, Alpha.SLA.Optimum n
Alpha.SLA.Premium pgatoT BO3MOXHOCTb
Monb3oBaTento NCNOb30BaTb PECYPChI
TEXHNYECKOWN NOAAEPKKM KOMMaHUN
«ATomMunk CopT» gns peweHuns 3agay,

He CBSI3aHHbIX C BO3HUKHOBEHUEM
NHunpeHToB. Hanpumep, B KOHTpaKTbl SLA
BK/THOYEHbI MHXEHEPHbIE Yacbl, KOTOPblE
MOXHO NOTPATUTb Ha KOHCYNbTaLUMN

no gopaboTKe NpoeKTa aBTOMaTU3aLuK.

Atomuik Codr

Alpha.SLA



YpoeHu SLA

Alpha.SLA.Base

[ OCTYNHOCTb TEXHUYECKOU NOAAEPIKKU:

¢ 08:00 f0 17:00 NO TOMCKOMY BpPEMEHM
(MSK+4, UTC+7) B pabo4une gHU cornacHo
Mpon3BoacTBEHHOMY KaneHaapto,
yTBepXaEeHHOMY MpaBnTencTBoM PO.

Bpems peakuun Ha UHUUNAEHT:
Ao 30 paboumnx gHen.

Bpems peakuun Ha KpUTUYHbBIN
MHLUMAEHT: 10 5 paboumnx gHen.

Bpems go Bbie3pga Ha MNnowapky®:
£0 30 paboumnx gHewn.

MonyyeHue MNakeToB UCNpaBaeHUSN: [1a.

MonyyeHue NMakeToB 0GHOBJ/IEHUSA: HET.

Alpha.SLA.Optimum

[OCTYNHOCTb TEXHUYECKO! NOogAePKKU:

¢ 08:00 oo 17:00 N0 TOMCKOMY BpeEMEHMU
(MSK+4, UTC+7) BO BCe AHW, BK/IOYaA
BbIXOAHbI€ M MPa3AHNYHbIE JHN.

Bpemsa peakuuu Ha UHUUAEHT:
cnepyrowmin paboynin geHsb.

Bpems peakuuu Ha KpuTU4HbIN
MHLMAEHT: 10 24 Yacos.

Bpems po Boie3ga Ha Nnowagky®:
cnegyowmin pabovymin geHo.

NMony4yeHue NMakeToB UCNpaB/IEHUA: [a.
MonyyeHue MakeToB 06HOBNEHUS: f1a.

NH)KeHepHbIe Yachbl: 4 yaca B mecsL,.

Alpha.SLA.Standard

[O0CTYNHOCTb TEXHUYECKON NOAAEPIKKM:
€ 08:00 no0 17:00 N0 TOMCKOMY BpPeMEHM
(MSK+4, UTC+7) B pabo4une gHM cornacHo
lMpon3BoaCcTBEHHOMY KaneHaapto,
yTBEpXAEHHOMY paBUTENbCTBOM PO,

Bpems peakuun Ha UHUUNAEHT:
Ao 3 pabounx gHen.

Bpems peakuuu Ha KpUTUYHBbIN
MHLUMAEHT: Clieayowmnii paboymnii geHb.

Bpems go Bbie3pga Ha MNnowapky®:
A0 30 paboumnx gHewn.

MonyyeHue MNaxkeToB UcnpaBaeHUSN: [1a.

MonyyeHue NMakeToB 06HOBNEHUS: 13.

Alpha.SLA.Premium

[OCTYNHOCTb TEXHUYECKO! NOJAEPKKU:
KPYr/I0CYyTOYHO BO BCE AHU, BK/THOYast
BbIXOZHbIE M MPa3gHUYHbIE AHMW.

Bpemsa peakuuu Ha UHLUAEHT: 00 24 4acos..

Bpems peakuuu Ha KpuTU4HbIN
MHLMAEHT: 1o 1 vaca.

Bpems go Bbie3ga Ha Mnowapky®:
40 24 yacos.

NMony4yeHue NakeToB UCNpaB/IeHUNA: [a.
MonyyeHue MakeToB 06HOBNEHUS: Jla.

NH)KeHepHbIe Yacbl: 8 HacoB B Mecsl,.

® ycnoBus npefocTaBneHus NpuBeaeHsbl B pasgene Ycnyra Bolesg Ha Mnowaaky (11 cTp.)
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YpoeHu SLA

Tabnuua 1. CeogHaa nipopmauusa o6 onumsax yposHen SLA

Alpha.SLA Base Standard Optimum Premium
Bpems peakuuu Ha IHUMOeHT po 30 gHel [0 3 gHel cpa? [0 24 yacos
Bpems peakumn Ha .
P P VU' [0 5 gHen CPA? 110 24 yacos no 1yaca
KpUTUYHbBI MHUMAEHT
Pernctpauns O6palieHns
paki pat HeTt [Ja
no TenedoHy
Bpems fo Bbie3pa . .
0 30 gHen 0 30 gHew CcpPa? 024 yacos
Ha Mnowaaky @ A A A A A A
[octyn K [TakeTam fa
UCrpaBieHus
ocTyn K Naketam
Aocty Het Ja
06HOB/IEHUSI
[Joctyn K HoBbIM Bepcusm MO CnepytoLuas [ocTynHbl BCe BEpCUU, BKIOYas
3a YCTaHOBNEHHOM cnepytowyto Bepcuio MO, BbiNyLeHHYO
Bepcuen Nnoc/ie OKOHYaHUsl CPOKa KOHTPaKTa
MpUopUTET BbINONHEHMS
3anpoca Ha fopaboTky O6bIYHbIN Bbicoknin
6e3 onnaTsl
MH>XeHepHbIX YacoB B MecsiLi? Het 4 4aca 8 yacos
CKnpka Ha ycnyrum
Aka ha yery Het 10%
KoHcanTuHra
Cknpgka Ha oby4yeHue HeTt 10%
YyacTtme B eXXerogHom Yyactue,
YyacTtuen
CceEMUHape npoesp,
npoXwuBaHue
N NPOXUBaHUe
BecnnatHoe yyactue 6ecnnaTHo
6ecnnaTHo
ANS OfHOro
LNS OfHOro
yesioBeka
YyesioBeka
TpeboBaHWe MO HanU4YUto
cepTUGULMPOBAHHBIX HeT TpeboBaHuin MuHUMYM 2 (f,Ba) YenoBeka
NHXXEHEepPOB
! Cnepyrowmin pabounin geHb
2 HencTpayeHHbIe Yacbl He MePEeHOCATCS Ha CleayoWnini Mecsay,
® ycnoBus npegocTaBneHus NpuBeaeHsl B pasgene Ycnyra Bolesq Ha Mnowaaky (11 cTp.)
Atomuik Codr 9 Alpha.SLA



YpoeHu SLA

SLA ans cucTteMHbIX UHTerpaTopos

Mbl pa3paboTtanu SLA He TONbKO anst KOHeYHbIX Monb3oBaTtenei Hawero MO,
HO ¥ BbIZENUAN CNeLManbHbIn ypoBeHb SLA ANS HAWMX CUCTEMHBIX UHTErPaTOPOB.

XapaKTepuCTUKM 3TOro YPOBHSA NogobpaHbl HAaMKU TakMM 06pa3oMm, 4Tobbl obecnevnTb
CUCTEMHbIM MHTErpaTopaM MaKCMMasibHbIN ypoBeHb KoM OopTa Ha CTagum
pa3paboTKM NpoeKTa M ONepaTUBHbINA OTKINK Ha MHLMAEHTbI, BO3HMKaKOLWMe

Npv NPOBEAEHMM UCMBITAHUA UAN BbIMOMHEHMM MYCKO-HaNago4YHbIX paboT.

Alpha.SLA.Integrator

O Ha ctaguun pa3paboTku
[MpoekTa aBTOMaTU3aLNMU

B OCTYNHOCTb TEXHUYECKOU
nogpepxku: c 08:00 o 17:00

Mo TOMCKOMY BpeMeHUn (MSK+4,
UTC+7) B paboune AHN COrnacHo
lMpon3BOACTBEHHOMY KaneHaapto,
yTBepXaEHHOMY NpaBuTenbcTBoM PO.

Bpems peakuuu Ha UHUMAEHT:
cnepyroLWwmin paboynin aeHo.

Bpems peakuun Ha KpUTUUHbIN
MHLUMAEHT: criefyowmnii paboymnii ieHb.

Bpems po Bbie3pa Ha NMnowapky®:
NMPUMEHAETCS MO AOrOBOPEHHOCTM.

O MNpu npoBeaeHUN NCnbITaHWI
MW BbINOJTHEHMM MYCKO-
HanagoYHbIX paboT!

LOCTYNHOCTb TEXHUYECKOM
nogpepxxxku: c 08:00 o 17:00
Mo TOMCKOMY BpeMeHUn (MSK+4,
UTC+7) BO BCe AHMW.

Bpemsa peakyuu Ha UHUMAEHT:
cnegyowmin pabovynin aeHo.

Bpems peakuun Ha KpUTUYHbIN
MHLUMAEHT: 40 24 4acos.

Bpewms po Bbie3pga Ha Mnowagky®:
cnepyrowmin paboynin aeHo.

3 ypOBeHb [OCTyneH Npu ycnoBun onoBeLWeEHNA O faTax NCMbITAaHUN UAn

MHP He MeHee YeM 3a 5 paboumx AHel 4o NX Havana

® ycnoBus npegocTaBneHus NpuBeaeHsl B pasgene Ycnyra Bolesg Ha Mnowaaky (11 cTp.)

Atomuk Codt
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YCnyra BblGBp, Ha nnOU.l.ap.Ky I

Ycnyra Bole3g Ha [Nnowagky MoxeT
6bITb NpegocTaBneHa MNonb3oBaTento
B C/IeAyLWKNX CNyYvasx:

1. Hanun4yume Mpobnembl, npuBoAasLLEN K
nposiBneHnto KpUTUYHOro MHUNAEHTA.

B Takux cnyyaax Bolesg Ha [Nnowaaky
MOXeT 6bITb OCYLLECTBNEH NpW
OfHOBPEMEHHOM MCMNOJIHEHUN
cnepyroLmxX yCNoBUI:

O Mpobnema npnBoamMT K CTabunbHOMY
N NpefCcKasyeMoMy Mo BPEMEHM
nposiBneHnto KpuTMyHoro MHUMAEHTa.

Monb3oBaTenb NpegocTaBU BCHO
3anpoueHHyto icnonHutenem
NMHdOPMaLMIO 4NN YAANEHHOTO
pewweHus Mpobnemsbl, HO
icnonHuTenb caenan BbIBOA, YTO
BbISIBUTb MpunymHy npobiemsl No
nony4YeHHon MHdopMauun He
npeacTaBnaeTCs BO3MOXHbIM.

Monb3oBaTenb NpeaocTaBun Bce
3anpolleHHble MaTepuanbl gns
opraHu3auum TeCToBOro CTeHaa
Ha nnowapgke icnonHutens,

HO MlcnonHUTEeNb NoaTBEpPAUA,
YTO NPOSIBUTH 3aAABNEHHYIO
Monb3oBaTenem Mpobnemy Ha
TECTOBOM CTEH[E He yAanoch.

YXM3HEeHHbIV unKkn Bepcuun
MO, Ha KoTopol HabntgaeTcs
Mpobnema, He 3aBEPLUEH.

. 3anpoc Ha CONpPOBOXAEHMNE 3aBOA,CKUX,
NPUEMOYHbBIX U APYTrUX BUAOB
ncnbiTaHu Cuctemol nnm Cuctem.

B Takux cnyyaax Bolesg Ha Nnowaaky
MOXeT 6bITb OCYLLECTBNEH MO
[OroBOpPEHHOCTU MNonb3oBaTens

n AO «<AToMunK CoT».

O6uwue ycnosus
npeaoCTaBNeHUs yCAyrm

0 PeweHue o Bble3ge NpUHMMaeT
AO «ATomunk CodhT» nocne oueHKn
(bakTOpOB, KOTOPbIE NPEeAOCTaBNEHDI
[Nlonb3oBaTenem Kak npusogsiuuve K
HeobxoanumMocTu Bble3ga Ha MnowagkKy.

Ycnyra Bble3g Ha lNnowagky
onnavyMBaeTCs NPUHUMAIOLLEN CTOPOHON.

YKa3zaHHOe B HACTOSILLEM JOKYMEHTe
Bpems Bble3ga Ha MnowagKy MOXeT 6bITb
M3MEHEHO NP OTCYTCTBUU TEXHUYECKOM
BO3MOXHOCTM BbINONIHUTL Bbie3a B
yKa3aHHoe BpeMsi (Hannyne/oTcyTcTBMe
M NepMoaNYHOCTb BbINOTHEHUS
TPaHCMOPTHbIX MePeBO30K, Hann4yne/
OTCyTCTBME BUNETOB U Apyrue (akTopsl,
He 3aBucsiwme ot MicnonHuTens).

Mo goroBopéHHOCTU ¢ MNonb3oBaTenem
Bpems Bble3ga Ha NnowagKy MoxeT
6bITb YCTAHOB/IEHO OT/IMYHBIM OT
YKa3aHHOIo B HAaCTOALEM JOKYMEHTE.

Mbl NOHMMaeM, 4TO B NpoLecce pa3paboTku,
NCNbITaHUIN, NPOBEAEHNM MYCKO-
Hanagou4HbIXx paboT u akcnayaTaumm
MpoeKToB aBTOMATU3aL MM MOTYT BO3HUKATb
pa3/fINYHble HENpeaBUAEHHbIE CUTYaLMW,
MO3TOMY rOTOBbI PACCMOTPETb 3asIBKY Ha
ycnyry Bele3p Ha Mnowagky u B gpyrmx
cnyYyasx C COBOKYMHOCTbHO MHbIX YC0BUN,
He MPOMMCaHHbIX B HACTOSAILLLEM JOKYMEHTE.
B 3TOM cnyyae pelleHune o Bble3fae Takxe
npuHumaetcs AO «ATomuk Cod».

Atomuik Codr "
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XXusHeHHbIN LUUKAN I'IO I

Mepnogn4YHOCTb BbIMYCKOB HOBbIX
Bepcuii MO cocTaBnseT npuMepHo 2 roga.
B HoBbIX Bepcuax N0 ycTpaHeHbl Bce
n3BecTHble MNpobnembl, 06HApPYXeHHblE
KO BPEMEHMU BblMyCKa, a TaKkXKe AOCTYMNHa
HoBas PYHKLMOHA/IbHOCTb.

ONnTenbHOCTb XM3HEHHOro LuKa Bepcuun
MO coctaBnset 10 net c gatbl Bbinycka. o
NCTeYeHunto 3Toro BpemeHun ObpateHns no
3TOWN BepCUM CneumannucTaMmm TEXHUYECKOM
NOALEPXKU He pacCMaTpUBaloTCA.

KomnaHusa «<ATomuk CodT» BbiNycKaeT
MakeTbl OGHOBMIEHNSA TONBKO NS
aKTyanbHoM (camoi HoBoW) Bepcuu MO.
Bbinyck NakeToB ncrnpasneHns BO3MOXEH
ans no6on Bepcum MO, XKNU3HEHHbIN

LMK/ KOTOPOM €ellle He 3aBepLUEH.

Kaxpabin Monb3oBaTtesnb, HE3aBUCMMO

oT umetoLerocs CornawieHms ob ypoBHe
ycnyr, uMeeT npaBo 6ecnnaTHo 06HOBUTbLCS
[0 6nvxanuen cnegyrolein Bepcum

MO, BbINyLWEHHOWN NOCNE BEPCUN,

KoTopyt Npuobpén Monb3oBaTens.

Tabnuua 2. )KnusHeHHbit umkn Bepcuin NO

Ba3oBbIil ypoBeHb CornatieHus

06 ypoBHe ycnyr npegycMatpuBaeT
BO3MOXHOCTb NONyYeHUs TONbKO MNakeToB
ncnpasneHus. MNakeTbl 06HOBNEHWI Ha
[AHHOM YPOBHEe HefoCTyMHbI. Bnagenbupl
BCEX KOMMEPYECKMX KOHTPAKTOB
Alpha.SLA 1MeloT BO3MOXHOCTb
YyCTAHOBKM NaKeTOB 060MX TUMOB.

Ha npoTs»xeHnn cBOEro Xn3HeHHoro
unkna Bepcus MO npoxoanT Tpu cTagmu:

1. C MOMeHTa BbiMycKa A0 aByx net (0-2) —
aKTUBHAA CTaAus XXMU3HEeHHoro umkna Mo;

C pBYyX fo NsTY NneT (2-5) — cepBUCHas
CTaans XXNU3HeHHoro ymkna o;

C naTtu po pecatu net (5-10)
— (pnHanbHas ctagusa
XXN3HeHHoro uukna Mo.

C Havana oguMHHaguaToro roga (10+)
npeaocTaBieHune bbIX YyCAYr, CBA3AHHbIX
c Takon Bepcueii MO, npekpalaeTcs.

C'ra.nm XXN3HEHHOro uuKkna

®duHanbHas
cragusa (5-10)

CepeucHas
cragus (2-5)

AKTuBHas
ctagus (0-2)

Ob6ecrneyeHne COBMECTUMOCTH
C onepaLyMoHHbIMK cucTeMamm *

Aa

Mo 3anpocy

Bbinyck lNakeToB ncnpasneHns

Ja

Mo 3anpocy

Bbinyck MakeToB 06HOBNEHMS

‘ HeTt

[Ja

[eTanbHbll aHaNn3 BO3HUKHOBEHUS IHUMAEeHTOB

HeTt

fa |

[leTanbHbli aHaNN3 BO3HUKHOBEHNS
KpUTUYHbBIX MHLMOEHTOB

[a

Mpopaxa NMueH3nn ansa HoBbIx Cucrtem

Het

na |

Mpopgaxa NMUEH3NIN NS paclumpeHns
cywecTByowmx Cucrem

HeTt

Aa

4 ObecneyeHne COBMECTUMOCTU C O6HOB/IEHUAMN nogaepXmBaemMbix onepaynoHHbIX
CncTemMm, cogepxawmx ncnpasneHne KpuTnveCKnx y$I3Bl/IMOCTeI‘/JI

Atomuk Codt
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AKTMUBHaga ctagus
C MOMEHTA BbINMMYCKA 0O OBYX NET

LS

TexHuueckas nopaepXkKa

Ha akTMBHOW cTagunn Xun3HeHHoro uukna Mo nwboe
ObpaueHune MNonb3oBaTens geTanbHO pacCMaTpUBaeTCs
cneunanmcTaMm TeEXHMYECKoW noaaepXku. Ha atom atane
CNeunanmncTbl TEXHUYECKON NOAAEPKKM aHANU3NPYIOT
nony4yeHHyto ot Monb3osaTtens nHdopmauuto 06 NHunaeHTe,
npv HEOHXOAMMOCTIN Pa3BOPAYMBALOT UCTIbITATENbHbIV CTEHA,
1, ecnun Hanuyme Mpobnembl NOATBEPXKAAETCS, 3aMyCKAOT
NPOLEeCC yCTPaHEeHUS, @ TaKXKe Mo BO3MOXHOCTU NpeaaratoT
pelleHne ana BpeMeHHoro obxopa Mpobnemsl.

O6ecneuyeHne cOBMeCTUMOCTHU C onepauynMoHHbIMU CUCTEMaMU

Ha akTMBHOW CTagnu XXM3HEHHOTO LnKna MO KoMnaHus
«AToMUK COPT» NPOBOAUT TECTUPOBAHME COBMECTUMOCTH

MO c akTyanbHbIMM OGHOBNEHMAMW NOALEPIKNBAEMbIX
OnepauMOHHbIX CUCTEM, COAEPKALUNX YCTPAHEHME KPUTUYECKNX
yassumocTei OC. Mpn HeobxoaumocTu MO gopabaTbiBaeTcs

C YY4ETOM U3MEHEHUS ONEPALNOHHON CUCTEMBI.

Takke BO3MOXHa fgopaboTka MO gnsa paboTsl

Ha HenopaAepPXX1MBAEMO Ha MOMEHT BbiMnycKa Bepcun
MO onepaunoHHOM cucTeme. PelleHne 0 TaKoM
[OpaboTKe NPUHUMaET KoMNaHus «AToMUK CodT».

Bbinyck MNakeToB ncnpaeneHus u Naketos o6HoBNEHUS

Bce Monb3oBaTenun nony4aroT ocTyn K [NakeTam ncnpasnieHus,
yCTpaHsitoWwnm n3eecTtHble NMpobnembl MO. Bnagenbupi
KoHTpakToB SLA ypoBHeli Standard, Optimum, Premium

B ALONOIHEHME K 3TOMY NOJIyyaT JOoCTyn K [NNakeTam 06HOBNEHNS,
CoAepKalinM yny4yleHms 1 HoBble pa3paboTKu.

Atomuk Codr
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5D

CepBucHasg ctagus
CcAByX Ao NATU NET

TexHuueckas nopaepxXka

Ha cepBMCHOM CTagnM XXN3HEHHOTO LKA MO 06BbEM TEXHNYECKOM
NoAAEPHKKN aHANOrMYeH 06 bEMY HAa aKTUBHOWM CTaguu.

O6ecneuyeHne cOBMECTMMOCTH C onepauynoOHHbIMU CUCTEMaMU

Ha cepBUCHOM cTagum Xn3HeHHoro unknia Mo koMnaHus
«AToMUK CopT» NPOBOAMUT TECTMPOBAHME COBMECTUMOCTH

MO ¢ akTyanbHbIMN OGHOBIEHUAMN NOJAEPHKNBAEMBIX
onepaunOHHbIX CUCTEM, COAEPHKALLMX YCTPAHEHNE KPUTUYECKNX
yassumocTen OC. Mpu HeobxogmmocTu MO gopabaTtbiBaeTcs

C Y4ETOM U3MEHEHMS ONEPALMOHHOM CUCTEMDI.

fopaboTka MO ans paboTbl Ha HEMNOAAEPKMBAEMbIX
ONepaLMOHHbIX CUCTEMAX HE MPOM3BOANTCS.

Boinyck NakeToB ucnpaeneHus n Naketos o6HoBNEeHUS

gg. Bce Nonb3oBaTenun nony4varoT AocTyn K NakeTam
MCNpaBAeHUs, yCTpaHSOWMM n3BecTHble Npobnemsl MO.
MakeTbl OGHOB/IEHNS HE BbIMYCKAKTCS.
Atomuik Codr 14 Alpha.SLA



®dPuHanbHasa ctagus
CcCndTn Ao AECATU NET

TexHMueckaa noapepxka

Q Ha ¢mHanbHOM cTagunn xmnsHeHHoro umkna Mo cneumnanuct
TEXHNYECKOWN NoaaepXXkm paccMaTpuBaeT ObpalieHne
N NpegnaraeT peweHmne no o6xoay UM yCTPaHEHUIO
npo6aemMbl, NPUBOASALLEN K BOSHUKHOBEHMIO HEKPUTUYHOTO
NHumaeHTa Ha OCHOBAHUM HaKoMEeHHOM 6a3bl 3HaHUM

no O6paueHnam n gokymeHTaumm Ha MO. KputnyHbin
WHUMAEHT paccMaTpMBaeTCs MaKCUMabHO NoApPO6HO.

O6ecneyeHne cOBMeCTUMOCTU C onepaynoHHbIMU CUCTEMaMU

Bce lNonb3oBatenn nMeroT BO3MOXXHOCTb 3aNpoCuTb

BbINycK [akeTa ucnpaBneHuns ¢ yCTpaHEHMEM NPobem
COBMECTUMOCTUN C 0OHOBNEHMEM ONEPALMOHHOM CUCTEMBI.
PeweHwne o Bbinycke NakeTa ncnpasnieHnsa NpuHMMaeTCcs
KomnaHunen «ATommk CodT». B TOM uncne MNonb3oBaTento MOXeT
6bITb NpeanoXxeHo 06HoBUTL Bepcuto MO, ecnmn npobnema
COBMECTUMOCTMU Yxe bblna peleHa B 6onee HoBon Bepcuu MO.

[opaboTka MO gna paboTbl Ha HENOAAEPKMBAEMBIX
OMNepaLMNOHHbIX CUCTEMAX HE MPON3BOAMUTCS.

Boinyck MNakeToB ncnpaeneHus u Naketos o6HoBNEHUS

== Bce lMonb3oBaTenn nMeroT BO3MOXHOCTb 3anNpoCcuUTb
BbINyCK lMakeTa ncnpasneHus. PelweHne o BbiNycke
NpPUHMMaeTcst KomnaHuen «AToMmmk CodpT». Monb3oBaTento
MOXeT 6bITb NpeaoXeHo 06HoBUTL Bepcuto MO, ecnun
Mpobnema yxe 6bina pelieHa B 60nee HOBOW BepCUM.

Bnagenbuam CornaweHui ypoBHen Standard, Optimum,
Premium komnaHusa «<ATommnk CoT» pekoMeHayeT 06HOBUTb
Bepcuto MO gna 3aknto4eHns HOBbIX KOHTpakToB SLA.

MakeTbl 0GHOBNEHUS He BbIMYyCKakTCA.
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PeweHue npobnem
NPU NCNO/Ib30BaHUMU

Alpha.SLA

Bce Bonpochkl, NpeanoXxeHuns 1 3aMmedaHns
no pab6ote Alpha.SLA Nonb3oBatenun moryT
HanpaBUTb Ha 3N1E€KTPOHHbIM NOYTOBbIN
Awmk slamanager@automiq.ru.

Mbl OnepaTMBHO pacCMaTpuBaeM BCe
3anpockl U fenaem Bce HeO0bXxoaMMoe, 4TobbI
npusectun paboty Alpha.SLA B cooTBeTCTBUE
C OXMAAHMAMU Hawwx Monb3oBaTenen.
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