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MOCNYIr TA YMOBW CTAHOAPTHOI TEXHIYHOI MIATPUMKN
NUEH3OBAHNX NMPOIMPAMHMX MPOOYKTIB KOMIMAHII BEPIAIA

[aHnin JOKYMEHT MICTUTb pO3ainu:

TepmiHonoriga

. YMOBa HagaHHS NOCnyr TEXHIYHOI NigTPUMKM

. [MopaHHA 3asaBKu

. 'pacpbik poboTn

O60B's13kN CNY>XOW TEXHIYHOT MITPUMKM
CranpapTHa TexHivyHa nigTpumka HE Bkntovae
ObmexeHHs

. logaTkoBi yMOBM HagaHHs NigTpMKn BeHoopom
. OHOBRNEHHS

ONOONWN

TepmiHonoris

IHUMOEHT - HewTaTHa cUTyauisi, sika He € YaCTUHOK HOPMAanbHOro (PyHKLIOHYBaHHA NPOrpaMmHOro
NPOAYKTY, NOB'A3aHa 3 BTPATO0 / MOXNMBICTIO BTPATN ab0 3HMKEHHSIM SIKOCTi (OYHKLIIOHYBaHHS

NPOAYKTY.

MM — «lMporpamHi npoaykTu», niueHsinHi nporpamHi npoayktn TOB «Bepigis» (gani no Tekcty —
«BeHgop»), HagaHi y KOpUCTyBaHHSA 3a Bi4MNOBIAHMM JOrOBOPOM.

DB - 6a3a gaHux abo Database.

BinpaneHnun goctyn - HagaHHa BigaaneHoro goctyny (VPN) oo iHpacTpykTtypm 3amMoBHUKa Ta
BcTaHoBneHux MM Bengopa.

Mapgaya niHia - npsMuin 3B'A30K 3i crnewianictamu NigTPUMKK 32 4OMNOMOro 0coBUCTOro KabiHeTy Ha
nnatdopmi Helpdesk, abo, y BUKNIOYHNX BUNadKax, ETEKTPOHHOK MOLUTOH0.

OHoBneHHs MMM - o3HavaloTb HOBY, BOOCKOHaneHy Bepcito MM, sika Moxe BKMoYaTh: BUNPaBeHHA
nomunok i ©OariB, gogaBaHHA HOBUX (PYHKLA i MOXITMBOCTEW, OHOBMIEHHA CUCTEM Oe3neku,
onTuMi3auito poboTn NnporpamHoro 3abeaneveHHs:, TOLWO.

TexHiyHa nigTpymka - ue npodecinHnin cepsic i3 obcnyroByBaHHsa lNporpamHoro 3abeaneveHHs,
AKMA HapgaeTbcs BenHpoopom abo ynoBHOBaeHMM (cepTudpikoBaHuM) Bengopom [MapTHepom 3
mMeTol 3abesneyeHHsa ctabinbHoi pobotn MMM, oTpumaHHA OHOBMEHb, TOLLO, 3rigHO 3 yMOBaMM
yroau npo TexHiYHy NigTPUMKY, yknageHoi 3 3aMOBHUKOM.

JliueHsinHnn ceptudikaTt - Le OILiNnHUA IPUONYHUIA AOKYMEHT ab0 eneKkTPOHHWIA 3anuc, BUOaHUN
BeHngopowm, Lo 3acsigyye npaBo 3aMOBHMKA Ha BUMKOPUCTaHHSA KOHKpeTHol konii M. CepTudikat
nigTeepaxye neranbHicTb JliLeHsil, KinbKicTb NiueH3in, TepMiH Ail niueHsii Ta € ocHoBOW Angd
TexHivHOI NiaTPUMKH.
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3aMOBHUK - KiHLEBU KOPUCTYBau, topugnyHa ocoba, ska 6esnocepeHbo BUkopuctoBye JliLeHsit
Ta N gns BMpileHHs CBOIX 3aBAaHb, HE 3aNMaETbCHA MOro PO3POOKOID UM TEXHIYHO MiATPUMKOLO.

1.
1.1.

1.2.

1.3.

1.4.

1.5.

YMoBa HagaHHA NoCnyr TeXHIYHOI NiATPUMKK

MpnabaHHa TexHiYHOT MIOTPMMKM € OOOB’SI3KOBOK YMOBOK BUKOPUCTaHHA JliueHsin M1
3aMOBHUKOM.

YMOBOW HagaHHa nocnyr TexHiYHOoi niaTpumMkn 3aMOBHMKY € CBOeYacHa 3aKyniens
TexHi4yHOI NigTPUMKKN Ha BeCb HasiBHUIM Y 3amoBHUKa nakeT Jliuensin MM Bengopa.

Mepenik, TepMmiH Aii JliueHsin Ta TexHiYHOT NIATPUMKM [0 HUX NIATBEPMAXKYETHCA
JliueHsinHum cepTupikatom, SkUn Moxe MicTUTK JlineHsinHnia knrod JlineHsii, iHpopmauito
Npo KiNbKICTb NiLeH3in, AaTh noyaTKky Ta 3akiHYeHHS Al niueHsin (CTpok A4ii), AgaTn noyaTky
Ta 3aKiH4eHHs fii  TexHiYHol nigTPMMKM, a TakoX iHdopmauilo npo  [OBipeHUX
(ynoBHOBaXeHMX) oci6 3aMOBHMKa Ta iX KOHTaKTHI OaHi.

Micnsa 3akiHyeHHs1 CTpoky paii TexHiyHol MmigTpuMky, 3aMOBHUK aBTOMATUYHO BTpavac
npaBo Ha TexHiYHy NiOTPUMKY, SIKWO 3aMOBHMKOM He Byno npuadaHo TexHiYHy nigTpumky
Ha HaCTYMHWIA Nepiog BUKOPUCTAHHSA (MNOO4OBXKEHO).

MpoTarom nepiogy HagaHHA nocnyr TexHiYHOI MigTPUMKM  KOHKpeTHOT Bepcii M1,
3000B'a3aHHA BeHgopa obOMeXeHi OCTaHHIM OHOBMEHHsAM 3a3HadveHoro M. 3 momeHTy
oronoLweHHs BeHaopom nNpo NnpunmuHeHHs NiaTpuMkn KOHKpeTHOI Bepcii MMM, BiH 3abe3neuye
nigTpumky [N ocTaHHLOI OHOBIEHOI Bepcii Ta Bepcii He nisHiwe 6 (wecTtn) MmicAuis 3
MOMEHTY OrosiIOLLEHHSA NPO NPUMNMHEHHSA NigTpuMkm [I1.

2. NMopaHHA 3aABKU

2.5.

2.6.

2.7.

Mpn BMHMKHEHHI iHUMAeHTY 3 [l Bengopa, 3amoBHUKY HeobXigHO OOpPMUTU NMUCLMOBY
3asaBKy y cnyx0y niaTpumkn BeHgopa, Wnsxom:

CTBOPEHHS 3asBKU B ocobuctomy KabiHeTi Ha nnatdopmi Helpdesk
(https://helpdesk.veridia.com.ua/), BUKOPMCTOBYHOHUM A8 LbOro 06nikoBUn 3annc, BKasaHun
B JliueHsinHomy ceptucpikari;

BiNpaBKM NucTa Ha eneKkTPOHHY agpecy, BkasaHy y JlineHsinHomy CepTtucpikati, sKwo
HeMOXnMBo nogatn Yyepes nnatdgopmy Helpdesk.

Mpn odopmneHHi NMCbMOBOI 3asiBKM, 3aMOBHMKY HeobXigHO [oAaTtu  HacTynHy
iHdbopMmaLito:

NOBHUN i YiTKNA TEKCTOBUI ONUC iHUMOEHTY;

CKPIHLIOT iHUMAEHTY (NpY HAasABHOCTI);

dannu dikcauii nogin (log-files) MM 3a nepiog iHUMOEHTY;

yac Ta gaTy BUHUKHEHHS iHUMOEHTY

HasBy [l Ta noro Bepcito;

3a3HaunUTU B SKOro areHTa/rpynu areHTiB/TeneoOHHOT niHii, TOLO, CchnocTepiraeTbCcs
IHUWMAOEHT;

3a3HAYMTU YM i ki poboTN NPOBOANNNCH HA CTeHAi, Ae po3ropHyTi M1,

Bci KoHcynbTauii No iHUMAEHTY HaOalTbCA AOBIPEHIN (ynoBHOBaXeHi) 0cobi 3aMOBHUKA,
3a3HayveHin B JliueHsinHomy CepTtudikari.

3. Ipadik poboTn

3.1.

Cnyx6a TexHiyHol niaTpuMkn BeHgopa npautoe 3a HacTynHUM rpadpikom:
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DHi: Monepinok — M'aTHnys.
Yac: 09:00 — 18:00 (Macoeun nosic GMT+2, siKwo iHwe He nepenbadeHo Yroaoto).
BuxigHi: CyboTa, Heqina Ta aepxaBHi cBaTa.

4. [1o 060B'A3KIB CNyX0M TeXHiYHOI NiATPUMKN BXOAUTDb:

41.
4.2.

4.3.

4.4.

4.5.

4.6.

OnepaTtrBHe BUPILLEHHSA 3anuUTIiB KOPUCTYBaUIB;

AHanis BUSBNEHOI MOMWUIIKM Ha pecypcax 3aMOBHMKa, 3a YMOBW HadaHHA 3aMOBHUKOM
BigganeHoro goctyny daxisusm sigainy nigtpumkun go cepsepis 3 NN ta camoro I1[7T;
BunpasneHHs BusiBrieHux nomunok M, HagaHuHs Bepcii MMM 3 BunpaBneHHsSMN NOMUIIOK B
po6oTi NI - 32 ymoBM HagaHHs 3amMOBHMKOM BigganeHoro goctyny daxisuam Bigginy
niaTpumkn oo cepsepis 3 [1[T;

KoHcynbTyBaHHS 3 NUTaHb KOHirypauil Ta oyHKuUioHyBaHHA MIT;

MigTpuMKa «rapsiyoi niHiiy, Wo 34iNCHIETbCA Yepe3 0OMiH MOBIAOMITEHHSAMN ENEKTPOHHOID
nowwTor abo yepes koMyHikauito B ocobuctomy kabiHeTi Helpdesk;

AduncTaHuinHe HagaHHsA (LWNsSXOM po3miweHHst obpasis I Ha cxoBuLli, sike BMAINeHo Ans
3amoBHuKa BeHoopom, abo nepepayeto obpasie Ha cxoBuile 3aMOBHMKA) CTaHOAPTHOrO
oHoBreHHs Bepcii 1, sike moxe (Ha po3cya Bengopa) mictutn BgockoHaneHHs M.

[ii Bengopa 6yayTb 3anexartu Big XapakTepy i CTyNneHs KOHKPETHOro iHUMOEHTY Ta BKIlOYaTH
PO3yMHi 3yCunnsi And Moro BUMpaBMeHHS. AKWO 3aMOBHUK HE 3MOXEe MNPOOOBXWTU CBOH
AiAnbHICTb Yepe3 nomunkn B poboTi MM, BeHaop, Sk MiHiIMyM, HagacTb TMM4YacoBe PilleHHS,
BMKOHaE pO3yMHy cnpoby aBapiHoro obxopy Uiel MOMWMNKM B HAWKOPOTLI TEpMiHK, Micns
HagaHHA 3aMOBHMKOM OOCTATHIX TEXHiYHMX | YHKUIOHANbHUX JdeTanen MNOMUIKM Ta
HeoOXigHMX gocCTyniB.

5. CraHpapTtHa TexHi4yHa nigTpumka HE Bkniovae:

5.1.

5.2.
5.3.
5.4.

5.5.

5.6.
5.7.

5.8.

YpaockoHaneHHs MMM, a came, goonpautoBaHHs dyHkuioHany MMM 3rigHo 3 4oAaTKOBUMM (SKi
He BKNtOYeHi B 6a3oBui oyHKUiOHaN abo noyaTkoBe TExHiYHe 3aBAaHHsA) nobaaHHsMU
3amMOoBHUKA;

HaB4yaHHA Ta niaroToBKy nepcoHany;

3miHa HanawTyBaHb M1,

BunpaBneHHss MOMWUIOK, BUKMMKAHWUX He BignosigHMM BukopuctaHHam [ 3rigHO 3
HagaHow aokymeHTauiero go MM abo BUKOPUCTaAHHAM KOMM'HOTEPHOro obnagHaHHA, abo
nporpaMHoro 3abeaneyeHHs, 4dki He nigTpumytoTeca [N 3rigHO 3 HagaHuMun
cneundikauismn, 3asHadyeHum y BignosigHin o [N nporpamHoi gokymeHTauii, abo
BUKOPUCTaHHSA Byab-sikoi He niaTpumysaHoi BeHgopom sepcii M7,

MiagTpyumky npauesgatHocTi bas [anux (Database, DB), Bkntovdatoum pennikauito i
BigHoBNeHHs DB;

HanawTtysaHHs MK, ycTaTKyBaHHS, nokansHux mepex, MM iHwWnx po3pobHukis;

Po6oTu Woao BHECEHHS 3MiH, NPOBEAEHHS Mirpauii, yCTaHOBKM, IHTerpadii, TeCTyBaHHS Ta
iHLIMX 4odaTKOBMX NOCyr, HEOOXiAHMX 3aMOBHUKY NSl BNPOBagKeHHA HoBMX Bepcin 1.
HanawTyBaHHA CUCTEM MOHITOPUHIY, B TOMY 4YuCni 3a cepBepHuMu pecypcamu Ta [T,
BCTAHOBNEHNMUN Y 3aMOBHUKA.

Taki nocnyrn 3aMOBASOTLCA Ta cnnadvyloTbcsd 3aMOBHUKOM OKPEMO.
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6. OOMexeHHS:

6.1.

6.2.

Mpouenypa BigganeHoro AOCTYNY Y3romXKyeTbCs B MUCbMOBIA dhopMi Mk BeHoopom i
3amoBHUKOM. BeHOop He Hece BiANOBiAanbHOCTI 3@ 3aTPUMKY YCYHEHHS MOMUIKM B poBOTi
MM, skwo 3aTpymkKa BUMHWKNA Yy 3B'A3KY 3 HECBOEYACHMM HaLaHHAM, HEMOXMUBICTIO
BMKOPUCTaHHSA abo HeHagdinHICTIo BigganeHoro goctyny go M,

BeHOop 3BiNbHAETLCS Big BiAMOBIAANbHOCTI 3@ HEBMKOHAHHSA abo HeHaneXHe BUKOHAHHSA
nocnyr 3 TEXHIYHOro 06CnyroByBaHHA B pasi Aii HenepebopHOoi cunu, a came:

a) MNOBiHb, 3eMNeTPyC, LUTOPM, OCIAaHHA IPYHTY, LyHaMi, iHWIi CTUXiNHI nuMxa npupoawu,
enigemir;

©) noxexi, BUOyxu, BUXoAM 3 Nagy Yv YLWKOLXKEHHS] MalLVH i 06ragHaHHS;

B) CTpaWnku, caboTax, fiokayT i iHWi HenepeabadeHi 3ynuHKN Ha BUPOBHMLTBI;

) OrofioLeHa YM HeorosioLeHa BiHa, iHLWi BiINCbKOBI Aji, peBOntoLisi, MacoBi 3aBOPYLUEHHS,
CTpawnku, nipaTcTBO;

[) 3aKOoHHi abo He3aKoHHI Aii opraHiB Aep)kaBHOI Bnaan abo ynpaBniHHA Ta iX CTPYKTYPHUX
nigaposainie, SKi NepeLKoIKaTb BUKOHAHHIO JOroBopy (Hanpukniag, emoapro Ha ekcriopT /
iMNOpPT, BantoTHI 0OMEXEHHS Ta iH.);

e) iHwi obcTaBuHKU, sIKi He 3anexaTtb Big CTOpiH, sKWo Ui obctaBnHM Ges3nocepenHbO
BMJIMHYNN HA BMKOHAHHA gaHoro [Joroeopy.

HasiBHicTb Ta TpuBanictb ob6cTaBuH HenepebopHOi cunn niaTBEpPAXYETbCA TOpProeo-

NPOMMCNOBOIO NanaTol YKpaiHw.

7. [JopaTkoBi ymOBM HagaHHA niaTpumkn BeHpopom:

7.1.

7.2.
7.3.

[MakeTn TEXHIYHOI MiATPUMKN KYMyOTbCA Ha CTPOK HE MEHLUE OAHOro poKy Ha BeCb obcsr
NPOAYKTIB, AkMMM Bonogie KnieHT. [MpuabGaHHA NigTPUMKM Ha YacTMHY MNPOAYKTIB He
A0MNYCKaETbCS.

Mig TepmiHOM «pik» crig po3ymiTu nepiog y 365 kaneHgapHUX AHiB.

Mig Yac npnadaHHA TEXHIYHOT NiIATPMMKN KITIEHT MOBUHEH BOMNOAITU YUNHHMMW MiLEH3IAMN Ha
Becb BuaaHum ooesar M.

8. OHOBRNEHHA.

8.1.

8.2.

Yac Big 4acy Bepop mMoxe HagaBaTu OHOBFIEHHS, MoAepHi3auil, natdi, BUNpaBreHHSA
NOMUIOK Ta iHWIi mogmdikauil ona noninweHHa MM («OHoBREHHS»). 3aMOBHUKY MOXe
3HapgobuTtuncsa sctaHosnt OHOBNEHHS WoO6 npogoBxKyBaTu Bukopuctosysatu M1,

Mig OHoBNEHHAM MaeTbCs Ha yBa3i 0e3KOWTOBHE HafaHHA niueH3in Ha HOBi Bepcii
npoayktis. OHOBNEHHA He BkNo4Yae pobiT BeHgopa (KpiM KOHCYmbTaUiMHWUX MOCNyr), SKi
MOXYTb ByTN NOB’A3aHi 3 yCTAHOBKO, HanawTyBaHHAM Ta TECTYBaHHAM OHOBJIIEHHS.
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