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1. CnpaBoynas uHgopmayus

TepMuH, cokpaweHue

Onpedenerue u pacwugpobka

llonb308amens Konmakm-LleHmpa, 3aHumarwuucs odpadomkou

Onepamop )
bxodswux uucxodawux odpaweHuy
llonb308amesns Konmaxkm-LleHmpa, omBeyarwwul 3a
ynpabseHue npoyeccom

Cynepbu3zop

odcayxubaHus odpaweHud u KOHMPOAUpYLWUU padomy
onepamopob

Mernedxep no koHmpo/w

llonb308amens Konmakm-LleHmpa, npou3Bodsawuu oyeHky

ka4ecmbBa
kayecmbBa

odpadomku Bbi30808 onepamopamu

CompydHuk koMnaHuu 3aka34ukd, 3aHUMAKWUUCA MEeXHUYeCKUM
AdmuHucmpamop odecneveHueM (admuHucmpupoBaruem) padomsl KoHmakm-

l{enmpa

Koumaxkm-LleHmp

Cucmema no3Bosswwas ocywecmBaams npuem, odpadomky u
ucxodswue Bb130861 no 2on0c0BbiM kaHasnam cBazu Ha dase
npomokoaa IP/VPN

lnarnupobuyux pecypcob

llonb308ameny nodcucmemsr WFM, npousBodsawuu
popmupoBarue pacnucaHut onepamopob Ha ocHoBe daHHbIX No
padome KOHMAKMHO20 UeHmpa

llpoepammHbil menegoH

llpoepammHoe npunoxerue, Bxodauwee 8 cocmab Konmakm-
l{enmpa. fonxeHn npedcmabaams codou BupmyasbHoe padoyee
mecmo onepamopa, nosbBoiswuee BsinoiHames Bce HeodxoduMsie
deucmbus no odcayxubBaHuw odpaweHuu, nocmynarwuwux 8
Konmakm-LleHmp, 6 mom ducne opeaHu3zoBsiBams mese@oHHYH
cBs3b ¢ adoHenmamu T@Oll u dpysumu nosb3oBamensmu
Konmakm-LleHmpa

Bxodawuu 6Bb1306

Bbi306, uHuyuupobBaHHsil aboHeHmoM BHYympeHHeu cemu uAu
ToOll Ha Homep menegoHa KoHmakm-L{eHmpa

Ucxodawut Bb1306

Bb1308, uHuyuupoBarHeiu nosb308amenem KoHmakm-LleHmpa
unu 0dHuM u3 koMnoHeHmoB Konmakm-lleHmpa Ha Homep
menegoHa adoHeHma BHympeHHeu cemu uau T@Oll

= Habbiku Hadop 3Harnul u ymeHuu onepamopa, HEoOxoduMbix GAS
g nonyveHus um Bei306a u3 kakou-udo ovyepedu KoHmakm-
é l{enmpa
UHmennekmyansHas Pacnpedenerue Bviz08a no pa3nuvHsiM 2pynnam onepamopob
Mapwpymusayusa 20/10cobsix | Ha ocHoBaHuu uHmMe/NAeKkMYya/bHO20 aHa/u3ad UHHOpMAyUU O
g Bs130808 380HKe
S "
s LocmynHocms cucmemsi Bpemsi padomocnocodHocmu cucmemsl 8 onpedeiéHHOM
a
Q
2 uHmepbBane BpemeHu
8
= TexHuyeckas noddepxka Hadop ycaye, HanpabrernHsix Ha mMuHumuzayuw BpemeHu
BoccmarobreHus
S
Q
=
2 Jver
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[on. uHs.

lModnuck u dama

TepMuH, cokpauweHue Onpedenerue u pacwuppobka

docmynHocmu cucmemsi npu Bo3HukHoBeHUU HewmamHsix

cumyayuy

Karnan cBasu Cucmema mexHudeckux cpedcmB u cpeda pacnpocmpaHeHus
cueHanob dna nepedayqu daHHbIx.

IVR Interactive Voice Response — cucmema zonocoBoeo
camoodcayxubaHus

SIP Session Initialization Protocol — npomokosn ycmaHoBieHus
ceaHca

WFM Work Force Management — nodcucmema ynpabrerus

mpydobBeimu pecypcamu. OduH u3 komnoHeHmoB KoHmakm-

L{enmpa
TeoOll TenegoHHas cemb oduwezo no/ib30BaHus
Skill-based routing Mexaru3m pacnpedeserus Bbi30608 Ha onepamopoB Ha ocHoBe

ux Habbikob

CalleriD Homep Bbi3siBawueco adoHeHma.

M llodcucmema zo/n10c08020 MeHKw

ASR/TTS Automatic Speech Recognition / Texf-To-Speech — cucmema
pacnosHabaHrus /cuHmesa pedu

KPI Key Performance Indicator — knw4ebsie nokasamesu
3pgpexkmubHocmu

IP Mapwpymuzupyemsid npomokos cemebozo ypobHs

VPN Virtual Private Network — BupmyasbHas vyacmHasi cemb

ATC ABmomamuyeckass menegoHHas CMaHyuUs

DTMF Dual-Tone Multi-Frequency — moHa/bHeIU HAdop

TcP Transmission Control Protocol — npomokon ynpabreHus

nepedayey GaHH»bIX

ubpP User Datagram Protocol — npomokosn nosb308amensckux
damaepamm
VolP Voice over IP — mexHonoeus nepedadu eosnoca B cemsx ¢

nakemHou komMymayueu

NAT Network Address Translation — npeodpa3oBarHue cemebbix
adpecob
SMS Short Message Service — mexHosnoeus, no3bBosswwas

ocyuecmBiams Npuém u nepedady KOpPoOMKUX Mekcmobsix

000w eHUU ¢ noMowbr comobozo mesegoHa.

E-mail JnekmpoHHas no4ma

Full-Duplex Pexum padomsl kaHana cBszu, kozda nepedaya daHHsIX

moxem npouzbBodumbca 0dHoBpeMeHHO C NPUEMOM GaHHbIX

SRGS Speech Recognition Grammar Specification — ¢opmam

Jner
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TepMuH, cokpaweHue

Onpedenerue u pacwuppobka

epammamukyu pacnosHabarus pedu B cneyugukayusx

koHcopyuyma W3C.

HTML HyperText Markup Language — cmaHdapmHsIU A3bIK pa3Memky
dokymeHmob

FCR First Contact Resolution — ouyeHka ycnewHocmu pe3y/Lmama
nepBozo BzaumodedcmBus onepamopa ¢ K/AueHmoM (coe/nacHo
cmandapmy ENI15838:2009)

Quality IVR Cucmema, npedocmabasawwas Bo3moxHocmb adoHeHmMYy ¢

nomowbr cucmems VR oyeHums kavecmBo odcayxubBaHus no

OKOHYGHUU 00UjeHUs € onepamopom.

Service Level

Ypoberr odcnyxubarus cepbucHoU NUHUU

lAK llpoepammHo-annapamHsIl KOMNAGKC
Cucmema llpoepammHo-annapamusll komnaekc Call-yenmp “Infinity”

%
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lModnuck u dama

UHe. Ne nodn.
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2. Odwue nonoxeHus
2.1 OcHoBanue dns paspadomku
Hacmosawud mexHopadoyuu npoexkm paspadamsibaemcs 6 pamkax cozdavua «KoHmakm-
Yenmpa» ¢uauana A0 «MPCK Llewmpa»-benzopodiHepzo.
TexHopadoy4uu npoekm paspadomaH Ha ocHoBaHuu caedyrwuwux dokymeHmoB:

e [lozoBopa N°3100/12782/19 om 11.06.2019 mexdy [TAO «MPCK Llenmpa» (gpuauan MMAO «MPCK
L{eHmpax»-«benzopodaHepeo») u 000 «/lodxuk TE/l» Ha Bsino/HeHue npoekmHo-
u3bicKame/bHblX padom,

e JexHuyeckozo 3adaHusi no dopadomke mMexHopado4yezo nNpoekma
(3100/32663/13.NHKI1.465277.775.01.04.01 AO) no cozdaHuw «KoHmakm-LleHmpa» dns

punuana NNAO «MPCK Llevmpa»-«benzopodsHepeo», ymbepxdeHHo20 3aKa34UKOM.

UcmoyHukomM ¢uHaHcupoBaHusa cozdanus u dasbHeuweu 3kcnayamayuu «KoHmakm-LleHmpa»
abaswmca codcmBerHsie cpedcmBa TAO «MPCK Llenmpa» (¢puauan [NAO «MPCK LleHmpa»-
«besneopodsHepzo»).

TexHuveckue peweHusi, npuHamsie 6 HacmosweM mexHopado4eM npoekme, coomBemcmbByrom
mpedobaHusiM 3K0N02UHECKUX, CAHUMAPHO-2U2UEHUYECKUX, npomuBonoxapHsix u dpyaux HOpM,
dedcmbyrwuyux Ha meppumopuu  Poccuuckoud  Pedepayuu, u odecnevubBawm de3zonacHyrw
dna xusHu u 3dopobesi fwdeu 3kcnayamayuk odopydobarus «Konmakm-LeHmpa» npu

c00/1deHuUU NpeadycMOmPeHHsIX MEXHOPadoYUM NPOEKMOM MEeponpusmudy.

TexHopado4uu npoekm paspadomaH B8 coomBemcmbuu ¢ deucmbyrwwumu Hopmamu u flpabunamu, a
makxe BedomcmbBeHHbiMU HopMamuBHeIMU dokyMeHmamu, npabusamu u cmaHdapmamu,

peenamermupyrwuyumMu npoekmupobarvue u cmpoumesscmbBo o0dvekmob cbazu.

Tnabueid uHXEeHep npoekma % A. A. Cagapob

Jner
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Hon. uHe. Ne

lModnuck u dama

UHe. Ne nodn.

2.2 HcxodHeie daHHeie dns npoexkmupoBanus

2.3 [enepanbHeid npoekmupobuwuk

donycke k onpedeneHHomy Budy usu Budam padom, komopsie okassiBawm BiusHue Ha Oe3onacHocmb
00bekmoB kanuma/sHozo cmpoume/scmbBa (PezucmpayuorHsid Homep [1-4-14-0199)) no 3akazy

[TA0 «MPCK Llenmpa» (¢puauan MMAO «MPCK LleHmpa»-«benzopodaHep2o»).

11

TexHuyeckoe 3adaHue 2 1 31 158 Ha dopadomky mexHopado4yezo npoekma
(3100/32663/13.NHKI1.465277.775.01.04.01 AO) no cozdaHuw «KoHmakm-LleHmpa» dis
gunuana A0 «MPCK LleHmpa»-«benzopodsHepeos,

Omyem no npednpoekmHomy o0cnedoBarHuw B pamkax mexHopado4eeco nNpoexkma:

«lo3daHue «Konmakm-Lenmpa» dna ¢uauana NAO «MPCK Llenmpa»-«beneopodaHepaox»»,
UcxodHbie daHHble, nonydeHHsie om 3aka3yuka 8 npoyecce npoekmupoBaHus;

Mamepua sl uzsickarHul u coenacobarud, npobedeHHsie 8 padodem nopsidke;

TexHuyeckas u 3kcnayamayuoHHas dokymenmayusi 3aBodob-uzzomobumened Ha

ucno/b3yemoe odopydobaHue.

Hacmoswud mexHopadoquld npoexkm paspadomar 000 «/lodxuk TE/l» (CBudemesscmbBo o

Jner
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3. lens u HasHayeHue padomsi
lenbrw padoms s8ssiemcs pa3padomka mMexHUYECKUX peweHul U Bsinyck mexHopadod4ezo
npoekma no co3zdaHuw «KoHmakm-Lenmpa» ¢uauana 1AC0 «MPCK Llenmpa»-«benzopod3Hepzox».
lenbrw cozdarHua «KoHmakm-L{enmpa» s6asemcs:
® nepexod Ha HAGexXHYw NAam@opMy;
o yBesnuyveHue konu4ecmba padodux mecm onepamopol KoHmakm-yeHmpa,
o ybBesuyeHue QyYHKUUOHA/NbHOCMU U yaydweHue kademBa padoms KoHmakm-LleHmpa.
bnazodaps npumerneruw aBmomamu3upobaHHol yeHmpa/uzoBaHHoU odpadomku daHHbix Oydem
odecneqdeHa Bo3moxHocmb 3@@exkmubBHO U € MUHUMA/AbHbIM y4acmueM compydHukob yvumsiBams
uHduBudyaneHeie nompedHocmu kAueHmoB, a 3a c4em onepamubHocmu odpadomku Bxodswux
odpaweruld kaueHmoB — ocywecmbBasme paHHee BbiabBreHue puckoB u nomeHYUAIbHbIX
Bo3moxHocmeld kamnaHuu
Co3danue «KoHmakm-Llenmpa» 3akawvawmcs 8 caedywuem:
® nepexod Ha HaGéxHYw coBpeMeHHYW NAam@opmy;
e BHedpeHue cucmemsi pezepbupoBarus;
o yBesnuyveHue konudecmba padodux mecm onepamopol «KoHmakm-L{eHmpa,
e pa3Bumue uHmepakmuBHsix cepbucob;
o ybBesuveHue PYHKYUOHANLHOCMU U yayduweHue kadecmba padomsi «KoHmakm-L{eHmpa»,
® y/yqweHue cucmeM KOHmpo/asi u npousBodume/bHoCcmU.
OdopydobaHue «KoHmakm-Leumpa» guauana [IAO «MPCK Llenmpa»-«besnzopodiaHepzo»
bknwqaem 8 ceda TexHudeckyw n/aowadky:
o TexHuyeckasa naowadka ¢uauana [N1AO0 «MPCK Llenmpa»-«benzopodsHepeo» no adpecy: .

beneopod, ys. lpeodpaxerckas, d. 42.
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4. TexHo/so2u4ecKkue peweHus
llypkmom 4 madauysr N7 [pukaza MunHucmepcmBa uH@poOpMayuoHHbIX mexHoAo2uu u cBa3u
P® om 17 Hosadpsa 2006 2. N 142 "00 ymBepxdeHuu u B8edequu 8 deucmbue Pocculckou cucmemsl U
naaHa Hymepayuu” duanaszoH HomepoB 130X - 139X Beidenen dns ucno/sw3oBaHus UHGOPMAYUOHHO-
cnpaboyqHsiMu U aBapulHeiMu CAYXOaMU.

Ans aBapudHeix cayxd 3nexkmpocemu B pamkax BslweykaszaHHozo duana3oHa Homepol
3akpennéHd duana3oH 135X.

B 2012 eody Ha ocHoBanuu docobopa c¢ [IAO «Pocmesnekom», Homepa 1350 u 1351
3akpennersl 3a [IAO «MPCK Llenmpa» dns npuema 360Hko8 nompedumesneu 3/nekmpo3sHepeuu 6 11
pezguoHax.

llpuém u odpadomky 360Hk08 npouzbodum «Kovmakm-Lenmp» [IA0 «MPCK LleHmpax,
pacnonoxenHsil 8 2. benzopode.

(xema B3aumodeucmbBusi ducnemyepckux nyHkmob ¢ «KoHmakm-LleHmpoM» u
nompedumesiMu 3/1ekmpo3Hepeuy npedcmabieqa Ha cmpaHuye 55 Hacmoswezo Toma
mexHopado4e2o npoekma.

BzaumodedcmbBue nompedumesed 3-0 kamezopuu ¢ ducnemdepamu P/l npou3zBodumcs
UCK/IYUme/IbHo Yepe3 onepamopol «KoHmakm-yeHmpa» ¢ ucnoib3oBaHuem Homepa 1350.

Bzaumodeucmbue cayxo guauana ¢ MYC npoucxodum ¢ ucnosb3oBaHuem npsambix KaHa/nob
cBasu (UYC <-> UYKC u PAMN <-> EAAC) v menegpoHHozo Homepa 1351 ¢ Bo3mMoxHocmsh
npuopumem+ozo docmyna k onepamopy («KoHmakm-ueHmp» <—> «L{0B»).

Ans  npedcmaBumeneld admuHucmpayuu pavoHoB v ynpabaswwux KOMNAHUU, MAakxe
ucno/sb3yemcsi menegoHHsll Homep 1351 [aa kaxdod u3 yka3zaHHou Beiwe kameeopuu adoHeHmoS,
onpedeneH cBou kod donosHume/ibHo20 Hadopa, No KomMopoMy ocyuiecmBasemcs npuopumemHbIU

docmyn k onepamopy «KoHmakm-yeHmpan.

o

I - - - -

S llompedumensim 1-0 u 2-0 kameeopuu, a makxe abapuuHsiM U 3IKCMPEHHbIM CAYXOaM, 4n5

=

(e]

N 6zaumodedcmbBus ¢ ducnemvepamu Pl BeideseH cneyua/ibHell HOMEP, YHUKA/AbHLIU 018 Kaxdozo
pauoHa 3nekmpuyveckux cemed. focmyn k Hemy ocywecmBiasemcs depes a/n2opumM @GuabmMpayuy

®©

g

3 b6xodawux 6e130606 no Homepy adoHeHma, coenacHo YymBepxdeHHO20 CNUCKA, 4YMO UCK/AKYaem

S

a

§ Bo3moxHocme do3BoHa k ducnemyepy Hexesname/bHeix adoHeHmoB. [lpu Hadope cneyua/ibHO20

Q

(o] -

= Homepa, adoHeHm abBmomamudecku nepeadpecobeiBaemca Ha menegoHHsIU annapam ducnemyepa
coomBemcmByrwwux pauoHHsIX 3/ekmpuveckux cemed.

8

Q

=
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Bzaumodeducmbue «Kovmakm-uenmpa» ¢ PAMN u LYC ocywecmBasemca ¢ ucnoss3oBaHuem
npou3BodcmBeHHo-mexHoM02UYeCKOU — menegoHHou — cemu  cBs3u, a  makxe  BHympeHHezo
uHgopMayuoHHoeo pecypca «llopmas KoHmakm-yeHmpax.

TenegornHas cbsa3w mexdy PAIl UYC u PAY opeaHusoBana c¢ ucnosb3oBaHueM npsmbix
kaHaob.

UY9C u PAMN dna cbsasu ¢ pemoHmHeiMu Opueadamu u O0Bb6 ucnoswsywm cpedcmBa
paduocBssu, a makxe kopnopamubryw comobByw cBa3b ¢ npumeHeHueMm mexHosnozuu FMC.

llpoekmom npedycmampuBaemcsa cozdaHue «KoHmakm-Lenmpa guauana 1AO0 «MPCK
l{enmpa»-«besncopodsHepzo» Ha daze [lpoepammHo-annapamHozo komnaekca «ATC UHgpurumu
Koumaxkm-L{eHmp», 4mo no36oaum nosHocmsi BsinosHums mpedoBaHus Kk QUHKUUOHA/LHOCMU,
onucarHsie B [lpunoxenuu 2 mexHuyeckozo 3adaHus (no coesacobaruw ¢ 3aKA34UKOM, PYHKUUS
uHmeepayuu lNAK «ATC UHpuHumu KoHmakm-yeHmp» ¢ npoecpamMMHsIM odecneyvyeHuem Verme WFM
dydem peanuszoBaHa BHe pamok daHHo2o npoekma).

CmpykmypHas cxema «KoHmakm-Llenmpa» guavana 1AO0 «MPCK Llewmpa»-besnzopodiHepzox»
npedcmabneHa Ha cmpaHuye 56 Hacmosiwezo Toma mexHopadod4ezo Npoekmd.

lpu co3daruu «Koumakm-Llenmpa» @uauana [TAO «MPCK Llenmpa»-«benzopodsHepeo»
npedycmampuBaemcs npucoeduHeHue npoekmupyemozo odopydobaHusi [lpoepaMMHo-annapamHozo
komnnekca «ATC MHpuHumu KoHmakm-L{enmp», 8 cocmabBe uHmensekmya/bHo20 KOMMYmMAamopa
MARS-8 pro (KATC «M-200») u cepBepoB (2 komnsexkma) no npomokony Ethernet 10/100 Base-T k
cywecmbyrwweu /IBC [IAO «MPCK Llenmpa»-«benzopodaHepzo» nymem BkawdeHuss ux 6 nopmsi
kommymamopa Ne5 Cisco Catalyst 3750-48R (25,26,27 nopmsel RJ-45 ) v kommymamopa N°6 Cisco
Catalyst 3750-48R (25,26nopmsl RJ-45 ), pacnonoxenHsix 8 cywecmByrwwenm 19" wkagpy TK N°2.

lpucoeduHeHue k mesegoHHoU cemu odwezo no/b3oBaHusa (TeOll) k npoekmupyemold MARS-8

pro (KATC «M-200») ocywecmBisemcs no namu npoekmupyemsiM nomokam E1 no npomokony G.703

2 yepe3s cywecmByrwwyrw YITATC “CS 1000 MG” ¢uruana [TAO «MPCK Lenmpa»—«benzopodiHepaox.

o

S TexHu4eckue xapakmepucmuKku NPoeKmMUPYeMo20 UHMe/NNeKMyYaibHo20 KOMMYmamopa

=

(e]

N MARS-8 pro (KATC «M-200») npedcmaBreHsl Ha cmparHuyax 34-36 Hacmosweeo Toma
mexHopado4eco npoekma.

®©

,‘§ K «llpoezpammHo-annapamHomy komnaekcy «ATC WHguHumu KoHmakm-L{eHmp»

S

g ocyuecmBasemcs nodkawyerHue cyuecmbyrwuezo odopydobarus 110 padovyux mecm onepamopob u

Q

S «Konmakm-L{enmpa» 4depe3 cywecmByrwuwyrw /1BC v CKC [TAO «MPCK LleHmpa»-«benzopodiHepeo» u

g

=
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lNAO «MPCK Llewmpa u [lpuBonxbs». [lodkawdeHue HoBozo odopydoBaHua padoyux mMecm
onepamopoB He mpedyemcs.

Takxe k «llpoepammHo-annapamHomy komnaekcy «ATC UHguHumu KoHmakm-L{enmp»
ocyujecmBrsemcs nodkawyeHue cywecmbywuezo odopydobarus 52 padoqux mecm cneyuasucmob-
cynepBuzopob «Konmakm-LleHmpa» u nodk/awdeHue dns Hux 52 npoexkmupyemsix mesnegoHob SIP
Yealink SIP-T21P E2 yvepHbid (52 wm.) 4epes cywecmByrwwyr /1BC u CKC [TAO «MPCK LleHmpa»-

«benzopodsHepeo» u [1AO0 «MPCK Llenmpa u lMpuBoixesi».

4.1 PasmeweHue odopydoBaHus

Ha TexHu4eckou nnowadke @uauana A0 «MPCK Llenmpa»-«beneopodisHepzo» no adpecy: e.
beneopod, ya. lpeodpaxerckas, d. 42 npoekmupyemoe odopydoBaHue pasMecmums:

- UHme/nnekmyabHLId kommymamop  MARS-8 pro (KATC «M-200») (1 komnsekm) 8
nomeweHuu 317 (/lunedHo-annapamnsii 3a4) 8 cywecmByrwuwem 19 wkapy N3 (2311x700x800);

- cepbBepa (2 komnaekma) 6 nomeweruu 317 (/lunedHo-annapamHeit 3a4) 8 cywecmbBywwem 19"
wkagy N°9 (2311x700x800).

llnaw pacnonoxeHusi npoekmupyemozo u cywecmbyrwuwezo odopydobaHus Ha TexHu4Yeckou

naowadke npedcmabnensl 8 Tome 2, KHuza 1 Hacmosiwezo mexHopadovezo npoexkma.

Jner
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4.2 Odwas npunyunua/sbLHas cxemMa apxumekmypsl U cxeMa UHMe2payuoHHsix cbsseu
Odwas npuHYUNUA/IbLHAS CXeMa apxXumekmypsl NPO2paMMHO20 - KOMn/Aekca MH@uHumu

npedcmabnena Ha Puc. 1

TOOM (TenedoHHaR
ceTs 00LWero NonNs308aHua
unu ATC)

Cepsep Buaxec-norukum

Cepaep Tenedoxuu InfinityContact-Center

B3G- cepsep

Cepaep nnardopMs! Cepeep Buikec-normim

16

Infinity Call-Center X Infinity Ca(‘-cemer X
v
o N
5]
T
. =
5 @
S)
Emall Messengers
sepeep 0azwl gaHHLx PostgreSQL Fd
©
IS
®©
o
s
§ Puc. 1 ﬂpUHuunua/IbHaFI cxema apxumekmypsl NpoepamMMHO20 - KOMN/iekca MH¢UHUI77U
=
S
o
=
S
<)
S
2 Jluer
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Ha Puc. 2 npedcmabreHa cxema uHmeepayuoHHsix cBsazed.
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Puc. 2 (xema uHmezpayuoHHsix cBsized.

5. OcHobHbie ¢pyrkyuu cepBucHou naamegopmel Infinity
5.1 Odwui ¢pyrkuoHan cucmemsi
lpozpamma Infinity paspadomara poccuickol komnarueld «HHmesnTenekom» (cBudemesscmBo
0 peeucmpayuu npoepammsl dns IBM Ne2006611295 om 17 anpens 2006 zoda, cceinika Ha eduHblU
peecmp pocculckux NpoepamMM G451 31eKMPOHHbIX Bbl4UCAUMEIbHbIX MAQWUH U 0a3 JaHHbIX
MuHkomcBssu P®).
Cucmema odecneyubaem:
e (Opzaruzayuw abBmomamuyeckozo pacnpedesneHus mene@oHHsix Bb130606 no yesnebsim
epynnam, 8 coombemcmBuu ¢ 3adaHHeiMu npabunamu odcayxubarus 66130606,
e Onmumu3ayuw pacnpedesneHus menegpoHHou Hazpysku no B3aumodeucmburw ¢ kAueHmamu
Mexdy compyGHUKAMU;
e Bo3moxHocms co3danusi IVR ¢ nepeHanpabreHuem Bbi30606 no aszopummam, peanu3oBaHHbIM
6 coomBemcmbBuu ¢ HE0Ox0GUMOCMbK KOMNAHUU;
e  YnpabreHue yvemHbiMU 3anucsmMu onepamopob u dpyeux nosis3oBameseu cucmeMs B

pea/ssHoM BpemeHu;

Jner
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e [lonyveHue AdmuHucmpamopom uH@opmayuu o padome, B pexume pea/bHoco BpemeHu, d/s
onepamubBHozo naaHupoBaHus padomsi onepamopob;

e (OdecnequBaem ymeHbweHue nponyueHHsix U nomepsiHHbix Bb130808 nymem koHmpo/s co
cmopoHsl AdmuHucmpamopa u 0/nazodaps 3¢pexkmubHo HacmpoeHHomy cyeHapuw VR 68
coomBemcmBuu ¢ T3 3akazyuka;

o [lonyvenue cmamucmuveckux omyemoB no padome;

e Onmumu3zayuw padoms! nymemM koHmMpo/as Had cmamycamu onepamopob Komnsekca co
cmopoHsl AdMuHUCmMpamopa,

e Bxodawue u ucxodawue menegpoHHsie Bbi30861 om/k adoqHenmam T@Oll 6 pydHom pexume;

o 3anuck Bcex menegoHHbix coeduHeHuU B aBmomamuveckoM pexume 0e3 02paHUYeHUs Nno
konu4ecmbBy kaHanob;

e Kosnuwecmbo kaHanob IVR, 3anucu, koaudecmBo nodkawyaemsix k cucmeme |P-menegoHob,
BHewHux U BHYMPeHHUX /AUHUU, He 02paHUYeHo /UyeH3uld (HeozpaHu4eHHoe ko/audecmBo

6xodum B komnnexm nocmabku.

511IVR
Cucmema IVR npednacaem npocaywams — uHgopmayuw, odecneqyuBaem  Bo3mMoxHocmb
uHpopmupobaHus adoHeHma o pac4emHom BpemeHu oxudaHus omBema onepamopa. B cayqae
npebbiweHus pacdemHozo BpemeHu 3adanHou Besuyquwsr — cucmema VR moxem npouzpams
adoHeHmy UHGOPMAayUOHHOE cooldueHue, npedroxums 3akasams BcmpeyqHsit 36oHok unu eonocoboe
coodueHuu, u pasopbams coeduHeHue.
/lodou 661308 moxem Obimb nepeHanpabrern Ha IVR ¢ nomowbw credywwux MexaHu3Mob:
e [lpabuna Bxodsweu mapwpymuszayuu. /ool Bxodawul 61308 AdoHeHma nocmynaem Ha
Fnabueiy B6xodswuu IVR. [lymem donosHumesbHoU Hacmpolku cyeHapus Bxodawuu 38oHok Moxem

Obimb nepeHanpabsern Ha nwdolu akmubHbl cyeHapuu IVR;

= e  PyyHoe nepeHanpabaeHue. /lwdou nosb3oBamess cucmemsl Moxem nepeHanpabume /wO0U
(e]
S|
6b1306 Ha IVR;
: e  Bo3moxHocms pedakmupoBaHus cyeHapus IVR AdmuHucmpamopom;
©
° e BosmoxHocmes ucnosib3obanusi 6 IVR meHnw komnoHeHmo8 cuwmeza u pacno3HabBaHnus pe4qu
a
Q
2 (nocpedcmBom uHmezpayuu ¢ cepBucom Sndexc Speech Kit (TTS u ASR)).
g
S
Q
=
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5.12 Ovepedb oxudarus
Cucmema no3Bossem:
e  pacnpedesams nocmynawuue Bs130861 Ha omBemcmBerHsix MeHedxepob;
o ydepxubBamb kaueHmoB Ha suHuu 8 mo Bpems, koeda Bce onepamopsl 3QHAMbI;
o  uH@opmupoBamb knueHma o ezo no3uyuu B ovepedu, npumepHom BpemeHu omBema;
®  npednoxums 3akasams 00pamHeid 38oHok unu eonocoBoe cooduweHue;

e  3anycmumb npou3bBosbHeil IVR-cyeHapud.

5.1.3 Ucxadswue komnarnuu
Modysns  ucxodswux komnavud Moxem no3Bosams  npouzBodums  00360H Jo/bwozo
konu4ecmbBa kaueHmoB 6 aBmomamuveckoM pexume € 3az2py3kou 0a3 daHHsix U3 BHewHux @aunob u
6 cayvae ux docmynHocmu, nepeBodums 6bi306 Ha onepamopa.
Bo3moxHocms mModyw:
o  BwBodumb npu coeduHeHuu onepamopy GopMy 48 3AN0/AHEHUS Pe3y/bmama ¢ Nodcka3skamu.

o [lony4ums peszyssmam npobederHus 0036oHa ¢ demasusayuel nepezobopob.

5.14 Ananuzamop abmoombemob
lpedycmomperna Bo3moxHocms npuodpemeHus dono/iHUME/IbHO20 MOGY/A, Komopsiu no3Bossem
anasuzupobamp HeeonocoBou mpaguk do coeduHeHuss B pamkax ucxodawux kamnaHuu das moeo,

ymodsl He nepebBodums HekoHmakmHbsle Bbi308s1 Ha onepamopa.

5.15 ABmomamuveckoe onobeweHue
Modyse onobeweruss nozbosnsem 6 abmomamuveckom pexume 0038oHums Odosbwoe kosnuvecmbo
kaueHmoB u doBecmu do Hux kakyw-Audo uHpopmayuw 8e3 ydacmus onepamopa.
llapamempsl Modynsa:

e  YkazaHue BpemeHHozo uHmepBasa dns npoBederus onoBeweHus.

o
I
Z e  3JasnoxeHa BosmoxHocms npouzBodums umnopm cnucka adoHeHmob u3 gausna gopmama .x(s.
(e]
S, -
e YkaszaHue kosnuvecmBa ucnosb3yemsix AuHUU B npoekme.

o o  Bo3moxHocme ¢opmupobarus omyema o npode/saHHOU padome.
g
© .
° e  Bo3moxHocms ucnonb3obarus cepbuca cuHmesza u pacno3Habanus pequ Yandex.SpeechKit.
a
Q
S
=
Q
(o]
=
8
Q
=
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5.16 onocobas noyma

Infinity no3Bossem ocywecmBaamb 3anuck U xpaHeHue 20/10cobBbix coodueHul 0e3 npsMo2o
coeduHeHusi ¢ Bbi3biBaemeiM  adoHeHmom uAu  epynnod adoHeHmoB (Hanpumep, 6 ciyyae ezo
HedocmynHocmu uAu  3aHsmocmu). Baadesey sAwuka zonocoBou  nodms  Moxem npocaywuBams
xpaHauwuecs 6 Awuke coodwernua no3BoHub Ha cayxedHell Homep. Cucmema odecneyqubaem
Bo3moxHocmes u3zmeHeHus npal docmyna k Awukam Hacmpouka makux Awukob ocywecmbBasemcs
AdmurucmpamopoM, cynepBu3zopomM cucmeMsl UAU  UHXEHepoM HcnosHumens no npedBapume/ibHou

dozoBopeHHocmu.

5.1 7 3anucu paszzoBopob
lpedycmompera Bo3moxHocmes Hacmpolku npabBus zanucu (Bk/iwdeHue u OmK/WYeHUe 3anucu)
no /10oMy U3 nepequc/IeHHsIx Kpumepueb u ux coYemaHuy:
e  Hanpabrerue;
o  AdoHeHm A;
o  AdoHeHm B;
e [flama (c no);
e Bpems (c no);
e [leHb Hedeu.
focmyn «k Odawky 3anuced paszeobopob v npabusam ux 3anucu npedocmabasemcs
AdmuHuCcmpamopy.
®opmam 3anucaHHeix @auno8 WAV. B cucmeme npedycmompeHa BosmoxHocmb Beidopa

kodeka PCM unu GSM.

5.18 CHumku 3kpaHa
lpedycmompera Bo3moxHocms Hacmpouku npabus 3anucu (Bk/AwYeHue U omMK/AKYeHue
CHuMK0B) no oMy U3 nepequc/eHHsIx kKpumepueb u ux coYemaHud:
o [losbzoBamess,
e [pynna;
e  Poss;

e  (mamyc;

Jner

WHs. Ne noon.
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BapuaHmsl Hacmpoek:
e  UnmepBan (om 1 cek);

e  QPopmam u300paxeHUs:

e Png
* Jpg
o (Gif
e Bmp
o Tif

e KavecmBo cHumka (8 npouexmax, om 100 do 7).

519 ynkyuonan odpadomku 3/1eKMPOHHOU NOYMsI
Ha cepBepe cywecmByem Bo3moxHocms Hacmpoums cAedywwue npabusa mapwpymulayuy
3/1eKMPOHHOU NOYMb:
e  PacnpedeneHue nucem B odwyw oyYepeds co 3BoHkamu;
e  PacnpedeneHue nucem B omde/sbHyw o4epeds, ¢ HacmpauBavuem npabusn abmoomBema u

mapupymusayuu 8 3abucumocmu om padodeco/He padodezo BpemeHu.

B cucmeme npedycmompeHsr HacmpauBaemsie wadsoHsi omBema, Bo3moxHocms npucBoeHus
cmamyca <«odpadomaH» coodweHusM, @ukcupoBaHue B npusHakax odpadomku coodweHuu PUO
Onepamopa, damsi u BpemerHu omBema.

Ha cepBepe aBmomamuvecku gopmMupyemcss omde/bHAs cmamucmuku (ucmopusi nepenucku ¢
BoamoxHocmbo ee npocmompa) no E-mail coodwenrusm.

Modyss odpadomku nucem BcmpoeH 8 eduHoe padoyvee okHo onepamopa, ¢ eduHbiM Bxodom.

llpu nocmynneHuu nucbma KL moxem denams 3anpoc Bo BHympeHHww u BHewHww bM, u 6
caydae HaxoxdeHuss daHHo2o adpeca 3/1ekmpoHHou nodmsl 8 coomBemcmByrwowed madiuye, cucmema
no3Bossem BsinosHums HTTP 3anpoc Ha padodem mMecme onepamopd, HA KOMOpPO2o pacnpedesiufloch
danHou nuceMo ¢ nodcmaHobBkou 6 3anpoc adpeca 3/1ekmpoHHOU no4msl omnpabumens.

Uncmpymenm  «3nekmpoHHass no4ma»  npedocmabasem  AdmuHucmpamopy — B03MOXHOCMB
¢opmupoBarua wadnoHa coodueHus G451 kaxdou uz epynn onepamopob.

llpedycmompeHa BosmoxHocms no  Haxamuw kHonku 6 uHmepgeuce padomsi € NOYMoOU
BeinonHums cayxedHsid cyeHapud. OH no3Bossem 6BsinosHums npousBosbHeiy HTTP-3anpoc u mMoxem

ucnosb308ams donosHume/ibHele koHcmaHmsl: [D-nucema, 10 nosb30B8amens, e-mail.
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llpedycmomperna BozmoxHocms npu noaydeHuu HTTP-3anpoca 3adaHHozo Buda u codepxawezo
danHsie 1D - nucema u 1D — nosnb3oBamenss pa3bepHyms HaQ 3KpaHe U KOHKPEMHO20 no/Ab308amens

HeodxoduMoe NUCbLMO.

5110 ®ynkyuonan onyuoHasbHo20 Modyns «36oHok ¢ caumax»

B npoepammHom obecnedeHuu 3anoxeHa Bo3MoxHOCMbL NO pasMeweHUw Ha cadme 3aka3zqyuka
cneyua/nsHoU kHonku, komopas no npomokoay WebRTC oydem cobepwams Bb1306 Ha cepbep (all-
yeHmpa, ¢ nocaedyrwued odpadomkol 3moeo Bki306a coenacHo Hacmpoukam [VR.

lanHsit pyHkyuoHan ydobrembopsem caredywuwum mpedobBarusam:

e  3BoHku, nocmynarwwue no 3IMOMY KaHA/AYy, uMewm Hekud npusHak, B8 coomBemcmbuu ¢
komopsiM HacmpauBawmcs npabusa Mapwpymulayuu.

e  3Bonku 3anuceiBawmcs, y cynepBuzopa ecmb Bo3MoxHOCMb NpOCAywams U NPOCMOMPEMb
makol 36oHok, nodkwy4umsca k pazeobopy B mex xe pexumax, 4mo U K 00bI4HOMY 3B0HKY.

e B cmamucmuke daHHbie 3B0HKU omodpaxarwmcsi € onpedesieHHsIM NPU3HAKOM - MOXHO
cpopmupoBams cmamucmuky MO/ALKO NO HUM, MOXHO no odwemy nyay 36oHko8.

o (ucmema ucnosb3yem yxe HACMpoeHHsie B kKoHmakm-uyeHmpe CckuAA-2pynnsl U npabusa
mapupymusayuu Bsi30608.

e  KosuvecmBo kaHa/noB (odHoBpemeHHo coBepwaemsix Bsi30808) He ozpaHu4eHo /uyeH3ued.

e  3BoHku no daHvHoMy kaHany sBaswmcs decnaamHbIMU (3 UCK/AKYEHUEM NAamsl 3d UHMEpHem
mpageuk) kak dna nosbzoBamess cauma, mak u 045 3aka3zquka.

e  [flanHeiu Modysab Moxem nocmabasmecs KAk HACMb  KOMN/AEKcd, mak U npuodpemambcCs

Jaka34ukoM omde/ibHO, N0 Mepe HeodxoGuUMOCMmU.

5111 Yam mexdy onepamopamu

B cucmeme npedycmomper ¢yHkyuoHasn omnpabku uHAuBudyasbHeix mekcmobeix coodweHul U
0p2aHU3ayUU Yam-kKoH@epeHyud. flanHeild mModyss BcmpoeH B eduHoe padoyvee okHo onepamopa. [lo
omnpab/ieHHsIM U NOAYYeHHbIM  coodweHusm  dosxHa — Becmucs  cmamucmuka, — docmynHas

AdmuHucmpamopy. Imom @UHKUUOHA/ He Moxem omde/ibHO AuyeH3upoBamsbcs.

5112 ®yHkyuoHan «4yam ¢ nosb3oBamensmu cadimar»
B npoepaMMHoOM odecneyeHuu 3a/soxeHa Bo3mMoxHocmb No pasmeyeHun Ha caume 3akasyuka

cneyua/nsHoeo Mody/s, komopsid no3Bosum noss3oBamenam cadma odwamscs ¢ onepamopamu (all-
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yeHmpa nocpedcmBom omnpabku mekcmoBeix cooduweHuu. UHmepgeuc no odpadomke MAKUX
cooduyeHuu 6 C(all-yeHmpe Bcmpoen 6 eduHoe padodee okHo onepamopa. [lo omnpabBieHHsiM U
no/ny4eHHsiM coodujeHuam Bedemcss cmamucmuka, docmynHas AdMuHucmpamopy. 3Imom @QUHKYUOHA/

omde/ibHO He /UYeH3upyemcs.

larHeiu Modysne ydobremBopsem caedyrwwum mpedobaHusam:
e B cucmeme ecmb Bo3moxHocms Hacmpouku koaudecmBa odHoBpemernHo odpadamsiBaemsix
yamoBsix ceccul y onepamopa;
e B cucmeme ecms Bo3MoxHOCMb paspewums UAU 3anpemums npueM 4amobeix coodweHud npu
odpadomke 36oHka;
e B cucmeme ecms Bo3moxHocms paspewums uau 3anpemums npuem 38oHko8, npu odpadomke
yamoBbix cooduerud.
5113 ynkyuoHnan uHmezpayuu ¢ MecceHdxepamu
B npoepammHom  3ano0xeHa  BosMoxHOoCmb  00padomKu  NOCMYNawwux  Ccoo0weHuu U3
mecceHdxepoB (Viber, VK, Facebook Messnger). Odpadomka moxem Osims aBmomamuyeckod (ckpunm
odpadomku HacmpauBaemcs B epaguveckom pedakmope, avanozu4Hom pedakmopy IVR) u py4Hod,

nocpedcmbom onepamopob.

5114 OmMHukaHa/ibHOCMb
B cucmeme npedycmompena Bo3moxHocmes nocmpoeHuss eduHoU ovepedu 3BoHkoB, coodwerul u

nuceM, ¢ komopsiMu padomarm onepamopsl 8 pamkax eduHoeo OkHa.

5115 @ynkyuoHan «cuyeHapuld duasoza»
Cucmema npedycmampubBaem co3daHue cyeHapueb duanoea dna 3B8omkoB, @ukcupobBarue

BaxHbix demaneld menepoHHozo odweHus. CompydHuk Moxem Budems Bonpockl, komopsle

o
I
Z Heodxodumo 3adame adoHeHmy, U No/s, npedHaszHadqeHHsie dnss 66oda ombBemob. B 3abucumocmu om
(e]
S, -
no/iYy4eHHoU UH@opmayuu npo2pamma omodpaxaem coomBemcmbyrwwyr nodckasky. 3a/oxeHa
BosmoxHocmb coxpaHams pesy/ssmamsl duasoza 6 kapmoyky kAUeHmA, a makxe ucno/ss3obams dis
®©
g
S nocmpoeHusi aHaaumu4yeckux om4emob.
S
a
Q
S
=
Q
(o]
=
S
Q
=
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5116 ®ynkyuonan «3akas 36oHkax»

Cucmema moxem 4vepe3 zosnocoboe merHw npednazams adoHeHmy, B cayyae dosncoco oxudaHus
ombBema, unu 6 cayyae omcymcmBus cBododHsix onepamopoB, camocmosime/ssHo 3akassiBambs 360HOK
onepamopy. AdoHeHm ocmabum 3aka3 Ha BcmpeyqHsil 36oHok u noBecum mpydky.

B smom cayqae compydHuku noay4am coomBemcmByrwwee ybBedomaeHue. Cucmema Moxem

nepezBoHums emy B nopsidke oyvepedu u coeduHums ¢ ocBododubwumcs compydHUKOM.

5.1.17 ®ynkyuornan «E-mail pacceinka u SMS-onobBewenusi»
Cucmema moxem no3bBosambs HacmpauBams omnpabky e-mail coodweruu u SMS-onoBeweHuu 6

aBmomamuyeckoM pexume nNo 3adaHHOMY COObIMUI.

5.1.18 BosmoxHocms mapwpymuszayuu Bs130808

Cucmema moxem odecnequBams mapwpymusayuw ucxodsuwezo BeizoBa nocpedcmBom maduys
mapupymusayuu  dns  ycmaHoBseHus coeduHeHuss ¢ adoHeHmamu  T@Oll.  Cucmema  Moxem
odecnequBams mapuwpymuzayuw 6Bxodawezo Bei306a do koHkpemHo20 onepamopa UAU  2pYynnsl
onepamopob nocpedcmBom ucnosb308aHusi cpedcmb IVR.

Mapwpymuszayus npedHaszHaveHa dns aBmomamuyveckozo Beidopa onmuMa/bHO20 UCX0OAWE20
mapupyma npu coBepweruu ucxodswux 38oHkoB8, a makxe dns 3anpema 38oHk08 adoHeHmam Ha
6eidparHbie  Hanpabnenus. [aa ueneu onpedeseHuss mapupyma ucxodsuezo Bwi306a cucmema
onpedesnsem mun adoHeHma u mun HanpabneHus, a makxe Bpems cobepweHus Bsi306a. [lpocmomp
npabus npoucxodum caedyrwuiuM 00pa3omM:

e nocnedoBamesbHo, cBepxy BHu3, npoucxodum cpabveHue ampudymoB Bsi308a (mun adoHeHma
u mun HanpaBaeHus) ¢ Hacmpolikamu npaBua mMapwpymuzayuu.
e  mapupym, 3adaHHbil B cBolucmbBax npabusna, npumeHsemcs dns danHozo 3BoHka. Ecau 3mo

HeBozmoxHo (Hanpumep, Bce nuHUU 3aHsimsl) nouck nodxodswux npaBusn npodo/sxaemcs.

o
I -
Z e ppabusno mapwpymuzayuu moxem cobBepwams omdou Bei306a, 3mo o3Havaem, 4Ymo adoHeHmy
o
S|
X 3anpeweHo cobepwams Bsi308 6 Hanpabrequu Y 8 nepuod Bpemeru Z.
®  ec/u HU 0dHo npabuso He nodowso, mo 6si308 omoubaemcs.
®©
g
®
o]
S
8
E 5.1.19 BosmoxHocms ¢opmupobanus epynn onepamopob
o
= Cucmema moxem npedocmabisme Bo3moxHocms @opmupoBams npou3bBosbHoe konudecmbo
epynn onepamopoB, npu 3mom peasuzoBava Bo3moxHocms BkawveHus odHozo onepamopa 6
S
Q
=
2 Jver
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Hecko/bko epynn. [pynnsl Mo2ym UMeEmMb HEo2paHUYeHHYH B/0xeHHocms,

BroxeHHoCcmU.

5.120 OmvemHrocme

npoucxodsm, K KOMOpsIM omHocumcs npuem Bxodswezo Bbi306a, cobepweHue ucxodsuweeo Bsi308a,

Cucmema Moxem XxpaHumb CMAMUCMUYECKYw UHGOpMauukw o Ccodbimusix, komopsie 6 Heu

Hacmyn/ieHue 3apavee 3anpoepaMMupoBaHHbiX KOHMPO/bHbIX COObIMUU.

Cmamucmuka xpaHumcs 8 Oase dawuHeix (apxuBe). Moxem cywecmboBams uHmepgelc dns

docmyna k 0a3e daHHbix U no3Bossem nosydams CAEGUHOWYK UHGOPMAYUK:

[ ]
mMexdy pexumamu «Ha mecme», «OmcymcmByem», «Omowen», «[lepepsiB», «He decnokoums»);
[ ]
dama u Bpema Hayasa coeduHeHus; Homep A (Homep 3BoHswezo adoHeHma); Homep B
(HadpaHHbIG adoHeHmoM Homep); umsi onepamopa, 3aBepwubwezo coeduHeHue; G/UMENLHOCME

coeduHeHusi; Bpems oxudaHusi adoHeHma Ha /IUHUU.

unu cozdaBams HoBeie om4ems (koHcmpykmop omyemoB). [lpu 3mom 3a/s0xeHa Bo3MoxHOCMb
cobmewams madiudHyw U epaguyveckyw uHpopmayuw B odHom omveme, HQ 00HOM 3kpaHe. [aHHble
ans omyema mozym Obimb noAyyYeHsi nymem SQL 3anpoca 6o BHympeHHwrw b/M cucmems unu

BHewHwr (dpyeold uHGopMayuoHHOU cucmemsi)

Npomoko/1 U3MeHeHud cocmosHuU onepamopoB cucmemsi (Bpems nepek/wyeHus onepamopoB

UH¢opMayukw o 3aBepweHHsix coeduHeHusix, B mom yuc/e:

Cucmema umeem BcmpoeHHbil pedakmop omyvemoB, no3Bosswwuu pedakmupoBams mekyuue

B cucmeme npedycmompeHsi caedywwue munsi om4emob:

MorumopuHzoBsie (peasbHozo Bpemeru);

AuHamudeckue (aBmomamudecku 0dHoBasiembie ¢ 3adaHHsIM uHmepBasom);

Cmamucmuyveckue (eeHepupywomcs no onpedesieHHsIM GuAbmMpam u damam);

lpedycmomperHa Bo3moxHocms abmomamuyeckozo @opmupoBaHus U paccel/iKu omyema no

3/ekmpoHHoU no4Yme (Hanpumep, pa3 8 dexs 8 9 ympa);

lpedycmompeHa BozmoxHocms ¢opmupoBams 2pynny omyemoB (Hecko/bko om4emoB, kaxdsid

Ha omde/bHou Bknadke Excel gadna). ®opmupyemcs 8 oduH KAUK.

Jkcnopm daHHsix B gopmamsi:

Xlsx

Xls

Kpome UUKAUYecKoU
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e (sv
e Himl
e Mht
e Pdf

Bo Bcex madauqHeix omyemax npedycmMompeHa B03MOXHOCMb:

e B dBa knuka ckpsimb UAU OMOOPA3UMbL CKPbIMbIE CMOAOULI U 2pynnsl cmoAdyob;

e OdHum knukom omcopmupoBams madAuyy No HYXHOMY CMoAdUY;

e  ABmomamuyvecku noddupams wupuHYy cmondyob no codepxumomy;

e  Hacmpoums uBemoBoe BrideseHue sdeek uAU CMPOYEK NO PA3/UYHLIM KPUMEPUSIM (Hanpumep,
nodcbemums oparxebeim ybemom Bcex compydHukoB, y komopsix konudecmBo 360Hk08 MeHbwe 5, a

Bpems npoBedernHoe B cmamyce «Ha mecme» donee 23 MuHym)

llpedycmomperna BozmoxHocms omodpaxeHus JuHamuyeckod uH@opmayuu 8 gopmame Wall
(Dash)-board. UncmpymeHm mMoxem omodpaxams caedywwud HAdop UHPOPMAYUU:

e  [pynna/0O4epeds/KamnaHus

e [flocmynHeie onepamopsi (kosuyecmBo)

e  Oxudawwue Bbi308s1 (ko/U4ecmBo)

e  [lpunamsie Bb1306b (ko/uyecmBo)

e  Henpuusmsie Bsi1306s1 (konuvecmBo)
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Bud uHcmpymenma npedcmabnen Huxe

Kamnanua/OQuepeab
JocTyTHbIe Oapatonne
OTIEpaTopsl EBIZ0EBI
(KOmIaecTE) (KomTMECTEO)

IpsmaTeie Herpiarsie
EBIZOERI EBI30EBL
(EomTecTED) (KomraecTED)

KosnuyecmBo epynn 6 uHcmpymeHme He 02paHUYeHo.
Unpopmayus odHoBasiemcs aBmomamuvecku ¢ pasauqHeiM uHmepBasom (om 1 do 60 cek, B

3aBucumocmu om Hacmpoek).

e [lpedycmompeHa BosmoxHocmb omoopaxeHus —duHamuyeckou —UH@opmayuu o  mon-10
onepamopoB 8 ¢opmame Wall (Dash)-board. WHcmpymernm moxem omodpaxams credywwud Hadop
UH@opMayuu:

e [pynna/O4epeds/KamnaHus

e  (nucok uz 10 onepamopoB, nocmpoeHHsIU N0 0GHOMY U3 3X nokaszame/eu:

e  KosuvecmBo omBeyveHHbix 360HK0B

e  KosnuvyecmbBo nomepsiHHbix 380HK0OB

e (pedHee Bpems omBema onepamopa

e B cnucke noka3ssiBaemcs nozuH onepamopa, no3uyusa 6 cnucke u BesuvuHa nokasame/is.

KonuvecmBo epynn u 0/710k08 8 uHCmMpymeHme He 02paHUYeHo.

WHpopmayus odHoBisemcs aBmomamuyvecku ¢ pasauyHsiM uHmepBasom (om 1 do 60 cek, B
3aBucumocmu om Hacmpoek).

llpedycmomperna  Bo3moxHocms  gopmupobaHusi  npou3BosbHolu  Hacmpaubaemou — GopMsl

dokymeHma Ha ocHoBaHuu daHHbix omyema. Hanpumep, akma, dozoBopa u m.n.
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JanoxeHa BozmoxHocms 6 odvHom u3 omyvemoB omodpaxams host/IP-adpec ¢ komopozo

noc/nedHuy pas npuxodusa pesucmpayus onepamopd.

5.1.21 Bo3amoxHocmb KOHMPOAS KpUMUYeckux coOsimuu
Cucmema no3Bosnsem ocywecmBiasms onepamubHbil koHmMpo/as 3a BaxHsiMU nokazame/IIMU
padomsl KOMNaHUU, @ukcupoBames BHewmamHsle cumyayuu u Hapywerus B padome.
Cucmema umeem cnedyrwwue munsl KOHMPO/bHbIX COObIMUU:
e [lpebBeiweHue daumesbHocmu paszeobopa.
e [IpebbiweHue daumesbHocmu padomsi VR,
e [lponyck onepamopom Bxodaweeo Bsi306a.
e [lpebeiweHue donycmumozo BpemeHu nepepsiBa onepamopa.
e Onepamop nepbBeiM nosoxusn mpyoky.
e  [lpebeiweHue konudecmba adoHeHmobB B oyepedu.
e [IpebbiweHue cpedHezo BpemeHu oxudaHus 6 odepedu.
e [lpebBeiweHue npodo/xume/sbHocmu oxudaHus omBema.
Bcs ungopmayus o 3agukcupoBaHHsix codsimusax dosxHa nepedaBambscsa cynepbuzopy u

Admunucmpamopy 8 Bude BcnsasiBarwwezo okHa HA 3kpaHe KOMNLHMEPA.

5.122 Wumepgedc
e (ucmema nozBossem omk/wyams (ckpsiBams) Hekomopsie 3/1emMeHmsl ynpabreHus.

e UHmepgeuc dns padoms U HACMPOUKU CUCMEMbI peanu3oBaH Ha pYcckoM S3bike.

5.123 ®opmupobarue epynn nosb3obamened
B «KoHmakm-L{enmpe» npedycmompeHa Bo3moxHocms ¢opmupoBarusa npouzbBo/bHozo

konu4ecmbBa epynn nosw3oBameseu, npu 3mom peasusoBana BozmoxHocms BkwyveHus 0dHo20

o
I
S
= noss3o08amena B Hecko/bko epynn.
(e]
S,
lpynnsl umerm HeocpaHuYeHHYw B/10XeHHOCMb.

®©
S
° 5124 Hadop poned nosbzoBameseu
8 -
E «KoHmakm-L{eHmp» no3Bossiem paszdessmb nosb3oBamened Ha caedyrwuue poau:
S
S
Q
=
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5125 Hacmpodka npab docmyna

compydHukoB k odvexkmam cucmemsl 8 3aBucumocmu om moeo, kakum poasmMu u cepBucamu oHu

odsadarm.

Hacmpoek npab docmyna noss3o08amesa no posnsam no/sb3oBameneu:

l{enmpa», ¢ BoamoxHocmbw Beizpy3ku u odpadomku /w0020 omdema;

®  00b/4HbIU NO/b30Bamess — nosb3oBamesns, He ocywecmbAsOWUU KAKUX-AUBO CNeyua/ibHbIX

e onepamop — noab3oBamess Cucmemsl, ocyuwecmBaawwud odcayxubarnue 0o/bwozo nomoka

e cynepbuzop — nosb3oBamesb cucmemsl, ocywecmBAsWUL 0p2aHU3AUUK U KOHMPO/b padomsi

e gagdmuHucmpamop — no/sb3oBamess cucmemsi, ocywecmBaawWuU HACMPOUKY U MEeXHUYecrkoe

° /lwdou nosb3oBamens cucmemsi uMeem B0O3MOXHOCMbL UCNO/AHSAMbL CPA3Y HECKO/bKO poseu B

29

¢yHkyulu npu padome ¢ «KoHmakm-LleHmpom», ocywecmbasem no mepe Heodxodumocmu

ucxodsawue 66130661 unu npuHumaem Bb1308b1, adpecoBaHHbie HenocpedcmBeHHo emy;

bxodawux u/unu ucxodawux mene@orHbix Bo130808 U MYsbMUMEGUUHbIX 00paweHud;

onepamopob;

conpoBoxderue cucmemsl.

/O0M COYemaruu.

Cucmema npedocmabrsiem Bo3moxHocms MakcumaabHO paszzpaHuyubams npaba docmyna

B yacmHocmu, «KoHmaxkm-Llenmp» noddepxubaem BosmoxHocmb Bbino/HeHUs cAedyruux

AdmuHUCmpamop:
llosHeid docmyn ko Bcem @UHKUUAM U MOAY/AAM CUCMEMbI.
CynepBu3sop:

locmyn k mModysw ucmopuyveckux omd4emob u om4yémob peasbHozo BpemeHu «KoHmakm-

locmyn k padodemy mecmy cynepbusopa;

locmyn k Hacmpolkam epynn onepamopob 6 yacmu pedakmupoBarnus npuopumemob

o
I
S
s odcnyxubarus u npuHadaexHocmu onepamopob Kk pas/AuYHeIM 2pynnam;
S, . -
locmyn k Hacmpoukam ydemHsix 3anuceu onepamopob ¢ Bo3moxHocmerw pedakmupobaHus
kBanugukayuu;
®©
g
'§ focmyn « cucmeme 3anucu ¢ Bo3moxHocme npocmMompa om4emob u npocaywubBaHus
a
§ paszobopob, a mak xe npocMompa 3KpaHHo20 u300paxeHuss coomBemcmBywwezo KoHKpemHou
Q
(o]
= 3anucu;
g
=
2 Jlner
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Hocmyn k padovemy mecmy onepamopa (cynepBuzop moxem Bsicmynams 8 posu
onepamopa);
locmyn k cucmeme IVR ¢ Bo3moxHocmbr pedakmupobBarnus cywecmByrwwux meHw 8 dacmu
ezo onepamubHozo usMeHeHus1 Ha YpoBHe ydodHozo no/sb30Bamensckoco uHmepgeuca;
focmyn k cucmeme cocmabneHus pacnucaHud U KOHMpPoas e2o Bsino/HEeHUS.
Onepamop:

- focmyn k padovemy Mecmy onepamopa;

5126 ®ynkyuu, docmynHele nons3oBamensm ¢ onpedeneHHoud po/sbk B cucmeme
B 3abBucumocmu om poau nosb3oB8amens 6 cucmeme npedsrazaemcs 02paHUYUMb

PYHKYUOHA/I CUCMEMBI.

5.2 Ponu nonvzoBameneu cucmemsi
e  Onepamop: nosb3oBamess cucmemsl, ocyuecmbBraswwud odcayxubaHue 00/bwo20 NOMoOKa
bxodawux u/unu ucxodsawux mene@oHHbix Boi30808. Odcayxubaem ovepeds Bbi130606.
e  AdmuHucmpamop: nosnb308amess cucmemsi, ocywecmbaswWUl 0peaHu3ayul U KOHMPO/b
padomsl onepamopol usu Hacmpouky u mexHu4yeckoe conpoBoxdeHue cucmemsl. (Yopo/bio

Admunucmpamopa abasemca CynepBu3zop.

5.3 Pado4yue mecma nosnb3obamesned cucmemsi
llpoepammHoe odecneveHue nos3Bossem npouzBodums moHkyw Hacmpoluky npab dns
pasepaHudeHuss docmyna no/b3oBamesned Kk pas3/uyHbIM UHCMPYMEHMAM U @UHKUUOHA/IbHbIM

Bo3moxHocmam, 8 m.4. nymem cosdaHusi HoBbix poseu noss3oBameseu 6 cucmeme.

5.4 Padovee mecmo onepamopa

g

S Padoyee mecmo onepamopa BsinosHeHo 6 ¢opme omde/bHozo Windows-npusioxeHus.

=

(e]

S, n
llpoepammHoe odecneveHue odecnevuBaem ¢yHKUUU aOOHEHMCKO20 MEepMUHANa me/fe@oHHoU cemu, B
moM quc/ie:

S

S e YemaHoBreHue ucxodawux menegoHHbIx coeduHeHuu ¢ adoHeHmamu T@Oll u dpyeumu

S

a

s nosb3oBamesiamu cucmemsl 8 py4yHoM pexume;

Q

(o]

= e [lpuem Bxodswux menegoHHsix coeduHeHuu om adoHeHmoB T@Oll u dpyzux noss3oBameseu

cucmembl;

S

Q

=

2 Jver
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e Bo3moxHocms odwamsca € dpyauMu onepamopamu nocpedcmbom BcmpoeHHozo Yama;

e Bo3moxHocms olueHuss ¢ nocemumessMu cauma nocpedcmbomM cneyua/sbHO pa3Meu|eHHoeo
3/1eMeHma Ha caume 3aka3qukd;

o [lepeBod ycmaHoBieHHO20 menepoHHO20 CoeduHeHUs1 Ha dpyzo2o no/b3oBamessi cucmeMsl
unu IVR 8 pydHom pexume;

o Ydepxarue ycmaHoBneHHo2o menegoHHo20 coeduHeHus Ha Bpems npobedeHuss nepezobBopob
onepamopa ¢ dpyeum no/ss3o08ameseM cuCmeMsi;

e Mapuwpymusayuw ycmaHoBaeHHo20 menegoHHO20 coeduHeHus1 Ha Y4pexdeHdeckyw ATC
Jakazquka npu ycaobuu opearuszayuu cbaszu mexdy ATC u Call-yermpom;

o [lepeBod ycmaHoBreHHo20 menegoHHo20 coeduHeHus Ha BHewHud Homep T@Ofl;

o [lpocaywubBarue zonocobou noymsl;

e [lpocmMomp cnucka 3aka3aHHeix 380HK08 ¢ BosmoxHocmb coBepweHusi 360HKa no HUM O0OHUM
K/AIUKOM;

o OmodpaxeHue oyvyepedu mesne@oHHsix Bb130608;

e OmodpaxeHue ucmopuu 3B8oHko8 (Bxodswue, ucxodauwue, nponyueHHsle) onepamopa.

e BosMoxHocmb ObiCMPO20 HAOOPA HOMEPAd NPONYWEeHHO2O;

e Bo3moxHocms koHmMpo/asi BpemeHu, 3ampayeHHozo Ha odpadomky 38oHka nocpedcmBom
maumepa 00pamHoeo U/AU NPpAMO20 omcdema, MeHswweeo ybem no docmuxeHuu 3adaHHbIX
Admunucmpamopom uHmepbBanob Bpemeru;

e BosmoxHocms npu odpadomke Bei308a ucnosb3oBamb cyeHapuu duasoea, Bedywuu
onepamopa no 3apaHee 3adaHHomy ckpunmy. (am cyeHapud HacmpaubBaemcs
AdmMuHUCmMpamopom;

e Bo3moxHocms npocmompa adoHeHmoB, oxudawwux omBema 8 oyepedu. Bo3moxHocms
NOOK/AIHYeHUS KOHKDEeMHOo20 adoHeHma u3 o4Yyepedu Ha ceos;

e Bo3moxHocms omodpaxeHus cmamycob Bcex onepamopob 6 cucmeme, 8 mom yucse

o
I
S
g omodpaxeHue /n02uHa, ¢pomoepaguu, doixHocmu, nodpasdeserus, BHympeHHezo Homepa,
S|
dono/HUMeIbHO20 0NUCAHUS, COCMOSHUS HOMEpd.
o llpoepammHoe odecneveHue padovezo mecma onepamopa nepedaem CUCMEME MeKyujee
©
3 cocmosiHue, 8 mom 4qucre:
a
Q
S
5 e «Ha mecmex»: ycmanabruBaemcs abmomamudecku uau BpyyHyrw B cayyae, ecau onepamop
(o]
=
cbododern u 2omob npuHumams 66130661,
S
Q
=
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e «Omcymcmbyem»: ycmanabaubaemcs abmomamuyecku 8 mom cayyae, ecau noss3oBamesb He
nodkAwdeH k cucmeme u 8 Hacmpolkax ezo uHdubudyasbHozo BHYmMpeHHez2o0 HoMepa He
ycmarobBreHo abmomamudeckoe nepeHanpabrerue Bbi306a 6 omk/AHWHEHHOM COCMOSHUU;,

o  «Omowen»: ycmanabsubaemcs aBmomamuyecku uau Bpy4Hyw 8 cayvae, ecau onepamop
3ad0nokupobasn komnsromep uau nponycmus 661306,

o «llepepsibx»: ycmarvabaubaemca abmomamuyvecku unu Bpyqryw B caydae, ecsiu B8 Hacmpolkax
ezo uHdubudyasbHozo BHympeHHezo Homepa 3adaHo Bpemsi nocmBsi3siBHOU 00padomku.

lpumeqarue:
A) lpedycmompera Bo3moxHocms cozdabBams dono/Hume/bHbe cmamycsl, 03 02paHUYEeHUs No
ko/nu4ecmby.
b) CywecmByem Bo3moxHocms u3MeHsms cumBos, 0do3Haqaruwul daHHsld cmamyc u ezo HasbBaHue.
B) B cny4ae HeomBema onepamopa, ezo cmamyc Moxem aBmomamuyecku MeHsmbcs Ha «Omowen»
(npu coomBemcmByrwwed Hacmpouke AJMUHUCMPAMOpPOM).
) B cayqae omcymcmbBusi akmuBrHocmu onepamopa (dBuxeHus Mblwu, Haxamue kHonok kaabBuamypsi)
3adarHbil uHmepBasn BpemeHu, cmamyc onepamopa Moxem abmomamuvecku MeHamMbCA Ha «Omowen»
(npu coomBemcmByrweld Hacmpouke AJGMUHUCMPAMOpPOM).

B cBoucmbax cmamycob npedycmompeHsl napamempsl: “Makcuma/ibHoe Bpemsa HaxoxdeHus
6 cmamyce”, “BvikudsiBamb u3 cucmemsi”. [lo ymosvaHuw He 3ano/iHeHo. Ecau 3ano/Humb 3HAQ4YeHUEM
6 munymax, dez npocmaHobku napamempa “BeikudsiBame U3 cucmeMsl”, Mo cmamyc MeHsemcs Ha
“Ha mecme”. Ecnu napamemp “BeikudsiBams u3 cucmemsl” akmuBeH, mo onepamopa BsikuHem U3

cucmemsl ¢ ocBodoxdeHueM AuyeH3uU.

5.5 BosmoxHocmu padoyezo Mecma adMuHUcmpamopa
Padoyee mecmo AdmunHucmpamopa BsinosiHeHo 68 gopme omdesibHoco Windows-npusoxeHus.

llpu Heodxodumocmu opeaHu3zayuu 20/10cobbix coeduHeHUU daHHoe padodee Mecmo GO/XHO ObiMmb

o
I -
Z odopydoBaro USB eapHumypol uau mMoxem Obimb NoGKAYeH IP-mesne@oH.
(e]
S,
llpoepammHoe odecneveHue Admunucmpamopa ydobrembBopsem Bcem mpedobaHusM, ycmaHobB/1eHHbIM
dns padodeeco Mecma onepamopa.
®©
g
S Kpome mozo, padoyvee mecmo AdmuHucmpamopa peanu3obBeibaem credywujue @yHKUUU:
S
a
§ e OmodpaxeHue cocmoaHuU Kaxdozo onepamopa;
Q
(o]
= e OmodpaxeHue o4vepedu Bxodsuux 66130606,
8
g
2 Jver
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5.6 Aneopumm pacnpedenenus coeduHeHud 8 epynne onepamopob

o4epedu:

npumeneHa MARS-8 pro (KATC «M-200x).

npoexkmupyemod MARS-8 pro (KATC «M-200») ocywecmBisemca no nsmu npoekmupyeMsiM NOMOKaM

E71 yepes cywecmbyrwwyrw YITATC “CS 1000 MG” guruana [TAO «MPCK Lenmpa»—-«benzopodaHepzox.

6. Cucmema menepoHHoU cBazu

Cucmema peasusyem cnedywuwue asneopummsl pacnpedeneHuss Mexdy onepamopamu B

33

bnokupoBaHue pacnpedeneHus Bsi30808 Ha onpedesneHHozo onepamopa (BsiBod onepamopa c
AUHUU);

lpocaywubBarue 3anucu 3aBepweHHbix CoeduHeHUU;

lpocrywubBarue paszeobopa onepamopa ¢ adoHeHmom B peassHom Bpemeru;
CyprupobarHue onepamopa;

Bmopxerue 6 paseobop;

OmodpaxeHue cHumkoB ¢ 3kpaHo8 onepamopob;

lpocrywubBarue 2on0c0Bo0 no4dmesl;

lonyyveHue onepamubHou uHgopmayuu no onepamopam: odujee kon-8o Bpemeru 6
paseobope, Bpems npocmosi nocne nocnedHeeo paseobopa, Bpems mekyuwezo pazzobopa;
Ynpabrernue yvemHsiMU 3anucsiMu nosb3oBamenel cucmemsl, HazHa4YeHue npab docmyna,
npubsizka BHympeHHezo0 me/se@poHHO20 HOMEpa;

®opmupoBaHue epynn onepamopob;

Ynpabnernue npabusamu mapwpymusayuy Bxodawux u ucxodawux 661306086,

llpoepammupobanue u pedakmupobanue cyeHapueb IVR.

llepbeiu c6000dHbIU NO chucky onepamop;

CayqadHeil onepamop u3 2pynnsi;

Haudonee cBododHeii onepamop (npocmauBarwul dosbwee Bpems);

Haumeree 3arHsmsii onepamop (odpadomabBwul MeHbwee konudecmBo Bs130606);
B 3aBucumocmu om kBasugukayuu onepamopa (dedcmBumessHo dn5 onepamopob

Komnaekca).

B kawecmbe kommymayuoHHozo o00opydoBaHus coszadabBaemozo «KoHmakm-L{eHmpa»

lpucoeduHerue «k mesegoHHoU cemu odwezo noas30Banus (TeOll) npoekmupyemol

Jner
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Beixod adoHenmob YITATC 6 TgOll ocywecmbBrsemcs yepe3 npegukc «9», dna Beixoda Ha
KTC OAO «MPCK llenmpa» ucno/ss308aH npegukc «8».

B «kavecmbBe 6BHympenHHeco nsnaHa Hymepayuu adoHeHmob YIIATC ucnosb3o0B8aHa
Yemslpex3HaYHas Hymepayus Txxx.

Ans  B3aumodeucmbusi BHewHux adoHeHmoB ¢ «KoHmakm-LleHmpom» UCnNo/ib3yHoHmcs

eduHsle menegoHHsle Homepa 1350 u 1351,

6.1 OcHoBHele xapakmepucmuku MARS-8 pro (KATC «M-200»)

MARS-8 pro (KATC «M-200»)— coBpemerHoe odopydoBarue cBs3u, npedHasHadyeHHoe d/s
aBmomamuyeckoU KoMMymMayuu adOHEeHMCKUX U coeduHume/ibHeix AuHuu Bo B3aumoyBszaHHoU cemu
oduezo nosb3zoBarus PP u BedomcmBenHsix cemsx cBszu. B MARS-8 pro (KATC «M-200»)
ucnoseb3yrwmess uHmepgedcsl E1 (G.703) u Ethernet daa cBs3u ¢ cemsr, a makxe 445 Nodk/wYeHUS
ypoBHs docmyna cucmem, cocmoswux U3 psda y3nob docmyna u ycmpoucmB docmyna cmMOPOHHUX
npou3Bodumened. OcHoBHeIMU pyHkyuaMu MARS-8 pro (KATC «M-200») sBaswmcs:

e YcmaHoBneHue coeduHeHuss Mexdy adoHeHmamu cBoeu cmaHyuu;

e  YcmaHoBreHue coeduHeHuss Mexdy adoHeHmamu cBoeu cmaHyuu u adoHeHMaMu 20podckou
unu cenbckoU cemu;
e  YcmaHoBreHue coeduHeHus ¢ adoHeHmamu yypexdeHdeckux ATC danHou cemu;

e YemaHoBreHue coeduHeHus ¢ adoHeHmamu BedomcmBerHbix cemed, Bk/wqeHHsix B daHHYH
MecmHyw cems,

e  Brixod Ha mexdyHapodHyw U MexdyzopodHyw cems,;

e [losHodocmynHas duHaMu4eckas U noAYnoCmMOsSHHAS KoMMymayus nwdoeo yugpoboeo
kaHasa ¢ /nwdeiM (Hazpyszka do odHozo 3Ipa);

° KonBepmupoBanue (npeodpazoBarue) npomokonob cueHauzayud uHduBudya/ibHO
yugppobsix kaHanob 6 nwdom u3 yuppobeix nomokob;

° AHanu3 mpaxcaupyemsix (nepedaBaemsix) yupp ¢ aBmomamuveckum Bbidopom

®
I
S
é (popmupoBaruem) HanpabreHuld ucxodswed cBs3u. AHanuz BeinosHsemcs kak no HoMmepy
Bei3b1Baemoco, mak u Bei3siBarwuweeco adoHeHMOB;
% ° llpousBonsHoe npeodpasoBarue mpaHcaupyemsix (nepedaBaemsix) yupp (3amena,
o]
> dodabnerue, uckawyveHue u m.d.) kak das Homepa BeizsiBaemoco, mak u BeizbiBarwueco
g
S adoHeHmob;
=
S
(]
=
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e Ananus u npeodpaszobaHue npusHakob Homepa kak BeizsiBaemoco, mak u Bui3siBarwuiezo

adoHeHmoB (OKC? DSS);

° Mapwpymuszayusi cucmeMHbix Co00WeHUU,
. lMoAHbIl yyem u peeucmpayusi MPaH3UMHbIX COEGUHEHUU,
° HaenadHeiu MoOHUMOPUHE NPOXOXJeHUs CUCMeMHOU UH@opMayuu B cueHa/bHbeIX KaHanax

yugppobsix nomokob;

° 0ObecneyvubBawm nocmpoerue eduHou cemu Ha 0ase odopydoBarua M-200 ¢ npumeHeHuem

mpaHcnopmHo-cemebBozo npomokona GSCPolPtm;
° 0decnevubaem nodkawyeHue k VolP cemsm no npomokony SIP;

VolP waws3.

BrewHud B8ud MARS (KATC «M-200») npedcmabBnen Ha Puc. 4

Puc. 4 Brewruld Bud MARS (KATC «M-200»)

Xapakmepucmuxku MARS-8 pro (KATC «M-200x):

o Pasmepsl (Il x B x I): 435(480) mm x 45 MM x 205 mM;
® Jsekmponumarue:
- om ucmovHuka 48..60 B nocmosiHHo20 moka;
-om cemu 220B B, 50 lu;
e TODM: 8 nomokob ET;
e VOIP: 216 SIP mpaHkob;

395
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e [loddepxubBaembie NpomMOKO/bI CUSHA/U3AUUU:
- OKC N°7;
- PRI EDSST;
- QslG;
- ZBCK — dekadHbil Hadop;

- 2BCK - «umny/ibcHbid Ye/iHok» (R1.5);

2BCK - «uMny/bCHbIG nakems,
- IBCK;
- SIP v.2
o [lapamempsl yugpobsix coeduHUMEIbHbIX AUHUU
- YuppoBod nomok E1 (G.703);
- (kopocms nepedayu: 2048 +/- 50 x 10 -6 kdum/cek.;
- /luneunsid kod: HOB3/AMI.

6.2 IP menegon SIP-T21P E2

Brewnuu 6ud IP-menegorna SIP-T21P EZ npedcmabaeH Ha Puc. 5

%
o
3
§
5 Puc. 5 Brewnud Bud IP-menegona SIP-T21P E2
S
'§ byHKYUOHAALHbIE Xapakmepucmuku menegoHa Yealink SIP-T21P EZ:
8 o 2 SIP-akkayHma KoHpepeHy-cbsa3b
=
Q
S o YdepxaHue, omkawveHue mukpogoHa, DND (“He decnokoums ")
® bhicmpsil HaOOp, 20psiHaA AUHUSA

S
g
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e [lepeadpecayus, pexuM oxudaHus, mpaHcoep

e [pynnoboe npocaywubBarue, SIP SMS, skcmpeHrHsie Bb13068b1
® 3-CMOpOHHAA KOHpepeHyus

e Bwidop mesnoduu/3azpyska/ydaneHue

e Hacmpouka BpemeHu: abmomamudecku unu BpyyHy

e [IpaBuna Hadopa

e XML-dpaysep, Action URL/URI

® BcmpoeHHsle CKPUHWOMb!

o RTCP-XR, VQA-RTCPXR

Yusuyeckue xapakmepucmuku Yealink SIP-T21P E2:

o JxRJ4L5 Ethernet-nopma 10/100Mdum/c

e IxRJ9 dna nodknwyeHus mpydku

e IxRJ9 dna nodkiwyeHus eapHUmMypsl

e bnok numanusa: Bxod 100-240B8~50/601y, 250mMA, Beixod 5B, 0.6A
e [loddepxka PoE (IEEE 802.3af) Class 2

e [lompedneHue 4epes 0710k numanus: 1.2 — 1.98m

o [lompedneHue yepe3 PoE: 18 — 2.3Bm

o Pasmepsi (L*[*B*T): 209Mm* 188MM* 150MM* 4 TMM

e [/Bem: 4epHbIU

¢yHKLl UOHQ/IbHble KHONKU:

e  Knabuamypa ¢ pycckumu u aHeaudckumu OyxkBamu

o 7 knabuwu nuHuu ¢ dByxyBemHeimu cBemoduodamu ¢ Bo3moxHocmbr npocpammupobaHus

e 5 nabueayuorHsix knabuw c¢ BoamoxHocmew npocpammupobaHus/lByxcmopoHHsaa epoMkas
c6s3b

o Knabuwu peeynupoBku zpomkocmu

e | ¢pyHkyuoHasbHas knabuwa c Bo3moxHocmew nepenpozpammupobarus: mpaHcpep

o 3 PyHKUUOHA/bHLIX KAaBuw 0e3 Bo3moxHocmu nepenpozpammupobBanus: eapHumypa,
noBmopHsil Hadop Homepa, epomkas cBs3b

o 1 ¢pyHkyuoHabHas kaabuwa dBouHozo Ha3zHaveHus “X” ¢ Bo3MoxHoOCMbH
npoezpammupobaHus:

- omk/4eHue MukpogoHa (Bo Bpems paseoBopa)

37
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- kHonka Beixoda/ommeHsl (npu Hacmpouke mesegpoHa)

1 pyHkyuoHaibHas knabuwa co cbemoduodom de3z BoszmoxHocmu nepenpoecpammupobaHus:

docmyn k 2onocoBou noyme

Cemebsie xapakmepucmuku U Ge30NacHOCMb:

SIPv1 (RFC2543), SIPvZ (RFC3261)

Cnocodsi Bsiz08a: Proxy u peer-to-peer (no IP-adpecy)
Pexumsl padomsi ¢ cembro: Cmamuyeckuu/DHCP/PPPoE
HTTP/HTTPS-cepbep

CuHxporuszayus Bpemeru u damsl 4yepes NTP
UDP/TCP/DNS-SRV(RF(3263)

QoS: 802.1p/Q tagging(VLAN), Layer 3 ToS DSCP
lloddepxka TLS

Ynpabrernue HTTPS-cepmugpukamamu

AES wugppobaHue koHpuaypayuoHHbIX Galnob
lModdepxka cmaHdapmoB wuppoBaHus u udeHmupukayuu (MD5 u MD5-sess)
lloddepxka IEEES02.1X

lloddepxka IPv6

Kodeku u Hacmpouku 2onoca:

HD zonoc: HD mpydka, HO mukpogoH epomkou cbssu

UlupokononocHsit kodek: G.722

Kodeku: G.711(A/u), G.723.1, G.729AB, G.726, iLBC

DTMF: In-band, Out-of-band(RFC2833), SIP INFO u Auto or SIP INFO

Full-duplex (nonHodynsekcHas) epomkas cBsszs ¢ AEC (nodaBreHue 3xa)

VAD (odHapyxeHue akmuBrocmu 2onocal, CNG (2eHepamop kompopmHozo wyma), AEC
(nodaBnerue 3xa), PLC (mapkupoBarue nomepu nakema ¢ Medua-darHsiMu), AJB
(adanmuBHeid dypep dna zonocoBeix nakemoB), AGC (aBmomamuyeckas pezynupobka

qyBcmBumensHocmu MukpogoHa)

Jkpax u uHGukamopsl:

lpaguyveckuu 2,3” LCD-3kpaH ¢ pa3pewerHuem 132x64 ¢ nodcBemkou

LED-undukamop numarus u MW/

38

Jner

3100/36351/16-113

Nam.

Kon.yu | Jiuct |Ne gok.| Moan. Harta

34




o

[on. uHs.

lModnuck u dama

UHe. Ne nodn.

39

e 7 knabuwu nuHud co cBemoduodamu ¢ BosmoxHocmew npozpammupoBarusa. OmodpaxeHue
cmamyca adoHenma (BLF)
e [loddepxka Hecko/bKO 513biK0B

e (aller ID ¢ umeHem u HoMepoM
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7. Pac4yém HaepyszoyHou cnocodHocmu cucmeM KoHmaxkm-Llenmpa u HeodxoduMol nponyckHou
cnocodHocmu kaHanob cbsasu

Cambiu npocmou mun modenupobarus npedycmampubBaem ucnosb308aHue npoekmHou BenuvuHs!
uHmeHcubrocmu nomoka 66130606, npu komopol 6 ka4ecmbBe BxodHsix napamempob mpedyemcs
ykasams BbidpaHHbil kodek U nponyckHyw cnocodHocms. ModesupoBarue Bceu cemu nompedyem
0o/bwozo 00bema BeiyucAeHUl ¢ pa3nudyHbiMu BxodHbIMU 3HayYeHUsIMU U nepeMeHHsiMu.  OdHako
ModenupobBaHue nponyckHOU cnNocoOHOCMU MOoXem OblMb Haudo/ee UeHHsIM MemodoM 445 pacvema
Kpumudeckux kaHanob cbasu.

(kopocms nepedaqu 6 dumax, 3aa68sreHHas dna kodeka, s6ns5emcs BenuduHoU, omHOCSWeUCs K
cemu, m.e., 6 3mou BesuquHe He y4meHsl 3ampamsl pecypcob, npuxodauwuecs Ha nepedady
3a20/106ko08 nakemoB. Takum odpa3zoM, pea/bHasi ckopocms nepedaqu eosnocoboeo nomoka 6
oumax, 3akodupoBaHHozo ¢ noMowb 3mux kodekoB, Beiwe ckopocmu nepedayu, npubederHHou B

Tadnuye 1 “MloddepxubBaemsie ayduokodeku”,

Tadnuya 1 lloddepxubBaemsie ayduokodeku

Kodex [lponyckHas cnocodHocms (kdum/c)
G. 711 A-law, 64 kbit/s 80
G. 711 p-law 64 kbit/s 80
Clear Channel 80
Unknown (Heu3BecmHsit kodek) 80 (no ymosnvaHuw)
G.729 annex A and annex B 24
G.729 annex A 24
G.729 annex A 24
G.723.1 17
g G.723.1 Annex C 17
:
S,
Ymoos oyeHumb pea/ibHYW CKOPOCMb nepedadu UH@OpMayuu, 3mo 3HA4eHUe GOo/IXHO
% dono/HumeIbHO Y4umsiBame nponyckHYyw cnocodHocme, 3adedcmByemyrw nod nepedady 3a20/106kob,
e
2 cM. Tadnuyy 11 “MlponyckHas cnocodHocms IP ypobHs”, 8 komopol npuBedeHsi 3Ha4YeHUS NPONYCKHOU
Q
S
E cnocodHocmu, Heodxodumbie 08 pA3/UYHbLIX MPAHCNOPMHLIX CPed.
g
=
2 Jver
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UHe. Ne nodn.

Tadnuya 2 lponyckHas cnocodHocms IP ypobHs

[IponyckHas cnocodHocms IP ypobHs MexnakemHas 3adepxka
10 mc 20 mc30 mc
Codec |(m. Tadnuyy 10 - - - koum/c
RTP  |(RFC 3550) 96 |48 |32 |koum/c
/i 6.4 |32 |21 |kdum/c
P 16 |8 5.4 |koum/c
Wmozo: [RTP+UDP+IP 32 |16 10.7 |kdum/c
- unu cRTP (RFC 2058) 16 (0.8 (05 [|kdum/c
- unu <cRTP + UDP checksum (koHmpossHas cymmal)l3.2 |16 |11 |kdum/c

lponyckHas cnocodHocmes coeduHume/bHOU AUHUU paBHa nponyckHoU cnocodHocmu kodeka,

YMHoxXeHHoU Ha A / An, 2de A = n*xa* Rh; An — donycmumas Hazpy3ka Ha 3a0aHHYH

COEdUHUﬂ?E/IbHle /IUHUR.

BriBodbi: PexkomeHdyemasn nosoca nponyckarus das 1 36oxrka VolP cBeiwe 100kbum/c

(onmumassHo 128kdum/c, u3 pac4éma 64Kdum/c muHumassHo donycmumas nosoca /s

KOM@OpmHO20 00uweHus YymMHoxeHHoe Ha dba 8 cbs3u ¢ nepedayveu koHMPO/LHbIX nakemoB no

kaHany).

danHeiMu ¢ cepbepom 6 odbeme om 3MO do 15M6 6 3aBucumocmu om cnoxHocmu pado4Yyezo Mecma.

llodk nw4eHue ydasneHHozo padoqeco mMecma. Padovee mecmo npu 3anycke odmeHuBaemcs

(pedHuu odvem dns onepamopckozo Mecma 6Mo, dns CynepBuzopa 10M6, AdmuHucmpamop 12M0.

Ucxods uz 3moeo CKopoCmb 3aepy3ku paéo'-/eao mecma 3abBucum HanpsaMyw om no/ocsl

nponyckaHus. Takum odpa3om pacyém daa onepamopckux mecm: IMdum/c dns 5 onepamopckux

mecm, u He meHee TMoum/c Ha Bcw AuHuw (B cayyae ec/u onepamopckux mMecm MeHee 5).

41
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8. Monmax u ycmarvobka odopydobaHus
Odopydobarue cozdabaemozo «KoHmakm-Lenmpa» @uauana [1AO «MPCK Llenmpax»-

«benzopod3Hepeo» pasmewaemcs Ha cB0000HbIx naowadsax mexHUYecKux nomeueHud 6

coomBemcmBuu ¢ naaHom pacnosoxeHus odopydoBarus (Tom 2, KHuea 1 mexHopadoyeeo npoekma).

Monmax u nodknwyveHue odopydoBarus BeinosHums 6 coomBemcmbBuu co cmpykmypHOU
cxemMod, Yyepmexamu ycmaHoBku mexHu4eckux cpedcmB, cxemamu coeduHeHuu BHewHux npoBodok
(Tom 2, Knuza 1 mexHopadodezo npoekma).

(BododHas nnowade BsideneHHsix nod ycmaHobky npoekmupyemoco odopydobaHus
mexHUYeckux nNoMeweHuu u ux pacnosoxeHue no3Bosswm de3 ywepda daa cywecmbyrwueeo
o0opydoBaHus pasMecmums U 00eCnNevumb HOPpMA/bHOE (PYHKUUOHUpoBaHue npoekmupyemozo
odopydoBaHus.

Cneyugpukayusa Ha odopydoBaHue u kade/bHYW NPOGYKUUK N0 CO30aHU «KoHmakm-
l{enmpa» npubodamcs 6 Tome 2, KHuea 1 Hacmoswezo mexHopado4yezo Npoexkmd.

B cmemHou dokymenmayuu Tom 3 Hacmosiwezo npoekma npedycmompeHsi ycaobus padom
coznacHo MAC35 np.1 m.2 n.1. “lpou3BodcmbBo mMoHmaxHsix padom 8 cywecmByrwwux 30aHusx u
coopyxeHrusix, ocBodoxdeHHsix om o0dopydoBaHus u dpyeux npedmemob, Mewarwwux HOPMAa/bHOMY
npou3BodcmbBy padom, K=1,2".

Bce npumersiemoe dnsi cozdaHusi «KoHmakm-Llenmpa» @uauana [N1AO «MPCK Llenmpa»-

«benzopod3Hepeo» odopydobarue cepmupuyupobaro MuncBazu P® uau 3adeknapupobaHo.

42
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9. 3nekmponumarue u 3a3zemneHue odopydoBarus. OcbeuweHue.

InekmpocHadxeHue nomeujeHud, 6 komopsix ycmaHabsubaemcsi odopydobaHue co3dabBaemoco
«KoHmakm-L{lenmpa», odecnequBaemcsa no 1-U kamezopuu HadexHocmu om dByx cywecmbByrwuux
He3aBucumsix ucmoyHukob BHewHel cemu.

InekmpocHadxeHue npoekmupyemozo odopydobarus npedycmampubBaemcs om cywecmByrwwed
cemu 3/1ekmponumaHus 00bekmob.

Cxembl npuHYUNUA/IbHBIE 3/1EKMpUYeckue, cxema BHewHux npoBodok (371exkmpuyeckas)
npubedersi 8 Tome 2, KHuea 1 Hacmosiyezo mexHopado4ezo npoekma.

Ha Bcex mexHudeckux naowadkax ucno/ib3yemcs cyuwecmByrwwas, Bsino/HeHHas no
omde/ibHOMY NPOeKmy, CUCMeMa 3a3eM/IeHUs.

JazemneHue odopydobarus BeinoiHeHo om cywecmBywwezo KOHMYpPa 3auUMHO20 3A3eMAEHUS
conpomubBneruem He donee 4 OM.

LlonosHumensHo2o npoekmupoBaHus 3a3emieHuss He mpedyemcs.

OcbeuweHue, BbidenerHsix nod ycmarHobky odopydoBarusa «KoHmakm-L{eHmpa» nomeweHud,
ocyuecmbBasemcs om cywecmByrwwux namn dHebrozo cBema. OcBeweHHocms noMeuweHul noc/e

ycmarobBku odopydoBarusa dydem Haxodumscs B npedenax donycmuMsix HOPM.
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10. Meponpusmus no oxpaHe mpyda u mexHuke Oe30nacHocmu

lna odecneverusi dezonacHocmu mpyda npu 3kcnayamayuu «Konmakm-LleHmpa», npu ezo

co3daHuu npedycmampubarwmcs caedywwue Meponpusmus:

K Hayany moHmaxHsix padom dosxeH Obimb Bbino/sHeH Becb komn/aekc mMeponpuamud,

odecnequBarwuwux HopMa/sHele ycnobus mpyda mMoHmaxHUkoB, u mpedoBaHul K NOMEWEeHUSM,

6 komopsix ycmarabaubaemcs komMmymayuoHHoe odopydobaHue:
- fonxHsl Obimb nosHocmei 00opydoBarsl Bce caHmexHu4Yeckue ycmpoucmbBa
(omonnerue, Benmunsyus, BodonpoBod u kaHaiuzayus).
- Bce nomewerusn donxHbl umems uckyccmbBeHHoe ocBeweHue, m.e. do/xHa Obimb
odopydoBaHa ocBemumesibHas cemb 30aHUS, NUMAKWAscs om 20podckol cemu.
- fonxHsl Obimb 000pydoBarsl cneyua/bHele nodbemHsie ycmpoucmba dns nodbema
odopydoBarus Ha BepxHue 3maxu.
- B odwedocmynHeix mecmax neped Ha4asnom MoHmaxa ycmaHabBauBarom
npomuBonoxapHsie cpedcmBa 8 cocmabe u konuvecmBe, coenacobaHHoM ¢ opeaHamu
noxapHou oxpasl, u 3adeucmbBywm cpedcmbBa noxapHoU cueHau3ayuu.
- fonxHa Osimb 00ecneydyeHa 4Yucmoma BHYMPU MExXHO/02UYeCcKUx NOMEeWw eHUd,

odecnequbBarwuwas neine3awumHoOCMb MOHMUPpYeMo2o o0opydoBarus u cepMemu3ayus,

odecnequbawwas MakcumaibHYW U30A54UK om HapyxHozo Bo3dyxa, dis noddepxaHus

Heodxodumol memnepamyps U BaaxHocmu.

- Bce npoemsl, Haxodawuecs 8 3o0He npouzBodcmBa moHmaxHsix padom (/wku,

mexHonozudeckue omBepcmusi 8 nepekpsimusix u m.d.) HeodxodumMo HadexHo o2padums

U/U NepeKpsiMb NPOYHLIMU HACMUAGMU, HECMeWarwWUMUCa NpuU CAYYauHsX ydapax.
lleped BenmunsyuorHsiMu omBepcmusmu ycmpoucmbB dosxHo ocmabBambcs He meHee 20
caHmumempob cBododHozo npocmpaHcmba.

Kadesu dosxHsl Obimb NPo/IOXKeHsI Mak, Yymolsl He cos3dabams nomex moky Bo3dyxa, a

makxe docmyny k 810kam ycmpolcmb, donyckawwuMm 20psYY 3aMEHY.

YempodcmBa cnedyem moHmupoBams 6 cmouku cHu3y BBepx, Ha4YuHas ¢ Haudo/see MmsXe/bix

no macce.
llpu nepemeweHuu ycmpoucmb «Konmakm-LleHmpa», om Hux Go/iXHbl ObiMb OMCOEOUHEHbI

CUeHA/IbHble KAOEeAU, mak U Kade/u NUMAHUS.

lleped padomou Hado onpedesnums mMecmoHaxoxdeHue abapuliHoco Beik/Aw4Yamenss NUMAHUS.

44
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He cnedyem Haxodumscs HenocpedcmBeHHo neped onmuyYeckuM NOPMOM, ec/u Kade/b He
npucoeduHeH, dna uszbexaHus nopaxeHus cBemobeiM uznyYeHueM.

llycmsie cnomsi Go/XHbI ObiMb 3AKPbIMbI KPbIWKAMU.

Bokpye wkagob ¢ odopydobaruem co Bcex cmopoH dosxHo Osimb 0decneyeHo cBododHoe
mecmo, docmamo4Hoe das docmyna odcayxubarwuwezo nepcoHaa.

lTodeomobky y3na k skcnayamayuu Mo2ym ocyuwecmbBasms mo/ibko cneyua/aucmsl, 6 nosHoM
od0beme u3ydubwue 3kcnayamayuoHHYw dokymeHmayuw Ha omde/bHele ycmpoucmba y3a.
Bce padomsi, cbsa3zaHHbie co Bckpeimuem kopnycob ycmpoucm8, Bxodawux 8 cocmab y3aa,
npoBodam mosbko cneyuaaucmsl pupM-nocmabuukob uau Auya, cepmugpuyupobarHsie
pupmamu-nocmabuwukamu.

llepbuyryw uHcmasrsyuw U ycmaHobky npocpaMMHoz2o odecnedeHuss do/ixHsl BbinoHSAMb
cneyuanucmsl gupM-nocmabuukob unu cneyua/bHO 00Y4YeHHbIe CNeyua/Iucmsl.

Bce onepayuu, cBszarHble ¢ BknwqeHueM/BoikdeHuem odopydoBarus, a makxe
ycmaHoBkol npoepammHozo odecneyerus (10) dosxwsl npoBodumscs 8 cmpozom
coomBemcmBuu ¢ dokymeHmayued Ha odopydoBarue.

Bce odopydobarue dosxHo Obimb 3a3eMAEHO.

0dcnyxubarwwud nepcoHan dosxeH ydobrembopsambs mpedobarHuam 3-U kBasugukayuoHHoU
epynnsl npu padome B 3nekmpoycmaHobkax HanpsixeHuem do 1000 B.

JATIPEUAETCA nosb3oBamscs HewmamHsiMU npedoxpaqumensmu, kadensmu, npobepsme
HadexHocmb kpenneHus kadesed npu Bk/wveHHom odopydobaHuu.

JATIPEUAETCA ucnonb306arHue HewmamHbIX 3/1€KMPUYECKUX DO3EeMoK 0e3 3a3eMAeHH020
mpembezo npoboda.

lleped BkawyveHuem odopydobarus Heodxodumo npobepums u ydedumscs B npabusbHocmu
npucoeduHeHus kadeneu 8 coomBemcmbBuu co cxemou moHmaxa, npubedeHHou 8

dokymeHmayuu Ha odopydobaHue.

o
I
S
g J7ekmpoMOHMaxHslie U 3KCNAYamayuoHHsle padomsl do/ixHsl Becmucs ¢ cod/wdeHueM
S,

mpedobBaHuu, usnoxeHHsix B credywwux dokymMeHmax:
© e JpedoBarus no mexHuke dezonacHocmu, deldcmBywwue Ha daHHOM npeadnpusmuu
g
®
2 e «flpaBuna mexHuku OezonacHocmu nNpu padomax HA MENEPOHHLIX U MeNeecpa@HbIX
a
&)
E cmarnyusax», Mockba, «Paduo u cBa3e»
o
=

e «[lpaBusna mexHuku Oe3zonacHocmu U npou3BodcmBernHou caHumapuu 8 npou3zBodcmbe

s paduoannapamypsi U annapamypsi npobodHou cBs3zu», Pazden "K”,
Q
=
2 Jlner
§ 3100/36351/16-113

Mam. |Kon.yu | Jluct |Ne gok.| Moan. Nata 41




o

[on. uHs.

lModnuck u dama

WHs. Ne noon.

e «TexHuka Oe3onacHocmu npu padomax € paduo3/ekmpoHHsIM 00opydoBaHuem.
e «flpabuna no oxpave mpyda..» 10T PO-45-007-96.
e (anumapHsie npabuna u Hopmel CanlluH 2.2.1/2.2.1569-96,

® «HHCcmpykyus no caHumapHomy codepxaruw npednpuamul cBazu» OMAP-45-003-94.

llpomuBonoxapHsie Meponpuamusi U 3/1eKmMpode30nacHocmes do/sixHsl odecneyqubamsca:

e Hasuquem B deucmbByrwuwux cAyxdax NOXApHOU CueHaAU3ayuu u cpedcmb ocHemyweHus;

e Bridopom mapok kadesned, pekomeHdoBaHHbix G/ NPOKAAJKU K NPOEKMUPYeMoMy
odopydoBaHur;

e ycmaHobBkou wmence/ibHeIX PO3eMOK € 3a3eMASKWUM KOHMAKMOM,

® Ha/suquem duisekmpudeckux pe3uHoBeix koBpob y wumkob numaHus;

® nodk/wyeHueM odopydoBaHus U po3emok K KOHMYpY “3awumHas 3emas’;

®  Ha/nu4duem OXPUHHDU cueHaAuzayuu om I'I,DOHUKHOBEHUFI nocmopoHHUX /uy.

B uensax BeinonHenuss mpedobBaruu 3awums npu kocBeHHoM npukocHoBeHuu Kk kopnycam

odopydoBanus ([19Y3-2002, 7-e uzdanHue, n.1.7.76) - Memasnuyeckue kapkacs U kopnyca

npoexkmupyemozo 0dopydoBaHus, komopsle Mo2ym oka3amscs nod HanpsixeHuem B pesy/ssmame

aBapuu 8 3nekmpuyeckux yensx BHYmMpu MOHMAXHO-ne4YyamHsix u3deuld daHHozo odopydoBaHus, He

MOo/IbKO 303eM/IeHbl, HO U 00HOBpeMeHHO 3aHY/eHsI.
lomewerus odopydobBaHsl noxapHoU cueHasusayued. [onoiHUMEIbHbIX NPOEKMHbIX

peweHul no odopydoBaHuw cucmeMsi NOXapomyweHuss He mpedyemcs.

46
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11. ApxumekmypHo - cmpoume/ibHble pewerus. WHxeHepHoe odopydobarue.
lpomuBonoxapras d0e3onacHoCms.
llomewerus, 2de pacnonazaemcs odopydoBarue npoekmupyemoco «KoHmakm-L{eHmpa»
punuana A0 «MPCK LleHmpa»-«benzopodsHepzo» coomBemcmBywom caHumapHsiM HOpMAaM no
Benmunsyuu Bo3dyxa, mpedobaHusm no kaumamuke, 3an0xeHHsiM 8 TY Ha npoekmupyemyro
annapamypy.
lomewerus odopydoBarsl yeHmpanuzoBarHHoU cucmemou mennocHadxeHrus. [lodcodHsie
nomeweHusi odopydobBarel cucmemamu BodocHadxeHus u kaHa/uzayuu, Yymo no3bBossem
odcayxubawuwemy nepcoHany pewams O0bimobBsie Bonpocsl.
B nomeweHusx odecneveH HeodxoduMsil meMnepamypHo-B/axHOCMHbIL pexuM dns
@yHkyuoHUpoBaHua mexHu4Yeckux cpedcmb, npedycMompeHHsIX NPOEKMOoM:
e memnepamypa 8 npedenax +10C - +35(;
o BnaxHocms 6 npedenax 15% - 85%.
OcmasHele napamemps Bo3dyxa 6 nomeweruu - 8 coomBemcmbBuu ¢ [OCT 12.1.005-88.
0dopydobarHus donosHumebHo2o ocbewerus, BeHmuaayuu u koHAuyuoHupoBaHusi He
mpedyemcs. B cBa3u ¢ 3mum daHHbIM mexHOpado4uM npoekmoM He npedycmampubaemcs kakux-/Audo
padom no cmpoume/bCmBy, peKoHCMPYKUUU UAU NPUCNOCOO/IEHUK NoMeuweHuU a5 YycmaHobku
o0dopydobaHusi «KoHmakm-Llenmpa» @uauana [NAO «MPCK Llenmpa»-«benzopodiHepeo».
lns codnwdeHus memnepamypHo-6aaxHocmHo2o pexuma 8 nomeweHusix ycmaHobBaeHs!
cucmeMsl kKoHAuyuoHUpoBarnus u Benmunsyuu, npouzBodumebHOCMU KOMOPLIX dOCMAMOYHO 4/151
omBoda dono/nHumensHsix (Bo3Hukawwux npu padome npoekmupyemozo odopydoBarus)

men/sou30simkob.
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12. OpeaHrusayus cmpoume/iscmba

MormasxHsie padomsi Bedymcs Ha mexHu4eckod naowadke guauana A0 «MPCK Llenmpax»-

«bencopodsHepzo», a UMEHHO:
e TexHnuyeckol nnowadke ¢uauana A0 «MPCK Llenmpax»-«bencopodsnepzox» (2. benzopod,

ys. lNpeodpaxeHckas, d. 42, 3 amax, nom. 317 (/lunedHo-annapamHsld 3a/);

lonyyveHue odopydoBarusa, mpaHcnopmupobky e2o k Mecmy MOHMAXA U XPAHEHUE
odecnequBaem guauasn A0 «MPCK Llenmpax»-«beneopodiHepzox.

llpodosxumesHocms cmpoumesscmba onpedensemcsi 8 coomBemcmbBuu ¢ Hopmamu CHull
104.03-85 “UsmeneHue N® 4, npunoxeHue 3" 6 3aBucumocmu om cmouMocmu CMpPoOUME/IbHO-
MOHMAXHbIX paoom.

lpuemka padom ocyuwecmbBrsemcs komuccueu B8 cocmabe npedcmabumenel Jakasduka u
HcnosHumens.

lpuemka cucmemsl 8 yenom npousbBodumcs komuccued, ymbBepxdaemolu 3aka3zqyukoM. Pakm

3aBepwerusa padom ogopmasemcss AkmoM npuema-cdayu padom.
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lns nodzomobku cucmemsl k 8600y 8 npombiwneHHyrw 3kcnayamayuk flocmabuwyuk npoBedem

13. OdyverHue nepcoHasa

psd meponpuamul nNo 08Y4YeHUw NepcoHana:

paszpadomka y4yedHo-Memodudeckux Mamepuanob (npozpammel 0dyyeHus) das cneyuasucmob

puauvana NAO0 «MPCK Llenmpa»—«bencopodiHepao»;

A0 «MPCK LleHmpa»—«benzopodsHepeo» G5 CaAMOCMOAMEIbHO20 U3y4YeHus padome ¢

cucmemMou;

«benzopodaHepeo;

paspadomka u coenacobaHue ¢ Jakasdqukom epaguka npobedeHus 00y4eHUSs;

nodezomobka demoHcmpayuoHHsix npuMepob no padome ¢ cucmemol;

nodeomobka u nepedaya 3aka3zquky mamepuanol dns pacceliku compydHukaM guauana

ycmarHoBka u Hacmpouka cucmemsl Ha naowadkax guauvana A0 «MPCK Llenmpa» —

6 cayqyae Bo3HukHoBeHus Bonpocob y nosb3oBamesed cucmemsl oka3ssibams KOHCY/AbMAYUU

no mene@poHy uAu 3/1eKMPOHHOU NoYme.
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o

[on. uHs.

lModnuck u dama

UHe. Ne nodn.
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14. OxpaHna okpyxawueu cpedsl

larHeiM mexHopado4um npoekmoM npedycmampubaemcs NpUMEHEHUE 3K0/102UYeCKU YUCMbIX
mamepuanob u obopydobBarus, komopsie He oka3siBawm BpedHozo BozdeucmBusa Ha okpyxarwuyw
cpedy, npakmuvecku He Bbidenswom BpedHsie BewecmbBa u He co3dawm BpedHbix 3/1eKMPOMA2HUMHbIX
UAU UHBIX U3AY4eHUU.

Yemanabaubaemoe 31ekmpoHHoe odopydoBaHue He umeem ucmo4HUKoB nobsiweHHo2o wyma,
B6udpayuu u uHblx BpedHbix ¢u3udeckux Bosdeucmbud.

0OdopydobarHue umeem cepmuguxkams MuHucmepcmba cbs3u PP u eueueHuyYeckud cepmugukam.
lpoqux Bpednsix BozdedcmBuu Ha okpyxawwyrw cpedy u odcayxubarwwud nepcoHan yzen cbsasu He
oka3ssiBaem. lloamomy 8 coomBemcmBuu ¢ coenacobarnuem POCKOMCAH3IIMAEMHA3OPA om
25.05.932. N°01-13/759-11 carumapHo-3awumHsie 30HbI U 3QUWUMHbIE MEPONPUAMUS He

npedycmampubaromcs.

Jner

3100/36351/16-113
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15. UnxeHepHo - mexHuYeckue Meponpusimusi 2paxdaHckol o0opoHsl. Meponpusmusa no
npedynpexdeHurs 4pe3BeiyalHeix cumyayud
«Konmakm-Lenmp» ¢uauana A0 «MPCK Lenmpa»-«besnzopodsHnepzo» cnpoekmupobaH
makuM 00pa3oM, 4YMo e2o pecypcsl Mo2ym ObiMb UCNO/Ab308aHe dns odecnederus cbsa3u 6
uHmepecax epaxdaHckol 08opoHsl, npedynpexdequa u nukBudayuu 4pes3bBeidalHeix cumyayud,
o00ycnobnenHsix abapusmu, kamacmpogpamu, CMUXUUHbIMU 0edcmBusMu.

Ans  «Konmakm-Llenmpas» npedycMompeHsl CALGYHWUE PexuMsl padomsi:

e pexum nobcedHebBHou desme/bHocmu;
e pexum nobeiweHHou eomobBHocmu;
e pexum 4pe3bBeiqauHoU cumyayuu.

Bce opezanusayuoHHbie Bonpocsl no HamMevaeMsiM MepONPUSMUSAM N0 NPEGYNPexXdeHU
ype3Beivalnsix cumyayud coznacobeiBawmes ¢ meppumopuaibHeiMU opeaHamu MYC Poccuu 8
coomBemcmBuu ¢ “TunoBeim nosnoxeHuem o nopsidke Bbidadu UCXOOHbIX JAHHbIX U MEXHUYECKUX
ycnobuu Ha npoexkmupoBarue, coznacobarHua dokymeHmayuu Ha cmpoume/sscmbBo, a makxe onAamsl
ykazawuHeix ycaye” (Muncmpod Poccuu, 1996 2.).

lesmenbHocms cAyx0 epaxdaHckoU 000poHbI npednpusmuy pezrameHmupyemcs «llepeyHem
pykoBodswux dokymeHmob no epaxdaHckou 00opoHe, npedynpexdeHur u nukBudayuu
ype3BbiyauHsix cumyayuu», komopsid Bkawvaem 6 ceds, 6 yacmHocmu:

o  Qedepa/ibHble 3AKOHbI:

OcHoBHOU 3akoH «KoHcmumyyus Poccuuckou ®edepayuu;

JakoH «0 4pe3bBeiqauHom nonoxeHuu» om 17.05.912. N¢ 1253-1;

JakoH «0 epaxdaHckou odopoHe» om 12.02.98 2. Ne28-@3;

JakoH «0 3awume Hace/eHUs U mMeppumopuu om 4pe3bBeiqauHsix cumyayuu nNpupodHozo
U mexHozeHHoz2o xapakmepax» om 21.12.94 2. N° @3 68-@3;

- 3akoH «0 noxapHou dezonacHocmu» om 21.12.94 2. N® 69-@3.

o
i e  Ykassl [lpesudenma Pocculckou Pedepayuu:
(e]
N - «0 epaxdaHckol odoporHe» om 08.05.93 e.
o e [locmanobnerus [lpabumesscmBa Pocculuckou Pedepayuu:
g
'§ - «0 nopsdke nodzomobku HaceneHus 6 odnacmu 3awumsl om 4pe3bBsi4auHbix
s cumyayui» om 24.07.1995 2. Ne 738
Q
(o]
= - «0 eduHou zocydapcmBerHHou cucmeme npedynpexdeHus u AukBudayuu
_ ype3Beivainsix cumyayuu» om 05111995 2. Ne 1113
;
=
2 Jver
§ 3100/36351/16-113
Mam. |Kon.yu | Jluct |Ne gok.| Moan. Nata a7




Hon. uHe. Ne

lModnuck u dama

UHe. Ne nodn.

e [lpuka3sl MuHucmepcmbBa cBs3u Poccuuckold ®edepayuu.

T'nabubid uHxeHep npoekma

A

A. Cagapob
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CoenacosaHo

Bedomocmb cchinodHbix U npunazaemsix dokymerHmobB

53

0do3Ha4qeHue HaumerobaHue lpumeyaHue
rocr P 211101-97 Cucmema npoekmHou dokymeHmayuu ans
cmpoumebcmba. OcHoBHsle mpedobBaHus K
npoekmHoU U padodel dokyMeHmMayuu
llpaBuna BsinosnHeHus padoqel dokyMeHmMayuu
rocT P 21.1703-2000
npoBodHeix cpedcmb cBsazu
FOCT 2.105-95 ECK/ Obwue mpedobBarusa k mexkcmobsim
dokymeHmam
rocr 2.109-73 ECKA OcHoBHele mpedoBarus k Yyepmexam
rocT 21501-2011 CTIAC llpaBuna BeinosHeHus apxumekmyp_Ho-
cmpoume/ibHblX padoqux depmexed.
UHpopmayuoHHas mexHonozus. Komnaekc
cmaHdapmob Ha aBmomamu3upoBaHHsie
FoCT 34.201-89
cucmemsl. Budsi, koMniekmHocms U 0803HAYEHUE
dokymeHmoB npu cozdaHuu aBmomamu3upoBaHHsix
FoCT 34.601-90 ABmomamu3zupobBarHsie cucmemsl. Cmaduu co3daHus.
FOCT 2.106-96 £duHas cucmema koHcmpykmopckoU JOKYMEHMAayuu.
TekcmoBeie dokymeHmsl
PA-50-34.696-90 ABmomamu3upobBaHHsie cucmeMsl.
A-50-34.696- TpedoBaHus k codepxarurw dokymeHmoB.
EduHas cucmema koHCmpYkmopckou doKYMEHmayuu.
rocT 2.106-96
TekcmoBsie dokymeHmsl.
Cucmema npoekmHou dokymeHmayuu G415
rocT P 21.002-2014 cmpoumescmbBa. HopmokoHmpoib
npoekmHoU U padodel dokyMeHmayuu.
i FOCT 12.1019-2009 CC5T InekmpodeszonacHocms. Odwue mpedobBaHus u
z HomeHknamypa Budob 3awumsl.
S
o
S FoOCT 12 1030-81 CCET. 3nekmpodesonacHocms. JawumHoe
3a3eMAeHUe, 3aHY/eHUE.
©
g
S
=]
g
';é 3100/12782/19-CC-B
Mam. |Kon.yu | Jinct |Ne pok. I'!oqn. DaTa
. Paspadoman | AeanoBa // ///g,/// Crapusi TNuct NucTos
£ rvn Cagapob W BedoMocmb cCbifOYHbIX U =l ! 2
s v
< 000
g npusnazaeMsix dokymeHmob
< «/lodxuk TE/T»
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llpaBuna ycmpoucmBa 3nexkmpoycmaHobBox.

43
7-e uszdaHue, 2002 2o0d.
%l.
§
Q
®
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S
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g
S
s
=
S
S
2 INner
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CoznacobaHo

B3am.uub.N

[logn. u gama

MHB.N noga.

[lpsimbie kaHal cBs3u

Lomobas —-L L/e/-/mp ynpa b6seHus cemsamu

cbssb,
paduocbsse,
FMC

—T

[lpsimbie kaHa/l cBs3u

BbideieHHble
Homepa ['TC

'

[lompedumenu 1-u u 2-u
Kkameeopuu
(no ymBepxdenHomy cnucky)

Ycno0BHbie 0003HAYeHUS:

—a—— - KaHa/l cBs3u opeaHusyem @uauan;

—ll—— - KaHa/bl cBs3u opeaHusyem HA.

[opodckou ducnemyvepckuu nyHkm LYC,
a makxe ydanerHslie [l y4acmkob L/YC u
= [I1 P3C 6 nepexodHsili nepuod pa3zBumus

-+

!

ABapuuHsie u
3KCMpPEHHbIE
CAYXKObl

KopnopamubHas cems cBs3u,
llopman Kowmakm-Llenmpa 3JHepzonopmarn

[lpsimbie
KaHa/ vl
cBasu

|
J

1351 (12)

1350
8-800-505-0115

3100/12782/19-(2

Uzm. [Kon.yyl lucm |N° fok| [Modnuck

Hama

“Co3darue “KoHmakm-Llenmpa” das guauana
lNIAO “MPCK Llenmpa“-"besnzopod3Hepeo”

e. benzopod
ya. llpeodpaxenckas, d. 42

Cmadus | /lucm /lucmob

TPI 1 1

rvrn Cagapob
(lpoBepusn |Cagapob
Pas3padomanAzanoba

byHkyuoHanbHas cxema B3aumodeucmbus
ducnemyepckux nyHkmoB ¢ KoHmakm-L{eHmpom
U nompedumenssMu 3/1eKmpo3Hepeuy

000 “/lodxuxkTE/NT"

®opmam A3
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CoznacobaHo

B3am.uub.N

[logn. u gama

MHB.N noga.

o4c

IAO “MPCK leHmpa” -"bencopodsHepeo”
e. benzopod, ys. lpeodpaxerHckas, d. 42

[TAO "MPCK Llenmpa”
-"beneopodsHepeo” ~
g
YriATC “MAK “"ATC UnguHumu 3
“CS 1000 MG*” SDH kpocc Kowmakm-L{enmp” a
—_ N ©
£1 EDSS-1 T s § 3
S
8xE1 EDSS-1 SIP Kcrg /2 § & § z
TeOr IXENEDSS-1 2xE1 EDSS-1 140 "MPCK Llenmpa” s3E7
u O
I Q=
- SRR
<
Bx. B51308b1 1350, 1351 IXET EDSS-1 S
u 8-800-505-0115 S
SipP S
3
Sp SIP
SIP
SIP
[IAG "MPCK Llenmpa” [TAO "MPCK Llenmpa u|llpuBonxesa”
- SIP o | F—————— e ——— —— — |
a Punuan B ™ Punuan B a Punuan B | Punuan |
: bpsHck3Hepeo : : Boporex3Hepeo : : fp3Hepzo : | UB3Hepeo N |
3
| | | | | | e\ |
| o4ac | | o4ac | | o4ac | o04c ~ o
| bunuana | | bunuana | | bunuana | | bunuana E § ;:.'é |
| | | | | | 1835
| =) Q5 |
| | | e | 387
| | | | | | R
| T SSE| |
| ToOr1 | | ToOr1 | | | | ToOr1 S § Sz |
| e. bpsHck | 2. Boponex | | | | 2. UBarobo <SS 3 < |
| | | | | | s/
| | | | | | : /)
| I | | | | S |
I B T | I | D .
— | | _ | | |
Bx. Bb130661 1350, 1351 Bx. Bbi1306b1 1350, 1357 Bx. Bbi1308b1 1350, 1357 Bx. Bb1306b1 1350, 1351
3100/12782/19-ITM-C1
YcnobHbie 0003Ha YeHUS: “Co3daHue "KoHmakm-Lllenmpa” das ¢uauana
[TAO "MPCK Lenmpa“-"6enzopodsHepzo”
Hanm. \Kon.yy) lucm |Ne fok| Modnucs |Aama
- npoekmupyemoe odopydoBaHue u kaHas cBa3u; 2. Benzopod Cmadus | /lucm | /lucmob
/4 ya. llpeodpaxenckas, d. 42 TPI7 1 1
- cywyecmByrwwee odopydobaHue u kaHassl cBa3u. Iz Cagapob P
[lpobepun | Cagapob [/,, n CmpykmypHas cxema
PaspadomasAzanoba |V, L1 opeanuzayuu kaHanob cBssu 000 “/lodxuk TE/T”
; Koumaxm-L{enmpa Infinity

®opmam A3




Bedomocme 0dbemob padom
Cosdanue «Konmakm-Llewmpa» dna @uauana A0 «MPCK Lenmpa» - «benzopodsHepzo»

Ha TexHuyeckoU naowadke no adpecy: e. benzopod, yn. lpeodpaxenckas, 4. 42.

Il;/,; HaumenoBaHue Ed. usm. Koan. llpumeyaHue
1 2 3 4 5

Pasden 1. Monmax u Hacmpouka odopydoBarus

«llpoepammHo-annapamueid komnaekc «ATC MHpuHumu Kowmakm-L{eHmp»

CoenacosaHo

1 | Yemarnobka 6 cmouky cepbepa wm. 2
2 | Monmax 8 cmouky pesbc dnas MoHmMaxa wm. 2
cepbepob
3 | Hacmpouka kaHanob cBasu cepbepob ¢ 1 mpakm 4
cywecmByrwwumu komMmymamopamu N@5,
Ne6  Cisco Catalyst 3750-48
4 | Monmax 8 cmolky uUHMe/n/nekmya/bHo20o wm. 1
KoMMymamopa
5 | [lpobepka: cemu cbsa3u Ha kayvecmbBo 1 cemb 1
odcayxubarus Bri30606 coasu
6 | Hacmpouka yugppobsix 1 mpakm 8
nomoko8/mpakmo8 E1, 2 Mdum/cek
7 | Hacmpouka kaHasa cBs3u komMmymamopa 1 mpakm 1
¢ cywecmbByrwuwum koMmymamopom (isco
Catalyst 3750-48
8 | Yemarobka v Hacmpouka : /luyeH3us Ha wm. 1
2 npoepamMMHo-annapamHsiy komnaekc Call-
2
g ueHmp “Infinity
I
9 | Yemawnobka u Hacmpouka : /luyeH3us Ha wm. 110
o pado4ee Mecmo onepamopa-
8
S
8
2
§ 3100/12782/19-BP
Mam. |Kon.yy|Jluct |Ne gok. I]oun. OaTa
= Paspadoman | Azanoba // /6/ . Cragua Jner INucTos
E rvn Cadpapos W TP[1 1 4
o Tl
2 Bedomocmb 0dbemob padom 000
§ «/lodxuk TE/T»
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o
//'\lln Haumerobarue Ed. usm. Koan. [lpumeyaHue
1 2 3 4 5
napannenbHaa 2eHepayusi KAw4a
akmuBayu
10 | Yemarobka u Hacmpouka : /luyeH3us Ha wm. 52
padodee mecmo cynepBuzopa-
napannefbHas 2eHepayusi KAKw4a
akmubayuu
11 | Yemarnobka u Hacmpolka : /luyeH3usa Ha wm. 1
mMody/e pesepbupobarus
12 | Yemarobka u Hacmpouka : /luyeH3uss Ha wm. 3
Mody/ab aHasuzamopa abmoombemob Ha
10 nuHUG
13 YemanoBka u Hacmpouka @ /luyeH3us wm. 1
Ha Modyse uHmezpayuu ¢ cepbucom
Yandex SpeechKit
Andexc.00nako
14 YemanoBka u Hacmpouka :  /luyeH3us wm. 1
dns mecmoBozo cepBepa (1 onepamop,
admuHucmpamop)
lononnumesibHbie Buder odcnyxubarus, npobBepka padomsi
15 Unmezepayus ¢ cucmemou SAP (RM, 1 7
Inepzollopmanom Konmakm-L{enmpa cmanyus
(SharePoint)
16 (emebas v pyHkUUOHA/ILHASA HACMPOUKA 1 1
Bed-CepBepa Apache cmanyus
17 Peasusayus (C#, SQlL) cnpaBoyHuka u 1 1
@opmupobarue cmpykmypsl, peanu3ayus cmaHyus
UHmeepayuu GA51 Hano/HeHUs
cnpaBoyHuka (SQL, HTTP)
18 | Hacmpouka novymoBozo cepbepa u e-mail 1 1
daHHbix no/sb30B8amenel cmanyus
%
g 19 Hacmpoika ckBo3Hou ucmopuu 6 1 1
S
= kapmoyke- peasusayus (C++, SAL) cmaHyus
S memoda coopa uHgopmayuu no 36oHkaM
20 Hacmpoika IVR 1 1
o cmaHyus
g
S
S
g
S
o
=
g
=
2 Jlner
§ 3100/12782/19-BP 5
Mam. |Kon.yu | Jluct |Ne gok.| Moan. OaTa
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[]
//'\1/1-7 Haumerobarue Ed. usm. Koan. [lpumeyaHue
1 2 3 4 5
21 | Yemarnobka annapama menegoHHozo ATLC: wm. 52
Hacmo/bHo20
22 Hacmpouka cucmemsi ducnemyepckou wm. 52
cbssu Ha da3ze 3nekmpoHHou ATC
Hacmpouka u KoH@ueypupobarue
okoHe4YHoeo odopydoBaHus ISON-
annapamob me/ie@oHHbIX
23 Monmax 0noka posemox wm. 2
Kadesu u mamepuassi
24 Inekmpudeckue npobodku 8 wumax u M 36
NYAbMax: WKA@HsLIX U NAHe/bHbIX- KAOe/b
6umas napa U/UTP
25 llpoknadka kadens 6 npo/oxeHHsix M 146
kopodax -kadess Bumasa napa U/UTP
26 Pa3vemsi wmencensHsie RJ-45 ¢ wm. 18
pasdeskol u Bk/wveHuem kadens:
27 Inexkmpudeckue npobodku 8 wumax u M 6
NYAbMax: WKA@HsIX U NAHE/bHbIX -
npoBod 1976
28 llpucoeduneHue k npudopam wm. 6
3nekmpudeckux npobodok ¢
OKOHUYebBaHueM HaKOHeYHUKOM
29 Monmax 8 cmouky Bbiknrwdamens wm. 1
abmomamuyeckozo
Pasden 2. flopadomka ¢yHKUUOHAAAG CUCMEMbI
30 | Paspadomka BosmoxHocmu 3anucu Budeo
¢ 3kpaHoB onepamopoB, Bo3moxHoCcmb
cuHxpoHHo2o BocnpousBedeHus 3anucu
3kpaHHou akmuBHocmu onepamopa c
3anucbiw mesnepoHHoeo paszzobopa
31 Paspadomka uHcmpymenma “llomowsb
: cynepbuzopa”
5 32 Paspadomka uHcmpymeHma
',:5[ “lpousbBosbHeie Wallboard”
33 Paspadomka Bo3moxHocmu padomsi co
bxodawumu SMS
§ 34 | Paspadomka uHcmpymeHma «Teneg@oHHsIU
;3
E
S
2 Jlner
;:‘5 3100/12782/19-BP 3
Mam. |Kon.yu | Jluct |Ne gok.| Moan. OaTa
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Ne
HaumenoBaHue Ed. usm. Koan. llpumeyaHue
nn
1 2 3 4 5
cnpabBoyruk» (dazoBas 4acms)
35 Paspadomka uHCmpymMeHma
«KBanugpukayus, madauya»
36 Pas3padomka uHcmpymeHma
“llpomokonupobarHue usmeHeHUU"
37 | Paspadomka uHcmpymeHma “Onobewerue
onepamopoB”
38 | Paspadomka uHcmpymenma “[Ipuopumemsi
oyepedey”
39 lopadomka “Cmamyca” onepamopa -
ybBemoBas uHdukayusi u maumep BpemeHu
40 lopadomka Bo3MoxHbIX Hacmpoex
kamnaHud - BeiHeCmMU Hacmpouku
aHasuzamopa ombBemob 6 Hacmpouku
kamnaruu. [Ipu 0dHapyxeHuu
pe3yabmama «[onocobas nodymax»
BocnpousBedeHue 3adaHHO20 CO00WEHUS
41 lopadomka uHmepgeca cucmeMsi
“lNonb308amesckue uHmMep@eucs no
odpadomke goHozpamm”
(=]
©
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S
o
S|
©
g
®
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S
=
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=
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=
2 Jlner
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®unnan [TAO «MPCK IlenTpay - «bearopoxsHeproy

YTBEPXJIAKO YTBEPXJIAIO
Havanenuk nenapraMenta KOpIopaTUBHBIX H [lepBuolit 3amMecTHTEIL mpaxmpa -
TEXHOJIOIHYECKHX aBTOMATH3HPOBAHHBIX rJIaBHBIH MHKEHED (uiuaia
CHCTCM YIIpaBJICHUS «NIPCK LlenTpa» -
HAO:%%\&P}&EHT})&» Bemgnoaneproy

; P.B. Jlembsnen ~4A ___C.A. Pemernukos

<<o?5 » C;/ 204}’ I

TEXHWYECKOE SAJAHWE 2 31 158
Ha jlopaboTky TexHOpaboUero nMpoeKTa rno co3AaHu «Ko;rram&leﬁ'rpa»
: wist puumana [MAO «MPCK Lentpay - «benropomssepro»
(MITP 2019r., xon npoexra BJI-36) ~

Ha & sperax

COI''TACOBAHO:
3&M38’I’HT€JIB I atzanbmaxa

E. E. Cumonos

\
« ?,Eﬁ » ) 01 20 \9D r

COI'TACOBAHO: COT'JIACOBAHO:
HavansHuk YrpasieHus pasBurns Havansuuk Yupasienus
H oKcmryaranuy ACJIY KOPHOOPaTHBHBIX H TEXHOJIOIHYCCKHX
Henapramenra KOPIOpaTUBHBIX U ACY dunnana ITAO «MPCK Ilentpa»
TexHonornyecknx ACY ITAO =«Befitopotorepro».
«MPCK Lentpa»
o 77/ B.B. Hemocexos
- JIA. Tletpos ¢
« 77 { oF 2079 r. « L0, 7 20 L5,

(i o it/




OrsaBJieHHE

1. BBEIEHHME. cvuevreeereesersssesssstsesssssrsessssasssssissas sisss saessssssasssssstans ss ss st st 1RSERSERIIES SISO SRR 0 000002 3
I LT———————=NEREUR LSS 3
3. VACIIONHMTENb: OMPENETAETCS IO HTOTAM KOHKYPCR. ..rvvsrrmssusssssstassemssssnsssss s s 3
4,  (DUHAHCHPOBAHME PABOT. .covvvssresessesssssssssssssssssss st ssss 0 3
5. CpOKH HAYANA B OKOHUAHHS PAGOT. wevoovummmmsssssssssissssssssssss st 3
6. COCTAB PABOT. .vvveresseesssessessnssasnssssssstsssestassoss s A4S EEEER R R SRS ss  00 3
7. OBIITE TPEOOBAHE, 1vvvvvvssssereeesssssssssssssssssssesesssss a1 4
8. TpPeGOBAHMS K TIPOSKTHBIM PEIIEHHMM. orvvvsssrrersssssrsssssssssssss st 4
9. TpeGOBAHMSA K VICTIOMHITEIIO PABOT ..oooorvvvsssssssssssssssssssssssssssss s s +
10. TpeGOBAHHS K TPOEKTHO-CMETHON JMOKYMEHTAIIHH. vovorovussssrsessssssssssssssssss st 5
11. IlpaBuia OpHEMKH M KOHTPOJIA 0E ;. AT bl 6
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1. Bsenenwue.

JlaHHBIM TOKYMEHT CO3/1aH B COOTBETCTBUM ¢ «EauHbIM cTangapTom 3akynok [TAO «Poccetny
(ITono>xeHne O 3aKymke)» C LENbI0 ONTHMAJIBHOIO BBIOOpA MCIOJHHUTENS YCIYTH IO BBINOJIHEHUIO
MIPOEKTHO-U3bICKATEILCKHUX paboT no co3aannio «Konrakr-Llentpa» B punmane [IAO «MPCK Llentpa»
«benropoayHEproy.

[lenpro pa3zpaboTku HACTOSIIETO TEXHUYECKOTO 3aaHUS SBIISICTCS OMpeieTIeHue TPeOOBaHUI
K MPOCKTHPOBAHUIO, MOJICKAIUX 00S3aTENBHON peaan3alid U COOTBETCTBYIOIIEMY OTPAKCHUIO B
Marepuanax KOHKYpCHON JOKYMEHTALMH.

2.  3axa3umk.

[TAO «MPCK LenTpa»

127018, Poccus, r. MockBa, 2-1 SImckas yi. 4

Ounman [TAO «MPCK LlenTpa» - «benropoazaepro»

308000, r. benaropon, yiu. [IpeoOpakenckas, 1.42.

MNHH 6901067107/ KIIIT 312302001

P/cu 407 02 810 107000008158 B dpunmane Ne 8592 ITy6onmunoro AkiuonepHoro OomiecTsa
«Co6epbank Poccum» - benropoackoe otaeneHue

BUK 041403633,

K/cu 301 01 810 100000000633

3.  HcnoaHuTeNb: ONPEACISIETCS 110 UTOraM KOHKYpCa.

4. ®DuHaHCUpPOBaHHe PadoT.

Hctounuk ¢uHAHCUpOBaHMA — aMOPTHU3alUMs OTYETHOTO Troxa, crares UIIP 2019 r.
2.6.4 ABT Texnonornu.csizb, punuan [TAO «MPCK Ilentpa» — «benropomdHeproy», Ko MpoeKTa
MHBECTUIIMOHHON nporpammsl bJI-36.

5. Cpoxu Hayaja ¥ OKOHYaAHUSA PadoT.
Hauano: B Teuenue 2-x pabouux JHEH ¢ MOMEHTA 3aKJIIOUEHUS I0TOBOpA.
OxoHyaHue: 42 KaJIeHAAPHBIX JHSA C MOMEHTA 3aKJII0OUEHUS JOTOBOPA.

6. Cocras paoor.

6.1. IlpoBenenue mpeanmpoeKTHOTO oOcnenoBanus 00bekTa. CMCOK 0OBEKTOB MPEACTABICH
B Ilpninoxenun 1.

6.2. PaspaboTka u corjacoBaHue C 3aKa3YMKOM HOBBIX TexHHUYeCKUX pemenuii (TP).

6.3. Jlopabotka Texnopabouero npoekra (TPIT)
3100/32663/13.'HKI1.465277.775.01.04.01 AO (npunaraercsi), Ha OCHOBE HOBBIX MPOEKTHBIX
pelIeHui, B COCTaBe:

6.3.1.Hacrosmee TexHuIecKkoe 3aJaHue;

6.3.2.0T4eT 0 MpeAnPOSKTHOM 00CTIETOBAHUY;

6.3.3.1losicHuTenpHas 3ammcKa, cojepkamas B ceOe OMUCaHWEe TEXHUYECKOTO pEIICHHS,
KpaTKui mepedeHb 00OPYAOBAaHUS M €r0 XapaKTEPHUCTUK, PAcY€éT HArPy304YHON CIOCOOHOCTH CUCTEM
Konrakr-l{enTpa 1 He0OX0MMOM MPOMYCKHON CIIOCOOHOCTH KaHAJIOB CBSI3H;

6.3.4.11nan pa3mereHust 000pyI0BaHUS;

6.3.5.Cxema CTpyKTypHas;

6.3.6.UepTer)k yCTAaHOBKM TEXHMUYECKHX CPEACTB IMOJCUCTEM, a TAKXE CXEM IPOKIAAKU
kabesnel U COeTMHEHUS YCTPOMCTB.

6.3.7. Texuuueckue pemieHuss 00 OCYIIECTBICHUH JIIEKTPONHUTAHUS W 3a3eMIICHHS
MIPOEKTUPYEMOT0 000PYIOBAHUS;

6.3.8. [IpuHnunUaIbHBIE CXeMbI ()YHKITMOHUPOBAHUS /UM B3aUMOJICHCTBUSL 000PYIOBAHUS
C CYIIECTBYIOLTUM O00OPYIOBAaHUEM, €CITH TAKOBOE UMEETCS,

6.3.9. Crnenudukanuu o0OpyAOBaHHMS W MaTepUaJoOB, CEpPTUPUKATHI HA W3ACIUS U
MaTepuabl, IPUMEHSIEMbIE PU CTPOUTEIHCTBE, €CITH TAKOBBIE HMEIOTCS;



6.3.10. BenoMocTh BBITTOTHSAEMBIX PaOOT.

6.4. Pa3paboTka CMETHOW JOKYMEHTAIIMH B COCTaBE: JIOKAIBHBIE CMETHI, JIOKAJTbHBIC CMETHI
Ha MOHTa)XHbIE Pa0OTHI, TOKAIbHBIE CMEThI Ha TyCKOHANAJ0YHbIE paOOThI, CBOJHBIN CMETHBIN pacyerT;

6.4.1. CornacoBanne u yrBepxiaenue PII u cmerHoit nokymenrauuu B Dumumane [TAO
«MPCK Ilentpa» - «bearopoadHepro».

6.4.2. Cpaua 3aka3uuky PIl u cmeTHOI fOKyMeHTalMu 110 ycinoBusaM Jlorosopa.

6.5. Ins kaxxgoro u3 stanoB pabotr McnomHuTenb HoJKeH pa3paboTaTh M COIJIacoBaTh C
3aKa3uyuKoOM JIeTaIbHbBIE TUIAHBI-TPA(QHKH 110 KaXKIOMY dTamy padoT.

6.6. J{ns1 BeImoIHEHUS! paboT M0 MpoeKkTy McnonHurens A0MKeH 00eceduTh U COrIacoBaTh C
3aKa3uynuKoOM TMOCTOSIHHOTO TIpeIcTaBUTeINs VICOTHUTENSI, OTBETCTBEHHOTO 3a [IpoekT;

6.7. Vcnomuutenb MOJKEeH MO TpeOoBaHUIO 3aKazyuKa MPEJCTABIATh OTYET 1O COCTOSIHUIO
paboT u npuHATHIM VIcIOTHUTEIEM OpraHU3aIMOHHO-TEXHUYECKIM PEIICHUSIM.

6.8. Vcnonuutens nomkeH oOecrneduTbh HEOOXOJUMBIE COIJIACOBAHUS C 3aKa3uyUuKOM JIJIst
KQKJOT0 M3 ATAoB paboT U 00eCIeYnTh CBOCBPEMEHHYIO KOPPEKTHPOBKY [IpoekTa 1o 3amedaHusM
3aka3uMKa.

7. OOmme TpedGoOBaHMS.

7.1. BapuaHTbl TEXHUUYECKON peajln3aliu COIrJacoBaTh ¢ 3aKa3UUKOM.

7.2. Bce mnpumeHsemMoe OOOpYyJOBAaHWE JOJDKHO MMETh Tacmopra H CcepTU(UKATHI,
nelcTBUTeNbHbIE Ha TeppuTtopun PO.

7.3. IlpoekTupyeMmble CHCTEMbI JOJDKHBI IOJJEPKUBATh KPYIVIOCYTOUHBIH  PEXKUM
(YHKLIIMOHUPOBAHUS U PE3EPBHOE TUTAHUE.

7.4. IlpoekTupyemMble cUCTEMBI JOJDKHBI JOIMYCKaTh IIPOBEIECHUE MPOPHIAKTUYECKUX padboT
0 NOJIIEP>KaHUI0 000PYA0BaHUs B pab0oueM COCTOSTHUM.

7.5. llpoekTtupoBaHHE MOHKHO OCYIIECTBIATHCS COOCTBEHHBIMHM cuiiamu Mcronnutens (B
cllyyae HEOOXOJIUMOCTH, C MPUBJICYEHUEM CYONOAPSAYMKOB) B COOTBETCTBUU C €r0 JACHCTBYIOLIMMHU
CBUJETEIBCTBAMHU CAMOPETYJIUPYIOLIEH OPraHu3aluy 0 CTPOUTENBCTBY U KUJIUITHO-KOMMYHAJILHOMY
xo3siictBy, CHull.

7.6. TIpOEKTHO-CMETHYIO JOKYMEHTAIMIO pa3padoTaTh M coriacoBath ¢ ¢uauanom [TAO
«MPCK Lentpa»-«bearopoassepro».

7.7. B Hacrosiulee 3aJjaHUE MOTYT BHOCUTBHCS M3MEHEHMSI U JIOTOJIHEHMS] MO B3aUMHOMY
COI'JIACOBAHUIO CTOPOH.

7.8. Bce npoeKTHBIE PEMICHHS U COCTAaB 000PYAOBAaHUS JOJKHBI OBITH COTJIACOBAHBI HA dTAre
HPEANPOEKTHOTO 00CIIeI0BaHHUS.

8. TpebGoBaHus K MPOEKTHBHIM pPellIeHUAM.

8.1. Ha sramne npennpoektHoro obcnegopanus Mcnomuurens qomxeH odecnednuTs cOOp Beeit
HeoOxoanMoi nHpopmanuu ais pazpadorku [Ipoekra (kak mo oobekTaM 3aka3uuKa, Tak U CTOPOHHUX
OpraHU3aIyii), BKIIOYas:

1) OmnucaHue U XapaKTEPUCTHUKH OOBEKTOB C LEJIBIO ONPEAETICHUS BO3MOKHOCTH pa3MeIeHus
MOCTABJISIEMOT0 000PYIOBAHHS U TIOABOJIKY DJICKTPOMTUTAHUS, IPOKIIAIKY KabemeH u T.11.

2) Ilepeuenb, onucaHUe U XapaKTEPUCTHKHU CYIIECTBYIOIIMX BHEIIHUX JUHUN CBSA3U 0OBEKTa,
BHYTPHOOBEKTHBIX CHCTEM CBS3H M TIOJH30BATEIBCKUX CHCTEM, C YKa3aHHeM O000pyIOBaHHUS,
uHTEepeiicoB conpsKeHNs, THPOPMALMOHHBIX KaHAJIOB.

3) Bes unHdopmanmst 10 mnpeabsaBieHUs 3aKa3zyMKy JOJDKHA OBITh  COTJIacOBaHa C
OTBETCTBEHHBIMHU MPEJCTABUTENISIMU 3aKa3ulKa Ha MecTax ee coopa.

8.2. Bce mpoekTHBIE peUIeHHs W COCTaB OO0OPYAOBAaHUS BBIMTOJHSIOTCS B COOTBETCTBHH C
TeXHW4YeCKUM 3afaHueM B IIpuwiioxkeHuu 2, B ciyyae HEOOXOAMMOCTH H3MEHEHHUS TEXHHUYECKOTO
3aJJaHus JJOJDKHBI OBITH COTIIACOBAHBI ¢ 3aKa3YMKOM Ha dTare MPOSKTHPOBAHUSI.

9. TpeboBanus xk Ucnonnuresro pador

9.1. VdacTHHK KOHKypca JOJDKEH 001aJaTh IPaKJaHCKOW MPaBOCTIOCOOHOCTHIO B TOJIHOM
o0beMe IS 3aKITI0YEHHUs U UCTIoNHEHHs JloroBopa, 10JKeH OBbITh 3apEerHCTPUPOBAH B YCTAaHOBICHHOM



HOpSAKE M UMETh COOTBETCTBYIOIEE CBUAETEILCTBO HA JONMYCK K JaHHBIM BUAaM paloT, BbIIAHHOE
CaMOpEryJIMpyeMOl OpraHu3alUei, 3aperuCTPUPOBAHHON YIOJIHOMOYEHHBIM TOCYJapCTBEHHBIM
OpPraHoM B YCTaHOBJIEHHOM 3aKoHoJaTenbcTBoM PD nopsake.

9.2. YyacTHUK KOHKypca HE JOJDKEH SBIATHCSA HEIUIATE)KECIOCOOHBIM WM OaHKPOTOM,
HaXOJUTCs B Ipoliecce JIMKBUAALUHN WM SKOHOMHUYECKAs! 1€ATEIbHOCTh YYaCTHUKA KOHKYpCa JI0JKHA
OBITH TpHOCTaHOBIIEHA. Ha MMyIIIECTBO y4acTHHKA KOHKYpCa B YaCTH, CYIIECTBEHHOM JUI UCTIOTHEHUS
JloroBopa, He 10JIKEH ObITh HAJ0XKEH apecT.

9.3. CnocoOHOCTh 00ecneunTh COOTBETCTBHME  OKa3bIBAEMBIX  yCIYr HOPMAaTHUBHO-
METOAOJIOTMYECKHM TpeOOBaHUAM, NPEABABISEMbIM pACHOPAAUTENbHBIME JoKyMeHTamu [IAO
«Poccetnn, ITAO «®PCK EBC» u I[MTAO «MPCK llentpa» (oneIT paboThl € NPEAIpUATUSIMU
JIEKTPOIHEPIETUKN ).

9.4. Vcnomuutens paboOT 00s13aH UMETh KBATH(DUIIMPOBAHHBIN MTEPCOHAN, TEXHOJIOTUYECKYIO
OCHACTKY M OIIBIT BBIIOJIHEHHUS MPOEKTOB B 00JACTU TeIE(POHUM U IOJIOCOBOM MHPPACTPYKTYphl HE
MeHee 3-X JeT.

9.5. HcnonHutens oOecrieyuBaeT CONPOBOXKIECHHUE, IEPECHUIKY, U Nlepeaayy pa3paboTaHHON
MPOEKTHOM TOKyMEHTANU 3aKa3uuKy.

10. TpeOoBaHus K NPOEKTHO-CMETHOM JOKYMEHTAIIMH.

10.1. Bcs mpoekTHas JOKyMEHTaIUs JOJIKHA MOCTaBISIThCS, KaK Ha OyMaKHBIX HOCUTENAX (3
9K3EMILISIpa), TaK U B JEKTPOHHOM BHj€e (Ha xecTkoM Hocutene CD/DVD unu Fiash). TexcroBas u
rpaduueckas uHopmanus AokHA ObITh mpenacTtaBieHa B Gopmare Microsoft Office (Visio, Worp,
Exer), AutoCAD, PDF.

10.2. CMeTHYIO TOKYMEHTALMIO 10 00BEKTYy pa3padorark B HopMmaTtuBHOH 0aze 2001 rona B
@®EP ¢ nepecueroMm aiis benropoackoit 0651acTi; CBOHBIN CMETHBIN pacyeT B TEKYIIUX LIEHAX.

10.3. JlokyMeHTBI AOJKHBI OBITH pa3paOOTaHbl HA OCHOBAHUHU CJEIYIOLUIUX CTAaHAAPTOB U
HOPMATHBHBIX JIOKYMEHTOB:

e ['OCI'OCT21.101-97 "Cucrema npoeKTHON JOKYMEHTALUU Ul CTPOUTENBCTBA. OCHOBHBIE

TpeOOBaHUs K IPOEKTHOM U paboueil JoKyMeHTauu'".
e ['OCT 2.004-88 ECKJ OOmme TpeOoBaHMS K BBIIOJHEHUIO KOHCTPYKTOPCKUX H
TEXHOJIOTUYECKUX TOKYMEHTOB Ha MEYaTaroInX U Tpa@uuecKuX yCcTpoicTBax BeiBoga JBM.
e T'OCT 2.105-95 ECK/] OGmmue TpeboBaHMs K TEKCTOBBIM JOKYMEHTAM.
I'OCT 2.106-96 ECK/I TexcTroBble JOKYMEHTHI.
I'OCT 2.109-73 ECKJI OcHoBHBIE TpeOOBaHUSI K YEPTEKAM.
I'OCT 2.301-68 ECKJI ®opmaThl.
I'OCT 2.302-68 ECKJI MacmTa0sr.
I'OCT 2.304-81 ECKJI lIpudTe! yepTexHbIE.

e ['OCT 2.306-68 ECK]] O603nauenus rpaduyeckue MaTepuaaoB U MpaBUiia UX HAHECEHUS
Ha YepTexKax.

e ['OCT 2.307-2011 ECK]] Hanecenue pa3mepoB U IpeaebHbIX OTKIOHEHUH.

e ['OCT 21.110-2013 CITAC Cnemuduxarus 000pyn0BaHUsl, U3ACIUA U MaTEPUATIOB.

e 'OCT 34.201-89. MHWadopmanmonnass TtexHomorus. Komrmiekc craHmapToB Ha
aBTOMAaTH3MPOBAHHBIE CHCTEMBI. BUIbI, KOMITJIEKTHOCTh 1 0003HAYCHHE IOKYMEHTOB IIPH CO3JaHUU
aBTOMAaTH3UPOBAHHBIX CHCTEM.

I'OCT 2.111-2013. ECKJI. HOpMOKOHTPOb.
I1YD «lIpaBuna ycTpoiicTBa 31€KTPOYCTaHOBOK. M311.7. C JONIOTHEHUAMY U U3MEHEHUSIMI.
CHulII 3.05.06-85 DnexkTpoTeXHUUYECKHE YCTPOUCTBA.

e BCH 59-88 DnekrpoobopynoBaHHe IKWUIBIX U OOIIECTBEHHBIX 3AaHuil. HopMbr
MPOEKTUPOBAHHUS.

e T'OCT P 50571.10-2011 3azemmsironiue yCTpOMCTBA U MPOBOIHUKH.

e ['OCT P 21.1101-2009 Cuctema npoeKTHON TOKYMEHTALUH 111 CTPOUTEIBCTBA, OCHOBHBIE
TpeOOBaHUs K MPOSKTHON M pabodeil TOKyMEHTAIUH.



e 'OCT P 6.30-2003 VHuduUMpOBaHHBIE CHCTEMBI JOKyMEHTAlLMH. YHH(HIMPOBAaHHAS
CHCTEMA OpPraHW3allMOHHO-PACIIOPSANTENIPHON [OKyMeHTauuu. TpeboBanus K O(QOPMIICHUIO
JOKYMEHTOB.

e TOCT P 21.1001-2009 Cucrema mpoeKTHON JOKyMEHTALMHU Ul cTpouTenbcTBa. OOmue
II0JIOXKEHHUS.

e 'OCT P. 21.1002-2008 Cucrema NpPOEKTHOH JOKYMEHTALMH JJIs CTPOUTEIbCTBA.
HopMOKOHTPOJIb TPOEKTHOH U paboyelt JOKyMEHTaLUH.

e TOCT P 21.1003-2009 Cucrema mpoeKTHON JOKYMEHTAIMH Ul CTPOMTEIbCTBA. YUET U
XpaHEeHHe IPOEKTHOH JOKyMEHTALUH.

e ['OCT P. 21.1703-2000 Cucrema IpoeKTHON JOKYMEHTALUU s CTpouTeIbCcTBa. [IpaBuiia
BBIIOJIHEHUS pabodell JoKymeHTaluu MpoBoAHbIX cpenctB cBssu. T 2.004-88 ECKJI[ OO6mme
TpeGOBaHHUA K BBIIOJHEHHIO KOHCTPYKTOPCKHUX M TEXHOJIOTHUECKUX JOKYMEHTOB Ha €YaTaloIIHX U
rpaduyeckux ycTpoiicTBax BeiBoga DBM.

11. TIIpaBunja npHéMKHU U KOHTPOJIs padoT.

11.1. PykoBoauTesu paboT, BLIIOIHSAIOLINE pabOThl, COBMECTHO C IIPeICTaBUTENIAMH (riHana
I[TAO «MPCK Ilentpa» - «benaropoasnepro» NpoOBOAAT ONEPATHBHBIM KOHTPOJb KauecTBa
BBINOJIHAEMBIX paboT, KOHTPOIUPYIOT UX cooTBeTCTBHE Tpebosanusm HT/I,

11.2. [lpu cpave BbImOJHeHHBIX paboT McemonHuTens 00sA3aH MPEIOCTABUTH IPOCKTHO-
CMETHYIO M IIPHEMO-CIATOYHYIO JOKyMEHTaIuio. [IpueMKa BBIIOJHEHHBIX pabOT IPOM3BOAUTCH
IPUEMOYHOM KOMHUCCHel 3aKa3uuKa, ¢ yqacTueM npeacrasurels [loapsaunka.

11.3. [Ipu cnave BeImONHEHHBIX pabor McenomHuTens 00sd3aH  NPEAOCTaBUTH — AKThI
BBINOJHEHHBIX paboT. OGHapyKeHHbIe P IpHeMKe paboT OTCTYIUICHHS U 3aMevaHust VIcroaHuTes
YCTpaHsIeT 3a CBOW CYET ¥ B CPOKH, YCTAHOBJIEHHBIE TPUEMOYHON KOMUCCHEH.

11.4. Bce ocranbHble BOMPOCHI, HE OTMEUEHHBIE B HACTOSLIEM TEeXHMYECKOM 3aaHHH,
BBIACHSIOTCS M PELIAIOTCS HA CTAJUHU [IPOEKTHPOBAHUS U CTPOUTEILCTBA, OQOPMIIAIOTCS B TUCHMEHHOM
bopme 3a MOAMUCHI0 00EUX CTOPOH.

Pazpabotan:
JIo/mKHOCTH Gamunus, UM,
HaumeHnoBanue HCIIOTHUTEIS OTYECTBO [Toanuce Hara
OopraHu3salimu,
IpEeANPUATUS
Benymmii unxkenep | JKeprosoi
dumman [TAO «MPCK | ornena DTK ciyx6b1 | Cepreit /@/ o 14
[enrpa - skcruryaranuu CATY | Hukonaesuy st Al
«benropomsuepro» u UT YKuTACY

=




CoriacoBaHoO:

JIOJDKHOCTD damuius, ums,
HaumeHoBaHue HUCTIOJTHUTE)IS OTYECTBO [Toanuce Jlara
OpraHu3aluu,
IpeANpUATHS
¢unuan [TAO HavanbHuk oTzena CunanTeeB )
«MPCK Llentpa» - | DTK ciykGb1 Cranuc/aB / 1412 2off
«Benropomanepro» | akcrmuryarauun CATY | Dnyapaosuy
u UT YUT
/
¢unuan [IAO Havanbauk otzaena Kpupouies / /8 2
«MPCK Llentpa» - koHTposutuHra UT u Buxrop // 2 Jel
«benropomanepro» | TK AJeKcaHIpoBHY
¢unman [TAO Havanenuk JleBakoBa 2 o7
«MPCK Llentpa» - | «KoHTakT-1ieHTpa» Cgetnana e /3 i
«benropoasnepro» BsiueciiaBoBHa R erX
Cpox# BBIMOJIHEHHs pabdoOT COrIacOBLIBALO:
J10JDKHOCTD damuns, uMms,
Haumenosanue HCTIOJIHUTETS OTYECTBO [Toanucey Jara
OpraHu3alud,
IpEeANPUATUS
¢unman [TAO 3amMecTUTE b benoycos
«MPCK llenTpa» - | nupektopa puimana AJnekcanp
«benropoaaHepro» | Mo KaluTaJIbHOMY Cepreesuy
CTPOUTEBCTBY




IIpuaoxenne 1

O0BbeKThI AJISl BBINMOJTHEHHUSA IIPOCKTHO-U3BICKATEJIbHBIX paﬁoT.

Ne @uaman [IAO HanmenoBanme o0bekTa | Pacnosoxenune od0bekra
n/n | «<MPCK Ientpa»
1. | «benropomsuepro» | AJIK r.benropos r. benropon yn.IlpeoGpakenckas, 42




IIpuitoxenue 2

K TEXHUYECKOMY 33/1aHUIO0

Ha J0pabOTKy TeXHOPaOOYero mpoeKTa
no co3nanuio «Konrtakr-LleHTpar

s pummana [TAO «MPCK LenTpay -
«benropomsHepro»

Texnnueckue TpedGOBaHMSA
U TpeO0oBaHuA K PyHKIHOHAIbHOCTH KonTakT-LlenTpa
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1 OO0ume moJI0KeHus

1.1 TepmuHBbI, COKpaleHUsI U ONPeieTeHUs

B Ta6a. 1.1 npuBeneHs! UCTIONb3YEMbIE B HACTOSAIIEM JOKYMEHTE TEPMHUHBI / COKPAILICHUS U UX

onpeneneHus / pacmudpoBka.

Ta6a. 1.1 TepMuHbI, COKpALLIEHUsT U ONPeaeTeHus

Tepmun, cokpanieHue

Omnpenesienne U pacimmppoBka

Onepatop [onb3zoBatens Konrakt-lienTpa, 3anuMaronuiicss 00pabOTKON BXOASIIUX U
HCXOISAIINX 00pareHnit
Cymnepsuzop ITone3oBatens KonTakt-LleHTpa, oTBedaromuili 3a ymnpaBieHHE HPOIECCOM

o0cITy)KuBaHMS 00paIIeHU U KOHTPOIUPYIONTHI paboTy omepaTopoB

Menepxep mo KOHTPOIIIO
KadecTBa

ITonb3oBatens  Kontakt-lIleHTpa, npou3BOJSANIMA  OLIEHKY  KadecTBa
00pabOTKH BBI30BOB OIlEpaTOpaMu

AJMUHUCTpATOP

CoTpyIHHK  KOMIAHMW  3aKa3uhka, 3aHUMAIONIUHCS  TEXHHUYECKHM
obecnieueHueM (aAMHUHUCTpUPOBaHueM ) padoTel Kontakt-LieHTpa

KonTakt-Llentp

Cucrema TO3BOJISIONIAS OCYIIECTBIATh TpUeM, 00pabOTKY M HCXOMSIIUC
BBI30BBI 110 T'OJIOCOBBIM KaHalaM CBs3M Ha 0a3e mpotokona [IP/VPN

TlnanupoBIIMK PECYPCOB

[Tonp3oBaTens moacucreMbl WFM, mpomsBomsmmii  (hopMHpOBaHUE
pacnucaHuii OrepaTopoB Ha OCHOBE JIAHHBIX 110 pab0Te KOHTAKTHOTO IIEHTPa

[Iporpammuslii Tenedon

HporpaMMﬂoe MPUIIOKCHUC, BXOAAIICC B COCTAaB KOHTaKT-LICHTpa.

JlomkeH mpeacTaBisaTh co0OM BUpTyalibHOE paboduee MECTO oreparopa,
MO3BOJISFOIIEE BBIMOIHITH BCE HEOOXOAMMBIC JIEHCTBUS MO OOCITYKHBAHUIO
oOpamennii, mocrynarmux B Konrakr-LleHTp, B TOM 4ncie OpraHU30BBIBATh
teneoHHYI0 CBs3b ¢ aboHeHTamMu TQOIl m npyruMu MOIB30BaTEIIMU
Konrakrt-Ilentpa

Bxonsmuii BEI30B

Brb130B, vHUIIMMPOBaHHBINH a00HEHTOM BHyTpeHHEeH cetr win TOIT Ha Homep
tenedona Konrakt-Lientpa

Hcxonsmmii BEI30B

Bri30B, nHHULIMMPOBaHHBIN MoJib3oBaTeneM Kontakt-LleHTpa unu ogHuUM U3
komrioHeHTOB KonrtakT-llenTtpa Ha HOMep Tenedona aboHeHTa BHYTpPEHHEH
cetu wiu THOIT

Hagpixu HaGop 3Hanwii u ymMeHHH omepaTopa, HEOOXOAMMBIX JUIS TOJYYCHUS UM
BBI30Ba M3 Kakoi-11bo0 ouepenu Konrakr-LienTtpa
WHaTennexryansHas Pacmpenenenre BpI30Ba MO pa3iUYHBIM I'PYIIIaM OIEPATOPOB HA OCHOBAHWUHU

MapHpyTusanuda roioCoBbIX
BBI3OBOB

HUHTCIIJICKTYAJIbHOT'O aHAJIM3a I/IH(l)OpMaI_[I/II/I O 3BOHKC

JloCcTynmHOCTB CUCTEMBI

Bpemst paboToCcrocoOHOCTH CHCTEMBI B OIIPEICIIEHHOM HHTEPBAJIC BPEMEHH

TexHuueckas mojAepxKKa

Habop yciyr, HampaBieHHBIX Ha MUHHMH3AIHAIO BPEMEHH BOCCTAHOBIICHUS
nocTynmHOCTH CUCTEMBI PU BO3HUKHOBEHUH HEIITATHBIX CUTYaLIUH.




Tepmun, cokpanieHue

Omnpenesienne U pacmmppoBka

Kanai cBs3u

Cucrema TEXHMYECKUX CPEICTB W Cpela PaclpOCTPaHEHUS CHUTHAIIOB IS
nepeaadu JaHHBIX.

IVR Interactive Voice Response — cuctema ronocoBoro caMooOCTy:KHBaHHS

SIP Session Initialization Protocol — mpoToko yCTaHOBJIEHHUS CeaHca

WFM Work Force Management — rmoacucTeMa yIupaBJIeHAS TPYIOBBIMH PECYpPCaMHU.
Onun u3 komnoHeHToB Konrtakt-Llentpa

TpOIl Tenedonnas ceTb 00IIETO MOTH30BAHUS

Skill-based routing

MexaHn3M pacripeieleHus BEI30BOB Ha OMEPATOPOB Ha OCHOBE X HABBHIKOB

CallerID Howmep BrI3BIBaROIIETO a00OHEHTA.

1M [Toacucrema ros1ocoBOro MEHIO

ASR/TTS Automatic Speech Recognition / Text-To-Speech — cuctema pacrnio3naBanus /
CHHTE3a peun

KPI Key Performance Indicator — kimoueBbie mokaszarenu 3 HeKTHBHOCTH

IP MapiipyTusupyemblii TPOTOKOJ CETEBOT0 YPOBHS

VPN Virtual Private Network — BupryaibHas yacTHas ceTh

ATC ABToMaTHyeckas TejehOHHas CTAHIIUS

DTMF Dual-Tone Multi-Frequency — TonanbHbIi Hab0Op

TCP Transmission Control Protocol — mpoToko:n ynpasieHus nepeaayei JaHHbIX

UDP User Datagram Protocol — mpoToK0JT TOIh30BaTENBCKUX TaTarpaMM

VoIP Voice over IP — TexHomorus Imepemadyd ToOjoca B CETSIX C IAKETHOM
KOMMYyTaluei

NAT Network Address Translation — mpeoOpa3oBaHue CETEBBIX aPECOB

SMS Short Message Service — TEXHOJIOTHsI, TO3BOJISIONIAS OCYIIECCTBIATh MPUEM H
nepeiaqy KOPOTKHX TEKCTOBBIX COOOIIEHHUH C TIOMOIIBIO0 COTOBOTO Tene(oHa.

E-mail OneKTpoHHas mouTa

Full-Duplex

Pexxum paboThI KaHaIa CBS3H, KOT/IA Iepeiada TaHHBIX MOXKET POU3BOIUTHCS
OJTHOBPEMEHHO C MMPUEMOM JTaHHBIX

SRGS Speech Recognition Grammar Specification — d¢opMar TpaMMaTHKH
pacmo3HaBaHus peuu B crienuukanusx koncopuuyma W3C.
HTML HyperText Markup Language — ctanaapTHBIH S3bIK pa3METKU JOKYMEHTOB




Tepmun, cokpanieHue

Omnpenesienne U pacmmppoBka

FCR First Contact Resolution — oIleHKa YCIENTHOCTH pe3yJbTaTa IEPBOTO
B3aWIMOJICHCTBUS ~ OmepaTopa ¢  KIMEHTOM  (COTJIACHO  CTaHIapTy
EN15838:2009)

Quality IVR Cucrema, peaOCTaBIAIONAS BO3MOXHOCTh a00HEHTY C TTOMOIIBI0 CHCTEMBI

IVR omennts KauecTBO OOCTY)XKHBAHHS II0 OKOHYAHWH OOIICHHUS C
OIepaTopoOM.

Service Level

YpoBeHb 00CITy)KUBaHUS CEPBUCHOW JTMHUN




2 Hasznauenus u nesu co3ganusi/monepausanuu Konrakr-LlenTpa

e [lepexon Ha HAAEKHYIO COBPEMEHHYIO TIATHOPMY.
e VBenuueHue KoauuecTBa pabouux Mect oneparopoB Konrakr-LlenTpa.
e VBennueHue PyHKIMOHAIBHOCTH U YyIydllleHHe kadecTBa paboTsl Konrakrt-Llentpa.



3 TpebdoBanusi K cucTeme

3.1 TpeOoBaHusi K CTPyYKType H GyHKIIHOHUPOBAHUIO MOJACHCTEMbI

O6ume TpeboBaHus K MIAaTPOpMe KOHTAKTHOTO LIEHTpa

ATC Kontakt-lleHTpa nomKHA IPEACTABIATh U3 ce0sl €NUHYIO MPOTPAMMHYIO CTAHIIUIO, SAPO
KOTOPOH JTOJDKHO OBITH TeppUTOpHaTIbHO pasmenieHo B ¢unuane [TAO «MPCK Lentpa» —
«benropomsHepro».

[Toakmouenne coTpymHUKOB i paboTel B KoHTakT-lleHTpe T0KHO BBIMOMHATHCA IO
JIOKQJIBHOM BBIYMCIUTENBbHON ceTu wiu depe3 VPN dunmama. Cxema MOIKIIOUEHUS JTOJDKHA
ObITH chopMupoOBaHa HA CTAIMU TPOCKTHPOBAHUS.

OmnepaTopbl JOJKHBI HMETb BO3MOXHOCTb pabOTBl dYepe3 IpOrpaMMHBIN  TenedoH,
noakirouaemMbiii k cepBepy Konrtakr-Ilentpa uepes IP/VPN coenunenmue.

WuTennekTyanpHas MaplIIpyTHU3alMs TOJOCOBBIX BBI30BOB JIOJDKHA OBITh BCTPOEHA B
nporpammuoe obecrnieueHrne ATC um He MopkHAa TpeOOBaTh JOMOJHHUTEILHOTO anmapaTHOTO
obecrieueHus.

KonTakT-1leHTp n0/DKeH BKIIIOYaTh B CE0sI CIETYIONNE KOMITOHEHTHI:

[Toncucrema pacnpe/ieneHns BBI30BOB M OPTaHU3ALUN OYepen;
[Toxcucrema TeneOHHOTO CIIPABOYHHKA;

[Toxcucrema 6a3pl KITUEHTOB

[Toncucrema 06pabOTKH MyJIBTUMETUITHBIX 00paIeHUH;
[ToxcucTemMa HCXOASAIUX BEI30BOB;

[Toacucrema nHTEPAKTUBHOTO pedeBoro B3aumoaeicteus (IVR);
[Toxcucrema pacro3HaBaHUs Peyy;

[Toncucrema cuHTe3a peuu;

[Toncucrema otuétHocTn Konrakr-LienTpa;

[Toncucrema ciieHapueB pa3roBOpPOB;

[ToxcucTeMa MOHUTOPUHTA U OIIEHKH Ka4ecTBa pabOTHI OIepaToOpOB;
[Toxcucrema 3anmmcu pa3roBOpPoOB

Cucrema ympasienus BpemeHeM nepconana (Workforce Management);

0O 0O O 0O O 00 0O o O o o0 o0 o

[TporpammHsIif TenedoH.

3.2 Iloka3aresn HA3HAYCHUSA

Cucrtema Konrakt-LleHTpa 10KHA COOTBETCTBOBATH MMapaMeTpaM, MpUBEAEHHBIM B Tal. 3.1.

Ta6. 3.1. [lepeyenb napaMeTpoOB M 3HAYEHU I

Ne n/mm

HaumeHnoBaHune mapamerpa 3HavyeHue

Konrakr-LeHTp nomkeH ObITh pealn30BaH C HCIOIb30BAHHEM POTPAMMHBIX U CooTBeTcTBHE
anmapaTHbIX CPEJICTB, MPEIOCTABISIIONINX TOCTYITHOCTh CructeMbl 99,99% 6e3 yuera
3aITaHUPOBAHHBIX ITPOCTOEB MIPH yCIOBUH HAMHYHS KpyTiocyTodHoi TexHuaeckoit
IHonnepxku. JloctynHocTs CHUCTEMEI — B pexume 24x7.




Ne n/nm | HammeHoBaHne mapameTtpa 3HavyeHue

2. CepBepsl Koarakr-1lenTpa, a Takke MecTa IMoJIb30BaTENCH (0TIepaTopoB, CooTBeTCTBHE
CYTIEPBU30POB) JOJKHBI OBITh YKOMIUIEKTOBAHBI MOCTICTHEH HA MOMEHT ITOCTABKU
BepcUeil MporpaMMHOT0 00ecIieueHusl.

3. [Moaxmrouenne nonb3oBareneir Konrakt-Llentpa (onepaTopoB, CymepBU30pOB, CootBercTBHE
aJMHHHACTPATOPORB) JOJLKHO Mpou3BoauThes uepe3 IP/VPN coenunenue.

4, [IporpammHoe obecriedeHre, ¢ KOTOPBIM pab0Tal0T KOHEYHBIC MTOJIH30BATEIIH CooTBeTCTBHE
(omepaTopsbl, CynepBU30pHI, aIMUHACTPATOPEI), TOJDKHO UMETh PYCCKOS3bIYHBIH
uHTEpdEHC U MOAACPKUBATh PAbOTy ¢ KUPUUTHIICH.

5. JomkHbI o0ecrieunBaThCs CIIEIYIOIINE CPEACTBA MOBBIIICHNS HAIEKHOCTH, ITOMCKA CootBercTBHE
NPUYHMH BO3HUKIIMX MPOOJIEM U BOCCTAHOBIICHUS CHCTEMBI:

e 3ammch B XKypHAI BceX COOBITHH, mpoucxomsimux B Konrakr-IlenTpe, B TOM
YUCJIC U BHEIITATHBIX CUTYAIIHIA;
e  Hajgu4yre HeOOXOJMMBIX CPEICTB OTIAAKU AJIS aHAJIN3a IPOTOKOJIOB
B3aUMOJICUCTBHSI 000PYIOBaHUS U CEPBUCOB (B ToM umciie SIP v.2.0).

6. Kommaecto oneparopa Konrakt-LleHTpa Tekymiee (B IEPCIEKTHBE CUCTEMA JODKHA 110
o0ecreyrBaTh MPOU3BOAUTEILHOCTD A7 250 omepaTtopoB)

7. KonnuecTBo 0JJHOBPEMEHHO 3aITMCHIBAEMBIX TOJIOCOBBIX BBI30BOB (ONEPATOPOB U 132
CyTIepBHU30pPOB) (B MEPCIIEKTHBE CHCTEMA JTOJDKHA 0OecreunBaTh 3amuch 250
OTIepaTopoB)

8. KomnuectBo cynepsuzopos Konrakr-Llentpa 22

9. KonuuecTBo MEHEIKEPOB MO KOHTPOIIO Ka4ecTBa 30

10. KonmdecTBo 0THOBpEMEHHBIX CECCHUI T03BOHA 7O a0OHEHTOB B PEKIME preview 30

11. KonmdecTBo 0THOBpEMEHHBIX CECCUI aBTOMATHUECKOT0 003BOHA O€3 yJacTHs 30
oreparopa ¢ pen3arucaHHbIMU (paiinaMu

12. KonnuecTBO 0JHOBPEMEHHBIX CECCHI AJIs1 aBTOMAaTHUECKOI'0 003BOHA B PEIKUME 30
progressive

13. KonnuecTBO 0THOBPEMEHHBIX CECCHI IS aBTOMAaTHYECKOTO 003BOHA B PEKUME 30
predictive

14. KonuuecTBO 0JJHOBPEMEHHBIX cecCHii Ha 00paboTKy email-oOpamennit 10

15. KonmiecTBo 0MHOBpEMEHHBIX COSTMHCHHUH CITUTHOTO pacro3HaBanus pedn (ASR) 50

16. KonmdectBo ogHOBpeMeHHBIX coenmnHeHn cuuaTe3a peun (TTS) 50

17. BosmoxkHOCTs 00paboTku He MeHee 300 0IHOBpEeMEHHBIX COCAMHEHHUN CootBeTcTBHE

19. Konrakt-LeHTp 10omKeH ObITh OCHAIIEH yCTPOHCTBOM aBTOCEKpETaps co CootBercTBHE

CICIYIOIIUMU (DYHKIIHSIMH:

e OtBeT Ha BXOSIIUH BBI30B C TIPOUTPHIBAHMEM 3aIMCAHHOTO COOOIIEHUS, HE
MeHee 150-Tu pa3HBIX OHOBPEMEHHO MTPOUTPHIBAEMBIX COOOIIICHMS;




Ne n/mm

HaumeHnoBaHue mapamerpa

3HaueHne

PacnoznaBanue ToHOBOro Habopa (kona DTMF) ans ueneii HaBUTauuu 1o
roJ0COBOMY MEHIO WM JJOHA0Opa BHYTPEHHEI0 HOMEpa aOOHEHTa HE MEHee
150-T OTHOBPEMEHHBIX KaHAJIOB PacIiO3HABAHNS,

IlepexmoueHre BEI30Ba HAa HAOpaHHBIN a00HEHTOM BHYTPCHHHUN WJIM BHETITHHIMA
HOMEp;

[TepexnroueHue BBI30Ba Ha MPEIONPEACICHHBIN HOMED B CIIy4ae OTCYTCTBUS
BBOJIa TGP aOOHEHTOM B TEUEHHUE ONPEACIICHHOTO BPEMEHH;

T'onocoBoe meHIo ¢ YPOBHECM BJIOKCHUA HC MCHCC NCCATH,

[TepexnroueHue Ha PEIONPEICICHHBIN BHYTPEHHUI HOMED B PE3YJIbTaTe
BBIOOpA B TOJIOCOBOM MEHIO.

20.

I[OJ'DKHa 00ecreunBaTECSI BO3MOKHOCTD MOAKJIIFOYCHHUA K CCPBLCPY KOHTaKT—LICHTpa
MMOJIb30BATCIBCKUX TCPMHUHAJIOB CJICAYIONINUX THUIIOB:

IP TenedonoB (IpeqHa3HauCHHBIX ISl pAa0OTHI € TPeIaraeMoii IporpaMMHOMA
ATO);

IIporpammubix IP-TeneoHOB, peann30BaHHBIX HA TIEPCOHATEHOM
kommblotepe (SoftPhone) ¢ BO3MOXKHOCTBIO epeaun MyJIbTUMEIHHHON
uHpopmManuu He MeHee 132 .

CooTBeTCcTBUE

21.

TpeboBaHUAM K CTIOCOOAM U CPEICTBAM CBSI3U:

Bce xommonenTtsl u Konrakt-Lentpa s nndopmamonnoro ooMena
JOJDKHBI MCIIOJIb30BATh JIOKAJIBHBIE BEIYHCIIUTEIIbHbIE CETH HA OCHOBE
uHTepdeiicoB MOCIen0BaTENHHON epeaayn JaHHbIX. HPOpMauoHHBIH
00MEH MEXIy KOMIIOHEHTaMH U TIOACUCTEMaMH JOJDKEH OCYIIECTBISATHCS
TOJIBKO B PaMKaX BBIYHCIIMTEIBHBIX ceTell 00BbEKTOB 3aKa3zunKa.

[ponyckHas criocoOHOCTh KaHAIA MEXTy 000pyIOBAHUEM OTIEPAaTOpa CBS3U
u cepBucamu Tenedonnn Konrakr-LlenTpa momkHa ObITh JOCTaTOYHOH IS
MPOXOKACHUS HEOOXOAUMOTO KOJMYECTBAa OJHOBPEMEHHBIX IIOTOKOB,
3aKOIMPOBaHHBIX 33aHHBIM KOZIeKOM. J1JIsl OZJHOTO KaHaJia TIpH
ucmonb3oBanuu G.711 koxaeka HeoOXoaUMast MMPOIYCKHAs CTIOCOOHOCTh
JnowkHa ObITh He MeHee 90 Kout/c B ogHy cTtopony. Heobxonumast
NPOITYCKHAs CHOCOOHOCTD NpH HcTob3oBanuu (G.729 kogeka AoKHA OBITH
He MeHee 20 KOut/c B 0JiHy CTOPOHY.

Bpemst nocTaBky akeTOB MEXKAY padOUYNMMU CTAaHIMSMU U CEpBEpaMu
KonTakr-IlenTpa He mosmkHO mpeBblmath 20ms.

Kanan cBsi3u Mexx1y 000pyI0BaHHEM OIIepaTopa CBSI3U M CepBepaMu
tenehonnu CUCTEMBI, 8 TAKIKE MEXK/Ty CEpBEPAMHU KOMILIEKCA CHCTEM H
paboYNMK CTAaHIIUSAMHU JOJDKEH ObITh peai30BaH Ha OCHOBE TEXHOJIOTHH
Full-Duplex.

O06opynoBaHne KOMILIEKCA CHCTEM HE JIOJDKHO OBITH JOCTYITHO CO CTOPOHEI
oOmiecTBeHHBIX ceteld (MIHTepHeT) U qpyTrux ceTeil, KOTOphIe MOTYT
MIPEICTABIIATh COOOH yrpo3y OE30IaCHOCTH.

O0bopynoBaHue KOMIUIEKCA CUCTEM JIOJKHO OBITH OTKpBITO Aiis [P-anpecos
oneparopa csi3u 1o mopram TCP u UDP Tonpsko Beimre 1023 ¢ miensio
nosryueHus yciyr VolP.

CooTBeTcTBHE
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3.3 TpeGoBaHus K HAXEKHOCTH

Cuctema noykHa 0OeCreYMBaTh HAJEKHOCTH, MO3BOJSIONIYI0 OPraHM30BaTh KPYIJIOCYTOYHYIO
paboTy MOJIb30BATENICH U ONepaTUBHOE BOCCTAHOBJICHHE PabOTOCIIOCOOHOCTH MPHU COOSX.

Cucrema nomxHa obecreunBaTh Kod(hduireHT roroBHocTH 99,99%, 32 MCKITIOYEHUEM MTPOCTOEB,
MIPEyCMOTPEHHBIX CEPBUCHBIM PEXKUMOM OOCITY)KHBAHUSI.

Cuctema He JOJDKHA TepsATh pabOTOCIOCOOHOCTH B CiIydae BO3SHMKHOBEHHUS cOOeB Ha paboumx
CTaHITUSIX.

Cuctema o/mkHa 00ecreunBaTh COXPAHHOCTh JAHHBIX MPH COOSIX B AJIEKTPONUTAHUN TEXHUUECKUX
CPE/CTB TOJACHUCTEMBI 32 CUET UCIIOIB30BAHUS CPEICTB OecrepeOOHHOr0 MUTAHUS U PE3EPBHBIX CXEM
3JIEKTPOCHA0XKEHHUsI Ha CTOPOHE 3aKa3uuKa.

Cucrema I0JDKHA COXPAHATH pabOTOCIOCOOHOCTh B CITydae HEKOPPEKTHOTO 3aBEPIICHUS] paOOTHI C
MOJICUCTEMaMH Ha pabO4YMX CTAHIUIX.

Cucrema nomkHa oOecmeuMBaTh CPEACTBA PE3CPBHOTO KOMMPOBAHHS JIaHHBIX XPaHWJIHINA
AJIEKTPOHHBIX JIOKYMEHTOB HA BHEIIHWE HOCHUTENIH, a TakKXe CpEACTBAa AaBTOMATU3HPOBAHHOTO
BOCCTaHOBJICHHS JJAHHBIX C PE3EPBHBIX KOTIHH.

Cuctema JOHKHA UMETh TECTOBBIM KOHTYp, HA KOTOPOM IPOBOAUTCS] TECTUPOBAHHE U3MEHEHUH U
oOHoBieHnii [loxcucreMsl.

Cuctema J0DKHA IPOJOJDKATh CBOE IITAaTHOE (PYHKIIMOHUPOBAHUE U HE TEPATh 00padaThIBaeMyIo
WHQPOPMAIIHIO TP KOPPEKTHOM IEPE3aIrycKe armapaTHbIX CPEIICTB.

OTKa30yCTONYHMBOCTD MPEATIaraeMoOro pelieHus JOHKHA 00€CIeYnBAThCS CO CTOPOHBI 3aKa3unKa U

VcnomHuTens caeayrommum oopa3om:

e 3a CyéT WHCNONb30BAaHMS amMMapaTHbBIX CpPEACTB 3aka3uumka, U MCIOJIb30BaHUS CPEICTB
pe3epBUpOBaHUs (TyOJIUpPOBaHUE CEPBEPOB);
3a CYET MCITOJIb30BaHU )KECTKHUX NHCKOB, 00beIMHEHHBIX B RAID-Maccus;
3a CUET pe3epBUPOBAHUS PJIEMEHTOB JIOKAJIbHOW BBIYMCIUTEIIBHON CETH 3aKa3uuKa;
3a c4€T TyO0MMpOBaHUS TOJIOCOBBIX KAaHAJIOB CBSI3U U 000pYIOBaHUS NIEpeIaun JaHHBIX;
3a cu€r ofecreyeHHs] Mep OTKAa30yCTOMYMBOCTH Ha CTOpPOHE 3aka3uuka, IpU MOoTepe
AIEKTPONUTAHMUS;
® 3a CUéT PErysIpHOTO KOMHUPOBAHMS JAHHBIX (CO3JaHHS OCKaroB) HA OTICIBHON XPaHWIIHILE

CTOPOHOM 3aKa3uukKa.

3.4 TpeGoBanus K 6€30MaCHOCTH

[Ipu MoHTa)ke, HaslaJgKe, SKCIUTyaTallud, OOCIY>KUBAaHUU M PEMOHTE TEXHUYECKUX CPEICTB
CucreMbl JOKHBI BBIMIOJMHATBCS MeEphl dJIeKTpoOe3onacHocTH B cooTBeTcTBUM C  «[IpaBunmamu
YCTPOMCTBA DIIEKTPOYCTAaHOBOK» M «lIpaBuiaMu TeXHUKH OE30MACHOCTH TIPH OIKCILTyaTaluu
ANEKTPOYCTAHOBOK MOTPEOUTEIICH .

AnmnapatHoe obecrieueHne CHCTEMBI JOKHO COOTBETCTBOBaTh TPEOOBAHUSAM TMOXKApHOU
O6e3omacHOCTH B Tpou3BOACTBeHHBIX mnomemeHusx no ['OCT 12.1.004-91 «CCBT. Iloxapnas
6e3onmacHocTb. O01IMEe TPEOOBAHUS Y.

JomkHOo OBITH 0o0ecredeHo coOIII0IeHHEe 00IMX TpeOOoBaHUN OE30MaCHOCTH B COOTBETCTBUU C
I'OCT 12.2.003-91 «CCBT. Ob6opynoBanue npousBojicTBeHHOe. OO01ue TpeGoBaHUs 0€30MacCHOCTH
npu 00cTykuBaHn CHCTEMBI B ITPOIIECCE IKCILTYaTaI|H.

AnmaparHast gacte CHCTEMBI JIOJDKHA OBITh 3a3€MJICHA B COOTBETCTBHM C TPEOOBaHUSAMU
I'OCT P 50571.22-2000 «DnekrpoycranoBku 3nanuii. Yacte 7. TpeGoBanus K crenuaIbHbBIM
anekTpoycraHoBkaM. Paznen 707. 3azemiienue o6opynoBanus 00paboTku HHGOpMAIUN.
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Takxe TOJKHBI YUUTHIBATHCS TPEOOBaHUS K O€30MaCHOCTH:

e Bce KOMIIOHEHTH W TOACHCTEMBI I HWH(GOPMAIIMOHHOTO OOMEHA JOJKHBI HMCTOJIB30BaTh
JIOKaJbHBIC BBIYMCIUTEIbHBIE CETH HAa OCHOBE MHTEP()EHCOB MOCIEAOBATCIIBHOW TMepenadn
naHHbIX. MHbOpManmoHHBIE OOMEH MEXIy KOMIIOHEHTAaMH | TIOJICUCTEMaMH JOJKEH
OCYIIECTBIISITHCS TOJBKO B paMKaX BBIYMCIUTEIBHBIX CETeH 00BEKTOB 3aKa3zumKa.

e OO0opynoBanue komruiekca CHCTEMBI HE IOJDKHO OBITH JIOCTYITHO CO CTOPOHBI OOIIECTBEHHBIX
cerelt (MIHTEpHET) M APYTHX CETEH, KOTOPHIE MOTYT MPEACTABIATh COO0H yrpo3y 0€30MacHOCTH.

e OO6opynoBanue koMiuiekca CuCTEMBI JOKHO OBITH OTKPBITO [t [P-anpecoB omeparopa cBsi3u
o noptam TCP u UDP Tonbko Bbimie 1023 ¢ uenbto noiaydenus ycayr VolP.

e Jloctyn moap3oBarened Kk kommoHeHTam KonrtakT-LleHTpa [o/mkeH pasrpaHUuMBaThHCS
IOCPEACTBOM IIPAB TOCTYyIA.

3.5 TpeboBaHusl K IProHOMNKE U TEXHUYECKOM ICTETHKE

Cuctema nomwkHa OBITH pa3paboTaHa C ydeToM TpeOOBaHUI MO PrOHOMHKE M TEXHHUYECKOMH
acretuke. K uncnmy Takux TpeboBaHUN OTHOCATCS:
® UWHTYUTHUBHO IMOHSATHBIA HHTEPPEHC;
® UCMOJb30BaHUE IPaPUIECKOr0 MOIH30BATEIBCKOI0 HHTEpdeiica;
e pabora Ha MOHUTOpax c paspeuienemM 1920%1080;
® BO3MOXHOCTb MCITOJIb30BaHUS CIIPAaBOUYHUKOB IPH padoTe C MOJIIMU BBOJIA MH(DOPMAITUH.

3.6 TpeGoBaHusi K BUIaM 00ecleYeHUs

3.6.1 TpeGoBaHMs K TEXHUUYECKOMY 00ecTeYeHH IO

Texnuueckue cpeactBa ans obecrnieueHus: padoTel kKomMnoHeHTOB KonrtakT-LleHTpa mOKHBI
COOTBETCTBOBATh PEKOMEHAYEMBIM TPEOOBAHUSAM MPOU3BOAUTENS HCIOIb3YEMBIX MPOTPAMMHBIX U
anmapaTHBIX CPEJCTB.

TexHudeckue CpencTsa JOJDKHBI Pa3MEIAaTbCsd B BBIACICHHBIX CEPBEPHBIX KOMHATax,
o0ecreynBaomuX MOCTOSHHOE (DYHKIIMOHHMPOBAHUE OCHOBHBIX CEPBHCOB, 00OPYIOBaHHBIX CHCTEMOMU
KOH/IMIIMOHUPOBAHMS, IOXKAPOTYIICHUS U CHCTeMOH OecrepeOOHHOro MUTaHWUSA, W JOJDKHBI OBITH
3aIUIIEHBI OT HECAHKIIMOHUPOBAHHOI'O JOCTYIIA.

3.6.2 TpedoBanus kK ”HGOPMALTHOHHOMY 00ecIeYCHUIO

[Toxcucrema nomkHA OBITH peann3oBaHa Ha OCHOBE CBOOOHO-pactpocTpansemoit CYB/I.
TpebGoBanus K CpOKY XpaHEeHHs JaHHBIX [lomcucTeMsr:

e Cpok XpaHEHHUs BUICO3aNUCEN IKPaHOB — 3 Mecsa

e Cpok xpaHeHus poHOTpaAMM ISl ONIEPATUBHOTO JAOCTYIA — 6 MECSIIICB;

e Cpoxk xpaHeHus: GOHOTPAMM JIJIsl ApXUBHOTO JOCTyMA — 3 TOAa.

e CpoK XpaHEHUs! CTATUCTUYECKUX JAHHBIX — 3 TOJa.

3.6.3 TpeGoBaHus K NPOrPaMMHOMY 00eCIiedYeHHU IO

[TporpammHoe oOecrieueHre JOIHKHO YIOBJICTBOPATH CIEIYIOIIUM TPEOOBAHUIM:
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[TporpamMmmHoe obGecrieueHre T0JIKHO ObITh PEJCTABICHO B BUJIE (DYHKIIMOHAIBHBIX MOAYJICH,
MO3BOJIATH JIETKO HapamuBaTh GyHKIIMOHATBHBIE BO3MOKHOCTH CHUCTEMBI B COOTBETCTBUU C
TEMIIaMU €€ Pa3BEePThIBAHUS U BHEPEHUS.

[IporpamMHOe  oOecrieueHHE JODKHO TMO3BOJSTH  OCYHIECTBIATH  (DYHKIIMOHAIBLHOE
MaciTaOupoBaHHe.

[IporpammHoe oOecneueHue [ODKHO 00ecreunBaTh BO3MOXKHOCTH OOHOBICHHS IS
yCTpaHEeHHs 1ePEKTOB MPOTPAMMHOTO 00ECTICUCHHUS.

[IporpammHoe oOecrieueHHe Ha CEepBEPHOM OOOPYIOBAaHWU JOJDKHO paboTaTh B
orepanuoHHbIX cuctemax: Linux w/mnmm Windows.

4 TpeooBanus k pyukuusam Konrakr-LlenTpa

4.1 OOmme TpedGoBaHUA

KonuvectBo omeparopoB Kontakt-LleHTpa, 0OpabaThiBaromux roiocoBbie BbI3oBHI — 110.
O60py2[OBaHI/IC AOJIDKHO UMCTh TCXHUYCCKYIO BO3SMOKHOCTD PACIIUPCHUA KOJINYCCTBA JII/ILICHBI/Iﬁ
orepatopos 110 250 6e3 3aMeHbI armapaTHON COCTABISIOLICH.

KomuuectBo oneparopoB KonTakT-11eHTpa, 00pabaThiBalouX MyJIbTUMEIUNHBIE 00palleHus —
10.

B cocraBe KoHTakT-11eHTpa TOKHO MPUCYTCTBOBATH MPIIIOKEHHE paboUYero MecTa oreparopa,
KOTOPOE JTOJHKHO 00ECIIeYHBaTh:

o Tenedponnyo u MyapTUMEANIHYIO (QYHKIIMOHANBLHOCTD arenrta. OnepaTopy A0KHA ObITh

npeaoCTaBJICHA BO3MOKHOCTD BBIINIOJIHATH CICAYIOIHC IIGfICTBHSIZ

*  OcCyEeCTBIATh BXOJl B CUCTEMY C IIeTbI0 00paboTKH 00palieHui, MOCTYMAIOUINX I10
pa3NUYHBIM KaHajlaM, a TaKKe COBEPILEHHs] MCXOJAIINX BBI30BOB / BBIXOJ U3
CHCTEMBI;

* VYcraHaBnIMBaTh CTAaTyCchl yXOJa Ha IMEpPEpbIB U 0003HAYaTh CBOIO TOTOBHOCTH K
MPUEMY BBI30BOB;

= OcCymecTBIATh MTPUEM BXOJSIINX BBI30BOB U3 BHYTpeHHeH cetu uinu ThOIT;

= OCyIecTBIATh UCXOASIUNA BbI30B HAa HOMepa TdOIl unu BHyTpeHHHE HOMEpa
*  QOcymecTBIATh epeBo BbI30BOB Ha HOMepa T¢OII ninm BHyTpeHHHE HOMEDA;
u CTaBUThH BBI30OB Ha YACPIKAHUC,

* OpraHu3oBbIBaTh KOH(PEPEHIINIO;

* BO03MOXHOCTh MOAKIIOYMTH B KA4ecTBE oOleparopa W3 Apyroro dunuama, mpu
Hanmuuuu aocrtyna no VPN.

o OO0paboTKy omepaTopoM BXOJSAIIMX HETOJIOCOBBIX OOpaIlleHHd C KCIOJb30BaHUEM

HACTPOGHHOTO B TpaHUUEeCKOM pelakTope CIEHAapHs pPa3roBopa, OTOOpakaeMoro B
porpaMMHOM TenedoHe omeparopa.

Bo3MoxHOCTh (PUKCHPOBATH pe3yabTaT KaKIOro OOpaIleHUs B CHEHAPUH Pa3roBOpa C
LEJIBIO MTOCTIeIYIONIET0 cOopa CBOIHOM CTAaTUCTHKHU.
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o IIpocMoTp HcTOpHH BBHI30BOB C IaHHOTO HOMEPA, a TaK)Ke HHPOPMAIIHIO O TEKYIIEM BHI30BE
U ero cratyc.

o Bo03MO0XHOCTb IPOCITYIIMBAHKS 3alIUCHA PA3rOBOPOB, IPUHATHIX OIIEPATOPOM.

o IlpocmoTp mMH(pOpMAIMKM O BPEMEHHM OXKHJAHUS a0OHEHTa B OYEpEIH, MPHU MOCTYILICHUU
BBI30Ba K OIIEpaTopy.

° KOHTaKT-HeHTp JOJDKCH O6JI&,Z[8.TB CIICAYIOIMMHU UHTCTPAIMOHHBIMHU BO3MOKHOCTAMMU:

o Hanuuume BO3MOXXHOCTH MHTErpallMd JJIsl TEpeJadyd COMYTCTBYIOUICH OOpalieHuIo
unpopmaruu (CallerID 3Bonsmero wim npyroil uaeHTUHUKATOp TMOJIb30BaTeNs (B
3aBUCUMOCTH OT KaHaya), BeIOpaHHbIe NMyHKTH MeHI0O IVR, coOpannbie Ha stanme IVR
JTaHHBIE);

o Hanuume BO3MOXHOCTM Tiepefaud KOHTEKCTa BbI30Ba NpHU TMEpPEBOJIe Ha APYroro
orepaTopa/cynepBu3opa;
o Hanuuume BO3MOKHOCTM WHTErpalys C aBTOMATU3UPOBAHHOW CHUCTEMOM YIPaBIICHUS

CEpBUCHOM MOJIEP’KKOI B 4aCTH Mepeiaud KOHTAKTHOM nH(popManuy abOHEHTa;

o Hanmune BO3MOXHOCTH Al MpocMoOTpa WHGOPMAIMHU, B3ATOM U3 UHPOPMAITMOHHOTO
pecypca (Hanpumep, Microsoft SharePoint), B mporpammuom kinente Konrakr-Ilentpa ¢
nepenaveil conyrcrByromiei oopamenuto napopmaruu (CallerID 3Bonsiero, BeiOpaHHbIe
nyHKTH MeHI0 [VR, cobpannbie Ha stane [IVR nanubie). [lepemaua Bcex MaHHBIX JOHKHA
MPOUCXOIUTh B MOMEHT ITOCTYIUICHHSI BBI30Ba OTIEpaToOpy.

o Kowmmiekcnas unterpamus ¢ cucteMod SAP CRM, Duepronmopranom Kontakt-lleHTpa
(SharePoint), Active Directory.

e KomnuectBo cynepuzopa Konrtakr-Llentpa — 22 nuneH3uu.
e KonuuecTBo cienMagucTOB 10 KOHTPOJIIO KauecTBa cepBuca — 30.

e VYpaBieHUE YYETHBIMH 3aMMCSAMM MOJIb30BaTENeH U Ipyrumu napamerpamu Konrtakt-l{entpa
JOJIDKHO BBIIIOJIHATHCA B PCXKUMC pCAJIbHOTO BPECMCHHU.

e Paboune mecrta omepaTopa W CYNepBH30pa JOKHBI OBITH 00OPY/IOBaHBI TApHUTYpAMH U
NO3BOJIATH paboTaTh yaaneHHo uepes IP/VPN kanamnsl 6e3 norepu yHKIIMOHAIEHOCTH.

e Paboune MecTa MmoyIb30BaTesIeH CUCTEMBI TOJDKHBI UMETh pPycu(PUImpoBaHHBIA HHTEPEIC.

o [Ipow3BOAMTENHHOCT, CHUCTEMBI JOJDKHa oOecneunBath o00pabotky He Menee 300
OJTHOBPEMCHHBIX 3BOHKOB.

e JlomwkHa obecneuynBaThCsl BO3MOXKHOCTh IE€PEajpecaniio BbI30BOB Ha BHEIIHHE CUCTEMBI B
COOTBETCTBUH C THOKO HACTPAWBAEMBIMH YCIOBUAMH (Ha OCHOBAaHUH MApaMETPOB — KOJIUYECTBO
aOOHEHTOB B OYEpEeAM, KOJIMYECTBO AKTHUBHBIX ONEPATOPOB B CEPBHCE, BPEMs MOCTYIUICHUS
BBI30BA U T.II.) C COXPAaHEHUEM B MOJIyJI€ OTUETOB JAHHBIX O JJIUTEIBHOCTH N1E€PEATPECOBAHHBIX
BBI30BOB, 3aIMCH [IEPEAIPECOBAHHBIX IEPETOBOPOB U T.II.

e [Ipuem, oTnpaBka u 06paboTKa 0OpaIeHHi 10 pa3HbIM KaHaJaM CBS3H.
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4.2 TpeOGoBaHusi K (pOPMUPOBAHUIO IPYIII MOJIb30BaTEIEH

B KOHTaKT—HGHTpe JOJDKHa OBITH npeayCcMoTpCHa BO3MOKHOCTb (bOpMI/IpOBaTB IMPOU3BOJILHOC

KOJINYECTBO TI'PYIIT HOHBSOBaTeHeﬁ, IIpyu 3TOM OOJDKHa OBITh peain3oBaHa BO3MOXHOCTb BKIIIOYCHHSA OJHOIO

MOJIB30BAaTECJId B HCCKOJIBKO I'PYTIIL.

['pynmbl 1OKHBI UMETh HEOTPAHUYEHHYIO BJIOKEHHOCTD.

4.3 TpeOoBanusi kK Ha0Opy poJieil MOJIb30BaTeJIei

KOHTaKT-HCHTp AOJIKCH IMO3BOJIATH pasACIATh MoJIb30BaTelIei Ha CJICAYIOIIUC POJIN:

OOBIYHBINM MOJB30BATENb — IOJIB30BATENb, HE OCYIICCTBISIOMMNI KaKUX-THOO CHEeIHaTbHBIX
¢bynkuuit npu padote ¢ Konrakr-LieHTpoM, OCyIiecTBIsIeT O Mepe HEOOXO0AUMOCTH HCXOSAIINE
BBI30BBI MJIM IPHHUMAET BBI30BBI, aJ]PECOBAHHBIC HEMIOCPECTBEHHO EMY;

Omnepatop - mosb3oBareiab CHCTEMBI, OCYIIECTBISIIONIUN OOCTY)KHBaHHE OOJBIIOTO TMOTOKA
BXOJISAIIUX W/WITH UCXOISAIINX TeIe(OHHBIX BEI30BOB U MYJTbTUMEIMMHBIX OOpaIIeHU;

CynepBuzop - nonb3oBaresib CUCTEMBI, OCYHIECTBIISIIOIIMA OPraHU3AlMI0 U KOHTPOJIb PabOTHI
OIepaTopOB;
OkcnepT — mnonb3oBaTeab CHCTEMBI, OCYHIECTBISIOIMIUNA MOHHUTOPHUHT U KOHTPOJIb pPabOThI
OIepaTopoOB;
AnMuHUCTpaTop - noJjbp30Barenb CHUCTEMBI, OCYILECTBISIOLMI HACTPOMKY M TEXHUYECKOE

conpoBoxaeHue CUCTEMBI.

HaGnronarens — monp30BaTeab CHCTEMBI, OCYILECTBIISIONINM MPOCMOTp ouepean on-line (oxHa
real time) BBI30BOB 110 CEPBUCHBIM JTUHUAM (IIPOEKTaM), JOCTYI K XPOHOJIIOTHYECKUM OTHYETaM.

CepBuc-MeHEDKEp — TMOJIb30BATENIb CUCTEMBbI, OCYIIECTBIISIOMNN CO3/1aHUe CIICHApUEB U 0a3bl
3HAaHUU 1O MIPOEKTY (CEpBUCHOM JTMHUM)

HasBanue posi MOKET OTIIHYATHCS OT YKa3aHHBIX, TIPU COXPAHCHHH 00BEMA TIpaB U GpyHKIHoHANIBHOCTH. JIFOOOH

MOJIb30BATCJIb CUCTCMbBI NOJIDKCH MMCTH BO3MOKHOCTH HUCIHOJHATH Cpa3y HECKOJIBKO pOJ'IGI\/JI B JIIOOOM

COUYCTaHUHU.

4.4 TpeOoBaHusi K HACTPOIKe NPaB A0CTyIAa

Cucrema JOJDKHA MPEAOCTABIIATE BO3MOXXHOCTE MAKCUMAJIBHO pasrpaHUYMBaTh IpaBa A0CTYyIIa

COTPYAHUKOB K 00BbekTaM CHUCTEMBI B 3aBUCUMOCTH OT TOro, KaKuM pOoJIiMH U CEpBHCAMU OHU o6naz[a10T.

B wactnoctun, Konrtakt-LleHTp q0mKeH moaiep>XuBaTh BO3MOKHOCTD BBITIOJIHEHHSI CJICTYFOIITIX

HACTPOEK MpaB IOCTYyIa MOJIb30BaTEA [0 POJISIM MOJIb30BATENCH:

AIMHMHHCTpPATOP:
o [lonHbIi nocTyn ko BceM PYHKIUAM U MOIYJISIM CUCTEMBL.
Cynepsusop:

o JlocTynm K MOAYNIO UCTOPUYECKHX OTUETOB M OTYETOB peallbHOTO BpeMeHH KoHTakT-
IlenTpa, C BO3MOXKHOCTBIO BBITPY3KH B 00pabOTKH JTI000TO OTUETA;

o Jloctyn k paboueMy MECTy CYNepBH30Pa;

o JlocTyn K cO3AaHUI0 HOBBIX OTIEPATOPOB;
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JlocTyn K HacTpoWKaMm TIpymIll ONEpaTOpOB B YacTU PEJAKTUPOBaHUS NPHOPUTETOB
oOCITy’)KMBaHUs, KBaIM(UKAMK OMEpaTOpoB U MPHUHAJICKHOCTH OINEPaTOPOB K
pa3IMYHBIM TPYIIaM;

JlocTyIl K HaCTPOMKaM y4ETHBIX 3aIMCEHN OIepaTOpOB C BO3MOKHOCTBIO PEAAKTUPOBAHUS
KBaJTU(DUKAIIHH;

JlocTyn Kk HACTpOWKaM CEpBUCHBIX JIMHUN B YACTH PEIAKTUPOBAHUS IPUOPUTETOB;

JlocTtyn K cucTeMe 3almucu C BO3MOXKHOCTBIO MPOCMOTpPA OTYETOB U MPOCIYIIMBAHUS
pasroBopoB, a TaKXke MPOCMOTPa HKPAHHOTO U300paXEeHHsI COOTBETCTBYIOIIETO
KOHKPETHOM 3aIuCH;

JocTyn k paboueMy MecTy onepaTopa (CynepBU30p MOKET BBICTYIIATh B POJIM ONIEPATOPa);

e Jloctyn k cucteMe [IVR ¢ BO3MOXHOCTBIO peIaKTHUPOBAHUS CYIIECTBYIOIINX MEHIO B
4acTH €ro OINEpaTHUBHOIO HM3MEHEHHsI Ha YpPOBHE YJOOHOTO MOJb30BaTEIbCKOTO
uHTepdeiica;

L HOCTYH K CUCTEMC COCTaBJICHUA paancaHHﬁ " KOHTPOJIsA €T0 BBIITIOJIHCHUS.

e CnenuaJucT 10 KOHTPOJIIO KadyecTBa (JKcnepr)

©)

©)

(@)

JlocTym K oT4eTaM MOIYJISI MOHUTOPUHTA (OIICHKH KauecTBa);
JocTym kK HacTpoiikaM KpUTEPHUEB KOHTPOJIS KauecTBa 00paboTKu oOparieHuit (3arpyska)

Hoctynm k HacTpodkam pacuera mokazarens «Qualityy ¢ pasrpaHudeHHEM OILICHKH
OIIepaTOpPOB U CTAXKEPOB

ﬂOCTyrI K UIBMCHCHHUAM CBOUX AAHHBIX II0 OICHKC BbBI30Ba

e CepBuc-MeHeIKep

(@)

(@)

o

Coznanne 1 KOppEKTUPOBKA CIICHApHeB, 0a3 3HAHWH, CITPABOYHUKOB
Benenue nctopuu U3MEHEHUN C 1aTOW U ONUCAHUEM

Co3naHue W pacchbulKa COOOILICHHI/ONOBEUICHUH TpYIIE ONEepaTopoB IO CEPBHUCY
(TPOEKTY) C BO3MOKHOCTBIO MOJITBEPKACHHUS O3HAKOMIICHHSI OIlepaTOpaMu (JIaTa/Bpemsi)

JlocTyn K OTYETHOCTH MCIIONIb30BaHMSI CLIEHAPUEB OIIEPaTOPOB

e Omneparop:

o

Joctyn k paboueMy MecTy oreparopa.

e [lnaHupoBIIMK pecypcoB

©)

JlocTymn K COCTaBICHUIO paCIUCaHUs 1 OOMEHY CMEHAMH.

TpeGoBanus Kk nmojacucTeMe pacnpeaejeHusi BbI30BOB U OPraHU3aluM o4epean

4.5.1 TpeOoBaHus K moacucreMe 00padOTKH roJIOCOBbIX BbI30BOB

[Iporpammubie cpenctBa Kontakr-LleHTpa DOMKHBI MO3BOJISATH OOCITYKHBAaTh BXOJSIIHNE

BbI30OBaA.

BBI30BBI 10 HECKOJILKUM OUYepe/IsiM (CEPBUCHBIM JIMHUAM) cpa3zy. [Ipu 3Tom 3a Kaxkq0i ouepebio T10JIKEH
3aKpeIuIsIThCs cBou crieHapuii [VR u crieHapuii oOCykuBaHUs OTIEpaTOpoM 0OpaObOTKH MOCTYIHBIIETO
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Hns Konrakt-LleHTpa HE JOJKHO CYIIECTBOBaTh OTPAHUYECHUN HAa MaKCHUMaJIbHOE KOJUYECTBO
BXOJIAIIUX OUepeiel (CepBUCHBIX JTMHHA).

[Iponecc 00pabOTKM BXOISILETO BHI30BA TOKEH BHIMIAJIETH CIETYIOIUM 00pa3oM:

e [Ipu nmoctymiennn Bbi3oBa KoHTakT-LIeHTp MOKEH aBTOMATHMYECKH OMNPEACNSTh, K KaKOH
ouepead OTHOCHTCA BBI30B, M 3amyckarb cueHapuii IVR o0paGoTku BbI30Ba 10 OTBETa
orepaTopa.

e B mporecce oxuganus oTsera oneparopa Cucrema J0JDKHA IPETyCMaTPUBATHCSI BO3MOXKHOCTh
nH(pOpMUpOBaTH a00HEHTA O TPUMEPHOM BPEMEHH OKUIAHHS B OUEPEaN, IPOUTPHIBATH MY3BIKY,
peKIaMHO-UH(POPMAIIMOHHBIE COOOIIECHHS U T. 1.

e B ciyuae 3arpyxennoctu quHAN CUcTeMa TOJKHA TIPEyCMaTpUBaTh (PYHKIIHMIO 0OpaTHOTO
Bb13oBa Call Back. [Tpu moctyrmieHnr BXOAAIIET0 BAI30BA B CIIy4ae 3aHATOCTH BCEX
OTIEpaTOPOB Ha JIMHUM JIOJDKHO NMPOUCXOAUTH COOTBETCTBYIOIIEe HHPOPMHUPOBaHUE a0OHEHTA U
OTIIPaBKa AJIEKTPOHHOTO COOOIIECHHUS HA YKa3aHHBIC aJjpeca ¢ HOMEPOM 3BOHUBIIIETO a0OHEHTA.

e PacnpezneneHue BbI30BOB U3 OUYEPEIN JOJIKHO OBITh pEAIN30BaHO HA OCHOBE YPOBHS HAaBBIKOB
(xBanudukanuu) oneparopa. ng nmpuema Bxonsdmux BbeI3oBOB B Konrtakt-lleHTpe momkHa
MPUCYTCTBOBATh BO3MOKHOCTb CO3/1aBaTh OUEPEAH, IPU ITOM IIPHU CO3TAaHUU OUEPEIU JOJIKHBI
o0ecrneunBaThCst CIASAYIONTNE BO3SMOKHOCTH:

O JIOJDKEH 3a/1aBaThCs IPUOPUTET OUEPENH;

O JOJDKCH 3aaBaTbCA IMPUOPUTCT BbI3OBA B OYCPCOH, OHpG,Z[CHHCMBIﬁ Ha OCHOBAaHHUU
napameTpoB, rmoxydaeMbix Ha dtarne [VR (Hanmpumep, Ha BpeMEeHHU TIOCTYIUICHUS );

O HaxoxAcHHE abOHEHTa B OUYepeI JOHKHO COMPOBOXKAATRC cpeacTBamu [VR;

O U KaXIOW ouepenu IOJDKEH 3a/JaBaTbesi HAOOp TpeOyeMbIX HaBBIKOB olepaTopa IMpH
HAJIMYUU KOTOPBIX OIEpaTop CMOXET Y4YacTBOBaTb B OOCIYXKHMBaHUU BbHI3OBOB,
MOCTYIHUBIIMX B 3Ty OUEPE/Ib;

O KaXJblil OnepaTop J0JKEH UIMETh BO3MOKHOCTh OOCITY>KUBATh Cpa3y HECKOJIBKO odepeieit
B 3aBUCHUMOCTH OT €ro HAaBBIKOB, IpPH 3TOM KaKIOMYy OIepaTopy JAOJDKHA OBITh
Ipe/oCTaBlieHa BO3MOXKHOCTh 3aJaTh HAOOp HAaBBIKOB C UX OLEHKOH, KoTopas
XapaKTepU3yeT YPOBEHb BIIAJICHUS HaBBIKOM;

O Ui KaXIOW oyepeau IOJKHA OBITh BO3MOXHOCTh HAa3HAUMTh PSJl CYHEPBH30POB,
KOHTPOJIMPYIOIIUX paclpesiesieHHe BbI30BOB U padOTy ONepaTopoB BHYTPHU OUEpesd, IIPU
9TOM CYNEPBH30p MOXET KOHTPOJUPOBATh, KaK HECKOJBKO 3aKpEIIEHHBIX 3a HUM
ouepeziel, Tak U BCE ouepe I OJTHOBPEMEHHO

[Ipu nocTyrieHun HOBOTO BXOIAIEro BbI30oBa CucTeMa 0 KHA MPOU3BECTH TOCTAHOBKY €T0 B
ouepenb. [lanee BO3MOKHO BOSHUKHOBEHHE CIICYIOIIUX CUTYaIUM:

1. B Konrakr-LlenTpe ecTb HECKOJIBKO CBOOOJHBIX OMEPAaTOPOB, U B OUEPEAU MOSIBIISETCS HOBBIN
BXOZAIIMN BBI30B. B 3TOM citydae JOJKHBI IIPOUCXOAUTD CIEAYIOIINE IEUCTBUS:

e BBIOMPAIOTCS ONEPATOPBHl C HABBIKAMH, HEOOXOAMMBIMU JIsi OOCITY>KMBAHHS JTaHHOTO
IIPOEKTA;
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e cpeau OTOOpaHHBIX OINEPATOPOB BHIOMpAETCS OMNEpaTop, KOTOPBIA Oojiee Bcero
YIOBJIETBOPSICT OJHOM M3 CIEIYIOMINX TMOJUTHK PACIIpeIeNICHNs] BEI30BOB, 3aJaHHOW IS
JTAHHOW ouepeu:

O HamMeHee 3aHSATHII;

O HauMEHee 3aHATHII MPOMOPIHOHATBLHO padoyeMy BPEeMEHH;

o Haubosee KBATU(UIMPOBAHHBIN;

o Hauboilee cBOOOIHEIN;

O HauMEHee 3aHATHIN cpelu HanOoJee KBATU(PHUIINPOBAHHBIX;

o Haubonee cBOOOAHBIN cpeau Hanboiee KBaTu(pUIUPOBAaHHBIX;
O  TNPOU3BOJBHBIN;

O HauMeHee KBaTH()HUIIMPOBAHHBII.

2. B ouepenyn 0xxuaaroT OTBETA OMEpaTOpa HECKOIBKO BBI30BOB, U OCBOOOK1a€TCSI HOBBIM OTIepaTop.
[Ipu mosiBnenun cBoGomHOoro omepatopa B CucreMe TOJDKHBI TPOUCXOAWTH CIIECIYIOITHE
JIEUCTBUS:

® [0 W3BECTHBIM HaBBbIKaM oreparopa CHCTeMa OCYIIECTBIIIET OTOOp TeX Ouepeei,
KOTOPBIE CITIOCOOEH 00CITYKHTh TaHHBINA OTIEPATOD;

® B OTOOpaHHBIX OYepeasX BBIOUPAETCS TOT 3BOHOK, KOTOPBII OOJIbIIIE BCETO YAOBIETBOPSET
CJIETYIOIIUM XapaKTePUCTHUKAM:

o HauboJbIee BpeMs OKUaHus (HanOoJbIiee BpeMs HaX0XKICHUS B OUEPEIN);

O HaubOoJbIlee BpeMs OXHUIAHUSA C YYETOM TMpUOpHTETa (HAUOOJBIIEe BpeMs
HAXOXJICHUS B OYepe/id, YMHO)KCHHOE Ha IPUOPUTET MPOCKTA);

3. B03MOXXHOCTB BBINOJHEHUS OCOOBIX ACWCTBUI C BBI30BOM IPH ONpPEICICHUH HOMEpa KIMEeHTa
(VIP-knueHTa Win KIMEHTA U3 «4EPHOTO CIIUCKA):

o IlepeBoa B OTIAENBHYIO CEPBUCHYIO JIMHUIO, BHE 3aBUCUMOCTH OT CEPBUCHOM JIMHUHU
Ha KOTOPYIO MOCTYIHJI BbI30B, HA3HAUEHHE 0COOO0T0 MPHUOPUTETA 0OCTYKUBAHUS.

o IlpourpeiBanre 0co0OTO 3BYKOBOTO POJIMKA /I KJIHMEHTA (HarpuMmep - 00 oTKasze
00CITy>)KMBaHUA).

o OTtobpaxkeHue «BCIUTBIBAIOIIETO OKHA» Ha paboyeM MECTe oreparopa, CylnepBru3opa
¢ moapoOHo nHpopMalueit o kueHTe (mouck kiuenra o CallerID)

o Bo3M0XHOCTB nepcaaun KOHTCKCTA.

4.6 TpeOoBaHusi K moacucreMe Tee(pOHHOrO CIpaBOYHNKA, KIIMEHTCKasA 0a3a.

B03MOXXHOCTh BEICHUS HECKOJBKUX CIPABOYHHKOB HIJIM paclpeieiieHHe KOHTAKTOB IIO
MPU3HAKY (BHYTPECHHU/BHEIIIHHN ).

Bo3MmoxHOCTE XpaHCHHUA HECHTPAINU30BAHHOI'O CIIMCKAa KOHTAKTOB.

JloipkHA OBITH 0OECIIeYeHa BO3MOXKHOCTD ITOMCKA T10:
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e Jloruny;

e DUO;

e Howmepy.

e Opranuzauuu

o JlomxHOCTH

e Jlpyrux manHbIX (e-mail, ampec, kareropus, IOMOJHHUTEIBHOW MH(POPMAIUH, MPU3HAKH,
CTaTyChl U T.1.)

e Tenedon (o ymonuanum),

e ['opoxackoii, Buyrpennui,

e MOOUILHEIN,

e Opranuzanus,

® JIOJKHOCTb,

e Tum KOHTaKTa (BHYTPEHHUI/BHELIHHIA),

e Tumn paGoTHUKA (IUCTIETYEPHI, PYKOBOAUTEIH, COTPYIHUKN)

Takoxe TOMKHBI 00€CTICUNBATHCS CICAYIOMHE (DYHKITHH:

e  OuUIBTPHI 10 ITUM NTApaMeTpaMm, BbINaJal0INe CIIUCKU (THIT U T.11.)

e mmopt/OkcnopT (MOMUMO PYYHOTO T00aBIEHUS 110 1)

e Bo03MOXHOCTh HM3MEHEHHUS, [I00aBIEHUS TPSIMO B TaOMUIEe WIM B KapTOUKe IPH
KJIMKE/KHOTIKE

e B03MOXHOCTh OrpaHHUYEHHSI TPYIIIIbI, KTO MOXKET YAAIATH/M3MEHITh/ 100aBIATS.

e Peanuzanus paboThl ¢ TyOIUPYIOMMMH KOHTaKTaMH (ITPOBEpPKaA), KOT/Ia TIPU UMITOPTE yiKe
ectb coBnaaenue no ®UO, Opranuzanus, MoOWIbHBINA TenepoH, BO3MOKHO KaKHE-TO
IpyTHe.

e Bo03MOXHOCTh OrpaHHuEHUs JOCTYIA K pa3HbIM TUIIaM WJIM PaHTaM KOHTAKTOB ISl pa3HbIX
rpynn nojb3oBareneid. T.e Tabmuna, rae OyAeT ykasblBaThCSl THUI WM PaHT (WM Jaxe
HECKOJIBKO CTOJIOIOB, ycii0BHO CynepBHU30pbI MOTYT BHIIETh BHyTpeHHUN-PykoBoIUuTEMH,
a omepartopsl ToJbKO BHyTpeHHNI-COTpyIHUKN) U TPYIIa COTPYIHUKOB, KOTOPas MOYKET
BUJIETh 3TU KOHTAKTHI.

e B03M0OXHOCTb 3BOHKA 10 KHOIIKE HA HOMEP 10 YMOJTYAHHIO UK BEIOOp HOMEpa

e B03MOXHOCTh TOJKJIIOYCHHS TI0 KHOTIKE a0OHEHTa B pekuMe KoH(epeHIus (Ha TenedoH
110 YMOJIYaHUIO WU BBIOOD)

e Bo3MOXHOCTH epeBoaa 1o KHOIIKE

4.7 TpeOGoBaHus K MoAcCHUCcTEMe 00PA0OTKHM MYJIbLTUMEIUNHBIX 00paLIeHUIT

Cucrema nomxkHa paboTaTh HE TOJIBKO C TOJOCOBBIMH COOOIIEHUSIMHU, HO TaKXke U APYTUMU
TUTIAMHU COOOIIEHUI:
e Email;
e SMS.
e (OOpareHus, MOCTYIAIINE Yepe3 CAUT KOMITAHHHT
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Cucrema f0sKHA 00J1a1aTh BO3MOXKHOCTBIO PACIIMPEHHUs 11 00pabaThIBaHHUS JOTIOIHUTEIbHBIX
KaHaJIOB B3aUMOJIEHCTBUS, TAKUX KaK — COLMAJIbHBIE CETH, MECCEHIXKEPhI U BEO-4aThl

HeronocoBsie kaHalbl 1OJKHBI 00padaThIBaTHCA 110 aHAJIIOTUU C TOJIOCOBBIMU KaHaIaMHM CBSI3U U
JOJKHA OBITH 0OecriedeHa JOCTYIMTHOCTh CIICAYIOMUX (PYHKITHIA:
e PacnpeneneHue Bcex TUMOB COOOIICHU HA OrepaTopa U3 eIUHOW OYEePE/IH.
e lcnonb30BaHKE ClIEHAPUEB PA3roBOPOB I Ka)KOTO THUIIA COOOIIEHUH.
e Ucnonb3oBaHWE €NWHBIX MPUHIUIOB OOCIY)XHMBaHHS KaK JJis TOJIOCOBBIX, TaK U
HETr0JIOCOBBIX KAHAJIOB CBA3Y;
e B03MOXHOCTb IEHCTBHI HA OCHOBE COAEp)KaHuUs OOpaIeHus: abOHEHTa;
e B03MOXHOCTh aBTOMAaTHYECKOT'O OTBETA MIPU MOCTYIIICHUN IEPBOTO COOOIICHHS.

4.7.1 TpebGoBanus K 00padoTKe email-coodeHN i

[Moncucrema noKHA MO3BOJIATH OOCTY)KHMBATh BXOJIAIIME email-coOOIIEHHS O HECKOJIbKHM
npoekTam cpasy. [Ipu 3ToM 3a KaXkKabIM IPOEKTOM BO3MOKHO 3aKPEIUIEHHE CBOETO CIICHApHUs pa3roBopa.

HOI[CI/ICTeMa HC NOJIKHA HAKJIAAbIBATh OIpaHUYCHUA Ha MAKCUMAJIbHOC KOJIMYCCTBO BXOIAIIUX
email TpoeKToB.

B HacTpoiikax mpoekTa JOKHBI IMETh BO3MOKHOCTh 3371aBaThC:

® [IPUOPHUTET OUEPEH;

® T[IOJIUTHKA pacHpeieNieHUs] COOOIIEHUI MEXTy OTIepaTopaMu;

® pacnucaHHe KaMIaHUM — JaTa/BpeMs, YKa3bIBaeT, B KAKOW MEpUO BXOJSIINE COOOMIEHUS Oy IyT
pacnpenenaTbcs Ha OnepaTopoB.

JloKHO OBITH IPEAYCMOTPEHO (HOPMUPOBAHHE HEOTPAHUUYCHHOTO KOJIMYEeCTBa MAabI0HOB email
aist orBeta. C BO3MOKHOCTBIO aBTOMaTHYECKONW OTHPABKU B 3aBUCUMOCTH OT CIIEHAPHBIX YCIIOBHIA.

JlomxHa OBITH IPeIyCMOTpEeHA Mpeao0padoTka email-cooOIeHuii o COAepKAHUIO TEMBI TIChMA,
COJICp)KaHUIO TeJla MUChMa, MMOYTOBOTO aJipeca Ha3HAYCHHUs, IOYTOBOTO ajpeca OTHpaBiIeHHUS U T.A. B
3aBHCHMOCTH OT 3THX MapaMeTPOB JOCTYIHBI CIEAYIONIUE OMIIUU:

® YCTaHOBKA MPUOPUTETA U OUEPEIIH;
e (opmupoBaHUE ABTOMAaTUYECKOTO OTBETA.

4.7.2 Tpe6oBanus k 00padorke SMS-coo0menni

[MoxcucreMa mOKHA TO3BOJIATH OOCTYXHUBaTh BXOJsmme SMS-cOOOIIEHUS MO HECKOJIbKUM
npoekTam cpasy. [Ipu 3ToM 3a KaxIbIM TPOSKTOM BO3MOXHO 3aKPEIUICHHE CBOETO CIICHAPHS Pa3roBOpa.

HOI[CI/ICTeMa HC NOJIKHA HAKJIAAbIBATh OIpaHUYCHUA Ha MAKCUMAJIbHOC KOJIMYCCTBO BXOIAIIUX
SMS npoekToB.

B HacTpolikax npoekTa JOJKHBI IMETh BO3MOXHOCTD 3371aBaThCsl:

® [IPUOPUTET OUEPENH;

® TIOJHUTHKA PaCIpeIeIeHUs] COOOIEHUI MEXy OTlepaTopaMu;

® pacmucaHue KaMIIaHUM — J1aTa/BpeMs, yKa3bIBaeT, B KAKOW MEPHOJ BXOASIINE COOOIIeHus: OyayT
pacnpenenaTbcs Ha ONepaTopoB.
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JloiKHO OBITH MPEAYyCMOTPEHO (OPMHUPOBAHNE HEOTPAHUUYECHHOTO KOJMYECTBa I1abioHOB SMS
JIJIS1 OTBETA.

4.7.3 Benenue ucTropum Bcex o0paleHui

Cuctema J0KHA MMETh BO3MOXKHOCTH coOMpaTh W (pukcupoBaTh WHMOpMAIMio 000 Bcex
acIrieKTax B3aMMOJCUCTBHSI KIIMEHTA ¢ cepBrUcaMu KOHTaKT-IIeHTpa.

Jlis kaxxgoro oOpallleHust JTOJDKEH CO37aBaThbCs CIELUUAIbHBIM HA0Op JaHHBIX, TOCTYN K
KOTOpOMY, HE3aBUCHMO OT KaHajla B3aUMOAECHCTBHUSI, TOJIKHBI UMETh Bce NocucTeMbl KOHTaKT-1IeHTpA,
CYNEpPBHU30PHI M ONEPATOPBl IO MEPE WX BOBJICUEHHS B MPOLECC OOCTYKUBAHHS 3alpOCOB aOOHEHTOB.
ITpu 3TOM Ka)/IbIil pa3 Mpu NPOX0XKAECHUN OUEPETHOTO 3Talla B3aUMOJECHCTBUS C KIMEHTOM 3TU JaHHbIE
JOJKHBI TIOTIOJTHATHCS.

JanHast (YHKIIMOHAIBHOCTh [IOJDKEH O00ECHeYnTh OBICTPOE TPEJIOCTABICHUE TaHHBIX O
npeapaymux odpamenusx kirenta B Konrakr-LieHTp (B okHe onepaTopa B MporpaMMHOM TenedoHe B
BUJIC CITMCKa BCeX email W sms, MOIMy4eHHBIX OT JaHHOTO KIUEHTA, MPEABIIYIINX BHI30BOB) BO BpEMs
oOcy>)KMBaHUSI HOBOTO 3aIpoca.

4.7.4 TpeGoBanus K 00padoTKe 00palIeHUil MOCPEICTBOM 4YaT-00TA.
Cucrema n0/mKHA BKIIOYATH Cleaytomue (yHKIIMOHATbHBIE MOTYIIH:

® MOJyJIb BE/ICHUS CIIPAaBOYHUKOB, ITPEAHA3HAYECHHBIN JJ11 KOHCTPYHPOBAHUS 4aT-00Ta;
e 4yar-00T;

® MOJyJIb 00pa0OTKH 1MAJIOrOB;

® MOAYJb aAMUHUCTPUPOBAHMSI TUAJIOTOB;

e MOIYJb (POPMUPOBAHUS OTIYETHOCTH

Yar-60T M0mKeH OBITh CHPOEKTUPOBAH C yYETOM BO3MOXHOCTH HCIIOJIH30BAHUS B
Mmeccenkepe Viber, Ha caitre O0mecTBa 1 MPUMEHEHUS 7S Pa3IMYHBIX TEMATHUK.

4.7.4.1 TpeGoBaHusi K poJeBOii MO/IeJIH CHCTEMBI.

B Cucteme noimkHa OBITh peaan30BaHa HACTPOWKA CIICAYIONINX POJICH U MX ITOJTHOMOYHIA
(Tabmn. 4.7.4).
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Taoua. 4.7.4

Hacrpoiika Benenue Aamunuct- | Odpadorka | Popmmupo-
CHCTEMbI | CIIPABOYHHMKOB | PMPOBaHHE | /JHAJIOIOB BaHHe
Poab yar-0ora JAUAJIOTOB OTYETOB
onpeieIeHHOT 0
THIIA
Pazpaborunk + + + + +
AJIMUHHCTPATO
& P - + + + +
p — THm yarbora
Cynepsuszop —
yHnepsusop _ ] + + +
THUI 4aTOOTa
Oneparop — Tun N
garOoTa

AI{MI/IHI/ICTpI/IpOBaHI/Ie JAWaJIOroB BKIIFOYACT B cels OHHaﬁH-MOHHTOpHHF H PpacCIpcaciICHUC
AUAJIOTOB KIIMCHTOB MCKY OIICpaTOpaMu OHJIAMH.

OOpaboTka JMANOTOB TMOAPAa3yMEBAET BBHITIOJHEHUE OIPEACIECHHBIX JCUCTBHHA C
COOOIICHUSIMH, KOTOPBIE TPEOYIOT y4acTHs oTiepaTopa Ui 3aBepIICHHUS U 00paOOTKH JUaora.

4.7.4.2 Tloxka3ateJiM HA3HAYCHHUSA

CucreMa I0JpDKHA 00€CIeYnBaTh:

® BO3MOXXHOCThH OJTHOBpeMeHHOI paboTel He MeHee 100 monp3oBaTenei;
e BpeMsI IMOJTHOM 3arpy3KH CTpaHUILIbl — He Oosee 5 cek;
e CleAyIolIee BpeMsi OTKIMKA CUCTEMBI:
O JJIA oTepaliii HaBUTaIMK 110 SKpaHHBIM opMaM CUCTEMBI — He OoJiee 3 cek;
O JUIs omepanuii popMHpOBaHUA OTYETHOCTH — He Ooree 15 cek.
CucremMa  [OJDKHA  MPEAyCMAaTPUBATH  BO3MOKHOCTh  MAcCIITAaOMpPOBaHUS  TIO
MIPOM3BOIUTEIILHOCTH U 00beMy XpaHeHus: nHpopManuu 6e3 MoauUKaIUU €€ TPOrPaMMHOTO
oOecreyeHusl ImyTeM MOJICPHU3AINN UCITOJIb3yeMOT0 KOMITIEKCA TEXHHUECKHUX CPEJICTB.

Bo3moxxnocTu MaCIJ_ITa6I/Ip0BaHI/I$I JOJIKHBI o0ecrneynBaThHCS cpeacTBaMu HCIIOJIB3yEMOI'0O
0a30BOro IIporpaMMHOI0O o0OecIeyeHus.

4.7.4.3 TpeOGoBaHuS K HAJEKHOCTH

Cucrema pomxkHa oOecreyrBaTh BOCCTaHOBIEHHWE WHGOpPMAIMU TPU MPOTrPAMMHO-
anmapaTHbIX cOOSX (OTKIIFOUCHHUS DIICKTPONUTAHUS, OTKA3aX HOCUTENEeH WH(POpMaIIUU, BUPYyCax

U T.J.).

22




IIpy KOpPpEeKTHOM Iepe3amycKe anmnapaTHbIX CpPEACTB W ONEPALMOHHOW CHCTEMBI
¢byakmronnpoBanre CHCTEMBI TOJDKHO BOCCTAHABIMBATHCS B MOJHOM 00BheME aBTOMAaTHYECKH,
0e3 ydacTtus orneparopa.

4.7.4.4 TpeOoBaHuS K IPTrOHOMHUKE

WuTepdeiic moap3oBaress A0IKEH 00ecrneuynBaTh BhIOMHEHUE BeceX QyHKIMI CUCTEMBI.
WuTepdeiic monp3oBaTens JOKEH ObITh €TMHOOOPa3HBIM B IPUMEHEHUU M €IMHOOOPA3HBIM IS
BCEX IMOJCUCTEM.

HNHuTtepdeiic monp3oBartens, MpeaocTaBisIeMblid 111 B3auMoaecTBrsa ¢ CucTeMoH, TOJDKEeH
OBITH ITPOCT U yI0OCH JIJIs1 BOCTIPHUSITHS U UCTIOH30BAHUS IIEPCOHATIOM, UCTIOIB3YIOIUM CHCTEMY .

ITons3oBaTens CUCTEMBI JOJDKCH I10JIYy4aThb I/IH(i)OpMaHI/II-O, Kak 00 YCIICIHOM 3aBCPHICHUUN
onepaunﬁ, TaKk M O BO3HUKHOBECHUH COOEB B X0A€ HUX BBIIIOJIHCHHUA HIIM HCBO3MOXHOCTH
BBIITOJIHCHU .

[Ipu BbIOMHEHUM JJIUTENbHBIX (OoJiee MoOKa3aTesiss Ha3HAYeHHs BPEMEHU peakiUu
uHTepdeiica Ha 3ampoc MOJIb30BATENsA) ONepanuid, TPEeOYIOUINX 3HAYUTEIHLHOTO BPEMEHH IS
BBITNIOJIHEHUS, OJIb30BaTENb, 10 BO3MOKHOCTH, JOJDKEH MOJIy4daTh MH(OPMALMIO O TEKYLIEM
XO/J1€ BBINIOJIHEHUS OIlEpalUu.

CooOmieHust 06 ommOKax MoIb30BATENCH JTOKHBI ObITh BEIPA)KEHBI TTOJIHBIM TEKCTOM (HE
KOJ[aMH), BO3MOXHO 00Jiee TOYHO OTpaXkarolum mnpodiemy. Jlajee JOKEH CIeI0BaTh TEKCT C
MPEIJIOKEHUSMHA 110 BO3MOXHBIM PEIICHUSIM MPOOJIEMBI, 3alpoCy TOMOTHUTEILHON MOMOIITH
W/WJIHM TEKCT ¢ nH(pOpMAIei o Mepam yxKe MPeIPUHITHIM CUCTEMOM.

4.7.4.5 TpeOoBaHus MO0 COXPAHHOCTH MH(pOPMALMH

Nudopmanms 1opKHA HAKAIIUBATLCSA B CHCTEME U HE YAQISATHCS, PU 3TOM HHPOpMAITUs
J0JKHA OBITH OJIMHAKOBO JIOCTYITHA B JIFOOOH 1epuo 1. BeIXo1 U3 CTpost OAHOM U3 4acTel CHCTEMBI
WJIU HapyIIeHWE KaHajla CBSI3U HE JIOJDKHBI MPUBOJUTH K TIOTEpe MHPOPMAIIMHN paHee BHECECHHOM
Y COXpPaHEHHOU B CUCTEME.

B cucreme JOJDKHA OBITH 0O€ecIIeueHa BO3MOKHOCTL BOCCTAHOBJICHUS JaHHBIX C BHCIIHCTO
HaAKOIIMTCJIIA ITOCJIC BOCCTAHOBJICHUA aKTHBHOI'O HAKOIINTCIIA.

4.7.4.6 TpeooBanus k pyHkuusam Cucrembl

4.7.4.6.1 MonayJb BeleHHsI CIPABOYHUKOB

Moaynb BeieHHs] CHPABOYHUKOB JJOJKEH BKJIIOUYATh B CE04:

e pHTEpQEICH BeICHHs CIIPAaBOYHUKOB CHCTEMBI: THITBI YaT-00TOB, CIIPABOYHUK BOIIPOCOB,
CIIPAaBOYHHUK OTBETOB C YYETOM BEPCUOHHOCTH;

e yHTepdeiic MOAETUPOBAHUS AMAJIOTOB IO HANOJHEHHBIM CIPAaBOYHUKAM C YYETOM
BEPCUOHHOCTH CIIPAaBOYHUKOB BOIIPOCOB U OTBETOB;
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® HaCTpoiiKa OBICTPBIX COOOIICHUH (TUIOBBIE OTBETHI);

4.7.4.6.2 HNuTerpanms ¢ BHEIIHUMH CHCTEeMaMH

Peanmuzanusa anroputma 4at-60Ta JOJHKHA MPEIyCMaTPUBATh BO3MOKHOCTh HHTETPAIIUH C
BHEITHUMU CUCTEMaMH B YaCTU YTEHUS U 3alMCH JJAHHBIX TOCPEICTBOM BEO-CEPBUCOB.

I[J'IH yaT-00Ta IO TEMAaTHKE OTCYTCTBHUA 3JJICKTPOOHCPIUU HOOJIZKHBI OBITH pPCaIn30BaHbI
CICAYIOINEC MHTCTPAIIMOHHBIC MCXaHU3MBbI:

® TIOJlyY€HUE JIaHHBIX JJs BbIOOpa 00JAcCTH, pailoHa, HACEJIEHHOrO MYHKTA, MPUYUHBI
OTKJIIOUEHHUS U3 cripaBoyHUKOB CYMO;

® JCIOJIb30BAHUE 30H 00CITYKUBAHHUS;

® [OoJlyueHHE MHPOpMALMKM O TEKYIIUX OTKIIOYEHHSIX (aBapUiHbIX, IUIAHOBBIX,
BHEPETJIAMEHTHBIX ) 110 HaceJIeHHOMY MYHKTY u3 CYMO;

® CO3JaHKe aBapUHHBIX OTKIIOYEHUH M oOpaleHuii morpedureneid. 3anoJHeHNUE TONIeH pU
peructparun obpamenuit: Uctounnk — Meccenmxep, Cuenapuii — Yar-6ot, [Iprmunna
OTKJIIOUEHHUS — B 3aBUCUMOCTH OT oTKItoueHus, Kareropusi oOpamenus — [lpsamast muHus
sHepretukoB, OO0nacTh, pailoH, HaceneHHbld nyHKT, POC, OOpallneHue KIHEHTAa,
KonrtaktHoe mnuio, Konrakteiii Tenmedon, Ymuma, HOMep noma, [IpusHak HOBOE
OTKJIIOUEHHUE, TpU3HAK ABapus SKCTpeHHas, Jlata co3ganus, Kem co3aano/m3mMeHeHo;

e nonydenue ID nmonb3oBatens uz CYMO 1o ero Jioruny.

[To TeMaTHKe OTCYTCTBHSI IEKTPOIHEPTHH JTOJKHBI CO3/1aBAThCS aBAPUITHBIE OTKITIOYCHHS
U 00pamieHus moTpeouTene.

3anojgHeHue nojiei npu perucTpauuu oopaneHuit:

Hcrtounuk — Meccenmxep,

Cuenapwii — Yat-00T,

[IpuumHa OTKIIOUEHHUS — B 3aBUCUMOCTH OT OTKJIIOUEHUS,

Kareropus obpamenus — [Ipsimast IMHUS SHEPTETUKOB,

Ob6mnacte, paiioH, HaceneHHbI TyHKT, POC, KontaktHoe ymiio, KoHTakTHBIN TenedoH,
VYauua, HOMep Joma, MNpU3HAK «ABapusi SKCTPEHHAs» — JOJDKHBI 3aIOJHATHCA Ha
OCHOBaHUU OTBETOB IMOJIb30BATENSI B paMKax JIUaJiora;

o Kewm co3gano/msmeneno — ID nons3oBatens B CYMO.

4.7.4.6.3 Yar-00T
Yar-60T nomxkeH 00padaTeiBaTh TOJIHKO HE3ABEPIIICHHBIE JHAJIOTH.
3aBeplleHUE JUajora OCYIECTBISAETCS B CICIYIONIUX CUTYalUsIX:

¢ KJIMCHT 3aKpbLI CCCCUIO O6H_ICHI/IH C MCCCCHIZKCPOM;

® OT KJIMEHTa IMOJY4YeH OTBET, MOJPAa3yMEBAONIMI 3aBEepIICHHE TUaiora IO JIOTHKE
00paboTKU OTBETOB;

¢ OT KJIMCHTA B TCYUCHUEC ONPCACICHHOIO BpCMCHHN HC MTOCTYIINIIO OTBCTA HAa BOIIPOC.

J171s1 B3aUMOJIEUCTBUS C KIIMEHTOM B MECCEHKepe, 4aT—0O0T JIOJDKEH peliaTh CleIyIolIne
3aJIa4u:
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® BECTH JMAJIOT 110 MHULMATUBE KIIMEHTA, UCIIOJb3Ysl aHKETY TEKYLIEH BEPCUU;

® 3a7aBaTh BOMNPOCHI B COOTBETCTBHH C HACTPOEHHBIM B MOJYJI€ aJIMUHUCTPUPOBAHUS OOT—
JUAJI0rOM;

® TMPEAOCTAaBIATH BO3MOXXHOCTh BBHIOOpAa OTBETA M3 CIMCKAa 3HAYEHUH B 3aBHCHMOCTH OT
BOIIPOCA U TUIa COOOIICHHUS;

® [IPEJOCTABIISITH BO3MOYKHOCTh BBOJA KJIMEHTOM TEKCTa B IMPEIYCMOTPEHHBIX CLIEHApUEM
CIIyYasix;

® COXpaHiATh B 0a3zy JaHHBIX MH(POPMAIMIO O AMAJIOTe: MICHTH(PHUKATOP KIMEHTA, BEPCHs
AQHKETHI, JaTa U BpeMs Hadajaa M OKOHYAHMS JUAJIOra;

® COXpPAaHSTh BBEJEHHBIN TEKCT WM BHIOPAHHBIN KJIMEHTOM BAPUAHT OTBETA B 0a3y JaHHBIX;

® COXpaHATh MHPOPMALINIO O KIMeHTe o ero uaeHtudukaropy: ®UO, aapec, nata u Bpems
nocienHero oOpaimeHus, pe3ynbraT o0pabOTKH TOcienHero oOpaimieHus; UCTIOIb30BaTh
paHee COXpaHEeHHYI0 HH(OPMAIUIO O KIIMEHTE B CIydae MOBTOPHOTO OOpAICHHS;

® NPEJOCTABJIATH KIUEHTY MH(POPMALMIO, MOJYYEHHYIO B XOJA€ IOMCKA I0 KPUTEPUSM,
OINPEIETICHHBIM 10 paHee MOJyYEHHBIM OTBETAM;

e uHGOPMHUPOBATH O 3aBEPILIECHUU UATIOTA;

e uH(GOPMHPOBATH KIMEHTOB B CIy4ae WX COIJIACHs: TNpPU BHECEHHHM/ HW3MEHEHUU
TUTAHUPYEMOTO BPEMEHHU YCTPAaHEHUS, BHECEHHH (DAKTHMYECKOTO BPEMEHHU YCTPAHEHHUS B
aBapUIHOM OTKJIFOYEHUH, TAKXKE MPU U3MEHEHHUM ILJJAHUPYEMOIO BPEMEHHU BKJIIOUYEHHUS B
IUIAHOBBIX U BHEPETJIAMEHTHBIX OTKIIOYEHUSX;

® [IPEAOCTABIIITH BO3MOKHOCTH NPOJOJDKUTH HE3aBEPLICHHBIM IUAJIOT B aBTOMAaTUYECKOM
pexume;

® [IPEAOCTABIISITH BO3MOKHOCTD MTPOJIOKUTh JUAJIOT C ONIEPATOPOM.

Yat-00T nomxeH ObITh BHEJAPEH B MeCCeHKep Viber.

AJITOpUTM BEJICHMS TUAJIOTA MO OTCYTCTBUIO 3JIEKTPOIHEPIUH JOJDKEH COOTBETCTBOBATH
cxeme 00paboTku oOpaieHuit norpedureneit cnenuanucramMu Konrakr-Lentpa.

4.7.4.6.4 Moayjab 00padOTKH 1MAJIOT0B

Monynb 00paGOTKH THAIOTOB JIOKEH BKIIFOYATH B ce0s1 (DyHKIIMOHATHHBIE BOZMOKHOCTH:

— MOHHTOPUHI HE3aBEPILEHHBIX AUAJIOrOB, TPEOYIOIIMX OTBETA OT YaT-00Ta Ha MpeAMET
HAJIWYHSI CUTyalluid, HE IPEyCMOTPEHHBIX aITOPUTMOM aBTOMAaTHIECKOH 00padOTKH
COOOIIECHMI;

—  BO3MO’KHOCTbh aBTOMAaTHUYECKOI'0 IEpEBOa IUAJIora Ha ONepaTopa Ajs MPoI0JKEHUs
B CJly4yae BO3HUKHOBEHUS ONPEAEICHHON CUTyalluH;

— aBTOMATUYECKOE pacCIpe/ielIeHne MOCTYMAMUX COOOIEHN Mexay oneparopamuy,
MCXO/SI U3 KOJTMYECTBA OMEPATOPOB B CETH, UX CTATYCOB (TOTOB / HE TOTOB), BPEMEHH
00pabOTKM MpeAbIAYyIIUX COOOIIEHUH, BPEMEHUM IOCIEAHEro MOCTYNMBILErO
COOOLIEHUS OIIEPATOPY, IPUOPUTETA MOTPEOUTENS (AJIs1 TOCTOSTHHBIX II0JIb30BATENCH ).
IIpn HeakTUBHOCTH oIlepaTopa B TE€UEHHUE 3aJJaHHOTO NPOMEXYTKa BpEMEHM (110
YMOJYaHUIO 1 MUHYTHI), HOCTYIHUBLIEE OOpaAIIEHUE JOJKHO PACIPENENIATHCS MEXKAY
CJICIYIOLMMH CBOOOAHBIMU ONIEPATOPaAMHU.

— BO3MOXKHOCTb II€pPEBOJia [JUaJora oOlepaTopoM Ha yaT-00Ta NpU HAINYUU
BO3MOXHOCTHU ITPOJOJIKEHUS AUAJIOTa B aBTOMAaTHYECKOM PEKUME;

—  BO3MOHOCTb [IEPEBOJA TUAJIOTa ONIEPATOPOM Ha JPYrOro ONepaTopa;

25



— BO3MOXKHOCTb IIE€pellayd OIepaTopy BCEeW HWCTOPHHM HE3aBEPIICHHOTO JHayora
MOJIb30BATENSl C 4aT-00TOM JUISl NajdbHEWIIETO 3aBEPIICHUS C BO3MOXKHOCTBIO IMOCIEAYIOICH
00paboTKH U co3MaHusI OOpAIEHUs C COOOIEHNEM 00 OTKITFOYCHHH,

— omnoseuienus (Push 1 3BykoBbI€) 0 TOCTYMAIOIIUX COOOIICHUSIX OT MOTPEOUTEINEH.

—  cIleHapui 00pabOTKH 3aBEPIICHHBIX TUAJIOTOB YaT-00Ta /It CO3AaHus COOOIIEeHHH 00

OTKITIOYCHHH.

4.7.4.6.5 Moayjab aAMUHUCTPUPOBAHMSA

MOIIYJ'IB AIMUHUCTPUPOBAHUA JOJDKCH BKJIIHOYATH B ceOs:

— uHTep(eic NpocMOTpa 3aBEPILIEHHBIX TUAJIOTOB;

— OHJIAalH-MOHMTOPHHI (1O omepaTtopaM, Auajioram, oOpabaTbIBaeMbIM 4YaT-00TOM,
auanoram, o0pabaTeIBa€MbIM OIlepaTOpaMu, Ouepe b He0OpaOOTaHHBIX OTIepaTOPAMHU
COOOIICHN, CYETUYMK BPEMEHHU OXKMIAHHMsS OTBETa OIepaTopa) M paclpeneieHne
oueper 0OpalleHni MeXy olepaTopaMH COOTBETCTBYIOLIETO TUIIA YaT-00Ta;

— BO3MOJKHOCTb YCTAaHOBKM JIMMHMTAa JHAJIOTOB Ha OlEpaTopa M MAaKCUMAaJbHOIO
KOJINYECTBA OJTHOBPEMEHHO 00pabaThIBa€MbIX JHAJIOTOB;

— BO3MOXHOCTb HACTPOMKH YBEJOMJIEHHUM I CYIIEPBU30PA;

— Ha3HAYeHHE OMEepPaTopoB sl 00PaOOTKH JTUAIIOTOB;

—  OTCIEXHBaHUE CTaTyCOB ONEPaTOpoOB IO 00pabOTKE 1NATIOrOB B MECCEHIKEPE;

— uHTep(eic npocMOTpa MOTpeduTened ¢ BO3MOMKHOCTBIO IIOMCKAa IIO HOMEpY
norpedurens, aapecy, ®PUO, npare mnocnenHero oOpaleHUss U BO3MOMXKHOCTHIO
YCTAHOBKHM IIPUOPUTETA U BHECEHUS €ro B «UepHbIN CIMCOK» C aBTOMAaTHYECKOMU
OTIIPAaBKOH (hpa3bl Mociie MOBTOPHBIX OOPALIEHUH.

4.7.4.6.6 Monayab GopMHUPOBAHUA OTYETHOCTH

B Cucreme mHeob6xonmumo pa3paboTaTh OTYETHI:

— CTaTUCTHKa Mo paboTe onepaTopoB (CTaTyc);

—  CTaTUCTHUKA MO KOJIMYECTBY 00paOOTaHHBIX 0OpaIeHUI OIepaTOpOM 3a MIEPUOT;

—  CTaTUCTUKA OOpalleHuil B pa3pe3e TeMaTuK;

— cTaTHcTHKa o0OpaleHui B pa3pe3e pHiInaioB 3a Iepuo/T;

—  CTaTUCTUKA OOpalieHuH 1Mo JHSIM B pa3pes3e GUIHalioB 3a MEPHO/T;

—  CTaTUCTHKA MO MOCTYNUBIIUM/00pa00TaHHBIM/TIOTEPSTHHBIM O0paIICHUSIM;

— CTaTHCTUKAa MO0 MHHUMAJIBHOW/MaKCUMAaJIbHOW/CPEHEH IITUTEILHOCTH O0pabOTKH
oOpalieHuii;

—  CTaTHCTHUKA O JJIMTEIBHOCTH OKUIAHHUS OTBETA OTEepaTopa;

— CTaTUCTHUKA 110 HeoOpabOoTaHHBIM OOpaIIEeHHUSIM B 4aT-00TeE;

— CTAaTUCTUKA T1I0 JUIMTEIHHOCTH OXHIAHUS B oOdYepenu uis HeoOpaOoTaHHBIX
oOpaleHuid OmepaTopoOM;

—  CTaTHCTUKA MO MOTEPSHHBIM OOPAILICHHUSIM TOCIIE TIepeaadu ONepaTopy;

— CTaTUCTHUKA [0 HATPYy3KHU B pa3pese Jaca,

— peecTp BceX NOCTYNUBILIMX OOpaIeHHi 3a Mepuo.
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4.8 TpeOGoBaHus K MOACHUCTEME UCXOAAIINX BHI30BOB
Ncxonsmmii 063BOH TOKEH 00eCIIeYuBaTh CIIEAYIOIINE BO3MOKHOCTH:

e Jlomcucrema wuCXOASImIET0 O03BOHA JOJDKHA TIPEAOCTABIATH CJCAYIOIMIUE aJTOPUTMBI IS
MIPOBEICHUS UCXOASIINX 003BOHOB:

o preview. Pacripenenenne Ha onepaTopoB 3aJa4 Ha J03BOH 70 aboHeHTa. Oneparop B pydHOM
peXHUMe JOHKCH UMETh BO3MOXKHOCTH JIO3BOHUTHCS /10 A0OHEHTA.

o progressive. [loncucrema ucxonsmero o03BoHa JOJKHA BBIOpATh CBOOOJHOTO OIEpaTopa,
BPEMEHHO MPEKPATUTh paclpeielieHue BHI30BOB M3 3TOTO e 003BOHA WM APYruX 003BOHOB
Ha 3TOT0 OTIepaTopa, 3aTeM JOJDKEH JT03BOHUTHCS 10 aDOHEHTA M COSAMHUTH €T0 C BEIOPAHHBIM
OTIePaTOPOM.

o predictive. Ilogcucrema ucxosaiiero 0063BoHa J0JKHA UMETh BO3MOXXHOCTH ITPEICKA3hIBAThH
BpEMSI OCBOOOXKICHHS ONEPATOPOB HA OCHOBE CTATUCTUYECKHUX JAHHBIX O CPEIHEM BPEMEHHU
pasroBopa ornepaTopa ¢ aDOHEHTOM W CPEIHEM BPEMEHHU YCIENTHOTO J03BOHA 70 aOOHEHTa.
3BOHOK /10 a0OHEHTA JOJKEH HAa4aThCs €IIe J10 MOSBICHHS CBOOOTHBIX OMEPaTOPOB.

o outbound IVR. Tloacucrema wucxopsmiero o03BOHA JODKEH B aBTOMATHYECKOM PEKHUME
OCYIIECTBISTH BBI30OBHI 0 33JJaHHOMY CIIHUCKY HOMEPOB C JAIbHEUIIINM pacripe/eliecHneM Ha
IVR (aBTomndopmarop).

® aBTOMATHYECKUU H03BOH cucTeMbl KoHTakT-lleHTpa 10 KiIMeHTa ¢ peructpaiuell 3B0HKa B 6asze
nanubiXx Konrakr-LlenTpa;

® [P OTBETE KJIIMEHTA HA BBI30B, MOCTYNMUBIINH OT KoHTakT-1{eHTpa, aBTOMAaTUYECKH T0JKEH OBITh
HalJIeH CBOOOJIHBIN oOIepaTop CO Cheluanu3anyel/Kpamudukanueld, COOTBETCTBYIONICH
KaTeropuH BBI30BA;

e [P aBTOMATUYECKOM J03BOHE 10 KineHTta KouTtakr-LleHTpa [OMKEH pa3nudarh TOHBI
aBTOOTBETYMKA MO 3aJaHHOMY Habopy cienkoB. B a3tom cimydae Konrtakt-lleHTpa nomken
ABTOMATUYECKU BOCIIPOMU3BECTH 3apaHee 3aJaHHOE 3aKa3YMKOM COOOIIEHNE BMECTO COSAMHEHUS C
OTIePaTOPOM;

® OJHOBPEMEHHO JIOJDKHO MOIICPKUBATHCS HECKOJIBKO KaMITaHU 110 003BOHY KJIMEHTOB;

® JIOJDKEH MOAJCPKHUBATHCS UMIIOPT CIIMCKOB 003BOHA U3 (haiinoB Gopmara xls, xIsx, B TOM uuce, B
aBTOMAaTHYECKOM pexuMme. B mporecce wmmopra A0MKHA TPHUCYTCTBOBATH BO3MOXKHOCTH
BBINOJIHUTH MPOBEPKY U OJOKUPOBATH CO3/aHKe AyOeii 3aqanuii 111 003BOHA;

® JIOJDKHO BBITIONHATHCS aBTOMaTudeckoe OOHOBiIeHHe uH(popmanuu B 0a3e maHHbIX KoHTakT-
[lenTpa no pe3yabTaTaM 003BOHA;

e J[lomcucrema wucxomsamero o03BoHa gomkHa uMeTh APl mms moOaBneHus, M3MEHEHHS WA
ylajaeHus 3a1aHus Ha 003BOH IO OJHOMY a0OHEHTY MJTU MX TPYIIIIE.

e [Ipu umnopTte 3a7aHust HA 003BOH MOJCUCTEMA JTOJDKHA IPUCYTCTBOBATH BO3MOXHOCTh MTPOBEPKH
JAHHBIX HA HAJIM4YME AYOJIeM M WX UCKIIOYCHHs O TOJIHOMY COBHAACHHUIO Habopa 3HAYCHUU
HOMEpOB TenedoHa.

e [loacucreMa ucxonsiero 063BoHa JOKHA MTO3BOJISATH OTKIIAABIBATH BEI30B B IIPOIIECCE Pa3roBopa
Y aBTOMAaTUYECKH OCYIIECTBIISTH TIEPE3BOH B 3aJIaHHOE BPEMSI.

e Jloxcucrema ucxomsimero 003BOHA MOJDKHA MPEAOCTaBIATh IMOJICPKKY YaCOBBIX MOSCOB (IIpH
y4deTe pacrucaHusi 003BOHA, HA3HAYCHUU BPEMEHH MEPE3BOHA).

e JlomxHO OBITH OOECIEUEHO aBTOMATHUYECKOE OIpE/AeTICHHE pe3yJbTaTa HCXOMSIIETO BBI30BA
(3aHATO, HET OTBETA, ABTOOTBETYHK OIMEepaTOpa MOOWIBHON CBS3H H T.I.) C COXPAHEHHUEM 3TOTO
pe3yibTaTa.

e JlomkHO OBITH OOECHEYEHO BEJCHUE HECKOJIBKHUX THUIIOB a0OHEHTCKMX HOMEPOB M HACTPOUKH
CTpaTeruu 003BOHA B 3aBUCUMOCTH OT ITHX THIIOB.

e [loacucreMa MOMKHA TMO3BOJSTH MMIIOPTHPOBATH JJIsi 003BOHA HEOTPAHUYEHHOE KOJIHYECTBO
HOMEPOB MO0 KKIOMY a0OHEHTY.

® J03BOH JIO KJIMEHTa JOJbKeH ocyilecTBIATbCs KonTtakT-lleHTpa omnpeneneHHoe 3aka3uukoM
KOJIMYECTBO pa3 U B TEUCHHUE OINPEACTICHHOT0 3aKa34YMKOM Iepro/ia BPEMEHH,
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IpU TPOBEACHUM KaMIIaHUK O03BOHA, CHCTEMa JOJDKHA HMCKIIOYaTh M3 CIHCKAa aBTOJI03BOHA
KJIMEHTA, KOTOPBI 3BOHUJI B ONIEPAaTOPCKUI LIEHTP B TEUEHHUE 3aJaHHOTO IIEPUO/Ia BPEMEHH;
JOJDKHA TIOAJCPKHUBATHCS BO3MOXKHOCTb OTIIPABKH COOOIEHHH 3JIEKTPOHHOW mOYThl, SMS-
COOOIICHUH TI0 3aITPOCY OINepaTopa/KIUEHTA/TIPHUITOKEHHUS,

JIOJKHA NPUCYTCTBOBATh BO3MOKHOCTh JOOABICHUS JAHHBIX B 003BOH 0€3 €ro NPUOCTaHOBKH.

KonTakr-L{eHTp HOMKEeH MOAAEPKUBATh CIEAYIOIIHNE PEKUMBI paObOThI OTiepaTopa:

orepaTop padboTaeT, Kak C BXOSIIMMHI M UCXO/SIIMMHU 3BOHKAMH;

OIICpaToOp MOXKET BPCMCHHO «BBIUTH» W3 IMPOCKTa 003BOHA (CCJ'II/I pa3pemeH0) WK €ro MOXCT BBIBCCTH
CyIIepBH30D

orepaTop paboTaeT co BCeMH 00paIleHUSIMH, OCTYIIAIONIMMU 110 Pa3InYHBIM KaHaIaM CBS3H;
omepaTop  yKa3plBaeT  BpeMs, B KOTOpPOE€  HYXKHO  II€pPE3BOHHTH  KIIUCHTY;
Cucrema J0JDKHA IEPE3BOHUTD KIMEHTY U COSTMHHUTH C OTIEPATOPOM B 33JaHHOE BPEMSL.

Cucrtema NOJDKHA MO3BOJIATH Ha3HA4YaTh omepaTopy oOpaboTKy oOparieHuid B 1000M Habope
BapUaHTOB [0 KaHaJIaM MOCTYIUICHNS OOpaIeHNH.

HOJ’I}KHBI HacTpanBaTbCA Pa3JIMYHBIC KPUTCPUH IO BPEMEHHU MEPE3BOHA U OTKJIAABIBAHUIO BBI3OBa

Ha OCHOBE IOJIy4YE€HHBIX PE3YyJIbTaTOB:

3aHATO — OT LIJII03a MOJIYYEH KOJ, COOTBETCTBYIOLINI KOy «3aHATO.
Her oTBeTa — 0T 111032 MOJIy4EH KOJI, COOTBETCTBYIOIIMM KOAY oTBeTa «HeT orBeTay.

HecymecTtByromuii HOMep — OT  LIII03a IOIYYEH KOJ, COOTBETCTBYIOLIHUH  KOZY
oTBeTa «HecylecTByIomuii Homep».
OtkmoneH (we Gepyr TpyOKy) — OT IIIIO3a TIOJYYEH KOJ, COOTBETCTBYIOIIMHA KOIY

oTBeTa «OTKIOHEH.
[ToTepstHHBINM BBI30B — BBI30B OBLI pacIpeesieH B oUepelb U MOTEPsH.
Omunbka — OT IITI03a NOJTY4YEeH HEM3BECTHBIM KO OIMOKH.

Heob6xoauMmble mapaMeTpsl 3ajaHUI Ha UCXOIAIITNI/aBTOMAaTHYECKU 003BOH:

Pacrmicanme;

3BYKOBO# (haiiyl 1J1s MPOUTPHIBAHUS TPUBETCTBHUSI;

[Toakmouenne kimeHToB k cucteme [VR (B cirydae HeoOxoaumocTn)

KonnuecTBo nMonsITOK J03BOHA;

WuTepBan Mex 1y MONbITKAaMH J103BOHA;

JnuTenbHOCTh JO3BOHA,

Kpurtepuu nelicTBuil mo pesyibTaTaM MOMNBITKA J03BOHA B 3aBHCHUMOCTH OT THIIOB HOMEPOB.
Hanpumep, npu onpeeneHun aBTOOTBETYMKA — UCKITIOYUTH HOMEP U3 003BOHA, TPU HEJI03BOHE —
OTKJIaAbIBAHHUEC BbI30OBA Ha 2 qaca, B CJiydac 3aHATOCTH — OTKJIAAbIBAHUC BbBI3OBA Ha 10 MUHYT.
MakcumanbHOE KOJINYECTBO CAMHOBPCMCHHLIX UCXOJAIINX BBI3OBOB.

I[JBI OTCICKHBAHHUA COCTOAHHA aABTOMAaTH4YCCKOI'O 063BOHa, JOJIZKHBI OBITh npeaAyCMOTPCHBI

(R (S13%101105(5 OHJIAMH-TTOKA3aTeIu:

Cocrosinue. Tekymiee coctosHue 003BOHA. JIOMKHA HMETBCS BO3MOXKHOCTH OTOOpasKeHUH
CJIETYIOIIUX COCTOSIHUM 003BOHA:

o Bxiouen

o BeIkitoyeH.
Bcero nomepoB. OOmiee koanyecTBO TenehOHHBIX HOMEPOB, Ha KOTOpHIE JOJDKEH OBITh
OCYIIIECTBIIEH BBI30B B paMKax MPOBEIACHUS 003BOHA.
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4.9

YcnenHo 063BOHEHHBIE HOMepa. KonmmdecTBO HOMEpPOB, BBI30B Ha KOTOPbIE B COOTBETCTBUHU
napameTpamMu 003BOHA CUUTAETCS YCHEIHO 00pabOoTaHHBIM.

OcraBuecss HoMepa. KomuuecTBO OCTaBIIMXCS HOMEPOB, Ha KOTOPHIE €Ile HE MPOU3BOIUICS
BBI30B.

Henoctynueie abonentsl. KonnuecTBoO HOMEpPOB, MONBITKH BBHI30BA Ha KOTOPBIE HCUEpIIaHbl (Bce
BBI30BBI OKa3aJIMCh HEYCIEIIHBIMH).

Cpennee Bpems OkHIaHUS OTBeTa aboHeHTa. CTaTUCTUYECKHA MTapaMeTp, OTpaXKaroIuil cpeaHee
BpeMs OKHIaHUS OTBETA (MMOTHATHS TPYOKH) B CEKyH/IaX.

Cnenano Bbp130BOB. O0111€€ KOJIMYECTBO COBEPIICHHBIX BHI30BOB.

Bpewmst 3aaepxku. Bpems 3aaep>KKu BbI30Ba B OUEpE/IH.

TpeboBaHus K MoACHCTEMe HHTEPAKTUBHOIO pedeBoro B3aumojeiicreus (IVR)

HO[[CI/ICTGMa HHTCPAKTUBHOI'O PCUCBOIO B3aHMOIIeI>'ICTBHH JOJIKHa MOAACPXKUBATH CICAYIOMIUC

byHKIIM:

Hanmnuue rubkoro mactepa nHactpoiiku [VR
P OTBETE HA BXOASAIINHI BHI30B BOCIIPOM3BOAUTH MPUBETCTBUS U HHPOPMAIIIOHHBIE COOOLICHHS;

o0ecreynBaTh BO3MOXHOCTH MPOCIYIIMBaHUS A0OHEHTOM BO BpeMsl OXUAAHUS B OYEpeId
MY3BIKaJIBbHOTO COMPOBOXKACHUS 1 MH(OPMAIIMOHHBIX COOOIICHNH, 3alaHHBIX 3aKa3YHKOM;

NEPUOIMYECKH OIOBENaTh Aa00OHEHTAa O MPOTHO3UPYEMOM Ha TEKYIIMH MOMEHT BpEMEHH
O’KHJIaHHs OTBETA OIIEPATOPA;

Ha3Ha4YaTh U U3MEHATH IPUOPUTET BHI30BA, TPU HEOOXOIMMOCTH paclpeAesiTh B IPUOPUTETHYIO
ouepelib;

oOecrieynBaTh BBOJI a0OHEHTOM C KJIaBHATYpHI Telie()OHA B TOHATHHOM PEXUME JOMOTHUTEIHHON
nH(popManuu 1o 3anpocy nojacuctemsl [VR ns 06paboTky u MapmipyTu3anuu BeI30Ba;

obecreunTh MPUEM TOJIOCOBOM MHQOPMAIIMK IO 3ampocy noacucteMbl [VR miist mocnemyromeit
MHTEpIpEeTali U MapIIPYTU3alUK BHI30BOB;

IPEJOCTaBIATH A0OHEHTY IO €ro 3anpocy UHGOpPMalUU UIH YCIyr HA OCHOBAaHHM MOJTYYEHHBIX
OT HErO JaHHBIX;

o0ecneynBaTh BOBMOKHOCTh OCTaBUTh T'OJIOCOBOC COOGH.[QHI/IG;

MIPEAOCTABIIATh BOBMOXKHOCTH Mepeapecann aOOHEHTa OTIepaTOPOM B JTFO00M IMTyHKT T'OJIOCOBOTO
meHro IVR;

obecreynBaTh BO3MOXKHOCTh II€pellayd Ha MOHHUTOp oleparopa HHGOpMalWu, BBEICHHON
kiaueHToM B IVR 110 oTBera onepatopa, a Takke MHPOPMALUU O TOM, KAKUMH ITYHKTaMU MEHIO
IVR xnmeHT BOCIOIB30BaJICA 0 NIEPEKIIIOUEHHS Ha OIIepaTopa;

MPEIOCTABIIATH I ONepaTopa BO3MOKHOCTD BKJIIOYATH I a0OHEHTa ayauo]aiiisl;
TMHAMUYECKH (POPMHUPOBATH BETKU B 3aBUCHMOCTHU OT 3aJ]aHHBIX YCIOBHH CLIEHAPUS;

MPEJOCTAaBIATh BO3MOXKHOCTh NPEOOPA30BBIBATH T'OJOCOBBIE COOOIIeHuss B TeKCT (Speech-to-
Text);
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® MPEAOCTABIISITh BOBMOXKHOCTh PEATH3AIMH CLIEHAPHS 3aKa3a 00paTHOTO 3BOHKA, C TOCIEAYIONUM
BBIX0JIOM a0OHEHTA U3 OUYEPE]IH;

e [IpenycMoTpeTh BOBMOKHOCTB CYIIEPBU30PY ONEPATUBHO U3MEHSATH/yCTaHABIMBATH ayAHO(DaIIbI
B IVR;

e IIpenycmoTpers BO3MOKHOCTH aBTOM3MeHeHus [VR no pacnucanuto;

e IIpemycmoTpeTh BO3MOXKHOCTH (popmupoBaTh ayauodaiinos ais [VR u3 tekcra (text-to-speech);
e [Ipu BEIOOpE MyHKTa MEHIO, JINOO MPHU TaiiMayTe BBOJA, TMOO MPU ONTHOOYHOM BBOJIE, CUCTEMA
JOJI’KHaA 066CH€‘-II/IB3.TI> BBIIIOJIHCHHA CIICAYHOIIUX I[Gf[CTBHfII
o Ilepexon Ha ypoBEHb MEHIO, B COOTBETCTBUU C MPEIBAPUTEIHLHON HACTPOUKON CUCTEMBI;

o Ilepexon Ha caMblil IEPBBIM YPOBEHb MEHIO;

o IloBTOpHOE MpOCTYIIMBAHUE YPOBHS MEHIO;

o IlepeBon B mo0Oyto u3 cepBucHbIX TuHUNA KoHTakT-LlenTpa ¢
COXpaHEHHEM/TIOBBIIIIEHUEM/TIOHI)KEHHEM MTPUOPUTETA OOCITYKUBAaHUS BHI30BA;

o IlepeBon BrI30Ba Ha 10001 BHYTPEHHUI/BHEIIHUI HOMEp TeledoHa.

st Konrakr-LleHTpa JOKHBI BRIOTHATHCS ceaytolue TpedoBanus K HacTpoiike I[VR:
® BU3YaJbHBIN HHTEpPEIC HACTPONKH MpeIaraeMoro abOHEHTY TOJIOCOBOTO MEHIO;
e wmoaudukamus anroput™ma [VR moimkHa BRITTOTHIATECS 0€3 OCTAHOBKU CUCTEMBI;

¢ KOJHUYCCTBO XPaHHUMBIX 3aIlIMCAHHBIX OGBHBHGHI/Iﬁ HE JOJIX)KHO MMCETH OFpaHI/I‘{eHI/Iﬁ OT CUCTEMBI
Konrakr-llenTpa;

¢  JOJDKHBI NOAACPKHUBATHCA MMPEPHIBACMBIC U HCIIPCPBIBACMBIC OGLHBHGHI/I}I;

e ISl MpepbIBa€MbIX OOBSBICHUI MPU OCBOOOKICHUH OllepaTopa a0OHEHT JOJHKEH COeIMHATHCSA C
OIIEpaTOPOM;

e 3aKa3ydK JIOJDKEH MMETh BO3MOXKHOCTH CO37[aBaTh HOBBIC M MOJIU(HUIIMPOBATH JCHCTBYIONIUE
COOOIIECHMS

® JIOJIDXKHA o0ecreynBaThC IMOAACPIKKA YIIPABJIICHHA I'OJIOCOM Ha PYCCKOM A3BIKE C UCIIOJIB30BAHUEM
CICOAYIOIIUX CJIOB: «aa», KHET», KOAUHY, «ABA», ..., KIACCATH»;

e JOKHa O0O0ECreYynBaThCS TOJJICPKKA pAClOo3HABAHUS 3aJaHHOTO OTPAaHHMYEHHOTO Habopa
«KPUTUYHBIX» CJIOB I OpraHU3alliyd MapUIpyTH3aluu BbI3oBa Ha Apyrue BetBu [VR wmnm
onepatopoB Konrtakr-I{eHtpa.

Jnst BO3MOKHOCTEH CaMOCTOSITEIbHOM HAcTpolku 3aka3zuukoMm ckpuntoB IVR B cocrase
Konrakr-llenTpa A0MKEH  TPUCYTCTBOBAaTh  TpaduuecKuid  KOHCTPYKTOp  creHapueB  [VR,
NpeJHa3sHAuYeHHBIH Ul CO3JaHMUsA CKPUIITOB JIOTUKM OOpabOTKM IOCTYMHAIOIMX BBI3OBOB (Hajnee -
cueHnapueB) Ha cepBepe Konrtakt-LlenTpa. KoHCTpyKTOp H0MKEH MO3BOJISITH CO3/1aBaTh CLICHAPUU B BUJIE
Ha60pa QJICMCHTOB C OIIPCACIICHHBIMU IMapaMCTpaMU U paCCTABJICHHBIMU CBA3AMHA MCXKIAY HUMMU.

KoHCTpykTOp JOKEH TMO3BONATH peajln30BaTh CIEHAapui Jr000i  CIOKHOCTH — Oe3
HCIOJIb30BAHUS S3bIKA IPUKJIATHOTO IPOrPaMMHUPOBAHUS.

[Toncucrema noMKHA MO3BOJIATH NOCTpoUTh [VR criienyroiieit ClI0)KHOCTH:
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e  OOuwMii BOpoc, BHIMOIHSAIOUINHA ()YHKIIUHU ITIABHOTO MEHIO, TO3BOJISIOLINIA PAaCIIO3HATh TEMATUKY
oOpaleHus KJIMEeHTa U PacpeeIuTh BbI30B Ha BEIOPaHHBIN CEpBUC.

e CepBHCHI:

o Coenunenue c onepatopoM. JlomKHBI OBITH 0OecIeueHa BO3MOKHOCTh IIEPEBO/ia B OUepeIu
oXKuaHus BeI30Ba B OOIINI BOIIPOC HA OCHOBE I'OJIOCOBOTO BHICKA3bIBAaHHS A0OHECHTA.
Taxoke B ouepe 0)KUIaHus JIOJKHA IPUCYTCTBOBATH BO3MOXXHOCTh 03BYUHBATh A0OHEHTY
MH()OPMUPYIOIIHE COOOIICHHS.

CraTtyc 3asiBKM Ha TEXHOJIOTHYECKOE MTPUCOCTNHECHHE.
YBGHOMHCHI/IG O BBIIIOJIHCHUHU TEXHUYCCKHUX YCJIOBI/II\/'I.
Nudopmanust 06 orpaHUYCHHSIX dJIEKTPOCHAOKEHHS M aBapHsIX

CepBHCHI JOKHBI padoTaTh MPU MOMOIIH pacro3HaBaHus peun (ASR), a Takke cuHTE3a peun
(TTS).

4.10 TpeOoBaHus K MOACHCTEME PACTIO3HABAHUS Pedu

Cucrema pacno3HaBaHusl pe4H 00si3aHa 00ecne4nBaTh CJIeyIOle CEPBUCHI:

- Peanu3oBaTh HHTEPAKTUBHOE B3aUMOCHCTBHE 3assBUTEIICH C rOpsSYCi JIMHUEH 00IIEeropoICKOTO
KOHTaKT-1IEHTpa.

- OcymiecTBUTh O3BYyYHMBaHHE 3asBUTENAM IUHAMHUYECKONW HH(POpPMAIMM C HCIOJIb30BaHUEM
pecypca CUHTEe3a peyH.

- OpranusoBarb IiepeBoj] 3asBurens Ha omepatopa KLl ¢ mosyueHHOH CONpPOBOAWUTENBHON
nHpopManuei B ciaydasx HeNpeIBUICHHBIX OIIHOOK.

- CucTtema JI0JKHA SIBIATHCS YaCThIO/PacCIMPEHUEM CYIIECTBYIOIIEH CUCTEMBI 0OCITYKUBaHUS B
K11, npennaznauenasiM Jyu1st obimenus dpdexruBHoctu KL,

- Cucrema oipKHA 00ecrieYrBaTh BO3MOXKHOCTH (POPMUPOBAHUS HECKOJIBKUX YPOBHEH MEHIO.

- Cuctema JoikHa 0OecrieyuBaTh BO3MOKHOCTD YIPABIIEHHUS C MIOMOIIBIO TOHAIBHOTO PEKUMa
TenedoHa.

- Cucrema f0ipKHa oOecreyrBaTh BO3MOXKHOCTh HABUTAIMK 110 MEHIO C MOMOIIBIO KIIFOUEBBIX
CJIOB («Ha3a1», «CIHUCOK», «COCAUHUTHY/ «3BOHUTBY, «I1a»/ KHETY).

- CucreMa JoJpKHA 00€ecTieunTh 00pabOTKY peueBOro CUrHajia Jijisi pacro3HaBaHUs PEUH.

- CucTtema 10J15KHa IMETh BO3MOYKHOCTD Pa3BUTHSI C LENBIO CO3AaHMSI AOIIOJHUTENBHBIX CEPBUCOB
rojJ0COBOT0 CcaMOOOCTy>KMBAaHUSI TaKUX KaK OMNOBElIeHHE 3asBHUTENCH 00 H3MEHEHUH NPOIeaypbl
OKa3aHus yciyr, BPEMEHU Jp.

- Pecypchl cuHTe3a M pacrno3HaBaHMs pPeyd JODKHBI ObITh ONTUMM3UPOBAHBI ISl pabOTHI Ha
MHOTOMPOIECCOPHBIX CEPBEPHBIX MIaThOopMax.

- Cucrema pacro3HaBaHMs peyud JI0JKHA 00ecTeurBaTh paclo3HaBaHNue CIIMTHON pyCCKO peun.

- Cuctema pacro3HaBaHUs peuUd JOJDKHA oOecreuynBaTh MO(YOHEMHOE JAUKTOPOHE3aBHUCHUMOE
pacrno3HaBaHHE PyCCKOW peuu, HE3aBUCUMO OT I10JIa U BO3pacTa AUKTOpa;

- CucremMa pacno3HaBaHUS peud JODKHA OBITh ONTHMHU3MPOBAaHA Uil paclo3HABaHHs B
TeneOHHOM KaHae.

Cucrema cuHTe3a pedu 00s13aHa 00ecNeYUBaAThH CJAeAYIOIINEe CEPBUCHI:
- CuHTE3UpOBaHHAs pedb JO0DKHA COOTBETCTBOBATH IIEPBOMY KJacCy KauecTBa IO HOpPME
ciorooit pazoopuuBoctu 1o OCT P 50840-95 «Ilepenaua peun mo Tpakram CBsi3U. MeTO/bI OIICHKU

31



KauecTBa, pa300pYMBOCTH U Y3HABAEMOCTH.

- Cuctema cUHTE3a peyH JO0JDKHA oOecreynBaTh IUIABHOE M3MEHEHHE TEeMIIa BOCIPOU3BEICHUS
peuu B CTOPOHY 3aMeUICHUS WM YCKOPEHHUS.

- Pa3zmep Mopo-rpammarudeckoro cioBapsi CHCTEMbI CHHTE3a pedH JOJDKEH ObITh He Menee 100
TBIC. JIEKCEM, KPOME TOT0, CUCTEMA JIOJKHA UMETh BO3MOXKHOCTh 00paboTaTh Jake HE3HAKOMOE CIIOBO,
CO3J1aB JJIsl HET'O TPAHCKPHUIIIIUIO, OCHOBBIBAsICh HA MOP(OJIOTUN U KOHTEKCTE.

- O0BeM croBapsl YaCTOTHBIX aO0peBHATyp Ha pyccKoM s3bike CHCTEMBI CUHTE3a Peud JOJKEH
ObITh HEe MeHee 700 eqrHuII.

- Cucrema CHHTE3a peuu J0JKHA 00ecTieyuBaTh MPaBUIIbHOE POU3HOIIEHHE COOCTBEHHBIX UMEH,
YHCIUTENBHBIX, COKpalleHnii u ab0peBuatyp. Kpome Toro, momxHa OBITH BO3MOXHOCTH IMOAICPKKH
HACTpPanBAaE€MbIX TPAHCKPUIIIUH U 100aBICHNS HOBBIX CJIOB B CIIOBapb.

- Cuctema cHHTE3a pedyd Ha OOJIAYHOM CepBepe CEpBHCA JOJKHA BECTH MOIPOOHBIN KypHAI
(ytorm) cBoel paboThI, MO3BOJISIONINE OBICTPO U YETKO AUATHOCTUPOBATH BO3HUKAIOIIUE TIPOOIIEMBI.

- Cucrema cuHTE3a peud JOJDKHA MOJAEPKUBAaTh BO3MOXKHOCTh CO3JaHHMsS YHHUKAJIbHOTO
(3aka3HOro) Tosoca (1o TOMOJHUTEILHOMY COTJIANICHUIO U JOMOIHUTEIBHOM IIaTe).

4.11 TpeOoBanusi kK moacucreme oT4éTHocTH 0 padore Konrakr-LlenTpa

Konrakt-LleHTp momKeH oOecredynBaTh IMONydYEeHHE XPOHOJOTHYECKHUX OTYETOB M OTYETOB
peanpHOTO BpeMeHH (moapoOHas napopmanus B [Ipunoxenun 1).

JlomxHa ObITh IPEeyCMOTPEHA BOZMOKHOCTH (DOPMHUPOBAHMSI €IMHBIX OTYETOB MO BCEM KaHaIaM
CBSI3H.

KonTakt-L{eHTp 10sKeH noaaepKuBaTh BO3MOXHOCT CO3/JaHUS] HEOTPAaHUUEHHOT'O KOJIMYECTBA
HOBBIX XPOHOJIOTHYECKMX OTUETOB pa3iMyHON ciokHOCTH. W3 wuHTepdelica OTYETOB JOIDKHA
MPEJOCTABIATHCS BO3MOXKHOCTD OBICTPOTO JJOCTYIIA K 3aIIHCSAM Pa3rOBOPOB.

JlomkHa OBITH NpeaycMOTpeHa HacTpoiika (opMHUpOBaHMS OTYETOB IO PACIUCAHUIO, C
MOCTEAYIOIIEH OTIPABKON UX 3aJJaHHOMY CIIMCKY aJpecaToB Ha ajpeca 3JIEKTPOHHOM MOYTHI.

KonTakt-1IeHTp JODKEH MOIepKUBATHCS BO3MOXKHOCTH BBIBOJIa OTYETOB Ha 3JICKTPOHHOE
TalJIo.

JloibkHa TOAAEp KUBATbCA WHTErpalys IOJCUCTEMBl OTYETHOCTH C JAPYTMMHM CHCTEMaMH
MOJATOTOBKH OTYETOB. TpeGoBaHUS K MHTETPAIIIOHHBIM BO3MOKHOCTSIM:

° JIOJKHO TIPENOCTABISATHCS ONMUCAHUE CTPYKTYPHl XPAHUMBIX TAHHBIX JOCTATOYHOE IS
oOecrieueHrst BO3SMOKHOCTH MTOCTPOSHUS MOJIh30BATEIBLCKIX OTYETOB BHEITHUMHU CUCTEMAMH Te€HEPAIHH
OTYETOB;

L4 JOJIKCH 00ecIeynBaThC AOCTYII K XpaHUMBIM JaHHBIM H3 BHCHIHHUX CHUCTEM IIO
CTaHJApPTHBIM IIPOTOKOJIaM oOMeHa JaHHBIMU,

° He00X0IMMa BO3MOXKHOCTD BBITPY3KH OTpa)kaeMbIX B OTYETE JaHHBIX B (hopmaTax TaOIIHII
Microsoft Excel.

. Heo0xoIMMa BO3MOKHOCTh U3MEHEHHS HH(OpMaiu 00 oT4eTe

[ ] CI/ICTGMa JOJIPKHaA XpaHI/ITB HC MCHCC 1 roga IaHHBIC O HYTI/I HpOXO)K,[[eHI/ISI KJINCHTA I10
MeHI0 [VR u BpeMeHu Hax0oxAeHUs Ha KaKJIOM 1Iare myTh
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JlaHHBIE O ITYTH MPOXOKACHUSA 110 MeHIO I[VR 1 Bpems HaX 0k AeHUA Ha Ka)KIOM I1Iare IyTu

JOJDKHBI OBITH TOCTYIHBI U3 MOy sl oTueToB KonTakT-LlenTpa

OOGHOBJIEHUE CTaTUCTUYECKON MH(POPMAIIHii 0 3BOHKaX B CHCTeMe HE JIOJDKHO COCTaBIISATh Oojiee
10 MunyT ipu pabotocrocoObHocTH Beex cepBucoB Konrtakt-Ilentpa.

Cpenn onHmaiiH OTYETOB JAOKHBI OBITH JOCTYHMHBI KaK MHHHUMYM CJEAYIOIIHE KITIOYEBbIC
MOKAa3aTeNH 10 OUYepEsiM BBI30BOB:

[TocTynuBiIne BbI30BHI (C HaYana CyTOK).

HamnpaBnennbie B ouepeib BbI30OBHI.

Br130BEI B 04epean.

Be13oBsl Ha [VR.

Cpennee BpeMsl OKUTAHUSA.

MaxkcruMaabHOE BpeMsl OKUAAHUS.

YpoBeHb cepBuca.

[TorepssHHBIE BBI3OBBI.

Cpennee Bpemsi 03KUJIaHUS 10 IOTEPU BBI30BA.

JloJi1 MOTEPSIHHBIX BHI30BOB.

Cpennee Bpemsi peakllii Ha 3BOHOK.

Cpennee Bpemsi pa3roBopa.

Cpennee BpeMs MOCTBBI3LIBHOW 00paOOTKH.

BbI30BBI B TOCTBBI3BIBHON 00paboTKe.

PacuetHoe BpeMst okuIaHus.

OmnepaTopsl B padoTe.

CBoOoaHBIC OTIEPATOPHI.

Br130BBI B 00paboTke.

CBOEBpeMEHHO OTBEUEHHBIE BBHI30BBI (IIPU 3aIaHHOM KPUTEPUH BPEMEHH ).
HeaxkryainbHble npomyiieHHbIe BbI30BbI (MIPU 33JJaHHOM KPUTEPUU BPEMEHH ).

[IpenycMoTpeTh Haluuue KOHCTPYKTOpA OTUETOB i (POPMHPOBAHUS OTYETOB OHJIAHH B JHOOOM
KoH(purypamuu - okHa real time ¢ ykazaHueMm IpoekTa (CEpBHUCHOM JIMHWW) W/WJIM COOTBETCTBYIOIICH
MO3HIIMU JAHHBIX C BO3MOXXHOCTBIO THOKON HACTPOMKHU/TIPEIOCTaBICHUS MPaB IOCTYIIA.

Taxoxke AOKHBI OBITH JOCTYIHBI CIEAYIOIIME IOKa3aTeNd MO padoTe OnepaTopoB B paMKax
ouyepe BbI30BOB!

Cpennee Bpemsi pa3roBopa.
Cpennee Bpemst peaKkiliy Ha 3BOHOK.
Cpennee BpeMst TOCTBBI3BIBHON 00paOOTKH.

JloyKHBI OBITH JOCTYIHBI CIEAYIOIIHNE MOKA3aTeIu 0 paboTe MOIYJIs, UCXOIAIIET0 003BOHA:

Ko1-BO MONBITOK 103BOHA.

o ycemHbIX COeTUHEHU M.

Cpennee BpeMs J103BOHA.

Ko0:1-BO BBI30BOB, 3aBEPIIMBIIMXCS CTATYCOM «ABTOOTBETUYHK.
Ko0:1-BO BBI30BOB, 3aBEPIIMBIIMXCS CTATYCOM «3aHATO.
Ko:1-B0O BBI30BOB, 3aBEpIIMBIIMXCS CTaTYyCOM «OTBETY.

Kos1-Bo BBI30BOB, 3aBEpUIMBIINXCS CTATYCOM «OMIHOKa.
Ko:1-Bo BBI30BOB, 3aBepIMBIIMXCS cTaTycoM «HeT oTBeTay.
Jlo7s1 HOTEPSIHHBIX BHI30BOB.
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e CpenHee BpeMs OXUIAHHS JI0 pa3pbiBa COCIUHEHHUS BbI30Ba, KOTOPHIM HAXOIUTCS B
ouepenu.

e 3aHATHIEC IUHUU.

e (Cpennee Bpems OKUJIaHUS.

e KoJ1-BO BBI30BOB B OUEPE/IHU.

B onnaiin cTaTucTHKe TOMKHBI OBITH TAKXKE JOCTYIIHBI ITapaMeTphl paboTHl ONIEPAaTOPOB:
e ®UO (y1orun) oneparopa

Tekymiee cocrosiHue.

HaumeHnoBanue npoekTa (CEpBUCHOM JIMHNN) B TEKYILEM COCTOSIHUU

JUINTENbHOCTh HAXOKICHUS B TEKYILEM COCTOSTHHUSL.

Bpewmst osxunanns u 06pabOTKH BBI30BOB B PaMKax HaCTPauBaeMOI'0 MHTEPBaja BPEMEHH.

Bpewmst 00paboTKH BEI30BOB B paMKax HaCTPauBa€MOI'0 MHTEPBaJla BpEMEHH.

3aHATOCTh omnepaTopa.

CpenHee BpeMs 0XKUIAHUS BBI30BA.

Bpewms B coctosaanu «HopmansHoe».

Bpewms B cocrosinun «Pas3rosopy.

Bpewms B cocrostnun «IlocTBbI30BHas 00pabOTKa».

Bpewms B coctosiHuN «OTCYyTCTBYETY.

Bpewms B coctosiHnm «He 6eCrioKOnTh».

4.12 TpeGoBanuii k moacUcTEMe CLIECHAPHEB Pa3roBOPOB

JInst HEroiocoBBIX KAaHAJIOB CBSI3M, a TAaKXe U1 TOJOCOBBIX JIOJDKHA TIPEIOCTAaBISATHCS
BO3MOKHOCTh CO37]aHUs (hOpM CIIEHApHs pa3roBOpa WM aHKEThl Ha OCHOBE Pa3BETBIEHHOTO CLIEHAPUS C
nepexonamu 1o ¢opmaM U rpaguUIecKuM IPECTaBICHHEM BHEIIHETO BUAa (OPMBI M B3aUMOCBS3CH
Mexay popmamu. [Toacucrema nomkHa OTpakaTh crieliuuKy 00CTy)KMUBaHUs HA OCHOBE OTOOPaKaeMBbIX
OJIOKOB U 2JIEMEHTOB B (hOPME M UX B3aUMOCBSI3H.

IToncucrema pomkHa o0danaTh KOHCTPYKTOPOM IOCTPOEHUS (OpM clieHapus pasroBopa ¢

MCTOJIb30BAHUEM IPahUIECKOr0 U MOTYJILHOTO IOCTPOCHUS HA OCHOBE:!
e Crucka TUoB aTpu0yToB (POPM CIICHAPHS TUAJIOTa.

['pynn KOMIIOHEHTOB B BUJI€ OT/IEJIbHBIX YIPABISIOMINX 3JIEMEHTOB.
BbnokoB areMeHTOB pacmupenus GyHKIUH clieHapueB pa3roBopa.
D1eMEeHTOB aBTOMAaTHUYECKOM MPOBEPKH BEJICHBIX ONEPATOPOM JAAHHBIX HA (hopMax.
['pynn KOMIOHEHTOB, OTBEYAIOLIUX 3a JIOTUKY MEepeIadn U MOIYy4YEHHUs JaHHBIX U CBSA3EH
MEXy KOMIIOHEHTaMHU paboTsl GOpM.

Buemnuii Bun ¢opm cueHapueB pasroBopa JOJDKEH HacTpauBaTbes mocpenctBoMm drag&drop.
W3MmeHeHus B clieHapuU JOJKHBI IPUMEHSATHCS B PEaIbHOM PEXXHUME BPEMEHH.

4.13 Tpe6oBanus Kk GyHKUMAM MOACUCTEMbI MOHNTOPUHIA U OLIEHKH Ka4eCTBA
padoThHI ONIEPATOPOB

4.13.1 O0mue TpedOBaAHUA

[Toncucrema nomkHa obecrnednBaTh aBTOMATH3AIMIO KOHTPOJIS KauecTBa paboThl ONEepaTopoB
pacnpeieIEeHHOT0 KOHTAaKTHOTO LIEHTPA.
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IMoncucrema omxHa o0ecreynBaTh 3aMMCch SKPaHOB pabOYMX MeCT onepaTtopoB. TpeboBaHHs
K PETUCTpaLMM BUJIE03AIIMCEN SKpPAaHOB ONIEPATOPOB IPUBEIEHBI B I1. 4.13.3.

[Toxcucrema nomkHa obecrieuyuBaTh XpaHeHue (ailoB BHIeo3amucedl Ha cepBepe. Bpews
XpaHEeHUs AOMOIHUTEIBHO COTIIACYETCs C 3aKa3UYUKOM.

[Moncucrema omkHa o0ecrieunBaTh XpaHeHHE 3BYKOBBIX (DailioB Ha cepBepe. Bpemst xpaHeHus
JOTIOJTHATEIBHO COINIACYETCS C 3aKa34UKOM.

[Moncucrema momkHa o0ecrieunBaTh PYYHYIO OIIGHKY KadyecTBa paOOThl ONEpaTopoB LISl BCEX
pabounx MecT omepaTopoB KOHTAakTHOro IieHTpa. C BO3MOXKHOCTBIO BBIOOpa W3 TEPEUHs/CIHCKA
KPUTEPHUEB OIICHKH Ka4eCTBa U BBOJIOM JIOTIOJHUTEIBHOM HH(POPMAIIHH.

JlomkeH OBITH TPEIYCMOTPEH AOCTYH JUIsl 3arpy3KM U KOPPEKTHPOBKH CIIMCKA KPUTEPUEB
KayecTBa 00pabOTKH 0OpalieHuil, BO3SMOXKHOCTD JICJICHHUS] KPUTEPUEB HA JIOMYCTUMBIC U HEIOIYCTHMBbIE
(KxpUTHUECKHUE), IPUCBAUBAHMSI KPUTEPHIO MTOPSAIKOBOTO HOMEPA /1JIsl UCTIOIb30BAHUS B IIPOLIECCE OLICHKU
1 GOPMHUPOBAHUS OTYETHOCTH.

JlomkHa OBITH HpPETyCMOTPEHAa BO3MOXKHOCTH (POPMHPOBAHUS OTYETHOCTH IO Pa3IUUYHBIM
napamerpaMm. TpeOoBaHHsS K TMapaMeTpamM W BHIY OTY€TOB, B cOOTBeTcTBMH C IlpmnoxkeHuem 1 k
Hactosmemy T3.

Cucrema J0KHAa OTOOpaxkaTb OTYETHl C pA3IMYHBIMU MapaMeTpaMd W KPUTEPUSMU B
3aBHCHMOCTH OT TPYIII MOJIb30BaTENeH:

e Bcem omeparopaMm OTOOpa)karOTCsl JTaHHBIE MO0 MOHHMTOPUHTY 0e3 ykazanuss ®UO, B
3aBUCUMOCTH OT T'PYIIIIBI MOJIb30BaTeNIeH (ITPOEKTa, CEPBHCA)

e OmnepaTtopy 0TOOpa)xar0TCs CBOM JAaHHBIE [0 MOHUTOPUHIY C BO3MOXKHOCTBIO MOZIATh
aneysnuio (yka3aTh IPUYMHY CHIKEHUSI CTATUCTUKH)

e CynepBU30OpPBI/KOHTPOJIEPHl KadecTBa (IKCIEPThI) — AOCTYH K JaHHBIM MOHHTOpPUHTA
onepaTtopos (¢ ykazanueM @O onepaTopoB 1 SKCIIEPTOB)

[Toacuctema JoO/KHA TMO3BOJIITH MAacCHITAOMPOBAHHWE IOCPEICTBOM YBEIWUYEHHUS CEPBEPHBIX
MOIITHOCTEH, OTHOCSIIHUXCS K PACHIUPSIEMON MOJCUCTEME, U TPHOOPETCHUS JOTIOTHUTEIIBHBIX JINIICH3UH.

4.13.2 TpeOoBaHus perucTpanum Tejie()OHHbIX BHI30BOB

[Toacuctema nomwkHa obecnieunBaTh 3aMKUCh PEYCBON MH(pOpMaIMK Teae(OHHBIX IEPETOBOPOB
OIIEPAaTOPOB U CYNEPBU30POB KOHTAKTHOTO IIEHTPA.

[ToacucTema qomKHA 00ECTIEYMBATH 3AMTUCH CIICTYIONTUX aTPHOYTOB KaXKI0TO CeaHca CBA3H (IIpHu
HAIMYAHA W TPEAOCTABICHUH STHX aTPUOYTOB KOMMYHHKAIIMOHHOW TUIATGOPMOI a1 KOHKPETHOTO
BBI30BA):

JaTa v Bpems Hauyana Telae(OHHOTI0 COeTUHEHMUS;

JUITUTEIBHOCTh TeJIe(OHHOTO COeTMHEHUS;

TenedoHHbIE HOMEepa a0OHEHTOB;

HaMMEHOBAaHHE YYETHOM 3amucH (JIOTHH) orepaTopa;

HOMep paboueii cranmuu (TenedoHHOTo arnmapara) orneparopa;

HaIpaBJIEHUE BbI30Ba (MCXOSIIHIA/BXOSIINN);

HAUMEHOBAHHE KaHaJla 3aIiCH;

KOJIMYECTBO TIOBTOPHBIX BBI30BOB C TOTO K€ Tele(OHHOIO HOMEpa 3a JICHb, HEJEIIO,
MecsII;
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¢ HWHHUIMUATOP OKOHYAHUS Pa3roBopa.

HOI[CI/ICTeMa JOJIKHa o0ecreunBaTh MOHUTOPHUHT COCTOAHHA 3allMCHU IO KaAXKIAOMY KaHaITy:
BCACTCA 3aIllMCh, HC BEACTCS 3aIllMCh.

[Moncucrema nomxHa oOecrieynBaTh (YHKIMH YHOPABICHHUS 3aMUCBHIO MO KaKJIOMY KaHaIy:
BKJIIOYEHHUE, OTKJIIOYCHHE 3aIIUCH, T1ay3a.

[ToacucTema nomkHa oOecneyrBaTh 3amuch ayauodaiina B hpopmare wav.

4.13.3 TpeGoBaHusl K perHCTPALIMH BU/I€03aNUCEHd IKPAHOB ONIePaTOPOB

[Moxcucrema momkHa obOecrevyMBaTh 3aMKUCh SKPAHHOW aKTHBHOCTH OMEPATOPOB U XpaHEHUE
3TUX 3aIuCeN.

Perucrpanus 3KkpaHoOB ONEpaTOpOB J0JKHA OCYIIECTBIATHCS B MOJTHOILBETHOM M300paKeHUH, C
4acTOTOM 2 Kajpa B CEKyHAY, Ul pa3pemieHus skpaHos 1920x1080.

HO,I[CI/ICTeMa JOJIKHaA MPEAOCTABIIATE BOSMOXHOCTE YIIPaBJICHUA BUACO3AIIUCBIO: BO3MOXKHOCTD
BKJIFOYEHMS/BBIKJIIOUEHHS 3aIIUCH IJId OIICpaToOpoOB.

[Toncucrema nomkHa obecrieynBaTh CHHXPOHU3UPOBAHHYIO BHJIC03AIUCh YKPAHOB C 3aMUCHIO
Teae(pOHHOTO Pa3roBOpa, OCYIIECTBISIEMOTO OIIEPaTOPOM.

Buneosanuce 5KkpaHOB J0JDKHA HAUYWHATHCS MPU CTapTe TeIePOHHOTO Pa3roBOpa orneparopa
(mocie HaCTYIUICHUSI COOBITUS OTBETA).

OxoHYaHHME BHJCO3AMUCH SKPAHOB JODKHO MPOM3BOIUTHCS IO OKOHYAHHM TeNe(OHHOTO
pasroBopa WM C 33J€PKKOH IO HCTEUCHHM MEpUoJa «I10cToOpaboTKM» TeneOHHOrO0 BBHI30BA
oreparopoM. llepnon «mocToOpabOTKM» MOKET OBITh HE 3alucaH IOJIHOCTBIO, €CIH OIepaTop
INPUHUMAET WIH COBEPILACT HOBBIN TeIe(POHHBIN BHI30B.

Iloncucrema AOJDKHA TPENOCTABIATh BO3MOXXHOCTH 3aJaHus JUIMTEJIBHOCTH Iepuoja
«IMOCTOOPa0OTKNY TEIE(POHHOTO BHI30BA.
4.13.4 TpeGoBaHus K XpAaHEHUIO U APXUBAIUM TAHHBIX

[Toncucrema nomxkHa obecrneynBaTh MEPEHOC TaHHBIX U3 MOACUCTEM PETUCTPALlUU TeJae(OHHbBIX
BBI30BOB U TOJCHUCTEM PETUCTPallMMd BUACO3ANUCENH SKPaHOB ONEPATOPOB Ha IEHTPaIM30BAHHOE
XapHWJIHIIE.

IToncucrema nomKHA UMETh BO3MOYKHOCTD OCYIIECTBIIATh IEPEHOC NaHHBIX I10 PACIIMCAHUIO.
[Moncucrema omkHa o0ecreynBaTh JOCTYI MOJIb30BaTENEH K HAKOIUICHHOW HHpOpMAaLUU.

HOI[CI/ICTeMa JO0JI2KHa 066CH€‘-II/IB8.TL MOCTAaBKy HAaHHBIX IJIA aHaln3a 3anmcen TCHG(l)OHHBIX
MIEPETOBOPOB C COIMPOBOIUTENLHON HHpoOpMarmeil (naigee mo TekcTy (OHOTpaMM) AJisi MOACHCTEM
MOJIb30BaTEILCKUX UHTEPHEHCOB, pYYHOM OIEHKH KauyecTBa, PEUCBON aHATUTHUKH.

[ToacucTema nomKHA YAAISITh BUACO3ANUCH TIPU JTOCTHIKEHUU TTPEAYCMOTPEHHBIX CPOKOB.
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4.13.5 TpeGoBaHMsI K PY4YHOIl OLIEHKe KayecTBa padoThI ONIepaTopoB

[Moncucrema MOIKHA TMPENOCTABIATh BO3MOYKHOCTH OLIGHKH KadecTBa PabOThHI OMEpaTopoB
IyTeM 3aroJIHEHUS aHKEThl C Ha0OpPOM KOHTPOJMPYEMBIX MapaMeTpOB JUIS 3alUCH Tele(OHHOTO
pasroBopa c yyacTHEM OllepaTopa. 3ar0JIHEHHbIE aHKETHI 1aJIee M0 TEKCTY Ha3bIBAlOTCS KaPTaMU OLIEHKH.

Jns ocyllecTBIEHHsT OLIEHKH MOJCHCTEMA JOJDKHA IPEIOCTABISITE BO3MOXKHOCTH 3aIaHUS
OJTHOTO WJIM HECKOJIbKUX HCIIOJTHUTENICH (KOHTPOJIEPOB KadecTBa (IKCIEPTOB) WIIM CYNEPBH30POB) C
BO3MOJKHOCTBIO OIPEJICIICHUS TpaBWIIa pacnpesesicHus Telne(OHHBIX BBI30BOB MEKIY HCIIOIHUTEISIMHU
IUTSL OTICHKH: B JIOJISIX, PABHOMEPHO HJIM C CyMMapHBIM OTPAaHUYCHUEM TI0 YUCITY KapT OICHKH; a TaKXkKe
pacrpeeieHus] BBI30BOB MEXTY HCIIOTHUTEIISIME TSI TIOCIIC YOI MPopabOTKH ¢ ONepaTOPaMH.

[loncucrema nOMMKHA TPEAOCTABIATH IpPHU OLEHKE TelIe(OHHOTO BHI30BAa BO3MOXKHOCTh
MPOCITYIIATh 3aMUCh TeIe(POHHOTO Pa3roBOpa Oreparopa.

[Moncucrema noMKHA UMETh BO3MOXXHOCTh NEPEAaBaTh HA OICHKY 3aIlMCH, YOBIETBOPSIOIINE
YCIOBHSM (pUIIbTpaui (POHOTPAMM.

[Moncucrema MOJDKHA TPEAOCTABISTh BO3MOXKHOCTH IMPOCIYIIATh 3allUCh OIEHEHHOTO
Tene(OHHOTO pa3roBopa ONepaTopoM, IMPUHSBIIAM BBI30B.

[Moacucrema AOKHA MPEIOCTABIATH BO3MOKHOCTh KaTETOPUPOBAHHS OTIEPATOPOB HA TPYIIITBI
(HampuMep, OMBITHBIN OIMEepaTop/CTaKkep/onepaTop, MPOIISAMNNA 00ydeHNe) Il YCTAaHOBJICHUSI HOPMBI
MOHHUTOPHHTra MO Ka)JoW rpymme omneparopoB. [loacucreMa MoikKHA MPEIOCTABIATH BO3MOXKHOCTH
CyIIepBU30paM/KOHTPOJIEpaM KadecTBa (IKCIepTaM ) U3MEHEHUSI KaTETOPUHU ONIEPaTopa B YCTAHOBICHHBIN
MIPOMEKYTOK BPEMCHH.

HOI[CI/ICTeMa J0JI’KHa TIIO3BOJIATH CO34aBaThb HaGOpBI OLICHUBACMBIX ITapaMETpOB (;[anee 110
TeKCTy - 11abnonsl). 111a0moHBl JOKHBI BKIIOUATh BOMPOCH! ¢ BapHAHTAaMU OTBETOB H/MIIM IepeuyeHb
VTBep)KJICHUI C BapuaHTaMH BBIOOpa HamOOJee COOTBETCTBYIOIIMX KAauyeCTBY OILIEHUBAEMOTO
TeneOHHOTO pa3roBopa.

Jis Ka’k0ro BOIIpoca I0JKHBI 3a/1aBaThCsl: BAPUAHTBI OTBETA (KAK MUHUMYM | BapuaHT), TEKCT
BOIpOCa, OLIEHKa B Oaiax 3a KaXKIbli BapuaHT OTBETAa, BEC OLIEHKH BONpoOca B OJIOKE BOIPOCOB.
Haznauaemble Bonmpocam 0auibl JOJKHBI ObITH IIEJIOUMCIICHHBIM 3HaUYeHHeM B uanaszoHe ot 0 go 100,
r7ic MUHUMAaJbHBIN Oasut paBeHd 0 6amioB, MmakcuManbHbIi — 100 Gamiam.

[logcucrema  nokHA ~ NMPEAOCTABISATH  BO3MOXHOCTb — TIOCTAHOBKM  MCIIOJIHUTEISM
NIEPUOINYECKOTO 3a/1aHUs Ha OLIEHKY 3aruceil U 3a7jaHns Ha popaboTKy BHI30BOB ¢ O6amuiom Menee 100.

Bormpocsl 1omKHBI 00BEUHATHCS B OJIOKA BOMPOCOB. [[71s1 Kakaoro 0Jioka BOMPOCOB JOHKEH
3a7aBaThCs LETOYMCIIEHHBIN BEC, BIUSIONIMN Ha pacyeT UTOrOBOM OIIEHKH IO KapTe.

[I1abmoHBI TOJDKHBI TO3BOJIATH BKJIIOYAaTh B CBOW COCTaB IIEPEYEHb THIIOBBIX ONIMOOK
OTIepaToOPOB (Jayiee Mo TEKCTy — KiaaccupukaTop omudoK). B moacucreme nomkHa OBITH TPETYCMOTPEHA
BO3MOYXHOCTh BHECEHHSI HECKOJBKUX KITacCU(PUKATOPOB.

Jis 3amOJHEHHOM KapThl OIIGHKH JOJDKHA PACCUMTHIBATHCS UTOTOBas OlIEHKa B Oaiax.
HToroBasi olleHKa J0JDKHA PAaCCUUTHIBATHCS M3 OLICHOK 3a KaXKIbli BOIPOC, Beca Bompoca B OJIOKe, a
TaKXe C y4eTOM KPUTHUECKOTO COOBITUS (TIPH €r0 HAJTMYUH).

[Toncucrema n0KHA MO3BOJIATH CO3/1aBaTh AOIOHBI, OTPAXKAIOIINE KPUTUYECKUE HAPYIICHUS
pernamenta obcmykuBanusa. Eciu XoTs Obl IO OHOMY BONIPOCY, COJEepKallleMycs B KapTe, BhIOpaH
KPUTHYECKHI OTBET, TO 10 KapTe JOJIKHA BHICTABIIATHCS HYJIEBas OL[CHKA.
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[Moncucrema NOJDKHA TMO3BOJIATH CO37aBATh IIAOJNIOHBI C BOIPOCAMHM, 3aNOJHEHHUE KOTOPBIX
MOXKET OBITh HEOOS3aTeNbHBIM, TaK KaK 3amuch TeNe(OHHOTO pasroBopa MOXKET HE COJEpPKaTh
OLIEHMBAaeMOI CHUTyallMd. Bompockl, Mo KOTOpPBIM BbIOpaH OTBET «HE NPUMEHHMOY», IOJDKHBI HE
YUUTBIBATHCS MPH pacdéTe UTOroBOW oueHKU. Ecnm as Bcex BOMPOCOB B OJIOKE BBIOpAH OTBET «HE
NPpUMCHUMO», TO I3TOT 6JIOK AOJDKCH HC YUYUTBIBATHCA U pacqéT JOJ’KEH BBIIMOJIHATHCA HCXO0AA U3
HYJICBOTO Beca 0JIoKa.

J171s KapThl OLICHKH J0JKHA COXPAHATHCS CIeNyIOIIasi CONpOBOAUTEIbHAS UHPOPMAIIHS:

JaTa U BpeMsi OKOHYaHMsI 3aTIOJTHEHUS M COXPAaHEHHsI KapThl OLEHKU;

JaTa v BpeMsl MOCTYTIICHUS 3BOHKA;

TEMaTHKa OOpaIeHus;

CEpBHCHAs JTMHUS, HA KOTOPYIO MOCTYIHJ 3BOHOK;

Homep omneparuu B SAP CRM (ecnu peructpanus ocymectsiena B CRM-cucreme)
VCIIOJIHUTEIb (JIOTHH I0JIb30BATENs ), IPOU3BOIMBIIMM OLIEHKY (IKCIIEPT);

JlaTa ¥ BpeMs U3MEHEHUS KapThl OLIEHKHU (TIPH HATTUYHH);

M0JIb30BaTENb, BHECIINI U3MEHEHHSI B KapTy OLEHKHU (TIpY HAIUYUH);

11a0JI0H KapThl OLICHKH, Ha OCHOBAaHUHU KOTOPOTO CO3/aHa KapTa;

3aJaHie Ha OILEHKY, B paMKax KOTOPOTO MPOM3BOAMIACH OIEHKa Tele(OHHOro BbI30Ba (IpU
HaJIUYHH ),

® OTMETKa O MPOpabOTKE 3BOHKA.

IToncucrema noiKHA IIPEAOCTABIATE CPEACTBA UL IPOCMOTPA 3allOJIHEHHOM U COXPaHEHHOU
KapThbl OLICHKH [T (DOHOTPaMMBI.

[Toncucrtema pomkHA NPEAOCTABIATH CPEACTBA JUIsi MPOCMOTPA BCEX 3aAMOJIHEHHBIX U
COXPAaHEHHBIX KapT OLIEHOK, CO3JIaHHBIX B PEe3yJIbTaTe BHIIIOJHEHUS 3aJaHNs Ha OLEHKY Ha0opa 3amucei.

HO,I[CI/ICTeMa JOJIDKHa NPEA0CTaBJIATh BO3BMOKHOCTb U3MCHHUTDH COXPAaHCHHYIO KapTy OLICHKH.

HO,I[CI/ICTeMa AOJDKHA COXpPaHATb HCTOPUIO HW3MCHCHHUA, MOaTy, BpPEMA W II0JIB30BATCJIA,
HU3MCHUBIICTO KApPTy OLCHKH.

[Toacucrema n0KHA MPEJOCTABIATE BO3MOXKHOCTb COXPaHATh KOMMEHTAPUH K KapTaM OLIEHKH,
BKJIIOYasi KOMMEHTApUHU OIIEPaTOPOB B CIIy4ae HECOIJIACUS C OLIEHKOM.

[logcucrema Jo/mkHA BKIIOYATh JTal OLIGHKM 3BOHKA, O3HAKOMJIEHME oOIlepaTopa C
pe3yabTaTaMy OLCHKH U (aKT MpopabOTKH 3BOHKA C OIIEPATOPOM.

[Tpu BBIOOpe cepBucHOi muHuu U PHO ucHoONHUTENSA, MPOU3BOAMBIIETO OIEHKY, CHCTEMa
JOJKHA ONPEEIUTh CIEIMAIICTa, OTBETCTBEHHOI'O 3a IPOPA0OTKY 3BOHKA, IIyTEM ITOCTAHOBKH 3a/laHUs
Ha IpopaboTKy BBI30BOB ¢ Oamiom mernee 100.

[loncucrema NOMKHA UMETh MPEAYCTAHOBJIEHHBIE OTYETHI O pPE3yNbTaTax BbIMOJHEHHBIX
3aJlaHU HA OLICHKY.

[Moncucrema nomkHa oOecrieyuBaTh BO3SMOXHOCTh BRITPY3KH OTuUeTa B BUJE (aiina B popmare
*
XlIs.

MaxkcumanbHbIi 0at Mo KapTe OleHKH 0e3 yueta 60HycHBIX 0ansioB coctaBisgeT 100 6amnos.
MunuManbHbIH 0a o kapte ¢ y4érom Beex mrpadoB cocrapiser 0 Gayos.

HO,I[CI/ICTeMa AO0JIKHA MPEAOCTaBIATH BO3SMOXKHOCTH HpI/I6aBJ'IHTI> JOIIOJIHUTCIIBHBIC 6OH}’CHBIC
0amasl K HTOrOBOM OILICHKC. HO,Z[CI/ICTeMa AOJDKHa MPEAOCTaBJIATh BO3MOXHOCTH IPHUCBOCHHA JIA
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Ka)KJIOTO OILICHEHHOTO BBI30Ba KPUTEPHS «II0OILIPEHHE» (3B€37]a) C 00sI3aTEIbHBIM 3alOJIHEHUEM OIS
«OIHMCaHME MOOLIPEHUS» KOHTPOJIEPOM KauecTBa (IKCIIEPTOM).

MaxkcumanbHBI UTOTOBBIN Oai ¢ yueToM OOHYCHBIX 0aoB MoxeT ObITh Ooniee 100 Gaos.

4.13.6 TpeGoBaHusl K MOJACHCTEME NMOJIb30BATEIbCKUX HHTEPdeiicoB

[Moxcucrema  pomkHa  obOecrneywMBaTh  JOCTYN  MOCPEACTBOM  CIIEIHUATH3UPOBAHHOTO
MPOrPaMMHOTO  OOECIeYeHHsI, YCTAaHABIMBAEMOTO Ha aBTOMATU3MPOBAHHOM paboueM MecTe
MOJIb30BATENS (TOJICTOTO KIUEHTA).

Ilonp30Barennckue PIHTCp(I)GfICLI CUCTCMBI JOJIKHBI IIPEAOCTABIIATL CICAYIOMUC BO3MOXKHOCTHU
o oOpaboTke poHOTpamMM:

e BocrnpousBeneHue (OHOrpaMM (BOCHIPOU3BEIEHHBIE (OHOTPAMMBI JIOJIKHBI aBTOMAaTHYECKU
OTMEUaThCH);

® Ha3HaYyeHUE TEKCTOBBIX KOMMEHTapHEB (DOHOIpaMME;

® Ha3HayeHue (OoHOrpaMMe LIBETHOW METKM (JI0JKHA ObITh BO3MOXHOCTH 3aj1aHus B Cucrteme
[[BETA U CEMAaHTHKH LIBETHBIX METOK);

® Ha3zHayeHue (poHorpamMme cTaryca «BaxHas» ((GOHOrpaMMbl, OTMEUEHHBIE KAK «Ba)KHas», HE
JIOJDKHBI  YAQJATBhCS NPU OCBOOOXKJICHMM JUCKOBOIO IPOCTPAHCTBA 3a CYET (POHOrpaMM C
UCTEKIINM CPOKOM XPaHEHUS).

[Tonb3oBarenbckue MHTEPQEHCH CHUCTEMBI JOJHKHBI MPEAOCTaBIsATh BO3ZMOXKHOCTH 3KCIOPTa

criucka GoHorpamm ¢ ayauodainamu B popmatax *.html wmm *.xml.

ToNCTBIN KIIMEHT JODKEH Pealln30BhIBATh (DYHKITUU KCIIOpTa CIUCcKa (poHOrpaMM B hopMaTax
* xIs mm *.csv.

Cucrema nOJDKHA TPEAOCTABIATH BO3MOXKHOCTh IMOCTPOEHHSI M MPOCMOTpa oTdeToB. [lpm
(bopMHPOBaHUU OTYETOB JOJDKEH OBITH MPEyCMOTPEH BHIOOP MapaMeTpPOB OTYETA.

Cucrema 1oyKHa 00ecrieunBaTh BOZMOXKHOCTB BBITPY3KH oT4eTa B BUE (aiina B popmate * xls.

Ilonp30Barennckue I/IHTep(pel\/JICBI CUCTEMBbI JOJIZKHBI HUMCETH BCTPOCHHOC CpCaACTBO
BOCITpon3BeieHUus] GOHOTpaMM (TIieep).

ToNCTHIN KIUEHT TOJDKEH 00€CIIeYnBaTh BO3MOKHOCTh CHHXPOHHOTO BOCIIPOHM3BE/ICHUS 3aIUCH
9KPAHHOW aKTUBHOCTH OIEpaTOpa C 3aMKChI0 TeIe(hOHHOTO pa3roBopa.

[Tonb30Barenbckue MHTEPGENHCHI JOHKHBI OBITh peaIN30BaHbl HA PYCCKOM SI3BIKE.

4.14 lloacucrema ynpasiaeHusi BpemeneM nepconaja (Workforce Management)

Cucrema ynpaiieHUs] TPYJOBBIMU pecypcamMi JOJKHA MO3BOJUTh aBTOMAaTH3UPOBATH MPOILIECC
COCTaBJICHHs pacnucaHus Trpaduka paOOThl BCEX OINMEpPaTOPOB HA KPATKOCPOUHBIN (II€Hb, HEAEIs) U
JOJTOCPOYHBIN (Mecsl], KBapTaj, TroJ) MEpHOJ BPEMEHH, a TakXe IO03BOJATH IMPOTHO3UPOBATH
MPEJICTOSIIIIYI0 HArpy3Ky B KpPaTKOCPOYHOH W JOJNTOCPOYHOW mepcrektuBe. WMHbopMmaius AomKHA
MPEJOCTABIATHCS B rpauueckoM U TaOJIMYHOM BUIAX.

[Ipu cocraBnenun pacnucanus rpaduka nojacucTeMa J0HKHA YIUTHIBATh:

e CMEHHOCTb OTIEpaTOpOB;

e MUHUMAJIbHYIO U MAaKCUMaJIbHYIO MPOJA0KUTEIBHOCT OTpe3ka pabouero BpeMeHu 0e3 nepepbiBa
Ha OTJIBIX;

e KOJIMYECTBO MEPEPHIBOB B TEUEHUE CMEHBI;
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e MUHUMAJIBbHYIO U MAaKCUMAJIbHYIO MTPOJOJIKUTEILHOCTD IepEphIBa
e TICPEPHIBBI Ha 00e]] U 00yUeHHE;

e BOBMOXHOCTh IIPUMBIKAHUSI HECKOJIKHMX TIEPEPBIBOB JIPYT K IPYTY;

» HHpOpMaIUio 00 OTIyCKax U OOJIbHUYHBIX;

 HH(OPMAIIHIO O HABBIKAX OIEepaTOpa M YPOBHE BIIAJICHUS KAXKIBIM U3 HUX;

e MTH(OPMAIIHIO O 3aIUTAaHMPOBAHHOW Harpy3ke Ha [{O B TeueHue aus;

« HHpOpMaIHIo 00 ypoBHE cepBuca Kak B obmiem o 1O, Tak u 1y1st Kax 01 U3 TPYII OTIEPaToOpOB;
e CPEJTHUH TIPOLICHT HEBBIXO/Ia OTIEPATOPOB MO PadOTY (IO MpUIMHE O00JIE3HHU, OTITYCKA U T.1I.).

[Ipu cocTaBieHnU MPOrHO3a MPEACTOSIIENH HAarPy3KU MOJICUCTEMA TOJIKHA YUUTHIBATh:

e ICTOPHUIO BBI30BOB U NMPOMUIb UX paclpeieIeHUs] BO BPEMEHH 3a 3a/IaHHbIN TepHO;
e IPOGMIN HATrPY3KH JUISL «TUIIOBOTO» JIHS W PA3IUYHBIX «HETHIIOBBIX» IHEH (Ipa3IHUKH,
BBIXOJIHBIC, IHU Pa3IMYHBIX OOIIECTBEHHBIX COOBITH U T.JI.).

Cucrema ymnpaBieHUs TPYAOBBIMH pPECypcaMM [OJDKHA IO3BOJIATH TPYMIE IOJb30BaTENEH,
HaJIeJICHHBIX AIMHHHCTPATOpOM CHCTEMBI COOTBETCTBYIOIIMMH MPABAMH, OCYIIECTBIISATH CIEAYIOITHE
TIEUCTBUSL:

e IPOTHO3UPOBAHUE HATPY3KH JOJITOCPOYHOE / KPAaTKOCPOYHOE (B T. Y. C YYETOM CE30HHBIX
(hakTOpoB);

e pacueT TpeOOBaHMI 110 KOJUYECTBY MEPCOHAJIA C YIETOM Harpy3Ku;

e COCTaBJICHUE ONTHMAIbHBIX I'pauKoB pabOThl (HA OCHOBE NMPOTHO30B HArpY3KH MO 3BOHKAM,
rpadukaM paboThl, HABBIKOB M NPEANOYTEHUH ONEpaTOpPOB) IS BBIMOJHEHHUS KIIOUEBBIX
nokasaresnei 3¢ (peKTUBHOCTH;

e COCTaBJICHHUE IpayKa MEPEPHIBOB;

e YIIpaBJICHUE OTIyCKaMH;

o [UTAHUPOBAHUE O0YUYEHHSI C MUHUMAJIbHBIM BIMSHUEM Ha YPOBEHb OOCITYKHBaHMUS;

e KOHTPOJIb 32 UCIIOJTHEHUEM PACIIMCaHUs B PEaIbHOM BPEMEHU;

e HACTPOWKA poJieHl A1l OJIb30BATENICH CUCTEMBI.

B coctaB cucreMsl ynpaBieHuUs TPYIOBBIMU PECYPCAMHU JOJIKHBI BXOJAUTH TOTOBBIE IIPOIPAMMHBIC
MOZYJIU Il UHTEIPAllMA C CUCTEMOW OTYETHOCTU M YIPABICHHUS M CUCTEMOHM 3allUCH U KOHTPOJISL
KayecTBa. J[aHHBIE TPOrpaMMHBIE MOYIIN JIOJKHBI 00ECTIEYNBATH!

e ABTOMATUYECKOE IOIYy4YCHUE MCTOPUUYECKUX NAHHBIX U1 IPOTHO3UPOBAHUSA HArpy3KH LEHTpa
oOparieHuit;

e ABTOMATHYECKOE TIIOJIYYCHHUE CTATUCTHKH PEATBHOTO BPEMEHH JUISi KOHTPOJS COOJIIOCHHS
rpaduka paboThI OIIEPaTOPOB;

e ABTOMATHYECKOE IMOJTYICHHUE JAHHBIX M0 KAKJIOMY OMEPaTOPy O €ro HaBbIKaxX OlepaTropa u ypoBHE
BJIaACHUA KaXIbIM U3 HUX.

B cocraB cucrempl ympaBieHUs TPYIOBBIMU pecypcaMu JODKHO BXOJIUTh MOOWIIBEHOE
npuiokenue ans oneparopoB (Bepcuu ais i0OS u Android). B MoOMIBHOM TPHUIIOKEHUU OINEPaTOpy
JOJKHBI OBITH TIOCTYITHBI CIIEAYIOIINE BOSMOXHOCTH

o [IpocMoOTp cBOETO pacnucaHus O AHSIM U BHYTPU JHS;
o [IpocMOTp JOMOJHUTENBHBIX CMEH, MNPEUIOKEHHBIX IUIAHUPOBIIMKOM pACIUCaHUsl TpYIIe
OIIepaTOPOB.

OmnnaifH momyueHue push yBegoMieHH 00 W3MEHEHHUSX B PACHUCaHMM, OIYOJIMKOBAHHBIX
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AOIIOJTHUTECIBHBIX CMCHAaX U U3MCHCHHHU CTaTyCa CBOUX 3asBOK.

4.15 TpeOoBaHusi K NPOrPAMMHOMY TeJie(pOHY
4.15.1 O0mue TpedOBaAHUA

[Tporpammusblii TenedoH A0mKeH oOnanarh (QyHKUMEH, MO3BOJIAIONICH ONepaTopy BXOIUTH B
CUCTEMY C JH000T0 padouero mecta. s 3TOro eMy M0JDKHO OBITh HEOOXOAMMO aBTOPHU30BATHCS TOJ
JIOMEHHOW YYETHOM 3aIIUCHIO.

[IporpamMmMHubie TenedoHBI OMEPAaTOPOB M CYMEPBU30POB JOHKHBI YMETh paboTarh MOJ
YIPABJICHUEM OINEPAMOHHBIX CUCTEMBIX, UCTIONB3YyeMBbIX B Dumunae..

JlocTyn K mporpaMMHOMY Telne(oHY U UCTIONTHAEMBIM (PYHKIUSAM JOJDKEH ONPEEISTHCS POIEBOM
MOJIEIbIO.
4.15.2 TpeOoBanus k Ha00Opy GyHKUMI MPOrPAMMHOIO TeJie(poHA onepaTopa

PesxxuMbl  paboTHI  OMEpaToOpoOB, KOTOPBIE JOJDKHBI OBITh INPEIYCMOTPEHBI B IPOrPaMMHOM
tenedone:

«CB00OICH» — OTIepaTop rOTOB K IMPHEMY BHI30Ba;

® «AKTHBEH/pa3roBOp» — OmnepaTop oOCTyKUBAET BHI3OB;

e «IlocTobpaboTka» — omepaTop HaxXOAMWTCS Ha paboyeM MecTe, HO HE MOYKET NMPUHUMATH
BBI30BBI, MMOCKOJBKY BBIMOJHAET JAPYrodl BHJA PaOOTHI, CBS3aHHOW C OOCIYXHBaHHEM
a0OHEHTOB;

o «IlepepsiB» — ormepaTop HE MOKET IPUHIUMATH BBI30BBI, TOCKOJIBKY YIIIET HA MIEPEPHIB.

[ToMuMoO TepeUYHCIEHHOTO Ha0opa OCHOBHBIX COCTOSHUU JIOJDKHA OBITH MPEAyCMOTpEeHA
BO3MOXXHOCTh JI00ABJICHHUS HEOTPAHUYCHHOTO HAOOpa JOMOJIHHUTEIBHBIX IOJICOCTOSHUN B PEKUME
paboter «IlocTtoOpabotkay», «llepepbiB», Takux kak: «O06em», «Tyamer», «OO0yueHue», «BbI30B K
PYKOBOJICTBY» M JIPYTHE.

[TporpammMHBIif TenedOH TOHKEH aBTOMATUYECKA U3MEHATh CTAaTyC OIepaTopa Mpu OJOKHUPOBKE
UM KOMITBIOTEPA WJIN BKJIFOUEHUH 3aCTaBKU HKPAHA.

WuTtepodeiic nporpammuoro Tenedona paboyero Mecta onepaTopa JoJHKEH BKIOYATh B ce0st Kak
MHHHMYM CJIETYIOIIHNE YIPABISIONINE YJIEMEHTHI:

OKHO ynpaBiieHUs] BEI30BAMU;

OKHO CO CKpUIITOM Pa3roBopa ornepaTopa;

[Tanens gocTymna K roJioOCOBOM MOYTE;

2KypHai 3BOHKOB;

OKHO BHYTpPEHHETO 4aTa;

Knomnka 3anpoca nomonu y cynepBusopa;

[Tanens TMYHBIX MMOKA3aTeNEH onepaTopa;

[TaHens KOHTAKTOB.

@ukcupoBannsle  kHomku  «Koudepennus», «llepeBon  BbI3OBay,  «OTO0iY,
«Y nepxanuey, «OTKIIOUCHHE MUKPO(POHAY,;

e PerynsaTop rpOMKOCTH pEYEBOIO CUTHAJIA.

e Tekymuii craryc/pexum, BpeMsi HaX0XKJI€HUSI B CTaTyce/pexuMe, [IBETOBasi MHAMKAIHS
IIPU TIPEBBILLICHUU.
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[IporpammMusblii  TeneoH omepaTopa JODKEH MPENOCTaBIAThH — OMEpaTropy  Ciexyonue
BO3MOKHOCTH:

e Orobpaxarh CIICHapUU Pa3roBOpa oneparopa (CKpUIIT pa3roBopa JOHKEH OMPenesThCs

ouepebIo, U3 KOTOPOU pactpeiesieH BbI30B), 001aIal0MIUX CIEAYIOMUMEI (YHKITHSIMU:
O BO3MOXXHOCTbH KaTeropHu3allly BbI30Ba IS MOCIEAYIONEH aHATUTUKY;
O BO3MOXXHOCTh (PMKCAIlMM HEOTPAHUYEHHOTO HACTPOSHHOTO HabOpa mapaMeTpoB IS

CTaTUCTUKU U NIEPEIaui B CTOPOHHHE CUCTEMBI.

O O0ToOpakeHHe B CIICHApUHU Pa3roBopa CIeAYIONMeH HHPOPMAIINHN:

" HOMEp U Ha3BaHUE OUYEPEU, Ha KOTOPHI MPHILIEIT BHI30B;

= pHpOpMaIWs, BBEJCHHAS WU 03By4YeHHas aboHeHToM Ha [VR;

* uHpopmanus 06 aboHeHTe, eciu oH uaeHTudunupoas (o CallerID);

®  BO3MOXXHOCTb IMOMCKa HHPpOpMaIMK 00 aOOHEHTE 110 03BYYCHHBIM UM JIAHHBIM;

* ucrtopus oOpaiieHuit aboHeHTa.

e BrBoauTh crathcTHdecKkylo nHpopmanuio o TekymeMm coctosnuu KI[ B mnHTEpdeiice
APM xaxpaoro omepatopa (HampuMmep, CKOJBKO BBI30BOB CTOWT B OYEPEIH, CKOJIBKO
BPEMEHU KT CaMbIii pAHHUN BBI3OB H T.1I.).

e [IpenocTaBisiTh BO3MOKHOCTh TEKCTOBOT'O B3aUMOJICUCTBUS C IPYTUMH MOJIb30BATEISIMU
IToacucreMsl.

e JlomxHa OBITH OOECIIeYeHA MOAIEPIKKA CISAYIONINX BUIOB MEpEHATIPABICHUS:

o O6pryHOe nepeHanpanieHue. CoequHeHre a0OHEHTa ¢ OTIEPaTOPOM pa3phIBACTCA,
B JNbHEWIIEM OOCTYXKMBAaHUM BbI30BA OMNEPATOp YYacCTHsS HE MPUHUMACT.
[TepenamnpaBiaeHHBIN BHI30B IMOCTYMAET HA HOMED MEepEHAIPaBICHUs KaK OOBIYHBIN
BXOJSIIHUN BEI3OB.

o Ilepenanpanenue ¢ koHCyabTanuei. CoemuHeHne ¢ aOOHEHTOM aBTOMATHYECKU
CTaBUTCS Ha yAEpKaHHE, ONEPaTop KOHCYIBTUPYETCS C IKCIIEPTOM (CYIEPBHU30P,
COTPYIHHUK WJIM BHELIHHWH IOJIb30BATENh), HA KOTOPOrO NEpEHAIPaBIECH BbHI3OB.
[Tocne okOHYAaHWS KOHCYJIBTAIIMM OIMEPATOpP WJIM COCOUHSET abOHEHTa C
AKCIIEPTOM, WJIM IPOAOIIKAET O0IIeHHEe ¢ aDOHEHTOM CaMOCTOSITENIBHO.

OnepaTopH AOJDKHBI HMMCTb BO3MOXHOCTL OCYIICCTBIIATL HCXOOAIINC BbISOBBI, KOTOPLIC
OTCJIC)KHUBAKOTCA MOAYJIEM OTUCTHOCTH.

B cnydae BO3HHMKHOBEHHsSI HEOOXOJUMOCTH ONEPATOPHl JODKHBI HMMETh BO3MOXKHOCTH
3ampamnmBaTh MOMOIIL Yy cCynepBu3opa. Jias 3Toro M JOMKHO OBITH JOCTATOYHO Ha)KaTh JIMUIIb
COOTBETCTBYIOLIYIO KHOTIKY.

Ecnu onepaTop He OTBETWII Ha MOCTYMAONIUI BBI30B, TO BO H30€kKaHHE OBTOPHOI'O HE OTBETA Ha
BBI30B, paboyee MEeCTO OIepaTopa JAOJKHO aBTOMATHUYECKH MEPEBOAUTHCS B HEPAOOUHMH PEXHUM JI0 TeX
op, MOKa HEe BEPHETCSI ONIEPaTOp U HE MepeiiieT B PeKUM TOTOBHOCTH.

[Toacucrema nomkHa npeaycMaTpuBaTh COOTBETCTBYIOIIEE OMIOBEIICHUE CYIIEPBU30pa O KaXKI0M
cllydae He OTBeTa orepaTopa Ha BbI30B. [loMHMO omoBelieHus: B pealbHOM BPEMEHH, CUCTEMA JIOJKHA
(hopMHUPOBATH COOTBETCTBYIOIINE XPOHOJIOTHYECKHE OTUETHI C YKa3aHUEM BPEMEHU U KIMEHH OTIepaTopa,
HE OTBETHUBILETO Ha BBI3OB.

4.15.3 TpeGoBaHusi K NPOrpaMMHOMY TesieOHYy CylepBH30pA.

[IporpammubIii  TeneoH cymepBu3opa [OJDKEH oOecrneunBaTh BCeM TPEOOBaHMUIM K
IPOrpaMMHOMY TeJie(OHy orepaTopa U 00ecreunBaTh JOMOIHUTENbHBIA 00bEM (DYHKIIHIA:
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HaGHIOIICHI/IC 3a CTaTyCOM KaXJ0ro oreparopa (CTaTyc U JJIUTECIbHOCTh HAXOXKIACHUA B

HEM);

BO3MOXXHOCTh HW3MCHSTh, YCTaHABIMBaTh CTaTyCc omneparopy ¢ pabodero mecra

CYIIepBU30DA;

BO3MOYXHOCTh TOJKITIOUEHHS K OIepaTopy B peKUMax:

o HaOmomaTenb - CYNEpPBH30p CIBILIUT pPa3rOBOp OINEpaTopa C BbHI3BIBAIOLINM
a0OHEHTOM, HO HH OIlepaTop, HU AOOHEHT HE CIIBIIIAT CYTIePBU30Pa;

O IMOMOLIHUK - OIICPpaTOp CJIBIINIUT CYIICPBU30pPAa, a a6OHeHT HC CJIBIIIUT,

O KOH(EpEeHIMs - U olepaTop, 1 aDOHEHT MOTYT CIIBIIIATH CYIIEPBU30PA.

OTCJIC)KMBAHUE SKpaHa ONepaTopa B peaJbHOM BPEMEHU;

OTCTpaHEHHE OrepaTopa OT PadoThI;

OTBET Ha 3aIpoc O MOMOIIH ONlepaTopa U OTMEHA 3arpoca MOMOIIIH;

MOCBIIATh TEKCTOBBIC COOOIIEHHUST Ha KOMITBIOTEPHI OTIEPATOPOB (JIMYHO M MACCOBO);

MIPOCMOTP IKPAHOB OTIEPATOPOB B PEKUME PEATHHOTO BPEMEHHU.

4.16 TpeGoBaHusI K BHeAPEHHUIO 000PYI0BAHUS U (PYHKIIUOHAJIBHOCTH

O6opynoBanre KoHTaKT-IIeHTpa JOKHO 00ECTICUNBATh:

@dynkunoHanbHOCTh KoHTakT-1ieHTpa Ha 110 omepaTtopos, 22 cynepBusopa, 30 cnenuaancTos

KayecTBa (OJHOBPEMEHHO PabOTAIOIIUX COTPYIHUKOB, IIPU ITOM KOJIMYECTBO YUETHBIX 3amuceil B

CHCTEME HEOTPAaHUYEHHO) U BKJIIOYATh B ce0s Takue (PyHKIMH KaK:

¢ APM omeparopa ¢ BO3MOKHOCTBIO BBIBO/Ia KAPTOUKH 3BOHSIIETO (CIIPAaBOYHHUK/BHYTPEHHSS 0a3a
KJIMEHTOB B CICTEME)

e Moynb ncxosiero 003BoHa (HacTpolKa ClieHapueB, aBT0003BOH, callback)

e CrcTeMy 3alKCH Pa3roBOPOB ISl BCEX OMEPATOPOB U CYNEPBU30POB 110 TaHHOMY ATAITy

¢ BO3MOKHOCTh MOAKIIOUEHHS YIAIEHHBIX pAOOTHUKOB Y€pe3 CETeBYI0 HHPPACTPYKTYPY

CucteMa OTYETHOCTM B COOTBETCTBUM C TEXHHYECKMMHU TpeOOBAaHUAMH, B T.U.
RealtimeBoard no cepBuCHBIM JIMHUSAM ¢ BO3MOXXHOCTBIO pa3rpaHUUEHHsI/OrpaHIYEHHS U
HaCTPOMKOM J0CTyIa K IPOCMOTPY

Mopyns IVR cucrtemspl caMmooOcmyKMBaHUSI ¢ BOBMOXKHOCTBIO PEJAKTUPOBAHUS MEHIO B
YacTH €ro OINEpaTHMBHOTO W3MEHEHHS Ha YpPOBHE YHOOHOTO MOJIH30BATEIHCKOTO
uHTepdeiica 1 3aMCH POIUKOB M YCTAHOBKOW CYIIEpPBH30POM

e Murerpamus ¢ cymectByomumu 0Oazamu Konrtakt mentpa (SAP CRM, Duepromopramom
KonTrakr-Ilentpa (SharePoint), Active Directory)

Kpyriocyrounast Ttexmojiepka CO CTOPOHBI pPa3pabOTYMKOB Ha dTame OIBITHO-
MIPOMBIIIJICHHON AKCIUTyaTalllH.

JlopaboTKa cuCTeMBI 1O 3ampocaM, B paMKax 3aKJIIOYEHHOTO J0roBOpa Ha TEXHUYECKYIO
noanepkKy (3aka3zuuk mpemoctaBisier T3 mns oreHkd, VcnosHHUTENs TpenocTaBiseT
nH(pOopMaIrIo 0 Tpyao3aTparax).

Taxxke obopynoBanue KOHTakT meHTpa JOHKHO 00ecreunBaThCsi MUHUMYM 60 KaHaIoB
IVR u 06padoTky MmuaumMym 300 0THOBpEMEHHBIX 3BOHKOB.

Cuctema npeoOpa3oBaHus TEKCTa B pedb (CHHTE3)

Cucrema pacro3HaBaHuUs peuu.

CucreMy 3amucu pa3roBOpoB Ui BCEX OMEPATOPOB U CYNEPBU30POB.

Internet (mpuem oOpalieHu, B T.4. MECCEHKEPhI, MOOUIIbLHOE TIPHIIOKEHHE), e-mail
43



Monyne SMS paccbuiku
[Tnanuposmuk pecypcos (Workforce Manager)
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Hpuioxenune Nel

MoayJb 0TYETOB:

OO0mue TpedOBaHUA:

Moys onepaTHBHOTO MOHUTOPHHTA JIOJDKEH TTO3BOJIATH ONEPATUBHO KOHTPOJIMPOBATH
paboty Konrakt-Ilentpa.

B cucreme JOJIXKHBI OBITh JOCTYIIHBI OTYETHI UM UX aHaJIoTu, HpI/IBe)IéHHI)Ie HUXKE.

OmnepatuBHblii otuer Ne 1 - OtoOpaxeHue oOLIEH IeTaIM3UPOBAHHOM OYEpeH BBI3OBOB CO
CIIEYIOIIMMH TapaMeTpaMHu:

— TlopsnaxoBslit HOMEp B o4Yepenn Ha 00CTy)KUBaHUE

—  Bpewms HaxoxJ1eHHUs BbI30Ba B 0Uepean

—  CepBucHas TUHUS

—  JIeHCTBYyIOIUI IPUOPUTET I BBI30BA

— Howmep ximenTa (B ciryyae ero ornpeaesieHus)

— Ilpusnak VIP-knuenTa (B ciayuyae onpeeiacHuss HoMepa)

— IIpusnak knuenTa n3 «YepHoro cnucka» (B ciiydae OIpeesieHrst Homepa)

—  Ilyts mpoxoxaenus o cucteme [VR

— HactpauBaemas copTrpoBKa BBI30BOB I10 JH0OOMY U3 YKa3aHHBIX IIapaMETPOB

— YcraHoBKa yCIOBHM il JI0OOOTO OTOOpakaeMoro mapamMeTpa ¢ BO3MOXKHOCTHIO IIBETOBOM
VHAMKALMY [IPU BBIIIOJIHEHNUN YCIOBUM.

IIpumep ortuera:

AGouent 0;;:’;;’; . IR
1 | vIP +7 4722 569827 SI‘fIf‘If’(I\’;’I‘;,) Benropox 0:02
2 | PLE Bel | +74722 569823 - Bbenropon
3 | PLE Bel | +7 4722 569824 - Bbenropon
4 | PLE Bel | +74722 569825 ITerpos N.H. Benropon 1:15 ABap
5 | PLE Bel | - - HE IOCTYIIEeH 0:59 H}P:Ieizp
6 | MRSK +7 4722 569828 - HE JOCTYIEH 1:15 HET
7 | MRSK +7 4732 253368 CynepBuszop JlokanbHbli 0:15 HET
8 | MRSK - - HE JOCTYIEH 7:15 HET

OmnepatuBHbiii otyeT Ne 2 - OTOOpakeHHE OINMEPATUBHOTO COCTOSIHHSI BBI30BOB IO CEPBHCHBIM
JUHUSAM CO CJICTYIOIIUMH MapamMeTpamu:

— Ha3zBaHue cepBUCHON JTUHUU

— KonnyecTBo MOCTYNMUBIINX BBI30BOB C OTYETHOTO BPEMEHH (OTUETHOE BPEMsI TIOJKHO HACTPAaUBaThHCS
OT/CIBHO)

— KonunuecTBO NoTEpsSIHHBIX BBI30BOB C OTYETHOTO BPEMEHU

—  KonunyecTBO noTepsiHHBIX BBI30BOB B % C OTUETHOT'O BPEMEHHU
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KonnuecTBo NpuHATHIX BBI30BOB ¢ OTYETHOI'O BPEMEHU

VYpoBeHb cepBUCa IO CEPBUCHOM JIMHUU 33 IIEPUO]] HAUMHAas! C OTYETHOTO BPEMEHU (YPOBEHb CEepBHCa
JIOJDKEH PacCUUTHIBATHCSI B COOTBETCTBHM C HAacTpamBaeMod (OpMYNoil Ha OCHOBAaHUM JOOBIX
NIEPEYHCIICHHBIX TApaMETPOB ONEPATUBHBIX OTYETOB)

KonnuecTBo akTHUBHBIX BBI30BOB 110 CEPBUCHON JTMHHUH

KonndecTBo BBI30BOB B 0Uepeid Ha 00CIyKMBAHUE 110 CEPBUCHOM JIMHUU

KonudecTBo BBI30BOB Ha 00cTykuBaHuu B cucteme IVR 1o cepBucHOM nuHuM

OO111ee KOMMYECTBO AKTUBHBIX BBI30BOB 110 BCEM CEPBUCHBIM JINHUAM

OO11ee KOMMYECTBO BBI30BOB B OUEPEIM HA OOCITYKMBAaHHUE IO BCEM CEPBUCHBIM JIMHUSAM

Oo11ee KOTMYECTBO BBI30BOB, HAXOIAIIMXCS Ha 00CTy:kuBaHUH B cucteme IVR, 1o Bcem cepBUCHBIM

JINHUAM.

HactpanBaemasi copTupoBKa 1o J1i1000My U3 YKa3aHHBIX [TapaMeTPOB
VYcraHoBka ycioBHE I JI0O0OTO OTOOpaskaeMoro TmapamMerpa ¢ BO3MOXKHOCTBIO I[BETOBOM
HWHIAWKAWU IMPU BBIITIOJIHCHUHN yCJIOBPIﬁ.

[Ipumep otuera:

[S]tlfa.[')llg;rd Skillset E comstd Summery No&izzed Export Print Hiters Tosa Help
U
Filter Skillset "“'gd:"'s 5“.;;-" Ans | Wait | Agtstaff | Agt Active | MENot | oiitdie

- PLE s0| 23.68 28 6
Default Skillset 0 100 0 o 21 0 8 4
PLE Smt 0 100 0 o 17 0 8 0
FLE 8800 15,5 50 z o 17 0 8 0
PLE Bel 43,28 11,11 7 i 17 0 ) 0
PLE Brsk 0 100 0 1 17 0 8 0
PLE Kstrm 0 100 0 o 17 0 8 0
BLE Kursk 0 100 0 o 17 0 8 0
PLE Lptsk ag 44,44 a 1 17 1 8 0
ELE Orel 11 100 1 o 17 0 8 0
PLE SBVT 0 100 0 o 17 0 g 0
PLE Smisk 56 33,33 4 1 17 0 8 0
PLE Tsmbov 53,5 0 z 1 17 0 8 0
PLE Tver 63 o 1 o 17 1 g 0
BLE Vizh 71 o 4 o 17 1 g 0
ELE ¥ar 64 o 3 1 17 1 8 0

- PLE 2 14,4 72,73 10 1
PE2 1 4 100 1 0 17 1 8 0
BE?2 2 15,55 70 5 1 6 3 1 0

- pvip P 100 1 0
ISABV_ O 0 100 0 o 11 0 5 3
Line 4050 3 100 1 o 18 0 5 4
MRSK 5 100 2 o 15 0 5 3
Rosseti E! 100 1 0 11 0 3 3
Secretary 0 100 0 o 11 0 5 3
VIS 0 100 0 0 11 0 5 3

- Spec 0 100 0 0
HL 2DM 0 100 0 o 24 0 11 4
FIL AV EXT 0 100 0 o 24 0 11 4
FIL KTGR 0 100 0 o 24 0 11 4

Moving Window, refreshing every 2 seconds
Page 1of 2

4] 2| Hen|

Infarmation as of 22,02,.2017 10: 31:28

OmnepatuBHblii otyeT Ne 3 - OToOpa)keHHe ONEepaTHBHOTO COCTOSIHHS BBI30OBOB U ONEPATOPOB I10

CCPBUCHBIM JIMHUAM CO CIICAYIOIIMMH MMapaMCTpaMu:

HaszBanue cepBUCHOI TMHUU
KonnuecTBo BBI30BOB B 04€pEId MO CEPBUCHOM JTUHUU
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KonuuectBo onepaTtopos B cepBuce

KonnuecTBo onepaTopoB 1o CEPBUCHOM JINHUU B pexume «Pazrosop»

KonnuecTBo onepaTtopoB 1o cepBUCHOM JIMHUU B pexume «He rotoB»

KonnyectBo onepaTopoB 1o CepBUCHOMN JIMHUM B peskuMe «OKuaHus BbI30Ba»

OO11ee KOIMYECTBO ONIEPATOPOB, MOAKIIOUEHHBIX BO BCEX CEPBHUCAX

OO1ee KoMMYeCTBO ONIEpaTOpoOB B pexume «Pa3rosop»

OO1ee konu4YecTBO OnepaTopoB B pexume «He rotoB»

OO1iee KOIMYECTBO ONEPATOPOB B pexuMe «OKuaHus BEI30BAY

VcraHoBKa ycioBUM Juid 1r000ro  0TOOpa)kaeMoro mnapaMmerpa € BO3MOXKHOCTBIO IIBETOBOM
MHAMKALWY TIPU BBIIOJHEHUH YCIOBHH

JBOHKOE B
avyepenn_Benropog

4

3BOHKOE B
ovepean_laneuk

4

.‘ |

OmnepatuBHblii otder Ne 4 - OtoOpaxeHHe ONEPATUBHOIO COCTOSIHMS — OIEpaTOpOB
JIeTAIN3UPOBAHHBIM CITUCKOM CO CIIEAYIOIIMMH apaMeTpaMHu:

®UO oneparopa.

Bnytpennnii ID oneparopa

Cratyc onepartopa

Bpems HaxoxieHus B cTaTyce

[ToaxmtoueHHbIe CEpBUCHBIE TMHUH

HanpagieHne akTHBHOTO BBI30Ba — BXOSIIUH/HCX OIS

Howmep knueHTa NEeHCTBYIONIET0 aKTUBHOTO BBI30BA (B CIIy4ae BEJICHUS Pa3roBopa)
[Ipuznak VIP-xnuenTa (B cirydae omnpesesieHus Homepa)

[Ipu3nak knuenTa u3 «YepHOro crnuckay (B ciiydae onpeaeleHus] HoMepa)
CepBucHas JIMHUS JEHCTBYIONIETO aKTUBHOTO BBI30BA (B CIIydae BEJCHHS pa3roBopa)
YcTraHoBKa yCIOBHH Ui JIIOOOTO OTOOpakaeMoro IapaMmerpa C BO3MOXHOCTBIO IIBETOBOM
WHJMKAlUU TIPY BBIIOJHEHUH YCIIOBUI.

[Ipumep ortuera:
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Moayab cTaTucTH4ecKHX 0T4eTOB 1o padore KII:
OO6mue TpedoBaHuUS:
Hanumume reHepaTopa OTYETOB, TMO3BOJIIONIETO aIMHUHHUCTPATOPaM CHCTEMBI CO3/1aBaTh THOKO
HaCTpaI/IBaeMBIe HlaGJIOHbI OTUYCTOB
Bo Bcex oTderax HEOOXOAUMO MPETYCMOTPETh BO3MOKHOCTh COPTUPOBKH 110 BCEM MTapaMeTpam
Bo Bcex oTderax HEOOXOIUMO MPEIYCMOTPETh BO3MOXKHOCTH BBITPY3KH JAaHHBIX IO OJHOMY HIJIH
HCCKOJIBKUM IIOKa3aTcJiiM C BBIBCACHUCM CYMMapHOI‘O 3HAa4YCHUsA, KaK II0O BCEM BI:IGpaHHbIM
MOKa3aTeJsiM, TaK ¥ TI0 OJJTHOMY U3 BBIOpaHHBIX
Bo Bcex oTyeTax HEOOXOAMMO MPEAYCMOTPETh BO3MOKHOCTh (PHIIBTpAIIMU TIO BCEM IMapaMeTpam C
YCIIOBUSIMU «OOJIIBIIIEY, «MEHBIIIEY, «PABHOY, «COACPKHUTY, KHE COIACPIKUT
Bo Bcex oTyerax mpeaycMoTpeTh BO3MOKHOCTD BIOOpA IIEpHo/ia BEITPY3KH JaHHBIX OT 15 MUHYT 110
6 MecsleB Uil OTYETOB C MAKCUMAJIBHO JleTanu3anuet u ot 15 MuHyT 10 1 roga ajist OT4ETOB MO
CEPBHCHBIM JIMHUSIM, C BO3MOKHOCTBIO pa3ze/IeHuUs [Ieprojia Ha UHTEPBAJIbI ¢ rpajanuei — 15 MunyT,
30 munyT, 1 yac, 6 yacos, 1 nenb, 1 Henensd, 1 mecsu, 3 mecsua, 6 Mecsues, 1 ron
[IpeaycMoTpeTh BO3MOKHOCTH BRITPY3KH 0T4eTOB B hopmare Microsoft Office Excel.

CpOKI/I XpaHCHUA I/IH(I)OpMaI_[I/II/I JJ11 CTAaTUCTUHYCCKUX OTUYCTOB:

He menee 6 mecsieB u1st 0TYETOB ¢ MAKCUMAIIBHOM JIeTau3alle mapamMeTpoB (OTYETHI 110 BHI30BAM
C JeTanu3anueii Bcex napaMeTpoB MO Kaxk10My BBI30BY)

He menee 3Xx 5er st OTYETOB CO CpeIHEW M MaloW JaeTanu3arueil (OTY4eThl MO BBI30BaM C
COXPAaHCHUCM JIMIIb YaCTU MapaMCTPOB BbI30OBA, OTUCTHI I10 CTAaTyCaM OIICPATOPOB, CTATUCTUYCCKUC
OTYETHI MO MOTEPSHHBIM BBI30BaM U T.I1.).

OOuwmii mepeyeHb mapamMeTpoB JOCTYIHBIX Il TeHEpalli OTYETOB 110 BHI30BAM C MaKCHMAaJbHOMN
JEeTaNIU3aLUCH:

[lepron BBITPY3KH OTUETA

Howmep, Ha KOTOPBINE a00OHEHT OCYIIIECTBIIST BEI30BOB

Howmep abonenTa

[Ipuznak VIP-knueHTa (B citydae onpeesieHn HoMepa U 3aHeceHus kimeHTa B VIP-crucok)
[Ipusnak «YepHblil ciucok» (B cily4yae ONpENEICHHMs HOMEPAa U 3aHeceHMs KiMeHTa B «UepHblid
CITUCOK»)
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CepBucHas J1MHUA

OmnepaTop 00CTyKMBAIOIINN BHI30B

Craryc BbI30Ba (OTBe4eH, OTOOW Ha »Tame oOcmyxuBanus IVR, orOoil Ha sTame OXuUIaHUS B
ouepesn)

Hanwuune nepeBopa ¢/6e3 npencraBaeHus

Homep, Ha KOTOpBII IEPEBEIECH BBI30B

Jata noctymnieHus: BbI30Ba

Bpewms noctynieHust BbI3oBa

Bpewmst okoHuaHMs BbI30Ba

JmuTeIpHOCTh HaXOXKAeHUS BbI30Ba B cucteMe IVR.

HanmenoBanne menro [VR

Hcropust mytu BeIOOpa kineHTa B cucteme [VR.

Bpewmst HaxokIeHUs KJIMEHTA Ha KaKJIOM 1Iare myTu IpoxXoxkaeHus cuctemsl [VR

JmUTenbHOCTh 0KUAAHNS B OUEPEH.

JnuTenbHOCTh pa3roBopa.

Hcrounuk 3aBepiiieHNs BbI30Ba (0TOOM CO CTOPOHBI KITMEHTA, OTOOI CO CTOPOHBI ONepaTopa u T.11.)

OOmwmii mepeyeHb MapaMeTpOB JMOCTYIHBIX Ul TEHEpalud OTYETOB 1O CTAaTycaM OIepaTopoB
(merampHO TIO OTIepaTopaM):

[Tepuon BIrpy3KH 0TYETA (C BOBMOKHOCTBIO MOCEKYHTHOM JeTaIN3aliHN).
®UO oneparopa

Cratyc

CymMmapHas JUIMTEeIbHOCTh HaX0XK/IEHHUS B CTaTyce

Cpennee BpeMsi HAX0XKJIEHUS B CTaTyce

MaxkcumanbHOE BpeMsi HaXOKJICHHsI B CTaTyce

MuHuManbHOE BpeMs HaX0KJICHUS B CTaTyce

KonuuecTBo BBOAOB cTaryca

OOmuii mepedeHb MapaMeTpoB JOCTYMHBIX I TE€HEpallMd OTYETOB IO CTaTycaM OIEpaToOpoOB
(oOmumii o crarycam):

[Tepuon BIrpy3KH OTUETA

®HO oneparopa (6e3 0TOOpaKEHHS B OTUETE)

Bri6op craryca

CymMmapHas JUIMTeTbHOCTh HaX0XKICHHUS OTIEPATOPOB B COOTBETCTBYIOIIEM CTATyCE

Cpennee BpeMsi HAXOXKJICHHS B CTaTyce

MakcumManbHOE BpeMsi HAX0XKJICHUS B CTaTyCe

MuHuManbHOE BpeMs HAXOXKICHUS B CTATyCe

KonuuecTBo BBOJIOB cTaryca

OOwmuit mepevyeHb MapaMeTpoOB JOCTYIHBIX [UIsl TEHEepaluu OTYETOB MO JAeTalu3aluud paboThl
OIIepaTOPOB:

IIepuon BeIrpy3Ku oT4eTa

®UO oneparopa

[ara yctaHOBJIeHUS cTaTyca

Bpewms ycTtaHoBiIeHuUs craTyca

[ara BpIX0OJa U3 cTaTyca

Bpewms BbIxoaa u3 craryca
JIMUTeNnbHOCTh HaX0XK/IEHUS B CTATyCe
CymmapHoe BpeMst paboThl B TUHUU
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CymMmapHoe BpeMs pa3roBopa

Cymmapnoe BpeMst B cocTosiHuM «He rotosy»

CymmapHoe BpeMst 05KHJIaHUSI BBI30BOB OIIEPATOPOM

KonuuecTBo MoCTynuBUINX BHI30BOB OIIEPATOPY

KonunuecTBo NpUHATHIX BBI30BOB ONEPATOPOM

KonudectBo 00paboTaHHBIX OMEPATOPOM BBI30BOB/OOpAICHUI (BXOIAIINE, UCXOMAsIIME, e-mail,
JUYHBIA KAOWHET | T.]I.)

KonmdecTBo BBI30BOB € JJIMTEIHHOCTHIO pa3roBOpa MEHEE MPEEIbHOTO MapaMeTpa JAIUTEeIbHOCTH
pasroBopa («KOPOTKHUEY)

KonndecTBo BBI30BOB, 3aBEPIICHHBIX CO CTOPOHBI OIepaTopa

KonndecTBo BBI30BOB, 3aBEPIICHHBIX CO CTOPOHBI KITUEHTA

KonndecTBo BO3BpallleHHBIX BHI30BOB B OU€PEIb 0KHIaHUS

KonndecTBo mpomyIieHHBIX BBI30BOB TIOCTIE TOMYCTUMOTO BPEMEHU OKUIAHHS OTBETa

KonndecTBo HCXOASIINX BEI30BOB 1O IPOEKTAM

KonudecTBo ucxoaSmux BHYTPEHHUX BBI30BOB

YpoBeHb 3arpyKeHHOCTH oOmnepaTopoB B % (IJOKEH pacCUMTHIBATHCS B COOTBETCTBUH C
HACTpanBaeMou popMyIoif Ha OCHOBAHUH JIFOOBIX IEPEUNCIICHHBIX MTaPaMeTPOB)
[Tpou3BOIUTENHHOCTh OMEPATOPOB (JIOJDKHA PACCUUTHIBATHCS B COOTBETCTBHHM C HACTPAaWBaEMOM
(dbopMyJI0if HA OCHOBAHUH JIOOBIX MEPEUYNCICHHBIX TTAPAMETPOB)

OGH.IPIFI MNEPCUCHDb MapaMCTPOB NOCTYIHBIX IJId IrCHEPAUU OTUCTOB IO CCPBUCHBIM JIMHUAM:

[lepron BBITPY3KH OTUETA
CepBucHas IMHUA
KonnuecTBo nocTynuBIINX BEI30BOB
KonnuecTBo NpuHATHIX BEI30BOB
KonmnuecTBo Bcex NOTEPSHHBIX BBI30BOB
KonunuecTBO BCcex MOTEpsSIHHBIX BHI30BOB B %
KonunuecTBo BBI30BOB, 3aBEPIIEHHBIX BO BpeMsl HaxoaeHus B cucteme IVR
KonudecTBo BBI30BOB, 3aBEpPIICHHBIX BO BpeMs HaxoxieHus B cucreme IVR B %
KonudecTBo BBI30BOB, 3aBEPIICHHBIX BO BPEMSI HAXOKICHUS B 0UepeIn
KonudecTBo BBI30BOB, 3aBEPIIEHHBIX BO BPEMS HAX0KJIEHUS B 0Yepein B %
KonunuecTBo NMpUHATHIX BHI30BOB B T€UEHUE 33JaHHOI'O BPEMEHHOI'O MHTEpBaja (C BO3MOKHOCTHIO
MOCEKYHJAHOU JI€TaTN3aLINHN )
KonunuecTBo NOTEPSHHBIX BBI30BOB B TEUEHUE 33JaHHOI'0 BPEMEHHOT'O MHTEPBaa (C BO3MOXKHOCTBIO
MOCEKYHHOU JIETATN3AIINHN )
KonndecTBo BBI30BOB, 3aBEPILIEHHBIX CO CTOPOHBI OEpATOPA
KonunuecTBo BBI30BOB, 3aBEPILIEHHBIX CO CTOPOHBI KJIMEHTA
OO6m1ast UTENBHOCTH 00CITY)KUBaHUS BBI30BOB (CymMapHo IVR, ouepens u pa3roBop)
Cpenusisi ATUTETHHOCTh 00CTY)KUBaHUS BbI30BOB (cymMapHo IVR, ouepens u pazrosop)
MakcumanbHasi ATUTEIBHOCTh 00CITY)KUBaHUS BBI30BOB (cymmapHo IVR, odepens u pa3roBop)
MuHnumanbHas JUIMTETLHOCTh 00CTYKUBaHUS BbI30BOB (cymmapHo [VR, ouepens u pa3rosop)
CymmapHoe BpeMsi pabOThI B JIMHUU
Cymmapnoe BpeMst B coctosiHuu «He rotosy»
CyMMapHO€e BpeMs 05KMIaHHsI BBI30OBOB OIEPAaTOPAMH
OO61mas IMTeIbHOCTh Pa3rOBOPOB
CpenHsist IUTeNbHOCTh pa3roBopa
MakcumanbHO€E BpeMsl pa3roBopa
MuHuManbHOE BpeMs pa3roBopa
OO6was [uTenbHOCTh 00cTy)KuBaHue B cucreme [VR
Cpenusisi AIUTETBHOCTH 00CTy)XHuBaHue B cucteme [IVR
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— MakcumanbHas JUIMTeTbHOCTh 00CTy)uBaHue B cucteme [VR

—  MuHuManbHas IIUTEIBHOCTh 00CTyXKuBaHue B cucteme [VR

—  OOmas JIMTEeTbHOCTh OKHUJIAaHUS B OUEPEIH

—  CpenHsas IIMTENBHOCTh 0KUIAHUS B O4E€pEIn

— MakcumanbHas JJIMTEIBHOCTD 0KUIAHUS B OUepeIn

— MuHuManbHas JJIUTEIbHOCTD OKUIAHUS B OUEpPEaN

—  OOmas AIUTEeTbHOCTh OKUJIAHUS B OYEPEIN JJISl OTBEUCHHBIX BHI30BOB

—  CpenHss IUTEIBbHOCTh OXKUJAHUS B OUEPEIU ISl OTBEUEHHBIX BHI30BOB

— MakcumanbHas JUIMTEIbHOCTh 0KUJIAHUS B OUEPEIN JIJIsi OTBEYEHHBIX BHI30BOB

—  MuHuMabHas IUTEIBHOCTD OKUJAHUS B OUEPEIU JIsl OTBEUECHHBIX BHI30BOB

—  OOmas AMUTENBHOCTh OXKUIAHUS B OYE€PEIN ISl HEOTBEUCHHBIX BHI30BOB

—  CpenHsst IIUTEIBHOCTD OXKUIAHUS B OUepPEIU JJI1 HEOTBEUECHHBIX BHI30BOB

— MakcumanbHasi JUIMTEIbHOCTh 0KUJIAHUS B OUEPEIN JIJIsl HEOTBEUCHHBIX BHI30BOB

— MuHuManbHas JJIUTEIbHOCTh OKUIAHUS B OUEPEH JJIs1 HEOTBEUCHHBIX BHI30BOB

— IIpenenbHbIN HaCTpauBaeMbIil MapaMeTp OKUIAHUS OTBETA orepaTopa (3a1aeTcss aAMUHUCTPATOPOM
CUCTEMBI IIPU CO3AaHHUH TabJIOHA OTUYETA)

— KonuyecTBo NOTEpsiHHBIX BHI30BOB MOCIIE MPEACILHOIO MapaMeTpa OKUJaHus OTBETa

—  KonunyecTBo noTepsiHHBIX BBI30BOB MOCIIE MIPEACIILHOIO MapaMeTpa OKUJaHus OTBeTa B %

— KonunyecTBo moTEepsiHHBIX BHI30BOB JI0 MPEACIBHOIO MapaMeTpa OKUAaHusl OTBETa

—  KonunyecTBO noTepsiHHBIX BBI30BOB /10 IPEACIBHOTO TapaMeTpa 0xKuaaHus oTBeTa B %

— IlpenenbHBIE HacTpawBaeMBbI MapaMeTp UIMTEIBHOCTH pPa3roBopa (3aJaercs aIMUHUCTPATOPOM
CUCTEMBI IIPU CO3aHUH Ia0JIOHA OTUYETA)

— KonuyecTBO BBI30BOB € JUIMTEIBHOCTHIO PAa3roBOpa MEHEE MPEIeIbHOTO NapaMeTpa AIUTETbHOCTH
pasroBopa

— KonuyecTBO BBI30BOB C IUTEIBHOCTBIO PA3rOBOpa MEHEE MPEEIbHOTO mapamMeTpa JJIUTEIbHOCTH
pasrosopa B %

—  OO01ee KOIMYECTBO OMEPATOPOB B CEPBUCE

— CpenHee KOJUYECTBO ONEPATOPOB B CEPBUCE

IIprMephl CTAaTUCTUYECKUX OTYETOB:

Bo Bcex oTtyerax HEOOXOIMMO MPEAYCMOTPETh BO3MOXXHOCTh BBIIPY3KH JaHHBIX M0 OJJHOMY HJIH
HECKOJIbKUM IIOKA3aTesIsIM C BHIBEIGHUEM CYMMapHOT0 3HAYEHHU I, KaK 110 BCEM BBIOpaHHBIM [TOKa3aTeIsIM,
TakK ¥ 110 OJJHOMY U3 BBIOPAaHHBIX.
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CDN (Route Point) Statistics

Report Interval: 00:00:00 20.03.2017 - 00:00:00 22.03.2017
Site Mamea: BelgorodEnergo I

Table Mame: dCDMStat

Percent Percent

Orifered Answersd Terminsted Terminated Abamvdoned Abandomed

GRAND TOTAL

3053 2111 13 0.43% 929 30.43%

CDN (Route Point) Name & ID: PLE_Belgorod - 2084

Summarny: 1504 1127 4 0.27% 373 24.80%
20.02.2017 s08 a41 1 0.12 156 20.54
21.03.2017 £96 486 = 0.43 207 29.74

COM {Rows Point 1504 1127 4 0.27 373 24.80

CDMN (Route Point) Mame & ID: PLE_Smolensk - 2063

Summany: 860 611 -] 0.83% 341 35.52%
20.03.2017 503 a2g ] 0.00 175 34.79
21.03.2017 457 283 ] 1.75 156 36.32

CON [Routs Point 860 611 ] 0.83 241 36.52

CDN (Route Point) Mame & ID: PLE_Tambowv - 2052

Summarny: 589 373 1 0. 17% 215 36_50%.
20.03.2017 323 201 a 0.00 122 BT
21.03.2017 265 172 1 0.38 a3 34.95

CDMN {Rowt= Point) 588 373 1 oa7F 215 3650

GRAND TOTAL
3053 2111 13 0.43% 929 30.43%

Agent By Skillset Performance

Report Interval: 00:00:00 20.03.2017 - 00:00:00 2203.2017
Site Name: BelgorodEnergo
Table Mame : dAgentBySkillsets tat

Shor C3lks Post Can Average Skliksal
Ag Name and ID Answered Answered Proces. Tkne TakTime Tak Time Work Time

GRAND TOTAL

1520 177 21:16:16 36:10:02 00:01:26 BT:26:18
Skillset: PLE_Bel
Summany 1127 152 14:11:36 22:43:40 00:01:13 26:55:14
2003.2017
VA Boblak - 4785 o 0 00000 00: { 00:00:00
OA 1 Kilychnikova - 2005 o (] 00:00-01 o0: 0000 00:00:(
EA Pesenko - 3232 a3 o 00:20: 004 Q0012 01:07:
¥ Chuchupal - TEEE 11 3 o008 o0 00 00:14:
EV Martynenko - 7571 53 2 20:20- -
K| Kerkina - S560 10 [+] o0:2 00:37:40
EA Vorobeva - 1213 51 27 oo 00:40:53
LF Alieva - 1313 T ] 20
MHN Viasenko - 1050 30 1 o0:
SE Miksilovs - 5548 18 1 00
A¥u Effemochkina - B5286 8 o o00:1
AM Migno - 5698 3 4 00:1
Y5 Akinshina - 8512 18 3 o0 00:10:32
OM Cherkasowva - 2369 3o 5 o0: 00:40:28
AM Yakoviewvs - 1924 18 z oo
AV Malitskiy - 8312 8z 50 20+
AS Goncharova - 8 [+] oo
MW Dzekoewva - BE11 ] o O
WV Silins - 9933 45 5 0042
NO Molodtocova - 0033 58 3
PS5 Kulishova - 0011 z4 o
AV Pankratowa - 8963 28 1
Al Kozhanowa - 1133 :l:] 5
SA Karasenko - 4438 i (4]
20032017 41 i1z
21.03.2017
SA Karasenko - 4486 o o Q0:00:00 Q00000 Q00000
OA 1 Klychnikeva - 2005 o o 000000 00:00:00 00:00:00




Site Name:

Table Name

BelgorodEnerge

dAgentPerformanceStat

Agent Performance

Repert Interval: 00:00:00 20.02.2017 - 00:00:00 22.03.2017

Awg ACD/ Walk Re- Cals Fi
Logged Skilsst NACD DN Bresx Ring Waiting away Pre- Skillset NW DN ConfTans To Time
InT Talk Time Talk Time Talk Time Time Time Time Time f Out Out Que Out
GRAND TOTAL
25:44:25 12:16:17 00:04:49 00:09:13 11:06:25 00:15:10 00:11:48 00:45:48 00:00:00 00:00:00 00:00:00 281 378 o o 1 26 " 1 118 1 o
Avg Skillset Talk Time : 00:02:06 % Work: 95.02
Agent Name & 1D: MN Viasenko - 1050
17:40:17 08:36:40 00:04:43 00:07:27 08:14:58 00:09:04 00:05:55 00:23:30 00:00:00 00:00:00 00:00:00 239 237 o o 1 15 13 6 75 1 o
Awvg Skillset Talk Time : 00:02: 11 95.87
09:00:29 04:31:58 00:00.00 0D:04:44 03:59:41 00:03:07  00:21:22  00:00:00 00:00:00 00:00:00 18 0 0 ] 4 4 29 0
20.03.2017 Avwg Skillset Talk Time 9487
05:39:45 04:04:42 000445 00:02:43 0411 00:04:44 00:02:48 00:07:07 00:00:00 00:00:00 00:00:00 23 o ] 2z 2 45 o 0
21.03.2017 Avg Skillset Talk Time 00:02:00 a7.1
17:40:17 08:36:40 00:04:45 00:07:27 08:14:58 00:09:04 00:05:55 00:23:30 00:00:00 00:00:00 00:00:00 239 237 o o 1 15 6 6 75 1 o
Agant Avg Skillset Talk Time : 00:02:11 % Work: 95.87
Call By Call Statistics
Report Interval: 00:00:00 2203.2017 - 01:00:00 22.03.2017
Site Name BelgorodEnerge
Table Names: eCalB yCallStat20170322, Agent
Time Event Agent Soume Destnation EveniDai
CalllD: 2374523 Call Arrived: 21.03.2017 23:57:11
Call On Held OL Vikulina - 7230
Call Consult Init OL Vikulina - 7230 INTERCALL_ID: 6458 DIALED#.N/A
Call Restored OL Vikulina - 7230
Lecal Call Releasad OL Vikulina - 7230 NORM
Continuation OL Vikulina - 7230 DISC BRC: 8YS Prev Seq ID: 28
CalllD: 2374911 Call Arrived: 22.03.2017 0:00:07
Local Call A mrived NULL RTE: 1 TRK: 87 CDN: 2072 DNIS: CLID: 224852212385
Handed Overto MasterApplication NULL CDN: 2073 L_APE: Mastsr_Soript NORM
Give Ringback NULL
Application Interfiow ed NULL L_AFF: Master_Soript L_APF: II5_Yar_soript
Task Flow Handed Off NULL TE:1 TF: 10058
Query Host Info NULL HOST 10: 5001
Heost Responss NULL HOST 1D: 5001
Call Entered NULL L_AFP: I5_Yar_script IVR_Q: 2023
VR Call Se: MULL IVR_Q: 2023 WR_P: 8-0-0-T
Digit Collection NULL
Digit Cellection Endad NULL DIGIT: 8 DURATION: 2
FlayProm pt NULL VO ICE-FILI
cc_segm.1
NG:3
PlayProm pt Ended MULL DURATION: 10
MULL
Digit Collection Ei NULL DIGIT: 3 DURATION: 2
IVR Call 3 ession E NULL IVR_Q: 2023 IVR_F: 9-0-0-T
zuzd To Skillset NULL L_APP: [I5_Yar_script SK_SET: PLE_VYar PRI 4 1st_TIME_QUEUED_TO_S
KSET: YES
Dequeued From Skillset NULL SK_SET: PLE_Yar PRI 4 REASON: PRESENTED
TIME_IN_Q: 0
Giwve Ringback NULL
Call Present MULL AGT: 5880

Local Call Ansy
Local Call Releasec
Continuation

at

CalllD: 2372982

Kl Korkina - 5560

Kl Korkina - 5580

SK_SET:PLE_Yar
NORM
DISC SRC: ABSENT PrevSeq ID: 22

Call Arrived: 22.03.2017 ::02:59

CrarucTudeckuii 0TYeT MO 3aJaHUSAM HA UCXOASALIMIT/aBTOMATHYEeCKUII 003BOH, MapaMeTpbl:

—  Ilepuon BeIOOpKH

—  ®HO oneparopa

Haumenosanue 3aganus
Bri3pIBaeMblili HOMEpP KJIMEHTA
[lata coBepiiieHHs BbI30Ba
Bpewmsi coBepiiieHns BbI30Ba
Crartyc 003BOHa (OTBEUEH, HE OTBEYCH)

JmuTenpHOCTh pa3roBopa ¢ Orneparopom

JnutensHOCTh 00CTyxHuBaHus B cucreme [VR
HaunmenoBanue menio I[VR
Hcropus nytu npoxoxacHus kiaueHra o cucreme IVR
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Bpemst HaxoxAeHUS KIIMEHTa Ha KaKJIOM IlIare IyTH NpoxokaeHus cucreMsl [IVR
[TopsiiKOBBII HOMEpP NONBITKH 103BOHA

OtueTsl N0 O1leHKe KayecTBa 00padoTKu oOpameHnii (MOHMTOPHHT), MAapaMeTpbI:

1.

kW

o N

9.

10.
11.
12.

N —

AN AN ol

Nk W=

R Sa RS

OT4eTsl 10 pe3yabTaTy MOHUTOPHHTA JUIsl ONIEPATOPOB:
v' OTu4er 1o pe3yapTaTaM MOHUTOPHHIA (OLEHKH) 06paboTKu oOparuenuii oneparopamu KIT (¢
BO3MOYKHOCTBIO BBIOOpA TIEpHOJA OIIEHKH) - ONEpPATOPhl BHIAT Pe3yJIbTaThl MOHUTOPHHTA
BCEX OIEPaTOPOB B BHJIE peecTpa:

* (me ykazaHa (pamwmsi orepaTopa) — pe3yabTaThl OIEHKH 110 BCEM OIlepaTopaM Jru00

@O onepatopa (mpu Beidope coero @O B JaHHOM OTYETE ONEPaTOpy BBIBOAATCS PE3YIbTaThI
OLICHOK CBOET0 MOHUTOPUHTA 3a BHIOPAaHHBIH MepHO] BPEMEHH )

[laTta u Bpems BbI30Ba

Cepsuc

Orenka BbI30Ba B Oamiax

Homep kputepusi, BBIOpaHHOTO B Ciydae OTKJIOHEHHS BbI30Ba OT HOpMHI (oreHka Hmxe 100
0aJlJIOB) — €CJIN €CTh

[Ipumeuanue (onrcaHne HECOOTBETCTBUM 3BOHKA - orleHKa HIKe 100 6anioB) — eciim ecTh
OkcnepT (pamMuus CerranaucTa mo Ka4ecTBy, OLICHUBIIETO BBI30B)

[Toompenue — ecnu ecTh

OrnucaHue MOOMIPEHUS — €CITH €CTh

JlaTa o3HAKOMJICHUS C PE3yJIbTaTaMH OLIEHKH (OTepaTop)

Jlata mpopaboOTKH 3BOHKA C DKCIIEPTOM — ECJIH €CTh

damunus crenuairucTa, NpopadoTaBUIETo BHI30B — €CIIH €CTh

v' OTYeT MO HUTOrOBOM OIIEHKE PE3YJIHLTATOB MOHUTOPHMHIA (OLEHKH) 00pabOTKH OOpalleHuit
oneparopoM KI[ (¢ BO3MOXHOCTHIO BBIOOpa TEpPHOAA OICHKH) — OTYET IS Ka)IO0Tro
orepaTopa:

®UO oneparopa

[Tepuon (c aBTOMATHMYECKMM BBIBOJIOM HH(pOpManuu 1o 6 TMOCIEAHUM MecCsAllaM B paspese

KaXKJ0T0 MecsIa)

KonnyecTBO BBI30BOB, MPOCITYIIIAHHBIX 110 JAHHOMY OTIEPaTOPy 3a MEPHO/T

KoimmuecTBO BBI30BOB € OLIEHKOI = 85 0aJJIOB U BEHIIIE

KommuecTBO BBI30BOB C OLIEHKOI MeHee 85 0aioB

[TporieHT cOOTBETCTBHUSI (KOJWYECTBO BBI3OBOB C OIEHKOW = 85 OayyIOB M BHINIE OT OOIIETO

KOJIMYECTBA BBI30BOB, IPOCYILIAHHBIX 0 JAHHOMY OIIEPATOPY)

. OT4eTsl 110 pe3ynbTaTy MOHUTOPUHTA JUIsl CIIELUAINCTOB!

v Oruer 1o pe3yibTaTaM MOHUTOPUHTA (OLICHKH) 06paboTku oOparenuii oneparopamu KIT (¢
BO3MOKHOCTBIO BbIOOpa mepuoaa omneHkd u MO omepaTtopa) - pe3yiabTaTbl MOHUTOPUHTA
BCEX OMNEPATOPOB B BUJIE peecTpa:

®UO oneparopa
Jlata u BpeMs BbI30Ba
Cepsuc
Ornenka BbI30Ba B Oasiax
Homep xputepusi, BEIOpaHHOTO B Cilydae OTKJIOHEHHS BBI30Ba OT HOPMBI (oreHka Huxe 100
0aJIJIOB) — €CJIM €CTh
[Ipumeuanue (onrcanre HECOOTBETCTBHM 3BOHKA - orleHKa HIbke 100 6ayioB) — eciu ecTh
OkcneptT (pamMuus cCrenuanucTa 1mo Ka4ecTBy, OIEHUBIIETO BBI30B)
[Toompenue — ecnu ectb
OnucaHue NOOLIPEHUS — €CIIU €CTh
54



10. laTa o3HAKOMJICHUS C pe3yJbTaTaMU OIEHKH (OrepaTop)
11. Jlata npopabOTKH 3BOHKA C KCIIEPTOM — €CIIH €CTh
12. ®amumus crienuanucTa, mpopaboTaBIIEro BEI30B — €CIIH €CTh

v

OTueT 0 HECOOTBETCTBUSIM (HO BbI3OBaM BCCX OMNCPATOPOB, OLICHKA KOTOPBIX COCTABJIACT
menee 100 6amnoB) (C BO3SMOKHOCTBIO BBIOOpA MEPUO/IA OLICHKH):

1. Homep/koa kpuTepusi, BRIOPAHHOTO JIJIs1 OLICHKH HECOOTBETCTBUS

2. HanMmeHoBaHME KpUTEPHs, BBIOPAHHOTO JJIsl OLEHKH HECOOTBETCTBUS

3. KonnuecTBo dakTOB HapymeHHs (KOJIUYECTBO (haKTOB BHIOOPA KPUTEPHUS )

4. TlpoueHT HapymeHUH (KOJIUIeCTBO (PaKTOB BEIOOpPA KOHKPETHOT'O KpUTEPHsi/001IIee

KOJIMYECTBO (paKTOB HAPYIIICHHUS )

[Ipumep otuera:

Kon Onucanue KpuTepus KonnuectBo % HapyleHui
KpUTEpUst
1.2 IIpenocraBnenue 2 40%
HHPOPMALIUH «OT ceOsD»
2.3 HecoOnronenue crienapust 3 60%
00pabOTKH BRI30BA
UTor 5
v OT4er Mo HECOOTBETCTBUSAM B paspese Orneparopos (1Mo BCEM MPOCIYIIaHHBIM BbI30BaM) (¢
BO3MOXXHOCTBIO BEIOOpA MEPHO/Ia OIEHKU U OIepaTopa):
1. ®UO oneparopa
2. Kona xpurepust
3. KomnuecTBo hakToB HapymieHUs (KOJIUIECTBO (PaKTOB BHIOOpA KPUTEPHUS 32 BEIOpAHHBIN
TIepUO.)

IIpumep oruera:

0)5(0) Kon xpurepust onieHku
oriepatopa 1.1 12 13 2.1
KosnuuecTtBo  (akToB HapylieHHs (KOJIMYECTBO (PAKTOB BBIOOpAa KpHUTEpHs 3a
BBIOPAHHBIN TICPHUO.T)
Omnepatop 1 0 0 2 1 0 0
Omnepatop 2 1 0 2 0 0 0
Orepartop 3 0 0 0 1 0 0

v' Oryer 1O TeMaTWKaM OOpAIEHWH HECOOTBETCTBUSAM (IO BBI30BAM BCEX OIEPATOPOB,

KOTOpBbIE OBLTM MPOCTYLIaHbI B OTYETHOM MEpHOjE) (C BO3MOXKHOCTHIO BhIOOpa mepHoia
OIICHKH):
1. Temartuka oOparieHus
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2. KonnuecTBo nMpocnyliaHHbIX BEI30BOB 3a MEPUO/T
3. KomnuectBO BBI30BOB ¢ o1ieHKoi# 100 0ayU10B U BEIIIE
4. KonnuecTBO BBI30BOB ¢ O1leHKOI MeHee 100 0ayuioB

5. IIpoleHT HeCOOTBETCTBYIOIIMX BHI30BOB 10 TeMaTuke (% c oreHkoit meHee 100 6aioB ot

00I1Iero KOJMYeCTBa MPOCITYIIaHHBIX BHI30BOB IO JAHHOM TeMaTHUKE)

6. IIpoLleHT HECOOTBETCTBYIOIIMX BBI30BOB MO TeMaTHKe OT obmiero konudectBa (% ¢

orieHkoi MeHee 100 6autoB OT 00IIEro KOJIMYECTBAa HECOOTBETCTBYIOIINX BHI30BOB
[Ipumep otuera:

10 BCEM TEMaTHUKaM)

Tematuka Koin-Bo Koin-Bo Koun-Bo IIpouent ITpouent
obpareHus MIPOCITYIIIaH | BBI30BOB C | BHI30BOB C | HECOOTBETCTBYIO | HECOOTBETCTBY
HBIX OLIEHKOM OLIEHKOH IIHUX BBI30BOB II0 | IOIIUX
BBLI30BOB 100 meHee 100 | TemaTHnke BBI30BOB I10
0aJlJIOB 1 0aJIoB TEMAaTHKE OT
BBIIIIE o011ero
KOJINYECTBA
HECOOTBETCTBY
FOIINX
OtcyrcTBHE 60 55 5 8.3% 42%
AIEKTPOIHEPTUU
B 10 6 4 40% 33%
OTIPOCHI OTLIATHI
o
KauecTBo 7/ 15 12 3 20% 25%
3ameHa BBOJA S S 0 0 0
13%
uTor 90 78 12 (12*100)/90) )

v Oruer 1o cepBucam (110 BBI30BAM BCEX ONEPATOPOB, KOTOPBIE OBUTH MIPOCITYIIAHBI B OTYETHOM

nepuojie) (C BO3MOXXKHOCTBIO BEIOOpA MEPHO/Ia OIICHKH ):
HaunmenoBanue cepBuca

Bcero npociyano o cepBucy

KonmdaectBo Bp130BOB ¢ oreHkoi 100 GaioB u BbIIIe

b=

KommdectBo BBI30BOB ¢ ornieHkoi meHee 100 6amios
5. KomuuecTBO BBI30OBOB, B OLEHKE KOTOPBIX BBIOpaHBI KPHT
(HemomycTUMBIE COOBITHS) (BRIOMPAIOTCS U3 BBI30BOB C OlIeHKOM MeHee 100 6amioB
6. IIpolleHT HECOOTBETCTBYIOUIMX BBI30BOB IO CEPBHCY OT O

NYECKUE KpUTEPUU

)

Omiero KoJad4ecTsa

MpOCIyIIaHHBIX BBI3OBOB (% ¢ omenkoil MeHee 100 GayyioB OT OOIIEro KOJMMYECTBA MPOCITYIIAHHBIX

BBI30BOB I10 CEPBUCY)
IIpumep ortuera:

HaumenoBanue | Bcero Kon-Bo Kon-Bo Kon-Bo Be130BOB ¢ | [IpoteHt
cepBuca MIPOCITYIIIaHO BBI30BOB  C | BBI30BOB  C | KPUTHYECKUMH HECOOTBETCTBYIOIIIHX
IO CEPBUCY orerkoit 100 | omenkoit HECOOTBETCTBUSMH | BEI30BOB I10 CEPBUCY
0aJIoB u | meaee 100
BEIIIIE 0aJuIoB
115 345 298 47 6 13,6%
KommyTarus 120 105 15 3 12,5%
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v' Otuer mo skcnepraM (C BO3MOXKHOCTBIO BBIOOpA IIEPHOJA OLEHKU BLI30BOB), B OTUYETE

BBIBOIATCA BCC SKCIICPTHI, B CJIy4dac, CCJIM SKCICPT HEC OLICHUBAJI BBI3OBLI B 9TOM MECALC, TO

npocrasisiercs 0.
®UO skcnepra
Oo11ee KOIUYECTBO MPOCITYIIAHHBIX SKCIIEPTOM BBI30BOB B pazpe3e KaTeropuu (Hampumep,
oriepaTop/cTaxep)
KonngectBo npopaboTaHHBIX BEI30BOB B BEBIOPAHHOM HEPUOJIE

[Tpumep otuera:

DKcepT KonnuecTBo npocnyliaHHbIX BI30BOB Koun-Bo

OTIepaTophI CTaXKepBl HATOTO MpopabOTaHHBIX

BBI30BOB

HBanoB MBan 125 110 235 87
BaHoBUY
ITerpora Enena 130 100 230 96
BaHoBHa
WTOT 255 210 465 183

v OTuer 0 pe3ynbTaTax IpopabOTKHU MO CEPBHUCY (C BO3MOXKHOCTBIO BEIOOPA CEpBHCA U IIEPUOIA

OIICHKH):

1. HaummenoBanmue cepBuca

2. ®UO skcnepra

3. KomnuyecTBo BBI30BOB, TPEOYIOMUX MPOPAOOTKH B OTYETHOM MEPHO/IE (MIPOCITYIIAHHBIX B
BBIOpAHHBIN MTEPUOJI OIIEHKH, C olleHKoi MeHee 100 6amtoB)

4. KonnuecTBo BBI30BOB, 10 KOTOPBIM OIIEPATOP 03HAKOMMJICS C PE3yIbTaTaMH OLICHKH

5. KomuyectBo BBI30BOB, IO KOTOPBIM 3KCIEPT OCYLIECTBMI MNpOpabOTKy 3BOHKAa C
OIIepaToOpoM

6. KommyectBO OCTaBIIMXCS BBI3OBOB, TPEOYIOHUIMX MPOPAOOTKH (IIPOCITYIIAHHBIX B
BBIOpAHHBINA MEPUOJ OLIEHKH, IO KOTOPBIM OINEPaTOp HE O3HAKOMMIICS C pe3yJbTaTaMu
OLIEHKH, U HKCIEPT HE OCYLIECTBUII MPOPabOTKy C ONEpaTOpPOM)

HToroBelii 0TYET U1 pacueTa MPEeMHH 3a TIEPHO/T IO onepaTopaM (C BO3MOXKHOCTBIO BEIOOpa
MepUO/Ia OIICHKH M KaTETOPHH OTIepaTopa):

®UO oneparopa

KonnuecTBo BBI30BOB, MPOCIIYIIAHHBIX IO JAHHOMY ONEpaTOpy 3a MEPHO/I

KommuecTBO BBI30BOB € OLIEHKOI = 85 0aJIOB U BEHIIIE

KonnuecTBo BEI3OBOB C OLIEHKOI MeHee 85 6amioB

[TporeHT cOOTBETCTBUS (KOTHMUYECTBO BBI30BOB C OIEHKOH = 85 06aJUIOB U BBIIIE OT 00IIEro

AR e

KOJIMYECTBA BBI30BOB, IPOCYIIAHHBIX M0 JAHHOMY OIIEPATOPY)

Pe3ynbraTel MOHUTOPHUHTA (CBOHBIN peecTp MPOCTyIaHHBIX BHI30BOB 10 BCEM IapaMeTpam)
(c BO3MOXKHOCTBIO BBIOOpa TepHoOJa OIEHKH, KaTeropuu omepatopa, ®UO omeparopa,
CepBHCa, IKCIEPTa, TEMATHKN OOpaIeHus )

1. ®UO oneparopa

2. Kareropus onepatopa

3. Jlata u BpeMmsl 3BOHKA

4. Cepsuc
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9]

. Temartuka oOpareHus

o

O1leHKa BbI30Ba B Oajuiax

7. Howmep kputepusi, BLIOPAHHOTO B Cy4ae OTKJIOHEHHs BBI30Ba OT HOPMBI (OIICHKA HUKE
100 GannoB) — ecitv eCTh

8. ITlpumeuanue (onrcaHne HECOOTBETCTBHI 3BOHKA - olleHKa HIke 100 6aioB) — eciu ecTh
9. Dxkcrept (haMuius CrienuaIicTa Mo Ka4eCcTBY, OI[CHUBIIIETO BHI30B)

10. IToompenue — ecnu ecTh

11. Onucanue nooupeHns — €Ciu ecTh

12. JlaTa 03HAKOMJICHUS C pe3yJbTaTaMU OIIEHKH (OrepaTop)

13. Jlata mpopaOOTKH 3BOHKA C IKCIIEPTOM — €CITU €CTh

14. ®amunus crienuaaucTa, mpopadboTaBIIEro BEI30B — €CIIH €CTh

15. Homep onepauuu B SAP CRM

v' CTaTHCTMKa MOHHMTOPUHIA IO JataM M O9KCIEpTaM (C BO3MOXKHOCTBIO BBIOOpa MepHoja
OIICHKH):
1. Jlatra MOHMUTOpUHTA
2. ®UO skcnepra
3. Kareropus onepartopa
4. MUror 3a nepuon

IIpumep oruera:

Hara ®UO skenepra Utor | ®UO »kcnepra Hror | ®UO skcnepra Uror
MOHUTOPHHTA

oreparTop | CTaxkep OmepaTop | CTaxkep OIepaTop | CTaxep
01.01.2019
02.01.2019
Hror

v’ JIiHAMHKa OILIEHOK OIEepaTopoB B pa3pe3e MecsleB (C BO3MOXHOCTBIO BhIOOpa MepHoja
OLICHKH U KaTerOpHH OIepaTopa):
1. ®UO onepartopa
2. Ormenka 3a MecsI (KOJIMYECTBO BBI3OBOB C OIIEHKOW = 85 0a/UIOB M BHINIE OT OOIIETO
KOJIMYECTBA BHI30BOB, IPOCITYIIAHHBIX 110 TaHHOMY OIIepaTopy)
[Tpumep otuera:

®UO oneparopa Ornenka 3a MecsIl (ITPOIIEHT COOTBETCTBHS)
SIHBaph ¢beBpanb MapT

Omnepatop 1 87 % 89 % 90 %

Omneparop 2 100 % 95 % 98 %
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JlomkeH OBITh IPEeyCMOTPEH HHCTPYMEHT, MO3BOJISIFOIINM ONEpaTUBHO YIPABIATH IPUOPUTETAMU
ouepeiei.

HeoOxonuMbie cTOMOIBI B UHCTPYMEHTE:

e Ha3BaHHE OYepeau

® IIPHOPHUTET OYepeIn

® KOJMYECTBO ONEPATOPOB OHJIAKH C 3aNIOJTHEHHBIM MTapaMeTpoM KBanupuKamnus (B ouepenn
JIOJDKEH OBITH IMapaMeTp, YTO ONepaTopbl 0€3 KBATM(PUKAIIMKA HE YIACTBYIOT)

® KOJMYECTBO OINEPATOPOB B CTATyCE HA MECTE» C 3aMOJHEHHBIM MapaMeTpoM KBaTU(UKAIIUS

®  (KOJHYECTBO a0OHEHTOB B OUEPEIH»

JlocTymHO U3MEHEHUE B peaTbHOM BPEMEHH IMPUOPUTETA MIPOCTABIIss UGPHI €3 mepexosa B
HACTpOIKHU ouepeneid. JlomkeH ObITh TOCTYIIEH MOUCK U IBETOBOE BHIICIICHHE

JlomkeH OBITh PEIYCMOTPEH HHCTPYMEHT, TO3BOJISIIOIIUI ONEPAaTHBHO YIPABIATH KBAIU(DUKALUSIMH
OIIEpaToOpOB

Heo0xoauMele cTOIIOEL:

e Jlorun

e QOuepenp

e Pexum/Cratyc (Ha MecTe, OTOIIEIN, He JOCTYIIEH U T.I1.) orepaTopa ¢ I[BETOBON MHANKAIIUCH
o Kpamudukanus

[Tpumep oOmEpaTUBHOTO YIPABICHUS C TOMOIIBI0 W3MEHEHHS HACTPOCK OdYepenei, KOJIMYecTBa
OTIepaToOpOB B JeHCTBYIOMIEH cucteme call-rienTpa (MaTpwuiia): €cTb BO3MOXKHOCTD yIaJeHUs/ T00aBICHHS
JUHUNA, W3MEHEHHMS KBAIM(UKALMN OJHOBPEMEHHO HECKOJBKHM OIEpaTopaM, BO3BpaT HCXOTHBIX
MapaMeTpoB.

HazBanue ouepenu

" e U
First Mame|Last Name Login D |&gert Status Defautt_Skillset _ DM FIL_&% EXT FIL_KTGR FIL_MCHS FIL_OTS Line_
= Akinshina 9512 Loged In 1 =3 =3 a E 9
K1 Karkina 5560 Logoed In 1 = = a 5 2
L Kozhanova 1133 Logoed In 1
Flavu Spirihina TERZ Logged In Ik |5 5 5 5 H
1
1

1GIE] Ylasenko 1050 Logged In 5 5 5 5 3
] Yakovleva 1924 Logged In 5 a 5 5 3 3

>4

[

[Ipuopuret oneparopa B ouepenn

JlomkHa OBITH TIPETyCMOTPEHA Cienyromast QyHKIIHOHATHHOCTS:

— llepexon n3 MOyssl OEPATUBHBIX OTYETOB K HACTPOMKAM CEPBUCHOM JIMHUHM IPU KJINKE HA HA3BaHUE
CEpPBUCHOM JINHUU B OTYETE;

— llepexon m3 MoAynsl ONepaTUBHBIX OTUETOB K HACTPOIIKaM IapaMeTpoOB OIlepaTopa MpHU KIMKE Ha
®UO onepatopa unu ero ID;

— OObeauHeHne OnepaTopoB M0 (PU3MUECKUM, TOTHYECKUM WIN IPYTUM TUIIaM IPYII B COOTBETCTBUU
C IPaBHJIaMH, ONPEJIEIICHHBIMU I10JIb30BaTEIIEM;

—  OJIHOBpEMEHHOE pPeJaKTUPOBAHUE MTAPAMETPOB J1JIs1 MHOXKECTBA orepaTopoB. Bo3MoxxHOCTE BEIOOpa
(uepes Shift, Ctrl, BeIaeneHne MBIIIKOW ) HECKOJIBKHIX WM BCEX SUEEK y Pa3HBIX OMEPaToOpoOB U BBOJA
y HHX 3HAuU€HUs cpa3y y BceX (BBLACIMIN HECKOJBKO A4YeeK, Haxamu «5», BO BCeX sAueikax
IpOCTaBUIIACH 3TA IIUPPa);

— Bepxuuii ¢unpTp mo rpymnme omnepaTopoB OyIeT MOKa3bIBaTh TOJBKO ONEPATOPOB KOHKPETHOM
IpymIibl, 6€3 3TOro MOoKa3bIBaeT BCEX;
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— BosBpar ucxoaHpIx mapameTpoB (ouepezei/kBampuKaluii) oneparopaM B YCTAaHOBICHHOE BpeMs
U/WII B PyYHOM PEXHME.
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WIEHOB CAMOPETYJIUPYEMOI OPTAHM3ALIAN
«10» wroHA 2019 r.  Ne 199/07 AA

Accounauun «Ofbeaunenne rpagocTPOUTEILHONO NAAHHPOBAHHKS U IPOCKTHPOBAHK,
Accoumaumsi "Oﬁbcﬂnuenue I'panCrpoiillpoext”

Tnomioe i Cavoper

OCHOBAHHAA HA WICHCTBE JIHLL, OCYUICCTRNAIOLINX NOArOTOBKY IPOEKTHON TOKYMEHTALMN
(AL Camopel Y pyemofl opresHaitnm )

yn.Kopoewnit Ban, som 9, r.Mocksa, 119049, www.srosp.ru, mfogsmsp ru

(APCE MECTI IHAXGIICHIA CAMONETYIMPYEMOR OpramITaIK . Rpee o) cafTE 6 Wiidiop

CPO-T1-021-28082009

HOMED SanNCH 8 1oy BECE1PE CHAGPGTYIMPYCMKIX GPIEIHSAII)

BbigaHa OGuiecTry ¢ orpaHuieHHol oTBeTCTBEHHOCTH!O "Jlomknk TE"

epustinin, MR, (8 CHyIAC, I UMEETCR) OTHCCTHO JRRRITENS - 1A WA 10N e JARRMTEIA - KOp e

HaumeHoBaHue Ceenenna

1. CBeneHusl 0 YieHe caMoOperyIupyeMoii opraHu3anmu;
L.1. Tonnoe u (B ciryuae, ecau HMEETCH) COKPAIeHHOE HAUMEHOBAHHE OBuecTs0 ¢ OrpaHIrEeHHOM 0TBETCTAEHHOCTER
IOPHIHMYECKOTO JTHLA HIIH (amunus, uvs, (B ClIyuae, eclli MMeeTcs) OTHECTBO gggf;‘;ﬁhm,,

HHIHEHYAILHOTO PENPHHAMATE]IS

1.2. WienTudukannonibii Homep Hajoronnatensiuuka (MHH) 7706245510

1.3. OcrosHol rocyaapcTBerHbIii perucipauyonssii nomep (OIPH) mim 1037739324919

OCHOBHOM rOCY/IapCTBEHHEIN PErHCTPALHOHHBIR HOMED HHIHBUAYANLHOIO
npeanpuanmarens (OI'PHHIT)

1.4. Anpec MecTa HaXOKACHHA TOPUAHYECKOTO INLA 143982, MockoBckas o6nacts, r.bananmxa,
sxp.Kyauno, yn.I'niaporoponox, en.13, crp.1

1.5. Mecto ()aKkTHUECKOTO OCYIUECTRIEHHS NEATETBHOCTH (TOBKO LIS -
HHMBHIYAILHOr0 IPEANPHHUMATEII)

2. Ceenenust 0 4JIEHCTBE HHAHBHIYA/ILHOIO NIPEANPHHAMATE/IS HIH OPHINYECKOro JIHUA B
CaMOperyJaupyemMoii opraHH3aumm;
2.1. PerncTpaunoHnEIi HOMEp YIeHa B PEECTPE WIEHOB CAMOPEry IHpYeMOii 199
| OpraHu3anHn
2.2. [lata peructpauuu ;0pHIHYECKOro IULA UK HH/HBHIYATEHOTO 31 aexabps 2009 r.
NPEANPUHUMATENA B PCECTPE YIEHOB CAMOPETYJIHPYeMOii Opranusaiuy (duco,
MECHLL, TOf)

2.3. lara (umcmo, MECAL, T01) M HOMEp PEIICHHS O npneme B YJIEHBI 31 mexabpa 2009 r. Ne 0199-01
CAMOPETY.IHPYEMOI OPraHU3aLHH
24. Jlata BCTYOUICHNS B CHITY PEIIEHNA O IIPHEME B WICHB CAMOPETY.IHpYeMOil 31 nexabpa 2009 r.
OpraHu3aliH (UMCII0, MECHLL, FO)

2.5. Jara npekpaienus “ICHCTBA B CAMOPErYIMPYeMOif Opranu3alii (4Hco,
MECHLL, TOJT)

2.6. OcHoBaHHs NPEKPAILEHIS HICHCTBA B CAMOPETYIMPYEMO# OpraHu3aLKH

3. CBelleHHA 0 HAJMYUH Y Y/IEHA CAMOPEryJHpYeMOil OPraHu3auuy NPaBa BbINOJIHEHHS
pador:

3.1. lata, ¢ kOTOPOIi iieH CaMOPETYIHPYEMOH OpraHH3aLNI MMEET IPABO BLUTONHATE HIDKEHEPHBIE H3BICKAHUA,
OCYLLIECTBIATH

NOAr0TOBKY NMPOCKTHOI JOKYMEHTALHH,
CTPOUTENLCTBO, PEKOHCTPYKLMIO, KAMHTANbHBIH PEMOHT, CHOC 06BEKTOB KAMMTANBHOTO CTPOMTELETRA 110 IOTOBOPY MOAPAAA
Ha BBIIOJIHEHHE WHXXCHEPHBIX W3bICKAHMH,

OArOTOBKY NPOEKTHOI JOKYMeHTALHH,
110 0roBOpY CTPOUTENLHOIO NI0APANA, IO JOTOBOPY MOAPAAA HA OCYIIECTBICHHE CHOCA (HYKHOE BBIIEIHTE):

B OTHOIWIEHUH 0B BLEKTOR KANMTANLHOTO B OTHOIIEHHM 0¢0B0 OMACHBIX, TEXHUYECKH

CTpoMTENnBbCTEA (KpOME 0CO50 ONACHLIX, TEXHWYECKH | CHOMHBIX U YHUKANLHbIX 00LEKTOB KAMHTANBHOTO B OTHOLWICHWUH 0BBEKTOB HCNOJL30BAHHA
CHOAHBIX H YHHKATLHBIX 06BEKTOB, 06BeKTOB CTPOUTENLCTBA (KpoMe 0GbEXTOB MCTIONB30BAHNA ATOMHOH 3HEprum

HCIONL30BAHHA ATOMHOM 3HEPrun) ATOMHOM IHEPrHH)

01.07.2017 272 : 26.04.2018
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3.2. Ceenenusa 06 ypoBHE OTBETCTBCHHOCTH 9JICHA CAMOPETYINPYEMOIT OpraHu3almy o 0613aTeNsCTBAM 0 T0TOBOpY
MOJIpA/A HA BIMONTHEHHAE HHMEHEPHBIX H3BICKAHHIA,

MOArOTOBKY NPOEKTHOI J0KYMeHTALHH,
[0 JIOrOBOPY CTPOMTENBHOrO NOAPSA, [I0 JI0TOBOPY NOAPAAA HA OCYIIECTBIEHHE CHOCA, H CTOMMOCTH PaBoT mo ogHOMY
JIOTOBODY, B COOTBETCTBHH C KOTOPBIM YKa3aHHBIM Y/IEHOM BHECEH B3HOC B KOMIICHCATMOHHBII (OH/ BO3MEIIEHHS Bpea

(MY’)KHOE BHIZGTHTS).
a) nepBHIi I \/ I CTOHMOCTE PASOT MO OXHOMY OrOBOPY He mpessimaet 25 000 000 pybaeii

3.3. Cenenus 00 ypOBHE OTBETCTBEHHOCTH WIEHA CAMODETYTHPYEMOI! OPTaHH3AINH TI0 0BA3aTENBCTBAM T10 JOTOBOPY
10JAPA/A HA BEIIOTHEHHE HHMEHEPHBIX U3LICKAHHH,

NOArOTOBKY NPOCKTHOH JOKYMEHTAMHH,
TI0 JOTOBOPY CTPOHTENLHOTO TIOAPAIa, 10 JOTOBOPY MOAPAAa HA OCYILECTBICHHE CHOCA, 3aKIFOYCHHBIM C MCTIOJIL30BAHHEM
KOHKYPEHTHBIX CIOCO00B 3aKMOUEHNA JOrOBOPOB, H NPEIEILHOMY pa3Mepy 0043aTeNbETB 10 TAKHM J0roBOpaM, B
COOTBETCTBHH ¢ KOTOPBIM YKA3aHHBIM 4/IEHOM BHECEH B3HOC B KOMIEHCAIMOKHLI (on ofecrnieuenms J0roBOPHEIX
00A3aTeNLCTR (HYXKHOE BBIIETHTS):

‘\/ npenebHbiH (COBOKYNHRIIL) pasmep 0BA3ATENLCTE N0 NOrOBOPAM CTPOHTENBHOTO NONPAAA HE MPEBKILIAET
25 000 000 pyGneit

a) nepBbli
4, CBBII,EHHH 0 MPpUOCTAHOBJICHUH npaBa BBINOJHATE HHAKEHEPHBbIEC U3BICKAHMS,
OCYLIECTBIATh NOArOTOBKY npoemnoﬁ JOKYMEHTAUHH, CTPOUTENLCTBO, PEKOHCTPYKLIHIO,
KAMUTAJbHBIH PEMOHT, CHOC 005eKTOB KanHTaJLHOI0 CTPOUTEJNLCTBAL

4.1. lata, ¢ KOTOPOii IPUOCTAHOBIEHO NTPABO BLINOIHEHUS paloT (YHC/I0, MECALL,

rog)

4.2, Cpox, Ha KOTOpbII TPHOCTAHOR/ICHO NPABO BEITOTHEHHA PaboT

a5 0Ly '
[Npe3unent S D [Tamy3atapos AL
JleficTBHTENBHLIH TOCY1aPCTBEHHBIH COBETHHK y
Poccniickoit ®eaepauuu I knacca

Cpok aeiicTBus HACTOSIIEH BLITHCKH U3 PEECTPA YICHOB CAMOPETYIHPYEMOH OPrauH3allii COCTARIAET
OJIMH MecAll ¢ JaThl ee BbLgauu (u.4 ¢r.55.17 Tpanocrpourensuoro Konexca Poceniickoit Penepannu).

GO0 H T TPAGH, £ Menga, 20181
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CUCTEMA CEPTUOUKAILIMU B OBJIACTHU CBS3U
CEPTU®UKAT COOTBETCTBUS

Perucrpanuonnsiii Homep: OC-1-KCK-0079
Cpoxk aeiictBusi: ¢ 16 mas 2017 r. 5o 16 mast 2020 r.

HACTOALTHM CEPTHO®HKATOM OPI'AH I10 CEPTH®HKALIHH
AHO "UJC "Hndorom", 129085, r. Mocksa, [pocnext Mupa, nom 101, crpoenne 1,

(COKpalleHHOe HAMMEHOBAHHE Oprana N0 CepTHPHKALIAN, AlPEC MECTA HAXOWICHHA)

Teu./(pakce: (499) 500-50-53, info@cesinfocom.ru

YHOCTOBEPAET, 9TO Kombunuposannas ATC ""M-200" (Bepcus I10: K19v81.3),

(HaMMEHOBaHHE CPEACTBA CBA3H, BepcHs 110, TEXHHUECKHE yCToBHs Ne)

TexXHHUYecKHe yeaosusa Ne 6651-357-04608060-2017 TY,

ITIPOH3BO/IHMAA 000 "MTA", 197374, r. Caukr-Ilerepbypr, ya. MeGeasnas, a. 12, kopnye 1, autep A,

(HaWMEHOBAHHE U3TOTOBHTENA CpeiCcTBa CBA3H,.AApEC MECTA HAXOMKIEHHS )

nomveumenne 31H, opuc Ne 207,
HA IIPEJIIPHATHH (34BOJIE) 000 "MTA", 197374, r. Cankr-Ilerep6ypr, ya. Mebeabuas, . 12,

Kopnyc 1, aurep A, nomemenne 31H, opuc Ne 207,
(HaMMeHOBaHHe NPEANPHATHA (3ABOAA) - H3TOTOBHTENS CPEACTBA CB#A3M,a/IPEC MECTA HAX0IKACHHNH )

COOTBETCTBYET YCTAHOBJIEHHBIM TPEEOBAHHAM vqi PABHJIA NPHMEHEH NS

000pYI0BAHMSI TPAH3UTHBIX, OKOHEYHO-TPAH3HTHBIX M OKOHEYHBIX Y3108 cBasH. Yacrs V. Ipaeuna
NPHMEHEHHs] KOMOHHHPOBAHHLIX CTAHUHH, MCTIONLIYIOMHX CHCTEMY CHTHAJIM3ALMH N0 06wLIemy KaHaxy
curnaamsaunn Ne 7 (OKC Ne 7)", yre. mpukazom Munnndopmceszn Poccun ot 21.04.2008 Ne 45, ¢
H3IMEHEHUSIMH, YTB. NpHKazamu Munkomcsnsn Pocenn ot 06.12.2012 Ne 284 u o1 23.04.2013 Ne 93; "'[Mpasuaia
NpHMEHEHHsI 000pYA0BAHHS CHCTEM KOMMYTALMH, BK/I0Yas NPOrpaMMHoe obecriedeHne, 00ecneunBaiomero
BLINOHEHHE YCTAHOBJICHHDBIX JAeiiCTBHI NPH NPOBEJEHHH ONEPATHBHO-PA3LICKHLIX MeponpusThii, Yacrs 1L
Ilpasuaa npumenenus 06OPYIOBAHHS TPAH3UTHBIX, OKOHEYHO-TPAH3HTHBIX H OKOHEYHbIX Y3J10B CBSI3H CETH
(uKcHpoBanHoii TesepOHHON CBA3H, BKJIIOYAN NPOrpaMMHoe ofecniedenne, 06ecnednBAIONIEro BbINOIHEHHE

YCTAHOBJEGHHBIX [eiiCTBHIi NpH NpoBeJeHHH ONEPATHBHO-PA3bICKHBIX MeponpuATHi', yTB. npHKazoMm
Munkomcssizn Pocenn ot 19.11.2012 Ne 268.

CEPTHOHKAT BbIJJAH HA OCHOBAHHH  nporoxonos uenwrranmii No 1/159, Ne 2/159

DenepanbHOro  rocyaapeTBEHHOr0 yYHHTapHoro npeanpustus Opaesa Tpyrosoro Kpachoro 3uamenn

HAYHHO-HCC/IEN0BATETLCKOr0 HHCTHTYTA PAAHO, 1aTAa NMpOBedeHHs HenbiTanuii: ¢ 02.03.2017 no 04.03.2017,
¢ 19.04.2017 no 21.04.2017.

(CBEACHNS O MPOBENEHHEIX HCCIEAOBAHHAX (HCHBITAHHAX) H 0D H3MEPEHHAX)
VCIOBUA IIPUMEHEHHA:  na CETH CBSI3H 00LIEro NoJb30BAHNHSA B KAY€CTBE KOMOHHHPOBAHHOI
(YCTIOBHA IPHMEHEHHA CPEACTBA CBA3H)

TeslehOHHOI CTAHUMH, HCMO/IB3YEMOil 0HOBPEMEHHO B COCTABE Y3.1a CBSI3H CETH MECTHOH TeneOHHOIl CBA3H U
Y312 cBSA3H ceTH (GUKCHPOBAHHOI 30HOBOH TenedoHHOI CBA3H, ¢ HCNOJB30BAHHEM TEXHOIOIHH KOMMYTAUHHN
KaHA/I0B, ¢ BO3MOKHOCTBIO HCNOJIL30BAHHS 000PYA0BAHMS B COCTABE TEPPHTOPHAJILHO pacnpeaeieHHbIX y3J10B
CBH3M, ¢ peanmsaumeii OKC N 7 (MTP, ISUP-R), 2BCK wu tpeGosanmii s NpoBeAeHHst
ONEepPaTHBHO-PA3BLICKHBIX MEPONPHATHIA,

HEPKATEJIEM CEPTHO®HKATA COOTBETCTBHA AB/IAETCH 000 "MTA",

197374, r. Cankr-IlerepOypr, yia. MeGenbHaggh “" Kippryc 1, antep A, nomemenne 31H, oduc Ne 207

(HaHMEHOBAHHE EPIKAFCHA-CEP THIARATE, SOUEBE TCTBHA,ANPEC MECTA HAXOKACHAA)

PykoBoauTess J/: Z &
oprasa no cepTu(uKaluu ; A( 4 L/( E.H.Xapuronosa

| 010044




E H [ NoTC RU C-US MEOB B.02589

Cepust RU Ne 0502902

OPTAH ITO CEPTUOHUKAITUH

cpeacTs uHopmatmsauum AHO « CEPTUH®O»:
Aapec ropugudeckui / haktndecknin: 115114, r. Mocksa, 2-0i KoxesHUYeckuit nep., 4. 8
Ten: (499) 2358123; e-mail: aleshin@certinfo.ru
Attectat per, Ne RA.RU. 11MEQ6 ot 24.03.2017

3ASBUTEAD
Dell Inc. Agpec: One Dell Way, Round Rock, TX, 78682, USA (CLLUA)
(ynonHoMOYeHHOE U3roToBuUTENEM NuLo no gorosopy Ne 6/H ot 18.07.2014 r.: O6wecTso ¢ orpaHuyeHHon
OTBETCTBEHHOCTbIO «[enn»: OFPH 5077746798950; Aapec: 125171, r. Mocksa, JleHuHrpagckoe wocce, gom 16A,
cTpoeHue 1, atax 9, Poccuiickas ®egepauns; ten. +7 495 213 0000, E-mail: llya_Volkov@DellTeam.com)
HM3rOTOBHUTEAD
Dell Inc.
Aapec: One Dell Way, Round Rock, TX, 78682, USA (CLLA)
(3aBOAbI-M3rOTOBUTENW yKa3aHbl B NPUNOXeHun Ha BnaHke Ne 0381261)
TMPOAYKITHA
Cepsepei (Server) mogenun E38S (E38S001) ¢ ToprosbiMu mapkamu DELL, Dell EMC
(Bnoku nuTaHuA ykasaHbl B NpunoxeHuy Ha 6namxke Ne 0381261)
CepuitHbI BbINycK

KOATHB3ATC 8471500000

COOTBETCTBYET TPEBOBAHVAM T, NYECKUX pernameHToB TamoKeHHOro coaa;

TP TC 004/2011 "O 6esonacHOCTV HU3KOBOMbLTHOrO 060OPYA0BaHMUS""
TP TC 020/2011 "3nekTpomMarHUTHas COBMECTUMOCTL TEXHNYECKUX CpeacTs”

CEPTHUO®HUKAT BHIAAH HA OCHOBAHHMH

NPOTOKOMOB UCnbITaHun Ne 225-3P/17 o1 26.05.2017 ., Ne 225-BP/17 o1 26.05.2017 r.
mcnbiTaTensHon nadoparopun “CAMTIC” (ATTectat per. Ne POCC RU.0001.21M340)
otyeta 06 aHanuse cocToaHus npoussoactea Ne ACM-207/2017 ot 21.04.2017 1.

AOITOAHHUTEABHAA MHOOPMAITHUA

=) 26.05.2017 Mo 26052022 BKAIOYHUTEABHO

s 18

<)

M. N. bpaTyxuH

(MHULpENEE, thamunita}

T. A. MyxuHa

(MHEMLMans:, famunus)

OBOANTEAD (YIIOAHOMOUEHHOE
»AHT0 ) opraHa mo cepraduKanny

:-u;{j;ﬁ/ Jxcnepr (axcnepr-aysnrop) :
(sxcmeprsi (axcnepror-ayAuTopst))



ITPUAOXEHHE

K CEPTUOUKATY COOTBETCTBUS NeTC RU C—US.MEOS.B_.02589_
Cepus RU Ne 0381261

HaumeHosaHua 1 0603Ha4eHNA NPUMEHEHHBIX CTaHA4apTOB
FOCT IEC 60950-1-2011 OfGopyaosaHvne WHEPOPMAUUOHHLIX TexHonoruit. TpeboBaHus BGesonacHocTy.
Yacte 1. OBwue TpeboBaHus.
CraHgapT B Uenom
MOCT 30805.22-2013 (CISPR 22:2006) CoOBMECTUMOCTb TEXHUYECKUX CPEACTB OMEKTPOMArHUTHAS,
OBopyAosaHie UHDOPMALMOHHLIX TexHonorui. PaguonoMexu uHAycTpuansHele. HopMmbl ¥ MeToasl
U3MepeHnin.
Pazpnenb! 4-6
NOCT CISPR 24-2013 CoOBMECTUMOCTb TEXHWYECKWX CpeacTB 3NeKkTpoMarHUTHas., O6opyaosaHue
NHPOPMALIMOHHBIX TEXHONOTMA. YCTONYMBOCTL K 3MEKTPOMAarHUTHbIM nomexam. TpeBoBaHWs W MeToabl
UCTbITaHWA.
Pasnen 5
FOCT 30804.3.2-2013 (IEC 61000-3-2:2009) COBMECTUMOCTb TEXHUYECKUX CPEACTB 3MEeKTPOMArHuUTHas.
OMUCCHS rapMOHMYECKMX COCTaBMAKOWMUX TOKa TEXHUYECKMMW CpeacTBamn ¢ noTpebnseMbiM TOKOM He
Bonee 16 A (B ogHOW hase). Hopmbl U METOLbL! UCMLITAHWI,
Pasgenbl 5n 7
FOCT 30804.3.3-2013 (IEC 61000-3-3:2008) COBMECTUMOCTb TEXHUYECKUX CPEACTB 3NeKTPOMAarHUTHas.
OrpaHuyeHvne M3MeHeHuit HanpskeHus, konebGaHuin HanpsKeHus 1 (bNUKeEPa B HW3IKOBOMbTHbLIX CUCTEMAX
3NEKTPOCHabXeHWs obLLero HasHayeHus. TexHU4eckne CpeacTBa ¢ noTpebnaemMbiM TOkoM He Bonee 16 A
(B oaHOW ¢hase), nodKNioYaeMble K INEKTPUYECKOW CETU Mpu HEcoBrioaeHun onpeaeneHHbIX YyCNoBuu
NOAKTIYEHUA. HOpMbI U MEeTOAL! UCMLITaHWA,
Pazpen 5

3aBoabl-W3roToBUTENY

1. Dell (China) Company Limited
No. 2388 Jinshang Road, Information Photo-Electronic Park, Xiamen Torch Hi-tech Zone, 361000, China.
Kutan
2. Dell (Xiamen) Company Limited
No. 2366 Jinshang Road, Information Photo-Electronic Park, Xiamen Torch Hi-tech Zone, 361000, China,
Kutan
3. Dell Global Business Center Sdn. Bhd.
Plot 76, Mukim 11, Bukit Tengah Industrial Park, 14000 Bukit Mertajam, Penang, Malaysia, Manaiaus
4. Dell Products (Poland) Sp. z 0.0.
ul. Informatyczna 1, 92-410 Lodz, Poland, MonbLwa
5. PCE Technology de Juarez S.A. de C.V.
Blvd. Internacional #888, San Jeronimo CD Juarez, Chihuahua C.P. 32505, Mexico, Mekcuka
6. Dell Computadores do Brasil Ltda.
Av. Emancipagao, 5000, 13184-654 - Hortolandia — SP Brazil, Bpaaunwus
7. Dell International Services India Private Limited.
Sriperumbudur Hi-Tech SEZ SIPCOT Industrial Park, Sriperumbudur Phase-ll Sunguvarchatram Post
Sirumangadu Village, Sriperumbudur Taluk Kancheepuram, Tamil Nadu 602108, India, Uxaus

bnoku nuTaHnsa
D495E-S1, D750E-S6, D750E-S7, D1100E-S0, D1600E-S0, D2000E-S0
E750E-S1, E495E-S1, E1100D-S0, Z2000E-S1
/< ol L750E-S0, L1100E-S1
([ ;"Fléitié:é’gi? ?E}Elli, F1600E-S0
e | R g

M. . Bpatyxux

{MHALWANLL. amMunug)

T.A. MyxuHa

(MHALMANE, Damunis)

OBOAHTEAD ()’H()M{OMO‘LQHHOO
10) OpTaHa Mo cepTHPHKAHH
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N :—731\(.{16;3] (axcnepr-ayaurop)

(axcnepro1 (axcmeprri-aysuTopst))




