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1. OBIIMUE NMOJIOKEHUA

1.1. 3akynka y eIMHCTBEHHOr0 NOCTABIIMKA (HUCIOJHUTeNs, MOAPAIYMKA)(Hajdee TaKKe —
3akynka) — crnoco0 3akymnku, He sBJstomuiics (opmoit mposeaenust Topros, B pamkax kotoporo 3A0
«'JIOBYC-TEJIEKOM» (manee OOmiecTBO) mpemiaraet 3akiarounuth JJoroBop (JJoroBopbl) TOJBKO OJIHOMY
MOCTaBIIUKY (MCIIOJHUTENIO, MOAPSIAYUKY) JUOO MpUHUMAeT IMpeajiokeHue o 3akitoueHun Jlorosopa
(J1oroBopoB) OT 0JIHOTO MMOCTABIIUKA (MCIIOTHUTEIS, MOAPSIIUMKA).

1.2. 3aka3unk — opraHusanus, ykazaHHas B myHkTe 1 pasgena 2 «MHpOpManMOHHOW KapTh»
Hacroden JJokymeHTanuu.

1.3. OpuunanbHplii caiT — caiiT B WHOOPMAIMOHHO-TEJICKOMMYHUKAIIMOHHONW ceTH «HTepHEeT»,
UCTIONB3YEeMBI  JUIS  pa3MelieHus  MHQOpMamud O  3aKyoKax  TOBapoB,  paboT,  YCIyT,Ilo
aapecyWwww.zakupki.gov.ru.

1.4. Caitit O6mecrBa — CaiiT oOuiectBa B MH(DOPMAIMOHHO-TEICKOMMYHUKAITMOHHOW CETU
«UaTeper» — www.globus-telecom.com, KOTOpbIii HCIOIB3yeTCsl OOMIECTBOM JUIS pPa3MEIICHHS
uHpopmanuu B cootBeTcTBUU ¢ D3 PO ot 18.07.2011 Ne 223-D3 u [lonoxxenuem OO1iecTBa.

1.5. IIperenaeHnT Ha yuyacTue B 3akynke (aajee takxke — «IIperenaenT») — moboe OpUIUIECKOE
JUIO0 WJINM HECKOJbKO IOPUAMYECKUX JIMI, BBICTYyHAIOIIMX Ha cTopoHe oaHoro [Iperennenrta 3akynku, audo
a000e Gu3ndecKkoe JTUI0 WM HECKOIbKO (PM3NYECKUX JIMII, BHICTYNAIONINX Ha cTOpoHe oaHoro [Iperennenta
3aKynky, B TOM YHCJIC WHIAUBUAYAIBHBIH MPEANPUHUMATE]IF WJIA HECKOJIBKO HHIUBUIYaThHBIX
npeIrnpuHUMaTesIe, BBICTYNAlONMX Ha cropoHe onHoro IIperennmenTta 3akynku, ¢ KeM IUIaHUPYETCS
3aKJII0UYEHHE TPaXK1aHCKO-TIPaBOBOr0 JI0T0OBOpa

1.6. HayanpHasi (MakcHMMAaJbHAsl) ILeHA JA0TOBOpPa—IpelelbHO JAOMyCTUMas IieHa JOroBOpa,
yKa3aHHas 3aKa34uKoM B IyHKTe 7 paszaena 2 «MHpopManmoHHON KapTeD»y HacTOANIEeH JlOKyMEHTAIIH.

1.7. Ioso:xxenne o 3akynkax — Ilonoxenue o 3akynkax ToBapoB, pabot, yciyr 3A0 «I'JIOBYC-
TEJIEKOM», yrBepxkaéanoe Coerom aupektopoB Oomiectsa (IIporokoa Ne 139 or 27.12.2012).

1.8. U3BenieHue o0 mnpoBeleHUM 3aKyNKM Y €IMHCTBEHHOr0 TMOCTABIIMKA (UCIOJHUTES,
noapsaaunka) (majgee rtakike — «M3BemeHue») — HeoThbeMJIeMas 4YacTh HacrosAmen JlokymeHTtamuu,
coJepxaliecs B KOTOPOM CBEIEHHS COOTBETCTBYIOT CBEJIEHHSM, COJEp)KallUMCS B  HacTosIel
JloxyMeHTanuu.
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2. HOOPMAIIMOHHASA KAPTA

Ne
w/n HaunmenoBanue n/n Conepxanue
1 3akazuuk 3A0 «'JIOBYC-TEJIEKOM»
Opuangeckuii anpec : 127018, Poccus, r. Mocksa, yi1.
OG6pa3snosa, 1.38.
[TouroBsrit anpec: 127018, Poccus, r. Mocksa, yi. O6pasiosa,
n.38.
Anpec mectonaxoxnaenus: 127018, Poccus, r. Mockaa, yi1.
OO6pasmosa, 1.38.
JloKyMeHTBI, Mpe1yCMOTPEHHBIE HacToAIIeH JloKyMeHTanueu,
MOJIeXKAT HAMIPABIICHHIO O CIEAYIOUINM PEKBH3UTAM JIJIs
COOTBETCTBYIOIIECTO BUIa KOPPECIIOHICHIINY:
[TouroBsiit anpec: 127018, Poccus, r. Mocksa, yi. O6pasiosa,
n.38.
Anpec anekTpoHHO# mouTsl: a.denisova@globus-telecom.com
KonTtakTHOE 1110 110 TIponeaype 3aKyIKu:
JHenncoBa Auronnna Kimapnuesna, 8(495) 9800127,  E-mail:
a.denisova@globus-telecom.com
2 [Ipeamer 3akynku. 3akiroueHre JOroBopa Mo OKa3aHUI0 YCIYyT TEXHUYECKON
O0Bem ocTaBKU TOBapa
MOJJEPKKH TEIEKOMMYHHUKAIIMOHHOTO 000pyI0BaHus (PUPMBI
Huawei na cett 3A0 «I'JIOBYC-TEJIEKOM»
3 Mecto, yCIoBUSI U CPOKHU TIOCTABKU 127018, Mocksa,yin. Obpasmosa, 1.38. Cpok mgorosopa: 01
TOBapa, paboT U ycIIyr ntons 2013 1. mo 30 uromns 2014 r.
VYcnoBust oka3aHUsl yCIyT: ONpECICHbI B pa3lienie 3 HaCTOSIICH
JoxymeHnTanuu.
4 HNndopmannonnoe obecrieueHue Hacrodmas gokymeHTtanus pasMmemeHa Ha caiite 3A0
IPOBEJICHUS MPOLETYPhI 3aKyIIKH «'JIOBYC-TEJIEKOM» www.globus-telecom.com, a taxke Ha
odunmansHOM caiite www.zakupki.gov.ru
5 Jara ony6nukoBanus M3Bemienus o «28» asrycra 2013 rona
MPOBEJICHUH 3aKyIIKH
6 ®dopma, CPOKH | ITOPSJIOK TTOCTaBKU | OTIPEIeNICHO B pasaene 3 HacTosuel JJokyMeHTamm
TOBapa, ycIayr u padboT
7 Hauanbnas (MakcuMalbHast) 1ieHa Havanbnas nena gorosopa:  19219,84 gonn. CHIA Bxitouas
JIOTOBOpa HJC 18%
8 [Topsimox hopMupoBaHUS 1IEHBI Ilena dopmupyercs Ha ONTOBOM PBIHKE, B 3aBUCHMOCTH OT
JIOTOBOpPa CIIpOCa U MPEIOKEHUH.
9 OdurmanbHbIN A3BIK 3aKyTTKH Pyccknii
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w/n HanMeHoBaHHe I/MI Conepxanue
10 |Bamrota 3akynku Poccutickuit pyoib
11  |Ilopsaok, MecTo, AaTa Havaja u He ycranosinensr

OKOHYaHUS CPOKa MPeICTABICHUS
JIOKYMEHTOB Ha y4acTue B 3aKyIlKe

12 | Mecro u naTa pacCMOTPEHHS [IpennoxxeHus: y4acTHUKOB 3aKylKd HE pPacCMaTPHUBAIOTCS,
NPEIOKEHUH MTPETEHICHTOB U UTOTH 3aKYIIKU HE MOJIBOMSATCS
MOJIBEJICHUE UTOTOB
13 |Kpurepun omeHKH 3as5BOK Ha He ycranoBiieHs
y4acTue B KOHKYpCe
14 | Mertoauka OIICHKH 3asBOK Ha He ycranoBiieHs
ydacTue B KOHKypCe
15 TpeboBanust k TOBapy OIIpEeJIeJICHO B pasjelie 3 HacTosmel JlokyMeHTanun
16 Bo3MOXHOCTE M3MEHEHUS LIEHBI e B TekcT Jlorosopa,

JIOTOBOpa ¥ 00beMa
3aKyIaeMOT0TOBapa, a TAKIKE MHBIX
YCJIOBHUI JIOrOBOpPA

3aKJII0YaeMOro 10 pe3ylbTaTaM
poueaypsl 3aKylKH, MO COTJIAIIEHUI0 CTOPOH MOTYT OBITh
BHECEHBI CIIe1yIOINEe U3MEHEHUS:

—1ieHa JloroBopa MoxeT OBITh CHIJKCHa 0e3 HM3MCHCHHS
IIPEYCMOTPEHHBIX JOIOBOPOM 00bEMA YCIIYT;

—MHbIE, U3MEHSIOIUE YCIOBUS JIOTOBOPA B JIYULIYIO JUIS
3aKazyukKa CTOPOHY.
e lI3mMeHeHue U pacTopxeHue JloroBopa, 3aKJIIOYEHHOTO IO
pe3ynbrataM 3aKylKH, OCYIIECTBISETCS B MOPSAKE U IO
OCHOBAHUSIM, IIPENYCMOTPEHHBIM MTOJIOKEHUSIMH JJOTOBOpa, A
TaKXe 3aKOHOAATENbCTBOM Pocculickoit denepanuu.
B cnywae ecnu npu 3aKiIr04€HMH WIKM UCHIOJHEHMM J[oroBopa,
[0 KOTOPOMY OCYILIECTBISIETCS IOCTaBKa, U3MEHSIOTCA
o0beM, IIeHa 3aKylmaeMbIX TOBapoB, paldoT, YCIyT WJIU CPOKU
WCIIOJIHEHUSI JIOTOBOpa IO CPAaBHEHMIO C YKa3aHHbIMH B
IIPOTOKOJIE, COCTABJIIEHHOM II0 pe3yibTaraM  3aKyIKH,
3aka3yuk He no3jaHee yeM B TeueHue 10 (gecsitu) nHel co AHs
BHEceHUs1 u3MeHeHud B JloroBop  pasMemiaer  Ha
OdununansHoM caiite nHopmanmio o6 n3mMeHenuu Jlorosopa
C YKa3aHHEM H3MEHEHHBIX YCIOBUM.




18 Tpe6oBaHUs K y4aCTHMKaM U NOATBEpPXKAAOLWME UX AOKYMEHTbI

1 Oo0s3aTeabHbIE TpQﬁOBaHHH mo HpﬂBOCHOCOﬁHOCTI/I YYaCTHHUHKA 3aKYIIKH

TpedoBanust

HoarBep:kaamme J0KYyMeHTbI,
NnpeacTaB/sieMble Y4aCTHUKOM
3aKyNKH

Mpumeuanue

Hanuuue rocynapctBeHHON
PETUCTPALMH - JJIS FOPUANYECKOTO
JIMLA, UHAUBUALYAJIBHOIO
IIPEeATPUHUMATENS

Konuu yupeauTenbHbIX U
PETHCTPAIMOHHBIX IOKYMEHTOB (YCTaB,
CBUJIETEJILCTBO O PErUCTPALIUU U O
MTOCTAaHOBKE HA y4eT B HAJIOTOBOM
opraHe, 0 BHECEHUH 3aIHCH B
EI'PYOJI)- nist ropuandeckoro jauia,
CBUJIETEJILCTBO O PETUCTPALIUH U O
MTOCTAaHOBKE HA y4eT B HAJIOTOBOM
oprase, o BHeceHuu 3anucu B ET' PUII
JUTSL UHIUBUYaTbHOTO
peANpPUHUMATEIS,

Komnuu 3aBepstorcs
YYaCTHMKOM 3aKyNKH /
IIPEICTaBIIAIOTCS
HOTApUAJIBHO 3aBEPCHHBIE
KOIIMH

Brimucka uz EI'PYOJI (ET'PUIT)

Wnu HoTapuansHO
3aBEpPEHHAs KOIHS TaKOU
BBIITHCKH.

Cpox BbIJIauM BBIMTUCKU HE
JIOJDKEH TIpeBbImarh 60
JHEH A0 JHS OKOHYAHUS
IoJa4Yu 3asIBOK

OTcyTcTBHE B COCTaBe
HCTIOJTHUTEIIHHBIX OPTaHOB
OpraHM3alfy JUCKBATHU(PHUIIMPOBAHHBIX
71| (TTepeueHb OpPTaHM3AIHiA, B COCTaB
KOTOPBIX BXOJIST
JTUCKBATU(UITUPOBAHHBIC JIUIIA, YKa3aH
Ha opunmansHOM caiite DHC
http://www.nalog.ru/ pasaen «mpoBepb
ce0s ¥ KOHTpareHTa)- s
FOPUIMYECKOTO JIIIA,

CkpuH-moT ¢ caiTawww.nalog.ru,
MOITBEPK A0 OTCYTCTBUE B
COCTaBE UCIIOJHUTEIBHBIX OPTaHOB
OpraHu3alui JUCKBATU(DHUIIMPOBAHHBIX
JIULL

OtcyTcTBHE B peecTpe
HEJI0OPOCOBECTHBIX MOCTABIINKOB,
PEyCMOTPEHHBIM

®enepanpHbM  3aKOHOM «O
pa3MeleHNH 3aKa30B Ha MOCTaBKH
TOBApOB, BBINOJIHEHNUE PadOT, OKa3aHUe
yCIyT Ui TOCYAapCTBEHHBIX U
MYHULMIIAIBHBIX HYK1» 0T 21.07.2005
rona Ne 94-®@3 - ns 10pUIUIECKOTO
TIMIIa, THIUBUIYITEHOTO
npeanpuHuMaTens, GU3NIEeCKOro JHUIa

CkpuH-1IOT C caiiTa
www.zakupki.gov.ru B gactu
OTCYTCTBUS CBEJICHUSI O0YYaCTHHUK €
3akynku B PHII

He naxoxnenue B mporecce
JIMKBUJAIMX UKW B CTaAUU MPOLEAYPhI
OaHKpPOTCTBA - AJIs FOPUAUYECKOTO
JIMia, THAUBUAYaJIbHOTO
MpeANPUHUMATEIIS

HNudopmannoHHOe MHCHEMO

Opurunai, 3aBepeHHbIN
noanuceo PykoBoaurens
OpraHu3aliy U IeYaThio.

OTCcyTCTBUE aIMUHUCTPATUBHOTO

NudopmanmonHoe nucpmMo

OpuruHal, 3aBepEeHHbIN
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HaKa3aHMs B BUJI€ TPUOCTAHOBICHUS
ACATCIIbHOCTU B NOPSAAKE,
npeaycmorpeHHoM Koaexkcom
Poccuiickoit ®eneparu 06
aJIMMHHUCTPATUBHBIX IPABOHAPYILIEHUSIX
-JU71S1 FOPUINYECKOTO JIULIa,
WHIUBUAYAIBHOTO IPEITPUHUMATENS

noAnuckio PykoBoauTesst
OpraHu3aIiy U MeYaThbio.

OTtcyTcTBUE Y yUaCTHUKA
3aJI0/KEHHOCTH 110 HAYMCJIEHHBIM
Hayioram, cO0paM ¥ UHBIM
00s13aTeJIbHBIM IUIATEKAM B OFOKETHI
TM000TO YPOBHS WIJIH TOCYIapCTBEHHBIC
BHEOIOKETHBIE (DOH/IBI 32 MPOIICAIITNN
KaJICHAAPHBIA TOJT TI0 JJAHHBIM
OyXTaJlITepCKON OTYETHOCTH 32
IIOCJIETHUN 3aBEPILIECHHBIA OTYETHBIN
MIEPUOJT - JJIS FOPUIUYECKOTO JIUIA

HNudopmannoHHOE MHCHEMO

Opurunai, 3aBepeHHbIN
noanuceio PykoBomurens
OpraHu3aliK U TeYaThio.

CooTtBeTcTBHE 0053aTEIIFHEIM
TpeOOBAHUAM K JIUIIAM,
OCYIIIECTBIISIONINM ITOCTaBKH TOBApPOB,
OKa3aHue yCIYT, BHIIIOJHEHUE padoT Ha
MPaBO OCYIIECTBIICHUS TaKOU
IEeITEILHOCTU

Komuu cBuieTensCcTB (CepTHPUKATOR) O
JOITycKe K paboTam, BbIaBaeMbIX
CaMOPETYJIMPYEMBIMHU OpPTaHU3ALUSIMHU
U JIUIEH3UN, HEOOXOAUMBIX IS
BBITIOJTHEHMS pa0OT (OKa3aHMsI YCIIYT)
I10 JIOTOBOPY B COOTBETCTBUHU C
TpebOBaHUSIMU 3aKOHOIaTeIhCTBA PD 1
KOHKYPCHOM JTOKYMEHTALIMU

Komnuu 3aBepsitorcs
YYaCTHUKOM 3aKyNKH /
IIPEICTaBIISIOTCS
HOTAapUAJIHO 3aBEPCHHbIE
KOITMH

VY4acTHUK J10JIKEH OBbITh IPaBOMOYEH
[IOAATh 3asBKY, IIOAIUCATh JOTOBOP

JIOKyMEHTBI, MOJITBEPKIAOIINE
MOJTHOMOYHS JIOJDKHOCTHBIX JIMII,
JCHCTBYIOINX OT UMEHH OPTaHU3aINH:
Kommst npoTokona (pemieHusi) 06
NU30paHUK PYKOBOIUTENSI OpraHH3aliH,

Komuu  mpukazoB o Ha3Haue€HUU Ha
JOJDKHOCTD PYKOBOTUTEIIS
OpraHu3aIiy U TJaBHOTO Oyxranrtepa (¢
MOAMUCAMU  YKa3aHHBIX  JIIl 00
03HAKOMJICHUH )

Konnu 10KyMEHTOB, yIOCTOBEPSIOLINX
JUYHOCTH PYKOBOJUTENS U TTIABHOTO
Oyxranrepa OpraHu3aluu

Konuu noBepeHHOCTEH, B Cilyuae, eciu
OT UMCHU OpraHu3allun )IeflCTByeT HEC
€ PYKOBOJIUTEIh

Kommu ,Z[OBCpCHHOCTCﬁ, B CJIy4dac €Clin
OT X UMCHHU HeﬁCTBYIOT HWHBIC JIUI1a

Komnuu 3aBepstorces
YYaCTHUKOM 3aKyNKH /
IIPEJICTaBIISIOTCS
HOTapHUaJIbHO 3aBEPEHHBIE
KOITMH




3.MMPOEKT JOT'OBOPA
CONTRACT FOR TECHNICAL SUPPORT SERVICES

(i) BY AND BETWEEN:

(i) CJSC "Globus Telecom"
(iii)
(iv)  Hereinafter referred to as “the Customer”

(v  AND

(vi)

(vii)

(viii)  Hereinafter referred to as “the Contractor”

[OrOBOP HA OKA3AHWE YCNYI TEXHUYECKOW
NOAOEPXKH

(ix)  SAKMIOYEHHBIN MEXIY:
(x)
(xi) 3AO “T'JIOBYC-TEJIEKOM”
(xii)
(xiii) MmeHyembIM B AanbHenwweM “3aka3uuk”
(xiv) W
(xv)

(xvi)
UmeHyeMbIM B AanbHenwem “UcnonHutenn”

Contract Ne / [loroBop Ne
Signing date / [lata nognucanus: , 2013/ 2013r.
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— DEFINITIONS AND INTERPRETATION:

The terms and expressions defined hereinafter
between quotation marks with a capital letter, will be

Copepxatue [loroBopa

Crartbst 1. MNpeamet dorosopa

Cratbs 2. LleHbl v Obwas croumocTb Jorosopa

Cratbd 3. Ycnosus onnatl

Cratbs 4. 3aBepeHus 1 MapaHTuu. Mpuemka.

Cratb 5. MNpaea Ha MHTeNNeKTyarnbHyo COBCTBEHHOCTL
Crartbs 6. Nepenaya npas n o6s3aHHocTen. Cybnoapsg
Cratbs 7. TexHndeckne mogudmkaumm

Crartbst 8. OblLee orpaHyeHe OTBETCTBEHHOCTH
Cratbs 9. ®opc - maxop

Cratbs 10. PaspeLueHue cnopos

Cratbs 11. KoHpuaeHUmansHocTb

Cratbs 12. PactopxeHue [loroBopa

Cratbs 13. YBEOOMNEHUS 1 OTYEThI

Cratbs 14. Betynnenve B cuny n Cpok gencraums
Horosopa

Cratbst 15. OBLpe ycnosus

Cratbs 16. Peksnantsl CTOPOH

MpunoxexHus k [loroBopy:

Mpunoxexne 1: OnucaHre Ycnyr TEXHUYECKOR NOAAEPKKU

Mpunoxexne 2: LieHbl Ha Yenyru. MepeyeHsb
obopyaoeaHus

Mpunoxexne 3: PopMbl JOKYMEHTOB

— OMNPEAENEHUA U TONTKOBAHUE:

TepMUHbI 1 BbIpaXeHWsi, NPUBELEHHbIE HUXKE B KaBblukax C
3arnaBHoi Oykebl, GyayT MCMONb30BATLCS B HACTOSILLEM



capitalized throughout this Contract and shall have the
meaning assigned to them hereby:

"Contract" - shall mean the present Contract for
Technical Support Services between the Contractor
and the Customer including its Annexes, any
supplementary agreements and any succeeding
amendments thereto.

"Technical lifetime of the Equipment" — shall mean
the period during which the Contractor shall provide the
Customer the use of Equipment for the purpose and
the ability to select the Service package based on
Customer requirements.

"End of Service" ("EOS") — shall mean the date after
the Contractor shall ensure that the Customer can
choose the Service package for the Equipment, based
on Customer requirements, except for the Software
Support and the Spare parts support. The list of
Equipment and Service package listed in Annex 2.

"Technical Support Period" — shall mean the period
referred to in the Annex 2 hereto during which the
Contractor shall provide the Services to the Customer.

"Quarter" - shall mean the period equal to three
month. Quarters counting starts since the beginning of
year.

"Technical Support Services" ("Services") - the
relevant services to be performed by the Contractor
under the terms and conditions contained herein,
described in Annex 1 to this Contract.

"System" - shall mean the whole network of the
Customer or any part thereof, i.e. the specific list of the
Equipment to be mutually agreed upon between the
Parties and to be listed in Annex 2 to this Contract.
"Total Value of the Contract" — shall mean the total
value of Services (as defined above) provided by the
Contractor hereunder, due to be paid by the Customer
pursuant to this Contract as detailed in Article 2 of this
Contract.

Except to the extent otherwise specifically provided in
this Contract, the technical terms and expressions
which are not expressly defined herein (such as but not
limited to Software, Hardware, etc.) shall have the
meanings as they are generally understood and utilized
within the telecommunication industry.

The present Contract for Technical Support Services is
made and entered into by and between:

CJSC “Globus Telecom”, represented by

, operating on

the basis of the Power of Attorney Ne _  dated

[loroope ¢ 3arnaBHoi GykBbl M ByoyT WMETb 3HaueHue
TaKoe, kak ykazaHo Huxe:

"MoroBop" - Hactoawwmi [loroBop Ha OkasaHue yCnyr
TeXHM4eckon nogaepxku c [punoxeHnsamm u nobbimmn
nocneayoLwMM1M  AONONHATENbHBIMU  COrMALLEHUaIMU 1
nonpaskaMu K HEMY, 3aKntoYaeMblin Mexay VcnonHuTenem
1 3aKa3umKkoM.

"Cpok Cnyx0bl O6opynoBaHus" ("Cpok Cnyxobi") —
O3HayaeT nepuwog, B TeyeHne KoToporo lMcnonHutenb
obsizyetca  obecneunBatb  3akasuMky — BO3MOXHOCTb
ucnonb3oBaHus  OBOpy4OBaHMS MO HAasHAYEHMO U
BO3MOXHOCTb  BblbOpa naketa Ycnyr, ucxogs U3
TpeboBaHnin 3akasuuka.

"3aBepwenne Cpoka Cnyx06bl O6opynoBaHua" -
O3HayaeT  [faty, NOCMe  HaCTynfeHus  KOTOpOW
WcnonHutenb  obsisyetca  obecneunBatb  3aKkasumky
BO3MOXHOCTb Bbl6opa naketa Ycnyr ans O6opyaoBaHus,
ncxods m3 TpeboBaHni 3akasumka, 3a UCKIKYEHWEM YCnyr
no nogaepxke MNporpammHoro ObecneyeHns u noaaepxke
3anacHbix Yacten. MepeyeHb O6opynoBaHMs W NakeToB
Yenyr ykasaH B [NpunoxeHun 2.

"CpoK TeXHMYECKON nopfepKKu" — O3HayaeT nepuop
BPEMEHW, YKa3aHHbIi B [punoxeHun 2 K Hactosemy
[loroBopy, B TeYeHMe KOToporo McnonHuTenb okasbiBaeT
3akasuuky Ycnyru.

"KBapTan" - 03HayaeT nepuoa BPEMEHU PaBHbI TPEM
Mecsuam. OTcyeT KBapTanoB Be4eTcs C Hayana roga.

"Yenyru TexHuueckon nogaepxkun” ("Yenyru") - ycnyrm,
OkasblBaeMble  McnonHutenem B COOTBETCTBMM  C
HacToswmm [loroBOpoM, onucaHHble B MpunoxeHun 1 K
HacTosemy [orosopy.

"Cuctema" - BCS ceTb 3akasuuka unu mobdas ee yacTb,
T.e. onpegeneHHbIi nepeveHb  OBopyposaHus,
noanexawui cornacosaHnio CTOPOHaMM M ykasbiBaeMblii
B [punoxeHun 2 k HacTosiemy [lorosopy.

"O6wasa croumocte [loroBopa"” - obwas CTOMMOCTb
OkasblBaeMblx McnonHutenem Ycnyr (no npuBeaeHHOMY
Bbllle ONPedeneHuio), BbinnaynBaemas  3akasumkom
WcnonHutenio  cormacHo  Hactosiwemy  [orosopy,
ykasaHHas B Ctatbe 2 HacTosLero [lorosopa.

3a  WCKNIOYeHWeM  cryyaeB, MPSMO  OTOBOPEHHbIX
HacTosAwmmM  [loroBOopoM, — TEXHUYECKMEe TEpMUHbI U
BbIPXEHMS, OOHO3HAYHO He OnpefeneHHbIe B HACTOALLEM
[loroBope (B TOM uucrie, HO He Tonbko, [porpammHoe
obecneyenne, AnnapaTHble CpeacTaa v ap.) byayt nmeTb
3HayeHWe Takoe, NOA KOTOPbIM YKa3aHHblE TEPMUHbI
06bI4HO MOHWUMAIOTCS n ncnonb3yTes B
TENeKOMMYHUKaLMOHHON OTpachu.

HacToswwwi [loroBop Ha okasaHue ycryr TeXHUYeCcKom
NOAAEPXKKI 3aKMIOYEH MEXAY:

3aKpbITbIM  aKLMOHepHbIM obwectBom “ITIOBYC-
TENEKOM”, B nuue ,
[eNCTBYIoWero Ha ocHoBaHuu [loBepeHHocTM Ne _ oT




(hereinafter referred to as the roga  (AMeHyembiM B AanbHemwem
“Customer”), «3aKasumK»),
AND N
acting on the basis of the Power of Attorney No. B Mue

dated (hereinafter referred to
as the “Contractor”).

(if and when applicable Contractor and Customer
herein below may be individually referred to as “Party”
and collectively as “Parties” as the context requires)

CONTRACTOR AND CUSTOMER HEREBY
DECLARE TO HAVE AGREED AS FOLLOWS:

Article 1. Scope of Contract.

1.1 The scope of this Contract is to provide Services to
the Customer according to the terms and conditions set
forth in this Contract.

1.2 The provision of Services shall be performed and
completed in accordance with the description of
Services agreed upon in Annex 1, list and prices for
Services specified in Annex 2 and within the period set
out in Annex 2 hereto.

Services shall be provided in accordance with the
“Bronze” package of services, as explicitly described in
Annex 1 hereto. The package of Services selected by
the Customer shall be indicated in the Annex 2 hereto.

Article 2. Prices and the Total Value of the Contract

2.1 The Total Value of the Contract including 18% VAT,
due to be paid by the Customer for the provision of
Services is ( ). The
Total Value of the Contract consists of the Contract
Price of ( ) and of
the Value Added Tax of

( ) (VAT rate is currently 18% in
accordance with the applicable laws of the Russian
Federation). The details of the Contract Price are set
out in Annex 2 to this Contract (hereinafter «Contract
Price»).

The Price of the service from June, 01 2013 till June,
302013 is ( ) including VAT.
The Price of the following periods (from July, 0l 2013 till
September, 30 2013, from October, 01 2013 till

[EeNCTBYIOWEro Ha  ocHoeaHuu  [loBepeHHOCTM  Ne
oT roga (MMeHyeMbIM B
panbHenwem «UcnonHuTenby).

(B panbHeiwem Korga HeobBXOOQMMO U MPUMEHMMO MO
TekcTy McnonHutenb u  3akasuuk 3gecb UM panee
WHaMBMOYanbHO UMeHytoTcs “CTOpoHa” W COBMECTHO
“CTopoHbI")

WUCIMONHNTENb W 3AKA34KK OTOBAPVBAIKOTCA O
CNEOYIOLWEM:

Cratba 1. MpeameT Oorosopa.

1.1 Tpegmetom HacTosiwero [loroBopa  sBRsieTCS
okasaHue  Wcnmonnutenem  3akasumky  Yenyr, B
COOTBETCTBMM CO CPOKaMW 1 YCIOBUSMM, M3MOXKEHHBIMU B
HacTosLwem [loroBope.

1.2 OxasaHve Ycnyr WcnonHutenem W Ux BbINOSHEHWE
[OMKHbI OCYLECTBAATLCA B COOTBETCTBUAW C ONUCaHWEM
Ycenyr, npueeaeHHoM B [TpunoxeHun 1, nepedHem Ycnyr u
LeHamu Ha Ycnyru, ykasaHHbiMu [punoxennn 2, v B
CPOKW, OrOBOPEHHbIE B [pUnoxeHum 2.

ObcnyxunBaHve  NpouW3BOAMTCA B COOTBETCTBUM  C
“BPOH30BbLIM” NAKETOM YCNyT, KOTOPbIE NOAPOBHO OMMCaHbI
B lMpunoxenun 1 k HacTtoswemy [oroeopy. BbibpaHHbIi
3akasumkom naket Ycnyr ykasbiBaeTtcs B [NpunoxeHuv 2 K
HacToswlemy [orosopy.

Cratba 2. LeHbl v O6was ctoumocTb [loroBopa

2.1 Obuwas cToumocTb Hactoswero [loroBopa, BKM4as
18%  HOC, BbinnausBaemass  3akas3umkom  3a
npegoctaBnennme  Ycnyr,  cocTaBnseTt

( ). Obwas croumocTb [Jorosopa coctout
u3 LeHbl [orosopa ( )
Hanora Ha fo6aBneHHy cTtoumocTb ) (no
craske HAC 18%, npumeHsiemoit B HacTosiliee Bpems B
COOTBETCTBMM C  [ENCTBYIOLUMM  3aKOHOLATENbCTBOM
Poccuinckon  ®egepumm). LleHa [loroBopa ykasaHa B
MpunoxeHnn 2 k Hactoswemy [orosopy (nanee «LleHa
[lorosopay).

Cronmoctb oBcnyxuBaHns 3a nepuog C no
COCTaBuT ( )

Bkntoyas HAC.
CronmocTb obcnyxuBaHus 3a nocregylolme nepuodbl (c
no , C no ) cocTaBnseT

( ) Bkmioyaa HAC 3a




December, 31 2013) is

( ) including VAT for every period.

The Price of the period from January, 01 2014 fill
Marchr, 31 2014) is ( )
including VAT.

The Price of the period from April, 01 2014 till May, 31
2014 is ( ) including VAT.

2.2 The Contract Price is fixed for the whole Technical
Support Period.

2.3 If the VAT rate changes, the Contract Sum shall
change correspondingly.

— Atrticle 3. Payment conditions.

3.1 All payments shall be effected by wire transfer of
funds to the following bank account of the Contractor,
according to its banking requisites, indicated in the
present Contract.

It is incumbent upon each Party to immediately notify
the other Party in writing or by telefax about any
changes in the items and/or requisites, mentioned
under Article 16 below.

3.2 All payments shall be made in accordance with the
following Payment Schedule:

3.21  Twenty five (25%) per cent of the Contract
Price, indicated in Article 2 above, i.e. the

amount of ( )
including 18% VAT of
( ) shall be paid

by the Customer within five (5) days after the
Contract coming into force but in any case
before commencing of the Services.

3.22 Twenty five (25%) per cent of the Contract
Price, indicated in Article 2 above, i.e. the

amount of
( ) including
18% VAT of ( )

shall be paid by the Customer within two (2)
months after the Contract coming into force.

3.2.3 Twenty five (25%) per cent of the Contract
Price, indicated in Article 2 above, i.e. the
amount of (Four thousand
eight hundred and four US dollars and 96
cents) including 18% VAT  of

( ) shall be

Kaxablii nepuoa,.
CtommocTb obGCnyxMBaHWst 3a nepuog € _ Mo

COCTaBnseT ( )
Bknovas HAC.
CroumocTb obCnyxvBaHus 3a nepuog C¢ __ No
COCTaBUT (

) Bkntoyas HAC.

2.2 llena [oroopa ycTtaHaBnuBaeTcq Ha Becb Cpok
TexHuyeckon Nogaepku.

2.3 Ecrm craBka HOC wuamenntcs, O6L@s CTOMMOCTb
[loroBopa TaKke COOTBETCTBEHHO N3MEHMTCS.

— Cratbsa 3. YcnoBus onnartbl.

3.1 Bce nnaTtexu OCyLECTBASIOTCA NyTEM NepeyncrneHus
CPEACTB Ha pacyeTHbli CYET MCnonHWUTeNs cornacHo ero
OaHKOBCKMM  PEKBM3WUTaM, YKasaHHbIM B  HACTOSILLEM
[Horosope.

B cnyvae Kakux-nubo W3MEHEHMA B pekBuavTax W/unu
AaHHbIX, ykasaHHbIX B CTatbe 16 Huke, cosepLiaioLias
n3meHeHns CTOpOHA AOMKHA HEMEONIEeHHO W3BECTUTb
apyryto  CTOpoHY B NWUCbMEHHOM ¢hopMe uMnM Mo
Tenedakcy.

3.2 Bce nnatexu OCYLLECTBNAIOTCA B COOTBETCTBUW C

Hkecneayowwmm Mpadukom Mnatexen:

3.21 [eaguatb nsatb npoueHToB (25%) oT LleHbl
[orosopa, ykasaHHOM Bbiwe B CTaTtbe 2, T.e.

cymma B pasmepe
( ), BKMoyast
HOC 18% B pasvepe _  ( ),

BbINna4MBaeTCcs 3aka3unkoMm B TeveHue natu (5)
[Hen nocne BCTynneHus Hactoswero [lorosopa B
cuny, Ho B Job6OM cnysae [0 Havana
npegocTasnexns Yenyr.

3.22 [Baguatb nATb npoueHToB (25%) OT LleHb
[orosopa, ykasaHHoW Bbiwe B CTaTtbe 2, T.e.
CymMMma B pasmepe ( ),
BKMtoYas HOC 18% B pasmepe

( ),
BbiNnayMBaeTca 3aka34nkoM B TeyeHre aByx (2)
MecsLeB  nocne  BCTYMMEHWS  HACTOSLLEro
[lorosopa B cuny.

3.23 [eaguatb nsaTb npoueHToB (25%) oT LleHbl
[oroBopa, ykasaHHoW Bbiwe B CtaTtbe 2, T.e.
cymMa B pasmepe ( ),
Bkntouass HAC 18% B pasmepe
( ), BbINya4nBaeTCs
3akasumkom B TeueHne natn (5) mecsues nocne




paid by the Customer within five (5) months
after the Contract coming into force.

3.24  Twenty five (25%) per cent of the Contract
Price, indicated in Article 2 above, i.e. the

amount of ( )
including 18% VAT of
( ) shall be

paid by the Customer within eight (8) months
after the Contract coming into force.
3.3 The obligations of the Customer to effect the
payments, as defined in Article 3.2 above, shall be
deemed wholly and duly completed upon the crediting
of the respective payment to the bank account of the
Contractor.

3.4 The Contractor shall be entitled to refrain from the
Services commencement untl  the  payment
contemplated in the Article 3.2.1 hereof is made by the
Customer in full; the total value of the Contract in this
case shall not be changed. In the event the Customer
defaults in payment of any amount payable under this
Contract on the due date, the Contractor reserves the
full right to declare that all of its obligations under this
Contract shall be suspension andfor termination
forthwith and/or to declare that the repayment of the
instalments will become immediately due, whereupon
such repayment will become immediately due and
payable and will be paid together with all interest
accrued up to the date of such repayment and all other
amounts payable by the Customer pursuant to this
Contract, including damages resulting from the
suspension and/or termination of this Contract.

3.5 The payment to the Contractor for the Services
provided under the present Contract shall be effected
in Russian roubles. The Rouble equivalent of the
payments shall be calculated on the basis of the official
exchange rate of the Rouble versus the USD set forth
by the Bank of Russia on the date of payment.

3.6 In the event that, due to a change in the official
exchange rate of the Ruble versus the USD after the
date of invoice,,the Ruble amount of payment received
by the Contractor is less for more than three (3%) per
cent comparing to the Ruble equivalent of such
payment calculated on the basis of the official
exchange rate of Ruble versus the USD as of the date
of invoice, the Customer shall pay the difference
between such two amounts to the Contractor in order
to ensure that, at all times, the Contractor receives the
amount in Rubles which is equivalent to the amount of
payment calculated on the basis of the official
exchange rate of Ruble versus the USD as of the date
of invoice.

BCTYNNEeHna HacTosLlero ﬂ,OFOBOpa B cuny.

3.24 [lBapuatb nATb npoueHToB (25%) ot LleHbl
[orosopa, ykasaHHoW Bbiwe B CTaTtbe 2, T.e.
cyMma B  pasMepe
( ), Bknovas HOC 18% B pasmepe

( ),
BbINaYnBaeTCa 3akasynkoM B TEYeHWe BOCbMU
(8) mecsuUeB mocrie BCTYMMEHWS HACTOALLEro
[orosopa B cuny.

3.3 ObsszatensctBa 3akasumMka MO  OCYLLECTBIIEHWIO

nnatexeit cornacHo Cratbm 3.2 cYuTaKTCes
BbINOSHEHHBIMM Hagnexalym o06pa3oM Mo 3a4YMCNEHMIO
COOTBETCTBYIOLLErO MraTexa Ha  pacyeTHbIn  cyeT
WcnonHutens.

3.4 VcnonHutenb BrnpaBe He NpUCTYNaTb K OKasaHWto
Yenyr 40 MOMEHTa MOMHOM onnathl 3aka34ukoM CyMMbl,
ykasaHHom B Ctatbe 3.2.1 HacToswero [Jorosopa; obLias
cToumocTb [loroBopa npu 3TOM He MOAMEXUT U3MEHEHWHO.
B cnyyae HapyweHus 3aka3umkoMm 00si3aTensCTB MO
CBOEBPEMEHHO  BbiNnaTe  Kakon-nmbo  Cymmbl  NO
HacTosiwemy [loroBopy, MicnonHnTenb ocTasnsieT 3a coboi
NofHOE NpaBO  3asBWTb O  MPUOCTAHOBKE  W/WMK
npekpaLieHnn Bcex CBOMX 00s3aTenbCTB Mo HACTOsALEMY
[loroBopy w/mnn 3asBuTb, UTO MfaTexu noanexar
HEMEeANEHHON onnare, NPUYeM 3TV NNATEXN AOMKHbI ObITb
BbiNfaYeHbl He3amMeanuTeNnsHO BMECTE C MpOLEeHTamu,
HAYMCNEHHbIMM HA AaTy TakoW BbiNMaThl, W BCEMM
ocTanbHbIMM  CyMMamu,  Moanexawumn  onnare
3aka3unkoM B COOTBETCTBAW C HacTosmm [loroBopom,
BKMoYas  BO3MelleHMe  yulepba B pesynbrate
NPUOCTAHOBKM M/MNW NpEKpaLLEHns JENCTBUS HACTOSLLErO
[orosopa.

3.5 Onnata WcnonHutenmto 3a OKa3blBaeMble MO
HacTosiemy [loroBopy Ycnyrn npoussogutcst B pyonsix.
PyOneBbIil  3KBMBAmNEHT NnaTexXel pacCUMTbIBAETCS Ha
OCHOBE OhMUManbHOro 0OMEHHOro Kypca pybns no
oTHoweHno k gonnapy CLA, yctaHoenenHomy bBaHkom
Poccun Ha aeHb onnatbl.

3.6 Ecnu B pesynbTate M3MeHeHUs OuLMansbHoro
obMeHHoro kypca pybns no otHoweruo k gonnapy CLUA,
npouCLIeaLero nocne  BbICTaBMeHUs  cnonHutenem
cyeTa, pasMep (haKkTU4ecku nonyvyeHHon KcnonHutenem
CyMMbl nnatexa B pybnsx 6onee 4em Ha Tpu mpoLeHTa
(3%) MeHblUE MO CpaBHEHWKO C pYBNeBbIM 3KBMBANEHTOM
CYMMbl ~ MNnatexa,  pacCyMTaHHbiM  Ha  OCHOBE
odmumManbHOro 06MeHHOro kypca pybnst Mo OTHOLUEHWMIO K
ponnapy CWA Ha paty BbicTaBneHus WcnonHutenem
cyeTa, 3akasumk 00sa3aH BbINNaTUTL  McnonHuTeno
pasHULYy MeXmy Takumu OByMS CyMMamu C TeM, YTobbl B
nobom cnyyae McnonHutens NOMHOCTLIO NOMYYMn CyMMY
B pybnsx, paBHyl0 pybneBOMy 9KBWBANEHTY CyMMbl
nnaTexa, pacCyMTaHHOMy Ha OCHOBE OMLManbHOro
0OMeHHOro kypca pybns no oTHoweHuto k gonnapy CLUA
Ha [arty BbiCTaBMneHus McnonxHuTtenem cyeta.



Article 4. Representations and Warranties.
Acceptance.

4.1 General Provisions

4.1.1 The Contractor hereby represents and warrants
that all Services provided in accordance with this
Contract shall be performed and completed in a good
and workmanlike manner and fully in line with the
applicable Contractor's standard procedures and
practices and will be provided by the Contractor by
means of telephone consultation, remote excess and, if
applicable, on-site assistance and support as may be
determined by the severity of a critical or emergency
nature problem.

The Contractor hereby warrants that the Services
rendered hereunder do not and will not conflict with or
violate applicable laws of the Russian Federation as
well as any third Party rights.

The Contractor shall be fully entitled to inspect the
System at any time whatsoever upon its prior written
notification to the Customer. The Parties shall meet
and consult in good faith as to determine the applicable
resources or procedures related thereto.

4.1.2 In the event of any failure or malfunctions in
normal operation of the System caused by the
influence of any of the events described in Article 4.2
below, the Contractor reserves the right, but is under
no obligation, to render prompt services and necessary
support provided always the Customer repaying the
respective price for the said services provision to be
negotiated in good faith between the Parties through
consultations.

4.1.3 The Customer shall provide free access of the
Contractor's personnel, participating in the realization
of the Contract and shall supply necessary
infrastructure.

4.1.4 The Contractor's personnel participating in the
implementation of the Contract shall, with the
reasonable and useful assistance of the Customer,
observe and comply with all applicable internal labour
regulations, safety and security rules in force at the
Customer’s premises.

4.1.5 In order to assure remote technical support the
Customer shall provide secure (VPN) connection:

- Mandatory in case of submission of System
Investigation Request for Emergency Problems
(System Investigation Request should contain all

Cratbs 4. 3aBepenus u MapaHTum. Npuemka.

4.1 O6wme nonoxeHus

4.1.1 VcnonHutenb HaCcTOALWMM 3aBEPSIET W rapaHTUpYeT,
YyTO OKasaHWe YCnyr ¥ uX BbIMOMHEHWE B pamKax
HacToswero  [oroopa  OygeT  OCylecTBAATHCA
COOTBETCTBYHLLMMU KBaNMULMPOBAHHLIMIA criocobamn 1
MeTogamu B MOMHOM COOTBETCTBAWM C  AEUCTBYHOLMMA
cTaHgapTamu WcnonHutens nOCpeacTBOM TenedOHHbIX
KOHCYNbTaLuii, AUCTAHUMOHHOTO OBCMyXUBaHUS U, Npu
HeobXoaMMOCTH,  HEMoCPeaCTBEHHO Ha obbekte B
3aBMCUMOCTW  OT  CIIOXHOCTW  BO3HWKLLEN npobnembl
aBapUItHOrO UK YPE3BbLIHANHOTO XapaKTepa.

/cnonHuTenb HaCTOSALWMM rapaHTupyeT, u4to Ycnymu,
OkasblBaeMble licnonHWTeneM B pamkax HacTOALLEro
[loroBopa, He NPOTMBOpEYaT U He HapylarwT, u He byayT
NPOTMBOPEYUTDL nnm HapywaTtb  JelcTByloLlee
3akoHogatensCTBo Poccuiickon depepaunm unu Kakue-
nmbo npaea TPeTbUX NuL.

VicnonHuTenb ocTaBnseT 3a coboit nonHoe npaeo B noboe
BpeMsi NMPOBECTW MHCMEKLMOHHLIN ocMOTp CucTembl npw
YCIOBUM  NPeaBapUTENBHOTO  MUCbMEHHOTO  M3BELLEHMS
3akasuynka. CTOpOHbI [10rOBapMBAKOTCS O HEODXOAMUMBIX
ONs 3TOr0 pecypcax ¥ nmpoueaypax nyteM MpoBeLeHMs
NeperoBOpPOB 1 KOHCYNbTaLWA.

412 B cnyvae kakmx-nubo Henonagok wnm cboeB B
HopmanbHor pabote CuUCTeMbI NO NPUYMHAM BO3AENCTBMS
KaKoro-nnoo m3 obcToATeNbCTB, onucaHHbIX B Ctatbe 4.2
Hke, VcnonHuTenb ocTaBnsieT 3a coboi NpaBo, HO He
cBsi3aH 0053aTenbCTBaMK, OKasaTb CPOYHYI MOMOLb M
HeoOXoOuMy) MOOAEPXKYy MNpU  YCrOBUKM  BHECEHMS
3aKa34mMkoM COOTBETCTBYIOLUEH OnnaThl 3a YKasaHHble
ycnyru, cornacyemoit Mexay CTopoHamu OTAENbHO NyTeM
KOHCYNbTaLMiA.

413 3akasunk obsizyeTcs obecneuntb
BecnpenaTCTBEHHbIA [OMYCK nepcoHana McnonHutens,
y4acTBykLero B peanusayum [loroBopa U NpesocTaBuTb
HeobXxoanMYyH0 MHAPACTPYKTYPY.

414 TepcoHan Vcrnonuutens, y4acTeylowWwuid B
peanu3aumM  Hactosiwero [orosopa, obssyetcs, ¢
pasyMHOM W NpUEMNEMON  MOMOWbK  3aKa3uuka,

cobniofaTb Npasura BHYTPEHHErO TPYAOBOrO pacnopsaka
W npaBuna TexHWKM 0e30macHOCTM, AEUCTBYKLLME Ha
COOTBETCTBYHOLLUMX 06beKTax 3akasumka.

415 B uenax obecneyeHnst TEXHUYECKON MOAAEPKKM C

MOMOLbIO  YOANEHHOr0  MOAKMoYeHUs  3akasumk
npegoctasut  Wcnonnutenio  3awmwenHoe  (VPN)
NOAKIIOYEHNE:

- B obs3atencHom nopsigke B cnyyae  peructpauum
3anpoca Ha TEXHWYECKyl nopdepxky c YpoHem 1
(Kputuuecknin)  (dopma 3anpoca AOMKHA COAepXaTb



needed information which is necessary for immediate
VPN-connection (passwords and codes));

- On request by the Contractor specialists while
Problems Degree of Minor and Technical Enquire
priority.

Claims on connection safety, protocol types and data
transmission rate shall be negotiated additionaly for
every Network Element.

4.2 Warranty Exclusions

The above Warranties shall not apply to:

(xvii)  an event of Force Majeure as described
in Article 9.1 below;

(xvii)  System failure or performance drop
caused by the negligence, misuse,
misoperation, including over-capacity, or other
parameters, use is non-purchased functional
or malicious use of the System by the
Customer or by the unauthorized third party;

(xix)Any and all alteration, modification or
attempted modification thereof, removal or
erase of the bar code serial numbers or other
identifying marks on any part of the System by
any third party’ personnel not authorized by
the Contractor;

(xx) Failure of the Customer to meet the
requirements of environmental conditions
(temperature conditions, humidity and all that)
or external electrical parameters necessary for
the proper operation of the System;

(xxi)System damage due to Customer's failure to
operate in accordance with the purposes and
methods specified and prescribed in the
relevant technical specifications furnished by
the Contractor;

(xxii)  System failure due to Customer's self-
purchase of some system components from
other suppliers;

(xxiii)  Third-party equipment (SUN, IBM, DELL
and etc.), antennas, cables, cases, PC
computers, laptops, monitors and other
peripheral equipment, spare parts, electrical
equipment and supplies (materials to be

WHopmaumo,  Heobxogumyto  WcnonHutenmo  ans
HemeaneHHoro  ucnonb3oBaHua  VPN-nogknioyexus
(HeobxoamMble Ans 4OCTyna Naponu 1 kogbl));

- Mo 3anpocy cneyuammctoB WcnonHutens npu
obpaboTke 3anpocoB C YpOBHAMKM HecpouHbIn wu
HhopmaLMOHHBIN 3anpoc.

TpeboBaHus K 6e30MacHOCT  NOOKMOYEHMs,  TUny
MCMONb3yeMbIX MPOTOKOMOB M CKOPOCTW NepeaaUn AaHHbIX
cornacytrcs Vicnonuutenem " 3akasumkom
LONOMHMTENBHO NS kaxaoro CeTeBoro JnemexTa.

4.2 06cToATeNnbLCTBA, MCKIOYaKOLWMe rapaHTUm

MepeuncneHHble Bblle B cTatbe 4.1 rapaHTUKW He
AENCTBYIOT MPY HANM4YMK cregyowmx obeTosTenbCTB:

() ®opc-maxopHble 06CTOATENLCTBA, OMUCAHHBIE B
Cratbe 9.1 Huxke;

(i) Henonagkm  wrm cbom B Cucteme,
npousowweawme  BCNeacTBue  HeBpexHoCTH,
HEMPaBUNbHOTO  ODpaLLEeHNsl,  HEMpaBMIbHOV
aKcnnyatauun, B TOM 4ucre neperpyskm no

€MKOCTU nnn NHbIM napameTtpam,
ncnonb3oBaHune He3aKynreHHoro
(byHKLMOHanNa unm 3110yMbILLNIEHHOTO

ncnonb3oBaHust CUCTEMbI CO CTOPOHbI 3akasuumka
WNW He YNONTHOMOYEHHO TPETHEN CTOPOHI;

(i) Bce u niobble M3MeHeHUs, moaudukaumu unm
MOMbITKM COBEPLUEHUS! TaKOBbIX, yAaneHne wunu
CTUpaHWe  MPOMbILUMEHHOW  LUTPUX-KOOOBOM
HyMepaLuy U UHbIX OTAIMYMTENBHBIX 3HAKOB Ha
Kakon-nvoo u3 yacTeu Cuctemsl,
npon3BedeHHble No6ON TPETbEN CTOPOHOW, He
YNOMHOMOYEHHOI McnonHutenem;

(iv) Hecobrniogexve 3aKasunkom YCroBWiA
OKpyXatoLlen cpefpl (TemMnepaTypHbI Pexum,
BNaXHOCTb " T.N.) nnm BHELUHNX
ANEKTPOTEXHNYECKMX NapaMeTpoB  (HapYXHbIX
NOAKMIOYEHNA K WMCTOYHWKAM 3NEKTPOIHEPTUM),
Tpebyembix Ans HopmanbHoi paboTbl CrucTeMmbl;

(v) VYwepb, HaHeceHHbln Cucteme BCrefcTsue
aKcnnyaTtaumm ee 3akazumkom ¢ HecobogeHem
Lenem M MeTOAOB, YKa3aHHbIX M OMMUCaHHbIX B
npeaocTaBneHHon cnonHuTenem TeXHWUYECKOM
BOKYMEHTaLuK;

(vi) Ortkas Cuctembl BCrefcTBUME CaMOCTOSTENbHOM
3aKynkn  3aKkasyMkoM  Kakux-nubo - yacten
CucTeMbl y ApYrinX NOCTaBLLMKOB;

(vii) OBopygoBaHue  CTOPOHHMX — MPOW3BOAMTENEN
(SUN,IBM,DELL n pp.), aHTeHHbl, Kabemu,
Kopnyca, nepcoHanbHble KOMMbTEPbI, HOYTOYKM,
MOHUTOpPbl W Mpoyee  nepudepuitHoe
obopynoBaHue, 33U, obopygosaHue



replaced or restored in a some periodicity),
including , but not limited to:.

- lamp;

- fuse;

- primary batteries and elements;

- storage battery;

- and etc.

4.3 The Customer shall be fully and solely liable for any
losses of billing data or communications failures or
breakdowns of significant modules/blocks due to the
fault of the Customer. Such instances shall include
where the Customer's representatives either ignore or
knowingly fail to respond to a major alarm signal, such
that the Contractor cannot render necessary
assistance.

4.4 The Customer agrees to render assistance to the
Contractor when the latter needs Customer's
instrument, tools or spare parts in fulfiling its
contractual obligations set forth herein, and in such
event the Customer shall fully and actively cooperate
with the Contractor.

4.5 In the event that some devices or spare parts are
deemed to be replaced, the Customer shall afford
confirmation to that effect. All devices or spare parts
having been replaced shall become propriety of the
Contractor.

4.6 Acceptance

4.6.1 Quarterly, but not later than last day of the
current Quarter, the authorized representatives both of
the Contractor and the Customer carry out the
Acceptance Procedure in order to check that the
Services are fully completed, and signature of the Act
of Acceptance, except for the first and the last reporting
period:

- The first reporting period under this contract is
determined by 01/XX/2013 30/YY/2013;
- The second reporting period of this contract is
determined by 01/NN/2013 30/MM/2013;
- The third reporting period under this contract is
determined by 01/KK/2013 31/LL/2013;
- The fourth reporting period under this contract is
determined by 01/8S/2014 31/RR/2014;
- The fifth reporting period under this contract is
determined by 01/GG/2014 31/HH/2014.

46.2 In case of successful acceptance procedure
completion, the Contractor shall submit to the
Customer for signature the Act of Acceptance. The
Customer shall sign the Act of Acceptance and send

QNEKTponnuTaHMa W pacxodHble  Martepuarbl

(MaTepuarbl,  Moanexawue  3ameHe UMK
BOCCTAHOBJIEHMIO c HEKOTOpON
NePUOANYHOCTbHO), BKMIOYas, HO He
OrpaH1YMBasiCh:

- Namnsl;

- NIPeAOXPaHUTENY;

- NepBUYHble 6aTapeu 1 aNeMeHTbI;
- aKKyMynsTOpHble GaTapew;

-nap.

4.3 3akasumk Oyger HeCTW MOMHY OTBETCTBEHHOCTb 3a
nobyio noTepto GUNMMHIOBLIX AaHHbIX, COOW CBA3M unu
BbIXOZ, 13 CTPOSl BaXXHOro 610Ka, NpoM3oLweaLumne no BUHe
3akasumka. YkasaHHble Cnyyau BknmovaT B cebs
cuTyauum, koraa npeacTaBuTenu 3akasumka
NPOWUrHOPUPOBaNM UMM HamepeHHo 6e3nencTeoBany B
OTHOLUEHMM CEPbe3HOT0  aBapUIHOrO  CurHama, 4To
NOBIEKSIO 3a cobo HecnocobHOCTL KcnonHnTens okasaTb
HeobXxoanMMoe CoaencTBue.

4.4 3aka3uvk cornaceH okasaTb coaeiictaue VcnonHuTento
B Tex cnyyasx, Koraa nocregHemy Tpebyiotcs ans
BbINONHEHNS  cBOMX  [lOroBOpHbIX  00s13aTenbCTB
WHCTPYMEHTbI,  YCTPOACTBA WAM  3anacHble  4acTy
3akasumka, npu 3TOM 3aKasumKk [OOIPKEH OKasblBaTh
aKTMBHOE coaencTue VcnonHuTento.

4.5 B cny4ae, ecnu HEKOTOPbIe YCTPOMCTBA MK 3an4yacTu
HyXOaloTcd B 3aMeHe, 3akasyMk  JOMXeH  Jatb
COOTBETCTBYIOLLEE MOATBEPXAEHME Ha WX 3ameHy. Bce
3aMEHEHHbIE YCTPOMCTBA W 3anyacTu NepexogsTt B
cobcTBEeHHOCTb VcnonHuTens.

4.6 Mpuemka

4.6.1.ExekBapTanbHo, He no3gHee MOCNeaHero AHs
TeKyLlero Keaptana, YMOMHOMOYEHHbIMM
npeacTaBUTeNsMu Wcnonuutens " 3akasumka

OCYLLECTBNAETCA NPUEMKa YCnyr Ans YCTaHOBMEHUS TOrO,
4TO YCnyrvt BbINOMHEHbI B NOMHOM 0BbEME, U NOANMCaHMS
AkTa Tpuemkn, 3a UCKMIOYEHMEM NEPBOrO W NOCMESHEro
OTYETHOrO Nepuoaa:

- MepBbIA OTYETHBIA Nepuog Nno Hactoswemy [orosopy
onpegensietca ¢ 01.XX.2013 no 30.YY.2013;

- BTOpPOW OTYETHbIA Nepuoa no Hactoswemy [orosopy
onpegensietcs ¢ 01.NN.2013 no 30.MM.2013;

- TPeTui OTYETHbI Nepuod no Hactoswemy [orosopy
onpegensietcs ¢ 01.KK.2013 no 31.LL.2013;

- YeTBEPTbIN OTYETHBIA Nepuod no Hactoswemy [orosopy
onpegensietcst ¢ 01.5S.2014 no 31.RR.2014;

- MATbIA OTYETHbIN Nepuod no Hacroswemy [orosopy
onpepensetcs ¢ 01.GG.2014 no 31.HH.2014.

46.2 B cnyyae YCnewHoro 3aBeplleHus MNpUeMKH
WcnonHuTenb npegcTaBuT 3akasuuky Ans nognucanms AT
Mpuemkn. 3akasuuk 0b6s3yeTca nognucatb U OTNPaBUTL B
agpec WcnonHutens AkT Mpuemku B TeyeHne 5 paboumx



back to the Contractor within 5 (five) working days
upon the Act of Acceptance is presented to the
Customer. Absense of System Investigation Requests
or other requests from the Customer to the Contractor
during relevant Quarter may not be used as a reason
of failure to sign the Act of Acceptance.

4.6.3 The date of the Act of Acceptance shall be
deemed to be the date of fulfillment of Services
provision. The Customer shall immediately notify the
Contractor of the above signing of the Act of
Acceptance.

4.6.4 In case the Customer doesn't sign the Act of
Acceptance or present justified denial of the
acceptance within 5 (five) working days upon the Act
of Acceptance is presented to the Customer, the
above Services shall be deemed to have been
accepted at the date of sighning of the Act of
Acceptance by the Contractor.

— Article 5. Intellectual Property Rights.

5.1 The Contractor shall defend the Customer against
any actions, claims, proceedings taken by any third
party and all costs and expenses the above actions
would entail, arising from any infringement or alleged
infringement of any patents, registered trademarks or
copyrights while providing Services herein.

The above liability shall, however, be strictly limited to
the following cases:

- The Customer immediately did not notify the
Contractor in writing upon revealing any alleged
infringement of which the Customer is aware or
becomes aware;

- The Customer acknowledged any piracy or make
any promise without the previous approval of the
Contractor;

- The Customer refuse to the Contractor, upon
request of the latter, to conduct or settle all the
negotiations and litigations affected whereby, and
shall afford the Contractor every reasonable
assistance as may be reasonably required to
settle any negotiations taken.

All expenses related thereto shall solely be due and
payable by the Contractor.

5.2 Notwithstanding anything stated above, the
Contractor shall not incur any liability or penalty with
respect to any claim that the System or any item or

[He ¢ pgatbl ero BpyyeHus 3akasumky. OTCyTCTBME B
TEeYeHWe KeapTana CO CTOPOHbI 3akasynka 3anpocoB Ha
TEXHUYECKYI0 NOAAEPXKKY M WHbIX obpalieHun B agpec
WcnonHutens  He  §IBNSIETCA  OCHOBaHWEM  And
HenoanucaHua Akta Mpremkn 3akasymnkom.

46.3 [atra Axta [puémkn OyneT cuutatbCs Aatoin
peanu3auum Yenyr. 3akasunk obs3yeTcs
HesameanuTensHo  yBegomutb  Vcnonmuwmtens  ob
yKasaHHOM nognucaHum Akta Mprémku.

4.6.4 B cnyyae ecnu 3akasuuk B TeveHue 5 paboumnx gHen
C fatbl BpyyeHus emy Akta MpuEMKM He MoAnuLLET ero u
He NpedoCcTaBWT MOTWBMPOBAHHbIM OTKa3 OT  ero
nognucanus, Ycnyrn OyayT cuuTathCs MPUHSATBIMU B
OLHOCTOPOHHEM nopsigke B faTy nognucaHus AkTa
Mprémkmn McnonHutenem.

— Crarb# 5. [paBa Ha MHTeNNEKTyanbHy0
COOCTBEHHOCTD.

5.1 Mpn okasaHuM ykasaHHbIX 34ecb Ycnyr McnonHutens
orpaxgaeT 3akasumka OT MObIX AEACTBUNA, NPETEH3WH,
CKOB, MPeabsiBNEHHbIX KaKoW-MMOO TPETbeR CTOPOHOIA, U
NMObIX BbITEKAKLLMX 13 YKa3aHHBIX JEACTBUA PacxodoB
U3gepxer,  BO3HMKAIOWMX  M3-38  HapyweHWs  unu
NoJO3peHNs O HapyweHWn mobbiX NaTeHTHbIX Mpas,
3apErnMCTPUPOBaHHbIX TOPrOBbIX 3HAKOB WK aBTOPCKMX
npas.

BblleykasaHHas OTBETCTBEHHOCTb,
OrPaHNYMBAETCS HKECTIEAYIOLLMMM CRyYasMu:

0fJHaKo,

- 3aKas3uuK HezaMeanuTenbHO He MPOMH(OPMMPOBan
WcnonHutens o npegbsBreHun K 3akasumky co
CTOPOHbI TPETbUX NUL, MPETEH3UA O HapyLIeHWM
nobbiX  NaTeHTHbIX MNpaB, 3aperMcTpUpPOBaHHbIX
TOProBbIX 3HAKOB WM @aBTOPCKMX NpPaB;

- 3aKkasuMk npu3Han CO CBOEW CTOPOHbI  (hakT
nupaTcTBa U NpegocTaBun kakue-nubo obelyaHns

0e3s nomyyeHus  npenBapuUTENbHOTO  COrnacus
WcnonHutens;

- Bakasuk oTkaszan lWcnomuwutenio B npockbe
pa3peLLmTh WcnonHutento NpoBECTU

COOTBETCTBYHOLLME NEPEroBOPbI MO BCEM YKa3aHHbIM
Uckam W npeTeH3usaM, nubo okasan VcnonHuTento B
NpeaocTaBneHU Ha[nexallero  cogencTems,
KOTOpoe MOXEeT noTpeGoBaThCs ANs NPOBEAEHMS
TaK1X NeperoBopoB.

Bce cBsI3aHHbIE C 3TUM pacxofbl HECET W OMnavMBaeT
UCKMIOYUTENBHO VcnonHuTENb.

5.2 He3aBucKMO OT BbILLEN3NOXEHHOrO, cnonHuTesnb He
HeceT OTBETCTBEHHOCTM W He BbIMIAYMBAET HUKAKMX
wTpadoB 3a Kakom-nbo uck o HapyweHun Cuctemoit



component thereof infringes any patents if such claim,
wholly or partly, is due to or based upon or is the result
of:

(i) any alteration and/or modification of the System
(including any items and components thereof) made by
the Customer or any third party, not authorised by the
Contractor;

(i) use of any item of the System in combination with
products or equipment supplied by any third party.

— Article 6. Assignment. Subcontracting.

6.1 The Customer hereby unconditionally and
irrevocably undertakes to do not assign, wholly or
partly, its rights or obligations under this Contract to
any third party without the prior explicit written approval
of the Contractor.

6.2 The Contractor shall have the right, subject to prior
written consent of the Customer, which shall not be
unreasonably withheld, to subcontract part of his
obligations under this Contract to nominated
subcontractors or to other companies approved by the
Customer.

— Atrticle 7. Technical Evolution

7.1 The Contractor reserves the full right to make
reasonable changes in the System design as well as
modify or replace any parts of the System during the
implementation of this Contract without affecting the
warranted functional performance and quality of the
System provided thereunder as long as they have the
same functions as or better than the parts being
replaced and are compatible with other parts of the
System.

7.2 The Customer shall be given timely notification of
any such modifications or replacements thereof. Any
and all price-revisions affected whereby shall be
negotiated in good faith and agreed upon between the
Parties.

— Crartbs 8 General Limitation of Liability

8.1 The Contractor's total aggregate liability for
damages caused to the Customer and/or to third
parties due to the fault of Contractor or its nominated
subcontractors, the employees or agents of such
authorized subcontractors within the Contract Period,
shall be limited to the Total Value of the Contract
stated in Article 2 herein above.

WK ee 3reMeHTamMm, U ee KOMMOHEHTaMM MaTEeHTHbIX
npa., €CNW Takoi WCK, B LENOM MM Y4aCTUYHO, BblI3BaH
NN OCHOBAH MK ABIIAETCA Pe3yNbTaToM:

(i) moboro nameHeHus wuinnn mogmdukaumm CuUCTEMbI
(BknMtovast BCe U NOBble €e 3NeMEHTbl ¥ KOMMOHEHTbI)
3akasumkoM unu  Kakom-nubo TPETben CTOPOHOW, He
YNOSTHOMOYEHHO WcnonHuTenem;

(i) ncnonb3oBaHus anemeHToB CcTEMbI B KOMBUHALMN C
obopynoBaH1eM 1nu U3aenusMm TpeTbei CTOPOHBI.

— Cratb# 6. lMepegaya npaB 1 06513aHHOCTEN.
Cy6nogpsga.
6.1 3akasumk Hactoswmm gaet  6esycroBHoe U
0e30T3bIBHOE 00513aTENBLCTBO HE MepegaBaTb, NONHOCTbIO
WM YaCTWYHO, CBOM npaBa WnM 06s3aHHOCTKM MO
HacTosiwemy [loroBopy 0e3  momyyeHWst  YETKOro
MUCbMEHHOTO cornacus McnonHuTens.

6.2 VicnonHuTenb UMEET Npaso, NPW YCOBUW NOSYYEHMUS
npegBapuTENBHOMO  MUCbMEHHOTO  cornacus  3akasyuka,
KOTOpbIN He JOMKeH HEOBOCHOBAHHO OTKa3blBaTb B TakOM
cornacwm, nepefatb YacTu CBOMX 06513aHHOCTEN B paMKax
HacTtoswero [loroBopa cBouM cybnogpsgumkam uinn UHbIM
KOMMaHWSIM, COrnMacoBaHHbIM C 3aKa3unKoM.

— Cratba 7. TexHuyeckue mogudukaumm

7.1 WcnonHuTenb ocTaBnsieT 3a coboi NpaBo BHECEHMS, B
pasyMHbIX npedenax, W3MEHEHWA B  KOHCTPYKLMIO
Cucremsl, bes U3MEHEHNS rapaHTUPOBAaHHbIX
(DYHKUMOHANbHBIX NapameTpoB 1 KavecTBa CucTembl, a
TaKKe U3MEeHsTb UMK 3aMeHsTb Ntobble yacTi CuctTembl BO
BpeMs BbINOSHEHUS HacTosiwero [lorosopa, €Cnn OHU
NMEKT Te Xe (YHKUMOHANbHbIE XapaKTEPUCTUKM W
nydywe, 4Yem Te, KOTOPble MoOAnexaT 3aMeHe, W
COBMECTVMBbI C APYruMM YacTamm Cuctemsl.

7.2  3akasumk  gomkeH  ObiTb  CBOEBPEMEHHO
NPOMHGOPMUPOBAH O IOObLIX TaKMX W3MEHEHWSX W
3ameHax. Bce wn nobble M3MEHeHWs LEH, KoTopble
NPOUCXOANAT B pe3ynbTaTe TakiX M3MEHEHWIA, COrnacyTcs
CTOpOHaMM NyTeM KOHCYNbTaLMiA.

— Cratba 8. O0OwWwee orpaHnyeHue
OTBETCTBEHHOCTH

8.1 ObLas coBOKynHas OTBETCTBEHHOCTb VcnonHuTens 3a
ywepb, HaHeCeHHbIn  3akasuuMky UMM TPeTben
CTOpPOHEe MO BWHE McnonHuTens unu ero AOBEPEHHbIX
cybnoapsaYmMKoB, paboTHWKOB unm areHToB
cybnoapsnumkos B TeyeHne Cpoka LeiCTBUS HACTOALLErO
Loroeopa orpaHuyeHa O6uen croumocTbio [loroBopa,
ykasaHHoi B CTaTbe 2 BblLLe.



Notwithstanding any other provision herein contained
to the contrary, neither Party shall have any obligations
or liabilities to the other Party or to any third party for
any indirect, incidental or consequential damages
(including loss of revenue or loss of profit).

8.2.1 In case of a delay in services provision in
accordance with a Degree of priority 1 as per Annex
1.2 due to the fault of the Contractor, the Customer has
the right to demand from the Contractor, and the
Contractor shall be obligated to pay off the penalty in
the amount equal to zero point one per cent (0.1%) of
the delayed Services for each further day of such
delay. At that aggregate amount of penalty for all cases
of delay shall not exceed five (5%) per cent of the
Contract value.

Payment of the penalty shall be conditional upon that
the application of this Article shall have been notified in
writing to the Contractor by the Customer within thirty
(30) days after the acknowledgement of the fact of a
delay in services provision as described above.

8.2.2 In case of a delay in services provision in
accordance with Degrees of priority 2 and 3 as per
Annex 1.2 due to the fault of the Contractor, the
Customer has the right to demand from the Contractor,
and the Contractor shall be obligated to pay off the
penalty in the amount equal to zero point zero five per
cent (0.05%) of the delayed Services for each further
day of such delay. At that aggregate amount of penalty
for all cases of delay shall not exceed five (5%) per
cent of the Contract value.

Payment of the penalty shall be conditional upon that
the application of this Article shall have been notified in
writing to the Contractor by the Customer within thirty
(30) days after the acknowledgement of the fact of a
delay in services provision as described above.

8.2.3 The Customer is not entitled to claim any other
damages, losses, compensations or indemnities of any
nature whatsoever from or against the Contractor for
the delays to the Services provision, except the
penalties set forth in Articles 8.2.1 and 8.2.2 above.

8.3 The responsibility of the Customer for the breach of
the present Contract is based on the following
conditions:

8.3.1 In case of a delay in payments of the Customer
as per the Payment Schedule listed in each individual
Purchase Order, the Customer shall pay off the penalty
fee to the Contractor in the amount equal to zero point
one per cent (0.1%) of the value of the debt for each
further day of delay, but not exceeding a total amount
of ten (10%) per cent of that value.

HesaBucuMO OT Kakux-nnbo MOMOXEHWA HACTOALLEro
[loroBopa NpoTUBOPeYaLLMX HINKECKa3aHHOMY, HU OfHa U3
CTopoH He umeeT 00sa3aTenbCTB WM He  HeceT
OTBETCTBEHHOCTU nepen Apyroir CTOPOHOM MAM Kakom-
nmbo TpeTben CTOPOHOM 3a NtBOM KOCBEHHbIN, CryYaiiHbIii
unn - aBnsoLWmMnCa  cneactemem  ywepb (B TomM uucne
MoTepro NPUOBINK UNK YNYLLEHHYIO BLIFOAY).

821 B cnyyae 3agepkkMm B OKasaHWW yCnmyr B
cooteeTcTBMM cO CTeneHblo npuoputeTa 1 cormacHo
Mpunoxexna 1.2 no BuHe WMcnonHutens, 3akasumk uMmeet
npaso Tpeboeatb oT Wcnomuutens, a Mcnonnutens
00513aH BbINATUTb HEYCTONKY B pa3mepe OAHOW AeCATON
npoueHTa (0,1%) oT cToMMOCTM 3afepxaHHbIX Ycnyr 3a
KaObll A€Hb TakoW 3adepKu, MpU 3TOM COBOKYMHbIN
pasmep HEYCTOMKA NO BCEM CRyYaeM 3alepPXKN HE MOXKET
npesblwatb natM  (5%) NPOLEHTOB OT  CTOMMOCTH
[Horosopa.

Bbinnata HEYCTOMKM  OCYLLECTBRSIETCS MNpU  YCrOBWW
NMUCbMEHHOTO M3BeLLeHns McnonHutens 3aka3umkom O
npuMeHeHun gaHHon CtaTbu B TeuveHue Tpuguatv (30)
[Hei nocne YCTaHoBReHWs (hakTa 3afepXku B OKasaHuu
YCIyT, KaK ONMCaHOo BbILLE.

8.2.2 B cnyyae 3adepxku B OkasaHuM ycnyr B
cooTBeTcTBMM O CTeneHsmu npuoputeTa 2 1 3 CornacHo
Mpunoxenns 1.2 cornacHo [punoxeHuss 1 no BuHe
Wcnonnutens, 3akadumk umeeT npaBo TpeboBaTb OT
WcnonHutena, a MWcnonHutenb 00s3aH  BbINNaTUTb
HeycToNKy B pasmepe natu coTbix npoueHTa (0,05%) ot
CTOMMOCTW 3afepXaHHbIX YCRyr 3a Kaxgblil OeHb Takow
3a0epXKn, NPY 3TOM COBOKYMHbIN pasmep HEYCTOMKM Mo
BCEM CIly4aeM 3alepXKu He MOXET npesbiwath natu (5%)
NPOLEHTOB OT cToMMocTH [lorosopa.

Bbinnata HEYCTOMKM  OCYLIECTBRSIETCA MpW  YCMOBWW
NMUCbMEHHOTO M3BeLeHns KcnonHutens 3aka3ymkom o
npuMeHeHun gaHHonm CtaTbu B TeuveHue Tpuguatu (30)
AHei nocne YCTaHoBReHMs (hakTa 3afepXku B OKasaHuu
YCIyr, KaK ONUCaHo BbILLE.

8.23 3akaswk He wumeer npaea TpeboBaTtb OT
WcnonHutens BoaMelleHnst kakoro-nubo uHoro yuep6a,
yObITKOB MM KOMMEHcaUuii NO MpU4MHE 3afepxek B
OKasaHuM YCnyr, 3a WCKIOYEHUEM HEYCTOeK, yKa3aHHbIX
Bbiwe B Ctatbax 8.2.118.2.2.

8.3 OtBeTCTBeHHOCTb  3akasuuka 3a  HapylueHue
HacTosiwero [loroBopa 0asvpyeTcs Ha  CReaytoLmx
YCMOBMSIX:

8.3.1 B cnyyae 3agepxku onnatbl 3aka3uuMkoM B
cooteTcTBUMM C [padukom [InaTtexen, ykasaHHbIM B
cooTeTCTBytoWeM  3akase, 3akasuuMk  BbinnaunBaet
cnonHuTenio HeycTomMky B pasMepe OOHOW [ecsTown
npoueHTa (0,1%) OT CyMMbl 3aJOMKEHHOCTU 3a KaxAblid
[€eHb MPOCPOYKM, HO He Boree CyMMbl paBHOM AECATH
(10%) npoueHTam OT CyMMbI YKa3aHHOM 3aA0MKEHHOCTM.



The said penalty fee shall be paid by the Customer
against presentation of the corresponding invoice by
the Contractor

— Atrticle 9. Force Majeure

9.1 "Force Majeure" denotes any and all events, which
are outside of the reasonable control of the affected
Party, the occurrence and effects of which cannot be
reasonably foreseen and prevented and owing to which
it is not possible to execute the Contract within the
terms and at the conditions thereof. Such events may
include, but shall not be limited to:

(i)  war or civil war (whether declared or
undeclared); revolutions, insurrections or
any other military conflicts;

(i) acts of public enemy; civil commotion, civil
and/or social unrest or riots; boycotts, strikes
or other labour conflicts;

(i) severe weather conditions; natural disasters
or Acts of God (epidemics, earthquakes,
fires, explosions, floods, etc.);

(iv) quarantine restrictions, embargoes, export
and import restrictions or any other
regulations and acts of the Government
and/or local authorities of any political
subdivision thereof (including ignorance or
direct interference of said public or local
authorities).

9.2 Should either Party be prevented from performing
any of its obligations under the present Contract due to
a Force Majeure circumstances, the time limit for
fulfilling such obligations under the Contract shall be
extended for a reasonable period equivalent to the
duration of the Force Majeure.

Terms of Services provision and other contractual
conditions as affected by such circumstances shall be
adapted to reflect the period and consequences of
such events.

9.3 The Party prevented from performing its obligations
under the present Contract shall immediately notify the
other Party of the nature and the beginning and the
termination of the Force Majeure and, within fourteen
(14) days from the date of occurrence thereafter, shall
supply the notice of such Force Majeure
circumstances, enclosing corresponding document,
issued and proved by the competent authorities, stating
that due performance of the contractual obligations
shall be resumed as soon as practicable after such
Force Majeure has come to an end or ceased to exist.

BblweykasaHHast HeycToMka BbiNfaYnBaloTCs 3aka3umkom
B COOTBETCTBUM C OTAEMNbHbIM CYETOM, MPEABLSABMNEHHBLIM
Wenonuwutenem.

— Cratba 9.®opc- maxop.

9.1. Moo  Popc-maxkopHbIMM obcToATEeNBCTBAMU
MOHMMAKOTC BCe W Nobble COObITUS HenpeomonMMOo
CUMbl, KOTOPbIE HE 3aBUCAT HW OT ogHoW n3 CTOPOH,
NPOUCXOXAEHNE W MOCNEACTBNS KOTOPbIX HEe MOryT ObITb
npegycMOTPeHbl M NPeAoTBpalleHbl M M3-3a  KOTOPbIX
BO3HMKAET HEBO3MOXHOCTb BbINONHEHMS [oroBopa ¢
cobntogeHmem ero cpokoB M ycnosun. OBcTosTenscTea
«dopc-Maxopa»  BKMOYAOT, HO He OrpaHM4MBaloTCS
HXecneayoLwmm:

()  BomHa (c obbsBneHnem unu 6e3 obbaBNEHNS
TaKoBOW), BOEHHbI MEPEeBOPOT WUNM  UHblE
BOEHHbIE KOH(IMKTBI;

(i) OyHTbI; rpaxaaHCKue BONHEHUS UKW MaccoBble
obLlecTBeHHble  Gecropsigku; 3abacToBkM K
WHbIE TPYAOBbIE KOHGMMNKTLI;

(i) skcTpemanbHble norogHble yCIoBWS;
CTUXUiHbIe OedcTBMS (TakMe Kak anuoemuu,
3eMNeTPSACEHNS, NoXapbl, HABOAHEHUS 1 Ap.);

(v) BBegeHMe  KapaHTWHa,  ambapro  wnm
OrpaH1yYeHnin B 06nacTi 3KCMOPTHO-UMMOPTHbIX
onepauuit; MOCTAHOBNEHWS W PaCMOPsKEHUs
MpaBuTenbCTBA  M/MNM - OpraHOB  MECTHOTO
camoynpaBneHus B COOTBETCTBYHLLMX
cybbekTax, BKMoYas NposiBfeHne ¢ UX CTOPOHbI
WrHOpuMpoBaHust  MHTepecoB  CTOpPOH  mnu
npsiMoe BMeLLaTenbCTBo B Aena CTOPOH.

9.2 Ecnn pgna «kakom-nmbo w3 CTOpoH BcneacTteue
obcroaTenscte Popc-maxopa co3ganacb HEBO3MOXHOCTb
BbINOSHEHNS 0Bs3aTenbCTB Mo HacToswemy [orosopy, TO
CPOK  BbINOMNHEHNST 00s3aTeNnbCTB  JaHHoW  CTOpOHOM
OTOABWraeTcs COpasMepPHO BPEMEHM, B TEYEHUE KOTOPOro
AeicTBoBanu nogobHble 06CToATENLCTBA.

Cpoku okasaHus Ycnyr u npoune [JoroBopHeIe yCnoBus, Ha
KOTOpble BIUSIOT Takme 06CTOSTENnbCTBa, AOMKHbI ObiTh
M3MEHEHbl B 3aBUCUMOCTW OT MPOAOIMKUTENBHOCTU U
NoCcneaCcTBUI Takux coObITUI.

9.3 CtopoHa, 4N KOTOPOM CO3Aanacb HEBO3MOXHOCTb
UcnomnHeHus 06s3aTensCcTtB No HacToswemy [orosopy,
obs3aHa HEMeaneHHo OnoBEeCTUTb NPOTUBOMOMOXHYHO
CTOpOHY O XapakTepe, Hayane ¥ npekpaLieHnn 4encTams
obcTosTenscTB Popc-maxopa, U B TEYEHWE YeTbipHaauaTh
(14) pHen oT paTbl  COOTBETCTBYHLLETO  COBbLITUS
HanpaBuTb n3BeLLeHue, c MPUNOXEHNEM
COOTBETCTBYHOLLErO AOKYMEHTA, BblAAHHOMO KOMNETEHTHOM
B [JaHHOW obnactm  opraHusauuen, O  Hanuyuu
obcTosTenscTB Popc-Maxopa, U 0 TOM, YTO BbIMONHEHWe
[loroBopHbIX 0643aTeNbCTB  NPOAOIKATCS, Kak  TOSbKO
penctaune obetosTenscTs opc-maxopa 3aKOHUNTCS.



9.4 In case the period of the Force Majeure shall
remain in force for a period exceeding sixty (60) days,
the Parties shall meet and consult in good faith as to
accommodate the consequences thereof. In the event
the Parties are unable to reach the above
accommodation either Party shall, subject to ten (10)
days prior written notice, be entitled to terminate this
Contract with immediate effect.

9.5 Each Party hereto takes an obligation to exercise
all reasonable and useful efforts to reduce to a
minimum and mitigate, to the extent reasonably
possible, the effect and any damage (if any) suffered
due to any event of Force Majeure as illustrated in
Article 9.1 herein above.

9.6 In the event this Contract is terminated by either
Party pursuant to the Article 9.4 above, the Total Value
of the Contract, payable by the Customer to the
Contractor, shall (after taking into account amounts
previously paid) be calculated on the basis of the value
of the Services that actually have been rendered by
the Contractor up until the date of such termination.

9.7 The Contractor shall not incur any liability nor shall
be fined in any manner whatsoever in case necessary
governmental permits, if any, an import permit and/or
import passport could not be obtained for reasons
beyond the Contractor’s reasonable control.

— Article 10. Dispute Resolution.
10.1 Any dispute, controversy or claim, arising out of or
in connection with the present Contract, or the breach,
termination or invalidity thereof, shall be settled in
accordance with applicable laws and regulations of the
Russian Federation.

10.2 This Contract shall be governed by and construed
in accordance with the applicable laws of the Russian
Federation.

10.3 Throughout the period of dispute resolution the
Parties shall continue to perform their obligations
hereunder except those matters in dispute.

— Atrticle 11. Confidentiality.

11.1 The Parties hereto have agreed to keep and
maintain confidentiality of this Contract and shall be

9.4 B Tom cnyvae, ecnm obctoaTensctea dopc-maxopa
OypyT npogomxaTb OCTaBaTbCsl B CWNe B TeYeHue
nepuoga, nNpeBblIAlOWEro wecTbaecsaT (60) aHed,
CTOpOHbI  [JOMKHbI  MPOBECTW  COBELWAHWS C  LENbO
[OCTWKEHWS]  B3aMMHOTO  COrMalleHuss O CBOWX
nocnegylwmx geuctauax. B crnyyae He OOCTUKEHWS
yKa3aHHOro cornawenus, nobas n3 CTOpoH MOXeT, npu
YCMOBUW MUCbMEHHOrO W3BeleHus apyroit CTOpoHbl 3a
pecatb  (10) [OHen, HesamennWUTENbHO — PACTOPrHYTH
Hactoawwui [Jorosop.

9.5 Kaxpgas m3 CrtopoH 00s3yeTcs npegnpuHaTb Bce
pasyMHble X MPUEMEMbIE YCUNMSI MO CBEAEHMIO K
MWHUMYMY W OrpaHUYeHno, B Pa3yMHbIX npegenax,
MocneacTBun 1 pasmepa MOHECEHHOro yiepba (npu ero
HanMummM) BCreACTBUE BO3aencTBus obeTosdTenscts dope-
Maxopa, onmcaHHbIX Bbilwe B Ctatbe 9.1.

9.6 B cnyyae pactopxeHus Hactosiwero [orosopa no
npuynHam, n3noxeHHoiM B Ctatbe 9.4 Bbiwe, Obuwlas
CTOMMOCTb  HacTosiwero [loroBopa, BbinnaysBaeMas
3akasunkom Wcnonnutenio, byget (nocne npuHATUS K
3a4eTy paHee YnrauyeHHblX CyMM) paccyuTbiBaTbCs Ha
OCHOBE  CTOMMOCTM  YCnyr, (hakTUYeCKM OKasaHHbIX
VicnonHuTenem Ha gaTy Takoro pacTOPXKEHMSI.

9.7 VcnonHuTenb He HECEeT HUKaKOW OTBETCTBEHHOCTYU U HE
MOXET 6bITb NOABEPTHYT LUTPAMHBLIM CaHKUMSIM B CRyYasX,
koraga HeobXoaumble paspelleHust NPaBUTENbCTBEHHbIX
OpraHoB, MpU WX HamMuMu, a TaK Xe paspellieHve
TAMOXEHHbIX OpPraHOB Ha MMMOpT wu/unu odopmneHue
macrnopTta WMMOPTHOW CAENKM HEBO3MOXHO MO MpUYMHAM,
He 3aBUCALUMM W BLIXOZAWWMM 33 Npedenbl KOHTpons
Wcnonuutens.

— Cratba 10. PaspeweHune cnopos.
10.1 Jlobble cnopbl, MPOTMBOPEYUMS WM NPETEH3NN,
BO3HMWKLLME B CBSA3M C HAcTOsLMM [JOrOBOPOM, Uiu ero
HapyleHWeM,  pPacTOPKEHWEM UM MPUHAHWEM
HedencTBuTeNbHbIM, OyayT paspelleHbl B Mopsiake,
YCTAHOBMIEHHOM ~ [ENCTBYIOLWMM  3aKOHOLATENbCTBOM
Poccuiickon depepaLmm.

10.2 Hactoswuit [loroBop perynupyeTcs U TpakTyeTca B
COOTBETCTBMM C  [ENCTBYKOLUMM  3aKOHOLATENbCTBOM
Poccuiickon deaepavmm.

10.3 B nepuog paspelueHns cnopa ucnonHerue [lorosopa
OOMKHO NpOJOIKaTbCA 3a WCKMIOYEHUEM TOW 4acTu
[loroBopa, K KOTOpOIA OTHOCATCSA NPo6neMbI, noanexalime
PELLEHNO B XO[E paspeLLeHus cropa.

— Cratba 11. KoHuaeHUManbHOCTD.

11.1 CTOpOHbI AOrOBOPUAMCL O KOH(PMAEHLMANBHOCTY
camoro [loroBopa ¥ HacTosWMM NPUHUMAOT Ha cebs



responsible for and obliged to keep and guard all files
and information in their possession or which came,
comes or shall come to their knowledge in the course
and/or in connection with the preparation, execution
and performance of this Contract in the strictest secret
and confidence and not to disclose, divulge, grant
access, make public or available or otherwise dispose,
directly or indirectly, of through whatever means, media
or manner, such files and information to any third party
and persons who are not authorized and/or supposed
to have access to or knowledge of such files and
information.

Such information shall include without limitations,
designs, plans, drawings, sketches, samples,
equipment, reports, studies, specifications, technical
data, data bases, Software in any form, documentation
and correspondence between the Parties (hereinafter
referred to as “Confidential Information”).

11.2 Strictly for the purposes of implementation of this
Contract may its content or pertinent Confidential
Information thereof be disclosed to the employees of
both Parties, who have a “need to know”. Prior to the
said disclosure, the said employees shall promise to
abide by the non-disclosure obligations and not to
disclose same to any third party.

11.3 The foregoing obligations to keep the Confidential
Information in complete secret and confidence shall not
extend, however, to information that:

() was in the public domain at the time it was
disclosed or falls within the public domain, except
through the fault of the receiving Party; or

(i) becomes known to the receiving Party from a
source other than the disclosing Party without
breach of the present Contract by the receiving
Party as shown by documentation sufficient to
evidence a third party as source of Information; or

(i) was known to the receiving Party prior to the
disclosure thereof by the disclosing Party as
shown by documentation sufficient to evidence
such knowledge; or

(iv) was disclosed after explicit written approval of the
disclosing Party; or

(v) in case, such information is requested by the
respective Law Enforcement Agencies (LEA), but
in no events shall such legal disclosure exceed
the obligatory extent required by relevant laws
and shall be accompanied by the written notice to
the other Party of the necessity to do so, in all
events to be furnished by the affected Party within
24 hours of the date of occurrence thereof.

OTBETCTBEHHOCTb M 0BA3YIOTCA XpaHUTb B CTPOroi TanHe
BCE [JaHHble U WH(OpMaLMo, KOTOpble MMEKTCS B WX
pacnopskeHun, CTanu WNW  CTaHYT WM  WM3BECTHbl B
npoLecce W/Mnn B CBA3W C NOATOTOBKOW, 3aKMOYEHNEM W
BbINOSIHEHWEM HacToswero [JoroBopa M He packpblBaTh,
pasrnawartb, MpeaocTaBnsATb [LOCTyn, OnybnukoBbIBaTb
WK KaknMn-nnbo MHeIMK crocobamm nepegasatb, NPSMO
WNN KOCBEHHO, Takue AaHHble U MHAOPMaLMIO Kakor-nnbo
TPETbEN CTOPOHE WNW NNLAM, KOTOpble He YMONHOMOYEHbI
Wwvnn He [OIMKHbI WMETb [OCTYN K TakuM AaHHbIM 1
UHOpPMaLN.

Takas WHopMauWs BKMKOYAET, HO HE OrpaHW4MBaETCs
npoeKkTaMmu, nnaHamu, pUCyHKamu, ackusamu, obpasuamu,
obopynoBaHuem, MPOTOKONAMM, WH(opmaLmen,
nomyyeHHon  mpu  obyyeHuu,  cneundmkaLmusmu,
TEXHUYECKAMM OaHHbIMK, BazaMn AaHHbIX, NPOrpaMMHbIM
obecneyeHnem B nwobon hopme, AOKYMeHTauued K
nepenmckon CropoH (B JanbHenwem
«KoHdupeHumanbHaa UHhopmaumay).

11.2 VICKMIOUMTENBHO C LEMbI0 UCMOMHEHMS HACTOALLErO
[oroBopa €ro copepxaHue WM OTHOCALLAACA K HeMy
KoHdhmpoeHumaneHas VHdopmauust MoryT ObITb packpbIThbl
cotpyaHukam  CTOpoH,  umewowmum  0BOCHOBaHHY0
HeobXoaMMOCTb WCMONb30BaTh Takyl WHGopMauumo. [o
TOro, Kak Takas MH(OpMauusi CTaHeT W3BECTHA, OHW
AOMXHbI JaTh obellaHne cobntogate 00513aTENbCTBO O
COXPaHEHWM KOH(MOEHUMANbHOCTU W He  packpbiBaTb

kakon-nubo  Tpetber  CTopoHe  nobylo  Takosyw

UHhOpMaLWO.

(viii) 11.3 BblweynomsHyTle 06s3aTenscTBa N0
COXPaHEHMI0 KOH(MAEHUMANBHOCTY
WMHopmaumm  He  pacnpocTpaHaTCs  Ha
WH(hopMaLuto:

() yxe onybnukoBaHHylO BO BpeMms pasrnalleHus Wim
nonasLLyto B Ny6nMKaLmMo He N0 BUHE NOMyYMBLLEN ee
CTOpOHbI; 1

(i) koTopas ~ CTQHOBMTCA  M3BECTHOM  MOMyvaroLLeN
CTopoHe 13 [Jpyroro WCTOYHMKa 6€3 HapyLleHus
HacTosiwero [loroBopa €10, 4TO [OKa3blBaeTcs
[OKYMEHTaLMen, [OCTaTOMHOW Ans  YCTaHOBNEHUS
nonyyenns KoHduaeHuynansHon WHgopmauum ot
TpeTbei CTOPOHbI; U

(i) koTopas yxe 6bina usBecTHa nonyyatwoen CTopoHe
[0 nepepaun gpyroit CTOPOHOM, YTO AOKa3blBAETCs
[OKyMEHTaLMen, AOCTAaTOMHOM ANns [oKasaTenbCTea
TaKOro 3HaHms; U

(iv) koTopas bbina pasrnalleHa ¢ MMCbMEHHOTO corflacus
nepegatowen CTOPOHbI; unm

(v) Takas MH(opMaLms 3aTpeboBaHa
NPaBOOXPaAHUTENbHLIMA ~ OpraHamu,  HO  Takoe
packpbiTe MHGOPMaUMM He [OOIKHO Mpu  3TOM
npesbllaTb CTeneHb 00s3aTeNbHOrO  PackpbITUS,
LVKTYEMOTrO COOTBETCTBYIOLMMW 3aKOHAMU W AOIHKHO
CONPOBOXAATHCA  MUCbMEHHBIM ~ YBELOMIIEHMEM B
agpec apyron CTopoHbl 0 HEOOX0AMMOCTM NOCTynaTh
Takum obpasom, npudem B nobom cnyyae Takoe
yBeOOMNeHe  JOMXHO  OblTb  MpeAcTaBreHo



11.4 The obligation to keep the Confidential
Information in complete secret and confidence
stipulated by the present Article herein above shall take
effect as from the date of signature of this Contract and
shall survive during five (5) years from the date of
expiration or termination of this Contract for any reason
whatsoever.

Article 12. Termination.

12.1 Either Party to this Contract shall have the right to
terminate this Contract, upon prior notification to the
other Party in case any of the following event occurs:

a) if the other Party shall commit any material breach of
its obligations under this Contract and fails to remedy
such breach within thirty (30) calendar days from
written notice to the Party in default, specifying the
nature of the breach;

b) if the other Party has been declared judicially
insolvent or bankrupt;

c) in the event of a force majeure event (as described
above) of two (2) or more accumulative months, further
contignent upon complying with the provisions of Article
9.4 hereunder.

— Article 13. Notices and Reports.

13.1 General Provisions

Any notices and reports required to be given by one
Party to the other under this Contract shall be deemed
properly given if reduced to writing and:

(i) personally delivered, or

(i) sent by facsimile and/or e-mail, signed by an
authorized representative of the sending Party
with immediate correct answerback received,
or

(i) sent by cable, or in the form of pre-paid
registered letter, return receipt requested, or
by courier service to the addresses mentioned
under Article 16 herein of this Contract.

It is incumbent upon each Party to immediately notify
the other Party in writing or by telefax about any
changes in the items and/or requisites, mentioned
under Article 16 of this Contract.

3aTPOHYTOM 3TUM CobbITEeM CTOPOHOM B TeueHne 24
4acoB C AaTbl COOTBETCTBYHLLErO COBbITUS.

(ix) 11.4 Obs3aTtenbCTBo COXpaHeHns
KOH(bMaeHUMansHocTM MHgopmaumn, kak aTo
onpeaeneHo B Hactosieit CtaTbe HacTosALero
[Joroeopa, npogomkaeT ObiTh B CUMe B TEYEHNE
5 (natW) neT ¢ MOMEHTa  MCTEYEHMs Cpoka
[ENCTBAS MMM PACTOPXKEHUS  HACTOLLEro
[oroBopa no kakon bl TO HK1 ObINO NpUUKHE.

Cratba 12. PacTopxeHue [loroBopa.

12.1 lwbass CtopoHa, noanucasLLas HacToswuiA [Jorosop,
MMEeeT NpaBO pacTOprHyTb  €ro, NpeaBapuUTenbHO
npegynpeavs apyryto CTOpOHY, B Crnyyae HacTynneHus
OQHOT0 W3 CrieayoLwmx coobITUIA:

a) ecrm gpyras CTOpoHa Cepbes3HO Hapywwuria CBOM
obsizatenscTBa B COOTBETCTBUM C HAcTOAWWMM [JoroBOpoM
W He uchpaBuna nonoxeHus B TeveHwe Tpuguatv (30)
KaneHdapHblX  OHEW € MOMEHTa  MUCbMEHHOrO
npegynpexgenns gpyron  CTOpOHOW, C  yKasaHueM
XapakTepa HapyLeHns;

6) ecnm pgpyraa  CrtopoHa 6bina  obbsiBneHa
HennmatexecnocobHoin B cygebHOM  nopsigke  Unu
obaHkpoTunace;

B) B Cry4ae hopc-MaXOpHbLIX 06CTOATENLCTB, OMMCAHHBIX
BblLLie, AENCTBYHOLLMX B OBLLEN CNIOXHOCTU B TEYEHUE ABYX
(2) wnm bonee wmecsues c cobniogeHnem TpeboBaHui,
npesycMOTPeHHbIX nonoxeHnamn Ctatbi 9.4 HacToALLEro
[orosopa.

— Cratbsa 13. YBegomnenus un OT4eThl.

13.1 O6wume nonoxeHua

NMoBble yBeaomneHns 1 oT4eTbl NO gaHHomy [orosopy,
Hanpaensemble ogHoW CTOpPOHOM B agpec  Apyroi
CTOpOHbI, [JOMMKHbI BbITb  OChOPMIEHBI B MUCBMEHHOM
topme v ByayT cunTaTbCH AOCTABNEHHBIMI HaAMEXaLLUM
obpasom B cryyae:
(i)  BoCTaBKM NUYHO B PYKU, MK
(if) oTnpaskm No hakcy u/unu aNEeKTPOHHOMN NoYTe, 3a
NOANUCbID  YNOTHOMOYEHHOTO  MpeacTaBUTENs
otnpaenstowen  CTOpoHbl € HEMEASIEHHbIM
MOATBEPXAEHUEM O MOMyYEeHUN, UInu
(iii) oTnpaBku TenerpamMmon, UnKu 3akasHbIM NUCLMOM
C YBEJOMIIEHMEM O BPYYEHUU, UMK Yepes CryxOby
9KCNPEeCCc-40CTaBKM NO agpecam, NpuBeaeHHbIM B
Cratbe 16 HacToswwero [Joroeopa.

B cnyyae Kakux-nubo W3MEHeHWA B pekBu3NUTax W/umw
AaHHbIX, ykasaHHbIX B CTaTbe 16 Hactoswero [orosopa,
coBepLuaroLas n3meHeHnss CTopoHa JOMKHA HEMEANEHHO
n3BecTUTb Apyryto CTOPOHY B MUCbMEHHON hopMe UM No
Tenedakcy.



13.2 Corporate Point of Contact (CPOC)

For the purposes of proper implementation of this
Contract, for timely addressing strategic business
opportunities and pricing issues as may be of
relevance, the Parties hereto hereby designate the
appropriate person from each of the Parties
(hereinafter referred to as “Corporate Point of Contact”
— CPOC) to act for and on behalf of the appropriate
Party in respect of this Contract:

13.2.1 CPOC of the Customer:

Full name: Bliznuk Mikhail Valentinivich

Title: The leading engineer of a department of
operation of systems of switching

Tel. (495) 980-00-81

Fax: (495) 980-00-38

E-mail: m.bliznuk@globus-telecom.com

Mobile: 8-9262402265

13.2.2 CPOC of the Contractor:
Full name:

Title:

Tel.

Fax:

E-mail:
Mobile:

It is incumbent upon each Party to report in writing to
the other Party without undue delay any changes, if
any, in the above data immediately after the relevant
changes have been made.

— Article 14. Coming into force and Contract
Period.

14.1 This Contract shall, subject to Article 14.2 below,
come into force upon its execution by duly authorised
representatives of both Parties and Parties and to be
applied on the Parties relations initiated since
01.06.2013.

This Contract shall be in full force and effect and
binding on the Parties till __,_ 2014 (“Contract
Period”), unless termination on an earlier date.

14.2 The obligations of the Contractor under this
Contract will however be suspended until all the
following conditions have been successfully completed:

1. receipt by the Contractor of the advance payment
referred to in Article 3.2.1 above.

13.2 NonHomouHble MpeacTaBuTenu

B uensx Hagnexallero BbINONHEHNUS YCMOBUIA HACTOSILLETO
[oroBopa, CBOEBPEMEHHOTO BHECEHUS COOTBETCTBYHOLLMX
KOTMPOBOK MO Pa3BMTUI COBMECTHOM [OEATENbHOCTU W
LLlEHOBbIX KOTMPOBOK, kaxpgas 13 CTOpPOH HacTosWMM
HasHayaeT CBOero [JOBEPEeHHOro npefctasutens (B
JanbHenwem VIMEHyeMbIX «[lonHoMOYHbIE
MpencraBuTenmy) JeNcTBOBaThb oT UMEHU
cooteeTcTBYtOWEN CTOPOHbI B OTHOLIEHWUM HACTOSILLETO
[Horosopa:

13.2.1 MonHomouHbIN MpeacTaBUTeNb 3aKkaszyuka:
@©.1.0. brsarok Muxann BaneHTHHOBIY
JomxHocTh: PykBoBauTens CiyKOBI SKCIUTyaTaIIH
Tem: (495) 980-00-81

daxc: (495) 980-00-38

E-mail: m.bliznuk@globus-telecom.com

Mobile: 8-9262402265

13.2.2 MonHomouHbIN MNpeacTaButens UcnonHutens:
®.1.0.

JIOMKHOCTB:

Ten:
®daxc:
E-mail
Mobile:

Kaxgas u3 CTopoH 0653yeTcs CBOEBPEMEHHO M3BELlaTb
apyryto CTOPOHY O KakuX-MMOO M3MEHEHUsIX, MpU UX
HanmWMuMW, B YKal3aHHbIX BbIWE [aHHbIX Ccpa3y mnocrne
BHECEHMS COOTBETCTBYHOLLMX M3MEHEHNH.

— Cratba 14. Betynnenue B cuny u Cpok
Zdencteua [orosopa.
14.1 Hactoswumi [Jorosop BCTynaet B cuiy, npu YCroBuu
cobntogeHus nonoxexuuin Ctatok 14.2 HUXE, ¢ MOMEHTa
€ro nognucaHms 06emmy pacnpocTpaHseT CBOE AENCTBIE
Ha OTHOWeEHUs CTOpOH, Bo3HMKwKe ¢ 01.06.2013 roga.
Hactoswmn [orosop Oypet geicTBoBaTb M CBA3bIBATb
CropoHbl obssatenscteamn go 2014 r. (“Cpok
pencteus [lorosopa”) 40 €ro pacTOPXeHUs.

14.2 OpHako obs3atenbctBa  McnonmHutens  no
HacTosiemy [loroBopy BCTynatoT B CWIY TOMbKO Mpu
BbINOMHEHNN HKECTIEAYIOLLMX YCIOBUIA:

1. nonyyeHune McnonHuTeneM aBaHCOBOrO MnaTexa
cornacHo Cratbm 3.2.1 BbiLUe.



Article 15. General Conditions.

15.1 Entirety of covenants

This Contract and its Annexes constitute the entire
understanding between the Parties with respect to the
subject matter hereof and supersedes all prior
discussions,  agreements, representations and
correspondence between them, whether oral or written.

15.2 Amendments

This Contract and its Annexes may be amended and/or
supplemented only in written form signed by duly
authorized representatives of the Parties.

15.3 Counterparts

This Contract has been executed in duplicate equally
authentic originals in Russian and in English. Each
copy shall be deemed to be an original. In the event of
divergence between the English and Russian text of
the Contract, the Russian text shall prevail.

15.4 Severability

In the event that any one or more of the provisions
contained in this Contract or its Annexes shall, for any
reason, be illegal and null and void, such nullity shall
not affect any other provision thereof, but this Contract
and its Annexes shall be construed as if such invalid
provision had never been contained herein and in such
event the Parties hereto shall endeavour to substitute
forthwith such other enforceable provision as will most
closely correspond to the legal and economic sense of
the said illegal and void provisions.

Article 16.Requisites

For any and all formal correspondence relating to this
Contract and settlements between the Parties only the
following legal addresses and banking items shall be
used.

Customer: CJSC “GlobusTelecom”

Taxpayer Identification Number: 7715227394

Code of Registration Reason: 771501001

Legal address: 38, Obrazcova str., Moscow, Russian
Federation
ZIP code: 127018
The address of express delivery: 26, Sushevsky val,
Moscow, Russian Federation, ext. 4408
Telephone: 980-00-98
Fax: 980-00-99
Banking requisites:

Cratba 15. O6wwue ycnosus.

15.1 HegenumocTb ctaten Jorosopa

Hactosiwmn [oroBop W ero [lpunoxeHns SBNSKOTCA
€0MHbIM  LieNbIM - COrMallEHNeM, 3aKMIOYEHHbIM  MEeXay
CTtopoHamu no BbiLLeyKas3aHHbIM BOMPOCaM, 3aMEHSIIOLLUM
BCE Mpeadblaylie NeperoBopbl, 3aBEpPeHMs W mpoyne
COrnaLleHns Mexay HUMU.

15.2 Monpasku

MonpaBkn u/Mnn [ONONMHEHUs K HacToswemy [oroBopy u
ero [punoxeHnsiM MOryT BHOCUTBCS TOMBKO B MUCHMEHHO
dopme,  Oyayum  nognucaHHbIMM  OMLMANBHBIMM
YNONMHOMOYEHHbIMM NpeacTaBuTensmin CTOPOH.

15.3 Konuu

HacToswuin [JoroBop cocTaBneH B ABYX (2) MAEHTUYHbIX
9K3EMNNIApax Ha aHrnuinckoM 1 Pycckom sisbikax. Kaxabii
aK3eMnnsp  ABMSETCs  opurHanom. B cnyvasx
PACXOXAEHWS MEXZY aHIIMACKUM M PYCCKUM TECTOM
[loroBopa, pycckuin TekcT GygeT uUMeTb npeBanupytoLlee
3HaYeHue.

15.4 Pa3genbHocTb

B crnyyae ecrnM OQHO WM HECKOMbKO  MOMOXEHWiA
Hactosulero [loroBopa unu ero [MpUnoxeHWn no Kakoi-
nmMbo  MPUYMHE  OKAXYTCA  HENpPaBOMOYHLIMKA WM
HeeilCcTBUTENbHBIMM, TO 3TO HE JOIMKHO BNUSATL Ha Apyrue
ux nonoxeHus. Hactoswmin [Jorosop v ero lNpunoxeHns
[OMKHbI TONKOBATLCA, Kak ecrn Obl B HUX He BbINo Takoro
HeLelCTBUTENbHOrO MONMOXEHWS, M B 3TOM  Cryyae
CTOpOHbI  MOMBITAKOTCS  3aMEHWTb  TakMe  MONOXeHWs
AENCTBYIOLMMI MOMOXEHUAMY, KOTOPbIE Hanbonee TOYHO
COOTBETCTBYIOT  IOPUANYECKOMY M SKOHOMUYECKOMY
CMbICITY YKa3aHHbIX HeAeNCTBUTENbHBIX MOSIOXEHMN.

Cratbs 16. PekBuautbl CTOpoH

Ons Bcex n nobbix odmumanbHbIX MUCEM M PacYeToB
mexay CTOpoHamm, CBS3aHHbIX C HAacTosALWMM [JoroBopoMm,
[0NYCKaeTCA WCMOMb30BaHWe NNLWb  HWKENPUBELEHHBIX
OPMANYECKNX aapPecoB N BAaHKOBCKWUX PEKBU3UTOB.

3akasuuk: 3A0 “I'NMOBYC-TENEKOM”
WNHH: 7715227394
KIr: 771501001
tOpuanyeckuin agpec: Poccuinckas Pegepaums, r. Mocksa,
yn. O6pasyosa, A. 38.
MoyToBbIN MHAeke: 127018
Anpec kypbepckon foctasku: Mocksa, CyLiesckui Ban,
.26, BHYTpeHHUI Ten.: 44-08
TenedoH: 980-00-98
®akc: 980-00-99
BaHKOBCKUE PEKBU3UTDI:




ACC. Ne 40702810500770006770

In CJSC “GLOBEXBANK”, Moscow

COR. ACC. Ne 30101810000000000243
Banking Identification Code (BIC) 044525243
OKMNO 52627955

OKB3[] 64.20;74.14;74.84.

OrPH 1027739037655

Contractor:

Taxpayer Identification Number:
Code of Registration Reason:
Legal address:

Banking details:

ACC. Ne in

COR. ACC. Ne

Banking Identification Code (BIC):
OKPO

OGRN

For and on behalf of /

P/cu Ne 40702810500770006770

B 3AO "TMOB3KCBAHK", r. Mockabl
K/cy 30101810000000000243

BbUK 044525243

OKIMO 52627955

OKB3[ 64.20;74.14;74.84.

OlPH 1027739037655

WcnonHutens:

MHH:;

Krrt:

tOpuanyeckuin agpec:

BaHKOBCKME PEKBUINTBI:
Plcy Ne B

K/cy Ne

BUK

OKMo

OrPH

(Signature; Seal) / (Mognuce; Mevatb)

(Name; Title) / ($.1.0; DomxHocTb)

For and on behalf of / Ot umenn
CJSC “GlobusTelecom” / 3A0 “I'JIOBYC-TEJIEKOM”

(Signature; Seal) / (Moanuce; MeyaTs)

(Name; Title) / (9.1.0; domkHoCTb



Mpunoxenue 1. Onucanme Yenyr TeXHU4ECKON NOAAEPKKU
Annex 1. Techincal Support Services Description

Tabnuua BUAOB TEXHUYECKOW NoAKepXKKu (nakeToB Yenyr)

Bug cepBuca Onucanue cepBuca BpoH30BbIN Mpumevanus
naket

OKCTPEHHOE
BOCCTaHOBEHWE v
(yAanéHHo)

OKCTPEHHOE

BOCCTaHOBIEHWE OKCTPEHHOE )
BOCCTaHOBIIEHWE C [lononHuTensHbIi
Bbl€30M Ha NNoLLaaKy cepsuc
3akasumka
Fopsiyas MuHNs \
PeLeHne HeaBapuitHbIX N
3anpocoB
[ncTtaHumoHHoe

O6bl4Has 0BCnyXuBaHme J

TeXHUYeckas nocpeacTBOM

nogaepxka yaoaneHHoro goctyna

Texnoagepxka Ha

[ononHuTenbHbIN

nnowaake 3akasuynka cepsuc
[ocTyn K TEXHUYECKoN N
[OKyMEHTaLum
[varHocTtuka u
yCTpaHeHve Hemonagok e | V
pabote 0

Mopnepxka MO
OBHoBneHue cucTeMbl N

(noBbILLEHWE KayecTBa
MNo)

O6cnyxuBaHue
NepBKUYHOrO y3na

[ononHuTenbHbIN
cepsuc

PemoHT 1 3ameHa

Moopepxka JlononHuTEnNbHbIN
. annaparHoro
3anacHbIx YacTen cepsuc
obecneyeHuns
MpodunakTuyeckme [lONONHTENbHbII
MHCMIEKLMOHHbIE OCMOTPbI | o
Mpodhunaktnieckme | cory (Ha 0BbekTe) p
MHCNEKLMOHHbIE
OCMOTpbI CETH MpodunakTnyeckme
WHCNEKLMOHHBIE OCMOTPbI \

CETM (BUCTaAHLMOHHO)




Technical Support Services Table (Service package)

Service module

Service contents

Bronze Package | Comments

Emergency recovery

Emergency recovery
(Remote connection)

On-site emergency
recovery

Optional services

Standard Technical

Help Desk \
CSR handling V
Remote maintenance N

service

Support
On-site CSR handling Optional services
Technical support N
information sharing
Software fault diagnosis N
and corrections
Software Support System update(software |
quality enhancement)
On-site implementation . .
) Optional services
for first node
Hardware repair and
Spare parts support | replacement Optional services
(E)%uﬁg )e nt health check Optional services
Equipment health
check Equipment health check N
(remotely)
Tabnuua AONONHUTENbHbIX BUAOB YCNYT TEXHUYECKON NOAAEPKKM
Bup cepBuca Onucanue cepBuca

TexHnyeckas nogaepkka obopygosaHns 3x

npou3soauTenen

TexHuyeckas nogaepxka

AnnapatHas nogaepxka

IMpodrnakTMyeckme MHCMNEKLUMOHHbIE OCMOTPbI




TexHuyeckas nopaepxka obopyaosBaHus nocrne
3aBepLueHuns Cpoka Cnyx6el O60pynoBaHNs

OKCTPEHHOE BOCCTaHOBIEHME (YAANEHHO), IKCTPEHHOE BOCCTAHOBMEHWE C
BbIE3[0M Ha NMNOoWaaKy 3akasuuka, lopsyas nuHus, PeleHne HeaBapuitHbIX
3anpocoB, [1cTaHUMoHHOE 06CNyXBaHNE NOCPEACTBOM yAANEHHOro
poctyna, Texnogaepxka Ha nnowaake 3akasyuka, [ocTyn K TeEXHUYEeCKor
AOKYMEHTaLN.

Moaaepxka 3anacHbIX yacTen

I'Ipe,u,BaleTeanaﬂ 3aMeHa annapaTHoro obecneyeHus.

Ad hoc cepsuchbl

MepeyeHb cocTouT M3 148 Ad hoc cepaucos.

Technical Support Additional Services Table

Service module

Service contents

Technical Support

IT outsourcing product maintenance support

Hardware Support

Equipment Health Check

EOS product maintenance support

Emergency recovery( Remote connection), On-site emergency recovery, Help
Desk, CSR handling, On-site CSR handling, Technical support information
sharing.

Spare parts support

Advanced replacement

Ad Hoc Service

Ad Hoc service covers a total of 148 sub-services.

The Ad Hoc service is a collection of sub-services,

must be negotiated and sold independently with
Contractor.

The sub-services mostly include the following:

- Network transformation and network adjustment -

- Function and service enabling,
deployment, and special function test

- Network parameter optimization, office data
optimization, and transformation of trunk and -

signaling balancing

- Data export, data migration, and data deletion

- Security and reliability improvement

- Other routine cooperation and assistance

Ad hoc CepBuCbI — rpynna AONONHNTENbHbIX CEPBNCOB,
npenocraenaeMblX No OTAENbHOMY COriacoBaHmio C cnonnutenem.

Cnepytowme rpynnbl 3agay MoryT 6biTb peLLeHbl MOCPEACTBOM
ad hoc cepsucos:

TpaHcdopmaums CEeTM U M3MEHEHWS B COOTBETCTBUM C

TpeboBaHusaMM 3akasuvka.
feature

- Bknoyenue, pas3BepTbiBaH1e "
BONOMHUTENBHOTO PYHKLMOHANA.

OnTmmM3auMst  CeTeBbX  NapameTpos,
MaplpyTu3auMm ¢ Uenblo  ONTUMM3ALMK
CUrHarbHOro W NONb30BaTENLCKOMO Tpadhuka

HacTponka

- 3KCI'IOpT abOHEHTCKMX AaHHbIX, MUrpauna AaHHbIX N O4UCTKA

BA

- MeponpuaTtus no noBbILLEHMO 6€30MacHOCTH U HAOEXHOCTU
ceTen

TECTUpOBaHMe

OanaHca



Ad Hoc service covers a total of 148 sub-
services.

Difinitions

"Problem" shall mean an inadequacy of the
NE to the technical Characteristics.

"Request” shall mean an application
submitted in written form, filled in Form 1 of Annex 3,
or by telephone call of the Customer to the
Contractor’s Hotline to get Technical Support.

"Equipment” shall mean Hardware and
Software, including the components and elements
that supported under this Contract.

"Hardware" (HW) shall mean the physical
Equipment, including main set, peripheral
Equipment and electronic circuits on which Software
works.

"Software" (SW) shall mean all programs,
software modules or packets, firmware codes and

any other listed elements.

"Spare part" shall mean any element of
Equipment which can be used separately as remedy
of any Hardware Problem.

"Technical characteristics of network
(NE)" shall mean the

characteristics of Equipment, namely characteristics,

element technical
features, parameters and principles of performance
indicated by Contractor in documentation on
Products.

"Network element" (NE) shall mean any
communication center on the Customer’s network

supplied by ( ),

maintained under this Contract.

"Response time" shall mean period

between receipt of Request by the Contractor from

MepeyeHb cocTouT M3 148 ad hoc cepsucoB.

Onpegenexus

"Mpobnema" 03Ha4yaeT HEeCOOTBETCTBME  CETEBOMO
anemeHTa (C3) TexHUYeCKUM XapaKTepucTMKam.

"3anpoc" - 3asBKa B MCbMEHHOM BWAE, 3aMOfHEHHAs Mo
®opme 1 TMpunoxeHns 3, OTNpaBeHHasa No SMEKTPOHHOW MNouTe,
nmbo dakcy, nnbo TenedoHHbIA 3BOHOK 3akasunka Ha [opsuyto
nuHMIo WcnonHutens Ans NonyveHns TEXHUYECKON NOSLEPXKKM.

"O6opynoBaHue" o3HauaeT AnnapatHoe u [porpammHoe
obecneyeHne, BKITOYAs KOMMOHEHTbI 1 3NEMEHTbI, 0BCryx1Baemoe

B paMmKax gaHHoro KoHtpakTa.

"AnnapatHoe O6ecneyenue” (AO) - 03HauaeT huanyeckoe
O6opynoBaHue, BKMKOYasi OCHOBHOW KOMMMEKT, nepudepuitHoe
O6opynoBaHWe W 9NEKTPOHHble CXeMbl, Ha KOTOpoM paboTaer
lMporpammHoe obecneyeHue..

"MporpammHoe O6Gecneuyenne" (MO) - o3HavaeT BCe
nporpaMmbl, MOAYIM WK NAKETLI MPOrPaMMHOr0 0becrneyeHus:, N
kogbl BCTPOEHHbIX NporpamMMm, W nobble Opyre  SNeMEHTh
nporpaMmMHoro obecneyeHus.

"3anacHaa Yactb" - o03HauyaeT 06O 3neMeHT
O60opyaoBaHws, KOTOPbI MOXET BbITb MCNONBb30BaH Kak OTAENbHas
yacTb Ans yctpaHeHus Mpobnemsl AnnapatHoro O6ecneyeHns.

"TexHUYeCKUe XapaKTepUCTUKKU ceTeBoro anemenTa (C3)
"

- TexHuyeckue xapakrepuctukun OOopynoBaHWs, @ WMEHHO

XapaKTepucTWK4,  CBOWCTBA,  NapamMeTpbl WM MPUHLMMbI
(YHKLMOHMPOBAHWS, ykasaHHble McronHuTenem B AOKyMEHTaLum

Ha Mpoaykuuio

"CeteBoi anemeHT" (CJ) o3Havaet noboit y3en cBa3n, Ha

ceTu 3akasuuka Npou3BOACTBA : ()

obcnyxuBaeMblii B pamkax gaHHoro KoHTpakTa.

"Bpemsa pearmpoBaHus” ("Bpemsa peakumu") - 03HauaeTr

Bpems Mexay nonyyeHnem VcnonHutenem 3anpoca oT 3akasuuka



the Customer and the first reply by telephone or e-
mail by one of the Contractor’s experts.

"Restoration time\ Workaround time"
(Temporary solution time) shall mean the period
between receipt of a Request from the Customer
and the preliminary solution from the Contractor
providing performance of Products without Situation
symptoms, which caused the Request of
corresponding level of significance, but not
guaranteeing eliciting the reasons of the situation.

"Resolution time" shall mean the period
between receipt of a Request from the Customer
and the final solution of a Problem which eliminates
the reasons of the Problem, agreed and accepted by
the Customer.

"Suspend” (Request Status Suspend)
shall mean the period, which is not considered when
determining the total Restoration time and
Resolution time. The reason for Suspend include,
but are not limited to:

- gathering diagnosis information by the
Customer (log-files, configuration files, traces,

network diagrams etc);

- implementation of the recommendations of
the Contractor by the Customer;

- verification of the Contractor solutions
provided by the Customer;

- Application of the Customer and other

reasons, independent of the Contractor.

Status Suspended installed by the Contractor
to the date of sent to the Customer by mail or
telephone notification.

"iCare" shall mean Customer Request
Management System.

"RMA" shall mean Return Merchandise

Authorization.

W NepBbIM OTBETOM NO TeNedoHy UMK SNEKTPOHHONM MOYTEe OAHMM
W3 cneyuanucTos McnonHuTens.

"Bpemsa oteeTa" ("Bpems npepocTaBneHusi BpeMEHHOro

pelwenunsa”, "Bpems BOCCTaHOBENHUA", "Bpems
NPOMEXYTOYHOro  peLieHna") O3HayaeT CpoK  Mexay
nonyyeHnem  3anpoca  3akasuMka M NpegoCTaBnEHUs

WcnonHutenem npeaBapuTENbHOTO peLleHuns, obecneynBaloLLero
yHKumoHmpoBaHne O6opyaoBaHus ©e3 MPU3HAKOB  CUTyaLuM,
BbI3BaBLUEN 3anpoc COOTBETCTBYIOLLErO YPOBHS KPUTUYHOCTH, HO
He rapaHTUpyHoLLee BbISBMEHNS NPUYNH ee BOHUKHOBEHMS.

"Bpems peweHusa" ("Bpems npegocTaBneHus
OKOHYaTENbLHOro pelleHnna™) - 03Ha4aeT CPoK Mexay NonyvyeHem
3anpoca 3akas3umka W OKOHYaTenbHbIM pelueHnem [lpobnemsl,
YCTPaHSIOLLMM MPUYMHBI BO3HMKHOBEHMS Mpobnembi,
COrNacoBaHHbIM M MPUHATLIM 3aKa34MKOM.

"MpuoctaHoBneHo" (Ctatyc 3anpoca lpnocTaHOBNEHO)
- 03Ha4yaeT Nepuoa BPEeMeHU, KOTOPblA He Y4MTbIBAaeTCs npu
onpegeneHnn oblero BpemeHu BOCCTAHOBNEHWMS M BpemeHu
pewenns 3anpoca. [lpuumHamn yctaHosku Cratyca 3anpoca
[prOCTaHOBNEHO ABNSIOTCS, HO HE OTPAHNYMBAKOTCS:

- cbop AMarHoCTUYeckon mHopMmaumm 3akasynkom (roru,
hannbl KOH(UIypaLmmn, TPENChl, CXEMbl OpraHu3aLuuu CBS3N W Tak
panee);

- BbINOMNHeHWe 3aka3qnkom pekoMeraaumin Micnonnurens;

- NpoBepKka 3aka3uynkoM npegocTaBneHHoro VcnonHutenem
peLueHns 3anpoca;

- npocbba 3akasumka u Opyrue npuymnHbl, He3aBUCALLME OT

Wcnonnutens.

Crartyc lMpuocTaHOBNEHO yCTaHaBnMBaeTcs McnonHurenem

C MOMEHTa OTMpaBkM 3aka3uuky No noute unu  TenedoHy

COOTBETCTBYHLLErO YBELOMIIEHMS.

"iCare" - cucTema ynpaBneHuns 3anpocamm 3akasuuka.

"RMA" - aBTOpM3aLMA Ha BO3BPaT HEKAYeCTBEHHbIX WK

HeuncnpasHbIX uaenwi npounssoanTento ana 3aMmeHbl Ui peMOoHTa.


http://ru.wikipedia.org/w/index.php?title=%D0%98%D0%B7%D0%B4%D0%B5%D0%BB%D0%B8%D0%B5&action=edit

1. Services provided by Contractor within
Technical Support Contract

Technical Support provided by Contractor
includes 12 (twelve) kinds of service, as following:
Emergency recovery (Remote connection), On-site
emergency recovery, Help Desk, CSR handling,
On-site  CSR

handling, Technical support information sharing,

Remote maintenance service,
Software fault diagnosis and corrections, System
update(software quality enhancement), On-site
implementation for first node, Hardware repair and

replacement, Equipment health check.

The services are offered for the Customer in
the form of “Bronze Package”, “Silver Package” and
“Golden Package” for choice, but can be
supplemented by other services.

1.1 Emergency Recovery

Situations, which Requests are classified as
Requests of First Level of significance according to
item 2 of this Annex, shall be considered Emergency
situations. Such situations require Emergency

recovery.

Emergency Recovery includes emergency
support by telephone, through remote connection
and on-site support.

Emergency Recovery Procedure is given in

item 3.2 of this Annex.

1.2 Standard Technical Support

“‘Standard Technical Support” shall mean
activities carried out by the Contractor in non-
emergency situations (second, third and fourth level
Requests according to item 2 of this Annex)

At revealing any Problem connected with the

1. Yenyru, npepgoctaBnsemble cnonHutenem B pamkax
[oroBopa o TexHWuyeckon nopaepxke

TexHudyeckas nogaepxka, npefocTasnsemas
VcnonHuTenem, BkmtoyaeT 12 (4BeHaaLaTh) BUAOB YCMyr, @ UMEHHO
OKCTPEHHOE BOCCTAHOBIEHWE (YAaNEHHO), DKCTPEHHOE
BOCCTaHOBIIEHME C BbIE3[OM Ha NIoLaaKy 3akasuuka, NOAAEPKKY
no [opsiyen MK,  peLleHne HeaBapUHbIX 3anpoCcoB,
AVCTaHLMOHHOE 06CnyXuBaHNe NOCPeACTBOM yAanéHHOro A0CTyna,
TEXNOLAEPXKY Ha caiTe 3akasuuka, npefocTaBneHre AocTyna K
TEXHUYECKOM JOKYMEHTaLWUW, , AMarHoCTUKY W yCTpaHeHue
Henonagok B pabote MO, 06HoBNEHME CUCTEMBbI (NOBbILLIEHME
kayecTsa [10), O6cnyxuBaH1e NepBUYHOTO Y3na, PEMOHT U 3aMeHy
annapatHoro obecneyeHms, MHCMEKLUMOHHbIE NPOdUNaKTMYeckme
OCMOTPbI CETH.

Ycnyru npegocTaensatoTes 3akasuuky B popme
«bpoH3oBoro naketay, «CepebpsHoro naketa» 1 «3010TOro

nakeTa» Ha BbIGop, HO MOryT BbITb AOMONHEHbI APYTM CEPBUCAMM.

1.1 JKCTpeHHOe BOCCTaHOBNEHME

K 9KCTPEHHbIM CUTYaLmMsiM OTHOCATCS CUTYyaLmm, 3anpockl No
KOTOpbIM Knaccuduumpytotcs kak 3anpockl [lepBoro YpoBHS B
COOTBETCTBMM C N.2 HacToswero lMpunoxeHus. Takue cuTyauuu
TpebytoT npoBeaeHUst IKCTPEHHOrO BOCCTAHOBIIEHHUSI.

OKCTPEHHOE BOCCTAHOBMEHME BKITIOYAET B Ce0S SKCTPEHHYIO
Noadepkky no TenedoHy, 4epe3 YyAaneHHoe COoeauHeHne W

NOAAEPXKKY Ha NnoLlagKke.

Mopsook  NpoBedeHWSt  OKCTPEHHOTO  BOCCTAHOBNEHMS
npuBegeH B n. 3.2 HacTosLero MpunoxeHns.
1.2 O6bIYHaA Texnoanepkka
Mog “ObblyHON  TeXMoAmEepXKOW'  noppasymeBaroTCs

[encTBus, ocyllecTensemble lMcnonHutenem B HeaBapUMHBIX
cutyaumsx (3anpockl Broporo, Tpetbero n YetBepToro ypoBHeil
CcornacHo n.2 Hacrosiero MpunoxeHns)

Mpu BbISBNEHWN Kakoi-nnbo [pobnembl, CBA3AHHOM C



operation of Products, the Customer can request
Technical Support and assistance through the
Hotline.Request Processing Procedure is given in
item 3.3 of this Annex.

For the fast solution of the Problem the
Contractor according to the corresponding Fault
Grades assesses the Grade of the problem appoints
an expert who, if necessary, contacts the Customer
by telephone, for clarification of character and
details of the Problem, provides instructions for the
solution of and renders all assistance for elimination
within the period stipulated in item Annex 1.2. If
telephone support appears ineffective or while
operation there is a certain need, at the Customer’s
consent and considering the the Contractor provides
the remote maintenance service.

In the course of the service the Contractor
employs remote dialing technology, carries out
remote system diagnosis and presents a solution to
clear up the problem cause.Contractor specialists
are responsible for the remote system diagnosis
only, i.e. they only check data and search for the
problem cause . They do not alter the data, a
specific problem is cleared by the Customer's
personnel under the guidance of a Contractor
specialist. At the request of the Contractor the
Customer should provide necessary assistance and
confirm the effectiveness of the undertaken solution
measures.

If the telephone support and remote
maintenance have appeared ineffective, both sides
negotiate the necessity of on-site fault clearance
procedure. Upon conclusion that this assistance is
needed and possible, the Contractor sends its
specialist to help to clear up the problem directly on

the Customer's site.

pabotoit ObopynoBaHus, 3aka3umk MOXET 3anNPOCUTb TEXHUYECKYHO
nogfepxky W cogeicteue uyepes Topsauyto  JluHuio.Mopsgok
obpaboTku 3anpocos npueeaeH B n. 3.3 HacTosiLero MpunoxeHus.

[Onsa ckopeiwero yctpaHeHus [Mpobnembl McnonHutens
npuceavBaeT  npobreme N0 COOTBETCTBYIOWEA  LUKane
ONpEeAEeneHHyo KaTeropuio CroXHOCTY M Ha3HavaeT cneumanucTa,
KOTOPbIM MpU HeOBXOAMMOCTU CBA3bIBAETCA C 3aKkas3yukoM no
TenedoHy, Ansa yToOuHeHUs xapakTtepa v getanen MNpobnemsbl, aaet
WHCTPYKLWM MO PELUEHNIO 1 OKa3blBaeT BCAYECKOe COOeNCTBME AN
YCTPaHEHNs B CPOKM, MPpeaycMoTpeHHble B Mpunoxerun 1.2.Ecnu
TEXNOAAEpXKKa Mo TenedoHy He JaeT pesynbTaToB, WK B XOA€
OKasaHusi MOAAEPXKKM NO TenedoHy BO3HMKAET COOTBETCTBYIOLLAS
HeobxogumocTb, TO, C cornacus 3akasuuka, lMcnonHutens
OKa3blBaeT YCNyry AMCTAHUMOHHOTO OBCNYXWBaHWS NOCPEACTBOM

yaoaneHHoro gocryna.

B npouecce okaszaHus ycnyrn WcnonHutens yaaneHHo
nogkmnioyaetcs k Cucteme 3akasunka, NPOBOAUT €€ ANarHOCTUKY W
[aeT BapuaHT peleHns npobnembl.HxeHepbl McnonHutens
OTBEYAIOT TOMbKO 3a YAaneHHyw AuarHoctuky Cuctemsl, T.e.
TONbKO NPOBEPSIOT AaHHbIE W WWYT NpuynHy npobnembl. OHM He
W3MEHAKOT  [aHHble,  KOHKpeTHas  npobnema  ycTpaHseTcs
obcnykuBatoLMM  nNepcoHanom 3akasuuka Moj  PYKOBOACTBOM
uHxeHepa Wcnonuntens. Mo npocbbe Komnanum 3akasumk QOmKeH
nNpeaocTaBnUTb HeobXoaMMoe COAEUCTBME, a Takke NOATBEPAUTb

COOTBETCTBYHOLLMM COOBLLEHMEM 3CHEKTUBHOCTD MPUHSTBIX Mep.

Ecnm  TexHuyeckas noggepxka no TenedoHy, nmbo
AUCTaHUMOHHOE 06CMyXMBaHWE NOCPELCTBOM YAaneHHOro JoCTyna
He npuHocUT pesynbrtata, CTOpoHbl 0BCyxaaT HeobXoAMMOCTb
OKa3aHUs TEXHMYECKOM MoadepKkM Ha obbekte 3akasuuka.
Y0eouBwmMcb B TOM, YTO Takas noadepxka Heobxoguma K
BO3MOXHa, VcnonHuTens HanpaBnsieT CBOEro creuwanucta Ans
COLEACTBMS MO  YCTPaHEeHU0 Npobnembl HEMOCPELCTBEHHO Ha

obbekTe 3akasuuka.



Upon the Customer's acceptance of the
problem solution, the problem is cleared by the
Customer’s staff or — at his permission- by the

Contractor’s specialist.

“Standard Technical Support” also include
“Information Support”.

“Information  Support” shall mean the
provision of technical documentation the by
Contractor via web-site of Technical Support and
sent by e-mail, on CDs, diskettes and other
removable devices, as well as on paper. Such
technical documentation contains information about
the Products delivered by the Contractor and

maintenance.

1.2.1 Limitations

Decrease of network KPI, if the reason is not
Hardware or Software problem, can't be registered
like Emergency problem (Level 1). The work for
increase KPI it's additional network optimization

service, which not include in this contract.

Severity for problem with network rollout work
for new network elements or extension existing
network elements, which customer implemented by
themselves, can not be over than techical request or
request the lowest level, with the exception of
problem which will be System fault (Level 1).
Resolution for these problems is sending to the
Customer manuals for equipments without any detail

information and analyzing system parametrs.

1.3 Software Support

Mocne npuHATMS  3aKas3uMkoM  BapuWaHTa  peLLeHst
Npo6nembl OHa YCTPaHSIETCS TEXHUYECKUM MEPCoHanom 3akasumka,

nmbo, ¢ ero paspeLLeHns — MHXeHepoM VcnonHutens.

‘ObblyHast  Texnoodepkka” Takke BKMYaeT B cebs
IHbopMaLMOHHYO NOAOEPXKKY.

VHdopmaLmoHHas nogaepxka nogpasymesaet
npegocTasneHne  MCnonHMTeneM TEXHMYECKOW [OKYMEHTaLuu,
pas3MeLLeHHON Ha B3O calTe TEXHWYECKOM MOAAEPXKM, a TaKke
OTMPaBKe MO SNEKTPOHHOM NOYTe, HA KOMMAKT-4MCKaX, AUCKETaxX
Op. CbeMHbIX YCTpoACTBax, M B  OymaxHom Buge. Takas

TEXHMYECKAsi ~ AOKYMEHTaUMst  COAEPXMT  MHAopMaumio o
nocTaensiemon Mcnonnutenem OGopyaoBaHus 1 TeXo6Cnyx1BaHUmM

O6opyaoBaHus.

1.2.1 OrpaHuyenus
YXy[weHne KNoYeBbIX Mokasatenen paboTocnocobHOCTH
cetn (KPI), He cBsizaHHble cO cboeM paboTbl annapaTHOro Mnm
nporpammHoro obecneyeHnst He MOryT paccMaTpuBaThbCA Kak
aBapuiiHble cuTyaumu. PaboTbl MO ynyuWeEHWH  KMYeBbIX
nokasatenen paboTocnocobHOCTM CeTU He ABNATCA NpeamMeTom
AaHHOrO JoroBopa M MoryT ObiTb PacCMOTPEHbI Kak OTAESNbHbIN
CEpPBUC B pamkax OTAENbHOrO AOroBOpa Ha OKasaHue yCnyr.
3anpocbl  OTHOCUTENBHO ~ MOHTaXa, MyCKO-HanagoYHbIX
paboT, NpoBOAMMBIX CUnamu 3akasuuka, Ans HOBbIX CETEBbIX
9NEMEHTOB VNN PaCLUMPEHMS CYLLECTBYIOLLMX CETEBBIX 3/IEMEHTOB,
MoryT  ObITb  3aperucTpupoBaHbl  TOMBKO € YPOBHEM
HOpMaLMOHHBIN 3anpoc Mnmu 3anpoc Camoro HWU3KOTO YPOBHS, 3a
NCKMIOYEHNEM  BO3HWUKHOBEHWS

CUTyauun,  KOTopble  MOryT

XapakTepu30BaTbCs Kak aBapuitHble (YpoBeHb 1).
MpedocTaBneHneM pelleHns N Takux 3anpocoB  SBMSETCS
oTnpaBka  3aka3umky  OOWMX  MHCTPYKUMA  OTHOCUTENBHO
KOHKpETHOro Buga obopygoBaHus 6e3 aeTanbHoW paspaboTku
KOH(OUrypaLMOHHbIX  (baitnos, CKPUNTOB, [eTanbHOro —aHanuaa

CUCTEMHbIX NapaMeTpoB.

1.3 Moppepxka MNO



Contractor will offer Software Support
Service for the Customer.

The software support consists of:

- Software  fault diagnosis and
corrections

- System update(software quality
enhancement)

- On-site implementation for first
node

- Limitations

1.3.1 Software Fault Diagnosis and
Corrections

Equipment malfunction in the field may de
due either to hardware or software. In case that the
malfunction is due to software, Contractor will assist
Customer to diagnose the problem and introduces
appropriate measures for fault clearance.

1.3.2 System Update (Software quality
enhancement)

Software support service is also provided to
Customer when the Equipments are in service. This
applies to software patch, patch package or
maintenance release issued by Contractor to correct
reproducible defects in the system or enhance
existing software quality within the software release.

Software release maintenances are initiated
for the following reasons:

- Fault clearance

- Quality enhancements

The quality enhancement means any and all
changes to software that, (i) improve the operating
performance but do not alter the basic function of
the software, (i) Software patches should be
packaged and send to customer to solve the

potential problems.

Major releases incorporating new features

are considered upgrades. This service is not

WcnonnuTens npegnaraeT 3aka3uuky ycnyri Mo nopaepikke

Mno.
Mopaepxka MO BkntoyaeT B cebsi cnepyluee:
-[lnarHocTuka 1 ycTpaHeHue Henonagok B pabote
no
-OBHoBNeHWe cuUCTeMbl (MOBbILLEHWE KavecTBa
Mno)
-ObcnyxmBaHue NepBUYHONO yana
- OrpaHnyeHus
1.3.1 [uarHoctuka U ycTpaHeHWe Henonapok B pabore
no

Henonapku B pabote O60pyaoBaHMs MOryT BbiTb BbI3BaHbI
c6osmu B AO 1 MO. B cnyyae BO3HUKHOBEHWS HENomnaaok B pabote
MO , WcnonHuTenb OkasbiBa€T NOMOLb B BbISCHEHWUN MPUYMHDI

c60os 1 paspabaTbiBaeT COOTBETCTBYIOLLEE PELUEHNE.

1.3.2 OOHoBREHue cucTembl (NoBbIWweHMe kayecTsa M10)
Mopnepxkka 1O Takke npegocTaBnsieTcs,  korga
ObopynoBaHue 3akasymka Haxogutcs B pabote. Cioga OTHOCUTCS
BbINYCK NAT4yel, MHCTANNALUMOHHBIX NakeToB OOHOBMEHWUS WM
ODOHOBMEHHbIX NpOrpamM, npeaHasHaYeHHbIX AN WUChpaBneHus
obpaTUMbIX Henonagok B CUCTEME WM MOBLILEHUS KavecTBa

paborel [10.

[laHHble BbINyCKW LenatTes ¢ LenbHo:
- icnpaBnexust Henonagok

-[oBbIWweHus KavecTBa

MoBblleHMe KayecTBa NOApPa3yMeBaET TeKyLLNe N3MEHEHUS
BEpCcuM, 3aknovarowmecs B (i) ontummsaums paboTbl Nporpammb
6e3 n3meHeHns 6a3oBbIx YHKUMIA; (i) B NPOU3BOACTBE U OTChINKE

KMMEHTY naTyen B Cryyae BO3HUKHOBEHMS Hemonazok B 0.

Bbinyck o6bHOBReHuin, obnagarowmx HOBbIMM (DyHKLMSMY,
cynTaeTcs anrpergoM. JTa ycryra He BKMIOYAETCH B MOAAEPKKY
Mo.



included in the Software Support Service.

- The Customer decides whether the
delivered patch, patch package or maintenance
release is to be implemented in the delivered or
operating software.

- If the Customer decides not to install
corrections, patches or maintenance release,
problems that occur due to missing patches are not
considered system faults.

- The Contractor shall give
recommendations about installation for every
maintenance release. In case the Customer refuses
to install corrections, patches or maintenance
release within 30 days after they were presented the
Contractor has a right unilaterally to close the

problem for which this program was issued

The Responsibility Matrix is given in Annex
1.3

1.3.3 On-site implementation for first node
On-site implementation for first node service
is included in the software support service and cover
only software installation for resolve software
problem. First node means the first element of each
Network Element category in service, served within

the contract or purchase order.

- Under tht requirment of the Customer, the
Contractor will implement the operation of
System  Update  (Software  quality
enhancement) or patch for first node. The
Customer specially arranges its personnel
to assist in the installation of the software
and renders the Contractor necessary
assistance and cooperation.

- If in the process of the software installation

some additional hardware parts also need to be

- 3akasunk pewaetr  CaMOCTOATENbHO,
yCTaHaBNuBaTb unn HET NnpeaocTaBEHHbIE
Wcnonuutenem  natuu, MHCTaNNAUNUOHHbIE  NMAKEeTbl

0OHOBNEHNS UM OOHOBNEHHbIE nporpammel.

- Ecnu 3akasunk pelnT He yCTaHaBnnBaTb
natuM, naketel OOHOBREHMS  unu  OBHOBMEHHbIE
nporpaMmbl, aBapuW, KOTOPble MOTYT BO3HWKHYTL B
CneacTBUM 3TOrO, He ByayT CUMTaThCA CUCTEMHBIM COOEM.

- [Ona kaxgoi nmporpammbl  0BHOBMEHWS
VcnonHutenb [[aeT pekoMeHZauui no ycTaHoeke. B
cnyyae oTkasa 3akasuika OT YCTaHOBKM NaTyell, NakeToB
00HOBMEHNS UN OBHOBNEHHbBIX NporpamMm B TeyeHne 30
[HelA C MOMeHTa WX npepocTtaBnenus McnonHutens
MeeT npaBO B OOHOCTOPOHHEM MOPSAKE  3aKPbITh
npobnemy, AnNs pelweHus KOTOPOW AaHHas nporpaMma

Obina BbinyLEHa.

Manmu,a pacnpeneneHusa OTBETCTBEHHOCTU MNpuBeaOEHa B

Mpunoxerun 1.3.

1.3.3 O6cnyxuBaHue nepBUYHOrO y3na

Mopaepxka MO BknoyaeT 06CNyXMBaHKWE NEPBUYHOTO y3na
W pacnpocTpaHsieTCss TONMbKO Ha cnyvau YycraHoBku 10 ans
pewwenns npobnem. Mog nepBUYHBIM Y3MOM NOAPa3yMeBaETCs
nepBblii CeTeBON ONEMEHT KaXdOoW KaTeropum B AEeNCTBYHOLLEN
cetn 3akasuuka, 0OCIyXMBAaEMOW B paMKax COOTBETCTBYHLLETO

KOHTpaKTa 1N 3akasa Ha TeXHUYECKYH NOAAEPXKKY.

- o tpebosanuio 3aka3uuka, McnonHutens ocyLlecTsiseT
obHoBneHne cuctembl (noBbllweHne kavectea [10) wu
YCTaHOBKy naTya Ans nepeuyHoOro ysna. [ns ysactus B
pabotax no ycraHoBke fononHutensHoro MO 3akasuuk
cneumarnbHo BblgenseT CBOWX COTPYAHUKOB W OKasbiBaeT
WcnonnuTento Heobxoayumyto NOMOLLb U COAENCTBYE.

- Ecrm B npouecce ycraHosku MO Tpebyetcs otaensHoe

npefocTaBneHne yYacteit anmapaTtHoro obecrieyeHus,



installed, this service is rendered according to
the item 3.6 of this Annex.
- Contractor will offer an on-site trainings

when the first node implementation.

Customers may chose to request for the
installation for the whole network elements except
from first node. Yet maintenance of rest network
elements doesn’t include in software support
service. The Contractor proposes cost for such type
of service independently.

The total sum of On-Site Implementation for
First Node services are not included into a “Bronze

Package”.

1.3.4. Limitations

The software support service does not
encompass the remediation of problems or bugs
determined by Contractor to have been caused by
the failure or malfunction of any software produced
by third-party vendor. Maintenance extends only to
material non-conformities of which Contractor is
notified during the technical support service term.
Contractor is not obligated to perform support on
any software defect that cannot be reproduced with
either the latest software release (that is any new/
improved version of the software) or the immediately
prior software release.

The software support service do not provided
to Equipment in End of Service.

Support to be provided herein does not
apply or extend to the software in the event of:

- installation, repair, relocation, addition,
alteration, modification or enhancement of
the Software, performed by parties other
than  Contractor without Contractor’s

consent;

- use of the Software in conjunction with

another vendor’s products resulting in the

COOTBETCTBYlOLIAs YyCryra BbINONHSETCS B MOPsAKe,

pernameHTMpoBaHHOM B M. 3.6 HacTosiLero MpunoxeHus.
- Bo Bpems npoBemeHus pabOT Ha MNEpBUYHOM Y3ne

npoBoauTCst 06y4YeHMe Ha NroLLaake 3akasuunka.

Mommmo NepBUYHOrO yana, /cnonHutens no np00b6e

3akasunka MoOXeT npoBecTu ycraHosky 1O Ha Bcex
anemeHTax cetn. OpHako fdaHHas ycnyra He BKMOYaeTcs B
nogaepxky MO. MpeanoxeHne CTOMMOCTM yCyr no ycTaBHoBke 10
Ha OCTanbHbIX ANEMEHTax CeTW OcyLlecTBnAeTcs McnonHutenem B
OTZENbHOM NOPSAKE.

CrommocTb yenyru no yctaHoske N0 Ha nepBUYHOM y3rne He

BKMtoYeHa «bpOH30BbLIN NakeT».

1.3.4.0rpaHnyeHns
Mopnepxkka 1O He BKkMOYaeT yCTpaHeHue npobnem,
MOMOMKOW WA nwboro MO,

BbI3BaHHbIX rEl,e(i)eKTaMI/‘I

NPOU3BEAEHHOTO  CTOPOHHWM  MPOM3BOANTENEM. Yenyra
pacnpocTpaHseTcs TOMbKO Ha Henonmagku, B W3BECTHOCTb O
koTopblx McnonHutens Obin  MOCTaBNeH B TeYeHWe Cpoka
TEXHUYECKON Moadepxku. McnonHutens He  npegocTaBnseT
NOAAEPKKY B OTHOLWEHUM AeIeKTOB, KOTOpble He MOryT ObiTb
BbISIBMIEHbl NOCne yctaHoBk nocregHen Bepcun O (nobas
HOBEILLas/yCOBEPLUEHCTBOBAHHAs Bepcus) unu npeanocneaHen
Bepcun. Mopoepxka MO He npepocTaBnsetca ans ObopynosaHus,
Ang Kotoporo Hactynuno Bpems 3aseplueHus Cpoka Cnyx6bbl
ObopypoBaHus.
ObosHayeHHass B [JaHHOM cornaweHun nopgepxka MO

TEPSIeT CUIy B Cry4ae BO3HUKHOBEHWS HENONafoK, Bbl3BaHHbIX:

- HecornacoBaHHbIM C McnonHutenem  OEMCTBUSIMU

TPETbEN CTOPOHbI (yCTAHOBKA, MOYMHKA, Moaudukaums,

n3meHeHve, pobasneHme HoBbIX GyHKuui M10);
- CoBmecTHbIM ncnonb3oBaHuem 0O ¢ npogyKuuen apyrux

NpoOu3BOAMTENEN,  BbI3BABLUMM  HEMOMagKM  Unu
HEeCOOTBETCTBUS;

- HecobnioaeHnem npasun u TpeboBaHuii 06CnyxmBaHNs;



defect or non-conformance;

- failure to follow applicable operation or
maintenance requirements;

- introduction of data, through any method
other than through the Software, into any
database accessed by the Software;

- or abuse, mishandling, misuse or damage
to the Software.

The Responsibility Matrix is given in Annex 1.3

1.4 Spare Parts Support
Repair represents recovery of faulty module
or component to the up state, which corresponds to

its functionality and productivity before failure.

If it is impossible to repair, the Contractor
shall deliver a new module or component, the
functions of which are the same or better than of the

replaced one.

Advanced replacement:

Advanced replacement service it is
additional charged service, unless otherwise
stipulated in the technical support service contract.
In the case of advance replacement need Customer
submits a Letter of Guarantee together with Faulty
Tag. Letter of guarantee should be addressed to
Local Office Technical Support Director of the
Contractor. In the Letter the Customer lists those
equipment which requires advanced replacement
and guarantees that faulty spare will be returned
within 30 calendar days after good parts receiving
by Customer.

The Contractor will not undertake to repair
irreparable parts, including those which fault was
caused by reasons other than flaws in Contractor's

design, (e.g. those having damaged or punctured

- HecobniopaeHnem Hopm BBOAA LaHHbIX (HE MOCPELCTBOM
ncnonb3osaus M0);

- W HapyLLeHneMm npasun aKcnnyarauuu,

1CNONb30BaHMEM He MO Ha3HauyeHuo, noepexaeHuem MO

nT.A.

MaTpuua pacnpefeneHus OTBETCTBEHHOCTM NpuBeaeHa B

Mpunoxennn 1.3.

1.4 PeMOHT 1 3ameHa annapaTHoro obecneveHus

PeMOHTOM  SIBNSIETCA  BOCCTAHOBMEHWE  HEWUCTPABHOIO
MOZyNs MnM  KOMMOHeHTa [0 paboTocnocobHOr0 COCTOSHMS,
COOTBETCTBYHOLLErO NO (OYHKLMOHANBHOCTU M MPON3BOAMTENBHOCTH
€ro COCTOSIHUIO [0 BbIXOAa 13 CTPOS.

Ecnn  peMOHT HeBO3MOXeH, WcnonHutens nocTasnser
B3aMeH HEMCMPaBHOMO HOBbIA MOZYMb UM KOMMOHEHT, (OYHKLMM

KOTOPOro COOTBETCTBYIOT UMK Ny4LLE 3aMEHAEMOro.

I'Ipe,qBapMTeanaﬂ 3aMeHa annapaTHoro obecneyeHus:

YCnyra rlpe,qBaleTeanoﬁ 3aMeHbl OTHOCUTCA K

OOMOMHUTENbHBIM  NNaTHbIM  CEepBMCaM, eCcriM WHOe  He
NPeayCMOTPEHO KOHTPAKTOM Ha TEXHWYECKylo noaaepxky. B
cnyyae HeoBXxoaMMOCTU MPUMEHEHUS YCMyru npeaBapuTENbHON
3ameHbl 3aKkasumk, BMecTe C KapToukoW HeucnpaBHOCTH,
OTNPaBNSET rapaHTUMHOE MUCbMO Ha UMS AUPEKTOpa TEXHUYECKOW
NoaaepPXKN perroHansHoro oguca McnonHutens. B rapaHTuitHOM
nucbMe  3akasuuk ykasbiBaeT 000pydoBaHWe, ANs  KOTOPOro
HeobxoaWma npegBapuTenbHas 3amMeHa W rapaHTUpyeT BO3Bpat
HeucnpaBHOro 06opyaoBaHus Ha cknag McnonHutens B TeyeHne 30

KaneHAapHbIX AHEi ¢ AaTbl NOMYYeHUs UCrpaBHOTO 060pyLOBaHMS.

WcnonHutenb He 6epeT 06513aTeNbCTBO 3aMeHsITh 3an4yacTy
He noanexawie pemoHTy (B TOM YuCne Te, KOTOPblE BbILAM W3
CTPOS He MO TMpUYMHE W3bSHOB B  3aBOACKOM  An3aiHe
WcnonHutens), ¢  Takumu

jedektamm  kak  obropesLuue,



circuits, circuit burnouts, damaged printed circuit
boards, ruined pin welding points of components
welded on the surface of the parts etc.). Such parts
are sent back to the Customer.

The Hardware Support service do not

provided to Equipment in End of Service.

The Contractor will not undertake to repair or
substitute accessories purchased by the Customer

independently at his own discretion.

The warranty period of the parts repaired by

the Contractor is 3 months since delivery date.

The “Golden Package” already includes the
prices of Repairs and Substitution services; the
prices of Repairs and Substitution services are not
included into a “Bronze Package” and “Silver
Package’, they are charged separately according to

the standard.

1.5 Health check

Equipment Inspection Check-Up of the network
is an active overhaul of the network Equipment by
Contractor specialists, the timely uncovering of
hidden problems, and the lowering of the fault rate to

ensure the Equipment’s steady operation.

- The Contractor provides its specialists to
carry out an overhaul via telephone or an
on-site overhaul. “Remote inspection”
implies a technical check-up of a Central
Office Station, conducted by Contractor’s
specialists through a remote

maintenance. An “On-site inspection”

means the carrying out such a check —up
by Contractor's specialists directly on the

site of the station.

NonoMaHHble, NpobuTble, NoLapanaHHblie U 3anaykaHHble Nnathbl
WHTErparnbHbIX CXEM, HapYLUEHHbIE KOHTaKTbl Naikm 3NEKTPOHHbIX
KOMMOHEHTOB CXEM 1 T.N.).

MNopnepxka AnnaparHoro OboecneyeHus He
npepoctasnsetca ans OGopynoBaHus, Ans KOTOPOrO HaCTynumo
Bpems 3aBepLueHns Cpoka Cnyx6bl OGopyaoBaHus.

Wcnonnutens He BepeT 00513aTeNbCTBO BOCCTAHABNMBATH
WNK 3aMeHsTb BCromoratenbHoe obopydoBaHue, npuobpeTeHHoe

3aKa3unkoM CaMoCTOATENbHO Ha CBOE YCMOTpEHne.

[apaHTUIHBIA CPOK Ha 3anmyacTW, BOCCTaHaBMMBAEMble
VcnonHutenem, cocTtaBnseT 3 Mecsla CO [AHS OTMpaBku W3
pEMOHTa.

B «30noToi nakeT» yxe BKMIOYEHbI LeHbl 3a yCnyru no
PEMOHTY W  3aMeHe 3anyacteil; B «bpOH30BbIA MakeT» K

«CepebpsHblii ~ MakeT»  9TW  yClyrM  He  BKIIOYEHbI,

COOTBETCTBYIKOLLME YCnyrn onnayvnBaloTcA OTAeNnbHO COrnacHo

pacLieHKkam.

1.5 MMpodmnakTnyeckme MHCNEKLUOHHbLIE OCMOTPbI.

lMepuognyeckoe  WHCMEKUMOHHOe —obcrnefoBaHue  CeTw
O3Ha4yaeT akTMBHOe obcnefoBaHWe UHXeHepamu lcnonHuTtens
pencteyowero Ha cetn  O6opypoBaHus, CBOEBPEMEHHOE
OBHapyxXeHue CKpbITbIX Npobrem, NpuHATME BCEX HEOOXOAMMbIX
MEP C LENbl0  CHWKEHWS  KO3(hULMEHTA  aBapUMHOCTM,
obecneyenne ctabunbHoit pabotsl O6opyaoBaHMS.

- Wcnonnutens  npegoctaenseT WHXEHepoB  Ans
nposegeHus  “[ucTaHunoHHoro  obcnepoBaHus” K
“ObcnenoBaHus obopynoBaHus Ha mecTte”.

“‘luctaHuynoHHoe obcrneaoBaHne” 03Ha4aeT TEXHUYECKYHD
NPOBEPKY rMaBHOW (LEHTPanbHOM) CTaHLuK, NPOBOAUMYIO
cneumanuctamu icnonHutens NocpeacTeOM yAaneHHoro
poctyna. MMpu “ObcnegoBaHnn Ha MecTe”  Takas
TEXHWYECKas NpPOBEPKA BbLINOMHSAETCS CrneuuanucTamm

McnonHuTens HeNOCPEACTBEHHO Ha CaMoi CTaHLMN.



- The problems, found out during the
inspection, are allocated according to their
respective grades for their subsequent
handling under the stipulations covering
the  corresponding  Routine  Faults
Technical Support services.

- The service includes three types of
services: software inspection, hardware

inspection and an environment check-up.

Upon the completion of the inspection
optimization proposals are presented to the
Customer on how to improve the quality of the

Equipment operation.

The Responsibility Matrix is given in Annex
1.3

2. Classification of Requests by Critical

Level

Problems, which arise in the Customer’s
network, are divided into four levels by the influence

they exert upon the NE operation.

First Level Requests

The Problems which seriously influence the
services provided to the subscribers, billing and
maintenance characteristics and which require
correction reagrdless of time and day are classified
as the First Level Requests. They include, but are

not limited to:

Mobile Networks

- [pobnembl, obHapyxeHHble B xoge 06CneaoBaHus,
COrMacHO MX KaTeropum, OTHOCAT K COOTBETCTBYHOLLEMY
Buay ycnyr pasgena «OOblyHasi Texnopaepkka» Ans

JanbHenLwero paspeLueHud.

- Ycnyra BknovaeT B cebst Tpu Buga yenyr: obcnegosaHme
MO, obcnegoeaHne anmapatHoro obecrneveHus u
obcnenoBaHMe NnapaMeTpoB OKPYXatoLLeit cpeabl.

Mo wtoram  obcnegoBaHus  3akasuuky  AaloTcs
paLMOHanN3aTopckie MNPEeanoXeHns Mo YNyulleHuo KavecTea

pabotbl OBopyaoBaHus.

MaTpuua pacnpefeneHusi 0TBETCTBEHHOCTU MpuBefeHa B

Mpunoxexun 1.3.

2. Knaccuquauuﬂ 3anpoc03 no cTteneHn KPUTUYHOCTU

Mpobnembl, BO3HWMKalOWMWe B ceT 3akasumka B
3aBMCMMOCTM OT BIMSHWS, KOTOPOE OHM OKasbIBaloT Ha paboTy ceTu

1 otaenbHbix CO noapasnensarTca Ha YeTbipe YPOBHA

3anpochb! MepBoro YpoBHA

3anpocam nepeoro YpOBHS COOTBETCTBYIOT [1pobnembl,
CepbesHo BNUSIoWMe Ha NpedocTaBnsieMble aboHEHTaM CepBHCHI,
TapuuKaLmio 1 xapakTepucTukm Texobcnyxusanus, u TpebytoLme
UCMpaBNEHNs BHe 3aBUCUMOCTM OT BPEMEHU CYTOK WNW  AHS

Hegenu. Vimm sBnatoTCs, HO He OrpaHMYnBalOTCA:

MobunbHas cBfi3b



1) CX600-X8

1. Failure of a key hardware unit and
impossibility of
(OMB\OMU\MPU\OMD, SMU, BAM, iGWB)

2. Failure of one or more switch units

switching  to  backup

3. Loss of 30% and more traffic of an NE

4, Voice quality greatly degraded and one-
way audio rate or no audio rate over 20%

5. Absence of possibility to register of 20%
and more subscribers in the network

6. Impossibility of providing one or several
basic services of an NE (incoming/outcoming voice
communication, SMS, CSD)

7. Impossibility of return to the previous
software version after software version update

8. A loss of call charge valued at over USD
10, 000

9. Irreversible loss of CDR.

2) ME60-8, S9303

1. The entire system breaks down, restarts, or the
switchover occurs between the primary and
secondary main control boards.

2. A board restarts.

3. An uplink port or a port that connects an important
server interrupts.

4. The entire equipment or a board burns.

5. The upgrade or cutover falils.

1) CX600-X8

1. Bbixog w3 CTpos KMtoueBOro annapartHoro 6noka
(OMB\OMU\MPU\OMD, SMU, BAM, iGWB) ¢ HeBO3MOXHOCTbIO
NepekmniYeHNs Ha pe3epBHbIil, NoBnekLee 3a cobon 3HaunTENbHOE
orpaHuyeHmne cepauca Ans aboHEHTOB.

2. Bobixog u3 cTpos ogHoro M 6onee KOMMYTALMOHHBIX
MOAYNEN LEesMKom

3. Moteps 30% v 6onee Tpacmka CO

4. 3HauMTenbHoe  yxydleHuWe  KayecTBa  rosnoca,
OOHOCTOPOHHSS  CMbIKMMOCTL (MW OTCYTCTBME  CMbILIMMOCTH)

npesblwaer 20% oT obwero KonMyectBa  YCTAHOBMEHHbIX

COEANHEHNN

5. HeBO3MOXHOCTb  OCYLLECTBREHNS npoueaypel
peructpaumm B cetv bonee 20% aboHeHTOB

6. HeBO3MOXHOCTb  NPEeOOCTaBNEHUS  OQHOMO UMK

Heckonbkux 0asoBbix cepeucoB C3  (Bxogswas, ucxogswas
ronocoeas ces3b, SMS, CSD)

7. HeBO3MOXHOCTL BO3BpaTa Ha npefblaywyto Bepcuio MO
nocne o6HoeneHus sBepcum 10

8. MNoteps Tapudmkauum 6onee 10, 000 USD

9. HeobpaTumas noteps annos Tapudmkamm

2) MEG60-8, S9303

1. TlonHasa noteps paboToCnOCOOHOCTM CUCTEMBI  W/WMK
CETEBOr0 9NemeHTa, nepesarpyska WAnM MepekrioyeHne
Mexqay aKTUBHOW U Pe3epBHON NnaTaMmn ynpasneHus (ecnu
3TO NPUBOANT K NOTEPYU Cepauca)

2. Camonpowu3sBonbHas nepesarpyska nnar.

3. loTeps paboToCMOCOBHOCTM BOCXOAALIErO MopTa WM
abOHEHTCKOTr0  NopTa, MOAKMIOYEHHBIN K 3HAYMMOMY
CETEBOMY pecypcy (cepsepy).

4. BosropaHue Kak BCEro CeTeBOr0 3MEMEHTa, Tak W ero
OTZENbHbIX NNaT.

Mpobnembl Bo3HMKILME nocne o6HoBneHus MO ceTeBoro anemeHTa
WNKN PeKoHAMrypaLum cetn (MepeknioyeHne C OOHOro CETEBOro

3MeMeHTa Ha apyroi)



Second Level Requests

The problems causing the serious influence
on the network element operation, maintenance and
administration and requiring immediate attention are
classified as Second Level Requests. The degree
of urgency is lower than in Emergency situations,
because of the threat to the network element
operation, the subscribers and the Customer's

income. They are, but not limited to:

Mobile communication

1) CX600-X8

1. Failure of SOSM

2. Interrupted communication between the
foreground and the background

3. Partial limitation of one or several basic
services (incoming/outcoming voice communication,
SMS, CSD), with loss of less than 30% traffic

4. Failure of BAM or EWS.

5. Absence of possibility to register of less
than 15% subscribers in a VLR

6. Unrecoverable BAM data damage

7. Unsuccessful Software Update with
successful roll down to the previous version

8. Loss of NE management

9. Failure of system clock

2) ME60-8, S9303

1. A fault occurs on the secondary main control
board or switching network, but it does not affect
services.

2. A fault occurs on an individual access port,

causing communication failure among a certain

3anpocbi Broporo YpoBHs

3anpocam BTOpOrO YpOBHS COOTBETCTBYIOT [lpobnemsl,

Bbi3blBAlOLME  Cepbe3Hoe  BnMsHME  Ha  paboty  CO3,

TexobcnyxuBaHne M agMUHUCTPUpOBaHMEe, U Tpebytowme
HENOCPeACTBEHHOMO BHUMaHMSI. CTeneHb SKCTPEHHOCTY HINKE YEM B
KPUTUYECKUX CUTyaumsX, B CWIy MeHbluen yrpossl pabote CO3,
aboHeHTam u pgoxogy 3akasuska. Mmu  SBRSOTCA, HO He

OorpaHMynBaloTCA:

MobunbHas cBA3b

1) CX600-X8

1. Boixog u3 ctposs COPM (SOSM)

2. OtcytcTBME CBA3M MEXOy XOCTOM W MoZyrem
agMuHUCTpupoBaHns BAM\OMU

3. YacTuyHoe OrpaHMYeHMe OfHOMO WK  HECKOMbKMX
6a30BbIX CEpBMCOB (BXOAALLAs, UCXOAALLAs ronocoBas cesdb, SMS,
CSD), conposoxaaemoe notepeit Tpaduka meHee 30%

4. Boixog n3 ctpost BAM\OMU wnm EWS.

5. OtcytcTBre Bo3MOXHOCTW perucTpaumn B VLR meHee
15% aboHeHTOB

6. Mospexaenne gaHHbix BAM\OMU He gonyckarowlee ux
BOCCTaHOBIIEHNS.

7. HeymauHoe obHoBnenue MO ¢ yagayHbiM OTKAaTOM Ha
NpeablayLLyt BEPCUIO

8. MNoTeps ynpasneHus C3

9. Cboi CUHXPOHW3aLMM CUCTEMBI.

2) ME60-8, 59303

1. HencnpaBHOCTb, BO3HUKLLASA Ha pe3epBHOI ynpaBnsioLLei nnare
WNN LUMHE KOMMYTaLWK (LLIMHA MEXNIaTHOrO B3aMOZENCTBIS), HO

He BNusioLLas Ha CepBuC.

2. HencnpaBHOCTb, Ha KOHKPETHOM NOPTY AOCTyna (abOHEHTCKOM),

KOTOpPOE BbI3bIBA€T OTCYTCTBME CBA3N Y OTAENBHOMO KONM4ecTBa



number of subscribers.

3. Packet loss (less than 5%) occurs on a port or
link.

4. A device cannot be logged in to or cannot be
managed.

5. The system runs exceptionally. The load exceeds
70%.

6. A major alarm rises or a critical assertion displays.
7. The new services cannot be properly enabled.

8. The hard disk of the primary control board breaks
down, but it does not affect services.

9. The left problems of the successful upgrade or
cutover.

10. Billing failure occurs.

Third level requests

The Problems, which insignificantly weaken
the NE functionality and insignificantly influence the
services provided to the subscribers, are classified
as Third Level Requests. They include, but are not

limited to:

Mobile networks

1) CX600-X8

1. A failed board that does a little bit impact
the services

2. Failure of a key hardware unit with
switching to backup (MPU, VLR, BAU, HDB)

3. A failed board, port with switching to
reserve service

4. The periodically faults signaling links

5. Restriction of one or several basic services

aboHeHTOB.

3. Moteps naketos (Gonee 4yem 5%) N0 NUHKY UnK NOPTY.

4. TNoTeps ynpaBneHns CeTeBbIM 3NeMEHTOM U OTCYTCTBUE
[0CTYyNa K Hemy.

5. WckniounTenbHbIn pexum paboTbl anemeHTa. Harpyska Ha Hero
npesbiwaet 70%.

6. BosHnkHOBEHWME aBapuitHoro coobienuns ypoehs Critical unu
Major.

7. HeBO3MOXHOCTb BBOAA B 3KCNNyaTaLuMi0 HOBbIX CEPBUCOB.

8. BbIXog, 13 CTPOS XKECTKOrO AMCKa akTUBHOW NNaTbl ynpaBneHus
CETEBOro 3MeMeHTa, NPK 3TOM He BIUSIIOLLIMIA Ha CEPBIC.

9. NMpobnembl, ocTasLuMecs nocne yenewwHoro obHoneHus MO
CETEBOro 3NeMeHTa U PEKOHMUrypaLmmn ceTi (NepekoyeHme ¢
O[JHOrO CETEBOr0 3rieMeHTa Ha [pyrow).

10. Bo3HuKHOBEHWE OLLINGKM B TapudmkaLmm Tpaduka.

3anpocbl TpeTbero YpoBHA

3anpocam TpeTbero YpoBHA COOTBETCTBYKT [Ipobnemb,

HesHauuTenbHO  ocnabnswwme  yHkyMoHanbHocTe  CO u

HE3Ha4YnTeNnbHO  BNUAKOWKWE Ha  ycnyrn, npeaocraBnsgemble

aboHeHTaM. /mu sBNSOTCS, HO He OorpaHn4mnBaloTCA:

MobunbHas cBf3b

1) CX600-X8

1. BbIxog 13 CTpOs Nnatbl, HE 3HAYMTENBHO BIMAIOLLEN Ha
cepBuc NMbo onepaTUBHO 3aMEHEHHON 13 3anaca.

2. Bobixog n3 CTpos KMO4EBOro annapaTtHoro 6noka c
nepekntoyeHnem Ha pesepeHbin (MPU, VLR, BAU, HDB)

3. Bbixog w3 cTpod nnatbl, nopta ¢ nocregytoLmm
NepekmnYeHNeEM CEPBICA Ha PE3EPBHbIA.

4. MNepuogmnyeckoe nageHne curHanbHbIX JIMHKOB.

5. OrpaHn4eHne OAHOrO Wi Heckonbkix 6a3oBbIX CEPBICOB



(incoming/outcoming voice communication, SMS) for
some particular subscribers

6. Restriction of one or several additional
services (forwarding, ANI, conference
communication, waiting, etc.) for some separate
subscribers

7. Poor quality of calls or one-way audio rate
of a small number of subscribers

8. Abnormal tasks and results of traffic
statistics

9. Low percent of errors in the CDRs with
possibility to restore CDRs

10. Fault of some IGWB functions (Backup
CDR etc.)

11. The problems that appeared during the

test to connect to other equipment (optional).

2) ME60-8, S9303
1. The fan module or power supply module breaks
down, but it does not affect services.
2. A minor alarm rises, but it does not affect
services.
3. The prompt displayed is incorrect.
4. Packet loss (less than 1%) occurs on a

port or link.

Fourth level requests

Consultation about Problems on System
functions, specifications, operation and configuration
during routine operation and maintenance
(evaluation, optimization and performance analysis

of the entire network excluded)

3. Technical Support Services rendering

procedure

(Bxogswas, ucxogawas rornocosas €Bssb, SMS) ans oTAENbHbIX
aboHeHTOB

6. OrpaHuyeHne OAHOTO UMW HECKOMbKMX AOMONHUTENbHbIX
cepsucos (nepeagpecauus, AOH, koHdepeHL-CBA3b, OXuaaHue u
ap.)

7. Huskoe KayeCcTBO ronoca WM  OBHOCTOPOHHSS
CNbIWKMMOCTb NPWU BbI30BaX AMNA HE3HAYUTENbHOMO KOnMyecTsa
aboHeHTOB

8. HekoppekTHoe oTOBpaxeHne Unn YacTMYHOE OTCYTCTBYE
332 KOPOTKWA NPOMEXYTOK BPEMEHM CTATMCTWKM Tpaduka (Bce
CEPBUCHI B HOPMArbHOM COCTOSIHUM, OTCYTCTBME anob o CTOPOHI
aboHeHTOB)

9. Owwubkn 3anuceit Tapudukauuy B HE3HAYUTENBHOM
KOnm4ecTBe, C BO3MOXHOCTBI0 BOCCTAHOBNEHUS MHAOPMaLK

10. C6om oTgenbHbix  GyHkumn  IGWB  (pesepsHoe
konuposaHue CDR v gp)

11.  Tpobnembl,

nodsmelIMeCA B X0Ae  TeCTOBOro

MoaKIo4eHNs K apyromy obopynosaHuto (optional).

2) ME60-8, S9303
1. BbIxog 13 CTpOsi MOAYNS OXNTaXAEHUS UNU NUTaAHMS, NPU 3TOM HE
BNMSIOLLMA Ha CEPBMC.
2. MNosiBneHve aBapuitHoro coobueHus yposHs Minor, 6e3
BO3ENCTBIA Ha CEPBUC.
3. OTobpaxaemas BCcoMoraTensHas MHopMaLUms HeBEpHa.

4. TMoTeps nakeToB (MeHee YeM 1%) no NWHKY unn nopTy

3anpocbl YeTBEPTOro ypoBHA

3anpoc Mo npegoCTaBMEHMI0 KOHCYNbTaLUuMM O (OYHKUMSX
CUCTEMbI, CneuuduKaLmsX, NOBCELHEBHOM TeXOBCMyXmBaHUM K
KOHMrypaumm — (3a  MCKIOYEHNEM

OLIEHKM n aHanmsa

npon3BoaNTENbHOCTK, ONTUMI3ALNK CeTM)

3. Mopsapok okazaHusa Yenyr TexHuueckow noaaepxKu



3.1 Responsible persons

In order to organize interaction between
Customer and Contractor during rendering of
Technical Support Services, Contractor and
Customer allocate two Coordinators (one from each
Party) not later than one month since the date of
beginning of Technical Support services provision.
Each Party notifies another Party about allocation of
the Coordinator in written form. Coordinator puts
general supervision over Technical Support Services
provision process, resolve debatable situations,
allocates additional resources to solve Problems.
Employees of Customer and employees of
Contractor should address respectively Coordinator
of Contractor or Coordinator of Customer when
debatable situation arises or when provided services
are of poor quality. Then Coordinators undertake all
necessary measures to resolve arisen problems or
address to Higher Management if problems could

not be solved.

In one month since Purchase Order is signed
Customer provides Contractor with list of selected
Customer’s employees, which contains their names,
contact data and types of Equipment, for which they
can register Requests. For each Equipment type
Customer can assign not more than two employees.
This list could be changed by Customer in any time.
In this case the Customer should timely inform the
Contractor. The list should be prepared in written
form and signed by Technical Director of the
Customer. Hotline will accept Requests only from
Customer’s employees included in this list. However,
when first level Request is submitted, employees of
Hotline must in any case accept Request from any

employee of Customer Technical Department.

3.1 OTBeTCTBEHHbIE NHLa

C uenblo opraHn3aummn B3auMOZENCTBUS MeXay 3aka34mkom
WcnonHutenem B npouecce okasaHus  Ycnyr  TexHW4eckom
nogaepxku, McnonHutens 1 3akasuuk, Kaxabld CO CBOEN CTOPOHBI,
B CPOK He No3aHee, YeM OAMH KaneHaapHbld Mecsl ¢ AaThl Havana
OKasaHWa ycnyr, BblgenaT no ogHomy KoopauHatopy, 0 YéM B
MUCbMEHHOM BUMAE CTaBAT B W3BECTHOCTb Apyrytd CTOPOHY.
KoopauHatop ocyLecTensieT obLyui Haa30p B NpoLecce okasaHus
Yenyr  TexHU4eckonm MoALepXKM, NPUHAMAET  peLleHns  npu
BO3HWKHOBEHMM HeobxoaMMoCTH

CMOPHbIX ~ CWUTyauun,  npw

3a0€iCTBYET  AOMONHUTENbHbIE  PEcypcbl ANt PeLleHus
BO3HMKAOLLMX Npobnem. PaBoTHuku 3akasuuka u McnonHutens,
NPy BO3HUKHOBEHMM CMIOPHBIX CUTYaLi, MMBO Npu okasaHuW Ycnyr
TexXHUYeckon NOAJEpXKA HEeHaAnexXallero Kayecta, AOMKHbI
obpalwartbcs Kk KoopauHaTopy €O CTOpOHbI  3akasuuka K

Wcnonuutens cooTBeTcTBEHHO.  [anee, KoopauHatopb!
NpeanpUHMMaloT BCe HeobXoaumble Mepbl AN yCTpaHeHus
BO3HMKILMX Npobnem, nnbo, Npu HEBO3MOXHOCTW pa3peLLeHus

npobnemsl cBOUMU Crami, obpalLatoTcs k PykoBoacTBy.

B TeyeHne o0OHOTO KaneHAapHOro Mecsua C  MOMEHTa
nognucaHns 3akasa 3akasunMk npegocTaBnsieT  McnonHuTento
nepeyeHb CreunarnbHO BblAeneHHbIX PaboTHWKOB 3akasuvka ¢
yKa3aHWeM WX KOHTaKTHbIX AaHHbIX, a TaKkKe NOoACUCTEM
ObopynoBaHus, N0 KOTOPLIM OHKM MOrYT OTMpaenATb 3anpockl. Ha
kaxgylo nogcuctemy wumm TMn O6opygoBaHus MOXeT ObiTb
BblAeneHo He Gonee [ByX COTPYAHWMKOB 3akasuuka. YkasaHHbIN
nepeyeHb MOXeT ObiTb M3MEHEH 3aka3unkom B noboe Bpems. Mpu
9TOM 3aKkasuuk [OMKEeH CBOEBPEMEHHO YBELOMWUTb 06 3TOM
Wcnonnutens. [aHHbIA nepeyeHb OomkeH ObiTb odopmneH B
NMUCbMEHHOM BWAE W 3aBEPEH MOAMMCHIO TEXHWUYECKOro AMpeKTopa
3akasunka. lopsyas nuHus McnonHutens OyaeT npuHMMaTh
3anpocbl TONMbKO OT COTPYAHMKOB 3akasuuka, ykasaHHbIX B 3TOM
nepeyHe. OpgHako, npu peructpaum 3anpocos [lepBoro ypoBHs,
paboTHukn [lopsuen Jlhmm WcnonHutens o6s3aHbl B niobom

cnyyae npuHaTb 3anpoc oT nwboro paboTHuka TexHW4eckom



Coordinator from Customer side can register
Request for any type of Equipment, and can solely
decide to close any Request disregard of person

registered this particular Request.

3.2 Emergency Recovery Procedure

When in the process of Equipment operation
the Customer comes across a fault situation, which
he is unable to resolve independenly, he is
suggested to request technical support from
Contractor Customer Care Center (Technical
Assistance Center) Complaints Handling Center by
Phone.

HotLine:
Tel

E-Mail:
FAX:
In case Hot Line contacts are changed the
Contractor should provide the Customer with new

ones within 3 days by Fax.

If the on-site emergency recovery service is
not included in the service package, but to solve
Problems leaving the site needs, the Problem status
should be change to Suspended pending agreement

pay-out specialist Contractor to the Customer site.

Customer is responsible for the maintenance
of the warehouse stock of emergency and technical
equipment, and if necessary use of spare parts from

the warehouse to resolve the emergency problem.

cnyx0bl 3aKasuuka.

KoopauHatop €O CTOpPOHbl  3aKasuuMka MMeeT npaeo
3apeructpupoBatb 3anpoc no ntboi nogcucteme ObopynoBaHus,

a TaKkke MMeET NpaBo NPUHATL €ANHONNYHOE pPELLEHNE O 3aKpbITUN

3anpoca, He3aBMCMMO OT TOrO, KEM WMEHHO OH ©bin
3aperncTpupoBaH.

3.2 Mopsapok npoBeaeHus OKCTPEHHOro
BOCCTaHOBMNEHUs

B cnyyae BO3HWKHOBEHWS aBapwiHOW cuTyauuu B npoLecce

akcnnyataum  OBopygoBaHuM, C  KOTOpOM CaM  3akasumk
CMpaBUTLCS HE MOXKET, 3akasuMk WMeeT npaBO  3anpocuTb
Wcnonnutens no TenedoHy [lopsyen Jluhmm 06  okasaHuu

TEXHUYECKON NOAAEPKKM.

l'opsvas nuHus:

TenedoH:

ONeKTPOHHas nouTa:
dakc:
B cnyyae nameHeHus KoHTakToB lopsiyen JInHuW KoTopble
HaxogaTca B BefdeHun 3akasuuka,  McnonHutenb 06s3yertcs
NPeaoCTaBNATb HOBYK KOHTaKTHY WHGopMaumo 3akasuuky B

CPOKV [0 TPEX AHEMN B NMMCbMEHHOM dopMe (T.e. pakcom).

Ecnm ycnyra OKCTPEHHOr0 BOCCTAHOBMEHMS C BbIE3AOM Ha
nnowaaky 3akasumka He BKIIOYEHA B NAKET YCNyr, HO 4NN PeLLeHus
Mpobrembl Bble3d Ha nnowagky Heobxogum, TO [lpobnema
nepesogutca B CcTatyc [1pnOCTAaHOBNEHO [0 COrNacoBaHus
NNaTHOrO Bble3ga cneywanucta McnonHutens Ha  nnowjagky
3akasuuka.

3akasunk HeceT OTBETCTBEHHOCTb 3a MOAAepXaHuWe cknaga
aBapuiHO-TEXHMYeCKoro  3anaca  obopygoBaHus W npu
HeobXxoaMMOCTM UCMonb3yeT 3anacHble YacTy ¢ 3TOro CkMaja Ans
yCTpaHeHus BocnonHeHue

aBapunHoOM cUTyaumn.



Restores related spare parts in stock carried out
according to the procedure of repair and
replacement of equipment described in 3.6.

In case of a Temporary Solution for the First
Level Requests the Contractor guarantees reduction
of the

corresponding to Requests of the Second or Third

Problem’s  significance to a level
Level, and also absence of repeated occurrence of
situation classified as Request of the First Level,
during until the final solution of the Problem.
Otherwise the Temporary solution considered as not

delivered.

The Responsibility Matrix is given in Annex
1.3

3.3 Request Processing Procedure

Customer sends all Requests to the Hotline.
Requests may be sent to Hotline via telephone, fax
and e-mail (Requests are drawn according to form 1
given in Annex 3) or via personal access to iCare
system (for all requests, except Emergency).
Sending Emergency Request, Customer should
repeat such a Request by the telephone whatever

the case.

Contractor registers each Request in iCare
system , assigns unique number for each Request
and at once sends this iCare number to Customer.

Significance level is assigned by the
Contractor, although it can be changed on mutual
agreement of the Parties.

Customer can apply to Hotline and inquire
about the status of any Request using unique
Request iCare number.

If Request can not be resolved immediately,
representative of Contractor contacts Customer over

the phone within Reaction Time for assigned

COOTBETCTBYIOLMX 3anacHblX YacTelM Ha Ccknage asapunHoO-
TEXHWYECKOro 3anmaca OCYLIeCTBNAETCA COrnacHo npoueaype
PemoHTa 1 3ameHbl 060pyA0BaHMs, OncaHHoM B n.3.6.

Mpu BpemeHHOM pelueHnn Ans 3anpocoB NEPBOro YpOBHS
cnonHuTenb rapaHTUpYeT CHKEHWE CTEMEHW Yrpo3bl 4O YPOBHA
KPUTWYHOCTW, COOTBETCTBYIOLLEro 3anpocam BToporo unn TpeTtbero
YpoBHS, a Takke OTCYTCTBUE MOBTOPHOrO  BO3HUKHOBEHMS
cuTyauun, knaccudmumpyemon kak 3anpoc [lepBoro YpoBHs, B
TeYeHWe nepuoga A0 OKOHYaTenbHOro peleHust [pobnembl. B
NPOTMBHOM  crnyyae BpemeHHoe

peleHne CYMTaeTCA He

npeaocTaBneHHbIM.

Manmua pacnpeneneHMsa OTBETCTBEHHOCTU MpPUBEOEHa B

Mpunoxerun 1.3.

3.3 Mopsapok obpaboTkn 3anpocos

3akasunk otnpaenseT Bce 3anpocbl Ha lopsyylo JTuHuto.
3anpocbl MOryT OTNpaBnATLCS Ha [OPAYYI0 NIMHWKO NO TeneqgoHy,
hakcy WUnu 9neKTPOHHOW noyte ( odopmnstoTcs no opme 1,
npueeaéHHon B Mpunoxenun 3) , nbo 3akasumk co3naét 3anpoc
yepe3 IuuHbIA gocTyn Kk cucteme iCare (ans BCex YpOBHeEM
KputuyHocTH, Kkpome YposHsa 1). [Mpu otnpaske 3anpoca
Kputuueckoro yposHs (YposeHb 1), 3akas3umk B nmobom cryyae

00s13aH npogybnupoeaTb 3anpoc no TenedoHy.

VcnonHuTtenb perncTpupyeT Kaxabl 3anpoc B CUCTEME
iCare , nmpucBaMBaeT eMy YHWKarbHbIi HOMEP U HeMeLfIeHHO
coo6LLaeT 3ToT HoMep 3aKasumky.

YpoBeHb KPUTUYHOCTM onpegensetcs WcnonHutenem, Ho

MOXeT ObITb U3MEHEH Mo B3auMHOMY cornaciio CTOPOH.

3akasumk MoxeT obpawatbcsd Ha [opsdyio JIuHmo 1
y3HaBaTb 0 CTaTyce pelueHus Mpobnembl No YHUKaNbHOMY HOMepY
3anpoca.

Ecnwn pewenve no 3anpocy He MOXET BbITb NPesocTaBneHo
HEMeLNIeHHo, npeacTaBuTens McnonHutenst  cBs3biBaeTcs  C

3akasunkom no TenedoHy B TeuyeHne Bpemenn PearuposaHus B



criticality level specified in Annex 1.2.

In the course of Technical Support
provisioning Contractor informs Customer on
undertaken activities. Actions that possibly can
deteriorate  Technical ~Characteristics of the
Equipment should be coordinated between the

Contractor and the Customer.

While solving Problem, Contractor can
request Customer to provide diagnosis information
he needs to solve it, such as log-files, configuration

files, traces, network diagrams etc.

Request is set in the Suspended Status
during the gathering diagnosis information by the
Customer.

In case Customer notified Contractor, that
Customer is not able to provide requested
information, Contractor should make all possible
effort to obtain this information via remote

connection.

If the Customer needs to change spare parts
during the aforesaid measures, this service is
provided according to the articles stipulating

hardware repairs and substitution.

Upon solution of the Problem Contractor
must provide to Customer information on Problem
cause and detailed solution process.

Request can be closed only after Customer

checked if Problem is solved and accepted with it.

If the Customer does not provide the
information requested by the Contractor within 60
days and does not report on the causes of delay, the
Request can be closed automatically by the

Contractor.

COOTBETCTBMM CO CTEMEHBbIO KPUTUYHOCTM 3anpoca, Kak ykasaHo B
Mpunoxexun 1.2.
B xoae TEXHWUYECKOM

OKasaHus MOMAEPXKKY,

npegyCcMOTPEHHOM  HacToswmm  [punoxeHuem,  McnonHutenb
UH(hopMUpyeT 3akasynka 0 npeanpuHUMaeMblx Mepax. [eincTeus,
KoTopble  MOryT TexHuyecknx

npueectn K  yXyaweHuo

XapaKTepucTuk  0BOpy[OBaHMS,  [LOMKHbI  COMMacOBbIBATLCS

WcnonHutenem ¢ 3akas4mkom.

B npouecce yctpaHeHus Mpobnembl WcnonHutens umeet
npaBo 3anmpocuTb Y 3akasuuka OMarHOCTUYECKYKD WHopMauuio,
Heobxoaumyto emy ansi pelueHust Mpobnembl, kak To norv, dannbi

KOHChUrypaLm, TPenchl, CXeMbl OpraHU3aLmy CBS3N U T.1.

Ha Bpemsi cbopa auarHocTUdeckoi WHgopmaumm 3anpoc

ycTaHaBnmBaetcsi B Ctatyc MprocTaHoBMEHO.

Ecnm 3akasuvMk onosecTun WcnonHuTens o TOM, u4TO

3akasuuk He MOXeT npesLocTaBuUTb 3anpoLLEHHY0
[VarHocTnyeckyto uHopmaumio, 10 McnonHutens 00s3aH, no
BO3MOXHOCTY, OCYLLECTBMTb MOMy4YeHWe Takod MH(opmauum npu
MOMOLLM YOANEHHOTO COeANHEHNS.

Ecrm  3akasumky Tpebyerca B xode  YKasaHHbIX
MEpOnpUATUIA MOMEHSATbL 3anyacTil, [aHHAs YCryra BbIMONHAETCS
COTMAcHO  COOTBETCTBYHLLMM

cTaTbsM,  PEerrameHTUpYHLLMM

PEMOHT 1 3aMeHy annapaTHoro oGecrneyeHus.

Mo 3aBepweHuio paboT no yctpaHeHuo [lpobnembl
Wcnonnutens 06g3aH npouHdopMupoBaTh 3akasynka O npuymMHax
BO3HUKHOBEHMA [pobnembl 1 Xoae ee yCTpaHeHus.
3anpoc MOXeT ObiTb 3aKpbIT TOMbKO MOCNE TOro, Kak 3akasunk
ybeautca B ycTpaHeHuu pobnembl M gacT cornacue Ha 3akpbiTue
3anpoca.

B cnyysae ecrm  3akasuvk  He  npegocTaBnseT
3anpalumsaemyto McnonHutenem uHdopmaumio B TedeHnn 60 gHen
1 He coobLyaeT 0 NpUYMHaX 3a4epxki, 3anpoc MOXET ObITb 3aKpbIT

icnonHuTenemM aBToMaTUYECKK B OAHOCTOPOHHEM NOpAAKE.



The Actual Restoration (Workaround) time of
the Request is defined as a period of time between
receiving the Request by Hotline and receiving
confirmation from the Customer with the preliminary

solution Request with deducting time of Suspend.

The Actual resolution time of the Request is
defined as a period of time between receiving the
Request by Hotline and receiving confirmation of the

Request closure with deducting time of Suspend.

The Responsibility Matrix is given in Annex
1.3

3.4 Arrangement of Work on Customer's
site

When specialists of Contractor are sent to
Customer's site, Contractor should provide to
Customer all passport data of the specialists not
later than one day before the beginning of the work,
otherwise these specialists will be not allowed to
come to site. When specialists of Contractor are
working on Problem of first or second criticality level,
Contractor ought to provide passport data of the
specialists not later than one hour before the

beginning of the work.

By mutual agreement of the Parties, access
to site for prolonged period, ranging from one month
to half a year, could be granted to the technical stuff
of the Contractor.

While conducting any work on Customer's
site, specialists of the Contractor are not allowed to

work without supervision of Customer's employees.

dakTnyeckoe Bpems BOCCTaHOBJIEHUS (Bpems

MPOMEXYTOYHOTO  pelleHust)  3anpoca  OnpedenseTcs  Kak
MPOMEXYTOK BPEMEHU Mexay OTnpaBkoil 3anpoca Ha [opsuyo
NMnimo M oTnpaBkOW  NOATBEPXOEHWS  NPefOCTaBMeHNs
WcnonHutenem npeasapuTenbHOMO pelleHns 3anpoca CO CTOPOHbI
3aKasunka 3a BbIMETOM BPEMEHN HaxoxaeHus 3anpoca B cTaTyce

[Mp1OCTaHOBNEHO.

dakTyeckoe Bpems okoHuaTenbHOrO pelueHnst 3anpoca
OnpedenseTcs Kak MpPOMEXYTOK BPEMEHW Mexdy OTnpaBKom
3anpoca Ha [lopsuyto JIMHMIO W OTNpaBKOW MOATBEPKAEHWS
3aKpbITvs 3anpoca CO CTOPOHbI 3aKkasumka 3a BblMETOM BPEMEHM

HaxoxaeHus 3anpoca B cTatyce [puocTaHOBMEHO.

Manmua pacnpeneneHnsa OTBETCTBEHHOCTU MNpuBEOEHa B

MpunoxeHun 1.3.

3.4 OpraHuzaums paboT Ha nnowaake 3akasuuka

Mpn HanpaBneHun cneumanuctoB  McnonHutens Ha
nnowaaky 3akasuumka, McnonHuTenb JOMKeH, B CPOK HE MEHEE YEM
3a CyTKW, nNpemocTaBUTb 3aKa3ymKy NacropTHble [daHHble
CneuuanncToB A1 OpraHusaumn ux [onycka Ha nnowjagky
3akasunka. B cnyvae pelenus 3anpocoe [lepeoro u Broporo
YPOBHSI, AOMYCK CMeuManuctoB McnonmHuTens Ha  nnowagky
NMPOW3BOANTC B SKCTPEHHOM mopsiake, VcnonHutens B 3TOM
cnyyae o6si3aH npegocTaBuUTb 3akasuuky MacropTHble AaHHbIe
CNeumanncToB He MeHee, YeM 3a OfWH Yac A0 VX MiaH1pyeMmoro

noABNEeHNA Ha nnowlagke.

Mo B3aumHoMy cornacoBaHuio CTOPOH, B OTAENbHbIX
cnyyasx TexHuyeckomy nepcoHany lMcnonHutens MoxeT ObiTb
OpraHM30BaH AOMYCK Ha NNoLaaku Ha 6onee AnUTenbHbIN CpoK, OT
O[HOro MecsiLa Ao nonyroaa.

Mpn npoBeaeHnn niobbix paboT Ha nnowagkax 3akasumka,
cneymanuctsl  Mcnonuurens

OOJTXHbI p360TaTb TONbKO B

conpoBoxgeHnn paboTHukoB 3akasumka. CamocTosTensHas paboTa



Before any configuration change of the
Equipment takes place, specialists of the Contractor
must provide to Customer detailed plan of scheduled
work. Without Customer's approval of the plan
reconfiguration is not allowed.

Customer can request from Contractor
documents, that certify professional skill of

Contractor's specialists sent to site.

3.5 Diagnosis Information Provision

During Problem solving process Contractor
can request from Customer diagnosis information
such as log-files, configuration files, traces, network
diagrams, etc.

Customer ought to provide a qualified
engineer (specialist) to address the time to perform
the configuration changes, diagnostic collection
informations, running test calls and other operations,
which were impossible to restore the functioning of
the Equipment.

Customer, according to its abilities, ought to
provide all requested information. Information can be
provided if all conditions listed below are met:

- each Contractor's information request is
accompanied by detailed instructions on how to get

this information from Equipment;

- process of information retreval does not

lead to a new Problems of Equipment;

- provision of this information is not
inconsistent with law of Russian Federation,
contractual obligations of the Customer, approved
internal documents and standing orders of the
Customer.

If any of the above mentioned conditions is

cneunanucros VicnonHutens He [onycKkaeTcs.

Mepen nposegeHneM paboT Mo MMEHEHMIO KOH(MIypaLum

O6opygoBaHus, cneumanucTbl VcnonHutens 00s13aHbI
npegoctaBuTb  3aka3umky noapobHbii nnaH pabot. PaboTtb
[0NYCKaeTCA HaunMHATb TOMBKO NOCME COrnacoBaHUst Takoro nnaHa
3aKasuvkom.

3akasuuk MMeeT npaBo 3anpocuTb Yy McnonHutens
[OKYMEHTbI, MOATBEPXAAOLME KBANMUUKALMIO CneyuanmcToB

WcnonHuTens, Hanpaensemblx Ha Nnowaaky 3akasunka.

3.5 MNpepocTaBneHne guarHoCTMHECKOn MHopmaLm

B npouecce pabot no pewennto 3anpoca, WcnonHutens
MOXET 3anpocuTb y 3aka3umka AMarHOCTMYECKYl WHGopmaLuto,
Takyld Kak fork, ainbl  KOHUrypauum, TPEuchbl, CXeMbl
opraHu3auuu CBA3M W Tak ganee. 3aka3unk 0bs3aH npeaocTaBUTb
KBanNMUUMPOBAHHOTO  WHXEHEpPa  (cneuuanucra) Ha  Bpems
peLleHns Npobnembl AN BbINOMHEHNS U3MEHEHWUIA KOH(UTypaLuK,
cbopa AMarHoCTMYeCKOM WHMOPMALMK, BbIMONHEHUS TECTOBbIX
3BOHKOB 1 NpouMX onepauuit, 6e3 KOTOpbIX BOCCTaHOBNEHME

(yHKUMoHMpoBaHns OBopyaoBaHWS HEBO3MOXKHO.

3akasuMk, NO Mepe CBOMX BO3MOXHOCTeW, 0bs3aH
NPeaoCTaBUTb BCHO 3aMpoLLEHHY0 MHdopmaumo. OaHako npu 3ToM
[OImKeH cobnioaaThes psif YCroBui:

- KaXgbll 3anpoc AWarHOCTUYECKOoh WHopMauun co

CTOPOHbI Wcnonnutens CONpOBOXAaeTCs noapoBHbIMM
WHCTPYKUMSMM MO MOMYyYEHWO  Takoh  uHopMmauuM  Ha
ObopynoBaHuy;

- BbIMOMHEHNE MpoLeaypbl NOMYYEHUs Takoi UHGOpMaLmK
He MPWBOAMT K  BO3HWKHOBEHWK  HOBbIX  [lpobrnem  Ha
O6opygoBaHuy;

- NpefocTaBneHne Tako WHOpMaLMU He NPOTUBOPEYUT
3akoHofatenbctBy  Poccuitckon  ®epepauuu,  [OOTOBOPHBLIM
obszatenscTBaMm  3akasumka,  YTBEPKAEHHbIM  BHYTPEHHUM

[IOKyMEHTaM 1 pernameHTam 3akasumka.
Ecnn xots Obl OAHO U3 BbIlENPUBEAEHHLIX YCNOBUIA He

BbINOSHSETCS, TO 3aKas3unk CTaBuT B U3BECTHOCTb KcnonHuTens ob



not met, Customer informs Contractor of reject of
information provision and of reasons such reject.
When  Customer recieves  diagnosis
information request and, if all above mentioned
conditons are met, Customer undertakes all
neccesary activities to collect the information.
Customer also notifies Contractor, that attempts to
collect the information are being made. If Customer's
attempts to collect the information did not succeed of
reasons not depending from the Customer during
10% of time of Temporary Solution provisioning
according to conditions listed in clause 4 of this
Annex for the appropriate criticality level of the
Request, than Cusomer notifies Contractor, that

information is not possible to collect.

Customer sends all collected information to
Contractor via e-mail, if collected data amount is
equal to or less, than 10 megabytes, or sends it via
ftp-server. Accces to this ftp-server is provided by
Contractor. If amount of collected data is more, than
10 megabytes and Contractor does not provide
access to ftp-server for this information transfer, or it
is not possible to trancfer information to this ftp-
server due to other reasons laid to the charge of
Contractor, than Customer notifies Contractor, that
requested information is not possible to collect.

Diagnosis information collection time is
considered as aggregate time of time periods
between sending off information provision for each
request and information transfer to Contractor, or
Contractor notification, that information is not
possible to collect, where all time periods are

counted while resolving one particular Request.

3.6 Repair and Replace of Faulty Parts
organization
malfunctions

The Customer diagnoses

independently on the primitive level, for example:

0TKa3e B NPefoCTaBNeHNN AMarHoCTUYECKON MHGOPMaLMK, a Takke
0 NPUYMHAX TaKoro OTKasa.

Mocne nomyyYeHuss  3anpoca Ha  NpegoCTaBneHne
[VArHoCTMYECKOM WHGopMaLun, W npu ycrosun cobnogeHms
NPUBEAEHHBIX BbILE YCMOBUWA, 3akasuvk nNpeanpuHUMaeT Bee
Heobxoaumble aenctBus ans cbopa uHdopmauuu. [pu 3TOM
WcnonHutenb CTaBUTCS B WM3BECTHOCTb O TOM, 4TO 3akasuuk
Npou3BOANT NonbITki cOopa uHdopmaumm. Ecrv 3a Bpems, paBHoe
10% ot BpemeHu npepocTaBrneHns BpemeHHOro pelleHns Ans
COOTBETCTBYIOLLEN KaTeropun 3anpoca, NOMbITKM — 3akasuuka
cobpatb  HeobXoguMMyl  OMArHOCTUYECKYK)  MHAOPMaLyO
OkasblBaloTCA OesycnelwHbiMi N0 He3aBUCALMM OT 3akasuumka
npuynHam, TO 3aKas3umk CTaBUT B W3BECTHOCTb McnomHutens o

HEBO3MOXHOCTM cOOpa 3anpoLLEeHHOI MHGopMaLK.

OtnpaBka  cobpaHHoW  wHdopmaumm  McnonHutento
OCyLLeCTBNAETCA NMOO MO 3MeKTPOHHOW nouTe (ecnM 06BEM
WHGopmauuu He npesbiwaet 10 M6ainT), nubo ¢ nomousto ftp-
cepBepa, AOCTYN K koTopomy npegoctaenset McnonHutens. Ecnu
06béM cobpaHHOW WHGopmaumn npesbiwaetr 10 Mb6ait, a
WcnonHuTtenb He npegocTaBun Ans nepegayn WHgopmauum focTyn
k ftp-cepsepy, nnbo nepepava MHGOPMaLMM Ha [aHHbIA CepBep
HEBO3MOXHA NO WHbIM MPUYMHAM, BMEHSMbIM McnonHuTento, To
3akasuuk onoselyaeT VcnonHntens o HEBO3MOXHOCTU Nepeaay
3anpoLLeHHON UHhopMaLK.

BpemeHem  cbopa  guarHocTMyeckoi  MHGopmaumm
CYNTaAETCs CyMMapHOe, B paMKax peLLeHust O4HOro 3anpoca, Bpems
OT MOMEHTa OTnpaBk/ VCnonHUTenem Kaxgoro W3 3anpocoB Ha
cbop WHopmauuM [0 MOMEHTa NpefoCcTaBneHns MHGopMalmmn
WcnonHutenio, mmbo g0 mMomeHTa onoselyeHus McnonHutens o

HEBO3MOXHOCTY Nepeaaymn Takoin MHGopmaLmm.

3.6 OpraHuzauua pemoHTa U 3ameHbl HeucnpaBHbIX
yacren

B cnyyae Bbixoga 3 CTpost mnaTt W ApyrMx annapaTtHbIX
KOMMOHEHTOB 3akasuuk

ObopynosaHus, CaMOCTOSITENbHO



malfunction finding and detection on the level of
circuit boards and modules. The Customer must
provide sufficient information about supposed
Equipment failures to the Contractor, for the
Contractor can assume a reason of failures and set

failures presence.

If board or other hardware component
becomes faulty, Customer sends to Contractor (cis-
support@_____.com) Fault Tag according to the
template given in Form 2 of this Annex. The Fault
Tag form contains faulty part name, serial number,
time and place of the fault, fault phenomena, fault
category, contract No for repair/replacement, good

part delivery address and consignee information.

The Contractor is obligated to check out and

coordinate  with the Customer postwarranty

commitments  presence  concerning  broken
Equipment during two business days since
information about malfunction presence is received
from the Customer, as a result a specialist of the
Contractor assigns RMA number to each faulty unit

and sends it back to Customer.

If Technical Support Service contract terms
don't stipulate free Hardware repair/replacement
(Silver and Bronze packages) then after RMA
number issuing the Contractor sends scan copy of a
bill for repair to the Customer. Further Request for
Repair processing possible only after receipt by the

Contractor confirmation of made payment.

The Customer shall send the faulty parts at

its own expense and by its own means to the

OCYLLECTBNSET [OMArHOCTUKY HEMCMPaBHOCTEN Ha MNEPBUYHOM
YPOBHE, Hanpumep: obHapyXeHWe W BbISBREHWE HEeWUCNpPaBHOCTEN
[0 YPOBHA CXEMHbIX MfiaT WM Moaynen. 3akasumk [OmKeH
McnonHutenio  [octaToyHO

NpeocTaBuUTh nHcbopMaLmum 0

npeanonaraemblx  noepexaeHusx  O6opyaoBaHus,  4TOObI
WcnonHutenb Mor npegnonoXuTb MPUYKMHY 3TUX MOBPEXAEHUA W
YCTaHOBWTb WX Hannyme.

3akasumnk oTnpaBnseT Wcnonnutento (cis-
support@___.com) B anekTpoHHoM Buae Fault Tag (KapTouky
HewcnpasHOCTK) no chopme 2 aaHHoro Mpunoxexus. B Kaptouke
HEeMCNPaBHOCTY YKa3biBaeTCs HaMEHOBAHME HEWUCNPaBHbIX YacTe
O6opyaoBaHws, cepuiiHble HoMepa, MECTO W BPEMS BO3HUKHOBEHUS
HEeMCNpaBHOCTW, OMUCaHWe W KaTeropust HEMCnpaBHOCTM, HOMEp
KOHTpakTa, Ha OCHOBaHMM KoTOporo OyAeT OCyLeCTBAATLCS
PEMOHT/3amMeHa, afpec AOCTaBKW WCMpaBHOrO 0OOpyaOBaHWUS U

KOHTaKTHas HchopMaLms nonyyaTens.

WcnonHutens 06513aH  npoBepuTb M COrmacoBatb C
3aKa3umMKkoM Hanuume UK OTCYTCTBME KOHTPaKTHbIX 0653aTenbCcTB
B OTHOWeEHWW HewcnpasHoro OB6opydoBaHWS B TeyeHue ABYX
paboumx gHEN C MOMEHTa NosyyYeHus OT 3akasumka MHGopMaLmm o
BO3HMKHOBEHWM HEWNCMPABHOCTEN, B pe3ynbTaTe Yero cneyuanuct
McnonHuTens npucBauMBaeT Kaxaoh 3asBNEHHOM B  PEMOHT

eneHuue O6opyaosaHus Homep RMA v oTnpaBnsieT ero 3akasuuky.

Ecnm ycnoust koHTpakTa Ha TeXHUYECKyl NOAAEPXKKY He

npegycmatpueatoT  GecnmaTHOM  yCnyrM  peMOHT/3ameHa
O6opynosanna (CepebpsHblii M BpoH30BbIA MakeTbl), TO nocre
npuceoennss  obopydoBaHmto  RMA-Homepa  Vcnonmnutens
npucbinaeT 3akasyuKy CKaH-KOMWK cyeTa Ha onnaty PeMoHTa.
[anbHenwas obpaboTka 3asBKM Ha PEMOHT BO3MOXHA TOMbKO
nocne nonyyenns Mcnonnutenem nogTBepxaeHns o6 onnate
BbICTABINEHHOIO CyYeTa.

3aka3umK OCyLLECTBNSIET OTNPaBKy HEWUCNPaBHbIX YacTei 3a
CBOW CYET 1 CBOMMM CUNaMmn B CEPBUCHDLIN OTAEM, PACMNONOXEHHbIN

no aapecy:



Contact tel. E-mail:

_____@_____.com. Faulty parts delivery for repair
should be accompanied by two copies of
Acceptance act (with RMA information). In case of
service center location changing the Contractor has
to send a letter about it with new address indication
and from which date service center will be located
on this new address to the Customer in advance.
Each faulty unit to be repaired/replaced must
be properly packed with fast pasteboard box or the
same packing material (each spare should be
packed in individual box). While packing the

following precautions should be taken:

- before packing every equipment must be
deposited into antistatic bag and
protected by elastic material;

- apaper or other materials which are cause
of electrostatic discharge must not be in
direct contact with the equipment;

The repair lead-time starts from the moment
the Contractor receives of the faulty unit from the
Customer and ends at the moment the Customer
receives repaired unit.

The Contractor shall send the repaired or
replaced parts to Customer to an agreed address at
its own expense and by its own means within the
limit of lead-time specified by the Contract.

The Customer representative, who is
responsible for parts receiving after repair, must
have an attorney letter, which empowers him to
receive spares after repair and sign acceptance acts
for these parts, and must show this attorney letter
and passport when cargo receiving up to request of
carrier.

After the receipt of repaired or replaced
equipment the Customer shall sign an acceptance
act and send the original to

,  Within 2

KoHTakt , Tenedon- 7 985 214 45 50 E-mail:

@ .com. OtnpaBka HeucnpasHoro O6opyaoBaHus B

PEMOHT  COMPOBOXAAETCA aKTOM Mpuema-nepefaum B [OBYX
aksemnnsapax (¢ ykasaHuem RMA Homepos). B criyyae nsmeHeHus
MECTOHaxXOXaeHns cepBucHoro otaena Vcnonuutens 06s3aH
3abnaroBpemMeHHO HanpaBuTb 3aka3unky yBeaomreHue ob atom ¢
yKa3aHWeM HOBOroO agpeca M AaThbl, C KOTOPOW CEPBUCHLIA OTAEN
OypeT HaxoaMTbCS NO TakoMy HOBOMY afpecy.

Kaxgass  emenuua  HewcnpasHoro  O6opygosaHus,
nognexawlas pemoHTy/3ameHe, AOMKHa ObiTb  Hagnexawym
0bpasom MHAMBMAYaNbHO YNaKoBaHO C WCMONb30OBAHWEM OAHOM
NPOYHON KApTOHHON KOPOOKM UMK paBHOLEHHOrO MaTepuana. Mpu
yNakoBke  AOIMKHbl  BbIMNOMHATLCA  Cnegylowye  Mepbl
NPesoCTOPOXHOCTY:

-Mepea YnaKkoBKOW KaAoe YCTPOWCTBO AOMKHO ObiTb
3aKpbITO  @HTUCTAaTMYECKUM FIMCTOM U 3aLUMLLEHO
ynpyrum Matepuasnom;

-Bymara unu vHOM matepuar, Bbi3bIBaOLMIA NOBPEXAEHNE
OT 3NEKTPOCTATUHECKOro paspsaa, He AOMKEH BXOAUTb
B MPSAMOI KOHTAKT C YCTPONCTBaMM;

OTcyeT BpEMEHM pEMOHTA HAYMHAETCS C MOMEHTa
nonyyeHns icnonHuTenem HeucnpaBHOW LeTann oT 3akasuuka
3aKaH4MBaETCH B MOMEHT MONYYEHUs OTPEMOHTUPOBAHHOM AeTanu
3akasumkom.

Wcnonnutens

OCyLLeCTBNISIET OTMpaBKy

OTPEMOHTMPOBAHHbIX WIW 3aMEHEHHbIX  yYacTeil 3akasunky B
COrMacoBaHHbI afpec B npefenax YCTaHOBINEHHOrO KOHTpaKToM
CpoOKa 3a CBOW CHYET M CBOMMM CUTAMMK.

Mpeactasutenb 3akas3unka, OTBETCTBEHHbLIN 3a NONyYeHMe
ObopynoBaHWs U3 PEMOHTA, AOMKEH WMETb [OBEPEHHOCTb OT
OpraHu3auuu, ynonHomoumBatLyto ero nony4ats O6opyaoBaHue
W3  peMOHTa W  MOAMMCbIBATb  akTbl  NpuUeMa-nepeaaun
O6opygoBaHNs 13 PeMOHTa, a Takke NPeabsBRATb YKasaHHYHo
[OBEPEHHOCTb M MacmopT, YAOCTOBEPSHOLMA IMYHOCTb, MpM
nonyyeHnn rpysa no TpeboBaHuio TPaHCMOPTHOM KOMMaHMK.

Mocne nonyyeHns OTPEMOHTUPOBAHHBIX MW 3aMEHEHHbIX
BrokoB 3akasunk 06s3aH nogmucatb AKT npuema-nepenavu
obopygosaHust 1 B TeuveHue 2 (aByx) paboumx AHEl OTnpaBuTb

opuruHan aKTa no agpecy



(two) working days and a scan-copy to the cis-
spare@_____.com.

If a faulty part is irreparable, upon its
substitution the faulty part belongs to the Contractor,
while the good one, supplied by the Contractor and

replacing it, belongs to the Customer.

Specialists of Customer should address to
Contractor's Coordinator (cis-spare@____.com)
when questions regarding repair procedure arise, or
when they need to investigate current status of faulty

parts previously sent to Customer for repair.

The Responsibility Matrix is given in Annex 1.3

3.7 Usage of Contractor’'s WEB resources

In order to ensure transparency of Technical
support Contractor developed dedicated Web-based
system (iCare), that is used to register all Problems
arised in customer’s networks. For ease of viewing
and monitoring of all emerged Problems, Contractor
is obliged to grant to the Customer’s specialists
logins and passwords to access iCare. Specialists of
Customer will have only limited access to iCare, they
will be able only to browse list and detailed
descriptions of Problems arised in Customer's
network. List of Customer's specialists who have
access to iCare is severally accomodated by

Parties.

Also Contractor created and supported site
http://support._____.com. This site is used to
provide information support of the Equipment
produced by __ . Contractor is obliged to
give to Customer's specialists full acces to
presented on this site documentation for Customer’s
Equipment including technical manuals, desrciptions
of certain cases of Problem solving including cases,

that happened outside Customer’s network, and new

CKaH-KOnuto akTa OTnpaBnTb Ha @ .com.

Ecnn 3ameHsiemas aBapVII7IHaF| 3an4yactb He nNoAnexut

BOCCTAHOBMEHWIO, NPaBO  COBCTBEHHOCTM Ha  3aMEHEHHYO,
BbllUEALWYI W3 CTPOs 3anyacTb, NPUHAZANEXWUT McnonHuTenio;
3an4yacTb, npefocTaBnsieMasi 3akasuuky McnonHutenem B3ameH
HErofHOM, NPUHAANEXUT 3aKasuuky.

Mpu BO3HWKHOBEHMW BOMPOCOB MO MOBOAY MpOLELypb
PEMOHTA, a TaKkke [J151 BbIsICHEHUS CTaTyca paHee OTNPaBeHHbIX B
PEMOHT 6rIOKOB, CreumanncTbl 3akasumka JOMKHbI CBA3LIBATLCS C

KoopauHatopom Wcnonnutens ( @ .com).

ManMLl'a pacnpeneneHusa OTBETCTBEHHOCTU NpUBEOEHa B

Mpunoxerun 1.3.

3.7 Ucnonb3oBanne WEB-pecypcoB Ucnonvutens

B uenax obecneyeHnss npo3payHOCTM  TEXHUYECKOM
noadepxku McnonHutenem cosgaHa cneunancHas Web cuctema
(iCare), B KOTOpOW PETMCTPUPYIOTCS BCE NPOONEMbI, BOHUKAKOLLME
Ha CeTu 3akasumkoB. [na ygobcTBa MpocMmoTpa W MOHMTOPWHra
PELLEHNs BOSHMKAKOLWWMX HeunpasHocTen, MicnonHutens o0bs3yercs
NPeaocTaBuUTbL cneuypanuctam  3akasumka Y4eTHble 3anucu W
naponu gns goctyna k iCare. [loctyn cneunanucroB 3akasumka K
iCare OypeTt orpaHu4eH NPOCMOTPOM MEPEYHSt M MHAOPMaLMM O
npobrnemax, KoTopble BO3HMKIN Ha ero ceTu. Cnncok cneLmanucToB
3akasunka, KOTOpbIM MpefocTaBnsieTcss 4ocTyn Kk cucteme iCare,

OTAENbHO cornacyetca 3akasumkom 1 UcnonHutenem.

Takke McnonHutenem co3gaH ¥ NOQAEPKMBAETCA CaiT
http://support.____.com, KOTOpbIA CAYXWUT ANS MHAOPMALMOHHOM
NOAAEPXKKM O6opyaoBaHus npoun3BOACTBA ()
Wcnonnutens 06s3yeTca npegoctaBuTh crneumanictam 3akasymka
MOMHbLIN JOCTYN K UMEIOLLENCH Ha AaHHOM calTe JOKYMeHTauuu K
ObopygoBaHnio 3aka3unka, BKMKOYas TEXHWYECKME PYKOBOACTBA,
ONUCaHMA  KOHKPETHbIX CIy4yaeB YCTPaHEHUs HeucnpaBHOCTEN
ObopynoBaHus, BktoYas W Te, KOTOPbIE UMENN MECTO He B CETU

3aKasunka, a TaKkKke K OnMCaHMAM HOBbIX Bepcuin [porpammHOro



software versions descriptions. List of Customer's
specialists who have acces to
http://support. .com is severally accomodated

by Cystomer and Contractor.

3.8 Reports

Contractor monthly provides to Customer
consolidated report on status of all open Requests
and Requests closed during last three months. This
report contains names of the Requests, date of
opening and closing of th Requests, iCare numbers
of the Requests, Problems descriptions, list of all
actions undertaken by Contractor, current status of
each Request, estomated time if solution /
temporary solution provision for all opened Requests
and other useful information Contractor decided to
present.

Contractor monthly provides to Customer
consolidated report on status of repair of faulty parts
for all parts being in repair or parts which was
repaired / replaced since the beginning of current
year. This report includes faulty parts names, serial
numbers of faulty parts, fault descriptions, RMA
numbers, dates of sending and receiving of part
to/from repair, serial numbers of parts received in
return for another faulty part, with notation for which
exact faulty parts they were exchanged for.

Also  Contractor quarterly provides to
Customer statistical reports on all Requests
Customer sent during previous month, which
includes total Requests number and rate of

Requests resolved in time.

Obecnevenns. Cnucok  cneumanuctoB  3akasumka, KOTOPbIM
npegoctaBnseTca fgoctyn Kk caity http://support. .com,

OTAENbHO cornacyetcs 3akasuukom 1 cnonHurenem.

3.8 OTyéThI

WcnonHutenb  exeMecsyHO  npedocTaBnsieT  3akasuuky
CBOAHbIA OTYET O CTaTyce BCEX He3aKpbiThiX 3anpocoB, a Takke
3anpocos, 3akpbITbix 3a NocnegHne 3 (Tpy) kaneHaapHbIX Mecsua.
B naHHOM OTYéTe yKa3blBalOTCS HauMeHoBaHUs 3anpocos, AaTa
BPEMSI WX OTKPbITUS U 3aKpbiTUa UX HoMmepa B iCare, onucaHue
Mpobrnem, nepeyeHb NPeAnpUHSTLIX McnonHuTenem AencTeui,
TEKyLWMi cTaTyCc Kaxaoro 3anpoca, a Takke MnaHupyemoe Bpems
npepoctaBnennss BpemeHHOro u [lOCTOSIHHOrO peLUeHuin  Bcex
aKkTMBHbIX 3anpocoB, (aKTUYeckoe BpeMs MPeaoCTaBfeHmMs
BpemeHHOro 1 lNMoCTOSHHOTO pelueHnin Ans 3akpbITbiX 3anpocoB U
APYryio HeobXxoauMyto MHGOPMALWMIO NO CBOEMY YCMOTPEHWIO.

WcnonHutenb  exeMecsyHO npepocTaBnsieT  3aka3uuky
CBOAHbIN OTYET O XOLE PEMOHTA BCex HewcnpaBHbIX YacTed,
yKasaHueM Ans KaKOO0ro HaxoAsLerocs B peMoHTe 6noka, a Takke
ANs Bcex DI0KOB, OTPEMOHTMPOBAHHbIX UMM 3aMEHEHHBIX C Havana
KaneH4apHOro rofga: HauMMEHOBaHWS HeucrnpasHoro 6:oka, ero
CepiiHOro Homepa, xapaktepa HeucnpasHocTi, Homepa RMA, aathl
OTMPaBKW W MOMYYEHNS1 U3 PEMOHTA, CEpUIHbIX HOMEPOB 6MOKOB,
MOMYyYEHHbIX B3aMEH HEUCNPaBHbIX, C yKa3aHWeM, B3aMEH Kakux

MMEHHO OIIOKOB OHY npucnaHbl.

Takxe exeMecsyHo VcnonHutens npegocTasnseT
CTaTUCTUYECKNA OTYET No 3anpocam caenaHHbIM 3aka3ymnkom 3a
npegbayLLmMin Mecsil, ¢ ykazaHuem obLero umcna 3anpocos u

MPOLEHTa peLLeHms 3anpocoB B CPOK.



MpunoxeHue 1.2

Annex 1.2
Cpoku npepgocTtaBneHus yenyr ana «bpoHsoBoro naketa»
Services provision period for “Bronze package”
SLA / Coraamenue 00 ypoBHe ycJyr
Restoration Time/| . .
Resolution Time
. Service Response WO':Il_(iar;Zund (without defect) Resolution Time
Service Item -rvice P Bpewmst (with defect)
Buj yeayr Availability Time Bpems
ey Bpemsi e OKOHYATEJIbHOI'O Bperl OKOHYATEJIbHO
a00ThbI e&ll)K HH Bpems pettenst pettenHs
P peaxn P (0e3 xoppexuun | (c koppexnueii [10)
MPOMEKYTOYHOI 0 o)
pelieHust
Hel K
elpdes 59 NA
opsyas NuHKS
In case of keeping System operability at the level
before emergency happened during 72 hours
(stability period) after provision of Temporary solution
this Problem is considered as Second or Third level
) request depending on the situation after
Emergency Recovery Service implementation of Temporary solution./ B cnyyae
OKCTPEeHHOE BOCCTaHOBMeHMe (YpoBeHs 1, 7*24 |15 min/MuyH| 8 hour/dacoB | coxpaHeHus paboTocrnocobHOCTH CHTeMbI Ha
Kputnueckuin)* A0aBapuiHOM YPOBHE B TeYEHUe 72 4acoB (Mepuros
crabunbHoCTH) Nocne npegocTaenequs BpemeHHoro
peLeHus faHHas Mpobnema ¢ aToro MomeHTa
paccmaTpuBaeTcs kak 3anpoc 2 unn 3 ypoBHs, B
3aBUCUMOCTM OT CUTYyaLmK, KoTopas ByneTt umeTb
MECTO
Major . .
. % 5*8 60 min/muH| 5 WD/P[1 16 WD/P[} 84 WD/P[1
CpoyHbIn (YpoBeHb 2)
CSR handling Minor
PelwweHne HecpouHbin (YpoBeHb 5*8 1WD/PO | 11 WD/PQ 42 WD/P[] 128 WD/P[}
HeaBapuiHbIX 3)*
3anpocoB Enqui . . .
P qury . For Non-fault Enquiry, provide answer in 10 days
HhopmaLMOHHbIN 5*8 1 WD/PQ} y
. MpepocTtaeneHue oteeTa B TeueHue 10 pabounx aHeit
3anpoc (YposeHs 4)
Equipment Health Check ,
1 time per year (remotely)
MpodhunakTuyeckmne MHCNEKLMOHHbIE
1 pa3 B rof (AMCTaHLMOHHO)
OCMOTPbI CETU
Software fault diagnosis and corrections; System update(software quality
Software Support enhancement);
Mogaepxka MO [unarHocTuka u ycTpaHeHve Henonagok B pabote M0O; O6HoBNEHME CUCTEMBI
(nosblwweHwe kayectsa M10)

*Request severity level definition is mentioned in Annex 1 Paragraph 2 /Knaccudukaumsa 3anpocoB no YpOBHIO
KPUTUYHOCTK yKa3aHa B Mpunoxenun 1 Paspen 2



MpunoxeHue 1.3 MaTpuua pacnpegeneHns 0oTBeTCTBEHHOCTH
Annex 1.3 Responsibility Matrix
MpumeyaHme:
R - 0TBETCTBEHHOCTL 32 BbINONHEHUE ONEPaLUiA U pe3ynbTar.
S- npepgocTaBnsemas noaaepkka.

JKCTPEeHHOE BOCCTaHOBMNEHUE

No. | Heiictne Wcnonuutenb | 3akasumk | 3amevaHus
1 lpenocTaBneHue yCnyr 3KCTPEHHOrO BOCCTAHOBIEHMS R
KpYrnocyTouHO

CBOGBpeMeHHOG yBeaomneHue Wcnonuutens o

BO3HWKHOBEHWUW aBapUMHON CUTYyaLum

MpegocTaBneHne HeobxoanMmoi nHopMaLmm 4ns

paboTkl No aBapuinHoMy 3anpocy

4 Mopkntouenme k pabote no 3anpocy rpynnbl akcnepToB | R

5 OpraHusauus yaaneHHoro goctyna R

PeLueHve npobrembl ¢ NOMOLLbIO YAaNeHHOro

AocTtyna, ecnu 310 Heobxoanmo

Bblesg WHXEeHepa Ha MeCTO And aHann3a u peeHnd

npobnembl

HasHaueH1e 0TBETCTBEHHOO ML Ans paboTh ¢ Ha
MECTE C MHXEHepOM McnonHuTens, opraHuaaLms
8 | mocTyna Ha MecTo aBapuu, paspelLeHie Ha R

nUcnosib3oBaHne 060py,D,0BaHI/IF| Unn cpeacTs CBA3N

3akasuvka

5 MpenoctaBneHne 3anacHbIX YacTeil Ans AKCTPEHHOM R
3aMeHb!

0 BoccTaHoBneHWe cucTeMbl B HopMaribHoe paboyee .
COCTOSIHNE

MpenocTaBneHne oT4eTa C ONMCAHNEM NPUYMH
11 | BO3HWUKHOBEHWS aBapUIHOM CUTYaLIW, U MHCTPYKLMA R

Mo NPELOTBPALLEHMIO €€ NOBTOPHOTO BO3HUKHOBEHNS!

Note: R - Responsibility for performing the activity or deliverables.

S- Support to be given.

Emergency Recovery

No. | Item Supplier Customer | Remark




Provide emergency recovery service around-the-clock

and ensure access to the relevant System expertise.

Notifies the Supplier of the Emergency in time.

Provide necessary symptom data and requested

information for Emergency handling.

Escalation of network trouble tickets to corresponding

expert backup team.

Provide temporary access license, authorized account

and password for implementation remote support.

Handle Problems via remote access if necessary.

Send engineers to Site for analyzing emergency.

Assign a responsible person to work with the Supplier's
on-site engineer(s), and make sure that on-site
engineer(s) can access the Site easily, and working in a
secure environment with the authorization to use the

equipments or communication facilities.

Provide enough spare parts for emergency hardware

replacement.

10

Recover the System back to the normal operational

condition.

11

Provide technical reports to identify cause of Problems,

and give preventive guidance to avoid recurrence.

O6bI4yHan TexHMYecKas NnopaepxKka

No.

[eiicteue

WcnonHutenb

3akasuuk

3ameyaHus

npeﬂOCTaBﬂeHlﬂe ycnyr TEXHUYECKOM NnoadepPXxKku

R

OTBeT 3aKasuunKky B COOTBETCTBUM C
YCTaHOBNEHHBLIMW CPOKaMM

R

MogkntoueHme k paboTe no 3anpocy rpynmbi
9KCNEpPTOB

MpenocTaBneHne Heobxoanmon MHdopMaLuu Ans
paboTbl no 3anpocy

OpraHu3auus yhaneHHoro AocTyna

PeLueHure npobriembl ¢ NOMOLLbIO YAaNeHHOro
[0CTYNa, eCnn 370 BO3MOXHO

Bblean uHxeHepa Ha MECTO A4S aHanmaa u peLleHns
npobnemsl

Ha3sHaueHve 0TBETCTBEHHOrO Nuua Ans paboTs ¢ Ha
MecCTe C HXEHepOM McnonHuTens, opraHnsaums
[0CTyna Ha MeCTo, paspeLLeHre Ha 1CMomnb3oBaHNe
obopyaoBaHus Unu CpeacTB CBA3W 3akasyunka




npeJJOCTaBJ'IeHVIe A0CTaTOYHOro And yCTpaHUeHua
FIpOﬁJ'IeMbl KOSINIMYECTBA 3anacHbIX YacTen

10

AHanu3 npobnembl 1 NpegoCcTaBfieHne BPEMEHHOO
PELLEHNs Ans BOCCTAHOBMNEHUS HOPMaTbHOrO
paboyero COCTOSIHMS CUCTEMI

11

AHarnu3 npu4vH BO3HUKHOBEHMS W BbipaboTka
OKOHYATENbHOrO PELLEHNSs]

12

Peanusaumsi peLeHus npobnembl 1 NpoBepka
pe3ynbTaToB

13

I'IouTBepm,quVle peLeHnd I'IpO6J'IeMbI

Standard Technical Support

No.

[tem

Supplier

Customer

Remark

Provide technical assistance service and ensure access
to the relevant System expertise.

R

Respond to the Customer within the Lead Time defined
in the SLA.

R

Escalation of network trouble tickets to corresponding
expert backup team.

Provide necessary symptom data and requested
information for trouble shooting.

Provide temporary access license, authorized account
and password for remote support.

Provide remote support for Problem handling.

Assign engineers on Site for Problem solving or
analysis, if necessary.

Assign a responsible person to work together with the
Supplier's on-site engineer, and make sure that on-site
engineer(s) can access the Site easily, and work in a
secure environment with the authorization to use the
equipments or communication facilities.

Provide enough Spare Parts for trouble shooting.

10

Analyze the Problem and provide a temporary solution
to recover the System back to the normal operational
condition, if necessary.

11

Analyze the Problem root cause and work out a final
solution.

12

Implement the Problem solution, verify and feedback the
results.

13

Confirm Problem solution result, and feed back the
Problem status.

[narHocTuka U ycTpaHeHue Henonagok B pabore MO
O6HoBneHue cucTeMs! (noBbiweHue kavectsa M10)

No.

[leiicTue

McnonHutenb

3akasunk

3ameyanus

MpepocTaBnenue koppekuui MO, MHCTPYKLWA 1
[OKyMEHTaLM

R

Mpegoctasnenue obHoBneHns MO 6e3 n3meHeHus
6a30BbIX PYHKLMI

R

YcTaHoBka 10 Ha Bcex BaXHbIX aNIEMEHTaX B TEYEHUN
0fHOrO MecsLia nocne yeegomneHus ot VicnonHurens

Software fault diagnosis and corrections




System update(software quality enhancement)

No. Item Supplier | Customer Remark
1 Provide correction patches, implementation instructions R
and description documentation.
9 Provide enhancement of the basic Software performance R
without changing any basic functions if available.
3 Implement the updates in all relevant nodes within one R
month after notified by the Supplier.
06cnyxuBaHve NepBUYHOrO y3na
No. [eictare WcnonHutenb | 3akasuuk | 3amevaHust
1 Otnpaeka naketa(oB) 06HOBNEHMS NPOrPAMMHOrO R
obecneyenns co Bcen HeOOXOAMMOI AOKyMEHTaLMEN
CoBMeCTHbI BbIGOP NEPBOTO y3na, Ha KOTopoMm ByaeT
2 | nponsseneHa ycraHoBka OGHOBNEHOMO NPOrPAMMHOTO S R
obecneyenns
3 MoaroToBka NnaHa BbINOMHEHNS W NNaHa R
BO3BpaLLEHUs Ha npeablayLuyto Bepcuio M0
4 lMpoBepka 1 NOATBEPXAEHME NIaHa BbINOHEHUS U R
nnaHa Bo3BpalleHus Ha npeablayLyio Bepcuio MO
5 | Hacrpoitka yaanéHHoro coeuHeHus R
6 YctaHoska O6HoBneHui N0 Ha nepebit CeTeBoi R
nemMeHT yaanéHHo
YctaHoska O6HoBneHui MO Ha nepsbin CeTeBoil
7 | OnemenT Ha Nnowaake 3akasuunka, ECNn 310 R
HeobxoanMMo
8 MogrotoBka oT4eTa no nposegeHHoMy OBHOBREHMIO R
no
9 HabniogeHue 3a paboToi cuctembl nocne R
O6HoBneHus MO
10 MoaroToBKa NMCbMEHHOTO OTYeTa O NPOBEAEHHOM R
OBHoBMEHWM
11 | MNpoBepka pesynbTaToB R
On-site implementation for first node
No. Item Supplier [ Customer Remark
1 Send the Software Update package(s) with all necessary R
documentation to the Customer.
9 Jointly choose the first node in which the Software s R
Update shall be implemented.
3 Prepare the implementation and rollback plan and call a R
review meeting.
4 Rleview and approve the implementation and rollback R
plan.
5 Set up the remote connection to the Customer network R
upon mutual agreement.
6 Implement a Software Update package into the first node R
remotely.
7 Implement a Software Update package into the first node R
on-site, if necessary.




8 Record and report the Software Update process and final R
effect.
9 Monitor the system after the Software Update R
implementation.
Produce a written report describing the result of the FNI
10 . R
and the impact on the system.
11 | Verify the Software Update result. R
PeMOHT 1 3ameHa annapaTtHoro obecneyeHust
No. [eicTre Wcnonuutenb | 3akasunk | 3amevaHws
1 [okynka 4OCTATO4YHOrO KONMMMYEeCTBa 3anacHbIX R
yacren
9 3ameHa HeucnpaBHOro 610k Ha MecTe 13 R
COBCTBEHHDBIX 3anacHbIX YacTen 3akasyuka.
3anonenue “Faulty Tag’n “Application Form” gns
3 | KaxOoi HeucnpaBHOW AeTanu , OTNpaBneHne R
3anoneHHbIX opm McnonHuTtento
4 | OTtnpaBka HeucnpaBHoM geTanu McnonHutento R
5 | 3ameHa unu peMoHT aetanu R
6 BosBpar OTPEMOHTUPOBAHHOI/3aMEHEHHOI AeTanu R
3akasumky
cnonHnTenb COCTaBNSET OTYETHI O X04e
7 | npenocTaBneHns ycnyru 1 HEMCNPaBHOCTSX Ans R
3akasuuka
Hardware Repair and Replacement
No. ltem P.rowded 2 Remark
Supplier | Customer
1 | Purchase a sufficient quantity of Spare Parts. R
9 On-site replacement of Faulty Unit with Spare Parts from R
Customer’s own spare parts stock.
3 Fill in and attach “Faulty Tag” for each Faulty Unit and R
send “Application Form” to the Supplier.
4 | Send the Faulty Unit to Supplier's R
5 | Repair or replace the Faulty Unit. R
6 Return the repaired/replaced parts to the Customer’s
Return Address
7 | Supplier create report
MpodunakTnyeckue MHCNEKLMOHHbIE OCMOTPbI CETH
No. [eiicTre WcnonHutenb | 3akasumk | 3ameyaHust
1 | MNpoBeaeHne CTapTOBOro COBELLAHUS R S
2 | YupexgeHue npoekTHOW rpynnbl R S
3 CocraBrneHue nnaHa NpoBepKkn B COOTBETCTBUM C R S
WH(opMaLmen ¢ NnoLagok 3akasumka,




NPeaoCTaBNeHHON 3aKa34unKoM.

OpraHu3aums yaaneHHoro Joctyna

HasHaueHWe 0TBETCTBEHHOO nuua Ans paboTbl ¢ Ha
MECTe C UHXeHepoM VcnonHuTens, opraHusauus
AO0CTyNa Ha MecTo, paspeLLleHre Ha UCnonb3oBaHNe
060pyaoBaHus unu cpeacTs CBs3N 3akasunka

[poBepka KOH(UrypaLmm 1 napameTpoB CeTy
3akasuvka

PeLueHve HanaeHHbIX aBapuitHbIx npobnem B
TEYEHWUW NPOBEAEHNS OCMOTPA

C60p faHHbIX 0 CUMMTOMAX UK MHGOPMALUK O
noTeHUManbHbIX Npobnemax u puckax Ans
rnocneayoLLero aHanusa.

YrnybneHHbI aHanu3 cobpaHHoi MHopmaLmu.

10

OBcyxaeHne mep No ynyyweHnto paboTsl ceTH,
NpoUNakTUYECKMX Mep Ans n3bexaHns
MOTEHLMaNbHbIX PUCKOB, HAMAEHHBIX B NPOLIECCE
NpOBEPKM

11

Peanuaauys npounakTiecknx Mep, peLueHme
HanZeHHbIX Npobnem

Equipment Health Check

No.

ltem

Supplier

Customer

Remark

Hold a kick-off meeting.

R

Establish a project team.

R

Make a health check plan according to Site(s)
information provided by the Customer.

R

Provide temporary access license, authorized account
and password for remote health check.

Assign a responsible person to work together with the
Supplier's on-site engineer(s), and make sure that on-
site engineer(s) can access the Site easily, and work in a
secure environment with the authorization to use the
equipment or communication facilities.

Check the environment, configuration, status and
performance of specified Supplier-made equipment(s) in
the Customer's network.

Solve Class 1 Problems during the health check.

Collect the symptom data or information of potential
Problems and risks for further analysis.

In-depth analysis of the symptom data or information
collected.

10

Discuss the improvement solutions and preventive
measures for the potential Problems and risks found in
the health check.

11

Provide the improvement solutions and preventive
measures.




Annex 2
Prices for services.
List of Equipment

Monetary unit: USD

- — [TpunoxeHue 2
— LUeHbI Ha

ycnyru.

— [lepeyeHb

ObBopynoBaHus
Jen. emmuuna: USD

Hassanue Maket Yenyr/ Kon-so/ Cpok nopaepxku/ LeHasaen.Bron6es | Ilemasa12 | HJIC 18% Lena 3a 12
O6opyaoBanus/ Service package Qty Support duration HAOC, USD / Price for 1 MecsIIeB, MecsIeB,
Equipment Name unit per year without He BKJII0YAsI
VAT, USD BKJIIOYASA HJC 18%
HAC 18%
BpoH308bI1
CX600-X8 naket/Bronze 3 JA.MM.2013 — DD.MM.2014
packege
BpoH308bI1
MEG60-8 naket/Bronze 2 JJ.MM.2013 — DD.MM.2014
packege
BpoH308bIi
S9303 nakeT/Bronze 2 JJ.MM.2013 — DD.MM.2014

packege




Annex 3

Document templates

Form 1 System Investigation Request

MpunoxeHue 3
®opMbl JOKYMEHTOB

®opma 1 3anpoc Ha TeXHUYECKYH0 NOAAEPXKKY

Customer service request
3anpoc Ha ycmpaHeHue HeucripasHocmu

KomnaHus

PervoH

MpuopuTter

[Oarta perncrpauum

lopop

HasBaHue anemeHTa cetn

Bupa o6opyanoBaHus

(MoaTnn anemeHTa ceTu):

Bepcusa MNO/AO

Bua npo6nemsbl

Homep KOHTpakTa no okasaHuio

ycnyr T

BHyTpeHHUIN HOMep 3anpoca
(3anonHsieTcsi opraHM3auuen KnmeHTa)

UcxoaHbin Bnapgenew npo6nemMbl (KIUEHT)

Jlnuo oTKpbiBatoLlee 3anpoc (KIMEeHT)

TenecdoH TenedcdoH
dakc ®dakc
E-mail: E-mail:

[Oata n BpeMs BO3HUKHOBEHUS npo6neMbl

dopmynupoBka npoérnemsl

Moapo6Hoe onucaHue
npo6nembl U onepauuin,
BbINOJTHEHHbIX Nepep ee
nosiBneHnem

Oxupaaembiv pe3ynbTart

MpumeyvaHusn

K Critical (ABapuiHOMY) NPUOPUTETY OTHOCATCS NPOBNeMbl, NpU KOTOPbLIX TPeByeTcss HeMeaneHHasi peakums co
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Notes:

1.For optical boards returned, the optical interface should be covered with the safety cap.

2 Ag usually the analysis board wil not be returned to you , If you have any speclal requirements , pis let us know ,

3.0ne Fault Tag should be adapted one return category , such as RMA / Return / Analyels .

Nonme4aHnA:

1. Mpw ECEEPATE ONTUUECKCA NMNATh!, ONTUUECKUA MHTEpdeAC AonxeH ObiTE 2aKpelT CE20NaCHbLIM KONNadkomM.
2. O0bIUHO aHanusupyemMas Nnara He BosepawaeTcA Bam o0paTHe. Ecnu y Bac OyvayT cneunancHsle TpetoBanuA, npoce0a cooluaTe 00 3ToM.
3. B none "KaTeropus” 4orrwHa Obime EBIOPaHa TOMBEKO 0OHA KaTeropuA (PeMoHT/2aMeHa, BeSERaT, AHanus)
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