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AHHOTaUMUA K LOKYMEHTY

HacTosawmii 4OKYMEHT pacnpocTpaHAeTcs Ha nporpammHoe obecneyeHne Cuctema PJIAT SoftSwitch (panee —
Cucrtema) [laHHOE OMNMCaHWE COAEPKMUT CBEAEHMA O Npoueccax, obecneymBatolLmX NOALEPHKAHNE KUZHEHHOTO
umkna Cuctembl ®JIAT SoftSwitch, a TakKe MHPopmaLMiO O nepcoHane AnsA YCTpaHeHWs HeucrnpaBHOCTEN,
BbIAB/IEHHbIX B XOZ€ 3KCM/yaTaLMm NPorpaMmHoro obecrneyeHus.

ITOT AOKYMEHT MOXeT BbiTb M3MeHeH 6e3 npeaBapuTe/ibHOro YBeA0M/IEHNA.,
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1. OnucaHue npoueccoB, ob6ecneunBaloLWmX NogaeprKaHme
YU3HeHHoro umkna cucrembl ®JIAT SoftSwitch

MopaeprkaHue *)KnsHeHHoro umkna Cucremol ®JIAT SoftSwitch 3a cueT conpoBoXKAEHUA CUCTEMbI, BK/IHOYAOLLLETO B
cebs cneaytolme cepBUCHbIE MPOLLECCHI:

e MacwrabuposaHue CUCTEMbI 3a CYET YBENIMYEHUA KOMYeCcTBa MeaMa-CepBepos;
e TexHuyecKkan noadeprKKa nosb3oBaTenem;
e [lpoBeaeHue mogepHusaummn Cuctemol;
e BoccTtaHoBneHMe AaHHbIX CUCTEMbI;
e OkasaHue ycnyr no gopaboTtke.
ConpoBoxaeHue Cuctembl OJIAT SoftSwitch Heobxoaumo ans:
e (ObecneyeHune becnepeboiiHoi paboTbl CUCTEMbI M TIMKBUAALNM NPOCTOEB B paboTe aKTUBOB OpraHn3aumii;
e (ObecneyeHune rapaHTUit 6e30MacHOro PyHKUMOHMPOBaHMA CUCTEMDI;
e ObecnevyeHne BO3MOXHOCTU AanbHeNlLlero pa3sutusa n moamdukauum cepsmcos CUCTembl;

e (ObecneyeHnss TrapaHTUN KOPPEKTHOro OYHKUMOHUPOBaHUA CuUCTeMbl M AasbHenWero pasButus eé
dYHKLMOHaNa.

1.1.MacwTtabuposaHue Cucrembl

YBenunyeHume nponssoamntenbHoCcT CUCTEMbI OCYLLLECTBAETCA 33 CYET YBEIMUYEHUA KONNYECTBA INLLEH3UIA MYTEM UX
MOKYMKM, a TaKsKe BblAe/eHMEM OOMOJHUTENbHbIX anmnapaTHbIX PecypcoB Ans Hyxa Cuctembl. B caydae
HeobX0AMMOCTU, KOMMNOHEHTbI CUCTEMbI — MeAMa-cepBepbl, MOTYT 6biTb Pa3HECEHbI Ha Pa3Hble XOCTbl. YCTaHOBKa
KomnoHeHTa Cuctembl — Meaua-cepBep, OCYLLLECTBAAETCA CUNaMM 3aKasumKa.

1.2.TexHM4YecKana nogaep’XKa nosb3oBarenemn

TexHuuyecKan MoAJeprkKa No/b30BaTeNell OCYLWEeCcTBAAeTCA B (opmaTe KOHCY/bTMPOBAHMA MNoJib3oBaTenein u
aaMmuHucTpatopos Cuctembl PJIAT SoftSwitch no Bonpocam ycTaHOBKKM, NepeycTaHOBKU, agMUHUCTPUPOBAHNA U
3KCMNyaTaummn NporpammMmHOro obecrneyeHmns ¢ NOMOLLbIO cUcTeMbl TEXHUYECKON NoaaepKKu Service Desk.

B pamkax TeXHMYEeCKON noaaep»Ku CUCTEMbI OKa3bIBaOTCA CledytoLLme YCayru:
e [lomollb B yCTaHOBKE NMporpaMmHoro obecnedyeHus;
e [lomollb B HaCTPOIMKe N aAMUHUCTPUPOBAHMM NPOrPaMMHOro obecnevyeHus;
e [lomolib B ycTaHOBKE 06HOBAEHWIA MPOrpaMmMHOro obecneyeHus;

e [lomolwb B MNOMCKE W YyCTPaHeHUM npobsem B C/Ay4yae HEKOPPEKTHOW YCTaHOBKU OBHOBAEHUA
nporpammHoro obecrnevyeHus;

° MNoAacHeHune d)yHKLI,MOHa!'Ia nporpammHoro o6ecnequvm, NMOMOLLb B 3KCN1yaTaunu;

e [lpegoctaBfieHVe aKTya/lbHOM [AOKYMEHTauuMM Mo YyCTaHOBKe/HacTpoike/paboTe nporpaMmHoOro
obecneyeHus;

e O6wwe KoHcybTauum no pabote B Cucteme.
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1.3.0nucaHue pabotbl ¢ cuctemom TeXxHUYECKON NoaaepPKKuU
1. [ns nogauu 3adaBKM O BOSHUKHOBEHUW HENONAA0K Npu paboTe ¢ GJIAT SoftSwitch Heobxoaumo nepeintn

MO CCbI/IKE Ha NOPTan TEXHUYECKOM NOAAEPIKKU:
https://portal.teleswyz.ru/servicedesk/customer/portal

Log in

Username

Password

Keep me logged in

Forgot your password?

Powered by 4 Jira Service Management

2. Mocne aBTOpM3aLMm HEOb6X0AMMO BbIBpPaTb NPOAYKT, NO KOTOPOMY TpebyeTca OTKPbITb
(mononHUTL\M3MeHUTb) 3aaBKY;

LiewTp noaepxaot

[lobpo noxanoBatb Ha LIeHTp noaaepxku

B uem TpeGyeTca nomous?

Bce nopransi MonvaspHo ¥

TECT_Ynpasneue_ychyramn

Jlo6po noxanosars! C noMouLbio
MIPEAOCTABAEHHBIX O MOXHO CO3AATH
3anpoe TECT_YnpasAene_ycnyrami

FLAT Partner Web_sup

flo6po noxanosars! C nomowso

Flat_partner_windows

Jlo6po noxanosars! C nOMOIBIO
NPEAOCTABAEHHBIX ONUMA MOXHO CO3AATH
3anpoc Flat_partner_windows.

Portal_C2(

Nlo6po noxanosars! C NOMOWILI

FLAT Contact_support

[AoBpo noxanosars! C lOMouLbI0
NPERAOCTABAEHHLIX ONUMA MOXHO COIAATH
sanpoc FLAT Contact_support.

Flat_inform

Jlo6po noxanosats! C noMoubo

NPEAOCTABAEHHBIX ONUMA MOXHO CO34aTh
sanpoc Flat_inform.

NPEAOCTABACHHBIX ONUMA MOXHO CO3AATS
sanpoc FLAT Partner Web_sup

NPeACCTaBAeHHBIX ONUMA MOXHO CO3AATS
3anpoc Portal_C2C

3. [Mpu co3gaHuu 3aaBKN HeobxoaMMO BbI6PaTb TUM O6paLLEHUSA:
e TexHuuecKana noaaepiKKa - 3anpoc Ha NoAAEPKKY, HAaNpMMep, NOMOLLL NPU YCTaHOBKE UAn
0OHOBNEHNM CYLLLECTBYHOLLEN CUCTEMDBI 3aKa3UMKa;
e CoobwuTtb 06 owmnbKe - Npobaema, BO3HMKAIOLLAA NPU SKCNayaTaLMm NPorpammHOro
obecneyeHus;
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https://portal.teleswyz.ru/servicedesk/customer/portal
https://portal.teleswyz.ru/servicedesk/customer/portal/6/create/58

3anpoc HoBoro ¢pyHKUMOHaNa — npeg/ioxeHue 406aBUTb B NPOAYKT AOMNOJHUTENbHYIO0 GYHKUMIO;

JinueHsnpoBaHMe - 3anNpoc Mo CyLLECTBYIOWMM ANLEH3USAM 3aKa3uMKa UK 3aNpocC Ha NoJlyYeHune
BPEMEHHbIX AEMO JIMLEH3UIA;

Mpouune BONpPoOCHI - BCe OCTa/IbHbIE 3a4a4u, He Noanaaatolme noj Apyrue Kateropuu;

LleHTp noaaepxku

Flat_partner_windows

[ob6po noxanoeate! C NOMOLLLK NPeAcCTaBAEHHbIX ONLUMIA MOXHO CO34aTh 3anpoc Flat_partner_windows.

B uem TpebyeTca nomowb?

Mowmck Q

ﬁ 3Janpoc Hoeoro GyHKUMOHana

Jn LeH31MpoBaHWe
BbIE)E'[}L-‘ITe ecin Bam HeobxoanMa NnomoLLb no BONpOCaM NUUEH3IMPOBaHWUA

N\
A

Mpoune BONpOCHI

’ Coobwmts 06 owmbke

TexHnueckan noaaepxka
HEOE]}{O,EI,MMB NOMOLLL NpK YCTaHOBKE WKW pasBeEpPTbiIBaAHWW HOBOIO CEPBUCA ?

PaboTaeT Ha Gaze Jira Service Management

4. VYKasaTb TeMy 0bpalleHus, a TaKKe KpaTKoe onucaHue 3a4auu;
5. BblbpaTb NpUopuTET 33434u:

@ bAckWpytowmia
#: Highest

~ High

~ Low

= Lowest

O MwuHop

Mpumep BbibOpa NpuopuTeTa ANA 3a4a4 TMNa «olmMbKa»

BAOKMPpYIOLWMIA - MaKCMMabHbIN YPOBEHb NPUOPUTETA, MPUMEHAETCA B C/ly4ae OCTaHOBKM
KPUTMYECKM BaXKHOIO cepBuCa.

Highest - Bbicoualilumnii ypoBeHb NPUOPUTETA, NPUMEHAETCA NPU PETYNAPHOI OCTaHOBKe
KPUTMYECKM BaXKHOIO cepBuca (nepesarpyska cepBmnca NOMoraeT pelwunTb npobaemy, HO
npobaema nosTopseTca).
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https://portal.teleswyz.ru/servicedesk/customer/portal/6/create/59
https://portal.teleswyz.ru/servicedesk/customer/portal/6/create/55
https://portal.teleswyz.ru/servicedesk/customer/portal/6/create/57
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e High-BbiCOKMIN ypOBEHD.

e Medium -3agauun cpegHero npuopuTeTa.

e Low - 3aa4M HM3KOro NpPUOpPUTETA.

e Lowest - camblii HU3KMI NpUopUTET
Mocne 06paboTKM 3aABKM NPUOPUTET 3asiBKM MOXKET BbITb U3MEHeH (C MHPOopPMUMpPOBaHNEM
MHULMATOPA 3aABKN)

Mpn HEOBXOAMMOCTH, K 3aABKE MOXKHO NPUKPENnUTb dalin.

’ LleHTp noaaepxku / Flat_partner_windows
CoobwuTtb 06 owmnbke

Tema

TecroBasn 3aaaua
Summarize the bug briefly.

Symptom

Aav B I o i v @O

Mposepka

Please provide details of the problems you are having.

Bnoxenue (Heoba3amensHo)

@ MNepetawure daiinbl, BCTaBbTe CHUMKY 3KpaHa uam

HaXmuTe Ans Bbibopa BAOXKEHWI

Cpok ucnonHenus (Heob6a3amensHo)

Mpuopwurer (Heoba3amensHo)

Medium v

B Noaenutsea ¢ v

B pamkax O,CI,HOVI OpraHunsaunun, Bbl MOXeTe MNPOCMaTpMUBaTb HE TOJIbKO CBOWU, HO U BCe 3aABKWU, OCTaB/IEHHbIE
COTPYAHMKaMMN opraHusaumn. Baw 3anpoc TaKkxe 6yp,yT BUAETb BCE COTPYAHUKU OPraHU3aunmn 3aABUTENA, ECNIU
HeO6XO,CI,MMO OrpaHnN4YnTb BUANMOCTb, TO YKaXKUTe YacCTHbIM 3anpoc.
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6. [locne co3gaHuA 3aaBKU M NPU U3MEHEHUK CTaTyCOB Ha Ball e-mail 6yayT npuxoamuT yBeAoOMAeHNA.

Flat_partner_windows
B KOMYy: A =

MpocTo noaTEepXAaeMm, YTo NoNyYyunu eail 3anpoc. Mel paboTaem Hag HUM.

[NocmoTpeTk 3anpoc -  BelknUWTe YEBeOAOMMNEHWA ANA 3TOro 3anpoca

OnuMoOHaNbHO MOXHO OTKAOYUTb yBegomMmneHunAa gna 3anpoca.

1.4.MpoBegeHue moaepHusauum Cucremol PJIAT SoftSwitch

Mogudukauma nporpammHoro obecneveHma Cuctembl ®JIAT SoftSwitch ocywectsnsetca B pamkax naaHoOBOM
MOZEPHM3aLUMM, CBA3AHHOM C BbINYCKOM HOBbIX BEPCUI, MUCMNpPABAEHUA OLWMOOK, a TaKKe, B pamMKax 3afBOK
no/sib3oBaTesieli NPOrpamMmMHOro obecneyeHms.

e B pamKkax MoaepHM3aLMM OKasblBAlOTCA Ceaytolme yCayru:

e BbiaBneHue owmMbOK B PYHKLMOHNUPOBAHMM NPOrpamMmHOro obecneyeHma CUCTeMbI;

e UcnpasneHune oWNOOK, BbIBAEHHbIX B GYHKLNMOHMPOBAHUKN NpOorpammMmHoro obecnevenunsa Cuctemol;

e [Ipnem 3a8BOK OT 3aKa3uMKa Ha BHECEHUE U3MEHEHUI 1 A0NO/IHEHWUM B CucTemy;

e CornacoBaHMe C 3aKa34MKOM BO3MOXKHOCTU M CPOKOB UCNOSHEHMSA 3aABOK, OKa3aHWE KOHCYIbTaUMOHHOM
NMOMOLLM NO BONPOCAM TEXHUYECKOW Peanm3aLmm NoXKenaHuin, yKkasaHHbIX B 3asBKE;

e MogepHusaums nporpammHoro obecrneyeHma CUCTEMbI MO 3asiBKAM 3aKa34MKa;

e MoaepHun3auma NporpaMmmHoro obecneveHns Cuctemol B CBA3M C U3MeHeHWeM defepanbHOro
3aKOHOAATEeNbCTBA, ALMUHUCTPATUBHBIX PEFNAMEHTOB U T.M.;

e [lpepocTaBnieHMe 3aKa3uMKy HOBbIX BEPCUIA NporpaMmmHoro obecneyeHna CUCTeMbI, BbINYLLEHHbIX B
pesynbTaTe MOAEPHU3ALMN U UCNPABAEHUSA OLIMOOK;

e (Ob6ecneyeHune nosb3oBaTeNei UISMEHEHUAMM N AONOJAHEHUAMM K SKCNIYAaTaLLMOHHOM AOKYMEHTaLUu;

e [pepocTaB/ieHMe 3aKa34MKY HEUCKTOUMTENbHBIX NPaB Ha UCMOJIb30BAHWE HOBbIX BEPCUI NPOrPamMmMHOro
obecneyeHuns CUCTEMDbI, BbINYLLEHHbIX B pe3y/sbTaTe MOAEPHU3aLMN U UCNPABAEHUA OLIMOOK.

1.5.BocctaHoBNAeHME AaHHbIX

BocctaHoBneHMe gaHHbIX Cuctembl ®JIAT 3anmMcb OCYLLECTBAAETCA B CAyYae MX HenpeayMbllUIEHHOW Mopuu,
BbI3BaHHOM HEKBANNPULMPOBAHHBIMU AEUCTBUAMM NOIb30BATENA UAWN agMUHUCTPaTopa Cuctembl, 60 cboamm
060py0BaHMA, HAa KOTOPOM OCYLLECTBAAETCA GYHKLUMOHMPOBaHME NporpammHoro obecrnedeHms. BocctaHoBeHUE
[JaHHbIX OCYLUEeCTBASETCA MPM NPeaoCTaB/leHUM pe3epBHOW Konuu dalina AaHHbIX, TeKkylero ¢aina AaHHbIX,
COLepXallero OWKnbKy, a TaKKe AeTaNbHOM MOLWaroBOM OMMCaHWW MOC/AeA0BaTeNbHOCTU AeNCTBUIA/coBbITUA,
nNpuBeAWMX K yKasaHHOW cuTyauuu. F1ybuHa M cTeneHb BOCCTAHOBAEHMS 3aBMCAT OT MPeLOCTaB/EHHbIX AR
paboTbl AaHHbIX M B KaKAOM KOHKPETHOM C/ydae WHAMBMAYANAbHO OBOCYXKAAIOTCA C 3aKa3uMKOM nepej,
BbINOJIHEHMEM COOTBETCTBYIOLLEN NpoLeaypbl.

1.6.0Kka3aHue ycayr no gopabortke

B cnyyae 3amHTEpecoBaHHOCTM 3aKasyMKa B paclimpeHun ¢GyHKUMOHANbHOCTM ero Bepcum Cuctembl PNAT
SoftSwitch, npeacrasuTens 3akasumKka HanpaBAAET CBOM MOXKeNaHUA B afpec pa3paboTyunka cuctemsl. Janee Bce
MOXKesaHUA COrNacoBbIBaOTCA MeKay MicnonHuTenem u 3akasumKom, TakKe 0b6roBapmBatoTCA CPOKU U CTOMMOCTH
pabor.
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MepeyeHb Yenyr (paboT) no mogepHmsaumm CUcTeMbl BKAtOYAET B cebs:

e [lopaboTKa pyHKUMOHANA M KOPPEKTUPOBKA CUCTEMbI, OCHOBAHHbIE Ha NPeAIONKEHUAX MO YAYYLLEHUIO
opraHmMsauunm 6asbl AaHHbIX;

e  MopepHnsauma GyHKLMOHANbHBIX Moaynen CucTemMbl;

e Pa3paboTKa, cBA3aHHaA C HTerpaumen Cuctemol B UHPPACTPYKTYPY 3aKa3umKa;

e Pa3paboTka AoNoNAHUTENbHOWN GYHKUMOHANAbHOCTK B CUCTeMe MO 3anpocam M NpeanoxeHnam 3aKasumKa;

e YyJyweHus, CBA3AHHbIE C BbIFPY3KON MHPopMaLmmn ns Cuctembl B Gpaiinbl pasanyHbix opmaTos;

e UcnpaBneHWs HEKPUTUYHBIX OLLIMOOK, CBA3AHHbIX C HeYA06CTBOM MCMO/b30BaHUA CUCTEMDI, HO He
BMAOLWMX Ha paboTocnocobHocTb CucTEMbI.
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