TEXHUYECKASA HOJAEPKKA ITPOI'PAMM OBCJIYKUBAHUSA JJIS1 KIMEHTOB SISW

B mamnom nmoxymenrte («[IpminokeHne O TeXHHMUECKOW IMOIAEPIKKE») OMHMCaHa TEXHWYecKas momaepkka [Iporpamm
obCIyKUBaHHUs, KOTOpas OyzaeT npenaoctapisthes Kinenty kommanueit Siemens Industry Software Inc., Takxe Ha3biBaeMoit
Siemens Industry Software (nanee — «SISW»). JIroOble mOHATHS, 3HaAYCHHUE KOTOPBIX HE PACKPHITO B JaHHOM JOKYyMEHTE,
CJIeyeT TOJIKOBaTh B COOTBETCTBHH C ONPEICICHHUAMH, NaHHBIMU B COINAICHWH O MPEAOCTaBICHUU OONAYHBIX YCIYT,
3axmodeHHOM Mexay SISW u Kimentom.

IPOTPAMMBI IO TEXHUYECKOM MMOJJEPKKE

SISW npennaraer ycimyru LlenTpa noaaep:xku obiaauHbIx ycayr ypoBHA «IIpemuym» u «Cranmapt». CTOMMOCTH yCIIyT
SISW no TexHHYECKOi oAepIKKE BKIIOYEHA B CTOMMOCTH nonucku Kinuenra na [IporpamMmmy o6cimyxuBaHus.

Yenyru Lentpa momaepkku oOmadnbix ycuayr ypoBHs «IIpemuym» u  «Cranmapt» SISW HemocTymHel U He
MPEOCTABIIIOTCS ISl BCEX MPOTrpamMM OOCITY:KMBAHHS WIH JJIs YCIYT CTOPOHHHX KOMIIAHHWU, MPHUOOPETCHHBIX WIIH
MIpeI0CTaBIsIeMbIX KoManuei SISW.

Menemxkeps! yueTHbIX 3anuceit SISW nnu maptaeps! SISW MoryT OKa3bIBaTh MOAJIEPHKKY IO BOIPOCAM, CBA3aHHBIM C 3TUMHU
[TporpamMmmamu 00CITyKHBaHHSI.

B cnenyromeii Tabiuue onrcansl yeryru LlenTpa monaepkku o6mauHbIX yeiayr ypoBHs «[Ipemuym» u «CtaHgapTy, a Takxke
yCJIyTH, BXOJISIIME B Bepcuu OONavHbIX yciyr. boriee moapoOHoe 3HauYeHHE TEPMUHOB, MEPEUMCICHHBIX B TaOnuIe,
IIPUBEJICHO B paszzene «lcnonb3yeMble TEPMUHBI» Jalee.

LieHTp noaaepKku obnaunbix ycayr SISW LieHTp noaaepKku obnaunbix ycayr SISW

ypoBHA «CTaHAapT» ypoBHaA «Mpemuym»
Ba30BhbIN ypoOBEHb TEXHUYECKON Bonee BbICOKWIA YPOBEHb TEXHUYECKOM
noaaepxku Mporpamm obcnyxnBaHus, noaaepkku Mporpammbl 06CNyKMBaHMA,
OnucaHue npegocTasnsemMbii KnmeHTy npu onnarte | Kotopblit KameHT moxeT npuobpectu 8
noanucku Ha Nporpammy KayecTBe AOMONHEHMUA K NoAnucke Ha
obcnyxvBaHus. Mporpammy o6cayxmsaHus.

TEXHUYECKAA NOAAEPXKKA ANA PELLEHMA KPUTUYECKU BAXKHbBIX 3AAAY

KpyrnocytouHas exxeagHeBHasA TexHUuyecKan
noAAepKKa ANA pelleHnn KpUTUYECKU v
BaXKHbIX 33434 1 U 2 ypOBHA CNOXKHOCTU NO
TenedpoHy

KpyrnocytouHas PacluMpeHHas TexHuuyeckas
noaAepiKKa ANA pelleHnn BaXKHbIX 3agay 1 un v
2 YpOBHA CNOXHOCTU NO TenedoHy, AOCTYNHa
5 pHeit B Hegeno

TexHuuecKan NoAAepIKKa BTOPOCTENEHHbIX C noHegenbHUKa no natHuuy ¢ 8:00 go C noHegenbHUKa no natHuuy ¢ 8:00 go 17:00
3aga4 3 u 4 ypoBHA cnoXkHocTU (Kpome 17:00 (mecTtHoe Bpems), Kpome (mecTHOe Bpems), KPOMe MeCTHbIX
3aKa3YMKOB YNPaBAAEeMbIX YCAyr) MECTHbIX NPa3LHMUKOB npasgH1KoB

TexHUYecKan NoaAeprKKa BTOPOCTENeHHbIX 16 yacoB B feHb, C NOHeAeNbHMKa N0 16 vyacoB B AeHb, C MOHeAe/bHMKA N0 NATHULY
3agay 3 U 4 ypoBHA CNOXKHOCTU ANA nATHULY (MO MECTHOMY BpPeMeHU), Kpome (no mectHOMy BpemeHM), KpOMe MEeCTHbIX
3aKa3uuMKOB ynpaBasemMbIx ycnyr MECTHbIX NPa3aHNKOB npasaHUKoB

TexHUuecKkan nopaepka uepes MHTepHeT 4 v

HenpepblBHas TexHMYeCKasn NoaaepiKKa B v v

rmbpugHbix cpegax SISW

MpepocraBneHue Hpopmauum 06 o6HoBAEHMAX

v v
B3AMMOZENCTBUE
Aoctyn K LieHTpy pelueHnit 4 v
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TexHu4ecKkana noaaeprKka yepes UHTepHeT u
nnatpopmy ANA B3aUMOAEUCTBUA KOMNAHUI

TexHUYecKan nNoaAeprKKa yepes yaT B
pabouee Bpems Ha aHTIMIACKOM A3biKe AnA v
pelueHUsa BTOpoCTeneHHbIX 3aAay,

npepocTaBaseTca KomnaHuei SISW

A3BIKU

3a UCKITIOYEHHEM YTpaBisieMblX yciyr, SISW mpenocTaBUT MHOTOSI3BIYHYIO MOAJEPKKY MEPBOr0 YPOBHS Ha CIEAYIOLIUX
SI3BIKAX: AHTJIMHACKUM, MCHMAHCKHA, HEMCIKHMA, UTATbIHCKUM, (DpaHIy3cKuil, rOJUTaHIACKHMA, MOPTYradbCKHUMA, SIOHCKHH,
KOpEHCKUil, MaHIapUHCKOE HapeUre KUTANCKOTO S3bIKa M KAHTOHCKH JTUAJICKT KATAWCKOTO A3bIKa. Siemens Mpe0CTaBIIseT
TEXHUYECKYIO TIOAIEPKKY 0a30BOTO YPOBHS B COOTBETCTBYIOMUX cTpaHax ¢ 8:00 qo 17:00 mo MmecTHOMY BpeMeHH. B nHOE
Bpemst kommanus SISW MoxeT mpenocTaBisTh 0a30BYI0 TEXHHYECKYIO MOIJIEPKKY B ITHUX CTpaHaX WM PErHOHAX
HCKJITIOYUTENFHO Ha aHTIHiickoM si3bike. SISW mpenocTaBiseT MoAnep KKy MEpBOTO YPOBHS U YIPABIAEMBIA yCIYT
TOJILKO Ha aHTJIMICKOM SI3BIKE.

OBPAIIIEHUE B CJIYKBY TEXHUYECKOM MOJJIEPKKH SISW
Haumnas co mus Berymienus B cwiy CornmameHus o0 OKa3aHHHM OOJIAYHBIX YCIIYT, 3aKiIodeHHOTO Mexnmy SISW u
Kimenrom, KinueHT MokeT oOpamaThcs B OpraHU3aAINI0 MO0 TEXHWYIECKOH momaepkke SISW mns momydeHus yciyr Imo

TEXHUICCKOM OAACPIKKE.

Jns obpameHuss B OpraHU3aIlMI0 MO TeXHWYecKoi moanmepkke SISW mcmoibs3yiiTe MPHOPUTETHBIE CIIOCOOBI CBSI3U C
Hentpom noamepkku o6mavnbix yeryr SISW yposas «[IpeMuym», yka3aHHBIE IO CIEAYIOMIEMY aapecy:

GTAC Global Support Telephone Numbers

YPOBHHU OTBETOB HA 3AIIPOCHI KJIMEHTA

SISW oTBeuaeT Ha TOCTYNHBIINE 3alpOCHl HA IOJNYYEHHE TEXHHUYECKOW MONICPKKH (Takke Ha3bIBACMBIC «CITydaii»,
KUHIUIEHT» WIN «IIpobieMay), Kak onucaHo B Tabiuue Hivke. Cliemyloye THIbI MHIUACHTOB HCKIIOUEHBI U3 yPOBHEH
OTBETOB Ha 3alPOCHI KIIMEHTA, KaK OIMCAHO BhIIIe: (1) MHIMACHTHI, CBSI3aHHbIE C BADHAHTOM, BEpCUEH H/UITH (YHKIIOHAIOM
[Iporpammbl oOcykMBaHUS, pa3pabOTaHHOTO chenuanbHO Juia KineHTta (BKJIOYasi, HO HE OTPaHUYHMBASICH CIIydasMH
pa3paboTku 3aka3HbIX pemeHud komnanued SISW, nouepHumu kommanusmu SISW w/mim noapsimunkamu SISW); (i)
OCHOBHOHM TNPUYMHON BO3HHUKHOBEHHS WHIMJICHTa SBJIETCS HE HapyIIeHHEe paOOThl CHCTEMBI, a OTCYTCTBHE (DYHKIHIl
(«3ampoc Ha pa3pabOTKy»), WK €CIH MHIIUACHT MOKHO KBAIM(HUIIMPOBATH KAK 3alpOC Ha MOJYYCHUE KOHCYJIbTATHBHBIX
yeIryT (yKa3aHUs O TMOPSAKE NeHCTBUI).

Ob6s3aTtenbcTBa SISW

Knaccudmkaumsa cnoxHocTu 3agay lNepBOHaYanbHbIA OTBET: TeKywyme npoueaypbl B3aMMOAeACTBUS

*CnoxHocTb 1 ypoBHSA — KpUTUUYECKas — He
paboTaeT BcA ycnyra B Lenom. Bninset Ha Bcex
nonb3osatenen. B TeyeHne 1 yaca c MomeHTa B B TeueHue ogHoro yaca ¢ Pa3 B yac, ecnu nHoe He ykasaHo
pexume 24x7x365 (obnavyHas nogaepka ypoBHS MOMEHTa OTnpaBKu 3anpoca. komnaHuen SISW

«Mpemuym») unm 24x5 (obnaynas nogaepxka
CTaHAapTHOrO YPOBHS).

*CrnoOXHOCTb 2 YPOBHS — BbICOKas! -
paboTOCNOCOBHOCTL YCNYrn 3HaYUTENBHO
CHWXEHa UNu HeJOCTYMHbl OCHOBHbIE
KOMMOHEHTbI yCryru. 3HaunTernbHoe BIUsIHWE Ha B TeueHue YeTbipex Yacos ¢ Pa3 B wecTb 4acos, ecnu nHoe He
nonb3osatens. B TeyeHve 2 yacoB ¢ MOMeHTa MOMeHTa OTnpaBku 3anpoca. yKkasaHo komnaHuen SISW.
MHUMAEHTa B pexume 24x7x365 (obnayHas
noaaepxka ypoBHs «lMpemuym») nunu 24x5
(obnayHas nogaepkka CTaHAapPTHOrO YPOBHS).
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http://www.plm.automation.siemens.com/en_us/support/gtac/index.shtml#lightview%26url=/en_us/Images/global_number_tcm1023-214014.pdf%26title=Global%20Support%20Contact%20Information%26description=Global%20Support%20Contact%20Information%20and%20Phone%20Numbers%26docType=pdf

*CnoXHoOCTb 3 ypoBHSA — cpeaHAsa — paboTa
HEKOTOPbIX KOMMOHEHTOB YCMYrY, He ABMSAIOLLNXCS

KPUTMYECKN BaXXHBIMW, HapyLUeHa unm OTBeT TONbKO B paboyee Bpems, B
npepbiBaeTcs, Npy 3TOM Hanbornee BaxHbI TeyeHue 24 yacoB C MOMeHTa
PepLIBAETCS, NPU STOM HauGonee Ba e eueHne acoB ¢ Mome Pa3 B 3 gHst Ans ot4yeToB 06 UHUMAEHTE U
KOMMOHEHTbI YCIyr UCNpaBHO paboTatoT. norny4eHus otyeTta ob MHUMOEeHTe M
. pa3 B 10 gHeln anst ot4eToB O Npobneme,
MuHumansHoe BnusiHve Ha nonb3oBatens. B (c noHepenbHKKa no nATHULY 8:00 GCIM MHO® HE VKA3aHO KoMnaHmeit SISW
TeyeHue 24 4acoB C MOMEHTa BO3HUKHOBEHWS —18:00 (BocTo4yHOE nosicHoe y

MHUnaeHTa B paboyee BpeMmsi (C moHedenbHvKa no Bpemsi)).
nsTHUUy 8:00 — 18:00 (BocTouHoe nosicHoe
Bpemsi)).

*CnoXHOCTb 4 YPOBHSA — HU3KasA — OLINGKM,
ABNSIOLLMECS HE3HAYMTESbHBIMU 1 OKa3bliBaloLLme
MWHUManbHoe BMusiHue Ha 0bblyHyo paboTy
yCnyry UNn He okasbiBaloLLME BIUSIHUS BOBCE.
MuHUManbHOe BRUSIHUE UNN OTCYTCTBUE BIUSIHUS
Ha nonb3oBaTens. B TeyeHue 1 paboyero gHsi ¢
MOMEHTa BO3HWKHOBEHUSI MHUMAEHTA B paboyee
BpeMs (C noHedenbHMKa no naTHuly 8:00 — 18:00
(BocTo4uHoe nosicHoe Bpemsi)).

B TeueHue 1 pabouyero aHsi ¢
MOMEHTa BO3HVMKHOBEHWSI
MHUuaeHTa B paboyee Bpems (C
noHegenbHMKa no nATHuLy 8:00 —
18:00 (BocTouHOe nosicHoe
Bpemsi)).

Het

OBA3AHHOCTHU KJIMEHTA

SISW NpeAOCTABIISCT KIIMCHTAM BO3MOKHOCTb HMCIIOJIB30BATH IO JIBAa YIOJHOMOUYCHHBIX KOHTAKTHBIX JIMIIA (/:[anee —
«KonrakTHOC JIMIIO KJ'II/ICHTa») JUIA Ka)KI[Oﬁ HpOI‘paMMBI 06CJ'Iy)KI/IBaHI/I$I. Tombko YIIOJITHOMOYCHHBIC KonTakTHBIC nHIIa
MOJY4YaroT YBEAOMIICHUA 00 OOHOBJICHUAX U O 3aIlpocax Ha HpOCTOI>'I.

Kiment momken mpemoctaBUTh KoMmanuu SISW KOHTakTHBIE NaHHBIC (HApUMeEp, aApec JJIEKTPOHHOH TOYTH H
Tene)OHHBI HOMEp) JIUIl, KOTOpBIe OYyIyT BEICTYIATh B KauecTBE YIOMHOMOYEHHBIX KoHTakTHBIX nun Kimenra mms
B3auMmoneiictBuss ¢ SISW. Kiment moxker oOHOBUTH naHHbIe O KOHTaKTHBIX mnHmax KiueHta s [Iporpammet
oOciy)kuBaHUs, OOpaTHBINUCH B TeleOHHYIO ciaykOy TexHHYeckoW moanepkku kommanum SISW. SISW wmoxer
MIEPUOTUIECKHU MPOBEPSITH JOCTOBEPHOCTh HH(POPMAIIUH, TTPeoCTaBIcHHONH KITHeHTOM, KaK yKa3aHO B TaHHOM JJOKYMEHTE.

JIns monmydeHus yCIyT TeXHUIECKOH MoIIep KKH, OTMCaHHbIX Aaiee, KimeHT momkeH 3gpdextuBHO coTpyaHudaTh ¢ SISW
JUIA pelIeHus MpobieM MyTeM IMOJIydeHHs] TEXHUYECKOH MOAMepKKH, a TakKe OH JOJDKEH UMETh JOCTATOYHBIH YPOBEHb
TEXHUYECKUX 3HAHUH M OMbITa PabOThl C HCHONB3yeMol KoH(urypanueit O0auHbIX YCIyT Ul TPEAOCTABICHHS BaXKHOM
nHpopmanum, no3sosstoniel komnanuu SISW noBTopuTh, NpoaHaIM3UPOBATh U PEIIUTH BO3HUKIIYIO OIIHOKY, HAIPUMED,
C IOMOIIBIO [TPUMEpPa, Ha3BaHHs WHIIUIEHTA, UMEHH I0J1b30BaTeNs, IMEHH ()OPMBI M CHUMKA SKpaHa.

HNCIIOJIB3YEMBIE TEPMUHBI

Hxe MPpUBEACHO HOZ[pO6HO€ 00BSICHEHHE TCPMHHOB, UCTTIOJIb3YEMbIX B JTdHHOM JTOKYMCHTC.

HenpepbiBHas TexHuveckast MoJJIepKKa HHIUIECHTOB, BOSHUKAIOIUX B MHTETPUPOBAHHBIX

TeXHHYecKas crieHapusix paboThl KOMIaHuH, Korna cpeaa Knnenra Brintodaet kak [IporpaMmsl

NOAJAEPKKa o0cmyXHBaHU, TaK U Apyrue npoaykTel SISW, ecnu umeercs neiicTByromee
COTJIAIICHUE O MPEJIO0CTABICHUH TEXHUUYECKOH MOIEPIKKH.

I'no6anbHbIi HEHTP I'mobansHOe mopa3aeneHne BHYTPH OpraHU3alluy M0 TEXHUIECKOH MOIIepKKe

TEeXHHYECKOro SISW, B koTopoe KineHT MoXkeT 00paTUThCS IS TOTyYeHHsI O0IIeH TeXHIIECKON

oocayxusanusi (GTAC) MOJIICPKKH Yepe3 ONMCAHHBIC B TOKYMEHTE KaHAIBI CBSI3H.

Go-Live Go-Live 0003HauaeT MOMEHT BPEMEHH, HAUMHAsI C KOTOPOTO TIOCIIe HACTPOHKH OJHOU

win  Heckodpkux IIporpamm oOciyxmBanus jansa  Kiwmenta Kimment Moxer
UCIONB30BaTh [IporpaMmbl OOCITy:KUBaHHS JUIi OOpaOOTKH pPEANbHBIX JaHHBIX B
PEKUME PEanbHOTO BPEMEHHU W ISl BBITIOJTHEHUS BHYTPHUKOPIIOPATUBHBIX OTIEPALUIt
KnmeHta B COOTBETCTBHMH ¢ 3akiod4eHHBIM CoOrUIallleHueM O MPeJOCTaBICHUH
00JIaYHBIX YCIIVT.

MecTHoe Bpemsi MecTHOe BpeMsi B perHiOHE, B KOTOPOM pacIiojioKeH roioBHoi opuc Kinenra.
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IIpo6sema, He Begymiasi K
HEHUCTPABHOCTH

[Ipo6nema, Mo KOTOPOU OBIIT OTIIPABJICH 3aIIPOC HA TIOTYUCHUE TEXHHUECKOH
MOJICPKKH, HE IPUBOIUT K HEUCIIPABHOCTH UCTIONIB3yeMoit [IporpaMmer
0o0cIyKUBaHUs, M IS €€ PelIeHus He TpeOyeTcs ydacTue pa3paboTunKoB U
OIIepaTopoB.

Ilaker npoaykTOB

Kombunanus [IporpamMm oOcmykuBanus, Ha KoTopbie Kimment odopMmt noanucky
(He00s3aTeIbHO) B paMKax 3aka3a Ha rmosydeHne OOIauyHbIX YCIIyT.

Texnuveckas
MOJ/IeP7KKAa HOBBIX
BepCUil NPOAYKTa B
BBIXOJHbIE THU

MeHeszepLI IO NMOUCKY HAMTYyUIINX peIIIeHI/Iﬁ JJIA Kiunenros u BEAyHIUE CICHIUAINCTDI
CJ'Iy)KGI)I CTaHHapTHOﬁ TEXHUYCCKOM MOAACPIKKN TMPEAOCTABIAOT TCXHUYCCKYIO
MOAACPIKKY MO €KCKBAapTaJIbHbIM OOHOBIICHHSIM CTaH[[apTHI:IX 00JIaYHBIX CTPYKTYp B
BBIXOJHBIC THU IJId pCUICHUA np06neM lu2 YPOBH: CJIOKHOCTH, KOTOPBIC BOBHUKAIOT
B CBA3HU C €KCKBApPTAJIbHBIM OOHOBJIEHHEM IMpOAYKTa.

IIpenocraBienne
uHopmanuu oo
00HOBJIEHHAX

OO0menocTymHbIe JOKYMEHTHI, COIeprKalIre KpaTkyo HHQOpMAaIiio, BEONHAPH 1
BUJICOPOIIHKH, NIpeAoCcTaBiseMble Kommnanueid SISW ni1s nHGOpMHUpOBaHHS KIMEHTOB
00 U3MEHEHHAX B HOBBIX BEPCHSAX NMPOLYKTOB U NIPEAOCTABICHHS HHCTPYKLHUH 110 HAM.

IenTp pemennii

baza 3nanuit SISW u skcrpacers 11t nepenayuu 3Hanuii SISW, no kotopoit SISW
MPEIOCTABIISET CBEACHUS U YCIIyT'H UCKIIIOUYNTEIBHO KIMEHTaM U TapTHEpaM
SISW. llentp pemenuii Takxke BkiatoyaeT [lopran rexuuueckoit nogaepxku SISW
o angpecy: https://support.industrysoftware.automation.com

TecToBBI IK3EeMILISAP

Cpena, B xoropoii KiHMeHT MOXKET MpOTECTUPOBATh HOBHIE BEPCUU W BapHAHTHI
[Mporpamm obcmyxuBanus SISW.
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