SIEMENS

NMPOrPAMMHOE OBECNEYEHUE PLM, MOM, MENTOR GRAPHICS SYSTEMS U POLARION

Ocobble ycnhosusa Ycnyr no chnymMBaHmo MporpammHoro obecneueHus
Siemens Digital Industries Software

Hactoawme Ocobble ycnosus Ycayr no 06CayKnBaHUIO MPOrpammMHOro obecneveHma ynpasBaeHns XXuU3HeHHbIM UMKAOM u3gennii («Ycnosua
O6cnyxuBaHua PLM») sBnsatoTcsa onoAHeHNeM K O6LMM ycnoBuAM Ycayr No 06CayKUBaHUIO U MPUMEHUMbI UCKNHOUNTENbHO K
MporpammHomy obecneyeHuto, Kotopoee 0603HaYeHO B 3aKase OAHUM M3 C/ieayroLLMX ByKBEHHO-UNPPOoBbIX KogoB:PLM-TC, PLM-NX, PLM-
TCO, MOM, MGSP nnun POLAR («MporpammHoe obecneueHne PLM»). Hactoawume Ycnosua Ob6cnyxkuBaHmna PLM BmecTe ¢ O6wmmu
ycnosuamm Yeayr no obcnyxusanuto, UCA nnm EULA (B 3aBUCMMOCTM OT TOTO, YTO MPUMEHAETCA), U APYTMMU NPUMEHUMbIMU
LOoNoNHUTENbHBIMW YCIOBUAMM COCTABAAIOT e41HbIN A0roBop mexay CTopoHamu («[oroBop»).
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ONPEAENEHUA. TepMuHbI, UCNONb3yEMbIE B 3TOM AOKYMEHTE C 3al/1aBHOM BYKBbI, UMEIOT3HaYeHue, onpeaeneHHoe Borosope. K
HaCTOALWMM YCNOBMAM NPUMEHUMbI Cneaytolme A0NOAHUTENbHbIE ONpeaeneHuna:

(a) TepmuH «OT4ET 06 MHLMAEHTE» O3HAYaET 3anNpPoc 3aKa3umnKa, UMeLWM OTHOLWEeHMeE K [porpammHomy obecneyeHnto PLM.

(b) TepmuH «HameueHHOe Bpems OTKAMKa» O3HAYaeT 3apaHee onpeaeseHHoe BpemMsa MeX4y MOMEHTOM nonyyeHus OTyeTta 06
MHUMAEHTE B pamKax HacToAwmx Ycnosuit O6cnymnsaHma PLM M mMOMEHTOM NepBOro KOHTaKTa cneuuanmcta Cnyx6bl noaaepku
Siemens ¢ 3aKa3unmKom.

(c) TepmuH «MHOroyposHeBas noaaepkKa» 03HaYaeT HECKO/IbKO ypoBHel O6cnykunsaHus (TEXHUYECKON NOAAEPKKH),
npeanaraemblx B paMmkax Hactoswwmx Ycnosuii O6cnykusaHus PLM.

MHOroyPOBHEBAA MOAAEPXKKA

3akasuuk bygeT nonyyatb O6cnyRuBaHMe (TEXHUYECKYIO NOAAePKKY) B COOTBETCTBUM C ypoBHEM MIHOrOYPOBHEBOM NOALEPKKH,
YKa3aHHbIM B COOTBETCTBYIOLLEeM 3aKase. Eciv He yKa3aHo MHoe, NpumeHseTcs BpoH30BbI YpOBEHb NOAAEPHKKM (TaKKe UMEHYeMbI
«CTaHZapTHas NoaAep KKa»). 3aKas3umK AomKeH Npuobpectn TeXHUYECKYIO NOAAEPHKKY OAUHAKOBOrO YPOBHSA A/ BCErO
nopaep*kmsaemoro MporpammHoro obecnedveHmns PLM, Bxogawmx B coctaB noptdens (Teamcenter, NX, Tecnomatix, Polarion, Camstar,
Simatic IT, MoM R&D Suite, Preactor cuntatoTcs Kaxaplit 0TAeNbHbIM NopThenem).

Ycnyru noaaepkku bpoH30Boro ypoBHa. Moaaep:kka BpoH30BOro ypoBHA (Tak:ke uMeHyemas «CTaH4apTHan NoAAeprKKa») npeanaraet
cnefyrowme npenmyLLecTea:

(a) O6cnykmBanue (Nnoaaeprkka) yepes MHTEPHET. 3aKa3uMKM, KOTOPbIE MO/b3YIOTCA NOAAEPKKON BPOH30BOr0 YpPOBHA, MOTYT
€034aBaTb, yNpaBAaTb U NpocmaTpmeaTtb OTYeTbl N0 MHLUMAEHTaM Yepe3 MHTepHeT.JoCTyn K Be6-CaiTy TeXHUYECKON NoaLaepiKKM
Siemens, BK/oyasa 6a3y 3HaHWI no MporpammHomy obecneyeHuto Siemens U MecToHaxoXKaeHue LleHTpoB TexHMYecKom
noaAepKKu Siemens, npegocTtasnnetca 24 yaca B CyTKM, 7 AHelt B Hegento («24/7»).

(b) TexHwuueckas noafep:kka. 3aKasumKM, KOTOPblE NOb3YIOTCA NOAAEPHKON BPOH30BOro ypOBHA, MOTyT 06palLaThca B 6aMxanwnia
LleHTp TexHUYecKoin nogaepKu Siemens B COOTBETCTBYHOLLEM MeCTONONOXKEHUN UM Ha COOTBETCTBYIOLEN Tepputopun B
TeyeHue cTaHAapTHoro paboyero BpemeHu LieHTpa. 3aKasumKk fomkeH npesoctasnts B CUCB AocTaTouHbI 06bem MHPopmaumnm o
npeanonaraemont OWwmnbKe, a TaKKe 06 yCnoBUAX, B KOTOPbIX OHA BO3HWUKAA, Y4TOBbI cOTpyAHUKM CMCB moriv BocnpounsBecTu aTy
npobnemy B cuctemax CUCB.TexHUUecKan noaaepiKka NpesocTaBaAETCA Ha aHIIUACKOM A3bIKe; pelleHne 0 NpeoCcTaBaeHUN
nopaepKkn Ha apyrnx A3bikaxCUCB NpuHMMaET NCKNKOUNTENBHO NO CBOEMY YCMOTPEHMUIO.

(c)  KoHTaKTHOE AWLI0 NOTEXHUYECKMM BOMPOCam.3aKa3uMK LONKEH HAa3HAYUTb MUHUMYM ABYX (2) COTPYAHMKOB 3aKa3uMKa B KayecTse
KOHTaKTHbIX UL, MO TEXHUYECKMM BONPOCaM, KOTOpble NpoLwan TpeHnHr 8 CUCB B OTHOLIEHUM COOTBETCTBYOLWero MporpaMmHoOro
obecneyermsa CUCB. 3TM Ha3HaYeHHbIe KOHTAKTHbIE INLLA MO TEXHUYECKMM Bonpocam ByayT ABAATLCA OCHOBHbLIMW KOHTAKTHbIMM
NMuamMmM Ha obbeKTax 3akasumka noO6cnykMBaHuMIO (TexHUYecKor noaaep:KKe).OfHO M3 Ha3HAYEHHbIX KOHTAKTHbIX UL, 3aKa3unKa
Mo TEXHUYECKMM BOMNPOCaM AO/IXKEH NPUBIEKaTbCA KaxKabll pas, korga CUCB ocywectenset O6cny:KueaHue. HasHaueHHble
KOHTaKTHbIE INLLA MO TEXHUYECKMM BOMPOCaM MOTYyT MEHATLCA Mocae NMcbMeHHoro yeegomaernusa CUCB.

(d) Joctyn v aaHHble.CUCB moeT npegoctasnatb O6cnyRmnsaHme (TexHMYECKy NoaLepKKy) nocpeacTsom 6esonacHoro
YOANEeHHOTO MOAKNOYEHMs, C MOMOLLbIO KOTOPOFO OCYLLECTBAAETCA AOCTYN K KOMNbloTepam 3aKasumKa, Ha KoTopbix paboTaeT
MporpammHoe obecneyeHne CUCB. MpoToKobI OCTYNa U NAapoau ONpeaenstoTca HasHaYeHHbIMU KOHTAaKTHbIMU ULAMM MO
TEXHWYECKMM BOMPOCAM KaXKA0oM CTOPOHbI. 3aKa3umnK AOMKEH NPeaoCTaBaATb KOMMM CBOMUX AaHHbIX, KOTOpble 060CHOBaHHO
HeobxoauMmbl ana npegoctaneHma O6cnyuBaHuA (TeXHUYECKON NOAAEPIKKM).

Mopaep:kka CepebpAaHOro ypoBHa. [1na onpeaeneHHbix MporpaMmHbIx NpogykToB PLM aoctynHa noaaeprkka CepebpsaHoro yposHs.
3aKa3umKK, KOTopble NONL3YHOTCA NOALEPHKKON CepebpAHOro ypoBHSA, MONYyYatOT BCE MPEMMYLLECTBA NOAAEPKKN BpOH30BOro ypoBHS, a
TaK¥Ke pAg AOMNONHUTENbHBIX NPEeUMYLLECTB:

(a) O6cnykmBanue (TexHuyeckan noaaepkka) NPy BOSHUKHOBEHWUU UHUMAEHTOB C KOUTUYECKMM NPUOPUTETOM. TexHMYecKan
NoAAEPKKA NPY BOSHUKHOBEHUWN MHUMAEHTOB C KpUTUYECKMM NPUOPUTETOM A0CTYNHA 24 Yaca B CYTKK, 5 AHel B Hegento.
[nob6anbHble LEHTPbI NOAAEPKKM MOTYT NPeAOCTaBNATb HENPEPbLIBHYO TeXHUYECKYo noaaepKKy. Ecim OT4eTbl No MHUMAEHTaM
coaep)KaT CeKpeTHble JaHHble UM JaHHble, NoA/1eXKalle SKCMOPTHOMY KOHTPOJIKO, MO TaKMM OT4eTaM HenpepbiBHaA TexHuyecKan
NnoAAeprKKa B Hepaboune Yacbl N0 MECTHOMY BPEMEHWN MOXKET He NPefoCTaBAATLCA. 3aKa3umKy cneayeT obpawaTtbea B LieHTp
TEXHUYECKON NoafepKKM Siemens Hanpamyto, B Te4eHMe CTaHZapTHOro paboyero BpemeHu. KoHTakTHas nHGopmauma ans
ob6palLeHnli NpM BO3HUKHOBEHUM MHUMAEHTOB ¢ KpuTuyecknm npuoputetom B Hepabouee Bpema byaet onybankoBaHa Ha Beb-
CTPaHULE TEXHUYECKOWN NoAAEPIKKM 3aKa3umKa. B oTHoweHMM MporpammHbix NpoaykToB PLM, onpeseneHHbIX B LOKYMeHTe
http://www.siemens.com/sw-terms/Exclusion-productID-list, TexHuueckasa noaaepskka 6yaet npeaocTaBaAATLCA TONbKO B
CTaHZapTHOe paboyee Bpems, HE3aBUCUMO OT YPOBHA NpuopuTeta OTYeTa NO UHUMAEHTY.
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(b)  Joctyn u ucnonb3osaHue cpeapl Siemens Standard Support Cloud. 3aka3unk MMeeT NPaBo Ha JOCTYN U UCNONb30BaHNE PEeCYpPCcoB
Siemens Standard Support Cloud — no 3anpocy 1 Npu yCN0BMM KOHCY/ILTUPOBaHUA cneumannctom SISW. XapakTepucTukm un
ocobeHHocTH cpeabl Support Cloud noapobHO NpeacTaBneHbl Ha CTPaHWLLE TEXHUYECKOM Noaaep KKK 3aKa3umKa. B aToi cpege
3aKa3uMK MOMKET TeCTUPOBATb HOBble GYHKL MM, UCNONb3YA CTaHAAPTHbIE Bepcuun MporpammHoro obecneyeHus, Man ocBamMBaThb
HaBbIKM NOWMCKA W YCTPaHEHMA HENONAZOK. ITy Cpeay HeNb3n UCNONb30BaTb B NPOM3BOACTBEHHOM MaclTabe, U OHa He
noAAepKMBaeT IKCNOPT AaHHbIX. Bonee cnoxHble obnayHble cpesbl MOFYT NPeAOCTaBAATLCA B pamKax MpodeccnoHanbHbIX yeayr
Siemens.

2.3 NoapepixKa 30n0TOro ypoBHA. [Jna onpegeneHHbix MNporpammHbix npoayktos PLM goctynHa noaaeprkka 3onotoro yposHs. [ogaepka
30/10TOro YPOBHSA. 3aKa3uMKM NOYYatoT BCe NPenMMyLLLecTBa nogaepKku bpoHsosoro n CepebpaHOro ypoBHA, a TakKe pag
LOMONHUTENbHBIX MPENMYLLECTB:

(@) O6cnykmBaHve (NnoaaepyKa) NP BOSHUKHOBEHUU UHUMAEHTOB C KOUTUYECKMM NPUOPUTETOM. NoaaepKKa NPU MHUMAEHTAX C
Kputuueckum npuoputetom JocTynHa 24 yaca B CyTKM, 7 AHeN B Heaento. [nobanbHble LEeHTPbl NOAAEPHKKU MOTYT NPeaoCcTaBAATb
HenpepbIBHYIO Nogaep»Ky. Ecnv OTYeTbl No MHUMAEHTAM COAEPKAT CEKPETHbIE AaHHbIEe UK AaHHbIE, NoA/eXallMe SKCNOPTHOMY
KOHTPO/I0, N0 TAaKMM OTYETaM HeNnpepbiBHAA NoaaepKKa B Hepaboure Yacbl N0 MECTHOMY BPEMEHU MOXKET He NPeaoCTaBAATLCA.
3aka3umky cnegyeT obpawaTtbea B LIeHTp TexHMYecKoM nogaeprKku Siemens Hanpsamyto, B Te4eHWe CTaHAapTHoro paboyero
BpemeHun.KoHTaKTHaA MHPopmauma ans obpaLLeHnt Npyu BOSHUKHOBEHUN MHUMAEHTOB C KpUTUUECKMM NPUOPUTETOM B
Hepabouee Bpems byaeT onybnKoBaHa Ha BEG-CTPaHULLE TEXHUYECKOM NOALEPHKKM 3aKa3umMKa. B oTHoweHWUn NporpammHbix
npoayKkTos PLM, onpeaeneHHbIX B AOKyMeHTe http://www.siemens.com/sw-terms/Exclusion-productID-list, noaaepska 6yaert
NpeAoCTaBAATbCA TO/IbKO B CTaHAAPTHOE paboyee Bpems, HE3aBUCMMO OT YPOBHSA npuoputeta OTYETa N0 UHLMAEHTY.

(b) Noapep»ka npu BBOAE B IKCMAYaTaUMIO. MOALEPKKA B BbIXOAHbIE M MPA3LHUYHbIE AHM NPU HAIMYUN UHLMAEHTOB C
KpuTnuecknm, Boicokum, CpegHnm/OBLwmMm NpMopuTeTOM paspeLleHa B CyyYae BHELPEHUA B MPOU3BOACTBO MW CPOYHOM
MOZEPHM3ALMM U MOKET NPeAOCTaBNATLCA TOIbKO ABa (2) pasa B rof B Kaxaom MecTononoxeHuu, ecam cobaogatorcs
cneayloume ycaosus:

i 3anpoc npeaocTaBnAeTcA B NMCbMEHHOM popme M KaK MUHUMYM 3a [iBe Hedenu.

ii. 3anpoc BK/OYAET TEXHUYECKME AaHHbIE, UMEIOLME OTHOLWEHME K NIaHMPYEMbIM NPOLEeLyPam, Hanpumep, NaaH NPOoeKTa,
CPOKM, KOHTAKTHbIE INLA M3 YNCA COTPYLAHWMKOB, PabOoTaloLWMX Hag NPOEKTOM, U T. 4.

iii.  3akasuuk rapaHTupyeT, yto CUCB byneT 3apaHee npefoCTaBAeH yaaNeHHbIN A0CTyN K cucTemam 3aKasumKa.
3. NPUOPUTET U NEPEAAYA ANA NOCNEAYIOWEro PACCMOTPEHUA

CUCB byzeT NpuHUMATL BCe KOMMepYecKku 060CHOBaHHbIE Mepbl N0 CBOEBPEMEHHOMY NpeaocTaBneHuto yenyr ObcnyKmBaHma
(noppep:kKKn) No NpUHUMNY NPOCTOMN ovyepesHOCTU.OTYETHI MO MHLMAEHTAM NepeaatoTca AN NoCAeayoWwero pacCMoTpeHua
cooTBeTcTBYOWMUM cneumanmctam CUCB ¢ y4eTomM CPOYHOCTU U CNOXKHOCTU MHUMAEHTOB. 3aKa3umK AOIKEH KNacCUPULMPOBATb KarK bl
OT4YeT No MHUMAEHTY B COOTBETCTBUM C NPUBEAEHHLIMWN HUMXKE Knaccamu npuoputeTta. He KnaccupuumpoBaHHbie OTYETbI MO MHUMAEHTAM
6yAyT aBTOMATUYECKMN OTHECEHbI K Knaccy «06wwmii». OKoHYaTeNbHYIO KnaccudurKaumio no npuoputetam sbinonHaet CUCB. Knaccbl

npuopuTeTa:

MonHbIN cboi NMporpammHoro obecneveHns B NPOM3BOACTBEHHOM cpele 3aKa3umKa Uan cepbesHble nepebon B

T—" paboTte.HameueHHOE BpemsA OTKAMKA NPU MHUMAEHTaX Kputuueckoro npuoputeta — 2 Yyaca Npv Noaaepike
CepebpsAHOro ypoBHs (ToNbKO B paboune aHKU Hegenn) n 1 yac npu nogaep ke 30/10TOro ypoBHs (cemb AHeln B
Heaento).
ITOT KNacc NpMopuTeTa CieayeT NPMCBaMBaTh B CUTyaLMAX, KOT4a BO3HUK/IM cepbe3Hble Henonaaku B pabore,

R HO MPOU3BOACTBEHHAA CUCTEMA 3aKa3umMKa HaxoamTca B paboyem CoCTOAHUMN 1 paboTa MOKeT bbiTb
npoao/keHa. HameueHHoe BpeMs OTK/IMKa NpU MHUMAEHTax BbiICOKOro npmoputeTa coctasnseT 8 paboumx
Yacos npv nogaep:kke CepebpsaHOro 1 30/10TOro YPOBHS.

CpepHuit/ BO3HUKAM Henonaaku B paboTte, HO paboTa MOMKET BbITb MPOAO/IKEHA, UM HEMPABU/IbHO BbIMOJHAETCA

06wmii GYHKLUMA, HEe ABNAIOLLAACA KPUTUYECKM BaXKHOM A1 KOMMNaHUK.

HusKkui 3anpoc Ha 0b6cnyXuBaHWe UK nosyveHne MHGOPMauMmM; BO3SHUKHOBEHME Mal03HAYMTEIbHOW Npo6aembl.
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