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'8(/( ,9$%1%$-" ((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( ''> 
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'8(''( %+"0$#&"%$13$#1# ((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '/= 

'=( *&31%$+"&2 %+" )&*%&*+2 ((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '/7 
'=('( @*,C+2 )5%"$%+2 #& %?$$ (((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '/< 
'=(/( 2&*4$%& #&2S D2$2)&;12 #& $"0+*;1%$-"E( 2&*4$%$+ /''/ ] '88' (((((((((((((((((((((((((((((((((((((((((((( '/< 
'=(8( +C&*1#+*&2 #& )&3&%+;,"$%1%$-" (((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '/> 
'=(=( 019*$%1")&2 #& 2+3,%$+"&2 )&%"+3-@$%12 (((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '/> 
'=(.( C*+4&&#+*&2 #& 2+3,%$+"&2 &" %3+,# ((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '/H 
'=(7( %+")*1)12 #& %193&1#+ (((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '8/ 

'.( C31G+2 ((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '88 
'.('( 012& #& )*1"2$%$-" ? )+;1 #& %+")*+3 ((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '8. 
'.(/( 012& #& &2)19$3$G1%$-" ((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '8< 
'.(8( 012& #& C3&"+ 2&*4$%$+ (((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '8< 
'.(=( 012& #& #&4+3,%$-" ((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '8< 

'7( @&2)$-" #&3 %+")*1)+ #& 2&*4$%$+ (((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '8H 
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'7('( @&2)$-" #& 2&*4$%$+2 (((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '8H 
'7(/( @&2)$-" #& 31 *&31%$-" ((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '=B 
'7(8( %+;$)5 #& #$*&%%$-" (((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '=B 
'7(=( %+;$)5 #& 2&@,$;$&")+ ? %+")*+3 ((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '=' 
'7(.( %+;$)52 +C&*1)$4+2 ((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '=' 
'7(7( %+;$)5 #& $"%$#&"%$12 ((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '=/ 
'7(<( @&2)$-" #&3 %+")*1)+ ((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '=/ 

'<( ;1)*$G #& *&F,&*$;$&")+2 ((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '== 
'>( 1"&6+2 (((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '=. 

'>('( 1VLlQ '( #INfRNMN ZL NRj^IKLYK^RN ZL ON *LZ ZL )LOLPQVcN (((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '=7 
'>(/( 1VLlQ /( 1Rj^IKLYK^RN IVKLfRNYIQVLJ )Q$C ((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '=< 
'>(8( 1VLlQ 8 9NJL ZL *LZ ZL )LOLPQVcN IVJKNONZN N /B/ ((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '=> 
'>(= 1VLlQ = #LKNOOL 1YKIbIZNZLJ ZL 2LRbIYIQ _ #QMIVIQJ ZL ON *LZ ((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '.8 
'>(. 1VLlQ .( 3IJKNZQ ZL ;^VIYI\IQJ YQV 2LZLJ %?$$ ((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '.H 
'>(7 1VLlQ 7( ;NKRIh ZL *Lj^IJIKQJ(((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '7> 
'>(< 1VLlQ < #LKNOOL SC$[ 1"2 ] %QLPIYILVKLJ ZL CLVNOIhNYI`V (((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((( '>H 
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1. INTRODUCCIÓN 

%NVNO ZL $JNaLO $$ DLV NZLONVKL %?$$E LJ ^VN LM\RLJN ZL KIK^ONRIZNZ \maOIYN ZLZIYNZN N ON fLJKI`V ZLO Nf^N LV ON 

%QM^VIZNZ 1^K`VQMN ZL ;NZRIZ( 3N NYKIbIZNZ ZLJNRRQOONZN \QR %?$$ LV LO YIYOQ IVKLfRNO ZLO Nf^N LV ON JL LVKILVZL 

YQMQ ^V JLRbIYIQ \maOIYQ LJKRNKefIYQ \NRN ON JQYILZNZ Y^]Q QakLKIbQ LJ NJLf^RNR j^L KQZQJ OQJ YI^ZNZNVQJ ] 

M^VIYI\IQJ ZL ON RLfI`V ZIJ\QVfNV ZL JLRbIYIQJ \maOIYQJ LJLVYINOLJ YQMQ OQ JQV LO NaNJKLYIMILVKQ ] LO JNVLNMILVKQ[ 

YQV OQJ MiJ LOLbNZQJ LJKiVZNRLJ KeYVIYQJ ] Q\LRNKIbQJ( 

&V J^ CONV &JKRNKefIYQ /B'>T/B8B ZL %?$$[ JL IVZIYN j^L “Además de ser un bien esencial, el agua en cantidad y 

calidad adecuadas es un elemento fundamental para el bienestar de los ciudadanos y el desarrollo económico 

de la región”( ? JL PQRM^ONV OcVLNJ LJKRNKefIYNJ QRILVKNZNJ No NJLf^RNR ON fNRNVKcN ZL J^MIVIJKRQ[ fNRNVKIhNR ON 

YNOIZNZ ZLO Nf^N ZL YQVJ^MQ ] PQRKNOLYLR ON YQVKIV^IZNZ ZL JLRbIYIQ( 

3NJ KLYVQOQfcNJ ZL ON IVPQRMNYI`V ] YQM^VIYNYI`V JQV LOLMLVKQJ YONbL \NRN ON fLJKI`V Q\LRNKIbN[ YQMLRYINO ] 

YQR\QRNKIbN ZL %?$$ ] \QR KNVKQ J^ Q\LRNYI`V ] MNVKLVIMILVKQ ZLaL JLR RIf^RQJQ ] JQJKLVIaOL \NRN NJLf^RNR 

YQVJLY^LVYIN ON LlYLOLVYIN ZLO JLRbIYIQ \RLJKNZQ \QR %?$$( 

3N ZLPIVIYI`V ] ZLJ\OILf^L ZL ^V ;QZLOQ ZL +A; \NRN NJLf^RNR ON YNOIZNZ ] YQVKIV^IZNZ ZLO 2LRbIYIQ ZL )LOLPQVcN 

] ONJ IVPRNLJKR^YK^RNJ KLYVQO`fIYNJ LV OQJ j^L JL JQ\QRKN[ ZLaL LVKLVZLRJL ZLJZL ON \LRJ\LYKIbN ZL j^L ONJ 

YQM^VIYNYIQVLJ ] ON KLYVQOQfcN JQV ^V IVJKR^MLVKQ NO JLRbIYIQ ZL LJKN MIJI`V LJLVYINO ZL %?$$( 
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2. FACTORES CLAVE DE ÉXITO

2L UNV IZLVKIPIYNZQ YQMQ PNYKQRLJ YRcKIYQJ ZLO elIKQ ZL LJKL 2LRbIYIQo 

� 2LOLYYIQVNR ^V G estor O&M YQV YN\NYIZNZ U^MNVN ] KeYVIYN J^PIYILVKL LV 2LRbIYIQJ +A; YQVKRNKQ( 

� &JKNaOLYLR ^V Lj^I\Q Y^NOIPIYNZQ J^PIYILVKL ] YQV ZLZIYNYI`V LlYO^JIbN \NRN fNRNVKIhNR LO YQVQYIMILVKQ ZL 

ON IVPRNLJKR^YK^RN ] JLRbIYIQJ ZL %?$$[ ] j^L \^LZN RLPQRhNRJL KLM\QRNOMLVKL YQV MiJ RLY^RJQJ j^L 

\^LZNV NJLf^RNR ON \RLJKNYI`V ZIOIfLVKL ZLO JLRbIYIQ( 

� #LPIVIR ^V MQZLOQ ZL RLONYI`V ] fLJKI`V NZLY^NZQ \NRN UNYLR PRLVKL NO JLRbIYIQ(  

� *LNOIhNR ^VN NZLY^NZN fLJKI`V ZLO YQVQYIMILVKQ[ MIVIMIhNVZQ LO KILM\Q ZL KRNVJIYI`V ] NJLf^RNVZQ ON 

YQRRLYKN fLJKI`V ZLO YQVQYIMILVKQ ZLVKRQ ZLO Lj^I\Q DLJKNaIOIZNZ ] PQRMNYI`VE( 

� XNYLR ^JQ ZL OQJ \RQYLZIMILVKQJ ] ULRRNMILVKNJ j^L %?$$ KILVL IM\ONVKNZQJ ] MLkQRNROQJ Q LVRIj^LYLROQJ 

YQV ONJ MLkQRNJ Q ULRRNMILVKNJ NZIYIQVNOLJ j^L \RQ\QVfN LO \RQbLLZQR( 

� F^L LO G estor O&M ZIJ\QVfN ZL \RQPLJIQVNOLJ Ll\LRKQJ LV ONJ ZIPLRLVKLJ KLYVQOQfcNJ[ j^L \LRMIKNV 

RLPQRhNR ] ZNR JQ\QRKL NO Lj^I\Q ZLZIYNZQ[ ZL PQRMN j^L \LRMIKN QaKLVLR JILM\RL ^VN RLJ\^LJKN Ri\IZN 

N \RQaOLMNJ YQM\OLkQJ ] \RQ\^LJKNJ ZL IVVQbNYI`V ] MLkQRN YQVKIV^N( 

� ;LZIR ] YQVKRQONR KQZQJ OQJ NJ\LYKQJ YRcKIYQJ ZL OQJ JIJKLMNJ ZL IVPQRMNYI`V ] ZLO JLRbIYIQ[ MLZINVKL LO 

^JQ ZL ONJ ULRRNMILVKNJ ZIJ\QVIaOLJ Q ON IM\OLMLVKNYI`V DZLVKRQ ZLO JLRbIYIQE ZL ONJ ULRRNMILVKNJ 

VLYLJNRINJ( &V \NRKIY^ONR ZLaLV JLR QakLKIbQJ YONbLJ YQVKRQONR ON ZIJ\QVIaIOIZNZ[ RLVZIMILVKQ[ YN\NYIZNZ ] 

JLf^RIZNZ ZL ON *LZ ZL )LOLPQVcN ZL %?$$( 

� +RILVKNR ON \RLJKNYI`V ZLO JLRbIYIQ YQVPQRML NO QakLKIbQ ZL JLR ̂ V LOLMLVKQ ZL bNOQR NpNZIZQ N ON LM\RLJN[ 

QPRLYILVZQ JQO^YIQVLJ N OQJ \RQaOLMNJ ZL VLfQYIQ ZL ON LM\RLJN[ ZLJZL ^VN fLJKI`V LPIYILVKL LV YQJKL[ 

\LRQ \RQNYKIbN LV ON amJj^LZN ZL JQO^YIQVLJ( 

� 0OLlIaIOIZNZ N ON UQRN ZL NZN\KNRJL N YNMaIQJ LV OQJ \RQYLJQJ +A; ZLRIbNZQJ ZL OQJ YNMaIQJ LV OQJ 

\RQYLJQJ LM\RLJNRINOLJ( 

� #LPIVIR OQJ \RQYLZIMILVKQJ ZL KRNaNkQ NZLY^NZQJ YQV LO RLJKQ ZL OQJ JLRbIYIQJ ZL %?$$ D#LJNRRQOOQ[ 

CRQ]LYKQJ[ 2Lf^RIZNZ[ )LOLYQM^VIYNYIQVLJ[ LKY(E( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

3. OBJETO DEL DOCUMENTO

&O QakLKQ ZL LJKL ZQY^MLVKQ LJo 

� 0QRM^ONR ON VLYLJIZNZ[ OQJ QakLKIbQJ ] LO MNRYQ fLVLRNO ZL ^V ;QZLOQ $VKLfRNO ZL +\LRNYI`V ] 

;NVKLVIMILVKQ D;QZLOQ +A;E ZL ON *LZ ] 2LRbIYIQ ZL )LOLPQVcN ZL %?$$( 

� &JKNaOLYLR LO NOYNVYL ZLO 2LRbIYIQ +A; j^L NJLf^RL ON YQVKIV^IZNZ[ ZIJ\QVIaIOIZNZ ] YNOIZNZ ZLO 2LRbIYIQ 

ZL )LOLPQVcN ZL %?$$( 

� #LPIVIR ONJ YN\NYIZNZLJ ] RLj^IJIKQJ j^L ZLaL KLVLR ON QRfNVIhNYI`V[ G estor O&M[ RLJ\QVJNaOL ZL ZLPIVIR 

L IM\ONVKNR LO ;QZLOQ +A; ] \RLJKNR LO 2LRbIYIQ +A; \NRN %?$$( 



8

SERVICIOS DE MANTENIMIENTO DEL SISTEMA DE TELEFONÍA FIJA DE CANAL DE ISABEL II

EXPEDIENTE N.º: 78/2022

C
a
n
a
l 
d
e
 I

s
a
b
e
l 
II

 S
.A

 i
n
s
c
ri
ta

 e
n
 e

l 
R

e
g
is

tr
o
 M

e
rc

a
n
ti
l d

e
 M

a
d
ri
d
 a

l 
T

o
m

o
 2

9
.7

3
3
, 
F

o
lio

 8
6
, 

S
e
c
c
ió

n
 8

, 
H

o
ja

 M
-5

3
4
9
2
9
 e

 I
n
s
c
ri
p
c
ió

n
 1

ª,
 N

IF
 A

8
6
4
8
8
0
8
7
, 

D
o
m

ic
ili

o
 S

o
c
ia

l: 
C

/ 
S

a
n
ta

 E
n
g
ra

ci
a
, 

1
2
5
, 

2
8
0
0
3
 M

a
d
ri
d
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4. DEFINICIONES 

Nom bre Definición 

%?$$ %NVNO ZL $JNaLO 2Lf^VZN @LJKI`V( 

2LRbIYIQ ZL )LOLPQVcN 
ZL %?$$ 

2LRbIYIQJ aiJIYQJ ] NbNVhNZQJ ZL YQM^VIYNYIQVLJ ZL bQh N ZIJ\QJIYI`V ZL OQJ 
\RQPLJIQVNOLJ[ LM\OLNZQJ ] YQONaQRNZQRLJ ZL %?$$ LV KQZNJ J^J JLZLJ YQR\QRNKIbNJ ] 
Q\LRNKIbNJ( 

*LZ Q 2IJKLMN ZL 
)LOLPQVcN ZL %?$$ 

2QO^YI`V )LYVQO`fIYN ZL LOLMLVKQJ XNRZqNRL DXrE ] 2QPKqNRL D2rE LV ONJ j^L JL 
JQ\QRKN LO 2LRbIYIQ ZL )LOLPQVcN( 

;QZLOQ +A; ZL 
*LPLRLVYIN 

%QVk^VKQ ZL \RQYLJQJ ] \RQYLZIMILVKQJ[ \LRJQVNJ[ ULRRNMILVKNJ ] MLZIQJ KeYVIYQJ ] 
MNKLRINOLJ VLYLJNRIQJ \NRN \RLJKNR ^V 2LRbIYIQ +A;[ \ONVKLNZQ \QR %?$$ LV LJKL Pliego 

de Prescripciones Técnicas YQMQ MQZLOQ ZL \NRKIZN( &O G estor O&M ZLaLRi NOIVLNR J^ 
MQZLOQ \RQ\IQ N OQ \ONVKLNZQ \QR %?$$ Q k^JKIPIYNR ONJ ZIPLRLVYINJ ] LO bNOQR j^L eJKNJ 
J^\QVLV \NRN LO MLkQR Y^M\OIMILVKQ ZLO JLRbIYIQ 

;QZLOQ +A; 
\RQ\^LJKQ \NRN LO 
%?$$ 

%QVk^VKQ ZL \RQYLJQJ ] \RQYLZIMILVKQJ[ \LRJQVNJ[ ULRRNMILVKNJ ] MLZIQJ KeYVIYQJ ] 
MNKLRINOLJ VLYLJNRIQJ \NRN \RLJKNR ^V 2LRbIYIQ +A;[ \ONVKLNZQ \QR LO G estor O&M

LVYNRfNZQ ZLO 2LRbIYIQ 

2LRbIYIQ +A; \NRN LO 
%?$$ 

&O YQVk^VKQ ZL NYKIbIZNZLJ j^L JL \RLJKNV \NRN LO JQ\QRKL[ Q\LRNYI`V[ MNVKLVIMILVKQ 
] LbQO^YI`V ZL ON *LZ ZL )LOLPQVcN JL LJKR^YK^RNV LV ^V %NKiOQfQ ZL 2LRbIYIQJ ] JL 
LkLY^KNV LV aNJL N 1Y^LRZQJ ZL "IbLO ZL 2LRbIYIQ D1"2E( 

G estor O&M +RfNVIhNYI`V LVYNRfNZN ZL ON IM\ONVKNYI`V ] Q\LRNYI`V ZLO ;QZLOQ +A; \NRN LO 
2Q\QRKL[ +\LRNYI`V[ ;NVKLVIMILVKQ ] &bQO^YI`V ZL ON *LZ ZL )LOLPQVcN ZL %?$$( 

%QVZIYIQVLJ )eYVIYNJ 
] +\LRNKIbNJ 

2QV LO YQVk^VKQ ZL QakLKIbQJ ] RLj^IJIKQJ j^L ZLPIVLV LO NOYNVYL ZLO 2LRbIYIQ +A; N 
\RLJKNR \QR LO G estor O&M ] ZLO ;QZLOQ +A; N IM\ONVKNR \NRN UNYLROQ( 

1"2 1Y^LRZQJ ZL "IbLO ZL 2LRbIYIQ Q 231 Ds2LRbIYL 3LbLO 1fRLLMLVKtE( 2L RLPILRL N OQJ 
YQM\RQMIJQJ NYQRZNZQJ YQV LO G estor O&M \NRN ON LkLY^YI`V ZL OQJ KRNaNkQJ( 

SC$ sSL] CLRPQRMNVYL $VZIYNKQRJt Q $VZIYNZQRLJ %ONbL ZL &PIYILVYIN( 2L RLPILRL NO YQVk^VKQ 
ZL MeKRIYNJ Q\LRNKIbNJ QakLKQ ZL JLf^IMILVKQ ] YQVKRQO \NRN NJLf^RNR j^L LO 2LRbIYIQ 
+A; JL \RLJKN LV ONJ YQVZIYIQVLJ RLj^LRIZNJ \QR %?$$ ] OQJ 1"2 YQM\RQMLKIZQJ( 

*%# *LZ %QR\QRNKIbN ZL #NKQJ( 2L RLPILRL N OQJ ZIJ\QJIKIbQJ XrW2r j^L YQVJKIK^]LV ON RLZ 
YQR\QRNKIbN ZL %?$$ \NRN YQM^VIYNYIQVLJ ZL ZNKQJ j^L ZN ON YQVLYKIbIZNZ LVKRL JLZLJ 
\NRN ON *LZ ZL )LOLPQVcN[ j^L YQM\NRKL YQV QKRNJ N\OIYNYIQVLJ ] JLRbIYIQJ )$ 
D)LYVQOQfcNJ ZL $VPQRMNYI`VE ZL %?$$ NkLVNJ N ON KLOLPQVcN( 

*LZ ZL #NKQJ "+ 
*%# 

2L RLPILRL N OQJ ZIJ\QJIKIbQJ XrW2r j^L YQVJKIK^]LV ^VN RLZ ZL YQM^VIYNYIQVLJ ZL 
ZNKQJ j^L ZN ON YQVLYKIbIZNZ LVKRL JLZLJ j^L VQ ZIJ\QVLV ZL *%#[ LJ\LYcPIYNMLVKL 
YQVJKR^IZN \NRN \RLJKNR LV LJKNJ JLZLJ LO 2LRbIYIQ ZL )LOLPQVcN[ 

)LOLPQVcN $C  
D)Q$C _ 4Q$CE 

2QO^YI`V KLYVQO`fIYN j^L UNYL \QJIaOL j^L ONJ YQM^VIYNYIQVLJ ZL bQh \^LZNV RLNOIhNRJL 
N KRNbeJ ZL $VKLRVLK( &JKQ JIfVIPIYN j^L JL LVbcN ON bQh LV PQRMN ZIfIKNO[ LV \Nj^LKLJ ZL 
ZNKQJ LV O^fNR ZL LVbINRON LV PQRMN NVNO`fIYN N KRNbeJ ZL YIRY^IKQJ ^KIOIhNaOLJ JQOQ \QR 
KLOLPQVcN YQVbLVYIQVNO( 

Pliego de 

Prescripciones 

Técnicas 

2L RLPILRL N LJKL ZQY^MLVKQ( &V eO JL ZLPIVLV ONJ YQVZIYIQVLJ KeYVIYNJ ] Q\LRNKIbNJ j^L 
ZLOIMIKNV LO ;QZLOQ +A; QakLKQ ZL ZLPIVIYI`V L IM\ONVKNYI`V[ LO \LRcMLKRQ ] ZLKNOOL 
ZL ON *LZ ZL KLOLPQVcN ZL %?$$ ] LO NOYNVYL ZLO 2LRbIYIQ +A; N \RLJKNR \QR LO G estor 

O&M( 
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Nom bre Definición 

Propuesta del 

Modelo O&M 

&J ON ZQY^MLVKNYI`V j^L ZLaL LONaQRNR LO G estor O&M ZLPIVILVZQ LO ;QZLOQ N 
ZLJ\OLfNR ] J^J YN\NYIZNZLJ \NRN RLNOIhNROQ ZL NY^LRZQ YQV OQ YQVKLVIZQ LV LJKL Pliego 

de Prescripciones Técnicas

1YKIbIZNZLJ ZL 
2LRbIYIQ 

#LVQMIVNYI`V fLVeRIYN \NRN RLPLRIRJL N NYYIQVLJ N fLJKIQVNR \QR LO G estor O&M

fLVLRNZNJ \QR ^J^NRIQJ[ \QR JIJKLMNJ ZL MQVIKQRIhNYI`V[ \QR KeYVIYQJ ZL %?$$ Q 
\RQbLLZQRLJ Q ZLRIbNZNJ ZL ON \RQ\IN NYKIbIZNZ ZLO 2LRbIYIQ +A;(  2L RLPILRL \QR KNVKQ 
No $VYIZLVYINJ[ CLKIYIQVLJ[ 2QOIYIK^ZLJ[ %NMaIQJ[ %QVJ^OKNJ[ CRQaOLMNJ( 

2,2? 2IJKLMN ,VIPIYNZQ ZL 2QOIYIK^ZLJ L $VYIZLVYINJ ZL 2IJKLMNJ ZL IVPQRMNYI`V JQaRL 
\ONKNPQRMN %1 2LRbIYL #LJn( XLRRNMILVKN ZL KIYnLKIVf ^VIPIYNZN \NRN JQO^YIQVLJ ZL 
KLYVQOQfcN ZL ON IVPQRMNYI`V ] YQM^VIYNYI`V 

;$)&3 0NaRIYNVKL ZL ON JQO^YI`V ZL )LOLPQVcN $C( 

;6 +"& CONKNPQRMN ZL KLOLPQVcN $C ZLO PNaRIYNVKL ;$)&3  

12)&*$2S CONKNPQRMN ZL )LOLPQVcN $C ^KIOIhNZN YQMQ JQO^YI`V YQM\OLMLVKNRIN N ON \ONKNPQRMN 
\RIVYI\NO aNJNZN LV ;6 +"&( &V LO \LRIQZQ \RLbIJKQ \NRN LO 2LRbIYIQ +A; JL \ONVKLN 
YQMQ ^VN JQO^YI`V ZL RLZ^VZNVYIN \NRN NOf^VNJ LlKLVJIQVLJ YONbL( 

0)& s0^OO )IML &j^IbNOLVKt( &J ^V IVZIYNZQR ZL NJIfVNYI`V ZL RLY^RJQJ N ^V \RQ]LYKQ( $VZIYN 
LO VmMLRQ Lj^IbNOLVKL ZL \LRJQVNJ KRNaNkNVZQ N KILM\Q YQM\OLKQ LV ^V \LRIQZQ ZL 
KILM\Q ZNZQ( 2L QaKILVL ZIbIZILVZQ ONJ kQRVNZNJ ZL KRNaNkQ ZL bNRIQJ LJ\LYINOIJKNJ N 
KILM\Q KQKNO Q N KILM\Q \NRYINO \QR ON YNVKIZNZ ZL kQRVNZNJ ZLO KILM\Q KQKNO ZLO 
\RQ]LYKQ  

$C2 1aRLbINYI`V RLPLRIZN \NRN NYKIbIZNZLJ ZL JLRbIYIQ ZL ONJ KI\QOQfcNJ $VYIZLVYIN[ CLKIYIQVLJ 
] 2QOIYIK^ZLJ 

%X@ 1aRLbINYI`V RLPLRIZN \NRN NYKIbIZNZLJ ZL JLRbIYIQ ZL KI\QOQfcN %NMaIQJ 

21C 1\OIYNYI`V LM\RLJNRINO ZL %?$$ ZQVZL JL fLJKIQVNV ONJ NOKNJ ZL LM\OLNZQJ LV %?$$ ] YQV 
ON j^L JL IVKLfRN ON N\OIYNYI`V ZL fLJKI`V ZL ^J^NRIQJ ZL ON *LZ ZL )LOLPQVcN 

)&3%+ 1\OIYNYI`V ZL %?$$ ZQVZL JL fLJKIQVNV OQJ ^J^NRIQJ ZL ON *LZ ZL )LOLPQVcN 

%#* 
D%NOO #LKNIO *LYQRZE 

%QVk^VKQ ZL ZNKQJ j^L YNRNYKLRIhNV YNZN ^VN ZL ONJ OONMNZNJ j^L JL fLJKIQVNV LV ONJ 
\ONKNPQRMNJ ZL KLOLPQVcN ] j^L JL LVbcNV N ON N\OIYNYI`V ZL fLJKI`V ZL KNRIPIYNYI`V \NRN 
LO YQVKRQO ] JLf^IMILVKQ ZL ON PNYK^RNYI`V ZL OQJ Q\LRNZQRLJ ZL KLOLYQM^VIYNYI`V \QR 
J^J JLRbIYIQJ 

29% 
D2LJJIQV 9QRZLR 
%QVKRQOOLRE 

&j^I\QJ PRQVKLRN j^L JL YQVLYKNV LV LO aQRZL ZL ON RLZ[ YQV ^VN IVKLRPNh ZL RLZ UNYIN 
ON *LZ CmaOIYN D"@"E ] QKRN UNYIN ON RLZ %?$$( &O 29% LJ JLMLkNVKL N ^V PIRLqNOO \NRN LO 
KRiPIYQ ZL bQh ] J^ P^VYI`V LJ fNRNVKIhNR j^L ONJ JLJIQVLJ j^L JL LJKNaOLYLV JQV OcYIKNJ[ 
ZLKLYKNVZQ ] aOQj^LNVZQ \QJIaOLJ NKNj^LJ L IVKR^JIQVLJ( +KRN P^VYI`V ZL JLf^RIZNZ 
IM\QRKNVKL DZL PQRMN JIMIONR N OQ j^L UNYL ^V PIRLqNOO \NRN OQJ JLRbIYIQJ ZL ZNKQJE LJ ON 
QY^OKNYI`V ZL OQJ JLRbIYIQJ ZL bQh ZL ON RLZ IVKLRVN UNYIN LO LlKLRIQR 

;IYRQJKRNKLf] XLRRNMILVKN \NRN ON QaKLVYI`V ZL Y^NZRQJ ZL MNVZQ L IVPQRMLJ ZL 9$ N \NRKIR ZL OQJ 
ZNKQJ ZL ON N\OIYNYI`V ZL KIYnLKIVf Q ZL QKRNJ P^LVKLJ ZL ZNKQJ( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

5. NECESIDAD Y OBJETIVOS ESTRATÉGICOS DE UN MODELO O&M 

5.1. NECESIDAD DE UN MODELO O&M INTEGRAL 

2L \RLYIJNV ^VNJ \RLJKNYIQVLJ KeYVIYNJ IVKLfRNZNJ LV LO JLRbIYIQ HBB aiJIYNJ ZLJYRIKNJ LV LJKL N\NRKNZQ[ VQ 

QaJKNVKL[ JL RLYQfLRiV LV ON QPLRKN KeYVIYN QKRNJ \RLJKNYIQVLJ j^L \^ZILRN \RLYIJNR LO %% \NRN J^ ^JQ P^K^RQ( 

3N RLOLbNVYIN j^L UNV KQMNZQ LV OQJ mOKIMQJ NpQJ ONJ KLYVQOQfcNJ ZL IVPQRMNYI`V ] YQM^VIYNYI`V LV ONJ 

Q\LRNYIQVLJ LM\RLJNRINOLJ ] ON LbQO^YI`V KLYVQO`fIYN DON KRNVJPQRMNYI`V ZIfIKNO UNYIN JQO^YIQVLJ ZL )LOLPQVcN $CE 

UNYIN ^VN YQMaIVNYI`V ZL LOLMLVKQJ UNRZqNRL ] JQPKqNRL \NRN QPRLYLR ^VN NM\OIN fNMN ZL JLRbIYIQJ ZL 

YQM^VIYNYI`V[ J^\QVL KNMaIeV ^V YNMaIQ LV LO MQZQ ZL RLNOIhNR LO MNVKLVIMILVKQ ZL OQJ Lj^I\NMILVKQJ(  

&V ON bIJI`V JQaRL ON fLJKI`V ZL ON KLYVQOQfcN j^L KILVL %?$$ JL \RQP^VZIhN LV LJKN KRNVJPQRMNYI`V ZLO YQVKLlKQ ZL 

VLfQYIQ UNYIN ^V MN]QR sNOIVLNMILVKQ LVKRL KLYVQOQfcNTVLfQYIQTQ\LRNYIQVLJt ] LV ON LbQO^YI`V ZIfIKNO ZL ONJ 

KLYVQOQfcNJ ] J^ fLJKI`V[ YQVJIZLRNVZQ necesaria tam bién una evolución en los trabajos de Operación y 

Mantenim iento (O&M) de la Red de Telefonía. 

&JKN LbQO^YI`V JL YQVYRLKN LV ON VLYLJIZNZ ZL YQVJQOIZNR ^V Modelo Integral de O&M YQMQ ^V YQVk^VKQ ZL 

\RQYLJQJ[ \LRJQVNJ[ ULRRNMILVKNJ KLYVQO`fIYNJ[ QRfNVIhNZQJ \NRN 1JLf^RNR ON YQVKIV^IZNZ[ ZIJ\QVIaIOIZNZ j^L LO 

2LRbIYIQ ZL )LOLPQVcN PRLVKL N ^VN bIJI`V MiJ RLNYKIbN j^L J`OQ \LRJIfN ON RLJQO^YI`V ZL IVYIZLVKLJ KeYVIYQJ LV OQJ 

ZIJ\QJIKIbQJ ZL ON RLZ JIV YQVJIZLRNR IM\NYKQJ KRNVJbLRJNOLJ LV ONJ Q\LRNYIQVLJ ] LO VLfQYIQ ZL %?$$( ? LJKL ;QZLOQ 

$VKLfRNO +A; LJ LO j^L LJ QakLKQ ZL LJKL Pliego de Prescripciones Técnicas.

5.2. OBJETIVOS DEL MODELO O&M A IMPLANTAR (VISIÓN ESTRATÉGICA) 

&O ;QZLOQ +A; N IM\ONVKNR JL YQVYIaL YQMQ ^V Modelo Operativo Integral ZL 2Q\QRKL N ,J^NRIQJ[ +\LRNYI`V[ 

;NVKLVIMILVKQ ] &bQO^YI`V ZL ON *LZ ZL )LOLPQVcN ZL %?$$[ cuyo objetivo prim ario es asegurar la prestación del 

Servicio de Telefonía[ J^ YNOIZNZ ] YQVKIV^IZNZ(  

2L \RLKLVZL ^V Modelo O&M orientado a Servicio( 

La visión que se tiene del Modelo O&M es una visión integral que persigue el m ejor funcionam iento de la 

tecnología de la red de telefonía y el m ejor alineam iento de ésta con las necesidades del negocio(  

&O ;QZLOQ +A; JL \ONVKLN ZLJNRRQOONVZQo 

� una gestión transversal atendiendo no sólo la tecnología de la Red de Telefonía de CYII sino tam bién la 

tecnología y los servicios relacionados VLYLJNRIQJ \NRN LO P^VYIQVNMILVKQ ZL ON NVKLRIQR[ JLN J^ fLJKI`V 
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RLNOIhNZN \QR ZL\NRKNMLVKQJ ZL %?$$ Q \QR KLRYLRQJ DQ\LRNZQRLJ ZL KLOLYQM^VIYNYI`V[ PNaRIYNVKLJ Q 

YQVKRNKNJE(  

� una visión 360 en la relación con todos los im plicados en el Servicio de Telefonía y la tecnología que lo 

soporta, KNVKQ OQJ ^J^NRIQJ ZL %?$$ DsYOILVKLJ IVKLRVQJtE[ YQMQ QKRQJ ZL\NRKNMLVKQJ ZL %?$$[ Q\LRNZQRLJ 

ZL KLOLYQM^VIYNYI`V[ PNaRIYNVKLJ ] YQVKRNKNJ( 

&O ;QZLOQ +A; N IM\ONVKNR[ \QR KNVKQo 

� Responde com o un “todo” sobre la calidad y continuidad del Servicio NVKL OQJ ^J^NRIQJ ] RLJ\QVJNaOLJ 

ZL VLfQYIQ ZL %?$$(  

� Supone una gestión proactiva de m onitorización del estado de la red, \NRN YQVPIRMNR J^ YQRRLYKQ 

P^VYIQVNMILVKQ ] LV J^ YNJQ NZLONVKNRJL N \QKLVYINOLJ IVYIZLVYIN ] \RQaOLMNJ( 

� Tiene una visión global de todas las tecnologías im plicadas \NRN UNYLR \QJIaOL LO 2LRbIYIQ ZL )LOLPQVcN ] 

ZL OQJ MLZIQJ KeYVIYQJ ] U^MNVQJ RLONYIQVNZQJ( 

� Actúa, es responsable directo, sobre las distintas plataform as tecnológicas HW/SW de la Red de 

Telefonía.

� Interactúa con terceros trasladando las incidencias, peticiones, cam bios que entienda necesario ser 

analizados y realizados, JQaRL QKRQJ LOLMLVKQJ KeYVIYQJ fQaLRVNZQJ \QR KNOLJ KLRYLRQJ[ Y^]Q 

P^VYIQVNMILVKQ IVYQRRLYKQ IM\OIYN \RQaOLMNJ \NRN ON KLOLPQVcN ZL %?$$( XNYL LO JLf^IMILVKQ ZL LJKNJ 

NYK^NYIQVLJ ZL KLRYLRQJ UNJKN j^L JL YQM\OLKNV( 

� Es responsable de la coordinación de las actividades necesarias hasta la consecución de objetivos[ ]N 

JLN ON RLJQO^YI`V ZL ^VN IVYIZLVYIN[ ON NYK^NOIhNYI`V ZL 2r ZL aNJL[ Q LO ZLJ\OILf^L ZL YIRY^IKQJ \NRN ON 

NM\OINYI`V ZL ON \ONVKN N V^LbNJ JLZLJ( 

� Es responsable de la coordinación de las actividades necesarias para dotar de nuevas facilidades de 

telefonía a los usuarios( &V LJKL JLVKIZQ LO ZLJ\OILf^L ZL OIYLVYINJ ] \^LJKN LV \RQZ^YYI`V ZL JLRbIYIQJ LV 

ON V^aL( 

5.3. RECURSOS DEL MODELO O&M 

3QJ RLY^RJQJ ZLO ;QZLOQ +A; JL ZLPIVLV YQMQ LO YQVk^VKQ ZL MLZIQJ QRfNVIhNKIbQJ[ KeYVIYQJ[ MNKLRINOLJ ] 

U^MNVQJ ZL OQJ j^L ZLaL ZQKNRJL LO G estor O&M \NRN \QZLR \RLJKNR LO 2LRbIYIQ +A; ZL NY^LRZQ YQV OQJ RLj^IJIKQJ 

] YQVZIYIQVLJ LJKNaOLYIZQJ \QR %?$$( 

ACUERDOS DE NIVEL DE SERVICIO

MODELO DE GOBIERNO Y CONTROL

CATÁLOGO DE SERVICIOS

Servicio O&M Recursos O&M

PROCESOS PERSONAS

ORGANIZACIÓN TECNOLOGIA

VISION ESTRATEGICA
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5.4. GESTOR DEL MODELO O&M 

2L LVKILVZL LO @LJKQR ZLO ;QZLOQ +A; YQMQ ON LVKIZNZ j^Lo 

� despliega la organización, procesos, capital hum ano, m edios técnicos y recursos m ateriales necesarios 

j^L YQVJKIK^]LV LO ;QZLOQ +A;(

� LJ responsable de la correcta prestación del Servicio O&M que asegura la excelencia del Servicio de 

Telefonía de CYII. 

.(.( ESQUEMA GENERAL DEL MODELO O&M A DESPLEGAR

&V ON PIf^RN ZL ON \ifIVN JIf^ILVKL JL \RLJLVKN LO ;NRYQ @LVLRNO ZLO ;QZLOQ +A; j^L JL \RLKLVZL JLN ZLJ\OLfNZQ 

\QR LO G estor O&M( 

2L ^KIOIhN ^V LJj^LMN ZLO KI\Q s;QZLOQ ZL "LfQYIQ %NVbNJt IVKLVYIQVNZNMLVKL YQV ON \RLKLVJI`V j^L PNYIOIKL 

YQM\RLVZLR ] KRNaNkNR YQV LO Modelo O&M YQV ^V \^VKQ ZL bIJKN IVKLfRNZQ j^L LVKILVZL LO 2LRbIYIQ ZL +A; 

YQMQ ^V KQZQ ] QRILVKNZQ N VLfQYIQ( 

#L LJKN PQRMN LO Modelo O&M que es objeto de im plantación por parte del G estor O &M [ JL LJKR^YK^RN NORLZLZQR 

ZL OQJ JIf^ILVKLJ iMaIKQJo 
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6. DIRECTRICES PARA LA DEFINICIÓN DEL MODELO O&M 

&O G estor O&M[ en la definición e im plantación de Modelo O&M j^L ZLJYRIaL LJKL Pliego de Prescripciones 

Técnicas[ debe contem plar KNVKQ LV KeRMIVQJ ZL NOYNVYL YQMQ ZL MLZIQJ KeYVIYQJ[ MNKLRINOLJ ] U^MNVQJ N 
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SERVICIOS DE MANTENIMIENTO DEL SISTEMA DE TELEFONÍA FIJA DE CANAL DE ISABEL II

EXPEDIENTE N.º: 78/2022
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

7. DESCRIPCIÓN DEL SERVICIO Y RED DE TELEFONÍA DE CYII 

7.1. SERVICIO DE TELEFONÍA CYII 

&O 2LRbIYIQ ZL )LOLPQVcN ZL %?$$ JL RLPILRL N ON \RLJKNYI`V ZL JLRbIYIQJ aiJIYQJ ] NbNVhNZQJ ZL YQM^VIYNYIQVLJ ZL 

bQh \NRN OQJ \RQPLJIQVNOLJ[ LM\OLNZQJ ] YQONaQRNZQRLJ[ ZL %?$$ LV KQZNJ J^J JLZLJ YQR\QRNKIbNJ ] Q\LRNKIbNJo 

� %N\NYIZNZ ZL \QZLR RLNOIhNR Q RLYIaIR OONMNZNJ LV OQJ ZIJKIVKQJ LJYLVNRIQJo +RIfLV %NVNO T #LJKIVQ %NVNO Q 

#LJKIVQ &lKLRVQ 0IkQW ;`bIO Q ] +RIfLV &lKLRVQ 0IkQW ;`bIO N #LJKIVQ %NVNO 

� @LJKI`V ZL OONMNZNJ ZL YQM^VIYNYIQVLJ ZL bQh LVKRNVKL N KRNbeJ ZL RLZLJ PIkNJ ] M`bIOLJ ZL Q\LRNZQRLJ 

ZL KLOLYQM^VIYNYI`V \NRN YQVLYKNR YQV \RQPLJIQVNOLJ ZL %?$$ ZIRLYKNMLVKL Q N KRNbeJ ZL Q\LRNZQRNJ ZL 

YLVKRNOIKN 

� @LJKI`V ZL OONMNZNJ ZL YQM^VIYNYIQVLJ ZL bQh IVKLRVNJ LVKRL \RQPLJIQVNOLJ ZL %?$$ 

� @LJKI`V ZL OONMNZNJ JNOILVKLJ ZLJZL LlKLVJIQVLJ ZL %?$$ 

� @LJKI`V ZL OONMNZNJ LVKRNVKLJ ] JNOILVKLJ LV ON V^aL[ ZLJZL ] UNYIN LlKLVJIQVLJ ZL %?$$ 

� 2LRbIYIQJ ZL bNOQR RLONYIQVNZQJo ZIJKRIa^YI`V N^KQMiKIYN ZL OONMNZNJ[ $4*[ JLRbIYIQJ N^KQMNKIhNZQJ[ 

JLRbIYIQJ ZL ZIRLYKQRIQ[ YQM^VIYNYIQVLJ ^VIPIYNZNJ ] ZL KRNaNkQ YQONaQRNKIbQ[ a^h`V ZL bQh DMLVJNkLRcN 

^VIPIYNZNE[ LKY( 

&JKL JLRbIYIQ JL JQ\QRKN NYK^NOMLVKL LV ̂ V YQVk^VKQ ZL LOLMLVKQJ ZL ZIJKIVKQJ PNaRIYNVKLJ ] aNJNZQJ LV KLYVQOQfcN 

$C( &JKL Lj^I\NMILVKQ OQ YQM\QVLV elem entos hardw are DJLRbIZQRLJ[ KLRMIVNOLJ KLOLP`VIYQJ[ MLZIN fNKLqN]J[ 

JqIKYULJ[ PIRLqNOO[ LKY(Eu ] elem entos softw are, aplicaciones y licenciasu NJc YQMQ redes de datos ] ONJ 

YQVPIf^RNYIQVLJ L IVKLRRLONYIQVLJ ZL OQJ Lj^I\QJ LVKRL Jc ] YQV QKRQJ LOLMLVKQJ YQV OQJ j^L IVKLRNYKmNV LV RLZLJ 

\RIbNZN ] \maOIYN( 

7.2. SISTEMA Y RED DE TELEFONÍA DE CYII 

&O 2IJKLMN ] ON *LZ ZL )LOLPQVcN ZL %?$$ JL YQVPIf^RNV ZLVKRQ ZL ^V YQVk^VKQ ZL IVPRNLJKR^YK^RNJ KeYVIYNJ j^L ZNV 

JQ\QRKL N J^ JLRbIYIQ( 5JKNJ JQVo 

� &j^I\NMILVKQ LJ\LYcPIYQ ZLO 2IJKLMN DPlataform as de Telefonía IPE 

� Red de Transporte[ RLJ\QVJNaIOIZNZ ZLO dRLN ZL )LOLYQM^VIYNYIQVLJ 

� Red Corporativa de Datos D*LZ *%#E RLJ\QVJNaIOIZNZ ZLO dRLN ZL )LYVQOQfcNJ ZL ON $VPQRMNYI`V ZL %?$$ 

� Red NO Corporativa de Datos (Red NO RCD)[ RLJ\QVJNaIOIZNZ ZLO dRLN ZL )LOLYQM^VIYNYIQVLJ ZL %?$$ 

&O Lj^I\NMILVKQ LJ ^V YQVk^VKQ ZL LOLMLVKQJ ZL ZIJKIVKQJ PNaRIYNVKLJ ] aNJNZQJ LV KLYVQOQfcN $C( 3N *LZ ZL 

KLOLPQVcN[ \QR ^V ONZQ[ OQJ LOLMLVKQJ UNRZqNRL DJLRbIZQRLJ[ KLRMIVNOLJ KLOLP`VIYQJ[ MLZIN fNKLqN]J[ JqIKYULJ[ 

PIRLqNOO[ 29%[ LKY(Eu \QR QKRQ[ OQJ LOLMLVKQJ JQPKqNRL[ N\OIYNYIQVLJ ] OIYLVYINJ ][ PIVNOMLVKL[ ONJ YQVPIf^RNYIQVLJ L 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

IVKLRRLONYIQVLJ ZL OQJ Lj^I\QJ LVKRL Jc ] YQV QKRQJ LOLMLVKQJ YQV OQJ j^L IVKLRNYKmNV LV ON RLZ KLOLP`VIYN D\RIbNZN 

] \maOIYNE ] LO Lj^I\NMILVKQ RLZ ON RLZ ZL ZNKQJ j^L JQ\QRKN J^J \RQYLJQJ(  

7.3. DOMINIOS DE LA RED DE TELEFONÍA 

2L IZLVKIPIYNV ZIPLRLVKLJ LJ\NYIQJ ZL NYK^NYI`V LV ON \RLJKNYI`V ZLO 2LRbIYIQ +A;[ ZLVQMIVNZQJ YQMQ #QMIVIQJ 

ZL *LZ[ LV OQJ j^L ZL MNVLRN YQVYL\K^NO JL QRfNVIhNV LO YQVk^VKQ ZL ZIJ\QJIKIbQJ XrW2rW%+;,"$%1%$+"&2 

j^L YQVPQRMNV ON *LZ ZL )LOLPQVcN( 

1 YQVKIV^NYI`V[ JL IVYO^]L ^V MN\N YQVYL\K^NO ZQVZL JL \^LZLV bIJ^NOIhNR OQJ #QMIVIQJ YQVJIZLRNZQJ[ ZL OQJ j^L 

JL IVZIYN ^VN aRLbL ZLJYRI\YI`V LV ON KNaON JIf^ILVKLo 

Dom inio de Red Descripción 

C^LJKQJ ZL ^J^NRIQ 2L RLPILRL NO YQVk^VKQ ZL ZIJ\QJIKIbQJ ZL ^J^NRIQ[ KLRMIVNOLJ D$C[ #IfIKNOLJ 
] 1VNO`fIYQJE[ 2QPK\UQVL ] 4IZLQKLOePQVQJ( 
$VYO^]L KNMaIeV ONJ JQO^YIQVLJ VLYLJNRINJ \NRN \^LJKQJ ZL ^J^NRIQ LV 
KLOLKRNaNkQ( 

1\OIYNYIQVLJ ZL fLJKI`V 
RLONYIQVNZNJ ] JQO^YIQVLJ ZL 
IVKLfRNYI`V 

%QVk^VKQ ZL N\OIYNYIQVLJ ZL fLJKI`V RLONYIQVNZNJ YQV ON *LZ ZL 
)LOLPQVcN D21C[ )&3%+[ )1*$0$%1#+*[ 1^KQMNKIJMQJ \RQ\IQJ[ @*101"1[ 
+*4$)1[@&2)+$CE YQV ONJ j^L JL KILVL j^L YQVYIOINR IVPQRMNYI`V YQV 
JQPKqNRL ZL fLJKI`V ZL \ONKNPQRMNJ ZL KLOLPQVcN ZL PQRMN MNV^NO Q YQV 
JQO^YIQVLJ ZL IVKLfRNYI`V DCNJNRLON ZL IVKLfRNYI`V ;$)&3 _ )&3%+[ 
;QVIKQRIhNYI`V 2";C YQV GLVQJJ[ "1@$+2[ %1%)$[ 12)&*$2ST)&3%+T
@&2)+$CT+*4$)1E 

2LRbIYIQJ ZL bNOQR ZL \ONKNPQRMNJ 
ZL KLOLPQVcN 

%QVk^VKQ ZL N\OIYNYIQVLJ ZL ONJ \ONKNPQRMNJ ZL KLOLPQVcN LV ONJ j^L JL 
JQ\QRKNV JLRbIYIQJ ZL bNOQR aiJIYQJ ] NbNVhNZQJ 

%QVM^KNYI`V #QMIVIQ s%QRLt ZL ON )LOLPQVcN[ IVYO^]LVZQ $C ] LV ON V^aL D;6+"&[ [ 
12)&*$2S ] )&1;2 CX+"&E 

&VR^KNMILVKQ ZL OONMNZNJ #IJ\QJIKIbQJ ] JQO^YIQVLJ j^L JL LVYNRfNV ZL P^VYIQVLJ ZL 
LVYNMIVNMILVKQ ZL OONMNZNJ YQMQ $4*J 

+\LRNZQRLJ ZL KLOLYQM^VIYNYI`V 2QO^YIQVLJ[ ZIJ\QJIKIbQJ ] JLRbIYIQJ \RQ\QRYIQVNZQJ \QR Q\LRNZQRLJ ZL 
KLOLYQM^VIYNYI`V \NRN LO NYYLJQ N ONJ RLZLJ \maOIYNJ ZL bQh[ ZNKQJ L 
$VKLRVLK(  

*LZ ZL )RNVJ\QRKL ;C32 D%?$$E &OLMLVKQJ ZL *LZ \NRN ON YQVLYKIbIZNZ ZL iRLN LlKLVZIZN LVKRL ONJ 
ZIJKIVKNJ JLZLJ ZL %?$$( *LZ ;C32 ] JQaRL ZIJKIVKNJ KLYVQOQfcNJ ZL 
YIRY^IKQJ DPIaRN[ RNZIQLVONYLJ[ YNaOLE( &JKQJ LOLMLVKQJ OQJ fLJKIQVN ] 
Q\LRN ^V ZL\NRKNMLVKQ ZL %?$$ ZLaILVZQ LO G estor O&M LJKNR 
YQQRZIVNZQ \NRN fLJKI`V ZL IVYIZLVYINJ[ \LKIYIQVLJ ] YNMaIQJ j^L 
ZL\LVZNV Q JL KLVfNV j^L UNYLR LV ON *LZ ZL )RNVJ\QRKL 

*LZLJ ZL ZNKQJ *%# &OLMLVKQJ ZL *LZ \NRN ON YQVLYKIbIZNZ ZL iRLN OQYNO \LRKLVLYILVKLJ N ON 
*LZ ZL #NKQJ ZL %?$$( %QMQ LV LO YNJQ ZL ON *LZ ZL )RNVJ\QRKL[ LJ 
LOLMLVKQJ OQJ fLJKIQVN ] Q\LRN ^V ZL\NRKNMLVKQ ZL %?$$ ZLaILVZQ LO 
G estor O&M LJKNR YQQRZIVNZQ \NRN fLJKI`V ZL IVYIZLVYINJ[ \LKIYIQVLJ ] 
YNMaIQJ j^L ZL\LVZNV Q JL KLVfNV j^L UNYLR LV ON *LZ ZL )RNVJ\QRKL 

*LZLJ ZL ZNKQJ "+ *%# &OLMLVKQJ ZL *LZ \NRN ON YQVLYKIbIZNZ ZL iRLN OQYNO j^L VQ \LRKLVLYLV 
N ON *LZ ZL #NKQJ ZL %?$$( 2QV ZIJ\QJIKIbQJ ZLJ\OLfNZQJ ] Q\LRNZQRLJ \QR 
LO ZL\NRKNMLVKQ ZL KLOLPQVcN ZL %?$$ ZLaILVZQ LO G estor O&M

fLJKIQVNROQJ ZIRLYKNMLVKL 
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Dom inio de Red Descripción 

$VPRNLJKR^YK^RN XrW2r %QVk^VKQ ZL LOLMLVKQJ XrW2r[ YNaOLNZQ ] LVLRfcN LM\OLNZQJ LV LO 
iMaIKQ ZL ON RLZ ZL KLOLPQVcN DJLRbIZQRLJ[ ;LZIN @NKLqN]J[ 29%[ aNJLJ 
ZL ZNKQJ[ YNaOLNZQ[ \^VKQJ ZL RLZ[ N\OIYNYIQVLJ[ N^KQMNKIJMQJ[ LKY(E 

$VPRNLJKR^YK^RN ZL JLf^RIZNZ &OLMLVKQJ XrW2r \NRN ON JLf^RIZNZ ZL ON RLZ ] J^J ZIJ\QJIKIbQJ( 
%QVLYKIbIZNZ ^KIOIhNVZQ N^KLVKIYNYI`V YQV OQJ JLRbIZQRLJ( 

XLRRNMILVKNJ ZL )IYnLKIVf D%1,E XLRRNMILVKN ZL %?$$ D2,2?E \NRN LO RLfIJKRQJ[ NJIfVNYI`V ] JLf^IMILVKQ 
UNJKN RLJQO^YI`V ZL IVYIZLVYINJ[ \LKIYIQVLJ ] JQOIYIK^ZLJ RLONYIQVNZNJ 
YQV KLOLPQVcN 

XLRRNMILVKNJ ZL +\LRNYI`V ] 
@LJKI`V ZL \ONKNPQRMNJ 

XLRRNMILVKNJ ZL 2r ZL OQJ ZIJKIVKQJ PNaRIYNVKLJ ZL Lj^I\QJ ZL ON RLZ[ 
YQV ONJ j^L LO G estor O&M ZLaLRi KRNaNkNR 

XLRRNMILVKNJ ZL ;QVIKQRIhNYI`V XLRRNMILVKNJ \NRN J^\LRbIJI`V ZL LOLMLVKQJ ZL RLZ ] fLVLRNYI`V ZL 
NONRMNJ JI N\OIYN JQaRL LO LJKNZQ ZL ON RLZ 

XLRRNMILVKNJ ZL IVPQRMLJ ] 
Y^NZRQJ ZL MNVZQ 

XLRRNMILVKNJ \NRN ON QaKLVYI`V ZL Y^NZRQJ ZL MNVZQ L IVPQRMLJ ZL 9$ N 
\NRKIR ZL OQJ ZNKQJ ZL ON N\OIYNYI`V ZL KIYnLKIVf Q ZL QKRNJ P^LVKLJ ZL 
ZNKQJ( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

7.4. ARQUITECTURA DE LA RED DE TELEFONÍA 

&V LO Anexo 1 ZL LJKL Pliego de Prescripciones Técnicas[ JL IVYO^]L ^V LJj^LMN KeYVIYQ ZL ON 1Rj^IKLYK^RN fOQaNO 

ZL ON *LZ ZL )LOLPQVcN ZL %?$$(  

7.5. CENTROS DE PROCESO DE DATOS 

3QJ JIJKLMNJ ZL IVPQRMNYI`V YQR\QRNKIbQJ j^L ZNV JLRbIYIQ N ON NYKIbIZNZ ZINRIN ZL ON QRfNVIhNYI`V JL LVY^LVKRNV 

LV ZQJ %LVKRQJ ZL CRQYLJQ ZL #NKQJ JIK^NZQJ LVo 

� %LVKRQ CRIVYI\NOo %v 2NVKN &VfRNYIN '/. _ &ZIPIYIQ = _ ;NZRIZ 

� %LVKRQ 2LY^VZNRIQo &)1C ;NkNZNUQVZN _ &ZIPIYIQ &J\LkQ  

1MaQJ %C# LJKiV YQVLYKNZQJ N VIbLO / N KRNbeJ ZL RLZ ;C32 \RQ\IN ZL %?$$[ YQV LVONYLJ RLZ^VZNZQJ( &V OQJ %C#J 

ZL %?$$ JL LVY^LVKRNV OQJ Lj^I\QJ ZL YQM^VIYNYIQVLJ ZL MN]QR YN\NYIZNZ ] Nj^LOOQJ YQV P^VYIQVLJ ZL JLf^RIZNZ(  

&V LJKQJ %C# JL LVY^LVKRNV KNMaIeV LOLMLVKQJ YONbLJ ZL ON *LZ ZL )LOLPQVcN[ KNVKQ ONJ CONKNPQRMNJ ZL )LOLPQVcN 

YQMQ ONJ *LZLJ %QR\QRNKIbNJ ZL #NKQJ(  

&V OQ j^L JL RLPILRL N Lj^I\QJ ^aIYNZQJ LV %C#[ OQJ LOLMLVKQJ ZL ONJ \ONKNPQRMNJ ZL KLOLPQVcN ] RLZLJ ZL ZNKQJ[ JL 

YQVJIZLRNV LOLMLVKQJ YRcKIYQJ ZL ON IVPRNLJKR^YK^RN \QR OQ j^L KILVL JQ\QRKL /=l< \NRN MQVIKQRIhNYI`V fLJKI`V ZL 

IVYIZLVYINJ( 

7.6. SERVIDORES DE APLICACIONES. VIRTUALIZACIÓN 

%?$$ UN LbQO^YIQVNZQ J^ IVPRNLJKR^YK^RN ZL JLRbIZQRLJ UNYIN ON bIRK^NOIhNYI`V( &V ON NYK^NOIZNZ LO cVZIYL ZL 

bIRK^NOIhNYI`V J^\LRN LO H.w( Se dispone de la plataform a virtualizada VMw are( 3QJ JLRbIZQRLJ &26I JL ZIbIZLV LV 

LVKQRVQJ ZL ZLJNRRQOOQ[ IVKLfRNYI`V ] \RQZ^YYI`V( 

#LJZL LO dRLN ZL $VPRNLJKR^YK^RN $VPQRMiKIYN ZL %?$$ JL QPRLYLV JLRbIYIQJ ZL NOQkNMILVKQ N Mij^IVNJ bIRK^NOLJ ZL 

QKRQJ JLRbIYIQJo \QR OQ j^L RLJ\LYKN NO 2IJKLMN ZL )LOLPQVcN[ KQZQJ OQJ JLRbIZQRLJ ZL N\OIYNYIQVLJ ;$)&3 ] 12)&*$2S 

LJKiV bIRK^NOIhNZQJ LV LJKN IVPRNLJKR^YK^RN( 

3QJ JIJKLMNJ Q\LRNKIbQJ j^L YQRRLV LV OQJ JLRbIZQRLJ ZL KLOLPQVcN ;$)&3 ] 12)&*$2S JQV 3IV^l ] rIVZQqJ LV ONJ 

bLRJIQVLJ N\RQaNZNJ \NRN YNZN \RQZ^YKQ( 

3QJ XQJK &26J ZL \RQZ^YYI`V DLVKLVZIZQ YQMQ j^L NOQkNV Mij^IVNJ ZL \RQZ^YYI`VE JL YQVJIZLRNV LOLMLVKQJ 

YRcKIYQJ ZL ON IVPRNLJKR^YK^RN \QR OQ j^L KILVLV JQ\QRKL /=l< \NRN IVYIZLVYINJ( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

&O @LJKQR +A; LJ YQRRLJ\QVJNaOL[ k^VKQ YQV )$ ZL %?$$ ZL RLNOIhNR ONJ KNRLNJ ZL YRLNYI`V ZL ON Mij^IVN bIRK^NO L 

IVJKNONYI`V ZLO JIJKLMN Q\LRNKIbQ aNJL ] RLfIJKRQ LV ZQMIVIQ[ ONJ KNRLNJ ZL MNVKLVIMILVKQ \RQ\INJ ZL ON 

bIRK^NOIhNYI`V DKQQOJ[ YQVPIf^RNYI`V RLZ[ ZNKNJKQRL[ JLKKIVfJ[ LKY(Eu NJc MIJMQ[ ZLVKRQ ZLO MQZLOQ IVKLfRNO ZL 

Q\LRNYI`V ] MNVKLVIMILVKQ LO @LJKQR +A; KRNJONZNRi N ONJ iRLNJ ZL %?$$ RLJ\QVJNaOLJ ONJ \LKIYIQVLJ VLYLJNRINJ LV 

P^VYI`V ZL ONJ VLYLJIZNZLJ j^L JL IZLVKIPIj^LV ] JL ZLKLRMIVLV( 1Jc MIJMQ JLRi RLJ\QVJNaOL ZLO MNVKLVIMILVKQ 

ZL OQJ JIJKLMNJ Q\LRNKIbQJ LV Y^NVKQ N\OIYNYI`V ZL \NRYULJ ] ^\ZNKLJ NJc YQMQ ZL ONJ N\OIYNYIQVLJ IVJKNONZNJ LV ON 

IVPRNLJKR^YK^RN bIRK^NOIhNZN( 

7.7. REDES CORPORATIVAS DE DATOS 

CYII dispone en la actualidad de Redes Corporativas de Datos (RCD y no RCD) extendidas por la Com unidad de 

Madrid. &JKN RLZ ZN JLRbIYIQ KNVKQ N OQJ Lj^I\QJ DC%J ] KLRMIVNOLJ $CE ZL KRNaNkQ ZL OQJ LM\OLNZQJ YQMQ N OQJ 

JLRbIZQRLJ JQaRL OQJ j^L JL LkLY^KNV ONJ N\OIYNYIQVLJ ] JIJKLMNJ YQR\QRNKIbQJ ZL %?$$[ \LRMIKILVZQ ON YQVLYKIbIZNZ 

LVKRL NMaQJ ] LO ^JQ PIVNO ZL OQJ JIJKLMNJ \QR \NRKL ZL OQJ ^J^NRIQJ( 

3N IVPRNLJKR^YK^RN j^L YQM\QVL ONJ *LZLJ %QR\QRNKIbNJ ZL %?$$ LJKi YQM\^LJKN \RIVYI\NOMLVKL ZL Lj^I\QJ ZLO 

PNaRIYNVKL %$2%+ LV OQ j^L JL RLPILRL N YQM^VIYNYIQVLJ ZL VIbLO / ] VIbLO 8( 

&V LO iMaIKQ ZL IVPRNLJKR^YK^RN ZL YQM^VIYNYIQVLJ ] JLf^RIZNZ JL ZIJ\QVL YQRKNP^LfQJ[ \RQl]J[ KLYVQOQfcNJ \NRN 

NYYLJQ RLMQKQ[ NVKIJ\NM[ aNONVYLNZQRLJ[ LKY( )QZQJ LOOQJ RLZ^VZNZQJ \QR MLZIQ ZL IVJKNONYIQVLJ LV YOmJKLR( 3N 

\RQbIJI`V ZL OcVLNJ ZL YQM^VIYNYI`V r1" JL ZIJ\QVL aILV N KRNbeJ ZL Q\LRNZQRLJ ZL YQM^VIYNYI`V[ aILV N KRNbeJ 

ZL ON \RQ\IN IVPRNLJKR^YK^RN ZL %?$$ j^L N\QRKN LO dRLN ZL )LOLYQM^VIYNYIQVLJ( 

3QJ JqIKYULJ j^L JQ\QRKNV LO JLRbIYIQ ZL KLOLPQVcN Y^M\OLV YQV OQJ MLYNVIJMQJ ZL \RIQRIhNYI`V j^L RLNOIhNV ^VN 

NZLY^NZN fLJKI`V ZLO KRiPIYQ ZL bQh ] MIVIMIhNV OQJ LPLYKQJ \QR \eRZIZN ZL \Nj^LKLJ[ RLKNRZQJ ] kIKKLR( 

&V Y^NVKQ NO JLRbIYIQ ZL KLOLPQVcN $C D)Q$CE[ \QR MQKIbQJ ZL JLf^RIZNZ JL UNV ZIPLRLVYINZQ ZQJ KI\QJ ZL RLZLJo  

� Nj^LOONJ ZQVZL JL LVY^LVKRNV OQJ ^J^NRIQJ ZL JLRbIYIQJ ZL KLOLPQVcN  

� Nj^LOON ZQVZL JL LVY^LVKRNV OQJ JLRbIZQRLJWfNKLqN]J j^L \RLJKNV LO JLRbIYIQ 

1Jc MIJMQ[ JL UN LJKNaOLYIZQ ̂ V ZIJLpQ \NRN fNRNVKIhNR ON YNOIZNZ ZLO JLRbIYIQ ZL bQh ZLPIVILVZQ ZIPLRLVKLJ ZQMIVIQJ 

ZL aRQNZYNJK \NRN OQJ JLRbIYIQJ ZL bQh ] ZNKQJo 431"J ZIPLRLVYINZNJ \NRN YNZN ^VQ ZL LOOQJ( &OOQ LbIKN \RQaOLMNJ 

ZL b^OVLRNaIOIZNZ L IVKLRNYYI`V[ NIJONVZQ NMaNJ RLZLJ KNVKQ N VIbLO / D31"E YQMQ N VIbLO 8 D$CE( 
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)NMaIeV JL UNV LJKNaOLYIZQ 431"J ZIJKIVKNJ \NRN ON RLZ ZL ;LZIN @NKLqN]J ] ZL 2LRbIZQRLJ DZL OONMNZNJ ] ZL 

N\OIYNYIQVLJ ZL bNOQR NpNZIZQE(  &JKNJ ZQJ KI\QOQfcNJ ZL Lj^I\NMILVKQ LJKNaOLYLV YQM^VIYNYI`V LVKRL LOOQJ N VIbLO 

8( 

ROUTER
RCD

SW CYII

VLAN 101 Voz

MGW

Telefonía
Analógica 
O Digital

Telefonía
IP

VLAN YY Datos

SW CYII

VLAN 101 Voz

Telefonía
IP

VLAN YY Datos

Sede Voz y 
Datos

Sede Mixta

ATA

WiFi

WiFi

SEDES REMOTAS VOZ
CANAL ISABEL II 

VLAN 104 Mgateway

SW (RCD)

MPLS - VLAN RCD Datos

MPLS - VLAN RCD Voz 

MPLS - VLAN Interconexión RCD – Sedes voIP no RCD

SW (RCD)

FW VoIP 
Majadahonda

FW VoIP Santa 
Engracia

FW CYII
FW CYII

MGW
Telefonía
Analógica 
O Digital

Telefonía
IP

VLAN Distribución RCD

SEDES NO
RCD

ROUTER
RCD

Nuevo VRF para
Interfaces 

conectadas a 
VLAN  RCD Voz +

 VLAN  Voz +
 VLAN Mgateway

VLAN  Voz Sedes No RCD

Equipo
MPLS

Equipo
MPLS

Equipo
MPLS

Router Datos
Santa Engracia

Router Datos
Majadahonda

VLAN MGW Sedes No RCD

SW TELECOM L3
Sta Engracia

Equipo
MPLS

Equipo
MPLS

SW TELECOM L3
Majadahonda

*LZ "+ *%# 4+G 

Esquem a de las sedes de usuarios de ToIP. 

3NJ ZIRLYYIQVLJ $C ZL KLRMIVNOLJ $C JL YQVPIf^RNV MLZINVKL JLRbIZQR #X%C ZL %?$$( CNRN OQJ ZIJ\QJIKIbQJ ] KLRMIVNOLJ 

j^L JL LVY^LVKRNV LV ON RLZ "+ *%# JL ZIJ\QVL ZL #%XC *LON] UNYIN LO #X%C 4+G "+ *%# j^L LJKi IVJKNONZQ LV 

LO JLRbIZQR ZL JLRbIYIQJ LV RLZ ] JL IM\ONVKN LV OQJ LVR^KNZQRLJ( 

&lIJKLV ZIJ\QJIKIbQJ "1% KI\Q 0QRLJYQ^K j^L ZINOQfNV YQV OQJ KLRMIVNOLJ ZL ^J^NRIQ JLfmV ONJ \QOcKIYNJ ZL JLf^RIZNZ 

LJKNaOLYIZNJ \QR %?$$( &O @LJKQR +A; LJ RLJ\QVJNaOL ZL fLJKIQVNR ONJ IVYIZLVYINJ j^L LJKNJ ULRRNMILVKNJ JL ZLRIbLV 

ZL OQJ ZNKQJ j^L JL M^LJKRLV LV OQJ IVPQRMLJ ] j^L \NRKIYI\LV ZL N^KQMNKIJMQJ \NRN YQM\OLKNR IVPQRMNYI`V ZL 

QKRNJ N\OIYNYIQVLJ YQMQ )LOYQ( 

2L UN IM\ONVKNZQ ^VN O`fIYN ZL NYYLJQ j^L OIMIKN ON YQVLYKIbIZNZ ZL OQJ ^J^NRIQJ YQV ON \ONKNPQRMN[ ZLJYNRKNVZQ LO 

KRiPIYQ VQ VLYLJNRIQ LV ON RLZ( 1ZIYIQVNOMLVKL \NRN ON Ll\OQKNYI`V \QR \NRKL ZL OQJ Q\LRNZQRLJ ZL ON MQVIKQRIhNYI`V 

JL IVYO^]L LO JIJKLMN G&"+22 ] fRNPIYNZQ YQV %1%)$( &V NOf^VNJ ^aIYNYIQVLJ RLMQKNJ JL ^KIOIhNV 2IJKLMNJ ZL 

NOIMLVKNYI`V IVIVKLRR^M\IZN ZLO PNaRIYNVKL 1C% ] #&3)1( 
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7.8. APLICACIONES DE SUPERVISIÓN DE LA RED 

3QJ JIJKLMNJ ZL MQVIKQRIhNYI`V ZL OQJ LOLMLVKQJ ZL ON *LZ JL JQ\QRKNV LV ON \ONKNPQRMN ZL G&"+22[ MLZINVKL 

LJKiVZNRLJ 2";C( 2L MQVIKQRIhNV ON RLZ ZL ZNKQJ ] KQZQJ OQJ LOLMLVKQJ ZL ONJ \ONKNPQRMNJ ZL KLOLPQVcN j^L 

ZIJ\QVfNV ZL LJKL LJKiVZNR(   

1ZIYIQVNOMLVKL LV %?$$ JL ^KIOIhNV YQMQ ULRRNMILVKNJ ZL MQVIKQRIhNYI`V ON JQO^YI`V "1@$+2 ] %1%)$ YQMQ 

ULRRNMILVKN \NRN ON fLVLRNYI`V ZL ZINfRNMNJ ZL RLZ DfRNPIYNZQE( 

CNRN ON YLVKRNOIKN 1JKLRIJn JL UN ZIJLpNZQ ^V fRNPIYNZQ YQV ON ULRRNMILVKN qLa ZL @RNPNVN j^L \RLJLVKN OQJ ZNKQJ 

ZL RLfIJKRQ ZL ONJ LlKLVJIQVLJ[ k^VKQ YQV ON V^MLRNYI`V[ ON $C ] J^ ;1%(  3QJ ZNKQJ N RL\RLJLVKNR[ LJKiV LV aNJL ZL 

ZNKQJ ZLO \RQ\IQ JLRbIZQR 1JKLRIJn ] LJKNRi ZLVKRQ ZL ONJ YQM\LKLVYINJ ZLO @LJKQR +A; J^ Ll\OQKNYI`V KNVKQ \NRN 

ON RL\RLJLVKNYI`V ZL ON IVPQRMNYI`V[ YQMQ \NRN ON fLVLRNYI`V ZL IVPQRMLJ ZL ONJ LlKLVJIQVLJ ] JLRbIYIQJ j^L 

\RQ\QRYIQVN 1JKLRIJn j^L N]^ZLV NO MNVKLVIMILVKQ( )NMaIeV JLRi RLJ\QVJNaIOIZNZ ZLO JLRbIYIQ +A; ON fLVLRNYI`V 

ZL N^KQMNKIJMQJ j^L \LRMIKNV YQVJLRbNR ON IVKLfRIZNZ ZL ZNKQJ LVKRL ONJ ZIJKIVKNJ aNJLJ ZL ZNKQJ[ LV YQVYRLKQ 

YQV )&3%+[ @LJKQ$C[ +RbIKN ] ON ZL ON YLVKRNOIKN 1JKLRIJn( 

&O G estor O&M JLRi ̂ J^NRIQ ZL G&""+2[ "1@$+2[ %1%)$[ ;C1 ] PNYIOIKNRi ON IVKLfRNYI`V ZL V^LbNJ P^VYIQVLJ fLJKI`V 

LV ON \ONKNPQRMN[ aILV[ JQaRL OQJ \RQZ^YKQJ ]N IVJKNONZQJ[ aILV[ LV J^J P^K^RNJ bLRJIQVLJ ^ QKRQJ V^LbQJ[ \QR 

LbQO^YI`V ZL ON RLZ( 

&O G estor O&M ZLPIVIRi OQJ LOLMLVKQJ JQaRL OQJ j^L RLNOIhNR fRNPIYNZQJ[ NJc YQMQ ON ZLPIVIYI`V ZL ^MaRNOLJ \NRN 

j^L \QJKLRIQRMLVKL JLNV KRNKNZQJ \QR OQJ Lj^I\QJ ZL MQVIKQRIhNYI`V 

7.9. PLATAFORMAS DE VOZ 

3N \ONVKN ZL %?$$ ZIJ\QVL ZL ZIbLRJNJ KLYVQOQfcNJ ] PNaRIYNVKLJ(  

&V LJKL Pliego de Prescripciones Técnicas JL NfR^\NV ZLVKRQ ZL fR^\QJ ZL JLRbIYIQ Y^]N IZLVKIPIYNYI`V RLYNLRi LV LO 

PNaRIYNVKL ZLO Lj^I\NMILVKQ MiJ RLOLbNVKL LV YNZN LVKQRVQo  

� 2IJKLMN ;6+"& ZL ;IKLO 

� CONKNPQRMN 1JKLRIJn 

� 29% ZL 1^ZIYQZLYJ \NRN )LNMJ CUQVL 

� ;LZIN @NKLqN]J ZL ;IKLO 

� ;LZIN @NKLqN]J ZL 2NMfQMN 

� ;LZIN @NKLqN]J ZL CNKKQV 
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)QZNJ ONJ \ONKNPQRMNJ b^LOYNV IVPQRMNYI`V ZL KRiPIYQ D%#*JE NO JIJKLMN ZL )NRIPIYNYI`V %QR\QRNKIbQ( &JKL JIJKLMN 

j^LZN P^LRN ZLO \LRcMLKRQ ZLO ;QZLOQ +A; ] ZLO 2LRbIYIQ +A; j^L JL ZLJYRIaL LV LJKL Pliego de Prescripciones 

Técnicas. 

"Q QaJKNVKL[ LV LO iMaIKQ ZL ON bIJI`V \LRJLf^IZN ZL ;QZLOQ +A; IVKLfRNO LO @LJKQR ZL +A; ZLaLRi YQONaQRNR 

LV ON IVbLJKIfNYI`V ZL IVYIZLVYINJ IZLVKIPIYNZNJ LV ON LlKRNYYI`V ] YNRfN ZL ZNKQJ ZL ONJ \ONKNPQRMNJ ZL bQh LV ON 

N\OIYNYI`V ZL KNRIPIYNYI`V( 

7.9.1. Sistem as MX ONE 

&O JIJKLMN ZL )LOLPQVcN $C ;6+"& LJKi YQM\^LJKQ \QR LO %NOO 2LRbLR D;6T+"& 2LRbIYL "QZLE[ OQJ ;LZIN @NKLqN]J 

DJQO^YIQVLJ aNJNZNJ LV JQPKqNRL _ OQJ ;LZIN 2LRbLR J`OQ \NRN 2$CT ] ON \NJNRLON aNJNZN LV UNRZqNRL \NRN NYYLJQJ 

&'W)'W9*$WC2)" ] ^J^NRIQJ )#;E ] OQJ KLRMIVNOLJ( 3N bLRJI`V NYK^NO ZL ON \ONKNPQRMN ;6+"& LJ b7(8 2C/( 

2LRbIZQR ZL )LOLPQVcN \RIVYI\NO LJKi ZIMLVJIQVNZQ \NRN ^VN YN\NYIZNZ ZL UNJKN '.(BBB ^J^NRIQJ ] licenciado para 

4.300 DZL Y^NOj^ILR KI\Qo 2$C[ X8/8[ ZIfIKNO[ NVNO`fIYQ[ #&%)E( 

1ZIYIQVNOMLVKL[ JL J^MNV OQJ JLRbIZQRLJ ZL N\OIYNYIQVLJ ZL bNOQR NpNZIZQ ] JLRbIYIQJ LV RLZ( &V %?$$ LJKiV 

IVJKNONZNJ ONJ JIf^ILVKLJ N\OIYNYIQVLJo 

� 1\OIYNYI`V ZL \RQbIJI`V ] YQVPIf^RNYI`V L IVKLfRNYI`V YQV )&3%+[ CRQbIJIQVIVf ;NVNfLR DC;E 

� 1\OIYNYI`V ZL MQVIKQRIhNYI`V ZL ON RLZ[ ;IKLO CLRPQRMNVYL 1VNO]KIYJ D;C1E 

� 2IJKLMN ZL ;LVJNkLRcN 1bNVhNZN ZL bQh[ ;I%QOONa 1ZbNVYLZ ;LJJNfIVf 

� 2LRbIZQR ZL JLRbIYIQJ LV RLZ 

)QZQJ OQJ JLRbIZQRLJ ZLO JIJKLMN LJKiV IVJKNONZQJ ] YQVPIf^RNZQJ LV MQZQ NOKN ZIJ\QVIaIOIZNZ[ JQ\QRKNZQ \QR ON 

\ONKNPQRMN ZL bIRK^NOIhNYI`V 4;qNRL ZL %?$$( &V LO YNJQ ZLO 2LRbIZQR ZL OONMNZNJ D)LOL\UQV] 2LRbLRE[ NZLMiJ[ 

LlIJKL ^V JLRbIZQR RLZ^VZNVKL LV LO VQZQ JLY^VZNRIQ ZL ON RLZ( 

#LO MIJMQ MQZQ[ KNMaIeV LJKi RLZ^VZNZQ LO ;LZIN @NKLqN] bIRK^NO D;LZIN 2LRbLRE( CNRN ZNR JLRbIYIQ N YQVLlIQVLJ 

)#;[ JL IVJKNON LV OQJ VQZQJ CRIVYI\NO ] 2LY^VZNRIQ ;LZIN @NKLqN]J YQV IVKLRPNYLJ \NRN ON YQVLlI`V ZL OQJ YIRY^IKQJ 

YQRRLJ\QVZILVKLJ( 1 YQVKIV^NYI`V[ JL RLONYIQVNV OQJ YQM\QVLVKLJ \RIVYI\NOLJ ZLO JIJKLMN ;6T+"& IVJKNONZQJ LV 

OQJ %C#J ZL ON *LZ %QR\QRNKIbN( 2L IVZIYNV OQJ LOLMLVKQJ IVYO^IZQJ LV OQJ LVKQRVQJ ZL CRQZ^YYI`V(

Entorno Producción (Recursos instalados) 

Nodo principal: CPD Santa Engracia

Entorno virtualizado Entorno físico 

- 4; ZL KLOLPQVcN )LOL\UQV] 2LRbLR )2' DJLRbIZQR \RIVYI\NOE 

- 4; ZL KLOLPQVcN ;LZIN 2LRbLR ;2' DJLRbIZQR \RIVYI\NOE 

2Q\QRKL \NRN = C*$ ZL KLOLPQVcN PIkN ] / 
&' \NRN KLOLPQVcN M`bIOo 
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- 4; ZL 2LRbIYIQJ LV *LZ DX))C[ 0)C ] )0)CE( 

- 4; ZL CRQbIJIQVIVf ;NVNfLR( 

- 4; ZL 2^\LRbIJI`V ] MQVIKQRIhNYI`V 

- 4; ZL a^hQVLJ ZL bQh D;I%QOOONa 1;E 

- ' ^Z MX-ONE Media G atew ay Lite D7 

,J T^VIZNZLJ ZL RNYnT[ / \^LRKQJ 

&KULRVLK 'BW'BBW'BBB[ T=> 4#YW//B 

41%E 

- ' ^Z MX-ONE Media G atew ay Slim  D/ 

,[ / \^LRKQJ &KULRVLK 'BW'BBW'BBB[ T

=> 4#YW//B 41%E 

Nodo secundario: CPD espejo Majadahonda

Entorno virtualizado Entorno físico 

- 4; ZL KLOLPQVcN )LOL\UQV] 2LRbLR )2/ DJLRbIZQR RLZ^VZNVKLE 

- 4; ZL KLOLPQVcN ;LZIN 2LRbLR ;2/ DJLRbIZQR RLZ^VZNVKLE 

2Q\QRKL \NRN / C*$ ZL KLOLPQVcN PIkN ] ' 
&' \NRN KLOLPQVcN M`bIOo 
- ' ^Z   MX-ONE Media G atew ay Lite D7 

,J T^VIZNZLJ ZL RNYnT[ / \^LRKQJ 

&KULRVLK 'BW'BBW'BBB[ T => 4#YW//B 

41%E 

)QZQJ OQJ PO^kQJ ZL JLpNOIhNYI`V ] MLZIN YQV ON RLZ \maOIYN JL RLNOIhNRiV N KRNbeJ ZLO %NOO 2LRbLR ZL ;6T+"& ] OQJ 

;LZIN @NKLqN]J ZL 2LRbIYIQJ %LVKRNOLJ ZL %?$$ YQV IVZL\LVZLVYIN ZL j^L N OQ ONRfQ ZL LJKL YQVKRNKQ JL NYKIbL ^VN 

YQVLlI`V N KRNbeJ ZL 2$CT)R^Vn( 

Entorno Preproducción 

%?$$ LJKNaOLYL LV J^J \RQYLZIMILVKQJ ZL N\RQaNYI`V ZL JLRbIYIQJ YRcKIYQJ ON bNOIZNYI`V ZL OQJ MIJMQJ LV ^V LVKQRVQ 

YQVKRQONZQ[ \RLbIN N J^ IM\ONVKNYI`V LV LO LVKQRVQ \RQZ^YKIbQ( 

1YK^NOMLVKL VQ JL UNV IVJKNONZQ ONJ +412 \NRN ONJ Mij^IVNJ ZL ONJ N\OIYNYIQVLJ LV LO LVKQRVQ ZL \RL\RQZ^YYI`V[ 

\QR OQ j^L JLRi QakLKQ ZLO NOYNVYL ZLO 2LRbIYIQ +A; ON IVJKNONYI`V[ YQVPIf^RNYI`V[ OIYLVYINMILVKQ ] \^LJKN LV 

MNRYUN ZL ONJ MIJMNJ[ \NRN j^L LO LVKQRVQ ZL \RL\RQZ^YYI`V JLN Q\LRNaOL( )NMaIeV JLRi QakLKQ ZLO 2LRbIYIQ +A; 

J^ MNVKLVIMILVKQ[ Ll\OQKNYI`V ] YQVPIf^RNYI`V JLfmV OQJ PIVLJ NVKLRIQRMLVKL IVZIYNZQJ( 

3NJ N\OIYNYIQVLJ \RLbIJKNJ N IVYO^IR LV LO LVKQRVQ ZL CRL\RQZ^YYI`V JQV ONJ JIf^ILVKLJo 

� 4; ZL KLOLPQVcN )LOL\UQV] 2LRbLR )2' LV %C# 2NVKN &VfRNYIN( 

� 4; ZL 2LRbIYIQJ LV *LZ DX))C[ 0)C ] )0)CE( 

� 4; ZL fLJKI`V ZL ^J^NRIQJ L IVKLfRNYI`V YQV )LOYQ[ CRQbIJIQVIVf ;NVNfLR( 

1O IVIYIQ ZL ON \RLJKNYI`V ZLO 2LRbIYIQ +A; JL RLbIJNRi LJKL OIJKNZQ ZL N\OIYNYIQVLJ[ \^ZILVZQ N YRIKLRIQ ZL %?$$[ 

IVYO^IR NOf^VN MiJ[ N^Vj^L ONJ j^L JL IVZIYNV JQV ONJ MiJ YRcKIYNJ \NRN LO JLRbIYIQ( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

Plataform as de voz 

Conexión a Red Pública por SIP-Trunk e interconexión de centralitas IP con SIP-Trunk 

Nodo principal. CPD Santa Engracia 

- = C*$ ZL KLOLPQVcN PIkN ] / &' \NRN KLOLPQVcN M`bIO 
- = 2$C KR^Vn  

Nodo secundario. CPD Majadahonda 

- / C*$ ZL KLOLPQVcN PIkN ] ' &' \NRN KLOLPQVcN M`bIO 
- ' 2$C KR^Vn 

&V LO \LRcQZQ ZL \RLJKNYI`V ZLO 2LRbIYIQ +A;[ %?$$ KILVL \RLbIJKN ON YQVLlI`V N RLZ \maOIYN N KRNbeJ ZL 2$CT)R^Vn( 

CNRN IM\ONVKNRON JLRi VLYLJNRIN ^VN YQVPIf^RNYI`V LV ON RLZ ZL %?$$ \NRN LVYNMIVNR LO KRiPIYQ *)C YQV ZLJKIVQ ON 

*LZ CmaOIYN UNYIN OQJ 2LJJIQV 9QRZLR %QVKRQOOLRJ D29%E ZLO +\LRNZQR j^L \RQ\QRYIQVN LO JLRbIYIQ ZLJZL ON *C4 ZL 

%?$$( 3N P^VYI`V ZLO 29% LJ ON IVKLRYQVLlI`V ZL RLZLJ $C MLZINVKL \RQKQYQOQJ 2$C[ \LRMIKILVZQ ON QY^OKNYI`V ZL 

KQ\QOQfcN ZL RLZ ] LO YQVKRQO ZL NZMIJI`V ] \RQKLYYI`V NVKL NKNj^LJ #Q2( CNRN LOOQ UNaRi j^L YQVPIf^RNR ON YQVLlI`V 

LVKRL ON \ONKNPQRMN ;6+"& ]WQ 1JKLRIJn YQV OQJ 29%J ZL %?$$( 

3QJ NYYLJQJ CRIMNRIQJ *#2$ j^LZNRcNV YQMQ JQO^YI`V ZL aNYn^\ \NRN ON YQVLlI`V UNYIN ON *LZ CmaOIYN LV YNJQ ZL 

YNcZN ZL OQJ NYYLJQJ ZL ZNKQJ[ LV YNJQ ZL NbLRcN ZL OQJ RQ^KLRJ ZL NYYLJQ N ON 4C"[ Q LV YNJQ ZL YNcZN ZL ON RLZ 

;C32 ZLO +\LRNZQR( 

F^LZN ZLVKRQ ZLO NOYNVYL ZLO 2LRbIYIQ +A;[ ON NZj^IJIYI`V[ IVJKNONYI`V[ YQVPIf^RNYI`V[ \^LJKN LV JLRbIYIQ[ 

integración con SIP-Trunk con operadores de Telecom unicaciones ] MNVKLVIMILVKQ ZL ^V 29% RLZ^VZNZQ D2NVKN 

&VfRNYIN ] ;NkNZNUQVZNE \NRN %?$$ j^L NOaLRf^L[ NO MLVQJ[ 8BB YQVLlIQVLJ JIM^OKiVLNJ ] j^L \LRMIKN 

LVYRI\KNYI`V ZL NY^LRZQ YQV LJQJ YNVNOLJ( 3N LOLYYI`V ZLO 29% JLRi bNOIZNZN \QR %?$$ N \RQ\^LJKN ZLO @LJKQR +A;(  

F^LZN ZLVKRQ ZLO NOYNVYL ZLO 2LRbIYIQ +A;[ ON NZj^IJIYI`V[ IVJKNONYI`V[ YQVPIf^RNYI`V[ \^LJKN LV JLRbIYIQ[ 

integración con Team s-Phone de Microsoft ] MNVKLVIMILVKQ ZL ^V 29% RLZ^VZNZQ D2NVKN &VfRNYIN ] 

;NkNZNUQVZNE \NRN %?$$ j^L NOaLRf^L[ NO MLVQJ[ 8BB YQVLlIQVLJ JIM^OKiVLNJ ] j^L \LRMIKN LVYRI\KNYI`V ZL 

NY^LRZQ N LJQJ YNVNOLJ( 3N LOLYYI`V ZLO 29% JLRi bNOIZNZN \QR %?$$ N \RQ\^LJKN ZLO @LJKQR +A;(  
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Aplicaciones de Gestión 

%?$$ ZIJ\QVL ZL ONJ JIf^ILVKLJ ULRRNMILVKNJ ZL fLJKI`V ZLO JIJKLMN ;6+"& 

M XO N E Provisioning M anager (PM ) 

&J ^VN IVKLRPNh aNJNZN LV qLa \NRN ON fLJKI`V YQM\OLKN ZL ON JQO^YI`V ;6T+"&( &J ^V \^VKQ ZL NYYLJQ mVIYQ \NRN 

OQJ 1ZMIVIJKRNZQRLJ \NRN LO N\RQbIJIQVNMILVKQ ZL ̂ J^NRIQJ[ \RQfRNMNYI`V ZL LlKLVJIQVLJ ] N\OIYNYIQVLJ NJQYINZNJ( 

2L YQVLYKN N OQJ QKRQJ YQM\QVLVKLJ ZL ON JQO^YI`V D%;@[ ;I4QIYL 1ZbNVYLZ ;LJJNfIVf[ LKY(E N KRNbeJ ZL ^VN 

IVKLRPNh ZL JLRbIYIQJ qLa \NRN \LRMIKIR j^L OQJ ^J^NRIQJ JL fLJKIQVLV ZL PQRMN YLVKRNOIhNZN LV LO JIJKLMN ] 

fNRNVKIhNR j^L ON IVPQRMNYI`V JL \RQ\Nf^L N ONJ QKRNJ N\OIYNYIQVLJ( 

2L IVKLfRN YQV LO ;NLJKRQ ZL #NKQJ MLZINVKL LO JLRbIZQR C121*&31 ZL IVKLfRNYI`V YQV )&3%+( CLRMIKL N OQJ 

1ZMIVIJKRNZQRLJ IVKRQZ^YIR ZNKQJ ZL ^J^NRIQ LV LO JIJKLMN )&3%+ ] UNYL j^L JL JIVYRQVIYL N^KQMiKIYNMLVKL YQV 

OQJ ZNKQJ ZL ^J^NRIQ ZL CRQbIJIQVIVf ;NVNfLR ] fNRNVKIhN ON YQVJQOIZNYI`V LVKRL ONJ ZIPLRLVKLJ aNJLJ ZL ZNKQJ ZL 

OQJ \RQZ^YKQJ ;$)&3 YQV LO ;NLJKRQ ZL #NKQJ ZL )&3%+( &JKQ JIM\OIPIYN LO \RQYLJQ ] MIVIMIhN LO VmMLRQ ZL 

IVKLRPNYLJ ZL NZMIVIJKRNYI`V( C; LJKi LJKRLYUNMLVKL IVKLfRNZQ LV LO NZMIVIJKRNZQR ZL VQZQJ ZL JLRbIYIQ ;6T+"& 

YQV KRNVJPLRLVYIN ZIRLYKN \NRN PNYIOIKNR ONJ KNRLNJ ZL NZMIVIJKRNYI`V ZL VQZQJ ZL JLRbIYIQ( 

1ZLMiJ ZL ONJ YNRNYKLRcJKIYNJ MLVYIQVNZNJ NVKLRIQRMLVKL[ ;6T+"& CRQbIJIQVIVf ;NVNfLR KNMaIeV \RQ\QRYIQVN 

ONJ JIf^ILVKLJ P^VYIQVNOIZNZLJo 

� @LJKIQVNR Y^LVKNJ ZL NZMIVIJKRNZQR YQV MmOKI\OLJ VIbLOLJ ZL NYYLJQ( 

� 1YYLJQ N J^aJIJKLMNJ[ \QR LkLM\OQ[ "QZQJ ZL JLRbIYIQ ;6T+"& ] ;I%QOONa 1ZbNVYLZ ;LJJNfIVf( 

� @LJKI`V ZL ON YQVPIf^RNYI`V ZL OQJ ^J^NRIQJ 2$C #&%) 

� @LJKI`V ZL NYYLJQ N JIJKLMNJ ;6T+"& LV RLZ Q 29"J( 

� @LJKI`V ZL fR^\QJ( 

� 1JIJKLVKLJ ZL IVJKNONYI`V \NRN ^VN YQVPIf^RNYI`V IVIYINO JLVYIOON( 

� $M\QRKNYI`V ] Ll\QRKNYI`V ZL ZNKQJ ZL ^J^NRIQ ] LlKLVJI`V( 

� *LNOIhNYI`V ZL YQ\IN ZL JLf^RIZNZ ZL ZNKQJ ZL ^J^NRIQ ] LlKLVJI`V( 

M XO N E Services N ode M anager (SN M ) 

&O NZMIVIJKRNZQR ZL VQZQJ ZL JLRbIYIQ ;6T+"& LJ ^VN N\OIYNYI`V aNJNZN LV qLa QRILVKNZN N KNRLNJ j^L 

\RQ\QRYIQVN P^VYIQVLJ \NRN YQVPIf^RNR ] Q\LRNR LO JIJKLMN[ \QR LkLM\OQo 

� *LNOIhNR ON YQVPIf^RNYI`V ZLO JIJKLMN ;6T+"& 

� *LNOIhNR ON YQVPIf^RNYI`V ZL ^V VQZQ ZL JLRbIYIQ ;6T+"& 

� @LJKI`V ZL ;LZIN @NKLqN]J( 

� @LJKI`V ZL LVONYLJ ] R^KNJ( 

� @LJKI`V ZL fR^\QJ[ \ONVLJ V^MLRNYI`V[ YNKLfQRcNJ YQM^VLJ ] \LRPIOLJ ZL JLRbIYIQ 

� 1\RQbIJIQVNMILVKQ ZL KLOePQVQJ $CW2$C ] YOILVKLJ 2$C( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

"QRMNOMLVKL[ LO 2"; JL ^KIOIhN k^VKQ YQV LO ;6+"& CRQbIJIQVIVf ;NVNfLR DC;E( 2I LO NZMIVIJKRNZQR UN IVIYINZQ 

JLJI`V LV LO C;[ \^LZL NYYLZLR NO 2"; YQMQ ^V J^aJIJKLMN ZIRLYKNMLVKL ZLJZL ON MIJMN IVKLRPNh[ OQ j^L \LRMIKL 

^V mVIYQ \^VKQ ZL NYYLJQ \NRN ON NZMIVIJKRNYI`V ZLO JIJKLMN ZL YQM^VIYNYIQVLJ ;6T+"&( 

M itel Performance Analytics (M PA) 

;IKLO CLRPQRMNVYL 1VNO]KIYJ LJ ̂ V JQPKqNRL ZL fLJKI`V ZL PNOOQJ ] RLVZIMILVKQ \NRN ;6T+"& ] QKRQJ JIJKLMNJ ;IKLO( 

;C1 LJKi IM\ONVKNZQ LV ^V JLRbIZQR bIRK^NOIhNZQ LV LO %C# ZL %?$$( 1 KRNbeJ ZLO MIJMQ JL \^LZL UNYLR ^V 

JLf^IMILVKQ \RQNYKIbQ ZL LOLMLVKQJ j^L IVPO^]LV LV ON YNOIZNZ ZLO JLRbIYIQ ZL bQh LV ON RLZ( 

M onitorización de rendimiento y disponibilidad 

� $VPQRMNYI`V ZLO JIJKLMN ;I4QIYL ;6T+"&[ j^L IVYO^]L IVbLVKNRIQ ZL OIYLVYINJ ZL ^J^NRIQJ ] ZIJ\QJIKIbQJ[ 

ZIJ\QVIaIOIZNZ[ YN\K^RNJ ] NONRMNJ ZLO CRQKQYQOQ D2";CE( 

� 2QVZLQ \NRN ON IZLVKIPIYNYI`V IVJKNVKiVLN ZL LbLVKQJ YRcKIYQJ( 

� 2^\LRbIJI`V ZL ZIJ\QVIaIOIZNZ ZL OQJ JLRbIZQRLJ ZL N\OIYNYIQVLJ ;I4QIYL ;6T+"& ] ,;W,% DrIVZQqJ W 

3IV^lEo 

� ;eKRIYNJ ZL RLVZIMILVKQo %C, ] ^JQ ZL MLMQRIN[ ^JQ ZL ZIJYQ[ LJKNZcJKIYNJ ZL IVKLRPNh ] JIJKLMN ZL 

NRYUIbQJ[ ONKLVYIN ZL \IVf[ \eRZIZN ZL \Nj^LKLJ 

� 1ONRMNJ ZL ^MaRNO ZL fLJKI`V ZLO RLVZIMILVKQ( 

� 2^\LRbIJI`V ZL ON NYKIbIZNZ ZL OQJ JLRbIYIQJ ZL rIVZQqJ DLJKNZQ ZL IVJKNONYI`V ] P^VYIQVNMILVKQ DLV 

LkLY^YI`V ] VQ LV LkLY^YI`VE[ YQV VIbLOLJ ZL NONRMN YQVPIf^RNaOLJ( 

;C1 fLJKIQVN NONRMNJ LV KILM\Q RLNO[ QPRLYL NYYLJQ ZL ^V JQOQ YOIY N Y^NOj^ILR ZIJ\QJIKIbQ MQVIKQRIhNZQ[ KILVL 

ULRRNMILVKNJ ZL \R^LaN[ fLVLRNZQR ZL IVPQRMLJ[ \^LZL IVPQRMNR JQaRL LO ^JQ ZL ON OIYLVYIN[ NJc YQMQ OQJ ZLKNOOLJ 

ZL OQJ ^J^NRIQJ ] ZIJ\QJIKIbQJ ZL KLOLPQVcN[ \^LZL QaKLVLR IVPQRMLJ ZL KRiPIYQ D\NRN R^KNJ $C W 2$C ] KLOePQVQJ $C W 

2$CE[ LKY( 

Aplicación PASARELA de integración con TELCO . 

)&3%+[ 2IJKLMN ZL &l\OQKNYI`V ZL )LOLPQVcN ZLO %?$$[ LJ ON ULRRNMILVKN YQR\QRNKIbN \NRN ON fLJKI`V ZL NOKNJ[ aNkNJ ] 

YNMaIQJ ZL ^J^NRIQJ LV LO JIJKLMN ZL KLOLPQVcN ZL ON YQM\NpcN ] LJ LO MNLJKRQ ZL ZNKQJ ZL bNRINJ N\OIYNYIQVLJ 

YQMQ $VKRNVLK[ 21C **XX[ +PPIYL 87.( &V LOON YQVPO^]LV OQJ ZNKQJ ZL IVKLReJ ZL ON YQM\NpcN ] N KRNbeJ ZL LOON JL 

YQM\NRKL IVPQRMNYI`V ZL ZIJKIVKQJ RLY^RJQJ ZL %?$$( 

2L UN IVJKNONZQ ^V 2LRbIZQR YQV ^VN N\OIYNYI`V j^L JIRbL ZL C121*&31 LVKRL LO LVKQRVQ ZL fLJKI`V )&3%+ ] LO iRLN 

ZL \RQbIJI`V ZLO JIJKLMN ;6+"&( CNRN J^ a^LV P^VYIQVNMILVKQ LJ bIKNO ON YQVJIJKLVYIN ZL IVPQRMNYI`V LVKRL OQJ 

ZNKQJ \RQbIJIQVNZQJ RLNOLJ LV ON YLVKRNOIKN ZL bQh D;6+"&E ] OQJ ZNKQJ NOMNYLVNZQJ LV J^ 99(##( YQV OQJ ZNKQJ 

ZLO N\RQbIJIQVNMILVKQ ZL LlKLVJIQVLJ LV %?$$( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

&J QakLKQ ZL LJKL YQVKRNKQ LO MNVKLVIMILVKQ[ Ll\OQKNYI`V[ NZMIVIJKRNYI`V ] LbQO^KIbQJ VLYLJNRIQJ ZLO JLRbIZQR ZL 

C121*&31 ] ON N\OIYNYI`V[ Y^IZNVZQ ZL ON YQVJIJKLVYIN LVKRL OQJ ZNKQJ j^L JL YQM^VIYNV LVKRL NMaQJ JLRbIZQRLJ( 

1Jc MIJMQ[ JL ZINfVQJKIYNRiV[ YQRRLfIRiV L IM\ONVKNRiV OQJ LRRQRLJ ZL P^VYIQVNMILVKQ MLZINVKL LO NViOIJIJ ZL 

ZIJYRL\NVYINJ LVKRL NMaQJ JIJKLMNJ( 3N N\OIYNYI`V C121*&31 LJKi ZLJNRRQOONZN LV LVKQRVQ :NbN(  

&V LO Anexo 2 JL IVYO^]L ^V LJj^LMN ZL ON 1Rj^IKLYK^RN IVKLfRNYIQVLJ )Q$C 

Buzón de voz. Mensajería unificada 

%?$$ ZIJ\QVL ZL ^V JIJKLMN ZL ;LVJNkLRcN ,VIPIYNZN[ ;IKLO ;I%QOONa 1ZbNVYLZ ;LJJNfIVf[ j^L QPRLYL ^V YQVk^VKQ 

ZL N\OIYNYIQVLJ ZL YQM^VIYNYIQVLJ ^VIPIYNZNJ j^L IVYO^]LV \RQYLJNMILVKQ NbNVhNZQ ZL OONMNZNJ[ YQVKLJKNZQR 

N^KQMiKIYQ[ YQRRLQ ZL bQh[ IVKLfRNYI`V ZL YQRRLQ LOLYKR`VIYQ[ JLRbIYIQJ ZIRIfIZQJ \QR bQh[ VQKIPIYNYIQVLJ[ LKY( 

&O JIJKLMN ZL a^h`V ZL bQh LJKi KQKNOMLVKL IVKLfRNZQ YQV ;6T+"& N KRNbeJ ZL ^VN IVKLRPNh 2$C( 1ZLMiJ ZLO ;r$ 

D;LJJNfL rNIKIVf $VZIYNKQRE LV OQJ KLOePQVQJ ZL OQJ ^J^NRIQJ( 

3N \ONKNPQRMN aNJL KILVL P^VYIQVNOIZNZ ZL Q\LRNZQR N^KQMiKIYQ M^OKIVIbLO \NRN \LRMIKIR ON NZMIVIJKRNYI`V ZL 

OONMNZNJ LVKRNVKLJ[ NJc YQMQ ON NZMIVIJKRNYI`V ZL a^hQVLJ ZL YQRRLQ ZL bQh ZLO ^J^NRIQ PIVNO( 

&O JLRbIZQR LJKi ZIMLVJIQVNZQ YQV YN\NYIZNZ McVIMN ZL 4.300 buzones de voz( 

Com unicaciones inalám bricas m ediante SIP-DECT 

%?$$ ZIJ\QVL ZL ^V JIJKLMN ZL YQM^VIYNYIQVLJ IVNOiMaRIYNJ 2$CT#&%) ;IKLO ZL 'B LJKNYIQVLJ aNJL YQV KLRMIVNOLJ 

JI\TZLYK 7'/Zb/( 

7.9.2. Plataform a ASTERISK 

%?$$ ZIJ\QVL ZL ^V LVKQRVQ )Q$C JQ\QRKNZQ \QR ^VN \ONKNPQRMN 1JKLRIJn Db'7('8(BE( 

2L YQM\QVL LO YQVk^VKQ ZL Mij^IVNJ bIRK^NOLJ YQMQ JQ\QRKL ZL ONJ N\OIYNYIQVLJ ZLO JIJKLMNo ^V JLRbIZQR \RIVYI\NO 

] QKRQ RLZ^VZNVKL[ ^V JLRbIYIQ #X%C ] ^V JLRbIZQR ZL JLRbIYIQJ ZL RLZ j^L YQM\NRKL YQV ;lQVL( &JKL mOKIMQ 

\LRMIKL ON ZLJYNRfN ZL OQJ PIYULRQJ ZL YQVPIf^RNYI`V ZL OQJ KLRMIVNOLJ bcN 0)C[ )0)C[ aNYn^\J ZL YQVPIf^RNYI`V ZLO 

JIJKLMN ] ZL OQJ KLRMIVNOLJ DfLVLRN ^V aNYn ^\ OQYNO ] QKRQ LV JLRbIZQR LlKLRVQE( &O JIJKLMN ZIJ\QVL ZL s1ZbNVYLZ 

*LYQbLR]t \NRN JIVYRQVIhNR LO JLRbIZQR \RIVYI\NO YQV LO JLRbIZQR JLY^VZNRIQ ] \LRMIKIR ON RLZ^VZNVYIN MLZINVKL LO 

ZQaOL RLfIJKRQ( 

1JKLRIJn LJ fLJKIQVNZQ bcN 0RLLC96 Db '.(B('<(8/E[ \NRN \RQbIJI`V ] fLJKI`V ZL P^VYIQVNOIZNZLJ( 
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3N YLVKRNO[ LV YQVZIYIQVLJ VQRMNOLJ[ VQ NYYLZL ZIRLYKNMLVKL N ON RLZ \maOIYN( &JKi YQVLYKNZN YQV 8 2$C KR^VnJ 

YQVKRN 8 ;LZIN @NKLqN]J D;@rE 4&@1 'BB( #QJ ZL LOOQJ YQV / LVONYLJ &' F2$@ YQMQ LVONYL \RIbNZQ[ J^MNVZQ 

8Bx8B YNVNOLJ NYKIbQJ( 

1JKLRIJn ZIJ\QVL ZL QKRQ 4&@1 C2)" DYN\NYIZNZ ' LVONYL &'E \NRN YQVLlI`V ZIRLYKN NO +\LRNZQR \maOIYQ( 

1JKLRIJn JQ\QRKN ^J^NRIQJ $C ] NVNO`fIYQJ( 3QJ KLRMIVNOLJ NVNO`fIYQJ LJKiV YQVLYKNZQJ N LVYN\J^ONZQRLJ ;LZIN 

@NKLqN] CNKKQV ZL ZIbLRJNJ YN\NYIZNZLJ( )NVKQ OQJ KLRMIVNOLJ $C YQMQ OQJ MLZIN @NKLqN] CNKKQV NYYLZLV N ON RLZ 

bcN JqIKYULJ CQ& D=>b #% ] //Bb 1%E ZL ON RLZ ZL KLOLYQM^VIYNYIQVLJ ZL %?$$( 3QJ JqIKYULJ JQV QakLKQ ZL LJKL 

YQVKRNKQ( 

3N \ONKNPQRMN ZN JLRbIYIQ NYK^NOMLVKL NORLZLZQR ZL '(BBB ^J^NRIQJ[ fLVLRNOMLVKL LV ^aIYNYIQVLJ RLMQKNJ ] YQV 

LVKQRVQ ZIJ\LRJQ(  

&V ONJ bNRINJ ^aIYNYIQVLJ ZLO LVKQRVQ 1JKLRIJn UN] 21$J j^L \RQ\QRYIQVNV ON NOIMLVKNYI`V N OQJ Lj^I\QJ( "Q JQV 

QakLKQ ZL LJKL YQVKRNKQ( 

;LZINVKL ON ULRRNMILVKN qLa @RNPNVN ] NKNYNVZQ N ON aNJL ZL ZNKQJ ZLO JLRbIZQR 1JKLRIJn JL QaKILVL ON bIJ^NOIhNYI`V 

LV KILM\Q RLNO ZLO RLfIJKRQ ZL ONJ LlKLVJIQVLJ ] LVYN\J^ONZQRLJ LV ONJ ZQJ YLVKRNOIKNJ 1JKLRIJn DON \RIVYI\NO ] ON ZL 

aNYn^\E NZLMiJ ZL ON $C[ ] ON ;1%( 3N RL\RLJLVKNYI`V LJ ZIViMIYN LV aNJL N YRIKLRIQJ \RQfRNMNZQJ LV ON 0RLLC96( 

&JKi ZLVKRQ ZLO NOYNVYL KNVKQ LO MNVKLVIMILVKQ ] LbQO^YI`V ZL LJKN ULRRNMILVKN YQMQ ON fLVLRNYI`V ZL IVPQRMLJ 

ZL MNVKLVIMILVKQ ] N^KQMNKIJMQJ \NRN NJLf^RNR ON IVKLfRIZNZ ZL ZNKQJ LVKRL ONJ ZIJKIVKNJ aNJLJ ZL ZNKQJ( %QMQ 

\QR LkLM\OQ LVKRL )LOYQ ] 1JKLRIJn[ LVKRL )LOYQ ] @LJKQ$CT+RbIKN  
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7.9.3. Team s-Phone 

%?$$ KILVL IVKLfRNZQJ LV )LNMJTCUQVL N QYKW// =B ^J^NRIQJ YQV ;$)&3 ] N KRNbeJ ZL MlQVL YQV LlKLVJIQVLJ 

12)&*$2S( XN] \RLbIJKN ON MIfRNYI`V ZL ON fRNV MN]QRcN ZL OQJ ^J^NRIQJ N LJKL JLRbIYIQ LV ON V^aL ZL ;IYRQJQPK( CNRN 

J^ IVKLfRNYI`V YQV LO JIJKLMN ZL )LOLPQVcN %QR\QRNKIbN NYK^NOMLVKL JL KILVL ^V 2LJJIQV 9QRZLR %QVKRQOLR D29%E LV 

OQJ OcMIKLJ ZL J^ RLZ VQ RLZ^VZNZQ( &JKL NYYLJQ JL Z^\OIYNRi \NRN \RQ\QRYIQVNR RLZ^VZNVYIN( 

&J QakLKQ ZLO 2LRbIYIQ +A; ON NZj^IJIYI`V[ Q\LRNYI`V[ JQ\QRKL[ MNVKLVIMILVKQ ] LbQO^YI`V ZL OQJ 29%J ZLVKRQ ZL 

ON LbQO^YI`V ZL ON RLZ ZL %?$$( 3N JQO^YI`V N N\OIYNR ZLaLRi LJKNR YQQRZIVNZN YQV ON YQVLlI`V N ON RLZ \maOIYN N KRNbeJ 

ZL 2$CT)R^Vn YQVKRN ONJ YLVKRNOIKNJ ;lQVL ] 1JKLRIJn j^L KNMaIeV PQRMN \NRKL ZLO NOYNVYL ZL LJKL JLRbIYIQ(  

1YK^NOMLVKL J`OQ LlIJKL IVKLRYQVLlI`V ZL 2$CT)R^Vn LVKRL LO 29% ] ;lQVL ] PQRMN \NRKL ZLO NOYNVYL ZL LJKL JLRbIYIQ 

ON YQVPIf^RNYI`V ] \R^LaNJ KNVKQ ZLO 29% YQMQ ZL ;lQVL \NRN \QVLR Q\LRNKIbN LJKN IVKLRYQVLlI`V( 

%QMQ JL IVZIYN LV QKRQ N\NRKNZQ ZL LJKL #QY^MLVKQ[ JL \RLKLVZL ^VN JQO^YI`V ZL 29%J RLZ^VZNVKL LV OQJ YLVKRQJ 

ZL 2NVKN &VfRNYIN ] ;NkNZNUQVZN YQMmV LV NMaQJ \RQ]LYKQJ[ JI aILV OQJ KRNaNkQJ ZL YQVPIf^RNYI`V ] JQ\QRKL KRNJ 

ON IVJKNONYI`V JL YQVKLM\ONV YQMQ VLYLJIZNZLJ IVZL\LVZILVKLJ( 

1Jc MIJMQ[ LO @LJKQR +A; JLRi RLJ\QVJNaOL ZL ON ^KIOIhNYI`V ZL OQJ RLY^RJQJ ] ULRRNMILVKNJ ZLO LVKQRVQ )LNMJT

CUQVL \NRN J^ fLJKI`V[ ] ON \RQbIJI`V ZL ^J^NRIQJ ] PNYIOIZNZLJ( 
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2LRi QakLKQ ZL OQJ JLRbIYIQJ PNYIOIKNR ON IVKLfRNYI`V ZL )LNMJTCUQVL YQV OQJ JLRbIYIQJ YQR\QRNKIbQJ ZL %?$$ D)&3%+[ 

@LJKQ$\T+RbIKN[ KNRIPIYNYI`V[ LKY(E ] ON YQVPIf^RNYI`V \NRN ON IVKLRYQVLlI`V L IVKLRQ\LRNaIOIZNZ ZL OQJ ZIPLRLVKLJ YNOO 

MNVNfLR j^L \^LZNV LlIJKIR N OQ ONRfQ ZL ON bIZN ZLO YQVKRNKQ( 

1 YQVKIV^NYI`V JL M^LJKRN LO LJj^LMN ZL YQVLlI`V LV \RQZ^YYI`V( 

7.10. TERMINALES DE USUARIO 

3QJ KLRMIVNOLJ $C IVJKNONZQJ JQV ZL OQJ MQZLOQJo 

� ?LNOIVn ,CT/BBH DJLRbIYIQ ZL bIZLQOONMNZNE 

� ?LNOIVn )/BC  DZLJYNKNOQfNZQE 

� ?LNOIVn )//C  DZLJYNKNOQfNZQE 

� ?LNOIVn )/8@  DZLJYNKNOQfNZQE 

� ;IKLO 7>78 

� ;IKLO 7>7.I 

� ;IKLO 7>7<I 

� ;IKLO 7>BBI 

3QJ KLRMIVNOLJ KLOLP`VIYQJ NVNO`fIYQJ JQV MQZLOQJo 

CNVNJQVIY S6T)/8'B[ S6T)2'B[ S6T)/8'.[ S6T)2'BB[ S6T)//B=[ [ S6T)%# />B[ S6T)@''BB[ ;IKLO 7<8B[ ;IKLO <'><N 

3QJ KLRMIVNOLJ NVNO`fIYQJ JL ^KIOIhNV LV ONJ ^aIYNYIQVLJ ZQVZL ON ZIJKNVYIN N ON LOLYKR`VIYN ZL RLZ JLN MN]QR ZL 'BB 

M[ LV OQJ j^L VQ LJ \QJIaOL IVJKNONR YNaOLNZQ LJKR^YK^RNZQ( &O JQ\QRKL \RIVYI\NO ZL NYYLJQ ZL OQJ KLRMIVNOLJ 
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NVNO`fIYQJ JLRiV OQJ LVYN\J^ONZQRLJ CNKKQV ^ QKRQJ ZL NViOQfNJ \RLJKNYIQVLJ DZIbLRJQJ MQZLOQJ JLfmV 

RLj^LRIMILVKQJ ZL YN\NYIZNZ LV ON ^aIYNYI`V ] ZLO KI\Q ZL YQRRILVKL ZIJ\QVIaOLE( 

3QJ KLRMIVNOLJ 2$CT#&%) 7'/#4/ ;IKLO 7BB #&%) j^L \LRMIKLV ON MQbIOIZNZ LVKRL LJKNYIQVLJ aNJL $CT#&%) ZL ;IKLO 

7.11. PLANES DE NUMERACIÓN Y DIRECCIONAMIENTO IP 

&J QakLKQ ZLO 2LRbIYIQ +A; LO JLf^IMILVKQ[ fLJKI`V ] Ll\OQKNYI`V ZL OQJ RNVfQJ ZL V^MLRNYI`V ZL ON RLZ ZL 

KLOLPQVcN[ NJc YQMQ ZL OQJ ZIRLYYIQVNMILVKQJ $C NJIfVNZQJ \QR %?$$ \NRN OQJ RLY^RJQJ ZL ON RLZ( )NMaIeV JLRi QakLKQ 

ZLO MIJMQ LO LJK^ZIQ ] \RQ\^LJKNJ ZL YNMaIQJ Q MLkQRNJ ZL Nj^LOOQJ( &O NYK^NO CONV ZL "^MLRNYI`V ZL ON RLZ ZL 

KLOLPQVcN YQVJKNo 

� ZcfIKQJ \NRN LlKLVJIQVLJ PIkNJo llll 

� ZcfIKQJ \NRN M`bIOLJ YQR\QRNKIbQJo >llll 

� LlKLVJIQVLJ IVKLfRNZNJ DVmMLRQJ ZL MNRYNYI`V ZIRLYKN ZLJZL LO LlKLRIQRE YQMILVhNV \QRo 'lll 

� VmMLRQ YNaLYLRN LJ LO H'.=.''BB 

7.12. PLANTA INSTALADA 

3QJ YLVKRQJ ZL KRNaNkQ Y^aILRKQJ \QR LO JLRbIYIQ ZL KLOLPQVcN YQR\QRNKIbN ZLO %?$$ LJKiV PQRMNZQJ \QR ZQJ LVKQRVQJo 

^VQ QRILVKNZQ N ONJ ^VIZNZLJ ZL fLJKI`V ] NZMIVIJKRNYI`V[ Kc\IYNMLVKL YLVKRQJ ^RaNVQJ[ ] QKRQ RLONYIQVNZQ YQV 

YLVKRQJ Q\LRNKIbQJ RLONKIbQJ NO NYQ\IQ[ KRNKNMILVKQ[ ZL\`JIKQ ZL Nf^NJ ] MNVKLVIMILVKQ ZL ONJ RLZLJ ZL 

ZIJKRIa^YI`V( &O JLf^VZQ LVKQRVQ JL YNRNYKLRIhN \QR ZNR JLRbIYIQ N ^aIYNYIQVLJ ZIJ\LRJNJ[ YQV \QYNJ ^VIZNZLJ ] YQV 

M^YUQJ YLVKRQJ RLMQKQJ D\LRQ N MLV^ZQ RLj^ILRLV ^V JLRbIYIQ YRcKIYQE( &V NMaQJ %?$$ ^KIOIhN ] ZLJNRRQOON J^ \RQ\IN 

RLZ ZL KRNVJ\QRKL \NRN ZNR JQ\QRKL NO JLRbIYIQ ZL ON YQM\NpcN( 

&V LO Anexo 3 JL IVYO^]L #LKNOOL ZL ON CONVKN $VJKNONZN( 
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8. ALCANCE DEL MODELO Y EL SERVICIO O&M  

&O G estor O&M ZLaLRi \RLJKNR 2LRbIYIQ +A; ZL ON *LZ ZL )LOLPQVcN ZL %?$$[ Y^]Q QakLKQ LJ LO 2Q\QRKL N ,J^NRIQJ[ 

+\LRNYI`V[ ;NVKLVIMILVKQ ] &bQO^YI`V ZL ON *LZ ZL )LOLPQVcN ZL %?$$[ ] Y^]Q QakLKIbQ \RIMNRIQ LJ NJLf^RNR ON 

\RLJKNYI`V ZLO 2LRbIYIQ ZL )LOLPQVcN[ J^ YNOIZNZ ] YQVKIV^IZNZ( 

&O ;QZLOQ +A; ZLaL PQRM^ONRJL YQV ON MilIMN LPIYILVYIN Q\LRNKIbN ] NZN\KNaIOIZNZ LV ^V NOYNVYL ZL OQJ KRNaNkQJ 

LV P^VYI`V ZL ON LbQO^YI`V KLYVQO`fIYN ] ON LbQO^YI`V ZL ONJ VLYLJIZNZLJ Q\LRNKIbNJ ] ZL VLfQYIQ( 

2L YQVJIZLRN j^L LO NOYNVYL JL RLPILRL NO YQVk^VKQ ZL KRNaNkQJ j^L LJKiV IVZIYNZQJ N OQ ONRfQ ZL LJKL Pliego de 

Prescripciones Técnicas[ RLONYIQVNZQJ YQV ON RLZ LPLYKIbNMLVKL Q\LRNKIbN NO IVIYIQ ZL ON \RLJKNYI`V ZLO 2LRbIYIQ +A; 

] j^L JL LVKILVZLV YQMQ LO VmYOLQ ZLO MQZLOQ IVKLfRNO ] JQV IM\RLJYIVZIaOLJ \NRN NJLf^RNR OQJ QakLKIbQJ 

LJKRNKefIYQJ ZLO 2LRbIYIQo ZIJ\QVIaIOIZNZ[ YNOIZNZ ] YQVKIV^IZNZ ZLO 2LRbIYIQ ZL )LOLPQVcN(

1OYNVYL ZL KNRLNJ \QR \LRPIOLJo   

� Consultor de m ejora de procesos

o #IRIfIR[ YQMQ MilIMQ RLJ\QVJNaOL[ ON IM\ONVKNYI`V ZLO ;QZLOQ[ ZL ON @LJKI`V ZLO 2LRbIYIQ +A; 

] ZL OQJ CRQ]LYKQJ NJQYINZQJ 

o 3IZLRNR OQJ Lj^I\QJ ZLO 2LRbIYIQ 

o 1JLf^RNR[ YQMQ IVKLROQY^KQR YQV ON ZIRLYYI`V ZL %?$$[ LO NOIVLNMILVKQ ZL ON LkLY^YI`V ZL OQJ 

KRNaNkQJ YQV ON LJKRNKLfIN ZL %?$$(  

o *LbIJNR IVPQRMLJ ZL JLf^IMILVKQ ] YQVKRQO[ IVPQRMLJ ZL 1"2 NVKLJ ZL J^ \RLJLVKNYI`V N %?$$ 

o CNRKIYI\NR LV OQJ YQMIKeJ ZL fQaILRVQ ZLO MQZLOQ ] ZLO YQVKRNKQ ZL JLRbIYIQ 

o #QY^MLVKNR ] NYK^NOIhNR OQJ \RQYLJQJ ] \RQYLZIMILVKQJ j^L JL OOLbLV N YNaQ KNVKQ LV OQJ Lj^I\QJ 

ZLO 2LRbIYIQ YQMQ LV OQJ ZL OQJ Lj^I\QJ j^L PQRMNV ON KLOLPQVcN LV %?$$( 

o CNRKIYI\NYI`V NYKIbN LV ONJ \R^LaNJ ZL YQVKIV^IZNZ ] YQVKIVfLVYIN j^L NPLYKLV N ON *LZ ZL 

)LOLPQVcN j^L JLNV VLYLJNRINJ ZL NY^LRZQ YQV ONJ dRLNJ ZL )$( 1ZN\KiVZQJL NO UQRNRIQ ZL ONJ 

MIJMNJ \^ZILVZQ JLR ZL 3 N # LV /=l<U 

� Técnico Especialista en telefoníao 

o ;QVIKQRIhNYI`V ZL NONRMNJ LV ;C1[ G&"+22[ %QVJQONJ ZL OQJ ZIJKIVKQJ JIJKLMNJ ] @LJKI`V ZL 

KIYnLKIVf 2,2? 

o ;QVIKQRIhNYI`V ZL JIJKLMNJ ] N\OIYNYIQVLJ 

o *LJQObLR NYKIbIZNZLJ DIVYIZLVYINJ ]WQ JQOIYIK^ZLJE ZLKLYKNZNJ \QR LOOQJ MIJMQJ Q LJYNONZNJ \QR 

%1, "' DY^NVZQ LO fR^\Q ZL %1, LJKe PQRMNZQE[ \QR ^J^NRIQJ KeYVIYQJ ]WQ \QR ^J^NRIQJ PIVNOLJ 
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o %QM^VIYNR RLJQO^YIQVLJ ZL PQRMN YQQRZIVNZN YQV QKRQJ fR^\QJ[ N ^J^NRIQJ PIVNOLJ 

o &JYNONR L IVKLROQY^YI`V NYKIbN aIONKLRNO YQV 2Q\QRKL 0NaRIYNVKL 

o XNYLR JLf^IMILVKQ ] RL\QRKL ZL NYKIbIZNZLJ LJYNONZNJ 

o &ONaQRNR IVPQRMLJ ZL IVYIZLVKLJ aNkQ \LKIYI`V 

o #NR JQ\QRKL N ON LONaQRNYI`V ZL IVPQRMLJ ZL RL\QRKL ] 1"2 

o 4NOIZNR KeYVIYN ] LYQV`MIYN ZL KRNaNkQJ ZL YQVKRNKNJ ZL YNaOLNZQ ^ QKRNJ RLONYIQVNZNJ 

o %QONaQRNR LV ON fLJKI`V ] NViOIJIJ ZL \RQaOLMNJ 

o 1JLf^RNR LVKRLfN YQRRLYKN ZL %#* N N\OIYNYI`V ZL KNRIPIYNYI`V 

o %QVKRQO ] JLf^IMILVKQ ZL KQZQJ OQJ KIYnLKJ ] ZL ONJ ZL\LVZLVYINJ YQV KLRYLRQJ UNJKN ON RLJQO^YI`V 

] YILRRL 

o 1YK^NOIhNYI`V ZL \NRYULJ[ PIRMqNRL ] YNMaIQJ ZL bLRJI`V ZL OQJ JIJKLMNJ N J^ YNRfQ[ NZN\KiVZQJL 

N ONJ bLVKNVNJ ZL YQRKL j^L %NVNO PIkL[ \^ZIeVZQJL ZNR LV K^RVQJ ZL MNpNVN[ KNRZL T VQYUL 

o %QQRZIVNR NYKIbIZNZ ] VLYLJIZNZLJ YQV iRLNJ KeYVIYNJ ZL %?$$ YIRY^IKQJ ] Q\LRNZQRLJ( 1OKNJ[ 

RLNJIfVNYIQVLJ[ MIfRNYIQVLJ ZL \RIMNRIQJ ] 2$CT)R^Vn 

o *LJQO^YI`V ZL IVYIZLVYINJ LVKRL ONJ YLVKRNOIKNJ LlIJKLVKLJ ] ON YQVLlI`V YQV OQJ Q\LRNZQRLJ ZL 

KLOLYQM^VIYNYIQVLJ LV Y^NVKQ N YIRY^IKQJ \RIMNRIQJ DPIkQJ ] M`bIOLJE ] N LVONYLJ 2$CT)R^Vn( &V 

IVKLROQY^YI`V YQV OQJ RLJ\QVJNaOLJ ZL OQJ ZIJKIVKQJ JLRbIYIQJ ] NZN\KiVZQJL N ONJ bLVKNVNJ ZL 

YQRKL j^L JL PIkLV 

o @LVLRNYI`V NViOIJIJ ] Ll\OIYNYI`V ZL KRNhNJ ZL KRiPIYQ ZL bQh ] ZL ZNKQJ \NRN ON RLJQO^YI`V ZL 

IVYIZLVYINJ YQV LOLMLVKQJ LlKLRVQJ N ONJ YLVKRNOIKNJ 

o $M\ONVKNYI`V ZL MLZIZNJ ZL JLf^RIZNZ LV OQJ JIJKLMNJ IVPQRMiKIYQJ ] YQM^VIYNYIQVLJ j^L 

PQRMNV \NRKL ZL ON )LOLPQVcN 0IkN 

o #QY^MLVKNYI`V ZL \RQYLJQJ ] \RQYLZIMILVKQJ ZL JIJKLMNJ IVPQRMiKIYQJ ] YQM^VIYNYIQVLJ 

o %QONaQRNYI`V LV LO YQVKRQO ZL KRNaNkQJ RLNOIhNZQJ \QR KLRYLRQJ 

o 2^\LRbIJI`V ] ZIRLYYI`V ZL \RQ]LYKQJ L IVJKNONYIQVLJ ZL )LOLPQVcN 0IkN 

o +RfNVIhNYI`V[ ZIJKRIa^YI`V[ ZIRLYYI`V ] J^\LRbIJI`V ZL OQJ KRNaNkQJ ZL \LRJQVNO KeYVIYQ 

o @LJKI`V ZL JQOIYIK^ZLJ L IVYIZLVYINJ LV )LOLPQVcN 0IkN 

o CR^LaNJ ZL JIJKLMNJ[ L IVKLfRNYI`V 

o C^LJKN LV \RQZ^YYI`V ZL JIJKLMNJ 

o #QY^MLVKNYI`V ZL \RQYLJQJ ] JIJKLMNJ 

o %QONaQRNYI`V LV ON LONaQRNYI`V ZL \OILfQJ KeYVIYQJ ] NZMIVIJKRNKIbQJ 

o %QONaQRNR LV ON ZLPIVIYI`V ZLO NOYNVYL ZL V^LbQJ \RQ]LYKQJ ZL ZLJNRRQOOQ ]WQ IM\ONVKNYI`V ZL 

N\OIYNYIQVLJ ZL )LOLPQVcN 0IkN ] LONaQRNYI`V ZL J^ YNJQ ZL VLfQYIQ NJQYINZQ 

o 2^\LRbIJNR ] YQONaQRNR LV LO NViOIJIJ[ ZIJLpQ[ ZLJNRRQOOQ[ \R^LaNJ ] \^LJKN LV \RQZ^YYI`V ZL 

\RQ]LYKQJ ZL IM\ONVKNYI`V ZL V^LbNJ N\OIYNYIQVLJ 



37

SERVICIOS DE MANTENIMIENTO DEL SISTEMA DE TELEFONÍA FIJA DE CANAL DE ISABEL II

EXPEDIENTE N.º: 78/2022

C
a
n
a
l 
d
e
 I

s
a
b
e
l 
II

 S
.A

 i
n
s
c
ri
ta

 e
n
 e

l 
R

e
g
is

tr
o
 M

e
rc

a
n
ti
l d

e
 M

a
d
ri
d
 a

l 
T

o
m

o
 2

9
.7

3
3
, 
F

o
lio

 8
6
, 

S
e
c
c
ió

n
 8

, 
H

o
ja

 M
-5

3
4
9
2
9
 e

 I
n
s
c
ri
p
c
ió

n
 1

ª,
 N

IF
 A

8
6
4
8
8
0
8
7
, 

D
o
m

ic
ili

o
 S

o
c
ia

l: 
C

/ 
S

a
n
ta

 E
n
g
ra

ci
a
, 

1
2
5
, 

2
8
0
0
3
 M

a
d
ri
d

Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

o @LJKIQVNR[ J^\LRbIJNR ] \NRKIYI\NR LV OQJ JLRbIYIQJ ZL JQ\QRKL[ MNVKLVIMILVKQ YQRRLYKIbQ[ 

LbQO^KIbQ[ NZN\KNKIbQ ] \RLbLVKIbQ ZL N\OIYNYIQVLJ ZL )LOLPQVcN 0IkN 

o 1ZMIVIJKRNYI`V ZL JIJKLMNJ 

o &bNO^NYI`V ZL JIJKLMNJ[ N\QRKNVZQ JQO^YIQVLJ ZL MLkQRN ZL ON )LOLPQVcN 0IkN ] JLRbIYIQJ 

JQ\QRKNZQJ 

o *LbIJI`V ZL NRj^IKLYK^RN ZL JIJKLMNJ 

o ;NVKLVIMILVKQ ZL JIJKLMNJ ] YQONaQRNYI`V LV ON ZLPIVIYI`V ZL \RQYLZIMILVKQJ ZL 

MNVKLVIMILVKQ 

o 1YK^NOIhNYI`V ZL JIJKLMNJ DbLRJIQVLJW\NRYULJE 

o CNRKIYI\NYI`V NYKIbN LV ONJ \R^LaNJ ZL YQVKIV^IZNZ ] YQVKIVfLVYIN j^L NPLYKLV N ON *LZ ZL 

)LOLPQVcN j^L JLNV VLYLJNRINJ ZL NY^LRZQ YQV ONJ dRLNJ ZL )$( 1ZN\KiVZQJL NO UQRNRIQ ZL ONJ 

MIJMNJ \^ZILVZQ JLR ZL 3 N # LV /=l<U 

� Técnico especialista en redes: 

o #NR JQ\QRKL KeYVIYQ NVKL IVYIZLVYINJ ZL RLZ KNVKQ N VIbLO ZL RQ^KIVf YQMQ N VIbLO ZL PIRLqNOO 

o #NR JQ\QRKL LV ON LONaQRNYI`V ZL IVPQRMLJ ZL 1"2 

o %QONaQRNR LV ON fLJKI`V ZL \RQaOLMNJ[ IVYO^IZN ON KQMN ZL KRNhNJ j^L N]^ZLV N IZLVKIPIYNR Q 

LbIZLVYINR LO QRIfLV ZL ^V \RQaOLMN 

o %QVKRQO ] JLf^IMILVKQ ZL KQZQJ OQJ KIYnLKJ RLONYIQVNZQJ YQV \RQaOLMNJ Q IVYIZLVYINJ ZL \RQKQYQOQ 

2$C[ \RQKQYQOQJ ZL RLZ 3/W38 UNJKN ON RLJQO^YI`V ] YILRRL 

o XNYLR JLf^IMILVKQ ] RL\QRKL ZL NYKIbIZNZLJ LJYNONZNJ 

o %QVPIf^RNYI`V ZL OQJ JIJKLMNJ N J^ YNRfQ 

o 1YK^NOIhNYI`V LV ONJ 99## j^L fLJKIQVNV ON KLOLPQVcN ZL KQZQ LO fR^\Q 

o 1YK^NOIhNYI`V ZL \NRYULJ[ PIRMqNRL ] YNMaIQJ ZL bLRJI`V ZL OQJ JIJKLMNJ N J^ YNRfQ[ NZN\KiVZQJL 

N ONJ bLVKNVNJ ZL YQRKL j^L %NVNO PIkL[ \^ZIeVZQJL ZNR LV K^RVQJ ZL MNpNVN[ KNRZL Q VQYUL ZL 3 

N # 

o $M\ONVKNYI`V ZL MLZIZNJ ZL JLf^RIZNZ LV OQJ JIJKLMNJ IVPQRMiKIYQJ ] YQM^VIYNYIQVLJ 

o #QY^MLVKNYI`V ZL \RQYLJQJ ] \RQYLZIMILVKQJ ZL JIJKLMNJ IVPQRMiKIYQJ ] YQM^VIYNYIQVLJ  

o %QONaQRNYI`V LV LO YQVKRQO ZL KRNaNkQJ RLNOIhNZQJ \QR KLRYLRQJ 

o 2^\LRbIJI`V ] ZIRLYYI`V ZL \RQ]LYKQJ L IVJKNONYIQVLJ ZL )LOLPQVcN 0IkN 

o +RfNVIhNYI`V[ ZIJKRIa^YI`V[ ZIRLYYI`V ] J^\LRbIJI`V ZL OQJ KRNaNkQJ ZL \LRJQVNO KeYVIYQ(  

o @LJKI`V ZL JQOIYIK^ZLJ L IVYIZLVYINJ LV )LOLPQVcN 0IkN(  

o 1ViOIJIJ ZL \RQaOLMNJ(  

o @LVLRNYI`V ZL KRNhNJ YQMQ \NRKL IVYO^IZN LV LO NViOIJIJ ] RLJQO^YI`V ZL IVYIZLVYINJ 

o $M\ONVKNYI`V ]WT YQVKRQO ZL MLZIZNJ ZL JLf^RIZNZ LV OQJ JIJKLMNJ j^L PQRMNV \NRKL ZL ON 

)LOLPQVcN 0IkN 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

o CR^LaNJ ZL JIJKLMNJ[ L IVKLfRNYI`V 

o C^LJKN LV \RQZ^YYI`V ZL JIJKLMNJ 

o #QY^MLVKNYI`V ZL \RQYLJQJ ] JIJKLMNJ 

o %QONaQRNYI`V LV ON LONaQRNYI`V ZL \OILfQJ KeYVIYQJ ] NZMIVIJKRNKIbQJ 

o %QONaQRNYI`V LV LO YQVKRQO ZL KRNaNkQJ RLNOIhNZQJ \QR KLRYLRQJ 

o %QONaQRNR LV ON ZLPIVIYI`V ZLO NOYNVYL ZL V^LbQJ \RQ]LYKQJ ZL ZLJNRRQOOQ ]WQ IM\ONVKNYI`V ZL 

N\OIYNYIQVLJ ZL )LOLPQVcN 0IkN ] LONaQRNYI`V ZL J^ YNJQ ZL VLfQYIQ NJQYINZQ 

o 2^\LRbIJNR ] YQONaQRNR LV LO NViOIJIJ[ ZIJLpQ[ ZLJNRRQOOQ[ \R^LaNJ ] \^LJKN LV \RQZ^YYI`V ZL 

\RQ]LYKQJ ZL IM\ONVKNYI`V ZL V^LbNJ N\OIYNYIQVLJ Q NYK^NOIhNYI`V ZL LlIJKLVKLJ[ aILV ZL MNVLRN 

ZIRLYKN Q KRNbeJ ZLO YQVKRQO ] fLJKI`V ZL ^VN YQVKRNKN 

o @LJKIQVNR[ J^\LRbIJNR ] \NRKIYI\NR LV OQJ JLRbIYIQJ ZL JQ\QRKL[ MNVKLVIMILVKQ YQRRLYKIbQ[ 

LbQO^KIbQ[ NZN\KNKIbQ ] \RLbLVKIbQ ZL N\OIYNYIQVLJ ZL )LOLPQVcN 0IkN 

o 1ZMIVIJKRNYI`V ZL JIJKLMNJ 

o &bNO^NYI`V ZL JIJKLMNJ[ N\QRKNVZQ JQO^YIQVLJ ZL MLkQRN ZL ON )LOLPQVcN 0IkN ] JLRbIYIQJ 

JQ\QRKNZQJ 

o *LbIJI`V ZL NRj^IKLYK^RN ZL JIJKLMNJ 

o ;NVKLVIMILVKQ ZL JIJKLMNJ ] YQONaQRNYI`V LV ON ZLPIVIYI`V ZL \RQYLZIMILVKQJ ZL 

MNVKLVIMILVKQ 

o 1YK^NOIhNYI`V ZL JIJKLMNJ DbLRJIQVLJW\NRYULJE 

o ;QVIKQRIhNYI`V ZL JIJKLMNJ ] N\OIYNYIQVLJ 

o CNRKIYI\NYI`V NYKIbN LV ONJ \R^LaNJ ZL YQVKIV^IZNZ ] YQVKIVfLVYIN j^L NPLYKLV N ON *LZ ZL 

)LOLPQVcN j^L JLNV VLYLJNRINJ ZL NY^LRZQ YQV ONJ dRLNJ ZL )$( 1ZN\KiVZQJL NO UQRNRIQ ZL ONJ 

MIJMNJ \^ZILVZQ JLR ZL 3 N # LV /=l<U 

� Técnico Especialista de softw are: 

o 1YK^NOIhNYI`V ZL \NRYULJ ] YNMaIQJ ZL bLRJI`V ZL OQJ JIJKLMNJ N J^ YNRfQ LV IVKLROQY^YI`V YQV 

OQJ fR^\QJ ZL )$[ NZN\KiVZQJL N ONJ bLVKNVNJ ZL YQRKL j^L %NVNO PIkL[ \^ZIeVZQJL ZNR LV K^RVQJ 

ZL MNpNVN[ KNRZL Q VQYUL ZL 3 N #( 

o *LNOIhNR NViOIJIJ ZL IM\NYKQ JQaRL ONJ N\OIYNYIQVLJ ZL KLOLPQVcN NVKL NYK^NYIQVLJ \QR \NRKL ZLO 

4;rNRL( 

o *LNOIhNR ONJ \LKIYIQVLJ ZL Mij^IVNJ bIRK^NOLJ[ ZLPIVIYI`V ZL RLj^IJIKQJ L IVJKNONYI`V ZL +41J( 

o 1ZMIVIJKRNYI`V ZL Mij^IVNJ bIRK^NOLJ[ NOMNYLVNMILVKQ ] aNYn^\J QV \RLMIJL Q %OQ^Z( 

o *LY^\LRNYI`V ZL 2VN\JUQKJ ]WQ \RQYLJQJ j^L JL RLj^ILRNV LV IVKLROQY^YI`V YQV )$( 

o *LNOIhNYI`V ZL ONJ YQVPIf^RNYIQVLJ LV X1 ZL ONJ N\OIYNYIQVLJ ZL KLOLPQVcN j^L OQ RLj^ILRNV( 

o CRQfRNMNYI`V LV 3IV^l ZL KNRLNJ LV %*+")19( 

o 1ZMIVIJKRNYI`V fLVLRNO ZL ON Mij^IVN( 
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o @LJKI`V ZL ONJ IVYIZLVYINJ LV IVKLROQY^YI`V YQV OQJ JLRbIYIQJ ZL )$( 

o @LJKI`V ZL NOMNYLVNMILVKQ ] aNYn^\J 

o 2^\LRbIJNR ] RLJQObLR \RQaOLMNJ ZL JLRbIZQRLJ 

o $VJKNONYI`V ZL 3IV^l ] ;NVKLVIMILVKQ ZL CNYnNfLJ 

o %QMNVZQJ @", ] ,VIl 

o #IJ\QJIKIbQJ[ 2IJKLMN ZL PIYULRQJ 3IV^l ] :LRNRj^cN &JKiVZNR ZL 2IJKLMNJ ZL PIYULRQJ 3IV^l( 2ULOOJ[ 

2YRI\KIVf ] NZMIVIJKRNYI`V ZL ZNKQJ( $VKLRPNYLJ ] &JYRIKQRIQJ 

o $M\ONVKNYI`V ZL MLZIZNJ ZL JLf^RIZNZ LV OQJ JIJKLMNJ IVPQRMiKIYQJ ] YQM^VIYNYIQVLJ 

o #QY^MLVKNYI`V ZL \RQYLJQJ ] JIJKLMNJ IVPQRMiKIYQJ ] YQM^VIYNYIQVLJ 

o %QVKRQO[ RLfIJKRQ[ RLVQbNYI`V L IVJKNONYI`V UNJKN ON PIRMN ZL OQJ YLRKIPIYNZQJ ZL ONJ Mij^IVNJ j^L 

OQ RLj^ILRNV IVYO^IZQJ OQJ KLRMIVNOLJ 

o @LVLRNYI`V ZL KRNhNJ LV ONJ j^L JL IZLVKIPIj^L ON YN^JN ZL ^VN \QJIaOL b^OVLRNaIOIZNZ 

o @LJKIQVNR KNRLNJ fLVLRNOLJ NJQYINZNJ N ONJ IVPRNLJKR^YK^RNJ XrW2r 

o %QQRZIVNR VLYLJIZNZLJ L IVYIZLVKLJ YQV iRLN )$ ZL %?$$ 

o 2^\LRbIJI`V ] ZIRLYYI`V ZL \RQ]LYKQJ L IVJKNONYIQVLJ ZL )LOLPQVcN 0IkN 

o +RfNVIhNYI`V[ ZIJKRIa^YI`V[ ZIRLYYI`V ] J^\LRbIJI`V ZL OQJ KRNaNkQJ ZL \LRJQVNO KeYVIYQ 

o @LJKI`V ZL JQOIYIK^ZLJ L IVYIZLVYINJ LV )LOLPQVcN 0IkN 

o CR^LaNJ ZL JIJKLMNJ[ L IVKLfRNYI`V 

o C^LJKN LV \RQZ^YYI`V ZL JIJKLMNJ 

o %QONaQRNYI`V LV ON LONaQRNYI`V ZL \OILfQJ KeYVIYQJ ] NZMIVIJKRNKIbQJ 

o %QONaQRNYI`V LV LO YQVKRQO ZL KRNaNkQJ RLNOIhNZQJ \QR KLRYLRQJ 

o %QONaQRNR LV ON ZLPIVIYI`V ZLO NOYNVYL ZL V^LbQJ \RQ]LYKQJ ZL ZLJNRRQOOQ ]WQ IM\ONVKNYI`V ZL 

N\OIYNYIQVLJ ZL )LOLPQVcN 0IkN ] LONaQRNYI`V ZL J^ YNJQT ZL VLfQYIQT NJQYINZQ 

o 2^\LRbIJNR ] YQONaQRNR LV LO NViOIJIJ[ ZIJLpQ[ ZLJNRRQOOQ[ \R^LaNJ ] \^LJKN LV \RQZ^YYI`V ZL 

\RQ]LYKQJ ZL IM\ONVKNYI`V ZL V^LbNJ N\OIYNYIQVLJ T NYK^NOIhNYI`V ZL LlIJKLVKLJ[ aILV ZL MNVLRN 

ZIRLYKN T KRNbeJ ZLO YQVKRQO ] fLJKI`V ZL ^VN YQVKRNKN 

o @LJKIQVNR[ J^\LRbIJNR ] \NRKIYI\NR LV OQJ JLRbIYIQJ ZL JQ\QRKL[ MNVKLVIMILVKQT YQRRLYKIbQ[ 

LbQO^KIbQ[ NZN\KNKIbQT ] \RLbLVKIbQT ZL N\OIYNYIQVLJ ZL )LOLPQVcN 0IkN 

o 1ZMIVIJKRNYI`V ZL JIJKLMNJ 

o &bNO^NYI`V ZL JIJKLMNJ[ N\QRKNVZQT JQO^YIQVLJ ZL MLkQRN ZL ON )LOLPQVcN 0IkN ] JLRbIYIQJ 

JQ\QRKNZQJ 

o *LbIJI`V ZL NRj^IKLYK^RN ZL JIJKLMNJ 

o ;NVKLVIMILVKQ ZL JIJKLMNJ ] YQONaQRNYI`V LV ON ZLPIVIYI`V ZL \RQYLZIMILVKQJ ZL 

MNVKLVIMILVKQ 

o 1YK^NOIhNYI`V ZL JIJKLMNJ DbLRJIQVLJW\NRYULJE 

o ;QVIKQRIhNYI`V ZL JIJKLMNJ ] N\OIYNYIQVLJ  
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

o @LVLRNYI`V ZL JYRI\KJ \NRN N^KQMNKIJMQJ YQV C]KUQV 

o @LVLRNYI`V ZL JYRIK\J \NRN 3IV^l 

o ;NVLkQ ZL \RQKQYQOQ 2;)C \NRN LVbcQ ZL IVPQRMLJ N^KQMNKIhNZQJ( 

o $VJKNONYI`V ZL CQJKPIl ] YOILVKLJ ZL LVbcQ ZL YQRRLQ ;,))( 

o @LJKI`V ZL MQVIKQRIhNYI`V( &l\OQKNYI`V ZL ZNKQJo 

o $VKLfRNYI`V YQV 2";C 

o ;QVIKQRIhNYI`V LV KILM\Q RLNO YQV aNJLJ ZL ZNKQJ KI\Q &ONJKIYJLNRYU[ $VPO^l[ fLJKQRLJ ZL OQfJ KQ\T 

3QfJKNJU[ bIJ^NOIhNZQRLJ ZL ZNKQJ KI\Q @RNPNVN ] RLYQOLYKQRLJ ZL IVPQRMNYI`V ] RLYQ\IONYI`V ZL 

MeKRIYNJ 

o #LJNRRQOOQ L IVKLfRNYI`V ZL N\OIYNYIQVLJo \U]KQV( $VJKNONYI`V[ MIfRNYI`V ZL \Nj^LKLJ \NRN 

N^KQMNKIJMQJ[ qLaJLRbIYLJ[ 2LRbIZQR 1\NYUL/[ IVJKNONYI`V ZL JLRbIYIQJ( 

o CRQfRNMNYI`V CU\ <(8 Q J^\LRIQR( 

o CRQfRNMNYI`V X);3 ( 

o 9NJLJ ZL ZNKQJ +RNYOL ] ;]2F3 

o CNRKIYI\NYI`V NYKIbN LV ONJ \R^LaNJ ZL YQVKIV^IZNZ ] YQVKIVfLVYIN j^L NPLYKLV N ON *LZ ZL 

)LOLPQVcN j^L JLNV VLYLJNRINJ ZL NY^LRZQ YQV ONJ dRLNJ ZL )$( 1ZN\KiVZQJL NO UQRNRIQ ZL ONJ 

MIJMNJ \^ZILVZQ JLR ZL 3 N # LV /=l<U( 

8.1. FLEXIBILIDAD TECNOLÓGICA 

3N *LZ ZL )LOLPQVcN ZL %?$$ KILVL LV Q\LRNYI`V ZIJKIVKNJ KLYVQOQfcNJ( &V YQVM^KNYI`V D4Q$C ;6+"&[ 12)&*$2S ] 

)LNMJ CUQVLE[ LV KLYVQOQfcN ZL KLRMIVNOLJ DNVNO`fIYQJ[ ZIfIKNOLJ[ $C[ 2$CT#&%)E[ LV KLYVQOQfcNJ ZL KRNVJ\QRKL ] 

RLZLJ ZL ZNKQJ[ NJc YQMQ LV N\OIYNYIQVLJ ZL bNOQR NpNZIZQ LV LO iMaIKQ ZL OQJ JLRbIYIQJ ZL bQh( )QZNJ PQRMNV LO 

YQVk^VKQ QakLKQ ZL +A;[ j^L RLj^ILRLV ZLO @LJKQR +A; ZIbLRJIZNZ ZL YN\NYIZNZLJ ] YQVQYIMILVKQ( 

1ZIYIQVNOMLVKL JL NM\OINRi ON YN\NYIZNZ ZL YQM^VIYNYIQVLJ ̂ VIPIYNZNJ ^KIOIhNVZQ ON IVKLfRNYI`V YQV )LNMJ CUQVL( 

&JKN fLJKI`V ZL ON MIfRNYI`V PQRMN \NRKL KNMaIeV ZLO ;QZLOQ +A;( 

0IVNOMLVKL[ LV ^V UQRIhQVKL N MLZIQ \ONhQ LO ;QZLOQ +A; KNMaIeV ZLaL ZL YQVKLM\ONR KLVLR ON YN\NYIZNZ ZL 

NJ^MIR ON IVKRQZ^YYI`V ZL V^LbNJ KLYVQOQfcNJ LV ON RLZ ] \QR KNVKQ ON YN\NYIZNZ \NRN NJ^MIR J^ Q\LRNYI`V ] 

MNVKLVIMILVKQ( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

8.2. DETALLE DEL ALCANCE 

3QJ KRNaNkQJ QakLKQ ZLO 2LRbIYIQ +A; IVYO^IZQJ LV LO NOYNVYL N RLNOIhNR \QR LO G estor O&M JQV todos los necesarios

\NRN YQVJLf^IR IM\ONVKNR ] UNYLR Q\LRNKIbQ LO ;QZLOQ +A; ZL NY^LRZQ YQV OQJ RLj^LRIMILVKQJ LJKNaOLYIZQJ LV 

LJKL Pliego de Prescripciones Técnicas ] \RLJKNR LO 2LRbIYIQ ZL +A; ZL ON *LZ ZL )LOLPQVcN(  

� Definición del Modelo O&M. 

2L RLPILRL N ON ZLPIVIYI`V LV ZLKNOOL ZL OQJ LOLMLVKQJ ZLO ;QZLOQ D\RQ\^LJKN ZL bNOQR[ \RQYLJQJ ] \RQYLZIMILVKQJ[ 

MQZLOQJ ZL RLONYI`V YQV KLRYLRQJ RLONYIQVNZQJ[ RLY^RJQJ KeYVIYQJ ] MNKLRINOLJ[ YN\IKNO U^MNVQ[ NOINVhNJ YONbL YQV 

PNaRIYNVKLJ[ N\OIYNYIQVLJ IVPQRMiKIYNJ JQ\QRKL N ON fLJKI`V +A;( Se entiende que el G estor O &M  cuenta con un 

m odelo propio probado (requisito de solvencia técnica) que deberá adaptar a la realidad de CYII y som eterlo a 

su validación.

� Dotación m edios técnicos y m ateriales  

&O G estor O&M ZLaLRi \QVLR N ZIJ\QJIYI`V ZLO 2LRbIYIQ KQZQJ OQJ RLY^RJQJ j^L JL IZLVKIPIj^LV LV ON ZLPIVIYI`V ZLO 

MQZLOQ NO IVIYIQ ZL ON \RLJKNYI`V ZLO JLRbIYIQ ] OQJ j^L \^ZILRNV VLYLJIKNRJL YQMQ YQVJLY^LVYIN ZL ON \RLJKNYI`V 

ZINRIN ZLO 2LRbIYIQ +A;( 

� Dotación y gestión de repuestos (term inales y accesorios) 

2L YQVJIZLRN \NRKL ZLO NOYNVYL ON ZQKNYI`V ZL ^V \Nj^LKL ZL KLRMIVNOLJ ] NYYLJQRIQJ ZL \^LJKQJ ZL ^J^NRIQ YQMQ 

RL\^LJKQJ \NRN \QZLR NKLVZLR ZL ^VN PQRMN MiJ LPLYKIbN IVYIZLVYINJ Q \LKIYIQVLJ j^L RLj^ILRNV ZQKNYI`V ZL 

V^LbQJ MLZIQJ Q J^JKIK^YI`V ZL QKRQJ( 3N fLJKI`V ZL LJKQJ KLRMIVNOLJ ZLaL LJKNR NOIVLNZQ ] YQQRZIVNZN YQV OQJ 

\RQYLZIMILVKQJ ZLO iRLN LYQV`MIYQTPIVNVYILRN ZL %?$$( 

� Dotación y gestión de capital hum ano 

&J \NRKL ZLO NOYNVYL ON IVYQR\QRNYI`V ZL OQJ \RQPLJIQVNOLJ VLYLJNRIQJ \NRN ON fLJKI`V ] ON Q\LRNYI`V ZLO ;QZLOQ LV 

J^J ZIJKIVKQJ \LRPIOLJ[ JLfmV JL \RQ\QVfN ] JL RNKIPIj^L[ YQMQ JQV LO YQVJ^OKQR ZL MLkQRN ZL \RQYLJQJ ] OQJ KeYVIYQJ 

"/W"8 NJ^MIZQJ \QR LO YQVKRNKIJKN(

#LaL IVYO^IR NZIYIQVNOMLVKL KQZQJ OQJ NJ\LYKQJ ZL PQRMNYI`V \NRN NJLf^RNR ON YN\NYIKNYI`V KeYVIYN[ YQMQ ZL 

NZMIVIJKRNYI`V ONaQRNO ] Y^M\OIMILVKQ VQRMNKIbQ JQaRL \RLbLVYI`V ZL RILJfQJ ONaQRNOLJ[ ] KRNaNkQJ ZL fLJKI`V ZL 

Lj^I\QJ DMQKIbNYI`VE \NRN YQVJLf^IR ^V YOIMN ZL KRNaNkQ \QJIKIbQ ] MIVIMIhNR RNKIQJ ZL RQKNYI`V j^L J^\QVLV 

\eRZIZNJ ZL YQVQYIMILVKQ ] ZL LPIYILVYIN( 

� Gestión del cam bio 

)RNaNkQJ \NRN PNYIOIKNR YNMaIQ UNYIN LO V^LbQ ;QZLOQ +A; N OQJ ^J^NRIQJ ZL %?$$[ IVYO^]LVZQ NYKIbIZNZLJ ZL 

YQM^VIYNYI`V[ LONaQRNYI`V ZL MNV^NOLJ ZL \RQYLZIMILVKQJ[ ] PQRMNYI`V( 
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2L LONaQRNRi ZQY^MLVKNYI`V ZLKNOONZN ZL YNZN YQVPIf^RNYI`V j^L JL RLNOIYL LV Y^NOj^ILR LOLMLVKQ ZL ON *LZ ZL 

)LOLPQVcN( &V YNJQ ZL VQ JLR YQM\OLKN Q YQV ^V VIbLO ZL ZLKNOOL J^PIYILVKL \NRN ON YQM\RLVJI`V ZL KeYVIYQJ VQ 

Ll\LRKQJ[ JL RLUNRi UNJKN ON bNOIZNYI`V ZL ON MIJMN \QR \NRKL ZL %?$$( 

� Gestión de procesos del Modelo O&M y Catálogo de Servicios 

)RNaNkQJ VLYLJNRIQJ \NRN asegurar el m ejor funcionam iento de la Red de Telefonía N VIbLO KeYVIYQ[ P^VYIQVNO ] ZL 

VLfQYIQ[ ZL fLJKI`V ZL OQJ MLZIQJ KeYVIYQJ ] U^MNVQJ NZJYRIKQJ NO 2LRbIYIQ( 

� Gestión de relaciones con terceros  

&O G estor O&M ZLaLRi MNVKLVLR ON NZLY^NZN YQQRZIVNYI`V YQV KLRYLRQJ j^L \^LZNV KLVLR RLONYI`V YQV ON RLZ ] LO 

2LRbIYIQ ZL )LOLPQVcN ZL %?$$ LV fLVLRNO ] LJ\LYINOMLVKL YQV Nj^LOOQJ j^L JLNV RLJ\QVJNaOLJ ZL JLRbIYIQJ Q 

LOLMLVKQJ KLYVQO`fIYQJ Y^]N Q\LRNYI`V KLVfN ^V IM\NYKQ ZIRLYKQ LV ON ZIJ\QVIaIOIZNZ[ YQVKIV^IZNZ ] YNOIZNZ ZLO 

2LRbIYIQ ZL KLOLPQVcN ZL %?$$( 

2L IZLVKIPIYNVo 

� @R^\QJ )eYVIYQJ %?$$ ZL ONJ iRLNJ ZL KLOLYQM^VIYNYI`V ] JIJKLMNJ ZL IVPQRMNYI`V 

� 2LRbIYL #LJn D1KLVYI`V ^J^NRIQJ JIJKLMNJ ZL IVPQRMNYI`VE 

� +\LRNZQRLJ ZL KLOLYQM^VIYNYI`V \RQbLLZQRLJ ZL OQJ JLRbIYIQJ ZL YQVLlI`V N ON RLZ \maOIYN Q ZL QKRQJ 

RLONYIQVNZQJ j^L \^ZILRNV LJKNR YQVKRNKNZQJ 

� 0NaRIYNVKLJ ZL ONJ JQO^YIQVLJ KLYVQO`fIYNJ ZLJ\OLfNZNJ 

� CRQbLLZQRLJ ZL 2LRbIYIQJ LV %OQ^Z 

� %QVKRNKNJ ZL YNaOLNZQ 

2L YQVKLM\ONVo 

� 1\LRK^RN[ KRNJ\NJQ ] VQKIPIYNYI`V ZL IVYIZLVYINJ N KLRYLRQJ 

� 2Lf^IMILVKQ ZL RLJQO^YI`V ZL IVYIZLVKLJ ZL RLZ fLJKIQVNZQJ \QR KLRYLRQJ 

� %QQRZIVNYI`V Q\LRNKIbN LV NYKIbIZNZLJ ZL JLRbIYIQ[ YNMaIQJ ] \RQ]LYKQJ 

� @LJKI`V ZL YQVJ^OKNJ RLNOIhNZNJ Q RLYIaIZNJ 

� 2QOIYIK^ZLJ ZL V^LbQJ MLZIQJ Q JLRbIYIQJ 

� %QM\RQaNYI`V ] \R^LaNJ ZL RLJQO^YIQVLJ ZL IVYIZLVKLJ Q ZLJ\OILf^LJ ZL V^LbQJ LOLMLVKQJ Q JLRbIYIQJ 

� Acuerdos de soporte con fabricantes 

&O @LJKQR +A; ZLaLRi YQVKNR YQV 1Y^LRZQJ ZL 2Q\QRKL ZL PNaRIYNVKLJ ZL ONJ KLYVQOQfcNJ YONbL ZL ON *LZ ZL 

)LOLPQVcN JILVZQ LO YQJKL ZL LJKL JQ\QRKL \NRKL ZLO NOYNVYL( 

� Descripción del servicio Mitel Service Manager 

Descripción general 
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@LJKIQVN KQZQJ OQJ NJ\LYKQJ KeYVIYQJ ZL ON RLONYI`V ZL ;IKLO &J\NpN YQV LO YOILVKL Z^RNVKL KQZQ LO YIYOQ ZL bIZN ZLO 

\RQ]LYKQWYQVY^RJQ( 

)RNaNkN LV LJKRLYUN YQONaQRNYI`V YQV LO RLJ\QVJNaOL YQMLRYINO ZL ;IKLO ]WQ ZLO \NRKVLR ZL JLRbIYIQJ N YNRfQ ZLO 

YOILVKL( 

CNRKIYI\N LV ONJ RL^VIQVLJ ZL JLf^IMILVKQ ZL \RQ]LYKQWYQVY^RJQ YQV LO RLJKQ ZLO Lj^I\Q ZL KRNaNkQ[ KNVKQ ZLO 

YOILVKL PIVNO YQMQ ZLO RLJKQ ZL J^MIVIJKRNZQRLJ Y^]NJ JQO^YIQVLJ Q JLRbIYIQJ IVKLRNYKmLV YQV ON JQO^YI`V ;IKLO( 

Durante el despliegue/im plantación de soluciones 

1JLf^RN j^L JL ZLJ\OILfN ZL NY^LRZQ NO ZIJLpQ \RQ\^LJKQ ] ON ZQY^MLVKNYI`V KeYVIYN ZL ;IKLO( 

*LNOIhN ^V JLf^IMILVKQ NYKIbQ ZL ONJ IVYIZLVYINJ KeYVIYNJ[ \QKLVYINVZQ NYKIbNMLVKL J^ RLJQO^YI`V( 

$ZLVKIPIYN \QJIaOLJ \RQaOLMNJWRILJfQJ ][ LV YNJQ ZL VLYLJIZNZ[ \RQ\QVL RLbIJIQVLJ LV LO \ONV ZL 

ZLJ\OILf^LWIM\ONVKNYI`V \RLbIJKQ N MLZIZN j^L LbQO^YIQVN LO \RQ]LYKQ( 

Consultoría técnica  

CRQ\QRYIQVN ^V JQ\QRKL YQVKIV^Q NO YOILVKL \NRN YQVPIRMNR j^L YQVKIVmN UNYILVZQ ^V ^JQ LPLYKIbQ ZL OQJ \RQZ^YKQJ 

^VN bLh ZLJ\OLfNZQJ( 

1VNOIhN OQJ \QJIaOLJ \RQaOLMNJ ZLKLYKNZQJ LV ON IVJKNONYI`Vo NONRMNJ[ YQM\QRKNMILVKQJ IM\RLbIJKQJ ZLO JIJKLMN( 

CRQ\QRYIQVN RLJ\^LJKNJ Q aILV J^fILRL NYYIQVLJ LVPQYNZNJ N J^ RLJQO^YI`V( 

*LNOIhN \RQ\^LJKNJ ZL IM\OLMLVKNYI`V ZL OQJ JLRbIYIQJ ZLMNVZNZQJ \QR LO YOILVKL( 

Desarrollo de las soluciones 

1JLJQRN NO YOILVKL JQaRL V^LbQJ \RQZ^YKQJ Q NYK^NOIhNYIQVLJ[ NJc YQMQ JLRbIYIQJ[ j^L \^LZNV JLR NZLY^NZQJ \NRN 

ZLJNRRQOONR J^ VLfQYIQ( 

� Mitel Softw are Assurance 

;IKLO QPRLYL N KQZQJ J^J \NRKVLR N^KQRIhNZQJ ^V JLRbIYIQ ZL 2Q\QRKL )eYVIYQ ZL )LRYLR "IbLO D)2E( CNRN MiJ 

IVPQRMNYI`V JQaRL LJKL 2LRbIYIQ( 

CNRN ONJ N\OIYNYIQVLJ j^L LJKiV YQV 2QPKqNRL 1JJ^RNVYL D2r1E NYKIbQ[ LO 2r1 ZLaL LJKNR NYKIbQ ] LO $VfLVILRQ j^L 

LJYNON LO \RQaOLMN ZLaL LJKNR YLRKIPIYNZQ LV ON N\OIYNYI`V( 

&V fLVLRNO[ \NRN ONJ N\OIYNYIQVLJ JIV ^VN Q\YI`V ZL 2r1[ \QR LkLM\OQ[ OQJ KLRMIVNOLJ[ JL ZLaL ^KIOIhNR LO 2r1 ZL ON 

\ONKNPQRMN ZL bQh( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

Base de Conocim iento 

;IKLO LJKi YQVKIV^NMLVKL IVbLJKIfNVZQ \NRN N]^ZNR N OQJ \NRKVLR N^KQRIhNZQJ N ZNR ^V JLRbIYIQ LlYL\YIQVNO N J^J 

YOILVKLJ(  

1ZQ\KNVZQ ONJ MLkQRLJ \RiYKIYNJ ZL ON IVZ^JKRIN[ ON aNJL ZL YQVQYIMILVKQ ZL ;IKLO LJKi ZIJLpNZN \NRN N]^ZNR N 

LVYQVKRNR KQZQJ OQJ \RQaOLMNJ YQVQYIZQJ JIV ZLMQRNJ(  

Com unidades de Soporte Técnico  

;IKLO KILVL ^VN RLZ fOQaNO ZL \NRKVLRJ N^KQRIhNZQJ YQV \RQP^VZQJ YQVQYIMILVKQJ LV J^J \RQZ^YKQJ j^L OLJ 

YN\NYIKNV \NRN ZLJY^aRIR OQJ \QJIaOLJ \RQaOLMNJ LV ONJ IVJKNONYIQVLJ( 

3NJ YQM^VIZNZLJ KeYVIYNJ \LRMIKLV N \NRKVLR YLRKIPIYNZQJ YQM\NRKIR ON IVPQRMNYI`V ] N]^ZNRJL ^VQJ N QKRQJ LV ^V 

LVKQRVQ \RQPLJIQVNO j^L LJKi YQM\OLKNMLVKL IVKLfRNZQ LV \RQYLJQ S%2( 

;IKLO NZMIVIJKRN LJNJ YQM^VIZNZLJ \NRN YQVPIRMNR ON LlNYKIK^Z ZL OQJ YQVKLVIZQJ L IVYO^IRi LV J^ aNJL ZL 

YQVQYIMILVKQJ Nj^LOOQJ j^L LJKIML IM\QRKNVKLJ \NRN RLJQObLR P^K^RQJ YNJQJ( 

Solicitudes de Servicio  

&O MeKQZQ MiJ LPIYILVKL ] LPLYKIbQ \NRN \RQfRLJNR ^V IVYIZLVKL LJ JILM\RLo 

CNRN YRLNR ^VN \LKIYI`V ZL JLRbIYIQ ^JKLZ ZLaL KLVLR ^VN OIYLVYIN 2r1 NYKIbN ] ZLaL LJKNR YLRKIPIYNZQ LV ON 

N\OIYNYI`V( )QZNJ ONJ CLKIYIQVLJ ZL 2LRbIYIQ ZLaLRcNV JLR YRLNZNJ QVOIVL( 1ZLMiJ[ \NRN IVYIZLVYINJ YRcKIYNJ JILM\RL 

\^LZL KLOLPQVLNR NO fR^\Q ZL JQ\QRKL KeYVIYQ( 

3NJ \LKIYIQVLJ ZL JLRbIYIQ QVOIVL UNaIOIKNV NO \NRKVLR N^KQRIhNZQ N YRLNR eO MIJMQ ̂ VN LJYNONYI`V[ LJ YQM\OLKNMLVKL 

PINaOL ] \LRMIKL NO IVfLVILRQ RLNOIhNR QKRNJ NYKIbIZNZLJ LV O^fNR ZL LJKNR LJ\LRNVZQ NO KLOePQVQ( 
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CNRN LbIKNR RLKRNJQJ LV ON JQOIYIK^Z ZL JLRbIYIQ[ IVYO^IRo 

� ,VN ZLKNOONZN ZLJYRI\YI`V ZLO \RQaOLMNo  

o y%^iVZQ LM\Lh` LO \RQaOLMNz  

o yXNV JIZQ RLNOIhNZQJ NOfmV YNMaIQz  

o y0RLY^LVYIN ZLO \RQaOLMNz  

o y%QMQ RL\RQZ^YIR LO \RQaOLMNz  

3N fRNbLZNZ ] LO IM\NYKQ LV ON NYKIbIZNZ ZL ON LM\RLJN( 

1Zk^VKNR KQZQJ OQJ 3QfJ[ KRNhNJ[ LKY RLOLbNVKLJ( 

Definiciones de Severidad  

� Crítica: ,V LRRQR fRNbL LV ON JQO^YI`V ;IKLO \RQbQYNVZQ ^V IM\NYKQ YRIKIYQ LV KQZQJ OQJ ^J^NRIQJ ZL ON 

LM\RLJN[ \QR LkLM\OQ[ ^V PNOOQ YQM\OLKQ ZL ^V YQM\QVLVKL YRcKIYQ(  

&O \NRKVLR N^KQRIhNZQ ] ;IKLO N^VNRiV *LY^RJQJ N KILM\Q YQM\OLKQ \NRN RLJQObLR ON JIK^NYI`V Z^RNVKL ONJ UQRNJ 

ZL 2LRbIYIQ %QVKRNKNZQ(  

� Alto: ,V LRRQR fRNbL LV LO JIJKLMN \RQbQYNVZQ ^V NOKQ fRNZQ ZL IVYQVbLVILVKLJ LV ON MN]QRcN ZL OQJ 

^J^NRIQJ(  

� Medio; ,V LRRQR LV LO JIJKLMN j^L \RQbQYN \RQaOLMNJ L IVYQVbLVILVKLJ LJ\QRiZIYQJ N OQJ YOILVKLJ ZL ON 

LM\RLJN(  

� Bajo: &J VLYLJNRIN IVPQRMNYI`V \NRN LVKLVZLR ^VN N\OIYNYI`V[ LRRQRLJ LV ZQY^MLVKNYI`V[ LKY(  

Horas de Soporte  

� Estandar SWA: B>oBB _ '<oBB ZL 3^VLJ N 4ILRVLJ[ LlYL\KQ 0ILJKNJ +PIYINOLJ( 

� Prem ium  SWA: /=W<W87. 

Niveles de Servicio Objetivos  

3N LlYLOLVYIN LV LO JLRbIYIQ LJ V^LJKRQ \RIVYI\NO QakLKIbQ \NRN YNZN \RQZ^YKQ ] \NcJ(  

3QJ VIbLOLJ ZL JLRbIYIQ ZL ;IKLO RL\RLJLVKNV ^V YONRQ YQM\RQMIJQ YQV OQJ \NRKVLR N^KQRIhNZQJ ] OQJ YOILVKLJo 

Definición de los Niveles de Servicio 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

Tiem po de Reacción: 2L ZLPIVL YQMQ LO KILM\Q KRNVJY^RRIZQ ZLJZL j^L ON \LKIYI`V ZL JLRbIYIQ LJ YRLNZN \QR LO 

\NRKVLR N^KQRIhNZQ UNJKN j^L ;IKLO YQMILVhN N fLJKIQVNR ZIYUN JQOIYIK^Z( 

Tiem po de Respuesta: 2L ZLPIVL YQMQ LO KILM\Q KRNVJY^RRIZQ ZLJZL j^L ON \LKIYI`V ZL JLRbIYIQ LJ YRLNZN \QR LO 

\NRKVLR N^KQRIhNZQ UNJKN j^L ^V KeYVIYQ ZLO JQ\QRKL fOQaNO ZL ;IKLO ZN ^VN RLJ\^LJKN( 

*LJ\^LJKN JL ZLPIVL YQMQ ^VN ZL ONJ JIf^ILVKLJ Q\YIQVLJo 

� ,VN JQO^YI`V \LRMNVLVKL \NRN YQRRLfIR LO PNOOQ 

� ,VN NOKLRVNKIbN \NRN LbIKNR ONJ YQVJLY^LVYINJ ZLO LRRQR 

� ,V \ONV ZL NYYI`V j^L \RQ\QVL ^VN JQO^YI`V ZLKNOONZN YQV MNRYQJ ZL KILM\Q 

&O KILM\Q ZL LJ\LRN \NRN j^L OQJ \NRKVLR N^KQRIhNZQJ \RQ\QRYIQVLV ON IVPQRMNYI`V NZIYIQVNO JQOIYIKNZN LJKi LlYO^IZQ 

ZLO KILM\Q ZL *LJ\^LJKN(  

Tiem po de vida de los Productos  

1 MLVQJ j^L JL NV^VYIL OQ YQVKRNRIQ[ ZIJLpQ J`OQ RLNOIhNRi ONJ YQRRLYYIQVLJ ZL JQPKqNRL \NRN ON bLRJI`V MiJ RLYILVKL 

ZL ON bLRJI`V \RIVYI\NO NYK^NO D;E( 1ZLMiJ[ ZIJLpQ OOLbNRi N YNaQ ONJ YQRRLYYIQVLJ ZL JQPKqNRL \NRN \RQaOLMNJ 

YRcKIYQJ J`OQ LV ON bLRJI`V MiJ RLYILVKL ZL ON bLRJI`V \RIVYI\NO NVKLRIQR D;T'E UNJKN '/ MLJLJ ZLJ\^eJ ZLO 

ONVhNMILVKQ ZL ON bLRJI`V ;( CNRN Y^NOj^ILR QKRQ \RQaOLMN RL\QRKNZQ ZL ^VN ZL ^VN bLRJI`V JQ\QRKNZN[ ZIJLpQ 

LVKRLfNRi ONJ YQRRLYYIQVLJ LV ON mOKIMN bLRJI`V ZL ON bLRJI`V \RIVYI\NO NYK^NO D;E(  

3N KLRYLRN OcVLN ZL JQ\QRKL KeYVIYQ KRNaNkNRi \NRN sZLbQObLR LO JLRbIYIQt aiJIYQ LV KQZQJ OQJ JQPKqNRLJ UNJKN sLO PIV 

ZL bIZN{ ZL OQJ MIJMQJ( %^NVZQ ONJ JQO^YIQVLJ LJKeV ZIJ\QVIaOLJ ZLVKRQ ZL ONJ bLRJIQVLJ MiJ V^LbNJ[ \^LZL JLR 

VLYLJNRIN ^VN NYK^NOIhNYI`V( &V LJKL YNJQ ON 2r1 KLVZRi j^L LJKNR NYKIbQ(  

3N KLRYLRN OcVLN ZL 2Q\QRKL NYL\KNRi KQZNJ ONJ ZLMiJ bLRJIQVLJ ZL JQPKqNRL[ JQaRL ^VN aNJL ZL {MLkQR LJP^LRhQ{[ 

JILM\RL j^L LO 2r1 LJKe NYKIbQ( 

&V ON \ifIVN ZL ;IKLO %QVVLYK \^LZL bLR YQV MiJ ZLKNOOL s3N %QaLRK^RN ZLO 2LRbIYIQ ZL 2Q\QRKLt(  

Dead On Arrival (DOA)  

,V #+1 JL ZLPIVL YQMQ ^V PNOOQ ZL ^VN ^VIZNZ ZLVKRQ ZL ONJ </ UQRNJ ZL J^ IVJKNONYI`V ] ON Y^NO P^L YQM\RNZN 

ZLVKRQ ZL OQJ HB ZcNJ \RLbIQJ(  

2I LO #+1 LJ \NRN ^VN \ONKNPQRMN ZL bQh[ QKRQJ \RQZ^YKQJ LJ\LYIPIYNZQJ Q KRLJ Q MiJ ^VIZNZLJ ZLO MIJMQ Y`ZIfQ[ 

ZLaL YRLNRJL ^VN \LKIYI`V ZL JLRbIYIQ(  

&O IVfLVILRQ ZL ON KLRYLRN 3cVLN ZL JQ\QRKL OL N]^ZNRi LV ON JQO^YI`V ZL \RQaOLMNJ ZL ON \NRKLDJE ZLO #+1(  
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

Tratam iento de las Escalaciones  

2I ̂ VN JQOIYIK^Z ZL JLRbIYIQ VQ LJKi \RQfRLJNVZQ JLfmV J^ JNKIJPNYYI`V ̂ V RLJ\QVJNaOL ZL ON Y^LVKN Q ̂ V RLJ\QVJNaOL 

KeYVIYQ LJKNRi ZIJ\QVIaOL \NRN N]^ZNROL(  

Inform ación de Contacto  

UKK\JoWWYQVVLYK(MIKLO(YQMW  

x8= H' .7< /B =B 

Soporte técnico de Mitel 

3QJ Ll\LRKQJ LV JQ\QRKL ZL ;IKLO N\OIYNV ^V YQVQYIMILVKQ KeYVIYQ \RQP^VZQ \NRN RLYQ\IONR ZNKQJ ZLO JIJKLMN[ 

RL\OIYNR ] NIJONR PNOONJ[ bNOIZNR YNMaIQJ ZL YQVPIf^RNYI`V[ JLpNONR ZLJNPcQJ ZL IVKLfRNYI`V ZL \RQZ^YKQJ ZL KLRYLRQJ 

Q IVKLRNYK^NR YQV OQJ Lj^I\QJ ZL ZLJNRRQOOQ ZL \RQZ^YKQJ ZL ;IKLO Y^NVZQ JLN VLYLJNRIQ( &O Lj^I\Q ZL JQ\QRKL ZL 

;IKLO QPRLYL YQVJKNVKLMLVKL LlYLOLVYIN LV LO JLRbIYIQ N KRNbeJ ZL ONJ MLkQRLJ \RiYKIYNJ aNJNZNJ LV LO MNRYQ $)$3[ 

YQV NYRLZIKNYI`V RLfIQVNO JLfmV $2+/BBBB L $2+/<BB'( 

Cobertura 

� Garantía de softw are prem ium : NZLMiJ ZL IVYO^IR ON YQaLRK^RN LJKiVZNR[ ON J^JYRI\YI`V CRLMI^M IVYO^]L 

JQ\QRKL KeYVIYQ /=l<[ NYYLJQ N YN\NYIKNYI`V LV OcVLN ] ;IKLO CLRPQRMNVYL 1VNO]KIYJ D;C1E[ ^VN 

ULRRNMILVKN ZL JQPKqNRL j^L N]^ZN N MQVIKQRIhNR ] NVNOIhNR \RQNYKIbNMLVKL ;IKLO( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

� Soporte Prem ium  de Microsoft 

#NZN ON LJ\LYIPIYIZNZ ZLO Ll\LZILVKL[ JLRi RLj^IJIKQ QaOIfNKQRIQ j^L ONJ LM\RLJNJ YQVY^RRLVKLJ 

IVZIj^LV MLZINVKL YLRKIPIYNYI`V QPIYINO ZL J^ YQVZIYI`V ZL JLR \NRKVLR YLRKIPIYNZQ ZL ;IYRQJQPK YQV ON 

YNKLfQRcN ZL 31* Ds3NRfL 1YQ^VK *LJLOOLRtE ] j^L JL YQM\RQMLKNV \QR LJYRIKQ N J^aYQVKRNKNR KQZQJ 

OQJ 2LRbIYIQJ ZL 2Q\QRKL CRLMILR IVZIYNZQJ ZL ON YQM\NpcN PNaRIYNVKLo ;IYRQJQPK $aeRIYN[ 2(*(3[ \RQ\ILKNRIN 

ZL OQJ ZLRLYUQJ IVKLOLYK^NOLJ ZL KQZQ LO JQPKqNRL RLONKIbQ N ;IYRQJQPK ZL LJKL Ll\LZILVKL LV &J\NpN ( 

3N NJQYINYI`V ZL OQJ JLRbIYIQJ ZLO PNaRIYNVKL ZLO JQ\QRKL ;IYRQJQPK CRLMILR IVZIYNZQJ JL RL\RLJLVKN aNkQ 

OQJ JIf^ILVKLJ 2S,J Q \NRK V^MaLRJ NV^NOLJ D\Nj^LKLJ ZL JLRbIYIQJ VQRMNOIhNZQJE ZL ;IYRQJQPKo 

#LJYRI\YI`V *LPLRLVYIN 2S, ,VIZNZo 

&O 2Q\QRKL CRLMILR ZL ;IYRQJQPK JLRi LJYNONaOL[ ZIJLpNZQ \NRN N]^ZNR N MNlIMIhNR ON ZIJ\QVIaIOIZNZ ] ON 

LPIYILVYIN ZL J^ IVPRNLJKR^YK^RN ZL $)[ RLZ^YIR OQJ RILfQJ[ MNVKLVLR OQJ JIJKLMNJ LV VIbLOLJ `\KIMQJ ZL 

RLVZIMILVKQ ] MLkQRNR ON \RQZ^YKIbIZNZ(  

;IYRQJQPK CRLMILR VQJ UN ZL \RQ\QRYIQVNR NYYLJQ ZIRLYKQ ] \RLPLRLVKL NO ZL\NRKNMLVKQ ZL 2LRbIYIQJ ZL 

;IYRQJQPK N KRNbeJ ZL ^V YQVk^VKQ ZL JLRbIYIQJ ZL JQ\QRKL \LRJQVNOIhNZQ ] POLlIaOL \NRN NZN\KNRJL N 

V^LJKRNJ VLYLJIZNZLJ(  

9NkQ LO NY^LRZQ ZL JQ\QRKL[ ;IYRQJQPK KRNaNkNRi \NRN RLJQObLR IVYIZLVKLJ KeYVIYQJ LJ\LYcPIYQJ ZL ON 

IVPRNLJKR^YK^RN /= UQRNJ NO ZcN[ < ZcNJ N ON JLMNVN( ;IYRQJQPK \RQ\QRYIQVNRi NJLJQRNMILVKQ ] f^cN LV ^V 

NM\OIQ RNVfQ ZL KLMNJ LV Y^NOj^ILR PNJL ZLO YIYOQ ZL bIZN ZL ^VN JQO^YI`V LV ON j^L JL IVbQO^YRLV 

KLYVQOQfcNJ ZL ;IYRQJQPK(  0NYIOIKNVZQ LO NYYLJQ N fRNV YNVKIZNZ ZL RLY^RJQJ ZL 

 SERVICIOS DISPONIBLES. %?$$ \QZRi ^KIOIhNR Y^NOj^ILR YQMaIVNYI`V ZL OQJ JIf^ILVKLJ 2LRbIYIQJ( 2NObQ j^L 

JL LJ\LYIPIj^L OQ YQVKRNRIQ[ OQJ 2LRbIYIQJ JL PNYK^RNRiV \QR UQRNJ ] JL RLJKNRiV ZLO VmMLRQ KQKNO ZL UQRNJ 

j^L LO %?$$ UN]N YQVKRNKNZQ  

Gestión de Soporte de la Cuenta( 3QJ JLRbIYIQJ ZL @LJKI`V ZL 2Q\QRKL ZL ON %^LVKN \RLKLVZLV N]^ZNR N 

YQQRZIVNR ON RLONYI`V ZL JQ\QRKL ] JLRbIYIQJ( &O %^JKQMLR 2^YYLJJ 1YYQ^VK ;NVNfLR D%21;E LJ[ ZLVKRQ ZL 

ON 2QYILZNZ[ ON \LRJQVN ZL N\Q]Q ZL %?$$ ] PNYIOIKN ^V Lj^I\Q j^L \^LZN \RQ\QRYIQVNR )NOOLRLJ[ 2Q\QRKL 

\NRN ON *LJQO^YI`V ZL CRQaOLMNJ ] 1JIJKLVYIN ZL 2Q\QRKL( &O %21; JIRbL ZL \^VKQ ZL ZIJKRIa^YI`V ZL 

IVPQRMNYI`V UNYIN LO %OILVKL ] ZL J^ Q\IVI`V JQaRL OQJ 2LRbIYIQJ N QKRQJ fR^\QJ ZL %?$$( 3NJ \RIVYI\NOLJ 

NYKIbIZNZLJ ZLVKRQ ZLO N\NRKNZQ ZL @LJKI`V ZL ON %^LVKN JQVo  

N( 2LJI`V ZL QRILVKNYI`V ] \ONVIPIYNYI`V( 1O IVIYIQ ZLO \LRIQZQ ZL bIfLVYIN ZLO YQRRLJ\QVZILVKL 

NY^LRZQ ZL JQ\QRKL[ JL RLNOIhNRi ^VN JLJI`V ZL +RILVKNYI`V ] CONVIPIYNYI`V YQV %?$$[ \NRN 

IZLVKIPIYNR OQJ QakLKIbQJ YQVk^VKQJ \NRN LO JLRbIYIQ[ ] ZLPIVIR LO CONV ZL 2LRbIYIQJ ZL 2Q\QRKL[ NJc 

YQMQ ON \RIQRIZNZ ZL ONJ NYYIQVLJ YQVKLVIZNJ LV ZIYUQ \ONV(  

a( @LJKI`V ZL LJYNONYI`V( 3QJ IVYIZLVKLJ j^L RLj^ILRNV JLR LJYNONZQJ N RLY^RJQJ KeYVIYQJ Q N 

VIbLOLJ ZL RLJ\QVJNaIOIZNZ J^\LRIQRLJ ZLVKRQ ZL ;IYRQJQPK[ JLRiV fLJKIQVNZQJ LJKRLYUNMLVKL \QR 

LO %^JKQMLR 2^YYLJJ 1YYQ^VK ;NVNfLR \NRN NYLOLRNR J^ RLJQO^YI`V( 

Y( CONV ZL 2LRbIYIQJ ZL 2Q\QRKL( &O CONV ZL 2LRbIYIQJ ZL 2Q\QRKL JLRbIRi YQMQ f^cN \NRN ON 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

^KIOIhNYI`V ZL OQJ JLRbIYIQJ ZL 2Q\QRKL CRLMILR Z^RNVKL LO \LRIQZQ ZL bIfLVYIN ZLO YQRRLJ\QVZILVKL 

YQVKRNKQ( 3QJ YQM\QVLVKLJ ZLO CONV \^LZLV IVYO^IR QakLKIbQJ ZL VLfQYIQ ZLO %?$$[ RLJ^MLV ZL OQJ 

\RQ]LYKQJ MiJ IM\QRKNVKLJ[ \RIVYI\NOLJ PNYKQRLJ ] YQVZIYIQVLJ ZL JNKIJPNYYI`V[ RLY^RJQJ 

VLYLJNRIQJ ] ^VN NfLVZN ZL ONJ NYKIbIZNZLJ \ONVIPIYNZNJ(  

Z. *L^VIQVLJ L IVPQRMLJ ZL 2Lf^IMILVKQ( #L PQRMN \LRI`ZIYN[ JL \RL\NRNRi ^V IVPQRML ZL LJKNZQ 

j^L RLJ^MIRi OQJ JLRbIYIQJ \RQ\QRYIQVNZQJ Z^RNVKL LO mOKIMQ \LRIQZQ ] LbNO^NRi LO \RQfRLJQ 

RLNOIhNZQ JQaRL LO CONV ZL 2LRbIYIQJ ZL 2Q\QRKL(  

Talleres DrQRnJUQ\JE( &JKQJ KNOOLRLJ \LRJQVNOIhNZQJ LJKNRiV QRILVKNZQJ N KRNVJPLRIR YQVQYIMILVKQ JQaRL ON 

^KIOIhNYI`V ZL ULRRNMILVKNJ ZL JQ\QRKL[ KeYVIYNJ ZL RLJQO^YI`V ZL \RQaOLMNJ[ NJ\LYKQJ KeYVIYQJ 

LJ\LYcPIYQJ JQaRL ONJ MLkQRLJ \RiYKIYNJ ZL Ll\OQKNYI`V ZL OQJ \RQZ^YKQJ ] KLYVQOQfcNJ ZL ;IYRQJQPK( 3N OIJKN 

ZL KNOOLRLJ ZIJ\QVIaOLJ JLRi YQM^VIYNZN N %?$$ \QR \NRKL ZL J^ %21; ] \QZRiV JLR \ONVIPIYNZQJ ZLVKRQ ZLO 

CONV ZL 2LRbIYIQJ ZL 2Q\QRKL( 

Soporte para la Resolución de Problem as( 3QJ 2LRbIYIQJ ZL 2Q\QRKL \NRN ON *LJQO^YI`V ZL CRQaOLMNJ 

\RLJKNV NJIJKLVYIN \NRN \RQaOLMNJ Y^]QJ JcVKQMNJ JL MNVIPILJKNV MILVKRNJ JL ^KIOIhNV \RQZ^YKQJ ZL 

;IYRQJQPK ] ZQVZL UN] ^VN Ll\LYKNKIbN RNhQVNaOL ZL j^L LO \RQaOLMN UN]N JIZQ MQKIbNZQ \QR ZIYUQJ 

\RQZ^YKQJ ZL ;IYRQJQPK( &O 2LRbIYIQ ZL 2Q\QRKL \NRN ON *LJQO^YI`V ZL CRQaOLMNJ LJKi ZIJ\QVIaOL ONJ /= 

UQRNJ ZLO ZcN[ OQJ JILKL ZcNJ ZL ON JLMNVN D/=l<E( 3N \LRJQVN ZL YQVKNYKQ ZLJIfVNZN \QR %?$$ \QZRi 

YQM^VIYNR ONJ JQOIYIK^ZLJ ZL JQ\QRKL aILV \QR KLOePQVQ Q aILV LOLYKR`VIYNMLVKL N KRNbeJ ZLO JIKIQ rLa 

CRLMILR DCRLMILR +VOIVLE[ YQV ON LlYL\YI`V ZL j^L[ LV LO YNJQ ZL 2LbLRIZNZ ' ` 1[ ON JQOIYIK^Z ZLaLRi JLR 

YQM^VIYNZN JILM\RL \QR KLOePQVQ( 

Solicitud de soporte para problem as D9RLNnT0IlE( ,VN JQOIYIK^Z ZL JQ\QRKL \NRN ^V \RQaOLMN[ KNMaIeV 

YQVQYIZQ YQMQ IVYIZLVKL[ JL ZLPIVL YQMQ ^VN mVIYN Y^LJKI`V ZL JQ\QRKL ] LO LJP^LRhQ RNhQVNaOLMLVKL 

VLYLJNRIQ \NRN RLJQObLRON( ,VN mVIYN Y^LJKI`V ZL JQ\QRKL LJ ^V \RQaOLMN j^L VQ \^LZL JLR ZIbIZIZQ LV 

\RQaOLMNJ J^aQRZIVNZQJ( 2I ^V \RQaOLMN JL \^LZL ZIbIZIR LV QKRQJ[ YNZN ^VQ ZL LOOQJ JL YQVJIZLRNRi ^V 

IVYIZLVKL JL\NRNZQ( 3QJ XQKPIlLJ LJKiV ZIJLpNZQJ \NRN NKLVZLR ^V \RQaOLMN LJ\LYcPIYQ ZLO %OILVKL ] VQ 

UNV JIZQ JQMLKIZQJ N \R^LaNJ ZL RLfRLJI`V( 2NObQ j^L JL ZIJ\QVfN OQ YQVKRNRIQ LV LJKN #LJYRI\YI`V ZL 

2LRbIYIQJ Q LV ^V 1VLlQ[ JIV YQVJLVKIMILVKQ Ll\RLJQ ] \QR LJYRIKQ ZL ;IYRQJQPK[ OQJ XQKPIlLJ VQ \QZRiV 

JLR ZIJKRIa^IZQJ N ^V KLRYLRQ j^L VQ JLN PIOINO(  

$VYIZLVKLJ PNYK^RNaOLJ \QR UQRNJ[ j^L JQV PNYK^RNZQJ JLfmV ONJ UQRNJ ZLZIYNZNJ L IVYO^]L ON 

YNVKIZNZ RNhQVNaOLMLVKL VLYLJNRIN ZL UQRNJ ZL 2LRbIYIQ \NRN NKLVZLR ] RLJQObLR LO IVYIZLVKL ZL 

JQ\QRKL( 3QJ IVYIZLVKLJ PNYK^RNaOLJ \QR UQRNJ JL ZLJYQVKNRiV ZLO KQKNO ZL UQRNJ \RL\NfNZNJ j^L 

JL LJKNaOLhYNV LV LO 1VLlQDJE ZL XQVQRNRIQJ ] CLRJQVNJ ZL %QVKNYKQ j^L JL NZk^VKN Q aILV JL 

PNYK^RNRiV NO %OILVKL \QJKLRIQRMLVKL JI KQZNJ ONJ UQRNJ \RL\NfNZNJ UNV JIZQ NfQKNZNJ( 

3QJ IVYIZLVKLJ PNYK^RNaOLJ \QR UQRNJ JL ZLJYQVKNRiV ZLO KQKNO ZL UQRNJ \RL\NfNZNJ j^L JL LJKNaOLhYNV LV 

LO 1VLlQDJE ZL XQVQRNRIQJ ] CLRJQVNJ ZL %QVKNYKQ j^L JL NZk^VKN Q aILV JL PNYK^RNRiV NO %OILVKL 

\QJKLRIQRMLVKL JI KQZNJ ONJ UQRNJ \RL\NfNZNJ UNV JIZQ NfQKNZNJ( 

&O @LJKQR +A; LJ RLJ\QVJNaOL ZL LJKNaOLYLR LO VIbLO ZL JLbLRIZNZ IVIYINO KRNJ YQVJ^OKNROQ YQV %?$$ ] \QZRi 

JQOIYIKNR ̂ V YNMaIQ LV LO VIbLO ZL JLbLRIZNZ LV Y^NOj^ILR MQMLVKQ( 3N JLbLRIZNZ ZLO IVYIZLVKL ZLKLRMIVNRi 

OQJ VIbLOLJ ZL RLJ\^LJKN[ NJc YQMQ OQJ KILM\QJ ZL RLJ\^LJKN LJKIMNZQJ ] J^J QaOIfNYIQVLJ[ JLfmV JL ZLPIVL 

LV ON JIf^ILVKL KNaONo 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

' &O UQRNRIQ ONaQRNO JL NZN\KNRi NO UQRNRIQ ZL ONaQRNO ZL %?$$ LJ\LYIPIYNZQ LV LO N\NRKNZQ '8(= ZL LJKL 

ZQY^MLVKQ( 

3N 2QYILZNZ \QZRi JQOIYIKNR NO %OILVKL j^L OOLbL N YNaQ NYKIbIZNZLJ \NRN NIJONR LO \RQaOLMN( &JKNJ NYKIbIZNZLJ 

\^LZLV IVYO^IR ON RLYQfIZN ZL KRNhNJ ZL RLZ[ YN\K^RN ZL MLVJNkLJ ZL LRRQR[ RLYQfIZN ZL IVPQRMNYI`V JQaRL 

ON YQVPIf^RNYI`V[ IVPQRMNYI`V JQaRL YNMaIQJ RLNOIhNZQJ JQaRL \RQZ^YKQJ[ IVJKNONYI`V ZL V^LbNJ bLRJIQVLJ 

ZL JQPKqNRL Q V^LbQJ YQM\QVLVKLJ ] MQZIPIYNYI`V ZL \RQYLJQJ( &O %OILVKL LJ RLJ\QVJNaOL ZL IM\ONVKNR 

OQJ \RQYLJQJ VLYLJNRIQJ \NRN JNObNf^NRZNR ON IVKLfRIZNZ ] JLf^RIZNZ ZL J^ JQPKqNRL ] ZNKQJ PRLVKL N 

NYYLJQJ VQ N^KQRIhNZQJ[ NJc YQMQ \NRN RLYQVJKR^IR NRYUIbQJ \LRZIZQJ Q NOKLRNZQJ YQMQ YQVJLY^LVYIN ZL 

PNOOQJ YNKNJKR`PIYQJ( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

2LRbIYIQJ *i\IZQJ ZL 2Q\QRKL IV JIK^( &O %OILVKL \^LZL JQOIYIKNR JQ\QRKL IV JIK^ YQMQ ^V JLRbIYIQ JL\NRNZQ 

j^L JL PNYK^RNRi ZL MNVLRN NZIYIQVNO( 3N YN\NYIZNZ ZL ON 2QYILZNZ \NRN \RLJKNR LO JQ\QRKL IV JIK^ 

ZL\LVZLRi ZL ON ZIJ\QVIaIOIZNZ ZL RLY^RJQJ ZL ON 2QYILZNZ[ ] ONJ KNRLNJ N RLNOIhNR ZL\LVZLRiV ZL ON 

JIK^NYI`V[ LVKQRVQ L IM\NYKQ ZLO \RQaOLMN LV LO VLfQYIQ ZLO %OILVKL( Y( 9LVLPIYIQJ ZL 2QPKqNRL 1JJ^RNVYL( 

&O %OILVKL \^LZL LOLfIR YQVbLRKIR OQJ IVYIZLVKLJ ZL 2Q\QRKL \NRN ON *LJQO^YI`V ZL CRQaOLMNJ /=l< 2QPKqNRL 

1JJ^RNVYL D$VYIZLVKLJ 21 C*2E LV UQRNJ Q IVYIZLVKLJ ZL 2Q\QRKL \NRN ON *LJQO^YI`V ZL CRQaOLMNJ CRLMILR 

DCC*2E \NRN ^V ^JQ YQVPQRML YQV LO \ONV ZL JLRbIYIQJ CRLMILR YQVKRNKNZQ \QR LO %OILVKL LV LO MQMLVKQ 

ZL ON KRNVJMIJI`V( &JKN YQVbLRJI`V JL RLNOIhNRi YQVPQRML N ^V YiOY^OQ ZL KI\Q OQYNO j^L JLRi PNYIOIKNZQ \QR 

J^ %^JKQMLR 2^YYLJJ 1YYQ^VK ;NVNfLR( ;IYRQJQPK \QZRi LlIfIR NO %OILVKL j^L NZj^ILRN UQRNJ ZL @LJKI`V 

ZL 2Q\QRKL ZL ON %^LVKN NZIYIQVNOLJ NVKLJ ZL YQVbLRKIR OQJ IVYIZLVKLJWUQRNJ 21 C*2( )QZQJ OQJ IVYIZLVKLJ 

21 C*2 j^L LO %OILVKL KRNVJMIKN LJKNRiV J^kLKQJ N LJKL %QVKRNKQ( 

Asistencia de Soporte( 3QJ 2LRbIYIQJ ZL 1JIJKLVYIN ZL 2Q\QRKL \RQ\QRYIQVNV NJLJQRNMILVKQ ] QRILVKNYI`V 

N YQRKQ \ONhQ \NRN \RQaOLMNJ j^L VQ LJKeV Y^aILRKQJ \QR OQJ 2LRbIYIQJ ZL 2Q\QRKL \NRN ON *LJQO^YI`V ZL 

CRQaOLMNJ[ NJc YQMQ \NRN JQOIYIK^ZLJ ZL NJIJKLVYIN YQVJ^OKIbN LV CifIVN T 7 T Y^LJKIQVLJ ZL ZIJLpQ[ 

ZLJNRRQOOQ L IM\ONVKNYI`V( &O *LY^RJQ ZL 2LRbIYIQJ KRNaNkNRi YQV LO %OILVKL \NRN ZLKLRMIVNR ONJ VLYLJIZNZLJ 

LJ\LYcPIYNJ ZL 1JIJKLVYIN ZL 2Q\QRKL j^L KLVfN LO %OILVKL( 3QJ JIf^ILVKLJ JQV KI\QJ ZL 2LRbIYIQJ ZL 

1JIJKLVYIN ZL 2Q\QRKL j^L \^LZLV JLR ^KIOIhNZQJ LV bIRK^Z ZL LJKN #LJYRI\YI`V ZL 2LRbIYIQJo 

1JIJKLVYIN ZL 2Q\QRKL ZL $VPRNLJKR^YK^RNJ( 3QJ 2LRbIYIQJ ZL 1JIJKLVYIN ZL 2Q\QRKL ZL $VPRNLJKR^YK^RNJ 

IVYO^]LV NJLJQRNMILVKQ[ QRILVKNYI`V ] KRNVJPLRLVYIN ZL YQVQYIMILVKQ[ \NRN N]^ZNR NO %OILVKL N 

IM\OLMLVKNR KLYVQOQfcNJ ZL ;IYRQJQPK LV PQRMNJ j^L LbIKLV Y^LJKIQVLJ ZL JQ\QRKL UNaIK^NOLJ ] ZIJMIV^IR 

ON \RQaNaIOIZNZ ZL PNOOQJ LV LO JIJKLMN( &JKQJ JLRbIYIQJ KNMaIeV N]^ZNV NO %OILVKL N RLJQObLR \RQaOLMNJ j^L 

VQ JL ZLaLV N \RQZ^YKQJ ZL ;IYRQJQPK[ IVYO^]LVZQo  

| &RRQRLJ YN^JNZQJ \QR J^ IVPRNLJKR^YK^RN ZL RLZ[ UNRZqNRL[ JQPKqNRL j^L VQ JLN ZL ;IYRQJQPK[ 

\RQYLZIMILVKQJ Q\LRNKIbQJ[ NRj^IKLYK^RN[ \RQYLJQ ZL fLJKI`V ZL JLRbIYIQJ ZL IVPQRMiKIYQJ[ 

YQVPIf^RNYI`V ZLO JIJKLMN Q LRRQRLJ U^MNVQJ( 

| CRQaOLMNJ ZL IVKLRQ\LRNKIaIOIZNZ LV ON YQQRZIVNYI`V M^OKIT\RQbLLZQR( 1 JQOIYIK^Z ZLO %OILVKL[ ON 

2QYILZNZ YQONaQRNRi YQV KLRYLRQJ \RQbLLZQRLJ ZL JQPKqNRL \NRN N]^ZNR N RLJQObLR Y^LJKIQVLJ ZL 

IVKLRQ\LRNKIaIOIZNZ ZL \RQZ^YKQJ M^OKIT\RQbLLZQR YQM\OLkQJ( 

 | 2LRbIYIQ \RQNYKIbQ LJ\LYcPIYQ ZL ZIRLYK RQ^KIVf LV ON f^cN \NRN J^ YQVPIf^RNYI`Vo  

| #INO \ONVJ NVZ V^MaLRIVf KRNVJONKIQV R^OLJ 

| +^KaQ^VZ NVZ $VaQ^VZ 4QIYL *Q^KIVf 

| 4QIYL *Q^KIVf CQOIYILJ NVZ C2)" ,JNfLJ 

)RNVJPLRLVYIN ZL YQVQYIMILVKQ Q PQRMNYI`V LJ\LYcPIYNo 

 | )RNIVIVf PQR JLRbIYL ZLJn NVZ 1ZMIVJ  

| +bLRbILq QP NOO )LNM J^\\QRK ON]LRJ 

*LbIJIQVLJ( ,VN RLbIJI`V LJ ON LbNO^NYI`V ZL ^V JIJKLMN YQVYRLKQ[ N\OIYNYI`V Q NRj^IKLYK^RN \NRN NKLVZLR 

Y^LJKIQVLJ ZL ZIJLpQ[ ZLJNRRQOOQ[ IM\ONVKNYI`V Q JQ\QRKNaIOIZNZ LV IM\OLMLVKNYIQVLJ NYK^NOLJ Q P^K^RNJ 

ZL KLYVQOQfcNJ ZL ;IYRQJQPK( CNRN YNZN RLbIJI`V JL LJKNaOLYL LO iMaIKQ ] ON LJKIMNYI`V NVKLJ ZL NJIfVNR 

RLY^RJQJ[ ] JL LVKRLfN ^V IVPQRML \QR LJYRIKQ j^L ZQY^MLVKN ONJ YQVYO^JIQVLJ ] RLYQMLVZNYIQVLJ( )QZNJ 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

ONJ JQOIYIK^ZLJ ZL RLbIJI`V ] KQZQJ OQJ ZNKQJ N\OIYNaOLJ JL ZLaLV LVKRLfNR  

2QYILZNZ NVKLJ ZL 7B ZcNJ ZL ON PLYUN ZL PIVNOIhNYI`V ZLO YQRRLJ\QVZILVKL 1VLlQDJE ZL XQVQRNRIQJ ] 

CLRJQVNJ ZL %QVKNYKQ( 

 Y( 1JIJKLVYIN ZL 2Q\QRKL ZL #LJNRRQOOQ( 3QJ 2LRbIYIQJ ZL 1JIJKLVYIN ZL 2Q\QRKL ZL #LJNRRQOOQ N]^ZNV NO 

%OILVKL LV ON YRLNYI`V ] ZLJNRRQOOQ ZL N\OIYNYIQVLJ IVKLRVNJ JQaRL ON \ONKNPQRMN ZL ;IYRQJQPK j^L IVKLfRLV 

KLYVQOQfcNJ ZL ;IYRQJQPK( 3N 1JIJKLVYIN ZL 2Q\QRKL ZL #LJNRRQOOQ LJKi LJ\LYINOIhNZN LV ULRRNMILVKNJ ] 

KLYVQOQfcNJ ZL ZLJNRRQOOQ ZL ;IYRQJQPK( 

Servicios de Inform ación( 3QJ 2LRbIYIQJ ZL $VPQRMNYI`V PNYIOIKNV NO %OILVKL IVPQRMNYI`V KeYVIYN JQaRL 

\RQZ^YKQJ ] ULRRNMILVKNJ ZL JQ\QRKL ZL ;IYRQJQPK j^L OL N]^ZNV N IM\ONVKNR ] fLJKIQVNR \RQZ^YKQJ ZL 

;IYRQJQPK ZL ^VN MNVLRN LPIYNh ] LPIYILVKL( 3QJ 2LRbIYIQJ ZL $VPQRMNYI`V \^LZLV IVYO^IR Y^NOj^ILR 

YQMaIVNYI`V ZL OQ JIf^ILVKLo 

rLaJIKL CRLMILR +VOIVL( 3N \ifIVN rLa CRLMILR +VOIVL \RQ\QRYIQVN NYYLJQ N ONJ JIf^ILVKLJ P^LVKLJ ZL 

IVPQRMNYI`V JIV YNRfQ NZIYIQVNOo  

| CRLMILR "LqJ0ONJUo 9QOLKIVLJ ZL VQKIYINJ ZL \RQZ^YKQ NYK^NOIhNZNJ j^L ZQY^MLVKNV ON IVPQRMNYI`V 

YONbL ZL Q\LRNYIQVLJ ] JQ\QRKL JQaRL OQJ \RQZ^YKQJ ZL ;IYRQJQPK( #LJZL CRLMILR +VOIVL[ LO %OILVKL JL 

\^LZL J^JYRIaIR \NRN RLYIaIR ZL PQRMN N^KQMiKIYN ZIYUQJ aQOLKIVLJ( 

| 1OLRKNJ N CRQaOLMNJ %RcKIYQJ j^L VQKIPIYNV NO %OILVKL ZL MNVLRN NVKIYI\NZN ON LlIJKLVYIN ZL \RQaOLMNJ 

\QKLVYINOLJ YQV ^V \QJIaOL NOKQ IM\NYKQ( #LJZL CRLMILR +VOIVL[ LO %OILVKL JL \^LZL J^JYRIaIR \NRN RLYIaIR 

ZL PQRMN N^KQMiKIYN ONJ NOLRKNJ( 

| 1YYLJQ N ON ;IYRQJQPK SVQqOLZfL 9NJL[ j^L LJ ^VN YQOLYYI`V ZL NRKcY^OQJ KeYVIYQJ[ ULRRNMILVKNJ ZL 

JQ\QRKL ] f^cNJ ^KIOIhNZNJ \QR OQJ IVfLVILRQJ ZL JQ\QRKL ZL ;IYRQJQPK( 

| 3QJ NRKcY^OQJ KeYVIYQJ IVYO^IZQJ LV ON SVQqOLZfL 9NJL JQV KNVKQ OQJ \maOIYQJ YQMQ OQJ IVKLRVQJ 

ZL ;IYRQJQPK DVQ ZIJ\QVIaOLJ LV VIVfmV QKRQ JLRbIYIQ ZL IVPQRMNYI`V VI LV ON \ifIVN rLa ZL 

2Q\QRKL \maOIYN ZL ;IYRQJQPKE(  

| #LJZL CRLMILR +VOIVL[ LO %OILVKL \^LZL ZLJYNRfNR ZIRLYKNMLVKL JLRbIYL \NYnJ[ XQKPIlLJ ] 

ULRRNMILVKNJ ZL JQ\QRKL(  

| XLRRNMILVKN ZL LJYNONZQ ZL IVYIZLVKLJ DsrLa RLJ\QVJLtE( &JKN ULRRNMILVKN \LRMIKL[ NZLMiJ[ 

bLRIPIYNR LO LJKNZQ ZL OQJ IVYIZLVKLJ LV Y^NOj^ILR MQMLVKQ( 

2^\\QRK rLaYNJKJ( 3NJ 2^\\QRK rLaYNJKJ JQV KLOLYQVPLRLVYINJ JQaRL iRLNJ YONbL ZL ONJ KLYVQOQfcNJ ZL 

;IYRQJQPK \ONVIPIYNZNJ RLf^ONRMLVKL ] OIZLRNZNJ \QR RLJ\QVJNaOLJ KeYVIYQJ ZL \RQZ^YKQ[ ZLJNRRQOONZQRLJ 

L IVfLVILRQJ ZL JQ\QRKL( 2L \RQ\QRYIQVNV JIV YNRfQ NZIYIQVNO ] ON \NRKIYI\NYI`V RLj^ILRL ^V NYYLJQ N 

$VKLRVLK ZL NOKN bLOQYIZNZ( 

VOLÚMENES DE SERVICIOS DE SOPORTE OFERTADOS Los volúmenes de 

servicios de Soporte que se ofertan en esta Propuesta son los siguientes: 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

� Gobierno del Modelo, gestión de cum plim iento ANS y reporte 

&JKL NOYNVYL KILVL ^VN ZQaOL bIJI`Vo 

CQR ^V ONZQ[ KRNKN ZLO NOYNVYL \QR \NRKL ZLO @LJKQR +A; LV Y^NVKQ N OQJ KRNaNkQJ VLYLJNRIQJ \NRN LO fQaILRVQ[ 

YQVKRQO ] JLf^IMILVKQ ZL OQJ JLRbIYIQJ MLZINVKL ONJ ULRRNMILVKNJ ZL NViOIJIJ[ YQVKRQO ] RL\QRKL ZL NYKIbIZNZ ZL OQJ 

SC$ ] 1"2 ZLO ;QZLOQ +A;(  

? \QR QKRQ ONZQ KRNKN ZLO NOYNVYL \QR \NRKL ZLO @LJKQR +A;[ LV Y^NVKQ N OQJ KRNaNkQJ VLYLJNRIQJ \NRN YQVJLf^IR 

NOIVLNR ONJ MeKRIYNJ ZL SC$ ] 1"2 NVKLRIQRLJ[ ZLJZL ONJ N\OIYNYIQVLJ QRIfLV( %QVJIZLRNVZQ LO KRNKNMILVKQ ZL PIYULRQJ 

Ll\QRKNZQJ Q Ll\OQKNYI`V ZIRLYKN ZL ON aNJL ZL ZNKQJ ZL 2,2?[ %LVKRNOIKNJ[ ;LZINfNKLqN]J[ Q OQJ QRcfLVLJ ZL ZNKQJ 

j^L JL LJKIMLV YQMQ `\KIMQJ JQaRL OQJ j^L JL \^LZN LkLY^KNR ZL PQRMN ZIRLYKN J^J \RQ\INJ sj^LRILJt(   

&V LJKL JLVKIZQ[ JL IVYO^]L ON bIJ^NOIhNYI`V ZL OQJ ZNKQJ LV ULRRNMILVKNJ KI\Q \QqLR9$[ MIYRQJKRNKLf][ @RNPNVN( 

&kLM\OQ ZL LJKQ LJ ON MLZIYI`V ZL ON ZIJ\QVIaIOIZNZ ZLO JIJKLMN( 1VNOIhNR Y`MQ \QZLMQJ MLZIR ON IVZIJ\QVIaIOIZNZ( 

F^e \QRYLVKNkL ZL OcVLNJ JL YQVJIZLRNV j^L KILVLV j^L LJKNR YNcZNJ ] Z^RNVKL Y^iVKQ KILM\Q \NRN YQVJIZLRNR 

ZIJ\QVIaIOIZNZ}LKY( 

w KILM\Q ZL YNcZN ZL JLRbIYIQ ZL KLOLPQVcN LV LlKLVJIQVLJ ZL iRLNJ ZL VLfQYIQ YRcKIYNJ 

w KILM\Q ZL YNcZN ZL JLRbIYIQ ZL KLOLPQVcN LV LlKLVJIQVLJ ZL iRLNJ ZL VLfQYIQ VQ YRcKIYNJ 

� Gestión de la integración con Team s Phone  



54

SERVICIOS DE MANTENIMIENTO DEL SISTEMA DE TELEFONÍA FIJA DE CANAL DE ISABEL II

EXPEDIENTE N.º: 78/2022

C
a
n
a
l 
d
e
 I

s
a
b
e
l 
II

 S
.A

 i
n
s
c
ri
ta

 e
n
 e

l 
R

e
g
is

tr
o
 M

e
rc

a
n
ti
l d

e
 M

a
d
ri
d
 a

l 
T

o
m

o
 2

9
.7

3
3
, 
F

o
lio

 8
6
, 

S
e
c
c
ió

n
 8

, 
H

o
ja

 M
-5

3
4
9
2
9
 e

 I
n
s
c
ri
p
c
ió

n
 1

ª,
 N

IF
 A

8
6
4
8
8
0
8
7
, 

D
o
m

ic
ili

o
 S

o
c
ia

l: 
C

/ 
S

a
n
ta

 E
n
g
ra

ci
a
, 

1
2
5
, 

2
8
0
0
3
 M

a
d
ri
d

Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

Incluye la gestión y operación de la integración de los usuarios en producción N )LNMJ CUQVL j^L JL \RLKLVZL 

JLN YQM\OLKN N OQ ONRfQ ZLO \RIMLR NpQ ZL \RLJKNYI`V ZLO 2LRbIYIQ +A;( 

o )RNaNkQJ \RL\NRNKQRIQJ[ LVKLVZIMILVKQ ZL JIK^NYI`V NYK^NO LlKRN]LVZQ ONJ \RQfRNMNYIQVLJ 

IVZIbIZ^NOLJ ZL OQJ ^J^NRIQJ YQVPQRML J^ LlKLVJI`V JL bN]N NpNZILVZQ N )LNMJ CUQVL[ 

\RQ\QRYIQVNVZQ ONJ PNYIOIZNZLJ N J^ MLZIZN( XNaIOIKNYI`V ZL OIYLVYINJ[ Y^LVKNJ ZL ^J^NRIQ[ 

Y^LVKNJ ZL RLY^RJQJ[ fLJKI`V ZL ZLOLfNYIQVLJ[ fLJKI`V ZL a^hQVLJ ] LV fLVLRNO[ KQZNJ Nj^LOONJ 

j^L \RQ\QRYIQVL LO JIJKLMN ZL )LNMJ CUQVL( 

o #LPIVIYI`V ZL QakLKIbQJ \NRN YNZN ^J^NRIQ[ ZLPIVIYI`V ZL \QOcKIYNJ fOQaNOLJ ] fR^\NOLJ[ NJc YQMQ ON 

\ONVIPIYNYI`V ZL KNRLNJ ] \ONV \NRN NpNZIR N ON LlKLVJI`V ON P^VYIQVNOIZNZ ZL )LNMJ CUQVL( 

o $VYO^IR KNVKQ ONJ KNRLNJ NZMIVIJKRNKIbNJ ZL NOKN ZL LlKLVJIQVLJ LV ;6+"&[ YQMQ ONJ KNRLNJ 

KeYVIYNJ ZL PQRMNYI`V N ^J^NRIQJ ZL ON V^LbN Q\LRNKIbN JLfmV ON YQVPIf^RNYI`V PIVNO N 

IM\OLMLVKNR( 

o )RNaNkQJ ZL YQQRZIVNYI`V YQV NKLVYI`V ZL ^J^NRIQJ[ NJc YQMQ ZL PQRMNYI`V ZLZIYNZN IVYO^]LVZQ 

ON ZQY^MLVKNYI`V ZL JQ\QRKL N ON MIJMN( 

o )RNaNkQJ ZL ZQY^MLVKNYI`V[ fLJKI`V ZL YQVPIf^RNYI`V[ NYK^NOIhNYI`V %;#9( 

o )RNaNkQJ ZL PQRMNYI`V N ^J^NRIQJ ZL ONJ V^LbNJ P^VYIQVLJ ] ZIJKRIa^YI`V ZL OQJ MNV^NOLJ( 

o %QVPIf^RNYI`V ZL 2$CTKR^Vn KNVKQ LV OQJ Lj^I\QJ 29%[ YQMQ LV ONJ YLVKRNOIKNJ ;lQVL ] 1JKLRIJn 

o &ONaQRNYI`V ZL ON ZQY^MLVKNYI`V ZLKNOONZN ZL ONJ \RQfRNMNYIQVLJ RLNOIhNZNJ KNVKQ LV OQJ 29%~J 

YQMQ LV ONJ YLVKRNOIKNJ ;lQVL ] 1JKLRIJn( 

� Integración Team s-Phone con TELCO 

2LRi QakLKQ ZLO NOYNVYL OQJ JLRbIYIQJ \NRN PNYIOIKNR ON IVKLfRNYI`V ZL )LNMJTCUQVL YQV OQJ JLRbIYIQJ YQR\QRNKIbQJ ZL 

%?$$ D)&3%+[ KNRIPIYNYI`V[ LKY(E ] ON YQVPIf^RNYI`V \NRN ON IVKLRYQVLlI`V L IVKLRQ\LRNaIOIZNZ ZL OQJ ZIPLRLVKLJ YNOO 

MNVNfLR j^L \^LZNV LlIJKIR N OQ ONRfQ ZL ON bIZN ZLO YQVKRNKQ( 

� Gestión de la m igración tecnológica de conexión a red pública con NGN 

&V LO \LRcQZQ ZL \RLJKNYI`V ZLO 2LRbIYIQ +A;[ %?$$ KILVL \RLbIJKN ON YQVLlI`V N RLZ \maOIYN N KRNbeJ ZL NGN( CNRN 

IM\ONVKNRON JLRi VLYLJNRIN ^VN YQVPIf^RNYI`V LV ON RLZ ZL %?$$ \NRN LVYNMIVNR LO KRiPIYQ *)C YQV ZLJKIVQ ON *LZ 

CmaOIYN UNYIN OQJ 2LJJIQV 9QRZLR %QVKRQOOLRJ D29%E ZLO +\LRNZQR j^L \RQ\QRYIQVN LO JLRbIYIQ ZLJZL ON *C4 ZL %?$$(  

2L YQVJIZLRN IVYO^IZN ON NZj^IJIYI`V[ IVJKNONYI`V[ YQVPIf^RNYI`V[ \^LJKN LV JLRbIYIQ ] MNVKLVIMILVKQ ZL ^V 29% 

RLZ^VZNZQ D2NVKN &VfRNYIN ] ;NkNZNUQVZNE \NRN %?$$ j^L NOaLRf^L[ NO MLVQJ[ 8BB YQVLlIQVLJ JIM^OKiVLNJ ] j^L 

\LRMIKN LVYRI\KNYI`V ZL NY^LRZQ YQV LJQJ YNVNOLJ( 2L IVYO^]L KNMaIeV ON YQVPIf^RNYI`V ZL ON YQVLlI`V LVKRL ON 

\ONKNPQRMN ;6+"&[ 12)&*$26 ] )&1;2 CX+"& YQV OQJ 29%J ZL %?$$( 

� Gestión de la arquitectura Team s-Phone
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

%?$$ KILVL LV \RQZ^YYI`V ^V 2LJJIQV 9QRZLR %QVKRQOLR D29%E \NRN ON IVKLRYQVLlI`V ZL ^J^NRIQJ )LNMJTCUQVL YQV ONJ 

YLVKRNOIKNJ 1JKLRIJn ] ;IKLO( 2LRi QakLKQ ZLO NOYNVYL LJKNaOLYLR ^VN NRj^IKLYK^RN RLZ^VZNVKL YQV Q J^JKIK^]LVZQ ON 

NYK^NO( #LVKRQ ZLO NOYNVYL LJKiV OQJ KRNaNkQJ ZL IVJKNONYI`V[ YQVPIf^RNYI`V[ \^LJKN LV MNRYUN Ll\OQKNYI`V ] 

MNVKLVIMILVKQ( 

3N LOLYYI`V ZLO 29% JLRi bNOIZNZN \QR %?$$ N \RQ\^LJKN ZLO G estor O&M(  

1Jc MIJMQ[ ZLaLRi RLNOIhNR OQJ KRNaNkQJ ZL IVfLVILRcN NJQYINZQJ \NRN ZLPIVIR ON MLkQR JQO^YI`V KeYVIYN[ IVYO^]LVZQo 

� LJK^ZIQJ ZL KRiPIYQ \LRMIKLVKLJ ] NZLY^NR ON YN\NYIZNZ ZLO 29% N ON ZLMNVZN RLNO ] NOIVLNR ON YN\NYIZNZ 

ZL ON ;NYRQ3NV \NRN fLJKI`V ZL KRiPIYQ M^OKIMLZIN Z^RNVKL LO KILM\Q j^L JL MNVKLVfN LV bIfQR LO 

YQVKRNKQ 

� LJK^ZIQ ZL PO^kQJ LVKRL C96 ] 29%J ^KIOIhNVZQ 2*)C D2LY^RL *LNO )IML )RNVJ\QRK CRQKQYQOE ZIRLYKQ LVKRL 

C96 ] OQJ 29%J ] 2*) LVKRL OQJ 29%J ] ON *LZ NGN

� ZLPIVIYI`V ZLO MLkQR MQZQ ZL YQVPIf^RNYI`V DJKNKLOLJJ[ JKNKLP^OO[ 9/9,1E 

� ZLPIVIYI`V ZL ON JQO^YI`V N\OIYNaOL \NRN QakLKQJ YQMQ phy-interface[ netw ork-interface ] real N ^KIOIhNR 

\NRN ZIbIZIR ONJ RLZLJ N ONJ j^L JL KILVL NYYLJQ LV P^VYI`V ZL IVKLRPNh[ bONV ] RNVfQ ZL $C[ \NRN \QZLR ZNR 

^V KRNKNMILVKQ ZIJKIVKQ N ONJ \LKIYIQVLJ j^L JL RLYIaLV LV LO 29%( &V YQVYRLKQo 

o ZLPIVIR IVKLRPNYLJ VLYLJNRIQJ \NRN fLJKI`V[ QKRN \NRN NOKN ZIJ\QVIaIOIZNZ DJ^LOL ^KIOIhNRJL LO RNVfQ 

RLJLRbNZQ '7H(/.=(l(lE ] ^VN KLRYLRN \NRN Y^RJNR OONMNZNJ( 

o YQVPIRMNR JI JLRiV VLYLJNRINJ NO MLVQJ / IVKLRPNYLJ \NRN Y^RJNR LO KRiPIYQ ZL OONMNZNJ[ ^VN \NRN 

LO IVKLRVQ ] QKRN \NRN LO LlKLRVQ( 

� &JKNaOLYLR[ JI JL VLYLJIKN[ bIJIaIOIZNZ N VIbLO / ]WQ 8 \NRN LO P^VYIQVNMILVKQ JLRi NYKIbQW\NJIbQ D2NVKN 

&VfRNYIN[ ;NkNZNUQVZNE ] \NRN LOOQ YQVPIf^RNR LO QakLKQ RLZ^VZNVY]TYQVPIf[ \LRMIKILVZQ ^VN 

JIVYRQVIhNYI`V LVKRL NMaQJ 29% j^L \LRMIKL LbIKNR LO YQRKL ZL YQM^VIYNYIQVLJ NVKL ON YNcZN ZL ^VQ ZL 

LOOQJ( 

&JKN NRj^IKLYK^RN ZLaLRi LJKNR NOIVLNZN LV Y^NVKQ N JQO^YI`V KLYVQO`fIYN ] YQVPIf^RNYI`V YQV LO ZLJ\OILf^L ZL ON 

\ONKNPQRMN )LNMJ CUQVL ] J^ YQVLlI`V N ON RLZ \maOIYN N KRNbeJ ZL 29%( 

� Gestión de la Fase de Devolución del Servicio 

)RNaNkQJ VLYLJNRIQJ \NRN[ LV J^ YNJQ[ RLNOIhNR ZL ^VN PQRMN QRZLVNZN ] LPIYILVKL ON devolución de operación y 

m antenim iento de la Red de Telefonía de CYII, a CYII o a un tercero que asum a la gestión O&M( 2L \RLbe ^V 

KILM\Q MilIMQ ZL = MLJLJ NVKLJ ZL ON PIVNOIhNYI`V ZLO 2LRbIYIQ +A;( 

2L ZLaL NZLMiJ YQVKLM\ONR YQMQ \NRKL ZLO NOYNVYL[ LV YNJQ ZL ZLbQO^YI`V ZLO JLRbIYIQ[ ON KRNVJPLRLVYIN Q 

OIYLVYINMILVKQ[ JIV YQJKL \NRN %?$$[ ZL ZLJNRRQOOQJ[ ZQY^MLVKQJ[ ^ QKRQJ IVJKR^MLVKQJ ] ULRRNMILVKNJ j^L JL 

\^ZILRNV UNaLR LM\OLNZQ Q RLNOIhNZQ Ll\RLJNMLVKL N OQ ONRfQ ZLO JLRbIYIQ j^L \^ZILRNV LJKNR J^kLKQJ N \RQ\ILZNZ 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

IVKLOLYK^NO \QR \NRKL ZLO G estor O&M ] j^L J^ YQVKIV^IZNZ JLN VLYLJNRIN \NRN ON \RLJKNYI`V ZLO 2LRbIYIQ +A; \QR 

QKRQJ j^L VQ JLNV LO G estor O&M QRIfIVNO( 

2I JL ^JNRNV ULRRNMILVKNJ OIYLVYINZNJ ZL KLRYLRQJ[ JL ZLaLRi NJLf^RNR j^L JL \^LZN UNYLR ON YLJI`V ZL ^JQ N %?$$ 

D] LV YNJQ ZL j^L K^bILRN YQJKL \NRN %?$$[ eJKL ZLaLRi UNaLR JIZQ IVPQRMNZQ \RLbINMLVKL LV LO MQMLVKQ ZL J^ ^JQ 

LPLYKIbQ LV LO 2LRbIYIQ +A;( 

� CRQ]LYKQJo YRLNR ^VN V^LbN JLZL LJ ^V \RQ]LYKQ j^L LJKi ZLVKRQ ZLO NOYNVYL  

� CRQ]LYKQo "^LbNJ JLZLJ YQV IVZL\LVZLVYIN ZL VmMLRQ ZL LlKLVJIQVLJ Q YNMaIQJ MNJIbQJ LV JLZLJ 

LlIJKLVKLJ j^L NPLYKLV N MiJ ZL 8B LlKLVJIQVLJ( 1M\OINYIQVLJ ZL ^J^NRIQJ LV JLZLJ LlIJKLVKLJ j^L 

NPLYKLV N MiJ ZL 8B LlIJKLVKLJ( 

� Despliegue de aplicaciones en distintos entornos 

$VJKNONR ONJ +412 \NRN ONJ Mij^IVNJ ZL ONJ N\OIYNYIQVLJ LV ZIJKIVKQJ LVKQRVQJ[ NJc YQMQ NOYNVYL ON IVJKNONYI`V[ 

YQVPIf^RNYI`V[ OIYLVYINMILVKQ ] \^LJKN LV MNRYUN ZL ONJ MIJMNJ[ \NRN j^L LO JLNV Q\LRNKIbNJ( )NMaIeV JLRi QakLKQ 

ZLO 2LRbIYIQ +A; J^ MNVKLVIMILVKQ[ Ll\OQKNYI`V ] YQVPIf^RNYI`V JLfmV OQJ PIVLJ NVKLRIQRMLVKL IVZIYNZQJ( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

9. VOLUMETRÍAS 

2L IVYO^]LV N YQVKIV^NYI`V ZNKQJ ZL RLPLRLVYIN JQaRL ON NYKIbIZNZ N RLNOIhNR YQV LO PIV ZL j^L LO G estor O&M \^LZN 

RLNOIhNR J^ MLkQR LJKIMNYI`V ZL LJP^LRhQ ] RLY^RJQJ \NRN LO 2LRbIYIQ +A;( 

9.1. EXTENSIONES 

)LYVQOQfcN $VIYIQ ZL ON \RLJKNYI`V ZLO 
2LRbIYIQ +A; DCRLbIJKQE 

&lKLVJI`V ZL JLRbIYIQ 
+A;

12)&*$2S 8BB /.BB 

;6 +"& /<BB 8BB 

)&1;2TCX+"& =B /.BB 

9.2. TIPOLOGÍA DE USUARIOS 

2L ZLaLV KLVLR LV Y^LVKN bNRINJ KI\QOQfcNJ ZL ^J^NRIQJ \NRN Nk^JKNR LO MQZLOQ ZL NKLVYI`V ] ON fLJKI`V ZL 

\RIQRIZNZLJ \NRN LO KRNKNMILVKQ ZL NYKIbIZNZLJ ZL JLRbIYIQ( 

Tipología de usuario Descripción Modelo de atención 

,J^NRIQ 4$C #IRLYKQRLJ ] *LJ\QVJNaOLJ ZL dRLN ZL 
"LfQYIQ( 
,J^NRIQJ YQV RLJ\QVJNaIOIZNZLJ 
Q\LRNKIbNJ YONbL LV ON fLJKI`V ZL ON 
NYKIbIZNZ ZL %?$$ 

2ILM\RL j^L JLN \QJIaOL NKLVYI`V 
\RLJLVYINO( 
1OKN \RIQRIZNZ LV ON fLJKI`V( 

,J^NRIQ LV 2LZLJ 
+\LRNKIbNJ DLMaNOJLJ[ 
YLVKRQJ ZL KRNKNMILVKQ 
ZL Nf^NJ[ fNOLRcNJ[ 
YLVKRQJ ZL fLJKI`V /=l<E 

&M\OLNZQJ ZL %?$$ YQV P^VYIQVLJ 
Q\LRNKIbNJ LJ\LYINOMLVKL RLOLbNVKLJ 
YQV NOKQJ RLj^LRIMILVKQJ ZL YNOIZNZ ] 
ZIJ\QVIaIOIZNZ ZLO JLRbIYIQ ] LV NOf^VQJ 
YNJQJ KILM\QJ ZL RLJ\^LJKN IVMLZINKQJ 

CRLJLVYINO Q RLMQKN JLfmV ON VNK^RNOLhN 
ZL ON NYKIbIZNZ ZL JLRbIYIQ( 
CRIQRIZNZ JLfmV \RQYLZIMILVKQJ 
LJKNaOLYIZQJ ] KNaON ZL YRIKIYIZNZLJ( 
1ViOIJIJ ] ZINfV`JKIYQ \RLPLRLVKL 

,J^NRIQ LV 2LZLJ 
1ZMIVIJKRNKIbNJ ] 
%QMLRYINOLJ 

&M\OLNZQJ ZL %?$$ YQV 
RLJ\QVJNaIOIZNZLJ ZL fLJKI`V 
YQR\QRNKIbN ] YQMLRYINO YQV 
RLj^LRIMILVKQJ LJKiVZNR 

CRLPLRLVKLMLVKL RLMQKN[ JNObQ j^L JLN 
VLYLJNRIQ J^JKIK^YI`V ZL ZIJ\QJIKIbQJ Q 
YQM\RQaNYI`V ZL LOLMLVKQJ ZL 
LOLYKR`VIYN ZL RLZ( 
CRIQRIZNZ JLfmV \RQYLZIMILVKQJ 
LJKNaOLYIZQJ ] KNaON ZL YRIKIYIZNZLJ( 

9.3. ACTIVIDADES DE SERVICIO (IPS / CHG) 

2L IVYO^]LV RLPLRLVYINJ ZL ZQJ KI\QJo 

#NKQJ UIJK`RIYQJ /B'. _ /B/' ZL ONJ NYKIbIZNZLJ ZL JLRbIYIQ YONJIPIYNZNJ YQMQ $C2 D$VYIZLVYINJ[ \LKIYIQVLJ ] 

JQOIYIK^ZLJE L %X@ D%NMaIQJE[ JQaRL ON KLYVQOQfcN LlIJKLVKL D12)&*$2S[ ;$)&3E 

CRLbIJIQVLJ RLNOIhNZNJ \QR %?$$[ JQaRL ON LbQO^YI`V ZL ON ZLMNVZN LV LO \LRIQZQ ZL \RLJKNYI`V ZLO 2LRbIYIQ +A; 

YQMQ YQVJLY^LVYIN ZL ON LVKRNZN LV Q\LRNYI`V ZL ONJ V^LbNJ \ONKNPQRMNJ[ ON NM\OINYI`V ZL P^VYIQVNOIZNZLJ ] 

JLRbIYIQJ ZL bNOQR NORLZLZQR ZL ON KLYVQOQfcN ZL RLZ ZL KLOLPQVcN( 



58

SERVICIOS DE MANTENIMIENTO DEL SISTEMA DE TELEFONÍA FIJA DE CANAL DE ISABEL II

EXPEDIENTE N.º: 78/2022

C
a
n
a
l 
d
e
 I

s
a
b
e
l 
II

 S
.A

 i
n
s
c
ri
ta

 e
n
 e

l 
R

e
g
is

tr
o
 M

e
rc

a
n
ti
l d

e
 M

a
d
ri
d
 a

l 
T

o
m

o
 2

9
.7

3
3
, 
F

o
lio

 8
6
, 

S
e
c
c
ió

n
 8

, 
H

o
ja

 M
-5

3
4
9
2
9
 e

 I
n
s
c
ri
p
c
ió

n
 1

ª,
 N

IF
 A

8
6
4
8
8
0
8
7
, 

D
o
m

ic
ili

o
 S

o
c
ia

l: 
C

/ 
S

a
n
ta

 E
n
g
ra

ci
a
, 

1
2
5
, 

2
8
0
0
3
 M

a
d
ri
d

Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

1 \NRKIR ZL LJKQJ ZNKQJ[ ZL ONJ YQVZIYIQVLJ ZL \RLJKNYI`V ZL JLRbIYIQ ] ZLO NOYNVYL ZLO YQVKRNKQ ZL JLRbIYIQ %?$$ UN 

LJKNaOLYIZQ J^J RLj^IJIKQJ ZL ZIMLVJIQVNMILVKQ ZL Lj^I\Q McVIMQ(  

"Q QaJKNVKL[ JL LJ\LRN j^L LO G estor O&M UNfN J^ \RQ\IQ NViOIJIJ ZL OQJ ZNKQJ ] J^J \RQ\INJ \RLbIJIQVLJ LV aNJL N 

J^ Ll\LRILVYIN[ IVZIYNVZQ LV J^ \RQ\^LJKN OQJ J^\^LJKQJ LM\OLNZQJ( &O G estor O&M ZLaLRi IVZIYNR Ll\RLJNMLVKL 

LV J^ \RQ\^LJKN ON bQO^MLKRcN LV ON j^L aNJN J^ ZIMLVJIQVNMILVKQ ] j^L YQM\RQMLKL YQMQ NOYNVYL ZL OQJ 

JLRbIYIQJ +A; \RLJKNZQJ( 

&JKQJ bQOmMLVLJ JL YQVJIZLRNV ON OcVLN aNJL ZLO JLRbIYIQ[ ] LO OIYIKNZQR ZLaLRi NJ^MIR ON NKLVYI`V ZL LJKQJ 

bQOmMLVLJ YQV ^V MNRfLV ZL PO^YK^NYI`V ZL xWT '.w MLVJ^NO(  

&V YNJQ ZL j^L JL J^\LRLV LV ZQJ Q MiJ MLJLJ ZL PQRMN YQVJLY^KIbN Q LV Y^NKRQ MLJLJ ZL PQRMN NOKLRVN LV ^V 

\LRIQZQ ZL QYUQ MLJLJ[ LO bQO^MLV ZL IVYIZLVYINJ[ LO OIYIKNZQR \QZRi JQOIYIKNR N %?$$ ON RLbIJI`V ZL OQJ bQOmMLVLJ 

MLVJ^NOLJ ZL IVYIZLVYINJ[ MLZINVKL ON RLZ^YYI`V ZLO VmMLRQ ZL YNMaIQJ DKNRLNJEW\LKIYIQVLJ N RLNOIhNR(  

&O OIYIKNZQR J`OQ LJKNRi QaOIfNZQ N RLNOIhNR \LKIYIQVLJ ] YNMaIQJ MLVJ^NOLJ UNJKN OQJ bQOmMLVLJ IVZIYNZQJ DKLVILVZQ 

LV Y^LVKN ON aNVZN ZLO '.wE( 

9.3.1.  Incidencias, peticiones y solicitudes. Datos 2016 – 2022 

Tickets TELCO por año de apertura - histórico - 

Tipo ticket 2016 2017 2018 2019 2020 2021 2022 
Total 

general 

SOLICITUDES .> 8> '7 '7 => '8 '.  /B= 

INCIDENCIAS 'B' 7< =< H. 7B 8' =/  ==8 

Total 159 105 63 111 108 44 57  647 

Tickets TELCO por año de cierre - histórico - 

Tipo ticket 2016 2017 2018 2019 2020 2021 2022 
Total 

general 

SOLICITUDES '. .B =8 '8 == '. '7 /B. 

INCIDENCIAS 8< ''' 78 H/ 7' 87 =B ==' 

Total 52 161 106 105 105 51  56 646 

Tickets TELCO por año de cierre y estado - histórico - 

Estado 
2016 2017 2018 2019 2020 2021 2022 Total 

general SOL INC SOL INC SOL INC SOL INC SOL INC SOL INC SOL INC 

%NVYLONZQ > '8 < / H / 7 / '= ' / 77 

%LRRNZQ < 8< 8< 'B= =' .= '' >7 =' =< '= 8= .'8 

CLVZILVKL ZL &JKIMNYI`V  8 8 

CLVZILVKL ZL ^J^NRIQ ' ' 
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*LYUNhNZQ ' ' 

*LJ^LOKQ ' ' 

)RNaNkQJ LV Y^RJQ 8 8 

Total 15 37 50 111 43 63 13 92 44 61 15 36 9 1 590 

Incidencias, peticiones y solicitudes (volúm enes anuales) 
2015 2016 2017 2018 

(estim ado) 
2019 2020 2021 

'(./. '(/HB '(/.B '(/'B '(B.B '(B'8 .'B 

Incidencias, peticiones y solicitudes (tipologías) 
TIPO  PORCENTAJE 

$VYIZLVYINJ )LOePQVQ 0IkQ 87[='w 

CRQfRNMNYI`V )LOePQVQ 0IkQ '8[=8w 

1OKN &lKLVJI`V <['8w 

%NMaIQ ZL )IK^ONR .[..w 

$VYIZLVYIN C^VKQ ZL *LZ 8[H/w 

1M\OINYI`V 1YYLJQRIQJ 8[>/w 

%NMaIQ ZL %NKLfQRcN 8[=Bw 

$VYIZLVYIN 0Nl( 8[8'w 

$VYIZLVYIN #IRLYKQRIQ 8[8'w 

1^ZIKQRcNJ 8[B8w 

%NMaIQ N\NRNKQ KLOLP`VIYQ /[./w 

CRQfRNMNYI`V #LJbcQJ '[</w 

9NkN &lKLVJI`V '[78w 

*LJKQ >[/'w 

3QJ KRNaNkQJ j^L JL ZLRIbLV ZL ONJ JQOIYIK^ZLJ[ YNMaIQJ Q IVYIZLVYINJ j^L RLNOIYL LO ^J^NRIQ[ \QZRiV YQVKLVLR ^VN 

YQOLYYI`V ZL LlKLVJIQVLJ Q LOLMLVKQJ JQaRL OQJ j^L UN]N j^L NYK^NR( CQR OQ KNVKQ[ VQ LJ ^VcbQYN ON RLONYI`V ZL 

KIYnLKJ YQV ON RLONYI`V ZL LlKLVJIQVLJ Q IVPRNLJKR^YK^RN JQaRL ON j^L KRNaNkNR( &kLM\OQo ^V KIYnLK ZL ^J^NRIQ JL 

\^LZL RLPLRIR N RLNOIhNR YNMaIQJ ZL \RQfRNMNYI`V JQaRL /B LlKLVJIQVLJ[ VQ UNaRi \QR KNVKQ /B KIYnLKJ[ JIVQ ^VQ 

J`OQ j^L JL UNaRi ZL fLJKIQVNR ZL NY^LRZQ YQV OQJ SC$J ] 1"2 LJKNaOLYIZQJ LV LJKL ZQY^MLVKQ(
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9.3.2. Gestión de Peticiones de Cam bios. Datos 2015 – 2018 

Cam bios (volúm enes anuales) 
/B'. /B'7 /B'< /B'> DLJKIMNZQE 

'(H7. '(>>. '(<<. '('<B 

Cam bios (Tipologías) 

2L IVZIYN ZIJKRIa^YI`V \QR KI\QJ ZL YNMaIQ LV ON \ifIVN JIf^ILVKL( %QMQ IVPQRMNYI`V NZIYIQVNO LO G estor O&M ZLaL 

KLVLR LV Y^LVKN j^L NOf^VNJ \LKIYIQVLJ ZL NOKNWaNkN ZL LlKLVJI`V \^LZLV JLR YQVJLY^LVYIN ZL KRNJONZQJ ZL 

^aIYNYI`V ZL ZL\NRKNMLVKQJ Q ZQKNYI`V N V^LbNJ JLZLJ ] \QR KNVKQ JL KRNKN ZL NOKNJWaNkNJ YQOLYKIbNJ( 2L LJKIMN 

YQMQ RLPLRLVYIN j^L LV LJKQJ YNJQJ ' \LKIYI`V \^LZL J^\QVLR ON fLJKI`V ZL LVKRL 8B ] =B LlKLVJIQVLJ( 

1ZIYIQVNOMLVKL JL YIPRNV LVKRL 7BB ] >BB LO bQO^MLV ZL MQbIMILVKQJ[ KRNJONZQJ ZL LlKLVJI`V NO NpQ( 
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Cam bios (tipologías)  

TIPO1 TIPO2 TIPO3 PORCENTAJES
Telefonía  Telefonía fija  Baja Extensión + terminal telefónico 12,88%

 Programaciones (de teclas, grupos, desvíos a fijos, buzón de voz) 10,23%
 Alta Extensión 5,23%
 Cambio de titularidad de línea telefónica 3,50%
 Trabajos cableado voz/datos 3,44%
 Cambio de categoría 2,31%
 Desvío Jefe-secretaria 1,46%
 Cableado voz/datos traslados 1,20%
 Tendidos de fibra óptica 0,98%

Telefonía móvil Baja Línea Voz y/o Datos 5,89%
Alta línea de Voz/Datos para proyectos 5,63%
Alta Línea de Voz 5,14%
Cambio de abreviado 1,90%
Alta de líneas de datos para proyecto TESEO 0,41%

 Fax 0,19%

PUESTO de TRABAJO  NUEVO puesto de trabajo sin necesidad de mobiliari(en blanco) 10,52%
 TRASLADO del puesto de trabajo (en blanco) 9,77%
 NUEVO puesto de trabajo (en blanco) 2,94%
 BAJA del puesto de trabajo (en blanco) 0,03%

Aplicaciones Móviles 10,45%
Accesos-Seguridad 4,29%
Hardware 1,32%
Configuración equipo no corporativo en Forescout (en blanco) (en blanco) 0,24%
Administración Redes-Wifi Nuevo punto de acceso Wifi 0,02%
Gestión de otras empresas  HISPANAGUA  Telefonía móvil 0,02%

Total general 100,00%
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

9.3.3. Previsión de evolución de la volum etría 

3QJ ZNKQJ IVZIYNZQJ LV LO N\NRKNZQ NVKLRIQR JL RLPILRLV N NYKIbIZNZLJ ZL JLRbIYIQ fLJKIQVNZNJ \QR %?$$ JQaRL ON RLZ 

NYK^NO YQV ON KLYVQOQfcN NYK^NO $C MN]QRIKNRINMLVKL ;IKLO ] LV MLVQR \RQ\QRYI`V 4Q$C LV 1JKLRIJn( 

%?$$ LVKILVZL j^L LV Y^NVKQ N OQJ JLRbIYIQJ aiJIYQJ ON OcVLN aNJL ZL ZLMNVZN ZL NYKIbIZNZLJ ZL JLRbIYIQJ \NRN LO 

\LRIQZQ ZLO YQVKRNKQ ZL JLRbIYIQ KLVZRi ^VN LbQO^YI`V QRfiVIYN LVKRL LO 8w T .w ZNZQ j^L ONJ KLYVQOQfcNJ[ J^J 

P^VYIQVNOIZNZLJ ] OQJ \RQYLZIMILVKQJ +A; JL YQVJIZLRNV MNZ^RQJ ] LJKNaOLJ( 

%?$$ LJKIMN ^V IVYRLMLVKQ ZL ON ZLMNVZN JQaRL ON OcVLN aNJL ZL RLPLRLVYIN IVZIYNZN LV LO N\NRKNZQ NVKLRIQR j^L 

JL IVZIYN N YQVKIV^NYI`Vo 

1pQ ' 1pQ / 1pQ 8 1pQ = 

'(HBB '(HBB '(7BB '(7BB 
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10. MODELO O&M  

10.1. MODELO DE REFERENCIA 

&O G estor O&M ZLaLRi UNYL ^VN Propuesta de Modelo O&M LV aNJL N J^ Ll\LRILVYIN( Se entiende que el Gestor 

O&M cuenta con un m odelo propio probado (requisito de solvencia técnica) que deberá adaptar a la realidad 

de CYII y som eterlo a su validación( 

2L ZLaLRi NYRLZIKNR ON RLNOIZNZ Q\LRNKIbN ZLO ;QZLOQ +A; \RQ\^LJKQ IVZIYNVZQ J^ N\OIYNaIOIZNZ ] bIfLVYIN LV 

2LRbIYIQJ +A; ZL JQO^YIQVLJ KLYVQO`fIYNJ JQ\QRKL ZL JLRbIYIQJ ZL IVPQRMNYI`V ] YQM^VIYNYI`V( &O G estor O&M

ZLaL IVZIYNR LV J^ \RQ\^LJKN ONJ PQRKNOLhNJ ZL J^ MQZLOQ ] ONJ Ll\LRILVYINJ ZL elIKQ LV IM\ONVKNYIQVLJ JIMIONRLJ( 

%QMQ JL UN IVZIYNZQ LV N\NRKNZQJ NVKLRIQRLJ %?$$ NJ\IRN N ZQKNRJL ZL ^V ;QZLOQ +A; $VKLfRNO Y^]Q QakLKIbQ 

\RIMNRIQ JLN NJLf^RNR ZL PQRMN \RQNYKIbN ON ZIJ\QVIaIOIZNZ[ YQVKIV^IZNZ ] YNOIZNZ ZLO 2LRbIYIQ ZL )LOLPQVcN( %?$$ 

LJ\LRN j^L LO ;QZLOQ \RQ\^LJKQ JL QRfNVIYL NORLZLZQR ZL JLIJ fRNVZLJ iRLNJo 

'( @QaILRVQ ZLO ;QZLOQ[ LJKRNKLfIN L IVVQbNYI`V ZLO 2LRbIYIQ +A; 

/( @LJKI`V ZL ON ZLMNVZN ] ZL ONJ RLONYIQVLJ YQV ^J^NRIQJ DsYOILVKLJtE N KRNbeJ ZL ZIJKIVKQJ YNVNOLJ DKLOLPQVcN[ 

qLa[ JIJKLMNJ ZL MQVIKQRIhNYI`VE 

8( @LJKI`V ZL 2LRbIYIQJ DIVYIZLVYINJ[ JQOIYIK^ZLJ[ YNMaIQJE 

=( @LJKI`V ZL CRQ]LYKQJ[ +\LRNYIQVLJ ] *LY^RJQJ 

.( @LJKI`V ZL ON &PIYILVYIN +\LRNKIbN ] %NOIZNZ DSC$[ 1"2E( %^NZRQJ ZL ;NVZQ ] *L\QRKL 

7( @LJKI`V ZLO YQVKRNKQ ZL JLRbIYIQ ] RLONYI`V YQV LO Lj^I\Q ZL %?$$ 

&O G estor O&M ZLaLRi MN\LNR J^ MQZLOQ ZL RLPLRLVYIN YQV LO j^L JL \ONVKLN LV LJKL Pliego de Prescripciones 

Técnicas ] k^JKIPIYNR J^J ZIPLRLVYINJ( 

&O LJj^LMN fLVLRNO ZLO ;QZLOQ +A; ZL *LPLRLVYIN \ONVKLNZQ \QR %?$$ JL M^LJKRN LV LO LJj^LMN ZL ON \ifIVN 

JIf^ILVKL( 
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10.2. CATÁLOGO DE SERVICIOS 

2L ZLPIVLV Servicios de nivel Estratégico YQV PIVNOIZNZ ZL NJLf^RNR j^L OQJ QakLKIbQJ YQR\QRNKIbQJ ZL %?$$ LJKeV 

NOIVLNZQJ YQV OQJ QakLKIbQJ ZLO ;QZLOQ +A;[ ZL PQRM^ONR \RQ\^LJKNJ ZL IVVQbNYI`V KLYVQO`fIYN ] Q\LRNKIbN j^L 

RLZ^VZLV LV ^VN MLkQRN YQVKIV^N[ ] ZL NJLf^RNR j^L KQZNJ ONJ ZLYIJIQVLJ ] Q\LRNYIQVLJ LJKiV NOIVLNZNJ YQV ON 

LJKRNKLfIN ZL %?$$( 

2L ZLPIVLV Servicios de nivel Táctico YQV ON PIVNOIZNZ ZL NJLf^RNR j^L ONJ ZLYIJIQVLJ LJKRNKefIYNJ JL KRNJONZNV NO 

;QZLOQ +A;[ ] JL LkLY^KNV N KRNbeJ ZL \ONVLJ ZL Q\LRNYI`V ] NYYI`V[ YQV ^V NZLY^NZQ @QaILRVQ ZLO ;QZLOQ 

+A; LV YQVk^VKQ ] LV NYKIbIZNZLJ LJ\LYcPIYNJ \NRN LO MLkQR YQVKRQO ] JLf^IMILVKQ ZL ONJ Q\LRNYIQVLJ( 2QV 

\RQYLJQJ LJKR^YK^RNOLJ IM\RLJYIVZIaOLJ( 

2L ZLPIVLV Servicios a nivel Operativo \NRN ON fLJKI`V ZLO ZcN N ZcN ZLO 2LRbIYIQ +A; DfLJKI`V[ LkLY^YI`V[ 

J^\LRbIJI`V KeYVIYN ZLO 2LRbIYIQ ZL )LOLPQVcN ] YQVKRQO ZINRIQ ZL OQJ JLRbIYIQJ \RLJKNZQJ( 

Se definen Servicios de Evolución Tecnológica[ \NRN ON fLJKI`V ZL ON IVKRQZ^YYI`V ZL V^LbNJ KLYVQOQfcNJ \NRN 

V^LbNJ VLYLJIZNZLJ ZL VLfQYIQ Q ZLRIbNZNJ j^L RLZ^VZLV LV ON LPIYILVYIN ] YNOIZNZ ZLO 2LRbIYIQ +A;(

10.2.1. Servicios de nivel Estratégico 
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10.2.1.1. SERV_EST_01 Estrategia de Servicio 

&O G estor O&M ZLaLRi NJLf^RNR j^L LO 2LRbIYIQ j^L JL \RLJKN LJKi NOIVLNZQ YQV ONJ ZIRLYKRIYLJ LJKRNKefIYNJ ZL %?$$ 

KNVKQ N VIbLO ZL VLYLJIZNZLJ Q\LRNKIbNJ ] ZL VLfQYIQ YQMQ N VIbLO ZL LJKRNKLfIN KLYVQO`fIYN( 3NJ ZIRLYKRIYLJ 

LJKRNKefIYNJ LV LO iMaIKQ ZL VLfQYIQ ] LV LO iMaIKQ KLYVQO`fIYQ[ N^Vj^L \^ZILRNV NZLONVKNRJL LV ON RLONYI`V ZINRIN 

LVKRL OQJ Lj^I\QJ RLJ\QVJNaOLJ ZL %?$$ ] LO G estor O&M[ JLRiV KRNJONZNZNJ ] RNKIPIYNZNJ \QR %?$$ LV OQJ %QMIKeJ ZL 

#IRLYYI`V ZLO YQVKRNKQ ZL JLRbIYIQ j^L JL ZLPIVLV LV QKRQJ N\NRKNZQJ ZL LJKL Pliego de Prescripciones Técnicas(  

%QMQ KNRLNJ N RLNOIhNR LV LJKL JLRbIYIQ JL IZLVKIPIYNVo 

� *LYQ\IONR ] ZQY^MLVKNR ONJ ZIRLYKRIYLJ LJKRNKefIYNJ \ONVKLNZNJ LV OQJ YQMIKeJ ZL ZIRLYYI`V 

� 1VNOIhNR LO IM\NYKQ j^L eJKNJ \^LZNV KLVLR LV LO 2LRbIYIQ +A; j^L JL LJKi \RLJKNVZQ 

� #LPIVIR ] \ONVKLNR NYYIQVLJ j^L \^LZNV JLR VLYLJNRINJ \NRN LO NOIVLNMILVKQ LJ\LRNZQ

� 1\RQaNR ONJ NYYIQVLJ N IM\ONVKNR LV LO YQMIKe ZL ZIRLYYI`V 

� CONVIPIYNR ] LkLY^KNR ONJ NYYIQVLJ 

10.2.1.2. SERV_EST_02 Optim ización e innovación 

&V LO QakLKIbQ ZL \RQNYKIbIZNZ ] LlYLOLVYIN j^L JL LJ\LRN ZLO ;QZLOQ +A; ] ZL J^ fLJKI`V[ JL ZLaLV YQVKLM\ONR 

NYYIQVLJ ZL MLkQRN YQVKIV^N ZLRIbNZNJ ZLO NViOIJIJ ZL ONJ MeKRIYNJ ZL ONJ Q\LRNYIQVLJ[ ZL ON QaJLRbNYI`V ZIRLYKN L 

IVZIRLYKN ZLO JLRbIYIQ Q ZL N^ZIKQRcNJ LlKLRVNJ( 

$f^NOMLVKL JL LJ\LRN ZLO G estor O&M \RQNYKIbIZNZ \NRN \RQ\QVLR NYYIQVLJ ZL IVVQbNYI`V N VIbLO KLYVQO`fIYQ ] 

Q\LRNKIbQ j^L RLZ^VZLV LV ON MLkQRN ZLO JLRbIYIQ( 

%QMQ KNRLNJ JL IVYO^]LVo 

� +aJLRbNYI`V ] NViOIJIJ ZL ZNKQJ 

� +aJLRbNKQRIQ ZL KLVZLVYINJ KLYVQO`fIYNJ ] Q\LRNKIbNJ 

� &ONaQRNYI`V ZL IVPQRMLJ MLVJ^NOLJ YQV \RQ\^LJKNJ ZL Q\KIMIhNYI`V L IVVQbNYI`V 
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10.2.2. Servicios de nivel Táctico 
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10.2.3. Servicios de nivel Operativo 
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10.2.3.1. SERV_OPE_01 Gestión de la dem anda 

&V LO ;QZLOQ ZL *LPLRLVYIN \ONVKLNZQ \QR %?$$ ON Gestión de la Dem anda KILVL ^VN RLOLbNVYIN ZLJKNYNaOL ] NJc 

ZLaL YQVKLM\ONROQ LO G estor O&M LVYNRfNZQ ZLO 2LRbIYIQ( 2L LVKILVZL YQMQ LO conjunto de procesos y 

procedim ientos que reciben, evalúan, clasifican y asignan cualquier tipo de actividad de servicio DIVYIZLVYINJ[ 

\LKIYIQVLJ[ YQVJ^OKNJ[ YNMaIQJ[ \RQ]LYKQJ[ LKY(E YQV independencia de su origen DJLN ^V ^J^NRIQ[ ^V LbLVKQ 

MQVIKQRIhNZQ Q ^V LJ\LYINOIJKN KeYVIYQ ZL %?$$ Q ^VN VLYLJIZNZ ZL VLfQYIQ KRNJONZN LV YQMIKeJ ZL ZIRLYYI`V[ ZL 

YNMaIQ Q YQM^VIYNZNJ LV RL^VIQVLJ IVKLRVNJE( 

3QJ QakLKIbQJ ZL ON @LJKI`V ZL ON #LMNVZN JQV ZQaOLJo 

� A nivel táctico (análisis y planificación de la dem anda)[ LVKLVZLR ] NVKIYI\NR ON ZLMNVZN \QKLVYINO \NRN 

\QZLR IZLVKIPIYNR \NKRQVLJ ZL NYKIbIZNZ ] N \QRKNR IVPQRMNYI`V YQV LO Lj^I\Q ZL fLJKI`V ZL RLY^RJQJ LV LO 

ZIMLVJIQVNMILVKQ ZL eJKQJ( 

� A nivel operativo (atención de la dem anda)[ RLYIaIR[ LbNO^NR ] YNVNOIhNR ONJ NYKIbIZNZLJ ZL JLRbIYIQ UNYIN 

OQJ fR^\QJ ZL RLJQO^YI`V NZLY^NZQJ LV OQJ ZIJKIVKQJ YNVNOLJ UNaIOIKNZQJ[ L IVPQRMNR ZL ON RLJQO^YI`V N OQJ 

\LKIYIQVNRIQJ( 1 VIbLO Q\LRNKIbQ LO QakLKIbQ LJ RLNOIhNR ^V KRNKNMILVKQ ZIPLRLVYINZQ JLfmV KI\Q[ 

\LKIYIQVNRIQ ] YRIKIYIZNZ JLfmV OQJ YRIKLRIQJ ZLPIVIZQJ \QR %?$$ ̂ KIOIhNVZQ ONJ ULRRNMILVKNJ ] \RQYLZIMILVKQJ 

MNRYNZQJ( 

Análisis y planificación de la dem anda 

&O G estor O&M ZLaLRi RLNOIhNR NV^NO Q JLMLJKRNOMLVKL LV P^VYI`V ZL OQ NYQRZNZQ YQV %?$$ KRNaNkQJ ZL NViOIJIJ ] 

\ONVIPIYNYI`V ZL ON ZLMNVZN \RLbIJIaOL \NRN PNYIOIKNR j^L OQJ RLJ\QVJNaOLJ ZLO JLRbIYIQ ] ZL fLJKI`V ZL RLY^RJQJ 

\^LZNV NJLf^RNR j^L LO 2LRbIYIQ +A; LJKi ZIMLVJIQVNZQ NZLY^NZNMLVKL( 

2L IZLVKIPIYNV Y^NKRQ KNRLNJo 

� $ZLVKIPIYNR ] NVNOIhNR OQJ \NKRQVLJ ZL NYKIbIZNZ \NRN LVKLVZLR OQJ VIbLOLJ ZL ZLMNVZN[ LJKNYIQVNOIZNZ[ 

PRLY^LVYIN[ ZIJKRIa^YI`V UQRNRIN 
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� 1VNOIhNR ON ZLMNVZN RLNO \QR \LRPIO ZL \LKIYIQVNRIQ[ JLZL[ KI\Q 

� %QONaQRNR YQV OQJ fLJKQRLJ ZL RLY^RJQJ LV ZLPIVIYI`V ZL ON LJKR^YK^RN ZL JLRbIYIQJ ] LO ZIMLVJIQVNMILVKQ 

ZL MLZIQJ KeYVIYQJ ] U^MNVQJ 

� %QONaQRNR YQV OQJ fLJKQRLJ ZLO JLRbIYIQ ] OQJ RLJ\QVJNaOLJ ZL LPIYILVYIN Q\LRNKIbN \NRN j^L OQJ \ONVLJ 

RLNOIhNZQJ JL NZN\KLV N ON RLNOIZNZ Q\LRNKIbN 

&V LO ZINfRNMN JL M^LJKRN ^V LJj^LMN QRILVKNKIbQ ZL LJKL J^a\RQYLJQo 
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Atención de la dem anda

&O G estor O&M ZLaLRi IVYQR\QRNR OQJ MLZIQJ KeYVIYQJ ] U^MNVQJ VLYLJNRIQJ \NRN RLYIaIR[ LbNO^NR ] YNVNOIhNR ON 

ZLMNVZN RLYIaIZN(  

� Peticionarios 

2L IZLVKIPIYNV bNRIQJ KI\QJ ZL \LKIYIQVNRIQJ fLVLRNZQRLJ ZL ZLMNVZNo 

o ,J^NRIQJ LJKiVZNR LV JLZLJ NZMIVIJKRNKIbNJ[ ZL fLJKI`V[ YQMLRYINOLJ 

o ,J^NRIQJ ZL NOKN ZIRLYYI`V D4$CE 

o ,J^NRIQJ KeYVIYQJ LV JLZLJ Q\LRNKIbNJ YQV NOKQJ RLj^LRIMILVKQJ ZL YNOIZNZ ] ZIJ\QVIaIOIZNZ 

1ZLMiJ[ YNaL ON fLVLRNYI`V ZL ZLMNVZN ZLRIbNZN ZLo 

� 1ONRMNJ LV JIJKLMNJ ZL MQVIKQRIhNYI`V DGLVVQJ[ "NfIQJE 

� +KRNJ iRLNJ KeYVIYNJ ZL %?$$ Q LlKLRVQJ RLONYIQVNZQJ DPNaRIYNVKLJ[ Q\LRNZQRLJ KLOLYQM^VIYNYIQVLJE 

� *LJ\QVJNaOLJ ZL "LfQYIQ Q *LJ\QVJNaOLJ ZL iRLN ZL )LOLPQVcN 

� Ubicación de Recursos 

&V ON JLZL ZL %?$$ LV ON YNOOL 2NVKN &VfRNYIN '/. ZL ;NZRIZ[ ] YLVKRQ ZL RLJ\NOZQ JIK^NZQ LV ;NkNZNUQVZN( 

� Herram ientas 

%?$$ ZIJ\QVL ZL ^VN ULRRNMILVKN ZL fLJKI`V ZL JIJKLMNJ ZL IVPQRMNYI`V D%1 2LRbIYL #LJnE j^L ^KIOIhN \NRN ON 

fLJKI`V ZL IVYIZLVYINJ[ \LKIYIQVLJ \RQaOLMNJ ] YNMaIQJ( &JKN ULRRNMILVKN ZLaLRi JLR LM\OLNZN \QR LO G estor O&M

YQMQ \^VKQ ZL RLYL\YI`V ZL ONJ JQOIYIK^ZLJ ZL JLRbIYIQ[ ] ZLaLRi RLNOIhNR J^ fLJKI`V LV ON ULRRNMILVKN YQVPQRML N 

OQJ \RQYLZIMILVKQJ ZLPIVIZQJ \QR %?$$( 3NJ OIYLVYINJ VLYLJNRINJ \NRN ON ^KIOIhNYI`V ZL LJKNJ ULRRNMILVKNJ YQRRLRiV N 

YNRfQ ZLO G estor O&M[ ] ZLaLRi KLVLRONJ LV Y^LVKN LV J^J LJKIMNYIQVLJ ZL YQJKLJ( CNRN LOOQ \^LZL \LZIR 

\RLJ^\^LJKQ N %1 )LYUVQOQfILJ Q J^J \NRKVLRJ[ KLVILVZQ j^L IZLVKIPIYNR Ll\OcYIKNMLVKL LO VmMLRQ ZL OIYLVYINJ j^L 

JL \RLbeV NZj^IRIR Q NOj^IONR ] LO YQM\RQMIJQ \NRN UNYLROQ( 

� Canales 

%QMQ JL IVZIYN LV N\NRKNZQJ NVKLRIQRLJ LO ;QZLOQ +A; N IM\ONVKNR ZLaL LJKNR YQQRZIVNZQ YQV OQJ 2LRbIYIQJ ZL 

@LJKI`V )$ ZL %?$$( 1ZLMiJ[ YQM\NRKL MLZIQJ ] ULRRNMILVKNJ ZL fLJKI`V ZL ZLMNVZN 2,2? D2IJKLMN ,VIPIYNZQ ZL 

2QOIYIK^ZLJ L $VYIZLVYINJE JQaRL \ONKNPQRMN %1 2LRbIYL #LJn[ ] MNVKILVL \RQYLZIMILVKQJ ZL RLONYI`V ] Q\LRNYI`V 

NOIVLNZQJ LVKRL OQJ ZIJKIVKQJ fR^\QJ ZL RLJQO^YI`V( 

2L IZLVKIPIYNV YQMQ YNVNOLJ \RIVYI\NOLJ \NRN ^J^NRIQJo 

� )LOePQVQo N KRNbeJ ZL ON LlKLVJI`V /''/ D%1, NYK^NO YQM\NRKIZQ YQV dRLN ZL NKLVYI`V N ^J^NRIQJ[ j^L LV 

\RIVYI\IQ JNObQ j^L JL NY^LRZL OQ YQVKRNRIQ UNRcN KRNVJPLRLVYINJ LV YNOILVKL NO %1, ZL KLOLPQVcN "'E 

� rLao NaRILVZQ \LKIYIQVLJ ZL JLRbIYIQ ZIRLYKNMLVKL LV ON ULRRNMILVKN 2,2? 
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3NJ \LKIYIQVLJ ZL QKRNJ iRLNJ KeYVIYNJ ZL %?$$ Q LlKLRVQJ RLONYIQVNZQJ DPNaRIYNVKLJ[ Q\LRNZQRLJ 

KLOLYQM^VIYNYIQVLJE \QZRiV OOLfNR ZIRLYKNMLVKL N %1, KLOLPQVcN D"'E Q N fR^\QJ ZL LJYNONZQ "/ Q "8 LV P^VYI`V 

ZL ONJ YNRNYKLRcJKIYNJ ZL ON \LKIYI`V( &V KQZQ YNJQ j^LZNRiV RLfIJKRNZNJ LV 2,2?( 

1ZIYIQVNOMLVKL \QZRiV LlIJKIR QKRQJ YNVNOLJ \RIVYI\NOMLVKL \NRN ON ZLMNVZN ZL V^LbNJ VLYLJIZNZLJ ZL VLfQYIQ 

\QR \NRKL ZL J^J RLJ\QVJNaOLJ[ YQMQ YQMIKeJ ZL ZIRLYYI`V[ YQMIKeJ ZL \RQ]LYKQ ] YQMIKeJ ZL IVVQbNYI`V ] YNMaIQJ 

ZL OQJ j^L JNOZRiV NYYIQVLJ j^L \QZRiV YQVbLRKIRJL LV \LKIYIQVLJ ZLJNRRQOONZNJ N KRNbeJ ZL 2,2? Q LV J^ YNJQ ZL 

PQRMN \NRNOLON( &V LJKL LlKRLMQ LO G estor O&M ZLaLRi KLVLR YN\NYIZNZ ZL RLfIJKRNR ] MNVLkNR NYKIbIZNZLJ ZL 

JLRbIYIQ ZL PQRMN QRZLVNZN \NRN \QZLR bIJ^NOIhNR ON NYKIbIZNZ +A; LV J^ YQVk^VKQ( 

,V LJj^LMN ZL RLONYIQVLJ \NRN ON YNVNOIhNYI`V ZL ON ZLMNVZN JL M^LJKRN LV ON \ifIVN JIf^ILVKLo 
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� Criticidad de las peticiones de dem anda 

2L UNV ZLPIVIZQ OQJ VIbLOLJ ZL YRIKIYIZNZ j^L JL IVZIYNV LV ON \ifIVN JIf^ILVKLo 

� Priorización 

3N YONJIPIYNYI`V ] \RIQRIhNYI`V ZL NYKIbIZNZLJ ZL JLRbIYIQ JL RLNOIhNRi JLfmV OQ LJKNaOLYIZQ \QR %?$$ ] YQVPIf^RNZQ N 

KNO LPLYKQ LV ON ULRRNMILVKN ZL KIYnLYKIVf %1 2LRbIYL #LJn( 1 KcK^OQ IVPQRMNKIbQ LV LO LJj^LMN JIf^ILVKL JL \ONVKLN 

^VN \RIQRIhNYI`V LV P^VYI`V ZL ON YRIKIYIZNZ ] LO IM\NYKQ( )NVKQ ON YRIKIYIZNZ YQMQ ON \RIQRIhNYI`V ZLaLV RNKIPIYNRJL 

NO IVIYIQ ZLO 2LRbIYIQ LVKRL %?$$ ] LO G estor O&M.

&O G estor O&M YQONaQRNRi YQV %?$$ LV ON NZN\KNYI`V ZL 2,2? N OQJ YRIKLRIQJ ZL YONJIPIYNYI`V[ YRIKIYIZNZ ] \RIQRIZNZ 

NYQRZNZQJo 
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|1YKIbIZNZLJ ZL JLRbIYIQ ZLRIbNZNJ ZL \RQaOLMNJ LV LO 2LRbIYIQ ZL )LOLPQVcN YQV ^V 
im pacto crítico LV LO VLfQYIQ[ ONJ Q\LRNYIQVLJ[ OQJ YOILVKLJ ] ON NYKIbIZNZ ONaQRNO ZL OQJ 
LM\OLNZQJ ZL %?$$ ] J^J YQVKRNKNJ(

|Im pacto colectivo a nivel de sedes o departam entos clave (operaciones técnicas, áreas 
com erciales  y de relación con clientes y económ icas) j^L RLj^ILRLV NYYIQVLJ 
IVMLZINKNJ \QRj^L VQ JL KILVLV JQO^YIQVLJ NOKLRVNKIbNJ ZL YQVKIVfLVYIN(

|1PLYKN ZL PQRMN JLVJIaOL NO JLRbIYIQ j^L \RLJKN JI QRIfIVN \LRk^IYIQJ LYQV`MIYQJ Q ZL ON 
JLf^RIZNZ YQV ONJ \LRJQVNJ( 

Em ergencia

|1YKIbIZNZLJ ZL JLRbIYIQ ZLRIbNZNJ ZL \RQaOLMNJ LV LO 2LRbIYIQ ZL )LOLPQVcN YQV ^V
im pacto relevante LV LO VLfQYIQ[ ONJ Q\LRNYIQVLJ[ OQJ YOILVKLJ ] ON NYKIbIZNZ ONaQRNO ZL 
OQJ LM\OLNZQJ ZL %?$$ ] J^J YQVKRNKNJ(

|Im pacto colectivo a nivel de departam entos o grupos de usuarios que requieren 
acciones prioritaria porque im piden/afectan a la actividad laboral  \QRj^L VQ JL KILVLV 
JQO^YIQVLJ NOKLRVNKIbNJ ZL YQVKIVfLVYIN(

|1YK^NYIQVLJ ZLRIbNZNJ ZL sNONRMNJ LV JIJKLMNJ ZL MQVIKQRIhNYI`Vt j^L M^LJKRNV RILJfQ 
\NRN ON ZIJ\QVIaIOIZNZ ZLO JLRbIYIQ ZL KLOLPQVcN

Grave

|1YKIbIZNZLJ ZL JLRbIYIQ ZLRIbNZNJ ZL \RQaOLMNJ LV LO 2LRbIYIQ ZL )LOLPQVcN YQV ^V
im pacto reconocible LV LO VLfQYIQ[ ONJ Q\LRNYIQVLJ[ OQJ YOILVKLJ ] ON NYKIbIZNZ ONaQRNO ZL 
OQJ LM\OLNZQJ ZL %?$$ ] J^J YQVKRNKNJ(

|Im pacto colectivo pero sin afectar a la actividad laboral, pero las funcionalidades 
están degradadas

|Im pacto individual que requieren acciones prioritaria porque im piden/afectan a la 
actividad laboral \QRj^L VQ JL KILVLV JQO^YIQVLJ NOKLRVNKIbNJ

|1YK^NYIQVLJ ZLRIbNZNJ ZL sNONRMNJ LV JIJKLMNJ ZL MQVIKQRIhNYI`Vt j^L M^LJKRNV RILJfQ 
\NRN ON ZIJ\QVIaIOIZNZ Q P^VYIQVNOIZNZLJ ZLO JLRbIYIQ

Alta

|1YKIbIZNZLJ ZL JLRbIYIQ j^L no im piden/im pactan en la actividad laboral de los 
em pleados de CYII a nivel individual o colectivo j^L Jc j^L ZLKLRMIVNZNJ 
P^VYIQVNOIZNZLJ LJKiV ZLfRNZNZNJ

|+\LRNYIQVLJ R^KIVNRINJ ZL YQVPIf^RNYI`V Q NYK^NOIhNYI`V KLYVQO`fIYN

Baja

|1YKIbIZNZLJ ZL JLRbIYIQ j^L no im pactan en la actividad laboral, ni supone un 
degradación de las funcionalidades

|+\LRNYIQVLJ R^KIVNRINJ ZL YQVPIf^RNYI`V Q NYK^NOIhNYI`V KLYVQO`fIYN

Leve
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� Tareas 

,VN IZLVKIPIYNYI`V IVIYINO D] VQ LlUN^JKIbNE ZL KNRLNJ N NYQMLKLR ZLVKRQ ZLO \RQYLJQ ZL 1KLVYI`V N ON #LMNVZN 

j^L LO G estor O&M ZLaLRi RLNOIhNR[ IVYO^]Lo 

� #LKLYYI`V ] *LfIJKRQ ZL IVYIZLVYINJ ]N JLN \QR JIJKLMNJ N^KQMNKIhNZQJ Q \QR VQKIPIYNYI`V U^MNVN( 

*LfIJKRQ ZL ONJ NYKIbIZNZLJ LV ON ULRRNMILVKN ZL fLJKI`V( 

� %ONJIPIYNYI`V ] N\Q]Q IVIYINO 

o 1VNOIhNR LO IVYIZLVKLW\LKIYI`V \NRN LVYQVKRNR ON RNch ZLO MIJMQ ] RLfIJKRNR OQJ ZLKNOOLJ(  

o %ONJIPIYNR DIM\NYKQ[ ^RfLVYIN ] \RIQRIZNZE LO IVYIZLVKL \NRN J^ NfR^\NYI`V ] LJK^ZIQ \QJKLRIQR( &V 

J^ YNJQ NJIfVNR N fR^\Q ZL RLJQO^YI`V NZLY^NZQ 

o 9^JYNR LRRQRLJ YQVQYIZQJ ] LOLMLVKQJ ZL YQVPIf^RNYI`V NPLYKNZQJ 

o 1\OIYNR RLJQO^YI`V JI LJ bINaOL N "' Q LJYNONR Q LVYNMIVNR JI VQ LJ \QJIaOL ^VN JQO^YI`V KLM\QRNO 

Q \LRMNVLVKL 

o "QKIPIYNR N @LJKI`V ZL CRQaOLMNJ ON IZLVKIPIYNYI`V ZL V^LbQJ \RQaOLMNJ Q MmOKI\OLJ 

IVYIZLVKLJW\LKIYIQVLJ JIV YQVJKNVYIN \RLbIN( 

� %ILRRL ZLO IVYIZLVKLW\LKIYI`V 

o %ILRRL ZLO IVYIZLVKLW\LKIYI`V L IVPQRMNR ZL ON RLJQO^YI`V 

o %QVPIRMNR ON YQRRLYKN Y^M\OIMLVKNYI`V ZL ON IVPQRMNYI`V ZLO IVYIZLVKLW\LKIYI`V 

� ;QVIKQRIhNYI`V[ JLf^IMILVKQ ] YQM^VIYNYIQVLJ 

o ;QVIKQRIhNR LO \RQfRLJQ ] LJYNONROQ Y^NVZQ JL RLj^ILRN 

o ;NVKLVLR N OQJ ^J^NRIQJ IVPQRMNZQJ ZLO \RQfRLJQ 

o CRQbLLR IVPQRMNYI`V N ON fLJKI`V 

o $VbQO^YRNR N @LJKI`V ZL CRQaOLMNJ LV YNJQ ZL IVYIZLVKLJ MN]QRLJ 
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10.2.3.2. SERV_OPE_02 Gestión de Actividades de Servicio 

2L IZLVKIPIYNV ONJ JIf^ILVKLJ NYKIbIZNZLJ ZL JLRbIYIQo 

|0NOOQJ ZL P^VYIQVNMILVKQ RL\QRKNZNJ \QR ^J^NRIQJ Q ZLKLYKNZNJ \QR OQJ JIJKLMNJ ZL 
MQVIKQRIhNYI`V

Incidencias

|2QOIYIK^ZLJ ZL ^J^NRIQJ Q ZL\NRKNMLVKQJ LV RLONYI`V N MQZIPIYNYIQVLJ ZL ON *LZ ] OQJ 2LRbIYIQJ 
\RLJKNZQJ

Solicitudes

|CRLf^VKNJ ZL ^J^NRIQJ JQaRL ON ^KIOIhNYI`V ZL ON *LZ ] J^J N\OIYNYIQVLJ

Consultas

|)NRLNJ ZL RLJQO^YI`V ZL PNOOQJ[ YQVJLY^LVYIN ZL NY^M^ONYI`V ZL IVYIZLVYINJ Q IZLVKIPIYNZQJ  LV 
ON fLJKI`V ZINRIN ZL OQJ JLRbIYIQJ ZL +A;

Problem as

|@LJKI`V ZL MQZIPIYNYIQVLJ ZL ON *LZ ZL )LOLPQVcN[ J^ YQVPIf^RNYI`V[ J^J \RLJKNYIQVLJ ] 
YN\NYIZNZLJ( 

Cam bios

|%NMaIQJ ZL YQM\OLkIZNZ MLZIN W NOKN j^L RLj^ILRLV ^VN fLJKI`V aNJNZN LV \RQ]LYKQJ \QR 
\ONhQ[ RLY^RJQJ IM\OIYNZQJ[ YQJKL Q IM\NYKQ LV ON *LZ ZL )LOLPQVcN

Proyectos

|)NRLNJ RLONYIQVNZNJ YQV LO NJLf^RNMILVKQ ZL ON YQVKIV^IZNZ Q\LRNKIbN ZL ON *LZ ZL )LOLPQVcN[ 
CRQbIJI`V ZL ,J^NRIQJ[ ;QVIKQRIhNYI`V ZL LOLMLVKQJ

Trabajos de Adm inistración y Gestión
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

3NJ NYKIbIZNZLJ ZL JLRbIYIQ JL RLYIaLV[ RLfIJKRNV[ YONJIPIYNV ] NJIfVNV ZL NY^LRZQ YQV OQ ZLJYRIKQ LV LO N\NRKNZQ 

NVKLRIQR ] N OQJ \RQYLZIMILVKQJ LJKNaOLYIZQJ \QR %?$$( 

,VN bLh YQM\OLKNZQ LO J^a\RQYLJQ ZL NKLVYI`V N ON ZLMNVZN[ ON NYKIbIZNZ ZL JLRbIYIQ j^LZN LV 2,2? LV estado 

asignada ] LV P^VYI`V ZL J^ YQM\OLkIZNZ OQJ ZIJKIVKQJ VIbLOLJ ZL JQ\QRKL fLJKIQVNV J^ RLJQO^YI`V(  

2L M^LJKRN LV LO fRiPIYQ ^V LJj^LMN ZLO \RQYLJQ N JLf^IR NOIVLNZQ YQV 2,2? 
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10.2.4. Matriz actividades de servicio – dom inios de red 

&V LO Anexo 4 JL IVYO^]L ZL PQRMN QRILVKNKIbN \LRQ VQ LlUN^JKIbN[ LO ZLKNOOL JQaRL OQJ KRNaNkQJ NJQYINZQJ N LJKNJ 

NYKIbIZNZLJ ZL JLRbIYIQ MN\LNZQJ YQV OQJ ZQMIVIQJ ZL ON *LZ ZL )LOLPQVcN j^L JL UNV ZLJYRIKQ LV QKRQ N\NRKNZQ 

ZL LJKL Pliego de Prescripciones Técnicas( 

&O PQRMNKQ ZL ON KNaON JLfmV JL M^LJKRN LV LO LJj^LMN NZk^VKQ \RLKLVZL IZLVKIPIYNR \NRN OQJ ZIJKIVKQJ ZQMIVIQJ ZL 

RLZ ONJ ZIJKIVKNJ KNRLNJ N RLNOIhNR LV ONJ ZIPLRLVKLJ NYKIbIZNZLJ ZL JLRbIYIQ 

Dominios 
de Red 

Actividades de Servicio 
Incidencia Petición Consulta Problemas Cambios Proyectos Operación 

y Gestión 
Operadores 
Teleco 
Enrutamiento 
llamadas 
Conmutación 

Servicios de 
Valor Añadido 
Integración de 
aplicaciones 
Puestos de 
usuario 
Redes de 
datos 
Red de 
Transporte 
Monitorización 

Infraestructura 
HW/SW 
Infraestructura 
de Seguridad 

En la m atriz se m arcan tareas que no serían objeto del Servicio O&M com o tales, pero sí que es necesario que 

el G estor O &M identifique en su m odelo de relaciones[ \QR JI LV NOfmV YNJQ ZL\LVZILRN ZL LOONJ \NRN \QZLR 

YQM\OLKNR ] RLJQObLR ONJ j^L OL YQRRLJ\QVZNV( 

&JKNJ KNRLNJ JQVo 

� 1OKNJ[ aNkNJ ] MQZIPIYNYIQVLJ ZL OcVLNJ ZL )LNMJTCUQVL KLVILVZQ LV Y^LVKN j^L \NRKIYI\NRi LV ON 

RLJQO^YI`V ZL IVYIZLVYINJ LV OQJ ZIJ\QJIKIbQJ JMNRK\UQVL[ KNaOLKJ ]WQ QRZLVNZQRLJ( 

� 1OKNJ[ aNkNJ ] MQZIPIYNYIQVLJ ZL YIRY^IKQJ \QR \NRKL ZL Q\LRNZQRLJ ZL KLOLYQM^VIYNYI`V( 5JKNJ JL YNVNOIhNV 

N KRNbeJ ZLO fR^\Q ZL fLJKI`V ZL %?$$[ JI aILV LV ON MLZIZN LV j^L JLNV VLYLJNRIQJ \NRN \QZLR \RLJKNR LO 

JLRbIYIQ ZL KLOLPQVcN LO G estor O&M[ KRNJONZNRi J^J VLYLJIZNZLJ ] UNRi JLf^IMILVKQ ZL ON \RQbIJI`V ] 

PIVNOMLVKL ] J^ YQM\RQaNYI`V YQMQ \NRKL ZL ONJ \R^LaNJ ZLO JLRbIYIQ ZL KLOLPQVcN( 

� %QVJ^OKNJ JQaRL ONJ RLZLJ ] JLRbIYIQJ ZL DYQaLRK^RN 0))X[ ;1%*+31"[ "^LbNJ KLYVQOQfcNJ( &O @LJKQR ZL 

*LZ J`OQ ONJ KRNJONZNRi N OQJ IVKLROQY^KQRLJ ZLJIfVNZQJ ] LV J^ YNJQ QaKLVIZN RLJ\^LJKN JL ON YQM^VIYNRi 

N OQJ \LKIYIQVNRIQJ( 
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� &ONaQRNYI`V ZL IVPQRMLJ ZL NYKIbIZNZ[ YNOIZNZ ] Y^M\OIMILVKQ 231 ZL OQJ Q\LRNZQRLJ ZL KLOLYQM^VIYNYI`V 

� $VPQRMLJ ZL fLJKI`V ZL OONMNZNJ[ bQO^MLKRcNJ[ IVZIYNZQRLJ ] 1"2 ZL OQJ JLRbIYIQJ j^L ^KIOIhNV ON RLZ ZL 

KLOLPQVcN j^L JLRiV RLNOIhNZQJ \QR ONJ YQRRLJ\QVZILVKLJ iRLNJ ZL VLfQYIQ ZL %?$$( &O G estor O&M J`OQ 

NKLVZLRi YQVJ^OKNJ ] ZNRi JQ\QRKL LV RLONYI`V N ONJ \ONKNPQRMNJ ] J^J ZNKQJ KRNVJNYYIQVNOLJ 

&O G estor O&M ZLaLRi NVNOIhNR ON MNKRIh LV ZLKNOOL L IVZIYNR LV J^ CRQ\^LJKN ZL ;QZLOQ ] 2LRbIYIQ +A; LO 

LVKLVZIMILVKQ ] KQMN LV YQVJIZLRNYI`V ZL ONJ KNRLNJ[ \^ZILVZQ NpNZIR ONJ j^L LV aNJL N J^ Ll\LRILVYIN YQVJIZLRL 

RLOLbNVKLJ ] VLYLJNRINJu ] MNKIhNR Nj^LOONJ LV ONJ j^L YQVJIZLRL ZLaNV LJKNR LlYO^IZNJ Q NZN\KNZNJ LV P^VYI`V ZL 

ON N^KQVQMcN ZL fLJKI`V j^L LVKILVZN \^LZN VQ KLVLR \NRN RLNOIhNRONJ( 

Gestión de Incidencias 
&O G estor O&M NJ^MIRi YQMQ \NRKL ZLO NOYNVYL NO MLVQJ ONJ JIf^ILVKLJ NYKIbIZNZLJ j^L ZLaLRi RLNOIhNR ZLVKRQ ZLO 

\RQYLJQ ZL @LJKI`V ZL $VYIZLVYINJo 

� "QKIPIYNYI`V N %?$$ ZL ONJ IVYIZLVYINJ[ JLf^IMILVKQ ] RLJQO^YI`V[ ^JNVZQ ONJ ULRRNMILVKNJ ZL fLJKI`V ZLO 

JLRbIYIQ 

� 2Lf^IR OQJ PO^kQJ ZLO \RQYLJQ KNO ] YQMQ JL LVY^LVKRLV ZLPIVIZQJ LV %?$$ ] YQONaQRNR LV J^ Q\KIMIhNYI`V ] 

MLkQRN 

� &kLY^YI`V ZL ONJ KNRLNJ VLYLJNRINJ \NRN ON RLY^\LRNYI`V ZLO JLRbIYIQ LV LO MLVQR KILM\Q \QJIaOL ZLJ\^eJ 

ZL \RQZ^YIRJL ^VN IVYIZLVYIN 

� &kLY^KNR KNRLNJ \NRN RLJQObLR IVYIZLVYINJ j^L \^LZNV \RQZ^YIRJL LV OQJ JIJKLMNJ LV J^ UQRNRIQ ZL JLRbIYIQ 

DQ ^VN UQRN NVKLJ ZLO IVIYIQ ZL ZIYUQ UQRNRIQE[ ] JLNV LJYNONZQJ N KRNbeJ ZLO 2LRbIYL #LJnu ZLKLYKNZQJ ] 

LJYNONZQJ \QR QKRNJ iRLNJ KeYVIYNJ ZL %?$$[ ZLKLYKNZNJ N KRNbeJ ZL ON MQVIKQRIhNYI`V Q \QR KeYVIYQJ ZLO 

2LRbIYIQ +A; 

� ;IVIMIhNR LO IM\NYKQ VLfNKIbQ ZLO IVYIZLVKL \RQ\QVILVZQ ] LkLY^KNVZQ JQO^YIQVLJ KLM\QRNOLJ 

DqQRnNRQ^VZE 

� @LJKIQVNR ] RLJQObLR OQJ IVYIZLVKLJ[ NVNOIhNR ON YQRRLONYI`V ] QRcfLVLJ ZL ONJ IVYIZLVYINJ[ RLZ^YIR LO IM\NYKQ 

JQaRL LO VLfQYIQ[ IZLVKIPIYNR \RQaOLMNJ ] LONaQRNR \RQ\^LJKN ZL NYK^NYIQVLJ[ \ONVIPIYNYI`V L IM\ONVKNYI`V 

^VN bLh NYL\KNZN \QR %?$$ 

� 1bIJNR NO 2LRbIYL #LJn LV YNJQ ZL IVYIZLVYINJ MNJIbNJ[ NJc YQMQ ZL IVYIZLVYINJ ZL IM\NYKQ fRNbL ] ON 

\RLbIJI`V j^L JL KILVL 

� $ZLVKIPIYNR MLkQRNJ NO 2LRbIYIQ ZL PQRMN \RQNYKIbN 

� *LbIJNR ON LlNYKIK^Z ZL OQJ ZLKNOOLJ ZL ON %QVPIf^RNYI`V 

� *LfIJKRNR KQZQJ OQJ IVYIZLVKLJ \NRN j^L JIRbNV ZL aNJL ZL YQVQYIMILVKQ 

� 1VNOIhNR ] RLJQObLR ONJ IVYIZLVYINJ RLfIJKRNVZQ LO ZINfV`JKIYQ[ NYK^NYIQVLJ ] JQO^YI`V 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

� @LJKIQVNR ONJ IVYIZLVYINJ NJQYINZNJ YQV ON \LRZIZN ZL RLVZIMILVKQ ZLO JLRbIYIQ[ RLNOIhNVZQ ONJ ONaQRLJ ZL 

LJK^ZIQ ] MQVIKQRIhNYI`V VLYLJNRINJ ] N\OIYNVZQ ONJ ULRRNMILVKNJ j^L JLNV \RLYIJNJ \NRN ZINfVQJKIYNR LO 

\RQaOLMN ] \RQ\QVLR ONJ JQO^YIQVLJ \RLYIJNJ 

� *LNOIhNR ONJ KNRLNJ RLONYIQVNZNJ YQV LO RL\QRKIVf ZL IVYIZLVYINJ LV ON ULRRNMILVKN ZL fLJKI`V ZL 

IVYIZLVYINJ ZLPIVIZN LV LO JLRbIYIQ 

� CNRN ONJ IVYIZLVYINJ YNOIPIYNZNJ YQMQ fRNbLJ ZL \RIQRIZNZ NOKN[ ] aNkQ \LKIYI`V ZL OQJ RLJ\QVJNaOLJ ZL %?$$ 

Q LO 2LRbIYL ;NVNfLR[ JL RLZNYKNRi YQV YNRiYKLR ZL ^RfLVYIN ^V IVPQRML ZL JLf^IMILVKQ ZLKNOONZQ ZL ON 

MIJMN 

� *LbIJI`V ZINRIN ZL ONJ IVYIZLVYINJ RLfIJKRNZNJ LV ON ULRRNMILVKN ZLPIVIZN[ bNOIZNVZQ ON IVPQRMNYI`V 

N\QRKNZN[ NJc YQMQ LO YQRRLYKQ LJYNONZQ ] KILM\QJ ZL RLJ\^LJKN 

� &ONaQRNR IVPQRMLJ ZL JLf^IMILVKQ \LRI`ZIYQJ[ ZL NY^LRZQ N ON \LRIQZIYIZNZ ] YQVKLVIZQ ZLPIVIZQ YQV %?$$ 

� %QVKRQO ] JLf^IMILVKQ ZL IVYIZLVYINJ RLONYIQVNZNJ YQV \RQbLLZQRLJ IVKLRVQJ ]WQ LlKLRVQJ NO YOILVKL( &V 

\NRKIY^ONR ON N\LRK^RN ] JLf^IMILVKQ ZL IVYIZLVKLJ YQV PNaRIYNVKLJ Q \RQbLLZQRLJ 

� %^M\OIR OQJ 231J NYQRZNZQJ 

� 2^MIVIJKRNR IVPQRMNYI`V NO RLJKQ ZL \RQYLJQJ ] YQONaQRNR YQV LOOQJo 

o @LJKI`V ZL CRQaOLMNJ  

o @LJKI`V ZL ON %QVPIf^RNYI`V 

o @LJKI`V ZL %NMaIQJ 

o @LJKI`V ZL ON #IJ\QVIaIOIZNZ 

? LV fLVLRNO KQZNJ ONJ KNRLNJ ZLRIbNZNJ ZL ON N\OIYNYI`V ZL a^LVNJ \RiYKIYNJ $)$3( 

#LaIZQ N j^L LV %?$$ VQ LJKi YQVJKIK^IZQ ^V %LVKRQ ZL 1KLVYI`V N ,J^NRIQJ YQM\OLKQ YQV KQZNJ ONJ P^VYIQVLJ 

ZLPIVIZNJ LV $)$3[ LO @LJKQR +A; ZLaLRi NJ^MIR \NRKL ZL ONJ P^VYIQVLJ ZLO %LVKRQ ZL 1KLVYI`V[ LV Y^NVKQ N 

JLf^IMILVKQ ZL ONJ IVYIZLVYINJ L IVPQRMNYI`V N OQJ YOILVKLJ( 

&O @LJKQR +A; ZLaLRi YQVKLM\ONR LO ZIJ\QVLR ZL bNRIQJ VIbLOLJ ZL N\Q]Q LV J^ QRfNVIhNYI`V[ \NRN LJYNONR OQJ 

IVYIZLVKLJ LV ZIYUQJ VIbLOLJ UNJKN J^ RLJQO^YI`V( %NZN VIbLO ZLaLRi KLVLR MN]QR YQVQYIMILVKQ ] YN\NYIZNZLJ j^L 

LO NVKLRIQR( 2L LVKILVZL j^L JLRiV VLYLJNRIQJ 8 VIbLOLJ ZLVKRQ ZL ON QRfNVIhNYI`V ZLO @LJKQR +A;[ ] ^V VIbLO 

NZIYIQVNO j^L JLRi LO \RQ\IQ PNaRIYNVKL ZLO \RQZ^YKQ[ UNYILVZQ ^JQ ZL OQJ YQVKRNKQJ ZL JQ\QRKL J^JYRIKQJ YQV LOOQJ 

\QR LO @LJKQR +A; Q \QR %?$$( 

Gestión de Solicitudes y Consultas 
%?$$ UN ZLPIVIZQ ^V YNKiOQfQ ZL \LKIYIQVLJ ZL JLRbIYIQ j^L QPLRKN N J^J YOILVKLJ( &JKL YNKiOQfQ LJKi LV YQVKIV^N ] 

YQVJKNVKL LbQO^YI`V( &O G estor O&M ZLaLRi NKLVZLR Nj^LOONJ JQOIYIK^ZLJ ] YQVJ^OKNJ RLONYIQVNZNJ YQV ON RLZ ZL 

)LOLPQVcN[ YQVPQRML N OQJ \RQYLZIMILVKQJ LJKNaOLYIZQJ \NRN YNZN KI\Q ZL \LKIYI`V ] Y^M\OILVZQ OQJ VIbLOLJ ZL 

JLRbIYIQ ZL ZIYUN \LKIYI`V 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

2LRiV KNRLNJ N fLJKIQVNR ZLVKRQ ZLO JLRbIYIQo 

� %QONaQRNR LV LO MNVKLVIMILVKQ NYK^NOIhNZQ ZLO YNKiOQfQ ZL \LKIYIQVLJ ZL JLRbIYIQ 

� CQVLR LV MNRYUN V^LbNJ \LKIYIQVLJ ZL JLRbIYIQ YQVPQRML ONJ ZLMNVZNJ ZLO VLfQYIQ[ ZLPIVILVZQ OQJ 

\RQYLZIMILVKQJ ] f^cNJ N N\OIYNR N YNZN ^VN ZL LOONJ ] PQRMNVZQ NO \RIMLR VIbLO 

� &kLY^KNR ONJ \LKIYIQVLJ NJIfVNZNJ YQVPQRML N ONJ f^cNJ ] \RQYLZIMILVKQJ ZLPIVIZQJ ] Y^M\OILVZQ OQJ 

VIbLOLJ ZL JLRbIYIQ NYQRZNZQJ 

� *LNOIhNR ON fLJKI`V ] JLf^IMILVKQ ZL ONJ \LKIYIQVLJ NJIfVNZNJ[ NJLf^RNVZQ J^ YQRRLYKN fLJKI`V ] 

Y^M\OIMILVKQ ZL KILM\QJ QakLKIbQ 

� ;NVKLVLR IVPQRMNZQ LV LO JIJKLMN ON \RLbIJI`V ] RLJ^OKNZQ ZL ON \LKIYI`V[ \NRN YQVQYIMILVKQ ZLO 

\LKIYIQVNRIQ 

� &ONaQRNYI`V ZL IVPQRMLJ ZL fLJKI`V JQaRL LJKL \RQYLJQ 

Gestión de Cam bios 
%?$$ KILVL IM\ONVKNZQ ^V \RQYLZIMILVKQ ZL fLJKI`V ZL YNMaIQJ LV J^ *LZ ZL )LOLPQVcN L IVPRNLJKR^YK^RN ZL )$[ j^L 

LO G estor O&M ZLaLRi NJ^MIR ] LVRIj^LYLR ZL PQRMN j^L JL YQVJIfNV OQJ JIf^ILVKLJ QakLKIbQJ ZLO \RQYLJQo 

� 1JLf^RNR ^VN YQRRLYKN LbQO^YI`V ZL ON KLYVQOQfcN ZL ON *LZ ZL )LOLPQVcN \NRN Nk^JKNRJL N ONJ VLYLJIZNZLJ 

ZLO VLfQYIQ ] ZL J^J YOILVKLJ IVKLRVQJ ] LlKLRVQJ( 

� ,V YQVKRQO NZLY^NZQ ZL OQJ YNMaIQJ IVKRQZ^YIZQJ[ \NRN LbIKNR j^L NPLYKLV N OQJ VIbLOLJ ZL JLRbIYIQ 

ZLPIVIZQJ 

%?$$ ZIJKIVf^L LVKRL KRLJ KI\QJ ZL YNMaIQo 

� Cam bios estándar _ j^L JQV YNMaIQJ YONRNMLVKL ZLPIVIZQJ[ \RLN\RQaNZQJ ] j^L JL RL\IKLV YQV YILRKN 

PRLY^LVYIN( &O QakLKIbQ ZL %?$$ LJ j^L LJKQJ YNMaIQJ JLNV RLNOIhNZQJ YQVPQRML N ^VNJ KNRLNJ LJKiVZNR ] 

^VQJ KILM\QJ QakLKIbQJ PIkNZQJ LV LO YNKiOQfQ ZL YNMaIQJ LJKiVZNR( 

� Cam bios norm ales _ JQV YNMaIQJ j^L ZLaLV JLR LbNO^NZQJ[ ] N\RQaNZQJ NVKLJ ZL IM\OLMLVKNRJL( 

"QRMNOMLVKL IVbQO^YRNV N bNRIQJ Lj^I\QJ ] ZLaLV JLR \ONVIPIYNZQJ \NRN J^ RLNOIhNYI`V( %QVJKNRiV ZL 

bNRINJ KNRLNJ YNZN ^VN ZL ONJ Y^NOLJ KLVZRi ^V KILM\Q QakLKIbQ ZL PIVNOIhNYI`V( 

� Cam bios de em ergencia _ JQV YNMaIQJ RLNOIhNZQJ \NRN NKLVZLR ^VN LMLRfLVYIN ] j^L VQ JIf^LV LO PO^kQ 

ZL N\RQaNYI`V ] \ONVIPIYNYI`V ZL ^V YNMaIQ VQRMNO( 

%?$$ LJ\LRN ZLO G estor O&M ^VN NYKIK^Z \RQNYKIbN LV LO JLRbIYIQ[ ZL PQRMN j^L ^VN \NRKL ZL OQJ YNMaIQJ JLNV 

\RQ\^LJKQJ eO MIJMQ[ a^JYNVZQ MLkQRNR ] Q\KIMIhNR ON IVPRNLJKR^YK^RN KLYVQO`fIYN( 

&O G estor O&M JLRi RLJ\QVJNaOL ZL IM\OLMLVKNR KQZQJ OQJ YNMaIQJ LV ON IVPRNLJKR^YK^RN DXr ] 2rE[ ZLaILVZQ 

RLNOIhNR ONJ JIf^ILVKLJ 2Lf^IR LO \RQYLZIMILVKQ ZL @LJKI`V ZL %NMaIQJ ZLPIVIZQ ] YQONaQRNR LV J^ RLbIJI`V ] 

MNVKLVIMILVKQ( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

� ;NVLkNR OQJ YNMaIQJ YQV RN\IZLh ] YQV LO MLVQR IM\NYKQ \QJIaOL( 

� ;IVIMIhNR LO VmMLRQ ZL IVYIZLVKLJ YQVJLY^LVYIN ZLO YNMaIQ( 

� 1]^ZNR LV ON Y^M\OIMLVKNYI`V ZL *0% DJQOIYIK^ZLJ ZL YNMaIQE N OQJ ZIPLRLVKLJ JLRbIYIQJ YOILVKLJ[ ZL PQRMN 

j^L ON Y^M\OIMLVKNYI`V ZL *0%J VQ JLN ^V QaJKiY^OQ \NRN ON JQOIYIK^Z ZL YNMaIQJ[ \LRQ j^L N ON bLh JL 

YQVJIfN ^VN YQRRLYKN ZQY^MLVKNYI`V ZL OQJ MIJMQJ( 

� 1VNOIhNR OQJ YNMaIQJ \RQ\^LJKQJ[ LJK^ZINVZQ J^ bINaIOIZNZ[ \RIQRIZNZ L IM\NYKQ( *LNOIhNR ^V NViOIJIJ ZL 

RILJfQ \NRN MIVIMIhNR LO IM\NYKQ( 

� #QY^MLVKNR ] \RL\NRNR ONJ ULRRNMILVKNJ ] f^cNJ VLYLJNRINJ \NRN KRNMIKNR YNMaIQJ LJKiVZNR YQV ON 

NfIOIZNZ VLYLJNRIN( 

� @LJKIQVNR ] MNVKLVLR ^V YNOLVZNRIQ ZL YNMaIQJ N IM\OLMLVKNR[ ZL NY^LRZQ YQV ONJ ZIPLRLVKLJ ^VIZNZLJ 

YOILVKL ] YQV OQJ RLJ\QVJNaOLJ ZL YNMaIQJ ZL %?$$ 

� $M\OLMLVKNR LO \ONV ZL YNMaIQJ YQVPQRML N ON \ONVIPIYNYI`V \RLbIJKN ] LV ONJ bLVKNVNJ ZLPIVIZNJ \NRN 

RLNOIhNROQ( &V fLVLRNO ZIYUNJ bLVKNVNJ \QZRiV JLR P^LRN ZLO UQRNRIQ ZL ^JQ ZLO JIJKLMN ZL IVPQRMNYI`V 

DJQaRL KQZQ \NRN OQJ JIJKLMNJ YRcKIYQJE[ \QR OQ j^L RLj^LRIRiV IVKLRbLVYIQVLJ N \NRKIR ZL ONJ /BoBB UQRNJ Q 

LV PIVLJ ZL JLMNVN(  

� $ZLVKIPIYNR OQJ LOLMLVKQJ ZL ON )LOLPQVcN NPLYKNZQJ \QR LO YNMaIQ ] MNVKLVLR NYK^NOIhNZN ON %;#9 aNJL 

ZL ZNKQJ ZL 2,2?[ )&3%+ ] ON aNJL ZL ZNKQJ ZL YQVQYIMILVKQ[ NJc YQMQ KQZN ON ZQY^MLVKNYI`V ZL ON 

IVPRNLJKR^YK^RN 

� +RfNVIhNYI`V ZL \RQYLJQJ ZL YNRfN ZL ZNKQJ ] \ONVIPIYNYI`V ZL OQJ MIJMQJ 

� *LNOIhNYI`V ZL \R^LaNJ ZL YNRfN ] JKRLJJ LV OQJ V^LbQJ JIJKLMNJ 

� %QVKRQONR[ fLJKIQVNR[ OIaLRNR ] ZIJKRIa^IR LO JQPKqNRL ] UNRZqNRL LV LO LVKQRVQ ZL KRNaNkQ 

� @LJKIQVNR ON YQVJIJKLVYIN[ ZIJ\QVIaIOIZNZ[ JLf^RIZNZ ] OLfNOIZNZ DOIYLVYINJE ZL V^LbNJ bLRJIQVLJ ] LVKRLfNJ( 

;NVKLVLR NYK^NOIhNZN ON IVPRNLJKR^YK^RN aNJL DbLRJIQVLJ ] RLOLNJLJE \NRN MNVKLVLRJL JILM\RL ZLVKRQ ZL 

ONJ KRLJ mOKIMNJ bLRJIQVLJ OIaLRNZNJ DYQVKNVZQ MNkQR RLOLNJLJ ] MIVQR RLOLNJLJ ZL \RIMLR VIbLO[ LJ ZLYIR 

\NJQJ ZL 8(B N =(B ] ZL =(B N =('E ] ZLVKRQ ZL ON bLVKNVN ZL JQ\QRKL \QR LO PNaRIYNVKL( 2L LONaQRNRi ^V 

IVPQRML JLMLJKRNO YQV OQJ YNMaIQJ ZL bLRJI`V j^L JL \RQ\QVLV( 

� #LPIVIR ] YQVKRQONR ON \QOcKIYN ZL N\OIYNYI`V ZL \NRYULJ ] \Nj^LKLJ ZL JQ\QRKL LV ONJ ZIPLRLVKLJ N\OIYNYIQVLJ 

] JIJKLMNJ[ IZLVKIPIYNVZQ[ NVNOIhNVZQ ] N\OIYNVZQ OQJ \NRYULJ j^L OQJ ZIPLRLVKLJ PNaRIYNVKLJ Q \RQbLLZQRLJ 

OIaLRLV Q RLYQMILVZLV N\OIYNR JQaRL ON IVPRNLJKR^YK^RN LV JLRbIYIQ( 2L LONaQRNRi ^V IVPQRML MLVJ^NO(  

� &ONaQRNR \ONVLJ ZL RLY^\LRNYI`V LV YNJQ ZL PNOOQJ LV ONJ LVKRLfNJ( 

Gestión de Problem as 
%?$$ ZLJLN KLVLR ̂ V JLRbIYIQ \RQNYKIbQ ] ZL MLkQRN YQVKIV^N N KRNbeJ ZL LJKL YQVKRNKQ( CNRN LOOQ ON @LJKI`V CRQNYKIbN 

ZL CRQaOLMNJ LJ ^V LOLMLVKQ YONbL( 

&O G estor O&M ZLaLRi QRfNVIhNR LO Lj^I\Q ] J^ ZLZIYNYI`V \NRN \QZLR RLNOIhNR ^VN fLJKI`V \RQNYKIbN ZL \RQaOLMNJ( 

1O YQVKRNRIQ j^L LO KRNaNkQ ZINRIQ ZL RLJQO^YI`V ZL IVYIZLVKLJ ZQVZL OOLfNRiV KIYnLKJ LV ONJ ULRRNMILVKNJ ZL fLJKI`V[ 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

LV ON fLJKI`V \RQNYKIbN ZL \RQaOLMNJ JLRi LO \RQ\IQ Lj^I\Q j^IeV IZLVKIPIj^L[ QRIfIVL ] YQQRZIVL ON RLJQO^YI`V ZL 

MLkQRNJ LV ON IVPRNLJKR^YK^RN ZL ON *LZ ZL )LOLPQVcN(   

%QMQ \NRKL ZLO KRNaNkQ UNaIK^NO ZLO Lj^I\Q +A;[ JL IVbLJKIfNRi ON IVPRNLJKR^YK^RN ] OQJ RLfIJKRQJ ZIJ\QVIaOLJ[ 

IVYO^]LVZQ OQJ IVYIZLVKLJ[ \NRN IZLVKIPIYNR ONJ YN^JNJ RLNOLJ ] OQJ LRRQRLJ \QKLVYINOLJ LV ON \RQbIJI`V ZL JLRbIYIQJ( 

&O @R^\Q ZL @LJKI`V ZL CRQaOLMNJ LJKNRi PQRMNZQ \QR OQJ RLJ\QVJNaOLJ ZL OQJ ZQMIVIQJ ZL *LZ j^L JL ZLPIVNV[ 

&JKL fR^\Q J^\QVZRi KNMaIeV ^V VIbLO ZL LJYNONZQ P^VYIQVNO \NRN ON RLJQO^YI`V ZL \RQaOLMNJ LV RLJ\^LJKN N ^VQ 

Q MiJ IVYIZLVKLJ( &O G estor O&M ZLaLRi IM\OLMLVKNR ] LkLY^KNR ^V \RQYLJQ ZL @LJKI`V ZL CRQaOLMNJ LV LO MNRYQ 

ZLO JLRbIYIQ j^L \LRMIKN YQVJLf^IRo 

� ;IVIMIhNR LO IM\NYKQ VLfNKIbQ ZL \RQaOLMNJ 

� CRLbLVIR ON RLY^RRLVYIN ZL IVYIZLVKLJ 

� CRQY^RNR YQRRLYYIQVLJ \LRMNVLVKLJ N OQJ IVYIZLVKLJ 

� ;LkQRNR LO N\RLVZIhNkL ZLO Lj^I\Q 

� ;NVKLVLR ^V RLfIJKRQ ZL OQJ LRRQRLJ YQVQYIZQJ ] J^J JQO^YIQVLJ 

� $VYRLMLVKNR ONJ KNJNJ ZL RLJQO^YI`V LV \RIMLR VIbLO 

� &O \RQYLJQ ZL @LJKI`V ZL CRQaOLMNJ ZLaLRi RLONYIQVNRJL YQVo 

o @LJKI`V ZL $VYIZLVKLJ \NRN RLJQObLR IVYIZLVKLJ MN]QRLJ ] \NRN \RQbLLR JQO^YIQVLJ KLM\QRNOLJ Q 

ZLPIVIKIbNJ N IVYIZLVKLJ N KRNbeJ ZL YQVQYIMILVKQ 

o @LJKI`V ZL ON %QVPIf^RNYI`V \NRN ZQY^MLVKNR OQJ LOLMLVKQJ ZL ON *LZ ZL )LOLPQVcN IVbQO^YRNZQJ 

LV IVYIZLVKLJ L IZLVKIPIYNR YN^JNJ RNch 

o @LJKI`V ZLO %NMaIQ \NRN IM\OLMLVKNR OQJ *0%J j^L @LJKI`V ZL CRQaOLMNJ \RQ\QVfN 

3NJ tareas \RIVYI\NOLJ ZLVKRQ ZLO \RQYLJQ ZL @LJKI`V ZL CRQaOLMNJ LV LO JLRbIYIQ j^L ZLaLRi RLNOIhNR LO G estor 

O&M JLRiVo 

� $ZLVKIPIYNYI`V ] *LfIJKRQ ZL \RQaOLMNJ 

� %ONJIPIYNYI`V ZLO \RQaOLMN 

� #INfV`JKIYQ L IVbLJKIfNYI`V ZLO \RQaOLMN[ ON IVbLJKIfNYI`V ZLaLRi IVbQO^YRNR N Lj^I\QJ LlKLRVQJ DYLVKRQJ 

Ll\LRKQJ Q PNaRIYNVKLJE Y^NVZQ NJc JL RLj^ILRN 

� *LfIJKRQ ZL &RRQRLJ %QVQYIZQJ 

� &bNO^NYI`V ZL LRRQRLJ YQVQYIZQJ \NRN ZQY^MLVKNR JQO^YIQVLJ \LRMNVLVKLJ 

� &ONaQRNYI`V ZL *0% \NRN YNMaIQJ 

� *LfIJKRQ ZL ON JQO^YI`V NO LRRQR 

� %ILRRL ZLO LRRQR ] \RQaOLMN NJQYINZQ 

� $VPQRMNR ON aNJL ZL ZNKQJ ZL YQVQYIMILVKQ ZL \RQaOLMNJ[ LRRQRLJ YQVQYIZQJ ] JQO^YIQVLJ KLM\QRNOLJ ] 

ZLPIVIKIbNJ 



85

SERVICIOS DE MANTENIMIENTO DEL SISTEMA DE TELEFONÍA FIJA DE CANAL DE ISABEL II

EXPEDIENTE N.º: 78/2022

C
a
n
a
l 
d
e
 I

s
a
b
e
l 
II

 S
.A

 i
n
s
c
ri
ta

 e
n
 e

l 
R

e
g
is

tr
o
 M

e
rc

a
n
ti
l d

e
 M

a
d
ri
d
 a

l 
T

o
m

o
 2

9
.7

3
3
, 
F

o
lio

 8
6
, 

S
e
c
c
ió

n
 8

, 
H

o
ja

 M
-5

3
4
9
2
9
 e

 I
n
s
c
ri
p
c
ió

n
 1

ª,
 N

IF
 A

8
6
4
8
8
0
8
7
, 

D
o
m

ic
ili

o
 S

o
c
ia

l: 
C

/ 
S

a
n
ta

 E
n
g
ra

ci
a
, 

1
2
5
, 

2
8
0
0
3
 M

a
d
ri
d
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� &ONaQRNR OQJ IVPQRMLJ ZL fLJKI`V VLYLJNRIQJ \NRN ZNR bIJIaIOIZNZ NO KRNaNkQ \RQNYKIbQ RLNOIhNZQ 

3N NYK^NO ULRRNMILVKN ZL fLJKI`V ZL JLRbIYIQ ZL %?$$ VQ KILVL IM\OLMLVKNZQ LO \RQYLJQ ZL @LJKI`V ZL CRQaOLMNJ[ 

\LRQ JL LJ\LRN ZLJNRRQOONROQ N OQ ONRfQ ZLO YQVKRNKQ( 1mV JIV LO JQ\QRKL ZL ON ULRRNMILVKN[ JL OOLbNRi ^V IVbLVKNRIQ 

ZL OQJ \RQaOLMNJ ] JL UNRi ^V JLf^IMILVKQ ZL OQJ MIJMQJ bcN ONJ RL^VIQVLJ ZL JLf^IMILVKQ( 1Jc MIJMQ KQZN ON 

IVPQRMNYI`V RLOLbNVKL ZLO \RQaOLMN ] J^ JQO^YI`V ZLaLRi ZQY^MLVKNRJL LV ON aNJL ZL ZNKQJ ZL YQVQYIMILVKQ j^L 

JL LVY^LVKRN IM\OLMLVKNZN MLZINVKL ^VN qInI( 

10.2.4.1. SERV_OPE_03 Gestión de Proyectos 

2L ZLPIVLV CRQ]LYKQJ YQMQ NYK^NYIQVLJ ZL LVbLRfNZ^RN LV ON *LZ ZL )LOLPQVcN j^L IM\OIYNV ̂ V LJP^LRhQ RLOLbNVKL 

] j^L J^\QVLV YNMaIQJ RLOLbNVKLJ LV ON NRj^IKLYK^RN ZL ON RLZ[ J^ KLYVQOQfcN[ J^ ZLJ\OILf^L( 

2^ YQM\OLkIZNZ IM\OIYN ̂ VN fLJKI`V ZIPLRLVKL j^L ON ZL ONJ NYKIbIZNZLJ ZL JLRbIYIQ ZLJYRIKNJ LV LO N\NRKNZQ NVKLRIQR( 

*Lj^ILRLV ^VN \ONVIPIYNYI`V ZLKNOONZN[ IVbQO^YRNV N bNRIQJ LJ\LYINOIJKNJ ZLO @LJKQR +A;[ ZL %?$$ Q ZL KLRYLRQJ( 

C^LZLV LV NOfmV YNJQ RLj^LRIR NOfmV \RQYLZIMILVKQ ZL YQM\RNJ j^L VQ PQRMNV \NRKL ZL OQJ YQJKLJ ZLO 2LRbIYIQ 

+A;( ? KILVLV ^V \RQYLZIMILVKQ ZL YQVKRQO ] JLf^IMILVKQ LJ\LYcPIYQ( 

&O @LJKQR +A; ZLaL KLVLR LV Y^LVKN j^L ONJ ZLJbINYIQVLJ RLJ\LYKQ N \ONhQ LV ON RLNOIhNYI`V ZL OQJ \RQ]LYKQJ 

\QZRiV KLVLR \LVNOIhNYIQVLJ YQVPQRML N OQ IVZIYNZQ LV QKRQ N\NRKNZQ ZL LJKL COILfQ ZL CRLJYRI\YIQVLJ )eYVIYNJ( 
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10.2.4.2. SERV_OPE_04. Gestión de quejas y reclam aciones 

,VN ZL ONJ ZIRLYKRIYLJ ZLO ;QZLOQ +A; N IM\ONVKNR[ YQMQ JL IVZIYN LV LO YN\cK^OQ < ZL LJKL Pliego de Prescripciones 

Técnicas, ser refiere a la orientación al cliente( 3QJ MLZIQJ KeYVIYQJ ] LO YN\IKNO U^MNVQ ZLO G estor O&M ZLaLV 

\RIQRIhNR J^J NYK^NYIQVLJ LV a^JYN ZL PNYIOIKNR LO KRNaNkQ ZL OQJ ^J^NRIQJ ] JLR JLVJIaOLJ NO IM\NYKQ LV ON Q\LRNYI`V 

] LO VLfQYIQ j^L \^LZLV KLVLR ONJ IVYIZLVYINJ ] \RQaOLMNJ LV ON *LZ( 

&JKQ J^\QVL j^L ON fLJKI`V ZL ON JNKIJPNYYI`V ZL ^J^NRIQJ D2&*g)1%gB=E ] ON fLJKI`V ZL j^LkNJ ] RLYONMNYIQVLJ 

2&*4g+C&gB= JQV \RQYLJQJ YONbL \NRN ON LlYLOLVYIN ZLO 2LRbIYIQ +A;( 3N LlYLOLVYIN LV LO JLRbIYIQ ] LO 

YQVQYIMILVKQ ZIRLYKQ ZL ON Ll\LRILVYIN ZLO YOILVKL JQV YONbLJ \NRN MIVIMIhNR ONJ j^LkNJ ] RLYONMNYIQVLJ ] Y^M\OIR 

LO 1"2 QakLKIbQ \NRN LO w RLYONMNYIQVLJ ZL ^J^NRIQJ( 

)NRLNJ YONbL \NRN ON fLJKI`V ZL ON JNKIJPNYYI`V ] ON fLJKI`V ZL j^LkNJ ] RLYONMNYIQVLJ j^L ZLaLRiV JLR ZLJNRRQOONZNJ 

\QR LO G estor O&M JQVo 

� $VKRQZ^YIR MLYNVIJMQJ \NRN YQVQYLR ON Ll\LRILVYIN ZL OQJ ^J^NRIQJ ] KLVLR J^ PLLZaNYn N KRNbeJ ZL 

LVY^LJKNJ MLVJ^NOLJ JQaRL LO ^VIbLRJQ ZL ONJ $C2 YLRRNZNJ LO MLJ NVKLRIQR( &VY^LJKNJ j^L ZLaLV IVYO^IR 

ZL PQRMN Ll\OcYIKN ^VN \RLf^VKN \NRN MLZIR LO "C2 ZLO JLRbIYIQ ] OQJ IVZIYNZQRLJ ZL YNOIZNZ J^akLKIbN 

ZLPIVIZQJ LV LO %N\cK^OQ ''( 1Y^LRZQJ ZL "IbLO ZL 2LRbIYIQ( 

� 1ZQ\KNR PQRMNJ ZL YQM^VIYNYI`V ifIOLJ[ KRNVJ\NRLVKLJ ] ZIZiYKIYNJ PQRMNVZQ N OQJ KeYVIYQJ LV KeYVIYNJ 

NZLY^NZNJ DYQMQ McVIMQ ^VN JLJI`V PQRMNKIbN JQaRL YQM^VIYNYI`V LV ON NKLVYI`V N YOILVKLJ LV LO 

\LRIQZQ ZL IVYQR\QRNYI`V ZL KeYVIYQJE( &ONaQRNR ] ZIJKRIa^IR ^V $VPQRML ZL NYKIbIZNZ YQV YNRiYKLR 

KRIMLJKRNO( 

� 2LR \RQNYKIbQJ LV LO YNJQ ZL IZLVKIPIYNR NOfmV \RQaOLMN Q LRRQR[ NVKIYI\NVZQ NYYIQVLJ j^L LbIKLV ON j^LkN 

RLYONMNYI`V PQRMNO( @LJKIQVNR YQV ON MilIMN ZIOIfLVYIN ONJ j^LkNJ ] RLYONMNYIQVLJ j^L LV KQZQ YNJQ 

\^ZILRNV OOLfNR N KRNbeJ ZL OQJ \RQYLZIMILVKQJ LJKNaOLYIZQJ DbcN 2,2?E Q ZIRLYKNMLVKL DLV LJKL YNJQ \NRN 

JLf^IMILVKQ ] YQVKRQO JL ZLaLRiV IVKRQZ^YIR If^NOMLVKL LV 2,2?E( 2L \ONVKLN YQMQ QakLKIbQ ^VN \RIMLRN 

RLJ\^LJKN LV ONJ JIf^ILVKLJ => UQRNJ( 

10.2.4.3. SERV_OPE_05. Gestión de la Configuración 

&O G estor O&M ZLaLRi YNRfNR ] MNVKLVLR NYK^NOIhNZN ON IVPQRMNYI`V ZL ON YQVPIf^RNYI`V ZLO LVKQRVQ KLYVQO`fIYQ 

ZL ON *LZ ZL )LOLPQVcN LV ON aNJL ZL ZNKQJ ZL 2,2? ZL %?$$ ] LV )&3%+( 2L ZLaLRiV YNRfNR Nj^LOOQJ LOLMLVKQJ 

RLOLbNVKLJ j^L VQ JL LVY^LVKRLV IVYQR\QRNZQJ YQMQ YQVJLY^LVYIN ZL NYK^NYIQVLJ YQRRLYKIbNJ ] YNMaIQJ 

\RQfRNMNZQJ j^L IM\OIj^LV MQZIPIYNYIQVLJ ZL ON YQVPIf^RNYI`V(  

&O G estor O&M JLRi RLJ\QVJNaOL ZLo 

� #LPIVIR ] MQZIPIYNR OQJ QakLKIbQJ[ \QOcKIYNJ ] \RQYLZIMILVKQJ ZL fLJKI`V ZL ON YQVPIf^RNYI`V 
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� ;NVKLVLR NYK^NOIhNZN ON aNJL ZL ZNKQJ ZL 2,2? ] )&3%+ ] \RQ\QVLR MLkQRNJ LV J^ YQVPIf^RNYI`V j^L 

RLZ^VZLV LV ^V MLkQR YQVKRQO ZL ONJ IVPRNLJKR^YK^RNJ  

� 1^ZIKNR j^L ON aNJL ZL ZNKQJ ZL 2,2? ] )&3%+ RLPOLkN ZL PQRMN PILO ON IVPRNLJKR^YK^RN ZL ON *LZ ZL )LOLPQVcN 

] J^J RLONYIQVLJ( 2L ZLaLRi RLNOIhNR LV ON PNJL ZL KRNVJIYI`V ^V IVbLVKNRIQ IVIYINO ZL KQZN ON IVPRNLJKR^YK^RN 

ZLO JLRbIYIQ[ YRLNRWNYK^NOIhNR MN\NJ ZL IVPRNLJKR^YK^RN DON RLONYI`V LVKRL N\OIYNYIQVLJWJIJKLMNJ ZL 

IVPQRMNYI`V ] ON IVPRNLJKR^YK^RN j^L OQJ NOQkNE ] YNRfNR KQZN ON IVPQRMNYI`V NYK^NOIhNZN LV ON aNJL ZL ZNKQJ 

ZL 2,2? ] )&3%+ ZL %?$$( 1ZIYIQVNOMLVKL JL ZLaLRi RLNOIhNR ZL PQRMN \LRI`ZIYN RLbIJIQVLJ MNV^NOLJ \NRN 

ZLKLYKNR \QJIaOLJ IVYQVJIJKLVYINJ LV ON %QVPIf^RNYI`V( &JKNJ RLbIJIQVLJ ZLaLRiV RLNOIhNRJL NO MLVQJ 

MLVJ^NOMLVKL ] ZLaLRi fLVLRNRJL ^V IVPQRML YQV ZIJYRL\NVYINJ LVYQVKRNZNJ ] NYYIQVLJ RLNOIhNZNJ( 

� 1^ZIKNR j^L ON aNJL ZL ZNKQJ ZL @LJKQ$C LV Y^NVKQ N OQJ LOLMLVKQJ ZL KLOLPQVcN LJKeV NYQRZLJ YQV OQJ ZL 

ON aNJL ZL ZNKQJ ZL )LOYQ( &JKNJ RLbIJIQVLJ ZLaLRiV RLNOIhNRJL NO MLVQJ MLVJ^NOMLVKL ] ZLaLRi fLVLRNRJL 

^V IVPQRML YQV ZIJYRL\NVYINJ LVYQVKRNZNJ ] NYYIQVLJ RLNOIhNZNJ( 

� %ULj^LQ ] YQVKRQO ZL OIYLVYINJ  

10.2.4.4. SERV_OPE_06_Gestión de Recurso Técnicos. Gestión de Capacidad 

&O G estor O&M ZLaLRi JLR YQVQYLZQR ZL ON NRj^IKLYK^RN fLVLRNO ] ZL ON IVPRNLJKR^YK^RN KLYVQO`fIYN ZL ON *LZ ZL 

)LOLPQVcN[ ] ZL J^J YN\NYIZNZLJ KeYVIYNJ[ ZL PQRMN j^L JL fNRNVKIYL j^L OQJ LOLMLVKQJ ZL ON RLZ ZIJ\QVLV ZL ON 

YN\NYIZNZ J^PIYILVKL \NRN Y^M\OIR OQJ VIbLOLJ ZL JLRbIYIQ NYQRZNZQJ( 

&O G estor O&M ZLaLRi IVPQRMNR ] NYQVJLkNR N %?$$ LV ON \ONVIPIYNYI`V ZL NZj^IJIYIQVLJ \NRN J^ IVPRNLJKR^YK^RN ZL 

RLZ[ aNJiVZQJL LVo 

� #LMNVZN \RLbIJKN  

� 3IMIKNYIQVLJ ZL ON IVPRNLJKR^YK^RN NYK^NO 

� "LYLJIZNZ ZL RLVQbNYI`V 

� ;LkQRNJ ZL ZIJ\QVIaIOIZNZ Q RLVZIMILVKQ 

� %QJKLJ ZL MNVKLVIMILVKQ ] Ll\OQKNYI`V 

� %QJKLJ ZL NZj^IJIYI`V 

2L ZLaLRi UNYLR ̂ JQ ZL ONJ ULRRNMILVKNJ ZL MLZIYI`V ] MQVIKQRIhNYI`V ZIJ\QVIaOLJ NYK^NOMLVKL LV %?$$(  2L ZLaLRi 

LONaQRNR ^V IVPQRML MLVJ^NO ZL NViOIJIJ ZL RLVZIMILVKQ ] YN\NYIZNZ[ YQV LO NViOIJIJ RLNOIhNZQ DY^LOOQJ ZL aQKLOON[ 

KLVZLVYINJ[ ZLfRNZNYIQVLJ ZL RLVZIMILVKQE ] ONJ YQVYO^JIQVLJ QaKLVIZNJ( 

9NJiVZQJL LV LJKNJ MLZIYIQVLJ LO G estor O&M ZLaLRi NZMIVIJKRNR OQJ RLY^RJQJ \NRN ONJ N\OIYNYIQVLJ NYK^NOLJ ] ONJ 

\ONVIPIYNZNJ( 

&O G estor O&M ZLaLRi IVYO^IR LV J^ Lj^I\Q[ Q bcN NJLJQRNMILVKQ ZL Ll\LRKQJ LV J^ YQM\NpcN[ \LRJQVNO YQV ON 

YN\NYIZNZ ZL RLNOIhNR ^V \ONV ZL YN\NYIZNZ N MLZIQ ] ONRfQ \ONhQ j^L JIRbN ZL aNJL \NRN ON NZj^IJIYI`V ZL V^LbN 
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IVPRNLJKR^YK^RN( &JKL \ONV JL \RLJLVKNRi LV LO \RIMLR KRIMLJKRL ZLO JLf^VZQ NpQ ZL YQVKRNKQ ] JL ZLaLRi RLbIJNR 

NV^NOMLVKL( 

10.2.4.5. SERV_OPE_07_Gestión de Disponibilidad y Continuidad 

Gestión de la Disponibilidad 
&O G estor O&M JL UNRi RLJ\QVJNaOL ZL MNVKLVLR ON ZIJ\QVIaIOIZNZ NYQRZNZN LV OQJ VIbLOLJ ZL JLRbIYIQ \NRN ON *LZ 

ZL )LOLPQVcN ] \NRN LOOQ ZLaLRi RLNOIhNR ONJ KNRLNJ ] NYKIbIZNZLJ VLYLJNRINJ \NRN ZIJMIV^IR LO RILJfQ ZL ^V YQRKL LV 

ON ZIJ\QVIaIOIZNZ ZLO 2LRbIYIQ ZL )LOLPQVcN( 

2LRi RLJ\QVJNaOL ZL MLZIR ON ZIJ\QVIaIOIZNZ ZL ON *LZ ZL )LOLPQVcN[ QaKLVILVZQ OQJ ZNKQJ ZL Nj^LOOQJ \^VKQJ ZL ON 

NRj^IKLYK^RN j^L \RQ\QRYIQVLV ON aNJL ZL YiOY^OQ ZL ON ZIJ\QVIaIOIZNZ( &VKLVZIeVZQJL YQMQ ON YN\NYIZNZ ZL 

RLNOIhNR ]WQ RLYIaIR OONMNZNJ IVKLRVNJ ]WQ LlKLRVNJ( 3N RLbIJI`V Q IM\OLMLVKNYI`V ZLO IVPQRML MLVJ^NO ZL 

ZIJ\QVIaIOIZNZ JL YQVJIZLRN ^V LVKRLfNaOL ZL ON PNJL ZL KRNVJIYI`V( 

1 LPLYKQJ ZL ON MLZIYI`V ZL ZIJ\QVIaIOIZNZ[ LJKN ZLaLRi LVKLVZLRJL YQMQ ZIJ\QVIaIOIZNZ ZLO JLRbIYIQ ZLJZL ON 

\LRJ\LYKIbN ZLO ^J^NRIQ ZL %?$$[ YQV IVZL\LVZLVYIN ZL j^L JL MIZN YQV QKRQ IVPQRML YQMQ ZIJ\QVIaIOIZNZ ZL ON 

IVPRNLJKR^YK^RN( 

2L ZLaLRi RLfIJKRNR KQZQJ OQJ LbLVKQJ j^L NPLYKLV N ON ZIJ\QVIaIOIZNZ ZL )$ DKILM\QJ ZL ZLKLYYI`V[ KILM\QJ ZL 

RLJ\^LJKN[ ZL RL\NRNYI`V ] ZL RLY^\LRNYI`VE ] \ONVIPIYNR ONJ IVKLRbLVYIQVLJ j^L NPLYKLV N ON MIJMN YQVPQRML N OQJ 

RLj^LRIMILVKQJ ZL ZIJ\QVIaIOIZNZ ZL OQJ JIJKLMNJ \NRN VLfQYIQ(  

2L ZLaLRi fLVLRNR OQJ IVPQRMLJ ] RL\QRKLJ j^L JL JQOIYIKLV( )NMaIeV ZLaLRi RLNOIhNR NViOIJIJ \QJKTMQRKLM \NRN 

\RQaOLMNJ \^VK^NOLJ ZL IVZIJ\QVIaIOIZNZ ] \RQ\QVLR L IM\ONVKNR MLkQRNJ j^L N^MLVKLV ON MIJMN( 

Gestión de la Continuidad 
&O G estor O&M ZLaLRi LONaQRNR[ MNVKLVLR[ \RQaNR ] NYK^NOIhNR LO CONV ZL %QVKIV^IZNZ ZL ON *LZ ZL )LOLPQVcN( #IYUQ 

\ONV ZLaL YQVKLVLR OQJ \ONVLJ ZL YQVKIVfLVYIN \NRN NYK^NR NVKL ZLJNJKRLJ[ NJLf^RNVZQ ON YQVKIV^IZNZ ZL OQJ 

JIJKLMNJ ZL IVPQRMNYI`V YQVPQRML N OQJ RLj^IJIKQJ ZL VLfQYIQ( 

&O CONV ZL %QVKIV^IZNZ ZLaLRi ZLPIVIR ONJ \R^LaNJ j^L LJ YQVbLVILVKL RLNOIhNR \NRN NJLf^RNR ON LPLYKIbIZNZ ZLO \ONV[ 

] NO MLVQJ ZLaLRi UNaLR \R^LaNJ JLMLJKRNOLJ ZL OQJ JIJKLMNJ YRcKIYQJ( 

&VKRL ONJ NYKIbIZNZLJ IVYO^IZNJ ZLVKRQ ZL ON @LJKI`V ZL ON %QVKIV^IZNZ JL LVY^LVKRNVo 

� CONV ZL RLY^\LRNYI`V ZL JIJKLMNJ[ \R^LaNJ ] YQVKRQO ZL ON RLJKN^RNYI`V ZL %Q\INJ ZL 2Lf^RIZNZ 

� 1ZMIVIJKRNYI`V ZL OQJ JIJKLMNJ ZL YQ\INJ ZL JLf^RIZNZ ] RLbIJI`V ZL ON \ONVIPIYNYI`V ZL aNYn^\J ] ZLO 

KRNKNMILVKQ ZL ONJ IVYIZLVYINJ LV LkLY^YI`V 
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� 2^\LRbIJI`V ZINRIN ZL ON RLNOIhNYI`V ZL aNYn^\J \RQfRNMNZQJ ] OQJ j^L JL JQOIYIKLV aNkQ ZLMNVZN 

� *LY^\LRNYI`V ZL JIJKLMNJ Q ZNKQJ ZLJZL aNYn^\J�J Q Re\OIYNJ 

� ;NVKLVIMILVKQ ZL OQJ \ONVLJ KeYVIYQJ ZL RLY^\LRNYI`V ZLVKRQ ZLO CONV ZL %QVKIV^IZNZ 

� CR^LaNJ \LRI`ZIYNJ ZL OQJ \ONVLJ KeYVIYQJ ZLO CONV ZL %QVKIV^IZNZ  

� ? LV fLVLRNO KQZN ON ZQY^MLVKNYI`V ZL OQJ \RQYLJQJ ZL YQVKIV^IZNZ ] RLY^\LRNYI`V VLYLJNRIN \NRN ON 

YQRRLYKN LkLY^YI`V ZL LJKQJ \RQYLJQJ 

Gestión de Eventos (Monitorización) 
&JKL JLRbIYIQ YQVKLM\ON ONJ NYKIbIZNZLJ \NRN IVYQR\QRNR MQVIKQRLJ ZLO P^VYIQVNMILVKQ ZL OQJ LOLMLVKQJ ZL ON RLZ 

ZL KLOLPQVcN j^L NOLRKLV ZL ZIJP^VYIQVLJ[ YNcZN Q \eRZIZN ZL JLRbIYIQ Q RLVZIMILVKQ L IVPQRMLV ZL ON LbQO^YI`V ZL 

^JQ ZL OQJ RLY^RJQJ ] N\OIYNYIQVLJ MQVIKQRIhNZNJ( 

&O G estor O&M JLRi RLJ\QVJNaOL ZL ON MQVIKQRIhNYI`V ZL ON *LZ ZL )LOLPQVcN ZL %?$$ ^KIOIhNVZQ ONJ ULRRNMILVKNJ 

j^L NYK^NOMLVKL ZIJ\QVL %?$$ \NRN LJKN P^VYI`V[ G&""+2[ "1@$+2 ? %1%)$( 

3NJ NYKIbIZNZLJ[ N KcK^OQ QRILVKNKIbQ ] JIV JLR ^VN OIJKN LlUN^JKIbN[ j^L JL YQVKLM\ONV JQVo 

� 1OKN[ aNkN ] MQZIPIYNYI`V ZL MQVIKQRLJ ZL JIJKLMNJ LV ONJ ULRRNMILVKNJ LlIJKLVKLJ  

� CRQYLZIMILVKQJ ZL fLJKI`V \NRN YNZN NOLRKN ]WQ fR^\Q ZL NOLRKNJ 

� $M\ONVKNYI`V ZL MQVIKQRLJ ZL 1\OIYNYI`V ZLJNRRQOONZQJ \QR %?$$ 

� %QVPIf^RNYI`V ] MNVKLVIMILVKQ ZL fR^\QJ ZL NOLRKNJ  

� 2^J\LVJI`V KLM\QRNO ZL MQVIKQRLJ Z^RNVKL Q\LRNYIQVLJ ZL MNVKLVIMILVKQ 

� %QVPIf^RNYI`V ZL NONRMNJ ] fLJKI`V ZL VQKIPIYNYIQVLJ 

� ;QVIKQRLJ LJ\LYcPIYQJ ZL ^JQ ZL RLY^RJQJ DKILM\Q ZL RLJ\^LJKN[ LJ\NYIQ LV ZIJYQJ[ ^JQ ZL MLMQRIN[ LKY(E  

� #LPIVIYI`V ZL \RQYLZIMILVKQJ ZL Q\LRNYI`V LJ\LYcPIYQJ[ LV YNJQ ZL JLR VLYLJNRIN ON RLNOIhNYI`V ZL 

Q\LRNKIbNJ NJQYINZNJ N LbLVKQJ( 
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11. ACUERDOS DE NIVEL DE SERVICIO 

11.1. INDICADORES DE EFICIENCIA (KPI) Y NIVEL DE SERVICIO (ANS) 

&O G estor O&M ZLaL MQVKNR OQJ Y^NZRQJ ZL MNVZQ \NRN JLf^IMILVKQ ] YQVKRQO ZL ON YNOIZNZ ] LPIYILVYIN Q\LRNKIbN 

YQVJIZLRNVZQ( 

� KPI (Key Perform ance Indicator) 

$VZIYNZQRLJ Q\LRNKIbQJ N OQJ j^L UNYLR MLZIYI`V[ YQVKRQO ] JLf^IMILVKQ \NRN *L\QRKL ZL 1YKIbIZNZ ] NJLf^RNMILVKQ 

ZL ON YNOIZNZ ZLO 2LRbIYIQ +A;( 

� ANS (Acuerdos de Nivel de Servicio) 

4NOQR YQM\RQMIJQ NYQRZNZQ YQV LO @LJKQR ZLO 2LRbIYIQ +A; ZL QaOIfNZQ Y^M\OIMILVKQ JQaRL ZLKLRMIVNZQJ SC$ 

Q\LRNKIbQJ Q ZL QKRN VNK^RNOLhN( 

&O G estor O&M LV J^ Propuesta del Modelo O&M ZLaLRi PQRM^ONR J^ LVPQj^L ZL %^NZRQJ ZL ;NVZQ[ $VPQRMLJ ZL 

*L\QRKL ZL 1YKIbIZNZ[ IVPQRMLJ ZL %^M\OIMILVKQ ZL 1"2( &V KQZQ YNJQ ZLaLRi YQVKLM\ONR OQJ j^L JL IVZIYNV LV 

OQJ LJj^LMNJ JIf^ILVKLJ j^L JQV ON bIJ^NOIhNYI`V j^L \ONVKLN %?$$( 



91

SERVICIOS DE MANTENIMIENTO DEL SISTEMA DE TELEFONÍA FIJA DE CANAL DE ISABEL II

EXPEDIENTE N.º: 78/2022

C
a
n
a
l 
d
e
 I

s
a
b
e
l 
II

 S
.A

 i
n
s
c
ri
ta

 e
n
 e

l 
R

e
g
is

tr
o
 M

e
rc

a
n
ti
l d

e
 M

a
d
ri
d
 a

l 
T

o
m

o
 2

9
.7

3
3
, 
F

o
lio

 8
6
, 

S
e
c
c
ió

n
 8

, 
H

o
ja

 M
-5

3
4
9
2
9
 e

 I
n
s
c
ri
p
c
ió

n
 1

ª,
 N

IF
 A

8
6
4
8
8
0
8
7
, 

D
o
m

ic
ili

o
 S

o
c
ia

l: 
C

/ 
S

a
n
ta

 E
n
g
ra

ci
a
, 

1
2
5
, 

2
8
0
0
3
 M

a
d
ri
d

Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

. 
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11.2. DEFINICIÓN DE KPI Y ANS OBJETIVO 

3QJ SC$ ] J^J 1"2 JL QRfNVIhNV LV OQJ iMaIKQJ IVZIYNZQJ ] NOf^VQJ ZL LOOQJ JL PQRM^ONV YQVJIZLRNVZQ la criticidad 

de las actividades de servicio DZLJZL IVYIZLVYINJ UNJKN \RQ]LYKQJE  

Dim ensión CdM Parám etro ANS ANS Peso 

Calidad Objetiva 
(Disponibilidad) 

w KILM\Q ZL YNcZN ZL 
JLRbIYIQ ZL KLOLPQVcN LV 
LlKLVJIQVLJ ZL iRLNJ ZL 
VLfQYIQ YRcKIYNJ 

� B[B. w D#IJ\QVIaIOIZNZ 
HH[H. wE 

7 

w KILM\Q ZL YNcZN ZL 
JLRbIYIQ ZL KLOLPQVcN LV 
LlKLVJIQVLJ ZL iRLNJ ZL 
VLfQYIQ VQ YRcKIYNJ 

� B[. w D#IJ\QVIaIOIZNZ 
HH[. wE 

8 

)ILM\Q MLZIQ ZL 
RLY^\LRNYI`V ZL YNcZN ZL 
2LRbIYIQ )LOLPQVcN  

) � / UQRNJ 8 

ÁMBITO PARÁMETRO ANS ANS PESO 

Eficiencia Operativa 

w 0IRJK %NOO *LJQO^KIQV 

0%* *NKIQ � >. w . "� ZL NYKIbIZNZLJ ZL JLRbIYIQ RLJ^LOKNJ LV 
\RIMLRN IVKLRNYYI`V[ \QR "' Q "/ ZLO 

@LJKQR +A; 

)ILM\Q MLZIQ RLJQO^YI`V ZL IVYIZLVYINJ 
JLfmV YRIKIYIZNZ LV aNJL N IM\NYKQ LV 
VLfQYIQ L IM\NYKQ LV LO KRNaNkQ ZL OQJ 

^J^NRIQJ 

%RIKIYIZNZ s&MLRfLVYINt � B[. U 

. 

%RIKIYIZNZ s@RNbLt � / U 

%RIKIYIZNZ s1OKNt � > U 

%RIKIYIZNZ s9NkNt � '/ U 

%RIKIYIZNZ s3LbLt � /= U 

w KILM\Q MLZIQ RLJQO^YI`V IVYIZLVYINJ 

� / UQRNJ               <Bw 

. 

� > UQRNJ               '/ w 

� '/ UQRNJ             'Bw 

#cN JIf^ILVKL           . w 

;iJ ZL ' ZcN           8 w 

w IVYIZLVYINJ RLJ^LOKNJ YQV elIKQ ] ZLVKRQ 
ZL \ONhQ JLfmV YRIKIYIZNZ  

%RIKIYIZNZ s&MLRfLVYINt � H<[. w 

7 

%RIKIYIZNZ s@RNbLt � H. w 

%RIKIYIZNZ s1OKNt � HBw 

%RIKIYIZNZ s9NkNt � >. w 

%RIKIYIZNZ s3LbLt � >.w 

w *LN\LRK^RN IVYIZLVYINJWJQOIYIK^ZLJ 
RLJ^LOKNJ D^J^NRIQ VQ YQVPQRMLE  

� .w = 

"� IVYIZLVYINJ LJYNONZNJ P^LRN ZL \ONhQ 

"� MilIMQ P^LRN ZL \ONhQ � / . 
%RIKIYIZNZ s&MLRfLVYINW@RNbLt DB[. UE 

%RIKIYIZNZ s1OKNt D' UE 

%RIKIYIZNZ s;LZINW9NkNt D= UE 

w 1YKIbIZNZLJ LJYNONZNJ LRR`VLNMLVKL � H. w = 
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1VKIf�LZNZ NYKIbIZNZLJ JLRbIYIQ NaILRKNJ 
DVQ RLJ^LOKNJ[ VI \LVZILVKL ZL ^J^NRIQJ Q 

KLRYLRQJE � '. ZcNJ 
"� NYKIbIZNZLJ JLRbIYIQ � '.ZcNJ � /  = 

w YNMaIQJ LV \RQZ^YYI`V RLNOIhNZQJ LV 
PLYUN ] YQV elIKQ 

� H.w . 

w YNMaIQJ NVNOIhNZQJ ] \ONVIPIYNZQJ LV 
KILM\Q QakLKIbQ ZL '. ZcNJ 

� H. w 8 

w *LN\LRK^RN YNMaIQJ RLJ^LOKNJ D^J^NRIQ 
VQ YQVPQRMLE  

� .w . 

w ZL NONRMNJ ZL MQVIKQRIhNYI`V 
fLJKIQVNZNJ JLfmV KILM\Q QakLKIbQ D'B N 
8B MIV^KQJE LJKNaOLYIZQ LV P^VYI`V ZL 

YRIKIYIZNZ 

&MLRfLVYIN W @RNbL � H> w 

7 1OKN � H. w 

9NkN ] 3LbL � HBw 

"� ZL \RQ]LYKQJ Y^]N \RQ\^LJKN VQ JL 
LVKRLfN LV \ONhQ LJKNaOLYIZQ JLfmV 

YQM\OLkIZNZ 
1OKN         � / 

' 1OKN        = JLMNVNJ ;LZIN     � ' 

;LZIN    8 JLMNVNJ 9NkN        B 

9NkN       / JLMNVNJ 

"� \RQ]LYKQJ NYL\KNZQJ VQ IVIYINZQJ LV ^V 
\ONhQ MilIMQ ZL '. ZcNJ ONaQRNaOLJ KRNJ ON 

N\RQaNYI`V 

� / \RQ]LYKQJ IVIYIQ RLKRNJNZQ 
KRIMLJKRNOMLVKL 

' 

Nota: First Call Resolution (FCR)

2L LVKILVZL YQMQ RLJQO^YI`V ZL $C2 LV NYKIbIZNZLJ ZL JLRbIYIQJ j^L VQ IM\OIYNV ZLJ\ONhNMILVKQ[ VQ RLJ^LObLV 

KLRYLRQJ[ VQ IM\OIYNV YNMaIQ Xr(  

2L IVYO^]LV $VYIZLVYINJ[ 2QOIYIK^ZLJ ] %QVJ^OKNJ \QR YNVNO KLOLP`VIYQ LV \RIMLR YQVKNYKQ Q YNVNO qLa D2,2?E 

RLJ^LOKQ \QR "' ZIRLYKNMLVKL Q "/ LV \RIMLRN KRNVJPLRLVYIN( 

Dim ensión CdM Parám etro ANS ANS Peso 

Estabilidad Tecnológica 

&kLY^YI`V JLMLJKRNO ZL \R^LaNJo &VKRLfNJ ' 

'E YQVKIV^IZNZ  
 /E RLY^\LRNYI`V aNYn^\ 
 8E QKRQJ ZLPIVIZQJ 

' JLMLJKRLo JLf^VZN 
j^IVYLVN k^OIQ ZLO NpQ LV 
Y^RJQ 

/ JLMLJKRL \RIMLRN 
j^IVYLVN ZL LVLRQ ZL NpQ 
JIf^ILVKL N NpQ LV Y^RJQ 

DLJKNJ PLYUNJ JL NZN\KNRiV 
N ONJ PLYUNJ ZL LkLY^YI`V 
j^L MNRj^L ON 
J^aZIRLYYI`V ZL )$E 

%;#9 D]WQ )LOYQE � / ZcNJ 
ONaQRNaOLJ 

7 
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@LJKI`V ZL ZQY^MLVKNYI`V KeYVIYN( 1YK^NOIhNYI`V 
ZL N\OIYNYIQVLJ ZL IVbLVKNRIQ( #NKQJ %;#9 D]WQ 
)LOYQE 

#+%g)&% � < ZcNJ 
ONaQRNaOLJ 

#+%gC*+%&2+2 � < ZcNJ 
ONaQRNaOLJ 

1YK^NOIhNYI`V ZL ZINfRNMNJ ZL \ONKNPQRMNJ ] RLZ 
\NRN LO JLRbIYIQ ZL KLOLPQVcN PIkN 

"� ZINfRNMNJ VQ 
NYK^NOIhNZQJ LV KILM\Q 
QakLKIbQ ZL < ZcNJ 
ONaQRNaOLJ � / 

7 

&kLY^YI`V aNYn ^\ JLMNVNO( #LJbINYI`V JQaRL 
\ONVIPIYNYI`V \RLbIJKN 

;ilIMQ ' ZcN 8 

0INaIOIZNZ %;#9 D]WQ )LOYQE( $VPQRMNYI`V 
ZLJNYK^NOIhNZN[ IVYQULRLVKL Q VQ RLfIJKRNZN 

"� IVYIZLVYINJ W MLJ 
NaILRKNJ YQV YNKLfQRcN 
s&OLMLVKQJ %;#9 D]WQ 
)LOYQE ZLJNYK^NOIhNZQt � 7 

8 

"� MilIMQ ZL IVYIZLVYINJ KRIMLJKRNOLJ YN^JNZNJ 
\QR \RQaOLMNJ ZL YN\NYIZNZ ]WQ JLf^RIZNZ DPNOKN 
ZL Y^NOj^ILR KI\Q ZL RLY^RJQJ \QR ZLfRNZNYI`V ZL 
fLJKI`V Q PNOKN ZL \RLbIJI`V j^L IM\OIYN ZLMQRN 
LV RLJQO^YI`VE 

"� MilIMQ KRIMLJKRL � / / 

Dim ensión CdM Parám etro ANS ANS Peso 

Capital Hum ano 

 2NKIJPNYYI`V KeYVIYQJ LV LO 2LRbIYIQ( 
&VY^LJKN IVKLRVN( 

"C2 � 'B ' 

NE "C2 KeYVIYQJ y*LYQMLVZNRcN N QKRQJ 
KRNaNkNR LV LJKL 2LRbIYIQ +A;z 

� <. w LbNOmN = ` . 

aE &bNO^NYI`V fRNZQ JNKIJPNYYI`V D' N .E � <. w RLJ\^LJKN "Q 

YE %NMaINRcN ZL KRNaNkQ DJIWVQE   

w RQKNYI`V \LRJQVNJ YONbL ] KeYVIYQJ ZL 
JLRbIYIQ 

� /B w 7 
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"� UQRNJ PQRMNYI`V KeYVIYQJ "^LbQJ KeYVIYQJ � '/B UQRNJ 8 

*LY^RRLVKL KRIMLJKRNOo � =B UQRNJ 

.. 

Dim ensión CdM Parám etro ANS 
ANS 

Peso 

Productividad 

CQRYLVKNkL ZL NaNVZQVQ 
DNaNVZQVNZNJ W RLYIaIZNJE �'BB 

� 8w = 

"#2 D"IbLO ZL 2LRbIYIQE DNKLVZIZNJ LV 
MLVQJ ZL ' MIV^KQ W RLYIaIZNJE �'BB 

� HBw 8 

Dim ensión CdM Parám etro ANS 
ANS 

Peso 

Gestión Contrato 

&VKRLfN ZL $VPQRMLJ 
+\LRNYI`V[ ] 
ZQY^MLVKQJ P^VYIQVNOLJ(  
&VKRLfN ZL $VPQRMLJ 
Y^M\OIMILVKQ 1"2( 
&VKRLfN ZQY^MLVKQJ ZL 
fLJKI`Vo \RLJ^\^LJKQJ[ 
NYKNJ ZL RL^VIQVLJ( 

#LJbINYI`V MilIMN 8 ZcNJ 
UiaIOLJ RLJ\LYKQ ZL \ONhQJ 
QakLKIbQo 

= 

T $VPQRMLJ ZL Q\LRNYI`V ] 
ZQY^MLVKQJ P^VYIQVNOLJo � 
< #cNJ 
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T $VPQRMLJ Y^M\OIMILVKQ 
1"2o � < #cNJ 

T CRLJ^\^LJKQJo � < #cNJ 

T 1YKNJ ZL RL^VIQVLJo � /= 
UQRNJ 

*LJ^OKNZQ ZL N^ZIKQRIN W 
IVJ\LYYIQVLJ LlKLRVNJ 
RLNOIhNZNJ NV^NOMLVKL(  

1^ZIKQRINJ J^\LRNZNJ 8 

"Q %QVPQRMIZNZLJ 
MN]QRLJ � / 

"Q %QVPQRMIZNZLJ 
MLVQRLJ � 'B 

11.3. MEDICIÓN, CONTROL Y SEGUIMIENTO 

&O G estor O&M LV J^ Propuesta de Modelo O&M ZLaL LJKNaOLYLR OQJ \RQYLZIMILVKQJ \NRN ON MLZIYI`V[ YQVKRQO ] 

JLf^IMILVKQ ZL OQJ SC$ ] J^J 1"2( 

%?$$ LVKILVZL YQMQ McVIMQo 

� *L\QRKL JLMNVNO ZL SC$ Q\LRNKIbQJ YONbL j^L M^LJKRLV ON LbQO^YI`V ZL KIYnLKJ ] J^ LJKNZQ[ ] M^LJKRL ^V 

RLJ^MLV ZL Nj^LOOQJ ZL MN]QR YRIKIYIZNZ 

� $VPQRML MLVJ^NO ZL 1"2 ] NViOIJIJ ZL Y^M\OIMILVKQJ 

� $VPQRML MLVJ^NO ZL CRQ]LYKQJ LV ZQVZL JL M^LJKRL LO fRNZQ ZL NbNVYL ZL \RQ]LYKQJ LV Y^RJQ[ ] LV J^ 

YNJQ RILJfQJ[ \^VKQJ ZL aOQj^LQ ] ZLYIJIQVLJ N RNKIPIYNR 

� $VPQRML JLMLJKRNO ZL N^ZIKQRcN ZLO 2LRbIYIQ 

1ZIYIQVNOMLVKL %?$$ LJ\LRN j^L N OQ ONRfQ ZLO \LRIQZQ ZLO 2LRbIYIQ +A; \^LZNV ZLJ\OLfNRJL Y^NZRQJ ZL MNVZQ 

LV ULRRNMILVKNJ 9$ j^L \LRMIKNV ON MQVIKQRIhNYI`V ] YQVJ^OKN LV KILM\Q RLNO ZL ONJ Q\LRNYIQVLJ +A;( 
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%NZN \NRiMLKRQ ZLO 1"2 NYQRZNZQ JLRi MLZIZQ MLVJ^NOMLVKL[ JNObQ j^L Ll\RLJNMLVKL JL LJKNaOLhYN QKRQ 

\LRIQZQ ZL MLZIYI`V( &O G estor O&M LVKRLfNRi ^V IVPQRML \NRN ZIYUQ \LRIQZQ j^L \LRMIKN ZLKLRMIVNR JI UN 

YQVJLf^IZQ OQJ VIbLOLJ ZL JLRbIYIQ NYQRZNZQJ(  

1^Vj^L %?$$ ^KIOIYL J^ ULRRNMILVKN 2LRbIYL #LJn \NRN ON fLJKI`V ZLO JLRbIYIQ ] LlIkN j^L LO G estor O&M ^KIOIYL ON 

MIJMN ULRRNMILVKN[ JLRi RLJ\QVJNaIOIZNZ ZLO G estor O&M ON MLZIYI`V ZLO 1"2 NYQRZNZQ N ON PIVNOIhNYI`V ZL ON PNJL 

ZL KRNVJIYI`V ] ZL ONJ \LVNOIhNYIQVLJ LlIfIZNJ LV LJKL \OILfQ( "Q JL \QZRi ZNR \QR YQVYO^IZN ON PNJL ZL KRNVJIYI`V JI 

LO \RQbLLZQR VQ LJKi LV ZIJ\QJIYI`V ZL PNYIOIKNR ON MLZIYI`V ZLO 1"2 ZLO JLRbIYIQ \QR OQ j^L JLRi ZL N\OIYNYI`V ON 

\LVNOIhNYI`V YQRRLJ\QVZILVKL NO IVY^M\OIMILVKQ ZLO 1"2 ZL PIVNOIhNYI`V ZLO \RQ]LYKQ ZL KRNVJIYI`V( 

11.4. PENALIZACIONES POR NO CUMPLIMIENTO 

;LVJ^NOMLVKL JL RLbIJNRiV YQVk^VKNMLVKL OQJ IVPQRMLJ \RLbINMLVKL LVbINZQJ \QR LO CRQbLLZQR[ \NRN LJKNaOLYLR 

] NYQRZNR LO Y^M\OIMILVKQ ZL OQJ YQM\RQMIJQJ \QR \NRKL ZLO MIJMQ( 

&V YNJQ ZL PNOOQ LV ON \RQbIJI`V ZL OQJ 2LRbIYIQJ ZL NY^LRZQ YQV OQJ RLj^LRIMILVKQJ ZL YNOIZNZ NYQRZNZQJ[ LO G estor 

O&M IVY^RRIRi LV ^VN \LVNOIhNYI`V[ j^L KILVL YQMQ QakLKIbQ ^VN YQM\LVJNYI`V LYQV`MIYN j^L RLPOLkL j^L UNV 

LVKRLfNZQ OQJ 2LRbIYIQJ YQV ^V VIbLO ZL YNOIZNZ IVPLRIQR NO YQM\RQMLKIZQ(  

&V YNJQ ZL IVY^M\OIMILVKQ ZL OQJ 1"2[ %?$$ \QZRi N\OIYNR \LVNOIhNYIQVLJ JQaRL ON PNYK^RNYI`V ZL NY^LRZQ YQV OQJ 

JIf^ILVKLJ YRIKLRIQJo  

� 2L ZLPIVL ^VN UQRj^IOON ZL IVY^M\OIMILVKQ NORLZLZQR ZLO bNOQR QakLKIbQ 4%

� 3N CLVNOIhNYI`V MilIMN N\OIYNaOL LV LO \LRIQZQ ZL N\OIYNYI`V DJNObQ j^L JL IVZIj^L OQ YQVKRNRIQ JL YQVJIZLRNV 

\LRIQZQJ MLVJ^NOLJE JLRi ZLO 8.w ZL ON PNYK^RNYI`V ZLO \LRIQZQ 

� &V LO YNJQ ZL j^L RLJ^OKLV / MLJLJ YQVJLY^KIbQJ YQV \LVNOIhNYI`V MilIMN ZLO 8.w \QZRcN IM\OIYNR ON RLJYIJI`V 

ZLO JLRbIYIQ

� 3NJ \LVNOIhNYIQVLJ \QR IVY^M\OIMILVKQ JL YNOY^ONRiV YQVPQRML N ON P`RM^ONo 

Rpc = [0,35 * FT] * Ft * (Ppc / PT)

Rpc[ CLVNOIhNYI`V N\OIYNaOL \QR LO IVY^M\OIMILVKQ ZLO CNRiMLKRQ( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

FT[ 0NYK^RNYI`V KQKNO[ \QR KQZQJ OQJ YQVYL\KQJ[ YQRRLJ\QVZILVKL NO \LRIQZQ MLZIZN( 

Ft [ 0NYKQR %QRRLYKQR ZLO )RNMQ LV LO j^L JL \RQZ^YL LO IVY^M\OIMILVKQ(  

o 1KLVYI`V � B[<. 

o $VY^M\OIMILVKQ � ' 

o $VY^M\OIMILVKQ @RNbL � '[. 

&V YNJQ ZL RLIKLRNYI`V LV LO IVY^M\OIMILVKQ ZL ̂ V CNRiMLKRQ LV ZQJ MLJLJ YQVJLY^KIbQJ[ LO JLf^VZQ MLJ JL N\OIYN 

LO bNOQR ZLO 0K YQRRLJ\QVZILVKL NO KRNMQ IVMLZINKNMLVKL J^\LRIQR NO j^L YQRRLJ\QVZLRcN 

Ppc [ CLJQ ZLPIVIZQ \NRN LO CNRiMLKRQ ZL %QVKRQO 

PT[ 2^MN ZL KQZQJ OQJ CLJQJ ZL OQJ CNRiMLKRQJ ZL %QVKRQO j^L ZLPIVLV LO 1"2 ZLO 2LRbIYIQ 

� 2L \ONVKLNV sCLJQJt \NRN YNZN ̂ VQ ZL OQJ \NRiMLKRQJ ZL YQVKRQO LV P^VYI`V ZL J^ RLOLbNVYIN L IM\NYKQ( &JKQJ 

\LJQJ[ NJc YQMQ OQJ bNOQRLJ QakLKIbQJ ZL YNZN \NRiMLKRQ LJKiV IVZIYNZQJ LV ONJ KNaONJ ZL SC$ ] 1"2 NVKLRIQRLJ( 

� &O G estor O&M ZLaL \RQ\QVLR LV ON 0NJL ZL KRNVJIYI`V ] KQMN ZL YQVKRQO N %?$$ OQJ IVZIYNZQRLJ ZLO iMaIKQ ZL 

CRQZ^YKIbIZNZ ] %QJKL ] ONJ ULRRNMILVKNJ \NRN J^ YQVKRQO ] JLf^IMILVKQ[ LV P^VYI`V ZL J^J \RQ\IQJ MQZLOQJ 

ZL RLPLRLVYIN ] Ll\LRILVYIN \RQaNZN( 

&V LO Anexo JL IVYO^]L #LKNOOL ZL SC$[ 1"2[ 4NOQRLJ ZL IVY^M\OIMILVKQ ] PNYKQRLJ ZL \LVNOIhNYI`V( 
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11.5. ADAPTACIÓN ANS A CONDICIONES DE CONTEXTO 

3QJ IVZIYNZQRLJ \ONVKLNZQJ LV OQJ N\NRKNZQJ NVKLRIQRLJ ZL LJKL Pliego de Prescripciones Técnicas JL NZN\KNRiV N 

ONJ JIf^ILVKLJ YQVZIYIQVLJ ZL YQVKLlKQo 

� Ubicación geográfica de la sede en la que atender la dem anda de actividad de servicio; 

3QJ 1"2 JL RLbIJNRiV Z^RNVKL ON 0NJL ZL )RNVJIYI`V ] )QMN ZL %QVKRQO \NRN OQJ YNJQJ LV OQJ j^L ON NYK^NYI`V VQ 

\^LZN RLNOIhNRJL ZL PQRMN RLMQKN ] JLN VLYLJNRIQ LO ZLJ\ONhNMILVKQ N JLZLJ P^LRN ZLO KeRMIVQ M^VIYI\NO ZL 

;NZRIZ LV P^VYI`V ZL ZIJKNVYIN ] \QR KNVKQ KILM\QJ ZL ZLJ\ONhNMILVKQ(  

� Resolución de la actividad de servicio dependiente de terceros 

&O Y^M\OIMILVKQ ZL 1"2[ IVYO^JQ LV OQJ YNJQJ LV OQJ j^L ON RLJQO^YI`V ZL\LVZN ZL KLRYLRQJ JLRi N \RIQRI 

RLJ\QVJNaIOIZNZ ZLO G estor O&M[ JI aILV YNaRi ON \QJIaIOIZNZ ZL RLbQYNR ON N\OIYNYI`V ZL \LVNOIhNYIQVLJ JI JL 

NYRLZIKN ] LJ YQVJKNKNaOL j^L LO IVY^M\OIMILVKQ LJ \QR YN^JN ZL KLRYLRQJ ] j^L LO G estor O&M UN RLNOIhNZQ ONJ 

fLJKIQVLJ J^PIYILVKLJ \NRN OQfRNR ON RLJ\^LJKN LV KILM\Q ] PQRMN( 

11.6.  REVISIÓN DE ANS 

&V P^VYI`V ZL ON Ll\LRILVYIN Q\LRNKIbN[ ON LbQO^YI`V ZL ON \ONKNPQRMN KLYVQO`fIYN Q ON NZN\KNYI`V ZLO 2LRbIYIQ +A; 

N ONJ VLYLJIZNZLJ ZL VLfQYIQ ] ONJ Q\LRNYIQVLJ ZL %?$$[ JL \QZRi \ONVKLNR ON RLbIJI`V ZL OQJ 1"2 LV NOf^VQ ZL OQJ 

JIf^ILVKLJ NJ\LYKQJo 

� %NVKIZNZ KQKNO ZLO 1"2[ \^ZILVZQ NpNZIR Q MQZIPIYNR IVZIYNZQRLJ 

� 4NOQR ZLO 1"2 

� ;eKQZQ ZL MLZIYI`V 

&JKNJ MQZIPIYNYIQVLJ JL NYQRZNRiV LVKRL %?$$ ] LO G estor O&M ] \QZRiV JLR \ONVKLNZNJ \QR NMaNJ \NRKLJ LV OQJ 

YQMIKeJ Q\LRNKIbQJ ] bNOIZNZNJ \QR LO YQMIKe ZL ZIRLYYI`V( &V KQZQ YNJQ %?$$ JL RLJLRbN LO ZLRLYUQ ZL MQZIPIYNR 

^VIONKLRNOMLVKL / Q 8 1"2 NO KRIMLJKRL JI OQ YQVJIZLRNJL VLYLJNRIQ( 

11.7. APLICACIÓN DEL ANS A LO LARGO DEL CONTRATO 

)QZQJ OQJ \NRiMLKRQJ ZLO 1"2 JLRiV MLZIZQJ ZLJZL ON 0NJL ZL )RNVJIYI`V( #^RNVKL LJKN PNJL JL \RQYLZL N Nk^JKNR 

OQJ \NRiMLKRQJ ] J^J bNOQRLJ IVIYINOMLVKL ZLPIVIZQJ[ YQV LO QakLKIbQ ZL j^L[ N J^ PIVNOIhNYI`V[ LlIJKN ̂ V 1"2 RLbIJNZQ 

] NYQRZNZQ[ j^L JLRi ZL N\OIYNYI`V N \NRKIR ZL ON JIf^ILVKL PNJL( &V YNJQ ZL j^L VQ JL OOLf^L N ^V NY^LRZQ[ JLRi ZL 
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N\OIYNYI`V LO 1"2 IVIYINOMLVKL ZLPIVIZQ[ ] j^L JL ZLJYRIaL LV LO Anexo ZL LJKL Docum ento de Condiciones Técnicas 

y Operativas(  

#^RNVKL ON 0NJL ZL &JKNaIOIhNYI`V[ LO 1"2 LJKNRi KQKNOMLVKL Q\LRNKIbQ[ N\OIYiVZQJL ONJ \LVNOIhNYIQVLJ LV YNJQ ZL 

IVY^M\OIMILVKQ LV ̂ VN Y^NVKcN ZLO 7Bw( 0IVNOIhNZN LJKN PNJL[ JLRiV ZL N\OIYNYI`V ONJ \LVNOIhNYIQVLJ LV J^ KQKNOIZNZ( 

%^NVZQ JLN VLYLJNRIQ IVYO^IR LV 1"2 ^V V^LbQ \NRiMLKRQ YQM\^KNaOL \NRN LO YiOY^OQ ZL \LVNOIhNYIQVLJ[ JL 

LJKNaOLYL ^V \LRIQZQ ZL ZQJ MLJLJ ZLJZL J^ IVYO^JI`V LV LO 1"2 Z^RNVKL OQJ j^L VQ JL N\OIYNRiV \LVNOIhNYIQVLJ( 

11.8. REVISIÓN/ADAPTACIÓN DEL ANS 

%?$$ JL RLJLRbN LO ZLRLYUQ ZL YQVKRNKNR ^V KLRYLRQ YQMQ NJLJQR IVZL\LVZILVKL \NRN ON RLbIJI`V ZLO 1"2( &O QakLKIbQ 

ZL LJKL NViOIJIJ JLRi ON NZLY^NYI`V ZLO 1"2 N YNMaIQJ LV ON QRfNVIhNYI`V L IVPRNLJKR^YK^RN ZL %?$$[ ^ QRIfIVNZQJ \QR 

\QJIaIOIZNZLJ aRIVZNZNJ \QR V^LbNJ KLYVQOQfcNJ( %?$$ JL YQM\RQMLKL N j^L ON LM\RLJN KLRYLRN VQ JLN ^V 

YQM\LKIZQR ZIRLYKQ ZLO G estor O&M( 

11.9. CATÁLOGO DE SERVICIOS PARA GESTIÓN DE CALIDAD Y ANS 

&V LO YNKiOQfQ ZL JLRbIYIQJ ZLO ;QZLOQ +A; JL IVYO^]LV[ LV LO iMaIKQ ZL JLRbIYIQJ ZL VIbLO KiYKIYQ[ Nj^LOOQJ j^L 

JL RLPILRLV N ON fLJKI`V ZL ON YNOIZNZ ] LO Y^M\OIMILVKQ ZL 1"2( 

2L IZLVKIPIYNVo 

� 2&*4g)1%gB/ @LJKI`V ZL ON YNOIZNZ ZLO JLRbIYIQ 

� 2&*4g)1%gB8 @LJKI`V ZLO Y^M\OIMILVKQ ZL 1"2 

� 2&*4g)1%gB. @LJKI`V ZL IVPQRMLJ ZL JLf^IMILVKQ ] YQVKRQO 

&O G estor O&M ZLaL YQVKLM\ONROQJ LV J^ \RQ\IQ MQZLOQ ] \ONVKLNR ON PQRMN LV j^L \RQ\QVL ZLJNRRQOONROQJ LV J^ 

\RQ\^LJKN[ L IVYQR\QRNR RLY^RJQJ LVYNRfNZQJ ZL RLNOIhNR LJKNJ KNRLNJ YQV \LRPIOLJ ZL YQVQYIMILVKQ ] Ll\LRILVYIN 

NZLY^NZQJ( 
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12. RECURSOS DEL MODELO 

12.1. MODELO O&M DE REFERENCIA 

&O G estor O&M ZLaL YQVKNR YQMQ RLY^RJQ aNJL YQV ^V ;QZLOQ +A; ZL RLPLRLVYIN \RQaNZQ ] YQVKRNJKNaOL(  

2L KRNKN ZL j^L LO G estor O&M NZN\KL J^ MQZLOQ ] N\OIj^L J^J MLKQZQOQfcNJ N ON fLJKI`V ZLO 2LRbIYIQ +A; ZL ON 

*LZ ZL )LOLPQVcN ZL %?$$ ] N\OIj^L LV aNJL N J^ Ll\LRILVYIN \RQaNZN ONJ MLkQRLJ \RiYKIYNJ \NRN \RLJKNR ^V JLRbIYIQ 

ZL NY^LRZQ YQV OQJ RLj^IJIKQJ LJKNaOLYIZQJ LV ON Docum ento de Condiciones Técnicas y Operativas( 

&V J^ CRQ\^LJKN LO G estor O&M ZLaL NYRLZIKNR j^L LO G estor O&M ZIJ\QVL ZL LJKL ;QZLOQ ] ZL LJKNJ 

;LKQZQOQfcNJ(  

12.2. CAPITAL HUMANO 

CNRN ON \RLJKNYI`V ZL OQJ JLRbIYIQJ QakLKQ ZLO \RLJLVKL YQVKRNKQ[ LO G estor O&M ZLaLRi QPRLYLR ^V JLRbIYIQ IVKLfRNO[ 

j^L \LRMIKN ZIJ\QVLR ZL OQJ RLY^RJQJ KeYVIYQJ VLYLJNRIQJ LV YNZN MQMLVKQ \NRN \QZLR ZNR RLJ\^LJKN YQV OQJ 

VIbLOLJ ZL JLRbIYIQ RLj^LRIZQJ ] ZLVKRQ ZL OQJ \ONhQJ LlIfIZQJ LV LO YQRRLJ\QVZILVKL NY^LRZQ ZL VIbLO ZL JLRbIYIQ( 

2I aILV LO G estor O&M LV J^ \RQ\^LJKN ZLaLRi YQVYRLKNR LV J^J RLJ\LYKIbNJ QPLRKNJ LO Lj^I\Q KeYVIYQ QPRLYIZQ j^L[ 

Nk^JKiVZQJL N OQJ RLj^LRIMILVKQJ ZL %?$$[ JL YQVJIZLRL IZ`VLQ \NRN NKLVZLR ONJ VLYLJIZNZLJ LV eJKL LJ\LYIPIYNZNJ[ 

no es objetivo del m ism o el contratar un equipo de personas sino el disponer de un servicio integral OIfNZQ N ^V 

NY^LRZQ ZL VIbLO ZL JLRbIYIQ \RLbINMLVKL LJKNaOLYIZQ[ ZLaILVZQ YQVYRLKNR LV J^J RLJ\LYKIbNJ QPLRKNJ LO VIbLO ZL 

POLlIaIOIZNZ QPRLYIZQ LV Y^NVKQ N YQM\QJIYI`V ZLO Lj^I\Q ZL KRNaNkQ ] ZIJ\QVIaIOIZNZ ZL \LRJQVNO ZL N\Q]Q \NRN 

NaJQRaLR KRNaNkQJ LJ\LYcPIYQJ ]WQ \^VKNJ ZL KRNaNkQ[ LKY( 

&O JLRbIYIQ +A; N \RLJKNR ZLaL JLR LO MIJMQ LV Y^NOj^ILR YIRY^VJKNVYIN[ LJ ZLYIR[ ONJ \QJIaOLJ LbLVK^NOIZNZLJ DaNkNJ[ 

bNYNYIQVLJ[ LKY(E JQaRL LO \LRJQVNO ZLZIYNZQ N ONJ NYKIbIZNZLJ YQVKLM\ONZNJ ZLVKRQ ZL LJKL YQVKRNKQ ZLaLRiV JLR 

J^\OIZNJ \QR LO G estor O&M YQV KeYVIYQJ j^L KLVfNV YQMQ McVIMQ ON MIJMN Ll\LRILVYIN ONaQRNO ] YQVQYIMILVKQJ 

LV OQJ MIJMQJ LVKQRVQJ j^L ON \LRJQVN J^JKIK^IZN Q RLM\ONhNZN[ \RLbIN N\RQaNYI`V ZL %?$$( 

%QV QakLKQ ZL fNRNVKIhNR LO YQRRLYKQ P^VYIQVNMILVKQ ZLO JLRbIYIQ JL LlIfL j^L LO Lj^I\Q ZL KRNaNkQ JL LVY^LVKRL 

OQ J^PIYILVKLMLVKL ZIMLVJIQVNZQ YQMQ \NRN JLR YN\Nh ZL Y^aRIR KQZQJ OQJ JLRbIYIQJ j^L LlIfL LJKL \RQ]LYKQ LV OQJ 

UQRNRIQJ NZLY^NZQJ ] ZLaLRi ZQKiRJLOL ZL OQJ MLYNVIJMQJ VLYLJNRIQJ \NRN j^L VQ JL bLN NPLYKNZQ \QR aNkNJ 

\^VK^NOLJ ] \LRIQZQJ bNYNYIQVNOLJ ZL OQJ MILMaRQJ j^L OQ PQRMLV( 
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&O Lj^I\Q ZL \LRJQVNJ j^L JL IVYQR\QRNRi KRNJ ON PQRMNOIhNYI`V ZLO YQVKRNKQ \NRN ON \RLJKNYI`V ZLO JLRbIYIQ QakLKQ 

ZLO \RLJLVKL YQVKRNKQ ZLaLRi LJKNR PQRMNZQ \QR OQJ YQM\QVLVKLJ RLONYIQVNZQJ LV ON QPLRKN ] YQVJLY^LVKLMLVKL 

NYRLZIKNZQJ LV ON JQObLVYIN KeYVIYN( 

&O Lj^I\Q ZL KeYVIYQJ QPRLYIZQ ZLaLRi Y^aRIR YQVk^VKNMLVKL KQZQ LO LVKQRVQ KLYVQO`fIYQ ZL OQJ JIJKLMNJ[ ZLaILVZQ 

RL^VIR ON J^PIYILVKL Ll\LRILVYIN ] YQVQYIMILVKQJ LV LO MIJMQ YQMQ \NRN KRNaNkNR ZL PQRMN N^K`VQMN[ JIV RLj^LRIR 

LO N\Q]Q ZL KeYVIYQJ ZL %?$$ ^VN bLh RLNOIhNZQ LO KRNJ\NJQ ZL YQVQYIMILVKQJ LV ON PNJL ZL KRNVJIYI`V ] KQMN ZL 

YQVKRQO( 

&O G estor O&M JL YQM\RQMLKL N MNVKLVLR LO VIbLO ZL YQVQYIMILVKQJ ] Y^NOIPIYNYI`V ZLO Lj^I\Q ZL KRNaNkQ Z^RNVKL 

LO \LRIQZQ ZL LkLY^YI`V ZLO YQVKRNKQ[ MLZINVKL ON PQRMNYI`V YQVKIV^N LV ONJ KLYVQOQfcNJ j^L PQRMNV \NRKL ZL ON 

NRj^IKLYK^RN ZL %?$$ ^ QKRNJ j^L LJKeV \RLbIJKNJ IM\ONVKNR ] j^L %?$$ IVPQRML YQV[ NO MLVQJ[ ^V MLJ ZL NVKLONYI`V( 

&V LO YNJQ ZL j^L LO Lj^I\Q j^L \RLJKL LO JLRbIYIQ VLYLJIKNRN PQRMNYI`V LJ\LYcPIYN \NRN NYQMLKLR ONJ KNRLNJ 

LVYQMLVZNZNJ \QR LbQO^YI`V KLYVQO`fIYN[ YNMaIQ LV OQJ \RQYLJQJ ZL %?$$ Q NYQMLKIMILVKQ ZL V^LbNJ KNRLNJ[ LO 

G estor O&M \QVZRi OQJ MLZIQJ N J^ YNRfQ \NRN JNKIJPNYLR ZIYUN VLYLJIZNZ[ LV ^V UQRNRIQ Q K^RVQ j^L VQ NPLYKL N 

ON \RLJKNYI`V ZL OQJ JLRbIYIQJ( 

&O G estor O&M UNaRi ZL IZLVKIPIYNR ZL PQRMN Ll\RLJN LV LO CONV ZL *LY^RJQJ ZLO CONV ZL CRQ]LYKQ OQJ Lj^I\QJ 

QPLRKNZQJ \NRN YNZN ^VN ZL ONJ PNJLJ ZLO \RQ]LYKQ( 

� &j^I\Q ZL KRNaNkQ RLJ\QVJNaOL ZL OQJ KRNaNkQJ RLONYIQVNZQJ YQV ON PNJL ZL KRNVJIYI`V ZLO JLRbIYIQ(  

� &j^I\Q ZL KRNaNkQ RLJ\QVJNaOL ZL OQJ KRNaNkQJ RLONYIQVNZQJ YQV ONJ PNJLJ ZL LJKNaIOIhNYI`V ] ZL \OLVQ 

JLRbIYIQ( 

� &j^I\Q ZL KRNaNkQ RLJ\QVJNaOL ZL OQJ KRNaNkQJ RLONYIQVNZQJ YQV ON PNJL ZL ZLbQO^YI`V ZLO JLRbIYIQ(  

&V ON \RQ\^LJKN ZLO 2LRbIYIQ +A; JL ZLaLRi \RQ\QRYIQVNR ONJ YNRNYKLRcJKIYNJ ZL OQJ Lj^I\QJ ZL KRNaNkQ 

ZLaIZNMLVKL ZLKNOONZQJ IVYO^]LVZQ \NRN YNZN ^VQo 

� #LJYRI\YI`V ZL ONJ YNKLfQRcNJ \RQPLJIQVNOLJ VLYLJNRINJ[ IVYO^]LVZQ ONJ KNRLNJ ] NYKIbIZNZLJ N RLNOIhNR \QR 

YNZN ^VN[ NJc YQMQ ONJ RLJ\QVJNaIOIZNZLJ N NJ^MIR 

� "mMLRQ ZL \LRJQVNJ ZLZIYNZNJ NO \RQ]LYKQ \QR YNZN YNKLfQRcN \RQPLJIQVNO 

� CLRPIO \RQPLJIQVNO NJQYINZQ N YNZN \^LJKQ ZL KRNaNkQ 

� #LZIYNYI`V[ LV kQRVNZNJ[ ZL YNZN ^VQ ZL OQJ \LRPIOLJ 

&O G estor O&M ZLaLRi YQVJKIK^IR LO Lj^I\Q ZL KRNaNkQ QPLRKNZQ ZL ON PNJL ZL KRNVJIYI`V LV LO \ONhQ MilIMQ ZL < 

ZcNJ ZLJZL ON PLYUN ZL PIRMN ZLO 1YKN ZL $VIYIQ Q ZLJZL ON JQOIYIK^Z ZL IVYQR\QRNYI`V ZL V^LbQJ JLRbIYIQJ \QR %?$$( 

&V YNJQ YQVKRNRIQ LO G estor O&M IVY^RRIRi LV ON \LVNOIhNYI`V YQRRLJ\QVZILVKL( 

CNRN ON YQVPQRMIZNZ ZLPIVIKIbN \QR \NRKL ZL %?$$ ZL OQJ Lj^I\QJ ZL \RQ]LYKQ[ LO G estor O&M \RLJLVKNRi N %?$$ OQJ 

YLRKIPIYNZQJ KeYVIYQJ ] ONaQRNOLJ RLj^LRIZQJ( 
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%?$$ YQVJIZLRN ^V PNYKQR YONbL \NRN LO elIKQ ZLO \RQ]LYKQ ON \LRMNVLVYIN ZL YILRKNJ \LRJQVNJ \NRN ON LkLY^YI`V ZL 

NOf^VNJ KNRLNJ( 1ZLMiJ[ JI aILV LVKILVZL j^L ON fLJKI`V ZL J^ \LRJQVNO LJ RLJ\QVJNaIOIZNZ ZLO G estor O&M[ ZLJLN 

MNVKLVLR ^V VIbLO ZL RQKNYI`V ZL \LRJQVNO OIMIKNZQ[ YQV LO PIV ZL N]^ZNR N LbIKNR RILJfQJ LV ON LVKRLfN ZL OQJ 

JLRbIYIQJ( &V LO 1"2 JL UNV IVYO^IZQ \NRiMLKRQJ YQVYLVKRNZQJ LV MLZIR LJKQJ RLj^IJIKQJ RLPLRIZQJ NO \LRJQVNO( 

3N YQM\QJIYI`V ZL OQJ Lj^I\QJ ZL KRNaNkQ VQ \QZRi JLR MQZIPIYNZN JIV LO YQVJLVKIMILVKQ Ll\RLJQ ZL %?$$( %^NOj^ILR 

MQZIPIYNYI`V LV OQJ Lj^I\QJ ZL KRNaNkQ J^JYIKNZN \QR LO G estor O&M RLj^LRIRi ONJ JIf^ILVKLJ YQVZIYIQVLJo 

� :^JKIPIYNYI`V LJYRIKN[ ZLKNOONZN ] J^PIYILVKL[ Ll\OIYNVZQ LO MQKIbQ j^L J^JYIKN LO YNMaIQ YQV ^V \ONhQ 

McVIMQ ZL '. ZcNJ ZL \RLNbIJQ 

� CRLJLVKNYI`V ZL \QJIaOLJ YNVZIZNKQJ YQV ^V \LRPIO ZL Y^NOIPIYNYI`V KeYVIYN ] Ll\LRILVYIN If^NO Q J^\LRIQR 

NO ZL ON \LRJQVN j^L JL \RLKLVZL J^JKIK^IR[ k^VKQ YQV ONJ YLRKIPIYNYIQVLJ KeYVIYN ] ONaQRNO LlIfIZNJ \NRN ON 

\RLJKNYI`V ZL OQJ JLRbIYIQJ IVYO^IZQJ LV LJKL YQVKRNKQ 

� 1YL\KNYI`V ZL NOf^VQ ZL OQJ YNVZIZNKQJ \QR \NRKL ZL %?$$ 

� %?$$ JL RLJLRbN LO ZLRLYUQ ZL RLNOIhNR ^VN LVKRLbIJKN KeYVIYN JLOLYKIbN N OQJ YNVZIZNKQJ \RQ\^LJKQJ 

� &O G estor O&M ZIJ\QVL ZL ^V \ONhQ MilIMQ ZL . ZcNJ \NRN J^JKIK^IR LO RLY^RJQ ZLJZL ON PLYUN ZL ON aNkN 

ZLO ZL LJKL Lj^I\Q[ KRNVJY^RRIZQ LO Y^NO LO G estor O&M IVY^RRIRi LV ON \LVNOIZNZ YQRRLJ\QVZILVKL 

%?$$ JL RLJLRbN LO ZLRLYUQ ZL JQOIYIKNR ON J^JKIK^YI`V ZL NOfmV MILMaRQ ZLO Lj^I\Q ZL KRNaNkQ ZLO G estor O&M[ 

IVPQRMNVZQ k^JKIPIYNZNMLVKL ZL ON VLYLJIZNZ ZLO YNMaIQ( #IYUN J^JKIK^YI`V LV LO Lj^I\Q ZL KRNaNkQ JQOIYIKNZN \QR 

%?$$ JL NKLVZRi N ONJ JIf^ILVKLJ YQVZIYIQVLJo 

� CRLJLVKNYI`V ZL \QJIaOLJ YNVZIZNKQJ YQV ^V \LRPIO ZL Y^NOIPIYNYI`V KeYVIYN ] Ll\LRILVYIN If^NO Q J^\LRIQR 

NO ZL ON \LRJQVN j^L JL JQOIYIKN J^JKIK^IR[ k^VKQ YQV ONJ YLRKIPIYNYIQVLJ KeYVIYN ] ONaQRNO LlIfIZNJ \NRN ON 

\RLJKNYI`V ZL OQJ JLRbIYIQJ IVYO^IZQJ LV LJKL YQVKRNKQ 

� 1YL\KNYI`V ZL NOf^VQ ZL OQJ YNVZIZNKQJ \QR \NRKL ZL %?$$ 

� %?$$ JL RLJLRbN LO ZLRLYUQ ZL RLNOIhNR ^VN LVKRLbIJKN KeYVIYN JLOLYKIbN N OQJ YNVZIZNKQJ \RQ\^LJKQJ 

� &O G estor O&M ZIJ\QVL ZL ^V \ONhQ MilIMQ ZL '. ZcNJ \NRN J^JKIK^IR LO RLY^RJQ ZLJZL ON PLYUN ZL JQOIYIK^Z 

ZL J^JKIK^YI`V \QR \NRKL ZL %?$$[ KRNVJY^RRIZQ LO Y^NO LO G estor O&M IVY^RRIRi LV ON \LVNOIZNZ 

YQRRLJ\QVZILVKL 

12.2.1. Equipo asignado al Servicio O&M 

%NRNYKLRcJKIYNJ ZL OQJ MLZIQJ U^MNVQJ NZJYRIKQJ NO YQVKRNKQo 
&O G estor O&M LJ RLJ\QVJNaOL ZL ZIMLVJIQVNR LV J^ \RQ\^LJKN ] N OQ ONRfQ ZL ON \RLJKNYI`V ZL OQJ JLRbIYIQJ LO 

Lj^I\Q ZL KRNaNkQ VLYLJNRIQ \NRN \RLJKNR LO JLRbIYIQ ZL NY^LRZQ YQV OQJ RLj^IJIKQJ LJKNaOLYIZQJ \QR %?$$( 

&JKL ZIMLVJIQVNMILVKQ ZLaL LJKNR aNJNZQo 

� LV LO MLkQR LVKLVZIMILVKQ ZLO NOYNVYL ZLJYRIKQ LV LJKL #QY^MLVKQ ZL %QVZIYIQVLJ KeYVIYNJ ] +\LRNKIbNJ[ 

j^L ZLOIMIKN LO \LRcMLKRQ ZLO 2LRbIYIQ +A; 
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� LV OQJ ZNKQJ j^L JL N\QRKNV LV Y^NVKQ bQO^MLKRcNJ ZL NYKIbIZNZ[ aNJL IVJKNONZN ] J^J KLYVQOQfcNJ[ j^L LV 

KQZQ YNJQ ZLaLV KQMNRJL YQMQ RLPLRLVYINJ \NRN j^L LO G estor O&M RLNOIYL J^J \RQ\IQJ J^\^LJKQJ 

� LV ON Ll\LRILVYIN NYRLZIKNZN ZLO G estor O&M LV ON \RLJKNYI`V ZL LJKL KI\Q ZL JLRbIYIQJ[ JILVZQ LJKL ^V 

NJ\LYKQ RLOLbNVKL \NRN LO NZLY^NZQ ZIMLVJIQVNMILVKQ ZLO Lj^I\Q 

%QVJIZLRNVZQ ON LJKR^YK^RN ZLO NOYNVYL IVZIYNZN LV LO %N\cK^OQ > 1OYNVYL ZLO ;QZLOQ ] 2LRbIYIQ +A; ZL LJKL 

Docum ento de Condiciones Técnicas y Operativas[ JL IZLVKIPIYNV ZQJ iMaIKQJ LV RLONYI`V YQV LO Lj^I\Q N NJIfVNR 

NO 2LRbIYIQo 

� &j^I\Q \NRN ON fLJKI`V ] \RLJKNYI`V ZLO 2LRbIYIQ +A; ZIJ\QVIaOL Z^RNVKL KQZQ LO \LRIQZQ 

JWZ JIV ZLPIVIR Lj^I\Q McVIMQ \QR \NRKL ZL %?$$ 

12.2.2. Equipo m ínim o Servicio O&M 

%?$$ LVKILVZL ON QRfNVIhNYI`V ZLO 2LRbIYIQ +A; N \RLJKNR ZL MNVLRN YQVKIV^N N OQ ONRfQ ZLO \LRIQZQ ZL = NpQJ 

QRfNVIhNZQ NORLZLZQR ZL ZQJ iRLNJ[ N ONJ j^L YQVJIZLRN VLYLJNRIQ NJIfVNR OQJ RLY^RJQJ McVIMQJ j^L JL IVZIYNVo 

� Área de gestión de calidad del servicio, procesos, reporte, cum plim iento ANS. (1 FTE) 

' %QVJ^OKQR ZL MLkQRN ZL \RQYLJQJ

� Área de gestión de servicios (3 FTE, con turnos y guardias) 

8 )eYVIYQJ &J\LYINOIJKNJ LV KLYVQOQfcNJ "/[ "8 

12.2.3. Perfiles 

2L IZLVKIPIYNV OQJ JIf^ILVKLJ \LRPIOLJ \RQPLJIQVNOLJo 

 P2 y P3. Especialistas y Técnicos-Especialistas en soluciones tecnológicas 

)ILVLV ZQMIVIQ ZL ^VN JQO^YI`V YQVYRLKN D\ONKNPQRMNJ ZL bQh[ RLZLJ ZL ZNKQJ[ IVPRNLJKR^YK^RN XrW2r[ 

LVYN\J^ONZQRLJ[ JLf^RIZNZ[ IVKLfRNYI`V[ N^KQMNKIJMQJE( 2QV OQJ LJ\LYINOIJKNJ "/ ] "8 ZLO iRLN ZL fLJKI`V ZL 

JLRbIYIQJ( 0QRMNYI`V ] YLRKIPIYNYIQVLJ KeYVIYNJ RLONYIQVNZNJ LV ON KLYVQOQfcN ZL YQM\LKLVYIN YQMQ RLj^IJIKQ 

IM\RLJYIVZIaOL( 
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1JIMIONaOLJ N kLPLJ ZL \RQ]LYKQ ZL YQM\OLkIZNZ MLZINWNOKN( 

Consultor de m ejora de procesos

)ILVL ON #IRLYYI`V YQMQ MilIMQ RLJ\QVJNaOL ZL ON IM\ONVKNYI`V ZLO ;QZLOQ[ ZL ON @LJKI`V ZLO JLRbIYIQ ] ZL OQJ 

\RQ]LYKQJ ]WQ NYKIbIZNZLJ RLONYIQVNZNJ( &J OcZLR LV OQJ Lj^I\QJ ZLO JLRbIYIQ( 1JLf^RN YQMQ IVKLROQY^KQR YQV ON 

ZIRLYYI`V ZL %?$$ LO NOIVLNMILVKQ ZL ON LkLY^YI`V ZL OQJ KRNaNkQJ YQV ON LJKRNKLfIN ZL %?$$( *LbIJN OQJ IVPQRMLJ ZL 

JLf^IMILVKQ[ YQVKRQO ] 1"2~J NVKLJ ZL J^ \RLJLVKNYI`V N %?$$( CNRKIYI\N LV OQJ YQMIKeJ ZL fQaILRVQ ZLO MQZLOQ ] 

ZLO YQVKRNKQ ZL JLRbIYIQ( CNRKIYI\N ZL PQRMN NYKIbN LV ON ZQY^MLVKNYI`V ZL \RQYLJQJ ] \RQYLZIMILVKQJ j^L PQRMNV 

\NRKL ZL ON *LZ ZL )LOLPQVcN( 0QRMNYI`V ] YLRKIPIYNYIQVLJ KeYVIYNJ RLONYIQVNJ YQV ON KLYVQOQfcN ZL J^ YQM\LKLVYIN( 

1JIMIONaOLJ N YQVJ^OKQRLJ JLVIQR ZL YQM\OLkIZNZ ] YN\NYIZNZ ZL NViOIJIJ NOKN( 

1O If^NO j^L N\NRLYL LV LO N\NRKNZQ > ZL LJKL ZQY^MLVKQ[ N YQVKIV^NYI`V JL LV^MLRN LO NOYNVYL ZL KNRLNJ \QR 

\LRPIOLJo   

� Consultor de m ejora de procesos

o #IRIfIR[ YQMQ MilIMQ RLJ\QVJNaOL[ ON IM\ONVKNYI`V ZLO ;QZLOQ[ ZL ON @LJKI`V ZLO 2LRbIYIQ +A; 

] ZL OQJ CRQ]LYKQJ NJQYINZQJ 

o 3IZLRNR OQJ Lj^I\QJ ZLO 2LRbIYIQ 

o 1JLf^RNR[ YQMQ IVKLROQY^KQR YQV ON ZIRLYYI`V ZL %?$$[ LO NOIVLNMILVKQ ZL ON LkLY^YI`V ZL OQJ 

KRNaNkQJ YQV ON LJKRNKLfIN ZL %?$$(  

o *LbIJNR IVPQRMLJ ZL JLf^IMILVKQ ] YQVKRQO[ IVPQRMLJ ZL 1"2 NVKLJ ZL J^ \RLJLVKNYI`V N %?$$ 

o CNRKIYI\NR LV OQJ YQMIKeJ ZL fQaILRVQ ZLO MQZLOQ ] ZLO YQVKRNKQ ZL JLRbIYIQ 

o #QY^MLVKNR ] NYK^NOIhNR OQJ \RQYLJQJ ] \RQYLZIMILVKQJ j^L JL OOLbLV N YNaQ KNVKQ LV OQJ Lj^I\QJ 

ZLO 2LRbIYIQ YQMQ LV OQJ ZL OQJ Lj^I\QJ j^L PQRMNV ON KLOLPQVcN LV %?$$( 

o CNRKIYI\NYI`V NYKIbN LV ONJ \R^LaNJ ZL YQVKIV^IZNZ ] YQVKIVfLVYIN j^L NPLYKLV N ON *LZ ZL 

)LOLPQVcN j^L JLNV VLYLJNRINJ ZL NY^LRZQ YQV ONJ dRLNJ ZL )$( 1ZN\KiVZQJL NO UQRNRIQ ZL ONJ 

MIJMNJ \^ZILVZQ JLR ZL 3 N # LV /=l<U 

� Técnico Especialista en telefoníao 

o ;QVIKQRIhNYI`V ZL NONRMNJ LV ;C1[ G&"+22[ %QVJQONJ ZL OQJ ZIJKIVKQJ JIJKLMNJ ] @LJKI`V ZL 

KIYnLKIVf 2,2? 

o ;QVIKQRIhNYI`V ZL JIJKLMNJ ] N\OIYNYIQVLJ 

o *LJQObLR NYKIbIZNZLJ DIVYIZLVYINJ ]WQ JQOIYIK^ZLJE ZLKLYKNZNJ \QR LOOQJ MIJMQJ Q LJYNONZNJ \QR 

%1, "' DY^NVZQ LO fR^\Q ZL %1, LJKe PQRMNZQE[ \QR ^J^NRIQJ KeYVIYQJ ]WQ \QR ^J^NRIQJ PIVNOLJ 

o %QM^VIYNR RLJQO^YIQVLJ ZL PQRMN YQQRZIVNZN YQV QKRQJ fR^\QJ[ N ^J^NRIQJ PIVNOLJ 

o &JYNONR L IVKLROQY^YI`V NYKIbN aIONKLRNO YQV 2Q\QRKL 0NaRIYNVKL 

o XNYLR JLf^IMILVKQ ] RL\QRKL ZL NYKIbIZNZLJ LJYNONZNJ 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

o &ONaQRNR IVPQRMLJ ZL IVYIZLVKLJ aNkQ \LKIYI`V 

o #NR JQ\QRKL N ON LONaQRNYI`V ZL IVPQRMLJ ZL RL\QRKL ] 1"2 

o 4NOIZNR KeYVIYN ] LYQV`MIYN ZL KRNaNkQJ ZL YQVKRNKNJ ZL YNaOLNZQ ^ QKRNJ RLONYIQVNZNJ 

o %QONaQRNR LV ON fLJKI`V ] NViOIJIJ ZL \RQaOLMNJ 

o 1JLf^RNR LVKRLfN YQRRLYKN ZL %#* N N\OIYNYI`V ZL KNRIPIYNYI`V 

o %QVKRQO ] JLf^IMILVKQ ZL KQZQJ OQJ KIYnLKJ ] ZL ONJ ZL\LVZLVYINJ YQV KLRYLRQJ UNJKN ON RLJQO^YI`V 

] YILRRL 

o 1YK^NOIhNYI`V ZL \NRYULJ[ PIRMqNRL ] YNMaIQJ ZL bLRJI`V ZL OQJ JIJKLMNJ N J^ YNRfQ[ NZN\KiVZQJL 

N ONJ bLVKNVNJ ZL YQRKL j^L %NVNO PIkL[ \^ZIeVZQJL ZNR LV K^RVQJ ZL MNpNVN[ KNRZL T VQYUL 

o %QQRZIVNR NYKIbIZNZ ] VLYLJIZNZLJ YQV iRLNJ KeYVIYNJ ZL %?$$ YIRY^IKQJ ] Q\LRNZQRLJ( 1OKNJ[ 

RLNJIfVNYIQVLJ[ MIfRNYIQVLJ ZL \RIMNRIQJ ] 2$CT)R^Vn 

o *LJQO^YI`V ZL IVYIZLVYINJ LVKRL ONJ YLVKRNOIKNJ LlIJKLVKLJ ] ON YQVLlI`V YQV OQJ Q\LRNZQRLJ ZL 

KLOLYQM^VIYNYIQVLJ LV Y^NVKQT N YIRY^IKQJ \RIMNRIQJ DPIkQJ ] M`bIOLJE ] N LVONYLJ 2$CT)R^Vn( &V 

IVKLROQY^YI`V YQV OQJ RLJ\QVJNaOLJ ZL OQJ ZIJKIVKQJ JLRbIYIQJ ] NZN\KiVZQJL N ONJ bLVKNVNJ ZL 

YQRKL j^L JL PIkLV 

o @LVLRNYI`V NViOIJIJ ] Ll\OIYNYI`V ZL KRNhNJ ZL KRiPIYQ ZL bQh ] ZL ZNKQJ \NRN ON RLJQO^YI`V ZL 

IVYIZLVYINJ YQV LOLMLVKQJ LlKLRVQJ N ONJ YLVKRNOIKNJ 

o $M\ONVKNYI`V ZL MLZIZNJ ZL JLf^RIZNZ LV OQJ JIJKLMNJ IVPQRMiKIYQJ ] YQM^VIYNYIQVLJ j^L 

PQRMNV \NRKL ZL ON )LOLPQVcN 0IkN 

o #QY^MLVKNYI`V ZL \RQYLJQJ ] \RQYLZIMILVKQJ ZL JIJKLMNJ IVPQRMiKIYQJ ] YQM^VIYNYIQVLJ 

o %QONaQRNYI`V LV LO YQVKRQO ZL KRNaNkQJ RLNOIhNZQJ \QR KLRYLRQJ 

o 2^\LRbIJI`V ] ZIRLYYI`V ZL \RQ]LYKQJ L IVJKNONYIQVLJ ZL )LOLPQVcN 0IkN 

o +RfNVIhNYI`V[ ZIJKRIa^YI`V[ ZIRLYYI`V ] J^\LRbIJI`V ZL OQJ KRNaNkQJ ZL \LRJQVNO KeYVIYQ 

o @LJKI`V ZL JQOIYIK^ZLJ L IVYIZLVYINJ LV )LOLPQVcN 0IkN 

o CR^LaNJ ZL JIJKLMNJ[ L IVKLfRNYI`V 

o C^LJKN LV \RQZ^YYI`V ZL JIJKLMNJ 

o #QY^MLVKNYI`V ZL \RQYLJQJ ] JIJKLMNJ 

o %QONaQRNYI`V LV ON LONaQRNYI`V ZL \OILfQJ KeYVIYQJ ] NZMIVIJKRNKIbQJ 

o %QONaQRNR LV ON ZLPIVIYI`V ZLO NOYNVYL ZL V^LbQJ \RQ]LYKQJ ZL ZLJNRRQOOQ ]WQ IM\ONVKNYI`V ZL 

N\OIYNYIQVLJ ZL )LOLPQVcN 0IkN ] LONaQRNYI`V ZL J^ YNJQ ZL VLfQYIQ NJQYINZQ 

o 2^\LRbIJNR ] YQONaQRNR LV LO NViOIJIJ[ ZIJLpQ[ ZLJNRRQOOQ[ \R^LaNJ ] \^LJKN LV \RQZ^YYI`V ZL 

\RQ]LYKQJ ZL IM\ONVKNYI`V ZL V^LbNJ N\OIYNYIQVLJ 

o @LJKIQVNR[ J^\LRbIJNR ] \NRKIYI\NR LV OQJ JLRbIYIQJ ZL JQ\QRKL[ MNVKLVIMILVKQ YQRRLYKIbQ[ 

LbQO^KIbQ[ NZN\KNKIbQ ] \RLbLVKIbQ ZL N\OIYNYIQVLJ ZL )LOLPQVcN 0IkN 

o 1ZMIVIJKRNYI`V ZL JIJKLMNJ 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

o &bNO^NYI`V ZL JIJKLMNJ[ N\QRKNVZQ JQO^YIQVLJ ZL MLkQRN ZL ON )LOLPQVcN 0IkN ] JLRbIYIQJ 

JQ\QRKNZQJ 

o *LbIJI`V ZL NRj^IKLYK^RN ZL JIJKLMNJ 

o ;NVKLVIMILVKQ ZL JIJKLMNJ ] YQONaQRNYI`V LV ON ZLPIVIYI`V ZL \RQYLZIMILVKQJ ZL 

MNVKLVIMILVKQ 

o 1YK^NOIhNYI`V ZL JIJKLMNJ DbLRJIQVLJW\NRYULJE 

o CNRKIYI\NYI`V NYKIbN LV ONJ \R^LaNJ ZL YQVKIV^IZNZ ] YQVKIVfLVYIN j^L NPLYKLV N ON *LZ ZL 

)LOLPQVcN j^L JLNV VLYLJNRINJ ZL NY^LRZQ YQV ONJ dRLNJ ZL )$( 1ZN\KiVZQJL NO UQRNRIQ ZL ONJ 

MIJMNJ \^ZILVZQ JLR ZL 3 N # LV /=l<U 

� Técnico especialista en redes: 

o #NR JQ\QRKL KeYVIYQ NVKL IVYIZLVYINJ ZL RLZ KNVKQ N VIbLO ZL RQ^KIVf YQMQ N VIbLO ZL PIRLqNOO 

o #NR JQ\QRKL LV ON LONaQRNYI`V ZL IVPQRMLJ ZL 1"2 

o %QONaQRNR LV ON fLJKI`V ZL \RQaOLMNJ[ IVYO^IZN ON KQMN ZL KRNhNJ j^L N]^ZLV N IZLVKIPIYNR Q 

LbIZLVYINR LO QRIfLV ZL ^V \RQaOLMN 

o %QVKRQO ] JLf^IMILVKQ ZL KQZQJ OQJ KIYnLKJ RLONYIQVNZQJ YQV \RQaOLMNJ Q IVYIZLVYINJ ZL 

\RQKQYQOQ 2$C[ \RQKQYQOQJ ZL RLZ 3/W38 UNJKN ON RLJQO^YI`V ] YILRRL 

o XNYLR JLf^IMILVKQ ] RL\QRKL ZL NYKIbIZNZLJ LJYNONZNJ 

o %QVPIf^RNYI`V ZL OQJ JIJKLMNJ N J^ YNRfQ 

o 1YK^NOIhNYI`V LV ONJ 99## j^L fLJKIQVNV ON KLOLPQVcN ZL KQZQ LO fR^\Q 

o 1YK^NOIhNYI`V ZL \NRYULJ[ PIRMqNRL ] YNMaIQJ ZL bLRJI`V ZL OQJ JIJKLMNJ N J^ YNRfQ[ NZN\KiVZQJL 

N ONJ bLVKNVNJ ZL YQRKL j^L %NVNO PIkL[ \^ZIeVZQJL ZNR LV K^RVQJ ZL MNpNVN[ KNRZL Q VQYUL ZL 3 

N # LV /=l<U 

o $M\ONVKNYI`V ZL MLZIZNJ ZL JLf^RIZNZ LV OQJ JIJKLMNJ IVPQRMiKIYQJ ] YQM^VIYNYIQVLJ 

o #QY^MLVKNYI`V ZL \RQYLJQJ ] \RQYLZIMILVKQJ ZL JIJKLMNJ IVPQRMiKIYQJ ] YQM^VIYNYIQVLJ  

o %QONaQRNYI`V LV LO YQVKRQO ZL KRNaNkQJ RLNOIhNZQJ \QR KLRYLRQJ 

o 2^\LRbIJI`V ] ZIRLYYI`V ZL \RQ]LYKQJ L IVJKNONYIQVLJ ZL )LOLPQVcN 0IkN 

o +RfNVIhNYI`V[ ZIJKRIa^YI`V[ ZIRLYYI`V ] J^\LRbIJI`V ZL OQJ KRNaNkQJ ZL \LRJQVNO KeYVIYQ(  

o @LJKI`V ZL JQOIYIK^ZLJ L IVYIZLVYINJ LV )LOLPQVcN 0IkN(  

o 1ViOIJIJ ZL \RQaOLMNJ(  

o @LVLRNYI`V ZL KRNhNJ YQMQ \NRKL IVYO^IZN LV LO NViOIJIJ ] RLJQO^YI`V ZL IVYIZLVYINJ 

o $M\ONVKNYI`V ]WT YQVKRQO ZL MLZIZNJ ZL JLf^RIZNZ LV OQJ JIJKLMNJ j^L PQRMNV \NRKL ZL ON 

)LOLPQVcN 0IkN 

o CR^LaNJ ZL JIJKLMNJ[ L IVKLfRNYI`V 

o C^LJKN LV \RQZ^YYI`V ZL JIJKLMNJ 

o #QY^MLVKNYI`V ZL \RQYLJQJ ] JIJKLMNJ 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

o %QONaQRNYI`V LV ON LONaQRNYI`V ZL \OILfQJ KeYVIYQJ ] NZMIVIJKRNKIbQJ 

o %QONaQRNYI`V LV LO YQVKRQO ZL KRNaNkQJ RLNOIhNZQJ \QR KLRYLRQJ 

o %QONaQRNR LV ON ZLPIVIYI`V ZLO NOYNVYL ZL V^LbQJ \RQ]LYKQJ ZL ZLJNRRQOOQ ]WQ IM\ONVKNYI`V ZL 

N\OIYNYIQVLJ ZL )LOLPQVcN 0IkN ] LONaQRNYI`V ZL J^ YNJQ ZL VLfQYIQ NJQYINZQ 

o 2^\LRbIJNR ] YQONaQRNR LV LO NViOIJIJ[ ZIJLpQ[ ZLJNRRQOOQ[ \R^LaNJ ] \^LJKN LV \RQZ^YYI`V ZL 

\RQ]LYKQJ ZL IM\ONVKNYI`V ZL V^LbNJ N\OIYNYIQVLJ Q NYK^NOIhNYI`V ZL LlIJKLVKLJ[ aILV ZL MNVLRN 

ZIRLYKN Q KRNbeJ ZLO YQVKRQO ] fLJKI`V ZL ^VN YQVKRNKN 

o @LJKIQVNR[ J^\LRbIJNR ] \NRKIYI\NR LV OQJ JLRbIYIQJ ZL JQ\QRKL[ MNVKLVIMILVKQ YQRRLYKIbQ[ 

LbQO^KIbQ[ NZN\KNKIbQ ] \RLbLVKIbQ ZL N\OIYNYIQVLJ ZL )LOLPQVcN 0IkN 

o 1ZMIVIJKRNYI`V ZL JIJKLMNJ 

o &bNO^NYI`V ZL JIJKLMNJ[ N\QRKNVZQ JQO^YIQVLJ ZL MLkQRN ZL ON )LOLPQVcN 0IkN ] JLRbIYIQJ 

JQ\QRKNZQJ 

o *LbIJI`V ZL NRj^IKLYK^RN ZL JIJKLMNJ 

o ;NVKLVIMILVKQ ZL JIJKLMNJ ] YQONaQRNYI`V LV ON ZLPIVIYI`V ZL \RQYLZIMILVKQJ ZL 

MNVKLVIMILVKQ 

o 1YK^NOIhNYI`V ZL JIJKLMNJ DbLRJIQVLJW\NRYULJE 

o ;QVIKQRIhNYI`V ZL JIJKLMNJ ] N\OIYNYIQVLJ 

o CNRKIYI\NYI`V NYKIbN LV ONJ \R^LaNJ ZL YQVKIV^IZNZ ] YQVKIVfLVYIN j^L NPLYKLV N ON *LZ ZL 

)LOLPQVcN j^L JLNV VLYLJNRINJ ZL NY^LRZQ YQV ONJ dRLNJ ZL )$( 1ZN\KiVZQJL NO UQRNRIQ ZL ONJ 

MIJMNJ \^ZILVZQ JLR ZL 3 N # LV /=l<U 

� Técnico Especialista de softw are: 

o 1YK^NOIhNYI`V ZL \NRYULJ ] YNMaIQJ ZL bLRJI`V ZL OQJ JIJKLMNJ N J^ YNRfQ LV IVKLROQY^YI`V YQV 

OQJ fR^\QJ ZL )$[ NZN\KiVZQJL N ONJ bLVKNVNJ ZL YQRKL j^L %NVNO PIkL[ \^ZIeVZQJL ZNR LV K^RVQJ 

ZL MNpNVN[ KNRZL Q VQYUL ZL 3 N # LV /=l<U( 

o *LNOIhNR NViOIJIJ ZL IM\NYKQ JQaRL ONJ N\OIYNYIQVLJ ZL KLOLPQVcN NVKL NYK^NYIQVLJ \QR \NRKL ZLO 

4;rNRL( 

o *LNOIhNR ONJ \LKIYIQVLJ ZL Mij^IVNJ bIRK^NOLJ[ ZLPIVIYI`V ZL RLj^IJIKQJ L IVJKNONYI`V ZL +41J( 

o 1ZMIVIJKRNYI`V ZL Mij^IVNJ bIRK^NOLJ[ NOMNYLVNMILVKQ ] aNYn^\J QV \RLMIJL Q %OQ^Z( 

o *LY^\LRNYI`V ZL 2VN\JUQKJ ]WQ \RQYLJQJ j^L JL RLj^ILRNV LV IVKLROQY^YI`V YQV )$( 

o *LNOIhNYI`V ZL ONJ YQVPIf^RNYIQVLJ LV X1 ZL ONJ N\OIYNYIQVLJ ZL KLOLPQVcN j^L OQ RLj^ILRNV( 

o CRQfRNMNYI`V LV 3IV^l ZL KNRLNJ LV %*+")19( 

o 1ZMIVIJKRNYI`V fLVLRNO ZL ON Mij^IVN( 

o @LJKI`V ZL ONJ IVYIZLVYINJ LV IVKLROQY^YI`V YQV OQJ JLRbIYIQJ ZL )$( 

o @LJKI`V ZL NOMNYLVNMILVKQ ] aNYn^\J 

o 2^\LRbIJNR ] RLJQObLR \RQaOLMNJ ZL JLRbIZQRLJ 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

o $VJKNONYI`V ZL 3IV^l ] ;NVKLVIMILVKQ ZL CNYnNfLJ 

o %QMNVZQJ @", ] ,VIl 

o #IJ\QJIKIbQJ[ 2IJKLMN ZL PIYULRQJ 3IV^l ] :LRNRj^cN &JKiVZNR ZL 2IJKLMNJ ZL PIYULRQJ 3IV^l( 2ULOOJ[ 

2YRI\KIVf ] NZMIVIJKRNYI`V ZL ZNKQJ( $VKLRPNYLJ ] &JYRIKQRIQJ 

o $M\ONVKNYI`V ZL MLZIZNJ ZL JLf^RIZNZ LV OQJ JIJKLMNJ IVPQRMiKIYQJ ] YQM^VIYNYIQVLJ 

o #QY^MLVKNYI`V ZL \RQYLJQJ ] JIJKLMNJ IVPQRMiKIYQJ ] YQM^VIYNYIQVLJ 

o %QVKRQO[ RLfIJKRQ[ RLVQbNYI`V L IVJKNONYI`V UNJKN ON PIRMN ZL OQJ YLRKIPIYNZQJ ZL ONJ Mij^IVNJ j^L 

OQ RLj^ILRNV IVYO^IZQJ OQJ KLRMIVNOLJ 

o @LVLRNYI`V ZL KRNhNJ LV ONJ j^L JL IZLVKIPIj^L ON YN^JN ZL ^VN \QJIaOL b^OVLRNaIOIZNZ 

o @LJKIQVNR KNRLNJ fLVLRNOLJ NJQYINZNJ N ONJ IVPRNLJKR^YK^RNJ XrW2r 

o %QQRZIVNR VLYLJIZNZLJ L IVYIZLVKLJ YQV iRLN )$ ZL %?$$ 

o 2^\LRbIJI`V ] ZIRLYYI`V ZL \RQ]LYKQJ L IVJKNONYIQVLJ ZL )LOLPQVcN 0IkN 

o +RfNVIhNYI`V[ ZIJKRIa^YI`V[ ZIRLYYI`V ] J^\LRbIJI`V ZL OQJ KRNaNkQJ ZL \LRJQVNO KeYVIYQ 

o @LJKI`V ZL JQOIYIK^ZLJ L IVYIZLVYINJ LV )LOLPQVcN 0IkN 

o CR^LaNJ ZL JIJKLMNJ[ L IVKLfRNYI`V 

o C^LJKN LV \RQZ^YYI`V ZL JIJKLMNJ 

o %QONaQRNYI`V LV ON LONaQRNYI`V ZL \OILfQJ KeYVIYQJ ] NZMIVIJKRNKIbQJ 

o %QONaQRNYI`V LV LO YQVKRQO ZL KRNaNkQJ RLNOIhNZQJ \QR KLRYLRQJ 

o %QONaQRNR LV ON ZLPIVIYI`V ZLO NOYNVYL ZL V^LbQJ \RQ]LYKQJ ZL ZLJNRRQOOQ ]WQ IM\ONVKNYI`V ZL 

N\OIYNYIQVLJ ZL )LOLPQVcN 0IkN ] LONaQRNYI`V ZL J^ YNJQT ZL VLfQYIQT NJQYINZQ 

o 2^\LRbIJNR ] YQONaQRNR LV LO NViOIJIJ[ ZIJLpQ[ ZLJNRRQOOQ[ \R^LaNJ ] \^LJKN LV \RQZ^YYI`V ZL 

\RQ]LYKQJ ZL IM\ONVKNYI`V ZL V^LbNJ N\OIYNYIQVLJ NYK^NOIhNYI`V ZL LlIJKLVKLJ[ aILV ZL MNVLRN 

ZIRLYKN ]WQ N KRNbeJ ZLO YQVKRQO ] fLJKI`V ZL ^VN YQVKRNKN 

o @LJKIQVNR[ J^\LRbIJNR ] \NRKIYI\NR LV OQJ JLRbIYIQJ ZL JQ\QRKL[ MNVKLVIMILVKQT YQRRLYKIbQ[ 

LbQO^KIbQ[ NZN\KNKIbQ ] \RLbLVKIbQ ZL N\OIYNYIQVLJ ZL )LOLPQVcN 0IkN 

o 1ZMIVIJKRNYI`V ZL JIJKLMNJ 

o &bNO^NYI`V ZL JIJKLMNJ[ N\QRKNVZQT JQO^YIQVLJ ZL MLkQRN ZL ON )LOLPQVcN 0IkN ] JLRbIYIQJ 

JQ\QRKNZQJ 

o *LbIJI`V ZL NRj^IKLYK^RN ZL JIJKLMNJ 

o ;NVKLVIMILVKQ ZL JIJKLMNJ ] YQONaQRNYI`V LV ON ZLPIVIYI`V ZL \RQYLZIMILVKQJ ZL 

MNVKLVIMILVKQ 

o 1YK^NOIhNYI`V ZL JIJKLMNJ DbLRJIQVLJW\NRYULJE 

o ;QVIKQRIhNYI`V ZL JIJKLMNJ ] N\OIYNYIQVLJ  

o @LVLRNYI`V ZL JYRI\KJ \NRN N^KQMNKIJMQJ YQV C]KUQV 

o @LVLRNYI`V ZL JYRIK\J \NRN 3IV^l 

o ;NVLkQ ZL \RQKQYQOQ 2;)C \NRN LVbcQ ZL IVPQRMLJ N^KQMNKIhNZQJ( 
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o $VJKNONYI`V ZL CQJKPIl ] YOILVKLJ ZL LVbcQ ZL YQRRLQ ;,))( 

o @LJKI`V ZL MQVIKQRIhNYI`V( &l\OQKNYI`V ZL ZNKQJo 

o $VKLfRNYI`V YQV 2";C 

o ;QVIKQRIhNYI`V LV KILM\Q RLNO YQV aNJLJ ZL ZNKQJ KI\Q &ONJKIYJLNRYU[ $VPO^l[ fLJKQRLJ ZL OQfJ KQ\T 

3QfJKNJU[ bIJ^NOIhNZQRLJ ZL ZNKQJ KI\Q @RNPNVN ] RLYQOLYKQRLJ ZL IVPQRMNYI`V ] RLYQ\IONYI`V ZL 

MeKRIYNJ 

o #LJNRRQOOQ L IVKLfRNYI`V ZL N\OIYNYIQVLJo \U]KQV( $VJKNONYI`V[ MIfRNYI`V ZL \Nj^LKLJ \NRN 

N^KQMNKIJMQJ[ qLaJLRbIYLJ[ 2LRbIZQR 1\NYUL/[ IVJKNONYI`V ZL JLRbIYIQJ( 

o CRQfRNMNYI`V CU\ <(8 Q J^\LRIQR( 

o CRQfRNMNYI`V X);3 ( 

o 9NJLJ ZL ZNKQJ +RNYOL ] ;]2F3(( 

o CNRKIYI\NYI`V NYKIbN LV ONJ \R^LaNJ ZL YQVKIV^IZNZ ] YQVKIVfLVYIN j^L NPLYKLV N ON *LZ ZL 

)LOLPQVcN j^L JLNV VLYLJNRINJ ZL NY^LRZQ YQV ONJ dRLNJ ZL )$( 1ZN\KiVZQJL NO UQRNRIQ ZL ONJ 

MIJMNJ \^ZILVZQ JLR ZL 3 N # LV /=l<U( 

12.2.4. Form ación y m otivación del capital hum ano 

%?$$ YQVJIZLRN YONbL \NRN ON LlYLOLVYIN ZLO JLRbIYIQ ZIJ\QVLR ZL ^V YN\IKNO U^MNVQ NJIfVNZQ NO YQVKRNKQ YQV OQJ 

YQVQYIMILVKQJ KeYVIYQJ ] NYKIK^Z VLYLJNRIQJ \NRN ^V JLRbIYIQ ZL LJKNJ YNRNYKLRcJKIYNJ( 

3N fLJKI`V ZLO YN\IKNO U^MNVQ JL YQVJIZLRN YQMQ ^V JLRbIYIQ LV LO YNKiOQfQ ZL JLRbIYIQJ ZLO ;QZLOQ +A; 

D2&*4g)1%gB7E Y^]N MIJI`V VQ LJ J`OQ JLOLYYIQVNR ] NJIfVNR N OQJ MLkQRLJ RLY^RJQJ LV P^VYI`V ZL OQJ RLj^IJIKQJ 

PQRM^ONZQJ LV Y^NVKQ N Ll\LRILVYIN \RQPLJIQVNO ] YN\NYIKNYI`V KeYVIYN( 

%?$$ RLj^ILRL ^V MQZLOQ ZL fLJKI`V ZLO YN\IKNO U^MNVQ J`OIZQ[ aNJNZQ LV ON YQM^VIYNYI`V ON PQRMNYI`V ] ON 

MQKIbNYI`V YQMQ \RQYLJQJ ZL MLkQRN YQVKIV^N ] QakLKIbQJ ZL McVIMN RQKNYI`V(  

&O G estor O&M ZLaL \RLJLVKNR ] ZLJNRRQOONRo 

� CRQYLJQJ ZL JLOLYYI`V ZQVZL k^VKQ ONJ YN\NYIZNZLJ KLYVQO`fIYNJ JL LbNOmLV UNaIOIZNZLJ ZL RLONYI`V[ 

YQM^VIYNYI`V[ KRNaNkQ LV Lj^I\Q ] QRILVKNYI`V N JLRbIYIQ[ VLYLJNRINJ \NRN NJLf^RNR QPRLYLR N OQJ ^J^NRIQJ 

Ll\LRILVYINJ JNKIJPNYKQRINJ LV Y^NVKQ NO JLRbIYIQ +A; RLYIaIZQ 

� CONVLJ ZL PQRMNYI`V \NRN V^LbQJ LVKRNVKLJ ] RLYIYONkL ZL OQJ MILMaRQJ ZLO Lj^I\Q DJ^kLKQ N 1"2E 

� CONVLJ ZL YQM^VIYNYI`V[ MQKIbNYI`V ] fLJKI`V ZL ON Ll\LRILVYIN ZL OQJ \RQPLJIQVNOLJ ZLO Lj^I\Q[ JILVZQ 

YONbLJ \RQYLJQJ ZL YQVKRNJKL[ bcN LVY^LJKNJ ZL J^ JNKIJPNYYI`V DJ^kLKQ N 1"2E 

� 1YYIQVLJ \RLbLVKIbNJ ] YQRRLYKQRNJ LV RLONYI`V N OQJ RNKIQJ ZL RQKNYI`V N OQ ONRfQ ZLO \LRIQZQ ZL 2LRbIYIQ 

+A; 
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12.3. MEDIOS TÉCNICOS 

Herram ientas inform áticas 
&O G estor O&M ZLaL ZQKNRJL LV aNJL N J^ MQZLOQ ZL RLPLRLVYIN ZL ONJ ULRRNMILVKNJ IVPQRMiKIYNJ j^L YQVJIZLRL 

VLYLJNRINJ \NRN J^ MLkQR \RLJKNYI`V ZLO 2LRbIYIQ +A; RLj^LRIZQ \QR %?$$( 

&V KQZQ YNJQ ZLaL YQVKLM\ONR N J^ YNRfQ[ NZj^IRILVZQ ZIRLYKNMLVKL Q N KRNbeJ ZL %?$$[ YQMQ McVIMQo 

� 3IYLVYINJ ZL ^J^NRIQ ZL ON N\OIYNYI`V %1 2LRbIYL #LJn j^L LJ ON ULRRNMILVKN LV ON j^L JL JQ\QRKN ON N\OIYNYI`V 

ZL KIYnLKIVf ZL %?$$ D2,2?E  Q ZL Y^NOj^ILR QKRN ULRRNMILVKN ZL KIYnLKIVf j^L %?$$ \^LZN IM\ONVKNR( 

Microinform ática de puestos de trabajo 
3N ZQKNYI`V ZL QRZLVNZQRLJ \LRJQVNOLJ YQV JQPKqNRL aNJL DJIJKLMN Q\LRNKIbQ[ +PPIYL 87.[ )LNMJ CUQVL[ YQRRLQ 

LOLYKR`VIYQ ] QKRNJ N\OIYNYIQVLJ MIYRQIVPQRMiKIYNJ JLRiV N YNRfQ ZLO @LJKQR +A; 

Instrum entación electrónica 
&O G estor O&M ZLaLRi YQVKNR YQV ON IVJKR^MLVKNYI`V LOLYKR`VIYN Xr ] 2r VLYLJNRIN \NRN RLNOIhNR J^ NYKIbIZNZ( 

Repuestos 
&O G estor O&M LJ RLJ\QVJNaOL ZL MNVKLVLR ^V JKQYn McVIMQ ZL RL\^LJKQJ ZL LOLMLVKQJ YONbL ZL ON RLZ ZL 

KLOLPQVcN( %QMQ McVIMQ JL IZLVKIPIYNV OQJ j^L JL IVZIYNV LV ON KNaON JIf^ILVKL( 1ZIYIQVNOMLVKL ZLaLRi YQVKNR YQV 

MNKLRINO VQ IVbLVKNRINaOL YQMQ YNaOLJ ZL bQh ] ZNKQJ[ RLfOLKNJ ZL \^VKQJ ZL RLZ[ ONKIf^IOOQJ ZL ZNKQJ[ YQVLYKQRLJ[ 

LKY( )QZQ \NRN NJLf^RNR ^VN fLJKI`V LPIYILVKL ZL ONJ IVKLRbLVYIQVLJ( 

Repuestos Denom inación m aterial
Stock m ínim o

(Unidades)
&VYN\J^ONZQR '/\ 2"=='/W:2W=> '

&VYN\J^ONZQR '/\ 2"=='/W:2W,$ '

&VYN\J^ONZQR /=\ 2"==/=W:2W=> '

&VYN\J^ONZQR /=\ 2"==/=W:2W,$ /

&VYN\J^ONZQR 8/\ 2"==8/W:2W=> '

&VYN\J^ONZQR 8/\ 2"==8/W:2W,$ '

&VYN\J^ONZQR /\ 2"=.//W:2W&,$ .

&VYN\J^ONZQR =\ 2"=./=W:2W&,$ '

;&#$1 @1)&r1? ;&#$1 @1)&r1? YQV ' KNRkLKN NVNO`fIYN '

2r$)%X =>#%[ %+" C+& ? /= C,&*)+2(r2T%8.7BT4/T/=#% %$2%+ Q ZL 

NViOQfNJ YNRNYKLRcJKIYNJ

'

2r$)%X //B1%[ %+" C+& ? => C,&*)+2( r2T%8.7BT=>C2T& %$2%+ Q ZL 

NViOQfNJ YNRNYKLRcJKIYNJ

'

2r$)%X //B1% %+" C+& ? /= C,&*)+2( 2T%8.7BT/=C2T& %$2%+ Q ZL 

NViOQfNJ YNRNYKLRcJKIYNJ

'

)LRMIVNO $C fNMN NOKN .

)LRMIVNO $C fNMN MLZIN /B

)LRMIVNO $C fNMN aNkN 'B

4IZLQKLOePQVQJ '

)LRMIVNO ZL bIZLQKLOLPQVcN '

)LRMIVNO NVNO`fIYQ YQV ZIJ\ON] 'B

)LRMIVNO NVNO`fIYQ JIV ZIJ\ON] 'B

)LRMIVNO NVNO`fIYQ YQV $C77 /

)LRMIVNO NVNO`fIYQ IVNOiMaRIYQ /

%12%+2 :19*1 @" '.BB Q ZL NViOQfNJ YNRNYKLRcJKIYNJ /B

%193& %12%+2 :19*1 @" '/BB *&0 >>B''(HH Q ZL NViOQfNJ YNRNYKLRcJKIYNJ /B

1M\OINYI`V KLYONZQ 3%# YQOQR .

&"%1C2,31#+*&2

2r$)%X&2 

*&# #& #1)+2 

)&*;$"13&2

%12%+2

1%%&2+*$+2
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Acuerdos de soportes de fabricantes 
� ;IKLO 2r1 x 2LRbIYL ;NVNfLR 

� 2Q\QRKL MLZIN @NKLqN] CNKKQV  

� 2Q\QRKL CRLMILR ;IYRQJQPK( CNRKVLR YLRKIPIYNZQ ZL ;IYRQJQPK YQV ON YNKLfQRcN ZL 31* D3NRfL 1YYQ^VK 

*LJLOOLRE 

( 

12.3.1. Condiciones para la conexión a la red corporativa de datos de CYII, s.a. por parte de 

contratistas 

&O NZk^ZIYNKNRIQ j^LZN QaOIfNZQ N RLNOIhNR ^VN YQVLlI`V \RIbNZN MLZINVKL 4C" N ON *%#E ZL %NVNO ZL $JNaLO $$[ 2(1( 

DLV NZLONVKL[ %NVNOE %?$$ \NRN ON RLNOIhNYI`V ZL Nj^LOOQJ KRNaNkQJ YQVKLM\ONZQJ ZLVKRQ ZLO NOYNVYL ZLO \RLJLVKL 

YQVKRNKQ j^L OQ RLj^ILRNV( &O NZk^ZIYNKNRIQ[ \QR KNVKQ[ ZLaLRi NJIfVNR ^V RLY^RJQ KeYVIYQ LJ\LYINOIhNZQ LV RLZLJ 

ZL ZNKQJ ] YQM^VIYNYIQVLJ[ j^L JL RLJ\QVJNaIOIYL[ LV LO iMaIKQ ZL ON \RLJKNYI`V ZL OQJ JLRbIYIQJ NJQYINZQJ NO 

YQVKRNKQ ZL \RLJKNYI`V ZL JLRbIYIQJ[ ZL ON YQVPIf^RNYI`V ] MNVKLVIMILVKQ ZL ON \NRKL ZL ON IVPRNLJKR^YK^RN ZL 

YQM^VIYNYIQVLJ LVKRL LO NZk^ZIYNKNRIQ ] %?$$ j^L JLN RLJ\QVJNaIOIZNZ ZLO NZk^ZIYNKNRIQ[ NO QakLKQ ZL fNRNVKIhNR LO 

Y^M\OIMILVKQ ZL LJKNJ YQVZIYIQVLJ ZL YQVLlI`V[ ON Y^NO JL RLNOIhNRi aNkQ OQJ JIf^ILVKLJ YQVZIYIQVNVKLJ 

QaOIfNKQRIQJo 

12.3.1.1. Conexión única del operador de com unicaciones con la RCD de CYII 

&O Q\LRNZQR ZL YQM^VIYNYIQVLJ LOLfIZQ \QR LO NZk^ZIYNKNRIQ \NRN ON \^LJKN LV MNRYUN ZL ON YQVLlI`V ZL ON MIJMN 

YQV %?$$ LVKRLfNRi LV ^V mVIYQ \^VKQ KNVKQ ON KQKNOIZNZ ZLO KRiPIYQ fLJKIQVNZQ ZLO \RQ\IQ NZk^ZIYNKNRIQ YQMQ LO ZL 

ONJ QKRNJ LM\RLJNJ YQONaQRNZQRNJ j^L YQVLYKLV N KRNbeJ ZL ZIYUQ mVIYQ \^VKQ YQV %?$$( &JKQ LJ[ JI LO Q\LRNZQR ZL 

YQM^VIYNYIQVLJ LOLfIZQ \QR LO NZk^ZIYNKNRIQ ]N \RLJKN JLRbIYIQ N NOf^VN QKRN LM\RLJN YQONaQRNZQRN ZL %?$$[ ON 

V^LbN YQVLlI`V ZLaLRi ^KIOIhNR ON IVPRNLJKR^YK^RN PcJIYN LlIJKLVKL LV %?$$ \NRN fLVLRNR ON V^LbN YQVLlI`V[ JIV j^L 

JLN VLYLJNRIN ON IVJKNONYI`V ZL V^LbQ Lj^I\NMILVKQ PcJIYQ VI ON RLNOIhNYI`V ZL VIVf^VN NYKIbIZNZ LV ONJ 

ZL\LVZLVYINJ ZL %?$$( 3N ^KIOIhNYI`V ZL IVPRNLJKR^YK^RN YQMmV \QR \NRKL ZL ONJ ZIJKIVKNJ LM\RLJNJ YQONaQRNZQRNJ 

VQ J^\QVL ON ZIJ\QVIaIOIZNZ ZL YQVLlI`V LVKRL ONJ MIJMNJ[ JILVZQ LO QakLKQ ON YQVLlI`V \RIbNZN ^VQ N ^VQ ZL YNZN 

^VN ZL ONJ LM\RLJNJ YQONaQRNZQRNJ YQV %?$$( &V YNJQ ZL j^L LO Q\LRNZQR VQ \RLJKL LV ON NYK^NOIZNZ LJKL JLRbIYIQ N 

VIVf^VN LM\RLJN YQONaQRNZQRN[ \QZRi RLNOIhNR ON YQVLlI`V N ON *%# ZL %?$$[ KLVILVZQ LV Y^LVKN ON YNJ^cJKIYN 

Ll\^LJKN \NRN P^K^RNJ YQVLlIQVLJ ZL QKRNJ \QJIaOLJ LM\RLJNJ YQONaQRNZQRNJ( &O Q\LRNZQR ZL YQM^VIYNYIQVLJ 

\RLJLRbNRi ON \RIbNYIZNZ ZL ONJ YQM^VIYNYIQVLJ YQV ON *%# ZL %?$$ ][ LV LJ\LYINO[ LVKRL ONJ ZIPLRLVKLJ LM\RLJNJ 

YQONaQRNZQRNJ N ONJ j^L \^ZILRN ZNR JLRbIYIQ YQV ON MIJMN IVPRNLJKR^YK^RN( 

&V YNJQ ZL j^L LO YQVKRNKQ JLN NZk^ZIYNZQ N ^VN ,VI`V )LM\QRNO ZL &M\RLJNJ D,)&E[ JL \RLJLVKNRi If^NOMLVKL 

^VN mVIYN YQVLlI`V N %?$$[ ] JLRiV ONJ LM\RLJNJ j^L PQRMNV ON ,)& ONJ j^L ZLaLRiV YQQRZIVNRJL LVKRL LOONJ ] 
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RLNOIhNR ONJ NYYIQVLJ j^L JLNV VLYLJNRINJ \NRN fNRNVKIhNR j^L ON \RLJKNYI`V ZL OQJ JLRbIYIQJ YQVKRNKNZQJ \QR \NRKL 

ZL %?$$ JL RLNOIYL LlYO^JIbNMLVKL N KRNbeJ ZL ZIYUN YQVLlI`V mVIYN( 

%NZN YQVLlI`V mVIYN N %?$$ bN OIfNZN N ̂ V mVIYQ YQVKRNKQ( "Q JL \LRMIKIRi j^L ̂ V YQVKRNKIJKN YQV MiJ ZL ̂ V YQVKRNKQ 

YQV %?$$ YQM\NRKN ^VN MIJMN YQVLlI`V \NRN YQVKRNKQJ ZIJKIVKQJ[ JNObQ N^KQRIhNYI`V Ll\RLJN ZL OQJ RLJ\QVJNaOLJ 

LV %?$$ ZL YNZN ^VQ ZL OQJ YQVKRNKQJ ] ON \RLJLVKNYI`V ZL ^V IVPQRML j^L fNRNVKIYL j^L ONJ YNRNYKLRcJKIYNJ ZL ON 

OcVLN DNVYUQ ZL aNVZN[ ONKLVYINJ LKY(E ] j^L ONJ YNRNYKLRcJKIYNJ ZL YQVLlI`V ZL ONJ Q\LRNKIbNJ ZL OQJ ZIJKIVKQJ 

YQVKRNKQJ UNYLV j^L VQ UN]N NPLYYI`V \QJIaOL LVKRL OQJ MIJMQJ( 

3N YQVLlI`V mVIYN \RIVYI\NO YQV %?$$ ZLaLRi LVKRLfNR LO KRiPIYQ N ON *%# ZL %?$$ LV ON JIf^ILVKL ZIRLYYI`Vo 

+PIYIVNJ %LVKRNOLJ %NVNO ZL $JNaLO $$[ 2(1( 

%W 2NVKN &VfRNYIN '/. 

&ZIPIYIQ = 

12.3.1.2. Conexión de backup, contingencia o respaldo con la RCD de CYII 

2I \QR \NRKL ZLO JLRbIYIQ ZL %?$$ RLJ\QVJNaOL ZLO NZk^ZIYNKNRIQ JL IZLVKIPIYNRN j^L LO JLRbIYIQ YQVKRNKNZQ LJ YRcKIYQ[ 

Q K^bILRN ^VQJ RLj^IJIKQJ ZL ZIJ\QVIaIOIZNZ NOKQJ D\QR LkLM\OQ[ /=l<E[ LO NZk^ZIYNKNRIQ j^LZNRi QaOIfNZQ N 

\RQbIJIQVNR ^VN JLf^VZN OcVLN ZL YQM^VIYNYI`V YQV %?$$ N KRNbeJ ZL QKRQ Q\LRNZQR ZL YQM^VIYNYIQVLJ ZIJKIVKQ ZLO 

JLOLYYIQVNZQ \NRN ON OcVLN ZL YQM^VIYNYI`V \RIVYI\NO[ ] LV OQJ MIJMQJ KeRMIVQJ IZLVKIPIYNZQJ LV LO \^VKQ <(< 

s%QVLlI`V mVIYN ZLO Q\LRNZQR ZL YQM^VIYNYIQVLJ YQV ON *%# ZL %?$$t[ YQV LO QakLKQ ZL ZIJ\QVLR ZL ^VN OcVLN 

NZIYIQVNO ZL aNYn^\[ YQVKIVfLVYIN Q RLJ\NOZQ[ ] \QZLR NJc fNRNVKIhNR ON ZIJ\QVIaIOIZNZ ZL ONJ YQM^VIYNYIQVLJ( 

3N YQVLlI`V ZL aNYn^\ YQV %?$$ ZLaLRi LVKRLfNR LO KRiPIYQ N ON *%# ZL %?$$ LV ON JIf^ILVKL ZIRLYYI`Vo 

CQOcfQVQ $VZ^JKRINO &O %NRRNOLRQ D;NkNZNUQVZNE 

&)1C ;NkNZNUQVZN 

&ZIPIYIQ &J\LkQ 

12.3.1.3. Direccionam iento IP 

&O NZk^ZIYNKNRIQ JL NZLY^NRi N OQJ RNVfQJ ZL ZIRLYYIQVNMILVKQ $C \RIbNZQJ LJKNaOLYIZQJ \QR %?$$( 2L LJKNaOLYLRi \QR 

\NRKL ZL %?$$ ^V RNVfQ $C YQM\NKIaOL[ LV LO j^L LO NZk^ZIYNKNRIQ JL IVKLfRNRi LV ON *%# ZL %?$$( 2I P^LRN VLYLJNRIN 

ON N\OIYNYI`V ZL KRNZ^YYI`V ZL ZIRLYYIQVLJ D"1)E eJKN JLRi RLJ\QVJNaIOIZNZ LlYO^JIbN ZLO NZk^ZIYNKNRIQ[ aILV YQV 

MLZIQJ \RQ\IQJ Q aILV N KRNbeJ ZL ON YN\NYIZNZ ZL ON OcVLN YQVKRNKNZN YQV LO Q\LRNZQR ZL YQM^VIYNYIQVLJ LOLfIZQ 

\QR LO NZk^ZIYNKNRIQ( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

12.3.1.4. Monitorización de la conexión 

3N OcVLN ZL YQM^VIYNYIQVLJ ZLaLRi LJKNR ZIMLVJIQVNZN YQVPQRML N OQJ KRNaNkQJ ] JLRbIYIQJ j^L JL \RLJKNV LV LO 

NOYNVYL ZLO YQVKRNKQ[ \LRMIKILVZQ ^VN \RLJKNYI`V LPIYILVKL ZL OQJ MIJMQJ( &O NZk^ZIYNKNRIQ ZLaLRi PNYIOIKNR ON 

IVPQRMNYI`V aiJIYN ZLO ZIMLVJIQVNMILVKQ ] ZL OQJ RLj^IJIKQJ ZL ONJ YQVLlIQVLJo "(� ZL YQVLlIQVLJ[ NVYUQ ZL 

aNVZN[ ONKLVYIN[ LRRQRLJ PcJIYQJ ZL RLZ[ LKY( 

&O Y^M\OIMILVKQ ZL LJKQJ \NRiMLKRQJ ZL ZIMLVJIQVNMILVKQ ZLaLRi JLR MQVIKQRIhNZQ \QR LO NZk^ZIYNKNRIQ ][ YQMQ 

\NRKL ZL OQJ IVPQRMLJ ZL JLRbIYIQ MLVJ^NOLJ[ LO NZk^ZIYNKNRIQ ZLaLRi PNYIOIKNR ^V IVPQRML ZL ^JQ ZL ONJ YQVLlIQVLJ 

j^L IVYO^]N[ NO MLVQJ[ ONJ JIf^ILVKLJ fRiPIYNJ ZL ^JQ ZL ON RLZ N OQ ONRfQ ZLO MLJo 

� "(� ZL YQVLlIQVLJ LJKNaOLYIZNJ DLVKRNVKLWJNOILVKLE 

� 1VYUQ ZL aNVZN YQVJ^MIZQ DLVKRNVKLWJNOILVKLE 

� 3NKLVYINJ 

� &RRQRLJ ZL RLZ DPcJIYQJE 

1ZIYIQVNOMLVKL JL ZLaLRi UNYLR ^VN N^ZIKQRcN ZL PQRMN \LRI`ZIYN DNO MLVQJ[ / bLYLJ NO NpQE ZQVZL JL YQM\R^LaL 

LO Y^M\OIMILVKQ LPLYKIbQ ZL OQJ RLj^IJIKQJ ZL YQVLYKIbIZNZ LV aNJL NO ZIMLVJIQVNMILVKQ RLNOIhNZQ LV LO \RQ]LYKQ( 

&O NZk^ZIYNKNRIQ ZLaLRi PNYIOIKNR ^V IVPQRML YQV OQJ RLJ^OKNZQJ ZL ON N^ZIKQRIN LV LO j^L JL YQM\R^LaL LO 

Y^M\OIMILVKQ ZL OQJ \NRiMLKRQJ ZLO ZIMLVJIQVNMILVKQ ] ZL OQJ RLj^IJIKQJ ZL ONJ YQVLlIQVLJ( 

&O NZk^ZIYNKNRIQ KILVL ON QaOIfNYI`V ZL NJLf^RNR LO YQRRLYKQ LJKNZQ ZL ON YQVLlI`V \QR \NRKL ZLO Q\LRNZQR ZL 

KLOLYQM^VIYNYIQVLJ( &O NZk^ZIYNKNRIQ LJKi QaOIfNZQ N RLNOIhNR ONJ YQM\RQaNYIQVLJ Q\QRK^VNJ YQV LO Q\LRNZQR NVKL 

Y^NOj^ILR \QJIaOL \RQaOLMN ZL NYYLJQ N OQJ JIJKLMNJ ZL %?$$[ \RQ\QRYIQVNVZQ ONJ LbIZLVYINJ ZL j^L LO KRiPIYQ JL 

LVKRLfN LV LO LlKRLMQ ZL %?$$ ] j^L \NRKL ZL ON IVKLRPNh ZLO RQ^KLR ZL Q\LRNZQR j^L YQVLYKN YQV LO LlKRLMQ ZL 

%?$$( 2QOQ JI KRNJ ONJ \R^LaNJ RLNOIhNZNJ UN] LbIZLVYIN ZL j^L VQ LJ ^V \RQaOLMN ZLO Q\LRNZQR[ JL KRNJONZNRi ON 

IVYIZLVYIN N OQJ KeYVIYQJ ZL 2LRbIYIQJ ZL *LZ ] 1YYLJQJ ZL %?$$[ ] JILM\RL N KRNbeJ ZLO RLJ\QVJNaOL ZL YQVKRNKQ 

LV %?$$( 

%?$$ JL RLJLRbN LO ZLRLYUQ ZL MQVIKQRIhNR ON OcVLN ZL YQM^VIYNYIQVLJ JQOIYIKNZN \QR LO NZk^ZIYNKNRIQ( CNRN LOOQ JL 

ZLaL fNRNVKIhNR LO NYYLJQ ZL YQVJ^OKN 2";C N OQJ RQ^KLRJ LV LlKRLMQJ DVQ N OQJ RQ^KLRJ j^L \^ZILRNV YQM\QVLR 

ON \RQ\IN RLZ ZLO Q\LRNZQR ZL KLOLYQM^VIYNYIQVLJE ZLZIYNZQJ N ON YQVLlI`V YQV %?$$( 

12.3.1.5. Contacto 

&V YNJQ ZL Z^ZN JQaRL NOf^VN ZL ONJ YQVZIYIQVLJ RLPOLkNZNJ LV LJKL ZQY^MLVKQ[ LO NZk^ZIYNKNRIQ \^LZL ZIRIfIR J^J 

YQVJ^OKNJ Q Z^ZNJ[ UNYILVZQ RLPLRLVYIN N OQJ N\NRKNZQJ ZL LJKL ZQY^MLVKQ[ LlYO^JIbNMLVKL N J^ RLJ\QVJNaOL Q 

IVKLROQY^KQR LV %?$$[ j^ILV JL LVYNRfNRi ZL KRNMIKNRONJ ZL PQRMN IVKLRVN( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

,VN bLh PIVNOIhNZN ONJ \RLJKNYIQVLJ ZLO YQVKRNKQ[ LO NZk^ZIYNKNRIQ LJKNRi QaOIfNZQ N JQOIYIKNR ON aNkN ZLO JLRbIYIQ YQV 

LO Q\LRNZQR ZL KLOLYQM^VIYNYIQVLJ[ ] UN ZL IVPQRMNR NO RLJ\QVJNaOL Q IVKLROQY^KQR ZLO YQVKRNKQ LV %?$$ ^VN bLh JL 

UN]N \RQZ^YIZQ ON aNkN LPLYKIbN ZLO JLRbIYIQ[ j^ILV N J^ bLh IVPQRMNRe IVKLRVNMLVKL N ONJ iRLNJ ZL %?$$ IVbQO^YRNZNJ 

LV ON \RLJKNYI`V ZLO JLRbIYIQ( 

12.4. MEDIOS MATERIALES 

Equipos de Protección Individual (EPI) 
#NZN ON NYKIbIZNZ ZL %?$$ LV J^ fLJKI`V ZLO YIYOQ ZLO Nf^N[ NOf^VNJ ZL ONJ JLZLJ ZQVZL LlIJKLV LlKLVJIQVLJ ] 

Lj^I\NMILVKQ ZL ON *LZ ZL )LOLPQVcN JL LVY^LVKRNV LV s*LYIVKQJ %QVPIVNZQJt j^L JQV RLYIVKQJ ZL NYYLJQ LJ\LYINO 

] ON NYKIbIZNZ LV LOOQJ LJKi JQMLKIZN N VQRMNKIbN LJ\LYcPIYN ZL \RQKLYYI`V ZL RILJfQJ ONaQRNOLJ( 

)QZQJ OQJ MILMaRQJ ZLO Lj^I\Q ZLO G estor O&M KLVZRiV ON PQRMNYI`V ] ^VIPQRMIZNZ VLYLJNRIN \NRN KRNaNkNR LV 

LJKL KI\Q ZL RLYIVKQJ[ LJKNVZQ LO G estor O&M LVYNRfNZQ ZL NJLf^RNR LO Y^M\OIMILVKQ ZL ON VQRMNKIbN bIfLVKL LV 

fLVLRNO LV Y^NOj^ILRN ZL ONJ JLZLJ ZL %?$$ ] LV \NRKIY^ONR LV Nj^LOONJ ^aIYNYIQVLJ j^L \RLJLVKLV MN]QR RILJfQ ] 

\QR KNVKQ MN]QR JLf^RIZNZ( 

1ZIYIQVNOMLVKL JL ZLaLRi YQVKNR YQMQ McVIMQ[ YQV OQJ JIf^ILVKLJ Lj^I\QJ ZL \RQKLYYI`V IVZIbIZ^NOo 

� / &l\OQJcMLKRQJ D\NRN ON MLZIYI`V ZL fNJLJE 

� / )Rc\QZLJ YQV RLJYNKNZQR 

� ' 1RVeJ \QR \LRJQVN DMcVIMQ =E 

� = &j^I\QJ 1^K`VQMQJ ZL &MLRfLVYIN 

3Q NVKLRIQR JL RLPILRL N Lj^I\NMILVKQ McVIMQ 

Herram ientas 
&O G estor O&M ZLaLRi ZQKNR N J^J \RQPLJIQVNOLJ ZL ULRRNMILVKNJ VLYLJNRINJ \NRN RLNOIhNR J^ NYKIbIZNZ KNVKQ 

LOLYKR`VIYN YQMQ MLYiVIYN( 

&V LJL JLVKIZQ JLRi VLYLJNRIQ ^V Lj^I\Q MLZIZQR ZL \Nj^LKLJ KI\Q 0O^nL 1)/BBB 3IVn *^VVLR Q ZL NViOQfNJ 

YNRNYKLRcJKIYNJ( 

1 YQVKIV^NYI`V JL ZLJYRIaLV ZIYUNJ YNRNYKLRcJKIYNJo 

 &J\LYIPIYNYIQVLJ fLVLRNOLJ ZLO Lj^I\Q ZL MLZIZN 0O^nL 1)/BBB 3IVn *^VVLRo 

1YYLJQ N MLZIQJ 'B912&T)[ 'BB912&T)6[ 'BBB912&T) D$&&&T>B/(8E ] CQL D$&&& >B/(8NKE 

CR^LaN ZL YNaOLJ 3QVfIK^ZLJ ZL \NRLJ[ NaILRKQJ[ YQRKQYIRY^IKQJ[ ZIbIZIZQJ[ YR^hNZQJ[ 

IVKLRMLZIQJ[ 

$# ZL YNaOL 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

@LVLRNZQR ZL KQVQJ )QVQ ZIfIKNO $VKLOOI)QVLo �.BB SXh�u KQVQJ NVNO`fIYQJo �=BBXh[ 'SXh� 

C^LRKQJ \^LRKQ ZL YQaRL *:=. 

C^LRKQ ZLO NZN\KNZQR ZL PIaRN `\KIYN 'BBB912&T6 DJ`OQ /BBBE 

#IMLVJIQVLJ 8[. \^Of l <[> \^Of l '[H \^Of D>[H YM l 'H[> YM l =[> YME 

CLJQ .'B(/H f DB(. nfE 

9NKLRcN CNj^LKL ZL aNKLRcNJ ZL IQVLJ ZL OIKIQ[ ZLJMQVKNaOL[ RLYNRfNaOL D'>[. bNKIQJTURJE 

1^KQVQMcN ZL ON aNKLRcN 3N bIZN mKIO Kc\IYN LJ ZL 7 UQRNJ( &O KILM\Q ZL YNRfN Kc\IYQ LJ ZL 

8 UQRNJ( 

1ZN\KNZQR LlKLRVQ ZL %1WYNRfNZQR &VKRNZN ZL %1 HBT/7= 4%1 \QKLVYIN ZL LVKRNZN ZL 

=>T7/ Xh 

&VKRNZN ZL %% '. 4%% N '[/ NM\J 

CNVKNOON 3%# ZL /[> \^Of N YQOQR D8/B l /=B \clLOLJE 

)LYONZQ V^MeRIYQ '/ KLYONJ[ LONJKQMeRIYQ 

3&# / IVZIYNZQRLJ 3&# DIVZIYNZQRLJ ZL KRNVJMIJI`V ] LVONYLE 

$VKLRPNh ZLO UQJK ,29[ ZL . \NKIOONJ MIVIT9 

Telefonía Móvil 
3QJ MILMaRQJ ZLO Lj^I\Q ZLaLV YQVKNR YQV KLOePQVQJ M`bIOLJ YQV YN\NYIZNZ \NRN YQM^VIYNYIQVLJ ZL ZNKQJ[ 

LJ\LYINOMLVKL OQJ KeYVIYQJ "/W"8 ] OQJ RLJ\QVJNaOLJ ZLO 2LRbIYIQ ] ZL ONJ dRLNJ )eYVIYNJ( 

Vehículos 

&O @LJKQR +A; ZLaLRi YQVKNR YQMQ McVIMQ YQV / bLUcY^OQJ \NRN LO ZLJ\ONhNMILVKQ N ONJ JLZLJ \NRN RLNOIhNR ONJ 

IVKLRbLVYIQVLJ VLYLJNRINJ( 2LRi \QR Y^LVKN ZLO @LJKQR +A; KQZQJ OQJ fNJKQJ NJQYINZQJ[ YQMa^JKIaOL[ JLf^RQJ[ 

RLbIJIQVLJ[ MNVKLVIMILVKQ[ $)4[ ] \QKLVYINOLJ M^OKNJ( 

12.5. ACUERDOS DE SOPORTE EXPERTO Y DE FABRICANTE 

&O G estor O&M ZLaLRi YQVKNR YQV OQJ NY^LRZQJ ZL JQ\QRKL ZL OQJ PNaRIYNVKLJ \NRN NJLf^RNR J^ YN\NYIZNZ ZL fLJKI`V 

ZL ONJ ZIJKIVKNJ KLYVQOQfcNJ ZL ON *LZ ZL )LOLPQVcN( 

&O G estor O&M IVYO^IRi LV J^ \RQ\^LJKN LO KI\Q ] NOYNVYL ZLO NY^LRZQ ZL JQ\QRKL[ JILVZQ LJLVYINOLJ OQJ NY^LRZQJ 

YQV ;$)&3 DCONKNPQRMN ;6+"&E[ ;$%*+2+0) D)LNMJTCUQVLE[ 21"@+;1 DCNKKQVE NZLMiJ ZL OQJ j^L JLNV 

VLYLJNRIQJ \NRN N^VNR LO YQVQYIMILVKQ ] JQ\QRKL J^PIYILVKL ZLO RLJKQ ZL KLYVQOQfcNJ(  
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

1ZLMiJ ZL OQJ NY^LRZQJ ZL PNaRIYNVKL[ LO G estor O&M \QZRi MNVKLVLR NY^LRZQJ YQV Ll\LRKQJ Q LM\RLJNJ 

Ll\RLJNMLVKL LJ\LYINOIhNZNJ LV KLYVQOQfcNJ N\OIYNaOLJ[ JI OQ YQVJIZLRN VLYLJNRIQ YQMQ RLJ\NOZQ N ONJ YN\NYIZNZLJ 

] YQVQYIMILVKQJ ZLO Lj^I\Q ZL KRNaNkQ( $f^NOMLVKL ZLaLRi \RLbLR YN\NYIZNZLJ \NRN RL\NRNYI`V ZL Lj^I\QJ[ 

LJ\LYINOMLVKL KLRMIVNOLJ ] Lj^I\QJ ZL ON RLZ ZL ZNKQJ( &V KQZQ YNJQ ZLaLRiV YQVJIZLRNR LJKQJ NY^LRZQJ LV J^J 

LJKIMNYIQVLJ LYQV`MIYNJ( 

)LYVQOQfcNJ j^L LO G estor O&M ZLaL NJLf^RNRo 

� CONKNPQRMN ;6+"& 

� CONKNPQRMN 1JKLRIJn 

� CONKNPQRMN )LNMJTCUQVL 

� )LRMIVNOLJ ZL )LOLPQVcN 0IkN  

� &VYN\J^ONZQRLJ \NRN LlKLVJIQVLJ NVNO`fIYNJ 

� &j^I\QJ LOLYKR`VIYN ZL RLZ DJqIKYULJ[ RQ^KLRJE[ ;LZIN @NKLqN]J[ 29%J 

� 1\OIYNYIQVLJ  

� 2LRbIZQRLJ ZL ;ij^IVNJ bIRK^NOLJ  
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

13. CONDICIONES DEL SERVICIO 

13.1. SERVICIO PROACTIVO 

%?$$ VQ LJ\LRN ^V 2LRbIYIQ +A; RLNYKIbQ[ JI VQ j^L ZLMNVZNRi ^VN NYKIK^Z \RQNYKIbN LV LO G estor O&M( &O JLRbIYIQ 

VQ JL YQVYIaL LlYO^JIbNMLVKL YQMQ ^VN RLJ\^LJKN N KIYnLKJ ZL JLRbIYIQ NaILRKQJ \QR %?$$$[ JI VQ j^L LO Lj^I\Q ZLO 

JLRbIYIQ ZLaL NJ^MIR ON RLJ\QVJNaIOIZNZ ZL Q\LRNYI`V[ NZMIVIJKRNYI`V[ MNVKLVIMILVKQ ZL KQZQJ OQJ LVKQRVQJ 

KLYVQO`fIYQJ( &O G estor O&M ZLaLRi YQVJIZLRNR ONJ JIf^ILVKLJ NYKIbIZNZLJ YQMQ \NRKL ZL J^J Q\LRNYIQVLJo 

� 1JLf^RNMILVKQ ZINRIQ ZLO YQRRLYKQ P^VYIQVNMILVKQ ZL ONJ \ONKNPQRMNJ[ QaJLRbNVZQ OQJ LOLMLVKQJ YONbL 

ZL ON YQVPIf^RNYI`V[ LbQO^YI`V ZL OQJ \NRiMLKRQJ YRcKIYQJ ] \QKLVYINOLJ NONRMNJ OLbNVKNZNJ 

� ;QVIKQRIhNYI`V ] J^\LRbIJI`V ZL OQJ ZIPLRLVKLJ LVKQRVQJ[ IZLVKIPIYNVZQ KNVKQ \QJIaOLJ \RQaOLMNJ YQMQ 

MLkQRNJ( ,V N\NRKNZQ ZLO IVPQRML ZL JLf^IMILVKQ MLVJ^NO RLYQfLRi ONJ \RQ\^LJKNJ ZL MLkQRN j^L LO 

G estor O&M RLNOIYL[ \NRN JLR LbNO^NZNJ ] LkLY^KNZNJ KRNJ ON N\RQaNYI`V ZL %?$$ 

� $ZLVKIPIYNYI`V ZL \RQaOLMNJ ZL RLVZIMILVKQ[ YQVPIf^RNYIQVLJ LRR`VLNJ[ Q LV fLVLRNO LOLMLVKQJ 

MLkQRNaOLJ KNVKQ LV OQJ JIJKLMNJ YQMQ LV ONJ N\OIYNYIQVLJ j^L NOQkNV 

� &bQO^YI`V ZLO JQPKqNRL[ MNVKLVILVZQ IVPQRMNZQ ZL ONJ V^LbNJ bLRJIQVLJ ZL JQPKqNRL ZIJ\QVIaOL ]WQ 

\NRYULJ OIaLRNZQJ[ IZLVKIPIYNVZQ OQJ j^L JQV ZL N\OIYNYI`V[ ] \RQ\QVILVZQ J^ N\OIYNYI`V 

� &bQO^YI`V ZL ON IVPRNLJKR^YK^RN[ IZLVKIPIYNVZQ LOLMLVKQJ QaJQOLKQJ Q OIMIKNVKLJ LV YN\NYIZNZ[ ] 

\RQ\QVILVZQ \ONVLJ ZL MIfRNYI`V N V^LbN IVPRNLJKR^YK^RN 

� #LJ\OILf^L ]WQ J^aIZNJ ZL N\OIYNYIQVLJ[ RLNOIhiVZQONJ ZLVKRQ ZL ONJ bLVKNVNJ NZLY^NZNJ \NRN YNZN 

JIJKLMN L IZLVKIPIYNVZQ ] LkLY^KNVZQ OQJ \RQYLZIMILVKQJ ZL MNRYUN NKRiJ LV YNJQ ZL PNOOQ 

� 1\RQbLYUNMILVKQ ZL ONJ YN\NYIZNZLJ ZL ONJ ULRRNMILVKNJ ZL NZMIVIJKRNYI`V ZLO JLRbIYIQ[ JNYNVZQ LO 

MilIMQ \RQbLYUQ ZL YNZN ^VN ZL LOONJ ZL YNRN N MLkQRNR LO JLRbIYIQ \RLJKNZQ( &V \NRKIY^ONR ONJ MLkQRNJ 

LV MQVIKQRIhNYI`V Q LV ON N^KQMNKIhNYI`V ZL KNRLNJ RL\LKIKIbNJ 

� CRQ\^LJKN ZL V^LbNJ ULRRNMILVKNJ \NRN LO JLRbIYIQ j^L MLkQRLV LO YQVKRQO[ ON Q\LRNYI`V Q ON IVPQRMNYI`V 

ZL OQJ ZIPLRLVKLJ LVKQRVQJ KLYVQO`fIYQJ 

13.2. UBICACIÓN 

&O Lj^I\Q ZLO G estor O&M LJKNRi ^aIYNZQ LV ON 2LZL ZL %?$$ LV ON YNOOL 2NVKN &VfRNYIN '/. ZL ;NZRIZ[ ZLaILVZQ 

IVZIYNR N %?$$ ONJ VLYLJIZNZLJ ZL IVPRNLJKR^YK^RN j^L VLYLJIKL( 

13.3. DISTRIBUCIÓN GEOGRÁFICA DE LAS SEDES 

&O G estor O&M ZLaL KLVLR YN\NYIZNZ \NRN \RLJKNR LO 2LRbIYIQ +A; LV ZIPLRLVKLJ JLZLJ DJ^kLKQ N LbQO^YI`V N OQ 

ONRfQ ZLO \LRcQZQ ZLO JLRbIYIQE LV OQJ JIf^ILVKLJ iMaIKQJ fLQfRiPIYQJo 

� CAMPUS CYII 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

2L KRNKN ZL ONJ QPIYIVNJ ZL ON Sede Central en Santa Engracia 125 ] Nj^LOONJ JLZLJ YQR\QRNKIbNJ N ONJ j^L[ \QR 

\RQlIMIZNZ N LJKN JLZL YNaL ZLJ\ONhNRJL JIV bLUcY^OQ[ JQVo 

o 2LZL *cQ *QJNJ /= 

o 2LZLJ LV :QJe 1aNJYNO V� H ] V� 'B 

o 2LZL CONhN #LJY^aRIZQR #ILfQ ZL +RZiJ 

o 2LZL 9RNbQ ;^RIOOQ =H 

� OTRAS SEDES CIUDAD DE MADRID 

+PIYIVNJ ] JLZLJ Q\LRNKIbNJ LV LO KeRMIVQ M^VIYI\NO ZL ;NZRIZ N OQJ j^L LO ZLJ\ONhNMILVKQ JL RLNOIhN LV bLUcY^OQJ( 

� SEDES COMUNIDAD DE MADRID 

+PIYIVNJ ] JLZLJ Q\LRNKIbNJ LV LO iMaIKQ ZL ON %QM^VIZNZ ZL ;NZRIZ( 

� SEDES EN PROVINCIA DE GUADALAJARA 

2LZLJ \R`lIMNJ N ON %QM^VIZNZ ZL ;NZRIZ[ \LRQ LV KeRMIVQJ M^VIYI\NOLJ ZL ON \RQbIVYIN ZL @^NZNONkNRN( 

2L IVYO^]L LV Anexo 6[ 3IJKNZQ ZL )eRMIVQJ ;^VIYI\NOLJ ZQVZL LlIJKLV JLZLJ ZL %?$$( &V KQZQ YNJQ LV ON 0NJL ZL 

)RNVJIYI`V LO G estor O&M ZLaL \RLbLR NYKIbIZNZLJ ZL IZLVKIPIYNYI`V ] RLYQVQYIMILVKQ ZL KQZNJ ONJ JLZLJ ZL ON *LZ 

ZL )LOLPQVcN ZL %?$$( 

13.4. HORARIOS 

2L RLj^ILRL NKLVYI`V /= l <( 2I aILV OQJ KRNaNkQJ RLj^ILRLV ^VN ZIJ\QVIaIOIZNZ /=l<[ JL YQVJIZLRN UQRNRIQ UNaIK^NO 

ZLO 2LRbIYIQ +A; LO YQM\RLVZIZQ ZL O^VLJ N bILRVLJ LVKRL ONJ B<oBB UQRNJ ] ONJ /BoBB UQRNJ[ LV YNOLVZNRIQ ZL 

;NZRIZ %N\IKNO( 1 KcK^OQ IVPQRMNKIbQ \NRN PNYIOIKNR LO MLkQR ZIMLVJIQVNMILVKQ ZL OQJ RLY^RJQJ[ OQJ KRNMQJ UQRNRIQJ 

RLOLbNVKLJ JQV OQJ JIf^ILVKLJo 

� �<oBB _ <o8B� CLRIQZQ \RLbIQ \NRN NJLf^RNR j^L ON *LZ ZL )LOLPQVcN LJKi \OLVNMLVKL Q\LRNKIbN NVKLJ ZLO 

UQRNRIQ ZL LVKRNZN ZLO fR^LJQ ZL OQJ ^J^NRIQJ 

� �<o8B _ '.o8B� CLRIQZQ ZL MN]QR NYKIbIZNZ ZLO 2LRbIYIQ 

� �'.o8B _ '>oBB� CLRIQZQ bNOOL ZQVZL UN] ^VN MLVQR ZLMNVZN ] LJ ON MLkQR bLVKNVN \NRN RLNOIhNR KNRLNJ 

\ONVIPIYNZNJ LV ONJ \ONKNPQRMNJ ] RLZLJ ZLO 2LRbIYIQ ZL )LOLPQVcN 

� �'>oBB _ <oBB� CLRIQZQ ZL JLRbIYIQ \NRN iRLNJ ZL VLfQYIQ ] Q\LRNKIbNJ LV MIJI`V /=l< 

13.5. ATENCIÓN PRESENCIAL  

&O 2LRbIYIQ +A; ZLaL \RLJKNRJL LV ^V MQZLOQ ZL NKLVYI`V \RLJLVYINO[ \LRQ N\RQbLYUNVZQ ONJ \QJIaIOIZNZLJ j^L 

QPRLYL ON KLYVQOQfcN \NRN ON fLJKI`V RLMQKN ZL Lj^I\QJ[ fRNYINJ N ONJ PNYIOIZNZLJ ZL ONJ N\OIYNYIQVLJ ZL fLJKI`V ZL 

ONJ \ONKNPQRMNJ ] OQJ ZIJ\QJIKIbQJ ZL RLZLJ ZL ZNKQJ ] LV J^ YNJQ fRNYINJ N ULRRNMILVKNJ ZL KQMN ZL YQVKRQO RLMQKN 

ZL ZIJ\QJIKIbQJ ZL ^J^NRIQ ^JNZNJ UNaIK^NOMLVKL LV LJKL KI\Q ZL JLRbIYIQJ( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

&O G estor O&M ZLaLRi ZIJ\QVLR ZL LJKNJ ULRRNMILVKNJ YQMQ MLZIQJ KeYVIYQJ NZJYRIKQJ NO 2LRbIYIQ( 

3N NKLVYI`V \RLJLVYINO IM\OIYN KNVKQ ON ^aIYNYI`V ZL OQJ Lj^I\QJ KeYVIYQJ LV 2LZLJ ZL %?$$[ YQMQ LO ZLJ\ONhNMILVKQ 

ZL KeYVIYQJ N Y^NOj^ILRN ZL ONJ JLZLJ Q\LRNKIbNJ ZL %?$$( 

13.6. SERVICIO 24X7 Y DISPONIBILIDAD DE APLICACIONES 

%?$$ RLj^ILRL ZLO G estor O&M ^V 2LRbIYIQ /= l < YQV ON MIJI`V ZL j^L LO 2LRbIYIQ ZL )LOLPQVcN LJKi \OLVNMLVKL 

ZIJ\QVIaOL LV KQZQJ OQJ UQRNRIQJ LV OQJ j^L ONJ ZIJKIVKNJ iRLNJ ZL VLfQYIQ ] Q\LRNYIQVLJ RLNOIhNV( 

&V KQZQ YNJQ JL LVKILVZL j^L UN] N\OIYNYIQVLJ j^L JQ\QRKNV P^VYIQVNOIZNZLJ Y^]N ZIJ\QVIaIOIZNZ LJ MiJ YRcKIYN 

j^L QKRNJ LV P^VYI`V ZL J^ VNK^RNOLhN ] LV P^VYI`V ZL ONJ iRLNJ( 

&O G estor O&M KLVZRi LV Y^LVKN ON KNaON j^L JL IVYO^]L N YQVKIV^NYI`V \NRN \RIQRIhNR J^J NYK^NYIQVLJ[ LJKNaOLYLR 

J^J \RQYLZIMILVKQJ ] ZIMLVJIQVNR J^J Lj^I\QJ[ ZQVZL JL M^LJKRN ONJ ZIJKIVKNJ N\OIYNYIQVLJ[ ] ON YRIKIYIZNZ ZL J^ 

ZIJ\QVIaIOIZNZ LV OQJ ZIJKIVKQJ K^RVQJ D�E ZIJ\QVIaIOIZNZ RLj^LRIZN[ D�E ZIJ\QVIaIOIZNZ VQ IM\RLJYIVZIaOL( 

1\OIYNYI`V ;NpNVN 
<oBB _ '.oBB  

)NRZL 
'.oBB _ //oBB 

"QYUL 
//oBB _ <oBB 

;6 +"& � � � 

12)&*$2S � � � 

)&1;2TCX+"& � � � 

9,G+" � � � 

1C3$%1%$+"&2 #& C*+4$2$-" � � � 

C121*&31 $")&@*1%$+" )&3%+ � � � 

1,)+;1)$2;+2 DJYRI\KJ[ LkLY^KNaOLJ N MLZIZNE � � � 

13.7. TRABAJO EN TURNOS  

2L ZLPIVLV KRLJ K^RVQJ \NRN ON \RLJKNYI`V ZLO 2LRbIYIQ +A;o 

� )^RVQ ZL ;NpNVN �<oBB N '.oBB� 

� )^RVQ ZL )NRZL �'.oBB N //oBB� 

� )^RVQ ZL "QYUL �//oBB N <oBB� 

&JKQJ K^RVQJ JL KLVZRiV LV Y^LVKN \NRN ON ZLPIVIYI`V ZL UQRNRIQJ ZL KRNaNkQ ZL OQJ KeYVIYQJ ZL NKLVYI`V ] JQ\QRKL[ 

"/[ "8[ NJc YQMQ LV ZcNJ ONaQRNaOLJ YQMQ LV PIVLJ ZL JLMNVN ] PLJKIbQJ( &JKQJ UQRNRIQJ JL Nk^JKNRiV ] NYQRZNRiV 

LVKRL %?$$ ] LO G estor O&M LV ON 0NJL ZL )RNVJIYI`V( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

2L RLj^ILRL LO JIf^ILVKL LJj^LMN ZL ZIJKRIa^YI`V ZLO JLRbIYIQ LV K^RVQ( "Q QaJKNVKL[ LO @LJKQR +A; LV J^ 

\RQ\^LJKN \QZRi \ONVKLNR LV aNJL N J^ Ll\LRILVYIN NOKLRVNKIbNJ JILM\RL j^L JLN YQVJKNKNaOL j^L LO JLRbIYIQ j^LZN 

Y^aILRKQ LV LO iMaIKQ /= l <( 

3NaQRNaOLJ 3^VLJ N 4ILRVLJ 0IVLJ ZL 2LMNVN ] 0LJKIbQJ 

;NpNVN )NRZL "QYUL ;NpNVN )NRZL "QYUL 

"/[ "8 $V JIK^ *LMQKQ *LMQKQ *LMQKQ 

&O UQRNRIQ \NRN OQJ MILMaRQJ ZLO Lj^I\Q VQ JQMLKIZQJ N K^RVQJ JL Nk^JKNRi LV LO UQRNRIQ UNaIK^NO ZL QPIYIVN ZL 

O^VLJ N bILRVLJ ZL ON 2LZL %LVKRNO ZL %?$$ LV LO IVKLRbNOQ ZL <oBB N /BoBB( 

13.8. ACCESOS Y TRABAJO EN SEDES DE CYII 

)QZQJ OQJ MILMaRQJ ZLO Lj^I\Q ZLO G estor O&M Y^M\OIRiV OQJ \RQYLZIMILVKQJ ] VQRMNJ ZL NYYLJQ N ONJ 

IVJKNONYIQVLJ ZL %?$$ ] OQJ RLj^IJIKQJ ZL IZLVKIPIYNYI`V ] JLf^RIZNZ ZIYKNZQJ \QR %?$$( &JKQJ \RQYLZIMILVKQJ ] 

RLj^IJIKQJ JL KRNJONZNRiV N OQJ RLJ\QVJNaOLJ ZLO 2LRbIYIQ +A; ] J^ IVY^M\OIMILVKQ \QZRcN YQVZ^YIR N JNVYIQVLJ ] 

\LVNOIhNYIQVLJ L IVYO^JQ ZL JLR VLYLJNRIQ N RLj^LRIR ON JNOIZN ZL OQJ KeYVIYQJ j^L VQ KRNaNkLV ZL NY^LRZQ YQV ONJ 

VQRMNJ( 

&J\LYINO NKLVYI`V JL ZLaLRi KLVLR Y^NVZQ JLN VLYLJNRIQ NYYLZLR N IVJKNONYIQVLJ j^L RLj^ILRLV ^V \RQKQYQOQ 

LJ\LYINO ZL JLf^RIZNZ YQMQ \^LZL JLR YQM^VIYNYI`V NVKIYI\NZN[ VLYLJIZNZ ZL NYQM\NpNMILVKQ \QR \LRJQVNO ZL 

%?$$ Q JL KRNKL ZL RLYIVKQJ YQVPIVNZQJ J^kLKQJ N VQRMNKIbNJ LJ\LYINOLJ ZL JLf^RIZNZ ] \RLbLVYI`V ZL RILJfQJ 

ONaQRNOLJ DZLaILVZQ LO G estor O&M ZL NJLf^RNR j^L JL ZIJ\QVLV ZL OQJ MLZIQJ LlIfIaOLJ KNO ] YQMQ JL ZLJYRIaL LV 

LO N\NRKNZQ  ;LZIQJ ;NKLRINOLJ ZL LJKL Pliego de Prescripciones Técnicas( 

13.9. CUMPLIMIENTO NORMATIVO 

&O G estor O&M ZLaL bLONR \QR LO Y^M\OIMILVKQ VQRMNKIbQ bIfLVKL ] N\OIYNaOL[ ] \QR KNVKQ JL YQVJIZLRN ^VQ ZL OQJ 

JLRbIYIQJ ZLO %NKiOQfQ D2&*4g)1%gB>E[ JILVZQ ZL N\OIYNYI`V YQV YNRiYKLR fLVLRNO ] ZL NY^LRZQ YQV ONJ YQVZIYIQVLJ 

NZMIVIJKRNKIbNJ ] YQVKRNYK^NOLJ LJKNaOLYIZNJ \QR %?$$ \NRN ON \RLJKNYI`V ZLO 2LRbIYIQ +A; YQV LJ\LYINO NKLVYI`V N 

OQJ NJ\LYKQJ RLONYIQVNZQJ YQVo 

� Seguridad Inform ática y de las com unicaciones 

&J\LYINO NKLVYI`V N NJ\LYKQJ ZL b^OVLRNYI`V ZL YQVPIZLVYINOIZNZ ] \RIbNYIZNZ ZL ONJ YQM^VIYNYIQVLJ[ NOIVLNMILVKQ 

ZL ON YQVPIf^RNYI`V ZL ONJ N\OIYNYIQVLJ YQV \QOcKIYNJ ZL %?$$[ YLRKIPIYNZQJ[ MNOqNRL LV N\OIYNYIQVLJ ZL ON RLZ ZL 

KLOLPQVcN[ RLfONJ LV 29%J ] 0IRLqNOOJ[ NJc YQMQ fLJKI`V ] NOMNYLVNMILVKQ ZL fRNaNYIQVLJ ZL ONJ OONMNZNJ( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

� Protección de Datos de Carácter Personal 

&J\LYINO NKLVYI`V N VQRMNKIbN ] \QOcKIYNJ ZIYKNZNJ \QR %?$$ LV Y^NVKQ N[ JI OL P^LRN ZL N\OIYNYI`V[ KRNKNMILVKQ ZL 

ZNKQJ ZL YNRiYKLR \LRJQVNO ZL LM\OLNZQJ[ \RQbLLZQRLJ ] LV J^ YNJQ YOILVKLJ[ ] LV Y^NVKQ N MLZIZNJ ZL JLf^RIZNZ 

] YQVKRQO ZL NYYLJQ N LJKL KI\Q ZL ZNKQJ JI LV NOfmV YNJQ JL NOMNYLVNV LV ONJ \ONKNPQRMNJ ZL KLOLPQVcN( 

� Prevención de Riesgos Laborales (Seguridad y Salud) 

&J\LYINO NKLVYI`V LV PQRMNYI`V LV RILJfQJ ONaQRNOLJ ] \QOcKIYNJ N\OIYNZNJ LV JLZLJ ZL %?$$[ ^JQ ZL Lj^I\QJ ZL 

\RQKLYYI`V IVZIbIZ^NO D&C$E ZQVZL N\OIj^L[ NJ\LYKQJ ZL JNO^Z DRLYQVQYIMILVKQJ MeZIYQJ NV^NOLJE[ NYRLZIKNYIQVLJ 

\NRN RLNOIhNYI`V ZL KRNaNkQJ LJ\LYINOLJ DRLYIVKQJ YQVPIVNZQJ[ KRNaNkQJ LV NOK^RN[ KRNaNkQJ YQV RILJfQ LOeYKRIYQ[ LKY(E 

] RILJfQJ NJQYINZQJ N ZLJ\ONhNMILVKQJ N JLZLJ RLMQKNJ P^LRN ZL LVKQRVQJ ^RaNVQJ(  

Propiedad Industrial e Intelectual 

&J\LYINO NKLVYI`V N ON ̂ KIOIhNYI`V ZL JQPKqNRL ZL KLRYLRQJ ZIJ\QVILVZQ ZLO OIYLVYINMILVKQ YQRRLJ\QVZILVKL[ ZLkNVZQ 

LV KQZQ YNJQ IVZLMVL N %?$$ ZL RLYONMNYIQVLJ j^L \QR IVY^M\OIMILVKQ LV LJKL NJ\LYKQ \^ZILRN RLYIaIR LO G estor 

O&M( 

? NZIYIQVNOMLVKL LJ\LYINO NKLVYI`V NO OIYLVYINMILVKQ ] YLJI`V ZL \RQ\ILZNZ IVKLOLYK^NO L IVZ^JKRINO N %?$$[ ZL KQZQJ 

OQJ KRNaNkQJ[ ZIJLpQJ KeYVIYQJ IVPQRMiKIYQJ ] ZL YQM^VIYNYI`V[ ZQY^MLVKQJ[ MNV^NOLJ[ ZLPIVIYI`V ZL \RQYLJQJ ] 

\RQYLZIMILVKQJ[ LJj^LMNJ[ ZLJNRRQOOQJ IVPQRMiKIYQJ[ ^KIOIhNYI`V ZL ULRRNMILVKNJ IVPQRMiKIYNJ ZL KLRYLRQJ[ j^L LO 

G estor O&M[ KNVKQ LV LO \LRIQZQ ZL \RLJKNYI`V ZLO 2LRbIYIQ +A; YQMQ \QJKLRIQRMLVKL LV YNJQ ZL #LbQO^YI`V ZLO 

2LRbIYIQ( 

&O G estor O&M ZLaLRi LVKRLfNR OQJ Y`ZIfQJ P^LVKL ZQY^MLVKNZQJ ZL OQJ ZLJNRRQOOQJ j^L RLNOIYL \NRN %?$$ Z^RNVKL 

ON \RLJKNYI`V ZLO JLRbIYIQ +A;( 

13.10. SEGURIDAD   

&O G estor O&M ZLaLRi ̂ KIOIhNR OQJ NYYLJQJ YQVYLZIZQJ N OQJ JIJKLMNJ ] Lj^I\QJ ZL ON *LZ ZL )LOLPQVcN ZL %?$$[ mVIYN 

] LlYO^JIbNMLVKL \NRN LO ZLJLM\LpQ ZLO KRNaNkQ RLPOLkNZQ LV J^J QaOIfNYIQVLJ YQVKRNYK^NOLJ( 

&O G estor O&M ZLaLRi NZQ\KNR LV Nj^LOOQJ Lj^I\QJ ZL J^ \RQ\ILZNZ j^L bN]NV N NYYLZLR N OQJ RLY^RJQJ 

\RQ\QRYIQVNZQJ \QR LO %?$$ ONJ MLZIZNJ ZL cVZQOL KeYVIYQ j^L LJKNaOLhYN LO %?$$ \NRN fNRNVKIhNR ON JLf^RIZNZ L 

IVKLfRIZNZ ZL ON *LZ ZL )LOLPQVcN[ ONJ RLZLJ ZL ZNKQJ[ ZL OQJ JIJKLMNJ IVPQRMiKIYQJ ] ZL ON IVPQRMNYI`V j^L 

YQVKILVLV ] N ON j^L KILVLV NYYLJQ( 

&JKNJ MLZIZNJ IVYO^]LV[ YQMQ McVIMQo 
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� &O Lj^I\Q IVPQRMiKIYQ Q ZIJ\QJIKIbQ UNRZqNRL LJKNRi NYK^NOIhNZQ YQV KQZQJ OQJ \NRYULJ ] NYK^NOIhNYIQVLJ 

YRcKIYNJ ] ZL JLf^RIZNZ OIaLRNZNJ \QR LO PNaRIYNVKL[ KNVKQ ZLO UNRZqNRL YQMQ ZLO 2IJKLMN +\LRNKIbQ( 

� &O Lj^I\Q IVPQRMiKIYQ Q ZIJ\QJIKIbQ UNRZqNRL ZLaLRi MNVKLVLRJL NYK^NOIhNZQ MLZINVKL ON N\OIYNYI`V ZL 

OQJ \NRYULJ ] NYK^NOIhNYIQVLJ YRcKIYNJ ] ZL JLf^RIZNZ \RQ\QRYIQVNZQJ \QR LO PNaRIYNVKL[ KNVKQ ZLO UNRZqNRL 

YQMQ ZLO 2IJKLMN +\LRNKIbQ[ N ON MN]QR aRLbLZNZ \QJIaOL ^VN bLh JL UN]NV \^aOIYNZQ ZL PQRMN QPIYINO 

ZIYUQJ \NRYULJ ] NYK^NOIhNYIQVLJ( 

� 2ILM\RL j^L LO 2IJKLMN +\LRNKIbQ OQ \LRMIKN[ ZLaLRi YQVKNR YQV MLZIZNJ ZL YQVKLVYI`V DNVKIbIR^J[ 

NVKIJ\]qNRL[ LKY(E IVJKNONZNJ[ NYKIbNJ ] NYK^NOIhNZNJ( 

� 3QJ Lj^I\QJ ZLJKIVNZQJ N ZNR JLRbIYIQ NO YQVKRNKQ[ YQVbLVIQ Q NY^LRZQ MNVKLVIZQ YQV %?$$ ZLaLRiV LJKNR 

NIJONZQJ ZL ON RLZ \RQ\IN ZL ON LVKIZNZ LlKLRVN[ YQVKRNKN Q \RQbLLZQR( 

� 2L ZLaLRi MNVKLVLR IVPQRMNZQ NO RLJ\QVJNaOL ZLO YQVKRNKQ[ YQVbLVIQ Q NY^LRZQ LV %?$$ LV KQZQ 

MQMLVKQ[ N\QRKNVZQ ON NZLY^NZN k^JKIPIYNYI`V[ ZL Y^NOj^ILR YNMaIQ LV Lj^I\QJ[ YQVPIf^RNYI`V ZL OQJ 

MIJMQJ ] \LRJQVNO \RQ\IQ Q LlKLRVQ j^L NYYLZN N OQJ RLY^RJQJ \RQ\QRYIQVNZQJ \QR %?$$ \NRN LO 

ZLJLM\LpQ ZLO KRNaNkQ RLPOLkNZQ LV J^J QaOIfNYIQVLJ YQVKRNYK^NOLJ[ ZLO YQVbLVIQ Q ZLO NY^LRZQ( 

� %?$$ JL RLJLRbN LO ZLRLYUQ ZL ZLJYQVLlI`V LV YNJQ ZL ZLKLYKNR Y^NOj^ILR IVYIZLVKL ZL JLf^RIZNZ IM\^KNaOL 

NO G estor O&M j^L \^LZN YQM\RQMLKLR ON IVKLfRIZNZ ZL ON *LZ ZL )LOLPQVcN[ ONJ *LZLJ ZL ZNKQJ ] OQJ 

2IJKLMNJ ZL $VPQRMNYI`V ] %QM^VIYNYI`V ZL %?$$ NJc %?$$[ ON YQVPIZLVYINOIZNZ[ IVKLfRIZNZ ] ZIJ\QVIaIOIZNZ 

ZL ON IVPQRMNYI`V j^L YQVKILVLV( 

� &O G estor O&M JL YQM\RQMLKL[ LV YNJQ ZL j^L UN]N LbIZLVYINJ ZLMQJKRNaOLJ ZL j^L ^V IVYIZLVKL ZL 

JLf^RIZNZ LV %?$$ LJ NYUNYNaOL N eO[ N LONaQRNR ^V IVPQRML \QRMLVQRIhNZQ ] LlUN^JKIbQ ZLO IVYIZLVKL LV 

LO j^L UNRi YQVJKNR[ YQMQ McVIMQ[ ON JIf^ILVKL IVPQRMNYI`Vo 

o 1OYNVYL ] QakLKIbQJ ZLO ZQY^MLVKQ( 

o #LJYRI\YI`V ZLO IVYIZLVKL( 

o +RIfLV ZLO IVYIZLVKL( 

o #LJYRI\YI`V YRQVQO`fIYN ZL OQJ ULYUQJ( 

o #LJYRI\YI`V ZL ONJ NYYIQVLJ \RLbLVKIbNJWYQRRLYKIbNJ OOLbNZNJ N YNaQ( 

o &bNO^NYI`V ZL OQJ RLY^RJQJ U^MNVQJ[ \LRKLVLYILVKLJ NO Lj^I\Q ZL KRNaNkQ NJIfVNZQ NO YQVKRNKQ 

aNkQ LO j^L JL \RLJKNV OQJ JLRbIYIQJ NO %?$$[ j^L UNV JIZQ VLYLJNRIQJ \NRN LO NViOIJIJ ] RLJQO^YI`V 

ZLO IVYIZLVKL( 

%?$$ JL RLJLRbN LO ZLRLYUQ ZL RLNOIhNR ONJ N^ZIKQRcNJ ZL JLf^RIZNZ j^L YQVJIZLRL VLYLJNRINJ[ \RLbIN YQM^VIYNYI`V 

NO G estor O&M[ \NRN fNRNVKIhNR LO Y^M\OIMILVKQ ZL OQJ RLj^IJIKQJ KeYVIYQJ Nj^c ZIJ\^LJKQJ( 2I %?$$ ZLKLYKN VQT

YQVPQRMIZNZLJ YQV OQ Nj^c ZIJ\^LJKQ[ JL YQVYLZLRi NO G estor O&M ^V \ONhQ \NRN J^aJNVNR ZIYUNJ VQT

YQVPQRMIZNZLJ( 2I eJKNJ \LRJIJKLV ^VN bLh NfQKNZQ LO \ONhQ[ \QZRiV JLR YN^JN ZL RLJQO^YI`V ZLO YQVKRNKQ(  

3N fLJKI`V ZL ON JLf^RIZNZ PQRMN \NRKL ZLO %NKiOQfQ ZL 2LRbIYIQJ D2&*4g)1%gB<E( 
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13.11. CONFIDENCIALIDAD 

)QZN ON IVPQRMNYI`V j^L JL LVKRLf^L NO G estor O&M \NRN LO ZLJNRRQOOQ ZL OQJ KRNaNkQJ KLVZRi LO YNRiYKLR ZL 

YQVPIZLVYINO( 

&O G estor O&M j^LZN Ll\RLJNMLVKL QaOIfNZQ N MNVKLVLR NaJQO^KN YQVPIZLVYINOIZNZ ] RLJLRbN JQaRL Y^NOj^ILR 

ZNKQ j^L \^ZILRN YQVQYLR YQV QYNJI`V ZLO Y^M\OIMILVKQ Q RLNOIhNYI`V ZL OQJ KRNaNkQJ QakLKQ ZLO YQVKRNKQ[ 

LJ\LYINOMLVKL OQJ ZL YNRiYKLR \LRJQVNO Q LM\RLJNRINO[ j^L VQ \QZRi YQ\INR Q ^KIOIhNR YQV PIV ZIJKIVKQ NO j^L PIf^RN 

LV LO YQVKRNKQ[ VI KNM\QYQ YLZLR N QKRQJ VI JIj^ILRN N LPLYKQJ ZL YQVJLRbNYI`V( &V KQZQ YNJQ[ LO G estor O&M

NYK^NRi LV LO KRNKNMILVKQ ZL OQJ ZNKQJ mVIYNMLVKL ZL YQVPQRMIZNZ YQV ONJ IVJKR^YYIQVLJ j^L OL JLpNOL %?$$( 

%^NOj^ILR YQM^VIYNYI`V Q \^aOIYNYI`V ZL OQJ KRNaNkQJ JIV \RLbIN N^KQRIhNYI`V Ll\RLJN \QR LJYRIKQ ZL %?$$ \QZRi JLR 

YN^JN ZL RLJQO^YI`V ZLO YQVKRNKQ[ LV YNJQ ZL LJKNR bIfLVKL[ YQV \eRZIZN ZL ON fNRNVKcN ZL\QJIKNZN[ NJc YQMQ[ LV 

Y^NOj^ILR YNJQ[ LJKe Q VQ bIfLVKL LO YQVKRNKQ[ ZNR O^fNR N ONJ NYYIQVLJ OLfNOLJ j^L %?$$ \^ZILRN LM\RLVZLR \NRN 

RLJNRYIR Nj^LOOQJ ZNpQJ Q \LRk^IYIQJ YN^JNZQJ \QR ON ZIb^OfNYI`V[ Q ^JQ ZL ON IVPQRMNYI`V P^LRN ZLO iMaIKQ ] NOYNVYL 

ZLO YQVKRNKQ( 

&O G estor O&M ZLbQObLRi NO %?$$ ON IVPQRMNYI`V YQVPIZLVYINO[ ON aQRRNRi ZL MNVLRN JLf^RN Q ON ZLJKR^IRi ZNVZQ 

\R^LaN ZL LOOQ[ KLVILVZQ LV Y^LVKN OQJ JIf^ILVKLJ RLj^IJIKQJo  

� LV YNJQ ZL ZLbQO^YI`V[ LO G estor O&M ZLbQObLRi NO %?$$ ON IVPQRMNYI`V YQVPIZLVYINO ] KQZNJ J^J YQ\INJ[ 

YQM\RQMLKIeVZQJL N VQ YQVJLRbNR YQ\IN NOf^VN ZL ZIYUN IVPQRMNYI`V YQVPIZLVYINO( 

� en caso de borrado de soportes m agnéticos[ LO G estor O&M JL YQM\RQMLKL NO aQRRNZQ JLf^RQ ZL ON 

IVPQRMNYI`V YQVKLVIZN LV JQ\QRKLJ MNfVeKIYQJ JIf^ILVZQ YQMQ McVIMQ OQJ \RQKQYQOQJ ZL aQRRNZQ JLf^RQ 

ZLO %%;* D%LVKLR PQR ;NfVLKIY *LYQRZIVf *LJLNRYUE 

� en caso de borrado de soportes ópticos[ LO G estor O&M JL YQM\RQMLKL NO aQRRNZQ JLf^RQ ZL ON 

IVPQRMNYI`V YQVKLVIZN LV JQ\QRKLJ `\KIYQJ 

� en caso de destrucción[ LO G estor O&M JL YQM\RQMLKL N ON ZLJKR^YYI`V ZL ON ZQY^MLVKNYI`V LV \N\LO ] 

ZL Nj^LOOQJ JQ\QRKLJ MNfVeKIYQJ[ ̀ \KIYQJ Q ZL QKRNJ cVZQOLJ YN\NYLJ ZL NOaLRfNR IVPQRMNYI`V YQVPIZLVYINO 

LV ^V \ONhQ MilIMQ ZL KRLJ MLJLJ N \NRKIR ZL ON JQOIYIK^Z ZL %?$$( 3N ZLJKR^YYI`V ZL MNKLRINO \N\LO JL 

RLNOIhNRi[ YQMQ McVIMQ[ LV LO VIbLO ZL JLf^RIZNZ 8 JLfmV LJ\LYIPIYN ON VQRMN #$" 8/<.<T'( CNRN ON 

ZLJKR^YYI`V ZL QKRQ KI\Q ZL JQ\QRKLJ[ LO G estor O&M ZLaLRi ZIJ\QVLR ZL ON YQRRLJ\QVZILVKL YLRKIPIYNYI`V[ 

Q ZL ^V YQVKRNKQ PIRMNZQ YQV ^VN KLRYLRN LM\RLJN YLRKIPIYNZN[ \NRN ON fLJKI`V[ \RQZ^YYI`V ] KRNVJ\QRKL 

ZL RLJIZ^QJ[ LMIKIeVZQJL ̂ V YLRKIPIYNZQ NYRLZIKNKIbQ ZL ON ZLJKR^YYI`V ZL ZIYUQ MNKLRINO j^L JL UNRi OOLfNR 

N %?$$ LV ^V \ONhQ MilIMQ ZL KRLIVKN ZcNJ ZLJZL ON LMIJI`V ZL ZIYUQ YLRKIPIYNZQ 

&O %?$$ KLVZRi ZLRLYUQ N LlIfIR LV Y^NOj^ILR MQMLVKQ j^L ON IVPQRMNYI`V YQVPIZLVYINO \RQ\QRYIQVNZN NO G estor 

O&M JLN ZLb^LOKN[ aQRRNZN ZL MNVLRN JLf^RN Q ZLJKR^IZN[ ]N JLN NVKLJ[ Z^RNVKL Q ZLJ\^eJ ZL ON RLNOIhNYI`V ZL 
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OQJ KRNaNkQJ( 3N ZLbQO^YI`V[ aQRRNZQ JLf^RQ Q ZLJKR^YYI`V ZL ON IVPQRMNYI`V VQ LlIMIRi NO G estor O&M ZLO 

Y^M\OIMILVKQ ZL YQVPIZLVYINOIZNZ Nj^c RLPOLkNZQ( &O G estor O&M J`OQ \QZRi RLbLONR ON IVPQRMNYI`V YQVPIZLVYINO N 

J^J LM\OLNZQJ[ YQV ON PIVNOIZNZ ZL RLNOIhNR LO KRNaNkQ QakLKQ ZLO YQVKRNKQ ] JLRi RLJ\QVJNaOL ZL OQJ NYKQJ ZL OQJ 

MIJMQJ( &O G estor O&M j^LZN[ If^NOMLVKL[ QaOIfNZN NO Y^M\OIMILVKQ ZL OQ ZIJ\^LJKQ LV ONJ OL]LJ bIfLVKLJ JQaRL 

\RQKLYYI`V ZL ZNKQJ ZL YNRiYKLR \LRJQVNO( 3NJ QaOIfNYIQVLJ ZL YQVPIZLVYINOIZNZ LJKNaOLYIZNJ LV LO YQVKRNKQ JQV ZL 

YNRiYKLR IVZLPIVIZQ( 
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14. RELACIONES CON TERCEROS 

3N MIJI`V ZLO G estor O&M ] LO QakLKIbQ ZLO 2LRbIYIQ +A; LJ NJLf^RNR j^L LO 2LRbIYIQ ZL )LOLPQVcN ZL %?$$ KILVL ON 

ZIJ\QVIaIOIZNZ[ YQVKIV^IZNZ ] YNOIZNZ RLj^LRIZNJ \NRN UNYLR \QJIaOL ONJ YQM^VIYNYIQVLJ ZL bQh LVKRL \LRJQVNO ZL 

ON YQM\NpcN ] LVKRL eJKQJ[ J^J YOILVKLJ[ \RQbLLZQRLJ ] Y^NOj^ILR KI\Q ZL \LRJQVN j^L VLYLJIKL RLONYIQVNRJL YQV 

%?$$( 

3N *LZ ZL )LOLPQVcN LV ON j^L JL JQ\QRKNV LJKNJ YQM^VIYNYIQVLJ JL YQVPIf^RN YQV LOLMLVKQJ KLYVQO`fIYQJ j^L[ 

MiJ NOOi ZL OQ ZLJYRIKQ LV N\NRKNZQJ NVKLRIQRLJ[ YNaL NJQYINROQJ N ZQJ fR^\QJ LV P^VYI`V ZL ON RLJ\QVJNaIOIZNZ ] ON 

YN\NYIZNZ ZL NYYI`V j^L LO G estor O&M KILVL JQaRL LOOQJo 

� Elem entos tecnológicos con responsabilidad directa y capacidad plena ZL NYK^NYI`V \NRN RLJQObLR 

IVYIZLVYINJ ] \RQaOLMNJ[ fLJKIQVNR YNMaIQJ[ NKLVZLR \LKIYIQVLJ[ MQVIKQRIhNR ] fLJKIQVNR YN\NYIZNZLJ ] 

YQVPIf^RNYIQVLJ 

� Elem entos tecnológicos con responsabilidad indirecta sobre los que no tiene responsabilidad directa ni 

capacidad de actuación, JILVZQ QKRQJ fR^\QJ KeYVIYQJ ZL %?$$ Q ZL KLRYLRQJ j^ILVLJ RLNOIhNV Y^NOj^ILR 

NYK^NYI`V JQaRL LOOQJ( 

&V Y^NOj^ILR YNJQ[ LV OQ j^L JL RLPILRL NO JLf^VZQ fR^\Q ZL LOLMLVKQJ[ LO G estor O&M JILM\RL JLRi RLJ\QVJNaOL 

ZLo

� $ZLVKIPIYNR[ Z^RNVKL OQJ \RQYLJQJ ZL RLfIJKRQ[ YONJIPIYNYI`V[ IVbLJKIfNYI`V ] ZINfV`JKIYQ JI LO LbLVKQ j^L 

ZLJLVYNZLVN ON NYKIbIZNZ ZL JLRbIYIQ JL LVMNRYN LV LO iMaIKQ ZL OQJ LOLMLVKQJ KLYVQO`fIYQJ j^L VQ JQV 

ZL J^ RLJ\QVJNaIOIZNZ ZIRLYKN 

� #QY^MLVKNR J^ LVKLVZIMILVKQ ZL ONJ YN^JNJ j^L IVZIYNV j^L LJ VLYLJNRIQ RLNOIhNR ^VN NYK^NYI`V LV 

LOLMLVKQJ KLYVQO`fIYQJ fQaLRVNZQJ \QR KLRYLRQJ 

� )RNJONZNR N OQJ KLRYLRQJ j^L YQRRLJ\QVZNV LO IVYIZLVKL[ ZL NY^LRZQ YQV OQJ \RQYLZIMILVKQJ ] 

ULRRNMILVKNJ LJKNaOLYIZQJ ] bNOIZNZQJ \QR %?$$ 

� %QONaQRNR[ JI YNaL YQV KLRYLRQJ LV LO NViOIJIJ NZIYIQVNO \NRN YQVYRLKNR ONJ NYYIQVLJ N RLNOIhNR 

� XNYLR JLf^IMILVKQ ZL ONJ NYK^NYIQVLJ ZL OQJ KLRYLRQJ[ UNJKN RLYIaIR YQVPIRMNYI`V ZL j^L JL UNV RLNOIhNZQ 

ONJ NYYIQVLJ VLYLJNRINJ 

� %QM\RQaNR ON YQRRLYKN LkLY^YI`V ZL ONJ NYYIQVLJ ] \QR KNVKQ LO YQRRLYKQ P^VYIQVNMILVKQ ZL ON *LZ ZL 

)LOLPQVcN ] ZL ON \RLJKNYI`V ZLO 2LRbIYIQ 

� %QM^VIYNR[ LV J^ YNJQ[ N OQJ IM\OIYNZQJ[ ^J^NRIQJ ] RLJ\QVJNaOLJ ZL %?$$ ON Y^OMIVNYI`V ZL ONJ NYYIQVLJ 

� %LRRNR ] ZQY^MLVKNR LV OQJ JIJKLMNJ ZL fLJKI`V ZLO 2LRbIYIQ +A;  

3N RLONYI`V YQV KLRYLRQJ JLRi YQVo 

� @R^\QJ )eYVIYQJ %?$$ ZL ONJ iRLNJ ZL KLOLYQM^VIYNYI`V ] JIJKLMNJ ZL IVPQRMNYI`V 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

� 2LRbIYL #LJn D1KLVYI`V ^J^NRIQJ JIJKLMNJ ZL IVPQRMNYI`VE 

� +\LRNZQRLJ ZL KLOLYQM^VIYNYI`V \RQbLLZQRLJ ZL OQJ JLRbIYIQJ ZL YQVLlI`V N ON RLZ \maOIYN Q ZL QKRQJ 

RLONYIQVNZQJ j^L \^ZILRNV LJKNR YQVKRNKNZQJ 

� 0NaRIYNVKLJ ZL ONJ JQO^YIQVLJ KLYVQO`fIYNJ ZLJ\OLfNZNJ 

� CRQbLLZQRLJ ZL 2LRbIYIQJ LV %OQ^Z 

� %QVKRNKNJ ZL YNaOLNZQ 

14.1. GRUPOS TÉCNICOS DE CYII 

2L KRNKN ZL OQJ fR^\QJ ZL ZIJKIVKNJ iRLNJ KeYVIYNJ YQV ONJ j^L IVKLRNYKmL ON RLZ ZL KLOLPQVcN(  

1 KcK^OQ QRILVKNKIbQ JL IZLVKIPIYNVo 

� @R^\Q ZL fLJKI`V ZL *LZ ZL #NKQJ %QR\QRNKIbN 

� @R^\Q ZL fLJKI`V ZL JLf^RIZNZ 

� @R^\Q ZL fLJKI`V ZL IVPRNLJKR^YK^RNJ Xr[ bIRK^NOIhNYI`V[ %C# 

� @R^\Q ZL fLJKI`V ZL IVPRNLJKR^YK^RNJ 2r[ NZMIVIJKRNYI`V 2+ DrIVZQqJ[ 3IV^lE[ 99## 

� @R^\Q ZL fLJKI`V ZL JQO^YIQVLJ ZL NOMNYLVNMILVKQ 

� @R^\Q ZL fLJKI`V ZL *LZ r1" ] ;C32  

� @R^\Q ZL fLJKI`V ZL YIRY^IKQJ ZL Q\LRNZQRLJ LlKLRVQJ 

� @R^\Q ZL fLJKI`V ZL MQVIKQRIhNYI`V DGLVVQJ[ "NfIQJ[ %1%)$[ @*101"1E 

� @R^\Q N\OIYNYI`V )&3%+ ZL fLJKI`V ZL ^J^NRIQJ ZL KLOLPQVcN IVKLfRNZN YQV 21C 

� @R^\Q N\OIYNYIQVLJ ;IYRQJKRNKLf] \NRN ON fLVLRNYI`V ZL IVPQRMLJ 9$ 

� @R^\Q N\OIYNYI`V )NRIPIYNYI`V ZL fLJKI`V ZL PNYK^RNYI`V KLOLP`VIYN N ON j^L JL LVKRLfNV %#* 

&V KQZQ YNJQ[ Z^RNVKL ON 0NJL ZL )RNVJIYI`V ] )QMN ZL %QVKRQO j^LZNRiV ZLPIVIKIbNMLVKL ZLPIVIZQJ ] LJKNaOLYIZQJ 

OQJ \RQYLZIMILVKQJ ZL RLONYI`V( $f^NOMLVKL[ LJKQJ fR^\QJ \QZRiV YNMaINR N OQ ONRfQ ZLO \LRIQZQ ZL \RLJKNYI`V ZLO 

2LRbIYIQ +A;[ ZLaILVZQ LO G estor O&M NZN\KNRJL N OQJ RLj^IJIKQJ MNRYNZQJ \QR %?$$ LV Y^NVKQ N ON LbQO^YI`V 

QRfNVIhNKIbN ] P^VYIQVNO ZL J^J iRLNJ KeYVIYNJ ZL KLOLYQM^VIYNYIQVLJ ] JIJKLMNJ ZL IVPQRMNYI`V( 

14.2. SERVICE DESK (SISTEMAS DE INFORMACIÓN). SERVICIO 2112 y 1331 

%QMQ JL IVZIYN LV LO %N\cK^OQ < #IRLYKRIYLJ \NRN ON ZLPIVIYI`V ZLO ;QZLOQ +A; ] LV LO YN\cK^OQ ZL %NKiOQfQ ZL 

2LRbIYIQJ[ L\cfRNPL 2&*4g+C&gB'g@LJKI`V ZL ON #LMNVZN[ ^VN ZL ONJ YONbLJ ZLO ;QZLOQ +A; N ZLJ\OLfNR LJ J^ 

$MaRIYNYI`V LV LO ;QZLOQ ZL @LJKI`V )$ ZL %?$$(  

1ZLMiJ ZL ON RLONYI`V YQV OQJ fR^\QJ KeYVIYQJ ^VN RLONYI`V IM\RLJYIVZIaOL ] YRcKIYN LJ ON RLONYI`V YQV LO iRLN ZL 

NKLVYI`V N ^J^NRIQJ D2LRbIYL #LJnE KNVKQ LV OQ j^L JL RLPILRL N OQJ \RQYLZIMILVKQJ ZL fLJKI`V YQMQ N ONJ 

ULRRNMILVKNJ D&lKLVJI`V /'/'[ '88' ] 1\OIYNYI`V 2,2?E( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

&V ON 0NJL ZL )RNVJIYI`V ] )QMN ZL %QVKRQO ZLaLRiV j^LZNR YONRNMLVKL LJKNaOLYIZQJ OQJ \RQYLZIMILVKQJ LV LJKL 

iMaIKQ ] Y`MQ LO G estor O&M NZN\KNRi J^ MQZLOQ ZL RLPLRLVYIN DYN\NYIZNZ KeYVIYN RLj^LRIZNE ] ^KIOIhNRi ONJ 

ULRRNMILVKNJ ZL %?$$ ZL PQRMN YQQRZIVNZN YQV ONJ J^]NJ \RQ\INJ JI NJc OQ YQVJIZLRN YQVbLVILVKL( &V KQZQ YNJQ LO 

G estor O&M LV J^ \RQ\^LJKN ZLaLRi IVZIYNR Y^iO LJ J^ N\RQlIMNYI`V N LJKL RLj^LRIMILVKQ LJLVYINO( 

1J\LYKQJ YONbL N YQVJIZLRNR LV LJKL MQZLOQ ZL RLONYI`V JQVo 

� )RNVJPLRLVYIN ZL OONMNZNJ ZLO '88' ]WQ NO /''/ LV YNOILVKL[ OQ j^L JIfVIPIYN j^L LO VIbLO ZL JLRbIYIQ 

LVKLVZIZQ YQMQ LO VmMLRQ ZL OONMNZNJ NKLVZIZNJ LV MLVQJ ZL /B JLf^VZQJ ZLaL JLR YLRYNVQ NO 'BBw 

� ,KIOIhNYI`V ZL N\OIYNYI`V 2,2? \NRN RLfIJKRQ ] JLf^IMILVKQ ZL NYKIbIZNZLJ ZL JLRbIYIQ \QR \NRKL ZLO G estor 

O&M[ aNJNZN LV ON ULRRNMILVKN %1 2LRbIYL #LJn Y^]NJ OIYLVYINJ JLRiV N YNRfQ ZLO G estor O&M

� %QONaQRNYI`V LV ON NZLY^NYI`V ZL ON N\OIYNYI`V 2,2?[ ] OQJ \RQYLZIMILVKQJ LlIJKLVKLJ NO MQZLOQ ZL fLJKI`V 

NYQRZNZQ LV ON 0NJL ZL )RNVJIYI`V 

� ,KIOIhNYI`V ZL ZNKQJ RLfIJKRNZQJ LV 2,2? \NRN RLNOIhNR LO JLf^IMILVKQ ] YQVKRQO ZL ON NYKIbIZNZ[ 

Y^M\OIMILVKQ ZL 1"2 

� %QONaQRNYI`V LV OQJ \RQYLJQJ ZL LlKRNYYI`V ZL IVPQRMNYI`V ZL ZNKQJ ZL 2,2? \NRN JLf^IMILVKQ[ YQVKRQO 

] RL\QRKL LV N\OIYNYIQVLJ 9$ ZLO G estor O&M

14.3. OPERADORES DE TELECOMUNICACIÓN 

3N RLONYI`V YQV OQJ Q\LRNZQRLJ ZL KLOLYQM^VIYNYI`V YQV OQJ j^L %?$$ KLVfN YQVKRNKNZQJ OQJ JLRbIYIQJ ZL YQVLlI`V 

N ON RLZ \maOIYN ^ QKRQJ JLRbIYIQJ NbNVhNZQJ j^L \^ZILRNV N\OIYNR JL ZLaL \RLbLR LV ZQJ NJ\LYKQJo 

� Aspectos estratégicos y contractuales[ NM\OINYI`V[ MQZIPIYNYI`V ZL JLRbIYIQJ[ ZQVZL ON RLONYI`V JLRi 

JILM\RL[ LV YNJQ ZL JLR VLYLJNRIQ YNVNOIhNZNJ N KRNbeJ ZL %?$$( &O G estor O&M JQOIYIKNRi N OQJ RLJ\QVJNaOLJ 

ZL %?$$ OQ j^L JL VLYLJIKL[ JILM\RL j^L LJKe N^KQRIhNZQ LV OQJ YQMIKeJ ZL ZIRLYYI`V ZLO 2LRbIYIQ +A; 

� Aspectos operativos[ ZQVZL ON RLONYI`V \QZRi JI %?$$ OQ N^KQRIhN JLR ZIRLYKN \NRN NJLf^RNR ON LPIYNYIN ] 

LPIYILVYIN ZL ONJ NYYIQVLJ( &V LJKL YNJQ JL VQMIVNRiV \LRJQVNJ ZLO G estor O&M N^KQRIhNZNJ \NRN LJKNJ 

fLJKIQVLJ YQV LO Q\LRNZQR 

14.4. FABRICANTES DE SOLUCIONES TECNOLÓGICAS 

&O G estor O&M ZLaL KLVLR ON YN\NYIZNZ \NRN RLONYIQVNRJL ZL PQRMN IVZL\LVZILVKL YQV OQJ PNaRIYNVKLJ ZL ONJ 

JQO^YIQVLJ KLYVQO`fIYNJ ] \QZLR RLYNaNR J^ N\Q]Q ] YQONaQRNYI`V NVKL LbLVKQJ j^L KRNJ\NJLV LO YQVQYIMILVKQ ZLO 

Lj^I\Q ZLO G estor O&M ] VLYLJIKLV LJYNONRJL N VIbLO ZL PNaRIYNVKL( 

3N RLONYI`V YQV OQJ PNaRIYNVKLJ ZL ONJ JQO^YIQVLJ KLYVQO`fIYNJ ZLaLRi LJKNR JQ\QRKNZN \QR OQJ 1Y^LRZQJ ZL 2Q\QRKL 

j^L JLNV VLYLJNRIQJ ] j^L ZLaLRi KLVLR LJKNaOLYIZQJ ZIRLYKNMLVKL LO G estor O&M YQV OQJ PNaRIYNVKLJ[ KNVKQ YQMQ 
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CNRKVLRJ ZLO 0NaRIYNVKL YQV LO NOYNVYL j^L YQRRLJ\QVZN YQMQ KNO YQMQ MLZINVKL NY^LRZQJ NZIYIQVNOLJ ZL JQ\QRKL 

j^L LV YNJQ ZL j^L K^bILRNV YQJKL JLRiV \QR Y^LVKN ZLO G estor O&M( 

&O G estor O&M IVYO^IRi LV J^ \RQ\^LJKN LO KI\Q ] NOYNVYL ZLO NY^LRZQ ZL JQ\QRKL[ JILVZQ LJLVYINOLJ OQJ NY^LRZQJ 

YQV ;$)&3 DCONKNPQRMN ;6+"&E[ ;$%*+2+0) D+PPIYL 87.[ )LNMJTCUQVLE NZLMiJ ZL OQJ j^L JLNV VLYLJNRIQJ \NRN 

N^VNR LO YQVQYIMILVKQ ] JQ\QRKL J^PIYILVKL ZLO RLJKQ ZL KLYVQOQfcNJ YQMQ JL IVZIYN LV LO %N\cK^OQ '/ *LY^RJQJ ZLO 

;QZLOQ ] J^ YQM\RQMIJQ ZL MNVKLVLROQ sbIbQt Z^RNVKL KQZQ LO \LRcQZQ ZL \RLJKNYI`V ZLO 2LRbIYIQ +A;(  

14.5. PROVEEDORES DE SOLUCIONES EN CLOUD 

3N V^aL Q %OQ^Z LJ ^VN KLVZLVYIN KLYVQO`fIYN NYK^NO j^L NPLYKNRi N ON LkLY^YI`V ZLO \RLJLVKL YQVKRNKQ( &V LO 

\LRcMLKRQ ZL ONJ JQO^YIQVLJ KLYVQO`fIYNJ \NRN ON *LZ ZL )LOLPQVcN ZL %?$$ JL IVYO^]L ON JQO^YI`V LV ON V^aL ZL 

)LNMJTCUQVL ZL ;IYRQJQPK( 

1^Vj^L YQVYL\K^NOMLVKL LO 2LRbIYIQ ZL +A; ZLaL ZLJ\OLfNRJL YQV ON MIJMN bIJI`V ] NOYNVYL YQV IVZL\LVZLVYIN 

ZLO KI\Q ZL \ONKNPQRMN[ Jc YNaL YQVJIZLRNR NOfmV NJ\LYKQ ZIPLRLVYINO ZLRIbNZQ ZLO NOQkNMILVKQ LV ON V^aL ZL ON 

JQO^YI`V( 

3QJ KRNaNkQJ ZL NZMIVIJKRNYI`V ] Ll\OQKNYI`V ZL LVKQRVQJ %OQ^Z ZLaLRiV LJKNR RLfIZQJ \QR OQJ MIJMQJ RLj^IJIKQJ 

j^L ON NZMIVIJKRNYI`V ] Ll\OQKNYI`V ZL LVKQRVQJ NOQkNZQJ LV OQJ %C#J ZL %?$$( CQR KNVKQ[ ZL PQRMN fLVLRNO[ JL 

JQOIYIKNRiV OQJ MIJMQJ KRNaNkQJ ] YQV ONJ MIJMNJ RLJKRIYYIQVLJ[ aILV LO JIJKLMN JLN NOQkNZQ LV OQJ %C#J ZL %?$$[ aILV 

JLN NOQkNZQ LV ^V JLRbIYIQ %OQ^Z[ YQV ONJ JIf^ILVKLJ MNKIhNYIQVLJo 

Gestión de Incidenciaso 2L YQVJIZLRNRi NO \RQbLLZQR ZL ON \ONKNPQRMN %OQ^Z YQMQ ^V \RQbLLZQR MiJ ZL 

IVPRNLJKR^YK^RN[ ] LO G estor O&M ZLaLRi LJYNONROL Nj^LOONJ IVYIZLVYINJ j^L ZLaNV JLR NKLVZIZNJ \QR LO \RQbLLZQR 

%OQ^Z[ ZLaLRi UNYLR ^V JLf^IMILVKQ ZL LJNJ IVYIZLVYINJ ] ZLaLRi YQVKRQONR j^L LO \RQbLLZQR %OQ^Z Y^M\OL OQJ 

1"2 LJKNaOLYIZQJ YQV eO[ ] LV J^ YNJQ LJYNONR ZLVKRQ ZL %?$$ LO IVY^M\OIMILVKQ ZL OQJ MIJMQJ[ \NRN j^L %?$$ LkLRYIKL 

ON N\OIYNYI`V ZL \LVNOIhNYIQVLJ j^L \^ZILRNV N\OIYNR LV LO YQVKRNKQ ZL \ONKNPQRMN %OQ^Z( 

Gestión de Problem aso &O G estor O&M JL YQM\RQMLKL N KRNaNkNR ZL PQRMN YQQRZIVNZN YQV LO \RQbLLZQR %OQ^Z ] 

OQJ JLRbIYIQJ ZL %?$$ \NRN LO ZINfV`JKIYQ ] JQO^YI`V ZL \RQaOLMNJ YQM\OLkQJ[ PNYIOIKNVZQ \NRN LOOQ Y^NVKN 

IVPQRMNYI`V JLN \RLYIJN NO \RQbLLZQR %OQ^Z ] N\QRKNVZQ J^ \RQ\IQ YQVQYIMILVKQ ZLO LVKQRVQ NZMIVIJKRNZQ( 

Gestión de la Configuracióno &V LO YNJQ ZL LVKQRVQJ %OQ^Z[ ON aNJL ZL ZNKQJ ZL 2,2? ZLO LVKQRVQ J^LOL LJKNR 

NOQkNZQJ LV ULRRNMILVKNJ \RQ\INJ ZL ON \ONKNPQRMN %OQ^Z( &V LJKL YNJQ LO G estor O&M ZLaLRi fLJKIQVNR ZIYUNJ 

ULRRNMILVKNJ ] ON YQVPIf^RNYI`V ZLO LVKQRVQ %OQ^Z[ ] LJ\LYINOMLVKL YQONaQRNRi YQV %?$$ LV LO YQVKRQO LYQV`MIYQ 

ZLO LVKQRVQ[ NJLJQRNVZQ N %?$$ LV ON PQRMN ZL Q\KIMIhNR LO LVKQRVQ %OQ^Z ZL YNRN N Q\KIMIhNR OQJ YQJKLJ ZL ON 

\ONKNPQRMN( 
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Gestión de Peticiones de Servicioo CNRN OQJ LVKQRVQJ %OQ^Z \RQaNaOLMLVKL LlIJKIRi YNKLfQRcNJ LJ\LYcPIYNJ ZL 

JQOIYIK^Z[ YQV J^ \RQ\IQ PO^kQ ZL N\RQaNYIQVLJ( 2LRi LJ\LYINOMLVKL IM\QRKNVKL j^L LO \RQbLLZQR YQONaQRL LV %?$$ 

LV IZLVKIPIYNR Nj^LOONJ JQOIYIK^ZLJ j^L \^LZNV KLVLR ^V IM\NYKQ LYQV`MIYQ LV ON \ONKNPQRMN[ ZL YNRN N LbNO^NR 

ZIYUQ IM\NYKQ NVKLJ ZL NKLVZLR ON YQRRLJ\QVZILVKL JQOIYIK^Z( 

Gestión de Cam bioso CNRN OQJ LVKQRVQJ %OQ^Z \RQaNaOLMLVKL LlIJKIRi YNKLfQRcNJ LJ\LYcPIYNJ ZL YNMaIQJ[ YQV J^ 

\RQ\IQ PO^kQ ZL N\RQaNYIQVLJ( 2LRi LJ\LYINOMLVKL IM\QRKNVKL j^L LO \RQbLLZQR YQONaQRL LV %?$$ LV IZLVKIPIYNR 

Nj^LOOQJ YNMaIQJ j^L \^LZNV KLVLR ^V IM\NYKQ LYQV`MIYQ LV ON \ONKNPQRMN[ ZL YNRN N LbNO^NR ZIYUQ IM\NYKQ 

NVKLJ ZL NKLVZLR LO YQRRLJ\QVZILVKL YNMaIQ( 

Gestión de Proyectoso &V LO Lj^I\Q ZLO G estor O&M ZLaLV LlIJKIR \LRPIOLJ YQV YQVQYIMILVKQ LV LJKN \ONKNPQRMN 

j^L \^LZNV YQVZ^YIR YQV elIKQ OQJ \RQ]LYKQJ LV LJKN iRLN YQV ^VN IVKLROQY^YI`V NZLY^NZN YQV OQJ IVfLVILRQJ ZL 

ON \ONKNPQRMN( &O G estor O&M YQONaQRNRi YQV %?$$ LV OQJ \IOQKQJ ZL \ONKNPQRMN %OQ^Z j^L Z^RNVKL ON Z^RNYI`V ZLO 

YQVKRNKQ ZL JLRbIYIQJ JL bN]NV N UNYLR 

Gestión de Capacidado &V LJKL YNJQ ON @LJKI`V ZL ON %N\NYIZNZ IRi MiJ QRILVKNZN NO YQVKRQO ] Q\KIMIhNYI`V ZL OQJ 

YQJKLJ j^L %?$$ \Nf^L \QR ON \ONKNPQRMN %OQ^Z(  

Gestión de Disponibilidado &V LJKL YNJQ LO G estor O&M ZLaLRi YQVKRQONR \NRN %?$$ j^L JL Y^M\ONV OQJ 1"2 ZL 

ZIJ\QVIaIOIZNZ LJKNaOLYIZQJ YQV LO \RQbLLZQR %OQ^Z[ ] LV J^ YNJQ LJYNONR ZLVKRQ ZL %?$$ LO IVY^M\OIMILVKQ ZL OQJ 

MIJMQJ[ \NRN j^L %?$$ LkLRYIKL ON N\OIYNYI`V ZL \LVNOIhNYIQVLJ j^L \^ZILRNV N\OIYNR LV LO YQVKRNKQ ZL \ONKNPQRMN 

%OQ^Z( 

Gestión de Continuidado &V LJKL YNJQ LO G estor O&M ZLaLRi YQONaQRNR YQV %?$$ \NRN UNYILVZQ ^JQ ZL ONJ 

YN\NYIZNZLJ ZL ON \ONKNPQRMN %OQ^Z JLOLYYIQVNZN ] YQVPIf^RNR ON MIJMN \NRN Y^aRIR OQJ RLj^IJIKQJ ZL %QVKIV^IZNZ 

j^L \QR JIJKLMN JL PIkL \QR VLfQYIQ( &V YNJQ ZL j^L ON \ONKNPQRMN %OQ^Z VQ \RQbLN ^VN JQO^YI`V ZL YQVKIV^IZNZ 

J^PIYILVKL Q j^L LO N\OIYNKIbQ LV YQVYRLKQ VQ \^LZN UNYLR ^JQ ZL ON MIJMN[ LO G estor O&M ZLaLRi LJYNONR ON 

JIK^NYI`V N %?$$ \NRN j^L JL a^Jj^LV QKRNJ JQO^YIQVLJ( 

Gestión de Seguridad y Accesos: &V LJKL YNJQ LO G estor O&M ZLaLRi YQVPIf^RNR OQJ ^J^NRIQJ LV ONJ \ONKNPQRMNJ ] 

OOLbNR ^V YQVKRQO ZL OQJ MIJMQJ[ ZL PQRMN j^L RL\QRKL N %?$$ ^V YQVKRQO MLVJ^NO ZL OQJ ^J^NRIQJ YQV NYYLJQ[ ] LO 

\QJIaOL YQJKL LYQV`MIYQ ZL OQJ MIJMQJ[ IVYO^]LVZQ ^VN \QJIaOL Q\KIMIhNYI`V ZLO ^JQ JI N\OIYNJL( 

Gestión de Monitorizacióno &V LJKL YNJQ[ ] ZL PQRMN fLVLRNO JLRi \RLYIJN ON ^KIOIhNYI`V ZL ULRRNMILVKNJ \RQ\INJ 

ZL ON \ONKNPQRMN %OQ^Z \NRN J^ MQVIKQRIhNYI`V( 2ILM\RL j^L JLN \QJIaOL LO G estor O&M( %^NVZQ VQ JLN \QJIaOL 
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ZLaLRi YQONaQRNR YQV %?$$ LV PIkNR LO MeKQZQ MiJ NZLY^NZQ ZL MQVIKQRIhNYI`V( 1ZLMiJ[ NVKL LbLVKQJ ZL 

MQVIKQRIhNYI`V j^L IVZIj^LV IVYIZLVYINJ LV ON \ONKNPQRMN %OQ^Z[ ZLaLRi LJYNONR NO \RQbLLZQR ZL ON \ONKNPQRMN[ 

Nj^LOONJ IVYIZLVYINJ j^L OL JLNV ZL N\OIYNYI`V ] UNYLR J^ JLf^IMILVKQ( 

%QMQ JL IVZIYN LV QKRQJ N\NRKNZQJ ZL LJKL #QY^MLVKQ ZL %QVZIYIQVLJ )eYVIYNJ ] +\LRNKIbNJ[ LO G estor O&M ̂ JNRi 

OQJ JLRbIYIQJ ZL JQ\QRKL j^L %?$$ KLVfN YQVKRNKNZQJ YQV LO \RQbLLZQR ZL JQO^YIQVLJ ] NZIYIQVNOMLVKL J^J \RQ\INJ 

YN\NYIZNZLJ ZL RLONYI`V YQMQ CNRKVLR ZL ;IYRQJQPK \NRN ZIJ\QVLR ZL ^V JQ\QRKL CRLMI^M j^L \^LZN JLROL 

VLYLJNRIQ Y^NVZQ ONJ NYKIbIZNZLJ ZL JLRbIYIQ VLYLJIKLV LO N\Q]Q ZLO \RQbLLZQR( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

14.6. CONTRATAS DE CABLEADO 

%?$$ Y^LVKN YQV ZIJKIVKNJ YQVKRNKNJ LVYNRfNZNJ ZL RLNOIhNR LO YNaOLNZQ ] YQVLlI`V PcJIYN ZL OQJ LOLMLVKQJ ZL ON RLZ 

ZL ZNKQJ DIVJKNONYI`V \^VKQJ ZL RLZ[ NYKIbNYI`V \^VKQJ ZL RLZ[ KRNaNkQJ ZL YQVLlI`V LV JqIKYULJ[ RQ^KLRJ[ U^aJ ] 

\NYKU \NVLOJE(  

&V LO YNJQ ZL ONJ NYKIbIZNZLJ ZL JLRbIYIQ DIVYIZLVYINJ[ JQOIYIK^ZLJ[ YNMaIQJE j^L RLj^ILRNV LJKL KI\Q ZL NYYIQVLJ[ LO 

@LJKQR +A; ZLaLRio 

� )RNJONZNR ON JQOIYIK^Z ZL KNRLN JLfmV LO \RQYLZIMILVKQ LJKNaOLYIZQ N KRNbeJ ZL 2,2? DONJ YQVKRNKNJ JQV ^V 

fR^\Q LJ\LYcPIYQ ZL KRNaNkQ LV 2,2?E 

� *LNOIhNR ON YQM\RQaNYI`V KeYVIYN ZL OQJ KRNaNkQJ 

� &V YQONaQRNYI`V YQV OQJ KeYVIYQJ ZL %?$$ UNYLR ON bNOIZNYI`V LYQV`MIYN ZL ONJ NYK^NYIQVLJ DRLbIJI`V ] 

bNOIZNYI`V ZL Y`ZIfQJ PNYK^RNaOLJ NJQYINZQJ N OQJ KRNaNkQJ ZL ONJ YQVKRNKNJE 
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15. PLAZOS 

&O \LRIQZQ ZL \RLJKNYI`V ZLO 2LRbIYIQ +A; ZLJYRIKQ LV LJKL Pliego de Prescripciones Técnicas JLRi ZL 48 m eses 

ZLJZL ON PLYUN ZL RL^VI`V ZL IVIYIQ ZL OQJ KRNaNkQJ.  

&JKN RL^VI`V JLRi NYQRZNZN LVKRL %?$$ ] LO G estor O&M[ ZLJ\^eJ ZL ON PIRMN ZLO YQVKRNKQ ZL JLRbIYIQ[ LV ^V \ONhQ 

j^L VQ LlYLZLRi ZL / m eses( &V LOON[ ZL Y^]N YLOLaRNYI`V JL OLbNVKNRi LO NYKN j^L YQVJKIK^IRi ON PLYUN QPIYINO ZL 

IVIYIQ ZL OQJ KRNaNkQJ D1YKN ZL $VIYIQE[ JL ZLYIZIRi ON PLYUN OcMIKL \NRN ON N\RQaNYI`V ] YILRRL ZLO CONV ZL CRQ]LYKQ ZL 

)RNVJIYI`V ] &JKNaIOIhNYI`V[ ON YQVJKIK^YI`V ZLO Lj^I\Q ZL KRNaNkQ QPLRKNZQ \NRN ONJ PNJLJ ZL KRNVJIYI`V ] ON 

YQVJIf^ILVKL RL^VI`V ZL ONVhNMILVKQ DnIYnTQPPE ZLO \RQ]LYKQ( Esta fecha nunca podrá ser superior a quince días 

desde el Acta de Inicio( 

&O G estor O&M ZLaLRi LONaQRNR LV J^ Propuesta de Modelo O&M ^VN \ONVIPIYNYI`V YQM\OLKN ] ZLKNOONZN ZL 

NYKIbIZNZLJ[ UIKQJ ] LVKRLfNaOLJ \QR YNZN ^VN ZL ONJ PNJLJ 

%?$$ IZLVKIPIYN ONJ JIf^ILVKLJ PNJLJ LV LO YIYOQ ZL bIZN ZLO 2LRbIYIQ +A;o 

� 0NJL ZL )RNVJIYI`V 

� 0NJL ZL &JKNaIOIhNYI`V 

� 0NJL ZL COLVQ 2LRbIYIQ 

� 0NJL ZL #LbQO^YI`V
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&O G estor O&M[ LV J^ CRQ\^LJKN ZL ;QZLOQ ] 2LRbIYIQJ +A;[ ZLaL LONaQRNR ^V CONV ZL CRQ]LYKQ ZLKNOONZQ ZQVZL 

JL RLYQkNV KQZNJ OQJ UIKQJ[ KNRLNJ ] LVKRLfNaOLJ ZL YNZN PNJL(  

3QJ JIf^ILVKLJ ZQY^MLVKQJ ] \ONVKIOONJ ZL N\Q]Q \NRN ON YQRRLYKN LONaQRNYI`V ZLO CONV ZL CRQ]LYKQo 

� +#CT@T@^cN ZL *LPLRLVYINT @^cN ZL RLPLRLVYIN \NRN ON N\OIYNYI`V ZL ON ;LKQZQOQfcN( 

� +#CT@TCONV ZL @LJKI`V ZLO CRQ]LYKQ bNRINJ PNJLJ #QY^MLVKQ �VIYQ 

&JKL ZQY^MLVKQ JLRi ON \ONVKIOON j^L LO G estor O&M ZLaLRi ^KIOIhNR \NRN \RLJLVKNR LO CONV ZL CRQ]LYKQ LV J^ 

\RQ\^LJKN ] YQVKILVL KQZQJ OQJ YN\cK^OQJ VLYLJNRIQJ \NRN ZLJYRIaIR OQJ QakLKIbQJ[ NOYNVYL[ MQZLOQ[ JQO^YI`V ] 

ULRRNMILVKNJ \RQ\^LJKNJ ] \NRN LO NZLY^NZQ JLf^IMILVKQ ] YQVKRQO ZLO \RQ]LYKQ( 3N VQ \RLJLVKNYI`V ZLO \ONV LV 

ON \ONVKIOON J^MIVIJKRNZN \QR %?$$ J^\QVZRi ON VQ YQVJIZLRNYI`V ZL ON \RQ\^LJKN \RLJLVKNZN \NRN LO \RQYLJQ ZL 

OIYIKNYI`V(  

3QJ YN\cK^OQJ ZLO \ONV ZL \RQ]LYKQ JQV OQJ JIf^ILVKLJo 

� $VKRQZ^YYI`V NO CONV ZL @LJKI`V ZLO CRQ]LYKQ 

o CRQ\`JIKQ 

o 1OYNVYL 

o CRL\NRNYI`V 

o 1\RQaNYI`V 

o 1YK^NOIhNYI`V 

o CLRIQZIYIZNZ ZLO YQVKRQO ] RLbIJI`V ZLO CONV 

� $VKRQZ^YYI`V NO CRQ]LYKQ D#LJYRI\YI`V fLVLRNO ZLO CRQ]LYKQE 

o #LJYRI\YI`V fLVLRNO 

o #LJYRI\YI`V ZLO 1OYNVYL 

o #LJYRI\YI`V ZL ON JQO^YI`VWMQZLOQWULRRNMILVKNJ 

� #LJYRI\YI`V ZLKNOONZN ZLO MQZLOQ ] ULRRNMILVKNJ \RQ\^LJKQJ ] ZL J^J YQM\QVLVKLJ 

� &VKQRVQ KLYVQO`fIYQ VLYLJNRIQ( 

o *QOLJ ] *LJ\QVJNaIOIZNZLJ 

� CONVLJ \NRN YNZN ^VN ZL ONJ iRLNJ ZL @LJKI`V 

o CONV ZL @LJKI`V ZLO 1OYNVYL D@LJKI`V ZL %NMaIQJE LV LO j^L JL KLVZRiV LV Y^LVKN ONJ ZIPLRLVKLJ 

PNJLJ j^L YQVPQRMNV J^ NOYNVYL 

o CONV @LJKI`V ZLO )ILM\QW%RQVQfRNMN LV LO j^L JL IZLVKIPIj^LV ONJ ZIPLRLVKLJ KNRLNJ 

o CONV ZL @LJKI`V ZL %QJKLJ 

o CONV ZL @LJKI`V ZL *ILJfQJW%QVKIVfLVYINJ 

o CONV ZL @LJKI`V ZL *LY^RJQJ T LV LJKL \ONV JL KLVZRiV LV Y^LVKN OQJ ZIPLRLVKLJ Lj^I\QJ ZL KRNaNkQ 

j^L \^LZNV \NRKIYI\NR LV ON KRNVJIYI`V ZLO JLRbIYIQ 
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o CONV ZL @LJKI`V ZL ON %QM^VIYNYI`V _ LV LJKL \ONV JL ZLPIVIRi ON PQRMN YQQRZIVNZN ZL KRNaNkQ 

LVKRL LO \RLJKNKNRIQ JNOILVKL ] LO LVKRNVKL 

o CONV ZL @LJKI`V ZL ON %NOIZNZ _ LV \NRKIY^ONR JL ZLKNOONRi ONJ YQVZIYIQVLJ ZL NYL\KNYI`V ZL ON PNJL 

ZL KRNVJIYI`V j^L UNV ZL JNKIJPNYLRJL 

� %ILRRL ZLO CRQ]LYKQ 

&O CONV ZL CRQ]LYKQ ZLaLRi JLR Nk^JKNZQ \QR LO G estor O&M[ NO IVIYIQ ZL ON 0NJL ZL )RNVJIYI`V \NRN J^ N\RQaNYI`V 

\QR \NRKL ZL %?$$( #LaLRi[ \QR KNVKQ[ JLR N\RQaNZQ \QR %?$$ NVKLJ ZLO IVIYIQ ZLO 2LRbIYIQ( 

15.1. FASE DE TRANSICIÓN Y TOMA DE CONTROL 

#^RNVKL LJKN PNJL LO G estor O&M IVIYINRi LO 2LRbIYIQ IVKLfRNVZQ J^J Lj^I\QJ ZL KRNaNkQ[ KQMNVZQ YQVQYIMILVKQ 

ZLO LVKQRVQ LlKLRVNOIhNZQ[ ZL ONJ ULRRNMILVKNJ[ ZL ONJ IVPRNLJKR^YK^RNJ ] LVKQRVQJ KeYVIYQJ[ ZL OQJ \RQYLZIMILVKQJ 

ZL KRNaNkQ[ ZL OQJ LJKiVZNRLJ[ L IVYO^]LVZQ ONJ NYKIbIZNZLJ VLYLJNRINJ \NRN ON KRNVJPLRLVYIN ZLO YQVQYIMILVKQ(  

)RNaNkQJ VLYLJNRIQJ \NRN ON tom a de control efectiva de la operación y m antenim iento de la Red de Telefonía de 

CYII[ IVYO^]LVZQ KRNaNkQJ ZL \ONVIPIYNYI`V ZLO ZLJ\OILf^L ZLO ;QZLOQ +A; \NRN NJLf^RNR Y^M\OIMILVKQ ZL \ONhQJ 

2L \RLbe ^V KILM\Q MilIMQ ZL ' MLJ( 

&O NYK^NO \RLJKNKNRIQ ZLO JLRbIYIQ JLf^IRi JILVZQ LO RLJ\QVJNaOL ZL QPRLYLR OQJ JLRbIYIQJ Z^RNVKL ON PNJL ZL KRNVJIYI`V 

] UNJKN ON PIVNOIhNYI`V ZL ON MIJMN[ N^Vj^L \N^ONKIVNMLVKL JL IRiV NJ^MILVZQ KNRLNJ ZLO JLRbIYIQ \QR \NRKL ZLO 

V^LbQ \RLJKNKNRIQ[ j^LZNVZQ LO NYK^NO \RLJKNKNRIQ LV ON JQMaRN \NRN YQVJ^OKNJ( #^RNVKL LJKN PNJL LV ON j^L LO 

NYK^NO \RLJKNKNRIQ LkLY^KN LO CONV ZL #LbQO^YI`V[ \QZRiV Nk^JKNRJL OQJ VIbLOLJ ZL JLRbIYIQ \QR ON ZLZIYNYI`V j^L ONJ 

KNRLNJ ZL ZLbQO^YI`V \^LZNV J^\QVLR( 3N N\OIYNYI`V ZL LJKN \QJIaIOIZNZ j^LZNRi N YRIKLRIQ ZL %?$$[ LV aNJL N ON 

YNRfN ZL KRNaNkQ j^L J^\QVfN ON ZLbQO^YI`V ZLO JLRbIYIQ( &O G estor O&M YQONaQRNRi YQV LO NYK^NO \RLJKNKNRIQ \NRN 

YQVJLf^IR LO ZQaOL QakLKIbQ ZL fNRNVKIhNR LO KRNJ\NJQ ZL YQVQYIMILVKQ ] \RLJKNR LO JLRbIYIQ JIV MLRMN ZL YNOIZNZ( 

3NJ NYKIbIZNZLJ Z^RNVKL LJKN PNJL JL ZLJNRRQOONRiV LV IVJKNONYIQVLJ ZL %?$$(  

&O G estor O&M ZLaLRi LV LJKL \LRIQZQ YQVPQRMNR OQJ ZIbLRJQJ YQMIKeJ ZL fQaILRVQ[ YQVKRQO ] JLf^IMILVKQ JLfmV 

JL ZLPIVLV MiJ NZLONVKL LV LO ;QZLOQ ZL @LJKI`V( 2L RLbIJNRiV OQJ \RQYLZIMILVKQJ Q\LRNKIbQJ ] JL RLNOIhNRiV OQJ 

Nk^JKLJ j^L JL YQVJIZLRLV Q\QRK^VQJ JQaRL ONJ ULRRNMILVKNJ j^L JQ\QRKLV ON fLJKI`V ZLO JLRbIYIQ( 

2L RLbIJNRiV ] Nk^JKNRiV ONJ ZLPIVIYIQVLJ ZLO 1"2 ] LO CLJQ ZL OQJ MIJMQJ( &V LJKN PNJL J`OQ JL RLNOIhNRiV ONJ 

MLZIYIQVLJ ZL \NRiMLKRQJ j^L IVIYINOMLVKL JLNV KeYVIYNMLVKL \QJIaOLJ[ JIV j^L JL N\OIj^LV \LVNOIhNYIQVLJ LV 

YNJQ ZL IVY^M\OIMILVKQ LlYL\KQ ONJ j^L YQRRLJ\QVZNV NO 1"2 ZLO CRQ]LYKQ ZL )RNVJIYI`V( 1O PIVNOIhNR LJKN PNJL[ ] 

NKLVZILVZQ N OQJ RLJ^OKNZQJ[ LO 1"2 \QZRi JLR J^JKIK^IZQ Q MQZIPIYNZQ[ ZL M^K^Q NY^LRZQ[ YQV LO PIV ZL Nk^JKNROQ N 

ON RLNOIZNZ ZL ON JIK^NYI`V( &V YNJQ ZL j^L VQ JL NOYNVhNRN ^V NY^LRZQ LV ON ZLPIVIYI`V ZL LJKL V^LbQ 1"2[ LO j^L 

JL NZk^VKN NO \RLJLVKL ZQY^MLVKQ[ \NJNRi N JLR ZLPIVIKIbQ( 
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&JKN PNJL KLVZRi ^VN Z^RNYI`V ZL ' MLJ ZLJZL LO IVIYIQ ZLO JLRbIYIQ( &O \RQ]LYKQ ZL KRNVJIYI`V KLVZRi ON Z^RNYI`V 

IVZIYNZN NVKLRIQRMLVKL DVQ \QZRi QPLRKNRJL MLVQJE[ \LRQ VQ JL ZNRi \QR PIVNOIhNZQ LO \RQ]LYKQ[ ] JL \NJNRi N ON 

PNJL ZL &JKNaIOIhNYI`V[ UNJKN j^L JL UN]NV LVKRLfNZQ ] N\RQaNZQ KQZQJ OQJ LVKRLfNaOLJ ZL ON 0NJL ZL )RNVJIYI`V ] 

JL UN]N NYL\KNZQ \QR %?$$ LO NYKN ZL LVKRLfN ZLO \RQ]LYKQ(  

&O RLKRNJQ LV ON LkLY^YI`V ZLO \RQ]LYKQ ZL KRNVJIYI`V \QZRi JLR J^JYL\KIaOL ZL N\OIYNR ONJ \LVNOIhNYIQVLJ RLPOLkNZNJ 

LV LO \OILfQ NZMIVIJKRNKIbQ( 

)LRMIVNZN LJKN PNJL JL \NJNRi N ON JIf^ILVKL ZL &JKNaIOIhNYI`V( 

3N 0NJL ZL )RNVJIYI`V JL fLJKIQVNRi YQMQ ^V \RQ]LYKQ IVZL\LVZILVKL JLfmV ON ;LKQZQOQfcN ZL @LJKI`V ZL 

CRQ]LYKQJ ZLO %?$$ aNJNZN LV C;$(   

1 OQ ONRfQ ZL ON PNJL ZL KRNVJIYI`V[ LO G estor O&M ZLaLRi LONaQRNR Q YQM\OLKNR OQJ JIf^ILVKLJ LVKRLfNaOLJ YQV YNZN 

\RQ]LYKQ ZL KRNVJIYI`Vo 

� $VbLVKNRIQ ] ;N\N YQM\OLKQ ZL ON *LZ ZL )LOLPQVcN JIJKLMNJ _ aNJiVZQJL LV LO NYK^NO IVbLVKNRIQ ] aNJL 

ZL ZNKQJ ZL YQVQYIMILVKQ[ ZLaLRi RLbIJNRJL \QR YQM\OLKQ LO IVbLVKNRIQ \NRN j^L JIRbN YQMQ aNJL \NRN ON 

PNYK^RNYI`V LV ON PNJL ZL LJKNaIOIhNYI`V ] LV ON ZL \OLVQ JLRbIYIQ( 3N IVPQRMNYI`V ZL OQJ JIJKLMNJ ZLaL 

IVYO^IR YQMQ McVIMQ ON IVPQRMNYI`V MiJ RLOLbNVKL \NRN J^ NZMIVIJKRNYI`V ] Q\LRNYI`V( )QZN LJKN 

IVPQRMNYI`V ZLaLRi j^LZNR YNRfNZN LV ON aNJL ZL ZNKQJ ZL 2,2? ^KIOIhNZN LV LO JLRbIYIQ[ ] LV OQJ 

ZQY^MLVKQJ ZL fLJKI`V ZL YQVQYIMILVKQ ZLO JLRbIYIQ DqInIE( )NMaIeV ZLaLRiV j^LZNR LJYRIKQJ OQJ 

\RQYLZIMILVKQJ N JLf^IR \NRN MNVKLVLR NYK^NOIhNZQ LO IVbLVKNRIQ ] ONJ RLONYIQVLJ( 

� *LbIJI`V ] \^LJKN NO ZcN ZL ON IVPQRMNYI`V ZL Q\LRNYI`V _ aNJiVZQJL LV OQJ NYK^NOLJ ZQY^MLVKQJ ZL 

Q\LRNYI`V[ JL ZLaLRi RLbIJNR ON ZQY^MLVKNYI`V ] NYK^NOIhNRON JLfmV LO YQVQYIMILVKQ NZj^IRIZQ LV ON PNJL 

ZL KRNVJIYI`V( 2L ZLaLRi NYK^NOIhNR LJKN IVPQRMNYI`V LV ON aNJL ZL ZNKQJ ZL YQVQYIMILVKQ ZLO JLRbIYIQ 

DqInIE(  

� $VJKR^YYIQVLJ KeYVIYNJ \NRN \RQYLJQJ ZL fLJKI`V _ aNJiVZQJL LV OQJ ZQY^MLVKQJ ZL \RQYLJQJ ZL fLJKI`V 

ZL j^L ZIJ\QVL %?$$ DIVYIZLVYINJ[ \LKIYIQVLJ ] JQOIYIK^ZLJ[ \RQaOLMNJ[ YNMaIQJ ] YQVPIf^RNYI`VE ] ZL ON 

ULRRNMILVKN ZL fLJKI`V ZLO JLRbIYIQ j^L JL ^KIOIhN[ JL ZLaLRiV \RL\NRNR ZQY^MLVKQJ LJ\LYcPIYQJ \NRN LO 

JLRbIYIQ j^L PIkLV OQJ \RQYLZIMILVKQJ ZL KRNaNkQ ZLO JLRbIYIQ LV ON PNJL ZL LJKNaIOIhNYI`V ] \OLVQ JLRbIYIQ( 

� 1Y^LRZQ ZL VIbLO ZL JLRbIYIQ _ JL ZLaLRi UNaLR YLRRNZQ LO NY^LRZQ ZL VIbLO ZL JLRbIYIQ 

� $VPQRML ZL ZIJ\QVIaIOIZNZ MLVJ^NO _ LO G estor O&M ZLaLRi ZLkNR P^VYIQVNVZQ LV LO JIJKLMN ZL 

MQVIKQRIhNYI`V ^V IVPQRML ZL ZIJ\QVIaIOIZNZ ZL ON *LZ ZL )LOLPQVcN  

� CONV ZL #LbQO^YI`V _ LO G estor O&M ZLaLRi \RL\NRNR ^VN \RIMLRN bLRJI`V ZLO \ONV ZL ZLbQO^YI`V[ j^L 

ZLaLRi LbQO^YIQVNR ] MNVKLVLR NYK^NOIhNZN N OQ ONRfQ ZLO JLRbIYIQ 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

CNRN ZNR \QR PIVNOIhNZN ON PNJL ZL KRNVJIYI`V ZLO JLRbIYIQ[ %?$$ PIkNRi ^VQJ RLj^IJIKQJ ZL JQObLVYIN McVIMQJ j^L LO 

G estor O&M ZLaLRi Y^M\OIR[ #^RNVKL ON PNJL ZL KRNVJIYI`V JL \QZRiV RLbIJNR LJKQJ RLj^IJIKQJ Q IVYO^IR QKRQJ ZL 

M^K^Q NY^LRZQ[ \NRN fNRNVKIhNR j^L ON PNJL ZL KRNVJIYI`V UN Y^M\OIZQ J^ QakLKIbQ( 

15.2. FASE DE ESTABILIZACIÓN 

#LJZL LO YQMILVhQ ZL LJKN PNJL[ LO G estor O&M NJ^MIRi ON RLJ\QVJNaIOIZNZ ZL \RQbLLR OQJ JLRbIYIQJ YQVKRNKNZQJ[ 

YQVPQRML N OQJ VIbLOLJ ZL YNOIZNZ ] ZIJ\QVIaIOIZNZ ZLPIVIKIbQJ(  

&O MQZLOQ ZL RLONYI`V ] J^J YQMIKeJ LJKNRiV LV \OLVQ P^VYIQVNMILVKQ Q\LRNKIbQ( 2L RLNOIhNRiV ONJ MLZIYIQVLJ ZL 

KQZQJ OQJ IVZIYNZQRLJ ZLO 1"2[ JI aILV ONJ \LVNOIhNYIQVLJ JL N\OIYNRiV LV ^VN Y^NVKcN ZLO 7Bw( &V LJKN PNJL JL 

\QZRiV[ YQV NY^LRZQ ZL NMaNJ \NRKLJ[ RLNk^JKNR LO CLJQ ZL YNZN ^VQ ZL OQJ 1"2( 

&JKN PNJL KLVZRi ^VN Z^RNYI`V ZL / MLJLJ YQMLVhNVZQ NO PIVNO ZL ON PNJL ZL )RNVJIYI`V( )LRMIVNZN LJKN PNJL JL 

\NJNRi N ON JIf^ILVKL ZL COLVQ 2LRbIYIQ( 

15.3. FASE DE PLENO SERVICIO 

&O JLRbIYIQ JL JLf^IRi \RLJKNVZQ YQV RLJ\QVJNaIOIZNZ ZLO G estor O&M[ KNO YQMQ JL UNYcN LV ON 0NJL ZL &JKNaIOIhNYI`V( 

2L IVYQR\QRNRiV ZL M^K^Q NY^LRZQ ONJ NZN\KNYIQVLJ NO MQZLOQ j^L JL YQVJIZLRLV Q\QRK^VNJ LV bIRK^Z ZL ONJ 

OLYYIQVLJ N\RLVZIZNJ LV OQJ MLJLJ ZL RQZNkL \RLbIQJ(  

3QJ 1"2 RLbIJNZQJ ] NYQRZNZQJ LV ON PNJL ZL KRNVJIYI`V LVKRNRiV LV \OLVQ P^VYIQVNMILVKQ[ IVYO^IZQ LO LJj^LMN ZL 

\LVNOIhNYIQVLJ N\OIYiVZQJL ^VN Y^NVKcN ZLO 'BBw( 

3N Z^RNYI`V \RLbIJKN IVIYINOMLVKL \NRN LJKN PNJL LJ ZL 45 MLJLJ(  

15.4. FASE DE DEVOLUCIÓN 

#^RNVKL LJKN PNJL LO G estor O&M ZLaL YQM\RQMLKLR OQJ RLY^RJQJ ] LkLY^KNR ONJ NYKIbIZNZLJ VLYLJNRINJ \NRN 

ZLbQObLR LO JLRbIYIQ N %?$$[ Q N j^ILV eJKL ZLJIfVL( 

&JKN PNJL JL ZLaLRi RLNOIhNR Y^NVZQ JL \RQZ^hYN ON PIVNOIhNYI`V ZLO JLRbIYIQ[ ]N JLN KQKNO DY^M\OIMILVKQ ZLO \ONhQ 

IVIYINO LJKNaOLYIZQ \NRN LO YQVKRNKQ Q LO \ONhQ ZL J^J LlKLVJIQVLJ Q \QR ON YNVYLONYI`V ZLO JLRbIYIQ JQOIYIKNZN \QR 

%?$$E[ Q \NRYINO D\QR ZLJIVYQR\QRNYI`V ZL \NRKL ZLO iMaIKQ ZLO YQVKRNKQE( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

#^RNVKL LJKN PNJL[ NZIYIQVNOMLVKL N ON ZLbQO^YI`V ZLO JLRbIYIQ[ ON LkLY^YI`V ZL OQJ JLRbIYIQJ JLf^IRi JILVZQ 

RLJ\QVJNaIOIZNZ ZLO G estor O&M[ N\OIYiVZQJL ONJ MIJMNJ YQVZIYIQVLJ j^L ONJ ZLJYRIKNJ LV ON 0NJL ZL COLVQ 

2LRbIYIQ( 

3N Z^RNYI`V \RLbIJKN IVIYINOMLVKL \NRN LJKN PNJL LJ ZL 3 MLJLJ( 2L ZLaLRi LkLY^KNR LO CONV ZL #LbQO^YI`V Q 

*LbLRJI`V ZLO JLRbIYIQ LV YQQRZIVNYI`V YQV LO V^LbQ CONV ZL )RNVJIYI`V( 

&O CONV ZL #LbQO^YI`V ZLaL JLR fLJKIQVNZQ N OQ ONRfQ ZLO CRQ]LYKQ \QR LO G estor O&M[ \QR OQ j^L LV OQJ \RQYLJQJ 

ZL fLJKI`V ZL YNMaIQJ j^L JL IM\ONVKLV[ ZLaLRiV YQVKRQONR j^L OQJ YNMaIQJ j^L NPLYKNV N LJKL CONV JQV 

NYK^NOIhNZQJ LV LO MIJMQ(  

&O CONV ZL #LbQO^YI`V[ ZLaLRi IVYO^IR LO YQVk^VKQ ZL NYKIbIZNZLJ VLYLJNRINJ \NRN ON YQRRLYKN ZLbQO^YI`V ZLO 2LRbIYIQ 

\QR \NRKL ZLO G estor O&M[ Y^NVZQ JL \RQZ^hYN ON KLRMIVNYI`V ZL ON RLONYI`V YQVKRNYK^NO( CQR KNVKQ[ LJKL CONV 

ZLaLRi IVYO^IR[ NO MLVQJo 

� 1J\LYKQJ fLVLRNOLJ ZLO CONV( 

� CONVIPIYNYI`V ZLKNOONZN[ IVYO^]LVZQ ^V ZQY^MLVKQ ZL ;IYRQJQPK CRQkLYK[ YQV ZLKNOOL ZL OQJ UIKQJ[ LO 

YNOLVZNRIQ ZL LkLY^YI`V[ RLJ\QVJNaOLJ[ IVKLRZL\LVZLVYINJ[ YNMIVQ YRcKIYQ[ LKY( 

� *LY^RJQJ[ RQOLJ ] RLJ\QVJNaIOIZNZLJ ZL %?$$ ] ZLO @LJKQR +A; Z^RNVKL ON LkLY^YI`V ZLO CONV( 

� #LJYRI\YI`V ZL Y`MQ JL UNRi ON KRNVJPLRLVYIN ZLO JLRbIYIQ[ IVYO^]LVZQ ON KRNVJPLRLVYIN ZL YQVQYIMILVKQ( 

� &JKIMNYI`V ZL OQJ YQJKLJ ZL ZLbQO^YI`V LV \QRYLVKNkL ZLO KQKNO ZLO \RQ]LYKQ( 

� 1ViOIJIJ ZL *ILJfQJ ZL ON )RNJPLRLVYIN ZL OQJ 2LRbIYIQJ( 

&O G estor O&M ZLaL YQM\RQMLKLRJL N LkLY^KNR LO CONV ZL #LbQO^YI`V[ JI NJc OL LJ JQOIYIKNZQ \QR %?$$[ ] N ZIJ\QVLR 

ZL RLY^RJQJ YQV YQVQYIMILVKQ ZLO LVKQRVQ \NRKIY^ONR ZL %?$$ Z^RNVKL 7 MLJLJ KRNJ ON ZLbQO^YI`V ZLO 2LRbIYIQ( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

16. GESTIÓN DEL CONTRATO DE SERVICIO 

%?$$ YQVJIZLRN j^L[ \NRN LO elIKQ ZL LJKL \RQ]LYKQ[ LJ IM\RLJYIVZIaOL ^V ;QZLOQ ZL @LJKI`V ] ZL *LONYI`V YQV LO 

G estor O&M J`OIZQ ] YQVJIJKLVKL[ YN\Nh ZL LbQO^YIQVNR OQJ JLRbIYIQJ LlKLRVNOIhNZQJ ZL NY^LRZQ YQV ON LbQO^YI`V 

ZLO VLfQYIQ ] ZL ON KLYVQOQfcN( 

&O G estor O&M ZLaL YQVKNR YQV ̂ V ;QZLOQ +A; \RQaNZQ YQVKRNJKNaOL( &JKL ;QZLOQ +A; ZLaL IVYO^IR ̂ V ;QZLOQ 

ZL @QaILRVQ j^L KLVfN LO ZLKNOOL ZL OQJ \RQYLZIMILVKQJ[ \QOcKIYNJ[ f^cNJ ] ULRRNMILVKNJ j^L ^KIOIhNRi Z^RNVKL ON 

bIfLVYIN ZLO YQVKRNKQ \NRN ON fLJKI`V ] J^\LRbIJI`V ZL OQJ JLRbIYIQJ[ ZL OQJ Lj^I\QJ ZL KRNaNkQ \RQ\IQJ ] ZL OQJ ZL 

KLRYLRQJ Q J^aYQVKRNKNZQJ IM\OIYNZQJ LV ON \RLJKNYI`V ZL OQJ JLRbIYIQJ(  

2L bNOQRNRiV ONJ YLRKIPIYNYIQVLJ LV MLKQZQOQfcNJ ZL fLJKI`V ZL JLRbIYIQJ j^L N\QRKL LO \RQbLLZQR[ JILM\RL j^L JL 

YQM\RQMLKN N ^KIOIhNRONJ \NRN LO \RQ]LYKQ ZL %?$$ 

&O G estor O&M ZLaL LJKNaOLYLR ] ZLKNOONR LV J^ \RQ\^LJKN[ OQJ RLj^LRIMILVKQJ ZL J^ MQZLOQ QRfNVIhNKIbQ ] ZL 

fQaILRVQ RLJ\LYKQ N ON \NRKIYI\NYI`V ZL \LRJQVNO ZL %?$$( 

1 YQVKIV^NYI`V[ JL N\QRKNV YRIKLRIQJ ] ZIRLYKRIYLJ ZL %?$$ \NRN KLVLR LV Y^LVKN \QR \NRKL ZLO G estor O&M LV ON 

PQRM^ONYI`V ZL J^ \RQ\^LJKN \NRN LO MQZLOQ ZL fLJKI`V ZLO YQVKRNKQ ZL JLRbIYIQ ] ZL fQaILRVQ ZLO 2LRbIYIQ +A; 

16.1. GESTIÓN DE SERVICIOS 

&O G estor O&M LJ RLJ\QVJNaOL ZL ON fLJKI`V[ LkLY^YI`V[ J^\LRbIJI`V KeYVIYN ] YQVKRQO ZINRIQ ZL OQJ JLRbIYIQJ 

\RLJKNZQJ ] ZL j^L LJKQJ JL \RLJKLV ZL NY^LRZQ YQV OQJ VIbLOLJ ZL YNOIZNZ NYQRZNZQJ YQV %?$$( 

CNRN YQM\OLKNR LJKNJ NYKIbIZNZLJ[ LO \RQbLLZQR ZLaLRi aNJNRJL LV ONJ a^LVNJ \RiYKIYNJ RLYQVQYIZNJ LV LO 2LYKQR 

ZL )LYVQOQfcNJ ZL $VPQRMNYI`V ] %QM^VIYNYI`V DYQMQ \QR LkLM\OQ $)$3T$)2;[ L)+;[ C;$[ $2+ /BBBB L $2+ /<BB'E( 

&O QakLKIbQ j^L \LRJIf^L %?$$ LJ ZIJ\QVLR ZL ^V LVKQRVQ ZL fLJKI`V LJKiVZNR j^L \LRMIKN RLNOIhNR YNMaIQJ Q 

IVYQR\QRNYIQVLJ Z^RNVKL LO %QVKRNKQ Q KQMNR ZLYIJIQVLJ N J^ PIVNOIhNYI`V[ JIV IM\NYKQ JIfVIPIYNKIbQ LV LO ^J^NRIQ ZL 

OQJ MIJMQJ( 

)RNJ ON PNJL ZL KRNVJIYI`V[ LO G estor O&M ZLaLRi LVKRLfNR N %?$$ ^V ;NV^NO ZL CRQYLZIMILVKQJ YQVKLVILVZQ KQZQJ 

OQJ \RQYLJQJ ZL @QaILRVQ ] @LJKI`V j^L ^KIOIhNRi[ ZLaL ZLKNOONR ON \NRKIYI\NYI`V RLj^LRIZN ZL \LRJQVNO ZL %?$$ LV 

YNZN ^VQ ZL LOOQJ( &JKL MNV^NO ZLaLRi JLR RLbIJNZQ ] N\RQaNZQ \QR %?$$( 
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Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

%?$$ JL RLJLRbN LO ZLRLYUQ ZL[ \QR Jc MIJMQ Q \QR ^V KLRYLRQ ] LV Y^NOj^ILR MQMLVKQ[ N^ZIKNR ON PQRMN LV j^L LO 

G estor O&M LJKi LVKRLfNVZQ J^J JLRbIYIQJ[ YQVKRQONVZQ j^L eJKQJ JL LkLY^KNV YQVPQRML N ONJ ZLPIVIYIQVLJ ] j^L 

NJIfVNV OQJ RLY^RJQJ VLYLJNRIQJ \NRN J^ ZLJNRRQOOQ( 

16.2. GESTIÓN DE LA RELACIÓN 

&O G estor O&M ZLaL ZLJYRIaIR LV J^ CRQ\^LJKN ^V ;QZLOQ ZL *LONYI`V sLVZTKQTLVZt NJc YQMQ ON LJKRNKLfIN ] 

\ONVIPIYNYI`V \NRN J^ IM\ONVKNYI`V[ \NRNOLONMLVKL YQV LO ;QZLOQ ZL @LJKI`V ZL 2LRbIYIQJ( &V ON ZLPIVIYI`V ] ZIJLpQ 

ZL LJKL ;QZLOQ ZLaL KLVLR \RLJLVKL OQJ JIf^ILVKLJ \RIVYI\IQJ j^L JL YQVJIZLRNV YONbL \NRN LO elIKQ ZL LJKL 

\RQ]LYKQo 

� 1JLf^RNR j^L JL ZIJ\QVL ZL ON VLYLJNRIN POLlIaIOIZNZ \NRN RLJ\QVZLR N OQJ YNZN bLh MiJ Ri\IZQJ YNMaIQJ 

ZLO LVKQRVQ ZL VLfQYIQ ZL %?$$ 

� 1JLf^RNR j^L ON RLONYI`V ZLPIVIZN IVYO^]L ZL PQRMN \RQNYKIbN ON IVVQbNYI`V KLYVQO`fIYN ] j^L LJKN JL 

KRNZ^YL LV aLVLPIYIQJ \NRN LO %?$$ 

16.3. COMITÉ DE DIRECCIÓN 

&V LO VIbLO ZL fLJKI`V LJKRNKefIYN JL LJKNaOLYL LO Com ité de Dirección[ LV LO j^L \NRKIYI\N %?$$ ] LO G estor O&M 

NJIfVNVZQ YNZN ^VQ ^V #IRLYKQR &kLY^KIbQ[ YN\NYLJ ZL NJLf^RNR LO VIbLO ZL ZLYIJI`V ] YQM\RQMIJQ j^L RLj^ILRLV 

ONJ ZIJ\QJIYIQVLJ LJKRNKefIYNJ RLj^LRIZNJ N LJKL VIbLO ZLO MQZLOQ( 

&VKRL QKRNJ[ JQV RLJ\QVJNaIOIZNZ ZLO %QMIKe ZL #IRLYYI`Vo 

� 1\RQaNR OQJ YNMaIQJ NO 1Y^LRZQ ZL "IbLO ZL 2LRbIYIQ \RQ\^LJKQJ \QR LO %QMIKe ZL 2Lf^IMILVKQ ] %QVKRQO 

� 1\RQaNR OQJ YNMaIQJ LV LO iMaIKQ ZLO 2LRbIYIQ \RQ\^LJKQJ \QR LO %QMIKe ZL 2Lf^IMILVKQ ] %QVKRQO 

� 1\RQaNR OQJ YNMaIQJ NO %QVKRNKQ \RQ\^LJKQJ \QR LO %QMIKe ZL 2Lf^IMILVKQ ] %QVKRQO 

� &V fLVLRNO[ ZIJY^KIR Y^NOj^ILR IVYIZLVYIN Q \RQaOLMN J^RfIZQ Z^RNVKL ON LkLY^YI`V ZLO 2LRbIYIQ 

� &kLY^KNR Y^NOj^ILR QKRN NYKIbIZNZ RLONYIQVNZN YQV ON ZIRLYYI`V LJKRNKefIYN j^L \^LZN J^RfIR N OQ ONRfQ ZLO 

2LRbIYIQ 

� *LJQObLR Y^NOj^ILR YQVPOIYKQ YQVKIV^NZQ LVKRL OQJ \NRKIYI\NVKLJ LV LO \RQ]LYKQ[ j^L VQ UN]N JIZQ \QJIaOL 

RLJQObLR KRNJ ^V \LRIQZQ ZL KILM\Q RNhQVNaOL \QR QKRQJ VIbLOLJ ZL fLJKI`V J^aQRZIVNZQJ ZLVKRQ ZLO 

\RLJLVKL ;QZLOQ ZL *LONYI`V(  

&O %QMIKe ZL #IRLYYI`V JL RL^VIRiu 

� ;LVJ^NOMLVKL Z^RNVKL OQJ \RIMLRQJ JLIJ MLJLJ ZLO 2LRbIYIQ +A; 

� )RIMLJKRNOMLVKL Z^RNVKL ON 0NJL ZL COLVQ 2LRbIYIQ 

� Q YQV ON PRLY^LVYIN j^L RNhQVNaOLMLVKL JL YQVJIZLRL VLYLJNRIN Q ZLVKRQ ZL OQJ 'B ZcNJ ONaQRNaOLJ 

JIf^ILVKLJ N ^VN \LKIYI`V \QR LJYRIKQ ZL Y^NOj^ILRN ZL ONJ \NRKLJ 
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&O @LRLVKL ZLO 2LRbIYIQ +A; ZLO G estor O&M ZLaLRi JLR ^VN \LRJQVN YQV YN\NYIZNZ ZL MNVZQ ] ZLYIJI`V 

J^PIYILVKLJ LV J^ YQM\NpcN ZL PQRMN j^L \^LZN KQMNR ONJ NYYIQVLJ VLYLJNRINJ \NRN NKLVZLR ONJ ZLMNVZNJ j^L N 

VIbLO ZL #IRLYYI`V RLNOIYL %?$$( 

16.4. COMITÉ DE SEGUIMIENTO Y CONTROL 

&V ^V VIbLO ZL fLJKI`V KiYKIYQ[ %?$$ ] LO G estor O&M NJIfVNRiV NMaQJ ^V :LPL ZL CRQ]LYKQW2LRbIYL ;NVNfLR \NRN 

LJKNaOLYLR LO %QMIKe ZL 2Lf^IMILVKQ ] %QVKRQO[ LVYNRfNZQ ZL ZIRIfIR[ MQVIKQRIhNR ] YQVKRQONR ZL ON LkLY^YI`V ZL 

KQZQJ OQJ JLRbIYIQJ(  

2LRiV RLJ\QVJNaIOIZNZLJ ZL LJKL %QMIKe[ JIV OIMIKNYI`Vo 

� 1JLf^RNR j^L JL YQVJIf^LV OQJ VIbLOLJ ZL YNOIZNZ NYQRZNZQJ ] j^L[ LV LO YNJQ ZL ZLPIYILVYINJ VQ RLJ^LOKNJ 

N VIbLO Q\LRNKIbQ[ JL ZLJNRRQOOLV L IM\OLMLVKLV \ONVLJ ZL RLJQO^YI`V ZL \RQaOLMNJ 

� ;QVIKQRIhNR LO LJKNZQ ZL OQJ JLRbIYIQJ 

� *LbIJNR[ NYK^NOIhNR ] YQVKRQONR LO Y^M\OIMILVKQ ZL ON \ONVIPIYNYI`V 

� %QQRZIVNR OQJ fR^\QJ ] \LRJQVNJ NJIfVNZQJ N ON LVKRLfN ZLO 2LRbIYIQ 

� #IJY^KIR V^LbQJ RLj^LRIMILVKQJ Q YNMaIQJ( *LbIJNR ] N\RQaNR ONJ CLKIYIQVLJ ZL %NMaIQ 

� &V LO YNJQ ZL j^L LO YNMaIQ RLj^ILRN ZL YNMaIQJ LV LO %QVKRNKQ[ ZLaLRiV RLbIJNR LO IVPQRML ZL IM\NYKQ 

YQRRLJ\QVZILVKL( &JKQJ IVPQRMLJ JQV OQJ j^L ZLaLV JLR LVbINZQJ NO %QMIKe ZL #IRLYYI`V ZL NY^LRZQ YQV 

^V CRQYLJQ ZL @LJKI`V ZL %NMaIQJ LV LO %QVKRNKQ 

� 1JLf^RNR j^L LO \LRJQVNO NJIfVNZQ \NRN ON LkLY^YI`V ZL OQJ JLRbIYIQJ \QR LO \RQbLLZQR LJKi ZIJ\QVIaOL ] 

ZIJ\QVLV ZL OQJ RLY^RJQJ[ PQRMNYI`V ] JQ\QRKL VLYLJNRIQJ \NRN ON YQRRLYKN LkLY^YI`V ZL J^J KNRLNJ 

� *LbIJNR OQJ VIbLOLJ ZL JLRbIYIQ MLZIZQJ LV YNZN \LRIQZQ[ ZIJY^KIR ONJ ZLJbINYIQVLJ JQaRL OQJ bNOQRLJ 

QakLKIbQJ NYQRZNZQJ ] YNOY^ONR[ LV J^ YNJQ[ ONJ \LVNOIhNYIQVLJ N\OIYNaOLJ 

� 2LRbIR YQMQ \^VKQ mVIYQ ZL YQVKNYKQ LVKRL ONJ QRfNVIhNYIQVLJ ZL %?$$ ] ZLO \RQbLLZQR \NRN KQZQJ OQJ 

NJ^VKQJ RLONYIQVNZQJ VIbLO ZL fLJKI`V KiYKIYQ ZLO 2LRbIYIQ 

� %QVKRQONR j^L ON PNYK^RNYI`V JL LJKi RLNOIhNVZQ YQVPQRML N OQJ NY^LRZQJ ] RLJQObLR Y^NOj^ILR \RQaOLMN 

RLONYIQVNZQ YQV LO \RLYIQ Q OQJ \NfQJ 

� *LbIJNR ] PNYIOIKNR NO %QMIKe ZL #IRLYYI`V Y^NOj^ILR IVPQRMNYI`V j^L OL JLN JQOIYIKNZN 

&O %QMIKe ZL 2Lf^IMILVKQ ] %QVKRQO JL RL^VIRi NO MLVQJ MLVJ^NOMLVKL Q YQV ON PRLY^LVYIN j^L RNhQVNaOLMLVKL 

JL YQVJIZLRL VLYLJNRIN Q ZLJ\^eJ ZL ' ZcN ONaQRNaOL KRNJ ^VN \LKIYI`V ZL Y^NOj^ILRN ZL OQJ :LPLJ ZL CRQ]LYKQ(  

16.5. COMITÉS OPERATIVOS 

&V ^V VIbLO ZL fLJKI`V Q\LRNKIbQ[ %?$$ ] LO \RQbLLZQR KRNaNkNRiV LV \OLVN YQQRZIVNYI`V \NRN ON YQVJLY^YI`V ZL OQJ 

QakLKIbQJ ZL OQJ JLRbIYIQJ QakLKQ ZLO YQVKRNKQ( 2L VQMaRNRi N ^V *LJ\QVJNaOL +\LRNKIbQ ZL YNZN ^VN ZL ONJ \NRKLJ[ 

Y^]NJ RLJ\QVJNaIOIZNZLJ JL ZLKNOONV N YQVKIV^NYI`Vo 
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� &ONaQRNR \ONVLJ ZL ZLKNOOL JLMNVNOLJ ZL NYK^NYI`V \NRN ONJ \ONVIPIYNYIQVLJ MLVJ^NOLJ NYQRZNZNJ ] RLNOIhNR 

J^ JLf^IMILVKQ 

� *LbIJNR ON OIJKN ZL IVYIZLVYINJ ] KNRLNJ \LVZILVKLJ ] NJIfVNR \RIQRIZNZLJ 

� *LbIJNR ] \RIQRIhNR ONJ \LKIYIQVLJ RLYIaIZNJ 

� %QQRZIVNR OQJ fR^\QJ ] \LRJQVNJ NJIfVNZQJ N ON LVKRLfN ZLO 2LRbIYIQ 

� #IJY^KIR V^LbQJ RLj^LRIMILVKQJ Q YNMaIQJ( *LbIJNR ] N\RQaNR ONJ CLKIYIQVLJ ZL %NMaIQ MLVQRLJ( 

� &V LO YNJQ ZL j^L LO YNMaIQ JLN JIfVIPIYNKIbQ LONaQRNR IVPQRML \RQ\^LJKN \NRN LO %QMIKe ZL 2Lf^IMILVKQ 

] %QVKRQO 

� 4LRIPIYNR j^L LO \LRJQVNO NJIfVNZQ \NRN ON LkLY^YI`V ZL OQJ JLRbIYIQJ \QR LO G estor O&M LJKi ZIJ\QVIaOL ] 

ZIJ\QVLV ZL OQJ RLY^RJQJ[ PQRMNYI`V ] JQ\QRKL VLYLJNRIQJ( \NRN ON YQRRLYKN LkLY^YI`V ZL J^J KNRLNJ 

� *LbIJNR ON KLVZLVYIN ZL OQJ VIbLOLJ ZL JLRbIYIQ ] LJKNaOLYLR NYYIQVLJ YQRRLYKQRNJ 

� 2LRbIR YQMQ IVKLROQY^KQR LVKRL ONJ QRfNVIhNYIQVLJ ZL %?$$ ] ZLO CRQbLLZQR \NRN KQZQJ OQJ NJ^VKQJ ZLO ZcN 

N ZcN RLONYIQVNZQJ YQV LO 2LRbIYIQ 

� *LbIJNR ] PNYIOIKNR NO %QMIKe ZL 2Lf^IMILVKQ ] %QVKRQO Y^NOj^ILR IVPQRMNYI`V j^L OL JLN JQOIYIKNZN 

2L LJKNaOLYLRiV ONJ RL^VIQVLJ ZL KRNaNkQ j^L JL YQVJIZLRLV VLYLJNRINJ N \LKIYI`V ZL Y^NOj^ILRN ZL ONJ \NRKLJ( #L 

KQZNJ ONJ RL^VIQVLJ LO G estor O&M LONaQRNRi ON YQVbQYNKQRIN ] NYKN ZL ON RL^VI`V LV ^V \ONhQ ZL => UQRNJ( 

16.6. COMITÉ DE INCIDENCIAS  

#LVKRQ ZLO VIbLO ZL fLJKI`V Q\LRNKIbN JL ZLPIVL LO %QMIKe ZL $VYIZLVYINJ D%$E[ j^L JL YQVJKIK^IRi[ 

YIRY^VJKNVYINOMLVKL[ LV YNJQ ZL j^L JL \RQZ^hYNV IVYIZLVYINJ JLbLRNJ YQV LO QakLKIbQ ZL OOLbNR N YNaQ ^V 

JLf^IMILVKQ ZLKNOONZQ ZLO \RQaOLMN ] ZLKLRMIVNR YQVk^VKNMLVKL ONJ NYK^NYIQVLJ QRILVKNZNJ N ON RLJQO^YI`V ZLO 

\RQaOLMN( 

&JKL YQMIKe LJKNRi YQVJKIK^IZQ \QR OQJ RLJ\QVJNaOLJ Q\LRNKIbQJ DkLPLJ ZL \RQ]LYKQE ZL NMaNJ \NRKLJ[ ] KQZNJ 

Nj^LOONJ \LRJQVNJ j^L JL UN]NV ZLKLRMIVNZQ YQMQ VLYLJNRINJ \NRN KRNKNR ON IVYIZLVYIN ] j^L ZLaLRiV ZLJKNYNRJL 

LV %?$$ \NRN ON fLJKI`V ZL ON IVYIZLVYIN( %?$$ IVPQRMNRi KLOLP`VIYNMLVKL NO RLJ\QVJNaOL Q\LRNKIbQ ZLO JLRbIYIQ ZL ON 

YQVJKIK^YI`V ZLO YQMIKe ZL IVYIZLVYINJ( %?$$ ZLKLRMIVNRi[ LV P^VYI`V ZL ON RLJQO^YI`V ZL ON IVYIZLVYIN[ ON PIVNOIhNYI`V 

ZLO YQMIKe(  

&O G estor O&M, LV ^V \ONhQ VQ J^\LRIQR N </U[ ZLJZL ON RLJQO^YI`V ZL LJKL YQMIKe[ RLMIKIRi N %?$$ ^V IVPQRML ZL 

ON IVYIZLVYIN ] ZL ONJ ZLYIJIQVLJ ] NYK^NYIQVLJ ZLO YQMIKe ZL IVYIZLVYINJ( 

16.7. GESTIÓN DEL CONTRATO 

%?$$ YQVJIZLRN YQMQ ^V RLj^LRIMILVKQ IM\RLJYIVZIaOL YQVKNR YQV LJKR^YK^RNJ ZL YQVKRNKQ POLlIaOLJ[ j^L \LRMIKNV 

OQJ YNMaIQJ LV Y^NOj^ILR NJ\LYKQ ZLO JLRbIYIQ j^L JLN \RLYIJQ YQMQ YQVJLY^LVYIN ZL YNMaIQJ LV ON ZLMNVZN ZL 
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JLRbIYIQJ N OQJ ^J^NRIQJ Q iRLNJ ZL VLfQYIQ ZL %?$$[ Q YNMaIQJ LV LO LVKQRVQ ZL VLfQYIQ ZL %?$$( 1ZLMiJ[ ZLaL 

fNRNVKIhNR j^L LO \RQ]LYKQ JL aLVLPIYIN ZLO NbNVYL ZL ON KLYVQOQfcN[ KNVKQ LV MLkQRNJ ZL YNOIZNZ ZL JLRbIYIQ Q 

\RQZ^YKIbIZNZ YQMQ LV J^ YQJKL( 

,V NJ\LYKQ YRcKIYQ \NRN LO elIKQ ZLO \RQ]LYKQ ] j^L[ \QR OQ KNVKQ[ JLRi bNOQRNZQ LJ\LYINOMLVKL[ JQV OQJ MLYNVIJMQJ 

\NRN fLJKIQVNR ON bNRINaIOIZNZ ZLO iMaIKQ ZL OQJ 2LRbIYIQJ N OQ ONRfQ ZL ON bIZN ZLO YQVKRNKQ(  

&V ^V YQVKRNKQ ZL ONRfN Z^RNYI`V JL \RQZ^YLV YNMaIQJ LV LO LVKQRVQ fLJKIQVNZQ ] LV LO ZL VLfQYIQ j^L \RQbQYNV 

ON VLYLJIZNZ ZL bNRINR LO iMaIKQ ] NOYNVYL IVIYINOMLVKL ZLPIVIZQJ \NRN OQJ 2LRbIYIQJ( 

&O G estor O&M ZLaL IVYO^IR LV J^ Propuesta ^VN ZLJYRI\YI`V ZL OQJ \RQYLZIMILVKQJ[ MeKQZQJ ] ULRRNMILVKNJ j^L 

\RQ\QVL IM\ONVKNR \NRN ON fLJKI`V ZLO iMaIKQ ] NOYNVYL[ j^L LVfOQaNMQJ ZLVKRQ ZLO YQVYL\KQ ZL @LJKI`V ZL 

%QVKRNKQ( &O \RQbLLZQR ZLaL IVYO^IR LV J^ +PLRKN LO ;QZLOQ ZL @LJKI`V ZL %QVKRNKQ j^L \RQ\QVL \NRN YQVJLf^IR 

LJKQJ QakLKIbQJ( &O G estor O&M ZLaLRi \RQ\QVLR YQVYRLKNMLVKL ^V CRQYLZIMILVKQ ZL @LJKI`V ZL %NMaIQJ NO 

%QVKRNKQ YN\Nh ZL fLJKIQVNRo 

� %NMaIQJ MN]QRLJ ] MLVQRLJ NO YQVKRNKQ 

� %NMaIQJ LV OQJ ZQY^MLVKQJ ZL %QVKRNKQ ] LV OQJ 1\eVZIYLJ 

� %NMaIQJ LV LO dMaIKQ ZL OQJ JLRbIYIQJ YQVKLVIZQ LV LO %QVKRNKQ 

� %NMaIQJ LV OQJ 1"2 

� %NMaIQJ YQMQ YQVJLY^LVYIN ZL ON IM\ONVKNYI`V Q LkLY^YI`V ZL IVIYINKIbNJ ZL MLkQRN Q ZL OQJ CONVLJ ZL 

)RNVJPQRMNYI`V 

� %NMaIQJ LV ONJ NYKIbIZNZLJ ZL VLfQYIQ DV^LbQJ JLRbIYIQJ[ NaNVZQVQ ZL NYKIbIZNZLJE Q LV ON QRfNVIhNYI`V 

ZL %?$$ j^L IM\NYKNV LV LO iMaIKQ[ bQOmMLVLJ Q ON PQRMN ZL LVKRLfN ZL OQJ JLRbIYIQJ 

%^NOj^ILR QKRQ YNMaIQ j^L \^LZN NPLYKNR N ON LJKR^YK^RN Q YQVKLVIZQ ZL OQJ YQVKRNKQJ j^L RLf^ONV ON \RLJKNYI`V 

ZL OQJ JLRbIYIQJ( 
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17. MATRIZ DE REQUERIMIENTOS  

2L IVYO^]L LV LO 1VLlQ 7 ;NKRIh ZL *Lj^IJIKQJ \NRN LO ;QZLOQ ] 2LRbIYIQ +A; ZL ON *LZ ZL )LOLPQVcN ZL %?$$ ] LO 

G estor O&M, ZL NY^LRZQ YQV OQ LJKNaOLYIZQ LV LJKL Pliego de Prescripciones Técnicas( 

&O G estor O&M LV J^ CRQ\^LJKN ZL ;QZLOQ +A; ZLaLRi Y^M\OIMLVKNR Ll\RLJNMLVKL LJKN MNKRIh RNKIPIYNVZQ LO 

LVKLVZIMILVKQ ZL YNZN RLj^IJIKQ ] J^ NYL\KNYI`V[ JLpNONVZQ LO MQZQ LV j^L JL ZN Y^M\OIMILVKQ NO RLj^IJIKQ ] ON 

RLPLRLVYIN NO N\NRKNZQ ZL ON CRQ\^LJKN ZQVZL JL ZLJYRIaL( 

2I \QR NOf^VN YIRY^VJKNVYIN LO RLj^IJIKQ VQ JL Y^M\OILRN KQKNOMLVKL JL ZLaLRi IVZIYNR ] k^JKIPIYNR j^L VQ KLVZRi ^V 

IM\NYKQ RLOLbNVKL LV LO QakLKIbQ PIVNO ZLO YQVKRNKQ ZL JLRbIYIQ( 

3Q NVKLRIQR VQ LJ N\OIYNaOL N Nj^LOOQJ RLj^IJIKQJ j^L JL LVKILVZLV YQMQ sLJLVYINOLJt ] j^L LV YNJQ ZL VQ KLVLR 

YQaLRK^RN YQM\OLKN \QZRcN JLR YN^JN ZL LlYO^JI`V ZLO \RQYLJQ ZL JLOLYYI`V( $f^NOMLVKL[ LV YNJQ ZL j^L OQJ 

RLj^IJIKQJ MNRYNZQJ YQMQ LJLVYINOLJ LV ON MNKRIh ZL RLj^LRIMILVKQJ ] ZLYONRNZQJ YQMQ Y^aILRKQJ \QR LO G estor 

O&M VQ P^LRNV KNOLJ[ YNaRcN YN^JN ZL RLJQO^YI`V ZLO YQVKRNKQ ZL JLRbIYIQ ZL NY^LRZQ YQV OQ LJKNaOLYIZQ LV NRKcY^OQ 

/'' ZL ON 3L] HW/B'< ZL > ZL "QbILMaRL ZL %QVKRNKQJ ZLO 2LYKQR CmaOIYQ( 

*NPNLO ;NRKcV &J\IfN 
:&0& #& d*&1 #& )&3&%+;,"$%1%$+"&2 

0RNVYIJYQ :NbILR 0LRViVZLh #LOfNZQ 
2,9#$*&%)+* #& )&3&%+")*+3 

:^NV 2iVYULh @NRYcN

#IRLYKQR ZL $VVQbNYI`V L $VfLVILRcN 

50810916Y RAFAEL MARTÍN 
(R:A86488087) FIRMA

Firmado digitalmente por 50810916Y 
RAFAEL MARTÍN (R:A86488087) FIRMA 
Fecha: 2022.12.14 10:04:49 +01'00'

Firmado por FERNÁNDEZ DELGADO
FRANCISCO JAVIER - ***6672** FIRMA el día
15/12/2022 con un certificado emitido por SIA
SUB01

Firmado por:

JUAN SÁNCHEZ GARCÍA

/(R:A86488087)

Fecha: 
2022.12.15 
13:57:49 +01'00'
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18. ANEXOS 
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18.3. Anexo 3 Base de Red de Telefonía instalada a 202 

Núm ero Descripción 

SEDE0010 ALGETE EDAR 

SEDE0020 ALTO LA MIRA 

SEDE0030 ARANJUEZ MONTAÑA 

SEDE0040 ARROYO CULEBRO CUENCA BAJA EDAR 

SEDE0050 ARROYO DE LA VEGA EDAR 

SEDE0060 ARROYO DE LA VEGA EDAR EDIF. MANTENIMIENTO 

SEDE0070 ARROYO DE LA VIRGEN 

SEDE0080 ATAZAR PRESA 

SEDE0090 BODONAL-ETAP 

SEDE0100 BRAVO MURILLO 178 

SEDE0110 BUITRAGO - PUENTES VIEJAS EDAR 

SEDE0120 CALERIZAS DEPOSITO SUPERIOR 

SEDE0130 CALERIZAS ETAP 

SEDE0140 CALVERON ELEVADORA 

SEDE0150 CAMINO DE HORMIGUERAS 111 - VALLECAS 

SEDE0160 CAMINO DE HORMIGUERAS 130 - VALLECAS 

SEDE0170 CANTOS ALTOS CANTON 

SEDE0180 CANTOS ALTOS CENTRO DE TRABAJO 

SEDE0190 CANTOS ALTOS LABORATORIO 

SEDE0200 CASA DE CAMPO CANTON 

SEDE0210 CERRO ALMODOVAR 

SEDE0220 CHAPARRAL EDAR 

SEDE0230 COLMENAR ETAP ALMACEN Y TALLER 

SEDE0240 COLMENAR ETAP ED. CONTROL 

SEDE0250 COLMENAR ETAP EMBOTELLADORA 

SEDE0260 COLMENARARROYO - CTRAB 

SEDE0270 COLMENARVIEJO - HISPANAGUA 

SEDE0280 ED. PRISMA, Diego de Ordás 3, Pl.. 3ª DERECHA 

SEDE0285 ED. PRISMA, Diego de Ordás 3, Pl.. 3ª IZQUIERDA ENTE 

SEDE0290 ED. PRISMA, Diego de Ordás 3, Pl.. 4ª DERECHA 

SEDE0295 ED. PRISMA, Diego de Ordás 3, Pl.. 4ª IZQUIERDA 

SEDE0300 EL OLIVAR 

SEDE0310 EL VADO PRESA 

SEDE0320 EL VADO PRESA-EMERGENCIAS 
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SEDE0330 EL VILLAR MINICENTRAL 

SEDE0335 EL VILLAR PRESA 

SEDE0340 EL VISO 

SEDE0345 ENDRINAL-EDAR CASETAS 

SEDE0350 ENDRINAL-EDAR ED. CONTROL 

SEDE0360 FARO MONCLOA 

SEDE0370 FUENLABRADA-CANTON 

SEDE0380 GALAPAGAR EDAR, ED. CONTROL, PL. 1ª 

SEDE0390 GETAFE DEPOSITO 

SEDE0400 GOLOSO-Dep 

SEDE0410 GRIÑON ETAP 

SEDE0420 GUADALIX EDAR 

SEDE0440 LA ACEÑA ETAP 

SEDE0450 LA ACEÑA PRESA 

SEDE0460 LA JAROSA ETAP 

SEDE0470 LA JAROSA PRESA EMRG 

SEDE0480 LA MARAÑOSA 

SEDE0490 LA POVEDA EDAR LABORATORIO 

SEDE0500 LAS NIEVES PRESA 

SEDE0510 LOECHES FANGOS 

SEDE0520 LOS ESCORIALES EDAR 

SEDE0530 MAJADAHONDA ALMACEN 

SEDE0540 MAJADAHONDA ESPEJO 

SEDE0550 MAJADAHONDA ETAP EDIF. CONTROL 

SEDE0560 MAJADAHONDA LABORATORIO CALIDAD 

SEDE0570 MAJADAHONDA LABORATORIO CONT. 

SEDE0580 MIRAFLORES EDAR 

SEDE0590 MORATALAZ-CANTON ED. A.C.S. JARAMA 

SEDE0600 MORATALAZ-CANTON ED. A.C.S. TAJO 

SEDE0610 MORATALAZ-CANTON ED. USO MIXTO JARAMA-TAJO 

SEDE0620 MOSTOLES EDAR 

SEDE0630 NASA 

SEDE0640 NAVACERRADA-Emrg 

SEDE0650 NAVACERRADA-ETAP 

SEDE0660 NAVALCARNERO POZO 

SEDE0670 NAVALLAR MINICENTRAL 

SEDE0680 NAVALMEDIO PRESA 

SEDE0690 NAVARROSILLOS EDAR 
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SEDE0700 OF. CEN. Bravo Murillo 49 

SEDE0710 OF. CEN. CAMPUS ED.. 1, PL. 1ª 

SEDE0720 OF. CEN. CAMPUS ED.. 1, PL. BAJA 

SEDE0730 OF. CEN. CAMPUS ED. 1, PL. SOTANO 

SEDE0740 OF. CEN. CAMPUS ED. 2, [rack centro] PL. 1ª  

SEDE0750 OF. CEN. CAMPUS ED. 2, [rack escalera V1] 

SEDE0760 OF. CEN. CAMPUS ED. 2, [rack pl 2 archivo] 

SEDE0770 OF. CEN. CAMPUS ED. 2, [rack pl B pasillo] 

SEDE0780 OF. CEN. CAMPUS ED. 2, [rack pl B seg] 

SEDE0790 OF. CEN. CAMPUS ED. 2 [rack vertical 2] 

SEDE0800 OF. CEN. CAMPUS ED. 3, [rack P1 V2] 

SEDE0810 OF. CEN. CAMPUS ED. 3, [rack PB vertical 1] 

SEDE0820 OF. CEN. CAMPUS ED. 3, [rack PB vertical 2] 

SEDE0840 OF. CEN. CAMPUS ED. 4, PL. 1ª 

SEDE0880 OF. CEN. CAMPUS ED. 4, PL. BAJA 

SEDE0890 OF. CEN. CAMPUS ED. 4, PL. SOTANO PR. ASTERISK 

SEDE0900 OF. CEN. CAMPUS ED. 4, PL. SOTANO 

SEDE0910 OF. CEN. CAMPUS ED. 4, rack pl 2ª 

SEDE0920 OF. CEN. CAMPUS ED. 5 

SEDE0930 OF. CEN. CAMPUS ED. 6, PL. BAJA 

SEDE0940 OF. CEN. CAMPUS ED. 7, PL. BAJA 

SEDE0950 OF. CEN. CAMPUS ED. 8 APLICACIONES 

SEDE0960 OF. CEN. CAMPUS ED. 8 AULAS 

SEDE0970 OF. CEN. CAMPUS ED. 8 GSIT 

SEDE0980 OF. CEN. CAMPUS ED. 9 

SEDE0990 OF. CEN. CAMPUS ED. ANEXO 

SEDE1000 OF. CEN. CAMPUS ED. ANEXO A DEPOSITO ELEVADO 

SEDE1010 OF. CEN.  José Abascal 10, PL. 1ª 

SEDE1020 OF. CEN.  José Abascal 10, PL. 2ª 

SEDE1030 OF. CEN.  José Abascal 10, PL. 3ª 

SEDE1040 OF. CEN.  José Abascal 10, PL. 4ª 

SEDE1050 OF. CEN.  José Abascal 10, PL. 5ª 

SEDE1060 OF. CEN.  José Abascal 10, PL. 6ª 

SEDE1070 OF. CEN.  José Abascal 10, PL. BAJA 

SEDE1080 OF. CEN.  José Abascal 9, RACK PL. 2ª  

SEDE1090 OF. CEN.  José Abascal 9, RACK PL. 7ª 

SEDE1100 OF. CEN.  LABORATORIO 

SEDE1110 OF. CEN.  Sta. Engracias 108 



151

SERVICIOS DE MANTENIMIENTO DEL SISTEMA DE TELEFONÍA FIJA DE CANAL DE ISABEL II

EXPEDIENTE N.º: 78/2022

C
a
n
a
l 
d
e
 I

s
a
b
e
l 
II

 S
.A

 i
n
s
c
ri
ta

 e
n
 e

l 
R

e
g
is

tr
o
 M

e
rc

a
n
ti
l d

e
 M

a
d
ri
d
 a

l 
T

o
m

o
 2

9
.7

3
3
, 
F

o
lio

 8
6
, 

S
e
c
c
ió

n
 8

, 
H

o
ja

 M
-5

3
4
9
2
9
 e

 I
n
s
c
ri
p
c
ió

n
 1

ª,
 N

IF
 A

8
6
4
8
8
0
8
7
, 

D
o
m

ic
ili

o
 S

o
c
ia

l: 
C

/ 
S

a
n
ta

 E
n
g
ra

ci
a
, 

1
2
5
, 

2
8
0
0
3
 M

a
d
ri
d

Canal de Isabel II S.A. Santa Engracia, 125. 28003 Madrid 

SEDE1120 OF. CEN. Islas Filipinas ALMACEN DE TELECONTROL 

SEDE1130 OF. CEN. Islas Filipinas Recepción Canal Ocio y Deporte SL 

SEDE1135 OF. CEN. Ríos Rosas, 24 

SEDE1140 OF. CEN. StaEngracia Centralita 

SEDE1150 PALOMA AZUL 

SEDE1160 PEDREZUELA PRESA EMRG. 

SEDE1210 PEDREZUELA PRESA EST. LOCAL. 

SEDE1220 PEDREZUELA PRESA CENTRO DE TRABAJO 

SEDE1230 PELAYOS ETAP 

SEDE1240 PICADAS EDAR 

SEDE1250 PICADAS DEPOSITO 

SEDE1260 PICADAS II 

SEDE1270 PINILLA EDAR 

SEDE1280 PINILLA ETAP 

SEDE1290 PINILLA PRESA 

SEDE1300 PINO ALTO DEPOSITO 

SEDE1310 PLANTIO ESTACION LOCAL 

SEDE1320 PLAZA CASTILLA CANTON 

SEDE1330 PLAZA CASTILLA CASETAS CANTON 

SEDE1340 PLAZA CASTILLA CENTRO DE ARTE 

SEDE1350 PLAZA CASTILLA ELEVADORA 

SEDE1360 PLAZA CASTILLA FUNDACION 

SEDE1370 PLAZA CASTILLA OTROS 

SEDE1380 PLAZA CASTILLA TORREON SEGURIDAD 

SEDE1390 POZO DE LOS RAMOS PRESA 

SEDE1400 PUENTES VIEJAS PRESA 

SEDE1410 RETAMARES 

SEDE1420 RIOSEQUILLO EDAR 

SEDE1430 RIOSEQUILLO PRESA 

SEDE1440 RIOSEQUILLO PRESA EMERGENCIA 

SEDE1450 ROZAS DE PUERTO REAL ETAP 

SEDE1460 CASTILLEJOS ESTACIÓN LOCAL 

SEDE1470 SAN ENRIQUE, 3 

SEDE1480 SAN FERNANDO EDAR 

SEDE1490 SAN FERNANDO EDAR ALMACÉN-TALLERES (NUEVA SEDE) 

SEDE1500 SAN JUAN 2 

SEDE1510 SAN JUAN I ELEVADORA 

SEDE1520 SAN JUAN I PRESA 
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SEDE1530 SANTA CATALINA 

SEDE1540 SANTA LUCÍA CENTRAL ELÉCTRICA 

SEDE1550 SANTA LUCÍA EDIF. A. C. SIERRA NORTE 

SEDE1560 SANTA LUCÍA EDIFICIO PRESAS Y POZOS 

SEDE1570 SANTA LUCÍA LABORATORIO (NUEVA SEDE) 

SEDE1580 SANTILLANA EDAR 

SEDE1590 SANTILLANA CASILLA V 

SEDE1600 SANTILLANA ELEVADORA 

SEDE1610 SANTILLANA EMERGENCIA 

SEDE1620 SANTILLANA COMPLEJO 

SEDE1630 SANTILLANA RESIDENCIA 

SEDE1650 SUR EDAR 

SEDE1660 TORRELAGUNA EDAR 

SEDE1670 TRES CANTOS CHIMENEA 

SEDE1680 TRES CANTOS EDAR 

SEDE1690 TRES CANTOS ELEVADORA ACTUR 

SEDE1700 TRES CANTOS LA MINILLA E.L 

SEDE1710 VALDENTALES MINICENTRAL 

SEDE1720 VALDENTALES POZOS 

SEDE1740 VALMAYOR ETAP 

SEDE1750 VALMAYOR E.L. EMRG. 

SEDE1760 VALMAYOR RESIDENCIA 

SEDE1770 VALMAYOR TORRE DE TOMAS 

SEDE1780 VIVEROS EDAR 

SEDE1790 CENTRO DE TRABAJO VIÑUELAS 
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