TEXHHUYECKO 3AJTAHMUE
3a NOAAPBKKA THN ,Enterprise Support® na nuuensupan codptyep Ha SAP 3a Hy)KIHTE Ha
ocHOBHaTa GankoBa HHpopManHoHHa cucTteMa /OBHAC/ 8 BHB

3ajmaHMeTo TpencTaBd HM3UCKBaHMATA 33 MoMApBxkKa THN ,Enterprise Support Ha
nuneHsupan codryep Ha SAP, xoiiTo e ocHoBHa yacT Ha OBMC B BHB. To BkitoyBa:

1. CovmecrBypamu SAP nuuenszu:

- mySAP ERP Developer User -16p.

- mySAP ERP Professional User - 94 6p.

- mySAP ERP Limited Professional User -15 op.

- SAP Document Accesss -119 6p.
- SAP Deposits for Banking (Accounts) - 600 6p.
- SAP Bank Customer Account for Banking (Accounts) - 1000 6p.
- SAP Bank Customer and Mortgage Loans for Banking (Loans) - 100 6p.
- SAP Test Data Migration Sever -2 6p.

- Baseline Price DM/D3/LM (Engine) -16p.

- SAP PI Base Engine -16p.

- Qracle DB -16p.

2. OCHOBHH M3HCKBAHHS KbM NOAAPLXKKATA Ha SAP jmueH3upad codryep:

> OcurypsBaHe Ha NOMAPBKKA MO OTHOLICHHE Ha JIMIEH3MTE W 0a3ata NaHHH,
TIOCOYEHH B T.1 OT TEXHHYECKOTO 3aJaHHE.

> OcurypsiBane Ha Tocje/HaTa akTyanHa OesllaTHa BepcHs Ha Solution
Manager 1 HefiHuTE aKTyanu3anyuy B cpoka Ha SAP Enterprise Support moaapexxara.

» IommprkkaTa cnefpa Ja OCUTYpABa BCHYKH YCIYTH, BKIOYeHH B SAP
Enterprise Support.

» Y4YaCTHUKEBT ClieIBa Aa NPeACTaBH IIBJIHO ONHCAHHE HA YCITyTHTE, BKIIOYEHH B
SAP Enterprise Support, KaTo noco4Yy 4 HauMHa, 1o Ko#To e ru npeaocraes Ha bHB.

> ITocoyenuTe OT y4YacTHHKA CHELHATMCTH B JAeKNapaldaTa - CIHCBK Ha

TIpEUIOKEHMS EKHII, KOHTO 1Ie M3MBIHABA [IOPBYKATa, PEACTaBeHH ¢ odepTaTa, cleapa aa:

- OpraHmsupaT INpefOCTABIHCTO Ha IIPOBEPKH Ha KayeCTBOTO 3a€IHO C
excneptute o1 I'nobanHaTa noaapbxkka Ha SAP;

- Oxa3Bat chIeiicTBHE Ha BB3/I0OXKHTENA IPH pa3pabOTBaHETO B BEBEXKIAHETO Ha
NpenopbKATe, CHOPaHH N0 BPEME Ha IPENOCTABEHHUTE YCIIYTH N0 MOAAPEKKA;

- OcpuecTpaBaT peIOBHH IOCTIEABAIld KOMEHTApH C BB3JIOKHTEIS OTHOCHO
JIOTOBOpEHHTE NIeHCTBHA 3a pelllaBaHe Ha PoONeMH, CBBP3aHH € IOAAPLKKATA;

- Ilnammpar ofcayxBaHETO 3a€HO C  BB3NOKHTENA W UHHIMHKpA
npenocTassHeTo Ha yeityrs oT SAP B obxsarta Ha Enterprise Support;

-  Hsnenmasar pondra Ha JONBIHMTENHO IO-BHCOKO HHMBO B IIpolieca Ha
HOAAPEKKA;

» H36pannar 3a M3NBAHUTEN YHACTHHK NpeAocTaBd BB3MOXKHOCT Ha JIMLata 3a

KOHTAaKT, OIIPEACNIEHH OT BB3/I0XKHTENA J1a ce CBBp3BaT ¢ [ obanHara nomapsxka Ha SAP.

KoMyHukaimaTa MeX Iy H3NBIHHTEN 1 BB3NOXKUTENS c€ U3BRBPLIBA Ha OBIrapcKu e3UK.
3ajJMJaBaHUATA ca HA
OCHOBAHME HA 4JI. 2,
an. 1 or 3akona 3a
3alIuTa Ha JINYHUTEC
JaHHU.
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3. SAP Enterprise Support npegocTaBsiH Ha Bb3JIOKHTES ¢JieiBA A2 BKJIOYBA:

3.1. [poduasicumento nodobperue u uHoBayuu

» HoBHu copTyepHH BepCHH Ha JIMUCH3HPAHU pEUIeHMs, TOKPUTH oT Enterprise
Support, KakTo ¥ HHCTPYMEHTH H MPOLIEAYPH 3a IPEMHHABAHE KbM HOBH BEPCHU.

> TloMOIIHE NaKkeTH - [AKeTH 3a KOPEKUHs, HaMmaldBallll YCHJHATA IO
BHEIPABAHETO HAa ENHHMYHM Kopekiluu. [TOMOIIHHTe nakeTH MoOraTr ChIIO Ja CBABPXKAT
KOPEKIIMH 32 aJalTHPAaHE Ha ChUIECTBYBAIlATa (QYHKUHOHATHOCT KBbM MPOMEHH B 3aKOHHTE
H pasnopendure;

» [lonmyuasaHe Ha IOHE €IHH aKTyaJM3HpAIl MaKeT MM JPyr BHA oOHOBsABaHe
Ha KaJleHapHa roJHHa;

» Texuonmoru4yud oOHOBSBaHHA 3a MOJAPHXKKA Ha Oa3aTa JaHHH. Hanuuen
ABAP mporpamen kon 3a SAP codtyep NpHIOKEHUS H JONBIHHTENHO pa3paboTeHH M
CBBMECTHMH (PYHKIHOHATHHA MOAYJIH.

> [IpollecH ¥ MHCTPYMEHTH 3a yIpaBlcHHE Ha [IPOMEHKHTE B COPTyepa;

» JlucTaHuMOHHO ODCIyXBaHe, KOETO c¢e OCHrypdBa OT CIELHAJIHUCTH II0
peinapaHe Ha npoOnemu Ha SAP;

» JocThIl 10 HACOKH 3a caM0oOcTyKBaHe Kato yact oT SAP Solution Manager
Enterprise Edition;

» Hait-noGpu npakTHKHM 3a cHcTeMHaTa agMmuHHcTpauus Ha SAP u SAP
Solutions Operations 3a SAP codryep.

3.2. Paswupena nookpenq 3a aKmyanusupaujume naxemu u opyeu cogmyepHu
axmyanuzayuu Ha SAP

» JIMCTAHLMOHEH KOHTPO, OCHT'YPEH OT €KCIePTH Ha U30OpaHHA U3NBIHHUTEN 34
aHAJIM3MPaHE Ha MIAHHPAHUTE WK CHUIECTRYBAIMTE MOTUGUKAKE U HACHTH(GHUMpaHe Ha
€BEeHTYaIHH KOH(IHUKTH MeXay noTpebutenckusa xoa Ha bBHB v akTyanuzupaiinms naket
IpYTH aKTyanu3ailuy, BknoueHH B Enterprise Support.

3.3. Inobanna noodpuvoicka, ocuzypasawa:

» Jocten no SAP Service Marketplace (I'no6anna nmopapwixka Ha SAP) -
Oazata maHHH OT 3HaHHA Ha SAP u BBHINHATA Mpexa Ha SAP 3a npexBbpiisiHEe Ha 3HAHHA,
upe3 kouto SAP npemocras chABpKaHHE M YCIYIH 3a BB3JIOKHUTENS H MAapTHBOPHTE Ha
SAP;

» SAP Genexxu 3a naszapa Ha ycnyru Ha SAP, nokymeHTHpanm codryepHuTe
rpeliKE U HHOOPMALHA KaK Ja ce KOPUTHpPaT, W306ArBaT M 3a00MKaiAT Te3u rpewikd. SAP
fenexxkuTe clenBa Aa MOTaT Ja ChABPXKAT KOPEKLHH, KOMTO BB3AOXKUTENA Ja BHEAPSBA B
ceoara SAP cuctema. SAP OenexxkuTe OCBEeH TOBa HOKYMEHTHPAT CBBP3aHH BBIIPOCH,
3ANUTBAHKSA HA KJMEHTH W NPENOpPbYBAHM pelueHus (Hanp. HHAUBHAYATHY HaCTPOHKH);

» SAP moMOIIHUK - HHCTPYMEHT 32 HHCTIHpaHe Ha CNelUM(pHYHE KOPEKIMH H
nogoOpeHUuq Ha KOMIIOHEHTHUTe Ha SAP;

» SAP Solution Manager Enterprise Edition, kaxTo € onucaHo B T. 3.8.




3.4. Ocuzypasane Ha nROOOPLICKA 30 KpumudHu npodremu, npedocmasaiya:

» TI'nobGanHo ynpaBneHue Ha chOOLIEHHATa OT SAP 3a npobneMu, cBbp3anHy C
pelIeH s, BKAOYHTENIHO AOTOBOPH 32 HHBO HAa YCJIYTH 3a IbPBOHAYAIHO BPEME HA PEaKius
H KOPEKTUBHH ICHCTBHUS,

» ,,HeHTBp 32 NOANPHIKKA H CHBETH ", KAKTO € ONUCAHO B T. 3.6;

» I'nobanen 24 x 7 aHanW3 Ha OCHOBHHTE NpPHYMHH H €CKaJAUHUOHHU
IpOLEOYPH,;

» TlocTosHeH KauecTBEH KOHTPOJI, KAKTO € OIIHCAHO B T. 3.7;

» AHaTH3 HA OCHOBHHTE NMpobneMu B MOTPeOMTENCKHA KO, NPHUAOKHMH 32
CBOOIIEHH C IPHOPHUTET ,,MHOTO BHMCOK’ H ,,BHCOK M MNpeNOoCTaBSHE Ha HAacOKM Ha
BB3JIOKUTENS 3a pelaBaHe Ha npobieMma.

3.5. Apyeu xomnonenmu, memoduxu u yuacmue é obunocmma.

» Habmonenne Ha KOMIIOHEHTHTE H areHTUTE HAa CHCTEMHTE ¢ LIEJl ONTHMMU3auus
Ha Haau4dHuTE pecypcH ¢bC SAP EarlyWatch Alert;

» CobupaHe Ha KOMIIOHEHTH 3a CHCTEMH ¢ LEN AOKNAJBAaHE Ha craryca Ha
pelleHusTa;

» CobappxaHue U JONBIHATENHH MHCTPYMEHTH, NpeAHa3HAuUCHH 3a [IOBHILABAHE
Ha e(eKTHRHOCTTAa, KOMTO MOraT HJa BKJIIOYBAaT METOJH 32 BHEApPSBAHE W CTaHJApTHH
IpoLeaypH, Hal-NoOpKY NPAKTHKH, PBKOBOACTBO 3a BHeaparaHe (IMG), koMiexTH 6u3HeC
koHpurypauuu (BC) u nnaueuayanso HabnoacHue;

> VYuactae B OOIMHOCTTa OT KJIMEHTH H NapTHHOpH Ha SAP (upez SAP Service
Marketplace), ocurypsapaina JarHH 3a Haid-moOpHTe OH3HEC NPAKTHKYU, NPeAIOKEHHI 3a
YCIIYTH H TIp.

3.6. I'nobanro ynpaenerue Ha CoObeHUAMA U CROPA3YMEHUE 30 HUBO HA YCIY2U.

» M3bpaHuAT 3a H3IBIHATEN YYaCTHHK CJIe/IBa la OCHIYPH JOCTHI 10 ,,LIeHThp 3a
HOJAPEKKA U CHBETH™ 3a HeNOCTATHUH, NMPOOJIEMH H/UNYU TpEeIlKH, cBbp3aHH cbc SAP
coptyepa (SAP cucrema) no OTHOIIEHHE Ha JIMIEH3UTE, ONpEAENEHH 3a LeluTe Ha
3aflaHAETO KaTO TAKHBA C!

- MHOro BHCOK NPHOPHTET — HANMIE €& MHOTO CEpHO3HH TNOCIEACTBHA 3a
HOpManHuTe GH3HEC TpaH3aKIMK U HE MOXE Ja C& H3BBPIUBAT CIEINHH H KPHTHYHH OH3HEC
JIeHHOCTH, KOMTO OOHKHOBEHO ca B CJENCTBME Ha IBIHO ONOKHMpaHe Ha cHCTeMaTa,
HEM3NPAaBHOCTH Ha OCHOBHH SAP ¢QyHKUMM Ha NpoAyKTHBHATa CHCTEMAa HIIHM KIHOYOBH
npobnemu;

- BHCOK IpUOpHTET — HaIHIE Ca CEPHO3HH NMOCNEACTBHSA 32 HOPMATHUTE 6U3HeC
TPaH3aKIMH U HeoOXOMUMHTe 3a7a4d He MoraTr Aa ct€ H3BBbpUIBAT, KOETO € CHEICTBHE Ha
HENPABUIHH HMIH HepyHKIWOHHpamd (yHkumn Ha SAP cucremara, Heobxomumu 3a
M3BLPIIBAHETO Ha TAKHBA TPAH3AKIMH H/HIH 33]la4H;

- HHCBK TIpDHOPHTET — HalHLE ca NOCIENCTBHA, CH3JABallld HEyA0OCTBa IpH
H3N'BIHEHHETO Ha ONpeZieNieHH GU3Hec npoliecH B HaHxarta.

» 3a HemocTaThiH, IpobreMH /WK TPEIIKH OT BCAKAKLB NPHOPHTET, CE/Ba Ja
Ce OCHTYpH HOCTBI A0 ,l[eHTHp 32 moaApBKKAa U CBBeTH Ha M3NbIHUTENS. LIeHTHPET 3a
NOMAAPBXKKA U CHBETH TpAOBA Ja OCHUIECTBABA CICAHUTE 3a1a4H 32 NOAIPEXKKa:
- JMcTaHIHOHHA TYIOAAPEXKKA 3a HENOCTATHLH, NpobGieMH W/HIH TpellKH -
UEHTBPBT Aa BEHCTBA KATO AONBJIHHUTENHO HUBO HA €CKaNAl[|s, IO3BOAABALY 24X7 aHanu3 Ha
HYHHM U HAeHTHHUKAINS Ha pobriema;
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~  HenpexscHarT KayecTBEH KOHTPOMN HAa [JIAHHPAHETO Ha [pefoCTaBIHE HA
YCIYrH Mo NMOJApbLXKata THI ,.Enterprise Support” Ha nuuensupanus codtyep Ha SAP B
CBTPYIHHYECTBO ¢ €KHNa 32 HHOOPMAUMOHHA TEXHOJIOTHH HA BB3IOXKHUTENA, BKIKOUHTENHO
KOOpIOMHAUHKA Ha rpaduuurTe H caMOTO NpeJoCcTaBAHe Ha YCIIyraTa;

- JIucraHuxonHa cepruduranus Ha SAP Customer Center of Expertise, korato
ToBa OBJE MOUCKAHO OT BB3NIOKHUTENA;

- OcurypsBaHe Ha HHCTPYKUMHM, KOraTO IMOCTOSHHHS KOHTPOJ Ha KayecTBOTO,
NNAHBT 3a JeliCTBUE H/HIH MUCMEHHTE NPEIOPBKH Ha SAP moKa3par KpHTUYEH CTATYC,

- KomyHukaimsra Mexzy ,,LIeHTBp 3a MOZIPBKKaA U CHBETH HA H3MBJIHKTENS U
BB3JIOXKHTENS € Ha OBArapckH e3MK M ce OCBIIECTBABA MHCMEHO, BKIIOYHTENHO Mo e-mail,
¢axc 1 moTpebuTENCKH CHOOIIEHHMS, H € JOCTBIHA ABaJcceT M YeTHPH 4aca B ACHOHOLIMETO,
celleM JHM CeMHYHO 3a CBbp3aHH ¢ moaapsxkkata SAP Enterprise Support uckanus. Jecer
yaca guesHO {oT 8:00 4. mo 18:00 u. MecTHO Bpeme OQHCET Ha H3IBJIHHUTENA, B KOHTO CE
noMenasa [{eHThpa 3a MOMIPEKKA U CHBETH) NET AHH CEAMHYHO (OT MOHEIEIHHK 0 IETHK,
H3KITIOYas TpasHHYHH [JHH) KOMYHMKaUHMATa C U3NBIHHTENA € Bb3MOXKHA H 4pes
AoTpeOHTeNncKH choOmienns 4pe3 xoMnoneHta SV-ES-SAC 3a kputuynM 3a noaipbxKara
uckanus keM SAP Enterprise Support.

» Peakuus 0pH Bb3HUKBAHE Ha HEXOCTATHUH, IPOGISMH H/HIIHM TPEIIKH:
- Henoctarbuu, npobaeMy W/uny Ipemky ¢ MHOTO BUCOK MPHOPHTET — PEAKIIHs
10 15 MEHYTH Cllell YBeJOMABAHETO, BpEME 3a OTCTpaHABaHE 4 Jaca;
- Henoctarsuu, npobnemMu W/UMH MPELIKH ChC BUCOK IIPUOPHTET — peakiius 10 1
yac cJiefl yBeIOMABAHETO, BPEME 3a OTCTpaHssaHe 1 paGoTeH neH;
- Henoctarsuu, npoGieMu /WM IPEeLIKM ¢ HUCBK NPUHOPUTET — peakius fo 1
JEH Cliel YBEIOMIBAHETO, BpEME 3a OTCTpaHAsade 5 pabOTHH OHH.

3a LeIHTe HAa 3aJaHHETO:

* [lom peakuus IpH BB3HHKBaHE HA ABAPHUIHU CHUTYaUMH ce pa3dupa, 0T30BaHE OT
U3ITBJIIHUTEJLA, mo 30 MuHyTH Ha MAcTo B crpagatra Ha BHB unponnmxaeaHe Ha
pabotara ¢ ekunute Ha BHB o oTcTpanasane Ha npobriema.

- aBapHiiHa CUTYaIlHs — CHTyallis, IIPH KOATO cHcTeMara He paboTH u3iEano unu
YaCTHYHO.

BB3noxurenar omnpefens OT KakKbB NPHOPHUTET ca BB3HHKHAIHTE H YCTAHOBEHH
HeJOCTAaThUH, NPOONeMH H/HITH [PEeLIKH.

3.7. SAP nocmosnen konmpon Ha Kaiecmeomo.

» B cny4alt Ha KpUTHYHHM CHUTYalUMH, cBBp3aHH cbC SAP codTyepHo pewenue

(xato BHenpsABaHe, BOTPEiil, MUIpalMs HJIM HEJOCTAaThLH, NpOOJEMH W/HIHM IPEUIKM C
MHOTO BHCOK IIPHODUTET), H30paHUAT 3a M3IBIHHUTEN YUYacTHHK TpsOBa Ja OCHIypH MOHE
eIHWH TOCTOSHEH KOHTPONI Ha KauecTBOTO TOJHINHO 3a Besiko SAP codryepHo pemeHne.
[TopTdelinsT 0T yCIyrH NOCTOSHEH KOHTPOT Ha KaYeCTBOTO 3a BB3JIOXKHTENA BK/IIOYBA, HO
HE € OrpaHH4eH J0:

- SAP GoingLive™ npoBepka Ha MNpoeKT 3a IyCKaHE B IPOXYKTHBHA
eKCILTOATALHS.

- SAP GoingLive™ Functional Upgrade Check - mpoBepka Ha bhrpeiifa Ha
¢bYHKUHHTE IpH NpeMUHABaHe KBM [10-BHCOKA BEPCHI.

- SAP OS/DB Migration Check - npoBepka Ha npeHacqHeTO.

» Jla npenoctaBd IIOHE €[HA Yyciyra 3a ONTHMM3AlMs B paMKUTE Ha eIHa
KalneHJapHa TOAWHa 3a ONTHMH3MpaHe Ha MNPOAYKTHUBHATA cpeda Ha BB3JIOKHTES,
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BKIIFOYBAIlA MOTCHUHANUTE 33 ONTHMH3ALKSA Ha [ANOCTHATa WHCTajlalMd Ha SAP Ha
BB3JIOXKHTEIA.

»  TloCTOSHHMAT KOHTpOJ Ha Ka4eCTBOTO MOJKE Aa Ce ChCTOM OT €AHA HIIH NoBeYe
PBUYHH HJIH aBTOMATHYHH CeCHH 3a JAHUCTaHIMOHHO obcnykBaHe. M30paHHAT u3aNBIHUTEN
clieABa Na MPedOCTaBH M JONBIHHUTENEH MOCTOSHEH KOHTPON Ha KayeCTBOTO B CIy4aw,
xorato SAP EarlyWatch Alert e moknansana xpUTHYHE ¢hOOLIEHMA, KAKTO H B CJIyYaUTE Ha
YBEAOMSBaHEe OT CTpaHa Ha BB3NOkMUTENS Ha ,lleHTbpa 3a MOMAPBXKKA H CHBETH® Ha
H3MBIHATENS 32 HeoOX0OUMOCTTA 3a CIPABAHE C HEJOCTAThLH, IPOOIeMH H/UIIH IPEIIKH C
MHOTO BHCOK NpHOpHTeT. B Kpas Ha MMOCTOSHHHS KOHTPOJ Ha KA4eCTBOTO H3IIBIIHHTENA
cleiBa Jja MPEeROCTABH IUJIaH 3a AeHCTBHE H/HIIH [THCMEHH MPENOPEHKH.

» KoHTakTHHTE NHIa Ha BBL3NOKHTENS ¥ CHEUUANUCTHTE HA H3ITBJIHHUTENS
OIIPENENIAT CHBMECTHO rpadMKa 3a H3BBpIIBAHE HA NMOCTOSHEH KOHTPON Ha Ka4eCTBOTO.
ITpomenu B rpadmka ce M3BLPINBAT 1O MHHLMATHBA Ha BCAKA €OHA OT CTPAaHHUTE Cliel
oxoOpeHHe Ha ApyraTa CTpaHa MAaKCHMAIHO OO TPH ITbTH roauiuHo. [IpomaHaTa Ha rpaduxa
C€ W3BBpILIBA NMOHe MeT pabOTHHM AHH NpelH IUIAaHHWpaHaTa JaTa Ha IPEIOCTaBIHE Ha
yCIyrara.

3.8. SAP Solution Manager Enterprise Edition.

SAP Solution Manager Enterprise Edition cneaga na ce H3mosssa 3a CASTHATE LETH:

» llpenoctaBsne na SAP Enterprise Support M ycmyrd 3a moanpbsXKKa Ha
cOhTYEpHHTE PEIICHHA Ha BB3JIOKHTENA, BKIIOUHTETHO NPEeAOCTABIHEe U HHCTAAalMsd Ha
coryep U TEXHONOTHH 3a MOAAPBKKA Ha PEeLICHHATA,

» paboratra Ha ,JlleHThpa 32 NOAIPBXKKA H CBBETH® H JMCTAHIIHOHHH
JHArHOCTHYHH MHCTPYMEHTH 33 PELICHHATA HA BB3JIOKUTEN,;

» YIOpaBNEHHE HA TPHIOKEHHATA Ha BB3IJOKUTENA, DEIUEHHS, BKIKOYBALIMN
BHEIpsABaHe, TECTBaHE, YIIPaBIEHHE Ha UCKAHHMATA 33 NPOMEHH H IOCTOSAHHO MOoAoOpsABaHe
Ha pelleHuaTa NokputH o1 SAP Enterprise Support;

»  agMHHHCTpHpaHe, HaONMOZEHHC M AOKIaOH 3a pelIeHHAITa Ha BB3JIOKHTENS.
Vzmonsareto Ha SAP Scolution Manager Enterprise Edition na ce orpanmdasa camo 1o
peleHUATa Ha BB3JIOKUTENS.

H30paHuAT H3NBLJIHHTE] ce 3aJbJKABA a3 IPeNOCTABH HA BB3JIOKHTENA BCHUYKH
nmakerH (0OHOBJIeHHSI M MpPOMeHM) 3a moAoOpsBaHe Ha SAP jumuensupan codryep
(cucTemaTa) M 32 MPEABAPHTENHO OTCTPAHAEBAHC HA BB3IHMKHAIHM WM YCTAHOBEHM
codTyepHH rpemkH 3a nepuoaa ot 01.01.2015r. xo naTaTa Ha cKJIIOYBAHE Ha 10TOBOPA.
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