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1. CIIMCBK HA U3NOJ3BAHHUTE TEPMWHH, JEOUHULIUU N
CBKPAIIEHHA B npHI0OKeHHETO H MPHIOKEHHATA KbM HEro

CrKkpamenne Onucanne
BHbB Bbbarapcka HaponHa GaHka
LDAP Lightweight Directory Access Protocol
Cucremara UHTerpupana HWHpOpPMaUMOHHA CHCTEMA 3a
¢uHaHcoBHTe naszapu U SMP
3MP 3anbIKUTETHH MHHHMATHY pe3epBU
HUCIIC HUndopmanmonna  cucrema 32  NapH4Ha
CTaTUCTHKA
PUHIC Real-time Interbank Gross Settlement System—
IIaTEXHa CHCTeMa 3a OpyTeH CeTBIMEHT B PEaHO
BpEME B JieBa
TARGET?2 Trans-European Automated Real-time Gross
Settlement Express Transfer System - mnnaTexua
chucTeMa 3a OpyTeH CeTBIMEHT B peafiHO BpeMe 3a
pasnialmaHHs B €BPO ChC CETBIMEHT B NapH B LIEHTPaIHa
GaHka.
ECPOT EnexrponHa cucTeMa 3a perucipupase H
ofcnyxBane Ha ThproeusaTa ¢ LK
TREMA Treasury Management — cucTeMa 3a yrpaBJcHHe
Ha BanyTHH Pe3epBH.
OJII1 OcHoBeH JIMXBEH MPOLEHT




2. BBBEJIEHHE

2.1. IPEJIMET HA OBLIECTBEHATA IIOPBHUYKA

Ilpeamer Ha BB3narane Ha cleAHNTE AEHHOCTH:

2.1.1. AGoHaMeHTHO 00CayKBAHE
1)  Ilpeamer Ha BB3jmaraHe ca OeiHOCTHTe MO a6OHAMEHTHO OOCTyXKBaHE Ha
»HTerpapana nHGopMauHOHHa cucTeMa 3a GHHAHCOBUTe Nazapu 1 3MP* 8 BHB, noapo6Ho
onucana B [Ipunosxenne Ne 1.1, Onucanue Ha cuctemMara. TeXHHYECKH XapaKTEpPHCTHKH KbM
HACTOALNATA TEXHHYECKA CNENHpHKALHA, HADHYAHO MO-HATATHK 3a KPATKOCT ,,a00HAMEHTHO

ofbcnyxBane Ha CHcTemMaTa™,

2) AbonameHTHO of0cnyxBaHe Ha BCMYKH aKTyanmu3auun Ha CHcTeMarta,
H3nbaHeHH 1o [Ipunoxenue Ne 1.2 |, OnucaHde Ha AeHHOCTHTE, BKIIOYEHH B 0GlIECTBEHATA
MopbUKa B YacTTa 3a PYHKIUHOHANIHO pa3BHTHE  KBM TeXHHYecKaTa CelHdHKALMSA, KaTO YacT
0T aboHaMeHTHOTO obcnyxBaHe no T. 2.1.1. 1), cnea M3THUYaHe Ha CpoKa Ha rapaHLMOHHA

HNONApBhiKKA Ha CHOTBETHATA aKTyallH3alus.

3} AbGoHaMeHTHOTO oOcny’KBaHe Ha CHCTEMATa C€ M3BBpILIBA ChrlacHo T. 3.1. ot
HacTofAIaTa TeXHUYeCKa cnelMdHrKallis ¥ Bb3 0CHOBA Ha oTNpaBeHo HckaHe 3a nonbinBaHe Ha

odepTa.

2.1.2. ®yHKUMOHA/IHO PAIBHTHE

IIpoexTupaneTo, paspaGoTkaTa H BHEApSBAHETO HA H3MEHEHHA M JOIBIHEHHS KbM
Cucremara ca noapoGHo onucandH B [lpwnoxenue Ne 1.2 ,Omucanue Ha JeifHOCTHTE,
BKJIIOYEHH B oOllecTBeHaTa MOphYKAa B 4YacTTa 3a (YHKLMOHAIHO pPa3sBHUTHE®, CBFNACHO
W3MCKBAHHSATZ HA BB3JIOKHTENS, MOCOYEHH B HACTOALUATA TeXHWYECKA Crelu(HKALNUS U Bb3

OCHOBa Ha oTnpaseHo MckaHe 3a Jomb/iBaHe Ha odepra.

HanbiHeHueto Ha IEHHOCTUTE C€ OCBIIECTBABA Upes CKIIUYBAHC Ha KOHKPETHH

JOTOBOPH B CpOKa Ha JIeHCTBHE HAa pAMKOBOTO CMIOpasyMeHHe.

2.1.3. T'apanunoHHA NOAAPBXKKA
l'apanunonHaTa noAnpskKKa Ha BCHYKH aKTyanusauuy Ha CHCTeMaTa, peajii3HpaHH 1o

T. 2.1.2, ce oCBhLIECTBABA NPH YCIOBHATA H CPOKOBETE, [IOCOYEHH B HACTOSIIATA TeXHHYECKa



cneundmxauuﬂ, CBOTBETHO B IIPOCKTA Ha JOrOBOp, KaKTO H c1306pa3H0 TexHHYECKOTO

Hpe/UI0KEHNE Ha y4acTHHKa, H30paH 3a H3MBJIHHTEN Ha TOpbYKATa.

Cnen usTHYaHe Ha CHOTBETHMSA CpPOK Ha rapaHIHOHHa 0DOALAPBXKa 06CJ'ly)KBaHeT0 Ha

CHOTBETHHUTE aKTyaJiM3allHH CTaBa 4YacT oT aboHaMeHTHOTO obcnmyxBaHe Ha CHcTeMata Io

T. 2.1.1. Bb3 OcHOBa Ha YBeJOMJIEHHE/UCKAHE OT CTpaHa Ha BB3JIOJKHTENA,

OGXBaT'I:T, CCTCCTBOTO H HAYHHDBT Ha OCHLUCCTBABAHE HA OTACITHUTE YCIIYI'H, BKAIOUYEHH

B OoOlIecTBeHaTa Nopb4iKa, KAKTO H IlpaBaTa H 3adb/DKCHHUATA Ha CTPAHHUTE BBB BpPB3Ka C

OCBILECTBABAHE HA BCAKA OT YCIYTUTe, e ObAAT onpeaeneHH B CHOTBETHHS/TE JOTOBOP/H,

CKJIIOYEH/H Bb3 OCHOBA HA PaMKOBOTO CMOpasyMeHHe M choOpasHo odeprara Ha H3OpaHMs

H3MTBJIHHTE] OTHOCHO BCEKH KOHKPETCH OOTOBOP.

2.2. HOPMATHBHA PAMKA

2.2.1,

HopmaTnBHa ypenda, 0THOCHMA KbM AeifHOCTTA Ha CHCTEMAaTa

3akoH 3a bwenrapckara HapogHa baHKa;

34KOH 3a Kpe IUTHHTE UHCTHTYLIHH;

3aKOH 3a NNATEXKHHUTE YCIYTH H INIATEXHHUTE CHCTEMH;

Hapen6a Ne 3 na BHB ot 18 anpin 2018 r. 3a ycioBusATa ¥ pefia 3a OTKpHBaHe
Ha NIIaTeXXHH CMETKH, 3a W3N'bJIHEHHE Ha MNaTeXHH OIepalliil | 3a H3MOI3BaHe
Ha [UIaTEXKHH HHCTPYMEHTH,

Hapen6a Ne 6 Ha BHDB 3a kpenitupane Ha GaHku B neBoBe cpey obesnedenue;
Hapen6a Ne 17 wa BHB ot 29 mapt 2018 r. 3a mapuuHaTa M AUXBeHaTa
CTAaTHCTHKA M CTATUCTHKATA Ha GHHAHCOBUTE CMETKH,

Hapenfa Ne 21 ma BHB 3a 3agb/okuTenHUTE MMHHMANHH PE3EPBH, KOMTO
GaHkMTe moagbpxkaT npu Bearapckata HaponHa GaHxa (B cuia oT 4 sHyapu

2016 r.);

2.2.2, HanmonanHa HopMaTHBHa ypeafa B ofaacTra Ha eeKTPOHHOTO

yYnpaBjaeHHue

3aKOH 32 ENEKTPOHHOTO YNpaBJICHHUE;

3aKOH 3a eNeKTPOHHHS JOKYMEHT H eIeKTPOHHUTE YAOCTOBEPUTENIHH YCIYTH;
3aKOH 3a eIeKTPOHHATA HASHTH(OHKALNS;

3aKoH 3a 3allKTa Ha THYHHTE TaHHH,;

3aKoH 32 3alIMTa Ha KlacHdHLHpasara uH(opMaLus;

3aKoH 32 aAMHHHCTPALUATA; //



® 3axoH 3a JIOCTBN 0 0OlIeCTBEHa HHGOPMALIHA,
¢ [lom3akOHOBHTE HOPMAaTHBHH aKTOBe (NpaBWIHHUM W Hapeabu) KbM

TOpeTNIOCOYECHUTE 3aKOHH.

lipu usnbnHEHHeTo Ha OOLUECTBEHATa MOPBUKA ClIEiBa Aa GbAaT choOpa3sBaHH BCHYKH
OTHOCHMH M3MCKBaHHA, NPOU3THYALIH OT AeHCTBAIIMTE HOPMATUBHH AKTOBE, KOUTO NMOCTABAT
TEXHHYECKH, TEXHOJOTMYHM H/MAM JOPYyrH M3HUCKBAHHA KbM JEHHOCTUTE, MpEIMET Ha

nopbhHKaTa, HE3ABUCHMO JAJIH €A M3PHYHO MOCOYEHH.

HW3nbanuTenar Cl€¢iBa Ja B3e€ME€ NO4 BHHMaHHEC M HOPMArHBHHTE aKTOBE, KOHTO
MEXIAYBPEMEHHO MOraT Jda BIA3aT B CHJIA W HMAaT OTHOUIEHHE KbM H3NBJIHEHHETO Ha

NopbYKaTa.

[Ipu ycraHoBsBaHe Ha MPOTHBOpEUHE MEXLY HACTOALIATA crieluudHKanusa U AeicTBall

HOpMAaTHBEH aKT, IPHOPHTET UMA CBOTBETHHAT aKT.

2.3. OITHCAHHUE HA CHCTEMATA. TEXHUYECKU XAPAKTEPHCTHKH
OnucaHueTo Ha cHCTEMaTa M TeXHHUYECKMTE XapaKTEepHCTHKY ca MOAPOoGHO OIMHCAaHH B

[Tpunoxenne Ne 1.1 ,,Onucanue Ha cucTemarta. TeXHHYeCKUXapaKTEPHCTHKH .

3. H3UCKBAHHA KbM U3IIBJIHEHUE HA IIOPBUYKATA

3.1. OTUCAHUE HA JEHHOCTHTE, BKJIOYEHHU B OBHIECTBEHATA
ITOPHYKA B YACTTA 3A ABOHAMEHTHO OBCJIYKBAHE

3.1.1. OcHoBHH JcitHOCTH, BKJIIOMeHH B 06XBaTa Ha aG0HAMEHTHOTO 06C/TyKBAHE
Ha Cucremara

¢ ExcneprtHa momoll 3a OTCTpaHABaHe Ha MNpoGNEMHE OT TEXHONOTHYHO-
EKCIUIOATALMOHEH XapaKTep, pe3ynTaT OT BBHIUHM BB3IEHCTBHS W Npeyeld Ha HOPMATHOTO
(GYHKIUHOHHpaHe Ha MH(POPMAIHOHHATA CHCTEMA,;

e OtcTpaHaBaHe Ha ,CKPHTH" Ie()eKTH U rpelikd B HHPOPMALKOHHATA CUCTEMA;

¢ Exemeceuna npodmnaxtika, cbeTofAa Ce B HabmiOZEHHE M €BEHTYAJIHH
AEHCTBHA 3a KOPEeKUHA Ha fapaMeTpuTe Ha Oa3aTa JaHHHM U Ha WHQPOPMAIMOHHATA CHCTEMa
KaTo 110, ¢ LeN [PeAOTBpaTABaHe Ha BB3HUKBAHETO Ha ObAeIH Mpobiemu;

¢ Hacrpoiika i KOHTpOJ Ha eEKTHBHOCTTA Ha paboTa Ha CHCTeMATa;



* AHanu3 H OTCTPaHABAHE HAa BBL3HMKHAIM MpobneMH ¢ oTyYeTHHTE ¢opmMy,
paboTaTa CbC CHCTEMATa Ha BBHIIHHTE MOTpeOHUTENHM M 0GpaTHATA Bpb3Ka C YYaCTHHLHTE B
cHcTemara;

® AHalH3 W OTCTpaHABAHE HA BL3HHKHAIH NPOGJIEMH C H3XOAHHUTE COPABKH U
TabJIMIH, reHEpHPAHH OT CHCTEMATa;

¢ OrcTpanaBaHe Ha NpoGNEMH, CBbp3aHH ¢ (PYHKUMOHMPAHETO Ha 6a30BUS U
cucTeMeH coTyep BbpXy pabOTHH CTAHLMH H CBPEBPH, OTHACALIHM ce 10 GYHKIHOHHPAHETO
Ha cHCTEMATa;

¢ HaGmoaeHne W NpH HeoGXONMMOCT — KOpHIHpaHe Ha MNpOLEINypHTe 3a
apXUBHpaHe;

* KoHcynrauuu M TexHMYecka TOMOIL 3a pa3spelllaBaHe Ha TNpobneMH IpH
excrnnoarauusTa Ha CucteMara;

¢ YyacTHe B CbBMECTHH pabOTHH CpELIH 3a pelllaBaHeTO Ha ONEPATHEHH BBIIPOCH;

» Habnionenue noBeaeHHETO Ha CUCTEMATA ¢ Lie GOpMyapaHe Ha NPENOPbKH 3a
nojoOpaeaHe Ha (yHKUHOHHpaHeTo #. MsmbanuTenar npegasa npenopwkure Ha BHE B
MTHCMEH BHJ 34 M0-HATATBINHM JeHcTBUA (00ChXKaaHe, CTApTHPAHE HA MPOMEHH H T.H.).

e [lomoln no TenedoHa, BISIFOYUTENHO H3BBH OCHOBHHS MIEPHOJ Ha 06CTyKBaHe,

¢ Hucrtanupane, KoHQHUrypHpaHe, HACTpOHKM, OGHOBSBaHE Ha BEpCHHTE H
noJaabp)KaHe Ha 6a30BH /MM CHCTEMHH TEXHOJIOTHMYHH NMpPOrpaMHy cpeacTBa (ONepalHOHHH
CUCTeMH, Oa3su JaHHM W Jp.), CBbp3aHH ¢ OYHKUMOHHPAHETO M pPa3sBUTHETO Ha
HH}OpMaLMOHHATA CHCTEMA;

e AnmuHuMcTpupaHe Ha 6a3M JaHHH M MPHJIOKHU NPOTPAMHH TIPOLYKTH, CBbp3aHH
¢ (GYHKUHOHHPAHETO W pa3sBuTHeTO Ha CHcTemara;

o IlpennoskeHHs 3a kOHGHIypallHs M HacTpolika Ha pabOTHUTE CTAHUMH Ha
NOTpeOHTENUTE IPH MPOMEHH B OfIEpallHOHHATA CHCTEMA, BEPCHATA Ha Gpay3bpuTe, BepcusiTa
Ha CHcTeMara,

o Tlonapbixka ¥ aKkTyanu3amus Ha cepTUHKaTH 33 ayTEHTHKALMS,

® AHanu3, CEBMECTHH JEHCTBHA U H3MBJIHEHHE HA NPETIOPBKU HA BBIJIOKUTEIH, C
lleNl OTCTpaHsABaHe Ha MpoGnemu, CBbP3aHH ¢ HH(GOPMALMOHHATA CHI'YPHOCT H 3alUlaXH OT
NOTEHUMATHH YI3BUMOCTH Ha CucTeMara;

¢ OO6cnyKBaHe, HAIOXKEHO MOpaf{ HENpaBHIHA eKCIIoATalMs HA MPOTPAMHHTE

POJIYKTH;



¢ OOGcmyxBaHe, HANOXEHO OPaAH NPOMEHH B IPOrpaMHUTE TIPOAYKTH, KOUTO He
ca chriacyBaHH cbc CepBU3HATA OpraHU3aLHNS,

e O6cnyxBaHe, HANOXKEHO NMOPaJH B3aHMOAEHCTBHE Ha CHCTEMaTa ¢ HHTepdeiicu
Ha JIpYTH NPOTpaMHH NPOAYKTH, KOUTO HE Ce MOAABPIKAT OT U3IThIIHUTEINS;

¢ OOGcnykBaHe, HAJIOXEHO MOPamH NMPHYMHY M3BBH KOHTPOIA Ha U3MbIAHMTENS,

KaTO HHUHACHT, 3fI0NOJIYKa W Ap.

3.1.2. JonbAHHTESHH [TeiHOCTH, BKJIIOYMEHHM B o00XBaTa Ha a0OHAMEHTHOTO
obcayxksane Ha CHcTemaTa

¢ DBuracraHoBsABaHe Ha cucTeMara oT backup;

¢ Oxa3BaHe Ha CbJACHCTBHE NIPH Chb3JaBaHe M NOANBPIKaHE HA MpPOLEAypHTE 3a
apXMBHpPaHe Ha CHCTEMHTE — MPOAYKLIMOHHA H TECTOBA;

e Oxa3BaHe Ha ChAEHCTBHE NPU AAMHHUCTPHPAHETO HA TIPUIIOKEHHUETO;

e Oxa3BaHe Ha chIeHCTBHE NPY MOHUTOpPHHra Ha CUCTEMATa;

¢ JlonbaHKTENHO 00yueHHe Ha NOTPeOUTENH H Ha eKCIEPTH - CyxkHTeaH Ha BHB

Mo eKcIIoaTanuuara Ha CHcTeMara.

3.1.3. JleiiHocTH Mo OCHIypsABaHe Ha HOPMAJHA PYHKUHOHAJHOCT M Pa3BUTHE HA
Cucremara

¢ Anxanu3 Ha BB3HHKHANH HECHOTBETCTBHA CNPIMO 3aaleHHTE U3NCKBAHHT,

e KoncynranTcka nomoll 3a peajiH3HpaHHTe WITH MOIEXKAIH Ha IIPOMAHa GH3HEC
IIPOLIECH;

e HMsroTeaHe Ha TecTOBH CLeHApHH 3a CHMYJallHs 33 IPOLECH, MOIeXKAIH Ha
HpOBepKa MM MPOMSIHa,

¢ Koncynranrcka nomoin npu HeoOXOAHMOCT OT HHTepeHCHUTE poLEaypH 3a
BPb3Ka C ApYrd CHCTEMH;

e HzroTesaHe Ha MpeLToXKeHUA 32 NPOMAHA HA HATAYHATA (YHKITHOHATHOCT C LN

ONTHMH3HPpaHE Ha NPOLECH HIIH YCKOPABAHE HA BPEMETO 32 H3MNBbIIHEHUETO HM.

3.1.4. Hepnon Ha aGoHaMeHTHOTO 06CayKBaHE
AGoHaMeHTHOTO o6CTyXBaHe ce M3BbpIUIBA B pa0oTHH AHH Mex Ay 8:30 u 18:00 uaca

(OcHoBeH nmepuoJ; Ha aboHaMEHTHO 00CIYXKBaHe).

AGoHaMeHTHO 0OCTy)KBaHE H3BBH OCHOBHHS NIEpHO Ha A60HAMEHTHO 0BCTYKBAHE Ce
M3BBpILIBa BBE BpeMeTo oT 18:00 1o 8:30 uaca B paGoTHH AHH, KAKTO Y B MPA3HHYHH H NIOYHBHH

IHY. 3asBKH 3a aboHaMeHTHO ofcnyxBaHe M3BbH OCHOBHUS MepHOI HA OOCTyKBaHe Ce

el
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H3BBPIIBAT Cpelly JONBJIHHTENHO 3alfalllaHe I10 4acoBa CTaBKa. [IporHosHuaT obem Ha
ACHHOCTHTE MO aboHaMEHTHO oOCHYXXBaHe M3BBH OCHOBHHS TEpHOA Ha abOHAMEHTHO

obcnyxBaHe e B 00em 60 yoBekoyaca.

He ce cunra 3a ofcimyxpane H3BbH OCHOBHHA MEPHOA Ha abOHaMEHTHO o6CTyXKBaHe

JefiHOCT Ha H3IIBIIHUTENA, KOATO € 3al04YHasa B paAMKHTE Ha OCHOBHHSA nepuoa.

3.2. OIIHICAHUE HA JEAHOCTHUTE, BKJIIOYEHH B OBIIECTBEHATA
MMOPBHYKA B YACTTA 3A ®YHKIIUOHAJIHO PA3BUTUE

3.2.1. Hacoku 3a pasBHTHe Ha CHCTEMATa
HacokuTe 3a pasBuThHe Ha cHcTeMaTa ca moapoGHo onucand B Ilpusoxenne No 1.2
,»OIHCaHHe Ha NefHOCTHTE, BKIIOYEHH B 0OLIECTBEHATA NOPBYKA B YACTTA 32 (PYHKIIHOHATHO

pasBHTHE"

3.2.2. /Ipyrn npoMeHu Mo HCKAHE HA Bb3JI0KHTENN

B nmeprona Ha M3NBIHEHME HAa pPAMKOBOTO CIOpasyMEeHHE, TNpHM Bb3HHKHANIA
HEOOXOANMOCT OT H3MEHEHHS H JONbIHeHHs KbM CHCTEeMaTa, KakTo M MpH HeoGX0IHMOCT OT
aKTyalH3allid Ha CHILECTBYBAIUNTE (PYHKUHOHANHOCTH, e GBIAT U3MBIHABAHM YCIYTH 3a
dyHKUMOHANHO pa3BHTHe, Ha 0a3a 3afaHuA M cneUMQHKalUM, OPEJOCTaBAHH C MHCMEHO
HCKdHE 3a JONBbABaHe Ha odepra OT BHIMOKHTENI HA M3NLJIHMTENA. B MHCMEHOTO HcKaHe
BBLINOKHTENAT L€ MOCOYBA MAKCHMMAJTHO JOMYCTHMOTO BpeMe (B HOBEKO4YAacOBE) M APYTH

YCJIOBHA 33 OCBIICCTBABAHE HA ChOTBETHHTE aKTYalH3aUHH.

O6wusT 06eM Ha AefHOCTHTE Mo GyHKUMOHANHO pa3BuTHE € B 06eM 4000 HoBekouaca,

KOWITO 00EM € OpHEHTHPOBBYEH.

3.3. MACTO HA M3ITBJIHEHHE HBA OBIIECTBEHATA IIOPBYKA:
Yenyrute, cBBp3aHM C HacTosllaTa MOPBYKA, Ile Ce H3BBpPLIBAT B CrpajaTa Ha

BB3/OXKHTENA, HaxoAdua ce Ha nnowan ,,Kuas Anexcanasp I“ Ne 1, rp. Codus.

3.4. CPOKOBE

CpoKBT Ha paMKOBOTO CHOpazyMeHHe € 4 (MeTHpH) FOAMHH, CYHMTAHO OT JaTala Ha
MOANMCBAHETO MY, KATO 3a JaTa Ha MOAMMCBAHE Ce CUMTA JATaTa OT IEJOBOJHMS HOMEp Ha

BB3JIOXKHTENA, IIOCTABEH Ha CTp. loT CIIOPa3syMEHUCTO.

BpemeTpacnero u KpaliHMAT CpOK Ha H3NbIHEHHE Ha OTAENHHTE YCIYTH Lie GHIaT
onpeAcneHd B CHOTBETHUA/TE JIOTOBOD/M, CHKJIIOYEH/H BB3 OCHOBA HA pPaMKOBOTO

CIIOpa3yMCHHE, H C'BOﬁpEBHO ocbepTaTa Ha H36paHHH H3IMMBJIHHTEN OTHOCHO BCEKH KOHKDPCTEH

el ,f
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IoroBop. Cornen MPHKNIOYBAHE H3MBJIHEHHETO Ha NPeaMETa HA CHOTBETHHA NOTOBOP, CPOKBT
Ha KOHKPCTHHTE NOTOBOPH MOKE 12 HAOXBBPIIA KpaﬁHPlﬂ CPOK Ha Criopa3yMEHHETO C HE IIoBeYe

OT €aHa roanHa.

BB BCekH KOHKpeTeH JOroBop 3a GyHKIIHOHANHO pa3sBHTHe B 00XBaTa Ha PaMKOBOTO
crnopazymeHue TpsibBa Aa 6bJaT Je(HUHHpPaHH CPOKOBE 3a H3NbJHEHHE HA AOTOBOpA, KAKTO

CPOKOBC Ha OTACTHHTC €Talll, KOrato € MpHJI0KHMO.

AbonamenTHOTO 00cnyxBaHe Ha CHcTeMara ciieiBa 1a ce u3BbpiuBa ot 21.05.2020 r.

3.5. MIPHEMAHE HA M3ITBJIHEHUMETO HA OBLIECTBEHATA IIOPBYKA

3.5.1. IPHEMAHE HA WNBJIHEHUETO HA JEUHOCTUTE IIO
ABOHAMEHTHO OBCJIYKBAHE

I/I36paHH$lT 33 H3ITBIIHUTEN ClIeNBa Aa H3TOTBA TPHMECCYHH OTYETH 3a HU3BBPUICHOTO OT

Hero aGoHaMeHTHoO OGCJ'Iy}KBaHe. B u3roTBeHHTE OTYETH CEe NOCOYBAT:

® U3BBbpIIEHHTE ACHHOCTH B OCHOBHHS Neproa Ha abOHAMEHTHO 06CNyKBaHe Ha
HHbOpManHOHHATA CHCTEMa,

® H3BBpUICHUTe JAeHHOCTH M3BbH OcHOBHHA Tiepuon Ha abGoOHAMEHTHO
obcnyxeaHe Ha HH(OPMAIHOHHATA CHCTEMAa W HAa TEXHUTE aKTyaaM3alHH, KaTo ce [0COouBa

BPEMETO 34 TAXHOTO H3BBPIIBAHE B YACOBC H cyMaTa, KOATO TpﬂﬁBa Ja Cce 3alljlaTH 3a TAX.

3.5.2. IPHEMAHE HA M3IOBLJHEHUETO HA JAEHHOCTUTE IIO
OYHKIMHOHAJIHO PA3ZBUTHE

HPHCMaHeTO Ha M3MBIHEHHUETO Ha ACHHOCTHUTE 110 OTACTHUTE €TalH BbB BCEKH JoroBOp 3a
q)yHKHHOHaJ'IHO Pa3sBHTHE €€ OCBILECTBARA Ype3 NOANHCBAHETO HA IBYCTPAaHEH NpeaaBaTeIHO-

IIpHEMATEIICH ITPOTOKOJI.

3.6. JHHEH3H U ABTOPCKH IIPABA

Ha ocHopanune un. 42, an. 1 or 3akoHa 34 aBTOPCKOTO MpaBO H CPOJHKTE MY MpaBa,
aBTOPCKHTE MpaBa BBpPXY MPOSKTHpaHWTe, pa3spaCOoTeHH M BHeApPeHH OT CTpaHa Ha
M3NBJIHUTENA aKTyanu3aluH [0 J0TOBOPHUTE, U BCSAKAKBH JPYTH eNeMeHTH WJIH KOMIIOHEHTH,
CBb3JaZieHH B pE3yNTAaT Ha WIM BBB BPB3KA ¢ U3NBIHEHHETO Ha OOlIeCTBeHATa MOpBLYKa,

MPUHAANCKAT H3UANO Ha BB3N0XKHTEHA.
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3.7.IIPOUEAYPA 3A OTCTPAHSABAHE HA IIPOBJEM/MHIIUJAEHT

(MAEHTHOHKA LS —PETHCTPALIUSA —PEAKLINS) IIPH
ABOHAMEHTHOTO OBCJAYXBAHE W TPH TAPAHIIMOHHATA
MOIPBIKKA

3.7.1. Hpenrndpuxauns

Hnenrudukanusra Ha npobneMu (MHUHAECHTH) CE HM3BLPIIBA OT CIYXHTEIMTE HA
nupexnusa JIInarexun cucremu u 3MP*, qupekuus ,MeTogonorus i pHHAHCOBH Naszapu™ MK
OT Chyxurten Ha Jupekims ,JunbopmauvonHu cucremu™ npu cuctemMHu UT npoGrnemu.
CBHOTBETHHAT CNYXHTeIl perHcTpHpa npobinemMa (MHUHAEHTA) B cHcTeMaTa Service Desk Ha
BHbB u cucremara Helpdesk Ha uznbianuTens u mpu Heo6XOAUMOCT YBEIOMSBA H3MBAHUTENA
no TenedoH WHIM e-mail, kaTo u3Npalla TUnoBa ¢opMa 3a ONMCaHWE Ha Npobiaema

(HHOUOeHTa),

3.7.2, Perucrpanus
Peructpauysara Ha nmpoGneMH (MHIMAEHTH) BKJIOUYBA yBEJOMSABAHE H H3MpalliaHe Ha

MHHUMYM CJIEJHHTE 3aIbJDKHTENHH aTpUOyTH:

® VYHHMKaJEH MOpencH HOMep;

¢ OnwcaHue Ha npobiieMa (HHUWIEHTA);

e (CreneH Ha BNUAHHE;

e [Ipuopurer 3a paspeliapane;

e JlaTa ¥ 4yac Ha Bb3HHKBIHe;

e JlaTa u yac Ha perucTpaLus;

e ViMe Ha cnmyXuTen WM cHCTeMa, MOASHTHOULMPALIH UHIKIEHTA;

e CBBp3aH M € ¢ APYr'd WHIHAEHTH.

3.7.3. Peaxknus
M3nbAHUTERAT pearvpa ¥ OTCTPaHABA NMPOOIEMHUTE U HHUHASHTHTE B CPOKOBETE M0 T.

3.8.2. oT HacToAIIATa TeXHHYeCKa CHELMHKALIHS.

Manmpnuurenar undopmupa cuyxutens Ha BHB, u3pbpimn uaeHTHHUKALHATA Ha
npobieMa (MHUMAEHTA), 32 (aKTUYECKHM H3BBpLIEHATa paGoTa B NbpBUA paGoTeH AeH crej
Kpast Ha CBOTBETHHA CPOK o T. 3.8.2. OT HacTOAMA AOKYMEHT, Ype3 NPOTOKOJ 38 H3BLPIIEHA

paboTa.

OTCTpaHﬂBaHeTO Ha HHOHACHTH B CHUCTEMara, CBBp3aHH CBC CHIYPHOCTTA, ce

H3BBpIIBA B CHLOTBEICTBHE ¢ MpolueldypaTa 3a JeHCTBMS TpPH HHIHIEHTH, CBBP3aHH CBC
CHI'ypHOCTTa Ha HHopMallHoOHHHTe cucTeMu B BHB. / R
_% ﬂ
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IIpn nonaBane Ha 3asBKa 3a MPOMSIHA HIIH U3BLPIUBAHE HA JAPYTH ACHHOCTH B 06XBaTa
Ha abOHAMEHTHOTO OOCNYXBaHe, KOHTO MO CBIUIECTBO He ca NPOoGAEMH WIH KHUMAEHTH,
BB3IOKATENAT M3TOTBA MHCMEHO 3anMTBaHe, JeTaWnHo OW3HeC OMHcaHHe HW/HIH
cnelpuKkaund, Ha 6asa Ha KOMTO C€ CbMIacyBaT M ONpENENAT HAYHHBT M CPOKBT 3a

H3ITBEITHCHHECTO HM.

H30bnHUTENAT U3NBIHABA 3aABKHTE 32 [NpoMAHa U OPYIHTE JelHOCTH B CPOKOBCTC,

CBI/IaCyBaHH € BB3OKHTEIIA.

3.8. TAPAHITHOHHA NOJAPBIKKA:

3.8.1. HoapoGHo onHcanMe HA YCIYTHTE N0 FAPAHIIMOHHA MOJAPLKKA

M3GpaHuAT 3a H3NBAHUTEI CeBa Ja OCHTYPH Oe3MIaTHA rapaHIMOHHA NOAAPHKKa 3a
¢cpok ot | (enHa) rogMHa 3a BCHYKH MPHETH aKTyalH3alMH Ha HHQPOPMALIMOHHATA CHCTEMA,
H3BbpllieHk cbrnacHo Ilpunoxenne Ne 1.2 - OnucaHue Ha AeiiHOCTHTE, BKITIOUEHH B
o0lecTBeHaTa OphYKa B YacTTa 338 PYHKUMOHAHO PA3BUTHE KbM HACTOALIATA TEXHHYECKa
crieundurauns. CpoKbT Ha FrapaHUMOHHA MOAPHKKA HA BCAKA IPHETA AKTYANH3aUMs 3al04Ba
Jla Te4e OT JaTaTa Ha IPUEMAHETO 1, yIOCTOBEPEHA ¢ NTOANNCBaHe Ha ChOTBETHHS ABYCTPAHEH
npeJaBaTeNHO-IIpHeMaTeNeH IPOTOKOJL.

B pamkuTe Ha rapaHUHOHHATa NOAAPBKKA, H3MBIHHTENAT CAeABa [a OTCTpaHABa
BCHYKH MHUHAEHTH /UM IpoGneMH, B3HHKHAIHN BBB Bpb3Ka C MK M0 [OBOJ H3BbpIUEHHTE
OT HETo axKTyanusaumu. B rapaHiyoHHara moaaphxkka He ce BKIOYBA A00GABAHETO HA HOBA
(GyHKLHOHATHOCT. 3aABIKEHHATA Ha H3NBIHHTENA MO rapaHIHOHHATA MOAAPBXKKA OCTaBaT
BaJTMAHH [0 W3THYAHE HA ChOTBETHHMTE IapaHIIMOHHH CPOKOBE 33 H3BBPILCHHTE aKTYaTH3ALMH
Ha CHCTeMaTa | NPH [IpeKpaTsIBaHe Ha JOTOBODA.

I'apanuvonHaTa noAnpBXkKa ce M3BbpLIBA Npe3 pabOTHU AHM, BbB BPEMETO MEXIY 8:30
#n 18:00 yaca unn mo 3aBBpIIBaHE Ha paboTata NpH UpobNeM/HHLUMOEHT ¢ Hali-BHCOK

NPHOPUTET, OCBEH B CNIy4YaHTe Ha aBapHitHa CHTyallHs.
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3.8.2. BpeMe 3a peakuusi M BpeMe 3a OTCTPaHABaHe HA MPoGIeMH/MHIHACHTH

HuBo Ha Bpeme
NPHOPHTET Bpeme 3a 32 OTCTpaHsBaHe
No| MPHOP Onucanme P
Ha npobaem/ peaknua Ha npobaem/
HHRHACHT HHUAJEHT
Bb3HUKHaTUAT
npobieM/MHIIUASHT 10 il
. Npeau3BUKBa NIPeKLCBAHE HA 1 (emun) uac 4 (4eTHpm) 4aca
Hait-Bucok pel P (enun) ( PH)
I. DHODHTET paboTata o H3MbIHEHHE Ha crnen cren
prop 3HAYHMH MO BAXKHOCT 3aauM yBEIOMSIBAHETO yBeIOMABaHETO
Ha 0aHKaTa, CBbP3aHH C Ha M3IBJIHUTENS | Ha U3MBIHHTENA
penyTalHOHHHA PHCK
0
Bb3uukHanuaT i (] X
1 (enun) paGoTeH
npo6neM/UHIHIEHT 4 (veTHpHU) 4aca
Bucok en
2. NpeAU3BHKBA CITHpaHe Ha cren
NPHOPHTET cnen
paboTaTa Ha onpefeNicHH YBEJIOMSABAHETO
YBEJOMSBAHETO
Ou3Hec npoliecH B baHKaTa Ha H3MBIIHUTEIS
Ha U3IBIHUTEN
0 0
Br3uukHANMAT A e
1 (eauH) paGoren | 3 (Tpu) padoTHM
npo0eM/HHUHAEHT
Cpenen AeH JAHH
3. IpeIU3BHKBA TPYAHOCTH MpPH
NpHOpPHTET cnen cren
H3IBIHEHHETO Ha ONpeleeHH
YBEJAOMARAHETO yBEIOMSBAHETO
6u3Hec MpouecH B HaHKaTa
Ha M3MBIHUTENS | Ha H3NWBJIHUTENS
ho o
Br3HukHamuar
3 (Tpn) paboTau 7 (cenem)
Npo6IeM/HHIUAEHT
Huenk AHH paboTHH AHH
NpeaH3BHKBA HeyA0OCTBa IPH
NMPHOPHTET cnen cren
M3MBIHEHHETO HA OIIpenelieHH
yBEIOMSIBAHETO YBEIOMSBAHETO
Ou3Hec npouecH B faHkaTa
Ha M3MIBJIHUTENS | Ha U3MBIHUTENS
[Ipoawmixanane
Ha pafoTata ¢
. Cutyauus, npu KOATO Or3oBaHe J0
Apapwuiina exunute Ha BHB
cHcTeMarta He paboTH m3usano | 1 uac Ha MscTO —
CHTyauHs Ao
HJIH YAaCTHYHO crpagara Ha BHB
OTCTpaHsABaHE
Ha npobiiemMa

HuBaTta Ha npHopHTer Ha npodaeMHTE/MHUMIEHTHTE Ce onpeaeaaT oOT
BB3/JI0KMTEIS, KATO CHIUMAT YBEAOMSABA Upe3 CBOUTE CNYKHTENH CBOCBPEMEHHO H3MTbIHHTENSA
32 BCEKH HHUMACHT M/und npoGiieM, BBE3HMKHAI B PaMKHTE Ha CpOKa Ha rapaHLHOHHATa

IOAAPELKKA.

Pensr Ha OTCTpaHABaHEC Ha np06neM1~rre Cc€ OIpEAcnda B 3aBHCHMOCT OT TEXHHA

NPHOPHTET.

i
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3.8.3. Uenrop 3a obcayxBane Ha kaueHTn (Helpdesk) B pamkuTe Ha
rapaHUMoOHHATA NOAAPBKKA

YYacTHHKBT cAe/iBa Jla NPUTEKaRa LUEHTHP 3a 00cnyxBaHe Ha kiveHTH (Helpdesk), B

KOHTO na ce PErHCTPHPAT BE3HHKHAITUTE I'lpOGJ'leMH.-'rPlHl.[H,HCHTH.

4. MBUCKBAHHA KbM TEXHUYECKHTE NPEJJIOKEHHUSA HA
YUYACTHHUILIUTE B ITPOLIEAYPATA

1. VYyacTHHKBT cneABa Ja npencTaBH B TeXHHUYECKOTO MNpeljiokeHHe noapoGHO
OTIUCAHKE Ha YCIIYTHTe 1o aboHaMeHTHO obciyxBaHe. OnucaHueTo TpAOBa Ja CHOTBETCTRA HA
H3HCKBAHMATA, [TOCTABEHH B JOKYMEHTALHATA 33 06IIecTBEHATA IOPBYKA.

2. VY4aCTHMKBET crellBa Ja NpeAcTaBH B TeXHHYECKOTO MpeMIOKEHHE IMOApo6HO
ONHCaHHE Ha YCNYTUTE, CBhpP3aHH ¢ QyHKIHOHATHOTO pa3BUTHE Ha CHCTEMaTa, ChABPXKALLO
cieqHara HHpopMauus:

2.1. M3MI0JI3BaHAaTa OT YYaCTHHKA METOMKA 32 MpoBeKAaHe Ha OH3HeC aHaTH3a MpH
pa3spaboTKa Ha NOMBIHEHHs H U3MEHEHHS (AaKTYyalu3alluKi) Ha cUcTeMaTa cilellBa [a BKII4Ba
HAaCOKHTE 3a peanr3alis Ha CleHUTe 001acTH Ha IeHCTBHE U CBOTBETHHTE TEXHHUKH:

e OM3Hec IIaHHpaHE,

® HU3ACHABAHE HA H3UCKBAHMATA KbM CHCTEMaTa M HeHHUA AeTaliu3npaH o6XBaT;
® aHa/IW3 HA M3HCKBAHUATA KBM CHCTEMATA,

e HacHTHHUHpaHe U NedHHHpaHe Ha BH3HEC HYXKIHTE;

® yIpaBJcHUE HAa U3UCKBAHUATA H KOMYHHKALH,

® OHEHABAHE H BAIHAMpaHe Ha pellcHHSITA.

2.2, OTMCAHHE HA BCHYKH ACHHOCTH, HEOOXOIHMH 32 U3MBJIHEHHETO HA NOPHYUKATA
- CBIMAcHO TEXHHYeCKaTa CHelH(pHKaUuMs H HpoeKTa Ha paMKOBO CIOpasyMeHHe H
IIPOEKTOAOTOBOPA;

2.3. OpraHH3alliOHHa CTPYKTypa Ha €KHINa, KOSTO [103BOJIABA  aJeKBaTHO
YIpaBJIeHHE Ha BCHYKU AeHHOCTH, IpeIMET Ha NOpPHYKATa;

2.4. OMHMCAHWE Ha Cpe/icTBaTa M HAYHHHUTE 3a MOCTHUraHe Ha pe3ylaTaTHTE [0
KOHKPETHHTE AEHHOCTH, BKIIIOYHTENHO H KOHKDETHHTE HHCTPYMEHTH 3a W3MNbJIHEHHE Ha
yciIyrara, NpHJIOXKHMHE CTAaHZAPTH U JOOPH NPaKTHKH;

2.5. H3MOJN3BAHHAT OT Y4YacTHHKa MOAXOA 3a OCHIYpABaHE Ha KaueCTBOTO MNpPH

H3MBJIHEHUETO Ha NMpPeaIMETa Ha NophUKaTa;
2.6. OTIMCaHHE Ha HeoOXOoAHMHTE NeHHOCTH 3a OCHIYpABAHE Ha KAYeCTBOTO MU
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2.7. OMHCcaHHeE Ha NIpoLieca Ha TeCTBaHe, BUAOBE TECTOBE, KOMTO ce MAaHKpa a ObaaT
H3BBPIIBAHH 3a OCHI'YPABaHE Ha JIEHHOCTHTE 1O NOPBYKATaA;

2.8. onHcaHHe Ha co(TyepHHTE CpeACTBa H HHCTPYMEHTH, KOMTO LIE C€ M3N0I3BaT
3a HY)KIAMTE HA TECTBAHETO,

2.9. OMHCAHHE Ha KpPHTEpHHTE 3a NMpHEMaHe Ha Pe3yATaTHTE OT H3NbJIHEHHETO HA
JeHHOCTHTE;

2.10.  M3MON3BAaHHAT OT YYaCTHHKA TNOJXOJ 34 YNpaBieHHE Ha pPHCKA, OCHOBHH
npolecH Mo YNPaBACHHETO HAa pHCKa, H3IONA3BaHATA METOAMKa 3a OIIEHKA Ha pHCKa,
CBOTBETCTBALlA HA NpeAMeTa Ha MopbyKara,

2.11.  unenTHdHUHpaHe Ha PHCKOBETe, CHOTBETCTBALIM Ha ACHHOCTHTE, NpeAMeT Ha
Nopb4KaTa. BL3MOXKHY acIeKTH Ha MPoABIeHHe M 00/acTH Ha BIMSHHE HA OTTHCAHMTE PHCKOBE,
CTENEeH Ha BB3NCHCTBHETO MM BBpXY M3IThHEHHETO Ha BCAKa OT AeHHOCTHTE 10 MOPbYKAaTa H

NPpeIOKEHNE 3a MEPKH 3a YIIPABJICHHETO HM.

5. 3AIINTA HA HH®OPMAILIUATA

Bedka oT cTpaHHTe ce 3ageikaBa Ja Ma3H B MOBEPHTENHOCT M Ja HE pasKpuBa HMH
pasmpocTpaHsBa MH(popManHs 3a Apyrata cTpaHa, CTaHana ¥ U3BECTHA NMPH HIH M0 MOBOJ
H3N'BJIHEHMETO HA PAMKOBOTO CHOPAa3yMEHHE H CKIIOYEHHTE Bbh3 OCHOBA Ha Hero JOFOBOPH
(-KonduneHunanna nubGOpMaUMI™) BKIIOYHTENHO M ¢jed NpPEKpaTABAHETO HA CHUIMTE,

HECOIpaHHYIE€HO BEB BpEMETO.

HerailnHo omucanne Ha o6xBaTa Ha KOH(HOCHUHATHATA MAQOPMALMA Ce ChABPXKA B

NMpOCKTa Ha paMKQB(O CNIOpasyMEHHE H IIPOCKTUTE Ha JOTOBOD.

Y4acTHAKBT, ONpefiesieH 3a H3MBIHUTEN (MPeACTABIABALIMTE TO AKMUa), KAKTO M JIHIATa,
AHTAKHpaHH C H3MBIHEHHETO Ha MOpbYKaTa (EKUIILT HAa YYACTHHKE, OINpelesieH 3a
M3NBJIHUTEN), TPENCTaBAT JeKnapalls 3a KOHOMASHUMANHOCT Ha HWHpOpMauusra —

MNPHJIOKCHHEC KbM IIPOCKTa HA paMKOBO CIIOPa3yMCHHeE,
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