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OBXBAT, H3HCKBAHHS U YCJIOBUS 3A ABOHAMEHTHO OBCJYAKBAHE
HA ,MHTEI'PUPAHA CTATHCTUYECKA HH®OPMAIITMOHHA CUCTEMA”
(MCHUC) B BHB

1. ObxBar

Yenyrata ,,AGoHaMeHTHO 0OCNy)KBaHe Ha cHcTeMaTa’ BKIIOUBA:

® OCHOBHM AeHHOCTH

= JIONBIHUTENHH OeHHOCTH

* JleiHOCTH 3a OCHrypsABaHe Ha HOpMamHA (DYHKLMOHAJHOCT M pa3sBHTHE Ha
cHCTeMata

1.1.  OcHoBHH AeHHOCTH, BKUIIOYEHH B 0oOXBara Ha ycayrata ,,AG0HaMEHTHO
obcnyxBaHe Ha cHcTeMaTa™™:

1.1.1. ExcrepTHa moMoll 3a OTCTpaHsBAHE Ha NpobieM OT TeXHONOIHYHO-
eKCIUIOATAlMOHEH XapaKTep, PEe3yNTaT OT BBHIIHH BB3ACHCTBHA M Ipedelll Ha HOPMATHOTO
(hYHKUMOHHpaHe Ha IPOIyKTa;

1.1.2. OrcrpansBane Ha “CKpUTH” Aeh)eKTH H IPEILKH B TPOLYKTa;

1.1.3. ExemeceuHa Npo¢uiaKTHKa, ChCTOMUA Ce B HAGMIONCHUE ¥ €BEHTYRIHH NCHCTBUSA
33 KOpPeKLMA Ha NapaMeTpHTe Ha 6a3aTa JAHHHM H Ha CHCTEMATa KaTo LU0, ¢ Liel IpeJoTBpaTIBaHe
Ha ObJeny npobeMH, NpH criaspaHe Ha npotexypute Ha BHB 3a nocts mo 6a3aTa naHHm;

1.1.4. Hacrpoiika # koHTpOn Ha eheKTHBHOCTTA Ha paboTa Ha MPOIYKTa;

1.1.5. AHami3 1 OTCTpaHABaHe Ha BE3HHKHAIH NPOGIEMH ¢ BXOIHUTE (BopMH, paboTara
CBC CHCTEMATA Ha BHHILHHTE OTpeDHTe N K 006paTHaTa Bpb3Ka C I0J0TYETHHTE MIIA;

1.1.6. Anamu3 M OTCTpaHfABaHe HAa BBL3HHKHAIH NpOGJAEeMM C WM3XOJHHTE CIpaBKH U
TaOMNMIM, F'eHEpUpaHH OT IIPOJYKTa;

1.1.7. OrcrpansBane Ha IpoGeMH, CBbp3aHH ¢ GYHKIMOHMpaHeTo Ha Ga3oBus codryep
BBpXy paGOTHU CTAHUMH H ChPBbPH, OTHACALIM ce O QYHKLMOHMPAHETO Ha TMPOIYKTa;

1.1.8. Habmogenue 1 npn HeoGXOMMOCT — KOPHTHpaHe Ha IPOLEAYPHTE 3a ApXUBHpAHE;

1.1.9. KoHcynTaMM M TeXHMdYeCKa MOMOLI 3a paspelllaBaHe Ha TpoGleMd MpH
€KCIUIoaTalMATa Ha MPOIYKTa;

1.1.10. Uncranupane, KoHGUTypHpaHe, HacTpoiikd, OGHOBSBaHE Ha BepCHUTE M
NOARBPKaHE Ha Da30BM W/HIIH CHCTEMHH TEXHOJIOTHYHH NporpaMHu cpeacTsa (Gasu JadHu U ap.),
CBbp3aHH ¢ (PYHKIMOHHUPAHETO U Pa3sBUTHETO HA CHCTEMATA,

L1.11. Ilpennoxenna 3a KOHQUIypalMst W HacTpoiika Ha paGOTHHTE CTaHLMM Ha

noTpebuTenuTe, npy npoMerH B OC, BepcusTa Ha Gpay3bpHTe, BEpCHATA HAa CUCTEMATA.;
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1.1.12. O6cnyxBaHe, HanoMeHO NOpant B3aHMOMEHCTBHE Ha MponyKTa ¢ HHTepdeiicH
Ha ApPYr¥ NporpaMHH MPOAYKTH, KOUTO He ce moaawpxkat ot USITbJIHUTEJIA,

1.1.13. AnMuHHCTpHpaHe Ha §a3H JaHHH H IPHIOKHH MPOTPAMHE NPOAYKTH, CBbP3aHH
¢ (GYHKIHOHHPaHETO H Pa3sBHTHETO Ha CHCTEMATA;

1.1.14. YyacTre B CbBMECTHH PabOTHH CpELIH 3a PELIABAHETO HA ONePaTHBHH BBIIPOCH;

1.1.15. Ilomow no Teneona Ha notpebutenure ot BHB, BmounTENHO M3BBH NepHoa Ha
00CTy>KBaHe;

1.1.16. Habmonenue noBenieHWeTo Ha TNpOrpaMHHsS MPOAYKT ¢ nen QopMynupaHe Ha
NpenopbKy 32 NoZeOpABaHe Ha (QYHKIMOHMpaHeTo My. M3nuiHWTENndT npesasa MpenopLKHTe Ha
BHb B micmen BuA 3a no-HaTaThlHa 06paboTka (06ChxKaNeE, CTapTHpaHe HA IPOMEHH H T.H.).

1.1.17. Toaapbika ¥ aKTyanH3allus Ha CepTH(UKATH 33 aBTEHTHKALUA ¢ APYIH CHCTEMH;

1.1.18. CraeiicTBHe mnpH BbBeXKJaHe Ha NONBIHMTENHH IOMOLHM M TMpOMAHA Ha
CBUIECTBYBAILM CTPYKTYPHH Ne(QHMHMINH, MHOXECTBA OT CTATHCTHYECKN OAHHH M (GopMH (Hamp.,
TabJIHIIH Ha CBOTBETCTBHE UM CIIMCHLM C KOZOBE);

1.2. QonbaauTenHu JeHHOCTH, BKJIKOYEHH B 06XBaTa Ha ycayrarta ,, AGOHaMEHTHO
0o0cy)KBaHe Ha CHCTeMara’™:

1.2.1. Bw3craHOBsBaHe Ha CHCTEMATa OT APXUBE;

1.2.2. OxazpaHe Ha chAeHcTBHe NpH cb3laBaHe M NOANBPXKAHE HA MpOLELypHTe 3a
apXHBHPAHE Ha CHCTEMHUTE — MPOAYKLIHOHHA H TECTOBA;

1.2.3. OkasBaHe Ha chJAcHCTBHE [IPH 3AMMHHCTPHPAHETO Ha MPUIOKEHHETO,

1.2.4, OxasBaHe Ha cbJeifcTBHE IPH MOHUTOPHHIA HA CHCTEMATA;

1.2.5. JlonrbnayuTenHo o6ydeHHe Ha MOTpeOMTENH M Ha eKCIIEPTH MO eKCIIoaTaluHiTa
Ha NPOJAYKTa;

1.2.6. Oxaspae Ha moMoi Ha notpebutenute oT BHB 3a pafora cbe cuctemara — mpu
HeOoOXOOUMOCT;

1.2.7. Kopekuuu Ha CHIIECTBYBAILH BXOJHH OTYETHH (GOPMH M J0GABAHE HA HOBH —

NpH HEOOXOIHMOCT;

1.2.8. Kopexumu Ha CBIIECTBYBAalld KOHTPOJIH W A0GaBsHE Ha HOBH — MpH
HEOOXOAUMOCT;

1.2.9. Kopekuus B onHcaHMATa Ha CTPYKTypaTa Ha M3XOOHM JaHHH — [Ipu
HeoOXoIUMOCT;

1.2.10. KopeKitiH B JONBAHHTENHH NOMOLIHH CTPYKTYPHU Je(PHHUUMH, MHOXKECTBA OT
CTaTHCTHYECKH NaHHU U (opMHU (HanpuMep TabNHLIH HAa CHOTBETCTBHE, MIIM CIOMCBLH ¢ KOJOBE)
~ MpH HEOOXOIUMOCT;

1.2.11. Kopexinu B cxemuTe Ha 06paboTKH — np1 HeoBXOAMMOCT.
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1.3.  JlefiHocTu 3a ocurypsBaHe Ha HOPMalHa (yHKUHOHAIHOCT M pa3BUTHE Ha
cHcTeMaTa

1.3.1. AHanu3 Ha Bb3HHKHAIH HECHOTBETCTBHS,

1.3.2. Oxa3zpaHe Ha NOMOLI 3a pPeallH3UPAHUTE WM TOJIEKallH HA MPOMAHA GH3HeC
NpoLECH;

1.3.3. HsroTesHe Ha TeCTOBU CUEHAPHHM 3a CHMYyJNALMs 3a MpoLECH, MOTEKALIH Ha
NPOBEPKa HIIN POMSHA;

1.3.4. OkaszBave Ha noMom Npy HeoOXOAUMOCT OT MHTepdelicHUTe MpOLEAYPH 3a
BpPB3Ka ¢ APYTH CHCTEMH;

1.3.5. HsroTesaHe Ha npeasoxeHHs 3a NPOMAHA Ha HANTHYHATA QYHKLHOHANHOCT ¢ Lie)T
ONTHMH3UPaHe Ha MPOLECH MM yCKOpsIBaHe Ha BPEMETO 3a H3IBJIHEHHETO HM.

1.4.  JlefiHocTHte mo T.1.2 1 T.1.3 ce U3BBPIIBAT Mo 3asBKa HAa Be3noxuTens u ca B
obemM 10 200 yoBekoyaca roJUILHO.

2, Bpeme 3a peakuus

2.1. BpeMe 3a peakums:

2.1.1. HHunugeHTt u/unv npobreM ¢ Haii-BHCOK NPHOPHTET — peakiMs o | 4Yac cnex
yBeOMABAHETO, BpeMe 3a OTCTpaHsABaHe A0 4 yaca clie]l yBeIOMABaHETO;

2.1.2. VMumpedT w/uau mpobleM ¢ BHCOK IpHOPUTET — peakuus no 4 uaca ciex
YBEAOMSABAHETO, BpeMe 3a OTCTpaHABaHe 10 1 paboTeH fieH cliell yBeIOMABAHETO,

2.1.3. HHuupeHt u/mnu npo6neM cbe cpeleH NPHOPHUTET — peakuus 10 | paboTeH
OeH ciell yBeIOMABAHETO, BpEMe 3a OTCTpaHsABaHe 00 3 paGOTHH IHU cliell YBEAOMABAHETO;

- Muuunent n/unu npoGneM ¢ HUCHK IPHOPHTET — peakuus Ao 3 paGOTHH OHH Clel
YBEAOMSBAHETO, BpeMe 3a OTCTpaHsABaHe N0 7 pabOTHH JHH HITH APYT CPOK IO CIIopasyMeHue
clell yBeZOMSABAHETO.

2.2. BpeMe 3a peaklus NpH BE3HUKBaHE HA aBAPUItHH CUTyaLlHH

Ilpu BB3HMKBaHe Ha aBapuiiHa CHTYalls (CHTyalMs, OpaaM KOATO CHCTEMATa He
pabOTH W3O WAM YacTHYHO) - OT30BaBaHe N0 | vac Wa msActo B crpajata Ha BHB.

IIpoasmxasane Ha paGoTara ¢ exunute Ha BHB no otcrpanssaue Ha npoGnema.
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3. KpHnTepnn 3a npuoputHzupaHe:

* HaH-BHCOK NpHOPUTET — BB3HHKHAIHAT MHUMACHT H/MIM mpobneM TpeaAd3BUKBA
NpeKbCRaHe Ha paboTaTa MO H3NMLIHEHHE HA 3HAYHMH M0 BAXHOCT 3aJaud Ha OaHKaTa,
CBBp3aHH ¢ pENyTalHOHEH PHUCK;

® BHCOK MpHOpHTET — BB3HHUKHAIMAT HHLUEAEHT H/MnW npoGaeM NpeaHIBHKBa
crnHpaHe Ha paboTara no onpeneneHH GU3HeC npouecH B 6aHKaTa;

» CpeeH MNPHOPMTET - BB3HHKHANHAT MHUMAEHT W/HIM MpobneM rpedu3BHKBA
TPYAHOCTH MPH H3MTbJIHEHHETO Ha OMpeAeneHH OU3HeC NpolecH B HaHKaTa;

" Hucbk NpHOpHTET - BB3HHKHATMAT MHUMAEHT W/HAX mpobieM TpeNM3BHKBA
HeyZOOCTBA NpH U3IBIHEHHETO Ha ONpeleNieHH Gu3Hec npoliecH B GaHKaTa

4, IIponexypa

4.1.  Hpentudpuxanus

WUnentudukaumara Ha npoGneMa (HHUMAESHTA) WK MOJaBaHe Ha 3asBKa 3a POMEHH
no T.1.1 ce u3BbpuIBA OT cny:xuren Ha mupekuus ,Cratucruxa”, UT aamMunmcTpaTop Hnm
apyr cayxurten Ha aupekius HC npu cucremun UT npobGneMu. CHOTBETHHAT CIyXHTEN
JAOKIaNBa Ha CBOA NMpSAK HavaJlHMK H B cHcTeMata Service Desk xHa BwanoskuTtens wnu no
CNEeLHaNHO ONpeleNeHHd 3a ToBa HaYMH 3a HH(opMitpane Ha WU3nbiaHMTeNs, KaTo 3a UenTta
nomBa cucTemara Helpdesk na Msnwanutend, tenedon umM e-mail, kato H3mpaiua THIOBA
¢opma 3a onucanue Ha npobneMa (MHUHAEHTA).

4.2.  Perucrpanus

Peructpaunara ce u3BbpluBa B cucTeMata Service Desk Ha Bm3noxutens u s
cucremara Helpdesk na M3nbiauTens W BIOYBA TONBIBAHETO HA MUHHMYM CIIEIHHTE

3aIbJKHTENHH aTpHOYTH:

" YHHKaJeH nopeAeH HOMED

= OnncaHHe Ha npoGnema (MHUKIEHTA)

. CrelirocT Ha paspelliaBaHe

. CreneH Ha BIHSHHe

. Ipuoputer

. Hara v yac Ha BB3HHKBaHe

- Jlata u 4ac Ha peructpauys

. Hme Ha cy)HTen WiId cHeTeMa HASHTH(HUIMpAH HHLMACHTA
. Csbp3aH 14 e ¢ Apyri HHUHAEHTH

ITpn nonapane Ha 3adBKa 3a npoMeHH Mo T.1.1, T8 3a0BIKUTENHO € NPHAPYKEHa OT

JeTainHo OU3HEC ONHCAHME HA HCKAHUTE TIPpOMEHH.
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4.3. M3mbaHMTENsT U3TBIHABA 3a8BKATA UMM OTCTpaHsBa npobneMa (MHIMAEHTA) B
CPOKOBETE M0 T.2 OT HACTOALUMSA AOKYMEHT.

44. Hanbnuutenst uadopMupa cayxutens Ha BHB, ussbpmiun uaenTHduKkanuaTa
Ha npobneMa (MHUMAEHTA) MM NoJaBan 3adBka 3a mpomeHu no T.1.1 3a (akruuecku
M3BbpIleHaTa paboTa B MbpBUA paboTeH NeH cliefl Kpas Ha CLOTBETHMS CPOK MO T.2 OT
HacCTOAWMS JOKYMEHT, Ype3 NPOTOKOJ 3a H3BbpLUEHA paboTa.

4.5. Otcrpanssanero Ha uHuMaeHTH B MCHUC ce u3BLpmBa B CHOTBETCTBHE C
npouenypara 3a UT uanunentn na GHB.

5. Ileproa Ha aboHaMeHTHOTO 00C/ayKBaHE

AGoHaMeHTHOTO 00cnyXKBaHe ce H3BbpIIBA B paGoTHH AHHM Mexay 8.30 u 18.30 yaca
(“OcHoBeH mepron Ha aCoHaMeHTHO o0ciyxBaHe™) HIW [0 3aBbpIIBaHe Ha paboTaTa MpH
npoSaeM/HHLUHIEHT ¢ HaH-BUCOK MPHOPHTET.

3agBku 3a aboHaMeHTHO o0cnyxBaHe H3BBH OCHOBHHMA TiepHoJ Ha obCmyXBaHe ce
M3BBPIUBAT Cpelly 3aljaliade Mo 4YacoBa cTaBka. He ce cumrta 3a ofcnyxBaHe W3BBH
OCHOBHMA NEpHOX Ha 06CyXKBaHe NEHHOCT Ha M3IBIHHTENS, KOATO € 3al0yYHaia B PAMKHTE

Ha OCHOBHHA [MIEPHOI.






