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OBXBAT, H3UCKBAHUA U YCJI0BUA 3A ABOHAMEHTHO OBCJIY/KBAHE
HA ,MHTEI'PHUPAHA CTATUCTHYECKA HH®OPMAILIUOHHA CUCTEMA”
(MCHUC) 8 BHB

1. OobxBart

VYenyrara ,,A6oHaMeHTHO 00ciy)KBaHe Ha CHCTeMaTa BKJIIOYBA:

= OCHOBHH JIeHHOCTH

= JlOMBIHATETHH JIEHHOCTH

= JleiiHOCTH 3a OCHUTI'YpsBaHe Ha HOpPMallHAa (YHKIMOHAJIHOCT M pa3BUTHE Ha
chucremMara

1.1.  OcHoBHM JefiHOCTH, BKJIOUeHH B oOxBaTta Ha ycayrata ,,AO00OHAMEHTHO
06cny)i<iéaHe Ha cHcTeMara’ :

1.1.1. ExkcneprHa mnomomy 3a OTCTpaHsBaHE HAa TMPoOIeM OT TEeXHOJOTHYHO-
eKCIUIoAaTallHOHeH XapakTep, pe3yiTaT OT BBHINHH BB3ACHCTBHS M IpPEdell Ha HOPMAIHOTO
(YHKIIMOHMpaAHE Ha TPOIYKTA;

1.1.2.  OrcrpansBate Ha “CKpUTH  JIE)EKTH U TPETITKH B TIPOJTYKTA;

1.1.3. Exemeceuna npo()HIaKTHKa, ChCTOSIIA ce B HAOMO/IEHHE M eBEHTYAIHN JISHCTBHS
3a KOPEKLMs Ha IapaMeTpuTe Ha 0azaTa TaHHH M Ha CHCTeMara KaTo LsUIo, ¢ LIeIT IPeI0TBpaTsBaHe
Ha ObJIe1y podiieMu, Npy cnaszeane Ha npoueypute Ha BHB 3a joctsn no 6azara manmm;

1.1.4. Hactpoiixa 1 KOHTpoI Ha e(peKTHBHOCTTA Ha paboTa Ha IPOIyKTa;

1.1.5. Ananu3 u oTcTpaHsiBaHe Ha BB3HMKHATM NpodieMu ¢ BXomHuTe dhopMH, paboTata
ChC cHCcTeMaTa Ha BEHIIHUTE TOTPEOHTENHN U 00paTHATa BPB3Ka C ITOJIOTYETHHTE JTHIIA;

1.1.6. AnHamu3 M OTCTpaHsABaHE Ha BBL3HUKHAIH INPOOJIEMH C H3XO/JHHTE CIPABKH H
TaOIMITH, TEHEPUPAHH OT ITPOJIYKTA;

1.1.7.  Orcrpanssate Ha [IpodJIeMH, CBbP3aHu ¢ (PYHKIIMOHHMpaHeTo Ha 0a3oBHs codTyep
BLPXY paOOTHU CTAHIMH H CHPBLPH, OTHACSIIH ce 10 (YHKIMOHHPAHETO Ha MPOYKTA;

1.1.8. Habmopnenue 1 npyu HEOOXOMMOCT — KOPHTHpAHE Ha [IPOLIEIYPHTE 3a ApXUBHPAHE;

1.1.9. KoHcynranpu M TEeXHHUYECKA [IOMOLI 3a paspelllaBaHe Ha MpoOIeMH TIpH
eKCIIJIoaTaliATa Ha IIPOIYKTa;

1.1.10. Mucrampane, koH(UTypHpaHe, HacTpoilku, OOHOBsBAHE HA BEPCHUTE |
HOJyIbpskaHe Ha 0a30BM W/HJIH CUCTEMHH TEXHOJIOIHYHH IPOrPaMHM cpenicTBa (0a3u JaHHH H Ip.),
CBBp3aHH ¢ PYHKLHOHMPAHETO ¥ PA3BUTHETO HA CHCTEMATA,

1.1.11. ITpennoxkenns 3a KOH(pHUIypamms W HACTpOWKAa Ha pabOTHHUTE CTAHIMH Ha

norpedburenute, npu mpomen B OC, Bepeusita Ha Opay3bpuTe, BEPCHSITA HA CUCT
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1.1.12. Obcmy>kBaHe, HAJIOXKEHO MOpagy B3aMMOJCHCTBHE Ha MPOAYKTa ¢ MHTepdeiicn
Ha JpyTH IIPOrpaMHU IPOAYKTH, Kouto He ce noaabpxkar ot UITBJIIHUTEJI,

1.1.13. AnmuHHCTpUpaHe Ha Oa3u JaHHH U IPHIOKHH IIPOrPAMHU [IPOLYKTH, CBEP3aHH
¢ (PyHKIIMOHHPAHETO U PA3BUTHETO HA CHCTEMATA;

1.1.14. YyacTtHe B CbBMECTHH paOOTHH CPEILIH 32 PeIIaBaHEeTO Ha OTIEPATHBHU BBIPOCH;

1.1.15. Ilomom o tenedona na norpedurenmure or BHB, BKIFOYHTEHO W3BBH MIEPHO/IA HA
o0cyKBaHe;

1.1.16. HaOimosieHHe 1OBEJICHHETO HA IPOrpaMHMs MPOIYKT ¢ el (opMyaupaHe Ha
IIPETIOPBKH 3a Moxo0psBaHe Ha (DYHKUHOHHUpAHETO My. M3MbIHHTENST Npe/aBa pernopbKUTe Ha
BHB B niucMeH By 3a ro-HataThiiHa 00paboTka (0OchKaane, cTapTHpaHe Ha IPOMEHH H T.H. ).

1.1.17. TlojutpbikKa 1 aKkTyanu3alys Ha cepTH(UKATH 3a ABTEHTHKALHS C IPYTH CHCTEMH;

1.1.18. CopaeiicTBue mpH BLBEXJaHe Ha JONBIHHTEIHM IIOMOLHH M IPOMsHA Ha
CHIIECTBYBALIM CTPYKTYPHHU JIe(UHHMIMH, MHOXKECTBA OT CTATUCTHYECKH JaHHH W (HopMH (Harmp.,
TabIMIM HA CLOTBETCTBHE MITH CIUCBHLIM C KOJIOBE);

1.2. JlonbnHUTENIHHM N€HHOCTH, BKIKOYEHH B 0oOXBaTa Ha yciayrata ,,AO0HaMEHTHO
oOcIy)XKBaHe Ha cHcTeMara’

1.2.1. Bm3cTaHOBsSBaHE Ha CHCTEMATa OT APXHUB;

1.2.2. OkazBaHe Ha CBJCHCTBHE NPHU Ch3/aBaHe M MOJIBPKAHE HA MPOLEAYPHTE 3a
apXMBHpaHe Ha CUCTEMHTE — IIPOIYKIIHOHHA H TECTOBA;

1.2.3. Oxka3paHe Ha chAEHCTBUE NPH a/IMHHUCTPHPAHETO HA MPUIIOKEHHETO;

1.2.4. Oxa3BaHe Ha CBHACHCTBHE IPU MOHUTOPHHIA HA CHCTEMATA;

1.2.5. JombaauTenHo o0yueHHe Ha MOTPeOUTENH U Ha eKCIEepPTH MO eKCIIoaTalusTa
Ha MIPOYKTA;

1.2.6. Oxkazpane Ha nomo1n Ha notpedurenute ot bHbB 3a paGorta cbe cucremara — ripu
He0OXOIUMOCT;

1.2.7. Kopekiun Ha CBIIECTBYBAILK BXOOHHU OTUYETHH GopMH U 100aBsHE HA HOBH —

[pH HeOGXOﬂHMOCT;

1.2.8. Kopekuuu Ha CblIeCTBYBalld KOHTPOJIM M J00aBsHEe Ha HOBH — IIPH
HEOOXOIMMOCT;

1.2.9. Kopekuuu B ONnUcaHWsATa Ha CTPYKTypaTa Ha M3XOMHH JIaHHM — TIpH
HeoOX0IUMOCT;

1.2.10. Kopekuuy B IOIMBJIHUTETHH TTOMOIIHH CTPYKTYPHH He(HUHHUIIAH, MHOKECTBA OT
CTATHUCTHYCCKH JaHHH 1 qJOpMH (HaHpHMBp Ta6HHHH Ha CHLOTBCTCTBHE, HJIM CITUCBIIH C KOI[OBE)

— IIpH H®O6XO,Z[I/IMOCT;

1.2.11. KopekIuu B cxeMuTe Ha 00pabOTKH — MPH HEOOXOIUMOCT.
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1.3.  JlefiHocTH 3a OCHUTypsiBaHEe Ha HOpMaiHa (DPYHKIHOHAIHOCT M pPa3sBUTHE HA
cucreMara

1.3.1. Awnanu3 Ha BB3HHKHAIIH HECHLOTBETCTBHS,

1.3.2. OxasBane Ha IOMOII 3a PEAIM3UPAHUTE WK TIOUICHKAIIN HA TPOMAHA OHW3HEC
MIPOLIECH;

1.3.3. MsrorssiHe Ha TECTOBH CLUEHApHH 3a CHMYMTALUS 32 MPOLIECH, MOJUIEKAIIH Ha
IIPOBEPKA UJIH TIPOMSIHA;

1.3.4. Oxa3zpane Ha MoMoul IPH HEOOXOAUMOCT OT MHTepdelCHUTe MPOlEaYPH 3a
BPB3KA C JIPYTH CUCTEMHU;

1.3.5. MsroTesHe Ha IpeasIOKeHHs 3a POMIHA Ha HAIMYHATA (DYHKIMOHAIHOCT C Le
ONTHMH3HPAHE HA NIPOLECH WJIH YCKOPSIBAHE Ha BPEMETO 3a U3ITBJIHEHUETO MM.

1.4.  [Jeitmocture no 1.1.2 1 1.1.3 ce u3BbpuIBaT 10 3as8BKa Ha BB3noxuTesns u ca B
ob6em z10 200 yoBeKkoYaca roIUINHO.

2 Bpeme 3a peakuus

2.1. Bpewme 3a peakius:

2.1.1. HMuaouaent w/wim npobiieM ¢ Hai-BHCOK MPHOPHTET — peakius 10 1 vac ciej
YBEIOMSABAHETO, BPEME 3a OTCTpaHsIBaHE 10 4 daca ciie]] yBe/IOMSIBAHETO;

2.1.2. MHumuaeHT w/uau npobieM ¢ BHCOK IMPHOPHTET — peakius Jo 4 daca cieq
YBEIOMSBAHETO, BPEME 3a OTCTpaHsBaHe /10 1 paboTeH AeH ciel yBeIOMABAHETO,

2.1.3. HMHuuznent u/umu npobiieM ChC CPejIeH MPUOPUTET — peakuus 1o 1 paborten
I€H ClIe]] yBEAOMABAHETO, BPEME 3a OTCTpaHsABaHe /10 3 padOTHH JHHU Clie]l YBEIOMSIBAHETO;

- MHuuzaent w/vim npobiieM ¢ HUCHK IPHOPUTET — peaklus 10 3 pabOTHH JHH CIIE]]
YBEIOMSIBAHETO, BpEME 3a OTCTpaHABaHe 10 7 padOTHU JIHM WIH JIPYT CPOK IO CIIOpa3yMEHHE
clie]l YBEJIOMSIBAHETO.

2.2. Bpewme 3a peakuus IpH Bb3HHUKBaHE HAa aBAPHIHH CHTYaIlHH

Ilpu BB3HHKBaHE Ha aBapUiiHa CHUTyallMs (CHTyals, IMOpaad KOSATO CHCTEMATa He
paboTH HM3LAJI0 MM YacTHYHO) - OT30BaBaHe 10 | uwac Ha mscto B crpajgara Ha BHB.

IIpoasikasane Ha paborara ¢ ekunure Ha BHB 10 otcTrpansBane Ha mpobiema.
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3. Kpurepun 3a npuopuTH3HpaHE:

" Hali-BMCOK NPHOPHTET — BL3HUKHAIUSAT HHIHAEHT W/UIH MpobiIeM IIpeau3BUKBA
MPEKBbCBaHE Ha paboTaTa 110 M3II'BIHEHHWE HA 3HAYMMH 110 BaYKHOCT 3ajlaud Ha OaHKara,
CBBP3aHH C PENYTALUOHEH PUCK;

* BHCOK nOpHOpPHTET — BB3HUKHATHAT HHUUICHT H/MIH TPOOJIeM IPeau3BHKBA
cnupaHe Ha paboTaTta 1o orpe/ielieHl OnU3Hec nmpolieck B OaHKara;

" CpenieH TOPHOPHTET - BLIHUKHAIMAT HMHIMAECHT H/MIH [pobJieM TMpeU3BUKBA
TPYAHOCTH IPH H3II'bIHEHHUETO HA ONpesielieHH OM3HeC MpollecH B baHKaTa;

" Huchk TPHOPHUTET - BB3HUKHAIMAT HHUWICHT W/HIM TpobJjeM IpeIM3BUKBA
Heyn00CTBa IPH U3IIBIHEHHETO Ha ONpeIeieHn OU3HeC MPOLecH B OaHKaTa

4. IMpoueaypa

4.1.  Upentudukauus

Wnentupukanmara na npodnemMa (MHIHIEHTA) WIH [0JaBaHEe Ha 3asgBKa 3a [IPOMEHH
no T.1.1 ce u3pppmBa oT ciyxkuten ma aupexuns ,,Cratucruka”, UT aqMuHACTpaTOp WITH
apyr ciuyxuten Ha gupekuus MC npu cucreman MT npoGmemu. CHOTBETHHST CIIy)KUTEN
JI0KJIa/[Ba Ha CBOA NPsJK Ha4dalHUK M B cucTemara Service Desk na Bn3noxurens wiam o
CIELHATHO OIpE/IeNIeHus 3a TOBAa HAa4YMH 3a HHpopMupaHe Ha M3nbiHuTe s, Karo 3a Ienra
nomsBa cucremara Helpdesk na Msubinnress, tejedod win e-mail, Kato u3mpama THIOBa
(dopma 3a onucanue Ha npodIeMa (HHIIMICHTA).

4.2.  Perucrpaius

Peructparnusara ce u3sbpuiBa B cucremara Service Desk ma Bwnanoxkurens wu B
cucremara Helpdesk Ha M3nmbenHuTeNs W BKIIOYBA IOIBIBAHETO HA MHHHMYM CIEJHHTE

3aJIbJDKUTEIIHN aTpuOyTH:

W YHUKaJICH MopeJIeH HoMep

. Onucanue Ha IpodIeMa (MHIHICHTA)

- CremHocT Ha pa3peliaBaHe

= CreneH Ha BIHSHUE

. [Ipuopurer

" JlaTa u 4ac Ha Bb3HUKBaHE

= Jara u yac Ha peructpanus

. Mme Ha cIy’KUTeN UK cucTeMa WieH TAQUITMPAIH HHIIMAEHTa
" CBbp3aH 4 e ¢ APYTH HHIHJICHTH

ITpu nojxaBane Ha 3adBKa 3a MpPOMeHH 10 T.1.1, TS 3aTB/DKHTENIHO € IPUAPYIKEHA OT

JeTalIHO OU3HEC ONHUCAaHHE HA UCKAHUTE ITPOMEHH.
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4.3. MsnenauTensaT M3NBIHABA 3asBKaTa HIIM OTCTpaHsBa npodieMa (MHIMICHTA) B
CPOKOBETE MO T.2 OT HACTOSALUMS JOKYMEHT.

4.4. Msnenautenat undopmupa ciayxurens na BHB, usbpmmn ugentudukanmusata
Ha mpobieMa (MHOMJAEHTA) HIM MOJaBall 3asBKa 3a mpoMenu no T.1.1 3a daxTudecku
M3BBpIIEHaTa paboTa B MBPBHsA padOTEH JAEH clleJl Kpas Ha CHLOTBETHHA CPOK MO T.2 OT
HaACTOALIMS JOKYMEHT, Ype3 POTOKOJI 3a H3BbpIINeHA paboTa.

4.5. Orcrpanssadero Ha uHimjeHtd B MCHUC ce u3BLpUIBA B CHOTBETCTBHE C
npouenypata 3a UT uammnentn vHa BHB.

5 Ilepuoa Ha aGoHAMEHTHOTO 00CayKBaIIE

ADOHAMEHTHOTO 0OCTyKBaHE ce M3BBPIIBA B paboTHH JHM Mexay 8.30 u 18.30 vaca
(“OcHoBeH nepuox Ha aboHameHTHO oOciyBaHe') HIIH 0 3aBBpIUBaHE Ha paboTtara NpH
IPOOIEM/UHLMIEHT ¢ HAH-BUCOK IIPHOPHTET.

3aseKu 3a aDOHAMEHTHO O00CITyXBaHe M3BBH OCHOBHHSA MEPHO/I Ha 0OCITY)KBaHE ce
M3BBLPLIBAT CPelly 3alllallaHe II0 4yacoBa cTaBka. He cc cumta 3a 00CIy:KBAHE HM3BBHH
OCHOBHHA [CPHOJ Ha 00CIlyKBaHe NeHHOCT Ha H3NLIHHUTEIIS, KOATO € 3all0yHajia B PAMKHTE

Ha OCHOBHHA IICPHOI.



