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OBXBAT, H3UCKBAHUA U YCJI0BUA 3A ABOHAMEHTHO OBCJIYV/KBAHE
HA ,MHTEI'PUPAHA CTATUCTHYECKA HH®OPMAILIUOHHA CUCTEMA”
(MCHUC) B BHB

1. Oo6xBar

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

= OCHOBHH JeHHOCTH

= JlOmBJIHUTENTHH JEHHOCTH

= JleiiHOCTH 3a OCHUTI'YpsBaHe Ha HOpPMallHAa (YHKIIMOHAJIHOCT H pa3BUTHE Ha
cucreMara

1.1.  OcHoBHM JefiHOCTH, BKJIKOUeHH B oOxBaTta Ha yciayrata ,,AO00OHAMEHTHO
oOcmy)XKBaHe Ha CHcTeMaTa’:

1.1.1. ExkcneprHa momoll 3a OTCTpaHsBaHe Ha TMpodiIeM OT  TeXHOIOIHYHO-
CKCIUIOATALIMOHEH XapakTep, pe3yJTar OT BBHIIHH BB3JEHCTBAA M TIPEUCH] HA HOPMAIHOTO
(YHKIIHOHHpaAHE Ha MPOYKTa;

1.1.2.  OrcrpansiBane Ha “CKpUTH JIe(EKTH U TPEIIKH B TIPOJTYKTA;

1.1.3. Exemeceuna npo()HIaKTHKa, ChCTOSIIA ce B HAOO/IEHHE M eBEHTYAIHU JISHCTBHS
3a KOPEKLMs Ha IapaMeTpuTe Ha 0azaTa TaHHH M Ha CHCTeMara KaTo LsUIo, ¢ LIeIT IPeIoTBpaTsBaHe
Ha Ob/eIIH NpodJIeMH, IIPH cria3BaHe Ha rpoueaypure Ha BHB 3a locten a0 6azara mannu;

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

1.1.5. Ananu3 u oTcTpaHsiBaHe Ha Bh3HMKHAIM NpodieMu ¢ BXomHuTe dhopMu, paboTata
CBC CHCTeMaTa Ha BEHIIHUTE TOTPEeOHTENH U 00paTHATa BPB3Ka C IMOJIOTYETHHTE JTHIIA;

1.1.6. AnHamM3 M OTCTpaHSBaHE Ha BBL3HUKHAIH NPOOJIEMH C H3XO/JHHTE CIPABKH H
TabIWIH, TEHEPUPAHH OT MPOIYKTA;

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

1.1.8. Habmopnenne u npu HeOOXOMMOCT — KOPHTHPAHE Ha [IPOLIEIYPHTE 3a ApXUBHPAHE;

1.1.9. KoHcynraupu M TEeXHHUYECKA [IOMOLI 3a paspellaBaHe Ha IpoOIeMH TIpH
eKcIIoaTalyATa Ha IPOIyKTa;

1.1.10. Mucrampane, koH(UTypHpaHe, HAcTpoilku, OOHOBsBAHE HA BEPCHHTE |
NO/UIbpKaHe Ha OA30BH W/MIIH CUCTEMHH TEXHOJIOTHYHH IPOTpaMHH CpeacTBa (0a3u JaHHH H 1Ip.),
CBBP3aHH ¢ QYHKLMOHUPAHETO M PA3BUTHETO HA CHCTEMATa,

1.1.11. [Ipennoxkenust 3a KOH(HIypaluss W HacTpoiika Ha padOTHHTE CTaHIMH Ha

norpedburTenure, npu mpomen B OC, Bepeusita Ha Opay3bpuTe, BEPCHSITA HA CUCT

3anuyaBaHuATa Ha UHoOpMauus B
AOKyMeEHTa ca Ha OCHOBaHWe Ha 4. 1
4, an. 1 ot O6L pernameHT 3a
3alwmTa Ha gaHHuTe.
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1.1.12. ObcnyxBaHe, HAIOXKEHO TOpagyl B3auMOAEHCTBHE Ha MPOAYKTa ¢ uHTepdelicu
Ha JpyTH IIPOrpaMHU IPOAYKTH, Kouto He ce nogabpxkar ot UITBJIHUTEJI,

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

1.1.14. YyacTtHe B CbBMECTHH pa0OTHH CPEILIH 32 PeIIaBaHEeTO Ha OTIEPATHBHH BBIPOCH;

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

1.1.16. HabimosieHHe 1OBEJICHHETO HA MPOrpaMHMs MPOIYKT ¢ lied (opMyaHpaHe Ha
IIPENOpPBKU 3a MofodpsiBane Ha (PYHKIMOHMPAHETO My. V3IBIHUTENST Mpe/iaBa MpernopbKUTe Ha
bHb B nicMeH BH/ 3a O-HaTaThLIHA 00paboTKa (00CHKIaHe, CTapTHpaHe Ha IPOMEHH H T.H.).

1.1.17. Tlojuipbikka u akTyanu3alys Ha cepTH(UKATH 3a aBTEHTHKALHS C APYTH CHCTEMH;

1.1.18. CopaeilictBue mpH BLBEXJaHe Ha [JONBIHHTCIHM IIOMOLHH M IPOMsHA Ha
CHIIECTBYBALM CTPYKTYPHHU JIe(UHHMIMH, MHOXKECTBA OT CTATUCTHYECKH JaHHH W (HopMH (Harp.,
Ta0IMIIM HA CHOTBETCTBHE MJTH CIIHCHLIM C KOJOBE);

1.2. JlonbaHUTEJHH AEHHOCTH, BKJIOYEHH B 00OXBaTta Ha yciayrara ,,AO0HaMCHTHO
oOcIy)XKBaHe Ha cHcTeMara’:

1.2.1. Bm3cTaHOBsSBaHE Ha CHCTEMATa OT ApPXHUB;

1.2.2. OkazBaHe Ha CBJCHCTBHE NPHU Ch3aBaHe M MOJIBPKAHE HA MPOLEAYPHTE 3a
apXUBHpPaHE HAa CUCTEMHTE — IPOAYKLIHOHHA U TECTOBA;

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

1.2.4. Oxa3BaHe Ha CBHACHCTBHE IPU MOHUTOPHHIA HA CHCTEMATAa;

1.2.5. [ombnauTenHo o0yueHHe Ha MOTPeOUTENH U Ha eKCIEepPTH MO eKCIIoaTalusTa
Ha MPOJIYKTA;

1.2.6. OxazBane Ha nomoir Ha notpedurenure ot BHD 3a pabota cbe cuctemara — npu
HE0OXOIUMOCT;

1.2.7. Kopekiun Ha CBIIECTBYBAILK BXOOHH OTUYETHH GopMH U J00aBsHe HA HOBH —

[pH H806XOHHMOCT;

1.2.8. Kopekuuu Ha CbIIECTBYBAIlM KOHTPOJIM M J00aBsHE Ha HOBH — IIPH
HEOOXOIUMOCT;

1.2.9. Kopekuuu B ONHUCAaHUATA HA CTPYKTypara Ha W3XOJHW JIaHHM — IIpH
He0OXOTUMOCT,

1.2.10. Kopekuuy B IOIMBJIHUTETHH TTOMOIIHH CTPYKTYPHH He(pUHHUIIAH, MHOKECTBA OT
CTATHUCTHYCCKH JaHHH 1 (bOpM[/I (HaHpI/IMep Ta6.HPILlH Ha CHLOTBCTCTBHE, HJIM CITUCBIIH C KOI[OBE)
— IIPU HEOOXOAUMOCT;

1.2.11. KopekIiu B cxeMHuTe Ha 00pabOTKH — MPH HEOOXOIUMOCT.
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1.3.  JlefiHOCTH 3a OCHUTypsiBaHE Ha HOpMaiHa (DPYHKIIHOHAIHOCT M pPa3sBUTHE HA
chcTeMara

1.3.1. Awnanu3 Ha BE3HHUKHAIH HECHOTBETCTBHS,

1.3.2. Oxa3Bane Ha IOMOII 3a PEAIM3UPAHUTE WK TIOUICHKAIIN HA TPOMAHA OW3HEC
IIPOLECH;

1.3.3. MsrorssiHe Ha TECTOBH CLUEHApHH 3a CHMYMNALU 32 MPOLIECH, MOJUIEKAIIH Ha
[IPOBEPKA UJIH TIPOMSIHA,;

1.3.4. Oxa3zpane Ha MoOMONI IpH HEOOXOAUMOCT OT MHTep(delCHUTE MPOlEaYPH 3a
BPB3Ka C JIPYTH CUCTEMH;

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

1.4.  Jeitnoctutre o 1.1.2 1 1.1.3 ce u3BbpIIBaAT 110 3a9BKa Ha BB310KHUTENA U ca B
00eM 110 200 yoBekoyaca rOIHIITHO.

2. Bpeme 3a peakuus

2.1. Bpewme 3a peakuusi:

2.1.1. Muowaedt w/mnm npobiaeM ¢ Hali-BUCOK IPHOPHTET — peakiwms 10 1 yac ciex
YBEIOMABAHETO, BPEME 3a OTCTpaHsIBaHE 110 4 daca ciie]] yBe/IOMSIBaHETO;

2.1.2. VHumaeHT w/uam mnpobieM ¢ BHCOK HMPHOPHTET — peakius o 4 daca cieq
YBEIOMSBAHETO, BPEME 3a OTCTpaHsBaHe /10 1 paboTeH eH cllell 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;

- MHumzent w/vim npobiieM ¢ HUCHK IPHOPUTET — Peaklus 10 3 pabOTHH JHH ClIE]]
YBEIOMSBAHETO, BpEME 3a OTCTpaHABaHe 10 7 padOTHH JIHM WIH JIPYT CPOK IO CIIOpa3yMEHHE
cJle/l YBeJIOMsIBAaHETO.

2.2. Bpewme 3a peakuus IpH Bb3HHUKBaHE Ha aBAPHIHH CHTYaIlHH

Ilpu BB3HHKBaHE Ha aBapUiiHa CHUTyallMs (CHTyals, IMOpaad KOSATO CHCTEMATa He
paboTH HM3LAI0 MM YacTMYHO) - OT30BaBaHe 10 | uwac Ha mscto B crpajgara Ha BHB.

IIpoasirkasane Ha paborata ¢ ekunure Ha BHB 10 otcTrpansBane Ha rmpobiema.




[Ipunooswcenue No 1.2

3. Kpurepun 3a npuopuTHzupane:

" Hali-BMCOK OPHOPHTET — BL3HUKHAIUSAT HHIHACHT W/UIH MPoOIeM IIpeau3BUKBA
NpeKbCBaHe Ha padoTara 110 U3IbJHEHHE HAa 3HAYMMH 10 BaXKHOCT 3aja4yd Ha OaHKara,
CBBP3aHH C PENyTALUOHEH PUCK;

* BHCOK NPHOPHTET — BB3HUKHATHAT HHUUICHT H/MIH TPOOJIeM IPeau3BHKBA
CIHpaHe Ha paboTarta I0 oIpe/esieHn On3Hec npoleck B OaHKara;

" CpenieH TOpPHOPHTET - BLIHUKHAIMSAT HMHIMAECHT H/MIH NpobJieM MpeU3BUKBA
TPYAHOCTH IPH H3IIbIHEHHUETO HA ONpesielieHH OM3HeC MpoIlecH B baHKaTa;

" Huchk TPHOPHUTET - BB3HUKHAIMAT HHUWICHT W/HIAM TpobJjeM IpeIM3BUKBA
Heyq00CTBa IPH U3IBIHEHHETO Ha ONpeIe/ieH: Or3HeC MPOoLecH B OaHKaTa

4. IIpouexypa

4.1.  Hpentudukaius

Wnentnduranuara na npodnema (HHIMIEHTA) HIH TI0JaBaHE Ha 3asBKa 3a IPOMEHH
no T.1.1 ce u3pppmBa oT ciyxkuTen 1a aupexuns ,Cratucruka”, UT aqMuHACTpaTOp WITH
apyr ciuyxuten Ha gupekuus MC npu cucreman MT npoGmemu. CHOTBETHHST CIIyKUTEN
JIOKJIa/[Ba Ha CBOS IPSK HadalHMK M B cuctemara Service Desk nHa BB3noxkurens wmm 1o
CIELHATHO OIpe/IeNIeHus 3a TOBAa HAa4MH 3a HH(opMupaHe Ha M3nbiHuTe s, Karo 3a Ienra
nomsBa cuctemara Helpdesk na Msubinuress, renedos win e-mail, kato usmpania THIIOBA
(dopma 3a onucanue Ha npodIeMa (HHIIMICHTA).

4.2. Perucrparus

Peructpanmsara ce u3pppiiBa B cucremara Service Desk ma Bnsnoxkurens u B
cucremara Helpdesk Ha M3nmbenHuTeNs W BKIIOYBA IOIBJIBAHETO HA MHHHMYM CIIEJHHTE

3aJIbJDKUTEIIHN aTpuOyTH:

B YHUKaJIeH TTope/ieH HoMep

. Omnucanne Ha podiieMa (MHIMICHTA)

5 CremHocT Ha pa3pelniaBaHe

L] CreneH Ha BIMSHUE

. [Ipuopurer

o Jlara 1 yac Ha Bb3HUKBaHE

= Jata u yac Ha peructpanus

) Ime Ha cimy KUTen UK cucTemMa HAeHTHOUITHPAIH HHIHICHTA
» CBbp3aH 1 e ¢ APYTH HHIHICHTH

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

JieTaiimo OM3HEC ONMCcaHHE Ha UCKAHUTE IMPOMEHH.
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4.3.  V3neJIHUTENST W3NBIHSBA 3asBKATA WM OTCTpPaHsBa npodiemMa (HHIHICHTA) B
CPOKOBETE MO T.2 OT HACTOSALIHS JOKYMEHT.

4.4. Msnenautenat undopmupa ciayxurens va BHB, usebpimnn ngentudukanmusata
Ha mnpodieMa (MHUHMIEHTA) WM TI0JaBayl 3asBKa 3a mpomenu no T.1.1 3a ¢daxtuueckn
u3BbplIieHaTa paboTa B IBPBUS pabOTEH JIeH clie/l Kpas Ha CLOTBETHHS CPOK 10 T.2 OT
HaACTOALIMS JOKYMEHT, Ype3 POTOKOJI 3a U3BbpIIIeHA paboTa.

4.5.  Orcrpanssadero Ha uHumjeHtd B MCHUC ce u3BLpUIBA B CHOTBETCTBHE C
npouenypata 3a UT unmnentn va bHb.

N Ilepuox Ha aboHamMeHTHOTO 00cay KBaNE

ADOHAMEHTHOTO 0OCTyKBaHE ce M3BBPIIBA B pabOTHH JHM Mexay 8.30 u 18.30 uaca
(“OcHoren nepuon Ha aboHaMeHTHO oOciy:KBaHe) WIH /10 3aBbplIBaHE Ha paboTaTa TpH
IPOOJIEM/HHUMIEHT ¢ HAH-BUCOK IPHOPHTET.

3asrKu 3a aDOHAMEHTHO 00CIIy)BaHe M3BBH OCHOBHHA MEPHOJ/I Ha OOCTYXKBAHE Ce
H3BLPUIBAT CpeLly 3alljlallaHe 110 4dacoBa craBka. He ce cumrta 3a 00CIyKBaHE H3BBH
OCHOBHHA NEPHOJ Ha 00CIyKBaHe NeHHOCT Ha H3NLIHHUTE/IS, KOATO € 3all0yHajia B PAMKHTE

Ha OCHOBHHA IIEPHOI.






