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U3HCKBAHHA, OBXBAT H YCJIOBHA 3A ABOHAMEHTHO OBCJAYXBAHE
HA “HH®OPMAIIHOHHATA CUCTEMA ,,CETBJIMEHT HA IbPXKABHU

1. O6xgBar

HEHHH KHHXA (CJAUK) ” B BHB“ (Cucremara')

Ycnyrara ,,AbonaMcHTHO 00¢yxBaHe Ha CHCTCMaTa” BKIIIOYBA:

OcCHOBHH JeHHOCTH
JonsnauTennu nefiHocTH

HeiiHocTH 3a ocHrypsBaHe Ha HOpMaHO QyHKIMOHUpaHe Ha CucTemara

2. OcHOBHH JefiHOCTH, BKIIOYEHH B 00XBaTa HA ycayrara ,,AGOHAMEHTHO O0CTy:KBaHe HA

Cucremara”

CKCIEpTHA IMOMOLL 3a OTCTpaHABaHE Ha HpO6HeMH/HHIIPl,[leHTH OT TEXHOJIOFHYHO-
EKCIIOATAllMOHEH XapaKTep, Ppe3ynTar oOT BBHIUHH BB3CHCTBUS M Ipevciiu Ha

HOPMAIHOTO (YHKIMOHMpaHe Ha CucTemMara;
OTCTPAHsBAHE HA YCTAHOBEHH “‘CKpUTH” JledeKTH M rpetikd B CHCTeMaTa;

€XEMECEYHa NpoUNaKTHKa, ChCTOAWA ¢ B HAOMOACHHE H EBEHTYAIHH AEHCTBHS 32
KOpeKUHs Ha napaMeTpuTe Ha 6asata nanHd Oracle u Ha CreTeMaTa KaTo Lo, ¢ Hen

NpeloTBpaTaABaHe Ha ObaemH npobiemMy;
HacTpoHKa M KOHTPOJN Ha eeKTUBHOCTTA Ha paboTa Ha CHcTeMaTa;

aHaM3 M OTCTpaHsABAHE Ha BH3HMKHATHM npobiemu npu paborara cee CHcTeMara Ha
KpaiiHUTE NOTpeOHTEH;

aHa/M3 ¥ OTCTpaHsABaHe Ha BE3HHKHAIM NPOBIEMH ¢ H3XOMHUTE CIIPABKH H TabIHLIK;
OTCTpaHsABaHe Ha IMpolJieMH, CBBP3aHH ¢ (PYHKUHMOHHpaHeTO Ha Ga3oBUA M CHCTEMEH

copTyep BEpXY pabOTHH CTAHUHH M CBPBBLPH, OTHACALIM ce 10 ()YHKUMOHMPAHETO HA

CHeremara,

aHAM3 ¥ OTCTpaHABAaHE Ha MPOOJIeMH, CBBP3aHH C KOHGUIYpUpAHETO Ha paGoTHHTE

CTaHLHH 32 pabota cbe CHcTeMara,;

'Toa ,,Cucremara® 3a LENHTE Ha TO3H IOKYMEHT Ce Pa3bupa CbBKYMHOCTTA OT NPOMYKUHOHHA H PE3EpBHA

cpena Ha CIILIK.

3aaM4yaBaHKATA B TO3H
JIOKYMEHT Ca M3BbPIICHU
Ha ocHOBaHue wiI. 4, ain. 1
ot OOI1I perjaaMeHT 3a
3alUTa Ha JaHHHTE.



Stoyanka
Callout
Заличаванията в този документ са извършени на основание чл. 4, ал. 1 от Общ регламент за защита на данните.
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HabMOAEHHUE H PH HEOOXOAMMOCT KOPHTUpaHE Ha NpOLeTyPHTE 33 apXHBHPAHE;

KOHCYNTallHH W TCXHHYECKAa [OMOI 3a paspellaBadHe Ha I'IPOGJICMH TpH

excutoaraluaTa Ha CucteMara;
YYaCTHE B CbBMECTHH paGOTHH CPEILH 32 pelIaBaHeTo Ha ONIEPATHBHH BBIIPOCH;

nabmosenre mosencHuero Ha Cucremara ¢ Uen QopMysiHpade Ha NpPENOpbKH 3a
nozoOpsBane Ha GyHKuMoHHpaHeTo M. M3nmeanuTtensr npesasa npenopbkute Ha BHB B

NHCMEH BUJI 32 MO-HATATHLIHA ASHCTBHA (00CHKAAHe, CTAPTUPAHE Ha MPOMEHH U T.H.).

moMoIl Io Teﬂe(]JOHa, BKJIFOYMTE/IHO HM3BBH OCHOBHHA IICpHOA Ha a0OHaMEHTHO

obcnyxeane;

MEPHOIMYHH NPOBEPKH 33 HATHYHE Ha CHCTeMeH codTyep, KOHTO Beye He ce MoAxbpKa

OT NMPOU3BOAUTENA H OOHOBABAHE Ha TAKBB COPTYeEp;

MHCTaNHpaHe, TPeHHCTaMpase, KOHOHUrypHpaHe, HacTpolikd, oGHOBAIBaHE Ha
BEPCHH, AOMIbPXaHe Ha 0a30BH H/MIM CHCTEMHM TEXHOJIOTHYHH IPOTPaMHH
CpeAcTBa (OMEpalMOHHH CHCTeMH, Opay3bpu, Ga3y QaHHM W Ip.), CBLP3aHH C

¢byHkIHoHHpaHeTo Ha CucTeMaTa M OGHOBABaHE HA CHOTBETHATA JOKYMEHTALIHA;

NpHarale Ha HeoOXoauMH KopeKUHH no CucreMara BbB Bpb3Ka ¢ 00OHOBSBAaHE Ha
0a30BH W/HJIM CHCTEMHH TEXHONOTMYHH MNPOTPaMHH CPEeaCcTBa (OMNEpauMOHHH
cdcTemy, Opay3bpd, 0asum HaHHM M Ap.), CBbp3aHH C (YHKUHOHMPAHETO HA

Cucremara;

AHAJH3, CHBMECTHH ACHCTBHA M H3IBIHEHNE Ha MperopbkH Ha Buanoxwurens, ¢ uen
OTCTpaHABAaHE HA MpPOOJIEMH, CBBP3aHH C HHAOPMAIIHOHHATA CHTYPHOCT H 3aILTaXH OT

NOTCHUHAHH YA3BHMOCTH Ha CHCTEMUTE;

npujaran€ Ha CICOIHH aKTyaJH3aluWH 1o CHCTEMHHSA, 0GazoBHA U TIIPUIOXKHHA

co(Tyep NpH yCTAaHOBABAHE HA CEPHO3HH YSA3BUMOCTH, CBBP3aHH CHC CHIYPHOCTTA,

anMuHMcTpupade Ha Oracle 6a3M JaHHH W TIPHIOXKHH [POrPAMHH TIPOAYKTH,

CBBLP3aHH ¢ QyHKLUMOHUpaHeTo Ha CucTemara;

NPSISIOKEHHS 32 KOHQHIypallMs M HacTpoiika Ha pabOTHHTE CTAHUMM Ha
NOTPeOHTENHTE NMPH NPOMEHH B ONIEPALIMOHHUTE CHCTEMH, BEPCHATA HA OpaysbpuTe,

BepcHUTE Ha 0a30B codTyep, Bepcusta Ha CHcTeMara,

NOANPEKKA H aKTyaTH3alusg Ha cepmcbmca‘m 3a aBTCHTHKALIMA U [TOOITUCBAHE,
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- aHAH3, CbBMECTHH NEHCTBHS H H3MbJIHEHHE HA NPEnopbkKH Ha Buanoxutens, ¢ uen
OTCTpaHABAHE Ha MpoONEMH, CBBP3aHH ¢ HHGOPMALMOHHATA CUIYPHOCT M 3allIaXy OT

NOTEHIHANHK YA3BHMOCTH Ha CHCTeMaTa;

- 06cny>xBaHe, HAJIOKEHO Inopaan NPpHYIHHH H3BEH KOHTpOJIa Ha

H3ITBJIHUTEJISA, kaTo MHUMAEHT, 370M0JIYKA H Ap.

- KoH(purypupaHe Ha HalniogeHue Ha Moayaute Ha CucreMara B CHCTEMUTE 3a
MOHMTOpPMHI Ha BHB M aBTomaTH4yHO M3BecTABaHe HAa aAMHHHCTPATOPHTE MpPH
HACTBIIBAHE Ha OIpEOECNEHH CBOHTHA, CBBp3aHH ¢ paboTOCHOCOGHOCTTAa Ha

Cucremara;

- TNOIAPEXKKa Ha TecTOBaTa Cpela B H3NpPaBHO CBHLCTOSHHE NpH HeoOXOOHUMOCT OT

[TPOBEXIAHC Ha TECTOBE.

3. JombauuTeqaHH JeiiHOcTH, BKJIloMeHHM B o0XxBata Ha yoryrara ,,AGOHAMEHTHO

obcayskpaHe Ha Cucremara”

BB3CTaHOBABaHe Ha (CHcremara oT apXHE IIpH HeOOXOAHMOCT U NEPUOAHYHO 34

HEIMTE HA IPOBEPKH 33 PEICPBHPAHOCT,

- OKa3BaHe Ha CBHAEHCTBHe IpH Chb3laBaHe H MOAABPKAHE Ha IIPOUECAYPHUTE 3a

apxuBHpaHe Ha CHcTeMaTa — MPOAYKIIMOHHa U TECTOBA Cpena;

- [NCPHOOHYHO I[POBEXKIAHE HA IPOBEPKa 3a PE3CPBHPAHOCT Ha Cuctemata 1o

3ajlanye Ha Be3noxuTend;
- OKa3BaHe Ha ChACHCTBHE NMpH aAMHHHCTpHpaHeTo Ha CHUcTeMara;
- OKa3BaHe Ha CbAEHCTBHE IIPH MOHHTOpPUHTa Ha CHcTeMaTa,

- JONBJHHUTEIHO 06yquHe Ha HOTpCGHTeJ'[H H Ha CKCIICPTH IO €eKCIioaTaluMAaTa Ha

npoayKTa NpH HeOOXOAUMOCT.
4. [leiiHocTH 32 OCHIypsiBaHe Ha HopMaJjaHo pyHkunonupane Ha Cacremara

- adHann3 Ha Bb3HHKHAIH HECHOTBCTCTBHA CNPAMO 3a0aJ€HHTE U3HCKBAHHA,

- OKd3BaH€ Ha MOMOILI 3a pCalH3HPAHHTE WIH MOAJIEXKall¥ Ha IpoMsSHa OHzHec

NPOUECH;

- H3rOTBAHE HA TCCTOBH CUCHAPHH 34 CHMYJAUHA 3a MpoLEecH, MoAneKauld Ha

IIpOBEpKA UM NPOMSHA;
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- aHaJli3 H CBBMECTHH JEHCTBHS 2a YCTAaHOBABAaHE Ha HEoOXOAUMOCT OT
aKTya/IM3allHH B CHCTEMATA, HAJIOXKCHHM NOpaJd NpOMEHM Ha APYru nporpamMHH

NPOLYKTH/CHCTEMH, KOMTO B3auMoneicTear ¢h¢ CucreMara;

- H3BBpLIBAHC Ha HeOOXOAMMHM aKTyanusauuu B CucTemata mpu OPOMEHH B JAPYTH

IIPOTpaMHM MPOSYKTH/CUCTEMH, KOWTO B3auMoaeicTBaT cbe CHucTemara;

- H3TOTBAHE Ha OPEIJIONKEHHA 3a MNpOMAHA HA HANMUYHATA (IJYHKIJ,HOH&TIHOCT C aen

ONTHMH3HPAHE Ha POUECH UIIH YCKOPSIBAHE HA BPEMETO 3a U3IIBIHEHHETO HM.

HetinocTuTe no 1. 4 ca B 06eM 10 520 yoBekoUaca roaHIIHO.

JeAHOCTUTE MO aKTyauM3WpaHe Ie ObAAT H3BBPWBAHH CAMO NPH HEOOXOIMMOCT.
Muunuatop Ha aktyanusanuute € Bu3moxurenst. Beska oTmenHa akTyanmsauua ce
NpeamecTsa OT 3aiBka 0T Bovanoxurtens kvM M3nwnvutens, chbabpxamla OMHCAaHHE Ha

OCHOBHHTC ,IleﬁHOCTH, KOHTO TpﬂﬁBa Jaa 6paar HU3BBPIICHH H H3HCKBAHHATA KBM TAX.

Beska otaenHa aktyanmusanus mie 6bAe 3ansaimaHa Ha 6a3a LieHa Ha 40BEKOYAC U
HeoOxozuM Opoii YoBEKOYACOBE 3a peanu3HpaHe Ha aKTYaIM3ALHMATA, KOWTO TpabBa 1a 6bie
MOCOYEH B CBOTBETHATA 3adBKa. 3alyialllaHETO ILIEe Ce M3BLPIUIBA Cleld ABYCTPAHHO

MOANIHCBaHE Ha IPHEMO-TIpEeaaBaTe/ICH MPOTOKO 3d H3BBPILIECHATA 110 3a4ABKaTa pa60Ta.

S. Bpeme 3a peakuus npn BbL3HHKBaHe HA MNpoGieMU/UHUMICHTH H BpeMe 3a

OTCTpaHABaHE:

- [lpobnemu/ununnenTu ¢ Hal-BHCOK MPHOPHTET — peakuus Ao 15 (meTnamecer)
MHHYTH CJI€] MACMEHOTO YBEAOMABAHE OT CTPaHA HAa BB3JIOXKHTENS, BpeMe 3a

OTCTpaHABaHe 10 4 (4eTHPK) Yyaca Clie]l YBEJOMABAHETO;

- Ipo6ieMu/MHIMAEHTH € BHCOK NMPHOPHTET — peakuua 10 4 (4eTHpH) uaca cien
TTHCMEHOTO YBEIOMSABAHE OT CTPaHA HA BB3JIOXKHUTENS, BpeMe 3a OTCTPaHABAHE 10

1 (enwn) paboTeH AeH Clies YBEAOMSIBAHETO,

- [lpoGremu/MHUMACHTH CBC CpeleH NPHOPHTET — peakius Ao 1 (egun) paboTeH
IeH clel MHCMEHOTO YBEAOMsBAHE OT CTpaHa Ha BB3NOKUTENA, BpEME 3a

oTcTpaHsBaHe 10 3 (TpH) paboOTHU AHU Cliefl YBEAOMSABAHETO;

- IlpoGneMH/MHIMASHTH C HHCBHK NMPHOPUTET — peakuus A0 3 (TpH) paGOTHM IHU
CIlE], MUCMEHOTO YBeAOMABAHE OT CTpaHAa Ha BB3NOKWTENL, BpeMe 3a
oTcTpaHaBaHe 10 7 (cemeM) paGOTHH IHM ciel YBEOOMSBAHETO HJtM APYT CpoOK,

AJOTOBOREH MEIKAY CTPAaHUTE.
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3abenexncka:

* Haifi-BHCOK MPHOPHUTET — BBIHUKHANMAT MNpOOJIeM/HHIMAEHT MpPEIH3BUKBA
NpeKLCBAHE Ha paboTaTa MO U3MbIHEHHE HAa 3HAUHMH MO BAXKHOCT 3aJa4H Ha

631-[1(3'1‘3, CBBP3aHH C penyTalHOHEH PHCK;

* BHCOK NpHOPHTET — BB3HUKHATHAT MPOONIEeM/MHUMIOCHT MpeAH3BHKBA CITHPAHE

Ha paboTaTa no onpeaencHu OH3HeC MpoliecH B GaHKaTa;

* CpeneH INpPUOPHTET - BB3HUKHATHAT OpOOJEM/MHLUMAEHT TNpPEAH3BHUKBa

TPYAHOCTH [IPH U3IIBIHEHHETO Ha onpejeneHu Ou3Hec npoueck B 6aHKaTa;

*  Hucwk INPHOPHUTET -  BB3HHKHAIHAT l'[pOﬁJ'lCM.-"I/IHLlH,[leHT MIPpCOIN3BHKBA

HeynoOCTBa NPH H3IIBIHEHHETO Ha ONpelieNieHH GU3HeC mpolecH B OaHkaTa

6. Bpeme 3a peaxuus npH BbL3HHKBAHE HA ABAPHIlHM CHTYALMH — OCHMIYPSIBaHe
NpUCLCTBHE HA eKcnepT (oT3oBaHe) Ao 1 (eamm) wac Ha mucro — crpagure Ha BHB.

IIpoankaBane Ha paGorarta ¢ exunute Ha BHE a0 otcrpanasane ua npoéaema.

3abenexncka: apapuiiHa CHTYallHs — CUTYalMA, NPH KOATO cucTeMa/CHUcTemara He

padoTH/pabOTAT H3LANO HITH YACTHYHO
7. Ipouenypa
7.1. UaenTuuxanus

Wnentnduxauuara Ha npodneMd (MHUMAEHTH) CE€ MSBBPLIBA OT CIYXHTENUTE HAa JHPEKIHA
,»[ JIaBHO CYeTOBOACTBO, AMpekuus ,Duckannu ycayrn”, UT agmuHucTpartop Wid Apyr
cryxkuren Ha aupekuus HMC npu cucremun HT npoGnemu. CHOTBETHHAT CIIYXHTEN
peructpupa mnpobnema (uHUMAeHTa) B cucreMaTa Service Desk wa BHB u cucremarta
Helpdesk na ManwnruTtens u npu HeoOXxoauMocT yBenomsaBa Manwauutens mo e-mail, kato

H3Mpalla THIoBa GopMa 3a onKcaHHe Ha npobieMa (MHLIHACHTA).

7.2. Pernctpauus

Peructpaunsra Ha npobieMd (MHIMIEHTH) BKIIOYBA YBEIOMABAHE M HM3MpallaHe Ha

MHHUMYM CIICIHHUTE 3a0bIKUTEITHHA anI/IGyTI/II

" YHukaleH nopeneH HoMep
s Cucrema
. Onuncanne Ha mpobyeMa (MHUHAEHTA)
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. CreneH Ha BTHAHHE

. [Mproputer 3a paspemasane

. JlaTa v yac Ha BB3HHKBaHE

. Hara u yac Ha peructpanus

. ViMe Ha ¢y MTen UiH cucTeMa HAEHTH(ULMPALIH HHIHAEHTa

- CRbp3aH M € ¢ APYrd HHIHAECHTH

7.3. H30bIHHTENAT OTCTpaHsABa mpobieMHTe U peardpa NpH MHUMIACHTH B CPOKOBETE MO

T. 5 OT HACTOAILHA JOKYMEHT.

7.4. Wsnbanutenar undopmupa cnyxutens Ha BHB, ussspun waedtudukanuata Ha
npobneMa (MHUMICHTA) 3a (aKTHUECKH H3BBbpLIeHATa paGoTa B MbpBus paboTeH OeH ciej
Kpad Ha CBOTBETHHA CPOK MO T. 5 OT HACTOAWIMSA AOKYMEHT, 4Ype3 MPOTOKOJ 3a W3BBpILEHA

pabora.

7.5. OrcTpanaBaHeTo Ha MHUMAEHTH/npobiaemH B CHcTeMaTa, CBBLP3aHH ChC CHTYPHOCTTA,
CE M3BBPIIBA B CHOTBETCTBHE C NpoLEAypaTa 3a JeHCTBHA NMPH HHUHASHTH, CBBP3aHK CHC

CHIYPHOCTTa Ha HH(opMalHoHHuTe clcTemu B BHE.

8. OcnoBen nepuon Ha a6OHAMEHTHOTO 00CAYKBaAHE

OGcny:xBaHeTo ce W3BBpIIBA B paGoTHH auK Mexny 8.00 u 18.00 yaca (ocHoBeH
nepuoa Ha aboHameHTHo o0cay:kBaWe) MIM [0 3aBbpuiBaHe Ha paGorara mnpu
npobieM/HHUMACHT ¢ Hali-BUCOK MPHOPHTET.

3asBku 3a obcnyxBaHe H3BBH OCHOBHHS NepHOA Ha aGoHaMeHTHO oOcnykBaHe ce
M3BBPIIBAT Cpellly MOONBJIHMTENHO 3aluiallaHe o 4YacoBa cTaBka. He ce cuuTta 3a
o0cny)xBaHe M3BBH OCHOBHHMS NEpuOA Ha aboHaMeHTHO ob6cayxBaHe JAeHHOCT Ha
M3IBJIHHTENA, KOATO € 3aloyHalda B paMKUTE Ha OCHOBHHS MEPHOJ Ha abOHAMEHTHO

oOcny’KBaHe.






