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1. CIMCBK HA MHM3NOJI3BAHUTE TEPMWHHU, JE®OHUHUIIMU H

CBKPAILIIEHUS
Chkpamenne Onucanue
BHb bearapcka maponna 6anka
OBUC / SAP OcHoBHa DaHkoBa nH(pOpPMALIMOHHA CUCTEMaA
TPEMA / TREMA Cucrema 3a ynpaB/ieHHE Ha BTy THUTE Pe3epBU
CHLK/GSSS Cuctema 3a cerpiiMenT Ha JIIK
SysHR Cuctema 3a YUP u 3ammara




Enextponna crcreMa 3a nHGOPMAIHOHHO 06CIYKBaHE HA

HOB®P
OrojpKeTa M QUCKANHUA Pe3EpB
RINGS Cucrema 3a 6pyTeH CeTHhIMEHT B PEalto BpeMe
Tpancesponelickara aBTOMaTH3HpaHa CHCTEMA 3a OpyTeH
TARGET 2
CETBLJIMEHT B PEAIHO BPEME B €BPO.
Huterpupana cucrema 3a o6cmy)kBane Ha ONEPalUKTE UYpe3

FastWork

SWIFT BNBGBGSF

Cucremara 3a ynpasieHHe ¥ KOHTPON Ha HAIMYHATE NIApH B
CMS / Kacosa cucTeMa

BHB
1PS Cucrema 3a nesabapuu rutamauus BUCEPA 6+
SAA SWITF Alliance Access

2. BLBEJEHHUE
2.1. MIPEJIMET HA OBIIECTBEHATA HOPBHYKA

IlpeameT Ha BB3NAaraHe Ha CICIHHUTE HEHHOCTH:

2.1.1. @OYHKUHOHAIHO PA3BHTHE

IIpoextupanero, paspaboTkara i BHEAPIBAHETO Ha U3MEHEHHS W JOBIHCHUS (HAPHYAHH
II0-HATaThK alNTEPHATHBHO ,,aKTYATH3AIHM HA CHCTEMAaTa  WIH ,,)YHKIMOHATHO Pa3sBUTHE") KbM
cucTeMara, ca noApodHO ONMKCaHH B T. 3.1., CBITIACHO M3HCKBAHUATA Ha BH3IIOKHUTENSA, IOCOUCHH
B HACTOsALIATA TEXHUYECKA crielbHKaIys.

Msnbanenuero Ha Ae#HOCTHTE CE OCBHIUIECTBIBA Ype3 CKIFOYBAHE HA JOTOBOP 10 PaMKOBO
criopazymere Ne bHB-86518/1.10.2020 r., BB3 OCHOBa Ha OTHpPABEHO NMHCMEHO HMCKAHE OT
BB3JIOKHUTENA 3a JI0NbIBaHe Ha odepra chriacHo 4w, 82, an. 2 u o oT 30I1 u 3apaHusTa 1O

Hacrofgmara TeEXHUYCCKa CHGHH(I)HK&I.{HE.

2.1.2. TapaHnHoOHHA NOAIPBLKKA

I'apaHUMOHHATA TIONAPBXKKA HA BCHUKH AKTYaIM3allMH HA CHCTEMATa, PEalusHpaHU o
T. 3.1., ce OCBLIECTBABA IPH YCIIOBUSTA M CPOKOBETE, [IOCOUEHH B HACTOAMIATA TEXHHUYECKA
creHM(UKALKsl, PAMKOBOTO CIIOPa3yMEHHE H IIPOEKTa Ha JIOTOBOD 3a (PYHKIHMOHAIHO PA3ZBUTHE
(Ilpoext Ne 1), xakto M cpobpasHo TeXHHYECKOTO NpeIOKEHHe HA YYACTHHKA, M3bpaH 3a
H3IBIHATEN HA nopbykara. Criell H3THYaHe Ha CHOTBETHUA CPOK HA rapaHlMOHHATA OMAPEKKA
00CIY’>KBaHETO HA CHOTBETHHTE aKTyaJu3alllH CTABA YacT OT abOHAMEHTHOTO OBGCIyXKBaHE Ha

cucreMarta o 4. 1, am. 1, T. 1 oT PamkoBoro criopasymenue.



2.2. HOPMATHUBHA PAMKA

2.2.1. HopmaTtupHa ypeada, 0THOCHMA KBbM JAeiiHOCTTA HA CHCTEMATA

2.2.2. HanuonajaHa HODMATHBHA ypex0a B 00/1acTTa Ha eJIEKTPOHHOTO YNPABJIEHHE
3aKoH 3a eJIeKTPOHHOTO yIPaBJIEHHE;
3aKOH 3a eJIEKTPOHHHUS TOKYMEHT U €IeKTPOHHHUTE YIOCTOBEPHTEHH YCIYTH;
3aKOH 3a eJICKTPOHHATA WEHTU(DUKAITHS;
3aKoH 3a 3alliTa Ha JTUYHUTE JIAHHH;
3aKoH 3a 3alMTa Ha Kiacuduuupanata uHdopManus;
3aKoH 3a aJIMMHUCTPALHAITA,
3aKOoH 3a JI0CThII 10 obmecTBeHa HH(OpMAIIHS;

[To13aKOHOBHTE HOPMATUBHH aKTOBE (MPABMIIHUIKM U HApeIOH) KbM FOPENOCOYEHUTE 3aKOHH.

[Ipyu u3nbaHEHHETO Ha OOINEecTBeHaTa MOphYKa CiielBa Aa ObOaT cLOOpa3gBald BCHYKH
OTHOCHMH H3HCKBaHHS, IPOM3THYAIM OT JeHCTBAlIMTE HOPMATHBHH AKTOBE, KOHTO IIOCTABAT
TEXHUYECKH, TEXHOIOTHYHH H/UIH OPYTH U3UCKBAHUS KbM JIEMHOCTHTE, IPEIMET Ha [IOPbUKATA,
HE3aBUCHMO JAIM Ca U3PHYHO 1TOCOYEHH.

M3nenHHTENAT creBa Ja B3eMe I110J{ BIHMAallHe H [OPMATHBIIHTE AaKTODE, KOMTO
MEX Iy BPEMEHHO MOTraT Ja BIIA3aT B CHJIa M UMaT OTHOIIIEHHE KbM H3ITbJIHEHHUETO Ha MOPHYKATa.

ITpm ycraHoBsiBaHE Ha NPOTHBOPEYHE MEXKAY HACTOSIIATA CrelH(DHUKAUS W JIeHCTBalll

HOPMATHBEH aKT, IPHOPHUTET HMa CbOTBETHHUAT aKT.

2.3. OIIHCAHUE HA CHCTEMATA, TIIPEJIMET HA OBLHIECTBEHATA
INOPBYKA. TEXHHYECKH XAPAKTEPUCTHKH

2.3.1.  OcHOBHH XapaKTepHCTHKH
@yHKUMOHAEH 00XBaT Ha rnporpame npoaykt ,,CODU-BHB

» Monyn ,,AnmunrcTpaTop™
v" Hactpoiika Ha mapamMeTpu u alropuT™MH
[Topnepxane Ha HOMEHKIIATY pA
PerucTep Ha CUHTETHUHH CMeTKH (B iporpameH npoaykr ,,CO®K-BHE*)

BanyTtHa Tabnuna

praBHCHHG Ha onamikara OT HEOCYETOBOIEHH JOKYMEHTH

v

v

v

v PaboteH kanenpap
v

v JlebrHupane 1 H3ITBIHEHNHE HA TEXHOIOTHYHU IPOLEYPH (aKeTHH 06paboTKH)
M

>

onyia ,,C4eToBOACTBO™




v OGpaboTka Ha IOKyMEHTH (BLBEXKIAHE, KOHTPOJ, peAaKTHPaHE H OCUCTOBO/ISIBAHE)

v OGcnyxBaHe Ha JOKYMEHTH OT OIIAINKATA (HabrojieHye, OCYETOBOAABAHE,
CTOPHHpaHe, 1eyar)

v" Pafota ¢ aHanuTHYHK cMeTKH (OTKpHBaHe, 06CTyKBaHE, 3aKpHBaHE, PETUCTHP Ha
OJIOKHpaHH CYMH H 1p.)

v OBcnyxBane Ha ,,BRTPEIIHE" IIIO3UTH Ha GIOKETHY IpeAnpUaTHs (OTKpUBaHeE,
3aKpHBAHE, ONIMXBIBAHE)

v KimeHTcka KapToTeKa

v OmnepardBHa OTYETHOCT 3a:
* Heyrouneuu cymu
% Perucrsp Ha cymu 3a uukacupane upes PUHIC
% Uentpamisupanu Gro[KeTHH cpe/icTBa

v Bromxernu Gopmu

v' Tlomommsu QyHKUHK (H3UMC/IABAHE HA JINXEA, nposepka Ha IBAN, nonyuagane na
BalyTeH Kype 0T SAP, nosryyapane Ha HEGOpManus 3a cnecuMel ot SAP, perncTsp Ha
IIeYaTHHUTE CIIPaBKH B porpaMuus npoayxr ,,COPU-BHE", nocreir 1o moxyMmenTanusta
Ha cucTeMara)

V' TleyaTHH ¥ €KpaHHH CIIPABKH.
» Moayn , Kacoru caenxu™:
v" Hacrpoiixa za Moayna
v" Perucrpupane u 06paboTka Ha KACOBH CIENIKH B JIEBa
v" TeHepHpaHe U OCYETOBOIABAHE HA JOKYMCHTH 10 KACOBH CHENKH
v" Chpasku
» Mopyn ,, TakcH H KOMHCHOHHH®:
v Jledpunupane Ha TAKCH H KOMHCHOHHH
v" T'eHepupase Ha CYETOBOHE ONEPALUH
» Monyn ,,Bepudukanus Ha J0KYMEHTH:
v Hacrpoiika Ha MofyJ1a
v Bepudukanus Ha JOKyMeHTH
» Mogayn , Eauaaata cMeTKa

v'  BoBexane, pelakTupane, BepuduKal{a Ha 3asBKH 3a IUIAlIaHe 0T ¢UHHATA
cMeTka Ha MO:

v VhpasneHue Ha TUMHTHTE 32 paszxoau Ha [IPBK
v" Peructsp Ha GIOMKETHHTE PA3HOPEIUTENH
v" Pernctbp Ha [IBpBOCTENEHHH CHCTEMH 32 PA3TIOPENIAHE ¢ GIOKETHH cpeacrsa
v" TleyaTHH W eKpaHHH CIIPaBKHU
» Moayn ,.BanyTu cuenxu’™:

v' Peructpauus u 00paboTKa Ha BXOJALIA BaTYTHY HHCTPYKIHK



v' TlogabpkaHe Ha PETHCTHP, ChABPKAIL M0Po6HA HHGOPMAIIHUS 3a JOTOBOPCHHUTE
BaimyTHH onepauuu /SP-T, F-RWARD/

V" TlojuthpiKaHe Ha MapaMeTpH U allTOPUTMH

v' ABTOMaTHYHO IeHepHpaHe Ha CYETOBOIHH OATaHCOBU U 3a10aaHCOBH OTIEPAIlHH
0 CIIC/IKATa Ha JaTara Ha CKJIF0YBaHe M Ha JlaTa Ha Bajabopa

v" TleyaTHU ¥ €KpPaHHH CIIPABKH
» Monayn ,,Enekrponno Gankupane®:
v Otopu3amys Ha noTpeOUTENH
v' TlomabpiKane Ha apamMeTpy M HOMEHKIIATYPH
v" BbBexkIaHe U OTOPH3AIHs Ha TOKYMEHTH

v Ilpenocrasue Ha HHPOPMALKUS 3 CTATYCA U CIETOBOAHHUTE 3aITHCBAHHS 110 CMETKHU
(BB hopMmar 3a neyat u (opmar 3a ereKTpoHHa 06paboTKa)

» Monayn ,.Pexoncunanus’:
v" TlojutbpikaHe Ha ITapaMeTPH H HOMEHKIATYPH
v' PexoHcHamus 1a cania, o00poTH U IBUYKEHHS Ha CMETKH
v Cupasku

»  Mopyn 3a feuHupane Ha MOTPEOUTENHTE W TEXHUTE TIPABa 3a JOCTHI 0 GYHKIMH 1
JaHHH

» Monyn 3a HabmojieHHe (MONHTOPHIIT) 11a IPOLIECHTE B TIPOTpaMell POy KT
-CODU-BHB*:

v Tlomabprkare Ha apaMeTpH ¥ HOMEHKIIATYPH
v'  HaburojieHue 1 B3MMaHe Ha pellleHne Ha/3a Bh3HUKHATH ChOHTHS

v' VBenomsiBaHe Ha OTOPH3HUPAHHU MOTPeOUTENHM 3a BE3HUKHATO chOUTHE (dpe3 e-mail,
SMS)

» Moy 3a ynpaBieHHe Ha JIMMATH Ha Pa3sopenTeNH ¢ O10XKeTHH KPeIUTH ITPH
MuHuCTEPCTBOTO HA hUHAHCHTE.

» Tloanspxane Ha Moy ,,Payment Gate Manager®, uano:3sar ce 3a 06MeH Ha
undopmarus mexay bHbB u cuctemute na ,,bopuka-bankcepsus® AJl:

1. Uncrananus Ha cucTemara.
2. Ilpunarane Ha HOBH BEpCHH Ha CHCTEMATa.
3. Oka3BaHe Ha KOHCYJITaHTCKa OMOII IPH aIMUHUCTPHPAHETO HA CHCTEMATA.

4. Okaspane Ha TeXHMYecKa [IOMOII Ha aaMuHHcTparopute B BHB, npu Bb3nuxnanu

TPEIIKH, HHIIMAESHTH W/WIHM TpoOIeMH, KaKTO OTJaledeHo, Taka U Ha MsICTO - B crpajara Ha BHB.

» OO0meH Ha MH(OPMALHS C IPYTH CHCTEMH H MOJLYJIH:

a) OOmeH u 0OpaboTka Ha (aitiose

v BHUCEPA

v’




CEBPA
FastWork/SAA
TREMA
SAP-BCA
SAP-FI

SysHR
TARGET 2
HNOBDP

6) Obmen ra urdopmanus B online pexum upes DB link

A N N N N Y N

v CMS

v" CEBPA
v" RINGS
v GSSS

B) WebServices 3a 00meH Ha undopmanug csc SAP BCA

v"  Tlonyyasane Ha panyTeH kype ( IF 9)
v" Tlonyuasane Ha ciecumen (IF 8)

v" CYeTOBO/HY 3aNHCBAHNS, HHALHHPAHH B NpOrpamMeH MPOAyKT
~CODPHU-BHE (IF12ab);

v" Cueroro/iy onepauuy, ununuupanu 8 SAP-BCA (IF 12¢)
v Forward Payment orders to SAP BCA (IF 31)

r) ®yukiuy 3a Habmogenue paGotata nHa Web ycayrure.

» DYHKUHMOHAIHOCT IPH BH3HUKBAHE HA aBAPUIHY CHTYalM, CBEP3aHM C OTIAlaHe Ha

KOMYHHKAIUATA € OporpaMeH npoaykt ,,COOU-BHB® ¢ B3auMogelicTBaIHTE CHCTEMU.

> CD}’HKLIHOHH.HHOCT NPH [IOATOTOBKA ¥ H3BBPIIBAHE HA FOOUINHO IIPHKNIOYBAHE B

nporpamet npoaykt ,,COOU-BHB",

»  QyHKUHOHANHOCT 3a PaG0TaTa HAa OEPATOPHTE IIPH U3BEPIIBAHE Ha SXEAHCBHH
IIAKEeTHH OIlCpalliy B CHCTEMATa, KaKTO U HOrOTOBKa Ha CHCTEMATa 3a HaYano ¥ Kpail Ha

CUETOBOJACH JCH.

» OyHKIMOHaNeH 00XeaT Ha MOAy T ,,inTepHeT GaHKkpaHe HA OI0KCTHATE

NpEANpUsTHs KbM TporpamMed npoaykt ,,COMHU-EHE:

- AmmunucTpupase B bHbB
v' Vipapnenue HA KIIMEHTH ¥ TEXHHTE CMETKH M TOTpeOuTeH;
v' Jlexnapauuy;

v I'Ipernell Ha YBEOOMHUTCHHHUTEC HHCMa 3d IMMHTH HA KJIIHESHTH,

-8-



v CripaBku;
v" ChoOIIEHHUs 10 KIHEHTHTE HA CHCTEMAaTa
v' OuiTpupane ¥ periie]] Ha MIaTexHI TOKYMCHTH;

v’ TpernexaHe, KOHTpPOIMpAHE U MOANKCBaHe OT caysxuten Ha BHB Ha
CITeCUMEH, Ch3JaJCH OT KJIHEHT, aHAJIOT HA XapTHEHHS CTICCHMEH OaHKara.
CrpaBka 3a CIIECHMEHUTE 110 KITHEHTH;

v Halmio/ieHne Ha aKTUBHOCTTA Ha [OTPeOMTENIMTE U CIIPABKH B JKyPHAIA Ha
cHcTeMara;

v’ JleitHOCTH, CBBP3aHHU C pa3peIlaBaHeTo ¥ 3a6paHsBAHETO Ha JOCTEIIA 10
MOJIyJIa ¥ U3IPALIaHEeTO Ha MPEBOAM KbM OaHKaTa;

v" HacTpo#iku 1o npexsbpiisHe Ha JaHHH B apXHABHA CXCMa;
v' VipaeieHue Ha OTpedUTeH
% cnyxurenn Ha BHB, kopekiuu 1 nperien;

% Certification Authority (CA) — Yupasienue na Y 1ocToBepsiBaniy
OpraHy, C YHHTO CePTHPHUKATH PabOTH IPUIOKCHHETO;

v Ilonnbpikane Ha HOMEHKIIATY PH
v PBKOBOICTBO HO OTpeGHTENHTE.
- bankupane 3a xinentu

v' BabBexzmaHe, KOHTPOJI, Ch3/laBaHE HA IIAOIOHH M MOITHCBaHe HA BIODKeTHO
IIaTeXKHO Hapexaane u IIpeBoaHO HapekiaHe 3a ruialiaHe KbM OIOKETA;

v Jleknapanuu;

%

Beeexaane Ha JOKyMEHTH OT daii;

%

PenaxTtupane, nperie, nonucBane v U3Ipallane Ha [UIATeKHH
TOKYMEHTH;

Crnpagku;
YnpaBieHHe Ha KOHTPareHTH;
Cob3naBane, peJakTHpaHe U ITOJIKMCBAHE HA CIIECHMEHH;

YnpagneHue Ha IOTpeOUTEIH;

AR NEEN

PrroBonCTBO Ha moTpebuTeIUTE.

e ApxuBupaHe Ha JaHHU oT Oa3ara Ha nporpamen npoaykr ,,CODU-BHBE*.
2.3.2. loerbn a0 uHpopManus
Hoctenst 10 COPU-BHE B bhirapekara HapoamHa 6aHKa ¢ OpraHu3upad Npu cra3BaHe Ha
npHueTaTa KOHUEMIIMS 3a IIPEI0CcTaBAHe Ha paBa 3a padoTa ChC CHCTEMATa OT COOCTBEHHUKA M.
2.3.3. Buose cnpaBKH 32 BbTPEMIHH MOTPEOHTEH

CO®U-BHB mpenoctaBs Ha nmotpedurenute B BHB pasnuunu BHIOBe onepaTHBHH U

aHaJIMTHUYHU CIIPABKH, KaKTO M JIONOBE 3a MMPOCHE/IsIBaHe Ha pa60TaTa OT aIMUHHCTPATOPHUTE.




2.3.4. Bugose norpeburenu
Caysxurenu or gupekuus ,JuaBHO cyetopogcTBO”, CHyXHTENIM OT JHPEKIHA
,»VIHGOPMALMOHHH CHCTEMH", KOHTO Y4acTBAT B aJIMUHHCTPHPAHETO Ha cHcTeMara. Clyxurenn

Ha MUHUCTEPCTBOTO HA HHHAHCHTE.

2.3.5. XapayepHa u codTyepHa niardopma.
Xappayepna rmargopma: Cepesp IBM P-WERS
Cotryepna nnatdopma: AIX 7.1

2.3.6. Pesepsupane Ha peajHaTa cpeaa
basara ot ganuu na CO®HU e uHCTaNHMpaHa BEPXY J1Ba CHPBEpa, Primary u Stanby B Oracle
Data Guard. Exennesno, npeau H ciel NPUKNIOYBAaHE HA CYETOBOAHHS JICH, CE HIBHPIIRA
apxMBHpaHe Ha JaHHMTE. BCHuxH AaHHM OT IpPOAYKTHBHATA Cpeia ce pelyiMKupar B Standby

cpchaTa Ha CHCTreMara.

2.3.7. Mpcekosa CBBP3aHOCT
Cucremara H3ON3BA BLTPELIHATA JIOKATHA Mpexka Ha BHB.

2.3.8. InexkoBo npocTpaHCTBO

bazarta mamnm u3nonsea JHCKOBO MPOCTPAaHCTBO BBHPXY SAN GazumpaHa cucreMa 3a
ChXpaHeHHe Ha HHBOpMaLus.
2.3.9. MHMsnomsanu maarhopMH B TEXHOIOTHH

HUsnonssauu ca Oracle F-rms and Reports, OAS, java.

3. BIBUCKBAHUA KbM U3ITBJIHEHUE HA IOPBUYKATA

3.1. OMUCAHHUE HA JEHHOCTHTE, BKJIOUYEHHU B OBUIECTBEHATA
IMOPHYKA 3A @YHKIIHUOHAJIHO PA3BUTHE

C yyacTueTo cH B IIPOEKTa 3a He3a0aBHH ¥ nakeTHH mawanus B gesa (BMICEPA 6+),

brarapckarta napojna 6anka (BHbB) e HeoOxomuMo Ia OCHTYPH BB3MONKHOCT 3& HApEXJaHe M

ToJlyyapane Ha naketHd nnamanud B XML dopMaT, KakTo ¥ 32 1oiyyaBaHe Ha WHIMBHIY AITHH

ne3adaBHy Mamanns B nonsa Ha BHb u wmentn na BHB, xouto ca Giomketiy opragusaupy. B

TasH BPb3Ka € H606XOIIHMO Ja 6’[:,116 H3BBEPHICHO CICHHOTO!
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3.1.1. Pa3paborBaHe Ha GYHKIHOHAJIHOCT 32 06paboTKka HA He3aO0aABHH

IpPEeBOaAH, 00padoTKa HAa MeXIVOAHKOBH OIIKETHH NAKeTHH

njamaHnusa B jiesa bucepa 6+ (BULK).

3.1.1.1. Paspaborka B III1 CO®U-BHB

e Menw ,Kpeauren npesoxn™
o MOHUTOPUHT Ha NOJyYHEeHH He3a0aBHU IIALAHUS
o ['enepmpane Ha CUCTOBO/IHH 3aIMCBAHHUS
o Ileyar HA CYETOBOIHH 3AMTUCBAHHS

e Memo ,,Mckane 3a BpbliaHe Ha npeBoI”
0 MOHHMTOPUHT Ha MOJTyYHEHH HCKAHHS
o Bpsinane Ha mpeBox
o Ortka3 3a BpblllaHe HA MPEBOJI

e  Menio ,,OTroBop Ha pascienpane’
© MOHHTOPUHT Ha H3TBUEHH OTKA3H 3a BpbIIaHe

e Mento ..Bpbiiane Ha nperog”
© MOHHTOPHHT Ha H3IBUEHHU BPbIIAHKS HA IPEBOJ

e Menmo ,,3anuTBane 3a craryc”
© MOHHUTOPHUHT Ha BXOIAINHU 3aTUTBAHHS

e Menro ,,Ortuer banka®™
0 MOHHUTOPHHT HA BXOIAIIN H3BJICUEHUs

e Hnrepdeiic 3a unterpanus ¢ PGate SaaS — Moayn ,,Hezabasau miamanus™
o Banunanus Ha cMeTKa 3a 1MoJiy4eHo He3a0aBHO IIIaliaHe
o [IlonyuyaBaHe Ha BXOOAINH CHOOLIEHHS
o Mznbupaie Ha M3XOIAIMH CHOOINEHHA

3.1.1.2. PGate SaaS — Monay. ,,He3za0asun niamanus®

Wurerpanus mexay BHb u uentpannara mudpacTpykTrypa mo He3abaBHH

mnamanusg B BOPHMKA;

e llpuemane Ha eIMHHYHH KPEJUTHH NPEBOJIH B JieBa, B cranmapt 1S0O20022
(pacs.008.001.02);

e Curypen oOMeH Ha MHGOPMALHATA ¢ HEOOXOMMHTE 3aIIMTH CPENTy 3aryba u
nybmpane;

e Opranusupane ¥ TNOAABPKAHE HA  LEHTPAIM3WpaH PETHCTBD  Ha

uHpopmanronen odmen Mexay-PGat€ SaaS u lenrpannara undpactpykrypa;




IIpocnenumocT Ha BesAKo MIalate;

ObocobaBane Ha oTHeNeH IUaTexXeH kaHan B PGate SaaS ¢hC CHOTBETHHTE
npouecy Ha 00paboTka 3a OCHIypsABaHe Ha HO-BHCOK NPHOPHTET H CKOPOCT Ha
H3MBIHEHHC,

Obxpanat komyHukanuonen obmen ¢ lentpannara undpactpykrypa(l1) 3a
U3NpAaIaHe/ 0Ty YaBaHe | MOANKCBAHE Ha CHOOIEHUITA;

Perucrpupate 1 06paborka Ha BXOAAIIY CHOOIICHUS:

o Ilnamane (pacs.008)

o Iloreppixaenne/OTKas Ha miamane (pacs.002)

o Statement Message (camt.053.001.02).

o Hcxane 3a Bppliane na npesoj (camt.056)

o 3anuTBaHe 110 ocropBanid (pacs.028)

o Jlucr ¢ yuacraunn (Participants.001)
I'enepupane Ha U3X0AAIIH CLOBLIEHHS:

o lloreepxnenne/Orkas Ha miamane (pacs.002)

o Ilpepon 3a BB3CTaHORABAHE HA cyMa (pacs.004)

o OrTka3s Ha ¥cKaHe 3a BpELINaHe Ha npesod (camt.029.001.03)
Ioanomarane ripu uaterpanus u UAT TecTope

ApXUBHpaHe H H3TPHBaHE Ha JaHHH

3.1.1.3. Apanranus 1 uMiLieMeHTanua — PGate Saa$S

> ApnanTvpare criopen HyXKIuTe Ha Gankara:

Ocurypspane Ha HHTErpayus ¢ BBTPCIIHH 3a OaHKAaTa HHOOPMAUHOHHH

CHCTCMH 3a ITIOCTHINane BHCOKa CTCIICH HA aBTOMaTH3aIHs;

» HVmnnementauus B oGydeHus:

Hsrpasxnane va UAT cpena

WsrpakgaHe Ha DpOAyKUHMOHHA cpela

Cp3papane Ha noTpeOHTeNM H CHOTBETHMTE IIpaBa Ha JOCTBIOH IO
norpebutenckug untepdeiic (PGate SaaS WEB Ul);

Oby4eHune Ha oTpedUTEIN HA CHCTEMATA,

CoieficTBHE [IPY MHTETPAIIHOHHH TECTOBE;

Yuactie B UAT TecToBe;

Habmonenne u cpaeficTBUe clief crapTUpaHe Ha eKCIIIOATALHATA Ha

NpHIIOKHKA codryep B paMkuTe Ha 10 auu;

Texnomoruuna MOJAPBXKA.
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3.2. MACTO HA U3ITBJIHEHUE HA OBIIECTBEHATA IIOPBYKA
Yenyrure, CBBp3aHM C HAcTosIIaTa IIOpbYKa, LIe Ce W3BBPINBAT B Ccrpajgara Ha

BB3JI0KUTEIA, Haxoad1ma ce Ha nioman ,.Kusa3 Anekcananp [ Ne 1, rp. Codust.

3.3. CPOKOBE
CpoxsT 3a peanuzanus Ha (yHKIHOHAIHOCTTA € J10 3 (TpH) Mecell, CUATAaHO OT JaTaTa Ha
MOJNKUCBaHe Ha A0roBopa. M3mbeiHUTENAT ce 3aabiDKaBa Ja OCHUIECTBH aKTyalM3allMHTE Ha

Cucremara 1o HacTosIIaTa TeXHUYECKa crielnduKa 3a He 1oBede oT 1368 yoBekoyaca.

3.4. IPUEMAHE HA M3ITBJIHEHUETO HA JEHAHOCTHUTE 1o
OYHKIIMOHAJIHO PABBUTHE
IlpuemManeTo Ha M3MBIHEHHETO HA JNSHHOCTHTE 338 (YHKUMOHAJIHO pa3BUTHE OT
TeXHUYECKaTa CIENH(HUKAIMsA, Ce OCBIIECTBSBA upe3 MOANKMCBAHETO Ha JBYyCTpaHEH
[peaBaTelHo-IIpHeMAaTeNeH MPOTOKOI.
[IpuemaneTo Ha U3MBIHEHHETO HA JEHHOCTHTE 110 (YHKIMOHAIHO Pa3sBUTHE € MOJAPOOHO
OIHCAHO B IPOEKTa Ha JIOTOBOP 3a IPOEKTHpPaHe, pa3padoTKa W BHeApsBaHE HA H3MBLIHEHHS U

JONBIHEHUS (TTPOeKT 1).

3.5. JUIIEH3HU U ABTOPCKH ITPABA
ABTOPCKHTE ITpaBa BBPXY BCSKA JONBIHUTENHA (YHKIHOHATHOCT pa3paboTeHa oOT
M3ITBJIHUTEJIA no To3u noroeop npuHamiexar mkmountenno Ha U3ITbJIHUTEJIA, kato
BCHYKO M3paDdOTeHO B IIpoleca Ha M3MBIHCHHE HA JIOTOBOpa € COOCTBEHOCT Ha

BB3JIOKUTEJISA, cuntano or narara Ha HETOBOTO Ch3IaBaHE.

3.6. INPOLOEAYPA 3A OTCTPAHSIBAHE HA [IPOBJEM/MHITMAEHT
(MAEHTHO®HUKANUA — PETUCTPAIIUSA — PEAKLHSA) ITPU TAPAHIITMOHHATA
HNOJAPBHXKKA HA UBMEHEHUATA U JONTBJJHEHHUATA

3.6.1. Wpenrnduxauus
Unentuduxanuara Ha npoOieMu (MHIUJEHTH) Ce M3BBPUIBA OT CIIYXKHTENIMTE Ha
nupexkuus , Mupopmannonnn cucreMu”. CBOTBETHHST CIYKHTET PErHCTpHpa IpodiieMa
(uaumaenTa) B cuctemara Service Desk na BHB u nipu HeoGX0auMOCT yBEIOMSBA H3ITBIHHTENS

1o Teyiepon u/uim e-mail, kaTo w3npania THIOBa hopMa 3a onucanue Ha npobieMa (MHIUIEHTA).

/
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3asBKH 3a abOHameHTHO OOCIHyXBaHe ce mpuemarT 24 uaca B JIEHOHOIUHMETO, CCAEM IAHH B
ceamunara (7x24).
3.6.2. Permcrpanusn
Perucrpanuara ua npoGaemu (HMHIMACHTH) BKIIOYBA YBENOMABAHC M H3IIpaulaHe Ha
MHHUMYM CIREJHHUTE 3a0bDKUTCIHH aTpHOyTH:
Omnucanue Ha npobnema (MHIUIEHTA);
CrerneH Ha BIHSHHE;
IIpuopurer 3a pazpemasane;
JlaTta u yac HA BL3HMKBaHE;
Jara u yac Ha peructpauy,
MMe Ha ciy »<HTen Wik cHCTeMa, WASHTH()HIHPAINY HHIHACHTA;
CBBp3aH ¥ € ¢ JIPYI'd MHIHIEHTH.
3.6.3. Peaxnus

M30bAHATENAT pearHpa @ OTCTpaHfBa HPOOIEMHTE W MHIUAEHTHTE B CPOKOBETE IIO
T. 3.8.2. OT HACTOSAMIATA TEXHUYECKA CIIEUH(UKALSL.

Manonuurenst unopmupa cioyxutens #a BHB, ussepumn uaentudukanmsta Ha
npobiiemMa (MHHUAIEHTA), 32 (PAKTHIECKH H3RBpIIEHATa paboTa B [spBus pabOTeH OeH el Kpas
Ha CHOTBCTHHUA CPOK 110 T. 3.8.2. OT HACTOAIIMSA JOKYMEHT, Ype3 MPOTOKO 3a U3BbpieHa paboTa.

OTcTpansBaHeTo HAa HHUMACHTH B CHCTEMATA, CBLP3aHH ChC CHIYPHOCTTA, C¢ H3BLPILBA B
ChOTBETCTBHE C NpOLEAypaTa 3a AEHCTBHS NPH MHUMACHTH, CBHP3aHH ChC CHTYPHOCTIA Ha

nH(opManuoHHUTe cucTemu B BHB.,

3.7. TAPAHIIMOHHA NNOJAPBXKKA:

3.7.1. IlogpoGuo onHcaHHE HA YCIYTHTE [0 TAPAHIHONHA NOAAPBKKA

M30panuar 3a W3NBAHUTEN CIe/Ba Ja ocHrypu Ge3naTHa rapaHiuOHHA MOJAPEKKA 34
cpok ot 1 (eana) rofMHa 3a BCHUKM IPHCTH aKTyATM3alMH HA MHOOPMALMONHATA CHCTEMA OT
HacTOsAIATa TCXHUYEeCKa ciienuduKranys. CpoKET Ha FapaHiHOHHA MIOJPHKKA HA BCAKA IpHETa
aKTyaTM3alMs 3aIl04Ba fla Teye OT JATaTa Ha NPHEMAHETO M, YJOCTOBEpPEeHA ¢ MO/NMHCBAHE Ha
CBOTBETHHS JBYCTPAHEH NPEAaBaTETHO-IPUEMATENEH [IPOTOKOI.

B pamkure Ha rapaHUHOHHATa OJAPHKKA, H3IBIHATEIAT CEABa 2 OTCTPaHABa BCHUKH
HHIUACHTY W/HIH NIPpo0JieMH, Bb3HHKHANH BHB BPB3Ka € WM [0 MOBOJ H3BBPLICHHTE OT HETO
aKTyanusaudd. B rapaHuuMonHara nojipbxKa HE C€ BKMIOYBA J0DABSHETO HA HOBA
(YHKIMOHAIHOCT. 3aABb/DKeHHATa Ha H3IBIHUTENs 110 rapaHlMOHHATa MOJAPEHKKA OCTaBAT
BAIIMIHH JI0 H3THYAHE HA CHOTBETHUTE IapaHIMOHHH CPOKOBE 33 U3BLPIIEHATE aKTYAIH3alMH Ha

crcTeMara M IpH IMpexpaTaABade Ha Jorosopa.
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rapaHH,HOHHaTa NOLOPBXKKa C€ H3BLPIIBA 24 daca B ACHOHOIOHUETO, CceleM JHH B

cenmuuara (7x24) no 3apbpiiBaHe Ha paboTtara py IPoGIeM/HHIMIEHT ¢ Hal-BHCOK IPHOPHUTET,

OCBEH B CJIyYalTe Ha aBapHiiHA CUTYaIlUsl.

3.7.2. Bpeme 3a peakuus H BpeMe 3a OTCTPAHsIBaHe HA NPo0JIeMH/HHIMICHTH

HuBo Ha Bpeme
NPHOPHTET Bpeme 3a 32 OTCTPaHABaHe
Onucanue
Ha npobJem/ peaknus Ha npobJem/
HHIUACHT HHIMIEHT
Bb3nukuanusr
npoOIeM/HHITUACHT hily 110
IIpeM3BUKBA IIPEKBCBAHE Ha 1 (equn) "ac 3 (equH) Yac
Haii-Bucok
paboTara 1o u3IrbJIHEHHE Ha cien cnen
NPHOPHUTET
3HAYUMH 110 BAKHOCT 3dJ[a41 YyBEJOMSBAHETO | YBEJOMSIBAHETO Ha
Ha DaHKara, CBbP3aHH C Ha W3ITBJIHUTEIS U3MBJIHUTES
pENYTAIMOHHUS PUCK
Bb3HuKHAIHST pi(Y) no
MpoOIeM/HHITUIEHT 3 (Tpu) yaca 8 (ocem) yaca
Bucok
NpeIU3BHKBA CITHpaHEe Ha cien ciet
NPHOPHTET
padoTara Ha OmpeeieH: YBEIOMSBAHETO | YBEIOMSBAaHETO Ha
Ou3Hec npouecu B 6ankara Ha U3II'bJIHUTENS H3ITBITHHATEIS
bile
Bb3HUKHATHAT J10
2 (aBa) padoTHH
poGIeM/MHIUICHT 4 (yeTHpH) yaca
Cpenen THH
NpeIH3BUKBA TPYAHOCTH MIPH cnen
NpPHOPHTET cnex
M3IIBIIHEHHUETO Ha ONPEJIEIEHH | YBEIOMABAHETO
YBEIOMSBAHETO Ha
Ou3Hec mpouecy B OaHkara Ha U3MBITHUTES
W3MBITHATES
ao
Bb3HUKHAIHST 1o
1 (exmn)
npoOsIeM/HHIHACHT 20 (anBageceT)
Hucbk paboOTHH THH
4, IIpPeIM3BHKBA Hey100CTBa MPH padOTHH QHH CIIC
NPHOPHTET cien
H3ITBJIHEHUETO Ha ONpeaeICHH YBEIOMSBAHETO Ha
YBEAOMSIBAHETO
Ousnec npouecu B OaHkara H3IBJIHATEITS
HA M3IBIHHTENS




Hugo na Bpeme

NIPHOPHATET Bpeme 3a 3a OTCTpaHABRAHE
Ne Onmucanne
Ha npodaem/ peaKkius Ha npodaem/
HHIIBJEHT HHIHAECHT

ITpogbixaBane Ha

Cutyarnus, pa Kosto Ot3sopaBane o paborara ¢
ABapuiina
5. cucremara He pabots u3suio | 1 yac Ha macro— | exunure Ha BHB
CHTYalHsI
HJIA JaCTHYHO crpagara Ha bBHB | mo orerpansipane

HA NpodieMa

Hugsata na npaopurer Ha Ipo6IeMATe/HHUMICHTHTE ce ONPEXENAT 0T Bh3J0KUTEI,
KaTO CBUIMAT YBCAOMSHBA YPE3 CBOMTE CIY)XHTENM CBOEBPEMEHHO H3ILIHMTENS 38 BCEKH
HHIEICHT B/ IpobrieM, BL3HUKHAT B PAMKHTE Ha CPOKA HA IAPAHIMOHHATA IIOUIPEIKKA.

IpennoxennuTe BpeMeHa ce H3MEPBAT B PAMKHTE Ha pabOTHOTO BPEMe Ha BBH3JI0KHTEIS OT
8:00 gaca g0 18:30 gaca. Cucremara Ha Bopuxa 3a perucrpanus W ypapreHHe Ha WHITHIEHTH €
HanuyHa 3a 6aHKarta B pexxunm 24/7. Tlpu npoGiiemMs ¢ KpUTHYEH M BHCOK IIPHOPHTET H HYX/IA OT
He3a0aBHa peaKius, H3MIBAHHTENAT Ce 3abIDKABA 12 OCHTYDH CICUUATHCT/M M3BBH pabOTHO
BpeMe ¥ HEMPUCHCTBEHH JHY (HOUMBHHE JHH U OQUIHMAIHY NPA3HUIIK).

Bpemeto 3a orcrpansBaHe Ha mpoONCMHTE 3amo4Ba Ja Tede OT MOMEHTA Ha
PETUCTPUPAHETO UM B CHCTeMaTa. [Ipu HeBB3MOXKHOCT 3a perucTpHpaHe Ha pobiieM B CHCTEMATA,
YBEJOMSBAHETO 34 BH3HMKHAIH MHUHMICHTH CTaBa Ha IOCOYEHHTE MO-I0JY KOHTAKTH B

Marpuua"fa 3a €CKanaums.

Marpura 3a eckananms:

Huso Hacousane OTroBopHUK Tenedon Hmeiin
EKUI
I. Call Center
2. Exun paspaboraunu
3 PproBosuTEn OoTACH
’ "UHpopMaHOHEH
yeIyru'"
4. HMupexrop "Ilnarexsn
CHCTEMH )2}
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uHGOPMaIHOHHO
obcnyxBane"

PenbT Ha oTCcTpaHsBaHe Ha TPOOJIEMUTE Ce OIpe/iesis B 3aBUCUMOCT OT TEXHHS IIPHOPUTET.

4. IBUCKBAHUSA KbM YYACTHUIUTE

1. YyacTHUKBT cie/Ba Ja MpeAcTaBH B TeXHUYECKOTO MpeUIoiKeHHe 10 poOHO OIUCaHHe
Ha YCIIyTUTE, CBbP3aHH ¢ (YHKIHMOHAIHOTO pa3BUTHE Ha CHCTEMAaTa ChHIVIACHO TexHuyecka
cnenudukanus — [Ipunoxenue No 1B u uckaneTo 3a JlonbjBade Ha oepTa, ChIBPIKAII0 ClleHATa
uH(popManus:

- Msmonseamara OT ydYacTHHKA METOJAHMKA 3a NpOBeXKJaHe Ha OW3HEC aHammM3a HpH
pa3paboTKka Ha JONBIHEHHUS M M3MEHEHHs (AKTyalH3allld) HA CHCTeMAara Cle/Ba [a BKII0YBa
HACOKHMTE 3a peayn3alus Ha ClieIHUTe 00IacTH Ha JICHCTBHE H ChOTBETHHTE TEXHUKHU:

OH3HEC MIaHupaHe;

H3SICHABAHC HA M3HCKBAHUATA KbM CHCIEMATd W HEHHMSL JeTailIn3upal 00X BAT;
aHaJli3 Ha U3MCKBAHUATA KBM CHCTEMATA;

ujeHTUUIUpane U neGuHupaHe Ha OU3HEC HYK/IUTE;

YIIpaBIeHHE Ha H3UCKBAHUATA U KOMYHHKAIIHS;

OILICHSIBaHE U BAIMIUPAHE HA PEUICHUATA.

- ONMCaHHE HAa BCHUKHM JEHHOCTH 3a (YHKIHOHAJTHO pa3BHTHE, HEOOXOJMMH 3a
U3IIBJIHEHHETO Ha IOpbUKaTa - ChriuacHo Texnuueckara cneuupukanus — [punoxkenue Ne 1B, u
PaMKOBOTO CIIOpPa3yMEHHE U IPOEKTO-I0r0BOpa 32 Pa3BUTHE;

- OpraHu3allMOHHA CTPYKTypa Ha €KHIMa, KOATO MO3BOJSIBA aJeKBATHO YIpaBlIeHHE Ha
BCHUYKH JICHHOCTH, NpeMET Ha IOPHUKATA;

- OTMCAHHME Ha CPEeJICTBATA U HAYMHUTE 3a MOCTHTaHE Ha pe3ysiTaTHTe MO KOHKPETHUTE
IOEWHOCTH, BKIIOYMTENHO U KOHKPETHUTE HHCTPYMEHTH 32 W3MBIIHEHHE HA yCJIyraTa, IPHIOKHMH
CTaHIAPTH ¥ J0OpH NMPAKTHKH;

- U3TIOI3BAHMAT OT YYACTHHUKA ITOJIXO0/ 32 OCUTYPsABAaHE HA KQUECTBOTO MPH H3IThIIHEHHETO
Ha IpeqMeTa Ha MophYKara;

- ONHCaHWe Ha HEOOXOJMMHTE JAEHHOCTH 3a OCHIYpsABaHE Ha Ka4deCcTBOTO [IPH
H3IIBIIHEHUETO HA ITPEIMETA HA MTOpHUKaTa;

- ONHCAHHWE Ha IIpolleca Ha TECTBaHE, BHIOBE TECTOBE, KOMTO C€ IUIaHHpa ga Onaar
H3BBPUIBAHH 34 OCHI'YPsSIBaHE Ha NEHHOCTHTE MO MOPHYKATA;

- ONMCaHHWE Ha CO(TYEPHHUTE CPENCTBA M WHCTPYMEHTH, KOHTO II€ CE€ HW3MI0I3BaT 3a

HYXIHTC HA TCCTBAHETO,
/ -




- ONMCaHHE Ha KpPHUTEPHMTE 3a IpPHEMaHe Ha pPEe3yATATHIC OT H3IBJIHEHHETO Ha
JCHHOCTHTE;

- M3NON3BAHHMAT OT yYaCTHHKA IIOIXOJI 3a yIPaBJICHHE Ha PHCKA, OCHOBHH IIPOIECH 110
YOPaBJIEHHETO Ha PHCKA, M3MOJI3BAHATA METOJHKA 34 OLEHKA Ha PUCKA, CLOTBETCTBANIA HA
IpeAMeTa Ha [IOPhYKaTa,

- WIOEHTH(HUHpaHe HA pPHCKOBCTE, CHOTRETCTBAIY HAa ACHHOCTHTE, npeaMer Ha
HopbwYKaTa. BB3MOXKHN actiekTH Ha OpOsSBACHHE H 001aCTH HA BIHSHHC HA ONHCAHKTE PHCKOBE,
CTCTICH Ha BB3ACHCTBHETO UM BLPXY H3ITBJIHEHHETO HA BCAKA OT JeHHOCTHTE MO TOPLYKATA H

[IPELJIOKECHHE 3a MEPKH 3a YHPABICHUETO KM,

5. 3SAIIUTA HA UHO®OPMALUSTA

Beska ot crpansTe ce 3aAbibkasa Jia a3y B IOBEPHTCIHOCT M Ja HE PA3KpHBa HIH
pasmpocTpaHsBa WHGOpMALKs 3a ApyraTa CTpaHa, CTaHala ¥ HM3BECTHA NPH WK MO MOBOJX
M3MBJIHEHACTO Ha PAMKOBOTO CNIOPasyMEHHE H CKIIIOYEHHTE Bh3 OCHOBA Ha HEro JIOTOROPH
(:.-Koupunenunanna wundopManus™) BKIIOUMTENHO M CIEN MPEKPaTABAHETO HA CBIIHTE,
HEOI'DAHHYEHO BBHB BPEMETO.

Heraiinno onucanne na obxBaTa Ha KOHQHACHUHAIHATA MHOOPMAIMA CE CHABPNKA B

IPOEKTa Ha OOTOBOP.
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