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1. CIIMCBK HA MH3NOJI3BAHUTE TEPMWHH, AECUHNIINN 1"

CHKPAINEHWA
Corpamenne : Onucanune
bLHb benrapcka HapoHa Ganka
OBUC / SAP OcnoBHa 6aHKOBa HH(POPMALMOHHA CHCTEMa




TPEMA / TREMA Cucrema 3a ynipaBieHHE Ha BALyTHATE PE3EPBU

CJILIK/GSSS Cuctema 3a cerbiMeHT Ha JILK
SysHR Cucrema 3a YUP u 3amnarta
EnexTpoHHa cucTeMa 3a HHPOPMALMOHHO 0OCIyXBaHe Ha
NObOP
Oro/pKeTa 1 (PUCKaTHUS pe3epB
RINGS Cuctema 3a OpYTEH CETHIMEHT B PEAIHO BPEME
TpanceBporeiickaTa aBTOMaTU3HpaHa cucTeMa 3a OpyTeH
TARGET 2
CETBJIIMEHT B PEaJIHO BpEME B €BPO.
Wuterpupana cuctema 3a 00CITy>)KBaHE Ha OIEPALIUUTE Ype3
FastWork

SWIFT BNBGBGSF

CucTeMara 3a yrnpaBJieHHE U KOHTPOJI Ha HAJIMYHUTE Napy B
CMS / Kacosa cucremMa

BHB
IPS -Cucrema 3a Hezabasuu ruiamanust BUCEPA 6+
SAA SWITF Alliance Access

2. BbBEJAEHUE
2.1. IPEAMET HA OBHIECTBEHATA IIOPBYKA

ITpeamMer Ha BB3JIaraHe Ha CIEAHUTE AECHHOCTH:

2.1.1. @DOyHKUHOHAJHO Pa3BUTHE

[TpoexTupaneTo, pa3spaboTKaTa i BHEAPSIBAHETO HA M3MEHEHHS 1 JOIBJIHEHHS (HApUYaHH I10-
HaTaTBK aNTEPHATHUBHO ,,aKTyalM3ali¥ Ha CHCTeMaTa” MM ,,(QYHKIMOHAIHO PasBUTHE™) KBM
CHCTEMAaTa, ca HOAPOOHO OMUCaHU B T. 3.1., ChIIIaCHO M3UCKBAHMATA HA BBH3JIOKUTEIIS, I0COYCHH B
HACTOSAIIATA TEXHUYECKa CIIeNU(PUKAIUA.

V3mbHEHHETO Ha JEHHOCTHTE CE€ OCBHUIECTBSBA Upe3 CKIIOUBAHE HA JOTOBOP 10 PamMkoBo
cnopasymenne Ne BHB-86518/1.10.2020 ., B3 0OCHOBA Ha OTIPABCHO IHCMEHO HCKaHE OT
BB3JIOXKHUTENS 32 JONbiaBaHe Ha odepra chriacHo wi. 82, an. 2 u ci. ot 3011 u 3apanusaTa 10

HacTosAnara TCXHHYCCKa cneumlmxaunﬁ.

2.1.2. TapaHumnoHHa NOMAPHLKKA

["apaHIHOHHATA IOAIPEXKA HA BCHYKHA aKTyanu3allii Ha CACTEMATa, PEalM3Upatu 1o T. 3.1.,
ce OCBIIECTBABA IIPU YCJIOBUATA H CPOKOBETE, IIOCOYEHH B HACTOSAINATa TEXHHYECKA
crenupHKaIHs, PAMKOBOTO CIIOPa3yMEHHE U NMPOEKTA HA JOTOBOP 32 (YHKIHOHAIHO PAa3BUTHE
(TITpoext Ne 1), xakTo ¥ chOOpasHO TEXHMICCKOTO MPEATIOKECHHE HA y4JaCTHHKA, u30paH 3a

U3IIBJIHUTEN Ha MOphUKara. C.HEIL H3THYAHE Ha CHOTBETHHS CPOK Ha rapaHlIMOHHATa NOAAPBAKKA

-4-



O6CHy)KBaHCTO Ha CHOTBECTHHUTEC axKTyaJlH3alMM CTaBa 4acT OT a00HAMEHTHOTO O6CJIy>KBaH€ Ha

cucremara mo 4. 1, an. 1, T. 1 ot PamxoBoto criopasymenue.

2.2. HOPMATHUBHA PAMKA

2.2.1. HopmaTuBHa ypea6a, 0THOCHMA KbM JeiiHOCTTA HA CHCTEMATA

2.2.2. HaumoHaana HOPMATHBHA ypenda B 06J1aCTTa HA €IEKTPOHHOTO ynpaBJ/ieHue
3aKOH 3a €JIEeKTPOHHOTO YIIPaBIEHUE;
3aKOH 3a €NIEKTPOHHMSA JOKYMEHT U eIeKTPOHHUTE YIOCTOBEPUTENHH YCIYTH;
3aKOH 3a eJIeKTPOHHATA HCHTH(PUKALIUS;
3aKoH 3a 3aIyTa Ha THIHUTE JaHHH;
3aKoH 3a 3aIKTa Ha Kiacu(uuupanara uudopManus;
3aKOH 3a aAMUHUCTPALIUATA;
3aKoH 3a JOCTHII 10 00miecTBeHa HH(OPMALIHS;

HOII?»&KOHOBI/ITC HOPpMaTHBHHU aKTOBE (HpaBHJ'IHI/IHI/I H Hapezl6n) KbM T'OpCIIOCOYCHUTE 3aKOHU.

Ilpu m3nbiHenueTo Ha OOIIECTBEHATAa IOPBUKA CllelBa Na OBIAT CHOOPA3STBAHM BCHUKH
OTHOCHMH H3UCKBaHHs, IPOU3THYAIIM OT JEHCTBALlUTE HOPMATHBHH aKTOBE, KOHTO TOCTABST
TEXHHYECKH, TEXHOJIOTMYHM W/WIM IPYTH M3MCKBAHMs KbM ACHHOCTHTE, IpeAMET Ha HOPbUKATa,
HE3aBUCHUMO JAJIM Ca U3PHYHO TIOCOUYEHHU.

MsubnnuTenar cnemsa Ja B3eMe IOA BHHMAHWE M HOPMATHBHHTE aKTOBE, KOMTO
MEXXIyBPEMEHHO MOTaT [ BJIsI3aT B CHJIa K MMAT OTHOIUEHHE KBM H3ITBJIHEHHETO Ha IOpPHYKATa.

Ilpu ycraHoBsBaHe Ha MPOTHBOPEYHE MEXAY HACTOAMIATA CHENM(HUKALMS M ACHCTBAIN

HOPMAaTUBCH aKT, IPHOPUTET UMA CBOTBETHUAT aKT.

2.3. OINMMCAHUE HA CHUCTEMATA, IPEJMET HA OBHIECTBEHATA
INOPBHYKA. TEXHUYECKU XAPAKTEPUCTHUKHA

2.3.1.  OcHOBHM XapaKTepUCTHKH
@OyukuuoHanaeH o0xBaT Ha nporpamed rpoaykr ,,CODPU-BHE

» Mopnyn ,,AIMAHECTpPATOp*

v" Hacrpoiika Ha IapaMeTpy ¥ anropUTMH

v' Tlomusprkane Ha HOMEHKIATYPH

v PerucTbp Ha CUHTETHYHH CMETKH (B IPOTPaMEH POLYKT ,COOU-BHB*)
v Banyrna tabnua
v

¢ Paboren xanennap




v' VimpasjeHue Ha OIAlIKaTa OT HE OCYETOBOIECHU JOKYMEHTH

v' JlebpuHupaHe 1 U3ITBIHEHHE Ha TEXHOJIOTHYHH NIPOLEAypH (TakeTHH 0OpaboTKM)
» Mogayit ,,C4eToBOACTBO™

v OG6paboTka Ha JOKYMEHTH (BbBEXKIaHe, KOHTPOJI, PeIaKTUPAHE U OCYETOBOASBAHE)

v' O6GcnyXBaHe Ha JOKYMEHTH OT omnaiukaTa (HabJIroieHHe, OCUETOBOABAHE,
CTOpHUpaHe, I1eJar)

v' PaGora ¢ aHaIUTHYHY CMETKH (OTKpHUBaHe, 00CTy)KBaHe, 3aKpUBaHE, PETHCTHD Ha
OJIOKUpPaHU CYMH U Ap.)

v' OO6ciyKBaHe Ha ,,BETPEIIHU* JETIO3UTH Ha OIODKETHH IIPEANPUATHA (OTKPUBAHE,
3aKpHBaHe, OJINXBSBAHE)

v KiuenTcka KapToTeka

v" OmneparvBHa OTYETHOCT 3a:
+¢ Heyrounenu cymu
¢ Peructpp Ha cymu 3a uakacupase upe3 PUHI'C
¢ llenTpanu3upanu Or0KETHH CPEICTBA

v Bromketau GhopmMu

v Tlomowmnn ¢pyHKIMH (M34YKCIsSBaHEe HA JIUXBA, [IpoBepka Ha IBAN, nmomy4asane Ha
BalyTeH Kypc oT SAP, monyuyaBane Ha nHpOpMaIKs 3a ciecuMer 0T SAP, peructbp Ha
HeYaTHUTE CIPaBKY B porpamHus npoaykT ,,COOM-BHB*, nocten 1o qoKyMeHTanUATa Ha
cucTemMaTa)

v' TleyaTH¥ ¥ €KPaHHU CIIPABKH.
» Monyn ,,KacoBu crenxu:
v' Hacrpoiika Ha MOJyJIa
v’ Peructpupane u 06paboTKa Ha KaCOBH CIEIKH B JIEBA
v T'eHepupaHe U OCYCTOBOSIBAHE Ha JOKYMEHTH IIO KACOBH CAEIIKH
v' CrpaBku
» Monyn ,, Takcu 1 KOMUCHOHHH':
v' JlebpunupaHe Ha TAKCH H KOMUCHOHHH
v' T'eHepupaHe Ha CUCTOBOIHH OIEPALH
» Monayn ,.Bepuduxanns Ha JOKyMEHTH
v' Hacrpoiika Ha MOy na
v'  Bepuduxkanus Ha JOKyMEHTH
» Mogayn ,,EnunnaaTa cMeTka:

v'  BesBexaane, peakTapane, BepruQuKanys Ha 3asBKH 32 IUIalIaHe OT eJUHHAaTa
cmerka Ha MP:

v' Vnpapnenue Ha quMuTHTE 3a pasxoau Ha [TPBK
v' Perucrbp Ha OIODKETHUTE Pa3IOPEAUTENN

v' Peructsp Ha [TbpBOCTENEHHN CHCTEMH 3a Pa3NOpexkIane ¢ OIOKETHH CPEACTBA

P



v' IleyaTHU ¥ eKPaHHH CIIPABKH
» Moayn ,,BanyTau crenxku’;
V' Peructpauus n 06paboTKa Ha BXOSIIM BATYTHH HHCTPYKLUHA

v TlonnppiaHe Ha PETUCTHP, ChABLPKAII NIOAPoGHA HHOpMALHUS 32 JIOTOBOPEHHTE
BanyTHH onepauuu /SP-T, F-RWARD/

4 Honm;pn(aHe Ha mapamMeTpu 4 alrOPUTMHU

4 ABTOMaTHYHO I'CHCPpUPpAHE Ha CYETOBOJIHU OaJIaHCOBM U Saﬂ6aﬂaHCOBI/I OIICpaIlyH 110
CACJIKaTa Ha Jarara Ha CKJIIOUYBaHE 1 Ha JiaTa Ha BaJIboOpa

v" IleyaTHH ¥ eKpaHHU CIIPABKH
» Moayn ,,Enextporno Garkupane®:
v Oropusanys Ha NOTpeOUTETH
v' TlomnbprkaHe Ha IapaMeTpH 1 HOMEHKJIaTypH
v' BBBexAaHe M OTOPU3ALHA HA JOKYMEHTH

v’ Tlpenocraesie Ha MEGOPMAIIAS 32 CTATYCA M CYETOBOHHTE 3aIIMCBAHMS [0 CMETKH
(BBB opmar 3a meyat u Gopmar 3a eneKTpoHHa 06paboTKa)

» Moayn ,,PexoHcunanus’:
V' TlojaspixaHe HA APaMETPH ¥ HOMEHKIIATYPH
v' PexoHcHianus Ha cania, 0G0POTH U ABIIKEHHS HA CMETKH
v" CopaBku

»  Mogayi 3a neduHEpaHe Ha IOTPECUTEIHTE U TEXHUTE IIpaBa 3a JOCTHII 10 (PYHKIUH U
JAHHU

» Monyn 3a HaGmoneHUe (MOHUTOPHHT) Ha IPOLECHTE B IPOrPaMEH OPOAYKT
,»CODU-BHE:

v' TloanbpxaHe HA TAPAMETPU ¥ HOMEHKIIATYPH
v' Halmo/ieHre 1 B3MMaHe Ha PeleHHe Ha/3a Bh3HAKHAIM CHONTHS

V' VYBefoMsBaHe Ha OTOPU3UPAHH TIOTPEGUTENN 32 BE3HUKHAIIO CHOUTHE (upe3 e-mail,
SMS)

»  Moxyn 3a ynpaBieHHE Ha TAMUTH Ha PA3HOPEIATENN C GIOIKETHI KPEIUTH IIPU
MunucrepcTBOTO Ha hUHAHCHTE.

» Tloambpixane Ha Moayn ,,Payment Gate Manager®, uznonszsamy ce 3a 0OMeH Ha
urpopmanus mexay BHB u cuctemure va ,,Bopuka-bankceppus® AJl:

1. MrcTanammus Ha cucremara.
2. IIpunarane Ha HOBH BEpPCHH Ha CHCTEMATA.
3. OxasBaHe Ha KOHCYJITAHTCKA IIOMOLI [IPH AIMUHECTPUPAHETO HA CHCTEMATA.

4. Oxa3sBaHe Ha TexHHYECKa NOMOII Ha aaMHUHKCTparopute B BHB, mpu BL3uMKHATH

IPEIIKH, MHIMACHTH H/HIH TPpoOIeMH, KaKTO OTJAaIeYeH0, TaKa i Ha MSCTO - B crpagara Ha bHb.

> OG6men Ha HHGOPMALMS C APYTH CUCTEMH U MOLYJIH: /




a) O6men u 06paboTka Ha ¢aitiose

v' BUCEPA

v BOPUKA

v" CEBPA

v' FastWork/SAA
v'  TREMA

v' SAP-BCA

v' SAP-FI

v SysHR

v' TARGET 2

v' HNOBOP

6) O6men na undopmanus B online pexxum upe3 DB link

v' CMS

v CEBPA
v" RINGS
v' GSSS

B) WebServices 3a oomen Ha unpopmarus cec SAP BCA

v" TlonyuaBane Ha sanyteH kype ( IF 9)
v Tlonyuasane Ha cnecuMel (IF 8)

v C‘IeTOBOI[HI/I 3anucBaHusdg, MHUITUUPAHU B IIporpaMex IIPOAYKT
,CO®U-BHB (IF12ab);

v" CueroBoauu oneparuu, uauipmpany B SAP-BCA (IF 12¢)
v" Forward Payment orders to SAP BCA (IF 31)

r) ®yukuuy 3a HabmoaeHne padorara Ha Web ycmyrure.

» OyHKIMOHAIHOCT IPH Bb3HUKBAaHE HA aBapUIHU CUTYalliH, CBHP3aHHU C OTIaJaHe Ha

KOMyHHUKanuaTa ¢ nporpamer npoaykt ,,COON-BHb® ¢ B3anmopeiicTBanmre CHCTEMU.

> (D}’HKHI/IOHaJ'IHOCT [IpU TOArOTOBKA M M3BBPIIBAHE HA I'OAUITHO HPUKIKOYBAHE B

nporpameH nipoaykt ,,COPH-BHB.

»  DyHKIMOHAIHOCT 3a paboTaTa Ha OIEepaTOPHUTE IIPU U3BBPIIBAHE HA €XKEAHEBHH
[aKeTHH OIEpallii B CHCTEMAaTa, KaKTO ¥ IIOATOTOBKA Ha CHCTEMATa 3a Havallo U Kpai Ha

CYETOBOJACH JCH.

» ®yskumoHasen o0xBaT Ha MOAYJ ,,VIHTepHeT GaHKMpaHe Ha 6I0/UKETHHTE

NpEANpPUATHS* KbM IporpaMeH npoaykt ,,CO®U-bHB™:

- Anmunuctpupane B BHb



v' YipasiieHue Ha KJIMEHTH ¥ TEXHATE CMETKH U ITOTPEOHTEIH;
v Jlexnapauumu;

v’ Ilpersen Ha yBeJOMUTEIHUTE IACMA 33 TUMHUTH HA KITHCHTH,
v CripaBky;

v" Cpo0LIeHyst 10 KIMEHTUTE HA CHCTEMAaTa

v' duitpupaHe U IPErNie Ha IIATeXHY JOKYMEHTH,

v’ Ilpernexnane, KOHTPOIUpPaHe U HOAIKCBAHE OT cIyxuten Ha BHB Ha
CIICCUMEH, Ch3Ia/IEH OT KIIMEHT, aHAJIOT Ha XapTHEHHs CIIECUMEH OaHKaTa.
CnpaBka 3a CHIECUMEHHTE 110 KIIUEHTH;

v’ HabmioZieHue Ha aKTHBHOCTTA Ha IOTPEOUTENHTE U CIIPABKH B JKYpHANA HA
cucTeMara;

v JlefHOCTH, CBBP3aHH ¢ Pa3pelIaBaHeTo | 3a0paHIBaHEeTO Ha JOCTHOA 10
MOJyJ1a ¥ U3IIPalaHeTo Ha IPEBOIH KbM OaHKaTa;

v HacTpoiiku 110 HpeXBBLPIIsSHE Ha JaHHH B apXHBHA CXeMa,
v’ Vupasienve Ha IOTpeOHTENH
% cnyxurenu Ha BHB, kopexkuyu u npernen;

9,

% Certification Authority (CA) — Vnpasnenune Ha V1ocToBepsBaIiy oprasu,
C YMHUTO cepTU(HHUKATH pabOTH IPUIIOIKEHUETO;

v IHonmppixane Ha HOMEHKIATY PH
v PBKoBOACTBO HO MOTpebUTEHTE.
- banxupane 3a kmueHTH

v BT)BG)KL[&HG, KOHTPOJI, Ch3aBaHe Ha mabJIoHu U IIOATIHCBAHE Ha BIOI[)K@THO
TTIaTEXHO HAPEKAAHE U HpeBOlIHO HapeXJaHe 3a IUIalllaHe KbM 610]1)1(6"[‘&;

Hexnapauuu;

BrRexxnane Ha TOKyMeHTH OT (aii,

Penaxrupane, nperies, noamucBane 1 U3MpaINaHe Ha IUIATEKHM TOKYMEHTH;
Crnpagskwu;

VYrpasneHrne Ha KOHTPareHTH,

Cp3gaBane, pelakTUpaHe ¥ NOANKMCBAaHE HA CIIECHMEHHY;

YnpasiieHue Ha TOTpeOuTeNH;

A NN N N N N NN

P'I)KOBO,Z{CTBO Ha HOTp€6I/ITCJII/IT€.

e ApxuBupaHe Ha JJaHHH OT 6a3aTa Ha mporpamen npoaykt ,,COPH-BHB,
2.3.2.  [octhn 10 undopmanus
Hoctener 1o COOU-GHB B Brirapekara HapoaHa GaHKa e OpraHM3HpaH NPH CIa3BaHe Ha

IIpueTaTa KOHIIENIIA 3a IPCAOCTaBsIHE HA NIpaBa 3a pa60Ta ChC cHCTEeMAaTa OT COOCTBEHHKA M.




2.3.3. Buagose cnpaBKH 32 BHTPEIIHH OTPeOHTETH
CO®U-BHb mnpenmocras Ha nortpebutenute B bHD pasnuyHuM BHIOBE ONEpaTUBHU U

AQHAJIMTHYHHU CIIPAaBKH, KaKTO U JIOTOBE 3a IIPOCIIC/sIBAaHC Ha pa60TaTa OT aIMHUHHUCTPATOPUTE.

2.3.4. Buaose norpeduTEIH
CnyxuTtemd OT Jaupeknus .l aBHO cueToBOACTBO®, CilyXureind OT IUPEKIHs
,,JIHGOPMAIIMOHHH CUCTEMH *, KOUTO Y4acTBaT B aIMUHUCTPHpaHeTo Ha cucteMaTa. Ciry)KUTENM Ha

MHHHUCTEPCTBOTO Ha (PUHAHCUTE.

2.3.5. XapayepHa u codryepHa miardopma. |
Xapnayepna rardopma: Cepesp IBM P-WERS
CodryepHna matpopma: AIX 7.1

2.3.6. PezepBupane Ha peanHaTa cpeia
Basara ot gagam Ha CO®U e uncTanupana BepXy JBa ChpBHpa, Primary u Stanby B Oracle
Data Guard. ExxenmHeBHO, Ipeid W Cliel DpUKIIOYBAHE HA CYETOBOJHMS JIEH, CE€ H3BBHPIIBA
apxXUBUpaHE Ha NaHHWUTe. BCHUKM MaHHH OT IPOJYKTHBHATA cpela ce pemukupar B Standby

cperara Ha cucreMarta.

2.3.7. MpexoBa ¢cBbP3aHOCT
Cucremara u3oli3Ba BbTpeIIHaTa JJoKkaiHa Mpeska Ha bHb.

2.3.8. JIMCKOBO NPOCTPAHCTBO

Bazara f[aHHM M3M0I3Ba IUMCKOBO IIPOCTPAHCTBO BBpXy SAN 0OasupaHa cucTeMa 3a
ChbXpaHeHue Ha nHopManus.
2.3.9. M3non3Bany MIATHOPMH H TEXHOIOTHH

W3nomseanu ca Oracle F-rms and Reports, OAS, java.

3. UBUCKBAHUS KbM M3ITHJIHEHUE HA ITIOPBUYKATA

3.1. OIUCAHUE HA JENHOCTHUTE, BKJIOUEHMH B OBLIECTBEHATA
MOPBHYKA 3A ®YHKIHNOHAJIHO PAZBUTHE

BB BpB3Ka ¢ npoekT ununuupan ot MO, BHB u BOPUKA 3a o6cnysxBane Ha 010/0KETHH

mnamanns KeM SEPA cTaHmapT ce IIPOMEHST W3MCKBAHMATA 3a CTPyKTypara, ¢opmara u

CHIB)KAHHMETO Ha ILIATEXHUTE TOKYMEHTH 3a LieIuTe Ha H3Tb4YBaHe Ha IPEBO/M OT/KBM CMETKH Ha

6romxeTrn opranusaiuy B XML dopmar cernacuo ISO 20022.
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Heobxomumute npomenu B Moy Minteprer bankupane na Bromkernute Oprannzamuu Ha

COO®U-BHB, me BkiIrOYBaT IpOMsiHA Ha (OpMaTa Ha OIOPKETHUTE ILTAINAHMS.

B Ta3u Bpp3Kka € He06X0AUMO 1a Gbjie U3BBPIIEHO CIIETHOTO:

3.1.1. IlpoMern B expanHuTe (GOPMH 32 OIOUKETHO IUIATEKHO HCKAHE, CHIIACHO
cnenudukanusata ot [NPUIJIOXKEHUE 1 - e- 6aHkupaHe BHOOXeEmMHO riamexHo
uckaHe.docx;

3.1.2. llpoMenn B ekpaHHHTE (GOPMH Ha IUIATEXKHO HApEKIAHE 3a IUIAIAHE OT/KBM
OromKera, cbrmacHo cnemuukaumsta ot I[IPWJIOXKEHUME 2 - e-GaHkupade
lnamesxHo HapexdaHe kbM Brodxem.docx;

3.1.3. MMnuieMenTanus:

o  VYwuactue B UAT rtectoBe;

o Habmonenwe wm chueiicTBHe cien  crapTMpaHe — Ha
EKCIUIOATAIUSTA Ha IIPHIIOKHHS coTyep B pamkuTe Ha 101HM.

3.1.4. TexHONOrMYHA MOMAPHIKKA.

3.2. MSICTO HA M3IIBJIHEHUE HA OBIIECTBEHATA MMOPBYKA
Yenyrure, CBbpP3aHH € HACTOSIIATa IOPBYKA, INE Ce H3BBPIIBAT B CrpajaTa Ha

BB3JIOKUTEIIA, HaXos1Ima ce Ha mnomman ,,Kua3 Anexcanasp [“ Ne 1, rp. Codust.

3.3. CPOKOBE
Cpox®sT 3a peanusanys Ha GYHKIMOHAIHOCTTA € 10 | (€M) Mecell, CIUTAHO OT JaTaTa Ha
IO/IIMCBAHE HA JOroBopa. M3IBIHATENAT ce 3aibiKaBa Ja OCHIIECTBH AKTyalM3alldUTe Ha

Cuctemarta 110 HaCTOSINATA TEXHUYECKA coenugpuka, 3a He 1oseve ot 528 yosekoyaca.

3.4. IPUEMAHE HA M3IBJIHEHUETO HA JNEMHOCTHUTE HHO
OYHKIMOHAJIHO PA3BUTUE
Ilpuemarero Ha uW3NBAHEHWETO HA JCHHOCTHTE 3a (GYHKIHOHANHO pPasBATHE OT
TeXHUYECKaTa CelU(HUKALNs, Ce OCHIIECTBABA UPe3 IOAIUCBAHETO Ha IBYCTPAHEH IPeAaBaTe/HO-
IIPUEMATEIICH TIPOTOKOIL.
lIpreManeTo Ha M3MBIHEHHETO HA IEHHOCTUTE MO (yHKIHOHAIHO pa3BuTHE € MOoaPOOHO

OMMCaHO B IIPOEKTa Ha JOTOBOpP 3a TIPOCKTHPAHE, pa3pa60TKa H BHEIPIBAHE HA HU3IIBJIHCHUSA H

JonbiaHeHus (mpoexr 1).

; g
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3.5. JUIEH3U U ABTOPCKHU IIPABA
ABTOpCKWUTE MpaBa BBPXY BCAKAa NONBIHHTENHA (YHKIMOHAIHOCT paspaboTeHa OT
M3OBIHNUTENS 110 TO3M JIOTOBOP MPHHAMLIEKAT HU3KIIFOUUTENTHO HA M3IBIHUTENS, KAaTO BCHYKO
u3pabOTEHO B IpOIeca Ha M3IIBIHEHNUE Ha OTOBOPa € COOCTBEHOCT HA BB3JIOKUTENS], CYUTAHO OT

JaTara Ha HEroBOTO Ch3JaBaHC.

3.6. MNPOUEAYPA 3A OTCTPAHABAHE HA IHPOBJEM/MHIMAAEHT
(MJAEHTUOUKALUSL — PETUCTPALIMSA — PEAKIUA) IIPU FTAPAHIITMOHHATA
NMOAJAPDHIKKA HA UBMEHEHUSITA U JOITBJIHEHUATA

3.6.1. Wpenrnduxanns

Wpentudukanusra Ha mpodieMu (MHIUAEHTH) C€ U3BBPIIBA OT CIIY)KUTEIUTE Ha JTUPEKIUA
JJMudpopmaruonnu cuctemu®. CHOTBETHHAT CIyXKHTe] PErHCTpupa Tpobiema (MHUMICHTA) B
cucremarta Service Desk na BHB 1 mpu Heo6X0qMMOCT YBEAOMSIBA H3IIBITHUTENS 110 TeNehOH U/ UK
e-mail, kato m3mpama THHoBa (opma 3a ommcaHue Ha mHpoOiema (MHOMACHTA). 3asBKU 3a
aBGoHAMEHTHO 00CTy)KBaHe ce mpHeMar 24 yaca B ICHOHOLIUETO, CEJIEM IHH B ceamunata (7x24).

3.6.2. Perucrpaumus
Peructpanusita Ha pobieMy (MHIMAEHTH) BKIIOYBA YBEAOMsBaHC M H3MpaIlaHE Ha
MHHHMYM CJIEAHATE 3aIBDKHTEIHH aTpuOy TH:
Omnucanue Ha npobiiema (MHIMICHTA);
CrerneH Ha BIUSHHUE,
[Ipuopurer 3a paspeluaBase,
JlaTa v yac Ha Bb3HUKBAHE;
Jlata 1 yac Ha perucrpanusi,
ViMe Ha CIIy >KHTeN WIK CUCTEMA, UACHTUGUIMpAlId MHIHICHTA,
Cpbp3aH JiM € ¢ IPYTH UHIUAEHTH.
3.6.3. Peaxkuus

VI3[rbJIHUTETAT pearupa ¥ OTCTpaHsBa HPOBIeMUTE ¥ HHIMACHTHTE B CPOKOBETE 110 T. 3.8.2.
OT HACTOALIATA TEXHUYECKA CIICIA(PUKAIIMI.

Wsmsaautenst uHopMupa ciayxwurens Ha BHB, wm3pbpmn maeHTHuxanusta Ha
poGreMa (MHIMAEHT), 32 (aKTHYeCKH U3BbpIIeHaTa paboTa B IBPBUS PabOTEH JICH CIIEA Kpas Ha
CHOTBETHHS CPOK 110 T. 3.8.2. OT HACTOSIIHAS HOKYMEHT, Ype3 IPOTOKOJ 3a H3BBpLICHa padoTa.

OTCTpaHABAaHETO HA WHIMICHTH B CUCTEMATA, CBbP3aHHU ChC CUI'YPHOCTTA, C€ W3BBPLIBA B
CHOTBETCTBHE C IPOLEAypaTa 3a NEHCTBHS NPH HHIMACHTH, CBBP3aHH CBC CHIyPHOCTTa Ha

unpopmaruoHHuTe cuctemu B bHb.
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3.7. TAPAHIOIMOHHA HNOJAPBHIKKA:

3.7.1. IloxpoGHo onmcanue HA yCAYTHTE N0 rAPAHUMONHA TOJAPHKKA

V30panusT 3a H3IIBIHATEN CJIeIBA 1a OCUTYpH Oe3IIaTHA FapaHIHOHHA MOJJPEIKKA 32 CPOK
oT 1 (enHa) rojuma 3a BCHYKM HPHETH aKTyalM3alMd Ha MH(DOPMALMOHHATA CHCTEMA OT
HacTosIaTa TeXHu4Yecka crenupuxanus. CpoKbT Ha rapaHIMOHHA MOAAPHKKA Ha BCSKA npuera
aKTyanusanus 3amoysa Ja Tedye OT JaraTa Ha IPHMEMAaHeTO M, yJOCTOBEpeHAa ¢ MOANHCBaHE Ha
CHOTBETHUS IBYCTPAHEH IIPeIaBaTETHO-IIPHEMATENIEH [IPOTOKOJI.

B pamkuTe Ha rapaHIMOHHATA NOLIPHKKA, M3IBIHATEIAT ClleaBa 14 OTCTpaHsBA BCHUKH
MHIUICHTA /WK IPOOIEeMH, Bb3HUKHAINA BbB BPB3Ka C WIIH MO TIOBOJ U3BBPIIEHUTE OT HETO
aKTyalm3alud. B rapaHnuoHHaTa MOJAPHKKA HE Cce BKIIOYBA J0OAaBIHETO HA HOBA
GyHKIHOHATHOCT. 3aIbIDKEHUATA HA H3IIBIHATENS IO rapaHiMOHHATa TMOJAPHKKA OCTABAT
BaJI/IHU 10 U3THYAHE HA CHOTBETHATE IApaHIMOHHA CPOKOBE 3a U3BBPLICHUTE aKTyaJM3allid Ha
cucTeMara ¥ Ipu MpeKpaTsIBaHe Ha JOTOBOpa.

["apanuuonnara moanphiKka ce H3BbpLIBA 24 yaca B JEHOHOIUETO, CEEM THHU B ceaMHuIaTa
(7x24) no 3apppIIBaHe Ha paboTaTa IpH IPOGIEM/MHIHAEHT ¢ HAH-BHCOK IIPUOPUTET, OCBEH B

Clly4auTe Ha aBapHiiHa CHTyaIlMs.

3.7.2. Bpeme 3a peakuus i BpeMe 3a OTCTPaHsABAaHE HA NPOGIeMI/HHIMACHTH

Hugno na Bpeme
| npuopwureT S Bpeme 3a 33 OTCTPaAHABAHE
Ne : Onucaune
“Ha 1podiem/ : peakuus Ha npodiem/
HHIHAEHT HHUMIEHT
Boauuknaausar
poOaeM/HHIUAEHT bi(s) 110
. NIPEeIN3BUKBA IPEKbCBAHE HA 1 (exun) yac 3 (eaun) 4ac
Haii-Bucox
1. paboTara 0 H3II'bIHEHHE HA cien cien
HNPHOPHTET
3HAYMMH 110 BXKHOCT 330241 YBEIOMSABAHETO | YBEIOMSBAHETO HA
Ha OaHKaTa, CBbP3aHH C Ha U3IBJIHATENSA UBITBIIHUTEIIS
peny TauOHHHS PUCK
Be3uukHamMsST
Bucox bi(s) hi(e)
2. IpoOaemM/MHIUAEHT
NPHOPUTET 3 (Tpu) uaca 8 (ocem) yaca
IPENU3BUKBA CIIMpPaHE Ha
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Hugo Ha Bpeme
NpHOpHTET Bpeme 3a 32 OTCTPAHSBAHE
Ne Onucanne
Ha npodyem/ peaknust Ha npoobJem/
HHIAAEHT HHIMIEHT
paboTaTa Ha OIpeEICHU cien cnen
OusHec TpolecH B OaHKaTa YBEIOMSIBAHETO | YBENOMSBAHETO HA
Ha H3IBIHUTEIS H3MBIHATEIIS
JI0
Bob3uukHanuar JI0
2 (nBa) paboTHH
npoOaeM/MHIUACHT 4 (ueTupu) yaca
Cpenen JTHH
3. [IpEAU3BUKBA TPYJHOCTH [IPH cien
pHOpPHUTET cien
M3IIBIHEHUETO Ha ONPENCIICHH | YBEAOMSBAHETO
YBEIOMSIBAHETO HA
OusHec nporecy B OaHKaTa Ha M3BJIHUTEIS
H3ITBIIHUTENS
bi (4]
Bob3HuKHANAAT 10
1 (eqmn)
npobeM/MHIUAEHT 20 (anBajgeceT)
Hucebk padoTHH JHHU
4. Ipeu3BUKBA HEY10OCTBA IPU padoTHU AHMU ClIE]
NPUOPUTET crnen
H3IIBIHEHUETO HA OIpeelIeH: YBEAOMSBAHETO HA
YBEJAOMSBAHETO
Ou3HEC MpoInec B OaHkaTa HU3BJIHATEIS
Ha U3IIBIHUTENS
IIponsmxaBane Ha
Curyauus, IIpa KOsATO Ot30BaBane a0 pabotata ¢
ABapuiiHa
5. cucreMara He pabotu m3nwio | 1 4ac Ha mscro — | exunure Ha BHb
cUTyalnus
UJTH 9aCTUYHO crpagata Ha BHB | mo orcrpansiBane
Ha npodJjemMa

Hunara na HNPUHOPUTET HA IlpOﬁJIeMl/lTe/l/lHHl/l}IeHTlflTe ce ofpeaeadarT 0T Bb3JIOXKHTEI,

KaTo CHINUAT YBECAOMABA YPE3 CBOUTE CIIYXKUTCIIH CBOCBPECMECHHO U3IIBIHUTEIS 3a BCCKHA HHOWIACHT

w/unm HpOGHeM, BH3HUKHAJ B PAMKHUTE Ha CPOKa Ha rapaHiOHHaTa IoAJPbIKKa.

HPGJ:UIOX(CHI/ITe BpeMena c¢ U3MEpBaTt B PAMKHUTC Ha pa6OTHOT0 BpEME HA BB3JIOKUTENA oT
8:00 uaca mo 18:30 uaca. Cuctemara Ha boprka 3a perucTpanusi ¥ yIpaBJIeHAE Ha MHIMICHTH €
HajMyHa 3a 6ankara B pexuM 24/7. Ilpu npobiemMu ¢ KPUTHYCH X BUCOK MPUOPHUTET U HYXKJa OT

He3zabaBHa peaknui, H3NBJIHUTEIAT CC 3aJbJDKaBa Ja OCHI'YpU CH@HI/IEU'II/ICT/ W U3BBH pa60THO BpeEME

U HECIIPUCBCTBCHU JTHHU (HO‘{HBHI/I JHU U O(I)I/ILII/ISJIHI/I npasﬂmm).
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BpeMeTo 3a OTCTpaHsBaHE Ha HpOGJ’IeMI/ITG 3alo4Ba 1a Te4e OT MOMEHTA Ha PETUCTPHUPAHETO
M B CUCTEMarTa. HpH HEBB3MOXKHOCT 3a PECHCTPHPAHE Ha HpO6H€M B cucremMara, yBeJOMSIBAaHETO

34 Bb3HUKHAIN MHIOHJACHTH CTaBa HA IOCOUEHUTE ITIO-10J1Y KOHTAKTH B ManI/IHaTa 34 €CKajanus.

Marpuna 3a eckanauus:

Hugo Hacousane OTroBopHuK Tenedon Nwmeiin
eKuI
1. Call Center
2. Exun paspaborunnm
3 PrxoBoauTen otaen
"Nudopmanmonuu
yceayru'
4. Hupexrop "Ilnarexuu
CUCTEMHU "
HH(pOPMaIHOHHO
obcnyxsane"

P CIBT Ha OTCTPaHsIBaHE Ha HpO6J’IeMHTC CC OIIpeaecyis B 3aBUCUMOCT OT TEXHUSA IIPpHOPHUTET.

4. UBNCKBAHHMSA KbM YYACTHUIIUTE

1. YuacTHuKBT cenBa a npesctasn B TeXHIUECKOTO IpeoKeHHe NOAPOOHO omHcaHue
Ha YCIyruTe, CBBP3aHM ¢ ()YHKIMOHAIHOTO DPA3BUTHE HA CHCTEMATa ChINAcHO TeXHHYecKa
cuennduxanus — [punoskenne Ne 2 ¥ MCKaHETO 3a MOIBIBAHE Ha odepra, ChABPKALIO CIeTHATA
uH(popManus:

- M3snonspanara oT y4acTHHKA METOIMEA 32 IPOBEIKIAHE HA GH3HEC aHAIIHM3A npH pa3paboTka
Ha JONBJIHEHMS U M3MEHEHMs (aKTyaJlH3allHH) HA CHCTEMATa CJIeaBa 1a BKIIOUBA HACOKUTE 34
pcanusanys Ha clIeqHUTE 00IaCTH Ha NeHCTBAE U ChOTBETHUTE TEXHUKH:
OM3HEC IUIAaHHpPaHE;
M3fCHABAHEC HA H3UCKBAHMATA KbM CUCTEMATE U HEHHUS eTallM3upan 0OXBar;
aHaJI3 Ha U3UCKBAHUATA KbM CHCTEMATA,
HIeHTH(UIMpane 1 nehUHIpaHe Ha OU3HEC HYXIHUTE,
YIIPaBJICHUE Ha U3UCKBAHHUATA U KOMYHHKALILS;
OIICHABAHE U BAMIUPAHE HAa PELICHUSATA.

- ONHCaHWEe Ha  BCHYKHM JEHHOCTH 3a (QYHKUHMOHAIHO pasBHUTHE, HEOOXOMAMH 3a

W3IbJIHECHUETO HA NMOPBYKATa - CHhIIACHO Texnmueckara CHeHH(bI/IKaHI/IH - HpHJ’IO)KCHI/IG Ne 2 H

PaMKOBGTO CIIOpasyMeHHE I IPOEKTO-JIOTOBOPA 32 PA3BUTHE,
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- OpraHM3al[MOHHA CTPYKTypa Ha €KHIIa, KOATO II03BOJISABA aeKBAaTHO YNpaBICHHE Ha
BCUYKH JeHHOCTH, IpeMET Ha NOPHYKATa;

- OIMCAHME HA CPEICTBATA M HAYMHHUTE 3a IIOCTHIaHe Ha PE3yJITATHTe 10 KOHKPETHUTE
JIeWHOCTH, BKJIIOYMTENHO M KOHKPETHUTE HHCTPYMEHTH 32 U3NBIHEHHE HA yCilyrara, IPUIoKUMH
CTaHJApTU U 100pH MPAKTHUKH,

- M3MION3BAHMAT OT YYACTHHKA HOAXOJ 332 OCUTYPSBaHE Ha Ka4eCTBOTO IPH M3IIBIHEHUETO
Ha IpeaMeTa Ha IOphUKara;

- onHpcaHue Ha He0OXOIUMHUTE JAEHHOCTH 33 OCUTYPSBAHE HA KAYECTBOTO IIPH U3IIBJIHEHUCTO
Ha IpeMeTa Ha IopbhUKaTa,

- omWcaHHe Ha Npolleca HAa TECTBAHE, BUJOBE TECTOBE, KOMTO Ce IUIAHHpa Na Obaar
U3BLPINBAHU 33 OCUT'YPsBaHE Ha JEHHOCTUTE IO NOPHYKATa;

- onucaHye Ha COPTYEPHUTE CPEACTBA U HHCTPYMEHTH, KOMTO LIE CC M3MOJI3BAT 32 HYKAUTE
Ha TeCTBAHETO;

- OIFCaHHe HA KPUTEPUUTE 3a IIpHeMaHe Ha pe3yNTaTHTe OT U3IIBIHEHUETO Ha IeHHOCTHUTE;

- VRMOM3BAHHMAT OT yYAaCTHHMKA MOAXON 32 YIPaBJIEHHE HA PUCKA, OCHOBHHU IIPOLECH IO
YOpaBIEHHETO HA PUCKA, H3IOI3BaHATA METOJIMKA 33 OLEHKA Ha PUCKa, CHOTBETCTBAIA HA
IpeMeTa Ha IIOPbhYKaTa;

- naeHTH(UIApaHEe HA PHCKOBETE, CHOTBETCTBAIM Ha JEHHOCTUTE, IIPEAMET Ha MOPBUKATA.
BB3MOXHH acleKTH Ha MpOosBjcHHEe W 00JAacTH Ha BIMAHME Ha ONHMCAHUTE PHCKOBE, CTECHEH HA
BB3ICHCTBHETO UM BBPXY H3IIBIHEHUETO Ha BCSKA OT JAEHHOCTHTE 10 MOPHYKATa U NPEIUIOKEHHE

32 MEPKH 32 YIPABJICHUETO UM.

5. BAIIIUTA HA UTHOOPMALUATA

Bcska OT cTpaHuTe ce 3aib/DKaBa Ja Nasd B IOBEPUTENHOCT M Ja HE PasKpuBa WM
pasmpocTpansBa MH(OpMalHs 3a Jpyrara CTpaHa, CTaHala M H3BeCTHA NPM MM 10 IOBOX
M3MBIHEHAETO HA PAaMKOBOTO CIIOpa3yMEHHE M CKIIOYEHWTE Bb3 OCHOBA Ha HETO JIOrOBOPU
(. Konbunenumansa wnHGOpMAHA™) BKIIOYATEIHO ¥ ClIeJ NPEKPAaTABAHETO HA CHIIATS,
HEOIPAHUYCHO BBB BPEMETO.

JleraitnHo ommcanue Ha o0xBaTa Ha KOH(HIEHIMaNHAaTa HHGOPMALMS Ce CBhIBPXKA B

[IPOEKTa Ha JOTOBODP.
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