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H3NCKBAHWA, OBXBAT U YCJIOBHUA 3A ABOHAMEHTHO OBCJIY)KBAHE HA
HH®OPMALIMOHHATA CHCTEMA ,,JUIEHTPAJIEH KPEJUTEH PETHCTDBP”

(npunokenue 3a 3apexkaaHe Ha JaHHH)”

1. OcHoBHH geliHOCT, BIUIIOYEHH B 06XBATA HA YCIyraTa ,,AGoHaMeHTHO o0cryxBaHe Ha

HHGpOPMALHOHHATA CHCTEMA”,
Ycnyrara BKouBa:

- CKCIIEpTH2 IIOMOLI 33 OTCTpaHsABaHE Ha HpOﬁJIeMH OT TEXHOJOTHMHO-CKCIUIOATALOHEH

XapakTep, pe3yiTar OT BBHIIHH BB3JCHCTBHA H MpeYeld HA HOPMAIHOTO
byHKUHOHMpaHe Ha IPOAYKTA,

- OTCTpaHsBaHe Ha “CKpHTH JedeKTH M rpelliki B IIPOYKTa;

- eXeMeceuHa NpPOGHIAKTHKE, CHCTOMNA ce B HaGMoNeHHe U eBeHTYANHH AeHCTBHA 33

KOpEKIHA Ha IapaMETpUTe Ha Oasata NaHFM M Ha CHCTeMata KaTo 1Aano, ¢ nen

NpenoTBpariBane Ha ObACLIM MpobieMH;
- HacTpoiika ¥ KOHTPON Ha eeKTHBHOCTTA Ha pa(oTa Ha MPOAyKTa;

- @HalH3 W OTCTPaHABAHE HA BB3HUKHAMH NpoGneMu ¢ M3XONHHMTE CIIPABKH M TaGITHIM,
reHepHpaHH OT HPOAYKTa;

- OTCTpaHsBAHE Ha MPOGIEMH, CBEP3AHM C (YHKUMOHHpPAHETO Ha GasoBHs cOBTYEp BHPXY
PabOTHY CTAHUMH H CBPBBPH, OTHACAIIH Ce [0 (PYHKLFOHHPAHETO Ha NIPOIYKTA;

- HaO/MOJICHHE ¥ NPH HeOOXOMMMOCT ~ KOPHIHpaHe Ha ITPOileAypHTe 33 apXHBHPAHE;

- MHCTATHMpaHe, KOH(HTYpHpaHe, HACTPOHKH, OOHOBSABAHE HA BEPCHMTE M NOTHPIKAHE Ha
0a30BH W/WIM CHCTEMHM TEXHONOTMMHH NpOrpaMHM CpelcTBa (Gasy JAHHH W 1p.),

CBbpP3aHH C (l)yHKU,'HOHHpaHe'TO H pasBHTHETO Ha CHCTEMATA,

- obcnyxBaHe, HAJIOXKEHO MOpajM B3aUMOJEHCTBME Ha NMpPOAYKTa ¢ MHTepdeiicu Ha

APYTH NpOrpaMHH NPOAYKTH, KOUTO He ce noanspxkat ot U3II'bJIHUTEJIS;

- AIMHMHHCTpHpaHe Ha 6a3sd JaHHH M TPHIOXHH IPOrpaMHM NPOAYKTH, CBBP3aHH C
3annyaBaHusATa Ha
uHpopmanus B
JIOKyMEHTA ca Ha
OCHOBaHHE Ha 4II. 4,
air. 1 or OO0y
peryiaMeHT 3a
3aIuTa Ha JaHHHTE.

(bYHKIIHOHHPAHETO H Pa3sBHTHETO Ha CHCTEMATa,
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NOOOPBXKKA M aKTyaln3allid Ha cepmtbuxa'm 34 ABTCHTHKaLHA Ha IIOTpeﬁP[TCJ'IH H

APYTH CHCTEMH,

- KOHCYNTAlIMM M TEeXHIYECKa NOMOL 33 paspelliaBaHe Ha NpoGJieMH MpH eKCIUIOATalATA
Ha IPOAYKTa;
- y4YacTHe B CbBMECTHH paGOTHH CPElM 3a PEIlIaBAHETO HA ONIEPATHBHH BHIIPOCH;

- TIOMOIL 10 TeIe)OH H ENIEKTPOHHA NOLA, BIVHOYHTEIHO U3BEH NIEPHOZIA Ha 0OCITYKBaHE;

- HaOmofleHue HA MOBEJACHHETO HA MpPOTpaMHMA NPOAYKT C Len (opMymupaHe Ha
npenopekn 32 mojio0psBae Ha (yHKIMOHMpaHeTO My. V3mbiaHWTensT mpemaea

npernopbikute Ha BHB B mHcMen Bun 3a mo-HaTarbima oGpaGotka (o6chXKnaHe,

CTapTHpaHe Ha IPOMEHH H T.H.).

2. lonbnHATEIHA AeHHOCTH, BK/IOYEHH B 00XBaTa HA yeIyrata ,,AGOHAMEHTHO 0GC/TyKBaHe

Ha HH{poOpMauMOoHHATA cHcTeMA ”
- Bm3ctaHoBsBaHe Ha cHcTeMarta oT apxus (backup);

- OxaspaHe KGHCYITAHTCKa [IOMOIL ITPH CH3[1aBaHe H NOATBPIKAHE Ha npouenypure

3a apXHBHpaHE Ha CHCTCMHTE — NPOOYKIIMOHHA M TECTOBA,
- Oxa3BaHe KOHCYNT2HTCKa MOMOII NPH aAMHHUCTPHPAHETO Ha NPHIOKEHHETO,
- Oka3spaHe KOHCYATAHTCKA NMOMOIIT IpH MOHHTOPHHTA HA CHCTEMATA,

- OxasaHe Ha MOMOIWI M JOTBIHUTENHO 00y4eHHe HA MOTPeOHTENM M €KCHEPTH TIO

eKcIUoaTaluaTa Ha npoaykra or BHB — npu Heo6xomumocT.
3. lefinocTH 32 OCHTYPSIBAHE HA HOPMATHA (PYHKIMOHATHOCT H PA3BHTHE HA CHCTEMATA
- AHanM3 Ha BE3HHKHAJIM HECHOTBETCTBHS;

- Koncyrrantcka moMoln 3a peanMsMpaHHTe MM MOLIEXKAINM Ha ApoMsHA GH3HeC
MpoLeCH;
- HsroTBaHe Ha TeCTOBH CLEHApHMH 32 CHMY/JAllHs Ha MPOLECH, MOIIEKAMM Ha

IpOBCPKa BUITH NPOMAHA;

- Koncyntantcka noMoin npu HeoGXoMMOCT OT HHTepdelicCHH MpoLeaAypH 3a BpB3Ka

C APYTH CHUCTEMH,

-  HsrotesHe Ha [IpCtOKeHHA 3a MPOMSHA HA HAIHYHATA (i)YHKuHOHaJIHOCT C Oel

OINTHAMHK3HPaHE Ha MPOLECCH WIH YCKOPABaHE HA BpEeMETO 3a HANBIHCHHETO HM.




HeiinocTute no 1.7. 2 B 3 ca B 06em 10 100 HoBekouaca roqnmmno.
4. Bpeme 3a peaxuus npH BE3HHKBaHE HA HHIMICHT WHIIH Npobaem:

- HHungedt n/unu npobieM ¢ BHCOK NPHUOPUTET — peakUHA A0 15 MHHYTH clejq

YBeIOMSIBAHETO, BpeMe 3a OTCTpaHsBaHe 10 4 yaca;

- HHumzent n/unu mpobnemM cbC CpeleH HpHOPUTET — peaknMd mo | €ac ciex

yBeIOMSABAHETO, BPEME 3a OTCTpaHsABaHe 1o | paboTeH neH;

- HMHuuzedr n/unn npoGaeM ¢ HHCHK NpHOPUTET — peakuua a0 1| feH cnex
yBENOMSBAHETO, BPEME 34 OTCTpaHABaHe MO0 5 paGOTHH OHM HIH APYr CPOK MO

CIIOPA3YMCHHE CJICH YBEJOMABAHETO.

3abenesicka - KpUTEPHH 32 NPHOPHTH3MPAHE:

" Bucox mpHopuTeT — BE3HHKHATHAT NpoGieM NpeaU3BUKBA CIIMpaHe Ha paGoTaTa
o onpezieieHH Gu3tec nponecH B GaHKaTa/cuCTEMATa, CBLP3aHH C PelyTaLMOHEH
pHCK;

* CpeneH NPHOPHTET - BL3HHKHATAAT NpoG/ieM MpeAU3BHKBA CIHpaHe Ha paGoTaTa

[0 onpeAeicHH OH3HEC MpollecH B OaHKaTa/CHCTEMATA,

* Hucek DpHOpUTET - BB3HMKHANHMAT Mpo6neM NpPEJHIBUKBA TPYAHOCTH IpH

H3NBIHEHHETO HA ONpEAcICHH bu3Hec IIPOIIECH B HaHkaTa /cHCTeMaTa.

5. BpeMe 3a peaxuus NpH BEIHHKBaHE HA ABAPHMIAM CHTyallHH - 0T30BaBaHe Mo 1 Yac Ha
macTo — crpajata Ha BHB. Ilpoanmxkapane ma paGotata ¢ exunute Ha BHB 1o

OTCTpaHABaHe Ha NMpod/iaema.

3abenescxa: apapuiiHa cATYalMs — CHTYyalLHA, IIPH KOSTO CHCTEMATA He paGoTH H3LAN0

HJTH 9aCTHYHO.

6. IIpoueaypa
6.1. Unentuduxauus

Wnenrudukanusira Ha npo6neMa (HHUMAEHTA) MM MOJABAHE Ha 335BKa 32 MpoMeHH Mo
T. 1 ce u3BBpIBA OT CAYWUTEN Ha Aupexuus ,Perucrpn”, UT aIMHHHCTPATOp HIM ApYT
ciyxuten Ha qupexuus HUC npu cucremnn UT npoGnemu. CLOTBETHHAT CHyKHTEN AOKIAABA
Ha CBOs NpAK PBKOBOAMTEN, B cHcTeMaTa Service Desk ma Buinoxurens u no crneuuaino

OnpenciicHHd 3a TOBa Ha4YHH 3a I/IHli)OleflpaHe Ha HBH'E,J'IHPITCJIH, Karo 3a uelTa Toa3Ra




cHcremara Helpdesk na Mamenaurens, tenedon unu e-mail, karto H3mpaina THnosa ¢gopMa 3a

onHcaHue Ha npoGneMa (HHUHOEHTA),

6.2 Peructpauus

Peructpaumara ce u3BspmBa B cHcTeMaTa Service Desk Ha Bw3noxurens w4 s
cactemara Helpdesk Ha UMsnbiauuTens M BKIIOYBA NMOMBABAHETO Ha MHHHMYM CJIEZHHUTE

3aXB/DKHTENHM aTpHOYTH:

. YHHKaneH nopeaeH HoMep

" Onucanue Ha npo6neMa (HHIMAEHTA)

. CnemHocrt Ha paspelliaBaHe

. CreneH Ha BIHAHME

= IMpuopuTtet

- Jlata 1 4ac Ha BE3HHKBaHe

" Jlata H yac Ha perucTpauus

. ViMe Ha cny:KuTeN MM CHCTeMa, HACHTHOUMUEpAIA HHIMIEHTA
. CBBbp3aH JIH € ¢ OIpyrH HHUHACHTH

an liogaBaHE HA 3afABKa 34 NPOMEHH TIO T. 1, TA 3a0bJIKATECIHO € IPHAPYXEHA OT

AeTaitiiHo GU3HEC ONMHCaHHE Ha HCKAHUTE IPOMEHH.

HU3ITBJIHUTENAT namsnndpa 3asBKata Wi oTcTpaHsABA MpoGieMa (vHUMIEHTA) B

CPOKOBETE Mo T. 4 OT HACTOSMINHA OKYMEHT.

U3ITBJIHUTEJIAT undopmupa cryxutens na BHB, u3sspmm HICHTHQHKAITUATA Ha
npoGreMa (MHUKIEHTa) HWIH TIOABAN 3asBKa 3a IPOMeHH 1o T. 1 32 daxTudeckn U3BBpIIEHATa
pabota B nmbpBHA paGoTeH NeH cnex Kpas Ha CHOTBETHHA CPOK NO T. 4 OT HAcTOAUIHS
AOKYMEHT, 4pe3 IPOTOKOI 32 H3BEpIlieHa paboTa,

OTtcTpaHsBaHeTo Ha HHIHACHTH B HHpOpManHoHHaTa ciucTeMa LlenTpanen KpeIHTEH PETHCTHD

CE HM3BBPIIBA B CBOTBETCTBHE ¢ Mpouenypara 3a UT unuuaentu va BHE.,

7. Ilepnona #a aGoHamMeHTHaTA 00C/Ty/KBaHE
ABoHaMEHTHOTO 00Cy)XBaHe Ce H3BBPLIBA B paGOTHH AHU Mexay 8.30 u 18.30 waca

“OcHOBeH nepHoJ Ha abOHAMeHTHO o6caykBade”) UM Jo 3aBBpIBaHe Ha paboTaTta npH
p P P

npo6IeM/HHIHAEHT C BHCOX NIPHOPHTET.




3asBkH 32 aGOHAMEHTHO OGCNY)XBaHE M3BBH OCHOBHHS NEpPHOA Ha OGCIYKBaHe ce
H3BBPLIBAT CPEILy 3allaillaHe 1o YacoBa cTakka. He ce cunTa 3a o6cny:KBaHe H3BBEH OCHOBHHS

nmepHon Ha ofcnyxsaHe neinoct Ha MBITBJIHUTEJLS, kosto e 3amousana B paMKHTE Ha

OCHOBHHSA TIEPHOJ,






