@ UHOOPMALIMOHHO Bx. Ne 30-00-286/10.10.2024

OBCAYXBAHE

Codusn

IIpunoxenne Ne 2

KbM paMKoB gorosop Ne PJ1 02-29-240/31.12.2020 r.

3ASBKA no PamkoB gorosop Ne P/ 02-29-240/31.12.2020 r.(Bx. Ne ITO-16-

1962/31.12.2020 r. Ha ,, HHpopManHOHHO 00C.ayKBaHe* Al) g
3ASIBKA (aKTyaJH3HpAHA) =
BRI Ne no peo om III 18
IIIr-2024 r.:
OnHcaHHE HA Ocuzypaeane Ha NYOIUYHA eN1eKMPOHHA ycayaa no ya.36 an.l om H300pHua Kooekc 3a
AeHHOCT/MPOEKT 3as646aHe HA 21aCY8aHe N0 HACMOoAW aopec 3a 8CUYKIU 81008e U300l
cbriaacuo IIT:
CPV kon 64216200-5 EnexmpoHHU UHGOpMayuoHHU yeayau
H3HCKBaHe 32
JOCTHI 10
KiIacHpunHpana | He
HHpOpManHA
JA/HE

CToHHOCT: (cmotiHocmma ciedea oa
cvomeemcemea Ha 3anoxcedama e IInaw-
cpaguxa) 6e3 IJC, e m.u. pazouexa Ha
cmotiHocmma 3a npoexmu Ha yacmu/ ¢
akpeoumue/ agaHcoeo

38 000 ne., pasnpedeneHu Kakmo credea:
3a 2024 2. — 12 666,00 ns.
3a 2025 2. — 25 334,00 ne.

HavHH 3a IVIAIIaHe: (eOHOKPANHO, HA Yacmul,
NepuooudHO, A8aHco8o Ul 0p.)

ITepuoouuro, xakmo cneoea:

3a nepuooa 01.07.2024 2. - 31.12.2024 2.- cned
noonucease Ha npuemo-npeoaganieied NPonoKon1 no
yl1. 6 om 002080pa, yoocmosepaeauy npuemaxe Ha
npedocmaeesama yeiayaa 3a nepuooa 01.07.2024 e. -
10.12.2024 2. u ¢paxmypa Ha cmotinocm 12 666,00 ne.
6e3 JIIC 3a nepuooa 01.07.2024 2. - 31.12.2024 2.

3a nepuooa 01.01.2025 2. — 30.06.2025 2. - cned
noonuceaxe Ha npuemo-npeoagameneH NPOMoOKoa1 no
Y1 6 om 002080pa, yoocmoeepaeauj npuemaxe Ha
npedocmagesama yciyea 3a nepuooa u u30ao0eHa
@axmypa na cmoiinocm 12 667,00 ne. oe3 JJC;

3a nepuooa 01.07.2025 2. - 31.12.2025 2. - cneo
noonuUCeaHe Ha npuemo-npedagameneH nNPomoxoa1 no
y1. 6 om 002080pa, yoocmoeepasauj npuemaxe Ha
npedocmasenama ycavea 3a nepuooa 01.07.2025 2. -
10.12.2025 2. u ¢paxmypa na cmotinocm 12 667,00 ne.
6e3 JIIC 3a nepuooa 01.07.2025 2. - 31.12.2025 2.

IlnamasHe ¢ AKPEIHTHB H/IH ABAHCOBO

ABAHCOBO

He
JTA/HE
JIOKYMEHTH 32 IJIalaHe ¢ AKPeIHTHB HJIH He

Cpok Ha H3ObJIHEeHHe: (om oama — 0o oama
U 8 Meceyl, Ko He e 008bP3aH C KOHKPemHa
oama)

Cpox 3a npedocmaeste Ha ycayeama — om 01.07.2024 2. 0o
31.12.2025 2.

TapaHOHOHEH CPOK: (om dama — 0o dama unu

Henpunoxcumo

! O16enn3Ba ce B cirydaii 4e 3asBKaTa € aKTyaTH3HPaHA

AaHHuTe — PernamenT (EC) 2016/679.

3anvyaBaHnaTa B JOKYMEHTUTE Ca Ha OCHOBaHMWe yr. 4 ot OOWus pernameHT OTHOCHO 3alyuTaTa Ha




6 Meceyu, aKo He e 0068bP3aH ¢ KOHKPEMHA
oama)

OTuuTaHE: (NepUoOUUHO — NOCOY6a ce nepuoo,
€OHOKPAMHO, CPOK 3d OMYUMAHe, OMYemHU
OOKyMeHmi)

Ilepuoouuno:

3a nepuooa 01.07.2024 2. — 10.12.2024 2. - ¢
noonuceane Ha Npuemo-npeoagamesieH NPOmMoKoi no
un. 6 om 002080pa, yoocmogepsagaw npuemaxe Ha
npeoocmagenama yenyea 3a nepuooa.
Ilpeoocmasenama ycnyea 3a nepuooa 11.12.2024 2. -
31.12.2024 2. ce omuuma 3ae0HO CbC Cred8awust
omuemen nepuoo 01.01.2025 2. - 30.06.2025 2., kamo
He ce 0badcU 3aniauane;

3a nepuooa 01.01.2025 2. — 30.06.2025 2. - ¢
noonuceane Ha npuemo-npeoasamesneH NPOMmMoKos no
un. 6 om 002060pa, yO0OCMOGeEpPABAly NPUEMAHE HA
npeoocmaseHama ycuyea 3a nepuood;

3a nepuooa 01.07.2025 o — 10.12.2025 o ¢
noonuceane Ha NpuemMo-npeoagamesieH NPOmMoKoi no
un. 6 om 002060opa, yoocmogepsagaw npuemaxe Ha
npeoocmageHama ycuyaa 3a nepuood;

3a nepuooa 11.12.2025 o — 31.12.2025 o ¢
noonuceane Ha npuemo-npeoasamesie NPomoKos no
uyn. 6 om 002080pa, yOoocmogepssauy NpuemMaHe Hd
npedocmagenama ycuyea 3a nepuooa (bes gunancog
AH2ANCUMEHM).

Hpunoxenns: (Hanp. mexHuvecku
napamempu, 0b6pasyu Ha OMYemHu OOKYMEeHMU)

Texnuvecku napamempu

HacrosiliaTa 3asiBKa 1a ce H3NbJIHHU NpH YCJI0OBUATA HA MPHUJIOKCHUTE TexHuyecku nmapamMeTpu.

3ASABKATA E UBI'OTBEHA U CBIJIACYBAHA OT:

KoopzmHaTop mo 3asiBKaTa:

PbKoBOANTEN HA MPOEKT/AEIHHOCT MO
3asiBKaTa (Hamp: TNpeacTaBHTelNl Ha
JIUpeKUUsTa — 3asBUTeN):

3ASABKATA e O1OBPEHA OT:

PrkoBoauTe1 Ha 10roBOPA OT CTPAHA HA
BB3JIOKUTEJIA:

3ASABKATA E IIPUETA 3A UBIIBJIHEHUE OT M3IT'bJIHUTEJIA:

Koopaunartop ot ,,MupopmauuonHo
obocayxBane* AJl mo 3asiBkaTa




PbkoBoauTe1 HA l'lpOCKT/IleﬁHOCT mno
3asiBKaTa

PbkoBoanTe MO H3MBJIHEHHETO HA
Jlorosopa ot ,,MUndgopmanuoHHo
obcayxBaHe* AJl




TEXHUYECKHU ITAPAMETPU
OCUT'YPSBAHE HA ITYBJINYHA EJIEKTPOHHA YCJIYTA 110 4J1.36 AJIL1

OT U3b0PHUA KOAEKC 3A 3ASIBSIBAHE HA I''TACYBAHE 110 HACTOSL AAPEC
3A BCUYKHU BUJOBE U350PU

1 Ilpeamer Ha ycayraTa

A)
Al
A2.
A3.
A4
AS.
A.6.
AT
b)
b.1.
b.1.1.
b.1.2.
b.1.3.
b.1.4.
b.1.5.
b.1.6.
b.1.7.
b.1.8.

Bb.2.

b.2.1.
yciyra

1. Peanusupane um noaabp:kaHe Ha MyOJIMYHA €JIEKTPOHHA yciyra no 4136 an.l or
M300pHus KoaeKe 3a 3asiBABaHE Ha riacyBaHe MO HACTOALL aJpec 3a BCUYKHU BUAOBE
n300pH.

2. VYcayrara Infrastructure as a Service (IaaS) - [IpenocraBsiHe Ha curypHa, HaJiex/1Ha U
BHCOKOHAJIMYHA Cpe/ia U CUCTEMHO aIMUHUCTPUPAHE HA €JIEKTPOHHATa yCyra no ui.
36 an. 1 ot MK, xakTo cienBa:

IaaS napamerpu:

Buptyanna npouecopna mowmHoct vCPU [GHz] -4GHz

Bupryanna onepatusna namer vRAM [GB] - 16 GB

Buptyanna oneparusna auckosa nametr vHDD [GB] —40 GB

Buptyanna nuckoBa namer 3a pesepsupase VHDD BACK [GB] - 40GB
HNurepHer MexayHapoieH MpexoB kanauuret - 650 Mbps cumeTpuueH criojiesieH KaHal
Wnrepuer bbarapcku mpexoB kanauuteT - 10 Gbit cumeTprueH cnojeneH KaHain
3amuTa Ha yeb noprtan — 1 Op.

[Ipenocrapsane Ha UKT ycnyru 3a Hyxaute Ha pazpaboTeHaTa eJ1eKTpOHHA yclyra:
OcurypsBane Ha lleHTbp 3a TexHuuecka nogapwbxka (LITIT)

Pexxum Ha pabora 24x7

VYnpaBieHue Ha UHUMJIEHTH

VYnpasneHnue Ha NPOMEHU

VYnpaBneHue Ha KOHPUTYypaLUu

VYnpaBieHue Ha HATMYHOCT

VYnpasieHue Ha KanauyuTeT

VnpasneHnue Ha HHPOPMALIMOHHATA CUTYPHOCT

VYnpapineHue Ha 3asBKUTE Upes:

Enunen HaumoHaneH tenedon - +359 700 14 220

Enunen enektpoHeH azpec - support@is-bg.net

Enunen ITSM web noptan - https://ps.is-bg.net/

CucreMHO aIMHHUCTPHPaHe

VnpaBneHHe 1 HaOJKOJIEHUE Ha ONCpalMOHHHUTE CUCTEMHU 3a HYIKJIUTC HaA CJICKTPOHHATA



b.2.2. VYnpaeneHue u HaOmroAeHWE Ha TPUIIOKHUTE CHPBBPU 32 HYXKIUTE Ha EINeKTPOHHATa
ycnyra

b.2.3. Vnpasnenue u HaOIIOI€HME HA CUCTEMUTE 3a yIIpaBjieHUe Ha 0a3u JaHHU 3a HYKAUTE HA
eJIeKTpOHHaTa yciyra

b.2.4. Ilpernen Ha chbpBbpHHUTE CUCTEMH 3a HAJIMUKE HA 37I0Bpe/ieH coPTyep.
b.2.5. Pe3epBupaHe u Bb3CTaHOBSBaHE HA CHCTEMHA U NOTpeduTeNcKa MHpOpMaLMs U TaHHU
b.3.  Ocurypssane Ha MKT 3amutu

b.3.1. 3ammura Ha BbTpemHuTe HWKT pecypcn oOT mnpoHMKBaHe Ha 3JI0BpelieH KOJ B
ornepauMoOHHUTE CUCTEMU

b.3.2. 3amwurta Ha BpHIIHUTE KT pecypcu ot Distributed Denial of Service (DDoS) aTaku.

b.3.3. 3amuTa OT MpOHMKBaHE Ha 3JI0BPEAEH KOJ /UK peann3upaHe Ha aTaku Mpe3 myOJuuHUsT
UHTEepQeiic Ha eJeKTPOHHATA yCllyra.

2 O6ma undopmanus

C n3meneHus Ha M360pHus konekc ot 1 maii 2021 r. ce cb3/1aBa Bb3MOXKHOCT 3a M101aBaHe
Ha 3asBJICHM 10 €JIEKTPOHEH NbT 33 BIMCBAHE B W30MpPATEIHUS CIUCHK MO HACTOSALL aIpec Ha
uszbuparenure.

3 3aKOHOBHU M3HCKBaHHS

N3uckBanusra Ha MK ca nepuHupanu kakro cieapa:

Yn. 36. (1) (U3m. m pon. - JAB, Op. 36 ot 2021 r., B cuna ot 01.05.2021 r.) U30upareun,
YUITO MOCTOSIHEH W HACTOSLL aJpEC ca B PA3IMYHM HACEJIEHU MECTa, MOXKE J1a MOUCKa Ja Obae
BIMCAH B U30MpaTeHUs CIIUCHK M0 HACTOSIL a/Ipec He MO-KbCHO OT 14 1HU npeau n300pHuUs JIeH.
Hckanero ce mpaBu NMCMEHO 1O KMeTa Ha OOlIMHATA, paiioHa, KMETCTBOTO WM 10 KMETCKUs
HaMECTHUK U ChAbpPIKa €IMHHNSA MPaXkIaHCKU HOMEp Ha U30upaTes, BUa U HOMepa Ha IOKyMEHTa
MY 3a CaMOJIMYHOCT M TMOJIMKMC WK Ype3 €JEKTPOHHO 3asBJIEHUE NPEe3 UHTEPHET CTpaHWLaTa Ha
I'naBHa pwmpekums ,JI'paxkjgaHcka peructpaums M aJAMUHMCTPATUBHO OOCIyXBaHe™ B
MMUHUCTEPCTBOTO HAa PETMOHAIHOTO Pa3BUTHUE U 0J1ar0yCTPONHCTBOTO. B €1€KTpOHHOTO 3asBiIeHUE
M30UpaTeNAT BIMCBA UMEHATA CU 10 JOKYMEHT 33 CAaMOJMYHOCT, BU/Ia U HOMEPA Ha IOKYMEHTA 3a
CaMOJIMYHOCT, Jarara, MsICTOTO W OpraHa Ha W3JAaBAHETO, €JVUHHUSA CU TPaKIAHCKU HOMED,
CpaBHSBa MOCTOSIHHUS U HACTOALIMSA CHU aJpec U MocoyBa TeaeGoHeH HoOMep, KaTo MOAMUC He ce
u3uckBa. ['naBHa aumpekuus ,I'paxkaaHcka peructpauuss M aJMMHUCTPATUBHO OOCIy’KBaHe
U3BBpPIIBA NPOBEPKAa HAa JAHHUTE B IOCTHIUIUTE EJIEKTPOHHU 3asBJICHMS aBTOMATHU3UPAHO
€JHOBPEMEHHO C M0JIaBAHETO UM.

4 Peanuszanus Ha ycjayrara

[lomaBaneto Ha CJICKTPOHHOTO 3asABJICHUEC LIC MPEMHUHAaBA IMPE3 CJICAHUTE CTHIIKU:

1) Busyanuzanus Ha efnekTpoHHA (hopMa ChC CIETHOTO ChAbPIKAHWE W BaTUIALUU:
e  Mwme“, 3a1bJDKUTEIIHO T10JIE;
o Ilpe3ume, ako e HAJTMUHO®, HE3ABIIKUTEIIHO TOJIE;
o  Damunusa®, 3aABIKUTEIHO T0JIE;



e _EI'H“ zagwmxurenHo mosme;
»Homep Ha nuyHa KapTta“, UMppoBO MoJe, 3abJIKUTEIHO;
»Jlara Ha u3/laBaHe Ha JOKYMEHTa 3a CaMOJMYHOCT®, BaluIauvsa 3a JaTa,
3aIbJIKUTEIHO;

e _M3naBany opraH®, CnMCbK C OpraHuTe, M3JaBallld AOKYMEHTH 3a CaMOJMYHOCT,
3aIbJIKMTEITHO N0JIE;

o . Tenedon®, Banuaauus 3a TenedoHeH HOMED, 3aABIKUTETHO MOJIE;

e Captcha.

2) Ilpu kopeKTHO NoaaeHu JaHHU cucTeMaTa u3Binya uHpopmanusa 3a auuero no EI'H upes
peanuzupanara ye6 yciyra Ha ['J[ TPAO, oT kbaero ce H3BAMYA MOCTOSIHHUS W
HACTOALIMAT aJpec Ha JIMUETO, KaKTO M WH(OpMaLMs 3a JOKYMEHTa 3a CaMOJUYHOCT.
Cucremara cpaBHsBa JOKyMEHTa 3a CaMOJMYHOCT € TNojajaeHus or jauueto. [lpu
ChBNAJIEHUE Ha nojaaeHute ot auuero AaHHu 3a JIK u Hanuunute B macuBute Ha I'J]
I'PAO naHHu, npouechT Ha NojaBaHe Ha 3asBieHUe Mpojabikasa. [lpu cpBnageHue Ha
HAaceJleHOTO MSACTO OT MOCTOSHHMS M HACTOSIILMS ajJpec ce M3BeXkAa cboOUleHHEe, ue
aJpecuTe ChBMAJAT W yciyrara He Moxe Ja ObJe U3M0J3BaHa. AKO HACTOSILLUAT aJpec €
u3BBH TeputopusaTa Ha PenybOnuka bbarapus ce Buzyanusupa cho0lieHue, ye yciyrarta He
MOJe Ja ObJie U3MoJ3BaHa. AKO Te3M a/IpecH ca ¢ pa3MuHU HaCceIeH!W MecTa, Ha JINLETO
ce BM3yanu3upar JABara ajpeca 0 JeTaill HacejleHO MACTO U yIuua/KBapTan, ¢
BBH3MOXKHOCT J1a u30epe riacyBaHe mo Hacrosul aapec. Crnea NOTBbpKACHUE CUCTeMara
ChXpaHsBa HaMpaBeHus: U300p.

B pamkute Ha mepuojna, mpe3 KOWTO cuctemara mie ObJie aKTMBHA € BB3MOXKHO J1a uMa
MHO’KECTBO pa3jMyHU MO BUJ W300pH (YaCTMUHU, HOBU U/WUAM 00U (HauuMoHanHu)). Jluuero uie
MO’K€ MHOTOKpaTHO Jia M30Mpa 3a KoM JiaTa, HaceJIeHO MCTO U BUJ M300pH *kellae Jia mojaaae uiu
OTMEHH 3asBJICHUETO CH 3a IlacyBaHe 10 HACTOSII aapec.

Cnen u3tvyaHe Ha nepuvoja 3a NpeAoCTaBsHe Ha ycayraTa 3a CbOTBETHUS BUJ U300p, TA ce
JleaKTUBUpA.

4.1 XocCTHHI Ha ycjayrara

Cucremara 1e ObJe MHCTanMpaHa B LEHTbpa 3a JaHHM Ha ,MHdopmauuoHHO
obcnysxBane™ AJl, kbaero e ObAaT npeanpueTy HeoOXOIUMMMTE AEHCTBUS 3a rapaHTHpaHe
CUTYpHOCTTa Ha JaHHUTe - eXeJHeBeH Oekbl Ha uHpOpMauusTa, U3MON3BaHE Ha
UHPPACTPYKTYpHUTE yclIyru 3a npuioxeH firewall (WAF), 3amura or DDoS aTaku, TouHO BpeMe
v JIp.

MuHUMaNHUTE pecypcu, KOUTO cliefiBa Aa ObAaT KOHQUTYpUpPaHU ca ClieIHUTE:

vCPU: 4
vRAM: 16 GB
e vStorage: 40 GB

[lpu HeoOxomumocT WM3mbiAHUTENAT crneaBa na JA00aBU JOMBIHUTENHU PECYpCH,
HeoOXxo1MMH 3a Ge3npobiemMHaTa paboTa Ha yciyrara.

JlocTbbT 10 ychayraTa wLie cTaBa 4pe3 MNOAAOMeiH B oOjnactra grao.bg Ha anpec
https://regna.grao.bg. M3mbiaHUTENAT cienBa aa ocurypu otaenieH aosepeH TLS ceprudukar 3a
nojaoMenHa.




[TapameTpuTte Ha HUBa Ha yciyraTta ,,Infrastructure as a Service (IaaS)*“ — IIpenocTtaBsiHe Ha
CUTYpHa, Ha/leXk/Ha U BUCOKOHAJIMYHA Cpella U CUCTEMHO aJIMUHUCTPUPAHE Ha eJIeKTPOHHAaTa
yeayra no wi. 36 an. 1 ot MK ca onucanu B [Ipusnoxenue Ne 1 kbm TexHuyeckute napameTpu.

5 IIpeaaBane Ha chOpanaTa unpopmauus koM 'l TPAO

JlBe ceaMuuu npeaud W300pHUS J€H, 3a BCEKM MpoBexkJaH M300p B nepuoja Ha 3asiBKara,
W3IBJIHUTENAT cieaBa Aa npepoctaBu Ha ['JI 'PAO ekcnopr Ha pnaHHUTE OT MOAAAEHUTE
3asBaeHus B CSV ¢dopmar.

[lo Bpeme Ha mpenocraBsne Ha yciyrara ['Jl [PAO moxe na usuckBa uHdopmanus 3a
NOCTBIUIUTE 3a5BJICHUSI.

6 Ilpunoxenue

e [lpunoxenue Ne 1 — HuBa Ha ycnyrara ,Infrastructure as a Service (IaaS)* —
[IpenocraBsHe Ha curypHa, HajJexk/JHa M BUCOKOHAJIMYHA Cpela U CUCTEMHO
aJIMMHUCTpUpaAHE Ha eJIeKTpoHHaTa yciayra no wi. 36 an. 1 ot MK



Mpunoxenue Nel kbm TexHuveckuTe NapaMmeTpu

Hupa Ha ycayrara ,,Infrastructure as a Service (IaaS)*“ — IlpegocraBsine Ha CUTypHa,
Ha/lesKAHA M BUCOKOHAJIUYHA cpe/la M CHCTEMHO aIMUHHCTPHPAHE HA eJ1eKTPOHHATA yCJIyra
no 4. 36 ax. 1 or UK

1. OIIPEAEJIEHUSA

Tepmun Hedpununus

Wznbanuren/JloctaBuuk Ha yenyru  [penocrassm UKT yenyru — MO AT

Bu3noxuren/Knuent [Torpeduren na UKT ycnyru — MPPB
[Torpeduren [IpencraBuren Ha KiIMeHTa
Hanuunoct CrnocoOGHOCT Ha KOMITOHEHT WJIM YCIIyTa J1a U3ITbJIHABAT

O4yaKBaHarTa OT TiAX (byHKI_lI/Iﬂ KbM OIPEaACTICH MOMEHT WJIK 3a

OIIpEACJICH NEpUO OT BpEME

HanuuHocT B IMPOLCHTHU HpOI_ICHT’BT Ha 1O0Ir0OBOPEHUTE YaCOBE, 3a KOUTO KOMIIOHCHT

WK ycilyra € 0CThITHA 3a ONpe/ie/ieH Nepro/] OT BpeMe.

PaboTHu nHn Or INonenennuk no Ilerbk 6e3 HauMOHANHUTE U OQULMATHU

npa3HULIU

Pabotnu uacose (PaboTHo Bpeme)  PaboTHo Bpeme Ha yciyrara ce Hapuua BpeMeTo, B KOETO

ycjiyrara ce 1moJjisBa akTUBHO U € HaJIMYHa MOJAAPBIKKA

MHuuaeHt Bcesiko C’b6I/ITI/Ie, KOCTO MPUYMUHABA UJIK MOXKE J1a NPEAU3BHUKaA
HEIJIaHUPpaHO MPEKbCBAHE n/mnm IpoMsAHAa Ha Ka4€CTBOTO Ha

yciyrara.

HenoctenHoct HecnocoOHocTTa Ha ycityra Wiin 4acT OT yciayra a OCUTypu

HOPMAaJIHOTO 00CIyKBaHe.

[1nanupano npexkbcBaHe [1naHupaHa HELOCTBIHOCT Ha ycJyrara.

Hel'[J'[aHI/IpaHO MpEeKbCBAHE Heouakpana HEIOCTBITHOCT HA €/1Ha ycJiyrata ujiu
S3HaAYUTEIHA AeTrpajaliua Ha Ka4€CTBOTO Ha MpeajiaraHata

ycnyra

2. OBXBAT HA YCJIYI'ATA



Ne |HMpeHTHQHKANHA HA
Hme Ha ycayra

ycayra

LInfrastructure as a service (IaaS)” — [IpegocTaBsiHe Ha CHTYpHA, HaJe/KIHA
1. SMS023 H BHCOKOHAJIHYHA CPe/la H CHCTEMHO aIMHHHCTPHPaHE Ha eJIeKTPOHHATA

yciayra mo 4i1. 36 an. 1 ot UK

3. TIAPAMETPH HA VCIIVI'ATA

B mpomeca Ha mnpefocTaBsHe Ha yCIyrara yIpaBIeHHeTO Ha KadyeCcTBOTO Ime OBIe
HeNpeKbCHAT IIpolleC Ha KOHTPO] Ha IMapaMeTpHTe Ha ycIOyrara H YCBBBpIIEHCTBaHe Ha
NeHHOCTHTe IO Hef{HOTO H3NbIHEeHHe. 3a OCHIypsBaHe IapaMeTpHTe Ha ycIyrara JOCTaBYHKBT
noaabpka Service Desk oT cmenmanucTH Ha J[ocTaBUHKA Ha YCIYTH 3a OOCTy)KBaHe Ha

NOTpeOHTeTHTe Ha YCIyTHTe H HaGII0IeHHe Ha YCIyTHTe.

3.1. MisicTo Ha mpeJOCTABAHE HA yCayrara:
HKT uadpacTpykTypa Ha JJocTaBUHKa Ha YCIyTH:
e Jlokauus Codus, yiu. JIpyesap CtangeB Nell u:

e Jlokauus Codus, yu. [Tanaiior BomoB Ne2.

3.2. Pe:XHM Ha ycJayrata

PexuM Ha yciayrarta € nepuoja, B KOHTO yciayrara Ce II0JI3Ba H € HalIHYHa MIOJAPBKKaA 3a Hesl.

Ne | ITapameThp CroiiHOCT 3a0enexKa

1. | Pexum Ha yciyrara 24x7 HemnpexkbcHaTo paboOTHO BpeMe.

3.3. HaIH4YHOCT HA yCJayrara
HannunocTTa Ha yciIyrara OpeicTaBlIsiBa ChOTHOIIEHHETO Ha BPEMETO, B KOETO yCIayrara
paboTH H BpeMeTo, B KOETO yCIIyraTa e CIpsiia HiIH € ¢ HaMaleHa IIPOH3BOIHTEIHOCT Ha MeCeyHa
0a3a, H ce H3UHCIIABA IO cIeHaTa GopMya:
[Hammaaoct Ha ycayrata B %]=(([[doroBopeno Bpeme Ha VYcayrata] - ) [Bcuuku
IPeKbCBAaHHA B JOrOBOPeHOTO BpeMe|*[BimsHume Ha uHIHzaeHT]) / ([[oroBopeHo Bpeme Ha

Venyrarta]))*100



IlpekbcBaHusATa ce oTYMTAT Ha 0Oa3a WHUMACGHTUTE, KOUTO ca JOBEIM JIO
HepaboTOCMOCOOHOCT Ha yciyrara 1o cjaeJHHUs NPUHLMII:
e Bausnue Ha nHuuaeHra — Hucbk (mpu Bb3AelcTBUE BbPXY €AMHUYHU NOTPEOUTENN) =
0,01 (1%);
e BausHue Ha uHuuaeHta — CpeaeH (npu Bb3AeHCTBUE BbPXY OTAEN WM jJokauus) = 0,50
(50%);
e BausHue Ha uHuMaeHTa — Bucok (yciyrara He € HajlMyHa 3a BCUUKM notpedurenu) = 1

(100%).

[IpexbcBaHusATa c€ OTUMTAT Ype3 peructpupanutre MHUKMACHTH oT Knuenra. [1pu 3asBKka 3a
UHUUAEHT KIMEeHTBT e JUTbKEeH Ja ONpejeau CbOTBETHOTO BJIMSHME Ha MHLUJAECHTA. Beuukn

BpEeMEHa €€ u3MepBaT ¢ TOYHOCT 10 MUHYTA, KATO HAJIMYHOCTTA C€ CMATAa HA MECEYHa ba3a.

No | TlapameTnp CroiiHocT 3abesexka

1. | HaimuHoct Ha ycnyrara 99.86% Ha meceuna 6a3a.

3.4. I'paduk Ha NpeKbCBAHUSITA
['padukbT HA MpEeKbCBAHUTA PEriaMeHTHPa YACOBUsI MHTEPBaJ, B KOMTO yciiyrata Moxe Jia
Oblle MIaHWpaHO TpeKbcHaTa 3a mnpoduiakTuka W/uau aktyanusauus. [lpu ycraHoBeHa
HEOOXOAMMOCT 3a TUIAHMPAHO MpEeKbCBaHe Ha yciyrara, buUzHec OTrOBOPHUKBT Ha yciyrara
yBenomsiBa Knuenra Ha ycimyrara u Service Desk Level 1. 3a mnaHupanu npekbcBaHMs Ha
NpeJoCTaBSIHETO Ha yciyrara ce M3MckBa oJo0peHHe oT bu3Hec OTroBopHHMKa Ha ychayrarta u
Knuenra. Ilpu Hennanupano mnpekbcBaHe (MHUMAEHT) KiueHTHT Ha yciyrara yBeaomsiBa

HesabasHo Service Desk Level 1.

Ne | ITapamersp CroliHocT 3abenexka

1. | I'paduk Ha MpeKbCBaHE 20:00-06:00 [Tpu nnanupanu npekbCBaHMUS.

3.5. MakcuMaJIHO BpeMe 3a IIPeKbCBaHe
MakcuManHOTO BpeMe 3a NpeKbCBaHe perjaMeHTHpa BpeMeTo, 3a KOeTO €/JHa yCiIyra Moxe

Ja obae IMpEeKbCHATa B pE€rjlaMEHTUPaHUA YaCOBHU MHTEPBaJI, CbINIaCHO rpa(bI/lKa Ha NpEKbCBAHUATA.

Ne | IITapamersp CroiinocT 3alenexka




1. | MakcuMaiHO BpeMme 3a

IIpEeKbECBaHe

2 MHHYTH

B JOTOBOPEHHAT 3a IIPEKHCBAHE

YaCOBH HHTEpPBAI.

3.6. Recovery Time Objective (RTO)

Ne | ITapameThp

CTroliHOCT

3ade1eKKa

1. BpeMe 3a Bb3CTaHOBSIBaHE

Ha yciIyrata

1 gac

MaxkcuMainso BpeEME 3a

BBH3CTAHOBsJBAHE Ha yCiIyrara Cliej

CPHB.

3.7. YBegoMsiBaHe IPH NPeKbCBaHe

VBeaoMsABaHETO IIPpH IIPEKBCBAHE PETTTaMEHTHPAa MHHHMAITHOTO BpeME, IIPEIH KOETO TpﬂﬁBa

Ia Opae HH(pOpMHpaH KJIHEeHTa 3a NPeACTOAINOTO IPEKBCBAHE Ha yCiIyrara.

Ne | ITapameTnsp

CroliHOCT 3a0eexKa

1. | YBenomsBaHe npenu

IpeKbCBaHe

24 gaca B norosopeHHs 3a IpeKbCBaHe

YJaCOBH HHTEPBAI.

3.8. IlpHopHTH3ANHA NPH HHIHICHTH

HpHOpHTeT'BT Ha BCEKH HHIHIACHT OIIpeacsi BPpEeMEeTO, 3a KOE€TO TOH cieaBa nga Obje

pa3pemieH. [IpHOPHTETHT ce onpe/ens OT BIHIHHETO Ha HHIIHIeHTa BbPXY KpaiHHTe IOTpeGHTeIH

H CIEITHOCTTA, C KOATO clie/iBa Aa 0pae paspenicH.

BiansiHHe HA HHIHJIEHT

CroiiHOoCT Bansiaue Onucanune

1 Hucko IIpu BB3elicTBHE BEPXY €JHHHUHH IIOTPeOHTEIH.

2 CpenHo IIpu BB3a€HCTBHE BEPXY OTAEN HIH JTOKALHS.

3 Bucoko Vciyrara He e HallMYHA 33 BCHYKH [TOTPeOHTEIIH.
CHoemHoCT IpH HHOHAEHT

CroiiHoCT CoemHocTt Onucanne

1 Hucka W HUOHeHT, IPH KOHTO He e 3acerHara ()yHKIIHOHATHOCT Ha

yciayrara.




2 CpenHa WNHumaeHT, npu KOWTO He € 3acerHara OCHOBHA

(YHKLMOHAIHOCT Ha ycJyrara.

3 Bucoxka WMHumaeHT, npu KOWTO € 3acerHara OCHOBHA

(YHKLMOHANHOCT Ha yciyrara.

[TpuoputersT ce uzuuciassa no popmynara: lipuopurter = Bausinue * CrnemHocT, KakTo

€ IMOoKa3aHo Mmo-A0Jy:

Bansinue
Cremmoct Hucko (1) Cpenno (2) Bucoko (3)
Hucka (1) 1 5 3
Cpenna (2) P 7 g
Bucoka (3) 3 6 5
ITpuopurer CroiinocT
1-2 Hucwk (1)
3-6 Cpenen (2)
9 Bucoxk (3)

3.9. Bpeme 3a peakuusi Npy HHOUHACHT U Bpeme 3a paspemaBaHe Ha HHIUJIEHT

Bpemeto 3a peakiys npu MHUMASHT 00XBalla Nepuoja OT JA0K/IaABaHETO Ha UHLMACHTA, OT
noTpeduTeN/KIueHT, 1o noemanero my ot Service Desk Level 1. Bpemero 3a pa3pemaBaHe Ha
MHUMACHT oOxBallla Mepuoja OT JOKJIaJBaHETO Ha WHLMIECHTA, OT MOTPEeOUTEN/KINEHT, N0
MOMEHTa Ha Bb3CTAHOBsBaHE HOpMaiHaTa pabdoTa Ha ycjayrara npu KideHTa/morpedurens oT
Service Desk Level 1 unu Level 2. Bpemenara ca o0Bbp3aHM CbC CTOMHOCTTa Ha Mapamerbpa

“IIppopuTeT Ha UHLIMJEHTA”, KAKTO € MOKAa3aHO MO-J0Jy:

IIpuopurer Bpeme 3a peakuust Bpeme 3a pa3pemaBane
Hucnbk (1) Jlo 4 yaca Ilo 5 pab. nHu
Cpenen (2) Jlo 2 yaca Jo 3 pab. nHu
Bucoxk (3) Jlo 45 munyTH Ho 1 pab. nen

3.10. IIapameTpH 32 CHTypPHOCT



HpI/I npeaoCrtaBdHe Ha Yycjyrara, HOCTaB'-II/IK'BT e rapaHtvupa CJICAHUTE IapaMETpH 3a

CUTYPHOCT Ha yciyrara:

3.10.1. Bucoka HanuM4HOCT;

3.10.2. Bucoko HHMBO Ha O0TKa30yCTOWYHBOCT;

3.10.3. Pe3epBupaHe Ha JaHHUTE;

3.10.4. Tlpouenypen noaxos.

3.11. MeTpuku Ha ycayrarta

VYcnyrara e Obae u3MepBaHa Ha 6a3a clieIHUTE METPUKU:

Ha JeUHUpaHUTe BpeMeHa

Ne | Merpuka MepHa eqnHuIa ba3zoBa croiiHocT ea
NHumnenTu paspeineHu ot Service

I. % (MpoLeHT) 30% 70%
Desk Level 1
WHumaeHTy, pazpelieHue B paMKuTe

2. % (npoueHT) 80% 98%

3.12. loky1aau 3a yeayrara

[1pu npenocraBsiHe Ha yciyrara Lie ObJaT OCUTYPSIBAHU CJI€HUTE JOKIAAU 3a ycilyrara:

3.12.1. HatoBapBaHe Ha MPOLECOPH;

3.12.2. 3aeTocT Ha omnepaTUBHA MaMET;

3.12.3. HaroBapBaHe Ha JUCKOBU MAacHBM;

3.12.4. HaroBapBaHe Ha BXOJHO-M3X0JCH MPEKOB TpauK.

4. BXOJHU TOYKH

3a Hy)XaUTe Ha NoJabpkaHeTo Ha ycayrute JloctaBuukbT ocurypsasa Service Desk Level 1 cbe

CBOTBETHUTE MapaAMETPHU:

Ne | TlapameTnp CroiiHocT
1. | Tenedon

2 EnextpoHneH azpec

3. | Yeb nopran

4 Pexxum Ha pabota 24x7




