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OBCAYXBAHE Codun

Ipuinoxenne Ne 2
KbM pamMkoB gorosop Ne II'-C®-42/24.11.2023 r.

3A4BKA no Pamkos 0ozoeop Ne II-CD-42(I10-16- a0
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IMo3unus ot

TIT-2024 r.: 13

Onucanne Ha
AeiHOCT/TIpOEKT
ceriacuo IIT:

IIpedocmaesne na cuzypHa, HAOeNHCOHA U GUCOKOHANUYHA Cpedd U CUCMEMHO
aoMuHucmpupare Ha uHGopmayuoHHu cucmemu 3a Hysxcoume va AJJOU (laaS)

CPV kox 72250000-2

H3uckBane 3a
AOCTBII 0
kiaacuunupana | HE
nHpopManus
JA/HE

Croiinocr: (cmotinocmma
cnedga Oa cvomeemcmea Ha
sanoocenama ¢ Ilnan-epaguxa)

oe3 IJIC

393 750 ne. 6e3 JAC

Ha gacTty, kakTo ciensa:
3a nepuona 01.07.2024 r. — 31.12.2026 r., clieq mojanucBaHe Ha
npHeMo-TIpelaBaTelieH IMPOTOKON 1o Wi 6 OoT Jorosopa 3a
CHOTBETHHS TPHMECEUYECH IIEPHOJ, YHOCTOBEpSBAIL IpUEMaHe Ha
Cpoxk 3a IIamage; | M3BPIICHHATE JCHHOCTH N0 MPENIOCTABAHE HA CHTYPHA, HAEHK/IHA H
BHUCOKOHAJIMYHA Cpela M CUCTEMHO aJMHHWCTPHpaHe Ha
uHpopmammoHH cucremu Ha AJIOU, kbpM KoifTo ce mpuiara
nepuooudHo unu op.) JOKJIa/ M u3/1ajieHa $pakTypa 3a CbOTBETHUS TPUMECEYEH TIEPHO]L,.
3a ecako 4-mo mpumeceuue na 2024 2.,2025 2. u 2026 2. cneo
noonuceare Ha npueMo—npedaeamereH NPpOMOKOI NO 4. 6 om
Q0ozo6opa u uzdadena gaxmypa 0o 15-mo wucno npez dexemepu 3a
CbOMEBEMHUA MPUMECEUYEH nepuod

(eoHokpamHo, Ha yacmu,

Ilnamane ¢ aKkpeauTHB

HE
JA/HE
JoKyMeHTH 3a IUIamaHe ¢ HE
AKpeIHTHB

Cpoxk Ha wu3nbJaHeHue: (om
oama — 00 dama unu 8 meceyu,

Om 01.07.2024 2. 00 31.12.2026 2.
aKko He e 006bP3aH ¢ KOHKpEemHA

oama)

I'apannmoHeH cpok: HE E ITPHITOKHMO

OTtunTane: (nepuo@ulmo — | Ha gactu, kakTo cie/sa:

nocouea ce nepuoo, | 3anepuona 01.07.2024 r. —31.12.2026 r., ¢ noANMCBaHEe Ha MPHEMO-
eOHOKPamHo, Cpok 3q | MpenaBatenen mpoTokon mo Y. 6 OT AOrOBOpa 3a CHOTBETHHMS

! Ot6enssBa ce B cinyyaii Ye 3asBKaTa € aKTyaIM3ApaHa



omyumane, omyenHy | TPHMECEYEH INEPHOA, yAOCTOBEpABALl IIPHEMAHE HA H3BbPLICHHIC
ooKyMermu) IeHHOCTH M0 TMpelNocTaBiHe Ha CHIYpHA, HaIeXKIHA H
BHCOKOHAJIHYHA CpeJa H CHCTEeMHO AaJIMHHHCTDHpaHe Ha
HHpOpMAITHOHHH cHcTeMH Ha AJI®I. KBM KOHTO ce MpHIara
JOKTAT H H3naneHa GaxkTypa 3a ChOTBETHHS TPHMECEUYESH TIEPHOT.
3a Bcaxko 4-to TpHMecedHe Ha 2024 r.. 2025 r um 2026 r cuen
MOANHCBAHE HA NpPHEMO-TIpejiaBaTesIeH MPOTOKOP Mo 41. 6 0T
AOropopa I € INOAIIIICBAlle IIa INpPHeMO IpeaanaTeiyell IIPpOTOKOI IO
15-T0 9HC/I0 HAa Mecell JeKeMBPH .

3a nepuooa 15.12.- 31.12. Ha cvomeemHama KaleHOAPHa 200UHA
coouna oetirnocmurme no npedacma&ﬂne Ha nodapbom\'a u npomana
Ha uxmeprem cmparuyama va AJPH ce omyumam 3aedHo cve
c1e0eauyus omyener nepuood, Kamo 3a msAx He ce ObIAXCU 3aniaujae

IIpuioxKeHns: (Hanp.:
mexHu4ecK napamempu,

= TexHuuecku napasxtempu
oopaznyu Ha amvyemsn

OOKYMeHMU)

Hacrosimara 3asiBKa /1a ce M3IbJIHH NPH YCJIOBHATA HA NpHJIoKeHHTe TeXHHUECKH
napaMeTpH.

3JASIBKATA e H3I'OTBEHA U CBIVTACYBAHA OT:

KoopmmaTop o 3asiBKaTa:

PrkoBoauTe HA
NPOEKT/IeHHOCT MO 3asiBKATA
(manp: IpejcTaBHTe]l  Ha

JHPEeKIHATAa — 3asBHTEII):

3AABKATA e OJIOBPEHA OT:

PbkoBoauTes1 Ha J0roBopa or
crpana Ha BB3/IOZKUTEIA:

3JASABKATA e ITPHETA 3A MBIThJTHEHHUE OT U3ITh/THUTE.IS:

Koopauuarop or
s»Hudopmanunonao
obcayxsane” A/l mo 3asiBKaTa

PuKoBoauTeN HA
NPOEKT/JeHHOCT MO0 3asiBKATA

PukoBoauTe o

H3NbJIHeHHeTo Ha /loroBopa or

»AHPopMannoOHHO ‘
obcayxBane“ AJl

v

3annuyaBaHuATa B JOKYMEHTUTE Ca Ha OCHOBaHMe un. 4 ot O6LmMA pernaMeHT OTHOCHO 2
3awmTaTa Ha gaHHuTe - PernameHT (EC) 2016/679







TEXHUYECKHU TAPAMETPH

3a

»lIpenocTaBsiHe Ha CHTYPHA, HA/IeK/IHA U BUCOKOHAJIUYHA CpeJa H CHCTEMHO
aIMHHHCTpHPaHe HAa MH(popManuoHHU cucTeMu 3a HyxauTe HA AJIPU (IaaS)“

A) IaaS napamerpu:

A.1. O6m 6poi BUpTyatHH MamuHu — 18 Opost;

A.2. Cp3aBaHe u HaCcTpOiIKa HAa BUpTyasiHa MamuHa VM — 1 6poi;

A.3. Bupryanna npouecopuaa moiHocT VCPU [vCores]| — 44 6pos;

A.4. Bupryanna oneparuBaa mametr VRAM [GB] — 128 GB;

A.S. Bupryanna quckosa nametr vHDD [GB] -9 000 GB;

A.6. Bupryamau uarepdeiicu vCOM — 18 6post;

A.7. OcurypsiBane Ha 1Gb mpexoBu nopt — 1 6poii;

A.8. Bupryanna nuckosa namert 3a pezepsupane vVHDD BACK [GB] - 18 000 GB;

A.9. Bupryanna mpexoBa cBbp3aHocT VNet [Gbps] - 1 Gbps;

A.10. JlocraBka Ha uHTepHET - 100 Mbps cumMeTpruUeH cIioie/ieH KaHaT,

A.11. MpexoBa cebp3anoct Mexay AJIOU u UO AJl — TemHO BiakHO — 2 Opos;

A.12. 3ammra Ha BbTpemieH [Pv4 anpec — 200 6p.;

A.13. 3amura Ha BbHIeH [Pv4 anpec — 4 Op.;

A.14. 3ammTa Ha enekTpoHHAa nomeHcka KyTust — 200 6p.;

A.15. 3amura Ha ye6 noptan — 1 0p.;

A.16. UucTananus u KoH(QUTYpalus Ha OTIepalliOHHN CHCTEMH — 2 Haca.

B) IlpenocraBsine Ha uHpopMaTHOHHA U KOMYHHKANHOHHA TexHoJJorndau (UKT)
yeIayru

B.1. 24x7 Ilentsp 3a yciyru (Service Desk)

B.1.1. YnupaBiienue Ha UHIIMJICHTH;

B.1.2. YnpaBnenue Ha mpoMeHH;

B.1.3. Yopasnenue Ha KOHUTYpaIH;

B.1.4. YpaBneHnve Ha HATMYHOCT U KararuTeT;

B.1.5. Yopasnenue Ha nH(pOpMAIMOHHA CUTYPHOCT;

B.1.6. YpaBrienue Ha 3asiBKH;

B.2. CuctemMHO afMUHUCTpUpAHE:

B.2.1. Yopasnenue u HaO10/IeHNE HA ONIEpaIlMOHHATE cucTeMu Ha o0ocobenute KT
pecypcu — 8 yaca/mecer;

B.2.2. Ynpasnenue u HaOmoaenue Ha MS Exchange - 16 yaca/mecerr;

B.2.3. [Ipernen Ha CbpBbPHUTE CUCTEMU 3a HAJIMYUE HA 3JI0BpEJCH coTyep;

B.2.4. PezepBupane u Bh3CTaHOBSIBAHE HA CUCTEMHA M TOTpeOuTeIcKa HHPOpMAIUs 1
JTaHHHU.

B.3. OcurypsBane na UKT 3ammru:

B.3.1. 3ammra Ha BhTpemHnTe UKT pecypcw oT mpoHHMKBaHE Ha 3IOBPENCH KO B
OTIepPallMOHHUTE CUCTEMH;

B.3.2. 3ammuTa Ha BRHIIHUTE KT pecypcu ot Distributed Denial of Service (DDoS)
aTaku;

B.3.3. 3amuTa oT MpoHWKBaHEe Ha 3JIOBPEJICH KOJ W/HIIN pealu3upaHe Ha aTakd Ipe3
MPUJIOKHO OpHEeHTHpaHaTa yciyra EnxekTponHa momia;

B.3.4. 3amuTa OoT MpoHWKBaHEe Ha 3JIOBPEJICH KO/ W/HIN pealu3upaHe Ha aTakd Ipe3
IIPWJIO’KHO OpHEHTHpaHaTa yciyra ¥Yeb noprai;

B.3.5. QSAAS (Qradar As A Service) — crOMpaHe U aHAJU3 Ha JIOTOBE;



B. 3.6. FW Protection — 3ammura Ha Tpaduka mnpe3 3aiTHa CTeHa.

C. Yciayrara He BKJIIOYBA CHCTEMHO a/IMHHHCTPHPAaHe H NMOJAPbKKA HA KpalHU
KJIHEHTCKH YCTpoiicTBa (KOMIIOTBPHH KOH(pHUrypanuu, nepudepHH ycTpoiicTBa,
MOOHJIHHN YCTPO#icTBA U aP.), pa3nooxkeHd B AP, BKIIOYUTETHO TEPUTOPUHATHUTE
CTPYKTYpH (M3HeceHH padoTHH MecTa) U Apyru Ha Bb3JIO’KUTEJIA.

D. MsicTo Ha mpeaocTaBsiHe HA ycJIyrara:

UKT undpactpykrypa Ha JlocTaBunka Ha yCIyTrH:

e Jlokarus Codus, yia. JIvuesap Cranuen Nell;

o Jlokarus Codus, yo1. [Tanaiior BoioB Ne 2;

o Jlokarus Codus, yi. [Topyunk Hememuo boruer Ne 33, EQUINIX SO2.

E. loxknaau 3a yeayrara

[Ipu npenocraBsiHe Ha yciyrara ja ObJIaT OCUTYPSIBAHU CIIEHUTE TOKIJIAIH 32 yCIIyTara:

E.1. HatoBapBaHne Ha npouecopu;

E.2. 3aeTocT Ha oniepaTuBHA TTAMET;

E.3. HaroBapBane Ha TMCKOBH MacuBH;

E.4. HaTtoBapBaHe Ha BXOJHO-M3XOJICH MPEKOB Tpa(uK;

E.5. Otuer ot QSAAS (Qradar As A Service) 3a chOupaHuTe U aHATU3UPAHU CHOUTHUS
— Ha BCEKU TpU Mecella;

E.6. OTuet oT U3BbpIIEHO CKAaHUpAHE 3a YSI3BUMOCTH Ha UHTEpHET caiita Ha AJIOU —
Ha BCEKU IIIeCT Mecella;

E.7. OT4yer oT U3BBPIIEHO CKaHUPAHE 3a ySI3BUMOCTU Ha CbPBBPUTE — HA BCEKU TpU
Mecena;

E.8. OTuer oT N3BbpUIECHO CKAHUPAHE HA 3alUTHATA CTEHA — HA BCEKU TPU MECela;

E.9. OTuer Ha MHIIUJICHTUTE — HA BCEKU TPU MeEcCella;

E.10. OTtder OT W3BBpIICHUTE MPOBEPKH HA TOJHOCTTA HA pPE3EPBHUTE W/WIA
apXUBUPAHU KOMUs ¢ MHPOpMAIUs, ChIIIAaCHO U3UCKBaHUATA Ha wi. 32, ain. 4 or HMUMMUC —
B Kpas Ha BCsIKa KaJleH/lapHa roJInHa;

E.11. IIpoToxoJ OT U3BBPIIEH TECT 33 HENIPEKBCBAEMOCT Ha yCIyraTa — B Kpast Ha BCIKO
TpUMeceUHe.

[Ipu HEOOXOAMMOCT OT yBeMUYaBaHe Ha CTOWHOCTUTE Ha laaS mapamerpure, MOCOYCHA
B T.A), U3NBJIHUTENST 1€ TMPEeJIOCTaBH Ha BB3IOKUTeNs odepra 3a MpPOMsHA Ha
BB3HATPaXCHUETO TI0 3asBKaTa. |Ipu mocturane Ha chrilacke CTpaHUTE e aKTyaln3Hpar
3asiBKaTa chriacHo wi. 1, ai. 12 ot norosopa.

F. Cnopa3ymenne 3a HuBa Ha ycayrara (CHY)

Omnpenenenns:
Tepmun Hebununms
WznmemauTen/JoctaBunk Ha IIpemoctassin UKT ycmyru
YCIYyTH
Br3noxuren/KiaueHT [Torpeduten va KT ycmyru
[ToTpebuten [IpencraBuren Ha KJIMEHTA
Hamuunoct CrocoOHOCT Ha KOMIIOHEHT WJIM YCIyTa Jia W3MbJIHSBAT

O4dakKBaHaTa

oT TaX (QYHKIHS KbM ONpeelieH MOMEHT Wi 3a

OIIPCACJICH IICPUOJ OT BPEMC




Hanuunoct B HIpOLCHTH

HpOI_IeHT’bT Ha  OOTOBOPCHUTC YaCOBC, 3a KOHUTO
KOMIIOHCHT HJIU

yciayra € JOCThIIHA 3a OIIPECACJICH IICPHUO OT BPEMCE.

Paborau mamn

Ot llomemenuuxk 1o llerpk 0e3 HaUWMOHAJIHUTE W
opUIHATHH

IIpasHuIx

PabGoTtuu yacose (PaboTHo Bpeme)

PaboTHO BpeMe Ha yciyrara ce Hapu4a BPeMETO, B KOETO
yciyrara

CC I10JI3Ba aKTUBHO U € HAJIMYHA TOAAPHIKKA

Numunent

Besko cpbuTtHe, KOeTO MpUYMHSBA WIM MOXE Ja
MpeIM3BUKa HETJITAHUPAHO MTPEKbCBAHE U/WITK TPOMSTHA Ha
KauecTBOTO Ha

yciyrara.

Henoctpronoct

HecrocoOHocTTa Ha ycimyra widm dYacT OT yciyra ja
OCUTYpH

HOPMAJIHOTO O6CJ'Iy JKBAHC.

HJIaHI/IpaHO HIPEKHBCBAHC

[TmaHupana HEJOCTHITHOCT Ha yClIyrara.

Hennanupano npekbcBaHe

HeouakBana HEIOCTHIIHOCT Ha €¢lHa Yyciyrata ujid
SHAUYUTCIIHA

JiIerpaianys Ha Ka4eCTBOTO Ha ITpeJijiaradara ycjiryra

CHY

CHOpaSYMeHI/IC 34 HMBA Ha ycJiyrara

1. PE3IOME

To3u noxymenT npesactasissa nucMeno CHY mexny Knuenrta u JloctaBunka

Ha yciyrara, 3a HuBaTa Ha yciyraTa, KOuTo TpsioBa Ja ObJaT MOCTUTHATH IpU

MpeaoCTaBAHCTO n. Hupara na yciyrara ca perilaMCHTUPAHU YPE3 MMapaMCTpU

U CTOMHOCTH 3a BCEKHU nmapaMeTbp. CHY MMOKpHBa IIPEAOCTABAHCTO HA YCIIYTUTC

onucadu B O0xsara ua CHY.

[IpennasHaueHneTO HA TO3M JOKYMEHT € JIa:

® U34CHHU HYXIUTC Ha KnuenTa 1o OTHOIIEHHE Ha KJIIOYOBHUTE

nmapaMeTpH 3a MpeIoCTaBsIHe Ha yCIyTaTa;

® U3paBHU OYaKBAHUATA HA KIIMCHTA C Bb3AMOKHOCTUTE HA I[OCTaB‘-II/IKa;

® [IpeaoCTaBu HCO6XOI[I/IMaTa OTUYCTHOCT 3a pa60TaTa Ha ycjiyrara;

e noanomortae nogoopenuero Ha MKT obcmyxBaneTo.

2. TIEPNO/

Criopa3yMeHHETO € BaJIHMIHO 3a CPOKa Ha 3asBKaTa MEXIy CTPaHHTE HIIH JI0



HErOBOTO 3aMECTBAHE C HOBO PEBH3HMPAHO CIOpa3yMEHHE, OJ0OpPEHO OT
CTpaHHTe 110 criopa3yMeHueTo. ToBa criopasyMeHue Iie ce Mperiexia BeTHBK
FOJIMIIHO, HO MOXe J1a Ob/ie OOHOBSIBAHO 110 BCAKO BpeMe Cliel] 0100peHUeTOo

Ha CTPAHUTE 110 CIIOPAa3syMEHHUETO.

3. OBXBAT HA CHY

Unenruduxanus na Mime Ha ycayra
yeayra

SMS023 CUI'ypHa, HAJIOXK/IHA U

4. IIAPAMETPU HA YCIIYTATA

B nponeca Ha npeaocTaBsHe Ha yciyrara yIpaBJICHHETO Ha Ka4eCTBOTO INE
ObJie HenpeKbCHAT IPOIEC Ha KOHTPOJI Ha IapaMeTpUTe Ha yciyrara |
YCBHBBPIIECHCTBAHE HA JIEHHOCTUTE 110 HEHHOTO M3IIBJIHEHUE. 32 OCHTYpsIBaHE
mapaMeTpuUTe Ha YyclOyrara JOCTaBUMKBT mnojambpxka Service Desk ot
crienuaarcTy Ha JlocTaB4MKa Ha yCIIyTH 3a 00ciy KBaHe Ha NOTpeOUTeIMTe Ha

ycIIyrure u HabIoIeHHe Ha YCITyTUTE.

4.1. MsicTo Ha IpelocTaBsHe Ha yciyrara:

UKT undpactpykrypa Ha J[ocTaBunka Ha yCIIyTH:

e Jlokanus Codus, yi. JIpuesap Cranues Nell;

o Jlokanus Codus, yi. ITanaiior Bosos Ne 2;

e Jlokamus Codus, yi. Ilopyunk Henemgo borues Ne 33, EQUINIX SO2.

4.2.PexxuM Ha yciayrara

Pexxum Ha yciryraTa e nieprojia, B KOMTO yciryraTa ce 110J13Ba B € HaJTH9Ha
IOJUIPBXKA 3a Hes. I3BBH pabOTHOTO BpeMe yCIIyruTe Morar jia padotsr 6e3

Jla ca rapaHTUpaHd HUBaTa UM OT JloCTaBYMKa HA YCIIyTH.

Infrastructure as a Service (IaaS) - IlpenocraBsize Ha)

BHCOKOHAJIMYHA Cp€la U CUCTEMHO aIMUHUCTPHPAHE

Ha HHGOPMAIMOHHY CHCTEMH 3a HYXuTe Ha A IO

Ne | Ilapamersp CroiiHoCT 3abenexka




1. Pexxum Ha yciyrara 24x7 HenpexbcHato paboTHO BpeMe.

4.3. HanuuHocT Ha yciryrara

HanuyHocTTa Ha ycimyrara npeacTaBiisiBa ChOTHOIIEHHETO HA BPEMETO, B
KOETO yciayrara paboTH M BpeMETO, B KOETO YCIIyrara € CIpsila WIH € C
HaMaJIeHa ITPOU3BOAMTEIIHOCT HAa MeceyHa 0a3a, ¥ ce M3YMCIIsBa 110 ClIeIHaTa
hopmyna:

[Hamuauoct Ha yemyrarta B %]|=(([[oroBopeno Bpeme nHa VYcmyrara) -
> [Beuuku npexbeBaHus B JOroBOpeHOTO BpeMe | *[Bimsiaue Ha uHIuaeHT]) /

([[1oroBopeno Bpeme na Ycmyrara]))*100

Hpexbcsaumna ce oruuTar Ha Oaza HHIUMJACHTUTE, KOUTO Ca JIOBCJIU 10

HepaboTOCIIOCOOHOCT Ha yCIIyrara IO CJIe{HUS IPUHIIAIL:

e Bimsnue na wuHnmaenta — Hucbk (pu BB3JCHCTBHE BBpPXY €JIMHUYHU

notpedurenn) = 0,01 (1%);

e Bmugaaue Ha nHIUAECHTa — CpeieH (IpH BB3ICHCTBHE BHPXY OT/I€] MUK JIOKAIIUS)

=0,50 (50%);

e BimsHue Ha uHUOMAeHTA — BHcok (yciayrata He € HalM4Ha 3a BCHYKH

notpeduremm) = 1 (100%).

[IpexbcBaHUATA CE OTUUTAT YPE3 PETUCTPUPAHUATE HHIMAEHTH OT Kinenra.
[Tpu 3asBKka 3a UHIMAEHT KUIMEHTHT € JUThXEH Ja ONpeleld ChOTBETHOTO
BIIMSIHUE HA MHIMIeHTa. BCHUKu BpeMeHa ce u3MepBaTt ¢ TOYHOCT JJO MUHYTa,

KaTO HAJTMIHOCTTA C€ CMATA Ha MecedyHa Oa3a.

Ne | [Tapamersp Croiinoct 3abenexka

1. Hamuunoct Ha ycinyraTa 99.86% Ha meceuna 6aza.

4.4.Tpaduk Ha IPEKBCBAaHUATA

I'paduxbT Ha IPEeKbCBAHUATA PEITIAMCHTHPA YaCOBUS HHTEPBAJI, B KOUTO
yciyrara Moxke Jja ObJie IUIaHMpaHO NpeKbCHaTa 3a NpoQHIaKTHKA H/WIA

aktyamu3anus. [Ipu ycranoBeHa He0OXOJMMOCT 3a IUTAHUPAHO NMPEKbCBaHE



Ha yciyrara, busHec OTrOBOpHHKBT Ha yciayrara yBeaomsBa KiueHra Ha

ycamyrata u Service Desk Level 1. 3a mnmanmpanm mnpekbcBaHHS Ha

OpeaoCTaBsiHETO HA yCIyraTra C€ U3UCKBa OIIOGPGHHG oT busnec o1r OBOpHHKa

Ha ycmyrata u Kimenra. llpm HemianupaHo npexbcBaHe (MHILIMIEHT)

KimenTsT Ha ycnyrara ysegoMmssa HezabaBHO Service Desk Level 1.

Ne

ITapamersp

CroiiHocT

3abenexka

1.

I'padux Ha npexbCcBaHe

20:00-06:00

[Tpu nnanupany NpeKLCBAHUS.

4.5. MakcumaitHOo BpeMe 3a IIPEKhCBaHe

MaxkcumMatHOTO BpEME 3a NPEKHBCBAHE PEIJIaMEHTHPaA BPEMETO, 3a KOETO

€Ha yCiIyra MOXK€ Ja 6']:1[6 NpEKbCHATA B PETIIAaMEHTHPAaHHUs 9aCOBU UHTEPBAJI,

ChIVIACHO rpadyiKa Ha IPEKbCBAHUATA.

Ne

IMapamersp

CroiiHocT

3a0eexka

1.

MakcumanHo Bpeme 3a

IIpeKbCBaHE

2 MUHYTH

B noroBopeHusT 3a npeKbCBaHe

YaCOBH UHTCpPBAJl.

4.6. Recovery Time Objective (RTO)

IIapameTrsp

CroitHOCT

3a0enexka

BpeMe 3a BB3CTaHOBABAHC HA

yciyrata

1 yac

MakcumairHo BpeMe 3a
BB3CTAaHOBSIBAHE HA yCIIyrara clie/l

CpuB.

IIPpEKbCBAHE Ha ycJyrara .

4.7. YBepomsiBaHe NIPH NIPeKbCBaHE

VBeoMsIBaHETO IPU NPEKBHCBAHE PETTAMEHTHPAa MUHHMAIHOTO BpEME,

npend kKoeto TpsibBa aa Obie MHGOPMHUPAH KIMEHTA 3a MPEACTOSIIOTO

Ne

[Iapamersp

CroitHOCT

3abenexka

1.

YBenoMsBaHe pe/u

IIPEKBECBAHE

24 gaca

B noroBopenusT 3a npekscBaHe

YaCOBH UHTEpPBAJI.

4 8. 1Ipuoputr3anus npu HHIUICHTH

HpHOpHTCT’bT Ha BCCKH HHIHJICHT OIIpE€ACIL BPEMETO, 3a KOETO TOM

cienBa ja Opae paspemeH. IIpuoputeTsT ce ompemens OT BIMSHHETO HA




HHIIUICHTA BHPXY Kpaﬁnme l'lOTpCﬁPITeJ'IPI H CIICIIHOCTTA, C KOATO CJIC/IBA Ja

Ob/1e pa3pernieH.

Biausane HAa HHOUAEHT

Croitnoct Bimsaue Onucanue

1 Hucko [Ipu BB3EHCTBHE BHPXY €AUHUYHH ITOTPEOUTENH.
2 Cpenno [Ipu BB3AECHCTBHE BHPXY OTACI WM JIOKAIIHS.

3 Bucoxo VYcayrara He € HaTUYHA 32 BCHYKH MTOTPEOUTETH.

CuemHocT NpH HHIMIEHT

CroiiHocT CnemHoct Onucanne

1 Hucka WHnuaeHT, @npu KOHNTO HE €  3acer’ara
(GYHKIIMOHAIHOCT Ha
ycIyrara.

2 Cpenna Wunuaent, npu KOHTO HE € 3acerHara OCHOBHA
(YHKIIMOHATHOCT Ha
ycIIyrarta.

3 Bucoka WNHnuaeHT, npu KOHWTO € 3acersaTa OCHOBHA

(YHKIMOHAIHOCT Ha

yciyrara.

[IpuoputersT ce n3uncisiea no popmysara: [lpuopurer = Bimsanue

* CoemHoCT, KaKTo € I0Ka3aHo I0-/I0ITy:

Bausinn
e Hucko (1) Cpeano (2) Bucoxo (3)
Conemnoct
Hucka (1) 1 2 3
Cpenna (2) 2 4 6
Bucoka (3) 3 6 0
IIpuopurer Croiinoct
1-2 Hucsk (1)
3-6 Cpenen (2)
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9 Bucoxk (3)

4.9. Bpeme 3a peaknus pyu UHIUACHT 1 Bpeme 3a pa3zpemnaBane Ha UHIIUICHT

BpemeTo 3a peakius mpu MHIMJIEHT 00XBalia Mepuoia OT JOKJIJBAHETO

Ha WHIMJCHTA, OT NOTPeOHTE/KIHEHT, 10 moeMaHeTo My oT Service Desk

Level 1. Bpemero 3a pa3pemiaBaHe Ha HHIMJEHT oOXBamia mnepuoja OT

JIOKJIAIBAHETO HA WHIUIEHTa, OT IMOTPeOUTEN/KIMEHT, 0 MOMEHTa Ha

BBH3CTAHOBSBAaHE HOPMaIHaTa paboTa Ha yciyrara npu KJIMeHTa/noTpebuTens

or Service Desk Level 1 wm Level 2. Bpemenara ca o0GBBbp3aHu CBbC

CTOMHOCTTa Ha mapamerspa “TIpuopuTeT Ha MHIMAEHTA”, KAaKTO € IOKa3aHO

1O-70ITy':

IIpuopurer Bpeme 3a peaknus Bpeme 3a pazpemasane
Hucsk (1) Jo 4 vaca o 5 pab. nau

Cpenen (2) Jo 2 yaca Jlo 3 pab. quu

Bucok (3) Jlo 45 munyTH o 1 pab. nen

4.10.IIapameTpu 3a CHTYPHOCT

HpH OpeaocCTaBAHE Ha yciyrara, HOCTaB‘-IHKBT e rapaHnTupa CJICIHUTE

napaMeTpH 3a CUTYpPHOCT Ha yciyrara:

4.10.1. Bucoka HaIM4YHOCT;

4.10.2. Bucoko HABO Ha OTKa30yCTOWYHUBOCT;

4.10.3. PesepBupane Ha JaHHUTE;

4.10.4. TlpouemypeH MOIXOI.

4.11.Metpuku Ha yciayrara

Venyrarta me 661 u3mMepBana Ha 6a3a ClIeIHUTE METPHUKH:

Ne | Merpuka Mepna equauna ba3zoBa Ien
CTOHHOCT

WNumuaentu paspemenu ot Service Desk]

1. % (TIpouEeHT) 30% 70%
Level 1
WHnuaenTH, paspelieHnue B paMKUTe Ha

2. % (mponeHT) 80% 98%
neduHUpaHUTEe BpeMeHa
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4.12. loxsiaau 3a yciyrata

IIpu npenocrassine Ha yciayrara me ObJaT OCUTYpsSBaHHU CIICTHUTE JOKIAIH 32
yciyrara:

412.1. HaroBapBaHe Ha IPOLECOPH;

412.2. 3aerocT Ha OIEpaTHBHA IAMET;

412.3. HaroBapBaHe Ha JIUCKOBH MacHBH;

4.124. HarosapBaHe Ha BXOJIHO-U3XO0JIEH MPEXOB TpaduK;

4.125. Otyer or QSAAS (Qradar As A Service) 3a crOupanuTe U
aHAIM3UPAHU CHOUTHUS — HA BCEKU TPHU Mecela;

4126. OTrd4eT OT M3BBPIICHO CKAaHUPAHE 3a YSI3BUMOCTH Ha HHTEPHET
caiita Ha AJI[®U — Ha BCeku meCT Mecena;

412.7. OTt4er OT M3BBHPIICHO CKAHUpPAHE 32 YSA3BUMOCTH Ha CHPBBPHUTE — Ha
BCEKH TPH Mecella;

412.8. Ot4eT OT U3BBPIICHO CKAaHUPAHE Ha 3aIIMTHATA CTEHA — HA BCEKU TPH
Mecela;

4129. Ot4yer Ha HHIUACHTUTE — HA BCEKU TPU MECEIIQ;

41210. Otyer OT WU3BBPIICHUTE MPOBEPKH HA TOJHOCTTa Ha
pPe3epBHHATE W/WIM apXUBHpPaHH KONMHsA ¢ HHOpManus, CHIIIACHO
u3uckBanuaTa Ha wi. 32, ain. 4 or HMUMUC — B kpas Ha Bcsika KaJleHJapHa
rO/IMHA;

412.11. IIpoTokos1 OT H3BBPUIEH TECT 3a HEMPEKbCBAEMOCT Ha

ycCiayrara — B Kpasi Ha BCSAKO TPUMECCUHE.

5. BXO/ITHY TOYKHA

3a Hy)KIMTE Ha MOANbPKAHETO Ha yciyrute JlocTaBuuksT ocurypsisa Service

Desk Level 1 cbc choTBeTHUTE TapaMeTpH:

Ne ITapameTsp Croiinoct

1. Tenedon

2. Enexrponen ajpec support@is-bg.net
3. VYeb mopran https://ps.is-bg.net/
4. Pexxum Ha pabora 24x7

G. Jlexnapanusa 3a ona3BaHe Ha HHGQopMamus OT BCSIKO JIMIE C JOCTHI [0
uHdopmanmonnute pecypcu Ha AJIOU.
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