MUHUCTEPCTBO HA PUHAHCHUTE

METOJIUKA

32 OLICHKA Ha o)epTHTE 32 y4aCTHE B OTKPHUTA NPOLeAypa 3a Bb3JlaraHe Ha 001IeCTBEHA
NopbYKa ¢ npeaMmer ,,i3Hecenu aeiiHoctTu no ynpasJjenue Ha UT yciayru B cucremara Ha
MunucTepcTBo HA GUHAHCHTE

JokymeHT MeToauka Bepcus: 15.2 2015 .




1. BnBenenmune

Kpurepusr 3a orieHka € MKOHOMUYECKH Hai-u3romHara ogepra.

[Tokazarenure, MO KOUTO C€ OLICHSIBAT TEXHUYECKHUTE MPEAJIOKEHUSI, OTHOCUTEIHATA UM
TeXeCT U METOAMKATa 3a ONpeielisHe Ha KOMIUIEKCHAaTa OleHKa Ha o(epTUTE ca HU3JI0KEHU
no-nagony. I[lokazarenure I11, I12, II3 u kputepuuTe KbM TAX HE BKIHOYBAT Yciyra 4
,,KOHCYJITaHTCKM yclIyru B cucremata Ha M®“ u VYcayra 5 ,,JlookoMmIUIeKTOBKa Ha
ceiiectByBamm UT uadpactpykrypu B cuctemara Ha MO,

2. OueHkKa HA TEXHUYECKUTE MPeAI0KeHUs!
(1) OueHkaTa Ha TEXHUYECKUTE MPEMIOKEHHUS CE U3BBPIIBA OT YJICHOBETE
HAa KOMHCHUSATA B CHOTBETCTBUE C IOKA3aTEIUTE U KPUTEPUUTE 3a OICHKAa U C€ OTpa3siBa B
TabliMla 3a OLEHKAa Ha pe3ylnTaTuTe. 3a MOKPUBAHETO HA BCEKU OT KPUTEPUUTE ce JaBa
OlICHKa, CbhIJIacHO Tabiunara ,Kpurepun 3a OIleHKa Ha TEXHUYECKHTE IOKa3aTenu.
Onenkara 3a BCEKM KpUTEpUN, KAaKTO M IMOJIYUEHHUSAT CyMapeH pe3ysTaT 3a ChOTBETHUS
MOKa3aTel ce 3alKCBaT B ChOTBETHUTE KJIETKH HA TaOIUIIaTa 3a OLIEHKA.
(2) Ilokazarenu
a) II1 — Opranuzanusi 1 OpOLECH 3a MPEJOCTABIHE HA YCIYTUTE
b) II2 — YnpapieHue Ha KaUeCTBOTO IPH MPEJOCTABIHE HA YCIYTUTE;
c) II3 — YnparieHue Ha PUCKOBETE MPHU MPEIOCTABSIHE HA YCITyTHUTE.

Onenkute o nokasarenure I11, [12, I13 opopmaT ouieHkaTa Ha TEXHUYECKOTO
IPEJJIOKEHUE Ha CbOTBETHUS YYACTHUK.

(3) OrmenkaTta Ha TEXHHYECKUTE TPEIUIOKECHHS € C TexkecT 65 % ot obmiara
KOMIUIEKCHa olieHKa. Onpeziens ce KakTo clieBa:

TOi = OHI, + OH21 + OH3i,
KbACTO
TOi - OIICHKAa Ha TEXHUYCCKOTO MPEATTOKCHUE Ha 1-TUg YYacTHHK.

OIl1; - orenka Ha i-TOTO MpeyIoKeHue 1Mo mokaszaren I11;
OIl2; - oreHka Ha i-TOTO MPeTOKEHUE 110 mokazaren 112;
OINI3; - oreHka Ha i-TOTO MpeToKEeHUE 1Mo mokasaren [13.

Onenkure no nokaszarenaure II1, I12, II3 odopmAT oleHKaTa Ha TEXHHUYECKOTO
NpeJIoKEHNEe Ha ChbOTBETHHUS YYaCTHHK, KaTo MOJy4yeHaTa OLEHKa 3a BCEKU IOKa3aTell ce
3akpbrisBa ¢ TouHoct 10 0.01.

(4) MaxkcumanHHUIT cymapeH OpoW TOYKM 3a BCHYKH TIOKazarenn e 65

(mectaecet u mer).

3. OmpenensiHe HA OLlEHKHUTE MO NMOKA3aTeJIM H KPUTEPUUTE KbM THAX

3.1. O6um ycioBus

3a BCEKHM IOKa3aTesl ca ONpEIeNIeHH KPUTEPHM 3a OLleHKAa. MakcuMaaHuAT Opoi
TOYKHM MO BCEKH TOKa3aTed € CymMa OT MaKCHMaJHHs OpOil TOYKH 3a BCUYKH KpUTepUH (U
M3MCKBaHUS) KbM ToKaszaTens. CTerneHTa Ha ChOTBETCTBHE C BCEKHU KPUTEpHHl ce OIeHsIBa
ype3 noyiydeHus Opoil Touku. MakcumaneH Opoil TOUKHM MOJydyaBaT caMO MPEUIOKEHUSTA,

KOHUTO HAIBJIHO OTroBapAT W HAAXBBPJIAT CHOPAMO ITIOCOYCHOTO HM3UCKBAHHATA B
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Texunueckoro 3aganue (T3) u e nmokazaHa MpakTUYECKaTa MPUIOKUMOCT U HACOUYEHOCT B
CBHOTBETCTBUE C M3UCKBaHUATa OT 13 mo T.4.2.2 ,,Bozmemy npuHIUNM U YIPABICHUETO HA
UT ycnyrute B8 M®“, 1.7.9.1.1 M3nbaHuTeNnaT cieqBa Ja OpraHu3Mpa JACHHOCTUTE CHU
cbriiacHo npuHnunuTe Ha ocHoBHUTE UT pabotam mpouecu no ITIL B akTyanna Bepcus u
IIpU CIa3BaHE Ha INpUETUTE B cucremara Ha M@ NOIUTUKM, NpaBWiIa U IIPOLEIYypH
1.11.3.1.1 , Jlefinoctute BKiItouBaT ydactue BbB (pasa [lommbprkane (Service Operation) u
VYnpasnenue Ha npuioxkeHusta (Applications Management) oT YrpaBlieHHETO Ha YCIyTHTE
ceriacHo ITIL B akryanna Bepcus.®, 1.11.3.1.7 (moaroukwu ot 1 10 5).
3.2. Cneuudunynu u3ucKBaHUs 32 GOpMHUPAaHE HA OLlEHKHUTE 110 MOKAa3aTeJIn

(1) OIIl - Ouenka no mokaszaren 1 (I11) — Opranuzauus u mpoiecu 3a
IIPEIOCTABSIHE HA YCIIYyTUTE.

OnensiBa ce MOOTAEIHO OpraHU3alusATa U IPOLECUTE 3a IPEXOJHUS IEPUOJ IIO
BEJOMCTBa Ha Bwp3noxurens u nepuoja Ha JEHCTBUTEIHO NPEJOCTABIHE HA YCIYTUTeE
ChIJIACHO M3UCKBaHUATA Ha T3, KOUTO ca mocoyeHu B T. /.7 ,,JI3uckBaHus 1Mo cUrypHoCTTa®,
1.7.8 ,,I3uckBanus 3a omnepaTUBHA ChBMECTHUMOCT™, T. 7.9 ,VI3uckBaHHs 3a ynpaBlicHUE Ha
pabotaute nporecu’, T. 7.10 ,,M3uckBanus kbM JoKyMeHTanusTa™, T. 8 , [Ipexomen nmepuos’,
KaKTO M B M3MCKBAaHUATA KbM JCHHOCTUTE, CBBP3aHU C IIPEJOCTABSIHETO HA YCIYTUTE, KOUTO
ca CBbP3aHU C TO3U MOKa3aTesl U KPUTEPUUTE KbM HEro.MakcUMallHUAT Opoi TOUKH 10 TO3U
nokazaren ¢ 33. OueHkaTa 3a BCeKM YUYaCTHHK Ce TOJIydaBa 10 clieHarta Gpopmya:

OHll = (Hli/HlmaX)*BB,
KBJIETO

OIll; — omeHka Ha OpraHu3alMATa W IMPOLECHTE 3a MPEAOCTaBSIHE Ha
YCIYTUTE Ha i-TUsl YYaCTHUK;

I11; — cyma ot Toukute no kpurepuute Ha [11 Ha i-Tus Y4yacTHUK;

II1,,,x — Hail-Bucokata cyma no kpurepuute Ha [I1 or onensiBanute

TEXHUYCCKH NPCIIIOKCHUA.

(2) OII2; - Ouenka no nokaszarein 2 (I12) — Ynpasnenue Ha KauecTBOTO MpHU
IIPEIOCTaBsIHE HA YCIyTUTE.

Onenkara ce W3BBbpILIBA Ha 0a3a TEXHUYECKOTO IMpENJOKEHHWE Ha YYacTHHKA U
M3MCKBaHUATA 3a YIpaBICHHE Ha KadyecTBOTO IO BeIOMCTBa Ha Bwb3noxutens B
Texauueckoto 3amanue (T3) Ha Bu3noxurens — 1.7.5 ,,YpaBlieHHe Ha KAYECTBOTO , KAKTO 1
B M3MCKBAHUATA 32 KAUECTBO KbM JIEMHOCTUTE, CBBP3aHU C IIPEJOCTABSIHETO HA YCIYTUTE.

MakcumanHusaT Opoil Touku mo To3u mokaszarten € 20. OueHkara ce mnoiydaBa IO
cienHaTa Gopmyna:

OI12; = (I2i/T121ax)* 20,
KBJIETO

OI12; - omenka Ha YmpaBieHHE Ha Ka4eCTBOTO NPH TMPEIOCTaBSIHE Ha
YCIIYTUTE Ha 1-THS YYaCTHHK;

I12i — cyma ot ToukuTe 1o Kpurepunte Ha [12 Ha i-THS Y4acTHUK;

2. — HaW-BUCOKaTa cyma no kpurepuure Ha [12 oT oueHsBaHuTE
TEXHUUYECKU MPEIOKEHHSI.

(3) OII3; - Ouenka o mokazaren 3 (I13) — Yopasiienne Ha pucka

Onenkara ce u3BBbpLIBA Ha 0a3a TEXHUYECKOTO MPEAJIOKEHHE Ha YYacTHHKA H

M3MCKBaHUATA 3a yIpaBJeHHE Ha pHUCKa MO BeAOMCTBa Ha Bwinmoxxurens B TexHHUUYECKOTO
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3amanue Ha Bw3nmoxkurens chriacHo T.7.6 ,,YIpaBieHHe Ha pUCKa®, KAKTO U M3UCKBAHUSITA,
MIOCOYEHHU KbM MPEOCTaBIHETO Ha ycayrute B T3.
MakcumanHUAT Opoil Touku o TOo3M mokaszaten € 12. Onenkara ce moxydaBa IO
cieaHara Gopmyna:
OII3; = (M3i/T13ax)*12,
KbJIETO
OI13; - onieHka Ha YTIPaBJICHUETO HA PUCKA HA 1-TUS Y YACTHHK;
I13; — cyma ot Toukute no kpurepuure Ha [13 Ha i-Tus Y4yacTHUK;
I3,,,x — Hail-Bucokata cyma mno kputepuute Ha [I3 oT oneHsiBanute
TEXHUYECKHU MPEAJIOKECHUSI.
3.3.  OueHka Ha (UHAHCOBOTO Mpe/JIOKEHUE
(1) ®unaHCOBOTO NHPENJIOKEHHE CE€ MPOBEpsIBA, 3a Ja CE€ YCTAaHOBH, 4e€ €
MOATOTBEHO U MPEJCTABEHO B CHOTBETCTBUE C M3UCKBAHUATA HA JOKYMEHTAIIUATA 32 y4acTUe
B mnpoueaypara. KoHcraTupanure apuTMETUYHU TPEUIKU CE€ OTCTPaHSIBAT NP CHa3BaHE HA
CJICIHUTE MPABHIIA:
(a) mpu paznuuHs MEXKIy CYMHUTE, U3Pa3eHH C TUPPH U IyMH, 32 BIPHO
ce ImpreMa CJIIOBECHOTO M3paKeHUE Ha CyMaTa;
(b) mpu HECHOTBETCTBHE MEXKIYy CyMHUTE 0€3 W C HAYUCICH JaHBK
nobaBeHa CTOWHOCT, 32 BSApHA IIIe ce nmpuema cymara 6e3 Hauucien J1/1C;
(c) mpu mocoyeHa camo eaHa cyMa 0e3 KOHKPETHU3HpaHE Jalu € C WIH
6e3 nauucien J/IC, me ce cuura, ye cymara e 6e3 nauuciex J/1C;
(d) xorato oOmara CTOMHOCT 3a M3IBIHCHHUE Ha TOpbhUYKaTa HeE
ChOTBETCTBA Ha CyMara OT CTOMHOCTHTE 3a OTACIIHUTE MO3UIIUM, OOIIaTa CTOMHOCT Ce
M3YUCIISIBA KATO CyMa OT MOCOYEHUTE CTOMHOCTH 32 OT/ACITHUTE MTO3ULIUH.
(2) Ormenkara Ha (PMHAHCOBOTO TPEUIOKECHHUE € ¢ TexecT 35 % oT obmiara
KOMILUIEKCHA OIIEHKa M C€ M3YMCIsiBAa Ha 0a3a MpejyiokeHaTa OT YuacTHHKA IIeHa 3a
W3MBJIHEHUE TI0 clieiHaTa opmyra:
DOi = (Dpip/ P;)*35
KbJIETO:
®O; - oneHka Ha (PUHAHCOBOTO TMPEJIOKEHHUE HA 1-TUSI Y YaCTHHUK;
®,,ip- HaWi-HUCKATa TMpejJiaraHa IleHa 3a U3MBJIHEHHWE Ha TMOpbuykara oOT
pasriaexIaHnuTe MPEII0KEHNUS;
®; — peIoKEeHA TICHA OT I-TUST Y YaCTHHK.

Ouenkute @Oi ce 3akpbriasBar ¢ TouHoct g0 0.01.
B cnyuaii, ye wuma mpemnoxenue 0.00 5eBa, TO YYaCTHUKBT MOTy4yaBa

MaKCHMaJeH Opoil Touku - 35. Becuuku ocTaHamm NpEIOKEHHs CE OLCHSBAT 1O ClIeJHATa
dopmyna:
DOi = (P D;)*30
KbaeTO Dpiy - € MUHUMAaJTHATA HEHYJICBA IICHA.
3.4. KommieKkcHa olleHKAa
MaxkcuMamHUST Opoli TOUKM TPHU W3YKCIsBAHE Ha KOMIUICKCHara orenka ¢ 100.
KommuiekcHara olleHKa Ha i-TOTO MPEAJIOKEHHE ce IMOJydaBa OT cyMaTa Ha OIICHKUTE Ha
TEXHUUYECKOTO U (PMHAHCOBO MPEUIOKEHHUSI 110 clieAHaTa opmyna:

KOi =TO; + ®O;
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KBJIETO:
KOi — xomruiekcHaTa OlleHKa Ha 1-TOTO MPeAoKEHHE;
TOi — olleHKa Ha TEXHUYECKOTO MPEUIOKCHHUE Ha i-THsI Y YaCTHHK |
@O; - omeHka Ha (PUHAHCOBOTO MPEAJIOKEHUE HA 1-TUS Y YaCTHUK.
Ouenkute KOi ce 3akpbriassar ¢ Tounoct a0 0.01.

3.5. KpaiiHo kjacupaHe Ha YYacTHHIHTE

(1) KpaitHoTo KJacupaHe Ha YYaCTHUIMTE C€ M3BBPIIBA CHIJIACHO
KOMIUIEKCHATAa OIICHKA 33 BCEKU Y YaCTHUK.

(2) Ha mppBO MsICTO ce KiIachpa YUYaCTHUKBT C Hal-BUCOKAa KOMIUJIEKCHA
oterka (KO). [Ipu mosy4eHo paBEeHCTBO C€ MOAPEKIAT U KIACHPAT ChIVIACHO Pa3lope0uTe
Ha un. 71, an. 5 ot 30I1:

(3) Cnen npuxirouBaHe paboTaTa HA KOMHCHATA, HEHHHAT TNpelceaaTe
MIPEICTaBs MOANMKUCAH OT BCUYKUTE U WICHOBE MPOTOKOJI 32 YTBBPKIaBaHe OT Bb3noxurens.

TouykuTe Ha BCEKM IIOKa3aTell WM KPUTEPHid, KBIETO TOBa € YyKa3aHO, ce
MOJTy4aBaT KaTo C€ YMHOXAT MOJYYCHUTE TOUKH MO0 ChOTBETHHUS KOCPHUIIMECHT Ha TEIKECT.
Kpurtepuu 3a oneHKa Ha TEXHHYECKHUTe MOKa3aTe/u Ha odepraTa

MOKA3ATEJ/KPUTEPUM 3A OLIEHKA Bpoii
TOYKH
1 IMoka3zaten 1 (I11) — Opranu3zanus u nNpouecu 3a 10 33
NpeIoCTaABsSIHE HA YCJIYTUTE
1.1. Kpumepuii 1.1:Koepuyuenmvm na mescecm no mosu
Kpumepuii e 3. no 4
Ilpexooen nepuoo
1.1.1. | M3uckBane 1.1.1: lepuHupaHe HA OCHOBHUTE PAaOOTHH
npouecu
B ciyuaii ye ca nedpuHMpaHn OCHOBHUTE PabOTHH IMPOIECH H
ca MOCOYECHU OCHOBHHTE MM (has3u:
a) yrpaBJIeHUE Ha WHITUAEHTH:
- yOpaBJCHHME Ha 3asABKa, BKJIFOYBALIO PETUCTPAIMS,
KIacu(UKanus; TPUOPUTU3ALIUS;
- IMarHOCTHKA, ECKAMPAHe U HUBA HA €CKaJIAIlUs;
- pelaBaHe Ha 3asiBKaTa U ONMCAHKUE Ha PEIICHHUETO;
- 3aTBapsiHE Ha 3asBKaTa;
- ONMCAaHMU Ca BPB3KUTE KbM JAPYTd PaOOTHU MPOIECH, UMAIIN 2
OTHOIIIEHHE KbM YIPABICHUETO HA UHIUICHTH.
0) ynpaBieHle Ha IPOMEHU:
- YIpaBJcHHE Ha WHUIIUMPAHA IPOMSIHA ChOOPa3HO OCHOBHHTE
i craTycH: perucTpupaHa; oJ00OpeHa; BB3JIOKEHA; TECTBaHA
BHEJIPEHA,
- aHT@XHPAHOCT HAa CKUIK 3a W3BBPIIBAHE HAa MPOMSHATA
cboOpa3Ho cTaryca i,
- yIpaBJICHHE Ha 3asBKa 3a CICIIHA TpoMsHa (emergency
change);
- IOKYMEHTUPAHE Ha IPOMSHATA;
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IHOKA3SATEJ/KPUTEPHUU 3A OLIEHKA

bpoit
TOYKH

- OMHCaHU Ca BPB3KUTE KbM JAPYrH pabOTHU MPOLIECH, UMAIIU
OTHOILIEHHUE KbM YIIPaBJICHUETO HA IPOMSHATA.

B) yIIpaBJIEHUE HAa KOH(purypanum:

- OIIMCaHME Ha IIpoleca Ha CbXPAaHEHHUE U aKTyallu3UpaHe Ha
enementure or WT wunbpactpykTypara Ha Bbimoxurens,
KOUTO y4acTBaT IpU IIPEJOCTABSIHE HA JaJI€Ha YCIyra,

- ONKMCaHME Ha pONUTe M cdepuTe Ha OTrOBOPHOCT HA
W3mbsiHUTENS B IIpoLieca Ha YIpaBieHne Ha KOH(PUTYpaIUHUTE;
- ONHMCaHU ca BPB3KU KbM JPYrd paOOTHH MPOLECH, WUMAIIU
OTHOILIEHHE KbM YIPABICHUETO HA KOH(UTYpaIIUUTE.

C) YIpaBJICHUE HA CUTYPHOCT:

- ydacTHe IMpH YIPABICHUETO HAa MH(POPMALMOHHUS PUCK MPU
IPEIOCTaBsIHE HA JAJIeHA YCIIyra ChIJIACHO CBIIECTBYBALIUTE
npu  Bb3noxurens  mpouecu  3a ympaBlIeHHME — Ha
MH(pOpMalLlMOHHATA CUTYPHOCT;

- YCTaHOBSBAaHE HA CBOTBETCTBHE OT HAIUYHU IIpU
W3nbaHUTENS OAWTOPU 32 CHOTBETCTBHE B OPraHU3ALMITA MY
C TMOJMUTHUKHUTE, HOpPMAaTUBHATa ypenbda U NPUIIOKUMUTE
CTaHJAapTH M TOJUTHUKHUTE Ha Bwp3noxurens c ornen
rapaHTUpaHe Ha CUTYPHOCTTA IIPU MPEAOCTaBIHETO Ha JaJeHa
yclyra W IpenocTaBsiHe Ha Bb3noxuTens Ha CbOTBETHATa
uH(popManus;

- U3BBPILBAHE HA aHaJIM3, M3TOTBSHE Ha TPENOPBKU U
onpejeNssHE Ha HOBM TPOLECH 3a YOpaBJIE€HUE Ha
MH(pOpMallMOHHATA CUTYPHOCT;

- OIMCaHU ca BPB3KU KbM JIpYyrM pabOTHU MpPOLECH, UMAIIH
OTHOIIEHHE KbM YIIPaBJICHUETO Ha CUTYPHOCTTA.

[Ipu onricanneTo Ha OCHOBHUTE PAabOTHU TIpolIeCcH € 0OXBaHaTa
MOCJIEIOBATEIHOCTTa OT JEWHOCTH, IOCOYEHU Ca EKHUIIUTE,
KOUTO TH OCBIIECTBIBAT, OOOPYABAaHETO, MPUIIOKEHUSATA,
uH(popMaluATa, KaTo 3a BCEKU €IUH OT OMHCAHUTE PabOTHH
IpolLecH € B3eTa MpeABH] crneuudukara Mo BEJOMCTBA Ha
Bb3noxurens B IEMHOCTUTE MO MPEIOCTABSIHE HAa YCIYTUTE.
Y4acTHUKBT € omucall MOHE OIIE€ €IWH ChIIECTBEH paboTeH
MPOLIEC, U3BBH MOCOYEHUTE OT Bb3nokuTens, Karo € omnucai
OCHOBHHUTE My (a3u H € Cchna3wl IO0COYEHUTE TO-Tope

HN3UCKBAHHKA 3a OIIMCAHHUETO MY.

* B cnyuaii dye ca nepuHUpaHU OCHOBHHUTE PAaOOTHU MPOLECU
U ca MOCOYEHU OCHOBHUTE UM (hazu:

a) yrpaBJeHHE HA HHIHJAEHTH:

- yIOpaBJIeHHE Ha 3asiBKa, BKJIIOYBAIIO PETUCTPALUS;
KJacupuKaLus; TpPUOPUTHU3ALINS,

- TMarHOCTHKA, €CKaJIMpaHe U HUBA Ha ecKaJlalus;
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IHOKA3SATEJ/KPUTEPHUU 3A OLIEHKA

bpoit
TOYKH

- pelIaBaHe Ha 3asBKaTa U OMMCAHKUE Ha PELICHHUETO;
- 3aTBapsIHE Ha 3asBKara;

- OIMCaHMU Ca BPB3KUTE KbM APYrd PabOTHU MPOLECH, UMAIIH
OTHOLIEHHUE KbM YIIPaBJICHUETO HA HHLIUICHTH.

0) ynpaBjieHUE HA NPOMEHM:

- YIpaBieHHE Ha MHULUHPaHa IPOMsIHA ChOOPa3HO OCHOBHHUTE
i craTycu: perucTpupasa; oJoOpeHa; Bb3JIO0KEHA; TECTBaHa
BHEJ]PEHA;

- AQHra)XMpPaHOCT HA EKUIIM 3a W3BBPILIBAHE Ha IMpOMsIHATa
cbOOpa3HoO cTaTyca i;

- yIOpaBl€HUE HA 3asBKa 3a CIEIIHAa IpoMsHa (emergency
change);

- TOKYMEHTUPAHE Ha IIPOMSHATA,

- OIIMCaHM ca BPB3KUTE KbM JpYru pabOTHH MPOLECH, UMAIIH
OTHOILIEHHUE KbM YIIPaBJICHUETO HA IPOMSHATA.

B) yIIpaBJIeHHE HAa KOH(Urypanum:

- OIIMCaHME Ha IIpoleca Ha CbXPaHEHHE U aKTyaJlu3upaHe Ha
enementute or WUT wundpacrpykrypara Ha Bwbinoxurens,
KOUTO y4acTBaT IpU IPEJOCTAaBSIHE HA JaJIeHa YCIyra,

- OINMCaHME Ha poONUTe U cdepuTe Ha OTTOBOPHOCT Ha
W3nbaHuTens B mpoleca Ha yIpaBieHUe Ha KOHPUTYPALIUUTE;
- ONHCaHU Ca BPB3KU KbM APYTd paOOTHH IPOLECH, WMAIIU
OTHOIIICHHE KbM YIPABJICHUETO HA KOH(MUTYpaITUHTE.

I') yIpaBjeHUE Ha CUTYPHOCT:

- y4acTHe NpH YIpaBICHUETO Ha UHPOPMAIIMOHHUS PUCK NPHU
IPEIOCTaBsiHE HA JaJieHa YCIIyra ChIJIACHO CBIIECTBYBAIIUTE
npu  Bb3noxurens — mpouecu  3a  yhnpaBiIeHHME — Ha
MH(pOpPMallMOHHATA CUTYPHOCT;

- YCTaHOBSBAaHE Ha CBOTBETCTBHE OT HAJIUYHU MpU
W3nbaHUTENs OAWTOPU 3a CHOTBETCTBHE B OpraHU3ALMITA MY
C TMOJUTHUKHUTE, HOpPMaTUBHAaTa ypeada U MIPUIIOKUMHUTE
CTaHJAapTH M TOJUTHUKHUTE Ha Bw3noxurens c ornen
rapaHTUpaHe Ha CUTYPHOCTTA IPH MPEAOCTaBIHETO Ha JaJeHa
yciyra W IpenocTaBsHe Ha Bb3i0xkuTens Ha CbhOTBETHATa
uH(popManus;

- U3BBPIIBAHE HA aHaJM3, HU3TOTBSHE Ha TPENOPBKU U
omnpejeNsHe Ha HOBM NPOLECH 3a YOpaBlieHHE Ha
nH(pOpMallMOHHATA CUTYPHOCT;

- OIMCAHU ca BPB3KU KbM JIpYI'M pabOTHU MPOLIECH, UMAIIU
OTHONIEHHE KbM YIPABICHUETO Ha CUTYPHOCTTA.

[Ipu onrcanneTo Ha OCHOBHUTE PAOOTHU MPOIIECH € OOXBaHATa
MOCJIEIOBATETHOCTTAa OT JAEMHOCTH, NMOCOYEHH Ca EKUIIHTE,
KOUTO TH OCBIIECTBIBAT, OOOPYABAaHETO, HPUIIOKEHUSATA,
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IHOKA3SATEJ/KPUTEPHUU 3A OLIEHKA

bpoit
TOYKH

uHpOpMaLKATa, KaTO 3a BCEKH €JMH OT ONMHCAHUTE pabOTHU
npolecd € B3eTa NpeABH] crenudukara 1Mo BEIOMCTBAa Ha
Bb3noxurens B JEMHOCTUTE 10 PEAOCTABIHE HA YCIIYTUTE

B cayuaii ye e mporycHat eauH paOOTEeH MPOIIEC: yIpaBIeHUE
Ha HUHIUACHTH, YINpaBJICHUE Ha IPOMEHHU, YIpaBICHHUE Ha
KOH(HUTypanuu, ynpapjieHHE Ha CHTYPHOCT C€ CUMTa, Y€ HE Ce
W3NBIIHIBA HM3WCKBaHE Ha Bb3mokuTens M YYacTHUKBT CE

OTCTpaHABa OT MMO-HATATBIIHO Y4aCTHUC.

1.1.2.

N3uckBane 1.1.2: B3aumogeiicTBHe MeXKIY eKHMIINTE

= B ciuyyail, 4e € HU35ICHEHO B3aMMOJICICTBHETO Ha BCHUYKH
€KUITH Ha YYacTHHKA, BKIIOYUTEIHO U C Te3U Ha Bu3noxkurens,
ydacTBall B OCHOBHUTE pabOTHHU MporiecH Ha Bb3moxurens
(ynpaBieHue Ha: HHIMICHTH; NPOMEHH; KOH(UTyparuu,
CUTYPHOCT), KakTO M TO JONBIHUTETHO TOCOYEHHUS OT
VYyacTHHKa pabOTEH MPOIEC MO MPEIOCTABIHETO HA YCIAYTUTE U
Mo BeJOMCTBa Ha Bwb3noxkurens, Karo He ca MPOIYyCHATH
PabOTHH MPOIIECH.

= B cnyqaﬁ, € € HU35ACHCHO BSaHMOﬂeﬁCTBHCTO Ha BCHYKH
CKUIIN Ha y‘laCTHI/IKa, BKIIFOUHUTCIIHO U C TC3U HaA B’LSJ’IO)KI/ITGJ'IH,
ydacTBalmid B OCHOBHUTC pa6OTHI/I npoucecu (yr[paBJICHI/Ie Ha:
WHIIMACHTH, IIPOMCHH,; KOH(i)I/IpraI_II/II/I, CI/IrypHOCT) 110
npeaoCTaBAHCTO Ha  YCIYTHUTC nu 10 BCAOMCTBA Ha
BBSJ’IO)KI/ITCJ'IH, KaToO HEC Ca IIPOITyCHATH pa6OTHI/I Ipouccu.

* B ciydaii 4ye He € U35ICHEHO B3aMMOJECHCTBUETO HAa BCUYKU
€KUM Ha Y4YacTHUKA B €IUH paboTeH npouec (yrnpaBieHHe Ha:
UHIMUJEHTH; TPOMEHHU; KOHQUIypalHuH, CUTYPHOCT) o
IIPEIOCTaBSIHETO HA  yCIAyrUTE M IO  BEJOMCTBA Ha
Bb3noxurenss uam e nmpomycHat paboTeH MpoLEec ce CUMTa, ue
HE ce U3IIBbJIHABA U3HCKBaHe Ha Bb3noxkuTens 1 Y4acTHUKBT ce
OTCTpPaHABA OT MO-HATATBIUIHO YYacTHE.

1.2.

Kpumepuit 1.2: Koeghuyuenmom na mesxncecm no mo3u
Kpumepuii e 1,5.

Ynpaenenue na ycnyzume

no 14

1.2.1.

HN3uckBane 1.2.1: Oprann3anuoHHa CTPYKTypa

= [IpencraBeHa €  OpraHuM3alMOHHAaTa CTPYKTypa Ha
VYyacTHMKa 32 M3MNBJIHEHUETO W Pa3NpEeAeiCHUETO Ha
JIEWHOCTUTE, 3a B3aMMOJCHCTBHETO M OTTOBOPHOCTUTE Ha
OTJEJIHUTE ¥ 3BE€HA IO BeIOMCTBAa Ha Bo3noxkurenda. Onncanu
ca MPaBOMOIIHUSTA HA YIPABISABAIIUTE U KOHTPOJIHHUTE OPTaHU.
Onurcano € B3aMMOJICHICTBUETO C OPTraHUTE MO BEJIOMCTBA Ha
Bb3noxutens. B nonbiHeHne B OpraHuM3alMOHHATA CTPYKTYypa
€ U3SICHEHO B3aMMOJECHCTBUETO U OTTOBOPHOCTUTE Ha 3BEHATa
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3a YHOPaABJICHUCTO HAa Ka4YCCTBOTO M PHCKa IIO BCAOMCTBA Ha

Bn3noxurens.

» [IpencraBeHa €  oOpraHu3allMOHHaTa CTPYKTypa Ha
VyacTHMKa 3a M3MOBIHEHHETO W Pa3NpelesiecHHeTO Ha
JNIEUHOCTUTE, 3a B3aMMOJCHCTBHETO M OTTOBOPHOCTUTE Ha
OTJICJIHUTE ¥ 3BEHA IT0 BeIOMCTBa Ha Bn3noxurens. Onucanu
ca IMPaBOMOILIKATA HA YIPABJISBALIUTE U KOHTPOJHHUTE OpPraHU.
Onucano € B3aMMOJCHCTBUETO C OpraHUTE IO BEIOMCTBA Ha
Bo3noxurens..

* B ciuywaii uye He e IpeacTaBeHAa OpraHU3alMOHHATA
CTPYKTypa WM OpraHu3allMOHHATa CTPYKTypa Ha YUYacTHHUKA 3a
paslpeneseHueTo Ha JACHHOCTHTE, B3aUMOACHCTBHETO W
OTTOBOPHOCTUTE Ha OTIEIHUTE W 3BEHA € [peAcTaBeHa
JEKJIapaTUBHO/CXEMAaTUYHO, CE€ CYUTa, Y€ HE Ce€ H3IIBbJIHSABA
U3MCKBaHe Ha Bb3nmoxkurens U YUacTHUKBT ce€ OTCTpaHsABa OT
MO-HATaTHIIHO y4acTue.

1.2.2.

H3uckBane 1.2.2: Exunu, B3aumMojeiicTBie, 0TTOBOPHOCTH

Hamune ca ciienauTe 00CTOSTEICTBA!

» llpencraBeHO € OMHMCAaHUE HA B3aUMOJCHCTBUETO MEXKIY
SeKUIIMTE Ha YYacTHHUKA.
e 3a BCSKAa e€JHAa OT YCIyruT€ [0 BEJAOMCTBAa Ha
Bo3noxurensa kakto u ¢ UT exknnmmre Ha Bon3moxurens;
® BBB BCEKH €IMH OT OCHOBHHTE pPAOOTHH MPOIECH -
yIpaBieHUE Ha: WHIMACHTH; TPOMEHH; KOH(UTypaIuu;
CUTYPHOCT IO BEIOMCTBAa Ha Bb3noxuTens, KakTo U 3a
JTOMBIHUTENTHO TIOCOUEHUsI OT Y4YacTHUKa paboTeH Mpoliec
(pa®oTHHU mporecH).

» Omucanu ca OTTOBOPHOCTUTE HAa CKUITUTE Ha YUYaCTHHKA
ChIJacHO u3ucKBaHuaTa Ha T3.

Hanurie ca cneguute 00CTOATENCTBA.

» TlpencraBeHO € OMHMCAaHUE HA B3AMMOJCHUCTBHETO MEXIY
EKMITUTE Ha YYacTHHUKA:

e 3a BCSKa €JIHA OT YCJIYTUTE 10 BEAOMCTBA Ha Bb3noxurens
kakTo n ¢ UT exunnre Ha BB3moxurend,

® BBHB BCEKM €IWH OT OCHOBHUTE pa0OTHH TIPOIECH -
yIpaBieHUE Ha: WHIMACHTH; TPOMEHH; KOH(UTypaIuu;
CUTYPHOCT IO BEAOMCTBA Ha Bb3noxurens.

» Omnucanu ca OTTOBOPHOCTUTE HAa CKUIUTE HAa YYaCTHUKA
CBIIACHO M3MCKBaHUATa Ha T3.

B cnywait ye ca HamMIle €IHO WJIM IOBEYE OT CICIHUTE
o0cTOATENCTBA:
» Jluncea omucaHue Ha B3aWMOJICHCTBHETO MEXKIY CKUITUTE
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Ha Y4JacTHHKA,

» He ca nepuHUpaHd OTTOBOPHOCTHTE HAa CKHUIIUTE Ha
YuacTHUKA, ChIVIACHO M3UCKBaHuATa Ha T3
Ce CUHMTa, 4Ye HE ce M3ITBbJIHABA M3MCKBaHe Ha BB3moxuTens

1 YYacCTHHKBT CE OTCTpaHsABa OT MMO-HATATBIIHO Y4aCTHUC.

1.2.3.

M3zuckBane 1.2.3. Onucanue Ha LHenTsp 3a yeayrn na MITJI
Ha M®

Hanuue ca ciegaure 00CTOSATENCTBA:

* Omnucan e Llenrppa 3a ycayru 3a MIIJ| nva M®, cpriacHo
u3McKBaHuATa Ha T3.

* OnucaHu ca TEXHUYECKUTE CPEACTBA, C KOUTO TOM €
obopyasan (HW, SW, tenedonna nuawms).

* JlocoueHu ca CHELMATUCTUTE, KOUTO 1€ IO OOCIYyX BaT U
PEXUMBT My Ha paborTa.

* OnMcaHu ca IPOLECUTE MO OOCIyKBaHE HAa WHIMIECHTU U
npomenu B MIIJI Ha M®, npenocraBsHe Ha KOHCYJITAalUHA U
uH(popMaLus.

* OnMcaHu ca ciay4yauTe, B KOUTO € HEOOXOAUMO
B3aMMOJIEMCTBHE C IPYrd €KUNH - Ha Bb3nmoxkurens, KakTo u ¢

TPETHU CTPaHU, ¢ KOUTO M®D nma CKIFOYEHHU JOTOBOPH.

Hanuue ca cienqnute obcrosTencraa:

* Omnucan e Llenrppa 3a ycayru 3a MIIJ] nva M®, cbriacHo
u3MCKBaHUATa Ha T3.

* OnucaHu ca TEXHUYECKUTE CPEACTBA, C KOUTO TOM €
obopynsan (HW, SW, renedonna nuaus).

* JlocoueHu ca CHEUMATUCTUTE, KOUTO 1€ IO OOCIYyX BaT U
peXUMBT My Ha paborta.

* OmnMcaHu ca IPOLECUTE MO OOCIyX BaHE HA WHIMIECHTU U
npomernu B MIIJ] Ha M®, npenocraBsHe Ha KOHCYJITAllMM U
uH(popManus.

B cinyyail 4ye ca HanmMie €JHO WM IIOBEYE OT CIEAHUTE
00CTOsTEeNCTBA:

* He e onucan Llenrspa 3a yciyru 3a MII/;

* He ca onucanu nporecure 1o o0CIyXKBaHe Ha UHIIMJIEHTH U
npomenu o MII/] va M®, npenocraBsiHe Ha KOHCYATAallUA U
uH(popManus.

Ce CuuTa, Y€ He C€ M3IIBJIHABA M3HCKBaHE Ha Bp3noxurens u

Y4acTHHUKBT ce OTCTpaHsBa OT IMO-HATATHIIHO YYaCTHUC.

1.2.4.

M3uckBane 1.2.4. Onucanne Ha LleHTHp 32 00ciaykBaHe HA
NOTpedUTe/IH HA CTICNUATN3HPAHUSA NIPUJIOKEH coPpTyep
(Help Desk) 3a M®

Hamuue ca cnennute OOCTOSATENCTBA IMPH ONKUCAHHETO Ha
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[leaTbpa 3a  oOcmyxBaHe Ha  MOTpeOUTENH  Ha
CHeIUalIM3UpaHusl TpWiIokeH copryep 3a MO chrimacHo
n3ucKkBanusTa Ha T3:

" W3SCHEHHM Ca BCUUKU TEXHUYECKU CPEJCTBA, C KOUTO TOHU €
obopyasan (HW, SW, Ttenedonna nmunus);

" [I0COYEHU Ca BCUYKHU CIECIHAIUCTU, KOUTO 1€ IO OOCTY>KBAT
U PSKUMBT Ha paboTa;

" M3SCHEHW Ca BCHUYKK TMIpolleCH M0 OOCIyXBaHE Ha
WHUUJICGHTA W TPOMEHH, NPEIOCTaBIHE Ha KOHCYJITAllUU H
uH(pOopMaIrs Ha TOTPeOUTENHTE;

" M3SCHEHW Ca BCHUYKU CIIydad, B KOUTO € HEOOXOIHMO
B3aMMO/JICHCTBUE C EKUIIH Ha Bb3noxkxuTens.

* VyaCcTHUKBT HpefocTtaBs Ha Bwbinoxurens coOcTBeHa
cHCTeMa 3a yIpaBJieHWe Ha UHIMICHTH, IPOMEHH, 0a3a 3HaHMUS,
YECTO 3aJlaBaHU BBIIPOCH, UHPOPMALIUS MO YCIYTH, MPOEKTU U
10 BEJOMCTBA Ha Bb3nmoxkurens.

[Tpu omucanmero Ha LleHTHp 3a 00CTy)KBaHE HA MOTPEOUTEIH
Ha CICIHATM3UpaHUs TpuiIoxkeH codryep 3a MD ca Hamuie
CJICIHUTE OOCTOSITEIICTBA!

" M3SCHEHW Ca BCHUYKH TCXHUYCCKU CPEJICTBA, C KOUTO TOH €
obopynsan (HW, SW, Ttenedonna iunus);

" [IOCOYCHU Ca BCHYKH CIICIIUAIMCTH, KOUTO 1€ TO 00CTyKBaT
U PeXUMBT Ha paloTa;

" M3SCHEHW Cca BCUYKH TIPOIECH 10 OOCTy)XBaHe Ha
WHIUJICHTH W TIPOMCHH, INPEJAOCTaBSIHE HA KOHCYJITAlUU W
uH(popMalrs Ha TOTPEOUTENNTE;

" M3SCHEHW ca BCHYKH CIlydad, B KOWTO € HEOOXOIUMO
B3aMMO/ICHCTBUE C €KUIH Ha Bb3noxurens.

B cinywaii 4e ca Hamuue €JHO WM IIOBEYE OT CIICITHHUTE
00CTOSATEICTBA.

* giMa onucanue Ha LleHTBp 3a o0OCTyXBaHe Ha
NOTpeoUTENY;

" He ca OMNHCaHU TEXHUYECKU CPEICTBA, C KOUTO TOH €
o6opynsan (HW, SW, Ttenedonna nunus),

" He ca MOCOYCHH CHEIUAINCTH, KOUTO 1€ IO OOCTYKBaT U HE
€ TIOCOYEH PEeXUMa My Ha paboTa;

" He ca U3SACHEHH MPOIECUTE TT0 OOCTY)KBaHE HA HHITUICHTH U
MIPOMEHH, TPEIOCTaBIHE Ha KOHCYJITallMM ¥ WHMOpMAaIus Ha
NOTPEOUTETTHUTE;

" HE ca UBSCHEHH CIy4yauTe, B KOUTO € HEoOXOJnMO
B3aNMOJICHCTBHE C eKUITH Ha BB310KHATEIIS.

Ce CYuTa, Ye HEe Ce M3NBJIHABA M3MCKBaHE Ha Bn3nokurens u

Y4acTHHUKBT ce OTCTpaHABa OT MO-HATATBIIHO YYaCTHUC.
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1.2.5.

H3uckBane 1.2.5. BbTpeminu npoueaypu

* VY4YacTHUKBT € IPEACTaBWII BBTPEIIHUTE CU IHPOLEAYPU H
lpaBwia 3a yIpaBJIEHWE Ha: HHUIWUJICHTH; IIPOMEHU;
KOH(HTypaluu; CUTYPHOCT; Ka4yecTBO; PUCK. Te3U JOKYMEHTH
ca ajanTvpaHd KbM IpeIMeTa Ha IOopbukaTa, Karo €
neUHUPAHO B3aWMOJICHCTBUETO U  OTTOBOPHOCTUTE HA
EKMIIUTE My IO YCIyTHM W II0 BEIOMCTBAa Ha Bb3noxurens.
N3scueno e yuactuero Ha Help Desk B Tsx.

* VY4YacTHUKBT € IPEACTaBWJI BBTPELIHUTE CU IPOLEIAYpPH U
[paBuia 3a YyIpPAaBICHUE HaA: UHIWUJICHTH; IPOMEHU;
KOH(UTYpallK;, CUTYPHOCT. Te3u NOKYMEHTH ca aJanTHpaH!
KbM TIIpeIMeTa Ha TMOpbhYKaTa, KaTo € JaeUHUPAHO
BSaHMOI[efICTBHCTO U OTrOBOPHOCTUTC HA CKUIIHUTC MY IIO
yCIAyrM W 10 BenoMcTBa Ha Bwbinoxurens. M3zsacHeno e
yuactuero Ha Help Desk B Tax.

= B caydaii ye Y4YaCTHUKBT HE € MPEACTaBUI HAKOS OT
BBTPEIIHUTE CH MNPOLEAYpPU 3a YINPABICHUE HA: HUHIWJICHTH,
POMEHU; KOH(UTrypaluu; CUTYPHOCT C€ CUMTa, Y€ HE ce
W30BIHSIBA H3UCKBaHe Ha Bw3moxkurens M YUYacTHHKBT ce
OTCTpaHsBa OT [O-HATATHILIHO y4acTHUE.

1.2.6.

HN3uckBane 1.2.6. OnepaTuBHa CbBMECTHMOCT

* VY4YacTHHUKBT € NPEACTaBUII MOX0Ja CU 32 OCUTypsIBAaHE Ha
HOJ/IPBKKATAa U YChBBPLICHCTBAHETO HA HH(pOPMAllMOHHUTE
cuctreMu B cucremara Ha M® chriacHo HM3UCKBaHMATA 3a
olepaTUBHA CbBMECTUMOCT, mocoueHu B T.7.8 u 11.4.1.8. ot T3
Ha Bwb3noxwurens. M3moxeH e mpouechT Ha OCUTYpsBaHE Ha
CbOTBETCTBUE C M3HMCKBaHMATA Ha 3aKOHA 3a EJIEKTPOHHO
ynpasienue (3EY) u Hapenoure kbM Hero Ha HHGOPMALIMOHHU
CHCTEMH 110 BeloMCTBa Ha Bb3noxxutens.

* VY4YaCTHHUKBT € IPEACTaBUII ITOAXO0/1A CH 33 OCUTYPSIBAaHE HA
HOJ/IPBIKKATA U YChBBPUICHCTBAHETO HA HH(POPMAIIMOHHUTE
cucTeMHu B cuctemara Ha M@ cpIilacHO U3MCKBaHUATA 32
olepaTUBHA CbBMECTUMOCT, IToco4eHu B T.7.8 u 11.4.1.8. ot T3
Ha Bu3noxurens.

* B ciyyail ye YUacTHUKBT HE € NPEACTaBUI MOIX0/1a CH 32
M3MbJIHEHUE HAa U3UCKBAHUATA 32 ONIEPATUBHA CbBMECTUMOCT
ceraacHo 1.7.8 u 11.4.1.8. ot T3 Ha Bb3noxurens ce cuura, ue
HE CC U3IIBIHIBA M3UCKBAHE HA Bb3nokuTelnsd u YYacTHUKBT Ce
OTCTpaHsIBa OT MO-HATATHIIIHO y4acCTHUE.

1.2.7.

N3uckBane 1.2.7. [IpenocraBsine Ha Ycayra 10
* JlocoueHu ca OTTOBOPHOCTHTE Ha Y4YaCTHUKAa IpU
npenocraBsiHeTo Ha Ycayra 10 ,IleHTsp 3a oOcmyxBaHe Ha

12 /17



IHOKA3SATEJ/KPUTEPHUU 3A OLIEHKA

bpoit
TOYKH

norpeburenu B AM® mnpu W3NBIHEHHWE HAa JCHHOCTHTE
ChIiacHoO m3uckBaHusATa Ha T3. OmucaHo ¢ B3aMMOJICHCTBUETO
Ha €KUIUTE Ha YYacTHHKA M TE€3W Ha Bb30okuTENsS MO TpUTE
HUMBa Ha mpenocrtaBsHara yciayra CepBu3 Jneck 3a AM
CbOOpa3HO cCHeNU(PHUKUTE HA MHUTHUYECKUTE YUPEKIACHUS
CBHIJIaCHO M3UCKBaHusgTa Ha T3.

* JlocoyeHu ca OTTOBOPHOCTHTE Ha YYacCTHHUKA TMpHU
npenocrapsiHero Ha Ycmyra 10 ,IlenTsp 3a oOcimyxBaHe Ha
norpedburenu B AM® npu U3NDbIHEHHWE Ha JIEHHOCTUTE
ChriacHo m3uckBaHuATa Ha T3. OmucaHo ¢ B3aMMOJICHCTBUETO
Ha EKUIUTE HAa YYacTHHKA M TE€3W Ha Bb3moxkuTens mo tpure

HUBa Ha npegocTaBsHaTa yciayra CbpBu3 eck 3a AM.

= B cioyyaii 4e He ca IIOCOYEHH OTIFOBOPHOCTUTE Ha
VYuactHuka npu npenoctaBsHe Ha Ycayra 10 ,IlenTsp 3a
oOciyxBaHe Ha moTpebutenu B AM mpu H3NbIHEHHUE Ha
NEHHOCTUTE ChIVIACHO HW3HMCKBaHUATA Ha T3 w/mwnmu He e
ONMCAHO B3aUMOJCHCTBUETO HA €KUIIUTE HA YUYaCTHHUKA U TE3U
Ha Bb3noxurens mo Tpure HUBAa HAa IpeNOCTaBsHATA ycilyra
CobpBu3 aeck 3a AM ce cuura, 4e He ce U3IIbJIHSABA U3UCKBAHE
Ha Bwb3noxurens um VY4acTHUKBT ce OTCTpaHsiBa OT IIO-
HATaTBIIHO Y4acTHE.

Ioka3zaten 2 (I12) — Ynpasienue Ha Ka4eCTBOTO NP
npeaocTaBsiHe HA YCJIYTUTe

Koepuuyuenmvm na mescecm no mosu nokazame e 2.

mo 10

2.1.

Kpurepnii 2.1. Opranu3anmonna cTpykTypa

* JlpeacraBeHa € OpraHuM3allMOHHA CTPYKTYpa 3a YIpPaBJIECHUE
Ha KadecTBOTO IO YCIyTHW M IO BEIOMCTBA Ha Bb3noxurens,
nocouenu B T3. Jlebpunupanu ca poiaurte, OTTOBOPHOCTUTE U
B3aMMOJCHCTBUETO 1O  BEAOMCTBA Ha  Bb3noxurens.
Y4acTHUKBT € MpEenoCTaBWI OAMTOPH IO KadecTBOTO,
CUTYPHOCTTA M PHUCKA, KOMTO Ja KOHTPOJIMpAT KayeCTBOTO Ha
OpEeJOCTaBsiHE Ha YCIYrUTe CbhOOpAa3HO M3UCKBAHMUATA Ha
Bb3noxxurens u € onucana OTTOBOPHOCTUTE UM.

» JlpeacraBeHa € OpraHM3allMOHHA CTPYKTYpaA 3a YIPABIECHUE
Ha KadyeCcTBOTO IO YCIyTd M IO BEIOMCTBA Ha Bb3noxurensd,
nocouenu B T3. JlepuHupanu ca ponurte, OTTOBOPHOCTHTE U
B3aMMOJIEMCTBUETO MO BEJOMCTBA Ha Bb310xKuTENS.

= B cioydai 4e  YYaCTHUKBT HE €  IPEICTaBHII
OpraHU3alMOHHA CTPYKTYpa 3a YIPABJICHHE HA Ka4eCTBOTO I10
yCIyTU U IO BEAOMCTBA Ha Bwb3noxutens, nocouenu B T3 ce
cyuTa, 4€ HE C€ H3IBJIHABA M3UCKBaHE Ha Bb3noxurens u
Y4aCTHUKBT C€ OTCTPaHsBA OT IIO-HATATBHIIHO y4acTHUE.
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2.2.

Kpurepnii 2.2. "'apanTupaHe Ha KayeCcTBeHHUTE MapaMeTpH

» ]IpexncraBeH € MOAXOABT Ha YYACTHHUKA 32 TapaHTUPaHE Ha
KAueCTBEHUTE IapaMeTPU Ha YCIIYTUTE ChITIACHO U3UCKBAHUATA
Ha T3 mo ycnyru u no BegomcTBa Ha Bu3noxurens. [logxoasbT
€ M3LIO0 aJanTupaH, KaTo € OIMCaHa IIPaKTUYecKara My

IIPUIIOKUMOCT NpU Bb3noxkurens.

» JIpexncraBeH € MOAXOABT Ha YUYAaCTHHUKA 3a TapaHTUPAHE Ha
KAueCTBEHUTE IapaMeTPU Ha YCIIYTUTE ChITIACHO U3UCKBAHUATA
Ha T3 no ycnyru u no BegoMcTBa Ha Bb3noxurens.

= B ciyyail 4ye YYacTHUKBT HE € MPEeACTaBUII MOJX0/Ja CU 3a
rapaHTHpaHe Ha KayeCTBEHUTE TapaMeTpu Ha YCIYTHUTe
CBIJIACHO M3HMCKBaHMATA Ha T3 MO YCIyrd W MO BEIOMCTBA Ha
BB3noxurena ce cuumra, 4e HE Ce€ H3NBIHABA HM3HCKBAaHE Ha
Bb3noxkutens 1 YYaCTHUKBT C€ OTCTpaHsBa OT MO-HATATHIIHO
ydacTue.

2.3.

Kpurepumuii 2.3. KonTpos Ha Ka4ecTBOTO

» JlocoueHu ca JAEWHOCTH 3a TMpOCieIsBaHe, KOHTPOI,
MIPEBAHTUBHU JACHCTBHS U OAUT Ha KAYECTBOTO HA YCIYTHTE IO
BEIOMCTBa Ha Bw3noxurensa, cwriacho T3, poaure u
OTTOBOPHOCTUTE HA YYAaCTHUIMUTE B paOOTHHUTE TMPOIIECHU:
yhOpaBieHHE Ha UWHIUACHTHU; YIOpaBJICHWE Ha TPOMEHH;
yhpaBieHUEe Ha KOH(UTypaluu; yIpaBiIeHHE HA CUTYPHOCT;
KaKTO ¥ B JIOMBIHUTEIHO MOCOYEHHUS OT Y4YacTHUKa pabOTeH
poLec.

* JlocoueHu ca IEHHOCTH 3a MPOCIESIBAHE, KOHTPOJI U OIUT
Ha Ka4eCTBOTO HAa YCIYTUTE MO BEIOMCTBAa Ha Bb3noxurens,
ceriaacHo T3, ponure M OTTOBOPHOCTUTE Ha Y4YacCTHHUILIUTE B
pabOTHUTE MPOLIECH: yIpaBJIeHNE Ha MHUUAEHTH; YIpaBICHHUE
Ha MPOMEHM; yINpaBlieHUEe Ha KOH(UIypalluH, yHpaBjieHUE Ha
CUTYPHOCT.

= B caydyail 4ye YYacTHUKBT HE € IOCOYMJI JEHMHOCTH 3a
MPOCJEASBAHE, KOHTPOJ U OJUT Ha KAa4yeCTBOTO HA YCIYIHTE
[0 BeAOMCTBAa Ha Bwo3moxurens, cbriacHo T3 W/uin He €
OTHCAall POJIUTE U OTTOBOPHOCTH HA YYACTHHIIUTE B paOOTHUTE
MPOLECH: YIPABJIEHUE HAa MWHUWUJICHTH; YIOPABICHHE Ha
MPOMEHU; YIpaBlIeHHEe Ha KOHPUTYypallUW; YIpaBlIeHUE Ha
CUTYPHOCT C€ CUMTa, Y€ HE C€ HU3IIBJIHSABA M3HCKBAaHE Ha
Bb3noxurens u YYacTHUKBT c€ OTCTpaHsABa OT IO-HATATBIIHO
y4acTue.

2.4.

Kpurepnii 2.4. KauecTBo npu npenocrassine Ha Ycayra 1

= 3a ycayrara ,,Ynpasienue Ha MIIJ] na M®“ e onucan
NOJIXOIBT, B3aUMOJICHCTBUETO C €KUNM HAa Bb3ioxkuTens u Ha
TPETHU CTPAHU 3a TApAHTHPAaHE M OTUUTAHE HA MapaMEeTPUTE Ha
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KauecTBOTO Ha Yyclyrara ¥ HaIM4YHOCTTa Ha MpekaTa I10
BEJIOMCTBA Ha BB3moxkurens u cbo0pa3Ho TEXHUTE Cenn(pUKY,
nocoueHn B T3, Karo ca MOCOYEHH OTTOBOPHOCTUTE Ha
W3nenaaurens. OmnucaHu ca [POAKTHBHU — JAEMCTBUS 32
rapaHTUpPaHE Ha IIapaMETPUTE Ha KA4ECTBOTO Ha LsIaTa Mpexa
Ha Bp3noxurens.

= 3a ycayrara ,,Ynpasienue Ha MIIJl na M®* e omnucan
HOJIXOIBT, B3aUMOJICHCTBUETO C €KUIU Ha Bb3noxurens u Ha
TPETHU CTPAHU 32 FApAaHTHPaHE M OTUMTAHE HA IapaMETPUTE Ha
KayecTBOTO Ha Yycllyrara ¥ HaJM4YHOCTTa Ha MpeXkaTa I10
BEJIOMCTBA Ha BB3moxkurens u cb00pa3Ho TEXHUTE Cenn(pUKH,
nocoueHn B T3, KaTo ca MOCOYEHU OTIOBOPHOCTUTE Ha

N3nbaaurens.

* B ciyuaii ue 3a ycayrarta ,,Ynpasiaenue Ha MIIJ] na MO
Y4YacTHUKBT HE € Omucald MOAXOIbT, B3aUMOJEHCTBHETO C
€KUM Ha Bb3ioxkurens u Ha TpeTU CTpaHM 3a rapaHTUpaHe U
OTYMTAaHE Ha [apaMeTpUTe Ha KAdyecTBOTO Ha Yyciyrara u
HAJIMYHOCTTA HA Mpexara, NocoueHH B T3 U/uiam He € MOCOUMII
OTrOBOpHOCTUTE Ha M3mbiHUTENs, TOH 1€ ObJie OTCTPaHEH OT
[O-HATaTBIIHO Yy4YyacTHE C€ CYUTa, Y€ HEe C€ U3IIbJIHABA
U3MCKBaHEe Ha Bb3noxxkurenss U YYacTHUKBT ce€ OTCTpaHsABA OT

IMO-HATaTBhIIHO y4YacCTHC.

2.5.

Kpwurepuii 2.5. KayecTBO nnpu npenocrassine Ha Yciayra 3

= 3a ycayrata ,lloggbpkaHe U YCHBBPIICHCTBAHE Ha
MPUIIOKEH coTyep” Mo BeJOMCTBA Ha BB3mokuTens € onucan
mpolechbT  HAa  TecTBaHe,  BHUAOBETe  TecToBe  (3a
MPOU3BOJUTENIHOCT, 3a HAaTOBapBaHE; HA MOTPEOUTEICKUS
uHTepdeiic U PyHKIMOHATHOCTTA; KOHTPOJ Ha CUTYPHOCTTa U
nocTena; uHTepdelicuTe MeXIy CHCTeMH), KOUTO Ce
U3BBPIIBAT, COPTYepHUTE CpeACTBA W  HHCTPYMEHTH,
M3N0J3BaHu 3a nenra. [locoueHu ca AOMBIHUTENHN TECTOBE U
ca OCHTYpPeHM CHENUAJIMCTH, KOWTO W€ MoJroMarar
Bb3noxuTens Ha MACTO.

» 3a ycayrata llogabpkaHe U yCHBBPIIEHCTBAaHE Ha
IpUIIOKeH codTyep” Mo BEAOMCTBA Ha Bb3ioxkuTens e onucax
mpoliecbT  Ha  TeCTBaHe,  BUJOBETE  TecToBe  (3a
MPOU3BOJUTEIIHOCT, 3a HATOBapBaHE, HA MOTPEOUTEICKUS
uHTepdeiic U GyHKIMOHAIHOCTTA; KOHTPOJ Ha CHUTYPHOCTTA U
nocthna; uHTepdelicuTe MeEXIy CHCTeMH), KOUTO Ce
U3BBPIIBAT, COPTYyepHUTE CpeACTBA M  UHCTPYMEHTH,
M3M0JI3BaHU 3a LEeNTa.

= B caydail ye Y4YaCTHUKBT HE € ONMCaJl BCUYKU BHUOBE
TeCTOBe, yka3zaHu B T3 u/uiu He e omucan mpolieca Ha TeCTBaHe
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/Wi cOPTyepHUTE CpEICTBA W HMHCTPYMEHTH, KOUTO IIe
U3I0JI3BA 3a LENITa CE CUUTA, Y€ HE CC U3IIBJIHABA U3UCKBAHE HA
Bu3noxutens u YUaCTHUKBT c€ OTCTpaHsIBa OT MO-HATATBIIHO

ydacTue.

Hoka3aren 3 (I13) — YnpasjieHue Ha pUCKOBeTe NMPHU
NMpPeI0CTABSAHE HA YCIYyTUTe
Koegpuyuenmvm na mescecm no mosu nokazame e 2.

o 6

3.1.

Kpurepnii 3.1. Puckose

* VY4YacTHUKBT € ONucaj U3UCKyeMHUTe cbriacHo T. 7.6.1.5 ot
T3 puckoBe, KOUTO € afanTupail KbM IpeaMeTa MopbhuKara mo
yCAYyrd W 1O BeAOMCTBa Ha Bwb3noxkwurens. Omnucanu ca
JOII'bJIHUTCIIHAU PUCKOBC HU3BBH TE3U II0COYCHU oT

Besmoxurens B T3.

* VyYaCTHHUKBT € ONUcal U3UCKyeMUTE ChIVIacHO T3 pUCKOBE,
KOUTO € a/IaliTupajl KbM MpPEIMETa Ha NOopbUKaTa M0 YCIYTH U
10 BEJIOMCTBa Ha Bbp3noxurens.

* B ciy4ail 4e HE € ONMCaH HAKOW OT HM3UCKYEMHUTE CBIVIACHO
T3 puckoBe ce cuMTa, Y€ HE CE€ U3NBJIHIBA W3UCKBAaHE Ha
Bb3noxurens u YY4acTHHKBT €€ OTCTPAHsIBA OT IIO-HATATHIIHO

ydacTue.

3.2.

Kpurepuii 3.2. OrpanuyaBaHe Ha NOCJIEeACTBUATA

* JlocoueHu ca MEpKHU 3a OTpaHMYaBAHE HA IOCIEICTBUATA 3a
BCEKM €IUH OT H3HUCKyemuTe cbriacHo 1. 7.6.1.5 or T3
PUCKOBE, KaKTO W 3a JONBIHUTEIHO HICHTH()UIIUPAHUTE OT
YyacTHMKa pPHUCKOBE, KaTo ca 3allUTEHH HMHTEPECUTE Ha

Bn3noxurens.

* [locodeHu ca MEpKH 3a OrpaHMYaBaHE Ha IOCIEICTBHATA 32
BCEKM €IUH OT H3UCKyemMuTe cbriacHo 1. 7.6.1.5 or T3
PHUCKOBE.

* B ciyyall 4e He ca MOCOYEHU MEPKH 3a OIpaHHYaBaHE Ha
MOCNIEACTBUATA 32 BCEKH €IUH OT H3UCKYEMUTE PHUCKOBE,
nocoueHu B T3, Mo yciyruTe u 1o BeIOMCTBa Ha Bb3nmoxutens
C€ CUuTa, 4€ HE CC HUIIIBJIHABA H3UCKBAHC Ha Bo3noxurens n

Y4acTHHUKBT ce OTCTpaHsBa OT IMMO-HATATHIIHO YYaCTHUC.

3.3.

Kpurepnii 3.3.CTeneH Ha KPUTHYHOCT

* (CreneHTa HAa KPUTUYHOCT 32 BCEKU €IUH OT HU3UCKYEeMHUTE
cpritacHO T. 7.6.1.5 ot T3 puckoBe, KakTo U 3a JIOMBIHUTEIIHO
UACHTU(PUIIMPAHUTE OT YYaCTHUKA PUCKOBE, € IIOCOUEHA BIPHO
0 YCIIYTUTE 10 BeIOMCTBa Ha Bb3noxurerns.

= (CTeneHTa Ha KPUTHYHOCT 32 BCEKH €IUH OT U3UCKYEMUTE B
T3 mpuMmepHH PUCKOBE € TMOCOYEHA BSIPHO IO YCIYTHTE TI0
BeJIOMCTBA Ha BB3n0oxuTens.

= B cnyqaﬁ ye YYacTHUKBT HE € OTpasuI BAPHO CTCIICHTA Ha
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KPUTHUYHOCT 32 MOHE €UH OT HICHTU(QHUIIMPAHUTE PHCKOBE 3a
YCIYTUTE MO BEIOMCTBA Ha BB3JI0OXKHTENS ce cunTa, Y€ HE Ce
U3OBJIHABA H3UCKBAaHE Ha BbB3noxureiasts M YYacTHHUKBLT Ce

OTCTpaHABa OT MO-HATATHIIHO Y4aCTHUC.
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