Member of CISQ Federation

QI thg

'CERTIFIED MANAGEMENT SYSTEM
1SO 9001 - 1SO/IEC 27001

- RO

POPMYASP 3A

[Tpuaoxkenue No 6-1
KbM [loroBop Ha BYATAPTEA ALl

3ASIBKA HA YCAYTA No__/
KbM [loroBop Ha
No_/
IIOTPEBUTEA: OITEPATOP:

“BYATAPTEA” AT

IIpeacTaBAsIBaH OT:

IIpeacTaBAsIBaH OT:

Anpec 3a KOpeCIIOHAEHILUA:

Anpec 3a KOpeCIOHAEHIIHS:
rp. Codus 1756,

KB. [IbpBeHuna, 6aok 19,
Oduc crpana - Kuatekc

CenaaHnuie H azpec Ha yIpaBA€HHE:

CezmaaHllle H aApec HAa yIIpaBAEHHE:
rp. Codus 1756,

KB. [IppBeHunia, 6Aok 19,

Odpuc crpana - Kunrekc

EHK: EHK: 131341659

3assBHTeEA: Ha BHHMMaHHETO Ha:
dupekTop ,IBproBcka OeWHOCT U
HHppacTpykTypa“,
3aMEeCTHUK-AUPEKTOP

Tea.: Tea.: +359 2 819 40 68

e-mail: e-mail: vp@bulgartel.bg

TexHHYECKH KOHTAKT:
dABKHOCT:
Teaedon:

e-mail:

TexXHHYECKH KOHTAaKT:
JdABKHOCT:

OmneparuseH [exypeH LIYEM
Teaedon: +359 885 777 315
e-mail: 24x7@bulgartel.bg
service.delivery@bulgartel.bg

E-mail 3a pakrypHn:

TeaedoHn:
PuHAHCOB KOHTAKT:
dABKHOCT:
Teaedon:

E-mail:

E-mail 3a pakrypHn:
invoice@bulgartel.bg

Teaedon: +359 2 819 40 53
BHAHHT KOHTaKT:

dabxHOCT: BUAMHT 1 cCEOHMpPaeMoCT
Teaedon: +359 2 819 40 52
E-mail: billing@bulgartel.bg
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1. Ycayru, cbraacHo Onucanue Ha ycayrure ot Ilpuaoxkenune Ne 1

Ycayra 1: BTopo HHBO Te€XHHYECKa NMOAAPBIKKA

Second Level Technical Support ckc caAeaHHTE TapaMeTpH:

e OcurypsaBase Ha oTnasedeH gocTrwl (VPN) 3a gocturane u noaabpzKaHe
Ha yCTPOMCTBA.

e JlmarHoCTHKAaTa, YyCTAHOBSBAHETO U OTCTPAHSIBAHETO Ha BCIKaKBU
copTyepHU U XapAyepHU NIPoOAEeMHU Ha TEXHUKATA, OIIMCaHa B IPOTOKOA,
HEe3aBHUCHMO OT IIPUYHHATA 32 Bb3HUKBAHETO HUM.

e JIOKyMEHTHpPAaHE Ha U3BBPIIBAHUTE OT Byaraprea AeHHOCTH.

e OTKpuBaHEe Ha PEIIEeHHS OT IMPEIUIIIHU IIPOOAEMH, U3IIOA3BaliKu Oazara
OT 3HAHUS

e (OO6OpaboTBaHe Ha PabOTHUS ITUKBA 10 UHIIUAEHT HA KAUEHTA

e 3aTBapsHe U NpeHacoYBaHE Ha 33Ja4d KBbM APYT YAE€H Ha €KHIIa II0
HoAapbXRKaTa

e HacouyBaHe Ha KAWEHTA 3a OTKPUBaHe Ha IIpobaeMa
e [lomorr 110 oTCTpaHIBaHE Ha XapaAyepHH IPoOAeMHU
e [lomorr mpu cMsHa Ha obopyaBaHe

e [lomomr rpu npoMsiHa Ha KOH(PUTYpaIIUd

e [lomour mpu nHCTaAupaHe (upgrade) Ha HOB codpryep (firmware)

e [lomorIx nIpu oTCTpaHsIBaHe HA KOHQPUTYPAIITMOHHU POOGAEMHU

HHcTasalIlHOHHA ILIeHa MeceuHa IIeHA

Ycayra 1 O aB. O aB.

* [lenume ca 6e3 sxroueH [/1C.

3. Cpox Ha ycayraTa

12 (nBananmeceT) mecera
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Caen n3THUyaHe Ha CpoKa OT 12 (ABaHameceT) Mecella, ycayrata Cce IIpenocTaBd
3a HEOIIPEAEAEH CPOK OT BpEME.

Bcaka ot Crpanure Mmoxe pna usnpatu 30 (TpuaeceT) AHEBHO IIHCMEHO
IIpeanu3BecTHe 3a IIpeKpaTdBaHe IIPeJoCTaBSHETO Ha ycAyraTa IIpeau
H3THYaHETO Ha (PUKCHpaHHd CPOK 3a IIPefoCTaBsSHE Ha ycayrara, KarTo
3agBsaBallaTa CTpaHa IbAKH HEYCTOMKAa, paBHA Ha cyMaTa OT MECEYHUTE [IeHU
[0 U3TUYaHE Ha CpoKa Ha yCAYTHUTE, IIpenocraBsaHu oT Oneparopa, KbM gaTara
Ha [IOAyYaBaHe Ha IIPequ3BECTHETO 3a IIpeKpaTdBaHe Ha JOoroBopa.

CrpaHuTe ce [O0OroBapsT, Ye CAed HU3THYaHeTO Ha (PUKCHPaAHUI CPOK 34
IIpeoCTaBsaHe Ha ycAayrarta, Bcsgka eqHa oT CTpaHUTe UMa IIpaBo €IHOCTPaHHO
[a IIpeKpaTH IIpenocraBsHeTo Ha ycayrata ¢ 30 (TpuaeceT) MHEBHO ITHCMEHO
mpenusBecTHe no apyrara CrpasHa.

4. JOI'BAHHTEAHH YTOYHEHHSA

4.1. TloTpebUTeAdaT OABAXKU IIAAIIlAHE Ha IleHaTa M0 T.2, KaKTO CAeaBa:

a. MHcTaaanmonHaTa 11eHa, 3a€HO C I'bpBaTa Mece4yHa IieHa Ha IIpo-paTa 6asa,
B 15 (merHameceT) MHEBEH CPOK OT aaTaTa Ha H3JaBaHe Ha (QakrTypaTa OT
Omneparopa. OmnepaTopa uszmaBa oeppBara QakTypa g0 S (eT) AHU CAeL
aKTUBHpPAaHE Ha ycAayrarta.

6. MeceuyHara 11eHa, B CPOK [0 15 (meTHazeceT) AHU OT U34aBaHe Ha (pakTyparta
or OmepaTopa 3a BCEKH CA€ABalll KaseHaapeH Mecell. OmnepaTopbT H3gaBa
MECEYHHUTE (PaKTypH A0 S (I€TO) YUCAO Ha OTYETHHUS MECELL.

B. Pasxomure Ha Omneparopa, HanopaBeHU BBB BpPb3Ka C IIOAY4YE€H OT
[ToTpebuteass curHaa/3asiBKa 3a peKAaMalus OTHOCHO HaAWYHOCTTA/
Ka4ecTBOTO Ha YycAyraTa, KOraTo Ce YCTaHOBH, dYe IIpobaeMure C
HaAWYHOCTTAa/KaueCTBOTO Ha yCcAyTaTa Ce ABbAXKAT Ha IIOBPea U3BBH MpexkaTta
Ha Omneparopa.

r. B cayuaii, ye Hama nocThnuAo naamane Ao 16:00 gaca Ha 20-To 9YHCAO OT
Mecela, ycayrata Ine Obpae BpPeMEeHHO [geaKTHBUpaHa Iopagu 3abaBeHOo
rAaliaHe Ha 21-Bo 4HCAO 0e3 IIpeau3BeCTHE, KOETO HAMa Aa OOBeIe MO0
ocBODOOXKIaBaHe OT IAAlllaHEe Ha MecedHuTe (pakTypu. B caydail Ha aurica Ha
rAalllaHe Ha MecedHarTa IieHa a0 3 paboTHU aHU caeq 2 1-To 4YUCAO Ha Mecela,
[IOrOBOpa aBTOMAaTUYHO Ce IIpeKpaTsaBa U cyMaTa cTaBa U3HUCKyeMa He3zabaBHO.
B cayyaiil ye KAUEHTBHT 3alIAaTU AbAXKHMATA CyMa CA€Jl YTOBOPEHUST CPOK, HO B
pamkuTe Ha 3 (TpH) paboTHH AHU caen 21-To (DBazeceT M IIBPPBO) YHUCAO Ha
Mecena, OnepaTopsT IIe HAYHCAU HeyCcToMKa B pa3dMep Ha 100 aeBa (cTo AeBa)
3a MIOBTOPHO aKTHBUpaHEe Ha ycayrata. Ta3m HeycTodKa Ie O0bae aObAXKUMAa
3a€HO C IIPOCPOYEHOTO TIAAIIIAHE.
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4.2. Bcuuku apaxkuMu oT [lorpedbuteas cymu 1o [JoroBopa ce 3amaalart I1o
0aHKOB II'BT — Ype3 IPeBOoAU K'bM 0aHKOBHUTE CMeTKH Ha OmepaTtopa, II0COYeHU
B CHOTBeTHHTe (pakTypH. [laaraHeTo ce cuuTa 3a M3BBPIIEHO HAa JaTaTa Ha
3aBepsBaHe Ha cMeTKaTa Ha Oneparopa. 3a BcIKa I'bAHA UAM YacTHYHA 3a0aBa
B naamaHeTto [lTorpebureasaT mpaXKU HeycTolka B pa3dMmep Ha 0,1% Ha meH 3a
BCEKH IIPOCPOYEH [OEH BBPXY MIbAXKHMaTa CyMa MO0 OKOHYATEAHOTO MU
H3MnaAallaHe, Ho He nosede oT 10% oT gpaXXuMara cyma.

4.3. TloTpebureAdaT meKaapupa, 4e IMapudHUTE CPEACTBA C KOUTO IIIe 3aIlAaTH
3agBEHUTE YCAYTH, He ca IIpUA0OHUTH IIPSIKO HAM KOCBEHO B pe3yATaT Ha
IIpeCcThITHA UAHM Apyra 3a0paHeHa AeHHOCT, U CBIIUTE ca 3aKOHHO HNPUI0OUTHU
OT HETO.

4.4. OmnepaTopbT HE rapaHTHpa 3a MIPEeNOoCTaBAHE H/HUAM HaAUYHOCTTA Ha
ycayrata/TuTe, B cAydall de € BB3NPEINITCTBAH OT HPHUYHHH, CBBP3aHU C
[TorpebuTteas M/ UAM TPETHU CTPAHU KaTO NOCTABYUIIM, MPEXKHU U CHOPBHKEHUS.
[Ipy HeusIbAHEHHE Ha 3aIbAXKEHHd II0 3agBkKara uaum 1o Jlorosopa,
OnepaTopbT MOXKE Aa HPEeKpaTH IIPEeAOCTaBAHETO Ha ycAyraTa C ABYAHEBHO
IIMCMEHO IIpenu3BecTHe 1o [Torpeburead.

4.5. B cayuai#, ye ycayrara/rure e/ca OTMEHEHa/HH II0 JKEAaHHE Ha
[ToTpebuteasi, BKAIOUUTEAHO aKO ycAyTraTa/TuTe He MoxKe /MoraT na 6bae/obaat
M3II'bAHEHA / HU IIOpaay IPUYUHY, IBAXKAIIY ce Ha [loTpebuTread, IOCAETHUAT €
OTTOBOPEH 3a MAAIIAHETO Ha BCUYKU II€HU B ITbACH pa3Mep, KaKTO Ca OIIUCAaHU
II0-TOpe 00 Kpad Ha CPOoKa 3a IIpefocTaBgHE Ha ycAyraTa.

4.6. B cayyalli Ha HEHU3II'BAHEHHE Ha 3abAKEHHA II0 Ta3u 3adBKa HAH II0
[loroBopa, CBHLIIUAT MOXKe Oa O0bAe NpeKpaTeH eIHOCTPAHHO OT H3IIpaBHAaTa
Crpana c¢ 30 (Tpumecer) MHEBHO IIMCMEHO IIPEAM3BECTHE N0 HEHU3IIpaBHaTa
CTpaHa, OCBEH aKO B CpPOKa Ha IIPEeIU3BECTHETO HEU3IIbAHEHHETO He Obmae
IIpeKpaTeHO U HeOAATOTIPUSTHUTE IIOCAEIUIH He ObIaT HAaJAEKHO OTCTPAHEHH.
[Ipu npekpataBaHe Ha /[loroBopa Iopaay HEU3IIbAHEHHE OT 3adBgBalliara
CTpaHa, Ta3u CTpaHa AbAXKH Ha Apyrara CTpaHa HeyCTOMKa, paBHa Ha cyMaTa
OT MECEYHHUTE II€HU [0 H3THYaHETO Ha CpoOKa Ha YCAYTHTE B CHOTBETHaTa
3agaBka.

4.7. B cayuaii, ye 3agBsgBalaTa CTpaHa XKeAaae Oa IIpPeKpaTH YcAyra npeau
H3TH4YaHe Ha II'bPBOHAYaAHO YyIOBOPEHHd CPOK B 3adBKaTa, TO TOM MOXKe aa
3a9BU 3aKpHUBaHe Ha Ycayrata ¢ 30 (TpuaeceT) AHEBHO IIHNCMEHO IPEAU3BECTHE,
KaTo ABbAXKU HEYyCTOMKAa Ha U3nmbAHgGBaIaTa cTpaHa, Ipeay JoroBopeHaTa gara
Ha 3aKpUBaHE Ha YcayraTta, B pa3Mep Ha BCUYKH €JHOKPATHU U MECEYHH 11€HH,
CBrAACHO JOTOBOPEHOCTHUTE B ChOTBETHATA 3asdBKa.
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4.8. C mwHacrogmoro CrpaHuUTE ce crhraacgBar, dYe aIpecuTe HuUM 3a
KOPECIIOHAEHIIHUA ca IIOCOYEHUTE B IIocaeqHaTa 3asgBKa 3a ycayra. CtpaHure
CBILIO TaKa Ce JOTOBAPSIT BCUYKHU CHOOIIIEHUS, MCKAHUS U ChIAACHUsd, JOKYMEHTH
U [OPYyTH KHUXKaA (BKAIOUUTEAHO TaKWBa BBB BpPB3Ka C JOTOBOPHUTE UM
IIPaBOOTHOIIIEHHUS U ChC ChAeOHO IPOU3BOACTBO) MEXKAY TSIX BB BPb3Ka C U 110
IOBOJI U3ITbAHEHHETO Ha AOTOBOpPA, [a C€ CUUTAT 34 PEJOBHO IpeaaeHU, ako
ca Hu3NpaTeHU Ha IIOCOYEHHd IIO-TOPEe aapec 3a KOPECIOHAEHIIUd HAHU Ha
obssBeHUsd B TBProBCKHS PETUCTBHP aapec Ha YIIpaBAEHHE II0 IIOIa
(BKAIOUHTEAHO C U3BECTHE 3a IOCTABSIHE) AU I10 KypUep HAU aKO ca U3IpaTeHU
Ha/po nocodyeHus oT CTpaHUTE afpec Ha eAeKTPOoHHA romia (e-mail). Ctpanute
U3PUYHO Ce chraacdBaT, Y€ B KOMYHHKAIUdATa MeX/Ay TdX BBB BPb3Ka C U 110
II0BOJ, U3I'PAHEHHUETO Ha [A0roBOpa, NOKYMEHTUTE U HU3SIBAEHHUATA CA€ABA Ja
ObgaT [OOANHCAHM C KBaAM(UIIUPAH MOAIIUC Ha [IPEeACTaBASBAIIUSI
croTBeTHaTa CTpaHa MAU Aa ObJaT U3NpallaHd KaTo CKaHUPAaHU €eAeKTPOHHU
KOIIN4 Ha TIOAIIMCAHU Ha XapTud AokyMeHTH. CTpaHHTE Ce cIiopa3yMsdaBarT, de
MIPOLIECHT 10 ABYCTPAHHO IIOAIINCBaHE Ha JOKYMEHTH IIle Ce€ CUUTAa 3a BaAUIHO
OCBHIIECTBEH aKO CBOTBETHHUAT AOKYMEHT € IIOAIHCAH OT eagHaTa CTpaHa Ha
XapTHs U € U3MNpaTeH KaTo EAEKTPOHEH JOKYMEHT (IpeacTaBAsIBaIll CKAHUPAHO
KOIlMe Ha IIOAIIMCAaHUS Ha XapTHUd MOKYMEHT) HMAM aKo € TIOANHNCaH KaTo
€AeKTPOHEH [OKyMEHT C KBaAUUIIUPAH €eAeKTPOHEH IIOAIIMNC U aKo
HacpemrHata CTpaHa IIOTBBPAH/IIPHEME H3SIBACHUSTA B IIOAAEKAIIHUA HA
ABYCTPaHHO MOANHCBaHE MOOKYMEHT 4Ype3 MOoAMNMNCBaHe C KBaAUUIIMPaAH
€AeKTPOHEH IOAIUNC HUAU Ype3 CaMOpPBYHO MOANNCBaHE HA JOKyMEHTAa, HOCEII]
noanuc Ha apyrata CrpaHa U pasnedataH Ha xapTus.CrpaHaTa, IIOCAETHO
noAmnrcasa JOKYMEHT, IOJAeKAalll Ha ABYCTPAHHO IOAINCBAaHE, € 3abAXKEeHa
Oa usnpatu Ha papyrata CrTpaHa OKOHUATeAHATa BepCHUd Ha MOOKYMEHTa,
noanucaH oT uMero Ha aBete Crpanu. C Hactrogimoto, CrpaHUTE cCe
ChraacdBaT, Y€ B OTHOILEHUATA UM H3M0A3BAHUTE EAEKTPOHHH IOAINCU U
YCBBBPIIEHCTBAHU €A€KTPOHHU ITOAIINCH Ille UMAaT IIpaBHA CHAA, PaBHOCTOMHA
Ha caMOpPBbUYE€H MIOAIIUC.

4.9. TloTpebureadar ce cpraacgBa C IIOCOYEHUTE II0-TOPE YCAOBUS U
nH(opMmalug Ha 3agBKaTa. [loTpebuteadT 3agBgBa, 4Ye € 3allo3HaT U IIpueMa
ycaoBugTa Ha [loroBopa 3a IIpeaocTaBdHe Ha TEAEKOMYHUKAIITMOHHU YCAYTH OT
“Byaraprea” All, myOAmKyBaH Ha HWHTepHeT cTpaHUIlaTa Ha OPYKECTBOTO:
https:/ /bulgartel.bg/SLS . KaAueHTBHT CBIIIO Taka MOTBHPKAABA, Y€ € 3aIll03HAT
c IToanTukara 1o 3aiyTa Ha AMYHUTE JaHHU Ha ,Byaraprea“ A, mocThIIHA Ha:
http://bulgartel.bg/page/78, KakTO B ce 3amgbAXkaBa Oga obOpaboTBa AWYHU
JaHHU, [IPEJOCTaBEHU MYy AU Pa3KpPHUTH OT 3asgBdaBaliaTa cTpaHa BbB BpPb3Ka
C IPEeIOCTaBIHETO/IIOAZBAHETO Ha YcAyraTa 3aKOHOCH00pa3HO, IIeAeCHO0Pa3HO
U IIPU ClIa3BaHe Ha NPUHIIUIINTE 3a MUHUMHU3UpPaHe Ha o0paboTBaHUTE JaHHHU,
TAXHAaTa 3allliTa U ITIOBEPUTEAHOCT.
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4.10. Or pmarara Ha IIrbpBaTa 3adBKa 3a YCAyTH, € B cHaa [loroBopa 3a
IIpeoCTaBgHEe Ha TEAEKOMYyHUKAIlTMOHHU ycAyru oT “Byaraprea” Al Ha
[ToTpebuTteas Ipu yCAOBUATA, YTOBOPEHHU B Ta3H 3asBKa U yPEeIeHH B J0oroBopa
o 1.4.7. 1mo-rope.

4.11. HacrogimaTa 3asgBKa CcTaBa Hepa3geAHa YacT OT CKAIOYEHUS MEXIY
cTpaHuTe [loroBop 3a MOpPEmOCTaBSHE Ha TEAEKOMYHHUKAIIMOHHHU ycAyru. B
CAydYal Ha MIPOTHBOpEYHE MeXKAy YTOBOPEHOTO B Ta3U 3asBKa U A0roBopa, C
IIPHUOPHUTET IIIE€ CE IIpHUAAra roCO4YeHOTO B 3asiBKaTa.

HanwaHumeneHn oupexmop
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