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WUTB AOOEN Ckonje
\’ . Byx. Jare Canpancky 6p. 116/4-5
' 1000 Cxonje, Mareaonuja

Ten, +389 2430573

Jo: AreHluja 3a eIeKTPOHCKA KOMYHUKaL UM

Mpepmert: JiocTaByBarbe HA YCOMMACEHW CTAaHAAPAHK NPETHAaTHUYKN HJOFOBOPY Ha
onobpyeatbe cornacHo Bauy sabeneltkn nparenu Ha e-mail -

TToyumysaxu,

Bo npusior Bi ry 4oCTaByBame KOpPErMpaHuTe cTalgapAeHU NPETIAGTHUYKK BOrOBOPH Ha'

opobpysarse 3a mefyHapopen Ethernet npenoc v WnTeprer npucTan cornacHo Bawmre.

nocnepHv sabenewxu.

Co nouur,

Cronje, 10.04.2018 rog,
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JOToOBOP
33
(MEFYHAPOOHO) NOAATOYHO ETHERNET FIOBP3YBAHE

CKAyYeH Ha fAeH . Bo CKonje nomefy,

JOFOBOPHM CTRaRW:

1. WTB JOOEN Ckonje, co cepuiute Ha Bya. “Jane CaHgarcku” 116/4-5 Cxonje, EMBC:
6936792, zacranysaHo 0f YnpaBuTenoT Mrop AHrenoBcKM, (BO NOHaTaMmOWHWOT
TereT MTB nnn gasaren Ha yenyra) v

2, , CO CeRMWITE Ha 3acTanyeaHo of,
ynpasuTenor __ , (B0 moHaTamOWHMOT TeKcT uan
KOPWCHUK Ha ycayra) .

MPEAMET: MEFYHAPOAHO MOAATOYHO ETHERNET NMOBPSYBAKGE co Bpauna
Mbps ‘

Dasatenor Ha ycnyrata co oeoj [orosop my obesbegysa Ha KopucHUgoT
{mefyHapogHo) nogatoyno Ethernet nospaysarse mefy:

Touka L: /////;
Touka 2: //{////.

KopveHWMKOT Ha yonyrata ¥ gasaresior Ha yeayrata ce COrAacHM 3a npudakae Ha
YCROBWTE O/, AOIOBOPOT 38 KBRAWTETOT Ha yeayrara, (Service Level Agreement) Mpunaor 3, Koj
& cogTaseH Jen og oso] fJorosop,

KopHcHMKOT Ha yohyrata ¥ Hasare/ior Ha YCIyrara ce CoracHu fa ri novuTysaar
ycAaoBuTe W ogpesbute og Tipuaor 4 KoM ce ofHecyBaaT Ha NpoUeAypuTe 3a npujasa u
paspewtysatse Ha NpobAEmMM 3apagu KoM HACTaHaN0 MOMEHTAAHO WM TPRjHO HapylyBathe
Ha KBaIMTETOT Ha YonyraTa geduHupana so Mpuior 1, Toyxa 2.

TIPABA W OBBPCKW HA AOrOBOPHMTE CTPAHU

1, PABA U OBBPCKH HA KOPUCHUKOT
Ynen 1

1.1 KopucHWUKOT MMa NpaBo A3 ja KopWctv yonyrata deduuupaHa so lMpusor 1 koj e
cocraBeH Jes Ha oBoj Jorosop 34 Ue/o BpemeTpage Ha MCTHOT.

1.2 KopuCHUKOT TV nipubaka YcIoBuTe Of rapaHumjaTa 3a HUBO Ha Keanuter, (Service Level
Agreement) Tipunor 3, Koj € cocTaBeH A& Ha 0BOj [JOTOBOP 38 UEI0 BPeMEeTpaekbe Ha
WCTHOT.
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1.3 KopucHuKoT npes3sema obBpcka 3a geduHWpaHaTa yoayra Aa o MAaTM BHYMHWOT
meceyeH HagomecT Ha [lasatenor Ha yciyrata (gedunmpad so Mpunor 1 Touka 3.1),
3rofiemeH 3a 3aKoHCKU npegsugeHnoT OB, Koj 3a BaKos BUA Ha ycayra MaHecyea 18%,
Ha HauuH YTBPAEH BO Y/ieH 5 of osoj [orosop.

1.4 Onpemara MHCTanUpPaHa Bo cepBep-cobata Ha KOPUCHMKOT Ce faea Ha Kopuctere bes
HaJAOMECT Ha HKOPMCHUKOT Ha ycnyrata 33 Ueno BpemeTpaek-e Ha SOorosopoT.
KopucHukoT Ha ycayrata ce obBp3yea 3a T0j Nepuos fa ce ofHecysa Kako gobap
CTONaHCTBEHWK KOH onpemara fafeHa Ha KopucTerse, JJOKONKY HacTaHasio LITeTa, Wau
YHULITYBaKE, OSHOCHO Nponarathe Ha onpemara, nopagu ynotpeba Ha onpemara Ha
HayuH cnpotuBeH Ha OBOJ JOroBOp WAM CNPOTUBEH Ha pefoBHaTa ynoTpeba Ha
onpemara, KOPUCHMKOT Ha ycayrata e BOo/KeH A3 ja HaAOMeCTM UenaTa BPeAHOCT Ha
onpemara, HaeegeHa Bo [lpuaor 6p.1, TouKa 5, BO CNpOTHBHO, [aBaTeNOT Ha yoayrata
“ma npaso ga nogHece Ty»x6a 33 HaZOMECTOK Ha LuTeTa.

1.5 [loKosIKY Ce YyTBpPAU AeKa Orpemara e Ae®eKTHa, KOPUCHUKOT He cMee Aa ja oTBapa uau
nonpasa ucrarta, TyKy Tpeba Aa ro u3eecTu GaBaTenoT Ha ycayrata 3a npobaemor 1 ga
MYy OBO3MOMM NpKCTan A0 onpemarta co Uen HeJ3UHO nonpasakbe Uin 3ameHyBatse.

1.6 KopucHukot npesaema o6BpCKa No CKAyvyBake Ha AOroBOPOT fa ro nNjiaTu ofHanpes
e HOKPaTHMOT TPOLUOK 33 MHCTanaumja 3a yenyrata geduHupada so lNpunor 1 of 0BOj
[OroBop, JOKONKY TAKOB NOCTOM.

1.7 Jasatenor Ha ycayrara ce obspsyBa geKa Ke ja criegw NOAUTUKATa Ha LeHuTe Ha
Te/leKOMYHUKaLMCKWUOT Nasap v Ke ja pesuaupa ueHaTa Ha yoiyrata, AOKONKY Aojae o
HejsrHO HamanyBatbe. Bo cayvaj Ha npomeHa Ha UeHata, [aBaTenoT Ha yciyrata 8o poK
04 30 (Tpuecer) geHa nucmeHo Ke ro M3BecTM KOPUCHKKOT Ha ycnyraTa 3a HoBaTa
npomMeHeTa LeHa Ha ycayraTa.

1.9 KopucH#KOT ce 06Bp3yBa [eKa Ke NpoLOo/KK f1a ja KOpWCTY yeayraTa CornacHo uneH 6
o4, oeoj [loroop M BO cnyyaj Aa Aojde A0 NMpOMeHa Ha HerosaTa COMNCTBEHWYKA
CTPYKTYPa, AOKO/AKY Hema npomeHa Ha [OroBOPHUTE YC/N0BW KaKo pesyaTat Ha
npomMeHaTa Ha CONCTBEHWYKaTa CTPYKTypa.

1.10 KopMCHMKOT Ha ycayraTa Mma npaBo aa nobapa MPoOMEHW Ha YCAOBUTE Of, OBOj
[forosop co NPeTXoaHO NUCMEHO K3BECTYBatbe WCNPaTEHO MO MoLwTa co npenopavyala
npaTKa u/uam eNeKTPOHCKO U3BeCTYBar-e MCNpaTeHo Ha JaBaTenoT Ha ycnyrarta Ha 6uno
Koja og emaun agpecute gasenu Bo [punor 2 KoH oBoj gorosop. Jokonky Oasarenor
Ha ycnyraTa He ce cornacysa co NpeaiomeHnTe NPOMeHK Ha ycroBuTe og osoj forosop,
Toraw KOPMCHUKOT Ha ycnyrata Mma npaso fa NpogosXKWM Ja ja KOopUCTU ycayraTta
COrIacHO BaKedKuTe YCI0BYU of, 0B0j JOroBop MM UCTUOT A3 0 PacKUHE CO NUCMeHo
u/Unu enekTPOHCKO M3BECcTyBake €O POK of, Hajmanky 30 {tpueceT) geHa of, AeHOT Ha
UCnpakarbe Ha WM3BECTYBaETO 33 PacKUHyBatbe Ha OBO] J0roBop Ha 6uno Koja of
emMau agpecute aageHu so lMpunor 2 KoH 0BOj forosop.

1.11 KopMCHUKOT Ha ycayrata MoXKe BO CEKOE Bpeme fa Bpluy NpoBepKa W cieferhe Ha
BMCTMHCKaTa bOp3MHa M MCKOPUCTEHOCTAa YC/Ayrata co JIOTMparbe Ha [0opTanoT 3a
MOHWTOPWUHI BO COMCTBEHOCT Ha [aeatenot Ha ycayrata. KopucHW4YKoto ume u
JI03WHKaTa 33 JioTMpakbe Ha NopTanoT ce gageHy o [prnor 1 Kou osoj [orosop.

Crp. 2
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MPABA 11 OBBPCKW HA BABATEAQT HA YC/IVITATA
Ynex 2

2.1 Kopuerukor ce obspaysa:
- fa oBesbequ npuctan sa JapaTenocT Ha YCAYraTa L0 MPOCTOPUNUTE Ha KOPUCHUKOT U 0
HEroBaTa MpexaTa BO POK of 2 (4Ba) AeHa, 3a fa ce peaausMpaaT cute noTpebHu
TEXHUMKY NOATOTOBKKN 33 Peanusyparbe Ha NOBP3YBareTo Ha CTpaHaTa Ha KOPUCHUKOT
(MHCTanauMia Ha vuee).

2,2 [laparenioT Ha YCyraTa Mivia Npaso;
~ BpemeHo aa ro 3abpaHy KOPUCTEHETO Ha YCAVTaTA BO CAydaj AOKOAKY BO DOKOT of
gonoauutentute 5 (ner) peHa no AMCMEHOTO Rpesynpeiysare KOPUCHWKOT Ha
ychnyrata He ro ynsiaTh GoAroT KOH AasaTesIoT Ha yoayrara,
- 3a HeHaBpemeHo nnaralbe Ha YonyriTe, AaBaTesoT Ha YCAYraTa ro 3a4piysa npasoTo
fAa npecMeTyBa 3aK0OHCKa 3aTe3Ha Kamarta.

2.3 [lagare/noT Ha yoayrata MMa nNpaso Aa W3BpLUIM NPOMeHU Ha yohosuTe BO o30] Jorosop
CO NPETXOZHO MUCMEHO W/MNKM eNeKTPOHCKS M3BECTYBatbe UCNpaTeHo Ha KopucHuKoT
Ha yecayrata. JOKOMKY KOPUCHMKOT Ha yeayrata He ce Coraacysa co rpej/loMeHnTe
npomMeHy Ha ycnosute og oBoj Jorosop, Torat! JaBatencT Ha yoayrata Mma npaso ga
npogo/n fa ja cbesbenysa ycayrata coracHO BaXKeMKUTe YCHOBW og 0Boj fJorosop
na UCTUOT Ja 1o PEcKWHEe CO NMUCMEHO H/Idﬂld EJIEKTPOHCKO y3BecTyBarme COTAQCHO
ogpenbute o Ynek 8,

2.4 JasatenoT Ha ycnyrata ce o6Gspaysa ga my ofesbegyn HempeyeHo npucTan 3a liposepka
W cneferbe Ha BpsMHaTa ¥ MCKOPMCTEHOCTA Ha YCAyraTa Npeky ropTan 38 MOBUTOPUHT
Ha yeayrata htip://statitvnet.mk. KopucHUuKOT ume 1 J03MHKaTA 3a AOrMparbe Ha
CUCTEMOT 32 MOHWUTOPUHT ce JafdeHM 8o Tpunor 1 KoH aBoj [lorosop.

MOAHECYBAE HA TIPUIOBOP ’

Yaen 3

3.1 KopucHUKOT Mma Npase Ba nogHece Npurosop 5o JasarTenor Ha yeryraTa Bo 0gHOC Ha:
- o6esbepyBar-eTO Ha ycnyrata

-~ W3HOCOT Ha MeCcedyHWoT HagOoMecTOK 3a yoiyrata M/Wiv efHOKDaTHUOT TPOLLOK 33
MHCTanalMia Ha yoayraTta

- KBaNUTETOT HA obesbepeHaTa ycayra
~ YCROBUTE Y POKOBMTE HAaBeZeHN BO 0BOj 4OTOBOP

3.2 lMpurosopuTe HaeegdeHH Bo YneH 3, crae 3.1, ce nogHecyBaaT BO pok oA, 15 (netHaecer)
ZleHa 8o nucveda dopma 0F JeHOT Ha HapYILYBarbeTo Ha KBaIUTEToT W/MAM NpeKnHoT
Ha yonyrata, W/uny 15 (netHaecer) feHa of ABHOT HE MBaBarbe Ha (aKrypara Bo
c/y4aj Kora NPUroBOPOT ce OfHecysa Ha MeCceyHHoT HaAOMECTOR M/UAK eHOKPaTHUOT
TpottoK, [pUroBopUTE BO 0AHOC Ha YCAOBUTE ¥ NOKOBUTE 0f 0Boj Jlorosop KHOpUCHUKOT
MONe fa r'M nogHece BO mucmeHa GOpma HO NoWTa co NperiopauyaHa npartka u/um
enexTpoHcKa dopma po [aeaTenoT Ha yoiyrata Ha 6Mno Koja o emawn appecure
Aagnedn o Mpuaor 2 KoH oo} gorosop.

3.3 JasaTenor Ha ycnyrata e pomKeH Ha KOpUCHMKOT Ha yonyraTta ga My AOCTaBU O4roBop
BO NMCMeHa GopMa 3a OCHOBAHOCTA HA NOAHECEHWOT NPUIroBop BO POK o4 15 AeHa of
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AEHOT Ha NMPUMEMOT Ha NpHUroBopoT. [JoKonKy KOpMCHMKOT Ha yciyraTa He e 3af,0BoJIeH
0O AOHeceHaTa O/JlyKa Mo NpuMroBopoT kMa NpaBo BO pPOK og 15 geHa of AeHOT Ha
npyvemMoT Ha KCTMOT A0 AreHuujata pajgoctasu baparbe 3a pellaBarbe Ha Crnop.
[fokonky JasaTenor Ha ycayrata He noctany ro nNpuroeopoT Bo 0BOj poK, KopucHukoT
Ha ycnyrata uma npaeo A0 AreHuujaTa fa goctaeu Gapatbe 3a pelluasakse Ha Crnop Bo
poOK 0f 35 fJeHa 04 OEHOT Ha NoAHecyBakbeTo Ha npurosopor go Masatenor Ha
ychyrara.

3.4 Bo cayuaj kora KopucHUKOT Ha ycnyrata Ke nogHece Hapatbe 33 pellasake Ha Cnop go
AEK, a crnopoT ce oaHecyBa Ha W3HOCOT Ha MeCEYHMOT HaZOMECTOK 3a ycayraTa,
KopucHuKOT Ha ycayrata e obBpsaH fAa ro nNiatM MECEYHWOT HaAOMECTOK BO
onpegenednot pok. [okonky KoOpUCHMKOT Ha ycnyrata He ro nAaTM MEeceqyHWuoT
HaAOMECTOK, Torall Ke ce NpUMEHaT BameykuTe ofpenbu og oBoj [oroBop cornacko
YneH 2, cras 2.2.

BULUA CMNA
YneH 4

[aBatenoT Ha ycnyrarta ¥ KOPWCHUKOT ce COFAacHM HUeAHa OOroBopHa cTpaHa fa He buge
OArOBOPHa KOH gpyraTa 3a rybuTok, Wrera, noBpega MAM Heuwsepllysake Ha ogpepbuTe Ha
0BOj LOrOBOpP KO ce NpeaMsBMKaHW CO AejcTBO Ha BUwa cuna. JOoKOJKY KOPUCHUKOT ja UMa
naaTeHo ycayrara npeg, AejCTBOTO Ha BMILA CWAIa, BO TOj CAy4a] AaBaTeNOT Ha yeayraTta ke my
ja BpaTH BO UE@NOCT ynaaraTa Ha KOPUCHUKOT Ha yciyrarta 3a meceL,oT BO KOj UMano 4ejcTso
Ha BULLA CW/1a, UNY [OKONKY KOPUCHUKOT ce Cornacu, yniatara Ke ce npudaty 3a yeayrara 3a
HapegHWOT mecel,

Mog BUila cuna ce nogpazbupaar HacTaHM KoM ce BOH KOHTPO/a Ha S0TOBOPEHWUTE CTPaHH,
KOM He MOMaT Ja ce CrpeyaT MAM OCTPaHaT, a MoMe Aa HacTaHaT Mocie NOTnulyBake Ha
[OTOBOPOT U I'i OHEBO3MOMKYBAaT L@NOCHO WM AeAYMHO forosopeHuTe obspcku. lMog
BULIA CUAA Ke Ce CMEeTaaT aKTH U OZJIYKM Ha APIKABHUTE OpraHu U UHCTUTYLMN,

3a sBpeMeTpaeH:EeTO Ha BULUA cu/ia cuTe npaea i oB6BPCKW 0f, 0BO] AOrOBOP MUpYBaar.

AKO MCMONHYBAETO Ha AOrOBOPEHUTE 0BBPCKU MOpa A3 ce O4JI0MU Nopagu BULA c1Aa 3a
nosefe oa 30 geHa, AOrOBOPEHUTE CTPaHM Ke JoroBopar HOBM YC/08M 33 MCMOAHYBaHe Ha
D,0roBOPOT MAK YC/IOBM 38 pacKMHYBare Ha JOroBoporT.

HAYMH HA MIAKAHE
YneH 5

MnakarbeTo Ce M3BpLUYBa NO NPETXOAHO M3dafeHa ¢daxTypa of CTpaHa Ha LaBaTesioT Ha
ycayrarta.

®aKkTypuparbeTo KOH KOPWCHUKOT Ha Ycayrata og cTpaHa Ha [aBartesioT Ha ycayraTta sa
ROpMCTEHLE Ha ycayraTa HaBegeHa 80 fpusor 1 ke ce M3BpLUyBa CEKOj MOC/AEAeH AEH BO
MeceLoT.

PokoT sa nnakarbe naHecysa 15 (netHaeceT) AeHa of A€HOT Ha U3/aBatbeTo Ha daKTypaTa.
33 eBeHTYa/HO 3a[0UHYyBakhe f[aBaTeNoT Ha yoayrata FO  33dpXyea npaBoTo 3a
npecMeTyBame Ha 3aKOHCKa 3aTe3Ha Kamara.

Crp. 4
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BPEMETPAEH-E HA AOToBOPOT
Ynen 6

Osoj fAorosop ce cknywysa Ha nepvos o, 12/24 {nEaHaecet/aBaeceTMueTHPY) Meceum
CMEeTaHO O JieroT Ha obeabenysatbero Ha NOAHUOT KanauuTeT Ha YeayraTa JeduHUpaH Bo
Tpunor 1, Touka 2 og cTpaHa Ha AasaTenoT Ha ycnyrata KoH KOPUCHUKOT.

NPOJOJTHYBAKSE HA OFOBOPOT
Yneu 7

{laBaTenor Ha yenyrata Ke MCHPaTH MMCMEHO M3BecTyBarbe Hajvanky 30 AeHa npeg, poKoT
Ha WCTeKyBare Ha 0BO] Zoropop co Gapare 3a HeroBo npofosKysarbe., [OKOMKY
KOPMCHUKOT Ha ycayrata MCnpaTy nKUCMEHA COTAACHOCT 338 HEroBO [1POfOMIHYBalLE,
ADrOBOPOT K& Ce NPOJOMKU 1O, MCTUTE POKOBY W YCADBKM HEBEASHU BO JOTOBOPOT.
[loroBOpOT HeMa fa ce MPOAC/IKM AOKONKY KOPUCHMKOT Ha YCNYraTa He Ce COriacu Ha
npodo/iysarbe MAW JOKONKY He MCTpaTW NUcmeHa cOrIacHOCT Ha GaparbeTo 3a Heroso
npofdosnysatbe,

PACKMHYBAIE HA BOrOBQPOT
Yneu 8

8.1 KopWCHMKOT MOXe npegspeme Az ro packMHe [OTOBOPOT CO NPETXOSHO MHUCMEHO
W3BECTyBatbe 33 NpejspeMeHo packuHyBarkhe Ha AOTOBOPOT A0 GABATEAOT Ha YCIyraTa,
Koe ce pocTaByBa Hajmanaky 5 (neT) geHa npeg, JaTyMoT Ha packMHyBakbe Ha JOroBopoT,
npY WTO e JOMKeH 43 FU HogMMpy cute oBBpCcKM 33 maakare KoM FM MMAa KOH
ABBaTENOT Ha YOWTaTa KoM HacTraHane go MOMEHTOT Ha NoAHecyBarbe Ha NYCMEHOTO
M3BecTyBake 3a packMHyBalerTo Ha OBO] AOToBOP srofiemMeHn 3a 3 (TpPU) meceudu
HaJOMECTOUM 32 YC/YraTa CoracHo LeHaTa Ha yonyrata ZieduHupada Bo fpuior 1,
TOYKa 3, KaKD JOroBOPHA Ka3sHa sa npeaBpeMelo packiHyBake Ha AoroBopoT.

JOKOAKY BO MCTEK Ha [OFOBOPOT HpeocTaHysaaT nomanky of, 3 (Tpu) mecein Toratl Bo
cyda] Kora KOPUCHWKOT 6apa NpeABpemMeHO pPackuHyBarse Ha AOFrOBOPOT, WCTMOT e
obepsaH ga I'M NoSMMpY CUTE NPeocTaHaTH MECEUHX HaiOMECTOLM 33 Kopuerere Ha
ycayrata o BpeMeTpake Ha JOTOBOPOT COMIAcHO LeHaTa Ha ycnyraTta geduHupata Bo
Mpuaor 1,

Bo cayuaj Ha npeaBpemeHo packuHyBatbe Ha SOrOBOPOT, AaBaTeNoT Ha yenyrara Ke ja
JAEeMOHTHPA onpemara YHCTaAMpada Bo NPOCTOPUMTE Ha KOPUCHUKGT Ha YC/IYTaTa BO POK
op 5 (net) AeHa cMeTaHO Of AEeHOT Ha NopHecyBaHe HA NMCMEeHOTo U3BEeCTYBatbe 33
MpenBpeMeHo packuHyBalke Ha AoToBOPOT 3a WiTe [asaTesiov Ha yonyrata vW3pasa
NHIWaH SOKYMEHT.

8.2 KOpUCHUKOT Ha yenyrara MoXe Ja ro packuHe JorosopoT Ges ga my BUgaT HamiaTeHu
KasHeHW NeHan4 2a NpefBPeMeHD PackMHYBabe Ha AOroBopOT HOKOAKY:

- [laBaTenoT Ha YeAyraTa He ' MCnoAiHK oBBpcrITE npegBnagHn co 080] florosop;

- laBaTenot Ha ycayraTa He e Bo coctojBa na obesfenn KBanuTeTHa yenyra so 99,5% og
BPEMETO BO KafeHAapcKUOT mecel, Wi He T MCNOoAWM ychosuTe oOf [loroBopoT 3a
ksanuTeT Ha yayra (SLA} cornacHo Mpunor 3 KOH 0BOJ BOTOBOR;
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- HlaBaTeioT Ha yenyrata He ja oBesbenu yeyrata BO pok 04 5 (net) geHa no U3splieHa
ymiarta ¥ no peanusuparbeto Ha cite noTpebHM TexHUYKWM YCIoBM Ha crpaHaTa Ha
KOPHUCHUKOT.

- Bo cnyuyaj vora gasatenorT Ha ycnyraTa He e BO cocrojfa Aa ru obesbeayu yonyrure
nopagu pejcreo Ha Buila cuna nogonro oa 30 aeHa.

8.3 [lasaTencT Ha yenyrata Mowe 43 ro packuHe AOTOBOPOT:
- AKO HacTannno HeMcnosIHyBakbe Ha JOTOBOPHUTE 0BBPCKN,

- [lokonky gagaTtenoT Ha yonyratva He e Bo coctojfa ga rv obesbenw yoayruTe nopagu
Aejcteo Ha Buwa cuna nogonro og 30 peHa.

HAZLNEXEH CYA,
Ynen 9

CuTe cnoposy JOTCBOPEHMTE CTPaHKU Ke Iy pellaBaaT cnorogbeHo, ACKONKY He ce pelln
crioropbeHo HaanexeH e cygoTt OcHoseH Cyg Cronje 2 Conje.

CTATIYBALIGE BO CWITA HA JOTOBOPOT
Yren 10

JOroBopoT cTayea BO CWI3 Ha JEHOT Ha HeroBOTO NOTHMWYBake of ABeTe ACFoBOPHU
crpanu. Osof Jorosop e ckaydeH Bo 2 (gga) npumepouw, og, ko 1 {epeH) za KopuCHMKOTH 1
(epew) 3a magaTenoT Ha yeayrarta.

Bo Cxonje Ha JeH vuuee,

AOroBOPHM CTPAHN

WUTB JOOEA Crorje PRTLTIRITIIIVIIITY
Aasamen Ha ycayeama Kopucrux Ha yenyaa
HMrop AHrenascky PYTTEIRIIIIVIYIYM?
Ynpasurmen Vnpueumen

Crp. 6
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Jorosop sa (mefyHapogHo) nogavouso Ethernet noBp3yBatbe

1. Tlogatoum sa HOPUCHKKOT:

Hasus W ceauiuTe Ha NpasHoTO AMUe!

Agpeca;

EMB:

JaxoyeH bpoj:

ADMUHUCTDATHBEH ROHTaKT:

TexHW4KY KOHTaHT:

Appeca 3a npyem Ha daxTypu:

Jl¥le 33 KOHTaKT:

Ten/basc

2. TUNHAYCIIVTA

2.1 Jasatenor Ha ycayrata Ha Bapawme Ha KOPUCHUKOT, 1TOA YC/IOBM YTBRARHH CO
ocHosHioT [Horosop sa (mefyHapogHo) nopatouHo Ethernet nospsysakse my ja

OBO3MOMYBA ClegdHaTa yoayra:

MEFYHAPOLIHO MOZATOYHO ETHERNET [TOBP3YBALLE co 6pakia 20Mbps mefy:

Touka 1: ?7Y2727777779?

------------

3. MECEYEH HAJOMECTOK 3A YC/IVIATA

3.1 {MefynapogHo) noaaTouHo Ethernet nospaysatbe
4, EJHOKPATHW TPOLUOLY

4,1 Mucranaumfa Ha 27°P7PPePe707eeY

5. BPEQHOCT HA ONPEMATA

52 PP RRYRTTIYIIYY IR RRRIRIIRYRRRYYTY?

6. MOHUTOPUHI HA UCKOPUCTEHOCT HA YCITYTATA

P?P?7??? EVP/macey,

7777 EYP.

.....

PP EVP.

6.1 KOpUCHWKOT MOMe 43 ja npoBepu v cnepy GpavHaTta M WcKopucTeHocTa Ha
yoayTaTa nNpery nopTanoT 38 MOHWTOPMHI Ha ycayraTa BO CONCTBEHOCT Ha [aBaTenoT Ha
yacyrata http://stat.ltvnet.mk/. 3a npucran ao vasesenMot noprasn, KopUCHWUKOT MOWe 43

T KOPKCTH CHESHOTO KOPUCHUUKO Hte Y IO3UHKa:
KopucHuuro ume - 777777
JlosnHka - 77977
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Mo npBUYHOTO SICTMRaK:e Ha NOPTAA0T 338 MOHUTORUHT, Ropwcumm'r MOXe 3 ja IpomMeHu

JIO3MHKATA BO FOPHWUOT AECEH aroA Ha NOpTanoT,

Bo ueHaTa He e BAyueH 00B og 18%.

MnakawkeTo Ha MEeceYHUOT HAZOMEeCTOK 3a Yosiyrara e BO [eHapcKa NMpoTUEBPEeHOCT
cornacHo Kypcot Ha HapogHa Badka Wa P, MakepoHWia Ha 4eHOT He W3jaBatbe Ha

dakTypara.

OB0J NpW/OT & CO BAXKHOCT Of, AATYMOT Ha NOTNUILYBate Ha [LOT0BOROT.

Bo Cronje Ha feH 779?777 roguna,

AOTOBOPHU CTPAHU

WTB A0DE/ Cronje
Hasamen Ha yoayzamd
Wrop AHrenoBcky
Ynpasumen

IR
Kopucuux HO yenyaa

-------

YHpaeumen
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Mpunor 2

KOH

AaTYH

florosop sa vefyHapoaHo nogarouHo Ethernet noepsysame

Honrarmy

KoHrakTi 33 KomepUWjanHy 1 TEXHWYKK npallatka ¥ HACTaHaTH rpeltikd 3a Bpeme

obesbGegyBaree Ha yenyrara:

Ha

WUTB koHTaKT 33 agMMHUCTRATHBHHY | UTB TeXHMUKH HOHTaKT UTB koHTaKT 32 npogamba
npalwaa
Mapujana Huionoscka Wrop AHrenoBCKK Wrop AnrenoBcrn

By, JaHe CangaHcky 116/4-5
1000 Cronje, MakenoHKja
Ten: 078 211949

E-mail:
mk.eu

marijana.nikolovska@ity-

Ten:+389 77 986 444
E-mail: igor.angelovskl @itv-mk.eu

Tes: +389 77 986 444
E-mail; offlce@itv-mic.eu

77?7 KOHYaKT 33
ALMHUHUCTRATHEHM Npalyaa

7?P?7? TEXHHUUKM KOHTAKT

2?2 HOHTRHKY 33 IPOAIHDTA
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fipunor 3 — lorosop 3a KBaAuTeT Ha ycnyra;(SLA — Service Level
Agreement)

[faBaTesoT Ha yeAyraTa e oAroBOPEeH 33 OTCTPaHysakbe Ha cuTe fedeKTW Ha yonyrata Kou
Bune OTKPMEHU Of CTPaHa Ha KOPUCHUKOT Ha yonyrata winM Kou my Bune aojaseHn Ha
[aBaTe/oT Ha YCyraTa o CTpaHa Ha KOPUCHUKOT Ha yoiyrarta. flasatenoT Ha yeayrata He
OApyBa cMUcTeM 3a eBUpeHUM]a Ha gederTi Bo Koj ke BuAaT apxmusupaHu cute aedeKty
KOW I'M OTKPMN [aBaTenoT Ha YCnyrata Wav M npujasii KOPUCHWKOT Ha yonyrata Ha
Texuuukara cniyxxba Ha ZaBatenoT Ha ycayrata. 3a cexoj pedeKT OTKPUEH of cTpaHa Ha
AaBaTeoT Ha YenyraTa WaK npujaseH of CTPaHa Ha KOPUCHUKOT Ha yCiyraTa ce 0TBopa T.H.
TUKeT 33 geheKr HajgouHa 15 MMH. No NpujaByBatbeTo, a SaBaTe/IoT Ha YC/IYraTa € SoaKeH
ga My ro coonwtu Gpojor Ha TUKETOT Ha KOPUCHMKOT Ha ycayrata wrom Toj ke Guge
SBUAEHTUPaH of cucTemoT. Turetor Ke Buge 3ateopeH Kora Yeayrata #e 8uze noBTOpPHO
onepaTBHa, @ KOPUCHMKOT Ha yonyrata Ke ce corjlack feka TUKeToT moe fa O4uge
3aTBOPEH.

Cnegnute SLA napamerpy ce ciedar:

1. CranKa Ha BOCTanHOCT Ha YcnyraTa (SAR}
2. [poceuHa saryba Ha nakety (MPL}

A3.1 Cranka Ha gocranHoct Ha yeayrata (SAR)

[locrankoer Ha Yenyrata e coctojfara 80 Koja KOPHCHUKOT Ha yonyraTa e Bo cocrojfa ga
pasmeHyBa MOAATOLY HM3 KOMYHMKALWMCKWOT Kanan ko ro obesbegyea AaBarenot Ha
yonyrata, Bo Taa cmMuoia M Bp3 OCHOBA Ha TWUKETUTE Ha CMCTEMOT 3a €BMSeHUMI3 Ha
federTUTe Kal A3BATE/IOT Ha yonyraTa, MoMe fAa ce onpejgan KYMynaTWBHOTO BpemMe Ha
HepocranHooT Ha Yonyrata Bo efeH MsBelUTasH REPUOf, a CranKaTa Ha JOCTanHOCT Ha
yenyrata (SAR) ce npecmeTysa co chefiHaTta popmyna:

KYMYJaTMBHO Bpeme Ha HegocTanHocT Ha

VenyraTa 80 MSBELITAEH Nepuos,
SAR={1- ) ¥ 100 %

BKYITHO BpEeMe BO M3BelITaeH Nepuos,

A3.1.1 BKryyeHK KOMITOHEHTH:

CneaHiBe KOMROHEHTH ca BKAYYEHW NpY ofpegyBatbero Ha SAR:

e CuTe KOMNOHEHTM Ha Mpekara sa mogatouu (Brayuyeajiu ja ocHosHata {backbone)
Mpexa U pytepure);

¢ CPE (aKo ¢ meHayMpaHo of 0aBaTesoT Ha Yoyrarta) 1 SOKONKY npunaia Bo AMUcTaTta Ha
craHgapaHy CPE,
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A3.1.2 UcKny4yeHn KOMNOHEHTH

CnefHuBe KOMNOHEHTYU Ce UCKAYYEHU NPY ogpeaysarbeTo Ha SAR:

NNI (Network to Network Interface) ycnyrute Ha Hocittenor (carrier), kou obuuHo
BK/IydyBaaT KOHeKLWW CO HagsopeLlHu HocuTenu (carriers);

Buno kaksa onpema Ha KOPUCHUKOT Ha ycayraTa, Koja He e MeHayMpaHa Of 4aBaTenor
Ha ycnyrara.

JIuknn 32 okanex npucran obesbeieHn 04 KOPUCHUKOT Ha ycnyraTa,
MPEKUHU Ha YciyraTa npesMsBUKaHW 04 OKONMHOCTY Ha BULLA cuAa
NPeKNHNTE Ha YcayraTa Bo nepuoguTe Ha NiaHWpaHo oapyBatbe

YcnoBW Kou ce npumMeHyBaarT:

BaxkaT cnesHuBe yCnoBu:

HepfocTanHOCT Ha KOPUCHMKOT Ha ycnyrata: AKo o4 610 KOW NPUYMHK, KOPUCHUKOT Ha
ycnyraTta He e BoO MOXXHOCT fa U3BPLUM KopeKuuja Ha npobaeMoT co AocTanHocTa, Toral
BpemeTo 3acCTaHyBa Ce BOMeKa AaBare/ioT Ha ycayraTa WAW HeroB NPETCTaBHUK He ce
[J0roBopY Co KOPWUCHWKOT Ha ycayraTa Aa ce 3anoyHe Co pellaeakbe Ha npobnemor co
AoctanHocta. Osa UCTO BaXM U BO CAYYau BO KOW KOPUCHUKOT Ha ycyraTa He A03B0OyBa
NpUCTan Ha AasaTenoT Ha Ycnyrata WAWM MPeTCTaBHMK Ha AaBaTesloT Ha ycnyata Ha
CTpaHaTa Ha KOPUCHUKOT Ha yos1yraTa Aa ro OTCTPpaHy NpeKkWHOoT Ha Yoayrara.

MnaHypaHo oppmyBame: BUAO KOWM pasymHM MepuogM Ha OgpMyBakse u/vau
pexoHpurypaumja naaHKpaHyu og, faBaTenoT Ha yeayrata unm 6uno Koj Gpyr HocUTen Koj
y4yecTByBa BO MPEHOCOT Ha ycnyrata 3a NOSaToO4HO NOBP3yBakbe Ce WCKAYYeHW of,
npecmeTysatbTo Ha SAR. KnueHTtor Ke Guae M3BecTeH Hajmanky 2 KaneHZapcku JeHa
npes AarymoT Ha NAaHWpaHo ogpxysare, Bo cnyya) Ha UTHO 0apyBakbe, KOPUCHUKOT
Ha YcayraTa CooZBeTHO Ke Buae nsBecreH.

33 egHUHKMLE MepKa ce CMeTa efeH yac (co gBe AelMmanHu MecTa).

SAR ce ogpegyBa of, TUKETUTE 3a NMpujasyeatbe npobiemu BneseHW BO CUCTEMOT Ha
TUKET 3a npwujaByBatbe npobnemmn Ha faBaTenoT Ha ycayrata. Bo npeasug ce semaar
camo TuKeTure co MpuopureT 1 KOM ce 0gHeCYBaaT Ha NPeKUHU KOW e OATOBOPHOCT Ha
J.aBaTeNoT Ha ycnyrara. 3a 0Ar0BOPHOCT Ha AaBaTe/IoOT Ha YCAYraTa ce CMEeTaaT TUKETUTE
KOW COOABETCTBYBAAT Ha “BKIYYEHU KOMMOHEHTH”. TUKETUTE KOW COOABETCTBYBaaT Ha
“UCKIYYEeHM KOMMOHEHTU” He Ce cMeTaar 3a 0AroBOPHOCT Ha JaBaTe/oT Ha yeayraTta, Bo
npegBub ce 3eMaar PeakTUBHWU TUKeTHUTe (OTBOPEHM Of, KOPMCHMKOT Ha ycayraTa npexy
noBuK KoH Llewtapor 2a logpika Ha KopucHuuW Ha gasaresiot Ha yeayrara (ITV
Customer Support Centre — UTB CSC) # NpoakTUBHWTE TUKETY (aBTOMaTCKVU reHepupanu
0f} aBTOMAaTH3MPaHUOT Mporpam Ha AaBaTenoT Ha ycayrata),

Crp. 11
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A3.1.3 MnaH Ha KpeaUTUpaHe Ha KOPUCHMKOT Ha yc/ayraTa no ocHoB Ha SAR

CnepHaea Tabena ro npyKamysa lnaHoT 32 KpeawTtk 3a Yenyra,no ocHos Ha SAR.

Cranka Ha [apaHTMpaHa | UHTEepBaAM HA NPEKUH Kpegur 3a Ycnyra BO
DocranHocr Ha  Ycayrarta | (meceyHo) MPOUEHTH Of MecevyHuoT
(GSAR) HapoMecToK Ha YenyraTta

oA Ao Oa o

100% 99.50% 0 MuH, 216 muH, 0%

99.49% 99% 217 MmuH. 432 MuH. 1%

98.99% 98.50% 433 MWH. 648 MUH. 3%

98.49% 98% 649 MuH. 864 MMH. 5%

97.99% > 865 MUH. > 8%

lNnan 3a Kpedum Ha Ycayzama no ocHos Ha SAR

A3.2 MpoceyHa 3aryba Ha naketu (MPL)

AKO MeceyHaTa 3aryba Ha MaKeTW HKU3 KOMYHMKALMCKMOT KaHan e noronema of 1%, npu
npuem Ha BanupgHo Gapakse OaBaTenoT Ha ycayrata Ke ofobpu nmonycT 3a ycayrata Bo
BpegHocT cornacHo Tabenara 3a MaaH 3a Kpeaur Ha YcayraTa no ocHoB Ha MPL.

A3.2.1 Bkhy4yeHM KOMMNOREHTMK:
CnepHuBe KOMMOHEHTU Ce BKYYeHU npu ogpeayeatseto Ha MPL:

e (CWUTe KOMMNOHEHTM Ha MpeMara 3a nofatoun (BKAy4yBajkM rv rnasHaTta (backbone)
Mmpexa 1 pyrepure);
e CPE (ako e meHaLupaHo Of 4aBaTesioT Ha YC/yraTa) U 4OKOJIKY npunaia BO AMCTaTa Ha
craHgapaHu CPE.

A3.2.2 UcKny4eHU KOMIMOHEHTH

CnepHuBe KOMMOHEHTY ce UCKAYYeHU NPy ogpenysarteTo Ha MPL:

¢ NNI (Network to Network Interface) ycnyrute Ha Hocutenor (carrier), Kou 0BuyHO

BK/Iy4yBaaT KOHEKUMM CO HaaBOpEeLLHY HocuTenu (carriers);

e buno Kakea onpema Ha KOPUCHMKOT Ha YCyraTa, Koja He e MeHalMpaHa og, fasaTesoT
Ha ycayraTa.

e JIuHMY 33 NoKasex npvcran obesbeaeHu 04 KOPUCHUKOT Ha ycayraTa.

® [peKuHM Ha ycayrata NpegusBMKaHu 0f, OKOHOCTY Ha BULUA cuna

& MPeKMHUTE Ha ycnyraTta BO NEPUOLUTE Ha MAGHUPaHO OAPHYBakbe

Crp. 12
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A3.2.3 lMnaH Ha KpeguTHUpatbe Ha KOPKCHUKOT Ha yoayrara no ocHos Ha MPL

Naak 3a Kpenuti Ha Yenyrata 1o ocHos Wa MPL:

MPL H¥tBO T Kpegur Ha Ycnyrata Bo npouesTH
oA MECEYHHOT HAAOMeCTOK Ha
Ycnyrara
MpL<=1 % 0%
1 % < MPL <= 3% " 0.5 %
3% < MPL <= 7% 1%
7 Ya < MPL | R

Nagx 3a Kpedum Ha Yenyzama nio ocHos Ha VPL

BOroBoPHNU CTPAHH

MTB OOOEA Cxonje
Hasamen na yenyzama
Wrop AdrenoBcku
Ynposumen

PITTII?
Kopucruk Ha yenyea
AWWVITINITIINY
Ynpasumen
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Mpunor 4 - NMpujasa v paspellyBabe Ha npodaemu
OAroBORHOCTM HAa J4aBaTesioT Ha yoyrara

LeHTapoT 3a Nogpitka Ha KopuckiuMTe Ha gaeatenoT Ha yoayrata {MTB CSC) e goctaneH
247 sa nokanuata mpexa Ha Kamentute wav rnoBaiHuTe MpeXHW agMUHWCTPaTopM.
KopuCHUKOT Ha yenryraTa mopa fa 0be3besmn ofpeeHo TEXHUYKO AULE 33 KOHTAKT Koe 61
obesbefuio NpBOCTENEHA TEXHWYKA NOAPLIKA 33 HUBHUTE KPajHY KopucHuLm. Co oBa ce
OBO3MOMKYBA AaBATE/IOT Ha yonyraTa ga buge curypeH fexa npobremite npujasery Kaj UTB
CSC ce noep3aHK CO MpemaTa Ha [asarTe/ioT Ha Yoayrara, @ He CD BHaTPetlHaTa mpema Ha
HOPUCHUKOT Ha ycayraTa Wiy npobnemu roBpsaHy co NojecyBarbe Ha onpemara Ha crpaqa
Ha KOPUCHUKOT Ha YCIYTaTa, 33 KoW aBaTes1oT Ha YenyraTa He obesbenysa nogpuika.

JAOKONRY TEXHUMKOTO AWLIE 33 KOHTAKT Ha KOPWCHUKOT Ha yonyraTa ogayuu geka npobiemoT
He & BO MpeaTa Ha KOPUCHUKOT Ha YCAYraTa, TEXHMUKOTO JIMLE 33 KOHTaKT (3 He KpajHuor
KOpPMCHUK) Ke ro KoHTaktipa UTB CSC 2a nomotw.

Motpebra UHdopmaniuja 3a fa ce oTBOpW TUKET 3a Npujasysabe Ha lpofnem

Crporo ce npenopavysa TeXHUYHOTO JIMLE 38 KOHTEKT HE KOPUCHWMKOT Ha yanyrata ga ri
npujaeysa npobaemute go MTB CSC Bo Hajbp3 moMmeH poK 33 Aa MOKE BeAHall ce 3anoyHe
co pewasatkeTo Ha npobnemute. UTB CSC Re oTsapa TMKET 3a nipujaBysarme Ha npobaemor
u Ke paboTy Ha NPOLLECOT Ha USBeCTYBatbe 3a TPOBAEMOT 1 Ke Ce NOrpykY cuTe TMKETK 33
npujaByBatbe Ha npobsemu ga ce COOABETHO npocnedeHy, pedepupany U JoBeaeHY 10
3aTsapame.

HaspemeH noBMR M TouHa uHpopmalMja Ke OBO3MONKAT HaBarTenoT Ha yoayrata Aa
obesbeay Bpso M e@exTMBHO peluetne Ha npobnemor, Kora TEXHWYKOTO JIMUE 33 KOHTaKT
Ha KOPMCHUKOT Ha ycnyrata Ke ro useectw MTB CSC 3a coogpseTeH npobaem, Toj ke Tpeba Aa
NOHYAM HeKou OCHOBHM urbopMauuu okony HacrasarMoT npobaem co Yeayrarta,
NotpebHata uHopMaLMja MOXKe A3 Ce Hajae Bo cnefHaBa Tabena:
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Tun Ha uHdopmaumrja

fioBapana nuadopmauuja

MuHWManHa

uudopmauja noTpebHa
J8 cé OTBOPM THHET 3a
npujasysar-e Ha npotiem

¢ Time Ha KOPUCHUKOT Ha yonyraTa (Komnanuja)

*  HKonrtakT undopmauuja Ha KOPUCHMKOT Ha yonyrava (Muaueugyara

Mopa ga GMpe TEXHWMKD AWUEe 3@ KOWTAKT; BO CNPOTMBHD, KpajHuoT
KOPWCHWK #e Briae npenacoyeH, AOKOMKY € TO& MONHO), BRIY4YBA MME U
TeneoHCKY 6paj

JloKauu]a Ha KOPKCHYWKOT Ha yoiyraTa (rpas/apuasa)

By Ha yenyra

CE loop back appeca (B0 caydaj Ha meHayvpada Yonyra) AocraBera fgo
KOPWCHUKOT Ha yaayrata og Nporpamekunot MeHayep

Afpeca Ha noproT {BO ciyyaj Kora Yeoayrata He e MeHalupaHa)
OOCTABRHA £10 KOPMCHUKOT Ha yaayraTa ob MNporpamckuot MeHallep

IP agpecy ha Wssop/ascruHanyia (IP agpecy Ha TOPTOT Ha pyTepwTe
HA KOPUCHUKOT HA yCyraTa) gocTaBelid A0 KOPMCHHUKOT Ha yasyrata of,
NporpamcryoT MeHavep

Bpeme Kora ce c/yHMa JegekTaT (Co NPekEM MK NecTofaHo)

Jann ycnyrata Ha KOPUCHUKOT Ha _yonyrata My Owna egHaw
Jocrasela? anu e oea HoBa MHCTANaUMja?

HeTanen onmc Ha gedexrot {Aedext Ha egna cTpaua, SedexTi Ha
noBeke CTpaHy, SerpaaupaHa Yoryra, rpeltHi KogoBY: UTH.)

-

*

JLoonHUTeNHW ¢ Kou anniKaluy ce aktusHMT Ha nptimep, rosop, SNA, UTH.
”gﬁggg‘l_ig”g a npobe Ns“a s [aau AUUETO XOE Ce jaByBa € NoBp3aHo Ha mperaTa npeky firewall?
FHEKPHTW-!H}'I, HO Kopwchu) | *  Kou npotieaypy 3a otkpuBarke/peliasatbe Ha npobiemmt ce U3BpLLgHH!

Of, CTPaHa Ha TEXHUUKOTO MIWLIE 23 KOHTAKT Ha KOPUCHUKOT Ha yanyraTa?

Mexayuupare co TUKeTHTe 3a Mpyjasyeatbe Ha fpobaemu

JaeaTeRoT Ha yCAyraTa MmMa NMOCTaBeHo cUCTeM 32 HPUOPUTETHY THKETH 38 ﬂijaByBa]-bE Ha

npobaemn GasupaH Ha

cepmnosHocTa Ha npujaBeHuoT npobiaem. ChepHasa Tabena tu

pedrHupa NPUMOPUTETUTE HA TMKETUTE 33 NpKjasyBakbe Ha npobaemu.

fipuopurer

Jeadunyumia

Mpuopurer 1

» EfHocTpad npekuH Ha KOHeKUMjaTa Ha KOPUCHMWKOT
Ha yenyrata

» [lagHara Bpcka bes afTepHaTUBHA pyTa
» HOpHCHUKOT Ha YoIyraTa He MOMNEe B8 C8 KOHeKTHpa

TipHopuTer 2

o [lenymHo efHoCTPaH NPEKMH Ha KoHeKuWjara Kaj
KOPYUCHWKOT  Ha  ycayraTa  (OBpemeHo, T.e
KOPUCHUKOT Ha Yenyrata & AWCKOHeKTUpaH)

» [lagHaTa BpCKa O AOCTaNHa aATepHATHMBHE pyTa

« Veayrata ce ofemea o back-up KoHexuuia

NpuopuTet 3

*  Henocrojana/perpagvpana yonyra
BaBHa W11 ferpajupaHa yenyra
BageH o4roBop Wil 3a840UHYBaha

NpuopureT 4

Bes aujaHMe Ha KOPHUCHWKOT Ha yenyravta
lNoTpebHa npomena Ha AUCTa
MouuTtopupan/aonrcTpaed npobaem
HoxymeHTaumja

Honarorpaen TrKet {Ch roqic ticket)

s & & & «|s @
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Osue peduHUpaHn NPUOPUTETU Ce ¥ OCHOBA Ha BPEMETo NoTpebHO 33 w3secTysame Ha
KOPUCHWUKOT Ha ycayrata 3a CTaTycoT Ha TMKETOT U MHTeH3MBWPareTo Ha CcOo0ABEeTHWTE
aKTUBHOCTM.

WseecTyBatbe Ha KopucHUKOT Ha yonyrara 3a Cratycor Ha TUKeToT

WUTB CSC oTBapa TUKET npy Npujasysarse Ha npobiem W e OFTOBOPEH 33 UHpOPMUPaLe Ha
KOPMCHUKOT Ha ycnyraTa 3a CTatycoT Ha npujaseHure npobaemiu. CTaTycoT ce obHOBYB2 Ha
pefloBHR W NPETXOAHO AeduHMUpana ocHOBA. KOPUCHUKOT Ha ycayraTa Tpeba fa ce NoBKKa
Ha BpojoT Ha TMKETOT Kora ro KoHTakTupa UTB CSC npu aXkypupatbe Ha cTaTycoT. OBa e ro
3abp3a HerosoTo Daparbe 3a awypupare Ha cratycoT. CnegHasa Tabena AaBa MHCTPYKLMK
3a CTaTycoT Ha TMKETUTE 33 MpjasyBarbe Ha NpobRemMu,

Tipuopurer . - | Hpeuuelicraryesa | Hapeae cratye
Mpuopurer 1 30 Mtu%m Ceroj 4ac

[puopwTeT 2 60 MUHYTU Cexow 2 yaca
flpuopurer 3 & yaca Cexou 24 yaca
Npuopurer 4 8 yaca 3aeucu of, npobnemot

AnpekTuen aa Eckanayuja Ha TUKetute

Menayepcimot Tum Ha UTB CSC e 0AroBopeH 3a MOHMTOPUHT Ha NPOrPecOT Ha aKTUBHUTE
TUKETH, KaKO M 33 HMBHA ecKanaumja. 3a aa ce obeabeny ognuuHa yeayra v 6p3o pelasarbe
Ha npujaBerUTe NPoBAeMUTE Ha KOPWUCHMKOT Ha yonyrara, SaBaTesioT Ha ycnyrata uma
fedUHWPaHO BUPeKTMBW 33 BHAaTpellHa ecKanauuja Ha TMKETUTE Ba npujasysarbe Ha
npobnemu. CnegHasa Tabena rv NpUKaXyBa AUPEKTUBKTE 33 eckanaumja.

Hueo -~ Co Makcumantio MakcumanaHo Makeunianio | MakcuianHo
R : | Bpeme Bpeme - | speme ‘Bpeme
W T ‘Mpuopnrer 1 fipnopurer 2 Npucpurer 3 ﬂpmoppgeﬂl.

Hugo 1 {Helpdesk) 1 Yyaca 2 yaca 8 waca 3 pgeHa

Hubo 2 (TepeHcku UrMeHep) | 2 yaca 4 vaca 16vyaca 10 geHa

Huso 3 (Menattep Ha Yeayra) | 3 vaca 8vaca 24 vaca Konry wro e
notpebHo

Hugo 4 (Texnuuru Jupextop) | 4 waca 12 vaca 32 yaca Konky wvo e
notpetHo

Tenedotckn Gpoesy sa Mogpuka Ha UTB

UTB CSC obezbepysa UEHTPAAM3MPAH KOHTAKT, OArOBOP Ha TenedOHCKM NOBULW WU
MeHayMpare Ha TURETUTE 3a npujaByBarse Ha npobnemu. Tue ke obesbepar cekojoHeBHa
noApUIKa 33 HOpManHo GYHKUMOHMpatbe Ha mpexarta ¥ Ke BuaaTt goctanHn sa 6uno Koja
YCAYTa WK NPOU3BOZ Ha KOPUCHUKOT Ha yenyrata. MNoapluKaTa oA cepericHuaT yertap/help
desk-0T Ha fapaTenoT Ha Yoayrata e AocTanHa 24x7x365 npery TenedoHckute Bpoesu
LafeHN H3 KOPWCHMKOT Ha ycayrata npu notnuttysarbe Ha Jorosopot 3a Huso Ha Yeayra
{SLA}.

Bo cayuaj Ha nojasa Ha npobaem co YeayraTa, KOPUCHUKOT Ha yoayraTa @ J0MKeH [a:

1) fa ro KoHTaktMpa auueto /Mme u npeseume, Ten. 6poj/ oapeaeHo 3a npBocTeneHa

TexHWuKa NMoapLUKa 04 CTPaHa Ha fABaTenoT Ha ycayraTa

Crp,, 16
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2) [da axktMBupa TMKeT 3a npujasysatbe Ha npobnem Ha http://www.tts.itvnet.mk.
KopMCHUUYKOTC Mme M JIOSMHKaTa Ha JMLETO oaroBopHo 3a Yoayrata Ha crpaHarta Ha
KOPWUCHUKOT Ha ycayraTa ke My Bugar gogeneHu Bo MOMEHTOT Ha akTMBMparLe Ha Ycayrara,

Bo Cronje Ha geH ??7?777°7777777 roguHa,

JOroBOPHU CTPAHW

UTB [IOOEA Cronje TIPVTVVIIIROPIRRR Y
Aaeamen Ha ycnyeama KopucHuk Ha ycnyea
Mrop AHFrenoBcKK PYPTPRIRIRVRRIYPYYNY
Vnpasumen Yrpaeumen

Crp. 17




