NOJNIMTUKA 3A AOCTBIMHOCT

,BvuBakom bvnrapua“ EA[l (BuBakom) npegoctass LWIMPOKa rama OT €NeKTPOHHU CbOBLUUTENHW YCRyTK,
BKIIOYMTENHO NacoBW YCNyru, YCMAyrm 3a NPeHoC Ha AaHHW, dukcupaHa TenedoHus, WHTEpPHET,
uncpoBa TeneBm3nsa U Apyrn CBbP3aHu YCryru.

Hue ocbaHaBaMe KOMKO € BaXHO Aa npegocTaBaAMe YCMyru, oT KOMTO [a MoraTt Ja ce Bb3rnonasar
BCUYKUTE HU KNWEHTU. HalmaT aHraxuMeHT e HenpekbcHaTo Oa paspaboTBamMe M BHeapsiBame
MHOBATMBHWU peLleHusl, KOUTO AaBaT Bb3MOXHOCT 3a paBeH AOCTbM, OMpOoCTABaT exXeOoHeBUeTo W
ocuUrypsiBaT cUrypHo 1 yaobHo 3a nonssaHe npexmussiBaHe Ha xopaTa ¢ yBpexaaHus.

To3n JOKyMEHT cbabpxa:
- O6w npernen Ha HawwuTe ycnyru B 4OCTbMNHM dhopMaTy;

- WHdopmaums kak paboTaT npouecuTe Ha npogax6ba, ckroyuBaHe Ha 4OrOBOPU U NPeaoCTaBsiHe
Ha ycnyru;

- MoppobHo onucaHne Ha Ha4ynHa, No KOMNTO OTroBapsiMe Ha NPUNOXMMUTE 3aKOHOBU U3NCKBAHMS
3a gocTtbnHOCT cbrnacHo Adunpektuea (EC) 2019/882 Ha EBponelickusi napnameHT u Ha CbBeTa
ot 17 anpun 2019 rognHa 3a n3ncKkBaHuATa 3a AOCTBMNHOCT HA NPOAYKTM M yCcnyrn u 3akoHa 3a
N3MCKBaHUSATa 3a LOCTBMNHOCT Ha NPOJYKTU U YCNYIW.

CNEUMANTU3NPAHU YCITYTU 3A OOCTBI
MoTpebutenn cbLC 3puUTENHU YBpeXaaHusi

- Hawwte gurutanHu nnatgopmMm ca CbBMECTUMU C (PYHKUMMTE 3a AOCTBMNHOCT HA CMapTOHU
n 6paysbpu (Hanp. ekpaHHu Yetum kato VoiceOver n TalkBack, nynu, npomsiHa Ha wpudTa 1

Ap.);

- ObwwuTe HM yCrnoBMSA Ca HanMYHU Ha oduuManHata HW WHTEpPHET CTpaHuua BbB (hopmar,
CBbBMECTUM C eKpaHHW YeTuy;

- [Npu nouckeaHe, npegoctaBsAMe Ha MNOTpebuTenuTe npegBapuTenHaTa uwHpoOpMauus npu
CKIMoYBaHe Ha [OrOBOPU B anTepHaTUBHW chopmaTi:

o B marasuH — ¢ BbL3MOXHOCT 3a racoBO U34YNTAHE;

o Mpu odepTa no TenedoHa — ¢ BbAMOXHOCT 3a U3npallaHe Ha JOKyMeHTUTe 3a npernes
1 NpuemMaHe no eneKkTpPoHeH NbT';

o [lpu nopbyka npes AuruTanHUTe HW nnatopmMuM — B MpoLeca Mo 3asiBsiBaHe
XapaKTepucTUKUTE Ha nnaHa M obwwuTe yCcrnoBusi ce Bu3yanusupaT BbB Gopmar,
CbBMECTMM C EKPAHHU YETLM.

- Peructpauusta B gurutanHute HU nnatopmu, MOKYMKATE Ha YCnyru, nnawaHuaTa wu
noaApbKKaTa ca MPOEKTUPaHU 3a CaMOCTOATENHO 3aBbpluBaHe 6e3 nomoLLTa Ha TpeTu nNuua;

- Pasnonarame ¢ KOMMETEHTEH MEPCOHarn, KOWTO Npu MouckBaHe CbAEWCTBA C AOMbIHUTENHU
Pa3saACHEHMS 1 HaCOKMW.

MNoTpe6utenu c yBpeaeH cnyx

- [HoroBopute n npepgoroBopHata WHMOpMauUMs ca HanuyHU B SICHW, YETNIMBU TEKCTOBU
dopmaTtn, KakTo nevaTHu, Taka u Ldposu;

1 Bb3MOXHM ca orpaHmn4eHuna 3a onpegeneHn TapVI(*)HI/I nraHoBse.



- PeFMCTpaLI,I/IFlTa B OUrUTanHUTE HU I'IJ'IaT(*)OpMI/I, NOKYNKNUTE Ha Yycnyru, nnawaHuAata w“
noggpwvXKaTta ca NPOoeKTUpaHn 3a CaMOCTOATENTHO 3aBbpLUIBaHe 6e3 nomoLyTa Ha TPpEeTn nnua;

- Bb3moxHocTUTE 3a KOMYHUKaUunA BKNo4YBaT nMmenn KopecrnoHaeHuna n 4yar.
MoTtpebuTtenun ckLC 3aTpyaHEeHa MOOGUNHOCT
- CTpemum ce ga noggbp)xame TbProBCKUTE C 06EKTU AOCTBMHU 3@ KONUYKMK;

- TMoagbpxame pasHooBpasHK KaHanM 3a AUCTaHLUMOHHO CKIoYBaHe Ha A0roBopu 1 o6enyBaHe
Ha KNWeHTU, Taka Ye Aa ce usberHe HeOBXOOMMOCTTA OT NOCELLEHNE B MarasuH;

- [TlepcoHanbT HU e Ha pasnonoXeHWe 3a OkasBaHe Ha CbAeNCTBIEe NPY NOUCKBaHE.
NoTtpebutenu cbec cneunduHN KOTHUTUBHU NOTPEGHOCTU

- Hwve HacbpyaBame nogkpensiia cpega WM NepcoHanuavpaHa noMoly 3a noTpebutenu c
yBpEXAaHUs B Pa3sBUTUETO N KOTHUTVMBHU YBPEXAAHUS;

- CTpeMl/IM Ce KbM ACHa U HeaAByCMUCIIEHA KOMYHUKaLU WA C HaWUTe KIUEeHTHU.

HALUUTE YCIYTU
CkniouBaHe Ha [,OroBOpU

- [lpepporosopHa nHdopmMaLmsa: HannyHa oHNanH Ypes Hawmsa yebcant n BbB MU3NYECKUTE HU
MarasuHu;

- M3roTesiHe 1 nognuceaHe Ha [orosopwu: I'Ipep,naralvle pasnnyHn BapuaHTu 3a CKn4vBaHe Ha
AoroBop — 4ypes3 goCTbnHM METOON B Mara3viH, 4pea3 3adBKa rno Teﬂe(bOHa M OHNaWH;

MpenocTtaBsiHe Ha ycnyru

- MobunHu ycnyru: Yctpoincteata n SIM kaptute morat ga O6baar B3eTM B MarasvHa wnm
AOCTaBeHU 0 agpeca Ha KIWeHTa;

- CDVIKCVIpaHI/I Teﬂe(bOHHl/I yCnyrun, MHTEPHET U TeneBU3nA: WHcTanaumsta ce n3BbpLliBa OT
o6yqu|/| TeXHUUM, KOUTO NpeaBapuUTesiIHO Hacpo4BaT cpeLln 1 OeMOHCTpupart ycrnyrmte no AceH
Ha4unH.

MpaBo Ha OTKa3 U BpbLyaHe Ha NPOAYKTH

- ToTpeGutenute mMoraT da ce OoTKaxkaT OT [OroBOpW, CKIOYEHWU OT pascTosiHue, B 14 OHeBeH
CPOK OT CKIYBaHETO Ha goroBopa (Unu oT rnorny4yaBaHe Ha JocTaBKaTa — KoraTo € NopbyYyaHo
ycTpoiicTeo). [Mpu AoroBop OT pascTosiHe uanpatlame nogpobHa nHpopMaums 3a Bb3MOXHUTE
Ha4MHM 33 OTKAa3 U BpblUaHe Ha NonyyYeHuTe NPoAyKTH.

¢aKTypV|paHe n nnawaHua

- KnueHTnTe MoraT ga ce 3ano3HasT CbC CBOUTE (hakTypu B npodmna cu BbB vivacom.bg.
dakTypute ca BbB hopmaT, CbBMECTUM C ENEKTPOHHN YeTLN;

- [MnawaHuna moraT ga ce n3BbPLUBAT Ype3 pasfnNUYHN KaHanu, cpeq KouTo:
o [OupekteH oeodwur;
o [loTpebutenckms npocmn B Hawms nopran;
o B marasuH Ha Vivacom.
OCHOBHM yCNOBUA 3a U3non3BaHe

- OrpaHu4deHus: KbM MNNaHOBE Ha npegnaraHuTe OT Hac ycnyrm ce npunarat cneumduyHn
yCInoBus 3a MakcumarneH obem Ha 6e3nnatHn MuHyT1, SMS, MB, TENeBM3NOHHK Nporpamun u
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apyru. Moxete oa ce 3anosHaeTe B AeTannun ¢ NPUNOXMMUTE OrpaHU4eHns Ha vivacom.bg, ¢
obaxpgaHe Ha 123 1y Ha MSICTO B HawwmnTe marasuHu. lNMogpobHa nHpopmaums ce npegocTaest
npw CKMo4YBaHe Ha OOroBoOpY;

- 3a notpebutenn c BanugHu TEJIK pelweHus npegnarame cneumanv3npaHu MraHoBe 3a
MOOBUIHU U PUKCUpaHn TenedOoHHN YCNyrn, C KOUTO MOXETE Aa Ce 3ano3HaeTe Ha vivacom.bg,
pa3gen [onesHu Bpb3ku.

MpekpaTtAaBaHe Ha goroBopwm

- KnueHtute morat ga ce oTKaxkaT OT ycnyrata Cu MO BCSKO BpemMe Mpu cnasBaHe Ha
NPUIOXUMUTE CPOKOBE 3a Mpeawn3BecTMe W YroBOpPEHWTE MpaBuia 3a HadyucnsasBaHe Ha
HeyCcToWKM (Npy NPeacpPOYHO NpekpaTaBaHe);

- 3asBkuTe 3a NpekpaTsBaHe MoraT Aa ce nogasaT npe3 hopmarta 3a KOHTaKT Ha vivacom.bg, no
nowiara/ypes Kypmep unm npu noceLleHne B MarasuH.

JInuHM paHHM
- Monutukarta HW 3a 3awWwmTa Ha NMNYHUTE AaHHW € OOCTbMNHAa B MarasMHUTE N OHMNalH.

KnueHTtcko O6CJ1y)KBaHe, OT3UBU N onJylakBaHUA

- [Moppobpxame pasHoobpasve OT KaHanu 3a KIMeHTCKO obcnyxeaHe:

o Komn-ueHTbp Ha Homep 123 - noaxoasl, 3a AWPEKTHa, He3abaBHa MoMoLL M 3a
notpebutenu, KoOWTO npegnouuTaTr [[a pas3roBapaAT C npepctasuten. Bkniousa
HaBurauusa Ypes nHTepakTnBHa rnacosa cuctema (IVR) ¢ Bb3MOXHOCT 3a U3non3saHe
Ha MEHI0 3a caMoobCryXBaHe.

o Yar, nHterpupaH Ha vivacom.bg — nogxogsiy 3a 6bp3a nMcmMeHa KOMyHMKaUmMs U NOMOLL,
no obLm TeMun n BLNPOCH;

o KomyHukauuss no wumenn 4pes oHnaviH cdopmarta 3a KOHTaKT — Mnoaxodsiia 3a
3anuMTBaHUs C NoBeYe AeTannn, nogaBaHe Ha 3asiBKM U JOKYMEHTU, KaKTO U HE-CMeLLIHO
CbOENCTBUE, NO3BOMSBALLO Ha KNMEHTUTE Aa OnNuwaT HyXauWTe ch B yAoGHO 3a TsX
TEMMo;

o Ha mscto B Hawwute MarasvHM - MOAXOAALWO MNpPU HyxXaa OT MHAMBUZyanHa
KOHCynTauusi, CKrtouBaHe UNm NpoMsiHa Ha 4OroBop, 3akynyBaHe Ha yCTPOMCTBA, KakTo
N 3a CbAENCTBME MO TEXHUYECKN UNN aAMUHUCTPATUBHU BbMNPOCH.

- Hawwute npegctaBuTenu ca cneumanHo obydeHW Oa NpenocTaBsaT CbAeWcTBME AOCTBLIHO, C
yBaXXeHue 1 TbpreHue.

CBbOTBETCTBUE C USUCKBAHUATA 3A OOCTBIMHOCT

Haw knio4yoB cTpeMex e Aa rapaHTMpame, Ye yCnyrute HuM ca AOCTbMHM 3a BCUYKM noTpebuTtenun. 3a
Tasn Uen HenpekbCHATO MHBECTMPaMe W BHeapsiBaMe WHOBATMBHM TEXHOIOMMYHMW PELLUEHUs, KOUTO
HacbpyaBaT paBHMS AOCTHLMN 332 XOpa C YBPEXAaHUs, KaTo CblLUEBPEMEHHO NMPeaocTaBsAMe Ha BCUYKU
HalUW KNWEeHTW yaoOHM 1 curypHu ycnyr B fobpe obmucneHa cpega. MpogbkaBame aa MHBecTUpame
1 pasBvBame HallUTe YCnyru ¢ Lien ga npeaoctTaByMM YAOBNETBOPSBALLO M NproOLLaBaLLo NpexXnBsiBaHe
3a BCUYKM NOTPEBUTENM, BKIOYMTENHO TE3N C YBPEXaaHus.

HanuyHu pewenna kem 28 toHn 2025 r.:
JocTbnHOCT Ha MHhopMauumnaTa

- [pepoctaBsme uHdoOpmaums 3a ycrnyrute B anTepHaTuBHu dopmaTtn (MMCMEHO, YCTHO, B
avrutanHiu opMaT, CbBMECTUMU C EKpaHHW YETUM, NPU NOUCKBaHE);
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- Hawwte anrutanHu nnatgopmm ca CbBMECTUMN C (PYHKLMUTE 3a AOCTBMNHOCT HA CMapPT(OHM
n Opay3bpu (Hanp. ekpaHHu YeTum kato VoiceOver n TalkBack, nynu, npomsiHa Ha wpudTa 1

Ap.);

- YebcalTbT HM vivacom.bg e nsusno o6HOBEH C MHCTPYMEHTU 3a AOCTBLMHOCT B CbOTBETCTBME
cbe ctaHaapTute WCAG 2.1. Level AA:

o fcHa Tunorpadmsa n KOHTpacTeH AM3aliH;

o KnaBuatypHu komOnHaLmu;

o JlormyHa HaBuraums n 3arnaeus;

o AnTepTekcT Ha ulobpaxeHusita n onucaTesniHn Bpb3Ku;

o Bwb3moxHOCT 3a nepcoHanuanpaHe Ha nHtepdenca (NpoMsiHa Ha pasmMepa Ha TekcTa,
KOHTpacT u ap.).

- MoxeTte ga ce 3anos3HaeTe ¢ [leknapauusara 3a JOCTbINHOCT Ha yebcanTa Hu

JdocTbnHOCT Ha NoTpebuTenckus nHTepdeinc

Kato anctpmbyTopu n BHOCUTENW Ha onpeaeneHy nNpoaykTu, cBbp3aHn ¢ EAA, Hue rapaHTupame, ye
BCMYKM Te umat mapkuposka CE n EC geknapauusi 3a CbOTBETCTBUE, C iCHA M AOCTbMNHA TEXHUYECKa
OOKyMeHTaums.

HoBwuTe nsnckBaHUS 3a JOCTBIMHOCT, KOMTO Ce O4aKBaT, BKIOYBAT, HO HE Ce orpaHuMyaBar go:
- JlecHu 3a HaBurauus LMdpoBn MHTEpdENCH;
- CbBMECTMMOCT C €KpaHHM YETLM M NMOMOLLHN YCTPONCTBA 3a BbBEXAAHE HA OaHHM;
- Onuwmu 3a nepcoHanuanpaHe (HanpuMep pasmep Ha WpudTa, PeXUMM Ha KOHTPACT);
- macosu komaHam 3a ycnyru kato HabupaHe Ha TenedgOoHHN HoOMepa;

- CbBMecTUMOCT C npeobpasyBaHe Ha TEKCT B ped U APYrv anTepHaTMBHU WHCTPYMEHTU 3a
B3auMopencTBue;

- [oBe4ero MobunHM TenedoHM NPeaoCTaBAT MHOXECTBO CEH30PHW KaHamnu 3a KOMYyHMKauus
ype3 MobunHu ycnyrn — morat ga obpabotsat rmac, SMS, BugeopasroBopu, MOBUMHU AaHHU,
RTT 1 usanocTHW pasrosBopwu.

[AocTbnHoOCT Ha ycnyrute
- [AvrutaneH mapKeTuHr

Hawwuat yebcant cnegsa craHgapta ETSI EN 301 549 n WCAG 2.1, HuBo AA. MoxeTe ga ce
3ano3HaeTte ¢ [eknapaumaTa 3a A0CTbMHOCT Ha vivacom.bg

Hawwute HOBWM BMaeoknunose, MyNTUMEAUAHO CbAbpXaHuwe, AokymeHTu, PDF cainose un
nybnukauum B couuanHuTe MeauMM ca NpOoeKkTUpaHu Taka, 4Ye pga Obgar [oCTbMHM 3a
noTpeduTennTe Ypes pasnnyHn CeH30pHU hopmaTu.

- Ycnyrnte 3a enekTpoHHa TbProBusi ca [AOCTbMHM 4Ype3 pPasfUYHU EerekTPOHHW CpeacTBa:
yebcaliT, rnac, oHnalH KOMyHUKaums, MOBUIHO NpUnoxeHue, 3a 4a mMmorat notTpedutenvTe aa
nsbepar Han-nogoxoaswoTo 3a Tax. NHdopmaunsTa 3a npegnaraHiTe ycrnyrm u npoayktn €
sicHa W nogpobHa W ce npedocTaBs BbB (opMaTh, CbBMECTMMM C WHCTPYMEHTU 3a
npeobpasyBaHe Ha TEKCT B peu.

- 3a npouecuTe Mo CKMoYBaHe Ha JOroBOPU M NpedocTaBsHe Ha ycnyru (KakTto e onvcaHo no-
rope) CMe OCUTYPUMM PasfnYHU CEeH30PHW KaHamu C rbBKaBuM HauyuMHM 3a nogoGpsBaHe Ha
BM3yarnHara sicHoTa Ha BuU3yasiHUTe eneMeHTH.

- Hawara mobwunHa €J1eKTpOHHa cbobLuTenHa MpeXa no3BorsaBa U3MNoJI3BaHETO Ha:
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O TEeKCT B pealniHo BpemMe B OOoNbJfIHEHME KbM rMacoBaTa KOMYHWUKauUuA U

O UAnocCTeH pa3roBsop, KbAeTo BMAOEO Ce npenocrtaBdA B AONbJIHEHME KbM [acoBarta
KOMYHUKaUUA

mMexgy notpebutenute Ha wmobwnHuM ycnyrm Ha BuBakom. WM3nonsBaHeTo Ha Tesu
PYHKLMOHANHOCTK 3aBUCU OT XapakTePUCTUKUTE Ha BaLUMst MOBUNEH TenedoH.

MobunHute Hu ycnyru npeaoctaBAT Bb3MOXHOCTU 3a:

o [TMacoBu BXoAAWM U M3XOOAWM MOBMKBaHUS (Moaxogswy 3a notpebutenu, KouTo
npegnoynTaT rnacoBoTo 06LLyBaHe);

o SMS (nogxogswim 3a notpebutenu, KOMTO NpeanoyYnTaT NMCMeHaTa KOMyHUKauus B
yAoOHO 3a obLyBalmTe BpeME);

o BwupgeopasroBopn (nogxogsawm 3a notpebuTtenu, KOUTO npegnoyutar BudyarnHa
KOMYyHUKauUus);

o MobuneH nHTepHeT, Ype3 KONTO Aa usnonseare NbUMMTe C1 MOBUNHN NPUNOXKEHNUS
3a KOMYHUKaLUuS.

dukcnpaHnte HU TenedoHHW ycnyrn ca ocobeHo nogxoaswwy 3a notpebutenn, KouTo
npegnoynTar rnacosata KOMyHUKaLUS U3KNIOYUTENHO OT CBOSA AOM.

C pomalHust Hu WHTEPHET MOXETe Oa u3non3sare npegnodntaHn OT Bac FIJ'IaT(*)OpMI/I 3a
KOMYHUKaUUA, KOUTO Ce HYXXOAaAT OT MHTEPHET BPb3Ka.

JocTbn oo ayanoBmayanHu MeauiHu yeryru:

JocTbnHOCTTa Ha ayanoBM3yanHuTe MegunHn yenyru ce perynupa ot Qupektuesa 2010/13/EC,
KOATO Bb3rara Ha OOCTaBYMUUTE Ha ayguoBu3yanHM MeOunHWM YCnyrM OTroBOPHOCTTa Aa
OCUTypAT HanMMuMeTo Ha KOMMOHEHTU 3a AOCTBMHOCT (ycrnyrn 3a [OCTbM) KaTo Hanpumep
cybTUTPK 3a rMyxXu 1 Xopa C yBPeaeH Cryx, ayAMoonMcaHue, Npesos Ha XXeCTOMUMUNYEH €3UK U

ap.

Hwne pa6OTI/IM B TACHO CbTPyAHUYECTBO C OOCTaBYMLUTE Ha ayanoBu3yasriHu MeANNHN ycnyrm,
3a Oa rapaHtupame nNbLJIHOTO U TOYHO nNpefaBaHe Ha BCUYKM HalmlM4HWM KOMIMOHEHTU 3a
OOCTBIMTHOCT.

MpoobmxaBaMe Aa MHBECTUPaMe B pa3BUTETO Ha HalllaTa Bodella TenesnusnoHHa nnatgopma
EON, kbdeTo HawwWTe BbTPELHM COMDTYEPHU UHXEHEPHW EeKUNU CU  CbTpyaHu4yaT cC
NpPOV3BOAUTENMN HA AOMBIHUTENHU TEMNEeBM3WOHHN YCTPOWCTBA M NuLeH3oaaTeny Ha BrpageH
cocpTyep. Tean CbBMECTHU YCUINUA ca HACOYEHN KbM UHTEIPUPaHETO Ha HOBU (PYHKLIMK, KOUTO
nogobpsaBaT AOCTLMHOCTTA Ha ayavoBU3yanHWTe MEOUAHW YCnyru, C Len aa ce OCUrypu
npuoGLuaeaLlo 1 6e3npobreMHO NPeXNBsBaHe 3a BCUYKN KITMEHTH.

KbaeTo e npunoxumo, HalwmTe nnatgopmMm 1 CBbp3aHUTE C TsIX TEXHOMOMMM ce paspaboTear B
CBHOTBETCTBUE C MPUHLWMNWUTE Ha CTaHAapTUTE 3@ JOCTBMNHOCT Ha yeb 1 MOBUITHU NPUNOXEHUSI.

Hawwnte EON npuemHuuM no3BonsiBaT rnacoBM KOMaHAW MNOCPEACTBOM AUCTaHLMOHHOTO
ynpaBneHue;

3a catenutHata Hu TeneBm3md EON SAT nonarame HeobxogMmuTe ycunus ga OCUTypyUM
bYHKUMOHANHOCT, Ype3 KOATO cybTMTpuTe 3a xopa C yBpedeHO 3peHue (KbAeTo TakuBa ce
nogaeaT OT AOCTaBYMUMTE Ha ayAMOBM3yanHW MegunHu ycriyrv) ga ce npegasaTt M3usano C
Noaxo4sLLO Ka4ecTBO 3a TOYHO Bb3MNpousBexaaHe, CUHXPOHM3UpaHu CbC 3ByKa U BUAEOTO U C
Bb3MOXHOCT 3a BKIMOYBaHE N U3KITHOYBaHe.

PvkoBoacTBaTta 3a ynotpeba Ha pasnuyHuM mogenu obopyaBaHe, NpefocTaBsHO 3a Non3saHe
Ha HalLUMTe WHTEPHET U TENeBU3NOHHU YCryru, ca AOCTbNHU B gurntanHa opMa Ha Hawusg
yebcant, cekums [NMNomoLi,.
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- CneLwHn NnoBUKBaHUS

Mpennpunemame BCUYKM HEOBXOAMMN OENCTBUS Oa rapaHTupame, Ye CneLHOTO NoBMKBaHeE, Mpu
KOETO Ce M3Non3BarT rmac, TeKCT (B T.4. TEKCT B peariHo BpeMe), € CUHXPOHM3MPaHO, a KoraTo ce
NnpeaocTaBs BUOEO, € CUMHXPOHU3NPAHO CbLUO MNoA dopmata Ha LSAMOCTEH pasroBop U ce
usnpawia ot 4OCTaBYMLMTE HA ENEKTPOHHM CbOBLUUTENHM YCIYTrM HAa HaK-NOAXoAALLMS LEHTBP
3a npuemaHe Ha cnewHun noBukBaHusa (PSAP). OcbliecTBsIBAHETO Ha CMELUHN MOBUKBaAHUS
3aBUCK OT TexHMYeckaTa rotoBHocT Ha PSAP.

Upe3 npunoxeHueto 7112 Bulgaria, pa3paboTeHO M BHegpeHO 3a uenuTe Ha [dupekuums
HauwonanHata cuctema 112 kbM MuHUCTEPCTBO Ha BbTpPEWHUTE paboTn, ObpxaBaTa
ocurypsiBa goCTbN OO CMELWHM MOBMKBaHWS 3a fvua C YBPEXAaHWs Ha cryxa W pedyTa.
MpunoxeHneto nma Bepcus 3a TenedoHn ¢ mobunHu nnatcopmm Android n iOS, kakTo n yeb
BEpPCUS 3@ HACTOMHM M MPEHOCMMMU KOMMIOTpY 4pe3 yeb-OasupaHo npunoxeHue. [loseye
WHpopMaLns MOXeTe Aa HamepuTe Ha mvr.bg/112.

JocTbnHOCT Ha OﬁCﬂy)KBaHeTO

- JocTbnHu mMeToamM 3a KOHTAKT (onvMcaHu no-rope B cekumnsa KnneHTcko obenyxeaHe, OT3MBU U
onnakesaHus)

- Cnyxutenu, oby4eHn fa nomarat Ha Xopa C yBpexaaHus.
Oby4yeHne n ocBeOMEHOCT

- lMocTosiHHO o6yqu|/|e Ha nepcoHana, 3a fga ce rapaHtupa, 4e BCUYKU EeKunm pa36V|paT
3aablnKeHnATa 3a AOCTbMNHOCT U NpeaoCTaBAT np|/|06u.|,aBau.|,v| ycnyru.

CTAHOAPTU

B cTpemMexa Cun KbM CbOTBETCTBME C WU3INCKBAHUATA 3a [AOCTbMHOCT UM 3a HenpekKkbCHaTo
yCbBbpLUEeHCTBaHe, crieaBamMe cnegHuTe CtaHaapTu:

- ETSI EN 301 549: U3anckBaHuA 3a AOCTHLNHOCT Ha NpoAyKTu u ycnyru Ha UKT
- WCAG 2.1. HuBo AA

PenoBHO ogMTupamMe nNpouecuTe cv 1 akTyanuaMpame nonuTuUKNTe cu, 3a Aa oTpassiBame NPoOMeHUTE B
3aKOHOAATENCTBOTO, HaN-4OOpMTE NpakTUKM 1 obpaTHaTa Bpb3ka OT NoTpeduTenute CbC cneumantm
noTpebHoCTMN.

MoxeTe fa ce CBbPXETE C HaLMs eKun 3a 06CNyXKBaHE Ha KIMEHTU Ype3 HAKOM OT 3bpoeHuTe no-rope
KaHanu 3a nogapbxkka, obpaTHa Bpb3ka U xanbu, 3a fa H1 NpefocTaBuUTe CBOETO MHEHME.

HacTtosiwaTta nonuTtuka e nocrneaHo aktyanusupaHa Ha 01.09.2026 r.
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