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BBeneHue

Mpynna cTaHaapToB «PaclumpeHHas cxema AesiTenbHOCTU opraHu3auum ceasn (€TOM)» paspaboraHa ¢
y4yeTom pekomeHaauuii M.3050.x cektopa cTaHaapTU3auum anekTpocesasn MexayHapoaHoro coko3a anekTpo-
cesasu (MC3-T).

Pekomenaauum no eTOM (Enhanced Telecom Operations Map) BxoAAT B cOCTaB cepuu peKoOMeHAaLmi
M.3xxx MC3-T, koTopasi ctaHaaptTusupyet «Cetb ynpasneHus anektpoceasbio» TMN (Telecommunications
Management Network) — moaenb ynpasneHus o6opyaoBaHUeMm, CETSAMU U YCRyramu 3neKTpoCBA3N.

CraHgaptel eTOM ycTaHaBnMBaloT KnaccupuKkaumoHHyI0 CXeMy NPouU3BOACTBEHHbLIX NPOLIECCOB Op-
raHusauui CBA3WU, TEPMUHONOIUIO, METOA MEepapXUYECKOW AEKOMNO3MLUN NPOLIeCCOB, CTaHAAPTHbIE ane-
MEHTbI MPOLIECCOB U METOAO0NOINI0 NOCTPOEHUA MOAETIEN NPOU3BOACTBEHHbLIX NPOLECCOB U3 CTaHAAPTHBIX
3MEMEHTOB.

Moaens eTOM, onpeaeneHHas rpynnoi pekomeHgauuin MC3-T no eTOM, Gbina paspa6otaHa Mex-
AyHapogaHoii accouuauuein TM Forum (dopyM ynpaBneHuss TENEKOMMYHMKALUUAMMU) B paMKax NporpaMmbl
pabot «HoBoe nokoneHue cucTem ynpasneHus u nporpammHoro obecnevenun» NGOSS (New Generation
Operations Systems and Software).

Mogenb, eTOM npegHasHa4deHa Ans NPUMEHeHua Npu MoAENnMpoBaHUMK WU peopraHn3auuv NPou3BoA-
CTBEHHbIX NPOLIECCOB, Npu paspabotke cuctem ynpasneHus u OSS/BSS — cucteMm nogaepxkum AeaTenbHo-
cTu/6u3Heca opraHusaumi CBsI3U, NPU CUCTEMHOM MHTErpaLuu CUCTEM aBTOMAaTu3aumn NPOU3BOACTBEHHbIX
MpoLIecCcoB 13 KOMMOHEHTOB pa3HbIX MPOU3BOAUTENEN.

O6ulas cTpyktypa busHec-npoueccos eTOM, ctaHgapTuaupoBaHHasa B TOCT P 53633.0, onpegenser
CTpyKTYpbl ypoBHeH 0 u 1 eTOM, a Takke ux aneMeHTbl. [insa ypoBHA 1 anemeHTaMmn ABNSIOTCA rpynnbl Npo-
LieCCOB.

CTpyKTypa ¥ 9neMeHTbl NpoLeccoB ypoBHA 2 eTOM obpa3oBaHbl B pesynsrate AEKOMNO3uuuu rpynn
npoueccoB ypoBHs 1 eTOM. Kaxaoii rpyrnne npoLeccoB ypoBHA 1 COOTBETCTBYET CBOSI COBOKYNHOCTb 3ne-
MEHTOB MPOLIECCOB YPOBHSA 2, KOTOpAasA yCTaHaBNMBAETCH OTAENbHbIM CTAHAAPTOM. ONEeMEeHTbl NPOoLecCoB
YPOBHS 2 ABMAIOTCA HaMbonee KpynHbIMU CTPOUTENBHLIMU BNOKAMU, KOTOPbIE MOTYT ObITb MCNONbL30BAHBLI NPU
MOAENUPOBaHUMU, UX (PYHKLMOHANBHOCTb COOTBETCTBYET (DYHKLMOHANBHLIM 00NacTsiM ynpaBneHus.

CTpyKTypa 1 anemeHTbl npoueccoB ypoBHA 3 e TOM o6pasoBaHbl B pesynsrate 4eKOMNo3nuLmun SreMeH-
TOB npoueccoB ypoBHA 2 eTOM. KaxxaoMy anemMeHTY npoLeccoB YPOBHA 2 COOTBETCTBYET CBOSI COBOKYNHOCTb
3MEMEHTOB NPOLIECCOB YPOBHA 3, KOTOPas YyCTaHABMMBAETCH OTAENbHLIM CTAHAAPTOM. PYHKLMOHANBHOCTb
3MNEMEHTOB NPOLIECCOB YPOBHA 3 COOTBETCTBYET (PYHKLMOHANBHBIM MOA00ONACTAM W/WUNKU OTAENbHLIM 3a4a4aM
ynpaeneHus.

Hacrosiluumin craHgapT onpeaenser CTPYKTYPY M SneMeHTbl NPOLECCOB YPOBHA 3 Ana AEKOMNO3ULUK
npouecca YpoBHS 2 «YnpaBneHne Ka4ecTBOM YCNyr», BXOASALLEro B COCTaB rpynnbl NPOLECCOB « YNpaBneHue
W 3KCMIyataums ycnyr» B rmaBHomn obnactn «OCHOBHasA AeATENbHOCTbY.

CobntogeHne 0CHOBHBIX NOMOXEHMI CTaHdapTa npu asTomaTu3auum AessTenbHOCTU OPraHn3aumin CBA3N
obecneynt BO3MOXHOCTb MOCTPOEHUSI CUCTEM aBTOMAaTu3auun U3 KOMMOHEHTOB CO CTaHAAPTHLIMWU UHTEp-
deiicaMmu 1 No3BONUT BbIGUpPATL NyylUMe B CBOEM KIACCe KOMMOHEHTbI CPEeAU KOMMOHEHTOB pa3HbIX NPOuU3-
BOAMTENEN.
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HAUMWOHANBbHBIN CTAHOAPT POCCUNCKOWN ®GEJAEPALUNMN

MHdopMaunoHHble TexHonorun. CeTb ynpaBrneHusl NeKTPOCBA3LI
PACWWPEHHASA CXEMA OEATENbHOCTU OPTAHU3ALMN CBA3U (eTOM)

[dekoMno3numa u onmucaHmaA npoueccoB. OCHOBHaA AeATENbHOCTb.
YnpaeneHue u akcnnyatauus ycnyr. NMpoueccel ypoBHA 3 eTOM.
Mpouecc 1.1.2.4 — YnpaBneHue Ka4ecTBOM yCnyr

Information technologies. Telecommunications management network.
Enhanced Telecom Operations Map (eTOM). Process decompositions and descriptions.
Operations. Service management and operations. eTOM level 3 processes.
Process 1.1.2.4 — Service quality management

Dara BBegeHusa — 2018—08—01

1 O6bnacTb npuMeHeHus

Hacroawmit craHpapr yctaHaBnuMBaeT CTPYKTYPY M 9MeMEHTbl MPOLECCOB YPOBHA 3 Ans mpouec-
ca 1.1.2.4 ypoBHA 2 «YnpaeneHue kayectsom ycnyry (Service quality management). MNpouecc 1.1.2.4 Bxo-
OWUT B COCTaB rpynnbl NpoLECCOB YPOBHA 1 «YnpasneHue u akcnnyartauusa ycnyr» (Service management and
operations, SM&O), HaxoasLlelics B rnaBHoi obrnactu « OCHOBHAsA AeATenbHOCTLY Mogenu eTOM (Enhanced
Telecom Operations Map). Mpouecc 1.1.2.4 onpeaenex B FTOCT P 53633.4, a rpynna npoueccoB ypoBHA 1 —
B MOCT P 53633.0.

Hacrosiuii ctaHaapT pacnpoCTPaHAETCs Ha NPOLECChl YNPaBneHUs1 KAYECTBOM YCIyr, KOTOpble npu-
MEHSAIOTCA AN MOHUTOPUHrA, aHanu3a, ynyJyweHusi Ka4ecrea ycnyr u UHQOpMMpOBaHUA O 3HAUYEHUsIX napa-
METPOB KayecTBa OKa3aHWUA YCnyr.

CTtaHgapt npeaHasHavyeH Ana NPUMEHEHUs OpraHn3aumMaMn CBAA3M, CUCTEMHbLIMU MHTErpaTopamu, nNpo-
U3BOAMUTENSAMMU CUCTEM YNPABIIEHNS U CUCTEM aBTOMAaTU3aLumn NPOU3BOACTBEHHbIX MPOLIECCOB.

OpraHu3auum CBAisu, BbICTyNatoLwme B ponu onepaTtopa cBasn UW/unu oneparopa cetu, MOryT NpUMEHATb
HaCTOALLMI CTaHAAPT NPU MOAENUPOBAHUU, ONTUMMU3ALMKU U PeOpraHn3aLum NPOU3BOACTBEHHbIX MPOLIECCOB
M CTPYKTYPbl OpraHu3auum, a Takke npu 3akase CUCTEM ynpasneHus U CUCTeM aBToMaru3auun npousBoa-
CTBEHHBIX MPOLIECCOB.

CUCTEMHbIE MHTErpaTopbl MOTyT NPUMEHATbL HACTOALMI CTaHAAPT NPU NPOEKTUPOBAHUU KOMMNMEKCHbIX
CcUCTEeM aBTOMatTU3aumu NPOU3BOACTBEHHLIX NPOLIECCOB C MCNONb30BAHUEM CUCTEM U KOMMOHEHTOB pasHbIX
nNpouU3BOAUTENEN.

MpounsBoguTenu CUCTEM YNpaBneHnss u CUCTEM aBTOMaTU3aLUKU NPOU3BOACTBEHHbIX NPOLIECCOB MOMYT
NPUMEHATHL HACTOSLLMI CTaHAAPT NPU pa3paboTke KOMNOHEHTHOW CTPYKTYPbl U UHTEPIENCOB CBOMX CUCTEM,
a TaKkKe Npu COrnacoBaHuK ¢ 3akasyukamu TpeboBaHUN Ha UX NOCTaBKY.

Tpe6GoBaHMs1 HACTOALLETO CTaHAApTa He pacnpOCTPAHAIOTCA Ha AEWCTBYIOLWUE CTAHAAPTHI, KOTOpPbLIE
GbInu NPUHATLI A0 BBEAESHUA €0 B AENCTBUE.

2 HopmaTUBHbIE CCbINKU

B HacTosiLleM CTaHAapTe UCNOMb30BaHbl HOPMATUBHLIE CCbIMKKU HA CrEeAyIoLMe CTaHaapTbI:
FOCT P 53633.0 UHcpopMaumoHHbIE TexHOMOrMK. CeTb ynpaBneHus anekTpocessbio. PaciumpeHHas
cxema [eATenbHOCTM opraHu3auum ceasu (eTOM). O6uas cTpykTtypa 6usHec-npoLeccos

M3paHue ocbuuymansbHoe
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FOCT P 53633.4—2015 NHdopmaunoHHble TexHonornu. CeTb ynpaBneHusa SMeKkTpocesasbio. PacLuu-
peHHasa cxeMa AeATenbLHOCTU opraHu3auuu ceasu (eTOM). lekomnosmumsa u onucaHua npoueccos. Npouec-
cbl ypoBHA 2 e TOM. OCHOBHasi 4eATeNbHOCTb. YnNpaBneHe u akcnnyaTtaumsa ycnyr

MpuMeyaHwue—Tpu NoMb30BaHWN HACTOSLLMM CTaHAapTOM LienecoobpasHo NpoBepuUTb AeACTBUE CCbINOYHbIX
CTaHAapToB B MHOPMaLMOHHOI cucTeMe o6LLero Nonb3oBaHWs — Ha oguLmMansHoM calite deflepanbHOro areHTcTBa o
TEXHUYECKOMY PETYNMPOBAHUIO U METPOSIOTUM B CETU VIHTEPHET UM MO eXErogHOMY UH(OpMaLMOHHOMY YkasaTento «Ha-
LiMoHarnbHble CTaHAapThl», KOTOPLIA ONyBrMkoBaH NO COCTOSAHUIO Ha 1 AHBaPS TeKyLLero roga, v no Bbinyckam exeMecsy-
HOro MHGOPMaLMOHHOrO yKasaTens «HavluoransHble CTaHgapThl» 3a TEKYLLMA rod. Ecrniv 3amMeHeH cehiNMoYHbli cTaHaapT,
Ha KOTOPLI AaHa HeAaTUpoBaHHas CChiflka, TO PEKOMEHAYETCS UCMONb30BaTh AEHCTBYIOLLYIO BEPCUIO STOFO CTaHAapTa
C Y4ETOM BCEX BHECEHHbIX B JaHHYI0 BEPCUIO M3MeHEHUI. ECN 3aMeHeH CCbINOYHLIN CTaH4apT, Ha KOTopLIA AaHa AaTh-
poBaHHas Cehbinka, TO PeKOMEHAYETCS UCTONb30BaThL BEPCUIO STOMO CTaHAapTa C yKasaHHbLIM BhILLE FOAOM YTBEPXAeHUs
(NpuHsATMS). ECnun nocne yTBEpXAeHWs HAaCTOSILLEro cTaHAapTa B CChINOYHbINA CTaHgapT, Ha KOTOpPLIN AaHa JaTupoBaHHas
CCbINKa, BHECEHO U3MEHeHUe, 3aTparuBatoLLiee NoNoXeHUe, Ha KOTopoe fjaHa CChifka, To TO MoNoXeHWe pekoMeHayeTcs
NPUMeHsATE 6e3 y4eTa aHHOTO U3MEeHeHNs. Ecnmn cehiNoyHbIi cTaHfapT oTMeHeH 6e3 3aMeHbl, TO NOSIoXeHWe, B KOTOPOM
JaHa ccbinka Ha Hero, pekoMeHAYeTCs MPUMEHSTb B YacTy, He 3aTparnBatoLeil STy CCbinKy.

3 TepmuHbI 1 onpeaeneHust

B HacToALLEM CTaHAApTE NPUMEHEHBI CreayoLme TEPMIUHBI C COOTBETCTBYIOLMMM ONpeaeneHuaMu:

3.1 6usHec-npouecc (business process): [Mpon3BOACTBEHHbIN NPOLIECC OPraHM3aLnn CBA3MN.

3.2 nepapxumyeckasn gekomnosuuus npouecca (hierarchical process decomposition): Metoa nocneao-
BaTenNbHOM AeTanu3auum npoueccoB 6onee BbICOKOrO YPOBHS HA NpoLiecchl 60nee HM3KOro YpoBHA C Lienbio
obecneyYeHnss BO3MOXHOCTM MOAENUPOBAHMSA NMPOTEKAHUSA MPOLIECCOB BbICOKOIO YPOBHA C MOMOLLbIO NpOLEeC-
COB HIKENexaLlero ypoBHs.

3.3 knueHT (customer): duU3n4ecKoe Unu IpUANYECKoe NuLo, NoKynaiLwee y opraHmsauumn ceasn unu
nony4atoLlee 6ecnnaTtHo NpPoAYKTbl U YCIyru.

3.4 onepartop cBa3u (service provider): KOpugumueckoe nULO MNU MHAMBUAYANbHLIA NpeanpUHUMaTENb,
OKa3blBaloLLMe yCIyru CBA3W Ha OCHOBAaHUW COOTBETCTBYIOLLEH NTMLUEH3UM; NOCTABLUMK MHAOKOMMYHMUKALIMOH-
HbIX YCNYT KNUEeHTaMm.

3.5 opraHusaums (enterprise): KOpuaguueckoe nuuo, OCyLLECTBRSIIOLLEE AEATENLHOCTb B 06NacTu CBA3U
B KayecTBe OCHOBHOIO BUAA AE€ATENbHOCTM.

3.6 ocHOBHana paeATenbHOCTb (operations; OPS): MmasHasa obnactb 6usHec-npoueccoB eTOM, oTHOCS-
LLMXCA K NOBCEAHEBHOMN AEATENbHOCTU NEPCOHana opraHusaLmn.

3.7 napTHep (partner): Y4acTHUK COBMECTHOW C OpraHu3auuen CBA3u AeATEenbHOCTU N0 npeaocrasne-
HUIO YCNYT KNWEHTaM, CBSA3aHHbIN C opraHn3aumen 4oroBOPHbIMU OTHOLLUEHUSIMU, KOTOPbIE ONPEAENSIoT 400
npuOLINIM U MaTepUarnbHY OTBETCTBEHHOCTL NO PUCKaM.

3.8 noctaBuwuk (supplier): Opuauyeckoe nUUO, B3aMMOAEWCTBYIOLLIEE C OpraHu3auuen ceasu B obe-
CMeYeHnU TOBAPOB U YCNYr, KOTOPbIE UCNONbL3YIOTCA OpraHM3auuen npu NpeaoCTaBreHMU NPOAYKTOB U YCIyr
KITMEHTaM.

3.9 npoaykr (product): MaTtepuanbHaa u/unu HematepuanbHas CyLWHOCTb, Npeanaraemas unu npeao-
cTaBnsieMas opraHm3aumen CBA3N KNUEHTY.

MpuMeyvaHue — MpoayKT AOMKEH BKIIOYaTL KOMMOHEHT NpefocTaBrieHus yenyrn. MpoayKT MOXET BKIIoMaThb
TaKe obpaboTaHHble Matepuassl, NporpaMMHoe obecrneveHne n/unu annaparHele cpeAcTsa U Nobyro nx kKoMbuHaLmio.

3.10 npouecc (process): MocneaoBaTenbHOCTbL CBA3AHHLIX ASWCTBUMIA UNK 3aAa4y, HeobxoaUMbIX ANA
DOCTUXEHNA ONPeeneHHoro pesynesrara.

3.11 pacwmupeHHasn cxema geaTenbHOCTU opraHusaumm cBasm (Enhanced Telecom Operations Map;
eTOM): OtanoHHasa obuwan CTpykTypa Nnpou3BOACTBEHHOW AEeATeNbHOCTU OpraHu3auumM Cesisu, onpeaensio-
Wwan cTaHAapTHbIE 9N1EMEHTbI NPOLECCOB, U3 KOTOPbIX AOMMKHbI CTPOUTLCA MOAENU BCEX MPOU3BOACTBEHHBIX
npoLieccoB.

3.12 pecypchil (resource): Pu3nyeckue U NOrMYeckme KOMNOHEHTbI, UCNOoNb3yemble Anst GopMUpoBaHNA
ycnyr.

n puMedYaHune — B kavectBe pecypcoB UCNONb3YKTCA NPUNOXEHUA, cpeacTBa BbIMUCAWUTENBHON TEXHUKU W
ANEMEHTbl CETEBOW MH(PPACTPYKTYpbI.
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3.13 ceTb ynpaBneHua anekTpoceasbio (Telecommunications Management Network; TMN): Moaenb
ynpasneHus 060py0BaHMEM, CETAMMU U YCNyramu dNeKTPOCBA3W, ONpeAeneHHas B cepum pekoMmeHaaumin
M.3000 MC3-T.

3.14 cuctema nopnepxkn 6usHeca (Business Support System; BSS): Cuctema, nogaepxusatoLas
npoueccobl eTOM u3 rnasHon obnactu «Crtparerus, UHPaCTPYKTypa U NPOAYKT».

3.15 cucrema noaaepxku OCHOBHOM AearenbHocTU (Operations Support System; OSS): Cucrema,
nogaepxmeatoLiasn npoueccbl eTOM 13 rnaBHoi o6nactn «OCHOBHAsA AEATENbHOCTbY.

3.16 ynpaBneHue B3auMOOTHOWEHMAMMU C KnneHTamu (Customer relationship management; CRM):
FopusoHTansHas rpynna npoueccos 1.1.1 B rmaBHoi o6nactn «OCHOBHAs AEATENbHOCTbY.

3.17 ynpaBneHue u akcnnyarauyma pecypcos (Resource management and operations; RM&O): lNopu-
30HTanbHas rpynna npoueccos 1.1.3 B rmasHon 06nactn « OCHOBHAS AEATENbHOCTbY.

3.18 ynpaeneHue u akcnnyarauua ycnyr (Service management and operations; SM&O): lopusoH-
TanbHas rpynna npoueccos 1.1.2 B rnaBHomn obnactu «OCHOBHAs AeATENbHOCTbY.

3.19 ycnyra cBfA3u (service): Qesaten,HOCTb NO npueMy, o6paboTke, XxpaHeHulo, nepegaye, 4OCTaBke
COO6LLEHNI SNEKTPOCBA3N UMK NOYTOBbIX OTMPABNEHUI. ABNSETCA COCTABHOM YacCTbiO MPOAYKTA, MpeAHa3Ha-
YEHHOI AN NPOAaXKU KIIMEHTY B COCTaBE NpoAyKTa.

MpuMmeyaHue— OfHa 1 Ta Xe ycryra MOXeT BXOAUTb BO MHOXECTBO pasfiMYHbIX NPOAYKTOB, NpeocTaBnsie-
MBIX MO pasnuYHON LieHe.

3.20 aneMeHTbl npoueccoB (process elements): CtaHaapTHble GNMOKM MM KOMMOHEHTbI, UCMONb3ye-
Mble Ans cOOpKKM CKBO3HbIX GU3HEC-NPOLECCOB.

4 Obwue NONoxXeHus

4.1 PaclumpeHHas cxema AesTenbHOCTM opraHnsauumn ceasn (eTOM) saBnseTcs WHCTPYMEHTanbHbIM
CpeACTBOM AfNst MOAENMPOBAHUA, aHanuW3a, oNnTMMMU3auuMn U peopraHn3aumm NpousBOACTBEHHLIX NPOLIECCOB
W CTPYKTYPbI OpraHusaumin CBssmn.

4.2 CtaHgapTHble rpynnbl NPOLECCOB YPOBHSA 1 U aneMeHTbl npoueccos yposHen 2 U 3 eTOM asnsior-
CA KaTeropusiMu, UCnonb3yembiMu AN Knaccuukaumm npoM3BOACTBEHHbIX NPOLECCOB OpraHu3aumu, a He
MOAENsAMU pearnbHbIX npoueccoB. OHK onpeaeneHbl C MakCUMasnbHO BO3MOXHON CTENEeHbIo 0OLLUHOCTU TakuM
06pa3om, 4To6bl ObITb HE3ABUCHMbIMU OT MPOAYKTOB, YCIYT U TEXHONOTUIA CETEN 3NEKTPOCBA3N.

4.3 Hacroawumii cTaHaapT ycTaHaBNUBAET CTPYKTYPY U 3NE€MEeHTbl NpoLieccoB YPOBHA 3 AN npo-
uecca 1.1.2.4 ypoBHS 2 «YNpaBneHne Kka4eCcTBOM ycnyr», Kotopein onpeaened B FOCT P 53633.4—2015
(pasgen 7).

4.4 3neMeHTbl NPOLECCOB YPOBHA 3, onpeaeneHHble HaCTOAWMUM CTaHAAPTOM, MOTYT UCMONb30BaTbLCA B
Ka4yecTBe CTPOUTENbHLIX GIIOKOB NPKU NOCTPOEHUM MOTOKOBLIX AUarpamm pearnbHbIX NPOU3BOACTBEHHLIX NPo-
LIECCOB, CBA3aHHbIX C YNPaBfieHWEM, KOHTPOSIEM, MOHUTOPUHIOM, aHANM30M, YNy4LUEHWEM KayecTBa ycnyr u
MH(OPMUPOBAHMEM O 3HAYEHUAX NAPAMETPOB KaYeCTBa OKasaHWUs yCnyr.

5 WaenTndukaumna npoueccon

5.1 NpeHtTudcpukauma Bcex NpoLEeccoB (ANEMEHTOB NPOLECCOB) B HACTOSILLIEM CTaHAapTe BbiNonHeHa
cornacHo npasunam uaeHtTudmkaumm npouecco eTOM, nanoxenHoim B FOCT P 53633.4—2015 (pasaen 5).

5.2 aeHTudmkaTopel NPOLECCOB CBA3aHbI C (hYHKLMOHANBHLIMU ONUCAHUAMMU PYNN U 3NEMEHTOB NPO-
uecco eTOM U ucnonb3yTCA B KAYECTBE CCbINOK Ha onpeaeneHnsa ctaHAapTHbLIX NPOLEeCcCoB.

5.3 Mecro npouecca 1.1.2.4 ypoBHA 2 «YnpaBneHWe Ka4eCTBOM YCInyr» B CTPYKTYpe rpynnbl NpoLeccos
SM&O ypoBHSA 1 MOKa3aHO Ha PUCYHKe 1, KOTOpbIii BbiNosiHeH cornacHo MOCT P 53633.4. MNpouecc 1.1.2.4
BblZl€NEH HA PUCYHKE TEMHBIM (DOHOM.

5.4 Muktorpamma npouecca 1.1.2.4 npeacraBneHa Ha PUCYHKE 2, OHa ABNAETCA o6Len Ans Bcex ane-
MEHTOB NPOLIECCOB YPOBHSA 3, ONPEAENEeHHbIX HACTOALLUM CTaHAAPTOM.
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PucyHok 1— [lekoMno3unums rpynnel npoueccoB SM&0 Ha 31eMeHTbl NPoLLeCcCOoB YPOBHA 2

PucyHok 2 — Tuktorpamma npouecca 1.1.2.4 «YnpaBfieHne Ka4yecTBOM YC/yr»

6 CTpyKTypa npouecca «YnpaB/ieHUe Ka4eCTBOM YCNYyr» M Ha3HayeHue
3/1eMEeHTOB NpoLeccoB ypoBHA 3

6.1 CTpykTypa npouecca 1.1.2.4 «YnpaB/sieHMe Ka4yeCTBOM YC/Yr» U COOTBETCTBYHOLWMNE 3/1IEMEHTbI NPO-
LeccoB ypoBHA 3 npefcTasB/ieHbl Ha pUcyHke 3.

PucyHok 3 — Jlekomno3nums npouecca 1.1.2.4 «YnpasfieHne KauyeCTBOM YC/yr» Ha 3/IEMEHTbI NPOLECCOB YPOBHA 3

6.2 MNpouyecc 1.1.2.4 n ero afileMeHTbl NMPOLECCOB YPOBHA 3 NpefHasHayeHbl A4 ynpaBleHUs, KOHTPOA,
MOHUTOPUHIa, aHanusa, UHHPOPMUPOBAHNA N BOCCTAHOB/IEHNA 3HA4YeHWUli nNapameTpoOB KavyecTBa OTAeEsIbHbIX
ycnyr.

6.3 Mpouecc « MOHUTOPUHT Ka4YecTBa YCNyr» AO/HKEH OCYLECTBAATE MOHUTOPUHT NocTynakwel nHdop-

Mauunnm o0 KadecTtBe yCa1yr v BbINOJIHATbL NepBuyHoe 06Hapy>KeH|/|e AaHHbIX O KayecCTBe.
6.4 Mpouecc «AHann3 KavyecTBa ycnyr» AO/HKEH BbIMO/IHATbL aHa/In3 U NPON3BOANTL BblYMCNEHNEe 3Haye-

HWIA NapameTpoB KayecTBa OTAE/bHbIX YCAYT.
6.5 Mpouecc «YnyyweHne kauyecTsa ycnyr» Ao/HKeH o6ecneunmBatb Han6onee pauumoHanbHbIM 06pa3om

BOCCTaHOB/IEHNE KayecTBa yC/ayr 40 HOPMalbHOro paboyero COCTOSAHUSA.

4
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6.6 Mpouecc «MHOopMUpoOBaHMe O NapaMeTpax KayecrtBa ycnyr» AomkeH obecneyunBaTb MOHUTOPUHT
cTaTtyca oT4yeToB 06 yxyALUeHUM napameTpoB YCNYT, BbiNycKaTb YBEAOMMAEHUA O N0ObIX M3MEHEHUAX cTaTtyca
u cosgasartb oT4eThbl 06 ynpaBneHuyu napamerpamu ycnyr.

6.7 Mpouecc «CosaaHne oTyeTa 06 yxyaLUEHUM napameTpPoB ycnyr» AoSmkeH obecnevmsarb co3fgaHue
HOBOro oTtuyeta 00 yxyaLleHUM napameTpoB YCMyr, a TakkKe BbINOMHATL MOAUMUKALMIO UM aHHYNUPOBaHUE
CYLLIECTBYIOLLUX OTYETOB.

6.8 lMNMpouecc «KoHTponb U ynpaBneHne BOCCTAHOBMEHUEM NapaMeTPOB KavyecCcTBa YCIyr» [OSDKEH Ha-
3Ha4aTb, KOOPAUHUPOBATL U KOHTPONMUPOBATb AEATENbHOCTb MO aHanu3y, BOCCTAHOBNEHMWIO U YNYYLLEHUIO
napameTpoB Ka4yecTBa OTAENbHbIX YCNYT.

6.9 Mpouecc «3akpbiTue otyeTa 06 yxyALIEeHWW napameTpoB yCnyr» JOSDKEH 3aKpbiBaTb OTYET nocne
TOrO, Kak NpoBrnemMbl CO 3HaYEHMAMU NapameTpoB KavyecTBa ycnyr OyayT yCTpPaHeHbI.

6.10 [aHHble COOTBETCTBUA MAEHTUUKATOPOB SfIEMEHTOB NPOLIECCOB YPOBHA 3 HAaUMEHOBaHUSAM 3TUX
npoLeccoB B cOCTaBe Aekomnosuumm npouecca 1.1.2.4 «YnpaeneHne kauyecTtBOM yCnyr» npeacraBfieHbl B
Tabnuue A.1 npunoxexus A.

7 OYHKLUMOHANLHOCTL 3fIEMEHTOB NPOLIECCOB YPOBHSA 3 ANA AEKOMMO3ULN
npouecca «YnpaBrneHue Ka4eCTBOM yCryr»

7.1 ®yHKUMOHAmBHBIE OMUCaHUS 3NEMEHTOB NPOLECCOB YPOBHA 3 yCTaHaBnMBaloT KnaccudukaLuoH-
Hble MPU3HAaKKU, NO KOTOPbIM pearnbHble NpoLecchl MOryT BbiTb OTHECEHbI K KaTeropum npoLeccos, COOTBET-
CTBYIOLLIEN KOHKPETHOMY 3/1IEMEHTY NPOLIECCOB.

7.2 OYHKUMOHATNBHOE ONMCaHue Ans 3neMeHTa nNpoLeccoB YPOBHA 3 COAEPXUT: naeHTudukaTop, Hau-
MEHOBaHUe U PYHKLMOHANMBHYIO XapakTepUCTUKY. PeanbHblil NPOLECcC CYMTAETCA OTHOCALLMMCS K CTaHAapT-
HOMY anemeHTy npoueccoB eTOM, ecnu OH BbINONHAET OAHY U3 PYHKUUMN, YKa3aHHbIX B PYHKLMOHANBHOW
XapaKkTepucTuke aNemMeHTa npoLeccos.

7.3 OyHKUMOHANbHbBIE ONUCAHUS SNIEMEHTOB NPOLIECCOB YPOBHA 3, BXOAALLMX B COCTaB AEKOMMNO3ULUU
npouecca 1.1.2.4 ypoBHSA 2 «YnNpaBneHne KauecTBOM YCNyr», AOMKHbI COOTBETCTBOBATL JaHHbIM Tabnuub! 1.

Tabnuua 1 — PyHKUMOHATBHBIE OMUCAHUSA 3MIEMEHTOB MPOLIECCOB YPOBHA 3 B COCTaBe [eKoMMO3uLMK npouecca
«YnpaBeneHve Ka4ecTBOM yCryr»

NaeHTn- HaunmeHoBaHue anemeHTa
DyHKLMOHaNbHas xapakTepuctuka
dukaTop npoLeccos
1.1.2.4.1 MOHWTOPUHI Ka4ecTBa ycnyr Mpoueccbl MOHWUTOpPUHra nocTynarLwen WHdopMauum o KadecTse
(Monitor service quality) YCIyr 1 MEPBUYHOIO OGHaPYXEHWUA faHHbIX O KayecTBe.

MpoLeccbl MOHUTOPWHIa NapaMeTpoB KadecTsa ycrnyr, obecneynBato-
LVe peLleHre criefyoLnxX 3aaay:

- NepBU4HOe oBGHapyxeHue W cGop MOCTyNarLmMX JaHHbIX O napame-
Tpax ka4ecTBa OTAENbHBIX YCNYT, BLINOMHSAEMbIE C MOMOLLbIO CPefCTB MO-
HUTOPUHIa U perucTpauuy;

- CpaBHeHUWe NomnyYeHHbIX AaHHLIX O NapameTpax KavyecTBa OTAeNbHbIX
YCIyr ¢ HabopoM HOPMUPOBaHHBIX 3Ha4YeHW KadecTBa paboThl AN KaX-
DOV OTAENbHOW YCIyru (HOPMUPOBaHHbBIE 3HAYEHUSI U3BMEKAKOTCS U3 CU-
CTEMBI MHBEHTapPU3aLMK YCyr);

- OLieHKa U perucTpaums nonyyYeHHbIX AaHHbIX O NapaMeTpax kayecTBa
OTAENbHbIX YCIYr AMS 3HA4YEHWi, KOTOpbIe HaXOASTCS B LOMNYCTUMBIX Npe-
Jenax, yCTaHOBMEeHHbIX B COOTBETCTBUN C HOPMaMM Ha Ka4yecTBO paGoThl.

MpumMmeyaHune— [daHHble 0 3HaYEHUAX NapaMeTpoB KadecTBa pe-
rYNsApHO MOCTYMakT B XOA€ HENPEpPbLIBHOMO BbINMOMHEHUS MOHUTOPUHrA U
n3MepeHui;

- 3aMnCb PEe3yrnsTaToB HernpepbiBHOMO MOHUTOPUHIa AN UX UCMOoMb3o-
BaHWA npu onoselyeHun npoueccom 1.1.2.4.4 «MHdopmupoBaHue o na-
paMeTpax kayecTsa ycnyr»,

- BbIIBNEHWE MepeceyeHnii NoporoB napaMeTpoB KavecTsa, KoTopble
YKa3biBaKT Ha HapyLleHUA/OTKasbl B OKasaHWW OTAENbHLIX YCNyr u3-3a
YXYALLEHNA napaMeTpoB paboThi;
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[MpodomxeHue mabnuupl 1

NpeHTtu-
dukaTop

HaumeHoBaHue anemeHTa
npoueccos

dyHKUMOHaNbHaA XapakTepucTMka

1.1.2.41

MOHMTOPUHI Ka4ecTBa ycnyr
(Monitor service quality)

- Nepefaya MHpOpMaLMKn 0 HapyLleHUsX/oTKasax B oKasaHuK oTaenb-
HbIX ycnyr npoueccaM 1.1.2.3 «YnpaeneHue pa3pelueHneM npobrnem c yc-
nyramu» A5 BbIMOSHEHWA AEACTBUIA NO BOCCTAaHOBNEHUIO HOPMasbHOMO
(hYHKLUMOHMPOBaHNS;

- NepeAadya npoueccam o6paboTunkos npobrnem MHdpopmaLuum o BO3-
MOXHOM YXYALUEHUU ANSA OTAENbHbLIX KIUEHTOB MapameTpoB KayecTsa
ycnyr (Quality of Service, QoS) u napameTpoB cornaiueHuii 06 ypoBHe yc-
nyr (Service Level Agreement, SLA) B CBS13U C BbISIBIIEHHLIM YXY/ LLEHUEM
KavecTBa OT/leNbHbIX YCIyT.

MpumeuaHue — lNpoueccbl 06paboTunkoB Npobriem GopMUpyoT
1 pacchinaloT 3anpockl Ha BOCCTAHOBMNEHWE HOPMANBHOTO (hYHKLMOHMPO-
BaHWs! YCIyT,

- obHapyxeHue yXyALUeHWiA B OKasaHUW OTAENbHLIX YCMyr C Lernbio
paHHero npeaynpexaeHus o BO3MOXHbLIX Npobnemax;

- paccbinka yBeloMNeHUin 06 yxyalieHun napameTpoB paboTsl ycnyr
APYrMM 3aMeMeHTaM MpoLeccoB M3 [EeKOMNOo3nuUuKu npouecca «Ynpasne-
HWe Ka4yecTBOM YCNyr», KOTOpble YNpasnsaoT AeWCTBUAMU NO BOCCTAHOB-
J1IeHUt0 HoOpMalibHOIro Ka4ecTBa OKa3aHUA OTAeNbHbIX YCNyr,

- peructpauusa B penosutopun npouecca 1.1.2.1.1 «YnpasneHue uH-
BeHTapusauuei ycnyr» feTanbHblX fAaHHbX 06 yXyAlueHWM kavecTsa
oKasaHusi oTAenbHbLIX YCIyr U O HapyleHusx B paboTe ycnyr, BegeHue
MCTOPUN STUX AaHHBIX AN NOAJAEPXKN 3aNpOCOB OT BHELIHUX NPOLIECCOB.

Mpouecchl aBTOMaTUYECKOro TECTUPOBaAHWUA YCNYr ¢ UCMONb30BaHUEM
MCKYCCTBEHHOW Harpysku OoT MMWUTaTOpPOB Bbl30BOB, UMUTUPYIOLWUX TUNO-
BO€e MOBeZleHne nofnb3oBaTeneil.

1.1.2.4.2

AHanus Kadectsa ycnyr
(Analyse service quality)

Mpouecchl aHanMsa U BLIYUCIIEHUA 3HAYEHUI NapameTpoB KadecTBa
OTAENbHBIX YCNYr.

Mpouecchl aHanu3a uHpopMauum, nonydeHHoi ot npouecca 1.1.2.4.1
«MOHUTOPUHT Ka4ecTBa ycnyr», ¢ Lenbio BoIMUCIIEHNS 3Ha4YeHUid napame-
TPOB Ka4YecTBa OTAENbHbIX YCNYT.

Mpoueccbl koppensALumn cobbITui, 0BHapyKeHHBIX B XOA4€ MOHUTOPUHIa
Ka4yecTBa ycnyr, U ounsrpaLum (yaaneHus) KoppenmpoBaHHbIX NOBTOPSIO-
LUMXCS aBapwii  coBbITWIA 0TKasa, KOTopble He BIIUSIOT Ha KauecTBO yCryr.

Mpouecchl BbIMUCIIEHUS KITHOYEBbIX MHAWMKATOPOB KadecTsa ycnyr (Ha-
npumep, cpeaHee BpeMsa MEXay oTkazamm).

MpoLecchl aHanuaa Ka4ectsa ycnyr, obecnevmsatolne pelueHne cre-
AYIOLLMX 3afay:

- NpoBeAeHne aHanumaa MHdopMaLMn o napamMeTpax OTAENbHbBIX YCIyT,
nony4eHHoi ot npouecca 1.1.2.4.1 «MOHWTOPUHT Ka4eCcTBa yCnyry,

- MHMUMaLUmMs, MOAUDUKALMS M OTMEeHa pacrnucaHuidi HenpepeiBHOro
cbopa faHHbIX 0 MapameTpax paboTbl OTAENbHbBIX YCNYT, AA KOTOPbIX He-
06x0MO BEIMOMHWUTL aHanus napaMeTpoB paboThl.

MpuMeyaHune — Pacnucanua cosgaroTcsa no 3anpocam, nockina-
embIM npoueccy 1.1.2.1.4 «Moafepxka ynpaBneHUs Ka4ecTBOM YCIyry;

- BbIsIBMIeHNEe NePBUYHBIX NPUYMH YXYALLEHUS Ka4ecTBa U HapyLleHuii B
paboTe AnNA oTAenNbHbIX yCnyr,

- 3aMnWcb pe3ynsTaToB aHanusa B CUCTeMY MHBEHTapusaumm yenyr ans
Lieneit ucernefoBaHus UCTOPUN PE3YSLTaTOB;

- NpoBejeHue Mo 3arnpocam, NocTynatoLwUm OT NPOLECCOB yNpaBneHns
QoS u SLA KMeHToB, aHanuaa getanbHbiX AaHHbIX NS 0BHapyxeHus
NnepBUYHON MPUYUHBI YXYALUEHUA NapamMeTpoB QOS KNUEHTOB, KOTOpoe
MOFTIO MPOWU3OWTU W3-3a B3aUMOLEWCTBUIA Mexay SK3emnnapaMu ycnyr,
B TO BPEMA KaK napameTpbl paboTbl 9K3eMNNAPOB B3aUMOAENCTBYOLMUX
YCINyr HaXoOAATCA B HOpMe.

11243

YnydlleHne ka4ecTsa ycnyr
(Improve service quality)

Mpouecckl BoccTaHoBMNeHUst Hauboree palmoHansHsIM 06pasoM Kade-
CTBa yCnyr 40 HOpPManbLHOro paGo4ero CoOCTOSHMS.
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NaeHTU- HanMeHoBaHWe anemeHTa
dukaTtop npoLeccoB

®yHKUMOHANbHAA XapaKTepucTuka

1.1.2.4.3 | YnydlweHue Ka4ecTBa ycnyr
(Improve service quality)

Mpouecchl BLIMOMHEHUS pekoMeHAaUWii, NpesoCTaBleHHbIX MOCTaB-
LMKkamu/napTHepaMmn unum paspaboTaHHbIX OpraHu3aluei cBsiau, no Boc-
CTaHOBMEHUIO YCITYT.

Mpouecchl BbINycka yBefOMIEHNI O HEOGXOAUMOCTY BLIMOSTHUTL MIaH
Mo BOCCTAHOBSIEHUIO U MOMyYeHUS aBTOPU3aLMK Ha NPOAOITKEHUe BbiNor-
HeHUs 3Toro nnaHa. MNpolecchl aKTUBUPYIOTCA B TeX crydasix, korga Aeid-
CTBMA NO YNyHLLEHWIO KavecTBa MOTYT NOBNUSTL Ha Apyrie AeicTByiolne
yenyru.

Mpouecc BhiMycka yBeAOMMNEHUA O Havane W 3aBepLUeHUN BbINOIHe-
HUS NNaHa BOCCTAHOBIEHUS! YCIYTH.

Mpouecckl BPeMEHHOro HaszHadeHUs Apyrux ycnyr Unn pekoHpurypa-
UMM NapaMeTpoB aBapUiiHBIX YCMyr, AeHCTBYIOWME HA OCHOBE AaHHbIX,
nofydaeMblx OT NMPOLIECCOB «AHarNMU3 ka4yecTsa yCrnyr», 0 NPUYUHAX yXya-
LUEHWS KaYecTBa OKasaHUs OTAENbHbIX YCAYT.

1.1.2.4.4 | UHdopmupoBaHue o napa-
MeTpax ka4ecTsa ycnyr
(Report service quality
performance)

Mpouecchbl HenpepbIBHOIO MOHUTOPUHIa cTaTyca oT4eToB 00 yxyAle-
HUW NapaMeTpoB YCINYT, BbiNycka yBefOMNeHUn o mobbiX W3MEeHEHNUSAX
cTaTyca U popMUpOBaHUA OTHETOB 06 ynpasneHun napameTpamu ycnyr.

Mpouecchl pacchinku yBeAoMneHuidi 06 3IMEeHEeHUsX cTaTyca oT4eToB
npoyeccam SM&O, npoLeccam Apyrux YPoBHER U BCEM y4acTHUKaM, 3a-
perucTpmpoBaHHbLIM B CMIMCKE paccChifiki YBEAOMNEHWNIA.

MpumeyaHune—Cnucku paccolniku yBeAoMNEHNIA co3gatoTcs nNpo-
ueccom 1.1.2.1.4 «lMopaepxka ynpasneHUs: Ka4ecTsoM ycnyr».

MpoLuecchl pernctpauumn, aHanusa U oLEeHKU U3IMEHEHWIA cTaTtyca oT-
YeToB 00 yXyALUEeHUN napaMeTpoB paboThl YCryr.

Mpouecchl BbiNycka oT4YeTOB 06 ynpaBneHMM napamerpaMun yCnyr u
cneLuanuanpoBaHHbIX CBOA0K O paLoHanbHOCTU U 3 eKTUBHOCTU BCe-
ro npouecca ynpasreHUst Ka4ecTBOM yCnyr.

Mpouecchbl MHPOPMUPOBAHUS APYrUX NPOLECCOB O BbISBNEHHBLIX OrpaHu-
YeHUSX, KOTopble MOryT MPUBECTU K HAPYLLEHWUIO HOPM KavecTBa yCnyr.

MpumMeyaHue— 3T orpaHNHeHUs MOTYT BbITb CBA3aHLI C OTKasa-
MM OTZAENbHBIX PECYPCOB, HEXBATKOW €MKOCTU U3-3a NEPEerpysku U ¢ Apy-
TMMU MpUYMHaMM.

1.1.2.4.5 | CosgaHue oT4yeTa 06 yxya-
LUEHWN NapaMeTpoB ycnyr
(Create service performance
degradation report)

Mpouecchl cosfaHusi HOBOro oT4eTa 06 yxyALWeHUU NapameTpoB YCnyr,
a TaKKe npoueccsl MoaudUKaLUKN UMK aHHYNUPOBAHUA CYLLECTBYIOLLNX
OTYETOB.

Mpouecchl 3anycka nNpoLeayp co3aaHua HOBOro oT4eTa 06 yxyaLWweHuu
napameTpoB YCNyr, KOTOpblE BbINMOMHAKTCS MpU Nony4YeHnn yBe4oMNeHNA
oT npouecca 1.1.2.4.1 «MOHUTOPUHI Ka4ecTBa YCryry», a Takke fnpu no-
CTYMNEHUW 3anpocoB OT 3aJay aHanuaa, BeIMONHAEMbIX ApyruMiu npoLiec-
camu 13 rpynn npoueccos CRM, SM&O unu RM&O.

MpuMeyaHune — 3anpockl OT 3agay aHanu3a ynoMsHyTbIX rpynmn
NpoLeccoB NOCLINAKTCA B CNyYasx oOHapyXXeHUs B XoAe aHanusa HeKo-
TOpbIX BUAOB yXyALLeHUi paboTkl UK 0TKa30B, ANA KOTOPLIX HEOBX0AUMO
BbIMOMHWUTL OLIEHKY NapaMeTpOB OTAEMbHbLIX YCyr.

Mpouecchl nNpeobpa3oBaHUa MHGOPMaLMK, MOoNy4aeMoil B yBeLOM-
TNIEHWsIX M B 3anpocax OT BHELHMX NMpOoLeccoB, BO BHYTPEHHWIA (opmar,
NMPUHSATEIA AN NPOLIECCOB YNpaBneHus napameTpaMu ycnyr, 1 npoueccsi
3aTpeboBaHus HegocTarLeh MHpopmaLun OT BHELLHUX NPOLIECCOB.

1.1.2.4.6 | KoHTponb u ynpaeneHue
BOCCTaHOBMIeHWEM Napame-
TPOB Ka4ecTBa ycnyr
(Track and manage service
quality performance
resolution)

Mpouecchl HasHa4YeHUs, KOOPAUHALMM U KOHTPONS AEATENbLHOCTM Mo
aHanuay, BOCCTaHOBIIEHWIO W YIYYLLEHWIO NapaMeTPoB KadecTBa OTAeNb-
HBIX YCIyrT.

Mpouecchl yBENUYeHUst NMPUOPUTETOB OTKPLITBIX OTUETOB 06 yxyalue-
HUM NapaMeTpoB YCnyr, paGoThl MO KOTOPLIM HaxoAATCs NOA Yrpo3oii He-
BbIMOMHEHMS.
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OkoHYaHue mabnuupi 1

NaeHTu-
dukaTtop

HauMeHoBaHue anemeHTa
npoLeccoB

DyHKLMOHaNbLHaA XxapakTepucTuka

1.1.2.46

KoHTponk 1 ynpaBneHue
BOCCTaAHOBMNEHMEM napame-
TPOB Ka4ecTBa ycryr
(Track and manage service
quality performance
resolution)

Mpouecchl KOHTPONSA U yNpaBneHs BOCCTAHOBIEHWEM NapameTpoB
KavecTBa ycnyr, oGecnevmBatoLLme pelleHue cnegytowmx sapaq:

- nobaBneHne B OTKPLITHIA OTYET 06 YXYALWEHUN MapameTpoB YCnyr
AaHHbLIX NePBUYHOrO N TEKYLLEro aHanuaa;

- COCTaBfeHNe pacnucaHnsl, HasHavyeHWe W KoopauHaums paboT no
aHanuay n BOCCTaHOBMEHWIO MapaMeTpoB paboTbl OTAENbHLIX YCNyr, a
TakKke KOOPANHALMA PEMOHTHBIX paGoT, NopyYeHHbIX APYriM npoLieccam;

- reHepalMa 3anpoca Ha cosfjaHue oTyeTa 06 aBapuu Ha pecypce,
€Crnn B AaHHbIX oT4eTa 06 yXyALleHUM napameTpoB YCryr ykasaHa nep-
BUYHasA NpUYMHa, OTHOCSALLAsCA K pecypcam;

- BHECEeHMe faHHbIX 0 HasHadeHWUn paboT B CyLLEeCTBYHOLMWIA oT4eT 06
YXYALUEHWUM NapameTpoB YCyT;

- U3MeHeHMe cTaTyca oT4eTa 06 yXyALLEeHUU NapaMeTpoB YCnyrT;

- aHHYNMpoBaHKue oT4eTa 06 yXyALLEHUM NapaMeTpoB YCryr B criyvae
3anpoca, CBA3aHHOTO C MOXHbLIM COBLITUEM HapYLUEHUS B OKa3aHWW yc-
nyru;

- MOHWUTOPMHT CTaTyca Cepbe3HOCTU OTKPLITLIX OTYETOB 06 YXyALUEeHUM
napaMeTpoB YCNyr U yBenuueHue npu HeoBXOAUMOCTU NpUOpUTETa STUX
OTYETOB.

Mpouecchl KoopauHauuu, obecneduBatoLie CBOEBPeMEHHOe 3aBep-
LLeHWe BCeX HasHaueHHbIX 3afjady ¢ CoGMoeHUeM UX NpaBUIbHOI nocne-
A0BaTENLHOCTU.

Mpouecc U3MeHeHUs cTaTyca oT4eTa 06 yXyfLIEeHUU NapaMeTpoB yc-
nyr Ha «OuuLLeH», Korga npobneMbl co 3HaYEHUsIMU NapaMeTpoB Kaue-
CTBa yCINyr paspeLueHsi.

1.1.2.47

3akpbiTHe oTyeTa 06 yXya-
LeHUW napameTpoB ycnyr
(Close service performance
degradation report)

Mpouecc, obecneymBaloLLWii 3akpeEITUE OTYETa NOCAE TOro, Kak 3Haye-
HWS NapamMeTpoB KadecTBa ycnyr 6yayT BOCCTaHOBNEHBI.

Mpoueccbl MOHUTOPUHIA CTaTyca BCEX OTKPLITLIX OTYETOB 06 yxyAlLue-
HUW NapamMeTpPOB YCNyr U 06HapYXeHWUs TeX OTYETOB, KOTOpble MOTYT BbITb
3aKpbIThl, TaK Kak UX cTaTyc U3MeHUnea Ha «OUuLLEeH.

Mpouecc NpucBoeHNs cTaTyca «3aKpbiT» OTKPLITOMY OTYETY, UMEIOLLe-
My cTaTyc « OduLLEeH».




lMpunoxexue A
(o6s3arenbHoe)

FOCT P 53633.24—2017

HanmeHoBaHMA U MAEHTUDUKATOPLI INEMEHTOB NPOLIECCOB YPOBHA 3

ONA 0eKOMNO3ULIMK NpoLecca YPoBHSA 2 «YnpasreHue KauecTBOM yCnyr»

A.1 HanMeHoBaHUA U naeHTUPUKATOPLI 3TEMEHTOB NPOLECCOB YPOBHA 3 Ans npouecca 1.1.2.4 ypoBHA 2 «Ynpas-
IneHve ka4ecTBOM ycnyr» (Service quality management) gonXHbl COOTBETCTBOBATbL AaHHLIM Tabnuusl A.1.

Tabnunuya A1 — [dekoMnosunuusa npouecca 1.1.2.4 — «YnpaBrneHue Ka4eCTBOM yCnyr»

AHITIMACKMI 3KBUBANEHT
MAaeHTuukaTop HauMeHoBaHWe anemeHTa npoLeccos
HaunMeHoBaHUNA
1.1.2.41 MOHWUTOPUHI KadecTBa ycnyr Monitor service quality
11242 AHanu3a ka4ecTBa ycnyr Analyse service quality
11243 YnydlweHue kavecTsa ycnyr Improve service quality
11244 MHdbopMrpoBaHue 0 NapameTpax KadectBa yc- | Report service quality performance
nyr
1.1.245 CosgaHune otyeta o6 yxyalweHun napameTpoB | Create service performance degradation report
yenyr
11246 KoHTponbk 1 ynpaBreHne BoccTaHoBNeHMeM Na- | Track and manage service quality performance
paMeTpoB kavecTBa ycnyr resolution
1.1.247 3akpbiTe otyeta o6 yxyaweHun napametpo | Close service performance degradation report
yenyr
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