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BBeneHue

Mpynna ctaHgapToB «PaclumpeHHan cxema AesiTenbHOCTU opraHusauum ceasn (€TOM)» paspaborana ¢
yyeTom pekomeHgaumin M.3050.x cektopa cTaHaapTM3auum anekTpoceasn MexayHapoaHoro coto3a arneKkTpo-
csasn (MC3-T).

Pekomenaauum no eTOM (Enhanced Telecom Operations Map) BxoAAT B COCTaB cepuu peKoMeHAaLmi
M.3xxx MC3-T, koTtopasi ctaHaaptusupyet «Cetb ynpasneHus anektpocesasbio» TMN (Telecommunications
Management Network) — Moaenb ynpasneHus o6opyoBaHUeM, CETSAMU U YCRyramu 3nNeKTpOCBA3N.

Crangaptbl eTOM ycTaHaBnMBalOT KNnaccupuKaLmoHHYI0 CXeMy NPOU3BOACTBEHHbLIX NPOLIECCOB Op-
raHnsauuii CBsisan, TEPMUHONMOIUIO, METOA MEPAPXMYECKON AEKOMMO3ULIMM NPOLECCOB, CTaHAApPTHbIE dne-
MEHThI NPOLIECCOB U METOAOMNOINI0 NOCTPOEHUA MoAErIe NPOU3BOACTBEHHbLIX NPOLECCOB U3 CTaHAAPTHBIX
3MNEMEHTOB.

Mogaens eTOM, onpeaeneHHas rpynnoi pekomeHgauuin MC3-T no eTOM, Gbina paspa6oraHa Mex-
AyHapoaHoii accouynauuein TM Forum (®opyM ynpaBneHuss TENEKOMMYHMKALUMAMMU) B paMKax NporpaMmbl
pa6otr «HoBoe nokoneHue cuctem ynpasnenus u nporpammHoro obecneverun» NGOSS (New Generation
Operations Systems and Software).

Moaens eTOM npeaHasHayeHa Ana NPUMEHEHUA NpU MOAENUPOBaAHUM U peopraHusauuy nNpoussoa-
CTBEHHBIX MPOLIECCOB, Npu paspabotke cuctem ynpasneHus u OSS/BSS — cucteMm nogaepxknm AeaTenbHo-
cTu/6usHeca opraHusaumii CBA3M, NPU CUCTEMHOM MHTErpaLuM CUCTEM aBTOMAaTU3auMn NPOU3BOACTBEHHbIX
MpoLIecCOB 13 KOMMOHEHTOB pa3HbIX MPOU3BOAUTENEN.

O6ulan cTpykTypa busHec-npoueccos eTOM, ctaHgapTuaupoBaHHasa B TOCT P 53633.0, onpeagenser
CTpYKTYpbl ypoBHeH 0 u 1 eTOM, a Takke nx aneMeHTbl. [insa ypoBHA 1 anemMeHTaMun ABASIOTCA rpynnbl NPo-
LIeCCOB.

CTpyKTypa ¥ 9neMeHTbl NpoLeccoB ypoBHS 2 eTOM obpa3oBaHbl B pesynsrate AeKOMNo3uuuu rpynn
npoueccoB ypoBHs 1 eTOM. Kaxgoii rpynne npoLeccoB YypoBHA 1 COOTBETCTBYET CBOSI COBOKYNHOCTb 3ne-
MEHTOB MPOLIECCOB YPOBHSA 2, KOTOpAs yCTaHaBNMBAETCHA OTAEMNbHbIM CTAHAAPTOM. ONEMEHTbl NPOLEeCCoB
YPOBHS 2 ABMAOTCA HAMGonee KPynHbIMU CTPOUTENBHbLIMKM BNOKaMU, KOTOPbIE MOTYT ObITb MCNONbL30BAHbLI NPY
MOAENUPOBAHUMU, UX (PYHKLMOHANBHOCTL COOTBETCTBYET (DYHKLIMOHANBHBLIM 0ONacTsiM ynpaBneHus:.

CTpyKTypa 1 anemMeHTbl NpoueccoB ypoBHA 3 e TOM o6pa3oBaHbl B pe3ynbrate 4€KOMMO3NLUMN 3neMeH-
TOB npoueccoB ypoBHA 2 eTOM. KaxxaoMy anemMeHTy npoueccoB YPOBHA 2 COOTBETCTBYET CBOSI COBOKYNHOCTb
3MEMEHTOB NPOLIECCOB YPOBHA 3, KOTOpas yCTaHABMMBAETCA OTAENbHLIM CTAHAAPTOM. PYHKLMOHANBLHOCTb
3MNEMEHTOB NPOLIECCOB YPOBHA 3 COOTBETCTBYET (PYHKLIMOHANBHLIM NOA0ONACTAM W/WUNKN OTAENbHLIM 3aga4amM
ynpaeneHus.

Hacrosimin craHgapT onpeaenser CTPYKTYpy W SneMeHTbl NPOLECCoB YPOBHA 3 Ana AEKOMNO3ULUK
npouecca ypoBHs 2 «lMogaepxka u obecneveHne roroBHocTu npoueccos SM&Oy, BXoasLLero B Coctas rpyn-
Mbl NPOLLECCOB «YNPaBMNeHNe n dkCnnyaraums ycnyr» B rnasHon obnactn « OCHOBHasA AeATENbHOCTbY.

CobntogeHne OCHOBHbIX NOSIOXKEHWI CTaHAapTa Npu aBToOMaTU3aLUun AEATENbHOCTU OPraHn3aLmMin CBA3K
obecneunt BO3MOXHOCTb NOCTPOEHUSA CUCTEM aBTOMATM3auuu U3 KOMMOHEHTOB CO CTaHAAPTHLIMWU UHTEp-
deiicaMmu M NO3BONMUT BbIGUPATL NyylUMe B CBOEM KNacce KOMMOHEHTbI Cpean KOMMNOHEHTOB Pa3HbIX NPOu3-
BOAMTENEMN.
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HAUMWOHANbHBIN CTAHOAPT POCCUUNCKOW PELEPALUMN

MHopMaunoHHble TexHOnorun. Cetb ynpaBrieHusl NeKTPOCBA3LI0
PACLUMPEHHASA CXEMA OEATEJNIbHOCTU OPrAHU3ALIMA CBA3U (eTOM)

[ekoMno3numa U onmucaHuA npoueccoB. OCHOBHasA AeATENLHOCTb.
YnpaBneHue u akcnnyatauus ycnyr. NMpoueccbl ypoBHA 3 eTOM.
Mpouecc 1.1.2.1 — Moagepxka n o6ecnevyeHne roroBHOCTU npoueccoB SM&O

Information technologies. Telecommunications management network.
Enhanced Telecom Operations Map (eTOM). Process decompositions and descriptions.
Operations. Service management and operations. eTOM level 3 processes.
Process 1.1.2.1 — SM&O support and readiness

Dara BBeaeHuss — 2018—08—01

1 O6nacTb npumeHeHus

Hacroawumit ctaHaapT yctaHaBnmMBaeT CTPYKTYPY M SNEMEHThI NPOLECCOB ypoBHSA 3 ans npouecca 1.1.2.1
ypoBHSA 2 «Mogaemkka u obecneveHne rotoBHoCT npouecco SM&O» (SM&O support and readiness). Mpo-
uecc 1.1.2.1 BxoguT B COCTaB rpynmnbl NPOLECCOB YPOBHA 1 «YnpasneHwe u akcnnyartauyusa ycnyrn (Service
management and operations, SM&O), HaxoasLleincs B rnaBHON obnactu «OCHOBHAasA AeATenbHOCTb» MOAENU
eTOM (Enhanced Telecom Operations Map). MNMpouecc 1.1.2.1 onpeaeneH B FOCT P 53633.4, a rpynna npo-
yeccoB ypoBHsa 1 — B TOCT P 53633.0.

HacTosiwmii cTaHaapT pacnpoCTpaHsieTcsl Ha NPOLECChl NOAAEPKKM U 0BecrneyeHns roTOBHOCTU, KOTO-
pble OCYLLECTBASAT ynpasreHne nHpacTpykTypoii yenyr u obecneumsatot HeobxoauMblin 06beM U NPOU3BO-
AUTENbHOCTL YCNYr AN NOAAEPKKM BbIMONIHEHUA npoueccos rpynnsl SM&O.

CTtaHgapt npeaHasHayvyeH Ans NpUMEHEHUsA OpraHn3aumsaMu CBA3M, CUCTEMHbLIMU UHTErpaTopamu, npo-
N3BOAMTENSAMW CUCTEM YNPaBNEHUS U CUCTEM aBTOMaTU3auUumn NPOU3BOACTBEHHbIX NPOLIECCOB.

OpraHusauun CBsi3W, BbICTyNatowme B ponu onepaTtopa CBsi3u U/unu oneparopa ceTu, MOryT NpUMEHsTh
HaCTOALUMIA CTaHA4apT NP MOAENIMPOBAHWUM, ONTUMU3ALIMKU U PpEOPraHM3aLum NPOU3BOACTBEHHbIX NPOLIECCOB
U CTPYKTYPbl OpraHu3auum, a Taike npu 3akase cMCTeM YNPaBfieHMs M CUCTEM aBTOMAaTU3auuu Npou3BoA-
CTBEHHbIX NMPOLEeCCOoB.

CUCTEMHBIE MHTErPaTOpPbl MOTYT MPUMEHATH HACTOALLMI CTAHAAPT NPU NPOEKTUPOBAHUN KOMIMIEKCHBbIX
cuUCTeM aBTOMatu3aumu NPOU3BOACTBEHHBLIX NPOLECCOB C MCNOMb30BAHUEM CUCTEM U KOMMOHEHTOB PasHbIX
nNpou3BOAMUTENEN.

MpousBoauTenu CUCTEM yNpaBneHWa u CUCTEM aBTOMAaTU3aLWUKM NPOU3BOACTBEHHbLIX MPOLIECCOB MOTYyT
NPUMEHATL HACTOALLMI CTAaHAAPT NPU pa3paboTke KOMMNOHEHTHOW CTPYKTYPbl U UHTEPdEMCOB CBOMX CUCTEM,
a TaKke Npu CornacoBaHuM ¢ 3akasdukamu TpeGoBaHUii HAa UX NOCTaBKY.

TpeGoBaHns HaCTOSLLErO CTaHAapTa He pacnpoCTPaHAITCA Ha AEWCTBYIOLME CTAHAAPTbI, KOTOPbIE
ObInu NPUHATLI 40 BBEAEHUS €0 B AEUCTBUE.

2 HopMmaTuBHbI€ CCbINKU

B HacTosileM ctaHaapTe UCMONb30BaHbl HOPMATUBHBIE CCbINKW Ha creayloLme CTaHaapThl:
FOCT P 53633.0—2009 MudopmaumnoHHbie TexHonorun. CeTb ynpaBneHUsa anekTpocBAsbio. Pacuum-
peHHana cxeMa AeAaTenbHOCTM opraHusaumm ceasu (eTOM). ObLan cTpykTypa 6usHec-npoLeccos

UspnaHune odpuumanbHoe
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MOCT P 53633.4—2015 UHdopmaLmnoHHble TexHomnorun. CeTb ynpaBneHnsa 3NeKTpoceAsbio. Pacum-
PEHHana cxema AeATenbHOCTU opraHu3sauum ceasu (eTOM). [lekomno3numa u onncaHusa npoueccos. Mpouec-
cbl ypoBHA 2 eTOM. OcHOBHaA AeATENbHOCTb. YNpaBneHue u aKkcnnyarauusa ycnyr

MpwuMeyaHue—TIpu Nons3oBaHMM HACTOSILMM CTaHAAPTOM Lienecoobpa3Ho NpoBepUTh feWCTBUE CCbINOYHBLIX
CTaHAapToB B MUH(OPMALMOHHOI cucTeMe 06LLEero Nonb3oBaHUA — Ha oduLMansHoM caiite OefeparnbHOro areHTcTsa no
TEXHWHECKOMY PeryrnupoBaHu1io U METPOIIOrMM B CETU MIHTEPHET UMK MO eXeroHoMy UHGOPMaLMOHHOMY ykasaTenio «Ha-
UMOHanbHble CTaHAapTbl», KOTOPLIA OMyGnNMKoBaH MO COCTOAHMUIO Ha 1 HBaps TeKyLLEro roga, U No BbiNyckaMm exemecsy-
HOro WHhOPMaLMOHHOTO yka3aTens «HaumoHarbHble CTaHAapThI» 3a TEKYLMiA rof. Ecru 3aMeHeH CCbINOYHbIR CTaHaapT,
Ha KOTOpbIM AaHa HeaTMpoBaHHas CChISKa, TO PEKOMEHAYETCS MCMOSb30BaTh [eCTBYIOLLYI0 BEPCUIO 3TOTO cTaHaapTa
C Y4€TOM BCEX BHECEHHLIX B JaHHYI0 BEPCUIO U3MEHEHMIA. ECnU 3aMeHeH CCHINOYHLIA CTaHAAapT, Ha KOTOpbI AaHa AaTu-
pOBaHHanA CCbiNlka, TO PEKOMEHAYETCA UCTONbL30BaTh BEPCUIO 3TOTO CTaHAapTa C yKkadaHHbIM BbiLLE FOfOM YTBEpXAEHUS
(NpuHATUS). Ecnu nocne yTBepXAeHUs1 HACTOSILLEro CTaHAapTa B CCLUTOYHLIA CTaHAapT, Ha KOTOPLIA JaHa AaTUpoBaHHas
CCbIfnKa, BHECEHO U3MEHeHUe, 3aTparuBatoLLee NonoXeH1e, Ha KOTOPOe jaHa CChiNka, TO 3TO NONOoXeHUe peKOMEHAYeTCs
NpUMeHsTL 6e3 y4eTa JaHHOro M3MeHEHUS. ECrin cChINOYHbINA CTaH[apT OTMeHeH 6e3 3aMeHbl, TO MoSIoXeHWe, B KOTOPOM
faHa ccbifika Ha Hero, peKOMEHAYETCS MPUMEHSITL B YacTU, He 3aTparuBaloLLeil 3Ty CChISKY.

3 TepMuHbI 1 onpegeneHus

B HacTosiLuem craHgapTe NPUMEHEHbBI CreayioLme TEPMUHbI C COOTBETCTBYIOLLMMU ONpeaeneHnsaMu:

3.1 6usHec-npouecc (business process): [Npon3BOACTBEHHbIN NPOLECC OpraHu3aUum CBA3MW.

3.2 nepapxuyeckas pekomnosuumsi npouecca (hierarchical process decomposition): Meroa no-
cnefoBarensHON AeTanm3aumm NnpoLeccoB bornee BbICOKOTO YPOBHSI HA npouecchl 60ree HU3KOro YpOBHSA C
uenbto obecnevyeHnss BOSMOXHOCTU MOAENMPOBAHUSA NPOTEKAHWUSA NPOLECCOB BLICOKOTO YPOBHS C NOMOLLBIO
NPOLIECCOB HIKENEXALLEro YpoBHSI.

3.3 knueHT (customer): ®u3nyeckoe Unu IPUANYECKOE NULL0, NOKyNaioLLee y OpraHu3aLumn CBA3N Unu
nony4atoLlee 6ecnnaTtHo NPoAYKTbI U YCIyTH.

3.4 onepartop cBA3uM (service provider): KOpuauyeckoe nNUUO UNKU MHAUBUAYANbHLIA NPEeanpUHUMA-
Tenb, OKasblBaloLLMe yCryrn CBA3u Ha OCHOBAHWUM COOTBETCTBYIOLLEN MULEH3UW; NOCTABLUUK UHCPOKOMMYHK-
KaUMOHHBIX YCIYT KIIMEHTaM.

3.5 onepatop cetu (network operator): OpraHnsaumna cBasu, NPOU3BOACTBEHHAA AEATENbHOCTb KOTO-
poVi HanmpaBneHa Ha nNpejocTaBneHne TPakToB nepegadn uHpopMmauum U COEANHEHUN Yepes CEeTU SNEKTPO-
CBA3N.

3.6 opraHusaumsa (enterprise): FOpuanyeckoe nUUO, OCYLLECTBRAIOWEE AeATENBHOCTL B 06nacTu ces-
31 B Ka4eCTBe OCHOBHOIO BUAA AEATENbHOCTM.

3.7 ocHOBHafA AeATenbLHOCTbL (operations; OPS): MasHaa obnactb GusHec-npoueccos eTOM, OTHO-
CALLMXCA K NOBCEAHEBHOW AeATENbHOCTU NepcoHana opraHusauun.

3.8 npoaykT (product): MatepuanbHan n/unu HemarepuanbHas CyLWHOCTb, NpeanaraeMasn unu npeao-
cTaBnsieMasl opraHu3aumen CBsI3n KNUEeHTY.

MpumeyvaHmne — MNpoayKT AOMKEH BKNIOYATL KOMNOHEHT NpefocTaBneHna yenyru. MpoayKT MOXeT BKAto-
yaTb Takke obpaboTaHHble MaTepuansi, nNporpammHoe obecnedeHwe wunu annapaTHele cpeacTsa W Nbyo Ux
KoMBuHaLuio.

3.9 npouecc (process): NMNocnegoBaTenbHOCTb CBA3AHHbLIX AENCTBUN UNK 3aaad, HeoBxoauMbIX AN 40-
CTWKEHUs1 onpeAeneHHoro pesynerara.

3.10 paspa6borka u ynpasneHue ycnyramm (Service development and management; SD&M): lNopu-
30HTanbHas rpynna npouecco 1.2.2 B rnasHo obnactu SIP.

3.11 paspabortka u ynpasneHue pecypcamm (Resource development and management; RD&M): lNo-
pu3oHTanbHas rpynna npoueccos 1.2.3 B rmasHou obnactu SIP.

3.12 pacuupeHHas cxema AeATenbHOCTU opraHusaumm ceasm (Enhanced Telecom Operations Map;
eTOM): 3SranoHHasa obuwas CTpykTypa npou3BOACTBEHHOW AEATENbLHOCTU OpraHu3auuu CBA3W, onpeaensio-
Las CTaHAapTHbIE 3NeMEHTbl NPOLECCOB, U3 KOTOPbIX AO0MKHbI CTPOUTLCA MOAENN BCEX NPON3BOACTBEHHbIX
npoLeccoB.

3.13 pecypcbl (resource): Puandeckue n norm4yeckme KOMNOHEHTLI, UCNONb3yeMble Ana opMuposa-
HUA yCnyr.

M puMevyaHune — B kauyecTtBe pecypcoB UCNONbL3YOTCA NPUNOXEHUA, cpeacTBa BbIMUCAUTENBHON TEXHUKU U
3NeMeHTbl CETEBOW MHPACTPYKTYphI.

2
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3.14 cetb ynpaBneHus anekrpocBasblo (Telecommunications Management Network; TMN): Mogenb
ynpasneHus obopyaoBaHUMEM, CETSIMM WU YCRyraMu 3MNeKTPOCBA3W, ONpeAeneHHas B CepuM pekomeHaauumn
M.3000 MC3-T.

3.15 cuctema noanepxkku 6usHeca (Business Support System; BSS): Cucrema, nogaepxusaioLias
npoueccobl eTOM u3 rmaBHou obnactu «Crtparerus, uHpPacTPyKTypa U NPOAYKT».

3.16 cucTema nogzepXkKu oCHOBHON aeAatenbHocTu (Operations Support System; OSS): Cucrema,
noaaepxusatoas npoueccbl eTOM u3 rnasHo 06nactu «OCHOBHAst AEATENbLHOCTbY .

3.17 cTtpaterus, uidpacTpykrypa u npogykr (Strategy, infrastructure and product; SIP): asnas
obnactb 6usHec-npoueccoB eTOM, OCyLIECTBAAIOLMX NNAHUPOBAHUE W YNPABIMEHUE XM3HEHHBIM LMKNOM
ceTeBON MHAPACTPYKTYPbl U NPOAYKTOB.

3.18 ynpaBneHue u 3kcnnyarauusa ycnyr (Service management and operations; SM&O): MopusoH-
TanbHas rpynna npoueccos 1.1.2 B rnaBHoi obnactn «OCHOBHast A€ATENbHOCTbY.

3.19 ycnyra cBasm (service): [learenbHOCTb Mo npuemy, 06paboTke, XxpaHeHuIo, nepeaaye, AOCTaBke
COOBLIEeHNI ANEKTPOCBSI3N UITM NOYTOBBLIX OTNPABNEHUIA. ABNSETCS COCTABHON YaCTbi0 NPOAYKTA, NPeAHa3Ha-
YEHHOW ANA NPOAAXMN KIMEHTY B COCTaBe NPOAYKTa.

n puMedyaHne — O,qHa W Ta Xe ycnyra MOXeT BXOAUTb BO MHOXECTBO pasrnU4HbIX NpoAyKTOB, nNpeaocTasnae-
MbIX MO pasfiUYHON LieHe.

3.20 anemeHTbI NpoueccoB (process elements): CTaHaapTHbIE ONOKM UMM KOMMOHEHTbI, UCNONb3ye-
Mble Ans cB6OpKM CKBO3HbIX BU3HEC-MPOLECCOB.

4 Obwue nonoxeHus

4.1 PaclumpeHHasa cxema AedaTenbHOCTU opraHudauum csasu (eTOM) aBnsaeTcss MHCTPYMEHTasnbHbIM
CcpeaCcTBOM ANA MOAEnupoBaHuA, aHanu3a, onTuMmM3aluMm U peopraHm3auuu npon3BoACTBEHHbIX NpOLIECCOB
U CTPYKTYPbl OpPraHu3aLmii CBS3u.

4.2 CTaHpgapTHbIe Tpynnbl NPOLECCOB YPOBHA 1 M aneMeHTbl npoueccoB ypoBHew 2 u 3 eTOM
AABMNAIOTCA KaTeropusimum, Cnonb3yemMbiMn Ang knaccuukaymm npom3BoACTBEHHbIX NPOLECCOB OpraHu-
3auuu, a He MoaensiMu peanbHbIX npoueccoB. OHU onpeaeneHbl ¢ MakCMManbHO BO3MOXHON cTene-
Hblo 06LHOCTK Takum 0Bpa3om, YToObl ObITb HE3ABUCMMbIMU OT NPOAYKTOB, YCIYr U TEXHOMOTUI CETEeN
3NeKTPOCBA3MN.

4.3 HacrodAwmn ctaHgapT yCTaHaBMMBAET CTPYKTYPY U 9NE€MEHTbI NPOLECCOB YPOBHA 3 ANs npouec-
ca 1.1.2.1 ypoBHs 2 «[Mogaepxka u obecnevyeHne rotToBHOCTM npoueccoB SM&O», KOTOPLIN onpeaeneH B
MOCT P 53633.4—2015 (pasgen 7).

4.4 OnemeHTbl NPOLECCOB YPOBHA 3, ONpedeneHHblE HACTOAWMM CTaHAAPTOM, MOTYT UCNONL3OBaTL-
CS B KQ4eCTBE CTPOUTENbHbLIX BITIOKOB NPU NOCTPOEHUU MOTOKOBLIX AUarpaMm peanbHbiX NPONM3BOACTBEHHbIX
NpPoLEeCcCoB, CBA3AHHLIX C ynpaBfieHWeM MHMPACTPYKTYPOi ycnyr u ¢ obecneyeHnem rotoBHOCTU uHpa-
CTPYKTYPbI BbINOMHATL npouecchl SM&O u3 BepTukanbHoeix rpynn: F — «BbinonHeHune 3akasosy, A — «Obe-
cneyeHue kavectsa» U B — «BunnuHr» (ganee npoueccel FAB). MoToBHOCTb npouyeccos FAB sakniova-
€TCHl B X CNOCOOHOCTM MHMLMANU3MpoBaThk SK3EMMAAPLI YCryr U ynpasnsaTb uMu. BepTukanbHble rpynnb
npoueccos FAB B rmaBHon o6nactun «OCHOBHaA AeATENbHOCTb» onpeaenexbl B FTOCT P 53633.0—2009
(NyHKT 5.2.1).

5 NpeHTndukaumsa npoueccoB

5.1 NpeHTudukaums Bcex nNpoLeccoB (INEMEHTOB NpoLEecCOoB) B HACTOALIEM CTaHAapTe BbiNOS-
HeHa cornacHo npasunam naeHtudukayumn npouyeccos eTOM, usnoxeHHoliM B FOCT P 53633.4—2015
(pasgen 5).

5.2 NgeHTudukaTopbl NPOLIECCOB CBA3aHbI C (DYHKLMOHATBbHLIMU ONMMCAHUSIMU TPYNN U 3NEMEHTOB Npo-
ueccoB eTOM 1 UCNOMb3YIOTCSl B KAYECTBE CCbINOK HA OnpefernieHns CTaHaapTHbIX NPOLIECCOB.

5.3 Mecrto npouecca 1.1.2.1 ypoBHa 2 «[Mogaepxka n obecnevyeHme rotoBHOCTU npoueccos SM&O»
B CTPYKType rpynnbl npoueccoB SM&O ypoBHA 1 NoKasaHO Ha pPUCYHKE 1, KOTOPbIN BbLINOMHEH COrNacHo
MOCT P 53633.4. Npouecc 1.1.2.1 BblAeneH Ha PUCYHKE TEMHbIM (POHOM.

5.4 Muktorpamma npouecca 1.1.2.1 npeacraBneHa Ha pUCyYHKe 2, OHa siBnsieTcs obLuen ansa Bcex ane-
MEHTOB NPOLIECCOB YPOBHSA 3, ONPEeAENneHHbIX HACTOALLUM CTAaHAAPTOM.
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PucyHok 1 — [lekomno3unuus rpynrsl npoueccos SM&O Ha 3/1eMeHTbI NPOLLeCCoB YPOBHA 2

PucyHok2 — luktorpamma npotecca 1.1.2.1
«Mopnepxka 1 obecneveHne roToBHoCTH npoLeccos SM&0»

6 CTpykTypa npouecca «logaepxka n obecnedeHne rotoBHOCTU NPOLECCOB
SM&O» n HasHayeHne 3/1IeMeHTOB MNPOLLECCOB YPOBHA 3

6.1 CTtpykTypa npouecca 1.1.2.1 «[opaepxka u obecneyeHne rotoBHocTu npoueccoB SM&0» u cooT-
BETCTBYIOLME 3/IEMEHTbI MPOLLECCOB YPOBHA 3 npefcTaB/ieHbl HA PUCYHKe 3.

6.2 Mpouecc 1.1.2.1 n ero aneMeHTbl NPOLECCOB YPOBHA 3 npeAHa3HauveHbl A8 ynpaBneHus uHdpa-
CTPYKTYpOli ycnyr u obecneyeHms Heob6xoAMMOro o6bema W NMPOU3BOAUTENBLHOCTU YCAYTr MPU BbINOJHEHUN
npoueccos SM&O-FAB.

PucyHok 3 — [ekomno3mumsa npouecca 1.1.2.1
«[lMopgaepxka 1 obecneyeHve roToBHOCTM mpoueccoB SM&O»
Ha 3/M1eMEeHTbI NPOLIECCOB YPOBHA 3

6.3 Mpoueccbl Noaaepxkn n obecnevyeHnss rOTOBHOCTW AOJ/IKHbI yNpaBnAaTb WHBEHTapu3lauuei ycnyr,
ocylecTBNATb MOAAEPXKY MPOLECCOB KOH(UIYPUPOBAHUA W akTMBaLuu yCcnyr nyTem paclunpeHus nHdpa-
CTPYKTYpbl ycnyr, obecneumBatb NOAAEPXKY paspelleHus npobaem c ycayramu u NOALEPXKY ynpaBneHus
KayecTBOM YC/yr C MOMOLLbI0O MOHUTOPUHIa U NPOUIAKTUYECKOTrO TEXHUYECKOTO 06CNYXMBaHUSA, OCyLlecT-
BNATb NOALEPXKY NMPOLLECCOB HAYMCNEHUA CTOMMOCTU 3a NOSb30BaHWe ycrnyramu.

6.4 TlMpouecc «YnpaBneHue MHBEHTapu3auuen ycnyr» Ao/KeH obecneymBaTb cO3jaHue, ynpasieHue
n agMMHUCTpUpoBaHune 6asbl OaHHbIX NHBEHTapusayunnm ycnyr, a Takxe OCywecTB/1ATb MOHUTOPWUHT U BbIMYCK
0T4YeTOB 06 MCNOMb30BAHUN 1 AocTtyne K UHBEHTapHbIM AaHHbIM 06 ycnyrax, oKka3aHHbIX KIMeHTaMm.

4
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6.5 Mpouecc «lMoaaepxka KOHPUTYypUpoBaHUA N akTuBauumn ycnyr» fosixeH obecneymsaTtb NaaHUpo-
BaHMe W BBOJ B 3KCn/yaTtauuio MHPPaCTPYKTypbl YCAyr, a Takxe [AOJIKeH MpefocTaBfATb UHPPaCTPYyKTypy
[0CTATOYHON NPOM3BOAUTENBHOCTW ANS BbINOJIHEHWS NPOLECCOB KOH(UTYPUPOBAHNUS U aKTUBaLWUKM YCAyr.

6.6 Mpouecc «Moagepxka paspeweHns npobnem c ycnyramMu» AOJ/HKEH BbIMOMHATE NpoduaakTnyeckoe
TexHuyeckoe ob6cnyxuBaHne NHPPaCTPYKTypbl YCAYr, a Takke OCyL ecTBAATbL MOHUTOPUHT, yNpaBieHne n UH-
chopmupoBaHume 0 NPOM3BOAMTENBHOCTM MPOLECCOB paspelweHns npobnem c ycnyramm.

6.7 Mpouecc «Mopaepxka ynpaBneHUsa KayecTBOM YCNYr» [OJ/KEH BbIMOMHATb NpeaynpeauTenbHbIi
MOHWUTOPUHT W OLEHKY NPOU3BOAUTENIBHOCTU WMHAPPACTPYKTYPbl YCNAYyr, a TakXe OCYL,eCTB/AATb MOHWUTOPUHT,
ynpasJ/lieHue n UHpopMumpoBaHue o NPON3BOAUTENLHOCTU MPOLLECCOB yrnpaBieHUss KayeCTBOM YC/yr.

6.8 Mpouecc «Moaaepxka HauyucneHWa CTOMMOCTW MO ycayram W ak3emnnaspam ycnyr» [Jo/XeH obe-
cneyvBaTb BefleHWEe pacUeTHbIX N TapU@HbIX AAaHHbIX N0 KaXA0MY BUAY YCAYr A4NA UX Nocneayowero Ucnosb-
30BaHuA npoueccamMu HayuC/eHUa CTOMMOCTHU MO yCayram v aKk3emnaspam Ycnyr.

6.9 [laHHble COOTBETCTBUA WAEHTUMNKATOPOB 3/IEMEHTOB MNPOLECCOB YPOBHA 3 HaMMeHOBaHUAM 3TUX
npoueccoB B cocTaBe gekomnosunyum npouyecca 1.1.2.1 «Mogpepxka n obecnevyeHne roTOBHOCTM MPOLECCOB
SM&O» npepcTtaBneHbl B Tabnuue Al npunoxeHus A.

7 ®YHKUMOHANbHOCTb 3/IEMEHTOB MPOLECCOB YPOBHS 3 AN AEKOMMNO3NL MK
npouecca «MNoaaepxka n o6ecnevyeHne roTOBHOCTU npoueccoB SM&0»

7.1 ®yHKUMOHAa/IbHble OMUCAHWA 3/1IEMEHTOB MPOLECCOB YyPOBHA 3 ycTaHaB/iUBaKT KnaccudukauuoH-
Hble NpWU3HakyW, Mo KOTOPbIM peasibHble Npoueccbl MOryT ObiTb OTHECEHbl K KaTeropuuM npoLeccos, COOTBET-
CTBYHOLWEN KOHKPETHOMY 3/IEMEHTY NPOLLECCOB.

7.2 ®yHKUMOHaNbHOE OonucaHue ANS 31eMeHTa NPOLECCOB YPOBHA 3 COAEPXUT: naeHTudmkatop, Hau-
MeHOBaHVe U (PYHKLMOHANbHYIO XapakTepucTuKy. PeanbHblii npouecc cYnuTaeTcs OTHOCSALWMMCS K cTaHaapT-
HOMY 3anemeHTy npoueccoB eTOM, ecnn OH BbINONHSAET OAHY U3 (DYHKUWIA, yKa3aHHbIX B PYHKLMNOHANbHO
XxapakTepucTuke ajnemeHTa npoLeccos.

7.3 ®YHKUMOHAa/IbHble ONMUCAHUA 3/1IEMEHTOB NPOLECCOB YPOBHA 3, BXOAALWMNX B COCTaB AeKOMMNO3NL NN
npouecca 1.1.2.1 ypoBHA 2 «[lognepxka n obecneyeHne rotoBHOCTU npoueccoB SM&O», AO/KHbI COOTBET-
cTBOBaTb fJaHHbIM Tabnuubl 1.

Ta6nuua 1 — OyHKUMOHA/bHbLIE OMUCAHWS 3/IEMEHTOB MPOLECCOB YPOBHS 3 B COCTaBE AEKOMMO3WLMKM mpolecca
«Mopfepxka 1 obecrneyeHme roToBHOCTM npoueccoB SM&O»

Vinenvicon- Havmerosatne PYHKUMOHA/IbHAs XapaKTepucTuka
Kartop 3/1eMeHTa MpoLIECCcoB
11211 YnpasneHue Mpouecchl co3gaHns, ynpasneHns n agMUHUCTPUPOBaHUA 6a3bl faHHbIX WHBEH-
WHBEHTapu3aumelnn  Tapu3auun yCnyr; okasaHHbIX kaveHTaMm. lMpoueccbl MOHUTOPWHIA W BbiMycka OTye-
ycnyr TOB 06 MCNONb30BaHUN W AOCTYNE K MHBEHTAPHbIM JaHHbLIM YCIyT.
(Manage service Mpouecchl BeAeHNs perncTpaLoHHbIX 3anvceid, cogepxalinx getanbHble AaH-
inventory) Hble No BCEM KOHMUrypaumam MHPaCcTPYKTYpbl ¥ 3K3EMMISPOB YCyr, No WX Bep-

cusIM ¥ cTaTycy.

Mpouecchl 3anncK B 6a3y AaHHbIX pe3ynbTaToB TECTUPOBAHUA N U3MEPEHNS Na-
pameTpoB paboTbl yCayr.

Mpouecchbl ycTaHOBNEHNS CBA3EW MexXAy aK3eMnaspaMn npeaioxeHns npoayk-
Ta, KOTOpble NPMOGPETEHbI KIMEHTAMW, U 3K3EMMNSipaMU YC/yr, KOTOPbIE CO3AaHbI
B pe3y/ibTate BbIMOSIHEHUSI NPOLLECCOB KOH(UIypMpOoBaHUS U aKkTUBaLMM YCyr.

[pyrve npouecchl ynpaBieHns UHBeHTapu3auven, obecneumsarole peLieHne
cnefyouwux 3agaq:

- cneyudmkauma TpeboBaHWii K MHBEHTaApHOW MHAopMaLMK, KoTopasi fO/IKHA
6bITb cobGpaHa oN1a MHPPACTPYKTYPbI YCAYT M 3KIEMNIAPOB YCAYT;

- cocTaBnieHne cneuudmkauuii, yctaHoBka W 0OCYXMBaHWE TEXHUYECKUX
CpeAacTB Peno3vnToprs MHBEHTAPHbIX faHHbIX 06 ycnyrax;

-3anycK 1 ynpasfeHue npoueccaMmu WHBEHTapusauum ycnyr un céopa uHdop-
mauuu;

- perucTpauusi n ynpasfieHMe AOCTYNOM APYrux MpoLeccoB, BbIMOSIHAKLNX
co3faHune, moaundukaumio, o6HoBNEHNE, yaaneHne nunm 3arpysky AaHHbIX no yc-
nyram B/M3 CUCTEMbl MHBEHTapu3auumn ycnyr;
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[podonxeHue mabnuybi 1

NaeHTUDY-
KaTop

HanmeHoBaHue
areMeHTa npoLeccos

dyHKLMOHaNbHaS XapakTepucTuka

- BbIMOMTHEHWEe aBTOMaTUYECKUX UMK PyYHBIX ayauToB Ans cbopa u peructpa-
LUK B penosnTopun feTarnbHblX JaHHbIX N0 BCEM UAEHTUPULMPOBAHHEIM 3K3EM-
nnspam MHpPacTPyKTypLl U yenyr;

- KOHTpOJSib ® MOHUTOPUHI NapaMeTpoB UCMNONB30BaHUA U 0CTyNa K peno3nTo-
pVto MHBEHTapuU3aLuu yeryr U ConyTCTBYHOLLMX 3aTpaT, MHpOPMUPOBaHKE O Mony-
YeHHbIX pesyneraTax;

- BbISIBNEHMe NoObIX TEXHUYECKUX He4OoCTaTKOB B PENO3UTOPUN UHBEHTapU3a-
Luu yenyr n nepefada sTUX cBefeHuit npoueccam rpynnel RD&M B oGnactu SIP
ANA UX YCTpaHeHUA.

1.1.21.2

Mogaepxka
KOHpUrypupoBaHus
W aKTUBaLWm ycnyr
(Enable service
configuration and
activation)

MpoLecchl NnaHWpoBaHUA U BBOAA B SKCNyaTauuilo MHAPacTPyKTypbl YCryr,
obecneunBatole MHGPPaACTPYKTYPY LOCTATOUHOW MPOU3BOAMTENBHOCTU AN Bbl-
MOMHEeHUs NPOLECCOB KOHUIYPUPOBaHUSA W aKTUBaLMK YCIyr.

MpoLecchl noaaepxku, obecnevnsaroLine peLleHne CrieaytoLLmx 3afaq:

- NporHo3npoBaHue TpeboBaHUl K HeoBxoauMbIM o6bemMaM WHGPaCTPYKTYphI
YCNyr Ha onpefeneHHble Nepuogbl BpeMeHH;

- NaHnpoBaHne 06bLEMOB WHMPACTPYKTYPLI, CBA3AHHLIX C YCTAHOBKON U BBO-
[loM B JileiicTBUE HOBOW W/MNKU MOAEPHU3NPOBAHHON MHpaCTPYKTYpPhI YCIyT,

- BBO4 B [eiCTBUE W MOHUTOPWUHI OPraHW3aLMOHHBIX MepOnpUATUIA MO Noa-
JepXKe BHeJpPeHUA U sKennyatauuu HOBOW W/WNU MoaepHU3MPOBaHHOW UHpa-
CTPYKTYpbI YCnyr;

- CO34aHue, BBOA B SKCMnyaTauuio, MoAepHU3aLua n/mnm o6HOBNEHNE UHCTPY-
MeHTarnbHbIX CPeACcTB NOAAEPXKA BHEAPEHUA (BKNIOYAA CUCTEMYy WHBEHTapu3a-
LMK yCriyr) Anst HOBOW W/unn MoAEpPHU3UPOBAHHON UHGPACTPYKTYpLI YCHyT,

- paszpaboTka 1 pacnpocTpaHeHUe NpaBUn U PacNopsXKeHUI No BBOAY B SKCMTY-
atauuio UHPaCTPyKTYpbl YCNyr,;

- aBTOpM3aLmMs, peueH3MpoBaHWe W yTBepXAeHWe 3KCMNyaTauWoHHbIX npo-
Lenyp, npeaBapuTenbHo paspabotaHHbeix npoueccamu rpynnel SD&M «Paspabot-
Ka u ynpasneHue ycnyramu» (rpynna onpegeneHa B [OCT P 53633.0), koTopble
npeaHa3HaveHbl ANs BLINOMHEHUS B cocTaBe npoueccos FAB;

- TeCTUpPOBaHUE U NpuemKa HOBOW W/unu MoAepHU3IUPOBaHHOW UHPPaCTPYKTY-
pbl ycnyr, BeINOMHAEMbIE B paMKax ee nepefayu ot npoueccoB rpynnsl SD&M k
npoueccam FAB B rmaBHoi obnactn «OCHOBHas AeATENLHOCTbY;,

- BbISIBIIEHUE 3KCMNIyaTaLMOHHLIX OrpaHUYeHUin B MHGPaCTPYKTYpe YCNyr u He-
COBMECTUMOCTEWN NMpU ee BHepeHUM, a Takke dOpMUPOBaHME U Nepejadva npo-
yeccam rpynnel SD&M TpeboBaHuii No ycTpaHEHUIO HEJOCTAaTKOB;

- KOOpAMHaUNA U pa3BepTbiBaHUE HOBOW W/MNM MOAEPHU3MPOBAHHOW UH(pa-
CTPYKTYpbl YCNYr B COOTBETCTBUU C YTBEPXAEHHLIMU NIaHamy,

- MOHUTOPUHI UCNONBL30BaHNA AEWCTBYIOLLEN MHDPACTPYKTYPLl YCIYr € Lienbio
paHHero obHapyXeHWA BO3MOXHO HEXBaTKN peCcypcoB 3TOW MHPaCTPYKTYpHI;

- pekoHdUrypaymna n nepeHanagka uHPacTpyKTypbl YCIyr ¢ HU3KOW 3arpy3Kkoi;

- ynpaeneHWe BOCCTAHOBNEHWEM W/WIMKM BLIBOAOM W3 SKCTyaTauuu yctapes-
wei unn HepabotocnocobHol UHPaCTPYKTypbl YCIyT,

- MHPOPMUPOBaHNE O BBEAEHHBLIX B IKCMIyaTaLuio pecypcax UHppacTpyKTyphbl
yenyr,

- npochexuBaHne N MOHWTOPWUHI NPOLIECCOB BHEAPEHUs WHPacTpyKTyphbl
ycnyr U conyTCTBYIOWMUX 3aTpaT (BKNOYasa 3aTpaTbl TPeTbUX CTOPOH, Brajeto-
LWMX UHppaAcCTPYKTYPOK YCNyr), a Takke MHPOPMUPOBaHME O NPOU3BOAUTENLHOCTU
3TUX NpoLeccos;

- co3flaHne U ynpasneHue cpeacTsamun yBeJOMNEHWIA O NOArOTOBKE YCNyr u
cpeAcTBaMu perncTpaunmn aTux yseaoMneHui,

- 06HOBIMEHNE laHHbIX B CUCTEME UHBEHTapU3aLnKn ycnyr B criydasix fobbix ns-
MEHEHUI B CYLLECTBYIOLMX pecypcax UHPacTPyKTypbl YCNyr.

1.1.21.3

Moanepxka
paspelueHus
npobnem

¢ ycnyramu

(Support service
problem management)

Mpouecchl NpeaynpeanTEnbHOro (N0 AaHHBIM CTAaTUCTUKKN) W MIaHOBOMO TEXHW-
Yeckoro 0bcnyXuBaHUA MHPPACTPYKTYPhI YCAYT, @ Takke NpoLecchl MOHUTOPUHTA,
ynpasrneHusi  UHPOPMUPOBAHMA O NPOU3BOAUTENBHOCTU NPOLIECCOB paspeLleHuns
npobriem ¢ ycnyramu.
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NaeHTUN-
KaTop

HaumeHoBaHue
aneMeHTa npoLeccos

dyHKUMOHaNbHAA XapaKTepucTmka

Mpouecchl 06ecnedeHunsi ahHPeKTUBHON U paLuoHanbHol paboTel UHPpaCTpyK-
TYpbl yCryr.

Mpouecchl noaaepxkn, obecnevnsarolme peleHne cneayowux 3agaq:

- U3BJIEYEHUNE M aHarnms, BKIOYAn aHanu3 TpeHaa, TEKYLUX AaHHBIX U AaHHBIX
MCTOPMK U3 OTYETOB O NpobriemMax U 0 NapameTpax paboTbl IKIEMNNAPOB YCNYT,;

- BbISIBIIEHWE B XOfl€ aHarnmusa anNeMeHTOB UHPacTPyKTypbl YCNyr UNn 3K3em-
NnspoB YCNyr MecT, rAe HeobxoAuMO NPOBECTU NpeaynpeAnuTeNbHOE TEXHUYECKoe
obcnyxusaHne U/unu 3ameHy,

- co3gaHue pacnucaHuii a4ns gononHuTensHoro cbopa faHHbIX 06 sk3emnnapax
YCIyT € Lienbio CoAeicTBUA B NPOBEAEHNN aHanunsa,

- co3gaHue pacnucaHuil Ans TeECTUpoBaHWUS NnapaMeTpos paboTbl 3K3eMNNApoB
YCIyT C Lienbio COAEHCTBUA B MPOBEAEHUU aHanNun3a,

- paspaboTka 1 ynpasneHue nporpaMmamun npeaynpeauTesnisHOro TEXHUYECKoro
obcnyxuBaHus ANst MHPPaACTPYKTYPbl U 3K3eMNNAPOB YCIyT;

- MOAroTOBKa 3anpocoB Ha BLIMONHEHWE MOArOTOBKW YCAYr € Lienbio NpeaoTepa-
LL{eHUs1 BO3MOXHbBIX NMpobrneM c ycnyramu, KOTopble CBS3aHbl C OrpaHU4eHUAMM
NPOU3BOAUTENBHOCTH, BBISIBIIEHHLIMU B XOfi€ aHanu3a,

- nepefava pesynsratoB aHanusa TpeHaoB npoueccam rpynnsl SD&M «Paapa-
60TKa 1 ynpaeneHue ycrniyraMu» B rmaBHoil obnactu SIP ansa nHuumauyum paspabor-
KW HOBOI W/UNun MogepHU3NPoBaHHON MHGPACTPYKTYpbI YCNyr,

- NpOCNeX1BaHNe 1 MOHUTOPMHI NMPOLIECCOB pa3spelleHmnsi npobnem c ycnyramu
M COMyTCTBYIOLUMX 3aTpar (BKMoYas 3aTpartbl TPETbUX CTOPOH, BRajeiomx WH-
dpacTpyKTypoin ycnyr), a Talke UHpopMUpOBaHUE O NPOU3BOANTENBLHOCTUA ITUX
npoLieccos;

- cO3/jaHune U yrnpaBreHne cpeficTBaMmn YBELOMIEHWiA 0 npobnemax ¢ ycrnyramu
U cpeicTBaMU perucTpaLmm aTUX yBeOMITEeHWA.

1.1.21.4

Mogaepxka
ynpaeneHus
Ka4eCTBOM ycryr
(Enable

service quality
management)

Mpouecchl NpeaynpegnTeNsHOr0 MOHUTOPUHIA U OLIEHKU NMapaMeTpoB paGoThl
MHPACTPYKTYPLI YCNYT, @ Takke NpoLecchl MOHUTOPUHIa, ynpaBneHus u uHgop-
MUPOBAHUSA O NPOU3BOAUTENBHOCTU NPOLIECCOB YNPaBNeHUA Ka4eCTBOM YCnyr.

MpumevyaHune — K napameTpam paboTsl MOTYT OTHOCUTLCA TEXHUYECKHE,
BPEMeHHble U (hMHaHCOBble NapaMeTphl.

Mpouecckl Noaaepxku, obecnednsalolmne peleHue CrneayoLwmx sagay:

- yCTaHOBKa PEXMMOB MOHUTOPUHIA UHAPACTPYKTYPhI YCAYT, KOTOpble HeoBX0-
AUMbI ANA NoAAepXaHUs NnapameTpoB paboThl B AONYCTUMBIX Npejenax B TeHeHue
ATUTENBHOTO BpeMeHH;

- cosfaHue 1 BejeH1e peno3nuTopusi fONyCTUMLIX NOPOroB NapameTpoB paGoThl
ANs 9K3eMNNSAPOB YCnyr.

MpuMedaHune — KoHTponb cobbITUil NnepeceveHns NOpPoros NapaMmeTpamMm
paboTbl YCnyr OCYLUECTBMSAIT MpoLecchl YrNpabrieHusl napaMeTpaMmu U3 BepTu-
KanbHOW rpynnel A;

- aHanus TpeHAa v BEIMyCK OTYETOB MO NapamerpaM paboTbl UHPPACTPYKTYpHI
ycnyr, obHapyeHue no 3TUM AaHHbIM Aerpajauvu napameTpoB B T€HEHWe npo-
JOMKUTENbHBIX NEPUOAOB BPEMEHH;

- MOHWTOPUWHI 1 UCCriefoBaHWe pe3ynsraTtoB aHanusa SK3eMnnsapos YCnyr, no-
nyvaeMbIX OT npoueccoB 1.1.2.4 «YnpaBrneHUe Ka4eCTBOM YCryry;

- o6HapyxeHue B xofe uccrnefoBaHusi Nnpobriem, oTHOCALMXCS K UHDpaCTpyK-
Type ycnyr B Lenom;

- N3BNIEYEHNE N3 CUCTEMbl WHBEHTapU3aLUuu ycnyr AeTanbHbIX AaHHbIX O na-
pameTpax paboTkl 1 pesynsraTax aHanusa aK3eMnrsapoB YCNyr U nepegaya aTux
JlaHHbBIX npoLeccam aHanuaa TpeHaa;

- peructpauymsa pesynsraToB UCCNefOBaHUA B peno3uTopuM WHBEHTapusaLum
yenyr,

- cocTaBfieHWe W ynpaeneHue pacnucaHnsamMu cbopa AaHHbIX O Ka4yecTBe YCyr,
BKItovas ynpaeneHue cbopom Heobxoaumoi MHdopmauumm ot npoueccoB 1.1.3.5
«Cbop u pacnpefeneHue AaHHbIX 0 pecypcax», AN NOAAEPXKKU NpeaynpeanuTens-
HOro MOHUTOPUHIa U UCCNEA0BaHUA KayecTBa yCnyr,
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Katop

HavnmeHoBaHue
aremeHTa npoLieccos

dyHKUMOHaNbHas XapakTepucTuka

- CO34aHue M BbINOMHeHWe 3anpocoB k npoueccam 1.1.2.4 «YnpaeneHue Ka-
YeCTBOM YCNyr» Ha npefocTaBrieHne AOMNOMHUTENbHBIX AaHHbIX ANA NPoBeAeHUs
aHanusa napameTpoB paboTbl 3K3eMNMAPOB YCIyT;

- HazHayeHWe 1 ynpaBreHne NnaHoBbLIMK NepepbiBaMu B paboTe UHpacTpyk-
TYpbl YCIyr U SK3eMNAAPOB YChyr,

- cO34aHue, BLINOSIHEHWE W ynpaBlieHue TeCTUPOBaHWEM MpoLesyp ynpasne-
HUSI Ka4eCTBOM YCNyr, NpefHasHa4eHHbIX ANS YCTPaHEHWUS BO3MOXHBIX Hapylue-
HWit KaYecTBa YCnyr,;

- NpefBapuTENBHOE COo3haHue W 3anyck B Cryyasix HacTyneHus sanporpamMmmu-
poBaHHbIX W/WUMK NpeAnonaraeMelX HelUTaTHLIX COBLITWIA (HanpuMep, HOBOrOAHWA
TpadwK, NaHoBbIe NMPOCTON) SK3EMMNIAPOB NPOLIEAYP yNpaBeHUs napameTpamu
paboTel yenyr;

- NpocneXuwBaHne U MOHWUTOPUHI BHIMOMTHEHWUA NPOLIECCOB YNpaBreHns Kade-
CTBOM YCIyr U COMyTCTBYIOLLMX 3aTpaT (BKMoYas 3arpaTkl TPETbUX CTOPOH, Bna-
JeroLux MHPacTPyKTYpOA yecnyr), a Taioke MHOPMUpoBaHUe 0 NPoU3BOAUTENb-
HOCTU STUX NPOLIECCOB;

- 3anycKk W ynpaBneHue cpefcTBamMy YBEAOMMEHWI A O KadecTBe YCnyr U cpea-
CTBaMMW perncTpauumn aTux yBeaoMneHui;

- NoAgepxKa NpoLeccoB ynpaBneHns ka4ecTBOM 06CMyXUBaHUA U cormalleHn-
amu 06 ypoBHe ycnyr.

1.1.21.5

Mopaepxka
Ha4ucneHus
CTOUMOCTH

Mo ycrnyram u
aK3emnnsapam
yenyr

(Support service
and specific
instance rating)

MpoLecchl BEJEHUA pacHeTHBIX U TapUHBIX AaHHBLIX MO KaxzgoMy BUAY yCnyr
ANst MX NocnegyoLero Mcnonb3oBaHuUs fpoLleccaM Ha4YucrieHUsl CTOMMOCTMU No
ycryram v aksemnnspam ycryr.

Mpouecchl 06paboTk UHPOPMaLUN HAYUCTIEHUS] CTOUMOCTM, OTHOCSILLEWCS K
aZAMUHUCTPUPOBAHMIO YCnyr.
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MpunoxeHue A
(obnasarenbHoe)

HanmeHoBaHusA n naeHTU(PUKATOPbI 3NIEMEHTOB NPOLIECCOB YPOBHSA 3
ONA AeKOMNOo3uuum npouecca ypoBHS 2
«Mopaepxka n ob6ecnevyeHne roroBHOCTU npoueccoB SM&O»

A.1 HanmeHoBaHWA U ugeHTUdMKaTopLl arieMeHTOB NpoLeccoB YypoBHS 3 Ansa npouecca 1.1.2.1 yposHsa 2 «[log-

fepxka n obecneyeHne rotoBHocTH npouecco SM&O» (SM&O support and readiness) fOMXHbI COOTBETCTBOBATh AaH-
HblM Tabnuuel A.1.

Tabnunya A1 — [exkomnosunuyms npouecca 1.1.2.1 — «[ogaepxka n obecneveHne rotoBHocTu nporeccos SM&O»

NaeHTndukaTo HaumeHoBa eMeHTa npoLieccoB AHITIMACKAA SKBUBANEHT

A P Hne on pou HaUMeHOBaHUA
1.1.2.11 YnpaeneHWe UHBEeHTapu3aLmen ycnyr Manage service inventory
11212 Mopaepxka KOHPUrypUpoBaHMA U aKTUBaALUK yCIyr Enable service configuration and activation
11.213 Mopaepxka paspeLleHns npobnem ¢ ycnyramu Support service problem management
11214 Mopaepkka ynpaBneHUs Ka4e€CTBOM yCnyr Enable service quality management
1.1.2.1.5 Mopaepkka HauucneHuss CTOUMOCTU No ycnyram u | Support service and specific instance rating

3K3emMnnsapam ycnyr
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