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BBeneHue

Mpynna ctaHgapToB «PaclumpeHHan cxema AesiTenbHOCTU opraHusauum ceasm (eTOM)» paspaboraHa ¢
yuyeTom pekomenaaumii M.3050.x cekropa cTaHaapTusauum anekTpocessn MexayHapoaHoro coto3a anekTpo-
cBasu (MC3-T).

Pekomenaauum no eTOM (Enhanced Telecom Operations Map) BxoaaT B COCTaB cepun peKoOMeHAaLmi
M.3xxx MC3-T, koTtopas ctanaaptusupyet «Cetb ynpasneHus anektpocesasbio» TMN (Telecommunications
Management Network) — Moaenb ynpasneHusi 060opyoBaHUeM, CETSAMU U YCRyramu 3neKTpOCBA3K.

CraHgaptel €TOM ycraHaBnuBalOT KNacCU(PUKALMOHHYIO CXeMy NPOU3BOACTBEHHbLIX MPOLIECCOB
opraHusauuii  CBI3WM, TEPMMWHONIOTUIO, METOA MEepapXu4ecKon AEKOMMO3ULMKU NPOLEeCcCoB, CTaHAapTHbIE
3NEMEHTbI NPOLIECCOB M METOAOMOIMI0 NOCTPOEHUA Mo enein NPOM3BOACTBEHHbIX NPOLIECCOB U3 CTaHAAPTHLIX
3NEMEHTOB.

Moaens eTOM, onpeaeneHHas rpynnoi pekomeHaauuii MC3-T no eTOM, Gbina paspatoraHa mexay-
HapoaHo# accouuaumein TM Forum (PopyM ynpaBneHus TenekoMMyHUKaLusiMm) B pamkax nporpaMmmbl paéor
«HoBO€ nokoneHne cuctem ynpaeneHus u nporpammuoro obecneueHusy NGOSS (New Generation Opera-
tions Systems and Software).

Mogenbs eTOM npegHasHa4eHa a4na NPUMEHEHna NpU MOAENMPOBAHMM U peopraHn3auuv nNpou3Boa-
CTBEHHBIX NPOLIECCOB, Npu paspabotke cuctem ynpasneHus u OSS/BSS — cucteMm noaaepxkum AeaTenbHo-
cTu/éusHeca opraHusaumii CBSI3U, NP CUCTEMHON MHTErpaLuu CUCTEM aBTOMAaTM3auun NPou3BOACTBEHHBIX
NpOLECCOB M3 KOMIMOHEHTOB Pa3HbIX NPOU3BOAUTENEN.

Obuias crpyktypa 6usHec-npoyeccos eTOM, cranagaptusnposaHHaa B FTOCT P 53633.0, onpeaenser
CTPYKTYpbI YPOBHEN Ans ypoBHei 0 n 1 eTOM, a Taixe ux anemeHTbl. CTPYKTYpbl U 3NEMEHTLI NPOLECCOB
NSl ypOBHEW 2 1 3 uepapxu4eckon cTpyktypbl eTOM onpeaensiorca gpyrumu craHgapramu rpynnsl e TOM.

CTpyKTYpa M 35IeMeHTbI NPOLEeCCOoB YPOBHA 2 o6pa3oBaHbl B pesynbrate AEKOMMO3uuuM rpynn npo-
ueccos ypoBHa 1 eTOM. Kaxxaon rpynne npoueccos ypoBHA 1 COOTBETCTBYET CBOA COBOKYMHOCTb 311EMEHTOB
NpoLECCOB YPOBHS 2, KOTOPAast yCTaHaBNUBAETCA OTAEMbHLIM CTAHAAPTOM.

Hacroawwi ctangapT onpeaensieT CTPYKTYPY U 3neMeHTbl NPOLEeCCOB YPOBHA 2 AN rOpUusOHTanNbHOM
rpynnbl NpoLeccoB «YnpasneHue u akcnnyarauus yenyr» SM&O B rmasHov o6nactu npoueccoB «OCHOBHas
OEeATeNnbHOCTbY.

CobniogeHne 0CHOBHbIX MONOXEHUI CTaHAapTa Npu aBTomMaTusauum AeaTenbHOCTU OpraHn3aLmii CBA3n
obecneunt BO3MOXHOCTE MOCTPOEHUS CUCTEM ABTOMAaTM3aLuW U3 KOMMOHEHTOB CO CTaHAAPTHLIMWU UHTEp-
dencaMmm 1 NO3BONUT BbIOUpATL NyylUMe B CBOEM KNACCE KOMMOHEHTBI CPEAU KOMMOHEHTOB Pa3HbLIX NPOous-
BOAMUTENEN.
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HAUWOHANBbHbBIN CTAHAOAPT POCCUUCKON PEAEPALUUNMN

UndopmaumoHHbie TexHonorun. Cetb ynpaBneHus 3MeKTpoCBA3bI0
PACLWWMAPEHHAA CXEMA OJEATENBbHOCTU OPFAHU3ALIMU CBA3U (e TOM)

[ekoMnosnuma u onncaxmna npoueccos. Mpoueccbl ypoBHA 2 eTOM.
OcHOBHan AeATENbHOCTb. YNpaBneHne U skcnnyaraumsa ycnyr

Information technologies. Telecommunications management network. Enhanced Telecom Operations Map (e TOM).
Process decompositions and descriptions. eTOM level 2 processes. Operations. Service management and operations

DNara BBepeHua — 2015—09—01

1 ObnacTb NpUMeHeHUs

Hacroswumii ctaHaapt yctaHaBnMBAaET CTPYKTYPY U SNEMEHTbI NPOLIECCOB YPOBHSA 2 ANSA rOPU3OHTanNb-
HOM Tpynnbl NPOLECCOB «YNpasneHue n akcnnyarauusa ycnyry SM&O (Service management and operations),
ABMAIOLLENCH 3NEMEHTOM CTPYKTYPbl YPOBHA 1 B rmaBHOM obnactu «OCHOBHAs AEATENbHOCTbY MOAEMNM
eTOM (Enhanced Telecom Operations Map). pynna npoueccos SM&O onpeaeneHa B 6a3oBom crangapre
FOCT P 53633.0.

HacTosiuin ctTaHaapT pacnpoCTPaHAETCA HA BCE MPOLECChl yNpaBreHus NOAroTOBKOW K UCMOMb30Ba-
HUIO YCIYr U NPOLIECCh OKa3aHUs YCnyr opraHu3auuen CBA3n, He3aBUCUMO OT TOr0, Kakue TEXHONOrUMn anek-
TPOCBA3K OpraHU3aLms NPUMEHAET U Kakne MHPOKOMMYHUKALMOHHBIE YCIYIM OHA OKa3bIBAET KIIMEHTaM.

Hacrosawumin crtaHaapt npegHasHav4eH AnA NPMMEHEeHUs OpraHM3aunsaAMKU CBSI3W, CUCTEMHBIMU HTEerpa-
Topamu, NPOWU3BOAMTENAMIU CUCTEM YNPaBMEeHUs N CUCTEM aBToMaTu3auun NPoU3BoACTBEHHbLIX NPOLECCOB.

OpraHu3aLumn CBsi3u, BbICTyNatoLye B ponun oneparopa CBsi3n n/unu oneparopa ceTn, MOryT NPUMEHATb
HacCTOALMI CTaHAapT NPU MOAENMPOBaHWMKM, ONTUMU3ALIMU U peopraHn3auun NPON3BOACTBEHHbLIX NPOLECCOB
U CTPYKTYPbl OpraHusauum, a Takke npu 3akase CMCTEeM YNMpaBfeHUss 1 CUCTEM aBToOMaTU3auun Npoussoa-
CTBEHHBIX MPOLECCOB.

CUCTEMHbIEe UHTErpaTopbl MOTYT NPUMEHSATb HAaCTOSILLMIA CTAHAAPT NPU NPOEKTMPOBAHUU KOMNNEKCHbIX
CMCTEeM aBTOMAaTU3aLMKU NPOU3BOACTBEHHLIX MPOLIECCOB C UCMOMb30BAHMEM CUCTEM U KOMMOHEHTOB Pa3HbIX
npou3BoOaAUTENEN.

MpoussoauTenu CUCTEM yNpaBneHUss U CUCTEM aBTOMaTusauuv NPOU3BOACTBEHHBLIX NPOLIECCOB MOryT
NPUMEHATH HACTOALLMI CTaHAAPT Npu pa3paboTke KOMNOHEHTHOW CTPYKTYPbl 1 UHTEPIENCOB CBOUX CUCTEM,
a TaKkKe npu cornacoBaHnK ¢ 3akasdyukamm TpeboBaHUii Ha UX NOCTaBKY.

TpeboBaHUA HACTOSALLEro CTaHAapTa He pacnpoCTPaHAIIOTCA Ha AEWCTBYIOLME CTaHAApTbl, KOTOpble
ObINK NPUHATBLI 40 BBEAEHWUA €0 B AEHCTBUE.

2 HopmatuBHbIe CCbINIKU

B HacTosiLieMm cTaHaapTe UCMONb30BaHA HOPMATUBHAA CCbIfIKA HA cneayloLwmii CTaHaapT:
FOCT P 53633.0 MHdopMaLmOHHbIe TexHONOorMu. CeTb ynpaBneHua 3nekTpoceasblo. PaclumperHas
cxema AeAaTenbHOCTM opraHu3auum ceasu (€TOM). Obuias cTpykTypa 6u3Hec-npoLeccos.

MpunMedaHne—Ipu Nonb3oBaHUKM HACTOSALMM CTaHAAPTOM LienecooGpasHo NPOBEPUTL AeWCTBHUE CCbINOUHBIX
cTaHAapToB B UHAOPMALMOHHOI cucTeMe obLLEro nornb3oBaHust — Ha ocuLmManbHOM caiite defilepanbHoro areHTCTea Mo
TEXHUYECKOMY peryripoBaH1I0 U METPOSOTMU B CETU MHTEPHET UNN MO eXerogHoMy MHOPMaLMOHHOMY ykasaTento «Ha-
LMOHasbHble CTaHAAPThI», KOTOPLIA ONYGNMUKOBaH N0 COCTOSIHMIO Ha 1 AHBApPS TEKYLLero rofa, 1 No BbIMyckaM exeMecsiy-
HOTO NHOPMALIMOHHOIO yKa3saTens «HavvoHanbHble cTaHgapThl» 3a TeKyLWii rod. ECnu 3aMeHeH CCbINIOYHLIA cTaHaapT,
Ha KOTOPbIA faHa HeAaTUpPOBaHHas CChinka, TO PeKOMEHAYETCA UCMONb3oBaThb ASCTBYIOLLYIO BEPCUIO 3TOTO CTaHAapTa

UspaHune odpuumanbHoe
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C YY4ETOM BCEX BHECEHHbIX B JAHHYI0 BEPCUIO U3MEeHEeHUIA. Ecrnn 3amMeHeH CehioYHbIR CTaHAapT, Ha KOTopbId faHa fatu-
poBaHHas Cccblfika, TO pEKOMEHAYETCH MCMoNb3oBaTk BEPCUIO 3TOr0 cTaHhapTa ¢ YKa3aHHbIM BbilLe rogoM YTBEPXAEHUS
(NpuHSTKA). Ecnu nocne yTBepXeHWs HacTOoALLEero cTaHgapTa B CChINTOYHbIA CTaHAapT, Ha KOTopbIA AaHa AaTtupoBaHHas
CChiflka, BHECEHO U3MEHeHMWe, 3aTparnBaroLLee NonoxXeHne, Ha KOTOpoe AilaHa CChifika, TO 3TO NONOXeHWe peKoMeHAYeTcA
NpUMeHsTb 6e3 y4eTa AaHHOro U3MeHeHUs. Ecrnu cebinovHblii cTaHgapT oTMeHeH 6e3 3aMeHbl, TO MONOXEHWe, B KOTOPOM
faHa cchlfka Ha Hero, pekoMeHAyeTcs NPUMEHATb B YacTW, He 3aTparnsatolei 3Ty CChInKYy.

3 TepmuHbI U onpeneneHus

B HacTosILEeM CTaHgapTe NPMMEHEHbI CneayLwmue TEPMUHbI C COOTBETCTBYHIOLLMMM ONpeaeneHnaMI:

3.1 ousHec-npouecc (business process): MNpPoM3BOACTBEHHbIN NPOLIECC OPraHu3aLun CBA3N.

3.2 nepapxuyeckas aekomnosuuma npouecca (hierarchical process decomposition): Metog mno-
cnefoBaTenbHON AeTanu3auuu npoueccoB 6onee BbLICOKOrO YPOBHS Ha Npouecchl 6onee HU3KOro ypoBHSA C
uenbo obecneyeHns BO3SMOXHOCTU MOZAENMPOBAHMA NPOTEKAHUS NPOLECCOB BbICOKOrO YPOBHS C MOMOLLBIO
NPOLIECCOB HIDKENEeKaLLero ypoBHs.

3.3 knueHT (customer): Pusndeckoe nnu LpUANYECKOE NUL0, NOKyNatoLlee y opraHnsaunumn ceasmn unu
nonyvatoLlee 6ecnnaTtHo NPoAYKTbI U YCIyTK.

3.4 onepartop cBasm (service provider): KOpuanueckoe nuuo UMM UHAUBUAYANbHbLIA NpeanpuHMMa-
Tenb, OKa3blBalOLLMeE YCryri CBA3M HA OCHOBAHWM COOTBETCTBYIOLLEN NMULEH3WUU; NOCTABLLMK MHPOKOMMYHU-
KaLMOHHBIX YCAYT KIIMeHTaM.

3.5 onepartop cetu (network operator): OpraHu3auma ceBa3u, NPOU3BOACTBEHHAA AEATENbHOCTL KOTO-
POV HanpaeneHa Ha NpeAoCTaBMNEHNE TPAKTOB Nepeaavnm MHAOPMaLUn n COeaAUHEHUN Yepes CeTU SNEKTPOo-
CBA3MN.

3.6 opraHusauma (enterprise): FOpuauyeckoe nuuo, OCYLLECTBAAIOWEE AeATENbHOCTb B 001acTu CBS-
31 B KAYECTBE OCHOBHOIO BUAA AESATENBHOCTM.

3.7 ocHoBHasA pgesATenbHOCTb (operations; OPS): MmaeHas ob6nactb 6GusHec-npouecco eTOM, oTHO-
CALLUMXCS K NOBCEAHEBHON AEATENBHOCTU NEPCOHana opraHm3aumu.

3.8 naprtHep (partner): Y4acTHMK COBMECTHOI C opraHu3auuein CBA3u AeATenNbHOCTU NO NpeaocTaBne-
HWIO YCIYT KMMEHTaM, CBA3aHHbIN C OpraHn3auuen 40roBOPHbIMU OTHOLLUEHMSAMMW, KOTOPbIE ONPEAEnsoT 400
nNpuGbINKM 1 MaTepuanbHyO0 OTBETCTBEHHOCTb N0 PUCKaM.

3.9 nocTaBwmk (supplier): KOpuanyeckoe nuuo, B3aMMOAENCTBYIOLLEE C OpraHu3auunen cBsasu B obe-
cnevyeHun TOBapoB U YCNyr, KOTOPbIE UCMOMb3YIOTCA OpraHu3auumen Npyu NpeaocTaBNeHu NPoAYKTOB U yCnyr
KNUeHTam.

MpuMeyaHue — MNpegnonaraercs, YTo opraHu3aLus cBA3KU Ucnonbayet cpeactBa eTOM aAna MoaenuposaHuna
CBOMX NPOU3BOACTBEHHbLIX NPOLECCOB.

3.10 npoaykr (product): MaTepuanbHasa w/unu HematepuanbHas CyLLHOCTb, Npeanaraemas unu npe-
AocTaBnsiemas opraHu3auuen CBA3MN KNUEHTY.

MpuMedaHune — MNpoaykT AOMKEH BKIOHATL KOMMOHEHT NpeAocTaBneHus ycnyri. MpoaykT MOXeT BKNoHaThb
Take o6paboTaHHEIe MaTepuankl, NporpaMMHoe obecnedeHne Uunu annaparHsle CPeAcTBa U NoGyto X KOMEUHaLUIo.

3.11 npouecc (process): MocneaoBaTenbHOCTb CBA3AHHLIX AEWCTBUI UNKU 3aaa4, HEOBX0AUMBIX ANA
DOCTXKEHUA ONpeAeneHHoro pesynerara.

3.12 pacuupeHHas cxeMa AeATesIbHOCTU opraHusauum ceasmn (Enhanced Telecom Operations Map;
eTOM): 3tanoHHasa obuwas CTpykTypa NPOVM3BOACTBEHHOW AEATENbHOCTU OpraHusauun CBs3n, onpeaensio-
Lan CTaHAapTHbIE 3NEMEHTbI MPOLECCOB, U3 KOTOPbIX AOMMKHbI CTPOUTLCA MOAENU BCEX NPOU3BOACTBEHHbIX
NpoLEeCCoB.

3.13 pecypchl (resource): PuU3n4HECKME U NOrMYeckue KOMNOHEHTLI, UCnonb3yemMble Ana opmMuposa-
HUA ycnyr.

MpumMevyaHune — B kadecTBe pecypcoB WUCNOMb3YIOTCA MPUNOXEHUSA, CPEACTBA BbIYUCUTENBHON TEXHUKW W
3ANEeMEHTLI CEeTeBON UHAPACTPYKTYpbI.

3.14 ceTb ynpaBneHua anekTpocsAa3bio (Telecommunications Management Network; TMN): Moaenb
ynpaeneHus 060pyaoBaHUEM, CETAMU W YCIyraMu 3reKTPOCBA3KW, ONpeaeneHHas B Cepuu pekoMeHaauuin
M.3000 MC3-T.

3.15 cuctema nopaepxku 6usHeca (Business Support System; BSS): Cucrema, nogaepxusaiowian
npoueccbl eTOM u3 rnaBHoi obnactu «Ctpaterns, UHPacTPyKTypa U NPOAYKT».
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3.16 cucTema noaaepkku OCHOBHOW aesTenbHocTH (Operations Support System; OSS): Cucrema,
noaaepxmeatoLyas npoueccbl eTOM 13 rnasHoi 06nactu «OCHOBHas AEATENbHOCTbY.

3.17 ckBo3Hol npouecc (end-to-end process flow): COBOKYNHOCTb BCex MOANPOLECCOB, AEWCTBUIA Y
nopsiaoK UX CNefoBaHUs, KOTOpble HEOOXOAUMBI ANA AOCTUKEHUS LIENeit BbINOMHEHMS npoLecca.

MpuMeyvaHue — CkBo3Hble MPOLECCH MPOEKTUPYIOTCA C UCMONb30BAHUEM CTaHLapTHLIX 3NEMEHTOB MpoLec-
coB, onpeaeneHHbix B eTOM.

3.18 cTparterus, undpacTpykrypa u npoaykr (Strategy, infrastructure and product; SIP): masHas
obnactb BusHec-npoueccoB eTOM, OCYLLECTBNAIOLMX NNAHUPOBAHUE W YNPaBREHUE M3HEHHBLIM LIMKIIOM
CEeTeBON MHAPACTPYKTYPbI U NPOAYKTOB.

3.19 cywHocTb (entity): KoHkpeTusauus nnu aberpakums, pasnmyaemMble B Nnpegenax cucTeMbl.

MpuMeyaHue—TpuMepamm CyLLHOCTEN ABNSIOTCSH CUCTEMa, NOACUCTEMA, KOMMOHEHT, Krace, 06beKT, UHTep-
elc, KIMUMeHT, npoLecc, NpUoXeHne, cneyudurkaLms.

3.20 ynpaBneHue opraHusaumnen (Enterprise Management; EM): naBHas obnacte 6usHec-npouec-
coe eTOM, oCyLLEeCTBNSAIOLIMX YNpaBreHue opraHmsaumein n nogaepxky ee 6usHeca.

3.21 ycnyra cBA3u (service): [earensHOCTb N0 npuemy, 06paboTke, XpaHeHuIo, nepegaye, AOCTaBke
COOBLLEHNI SNEKTPOCBA3N MU NOYTOBbIX OTMNPABEHWIA. ABNAETCS COCTABHON YaCTbiO NPOoAYKTa, NpeaHa3Ha-
YEHHOW ANA NPoAaXKu KIIMEHTY B COCTaBE NpoaykKTa.

MpuMeyaHUe — OfHa 1 Ta xe ycriyra MOXET BXOAWUTb BO MHOXECTBO pasfidHbLIX NPOAYKTOB, NPeAOCTaBsie-
MbIX MO pasruyHoM LieHe.

3.22 uenoyka nocrtaBok (supply chain): CywHocTM M npoueccobl, B TOM YUCNE BHELUHUE MPOLIECCHI
opraHusauum, KOTopble 3a4eNCTBOBaHbI MPKU NOCTABKE TOBAPOB U YCNYT, HEOOX0AUMBIX ANA NPEAOCTAaBNEHUS
NPOAYKTOB U YCNYT KMUEHTaM.

3.23 anemMeHTbI NpoueccoB (process elements): CtaHaapTHbIe GNOKU UNU KOMMNOHEHTbI, UCMONb3ye-
Mble A COOPKM CKBO3HLIX GU3HEC-NPOLIECCOB.

4 OOlmne nonoxeHus

4.1 PaclmpeHHas cxema AesTenbHOCTU opraHusauumn cBasn (€TOM) aBnAeTcAa WHCTPYMEHTanbHbIM
CpPeacTBOM ANS MOAENMPOBAHUSA, aHanu3a, ONTUMMU3ALMKM U PeopraHn3aunum NPou3BOACTBEHHLIX NPOLECCOB
U CTPYKTYPbl OPraHu3auuin CBA3N.

4.2 CTaHaapTHbIEe rpynnbl NPOLIECCOB YPOBHA 1 U anemeHTbl npoueccos yposHen 2 u 3 eTOM asnsior-
CA KaTeropusiMu, UCMoNb3yemMbiMU AN Knaccudpukaumm npoM3BOACTBEHHbIX NPOLECCOB OpraHu3aumu, a He
MoAensMn pearnbHbIX NpoueccoB. OHKU onpeaeneHbl ¢ MaKCUMasbHO BO3MOXHON CTENEHbIO OOLIHOCTU TakuM
06pa3om, YT0ObI ObiTb HE3ABMCMMbIMU OT NPOAYKTOB, YCAYr U TEXHONOTNIA CETEN INEKTPOCBA3N.

4.3 Hacroawmit craHgapT yCTaHaBAMBAET CTPYKTYPY U 3NEeMEHTbI NPOLEeCCOB YPOBHA 2 ANSA ropu3oH-
TansHOM rpynnbl npoueccoB SM&O — «YnpasneHune n akcnayartauusa ycnyr».

SnemeHTbl NPOLIECCOB YPOBHSA 2, ONPEAENEeHHbIE HACTOALLMM CTaHAapTOM, MOFYT UCMONbL30BAaTLCA B
Ka4yeCTBe CTPOUTENbHLIX ONIOKOB NPKU NOCTPOEHMKU NOTOKOBLIX AUArpamm peanbHbIX NPOU3BOACTBEHHLIX NPO-
LIECCOB, CBSI3@aHHbIX C YNPaBNEHMEM BbINONHEHUEM 3aKA30B HA YCNYryU U C yNpaBneHneM KaueCTBOM OKa3aHus
YCIyr CBSA3U.

5 UpeHtudukaumsa npoueccoB

5.1 Ona vHAMKaAUMM NO3ULMOHUPOBAHUA 3NEMEHTOB NPOLIECCOB YPOBHA 2 Ha rpadmyeckoMm npea-
CTaBIIEHUMN CTPYKTYPbl YPOBHSI 1 e TOM NpUMEHSIOT NMKTOrpaMMbl MaTpUYHON CTPYKTYpbl eTOM. MatpuyHas
CTpyKTypa 006pa3yercs nyTem HanoXeHus BepTUKanbHbIX rpynn NpoLeCcCoB Ha roOPU3OHTarbHbLIE rPynnbI NPOo-
ueccos eTOM.

MecTo anemeHTa NpoLEeCCOB UIK rpynnbl NPOLECccoB B CTPYKType ypoBHs 1 eTOM noka3sbiBaiot nytem
BblE€NeHUst TEMHbIM POHOM COOTBETCTBYIOLLMX 3NEMEHTOB MATPULbl HA MMKTOrpamMme.

Ha pucyHke 1 npuBeaeHo cTaHgapTHoe rpadpuyeckoe npeacrasneHne CTpykTypbl ypoeHs 1 eTOM B co-
oreetcrBumn ¢ MOCT P 53633.0. Nuktorpamma ropusoHTansHon rpynnbl SM&O npeacrasneHa Ha pUCyHke 2.
Ha o6oux pucyHkax rpynna SM&O BbiaeneHa TeMHbIM POHOM.
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KnueHt
CTtpaterusi, uHdpacTpyktypa v npogaykTt (SIP) OcHoBHast gesitefnibHocTb (OPS)
Crpaterva n YnpasneHve YnpasneHve Mopnepxka v BbinonHexne Ob6ecneyeHune BunnuHr
obnA3zaTenb- XW3HEHHbIM XW3HEHHbIM obecneyeHne 3aKa3oB KavecTBa
cTBa LMK/IOM LIVK/IOM roTOBHOCTYU
NHpacTpykK- npoaykra npoueccos FAB
Typbl
YnpasneHve MapKeTUHIOM U NpeasioxeHnem YnpasneHve B3aMMOOTHOLLEHUAMU € knveHTamu (CRM)
npogykta (M&OM)
H n n I I I r
PaspaboTka u ynpasnexue ycnyramm (SD&M) YnpaBneHue u akcnnyataums ycnyr (SM&O)
H n n n n n r
PaspaboTtka v ynpasneHue pecypcamv (RD&M) YnpaBneHue u akcnnyataums pecypcos (RM&O)
(npunoxeHue, BblYMCUTENBbHAA TEXHMKA (NpunoxeHwe, BblYUCNUTENBHAA TEXHMKA U CETb CBA3N)
1 CeTb CBA3N)
T n T n n n r
Pa3paboTka 1 ynpasnieHue Lernoykamy noctasok YnpasneHve B3aMMOOTHOLLEHNUAMM C MocTasLLUpKaMu/napTHepamu
(SCD&M) (S/PRM)
1 n n n n n r

YnpaBsneHue opraHusauueii (EM)

MnaHvpoBaHne YnpasneHve YnpaBneHve 3HaHusAMN
P YnpaBneHue puckamu p p
cTpaTeruv u passuTus ODraHUZALIA 3(hPEeKTUBHOCTLIO opraHusauun
opraHusaumun p 4 opraHu3auum 1 uccnefoBaHuamm

YnpasneHne OTHOLLEHUAMMU
C 3aMHTepecoBaHHbIMM CTOpPOHaMN
N BHELUHUMWN CBA3AMU

YnpasneHue huHaHcamu
1 aKTMBamMu

YnpasneHve
nepcoHasiom

PucyHok 1 — CTpyKkTypa ypoBHA 1 o6uweli cTpykTypbl 6u3Hec-npoueccos eTOM

LU

PucyHok 2 — Tuktorpamma rpynnsl npoueccos SM&O

5.2 B eTOM npuHAATa cxema HymMepauuu rf1aBHbIX 06/1acTei, rpynn 1M 3/1eMEHTOB NPOLLECCOB C NMOMO-
Wbt naeHTudukaTopos npoueccos ID (identifier). aeHTudrkaTop npoueccoB MMeeT creaytowmi hopmar:

aaaaaa.b.x.c.d.e,

roe aaaaaa — HOMep, Ha3HayaeMblii opraHm3auuen cBsasn. ATOT HoMep siBnseTcs npedukcom K ID cTaHgapT-

HOro anemeHTa npouecca. Npedmkc NnpMMeHaeTCca BTeX C/yvasaXx, Korga opraHmsauunsa cumtaeT
HeobXo0ANMbIM PacLUMPUTb UK U3MEHUTbL ONpefesieHne CTaH4apTHOro afemMeHTa npouecca,

b — undbpa, ykasbiBawlaa paspaboTunka npouecca. 3HadyeHve 1 otHocuTcs KTM Forum, 3Hade-
HVWe 2 — KO BCEM Apyrum paspaboTyvkam;

X — uudppa, npefacTasnawLwan HoMep rnaBHOW obnacTtu npoueccos. NpuHATa cnegylowas Hyme-
pauus: 1 — «OcHoBHas gesitenbHoCTb» OPS, 2 — «CTparternsi, uHgpacTpyKkTypa 1 NpoayKT»
SIP, 3 — «YnpaBneHue opraHusaunein» EM;
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¢ — undpa, nNpeacTaBnsalLWas HOMep rpynnbl NPOLEcCOB ypoBHA 1 B npegenax rnasHol obna-
cTu. B rnaBHbIx 06n1actax OPS u SIP npuHsATa Hymepauus ropu3oHTabHbIX FPynn NpoueccoB
CBepXxy BHM3 B npejenax 06/1actv B COOTBETCTBUU C PUCYHKOM 1;

d — undpa, npegcrtaBnaWas HOMEp 3fneMeHTa NPOLECCOB YPOBHA 2 B CTPYKType rpynnbl npo-
L,eccoB ypoBHSA 1;

e — uudpa, npeacrasnaoLLlas HOMep 3fieMeHTa NPOLLECCOB YPOBHA 3 B CTPYKType 3/ieMeHTa npo-
LLeccoB ypoOBHSA 2.

5.3 MpaeHTudmnkaTopbl NpoLeccoB CBA3aHbl C PYHKLMOHANbHBIMU OMWCAHUAMY TPYNN 1 3/1IEMEHTOB Mpo-
ueccoB eTOM U UCNOMb3YIOTCA B KAYeCTBE CCbINIOK Ha onpefeneHns cTaH4apTHbIX NMpoLeccos.

6 Crtpyktypa SM&0O n HasHadyeHVe npoueccos

6.1 CTpyKTypa ropuv3oHTasbHOW rpynnbl npoueccoB SM&O — «YnpaBnexnue n akcnayatauyusa ycayr» u
COOTBETCTBYIOLLME 3/1EMEHTLI NPOLECCOB YPOBHSA 2 NpUBEAEHbl Ha puUcyHke 3.
npoeHTudunkatop SM&O: 1.1.2

PucyHok 3 — [lekomno3sunumsa rpynnel npoyeccoB SM&O Ha 3fieMeHTbl NPOLLECCOB YPOBHA 2

6.2 Mpoueccbl ropu3oHTanbHOW rpynnbl npoueccoB SM&O npegHasHayeHbl 415 paboTbl ¢ MHopma-
uneli 06 ycnyrax (4OCTYNHOCTb, MOAKIOYEHME, KOHTEHT U T. A4.). OHM JO/MKHbI obecneumBatb BCHO (DYHKLMNO-
HaNbHOCTb, HEOOXOAMMYIO AR yNpaBNeHUs U aKcnayataumm MHPOKOMMYHUKALMOHHbBIX YCNyr, 3anpalinsae-
MbIX KNMeHTamu unu npegnaraembix kaveHtam. poueccbl SM&O HanpasiieHbl Ha NpegocTaB/ieHne ycnyr
1 ynpasfeHne umu, B OT/IMYME OT ynpasfieHUs ceTeBbIMU U WHMOPMALMNOHHBIMU TEXHOMOMMAMU, KOTOpble
obecneynsaloT oKasaHue 3TUX YCNyr.

6.3 TMpouecchl rpynnbl BbINOAHATCA NPU NOBCEAHEBHOW paboTe C KNMeHTaMu 1 BKIYaloT Takne yHK-
1K, Kak Hanpumep, Tekyliee niaHnposaHne Npon3BoANTENIbHOCTU ANA OTAENLHOro 3K3eMnaapa ycnyru, npo-
eKTMpoBaHue ycnyru A58 KOHKPEeTHbIX KIMEeHTOB, ynpasieHne pabotaMmy No COBEPLUEHCTBOBAHUIO YCYT.

6.4 lMpoueccbl SM&O fomkHbI 0b6ecneynBaTb BbINOSHEHNE TPEBGOBaAHWIA K KAYECTBY yCnyr, B TOM yucne
TpeboBaHMii K MapameTpaMm npegocTtaBnsemMbiX ycnyr n Tpe6osaHuii No ob6ecneyeHnio y40BNeTBOPEHHOCTH
K/IMEHTOB ycniyramu, BK/OYas MX CTOMMOCTb.

6.5 [laHHble COOTBETCTBUA UAEHTUMUKATOPOB 3/IEMEHTOB MPOLECCOB YPOBHA 2 HaVMEHOBaHUAM 3TUX
npoueccoB B cOCTaBe FOpPU3OHTaNbHOW rpynnbl npoueccoB SM&O npeactaBneHbl B Tabnuue Al npunoxe-
Hua A.

7 3nemMeHTbl NPOLECCOB YPOBHSA 2 ANniA rpynnbl npouyeccoB SM&O

7.1 ®yHKUMOHa/IbHbIE OMUCAHUA 3/IEMEHTOB MPOLECCOB YPOBHA 2 yCcTaHaB/IWBalT KaccuiuKaLlnoH-
Hble NpU3HaKkW, Mo KOTOPbIM peasibHble MPoLeccbl MOryT OblTb OTHECEHbI K KaTeropuu npoLeccos, COOTBET-
CTBYHOLLEli KOHKPETHOMY 3/1EMEHTY MPOLECCOB.

7.2 ®yHKUMOHaNbHOE OonncaHne ANA 3NeMeHTa NPoLeccoB YPOBHA 2 COAEPXUT: naeHTudukatTop, nuk-
TOrpaMMy, HauMeHoBaHMe U (OYHKLMOHANbHYI0 XapakTepucTuky. PeanbHblli npouecc cumtaeTcs OTHOCAL M-
€A K cTaHAapTHOMY aneMeHTy npoueccoB eTOM, ecnn OH BbINOMHAET OA4HY M3 (PYHKLMIA, YKa3aHHbIX B PYHK-
LLMOHa/IbHOW XapaKTepucTuke afieMeHTa NpoLeccos.
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7.3 ®yHKUMOHaNIbHbIE OMNWCAHUA 3/1IEMEHTOB NPOLECCOB YPOBHA 2 ana rpynnsl SM&O [0MXHbI COOT-
BETCTBOBaTb AaHHbIM Tabnuubl 1.

Tab6nuua 1— ®yHKUMOHASNIbHbIE ONUCAHUA 3/1IEMEHTOB NMPOLECCOB YPOBHA 2 Ana rpynnel SM&O

MaentndmkaTtop HavmeHoBaHue

DYHKLMOHASIbHAS XapakTepucTrka
1 NMKTOrpamMma 3/1eMeHTa NpoLeccos

1121 Mopaepxka Mpoueccbl ynpaBneHnss MHpPacTpykTypoin ycnyr, obecneumBarlime He-
n obecnevyeHue 06xX0ANMbI/i 06BEM Y MPON3BOAUTENBHOCTbL YCNYT A1 MOAAEPXKN BbINOHE-
rOTOBHOCTY HnA npoueccoB SM&O, KOTOpble OTHOCATCA K BEPTUKaNbHbLIM rpynnam «Bbl-
npoueccos SM&O nosHeHve 3akas3os» F, «O6ecneyeHne kayectsa» A n «bunnuur» B (ganee
(SM&O support and npoueccbl FAB). FotoBHOCTb npoueccoB FAB 3akntoyaetca B Mx cnocobHoO-
readiness) CTW MHULMaNU3NpoBaTb 3K3eMMNAAPbl YCAYT U yNpaBnaTe UMU.

Mpoueccbl NoAAEPXKN LO/MKHbI OCYLLECTBASATb MOHUTOPUHT U hOpMUpO-
BaHVWe OTYETOB O XapakTepucTukax oTAeNbHbiX npoueccos SM&O-FAB un o
3aTpaTtax Ha UX BblMOJSIHEHNUE.

Mpoueccbl nogaepxkn u o6ecneyeHnss rOTOBHOCTU AOJIKHbI BbINOMHATb
cnepywowme pyHKLnn:

-noggepXxka BBoAa B 3KcnayaTauuio HOBOW W/nam MoaucnUMPOBaHHOM
MHPaCTPYKTYpbl YCAyT;

-ynpasnieHne n obecneyeHne kavyecTsa paboTbl CUCTEMbl WHBEHTapu3a-
Luun ycnyr;

- NpUMeHeHne npasun obecneyeHns o6bema M NPOV3BOAUTENIBHOCTH YC-
Nyr, NOArOTOBNEHHbIX NpoLeccaMmu ynpaBaeHUs XXU3HEHHbIM LMKAOM NHpa-
CTPYKTYpbl U3 obnactu SIP;

- nepuoguyeckoe nposefeHne aHanmnsa AOCTYNHOCTM U KayecTBa MHpa-
CTPYKTYPbl U 3K3EMNNIAPOB YCMYr, BKIOYasA aHasn3 1 NnporHo3vpoBaHne TeH-
OeHuni;

- obecneyeHne nogaepxky OyHKLMOHUPOBaHUSA npoueccoB SM&0-FAB;

- BefleHne 6a3 faHHbIX TapugoB 1 AAaHHbIX HAYMCNEHNs onnaTbl NS WH-
pacTpyKTypbl U 3K3EMNIAPOB YCNyr

1122 KoHdburypuposaxve Mpoueccbl KOHUTYPUPOBAHNS W akTUBaLMKN yCayr o6ecneynBatoT Ha3Ha-
N aKTuBauus ycnyr YyeHne pecypcoB, co3gaHue, KOH(UIrypupoBaHue, akTMBaLUO M TeCTUpoBa-
(Service configuration  HWe KOHKPETHbIX YC/Nyr B COOTBETCTBMM C TpebGOBaAHMAMM KIMEHTOB WU B
and activation) OTBET Ha 3anpocbl OT APYrMX NpoLeccoB. T MpoLecchl paspellarT nNpo-

671eMbl C HeXBaTKOW 06bema, rOTOBHOCTbIO WAV aBapuiiHbiMW COCTOSAHUAMM
KOHKPETHbIX YCAyT.

O6nacTb AelicTBMA NPOLLECCOB MOXET pacnpocTpaHATbCA U Ha o6opyno-
BaHWe B NOMELLEHUSAX K/IMEHTOB, €Cnu 3TO NpeayCMOTPeHO A0roBopaMu Ha
npefocTaBfieHne yChyr.

Mpoueccbl KOHUTYPUPOBAHUA W akTUBaLMU YCAYT [OJ/KHbI BbINOMHATH
cnegywowme yHKLNUK:

- NPOBEPKY BO3MOXHOCTU NpefoCcTaBfeHNs KOHKPETHbIX BUAOB YCyr, 3a-
Ka3aHHbIX KNNeHTaMu;

- Ha3HayeHne COOTBETCTBYKLINX NapameTpoB KOHKPETHbIM ycnyram Ans
BbINOJIHEHWUSA 3aKa30B Ha YC/yr UAuM 3anpocoB OT APYrux npoLeccos;

- pe3epBupoBaHMe MapamMeTpoB KOHKPETHbIX YCAyr (ecnu aTo npegycmo-
TpeHo 6u3Hec-npaBuaamMn) Ha 3afaHHblii Nepuoj BpemMeHu, noka He 6yaet
NoATBEPXAEH NepBOHaYasnbHbI 3aKa3 KAveHTa Wan noka He uctevyeT Bpems
pesepBUpoBaHus;

- co3fiaHune, KOHPUrypmpoBaHue 1 akTuBauus KOHKPETHbIX YCNYT;

-TeCTMpPOBaHNE KOHKPEeTHbIX YCAYr C Lefbl NMPOBEPKN NPaBUIbHOCTU WX
(hYHKLMOHNPOBAHUS;

- BOCCTAHOBJIEHNE KOHKPETHbIX YCyT;

- 06HOBNEHNE MHBEHTAPHON 6a3sbl faHHbIX YCNyr ANA perucTpauun HasHa-
YyeHns, moanduKkauum Uam BOCCTAHOBEHNS KOHKPETHbIX YCAYT;

- N1aHMpOBaHNEe N KOHTPOJb BbINOMHEHUA PaboT No NOAroToBKE YCAYr K
BBOAY B AelicTBue;

- ynpaB/fieHne puckamu npu NoAroToBKe YCNyr K BBOAY B A€ACTBUE;

- ONoBeLlleHne Apyrnx NpoLeccoB O X0Ae BbINOMHEHUS 3aKa30B Ha ycnyru



OkoH4YaHne Tabnmubl 1

peHTudbmkaTop

N NUKTorpaMmma

1123

1124

1125

HaunmeHoBaHue
3afemMeHTa npoLeccos

YnpasneHue
paspeleHuem
npo6nem c ycnyramm
(Service problem
management)

YnpaBsneHue
Ka4yecTBOM ycnyr
(Service quality
management)

Hauucnenue
CTOMMOCTH

no ycayram u
aK3emnaspam ycnyr
(Service and specific
instance rating)
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Q’yHKLU/IOHaJ'IbHaﬂ XapakTepucTtuka

Mpoueccbl AOMXHbI YNpaBAsTb paspeleHnemM npobsem, CBSI3aHHbIX C
OKa3aHnemM KOHKPEeTHbIX YCAyr. L||el'lb 3TUX npoueccoB COCTOUT B onepaTtuB-
HOM pearnMpoBaHUK Ha NPO6G/EMbl M 0TKa3bl 4711 MUHUMU3ALUM UX BAUSHUS
Ha K/JIMEeHTOB, a Takxe B 3anycke npoueayp BOCCTAHOBMEHUS YCNyr Win B
NnoAKOYEHUN anlbTEePHATUBHbIX YCNYT.

Mpouecchl fo/KHbI 06ecneynBaTth BbINOSHEHNE CNeAYOWUX YHKUWIA:

- o6HapyXXeHve, aHanu3, ynpas/eHue v onoBelleHne 06 aBapuiiHbIX CO-
ObITUAX, CBA3AHHbIX C yC/yramu;

- co3fiaHne v ynpaBneHne otyeTamu o6 aBapusix, CBA3aHHbIX C yCyramu;

- oKkanusauus Nnpobnem c ycnyramu;

- paspelieHune npo6sem c ycnyramu;

- nepegava gpyrum npoueccam cBefeHuli o xoge paboT no paspeLleHunto
npo6nem c ycnyramu;

- Ha3HayeHWe 3afaHuii Ha TecTupoBaHMe W nocnegyloliee ycTpaHeHue
npo6siemM c yciyramMu 1 KOHTPO/b X04a BbIMOMHEHNA 3TUX 3a4aHWiA;

- ynpaBfieHve puckamu npu nposegeHun pa6oT no paspeleHnto npobnem
c ycnyramu.

Mpouecchl ynpaBfeHUs paspelleHneM npo6saeM c ycnyramum ocyuiect-
BNAKT aHann3, NPpUHUMAaKT N BbINOMHAKT pelweHna no NpUuMeHeHUt0 CoOoT-
BETCTBYOLUX OTBETHbIX AeliCTBUIA, HanpaBneHHbIX HA BOCCTAHOB/EHUE HOp-
ManbHOro PyHKLNOHNUPOBAHUSA KOHKPETHbIX YCAyr

Mpoueccsl ynpaBfieHusi KayecTBOM YC/yr AO/DKHbI OCYLEeCTBASATL ynpas-
JIeHUe, KOHTPOSib, MOHWTOPWHF, aHanu3, MOBbILIEHWE KayecTBa W OrnoBelle-
HUe NPUMEHUTENLHO K NapaMeTpam pa6oTbl KOHKPETHbIX YCayr

Mpoueccol ynpaBneHus nHdopmMmaumnein o cobbiTuAX, CBA3AHHbIX C ycayra-
MW, B TOM Yucne npouecchbl Koppensaumm u npeobpasoBaHns AaHHbIX B yA06-
HbIA 4719 MCNOob30BaHNSA chopmar.

Mpoueccbl HA4YNCNEHUss CTOMMOCTM yCnyr No nHdopmaumm 06 nx ncnonb-
30BaHnN.

Mpoueccbl nccnepoBaHMs Npo6aemM Npu oKasaHWW YCnyr, CBA3aHHbIX C
6UNNVHIOM. 3TW nNpouecchl NPeaocTaBAT NHOPMaLUI0 0 cOBbITUAX, CBSA-
3aHHbIX C KTMEHTaMMW 1 C ycyramu, AN NCNoNb30BaHUA B APYrux obnacrtax
06paboTku.

Hanpumep, oTyeTbl 0 COOLITUAX HE HAYMCNEHMA NAaTbl UM HAYUCNEeHUs
NVWHeR nnatel, OTYeTbl MO pe3ynbTaTtaMm aHanm3a Co6bITUII 06HapyXeHus
(haKkToB MOLLUEHHUYecTBa



FOCT P 53633.4—2015

Mpunoxenune A
(obs3aTenbHoE)

HanmeHoBaHuA n ngeHTU(MKATOPbI INIEMEHTOB NMPOLIECCOB YPOBHA 2
Ond rpynnbl NpoueccoB «YnpasrieHUe un akcnnyarauyusa ycnyr» SM&O

A1 HaumeHoBaHUa N nAEHTUDUKATOPEI ANEMEHTOB NMPOLIECCOB YPOBHSA 2 AN rOPU3OHTaNBLHOM rpynnbl NpoLeccos
«YnpaBneHue u akcnnyaTauusa yenyr» (Service management and operations, SM&O) fomKHbBl COOTBETCTBOBATbL AaHHbIM
Tabnuusl A.1.

Tabnwuuya A.1—Tpynna npoueccoB «YnpaeneHue n akcnnyaraymsa ycnyr» SM&O

M}J,eHTI/ICpI/IKaTOp HanmeHoBaHWe anemeHTa npoueccoB AHIMWACKUIA SKBUBANEHT HaUMEHOBaHNUSA
1.1.2.1 Moaaepxka n obecnedeHune rotoBHocTH npoueccoB SM&O | SM&O support and readiness
1.1.22 KoHgurypmpoBaHue 1 aktusauus ycryr Service configuration and activation
1123 YnpaeneHue paspelleHnemM npobnem ¢ ycrnyramu Service problem management
1.1.2.4 YnpaBneHwe ka4ecTBOM ycnyr Service quality management
1.1.25 HauyncrneHune cTtoumocTy No ycnyram u akaemnnsapam yenyr | Service and specific instance rating
YOK 621.391:006.354 OKC 35.020

KntoueBble cnoea: eTOM, obwas cTpykrypa 6usHec-npoLeccoB, rpynnbl NPOLIECCOB, SNIEMEHTLI NPOLIECCOB,
[EeKoMno3unLmsa NpoLECCcoB

PepakTop E.B. SHkoenesa
TexHu4yeckun pepaktop B.H. [Ipycakosa
Koppektop C./. Qupcosa
KomnbroTepHasa BepcTka /1. A. Kpyeoeol
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