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BBepneHue

Mpynna cTaHaapToB «PaclumpeHHas cxema AesTernlbHOCTU opraHu3auum cessu (€TOM)» paspaboTaHa ¢
y4yeToM pekomeHaauuin M.3050.x cekTopa CTaHgapTu3aumm anekTpocesasn MexxayHapoaHOro coro3a aneKkTpo-
ceasn (MCO3-T).

Pekomenaauun no eTOM (Enhanced Telecom Operations Map) BxoaAT B COCTaB CEPUU PEKOMEHA AL
M.3xxx MC3-T, koTopas ctangaptusmpyet «Cetb ynpasneHus anektpocesasbio» TMN (Telecommunications
Management Network) — mMoaenb ynpasneHus o6opyaoBaHuem, CETAMU U YCIyramu 3nNeKTpoCBA3N.

CraHgaptel €TOM ycTaHaBnuBalOT KNACCU(PUKALMOHHYIO CXeMy MPOU3BOACTBEHHLIX MPOLIECCOB
opraHusauuini CBS3M, TEPMMWHONIOTUIO, METOA MEePapXu4EecKon AEKOMNO3ULMKU MPOLECCOB, CTaHAAPTHbIE
3MEeMEHTbI NPOLIECCOB U METOAONONUI0 NOCTPOEHUA MOAENeN NPOU3BOACTBEHHBIX NPOLIECCOB U3 CTaHAAPTHbIX
3MEeMEHTOB.

Moaene eTOM, onpeaeneHHasi Ha ocHoBe pekoMeHaauuin MC3-T no eTOM, Obina paspaboraHa Mex-
AyHapoaHow accouynauueinn TM Forum (dopyM ynpaBrneHus TeneKkoMMYHUKaLUUsMU) B paMKax MnporpaMmbl
paGot «HoBoe nokoneHue cucrem ynpaeneHusi U nporpammHoro ob6ecneverus» NGOSS (New Generation
Operations Systems and Software).

Moaenb eTOM npeaHaszHaueHa Ans NPUMEHEHUA NpU MOAENUPOBaAHUM U peopraHusauuy NpousBoa-
CTBEHHLIX NPOLIECCOB, Npu paspabotke cuctem ynpasneHus u OSS/BSS — cucteMm nogaepxku AeaTenbHo-
cTu/6usHeca opraHu3aumii CBsi3u, Npu CUCTEMHOMN MHTErpauum CUCTEM aBTOMATU3aLUKU NPOU3BOACTBEHHbIX
npoLieCCoB U3 KOMMOHEHTOB Pa3HbIX MPON3BOAUTENEN.

O6wasn crpyktypa 6usHec-npouecco eTOM, ctaHgapTuaupoBaHHasa B TOCT P 53633.0, onpegenser
CTPYKTYpbl ypoBHel 0 n 1 eTOM, a Takke ux aneMeHTbl. CTPYKTYpbl M 9NEMEHTBI MPOLIECCOB ANA YPOBHEN 2
n 3 nepapxuyeckon cTpyktypbl eTOM onpeaensioTca Apyrummn ctaHgapramu rpynnesl e TOM.

CTpyKTYpa M 3feMeHTbl NpoLeccoB ypoBHA 2 06pa3oBaHbl B pesynbrate AEKOMMo3uuuu rpynn npo-
yeccoB ypoBHA 1 eTOM. Kaxxaon rpynne npoueccos ypoBHA 1 COOTBETCTBYET CBOSI COBOKYMHOCTb 31IEMEHTOB
NpOLIECCOB YPOBHSA 2, KOTOPas YCTaHABNMBAETCA OTAEMbHbLIM CTAHAAPTOM.

Hacrosawuin ctangapt onpeaensier CTPyKTypy W 9NeMeHTbl NPOLIECCOB YPOBHA 2 AN rOpU30OHTanbHOMN
rpynnbl npoueccoB «Pa3pabotka u ynpaeneHue ycnyramuy SD&M B rmasHoi obnactu npoueccoB «Ctpare-
rMs, MHPPACTPYKTYpa U NPOAYKTY.

CobntogeHne 0CHOBHBIX NOMOXEHMWI CTaHaapTa npy aBTomaTu3auum AesTenbHOCTU OpraHn3aLmin CBA3M
obecneunt BO3MOXHOCTb NOCTPOEHUSI CUCTEM ABTOMAaTM3aLuW U3 KOMMOHEHTOB CO CTaHAAPTHLIMW UHTEp-
dericaMmu 1 NO3BOMUT BbIOUPATL NyylUMe B CBOEM KNACCE KOMMOHEHTbI CPEAU KOMIMOHEHTOB Pa3HbIX NPOU3-
BOAMTENEN.
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HAUMWOHANBbHBIN CTAHOAPT POCCUNCKON PEQREPALNMU

UndopmMaumoHHbie TeXHONOrMKU. CeTb ynpaBneHus 3MeKTPOCBA3bLI0
PACLUMPEHHAA CXEMA OEATEJIBHOCTU OPTAHU3ALIMX CBA3U (eTOM)

JlekoMno3snuma u onncaHua npoueccos. Mpoueccbl ypoBHA 2 eTOM.
Crparerusi, MH(pacTpyKTypa un npoaykT. Paspa6orka u ynpaBrneHue ycnyramm

Information technologies. Telecommunications management network. Enhanced telecom operations map (eTOM).
Process decompositions and descriptions. eTOM level 2 processes. Strategy, infrastructure and product. Service
development and management

DNara BBepenua — 2013—04—01

1 ObnacTb NnpUMeHeHUs

Hacroswumii ctaHaapt ycraHaBnMBaeT CTPYKTYPY U 3NEeMEHTbI NPOLIECCOB YPOBHSA 2 AN rOPU30HTaNbHOM
rpynnbl npoueccoB «Pa3paboTtka u ynpasnenue ycnyrammy SD&M (Service development and management),
SIBNSAIOLLIEHCS ANEMEHTOM CTPYKTYpPbl YPOBHA 1 B rnaBHON o6nactu «Crparerus, MHAPacTPyKTypa u NPoayKT»
SIP (Strategy, infrastructure and product) mogenu eTOM (Enhanced telecom operations map). MmasHas 06-
nactb SIP n rpynna npoueccos SD&M onpeaeneHsl B 6azosom cranagapte FOCT P 53633.0.

HacroAwmii craHaapT pacnpoCTPaHAETCA Ha BCe NpoLecchl pa3paboTku U ynpaBrneHua ycnyramm op-
raHusauuy CBsI3M HE3aBUCUMO OT TOrO, Kakme TEXHONMOrUM SNEKTPOCBA3M OpraHu3aLms NPUMEHSET U Kakue
MHAOKOMMYHUKALMOHHBIE YCIYrM OHA OKa3bIBAET KNUEHTaM.

HacToawumi ctaHaapt npegHasHadeH Ans NpUMEHEHUs OpraHu3aunsaMn CBA3W, CUCTEMHBLIMU UHTErpa-
TOpaMu U NPOoU3BOAUTENSIMM CUCTEM aBTOMaTuM3auuMm NPOU3BOACTBEHHbIX MPOLIECCOB.

OpraHusauuu CBsi3W, BbICTYMNaloLLMe B ponuv onepaTtopa CBA3n W/unu oneparopa cetu, MOryT NPUMEHATb
HacToALUMI CTaHAapT NPy MOAENUPOBaHWM, ONTMMU3ALMKU U PeOopraHu3aumMm NPOU3BOACTBEHHbLIX NPOLIECCOB
U CTPYKTYPbl OpraHusauuu, a Takxke npu 3akase cucTtem aBTomarusauuu npousBoACTBEHHbIX NPOLECCOB.

CUCTEMHbIE UHTErpaTopbl MOTYT NPUMEHATL HACTOALLUMIA CTaHAAPT NPU NPOEKTUPOBAHUU KOMNAEKCHBLIX
cucTeM aBToMaTu3auuu Npou3BOACTBEHHbLIX NMPOLECCOB C UCMOMb30BAHUEM CUCTEM WU KOMMOHEHTOB PasHbIX
nNpou3BOAUTENEN.

Mpown3BoauTenu cUCTEM aBTOMAaTU3aLMU NPOM3BOACTBEHHBIX NPOLECCOB MOTYT NMPUMEHATL HACTOALLUM
cTaHaapt npu pa3paboTke KOMMNOHEHTHON CTPYKTYPbl U MHTEP(ENCOB CBOUX CUCTEM, a TAKXKE NPKU COrnacosa-
HUK C 3aKkasynkamu TpeboBaHMIi Ha UX NOCTaBKY.

TpeboBaHUA HACTOSILLEro CTaHaapTa He pacnpOCTPaHSAIOTCA Ha AEWCTBYIOLME CTaHAapThl, KOTOPbLIE
OblSIM NPUHATLI 40 BBEAEHUA €ro B ENCTBUE.

2 HopmaTuBHbI€ CCbISIKU

B HacToqwemM cTaHaapTe UCNoMNb30BaHa HOPMAaTUBHAA CChINKA HA CReayloLwWwuin cTaHaapT:
FOCT P 53633.0 MHdopMauuoHHbie TexHonorun. CeTb ynpasneHus anekTpocBa3blo. PacluMpeHHas
CXema AenTenbHOCTM opraHu3auum ceasu (eTOM). Obwwas cTpykTypa 6usHec-npoLeccoB

MpumMeyaHue—Ilpu NoNbL3OBAHUM HACTOSALLMM CTAHLAPTOM Lienecoobpa3Ho NpoBepuTb AeACTBUE CCbINOYHBIX
CTaHAapToOB B MHGOPMAaLMOHHON cucTeMe obLLero nonb3oBaHWa — Ha ouLmuansHom canTe PefepanbHOro areHTCTBa
No TEXHUYECKOMY PerynmpoBaHnio U METPororun B cetn MHTEPHET UK No eXerofHoMy MHPOpPMaLMOHHOMY yKasaTeno
«HaumnoHanbeHbIe cTaHAapThi», KOTOPLIA onybnukoBaH No COCTOAHUIO Ha 1 AHBaps TeKyLero rofa, 1 no BheiMyckaM exe-
MeCcAYHOro MHGpOpPMaLMOHHOro ykasaTens «HauuoHanbHble CTaHAapThi» 3a TeKyWUid rod. Ecnu 3aMeHeH cebinouHbIii
CTaHAapT, Ha KOTOpPbLIA AaHa HeAaTUPOBaHHasA Ccbiflka, TO PEKOMEHAYETCA UCMOoNb3oBaTh 4eACTBYIOLLYI0 BEPCUIO 3TOro
CTaHAapTa C y4eTOM BCEX BHECEHHbIX B AaHHYIO BEPCUIO M3MEHEeHUA. Ecni 3amMeHeH CCebINOYHbIA CTaH[apT, Ha KOTopbilii

U3paHue oduumanbHoe
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JaHa AaTUpoBaHHas CCbiNka, TO PEKOMEHZYETCs UCMONb30BaTh BEPCHIO STOTO CTaHAapTa € yKadaHHbIM BhILLE FOf0M YT-
BepXAeHNA (NpuHATMSA). Ecnn nocrie yTBEp)AEHUs HACTOSILLEro cTaHgapTa B CChINOYHbIA CTaHAapT, Ha KOTopbIi AaHa
naTUpOBaHHas CChifka, BHECEHO M3MEHEHNe, 3aTparvBatoLLee NoNoXeHWe, Ha KOTOPOe JaHa CChifka, TO 3TO NOoNoXeH1e
peKOMEHAYeTCA NMPUMEHsITL 6e3 ydeTa fJaHHOro 3MEHEHUs. ECru CChITOYHEIN CTaHAapT OTMeHeH 6e3 3aMeHsl, To nono-
XeHWe, B KOTOPOM fjaHa CChifika Ha Hero, peKoMeHAYETCA MPUMEHSTb B YacTu, He 3aTparvBatoLLeil 3Ty CCbINKY.

3 TepmuHbI U onpeneneHus

B HacTosiLeM cTaHgapTe NpUMEHeHbl CreayoLue TePMUHbI C COOTBETCTBYIOLLIMMU ONpeaeneHusMu:

3.1 6usHec-npouecc (business process): NpPOU3BOACTBEHHbIN NPOLIECC OpraHM3aLun CBA3U.

3.2 nepapxuueckas aekomnosuuua npouecca (hierarchical process decomposition): Metoa no-
cnefoBaTenbHON AeTanu3auuu npoueccoB 6onee BbICOKOro YpOBHA Ha Npouecchl Gonee HU3KOro YypoBHSA C
uenbo obecneveHns BO3SMOXHOCTU MOZAENMPOBAHMA NPOTEKAHUA NPOLECCOB BbICOKOrO YPOBHA C NMOMOLLBIO
NPOLIECCOB HWKHETO YPOBHS.

3.3 knueHT (customer): ®u3nyeckoe Unu PpPUAUIECKoe NULo, NOKynatoLLee y opraHnsaLu CBA3N Unu
nonyvatoLlee 6ecnnaTtHo NPoAYKTbl U YCIyTK.

3.4 onepartop cBa3m (service provider): KOpugnyeckoe nNuUoO UMMM UHAUBUAYATNbHLIA NpeanpuHUMa-
Tenb, OKasblBalOLLUe YCnyru CBA3M Ha OCHOBAHMW COOTBETCTBYIOLLEW NULEH3MKU. FBNAETCS NOCTaBLLUKOM
UHPOKOMMYHMKALIMOHHBIX YCITYT KIIMEHTaM.

3.5 onepatop cetu (network operator): OpraHusauus cesisn, NPOU3BOACTBEHHAsA AEATENbLHOCTb KOTO-
poV HanpaeneHa Ha NpeAoCTaBMNeHNe TPaKTOB Nepeaavm MHAopMaLuu n CoOeaAUHEHUN Yepes CETU INEKTPOo-
CBA3MN.

3.6 opraHusauma (enterprise): FOpuauyeckoe nuuo, ocyLeCcTBnsAOWee AeATENbHOCTb B 00nacTu cBs-
31 B KAYECTBE OCHOBHOIO BUAA AESATENLHOCTMU.

3.7 naptHep (partner): Y4acTHUK COBMECTHOW C OpraHn3auunen cBasn AeaTenbHOCTH No npeaocrasne-
HUIO YCIYT KNUEHTaM, CBSI3aHHbIN C OpraHu3aumen AoroBOPHbLIMU OTHOLLEHUAAMU, KOTOPbIE ONPEAESNAIOT J0MI0
npubbinu U MaTepuanbHy0 OTBETCTBEHHOCTb MO pUCKaM.

3.8 noctaBuwumk (supplier): IOpuauueckoe nULO, B3aMMOAENCTBYIOLLIEE C OpraHu3auuen ceasu B obe-
CreyeHnn ToBapamm u ycyramu, KOTopble UCNOosb3yloTCA OpraHu3auumen Npu NpeaocTaBneHn NPOAYKTOB U
YCINyYr KNMEHTaM.

MpuMeyaHue — MNpeanonaraercs, YTo opraHn3aLusi CBs3U UcTIoNb3yeT cpeacTBa e TOM Anst MoAEnNUpoBaHNs
CBOMX MPOW3BOACTBEHHBIX NPOLIECCOB.

3.9 npoaykrt (product): MarepuanbHasa u/unu HemarepuanbHasa CyLWHOCTb, Npeanaraemas unu npeao-
CTaBnsemMas opraHu3auuen CBA3MN KINEHTY.

MpuMeyaHune — MNPOAYKT AOMKEH BKNOYATL KOMNOHEHT NpeAocTaBeHns yenyru. MpoayKT MOXeT BKIio4aTb
Tawke o6paboTaHHbIe MaTepuantl, NporpaMmMHoe oBecnedeHne Wumu annapaTtHele CpeacTBa K NGy UX KOMGUHaLMIO.

3.10 npouecc (process): MocneaoBaTenbHOCTb CBA3AHHbLIX ASWCTBUI UK 3aaadv, HEOBXOAMMbIX AN
JOCTWXEHUA onpeAeneHHoro pesynerara.

3.11 pacwupeHHan cxeMa AeATenbLHOCTU opraHu3auum ceasu (Enhanced telecom operations map;
eTOM): 3tanoHHas obuwas CTpykTypa Npou3BOACTBEHHOW AEATENLHOCTU OpraHu3auun CBA3W, onpeaensio-
Lias CTaHaapTHble SreMEHTbl NPOLECCOB, U3 KOTOPbIX AOMMKHbI CTPOUTLCA MOAENU BCEX NPOU3BOACTBEHHbIX
NpOoLIECCOB.

3.12 pecypchbl (resource). dusnveckue U Nornyeckne KOMMNOHEHTbI, UCNOoNb3yeMble ANA (hopMUpoBa-
HUA YCNyrT.

MpuMeyaHune — B Ka4yecTBe pecypcoB UCMONL3YIOTCA NPUNOXKEHUS, CPEACTBA BLIMUCTIUTENBHON TEXHUKU WU
aMeMeHThI CEeTeBOM MHAPaCTPYKTYpHI.

3.13 cuctema nopaepxku 6usHeca (business support system; BSS): Cucrtema, nogaepxusatoLas
npoueccel eTOM n3 obnactun «Ctparterus, MHPPaCTPyKTypa u NpoayKT».

3.14 cuctema nogaepXKKu OCHOBHOWM OeATenbHOCcTH (operations support system; OSS): Cucrema,
nogaepxveatowas npoueccel eTOM 13 obnactun «OCHOBHAA AE€ATENbHOCTbY.

3.15 ckBo3HoM npouecc (end-to-end process flow): COBOKYNHOCTb BCEX NOANPOLIECCOB, AEUCTBUIA U
nopsoK UX CNEeAoBaHUs, KOTOPbIE HEOOXOAUMBI ANA AOCTUXKEHUSA Lieneli BbIMONHEHWA npouecca.

MpuMeyaHune — CKBO3HbIE NMPOLIECCHI NPOEKTUPYKOTCS C UCMOMb30BaHUEM CTaHAAPTHLIX 3TEMEHTOB NpoLec-
coB, onpegeneHHbx B eTOM.

2
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3.16 cywHocTb (entity): KoHkpeTusauus nnu aberpakuums, pasnuyaemMble B Npegenax CuCTeMbI.

MpumMeyaHune —MNpuMepamn CyLLHOCTEHR ABMAIOTCA CUCTEMA, NOACUCTEMA, KOMMOHEHT, Kacc, 0ObeKT, UHTep-
elc, KIMeHT, npoLecc, NpPUoXeHue, cneLudmnkaLms.

3.17 ycnyra cBa3u (service): [eAatenbHOCTb Mo npuemy, o06paboTke, XpaHeHuto, nepegade, 4OCTaBKe
COOOBLLEHNI NEKTPOCBA3N UMM NOYTOBBIX OTMPABMEHWIA. HBNAETCA COCTABHOWN YacCTbiO NPOAYKTa, NpeaHa3Ha-
YEHHOW Ans NPoAaXKu KIIMEHTY B COCTaBE NpoaykTa.

MpumeyaHune — OfHa 1 Ta Xe ycriyra MOXET BXOAUTL BO MHOXECTBO pasfndHbIX MPOAYKTOB, NpeocTasnse-
MBIX MO pasriuiHom LieHe.

3.18 uenoyka noctaBok (supply chain): CywHocTM 1 npoueccel, B TOM YACAE BHELUHWE MPOLEeCChI
opraHusauum, KOTOpble 3a4eNCTBOBaHbI NPU NOCTAaBKE TOBAPOB U YCMYr, HEOOXOAUMBIX AN NpeAOoCTaBneHus
NPOAYKTOB U YCNYr KMUEHTaM.

3.19 aneMeHTbI NpoueccoB (process elements): CtaHaapTHble ONOKM UMM KOMMNOHEHTbI, UCMOSb3ye-
Mble Ansa ¢OOPKN CKBO3HbIX BU3HEC-NPOLECCOB.

4 O6uwmne NonoxeHus

4.1 PaclumpeHHasa cxema AesTenbHOCTU opraHu3dauun ceasu (eTOM) sABNSeTCs MHCTPYMEHTarbHbIM
CpPeAcTBOM ANSA MOAENMPOBAHWA, ONTUMU3ALMN U PEOPraHM3aunm NPoM3BOACTBEHHBIX MPOLECCOB U CTPYKTY-
pbl OpraHu3aLmii CBA3K.

4.2 CrtaHgapTHble rpynnbl NPOLECCOB YPOBHA 1 U anemMeHTbl npoLueccos ypoBHen 2 U 3 eTOM aBnsior-
CA KaTeropusiMu, UCNonb3yembiMuU AN Knaccuukaumn npon3BoACTBEHHbIX NPOLECCOB OpraHusaumu, a He
MOAENAMU pearnbHbIX NnpoueccoB. OHW onpeaeneHbl ¢ MakCcMarnbsHO BO3MOXHON CTENEHbIo OOLHOCTU TakuM
06pa3som, 4ToObl ObITb HE3ABUCUMbIMK OT NPOAYKTOB, YCNYT U TEXHOMOMIN CETEN 3NEKTPOCBA3MN.

4.3 HacTtoAwmin cTaHaapT ycTaHasnuBaeT CTPYKTYPY M 3fE€MEHTbl NPOLECCOB YPOBHA 2 ANA rOPU3OH-
TanbHOI rpynnsl npoueccoB SD&M — «Paspabortka u ynpaBneHue ycnyrammy.

OnemMeHTbl NMPOLeCCOB YPOBHS 2, ONPEAENEHHbIE HACTOALMM CTaHZ4AapPTOM, MOTYT UCMONb30BaTLCA B
Ka4yecTBe CTPOUTENbHLIX GIIOKOB NpW NOCTPOEHUM MOTOKOBLIX AUArpamMm peanbHbiX NPOU3BOACTBEHHbIX NPO-
LieCCOB, OCYLLECTBMALMX (POPMUPOBAHME CTPATErMA, NNAHUPOBaHKUE, pa3paboTKy U NOATOTOBKY yCnyr Ans
UX NOCMEeYLWEro MCNoNb30BaHUA npoueccamu B rnasHon obnacrn «OCHOBHaA AEATENbHOCTbY.

5 UpeHtudumkaumsa npoueccoB

5.1 OAna uHaMkauumn nosmumoHUpPOBaHMSA SNEMEHTOB NPOLECCOB YPOBHA 2 HA rpadpMyeckoM npeacras-
neHuun cTpykTypbl ypoBHs 1 e TOM npuMEHSsIIoTCA NUKTOrpaMMbl MaTtpuyHoM CTpykTypbl e TOM. MartpuyHas
CTpyKTypa 06pa3yeTrcsl nyTeM HanoXeHus BepTUKanbHbIX FPynn NpoLECCOB HA rOPU3OHTAarbHLIE IPYNMbI NPo-
yeccos eTOM.

MecTo anemeHTa npoLueccoB UK rpynnbl NPOLIECCOB B CTPYKType ypoBHA 1 e TOM nokasbiBaerca nyrem
BblA€NeHUs TEMHbIM (DOHOM COOTBETCTBYIOLLIMX 9NIEMEHTOB MaTpULbl HA NUKTOrpaMme.

Ha pucyHke 1 npuBeaeHo craHgapTHoe rpaduyeckoe npeacraBreHne CTpyKTypbl ypoBHA 1 eTOM B
coorBercTBumn ¢ MOCT P 53633.0—2009. MNMukrorpamma ropusoHTanbHon rpynnsl SD&M npeacraeneHa Ha
pucyHke 2. Ha o6oux pucyHkax rpynna SD&M BbigeneHa TeMHbIM (POHOM.

5.2 B eTOM npuHsATa CxemMa HyMepauum MmaeHbIX 00nacTen, rpynn U areMeHTOB NPOLECCOB C MOMO-
wbio uaeHTudukaropos npoueccos ID (identifier). MaeHTudmkarop npoLeccos UMEET crneayiowmii popmar:

aaaaaa.b.xcd.e,

rae aaaaaa — HOMeEpP, HasHa4YaeMblit opraHu3aumen cesisu. ATOT HOMep aBnsetca npedukcom k ID craH-

[AapTHOro aneMeHTa npouecca. NpeduKe NpuMeHseTcs B TEX Cryyasix, Korga opraHu3auus
CUMTaEeT HeOOXOAUMBIM PaCLUMPUTL UM U3MEHUTbL OnpeferneHne CTaHAapTHOro SneMeHTa
npouwecca;

b — yudpa, ykasbiBalowas paspaboruuka npouecca. 3HayeHume 1 otHocutcs kK TM Forum, 3Have-
HUE 2 — KO BCEM ApyruM paspaborumkam;

X — umdpa, NnpeacTasnsioLas HoMep rmaBHol obnacTu npoueccos. [MpuHATa cneayioLwas Hyme-
pauus: 1 — «OcHOBHas aedarenbLHOCTby OPS, 2 — «Ctparerusa, uHdpacTpykTypa u npoayKT»
SIP, 3 — «YnpaBneHue opraHusauuen» EM;
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C — umudpa, npefcrtasnsowas HoMep rpynnel NPOLECCOB YPOBHA 1 B npefenax rnaeBHoii obna-
cTn. B rnaBHbix o6n1acTax OPS u SIP npuHATa Hymepauus roOpn3oHTasIbHbIX Tpynn npoueccos
CBepxy BHM3 B npefenax 06nactn B COOTBETCTBUWN C PUCYHKOM 1;

d — umudppa, npeacTaenswoWan HoMep anemMeHTa NPOLEeccoB YPOBHA 2 B CTPYKType rpynnbl npo-
Leccos ypoBHSA 1;

e — undbpa, npegcrasnsAWwans HOMep afieMeHTa NPoLLEeCcCcoB YPOBHA 3 B CTPYKType 3/1eMeHTa npo-
LLeccoB ypoBHA 2.

Ctpaterus, nHpacTpykTypa v npogykt (SIP) OcHoBHas festenbHocTb (OPS)

Crparerus YnpasneHnve Ynpasnexve Mopaepxka BbinonHexHve Ob6ecneyeHne

1 o6s3aTeb- U3HEHHBIM KU3HEHHBIM 1 o6ecneyeHne 3aKa3os KauecTsa Bunnmnr
cTBa VKoM LUMKIOM FOTOBHOCTM
VHAPaCTPYK- npoaykTa npoLeccos
Typbl FAB

YnpaBneHne MapKETUHIOM U NPesoXEHNEM

npoaykTa (M&OM) YnpasneHvie B3aMOOTHOLIEHUAMM C knneHTamu (CRM)

1 I I 17T n I n

Paspa6oTka v ynpasneHve ycnyramu (SD&M) YnpasneHue v akcnayatauus ycayr (SM&0)

1 I I 1T I I I

Paspa6oTka v ynpaeneHve pecypcamu (RD&M)

(I'IpI/II'IO)KeHI/Ie, BblYMCINTE/IbHAA TEXHMKA U CETb

YnpasneHue n akcnnyatauus pecypcos (RM&O0)
(NpunoxeHue, BblMMCANTENBHAA TEXHNKA U CETb CBA3M)

CBS3)
1 I I I Il I
PaspaboTka 1 ynpas/eHue LenoykaMmm noctaBok YnpasnieHve B3ayIMOOTHOLLEHWSIMU C NOCTaBLUMKaMu/napTHepamm
(SCD&M) (S/IPRM)

N M (L I I I

YnpasneHue opraHusauueli (EM)

MnannposaHvie YnpasreHve YnpasnieHue sHaHuAMA
cTpaterny v passutus YHP%B!:Z:I‘niaPVIﬁKaMM a(hheKTUBHOCTLIO opraHmsaumm
opraHusaummn P H opraHusaLmm 1 VccnefoBaHnsaMmn
Ynpaenenne Ynpas/ieHne OTHOLEHUAMM Ynpasnenne
OUHAHCAMM 1 aKTVBAMM C 3a/HTepPeCcOBaHHbIMU CTOPOHaMN MepcoHaiom

N BHELWHNMW CBA3AMU

PricyHok 1 — CTpykTypa ypoBHS 1 06LLeli CTPYKTYpbl 6u3Hec-npoLeccos eTOM

nnm

L .

PucyHok 2 — lMukTorpamma rpynnb! npoveccos SD&M
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5.3 M aeHTudmKaTopbl NPOLLECCOB CBS3aHbl C PYHKLMOHAIbHBIMW ONUCAHWSIMI TRYNM W 371EMEHTOB Npo-
ueccoB eTOM U MCNONbL3YIOTCA B KAUECTBE CCbIJIOK HA ONpeAesieHns CTaHAapTHbIX NPOLECCOoB.

6 Crtpyktypa SD&M 1 HazHayeHue npoLeccos

6.1 CTpyKTypa ropm3oHTasibHOI rpynnbl npoueccoB SD&M — «Pa3paboTka 1 ynpasneHue ycayramm» m
COOTBETCTBYIOLLME 3/IEMEHTbI MPOLECCOB YPOBHSA 2 NpUBEAEHbl HA PUCYHKe 3.

PucyHok 3 — [lekomnosuumsa rpynrsl npoueccos SD&M
Ha 3/1eMeHTbI NPOLIECCOB YPOBHS 2

MaeHtndgukatop SD&M: 1.2.2.

6.2 Mpoueccbl ropnsoHTanbHol rpynnsl SD&M fomkHbI paboTatb € MHpopMaumeid 0 Tekywmx u nep-
CMEKTUBHbIX YC/yrax 3neKkTPoCBA3M, BXOAALWMX B COCTaB MNPOAYKTOB OpraHusauuy CBA3W. IOTW MNPOLECCHI
LO/KHbI 06ecneunBaTb OyHKLMOHA/IbLHOCTb, HEOBXO0AUMYIO A1 BbIpabOTKM CTpPaTerMin co3aaHust HoBbIX YCIyr
1 pasBuTUS BO3MOXHOCTEN CyLLEeCTBYHOLLMX YCyr, pa3paboTkn M COBEPLUEHCTBOBaHUA YCyr, (DOpMUpPOBaHms
NHAPACTPYKTYPbI YCIyT.

6.3 Mpoueccbl SD&M npegHasHauveHbl 415 pelleHns 3ajady CpeHecpPOYHOl 1 4ONTOCPOYHON nepcnek-
TVB, B TO BPEMS Kak pelueHuWe NOBCeAHEBHbIX 3afay ynpasfieHus W akcniyatauum ycnyr AO/MHKHO OCyLecT-
BNIATLCS C NOMOLLbIO NpoueccoB rpynnbl SM&O u3 rnaBHoi o6nactn «OCHOBHAsA [EATENBbHOCTbY.

6.4 Tpoueccbl SD&M [0/mKHBI OCYLWECTBNATL NaHNpOoBaHWe, NOATOTOBKY W BHeApeHue YCnyr gns ux
nocsieyoLero cnonb3oBaHusa npoueccamu rpynnsl SM&O.

6.5 Mpoueccbl SD&M A0/MKHbI yNpaBAsaTb CO34aHWeM U MOATOTOBKOW WMHCDPACTPYKTYpPbl, AOCTATOYHOW
ONS YyO0BETBOPEHNS OXMAAEMOro Cnpoca Ha yCnyru.

7 3OnemMeHTbl NPOLEeCcCOB YPOBHA 2 ANA rpynnbl npoueccos SD&M

7.1 ®yHKUMOHA/IbHbIE ONMUCaHUS 3/1eMEHTOB MPOLLECCOB YPOBHSA 2 yCTaHaBMMBAKT KlacCUguKaumoH-
Hble NPW3HaKK, N0 KOTOPbIM peasibHble MPOoLecChl MOryT OblTb OTHECEHbl K KaTeropuv npoueccos, COOTBET-
CTBYHOLLE KOHKPETHOMY 3/1eMEHTY MPOLEeCcCOB.

7.2 ®yHKUMOHA/IbHOE OMUcaHne 3M1eMEeHTOB NPOLLECCOB YPOBHA 2 COAEPXMUT: UAeHTudumkarTop, nuKTo-
rpamMmMy, HaMMeHOoBaHWe N (OYHKLWOHANIbHYI0 XapakTepuCTUKy. PeanbHblii Npouecc cumtaeTcs OTHOCALLMMCSA
K CTaHAAPTHOMY 3n1eMeHTy npoueccoB eTOM, ecnm OH BbINOMHAET OAHY Y3 YHKLMWIA, yKa3aHHbIX B PYHKLMO-
HabHOI XapaKTepuCcTMKe 3fieMeHTa NpoLeccoB.

7.3 ®YHKUMOHA/IbHbIE OMUCAHUA 3/IEMEHTOB MPOLECCOB YPOBHA 2 And rpynnbl SD&M [O/MKHBLI COOT-
BETCTBOBATb AaHHbIM Tabnuubl 1
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Tabnuya 1— OyHKUMOHA/IbHBIE ONMCAHUSA 3NEMEHTOB MPOLLECCOB YPOBHSA 2 Ansa rpynnsl SD&M

MaeHTudukatop
1 nuKTorpamma

1221

m
i

1222

1223

o—|

HanumeHoBaHWe afieMeHTa
npoueccos

Crparerus

1 NNaHnpoBaHve
pasBuTns ycnyr
(service strategy and
planning)

dopmuposaHue
WHAPaCTPYKTYpPbl yCnyr
(service capability
delivery)

PaspaboTka ycnyr

M OT3bIB C pblHKA

(service development and
retirement)

®yHKUMOHANbHAA XapakTepuctuka

Mpouecchl pa3paboTky CTpaTerMm U NepcnekTMBHOIO GU3Hec-na-
Ha Ha [,0/ITOCPOYHYI0 NEpCneKTBY NPUMEHUTENBHO K YC/lyram opraHu-
3auun CBSI3W, HanpPaB/EHUAM Pa3BUTUS YCIYT U K y4acTHUKaM MNpego-
CTaB/EeHUs yCryr

MpoBeaeHMe Hay4yHo-UccefoBaTeNbCKUX paboT C Lefbio onpese-
NEHUS NEPCNEKTUBHBIX YCAYT U CTpaTernii AOCTMKEHNS NMOCTABEHHbIX
uenei.

CTpaterns pasBuTust YCIyr AO/MKHA CO34aBaTbCs Ha OCHOBE CTpa-
TErnii 1 NPOrHO30B MO Pa3BUTUID MOPTENs NPOAYKTOB M MO paclumpe-
HUIO PbIHOYHLIX MO3WLUMIA opraHu3auun. CTpaterusi 4o/MKHA BKIOYaTb
NpeA/IOKEHNS MO PacLUMPeHU0 BO3MOXHOCTEN CYLLECTBYIOLLMX YCyr
U M0 CO3[aHNI0 HOBbIX BOCTPEBOBAHHbLIX YCNyT

Mpouecchl pa3paboTkn cTpaTern U naaHUPoBaHWUs A0/MKHbI 06e-
crneunBatb pas3paboTKy FOAOBbLIX M AOATOCPOUHBIX MIAHOB MO MOA-
[lepXKe MpoAyKTOB W NpeasioxeHusi. Moaaepxka AO/MKHA BKIOYaTh
NPOrHo3npoBaHne o6beMa YCNyr AN UMEHLLUXCA U NOTeHLMabHbIX
K/IMEHTOB, COrMacoBaHne TpebyeMbiX PECYPCOB, N/aHUPOBaHWE pas-
paboTk/ W ynpaefeHUs ycnyramu, corjacoBaHue 06s3aTeflbCTB Mo
Liernouke NocTaBoK 1 YTBEPXKAEHNE MNAHOB.

Mpouecchl ycTaHOBMEHNUS TPpe6GOBaHWiA K ycryram B 4acTu UX CO-
OTBETCTBUS CTaHAapTam. lpouecchl onpefeneHnsi HOBbIX BO3MOXHO-
cTeli NepcnekTUBHBLIX YCMyr, ONpPEefEeNeHnst YpoBHEl KauecTBa YCyr,
NOLrOTOBKM 3afaHnii Ha pa3paboTky HeJoCTalLWMX 3/IEMEHTOB YCyT,
onpefeneHns LEeneBbiX 3HaYeHUi napaMeTpoB CTOMMOCTM YCyr

Mpoueccbl NNaHMpoBaHWs U BBOAA B AelicTBMe 06Lieil MH(pa-
CTPYKTYpbl, o6ecneunBatoLleli no Mepe HEOGXOLMMOCTU NpoBeAeHVE
MofiepHu3aLmMm ycnyr. K 3TuM npoLeccaM OTHOCATCS Takke NpoLecchl
VHTErpauum MHPacTPYKTypbl OpraHv3auun CBA3U C UHDPACTPYKTY-
pamu NOCTaBLLMKOB W MapTHEPOB.

Mpouecchl NPOrHo3MpoBaHUs cnpoca Ha ycnyru v céopa ceefeHuii
0 HOBbIX BO3MOXHOCTSIX MepPCneKTUBHbIX ycnyr. Mpolecckl NoaroTos-
K/ YCNYr, Y10BNETBOPSIOWMX NPOrHO3MPYEMbIM NOTPEBGHOCTSAM Cylle-
CTBYIOLUMX 1 NEPCNEKTUBHBIX KIMEHTOB

Mpouecchl pa3paboTkn 1 BBOAA B AECTBME HOBbIX WK YMyYlUEH-
HbIX BWAOB ycnyr. K aTuM npoueccam OTHOCSATCA paspaboTka npolec-
COB U Npoueayp, ynpaefieHne U3MeHeHUsIMI 1 NOATOTOBKA 3KCMyaTa-
LIMOHHOW [OKyMEeHTaLmu.

Mpouecchl pasBepTbiBaHNUsS W TECTUPOBAHUA BUAA YCAyru, ynpas-
NIEHVS1 NPOU3BOAUTENLHOCTBIO U KaslbKysLMKM ce6ecToMMoCTV Buaa
ycnyru



MpunoxeHue A
(o6sa3aTenbHoe)
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HaumeHoOBaHusA aneMeHTOB NPOLIECCOB YPOBHA 2 ANA rpynibl NPOLECcCOB YPOBHSA 1
«Pa3pa6oTka u ynpaBsneHue ycnyramm» SD&M

A1 HaumeHoBaHWS 3aneMeHTOB MPOLIECCOB YPOBHS 2 AN FOPU3OHTanbHOW rpynnel npoleccoB «PaspaboTtka u
ynpaeneHue ycriyramm» SD&M (Service development and management) formkHbI COOTBETCTBOBATL AaHHbIM Tabnuubl A.1.

Tabnuuya A1 — «Pa3spaboTka u ynpaeneHue ycnyramm» SD&M

MAeHTI/IdJI/IKaTOp HanmeHoBaHue anemeHTa npoveccos AHITIMACKWIA 3KBUBaNEHT HAMMEHOBaHMA
1221 CTparterus u nrnaHupoBaHue pasBuUTUsS ycryr Service strategy and planning
1222 dopmupoBaHne UHPPaCTPYKTYpbl yenyr Service capability delivery
1223 Pa3paboTka ycnyr 1 oT3biB C pblHKa Service development and retirement




FOCT P 53633.6—2012

YK 621.391:006.354 OKC 35.020

Kntouesble cnoea: eTOM, o6was cTpykTypa Gu3Hec-npoLeccoB, rpynnbl MPOLECCOB, 3NeMEHTbI NPOLECCOB,
AEeKoMNo3numsa NpoLeccoB

PepakTop E.B. Slkoeneea
TexHudeckuin pegaktop B.H. MNpycakosa
Koppektop C./. @upcosa
KomnbloTepHas BepcTka J1.A. Kpyeoeol

CpaaHo B Habop 28.10.2018. lNoanucaHo B nevatb 08.11.2018.  dopmat 60x841/8. lapHUTYpa Apuan.
Yen. ney. n. 1,40.  Yu.-usg. n. 1,24.
MoAroToBNEHO Ha OCHOBE ANEKTPOHHOW BEPCUM, NPeaoCTaBnNeHHOW pa3paboTunkoM cTaHaapTa

Co3zgaHo B eAWHWYHOM ucnonHeHun Oryrn « CTAHOAPTUH®OPM» ana komnnekToBaHua degepanbHoro MHpopmMaLmMoHHOro
hoHAa ctanaapToB, 117418 Mocksa, HaxumoBckumid np-T, 4. 31, k. 2.
www.gostinfo.ru  info@gostinfo.ru


https://www.mosexp.ru#
https://www.mosexp.ru# 
https://files.stroyinf.ru/Data2/1/4293786/4293786207.htm

