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BBeneHue

Ipynna cranaaproB «PaclumpeHHas cxema aesitTenbHOCTM opraHu3auum ceasu (eTOM)» paspabortaHa ¢
yyeTom pekomeHgaumi M.3050.x cektopa ctaHaapTm3auum anekTpoceasn MexayHapoaHoro cor3a anekTpo-
csasn (MC3-T).

Pexomenaaumu no eTOM (Enhanced Telecom Operations Map) Bx0aAT B COCTaB CEpUn peKoMeHAaLun
M.3xxx MC3-T, koTopasi ctaHaaptusupyet «Cetb ynpasnenus anektpocessbio» TMN (Telecommunications
Management Network) — moaenb ynpasneHus 060opyaoBaHUEM, CETAMU M YCRyraMu SneKTpOoCBA3n.

CraHgaptel eTOM ycTaHaBnNMBAIOT KNacCUPUKALMOHHYIO CXxeMy NPOU3BOACTBEHHbLIX NPOLIECCOB opra-
HU3aLUui CBSI3N, TEPMUHOMOINIO, METOA UEPaPXMUECKOW AEKOMMO3MLIMK NPOLIECCOB, CTAHAAPTHLIE SMEeMEHTbI
NPOLIeCCOB U METOAONOMMIO MOCTPOEHNA MOAENEN NPOM3BOACTBEHHBIX MPOLIECCOB U3 CTAHAAPTHLIX 3MEeMEeH-
TOB.

Mogaens eTOM, onpeaeneHHas Ha ocHoBe pekomMeHaaumii MC3-T no eTOM, 6bina paspaboTaHa Mex-
AyHapogHow accouuaumern TM Forum (®opym ynpasneHus TeNekoMMYHUKaLUsMU) B pamkax nporpammbl
pabot «HoBoe nokoneHue cucTem ynpaeneHus U nporpammHoro obecneyvenus» NGOSS (New Generation
Operations Systems and Software).

Mogenb, eTOM npegHasHadeHa Ans NnpUMEHEHUA nNpyv MOAENnMpPoBaHUM WM peopraHnsauuuM npoussoa-
CTBEHHbIX NPOLIECCOoB, Npu paspabotke cuctem ynpasneHus u OSS/BSS — cucrtem nogaepxkn aesTensHo-
CTW/6usHeca opraHu3auuii CBA3W, NPU CUCTEMHON MHTErpauum CUCTEM aBTOMATU3aUMU MPOM3BOACTBEHHbIX
NPOLIeCCOB 13 KOMMOHEHTOB Pa3HbIX NPOU3BOAUTENEN.

O6ulas cTpyktypa dusHec-npoueccos eTOM, craHaapTusupoBaHHaa B FTOCT P 53633.0, onpegenser
CTPYKTYpbl ypoBHel 0 n 1 eTOM, a Takke ux anemMeHTbl. CTPYKTYPbI U 3MEMEHTbI MPOLIECCOB AN YPOBHEN 2 U
3 nepapxuudeckon cTpykTypbl eTOM onpeaensaoTcs ApyruMmu ctaHaaptamu rpynnel eTOM.

CTpyKTYypa 1 35IeMeHThl NPOLECCOB YPOBHA 2 06pa3oBaHbl B pesdynbrate AEKOMMO3ULUMM rpynn npo-
ueccos ypoBHa 1 eTOM. Kaxxgoi rpynne npoLeccoB YPOBHS 1 COOTBETCTBYET CBOSI COBOKYMHOCTb 9fIEMEHTOB
NPOLIECCOB YPOBHS 2, KOTOPAas YCTaHaBMMBAETCA OTAEMbHBIM CTAHAAPTOM.

Hacroawwui ctaHgapT onpeaenser CTPYKTYPY UM SreMEeHTbl NPOoLeCcCOB YPOBHA 2 AN rOPU3OHTanbHOM
rpynnbl NPOLECcCoB «YNpaBneHWe MapKeTUHIOM U NpeanoXeHueM npoaykray M&OM B rmaBHoi obnactu npo-
ueccoB «Ctparterusi, UHPPaACTPYKTYpa U NPOAYKTY.

CobnoaeHne 0CHOBHbIX MONOXEHUI CTaHAapTa Npu aBToMaTUu3auum AesTenbHOCTU OpraHn3aLmnin CBA3n
obecneynt BO3MOXHOCTE MOCTPOEHUS CUCTEM ABTOMAaTM3aLUW U3 KOMMOHEHTOB CO CTaHAAPTHLIMWU UHTEp-
cdheiicaMmm 1 NO3BOMUT BbIOUpATL NyYLUMe B CBOEM KNACCE KOMMOHEHTBI CPEAN KOMMOHEHTOB PasHbIX NPOou3-
BOAMTENEN.
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HALUWOHANBbHBIN CTAHOAPT POCCUNCKON OEQAEPALMUMU

UndopmaumoHHbie TexHonorun. Cetb ynpaBneHusi NeKTpoCBA3bI0
PACLWWMAPEHHAA CXEMA JEATENBbHOCTU OPFAHU3ALIUU CBA3U (e TOM)

JekoMnosuuusa u onucanusa npoueccos. Mpoueccobl ypoBHa 2 eTOM.
CTparerua, i pacTpykTypa u npoAaykT. YnpaBneHne MapkeTMHIOM U NpeasioXXeHnem npoaykra

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

DNara BBepeHua — 2013—04—01

1 Obnactb npuMeHeHUst

HacTosAwmii ctaHaapTt yctaHaBnMBaEeT CTPYKTYPY UM 3NEMEHTbI NPOLIECCOB YPOBHA 2 ANSA rOPU3OHTaNb-
HOW TpynMbl NPOLIECCOB «YNPABNeHMe MapKETMHIOM U npeanoxeHuem npoaykra» M&OM (Marketing and offer
management), ABNAOLENCSA 9NIEMEHTOM CTPYKTYPbl YPOBHSA 1 B rmaBHOM obnactu «Crparerus, HPpacTpyk-
Typa u npoaykt» SIP (Strategy, infrastructure and product) mogenu eTOM (Enhanced telecom operations
map). MasHas o6nactb SIP n rpynna npoueccos M&OM onpeaeneHbl B 6azoBoM ctaHgapte FOCT P 53633.0.

HacrosAwmit ctaHaapT pacnpoCTpaHAeTCs Ha BCE NPOLIECChl yNpaBIieHUs: MapKETUHIOM U NPEANOXEeHU-
eM npoaykTa opraHu3auuu CBAA3M HE3ABUCUMO OT TOTO, KakMe TEXHONOrMKU SNEKTPOCBA3U OpraHu3aums npu-
MEHSET U Kakue MHPOKOMMYHUKALMOHHBIE YCIYTM OHA OKAa3bIBAET KIIMEHTaM.

Hactosawmit ctaHaapt npegHasHadeH AnsA NpUMEHEeHUs OpraHu3aumsaMu CBA3W, CUCTEMHBIMU UHTErpa-
TOpamu U NPOU3BOAUTENAMM CUCTEM aBTOMATU3ALIMKU NPOU3BOACTBEHHbIX NPOLIECCOB.

OpraHu3auun CBfA3W, BbICTYNAatoLue B pOnM onepaTopa CBA3N W/unu oneparopa CeTu, MOryT NPUMEHSATb
HacCTOALLMI CTaHAapT NPU MOAENUMPOBAHWM, ONTUMU3ALIMK U pEopraHn3auun NPON3BOACTBEHHLIX NPOLIECCOB
U CTPYKTYpbI OpraHu3aLmu, a TakKe npu 3akase CUcTteM aBToMatu3auun NPpou3BoACTBEHHBIX MPOLECCOB.

CHUCTEMHBIE MHTErPaToOpPbl MOTYT MPUMEHATHL HACTOALLMMN CTaHAAPT NPU NPOEKTUPOBAHUN KOMNAMEKCHBLIX
CMCTEM aBTOMAaTU3aLMU NPOU3BOACTBEHHLIX MPOLECCOB C UCNOMNb30BAHMEM CUCTEM U KOMIMOHEHTOB Pa3HbIX
NPOU3BOAUTENEN.

Mpown3BoauTenu cucteM aBTOMAaTM3aLUmn NPOU3BOACTBEHHBIX NPOLECCOB MOTYT MPUMEHATL HACTOALLUM
cTaHaapT npu pa3paboTke KOMMNOHEHTHOW CTPYKTYPbl M MHTEPdEHCOB CBOUX CUCTEM, a TAKXe Npu COrnacoBa-
HWUM C 3aKazdmkamu TPeOOBaHUIN HA UX NOCTABKY.

TpeGoBaHUsi HACTOSILLETO CTaHAApTa He pacnpOCTPAHAIOTCA HA AEWCTBYIOLME CTAHAAPTbI, KOTOPbIE
ObIn NPUHATLI 10 BBEAEHUS €70 B ASHCTBUE.

2 HopmatuBHbI€ CCbISIKU

B HacToAweM ctaHaapTe UCNoMNb30BaHa HOPMaTUBHAA CChIfNKa Ha CrieayoLwwuii CTaHAapT:

FOCT P 53633.0 MHdopMauuoHHble TexHonormu. CeTb ynpaBneHUs anekTpocsA3bio. PacwmpeHHas
cxeMa AeATeENbHOCTM opraHm3auum ceasu (eTOM). Obwasn cTpykTypa buaHec-npoLeccos

n puMme4yaHne — rlplll nonb3oBaHUM HacToALUM CTaHQapTOM L|,eJ'IECOO6p83HO npoBepuUTb ,qef/'ICTBlﬂe CCbINou-
HbIX CTaHAApToB B MH(POPMAaLMOHHOW cucTeMe obLero nonb3oBaHnsa — Ha oguumansHoM cante deaepantbHoro areHT-

CTBa M0 TEXHNYECKOMY PEryIIMpOBaHWIO U METPOSIONMK B CETU MHTEPHET MIU MO EXEroAHOMY UH(OPMaLMOHHOMY YKasa-
Tenio «HaumoHanbHble CTaHAapTbl», KOTOpLIiA ony6nMkoBaH No COCTOSHUIO Ha 1 siHBaps TEKYLUEero roga, W no Bbinyckam

M3pnaHue ocbuumansHoe
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€XeMeCAYHOro MHGOPMaLMOHHOTO yKasaTens «HaluoHanbHble cTaHaapThl» 3a TeKyLMiA rod. Ecnin 3aMeHeH cChinoYHbIi
CTaHgapT, Ha KOTOpbIf JaHa HefaTUpoBaHHas CCbifika, TO PEeKOMEHAYETCS UCTONb3oBaThb AeWCTBYHOLLYH0 BEPCUIO 3TOMO
cTaHgapTa ¢ y4eToM BCEX BHECEHHLIX B AaHHYI BEPCUI0 U3MeHeHWA. ECNi 3aMeHeH CChINOYHbIA CTaHAapT, Ha KoTophblii
AaHa AaTvpoBaHHas ccbiflka, TO PEKOMEHAYETCSA UCTIONbBIOBaTL BEPCUIO 3TOTO CTaHAapTa C YKasaHHbIM Bbille FOAO0M YT-
BepXaeHuUs (NpuHATUA). Ecnu nocne yTBepXAEHUS HACTOSALLEro cTaHgapTa B CChINOYHLIA CTaHAapT, Ha KOTopkIi AaHa
[aTMpOBaHHas CCbiflka, BHECEHO M3MEHeHM e, 3aTparuBatoLLiee NofioKeH e, Ha KOTOPOe JaHa CChiflka, TO 3TO NONoXeHWe
peKoMeHIYeTCst NPUMeHsITE Ges yueTa faHHOro M3MeHeHUs. Ecnin cebinoYHbIi cTaHgapT oTMeHeH 6e3 3aMeHbl, To noso-
XeHWe, B KOTOPOM fiaHa CChifika Ha Hero, PEeKOMeHAYETCA NMPUMEHSITE B YaCTU, He 3aTparuBatoLLei 3Ty CCbImKy.

3 TepMuHbI U onpeaeneHns

B HacToAwem cTaHaapTe NPMMEHEHbI CreayloLme TEPMUHbI C COOTBETCTBYIOLLMMM ONpPeaeneHUAMU:

3.1 ousHec-npouecc (business process): Mpon3BoACTBEHHbIN NPOLECC OpraHu3auun CBA3MW.

3.2 nepapxuveckana agekomnosuumusa npouecca (hierarchical process decomposition): Meroa no-
cnepoBaTenbHON AeTanu3auuu npoueccoB 6onee BbICOKOrO YPOBHA Ha NMpouecckl 6onee HU3KOro YpPOBHA C
uenbto obecneyeHms BO3MOXHOCTU MOAENUPOBAHMA MPOTEKaHWA NPOLECCOB BbICOKOrO YPOBHSI C MOMOLLBIO
NpPOLECCOB HMKHErO YPOBHS.

3.3 knueHT (customer): dusnyeckoe nnu OpPUINYECcKoe NMLUO, NoKynaowee y opraHusauum CBA3n nnu
nony4atoLyee 6ecnnaTtHo NPoAYKTbl U YCRYru.

3.4 onepartop cBA3M (service provider): FOpuaudeckoe NUUO UM MHAUBMAYANbHLIA NPeANnPUHUMA-
TenNb, OKa3bIBAOLLMI YCNYr CBA3W HA OCHOBAHMM COOTBETCTBYIOLLEN NULEH3UKN. ABNAETCA NOCTABLUUKOM UH-
POKOMMYHUKALIMOHHbIX YCIyT KIIMEHTAM.

3.5 oneparop cetu (network operator): OpraHusauus cBasu, NPOU3IBOACTBEHHAA AEATENMbHOCTbL KOTO-
POV HanpaBneHa Ha nNpeaocTaBneHue TPakTOB nepeaayn MHopMauum n COeANHEHUN Yepes CETU ANeKTPo-
CBA3N.

3.6 opraHusaumusa (enterprise): KOpugumueckoe nuuo, OCYyLIECTBNAOLWEEe AEATENbLHOCTb B 0bOnacTtu
CBSi34 B Ka4eCTBE OCHOBHOIO BUAA AEATENbHOCTMU.

3.7 naptHep (partner): Y4aCTHUK COBMECTHOW C opraHu3aumen cBsa3n AeaTeNnbHOCTU NO npeaocrasne-
HUIO YCNYT KIIMEHTaM, CBA3aHHbIW C OpraHn3auuen J0roBOpHbIMM OTHOLLEHUAMMU, KOTOPbLIE ONpeaensioT A0S0
NpubLINU U MaTepuanbHy0 OTBETCTBEHHOCTb NO PUCKaM.

3.8 nocTtaBwmk (supplier): KOpuanyeckoe nUUO, B3aUMOAENCTBYIOLLIEE C OpraHu3aLmen ceasn B obe-
cnevyeHuy ToBapamMmu n ycnyramu, KOTopble UCNONb3yIOTCA OpraHu3aumeli Nnpu npeaocTaBneHn NPoAYyKTOB U
YCAyr KNMeHTam.

MpumedvyaHune —lpegnonaraeTcs, 4To opraHnsaunsa cBA3N Ucnonb3yet cpeacTsa eTOM ansa mogenuposaHus
CBOWX NMPOU3BOACTBEHHbIX MPOLECCOB.

3.9 npoaykr (product): MatepuanbHan u/unu HemarepuanbHas CyWHOCTb, Npeanaraemasl unu npeao-
cTaBnsieMasi opraHmsaumen CBA3U KNUEHTY.

MpumevyaHue — MNpoayKT AOMKEH BKNOYaTb KOMMOHEHT NpeAocTaBneHns ycnyri. MNpoaykT MOXeT BKNoYaTb
Takke 0B6paboTaHHbIe MaTepuantl, NporpaMmMHoe obecnevyeHne Uunm annapartHele CpeacTBa U Nobyto ux koMbuHauuto.

3.10 npouecc (process): MocnenoBaTenbHOCTb CBSA3AHHBIX AEUCTBUI UMK 3aAady, HEOOXOAUMBIX ANA
[OCTUXEHUS OnpefienieHHOoro pesynerara.

3.11 pacwupeHHas cxema AeATeNbLHOCTU opraHu3auum ceasu (enhanced telecom operations map;
eTOM): 3tanoHHasa obLias CTPyKTypa Npou3BoACTBEHHOW AEATENbLHOCTU OpraHu3auum CBS3U, onpeaensio-
Laa cTaHaapTHble 9reMeHTbl MPOLIeCCoB, U3 KOTOPbIX AOMMKHbI CTPOUTLCA MOAENWU BCEX MPOU3BOACTBEHHbIX
npoLeccoB.

3.12 pecypchbl (resource): Pusnyeckue u NOrMYECKUe KOMMNOHEHTLI, UCNONb3yeMble Ansa popMmuposa-
HUS YCIT.

MpuMevyaHue — B Ka4ecTBe PecypcoB UCMOMb3YIOTCS NMPUIOXKEHUS, CPEACTBA BbIMUCIIMTENBHON TEXHUKUA Y
3M1EMEHTBI CETEBOW UHPACTPYKTYpHI.

3.13 cuctema nopgaepxkn 6usHeca (business support system; BSS): Cucrema, nogaepxuvsaiowas
npoueccel eTOM u3 obnactu «Ctpaterus, MHpacTpykTypa v NPOaYKT».

3.14 cuctema noaoepXKu OCHOBHOM AesTenbHOCTU (operations support system; OSS): Cucrema,
noaaepxusatowas npoueccbl eTOM n3 o6nactu «OCHOBHasA AeATENLHOCTbY.

3.15 ckBo3HoW npouecc (end-to-end process flow): CoBOKYNnHOCTb BCEX NOAMPOLECCOB, AEWCTBUN U
nopsaoK UX CrieoBaHus, KOTOpble HE0BXoAUMbI ANS AOCTUXEHUSA LiENen BeINOMHEHMS npouecca.

2
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MpnumevyaHune — CkBO3HbIE NPOLIECCHI NPOEKTUPYIOTCA € UCMONb30BaHUEM CTaHAAPTHLIX 3MeMEHTOB MnpoLiec-
COB, onpeaereHHbix B eTOM.

3.16 cywHocTb (entity): KoHkpeTusauus unu aberpakums, pasnuyaemble B Npeaenax cucreMbl.

MpumeyvyaHune — lMpumepamu cylHOCTE ABNSAIOTCA CUCTEMA, NOACUCTEMA, KOMMOHEHT, Krnacc, 0bbeKT, UHTep-
deiic, KMMeHT, Npouece, NPUNoXeHne, cneLmdukaLims.

3.17 ycnyra cBsa3u (service): [learensHOCTbL MO npuemy, o06paboTke, XxpaHeHuIo, nepeagaye, 4OCTaBke
Co06LIEHNIT SNEKTPOCBSI3N UITM NOYTOBLIX OTNPABEHUI. ABNSETCS COCTABHOM YaCTbi0 NPOAYKTA, NPeAHa3Ha-
YEHHO ANA NPOAAXMN KIMMEHTY B COCTaBe NPOAYKTA.

i pumMmev4yaHune — o,[lHa U Ta Xe ycrnyra MOXeT BXOAUTb BO MHOXECTBO pa3liuvHblX NPOAYKTOB, NpeaocTaBnsae-
MbIX MO pasiUYHON LeHe.

3.18 uenouka noctaBok (supply chain): CyLHOCTU M NMPOLECCHI, B TOM YUCAe BHELLUHUE NPOLIECChl
opraHusauum, KoTopble 3a4EMCTBOBaHbI NMPU NOCTABKE TOBAPOB U YCNYT, HEOOXOAUMBIX ANA NPEAOCTABNEHUN

NPOoAYKTOB U YCAYr KNMEHTaM.
3.19 anemeHTbI NpoueccoB (process elements): CtaHaapTHbie GNOKU UKW KOMMNOHEHTbI, UCMONb3ye-
Mble AN COOPKK CKBO3HbLIX BU3HEC-NPOLIECCOB.

4 O6wune nonoxeHus

4.1 PaclumpeHHass cxema [AesiTenbHOCTU opraHu3auumn cesasn (eTOM) aBnaeTca MHCTPyMEeHTarnbHbIM
CpeAcTBOM ANA MOAENWPOBAHWSA, ONTUMM3ALMK U PEOPraHn3aLum NPou3BoACTBEHHbIX MPOLECCOB U CTPYKTY-
pbl OpraHu3auui CBa3su.

4.2 CraHaaprHble rpynnbl NpoLEeccoB YPOBHS 1 U aneMeHTbl npoueccos yposHen 2 u 3 eTOM aBnsioT-
CA KaTeropusiMu, UCNOsb3yemMbIMU AN Knaccuukaumm npon3BoACTBEHHbLIX NPOLECCOB OpraHusaumu, a He
Mogenamn peanbHbix npoueccoB. OHM onpeaeneHbl C MakKCUMasnbHO BO3MOXKHOMW CTENEHbIO OOLHOCTHM TakuM
06pa3om, 4ToObl ObITb HE3ABMCUMBLIMU OT NPOAYKTOB, YCIYI U TEXHONOIUIN CETEN 3NEKTPOCBA3MN.

4.3 Hacroswwmii ctraHgapt ycraHaBnuBaeT CTPYKTYPY U 3NEMEHTbI NPOLeCCOB YPOBHA 2 ANA FOPU3OH-
TanbHowW rpynnsl npoueccos M&OM — «YnpasneHne MapkeTMHIOM U NPEANOXKEHUEM NPOAYKTaY.

3nemMeHTbl NPoLIeCCOB YPOBHSA 2, onpeaeneHHble HAaCTOSILLMM CTaHAApPTOM, MOTYT UCTOSNb30BaThCA B Ka-
YyecTBe CTPOUTENbHbLIX GI0KOB NPU NOCTPOEHUU NOTOKOBLIX AMarpaMM pearibHbIX MPOM3BOACTBEHHbIX NPoLec-
COB, OCYLLECTBRALLMX OPMUPOBAHUE PbIHOYHON CTPaTErMM U KaHanoB cobiTa, pa3paboTKy U NPoABMKEHUE
Ha PbIHKE HOBbIX NPOAYKTOB, PEanu3aumio CTpaTernii MapkeTUHra U NPeAnoXeHUs NPOAyKTOB.

5 UpeHtTndmkaumsa npoueccos

5.1 Ona nHavkauumn nosMumoHNpoOBaHUA 3NEMEHTOB NPOLECCOB YPOBHA 2 HA rpadpmMyeckoM npeacras-
neHun CTPykTypbl ypoBHA 1 e TOM NpuMEHSIoTCA NUKTOrpaMMbl MaTtpuyHoOW CTpykTypbl e TOM. MartpuyHas
CTPYyKTYpa obpasyeTca nyTem HanoXeHus BePTUKASbHbIX FPyNn NPOLECCOB HA rOPU3OHTaNbHbIE IPYNMbl NPO-
ueccos eTOM.

MecTto anemeHTa npoLeccoB UK rpynnbl NPOLECCoB B CTPYKType ypoBHS 1 eTOM nokasbiBaeTcst nyrem
BblAENeHuUst TeMHbIM POHOM COOTBETCTBYIOLLMX 3NIEMEHTOB MAaTPULbl HA MUKTOrpamMmMe.

Ha pucyHke 1 npuseaeHo ctaHgapTHOe rpaduyeckoe npeacraBneHme cTpykTypbl ypoBHa 1 eTOM B co-
orBeTctBuu ¢ MOCT P 53633.0. MNMuktorpammMa ropusoHTanesHow rpynnsl M&OM npeacrasneHa Ha pucyHke 2.
Ha oGoux pucyHkax rpynna M&OM BbigeneHa TeMHbIM (DOHOM.

5.2 B eTOM npuHsATa cxemMa HymMepauuu rmaeHbIX obnacTen, rpynn u areMeHTOB NpoLeccoB C NOMO-
wbto naeHtugukaropos npoueccos ID (identifier). MaenTudukatop npoueccos UMeET crieayiotmia popmar:

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

rae: aaaaaa — HOMEp, Ha3HaYaeMblii opraHusaLueii cBaAsu. 3TOT HOMep ABNAeTcs npedukcom k ID ctanaapT-

HOro anemeHTa npouecca. Npedukc NPUMEHAETCA B TEX CNyYasx, KOraa opraHusauuns cHuutaeT
HEOoOX0AUMbIM PACLUMPUTL UNKU U3MEHUTL ONPEeAeneHne CTaHAapTHOro dNeMeHTa Npouecea;

b — uudpa, ykasbiBawowasa paspaborunka npouecca. 3HadeHue 1 otHocutea k TM Forum, 3Have-
HUe 2 — KO BCEM APYrMM paspaboruukam;

X — uudpa, NpeacTaBnsaoLLas HoMep rnaBHon obnactu npoueccos. MNpuHATa cneaytowasa HyMme-
pauns: 1 — «OcHoBHaA aeatensHoCTby OPS, 2 — «CTparerns, MHppacTpykTypa U NPOAYKT»
SIP, 3 — «YnpasneHue opraHusauueri» EM;
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C KnuneHt
CrtpaTterus, nHpacTtpyktypa u npoaykr (SIP) OcHoBHas gesTtenbHocTb (OPS)
Crparervs YnpasneHvie YnpasneHve Mopnepxka BbInonHexve ObecneyeHve B
1 obsizaresb- XV3HEHHBIM XKN3HEHHbIM 1 obecneyeHne 3aKkasoB KauecTsa WITAHT
cTBa LMK/IOM LMK/IOM rOTOBHOCTU
NHAPaCTPyK- npoaykta npoLieccos
Typbl FAB
YnpasneHve MapKETUHIOM U MPe/IOKEHEM
npoaykTa (ME&OM) YnpaeneHvie B3aMMOOTHOLLEHWAMY C KneHTammn (CRM)
T- n n r n I n
PaspaboTka n ynpasneHvie yciyramm (SD&M) YnpasneHxvie 1 akcniyataumnsa ycnyr (SM&0)
T- n n r n M n

Paspa6oTka 1 ynpasnexue pecypcamu (RD&M)

(MPUNOXEHNE, BbIMUC/IMTESIbHAS TEXHMKA U CETb YNpaB/ieHne 1 KCn/yarauys pecypcos (RM&O)
\

(r|p|/|n0)KeH|/|e, BblHMCUTEIbHaA TEXHUKA U CETb CBﬂBI/I)

CBA3M)
T- n n r mn I n
PaspaboTka v ynpasneH1e Lenoykamm nocTaBok YnpasrneHne B3aMOOTHOLLIEHUSMW C MOCTaBLLvKaMu/napTHepamu
(S/IPRM)
n M ri M M n r
YnpaBneHue opraHusauymen (EM)
MnaHvposaHve YnpasneHvie YnpasneHve 3HaHVsAMN
cTpateryn v passutus ynp%Bl:g:ng plﬂ&"a’v’” 3)PeKTUBHOCTLIO opraHusaym
opraHusaLum P au opraHmsaummn 1 “ccrnefoBaHUsIMA
Yrpas/iekue C s apocoBG M cTOpOREMY Yrpasrese
dhvHaHCamMK 1 aKTMBamu p p NepcoHasiom

W BHELLUHMMW CBA3AMA

PucyHok 1— CTpykTypa ypoBHS 1 06Leli CTPyKTypbl 613Hec-npoueccos eTOM

PucyHok 2 — lMuktorpamma rpynnel npoueccos M&OM

Cc — uudpa, nNpeacTaBnfoWas HOMep rPynnbl NPOLECcCOB ypoBHA 1 B mpepenax rnaeHoi obnac-
TN. B rnaBHbix 06nactax OPS u SIP npuHATa Hymepauus rToOpM30oHTa bHbIX TPYNN NPoLeccoB
CBepXy BHU3 B npefenax o6a1actv B COOTBETCTBUM C PUCYHKOM 1;

d — umndpa, npeacrTasnalLag HOMeEp 3N1eMeHTa NMPOLEecCOB YPOBHA 2 B CTPYKTYype rpynnbl Npo-
LeccoB ypoBHA 1;

e — uudpa, npegcrtasngLLans HoMep 3leMeHTa NPoLeccoB YPOBHA 3 B CTPYKType 3/ieMeHTa npo-
LeccoB ypoBHA 2.

5.3 MpoeHTudukaTopbl NPOLECCOB CBA3aHbl C PYHKLUOHANBHBIMY ONMUCAHUAMW TPYNn U 9/IEMEHTOB NpPO-
ueccos eTOM 1 MCNONBb3YIOTCHA B KAYECTBE CCbIIOK HA onpefesieHns cTaHg4apTHbIX NPOLECCOB.

4
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6 CTtpyktypa M&OM u Ha3HayeHue npoueccoB

6.1 CTpykTypa ropu3oHTanbHOW rpynnsl npoueccoB M&OM — «YnpaBneHue MapKeTUHroM ¥ npegno-
XEeHneM npoaykTa» 1 COOTBETCTBYOLLME 3/IEMEHTbI MPOLLECCOB YPOBHA 2 NpMBEAEHblI Ha puUCyHKe 3.

MNpeHTudumkatop M&OM: 1.2.1.

6.2 lpoueccbl ropu3oHTanbHOM rpynnbl M&OM A0/mMKHbI paboTaTb ¢ MHGOpMaunein o Tekywen n nep-
CNEeKTUBHON NPOoUNbHON feATeNbHOCTMN OpraHn3aunn CBA3W, BKOYAs B3avMOAENCTBUSA C PbIHKOM. 3T npo-
Lecchbl 4O/MKHbI obecneunBaTtb PyHKLMOHANBHOCTb, HEO6X0AMMYIO AN BbipaboTKM cTpaTernn passuTusa opra-
HM3auun, pa3paboTkn HOBbIX MPOAYKTOB, yNpaBAeHUs CyLLecTBYOWMMN NPOAYKTaMu, peanusauun crpaTterui
MapKeTUHra u npefsioxeHns npoayKTos.

PucyHok 3 — [ekomnosvumsa rpynnsl npoueccos M&OM Ha 3/1eMeHTbI NPOLLECCOB YPOBHS 2

6.3 MMpoueccbl M&OM npepgHasHauveHbl AN peleHns 3afady cpeAHecpPOYHOR 1 AONTOCPOYHON nepcnek-
TMBbI, B TO BPEMSA KaK pelleHne MoBCefHEBHbIX 3ajay MpoBefeHna MapKeTuHra, npofax v npeanoxeHus
npoAykTa AO/MKHO OCYLLeCTBNATLCA C NMOMoLWbio npoueccoB rpynnbl CRM 13 rnaBHOW obnactm «OCHOBHas
[eATeNbHOCTbY.

6.4 Mpoueccbl M&OM fgomxHblI 0o6ecneynBaTth BbINOMIHEHWE 0653aTE/IbCTB OpraHn3aLnmn no NonyyeHuo
[0X0f0B, MO BbIMYCKY NPOAYKUMMW, MO NpubbINAM 1 ybbiTkam. OHU OOMKHbI yNnpaBnaTb LeHoo6pa3oBaHueMm,
npogaxamu n KaHanamu cbbita.

6.5 Mpoueccbl M&OM A0MXHbI NoAAEpPXMBaTb B3auMOAENCTBUS C PbIHKOM, (hOpPMUPOBAHNE PbIHOYHOW
cTpaTernm v kaHanos CObITa, aHann3 PbIHOYHOW MHOPMAaLUU U NPOABUXKEHNE HA PbIHKE HOBbIX U CYLLECTBY-
IOLLLMX MPOAYKTOB.

7 3nemMeHTbl NPOLEecCcCOB YPOBHA 2 And rpynnbl npouyeccos M&OM

7.1 ®yHKUMOHANbHbIE ONUCaHWUS 3/1IEMEHTOB MPOLECCOB YPOBHA 2 ycTaHaBnuBalT KiaccuukalnoH-
Hble NMPU3HaKKW, N0 KOTOPbIM peajibHble MPOoLecChbl MOryT 6GbITb OTHECEHbl K KaTeropum npoueccos, COOTBET-
cTBytoW el KOHKPETHOMY 3/1IEMEHTY NMPOLLECCOB.

7.2 ®OYHKUMOHa/bHOE OMMCaHue 3/1IEMEHTOB MPOLECCOB YPOBHA 2 COLEPXUT MAEHTUdUKaTop, MNUKTO-
rpammy, HaMMeHOBaHue 1N PYHKLMOHAa/IbHYI0 XapakTepucTuky. PeasnbHblii npouecc cuntaeTcsl OTHOCALWMMCS
K CTaHQapTHOMY 3nemeHTy npoueccoB eTOM, ecnu OH BbINONHAET OA4HY M3 (DYHKLMIA, YKa3aHHbIX B (DyHKLMNO-
Ha/NbHOI XapakTepucTuke 3/ieMeHTa MpoLeccoB.

7.3 ®YyHKUMOHa/IbHble ONUWCAaHUA 3/1IEMEHTOB MPOLECCOB YPOBHA 2 Ansa rpynnsl M&OM [0/IKHBI COOT-
BETCTBOBATb AaHHbIM Tabnuuybl 1.

5
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Tabnuuya

MpeHTudukarop
1 nuKTOrpamma

TJ

12.13

12.14

ST

12.15

17T

1216

TTTT

HavnmeHoBaHue anemeHTa

nporeccos
PblHOuHas  cTpaterus
n nonutuka (market

strategy and policy)

MnaHupoBaHne  nopT-
dena  npoayktoB  wu
npeaoXeHnin (prod-

uct and offer portfolio
planning)

dopmupoBaHne  UH-
hpacTpyKTypbl ans
npogykTa v npegnoxe-
Hua (product and offer
capability delivery)

dopmuposaHue WH-
hpacTpykTypbl Mapke-
TuHra (marketing capa-
bility delivery)

Pa3paboTka npopgykToB
N NPepsioxXeHnin u ot-
3bIB C pblHKa (product
and offer development
and retirement)

PacwupeHne  npopax
(sales development)

1— ®yHKUMOHA/IbHbIE OMUCAHUA 3/IEMEHTOB NPOLLECCOB YPOBHA 2 andA rpynnsl M&OM

DyHKLMOHA/IbHAS XapakTepucTmka

Mpoueccbl (hOPMMPOBaHNUSA CTPATErUii, oNpesensiowyx Lenv n eincTems
opraHusauyn Mo JOCTUXKEHMIO XENAaeMOro NOMOXEHUS Ha PbIHKe.
Mpouecchl onpeAeneHns LeneBbiX PbiHKOB, BK/IOYAOLWME aHa/IU3 U cer-
MEeHTaUWIo PbIHKOB, Pa3paboTKy CTpaTerMm MapkeTUHra A1l Kaxgoro cer-
MEHTa PbIHKa WK LieNIeBoli rpynnbl K/IMEHTOB.

dopMrpoBaHMe PbIHOYHOW CTpaTern JO/MKHO OCYLLECTB/ATLCS C YUETOM
cTpaTerMm pasBUTVS OpraHu3aLMi WU Ha OCHOBE pe3y/bTaroB aHanvsa U
UCCNEeAoBaHNsS pbiHKA

Mpouecchl pa3paboTkn cTpaTeruii Ans NPOAYKTOB, MAAHUPYEMbIX K BK/IHO-
UEHUI0 B NOpPTgIesb NPOAYKTOB OpraHu3aLmm.

Mpouecchl NPUHATUS PeLeHWi i O BKIOYEHUN OTAE/bHbIX BUAOB MPOAYK-
TOB B COCTaB NPe/IONKEHNs] opraHu3aumn. Mpoueccsl NAaHNPOBaHUSA Bbi-
BOAA HOBbIX MPOAYKTOB HA CErMEHTbl PbiHKA WM PaCLUMPEHWSI MPUCYT-
CTBUSI B 3TWX CErMEHTax.

MiaHnpoBaHWe [O/MKHO OCYLLECTBAATHCA C YUETOM CTpaTervy pasBuTusi
opraHu3auy 1 Ha OCHOBE Pe3y/bTaToB aHasM3a M UCCNefoBaHusl pbiHKa

Mpouecchbl ynpasneHus (hopM1MpoBaHneM UHAPACTPYKTYPbI 4S5 Bbinycka
NPOAYKTOB.

Mpouecchl co3aaHna B opraHM3aumy CBs3vM MHDPACTPYKTYpbl 415 BbIMy-
CKa HOBbIX WN U3MEHEHHBIX NPEAJIOKEeHUI NPOAYKTOB, B TOM YWC/e Mpo-
LleCCbl BHEAPEHUSI HOBbLIX TEXHOMOMMIA CBS3N.

Mpouecchl A0/MKHbI OCHOBbLIBATLCS Ha CTpaTerMy opraHMsauum Mo Bbimy-
CKY NpOAYKTOB

Mpouecco! ynpasneHns opmmpoBaHUeM WHMPaCTPYKTypbl 415 npoBe-
[eHUsi MapKeTuHra.

Mpovuecchbl co3aaHns HOBOW WM M3MEHEHHON PbIHOYHOW MHOIPACTPYKTY-
pbl (HanpMMep, OHNaNHOBbLIX KaHa/I0B W KaHa/10B MPoAaXx).

Mpoueccbl co3gaHnsa HOBOM WM U3MEHEHHOW KIMEHTCKON MHMpPacTpyk-
Typbl (Hanpumep, CPeACTB MAEHTUMMKALMKN, COXPaHEHWs, MaHUnyamMpo-
BaHWSA 1 NPUMEHEHUSI HOBbIX TUMNOB CBEAEHWIA O KNEHTaXx).

Mpouecchl A0/MKHBI OCHOBBLIBATLCSA Ha PbIHOYHON CTpaTeruy opraHusaumm
CBA3N

Mpoueccbl pa3paboTkM U BbiNycka HOBbIX MNPOAYKTOB WM YCMyT.
Mpouecchl BBEAEHVSI HOBbIX XapakTepuCTUK 1 MOAEPHU3ALMN CYLLEeCTBY-
IOLLWX NPOAYKTOB WM YCyT.

Bce npoAaykTbl M YC/yry, co3gaHHble npoleccamu, A0MKHbI GbiTb NOATo-
TOB/IEHbI /15 peasM3aumy npoueccamy U3 rnasHoli o6nact «OCHOBHas!
[eATeNIbHOCTb».

AhPeKTUBHOCTL MPOLLECCOB PaspaboTKM 1 MOAEepPHM3aLMK LOMKHA oue-
HMBATLCS MO CTENEeHW PacLUMPeHUs HOMEHKNATypbl NPOAYKTOB U YCyr, a
Takke Mo BPEMEHU BbiBOAA HA PbIHOK HOBbIX WM MOAEPHWU3NPOBaHHLIX
NPOAYKTOB W YCyT.

Mpouecchl 0T3biBa NPEANOKEHNS NMPOAYKTOB C PbIHKA.

Mpouecchl yNpaBieHnst 3aMmeHoli Bepcuii NPoAYKTOB U yCayr

Mpouecchl pa3paboTkn cpeAcTB MOAAEPXKKM MPOAAXK ANA HOBLIX U CyLle-
CTBYIOLLMX NPOAYKTOB M YCyr, NPOLECChl aHam3a 0T3bIBOB OT CyLLECTBY-
IOLLMX W MOTEHLUMANbHBIX KIMEHTOB.

K npoueccam paclumpeHus npofax OTHOCATCA NPOLEecChl pas3paboTku
NaHOB NPefOCTaB/EHNS CKUAOK, YCTAHOBKM Lefel No nosyvyeHuto Aoxo-
[0B, COCTaB/IeHNs NporpaMm o6yyeHust Mo NpoJaxam KakAoro npoaykTa,
pa3paboTky MeTOAO0MOMMN BbISIBMIEHWS] NEePCNeKTUBHbLIX KIMEHTOB, paspa-
60TK/ NpoLEeCCOB/METOA0B M MPOLieAyp NPoJaX HOBbIX MPOAYKTOB.
Mpoueccbl opraHu3aumMn KaHanoB cbbiTa NPOAYKTOB, 06GecnevmBaroLLmx
npoAaXxu 1 NoAAepXKy NpoAykToB. K 3TM npoleccaMm OTHOCATCA Beje-
HMe MeperoBOpOB MO OTAE/bHbIM KaHaiaMm, )OPMUPOBaHUE UMW KOPPEK-
TMPOBKa MPOLECCOB yNpaB/ieHns cueTamu, paspaboTka KaslbKynsumm LeH
0151 Kaokoro kaHana cbbita



OkoH4YaHne Tabnmuybl 1

NpeHTndmkaTop
1 nuKTOrpaMma

1217

Trn

HanmeHoBaHue anemeHTa
npoteccos

MapkeTVHroBble  CBS-
31 C PbIHKOM W npo-
[OBVXEHWEe  MPOAYKTOB
(product marketing
communications  and
promotion)
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Q’yHKLU/IOHaJ'IbHaH XapakTepucTtuka

Mpouecchl OCyLLEeCcTBNEHUS CBSI3ei opraHm3auum C KAWEeHTamn W pbiH-
Kamu.

Mpoueccbl peanv3aunnm MapKeTMHrOBbIX CBS3eil obecneynBaloT MOAro-
TOBKY ¥ ynpaBneHne B3avMOLENCTBUAMU C PbIHKOM, C MEPCMEKTUBHbLIMU
M CylecTBYOWMUMN KiveHTamn. CBSA3M peannsyloTcs 4vepes paccbii-
Ky peknamHbIX COOOLLEHMIA 1 Yepe3 cpefcTBa MaccoBOi WHopmaumm
(CMI). Mpouecchl hopMUpPYOT COOOLLEHMA 1 YyNPaBASOT UX PaCCbINIKOM
nyTeM MOMELLEeHNS COOOBLLEHN A B BbiCTaBNsieMble CYETA, Yepe3 CBA3b C
KIMeHTaMu no TenedoHy, nyTeM MOMeLLeHNs O6bsABNEHWIA B rasetax u
XypHanax. Llensmu npoueccos SBAATCA pas3pabdoTka v ynpasfeHne uH-
TepdpeiicaMmn ¢ Npeccoii, pagmo 1 TeNeBUAEeHNEM.

Mpoueccbl NPOABMXEHUS NPOAYKTOB Ha PbliHKE OCYLLECTBAAOT NOArOTOB-
Ky KOHKPETHbIX PEeKIamHbIX akuuidi onsi cofeincTBnsi mpojaxkam Mpoayk-
TOB, YyAEpXaHus CyLLeCTBYIOLMX U NPUBIEYEHUS HOBbIX KIMEHTOB. 3TU
npoueccbl 06ecneynBaloT OpraHu3auMio KOMNaHWin Mo NpPOABUXEHUIO
NPOAYKTOB Y pasMeLLeHNI0 peknamMbl C Lebio OKa3aHus BVAHUA Ha Pbl-
HOK, K/IMEHTOB W KaHasbl cbbiTa. lMpouecchl AOMKHbI obecneunBatb Mo-
31LMOHMPOBAaHNE NMPOAYKTOB Ha PbIHKE C aKLEeHTUPOBaHWEM BHUMaHWA Ha
NX KOHKYPEHTHbIX MpenmyLLecTBax.

Mpouecchl NPOABMXEHUS NPOAYKTOB BKOUAKT NPOLECCHI, KOTOpble B3a-
MMOAENCTBYIOT C OAHVMM WM HECKONbKMMW APYTMMK Npoueccamu: Mapke-
TUHra, MPoAaX W NPeaoXeHWUs NPOAYKTOB, Ynpas/eHus TOprosol Map-
Kol (bpeHZoM), uccnefoBaHVs pbiHKa U ynpasneHus peknamoit. K Takum
npowueccam OTHOCSATCS NPOLECCbl Pa3paboTKM peknaMHbIX KamnaHuin u
MapKETUHIOBbIX MEPONPUATUIA N0 NPOABMXEHUIO NPOAYKTOB, NPOLLECCHI
NPUHATYSA peLleHnii 06 yyacTn B BbiCTaBKax, MPOLECChl NOAAEPXKKN Bbl-
BOJA HOBbIX NPOAYKTOB Ha PbIHOK.

BbINONHEHNE peknamHbIX KaMnaHwuii OCYLLECTB/IAETCA C MOMOLLbIO Mpo-
LleccoB, OTHOCALLMXCS K 31eMeHTy npoueccoB «lpoBegeHne MapKeTuH-
ra» u3 rpynnel npoueccos CRM B rnaBHoi o6nactn «OCHOBHas AesiTeslb-
HOCTb>»
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Mpunoxexue A
(obsasaTenbHoe)

HanmeHoOBaHUA 311eMEHTOB NPOLECCOB YPOBHA 2 AN rpynnbl NPouUeccoB yPoBHA 1
«YnpaBrneHue MapkeTUHIoM U npeanoxeHuem npoaykra» M&OM

A.1 HaumeHoBaHUs 31eMeHTOB NPOLIeCCOB YPOBHSA 2 AN FOPU3OHTaNbHOM rpynnbl NpoUeccoB « YnpasneHue map-
KeTUHroM u npegnoxeHneM npogykra» M&OM (Marketing and offer management) gomkHel COOTBETCTBOBATL AaHHLIM
Tabnuusl A.1.

Tabnuuya A.1— «YnpaBrneHne MapKeTUHIOM U NpegnoxeHnemM npogykra» M&OM

WaeHTudmKaTop HanmeHoBaHWe anemMeHTa npoLieccoB AHINACKWI SKBUBANEHT HAUMEHOBAHUS

1.2.11 PeIHOYHas cTpaTerus u nonuTuka Market strategy and policy

1.21.2 MnaHupoBaHue nopTdena npodykToB u npeanoxe- | Product and offer portfolio planning
HUI

1.21.3 dopMupoBaHUe UHPPACTPYKTYpLl Ans npoaykta u | Product and offer capability delivery
npeanoxeHns

1214 DopMrpoBaHUE UHPPACTPYKTYPbI MapKETUHIa Marketing capability delivery

1.21.5 Pa3paboTka npoayktoB M npeanoxeHuin n ot3biB ¢ | Product and offer development and retirement
pbIHKa

1216 PaclimpeHue npogax Sales development

1217 MapKeTuHroBble CBA3M C PBIHKOM W NpoaBuxeHue | Product marketing communications and pro-
npoAyKToB motion

YOK 621.391:006.354 OKC 35.020

Kniouesble cnosa: eTOM, obwasn cTpykTypa OM3Hec-npoLueccos, rpynnbl NPOLEeCcCoB, ANEMEHTbLI NPOLIECCoB,
AeKoMno3numa Npoueccos
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TexHuueckuit penakrop YU.E. Yepenkosa
Koppektop #.A. Koponesa
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