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BBegoeHue

[‘pynna ctaHgapToB «PaclunpeHHasa cxema aesaTeNbHOCTN opraHusaumm ceasn (e TOM)» paspaboTtaHa ¢
ydyeToM pekomeHaauum M.3050.x cekTopa ctaHgapTu3aunum anekTpocesasn MexXxagyHapoaHOoro corosa anekTpo-
ceasn (MC3-T).

PekomeHgauumn no e TOM (Enhanced telecom operations map) BXoaaT B cOCTaB cepum pekoMmeHaauni
M.3xxx MCO-T, koTopada ctaHgapTusupyet «CeTb ynpaBneHua anektpoceasbio» TMN (Telecommunications
management network) — moaens ynpasneHus obopyaoBaHMeM, CETAMU U yCnyramm SneKTPOCBA3N.

CtaHgapTel e TOM ycTaHaBnmMBaloT KacCUpuUKauMOHHYIO CXeMY MPOU3BOACTBEHHbLIX NPOoLEeCcCOoB opra-
HU3aL M CBA3N, TEPMUHONOTUID, METOA NepapXmieckon 4eKOMMNo3nLnm npoLUeccoB, cTaHaAapTHbIE SMEMEHTHI
1POLLECCOB M METOAOIOTUIO NOCTPOEHNA Moaernen Nponu3BoACTBEHHBIX NPOLLECCOB U3 CTaHOAPTHLIX 3N1eMeH-
TOB.

Moaenb e TOM, onpeaeneHHas rpynnon pekomeHagaunn MC3-T no eTOM, bbina paspabotaHa mexay-
HapoaHou accoumnaunen TM Forum (Popym ynpaBneHusi TENeKOMMYHUKaLUAMN) B paMKax NporpaMmmel paboT
«HoBOEe nNokoneHne cnctem ynpasneHus U nporpammHoro obecneveHmnsa» NGOSS (New generation operations
systems and software).

Mogenbs eTOM npeaHasHavyeHa Ang npuMeHeHus npu MoaennupoBaHu U peopraHnsaunm nponsBoa-
CTBEHHbLIX NMPOLLEeCCOB, NMpn paspadboTke cuctem ynpasneHms n OSS/BSS — cucTteM nogaep Kk aesaTenbHoC-
TW/OU3Heca opraHM3aunun CBsI3U, NPU CUCTEMHOW UHTErpaunum CUCTEM aBToOMaTU3aLUn NPOUIBOACTBEHHbIX
NPOLLECCOB M3 KOMMNOHEHTOB pa3HbIX NPOU3BOAUTENNEN.

HacTtoqawun ctaHaapT ycTaHaBnMBaeT OOLWy0 CTPYKTYpY busHec-npoueccoB eTOM, Ha Dase KOTopoU
MOCTPOEHBbI BCe ocTanbHble ctaHaapTbl mogenn eTOM. CobnogeHne OCHOBHBLIX TpeboBaHU HACTOSLLErO
cTaHOapTa npu aBToMaTu3aummM AesTEeNbHOCTU OopraHM3auUnni cBsisu obecneynTt BOSMOXXHOCTb MOCTPOEHUS
CUCTEM aBTOMaTU3aLUN N3 KOMMNOHEHTOB CO CTaHAapTHEIMU UHTepdencamMmn 1 NO3BONUT BbIOUpAaTh Nydlline B
CBOEM Knacce KOMMOHEHTHLI cpean KOMMNOHEHTOB Pa3HbIX NMPOoU3BOAUTENEN.

IV
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HAUMWOHANBbHBIWN CTAHOAPT POCCUUCKOWN PEOEPALUMN

UHcopMaLUOHHbIe TexHonormu. Cetb ynpaBneHUs 3reKTPOCBA3bIO
PACLUMPEHHAA CXEMA OEATENNIbHOCTU OPTAHU3ALIUUN CBA3U (eTOM)

O6wagqa cTpykTypa 6u3Hec-npoueccosB

Information technologies. Telecommunications management network.
Enhanced telecom operations map (eTOM). The business process framework

INaTta BBegeHnsa — 2010—12—01

1 O6nacTtb NpUMeHeHus

HacToawun ctTaHgapT ycTaHaBNMBAaET 3TalOHHYIO ODLLYIO CTPYKTYPY ODM3HEC-NpoLeccoB ANd opraHu3a-
LI CBA3N N ABNsSIeTCA Da30BbLIM CTaHAAPTOM rpyNnbl CTaHOAAPTOB, onpedensowmx « PaclumpeHHyo cxemy ae-
ATENbHOCTU opraHusaLum ceasm (e TOM)».

HacTodawmnn ctaHgapT pacnpocTpaHAeTcs Ha BCe BUAbLI NPOU3BOACTBEHHLIX MPOLUECCOB opraHisaLnm
CBA3N HE3AaBUCUMO OT TOro, Kakme TeXHONMOrM1 3NekKTPOCBA3N opraHmnsau NpUMeHsoT U Kakme MHPOKOMMY-
HUKaALIMOHHBbIE YCIMYTU OHW OKa3bIBalOT KIMeHTaM.

HacTtodawmn ctaHgapT npegHasHaveH ans npuMeHeHuUs opraHnsayunamMmm ceBA3n, NPons3BoanTenamMm CUC-
TeM ynpaBneHUa U cUCcTeM aBToMaTu3aun NPOU3BOACTBEHHbIX MPOLIEeCCOB, CUCTEMHBLIMU UHTErpaTopamMmm u
NPOU3BOANUTENAMUN TENEKOMMYHUKALIMOHHOTO 0B0opyaoBaHUS.

OpraHusaunn CBsI3U1, BbICTYMNAaroLLME B PONU orepaTtopa CBs3u W/nnu onepartopa CeTu, MOryT NPUMeEHSATb
HacToALWMN cTaHaapT NPy MoaenMpoBaHnn, oNnTUMMU3aLnUn U peopraHmnsalm Npon3BoACTBEHHBLIX MPOLIECCOB U
CTPYKTYPhI opraHusauun, a Takke npu sakase cCUCTemM ynpasneHUa U CUCTEM aBToOMaTMU3aL MM NPOU3BOACTBEH-
HbIX NPOLLECCOoB.

[1lponsBoguUTEN CUCTEM yNpaBleHNd U CUCTEM aBTOMAaTU3aLMU NPOU3BOACTBEHHLIX NPOLIECCOB MOTYT
NPUMEHATb HAaCTOALLMA cTaHAapT Npu pa3paboTke KOMMNOHEHTHOM CTPYKTYPLI U MHTEPJdENCOB CBOUX CUCTEM, a
TakxXe, NpU cornacoBaHUn ¢ 3akasdmkamMmu, TpedboBaHUN Ha UX MOCTaBKY.

CUCTEMHbIEe MHTEerpaTopbl MOTYT NMPUMEHATL HACTOALLMK cTaHAapT NPU NPOEKTUPOBaHUM KOMMMEKCHbIX
CUCTEM aBTOMAaTU3aLIMK NPOUN3BOACTBEHHLIX NMPOLECCOB C UCMNOMb30BAaHNEM CUCTEM U KOMMOHEHTOB pPa3HbIX
npoun3BoaUTENNEN.

[TponsBoAUTENN TENEKOMMYHUKALMOHHOrO 0060pya0BaHNSI MOTYT MPUMEHSITb HACTOSILLMIA CTaHOapT Npw
pa3paboTke akcnnyaTaunoHHbIX MHTepdencos cbopynoBaHUS.

TpeboBaHNUA HaCTOSALWEro cTaHgapTa He pacrnpocTpaHATCA Ha AEUCTBYHOLWME CTaHOapThl, KOTopbIE
ObINK NPUHATLI A0 BBEAEHUS €ro B AENCTBUE.

2 TepMUHBLI N onpeaeneHus

B HacTodlweM cTaHgapTe NpuMeHeHbl cregyolme TepMUHbl C COOTBETCTBYIOLWLMMK onpeaeneHnsaMu:
2.1 akumoHep (shareholder). VHBecTOp, BNageowmn akUMaM opraHusaLnm cBAsN.
2.2 busHec-npouecc (business process): [NpoM3BOACTBEHHbLIN NMPOLIECC OpraHmn3aL/im CBA3N.

2.3 Qpyrve 3auHTepecoBaHHble CTOPOHLI (other stakeholders): Bce nuua mnu opraHnsaunmn, KOTo-
pble UMeLoT 0bA3aTeNnbCTBa nepe opraHmsaumnein CBA3n, He cBA3aHHbIe ¢ BNageHUEM akLLUAMN.

2.4 nepapxudeckan gekomnosmuma npouecca (hierarchical process decomposition): MeToa nocne-
noBaTenbHOW aetanunsauum NpoLeccoB Donee BbICOKOTO YPOBHS Ha NMpoLiecchl 6onee HU3KOro YPOBHS C LIENbIO

U3pgaHne odbvumanbHoe
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obecnevyeHunst BO3MOXHOCTI MOOEJIMPOBaAHNAA NMPOTEKAHNA NPOLECCOB BbICOKOIO YPOBHA C NMOMOLLUBHO NPOLUEeC-
COB HUXXENEXALETro YPOBHA.

2.5 KnueHT (customer): dusmyeckoe Unu ropuagndeckoe NULO, NokynarLlee y opraHnsaum CBssu nnn
nony4varowee 6ecnnaTtHo NPOAYKTLI N YCIYIA.

2.6 onepartop cBA3MU (service provider):. KOpuandeckoe nuuo 1N MHaAMBMAyanbHbIA NpeanpuHUMa-
Tenb, oKkasbliBatolmMe YCryru cBs3n Ha OCHOBAHWUW COOTBETCTBYIOLWEN NMULEH3UN. ABNAeTCA NOCTaBLMKOM UH-
(POKOMMYHUKALMOHHBIX YCNYr KNUEHTaM.

2./ onepatop ceTu (network operator): OpraHnsauna ceasn, NPON3BOACTBEHHAA AeATENbHOCTb KOTO-
POV HanpaBfeHa Ha nNpeaocTaBneHne TPpakToB nepegadvyn MHopmMauum 1 coeanHEHNN Yepes CeTu 3NeKTpo-
CBA3MN.

2.8 opraHusauua (enterprise): KOpuaudeckoe nN1LO, ocyLLieCTBNAOLLIEE AeATEeNbHOCTb B 06nacTu cBs-
31 B KAYeCTBe OCHOBHOIO BUAa AeATelIbHOCTM!.

2.9 napTHep (partner): Y4yacTHMK COBMECTHON C opraHusaunen cBA3n AeaTeNlbHOCTU Mo npeaocTaBrie-
HUIO YCNYT KNUEeHTaM, CBA3aHHbIM C opraHu3aumen 4oroBOPHbIMU OTHOLLEHUSAMU, KOTOPbIE ONpeaensaoT o0
NpUBbLINN U MaTepunanbHyO OTBETCTBEHHOCTb MO pPUCKaM.

2.10 nocTtaBLWUK (supplier): KOpugnyeckoe nnuuo, B3aMMogenUCTBYOLLEee ¢ opraHusaunen ceBA3n B
obecneyeHnn TOBAPOB U YCIYT, KOTOPbLIE NCNONb3YIOTCH opraHM3aumMen npu npeaocTaBneHnn NpoayKToB U
YCNYTr KNUeHTaM.

[TpnmedaHnwue—I[lpegnonaraercs, YTo opraHunsaumns cBA3n ncnonbadyet cpeacrea e OM gna mogenupoBa-
HUS CBOUX MPOU3BOACTBEHHbLIX NPOLIECCOB.

2.11 npoaykr (product): MaTtepuansHasa n/unm HemartepuansHas CyLLHOCTb, npeanaraemMmas unuv npea-
ocTaBndaemMas opraHusalmnen CBA3N KIMEHTY.

[MTpumedvanune—Ilpoaykr AOMKEH BKOYaTh B DA KOMMOHEHT npeaoctaBneHns yenyru. [Npoaykt moxer
BKItoUaTh B cebs Takke obpaboTaHHble maTepuansl, nporpammHoe obecneveHne n/mnm annaparHole cpeacrtea v niodyio
NX KOMOMHAaUWNIO.

2.12 npouecc (process). [locneaoBaTtenibHOCTb CBA3AHHbLIX AEUCTBUI UNK 3a4a4, HeoDXoaAUMbIX ONS
OOCTMXKEeHNA onpeaeneHHoro pesynbraTa.

2.13 paclimnpeHHan cxeMa AeATeNbHOCTU opraHusauuu cBAasun (Enhanced telecom operations map;
eTOM): OTanoHHas obulada CTpyKkTypa NPoM3BOACTBEHHON AEATENbLHOCTU OpraHMU3aLnm CBsI3WU, onpeaensio-
Lad cTaHdapTHbIE 3NeMEHThI NPOLECCOB, U3 KOTOPbLIX AOIMKHBI CTPOUTLCA MOAENN BCeX NMPOU3BOACTBEHHBIX
NPOLLeCCOB.

2.14 pecypchl (resource). ®Pusndeckne U normdeckne KOMNoHeHThl, UICNoNb3yeMble Ang OpMUPOBa-
HUA YCIVT.

[TpnumedyaHne—B KayecTBe pecypCcoB UCNOMNb3YIOTCA NPUIMOXEHUS, CPEACTBA BbIMUCIIUTENBHON TEXHUKN W
3N1EMEHTbI CETEBOW NHPACTPYKTYPHI.

2.15 cuctema nogaepxkm ousHeca (business support system; BSS): Cuctema, nogaepxumesatoLast
npoueccebl e TOM us obnactun «CtpaTternsa, HpacTpykTypa n NpoayKT».

2.16 cuctemMa nogaepXKm oCHOBHOMU AeATenbHOCTU (operations support system; 0SS). Cucrema,
nogaepupatowas npoueccbl e TOM 13 obnactn «OcHoBHasA AeATENbHOCTbY.

2.17 ckBO3HOMU npouecc (end-to-end process flow): COBOKYNHOCTbL BCex NoAnpoLeccoB, AeUCTBUN U
NopsaAaoK UX cregoBaHUsA, KOTopble HeobxoanmMbl ANA AOCTUXKEHUS Lienen BbINOHEeHUS npolecca.

[TpunmedyaHune— CKBO3HbIE NPOLECCHI MPOEKTUPYIOTCHA C NCTMONMb30BaAHWEM CTAaHO4APTHLIX 3NMEMEHTOB MNPOoLUEC-
COB, onpeaerneHHblx B e TOM.

2.18 cotpyaHuku (employers): lepcoHan, ydacTByOLWMA B AOCTUXKEHNU Lilenen busHeca opraHusaumn
CBA3N.

2.19 cywHocTb (entity):. KoHKpeTnsauua nnu abcrtpakuus, pasnmyaemas B npegenax CUCTEMBI.

[Tpumedvanune—Illpumepammn CyLLIHOCTEN ABNSOTCA. CUCTEMA, NOACUCTEMA, KOMIMOHEHT, KNacc, 0ObEKT, UH-
TepdEeENC, KITMEHT, NPoLece, NPUIoXeHue, cneunukaums.

2.20 ycnyra cBa3u (service): HedaTenbHOCTb Mo npuemy, obpaboTKe, XpaHeHuto, nepegave, AOCTaBKe
COOOLLEHNN 3MTEKTPOCBA3N UMN NOYTOBLIX OTNPAaBNEHUN. ABNSIETCA COCTABHOW YacCTbio NPoAYKTa, NpeHasHa-
YeHHOM AN npogaxun KNMeHTy B cocTaBe npoaykra.
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[Tpumeyanwne—OgHau Ta Xe ycrnyra MOXeT BXOAUTb BO MHOXECTBO Pas3nuUyHbIX NPOAYKTOB, NpeaocTaBrise-
MbIX NO Pa3NNYHOWN LIEHE.

2.21 uenodka noctaBoOK (supply chain). CywHoOCTU 1 npoLuecchbl, B TOM 4YMUCle BHeLWIHWEe MpoLeccChl
opraHusauun, KoTopble 3a4eMNCTBOBaHbI NPW NOCTaBKe TOBAPOB N YCNYT, HeOOXoAUMBIX AN NpeaoCcTaBNeHUS
NPOAYKTOB U YCNYT KINUEeHTaM.

2.22 3aneMeHTbI npoueccoB (process elements): CtaHgapTHbIe DNOKN MMM KOMMOHEHTLI, MICNOSb3Ye-
Mble 018 cOOPKN CKBO3HLIX BU3HEeC-NpoLeccoB.

3 O6wme nonoxeHus

3.1 PacwupeHHaa cxema geatenbHOCTU opraHusaumm ceasm (e TOM) aBnaeTca MHCTpyMEeHTallbHbIM
cpeacTBOM ANA MoAennupoBaHnd, aHanumsa, ontumMmusanlnum 1 peopraHmsauiim NPonU3BOACTBEHHBIX NPOLLeCCOB U
OpraHn3aLnoOHHOW CTPYKTYPLI opraHmnsau i CBA3N.

3.2 eTOM MOXeT NPUMEHATLCA KO BCeM BAaM NPOU3BOACTBEHHBLIX NPOLIEeCCOB OpraHnusauny CBA3N He-
3aBUCUMO OT UCMONb3YEMbIX UMW TEXHOTOTMIN 3NEKTPOCBA3IN M UHPOKOMMYHUKALMOHHBIX YCNYT, OKa3biBaeMbIX
KNMUeHTaM.

3.3 B pamkax eTOM cTaHgapTM3npoBaHbl 00LWaga CTpyKTypa bMU3Hec-NpoLUeccoB, AEKOMMNO3ULNS N OMNK-
caHug npoueccoB, pacwmnpeHne eTOM ans BaanumoaencTBuUs ¢ Npoueccamm 3N1eKTPOHHOTo BUsHeca TOProBbIX
napTHepPOB.

3.4 B ctaHpaptax eTOM onpeaeneHbl: MHOrOypoBHEBast CTPYKTYpa OU3HEC-NPoLECCOB; METOA nepap-
X4eckon AeKoMno3nummM NpoLeccoB Ha rpynnbl NPoLEeCcCOoB U 3N1eMeHThl NPoLEeCcCOB pasHbIX YPOBHEW; CTaH-
OapTHble HaMMeHoBaHUA, PYHKUMOHaNbHbLIE OMUCaHUA WU MAeHTUUKaATOPLI And rpynn nM 31eMeHTOB
npoueccoB ypoBHen 1—3 cTpyKTypbl e TOM.

3.5 CTaHgapTHbIe rpynnbl NPOLLECCOB U 31eMeHThI NMPpoLUecCoB ABMNATCA KaTeropuamm, UCNob3yeMbl-
MW Anga PyHKUMOHaNBHOM KnaccudukaLnm Npon3BoACcTBEHHBIX NPOLECCOB opraHM3aumm cBA3n, a He Moaens-
MW peanbHbiX npoueccoB. OHWM onpegeneHbl ¢ MakcUMarnbHO BO3MOXHOW CTerneHbi OOLHOCTU TaKum
obpasom, YTobbl ObITb HE3ABUCUMBIMW OT NPOAYKTOB, YCIYT 1 TEXHOMOMMN CETEN 3MEKTPOCBA3MN.

3.6 CTaHaapTHbIe 3NeMeHTbl NPOoLEeCCOB MOTYT NMoABEpPraTbCd, NPy HEOOXOAUMMOCTU, AanbHENLLEN ae-
Tanusauum gnga nonyyvyeHusa cneunanmsmpoBaHHbIX 31eMeHTOB NPOoLLEeCCOB YPOBHA 4 UNU NocneayowmX ypPoB-
HeW, KOTopkle oTpaXalT cneundurKy NpoLeccoB KOHKPEeTHOW opraHusaLumm CBA3N.

Moaenu nponsBoACTBEHHbLIX NPOLECCOB ACIMKHBI CTPOUTLCA B BMAE NOTOKOBLIX AMarpaMmm ¢ UCMONb30-
BaHMEM KaK cTaHAapTHbIX, Tak U cneunann3npoBaHHbIX 3N1EMEHTOB NPOLLECCOB.

3.7 PyHKUMOHanbHbIE CTPYKTYpPbI ypoBHEN 2 U 3 e TOM MOoryT ncnonb3oBaTbCAa opraHMsaunen ceasn angd
OUEHKWU cTeneHn nokpbliTua cuctemamm OSS/BSS Bcex Npon3BoACTBEHHBIX NMPOLECCOB opraHnusaLnm 1 anst uc-
KrntoveHua gayonupoaHnua pyHKUMn OSS npu aBToMaTUsaLnMm 3TUX NpoLLEeCCOoB.

3.8 Hacrosiwmia ctaHgapT onpegensieT obLwyo CcTpykTypy busHec-npoueccos eTOM, BKIovatoLyto
CTPpyKTYpPbl ypoBHeM O 1 1 e TOM, rpynnel npoLeccoB YpoBHA 1, BHeLUHWE B3auMoaeUCTBUSA U MeTod MOAeNTMpPOo-
BaHMA NOTOKOB NMPOL,ECCOB.

4 KoHuenTyanbHbIN YPOBEHb 00LWeN CTPYKTYpPbl OM3Hec-npoueccoB eTOM

4.1 'naBHble oOnNacTu OeATeNIbHOCTU OpraHn3auun CBA3N

4.1.1 Obwasa cTpyKktypa busHec-npoueccoB eTOM oxBaTbiBaeT Bce 06nacTt Nnponu3BOACTBEHHOW Aes-
TE€NbHOCTU OpraHusaLny cBA3U, B TOM YUCTe BHYTPEHHUE NPOU3BOACTBEHHbIE NPOoLEeCcChl M NPoLecChl B3aMO-
OEWCTBUA C NOCTaBLUMKaAMKU U NapTHepaMnu. Ha camom obulem KoHUenTyanbHOM YPOBHE 0DLLEN CTPYKTYPLI BCe
npouecchl B Mogenn eTOM pasgenatotcsa Ha Tpyu rnaBHble 0bnacTn NpoLUeCcCcoB:

- OCHOBHaga pgearensHocTb OPS (operations);

- CTpaTteruna, nHdppacTpyktypa n npoaykt SIP (strategy, infrastructure and product);

- ynpaBneHue opraHusaymnen EM (enterprise management).

K obnactn OPS oTHOCATCS npoLuecckl NOBCEeAHEBHOM AeATENbHOCTU NepcoHana opraHmsauum U npoLec-
Cbl UX NoaOepPXKA.

Obnactb SIP oxBaTbIiBaeT NpoLecchl NaHUpOBaHUS 1 ynpaBneHUst XXU3HEHHBbIM LIUKNOM CETEBON WUH-
ppacTpyKTypbl U NPOAYKTOB, KOTOPbIE BKMOYalOT B cebsa npoLecchl, CBsi3aHHble C pa3paboTKOW U NMOCTaBKOW
YCNYTr KNUeHTaMm.

Obnacte EM BkNtovaeT B ceds npouecchl ynpasfeHUs opraHMsaumnen n noaaepxkm ee busHeca.
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4.1.2 Knaccudunkauyums npoueccoB rno obnactam, T. €. OTHEeCeHUe NpoLeccoB K TOU U UMHOW MaBHOWN
obnacTtu nNpoueccoB, A0MMKHA NPOBOANTLCA Ha OCHOBE (PYHKLIMOHAlbHBIX XapaKTepUCTUK rnaBHbIX obnac-
Ten npoueccoB. [1pouecc cyntaeTcs npoLeccom, npuHagnexXawmm HeKOToOpOoUu rmaBHomM obnacTtu, ecnu oH
COOTBETCTBYET XOTS Obl 0AHOW N3 PYHKLMOHANbHLIX XapakTepUCTUK 3TON obnacTun, npeacTtaBneHHbIX B Tab-
nmue 1.

Tabnuua 1— OyHKUNOHANBHLIE XapPaKTEPUCTUKN IMaBHbIX 0bnacTten npoueccon

[ naBHasa obnacTb

OYHKUMOHANBHBIE XapaKTepPUCTUKK
NPOLECCOB

OPS [ToBCcegHEBHbIE PaAbOThI NO BbINMOHEHUIO ONepauUnmn ¢ CETbIO U KMMEHTOOPUEHTUPOBAHHbIX OMe-
pauun, BKIo4as onepaumm B3aMmoaencTBms C KNMEHTaMU, a TakKe NPOLECChHl yrpaBleHns 3Tn-
MK paboTamu.

[Tpouecchl nogaepPXkm NOBCEeAHEBHbLIX paboT n obecnevyeHmnst X roTOBHOCTM.

[lpouecchbl ynpaBneHusi npoga)Xamwm W TMpouecchbl ynpaeBleHnsi B3aMMOOTHOLWEHUAMUN C
NOCTaBLUMKAMU U NMapTHEPaAMI

SIP [Tpouecchl pa3paboTkm cTpaTernm opraHn3aumm n 0bs3aTtenbCeTB Mo UX peann3aunn, B TOM YUC-
rne Npouecchl NIaHNPOBaHUS, NpoLecchl pa3paboTkn K yrnpaBneHnsa LeNO4YKoN NOCTaBOK, MPO-

1eCcCbl pa3paboTkn, MoaepHU3aUunM N NpeaocTaBneHns MHOPACTPYKTYPb! U MPOAYKTOB.

TpumedyaHwune—IloHAaTHne «<MHPpaCTPyKTypa» BKIIOYAET B Ce0s1 Kak pecypcbl CETU U UH-
dhopMaLNOHHBIX TEXHOMOIMWA, KOTOPbIE HENOCPEACTBEHHO NOAAEPXKUBAIOT NPOAYKTbI U YCIYIN,
Tak M ONepauuoHHYI0 1 OPraHu3aLnoOHHYI0 MHPPACTPYKTYPbl, HEODXOoAUMbIE ANSA NMOAAEPKKM
NPOLECCOB MapKeTUHra, Npoaax, ycnyr n Lueno4ek noCTaBok.

EM [Tpouecchl 06Wero ynpasneHus opraHn3aumen, B TOM YMCIe NpoLecchl NOCTAaHOBKU N obecne-
YEHUA JOCTUXEHUS €€ CTPATEMNMYECKUX LEeNen, a TakxkKe npoueces! nogaepxkm cnyxob, Heobxo-
ONMbIX 45N HOpManbHOMO PYHKLUOHUPOBaHUA opraHnsauunm.

[MTpumeyaHune—Illpoueccel EM npegHasHadeHbl Ansa obwen nogaaepXkm AesaATenbHOCTU
opraHm3aumnu, No3TOMy OHU AOJTKHbI 0becnevmnBaTb BO3IMOXHOCTb B3aMMOAENCTBUSA C NPOLEC-

camu obnacten OPS un SIP

4.2 CTpykTtypa ypoBHA 0 Mmogenu eTOM

4.2.1 KoHuenTtyanbHbin ypoBeHb mogenn e TOM aensetca ypoBHeM 0 obLlen cTpyKTypbl DU3HEeC-Npo-
LeccoB. CTaHgapTHoe rpadpuyeckoe npeactaBneHne CTPYKTYpbl 3TOrC YpPOBHSA NMpuBedeHO Ha puUcyHke 1.
CTpykTypa ypoBHA 0 onpegensieT rmaBHble obNacTy NPoUeccoB, roprU3oHTanbHble PyHKLUUOHAaNbHbIE DMOKA
NpPoLEeCcCcoB, BHYTPEHHUE U BHELUHUE CYLLHOCTW, KOTOPbIEe B3aUMMOAEUCTBYIOT C opraHusaL e CBA3MN.

4.2.2 TopnsoHTanbHble PyHKUKMOHaNbHbLIE BMOKM BKMHOYAOT B €ebsl NpoUecchl, CrpyrnnupoBaHHble Ha
OCHOBe 00X Moaenen UCnofb3yeMblX UMW AaHHbIX. HanmeHoBaHUA 3TUX BNOKOB COOTBETCTBYIOT CMNeayio-
LM oBnacTsaM JaHHBIX, C KOTOPLIMU paboTaloT NpoLecehl:

- PBIHOK, NPOAYKT U KnneHT (market, product and customer);

- ycrnyra cBsi3u (service);

- pecypc (resource);

- nocTaBLwuk/napTHep (supplier/partner).

4.2.3 PacnpepgeneHune npoLueccoB rmasHbIX cbnacten OPS 1 SIP no ropnsoHTanbHbIM pyHKLXWOHAMNb-
HbIM BnoKamM OOMKHO OCYLLECTBMATLCA B COOTBETCTBUM C PYHKLUMOHANBbHLIMU XapakTepucTukamm 3TUxX 6r1oKoB,
npuBeaeHHbIMU B Tabnuue 2.

[ns obo3HavYeHUs pyHKLUMOHaNBHLIX BNOKOB B NEPBOM CTONOLIE TAbNMLBI NCMONL3YIOTCS rpaduyeckme
YCIOBHbIE 0003Ha4eHns1 CcTpyKkTypbl ypoBHS 0 e TOM B BUAE NUKTOrpamMm, Ha KOTOPbIX TEMHbLIM (POHOM BblAe-
NeH COOTBETCTBYHOWNN PYHKLUMOHANBHBLIWA ONOK.




FOCT P 53633.0—2009

PbIHOK, NPOAYKT U KITMEHT

_

Pecypc

(NpUNoXeHue, BbIMUCNIUTENbHAA TEXHUKA N CETb CBA3N)

[MocTaBwmk/napTHep

YnpaseneHue opraHnsauuen (EM)

Hpyrve 3aunHTepecoBaHHbIe
CTOPOHbI

AKUMOHEDbI

PUCYHOK 1 — KoHuenTyanbHbIN ypoBeHb 0bLWEN CTPYKTYPbl BU3sHec-npoueccos e T OM

Tadnwu Ua 2— cpyHI{LI,I/IC}'H{:':U'II:~:HI:>Ie XAPaKTepPUCTUKN TOPUIOHTAallbHbIX dDYHI{LI,MOHaJ'IbH biX 6BNOKOB

[[OpU30OHTaNbHbLIN
DYHKLIVOHAMNBHBINA BII0K OYHKUNOHANbHbIE XapaKTePUCTUKN

P bIHOK, NPOAYKT HDOLLECCI:I yrpaBlleHUA MNMpoda>XaMn, KahallaM! cbbITa, MaPKETUHIOM, MNMPOAYKTOM U MNMpedno-

U KITUEHT KEHUEM TPOAYKTA.
HDOLLECCI:I OCHOBHOW AesTenbHOCTU NO yrpaBJieHnHo MHTepCbEﬁCOM C KIMMEHTOM, VyIpaBlie-

% HUIO 3akasamu, ob6paboTkon npobnem, cornawleHusiMM 06 ypoBHeE KadecTBa YCnyr u
OUNNUHIOM

[poLecchl pa3paboTkn U A0CTaBKU YCNYr, KOHOUIYPUPOBaHUS YCIYT, YpaBneHust paspeLle-
HUeM npobrem ¢ ycrnyramu, aHanuaa kadecTBa ycnyr U TapudmkaLmnm

Ycnyra cBA3n

Pecypc

[poLuecchl pa3paboTkM U MNOCTaBKU MHPPACTPYKTYPbl pecypcoB (CeTeBON U UHPOPMAaLUOH-
HbIX TEXHOOIUNA).

[lpoLieccbl OCHOBHOW AesITENbHOCTU MO NOAroTOBKE PECYpPCOB K BBOAY B AENCTBUE, NO YIpaB-
NeHUI0 ycTpaHeHneM HeucnpaBHOCTEN U NapaMeTpaMm paboTbl pecypcoB.

:l [MTpumeyaHue—WMHPppacTpykTypa pecypcoB obecneunBaeT noaaepXKy NPoAyKTOB U
YCINyr, a TaKkKke noagepxmpaeT paboTy opraHu3auum B LENOM
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[ OPU3OHTAaNbHbLIN

CIDYHI{LI,HOHEU'II:HI:IFI BIoK dJYHI{LI,If’IOHaJ’I bHbI& XapPaKTepWUCTUKK

[TocTaBwMK/NapTHEP [Tlpouecchl B3aMMOAenCTBUA OpPraHmn3anUmn ¢ ee NocTaBLMKaMU 1 NapTHepaMmu:
- MpoLecchbl pa3padboTkn 1 ynpaBeHna Lenovkon NocTaBoKk;
- NpoLeccbl NoaAePXKU NMHTepdenca ¢ NocTaBLLUKaM U napTHepamu

[

4.2.4 Crpykrypa ypoBHsi 0 eTOM, npeacraBneHHas Ha pUCYHKE 1, coOaepKUT OCHOBHbIE TUNMbl BHYTPEH-
HUX W BHELWHMX CYLLHOCTEW (NOKasaHbl B BUAE OBArioB), C KOTOPbIMW B3aMMOLEWNCTBYET OpraHn3aumns CBA3MW:
KIMWEHT, NOCTaBLUMK, NAPTHEP, aKUMOHEPLI, COTPYAHVKN N OPYTUE 3aMHTEPECOBAHHLIE CTOPOHDI.

5 YpoBeHb 1 00wWwen cTpyKkTYypbl OM3Hec-npoueccoB eTOM

5.1 Ctpykrypa ypoBHA 1 eTOM

5.1.1 CraHgapTtHoe rpadpunyeckoe npeacraBneHne CTPYKTypbl YPOBHSA 1 npyvBeAeHO Ha PUCYHKE 2.
CTpyKTypa ypoBHS 1 aBNSETCH NEPBbIM YPOBHEM AeTanmn3aunn KOHLENTYaNbHOro YPOBHS O0OLWEN CTPYKTYpL!
bmnsHec-npoueccoB e TOM. OnemMeHTbl CTPYKTYPbl YPOBHS 1 NOMy4YeHbl B PE3yNbTrare AeKOMIO3NLIMK TMaBHbIX
obnacteun npoueccoB OPS n SIP Ha ropu3oHTarbHbIE M BEPTUKATbHbIE IPYIbl NPOLECCOB, a TAKKEe 4EeKOMIMO-
3nuum masHou obnactu EM Ha rpynnel npoueccosB ynpaeneHns opraHn3auven CBA3W.

b’npasneHue MapKeTUHrom u npeanoxeHmem

npoaykta (M&OM) YnpaeneHue B3anMOOTHOLEHUAMM ¢ KnneHTamun (CRM)

Pa3paboTtka v ynpaeneHune ycnyramu (SD&M) Ynpaenenue un akcnnyatauna yenyr (SM&QO)

Pas3paboTtka u ynpaeneHue pecypcamu (RD&M)
(NpUnoXeHwne, BblMUCIIUTENbHAA TEXHUKA U CETb
CBA3U)

Pa3paboTka un ynpasneHne ueno4ykamm noctaBokK YnpaeneHne B3auMOOTHOLWEHUAMW C NOCTaBLLMKaMu/napTHeEPamMu
(SCD&M) (S/PRM)

YnpaeneHue v akcnnyataums pecypcos (RM&O)
(HDHHD}I{EHME, BblHNCITElbHaAA TEXHUKEG U CEThb GBHSH)

YnpasneHue YnpasrneHue 3HaHUSIMK
3P PEeKTUBHOCTLIO opraHv3auun
opraHusauumu 1 uccnenoBaHUAaMM

[TnaHnpoBaHue
cTpaTerMm n passutua
opraHusauumu

YnpaeneHue
pUCKamMn opraHm3aLum

YnpaBneHue OTHOLWEHUAMM
C 3anHTepecOoBaHHbBIMAW CTOPOHaMU
n BHELLUHAMWX CBA3AMMU

YnpaeneHue
NepcoHarnom

YnpaeneHue
cdomHaHcaMu u akTMBaMM

PucyHok 2 — CTpyKTypa ypoBHSA 1 00Wen CcTpykTypbl OU3Hec-npoueccoB e TOM
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5.1.2 TopuaoHTanbHLIE rpynnbl NPOLIECCOB 00bLeAUHSAT PYHKLUMOHANLHO CBA3AHHbIE NPOLECCHI, KOTOPbIE
pewiatoT 3agadvn oduwero yHKLUNMOHANbHOrO HasHa4YeHUsa U UCTMONb3YIoT obLne Moaenn daHHbIX ynpaBnsaeMblX
MU CcyLLHOCTeWU. HanMeHoBaHWe KaXaoW ropu3oHTanbHOM rpynnbl NPOLECCOoB oTpaXaeT TY PYHKUMOHANBHYIO
obnacTb, K KOTOPOW OTHOCATCA NPOLECCHI rpynnbl.

5.1.3 JekoMnosnuma ropnsoHTanbHbIX rpynn NpoLeccoB Ha cTaHOAPTHLIE 3NeMeHThl NMPOoLEeCCOB Bhl-
MNoNHeHa Ha ypoBHAX 2 1 3 obLen cTpykTypbl busHec-npoueccoB e TOM. dekomnosnumsa cnegyeT NpUHLMNY
CTPOron nepapxumn, korga Kaxxkgbl sneMeHT accouMmpoBaH TONMbKO ¢ 0AHUM 3N1eMeHTOM BhILUECTOALLErND YPOB-
HA. JTlobon aNeMeHT NPoLECCOB ABNAETCH YHUKANbHLIM U UMEET OAHO3HAYHYIO MOEHTUUKALNIO.

5.1.4 BepTukaneHble rpynnel NpoLEeCccoB NpeacTaBNAT CKBO3HbIE NpoLecChl, HanpaBneHHble Ha AOCTU-
XXeHue odLWKnX Ansa rpynnel OU3Hec-LUenen opraHusaunm cesasn. Knaccndukarms CKBO3HbIX NMPOLIECCOB MO Bep-
TUKaNbHbLIM rpynnam npoLUeccoB NPOoBOAUTCA Ha OCHOBE (PYHKUMOHANBHBIX XapaKkTepUCTUK 3TUX rpynmn.

dekomnosnums BepTuKanbHbIX rpynn NpoLeccoB Ha YPOBHSAX 2 U 3 oblen cTpykTypbl e TOM He ocylle-
cTBnseTcd. CtaHaapTHbIe ckBO3HbIe npouecchl B e TOM He onpeaensoTcs.

5.1.5 CKBO3HbLIe NpoLecchbl MOAENUPYHOTCA C NOMOLLBIO CTaHAaPTHLIX 3N1eMeHTOB NPOoLEecCcoB, NoNny4eH-
HbIX B peaynbrate AeKOMMO3ULMN TOPU3OHTalNbHbLIX FPYMn NMpoLeccoB. INeMeHThl NMpoLeccoB ABNATCS MO-
OyNbHBIMW 1 NPU MOAENUPOBAHUMN MPOU3BOACTBEHHLIX MNPOLECCOB MOryT OblTb WUCMNOMNb30BaHbLI MOBTOPHO,
O0BHOBNEHLI NN 3aMeHeHbl HE3aBUCUMO ApYr OT Apyra.

5.1.6 HanoxeHue BepTUKanbHbLIX rPYNn NpoLeccoB HAa ropuscHTanbHbIE rpynnbl NpoLeccoB obpasyer
MaTPUYHYHO CTPYKTYPY YpoBHA 1 e TOM. OT1a CTpyKTypa CNy>KUT OCHOBOW ANA 4eKOMMNO3ULMK rpynn NpoLeccoB
Ha cTaHOapTHLIE 3neMeHThl npoleccoB ypoBHeN 2 1 3 eTOM.

MaTpuiHas CTpyKTypa oTobpa)kaeTcd Ha NUKTorpamMmmMax cTpyktypsl e TOM, NnpnBoaMMBIX BMECTE C OMK-
CaHNAMU 3MEMEHTOB CTPYKTYP YpoBHeU 1 1 2. INukTorpamMmmel cnyxat rpadpuyeckum cpegcTBOM HaBUraL i
no cTpyktype eTOM. BelgeneHne Ha nukTorpamMmme onpeaeneHHbIX 3neMeHToB MaTpuubl TEMHBIM (POHOM

O3Ha4yaeT, UTO onMcaHne OTHOCUTCH K BblAENMEeHHOMY 3MTEMEHTY CTPYKTYPblI NEPBOr0 UMM BTOPOro YPOBHSA
e TOM.

5.2 Ipynnbl npoueccoB ypoBHA 1 B rnaBHoun obnactn «OcHoBHaA AeATeNIbHOCTbY

5.2.1 BepTukanbHble rpynnbl NpoueccoB

5.2.1.1 BepTukanbHble rpynnel npoueccoB «BeinonHeHne 3akaso» F (fulfillment), «ObecneyeHne ka-
yecTBa» A (assurance) U B «bunnudr» (billing) aBnaoTCca KNUMEHTOOPUEHTUPOBAHHBLIMU CKBO3HLIMU NpoLecca-
M. N CCbINKM Ha 3TU NpoLecChbl B COBOKYMHOCTU Ucnonb3yeTcs abbpesnatypa FAB no nepBbIM OykBam
aHMMUNCKNX HAUMEHOBaHUA 3TUX rpynn.

5.2.1.2 Knaccugpukauma CKBO3HbLIX NPOLECCOB MO NpUHaaneXXHOCTU K BepTUKanbHbIM rpynnam npoLec-
COB B rnaBHou obnactn OPS gonXHa oCcyLEeCTBNATLCA B COOTBETCTBUN C PYHKUMOHATbHLIMU XapaKkTepuUcTm-
KaMu 3TUX rpynn cornacHo tTabnuue 3.

Tabnunua 33— OyHKUNOHANBHLIE XapPaKTEPUCTUKN BEPTUKATIBHbLIX IPyNn npoueccoB B rnasHon obnactn OPS

BeptukaneHas rpynna

OyHKUMOHANbHbIE XapaKTepPUCTUKN
NPOLIECCOB

BbinonHeHmne 3aka3oB CKBO3HbIE rnpoueccol rpyrinbsl rnnpeiHa3HavYeHbl Ald npejocrtaBlieHUA KITMEHTAM 3aKa3aHHbIX
@ NMNPOAYKTOB B YCTaHOBJI1EHHbBIE CPOKHW. ITH rnpoueccol HHd)OpMprPOT KITMEHTA O CTAaTyCe Bbl-

NONTHEHUS ero 3akasa, obecneynBaloT CBOEBPEMEHHOE BbINMOMHEHME 3aKa3a, a TakkKke obec-
Ne4YnBatoT rapaHTUn yAOBNETBOPEHHOCTU KNNEeHTa
ObecneyvyeHne CKBO3HbI€ MPOLUECCHI YNPEXAAOLLETO N KOPPEKTUPYIIOLLETO TEXHNYECKOTO 0BCNYXMBAHUS, KO-
Ka4yecTBa Topble 0becneunBaloT NOCTOSAHHYIO TOTOBHOCTb YCINyr, HEOOX0aMMble YPOBHU Ka4vecTBa 00-
CMY>XMBaHUSA M BbINOMHEHUE MMEICLLMXCS CornalleHni ob ypoBHE Ka4YecTBa yCnyr.

3TN Npouecchl AOIMKHbI obecneumnBaTtb cnegyowme PyHKUUK:

- yripexXgaLee BbISBNEHNE BO3MOXHbIX OTKA30B NyTEM MOHUTOPUHIa COCTOSIHUSA PECYPCOB
N X NnapameTpoB paboThi;

- yNpaBneHue cornaweHnssMm 06 ypoBHE KavecTBa yenyr u MHQOPMMpOBaHNE KITMEHTOB O
napameTtpax paboTbl yCnyr;

- Npuem anob oT KIMEeHTOB, MHhOPMUPOBaHWE KITMEHTOB O X046 peleHus npobnem;

- yNpaBleHne PEMOHTHBIMU U BOCCTAHOBUTENBHLIMU paboTamu;

- obecneveHne yaoBneTBOPEHHOCTU KITMEHTA
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BeptukaneHas rpynna
NpoLEeCCOB

OyHKUWOHANBHBIE XapaKTepPUCTUKNA

BunnuHr

TLLT

CKBO3HbI€ NPOoLEeCcChl rpynmnbl AOIMKHbI 0becnevmnBaTb crnegyowme PyHKUnn:

- cbop 3anncen 06 NCrnonb3O0BaHUN YCNVT;

- CBOEBPEMEHHASA reHepaLmns CHETOB;

- NPeAOCTaBNEHNE KIMEHTaAM MHpopMaUUM No BUNMUHIY U MO UCMONBb3OBAHUIO NNATEXEN
npeabunnnHra;

- cbop 1 0bpaboTka NnaTexen KIUMEeHTOB;

- 06paboTKa 3anpoCcoB KIMEHTOB OTHOCUTENBHO CYETOB, NpeaocTaBneHne nHpopmauymm no
COCTOSIHUIO CHETOB U CBOEBPEMEHHOE pa3pelleHmne npobrnem co cyeTamm;

- NoadepKka npeaBapuTenbHOW onnathbl 3a yCnyru

[Mopgaepxka v
obecnevyeHne
OTOBHOCTMW
npoueccoB FAB

TLLT

[Tpouecchl nogaepxku n obecnedveHns rotoeHoctn OSR (operations support and readiness)
BKITIOYAIOT B Ce0A CKBO3HbIE MNPOLECCHl YNPAaBNEHUs, NOTMCTUKN, aAMUHUCTPATUBHOW NOA-
OEPXKKMU 1 obecrnevyeHns roTOBHOCTU npoueccoB n3 obnactn FAB.

[TpumevyaHuns

1 Tlpouecchl rpynnbl, Kak NpasBwurno, MeHbLUE CBA3aHbl C KOHKPETHLIMW KITMEHTAMUN N YCIyra-
MU, Yem npoueccel FAB, oHn npegHasHadvenbl Ans obecneveHns s PHeKTMBHOrO BbINOMHe-
HUSA CKBO3HbLIX npoueccoB FAB.

2 BbigeneHwe, onpeaeneHne v UCNonb3oBaHWE NPOLECCOB MoAAEepPXKM u obecnevyeHus
FOTOBHOCTU OCOOEHHO BaXHbl ANA MPOUECCOB 3MEKTPOHHOIO Bm3Heca M Ansa yCrnewHoro
BHEAPEHUS NPOLECCOB CamMo0bCNyXMBaHUS KITMEHTOB

5.2.2 opusoHTanbHbLIE rpynnbl NpoLeccoB

5.2.2.1 B rnaBHon obnactn « OCHOBHas AeATENbLHOCTb» BblAeNeHbl YeThlpe PyHKLUMUOHAaNbHbIE TOPU30H-
TanbHbIE TPYMMNbl MPOLLECCOB (CM. PUCYHOK 2). [lpouecchl 3TUX rpynn nogaepXuBatoT BbINMOSTHEHUE CKBO3HbIX
NPOLECCOB BEPTUKANBHLIX TRYNMN U YNPaBnAT AeUCTBUAMM NO Noadep KKe KIMUeHTOB, YCIYT CBA3U, PeCYpPCOB U
B3aMMOAENCTBUN C NocTaBLMKaMu/napTHepamMn.

5.2.2.2 Knaccudpuka

1%03 beHI(LI,I/IOHaJ'IbeIX NpOoLUEeCCOB MO NPUHAONEeXHOCTU K TOPU3OHTAJIbHBIM TPVYII1-

nam npoLeccoB B rnasHon cbnact OPS gomkHa ocylWecTBNATLCS B COOTBETCTBMU C PYHKLMOHANbHBIMU Xa-
PaKTePUCTUKaAMK 3TUX Tpynn cornacHo tabnuue 4.

Tabnwuwua 4 — OyHKUMOHANBHLIE XapaKTEPUCTUKN MOPU3OHTAalNbHbLIX MPYNN NpoueccoB B rmasHon obnactm OPS

[[Opu3oHTanbLHasa rpynna

OYHKUMOHANBHBIE XapakTepPUCTUKK

¢ knneHtTamm CRM

(customer relationship
management)

LT

NPOLECcCoB
YnpasnexHue [Tpouecchl, HanpaBNeHHbIe Ha MPUBNEYEHNE HOBbIX KIMTMEHTOB, PaCLlUUPEHNE N COXPaHEHUNE
B3aUMOOTHOLIEHUAMN | OTHOLLIEHUN C CYLECTBYIOWMNMUN KINUEHTAMM.

[Tpouecchbl 0b6CcnyXMBaHUsa U NOAOEPKKA KITMEHTOB, BbIMNOMHALWMECH C UCMONb3OBAHNEM
NobbIX BUOAOB B3aUMOOENCTBUSA. B odhucax, no tenedony, yepes VIHTEPHET Unn Ha Aomy.
[TIpouecchl, HanpaBleHHbIE HA yaepXXaHWe KIMEHTOB, NPOLUECCHI MPSAMOro MapKeTUHra, uame-
HeHUA Habopa ycnyr, NPoaaXxu ycnyr ¢ yrny4weHHbIMU CBONCTBAMU U HOBbLIX YCNVT.
[Tpouecchl Npogax, BKIoYamwme Kak TpaguuMoHHbIe NPOoLUEeCcChbl PO3HUYHON NPOOAXW YCIyT
KNMMeHTaMm, Tak 1 NPoLEeCcChbl ONTOBOW NPOAAXW YCNyr APYrMm opraHmn3auunsim.

[Tpouecchl cbopa n aHannmaa OCHOBHbIX CBEAEHUN O KIMUEHTaX U UX NOTPEOHOCTAX. ITa UH-
dopmMmaums 4ormkHa NCnonb30BaThCA 41151 NEPCOHNPUKALNNM NPeaoCcTaBnsaeMblX yCryr, agarn-
Taumm mx K TpebOoBaHUAM KIMEHTOB W AOCTABKM MAKETOB YCNyr, a TakKKe onpeaeneHus
BO3MOXXHOCTEWN MO YBENUYEHUIO LEHHOCTU KINMEHTOB A OpraHn3auum

YnpaBrieHne n 3KCrny-
ataunst yenyr SM&O
(service management

and operations)

fze:
A

[Tpoueccsl, paboTatwwme ¢ nHhopmaunen ob ycnyrax, B TOM Ymcne ¢ uHdopmaumen o gocTty-
ne n NoAgKniYeHun K ycnyram, o npegocraBneHumn KOHTEHTA KITMEHTAaM.

[Tpouecchl npegocTaBneHus, yripaBneHns u NogaepXXkm PyHKUMOHUPOBaHNA NHOKOMMYHU-
KaUWOHHbLIX YCIYT, UCNOJIb3YEMbIX KITMEHTAMUW NN npeanaraemMbiX UM.

[Tpouecchl TeKyuwero nnaHMpoBaHUs NPOU3BOANTENBHOCTY YCNYT AN OTAENbHbIX 3aKa30B HA
YCIyry, NPoUecchbl NPOEKTUPOBaAHUA YCNYT ANs KOHKPETHbLIX KITMEHTOB.

[Tpouyeccel SM&O HanpaeneHbl HA 4OCTUXEHUE TPebyemoro kavecTea yenyr, obecneveHue
yAOBNETBOPEHHOCTU KIMMEHTOB NapameTpamMmu paboTsbl U CTOUMOCTBIO YCIYT
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[ Opu3oHTanbLHaA rpynna
NpoLeccoB

OYHKUUOHANbHbBIE XapaKTepUCTUKN

YnpaBrneHne u
aKcnnyartauus
pecypcoB RM&O
(resource management
and operations)

TLLT

[Tpouecchl, paboTarowme ¢ nHpopmaymnen o pecypcax, T. €. ¢ nHdopmauynen o6 nHppa-
CTPYKTYpax NPUIoXeHUn, BbIYUCIIUTENBHOW TEXHUKUN U CETEN 3MNEKTPOCBAIN.

[lpouecchl ynpaeneHus pecypcamu, 3agencTBOBaHHbIMN ANS NPpegocTaBneHns n nogaep-
XKW YCINYT, UCMONb3YyEMbIX KNMEHTAMN UMW NpegnaraemMmbiX NM.

[lpouecchl HeNoCpeaCTBEHHOIO ynpaeBneHnst BCEMU pecypcamMu, npuHagriexawmmm opra-
HM3aUun CBSA3U, B TOM YUCIE CETEBbIMU 3NEeMEHTaMmn, cepBepamm, paboummm cTaHUUAMM,
MapLwpyTusatopaMmm U KOMMyTaTopamu.

[Tpoueccbl nogaepxkm OHecnepebonHoro YHKUMOHMPOBAHUA WHPPaCTPYKTYyPbl CETeu
3NEKTPOCBA3N N MHPOPMALMNOHHBIX TEXHOMNOMMU AN NPeaoCcTaBNeHUsA KIMEHTaM 3aKa3aH-
HbIX YCNyr. 3agaden 3TUX NpoLeccoB SBNAETCH obecneveHne AOCTYNMHOCTU MHPPAaCTPYKTY-
Pbl ANs YCNyr v COTPYAHUKOB OpraHusauumn, a Takke nogaepxXaHume ee crnocobHOCTU
oTBeYaThb TPebOBaAHUAM YCNyr, KNMEHTOB U COTPYAHUKOB.

[Tpouecchl cbopa nHopmMmaumm 0 pecypcax ¢ CETEBbLIX 3NTEMEHTOB UIMN C CUCTEM YyIpaBIie-
HUST 9TUMM 3NEMEHTaMM, NPOLECChbl MHTEerpauumn, Koppensumm cobpaHHon nHopmaymm vm
COCTaBleHNs1 CBOAHLIX OTYETOB AN Nepegavun Ha yPOBEHb yNnpaBneHus ycnyramm i Bbl-
NONHEHNSA HEOBXOANMbIX AENCTBUN C peECYpCcamMm

YnpaBrneHune
B3aMMOOTHOLLEHUAMU C
nocTaBLWMKaMU/NapTHE-

pamn S/PRM

(supplier/partner
relationship
management)

TIIT

[Tpouecchl NpUobpeTeHUs NPOAYKTOB U YCIYT Y NOCTABLMKOB U NAPTHEPOB. 3TU NPOLECCH!
TECHO CcBs3aHbl ¢ npoueccamm CRM opraHmnsaumm noctaBwmKoOB/NapTHEPOB.

[TpumedaHne—Illpoueccs Nnpogaxu opraHn3aunen CBOMX NPOAyKTOB U YCIyr napT-
HEpam Unun KnneHTam OTHOCATCH K rpynne npoueccoB CRM; B aTOM crniyvae opraHmsauuns
BbICTYMNaeT B PONN NOCTaBLUMKA.

[Tpoueccsl, OCyWeCcTBNAWMNE HENOCPEACTBEHHOE B3aUMOAENCTBUE CO CKBO3HbIMU KITNEH-
TCKUMM npoueccammn nnm QyHKUNOHANbHbIMU NpoLeccamMmmn NOCTaBLWMKOB/MAapTHEPOB, B TOM
Yncne NPoUeccsl, BbINONHAKLWME cneayowme PyHKUMK:

- BbICTABNEHNE 3a5BOK U NPOCNEXNBAHNE UX BbINONMHEHWS BMNMOTh 40 NOCTABOK;

- NpeobpasoBaHue 3asBoOK B hopmaTbl, HEODX0AMMbIE BHELLHUM MNPOLECCaM;

- obpaboTka npobnem;

- NPOBEPKa AAaHHbIX DUMMUHIa N CaHKLUMOHUPOBAHUE NNaTEXen;

- YNPAaBNEHNE KA4YeCTBOM MPOAYKTOB MOCTABLMKOB/NAPTHEPOB

5.3 Npynnbl npoueccoB ypoBHA1 B rmaBHon obnactu «Ctpaterna, uHcppacTpykTypau npoaykT»
5.3.1 BepTukKkanbHbIe rpynnbl NnpoueccoB

5.3.1.1 B rnasHon obnactn SIP BelgeneHbl Tp BEPTUKANbHbIE rPynnbl CKBO3HLIX MPOLECCOB, NpeacTaB-
NneHHble Ha pUCyHKe 2. Bce ckBO3HBIE NpoLecchl 3TON obnacTu pellatoT 3agadvn cpeaHecpoYHOU U A0NrocpoY-
HOW NepCneKTUBHI.

5.3.1.2 BepTuKkaneHble rpynnel NPoLEeCcCcoB MMEKOT crnegylollee HasHavdeHue:

- rpynna npoueccoB «CTtpaTterns n obsizarenscrea» S (strategy and commit) doopMupyeT crtpaTteruio
Pa3BUTUS OpraHn3aLnmn CBA3U U ycTaHaBNMBaeT 0bA3aTeNnbCTBa nogpasgeneHnam no ee BbiNnoNHEHUIO;

- Tpynna npoueccoB «YnNpaBneHue XU3HeHHbIM UMKIoM MHQpacTpykTypbl» | (infrastructure lifecycle
management) npegHasHa4vyeHa Ans npoekTupoBaHna U BHeAPeHUA HOBOU MHPPACTPYKTYPbI;

- Tpynna npoLueccoB «YnpaslieHUe XU3HeHHbIM LUKMKNoM npoaykta» P (product lifecycle management)
npeaHasHaveHa ans paspaboTkn N BHeAPEeHUSa HOBLIX NPOAYKTOB U yCnyr, npeanaraeMbiX KNMeHTam.

5.3.1.3 Knaccugpukauma CKBO3HbLIX NPOoLECCOB Mo NPUHAANEXHOCTU K BepTUKalbHbLIM rpynnam npoLuec-
COB B rnaBHoun obnactu SIP aonkHa ocyLecTBNATLCA B COOTBETCTBUN C PYHKLIUOHANBbHLIMU XapaKTepUCTUKa-
MU 3TUX rpynn cornacHo Tabnuue 5.
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Tabnwuua 5— OyHKUNOHANBHLIE XapPaKTEPUCTUKN BEPTUKATBHbLIX MPynn NpoueccoB B rnasHon obnactn SIP

BeptukaneHas rpynna
NpoOLEeCCOB

OyHKUWMOHANbHbIE XapaKTepUCTUKN

Ctparternsa u
obA3aTenbCcTBa

TLLT

CKBO3HbIE MpoLecchbl POPMUPOBAHUSA CTPATENMN OPraHn3aumnm CBA3N, KOTOPbIE OOIMKHbI pea-
NMN30BbLIBATLCH rpynnamMmm npoueccoB ynpaBrieHNs XU3HEHHBIM LMKITOM MHPPACTPYKTYPbI U
NPOAYKTOB.

CKBO3HbI€ NpoLUecchl NNaHnpoBaHUs 0653aTeNbCTB N0 OCYLWECTBIIEHUIO CTPATENMN. 3TN NPO-
LLleCCbl OXBaTbIBAIOT BCE YPOBHU AEATENBHOCTU OpraHn3aunm oT PbiHKa, KIIMEHTOB U MPOAYK-
TOB, Yepe3 yCnyrm n pecypcbl K BOBMEYEHUIO NAPTHEPOB N NOCTABLMKOB OJ151 OOCTUXEHUS
NOCTaBNEHHbIX Lenewn.

CKBO3HblI€ MPOoLUECChl aHanu3a TeKyLWen 4eATeNbHOCTU U yrpaBneHus BbINONMHEHNEM MPUHS-
TbiX 0653aTENBCTB, B TOM YNCIE NPOBEPKA YCNELWHOCTU U 3PP EKTUBHOCTU CTPATENMI, a TaK-
e BHeceHue, Npu HeobXoaMMOCTH, KOPPEKTUPOBOK B CTpaTernm

iEEE
s

YnpaBneHue CKBO3HbI€ Npouecchl pa3paboTky, NNaHUPOBAHUA N peann3aumnm Bcex paboumx MHPPacTpykK-
XXWN3HEHHbBIM LUKITOM TYp opranmsaumnm (NPUNoXeHUn, BbIMUCIUTENBHOW TEXHUKN U CETEW SMEKTPOCBSA3N), a TaKXKe
NHPPACTPYKTYPb! MHPPACTPYKTYP NOAAEPXKKM (LEHTPOB ynpaBleHus ).

[Tpouecchl rpynnbl yCTAHABNMBAKT HOBblE TPEOOBAHUS M ONPEAEnAoT HOBbIE BO3MOXHOCTH,
pa3pabarbiBaldT HOBYIO UMW YIYYLWEHHYIO MHPPACTPYKTYPY AN pacllnpeHns NIMHENKN NPO-

m % OYKTOB, CHUXXEHUSI CTOMMOCTU M YITyYLWEHNA KavyecTBa NPOAYKTOB
YnpaBneHue CKBO3Hbl€ npoLecchl pa3paboTku, NNaHMpPOBaHUSA, NPOEKTUPOBAHUSA, peann3aunm n BHeape-

XXW3HEHHbLIM LUKITOM HUSA BCEX NPOAYKTOB OpraHn3aumnm CBA3N.

npoAaykra [Tpoueccbl aHann3a pblHKa, TPeboBaHUW KITMEHTOB, TPebOBaHUM K Ka4vecTBY NPOAYKTOB,

NPEANOXEeHUN KOHKYPEHTOB U NOATOTOBKA NO pe3ynbTaTtaM aHanu3a peLeHnn Nno COBEPLLUEH-
CTBOBaHWIO NPOAYKTOB.

[Tpouecchl ynpaBneHns NpoaykKTaMmu 1 NpoaBMXEHUST NPOAYKTOB B ONpeaenieHHbIX CEerMeH-
Tax pblHKa

5.3.2 opusoHTanbHbIE rpynnbl NPoLEecCcoB

5.3.2.1 B rnasHomnobnactn SIP BblaeneHbl YeThIpe ropusoHTanbHble rpynnbl PyHKLUOHaNbHBLIX NpoLec-
COB (CM. pUCYHOK 2). ['lpouecchl 3TUX rpynn nogaepKMesaroT BbINOTHEHNE CKBO3HLIX NPOLIEeCCOB BEpPTUKabHbIX
rpynn v ynpaBnsaloT AeUCTBUSMI MO NOAAEPXKKE MapKeTUHra/npeanoXeHns npoayKkToB, YCNyr CBA3N, PECYPCOB
N B3aMMOOeUCTBUA LenodveK MocTaBoK.

5.3.2.2 Knaccudpukauma pyHKLUOHANBbHBIX NMPOLECCOB Mo NPpUHaANEXHOCTU K rOPU3OHTaNbHBIM FpYyr-
nam npoLueccoB B rnasHon obnacTtu SIP aomkHa ocylecTBNATLCH B COOTBETCTBMU € PYHKUMOHANBHBIMU Xa-
paKTepPUCTUKaMKM 3TUX TPy cornacHo tabnuue 6.

Tabnwuwua 6— PyHKUNOHANBHLIE XapPaKTEPUCTUKN MOPU3OHTAlbHbLIX MPYNN NPOUeccoB B rmasHon obnactm SIP

[[Opu3oHTanLHaA rpynna
PyYHKUMOHANBHBIE XapaKTePUCTUKK

NpoLeccoB

YnpaBneHue [Tpouecchl NocTaBWmMKa NHHOKOMMYHUKALMOHHBLIX yenyr, paboTalowme ¢ nHpopmaumen o
MAaPKETUHIOM W TEeKyLwen n nepcnekTMBHOW NPon3BOACTBEHHON AEATENBHOCTU. OTU NPOLECCHI peLlaroT che-
npeanoXXeHnem ayowme 3agavn;

npogykrta M&OM
(marketing and offer
management)

- pa3paboTka cTpaTerMm n HOBbIX NPOAYKTOB;

- bOpMUPOBaAHNE PBIHKOB M KaHaNOB cObITA;

- YNPaBNeHNe CYLECTBYIOWMMIN NPOAYKTaMK, LeHoobpasoBaHneM, Npogaxxamm n KaHana-
MW CObITA;

- peanuasaums cTpaTtermm MapKkeTUHra n npeanoxXeHnst MHHOKOMMYHUKALMOHHBIX NPOAYKTOB
N YCIyT.

[Tpouecch! rpynnbl A0MKHbI 06ecneynBaTth BbINMONHEHNE 06A3aTENBCTB OpraHn3auum no no-
NYYEHNIO A0X040B, BbINYCKY NPOAYKUMK, NPUBLINSM U yObITKAM

LT

10
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[[Opu3oHTanbLHasa rpynna
NpoLeccoB

OYHKUUMOHANBHbBIE XapaKTEPUCTUKN

PaspaboTka um
yrnpasleHne ycrnyramm
SD&M (service
development and

management)

TIIT

[Tpouecchl NnaHnpoBanHus, pa3paboTkn U NOAroTOBKM YCNyr ANS UX NOCNeaAyouero NCnosb-
30BaHus npoueccamm B rnasHon obnactn OPS. B rpynny BXxogaT npouecchl HopmMnpoBaHus
cTpaTernn no co3gaHnio U NPOEKTUPOBAHUIO YCIYT, YNPaBneHus CyLWeCTBYIOWNMN yCIyra-
MU, oBecnevyeHnsa NPoOn3BOACTBEHHbLIX BO3MOXHOCTEN ANSA YAOBNETBOPEHUSA OXMOAEMOIO

crnpoca Ha ycnyru

PaspaboTka u
yrnpaBrieHne pecypcamm
RD&M (resource
development and

management)

TLLT

[Tpouecchl NnaHnpoBaHus, paspabdboTku 1 NOAroTOBKU PECYPCOB, HEODXOAMMBIX Npoueccam
B rmasHoun obnactm OPS gns npeaocTaBNeHnA KIMEHTaM yCnyr v NpoayKToB. B rpynny BXo-
OAT npouecchl GOpMUPOBAHNA CTPATEMN MO pa3paboTKe CETEBbLIX PECYPCOB N APYrnx doum-

3NYECKUX/NTOTUYECKMX PECYpCoOB  OpraHu3auumu,

obecneYyeHus B38HMO,D,EF10TBMFI C CyweCTBYHRIWWUMU TEXHOINOIMAMWU 3NEKTPOCBA3N, YIPaB-
NeHnd CyuweCTBy LN MU PpeCypCaMU, obecne4yeHus NMPON3BOACTBEHHDBIX BO3MOXHOCTEWN AJ1H

VAOBIETBOPEHUA OXMNAAEMOI0 Crpoca Ha yCI1yIu

BHEAPEHNH  HOBBLIX TEXHOMOTMN W

Pa3paboTka um

yrpaBplieHne uernovykamMmm

nocrtaBok SCD&M
(supply chain

development and
management)

SEE it
TLLT

[Tpouecchbl B3aMMOAENCTBUS C NOCTaBWMKaMU/napTHEpaMu, yHacTBYIOWMMKN B LIEMOYKaX

NOCTaBOK.
[Tpouecchl rpynnb! pelateT crneayowme 3agavdu:
- BbIOOP Ny4lLIMX NOCTaBLUMKOB/NAPTHEPOB;

- obecneveHne cpeacTBaMmu B3aMMoOAeUCTBUA C NOCTaABLLMKAMU U MapTHEPaMU;

- obecrneveHne CBOEBPEMEHHON MNOCTABKU NPOAYKTOB B LEMNOYKE MNOCTaBOK;

- hopMmpoBaHne U NogaepKKka BcexXx MHPOPMALMOHHbBLIX MOTOKOB;

- yrpaBreHne HeobxoaumbiMn NpeodbpaszoBaHUAMU OAHHLIX MPU B3aMMOOENCTBUSAX C MMO-

CTaBLMKamMmu/napTHepamu;

- YIpaBlieHne CbHHaHCOBbIMH MOTOKAMW C HOCTaBU.LMI{aMM/ﬂapTHepaMH

5.4 pynnbl npoueccoB ypoBHA 1 B rnaBHOM obnactu «YnpasrieHue opraHnsauumen»
5.4.1 KrnaesHou obnactn EM oTHOCATCA npouecchl ynpaBneHns AedaTeNbHOCTBIO B MacllTabax opraHu-

3alun 1 npouecchl, NpuMer

neHns bUsHecoMm opraHM3aLnn CBS3N:
- noaaepXka paboTbl opraHn3aunm B LLIENoM, B TOM YMUcne npoLuecchkl PMHAHCOBOro yrnpasreHust, yrnpae-
NEHNS NMPaBoBbIMA OTHOLUEHUAMU, YNPaBNEHUS BbINOTHEHUEM ANPEKTUB PETYIMPYIOLLINX OPraHoB, ynpas/ie-
HASA CTOUMOCTbLIO U KAYeCTBOM MPOaYKLIUN;
- BblpaboTKa KopnopaTUBHOW NONMUTUKN, cTpaTerMi 1 HanpasneHUn AesTeNbHOCTK;

- bopMynMpoOBaHUE Lienen n BbiNyck PyKOBOACTB Ans busHeca op
paboTKa 1 NNaHUPOBaHUE CTpaTEerMn PasBUTUSA apXUTEKTYPLI OpraHu3a

geMble K opraHm3auum B LilenoM. 3TN NpoLecchl OXBaTbiBalOT BCE NPOLECChI ynpaBs-

"aHM3auUMn B LIeSIoM, B TOM YK1CIe pas-

NN,

- YNpaBneHne BHYTpPeHHUMU npoueccamin opraHusaunm, B TOM YMiche BbINOTHEHNEM MPOEKTOB, Y4eTOM
cebecToMMOCTU 1 0OBLEMOB BhINyCKa NMPOoAYyKLUN.
5.4.2 PacnpegeneHune npoueccoB rmasHon odbnactin EM no rpynnam npovueccoB ypoBHA 1 (CM. pUCy-
HOK 2) OOJTKHO OCYLLECTBMATLCS B COOTBETCTBUU C PYHKUMUOHANBHBIMU XapaKkTepUcTUkamMmm aTUX rpynn, npuse-

ANeHHbIMK B Tabnuue 7.

11
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Tabnwuwua 7— OyHKUNOHANBHLIE XapaKTEePUCTUKN TPYNN NpoueccoB ypoBHA 1 B rmaeHon obnactn EM

[ pynna npoueccos

QYHKUMOHANBbHbBIE XapaKTepPUCTUKK

[TnaHnpoBaHune
cTparternm n pasBuTus
opraHunsauvmu
(strategic and enterprise
planning)

LT

[Tpouecchl pa3paboTku cTpaTerMm v NNaHoB Pa3BUTUS OpPraHm3aumnm CBS3MN.
CTpaTterndyeckoe nnaHnpoBaHue BKIMIOYAET B cebs crieaytowme npoueces!:

- onpeaeneHne HanpaBneHnn passutus busHeca opraHm3aumm;

- BbIOOP PBLIHKOB AN NPOABUXEHUS NMPOAYKTOB;

- onpegenexHne TpeboBaHMM K PUHAHCUPOBAHWUIO;

- MOAroTOBKA PEeKoOMeHZaunn no npuobpeTeHnsam, KOTopble MOryT yeunute PUHAHCOBLIE
NI PbIHOYHbIE NO3ULIMK OpraHmn3aunm.

'Ipouecchl NNaHNPOBAHNS PA3BUTUA OPraHn3aunm OCyLWECTBNAIOT pa3paboTKy n KOopAnHa-
M0 BbIMONHEHUS 0BLWEero nnaHa npou3BoacTBEHHON AEATENBbHOCTU OpraHmn3aLmnmn, BKNoYa-
owLero B ¢ebs nnaHbl A4nsa BCeX OCHOBHbLIX CTPYKTYPHbIX €AUHUL, OpraHn3augnm.

lpouecchl ynpaereHnss apxXUTEKTYpPOW opraHusaunn, onpeaensiowme HanpaslieHUs
pPa3BUTUS MHPOPMAUNOHHLIX TexHonormn (AT), obecnevnBatrowme nogroToBKY PyKOBOASH-
LWMX AOKYMEHTOB 1 nonnTtuk VT, yTBepxaeHne brogxeta T

YnpaBrneHune puckamm
opraHm3aunm
(enterprise risk
management)

un)

[Tpouecchl ynpaBneHnst puckammn BKITIOHAOT B Ce0S1 BbISIBMIEHUE PUCKOB U YIpo3 A0Xoaam
UNn penytayum opraHm3aummn, BbINONMHEHNE HEODXOAMMBIX yNpaBnsAlWUX AENCTBUN A5
MUHUMMU3ALUN NN YCTPAHEHUS BIUSHUS BbISIBNEHHbBIX PUCKOB.

[TpnmMmeyaHue—BbIABNEeHHbIE PUCKU MOIYT ObiTb (PUINYECKMMU UNU NOTNYECKU-
MU/BUPTYarnbHbIMU. YCNELWHoe ynpaBneHne puckamm no3BonsieT OpraHn3anmm BolNOMHATb
CBOW KPUTUYECKU BaXKHble DYHKLUMK, MPOLECCHI N MPUMNOXEHUS B YCNOBUSIX CEPbE3HbIX NH-
LWOEHTOB, CBA3aHHbIX C yrpo3amMmu/HapyLeHussMn 6e30onacHoOCTU U NMOMbITKAMU MOLLEHHU-
4yecTBa

3HaHUAMW opraHn3aunm
N nccnegoBaHnsIMu
(knowledge and
research management)

TLoT

YnpaBneHue [Tpouecchl NoAroToBKN N NpegocTaBNeHnsa MHCTPYMEHTAalbHbLIX CPeacTB, MeTO40 10N Y
3P PHEKTUBHOCTbLIO y4yebHbLIX KypcoB Ansi obecneveHnsa paunoHanbHOro n adpHekTMBHOro yrnpasneHnst npons-
opraHu3auum BOACTBEHHOWU AEATENBHOCTLIC OpraHn3aLunm.
(enterprise effectiveness | [lpouecchl, HanpaBneHHbIE HA COBEPLLEHCTBOBAHUE MPOU3BOACTBEHHLIX NPOLECcCcoB, 0bec-
management) neyeHne 3PPEKTUBHOCTN NPOLECCOB yNpaBleHns nporpaMmmamMmm passutns U npoeKkTamm,
NpoLUECCOB yrnpaBneHns Ka4eCTBOM NPOoAyKUUM U NPOU3BOAUTENBHOCTBIO OpraHmn3auun
YnpaBneHue [lpouecchl ynpaBneHus 3HaHAMU opraHn3aunm, NccrnegoBaHnsaAMU TEXHONOMNKN, NMPUMEHSI-

eMbIX B OpraHm3aumnm, U oUeHKN uenecoobpasHocTn NpnobpeTeHNs HOBbIX TEXHONOMMI

YnpasrneHne
dUHaAHCaAMWN N aKTUBAMMW
(financial and asset
management)

fEEE
=

[Tpouecchl ynpasneHnss puHaHcamm obecneumBaloT obuee ynpasieHne y4eTomMm 4OX040B
oprannsaumn. OHM pewatoT crnegyowme 3agavn;

- cOOp AaHHbLIX, MOAroTOBKA OTHETOB W aHann3 pe3ynbTaTtoB AEATENbHOCTU OpraHn3auunm;
- YYET KPEAUTOPCKON N AeDUTOPCKOW 3a40MKEHHOCTEN;

- YYET 3aTpar;

- rapaHTUpoBaHUe 4OXOO0B;

- NOAroTOBKA NIATEXHbIX BEAOMOCTEWN;

- NOAroTOBKA UTOroBOro banaHcea;

- NNaHWPOBAaHWE K onnara Harnoros.

[Ipouecchl ynpaBneHus aktTuBamm ycTaHaBIIMBaIOT MNOJNMMTUKY aKTUBOB, KOHTPONUPYIOT OABU-
XXEHME aKTUBOB M YINPaBMSOT MOMNHbIM ByxXrantepckum 6anaHcom opraHm3aumm
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[ pynna npoueccos

OYHKUUMOHANbHbBIE XapaKTepUCTUKN

YnpasrneHne
OTHOLEHUAMUN C
3anHTEPECOBaAHHbLIMU
CTOPOHaAMMN N BHELLHUMW
CBA3SIMMW
(stakeholder and
external relations
management)

I’Ipoueocu yrpapJlieHnAd OTHOWEeHUAMK C 3aunHTepeCoBaHHbIMW CTOPOHaMWU U BHELWHWMMW
opraHn3auns-amMn.

[TpyumMmevyaHmns

1 K 3amHTepecoBaHHbIM CTOPOHaM OTHOCATCHA NOCTaBLMKU/MApPTHEPLI, akUuMOHepbl, 0D-
LLLEeCTBEHHbIE OpraHn3avuun.

2 K BHEWHMM opraHnsaunsim OTHOCHATCH PErynupylowmne opraHbl, MECTHbIE OpraHmn3ayun
(Ha obCcnyXmMBaemown TEPPUTOPUN) N 0OBEANHEHNS KITMEHTOB.

3 MNMpumepamm NpoUECCOB rPyNMbl ABNAKTCHA OTHOLWEHUS C aKUMOHEPAaMK, BHELLHUE CBA3N,
TPYAOBbIE OTHOLWEHUS N CBA3N C ODLLECTBEHHOCTBIO

TRLT

YnpaBneHue [Tpouecchl ynpaBneHns NepcoHanom pewatrT cneaylowme 3agadn;
nepcoHanom - COCTaBIEHME WITATHOIo pacnnucaHus N yCTaHOBITEHWE AOIMKHOCTHbLIX OKNaaos,;
(human resources - KoopAuHaUMs atTectaunm COTPYAHMKOB M YKa3aHUW MO Ha3HaveHuto 3apaboTHOW NnaTsl,
management) - YCTAHOBINEHWE MNONMNTUKU NO YNPaBneHnto NepcoHanom 1 nporpaMmm noowpeHns nepcoHa-
na;
- yrpaslieHne TPyaoBbIMU OTHOLWEHUSAMW, B TOM YNCIE 3aKITIOHEHUEM KONTTEKTUBHOIO A0ro-
BOPA;

- paspaboTka nporpaMmmbl OXpaHbl TPYAA;

- paspaboTka npaBu aTTecTayumm COTPYAHMKOB U JOIMKHOCTHBIX MHCTPYKLUWM;
- NOAroTOBKa Nporpamm oby4veHus;

- BblpaboTka MNOMUTUKA MO MPUEMY,
COTPYAHWKOB;

- paspaboTka opraHn3aUMoHHON CTPYKTYPbI OpraHn3aumm n KoopanHaumsi NpoLeccoB peop-
raHn3auum

TLEr

YBOJIbHEHUIO W OTCTPaAHEHUIKD OT AOOJIXKHOCTU

6 BHewHuve B3anmoaencTBus

6.1 Obwasa cTpykTypa dbusHec-npoueccoB eTOM, npuBegeHHas Ha pUCYHKe 2, npeaycMaTpuBaeT
B3aMMOOAENCTBUA C BHELUHUMW y4aCcTHUKaAMW eATEeNbHOCTU opraH3aunn. BsanmogencTeus opraHmnsaunm
C BHELWWHUMUN ydaCcTHUKaMN AeATENbHOCT MOTYT OCYLLECTBNATLCA C NOMOLbIO PasNMYHbIX MEXAaHU3MOB, B
TOM YMChe:

- MO 3NEKTPOHHOW NnoYvTe UK No hakcy;

- C NOMOLLbK KOHTAKT-LLeHTPOB;

- Yepes Web-nopTansl;

- yTEM aBTOMaTUYECKUX TpaH3aKuun Tuna busHec-omsHec B2B (business-to-business).

6.2 [na oTobpaXeHna MecTa, KOTopoe 3aHMMatoT Npouecchbl BHELIHUX B3aUMOOEUCTBUA B ODLLEN
CTPYKTYpe busHec-npoueccoB eTOM, BBOAATCH AONONHUTENBHBLIE 3NEMEHTBI: « BHELLUHAS cpeda», «CTOPOHAa
npoaaXkn» U «CTOPOHA MOKYMKU», KaK 3TO NpeacTaBNeHo Ha PUCYHKe 3.

BHewHAA cpefga moaenupyeTt TOProBbiX NapTHEPOB opraHusauun, a NosioCkbl «CTOPOHAa NpodaXXm» U
«CTOPOHA NOKYMKW» YKasbiBatOT MECTO OCHOBHBLIX TOProBbIX NPOLLECCOB B 0bLen cTpyktype eTOM.

6.3 B cnyyasx, korga BHelUHWEe B3auMOAEeNCTBUSA OpraHn3aum OCcyLLEeCTBAAITCA C MOMOLLbIO TpaH3akK-
L1 Tuna B2B, opraHusaumm MoxeT noTpeboBaTbca MCNOMNb30BaTh NPUHLUMBI B3aUMOAENCTBUN, OCHOBAHHbIE
Ha KOHLENLMN COBMECTHO UCNOMNb3yeMbiX 0OLMX NPOLECCOB, MPUMEHAEMBbIX A5 CUHXPOHN3aLUN BHYTPEHHNX
MPOLECCOB TOProBbIX NapTHEPOB.

3T obLme Ana 3MeKTPOHHOM TOProBM NMPOLLECChl MMEHT CTOPOHBI «MOKYMNKa» N «rnpoaaxay», KoTopble
y4acTBYOT NP B3aUMOAENCTBUSAX OpraHM3aLnum ¢ ee nocrasLlmkamu/napTHepamu.
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O I O O A S

CTopoHa npogaxu

CtpaTterus, nHpacTpykTypa un npogykt (SIP) OcHoBHas gesitenibHoCTb (OPS)

PLIHOK, NPOAYKT U KNMUEHT

ycnyra cBs3u

Pecypc
(MpUNoxeHue, BblYUCIIUTENbHAA TEXHUKA U CETb CBSA3N)

BHeLWHSAS cpeaa

[TocTaBwuk/napTHep

CTOpOHa MOKYIKH

. S S S S S S 0 S o o o [ S S S S S S 0 0 S 0 0 S 0 0 R 0 L SRR
[TocTaBLUKU/NaApPTHEPLI
YnpasneHue opraHusauuen (EM)

PucyHok 3 — Obwaga ctpyktypa e TOM n BHeLWLHAA cpena

[pyrne sanHTepecoBaHHbIe
CTOPOHbI

6.4 O6was cTpyktypa eTOM gonxHa npegycmaTpvBaTh cpeacTBa npeocdpa3oBaHnst MOTOKOB AaHHbIX B
COOTBETCTBMM C TPEOOBAHNAMM BHELLUHWX NMPOLECCOB MNOCTABLUMKOB/MAPTHEPOB NPV B3aNMOOENCTBUAX Opra-
HU3auMn C ATVIMKW YHACTHVKAMWN COBMECTHOW OEATENIbHOCTMW.

7/ Metoag MmopgennpoBaHUA NOTOKOB npoueccoB

7.1 MeTtogonorua mogennpoBaHmna NOTOKOB NPOLECCOB A0S KHA NCNONb30BATbCA AN NPOEKTUPOBaAHUSA
NOTOKOBLIX AVarpamMmm npoueccoB opraHn3aumm CBA3W C UCMNONb30BAHMEM CTaHAAPTHbLIX 3NMTEMEHTOB NpoLec-
coB, onpegeneHHbix B eTOM.

7.2 MeTogonorusa ncnonb3yeT nepapxnveckyro 4eKOMMO3nNLMID ANA CTPYKTYPUPOBAHNA CNOXXHBIX CYLLL-
HOCTEN Ha POPManM3oBaHHble KOMMOHEHThI. Jetanu3aunms npouecCOB BbINOJSIHAETCA CUCTEMATNYECKMM
obpasom.

Kaxxabi ctaHgapTHbIM anemeHT npoueccoB eTOM vmeeT getanbHoOe onvcaHne, KOTOpoe BKIIKYaeT B
cebA uenu npouecca 1, Nnpm HeodXoaMMOCTH, Ero OCHOBHbLIE BXOAb!/BbIXOAbl, MHTEPMEWCHI, TPEDOBAHNA K VH-
(bopmMaunoHHbIM Moaensam n bnsHec-npasuna.

7.3 MogenvpoBaHve CKBO3HbIX NPOLECCOB OCYLLECTBNACTCH NyTEM rpadPnyecKkoro npeacraBreHns rno-
CJ1e40BaTesIbHOCTU BbIMNOJIHAEMbIX 3NTEMEHTOB MNPOLECCOB C YKa3aHvem nepeaaBaemMbiX Mexay HUMW OaHHbIX.
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[MpnnoxeHve A
(obsA3aTenbHoOE)
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HaumeHoBaHUA n 0603HaveHua rpynn npoueccoB eTOM

A.1 HammeHoBaHusi 1 0603Ha4YeHuns rmaBHbiX obnacrten npoueccoB e TOM AgomKHbI COOTBETCTBOBATH NPUBEAEH-

HbIM B Tabnuue A.1.

Tadbnuua A.1

OBo3HaveHune rnaBHou

HaumeHoBaHue rnasHou obnacTtiu

AHMUANCKUA 3KBUBANEHT HAUMEHOBAHUA

obnactu
OPS OcHOBHas OeATENbHOCTL Operations
SIP CTpartervsi, nHPpacTpyKTypa v npoaykr Strategy, infrastructure and product
EM YnpasreHne opraHnsaumen Enterprise management

A.2 HanmeHoBaHuA n 0603HaveHUA rpynn npoueccos B rmasHon obnactn OPS gomXHbl COOTBETCTBOBATL MNPUBE-

AeHHbIM B Tabnunue A.2.

Tadbnunua A.Z

O6o3HaveHue rpynno .
HanmeHoBaHue AHIMMUUCKUU SKBUBANESHT HAUMEHOBAHUA
NpoOLUECcCOB

OSR [Mopaepxka n obecneveHmne rotoBHocTu npo- | Operations support and readiness
veccoB OPS

F BbinonHeHWe 3aKas3osB Fulfillment

A ObecnevyeHne KavecTBa Assurance

B bunnuur Billing

CRM YnpaeneHvne B3ammMmooTHoweHussMn ¢ knneH- | Customer relationship management
TaMm

SM&O YnpasrneHue v aKkcnnyatauusa ycnyr Service management and operations

RM&O YnpaBsneHne n skcnnyartauuns pecypcoB Resource management and operations

S/PRM YnpaeneHue B3anmooTHoOWeHUsAMU ¢ noctae- | Supplier/partner relationship management
LLMKaMu/napTHepamu

A.3 HanmeHoBaHus n 0b603HAYEHMA rpynn npoueccos B rnaBHon obnactn SIP gOMmKHbI COOTBETCTBOBATL NPUBE-

AeHHbIM B Tabnunue A.3.

Tadbnuua A.3

OBbo3Ha4veHune rpynnol , .
nanMMeHOBaHUE AHIMUACKUU SKBUBANESHT HAMMEHOBAHUA
NpoLUEecCcoB

S CTtparernsa n obasartenbCcrTBa Strategy and commit

I YnpaeneHme Xu3HeHHbIM uuknom wuHdpa- | Infrastructure lifecycle management
CTPYKTYpbl

P YnpasrneHne XN3HeHHbIM UMKINOM NMpoaykKra Product lifecycle management

M&OM YnpasnenHvne mapketuHrom v npeanoxenmem | Marketing and offer management
npoAaykra
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OkonyaHue mabnuubi A. 3

Obo3Ha4veHune rpynnsl .
HanmeHoBaHue AHMUUCKUN 3KBUBANEHT HAUMMEHOBAHUA
NpPOLECCOB
SD&M Pa3paboTka n ynpaBneHmne ycnyramm Service development and management
RD&M PaspaboTtka n ynpasneHue pecypcamm Resource development and management
SCD&M Pa3paboTtka n ynpasneHue yenodkamm nocta- | Supply chain development and management
BOK

A.4 HanmeHoBaHus rpynn npoueccoB B rnasHon obnactm EM ponxHbl COOTBETCTBOBATb MPUBEAEHHBLIM B Tab-

nue A4.

Tadbnumua A4

HanmeHoBaHue rpynnbl NpoLeccoB

AHMUUCKUN 3KBUBANEHT HAMMEHOBAaHUA

[TnaHnpoBaHne cTpaTtermm n pasBUTUSa OpraHn3aumnm

Strategic and enterprise planning

YnpasneHne puckamm opraHm3aumm

Enterprise risk management

Ynpasnenne shdhekKTMBHOCTbIO OpraHmn3aumm

Enterprise effectiveness management

yﬂpaBHEHMe 3HaHUAMU OpraHn3auymn U NccriegoBaHNAMM

Knowledge and research management

YnpaBreHne uHaHcamMmu U akTuBamm

Financial and asset management

yﬂpaBHEHMe OTHOWEeHWAMHN C 3anHTepeCOBaHHbIMUA CTO-
pOHaMn N BHEWHWMW CBA3HMWA

Stakeholder and external relations management

YnpasneHne nepcoHanom

Human resources management
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