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BBenoeHue

[‘pynna ctaHaapToB «PaclumpeHHas cxema aesaTenbHOCTU opraHmusaunn cesasm (e TOM)» paspaboTaHa ¢
yyeToM pekomeHaauum M.3050.xX cekTopa cTaHgapTusaunm anekTpoceasn MexagyHapoaHOoro cotosa 3reKTpo-
cBaA3n (MCO-T).

PekomeHaauun no eTOM (Enhanced telecom operations map) BXoaaT B COCTaB cepun pekomMmeHaalni
M.3xxx MCO-T, KoTopagda ctaHaapTusnpyet «CeTb ynpasneHus anektpocBasbio» TMN (Telecommunications
management network) — moaens ynpasneHus obopyaoBaHUEM, CETAMMU U YCITyraMn SNEKTPOCBA3N.

CtaHgapTtel e TOM ycTaHaBnmMBaloT KnaccuUpUKaLMOHHYIO CXeMy NPOU3BOACTBEHHBLIX NPOLLECCOB opra-
HU3aLWA CBA3U, TEPMUHOMOTUIO, MeTOA nepapXmMyeckon A4eKoMno3nLmm NpoLeccoB, CTaHAapTHLIE 3NEeMEHTH
NPoLEeCcCOB U MeTOOOoNOrne NnocTpoeHUss Moaenen npoun3BOACTBEHHBLIX MPOLUECCOB U3 CTaHOAPTHLIX 3ne-
MEHTOB.

Moaenb eTOM, onpeaeneHHada rpynnon pekomeHgaunn MCO-T noe TOM, bbina paspaboTtaHa MexXxayHa-
poaHon accounaumend TM Forum (Popym ynpaBneHus TeNnekoMMyHUKaLMSIMKA) B paMKax nporpamMmmel padoT
«HoBOE nokoneHne cnctem ynpasneHus U nporpammHoro obecneveHnsa» NGOSS (New generation operations
systems and software).

Mogenb eTOM npegHasHaveHa Ang NpUMMeHeHUda Npyu MogenupoBaHUM N peopraHnsalnm nponsBoa-
CTBEHHBIX NMPOLLeCcCcoB, NMpn pa3padboTke cucteM ynpasneHms n OSS/BSS — cnctem noaaepkkn gesaTenbHoC-
TWU/On3Heca opraHnMsaunin cBsI3n, NP CUCTEMHOW UHTErpauunm cCUCcTem aBToMaTU3aLUMN NMPOUN3BOACTBEHHbIX
NPOLLECCOB N3 KOMMOHEHTOB PAa3HLIX MPOU3BOAUTENEN.

Obwas cTpykTypa dbusHec-npoueccos eTOM, ctaHgapTuanposaHHasa B FOCT P 53633.0—2009, onpe-
aenaeT CTPYKTYPbl ypoBHEN U nX anemMeHThl And ypoBHen 0 n 1 eTOM. CTpyKTyphbl M 3NeMeHThl NpoLLeccoB ANS
ypoBHeWN 2 1 3 nepapxudeckon cTpyktypbl e TOM onpeaenaroTca agpyrumum ctadgaptamu rpynnel e TOM.

CTpYKTypa 1 3NeMeHThI NpoLLeccoB YPOBHSA 2 0bpa3oBaHbl B pesynbTaTe AeKOMMNo3ULMK rpynn npouec-
coB ypoBHA 1 e TOM. Kaxxgoun rpynne npoueccoB ypOBHA 1 COOTBETCTBYET CBOHA COBOKYMHOCTb 3J1EMEHTOB MNP Oo-
LLeCCOB YPOBHA 2, KOTOpad ycTaHaBNMBaeTcd OTAeNbHbIM CTaHOapPTOM.

B HacToaweM cTaHgapTe onpegenaeTcd CTPYKTypa U 3NeMeHThI MPoLeCcCOoB YPOBHA 2 ANA ropU3oHTab-
HOW rpynnbl NPOLECCOB «YNpaBneHme B3anmMooTHoLWEHUAMM ¢ KnueHTammn» CRM B rmaBHon obnacTu npoLec-
coB « OCHOBHaA AeATENTbHOCTbY.

CobntogeHne OCHOBHBIX NONTOXEHWA cTaHgapTa Nnpyu asToMaTusaunm AeaTernibHOCT opraHn3aunin CBA3n
obecnevynT BO3SMOXHOCTL MOCTPOEHUA CUCTEM aBTOMaTU3aLU MU N3 KOMMNOHEHTOB CO CTaHAapTHbIMU UHTE P ENn-
camMn N NO3BOMUT BbIOUpaTb Ny4dllMe B CBOEM Knacce KOMMOHEHThI cpean KOMMOHEHTOB pasHbIX MPOU3BO-
auteneun.
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HAUUWOHANBbHBILU CTAHOAPT POCCUUCKOWNW OGEOLEPAUUNMN

UHcpopMaLnOHHbIe TexHonormu. Cetb ynpaBneHUs 3r1eKTPOCBA3bIO

PACLLUPEHHAA CXEMA OEATENbHOCTU OPrAHU3ALUUUN CBA3U (eTOM)

HJekomMmno3unuyua u onucaHua npoueccoB. [lpouecchbl ypoBHA 2 e TOM.
OcCHOBHaA AeATeNbHOCTbL. YNpaBlieHe B3aUMOOTHOLUEHUAMMU C KITMEHTaMM

Information technologies. Telecommunications management network.
Enhanced telecom operations map (e TOM). Process decompositions and descriptions.
e T OM level 2 processes. Operations. Customer relationship management

[NaTta BBeaeHna — 2010—12—01

1 O6nactb NpMeHeHUA

HacTtodawuny ctTaHgapT ycTaHaBNMMBaET CTPYKTYPY U 3NeMeHThI MPOoLLeCcCOB YPOBHSA 2 ANSA TOPU3OHTaNbHOW
rpynnel NMPOLEecCcoB «YnpaBneHne B3auMooTHoweHuamMu ¢ knnmeHtamum» CRM (Customer relationship
management), ABNAIOLWENCA SNeMeHTOM CTPYKTYpbl ypoBHSA 1 B rmasHon obnactn « OCHOBHaA AeATeNbHOCTbY
moaenn eTOM (Enhanced telecom operations map). ['pynna npoueccos CRM onpeneneHa B 6a30BOM CTaH-
napteOCTP 53633.0.

HacToawmn ctaHgapT pacnpocTpaHaeTcda Ha Bee NpoL,ecchl B3aMMo4eNCTBUN OpraHn3aL i CBA3N C KIK-

eHTaMn HE3aBUCUMO OT TOT0, Kakme TEXHOMOrMN 3M1EKTPOCBA3N OpraHnu3aLmns NpuMeHseT 1 Kakme MHPOKOMMY-
HUKaLMOHHbIE YCITYTM OHa OKa3biBaeT KITMeHTaM.

HacToawuin ctanaapT npegHasHadeH Anda npumMeHeHus opraH1usaLnuamMy CBs3U, CUCTEMHBIMU MHTEerpaTo-
paMu, NPOU3BOAUTENAMN CUCTEM YNpaBNeHNs U CUCTEM aBTOMaTKU3aL M1 NPOU3BOACTBEHHbBIX NPOLLECCOB.

OpraHnsauun cBa3n, BbICTynarLwme B posin onepaTtopa CBA3U U/unm onepaTtopa ceTu, MOryT NPUMeEHATb
HaCTOALMA cTaHAapT NPy MoAeNIMPOoBaHNU, ONTUMN3ALLIMA U peopraHnsaLm NponU3BoACTBEHHbLIX MPOLECCOB U
CTPYKTYPbI OpraHn3auun, a Takke npu sakase cUcTeM yrnpasfieHna U cMcTeM aBToMaTmM3aLm nponu3BoaCTBEH-
HbIX NPOLLECCOB.

CucteMHble UHTerpaTopbl MOTYT NPUMEHSATL HACTOALLUIA CTaHAapT NPU NMPOEeKTUPOBaHUN KOMIMNEKCHbIX

CUCTEM aBTOMaTU3aLMUM NPOU3BOACTBEHHbIX NMPOLIECCOB C UCNOMb30BAHUEM CUCTEM U KOMMOHEHTOB pPa3HbIX
NPOn3BOANTENEN.

[MponssoaNTENU CUCTEM YNpaBeHNs U CUCTEM aBTOMAaTU3aLMN NMPOU3BOACTBEHHbLIX MPOLLECCOB MOTYT
MPUMEHSATb HACTOALWMUIA cTaHaapT Npu paspaboTke KOMMOHEHTHOW CTPYKTYPbI N UHTEPdENCOB CBOUX CUCTEM, a
TaKKe Nnpn cornacoBaHnn ¢ 3akasvynkamuy TpedoBaHnNi Ha UX NOCTaBKY.

TpeboBaHMA HacTosALWEro ctaHAapTa He pacrnpocTpaHATCA Ha AENCTBYOLWNE cTaHAapThbl, KOTOpbIe

ObINX NPUHATLI 40 BBEeAEHUS ero B AeUCTBUE.

2 HopMaTuBHbIE CCbINKN

B HacTosilLeM cTaHOapTe UCNONb30BaHa HOpMaTUBHAS CChINKa Ha creayoLwmn ctaHaapT:
[OCT P 53633.0—2009 WNHpopmaunoHHbIe TexHonorn. CeTb ynpaBieHUs 3MTEKTPOCBA3bI0. Pacluun-
PeHHas cxema aedaTenbHOCTU opraHusaunm cesasn (e TOM). Obasa cTpykTypa dbM3Hec-npoLLeccoB

[TpumeyaHwmne—lpu NONb30BaHUN HACTOALWMM CTAHAAPTOM LenecoobpasHo NPOBEPUTb AEUCTBUE CCbINMOM-
HbIX CTAHAAPTOB U KnaccupmkaTtopoB B MHPOPMALUMOHHON cucTeme obwero nonb3oBaHus — Ha opunumanbHOM canTe
PeaepanbHOro areHTCTBa No TEXHNYECKOMY PErynmpoBaHnio u MeTponorm B cetn VIHTEpHET nnu no exxerogHo nagasae-
MOMY MHPOPMaLUMOHHOMY yKasaTento « HaunoHanbHble CTaHAAPTbI», KOTOPLIW ONYONMKOBAaH NO COCTOAHUIO HA 1 AHBapPS
TEKYLLLENO roga, n no COOTBETCTBYIOLWMUM €XEMECSHYHO n3gaBaemMblM MHPOPMALUMOHHBLIM yKa3aTensam, onydbrnmkoBaHHbIM B

U3paHune odbmumanbHoe
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Tekywem rogy. Ecnum ccbinovHbin cTaHaapT 3aMeHEH (M3MEHEH), TO NPY NMONb30BAHUM HACTOSALWMM CTAaHJAPTOM cneayeTr
PYKOBOACTBOBATbCH 3aMEHSIWMUM (M3MEHEHHbIM) cTaHAapToOM. ECcnn cebinoYHbI cTaHAapT OTMEHEH ODe3 3aMeHbl, TO
NONOXeHne, B KOTOPOM AaHa CCbINKa Ha HEro, MPUMEHAETCS B YaCcTU, HE 3aTparnBatoWEen 3Ty CCbINKY.

3 TepMUHbI U onpeaeneHus

B HacTosWeM cTaHaapTe NpUMeHeHbl cneayrolume TepMUHblI C COOTBETCTBYIIOL UMK onpegeneHUsIMu:

3.1 busHec-npouecc (business process): [1pon3BOACTBEHHbLIN NPOLIECC OpraHmsaL i CBA3N.

3.2 nepapxudeckada gaekomnosnuua npouecca (hierarchical process decomposition): MeToa nocne-
OoBaTenbLHOW geTanmsauum npoLueccoB bonee BLICOKOTro YPOBHA Ha NpoLecchl 0onee HU3KOro YPOBHSA C LIeNbo
obecnevyeHnst BO3MOXHOCTU MOAENNPOBAHNS NPOTEKAHMS NPOLECCOB BbICOKOTO YPOBHSA C MOMOLLbIO NMpoLLec-
COB HMXKeneXallero YpoBHA.

3.3 KNUeHT (customer). dusndeckoe Unu lopuandeckoe NULo, nokynarwlllee y opraHusaumm cBA3N Unu
nony4varowee 6ecnnaTtHO NPOAYKTLI U YCIYT.

3.4 onepaTtop cBA3MU (service provider): KOpugudyeckoe nnuo UNn nHAMBMAyanbeHbIA NpegnpuUHMMa-
Tenb, OKa3biBaloLWMe YCNyrn CBA3M Ha OCHOBaHWW COOTBETCTBYHOLWEN NUUeH3nn. ABNseTcsa NOCTaBLUKOM
MHOOKOMMYHUKALMOHHBIX YCIYT KITMEeHTaM.

3.5 onepartopceTu (networkoperator): OpraHusauns cBs3u, NPOUIBOACTBEHHASA AEATENTbHOCTL KOTOPOW
HanpaBneHa Ha NpeaocTaBneHne TpakToB Nepegadn MHQoOpMaL MM U coegUHEHNN Yepes CeTU SMEKTPOCBSI3N.

3.6 opraHusauusa (enterprise): KOpmnandeckoe NUUO, oCcyLeCTBNAOLLEE AeATENBHOCTL B 0ONACTU CBSA-
31 B KQ4eCTBe OCHOBHOIo Bnaa AesiTeNbHOCTI.

3.7 napTHep (partner). Y4acTHUK COBMECTHOW C opraHnsaLlunen cBA3N AeATeNbHOCTU Mo NpegocTaBne-
HUM YCNYT KNMeHTaM, CBA3aHHbIN C opraHusauen goroBOPHbIMM OTHOLUEHUAMUK, KOTOPLIE onpeaengaoT 400
NPEUOLINN U MaTePUanbHYO OTBETCTBEHHOCTL MO PUCKaM.

3.8 nocTtaBLWUK (supplier): KOpnanveckoe NULO, B3aMMOOEUCTBYIOLLEE C opraHM3alnen cBsA3n B obec-
neyeHn TOBAPOB N YCNYr, KOTOPbIe UCMOMb3YITCA opraHusalnen npmn npeaoctaBneHnn NpoayKToB U yCnyr
KNMAEeHTaM.

[TpnmedaHwue—Illpeanonaraercs, YTo opraHn3auns cBsA3n ncnoneayet cpeacrtea e TOM ansa mogennpoBaHus
CBOUX MNPOUN3BOACTBEHHbLIX NPOLIECCOB.

3.9 npoaykKT (product): MaTtepunanbHasa n/unn HemaTtepualnbHaga CyWHOCTb, NpeanaraemMas unu npea-
ocTaBnsemas opraHusaunen CBA3U KITMEHTY.

[TpumevaHue—ITlpoaykT AOMKEH BKMoYaTb B €eDA KOMMOHEHT NpeaocTaBneHust yenyru. [poaykt Moxer
BKIoYaTh B cebsi Takke obpaboTaHHble maTepuarnsbl, nporpamMmmHoe obecneveHne n/mnun annaparHble cpeacTsa v niodyto
NX KOMBMHaLUNIO.

3.10 npouecc (process): lNlocnenoBaTenbHOCTb CBA3AHHbLIX ASACTBUN UMK 3aaa4, He0DXoaAUMBIX A4
OOCTUMXeHNd onpegeneHHoOro pesynbrara.

3.11 pacwupeHHasa cxemMa aeATenbHOCTU opraHusauum cBA3n (Enhanced telecom operations map;
eTOM): 3tanoHHas oblas CTpykTypa NpoM3BOACTBEHHOW AATENMbHOCTN OpraHmM3aL iy CBsisn, onpeaensto-
Lad cTaHOapTHBIE 3NEeMeHThl NPOLLeCCOB, U3 KOTOPBIX AOIMKHBI CTPOUTLCA MOAENN BCEX NMPOU3BOACTBEHHbIX
NPOLECCOB.

3.12 pecypchl (resource): dusnyeckme 1 normdeckme KOMNOHeHThl, UCNofib3yeMble 4ng opMUpOoBa-
HUSA YCIIVT.

[TpumeyvyaHne—B KayecTBe pecypCoB UCMONbL3YIOTCH NPUIMOXEHUSA, CPEACTBA BbIYUCIIUTENBHOU TEXHUKN W
3N1EMEHTbI CETEBOUN MHPPACTPYKTYPbI.

3.13 cuctema nogaepxku busHeca (business support system; BSS): Cucrtema, nogaepxuparoLias
npoueccbl e TOM n3 obnactu « Ctparterus, tHpacTpyKTypa U NpoayKT».

3.14 cucteMa nogaepkku oCHOBHOMU geATeNnbHOCTU (operations support system; 0SS): Cucrtema,
nogaepxuparwada npoueccobl eTOM n3 obnactn « OcHoBHadA AeATENbHOCTbY.

3.15 ckBOo3HOU npouecc (end-to-end process flow): COBOKYNHOCTb BCeX NognpoLeccoB, AeUCTBUN U
NOPSAA0K MX cneaoBaHUs, KOTopble HeoDXoOAUMBI A1 AOCTUXKEHUS Lienen BbINoNMHEeHUs npoLecca.

[TpnmeyaHn e — CKBO3HbIE MPOLIECCHI NPOEKTUPYIOTCSH C NCNONMb30BAHWUEM CTAaHOAPTHBLIX SMEMEHTOB MPOLUEC-
COB, onpeaeneHHbiXx B e TOM.

3.16 cywHocTb (entity): KoHkpeTusaumna unm adbctpakuumst, pasnmiuaemele B npeaenax CUCTEMBI.

[TpumeyaHwmne—Illpumepamn CyLHOCTEN ABNSAKOTCA. CUCTEMA, NOACUCTEMA, KOMMNOHEHT, KNacc, 0ObEKT, UH-
Tepdenc, KNMMEHT, Npouece, NPUNoXeHune, cneunukaums.
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3.17 ycnyra cBa3u (service): [deaTensHOCTb No npuemy, obpaboTke, XpaHeHuto, nepeaave, 4O0CTaBKe
COODLLEHNN 3MTEKTPOCBSA3N UMN NOUTOBLIX OTNPAaBNEHUA. ABNSIETCS COCTABHOW YacTbio NPOoAYyKTa, NpeaHasHa-
YeHHOW AN NpoadaXkn KNMEHTY B CoCcTaBe NpoaykTa.

[TpnmedaHune—OagHa n Ta Xe ycnyra MOXeT BXOAUTb BO MHOXECTBO pasfNYHbIX MPOAYKTOB, NMpeaocTaBnse-
MbIX MO Pa3NIM4YHOW LIEHE.

3.18 uUeno4ka nocrtaBoOK (supply chain): CywHOCT/ 1 npoLecckl, B TOM 4YuUCle BHellHMe npolecchl
opraHusaunmn, KOTophble 3aeUCTBOBAHbLI NMPU NOCTaBKE TOBAPOB U YCNYT, HEOOXoAUMbIX ANSA NpeaoCTaBNeHUS
NPOAYKTOB U yCNyT KNUMEHTaM.

3.19 anemeHTbI NpoueccoB (process elements): CtaHgapTHbIE BITOKU NN KOMMOHEHTHLI, UCNOSb3ye-
Mble AN COOPKN CKBO3HBLIX BU3HEC-NpoLEeCcCoB.

4 OOLwmne NONoOXeHUN

4.1 PacwupeHHad cxemMma geatenbHOCTU opraHusauun ceasn (e TOM) aBnaeTca UHCTPYMEHTaNbHbIM
cCpeCTBOM ANA MoaennpoBaHud, onTumMusaLum u peopraHmsasm Npou3BOACTBEHHbIX MNPOLECCOB U CTPYKTY-
Pbl OpraHu3aLnm CBA3N.

4.2 CTaHgapTHLIE rpynnbl NPOoLEeccoB YPOBHA 1 ManeMeHThl npoueccoB ypoBHen 2 1 3 eTOM asnaroTca
KaTeropuamm, MCNonb3yeMbiMM ANA KnaccugpukaluMm Npon3BoACTBEHHBLIX MPOLECCOB opraHusaunn, aHe Moae-
NsiMU peanbHbIX NpoueccoB. OHU onpegeneHbl ¢ MakcuMarnbHO BO3MOXHOW CTeNeHbio OOLLHOCTU Takm obpa-
30M, YTOObI ObITb HE3ABUCUMbLIMU OT NPOAYKTOB, YCIYT U TEXHOMNOMMA CETEN 3NEKTPOCBAIMN.

4.3 HacTodawMM cTaHaapT ycTaHaBNMBaeT CTPYKTYPY U 3NeMeHThbl NPOLECCOB YPOBHA 2 AN TOPU30H-
TansHoW rpynnel npoueccoB CRM — «¥YnpaBneHune B3aMMOOTHOLUEHUAMU C KITMeHTaMny .

DNeMeHTbl NPOoLEeCcCoB YPOBHA 2, onpeaelieHHble HACTOALWMM CcTaHa4apToOM, MOTYT UCMONb30BAaTLCA B
Ka4yeCcTBE CTPOUTESIbHbLIX BITOKOB NPU NOCTPOEHUN MOTOKOBLIX AMarpamMmm pearnbHbIX NPOU3BOACTBEHHBLIX MPO-
LeCCOB, CBAA3aHHbIX C B3auMMOoAeNCTBUAMK OpraHnsaLnm CBsA3U CO CBOUMU KITUEHTaMMN.

5 UpeHTnpvkaumsa npoueccoB

5.1 Ona nHamkaunm nosMuMoHUpOBaHMNA 31eMEHTOB MNMPOoLECCOB YPOBHSA 2 Ha rpaduyeckoM npeancraBs-
neHum cTpykTypbl YypoBHA 1 e TOM npumeHAOTCA NUKTOrpaMmMmbl MaTpudHoU cTpykTypbl e TOM. MaTpuyHas
CTPYKTYpa cbpasyeTcsi NyTEM HaNOXeHUA BEPTUKalbHbIX TPy NPOLECCOB Ha rOpU30oHTalbHbIE FPYNMbI MPo-
vueccoB e TOM.

MecTo anemeHTa nNpoLeccoB UMK rpynnbl NpoLeccoB B CTPYKType YpoBHA 1 e TOM nokasbiBaloT NyTeEM
BblAeNNeHNda TeMHbIM QPOHOM COOTBETCTBYOLMX 31€MEHTOB MaTPpULbl HA NMUKTOrpamMmMe.

Ha pucyHke 1 npuBeaeHo cTaHgapTHOE rpadgouyeckoe npegcraBneHne cTpykTypbl ypoBHA 1e TOM B cOOT-
BeTcTBUU ¢ [OCT P 53633.0. lNuktorpamma ropusoHtansHou rpynnel CRM npeactasneHa Ha pUcyHke 2.
Ha oboux pucyHkax rpynna CRM BeigeneHa TeMHbIM QQOHOM.

5.2 BeTOMnpuHaTa cxema HymMepaLUun rinaBHbiXx obnacten, rpynn v 31EMEHTOB NMPOLLECCOB C NOMOLLbHC
naeHTugpunkatopos npoueccos ID (identifier). MaeHTudpMKaTop npoLeccoB MMeeT crneayrowmnn doopmar:

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

rae: aaaaaa — HOMeP, HaszHa4vYaeMbl opraHu3aLnnen cBA3N. ITOT HOMep aBndeTcd npedukcomk |ID ctaHOapT-
HOro anemMeHTa npouecca. [lpedukc npuMeHAeTCA BTeX criydasx, kKorga opraHusauusa cyutaet
HeobXxoaMMbIM pacLUNPUTb UM USMEHUTb onpeaeneHne cTaHaapTHOro anemMeHTa npoueccea;

b — undppa, ykasbiBatoLlas paspabotyumka npouecca. 3HadeHne 1 otHocutca K TM Forum, 3HauJe-
HUe 2 — KO BCeM ApYyrum paspaboTynkam;

X — undpopa, npeacrasnatoLllas HoMmep rnasHon cbnacTtu npoueccos. [NpuHaTa cnegyrolas Hyme-
pauna: 1 — «OcHoBHas geaTenbHoCcTb» OPS, 2 — «CTpaTterna, MHpacTpyKTypa uNpoayKkT»
SIP, 3 — «YnpaBneHue opraHnsaumnen» EM;

C — Undopa, npeacraBngatoLllas HoMep rpynnbl NpoLueccoB YPOBHA 1 B npeaenax rnasHon obnacTu.
B rnaBHbIX obnactax OPS mn SIP npuHAaTa HymMepaunusa ropusoHTanbHbIX rpynn npoLeccoB
CBEPXY BHWU3 B Npeaenax obnactu B COOTBETCTBUN C PUCYHKOM 1;

d — undppa, npeacrtasnaroLlasg HOMep 3NneMeHTa NPOLLEeCCOBYPOBHA 2 B CTPYKTYpe rpynnbl NpoLec-
COB YpOBHA 1;

e — Ludppa, npeacrapngarolad Homep anemMeHTa NpoLeccoB YPOBHA 3 B CTPYKTYpE 3nemMeHTa npo-
LLeCCOB YPOBHSA 2.
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5.3 NaeHTudunkaTopbl NpoLeccoB cBA3aHbl ¢ YHKLMUOHANBHBIMW ONMUCAHUAMU TPy 1N 37IEMEHTOB MPo-
LeccoB eTOM n ncnonb3yoTcd B Ka4eCcTBE CChINOK Ha onpeaeneHuns cTaHaapTHbIX MPoLEeCccoB.

KnueHT
CTtparterna, uHdppacTpykTypa n npoaykr (SIP) OcHoBHasga gesatenbHocTb (OPS)
CrtpaTterus YnpaBneHue YnpaBneHue [lopaepxka BblnonHeHue Obecne4yeHune BUNnuHr
n obsiza- )KN3HEHHbIM )KN3HEHHbIM n obecneveHne 3aKa30B KayecTBa
TenbCcTBa LINKITOM LINKITOM rOTOBHOCTY
MH(PACTPYKTYpPbI npoaykTa MPOLIECCOB
FAB

YnpaBneHne MapKeTUHroMm u npeanoxXeHnem

npoaykta (M&OM) YnpasrneHue B3aumMooTHoweHnaMn ¢ knneHtamu (CRM)

Pa3paboTka un ynpasneHue ycnyramum (SD&M) YnpasneHue n akcnnyatauusa ycnyr (SM&O)

Pa3paboTtka n ynpasneHune pecypcamm (RD&M)
(NpUnNoXeHue, BblYUCIIUTENbHAsS TEXHMUKA U CETb
CBA3N)

YnpasneHue u akcnnyatauns pecypcos (RM&O)
(MpunoXxeHue, BblYUCIINTENBHAA TEXHUKA U CETb CBSA3N)

Paapaﬁoma v yhnpaBrneHne uerno4kamMm nocCraBOoK YHpaBJ'IEHL’Ie B3dUMMOOTHOLWEeHWNAMW C HOCTaBU_I,HKaMH/FIapTHepaMM
(SCD&M) (S/PRM)

YnpasneHue opraHmsauunen (EM)

[ InaHnpoBaHue
cTpaTterum n pas3BmuTuS
opraHm3aumnm

YnpaeneHue YnpaBrneHne 3HaHnAamMu
AP PEKTUBHOCTLIO opraHumsauuu
opraHmsauunm N nccnegoBaHUAMMU

YnpasneHue
pUcCKamMu opraHusauum

YnpaBneHune OTHOLLIEHUAMMU
C 3aMHTEpPECOBAHHbIMU CTOPOHAMM
N BHELLUHUMU CBSAI3AMMU

YnpaBneHue
(bHAHCaAMKN N aKTUBaMM

YnpasneHue
nepcoHanom

PucyHok 1 — CTpyKTypa ypoBHSA 1 0buwen cTpykTypbl BnaHec-npoueccoB e TOM

TLLT

PUcyHoOK 2 — [ukTorpamma rpynnel npouyeccos CRM
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6 Ctpykrypa CRM n HazHa4yeHue npoueccoB

6.1 CTpykTrypa ropusoHTanbHon rpynnbel npoueccos CRM — «YnpaBneHne B3aMMOOTHOLUEHUAMU C
KNMMEHTaMW» N COOTBETCTBYHLLME 3NIEMEHTbLI MPOLECCOB YPOBHSA 2 NPUBELEHBLI HA PUCYHKE 3.

YnpasneHue

B3aMMOOTHOLUEHUAMHA
C KITMEHTaAMWU

[Mooaepxka
n obecneyeHme YnpaeneHue

O6bpaboTka

[MpoBegeHune
POBSA npobnem

MapKETUHra

QObpaboTka

[Tpooaxku
POA 3aKasoB

FOTOBHOCTU MHTepdencamm

npoueccos C KNUEeHTaMu KNMWEHTOB
CRM

ObecneyeHune
YnpaenexHue

YnpaerneHue YnpasneHue ObpaboTtka
NOSINbHOCTH
QoS/SLA BbICTaBNEeHUEM cbopom 3anpocoB

N yaepxaHue

4yeToB nnarexeun
CUEHTOR CUYETO Nno cyeTam

KIMTUEeHTOB

PucyHok 3 — [ekomno3uuua rpynnel npoueccos CRM Ha anemMeHTbl NpoLeccoB YPOBHSA 2

NaoeHtndukatop CRM: 1.1.1.

6.2 lNpouecchbl ropnsoHTanbHou rpynnel CRM gomkHbl aHannM3npoBaTb OCHOBHYK MHMOPMaUUKO O
NOTPEDHOCTAX KIMEHTOB M 0becneymBaTb BCHO PYHKLUMOHANBHOCTb, HEOBXOAMMYIO ANS NPUBNEYEHMNS HOBbIX
KIMMEHTOB, PACLUMPEHUA N COXPAaHEHUA OTHOLLEHWNW C CYLLIECTBYOLLIMMU KITMEHTaMM.

[Tpouecchl obecnyXmBaHna U NOOAEPXKKU KITMEHTOB OOJTKHbI BbINOSIHATLCA C UCNOSIb30BAHNEM NHODbIX
BMOOB B3anMoOenCcTBUSA: B opucax, no tenedony, yepes IHTepHeT unu Ha gomy. ['lpmn 3TOM B3anMoaeNCTBUSA
MOTYT ObITb PYYHbLIMW NN aBTOMATU3UPOBAHHbLIMM.

6.3 [llpoueccbl CRM, HanpaBneHHble Ha NPOA4aXU KNeHTaM NPOAYKTOB U YCNyr, A0MMKHbI 0becneymnBaTh
yaepXXaHune KIMEHTOB, MPSAMON MapKeTUHr, U3aMeHeHne Habopa ycnyr, NnpoaaXu ycnyr ¢ ynydweHHbIMU CBOWU-
CTBaMM U HOBbIX YCNYT.

[Tpoueccbl CRM BKknto4vatoT B ceb4 Kak TpaauLMOHHbIE NPOLIECCHI PO3HMYHOM NPOAAXWU YCIYT KNMeHTaMm,
TaK M NPoL,eCCbl ONTOBOWU NMPOAAXWU YCIyr APYrMmMm opraHu3auusm.

6.4 llpoueccbl CRM gomkHbl BbINOSTHATE COOP M aHanNn3 OCHOBHbIX CBEAEHWUN O KINMEHTaX U UX NoTpen-
HOCTSIX. 3Ta MHCOPMAaLMA A0TKHA UCMONb30BaTLCA AJ151 NEePCOHUMUKALIMM NPeaoCTaBNsiEMbIX YCNyr, aganTta-
UMM X K TpeboBaHMSM KIMMEHTOB U OOCTaBKM MNAKETOB YCIyr, a TakXe onpeaeneHnss BO3MOXHOCTEN MO
YBENMUYEHUIO LEHHOCTU KNUEHTOB A5 OpraHusauun.

7 JdnemMeHTbI NpoLeccoB YPOBHA 2 anA rpynnbl npoueccos CRM

7.1 ®YHKUMOHAmNbHbIE ONUCAHNS 3NEMEHTOB NPOLECCOB YPOBHSA 2 YCTAHABIMBAIOT KIlaCCUMUKaLNOH-
Hbl€ MPU3HAaKKU, MO KOTOPbIM pearibHble NPoLUEeCChl MOTyT ObITb OTHECEHbLI KKATErOPUM NPOLLECCOB, COOTBETCTBY-
loLLLEN KOHKPETHOMY 3J1IEMEHTY NPOLIECCOB.

7.2 OYHKUMOHANbHOE ONUCcaHMe ONs dNeMeEHTa NPOoLECCOB YPOBHSA 2 COOAEPXKUT: UOAEHTUAUKATOP, MNUK-
TOorpamMmmy, HaMuMeHoBaHME N PYHKUMOHASBbHYIO XapakTepucTuky. PeanbHbIM NPOLECC CHNTAETCH OTHOCALLNM-
CA K cTaHaapTHOMY anemeHTy npoueccoB eTOM, ecnn OH BbINOMHAET OAHY U3 OYHKUWUN, YKa3aHHbIX B
doYHKLMOHaNbHOW XapakTepUCTUKE 3rieMeHTa NpoLEecCcoB.

7.3 ®YHKUMOHAmbHbIE XapaKTEPUCTUKN 3NEMEHTOB npoueccoB ypoBHA 2 ang rpynnsl CRM OOMKHb
COOTBETCTBOBATb AaHHbIM Tabnuubl 1.
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Tabnwuua 1 — PyHKUMOHANBHbLIE ONMNCAHNS ANTEMEHTOB NPOLECCOB YPOBHA 2 ans rpynnsl CRM

MaeHTudpukaTop
1 NUKTOrpaMmma

HanmeHoBaHMe 2N1eMeHTa
NpouUeccoB

OyHKUMOHANBHAA XapaKTepucTuka

1.1.1.1

TLLT

[Mopaepxka wn obecneveHne

rotoBHoctu npoueccos CRM
(CRM — support and readi-

ness)

[Tpoueccbl noggepXkm wm obecnevyeHnsi roTOBHOCTU MPOLECCOB
CRM ponxHbl obecnevnBaTb 3hPEKTUBHOE BbINOMHEHNE NPOLEC-
coB CRM, oTHOCAWMXCA K BEpPTUKANbHbIM rpynnam «BbinonHeHne
3akasoB» F, «ObecneveHne kavectea» A n «bunnuir» B (ganee
npoueccel FAB).

Cpeacrtea nogaepXky BKNoYaloT B cebsa nHppacTpykTypy nogaep-
XKW KITMEHTOB, B3AaUMOAENCTBUN C KITMEHTAMMU, MPOLECCOB Npoaax
N NpeanoXeHns NPoAYKTOB, a TaKXe cpeacTBa MOHUTOPUHIA Xapak-
TEPUCTUK W 3aTpaT Ha BbIMOMHEHNE OTAENbHbLIX MNPOLECCOB
CRM-FAB.

[lpouecchbl aHanni3a AoNrocPoYHbIX TEHAEHUMN OIS KNACCOB Mpo-
OYKTOB C LENb0 YCTAHOBIIEHWUS, B KAKOW CTENEeHW AOOCTUratoTCH
Lenu opraHusauum ans 3Tux Krnaccos NpPoayKTOB.

[1pouecchl nogaepXkn BHEQPEHUS HOBbIX KNAacCOB MNPO4YKTOB U MO-
OEpHM3aUMnM CyLWECTBYIOWMX KIAacCoB NPoO4yKTOB, BKIOYasa TECTU-
POBaHUE TOTOBHOCTU K MPUMEHEHUID U MNMPUEMKY MPOAYKTOB. ITU
npoueccel paspabaTtbiBaloT npoueaypb! BbIMOJTHEHUS OTAENbHbIX
npoueccoB CRM-FAB n obecneumBaiot nx obHoBnenue. llocne
YCMNELWHOro TECTUPOBAHUSA OCYLLECTBNAETCH NPUEMKa HOBOIro uUnn
MOAEPHN3INPOBAHHOIO Knacca npoaykrtoB U BBOA, €ro B 3Kcnnyara-

LU0

1.1.1.2

i

YnpaBneHne wHTepdencamm
C KIIMEHTaAMWN

(customer Interface manage-
ment)

[1pouecchl ynpaBneHns BCEMU MHTEPMENCaAMN MEXAY OpraHn3aum-
en U CyLEeCTBYIOWNMU/MOTEHUMANBHBIMU KNMEHTaAMN. ITU NPOLEC-
Cbl OCYLECTBMAIT yrpaBleHne KOHTaKTaMn KIMEHTOB C
opraHusaunen, aHanm3a npuinH yCcTaHOBNEHNS KOHTAKTOB, Harnpas-
NeHNne KOHTaKTOB Ha COOTBETCTBYIOLMM NPOLECC YAOBIETBOPEHUS
3arnpoCOB KIMEHTOB, 3aKPbiTUE KOHTAKTOB, YMNpaBlieHUe UCKITHYN-
TENbHLIMU CUTYaAUUAMWN, aHANN3 pe3yNbTaToOB KOHTAKTOB U Be4eHne
OTYETHOCTU. KOHTAKT C KITMEHTOM MOXET NoTpeboBaTh BbINOJTHEHUS
oaHoro nnu Heckonbkux npoueccoe CRM-FAB: BbInonHeHns 3aka-
30B Ha ycnyru, obecne4veHnst KadectBa ycnyr (yrnpaBneHne Ka4vecT-
BOM YCNyr U ynpasneHne npodrnemamm KIMEHTOB) N YAOBNETBOPE-

HNA 3arpocoB, OTHOCALWNMNXCH K 6MJ'IJ'IVIHFy

[lpoBegeHNE MApPKETUHIA
(marketing  fulfilment

ponse)

res-

Bbinyck, pacnpocTpaHeHne n AoBeAeHue HenocpeacTBEHHO A0
KITMEHTOB CONYTCTBYIOLLMX MaTEPMANoB U TOBAPOB (KYNMOHOB, DOHY-
coB, 06pa3yoB, UTPYLLEK, PEKNAMHbLIX NTMCTKOB) U aHanm3 Nony4eH-
HbIX Pe3yNbTaToB.

YnpaBsneHue npoBegeHNEM PEeKNamMHbIX KAMNAaHUM OT MOMEHTA Mo-
ABMNEeHUs MUHUUMATUBbI A0 JOBEAEHUSA NEYATHbIX MaTepUanoB U NMpo-
OYKTOB A0 KnueHTa. [lepegava ycnewHbiX MHUUMATUB Npoueccam

npoaax

[Tpopaxn
(selling)

[Tpouecchl ynpaBneHusi NOTEHUMaNbHbIMU KITMEHTaAMK, 0Oy4EeHUs K
NOBbILWWEHUA KBanupukaumm KnmeHtoB, obecneveHuss COOTBET-
CTBUSI OXKUOAHUW KIMEHTOB UMEIOLUMMCSH Y OpraHu3aumm npoayk-
Tam/ycnyram u BO3MOXHOCTSIM UX NPEeaOCTaBMEHUS.

[Tpouecchbl NpegocTaBNeHNs OTBETOB KIIMEHTaM Ha 3anpochbl Mo

NpoAYyKTam

ObpaboTka 3aKasoB
(order handling)

[Tpouecchl 06paboTKM 3akasoB obecnevnBaloT nNpuem u ohopmne-
HMEe 3aKa30B KNMEHTOB. [lpouecchl OCYyLWECTBNSAIOT OLUEHKY BbINOS-
HUMOCTU 3aKasa, BbIICHEHWE KPeauTOCNOCODHOCTU KINMEHTA,
nepegadvy 3akasa Ha BbIMNONMHEHNE, KOHTPONb TEKYLWLEro COCTOAHUSA
BbINOJTHEHUS 3aKada, 0BHOBNEHUE napamMmeTpoB 3aka3sa rno TpeboBa-
HUIO KNWEHTa, YBe4OMITEHNE KNNEHTA O 3aBEPLUEHNN BbIMNONHEHUS
ero 3akasa.

[Tpouecchbl 0bpaboTkM 3aKas3oB AOMKHbI 0becnevmBaTb BbIMNOMHE-
HUe crneayrwmnx PyHKLUNN:

- OPOpPMITIEHNE HOBOIO 3aKasa KnueHTa, moandpunkaynio N oTMeHy
OTKPbITOrO 3aKasa;
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MaeHTudukaTop
N NUKTOrpamma

HanmeHoBaHuWe 3nemMeHTa
NpoLUECCOB

OYHKUMOHANBbHAA XapaKTepucTuKa

- NPOBEPKY BO3IMOXHOCTU NPeAO0CTaBNEHUSA MO 3anpocy KINEHTAa He-
CTanAapTHOro NPOAyKTal/yCnyru;

- MPOBEPKY KPeaNTOCNOCODHOCTU KNNEHTA;

- TECTUPOBAHUE MPEANOXEHNS NO BbIMONTHEHHOMY 3aKa3y Ha pabo-
TOCMOCODOHOCTD;

- ODHOBNEHMEe WHBEHTapHOW 6a3bl  KIMEHTOB  AaHHbIMW O
pasMeLlleHnn, mognpumkaumm nnm oTMEHE KOHKPETHOro npeanoxe-
HUA NMPOAYKTA;

- Ha3Ha4YeHne U KOHTPONb paboT Mo NOAroTOBKE KIIMEHTa K UCMOIb-
30BaHUIC NPOAYKTA;

- yripaBnexHne pabotaMmm No noAroTOBKE K OKA3aHUIO YCnyr w
MHOOPMUPOBAHNE KITMEHTA O X04€ BbINONHEHUSA €ro 3akasa

1.1.1.6

ObpaboTka npobrnem KneH-
TOB

(problem handling)

[Tpouecchl ynpaBneHnsa NPeTeH3nsiMun, nonyYeHHbIMU OT KITMEHTOB
OTHOCUTENBHO NPUODBPETEHHLIX UMY NPOAYKTOB. Llenb aTnx npouec-
COB COCTOUT B NPUEME NPETEH3NN OT KITIMEHTOB, Pa3peLleHnn nNpo-
bnem, BNNOTb A0 YAOBINETBOPEHUS KITMEHTOB, N NPeaoCTaBNEHUN
KNMMEHTaM akTyarnbHOW MHOpMaLMKM O X04€ PEMOHTHBLIX M BOCCTAHO-
BUTENbHLIX paboT No ycTpaHeHuto Npobnem.

[Tpouecchl 06paboTkn Npobnem AonMKHblI 0becnevnBaTb NOAAEPKKY
n 3abnaroppemMeHHoe MHPOPMUPOBAHNE KITMEHTOB O BO3MOXHbIX
npobriemax B 06cnyXmBaHumn, 0bHapyXeHHbIX APYyruMun npoueccamm
MW BbISIBNIEHHBIX MYTEM aHanmaa, ecnu 3Tm nNpobnembl MOryT OKa-
3aTb HErATUBHOE BIMIUSIHME HA KAYECTBO NPeAOCTaBNAEMbIX YCNVYT.
[Tpoueccbl 06paboTkn Npodnem KNMEHTOB AOMXHbI obecnevmBaTtb
BbINOJSIHEHME CneayowmXx PYHKUNMN:

- ¢cbop, aHanna, ynpaeneHne n onoBeLeHne o Npobrnemax, 3asBrieH-
HbIX KITMEHTaAMW OTHOCUTENBHO NPUOBPETEHHBIX MU NMPOAYKTOR;

- perncTpauusi n ynpasrneHue npeTeH3nsasMmn KNMeHTOR;

- yCTPpaHeHune Npobnem KINMeHTOB;

- MHCPOPMUPOBAHNE KITMEHTOB N APYIMX NPOLECCOB O COCTOSHUN Bbl-
SCHEHWS MPETEH3UUN;

- HA3HA4YEeHNEe N KOHTPOIb X04a BOCCTAHOBUTENbHbIX paboT

1.1.1.7

Ynpaenenne QoS/SLA knu-
€HTOB
(customer QoS/SLA manage-

ment)

[Tpoueccbl MOHUTOPUHIA, yrpaBneHns n QOPMUPOBAHUSA OTHETOB O
COOTBETCTBMM NPEAOCTABNAEMOro KINMeHTam Ka4ecTBa 0bCcnyxXmBa-
HMa QoS (quality of service) obsazaTenbcTBam oOpraHm3aymm rno Ka-
yecTBy 0b6cnyxuBanus. Obs3aTenbCTBA OpraHu3auum no KavyecTsy
OOCNY)XMBAHUA MOryT OnpeaensitbCsa B ouumanbHbIX ONUCAaHUSIX
yCNyr opraHns3auumn, B 4OroBopax ¢ KNnMeHTamMmm Unu B KaTtanorax rnpo-
OYKTOB.

[lpouecchl ynpaBneHus KadecTtBOM PYHKUMOHUPOBAHUA OpraHmaa-
LUN U ee NPOAYKTOB C LUENbio BbINONHEHUS cornaweHun no ypoBHIO
kavecTBa ycnyr SLA (service level agreements) ans KOHKPETHLIX pe-
anusaumn NpoaykToB U BbIMONTHEHMA TPebOBaAHMN OPYINX OOKYMEH-
TOB, peryvmpyrowmx rnpouecc oKkasaHus yCenyr.

B coctaB napameTpoB YPOBHA KadecTBa YCNyr AOJIKHblI BXOAUTH
3KCNnyaTaunoHHbIE NapamMeTpbl, B TOM YnUCIe napameTpbl paboTbl K
rOTOBHOCTU PECYPCOB, a TaKke BCe napamMmeTpbl NPOAYKTOB, YKa3aH-
Hble B 4OrOBOpax 1 perynupyrowmx 4okymeHTax. K napamertpam npo-
OYKTOB OTHOCATCSH: MPOLEHT CBOEBPEMEHHO BbINOJIHEHHbLIX 3AKa30B
Ha NPOAYKTbI, BPEMS BbINOSTHEHMA 00A3aTENBLCTB N0 PEMOHTY, Napa-
METPbI KA4YeCcTBa 0OCNY>XMBaHUSA MNPU KOHTaKTaxX C KNUEeHTaMW.,
dakTbl HapyweHus TpeboBaHum SLA OomKHbl nepeaaBaTbCs NPO-
ueccam bunnumHra gns KOppekunmM gaHHbIX HAaYUCNeHNs onnaTbl 3a

YCNyIu

1.1.1.9

ObecnevyeHne NOSANbHOCTU U
yaepKaHUe KNNEHTOB

(retention and loyalty)

[Tlpouecchl, cnocobCTBYOWME yAEPKAHUID UMEIOLMNXCA KITMEHTOB,
NPOoLECChl UCMOMNb30BAHUA CXEM NOANBHOCTU ANA NPUBNEYEHUS HO-
BbIX KITUEHTOB.

[Tpouecchl AomKHbl 0becnevynBaTbh BbISCHEHUE MOTPEOHOCTEN KIK-
eHTOB, onpeaeneHne LEHHOCTU KINMEHTOB A5 OpraHn3aumumn, OLEHKY
NePCNeKTUBHOCTU U PUCKOB NO KOHKPETHbIM KITMEeHTaM.
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OkonyaHue mabnuubi 1

MaeHTudukatop
1 NUKTOrpamma

HanmeHoBaHue 3nemMeHTa
NpoLeccoB

PyHKUWMOHANbHAA XxapaKTepucTuka

[Tpouecchbl AOMKHBbI OCYLWECTBNATL COOp M aHanmM3 AaHHbIX NO pe-
3ynbTaram BCEX KOHTAKTOB OpraHn3auum ¢ KNMeHTamMmu

1.1.1.10

yﬂpaBﬂEHME BblCTaBITEHNEM
c4HeToB

(bill invoice management)

[Tpouecchl ynpaeneHusi BbICTABMNEHNEM CUHETOB AOIMKHbI 0becnevu-
BaTb (POPMMPOBAHNE CHETOB, BbINYCK CHETOB HA Dymare unm B 3neKkT-
POHHOM BUAE, PACCBINIKY CHETOB KNMeHTam. B cyeTax 3a npoayKTbl U
YCNYru, NpeaocTaBNeHHble KNMEeHTaM, AOIMKHbI ObiTb YYTEHbI COOT-
BETCTBYIOWME TapudPbl, NbroTbl, KOPPEKTUPOBKN, CKUAKU U KPEAUTDI.
[Tpouecchl AoMKHbI 06ecneunBaTh y4ET 4OXOA0B OpraHn3auum n CBO-
€BPEMEHHYO PACCbINKY CHETOB.
[lpoueccbl AgomkHbl obecne4vmBaTb
PYHKLNIA:

- YCTAHOBNEHWE TapudoOB, HAYNCNEHUE ONNaTtbl 3a yCrnyru, npeao-
CTaBMNEeHHblEe KITMEHTaM;

- KOPPEKTUPOBKY CHETOB (PELUEHNE O KOPPEKTUPOBKE MPUHMMAETCS
npu obpaboTKe NPETEH3UN MO CHETAM);

- hopMUPOBAHME aKTyalbHbIX CHETOB C YY4ETOM KOPPEKTUPOBOK, CKU-
NOK, NMbroT U KpeauToB;

- BbINYCK CYETOB B HDU3NYECKOM UMK SNEKTPOHHOM BUAE N PACCbINKY
NX KIIMEHTaM B COOTBETCTBUM C PACTIMCAHUEM PACCHINKW;

- pacyeT NoTpebHoCTH B Bymare n KoHBepTax Ans BbiNyCKa CYETOB;

- YNPaBNeHNE BKIIOYEHUEM PEKNAMHbBIX MaTEpUanoB B paccbinae-
Mbl€ CYETa;

- yrpaBreHne MeponpuaTUSMU No NPUBIEYEHUIC CTOPOHHNUX OPraHu-
3aUumn K Noggep)Xke reHepauum cHeToB, NPOU3BOACTBY U PACCHINKE
CYETORB

BbINOJIHEHNE  CIeAyHWnX

1.1.1.11

YnpasneHne cbopom nnare-
xewu

(bill payments and
receivables management)

[Tpouecchl obecnevmnBaloT NOCTYNNEHNE AOX0A0B OpraHu3aumm Ye-
pe3 yCTaHOBIEHHbIE 3apaHee KaHarnbl cbopa nnateXXen v BoIMOJSTHAIOT
npouegypbl N0 BO3MELLEHUIO 3a40/MKEHHOCTEWN.

[Tpouecchl OCYLWECTBNAIOT YrPaBleHne cHeTaMmm KIMeHToB, obpaba-
TbIBAIOT UX NMNATEXWU, OCYLWLECTBNAIOT COOp NnaTexen, KOHTPONUPYIOT
COCTOSIHME MnaTeXxHoro banaHca.

[Tpouecchl ynpasneHns cOopom nnarexen AOMKHbI obecnevumBaTthb
BbIMONHEHNE Creayowmx OyHKUNN:

- cO034aHue NpoLeccoB 1 KaHanNoB onnartbl ANs KNMEHTOB U ynpaene-
HUE UMWU;

- co3gaHue npoueccoB cbopa 3a40/MKEHHOCTEN U YINIPABIIEHUE UMW,

- yrpasneHne MepornpusaTUsMun No NPUBNeYeHno CTOPOHHUX OpPraHu-
3aUuun K nogaepxke cbopa n BO3IMELLEHUSA 3ad0IMKEHHOCTEN

1.1.1.12

ObpaboTka
cyeTam

(bill inquiry handling)

3alrpocoB 110

Llenb npoueccoB COCTOUT B CBOEBPEMEHHOM U 3P EKTUBHOM Bbl-
NONMHEHUN 3anpocoB M Xanob KIMeHTOB no cdetam. [lpouecchl
OOJDKHbI YNpPaBnsaATb B3aMMOAENCTBUSAMU C KITMEHTAMM MO BOMPOCcam
bunnuHra.

[Tpouecchbl 0bpaboTkm 3anpocoB NO cHeTamM AOMKHbI 0becnevmBaTh
BbIMONTHEHNE Crneayowmx PYHKUNW:

- permcTpaumio 3anpoca OTHOCUTENbHO COCTOSIHUA CYETa KITMEHTA;

- yrpasneHne N3MeHEHNSIMU B CTPYKTYPE U AeTalbHbIX 4aHHbIX CYe-
Ta KNUEHTA;

- YNPaBIEHNE XU3HEHHbBIM LIMKNOM 3arnpoCcoB KITMEHTOB MO CHETaM;
- yBeAOMINeHne 06 N3aMeHEHNAX NO MepPEe NPOXOXKAEHNS 3anpPoOCoB;

- 3aKpbITUE 3anNpPOCOB MO cYeTaM Nocrne 3aBeplleHnss HEOBXOANMbIX
NEeNCTBUN.

[Tpouecchl 06paboTKM 3anpoCoOB MOryT BbINOMHATLCH NEPCOHANom
opraHn3aumm Unm ¢ NCNorb30BaHMEM CPEACTB 3MEKTPOHHOro bnaHe-
ca. B nocnegHem cny4ae 3anpocsl, NPETEH3NN U UBMEHEHWS AeTarllb-
HbIX [OaHHbIX MNEPECLINATCH dYepe3 JINEKTPOHHYI cpeagy W
obpabartbiBatoTca 6e3 yyacTtus nepcoHana




[MpnnoxeHwne A
(obsizaTenbHOE)

FOCT P 53633.3—2009

HanmeHOBaHUA 3N1eMEeHTOB NpoLeccoB YPOBHA 2 ANA rpynnbl npoueccoB YPOBHA 1
«YnpaBneHue B3aUMOOTHOLUeHUAMU ¢ KnueHTamu» CRM

A.1 HanmeHoBaHMA 3NEMEHTOB NPOLECCOB YPOBHS 2 AN rOPU3OHTaNbHOWU rpynnbl NpoLeccoB « YrpaBneHne B3aun-
MOOTHOLWeEHUSMM ¢ kKnnentamm» CRM (Customer relationship management) g4onxHbel COOTBETCTBOBATb AAHHbLIM Tabnu-

ubl A.1.

Tabnwunya A1 — «YnpaBneHme B3anMoOTHOLWEHNAMU € KiimeHtamu» CRM

MaeHTudukarop

HaunmeHoOBaHMe snemMeHTa npouecCoB

AHMMUUCKUN 3KBUBANEHT HAMMEHOBAHUSA

1.1.1.1

Noppepxka M obecrnevyeHne roTOBHOCTU MPOLECCOB
CRM

CRM-support and readiness

1.1.1.2 YnpaBneHne nHrepdencamm ¢ KnmneHTamMmm Customer interface management

1.1.1.3 [lpoBegeHne MapKeTUHra Marketing fulfilment response

1.1.1.4 [Tpoaaxku Selling

1.1.1.5 ObpaboTka 3aKa3oB Order handling

1.1.1.6 ObpaboTka npobnem KNMeHToB Problem handling

1.1.1.7 YnpaenexHne QoS/SLA KNMEHTOB Customer QoS/SLA management

1.1.1.9 ObecneyeHne NoANbHOCTU N yAEPXKaHUE KNNMEHTOB Retention and loyalty

1.1.1.10 YnpasrneHue BbICTaBNeHUEM CHETOB Bill iInvoice management

1.1.1.11 YnpasneHne cbopom nnartexen Bill payments and receivables management
1.1.1.12 ObpaboTka 3anpocoB NO cHeTam Bill inquiry handling
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