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BBepeHve

Ipynna ctaHgapToB «PaclwmpeHHas cxema geaTenNbHOCTN opraHusaumm cesasm (eTOM)» paspaboTaHa ¢
yyeToM pekomeHpgauunii M.3050.X cekTopa cTaHAapTM3aLun 3NeKTPocBsa3n MexayHapo4HOro coks3a 3/1ekTpo-
ceasn (MC3-T).

PekomeHpgauumn no eTOM (Enhanced Telecom Operations Map) BXoASAT B cOCTaB cepun pekoMeHgauuii
M.3xxx MC3-T, koTopas cTaHgapTusmpyet «CeTb ynpaBneHusa anektpocsasbio» TMN (Telecommunications
Management Network) — mogens ynpasneHua o6opyfoBaHnem, CETAMU 1 yCayraMmn 31eKTPOCBA3N.

CtaHpgapTel eTOM ycTaHaBAMBaKT KIaCcCUMUKALNOHHYIO CXeMy MNpPOU3BOACTBEHHbLIX MNPOLECCOB
opraHmsauunii  cBA3W, TEPMWUHONOINID, MeTOh uepapxuyeckol AeKomMno3vmuuu npoueccoB, cTaHAapTHble
3/1IeMEHTbI NPOLLECCOB ¥ METOA0/I0TMNI0 NOCTPOEHNSA MOAeNel NPOM3BOACTBEHHbIX NPOLLECCOB U3 CTAH4APTHbIX
3/1eMEHTOB.

Mogen, eTOM. onpegeneHHas rpynnoii pekomeHgaunin MC3-T no eTOM. 6bina paspaboTaHa mexay-
HapogHoi accoynaumeli TM Forum (®opym ynpaBrieHUs TeNeKOMMYHMKaLMAMMN) B pamMmkax nporpammbl pa6oT
«HoBOe MokoseHne cuctem ynpaBieHuss 1 nporpammHoro ob6ecnevennsa» NGOSS (New Generation Opera-
tions Systems and Software).

Mogene eTOM npegHasHayeHa A1 NPUMEHEHUA NpU MOLENNPOBAHUN U peopraHnsauum npovsBoj-
CTBEHHbIX NpoLeccos, nNpu paspaboTke cuctem ynpasseHusa n OSS/BSS — cuctem nogfepxku gestenbuno-
cTn/6usHeca opraHmsaunini cBsA3W, NPU CUCTEMHOI UHTEerpauuM cucTeM aBTOMaTU3auun NPOU3BOACTBEHHbLIX
npoL,eccoB 13 KOMMNOHEHTOB pa3HbiX NPON3BOANTENE.

HacTtosawunii ctaHfapT yctaHaBnvMBaeT o6y CTPYKTypy 6usHec-npouecco eTOM, Ha 6a3e koTopoli
NOCTPOEHbl BCe OCTa/NbHble cTaHAapTbl Mofdenu eTOM. Cob6nioaeHne OCHOBHbIX TpeboBaHWii HacTofALwero
cTaHgapTa npu aBToMaTM3auuu feATeNbHOCTVM opraHu3auuii cBA3n obecneynT BO3MOXHOCTb MOCTPOEHMUA
cucTem aBTomMaTU3aLMm U3 KOMMNOHEHTOB CO CTaHA4apPTHbIMU MHTepdieiicaMmn 1 NO3BONT BbiGUpaTh Nyywme B
CBOEM Knacce KOMMNOHEHTbl cpeAn KOMMNOHEHTOB pa3HbiX Npon3BoauTeNnei.
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HAUMOHANBHBIAN CTAHOLAPT POCCUMCKOWN SGELEPALUNMN

NHpopmaLmoHHas TexHonorus. CeTb ynpasBieHns 3/1eKTPOCBA3bI0
PACWMPEHHAA CXEMA AEATENBbHOCTU OPTAHN3AL VN CBA3UN (eTOM)

O6wasn cTpykTypa 6U3Hec-npoLeccos

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

Jata BBegeHns — 2010—12—01

1 O6nactb NpUMeHeHus

HacTtoawuii ctTaHgapT ycTaHas/iMBaeT 3Ta/NOHHY0 06Uy CTPYKTYpy 6U3Hec-npoLeccos AN opraHu-
3auunit cBA3N U aBnseTca 6a30BbIM CTaHAAPTOM rPynnbl CTAHAAPTOB, ONpeAenaWmnX «PaclnpeHHyo cxemy
feATenbHOCTU opraHusauun ceasn (eTOM)».

HacTtoawuii ctaHgapT pacnpocTpaHsieTcsa Ha Bce BUAbl MPOU3BOACTBEHHbLIX NPOLLECCOB opraHusaymnii
CBfI3W, HE3aBNCUMO OT TOr0, KaKne TEXHONOTUY 3/1IeKTPOCBA3N OpraHn3aLum NPUMEHsIoT U Kakme NHOKOMMY-
HUKaLMOHHbIE YC/YT OHW OKa3blBalOT KANEHTaM.

Hactoawwuii ctaHgapT npegHasHayeH ANA NPUMEHEHUSA opraHusauusiMu CBSA3WU, MPOU3BOAUTESNSAMMU
CUCTEM ynpasJieHNsA U CUCTeM aBToMaTusauun NPon3BOACTBEHHbIX NPOLLECCOB, CUCTEMHBLIMU MHTErpaTopamu
1 NPOV3BOANTENAMMN TeIEKOMMYHUKALNOHHOro o6opyaoBaHus.

OpraHusauumn cBs3u, BbiCTynatwLlyMe B posn oneparopa CBA3W U/Man oneparopa cetu, MOryT NpUMeHsTb
HacToAWMNiA cTaHgapT NpyM MOAEeNNpoBaHMKU, ONTMMU3aLMM N peopraHn3alynm Npon3BoACTBEHHbIX NPOLECCOB
N CTPYKTYpbl OpraHusauuu, a Takxke npu 3akase CUCTEM ynpaBieHWs U CUCTeM aBToMaTu3auuu nNpoussBof-
CTBEHHbIX NPOLLECCOB.

MpounssoauTenu CUCTEM ynpasfieHUs U CUCTeM aBTomMaTu3aumm NPOU3BOLCTBEHHbIX NMPOLLECCOB MOTyT
NPUMEHATb HACTOAWMIA cTaHAapT Npu pa3paboTke KOMMNOHEHTHON CTPYKTYPbl 1 MHTepdelicoB CBONX CUCTEM,
a Takxe, Npu cornacoBaHum ¢ 3aKkasymkamm, Tpe6oBaHU Ha UX NOCTaBKY.

CuncTeMHble MHTerpaTopbl MOTYT MPUMEHATb HACTOALWMIA CTaHAaPT NPU NMPOEKTUPOBAHNN KOMMIEKCHbIX
cucTem aBTomMaTusauuy NPOU3BOLCTBEHHbIX MPOLECCOB C UCNO/Ib30BAHMEM CUCTEM M KOMMNOHEHTOB Pa3sHbIX
npoussoguTenei.

Mpon3soanTenn TeNekoMMYHUKALMOHHOTO 060py/A0BaHUSA MOTYT NPUMEHATb HACTOALWMIA cTaHAapT npu
pa3paboTke akcnayataLMOHHbIX MHTepdelicoB 060pyAoBaHNS.

TpeboBaHua HacToOsILLero cTaHjapTa He pacnpocTPaHATCA Ha [AeicTByloliMe cTaHAapTbl, KOTopble
6bI1M NPUHATBLI [0 BBEAEHNSA OO0 B AelicTBUE.

2 TepMUHbI 1 onpegeneHvs

B HacTosilem cTaHAapTe NPpMMeHEHbI creyloLlne TepMUHbI C COOTBETCTBYIOLUMMN ONpefesieHNAMHU:

2.1 akuuoHep (shareholder): VHBecTop, BnagelowWwmnin akumamm opraHnu3saymm cBA3su.

2.2 6usHec-npouyecc (business process): NMpon3BoACTBEHHbI NpoLECC OpraHn3aLnmn cBasun.

2.3 gpyrue 3aumHTepecoBaHHble CTOPOHbI (other stakeholders): Bce nuua wnu opraHusauuu, KoTto-
pble nMeloT 06a3aTenbLcTBa Nepej opraHmsalmneii cBA3n, He CBA3aHHble C BNajgeHNeM akunsMu.

2.4 nepapxunyeckas pekomnosumuusa npouecca (hierarchical process decomposition): Metog no-
cnefoBaTeflbHON AeTanusauyum npoueccoB 60s1ee BbICOKOrO YPOBHS Ha npoueccbl 60/1ee HU3KOro ypoBHA C

M3paHve oguumasnibHoe
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uenbio obecnevyeHnss BO3IMOXHOCTM MOAEMPOBAHMA NPOTEKAHUA MPOLECCOB BbICOKOTO YPOBHSA C MOMOLL b
NPOLLEeCCOB HMXesexXallero ypoBHs.

2.5 KNMeHT (customer): ®u3nyeckoe WaM LPUANYECKOE NNLLO, MOKynawLlee y opraHusauny cBssn um
nonydyarouiee 6ecnnaTtHo NPOAYKTbI U YCAYTH.

2.6 onepaTtop cBA3u (service provider): KOpuguyeckoe NULO WUAN UHAMBUAYaANbHbIA NpeanpuHMMma-
TeNb. OKasblBaloLW e yCcnyrm CBSA3M Ha OCHOBaHMM COOTBETCTBYOLW e NMLeH3nn. ABaseTcs NoCTaBLUKOM WH-
(hOKOMMYHUKALMOHHbIX YCNYT KNNEeHTaMm.

2.7 onepatop ceTu (network operator): OpraHusauus cBA3u, NPOU3BOACTBEHHAS AeATeNbHOCTb KOTO-
poii HanpaBfieHa Ha npefoCTaB/eHWe TPAKTOB nepefayn uHopmaunm N coeguHeHnn Yepes ceTn anekTpo-
CBSAI3N.

2.8 opraHusauymus (enterprise): HOpuandeckoe nuuo, ocylWecTBasOWee 4eATENBHOCTL B 06/1aCTH CBS-
31 B KAYeCTBE OCHOBHOIO BuAa AEeATENbHOCTU.

2.9 napTHep (partner): Y4yacTHUK COBMeCTHOIi C opraHusauueil cBaA3n feAaTeNbHOCTH No npejocTasrie-
HUI0 YCNYT KNMEHTaM, CBA3aHHbI C opraHn3aumnein 4oroBOPHbLIMU OTHOLWEHNAMM, KOTOPbIE ONpeaesnsoT A0/
npu6bLINM N MaTepnanbHyto OTBETCTBEHHOCTb NO puUcCKaMm.

2.10 noctaBwuk (supplier): KOpuagnyeckoe nuuo, B3aMmofeicTBylolWlee C opraHusauuel cBasn B
o6ecneyeHun TOBApPOB W YCAYr, KOTOPble UCNOMb3YTCA OpraHu3auunei Nnpu npefocTtaBfeHWM NPOAYKTOB U
YCNYT KNINeHTam.

MpumeuaHue — Mpegnonaraercs, YTO OpraHU3aLmMs CBSA3U UCMO/b3YeT cpeacTea eTOM Ans MOAeMpoBaHust
CBOMX NPOU3BOACTBEHHBIX MPOLECCOB.

2.11 npopgykT (product): MaTepuanbHas u/unnm HematepuanbHas CyLHOCTb, Npeajaraemas uam npe-
focTaBfisieMast opraHusaumnein CBs3mn KANEHTY.

NMpumevyaHne — TMpoayKT AO/MKEH BKIOYATb B Ce6s KOMMOHEHT NpeAocTaBneHus ycnyru. MpoaykT MoxeTt
BK/IOYATHL B ceb5 Takke 06paboTaHHble MaTepuasbl, NporpamMMHoe obecneyeHre unamn annapartHbie CpeacTa U byt
NX KOMOMHaLMIO.

2.12 npouyecc (process): lMocnegoBaTeNbHOCTb CBA3aHHbIX AeCTBUI UAKN 3aday, Heob6XoAMMbIX ANs
LOCTUXEHNA onpefeneHHoro pesynabraTa.

2.13 pacwunpeHHasa cxema AeaTenbHOCTM opraHmn3auumn cesa3n eTOM (enhanced telecom operations
map eTOM): 3TanoHHasa obwasn cTpykTypa Npon3BOACTBEHHON AeATEeNbHOCTU OpraHmM3auumn cBs3un, onpege-
nawwan ctaHjapTHble 3/IEMEHTbI NPOLECCOB, U3 KOTOPbIX A0/KHbLI CTPOUTLCA MOAENN BCeX NPOU3BOACTBEH-
HbIX MPOLECCOB.

2.14 pecypchbl (resource): ®u3nyeckme n N0rmMyeckne KOMMNOHEHTbI, UCNofb3yemble A1 hopMupoBa-
HUS yCnyr.

MpuMevyaHne — B KayecTBe peCypcoB MCMOMb3YHOTCA MPUIOXKEHWS, CPEACTBA BbIUMCAUTENBHON TEXHUKN 1
31EMEHTbI CETEBOIN MH(PACTPYKTYPbI.

2.15 cuctema noppepxku 6usHeca (business support system; BSS): Cuctema, nogaepxusarouias
npoueccobl eTOM n3 obnactn «Crparerus, HPpPacTpykTypa v npoayKT».

2.16 cuctema noAfepXKu OCHOBHON geaTenbHocTU (operations support system; OSS): Cucrtema,
nognepxusatowas npoveccbl eTOM u3 o6nactn «OCHOBHaA AeATENbHOCTbY.

2.17 ckBo3HOI npouecc (end-to-end process flow): CoBOKynHOCTb BCEX MOANPOLECCOB, AelCTBUI 1
MOpAfOK UX C/ief0BaHNA, KOTOPble HE06X0AMMbI ANA AOCTUXEHUSA Lieneil BbINOMIHEHMSA npoLecca.

MpumMmeyvyaHne — CKBO3HbIE MPOLECCHI MPOEKTUPYIOTCS C UCMOJIb30BAHWEM CTaHAAPTHbIX 3/1EMEHTOB MPOLEeC-
COB. onpefesneHHbIX B eTOM.

2.18 coTpyaHuku (employees): MepcoHan, yuacTByoLWKii B AOCTUXEHUN Leneii 6u3Heca opraHusayum
CBA3N.
2.19 cyuwHocTb (entity): KoHkpeTusauua unu a6cTpakuus, pasnmyaemas B npegenax CUCTEMbI.

MpumeyaHue — MNpumepamu CyLLHOCTEN ABNAIOTCA: CUCTEMA, NOACUCTEMA, KOMMOHEHT, KNacc, 0ObEKT, NHTEp-
cheiic. KNMEHT, npouecc, NpUoXeHne, cneuudnkaums.

2.20 ycnyra cBsi3u (service): [leATenbHOCTbL NO npuemy, 06paboTke, XpaHeHuto, nepegaye, focTaBke
COO6LLEeHNA 3NeKTPOCBA3N UAKN NOYTOBbLIX OTNPaB/EHUIA. ABNSETCA COCTAaBHOW YacTbio NPoAYKTa, NnpeaHasHa-
YEeHHON ANA NPOAaXW KNWEeHTY B cOCcTaBe NpPoAyKTa.

2
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MpumeuyaHune — OfHa U Ta Xe yc/yra MOXeT BXOAUTb BO MHOXECTBO Pas3/iMuHbIX NPOAYKTOB, NpefocTaB/sie-
MbIX N0 Pa3/INYHOI LEHe.

2.21 uyenouyka noctaBok (supply chain): CywHocTn u npouecchbl, B TOM 4nC/le BHELIHWe NPOLeccChbl
opraHusauuu, KkoTopble 3a4elicTBOBaHbl NpM NOCTaBke TOBApPOB W YCAyr, HEO6X0AMMbIX A4S NpefjocTaBAeHns
NPOAYKTOB U YCAYT KIMEHTaM.

2.22 anemeHTbl npoueccoBs (process elements): CtaHAgapTHble 6/10KA MAN KOMMOHEHTbI, UCNO/b3ye-
Mble AN c60pKM CKBO3HbIX GU3HEC-MpoLLeccoB.

3 O6Lpe NonoxeHus

3.1 PacwupeHHaa cxema fgeATenbHOCTU opraHu3auun ceasm (eTOM) sBnsieTca MHCTPYMEHTasbHbIM
cpefCTBOM NS MOAENMPOBaHUA, aHannsa, onTumMmmsaumnm n peopraHusaymy Nnpon3BoACTBEHHbIX MPOLECCOB U
opraHu3aunoHHOl CTPYKTYpbl OpraHu3auuii ceasu.

3.2 eTOM MOXeT NpPUMEHATbLCA KO BCEM BUAAM NPOW3BOACTBEHHbLIX MPOLECCOB OpraHu3auuii cBs3u
HEe3aBUCKMO OT UCNO/b3YEMbIX UMW TEXHOOTUIA 3N1E€KTPOCBA3N U MH(POKOMMYHUKALMOHHbLIX YCNYr, OKa3blBa-
eMbIX KIneHTaMm.

3.3 B pamkax eTOM cTaHgapTu3upoBaHbl 06uias cTpykTypa 6mM3Hec-npoLeccoB, 4EeKOMNO3ULUSA U ONu-
caHus npoueccos, pacwupeHne eTOM ana B3auMogelicTBusA ¢ npoLeccaMmmn 3/IeKTPOHHOTo 6usHeca TOProBbIxX
napTHepos.

3.4 B ctaHpaptax eTOM onpegesieHbl: MHOrOypoBHEBas CTPykTypa 6M3Hec-nNpoLeccoB: MeToA nepap-
XMYEeCKOW [,eKoMNOo3nLUn NpoLeccoB Ha rpynmnbl NPOLECCOB U 3/IeMEHTbI MPOLECCOB pa3HbiX YPOBHEN: CTaH-
JapTHble HaMMeHoBaHWA, PYHKLMOHANbHbIE ONUCAHUA U nAeHTUdMKaTOpPbl ANS TPYNN U 31EMEHTOB npouec-
CcOB ypoBHeli 1—3 cTpykTypbl eTOM.

3.5 CraHgapTHble rpynnbl NPOLEeCcCcoB 1 3/1eEMEHTbI NPOLECCOB SABNAIOTCA KaTeropmsaMu, UCNosib3yembl-
MU ANS8 PYHKLMOHANbHOW knaccudukaumm npon3BoACTBEHHbIX NPOLECCOB OpraHu3almnm cBsA3u, a He moje-
NSAMU peanbHbIX npoueccoB. OHU onpejenieHbl C MakCMMaibHO BO3MOXHOM CTeNeHbl0 06LLHOCTU Takum 06-
pa3oMm. 4T06bl 6bITb HE3ABUCUMbLIMWU OT NPOAYKTOB, YCNYT U TEXHOOINIA CeTel 31eKTPOCBA3N.

3.6 CtaHaapTHble 3/1eMeHTbl NPoLeccoB MOryT nogsepratbCa, NpM HEO6XOAMMOCTHU, fanbHelwel ge-
Tanusayuu Ana noayyYyeHus cneyuannm3mpoBaHHbIX 3/1IEMEHTOB NPOLLECCOB YPOBHA 4 AN NocneayoLwmnx ypos-
Hel. KoTopble oTpaxalT cneunduky NpoL,eccoB KOHKPETHON opraHu3aumnm cBssu.

Mogaenun npon3BOACTBEHHbIX NPOLECCOB AO0/KHbI CTPOUTLCA B BUAE NMOTOKOBbIX AnarpamMmm ¢ UCNO/b30-
BaHWeEM Kak CTaHAapTHbIX, TaK 1 cneunanu3npoBaHHbIX 3/1IEMEHTOB NPOLLECCOB.

3.7 ®yHKUMOHAaNbHbIE CTPYKTYpbl YypoBHel 2 n 3 eTOM MOryT MCcnonb30BaTbCA OopraHu3ayuein cBasun
ONA OUEeHKN cTeneHu NokpbiTUA cuctemamm OSS/BSS Bcex NPOM3BOACTBEHHbIX MPOLECCOB OpraHu3auuu u
ANsA nckndennsa ayénnpoBaHusa gyHkumin OSS npu aBToOMaTM3auum 3TUX NpoLEeccos.

3.8 Hacrtoswuii cTtaHgapT onpegenseT o6y CTPYKTypy 6GusHec-npoueccoB eTOM. BkIYalLLyto
CTPYKTYpbl ypoBHe O u1 1 eTOM. rpynnbl NpoOLECCOB YPOBHA 1, BHELWHNE B3aMMOAENCTBUA U MeTo4 Moaenn-
poBaHuWs NOTOKOB NPOLECCOB.

4 KoHuenTyasibHbIN YpOBeHb 06LEN CTPYKTYpPbl 6M3Hec-npoueccoB eTOM
4.1 TnaBHble o6nacTtu AEeATENbHOCTN OpraHn3aynm CcBA3n

4.1.1 O6wasna cTpykTypa 6usHec-npoueccoB eTOM oxBaTbiBaeT Bce 06/1acT¥ NPOU3BOACTBEHHON Aes-
TefIbHOCTW opraHu3auuy CBsA3W, B TOM 4YMUC/e BHYTPEHHWE NPOU3BOLCTBEHHbIE NMPOLECCHl U NPOLECCHl B3au-
MOAEeNCcTBMA C MocTaBLMKamMn n napTHepamun. Ha camom 061 eM KOHLeNnTyalbHOM ypoBHe 06Leli CTPYKTYpbI
BCe npoueccbl B mogenn eTOM pasfenaiTca Ha Tpu rnaBHble 061acTu NPoLEecCoB:

- OCHOBHas geatenbHocTb OPS (operations);

- cTpaTterus, nHpacTpyktypa n npoaykt SIP (strategy, infrastructure and product):

- ynpaBneHue opraHusayuein EM (enterprise management).

K o6nactm OPS oTHocATCS npouecchbl NOBCEAHEBHOW feATeNbHOCTW NepcoHana opraHvMsauum u npo-
Lleccbl UX NOAAEPXKN.

O6nacTb SIP oxBaTbiBaeT NpoLecchbl NAAHUPOBAHUA U YNPaBNEHUSA XU3HEHHbIM LUKNOM CEeTeBON WH-
hpacTpykTypbl ¥ MPOAYKTOB, KOTOPbLIE BK/OYAOT B Ce6s MpoLecchl, CBA3aHHble C pa3paboTkoil U NOCTaBKOW
yCnyr KnneHTam.

O6nactb EM BkntovaeT B cebs npouecchl ynpaB/ieHns opraHusaumeli n nogaepxku ee 6usHeca.
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4.1.2 Knaccudmkaumusa npoueccos no 061acTam, T. €. OTHECEHMe NPOoLeccoB K TOW UM WHOW rnasBHOM
o61acT# NpoLeccos, A0/HKHA NPOBOAUTLCA HA OCHOBE (PYHKLMOHANbHbLIX XapakTepuUCcTuK rnaBHbix obnacrei
npoueccos. Mpouecc cynTaeTcs Npoueccom, NpuHaA exalum HeKoTopoll rnaBHO o06a1actu, ecaym OH CooT-
BETCTBYET XOTSi 6bl O4HOM M3 hYHKLMOHANTbHBIX XapakTepucTHK 3Toi o6n1actu, npeAcTaBneHHbIX B Tabnuye 1.

Ta6numuya 1— OYHKUMOHAIbHBIE XapaKTEPUCTUKM [N1aBHbLIX 061acTell npoLeccos

FnaBHas o6nactb ®YHKLMOHANbHbIE XapaKTepucTukn
npouyeccos
OPS MoBceaHEBHbIe Pa6OTbl MO BbINOHEHWNIO ONEpaLWii ¢ CeTbI0 Y KIMEHTOOPUEHTUPOBAHHBIX One-
pauuii. BKoYas onepauuu B3avMOAEWCTBUA C KMEHTaMU, a Takke NPOoLLEecchl ynpaBieHns 3TuMm
pabotamu.

Mpouecchl NoAAEPXKKN NOBCEAHEBHbIX PABOT 1 06ECTeUEHNst UX FOTOBHOCTY.

npOLI'ECCbI ynpae/ieHUA npogaxkamu 1 npoueccobl ynpaB/jieHUA B3aMOOTHOLLIEHNAMNU C NOCTaBLn-
KamMn 1 naptHepamun

SIP Mpouecchl pa3paboTkn cTpaTernii opraHmMsaumm 1 06a3atensCTB No UX peanmsauuu, B TOM Yuc-
Nle NpoLecchl NIaHMPOBaHWS, NpoLecchl pa3paboTky 1 ynpaB/ieHUs Lienoykoli nocTaBok, MpoLecchl
paspaboTkv, MOAepHM3aLMN U NPeSOCTaBEHNSI MH(PPACTPYKTYPbI 1 NPOAYKTOB.

MpumeyaHune— MoHATME «MH(PACTPYKTYpa» BKIOUAET B CEOS KaK Pecypcbl CETU U WH-
hOpMaLMOHHbIX TEXHOJOTWIA, KOTOPblE HEMOCPEACTBEHHO MOAAEPXMBAIOT NPOAYKTLI U YCAYTW, rak

1 OMepaLyoHHYH 1 OPraHN3aLoHHYH UHGPACTPYKTYPbl, HE06X0AUMbIE NS NOAAEPXKA NPOLLECCOB
MapKeTuHra, Npogax, yCiyr 1 Lienoyek nocTasok.

EM Mpoueccsl 06Lero ynpasieHus opraHm3sauyeii, B TOM Y1C/e NPOLLECCH MOCTAHOBKM 1 o6ecrneye-
HUSI JOCTUXKEHNS ee CTpaTernyeckux Lenei, a Takke npoLecchl NOAAEPXKKN CyX6, HEOBXOAUMbIX
4151 HOPMATLHOTO ChYHKLMOHUPOBAHMS OpraHu3aLum.

MpumMmevyaHune — lMpoueccbl EM npeaHasHayeHbl 4151 06Lel NoaaepXki AesiTeIbHOCTU op-
raHMsaLmn. No3aTOMy OHYM [JO/HKHbI 06ecneunmBaTb BO3MOXHOCTb B3aVMOAECTBMA C NpoLieccamu 06-
nacteiht OPS n SIP

4.2 CrTpyktypa ypoBHa 0 mogenun eTOM

4.2.1 KoHuenTyanbHblii ypoBeHb Mogenn eTOM aBnsetcs ypoBHem O obuieil cTpykTypbl 6U3Hec-npo-
ueccoB. CtaHfgapTHoe rpadmyeckoe npefcTaBfieHne CTPYKTYpbl 3TOrO0 YPOBHA NMpuUBeLEHO Ha pucyHke 1.
CTpykTypa ypoBHs 0 onpefenseT rnaBHble 06/1acTU NPOLECCOB, TOPU3OHTasIbHbIE (PYHKLMOHANbHbIE 6/10KK
npoLeccoB, BHyTPEHHNE 1 BHELUHWE CYLLHOCTU, KOTOpble B3aMMOeCTBYIOT C opraHusauueli ceasu.

4.2.2 TopusoHTanbHble hyHKLMOHaNbHble 610K BKAOYAT B cebs npouecchbl, CrpynnmpoBaHHbie Ha
OCHOBe 06l KX Mogeneil NCNONb3yeMbIX UMW flaHHbIX. HauMeHOoBaHMA 3TUX 6/10KOB COOTBETCTBYIOT C/eayio-
Wum obnactam faHHbIX, C KOTOPbIMK paboTaloT NpoLecchl:

- PbIHOK, NPOAYKT ¥ KnneHT (market, product and customer);

- ycnyra cBfA3n (service);

- pecypc (resource);

- noctaBwuk/napTHep (supplier/partner).

4.2.3 PacnpefeneHue npoueccos rnasBHbiXx obnacteii OPS u SIP no ropusoHTanbHbIM (PYHKLWOHANb-
HbIM 6/10kaM O0/XHO OCYLLEeCTBNAATLCA B COOTBETCTBUMN C PYHKLMOHANbHBIMU XapakTepucTukamm atux 610-
KOB. NpuUBeAeHHbIMK B Tabnuue 2.

[ns 0603HavYeHna PYHKLNOHA/bHBIX 6/10KOB B NepBoM CTO/6Ue Tabnubl UCMOL3YIOTCA rpaduyeckune
YCNOBHble 0603HaYeHNs1 CTPYKTypbl ypoBHA 0 eTOM B BUAe NMKTOrpaMM, Ha KOTOPbIX TEMHbIM (DOHOM Bblje-
N1IeH COOTBETCTBYHOLMNIA PYHKLMOHAbHbIA G/IOK.
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O ¢ 1 T, mpecTRYKIYPA N IHOKT (FP) | Oamwinu wblammbs (CPS)
RvHOB, MO@yKTKIVeHT
1
Vaiyifl GEm
I

{(MPTOMVIVY, 1 BHV/BTUTA Wb LLCHVCA VI OSTH OVEN)
1
Mmrmms-Yuirniln

1

Moct*n*Twnl<opsbl

VhpftanOMe op«»xaBL|BB (EU)

ApyruE! *anHTBpBCOBNeHBLIA
CTOPOHbI

PucyHok 1 — KoHuenTyanbHbIi ypoBeHb 06LLeli CTPYKTYpbl 6usHec-npoueccoB eTOM
Tabnunua 2— PYHKUMOHANbHBIE XapaKTEPUCTUKN FOPU3OHTabHBIX (DYHKLMOHAIbHLIX 6/10K0B

FOpU3oHTaNbHbI PYHKLMOHANbHBIA 610K DYHKUMOHANbHbIE XapaKTepucTukn

PbIHOK, MPOAYKT W KIMEHT Mpouecchl ynpaBnexys npogaxamu, kaHanamm cbbita, MapKeTUHIOM, Npo-
OYKTOM 1 NpeasioxXeHnemM npogykra.
Mpouecchbl OCHOBHOM AeATeNbHOCTU MO yNpaBneHno HTeptelicom ¢ K-
€HTOM. ynpaBs/ieHul0 3akasamu, 06paboTkoli mpobnem, cornaweHuamm o6
YPOBHE KauecTsa yCcnyr 1 GUNIHIOM

Ycnyra cBasun Mpoueccbl pa3paboTku 1 JOCTaBKW YCNyr, KOHUrypypoBaHua ycnyr, ynpas-
NeHnsa paspeLleHremM npobnem ¢ ycnyramu, aHanvsa kadecTsa ycnyr u Tapu-
hmkaummn

Pecypc Mpouecchl pa3paboTkn 1 NOCTaBKN UHPPACTPYKTYPbI PECYPCOB (CETEBON U
NH(OPMALMOHHbIX TEXHOMOTUIA).

3 E Mpoueccbl OCHOBHOI [AeATeNbHOCTU MO NOAFOTOBKE PECYPCOB K BBOAY B

D127 JeiicTBune, NO ynpasfeHNI0 YCTPaHEHNEM HeucnpaBHOCTEN U napameTpamu

paboTbl pecypcos.

D MpumevaHune — VHdpacTpyKTypa pecypcos obecneunsaeT NOAAEPXKY
NPOAYKTOB U1 YCryr, @ TaKkke nofaepxvisaeT paboTy opraHusauuv B LEoM
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OKOHYaHve Tabnuupbl 2

Fopu3oHTaNbHbI PYHKLMOHANbHBIA 610K ®yHKLMOHANbHbIE XapaKkTepucTukm

NocTasuwmk/Mapruep Mpouecchbl B3aMMOAecTBUA OpraHM3aumy ¢ ee nocTaBLiMKaMn 1 napTHe-
[A— pamu:
I - npouecchl pa3paboTkn 1 ynpasrieHst LEENoYKoi NnocTaBok.

- NpOLEeCChI NoAAePXKI UHTEpdelica ¢ NoCTaBLUMKaMK 1 NapTHepamm

4.2.4 Ctpyktypa ypoBHA 0 eTOM. npeacTaB/fieHHas Ha pUCYHKe 1, COAepP>XXUT OCHOBHbIE TUMblI BHYTPEH-
HWX U BHELWHNX CYLLHOCTel (Noka3aHbl B BUe OBasiOB), C KOTOPbIMM B3auMOAeNCcTByeT opraHm3anmnsa cBasu:
KNMEHT, NOCTaBLLMK, NapTHEpP, akUuMOHepPbl, COTPYAHUKN U ApYyrue 3auHTepecoBaHHble CTOPOHbI.

5 YpoBeHb 1 00ulel CTPYKTYypbl 6u3Hec-npoueccoB eTOM

5.1 CTpykTypa ypoBHa 1 ©TOM

5.1.1 CraHpapTHoe rpadunyeckoe npefcTaBfeHne CTPYKTypbl ypOBHA 1 npuBefeHO Ha pucyHke 2.
CTpyKkTypa ypoBHA 1 ABNsieTCA NepBbiM YyPOBHEM AeTanu3aluyn KOHLEenTyasbHOro YPOBHS 06LLeil CTPYKTypbl
6u3Hec-npoueccos eTOM. 3neMeHTbl CTPYKTYPbl YPOBHS 1 nMonyyeHbl B pe3ynbTare 4eKOMNOo3ULUN r1aBHbIX
o6nactei npoueccos OPS 1 SIP Ha ropusoHTa/ibHble U BepTUKasIbHbIE TPYNMbl NPOLLECCOB, a Takke eKoMMo-
31uuKn rnaBHoit o6nactu EM Ha rpynnbl npoueccoB ynpaBieHns opraHu3auneii cBasu.

KVUECTP Ty MK P& | v .paswm*n.(CPe)g

BTT J
UM« Lo MLV

W ot (v 0T
KgtOeram, a bl @ ynpam@E 1Y T If mHWYATPa y3Y(BLLO;

TR L OB R RHTSR

a  0ifNerx  EUMNWUK I JRci..... | 10rud M’
-------- y ISR URES RS RS

HHIMIH.I'A im w iw  Kambalian)

Buuomm nrtar NIMNMINILIIM
apsmnm llpmawims eppaenererae CVIWWPi
® K U » [« 1y 1w ® X U » 1AL Y —1i
Ut—wm n TRun MM 1 MWitsn M
bu— — uill— 1 aamumanum cropore” TWPPIKTON

PucyHok 2 — CTpykTypa ypoBHS 106Leli CTpyKTypbl 6u3Hec-npoueccos eTOM
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5.1.2 Fopu30oHTasbHble TPYMNNbl NPOLECCOB 06bEeANHAT PYHKLUOHANBHO CBSA3aHHblE MPOLECChl, KOTO-
pble pelwalT 3agaun o6uiero PyHKLMOHANbHOIO0 Ha3HauYeHMa U UCNONb3YHIOT 06LLMe MOAENN AaHHbIX ynpas-
NSieMbIX UMM CyLWLHOCTell. HauMeHOBaHMe Kax ol ropu3oHTaIbHON rpynnbl NPOLLEcCOoB oTpaxaeT Ty YHKLM-
OHa/NlbHY 06/1acTb, K KOTOPOI OTHOCATCA NPOLECChl rpynmbl.

5.1.3 [leKkoMno3uumsa ropm3oHTasbHbIX FPynn NpoLeccoB Ha CTaHAapTHble 3/1eMeHTbl MPOLECCOB Bbl-
NoSIHEHA Ha YPOBHAX 2 1 3 o6uieli CTPyKTypbl 6u3Hec-npoueccoB eTOM. [iekomno3nyns cnegyet npuHunny
CTPOroW nepapxmu, Korga kaxgablii 3/1eMeHT accoLnnMpoBaH TONIbKO C O4HNM 3/1IEMEHTOM BbILIECTOSLW,Er0 YPOB-
HAA. JII060li 31eMEHT NPOLEeCCOB ABMSETCA YHUKANbHbIM U UMEeT OAHO3HAUYHYI0 naeHTudrkaymio.

5.1.4 BepTukanbHble rpynnbl NpoLeccoB NpefcTaBAAlT CKBO3Hble MPOLLECChl, HanpaB/ieHHble Ha A0-
CTUXeHne obWwux Ana rpynnsl 6GU3Hec-uenel opraHmsaynn ceasn. Knaccudgukayma CKBO3HbIX NPOLECCOB NO
BEPTUKaNbHLIM Frpynnam NpoLeccoB NPOBOAUTCA Ha OCHOBE (DYHKLMOHAaNbHbIX XapakTepucTuk aTux rpynn.

[lekoMno3nuus BepTUKasibHbIX TPYNM MPOLECCOB Ha YPOBHSAX 2 U 3 obwei cTpykTypbl eTOM He ocy-
wecTBnaetca. CtaHAapTHbIe CKBO3Hble npoueccbl B eTOM He onpegensaiTcs.

5.1.5 CKBO3Hble npoueccbl MOLENUPYIOTCA C NOMOLWbIO CTaHAAPTHbIX 3/IEMEHTOB MPOLECCOB, MONYy-
YeHHbIX B pe3ynbTaTe AeKOMMNO3ULMUWU TOPU3OHTANbHbIX FPYNN NpoueccoB. d/eMeHTbl NPOLLECCOB ABAATCA
MOAYNbHLIMU U NPU MOAENNPOBAHUN NPOU3BOACTBEHHbLIX NPOLLECCOB MOTYT ObiTb MCMOMb30BaHblI MOBTOPHO,
06OHOB/IEHbI MM 3aMeHeHbl He3aBMCUMO APYT OT Apyra.

5.1.6 HanoxeHne BepTUKanbHbIX rPynn NPOLECCOB Ha rOPU30OHTasbHblEe FPYMNbl NpoLeccoB obpasyeTt
MaTPUYHYI0 CTPYKTYPY YPOBHA 1 eTOM. 3Ta CTpyKTypa CAYXUT OCHOBOW ANA A€KOMMO3ULUKX Tpynn NpoLeccos
Ha CTaHOapTHble 3/1EMEHTbI NMPOLECCOB YpoBHel 2 1 3 eTOM.

MaTtpuyHasa CTpyKTypa oTobpaxaeTcs Ha nukTorpaMmmax CTpyktypbl eTOM. NnpuBoAUMbIX BMECTE C OMNu-
CaHUAMU 31eEMEHTOB CTPYKTYp YPOBHeW 1 1 2. MukTorpammbl cnyxart rpacuyeckum cpeACcTBOM HaBurauum no
CTpykType eTOM. BbigeneHne Ha NUKTorpamMme onpefeneHHbIX 3/1eMeHTOB MaTpuLibl TEMHbIM (DOHOM O3Ha-
YyaeT, 4TO OnucaHne OTHOCUTCA K BblA€/IEHHOMY 3/1IeMEHTY CTPYKTYpPbl NEPBOro UM BTOPOro ypoBHA eTOM.

5.2 Tpynnbl NpoueccoB ypoBHS 1 B rnaBHON o6nactm «OCHOBHAA AEATENIBHOCTbH»

5.2.1 BepTuKkanbHble rpynnbl Nnpoueccos

5.2.1.1 BepTukanbHble rpynnbl npoueccoB «BboinonHeHne 3aka3oB» F (fulfilment). «O6ecneveHune kaye-
cTBa» A (assurance) u B «<bunnuur» (billing) ABnatoTca KIMEHTOOPUEHTUPOBAHHBIMU CKBO3HbIMU NpoLLeccamu.
[Ns cCbiNKKN Ha 3TU NpoLecchl B COBOKYNHOCTU ncnonb3yeTtca abbpesnartypa FAB no nepsbiM 6yKkBaM aHInmnii-
CKUX HaUMeHOBaHWi aTuX rpynm.

5.2.1.2 Knaccudukauma CKBO3HbIX NPOLECCOB NO NPUHAAEXHOCTU K BEPTUKA/IbHLIM rpynnam npouec-
COB B raBHol o6nactm OPS go/mkHa oCyLLeCcTBAATLCA B COOTBETCTBUMN C DYHKLMOHA/TbHBIMUY XapakTepucTu-
KaMy 3TUX rpynn cornacHo taénuue 3.

Ta6nunua 3— PyHKUMOHA/IbHbIE XapakKTEPUCTUKV BePTUKasIbHbIX TPYNn NPOLLECCOB B rnasHoi obnactn OPS

BepTukanbHas rpynna
®YHKLNOHANbHbIE XapaKkTEPUCTUKM

npoueccos
BbinonHeHue 3aka3os CKBO3Hble MpoLecchl rpynnbl NpefHasHaveHbl 419 NpefocTaB/eHns KNneHTam 3akasaHHbIX
NPOAYKTOB B YCTAHOBJ/IEHHbIE CPOKWN. DTN NPOLECCHI MHPOPMUPYIOT K/IMEeHTa O cTaTyce BbINos-
HEeHWs ero 3akasa, obecneymBaloT CBOEBPEMEHHOE BbINO/IHEHNE 3aKa3a, a Takke obecneynsa-

10T rapaHTun y40B/IETBOPEHHOCTM KNNEHTA

ra?

O6ecneyeHve CKBO3HblE MPOLIECCHI YNpexJaloLWwero 1 KOPPeKTUPYIOLLEero TEXHNYECKOro 06CyXnBaHus,
KayecTBa KOTOpble 06ecneunBaroT NOCTOSIHHYO FOTOBHOCTb YC/Tyr, HEO6XO4UMbIE YPOBHU KayecTBa 06-

CNYXVBaHUS 1 BbINOSHEHUE VMEIOLLMXCS COralleHnin 06 ypoBHE KauecTsa yCyr.

3TU npouecchl A0MKHbI 06ecneunBaTh cregytolye yHKLUM:

- ynpexzaioLee BbISBNEHNE BO3MOXHbIX OTKA30B NyTEM MOHUTOPUHIa COCTOSIHWSI PECYypCoB
U X NapameTpoB paGoThl:

- ynpaBneHue cornalieHnsiMu 06 ypoBHe KayecTBa yCnyr v UH(OPMUPOBAHUE K/IMEHTOB O
napameTpax paboTbl ycyr

- Npriem Xasnob OT K/IMEHTOB, UH(POPMUPOBAHWE K/TMEHTOB O XOAE PeLleHns npobnem:

- ynpaeneHve PeMOHTHLIMU 1 BOCCTAHOBUTE/bHLIMU paboTamu;

- o6ecneyeHve y10BETBOPEHHOCTY KIMEHTa
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OkOHYaHve Tabnuubl 3

BepTukanbHas rpynna
npoteccos

Bunnnnr

LI

MNopaepxka
n obecneyeHne
rOTOBHOCTMN
npoueccos FAB

LI

®YHKUMOHANbHbIE XapaKkTepucTukn

CkBO3Hble MpoLecchl rPynnbl A0MKHLI 06ecneunBaTth cregytolme yHKLUK:

- cbop 3anuceit 06 UCMOIL30BaHUN YCAIYT;

- CBOEBPEMEHHas reHepaLus CHETOB;

- NpefocTaBneHve KIMeHTaM MHopMauyn No GUANNHIY U N0 UCMOMb30BaHWIO MaaTexei
npeaéunnHra:

cbop 1 06paboTka nNaTexen KIMEHTOB;

- 06paboTKka 3anpoCoB KMEHTOB OTHOCUTESILHO CHETOB, NMPefoCTaB/eHne NHopMaLmm no
COCTOSIHMIO CYETOB 1 CBOEBPEMEHHOE paspeLLeHne NpobiemM co cyeTamu;

- noAaepxka npefsapuTenbHO onnatbl 3a ycnyru

Mpovueccbl nogaepxkn n obecnevenns rotoBHocT OSR (operations support and readiness)
BK/THOHAOT B Ce65 CKBO3HbIE NPOLLECCHI YNPaB/eHnst, IOTMCTUKN, aAMUHUCTPATUBHON noaaepx-
K1 1 06ecneyveHnst roTOBHOCTM NpoLieccoB 13 obnactu FAB.

MpumevaHusna

1 Mpoueccsl rpynnbl, Kak NpaBuio, MeHbLUe CBA3aHbl C KOHKPETHbIMU KIMEHTaMM 1 ycnyra-
MW. yem nipouecchbl FAB, OHV npefHasHaveHbl Ans obecneveHns atpheKTUBHOIO BbINO/THEHWS
CKBO3HbIX npoueccos FAB.

2 BblgeneHve, onpegeneHne M MCMNoMb30BaHWE NPOLECCOB NOAAEPXKM M obecneyeHus
FOTOBHOCTW OCOGEHHO BaXXKHbI A1 NPOLLECCOB 3/IEKTPOHHOrO 6u3Heca W ANA YCNeLwHoro
BHeAPEHNS NPOLLECCOB CaMOOGCNYXNBAHNSA KIIMEHTOB.

5.2.2 TopunsoHTanbHbIe TPynNnbl NPOLECCOB

5.2.2.1 B rnaBHoI 061actn «OCHOBHasA AeATeNbHOCTb» BblfeeHbl YeTbipe (PYHKLMOHAIbHbIE TOPU30OH-
TasibHble TPyNMbl NPOLEeccoB (CM. pUCYHOK 2). Mpouecchbl 3TUX rpynn NoAAepXnBalT BbINOSIHEHNE CKBO3HbIX
npoLeccoB BePTUKA/IbHbIX TPYNMN U YNpassaoT JeiiCTBUAMU N0 NOALEPXKKe K/IMEeHTOB, YCyr CBA3KU, PecypcoB
1 B3aMMOJeliCTBUIA ¢ mocTaBLlukaMmu/napTHepamm.

5.2.2 2 Knaccudukaumsa yHKLMOHAbHbIX NPOLLECCOB MO MPUHAAIEXHOCTU K FTOPU3OHTasIbHbIM pyn-
naM npoueccoB B rnaBHoOi ob6nactn OPS fo/kHa OCYLWECTB/IATLCA B COOTBETCTBUU C (DYHKLMUOHAbHBIMU

Xapaktepuctmkamm aTux rpynn corsiacHo Taﬁﬂl/lLl.e 4.

Tab6nuuya 4 — OYHKUMOHA/IbHbIE XapaKTePUCTUKI TOPU3OHTaSTbHBIX FPYNM NPOLLECCOB B rN1aBHOM o6nactn OPS

FopusoHTanbHas rpynna
npoteccos

YnpasneHve
B3aMMOOTHOLLEHNAMU
¢ knveHTamn CRM
(customer
relationship
management)

YnpasneHve
1 aKcnsyaTaums
ycnyr SM&O
(service management
and operations)

DYHKYMOHANbHbIE XapaKkTepUCTUKM

Mpoueccsl, HanpaBieHHbIe Ha NPUBEYEHNE HOBbIX K/IMEHTOB, HA PACLLMPEHIE N COXpaHe-
HWE OTHOLLIEHWIA C CYLLECTBYHOLLUMU KNUEHTAMU.

Mpouecchl 06CNYXUBAHUSA U NOALEPXKM KMEHTOB, BbINOHSIOWMECS C UCMO/b30BaHNEM
No6bIX BUAOB B3aMOAENCTBUSA: B odhmcax, no TenedoHy, Yepes VIHTEpHET Unun Ha Aomy.

Mpovecchl, HanpaB/eHHble Ha yaepxaHne KNMEHTOB, NPOLECCH! NPSIMOrO MapKeTUHra, 13-
MeHeHUs1 Habopa yc/yr, NPOA&XKM YCYT C Y/yULLEHHbIMU CBOCTBaMU 1 HOBbIX YCITyT.

Mpouecchl Npoaax, BKIUalOLLME KakK TPaAULMOHHbIE MPOLECChl PO3HUYHOM NPOAAXN yC-
NYr KAYeHTaM, Tak 1 NPOLLeCChl ONTOBO NPOAAXKM YCYT APYTM OpraHn3aLmusm.

Mpouecchl c6opa 1 aHaM3a OCHOBHbIX CBEEHUI O KTMEHTAX U NX NOTPEGHOCTAX. DTa UH-
thopmaLms [omKHa UCNOb30BATLCA A/18 NepcoHMUKaLmM NpefoCTaBAsieMblX YCnyr, agan-
Tauum nx K Tpe6oBaHUAM K/IMEHTOB U JOCTABKY NAKETOB YC/YT, & TAKXe ONPefeeHNsi BO3MOX-
HOCTel N0 YBENMUYEHWIO LIEHHOCTY K/IMEHTOB A/151 opraHm3aumm

Mpoueccsl, paboTatoLime ¢ HchopmMaueit 06 ycnyrax, B TOM Yucie ¢ nHcopmalmeii o fo-
cTyne v NOAK/IYEHUN K yCryram, O NpefocTaB/IeHUN KOHTEHTa K/IMeHTam.

Mpouecchl NpeaocTasneHns, ynpasaeHns 1 NogaepXkn yHKLMOHUPOBAHNUA UHOKOMMY-
HUKALMOHHBIX YCNYr, UCMO/b3YeMbIX KIMEHTaMK Un npegnaraeMbix UM.

Mpovecchl TekyLwero naaHMpoBaHUsa NPOU3BOAVTENILHOCTU YCAYT ANS OTAEbHbIX 3aKa3oB
Ha yCnyru, NpoLeccbl NPOeKTUPOBAHNSA YCAYT ANS KOHKPETHbIX KIIMEHTOB.

Mpoueccbl SM&O Hanpae/eHbl Ha AOCTMXEHWE TPeGyeMOoro Ka4ecTsa ycsyr, obecneveHne
Y0BNETBOPEHHOCTUN KNIMEHTOB NapamMeTpamu paboTbl ¥ CTOMMOCTbLIO YCyr
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OKOHYaHWe Tabnuubl 4

FopusoHTanbHasa rpynna
®YHOTUOHANbHbIE XapakTepucTukn

npouyeccon
YnpasneHve n Mpouecchbl, paboTatoLwme ¢ nHhopmauyeli o pecypcax, T. €. ¢ MHopmaumeli 06 UHgpa-
aKcnyaraums CTPYKTypax MpUIOXKEHWIA, BbIYUCANTENBHON TEXHUKN U CEeTel 3N1eKTPOCBA3N.
pecypcos RM&O Mpouecckl ynpasBneHus pecypcamu, 3afeiicTBOBaHHLIMU ANS NPefoCTaBleHNs U Noj-
(resource [OEPXKN YCNYr, UCNOMb3YeMbIX KNMEHTaMW UK NpeanaraemMbixX VM.
management and Mpoueccbl HeNnocpeACTBEHHOTO yNpaBieHNst BCEMU pecypcamMu, NpuHaanexatyMm opra-
operations) HU3aLWN CBSA3W, B TOM YWC/IE CETEBLIMM 3/IEMEHTAMI, CepBepamMmn, pabounMmu CTaHLMSMU,
MapLUpyT3aTopamMm 1 KOMMyTaTopamu.

Mpoueccbl noaaepxkn 6GecnepeboiiHoro yHKLMOHNPOBaHUS UHAIPACTPYKTYpPbl CeTeit
3/1EKTPOCBA3N U MHAIOPMALMOHHBIX TEXHOJIOTWIA 4151 NPEefOCTaBEHNS K/IMEHTaM 3aka3aHHbIX
ycnyr. 3ajayeii 3Tux NPoLLEeccoB ABNAETCst o6ecneveHrne AOCTYNHOCTU UHAPACTPYKTYPbI A5t
YCAyT 1 COTPYAHMKOB OpraHu3auum, a Takke nofgaepxaHve ee cnoco6HOCTH oTBeYaTb Tpebo-
BaHWSIM YCAyr, KIMEHTOB U COTPYHUKOB.

Mpouecchbl cbopa MHopMaLyn 0 pecypcax C CETEBbIX 3/IEMEHTOB WM C CUCTEM ynpas-
NIeHUs1 3TUMU 3/IEMEHTaMK, NPOLLECChI MHTErpaLum, Koppenauum cobpaHHoi nHdopMaumm u
COCTaB/IEHNA CBOAHbLIX OTHETOB A/ Nepefayn Ha ypoBEeHb YNpaB/eHNs yCcryramMmu Win Bbl-
NOJIHEHNS HEOOXOAUMBIX AeNCTBUIE C pecypcamu

YnpasneHxvie Mpouecchl Npro6peTeHnst NPOAYKTOB 1 YCAYT Y NOCTaBLUMKOB U NapTHEpPOB. STV NpoLecchl

B3aMMOOTHOLLEHUAMM  TecHO cBfA3aHbl ¢ npoueccamm CRM opraHu3aumii noctasLLMKoe/napTHEPOB.
€ nocrasLyykamu/

napTHepamu MpumevyaHune — lpoueccsl NPoJaxV OpraHusauueli CBOMX MPOAYKTOB U ycnyr nap-
S'PRM THEpam WM KIVeHTaM OTHOCATCA K rpynne npoueccos CRM. B 3ToM c/yyae opraHusauyus
(supplier/partner BbICTyMaeT B POV NOCTaBLLMKa.
relationship

MpoLiecchl, OCYLIECTBASIOLME HEMOCPEACTBEHHOE B3aVMOAENCTBUE CO CKBO3HBIMU KU-
EHTCKMMM npoLieccammn namn yHKLMOHaIbHBIMU NpoLieccaMy NoCTaBLLyKOe/NapTHEPOB. B TOM
uucne NPOLIECCHI, BbINOJHALLME CrieaytoLmne qyHKUMM:

- BbICTaB/ieHNe 3aABOK U NMpoc/exnBaHne Ux BbINONTHEHNA BMN/10Tb 40 NOCTaBOK;

- Npeo6pa3oBaHue 3asBOK B (hOpMaThl, HEOGXOAVMbIE BHELLHWM MpoLieccam:

- 06paboTka npobnem;

- NPOBEPKA aHHbIX BUIMHIA U CAHKLMOHUPOBAHWE NNaTexell;

- ynpas/ieHVe Ka4yecTBOM MPOAYKTOB NocTaBLLmKoe/napTHePOB

management)

5.3 Fpynnbl npoueccoB ypoBHA 1 B rnaBHOW o6nacTtu «CTpaTteruns, uHpactpyktypa
N NpoayKT»

5.3.1 BepTuKanbHble rpynnbl Npoueccos

5.3.1.1 B rnaBHoli o6nactn SIP Bblge/IOHbl TPU BEpTUKaNbHbIE TPYMMbl CKBO3HbIX MPOLLECCOB, Npep-
cTaB/IeHHble Ha pUcyHke 2. Bce CKBO3Hble NpoLecchbl 3TON 061acTu pelatT 3a4a4un CpejHecpoyHoi 1 AoNro-
CPOYHOW NepcneKkTuBbI.

5.3.1.2 BepTukanbHble rpynnbl NPOLECCOB UMEKT Cneaylollee Ha3HavyeHune:

- rpynna npoueccoB «CTtpaterua n obsasatensctsa» S (strategy and commit) hopmupyeT cTpaterunio
pasBuUTUA opraHusauun CBA3N 1 ycTaHaBIuBaeT o6a3aTtenbCcTBa NoApasfesieHnsAM No ee BbINOSIHEHNIO:

- rpynna npoueccoB «YNpasfieHWe XW3HEHHbIM LUKNoM WHhpacTpykTtypbl» | (infrastructure lifecycle
management) npefHa3HavyeHa A8 NPOEKTUPOBaHUSA 1 BHEAPEHUS HOBOW MHPaCTPYKTYpbl;

- rpynna npoueccos «Ynpas/ieHne XU3HeHHbIM LukIoM npodykta» P (product lifecycle management)
npegHasHayeHa AN pa3paboTku U BHEAPEHUA HOBbIX NPOAYKTOB W YCNyr, NpeAsaraeMblX KnueHTam.

5.3.1.3 Knaccudukauma ckBo3HbIX MPOLECCOB NO NPUHAANEXHOCTU K BEPTUKANbHLIM rpynnam npouec-
COB B /1aBHOI o6nactn SIP go/mKHA OCYLeCTBAATLCS B COOTBETCTBUM C (DYHKLMOHAbHBIMU XapakTepucTu-
Kamu aTuX rpynn cornacHo taénuue 5.
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Ta6nuuya 5— PyHKUMOHA/IbHbIE XapaKTepPUCTUKI BEPTUKasTbHbIX FPYNM NPoLLeccoB B rnasHOl obnactu SIP

BepTukanbHas rpynna
npoueccos

Crparerus n o6sasarenbcTea

Ynpasnexne
XM3HEHHBIM LIK/IOM

NHAPACTPYKTYpPbI

T a

Ynpasnexne
XN3HEHHbIM LIMK/IOM NpoAyKTa

®yHKLMOHANbHbIE XapaKkTepucTukm

CkBO3Hble Mpouecchbl hOpPMUPOBaHNUS CTpaTernii opraHu3auyMn CBsian, KOTopble
[O/MKHbI Peasin30BbIBATLCS PYNNamMui NPOLLECCOB YNPaBIeHNs XU3HEHHBIM LIMKIOM
VHCIPaCTPYKTYpb! 1 NPOAYKTOB.

CKkBO3HblEe MPOLIECChI MaHNPOBaHUA 0653aTeNlbCTB MO OCYLLECTB/IEHUIO cTparTe-
rviA. 3TV NpoLecchbl OXBaTbIBAOT BCE YPOBHW AESATE/TbHOCTU OpraHn3aLmm OT pbiHKa,
K/IMEHTOB U NPOAYKTOB, Yepes YC/yrn U pecypchbl K BOBIEYEHWIO NApTHEPOB U NocTas-
LLWIKOB /151 JOCTXXKEHUS MOCTaB/IEHHbIX LieNeid.

CKBO3Hble NpoLecChbl aHaM3a TekyLei AesTeNbHOCTU U YNpaBieHUs BbINOSHEHN-
eM MPUHATBIX 0693aTeNbCTB, B TOM YMC/Ie NPOBEPKA YCMELUHOCTU U 3(PheKTVBHOCTH
cTpateruii, a Takke BHeceHue, Npyu Heo6XoAMMOCTHN, KOPPEKTVPOBOK B CTpaTerum

CKBO3Hble MpoLeccbl pa3paboTku, MNIAHNPOBaHUA U peann3aumm Bcex paboumx
MH(PaACTPYKTYp opraHusaumn (NpUIoXKeHUA, BbIYUCAUTENbHOW TEXHWKW W ceTel
3/1EKTPOCBA3M), @ TaKkKe NHPPACTPYKTYP NOAAEPXKKMA (LLEHTPOB ynpaB/ieHus).

Mpovecchl rpynnbl ycTaHaB/MBAOT HOBble TPe6GOBaHWS U ONpesensitoT HoBble BO3-
MOXHOCTW. pa3pabaTtbiBaloT HOBYIO WN YNYULLEHHYI MHGPACTPYKTYpy A8 paclum-
PEeHVsi IMHENKN NPOAYKTOB, CHUMXKEHWSI CTOMMOCTU U Y/yULLIEHUSI Ka4ecTBa NposyKToB

CKBO3Hble NPOLeCChbl Pa3paboTky, NAaHMPOBaHUS, NPOEKTMPOBAHUS, peann3aumumn
1 BHEAPEHMS BCEX MPO/YKTOB OpraHmsauumn cessu.

Mpovuecchl aHanM3a pbiHKa, TpeGoBaHWii KMEHTOB, TPeGOBaHMIA K KauecTBy Npo-
[YKTOB. NPEeasioKeHUi i KOHKYPEHTOB M MOArOTOBKA MO pesy/ibTatam aHanu3a peLue-
HUiA MO COBEPLLEHCTBOBAHMIO NPOAYKTOB.

Mpoueccsl ynpasneHust NpoAyKTamMu 1 NPOoABUXEHUS NPOAYKTOB B ONPeaesieHHbIX
cerMeHTax pbiHka

5.3.2 Topn3oHTanbHbIe TPynnbl NPOLLECCOB

5.3.2.1 B rnaBHoii o6nacTtu SIP BblAeNEHbI YETbIpe FOPU3OHTASIbHbIE TPYMMbl PYHKLMOHAbHbLIX NpoLec-
coB (CM. pucyHok 2). Mpouecchl 3TUX rPynn NoAAEPXKNBAKT BbINO/IHEHWE CKBO3HbIX MPOLLECCOB BEPTUKATbHbIX
rpynn v ynpasnsawT AeAiCTBUAMYN MO NOALEPXKKE MapKeTMHra/npeanoxeHnsa npoayKToB, yCayr CBA3U, pecypcoB
1 B3aMMofelicTBuiA LLenoyek nocTaBok.

5.3.2.2 Knaccugukaums pyHKLUOHANbHBIX MPOLECCOB MO NPUHAANEXHOCTU K FTOPU30OHTaNIbHbIM Tpyn-
nam npoueccoB B r1aBHoOW o6nactu SIP fo/mkHa oCywWwecTBAATLCA B COOTBETCTBUN C (PYyHKLMOHANBbHBIMK Xa-
pakTepucTMkamu 3TUX rpynn cornacHo taénuue 6.

Tabnunya 6 — OyHKUMOHA/IbHbIE XapaKTePUCTUKN FOPU3OHTa/TIbHBLIX FPYNM NPOLLECCOB B rMaBHoO o6nactu SIP

FopusoHTanbHas rpynna
npoueccos

YnpaBneHne MapKeTUHrom

DYHKLMOHANbHbIE XapaKTepUCTUKM

Mpouecchbl NOCTaBLUMKa UHGIOKOMMYHUKALMOHHBIX YCyr, paboTatole ¢ uHdopma-

1 NpeaokeHrem uMeii 0 Tekylleil n NepcneKTMBHON NPON3BOACTBEHHOI AeATeNLHOCTU. STU MPOLECChI
npoaykra M&OM peLlaloT creaytolme 3aaaqm:
(nrarketing and offer - pa3pab6oTka cTpaTeriii 1 HOBbIX NPO/YKTOB;
management) - (hopmMMpOBaHME PLIHKOB M KAHA/IOB CObITA;
- ynpaB/ieHne CyLLECTBYIOWMMIA NPOAYKTaMK, LLEeHO06pa3oBaHneM, NPoAaXamn 1 Ka-
TT Hanamu cobITa;
1t - peanusauus cTpaTernii MapkeTUHra 1 Npe/IoKeHNs MHADOKOMMYHUKALIMOHHBIX MPO-
[YKTOB 1 YCIyr.
L MpoLeccsl rpynMbl 4O/KHBI 06ecneunBaTh BbiNoSHEHNE 065A3aTeNbCTB OpraH13aLmmn

Mo NONYYEHMIO JOXOA0B, BbIMyCKy NPOAYKLMM, MPUGLIIAM U YObITKaM

10
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OKOHYaHWe Tabnuubl 6

FopusoHTanbHas Tpynna
DyHKUNOHANbHbIE XapaKTepucTuku

npoueccos
Paspa6oTka 1 ynpasneHue Mpovueccbl NnaHMpoBaHKs, pa3paboTkn U MOATOTOBKU YCNyr AM1S1 WX MOCNeAyHoLLEero
ycnyramu SD&M 1CMoNb30BaHMsA npoLeccamu B rnaBHoit o6nact OPS. B rpynny BXOAAT npouecchl gop-
(service developmentand  mupoBaHus cTpaTeruii No co3AaHNIo N NPOEKTUPOBAHWIO YCAYT, YNIPABEHWUS CYLLECTBYO-
management) LWMMK ycnyramu, obecneyeHnsi NpoM3BOACTBEHHbIX BO3MOXHOCTEN AN YA0BNETBOPEHUS

0oXungaemoro cnpoca Ha ycnyru

Paspa6oTka 1 ynpasneHve Mpovuecchl NnaHnpoBaHus, pa3paboTku 1 NOATOTOBKM PECYPCOB, HEOBXOAVMbIX NPOo-
pecypcamnm RD&M Lieccam B rniaBHoli o6nactv OPS ansi NpefoCTaB/eHnst KMeHTaM yCiyr v NpogyKToB. B
(resource development rpynny BXOAAT npoLiecchbl hopMMpoBaHUs cTpaTernii no paspaboTke ceTeBbIX PeCypcoB
and management) N Apyrux gonm3nyecknx/norniecknx pecypcos opraHmsaunu, BHeAPEHNS HOBbIX TEXHOSO-

rmit n o6ecneyeHnsi B3aMMOAENCTBYA C CYLLECTBYIOLMMU TEXHOMOTUSIMW 3/IEKTPOCBSI3N,
yNpaB/iEHNSI CYLLIECTBYIOLLVIMU Pecypcamu, 06ecrneyeHuns Nporn3BOACTBEHHbIX BO3MOXHO-
cTeli ANs yA0BNETBOPEHNS 0OXMAAEMOr0 Cnpoca Ha ey

LLIP

Paspa6oTka 1 ynpasneHve MpoLeccol B3aMmMofeicTBIsA ¢ NocTasLyMKammn” ' napTHepaMu. y4acTBYOLLMMU B Lienoy-
Lienoykamm noctasok Kax nocTasoK.
SCD&M Mpouieccol rpynnbl peLuatoT criedytolme 3afaun:
(supply chain development - BbIOOp MyyLLIVX MOCTaBLLMKOB/NapTHEPOB;

and management) - o6ecneyeHe CpeACTBAMM B3aUMOAEVCTBUSA C NOCTaBLUMKAMM 1 NapTHepaMmm;

- o6ecneyeHve CBOEBPEMEHHO NOCTaBKY NPOAYKTOB B LEMOYKE NOCTABOK;

- (hopmmMpoBaHu1e 1 Nogaepxka Bcex MHPOPMALIMOHHbIX MOTOKOB:

- ynpasneHue Heo6xoavMbIMM NMPeo6pa3oBaHNAMK LaHHbLIX NPY B3aUMOAENCTBUSIX C
nocTasLMKamu/napTHeparmm;

- ynpasfieHne oMHaHCOBbLIMI NOTOKaMM C NOCTaBLUMKaMu/napTHepamm

5.4 Tpynnbl NpoLeccosB ypoBHA 1B rfaBHOl 061acT «YnpasneHue opraHusauymneii»

5.4.1 K rnaBHol o6nactn EM oTHOCATCS npouecchl ynpaBneHus fesTeNbHOCTb0 B MaclwTabax opra-
HM3auunM u npouecchbl, NPUMeHsseMble K opraHusauum B LesioM. 3T Npouecchbl 0XBaTblBAOT BCE NPOLEcChl
ynpasnieHnsa 613Hecom opraHusauuu CBA3u:

- noggepxka paboTbl opraHu3auuy B LesioM, B TOM Yucsie npoueccbl (OMHAHCOBOrO yrnpasaeHus, ynpas-
NeHNsA NpaBOBbIMU OTHOLWEHUAMU, YNPaB/IEHUA BbINO/IHEHWEM AUPEKTUB Perynpyrowmnx opraHos, ynpasre-
HUA CTOMMOCTbIO U KAYeCTBOM MPOAYyKLUH,

- BblpaboTka KopnopaTUBHON NONUTUKK, CTpaTernini n HanpasneHuii 4eaTeNbHOCTK;

- (hopMynupoBaHue Lenei 1 BbiNycK pyKOBOACTB A/151 6M3Heca opraHmM3alumn B LLeIoM, B TOM 4ucie pas-
pa6oTka 1 nnaHMpoBaHue cTpaTernii pasBuTUa apxXUTEKTYPbl OpraHmM3anuu;

- ynpas/fieHve BHYTPEHHMMM npoueccamy opraHu3almm, B TOM YUCNE BbINO/IHEHNEM NPOEKTOB, yYeTOM
cebecToMmMocT 1 06 bEMOB BbiNyCKa NPOAYKLUN.

5.4.2 PacnpepgeneHue npoueccoB rnaBHoi o6nacty EM no rpynnam npowueccoB ypoBHSA 1 (CM. pucy-
HOK 2) flO/I)KHO OCYLLeCTBAATLCSA B COOTBETCTBMU C (DYHKLMOHANBHBIMU XapakTepucTukamm aTux rpynn, npu-
BefeHHbIMY B Tabnuue 7.
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Tabnuuya 7— PyHKUMOHA/IbHbIE XapaKTepUCTUKK rpynn NpoLeccoB ypoBHA 1 B rnaBHoii o6nactn EM

Ipynna npouycccon

MnaHvpoBaHve cTpaternmn

1 pasBUTYS opraHu3auum

(strategic and enterprise
planning)

YnpasneHue
prickammn opraHusauum
(enterprise risk management)

YnpasneHve
3(hHeKTUBHOCTbIO
oprasusauum
(enterprise effectiveness
management)

Ta?

YnpasneHune
3HaHUAMMW opraHu3alum
1 “ccnefoBaHUAMU
(knowledge and research
management)

LI

YnpasneHue
(prHaHcamMKn 1 aKTVBaMm
(financial and asset
management)

12

®YHKUNOHANbHbIE XapaKTepUCTUKN

Mpouecckl pa3paboTky cTpaternn 1 NI1aHoB PasBUTUS OpraHu3aLmn CBasu.

Crparernyeckoe naaHnpoBaHue BKIOYAET B Ce6s crefytoLyie npoLecch:

- onpefeneHne HanpasieHuii pa3BuTHsA GusHeca opraHusaLmm:

- BbIGOP PbIHKOB A1 NPOABWKEHUA NPOAYKTOB:

- onpefenexne TpeboBaHwii Kk hriHaHCMpOBaHWIo;

- NOArOTOBKa pekoMeHAavuuii no NprobpeTeHnsiM, KOTopble MOTYT YCUAUTb qUHaH-
COBbIE UM PbIHOYHbIE MO3ULMKX OpraHn3aLmm.

Mpoueccbl NNaHNPOBaHWA PasBUTUS OpraHu3aLumy OCYLLECTBAAIT paspaboTky u
KOOpAMHALMIO BbINOSTHEHNS O6LLEro naaHa NpPOu3BOACTBEHHON AesTeIbHOCTM opra-
HU3aLMK. BKIHOYAIOLLEro B ce65 NiaHbl /151 BCEX OCHOBHbIX CTPYKTYPHbIX €MHNL, Op-
raHusaLmm.

Mpoueccobl ynpasieHns apxMTekTypoil opraHusaumi, onpegensiowye Hanpasse-
HUA pasBUTMA MHPOPMAaLMOHHBLIX TexHonoruid (UT), obecneuvsarolime nOATOTOBKY
PYKOBOASALLMX AOKYMEHTOB U NonnTuk UT. yTBEepxaeHne 6iogpketa UT

Mpouecch! ynpaBneHusi puckamii BKIKOYAIOT B CEGS BbISIB/IEHNE PUCKOB U Yrpo3 f0-
X04am Unu penyTaLmy opraH3aumm, BoiNnoSIHeHe HEeO6X0AMMbIX YNPAB/SIOLMX Aeii-
CTBUIA A5 MUHUMW3ALMN UM YCTPAHEHUS! B/IMSIHWS BbISIB/IEHHBIX PUCKOB.

MpumMeyaHue — BbisBNEHHbIE PUCKA MOTYT 6biTb (DU3NYECKUMW WA NIOTW-
UECKUMI/BMPTYasIbHLIMW. YCMELHoe ynpas/ieHne puckamu no3BosisieT opraHu3aLum
BbINO/HSATL CBOW KPUTUUECKU BaXKHbIE OYHKLMM, NPOLLECChI U NPUIOXEHWSI B YC/I0BU-
AX CepPbesHbIX WHUMAEHTOB, CBSA3aHHbLIX C Yrpo3amu/HapyLeHUsaMN 6e30MacHoCTI 1
MoNbITKAMU MOLUEHHUYECTBA.

Mpoveccbl MOAroTOBKV W NPefoCTaB/IEHNSI UHCTPYMEHTa/IbHBIX CPeACTB, MeTOAo-
noruii 1 ydebHbIX KypcoB AN1a obecneveHns paumoHanbHoro n adhekTMBHOro ynpas-
JIEHVS1 MPOV3BOACTBEHHOI AeATeNTbHOCTbLIO OpraHn3aLum.

MpoLiecchl, HanpaB/ieHHble Ha COBepLUEHCTBOBaHWE NPOW3BOACTBEHHbIX MpoLec-
coB. o6ecrneyeHne achHeKTMBHOCTY NPOLIECCOB YNpaB/ieHVs NporpaMmamMmn passBuTus
1 mpoekTamu, NPOLIECCOB YMpaB/ieHUst KauyecTBOM MPOAYKLMWA U MPOU3BOAUTENBHO-
CTbIO OpraHusaLum

Mpoueccbl ynpaBneHns 3HaHUAMW OpraHv3auuun, UCCNefOBaHUSIMU TEXHOMOTWIA,
NPUMEHSIEMbIX B OpraHm3aumn, 1 OUeHKN LenecoobpasHOCT NPUOBPETEHUS HOBbIX
TexHoNorni

Mpouecchb! ynpaBneHns yHaHcamMu o6ecneunBatoT obluee ynpaB/ieHNe YYeToM
[0X040B opraHm3auun. OHY peLaioT creayioLme 3agaun:

- cbop AaHHbLIX, NOAFOTOBKA OTYETOB U aHa/M3 pesysbTaToB AesiTENLHOCTW opra-
HU3aLY;

- YYET KpPeauTopcKoii  Ae6UTOPCKOI 3a,0/KEHHOCTEI;

- y4eT 3aTpar;

- rapaHTMpOBaHWe JOX0f0B;

- NOArOTOBKA N/IATEXHbIX BELOMOCTEI;

- NOATOTOBKA UTOrOBOro GasiaHca:

- NNaHUpOBaHUe 1 onsiata Hasloros.

Mpouecch! ynpaBneHys akTBamm yCTaHaBMBAOT NOSIMTUKY aKTUBOB, KOHTPOIMPY-
10T ABVDKEHWE aKTMBOB 1 YNPaBSOT NOJHbIM ByXrafiTepckuM 6anaHcoM opraHu3aLmm
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OKOHYaHWe Tabnuupl 7

Ipynna npoueccos ®YHKLMOHANbHbIE XapaKTepUCcTUKM
YHpaBneHme OTHOLUEeHnAMN npOLI,eCCbI ynpasneHna OTHOLWEeHUAMN C 3aunHTepecoBaHHbIMM CTOpPOHaMn WU
C 3avHTepecoBaHHbIMU C BHELLUHMMU OpraHn3aLmamm.
CTOpOHamMu “ BHeLWHNMN

MpumevaHunsna

1 K 3auHTepecoBaHHbIM CTOPOHaM OTHOCATCSA MOCTaBLUMKW/MApPrHepPbl. akuMoHe-
pbl. 06LLLECTBEHHbIE OpraHM3aLni.

2 K BHeLHWM opraHn3aumsam OTHOCATCS perynvpytoLme opraHbl, MeCTHble OpraHu-
3aumn (Ha 06CNYX1BaEMO TeppuTopUn) N 06 BLEANHEHUS K/TMEHTOB.

3 MNpumepamu NpoLLEeccoB rpynnbl SBASIOTCA OTHOLWEHUS C akuMoHepamu, BHeL-
HWe CBA3W, TPYAOBblE OTHOLLEHWS U CBA3W C O6LLECTBEHHOCTLIO

CBA3SAIMMN
(stakeholder and external
relations management)

YnpaBneHue nepcoHasniom MpoLiecchbl ynpaB/eHnst NEPCOHANIOM PeLLaoT CeAyioLme 3aaaun:
(human resources - COCTaB/IEHME LUTATHOTO PAcnMCaHVsi U yCTaHOB/EHNE JO/MKHOCTHBIX OKMaJ0B:
management) - KOOpAVHALWS aTTecTauuy COTPYAHVMKOB M yKa3aHUil N0 HasHaYeHuo 3apaboTHOI

nnarbl:

- YCTaHOB/IEHME MOMUTUKM MO YNPaBMEHUIO NEPCOHA/IOM M MPOrPaMM NOOLLPEHMs
nepcoHana;

- ynpaBsneHve TPyAOBbIMU OTHOLLEHWSIMI, B TOM Y/C/e 3aK/OYEHUEM KOMIEKTUB-
HOrO 10TOBOPA;

- paspaboTka NporpamMmmbl OXpaHb! TPYAa;

- paspaboTka npaBus aTTeECTaLWK COTPYAHUKOB M AOMKHOCTHBIX UHCTPYKLUIA;

- NOArOTOBKA NPOrpamMmM 06yYeHNs;

- BbIpa60TKa NOSIMTUKM MO NPUEMY, YBOSILHEHWIO 1 OTCTPAHEHUIO OT JO/HKHOCTU CO-
TPYAHKOB:

- paspaboTka OpraH13aLMoOHHON CTPYKTYPbl OpraHM3aLuy U KOopAVMHALWS NpoLec-
COB peopraHuzauym

6 BHelwHMe B3aMMOOeNCTBUSA

6.1 O6uian cTpykTypa 6usHec-npoueccoB eTOM. npuBefeHHan Ha pucyHke 2. npegycmatpusaeT B3aun-
MOAEeNCTBUA C BHELWHUMMW yYacTHUKaMU eATeNbHOCTM opraHn3aummn. BaanmogeiicTBus opraHnsauny ¢ BHeLw -
HUMW y4yaCTHUKaMMN feATeNbHOCT MOTYT OCYLLEeCTBAATHCA C MOMOLLbI0 pa3/IMYHbIX MEXAHU3MOB, B TOM Yucne:

- N0 3/1eKTPOHHOI NoyTe Uan no gakcy,

- C MOMOLLbI0O KOHTaKT-LLEeHTPOB;

- yepes3 Web-noptansl;

- NyTeM aBTOMAaTUYECKUX TPaH3akuuii Tuna 6usHec-6msHec B2B (business-to-business).

6.2 inAa oTo6GpaxeHusa MecTa, KOTOpPOE 3aHMMalT NPOLEecCbl BHEWHWX B3auMOLeWCcTBUA B 06Lei
CTPYKTYype 6u3Hec-npoueccos eTOM, BBOAATCA AOMNOMHUTENIbHbIE 3MIEMEHTbI «BHELHAA cpefa», «CTOpoHa
NpoLaxm» N «CTOPOHA NOKYMKU», KakK 3TO NpeACcTaBNeHOo Ha pUcyHke 3.

BHewHAs cpefa MofenupyeT TOProBblX MapTHEPOB OpraHM3auuun, a nosocbl «CTOPOHA NPOAAXMU» U
«CTOPOHA NOKYMKW» yKa3biBaldT MeCTO OCHOBHbIX TOProOBbIX NpOLEccoB B 06Leli cTpykType eTOM.

6.3 B cnyyanx, Korja BHelWHWe B3auMOLeNCTBNS OpraHn3alnmn OCyLecTB/ISIOTCA C NOMOLL b0 TpaH3ak-
LUt Tuna B2B. opraHusaunn moxeT noTpeboBaTbCA MCNOMb30BaTh MPUHLMUMLI B3aUMOAENCTBUIA, OCHOBAHHbIE
Ha KOHLUEenuuu COBMECTHO MCNOJb3yeMblX O6LLMX NPOLECCOB, NPUMEHSAEMbIX AN CUHXPOHU3ALUN BHYTPEH-
HUX NPOLEeCCOB TOProBbIX NAPTHEPOB.

3Tn obuime NS INEeKTPOHHO TOProBN NPOLECChl MMEIOT CTOPOHbI «MOKyMNKa» W «npojaxa», KoTopble
y4acTBYHOT Npu B3auMOAeicTBMAX OpraHusalumn ¢ ee nocTaslmkamu/naptTHepamu.

13
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Crapoto nposisn
OToMmaMLLIUHOOIL{OP&)
PuMM, rpasyrr v KeHT
Ycnyracssasmn
(MPUNOMHMB, WY/ UTUBIAA TUMOB ML b LW LW )
M
MoctTwmCraprysp
Crapoto nupLum

N

VtpuiH iiopragawu i (W)

PucyHok 3 — O6wwas cTpyktypa eTOM u BHeLWHAs cpega

6.4 O6was cTpyktypa eTOM fonxHa npegycMmatpuBaTth cpeacTtBa NnpeobpasoBaHus NOTOKOB faHHbIX B
COOTBETCTBUM C TPEGOBAHUAMMU BHELWHUX NPOLLECCOB NOCTABLUKOB/MApTHEPOB NpPU B3auMoAelcTBMAX opra-
HU3aLMK C 3TUMM YYaCTHUKAMU COBMECTHON AesATeNbHOCTH.

7 MeTopg mogenmpoBaHUsA MNOTOKOB NPoLEeccoB

7.1 MeToponorua MoAenMpoBaHusa NOTOKOB NPOLLECCOB A0/HKHA UCNOMb30BaTbCA A1 NPOEKTUPOBAHNSA
NMOTOKOBbIX AnarpamMmmM npoLeccos opraHu3auun CBA3N C UCNOJIb30BAHNEM CTaHAAPTHbLIX 3/IEMEHTOB Mnpouec-
COB. onpegeneHHblx B eTOM.

7.2 MeToA0NOIMA UCNONb3YET MepapXxmyeckyo 4eKOMNo3nuuio ANa CTPYKTYPUPOBaAHUSA CNOXHBIX CYyLL -
HocTel Ha hbopMann3oBaHHble KOMMNOHEHTHI. [leTanu3auma nNpoLeccoB BbINOMHSAETCA cuMcTeMaTuyeckum 06-
pasom.

Kaxablli cTaHfapTHbIV aneMeHT npoueccoB eTOM umeeT geTanbHoe onucaHue, KOTOpOe BKAYaeT B
ceba uenu npouecca W, Npu Heo6XOAMMOCTU, OF0 OCHOBHblE BXOZbl/BbIXOAbl. UHTepdelickl, TpeboBaHUA K
UHOPMaLNOHHBIM MoAensam u 6usHec-npasuna.

7.3 MogenvpoBaHue CKBO3HbIX NMPOLLECCOB OCYLLecTBAAETCA nyTeM rpadmMyeckoro npeacrasneHns no-
cnepoBaTeNbHOCTW BbIMOMHAEMbIX 3/1IEMEHTOB NPOLLECCOB C YKa3aHueMm nepefaBaeMblX MeXAy HUMU AaHHbIX.

14
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HanmeHoBaHuA n 0603HavYeHnsa rpynn npoyeccos eTOM

Al HaumeHoBaHUsl U 0603HAYEHNs rNaBHbIX 06nacTeil npoueccos eTOM [40/KHLI COOTBETCTBOBATL NPUBEAEH-

HbIM B Tabsmue A.1.

Tabnuuya Al

O6o3Ha4yeHne rnasHoil o6nactu

OPS
SIP
EM

HaumeHoBaHue rnasHoii o6nacTu
OcHoBHasA AeATeNIbHOCTb
Crparerus, MHpacTpyKTypa 1 NpoaykT

YnpasneHue opraHusauuei

AHTNNACKUIA 3KBUBANEHT HAMMEHOBAHUSA
Operations
Strategy, infrastructure and product

Enterprise management

A.2 HavmeHoBaHusA 1 0603HaYEHNA rpynn NpoLieccoB B rnasHoi obnactn OPS f0/MXHbI COOTBETCTBOBATL NpUBe-
OeHHbIM B Tabnuue A.2.

Ta6nuuya A2

O603HauveHune
rpynnel npoueccos

OSR

CRM

SM&O
RM&O
S/IPRM

HaumeHoBaHue rpynnbsl NpoLeccos

Mopnepxka v obecreyeHne roTOBHOCTY MPOLLECCOB
OPS

BbINosiHEHWE 3aKa30B

Ob6ecneyeHve KayecTBa

BunnvHr

Ynpas/sieHvie B3aMOOTHOLLEHUAMW C KIMeHTaMu
Ynpas/ieHve n aKkcnayarauus ycnyr
YnpasneHue n aKcnayarauns pecypcos

YnpasfneHue B3aMOOTHOLLEHUSIMM C NOCTaBLLuKaMy'
napTHepamu

AHTNUICKNIA 3KBUBA/IEHT HAUMeEHOBaHUA

Operations support and readiness

Fulfillment

Assurance

Billing

Customer relationship management
Service management and operations
Resource management and operations

Supplier/partner relationship management

A.3 HavmeHoBaHMs 1 0603HAYEHNS rpynn NPOLECcCcoB B rNaBHO 06nactu SIP fo/mKHbI COOTBETCTBOBATL NpuBe-
[eHHbIM B Tabnvue A.3.

Tabnuya A3

O603HayeHue
rpynnbl NpoLeccos

S

|

P
M&OM
SD&M
RD&M
SCD&M

HaumeHoBaHMUe rpynmnsl NpoLeccos

Crparerus n o6si3atenscTea

YnpaBneHue Xn3HeHHbIM LIMKIOM UHPACTPYKTYpbI
YnpaBneHve XU3HEHHbIM LIMKIOM MPOAYyKTa
Ynpas/ieHe MapKeTUHIOM 1 NPe/IoXeHNeM NpoayKTa
Paspa60Tka 1 ynpasneHue ycayramu

Paspa6oTka 1 ynpasneHue pecypcamv

Pa3pa6oTka 1 ynpas/ieHve Lienoykamy NocTaBok

AHINUACKNiA 3KBUBaNeHT HAaMMeHOBaHNsA

Strategy and commit

Infrastructure lifecyde management
Product lifecycle management

Marketing and offer management

Service development and management
Resource development and management
Supply chain development and management
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A.4 HavmeHOBaHusi rpynn npoLeccoB B [NaBHOV 06nactm EM Ao/mkHbl COOTBETCTBOBaTb MNPUBEAEHHLIM B
Tabnvue A.4.

Ta6nunuya A4

HanmeHoBaHue rpynnsl Npoyeccos AHrNUicknii aKBMBaneHT HauMeHoBaHNA
MnaHvpoBaHWe cTpaTerny u passuTns opraHnsaummn Strategic and enterprise planning
YnpaBneHne puckamm opraHuzanmm Enterprise risk management
YnpaeneHue ahhekTUBHOCTbIO OpraHu3aLmm Enterpnse effectiveness management
YnpaBneHue 3HaHVUSIMU OpraHu3aummn 1 NccrefoBaHNsIMm Knowledge and research management
YnpaeneHve huHaHcamu 1 akTuBamu Financial and asset management

YnpaBsneHve OTHOLUEHWAMW C 3aMHTepecoBaHHbIMM cTopoHamu u  Stakeholder and external relations management
BHELLUHVMM CBA3SIMU

YnpasneHvne nepcoHasiom Human resources management

YAK 621.391:006.354 OKC 35.020

Kniouesble cnoa: eTOM. obwas cTpykTypa 6GM3Hec-npoueccos, r/aBHble 06/1acT NPoLeccoB, rpynmbl
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