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BBepeHve

Ipynna ctaHgapToB «PacluypeHHas cxema fesTeNbHOCTY opraHusauum ceasm (eTOM)» pa3paboTaHa ¢
yyeToM pekoMeHAauunii M.3050.X CekTopa cTaHAapTu3auuny 31eKTpocBa3n MexayHapo4HOro coto3a aekTpo-
cesasn (MCO-T).

PekomeHpaunn no eTOM (Enhanced Telecom Operations Map) BXOAAT B COCTaB CEPUMU PEKOMeEHAaLNiA
M.3xxx MCQ3-T. koTopas ctaHgapTusupyeTt «CeTb ynpasneHus anektpocssasbio» TMN (Telecommunications
Management Network) — mogenb ynpasneHus ob6opyfoBaHuemM, CETAMU U yCnyramu 3/1eKTpOCBA3N.

CraHpaptel €TOM ycTaHaBnMBalOT KlacCUUKALMOHHYIO CXeMy MpPOU3BOACTBEHHbIX MPOLEeCccoB
opraHusauuii CBsi3W, TEPMUHOJIOTVIO, METO[ WepapxXuyeckoi [eKOMMOo3ULMK MpoLeccoB, cTaHjapTHble
3/1eMEHTbI NPOLEeCCOB 1 METOA0/10TMI0 NOCTPOEHWSA MoAe1eil NPon3BOACTBEHHbIX NPOLLECCOB U3 CTaHAAPTHBIX
3/1IEMEHTOB.

Mogenb eTOM. onpegeneHHas rpynnoil pekomeHgaunii MC3-T no eTOM. 6bina paspaboTaHa mexay-
HapogHoit accoumaumein TM Forum (®opym ynpasneHns TeNIeKOMMYHUKaLMAMK) B paMKax nporpaMmMbl paboT
«HoBOe nokosieHne cucTtem ynpasneHus 1 nporpaMmHoro obecneyeHusi» NGOSS (New Generation Opera-
tions Systems and Software).

Mogenb eTOM npefHasHaveHa ANA NMPUMEHEHWUA NpY MOAENNPOBaHWM U peopraHusauny nNpous3Bog-
CTBEHHbIX NPOLECCOoB, Npu pa3paboTke cuctem ynpasreHus n OSS/BSS — cuctem noafepxku AesaTesibHO-
cTn/6uameca opraHusauuii CBA3N, NPU CUCTEMHOW MHTerpauum cucteM aBToMaTu3auun NPOU3BOLCTBEHHbIX
NpoLLeCccoB 13 KOMMNOHEHTOB Pa3HbIX NPOM3BOAUTENEIA.

O6Lwasn cTpykTypa 6usHec-npoueccos eTOM. ctaHgapTuauposaHHas B FTOCT P 53633.0. onpegenset
CTPYKTYpbl YpOBHel ansa yposHeli 0 n 1 eTOM. a Takke ux anemeHTbl. CTPYKTYpbl U 3/1€MEHTbI NPOLEeCcCcoB
[ANA ypoBHel 2 1 3 nepapxmuyeckoii cTpyktypsl eTOM onpegenstTcs Apyrumu ctaHgaptamu rpynnsl eTOM.

CTpykTypa ¥ aneMeHTbl NpoLeccoB YpPoBHA 2 06pa3oBaHbl B pesynbrare AeKOMNo3uuuu rpynn npo-
Leccos ypoBHA 1 eTOM. Kaxaoii rpynne npoLeccos ypoBHS 1 COOTBETCTBYET CBOSA COBOKYMHOCTb 3/1EMEHTOB
NpoLECCOB YPOBHSA 2. KOTOpas ycTaHaBNMBaeTCsA OTAe bHbIM CTaHAAPTOM.

HactoAwwii ctaHgapT onpegenseT CTPYKTYPY W 3/1€eMeHTbl MPOLLeCCOB YPOBHA 2 A5 FOPU3OHTa/IbHOM
rpynnbl NpPoOLEeccoB «YnpasneHne v akcnayatauus ycnyr» SM&O B rnasHoi o6nactn npoueccoB «OCHOBHas
[eATeNbHOCTb>.

CobntofeHne 0CHOBHbIX NOOXEHWIA cTaHAapTa Npy aBTomMatusaumm 4esTeslbHOCTW OpraHusaLnin ceasm
o6ecneynt BO3MOXHOCTb MOCTPOEHUS CUCTEM aBToMaTu3auum M3 KOMMOHEHTOB CO CTaHAaPTHbIMU MHTEp-
dhelicaMmn 1 NO3BOAUT BbIGUPATL Nyylle B CBOEM Kacce KOMMOHEHTbl CpeAn KOMMOHEHTOB pPasHbIX Npous-
BoAUTENENA.
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HAUVWOHANBbHbBIN CTAHOAPT POCCUWNCKOW OSGEALEPALUMN

MHopmayoHHble TexHonoruu. CeTb ynpaBieHus 3N1eKTPOCBA3bI0
PACWNPEHHAA CXEMA JEATE/NIbHOCTW OPFAHN3ALLMN CBA3U (eTOM)

Jekomnosnuma n onucaHus npoueccos. [Npouecckl ypoBHA 2 eTOM.
OcCHOBHasa feAaTefibHOCTbL. YnpaB/ieHne 1 akcnayarauusa ycayr

Information technologies. Telecommunications management network. Enhanced Telecom Operations Map (eTOM).
Process decompositions and descriptions. eTOM level 2 processes. Operations. Service management and operations

fNata sBegeHna — 2015—09—01

1 O6nactb NpUMeHeHUs

HacTosAwwmin ctaHgapT ycTaHaBnvBaeT CTPYKTYPY U 31€MeHTbl NPOLEeCCOB YPOBHSA 2 A1 TOPU30OHTas b-
HOIi rpynnbl MPOLLECCOB «YnpaBreHne n akcnayaTaumsa ycnyr» SM&O (Service management and operations),
ABNAIOLENCA 31eMEeHTOM CTPYKTYpbl YPOBHS 1 B rnaBHON 061actn «OCHOBHAs AeATeNIbHOCTb» MOAenu
eTOM (Enhanced Telecom Operations Map). 'pynna npoueccoB SM&O onpegeneHa B 6a30BOM cTaHAapTe
FOCT P 53633.0.

HacTosiwumii cTaHgapT pacnpocTpaHsaeTcs Ha BCce Npouecchl ynpaBfieHusi NoAroToBKON K MCNosb3oBa-
HWIO YCNyr 1 NpOLLecChbl 0KasaHus YCyr opraHu3auvein cBasn, He3aBMCUMO OT TOrO, Kakme TEXHOOTNN aek-
TPOCBA3W OpraHm3auuns npYMeHsieT 1 Kakme NHPOKOMMYHUKALMOHHbIE YCYTN OHAa OKa3blBaeT KVeHTaMm.

HacTosiwwmii cTaHgapT npefHasHavyeH 418 NpUMEeHeHUs opraHu3auusiMu CBA3M, CUCTEMHbIMU UHTerpa-
Topamu, NPon3BOAUTENAMN CUCTEM YNPaBIEHNA U CUCTEM aBToMaTn3auuy Npov3BOACTBEHHbIX NPOLIECCOB.

OpraHusaLumn cBA3K, BbICTynaroLme B poau onepaTopa CBA3v U/Wnu onepatopa ceTu, MOryT NPUMEHSTb
HacToAWMIA cTaHAapT NPy MOLENMPOBaHMMW, ONTUMK3ALMU 1 peopraHn3aLumn Npon3BoACTBEHHbLIX NPOLECCOB
N CTPYKTYPbl OpraHv3auuy, a Takke npv 3akase CUCTeM ynpas/eHus v cucTem aBTomMartusauuv npov3sBofa-
CTBEHHbIX MPOLECCOB.

CuCTeMHble MHTerpaTopbl MOryT NPUMEHATL HACTOALLMIA cTaHAapT NPW NPOEKTUPOBAHUMN KOMM/IEKCHbIX
cUcTeM aBToMaTM3aLMn NPOVN3BOACTBEHHbIX NPOLECCOB C UCMOMb30BaHNEM CUCTEM WU KOMMNOHEHTOB pa3sHbIX
npov3soguTenei.

Mpon3BoanTeNN CUCTEM YNPaB/EeHNA N CUCTEM aBTOMAaTM3aL MM NPOM3BOACTBEHHbLIX NPOLECCOB MOryT
NPUMEHATb HACTOAWMIA CTaHAAPT NPy pa3paboTke KOMMOHEHTHONM CTPYKTYPbl U MHTEPCENCOB CBOUX CUCTEM,
a Takxke npu cornacosaHumn ¢ 3aKkasumkamy TpeboBaHUii Ha UX NOCTaBKy.

TpeboBaHWsi HaCTOSALLEro CTaHAapTa He pacnpoCTpaHATCA Ha AeiicTByloLiMe CTaHAapTbl, KOTOpble
OblNV NPUHATLI 40 BBEAEHUS €ro B AelicTBue.

2 HopmaTuBHble CCbI/IKU

B HacToslem cTaHfapTe UCno/b30BaHa HOPMAaTUBHAA CCblfka Ha CnefyoLwnin cTaHaapT:
FOCT P 53633.0 NHopmaunoHHble TexHonornn. CeTb ynpaB/ieHUs 3/1eKTPoCcBA3bi0. PacluvpeHHas
cxema fiesiTeNlbHOCTY opraHu3auum ceasu (eTOM). Obuwan cTpykTypa 613Hec-npoLeccos.

NMpumeyaHune — MNpuU NOML30BAHNM HACTOSLWMUM CTAaHAAPTOM Le/1IeCO06Pa3HO NPOBEPUTL AEiCTBME CCbITOYHbIX
CTaHAapTOB B MH(POPMALMOHHOM cucTeme 06LLero Nosb3oBaHus — Ha opMLManbHOM caiTe defepanbHOro areHTcTea no
TEXHUYECKOMY PETY/IMPOBAHUIO Y METPOJIOTMM B CETU VIHTEPHET UM MO eXerogHoMy NHOPMAaLMOHHOMY yKasaTesio «Ha-
LMOHabHbIE CTAHAAPTHI», KOTOPbIA ONYy6G/IMKOBAH MO COCTOSIHMIO Ha 1 AHBapsi TeKyLlero roaa, v no BbiNyckaMm exemecsiy-
HOro MH(POPMALMOHHOTO yKa3aTe st «HauMoHaibHble CTaHAapThl» 3a TeKywWuii rod. ECv 3aMeHeH CCbIJTIOYHbIV CTaHaapT,
Ha KOTOpbIi faHa HeAaTUPOBaHHAs CCbl/IKa, TO PEKOMeHAYeTCsl MCNO/b30BaTh AeCTBYIOLLYI0 Bepcuto 3Toro ctaHgapra

MN3paHne opuynanbHoe
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C Y4eTOM BCEX BHECEHHbIX B laHHY0 BEPCUIO U3MeHeHUI. EC/in 3aMeHeH CCbIOYHbIM CTaHAAPT, Ha KOTOPbI AaHa fatu-
poBaHHasl CChbl/lka, TO PeKOMeHAYeTCS MCNO/b30BaTb BEPCUIO 3TOTO CTaHjapTa C yKasaHHbIM Bbllle ro[0M YTBEPXAEHUS
(NpuHsTUSA). ECNn nocne yTBEPXAEHMSA HACTOSLWEro cTaHaapTa B CCbI/TIOYHbIV CTaHAapT, Ha KOTOpPbI AaHa faTvpoBaHHas
CCbl/IKa, BHECEHO M3MeHeHUe, 3aTparnsatoliee NosIoKeHWe, Ha KOTOPOe JjaHa CCbl/ika, TO 3TO NOJIOXKEHNe peKoOMeHyeTCs
NpUMeHsiTb 6e3 yyeTa JaHHOTO0 U3MeHeHUs. ECNN CCbINIOYHbIV CTaHAapT OTMeHeH 6e3 3aMeHbl, TO NOJIOXEHNE, B KOTOPOM
[laHa cCbl/ika Ha Hero, peKoMeH/AyeTca NPUMEHSTb B YaCTuW, He 3aTparnBatolleil 3Ty CChIKy.

3 TepMuHbI U onpepeneHus

B HacTosWwem cTaHfapTe NpYMEHeHb! ceayLwmne TePMUHbI C COOTBETCTBYIOLLMMUN ONpeAeieHNsMN:

3.1 6usHec-npouecc (business process): MNpon3BOACTBEHHbIV NPOLECC OpraHu3aLnm cBA3N.

3.2 nepapxuyeckana gekomnosuumsa npouecca (hierarchical process decomposition): Metog no-
cnepfosaTeflbHON AeTanu3auyun npoeccos 60/1e0 BbICOKOrO YPOBHSA Ha npouecchbl 60/1ee HU3KOro YpoBHSA C
Lenbio obecneyeHnss BO3MOXHOCTU MOAE/IMPOBAHUSA NPOTEKaHUS MPOLECCOB BbICOKOrO YPOBHSA C MOMOLLbHO
MPOLLECCOB HMXeNexalllero ypoBHsi.

3.3 knueHT (customer): ®usnyeckoe UaN IOPUANYECKOE NNLO, NOKynatllee y opraHusaummn ceasn um
nosnyyvatouiee 6ecnnaTtHo NPoAyKTbl 1 YCAyru.

3.4 onepatop cBa3u (service provider): KOpuguyeckoe NULO UK MHAMBUAYANbHbIA NpeagnpuHUMa-
Teslb, OKasblBatoLLMe YC/yrn CBsA3N Ha OCHOBaHWUM COOTBETCTBYIOLLENR NNLEH3UN: NOCTaBLMK MHOKOMMYHW-
KauMOHHbIX YCAYT KNNEHTaM.

3.5 onepatop ceTtun (network operator): OpraHu3auus CBs3u, NMPON3BOACTBEHHASA AEATENbHOCTb KOTO-
poii HanpasfeHa Ha npegocTas/ieHne TPakToB nepegayy MHoOpMaLMn N COeAVHEHUI Yepes CeTu 3N1eKTpo-
CBA3N.

3.6 opraHusauus (enterprise): KOpugnyeckoe NuLo, ocyLlecTBAsOLWEe AeATEbHOCTb B 06/1aCTU CBS-
31 B KaUeCcTBe OCHOBHOIO BMAA JeATe/IbHOCTU.

3.7 ocHOBHas geATenbHOCTL (operations; OPS): naBHaa o6nacTte 6usHec-npoueccoB eTOM. OTHO-
CALMXCA K NOBCEAHEBHOWN AeATENbHOCTM NepcoHana opraHu3aLuu.

3.8 napTHep (partner): Y4acTHVK COBMECTHOI C opraHu3aLmeli CBs3u AeATesIbHOCTM Mo npejocTtasrie-
HUI0 YCNYT KNMEHTaM, CBSI3aHHbIN C opraHu3alvei 4oroBOPHbIMY OTHOLLEHWUAMMW, KOTOpPble OnpeaensioT 4010
npubbIIN 1 MaTepuasbHyl0 OTBETCTBEHHOCTb MO PUCKaM.

3.9 noctaBuwuk (supplier): tOpuguueckoe nuuUo, B3aMMOAENCTBYOLLEE C OpraHu3aunen ceasv B obe-
crneyeHMn TOBApPOB U YCMyr, KOTOPbIE NCMOMb3YIOTCA OpraHu3almeli npy npefocTaBieHUn NPoAyKTOB 1 ycnyr
KMeHTaM.

MpumMmeyaHune — MpegnonaraeTcsi, YTO opraHM3ayns CBs3N Ucnosnb3yeT cpeacTBa eTOM ans moAenupoBaHus
CBOWX NPOV3BO/CTBEHHbIX MPOLLECCOB.

3.10 npogykT (product): MaTepuanbHas U/unu HematepuaabHas CyLHOCTb, NpeafaraeMas U npe-
[ocTaBnsieMas opraHusauueii CBA3N KINEHTY.

MpumMmedaHune — MpPoAyKT AO/IKEH BK/IHOUATbL KOMMOHEHT NpPeaocTaBieHus ycnyru. NMpoayKT MOXeT BKIHUaTb
Takxke 06paboTaHHble MaTepuasbl, NPOrpaMMHOe 06ecnedeHe /MM annapaTHble CPEACTBA U 0BYI0 X KOMGUHALMIO.

3.11 npouecc (process): MocnenoBatenbHOCTb CBSI3AHHbIX AeCTBUIA UK 3a4a4, HeO6XOAUMbIX ANst
[LOCTUXEHWS onpeAeneHHoro pesynbrara.

3.12 pacwupeHHas cxema geaTenbHocTu opraHunsauum cesasu (Enhanced Telecom Operations Map;
eTOM); STasioHHas obLlias CTPyKTypa NpPOU3BOACTBEHHON AEATENIbHOCTU OpraHW3aLnmn CBs3un, onpeaensio-
Wasa cTaHfapTHbIE 3/1eMeHTbI MPOLEeCCOoB, U3 KOTOPbIX JO/KHbI CTPOUTHCS MOAENN BCeX NMPOU3BOACTBEHHbIX
npoLieccos.

3.13 pecypchbl (resource): ®u3nMYeckue 1 NOrMYECKre KOMMOHEHTbI, UCMOMb3yeMble AN hopMUpoBa-
HUS yCnyr.

MpumeyaHne — B KauyecTBe pecypCOB WCMOMb3YIOTCA MPUNOXKEHNSA, CPeACTBa BbIYNC/IMTENIbHOW TEXHUKM 1
3/1EMEHTbI CeTeBOI MHDPACTPYKTYpbI.

3.14 ceTb ynpaBneHus anektpocsA3sbio (Telecommunications Management Network; TMN): Mogenb
ynpasfieHns 060pyAoBaHWeM, CeTAMMU W ycryramn 3/1eKTpOCBA3N, OnpefesnieHHas B Cepun pekoMeHaaLuui
M.3000 MC3-T.

3.15 cuctema nogaepxkn 6usHeca (Business Support System; BSS): Cuctema, noggepxvsatoLLas
npoueccbl eTOM 13 rnaeHoii o6nactn «CtpaTerus, MHPaCTPYKTypa v NpoayKT».

2



FOCT P 53633.4—2015

3.16 cuctema nogaepXkn ocHoBHol aestensHocTu {Operations Support System; OSS): Cuctema,
nogaepxvsatowas npoueccbl eTOM u3 rnaBHoit 06nactm «OCHOBHasA AeATENbHOCTb.

3.17 ckBo3HoOW npouecc (end-to-end process flow); CoBoKynHOCTb BCeX MOAMNPOLECCOB, AENCTBUIA 1
nopsfoK UX cnefoBaHns, KoTopble HeO6X0AMMbI A5 AOCTUXKEHNSA LieNeil BbINO/THEHUA npoLiecca.

NMpumeyaHne — CKBO3HblE MPOLECCHI MPOEKTUPYIOTCS C UCMOMb30BAaHMEM CTaHAAPTHbIX 3/1EMEHTOB MpoLec-
coB, onpegeneHHbix BeTOM.

3.18 cTparterus, uHpacTpyktypa u npoaykT (Strategy, infrastructure and product; SIP). naBHas
o6nactb 6usHec-npoueccos eTOM, OCYLLeCTBAAIOLWMNX NAaHNPOBAHNE W yNpaB/ieHNe XU3HEHHBIM LVK/IOM
ceTeBoOW UHAPACTPYKTYPbl U NPOAYKTOB.

3.19 cywHocTb (entity); KoHkpeTusaumsa wnm abctpakuyms, pasnuyaemble B npegenax cUcTeMb.

MpumMeyaHne — MNpuMepamu CyLHOCTEN ABMAKOTCA CUCTEMA, NOACUCTEMA, KOMMOHEHT, Kacc, 06bekT, MHTep-
deiic. KINeHT, Npouecc, NPUNoXeHue, cneyugukaumns.

3.20 ynpaBneHue opraHusauneii (Enterprise Management; EM): MaBHasi o6nactb 6u3Hec-npouec-
coB eTOM, ocyLLecTBAAWLWMX YyNpaB/eHNe opraHusaLmein u nogaepxky ee 6usHeca.

3.21 ycnyra cBsi3n (service): [esaTenbHOCTb MO Npuemy, o6paboTke, XpaHeHuto, nepegaye, ocTaBke
COOO6LLEHNIA 3NEKTPOCBA3N WM NOYTOBbLIX OTNPAaB/IEHNIA. SIBNSETCA COCTABHOW YacTbio NPoAyKTa, NpejHasHa-
YEHHOW AN1A NPoAaXW KTMEHTY B COCTaBE MPOAYKTA.

MpumeuvaHune — OfHa 1 Ta Xe ycsiyra MOXeT BXOAUTb BO MHOXECTBO pa3/iMyHbIX NPOAYKTOB, NpejocTaBse-
MbIX MO Pas3/IN4YHON LeHe.

3.22 yenoyka nocTtaBok (supply chain): CywHoctn v npouecchl, B TOM YMC/lie BHELIHWE NPOLecCh
opraHu3auun, KoTopble 3a/eicTBOBaHbI NPy NOCTaBKe TOBAPOB W YC/yr, HEOOXOAUMBIX A5 NPefoCTaBNeHNs
NPOAYKTOB W YCAYT KNNEeHTaM.

3.23 anemeHTbl NpoueccoB (process elements): CTaHAapTHble 6/I0KM UM KOMMNOHEHTHI, UCMOJ/b3ye-
Mble 719 COOPKN CKBO3HbIX GU3HEC-NPOLECCOB.

4 O6bwue nosiokeHus

4.1 PacwwupeHHas cxema AesaTenbHOCTV opraHusaumm ceasn (eTOM) aABnseTcs UHCTPYMEHTaslbHbIM
CpefCcTBOM A8 MOLEe/IMpPOoBaHuA, aHanusa, onTuMmusauum 1n peopraHnsalum npon3BoACTBEHHbIX NPOLECCOB
N CTPYKTYpbl OpraHnsauuin casu.

4.2 CraHgapTHble rpynnbl NPOLEeCcCOB YPOBHA 1 v aneMeHTbl npoLeccos yposHei 2 n 3 eTOM aBnsioT-
CA KaTeropusMu, NCNonb3yembiMU ANS Knaccudukaumy nponsBoACTBEHHbIX NPOLECCOB OpraHv3auumn, a He
MoZensiMu peanbHbIX npoueccoB. OHK onpefeneHbl C MakKCMMasibHO BO3MOXHOW CTENeHbio 06LLHOCTY TakuM
06pa3om, 4yTobbl 6bITb HE3ABUCHMbLIMW OT NPOAYKTOB, YCAYT U TEXHOMNOTUNIA CeTel aNeKTPOCBA3N.

4.3 HacToAwuii ctaHAapT ycTaHaBAWBaeT CTPYKTYPY W 3/1eMeHTbl NPOLLEeCCOB YPOBHA 2 471 FOPU30H-
TaslbHOI rpynnbl npoueccoB SM&0 — «YnpaBneHUe n akcnayaTayms ycnyr».

OnieMeHTbl NPOLLECCOB YPOBHA 2, onpefefieHHble HacTOoALWMM CTaHAapToM, MOryT MCNO/b30BaTbCA B
KayecTBe CTpOWTE/IbHbIX 6/I0KOB MNPV MOCTPOEHUW NOTOKOBbLIX AWarpamm peasibHblX NPOM3BOACTBEHHbIX MPO-
LLeCCoB, CBA3aHHbIX C ynpas/ieHeM BbINOJIHEHNEM 3aKa30B Ha YC/yry 1 C yNpaBiieHneM Ka4yeCTBOM OKa3aHus
YCNyr CBA3WN.

5 VpeHTudmkaums npoueccos

51 [na vHaukauun no3vLMOHMPOBaHWA 3/1EMEHTOB MPOLIECCOB YPOBHA 2 Ha rpatunyeckom
CTaB/IEHUN CTPYKTYpbl YPoBHA 1 eTOM NpUMEHSAIT MUKTOrpaMMbl MaTpPUUHOM CTpykTypbl e TOM. MaTtpuyHas
CTPYKTypa o6pasyeTca nyTeM Ha/lOXeHWs BepTUKa/bHbIX rPynn NpoLEeccoB Ha ropu3oHTasbHbIe rPYnnbl Npo-
ueccos eTOM.

MecTo anemeHTa npoLeccos Wan rpynnel NPOLECCOB B CTPYKTYpe ypoBHA 1 eTOM nokasbiBatoT nytem
BblAeNIeHnss TEMHbIM (DOHOM COOTBETCTBYIOLLMX 3/IEMEHTOB MaTpuLibl Ha NUKTOrpaMme.

Ha pucyHke 1 npusefeHo cTaHfapTHoe rpadmueckoe npeAcrasrieHne CTPYKTypbl ypoBHs 1 eTOM B co-
oTBeTcTBUM ¢ FOCT P 53633.0. MukTOorpamma ropv3oHTanbHoi rpynnbl SM&O npeacTaBnieHa Ha pUCcyHke 2.
Ha o6oux pucyHkax rpynna SM&O BblgeneHa TeMHbIM (DOHOM.

npeg-
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Ctparterus, nHdpacTpykTypa v npogykT {SIP} OcHoBHas gestenbHocTb (OPS)
Crparervsa n YnpasneHve YnpasreHue Mopnepxkam BbInosnHeHve Ob6ecneveHve BunnavnHr
o6nzaresib- KN3HEHHBIM XKV3HEHHbIM bbethedeme 3aKa3oB KavecTsa
cTBa L/KNom uunKnom rOTOBHOCTM
MHApacTpyk- NPOAYKT» npoueccos FAB
Typbl

Ynpas/ieHvie MapKETUHIOM U NPe/IoXKeHVeM
npogykta (M&OM)

Pa3paboTka 1 ynpasneHue ycnyramm (SDAM> YnpaBneHue n akcnnyatauus ycnyr (SM&O)
Pa3paboTka 1 ynpasneHue pecypcamm (RD&M) YnpaBneHue 1 akcnayataums pecypcos (RM&O0)
{npunoxeHwe, BbIMMCUTENBbHAS TEXHMKA (Npunoxexue, BbIMMCUTENbHAs TEXHUKA U CETb CBS3M)

1 CETb CBS3M)

PaspaboTka 1 ynpasneHune Lenoykamm nocTaBok YnpaBsieHvie B3aMMOOTHOLLEHMSIMI C NOCTaBLLMKaMn/N3pTHepamm
(SCO&M) (SIPRM)
| n n r n n n

YnpaBneHue opraHusauyuein (EM|

MnaHvposBaHne YnpasneHve YnpaseHvie 3HaHUAMU
YnpaBreHve puckamu
cTpaTteruv 1 passutnsi oprannzaLm 3hheKTUBHOCTbIO opraHusaumn
opraHuzauyn p = opraHvzaumm 1 ViccnepoBaHNAMN

YrpaB/ieHne OTHOLLEHSIMN v
C 3aMHTEPECOBaHHbLIMM CTOPOHAMM ngpgg:;‘g';
1 BHELLHVM CBSA3SIMM P

YnpasneHue prHaHcamu
1 aKTBamMu

PucyHok 1 — CTpyKkTypa ypoBHsi 1 o6weii cTpykTypbl 6U3Hec-npoueccos eTOM

L

PucyHok 2 — lMukTorpamma rpynnel npoyeccos SM&O

5.2 B eTOM npuHsATa cxema Hymepauuu rnasHbIX 061acTeil, rpynn v 37/eMEHTOB NPOLLECCOB C NOMO-
Wbt naeHTudmkaropos npoueccos ID (identifier). aeHTudmkaTop NpoueccoB nMeeT creaytoLinii hopmar:

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

rae aaaaaa — HOMep, Ha3HaYaeMblil opraHusaumen ceasun. AToT HOMep siBAeTcA npednkcom K ID cTaHaapT-
HOro anemeHTa npouecca. MNpedukc NpUMeHaeTcs B TEX Cnyyasx, Korga opraHmsaumsa cumtaet
Heo6Xx0AMMbIM PacWNPUTb NN U3MEHUTL ONpeaeneHne CTaHAAaPTHOrO a/1IeMeHTa npotecca,;
b — uudbpa, ykasbiBatowas paspaboTumka npouecca. 3HadyeHne 1 oTHocutcs K TM Forum, 3Hade-
HVe 2 — KO BCEM Apyrum paspaboTymkam;
X — uudpa, npeacTaBnsiolias HoMep rnaBHoi o6nactu npoueccos. MpuHATa cregytowas Hyme-

pauus: 1 — «OcHoBHas geaTenbHOCTb» OPS. 2 — «CTtparteruns, HppacTpyKkTypa 1 npoayKT»
SIP. 3 — «¥YnpaBneHue opraHusaumeii» EM:
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¢ — uudpa, npeacraBaswoLad HOMep rpynnbl NPOLECCOB ypoBHA 1 B npefenax rnasHol obna-
cTn. B rnaBHbix 0o6nactsax OPS u SIP npuHsiTa Hymepaumsa ropM3oHTasIbHbIX FPYNn NpoLeccoB
CBepXy BHM3 B npejenax 061actu B COOTBETCTBUN C PUCYHKOM 1;

d — umdpa, npegcrasnALLans HOMEP 3/IEMEHTa NMPOLEeCCOB YPOBHA 2 B CTPYKType rpynmbl Mnpo-
LLeccoB ypoBHA 1,

e — undpa, npeacTasnsoWwas HoMep 31EMeHTa NPoLLECCOB YPOBHA 3 B CTPYKTYpe aneMeHTa npo-
LLeccoB ypoBHs 2.

5.3 MaeHTudukaTopbl NPOLEeCcCOoB CBA3aHbl C (PYHKLMOHAIbHBIMU ONUCaHUAMM TPYNM U 31eMeHTOB Npo-
LeccoB eTOM u UCNosb3yTCA B KAYECTBE CCbI/IOK Ha onpefeneHns cTaHAapTHbIX NPOLECCOoB.

6 Crtpyktypa SM&0O 1 Ha3zHavyeHne npoLeccoB

6.1 CTpyKTypa ropvM3oHTasbHOM rpynnbl npoueccoB SM&O — «YnpasrieHne v aKkcnayaTauust yeayr» u
COOTBETCTBYIOLLME 3/IEMEHTLI NPOLECCOB YPOBHSA 2 NpUBEAEHbI Ha pUCYHKe 3.
NaeHTndukatop SM&O: 1.1.2

YnpasfieHve v aKcnayarauus
ycnyr

Hauncnenue
CTOMMOCTM
no ycnyram
1 3K3emnasapam
ycnyr

PucyHok 3 — [lekomno3nuus rpynnel npoueccoB SM&O Ha 3/1eMeHTbl NPoLeccoB YPOBHSA 2

6.2 Mpoueccbl ropn3oHTanbHOW rpynnbl npoueccos SM&O npegHasHaveHbl ANA paboTbl ¢ MHGoOpma-
umen o6 ycnyrax (40CTYNHOCTb, MOAK/OYEHNE, KOHTEHT U T. A.). OHM J0/MKHbI 06ecneymBaTb BCHO (hYHKLMO-
HaNbHOCTb. HEOOXOANMYIO ANA YNpaB/eHUs 1 aKcnayaTaunm MHOKOMMYHUKALMOHHBIX YCAyr, 3anpallnsae-
MbIX K/IMEeHTaMun unn npegnaraembolx knveHtam. Mpoueccbl SM&O HanpasneHbl Ha npefocTaBsieHne ycnyr
1 ynpasfieHne UMW. B OT/IMYME OT ynpaBfieHUs CETEBLIMU U MHAPOPMALNOHHBLIMU TEXHOMOMMAMU, KOTOpble
ob6ecneynBaloT okasaHue aTUX YCayr.

6.3 Mpouecckl rpynmnbl BbINOHATCA NPV NOBCEAHEBHON paboTe € KNMeHTaMu 1 BKIKYaloT Takne yHK-
LMK, Kak Hanpumep, Tekylllee naaHuposaHme npon3BoauTeNIbHOCTU /19 OTAENIbHOIO 3K3eMnaspa ycnyru, npo-
eKTUpoBaHue yCnyru Ans KOHKPeTHbIX KNIMeHTOB, ynpasieHne paboTamu No COBEPLUIEHCTBOBAHMWIO YCAYT.

6.4 lMpoueccbl SM&O foMmKHbI 06ecneymBaTh BbINOHEHNE TPebOBaHMA K KA4eCcTBY YCAyr, B TOM uncne
TpeboBaHWil K NapameTpam npegocTaBnseMbIX YCAYr U TpeboBaHuii No obecneyeHunto yao0BAeTBOPEHHOCTU
K/INEHTOB yCnyramu, BkItoYas X CTOUMOCTb.

6.5 [laHHble COOTBETCTBUS UAEHTU(INKATOPOB 3N1EMEHTOB NPOLECCOB YPOBHA 2 HAUMEHOBAHUSAM 3TUX
NpoLEeccoB B COCTaBe rOPU30OHTasIbLHOW rpynnsbl npoueccoB SM&O npeacTaBneHbl B Tabnuue A.l npunoxe-
Hua A.

7 32nemMeHTbl MPOLECCOB YPOBHA 2 ANd rpynnel npoueccoB SM&O

7.1 ®yHKUMOHA/IbHbIE OMMUCAHUSI 3/IEMEHTOB MPOLIECCOB YPOBHSA 2 yCTaHaB/IMBAKT KiaccudyKaLumoH-
Hble NPU3HAKM, MO KOTOPLIM peasibHble MPOLEeCcChl MOryT GbiThb OTHECEHbI K KaTeropum npoueccos, COOTBET-
CTBYHOLLIeli KOHKPETHOMY 3/IEMEHTY MPOLECCOB.

7.2 ®yHKUMOHA/IbHOE OMNMcaHue /151 3/IEMEHTA NPOLECCOB YPOBHS 2 COAEPXMUT: UAEHTUMKATOP, MUK-
TOrpammy, HauMeHOBaHWe U (PYHKLMOHASIbHYI0 XapakTepucTuKy. PeasibHblii NPoLecc cuMTaeTcs OTHOCSLL M-
Csl K CTaHZAPTHOMY 3/1eMeHTY npouieccoB eTOM. ecny OH BbINOHAET 0AHY U3 (DYHKLWIA, YKa3aHHbIX B (DyHK-
LIMOHa/bHOI XapakTepucTVKe 3/1IEMEHTA NPOLIECCOB.
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7.3 ®YHKUMOHaNbHblE OMUCAHUA 3/1IEMEHTOB MPOLECCOB YPOBHA 2 ANsA rpynnbl SM&O [O0NXKHbI COOT-
BeTCTBOBATb AaHHbIM Tabnuubl 1.

Ta6nunuya 1— PyHKUMOHANbHbIE OMMCAHUA 3/1IEMEHTOB MPOLLECCOB YPOBHSA 2 ANsA rpynnbl SM&O

NpeHTndnkatop HaumeHoBaHue

®yHKUMOHaNbHAsA XapakTepucTuka
M nuKTOrpaMma 3NleMeHTa NpoLeccos

1121 Mopaepxka Mpouecchl ynpasneHns MHGPaCcTPYKTypoli ycnyr, obecneuunBsatowjme He-
n obecneveHune 06X0VMbIi 06bEM 1 NPOU3BOANTENBHOCTL YCAYT ANA NOAAEPXKN BbIMOSHE-
rOTOBHOCTHU HUsA npoueccoB SM&O. KOTOpble OTHOCATCA K BepTUKa/ibHbIM rpynnamM «Bbl-
npoueccos SM&O nosnHeHune 3aka3oB» F. «<O6ecrneyeHne kavyectBa» A n «bunnuHr» B (ganee
(SM&O support and npoueccbl FAB). T0TOBHOCTb npoueccoB FAB 3akntoyaeTcs B UX CNoco6Ho-

L readiness) CTU MHULMANM3NPOBATb 3K3eMNIAPbI YCAYT 1 YyNpaBaATe UMK,

Mpouecchbl NOAAEPXKKN AOMKHbI OCYLWECTBAATE MOHUTOPUHT U (hOPMUPO-
BaHMe OTYETOB O XapakTepucTmkax oTAesbHbIX npoueccoB SM&O-FAB n o
3arpartax Ha UX BbINO/IHEHME.

Mpoueccbl NoaaepxXkn 1 o6ecrneyeHnss TOTOBHOCTU AO/KHbI BbIMOMHATL
cnegytowme yHKUUN:

- noagepxka BBOJa B 3KCM/yaTauuio HOBOW M'MAn MoanULMPOBaHHOM
MHPACTPYKTYpbl YCNYT:

- ynpaBnieHne n obecnevyeHne kayectBa paboTbl CUCTEMbl MHBEHTapu3a-
L1n ycnyr;

- NpYMeHeHne npaBun obecnevyeHns o6bLemMa v NPON3BOANTENBHOCTM YC-
Nyr. NOAroTOB/IEHHbIX NPoLeccamMun ynpaBaeHNsa XU3HeHHbIM LMKIOM nHdpa-
CTPYKTYpbl U3 o6nactu SIP:

- nepnogmnyeckoe npoBejeHne aHannsa AOCTYNHOCTU 1 KayecTBa MHdpa-
CTPYKTYPbI U 3K3eMMNIAPOB YC/yr, BK/OYasi aHan3 u NporHo3npoBaHue TeH-
LEeHUNIA.

- obecneyveHne NogaepxXkKn PyHKLMOHMPOBaHUA npoueccos SM&O-FAB;

- BefileHne 6a3 faHHbIX TapudOB 1 faHHbIX HAYNCNEeHUs Onnartbl ANA UH-
hpacTpyKTypbl 1 3K3eMMASPOB yCNyr

1.12.2 KoHdurypuposaHue Mpoueccbl KOHPUTYPUPOBaHUA N akTUBaLMK ycnyr obecneunBaloT Ha3Ha-
1 akTuBaumsa ycnyr YeHue pecypcoB, co3gaHue, KOHUrypupoBaHue, akTuBaLuio 1 TecTupoBa-
(Service configuration  HWe KOHKPETHbIX YCNYyr B COOTBETCTBUW C TPebGOBaHUAMU K/IVEHTOB WIN B
and activation) OTBET Ha 3anpocbl OT APYrnX MpoueccoB. 3TW Mpouecchl pa3pewarT Mnpo-

6n1emMbl C HexBaTKO 06bemMa. rOTOBHOCTbIO UM aBapUiHbIMU COCTOAHUAMMN
LIJ KOHKPETHbIX YC/yr.

O6nacTb AeiCTBMA NPOLLECCOB MOXET pacnpoCcTPaHATLCA U Ha 06opyao-
BaHve B MOMELEHUSAX K/IMEHTOB, €C/IN 3TO NPeAyCMOTPEHO J0oroBopammn Ha
npegocTaBneHne ycryr.

Mpouecchbl KOHMUTYPUPOBaHUSA M akTMBaUUU YCAYr AO/DKHbI BbIMOMHATH
cnepytowme yHKUUN:

- NPOBEPKY BO3MOXHOCTU NMpefocTaB/eHNsi KOHKPEeTHbIX BUAOB yCnyr, 3a-
KasaHHbIX K/IMEeHTamu;

- Ha3HayeHWe COOTBETCTBYHOLWMX MapamMeTpoB KOHKPETHbIM ycnyram Ans
BbINOJ/IHEHNS 3aKa30B Ha YC/yry Uan 3anpocoB OT APYrnx NPoLeccoB:

- pe3epBUpOBaHMe NapaMeTPOB KOHKPETHbIX YC/yr (ecnv 370 NpeAycMo-
TpeHo 6u3Hec-npaBunammn) Ha 3afaHHbli Nepuos BpeMeHu, noka He 6yaeT
noATBEPXAeH NepBoHavasbHbIl 3aKka3 KIMeHTa UM noka He ncTeyet Bpems
pe3epBrUpoOBaHus;

- co3paHune, KOHMUTYprMpoBaHME U aKTUBaLUSA KOHKPETHbIX YC/YT;

- TeCTUpPOBaHNe KOHKPETHbIX YCNYT C Le/lbio NPOBEPKN NPaBU/IbHOCTU UX
hYHKLMOHNPOBaHUSA:

- BOCCTAHOB/IEHNE KOHKPETHbIX YC/yT,

- 06HOB/IEHME MHBEHTaPHO 6a3bl aHHbIX YCYT 4N perncTpaymy HasHa-
YeHUsi. MoaMnMKaLMN NN BOCCTAaHOB/IEHUSI KOHKPETHbIX YCAYr;

- NaHMpPOBaHWe N KOHTPO/b BbIMOJ/IHEHUSI pa6oT MO NOATrOTOBKE YCAYr K
BBOAY B /elicTBuE;

- ynpaB/ieHne puckamu npu noaroToBke YCAyr K BBOAy B felicTBue:

- ornoB.elleHre APYrnx NPoLEecCoB O Xo/e BbIMOSIHEHUS 3aKa30B Ha yCNnyru



OKOHuYaHue Tabnuubl 1

NpeHTudmnkatop
M nuKTOorpamma

1123

LLI

1124

1125

HanmeHoBaHue
3fleMeHTa NpoLeccos

YnpasneHue
paspelieHnem
npo6nem c ycnyramu
(Service problem
management)

YnpasneHue
KayecTBOM ycnyr
(Service quality
management)

HauncneHue
cToumMocTun

no ycnyram u
aK3emnnsapam ycnyr
(Service and specific
instance rating)

FOCT P 53633.4—2015

DYHKUMOHANbHAA XapaKTepucTuka

Mpoueccbl AOMKHbI YNPaBnATb paspelieHveM Npo6/iem, CBsi3aHHbIX C
OKa3aHWEM KOHKPETHbIX yCyr. Llenb 3TUX NpoueccoB COCTOMT B onepaTuB-
HOM pearmpoBaHuM Ha NPO6/eMbl U OTKa3bl A5 MUHVMU3ALUMN UX BUSHUA
Ha KAWEHTOB, a Takke B 3anycke Npouesyp BOCCTAaHOB/IEHUS YCAYT WU B
NOAK/TIOYEHNN afibTEPHATUBHbBIX YCIIYT.

Mpouecchl A0MKHbI 06ecneunBaTh BbINOSIHEHNE CAeAYOWNX (PYHKLNIA:

- o6HapyxXeHue, aHanun3, yrnpas/ieHe 1 onoBelieHre 06 aBapuiiHbIX co-
6bITUAX. CBA3AHHbIX C YCyramu;

- co3faHvie v ynpassieHne otyetaMmm 06 aBapusix, CBsi3aHHbIX C yC/yramu;

- nokanusayusa npo6sem c ycayramu;

- paspelueHvie Npo6eM c ycayramu;

- nepejava Apyrvm npoueccam cBefeHuii o xoge paboT no paspeLueHunto
npo6nem c ycnyramu;

- Has3HauyeHuWe 3ajaHWil Ha TecTMpoBaHWe W nocfieaylollee ycTpaHeHune
npo6sieM C yC/yraMu 1 KOHTPO/Ib X043 BbIMOIHEHWSA 3TUX 3afaHWii;

- ynpas/ieHVe pyYckamu npv npoBeeHnn paboT no paspeleHunio npoéaem
c ycnyramu.

Mpouecchl ynpassfieHusi paspelieHvemM npo6sem ¢ ycryramMmu OcCyLiecT-
BNISIOT aHa/n3, NPUHUMAIOT U BbINOJHAIOT PELUEeHNs MO MPUMEHEHNIO COOT-
BETCTBYHOLUMX OTBETHbIX AENCTBWIA, HAaNpaBIeHHbIX HA BOCCTAHOB/IEHNE HOP-
ManbHOro YHKLMOHNPOBAHNSA KOHKPETHbIX YCyr

Mpouecchbl ynpaBneHns KauecTBOM YCNYT JO/IXHbI OCYLeCTBNSATb ynpas-
NleHne. KOHTPO/Ib, MOHUTOPUHI, aHann3, NoBbilleHNe KayecTsBa W ornoBselle-
HWe NPYMeHUTENIbHO K NapameTpam paboTbl KOHKPETHbIX yCayr

Mpouecchbl ynpasrieHns UHopMaL el 0 Co6bITUAX, CBSA3aHHbIX C yCyra-
MW. B TOM YKC/ie NPOLECChI KOppensauyMn 1 npeo6pas3oBaHmns JaHHbIX B Y/06-
HbIi 4NA Mcnonb3oBaHuA hopmar.

Mpouecchbl HAYNCNEHNS CTOUMOCTHM YCAYT Mo MHopMaLumn o6 Ux Ncnosb-
30BaHUU.

Mpouecchbl nccnefoBaHUst NPo6aeM NpU OkasaHWu YCnyr, CBA3aHHbIX C
6UNAnHroM. 3TK Npouecchbl NPefoCTaBASOT MHAOPMAaL IO O COBbITUAX, CBS-
3aHHbIX C K/IMEHTAMW W C yCnyramu, A9 UCMO/b30BaHNA B ApYrMx 061acTsx
06paboTKu.

Hanprmep, oT4eTbl 0 COGLITUAX HE HAYMUC/IEHWA MAaTbl UM HAYUCNeHNs
NvwHeli nNnatkl, oT4YeTbl MO pe3ynbTaTam aHann3a cobbiTuli 06HapyxeHus
hakToOB MOLIEHHNYeCcTBa
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MpunoxeHne A
(o6s3aTenbHOE)

HavMeHOBaHUsi U UAEHTUMKATOPLI 3NIEMEHTOB NPOLLECCOB YPOBHSA 2
A4NS TPYNNbl MPOLECCOB «YNpaB/ieHre u akcnayaTayns ycnyr» SM&O0

A.l HanmeHOBaHMA N NAEHTUUKATOPbI 3/1IEMEHTOB NPOLLECCOB YPOBHSA 2 418 TOPU30OHTasIbHOW Fpynnbl NPOLLEecCoB
«YnpasrieHne n akcnnyarayma ycnyr» (Service management and operations. SM&QO) f0MXHbI COOTBETCTBOBATb AaHHbIM

Tabnuubl A.1.

Tab6nwnuya A.l1 — pynna npoueccoB «YnpasB/ieHne 1 akcnayatauusa ycnyr» SM&O

NpeHTudukatop HaumeHoBaHWe anemMeHTa NpoLeccoB AHTNUICKNI 3KBUBANEHT HAUMEHOBAHUSA
11.21 Mopapepxka n obecneveHne roToBHOCTK npoueccoB SM&O  SM&O support and readiness
1.1.2.2 KoHthurypuposaHue n aktusauyunsa ycnyr Service configuration and activation
1.1.2.3 YnpasneHve paspelleHnem npobsem ¢ ycnyramu Service problem management
1.1.2.4 YnpaBneHve KayecTBOM YC/yr Service quality management
1.1.2.5 HauuncneHve cToMMocTu No ycnyram n aksemnnapam ycnyr — Service and specific instance rating
YAK 621.391:006.354 OKC 35.020

Kntouyesble cnosa: eTOM. 06uias CTPyKTypa 6U3HeC-npoLeccos, rpynbl NPOLECCOB, 3/IEMEHThI NPOLECCOB,
[leKOMMNO3ULNA NPOLECCOB

Pepaktop E.B. flkoBnesa
TexHuyeckuii pegaktop B.H. MNpycakoBa
KoppekTtop C.UN. dupcosa
KomnbloTepHas BepcTka J1.A. Kpyrosoii

CpaHo B Ha6op 22.10.2018 MoanucaHo B nevaTb 08.11.2018. dopmar 60*8418. Fapuutypa Nipuan.
Yen. ney. n. 1.40. Yu.-usp. n. 1,24.
MoAroToBNEHO HA OCHOBE 3/1IEKTPOHHO Bepcun, NpeAocTaB/ieHHO pa3paboTuMKom cTaHaapTa

Co3paHo0 B eAMHNYHOM ucnonHenun ®ryrn «CTAHOAPTUH®OPM* gna komnaekToBaHua ®epepasnbHOro MHOpPMaLOHHOTO
®oHpa cTaHfapToB, 117418 MockBa. HaxumoBCKuii np-T, 4. 31. k. 2.
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