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BBepeHne

Ipynna ctaHgapToB «PacluypeHHas cxema fesTeNbHOCTY opraHusauum ceasm (eTOM)» pa3paboTaHa ¢
yyeToM pekomeHAauunii M.3050.X cekTopa cTaHAapTu3auuny 31eKTpocBasn MexayHapo4HOro coto3a a1ekTpo-
cesasn (MCO-T).

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

CraHpapTtbl eTOM ycTaHaBnuBaloT KnaccuuKauMOHHY0 CXeMy Mpon3BOLCTBEHHbLIX MPOLEeccoB 0p-
raHnsauunii cBasn, TEPMUHONOTNIO, METOZ MepapxMyocKoi AeKOMNOo3nLUKM NPoLeccoB, CTaHAapTHble ane-
MEHTbI MPOLLECCOB ¥ METOAO/ONMI0 NOCTPOEHUS MOAeNeil NPON3BOLCTBEHHbIX NPOLLECCOB M3 CTaHAAPTHbIX
3/1EMEHTOB.

Mogens eTOM. onpegeneHHas rpynnoii pekomeHgaumiin MC3-T no eTOM, 6bina paspabotaHa Mex-
fAyHapogHoli accoumnaumeid TM Forum (Popym ynpasneHus TeNIeKOMMYHUKaUUAMU) B paMKkax nporpammbl
paboT «HoBOEe NOKONEHME CUCTEM YrMpaB/fieHUs U nporpamMmmHoro obecneuveHus» NGOSS (New Generation
Operations 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-
cTu/6usmeca opraHu3auuii CBA3WN, NPU CUCTEMHOW MHTerpauun cucteM asBToMaTu3auun NPOU3BOLCTBEHHbIX
NpoLLeCccoB 13 KOMMNOHEHTOB Pa3HbIX NPOM3BOAUTENEIA.

O6Lwasn cTpykTypa 6usHec-npoueccos eTOM. ctaHgapTuauposaHHas B FTOCT P 53633.0. onpegenset
CTPYKTYpbl ypoBHel O n 1 eTOM. a Takke ux anemeHTbl. [1na ypoBHA 1 anemMeHTaMun ABAAIOTCA rpynnbl Npo-
Lieccos.

CTpyKTypa u anemeHTbl npoueccos ypoBHA 2 eTOM o6pa3oBaHbl B pesy/nbrare AeKOMNo3uuuu rpynn
npoueccos ypoBHsA 1 eTOM. Kaxgoli rpynne npoLeccosB YpoBHA 1 COOTBETCTBYET CBOSI COBOKYMHOCTb 3/1e-
MEHTOB NPOLECCOB YPOBHA 2. KOTOpas ycTaHaBNMBaeTCA OTAEe/IbHbIM CTaHAAPTOM. OfIeMEHTbl MPOLLEeCCoB
YPOBHSA 2 ABNAOTCA Hanbonee KpynHbIMM CTPOUTENbHBIMI 6/10KaMK1, KOTOPblE MOTYT 6bITb UCNO/Ib30BaHbI NPK
MOAEeNMPoBaHUK, NX PYHKLMOHA/IbHOCTL COOTBETCTBYET (PYHKLMOHAIbHBIM 06/1aCTAM yrnpaBieHus.

CTpyKTypa 1 anemeHTbl npoueccos ypoBHsa 3 eTOM o6pasoBaHbl B pesysibTaTe eKoOMNo3nLmmn afneMeH-
TOB npoueccos ypoBHA 2 eTOM. Kaxgomy afieMeHTy NpoLeccoB YPOBHSA 2 COOTBETCTBYET CBOS COBOKYMHOCTb
3/1IEMEHTOB MPOLIECCOB YPOBHA 3, KOTOpasA ycTaHaB/MBaETCA OTAEefIbHbIM CTaHAapToM. PYHKLMOHa/IbHOCTb
3/1IEMEHTOB NPOLECCOB YPOBHA 3 COOTBETCTBYET (PYHKLMOHABHBIM N0A061aCTAM /UK OTAENbHBIM 3aja4am
ynpasneHus.

HacToAwwnii ctaHgapT onpefenseTt CTPYKTYPY M 3/1eMeHTbl NPOLLecCoB YPOBHA 3 ANA AEKOMNO3ULMK
npouecca ypoBHSA 2 «YnpaBneHne KauecTBOM YC/yr», BXOASLLEro B COCTaB rpynnbl NPoLEeccoB «YnpasneHne
1 aKcnnyataumsa ycnyr» B rnaBHoin o6nactn «OCHOBHas AeATeNbHOCTb».

CobntofieHne OCHOBHbIX NOIOXEHWI cTaHAapTa Npy asTomatusaunm 4esTeslbHOCTN OpraHu3aLmin ceasm
obecneynt BO3MOXHOCTb NMOCTPOEHUSA CUCTEM aBTOMaTu3auuu U3 KOMMOHEHTOB CO CTaHAapTHbIMU UHTEp-
dheiicamn 1 NO3BOANT BbIGUPATH NyyllVie B CBOEM Knacce KOMMOHEHTbl CpeAn KOMMOHEHTOB pPa3HbIX NPOun3-
BOAuTENEN.
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HAUVWOHANBbHBIN CTAHOAPT POCCUWNCKOW OSGEALEPALUMN

NHdopMaymoHHbI®© TexHonorun. CeTb yNpaBneHnsi 3NeKTPOCBA3bI0
PACWWMPEHHAA CXEMA JEATE/NIBHOCTWN OPTAHU3ALVKN CBA3N (eTOM)

[Nexkomnosnuma n onucaHuna npoweccos. OCHOBHaA AeATE/IbHOCTb.
YnpasrnieHue n akcnnyartauua ycnyr. rNpoueccobl yposHa 3 eTOM.
Mpouecc 1.1.2.4 — YnpasneHne Ka4ecTBoM yCyr

Information technologies. Telecommunications management network.
Enhanced Telecom Operations Map (eTOM). Process decompositions and descriptions.
Operations. Service management and operations. eTOM level 3 processes.
Process 1.1.2.4 — Service quality management

Jata BBegeHns — 2018—08—01

1 O6nactb NPUMEHeEHUS

HactosAwwmin cTtaHAapT ycTaHasBnMBaeT CTPYKTYpPY W 3/1eMeHTbl MPOLeccoB YpOBHA 3 ANnsA npouec-
ca 1.1.2.4 ypoBHA 2 «YnpaBfeHne KayecTBOoM ycnyr» (Service quality management). Mpouecc 1.1.2.4 Bxo-
AWUT B cOCTaB rPynnbl NPOLLECCOB YPOBHA 1 «YnpasneHue u akcnayataums ycnyr» (Service management and
operations. SM&O). HaxoasLelica B rnaBHoil 06nactn «OcHoBHas feATenbHOCTb» mMogenm eTOM (Enhanced
Telecom Operations Map). Mpouecc 1.1.2.4 onpegenen B FOCT P 53633.4, a rpynna npoLeccos ypoBHA 1 —
B FOCT P 53633.0.

HacToswwmii cTaHAapT pacnpocTpaHsAeTCcs Ha Mpouecchl ynpasBieHUs kayecTBOM YC/yr, KOTOpble npu-
MEHSIIOTCA ANA MOHUTOPWHIA, aHann3a, yayylleHns kayecTsa ycnyr U MHhopMmpoBaHnsa O 3HaYeHMAX napa-
MEeTpPOB KayecTBa okasaHus ycnyr.

CraHgapT npegHasHayeH 419 NpYMeHeHWss opraHn3aunsammn cBA3n, CUCTEMHbIMU MHTErpaTopaMu, npo-
N3BOAUTENAMW CUCTEM YNpaB/EHUs 1 CUCTeM aBToMaTn3aummn Npon3BoACTBEHHbIX NMPOLECCOB.

OpraHusauuy cBA3w, BbICTynatwLue B poay onepaTtopa CBA3W u/uam oneparopa cetv, MoryT NpuMeHsTb
HacToAWMA cTaHAapT NpU MOAENMPOBaHMMW, ONTUMMU3ALMU 1 peopraHu3aLMm Npon3BoACTBEHHbLIX MPOLECCOB
N CTPYKTYpPbl OpraHv3auuu, a Takke npu 3akase CUCTeM ynpas/eHus v cucTem aBTomMartusauuv npovssBofa-
CTBEHHbIX MPOLECCOB.

CuUCTEeMHble MHTEerpaTopbl MOTyT NPUMEHATL HACTOALMIA cTaHAapT NPW NPOEKTUPOBAHUMN KOMMJIEKCHbIX
cucTemM aBTomMaTtmsaLuuv Npov3BOACTBEHHbLIX NPOLECCOB C UCMOMNb30BaHNEM CUCTEM W KOMMNOHEHTOB Pa3HbIX
npov3soguTenei.

MponssoauTeNnn CUCTEM YNpaBieHnUs U CUCTEM aBToOMaTu3auun Npon3BOACTBEHHbLIX NPOLECCOB MOTyT
NPUMEHATL HACTOAWMIA CTaHAAPT NPy paspaboTke KOMMOHEHTHOI CTPYKTYPbl U MHTEPCENCOB CBOMX CUCTEM,
a Takke Npu cornacoBaHnmn ¢ 3aKkasumkamy TpeboBaHUi Ha X NOCTaBKy.

TpeboBaHNs HacCTOSLLEro CTaHjapTa He pacrnpoCTPaHsATCA Ha AelicTByloLMe cTaHAapTbl, KOTopble
ObINM NPUHATLI A0 BBEAEHUS €ro B feiicTBue.

2 HopmMaTuBHbIe CCbIJIKK

B HacToALWem cTaHfapTe UCNo/b30BaHbl HOPMATVBHbIE CCbIIKM Ha CneAyioLine CTaHAapTbl:
FOCT P 53633.0 ViHhopmaLmoHHble TexHonormn. CeTb ynpaB/ieHVs 3/1eKTpoCBA3blo. PaclmpeHHas
cxema feATeNbHOCTM opraHusaunm ceasmn (eTOM). O6Llwas cTpykTypa 61u3Hec-npoLeccoB

N3paHue oduymansHoe
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FOCT P 53633.4—2015 ViHdopMauunoHHble TexHonorun. CeTb ynpaBieHns 3neKkTpocssAsbio. Pacwiu-
peHHas cxeMa AeATenNbHOCTU opraHusauumn cessu (eTOM). lekomMnosnums n onvcaHus npoteccos. Mpouec-
Cbl ypoBHA 2 eTOM. OcHOBHas AeAaTe/IbHOCTb. YNpaB/ieHne 1 aKkcnayataunusa ycnyr

MpumeuyaHue — lMNpu NONb30BAHUN HACTOSALMM CTAHAAPTOM Lie/1ecoo6pasHo NPOBepPUTh 4eliCTBIUE CCbIIOYHbIX
CTaH4apToB B MH(OPMALMOHHOI cMCTEME O6LLErO NOMb30BaHNS — Ha OhMLManbHOM caliTe ®efepasnbHOro areHTCTBa no
TEXHUYECKOMY PEry/iMpoBaHu1io U METPOSIOTUM B CETU VIHTEPHET UK MO eXerogHoMy nH(opMaLMoHHOMY ykasaTesnto «Ha-
LiMOHaIbHble CTaHAAaPTbI», KOTOPbIV ONY6AMKOBAH MO COCTOSIHWIO HA 1 SsHBaps TEKYLLero roga, U no BbiNyckam exemecsy-
HOT0 MHPOPMALIMOHHOTO yKasaTtens «HaluuoHabHble CTaH4apThI» 3a TeKyLWnii rog. ECv 3aMeHeH CCbIoUHbINA cTaHaapT,
Ha KOTOpbIil flaHa HeaTUpOBaHHAs CCbiNka, TO PEKOMEHAYETCsl UCNO/b30BaTh AeliCTBYIOLLYI0 BEPCUIO 3TOTO CTaHAapTa
C YYETOM BCEX BHECEHHbIX B [JaHHYI0 BEPCUIO N3MEHEHWA. ECNN 3aMEHEH CCbINIOYHBIN CTaHAAPT, Ha KOTOPbI AaHa AaTu-
poBaHHas CCblKa, TO PEKOMEHAYeTCsi NCMOb30BaTh BEPCUI0 3TOTO CTaHAApTa C yKasaHHbIM Bbille T00M yTBEPXAeHUs
(npuHsATKA). ECNn nocne yTBEPXAEHNS HACTOSILLENO CTAHAAPTA B CCbIIOYHbIA CTaHAAPT, HA KOTOPLINA AaHa faTupoBaHHas
CCbl/fIKa, BHECEHO U3MEHeHMe, 3aTparuBaloLiee NosoxeHe, Ha KOTOPOe AaHa CCbifka, TO 3TO NOJI0XEHNE peKoMeHayeTcs
NpUMeHaTb 6e3 yyeTa AaHHOT0 N3MEHEHUS. ECNU CCbINIOYHbIV cTaHAapT OTMEHEH 6€3 3aMeHbI, TO NOJIOXEHNE, B KOTOPOM
[laHa CCblfika Ha Hero, PEKOMEeHAYeTCs NPUMEHSITb B YacTu, He 3aTparuBaloLieii 3Ty CCblky.

3 TepMuHbl U onpegenexHns

B HacTosilieM cTaHAapTe NPUMEHeHb! Criefytolime TepMyHbI C COOTBETCTBYIOWUMYN OnpefeneHnsaMu;

3.1 6usHec-npouecc (business process): Mpon3BOACTBEHHbI NPOLLECC OpPraHn3aLun CBA3K.

3.2 nepapxuyeckasn gokomno3suuusa npouecca (hierarchical process decomposition): Metog nocneno-
BaTe/IbHOW AeTannsaunm npoueccos 60/1ee BbICOKOrO YPOBHSA Ha Mpouecchl 60/1ee HU3KOro YPOBHS C LieNbio
obecneyeHns BO3MOXHOCTW MOAENNPOBaHUS NPOTEKAHUSA MPOLECCOB BbICOKOrO YPOBHSA C NOMOLLBIO NpoLiec-
COB HMXenexallero ypoBHs.

3.3 kneHT (customer): dn3nyeckoe UK LPULMYECKOe NNLO, NOKynawLlee y opraHnsaumm cBasvm um
nonyvatouiee 6ecnnaTHo NPOAYKTbl 1 YCAYTW.

3.4 onepatop cBa3u (service provider): KOpuguyeckoe NULO MY UHAUBUAYANbHbIA NpesnpyHUMaTenb,
oKasblBatoLLMe yCyrn CBSA3W Ha OCHOBaHMW COOTBETCTBYIOLLEN NNLEH3NW; NOCTaBLLNK MHHOKOMMYHUKALNOH-
HbIX YCNYT KNWEHTaM.

3.5 opranusauuns (enterprise): FOpmanyeckoe nuuo, ocyliecTBasAOLWee AeATeNbHOCTb B 06/1aCTN CBA3N
B KaYecTBe OCHOBHOrO BMAa AeATe/IbHOCTU.

3.6 ocHOBHasa feaTenbHOCTb (operations; OPS): MnaBHas 06n1acTb 6u3Hec-npoueccos eTOM, oTHOCS-
LLMXCS K MOBCEAHEBHON feATeNbHOCTY NepcoHasna opraHu3auum.

3.7 napTHep (partner): Y4acTHUK COBMECTHOI C opraHu3aunen cBasmn gesaTenbHOCTW Mo npegocTasrie-
HUI0 YCNYT KMEHTaM, CBSI3aHHbIN C opraHusaluvein [oroBOPHbIMY OTHOLIEHVUAMU, KOTOPbIe ONpeaensioT A0/
npubbIIM N MaTepuasibHy0 OTBETCTBEHHOCTbL MO PUCKaM.

3.8 nocTaBLluk (supplier): KOpuagnueckoe nNMuUo, B3aMMOAEWCTBYIOLLEE C OpraHu3alvein cBs3u B obe-
creyeHMn TOBapPOB U1 YC/yr, KOTOPbIE NCMO/b3YIOTCA OpraHusaumeli npyu npefocTasieHun NpoaykToB U yCnyr
KIMeHTaMm.

3.9 npoaykT (product): MaTepunanbHaa u/vnu HemaTepuanbHas CyLWHOCTb, NpegnaraeMas uam npegjo-
cTaBnsemMas opraHusaumeii CBA3n KINEHTY.

MpumeyaHune — TMPoOAYKT [OMKEH BKIKOYATb KOMMAOHEHT NpeAoCTaBNeHNs ycnyru. NpoayKT MOXET BKuaTh
Takke o6paboTaHHble MaTepuasbl, NPorpaMMHOe oGecrneyeHmne u'nau annapaTHble cpeAcTBa U 106y NX KOMGUHALWIO.

3.10 npouecc (process): MNocnenoBaTesibHOCTb CBA3AHHbLIX AEACTBUI UK 3afa4y, HEOOXOAUMbIX A4S
OOCTUXEHUA onpefesieHHoro pesynbrara.

3.11 pacwupeHHasn cxema gesatenbHOCTM opraHnsauum ceasm (Enhanced Telecom Operations Map;
eTOM): 3TanoHHasa obuwias CTpykTypa NpPOU3BOACTBEHHON AeATE/IbHOCTU OpraHu3aLun CBsi3U, onpeaensio-
Lwas cTaHgapTHble 3/1IEMEHTbI NPOLLECCOB, U3 KOTOPbIX AO/IXHbI CTPOUTLCHA MOLENN BCEX NPOU3BOACTBEHHbIX
npoL,eccos.

3.12 pecypcsl (resource): Pusnyeckme 1 NorMYeckme KOMMOHEHTbI, UCNOJb3yeMble A8 POPMUPOBaHMSA
YCIIyr.

n punmMmedyaHune — B kauecTtBe pecypcoB MCNOMb3YyOTCA NPUMOXEeHUA, cpeacTea BbIYNC/IUTENbHOW TEXHUKU ©
3/1EMEHTbI CeTeBO MHDPACTPYKTYpPbI.
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3.13 ceTb ynpaBnoHusa anektpocesasbio (Telecommunications Management Network: TMN): Mogenb
ynpaBfieHnss o60pyfoBaHMEM, CETAMU U yCyramy 3/1eKTPOCBA3M, OnpejesieHHas B Cepun pekoMeHpaumi
M.3000 MC3-T.

3.14 cuctema nogpepxkn 6usHeca (Business Support System; BSS): Cuctema, nogaepxvsatoLias
npoueccbl eTOM u3 rnasHoi o6nactn «CtpaTterns, MHPacTpykTypa v NPoayKT».

3.15 cuctema noanepXkku ocCHOBHOW gesATenbHocTu (Operations Support System; OSS); Cuctema,
noazepxusatowas npoueccobl eTOM u3 rnaBHoii 06nactn «OCHOBHasA AeATe/IbHOCTb».

3.16 ynpaBsieHMe B3aMMOOTHOWeEHNAMUN ¢ knneHtammn (Customer relationship management. CRM):
lropu3oHTanbHas rpynna npoueccos 1.1.1 B rnaBHoi o6nactn «OCHOBHAA AeATeNIbHOCTbY.

3.17 ynpaBneHue u akcnayatauuma pecypcos (Resource management and operations; RM&O): Nopu-
30HTaNbHasa rpynna npoueccos 1.1.3 B rnaBHoii 061actn «OCHOBHAA AeATE/IbHOCTbY.

3.18 ynpasnieHne n akcnayatauusa ycnyr (Service management and operations; SM&O): FopusoH-
TanbHas rpynna npoueccos 1.1.2 B rnaBHoOi 06n1acT «OCHOBHAasA AeATENbHOCTb.

3.19 ycnyra cBa3u (service): [leATenbHocTb No npuemy, obpaboTke, XpaHeHW0, nepefjave, foCTaBke
COOOLLEHN 3/1eKTPOCBA3N WM NOYTOBLIX OTAPAaBEHWNIA. ABNAETCA COCTaBHOW YacTbio NPOAyKTa, NpegHa3Ha-
YEeHHOW 4719 NPOAaXW KNNEHTY B cOCTaBe NpoaykTa.

NMpumeuaHne — OfHa v Ta Xe ycnyra MOXeT BXOAUTb BO MHOXECTBO Pas/inyHbiX NPOAYKTOB, NpefocTaBse-
MbIX MO Pa3/INyHON LieHe.

3.20 anemeHTbl npoueccoB (process elements): CTaHAapTHble 610K UM KOMMOHEHTbI, UCMOJb3ye-
Mble 4151 CBOPKU CKBO3HbIX GU3HEC-MPOLLecCoB.

4 O6wme NonoxeHuns

4.1 PaclumpeHHas cxema [eATeNbHOCTU opraHusaumn cssasn (eTOM) ABAAeTCS WHCTPYMEHTaslbHbIM
CpefiCTBOM /11 MOZEe/IMPOBaHusA, aHanmsa, onTuMusauum n peopraHnsanum npon3BoLACTBEHHbIX NMPOLEeccoB
N CTPYKTYPbl OpraHun3aumii casu.

4.2 CTtaHfapTHble rpynmnbl NPOLLECCOB YPOBHS 1 1 3/1IEMEHTLI NPOLECCOB YPOoBHEN 2 n 3 eTOM sABNsA0T-
CA KaTeropusiMu, UCMonb3yeMbiMN AN15 Kaccuukaumy nponsBoACTBEHHbIX NPOLECCoB opraHMsauumn, a He
MoZensiMn peasibHbIX npoueccoB. OHK onpefeneHbl C MakCMMaslbHO BO3MOXHOW CTeNneHbio 06LWHOCTY TakuM
06pa3om, uTobbl ObITb HE3ABUCHMbLIMW OT NPOAYKTOB, YCYT N TEXHONOINI CeTei aNeKTPOCBA3N.

4.3 HacTtosiwuii cTaHAapT ycTaHaBnMBaeT CTPYKTYPY W 3/1eMeHTbl MpoLeccoB YpoBHA 3 AN npo-
uecca 1.1.2.4 ypoBHA 2 «YnpaB/sieHne KauecTBOM YC/yr», KOTopblii onpegeneH B FOCT P 53633.4—2015
(pasgen 7).

4.4 SnemeHTbl NPOLLECCOB YPOBHSA 3, onpeesieHHble HacTOALMM CTaHAapTOM, MOTYT UCMO/1b30BaTbCA B
KauecTBe CTPOWTEsIbHbIX 6/I0KOB MNPV MOCTPOEHUW NOTOKOBbLIX AMarpamm peasibHblX NPON3BOACTBEHHbIX MPO-
LieCCOB. CBA3aHHbLIX C ynpas/ieHNeM, KOHTPO/IEM, MOHUTOPUHIOM, aHaIn3oM, yiy4lleHnem Kayectsa ycnyr u
MHOPMUPOBAHMEM O 3HAYEHUSX NapaMeTPOB KayecTBa oka3aHusa YCnyr.

5 NaeHTuukaumnsa npoueccos

5.1 VpaeHTudmkaumsa Bcex npoueccos (3/1IEMEHTOB MPOLECCOB) B HACTOSLWEM CTaHAapTe BbINOSIHEHA
cornacHo npaewiam naeHTndukauun npoueccos eTOM. nsnoxeHHoiM B FOCT P 53633.4—2015 (pa3gen 5).

5.2 NpeHTudpmkaTopbl NpoLeccoB cBA3aHbl C OYHKLMOHA/TbHBIMU OMUCAHUAMW TPYNMN U 39/1IEMEHTOB MpPo-
LeccoB eTOM 1 UCMO/b3YIOTCA B KAYECTBE CCbI/IOK Ha onpefeneHns cTaHAapTHbIX NPOLEeccoB.

5.3 MecTto npouecca 1.1.2.4 ypoBHSA 2 «YnpasBneHne Ka4eCTBOM YC/yr» B CTPYKType rpynnbl NpoLeccoB
SM&O0 ypoBHA 1 nokasaHO Ha pucyHke 1. KOTOpbliA BbiNosHEH cornacHo MTOCT P 53633.4. Mpouecc 1.1.2.4
Bblfle/IEH Ha PUCYHKE TEMHbIM (DOHOM.

5.4 MukTorpamma npouecca 1.1.2.4 npeAcTaBnieHa Ha pUCYHKe 2. OHa sBMseTcs 06Lein ansa Bcex ane-
MEHTOB MNPOLIECCOB YPOBHA 3, OnpefefieHHbIX HACTOALWMM CTaHAaPTOM.
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YnpaBneHue u akcnayataums ycnyr (SM&O0)

PucyHok 1 — [lekomno3uuusa rpynnel npoueccoB SM&O Ha 31eMeHTbl NPOLLECCOB YPOBHSA 2

s
411 1

PucyHok 2 — lMuktorpamma npouecca 1.1.2.4 «YnpaB/ieHne KaueCTBOM yCyr»

6 CTpykTypa npouecca «YnpaBfieHMe KauyeCcTBOM YC/yr» U HasHaYeHue
3/1IEMEHTOB MPOLECCOB YPOBHS 3

6.1 CTpykTypa npouecca 1.1.2.4 «YnpaBfieHne Ka4ecTBOM YC/yr» 1 COOTBETCTBYIOLLME 3/IEMEHTbI NPO-
LIeccoB YpOBHS 3 Npe/AcTaB/ieHbl Ha puUcyHke 3.

YnpaBfieHne KauecTBoM ycnyr

PucyHok 3 — [lekomno3uuma npouecca 1.1.2.4 «YnpassieHne Ka4eCcTBOM YC/yr» Ha 3/1IEMEHTbI NPOLLECCOB YPOBHA 3

6.2 Mpouecc 1.1.2.4 v ero anemMeHTbl NPOLECCOB YPOBHA 3 NpefHa3HaveHbl 415 ynpasieHns, KOHTpoNs,
MOHWUTOPWHra, aHannsa, UHPOPMUPOBAHNA W BOCCTAHOB/IEHUS 3HAYEHWU MapameTpoB KayecTBa OTAe/bHbIX
yCnyr.

6.3 Mpouecc «MOHUTOPKMHT KaYecTBa yC/yr» AO/MKEH OCYLLECTBAATb MOHUTOPUHT NocTynatowei Hdop-
Mauuv 0 Ka4yecTBe YCNYr 1 BbINOHATb NEPBUYHOE 0BHAPYXeHNe AaHHbIX O KayecTBe.

6.4 lMNMpouecc «AHanns KayecTBa yCyr» f0/DKEH BbINOHATL aHann3 v NPou3BoAUTL BblYNCEHNe 3Have-
HWIA NapamMeTpoB KayecTBa OTAE/bHbIX YCAyT.

6.5 Mpouecc «YnyyleHne kavyecTsa ycnyr» Ao/mkeH obecneunsatb Hanbonee paymoHasibHbIM 06pa3om
BOCCTaHOB/IEHWEe KayecTBa yC/yr ;0 HOPMaJIbHOTO paboyero COCTOAHUSA.

4
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6.6 Mpouecc «HopmupoBaHMe 0 napameTpax kayecTBa yc/ayr» AO/HKEH obecneunBaTb MOHUTOPUHT
cTaTyca oT4eToB 006 yXyZLUeHUU napameTpoB YCyr, BbiMyCKaTb YBEAOM/IEHUSA O /II06bIX U3MEHEHUSX cTaTyca
1 co3faBaTb OTYETbI 06 ynpaBieHun napameTpamu ycryr.

6.7 Mpouecc «Co3gaHne oTyeTa 06 yxyALeHun napaMmeTpoB yciyr» Ao/mkeH obecneumsaTb co3faHune
HOBOro OT4eTa 06 yXyALEeHWN napameTpoB YCNyr, a Takke BbINONHATb MOAUMUKALMIO WU aHHY/IMPOBaHue
CYLLeCTBYIOLLMX OTYETOB.

6.8 lMpouecc «KOHTPO/b 1 yrpas/ieHNne BOCCTAHOB/IEHNEM MapaMeTpOB KayecTBa YC/yr» [O/HKEH Ha-
3HavaTb, KOOPAMHUPOBATL U KOHTPO/IMPOBATL [AEATE/IbHOCTb NO aHann3y, BOCCTAHOBJ/IEHUIO U Y/TyULLEHWUIO
napamMeTpoB KayecTBa OTAESIbHbIX YC/yr.

6.9 Mpouecc «3akpbiTue oTyeTa 06 yXyALEeHUN napameTpoB YCyr» AO/HKEH 3akpbiBaTb OTYET nocne
TOro, Kak Npo6/1emMbl CO 3HAYEHAMU NapaMeTpoB kayecTsa ycnyr 6y4yT yCTpaHeHsb!.

6.10 [laHHble COOTBETCTBUA UAEHTU(MKATOPOB 3/IEMEHTOB MPOLECCOB YPOBHA 3 HAMMEHOBaHUAM 3TUX
npoLeccos B cocTaBe Aekomnosuuuu npouecca 1.1.2.4 «YnpasfieHne KayecTBOM YC/yr» npeacTaB/ieHbl B
Tabnuue A.1 npunoxenus A.

7 ®YHKUWOHa/IbHOCTb 3/1EMEHTOB MNPOLECCOoB YPOBHA 3 414 AEKOMMNO3NLUN
npowecca «Ynpas/feHne KauecTBoM ycnyr»

7.1 ®yHKUMOHaNbHbIE ONUCAHWA 3/1eMEHTOB MPOLLECCOB YPOBHA 3 yCTaHaBAMBAlOT knaccudmKaLlMoH-
Hble NpW3HaKK, No KOTOPbIM peasibHble NPOLLEeCChl MOryT 6biTb OTHECEHbI K KaTeropuy npoLeccos, COOTBET-
CTBYHOLLEW KOHKPETHOMY 3/1IEMEHTY NPOLIeCCOB.

7.2 ®yHKUMOHANIbHOE OnNucaHne ANs aieMeHTa NPoLLeCcCoB YPOBHA 3 COAEPXUT: naeHTudmkaTop, Hau-
MeHOBaHMe 1 PYHKLMOHANbHYIO XapakTepucTuKy. PeasnbHblil MpoLecc cumTaeTcs OTHOCALMMCA K cTaHAapT-
HOMY anemeHTy npoueccoB eTOM, ecnn OH BbINOAHAET OAHY U3 (DYHKLMWIA, YKa3aHHbIX B OYHKUMOHAIbHOM
XapakTepucTuke afiemMmeHTa npoLeccos.

7.3 ®YHKUMOHANbHbIE ONVCAHWSA 3/IEMEHTOB MPOLLECCOB YPOBHA 3, BXOAALMX B COCTAB AEKOMMNO3ULUN
npouecca 1.1.2.4 ypoBHSA 2 «YnpaB/ieHne ka4yecTBOM YC/yr», AO/HKHbI COOTBETCTBOBATL AaHHbIM Tabnuupl 1.

Ta6nuua 1 — OYHKUMOHANbLHbIE OMUCAHMS 3/1IeMEeHTOB NPOLLECCOB YPOBHS 3 B COCTaBe [EKOMMNOo3uLuM npouecca
«YnpaB/ieHne KauyecTBOM yCryr»

|/|,quTM- HanmeHooamuc anemeHTa
dyHKLUMOHaNbHAA XxapakTepucTuka
pukatop npoueccos
1.1.24.1 MOHUTOPUHI KayecTBa ycnyr Mpoueccbl MOHWTOPWHrA NocTynawleli UHpoOpMauMm o KadyecTse
(Monitor service quality) yCnyr U NePBUYHOr0 06HAPYXEHNS AaHHbIX O KayecTBe.

Mpoueccsl MOHUTOPUHTA MapaMeTpoB KauyecTsa yc/yr, o6ecneunsalo-
Me peleHne crefylLmnxX 3agau:

- NepBUYHOE 06HApYXeHWe 1 c60p NOCTYNalLlWnX JaHHbIX O napame-
Tpax KauecTBa OTAE/IbHbIX YC/YT, BbINOJIHAEMbIE C MOMOLLbLI0 CPEACTB MO-
HUTOPVHTA U PETUCTPaLUY;

- CpaBHEHME MOJyYEHHbIX 4aHHbIX O MapaMeTpax KauecTBa OTAe bHbIX
yCAyr ¢ HA6OPOM HOPMUPOBAHHbIX 3HAYEHWIi kKauecTBa paboThbl A5 Kax-
[0V OTAeNbHOW ycnyry (HOPMUPOBAHHbIE 3HAYEHWSI U3B/IEKAIOTCS U3 CU-
CTeMbl MHBEHTApW3aLumn ycyr);

- OLEHKa 1 PErucTpaLys nosyYeHHbIX JaHHbIX O napaMmeTpax KauyecTsa
OTAE/bHbIX YCNYT A/151 3HAYEHUN, KOTOPbIe HAXOAATCS B AOMYCTUMBbIX Mpe-
[lenax. yCTaHOB/IEHHbIX B COOTBETCTBUW C HOPMaMM Ha KauecTBo pa6oThl.

MpumMeyaHune — [laHHble O 3HAYEHUAX NapamMeTpoB KayecTBa pe-
TYIAPHO MOCTYNalT B XO[e HENPEPbIBHOIO BbIMO/IHEHUA MOHUTOPUHIA Y
N3MEpPEHMUIA:

-3anyCb Pe3y/bTaToB HEMpepbIBHOTO MOHUTOPUHTA /11 X UCMOJIb30-
BaHWsi Mpu onoselleHnn npoueccom 1.1.2.4.4 «/HopMupoBaHue o na-
pameTpax KauecTBa yCcnyr»;

-BblsIBfieHWE nepeceyeHUil NOPOroB NapameTpoB KayecTBa, KOTOpble
yKa3biBalOT Ha HapPYLIEHWs/OTKasbl B OKA3aHUW OTAE/IbHLIX YCAYyr n3-3a
YXYALIEHNsI NapaMeTpoB paboThl:
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MpopomxkeHne Tabnuuybl 1

Npentn-
cthukaTop

11241

1.1.2.4.2

11243

HaumeHoBaHne anemMeHTa
npoueccos

MOHWTOPUHT KauecTBa ycnyr
(Monitor service quality)

AHanus kayecTsa ycnyr
(Analyse service quality)

YnydweHuve kayecTsa ycnyr
(Improve service quality)

®yH KunoHanbHas Xxapaktepuctuka

- Nepefjava vHopmMaunn o0 HapylleHusax/oTkazax B OKasaHun oTaesb-
HbIX ycnyr npoueccam 1.1.2.3 «YnpaBneHue paspelleHnem npo6nem cyc-
nyramu» Ans BbINOSIHEHUS AelCTBUIA NO BOCCTAHOB/IEHWIO HOPMAsbHOTO
hYHKLMOHNPOBaHUS;

- nepegava npoueccam o6paboTumkoB nNpobieMm mHdopmauun o BO3-
MOXHOM yXyf[LeHUn ANA OTAeflbHbIX KIMEeHTOB napaMeTpoB kayecTBa
ycnyr (Quality of Service. Q0S) 1 napameTpoB cornatieHuii 06 yposHe yc-
nyr (Service Level Agreement. SLA) B CBA3Y C BbISIBIEHHbIM YXY/LLIEH/EM
KayecTBa OTAE/bHbIX YCYT.

MpumeuaHune — lMpoueccbl 06paboTYNKOB Npobaem GopmMupyroT
1 pacchbinarT 3anpockl Ha BOCCTAHOB/IEHME HOPMasbHOTO (DYHKLMOHMPO-
BaHUs YCAyr;

-06HapyxeHvne yxyAlWeHUli B OKasaHWW OTAeNbHbIX YCAYr C Lefbio
paHHero npegynpexaeHuns 0 BO3MOXHbIX npobremax;

- paccbifika yBefoMIeHnii 06 yxyAlWeHnn napameTpos paboTbl ycayr
APYTUM 3N1eMeHTaM MpoLeccoB U3 AeKoOMNo3uuuy npouecca «ynpasne-
HMe KayeCTBOM YC/yr», KOTOpble YNPaBAsaoT AeACTBUAMM NO BOCCTAHOB-
NIEHNI0O HOPMAaSIbHOTO KavecTBa OKas3aHUA OTAEeNbHbIX YCyr.

-perucTtpauma B penosutopumn npouecca 1.1.2.1.1 «YnpasneHue uH-
BEHTapusauuein ycnyr» feTasnbHbiX AaHHbIX 06 yXyAlWeHUn kayecTsa
oKasaHus OTAeNlbHbIX YCNYr U O HapylleHuax B paboTe ycnyr, BefeHue
NCTOPUMN 3TUX AaHHbIX 4N1A NOAAEPXKKM 3aNPOCOB OT BHELWHUX NMPOLECCOB.

Mpoueccbl aBTOMaTUYECKOro TeCTUPOBAHUSA YCYT C UCNOJIb30BAHNEM
NCKYCCTBEHHOW Harpy3kuM OT MMWTaATOPOB BbI30BOB, UMUTUPYIOLLUX TUMO-
BOE NnoBejeHune nosb3oBaTenei.

Mpoueccbl aHannsa n BblYNCAEHUSA 3HAYEHWI MapaMeTpoB kavecTBa
OTAE/bHbIX YCNyr.

Mpouecchbl aHanu3a vHopmaLmmn, nonyvyeHHolt ot npouecca 1.1.2.4.1
«MOHWUTOPUHTI KaYecTBa yCayr», C Lefibio BbIYNCIEHNA 3HAaYeHNn napame-
TPOB KauecTBa OTAE/IbHbIX YCAYT.

Mpouecchl koppensauny cobbiTuii, 06HaPYXXEHHbIX B X0A4e MOHUTOPVHIa
KayecTsa ycnyr, u unbTpaumm (yaaneHus) KoppenmposaHHbIX NOBTOPSI0-
LMXCA aBapuil 1 co6bITUIN OTKa3a, KOTOPbIE He BAUSIOT Ha Ka4eCTBO YC/yr.

Mpouecchl BbIYNC/IEHNA K/TOYEBbLIX UHANKATOPOB KavecTsa ycnyr (Ha-
npumep. cpefHee BpeMs Mexay oTkasamu).

Mpouecchbl aHann3a kayecTsa ycnyr, obecnevnBalroLlme pelieHme cne-
AyoLwnx 3agauv:

- NpoBefeHne aHannsa nHopmayun o napameTpax oTAeNbHbIX YCyr,
nonyyeHHoi ot npouecca 1.1.2.4.1 «MOHUTOPUHT KayecTBa yCcnyr»;

-MHUYMaunsa, mogudukauma v oTMeHa pacnucaHuii HenpepbiBHOrO
cbopa AaHHbIX 0 NapameTpax paboTbl OTAENbHbIX YCAYr, A4NA KOTOPbIX He-
06X0A4MMO BbIMOMHWUTL aHaNN3 napameTpoB paboThl.

MpnmeyvaHne — PacnucaHma co3galoTca Mo 3anpocam, nocblna-
embIM npoueccy 1.1.2.1.4 «lNogaepxka ynpas/ieHUss Ka4eCTBOM YCNyr»;

- BbISIB/IEHME NEPBUYHBIX NPUYNH YXYALWEHNSA KauecTBa 1 HapyLleHuii B
paboTe ANS OTAENbHbIX YCAYT;

- 3anncb pe3ynbTaToB aHa/M3a B CUCTEMY WMHBEHTapusauumn ycnyr ansa
Leneli nccnefoBaHns UCTOPYKN pesynbTaTos;

- NpoBeAeHne No 3anpocam, NocTynatLLM OT NPOLLEeCcCOB ynpasBaeHus
QoS 1 SLA knueHTOB, aHanu3a AeTasbHblX AaHHbIX ANA 0O6HapyXeHus
NepBUYHON MPUYMHBI YXyALleHns napameTpoB QOS KWEHTOB, KoTopoe
MOF/10 NPOM30WTN K3-3a B3aMMOAEWCTBUIA MexAay ak3emnaspamu ycnyr,
B TO BPeMs Kak napameTpbl pa6oTbl 3K3eMNIsSPOB B3aMMOZECTBYIOLLNX
YCNyr HaxoAsTCSt B HOPMe.

Mpoueccbl BOCCTAHOB/IEHUA Hanboee paunoHanbHbIM 06pa3om kade-
CTBa yCNyr 0 HOPMasibHOTO Paboyeto COCTOSHUS.



Mpogomkernne Tabnuybl 1

NpoeHTn-
domkatop

1.1.2.43

1.1.24.4

11245

1.1.2.4.6

Havimekonamue anemeHTa
npoLieccos

YnyulieHue kadectsa ycnyr
(Improve service quality)

NHdopmuposaHmne o napa-
meTpax KkauecTsa ycnyr
(Report service quality
performance)

CospaHue otyeTa 06 yxya-
LWeHUn napameTpoB ycnyr
(Create service performance
degradation report)

KoHTposnb 1 ynpaeneHue
BOCCTaHOB/IEHNEM napame-
TPOB KayecTsa ycnyr

(Track and manage service
quality performance
resolution)
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DYHKLYIOHANTbHAS XapaKTepucTVka

Mpouecchl BbINONHEHUS PEKOMEHAALMWIA, NpeAoCTaBMAEHHbIX MOCTaB-
LWMK3MU|'NapTHEPaMn Unu pa3paboTaHHbIX opraHu3ayuein cBs3m, no Boc-
CTaHOB/IEHUIO YCIIYT.

Mpoueccsl BbiNycka yBeAOMIEHNA 0 HEOGXOAMMOCTY BbINOMHUTL NNaH
N0 BOCCTAHOB/IEHMIO U NONYYEHUA aBTOpM3aL MK Ha NPOAOIXEHNE BbINON-
HeHUMs 3Toro nnaHa. Mpouecchbl akTUBMPYIOTCS B TEX CAyvasX, Korga aeii-
CTBUSA MO Y/YULIEHUID KauecTBa MOTYT MOB/UATL Ha Apyrue AeiicTByoLme
ycnyru.

Mpouecc BbiNycka yBeAOM/IEHU O HAYane W 3aBEPLUEHUN BbINOJHE-
HUSi NNaHa BOCCTaHOBMEHUS YCNYTW.

Mpoueccsl BPEMEHHOMO Ha3HAYEHUS APYIUX YCAYr UN PEKOH(UTYpa-
UMM napameTpoB aBapuiiHbIX ycnyr, AelicTBytoLMe HA OCHOBE AaHHbIX,
Nnosly4yaemblx OT NMPOLLECCOB «AHANN3 KAYeCcTBa YCyr», 0 NpUUnHax yxya-
LWEHNA KayecTBa OKa3aHusa OTAENbHbIX YCAyT.

Mpoueccbl HENPEPLIBHOTO MOHUTOPUHIA cTaTyca oT4eToB 06 yxyaule-
HAWM MapameTpoB YCAyr, BbiMycka YBeAOM/IEHWU/A O M0ObIX N3MEHEHUsX
cTaTtyca U hopMupoBaHMsa 0TYETOB 06 ynpaB/ieHUy napameTpamMm yCyr.

Mpouecchbl paccbikM yBefoMIeHNA 06 U3MEHEHNAX cTaTtyca OTYETOB
npoueccam SM&O, npoueccam ApYrnx ypoBHEN N BCEM y4YacTHMKaM, 3a-
PErncTpUpOBaHHbLIM B CMUCKE PACCHIIKM YBEAOM/EHUIA.

MpumeyaHune — CNUCKM pacchliikn yBeJOMIEHWNI CO34al0TCSA Npo-
ueccom 1.1.2.1.4 «Moaaepxka ynpasneHus Ka4ecTBOM yCyr».

Mpoueccsl perncTpauun, aHanuMsa u OLEHKU WM3MEHEHWI cTaTyca oT-
4eToB 06 yXyALWeHU napameTpoB paboTbl YCAyr.

Mpoueccsl BbiNycka OTYETOB 06 ynpasfeHWW napameTpamu ycnyr u
cneunanv3npoBaHHbIX CBOOK O PaLMOHaILHOCTY U 3hheKTUBHOCTU BCe-
o npotiecca ynpaBneHusi Ka4ecTBOM YCIyr.

Mpoueccbl MHPOPMUPOBAHUS APYTUX NPOLECCOB O BbISBIEHHbIX OTPaHU-
YEHUsIX. KOTOPblEe MOTYT NPUBECTY K HApPYLLUEHWI0 HOPM KayecTBa YCnyr.

MpumevyaHue — STV OrPaHUYEHUst MOTYT 6bITb CBA3AHBI C 0TKA3a-
MW OTAEe/bHbIX PECYPCOB, HEXBATKOW EMKOCTU U3-3a Neperpyskn u ¢ apy-
TMMM NpUYMHaMK.

Mpouecchl co34aHna HOBOro oTYeTa 06 yXyALIeHUn napaMeTpoB YCAyr,
a Takke npoueccbl MOAUMUKALUN UKW aHHY/IMPOBAHUS CYLLECTBYIOLLNX
0TYEeTOB.

Mpoueccsl 3anycka npoLeayp co3faHnsa HOBOTO oTYeTa 06 yxyAlieHun
napameTpoB YCNyr, KOTOPblE BbINO/IHAIOTCA NPU NOSTyYEHUN YBEAOMIEHWNIA
oT npouecca 1.1.2.4.1 «MOHATOPUHT KavyecTBa YC/yr», a Takxe npu no-
CTyNn/ieHUN 3anpocoB OT 3aay aHann3a, BbINOSHAEMbIX APYTUMY NpoLiec-
camu u3 rpynn npoueccos CRM. SM&O unn RM&O.

MpumeuaHue — 3anpockbl OT 3afay aHannu3a ynomsiHyTbIX Tpynn
MPOLECCOB MOCHLINAITCA B C/yYasx 06HAPYXEHUs B XO4€ aHann3a Heko-
TOPbIX BUAOB yXyALeHuit paboTbl K 0TKA30B, A4/151 KOTOPLIX HE06X0AUMO
BbIMOJIHUTL OLLEHKY NapamMeTpOoB OTAE/bHbIX YCyr.

Mpoueccbl Npeo6pasoBaHus WHGOPMALMK, Nony4yaemoii B YBEOM-
JIEHUSIX 1 B 3anpocax OT BHELIHUX MPOLEecCoB, BO BHYTPEHHMWIi dpopmar,
NPVHATbLIA 4151 NPOLLECCOB yNpaB/ieHUs napameTpamu ycyr, v MpoLecchl
3aTpe6oBaHua HegocTawwweil MHPOPMAaL MW OT BHELIHNX NPOLEeCcCoB.

Mpoueccsl HasHa4YeHWsl, KOOPAUHALMM 1 KOHTPO/A AEATENbHOCTU MO
aHasnM3y, BOCCTAHOB/IEHUIO W Y/yULIEHUI0 NapameTpoB KauecTsa OTAe b-
HbIX YCAyT.

Mpoueccsl yBenmyeHusi NPMOPUTETOB OTKPLITbIX OTYETOB 06 yXyALie-
HUWM NapameTpoB yc/yr, paboTbl N0 KOTOPbIM HAXOAATCS MOA Yrpo3oii He-
BbINO/IHEHUS.
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OkoHuaHue Tabnuubl 1

npentu-
dhukatop

1.1.2.4.6

1.1.2.4.7

HavmeHoBaHvie anemeHTa
npoLeccos

KoHTponb v ynpaenexue
BOCCTaHOB/IEHVEM napame-
TPOB kKayecTsa ycnyr
(Track and manage service
quality performance
resolution)

3akpbiTvie oTyeTa 06 yxya-
LWEHNN napamMeTpoB ycnyr
(Close service performance
degradation report)

PYHKUMOHa/IbHAS XapaKTepucTiKa

Mpoueccbl KOHTPOS U yNpaBfieHWsi BOCCTAHOB/EHWEM NapameTpoB
KayecTBa yc/yr, o6ecneynBaioLLe peLlleHne caeayowmx sagad:

-f06aBfieHNe B OTKPbITbI/i OTYET 06 yXyALeHUM napameTpoB YCnyr
[aHHbIX MEPBUYHOTO 1 TEKYLLEro aHam3a;

- COCTaB/IEHNE paCnNCaHUs, HasHa4YeHWe W KoopauHauus paboT no
aHanu3y ¥ BOCCTAHOB/IEHWIO NapameTpoB paboTbl OTAENbHLIX YCNyr, a
Takke KOOpAMHALMS PEMOHTHbIX PaboT, NOPYYeHHbIX APYTM NpoLueccam;

- reHepauusi 3anpoca Ha co3gaHue oTueTa 06 aBapuu Ha pecypce,
ec/in B AaHHbIX 0TYeTa 06 yXy[LeHUn napamMmeTpoB YCayr ykasaHa nep-
BUYHAs NPUUYMHA, OTHOCSLLANCS K pecypcam;

- BHECEHME AaHHbIX O Ha3Ha4YeHWU paboT B CyLEeCcTBYIOLWMUA OTUET 06
YXYZLWEHUM NapaMeTpoB yCAyr.

- N3MeHeHMe cTaTyca o0T4yeTa 06 yXyAleHun napameTpoB yCyr;

- @aHHY/IMPOBaHME oT4YeTa 06 yXyZALleHUy napamMeTpoB yCayr B C/yyae
3anpoca, CBSI3aHHOTO C /IOXHbIM COBbITUEM HAapyLUEHWUs B OKa3aHuu yc-
nyru;

- MOHWUTOPUHT cTaTyca Cepbe3HOCTM OTKPbITbIX OTUYETOB 06 YXYALLEHUN
napamMeTpoB YCNyr U yBEMYEHNE NPU HEOBXOAUMOCTU NpUOpPUTETA ITUX
0T4eTOB.

Mpouecchl koopauHauuu, obecrnednsarnlme CBOEBPEMEHHOE 3aBep-
LeHne Bcex Ha3HauYeHHbIX 3a4ay ¢ Co6/I0AeHeM UX NpaBu/bHONM nocne-
[L0BaTE/NbHOCTM.

Mpouecc M3MeHeHWst cTatyca oTyeTa 06 yXyALWeHWU napameTpoB yc-
Nyr Ha «OuuLLeH», Korga Npo6emMbl Co 3HAYEHUAMU NapameTpoB Kade-
CTBa YC/yr paspeLueHbl.

Mpouecc, obecneynBaloLWwuii 3aKpbITUe oT4eTa nocse Toro, kak 3Have-
HUS napameTpoB kayecTBa yCnyr 6yayT BOCCTAHOB/EHbI.

Mpoueccbl MOHUTOPUHIA cTaTyca BCeX OTKPbITbIX OTY4ETOB 06 yxyfLie-
HUW NapameTpoB YC/yr 1 0O6HapY>XeHNsA Tex 0TYETOB, KOTOPbIE MOTYT 6bITb
3aKpbIThl, TaK Kak UX CTaTyC U3MEHW/ICA Ha «OunLLLeH».

lMpouecc npucBoeHns cratyca «3aKkpbiT» OTKPbITOMY OTHETY, UMEtoLLe-
My cTaTyc «OuunLLeH».



MpunoxexHue A

(o6a3aTenbHoe)
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HavMeHOBaHUSI U NAEHTU(UKATOPLI 3N1EMEHTOB NPOLECCOB YPOBHS 3
47151 AEKOMMNO3ULNK MpoLiecca YypPoBHS 2 «YNpaB/eHe Ka4eCcTBOM yCyr»

A.1 HaumeHoBaHuA 1 naeHTUdUKaTOPbl 31eMEHTOB NpoL,eccoB ypoBHA 3 Ans npouecca 1.1.2.4 ypoBHA 2 «Ynpas-
neHne kavyecTBoM ycnyr» (Service quality management) 40/mMKHbI COOTBETCTBOBATb AaHHbIM Tabnuubl A.1.

Tab6nunuya Al — flekomnosmuymusa npouecca 1.1.2.4 — «YnpaBsieHne Ka4eCTBOM yCyr»

NpeHnTudnkatop

11241
11242
11243
11244

1.1.2.4.5

1.1.2.4.6

11247

HavnmeHoBaHune anemeHTa npoueccos

MOHUTOPUHT KayecTBa ycnyr
AHanus kayecTsa ycnyr
YnyuleHve kayectsa ycnyr

MHopmupoBaHue o napameTpax kauyecTsa yc-
nyr

Co3fiaHne otyeTa 06 YXyALIEHWU napameTpoB
yenyr

KOHTpO/b U ynpas/iieHne BOCCTAHOB/IEHVNEM Ma-
pameTpoB KayecTsa ycnyr

3akpbiTMe oTyeTa 06 yXyZALeEHUU napameTpoB
yenyr

AHINNACKNIA 3KBUBANEHT
HauMeHoBaHNA

Monitor service quality
Analyse service quality
Improve service quality

Report service quality performance
Create service performance degradation report
Track and manage service quality performance

resolution

Close service performance degradation report
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