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BBeneHue

Mpynna ctaHaapToB «PaclumpeHHasa cxema AesATENbHOCTU opraHu3sauum ceasn (eTOM)» paspabotaHa ¢
y4yeToM pekoMmeHaauumin M.3050.x cekropa cTaHaapTM3aLmm anekTpocsasn MexayHapoaHoro coto3a arnekTpo-
ceasu (MC3-T).

Pekomenaauum no eTOM (Enhanced Telecom Operations Map) BxoasT B COCTaB cepun peKoMeHAaLmin
M.3xxx MC3-T, koTopas crangaptusmpyetr «Cetb ynpasneHun anektpocessbioy» TMN (Telecommunications
Management Network) — mMoaenb ynpasneHusi 060py0BaHNEM, CETAMU U YCRyramu 3NeKTPOCBA3N.

CraHgaptel €TOM ycTaHaBnuBAaKT KNacCUMUKALMOHHYIO CXEeMY MNPOU3BOACTBEHHbIX MPOLIECCOB
opraHusauuini  CBA3M, TEPMUHONOTUIO, METOA WepapxXu4eckon AEeKOMNOo3ULUMKM NPOLeccoB, CTaHAapTHbie
3MEeMEHTbI NPOLECCOB M METOAONOINIO NOCTPOEHUA MOAENel NPON3BOACTBEHHbIX NPOLIECCOB U3 CTaHAAPTHLIX
3MEMEHTOB.

Mogaens eTOM, onpeaenenHas rpynnoi pekomeHgauuin MC3-T no eTOM, Bbina paspaboraHa mexay-
HapoaHoit accouuauuen TM Forum (bopyMm ynpasneHusi TenekoMMyHMKaLusiMm) B pamkax nporpammbl padot
«HoBO€E nokorneHue cuctem ynpaBneHust u nporpammHoro otecneyvenuss» NGOSS (New Generation Opera-
tions Systems and Software).

Mogens eTOM npeagHasHayeHa Ans NPUMEHEHWUS NMPU MOAENUPOBAHUM W PEOpraHn3auumn nNpou3soa-
CTBEHHBIX NPOLUECcCcoB, Npu pa3paboTke cuctem ynpaeneHus u OSS/BSS — cucteM nogaepxkn fesiTensbHo-
CcTU/6usHeca opraHusauuii CBsi3W, NPU CUCTEMHON MHTErpaLum CUCTEM aBTOMAaTU3aUWUU MPOU3BOACTBEHHbIX
NpPoLIeCCOB 13 KOMMOHEHTOB pa3HbIX NPOU3BOAUTENEN.

Hacrosiwuit craHgapt yctaHaeBnuBaer obLuyto cTpykTypy 6usHec-npoueccos eTOM, Ha Ga3e koTopon
MOCTPOEHbI BCE OCTanbHble cTaHaapTbl mogenu eTOM. CobntogeHne OCHOBHbIX TpeGoBaHUi HACTOALLEro
cTaHpapta npu aBTomaTu3auuu AEsTerlbHOCTU OpraHu3auuii cBA3uM 06ecneunT BO3MOXKHOCTb MOCTPOEHUS
CMCTEeM aBTOMaTM3aLUuu U3 KOMMOHEHTOB CO CTaHAAPTHLIMW MHTEPdENCcaMm 1 No3BONUT BbIGUpAaTL nyylume B
CBOEM KIacce KOMMOHEHTbI Cpean KOMMOHEHTOB Pa3HbIX NPOU3BOAUTENENA.
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HAUMOHANBHBIAN CTAHAOAPT POCCUNCKOWN PEREPALMUMU

UndopmaumnonHas TexHonorus. CeTb ynpaerneHus 3MeKTPoCcBA3bI0
PACLUMPEHHASA CXEMA OEATENIbLHOCTU OPFAHU3ALIUA CBA3U (eTOM)

OO6wasna cTpykTypa 6u3Hec-npoLieccos

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

Hara BBepeHua — 2010—12—01

1 O6nacTb NpUMeHeHUA

Hacrosawuit ctaHaapT ycTaHaBNMBAET 3TaNOHHYI0 O0LYyI0 CTPYKTYpy GM3Hec-npoLieccoB Anst opraHu-
3auun cBA3MN U ABnseTca 6a30BbIM CTaHAAPTOM FPYNNbl CTaHAAPTOB, onpeaenawmx «PaclumpeHnyio cxemy
AeAaTenbHOCTU opraHnsauumn ceasm (eTOM)».

Hacrosiuumin craHaapt pacnpocTpaHsSieTcsl Ha BCe BuAbl NPOU3BOACTBEHHbLIX NPOLIECCOB OpraHn3aLui
CBS13U, HE3aBUCUMO OT TOr0, KAKMe TEXHOJIOMMU JIEKTPOCBSA3M OpraHn3aLyum NPUMEHSIIOT U Kakne NHPOKOMMY-
HUKaLMOHHbIE YCNYru OHW OKa3blBAIOT KIIMEHTaM.

Hacroswmi ctaHpapT npegHasHayeH Ans NPUMEHEHUst OpraHu3auusiMuM CBA3W, NPOU3BOAUTENSMM
CUCTEM YNpaBeHUsA U CUCTEM aBTOMATU3aLuMn NPOU3BOACTBEHHbIX NPOLECCOB, CUCTEMHbIMW UHTErpaTopamMmn
¥ NPOU3BOAUTENSAMMN TENEKOMMYHUKALWOHHOTO 060pya0BaHUS.

OpraHusauuu CBS3u, BbICTYMNaloLMe B pOnv onepaTopa CBA3M U/unu oneparopa CeT, MOryT MPUMEHSTb
HaCTOALUMI CTaH4apT NpU MOAENUPOBaHUM, ONTUMU3aLMKU U PeOpPraHM3aunm NPOM3BOACTBEHHbLIX NPOLIECCOB
U CTPYKTYPbl OpraHu3auuu, a Takke npu 3akase CUCTEM YMpaBeHMs W CUCTEM aBTOMAaTM3auuu NpousBoa-
CTBEHHbIX NMPOLIECCOB.

MpoussoauTenu cUCTEM ynpaBneHns 1 CUCTEM aBTOMaTU3auun NPou3BOACTBEHHbIX NPOLIECCOB MOTYT
NPUMEHSITb HACTOSLLMI CTaHAAPT NpY pa3paboTke KOMMNOHEHTHOW CTPYKTYPbl U MHTEPAENCOB CBOMX CUCTEM,
a TaKke, npu cornacoBaHuu ¢ 3akas4ymkamu, TpeGoBaHUin HA UX NOCTAaBKY.

CUCTEMHbIE UHTErpaTopbl MOTyT NPUMEHATb HACTOALLUMIA CTaHAAPT NPU NPOEKTUPOBAHUU KOMMIEKCHbIX
CcUCTeM aBTOMaTu3aunm NPoM3BOACTBEHHbIX NMPOLECCOB C UCMOMb30BAHWEM CUCTEM U KOMMOHEHTOB Pa3sHbIX
npou3BOaUTENEN.

MpouseognTenu TeNEKOMMYHUKALMOHHOTO 060pyA0BaHUA MOTYT NMPUMEHATL HACTOSALLMIA CTAHAAPT Npu
pa3paboTke 3KCnnyaTauMOHHbIX MHTEPdENCcoB 06opyaoBaHuS.

TpeboBaHUA HACTOSLLEr0 CTaHAapTa He PacrnpOCTPaHSIIOTCA Ha AEWCTBYIOLME CTaHAapThl, KOTOpbIe
ObINW NPUHATLI A0 BBEAEHUA €ro B JENCTBUE.

2 TepmuHbI 1 onpeaeneHns

B HacTosiLeM CTaHaapTe NPUMEHEHbI CreaytoLme TEPMUHbI C COOTBETCTBYIOLLMMU ONpPeAENEHUMU:

2.1 akumoHep (shareholder): UHBecTop, Bnagetowumin akuusiMm opraHu3aLmm cBssu.

2.2 6usHec-npouecc (business process): Mpou3BoACTBEHHLIN NPOLECC OpraHn3aummu CBA3K.

2.3 gpyrue 3sauHTepecoBaHHble CTOPOHbI (other stakeholders): Bce nuua unu opraHusauum, KoTo-
pble UMELOT 00s3aTENLCTBA NEPEA OpraHu3auuein CBA3N, HE CBA3AHHLIE C BNAAEHWEM aKUMAMMU.

2.4 vepapxuyeckaa gekomnosuumsa npouecca (hierarchical process decomposition): Metog no-
crnefoBartenLHON getanu3auuu npoueccos 6onee BbICOKOrO YPOBHS Ha MPOLECCh H0nee HU3KOro YPOBHSA C

M3paHue ocpuumanbHoe
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uenbio obecnevyeHnss BO3MOXXHOCTU MOZENUPOBAHUS NPOTEKaHUA NPOLECCOB BLICOKOTO YPOBHA C MOMOLLLIO
NPOLIECCOB HMKENEXaLero ypoBHs.

2.5 knueHT (customer): duaunyeckoe unu IPpuaNYECKoe NUUOo, NOKynaioLee y opraHn3auun CBasu Unm
nony4atoLiee 6ecnnaTtHo NPOAYKTbI U YCNyTu.

2.6 oneparop cBa3u (service provider): KOpuguyeckoe nuUO UNWM UHAMBUAYANbHLIA NPEANPUHUMA-
Tenb, OKa3biBaIOLLME YCINYru CBSI3M HA OCHOBAHUMU COOTBETCTBYIOLLEN NMUEH3UNU. FBNSIETCS NOCTABLUUKOM UH-
HPOKOMMYHUKALIMOHHBIX YCAYT KNUEHTaM.

2.7 onepartop cetu (network operator): OpraHu3auua csa3u, NPOU3IBOACTBEHHAA AEATENbHOCTbL KOTO-
poVi HanpaemneHa Ha NpeaoCTaBreHne TPaKTOB nepeaaun nHpopMaummu u CoeauHEHnn Yepes CeTu 3nNeKTpo-
CBA3N.

2.8 opranu3aumsa (enterprise): KOpuauyeckoe nuUo, OCyLIECTBAAIOLLEE AeATENBHOCTL B 00NacTu CBs-
31 B Ka4eCTB€ OCHOBHOMO BUAA AEATENbHOCTHU.

2.9 napTHep (partner): Y4yacTHMK COBMECTHOI C OpraHu3aumen CBA3u AeATEeNbLHOCTM Mo nNpeaocTasne-
HUIO YCIYT KMMEHTAaM, CBA3aHHbIN C OpraHM3aumein 40roBOPHbIMU OTHOLUEHUAMK, KOTOPbIE ONPEAENnsIoT 00
NpubbInu U MaTepuanbHyl0 OTBETCTBEHHOCTb MO PUCKaM.

2.10 noctaBwmK (supplier): FOpuanueckoe nuuo, B3aMMOAENCTBYIOLLEE C OpraHu3auuen CBA3M B
o6ecneyeHMn TOBapOB U YCAYI, KOTOPbIE UCMONbL3YIOTCA OpraHu3auuen npu NpPeaocTaBNeHUu NpPOAYKTOB M
YCNyr KNneHTam.

n pnMevyaHune — I'Ipep,nonaraeTc;l, YTO opraHu3sauua CBA3U UCNONbL3YET CpefcTBa eTOM ana MogennposaHuAa
CBOUX NPOU3BOACTBEHHBLIX MPOLECCOoB.

2.11 npoaykr (product): MarepuanbHas W/unm HemartepuarnbHasl CyLUHOCTb, npeanaraemas unu npe-
JO0CTaBnsieMasi opraHu3aLuneii CBs3U KIMEHTY.

MpuMeyaHue — MNpogyKkT AOMKEH BKMOYaTb B ce6A KOMMOHEHT mpepocTaBrieHus ycnyrn. [poaykT moxer
BKIoWaTh B cebs Takxe o6paboTaHHble MaTepuankl, NporpaMmHoe obecneveHue W/unu annapartHele cpeactsa u nobyio
UX KOMBUHaLuIO.

2.12 npouecc (process): NocnegoBaTenbHOCTb CBSI3AHHLIX AEWUCTBUI UM 33a4, HEOOXOAMMbIX AN
[OCTUXEHUA ONpPeAeneHHoro pesynsrara.

2.13 pacuwupeHHas cxema geatenbHOCTU opraHusaumm ceasu eTOM (enhanced telecom operations
map eTOM): 3STanoHHas obLasi CTPyKTypa Npon3BOACTBEHHON AEATENLHOCTU OpraHn3auuu Ceasu, onpeae-
NALWAasa CTaHAAPTHbIE 3NEeMEHTbI MPOLECCOB, U3 KOTOPbLIX AOMKHBI CTPOUTLCA MOAENU BCEX NPOU3BOACTBEH-
HbIX NMPOLECCOB.

2.14 pecypchbl (resource): dusndeckue u nNormn4eckne KOMNOHEHTbI, UCNoNnb3yembie Ana GopMupoBa-
HUSA yCnyr.

MMpumMeYvyaHune — B KadecTBe pecypcoB WUCMOMb3YIOTCA NPUNOXEHUS, CPEACTBA BbIYUCIIMTENBHON TEXHUKU U
ANEeMEHTLI CeTEBON MHC*)paCprKTypbl.

2.15 cuctema nogaepxku 6usHeca (business support system; BSS): Cucrema, noaaepxusaiowias
npoueccel eTOM u3 o6nactu «Ctparerusi, UHPaCTPYKTypa U NPOAYKT».

2.16 cucTema noanepXxku OCHOBHOM AeATENbHOCTU (operations support system; OSS): Cucrema,
noaaepxmsatoLas npoveccbl eTOM u3 obnactu «OCHOBHaA AeATENbHOCTbY.

2.17 ckBo3Hom npouecc (end-to-end process flow): COBOKYNHOCTb BCEX NOANPOLECCOB, AENCTBUIA U
nopsia0K UX CNeAOBaHUSA, KOTOPblE HEOOXOAMMDI AN AOCTUKEHUS Lenen BbINONHEHUA npouecca.

MpumeyaHue— CksosHble npoLecchl NPOEKTUPYHOTCA C UCTONb30BaHWEM CTaHAaPTHLIX 3MIeMEHTOB npoLec-
coB, onpefeneHHblx B eTOM.

2.18 corpyaHuku (employees): NepcoHan, y4acTByOLWMI B AOCTWKEHUM Lenen GusHeca opraHu3auumm
CBA3U.
2.19 cywHocTb (entity): KoHkpeTusauus unu abeTpakums, pasnuyaemas B npefenax cucTeMsil.

MpuMedaHue — MNpuMepamu CYLLHOCTEN SBMSIOTCS: CUCTEMA, NMOACUCTEMA, KOMMOHEHT, Kracc, 06beKT, UHTep-
deiic, KMeHT, npoLece, NPUNOXeHNe, cneumrdmrkaLus.

2.20 ycnyra cBfA3u (service): [leArensHOCTb MO npuemy, 06paboTke, xpaHeHuIo, nepeaaye, 4OCTaBke
COODLLEeHNIN ANEKTPOCBA3N UNU NOYTOBLIX OTNPABMEHUIA. ABNSETCSH COCTABHOMN YaCTbio NPOAYKTA, NpeaHa3Ha-
YEHHOW ANA NPOAAXU KIMMEHTY B COCTaBe NPOAYKTA.
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MpuMeyaHune— OfHa 1 Ta Xe ycrlyra MOXET BXOAUTb BO MHOXKECTBO pasfndHbIX NPOAYKTOB, NpeocTasnse-
MbIX MO pasriuyHom LeHe.

2.21 uenoyka noctaBok (supply chain): CyLIHOCTU U NPOLECCHl, B TOM YUCIE BHELLUHUE NPOLIECChI
OopraHusauumu, KOTopble 3a4EMCTBOBAHbI MPU NOCTaBKE TOBAPOB U YCyr, HEOOXOAUMBIX AN NpefoCTaBneHus
NPOAYKTOB W YCNYT KMUEHTaM.

2.22 aneMeHTbI npoueccoB (process elements). CtaHaapTHble ONOKKU MU KOMMOHEHTbI, NCNONb3ye-
Mble Ansi CGOPKM CKBO3HbIX BU3HEC-NPOLIECCOB.

3 Obwmume nonoxeHus

3.1 PacwupeHHas cxema aestenbHOCTU opraHusauuu csasu (eTOM) ABNSeTCS MHCTPYMEHTarbHbIM
CpPeACTBOM AN MOAENUPOBAHWUSA, aHanusa, onTumMmusauuM u peopraHusanum Npon3BOACTBEHHbIX NPOLIECCOB U
OpraHu3auMOHHON CTPYKTYPbI OPraHn3auuin CBA3sK.

3.2 eTOM MOXeT NPUMEHATBCA KO BCEM BuAam NPOU3BOACTBEHHbIX NPOLIECCOB OpraHM3auuin CBA3U
HE3aBUCUMO OT MCNOSb3YEMbIX UMW TEXHOSOMI 3NEKTPOCBA3U U MHAOKOMMYHUKALIMOHHBIX YCIyr, OKa3biBa-
eMbIX KNMeHTaMm.

3.3 B pamkax eTOM cTaHgapTm3npoBaHbl 00L1aa cTpykTypa GU3HEC-NpoLECCOB, AEKOMMO3ULUS U ONU-
CaHusi NPOLECccoB, paclumpernme eTOM ans B3aMMOAENCTBUS C MPOLECCaMU ANEKTPOHHOTO OM3Heca TOProBbIxX
napTHepoB.

3.4 B ctaHgaprax eTOM onpefeneHbl: MHOTOYpOBHEBAsA CTPYKTypa OU3HeC-NpoLeccoB; METOA uepap-
XMYECKON AEeKOMMNO3MLMK NPOLECCOB Ha rpynnbl NPOLECCOB U 3NIEMEHTbI NPOLECCOB PasHbIX YPOBHEW; CTaH-
JapTHble HAMMEHOBaHWSA, (PYHKUMOHANbHbIE ONUCAHUA U MAEHTUAUKATOPbI AN rPyNn U ANEeMEHTOB NpoLec-
COB ypoBHen 1—3 cTpykTypbl eTOM.

3.5 CraHpapTHble rpynnbl NPOLECCOB M 3MNEeMEHTbI NMPOLIECCOB ABNSIOTCH KaTEropusiMu, UCMOMb3yeMbl-
MU Ana PyHKUMOHANbLHOW Knaccudpukauum npou3BOACTBEHHbIX MPOLIECCOB OPraHM3auumm CBs3M, a He Moje-
NAMKU peanbHbIX NpoueccoB. OHM onpeaeneHbl ¢ MakCMMarbHO BO3MOXXHOM CTENEHbIO 0BLHOCTM Takum 00-
pa3om, Ytobbl ObiTb HE3ABUCMMBIMU OT NPOAYKTOB, YCIYT U TEXHONOTMUIA CETEN ANEKTPOCBA3N.

3.6 CtaHaapTHble 3NeMEHTbI MPOLECCOB MOTYT NOABEPraTbCs, NPy HEOOXOAMMOCTH, AanbHENLIEN ae-
Tanusauuu Ans nonyyeHus cneumanmu3npoBaHHbIX 3NEMEHTOB NPOLIECCOB YPOBHA 4 UK NOCNeayIoLmnX YpoB-
Hel, KOTOPbLIE OTPaXkaloT crneLmduKy NPoLIECCOB KOHKPETHON OpraHn3aLun CBAsu.

Moaenu npou3BoACTBEHHbIX NPOLIECCOB A0SMKHbI CTPOMTLCA B BUAE NOTOKOBLIX AUarpamMm ¢ UCMONb3O-
BaHWEeM KaK CTaHAapTHbIX, TaK U Cneunanu3npoBaHHbIX 31EMEHTOB NPOLIECCOB.

3.7 dyHKUMOHanNbHbIE CTPYKTYPbl ypoBHen 2 u 3 eTOM MOryT ucnonb3oBaTbCA OpraHusaumen CBAasu
ANA OLEHKU CTEMEHU NOKpbITuA cuctemamm OSS/BSS BCcex NpPOU3BOACTBEHHbLIX NPOLIECCOB OpraHn3auuu u
Ana ucknoyeHnst ayénuposanus gyHkumin OSS npu asTomaTu3aumu 3TuX NPOLEeCccoB.

3.8 Hactoawwmii ctanaapt onpeaenseT obulyio CTpyktypy GusHec-npoueccoB eTOM, BKniovaioLLyio
CTPYKTYpbI ypoBHel 0 u 1 eTOM, rpynnbl NpoLeccos ypoBHA 1, BHELLHWE B3aUMOAENCTBUA U METOA MOAENU-
pOBaHUA NOTOKOB NPOLECCOB.

4 KoHuenTyanbHbI YPOBeHb 06uen cTpykTypbl 6usHec-npoueccoB eTOM

4.1 MnaBHble O6nacTn AeATENIbHOCTU OpraHu3auum CBA3N

4.1.1 Obuwaa crpykTypa 6usHec-npoueccos e TOM oxsaTbiBaeT Bce 06nacTn NponM3BOACTBEHHOW aes-
TENbHOCTW OpraHusauuM cBA3u, B TOM YUCNE BHYTPEHHUE NPOU3BOACTBEHHBLIE NPOLECCHI U NMPOLIECCHI B3au-
MOJENCTBMSA C NOCTaBLUUKaMKU U napTHepamu. Ha camom o6LemM KOHUENTYanbHOM YpOBHE 06LLEN CTPYKTYpbI
BCe npouecchkl B Moaenu eTOM pas3aensioTcs Ha TPu rmaeHble 06nacTu NpoLeccos:

- OCHOBHas aeartenbHocTb OPS (operations);

- cTparerus, uHdppactpykrypa u npoaykt SIP (strategy, infrastructure and product);

- ynpaeneHue opranusauueii EM (enterprise management).

K obnactu OPS oTHOCATCA NpoLecCkl NOBCEAHEBHON AEATENLHOCTU NepcoHana opraHusaumn u npo-
LieCChbl UX MOAAEMKKM.

O6bnactb SIP oxBaTbiBa€T NPOLECCHI NAaHMPOBAHUA U YNPABNEHUSA XU3HEHHbIM LIMKITOM CETEBON WH-
hpacTpyKTypbl U NPOAYKTOB, KOTOPbLIE BKIIOYAIOT B ¢e0s1 NpOLEeCcChl, CBA3aHHbIE ¢ pa3paboTkoi U NOCTaBKOM
YCIyr KIIMeHTaMm.

O6nactb EM Bknitouaet B cebs npoLecchl ynpasneHus opraHu3aumen u noaaepxku ee busHeca.
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4.1.2 Knaccudukauus npoLeccoB no o6nacTsaMm, T. €. OTHECEHWe NPOLECCOB K TOW UN1 UHOWN rMaBHON
obnacTu npoueccos, 4O0MKHA NPOBOAMTLCA HA OCHOBE (PYHKLIMOHASBHBIX XapakTepUCTUK MaBHbIX obnacren
npoueccos. MNpouecc cuMTaeTcs NPoLEeCcCoM, NPUHaANEXaLUMM HEKOTOPOK MaBHOW 06nacTu, ecnu OH COoT-
BETCTBYET XOTS Obl 04HOW 13 (DYHKLMOHAMNBHBIX XapakTePUCTUK 3TOM 06nacTu, npeacTaBneHHbIX B Tabnuue 1.

Tabnuya 1 — OyHKUMOHaNbHLIE XapakTepPUCTUKM rMaBHbIX obnacTeii NpoLeccoB

MaBHas obnacTe DYHKLMOHarbHbIE XapakTepUcTUKN
npoLeccos
OPS MoBcegHeBHble PaboThbl MO BLIMOMHEHUIO ONepaLmnii C CETbIO U KITMEHTOOPUEHTUPOBaHHBLIX One-
paumii, BKNovas onepawun B3aMMoeicTBusa ¢ KNMeHTamu, a Takke npoLecchl ynpasneHuss sTUMU
paboTamu.

Mpouecchl NOAAEPXKKA MOBCEAHEBHBLIX paGoT 1 o6ecrneveHns UX FoTOBHOCTM.
Mpouecchl ynpasreHus npogaxamu 1 NpoLecchl yNpasneHns B3auMOOTHOLLEHUSIMI € NOCTaBLLu-
KaMu 1 napTHepamm

SIP Mpoueccel paspaboTkn cTpaTernii opraHusaLmMu n 06A3aTeNnbLCTB Mo UX peanusauuu, B ToM Yuc-
ne npouecchl NMaHUPOoBaHKs, NpoLiecchl paspaboTku U ynpaBneHus LienoYKoli NocTaBok, npoLecchl
pa3paboTkn, MoAEepHU3aLMN 1 NPefOCTaBNEHUs MHDPACTPYKTYPLI U NPOAYKTOB.

MpuMeyvaHue — MNOHATUE «UHPACTPYKTYpa» BKtoYaeT B cebs Kak pecypchbl CETU U WH-
(hOPMaLIMOHHBIX TEXHOIOrUiA, KOTOPLIE HEMOCPEACTBEHHO MOAAEPKMBAIOT NPOAYKTHI U YCIyru, Tak
1 OMNepaLMOHHYI0 U OpraHU3aLMoHHY0 MHAPACTPYKTYPhI, HeoBXoAUMbIe LS NOAAEePXKU NPOLIECCOB
MapKeTWHra, Npogax, yYCryr u Lieno4ek nocTaBok.

EM Mpoueccsl 06Lero ynpaerneHus opraHusalneil, B TOM YMCe NpoLiecchl NOCTaHOBKK U obecneve-
HWUSI LOCTWXXEHWUS ee CTpaTernyeckux Lienell, a Takke NpoLecchl NOAAEPXKKN CryXO, HEOOGXOAUMBIX
AN HOPManbHOro (YHKLMOHUPOBAHMUSA OpraH13aLuu.

MpumeyaHue— MNpoueccel EM npeaHasHaveHbl Ans obLyeil noaaepxku AeATensHOCTU op-

raHu3aLuu, NO3TOMY OHU [OMMKXHbl 06ecnevmBaTh BO3MOXHOCTb B3aMMOAeNCTBUA ¢ npoLjeccamm 06-
nacrei OPS u SIP

4.2 Ctpyktypa ypoBHa 0 mogernu eTOM

4.2.1 KoHuenTyanbHbln ypoBeHb Mogenu eTOM aBnsetca yposHem 0 obLuein CTpykTypbl Gu3Hec-npo-
ueccos. CtaHaapTHOE rpadpuyeckoe npeacTasneHue CTPYKTYpPbl STOr0 YPOBHS NPUBEAEHO HA pUCYHKe 1.
CtpykTypa ypoBHsi 0 onpeaensieT rnaeHble 06nacTu NpoLEeCCOB, rOPUM30oHTarnbHbIe (byHKLUMOHANbHbIE BNOKKU
NpoLIeCCOB, BHYTPEHHUE U BHELLHWE CYLLHOCTMW, KOTOpble B3aUMOAENCTBYIOT C OpraHM3auueii CBA3N.

4.2.2 TopusoHTanbHble PYHKUMOHAanNbHbIe 6n0Ku BKNIOYAIOT B cebsi NpoLecchl, CrpynnUpoOBaHHbIE Ha
OCHOBE 06LUMX MOZenen UCNOoNMb3yeMbIX UMU JaHHbIX. HauMeHOBaHUst 3TUX BMOKOB COOTBETCTBYIOT Creaylo-
UMM 06nacTAM AaHHbIX, C KOTOPbIMM paboTaloT NPoLEeCCh:

- PbIHOK, NpoAyKT W knueHT (market, product and customer);

- ycnyra CBsi3u (service);

- pecypc (resource);

- noctasLyuk/napTHep (supplier/partner).

4.2.3 PacnpepeneHue npoueccoB rnaeHbix oonacren OPS u SIP no ropu3oHTanbHbiM (PyHKLIMOHATNb-
HbIM 6roKkam AOMKHO OCYLLECTBNATLCA B COOTBETCTBUM C (PYHKLIMOHANbHBLIMU XapakTepucTukamm atux Gno-
KOB, MPUBEAEHHBLIMU B Tabnuue 2.

Ons 0603Ha4YeHns PyHKUMOHAmNbHBIX BrOKOB B NepBoM cTonbue Tabnuupbl MCNoNb3ylTes rpaduyeckne
ycnoBHble 0603Ha4YeHNsA CTPYKTyphl ypoBHS 0 eTOM B BUZe NUKTOrpamm, Ha KOTOPbIX TEMHbIM (POHOM Bbige-
neH COOTBETCTBYIOLLMIA (PYHKLMOHANBHLIV GNOK.
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Crparerus, MHhpacTpykTypa 1 npoaykT (SIP) OcHosHas featenbHocTb (OPS)

PbIHOK, MPOAYKT W KIMEHT

Ycnyra csA3v

Pecypc
(NpUoXeHME, BbIMUC/IUTESbHAS TEXHMKA 1 CETb CBS3)

Mri

MocTaBLpK/NapTHEP
T~7

YnpasrneHue opraHmsauyein (EM)

C AKUMOHEPDI C [Opyrve 3anHTepecoBaHHbIe

CTOPOHBI

PucyHok 1 — KoHuenTyasibHbIli ypOBEHb 00OLLei CTPYKTypbl 6GusHec-npoueccos eTOM
Tabnuuya 2— PyHKUMOHASIbHbIE XapaKTePUCTUKN TOPU3OHTa/TbHBIX (DYHKLMOHAbHBLIX G/10KOB
[opu30oHTasbHBIV QOYHKLMOHA/bHBIA 610K PYHKLUMOHAIbHBIE XapaKTEPUCTUKN
PbIHOK, MpoayKT v KIMEHT Mpouecchl ynpaBneHns npogaxamu, kaHanamu c6biTa, MapKeTUHroM, Mpo-

LYKTOM 1 NpessioKeHUeM MpogykTa.

I Mpouecchbl OCHOBHOM AeATENLHOCTU MO YNpaB/ieHN0 MHTepdeiicom ¢ Ku-
----------------- €HTOM, YMpaBNEeHMI0 3akaszamu, 06paboTKol nNpobsem, corfaweHnssMu 06

—P — — YpPOBHE KayecTBa ycnyr u 6unIMHrom
Ycnyra cBasu Mpouecchl pa3paboTkn 1 JOCTaBKU YCAyr, KOHUryprpoBaHusa ycnyr, ynpas-
NleHnsa paspelleHrem npobnem c ycriyramu, aHainsa Kayectsa yciyr u Tapu-
hukaumn
Pecypc Mpouecchbl pa3paboTkn 1 NOCTaBKU MHPPACTPYKTYpbl pecypcos (CeTeBol u

MH(OPMALMOHHbIX TEXHOIOTUIA).
MpoLeccbl OCHOBHOW AeATeNbHOCTU MO MOArOTOBKE PecypcoB K BBOAY B
I JeiicTBve, MO yNpaB/ieHUI0 YCTpaHEHUMEM HEUCNPaBHOCTE M napameTpamu
paboTbl pecypcos.

MpumeyvyaHne — VHdpacTpykTypa pecypcoB obecneunsaeT noanepxky
NpPOAYKTOB 1 YCNyr, a Takxe NoAfepXuBaeT paboTy opraHM3auuy B LLESIOM
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OKOH4yaHve Tabnuupl 2
OpU3OHTaTbHBIN hYHKLMOHABHBIV 610K

MocTaswuk/MNapTHep
pamu:

DYHKLMOHA/IbHbIE XapaKTepUCTUKA

Mpouecchbl B3aMMOAENCTBUS OpraHM3auun ¢ ee MocTaBLMKaMK W NapTHe-

- npouecchl pa3paboTKX 1 yNpaBneHUs LEenoYKoii NocTaBok,
- Npouecchl NOALEPXKM UHTeppelica ¢ NoCTaBLWMKaMU 1 NapTHepamm

4.2.4

CtpyKktypa ypoBHA 0 eTOM, npeactaB/ieHHass Ha pUCyHKe 1, COAepPXUT OCHOBHbIE TUMbl BHYTPEH-

HUX U BHELWHWX CyLHOCTEl (nokasaHbl B BUAE OBa/OB), C KOTOPLIMU B3aWMOAENCTBYET OpraHm3auusi CBA3u:
K/IMEHT, MOCTaBLUMK, MApTHEP, aKUMOHEPbl, COTPYLHVKNA W Apyrie 3anHTEepPecOBaHHbIe CTOPOHDI.

5 YpoBeHb 1 o6uieit CTPYKTypbl 6usHec-npoueccoB eTOM

5.1 CTpykKTypa ypoBHSA 1 eTOM

5.1.1 CraHgapTHoe rpaduyeckoe npefcTaBneHVe CTPYKTypbl YPOBHA 1 npuvBefeHO Ha PpUCYyHke 2.
CTpyKTypa ypoBHSI 1 iBNSieTCS NepBbiM YPOBHEM AeTann3auun KOHUENTyasbHOro ypoBHSI O6LLEel CTPYKTYpbl
6u3sHec-npoueccos eTOM. 3nemMeHTbl CTPYKTYPbl YPOBHA 1 NONyyeHbl B pesynbTare AeKOMNOo3nLUU rNaBHbIX
o6nacTeii npoueccoB OPS 1 SIP Ha ropnM3oHTasbHble U BEPTUKabHbIEe TPYNMbl NPOLECcCOoB, a Takke AeKoMMo-
3UuMn rnaBHol o6sactn EM Ha rpynnbl NpOLECCOB YNpaBAeHUs opraHu3aunein cessu.

CTpaTerus, nHdpactpyktypa u npoaykt (SIP)

Crparerus Ynpasnexue Ynpasnexue

n o6s3a- XU3HEHHbIM XN3HEHHbIM

TenbcTBa LMK/IOM LUKIOM
VHPaCTPYKTYpPbI npogykra

YnpaB/iieHe MapkeTUHIOM U NPeaoXeHnem
npogykta (M&OM)

Paspab6oTtka u ynpasneHue ycnyramm (SD&M)

Paspa6oTka n ynpasneHue pecypcamu (RD&M)
(NpunoxeHue, BbIUNCIUTENIbHAA TEXHUKA U CeTb
cBA3MN)

Paspa6oTka 1 ynpaB/iieHue LenoykamMmm nocTasok
(SCD&M)

f [{-eeeeeeene r

YnpasneHue opranusaupeii (EM)

OcHoBHas aeAatenbHocTb (OPS)

Mopaepxka
n obecneueHne
rOTOBHOCTU
npoteccos
FAB

BbinosnHexne
3akasoB

Ob6ecneyvenne
KayecTBa

Bunnuur

YnpasneHne B3auMOOTHOLWEHNAMU ¢ knneHTamun (CRM)

YnpaBneHue u akcnnyataumns ycnyr (SM&O0)

” 1 1 1

YnpaBnexue u akcnnyatauua pecypcos (RM&0)
(NpunoxeHue, BbIYUCIUTENbHAS TEXHUKA U CETb CBSA3N)

| )

YnpaBfieHve B3auMOOTHOLEHUAMI C nocTaBLmkamu/napTHepamm
(SIPRM)

1 l l r

MnaHuposaxue YnDaBneHme YnpasneHnue YnpasneHue 3HaHUSIMN
cTpaternu n passuTus p 3(pPEeKTUBHOCTHIO opraHusauumn
puckamu opraHusaluu
opraHusauum opraHusauum 1 UCCNeaoBaHnsaMu
YnpaBieHue OTHOLLIEHUSAMU
ynpasnetue c 3aMH¢e €eCcoBaHHbIMK CTOpOHaMMU Ynpasnenue
MHaHCaMn 1 akTMBammn p p nepcoHanom
1 BHELHAMM CBA3SIMU

PucyHok 2 — CTpykTypa YypoBHSI 1 06LLei CTPYKTypbl 613Hec-npoueccoB eTOM
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5.1.2 Topu3oHTasIbHble TPYnMbl NPOLECCOB 06beANHAIOT PYHKLMOHAIBHO CBA3aHHbIE MPOLEeCChl, KOTO-
pble pelalT 3a4ayn o6Lero MYHKLMOHA/IbHOIO Ha3HaYeHUs N UCMOoJb3yT 06 Me MOLENN faHHbIX yrnpas-
NfeMbIX UMW CyLHOCTEl. HaumeHoBaHMe KaxKA0i ropnsoHTanbHOM rpynnbl NPOLECCOB OTpaxaeT Ty (PYHKUU-
OHasIbHYI0 061acTb, K KOTOPO OTHOCATCA MPOLLeCChl TPynMbl.

5.1.3 [lekomMno3numsa ropm3oHTasIbHbIX TPYNn MPOLLEeCCOB Ha CTaHAapTHbIE 3/1IEMEHTbI NPOLECCOB Bbl-
MosIHEHa Ha YPOBHSX 2 1 3 06Leil CTPYKTypbl 6usHec-npoueccoB eTOM. [lekomno3numa cnegyeT npuHumny
CTPOroW nepapxuu, Korga Kaxablii 9N1eMeHT accouMMpoBaH TO/IbKO C OAHWUM 3/IEMEHTOM BbILLIECTOSALLEro YpoB-
HA. J1l060/ 3N1eMeHT NpoLEeccoB ABNSETCA YHUKANbHbIM U MMEeT O4HO3HAaYHY0 UaeHTudmrkaumio.

5.1.4 BepTukasibHble Tpymnmnbl MPOLLECCOB MNPeACcTaB/AlT CKBO3HbIE MPOLLECCHI, Hamnpas/ieHHble Ha [A0-
CTWXeHMe 06LWKX ANng rpynnbl 6U3Hec-Leneil opraHmsaummn ceasn. Knaccudumkaumnsa CKBO3HbIX NPOLLECCOB MO
BepTMKa/IbHbIM rpynnam npoLeccoB NPOBOANTCA Ha OCHOBE (DYHKLMOHASIbHBIX XapaKkTepucTuK aTux rpynn.

[ekomno3nuns BepPTUKANbHbIX TPYNn MPOLECCOB Ha YPOBHSX 2 U 3 o6Leli cTpykTypbl eTOM He ocy-
wectenaetca. CTaHAapTHble CKBO3HbIe npoueccbl B eTOM He onpegensawTcs.

5.1.5 CkBO3Hble npoLeccbl MOAENNPYIOTCA C MOMOLbIO CTaHAAPTHbLIX 3/IEMEHTOB MPOL,ECCOB, MOJy-
YEHHbIX B pe3ysibTare AeKOMMO3ULUN FOPU30OHTAsIbHBIX TPYNM NPOLECCOB. O/IEMEHTbLI MPOLECCOB AB/AITCA
MOAYNbHbIMW W MPU MOAENNPOBaHUM NPOU3BOACTBEHHbIX MPOLECCOB MOrYyT OGbiTb MCMNO/Mb30BaHbI NOBTOPHO,
06HOBMEHbI UM 3aMEHeHbl He3aBUCMMO ApYr OT Apyra.

5.1.6 HanoxeHue BepTUKaNbHbIX FPyNn MPOLECCOB Ha ropusoHTasibHble TPynnbl NpoLeccoB obpasyet
MaTpUYHYIO CTPYKTYpYy YpoBHA 1 eTOM. 3Ta CTpyKTypa CAyXWUT OCHOBOW 4715 AEKOMMNO3NLMM TPYnn NpoLeccoB
Ha CcTaHAapTHble 3/1eMeHTbl npoLeccoB ypoBHel 2 n 3 eTOM.

MaTtpuyHaa CTpykTypa oTobpaxaeTca Ha nukrtorpaMmmax CTpyktypbl eTOM, npuBoAuMbIX BMeCTe C Onu-
CaHUSIMW 3/IEMEHTOB CTPYKTYp YpoBHei 1 1 2. MukTorpaMMbl cayxart rpaduyeckuMm CpefcTBOM HaBuraumm no
CTpykType eTOM. BblgeneHne Ha nuKTorpamMmme onpejesieHHbIX 3/1IEMEHTOB MaTpulbl TEMHbIM (DOHOM O3Ha-
yaeT, YTo onucaHne OTHOCUTCA K BblE/IEHHOMY 3/1IEMEHTY CTPYKTYpPbl MEPBOro uavM BTOPOro yposHsa eTOM.

5.2 [pynnbl NpoueccoB ypoBHA 1 B rnaBHoi o6nactn «OCHOBHasA AeATeNbHOCTb»

5.2.1 BepTukasbHble rpynmnbl NPoOLECccoB

5.2.1.1 BepTukanbHble rpynnbl npoueccos «BbinonHeHne 3akaszos» F (fulfillment), «O6ecneyeHne kave-
ctBa» A (assurance) u B «bunnauur» (billing) SBAsOTCA KAMEHTOOPUEHTUPOBAHHBIMW CKBO3HbIMU NpoLeccamu.
[Nns ccblnikn Ha 3T NpoLecchbl B COBOKYMHOCTM MUCMONb3yeTca abbpesmaTtypa FAB no nepsbiM GykBam aHrani-
CKMX HAMMEHOBAaHWIN 3TUX rpynmn.

5.2.1.2 Knaccugukaums CKBO3HbIX MPOLECCOB MO NPUHAANEXHOCTU K BEPTUKa/IbHLIM rpynnam npouec-
COB B rnaBHol o6nactn OPS pomkxHa oCywWwecTBAATLCA B COOTBETCTBMU C (DYHKLMOHANbHbIMU XapakTepucTu-
Kamu aTUX rpynn cornacHo taénuue 3.

Tab6nnya 3— DyHKUMOHA/IbHbIE XapaKTEPUCTUKM BEPTUKa/IbHBIX FPynn NPOLECCOB B rnaBHoi obnactn OPS
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OkoH4yaHne Tabnmuybl 3

BepTvikasibHas rpynna
npoLeccos

Bunnuur

Moonepxka
n obecnevyeHune
rOTOBHOCTM
npoueccos FAB

DYHKLMOHA/bHbIE XapaKTepUCTUKM

CKBO3Hble MpoLecchl rPynnbl 4O/MKHbI 06ecneunBaTtb cregyowme PyHKUMN:

- cbop 3anucein 06 UCMOMIL30BAHUN YCNYT;

- CBOEBPEMEHHAs reHepaLusi CHETOB;

- NpefocTaBfeHne KNreHTaMm uHdhopmauuy Mo GUAMMHIY U MO MCNOMb30BaHWIO NiaTexei
npenounanHra,;

cbop 1 06paboTKa nnaTexel KAMEHTOB;

- 06paboTka 3anpocoB KIMEHTOB OTHOCUTE/IbHO CYETOB, MPeAoCTaB/ieHe MHopMaLMU Mo
COCTOSIHWIO CYETOB M CBOEBPEMEHHOE pas3peLleHne nNpobieM co cyeTamy;

- NofAepxKa npeasapuTesibHOM onnarbl 3a ycnayru

Mpouecchl nogaepxkn n obecneyeHms rotoBHoctn OSR (operations support and readiness)
BK/OYAIOT B CEOS1 CKBO3HbIE NMPOLLECChI YyNpaBAeHUs, TOMMCTUKN, aAMUHUCTPATUBHOW Noanepx-
k1 1 o6ecneyeHns TOTOBHOCTY NpoLieccoB 13 obnact FAB.

MpumevaHna

1 Mpouecckl rpynmnbl, Kak NpaBuio, MeHbLUIE CBA3aHbl C KOHKPETHLIMU K/IMeHTamun 1 ycnyra-
M1, yeM npoueccbl FAB, oHM npegHasHauveHbl Ans obecneyeHnss aHEKTUBHOIO BbINOSHEHNSA
CKBO3HbIX npoveccoB FAB.

2 BblgeneHvie, onpejenieHVe M UCMNo/Mb30BaHWE MPOLECCOB MNOAAEPXKM U obecrneveHust
rOTOBHOCTM OCOGEHHO BaXHbl [/19 MPOLLECCOB 3/IEKTPOHHOTO 6u3Heca W AN YCMNeLHoro
BHepPEeHUs NPOLEeccoB CaMOO6CNyXNBAHUSA K/TMEHTOB.

5.2.2 Topun3oHTa/IbHbIE TPynMbl MPoLLeccoB

5.2.2.1 B rnaBHoi o6nactn «OCHOBHast AeATENbHOCTb» BblAEEHbl YeTbIpe (PYHKLUMOHAbHbIE TOPU3OH-
TaslbHble rpynnbl NpPoLeccoB (CM. pUCYHOK 2). Mpouecchl 3TUX rpynn NOAAEPXUBAOT BbINOSIHEHNE CKBO3HbIX
NpoLLeccoB BePTUKasbHbIX FPYNN 1 YNPaBAsaoT AeACTBUAMU NO NOALEPXKKE KIMEHTOB, YCYyr CBA3WN, PecypcoB
1 B3aVMOAENCTBUIA C nocTaBLyMKaMmu/napTHepamu.

5.2.2.2 Knaccudomkaumsa OyHKLMOHa/TbHbIX MPOLECCOB M0 NPUHALIEXHOCTU K FOPU3OHTaU/TIbHBIM Tpyr-
nam MpoLeccoB B rnaBHOW o6nact OPS fo/mkHa OCYLLEeCTBAATLCA B COOTBETCTBUMM C (DYHKLMOHaIbHbIMU

XapakTepucTMkamMm 3TUX rpynn corfiacHo Taénuue 4.

Ta6nuua 4 — OYHKUMOHAMbHbIE XapaKTepUCTUKN TOPU3OHTasTbHBIX TPYNN NPOLLECCOB B rNaBHoi o6nactn OPS

Fopu3oHTasIbHasA rpynna
npoLeccoB

YnpasneHve
B3aVIMOOTHOLLEHUAMU
¢ knveHTamn CRM
(customer
relationship
management)

I'll.I

Ynpasnexve
1 aKcnayaTaums
ycnyr SM&O
(service management
and operations)

[1F

®YHKUMOHA/TbHBIE XapPaKTEPUCTK

Mpouecchl, HanpaBneHHbIE HA NPUB/IEYEHNE HOBbLIX K/IMEHTOB, HA PaclUMpPeHne 1 coxpaHe-
HIE OTHOLLEHWIA C CYLLECTBYIOLWVMMN KIMEHTaMU.

Mpouecchbl 06CNYXMBAHWS U MOAAEPXKKA KIMEHTOB, BbIMOHAWMECS C UCMO/Ib30BaHUEM
No6bIX BUAOB B3aMMOAENCTBMA: B odoucax, no TenedoHy, yepes VIHTEpHET uin Ha AoMmy.

Mpouecchl, HanpaBeHHbIE Ha yaepXaHue KAMEeHTOB, NPOLECcChl NPSIMOr0 MapKeTUHra, W3-
MeHeHUs Habopa yCcyr, NPOAaXW YCAYT C YAyULlEeHHbIMI CBOWCTBAMU W HOBBIX YCIyT.

Mpouecchbl NpoAax, BKIOUYaoLiMe Kak TPaanLMOHHbIe MPOLECChl PO3HWUYHON MPOAAXM YC-
NYT KNVMeHTaM, Tak 1 Npouecchbl ONTOBOI MPOAAKU YCAYT APYTMM OpraHn3aLysiv.

Mpoueccbl c60pa 1 aHa/IM3a OCHOBHbIX CBEAEHUIA O KNMEHTaX U UX NOTPEBHOCTAX. ATa WH-
chopmauys AoMKHA MCMOMb30BaTLCA A1 NEPCOHUUKALMK NPeaocTaBnseMblX YCyr, agan-
Tauymn UX KTPeGOBaHMSAM K/IMEHTOB M AOCTaBKM NAKETOB YC/yr, a TakKe onpeAesieHns: BO3MOX-
HOCTE N0 YBENMYEHWIO LEEHHOCTY KNMEHTOB /1S OpraHu3aLmm

Mpoveccol, paboTarowue ¢ nHhopmaumein 06 ycnyrax, B TOM Yncne ¢ nHgpopmaumeid o go-
cTyne W NOAKOYEHUN K yC/yraMm, O NPefoCcTaB/IeHUN KOHTEHTa K/IMeHTaMm.

Mpouecchl NpegocTaBneHns, ynpasaeHns u Noaaepxkn yHKLUMOHUPOBAHUSA MHAOKOMMY-
HUKALMOHHbBIX YC/Yr, UCNOJIb3YEeMbIX KIMEHTAMW WM NpeasiaraeMbiX UM.

Mpovecchbl TekyLLero naaHUpoBaHUs NPOU3BOAMUTESNIbHOCTU YCNYT AN OTAE/bHbIX 3aKa30B
Ha ycnyru, nNpouecchbl NPOEKTUPOBAHUA YCYT A1 KOHKPETHbIX K/IMEHTOB.

Mpoueccbl SM&O HanpasfeHbl Ha AOCTXKEHNe TpebyeMoro kayectsa ycyr, obecneyeHve
YO0BNETBOPEHHOCTN K/IMEHTOB napameTpaMu paboTbl U CTOMMOCTbIO YC/yr
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OkoH4YaHne Tabnvupl 4

FopusoHTankHast rpynna DYHKUMOHA/bHBIE XapaKTepUCTUKA

npoLeccoB
Ynpasnexve n Mpovueccol, paboTatwowme ¢ MHGoOpMaumen o pecypcax, T. e € MHopMauvein o6 nHdpa-
sKcnyarauus CTPYKTYpax NpPUAOKEHUA, BbIYUC/IUTENIbHOW TEXHWUKW U CeTeli 3N1eKTPOCBSA3N.
pecypcoB RM&O Mpouecchbl ynpaBneHns pecypcamy, 3aAelCTBOBaHHbIMW [ANsi NpefoCcTaBfieHns W Moj-
(resource LEPXKN YCYr, NCNOJb3yeMbIX KITMEHTaMW UK npegsaraembix 1.
management and Mpouecchbl HEMNOCPEACTBEHHOTO YNpPaB/iEHNs] BCEMM PecypcamMun, NpuUHaIexalMn opra-
operations) HU3AUMM CBS3M, B TOM YUC/IE CETEeBLIMM 3/IEMEHTaMM, cepBepaMu, PabourMu CTaHLWAMM,
MapLupyTusaTopamMi 1 KOMMyTaTopamu.
Mpoueccbl nopaepxkn 6ecnepeboiiHOro hyHKUMOHMPOBaHWA MHPPACTPYKTYpbl CeTei
Ll 3/1EKTPOCBA3N 1 UHAIOPMALMOHHbLIX TEXHOMOIUIA AN NPefoCTaBNeHNS KIMEHTaM 3akasaHHbIX
ycnyr. 3ajaveli 3TMX NPOLLECCOB ABNSETCA obecneyeHne JOCTYMHOCTU MHApPacTpyKTypbl Ans
I5 r yCAyr U COTPYAHUKOB OpraHusauumn, a takke nojjepxaHvwe ee cnocobHOCTV oTBevaTtb Tpebo-
BaHUSIM YCMyr, KIMEHTOB U COTPYAHMKOB.
Mpouecckl cb6opa MHOPMaLMM 0 pecypcax C CeTeBbIX 3/IEMEHTOB WM C CUCTEM yrnpas-
NIeHnsa 3TUMK 3M1eEMEHTaMM, NPOLECChl MHTerpauun, Koppensuum cobpaHHoi nHdopmaummn un
COCTaB/IEHNA CBOAHbLIX OTYETOB AJ1s1 Nepedayn Ha YPOBEHb YNpaBneHWs ycsyramu Win Bbl-
NOJIHEHNS1 HEOBXOAMMbIX AENCTBUIA C pecypcamu
YnpaBneHvne Mpouecchbl NprobpeTeHns NMPOAYKTOB M yCNyry NOCTaBLUMKOB M MAPTHEPOB. 3T NPOLECChI

B3aMMOOTHOLUEHUSIMU  TECHO CBs3aHbl ¢ npoueccamm CRM opraHv3auuii nocTaBLIMKOB/NapTHEPOB.

C nocTasLyukamm/ .
MpumeyaHue— Mpouecchl NPOAAKA OpraHu3almeil cBovMx NPOAYKTOB UM yc/yr nap-

napTHepamu
S/PRM THeEpaMm WM KAveHTam OTHOCATCA K rpynne npoueccoB CRM, B 3TOM cfiyyae opraHusauus
(Supp”er/partner BblCTyI‘IaeT B pOﬂVI I'IOCTaBUJ,I/IKa.
relationship o
[Mpoueccol, OCyLLEeCTB/AIOLWNE HENoCpeACcTBEHHOE B3aVMOENCTBME CO CKBO3HbLIMU KK-
management)

EHTCKMMU npoLieccaMun UM OyHKUMOHaIbHLIMU NpoLeccaMn nocTaBLUKOB/NapTHEPOB, B TOM
yucne NPoLUEecchl, BLINOMHALWYE Creaytowme yHKLN:
- BbICTaB/IEHME 3a51BOK W MPOC/IEXUBAHNE WX BbINOSIHEHWUSA BM/IOTb 40 MOCTABOK,;
- Npeo6pa3oBaHVe 3asiBOK B (hopmaThbl, HEO6XOAMMbIE BHELUHUM MpoLeccam;
rI—I r - 0obpaboTka npobnem;
- MpoBEpKa faHHbIX GUIIMHIA 1 CAHKLMOHVPOBAHUE MaTEXEl;
-ynpaB/ieHne Ka4yecTBOM NPOAYKTOB MOCTaBLUMKOB/MapTHEPOB

5.3 pynnbl NPoOLECCOB YPOBHS 1 B rNaBHOI o6nactn «CTpaTerusi, MHpPacTpyKTypa
N NPOAYKT»

5.3.1 BepTuKa/ibHble rpynmnbl NPOLEeCcCOoB

5.3.1.1 B rnasHoii o6nactn SIP BbigeneHbl TpyU BepPTUKasibHbIE TPYMNMbl CKBO3HbLIX NPOLECCOB, Npeg-
CTaB/IeHHble Ha puCyHke 2. Bce cKBO3HbIE MpoLEecChl 3TOM 06/1acTU peLlatoT 3ajaun cpeHecpoYHol 1 Aoro-
CPOYHOI NepcnekTuBbl.

5.3.1.2 BepTukanbHble rpynmnbl NPOLECCOB NMEIT cneaytollee HasHayeHue:

- rpynna npoueccoB «CTparernsa n obssarensctBa» S (strategy and commit) cdhopmupyeT cTpaTervio
pasBuUTUS opraHn3aunn CBA3W M ycTaHaBMBaeT 0b6a3aTeNbCcTBa nogpasnesieHussM no ee BbINOSHEHWIO;

- Tpynna MnpoLeccoB «Ymnpas/ieHne XU3HEHHbIM UMKIOM WHpacTpykTypbl» | (infrastructure lifecycle
management) npegHasHayeHa A1 NPOEKTUPOBAHUS U BHEAPEHUS HOBOW MHMPACTPYKTYpbI;

- Tpynna NpoLECCOB «YNpPaB/IEHNE XM3HEHHbIM LUKAOM npogykTa» P (product lifecycle management)
npegHasHayeHa An1s paspaboTkn 1 BHEAPEHUS HOBbIX NPOAYKTOB W YCAyr, npeanaraembix KiMeHTam.

5.3.1.3 Knaccudgomkaums CKBO3HbIX MPOLECCOB MO MPUHALIEXHOCTU K BEPTUKa/IbHbIM rpynnamM npouec-
COB B rnaBHoi 06nactn SIP fo/mxHa OCYyLLEeCTBAATLCA B COOTBETCTBUM C (DYHKUMOHA/IbHLIMY XapakKTepucTu-
Kamu 3TuX rpynn corfacHo taénuue 5.
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Ta6nuya 5— ®yHKLMOHA/IbHBIE XapaKTEPUCTUKN BEPTMKaA/IbHBIX TPYNM NPOLECCOB B rNaBHoi obnactn SIP

BepTyvkanibHas rpynna
npoLeccoB

Crparerns u obsA3aTenscTea

Ynpasnexve
XW3HEHHBIM LIMK/I0M
NHAPaCTPYKTYpPbI

%

YnpasneHve
XMU3HEHHbIM LIMKIOM MpoAyKTa

?

®YHKLMOHA/BHBIE XapPaKTEPUCTUKM

CKBO3Hble MpoLecchl (HOPMUPOBAHWS CTpaTervii opraHusauum CBa3W, KoTopble
[O/MKHbI Peann30BbIBATLCS FPynnamyi NPoLEcCOB YNPaBieHUs XNU3HEHHBIM LIMK/IOM
VHPaCTPYKTYpbl 1 NPOAYKTOB.

CKBO3Hble MPOLECChl NAHNPOBaHUS 0653aTENLCTB MO OCYLLECTB/IEHWIO CTpaTe-
TMiA. 3TV NpoLECcChl OXBATbIBAIOT BCE YPOBHU AESATE/IbHOCTU OpraHu3auum oT pbiHKa,
K/IMEHTOB W MPOAYKTOB, YEPE3 YCNYIi U PECYPCHI K BOBMIEYEHMIO NapTHEPOB M NOCTaB-
LUMKOB A1 AOCTUXXEHNS NOCTABEHHbIX LieNeil.

CKBO3Hble NMPOLECCHI aHa/IM3a TekyLel fesTenbHOCTU U yNpaBieHUs BbINO/HEHN-
€M MNPUHATLIX 06A3aTeNbCTB, B TOM UMC/e NPOBEepKa YCMNewHOCTU 1 3dIEKTUBHOCTM
cTpaTeruii, a Takke BHECEHWe, Mpu HEOBGXOAMMOCTH, KOPPEKTUPOBOK B CTpaTEru

CKBO3Hble MnpoLecchl pa3paboTku, NAaHWPOBaHUS U peasm3aumm Bcex pabdoumx
VHPPaCTPYKTYp opraHmsauun (MPUIOXKEHWIA, BbIYUCANTENBHON TEXHWUKU W CceTeit
3/1EKTPOCBA3N), a Takke WUHAPACTPYKTYP NOAAEPKKA (LLeHTPOB ynpas/ieHus).

Mpoueccsl rpynnbl ycTaHaBAMBAKOT HOBble TpeboBaHWA 1 onpefensoT HOBble BO3-
MOXHOCTW, paspabaTbiBaloT HOBYHO WM YNYULIEHHYI0 WH(PaCTPYKTypy AN paclum-
PEHVS NIMHENKN MPOAYKTOB, CHYDKEHUS CTOMMOCTW U y/YYLIEHNS KayecTBa NMPOAyKTOB

CKBO3Hble MpoLecchl pa3paboTky, NIaHNPOBaHWs, NPOEKTUPOBaHWS, peasim3auum
1 BHEAPEHUS BCEX NPOAYKTOB OpraHm3auuy CBa3w.

Mpouecchl aHanM3a pbiHka, TPe6oBaHWn KMEHTOB, Tpe6GoBaHUli K kayecTBy Mpo-
[YKTOB, NPeAsiOXeHUA KOHKYPEHTOB W MOAFOTOBKA MO pesy/nibTaTtaM aHaim3a pelle-
HUiIA N0 COBEpPLUEHCTBOBaHUIO NPOAYKTOB.

Mpouecchl ynpaBneHns npoayKTamu U NpoABUXKEHNS NPOAYKTOB B ONpeAeneHHbIX
CErMeHTax pbiHKa

5.3.2 Topu3oHTasIbHbIE TPYMMbl NPOLECcCcoB

5.3.2.1 B rnaBHoi o6nactu SIP BblaeneHbl YeTblpe rOpU30oHTasIbHbIE TPYNMbl PYHKLMOHAIbHbIX NpoLec-
COB (CM. pUCYHOK 2). [pouecchl 3TUX rpynn NoAAepXMBatoT BbINOSIHEHME CKBO3HbIX MPOLECCOB BEPTUKA/IbHbIX
rpynn v ynpasnsioT ecTBUAMU MO NOAAEPXKKE MapKeTUHra/npeaoXeHns NpoAyKToB, YCAyr CBA3M, pecypcoB
N B3aVMOAENCTBUIA LienoYeK nocTaBoKk.

5.3.2.2 Knaccudpmkaumsa pyHKUMOHa/IbHbBIX NPOLECCOB MO MPUHAAIEXHOCTU K FrOPU3OHTasIbHbIM pyM-
nam MpoLeccoB B rnaBHoi obnact SIP fo/mkHa OCYLLEeCTBAATLCA B COOTBETCTBUN C (DYHKLMOHA/IbHBIMU Xa-
pakTepucTukaMu 3TuUX rpynn cornacHo taénuue 6.

Ta6nuua 6— PyHKUMOHASIbHbIE XapaKTEPUCTUKA FOPU3OHTa/bHBLIX FPYNN NPOLEeccoB B raBHol obnactu SIP

"opu3oHTasIbHaA rpynna
npoLeccoB

YnpaBfieHne MapkeTUHrom

®YHKLMOHA/bHBIE XapaKTePUCTKM

Mpouecchl nocTaBLimka MHDOKOMMYHUKALMOHHbLIX ycnyr, pa6oTarwlme ¢ uHopma-

1 NpeasIoKEHNEM umeli o Tekylleil U NepcnekTUBHOV NPOW3BOACTBEHHOV AesTeNbHOCTU. 3TW MpoLecchl
npogykra M&OM peLarT cnegylowme 3agaqn:

(marketing and offer

- pa3pa6oTka cTpaTernii ¥ HOBbIX NPO/YKTOB;

management) - hopMMpOBaHNE PbIHKOB W KaHaoB CObITa;
- yNpaBe/fieHne CyLLeCTBYIOLMMM NPoAyKTamu, LeHoobpa3oBaHueM, Npogaxamu v ka-
Haflamu cbbITa;
- peanu3auunsi cTpaternii MapkeTuHra n npeasiokeHns MHOKOMMYHMKaLMOHHBIX Npo-
(?'I [YKTOB W yCnyr.
Mpovuecchl rpynnbl JO/MKHbI 06ecneyrBaTh BbINOMHEHNE 06583aTebCTB OpraHu3aLmm

Mo MOJyYEHWIO JOXOAOB, BbIMYCKY NPOAYKLMM, NPUGLLISM 1 yBbiTKam

10



OkoH4YaHne Tabnmupl 6

Fopur3oHTasIbHas Tpynna
npoLeccos

Pa3paboTka n ynpasnexHme
ycnyramm SD&M
(service development and
management)

n

H

Pa3pab6oTka u ynpasneHue
pecypcamu RD&M
(resource development
and management)

%o

Pa3paboTka 1 ynpasneHve
Lenoykamm nocTaBoK
SCD&M
(supply chain development
and management)

H
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®YHKLMOHA/bHbIE XapaKTepUCTUKM

Mpouecchl NIaHMPOBaHUS, PaspaGoTKM W MOATOTOBKW YCAYr AN UX MOC/enytolero
NCMONb30BaHKS MpoLeccaMu B rnaBHoin o6nact OPS. B rpynny BXoAsT npoLecchl ¢op-
MUPOBAHWSI CTPATEIMIA MO CO34aHMI0 U MPOEKTUPOBAHWMIO YCAYT, YNPABeHUs CyLLEeCTBYO-
LMK yClyramm, o6ecrneyeHnst NPou3BOACTBEHHbIX BO3MOXHOCTE! A1 YA0B/IETBOPEHNS
OXWAAEMOro Crpoca Ha ycsyru

Mpovueccbl NnaHuposBaHus, pas3pabdoTkn W NOATOTOBKM PECYpcoB, HEOBXOAMMbBIX NPO-
ueccam B rnaBHoi o6nactn OPS gns npefocTaBfieHNs KAMeHTam ycnyr u npoaykTos. B
rpynny BXOAAT npoLecchl (hopMmMpoBaHMs cTpaTernii no paspaboTke CeTeBbIX PecypcoB
N Apyrmx rsnyeckmx/nornyecknx pecypcoB opraHnsauun, BHeAPEeHUs HOBbIX TEXHOJ0-
rMin 1 obecneyeHns B3aMMOAENCTBUA C CYLLECTBYHOLLMMUN TEXHONOMMAMU 31EKTPOCBA3N,
yrnpasneHus CyLLecTBYIOWUMIN pecypcamiu, obecrneyeHns Npon3BOACTBEHHbIX BO3MOXHO-
CTeil ANs yoOBNETBOPEHUS OXMAAEMOrO crnpoca Ha ycnyru

Mpouecchl B3aMOAEHCTBUSI ¢ NOCTaBLLMKaMu/NapTHEPaMK, YYaCcTBYIOLMMA B LIENoY-
Kax nocTaBoK.

Mpouecchbl rpynnbl pellatoT creayrolmne 3aa4n:

- BbIGOP NYYLLINX MOCTaBLIMKOB/NAPTHEPOB;

- obecneyeHre cpeacTBamMm B3aMOAENCTBYS C NOCTaBLLUMKaMK 1 NapTHepamu;

- o6ecneyeHre CBOEBPEMEHHOI MOCTaBKM MPOAYKTOB B LIENOYKE MOCTABOK;

- hopMMpoBaHNe 1 NOALEPXKKA BCEX MHDOPMALMOHHBIX MOTOKOB;

-ynpasneHne Heob6XoAMMbIMM NPeo6pasoBaHNAMMU AaHHbLIX NPU B3auMOAeCcTBUAX C
nocTaBLiMKaMu/napTHepamu;

- ynpaBneHne (UHaHCOBLIMM MOTOKaMU C NoCTaBLVKaMu/napTHepamu

5.4 T'pynnbl NPoLECCOB YPOBHSA 1 B rNaBHOW 06/1aCTU «YNpaB/ieHWe opraHusauunen»

5.4.1 K rnaBHoi o6nactm EM OTHOCATCS Npouecchl ynpaB/eHUss AesiTeNbHOCTbIO B MacliTabax opra-
HM3auunM 1 Mpouecchl, NPYMEHAEMbIE K OpraHm3auuMv B UesioM. 3TU NPOLLECChl OXBaTbIBAKT BCE MPOLECCHI
ynpas/ieHnss GU3HECOM OpraHuM3auum CBA3M:

- nogfepxka paboTbl opraHn3aummn B LesioM, B TOM Yuc/ie npouecckl hHaHCOBOr0 ynpas/ieHus, yrnpas-
NIeHVA1 NMPaBOBbLIMY OTHOLLEHUSAMY, YNPaB/IEHUS BLINOIHEHNEM AVPEKTUB PEerysmpyowux opraHos, ynpasse-
HVS CTOMMOCTBIO U KA4YeCTBOM MPOAYKLNN;

- BblpaboTKka KOpNopaTMBHON NOAUTUKW, CTpATErnini U HanpaBneHuii AeaTeNbHOCTY,

- chopMynupoBaHue Lenei 1 BbiNyCK PYKOBOACTB A5 BM3Heca opraHusaumu B LLe/IOM, B TOM yucie pas-
paboTka 1 NNaHnpoBaHue cTpaTernii pasBuTUS apxXMTEKTYpbl OpraHu3aumu;

- ynpas/ieHe BHYTPEHHUMM npoueccamn opraHusalmu, B TOM YnUC/ie BbINO/IHEHMEM MPOEKTOB, YY4EeTOM
€ce6ecToMmMocT U 06BEMOB BbiMycka NPOAYKLUN.

5.4.2 PacnpepeneHve NpoueccoB rfaBHoi obnactu EM no rpynnam npoueccoB ypoBHA 1 (CM. pucy-
HOK 2) [O/IXHO OCYLLECTBNATLCA B COOTBETCTBUM C (PYHKUMOHA/IbHBIMU XapakTepucTukammn aTux rpynm, npu-

BefeHHbIMK B Tabnuue 7.
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Tabnuua 7— PyHKUMOHA/bHbIE XapaKTEPUCTMKM TPyNn NPOLECCOB YPOBHSA 1 B rnaBHO o6nactn EM

pynna npoLieccoB

MnaHnpoBaHue ctpaTerum

1 pasBUTUSI OpraHu3aumn

(strategic and enterprise
planning)

YnpaBsneHue
prckaMn opraHusaumm
(enterprise risk management)

LL

Ynpasnexve
3hHEKTUBHOCTbIO
opraHusauum
(enterprise effectiveness
management)

ol

YnpasneHve
3HaHUSAAMU OpraHm3auum
1 uccnegosaHnaMm
(knowledge and research
management)

YnpasneHue
hvHaHcamu 1 akTMBamMm
(financial and asset
management)

T
T3

12

DYHKLUMOHA/TbHBIE XapaKTepUCTUKN

Mpouecchbl pa3paboTkn cTpaTernu v NJaHoB PasBUTMS OpraHU3aLmm CBA3U.

CTpaternyeckoe nnaHNpoBaHue BKIIOYAET B cebs cnegytoLiye npoLecchbr:

- onpejeneHvie HanpasneHuii pasBuTUa GusHeca opraHmsaumu;

- BbIGOP PbIHKOB A1 MPOABUXEHUSI NPOAYKTOB;

- onpegeneHvie TpeboBaHUii K OMHAHCYPOBAHWIO;

- MOAroTOBKA PEeKOMeHAaLMiA Mo NpuobpeTeHnsaM, KOTopble MOTYT YCUANTb (hUHAH-
COBbIE WM PbIHOYHbIE MO3MLMK OpraHn3aumn.

Mpouecchbl NNaHMPOBaHWA Pas3BUTMS OpraHM3auuy OCYLLEeCTBAAIT pa3paboTky u
KOOpPAVHALMIO BbIMOSIHEHMS O6GLLEro nnaHa MPOW3BOACTBEHHOW AeATeNbHOCTU opra-
HM3aumK, BKOYatoLLero B ce6sl niaHbl 4151 BCEX OCHOBHbIX CTPYKTYPHbIX €4UHUL, Op-
raHM3auuu.

Mpouecchbl ynpaBneHuss apxMTeKTypoii opraHv3auuu, onpefensiowye Hanpasne-
HUS pasBUTUSE MHAPOPMALMOHHBLIX TexHonornin (UT), obecneumBarolme MNOATOTOBKY
PYyKOBOAALMX AOKYMEHTOB U NonuTuk UT, yTBepxaeHue 6omxketa UT

Mpouecchl yNpasBneHnst puckamu BK/OHatoT B ce6sl BbISB/IEHUE PUCKOB W Yrpo3 f0-
X04am WM penyTauuy opraHu3auyu, BbINOSIHEHWE HEOGXOAMMBIX YNpaBAALWMX aeii-
CTBUI ANS1 MUHUMMU3ALMA U YCTPAHEHUSI B/IUSIHUS BbISIB/IEHHbBIX PUCKOB.

MprvMeyaHue— BblsiBEHHbIE PUCKM MOTYT GbiTb (OU3UYECKUMU WM JIOTU-
UECKUMU/BUPTYasibHbIMI. YCMELLIHOE YNpaB/ieHne puckamyi No3BOJISIET opraHv3aLun
BbIMOJIHATL CBOM KPUTUUYECKN BaXKHble (DYHKLMW, MPOLECCHI U MPUIOXKEHUS B YC0BU-
AX CEPbEe3HbIX WHUMAEHTOB, CBSi3aHHbIX C yrpo3amu/HapyweHusimu 6e30nacHocTv ©
nonbITKAMM MOLLIEHHWUYECTBA.

Mpouecchbl NOArOTOBKM M NpefocTaB/eHNs] UHCTPYMEHTa/IbHbIX CPeACcTB, MeTogo-
noruit 1 yyebHbIX KypcoB An1s ob6ecneyeHnss paumoHanibHOro 1 athpekTnBHOro ynpas-
NeHVs MPOU3BOACTBEHHOW AESATENbHOCTLIO OpraHu3aLmi.

Mpoueccol, Hanpas/ieHHble Ha COBEPLUEHCTBOBAHME MNPOM3BOACTBEHHLIX MpoLec-
coB, obecneyeHne apHeKTUBHOCT MPOLLECCOB YNpaB/ieHUs nporpammamy pasBuTHs
1 NpoekTamu, MPOLLECCOB YMNpaB/EHNA KayecTBOM MPOAYKLMM W NPOW3BOAUTENbHO-
CTbt0 OpraHusaumu

Mpouecchbl ynpaBfieHNst 3HaHWAMW OpraHusauumn, UCCNefoBaHUAMU TEXHOSOMWA,
NPUMEHSIEMbIX B OpraHu3aLuun, W OLEHKU LenecoobpasHoCT NPUOBPEeTEeHUs] HOBbIX
TEeXHOJ0r it

Mpouecchbl ynpasfieHnsi thMHaHcamy obecneunBaloT O6LLee yrpaB/ieHne y4yeToM
[I0X0f10B OpraHusaumv. OHW peLlaoT crieaytolime 3afaun:

- c60p AaHHbIX, MOAFOTOBKA OTYETOB W aHa/IM3 Pe3yNbTaToB AesTeIbHOCTU opra-
HU3aLN;

- YUeT KpeauTOPCKOi 1 Ae6UTOPCKOI 3aA0/KEeHHOCTe;

- YYeT 3aTpar;

- rapaHTMpoBaHne [0X0A0B;

- MOATOTOBKA MATEXHbIX BefOMOCTel;

- NOArOTOBKA WTOTOBOrO GaslaHca;

- NNaHWpoBaHWe 1 onsarta HasoroB..

Mpouecchl ynpaBneHUst akTyBaMy yCTaHaBIMBAIOT NOMIMTUKY akTUBOB, KOHTPOSIMPY-
10T IBUXEHWE aKTUBOB W YNPaB/sAOT NOJHbIM 6yXrantepckuM 6anaHcom opraHvsaLmn
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OkoH4YaHne Tabnuubl 7

Mpynna npoueccos ®YHKLMOHA/IbHbIE XapaKTepUCTHKV
YnpaBneHue OTHOLLEHUAMU Mpouecchl ynpaBneHUsi OTHOWEHWUSIMW C 3auHTEPECOBAHHbIMW CTOPOHAMU W
C 3aUHTEPECOBAHHLIMM C BHELUHUMMW OpraHn3aumsiMu.
CTOPOHaM¥ 1 BHELUHUMU

MpumeyaHuna

1 K 3auMHTepecoBaHHbIM CTOPOHaM OTHOCATCA MOCTaBLUMKU/NApTHEPDI, aKuWoHe-
pbl, O6LLECTBEHHbIE OpraHn3aLuu.

2 K BHeLHVM opraHnsaunsam OTHOCATCA PerysimpytoLiMe opraHbl, MECTHbIE OpraHu-
3auun (Ha ob6cnyXxMBaemoin TeppuToprmn) N 06 bEANHEHNS KTMEHTOB.

3 TMNpvMepamn NPOLLECCOB TPYMIbl ABMAIOTCA OTHOLIEHMS C akKUMOHepamu, BHELU-
HMe CBA3W, TPYAOBble OTHOLLEHUS U CBA3MN C 06LLECTBEHHOCTLIO

CBA3AMM
(stakeholder and external
relations management)

?

YnpasneHue nepcoHaiom [Mpouecchl ynpas/ieHnss NepcoHasioM peLlatoT criefyowme 3afavn:
(human resources - COCTaB/IEHME LUTATHOrO pacnucaHus 1 ycTaHOB/IeHNE AO0/HKHOCTHBIX OK1aio0B;
management) - KoopAvHauma atTecTaumn COTPYAHUKOB U ykasaHuii Mo Ha3HayeHuto 3apaboTHo
nnarbl;
- yCTaHOB/IEHNE NOJINTMKM MO YNpPaB/IeHNIO NMEepPCOHasIOM W MporpaMM MooLLpeHns
nepcoHana;
rT - ynpas/fieHve TpyAOBbIMA OTHOLUEHUAMW, B TOM 4YuC/ie 3aKNlOYEHUEM KONNEKTUB-
T3 HOro 4orosopa;

- pa3paboTka NporpamMbl OXpaHbl TPYAa;

- pa3paboTka npasua aTTecTauuy COTPYAHWUKOB W JOMKHOCTHBIX MHCTPYKLUMIA;

- NOArOTOBKa Nporpamm 06y4eHus;

- BbIpaboTka NOIUTVKK MO MPUEMY, YBOSIbHEHWIO U OTCTPAHEHWIO OT JO/HKHOCTU CO-
TPYLHUKOB;

- pa3paboTka OpraH13aLMOHHONM CTPYKTYpbl OpraHM3auuy 1 KoopauHauusa npouec-
COB peopraHusauuu

6 BHelHMe B3aumMoaencTBus

6.1 O6Lwasn cTpykTypa 6usHec-npoueccos eTOM, npuBefeHHas Ha pUCYHKe 2, NpegycmatpuBaeT B3au-
MOAENCTBMA C BHELUHVMMW yYacTHUKaMWN AeATEeNbHOCTU opraHusaunn. BzaumoaeicTBmns opraHnsaumm ¢ BHeLw-
HAMW yYaCTHUKaMWN SESATENIbHOCTM MOTYT OCYLLECTBASATLCS C MOMOLLbIO Pa3/INYHbIX MEXaHW3MOB, B TOM YuC/E:

- M0 3NEKTPOHHOI nouTe uamM no dakcy;

- C NOMOLLBIO KOHTaKT-LLEHTPOB;

- uepe3 Web-noptasbi;

- NyTEM aBTOMaTU4eCKUX TpaH3akuuii Tuna 6usHec-6musHec B2B (business-to-business).

6.2 0N oToGpakeHWss MecTa, KOTOpOe 3aHMMaloT MPOLECCHI BHELUHMX B3aMMOAENCTBUIA B OOLLEl
CTpYKTYpe 6usHec-npoueccos eTOM, BBOAATCA AOMNOSHUTESNbHbIE 3/IEMEHTbI «BHELUHAS cpefa», «CTopoHa
NPo4aXMU» U «CTOPOHA MOKYMKW», Kak 3TO nNpeAcTaB/ieHO Ha pUcyHke 3.

BHewwHsa cpega mogenupyeT TOProBbiX NapTHEPOB OpraHuM3auMu, a Nosocbl «CTOPOHa NPOAAXKM» U
«CTOpPOHA MOKYMKM» YKa3blBarOT MECTO OCHOBHbIX TOProBbIX NPOLECCOB B 06Leli CTpykType eTOM.

6.3 B cnyvasx, Korga BHeLHVEe B3avMOAENCTBUS OpraHv3auyy OCYLLECTBASIOTCA C MOMOLLbIO TpaH3ak-
uvii Tuna B2B, opraHu3auum MOXeT noTpeboBaTbCs MCNOo/b30BaTh NPUHLMILI B3AUMOAENCTBUIA, OCHOBaHHbIE
Ha KOHLEeNuUMMn COBMECTHO MCMNOJb3yeMbIX 06LIMX NPOLECCOoB, NMPUMEHSEMbIX A1 CUHXPOHM3ALUMN BHYTPEH-
HVX MPOLLeCCOB TOProBbIX NapTHEPOB.

31 obuwme AN 3M1EeKTPOHHON TOProBAM MPOLECChl UMEKT CTOPOHbI «MOKYMKa» W «npofaxka», KOTopble
yyacTBYIOT MpY B3aMMOAENCTBUSIX OpraHn3aumm ¢ ee nocrasLyukamu/napTHepamu.

13
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<T KnneHt

CTOpOoHa npojaxu

Bowws= oow

CTOpOHa MOKYMKN

MocTaBLWMKW/NapTHEPbI

YnpasneHue opraHusauyen (EM)

AKUMOHEPBI ) ( CoTpyaHVKM i Q QJpyrve 3anHTepecoBaHHble |
CTOPOHbI

PucyHok 3 — O6was cTpyktypa €TOM 1 BHELLHsAs cpeja

6.4 O6was cTpyktypa eTOM gomkHa npegycMmaTpuBaTb cpeacTsa npeobpa3oBaHMs NOTOKOB AAHHbIX B
COOTBETCTBUMN C TPE6GOBAHUSIMW BHELUHMX MPOLLECCOB MOCTaBLLMKOB/MApTHEPOB NpK B3avMOAENCTBUAX opra-
HM3aUMM C 3TUMK YyYaCTHUKAMU COBMECTHOI AeATeNbHOCTH.

7 MeTon moaenMpoBaHMA NMOTOKOB MpPOLLECCOB

7.1 MeTogonorna MoAenmpoBaHus NOTOKOB NPOLECCOB AO/MKHA MCNOMb30BaTbCA A5 NPOEKTNPOBaHUSA
NOTOKOBbIX AvarpaMM NpOLECcCcOB OpraHusauuy CBA3M C UCNOJIb30BaHMEM CTaHAapTHbIX 3/IEMEHTOB MpoLec-
COB, onpefeneHHbIx B eTOM.

7.2 MeTogon0rMa UCnosb3yeT nepapxmuyeckyro 4eKOMNO3NLNI0 NS CTPYKTYPUPOBaAHUS CNOXHBIX CYLL-
HocTeli Ha hopmanun3oBaHHbIe KOMMOHEHTHI. [eTanu3auns NpoLeccoB BbIMOJHAETCH CUCTEMATUYeCKUM 06-
pasom.

Kaxapll cTaHgapTHbIR 3nemeHT npoueccoB eTOM mMmeeT geTasibHOe onucaHue, KOTOpoe BK/YaeT B
cebs uenu npouecca W, NpM HEOBXOAMMOCTU, €r0 OCHOBHblEe BXOAbI/BbIXOAbl, UHTepdeickl, TpeboBaHns K
MHPOPMALMOHHBIM MOAeNsAM 1 61u3Hec-npasuna.

7.3 MogenmpoBaHue CKBO3HbIX MPOLLECCOB OCYLLECTBAETCA NnyTem rpadduyeckoro npeacraBfieHns no-
criefoBaTesIbHOCTW BbINOIHAEMbIX 3/1IEMEHTOB NPOLECCOB C yKasaHueM nepefasaemMblX MEXAY HUMU AaHHbIX.

14
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HaumeHoBaHuA n 0603HaYeHuA rpynn npoueccos eTOM

A.1 HaumeHoBaHus u o6o3Ha4eHWs rmaBHbIX obnacTtel npoueccoB eTOM fomxHBI COOTBETCTBOBATL NPUBEAEH-

HbIM B Tabnuue A.1.

Tabnuuya A1

O6o3Ha4YeHue rnaBHo obnacTu

HaumeHoBaHue rnaBHol obnactu

AHIMUACKUI SKBUBANEHT HAUMEeHOBaHUS

OPS OcHoBHas feATenbHOCTb Operations
SIP Crpaterus, nHdpacTpyKkTypa U npoaykT Strategy, infrastructure and product
EM YnpasneHue opraHusavuei Enterprise management

A.2 HaumeHoBaHus 1 0603Ha4eHUs rpynn npoLeccos B rmasHoi obnactn OPS f0nkHbl COOTBETCTBOBaTL NpUBe-
JeHHbIM B Tabnuue A.2.

Tabnunuya A2

rpyonizf:zii:v;ios HaumeHoBaHWe rpynnel npoLeccos AHITIMACKUI SKBUBANEHT HAUMEHOBaHUA

OSR Moanepxka M obecnevyeHne roToBHOCcTU npoueccoB | Operations support and readiness
OPS

F BbinonHeHue 3aka3oB Fulfillment

A ObecneyeHne ka4ectsa Assurance

B Bunnuxr Billing

CRM YnpaeneHne B3aMMOOTHOLLEHUAMU C KNUEeHTaMn Customer relationship management

SM&O YnpaeneHue U aKkcnnyaTauus ycnyr Service management and operations

RM&O YnpaeneHue u aKkcnnyaTalua pecypcos Resource management and operations

S/PRM YnpaeneHue B3auMOOTHoLLeHUsIMU ¢ nocTaBlmkamu/ | Supplier/partner relationship management
napTHepamu

A.3 HanmeHoBaHMs 1 0603Ha4eHUs rpynn npoueccoB B rnaBHoi obnactu SIP gomkHbl COOTBETCTBOBATL NpUBE-
[leHHbIM B Tabnuue A.3.

Tabnuuya A3

rpﬁng:;t;i:lgios HaumeHoBaHe rpynnbi npoLjeccos AHIMINACKWIA SKBMBANEHT HAMMEHOBaHUS
S Crpaterusi u obasartenscrsa Strategy and commit
| YnpaBneHune XW3HEHHbLIM LMKITOM UHpaCTpyKTypbl Infrastructure lifecycle management
P YnpasneHne X1U3HeHHbIM LIMKIOoM NpoAyKTa Product lifecycle management
M&OM YnpaeneHne MapKeTUHIOM 1 Npeanoxennem npogykra | Marketing and offer management
SD&M Pa3spaboTka 1 ynpaeneHue ycnyramu Service development and management
RD&M PaspaboTka 1 ynpaBneHue pecypcamu Resource development and management
SCD&M PaspaboTka 1 ynpaeneHue Lenovkamy noctaBok Supply chain development and management
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A.4 HaumeHoBaHWS rpynn nNpoLeccoB B rnaBHoW obnacty EM [omXHbI COOTBETCTBOBATbL MPUBEAEHHLIM B
Tabnuue A4.

Tabnuuya A4

HaumeHoBaHue rpynnbl npoLeccoB AHITIMIACKWIA SKBUBANEHT HaUMeHOBaHNSA

[MnaHupoBaHue cTpaTernu 1 pasBuTUA opraHusaumm Strategic and enterprise planning
YnpaBneHue puckamu opraHusaumm Enterprise risk management
YnpasneHne sppeKTUBHOCTLIO OpraHn3aLmm Enterprise effectiveness management
YnpasneHue s3HaHUsAMU opraHusauuy n uccnefoBaHuamm Knowledge and research management
YnpaBneHue puHaHcaMn U akTuBamm Financial and asset management
YnpaBneHue OTHOLLEHUAMU C 3auHTepecoBaHHbIMKU cTopoHaMu U | Stakeholder and external relations management
BHELLUHWMU CBA3AMM
YnpaeneHue nepcoHanomM Human resources management
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