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BesepeHune

Ipynna ctaHgapToB «PacluinpeHHasa cxema fesTeNbHOCTV opraHusauum ceasm (eTOM)» paspaboTaHa ¢
yyeToM pekoMeHAauuii M.3050.X cektopa cTaHAapTu3auuy a/1eKTpocBasn MexayHapogHoro cor3sa af1ekTpo-
cesa3n (MCO-T).

PekomeHgaunn no eTOM (Enhanced Telecom Operations Map) BXoAAT B COCTaB CEPMU PEKOMEHALNIA
M.3xxx MC3-T. koTopas ctaHgapTusupyeTt «CeTb ynpasneHus 3nektpocssasbio» TMN (Telecommunications
Management Network) — mogenb ynpasneHus obopyfoBaHuem, CETAMU U yCnyramu 371eKTPOCBA3N.

CraHgapTel €eTOM ycTaHaBnMBalOT KlacCUUKALMOHHYI0 CXeMy MpPOU3BOACTBEHHbLIX MPOLLEeccoB
opraHu3auuii CBs3W, TEPMUHOJONNIO, METO[ Wepapxuyeckoli [eKOMNo3uuLuM MpoLeccoB, cTaHJapTHble
3/1eMeHTbI NPOLECCOB 1 METOA0/I0MV0 NOCTPOEHWSA MOAeseil NPon3BOACTBEHHbIX NPOLECCOB U3 CTaHAAPTHbIX
3/1EMEHTOB.

Mogenb eTOM. onpegeneHHas Ha ocHoBe pekomeHgaumin MC3-T no eTOM. 6bina paspabotaHa Mex-
AyHapogHoli accounaumeid TM Forum (®Popym ynpaBneHus TeNeKOMMYHUKauusamMn) B pamkax nporpaMmbl
paboT «HoBOe NokoneHue cUCTeM ynpaBneHus U nporpamMmmHoro obecneuveHus» NGOSS (New Generation
Operations Systems and Software).

Mogenb eTOM npefHasHaveHa ANA NMPUMEHEHUS NMpW MOAENMPOBAHWM U peopraHusauny nNpous3Bog-
CTBEHHbIX NpoOLEeccoB, Npu paspaboTke cuctem ynpasneHus n OSS/BSS — cuctem noafepxku AesaTesbHO-
cTu/6usmeca opraHusauuii cBA3WU, NpU CUCTEMHOW MHTerpauunm cucTeM aBToMaTu3aunn NPOM3BOLACTBEHHbIX
NpoLLeCccoB U3 KOMNOHEHTOB Pa3HbIX NPOU3BOAUTENENA.

O6uwasn cTpykTypa 6usHec-npoueccos eTOM. ctaHgapTu3upoBaHHas B TOCT P 53633.0. onpegenser
CTPYKTYpbl ypoBHel 0 n 1 eTOM, a Takke ux anemMeHTbl. CTPYKTYpbl 1 3/1eMeHTbI MPOLECCOB A5 YPOBHER 2
1 3 nepapxuueckoii ctpyktypbl eTOM onpegensitoTca ApyruMu ctaHgaptamu rpynnbl eTOM.

CTpyKTypa 1 3neMeHTbl NpoLeccoB YpPoBHA 2 06pa3oBaHbl B pesynbrarte AeKOMNOo3uuun rpynn npo-
Leccos ypoeHA 1 eTOM. Kaxaoii rpynne npoLeccos ypoBHS 1 COOTBETCTBYET CBOSA COBOKYMHOCTb 3/1EMEHTOB
NpoLEeCccoB YPOBHSA 2. KOTOpas ycTaHaBNMBaeTCs OTAEe/NbHbIM CTaHAAPTOM.

Hactosawwii ctaHgapT onpeAensieT CTPYKTYPY W 3/1eMeHTbl MPOLEeCCOB YPOBHA 2 ANS TOPU3OHTaNbHOM
rpynnel npoueccos «Pa3paboTka v ynpasneHune ycnyramu» SD&M B rnasHoi obnactu npoueccos «CTtpare-
M. UHAPACTPYKTypa 1 NPOLYKT».

CobntofieHne OCHOBHbIX NOIOXEHWIA CTaHAapTa Npy aBToMaTu3aunmn 4esTeNbHOCTW OpraHn3aumnin ceasm
o6ecneynt BO3MOXHOCTb MOCTPOEHUS CUCTEM aBToMaTu3auun U3 KOMMOHEHTOB CO CTaHAAPTHbIMU MHTEp-
dheiicamn 1 NO3BOMUT BbIGUPATL NyyllNe B CBOEM Knacce KOMMOHEHTbl CpeAn KOMMOHEHTOB pa3HbIX Npous-
BOAMTENEA.
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HAUWOHANbHBIMN CTAHOAPT POCCUWMCKOW OSGEALEPALUNUMN

NHhopmaLoHHble TexHonoruu. CeTb ynpaBneHus 3N1eKTPOCBA3bI0
PACWWNPEHHAA CXEMA JEATENBHOCTW OPFAHU3ALIMN CBA3U (eTOM)

Jekomnosnymna n onucaHus npoueccos. [pouecckl ypoBHA 2 eTOM.
Ctpaterus, nHpacTpyktypa v npoaykT. PaspaboTka n ynpasneHue ycnyramu

Information technologies. Telecommunications management network. Enhanced telecom operations map (eTOM).
Process decompositions and descriptions. eTOM level 2 processes. Strategy, infrastructure and product. Service
development and management

[ata eBefeHna — 2013— 04— 01

1 O6nacTb NpUMeEHEHNs

HacTosAwwii ctaHgapT ycTaHaBvBaeT CTPYKTYPY M 3/1eMeHTbI NPOLLECCOB YPOBHSA 2 A1 TOPU3OHTaIbHOM
rpynnel npoueccoB «Pa3paboTka u ynpasneHue ycnyramm» SD&M (Service development and management),
ABNAOLLENCA 91eMEHTOM CTPYKTYpbl YPOBHA 1 B rnaBHoi obnactn «CtpaTterns, uHhpacTpykTypa v NpoayKTs
SIP (Strategy, infrastructure and product) mogenn eTOM (Enhanced telecom operations map). FnaBHas 06-
nactb SIP u rpynna npoueccoB SD&M onpegeneHsl B 6a3oBom ctaHgapte NOCT P 53633.0.

HacToswuii cTaHgapT pacnpocTpaHsAeTcsl Ha BCe Npouecchl paspaboTku U ynpaBaeHUs ycnyramu op-
raHu3aLmmn CBA3WM He3aBUCKHMO OT TOrO, Kakme TEXHO/I0TMM 3MEeKTPOCBSA3N OpraHu3aums npuMeHseT 1 Kakve
MHMOKOMMYHUKALMOHHbBIO YC/YrN OHA OKa3blBaeT KAMEHTaM.

HacToswmii ctaHgapT npefHasHayeH Ans NPUMEHEHUS OpraHM3aumsiMy CBA3WU, CUCTEMHBIMU MHTErpa-
TOpaMun 1 NpoM3BOAUTENSIMU CUCTEM aBTOMaTW3aLMu NPOM3BOACTBEHHbIX NPOLECCOB.

OpraHun3auum cBa3K, BbICTyNarwLmMe B poan oneparopa cBsi3u u/uan oneparopa ceTu, MOryT NPUMEHSTb
HacTosIlMiA cTaHAApT NPU MOLENUPOBAaHUK, ONTUMU3aLMN N peopraHn3aumumy Npou3BoOACTBEHHbIX NPOLECCOB
W CTPYKTYPbl OpraHn3aLym, a Takke npu 3akase cMCTEM aBTOMaTM3auuy NPon3BOACTBEHHbIX NPOLIECCOB.

CuctemHble NHTEerpaTopbl MOryT NnpUMeHATb HaCTOFILIJ'I/IVI CTaHAapT Npu NPoeKTUpoBaHUN KOMMNMAEKCHbIX
CUCTEM aBTOMAaTM3aLMN NPOU3BOLCTBEHHbIX NPOLLECCOB C UCMNO/b30BAHNEM CUCTEM U KOMMNOHEHTOB PasHbIX
npousBoguTenei.

Mpoun3BoguTeny cucTeM aBToMaTM3aLuy NPOM3BOACTBEHHbIX NPOLECCOB MOTYT NPUMEHATb HACTOSLLWIA
CTaHAapT Npu paspaboTKke KOMMNOHEHTHOMI CTPYKTYPbl U UHTePCheiicoB CBOMX CUCTEM, a TakXe npu cornacosa-
HUK € 3aKa3ymkamy TpeboBaHMi Ha 1x NOCTaBKy.

TpeboBaHNA HACTOALLEro CTaHAapTa He pacrnpoCTPaHATCA Ha AelCTByLWMe cTaH4apTbl, KOTopble
GblNY NPUHATLI 40 BBEAEHUS €50 B AelicTBYE.

2 HopmaTuBHbIE CCbIJIKMK

B HacToAWem cTaHfapTe UCnosb3oBaHa HOPMaTVWBHAsA CCbIka Ha crefyoLwmnii cTaHaapT:
FOCT P 53633.0 NHdopmaunoHHble TexHonormn. CeTb ynpaBneHUs 3/1eKTPOCBA3blo. PacwmpeHHas
cxema feTenbHOCTN opraHusauuy cesasu (eTOM). Obuwas cTpykTypa 6usHec-npoueccos

MpumeyaHue — Mpu NOML30BAHUN HACTOSLLUM CTAHAAPTOM LLe/1eCO06pa3HO NPOBEPUTH AECTBIUE CCbIIOUHBIX
CTaHAapTOB B WH(OPMALMOHHOW cUCTEME 06LLEro NoMb30BaHUs — Ha ouLMansHoM caiite defiepasbHOrO areHTcTea
MO TEXHUYECKOMY PEry/IMPOBaHNIO N METPOJSIOTUM B CETV VIHTEPHET UM MO eXerogHoMy MH(OPMAaLMOHHOMY yKasaTeso
«HaumoHanbHble CTaHAAPTbI», KOTOPbIA ONy6/IMKOBAH NO COCTOSIHMIO Ha 1 AHBaps Tekyllero rofa, v no BbiNyckam exe-
MECSIYHOTO MH(OPMALMOHHOTO yKasaTessi «HaunoHasibHble CTaHAapThi» 3a Tekywui rog. ECiv 3aMeHeH CCbISIoUHbIN
CTaHAapT, Ha KOTOpbIf AaHa HejaTupoBaHHas CCblfka, TO PEKOMEHAYETCSl UCMOMb30BaTh AelCTBYIOLLY0 BEPCUIO 3TOr0
cTaHAapTa C y4eTOM BCEX BHECEHHbIX B AaHHYI0 BEPCUI0 M3MEHEHUN. EC/M 3aMeHEH CCbINIOYHbIV CTaHAApT, HA KOTOPbIN

N3paHue oduynansHoe
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[laHa AaTMpoBaHHas CCblfKa, TO PEKOMEHAYETCS UCMO/b30BaTh BEPCUIO 3TOTO CTaHAapTa C yKa3aHHbIM BbllUE FOAOM YT-
BepXAeHUs (NpUHATUA). ECnu nocne yTBEPXAEHUS HACTOALEro cTaHfjapTa B CCbIIOYHbI CTaHAapT, Ha KOTOpbI/ faHa
faTMpoBaHHas ccblfika, BHECEHO W3MEHEHME, 3aTparnBarLLee NosIoKEHNE, Ha KOTOPOE faHa CChlKa, TO 3TO MOSIOXEHNE
pekoMeHayeTca NPUMeHsATb 6e3 yyeTa JaHHOro U3MeHeHus. Ecnn cCbiNoyHbIi cTaHAapT OTMeHeH 6e3 3aMeHbl, TO Noo-
XEHMe. B KOTOPOM fjaHa CCbINKa Ha Hero, PEKOMEHAYETCS NMPUMEHSATb B YAaCTU, He 3aTparnBatoLLeil 3Ty CCbIKy.

3 TepmuHbl 1 onpegeneHns

B HacTosiLieM cTaHAapTe NpUMeHeHb! crefytolime TepMyHbI C COOTBETCTBYIOWUMUN onpeseneHnsaMm:

3.1 6usHec-npouecc (business process): Npon3BOACTBEHHbIV NPOLECC OpraHn3auum CBA3w.

3.2 nepapxuyeckan gekomnosumumsa npouecca (hierarchical process decomposition): MeTtog no-
cnepfoBaTenbHON AeTanm3auumn npoueccoB 60nee BbICOKOro YPOBHSA Ha MpoLecchl 60/1ee HU3KOro YPoBHSA C
Lenblo obecneyeHnsi BO3MOXHOCTM MOZAENMPOBaHUSA NPOTEKaHUA NPOLLECCOB BbICOKOTO YPOBHSA C MOMOLLbIO
NPOLLECCOB HUMXHEro YPOBHS.

3.3 knueHT (customer): ®usmyeckoe WaN IOPUANYECKOE L0, NOKynatlLlee y opraHn3aummn ceasu um
nonydatouiee 6ecniaTHO NPOAYKTbI U YCNYTW.

3.4 onepaTop cBA3MK (service provider): KOpuguyeckoe AULO WM WHAUBUAYANbHbIA NpesnpuHUMa-
TeNb. OKasblBallMe yc/nyrn CBA3M Ha OCHOBaHWW COOTBETCTBYIOLLEN NMLUEH3NW. FBNAETCS MOCTaBLLMKOM
NH(OKOMMYHUKALNOHHBIX YCNYT KINEHTaM.

3.5 onepatop ceTu (network operator): OpraHusauusi CBA3W, NPOU3BOACTBEHHASA AEATENbHOCTb KOTO-
poii HanpaBneHa Ha NpegocTaBneHne TPaKTOB nepefayn MHOPMaLUM N COeAVHEHU Yepe3 CeTU 3NeKTpo-
CBA3MN.

3.6 opraHusauus (enterprise): KOpuguyeckoe nuuo, ocyllecTBAsOLLEe AeATENBHOCTbL B 061aCTh CBS-
31 B KA4eCTBEe OCHOBHOIO BMAA AESATENLHOCTU.

3.7 napTHep (partner): Y4yacTHVWK COBMECTHOI C opraHnsaumeli CBs3n AesTeNbHOCTM Mo npegocTasrie-
HUIO YCNYT KMEHTaM, CBA3aHHbI/ C opraHn3aunein 40roBOpHbIMIM OTHOLIEHUAMU, KOTOPble ONpeaensioT A0/
npubbIAM 1 MaTepranbHy 0TBETCTBEHHOCTbL MO PUCKAM.

3.8 nocTaBuwuk (supplier): tOpuguueckoe nuuo, B3auMOAeNCcTBYlOLLEe C OpraHM3auvein ceasv B obe-
creyeHMn ToBapamu 1 yciyramu, KOTopble UCMO/b3YHTCA opraHusalnein npy npefocTaBneHnn NPoAYKTOB 1
YCNyr KIMeHTam.

MpumMmeuyaHune — MpeanonaraeTcsi, YTO opraHM3aumsa CBsI3N Ucnonb3yeT cpeacTea eTOM gns mogenvMpoBaHus
CBOMX MPON3BOACTBEHHbIX NPOLLECCOB.

3.9 npoaykT (product): MaTtepuanbHasa n/mnu HemaTepuanbHas CyLHOCTb, NpegnaraemMas uav npego-
CTaBnsieMasi opraHu3aLueii CBA3N KIMEHTY.

MpumeuaHune — MNPOAYKT AO/KEH BK/OYATH KOMMOHEHT NPEAOCTAaBEHNUs yCcayru. TIPOAYKT IIOXET BK/YAThL
Takke 06paboTaHHble MaTepuasbl, NPorpaMMHoe o6ecneyeHve U/uam annapatHble cpeacTBa v Nio6yio X KOMBUHALMIO.

3.10 npouecc (process): MocnenoBaTesibHOCTb CBA3AHHbIX AEACTBUIA MK 3afa4y, HEOOGXOAUMBIX AN
[OCTUXEHUA onpegenieHHoro pesynbrara.

3.11 paclwupeHHas cxema fesiTeflbHOCTW opraHu3auuu cesasu (Enhanced telecom operations map;
eTOM): 3STasioHHas obuwasa CTpyKTypa NpPOU3BOACTBEHHOW AEATENLHOCTU OpraHu3auun CBs3u, onpeaensio-
Was cTaHAapTHblE 3N1EeMEHTbI NPOLECCOB, U3 KOTOPbIX AO/MKHLI CTPOUTLCS MOAENN BCEX MPOU3BOACTBEHHbIX
NpoL,EeCCOB.

3.12 pecypchbl (resource): ®u3nYeckMe 1 N0rMYECcKMe KOMMOHEHTbI, UCMONb3yeMble ANst hopMupoBa-
HUS yCnyr.

MpumeuyaHue — B KayeCcTBe PECYpPCOB WCMOMb3YIOTCS NPUTOXEHUS, CPEACTBA BbIUMCUTENBHON TEXHUKN U
3N1EeMEHTbI CeTEBOI MHPACTPYKTYPbI.

3.13 cuctema nognepxkn 6usHeca (business support system; BSS): Cuctema, nogaepxusatoLLas
npoueccbl eTOM 13 o6nacTn «CTparterns, MHpacTpyKTypa 1 NpoayKT».

3.14 cuctema NoOALEPXKN OCHOBHON aesATenbHocTu (operations support system: OSS): Cucrtema,
nogfepxvsatwowias npoueccol eTOM u3 o6nactm «OCHOBHasA [eATeNbHOCTbY.

3.15 ckBo3HOI npouecc (end-to-end process flow): CoBokynHOCTb BCcex MOANPOLECCOB, AEWCTBUIA 1
nopsaAoK UX crefoBaHns, KOTopble HE0OX0AMMbI 415 AOCTMXEHNS Leneli BbiINOIHEHNS npouecca.

MpunmeyaHne — CKBO3HbIE NPOLECCHI NPOEKTUPYIOTCA C UCMONbL30BaHNEM CTaHAAPTHbLIX 3/1eMEHTOB npoLec-
COB. onpefeneHHbix B eTOM.
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3.16 cywHocTb (entity): KoHkpeTusaums uam abeTpakums, pasnnyaembie B npegenax CUCTEMbI.

MpumevyaHune — Mpumepamu CyWHOCTEl ABASAIOTCA cUCTeMa, NoAcucTeMa, KOMMOHEHT, Knacc, 06BbEeKT, nHTep-
thelic. KMEHT, Nnpouecc, NpuoxeHue, cneundukayms.

3.17 ycnyra cBsi3n (service): [eATenbHOCTb N0 Npuemy, 06paboTke, XpaHeHWo, nepejaye, LOCTaBKe
COOGLLEHUI 3/IEKTPOCBA3MN UM NOYTOBLIX OTNPAaBEHUIA. ABNSETCA COCTABHOM YacTbio NPOAyKTa, NpeaHasHa-
YeHHOI ANsi NPOAAXM KNMEHTY B COCTaBe MPOAyKTa.

NMpumeyaHne — OfHa U Ta Xe ycnyra MOXeT BXOANTb BO MHOXECTBO pas3/IMuHbIX NPOAYKTOB, NpejocTaBnse-
MbIX MO pPasNYHOI LieHe.

3.18 uyenoyka noctasBok (supply chain): CywHocT# u npouecchbl, B TOM YuUC/e BHELUHWE MPOLLECChHI
opraHu3auuy, KoTopble 3aeliicTBOBaHbI NPy NOCTaBke TOBAPOB W YCNyr, HEOOXOAUMBIX ANA NpefocTaBeHns
NPOAYKTOB U YCNYT KNUEeHTaM.

3.19 snemeHTblI NpoLueccos (process elements): CtaHAapTHble 6/10KM UM KOMMNOHEHTbI, UCNO/b3Ye-
Mble 4715 C6OPKM CKBO3HbIX GU3HEC-NPOLECCOB.

4 O6uwune NnonoxeHus

4.1 PacwvpeHHasa cxema [eATeNbHOCTW opraHusaumn csasu (eTOM) ABNseTCS WHCTPYMEHTa lbHbIM
CpefCcTBOM A1 MOAEIMPOBaHUA, ONTUMMU3ALUN U peopraHnsalum npou3BOACTBEHHLIX NPOLECCOB U CTPYKTY-
pbl OpraHnsaumin cBasw.

4.2 CtaHgapTHble rpynnbl NPOL,EeccoB YPOBHS 1 1 aneMeHTbl nNpoLeccoB yposHel 2 n 3 eTOM aBnsatoT-
CA KaTeropusaMu, NCNoNb3yembiMU A8 Knaccudukaumy nponsBoACTBEHHbIX NPOLECCOB OpraHu3aumu, a He
MoZAensAMn peanbHbiX npoueccoB. OHW onpeesneHbl C MakCMaibHO BO3MOXHOM CTeNeHb0 06LLHOCTU Takum
06pa3om, 4Tobbl ObITb HE3ABUCHMbLIMW OT NPOAYKTOB, YC/YT U TEXHONOTNIA CeTei aNeKTPOCBA3N.

4.3 HacTosAwwmidi cTaHaapT ycTaHaBNMBaeT CTPYKTYPY W 3/1EMEHTbI NPOLLECCOB YPOBHA 2 A1 TOPU3OH-
TanbHOW rpynnbl npoueccoB SD&M — «Pa3paboTka v ynpaBieHue ycnyramm.

OnieMeHTbI NPOLLECCOB YPOBHA 2. onpefesieHHble HacTOALWMM CTaHAapToM, MOMyT UCMO/b30BaThbCA B
KayecTBe CTPOUTE/IbHbIX 6/10KOB NPV MOCTPOEHMUN NMOTOKOBbLIX AMarpamm peasbHblX MPOU3BOACTBEHHBIX NPO-
LLeccoB. OCYLLeCTBAAWLWMX hopMupoBaHve cTpaTernii, NnnaHupoBaHue, paspaboTky M NOArOTOBKY YCAyr Ans
UX NocfieAytoLLero NCNonb3oBaHNA npoueccamu B rnaBHoi o6nactm «OCHOBHasA AeATe/IbHOCTb*.

5 geHTudukaymnsa npoueccos

5.1 [na vHAvKauMn no3nLMOHNPOBaHWNS 3/IEMEHTOB MPOLECCOB YPOBHA 2 Ha rpaduyeckom npeacras-
NEHUN CTPYKTYpbl YpoBHSA 1 eTOM npuvMeHsITCA NMUKTOrpaMMbl MaTpuU4yHoi CTpykTypbl eTOM. MatpuuyHas
CTPYKTypa o6pasyeTca nyTeM HanoXeHWs BepTUKasibHbIX rPymnn NpoLEeccoB Ha ropuM3oHTaslbHble rpynnbl Npo-
ueccos eTOM.

MecTo anemeHTa NpoL,eccoB 1amn rpynbl NPoLeccoB B CTPYKType ypoBHA 1 eTOM nokasbiBaeTcs nytem
BbleNIeHns TEMHbIM (DOHOM COOTBETCTBYIOLLMX 3/IEMEHTOB MaTpuLibl Ha NMUKTOrpaMme.

Ha pucyHke 1 npuBefeHo cTaHgapTHoe rpaduueckoe npeacTaBneHne CTPyKTypbl ypoBHA 1 eTOM B
cooTBeTcTBUM ¢ TOCT P 53633.0—2009. lMukTorpamMma ropusoHTasibHol rpynnbl SD&M npeactasnieHa Ha
pucyHke 2. Ha 06ounx pucyHkax rpynna SD&M BbigenieHa TeMHbIM (DOHOM.

5.2 B eTOM npuHATa cxema Hymepauuu rnaBHbIX obnacTeld, rpynn u 31eMeHTOB NpoL,EeccoB C NOMO-
Wbt naeHtTudukatopos npoueccos ID (identifier). MaeHTUdMkaTOp NpoLLECCOB UMEET CrieayroLLmii hopmar:

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

rie aaaaaa — HOMep, Ha3HavyaeMmblii opraHusauueli cBs3u. STOT HOMep ABNseTcs npedukcom K ID cTaH-

[apTHOro anemeHTa npouecca. Mpedukc NpuMeHseTca B Tex crayyasx, Korja opraHusauus
cynTaeT HeobXoAMMbIM pacWupUTb UM U3MEHWUTL OMpefeneHne cTaHAapTHOro 3/eMeHTa
npotiecca,

b — uudpa, ykasbiBaowan paspabotymka npouecca. 3HaveHne 1 otHocuTca K TM Forum, 3Haue-
HVe 2 — KO BCeM ApyrumM paspaboTyvkam.

X — umudpa, npeacrasnsAoWas HoMep rnaBHoli o6nacTu npoueccos. MNpuHATa cneytolias Hyme-
pauus: 1 — «OcHoBHasA aeATenibHOCTb» OPS, 2 — «CTparterus, MHpacTpyKkTypa 1 NpoayKT»
SIP. 3— «YnpaBneHue opraHu3auueri» EM:
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¢ — uudpa, nNpeacTasnsoLLas HOMep rpymnnbl NPOLLECCOB YPOBHA 1 B nMpegenax rnaBHON obna-
cTu. B rnaBHbix 06nactax OPS u SIP npuHsATa Hymepaums ropM3oHTasIbHbIX FPYynn NpoL,eccoB
CBEpXy BHM3 B npefenax 06/1actu B COOTBETCTBUU C PUCYHKOM 1;

d — uudppa, npepcrasngoLLas HOMEP 3/IEMEHTA NPOLECCOB YPOBHA 2 B CTPYKTYpe rpynnbl nNpo-
L,eccoB ypoBHs 1:

e — uudbpa, npegctasnsowas HOMep a/leMeHTa NpPoLLEecCcoB YPOBHA 3 B CTPYKTYpPe aemMeHTa npo-
LLeCcCcoB YpOBHS 2.

CTparterus, uHtppacTpyktypau rpragrr (SIP) OcHoBHas geAtenbHocTb (OPS)
Cnnr M pTu M fw s M Nana» Buwun— O/BCTYVE-PB» £
NOQRUtTtfitr No6INMMN «Kak» Hawon* unmr
()17] LIOOTCH LKIOH nNKoow
nc BKAT MVBLDKI»
RW
Y|aaMu TunToM amyrmA—n ’ L o
iyflyy{M 40U) Ycyw untTHawntimui— incuiieH (CAM)
Puym8atua)uw HHl— yonpun (BOLW) Yiunn MHUYX W Myonyrgp LW O}
PMp«AaulnyTp«wi19Hpe peotparbik (M0*M .
(ﬂpEHOMHMBYTI\el uuw -F pM EIAM a(m a n} YMAMWWHT umanpnw na ptojpoo* (RMCQ
omam)
PBpeBcrTas MKaHrBMB LL@aN04YTM NocTamnk My W n» NUIMOONMLLY— M0 MOCTBAB— MVCTMPMU
C90XKM) (am)
1 n n t r 0 n .
XeereHveopraHavLMIA (EM)
MrupiueepLus YINMHUNNINM
W UNan NpaBuTs ybpaHuej'M”fup”MC”"'M *Chch1CNMHOOTHB
nmuiBm ol L opranmM mi naspg—
Y ~Tauy AHW nselu
MyBrmm : - YNPHHM
 MaoHK NUITUBUM cB WNIK/I LEUeMWM ”CUI&T/?'E”'&M” rapaHThbl

PucyHok 1 — CTpykTypa ypoBHA 1 06Leli CTpyKTypbl 6u3Hec-npoueccos eTOM
TT
+ b
rATIr

PucyHok 2 — MukTorpamma rpynnel npoueccos SD&M
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5.3 M paeHTUdMKaTopbl NPOLLECCOB CBA3aHbI C PYHKLMOHANBHBIMU ONUCAHUSIMU TPYNN U 31€MEHTOB NPO-
ueccoB eTOM 1 UCNONb3YHTCS B KAYECTBE CChINIOK HA ONpeAesieHus CTaHAapTHbIX NPOLECCOB.

6 Crtpyktypa SD&M u Ha3HayeHue npoLeccos

6.1 CTpyKTypa ropuM3oHTasIbHOI rpynnsl npoueccoB SD&M — «Pa3paboTka 1ynpas/eHne ycayramm» un
COOTBETCTBYIOLLME 3/IEMEHTLI MPOLECCOB YPOBHSA 2 NPUBEAEHbI HA pPUCYHKe 3.

PucyHok 3 — [lekomno3unuus rpynnel npoueccos SD&M
Ha 3/1eMeHTbl NPoL,EeccoB YPOBHSA 2

MaeHTndgukatop SD&M: 1.2.2.

6.2 MMpouecchl ropnM3oHTaNIbHOW rpynnbl SD&M fo/mxHbl paboTaTb ¢ UHOpMaLmeli 0 Tekywmx u nep-
CMEeKTUBHbIX yCnyrax 3/1eKTPOCBA3N, BXOAALMX B COCTaB MPOAYKTOB OpraHusauuu csasu. 3Tu npoLecchbl
[oMmKHbI 06ecneyrBaTh PYHKLMOHANBHOCTb, HEOGXOAVMYIO ANS BbIPabOTKN cTpaTernii co3gaHns HoBbIX YCayr
1 pa3BUTUS BO3MOXHOCTEN CyLLeCTBYHOLWMX YCyr, pa3paboTkn 1 CoBepLUEeHCTBOBaHUSA ycnyr, hOpMUpoBaHus
MHPaCTPYKTYpPbl YCAYT.

6.3 Mpoueccbl SD&M npegHasHaueHbl AN1s1 pelleHnst 3a4a4 CpeAHecpPOoYHOl 1 A0NTOCPOYHOI nepcnek-
TUB. B TO BPeEMS KaK pelleHne NoBCeAHEBHbIX 3af4ay ynpasB/ieHns u aKcnayaTaumm ycnyr Ao/HKHO ocyLiecT-
BNATLCA C NOMOLLbIO Npoueccos rpynnsl SM&O0 13 rnasHoii 06nactm «OCHOBHAs AEATENBHOCTb».

6.4 Mpoueccbl SD&M f0/mKHbI OCYLLECTBATL NaHUpPOBaHNe, NOArOTOBKY W BHeApPEHWE YCIyr AN UX
nocsieflyloLero NcnoibL30BaHna npoueccamu rpynnsl SM&O.

6.5 Mpoueccbl SD&M [0/MKHbI yNpaBnAaTb CO3A4aHNEM U NOATOTOBKOW MHAPACTPYKTYpPbIl, AOCTATOUHOM
ONA yA0BMETBOPEHUA 0XUAAeMOro cnpoca Ha ycnyru.

7 JOneMeHTbl NpoueccoB YPOBHA 2 Ang rpynnbel npoueccos SD&M

7.1 ®yHKUMOHa/bHbIE ONUCAHUS 3M1EMEHTOB MPOLLECCOB YPOBHSA 2 yCTaHABNUBAOT KnaccuuKaLmoH-
Hble NMPU3HAKK, NO KOTOPLIM peasnbHble MPOLEeCcChl MOTryT GbiTb OTHECEHbI K KaTeropuu npoLeccoB, COOTBET-
CTBYHOLLIE/ KOHKPETHOMY 3/IEMEHTY MPOLLECCOB.

7.2 ®yHKUMOHa/IbHOE OMUCAHWEe 3/1IEMEHTOB MPOLLECCOB YPOBHSA 2 COAEPXMWT: MAEHTUMKATOP, NUKTO-
rpamMmmy, HaumMeHoBaHue 1N (PYHKLMOHANbHYI0 XapakTepPUCTUKY. PeasibHblil MPOLECcC cUnTaeTcsi OTHOCALLMMCS
K cTaHAapTHOMY 3/1eMeHTY npoLieccoB eTOM, ecnu OH BbINOJHAET OAHY M3 (OYHKLMIA, YKa3aHHbIX B (OYHKLMO-
HaNbHOl XapaKTepucTuke afieMeHTa NpoLEeccoB.

7.3 ®YHKUMOHA/NbHbIE OMUCAHWSI 3/IEMEHTOB MPOLLECCOB YPOBHA 2 Ans rpynnbl SD&M [O/MKHbI COOT-
BETCTBOBATb aHHbIM Tabnuupl 1.
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Ta6nnuya 1— DyHKUMOHANbHbIE ONUCAHUA 3N1EMEHTOB NPOLECCOB YPOBHA 2 Ans rpynnbl SD&M

NpeHTudukatop
W nuKTorpamma

1221

1222

1.2.2.3

HaumeHoBaHne anemMeHTa
npoueccos

Crpaterus

1 nnaHupoBaHue
pasBuTusa ycnyr
(service strategy and
planning)

dopmMmupoBaHune
MHpacTpyKTypbl ycnyr
(service capability
delivery)

Paspa6oTka ycnyr

1 OT3bIB C pbIHKA

(service development and
retirement)

myHKLlI/IOHaI'IbHaﬂ XapaktepucTtuka

Mpouecchl pa3paboTku cTpaternn n nepcnekTUBHOro 6usHec-nna-
Ha Ha [,0NITOCPOYHYI0 NePCNeKTUBY NPUMEHNUTESBHO K yCyram opraHu-
3auumn CBA3KW, HanpasfeHWsM pPa3BUTUA YCAYT U K yYacTHMKaM npego-
cTaBfeHNs ycnyr.

MpoBefeHne Hay4yHO-UccnefoBaTeNlbCkUx paboT C Lenblo onpege-
NeHNs NepCneKkTUBHbIX YCAYT U CTpaTernin LOCTVXEHUSA NOCTaBNEHHbIX
uenei.

CTpaTerus passutus yciyr 4o/XHa co3fjaBaTtbCs Ha OCHOBe CTpa-
Terunii 1 NPorHo3oB Mo pasBuUTUIO NOpPTens NPoAyKTOB 1 NO paclumpe-
HUIO PbIHOYHBIX NO3ULKIA opraHn3auun. CTpaTerus fo/kHa BKIoYaTh
npeAsiokeHNs No pacliMpeHnto BO3MOXHOCTE CyLLecTBYOWNX ycayr
1 N0 CO3[aHNI0 HOBbIX BOCTPEBOBAHHbIX YCNYT.

Mpouecchl pa3paboTkn cTpaTerMn v NaaHNpoBaHWUA AO/MKHbI 06e-
cneynBaTb paspaboTKy rofoBbIX W [OMTOCPOYHBLIX NJAHOB MO NOA-
AepXKke NpoAyKTOB U npepasioxeHus. Moadepxka [0/KHA BKAOYATb
nNporHo3npoBaHne o6bema ycnyr 418 UMEeLWNXCa N NoTeHUnanbHbIX
KMEHTOB, cornacoBaHvwe TpebyemblX pecypcoB, niaaHupoBaHue pas-
paboTkn W ynpaBfeHus ycnyramu, cornacosaHue o6ssaTenbcTs no
Liernoyke nocTaBoK W yTBEPXeHWe MIaHoB.

Mpouecchl ycTaHoBNEHUs TpeboBaHWiA K ycnyram B yacTu UX CO-
0TBETCTBUA cTaHAapTam. Mpouecchl onpeAeneHnss HoBbIX BO3MOXHO-
CTell MepcneKkTUBHbIX YCNyr, onpefeneHns YpoBHeN kauyecTBa yCnyr,
noAroToBKM 3a4aHuii Ha pa3paboTky HeJoCTalWmNX 3/1EMEHTOB YCAyr,
onpegeneHns LeneBblX 3HaYeHN napamMeTpoB CTOMMOCTU YCNyr

Mpouecchbl nnaHMpoBaHWa W BBOAA B AeiicTBue obuieid MHdpa-
CTPYKTYpbl. 0o6ecneynBatlLeii N0 Mepe HEOGXOAMMOCTW NPoBefeHNe
MogepHusaumm ycnyr. K aTum npoueccam OTHOCSITCS Takke npoueccsl
MHTErpaumn MHGPacTPyKTypbl OpraHnsauun CBA3u ¢ MHGPACTPYKTY-
pamMu nNocTaBLMKOB U NapTHEPOB.

Mpouecchbl NPOrHO3MPOBaHWSA CNpoca Ha Ycnyru u c6opa cBefeHwii
0 HOBbIX BO3MOXHOCTSAX MepCcrneKTUBHbIX ycnyr. MNpoueccsl NoAroTos-
KW yCnyr, y,0BNEeTBOPAIOLLMX NMPOrHO3MPYEMbIM MOTPEGHOCTAM Cylie-
CTBYIOLLMX N NEPCNEKTUBHbIX KMEHTOB

Mpouecchbl pa3paboTkn 1 BBOAA B AeliCTBUE HOBbLIX WAW YNyulleH-
HbIX BUAOB YCMyr. K aTUM npoueccax» 0THOCATCA pa3paboTka npouec-
COB W Mpoueayp, ynpasieHne N3MEHEHUAMM 1 NOATOTOBKA 3Kcnyarta-
LIMOHHON JOKYMEHTaLWN.

Mpouecchbl pa3BepTbiBaHUA U TECTUPOBAHWUSA BUAA YCNyru, ynpas-
NIeHNs1 MPOU3BOAMTENBLHOCTBIO W KanbKynsuuM ce6ectoumocTv Buaa
ycnyru
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MpunoxexHue A
(o6a3aTenbHoe)

HanmeHoBaHMA 3N1eMEHTOB NPOLLECCOB YPOBHA 2 A1 TPYNMNbl NpoOLECcCcoB ypoBHA 1
«Pa3paboTka n ynpaBneHue ycnyramu» SD&M

A.l HaumeHOBaH/A 3/1€EMEHTOB MPOLLECCOB YPOBHS 2 A8 rOPM30HTaNbHON rpynnbl npoueccos «PaspaboTka n
ynpasnexue ycnyramm» SD&M (Service development and management) A0/DKHbI COOTBETCTBOBATL AaHHbIM Tabnuubl A.1.

Tab6nunya Al — «Pa3paboTka u ynpasneHue ycnyramu» SD&M

WpeHtuchukatop HaviMeHoBaHWe aniemeHTa npoLeccos AHINACKWIA 3KBUBASIEHT HaVIMEHOBaHWsS!
1.2.21 CTpaterusi u nnaHupoBaHue passuTua ycnyr Service strategy and planning
1.2.2.2 dopmupoBaHne MHOPaCcTPYKTypbl yCyr Service capability delivery
1.2.2.3 PaspaboTka ycnyr n 0T3bIB C pblHKa Service development and retirement
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