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BeBepgeHune

[Ana opraHusaumm yHKLMOHMPOBaAHNS Lenn nocTaBoOK NPOW3BOACTBEHHbIE NMPeAnpusaTUA Bce B 60/b-
Wwei cTeneHn HaumHawT npuberatb kK TaKOMy MexaHW3My, Kak ayTCOPCUHI. AYyTCOPCUHT MOXET MPUMEHSTbCS
ONA OKaszaHWa NPoM3BOACTBEHHO-TEXHUYECKMX (MPOMBILWNEHHbIX) YCAyr, Takux Kak o6cnyxumeaHue, nepeo6o-
pyfoBaHue. MogepHu3auusa, NOTMCTUKA U KOHTPO/b KayecTBa OKasblBaeMblX YCNYr ANA AOCTUXEHUS ONTU-
MasIbHOrO COOTHOLWEHUA 3atpaT U nNpubbian, N POoKyCUpOBaHUA Ha UX NPOCECCUOHAasIbHbIX KayecTBax/KoM-
neTeHUMaX. onpeaensaowmx ycnex KomnaHmm Ha pbiHke. C BO3MOXHOCTbIO NPUMEHEHUS ayTCOPCUHIra ycnyrm
cTann BHOCUTbL Hanbonee cylwecTBEHHbIN BKNa BO BCEMUPHbI 3KOHOMUYECKWii npouecc. PocT ayTcopcuHra
B chepe NMPOM3BOACTBEHHO-TEXHUYECKUX YCAYT CO34a7 MOLLHYIO CUCTEMY B3aMMO3aBUCMMOCTEn Mexay ue-
noykamy NOCTaBOK M NOCTaBLMKAMMW YCNYr, NOCKOMbKY NOCTABLLMKN YCAYr UHTErPUPOBaHbl B KaXjoe 3BEHO
Lenoykn fobasneHHONn CTOUMOCTU B NPOU3BOLCTBEHHbBIX KOMMaHNAX.

HecmoTps Ha TecHyl B3aMmMO03aBUCUMOCTb Mexay 6usHec-ycnyramu (business related service. BRS)
N NPOU3BOACTBEHHbIMU LLeN0YKamMun MOCTaBOK, NMPOWU3BOAUTENN NPOAYKLUM U UX NOCTaBLLUKM YCAYT CTanKu-
BAlOTCA C OTPOMHbIMM Npo6aeMamMmn npu CUHXPOHMU3aLUU 1 KoopANHaLMM 6GU3HEC-NPOLLECCOB U MPX NONbITKE
yAyywuTb Mx B3aumogeictene. CyljecTBylOlWMe KOHLENUUN MeHeAXMeHTa 1 6a3oBble MOAenn, Takme Kak
CPFR, VRM unnn SCOR. 06bI4HO peluatoT BONPOCHl ynpaBfeHns Lenoykamm noctaBok 6e3 yueta Heob6xoam-
MOCTW KOOpAMHALUW U MHTerpauuy nocTaslnKoB ycnyr. YTo6bl pewmnTb 3TOT BONPOC, B HACTOALWEM cTaHfap-
Te onpefeneHa 6a3osas NPoOLECCHO-OpUEHTUPOBaHHaA Mmofenb Ans BRS-nocTaswmnkoe ycnyr, Kotopble npu
UHTEerpauum cBoMx onepauunin 4omKHbI NOAAEPXMBATb Kak BNajenbLes Lenovyek nocTaBok, Tak M NOCTaBLMKOB
ycnyr. ba3oBasi mogenb NponM3BOACTBEHHO-TexHMYeckux ycnyr (industrial service reference model. IRM) 06b-
eAuHsieT B cebe peno3uTapuii npoueccoB, UHPOPMAaLMOHHbIX MOTOKOB, MEPef0BOro ONbiTa N CUCTEMY MOKa-
3aTenein appeKTUBHOCTM B LLeNAX COAENCTBMA NHTErpaLum nocTaBLMKOB Pa3IMyHbIX NPOMbILLAEHHbIX YCAYT,
Takux Kak o6cnyxumaHue, mogepHu3aLma n ynakoeka, ¢ TpaguLMOHHbIMY LienoYKamm nocTaBok.

IRM-mMofenb sABnsietca 6a30BOli PONEBO MPOLECCHON MOAesbio, OCHOBAHHOI Ha LIMPOKO MUCMOMb3Y-
eMbIX CTaHgapTax apxuTekTypbl npegnpuAaTnsa. OHa 06befunHsAeT MaNnuHr (oTobpaxeHne) NpoLeccoB Kak
ecTb (AS-IS) 1 BO3MOXHOCT/ TEXHOIOTMYECKOTO MPOEKTUPOBAHMS B YaCcTU Kak A0/KHO 6bITh (TO-BE) ¢ ycTa-
HOBJIEHHOW cucTemoii nokasarteseil 3P HEKTUBHOCTM U KOSIMYECTBEHHbIMU N3MEPEHUAMM, YTO6bl NO3BONUTH
nocTtaslmkam ycnyr n mx 6usHec-napTHepam [OCTUYb Ha PbIHKE HawNyylwux pe3ynbTatoB, OCHOBaHHbIX
Ha NPOBEPEHHOM NPOMbILI/IEHHOM OMbITE, MEPEAOBbIX PELEHNAX U UHCTPYMeHTapun. IRM-mogens asnsetcs
MHTErpMpoBaHHON 6a30B0li MOAEsbI0, KOTOPYIO MOXET NCMO/b30BaTh /11060 NOCTaBLLMK, NpegnaraloLnii Bbl-
LeyKasaHHble NpoOMbIWNEeHHble yenyrn. IRM-mofenb nogaepxuBaeT NOCTaBLLMKOB YCAYr N0 BCEM acnekram
613Hec-NpoLeccoB, HaunHasa OT YCTAHOB/IEHUSA NEPBOr0 KOHTaKTa C 3akasdumkamu U 3aKkaHuYmBasi HeNnpepbiB-
HbIM MPOLECCOM 06CNYXNBaHUA, peanunsysi TeM cambiM NOMIHbIA XU3HEHHbIA LuKA ycnyrn. IRM-mogens npega-
HasHayeHa Ana obneryeHns nocraBLiMKaM YCNYr BO3MOXHOCTU AOCTUXEHUS pa3/inyHbIX Lenei, oT cTpareru-
yeckoli npuopuTru3aunmn 6usHec-Lenein BnaoTb 40 MHTErpaLMm NpoLeccoB Ha aTane akcnayaTtauuu.

Takum obpasom. IRM-mogene npegnaraeT nosib3oBaTesIiM UCNONb30BaTb CTaHAAapPTU3MPOBaHHYO 6a-
30BYI0 CTPYKTYpY ANS NOCTaBLLMKOB YC/AYyr COBMECTHO C NPOU3BOAUTENAMU B paMkax LEemno4vyku nocTaBok,
OCHOBaHHOW Ha ycnyrax. O6nacte NpUMEHeHUa AaHHOl MOoAenu NpocTupaeTcs OT AeTasbHOro aHanmsa u
onTMMMU3aLmMmn cywecTeywWwmnx 6nusHec-npoLeccos 40 cTaHgapTu3aunun 6usHec-npoL,eccoB NOCPeCTBOM UX
CpaBHUTENbHOro aHanunsa (6eHYMapkuMHra) U rapmoHu3anmm B paMmkax npumeHsaemblx IT-cuctem. IRM-mogens
cnoco6CcTBYeT NocTaBLLMKaM YCyr U UX 3aKka3uymkam B COBMECTHON pa3paboTke npoueccos B3auMoaeincTens
ycnyr un onpegeneHun ob6lwunx nokasatesneit achPeKTMBHOCTU AEATENbHOCTUN AN BO3MOXHOCTU €€ OLeHKW.
B npononHeHne k aTomy IRM-Mofenb MOXHO UCNOMb30BaThb ANA pa3paboTKu CTaHAAPTU3MPOBAHHbLIX TEXHO/O-
rMii CO6CTBEHHOrO NPOU3BOACTBA, NPY 3TOM Kak 418 NOCTaBLLWKOB YCAYr, Tak U AN YYACTHUKOB LLeNoYkn no-
CTaBOK. a Takxe ANa 6eHYMapKuHra kayecTsa 06CyXuBaHus, UHTETPUPOBAHWSA, OCHOBAHHbLIX Ha 6U3HeC-Npo-
ueccax IT-cuctem, 1 B KOHEYHOM cyeTe ANA 0O6yYeHUA cneumannucTtoB U MeHeXMeHTa 3HaHuin. IRM-mopenb
oxBaTblBaeT NPOMU3BOLCTBEHHbIE MOTOKN, BKOYAKOLWNE CEPBUCHbIE KNacTepbl 06CNYXUBaHUA, MOAEPHU3ALNN
(nepeo6opyfoBaHMA) U yNnakoBKM Ha afekBaTHOM ypoBHe, YTO6Gbl OHWM MOIIM 6bITh aAanTUpoBaHbl 418 BCEX
BRS-nocTaBLNKOB YC/Yr.
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HAUMWOHANbHBIA CTAHOLAPT POCCUWCKOW SOELEPAUUM

CUCTEMbI MPOMbIWAEHHOW ABTOMATU3ALNN U NHTEFPALIMA

MHHOBauUUKN, KOOpPAMHALNA U COTPYAHNYECTBO B HpOMBBOACTBeHHOVI yenn nocrtaBok,
OCHOBAHHOW Ha ApOMbIWNEHHbIX ycnyrax. Ba3oBasa mopgenb APOMbIWNEHHbIX YCNyr

Industrial automation systems and integration. Innovation, coordination and collaboration
in service driven manufacturing supply chains. Reference model for industrial services

Jata BBefeHus — 2017—06—01

1 O6nactb NpUMeHeHUs

IRM-mMofenb SIBASETCA UHTETPUPOBAHHOW MPOLLECCHON MoAenblo, NpefHa3HaYeHHol 418 UCNonb3oBa-
HMA NocTaBLLMKaMU YCNyr, OKa3blBaOWMMN TEXHUYECKUE YCYTN, Takne Kak 06CnyxnBaHme, MogepHusanms u
ynakoBka ANnsi o6ecnevyeHuns Lenv nocTaBok M OpraHn3aLuy NnpoM3BoacTBa. 3akasuuky ycayr MoryT NCnosb30-
BaTb AaHHYH MOJeEb f/11 NePBOHAYa/IbHOIO COr/IacoBaHWs NMPOU3BOACTBEHHbIX ONepaunii u cpaBHUTETbHOTO
aHanusa (6eHYMapKuHra) akcnayaTaunoHHbIX XapakTepucTuK ¢ APYrMMN NocTaBLiMKaMmn ycayr nocpeAcTBom
CTaHA4apTU3NPOBAHHOIO ONMCaHWA Npolecca U CUCTeMbl NokasaTesnei A4Na OLeHKN YCnyr, NPUBEAEHHbIX B Ha-
cTosiLleM cTaHfapTe. B uenom xe guana3oH npumeHeHusi IRM-mogenv npocTupaeTcs OT cTpaTernyeckoro
onpepaeneHuns 6usHec-ueneii 4o UHTerpaLMm NPoLEeccoB Ha onepayoHHOM YpOBHeE.

2 HopMaTMBHbIE CCbIKU

B HacToAuweM cTaHfapTe MCNofb3oBaHa HOpMaTUBHAA CCbiflka Ha cneaylowuii ctTaHgapT.
FOCT P 57330/EN 15341 Cuctembl NPOMbILI/IEHHO aBTOMaTU3aUUN 1 nHTerpaumsa. CucTembl TeXHUYE-
CKOro 06CnyxuBaHma n pemoHTa. Knuesble nokasatenn apekTMBHOCTH

MpumeuyaHne — T[lpu NONb30BaHWUM HACTOSALMM CTAHAAPTOM Lie/Iecoo6pasHo NPOBEPUTL AECTBUE CCbINOY-
HbIX CTAHAAPTOB B MHAIOPMAaLMOHHOI cUCTEME OBLLEro NOJb30BaHKS — Ha O(ULMAsIbHOM caiite deaepasibHOro areHT-
CTBa MO TEXHUYECKOMY PEry/IMPOBaHMI0 U METPOSIOMN B CETU VIHTEPHET UM N0 EXErofHoMy WHDOPMALIMOHHOMY yKa3a-
Teno «HauyoHasbHble CTaHAapTbI», KOTOPbINA OMy6/IMKOBaH MO COCTOSIHMIO Ha 1 iHBaps TEKYLLLero roaa, 1 o Bbinyckam
€XeMeCsYHOro MH(hOPMaLMOHHOTO ykasaTens «HalunoHa/lbHble CTaHAapTbl» 3a TeKyLuii rog, ECiv 3aMeHeH CCbIIoUHbIN
CTaHAapT, Ha KOTOpbI faHa HeAaTMpoBaHHas CCblfKa, TO PEKOMEHAYETCS WUCMO/b30BaTh AEACTBYIOLYI0 BEPCUIO 3TOMO
cTaHAapTa C y4eTOM BCEX BHECEHHbIX B JaHHYI0 BEPCUIO 3MEHEHUIA. ECIM 3aMEHEH CCbINIOYHbIN CTaHAapT, Ha KOTOPbIN
[aHa [aTMpoBaHHas CCblfka, TO PEKOMEHAYETCS UCMO/b30BaTh BEPCUIO 3TOMO CTAHAAPTA C YKAa3aHHbLIM BbilLE rO40M YT-
BepXaeHns (NpuHATUSA). ECnn nocne yTBepX4eHUs HACTOALLEro CTaH4apTa B CCbIMIOYHbIA CTaHAApT, Ha KOTOpbIi faHa
[laTUPOBaHHas CCblI/IKA, BHECEHO U3MEHEHWe, 3aTparBaloLLee MosoXKeHVe, Ha KOTOPOE aHa CChlIKa, TO 3TO MOMOXKEHNE
PEKOMEHAYETCS NPUMEHATL 6e3 ydeTa AaHHOro U3MeHeHus. ECM CCbIOYHbIA CTaHAapT OTMeHeH 6e3 3amMeHbl, TO Noso-
XXEHWe. B KOTOPOM JjaHa CCbIIKa Ha Hero, PEKOMEHAYETCS MPUMEHSTL B 4aCTW, HE 3aTparMBaroLLeli 9Ty CCbI/Ky.

3 TepMuHbI 1 onpegeneHuns

B HacTosleM cTaHAapTe NPYMeEHEeHbI ceyolne TeEpMUHbI C COOTBETCTBYHOLLUMU ONpeseNieHusAMU:

3.1 Hauny4dwas npaktuka (best practice): Han6onee appekTnBHbIN (C HAMMEHbLWIUMY Tpyao3aTpaTa-
MU) N feliCTBEHHbIW (C Hanny4ylWwnmmn pesynbTataMmm) cnocob BbINOMHEHNA 3a4aHNsi, OCHOBAaHHbI Ha NOBTOPS-
IoWMXcst npoueaypax, KOTopble NOMNOXUTENbHLIM 06pa3oM 3apekoMeHoBanu cebs B TeyeHue ANNTENbHOTo
BpeMeHun. Hannydlwas npakTuka COCTOMT M3 TEXHOJIOTMIA, MeTOA0B, NPOLLeccoB, AeiCTBMiA, MOTUBALMN WK
BO3HarpaxaeHus, koTopble Hanbosnee adpPekTUBHbLI NpPK NONyYeHUn TpebyembiX pesynbTaTtoB C MUHUMYMOM
npo6sem v HenpeaBUAEHHbIX OCOXHEHWIA.

MN3paHue ouymansHoe
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MpumeuyaHne — Hanpumep, AOKYMEHTVPOBAaHHbIV NPOLECcC NN NPOAYKLMS, paspaboTaHHble COOGLLIECTBOM
nosnb3oBaresieil, COCTOALMM W3 MOCTABLUMKOB U NOTpebuTeneil, 06beAVHUBLLMXCS C Lie/bio YCTaHOB/IEHNA OTPaC/eBbIX
PYKOBOASALLYMX NPUHLIMMOB.

3.2 BXOAHble faHHble (input): TpebyeTcsa BBECTU B NPOLECC ANA NONYHEHUA BbIXOAHbIX faHHbIX.
3.3 BbIXOAHble fAaHHble (output): PYHKLMA C apryMeHTOM B Ka4eCTBE BXO/HbIX AaHHbIX, rae

BbixogHble AaHHble = f(BXOAHbIX faHHbIX).

roe f— B3aMMOCBA3b C KOHKPETHbIM NpeobpasoBaHMeM npolecca.

3.4 nokasaTtenb aphekTuBHocTu (performance indicator): Mepa nnun kputepwuid, C TOMOLLbH KOTOPOIA(ro)
MOXHO OL,eHUTb JOCTWXKEHNE Lenn.

3.5 cnuctema 6annbHbIX oueHOK (scorecard): Habop B3aMMOCBSA3aHHbIX, COracylLWmnxcs n B3anmMmoao-
MOMHAWMX NokasaTeneli, obecneynBalWwmx npefocTasaeHne nHdopmauny, noayvyeHHol B npouecce 06-
paboTkn 1 rnobanbHO NHoOpMaLUN.

MpumeyaHne — 370 ABNAETCA OAHUM U3 NUHCTPYMEHTOB pa3pa60TK|/| n peannsaymm cTparermm, a Takke mMo-
HUTOPUHra nporpecca AoCTxXeHna u,eneﬁ, 3aaB/IEHHbIX B CTpaTernu.

3.6 cepBUCHbIe knacTepbl (service clusters): KnoueBble NPOMBbILLIIEHHbIE YCYTW, OTHOCSILLMECS K Le-
noykam NocTaBoOK U paccMaTpuBaemble B HAcTosALWeM cTaHjapTe.

4 CokpaweHusa

A — agantauusa (adapt);

ARIS — nporpammHoOe cpefCcTBO NS MogenupoBaHnsa 6usHec-apxutektypbl (business architect model-
ling software);

B — peanuzauusa (build);

BPM — ynpaBneHue 6usHec-npoueccamm (business process management);

BRS — ycnyru, cBs3aHHble ¢ 6u3HecoM (business related services);

CPFR — coBMmecTHOe nnaHupoBaHue, NpOrHo3vpoBaHue n nonosiHeHne 3anacos (collaborative plan-
ning, forecasting and replenishment):

DMAIC — npoekTupoBaHue, u3mepeHne, aHanus, coBeplleHCTBOBaHWe, KOHTponb (design, measure,
analyze, improve, control);

EDI — 3n1eKTPOHHbIN 06MeH gaHHbIMK (electronic data interchange);

EPC — ynpaBnsemas cobbITusiMu Lenoyka npouecca (event driven process chain);

ERP — nnaHupoBaHue pecypcoB npeanpusatusa (enterprise resource planning);

FAQ — uacTto 3agaBaemble Bonpochl (frequently asked questions);

GSCF — cTpykTypa rnobanbHoii cet noctaBok (global supply chain framework);

HR — yenoBeuyeckne pecypcbl (human resources);

IRM — 6a3oBas mMogfenb NPOM3BOACTBEHHO-TeXHMYeckux ycnyr (industrial service reference model);

IT — nHdopmaunoHHbie TexHonoruu (information technology);

ITIL — 6ubnuoteka IT-uHcpacTpykTypbl (IT infrastructure library);

JIT — TO4YHO B CcpoOK (just-in-time);

JSA — cornalieHne o COBMeCTHOM 06¢cayxuBaHum (joint service agreement);

KPI — kntoueBoli nokasatenb agppektuBHocTtun (key performance indicator);

O — ynpaBneHue (operate);

P — nnaHuposaHue (plan);

PA — nnaHupoBaHue agantauum (plan adapt);

PB — nnaHupoBaHue peanusauyun (plan build);

PO — nnaHupoBaHue ynpasneHus (plan operate);

Pl — nokasatenb appekTuBHocTu (performance indicator);

PPC — nnaHupoBaHue n ynpasneHue nponssogcteom (production planning and control);

RFP — 3anpoc npegnoxenuii (request for proposal);

SA — npowusBoACcTBeHHas ycnyra (service activity);

SCOR — 6a3oBasa mogenb onepayuii uenoykn noctaBok (supply chain operations reference model);

SO — o06bekTbl 06CcnyxumBaHua (service objects);

SOA — cepBuC-OpUEHTMPOBAHHAA apxuTekTypa (service oriented architecture);
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SPMS — cucTema oueHkn kavyecTBa 06cnyxmuBaHusa (service performance measurement system);
SSC — ycnyru no o6cnyxmBaHuio Lenodkn noctaBok (service supply chain);

SU — noaaepxka (support);

SUI — mMeHeaXMeHT nHopmaLloHHoW nogaepxkn (support information management);

SUR — MeHe[)XMeHT pecypcHOW nogaepxku (support resource management);

SUS — MeHe[)XMEHT cTpaTernyeckoii nogaepxku (support strategy management);

TMS — cuctema MmeHegXMeHTa NepeBo30kK (transportation management system);

VRM — 6as3oBasi mogesb Lenoykn cosgaHus ueHHoctu (value chain reference model);

VVMS — cuctema ynpasneHuns cknagom (warehouse management system);

XML — pacwupsiemblit A3blk pa3meTkn (extended markup language).

5 BusHec-cueHapun gna cdepbl NPOMbILWIEHHbLIX YCNYr

5.1 AkueHT IRM-mogenn Ha NPOMbILWIEHHbIX YCayrax, CBA3aHHbIX C NPON3BOACTBEHHbIMY
uenoykamMmm nocrtaBok

[Ons opraHu3auum Lenovyek NOCTaBOK BCe B GoNblueli CTeNeHW NPUMEHSIETCS ayTCOPCUHI TexHuye-
CKMUX. afMWUHUCTPATUBHbIX U huHaHCOBbIX ycnyr. OCHOBHOM akueHT IRM-mofenu genaeTca Ha TeXHUYECKUX
BRS-ycnyrax. KOTopble KPpenko CBA3aHbl CO BCEMU CEeKTOpamMu 3KOHOMWKMW, KakK 3TO NokasaHo Ha pucyHke 1.
B TO BpemsA kak kKOmnaHuu nNo opraHusauum NocTaBoOK WM NPOU3BOACTBEHHbIE KOMMAHUM MOTYT UCMO/b30-
BaTb Takne mogenu, kak SCOR. GSCF wnnn mogens Aachen PPC, BRS-nocTaBLuKky ycnyr MoryT MCnosnb3o-
BaTb IRM-mMogenb ANA uHTerpauyuu v UCMNosib30BaHUA NPOLECcCOB 06CNYXUBAHUA COBMECTHO C Lenoykamu
nocTaBoOK.

PucyHok 1 — lMepBuyHbIi akueHT IRM-mogenn Ha BRS-yciyrax. OTHOCSLLMXCA K Lienoyke NocTaBok

AkueHT IRM-mogenun ctaBuTca Ha BRS-ycnyrn. npegnaraemble KOMNaHuAM Mo opraHusauunmn uenovek
NoCTaBOK UMW MPOU3BOACTBEHHLIM KOMMNaHWsAM. TakuMm o6pa3omM, BCe NPOMbILU/IEHHbIE YCNYTU, CBA3aHHbIE C
OCHOBHbIMMK NpoueccamMy Lenoyek NoCTaBoK, TO €CTb 3akynkamu (cHabxeHunem), NpoM3BOACTBOM U AOCTaB-
KOW. aBnAwTCA o6bekTamm IRM-mogenu.

MpumeuvaHne — 3akynku (CHabxeHWe), NPOM3BOACTBO Y JOCTaBKa — 3TO TEPMUHO/IOTVS 418 NPeACTaBeHUs
Lienoykn NocTaBok B cOOTBETCTBUM ¢ SCOR-MO€e/bIo.

Ona naeHTudukauum n unbTpaymm knoveBbix BRS-ycnyr. KoTopblie ABASKTCA CYLECTBEHHO BaXHbl-
MU AN LEenovyek NoCTaBOK U UMEKT OTHoWweHne K IRM-mogenu. ucnonb3yetcsa crnepyowmii Ha6op PeKoOMeH-
fauui:

1) NnpurogHOCTbL NOTOKA MaTepuasnoB A8 LEenoYkn NocTaBok, Hanpumep ycayru 10rucTuku genarwT BO3-
MOXHbIM TPAHCNOPTUPOBKY U XpaHeHWe NPoAYKLMM B pamMKax Lenoyku nocTaBok;

2) BNMAHME Ha NpoLuecchbl CO34aHMA CTOMMOCTM NyTeM NOAAEPXKW B LLeNnovke NocTaBoK NPoLEeccoB 3a-
Kynkn (CHabXxeHus), NpoM3BOACTBA M A0CTaBKU.

Mpumep — TexHuWueckoe o6CnyxuBaHme cnoco6cTBYeT NPON3BOACTBY My TEM NOBbILEHNA NPON3BOAM-
TeNbHOCT W NPOMBbILIMIEHHbIX CUCTEM, YCNYTM yNakoBK1 NOMOral T AOCTasBnaTb 3aka3ynky NpogyKLuto B CO-
0TBETCTBYLIEM BUAE.

3
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PUCYHOK 2 — YCNyri, paccMaTpuBaeMble B HACTOSILLEM CTaHaapTe

Ha pucyHke 2 npeacTaBfieHbl OCHOBHble NMPOMbILIIEHHbIE YCYTU, YAcTO OCYL|eCcTB/sSieMble B pamkax
ayTCOpCWHra Npou3BOACTBEHHbIX LLleNoYeK NOCTAaBOK A1 NPOMbILI/IEHHbIX NOCTABLMKOB yCayr. B HacTosem
cTaHfapTe paccMmaTpuBalTCs YCNYru, Bblfe/IeHHbIE HA PUCYHKE XUPHBIM WPUDTOM.

5.2 O6nacTb npuMeHeHUsa n ncnonb3osaHme BPM-moaenn ona noctaBLWwmMKOB ycnyr

Huxe nepeyncneHbl OCHOBHble 06n1acTn npumeHeHns IRM-mogenu gna noctasBWMKOB YyCAYr NpU n3me-
peHuun. paspaboTke N oNTMMMU3aLMK NpoLecca 06CNyXnBaHnS.

5.2.1 OnpegeneHne, aHanums n onTuMunsaynsa 6M3Hec-npoLeccos

IRM-mofenb ncnonb3yetca ANa aHanu3a cyuwecTByLWmMX 6usHec-npoueccoB (kak ecTb. AS-IS) ¢ Tem,
4yTo6bl paspaboTartb ONTUMAaNbHYIO KOHMUrypauuo ycayrn (kak AO/MKHO 6biTb. TO-BE) ¢ uenbio BbinosHe-
HUSA TpeboBaHUl 3akas3ymka HauMeHee 3aTpaTHbIM CNOCO60M. Te Nofb3oBaTeNU, KOTOpPble XOTAT ONpeAennTb
cneuunduryeckme 408 opraHuMsauuMn npouecchbl, a Takke paspabotatb M oueHuTb cueHapun AS-IS n TO-BE
nepepj ocyuiecTsaieHMeM npoekta npeobpasoBaHua 6usHeca, MoryT ncnons3osats DMAIC-nogxon. MeTtopgo-
norna IRM 3abnaroBpeMeHHO nomoraeT nosb3oBaTesiaM Npyu NPUHATUN pelleHnii No NPOPbIBHLIM (PEBOSIO-
LMOHHbIM) MAN AOMTOCPOYHbLIM NPOEKTaMm, KOTopble OnpeaensanT cTpaternyeckne n onepaunoHHble Lenu u
3afa4n B KOHTEKCTe NpeanpuaTUs, HanpasfeHbl Ha NPUIOXEHWEe MUHUMAasbHbIX YCUNWUIA ANS JOCTUXEHUS
TpebyemMoro ypoBHA KayecTBa, onpeaensoT OCHOBaHHble Ha (hakTax 6a3oBble nokasaTtenun u cornacyrTca c
MCnosib3yembiMn cuctemamun nsmepenuii n KPI-nokasarteneii.

5.2.2 3mepeHne, 6eHYMapKUHT 1 ONTUMU3ALNSA KayecTBa 06CNyXMBaHUA

C NOMOLLbI0 CUCTEMbI OLEHKM NOCTaBLLUK YCNYr AO/HKEH NPOBOAUTL aHanui npob6enos nytem 6eHu-
MapKuHra CBOMX 3KcnayaTalLMOHHbIX XapakTepucTuk ¢ iy4lWwnmMmn xapakTepnucTnkamMm B CBOeM kiacce u npu-
MEHATb Haunyywmne npakTUK1 Na ycTpaHeHMs cBoux npo6enoB. C NOMOLbIO CTaHAAPTHbIX NPOLLECcCOoB, UC-
nonb3ywwmx cTpykTypy IRM-mogenun, cooTBeTcTBYOLWME nokasatenn s PekTMBHOCTY NO3BOMAKT CPABHUTL
pe3ynbTaTUBHOCTb M 3P (heKTUBHOCTb nNpoueccoB. Mpu rapmoHu3aLnunm Npon3BOACTBEHHbIX MOTOKOB OpraHu-
3alMM MOXHO N1Ierko cpaBHMBaTb U UAEHTUULMPOBATbL NOTEHUNANbHbIE N3MEHEHUA B Ny4llyl CTOPOHY B
pasnyHbIX AenapTameHTax UM ux permoHanbHbIX OTAENEeHNAX.

Lienbto rpynnbl nonb3oBaTeneii IRM-mogenu asasieTca coctaBseHne 6a3bl AaHHbIX CO 3HAYEHUSAMU pas-
NINYHbIX Nokasateneil ahpekTMBHOCTU, oco6eHHO KPI-nokasaTtenei. npeacTaBnsaoWwmx peanbHble faHHble.
OTU 3HaYeHna ByayT NpUBA3aHbl K cTpaTerMyeckum CTpykTypam Takum o6pasom, 4Tobbl Apyrue nonb3osarenu
IRM-mofenn Moran cpaBHUTb CBOU COOCTBEHHbIE NOKasaTenn C KOHKYPUPYOLWUMKU cTpaTernamu.

5.2.3 Peanusayns BHyTpPEeHHEro MeHeXMeHTa 3HaHui

KomMnaHuaMm, 4bn MHTEpeCbl CKOHLEHTPMPOBAaHbI Ha ONTUMMU3aLMK, cTaHfapTusaumm n asTomatusayum
BbIMNO/IHEHNSI BHYTPEHHUX NPOLECCOB, OKa3blBAaeTCsH MOMOLWb B 4acTu MeToA0M0TNiA NporpamMMHOro 1M npo-
LLeCCHOro MeHeMXMeHTa AN pa3paboTkn U npuopmuTn3aLum obnactu NnpuMeHeHns n macwtaba NpoekTos No
yCOBEPLIEHCTBOBAHWIO NPOU3BOACTBEHHON feATENbHOCTH.

Monb3oBaTenb MHPOPMUPYETCS M NOsyYyaeT yka3aHUs NOCPeACTBOM MHOTOCTYneH4aTol nrepauum, oc-
HOBAHHOW Ha KOHTPO/IbHOM NepeyHe BUAOB AeATEeNbHOCTU, U3 KOTOPOro OH MOXeT BblbpaTh 6asupyoLytocs
Ha NMpoekTe JOPOXHY KapTy. MpuMepsbl BKAOYAOT B Ce64 onncaHne nosiHOro Lukna TEXHOMOTNMYeCKUX MaplLu-
PYTOB Ha pa3/InyHbIX YPOBHAX AeTanmsaumnu, pacnpeeneHns pecypcos U OTBETCTBEHHOCTH, naeHTuukauunto
BXO/HbIX M BbIXOAHbIX AaHHbIX NpoLiecca, a Takke onucaHne MHTepdeincoB N KOHTPObHbIX TOUYEK N3MEPEHNS
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AN coOTBEeTCTBYIOLEro ypoBHA npouecca. Cpasy Xe nocfie 3aBeplleHNs aHanm3a BbIMOSIHEHMA npolecca
AS-IS MOryT 6bITb paCCMOTPEHbI B3aMMOCBA3U BXOAHbIX U BbIXOAHbIX A@HHbIX U UX BIMSHNE HA YPOBEHb NpPO-
M3BOAUTENBHOCTU. Toraa Kpocc-hyHKUMOHaNbHaA rpynna cneynanmcTtos MOXeT AeTasnbHO pa3paboTatb fo-
POXHYIO KapTy MpoeKkTa W naaH u3MepeHnii, cobpatb 1 OLEHUTb KOHKPETHbIE flaHHble N HECTLIKOBKM NpoeKTa
KOMNaHWN 1 B KOHEYHOM cyeTe NPOBECTU aHanIn3 1 NPUopuTMIaLUNI0 TpebyeMblX BbIXOAHbIX AaHHbIX, OTHOCS-
LWMXCA K NNaHnpyemMbiM paboynm xapakTepucTukam.

5.2.4 CogpelicTBue peanunsaumm nporpaMmmHoro obecneyeHuns

IRM-mogenb ucnonb3lyetcs Ana npeobpasoBaHua MHoxecTBa IT-cuctem ¢ 6u3Hec-npoueccamu B Mo-
AepHu3nposaHHoe IT-npunoxeHne, KoTopoe noagepxmsaeT GU3HEC-NPOLECChl B CUHXPOHHOM pexume. lMpo-
rpaMMHbIe pelleHns MOoryT paspabaTbiBaTbCa Ha 6a3e BHYTPEHHUX MPOLECCOB B 3aBUCMMOCTM OT TOro, Kak
OHM 6yayT onpegeneHbl WTaTHOM paboyei rpynnoii no ynpasneHnio npoueccamu.

[lononHNTENbHO K 3TOMYy IRM-MofeNnb MOXET Takke CNob30BaTbCA NapTHepaMu no Lenoyke nocTaBok
C Lenblo rapMoHM3aLmm npouecca 06CnyXmMBaHMa UX NOCTABLLMKOB YCNYT U ANA 6eHYMapKuHra 3 heKTUBHO-
CTN paboTbl pas3NIMyHbIX NOCTaBLNKOB YCAYT C UCMONb30BaHMeM 06Leil cuctembl oueHkn. IRM-mogens obec-
neyvBaeT B3aMMOAENCTBME C ApYyruMK Modensmu, Takumm kak SCOR, Aachen PPC u GSCF. gns o6nactu
Llenoyek nMocTaBoK C Lenbio pa3paboTkn MHTErpupoBaHHOW CTPYKTYpbl npouecca, BkavawLeln B cebsa kak
o6nactb 06CcNyXuBaHusA, Tak 1 061acTb LenoyYek NocTaBok.

6 IRM-Mofenb B KOHTEKCTe ynpaB/ieHUsi 6U3Hec-npoueccamm

B kauecTBe penosuTapusi npoueccos IRM-Moaens npeanaraeT HA6op NPOLECCOB, MPUEMIEMbIX 4151 MO-
CTaBLYMKOB NPOMbILLIIEHHBIX YCAYT, UCNOMb3YOWMX 06WEeNPU3HAHHYI0 KOHBEHLMIO N0 MOAeNNPOBaHU0 Npo-
L1eccoB.

6.1 Peno3utapuit npoueccoB IRM-mogenu

MonHblii penosuTapuii npoueccoB IRM-Mofenn cogepXuT CTPYKTYpUpOBaHHbIE B Mepapxuu ctaHgap-
TU3UPOBAHHbIE OMUCAHWS MPOLECCOB O6CMYXUBAHWUA C Pa3IMUYHbIMU CTENeHsMU AeTanu3auun ¢ TeM. 4yTo-
6bl NO3BO/INTL MO/IL30BATENSAM MPOBOAUTL @HA/IM3 OCHOBHbIX MPUUYUH OTKMOHEHWU pabounx XxapaKTepuUcTuK.
Mpouecchbl IRM-Moaenmn cBsi3aHbl NOCPEACTBOM BXOAHbLIX-BbIXOAHbLIX AaHHbIX W yCTaHaBAMBAOT NapTHepcKkue
UHTepdelicHble NPoLecchl ¢ APYrMMU CTaHA4apTHbIMM BPM-Mogensimu. Ha pucyHke 3 cxemaTuyecku npef-
cTaB/ieHa uepapxus npouecca Ha ABYX YPOBHSX.

ypoeet*. 1 MpomaHbl MH Megann Ha
(CTpUNHMM MnaHvpoBaHvie > ypoBHe 1 orpBpB/IA3T BB 0611acTb
MpiALBIOb ) ipaHnN aieai n KOHTEHT, aTaoH
cTpatera» 06anynss W u uenu
"TNTY UrTocpapm nBoflyniiwnei
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YpOaiiHb2 HaypoaHa]2M i v yTe nctepa
(YpoBeHb MHA My pLLX) A a T* aumt» oOﬂyﬂTLULu(UB> alo Tyl Braau maHart Gbitb
acHgurgapoaeHa s onpeaeneHnm

cTpaTervii biianaii ¢ ucnonbtoaaHnam
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PucyHex 3 — Vepapxus npouecca IRM-moaenm

MockonbKy cTpykTypa IRM-mMogenun oxBaTbiBaeT OTHOCSILLMECS K Lienoyke NoCTaBOK GU3HEec-ycnyru B
NpPoOn3BOACTBEHHO-CEPBUCHbIX CETAX NOCTaBLYMKOB YCNYr, NO/Ib30BaTEIN MOTYT YNPaBAsATbh Pa3/IMUHbIMU nep-
cnekTMBaMu ux 6usHeca B TPEX HANPaBMNEHUSIX, KaK 3TO NOKa3aHO Ha PUCYHKe 4.
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- MNpeobpasoBaHne cTpaTernii 06CNyXNBaHUA B PYHKLMOHANbHbIE LEenn N n3MepumMble AelicTBMA ny-
TeM Koppensauum NpuopuTeTHbIX 3a4ay C MPOU3BOACTBEHHLIMU BO3MOXHOCTAMMN (Mepapxnuyecknx yposHein —
c YpoBHsi 1 0 YpoBHA 3, TO eCTb CTpaTernyeckoro, TakTM4eckoro, onepaLnoHHOro ypoBHei; ypoBeHb 3 He
yKasaH Ha pUcyHke).

- MiHTerpauna mMeHe)XMeHTa nopTdens ycayr ¢ BbINO/IHEHUEM YCYyr € NOMOLLbIO COrlacoBaHHOro no-
TOoKa CO3aHna LEeHHOCTKU (NnaHupoBaHue, agantauus, peanusauus, ynpassierHue, nogaepxaHue).

- MpoBegeHne pa3nuunii Mexay KoHUenuuaMy peanmsanmm ycayr, OCHOBaHHbIMY Ha annapaTtHoM obec-
neyeHnUn 1 ycnyrax, NoBblLAKLWNX LLEHHOCTb, UCNO/b3YS KOHKPETHbIe KNacTepHble Kputepun (06¢CnyxmnsaHue,
MoJepHu3aLmns, ynakoska).

MpumeuvyaHne — Ha YpoBHe 2 kax/blii CEPBUCHbIA KnacTep NpeacTasieH YHUKaIbHbIM HOMEPOM, KOTOpbIi
ochuymanbHO NpuceoeH abbpesvatypam Agantauus. Peanvsaums v YnpasfeHue B Bufe cuMBosios Ax. Bx n Ox cooT-
BETCTBEHHO: TakuM o6pa3om. A2 npeAcTasseT ycnyru no Agantauum ans cdepsl obcnyxvsadusa. A3 — Agantauum s
cdhepbl Moandrkaumn A4 — Agantaummn ans cdrepbl ynakoBKu.

PucyHok 4 — Vepapxusi npoLLeccoB 1 cepBuUCHble knacTepbl IRM-mogenn

6.2 KoHBeHUNN mogenupoBaHua npoueccos IRM-mogenun

BaXHOCTb IRM-apXUTEKTypbl MOXHO NOA4YEPKHYTb BO3MOXHOCTbIO pELIeHUs BOMPOCOB, HauyMHas oOT
6ecnpo6iemMHo MHTerpaunm CoOOTBETCTBYIOWMX NOCNEAHUM AOCTUXEHUAM HayKu W TEXHUKA KOMMOHEHTOB
ynpaBfieHns Gu3Hec-npoLeccaMmun 4o NpocToro UCNonb30BaHUA CTPYKTYPbl, NCNONb3YS yKa3aHHble Bbille TpU
HanpaBfieHus. MOMUMO 3TOr0 KaxXAblii Npouecc A4S KaXAO0ro HanpasneHus (pasaMepHOCTM) CTPYKTYpbl WC-
nofb3yeT OfHU W Te Xe KPpUTepuu NpoekTUPOBaHUS: onpefesieHne npolecca ¢ NOMOLLbI CTaHAAPTHON Ho-
Tauuu. B3aMMOCBS3b BXOAHbIX/BbIXOAMbIX AaHHbIX, Noka3aTenun ahpeKTMBHOCTU N HAUYYLLYIO NPAKTUKY, Kak
3TO NOKa3aHo Ha pucyHke 5.

e JwWwwTM#NBTAMM)CUN
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PucyHok 5 — KoHBeHUuss MogenvMpoBaHusa npotecca
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6.2.1 TepMuHbI 1 HOTaUMKN npoLecca

Ha kaxgom ypoBHe geTanusauuun (TUnbl U KaTeropun NpoL,eccos) NPoLEecchl ONUCLIBAOTCSA NOCPEACTBOM
TEPMUHOMIOTUN U HOTaL MW HA OCHOBE COOTBETCTBYHOLWMNX NOCNEAHUM JOCTUXEHUAM HAYKN N TEXHUKN 6a30BbIX
NpoLeCcCcHbIX MOAenei, yxxe Ncnosb3yemMbix B MPOMbILIIEHHOCTU. Bce npoueccbl 06beAnHEHbl B3auMOCBA3S-
MU BXOAHbIX/BbIXOAHbIX AA@HHbIX, ONpeAensoWwumMmmn B3aMM0o3aBUuCUMOCT MeXAy OCHOBHbIMK ob6nactamu (Tu-
namMy NpoLeccoB) NJaHWPOBaHUSA, BbINOMHEHUA W NOAAEPXaHWA, BHYTPU camoil 061acTu notoka (kateropuu
npouecca), a Takxxe U3HyTPU HapyXy U CHapyXu BHYTPb C 6M3Hec-napTHepamm (Cnoit cCoBMecTHO paboThl).

- Tunbl NnpoueccoB YpoBHA 1 0603HavatoTCA 3arnaBHbIMU BykBamMu:

P — nnannposaHune (plan)

A — apanTtauusa (adapt)

B — peanusayus/sbinonHexnune (build)

O — ynpaBneHue (operate)

SU — noapepxaHue (support)

- Kateropumn npoueccos YpoBHA 2 ceayloT 3a NOTOKOM CO34aHUA CTOMMOCTK:

PA — nnaHupoBaHue agantauun (ptan adapt)

PB — nnaHupoBaHue peanusauuu (plan build)

PO — nnaHupoBaHue ynpasneHus (plan operate)

- Mpouecchbl NnoaaepXkn YpoBHS 2 0603HaYalTCa Kak:

SUl — meHeaXMeHT uHopmaLoHHOW noaaepxkn (support information management)

SUR — MeHe[)XMeHT pecypcHOl nogaepxku (support resource management)

SUS — MeHe[)XMEHT cTpaTernyeckoii nogaepxku (support strategy management).

6.2.2 B3aumocBa3n BXOAHbIX/BbIXO4HbIX AaHHbIX

B IRM-mogenu kaxabllii npouecc xapaktepusyeTcs onpefeneHHbiMY BXOAHBIMU U BbIXOAHBIMWU AaH-
HbIMW. CBSI3aHHbIMU APYT C APYIOM C LeNblo DOpPMUPOBaAHMNS efWHOro NoToka, KOTOpbIA onpegensieT no-
cnepoBaTe/lbHOCTb M CBA3A@HHYK C Heli B3aMMO03aBMCUMOCTb. BxofHble faHHble MOryT nepexofuTb OT
BbIXOAHbIX faHHbIX A4PYroro npouecca uam oT 06bekTa, ABNAILWErocs BHELWHeW CYyWHOCTbI0 A4NA nocTas-
wuKa ycnyr (Hanpumep, 3akasuyumka uau nocrtasluka). Tem e o6pa3om BbIXOAHble faHHble npouecca
MOryT MepexoAuTb K OAHOMY unu 60nee npoueccam W/MAN K KakKuM-1mb60 BHEWHWUM CcylWHOCTAM. Takas
nocnepfoBaTenibHOCTb BXOAHbIX U BbIXOAHbIX AaHHbIX NpefcTaBnaeT coboli MHPOPMaLMOHHBIV NOTOK, KO-
TOpbI/i OAHO3HAYHO CONMPOBOXAAET NCNONIHEHNE YCNYTM — OT NepBOro KOHTakTa C 3aka3yMkoM [0 OKOHYa-
HUA 06CnyXmMBaHna.

6.2.3 NMokasaTtenn adpeKTUBHOCTHU

MokasaTtenu adpdektusHocTn (PIl) AaloT BaxHy MHGOpMauUio A1 BO3MOXHOCTU KOHTPOMA U ynpas-
NeHna npoueccamy B YacTu ahppekTMBHOCTU 1 hakTU4eCckoll pe3ynbTaTUBHOCTK okasaHusa ycnyr. OHun oue-
HMBaIOT. 6bINN NN AOCTUTHYTbI 3asB/IEHHbIE LEenun, 1 nomorawT naeHTuduumposatb notTeHuMan Anasa cosep-
WeHcTBOBaHMA. B IRM-mMoAenu kaxablii npouecc nmeeT CBON Pl. NPUCBOEHHbIN KaXA0MYy YPOBHIO, KOTOPbIi
nokasbiBaeT, YTO He06X04MMO OLeHUTb BO BpeMs peanusauun npouecca. O6bIYHO penepHbIMU TouKkamun Ans
n3mepeHusa Pl SBNAOTCA Havyano npouecca, MHULUMPYEMOro BXOAHbIMU AaHHbIMU, U OKOHYaHWe npouecca,
TO ecTb KOrAa MnoslyyeHbl BbIXOAHblE AaHHble. [JOMOJHATENbHO K 3TOMY CyliecTByeT cucTemMa nokasartesnei,
KOTOpble U3MEPSAITCA B X0OJe npouecca, HanpuMep TeEXHNYECKNe XapakTepucTukn usnyecknx akTMBoOB, Ha-
npumep mMalwmnHHOro Mapka.

Ha cTpaternyeckom ypoBHe onepaLvoHHble Pl crpynnmpoBaHbl B CUCTEMY K/lOUYEBbIX NokasaTesnel
appektuHocT (KPI). KOTOpble BaxHbl ANA 6eHYMapKuHra, Ans BHYTPEHHEro NpMMEHEeHUs Npu cpaBHeHUU
YHKLMOHNPOBAHNA pPa3InyHbIX AenapTaMeHTOB UAN NPOM3BOACTBEHHbIX 06bEKTOB, OCYLLEeCTBAAKLWMX aHa-
NOTUYHYIO AeATEeNIbHOCTb, WIW AN BHELWHEro NPUMEHEHNSI NPU CPaBHEHUWN BbINO/THEHWUSI onepauuii no o6ceny-
XWBAHUIO C KOHKYpeHTamu. MokasaTenu achPpeKTMBHOCTU CTPYKTypUpOBaHbl cneuunanbHbiM 06pa3om, hopmu-
pysi Cuctemy oueHkn kayecTBa ob6cnyxmBaHua (SPMS), onucaHHyw B 7.6.

6.2.4 Hannyywana npaktnka

B IRM-mogenu Hawnydlwas npaktuka cumtaetcs Haubosnee 3pPeKTUBHbIM (HammeHee Tpygosarpar-
HbIM) N pe3ynbTaTUBHbLIM (C HAUNYUYLWUMUN pe3ynbTatamun) NOAX0L0M K BbINOSTHEHWIO 3a4aHNsA, OCHOBAHHOM Ha
NOBTOPAOLWMXCA npoueAypax, KoTopble Mo NPOLWeCcTBUN AINTENBHOTO BPEMEHN NOSIOXKUTENBHO 3apeKOMeH-
fosanu cebs B 6onbWINHCTBE cnyyaeB. B IRM-mogenn nocne T0ro, Kak xapakTepucTuku npouecca usmepeHsl,
a npo6enbl naeHTUUUMpoBaHbl, OYEHb BaXHO ONpefennTb nepevyeHb HeE06X0AUMbIX paboT No ycTpaHeHuto
3TUX Npo6enos. [ln5 KaxAoro npouecca onpegesnied Habop nepefoBbiX NPaKTUK B COOTBETCTBUU CO CTENEHLIO
ero 3Ha4numocCTu 418 Lenoyvkn nocTaBku yCayr u B COOTBETCTBUMU C BO3MOXHOCTAMW JOCTUXEHUA NPOLLECCOM
«/ly4ywmnx B CBUMM Knacoe» MNapameTpos.
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7 YpoBeHb 1 IRM-mMogenn — YpoBeHb CTpaTern4eckoro npotecca

Mpouecchl YpoBHA 1 onpefenstoT 06/1acTb NPUMEHEHNS onepayuii 06CNyXUBaHUSA, BKIHOYEHHbIX B MO-
fenb. IRM-mMogens o6beuHsieT B ce6e Bce NPoLecchl, HaunHas OT 03HAKOMIEHUS C YCNYroli A0 ANUTENbHbIX
onepauwnit 06¢cnyxuBaHusa ¢ UCNOMb30BaHNEM NOAX0Aa, OCHOBAHHOIO Ha «XWU3HEHHOM uukae ycayrn». Ha oc-
HOBaHWW Takoro nogxoja onpejgesieHsl NATb OCHOBHbLIX TUMOB MPOLLECCOB: NaaHnuposaHue (plan), agantayuns
(adapt), peanusayus (build), ynpaBneHune (operate) n noggepxaHue (support).

Mpepnaraemble KOHUIypaLun oTpaxeHbl B TPex MPOLECCHbIX KaTeropusix — nnaHuposaHue (plan),
BbIMO/IHEHME (execute) N noggepxaHue (support) — MB TPex CepPBUCHbLIX knactepax — 06CAyxusaHue, yna-
KOBKa W MoAandukaums.

- KaTeropusi «nnaHupoBaHue» ynpaB/sieTcs NOCPeACcTBOM arperauuv, aHanmsa U ypaBHOBELUVWBaHWUS
Tpe6oBaHMi 3aka3umka B 4acTu 06CNYXNBaAHUSA, C OAHOV CTOPOHbI, M BO3MOXHOCTE 1 pecypcoB NOCTaBLLNKOB
YCNyr, ¢ APYroil CTOPOHbI.

- KaTeropusi «BbINOJIHEHWE» ONepupyeT npoLeccamu, OTHOCAWMMUCSA K TUNam: agantauns, peanmsauuns
1 ynpasneHune. lNpoueccbl KaTeropum BbIMOIHEHUS, NpejHa3HavYeHHble 415 YA0BAeTBOPEeHNs notpebHocTel
3akasuuka, B pamkax hasbl agantauuy BkIYalT B ceba afanTupylouime K NoTpe6GHOCTSAM 3aKka3ynkoB nopT-
thenmn ycnyr, B paMmkax hasbl peanvsauum — co3gaHue HOBbIX NPeAnoXKeHNI yCnyr n B pamkax gasbl ynpas-
NeHna — ynpassieHne 3TuMn ycayramm B MHTepecax 3akasduka.

- KaTteropusi «nogaepxaHue» onpegensieT n obecneynBaet B opraHm3anum Heo6xoaMmMble CEPBUCHbIE
MHPaCTPYKTYPbI C Lefblo 06eCcneynTb MakCMMasbHO BbICOKWI YPOBEHb N/1aHMPOBaHUSA U peanu3auun npo-
LLleccoB 415 BHYTPEHHMUX onepaumii nocTaBlyMka ycnyr, a B ganbHeliwem obecneynTb CTaHAapTHbIe MHTEpP-
elicbl Ana npoueccoB 6U3Hec-napTHEPOB.

PaccmoTpeHHble NpoLeccHble kKaTeropMm NPOYHO CBsi3aHbl Yepe3 CTaH4apTM3NpoBaHHbie B3avMOCBA3N
BXOAHbIX-BbIXOAHbIX AAaHHbIX C LLEe/IbI0 NOMO4Yb NOoCTaBWMKam ycnyr B KOH(bVIprI/IpOBaHVII/I NX KOHKPEeTHbIX one-
paunii o6¢cnyXnuBaHmsa U Npu UX MHTErpaLum ¢ NPOU3BOACTBEHHbLIMU Lienoykamm nocTaBokK.

7.1 MNpouecchbl naaHMpoBaHusa

MOCKO/IbKY YCNyT He MOTYT XPaHUTLCS Kak TOBapHO-MaTepuasibHbie 3anachl, TO YC/yru no naaHuposa-
HUIO SIBMIAKOTCS BECbMa KPUTMUYHLIM 3/IEMEHTOM A/ YCMEWHOro BeaeHus 6usHeca B cpepe ycnyr, v NnosaTomy
0XBaTbiBAET BCIO CyLLECTBYOLWYIO AeATeNbHOCTb B 3TOi chepe. B npouecce peanusauun gasbl naaHupo-
BaHWA CTPYKTypa npouefypHbiX METO40B U3HAUYa/lbHO YCTaHaB/IMBAETCS B COOTBETCTBMMU C MOJIHBIM LUK/IOM
Lenoyek NOCTaBKM YCNYT N UX onepaunin. AKLEHT AenaeTcs, Npexae BCero, Ha CTpaTernyeckoM 1 TakTU4eckoM
NAaHMPOBAHMUM HA CPEeAHECPOYUHbI U [ONTOCPOYUHbLIA Neproabl.

OcHoBHas ugesa asbl NAaHWpOBaHWA 3aknoyaeTcs B pa3paboTke [OSTOCPOYHOIO CTpaTernyeckoro
nnaHa gns uenu ycayr, 4yto NOMOXeT CNPOrHO3MpoBaTh OXMUAaeMble TPeGoBaHWs pbiHKA, popMupylouine
TpeHAbl B OKa3aHWU YCNyr, 3afjauu BbIXOAA HA PbIHOK, YCTAHOBUTbL aKUeHT Ha NOTpe6UTeNbCKOM CermeHTe,
oCyLlecTBAATL B3aWMOfeiNcTBre C NOCTaBLiMKAMW M pa3BUBaTb CETU ycnyr. MOMUMO 3TOro Mpouecchl nna-
HUPOBaHWSA BKOYAIOT B cebs NMPOrHo3MpoBaHue U arperaunto 06bLemMoB paboT, UAeHTUDUKaLNIO, aHann3 u
onpegeneHve BHYTPEHHUX U BHELWHUX Tpe6oBaHUii K pecypcaM. Ha ocHoBe aHann3a Tpe6oBaHuii kK pecypcam
M MX AOCTYNHOCTW ONpefensitoTca cTpaTernyeckne Lenu B cgepe ycnyr ¢ TemM. 4To6bl 06ecneynTs ycnewHoe
npoABuMxXeHne yepes Bce pasbl peannsauun ycayr. OCHOBHbIE Lie/IN 1 KNI0UYEeBbIE pellerHuns a4ns AaHHoro Tuna
npouecca NpuBeAeHbl HA PUCYHKE 6.
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PucyHok 6 — lMpoviecchbl niaHMpoBaHus

Mocne naeHtTudmnKaymn TpeHA0B, OrpaHnyeHnii n gpaiiBepos B cdhepe okasaHua ycnyr 4718 NpoLeccos
naaHnpoBaHna HeobxoAnMO onpefennTb CTPYKTYPY AanbHelwmnx 4eiCTBUIA Ha pas3inuHbIX ra3ax BbINOsHe-
Hua ycnyr. Hanbonee BaxHble pelleHns asbl N1aHMPOBaHWA KacaloTcs onpeAesieHus cTpaternm no pacnpe-
[leNleHNio pecypcoB, paspaboTku 1 nogaepxaHna CeTn ycnyr, a Takke peannsaunn cTpaTerum, HanpaseHHOM
Ha noTpebuTens, ¢ Lenbio ee NPUMEHEHNS NPU KOH(UTYypupoBaHum nopTdens ycnyr. JonoNHUTENbHO K 3TOMY
paspabaTbiBaeTCa AeTanbHblil NaH onepaynoHHOl AeATeNnbHOCTH.

7.2 Tlpouecchl agantayunu

®dasza aganTauuu npenmyLLecTBEHHO CBA3aHa ¢ agantayueil npegnaraeMblX NOCTaBLWWKOM yCaAyr nopT-
hensa ycnyr K KOHKpeTHbIM Tpe6oBaHNAM 3aKasuvka C Lesblo pa3paboTku NpeanoxeHnii No okasaHuio ycnyr,
oTBevawwWwnx 3Tum TpebosaHnsaM. OCHOBHOI Lenblo asbl agantauun ABAseTCA BbIMO/IHEHME 3anNpocoB 3a-
Kasunka B pamkax umerowierocs noptdens ycnyr Hanbonee achpeKkTUBHbIM U HafexXHbIM o6pas3om (cM. KPI
B 7.6 n npunoxeHun B). Takum o6pasom, hasa agantaymm HaueneHa Ha npeobpa3oBaHne TpeboBaHuin 3a-
Ka3umka B KOHKPETHOE CEPBUCHO-OPVEHTUPOBAHHOE PEeLIeHNe C UCMOb30BaHNEM 3HaHWUI KOHKPEeTHOW npea-
MeTHOW 06/1acTh 1 3KCNepTu3bl NOCTaBLYMKa YCAYT.

MnaHvpyembiMW BbIXOAHBIMU faHHbIMK (has3bl agantauuu B cdepe ycnyr ABAATCA NOAMUCAHHbIe
KOHTPaKT WX cornaweHne Ha oKkasaHue YC/yr, KOTOpble OTBEYAT 0OXUAAHWAM 3aKasynka U COOTBETCTBYHOT
TpeboBaHMAM cTpaTernu u noptdens ycnyr nocraswmka ycnyr. lna JOCTMXEHUSA yKa3aHHON Lenu Ha dhase
ajanTtaluy nocTaBLYKKy YCYT MOXeT NOHaA06MTLCA [O0NONHNTENbHOE pacllupermne nopTdens 3akasos 13-3a
BO3POCLUMX 3aNpOCOB 3aKasynka Wan U3MeHUBLLINXCS TpeboBaHWii pbiHka. MOMUMO 3TOr0 JO/KHbI 6bITh Mepe-
paboTaHbl 1 YTOUYHEHbl CPOKW, YCIOBUSA U pacLeHKku Ha npegnaraemMble ycnyru ons obecneveHus 6ecnepe6oii-
HOCTM oka3aHusa ycnyr. O6wmnii Bug asbl agantauuy npeactaBieH Ha pUCYHke 7.
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PucyHok 7 — lNpouecchl agantauun

7.3 Tlpouecchl peanusaynu

dasza peanunsaymun ABnseTca asoil BbINONHEHUA/OKa3aHUs yCcayru, koTopas cnegyeT HenocpeACcTBEHHO
nocne dasbl agantauum M B paMkax KOTOPOW BbINOMHAKTCSA 06A3aTenbCTBa, COrlacoBaHHble B KOHTpakTe
Wnn gorosope Ha okasaHue ycnyr. lNMocTaBLMK yCNyr 1 CeTb NocTasLLiuKa yCnyr CBOAAT BMeCTe BCe pecypchl,
annapaTHble cpefcTsa 1 o6opyaoBaHue, nporpaMMHbie CpeficTBa U NepcoHan c uesnblo peanunsanum cepsuc-
HOro pelleHns B MHTepecax 3akasumka. OCHOBHas uenb hasbl peanmsaunm — 370 HaLeXHO U ahPeKTUBHO
peannsoBaTb CEPBUCHOE pelleHne TakuMm o6pa3oM, 4To6bl Y40BNETBOPUTL TPe6OBAHMAM KakK 3aka3umka, Tak
M camoro nocTasLMK ycnyr (cM. npunoxexHne b B yactn SPMS).

da3a peanusayum BkYaeT B cebs BCe acnekTbl, CBA3aHHble C aHan3om TpeboBaHuUin kK pecypcam u c
onpegenieHnem nnaaHa peanusauuu, KOTOPbIM PYKOBOACTBYIOTCA B Mpouecce peannsaynuun ycnyrm ¢ MOMeHTa
Havyana [0 3aBeplUueHuns ee okasaHus. PYyKOBOACTBYSCb MJlaHOM peanusauuu, Heobxoaumble N5 annapaTHbIX
cpeacTB 1 060pyA0BaHMA KOMMOHEHThLI M U3Aenusa 3akynakwTcs uam obecnevymBaloTCa U3 BHYTPEHHUX pecyp-
COB. NpeABapuTesibHO KOHPUIypupyoTCcsa, a 3aTem NPOXOAAT UCMNbITAHUA Ha CoOTBeTCTBUE. [ocne 3Toro yka-
3aHHble KOMMOHEHTbl 1 YCAYrn AOCTaBAATCA K MECTy OCyl,eCTB/AeHMs paboT, r4e OHW MOHTUpYlTCA, ycTa-
HaBMMBAKTCA U OKOHYaTeNbHO KOHurypupyTca. Ha 3aBeplialliem 3Tane KOHeYHble pe3ynbTatbl paboT
UCNbITbIBAOTCA Ha COOTBETCTBME TPebOBaHUAM COrfalleHns Uam KoHTpakTa, 4Tobbl 3adyukcupoBaTb hakT
3aBepleHnsa gaHHoro atana. lMommMo atoro pasa peanunsayum BkIOYaeT B ceba obyyeHne nepcoHana Kak c
1Mcnonb3oBaHneM COBCTBEHHbIX PECYpPCOB, Tak U C MCNOMb30BaHUEM caliTa 3akasuuka, a Takxe obecneyeHune
[OKYMeHTaumnel no BbINO/THEHUIO YCNYTM ANA NOCNeAyoWero ee ncnonb3osaHua. O6wWuin sug assl peanu-
3aunn npvBefeH Ha pucyHke 8.
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PucyHok 8 — TpoLecchl peanusauum

7.4 Tlpouecchl ynpaB/ieHus

Mpouecchl asbl ynpaBreHWs BkAlOYalT B cebA co3faHne CTOMMOCTU OCHOBHbIX GU3Hec-TpaH3akuui
NS pas/IMYHbIX NPOMBbILLIIEHHbIX W CBA3@HHbIX C ]e/10BOI leATeNbHOCTbI0 yenyr ®asa ynpasneHns saesnsetcs
Kno4yeBoi hasoii, rae cornacoBaHHble MeXAy 3aKka3uyMkom M MOCTaBLYMKOM YCAYT YCAYrn peanusyTcsa B CO-
OTBETCTBUW C OTOBOPEHHBLIMU CPOKaMMN U YCNOBUSMU. [JOCTUXEHME COOTBETCTBYIOLLEr0 YPOBHSA 06CIYXNBAHUA
1 MonyyeHne BbITOf 3aKa3YMKOM MOCPEACTBOM MOBbIWEHUS K/OUYEBbIX NokasaTeseil ABASOTCA OCHOBHbIMM
LuensMyu nocTasLmka ycnyr. MOMMMO 3TOr0 MOCTaBLYMK YCAYr MOCTOSAHHO NOBbIWAET KA4eCTBO YCAYr MyTem
OLleHKM KayecTBa peasin3oBaHHbIX YCAYr U nageHTuduKauumn notTeHunana gas ux ynydleHus.

3Ta (hasa 06bIYHO HAUYMHAETCHA C NNaHNPOBAHUSA NPOM3BOACTBEHHbIX YCYr, KOTOPOE MHULMMPYeTCA Ha
OCHOBeE 3aka3a k/meHTa 60 NepeyHs yxe paHee COracoBaHHbIX paboT. Micnonb3ys chOpMUMpPOBaHHYO Ha
hase peanusauunu CepBUCHYI0 UHGPACTPYKTYPY U Hagnexawum o6pas3om 06yyeHHbI pabouunii nepcoHan,
ycnyru peanusyloTcs WHAMBMAYaNbHO A1 KaX/A0ro 3akasunka. B 3aBucumocTu oT BUAA OKa3biBAeMOIi yciyru
MCNoMb3YITCA Takme pasiMyHble NpoLecchl, kak TpaHCNOPTMPOBKa, XpaHeHue, o6cnyxnBaHne o6opygoBaHums
(cnepys ogHoOl M3 cTpaTernii 06CcnyxnBaHUA: aBapuiiHbiii PEMOHT, NAaHOBO-NpefynpeuTenbHbll PEMOHT,
npodhunakTuyeckoe nynpexgawnliee o6cnyxmnsaHne), kanutanbHblii PEMOHT, ynakoBka 1 KOHTPO/Ib KayecTBa.
Ecnu Bce cka3aHHOe 0606WKTb, TO dha3a ynpaBieHns BHe 3aBUCUMOCTM OT BUAa yCnyru BkoYaeT B cebs Te
npoueccsl, KOTOpble NO3BOASAT AOCTUYb BbINO/THEHWNS YCAYTM U BbICTABUTL CYET 3aKka3umkam 3a ee UCnosHe-
Hvne. OCHOBHble Lenu v KnoyeBble pelleHns dasbl NpuBeAeHbl Ha pucyHke 9.

1n
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PucyHok 9 — lMpovecchl ynpasneHus

7.5 Tlpouecchl nogaepxaHusa

MocneaHsas asa IRM-mogenu, asa nogaepxanus, obecneuymBaeT WHPPACTPYKTYPHYIO NOALEPXKKY
BbINO/THEHUS Oonepauunii 06CNyXnBaHUs, HaunHas oT pasbl agantauuu 4o asbl ynpasneHus. OCHOBHOW Le-
Nblo hasbl NoAgepXaHus ABAseTCS onpegesieHne 0CHoBoNoMaralwmx 6usHec-Npasna, a UMEHHO perynnpy-
OLMX NPUHLMNOB, KOTOPLIMU PYKOBOACTBYIOTCS BCE 06CNYyXMBatOLW e opraHu3aunm. Bropas ocHoBHas uenb
thasbl nogaepxaHns — 370 o6ecneyeHne HeOrpaHMYeHHOro 1 MOCTOAHHOIO J0CTyNa K MHDOpMaL MU MO BCEM
onepauuam 06CNYXMBAHMS N HA BCEX MEPapXMUecKnX ypoBHSX. MOMUMO 3TOro asa nogaepxaHus Koppenu-
pyeTcs ¢ MeHe4XMEHTOM PecypcoB C Lesiblo o6ecneyeHnst 4OCTYMHOCTU U COXPaHEHUs pecypcos, Heo6Xoau-
MbIX 4115 06CNYXMBAHUSA, 4O TOTO MOMEHTA, KOrfa OHW CTaHyT HEOGXOAUMbIMU A1 onepaunit 06CNyXNBaHUS.
O6wuit BUA hasbl noggepxaHua npeactasneH Ha pucyHke 10.

Tun npouecca: loganpnaHH«
QCIIB— M» LEN

m OypB3l0 el oowaononmwkiou» Grawo-umw n npycu, x y*
npmpnoa

« YCOOUNTVBb1 HMrpuLLIH 1 4 M» M nognvwem gpoTyun | HHfripHU HH
OnH HO*K OCCny*Eaiimks

. [0CTyNnocTn pecypce» /IM06 KTYHAHM
6«eT*P*ECHHOCTVCIMPBUMIA COCNYSIMUHM

e OrdoogankTBedoTU/IM A 0bl TaHM pagpciNH, nHdopmaumeit,
OvaroC-AAMLLM UT. W.

KNKrmble pMLUHHA
= MTp3cnrrp u<K9HK3MblyrgaansBHi0 nepcoHuiem

= O6MUYMN* WHBAXMMIABHbIX
» OBtonane JmpeHneHlio CeBloc-LIpen*wan
- VYpocnrire MesBHK3VIbl POTy/THPOKHKIA

PucyHok 10 — lMpouecchl noaaepxaHns

®dasa noAfepxaHus B OCHOBHOM CBsizaHa C o6ecnevyeHnem NoAfepX KU 06Cnyx)uBatoLLeil opraHusaymm
CO cTpaTernyeckoi, MHPOPMALMOHHON N pecypcHoil Touek 3peHusi. B yacTu cTpaTernn gpasa noggepxaHus
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onpefensieT BHyTpeHHue 6nsHec-npaBuna n 6usHec-cTpaTernn, onpesensiet NPUHLUNbLI yNpaBaeHUs faHHbI-
MW. OLleHMBAET B Lie/IOM KauyeCTBO BbINOJIHEHWUSA YCAYT C TEM. UTOGblI NPeANpPUHSATL MEPbI N0 ero NOBbIWEHUIO,
1 B KOHEYHOM cyeTe 06ecneymBaeT COOTBETCTBUE BHELUHWUM NpaBuiam perynuposaHus. MomMumMo atoro pasa
nogAepxaHus o6ecnednBaeT 4OCTYN K MHOPMALMKM O XapakTepe KINEHTYpbl, 0 NopTdesne ycnyr, CEpBUCHOM
cornaleHun nam KOHTpakTe, 0 pecypcoobec/iedeHHOCTU. 0 nokasaTensax paboTbl cepBUC-NapTHEPOB W T. M.
B uenom xe B hasy noffepxaHus BK/OYEHA BCA AESTENbHOCTb, OTHOCALWAsACA K 06YyYeHU0 mepcoHana,
ynpaB/ieHUo akTUBaMn 1 NPOU3BOACTBEHHBIMU pecypcamu, a Takke 06CNYXUBAHMIO U Pa3BUTUIO CETW YCAyT.
Haunyuwas npaktvka assl nogaepxaHus upesBblyaliHo MHOTOO6pasHa M y3Ko cneunanm3nupoBaHa B 4actu
YC/I0BUiA NPOLLECCOB U NO3TOMY C/IOXKHA A8 KOHKpeTM3auuu.

7.6 CucTema oueHKM kayecTBa o6cnyxumBaHunsa (SPMS)

SPMS ccopmnpoBaHa B Buge tpex moayneii: O6bekt obenyxunsaHua (SO), lesaTenbHOCTb No 06¢ny-
XusaHuto (SA) (coBmecTHO chopmupyowme pabounii nHTepdeiic) 1 YA0BNEeTBOPEHHOCTb 3aKa3ymMka okKasbl-
BaemMoll ycnyroii (SE). koTopble CHabXeHbl 3HauyeHMaAMM nokasarteneil adhdektuBHocTn (Pl) Ha pasnnMyHbIX
YPOBHAX AeTanun3aunum B COOTBETCTBUN C NATbIO LeN1eBbIMU HanpaBaeHUAMN.

Ona moayna AeAaTeNnbHOCTU MO 06CNYXUBAHUIO 3HaYeHna Pl xapakTepusyloT peann3aumntio Co6CTBEHHOIO
BHYTPEHHEero npouecca 06CnyXnBaHnsa nocTasLiMKa yCayr B YacTn adPeKTUBHOCTU N HAAEXHOCTN BbIMOJIHA-
eMbIX npoueccoB. Ana moayna O6bekT 06CNyXUBaAHNA akLEHT AenaeTca Ha TeXHUYeCcKnx xapakTepucTukax
06beKTOB (Hanmpumep, Ha xapakTepucTukax MalwuH B cClyyae TeXHUYEeCKOro ob6CnyxuBaHus), KOoTopble 06-
CNY>XMNBaAKTCSA NOCTaBLLMKOM YC/yr B NMPOM3BOACTBEHHON ceTn CHabXeHus 3akasuuka. Mexay nocTasLiMKOM
ycnyr n notpebutenem ycnyr ocywecTBnsetca B3aumogeicTeue, oueHnBaemoe cneumanbHo paspaboTaH-
HbIMV NokasaTensiMy AUHAMUKMA B3aUMOAENCTBUA, TAKUMU KaK «HaAeXHOCTb B3aUMOAENCTBMNA» N «TOYHOCTb
MHbopMaLm». 3T nokasaTenn HanpsiMyt Uan KOCBEHHbIM 06pa3oM BAWAIOT Ha pesynbTaTbl AeATe/IbHOCTU
Ha 06CcnyXnBaeMbiX 06bekTax. YkazaHHble Moaynm SPMS npuBeaeHbl Ha pucyHke 11.

O61BbeKT o6cnyxmnsaHmsa (SO) [eaTenbHOCTb No o6cnyxuBaHuto (SA)
MpvMepb! Nokasateneli MpviMepb! Nokasateneli
adhcpexTnsHocTy (PI) adhcpextrsHOCTM (PI)

|k » ) « [ocTynHocTb 1 * HagexHocTb
. N -5 » bBbicTpoTa
ypo&sne
NPOV3BOANTENBHOCTY 1 1) pearvpoBaHus
* YpoBeHb kayecTsa 2 e 3arpatbl
<2

n
MoTtpe6utens ycnyr MocTaBuwuk ycnyr

11- 11 -a

Y[0BNeTBOPEHHOCTb 3aKa3umka ycnyroi

PucyHok 11 — Mogynn SPMS

Moaynb yAoBNeTBOPEHHOCTU 3aka3uuka OKasblBAeMOW YC/yroil npegHasHauyeH AN OLEHKW paspbl-
Ba Mexay hakTMyeckuM BbIMOSIHEHMEM oOnepauynii No 06CNyXUBaHNIO HA OCHOBE OGBLEKTUBHbLIX N3MEpPeHWit
pabouero vHTepdelica U BbIMO/THEHVEM OMepauunii No 06CAYXMBAHWNIO C TOYKM 3peHUst 3akasuuka. Mogynb
YyA,0BNEeTBOPEHHOCTM 3aka3umka ycnyroi cogepxut Bce Pl pabouero nHtepgeiica (mogynu SA n SO), koTo-
pble cunTalTCcs Hanbonee BaXHbIMU ANA B3auMOCBsA3ei B cdepe ycayr. [ToMumo 3Toro npeaycMoTpeH psag
Cy6beKTMBHbIX Pl. Hanpumep cTeneHb 4OBEPUA K yCayre, cpefcTBa KOMMYHMUKaL MK, aIMNATUA yCNyru, a Takxe
[LOCTYMHOCTb 1 6€30NacHOCTb YCAyr.
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[ns kaxgoro n3 mogyneii SO n SAonpeaeneHbl NATb OCHOBHbIX 3afa4 OLEHK/ KayecTBa 06CNyXnBaHms
N TOYKM 3pEHUN LeNUCTHUTM NoAX0oAa Kak CoO CTOPOHbI [ocTaBLmKka ycnyr, Tak 1 3akasumnka.

- HapgexHocTb: aTn Pl oTHocATCcA K cnoco6HocTu SA n SO gocTuratb npegnonaraemoro uauM coraaco-
BaHHOTrO YPOBHSA onepayunii 06¢cnyxmnBaHnsa nM60 ypoBHA AOCTYNHOCTW ycnyr. HafeXHOCTb OTHOCMTCA K CNo-
CO6HOCTM SA BbINONHATL TpebyeMble onepauumn nNpu 3afaHHblX YCNOBUAX U B 3afaHHblli Nnepnoj BpeMeHu.

- BoicTpoTa (Bpems) pearmposaHua: aTu Pl oTpaxalT Nnepnoj BpeMeHn Mexy HayanoMm v 3aBeplleHu-
em SA 1 nepnof BpeMeHu, CBA3aHHbI ¢ SO (Hanpumep, BpeMs BblINOSIHEHNA 3aKas3a).

- F'mbkocTb/apganTupyemocTb: 3T Pl o6ecneumBaloT 6a3unc gnsa oueHkn cnocobHoctn SA n SO aganTu-
poBaTbCA K MEHAWLWMUMCSA Tpeb6OBaAHNAM OTHOCUTE/IbHO BPEMEHU N 06beMa paboT/MHTEHCUBHOCTH.

- AKTMBbI/3aTpathbl: 3T Pl oTpaxatoT ouHaHCOBbIE 3aTpaThl 418 o6ecneyeHns yHKunoHnposaHma SAun SO.

* Db heKTUBHOCTL/NPOAYKTUBHOCTbL: 3TN MOHATUA BKAOYalT B cebs OTHOCUTENbHble 3HaveHusa Pl. uc-
nosib3yemMble 4151 OLLeHKM CTaTUUYeCKUX 3HaYeHuit Pl B yacTu BpeMeHun 1 3aTpart, 1 oTpaxatT 3 heKTUBHOCTb
MCNosb30BaHUA pecypcoB B npouecce npeobpas3oBaHna BXOLHbIX AaHHbIX B BbIXOAHbIE.

Bce 3HaueHusa PI, a cnegoBaTesibHO M 3HavyeHus KPI, 0OTHOCATCA K KOHKPEeTHOI LeneBoit obnactu. B Ta-
KOM C/lydae KOMMaHWs MOXeT HenocpefCTBEHHO onpeaenaTb, kakme KPl XU3HEHHO BaXHbl AN BbINONHEHUA ee
cTpaTernyeckmx 3agad, U 3To NO3BOSET OCYLEeCTBNATL 3PEKTUBHbIV KOHTPO/b AEATENBHOCTW A8 AOCTUXEHUSA
ycnexa. Mpu onpegeneHnn cuctembl 0606LLeHHbIX NOKa3aTenen (service scorecard) B COOTBETCTBMM CO CTPYKTY-
poii C6anaHcupoBaHHOW cucTembl nokasateneii (balanced scorecard) uam KOHKPETHbBIMWU CEPBUCHBIMU B3aUMO-
CBSI3IMM MOCTAaBLLKKY yCnyr Heobxo4nmo oTobpartb cooTBeTCcTBYOW e KPI COBMECTHO € 3aka3ynkom imbo yyecTb
TOYKY 3peHnsa 3aka3umka B TOM BUAE, B KAKOM OHa 6blna 3asBfieHa TOProBbIM NepCcoHasioM.

Tabnuua 1 otpaxaet pacnpegeneHue KPI YpoBHa 1 no Hanpasneunam SPMS v ueneBbiM 061actam ge-
ATE/IbHOCTU. yKa3blBallLee Ha To. kakne Pl Heo6xoaMMO oL eHUBaThL B NEPBYI0 04epeb Npu akLeHTMpPoBaHUN
Ha KOHKpeTHble cTpaTternyeckue uenun. KPl YpoBHa 1 geTanbHO onncaHbl B npuioxeHnn b.

Ta6nuuya 1— MNepeuyeHb KPI npuMeHUTENBHO K LieNeBbIM 061acTAM AeATENbHOCTN U HanpasneHnsam SPMS

Llenesas 0bnactb aeAtensyocTHanpasneHe SPMS
IMokazarenm Lenesoi

06/1acTV AesATeNbHOCTU [JesrensHocTb GeIVk Y[0BNETBOPEHHOCTL
10 O6C/Y)X1BaHIIO Ofekr o BaHs 3aKazumKa ycriyrov
HapaexHocTb HagexHocTb aesiTenbHOCTM  HagexHoCTbl'athdekTnBHOCTL — BocnpuHumaemoe kavectso

BbicTpoTa (Bpems)

no o6CnyXnBaHUo

AnuTenbHOCTb LmKNa BbINos-

06bekTa 06CyKBaHNS

MpounssoguTensHoe/akcnny-

ob6cnyxmBaHms

BocnpuHimaemoe kayectBo

pearviposaHus HeHus ycnyrm aTauvoHHOB Bpems obbekTa  obCnyXmBaHus
ob6cnyxmBaHna
'mbkocTs/ [AnvTenbHOCTb LUukia Bbinon-  Mpon3BoauTeIbHOB/aKCMY-
npucnoco6asemMocTb HeHus ycnyrm aTauMoHHOB Bpems obbekTa
MOKOCTb [AESATeNbHOCTM MO OGCAYXMBaHUS
06CNyXMBaHNIO 'MbkocTb 06bEKTA 0BCTYXN-
ApanTvpyemocTb AesiTeNlb-  BaHuA
HOCTU MO 06CNYXMBAHNIO ApanTtupyemocTtb 06bekTa 06-
CNyXuBaHWS
AKTVBbI/3aTpaThbl 3atpaTbl Ha fesaTenbHocTb  O6LWye 3aTpatbl Ha 06bekT  BocnpuHWMaemble 3atpartbl
no 06cnyXmBaHuo o6cnyxmBaHns Ha obcnyxmBaHune
OdpchekTBHOCTL/ OdphekTMBHOCTL AesiTenbHO-  OdDeKTMBHOCTL 06bekTa 06-  BocnprHMMaemoe kavyecTBo
NPOAYKTUBHOCTb CTMW N0 06CNYXNBaHWIO CNyXvBaHWA obcnyxmBaHns

MpoayKTVBHOCTL AesTeslbHO-
CTV N0 06CYXVBaHMIO

MpoayKTMBHOCTL 06bLEKTA 06-
CyXVBaHUA

BocnpuHumaemsble 3arparbl
Ha 060/'Iy)KVIBaHV|e

7.7 TlpuMeHeHWe Haunydywein NpakTUKN NS MPOLECCOB pPa3/IMYHbIX TUMOB

C uenblo peanusaynmn v fjanbHelillero coBeplIeHCTBOBAHMSA NMPOLLECCOB NaaHMpoBaHna Ha ase agan-
Tauunm MOXHO MCMO/b30BaTb Hauay4ywune v nepefoBbie NpakTuku. Lindposas cBA3b MexAy BOBE€YEHHbIMN B
CepBUCHbII BU3HEC UTPOKaMU, NX CETbIO 06CNYXNBaAHUA U 3aKaszunkamMu cogeiicTesyeT adhheKTUBHOMY UHOp-
MaLUVOHHOMY 06MeHY NpW NAaHMpoBaHuWM ycnyr. [ipyrme npakTuku, Takme Kak COBMeCTHOe MyiaHupoBaHue,
NpOorHo3MpoBaHne W NOMNOJIHEHMWEe 3anacoB/pecypcoB. B TOM YMUC/e UCMOSb30BaHWe MeX(YHKLMOHaNbHbIX
rpynn, Takxxe cnOCO6CTBYIOT AeATE/IbHOCTU MO N1aHUPOBAHUIO YCAYT.
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BbinonHeHne paboT Ha hase peanusauum obneryaeTca MCNoNb30BaHMEM OMNpefenieHHblX NpakTuK ynpas-
NEeHNA. a Takke KOHKPETHbIX TeXHUYECKNX pelleHnil. O6Lme 3akadbl HA NOCTABKY M NOCTaBKU TOYHO B CpoK (just in
time) Takke NOBbILWAKT HALEXHOCTb ¥ ONEpaTVBHOCTL Npu okasaHuu ycayr. CoBMeCcTHOe corfalleHne o npepo-
CTaBMEHUW YCNYT YCTAHOBKU/TECTUPOBAHUA. @ TakXe Mo yc/yram YC/IOBHO yCTaHOBT/BbINIO/IHEHUSA (B KayecTBe
KOHLeNTyasibHbIX NPOEKTOB WU YepTexeil) obecneynBaeT BbICOKYH MPOM3BOAWUTENILHOCTL U COrNacoBaHHOCTb
npu okasaHum ycnyr. Takne TexHn4Yeckne cpefcTsa, Kak LugpoBble CUCTEMbI CBA3M, 3/IEKTPOHHbIE Aeknapaluu, a
TakXe COCTaB/IEHMNEe CYETOB U 3NIEKTPOHHbIN BbIGOP NocTaBLyMKa (OOPCUHT) 1 3N1EKTPOHHbLIE CPeACTBa NOALEPXKKN
neperoBOpoB, 0Ka3biBalOT MOMOLLL HA NPOTSHXKEHUW BCeli hasbl peanusaumm.

MN3-3a OrpoMHOro pasHoob6pasvsa ycnyr Ha dase ynpas/ieHUs Hauayylwme npakTuku He knaccuduumpy-
I0TCA AN15 BCeX onepaunini o6cnyxmnBaHmsa. OAHAKO CyLeCcTBYIOT HEKOTOPbIE KOHLENuMM Tuna oTCAexuBaHus
B pexume peanbHoro spemeHu (online track), otcnexunBaHua (tracing) n otcnexmBaHusa noctaBok (shipment
tracking), koTopble NOMOralT Kak 3aKa3uuky, Tak U MOCTaBLUKY YCAYr NPU MOHUTOPUHIE cTaTyca OTKPbITOro
3aka3a. MeToaukn KOHTPONS KayecTBa B peXuWMe peasibHOro BpeMeHM M 3anpocoB/MOCTaBOK TOYHO B CPOK
Takke cnoco6CTBYIOT MpoLeccy BbIMOMHEHWUSt ycnyr. MHMLMaTUBbl N0 HENPEpPbIBHOMY COBEPLUEHCTBOBAHUIO,
OCHOBaHHble Ha npuHuune JemuHra (Doming principle) (umkn Plan. Do. Check. Act), Takxe nomoratwT nocTas-
LLUKY YCNYT B NOBbILEHNN KayecTBa 06CyXMBaHUS.

8 YpoBeHb 2 IRM-mogenn — KOHUrypaLnoHHbI YypOBEHb

B pamkax IRM-mMogenu KoHe4YHOMY NO/Mb30BaTeEN0 NpejnaralTca TPU OCHOBHbIE YCNyru: o6cnyxuBa-
HUe. mogepHusauunsa (Moandmkaumna) n ynakoska. 4ns Kaxgon us aTux kawyeBbix 061acTein nam KaveBblX
KnacTepoB UMeKTCHA ONMcaHus TUNOBBIX YCAYT U NPOLECCOB, a Takke ONMMCaHusa CBSA3aHHbIX C 3TUMK npouec-
camMun KOHKPETHbIX MHOPMaLNOHHbLIX NOTOKOB, KOTOPble MO3BO/AKT OCYL,ECTBAATL ONepaLum 06CnyxnBaHma
onTuMasibHbIM 06pa3om. [lna 3TOW Lenun ncnonb3yeTca CTaHAapTHBIN WabnoH Co CTPYKTYpOU, npuBefeHHON
B Tabnuue 2.

Tabnuuya 2 — WabnoH ana onncaHusa npotecca

TexHosnornyeckasn kaprta npouecca

KOHTpO/IbHbIE NOKa3aTesIM/HopMaTMBbl NpoLlecca, KOTOPbIMU ClieayeT PyKOBOACTBOBATLCS NPU pean3auun 4aHHOoTo
npouecca

BXxofiHble faHHble BbIXOAHbIE faHHbIe

BXogHble AaHHble, He06X0aMMbIE 415 KOHKPETHO yCnyrk,  BbIXOAHblE AaHHbIE, MONYyYeHHbIe C MOMOLLbI0 BXOAHBIX
UTOGbI NOMYYUTL KOHKPETHBIE BbIXOAHBIE AHHBIE [aHHbIX

Haunyuywne npaktnkm
MpuMepbl HanayyLleid NPaKTUKN A1 KOHKPETHOW ycyru
Moka3atenu adpPeKkTUBHOCTH

PI, Kak OH onpejeneH B pasfenax HacTosLero CTaHaapTa, U OTHOCSLLMIACS K KOHKPETHOW ycnyre

8.1 CepBucHblii knactep IRM-moaenn — cepBucHoe o6cnyxmnBaHue

KnacTtep cepBMCHOro o6CnyXunBaHus BkAoYaeT B ceba Nobylo [eATeNbHOCTb, CBA3aHHY C BOcCCTa-
HOBNEHUEM WM NOoAAepXaHueM B paboToCNOCOGHOM COCTOSIHUM (PYHKLMOHANbHOW efuHULbl (KOMMNOHEHTA,
MallUHbl AU CUCTEMbI) B Npejeniax Npou3BOACTBEHHOIO 06bEKTa B TAKOM COCTOSIHWM, B KOTOPOM 3Ta eau-
HMLA camMa MOXEeT BbIMOMHATL Npucywime el yHkuun. O6cnyxnBaHve BKOYAeT Takke npejocTaBfieHne
No6GbIX MaTepnanos/ycnyr, HE06X04UMbIX AN OCYLLECTB/IEHNS BbllleyKasaHHON AeAaTenbHOCTU. MOCKONbKY
OT A€ATEeNbHOCTN N0 06CNYXNBAHNIO 3aBUCUT (DYHKLMOHUPOBAHME NPON3BOACTBEHHOTO 06bEKTa B Lie/IoM, TO
[eATeNbHOCTb MOCTaBLYMKA YCAYT MO TEXHUYECKOMY 0GCNYXMWBAHUIO TECHO CBA3aHa C (DYHKLWOHWPOBAHNEM
NPOV3BOACTBEHHON CUCTEMbI 3aKasuuka.

K TnoBbIM ycnyram, npeanaraembsimM NocTaBLMKamMy TEXHNYECKOTO 06CYXNBaHUSA, OTHOCATCA:

- ynpaBsieHue aBapuiiHbIM PEMOHTOM:

- NNaHupoBaHWe U/Mnu ynpasfieHne NaaHoBO-NpeAynpeauTeibHbIM PEMOHTOM;
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- NNaHupoBaHue U/Mnu ynpassieHne N3MepeHNAMMN N aHaIn30M AaHHbIX;

- NNaHupoBaHue u/Mnu ynpasnexHme npoduaakTuiyeckum/ynpexganwmm o6cnyxxmBaHmeM.

K TMnoBbIM npoleccamM nocTaBLMKa YCAYr M0 TEXHUYECKOMY 06CYXNBAHUIO OTHOCATCS:

- cornacoBaHue naaHoB 06CNyxXnBaHNsa 1 NponssocTaa (Kak 415 aBapuitHOro peMoHTa, Tak 1 4ns nna-
HOBOTO 06CNYXUBaHUSA);

- obecneyeHne 3anacHbIMK YacTAMM (Kak 415 aBapuiiHOrO peMOHTa, Tak U AN NJIaHOBOro 06CNYXNBaHUS);

- ynpaBfieHvne obcnyxmBaHnem (kak Ana aBapuinHOro pemMoHTa, Tak 1 A8 N1aHOBOro 06CAyXuBaHus);

* ynpaBfieHVe N3MepeHnsAMU (419 NnaHUpoBaHUs 06CnyxXnBaHus);

- aHaNM3 U3MepeHHbIX AaHHbIX 415 pa3paboTkM pekoMeHAauni No 06CAyXUBaHUIO.

8.1.1 dasza agantauun Ha yposHe 2

dasza aganTtauun Ha ypoBHe 2 3anyckaeTcsi cpady nocse nosyyeHusi 3anpoca-npeanoxeHuns oT noTeHUn-
anbHOro UMK cywecTBytoWwero 3akasuunka. C Lenbio KOPPEeKTHOro onpeAeneHnss TpeboBaHUn K TEXHUYECKOMY
06CNyXMBaHNIO 06BEKT 06CNyXMBaHUA (B faHHOM cayyae 3TO (hyHKLMOHaNbHasA eAnHnLa, KOTOpyo npegcTo-
UT 06CNYXMBaTb) AO/MKEH GblTb MOABEPTHYT aHaN3y C y4eTOM COOTBETCTBYHOL el NPON3BOACTBEHHOW cpefbl.
Ha ocHoBe JaHHOro aHanu3a MOCTaBLLMK YCAYTr MO TEXHUYECKOMY O6CAYXUBaHWIO NOAroTaB/iMBaeT NepBoO-
HavanbHoe npepnoxeHue. Mocne fanbHellWNX cornacoBaHnii ¢ 3aka3vyMkom npegnaraeTcs OkOH4YaTesbHOe
npeasioxXeHne, KOTOpoe O4HOBPEMEHHO NpefcTaBnseT co6oii OCHOBY ANA KOHTPakTa No TEXHUYEeCKOMY 06-
cnyxuBaHuio. MognvcaHne KOHTpakTa sBAsSeTCsA 3aBepluatlmm atanom dassl agantaunu. O6wwmii Bug dassbl
agantauyuv npuBefAeH Ha pucyHke 12. aeTanu ykasaHbl B Tabnuue 3.

u VI LLOO T TMOONf BfIMfl
»Anmke«kn> LpdreBwoweeFi yar)Lu

p

PucyHok 12 — daza agantaumu. Ycayru no TexHu4eckomMy obcnyxmusaHmio (A2)

Ta6nuuya 3 — [lpouecchl agantauumn yeiyr no TeXHNYECKOMY 06CYXUBAHIIO, BXOAHbIE/BLIXOAHbIE AaHHbIEe, Hauyu-
LuMe NPaKTUKK 1 NnokasaTesnn adIEeKTUBHOCTH

TexHonornyeckas kapTa npouecca

3anpoc 3akasuuka Ha 06C/yxuBaHue

AHann3 06EKTOB 06CNYXMBaAHUA

Ycnyru no KoHUrypupoBaHuio 1 agantaumm

MeperoBopbl 1 OKOHYaTe/lbHas AopaboTka KOHTpaKTa Ha 06CNyXnBaHe

BxogaHble faHHble BbIxofHble AaHHble
3HaHWs 3akazuuka MpeanoxeHre 06 okasaHuM ycryr (KOHeUHoE)
CTpyKTypa paboThbl 3aKazumka MoAnMCcaHHbIA KOHTPaKT

MpaBuna u cTpaternn 6usHeca
MopTdhens ycnyr n pacueHKkn Ha HuX
3anpoc npeasioxeHwii

MnaH agantauyun ycnyru

Haunyudwme npakTukm

Lindpposasi cBasb — EDI/XML
COBMECTHbIE COrfalLeHus no ycnyram
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OKOHYaHWe Tabnuubl 3

Mokasatenn achheKkTMBHOCTMN

HagexHocTb onepauuii 06cnyxvBaHns
[nMTenbHOCTb LKA BbINOSIHEHWS YCYrn
3aTpartbl Ha 06CcnyxmBaHue

OdhheKTUBHOCTL 06CTYXMBaHWSA
BocnpuHumaemoe kauecTBo 06CyXnBaHNS
BocnpvHumaemas cToumocTb 06CyXnMBaHus

8.1.2 ®as3a peanusauum Ha YpoBHO 2

®asza peanusaunn Ha ypoBHe 2 HaYMHAETCA C NJaHMPOBaAHUA HEOOXOAUMbLIX ANA paboTbl pecypcos U
onepauwuii (Hanpumep, maTepvanos, akTVBOB, NepcoHana, NnporpamMmmbl UcnbiTaHuii). Mo 3aBepweHnn naaHu-
poBaHus Heobxogmmoe Ans 06CNyxmBaHua obopyaoBaHMe, eciu TakoBoe npejnonaraeTcs, AO/MKHO 6biTb
M3roTOB/IEHO /IN6O 3aKynsieHo, a 3aTeM TPaHCMOpPTMPOBAHO B Ha3HayeHHoe MecTo. Tam ykasaHHoe 060py-
foBaHue fOo/IXHO OblTb YCTAHOB/IEHO, NPOTECTMPOBAHO, a 3aTeM cepTUuULMPOBaHO M 0406pEeHO BCEMU yya-
CTBYHOLMMMN cTOpoHamu. O6wWuii Bug asbl peanunsaumm npuMeBefeH Ha pucyHke 13. a BCe AeTann yKasaHbl
B Tabnuue 4.

»Nonw w<umypwres(ry nopityn— —
* J/MTENBHOCTB LKT a BbINESTHHULLYCYTN
«3upoTbiHBOOONpPO—I ML

McroTTMm
schpunocTy
B2
O*M pMAKMUUN, B
YCAyr no TUXHUYECKOMY e
obeny>KManHNIO At
>1 T pBBTWLUMLYyCnyrn mbneBay u dguag
"Lwwr «ngByppo— » CAXTOPUUXTHK— <
|Kcaw/p o6prympm m[w»«s o mraEkscm
m—ywwT
npantum | * P'chpLuBn awi>-EDUXML

m CoBMIONb M 0OM—nntn no o6onraH— J—o

PucyHok 13— ® B« peasitoe L. MpAyrM ro TOHUYeCKOMY 06CyxusaHuto (BZ)

Ta6nuuya 4 — lNpoueccsl peannsauumn yciyr no TEXHUYECKOMY 06CNYKMBAHUIO, BXOAHbIE. BbIXOAHbLIE AAaHHbIE, HAUYY-
LUMe NPaKTUKK 1 NokasaTenn apeKTUBHOCTM

TexHonornyeckas kKapTa npouecca

MnaHMpoBaHWe AesTeNbHOCTY Mo peann3almmn

MpeasapuTensHOe KOHUTYPUPOBaHWe CEPBUCHLIX MPOAYKTOB U aKTUBOB
MocTaBka CEPBUCHBIX MPOAYKTOB U aKTUBOB

YcTaHoBKa U KOH(MrypupoBaH1e CUCTEMbI 0BCYXMUBaHUS
TecTUpoBaHue 1 CepTUMKALMS CUCTEMbI OBCYXUBAHNS

BxofiHble faHHble BbIXOAHble faHHble

MnaH peanusauuu ycnyrm PacnpegeneHve cepBUCHbIX PECYpPcoB
Monyuaemblii MaTepua YCTaHOB/EHHAs cUcTeMa 06CyKMBaHUS
Monyyaemble ycnyru MPOTOKO/1bI YCTAHOBKM U UCTIbITAHNIA
MpaBuna KoH(UryprpoBaHus AKT Caumn-npuemkm

KomaHga o6cnyxuBaHus PeLleH1e 0 roTOBHOCTU K MUCMOSb30BaHIO
PyKOBOACTBA MO YCTAHOBKE, CTPYKTYPbI W AeTanu NpoLeccos

NoAAEPXKN

LLla6n10HbI JOKYMEHTOB
PernameHTHble Tpe6oBaHWs
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OkoH4aHue Tabnmupl 4

Hawnyuime npakTukm

Lindoposasi cBasb — EDI/XML
CoBMeCTHOe NJIaHMpOoBaHKe 1 cocTas/ieHne nnaHa (C ykasaHnem BpemeHu)

MokazaTtenn adhheKTUBHOCTH

HapexHocTb onepauuii 06¢nyxmnBaHns

[NnTenbHOCTb LyKNa 06CNYXNBaHNS (4/IMTENBHOCTL LMKIa nepegayn o6enyxmBaHms)
3arpartbl Ha 06CnyXvBaHme

AhheKTUBHOCTL 06CNTYXMBaAHUA

HanexHocTb 06bekTa 06CyXMBaHNS

BocnprHMmaemoe kauecTBO 06CyXmBaHus

BocnpuHimaemasi CTOMMOCTb 06CYXMBaHNS

8.1.3 ®da3a ynpaB/iieHUss Ha ypOBHe 2

®asza ynpas/ieHUss HauMHaeTcs cpasy Xe nocne NPUHATUA peleHnss 0 «fOTOBHOCTU K UCMO/b30BaHuio
KOHEYHbIMY MO/Ib30BaTeIAMN» N UHALUUPYETCA MO 3anpocy CO CTOPOHbI 3aKasuunka Wan rno nosyyeHnmn npouns-
BO/JCTBEHHOrO NjaHa 3akasuunka, KOTopblil o/MKeH 6bITh 3aTeM Npeobpa3oBaH B naH o6¢cnyxnsaHusa. B cny-
Yyae nNpouaakTMYecKoro uamn ynpexgarouero TeXHN4eckoro o6cnyxmBaHms Heo6xoAUMMO crnaaHuposaTb U
BbIMOJIHUTbL U3MEPEHUSA, YTOObI 3aTeM MOXHO 6bI/1I0 MPOBECTM aHaIn3 faHHbIX U pa3paboTarb pekoMeHaaumum
no fanbHeliwemy o6cnyxunsaHunio. Takne pekoMmeHgaLnm MoOryT 6biTh TakKe BHeCeHbl B NnaH AeicTeytoLle-
ro TEXHUYECKOro ob6CnyxmBaHua. 3aTem BbINOMHAETCA OCHOBHasA paboTa — ynpas/ieHue npoueccom o6cny-
XusaHua. Ee nnaHuposaHue (C ykasaHuem BPEeMEHHbIX JaHHbIX) MOXeT 6biTb NPOBEAEHO NOBTOPHO, YTOObI
yuyecTb Heo6X04uMble U3MEHEHUS1 B CTaTyCe CUCTEMbl, Bbl3BaHHble HenpefBuAeHHbIMU 06CTOATENbCTBAMU
(aBapusimu). MocTaBLWMWK YCNYT Ha perynspHolii ocHoBe npefcTaBnseT oT4eT O Xofe npoLecca TEXHUYECKOro
06CNyX1BaHUA, BbICTAB/AET cyeTa Ha onnaTy M oTc/AexuBaeT NPOXoxAeHue nnatexei. [na obecneyeHus
YCTOWUYMBOCTM BbINOSIHEHUSA NpoLecca 06CNyXMBaHUA NOCTaBLLMK YCAYr O/MKEH Takke WMeTb 06Lnii nnaH
onepauuii n obecneunsartb NOAAEPXKKY ero peanusaunu. O6wWKA BuA dasbl ynpasneHus npuseeH Ha pUCcyH-
ke 14. a nogpo6HOCTM yKa3aHbl B Tabnuue 5.

«HMKBM /b AUTHXAK NOBOLL,a*MHA*

PucyHok 14 — daza ynpasneHus. Ycnyru no TexHuiyeckomy obcnyxusanuio (02)

Ta6nuya 5 — [pouecchl ynpaBaeHus yciyram no TeXHUYeCKOMY 06C/Ty)XMBaHUI, BXOAHbIE. BbIXOAHbIE AaHHbIE, Hau-
Nydlve NpakTUKU U nokasatenu ahheKTUBHOCTH

TexHonornyeckas kapra npouecca

AHann3 3anpoca Ha npoBefeHne paboT No aBapuitHoMy PEMOHTY
MnaHWpoBaHne NPoBeaeHNs 3MEPEHUii (C ykasaHUeM BPEMEHHbIX AaHHbIX)
[JaHHble NPOV3BOACTBEHHON CUCTEMbI N3MEPEHUIA N XPaHEHUS
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OKOHYaHve Tabnuubl 5

AHa/IN3 U3MEPEHHbIX [aHHbIX

Co3zfaHune 1 06MeH PEKOMEHAALMSIMU MO 06CYXMNBaHWUIO

MnaHMpoBaH1e MeponpuaTHA N0 06CNYXMBaHUIO

YnpasrneHue NpoLeccom aBapuiiHoOro pemMoHTa

YnpaBneHue 3aniaH1poBaHHbIM MPOLLECCOM 06CyXMUBaHUS

O6paboTka 06pPaTHON CBA3M C 3aKa34YMKOM 1 COCTaB/IeHWe oT4eTa 06 06CNyXMBaHNUN
BbIcTaBfieHMe cueTa, OTC/IEXMBAHNE U NOJTyYeHne NnaTexei

BxofHble AaHHble BbixogHble AaHHble

MnaH ynpasneHusa o6cnyxnsaHmem CueT 3a BbINOSIHEHHbIE PabOThI

[aHHble 06 aBapusx Crartyc nnarexa

MpeanoxeHune 06 okazaHun ycnyr (KOHe4yHoe) Mnatex

3anpoc Ha o6cnyxvBaHue CraTyc npouecca 06cnyxmBaHuns

TexHu4Yeckune xapakTepucTukn o6bekTa obCymnsaHns OTy4eT 0 pe3sy/ibTaTax TEXHUYECKOro 06CyXnBaHns
Mpoun3BOACTBEHHbIN NNaH-rpadmk PekomeHgaummn no ganbHenwemMy 06CNyX1MBaHMo

AHann3 AaHHbIX NPOM3BOACTBA U 06CTYyXMBaHUA
YcTaHoBNeHHas cuctema o06C/yXnBaHus
[JocTynHocTb pecypcoB

[JlocTynHoCTb MaTepuanios

Haunyuwive npaktukm

AHanIM3 BUA0B 1 NOCNeACTBUIA OTKa30B

ONEeKTPOHHbIN 06MeH AaHHbiMK (EDI)

CoBMeCTHOE NJIaHnpoBaHWe 1 cocTaB/ieHne naHa (C ykasaHnem BpemeHw)
AHanus no Mapeto

Moka3atenu adPeKkTUBHOCTH

HagexHocTb 06CnyxnBaHus

[nnTenbHOCTb LuKna 06CnyXmBaHus (AUTeNbHOCTb LiMKIa nepegayn 06CnyxnBaHus)
AfanTmpyemocTb 06CNyX1BaHNA

3arparthl Ha 06CNyX1BaHe

OdhheKTUBHOCTL 06CTYXMBAHNSA

HafexHocTb 06bekTa 06cnyxmBaHus

[nnTenbHOCTb aKCnnyaTauum o6bekTa 06CnyXmnsaHus
'MBKOCTb 06 bEKTA 06CNYXMBAHUS

AfanTnpyeMocTb 06bekTa 06CyXMBaHUA

O6Lyme 3aTpaTbl Ha 06LEKT 06CYXNBAHUS
DhheKTUBHOCTL 06BEKTA 06CNYXKMBAHUA
MpoussoAnTeNbHOCTL 06bEKTa 06CYKMBAHUA

BocnpuHumaemoe kauecTBO 06CyXMBaHNS
BocnpvHumaemasi CTOMMOCTb 06CNyXMBaHWSA

8.2 CepBucHbIl knactep IRM-mogenn — Ycnyrn no mogudunkaumn/moaepHmsanmm

PenosuTapuii ycayr no mogudnkaumu/nepeocHalleHuio BkovaeT B ce6s N06yi0 AeATeNbHOCTb, HaunHas
OT KanuTasbHOro PEMOHTa 4,0 MOAEepHU3aL M aBTOMaTM3NPOBAHHOIO MaLIMHHOTO 060pyA0BaHMA. YCAyr no Mo-
JepHu3auun npegnaralTcsa Ha pasiMyHbIX YPOBHAX. HUXHMUIA ypOBEHb onpefenseTcs Kak KanutanbHblii pEMOHT
1 BKtOYaeT B ce6s BOCCTAHOB/IEHNE VCXOAHbIX CBOMCTB 06beKTa 06CAyXMBAHNA U €r0 KOMMOHEHTOB. BepxHuii
ypoBeHb MOAudMKaLMn SBNAeTCS MoAepHu3lauunein ob6bekta 06CNyxMBaHUA, 4To npegnonaraet agantawluto
06bekTa 06CNyXNBaAHNA N €r0 KOMNOHEHTOB K COBPEMEHHOMY TeXHUYECKOMY YPOBHIO. BepxHuii ypoBeHb Moau-
hukaymm Bcerga MMeeT CBOUM KOHEYHbIM pe3ynbTaToM 60siee BbICOKOE KayeCTBO, MOBbILEHHbIE BO3MOXHOCTH
1 Npon3BoAMTeNbHOCTL. Moandukaumsa BkaovaeT B ce6s LIMPOKUI CNeKTp ycnyr, npeAnaraeMbiX NOCTaBLLUKOM
YCNyr: KanuTabHbIi PEMOHT BCEro 06bekTa 06CnyxnBaHns, opaboTka NoAWNNHUKOB KOPO6KU, opaboTka niu
3amMeHa MexaHW4Yecknx y3noB npueofa, 06GHOBEHUE TMApaBANYEeCcKoi cuctembl 1 T. N. CepBUCHOE Npeasioxe-
HMe Takxe npegycmarpusaeT NepecMoTp TEXHUYECKON JoKyMeHTauuy n obecneyeHne 3aluTHbLIMU YCTPONCTBA-
MW Ha OCHOBE €BpPOMNeinckux CTaHAapTOB M. YTO BMOJSIHE €CTECTBEHHO, 06yYeHne nepcoHana 3akasuuka.

Tunosble ycnyru, npegnaraeMblie NOCTaBLWMKOM YyCAyr N0 MogUdUKaLmm:

- KanuTanbHbI PEMOHT.

- MoAepHM3aLma Mogyneit n o6bekTa 06CNyXMBAHNS B LLESIOM.
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- TpaHCNOPTUPOBKa,

- paszbopka n NnoBTOpHasa c60pka NPOM3BOACTBEHHbIX JIMHUNA.

TunosbIMK NpoLeccamun nocTasLnKa ycnyr no Mogmdukaumm SsnawTca:

- pasbopka v aHanM3 NPON3BOACTBEHHbLIX CUCTEM U X KOMMOHEHTOB.

- npoBepka 1 YopmMynnpoBaHme KoOHLenunm MogepHu3anmm.

- paspaboTka 1 M3roToBNEHNE KOMMOHEHTOB/MOAYNEN,

- cbopka v BBOA, B filelicTBMEe KOMMOHEHTOB/MOayNei,

- NOAroToBKa AOKYMeHTaLMm Ans MoANMULMPOBAHHbLIX NPON3BOACTBEHHbIX CUCTEM,

- UCMbITAHWUSA N HacTpoiika pabounx xapakTepuUCTUK CUCTEMBI.

8.2.1 dasa apantauunu Ha yposHe 2

TunoBas cxema TEXHO/IOTMYECKOro mpouecca ANa NOCTaBLWKUKOB YyCAyr no mogudukaymm HadnHaeTcs
C Nony4vyeHns NOCTaBLLMKOM YCNyr 3anpoca-npefnoxeHnsa oT NoTeHuManbHOro 3akasuvka, 3a yem cnepgyert
aHann3 NocTaBLMKOM yCayr 06bekTa 06C/yXMBaAHNA C Lie/ibio TOYHOTO onpeAeneHns TpeboBaHUin K TexHnye-
CKOMY 06CcnyxmBaHuio. Ha oCHOBe AaHHOro aHanu3a NocTaBLLMK yCayr No mogmdukaLmMm rotToBUT nepBoHa-
yanbHoe npegnoxeHune. Nocne ganbHewero o6CyXAeHUA € 3aKka34nKoM NoArotTaBaMBaeTCcs KOHEYHOe npes-
NI0XEHNe. KOTOpoe SIBNSeTCA OCHOBOW ANA KOHTPakTa Ha mocTaBKy ycnyr no mogudwukauuu. MognucaHvve
KOHTpakTa fiBAsieTcsA 3aBeplialwmm atanom dasbl agantauun. O6wunii Bug dassl agantauny npMeBefeH Ha
pucyHke 15. a nogpo6HOCTM yKasaHbl B Tabnuue 6.

*Kbaasoabaw TULMM Nac bugTmxi
-ATw»«oclbl11*rnmon«)Cnpll
M*

»30pU
Mbwwnuw
AS
D0 aganTaumn.
Ebcypblu Bbagom
TVMAT Ycnyra no mogydovkauyn/
nepviavailemeo
maLpec npegnc*mHM<  pogneHo maB6a M un yemyt (i
]ﬂOpTO>>T I nmwpaoul «bPYKXHbIV «CHTPTT HAY3TYY
T J rJ E D I
Hwrdpwsaa f

| *UMitOBMANBb-a00a.
' »Con—mi i oumuarHoHaBnyw n w (ja”

PucyHok 15 — ®daza agaTtauuun. Ycnyrm no mogucbmkaumm (A3)

Ta6nuuya 6 — lMpouecchl agantauyum ycnyr no MoandumkaLumm, BXOAHbIE/BbIXOAHbIE AaHHble, HauyuLllre NPakTUKL 1
nokasatenu agphekTMBHOCTH

TexHosnornyeckas kapta npolecca

O6paboTka 3anpoca 3akasumka

AHann3 06LEKTOB 0BCNYXNBAHNSA

MOBTOPHOE YTOUYHEHUE KOHKPETHbIX TPeGoBaHMWiA 3akaszumka

O6CyxaeHVe KOHEYHOTO NPeAsIoKEHNS 1 MPUAaHNEe KOHTPaKTy OKOHYaTe/IbHOro Buaa

BXOfHble faHHble BbIXOAHbIE AaHHbIE

3anpoc npeasioxeHuii MoAnNMCaHHbIN KOHTPaKT

MopTdhenib YCyr 1 Ux pacueHKu MpeanoxeHne 06 okasaHun ycnyr (KOHEYHOE)
3HaHWs 3aKazumka

KnneHTckoe focbe

Mpaswna n ctpaternn 6usHeca
Havnyuwme npakTukm

Lincpposas csasb — EDI/XML
CornaiieHnsi 0 COBMeCTHOM ob6cnyxuBaHun (JSA)
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OKOHYaHWe Tabnuubl 6

B coBokynHocTu ¢ KPIl ypoBHSA 1

HafexHocTb 06CnyxvBaHns

[NnTenbHOCTb LMKNa BbINOSIHEHUS YCNyrn
3arpartbl Ha 06CnyxXunsaHme
OhheKTMBHOCTL 06CYXMBAHUS
BocnprHumaemoe Ka4ecTBo 06CyXnBaHNS
BocnpvHymaemas cToMmocTb 06CTyXMBaHNA

8.2.2 ®asa peanusauuu Ha yposHe 2

dasa peannsaunu Ha YpoBHe 2 HauMHaeTCa ¢ npolecca NJaHMpoBaHusA feATeNbHOCTU Mo peanusayuu
(c ykazaHnem BpeMeHHbIX aHHbIX), HANpYMep MaTepuassl, akTUBbI, NePCoHas, nnaH-rpaduk ncnoitanuii. Mo
OKOHYaHWM NNaHnpoBaHUA 06bEeKT 06CNYXMBAHNSA [OMXKEH ObIThb NpeABapuUTENbHO 4EMOHTUPOBAH M A0CTaB-
NleH no agpecy nocrasliuka ycnyr. [lanee oH nojeepraeTcs ganbHelilleMy eMOHTaXy C Liesibio ero aHanunsa
1 npoBepku/aganTayun B COOTBETCTBMM C KOHLUEMUMel MogepHusauum, cogepxalleiica B KOHTpakTe Ha 06-
cnyxuBaHune. BepudnumpoBaHHbIli KOHTPAKT HA 06CNYXNBaHWE U. COOTBETCTBEHHO, OKOHYATE/IbHbIN BapuaHT
KOHLLenuun MogepHM3aLnm aBasTca pesynbtatom dasbl peanusauyun. O6wwuii Bug dasbl peanusauuu npu-
Be/leH Ha pucyHke 16. noapo6HOCTM yka3aHbl B Tabnuue 7.

»AMM W W uTl —MMMAayyK

*CaralLBv OCOVMVIOTHLLIOGCTTyBaMIM (JSA)

ANSYOTMXMINpOLWAMN LU W 1M i
PucyHok 16 — dasza peanusauun. Ycayrn no mogudpukaumm (B3)

Tabnuuya 7— Mpouecckl peann3auuu ycayr no MogudmkaLum, BXogHble/BbixagHble AaHHble, HannyyLlve NpakTuki 1
nokasarenu atheKkTMBHOCTU

TexHonornyeckas kKapTa npouecca

(MpeaBapUTE/bHbIA) AEMOHTaX U TPAHCNOPTUPOBKA 06bEKTa 06CYXMBAHUS
[leMOHTaX 1 aHanM3 NPOU3BOACTBEHHO CUCTEMbI 1 KOMMOHEHTOB
Bepudmkauus v agantaums ypoBHa MOAEPHU3aLmn

MprobpeTeHne KOMMOHBHTOB/YC/YT Y NMOCTABLLUVKOB 1 MPOBEpPKA KayecTsa
PeMoHT/MoaudVKaLysi N NpoBEpPKA KAYeCTBa KOMIMOHEHTOB

BxofHble faHHble BbixogHble faHHble

MoAnncaHHbIA KOHTPaKT MnaH no aktmeam

[locTasnieHasn Npon3BoACTBEHHAA cuctema [leMoHT1pOBaHHasn NPoV3BOACTBEHHAA cucTeMa
Pe3ynbTarbl aHanM3a AeMOHTMPOBaHHOM NPOM3BOACTBEHHONM CUCTEMbI  PacyeT noTpe6HOCTY B MaTepuanax

MnaH peanusaumm KoHuenuus mogepHusaummn

O6opyfoBaHvie AN UCnbITaHWi LLitaTHoe pacnucaHve
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OkKoH4YaHue Tabnuubl 7

Hawnyylime npakTuku

ABTOMAaTU3MPOBaHHbIA KOHUIypaTop NpogykTa

MeXchyHKLMOHa TbHbIE TpynMbl

DNeKTpoHHasA Aeknapaumsi U cCocTaB/IeHNe CUETOB

ONEeKTPOHHBIA COPCYHT 1 N1oLWajKa A/19 NeperoBopos

CornatleHns o COBMECTHOM 06cnyxunBaHun (JSA) ans ycTaHOBKW/MPOBEAEHUS UCTIbITaHWIA

B coBokynHoctu ¢ KPl ypoBHAa 1

HapexHocTb 06¢yXnBaHns

[nvTenbHOCTb LyKIa BbINOMHEHUS YCyrm
3arpartbl Ha 06cnyxvBaHve

OdhheKTBHOCTb 06CNYXMBaHWSA
BocnpuHumaemoe kauyecTBo 06CTyX1BaHUs
BocnprHimMaemasi CTOMMOCTb 06CNYXUBaHUS

8.2.3 ®asa ynpassieHUA Ha ypoBHe 2

dasza ynpaBneHus Ha ypoBHe 2 HauMHaeTCcsa C NaHMpoBaHUs Tekyleli feaTeNnbHOCTU. Ha cnegytowem
aTane KOMMOHEHTbl W MOAYNW, HEe0O6XO0AMMblE A8 peann3auun KOHUEenuuu MogepHusauumn, AO/MKHbI 6biTb
npuo6peTeHbl NM60 M3rOTOB/IEHbI CaMOCTOsiTeNbHO. lepes TeM Kak 06beKT 06CnyxuBaHusi GyaeT BHOBb
CMOHTMPOBAH M 3anylieH B 3aKcnayaTauuio, Heo6XoAMMO NPOBECTUM NMPOBEPKY KayecTBa BbILEYNOMSAHYTbIX
KOMMOHEHTOB M Mogynei. MNpefBapuTeNbHble UCMbITAHUA W YyCTPAHEHWE HEeUCNpaBHOCTENR 6yayT SBAATbCA
nocnefHVM 3TanoMm nepej TeM. Kak 3akasuuk npoBefeT UCMbITAHUA U 0f06pUT MOAEPHU3NPOBAHHBIA 06BbEKT
Ha TeppuTopun nocTasLmka ycayr. Mocne 3Toro oA06peHHbI 06bEKT A0MKEH 6GbITb CHOBA AEMOHTMPOBAH
W HanpaBneH Hasaj K 3aka3uuky. B 3aBepluieHue OH A0/KeH 6biTb CHOBa cob6paH, nepefaH 3akasyuky u oT-
perynmpoBaH Ha ero Tepputopuun. Ha nocnegHem atane NocTaBL KK YCNYr BbICTaBASET CUET U 3aTeM oTc/e-
XuBaeT npoxoxaeHue nnatexa. [lns obecneyeHus ycToliunBoro xoga npouecca NocTaBL UK YCAYT JO/KEH
Takxe nmeTb 06LWMIA NnaH onepauunini 1 ocyw,ecTBNATbL BCNOMOraTteNibHy0 AeATenbHoCcTb. O6wunii Bug dasbl
ynpaBneHns NpuMBeAeH Ha pucyHke 17. nogpo6HOCTM ykasaHbl B Tabnuue 8.

UM LW am
I”LI'I'IKTBT OTTHOTaAOBIO WUrpun

PucyHox 17 — ®asa ynpasneHus. Ycnyru no mogudmkaumm (03)

Tab6bnuua 8 — lpouecckl ynpasBieHns ycayramm no MogudmkaLumm, BXofHble/BbIX0AHbIE AaHHbIE, HAUMYYLLNB MPaKTy-
K1 1 nokasatenu atpheKTMBHOCTN

TexHonornyeckas kapra npouecca

CoBMECTHOE N/IaHMpoBaHe (C yKasaHVeM BPEMEHHbIX JaHHbIX)

MoBTOpHas c60pka/ycTaHOBKa YCOBEPLUEHCTBOBAHHOW CUCTEMbI

3anyck 1 NpoBepka kayecTBa MoZy/ieil OCHOBHOI CUCTEMbI

Ob6ecneyeHrie MOAN(ULIMPOBAHHONM NPOU3BOACTBEHHOW CUCTEMbI OKYMEHTaL e
BHYTpPEHHWE UCNbITaHWsi U yCTpaHeHue HencnpaBHOCTeN
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OKOH4aHve Tabnuubl B

MpeagapuTenbHas NPYEMKa 3aKa3umKoM

AOCTaBKa CUCTEMbI (,quOHTa)K, TPaHCNOPTUPOBKa, NOBTOPHaA cﬁopKa Ha Tepputopun 3aKa3LWIKa)
Mofaepka TECTUPOBAHWS 1 HACTPOIKa CUCTEMbI

TexHuyeckoe o6cnyxvBaHme

BXxogHble gaHHble BbIXxofHble AaHHble

AKTUBBI MpoTokon npuemku

KoHuenuusa mogepHusaumm PernameHTHble TpeboBaHus

Mnan-rpadvk mogudmkaumm YcoBepLUeHCTBOBaHHaA NPOM3BOACTBEHHAA cucTema
MnaH-rpadmk NcnbITaHwi OT4eT 0 KayecTBe NpoaykTa

O6opyfoBaHvie 415 UCTbITaHWi CyeT 3a BbINOMHEHHbIE paboThbl

[lokymeHTaLys1 0 fJoCcTaasIeHbbIX KOMMOHEHTaxX v ycryrax — [lokymeHTauus 06 ycoBepLUeHCTBOBAHHON NPOU3BOACTBEHHOM
KomnoHeHTbI'Moaynu cucteme

ﬂeMOHTI/IpOBaHHaFI npon3BoAacTBEHHaA cucTtema
Hamnqume NPaKTUKN

CoBMeCTHOe MaHMpoBaHue

DNEKTPOHHAas OKYMEHTALMA U BU3yasn3aLms

MoaroToBka AOKYMEHTOB O COOTBETCTBUN

MeTOoAMKN KOHTPOSISi Ka4ecTBa B PEXUME peaslbHOro BpeMeHH
Pe3ynbTaTtbl CTATUCTUHECKOTO KOHTPO/IA

B coBokynHocTu ¢ KPI ypoBHsa 1

HagexHocTb 06cnyxunsaHus

[nMTenbHOCTb LMKNa BbINOSIHEHWS YCYTn
AfanTupyemMocTb 06CTyXMBaHUA

3artparbl Ha 06cnyxmBaHne

OhheKTUBHOCTb 06CNYXNBAHNA

HagexHocTb 06bekTa 06CyXunsaHns
MpoAoMKMTENBHOCTL NPON3BOACTBA/IKCNyaTaLmmn 06bekTa 06CNyXMBaHNA
'MBKoCcTb 06beKTa 06CTyKMBaHUSA
ApanTupyemocTb 06bekTa 06CNyX1BaHNA
O6Lupe 3aTpaThl Ha 06LEKT 06CTYXMBAHUA
OdhheKTUBHOCTL 06bEKTA 06CAYXMBaHNSA
Mpon3BoanTENbHOCTL 06bEKTa 06CNYXNBAHNS
BocnprHiMaemoe kayecTBo 06CnyxvBaHUs
BocnpvHumaemas cToumocTb 06CNyXmMBaHus

8.3 CepBuUcCHbI knactep IRM-mogenun — Ycnyru ynakoBku

CepBUCHbI KnacTep, B paMkax KOTOPOro OKa3blBAOTCS YCAYIM YNakoBKU, BKOYaeT B cebs nobyto ges-
TE/IbHOCTb. BK/lOUAsi NEPBUYHYIO YNAKOBKY, BTOPUYHYIO YNAKOBKY M yNakoBKy TOBapoB nog 6peHAoM 3akasuu-
ka. MoaToMy NoCTaBLMK YCAYT YNaKOBKN SABNASETCA BaXHbIM NapTHEPOM B LieNOUYKe CHAGXEHUS U3roTOBUTENS,
KOTOPbIii 3a60TUTCA 06 ONTUMAaIbLHON NPUIOAHOCTM YNAKOBKW A/ TPAHCMOPTUMPOBKM M npogaxu. OH HeceT
OTBETCTBEHHOCTb 3@ 3KCM/yaTauuio IMHUU yNnakoBkW, KoTopas B BUAe NOAYPOBHEl Takxe BK/IuyaeT B cebs
nnaHMpoBaHue 1 ONTUMU3ALMI0 MpoLecca YNakoBKW, aKCNyaTaumio 1 06CNyXMBaHWe ynakoBOYHbIX MaLLuH,
o6ecneyeHne COOTBETCTBYIOLMM NEPCOHANIOM, KOHTPO/Ib 3aNacoB YNakoBOYHOIO MaTepuana, a Takke rapaH-
TUPOBaHWE HaeXHOW M OTCNexXMBaeMoii yNnakoBKW Haj/iexaliero kayecTsa B COOTBETCTBMM C NpaBuiamu
3aKasumka u rocyAapCTBEHHOIO PeryimpoBaHus.

Tunosble ycnyru, npeanaraemMbie NoCTaBLMKOM YCYT YNAKOBKU:

- nnaHupoBaHue u unTuMmsayms Mpouecca ynakoBKu;

- 3KcnayaTaymsa ynakoBOUHbIX MalluuH;

- 06C/yXNBaHWE YyNakoBOYHOW NUHWK;

- OTC/IeXxuBaHue 3anacoB ynakoBOYHOIo MaTepuana.

TunoBble NPoLEecchl NOCTaBLiMKA YCAYT YNAKOBKN:

- corflacoBaHve niaHoB NPOU3BOACTBA U YNaKOBKY;

- Monyuexue MpoayKuUn ANA ee ynakoBKu;

- Bbljaya ynakoBOYHOIO mMarepuasna U KOHTPO/ib COOTBETCTBYIOLIUX WHBEHTAPHbLIX 3anNacos;

- ynakoBka v npoBepka KauecTBa ynakoBKu:
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- TPAHCMOPTUPOBKA YNakoBaHHOW NPOAYKLMN:

- NOBbILWEHNE YPOBHA B3aumogeicteusa (koopgmHauum) nponsBoACcTBa, YNakoBKN U TOTUCTUKN.

8.3.1 ®a3sa apanTtauunu Ha yposHe 2

dasza aganTauny Ha ypoBHe 2 HauMHaeTcs C 3anpoca-npeAoxeHns oT NOTeHLWanbHOro Un CyLLecTBy-
IoLero 3akasumka, KoTopblii Heo6xoaMmMo 06paboTaTh. UTO6bLI TOYHO oNpeaennTb TpeboBaHUA K yNnakoBOYHOM
ycnyre, 06beKT 06CnyXuBaHna, a B JaHHOM c/lyyae 3To nognexaluii ynakoBke NpoaykT, 4O/HKEH ObiTb T a-
TeNbHO NpoaHann3npoBaH, BkIOYas Ucnoab3yemoe 415 ero NponsBoACTBa 3aBoAckoe 060pyf0BaHue.

Ha ocHOBe yka3zaHHOro aHannsa NoCTaBLLMK YCNYT YNakoBKM NoAroTaBivMBaeT nepBoHavyanbHoe npeano-
XeHue. MNocne ero o6CyxaeHns ¢ 3aKa34yMkoMm NoAroTaBnnBaeTCa KOHEYHOE NpefoXeHne, KOTOpoe OfHOBpe-
MEHHO AIBNSETCS OCHOBOI ANA KOHTPaKTa Ha ynakoBOYHble ycnyru. lNMoagnncaHme KoHTpakTa siBNAeTcsa 3aBep-
watkowmm atanom casbl agantauun. O6wWKn Bna asbl agantaunm npueefeH Ha pucyHke 18. nogpo6bHocTn
yKasaHbl B Tabnuue 9.

mlllaavpcTs
*[trunHoolbl*anam ih m im wyni
e * aopyuM iwiib#3rprel T gfcryi— T
nmTn !
«phPMTUMOOT 1

dam AagkTny»L

aopHbI* YcnyraynlO Owm Bllilumy:;»,\
>KnuHTta» gooun . ofl yay (w—rva)
»nopnWhitonrm W XX
>LoVmyTioorT* prypo» >  » >y —

Huwyun
* iHpoemnmb-EDIi/XM.

e CcnwumHmooounonton nbanganax fISAj

PucyHok 18 — da3a agantaumu. Ycnyru ynakosku (Ad)

Ta6nuuya 9 — lMpouecchl agantauum ycnyr ynakoBku, BXOAHbIE/BbIXOAHbIE AaHHbIe, HaWyyLlMe NPakTUKL U nokasa-
Tenu adheKTMBHOCTU

TexHonornyeckan kapra npouecca

3anpoc npeanoxkeHwin 3akasunka Ha okasaHmne ycnyr (RFP)

AHanun3 06LeKTOB 06CNYXMBaHNA

KoHdpurypupoBaxue v agantauus ycnyr

MpoBefeHVe NeperoBopoBs 1 OKOHYaTe IbHOe NOAMUCaHNE KOHTPaKTa Ha 06CyXunsaHme

BXxoAHble AaHHble BbIXofHble faHHble
3HaHuA 3akasunka MpennoxeHue 06 okazaHWUK ycnyr (KOHeYHoe)
KnueHTtckoe gocbe MoAnucaHHbIi KOHTPaKT

Mpasuna 1 cTparterny 6usHeca
MopThens ycayr v Nx pacLeHkm
[0CTYNHOCTbL pecypcoB

Hamnqume npakTukn

Lindpposasi cBa3b — EDI/XML
CornatleHnst 0 COBMECTHOM 06CnyxuBaHumn (JSA)

Mokazatenn adhheKTUBHOCTH

HagexHocTb 06CnyXmBaHus

[NnTenbHOCTb LyKAa BbINOIHEHNS YCNyTn
3arpartbl Ha 06CnyXMBaHWe

OhheKTUBHOCTb 06CNyKMBAHNSA
BocnpuHMmaemMoe kauecTBo 06C/yXMBaHUs
BocnprHimaemas CTOMMOCTb 06CNYXMBaHUS

24



FOCT P 57314—2016

8.3.2 ®asa peanusauuu Ha yposHe 2

®dasa peanvsaunn Ha ypoBHe 2 HauyMHaeTCs C NaaHNpoBaHUs TpebyeMbliX PECypCcoB U BUAOB AesTe b-
HOCTU (HanpumMep, MaTepuanos, aKTUBOB, MepcoHana, nnaHa-rpacuka ncnoiTanuii). Mocne ykasaHHoro nna-
HUpoBaHua HEOGXO,EI,I/IMO N3rOTOBUTb NN 3aKyNUTb yNakOBO4YHble MallWHbI, a 3aTeM 40CTaBUTb UX K HA3HAYeH-
HOMY MecTy. TaM ynakoBOYHas NIMHUA fO/MKHA 6bITb CMOHTMPOBAHA, UCMbiTaHa, a 3aTeM cepTudunyMpoBaHa
1 ofobpeHa BCeMW ydyacTBylLWMUMKU cTopoHamun. O6wunii Bug assl peannsauun npueefeH Ha pucyHke 19.
nogpo6HOCTM yKasaHbl B Tabnuue 10.

HMMAMSOMEZRTVIMVHM

PucyHok 19 — dasa peanusaumn. Ycnyru ynakosku (B4)

Tab6nuuya 10— lMpoueccbl peannsauny ycnyr ynakoBkv, BXO4HbIE/BbIXOAHbIE AaHHble, HaUyYLLIne NPakTUKM 1 noka-
3arenin ahheKTUBHOCTH

TexHosornyeckasn kapra npouecca

Pa3pa6oTka nnaHa-rpadmka MeponpusiTuii no peanmsaumm

MpefgapnTensHOe KOH(UTypupoBaHue NPOAYKLUMMA 1 aKTUBOB A/15 BbINOIHEHUS YCYTK
[JocTaBka NpoAyKUMU U aKTUBOB AJ151 BbINOMHEHWS YCYTI

YcTaHoBKa 1 KOHOMIyprUpoBaHe CUCTEMbI 0GCTYXMBaHUS

McnbiTaHve 1 cepTudhukayus cucTeMbl 06CTyXUBaHUS

BxofHble AaHHble BbixogHble faHHble

MnaH peanusauuun ycnyru PacnpegeneHne cepBrCHbIX pecypcoB
MonyyeHHble MaTepuasbl YcTaHoBEeHHasa cuctema o06CnyxnBaHns
MMonyyeHHble ycnyrn YcTaHoBKa 1 NPOTOKO/IbI UCTbITaHUi
Mpasuna KoHUrypmposaHms [MpoTokon npremku

[pynna no okasaHwto ycnyr PelueHne o0 roToBHOCTH K UCMO/1b30BaHNIO

PyKOBOACTBO MO YCTaHOBKE, MOAPOGHLIE AAaHHbIE O CTPYKTYpE U Nofg-
[lepKKe Npon3BoacTBa

LIa6NOHbI OKYMEHTOB

PernameHTHble Tpe6oBaHus

Haunnyuwmne npaktukm

Lindposas cBasb — EDI'’XML
CoBMeCTHOe nnaHvMpoBaHue

Moka3atenu adpPeKkTUBHOCTH

HagexHocTb 06cnyxunsaHmus

[NnTenbHOCTb LuKna 06CnyxmBaHus (4MTeNbHOCTb LiMka nepejaym)
3arpaTbl Ha 06CNyXnBaHue

OhheKTUBHOCTb 06CNYXMBAHNA

HapexHocTb 06bekTa 06CNyX1BaHNs

BocnpuHumaemoe kauecTBo 06CyXnMBaHus

BocnpuHumaemas CTOMMOCTb 06CTyXMBaHNSA
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8.3.3 ®asa ynpassieHUs Ha ypoBHe 2

®asa ynpaB/ieHNs Ha YPOBHe 2 HauyMHaeTCs nocne NPUHATUA pelleHns 0 TOTOBHOCTU K NCMO/b30BaHUIo,
a 3aTeM perysiipHo 3anyckaeTcs nocse nosy4yeHns Npon3BOACTBEHHOTO NiaHa OT 3akasuvka, KOTOPbIA JOKeH
6bITb TPAHCOPMUPOBAH B M1aH yNakoBOYHbIX paboT. MonyyeHve nognexaiein ynakoske npogykumMm npouc-
XOAUT OJHOBPEMEHHO C Bblfayeil ynakoBo4HOro matepumana. 3atem BcTynaeT B CU/ly OCHOBHOU BUA feATenbHO-
cTu. paboTbl MO ynakoBke 1 NpoBepke kayecTBa. [oc/ie 3TOro NoCTaBL MK YC/YT 4OCTaBASET yNnakoBaHHYyl npo-
AYKUMIO B TO Ha3Ha4YeHHOe MecCTo, OTKyAa OHa MOXeT 6biTb NepenpasneHa B ApYryl 4acTb Lieno4yku NoCTaBoK.
YnakoBouyHas AeATe/IbHOCTb MOXeT UMeTb NOBTOPSAIOLWMIACA XapakTep, Koraa NocTaBLKK YCYr YNakoBkn HeceT
OTBETCTBEHHOCTb 3@ HECKO/IbKO yNakoBOUYHbIX YpOBHel. [MocTaBLWK yCAyr Ha perynsapHoii ocHoBe npeacTas-
nAeT oT4YeT O Xof4e MmpoLecca ynakoBKM, BbICTABMSAET COOTBETCTBYIOLIME CHETA U OTC/IEXWNBAET MPOXOXAEHNe
nnatexei. lns obecnevyeHns ycToWUYNBOro Xoa BCEro npowecca NocTaBLLUKYCAYr AOKEH Takke UMeTb 06LLKit
nnaH onepaunii 1 oCyWecTBASATL BCNOMOraTesibHyl0 AeATeNIbHOCTb, Takylo Kak. Hanpumep, obcnyxusaHue nu-
HUW ynakoBku. O6LWNii BuA hasbl ynpaBneHus npmeefeH Ha pucyHke 20. noApo6HOCTM yka3aHbl B Tabnuue 11.

-BApwoTboBnxm

| —— ii.afcnyai—

PucyHok 20 — ®asa ynpasneHus. Ycnyru ynakosku (04)

Ta6nuuya 11— Mpouecchl ynpaseHus ycryraMmu ynakoBku, BXOAHbIE/BbIXOAHbIE AaHHble, Hauyylume NpakTuk1 1 no-
kasarenun adhekTBHOCTH

TexHonornyeckasa kaprta npouecca

CocTaBneHne nnaHa-rpaduka ynakoBouHol fesTenIbHocTv
MonyyeHne NpoAyKLMUK

Bblgaya ynakoBOYHbIX MaTepuasios

YnakoBka 1 npoBepka kayecTsa ynakoBku

MepeMmeLLieHWe ynakoBaHHO! NPOAYKLUM

OTy4eT 06 yNnakoBOYHON AeATENBLHOCTY

BbicTaBneHne cueTa, OTCeXVBaHNe W NONyYeHNe nnaTexeit

BxoAHble gaHHble BbIxogHble AaHHbIEe

MnaH ynpasneHusa o6cnyxvsaHnem 3akasbl Ha yNakoBOUHbI MaTepuasn
Ipynna o6cnyxvBaHns BbicTaBnexune cyeta
Mpon3BOACTBEHHBIV MaH-rpacmk Crartyc npotiecca ynakosku
MpoayKkuns OTy4eT 0 KayecTse NpPoAyKuuM
YnakoBOUHbI MaTepuasn MepemelleHHaa npoayKumns

CpoKuM 1 yCnoBus npeaocTaB/ieHns ycryri OTyYeT 0 BbINO/IHEHHOI YMakoBke

OTueT 0 pabounx xapakTepucTmkax
Hawnnyuwne npaktuku

CoBmecTHOe niiaHupoBaHvie

Lincpposasi cBasb — EDI/XML

MpepngapuTensHoe yBeaoMIeHe 06 oTnpaske

MeTogukm obecneyeHns NocTaBoK TOUHO B CPOK

MeTofMKM KOHTPONA KauecTBa B peXxume peasibHOro BpemeHu

26



FOCT P 57314—2016

OKoHYaHve Tabnuubl 11

Mokasatenu apPeKkTUBHOCTH

HagexHocTb 06cnyxunsaHus

[/MTENbHOCTL LKA BbINOTHEHUSA YCYTN
AfanTypyemocTb 06CyX1BaHNS

3artparbl Ha 06cnyxunsaHue

OdhheKkTnBHOCTL

HagexHocTb 06bekTa 06cnyxnBaHns
MpoAomKMTENBLHOCTL NPOU3BOACTBA/3KCNyaTaUumn 06bekTa 06CyxBaHNs
MbKOCTb 06BEKTA 06CTYXMBAHNSA
AfanTypyemocTb 06bekTa 06Cyxu1BaHms
O6Lume 3aTpaThl Ha 06bEKT 06CYXMBAHUA
OdhheKTUBHOCTL 06BEKTa 06CyXKMBaHNA
Mpoun3BoAnTeNLHOCTL 06BbEKTa 06CTYXUBaHNS
BocnpuHumaemoe kauecTBo 06CyXnBaHNS
BocnpuHMMaemas CTOMMOCTb 06CTyX1BaHUA

8.4 OnucaHune npouLeccoB NaaHNpoBaHua

Mpouecc nnaHMpoBaHnsa BKIOYAET B Ce65 naeHTUdUKaLno, npuopuTnsaLnmnio n arperaunio TpebosaHunii
3aKasumka 1 pecypcoB nocTasLinKa ycnyr. 3atem pecypchl 1 TpeboBaHMUA CONOCTaBAATCA U pacnpeaensaoT-
€A, YTOObI Ha 3TOW OCHOBE MOXHO 6b1/I0 chopmMupoBaTh niaH. Mpouecc NN1aHMpoBaHUSA MOXeT 06CyXaaTbCs
nepefj KaxAblM BbIMO/IHEHMEM Mpouecca (agantayms, peanusauus, ynpaBneHne o6CayxnBaHmem, ynakoBka
n Mmoaudukalms/nepeocHaleHne).

BbixofoM (pe3ynbTatoM) npouecca naaHMpoBaHUsA ABAAETCA MfaH, KOTopbll 6yAeT ucnonb3osaH AN1s
KaXX[ioro npouecca BbINOMHEHNS YCAYIN C Le/ibl0 N1aHUpOoBaHUA MeponpusiTuii No 06CAyXnBaHUIO: AanbHenl-
Llee KpaTKOCPO4YHOe ornepaTuBHOE NiaHNpoBaHue Ha 60/1ee HU3KOM ypOBHE OCYLLeCTBASETCS A1 KaXAoro
KOHKpEeTHOro npouecca ypoBHa 2 (Hanpumep, paspaboTka nnaHa-rparka meponpmaTii No 06CayXXmsBaHuo B
pamkax npouecca ynpasaeHuna obcnyxmeaHnem nnu paspaboTtka nnaHa-rpadvka meponpuaTuii no peannsa-
U1 B pamkax npouecca peanusauumn ycayr ynakoskm).

Bnarogaps ux cpeAHeCcpOYHOIi/[0NTOCPOYHON NepcrnekTBe MaHbl MOXHO WCMO/b30BaTh B KayecTse
onpegenuteneil uenu: B pamkax nogxoda kKak Ao/KHO 6biTb (TO-BE); B nnaHax MOryT 6biTb onpefesieHbl
TpebyeMblii ypOBEHb TEXHUYECKUX XapakTepUCTUK U CTPYKTypa.

8.4.1 MMnaHunpoBaHue ajantauumn

PaccmaTpuBatoTca Tpy npoLecca nnaHMpoBaHus agantauun: npouecc naaHMpoBaHus agantauuu o6eny-
XWUBaHUA, Npouecc naaHupoBaHnsa aganTtauuu ynakoBku U npouecc naaHupoBaHus agantaumm mogudukauumn/
nepeocHaleHns. Lienbio aTux npoLeccoB ABASETCA aHann3 CepPBUCHbIX TpeboBaHuii 3akas3unka AN NaeHTudun-
Kauuy 1 OLeHKN 3anpallmBaeMblX YCayr n TpeboBaHuii K ycriyram, 4tobbl paspabotaTb niaH agantaunm, KoTopbli
ycTaHaB/nvBaeT nocfiefoBaTesIbHOCTb AeCTBUIA Mo agantauun ycayr k TpebosaHusM 3akasuvika /19 BCeX Npoek-
TOB. OAHOBPEMEHHO peanm3yeMblx KOMNaHne B Te4eHne onpegeneHHoro nepmoga spemMeHn. O6wunii Bug dassbl
nfaHnpoBaHusa agantauun npueBefieH Ha pucyHke 21, noapo6HOCTU ykasaHbl B Tabnuue 12.

ehflmDonntavMiMi

PucyHok 21 — Ycnyrv no nnaHupoBaHuio agantauum (PA)
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Tab6nuuya 12— lpouecchl N1aHMpoBaHUS ajantaunm, BXo4HbIe, BbIXOAHbIE AaHHble, HauyuLlume NPakTUKW 1 nokasa-
Tenu ahPeKTMBHOCTU

TexHosiornyeckas kapra npouecca

MaeHTuchukaums, npuoputmsaums n arperauus TpebosaHuii
peHTndvkaums, npuoput3auys n arperayus pecypcos
BanaHc pecypcoB v TpeboBaHwuit

PaspaboTtka nnaHa

BXxofHble faHHble BbIXOAHble faHHble

CepBuCHble TpeboBaHNA 3akasunka MnaH agantauuy ycnyru
BblbpaHHble ycnyT

Mpaswna n cTparernn 6usHeca

Hanunuve napTHepoB no cepsucy

Hasmume nepcoHana

Hannuve matepvanos

Hannume aktneoB

Hawnnyuwne npaktuku

CoBMecCTHOe nnaHupoBaHue
Lindpposasi cBasb — EDI/XML

Mokazatenn ahheKTUBHOCTH

HapexHocTb 06CnyxXnBaHns
[NnTenbHOCTb LyKAa BbINOIHEHNS YCNyTn
3arpartbl Ha 06CnyXvBaHue
OhheKTUBHOCTb 06CNYKMBAHNSA
BocnpuHimaemoe kauyecTBo 06C/TyKMBaHUs

8.4.2 TlnaHupoBaHue peanusaynu

AHanornyHblM obpasom paccmaTpusaloTca TpU npouecca nJaHNpoBaHWa peanusauuu: npouecc nna-
HUpOBaHWUA peanusauum 06CNyXnBaHUsA, NpoLecc NaaHUpoBaHMA peanusalum ynakoBkM U NpoLecc naaHu-
poBaHua peanusayuv mogudukayum/nepeocHalleHns. Lienbto aTux npoueccos ABAAETCA aHain3 CepBUCHbIX
Tpe6oBaHMIl 3aKasunka N UMEKLLUXCA PecypcoB C LieNblo onpejesneHns nocnefoBaTelbHOCTU felicTBUiA No
peanusauuun ycnyr B COOTBETCTBMM C TpebOBaHUAMM 3aKka3unka A8 BCEX NPOEKTOB, OJHOBPEMEHHO peanmnsy-
eMbIX KOMNaHueli B Te4eHne onpeAenieHHoro nepuoaa spemenu. O6wunii Bug dasbl NiaHNpoBaHUs peanmnsa-
Luuu NpuBefeH Ha pucyHke 22. nogpo6HOCTU ykasaHbl B Tabnuue 13.
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PucyHok 22 — Ycnyru no nnaHuposaHuto peanusaumm (PB)
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Tab6nuuya 13— lMpoLeccbl N1aHMpoBaHNA peann3auum, BXOAHbIE/BbIXOAHbIE AaHHbIe, HannyyLlne NPaKTyKK 1 nokasa-
Tenu achheKTMBHOCTU

TexHosnornyeckasn kapra npouecca

MaeHTudbrKauma, npuopurmsauua n arperaums TpebosaHwmii
MpeHTudbrkauma, npuopmTmsanms u arperaums pecypcos
BanaHc pecypcoB v Tpe6oBaHui

Pa3pab6oTka nnaHa

BXO,quIe AaHHblIe BbIXO,quIe AaHHblIE

MoanucaHHbIN KOHTPaKT MnaH peanusaumm ycnyrmn
MpeanoxeHne 06 okazaHnn ycnyr (KOHEYHOe)

PernameHTHble TpeboBaHWA

KoMneTeHUMst 1 BO3MOXHOCTMW MOCTaBLLMKOB

Ycnyra agantauum nnaHypoBaHus

MpaBuna un ctpaTternn 6usHeca

Hanuune nepcoHana

Hanunune martepuanios

Hannuve aktnsos

Haunyuwmne npaktukm

CoBMecTHOe naHvposaHmne
Lincpposas csasb — EDI/XML

Mokasatenu apPeKkTUBHOCTH

HapexHocTb 06cnyxmBaHus

[/MTeNbHOCTD LKA BbIMOTHEHUA YCNyTI
3artparbl Ha 06cnyxusaHue
BocnpuHMMaeMoe kauecTBO 06C/TyXVBaHUSA
BocnpuHumaemas CTOMMOCTb 06CTyXMBaHUSA

8.4.3 lMnaHupoBaHWe ynpaBneHns

B HacTosiLeM cTaHgapTe Takxe paccMaTtpuBaloTCsA TPU npouecca naaHupoBaHua ynpasieHus: npouecc
nnaHupoBaHnsa ynpassieHnsa o6CcnyxnuBaHmemM, npoLecc NaaHMpoBaHus ynpaBaeHusa ynakoBkoi 1 npouecc nna-
HUPOBaHWSA ynpaBneHus mogudukaunei/nepeocHalieHmem. Lienbio aTux npoLeccos ABNSeTCA aHanns3 cepBuc-
HbIX TPe60BaHU 3akasunka, UMeKLMXCa pecypcoB 1 ux 6anaHca c Lenblo pa3paboTku nnaHa ynpasneHus,
npegycMaTtpusaloLLero ocylecTBieHne 3anaHMpoBaHHON AeATEeNbHOCTU Ha TeppuTopumn 3akasdvka. O6uuni
BMA hasbl NNaHNMpoBaHWS ynpasaeHns npuBefeH Ha pucyHke 23. NnoApOo6HOCTMN yKasaHbl B Tabnuue 14.

=L AYLWANNA— IM — KEHUW TanyTs
afrrpiM M1 # ny —1

nOQPWK |

PucyHok 23 — Ycnyru nnadupoBaHust ynpasneHus (PO)
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Ta6nunuya 14 — lMpouecchbl NNaHMPOBaHUA YNPaBieHUs, BXOAHbIE/BbIXOAHbIE faHHbIe. HauMyylume NPakTUKL 1 nokasa-
Tenu adhPeKTMBHOCTU

TexHonornyeckasa kaprta npouecca

NaeHTudvkaums, npropuTsauusa n arperauys Tpe6osaHuii
N aeHTUuKaLms, NpropuTm3aLms 1 arperaums pecypcos
BanaHc pecypcoB v Tpe6oBaHuiA

PaspaboTtka nnaHa

BxofHble flaHHble BbIxofHble faHHble

3asBKa 3akasuuka MnaH ynpaBneHusi o6cnyxmnsaHmem
Mpoun3BOACTBEHHBIN NnaH-rpadivk MnaH ynpasneHus ynakoBKoW

PelueHne 0 roTOBHOCTU K UCMOJ1Ib30BaHWIO0 MnaH ynpasneHus mogndimkayyeii/nepeccHalleHnem

Hanunune napTHepoB no cepsucy
MpepgioxeHne 06 okasaHun ycnyr (KOHe4YHoe)
MnaH peanusauyum ycnyrm

Mpasuna n ctparerun 6usHeca

Hasmume nepcoHana

Hannune matepuanos

Hasimume aktvnsos

Haunyudiwme npakTukm

COBMECTHOE NJIaH1poBaHe

Lindoposas cssisb — EDI/XML

ABTOMATU3MPOBAHHbIN BBOZ, fAaHHbIX
WHTedrpoBaHHOB ynpaBneHvie 3akasamu
ONEeKTPOHHbIV COPCUHT 1 NAoLazAKa 151 Neperosopos
MexyHKLMOHabHbIE TpynMbl

MeHemKMEHT peHTabesbHbIX NPOEKTOB

Mokazatenn adhheKTUBHOCTH

HaziexHocTb 06CyXBaHUs

[MTeNbHOCTL LKA BbINOSHEHUS YTy
3arpartbl Ha 06CNyXMBaHNE
BocnprHMMaemoe KauecTBO 06C/TyXMBaHUS
BocnpuHMMaemMasi CToMMOCTb 06CYXMBaHWS

8.5 Npouecchl nogaepxaHua

Mpouecchl noanepxaHusa (BcrnoMoraTesibHble NPOLEcChl) HEe OTHOCATCSH K OCHOBHOU AeATeNbHOCTM Mo
06CNYyXNBaHMIO, HO OHWM HEOBXOANMbI A4NA ee peanu3ayuu. MNpouecchl NOAAEPXKAHUS HE NMPUHOCAT Henocpea-
CTBEHHOIA NO/b3bl B NPOLECCe OKa3aHUsa yC/nyr KOHKPETHbIM NOCTaBLMKOM YCYr, HO 6€3 HUX OKasaHue ycnyr
He Morno 6bl 6bITb peann3oBaHo.

Mpouecchbl NoAAEPXAHUA CBA3aHbl C «MNpoOLEeccamMun BbIMOMHEHUA» (aganTtauun, peanusaunun n ynpas-
NeHna AN KaxAOoro knacrtepa) € Lenbl ob6ecrneyeHus matepuanamu, pecypcamum unm nHdopmaymeit, He-
06X0AUMBbIMU AN peann3anuu NpoLeccoB BbiNoAHeHUs. C ApYroil CTOPOHbI, BbIXOAHbIE faHHbIe NpoLeccoB
BbIMNO/THEHWNSI MOTYT 6bITb BXOAHbLIMU AaHHbLIMW NMPOLECCOB NOAAEPXaHMA, KOTOPble UCMO/b3YTCA Npolecca-
MU NoAAEpPXaHWa ANA ynpaBaeHua/NonosIHEHNA MaTtepruanamm, pecypcamu n uHpopmaumeii, kotopble 6yayT
BHOBb MCMOJ/Ib30BaHbl NPOLECcCaMMn BbIMOSTHEHNUS.

Mpouecchl NoagaepxXaHus, peasnsyemMblie NOCTaBLLMKAMU YCNYT, CBSI3aHbl Kak CO CBOMMYU COGCTBEHHbIMY
3akasymkamu, Tak U ¢ nocTaBlMKamMu. ITo Heob6xoauMo Ana cbopa MHopmauuu, MaTtepnanos U pecypcos,
KoTopble 6yAyT UCNONb30BaHbl NpoLieccammn BbINOMHEHUA. Ha pucyHke 24 npounntoCcTpMpoBaHbl B3aMMOCBSI3M
mMexay npoueccamMmu nognepxaHus v Apyrumu npoueccamu.
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PucyHok 24 — B3anmmocBss3u mexay npoleccamm noggepxaHus u gpyrumm npoteccamm

8.5.1 lNMpouecchl NogaepXXaHNa CTpaTernyeckoro MeHeAXMeHTa
Ycnyrn nogaepxaHusa ctpaTternyeckoro MeHeaXMeHTa BKIYalT B ce6s1 BCe Te BbICOKOYPOBHEBbIE NPO-
Lecchbl. KOTOpble HEOGXOANMbI ANA onpeAeneHns cTpaTernn, NOANTUKM U Gu3Hec-npaBun komnawuu. Mpouec-
Cbl MOAAEPXaHNS cTpaTernyeckoro MeHegXxMeHTa AO/HKHbl COOTBETCTBOBATb HOPMATUBHOI AOKyMeHTauum v
TEXHONOrNYeckMM cTaHfapTaM, YCTAHOBJ/IEHHbIM BHELWHUMU opraHusaunamu (Hanpumep, npaBuTeIbCTBOM),
a TakXe 3KCNepTHOl OueHKe N MeHeAXMEHTY KayecTBa o6cnyxmBaHua. O6Wuin BUg gaHHoi gasbl npuseseH
Ha pucyHke 25, nogpo6HocTK yka3aHbl B Tabnuue 15.
»HwHAHOBBA M rry T ti
*Onntenmen wwra BbINOSHEHUN YCPM
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SUDKUN0» 4 a M D E D O E cCANTKNYWTTMM AUM 1N
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PucyHex 25 — lMpouecchl noagepxaHus cTpaternyeckoro meHepxkmeHta (SUS)
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Ta6nuuya 15— lMpouecchl NoaaepXaHusi CTPaTErnyeckoro MEHeKMEHTa, BXOAHbIe/BbIXOAHbIE AaHHbIe, Haunyylme
NPaKTK1 1 nokasatenn 3phekTMBHOCTM

TexHonornyeckasa kaprta npouecca

MeHeKMeHT NpaBun 1 cTpaTernin 6usHeca

MeHeKMEeHT cobtoAeHNs HOpMaTUBHLIX TpeGoBaHUii K ycyre
OueHKa 1 MEHeKMEHT KavecTBa 06C1yXMBaHUA

MeHeKMEHT cTpaTernm AaHHbIX

BxogHble gaHHble BbixogHble gaHHble

MpoToKoN Npremku Mpasuna n ctpaterun 6msHeca

Mpasuna u cTpaternn 6usHeca MnaH HenpepbIBHOTO COBEPLLIEHCTBOBAHNA
KnneHTckoe gocke Crparerna MeHeKMeHTa fJaHHbIX

BHyTpeHHee B3auMogeiicTBre (0bpaTHble CBA3M) MnaH coBepLUEHCTBOBaHWA PaboUmx XapakTepucTuk
OtyeT 06 ycnyrax OTueT 0 pabounx xapakTepucTmkax

TpeboBaHusA pblHKa PernameHTHble Tpe6oBaHus

PernameHTHble Tpe6oBaHus
MpeanoxeHne 06 okazaHum ycnyr (KOHeUHoe)

Haunyudiwme npakTukm

Basenbckoe cornatueHuve i

Bu3Hec-aHann3

BusHec-npaswia, cornacoBaHHble C 3aKa3ynkom
HenpepbiBHOE COBEpPLUEHCTBOBaHWE

Lindpposas cBsi3b

YnpasneHve aBapuitHbiM BOCCTAHOB/IEHNEM

DNEKTPOHHAs JOKYMEHTaUMSA 1 BU3yannsaums

YnpaBsneHue nepapxmuyeckoin CTPYKTYPOI XxpaHeHns nHdopmMaummn
Bubnunoteka MHGPACTPYKTYpbl MHGIOPMALMOHHBIX TEXHOMOTWIA
CornatleHns 0 COBMECTHOM 06cnyxuBaHun (JSA)
[lonrocpoyHble NnapTHEPCKWE cornalleHus/napTHepcTea
KonmyecTBeHHble mokasaTenu npouecca n3MepeHuii 1 obpaTHas CBS3b C onepaTtopamu
YnpasneHue AaHHbIMW O NPOAYKLN

3akoH Capb6eiiHca — Okcm

MporpaMmbl OLLEHKM NOCTaBLLMKa

Mokasarenun 3 heKTUBHOCTM

HafexHocTb 06CnyxuBaHns
[NUTenbHOCTL LMKIa BbINOSIHEHUS YCyTn
3arpartbl Ha 06CcyXmBaHme

8.5.2 Tlpouecchl nogaepxaHna MHPOOPMAaLMOHHOIO MeHeAXMeHTa

Ycnyrn nogaepxaHua MHHOPMaLMOHHOTO MeHe)XMeHTa OTHOCATCA K MEHe)XXMEHTY ToW uHdopmauuu,
KoTopas Heobxoguma AN peanusauuu ycnyru nmb6o nHdopmauun, creHepMpoBaHHON camoil ycnyroi, 4to
BK/lOYaeT B ceba kaTanor ycnyr, faHHble O 3aka3unke, aHHble M0 KOHTPaKTy 1 ynpas/ieHne [OoKyMeHTaLune.
O6wWwunin BUg AaHHON dasbl NpuBeAeH Ha pucyHke 26. Nno4pO6GHOCTM yKasaHbl B Tabnuue 16.
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PucyHok 26 — lMpouecchbl nogaepxaHns MHHopMauoHHOro MeHegpkmeHTa (SUI)

Ta6nunua 16 — lMpouecchl NoAAepPKaHNA UH(POPMALIMOHHOTO MEHEAXKMEHTA, BXOAHbIE/BbIXOAHbIE AaHHbIE, HAUYY-

LuMe NpaKkTUKK 1 nokasareny aeKTMBHOCTA

TexHosornyeckasn kapra npouecca

MeHe[KMEHT NopTdiens yeyr n Nnpodnsisi KOMMNOHEHTOB
MeHePKMEHT aHHbIX O 3aKasuuke
MogaepxaHue/akTyanmsauys AaHHbIX O KOHTpakTe
MeHeKMEHT [OKYMEHTaLMM

BxofiHble faHHble

MpoToKon Npuemku

Mpasuna u cTpaternn 6usHeca
KnneHnTckoe gocbe

CepBucHble TpeboBaHNA 3aKkasymnka
PykoBOACTBO N0 yCTaHOBKE

MnaHbl yCTAHOBKM annapaTtHbIX CPeACTB, NPorpaMmMHOro
obecrneyeHnst n MHTepdeiicos

OT4eT 06 06CNYXUBAHUN

KoHuenuusa mofepHusaumm
PernameHTHble TpeboBaHWA
MpepnoxeHve ycnyru

MopTdhens ycnyr n ux pacLeHku
MoanucaHHbI KOHTPaKT
[lokyMeHTaLusa noctasLyKa Ha NpoayKT
TexHuueckme npodpuan NpoayKLUm
Moporosble 3HayYeHns

Haunyuwmve npaktukm

MeHemKMEHT B3aMMOCBA3el C 3aKka3urkom
Lincpposas cBasb — EDI/XML

ONeKTPOHHas AOKYMEHTaLMA 1 BU3yasM3aums
Pa3paboTka JOkyMEHTOB O COOTBETCTBU
YnpaBneHue faHHbIMK O NMPOAYKLMA

BbIXOAHbIE faHHbIE

[lokyMeHTbI peanusaumm

MpaBuna KoHUryprposaHus

JloOKyMEeHTbI 0 COOTBETCTBUN

3HaHua 3aKasuuka

KnueHTckoe gocbe

CepsucHble TpeboBaHNA 3aKasunka
LLla6bnoHbI [OKYMEHTOB

VcTopuueckme LLeHOoBbIe NPeanoXeHns
PyKoBOZCTBO MO yCTaHOBKe

MnaHbl yCTaHOBKM annapaTHbIX CPeAcTB, NPOrpammHOro
obecneyeHns n nHTepdelicos

MpepanoxeHne 06 okazaHun ycnyr (KOHEUHOe)
MopTchens ycnyr n nx pacLeHku
MoAnucaHHbIn KOHTPaKT

TexHuyeckue nNpochnan NpoayKLmm

Cpoku 1 ycnosus npefocTaseHns ycniyr

COTpPyAHUYECTBO C 3aKa3umkamm B 06/1aCTU paspaboTKu NPOAYKLMM

MeHeHKMEHT XU3HEHHOTO LKA NPoAYKLMM
TexHonorvsi pasBepTbiBaHWs PyHKUMIA kayecTBa
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OkoHu4aHue Tabnmubl 16

Mokasatenn adheKTUBHOCTK

HapexHocTb 06CnyxuBaHus
AZanTupyeMocTb 06CyXMBaHMUA
3atpaThbl Ha 06CnyxMBaHue
VIHHOBALMOHHbIE BO3MOXHOCTW KOMMaHWM
M6KOCTb 06CAYXMBAHNS

8.5.3 [llpouecchl nogaepXxXaHNsa MeHeXMeHTa pecypcoB

Mpouecchl nogepxaHnsa MeHeXMeHTa pecypcos npegHasHadyeHsl 419 ynpasneHns pecypcammu, Heo6-
XOAMMbIMUN ANA BbINOIHEHWUS YCAyrn. 3T pecypcbl BKAoYalT B cebs nepcoHan, MatepnanbHO-TEXHUYeckue
cpefcTBa, NapTHEpPCKME CeTU, akTUBbl U CEPBUCHYIO MHAPACTPYKTypy. O6wuii Bug fgaHHoin casbl npueefeH

Ha pUcyHke 27. nogpo6HOCTH ykasaHbl B Tabnuue 17.
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PucyHok 27 — lMpouecchl nogaepxaqnsa MeHemkmeHTa pecypcos (SUR)

Ta6nuuya 17— Mpoueccbl NoAAEPXaHNS MEHeKMEHTa PeCypCcoB, BXOAHbIE/BbIXOAHbIE AaHHbIE, Hauy4Llne npaKTu-

KV 1 nokasatenu adpekTMBHOCTH

TexHonornyeckan kapra npouecca

YnpaBneHue cepBuUCHOIA CeTbI0 NapTHEPOB
MeHepkmeHT pecypcos nepcoHana (HR)

MeHeMKMeHT MHBEHTapHbIX 3anacoB MaTepuasioB /15 Oka3aHus ycnyr
MOHUTOPWHT U MEHEKMEHT CEPBUCHOIN NHPPACTPYKTYpbI

MpoBefeHne obyyvatoLLyx CeMMHapoB
MeHepKMeHT akTBOB

BXxofHble faHHble

MnaH HenpepbIBHOTO COBEPLLEHCTBOBAHNSA
3anpoc KOMMepYeCcKoro Npes1oxeHns
JloCcTynHOCTb pecypcoB

TpeboBaHus K pecypcam

MnaHnpoBaHve pecypcos

Pecypchbl

Ponu 1 cteneHn oTBETCTBEHHOCTU
CurHanbl gatymka

MpepnoxeHne 06 okasaHun ycnyr (KOHeYHoe)
OTueTbl 06 06CAYXKMBaAHUN

YpoBeHb NpoheccnoHasibHO NOAroTOBKM
Mpochmnb nocrasLyka

BupTtyanbHasa nnaHmpoBKa 3aBoga

34

BbIXOAHble faHHble

BbINOIHEHHDIA KOHTPAKT

[lokymeHTaLmsa 0 NOCTaB/IEHHbIX KOMIMOHEHTAX 1 ycyrax
YCTaHOB/MEHHAsA CepBUCHas cucTema
WHdhopmauus o ctatyce cHabxeHNs
OkasaHHble ycnyrv

[locTynHocTb pecypcos

Pecypcebl

Ponun 1 cteneHn 0TBETCTBEHHOCTU
3annaHnpoBaHHble AeHeXHble NOCTynIeHns
YpoBeHb NpoteccMoHasibHOM NoAroToBKM
Mpochunb nocTasLLmKa

CepTudmkaTt 0 NPOXOXAEHUN 06yUeHNS
MpoBeaeHne 06y4aroLLMX CEMUHAPOB
BupTyanbHas niaHupoBka 3asoja
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OKOH4aHve Tabnuubl 17

Haunyuwivne npaktukm

YTOUHeHHbIe 1 yTBEPXEHHbIE MnaHbl/cneumgkkaummn npoecca

ABTOMAaTN3MPOBaHHbIA BBOA AaHHbIX

ABTOMAaTU3NPOBaHHasA KOPPeKLWs NPOM3BOACTBEHHON MHhOpMaLn napTHepa

ABTOMAaTUYECKOE YBEJOM/IEHVE O HaYasle N 3aBepLUEeHNN

O6Lume 3akasbl Ha 3aKynky

CoBMeCTHOE M/1aHMpoBaHne

HenpepbiBHOE COBepLUEHCTBOBaHME

KpuTepun paHxvpoBaHusi NOCTaBLLVIKOB

MexaHu3mbl onpefeneHnss MHTEHCUBHOCTM CNpoca; CMCTEMA OpraHu3auum MatepuasibHO-TEXHUYECKOTO CHabXeHus
KaH6aH co cknaga

MpoekTpoBaHue. MofepHU3auma NPon3BOACTBEHHOIO 060PYA0BaHNSA C LiefIbilo MaKCUMasIbHOTO NOBLILLEHUS €0 TM6Ko-
CTV 1 n3bexaHnsa nepeboes B paboTe TEXHONOTMYECKON TMHUN

LindpoBas cBsA3b

3aBogckas MHhopMaLyoHHasa cucteMa 3/1eKTPOHHOTO NPUHATUS peLUeHunii

Cpepa, obecneymBatoLLas BbINOTHEHUE AeSTe/IbHOCTU TOYHO B CPOK

B03MOXHOCTb 06CNYXMBaAHNA MHOXECTBA 3aKa3uvkoB

CTpaTerum TeXHNYEeCKoro 06¢cyXnBaHus

Meperosopsbl ¢ NapTHepamn 0 passUTUn

MocelleHns 06bEKTOB NapTHePOB

ObecneyeHvie HeNpPepbIBHOIO N/IAHOBOIO 06yYeHNs COTPYAHUKOB

Ob6ecneyeHvie 06yUYeHNs COTPYAHUKOB 06CNYXMBAHWIO UM 0BpaLleHnto ¢ TOBapOM Mn UCnonb3ya cuctemy FAQ (Ya-
CTO 3a8/JaBaeMbIX BOMPOCOB) B pPeXVMe peasibHOro BpeMeH!

MeHeaKMeHT MaTpULLbl HaBbIKOB

MeHeMKMEHT peHTabesbHbIX MPOEKTOB

MporpaMmbl cepTUdmKaLym nocTasLLmka

MporpaMmbl OLeHKM NocTaBLUMKa

CucTeMbl OLIEHKM KayecTBa paboTbl NOCTaBLLMKa

KomniekcHoe 1 cuctemMHoe ynpas/ieHne kayecTBoM

Moka3atenu adhpeKkTUBHOCTH

3arpaTbl Ha 06CnyXuBaHne
HagexHocTb 06cnyxunsaHus
'MBKOCTb 06CYXMBaHUA
AfanTupyemMocTb 06C/TyXMBaHUA
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MpunoxexHne A
(cnpaBoyHOE)

Mpumepbl ncnonb3osaHua IRM-mogennu

B faHHOM pasfiene npefcTasneHbl TPYU HarfagHbIX NpuMepa, pellaoLmx pas/nyHble 3a4aun cornacosaHusa 6ms-
Hec-npoLeccoBs. peansauuu IT-peLlueHnii Ha OCHoBE NPOLLECCOB M NOC/eAYoLLEro NOBTOPHOIO COr1acoBaHNsi CePBUCHBIX
onepauuii. Bo Bcex aTux npumepax IRM-mogenb Ncnonb3oBanach C Lesblo JOCTKEHNS MOHUMaHWS CyLLEeCTBYHOLLMX MPo-
61eM 6U3HECA U HAXOXAEHWSA ONTUMASIBHOTO PeLUeHus.

Mpumep ncnonb3osaHus Ne 1— YnpasneHue napkom BETPO3HEPreTUHECKUX YCTAHOBOK C UCMO/b30BaHUEM YCyr
MO TEXHNYECKOMY 06CYXMBAHUIO.

OCHOBHOI1 LieNblo faHHOro npumepa ABNseTca onpefeneHne 6nsHec-npoLeccoB ANs NOAroTOBKW NpeasioKeHns
(3as1BKM) Ha TEXHMYECKOe 06CyX1BaHNe, NoAAEPXMBatOLLEe MOHUTOPVHI COCTOSIHUS B PEXMME peasibHOro BpeMeHn A1
ynpaBneHns Napkom BETPOIHEPreTUYECKNX YCTaHOBOK.

Mpocunb gesTenbHOCTM napTHepa

Ipynna SKF sBnsetcs rnobasibHbIM NOCTABLLMKOM NPOAYKLMM, peLleHuii No npobnemam K/IMeHTOB U ycnyr B GusHece,
KOTOPbII CBA3aH C NOALUMMHMKaMM 1 YNIOTHUTENAMW. YTy, OTHOCSILLmecs K cdiepe komneTeHumn SKF. BktoyatoT B cebst Tex-
HUYECKyIo NMOAAEPXKY, TEXHUYECKOE 06CMyXMBaHWNE, KOHTPO/b TEXHUYECKOr0 COCTOSAHUA NPOU3BOACTBA, YC/Yr1 Mo PasBUTUIO
CTaHKOCTPOUTE/IbHON MPOMBILLIEHHOCTM 1 06y4yeHne. SKF Talke Npodo/hKaeT HapalluvBaTb CBOE BIUSHUE Ha PbIHKE 13aenuii
C IHENHbIM NepeMeLLeHeM, a Takke B 06/1aCTV BbICOKOTEUHbIX MOALIMMHUKOB U CMa304HbIX MaTepUasios.

BusHec-mogens

SKF paspa6oTana Ansa pblHka BETPO3IHEPreTUKM CUCTEMY MOHUTOPUHIA B peXxume peasibHoro Bpemenun (WindCon).
SKF WindCon System o6ecneunBaeT onepartopa NnoJsiHbIM HAGOPOM CBELEHMNIA O KOMMIEKCE BETPO3IHEPreTUYecknx CUCTEM
N X TeKyLLLeM TEXHUYECKOM YPOBHE.

Cuctema SKF WindCon no3sonuT oneparopy.

- MOBBICUTb CPOK C/yX6bl,'Pab0TOCNOCOBHOCTL BETPSHOTO ABUraTenNs;

- COKpPaTUTb BPeMs 06CNYXMBAHWUA U NOBLICUTL AP EKTUBHOCTD;

- COKpaTUTb O6LLLYH0 CTOMMOCTb 0BCAYXMBAHUSA.

SKF npegnaraet nosiHoe VHTErpupoBaHne CUCTEMbI MyTeEM BHEAPEHUS COBPEMEHHbBIX CXEM MOHUTOPWHIA COCTOSHWSA 1
3aLUmThI B 1106a/1bHYH0 CUCTEMY KOHTPO/IS NapKa BETPOIHEPreTUHECKVX YCTaHOBOK. Takasi MHTerpaLyisi no3BosisieT n3bexarb Bbl-
COKO3aTPaTHOro HenpeaBUAEHHOTO BPEMEHW NPOCTOst 060PYA0BaHNSA U CHUKAET pacxofbl Ha aKCrTyaTauuio n 06CnyxvBaHue.

BusHec-noTpebHOCTM

SKF HeobxoauMo co3fiaBaTb HOBble GU3Hec-Mogeny ANa ynpasieHns pocToM B cdhepe okazaHus yenyr Ans pbiHka
BETPO3HEPreTMHeCKyX yCTaHOBOK.

Hanpumep, 61M3HeC B YacTU MOHUTOPWHIA COCTOSHUA BETPSIHBIX MeSIbHUL, XapakTepusyeTcs;

- BbICOKOKOHKYPEHTHbIM PbIHKOM;

- XOpoLLO 060CHOBaHHOI cTpaTerveli pocta Ha nocneaytLme rogpl;

- TEM. YTO HbIHELLUHWIA X0A pas3BUTWS G13Heca He NoALEePKMBaeT 3TOT POCT.

Ha puicyHke A. 1 nokasaH reHepaTop BETPSHON TYpOUHbI.

PucyHok A. 1— BeTpsiHas Typ6uHa
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Mpobnematunka

[na obcnyxviBaHns, npeanaraemMoro Ha KOMMepUYeckoli OCHOBE, PUCKM MOTYT GbITb CHUXKEHbI MYTEM ypaBHOBELLM-
BaHUS NnaTexelt 3a ycnyrn u KOHKPETHbIMU MOJyYEHHbIMU BbIrofgamm — 3TO AOCTUTaeTCA NPUMEHEHUEM CUCTEMbI TUna
«onnara no mMepe npefoCcTaB/IeHNs YCNYrn», HO TOMbKO eCNW YCMOBUA NPefOCTaBEHUA U ONAaThbl YCyru fO/MKHbIM 06-
pa3om ohopMIIEHBI.

[na pelweHuns aToi 3agaun TpebyeTca MeTOL0M10MMA onpeseneHns n 06CnyxnBaHMsa aTMX NPOLECCOB Kak nocTas-
LLIMKOM YC/Iyr, TaK 1 UX noTpeéutenem.

Pe3synbTaTthl

IRM-Mogenb NO3BONSET PaCLLMPUTL GU3HEC-MPOLIECCHI 3a NPeAesibl BEAOMCTBEHHbIX FPaHNLL U 0bnacTeli NpUMeHeHus.

MeToanuecknii nogxos Ha 6ase IRM-mogenu nossomn SKF onpegennTts GU3Hec-cTpaTermm, npeobpasoBbiBaTh MX B
NpoLecchl, CMOAeNMpPOBaHHbIE NMPOLIECCHI peann30BaTh B IT-cucTeMax, a Takke Co3faTb MHTE/IEKTYasIbHOE ynpas/ieHue.

IRM-mogenb ucnonb3oBanach A5 CO34aHUA NPOTOTUNA YNpaBieHns NapkoM BETPO3IHEPreTUHECKUX YCTaHOBOK,
KOTOPbI MOAENMPYeT/AEeMOHCTPUPYET CriefytoLLe BO3MOXHOCTY:

- UHTErpupyeT nocTaBLUyKa YCNyr B KPYMNHbIE KOPNOPATUBHbBIE CETH;

- peanu3yeT MOAeN AN1A Pas3/INYHbIX CEePBUCHbLIX CTpaTernii (ob6cnyxuBaHne, pearvipyloliee Ha 06CToATeNbLCTBA,
npodunakTnyeckoe obCayxmBaHue, AnarHocTMyeckoe obCnyxmnBaHme u T. 4.);

- NOBbIWAET YPOBEHb 0OCYXMBaHUS 3aKkasumka.

Bce 370 siBNsieTCA aTanamu, Heob6xoAMMbIMU A4/15 YCNELLHOro ynpasneHust 6usHec-npoLieccamu. MNpumvep ncnonb3o-
BaHWA nokasaH Ha puUcyHke A.2.

Avnnkn/l OYRHC niww”~nam flirint My HALLMPMbM W IIMTIOMUWUWA— i/lwim — hi»
«W pamm

PucyHok A.2 — CTpartermm TEXHUYECKOro 06CNyXMBaHNA, CMOAENMPOBaHHble ¢ noMoLblo IRM-mogenn —
Mpumep ncnonb3oBaHns Ne 1

Mpumep ncnonb3oBaHus Ne 2 — Pa3paboTtka nHTepdeiica gna ERP-cuctem/cucteM TEXHUYECKOTo 06CTyXMBaHNS

B pa3BuTve npoueccos, onpegeneHHblX A8 ynpasBneHns Napkom BETPO3HEPreTUHeckMx yCTaHOBOK, BTOPOW npu-
Mep AenaeT akLeHT Ha JasibHeliweli paspaboTke GM3HEC-NMPOLLECCOB Ha YpoBHE onepauumn (ypoBeHb 4/ypoBeHb 5) ¢ Le-
Nbto onpejeneHns TpeboBaHWii K NporpaMMHOMY O6ecneyeHuio ANs B3aumogeicTena mexgy ERP-cuctemamu un cucte-
MaMu TEXHUYECKOro 0BCYXNBaHWS.

Mpochunb feaTenbLHOCTH NapTHepa

Cm. npodinnb fesaTeNnbHOCTM NapTHepa B NpUMepe ucnosb3osaHns Ne 1

BusHec-mogens

SKF o6ecneunBaeT NOJHYI CUCTEMHYIO MHTErpaumio nyTeM BHeAPEHNS COBPEMEHHBIX CXEM MOHUTOPUHra cocTos-
HWS 1 3aLUMThI B O6LLYH0 CUCTEMY KOHTPO/IA NPOM3BOACTBEHHOrO 06bekTa. Takas uHTerpauus no3eonseT n3bexars BbICOKO-
3aTpaTHOro HenpeasWAEHHOIO BpEMEHM MPOCTOA 060PYA0BAHNA Y CHUXAET Pacxofbl Ha aKcnyaTaumio 1 06CnyxmnsaHue.
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C 37011 Lienbio 6binm paspaboTaHbl pasnyHbIe annapaTHble CpeacTBa M COOTBETCTBYHOLLEE NPOrpaMMHoe obecneveHmne:

- cMcTemMa KoHTponst o6bekTa o6cnyxmsaHua (Machine Analyst) sBnsieTcsi COBpeMeHHbIM NPOrpamMMHbIM CPeACTBOM
ANsa ynpasneHnsl, 06paboTkn N aHann3a AaHHbIX MOHUTOPUHIA COCTOSIHUA MalUuMHbl. STOT NPOAYKT UCMONb3yeTcs, Ha-
npMMep. Ha MpPoW3BOACTBE, B BYMaXHON 1 He(hTEXMMUYECKO/ NPOMBILLIEHHOCTH, YTO6bI 136eXaTb BbICOKO3ATPATHbIX
aBapuiiHbIX CUTyaLWid;

- MOGUsbHbIE ycTpoiicTBa (mobile devices), NO3BoNAOLLME OCYLLECTBNATL MHOronapaMmeTpuieckmnii NoAXo4 K MOHU-
TopuHry. SKF cogelicTByeT c60py v KOppensuum MHOXeCTBa napaMmeTpoB, HanpuMep OTHOCALLMXCS K BUGpaumm, cocTos-
HUIO Macna, TeMnepaTypbl, CKOPOCTU U T. N.. YTOBbI MOMOYb y6eAUTLCA B TOUHOW U HALeXHOM OLEHKE COCTOSIHUA MaLUVHBI.

Bu3Hec-noTpebHOCTH

OCHOBHOI thyHKUWel IT siBNseTCs NofaepXka U onTUMM3aLms KopnopaTMBHbIX npoLeccoB. Moatomy cTpykTypa IT
TpebyeT aHa/M3a M ONTVMKU3ALMK C YYETOM MHTEpPecoB 6usHeca. BkoyeHne Gu3Hec-nmpoLieccoB B IT-MHDPaCTPyKTypy
NO3BOMSIET OCYLLECTB/SATL KOOPAVHUPOBAHHOE YNpaB/ieHne 3TUMK ABYMs chepamun AeAaTenbHOCTU. [pyroil BakHol 3a-
fJauveli sBnseTcs paspaboTka MHTepdelica ¢ GusHec-npoLeccamy 3akasyrka, YTo MOXET GbiTb PeasIn30BaHO C MOMOLLbIO
MEeXMNPOLLeCCHOro B3aMMoelicTBUS!, kak 3TO Noka3aHo Ha puUcyHke A.3.

Mpo6nemaTnka

3aka3unky Heob6xoaMmMo nHTerpnposaTtb ero ERP-cuctemy B npuioxeHvue Machine Analyst rpynnbl SKF.

Mepen HavyasioM peanmsauny UHTErpaLnoHHoro npoekta ERP-cuctembl BaykHO 0iHO3HAYHO onpeaennTb Lenn, oc-
HOBaHHble Ha 6U3Hece ¥ npoLieccax opraHusauum, a Takke [T-ctparervu.

MyTem co3paHnst COOTBETCTBYIOLLEN CTPYKTYPb! (B COOTBETCTBMM C NPOMbILLIEHHBIMW CTaHAApPTaMu) MOXET BbITb
pa3paboTaHo 1 peasIM30BaHO pPeLLEHNEe, KOTOPOE MOXET BbITb /IETKO MHTErPUPOBaHO B IT-cpefy 3akazumka.

PesynbTarthl

IRM-mogens npegoctasnsieT SKF BO3MOXHOCTb BepucmumpoBaTth hyHAaMEHTa/IbHYI0 MPUMEHUMOCTL MEXaHW3-
MOB KOOpPAMHALMU NPaKTUYECKUX Lenein ans:

- onpegeneHnsi 6a30BOI CEPBUCHOV apXUTEKTypbl, peannM3oBaHHOW Ha npoayktax ARIS Business Architect n
SOA-Architect;

- CO3[jaHNA KaHaU10B COTPYAHMYECTBA C NPOM3BOACTBEHHLIMU KOMMNAHUAMM;

- pa3paboTkun uHTepdeiicoB ERP-npunoxeHuii.

OpHvM 13 Hanbonee BaxkHbIX TUNOB Mogesneit ARIS aBnsieTcs cobbITUiiHO-ynpaBnsemas Lenouka npouecca (EPC).
Vcnonb3ys metog EPC. MOXHO BM3yasM3MpoBaTb COObITUSA B KOMMaHWK, KOTOpble BeAyT K MHULMUPOBAHUIO ONpeaenex-
HbIX (DYHKLMIA, KOTOPblE B CBOKO 04Yepefb NPUMBOAAT B AeicTBYE Apyrne cobbITus.

WHTepdelicsl mexay ERP-cuctemamu n Apyrumm cuctemMamu, aHasormyHbiMu Machine Analyst, MoryT 6biTb Takke
NAEeHTUULMPOBaHbI, Hanpumep B YacT MHdopMaLym 06 06MeHe AaHHbIMW, UCMOb30BaHHbIX NPOTOKO/OB U T. N. Ha
6a3e 3TOro MOXHO MOJTyUYMTb NepeyeHb TpeboBaHUi K NPYMEHEHNI0 MPOrpaMMHOro nNpoAykra. PUCyHOKA 4 nnnocTpupyet
EPC-mopens.

38



FOCT P 57314—2016

PucyHok A.4 — EPC-magenb ansa ERP-uHTepdelica

Mpumep ncnonb3oBaHna Ne 3 — Ycnayru no ynakoske

TpeTuii NpymMep onucbiBaeT MHTerpaumio napTHepa Mo Lernoyke NnocTaBoK, KOTOPbI B HauaslbHOW cuTyauun no-
CTaBNsAET 3ano/IHEHHbIE aKTUBHbIM (hapMaLeBTUYECKMM UHTPEANEHTOM LUNPULbI B hapMaLl,eBTUHeCcKyto KOMNaHuio, HO No
CLUEHapuio «Kak [lo/KHO 6bITb» (TO-BE) A0O/MKeH Takke UCNoNb30BaTb BTOPUYHYIO YAKOBKY, HEOBXOAMMYIO A5 TPaHC-
NOPTUPOBKM MaTepuana B pervoHasibHble JUCTPUOLIOTOPCKMNE LIEHTPDI.

Mpodhunb feaTensHOCT NapTHepa

KomnaHus eiicTByeT Ha MexayHapoAHOM YpOBHE W MHTerpupoBaHa B KpyMHyHo dhapmaleBTUyeckyto rpynmny, KoTo-
pas no Bcemy MUpy obecneymBaeT CBOUX 3aKa3uMKoOB aKTUBHLIMU hapMaleBTUYECKUMN UHTpeaueHTamn 1 dhapMaLieBTu-
Yeckoi npoaykumen.

KomnaHuna nocTosiHHO ocBanBaeT HOBble NMPOAYKTbI, MPOLeCcChl U TeXHoNoru. Bes hapmanesTuyeckas rpynna Ha-
cumTbiBaeT npumepHo 100 000 COTPYLHMKOB ¥ MOCTaBASET A/151 KOHEYHbIX NOMb30oBaTeneli n Ha NPoheCcCMoHasIbHbIE PbIH-
KN M30enna MeAMUMHCKOro HasHayeHUs U COOTBETCTBYIOLME YCNYrM Ha OCHOBE KpynHOro noptdens 3akas3os. [pynna
nocTas/sieT CBOIO NpoAayKLUuio 6osee Yem B 175 cTpaH mupa.

OcCHOBHble TpeboBaHuA

B pesynbTtare TOro, 4To KOMMNaHusi NOCTOSAHHO NpUobpeTaeT ApyrMe KOMNaHuu, K4veBbiM TpeboBaHNeM ABNSETCA
6bICTpas MHTErpaums B NMPOLECCHI Liernoyek NocTaBoK rpynnbl, 0CO6EHHO B CTPYKTYpY pacnpegeneHus. MomMmmo 3toro
KOMMNaHUs COTpyAHUYaeT C PSAOM MOCTaBLLMKOB U NOCTABLUMKOB YC/Iyr, KOTOpble 6epyT Ha ce6si YacTb NPOM3BOACTBEHHON
Lienoykn noctaBok kKomnaHun. OfHako 40 cuX nop pacnpegeneHve NoMHOCTbIO HaXoAMI0Ch B pykKaxX BbllleykasaHHOM
KOMMaH11, KOTOPOI NPUXOAUIOCH YYnTbIBaTb 0COOble TPe6OoBaHNS, BbiTekatolme U3 o4eHb cneunduyeckx 3anpocos
pervoHasbHbIX AUCTPUOLIOTOPCKMX LIEHTPOB, OCHOBAHHbIX HA KOHKPETHbIX HOPMax perynMpoBaHus cTpaH. 3To NPUBOAUT K
cneuvann3npoBaHHbIM TPeboBaHUAM K YNAaKOBKE, MapKUPOBKE N BIOXEHUSAM B YNakoBKy. SKOHOMUS MOXET ObITb [AOCTUT-
HyTa TO/MbKO 3a cYeT pocTa MacllTaboB NPOM3BOACTBA MeANKAMEHTOB, HO He Ha 3Tane BTOPUYHON YNakoBKu.
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3T0 BEAET K OTHOCUTE/IbHO BbICOKMM YPOBHAM CK/aACKMX 3anacos NPOAyKLMK Nepes aTanom ee ynakoBKu C Liesbio
JanbHeiilero pacnpefenexns, CneiCcTBUEM Yero SBMSeTcA HecbaslaHCMPOBaHHOCTb MOTOKA, HaYMHAs OT Cbipbsl, Yepes
NMPOV3BOACTBO 1 K pacrnpefesieHnto, NpUBoaAaLLas K XOpoLo U3BECTHOMY B TOProssie «3(eKTy X/IbICTa» W adppekTy
doppecTepa (aBTOMATUYECKOMY YBE/IMYEHUIO aMNnTy /bl Kosie6aHuii crnpoca no mepe NpoABYKeHUs UHopMaLIMK BBEpPX
M0 Lienoyke NocTasok). 10 3TOi NpuurHe 6bi1 NPeANPUHAT PSA UHULMATMB C Le/bio AasibHelLeli MHTerpauy nocTasLLm-
KOB, & UMEHHO B NpoLecChbl pacnpejesnienns rotosoi npoayKuun. OCHOBHbIM TpeboBaHNeM 3eCb ABSAETCS BbICOKUIA ypo-
BeHb [10BEpPUs, NOCKOJIbKY OLUMOKM Ha 3Tarne ynakosku (HenpaswusibHble BKIAAKN UM Tab/IMYK/ C NAcnopTHLIMU JaHHbIMU
B YNaKOBKe) MOryT MPUBECTU K ipamaTUyeckuM nocniefcTBUAM Y KOHEUHbIX NoTpebuTeneil.

Mpobnematunka

Mpumep ncnonb3oBaHus IRM-Mogenn B ykasaHHOW KOMMaHWM 6bi/1 MUIOTHLIM MPOEKTOM, YTOObI NepesioxuTb OT-
BETCTBEHHOCTb 3a BTOPWYHbIA MPOLLECC YMakoBKM MPOAYKUMM W Mepejaqn 3akasumkam Ha MOCTaBLUMKOB LUMPULEB, 3a-
MOJIHEHHbIX aKTUBHbIMW (hapMaLeBTUYECKUMI UHIPeAneHTaMn. B cueHapum «kak ecTb» (AS-IS) nocTaBLUMK TOMbKO OT-
npasAseT LWNpyLbl B KOMMAHWIO, KOTopas 3aTeM NpUHMMaeT Ha cebs 3ab60Ty 0 BTOPMYHOI yNaKkoBKe W TPaHCMOPTVPOBKe
COBCTBEHHbIMM CUIaMK 3aKka3uuky. [laHHas cuTyaumst NpoAeMOHCTpUpOBaHa Ha pucyHke A.5.

Flw» UTOH 1 p JTan xpaHu**
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manwem wpwe A Miypu NBPEMBLMLL MMy wrpyn IOFFCJbBLgIJ'IHB
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t I% FKYTWLIW UPML» XOUMHALILLIALA
3a4wnu rt; B ta n
arrsuw n)s U»ue
e mTaproun >o r»py
BTO(M«WNaynMitiaM

PucyHoK A.5 — Bu3Hec-npouecc «kak eCcTb» A1 YCyr YNakoBKu

[JaHHas cuTyaums BbiHyXAaeT npuéeraTb K BYM 3Tanam XpaHeHUs 3anofIHEHHbIX LINpULLEB — nepBblii pa3 y no-
CTaBLLyIKa, OTKya OH [OCTaBNsieT VX MOTPe6UTENIo YCTyr, a BTOPOI pa3 y NoTpebuTens ycnyrv, OTkya OH 3aTem ux 3a-
6upaeT Ans pacnpegesneHuns no permoHaibHbIM AMCTPUBLIOTOPCKUM LieHTpam (Mo 3akasumkam).

YT06bl N36aBUTLCA OT OHOTO N3 MECT XPaHEHWS], KOTOPOE MOXHO CUATaTb U3MULLHMMMU TpaTamu, B CLEeHapui «kak
[OSKHO 6bITb» (TO-BE) nocTaBLUMK AO/MKEH AONO/HUTENBHO B3ATh Ha Ceb651 OTBETCTBEHHOCTb 3@ BTOPUUHYIO YNaKOBKY.

Hwke nepeuncieHbl nonyyaemble B pesy/ibTare 3T0r0 NpevmyLLecTBa:

- UCK/I0YEeHNe TPaHCMOPTUPOBKM LLMPULIEB NOTPEBUTENIO YCNyTH;

- UCKIOYEHNE XpaHeHNs LUNPULIEB Yy NOTPebUTeNs yciyru:

- COKpaLLieHWe AIMTEeNIbHOCTY LmKna:

- Nnepefaya 060pyf0BaHNA AN BTOPUYHOW YNakoBKU.

HoBbI cLeHapuii NPoAEMOHCTPUPOBaH Ha pucyHke A.6. [1na peanusauum AaHHOro cLeHapus 6biia ncnosnb3osaHa
IRM-Mogenb C Lenbto onpeeneHns BapuaHToB COTPyAHUYECTBA ABYX KOMMaHWIA.

CpaBHUTENbHbIN aHaIM3 NPo6enoB ABYX CLeHapueB nokasas, kakme Heo6X0AMMO MPeanpuUHATL [eliCTBUA B TPeX
HUXeyKa3aHHbIX HanpaB/IeHNsIX:

- HeobxoyMOCTb Nepefayn/peanvsauyum 6U3HEC-NPOLLECCOB M MHAIPACTPYKTYPbl MEXAHN3MOB KOOPAUHALMY ANs
ornepawuii ynakoBku:
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- HEOﬁXO,ﬂ,MMOCTb aganTtaymn npoueccos NnaHMpPoBaHUA;
- 0becneyeHe 0TCIeXMBAEMOCTN COOTBETCTBUS 3aKoHOAATelbHbIM TpeboBaHUsAM;
- UHPOPMALMOHHbIE CUCTEMI:
- Heo6XxoAMMOCTb pa3paboTku IT-coeAMHEHNS AN Nepefayn 3aKkasos;
- nokasaTenn KkayecTsa paboTbl:
- HeO6X0AMMOCTL afanTaLum KONIMYECTBEHHbIX NokasaTenell A1 3TanoB XpaHEHNs U AJIMTENbHOCTU LMK/IOB;
- H606X0,CI,I/IMOCTb OLEHKM NOCTaBLMKOM yCnyr yaoBneTBOPEHHOCTUN 3aKa3ynKa B HacCTW BbINO/IHEHUA CBOUX
0653aTeNbCTB.

Pe3ynbTaTbl 1 NONyYEeHHbIE BbITOAbl

IRM-mogens obecneunmBaeT CUIbHYIO NOAAEPXKY B YacTW onpeaesieHns cueHapust «kak fO/MKHO 6biTb» (TO-BE).
Mcnonb3ysa ykasaHHbI TEXHOIOTMYECKMA NpoLecc YPoBHS 3. KOTOPLIA Obl1 pa3paboTaH C MOMOLLbH0 NMPEAYCMOTPEHHbIX
npoueccos IRM-mogenn ypoBHs 2. a1 060CHOBaHUS pa3paboTkm KOHKPETHbIX AelCTBUI TpeboBanach peanusaums nu-
NIOTHOro npoekTa. BxogHble 1 BbIXOAHbIE MHGDOPMALIMOHHbIE NOTOKM cueHapus TO-BE Takke okasbliBanv NOAAEPXKY Npu
onpegeneHun nepsoro npoekta Tpebyemoli IT-uHhpacTpyKTypbl, a Takke AN OAHO3HAYHOW naeHTUdMKaLumM OTBETCTBEH-
HOCTW. KOTOPY0 HEO6XOAMMO M3MEPUTL C MOMOLLbIO MPOBEPEHHbIX NokasaTesnelt 3tpheKTUBHOCTU.
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Mpunoxexve b
(cnpaBoyHOE)

OnpepeneHune knw4veBblix Nokasarteneit apdektusHoctn (KPI) ana SPMS — YpoBeHb 1/YpoBeHb 2
Bce nokasaTenu adhheKTMBHOCTY CTPYKTYPUPOBaHbI B Mepapxum, OT CTpaTerniyeckoro YpoBHsi 1 (koueBble noka-
3aTenn athpheKTMBHOCTM) BHM3 BMIOTb A0 3KCM/yaTalUMOHHbIX KOTMYECTBEHHbIX NokasaTenei. 3T ypoBHU onpeseneHbl

B COOTBETCTBMM C uepapxueii IRM-Mogenun. UTobbl NOHATL, Kak 3Ty nokasatesin apgeKTUBHOCTY MOXHO U3MEpPUTb, B
[aHHOM MNPUIOXEHUN AAETCS UX ONpPEeaesnieHue.
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SPMS — KoHBeHUuun arperauunu

[nsa onpepenennsa KP1 ykasaHbl TpU BapuaHTa 06beAVHEHNSI MHAVKATOPOB HIDKHETO YPOBHA. 3TU BapyaHTbl BK/IHOYAIOT
B ce6si: BblUMNCNEHNE CPeaHEB3BELLEHHOTO 3Ha4YeHUs, (DaKTopU3aLMio MM NPOCTOE CyMMUPOBaHMe Pl HKHEro YPOBHS.

Cpe/HeB3BELLEHHOE 3HaYeHNe paccunTbiBaeTCA CreayroLmm obpasom:

Pl = (aV + bW +cX + dY ,..) / («meTpukn),

rae a b.c.d — hakTopbl, XapakTepuayioLLe BaXHOCTb UCC/IeyeMblX YNC/EHHbIX 3HAYEHUIA HXKHETO YPOBHSI. dakTopbI
[ODKHBI ONPEAEnsTbCs NOCTABLUMKOM YC/YT WA COBMECTHO C NOTPe6UTENeM U NapTHEpaMU-NocpeHu-
Kamu;

V. W. X. Y — ynC/IeHHble JaHHblE HUKHETO YPOBHS.
B cnyyaB thakTopu3aummn YNCNEHHbIX 3HAYEHWI HUXHErO YPOBHSA OTAE/bHbIe 3HAYEHUS MPOCTO YMHOXAKOTCA ApyT
Ha gpyra. Ecnv dhakTopbl CUATalOTCS BaXKHbIMM, OHWM MOTYT Takke BbICTynaTb B kayecTBe MHOXWTeNel. TpeTuii BapuaHT
cuMTaeTcs NpoCcTeiluMM 1 UCNob3yeTca Npu 06beayHEHUN BPeMeHW 1 3aTpar. B gaHHOM cnyyaB onpegensercs cyMmma
VNHAMKATOPOB HUXHETO YPOBHSI.
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Mpunoxexve B
(cnpaBouyHoe)

rnoccapwiit TEPMUHOB BXOAHbIX/BbIXOAHbBIX JaHHbIX

HavmveHoBaHve TepmmnHa

MPOTOKON NPUEMKI

PacnpejeneHue cepB1CHbIX PECYPCOB

AHann3 faHHbIX 06 06CAyXMBaHUN U
npon3BoACTBE

Hanunuure.'0OCTYNHOCTb aKTUBOB

AKTVBbI

MnaHnpoBaHne aKTMBOB

[JaHHble 06 aBapum

MnaH-rpadwk peanvsawmm

MpaBuna n ctparerun 6usHeca

3akas/3asnBKa Ha 06CnyxuBaHne

KomnoHeHTbI/Mogynun

Mpasuna KoHUrypupoBaHus

3HaHUA 3aKa3unka

3asiBka 3akasumka

Mpochunb 3akasuvka (KIMEHTCKOE AO0CbE)

TpeboBaHVA 3aKa3umnka K 06C/TyxnBaHnio

52

Onpegernexve TepmyHa

B cooTBETCTBUM C TPE6GOBaHNAMM 3aKa34mka NPOTOKO/ NPUEMKM nogpasyme-
BaeT 0406peHMe 3aKasuMKOM COOTBETCTBYIOLLErO YPOBHSI BbINO/IHEHNS
ycnyrn. [poToOKo roTOBUTCSA HEMOCPeACTBEHHO Mepej okasaHuem ycryrv
nM60o no hakTy okasaHusa ycnyru

Pe3epBunpoBaHne marepunasios, akTMBOB, NepcoHasna 1 CTOPOHHUX YCIyT, He-
06X0ANMbIX 415 OCyLleCTBNEeHNA [eATe/IbHOCTU NOo peannsaunn

MocTynatowye OT 3akasunka aHa/IMTUYeckve AaHHble UM NoApobHast MH-
dopmMauma o paHee NpPoBeLEHHOM OOCYXUBAHUN MO0 06 U3MEHEHUAX B
NPOV3BOACTBEHHbIX JaHHbIX B pe3y/ibTare 06C/1yxmBaHus (Mpy Hasimumm)

Mpu orpaHmnyeHHbIX pecypcax (AOCTYNHbIX aKTUBax) Ha/numMe aKTMBOB 03Ha-
yaeT. [OCTYNEH WU HET aKTUB B iaHHbI MOMEHT BpEMEHH

TepMuH, KOTOpbI OXBaTbiBaeT BCe BWAbl (hU3NYECKMX OOBLEKTOB, 3aaeii-
CTBOBaHHbIX B MNPOWM3BOACTBEHHOM npouecce, TO eCTb 060opyfoBaHue,
TPaHCMOPT, BU/IOYHbIE MOTPY34MKA U T. M.

MepeyeHb MEILMXCH aKTUBOB, KOTOPbIA NpefocTaBnseT nogpo6Hyo WH-
cdhopmaumio 06 UX TEXHUYECKUX XapakTEPUCTUKAX M MECTOHaXOXAEeHUN B
OaHHbIA MOMEHT

[JaHHble c6 aBapuv OXBATLIBAIOT BCE BUAb! aHHbIX, OTHOCSILLMXCA K aBapusM, Ha-
npUMeEp BPeMsl NPOVCLLECTBIS aBapiiv, MOCNEACTBUS, BEPCIM NPUYMH aBapuit

MnaH, copepxaliuin iHchopmaLmio o ToM. koraa 6yfeT ocyLecTBAATLCS fe-
ATENbHOCTb. 3an/1aHNpoBaHHas B pamMkax (asbl peanivsaumm

YcTaHOBNEeHHbIE NPOMbILLIEHHOCTLIO 06LLMe METOAWKY, CTpaTeruu, npasu-
na n meTofpl BefeHns 6usHeca

3asiBka Ha 06CYXMBAHUE COAEPXUT MHGOPMALIMIO, HANPaBASEMYIO 3aKa3-
UMKOM NOCTABLLMKY YCyr

KOMMOHEHTHI (AeTannmyYMoaynv usfenusi, Kotopble TpeGyoTcs Ast KOMNek-
Tauuy 605ee COXHbIX CEPBUCHBIX aKTVBOB

MpaBuna ynpaBneHusi KoHdpurypaumeid NpoaykTa, KOTOpble BKIHOYAIOT B
ceba MeHeKMeHT Hanbonee BaXHbIX MOAMNPOLECCOB, HEOOXOAMMbIX 415
YNPaBNEHUSI XWU3HEHHbIM LIMKIOM OTAENbHbIX eAWMHUL/NOo3nUMiA, BKIoYas
OCHOBHbIE NPeAMETbl CHAGXEHUS, NyTW JOCTaBKW, paLMoHaIn3aLmio n cne-
umncpukaumio (nepeveHb) MaTepmanon

3HaHUs 1 OMbIT 3aKa3uuka B OTHOLUEHWU MOAMULMPOBAHHOW NPou3BOA-
CTBEHHOW CUCTEMBI

3asiBKa OT 3aKasunka Ha KOHKPETHbI NpoAyKT uan Habop npogykTos. K 3a-
SIBKE YaCTO OTHOCATCA Kak K (hakT4eckoMy 3anpocy B OT/INUMB OT NPOrHO-
31pyemMoro 3anpoca

[JokymeHTaums o cpepe AesTenbHOCTM 3akasuvka, KoTopasi BK/IOYaeT B
cebs1 afpec, KOHTaKTHbIE AaHHbIE, KPEAUTHYIO UCTOPUIO N UCTOPUIO MOKYMOK,
NPEeANoYTEHNs 3aKa3urka, BK/Ilouas TpeGoBaHWs K TPAHCMOPTMPOBKE, CTa-
TyC. Tpe60BaHUs K JOCTABKE U T. M.

CepBucHble TpeboBaHWs, OTHOCALLMECS K 3anpocam 3akasuvka, BKIouas
NPOrHO3 pbiHKa cobITa 1 (hakTUYecke 3akasbl/HENOATBEPKAEHHbIE (HEBbI-
NOJIHEHHbIE) 3aKas3bl



HavveHoBaHVe TepMiHa
MocTaB/ieHHasi NPOM3BOACTBEHHAs CW-
crema
[leMoHTMpoBaHHas NPOU3BOACTBEHHAs
cvcTema
LIa6noHbI OKYMEHTOB

[lokyMeHTaumMsi Ha MOCTaB/IEHHbIE KOM-
MOHEHTbI W yCnyru

[JoKymeHTaUus Ha MOAEPHV3NPOBaH-
HY'0 NPOM3BOACTBEHHYIO CUCTEMY

MofepHU3MpoBaHHas MpPOU3BOACTBEH-
Hasi cuctema

YcTaHoBKa n NPOTOKO/1bI ncnblTaHuii

VIHCTPYKUMM MO YCTaHOBKe, CTPYKTYPbI 1
nofpo6HOCTY NoafepXXaHns npolecca

YcTaHoBeHHasi cuctema 06CTymBaHust

Cuer 3a 06C/yxuBaHue

TexHnyeckne XapakTepucTuku o6opy-
[l0BaHuA

MnaH ynpasneHns 06CyX1MBaHUEM

CraTyc npotecca 06¢cnyxmnBaHus

PekomeHgaumm no pganbHeiwemy 06-
CNYXVBaHUIO

OTyYeT No 06CNYXMBaAHUIO

JlocTynHoCTb MaTeprasioB

PacueT noTpeGHoCTM B MaTepuanax
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OnpeaeneHve TepmHa

[NocTaBsieHHasA NPOW3BOACTBEHHAA CUCTEMa SBNSETCA I'IpOVI3BO,EI,CTBeHHOVI
cucTeMol, KOTOopas oTnpas/ieHa Hasaj B afipec 3akas3yunka nocsie BbiNos-
HEeHNA NOCTaBLUMKOM YC/yTr BCEX HeOﬁXO,D,I/IMbIX pa60T no OﬁCI'Iy)KVIBaHI/II-O

MocTaBneHHast NPOM3BOACTBEHHAA CUCTEMA, KOTOpasi EMOHTVPOBAaHA ne-
pef, pabotamu No MoAepHU3aLmm

Ha6op Wwa6oHOB A8 CTaHAAPTU3MPOBAHHON AOKYMEHTaLMN

JoKyMeHTaLUmMs Ha KOMMOHEHTbI U MOZY/M, NPEA0CTaB/IeHHas BHELUHUMU Mo-
CTaBLUMKaMM1 (HanpuMep, WHGOPMALMs O TuMe, pasmepax W aKCr/lyaTaluoH-
HbIX XapakTepuCTUKax, PYKOBOACTBO MO/L30BATESIS, TEXHUUECKUE YC/IOBUS
UT. N.), U KOTOpasi NepesaeTcs NOCTaBLUMKY YCryT. JoKyMeHTauus Ao/mkHa co-
OTBETCTBOBATHL HALWIOHA/bHBIM W'M/IN MEXAYHAPOAHBIM CTaHAapTam

[oKyMeHTaUMst Ha MOZAEPHU3VNPOBAHHYI0 NPON3BOACTBEHHYIO cucTemy (Ha-
npUMep. AOKYMEHTAUMA Ha TWMbl, Pa3Mepbl W 3KCM/yaTaUMOHHbIE Xapak-
TEPUCTUKN. PYKOBOACTBO MO/b30BATE/IS, TEXHUYECKNE YC/oBUS U T. M.).
KoTopasi nepeaaeTcs 3akasumky BMECTE C MOAEPHU3NPOBAHHOW NPOM3BOA-
CTBEHHOIi CMCTEMOIA. [IoOKyMeHTaLMs AO/KHA COOTBETCTBOBAThL HaLMOHab-
HBIM >WIA MEX/yHapPOAHbIM CTaH4apTam

Mpou3BoaCcTBEHHAs CUCTEMA, KOTOpasi Bblia LO/HKHBIM 06pa30oM MOAEPHU-
31poBaHa MOCTaBLLYKOM YC/yr B COOTBETCTBUM C COr/alLeHeM Ha 06cCry-
XVBaHWe. 3a cueT Npeobpas’oBaHMs 3an/1aHNPOBaHHbLIX (PYHKLIMOHAIBHBIX
Tpe6oBaHUi1 B AECTBYIOLLYIO NPON3BOACTBEHHYIO CUCTEMY, CUCTEMA OCHa-
LLI@eTcs 3anaHNpoBaHHbIMM (DYHKLIMOHAIbHBIMY BO3MOXHOCTAMY

1 MpoTokonbl, cogepxalie nHdopmaluio 06 ycTaHOBKE M NPOBEAEHHbIX
MCNbITaHNAX CUCTEMBI 06CNYXUBaHWSA. 2. MNocne ycTaHOBKK cuctema obeny-
XUBAHUA [0/MKHA NPOUTU WUCMbITaHWA. [onyyYeHHble pesynbTaTbl AO/MKHbI
6bITb 3aTEM OTPaXKeHbl B MPOTOKO/E YCTaHOBKM W UCTIbITaHWIA

MHhopmaLysi 0 TOM. Kak 0/KHbI GbITb BbIMOTHEHbI YCTAHOBKA W KOHAUry-
pupoBaHue cucremMbl 06CYXMBaHUA B COOTBETCTBUM C CEPBUCHBIMM Tpebo-
BaHUAMM

Bce akTvBbl U HehN3nMYECKMEe CUCTEMbI, KOTOPbIE YCTaHOB/IEHbI Y 3aKa3unka

Moapo6Hoe onmcaHne NPoAaHHbLIX/MOCTABMEHHBIX U3AENNI U X TOUHOE KO-
NnuectBo. CUeT roTOBMTCS NPOAABLIOM U MPEACTaBNseT cob6oi [OKYMEHT,
KOTOPbI NOKynaTesb AO/HKEH UCNO/b30BaTb AJ1s OnnaThl

Moppo6Hble faHHble O MAaLLMHHOM Napke 3aBoga. OT6upaeTcs BCst MHGOP-
Maums. UMetoLLas OTHOLLEHME K 06CTy)XVBaHUIO, BK/TOYAas XPOHO/OTMI0 aBa-
PUIAHBIX CUTYaLWIA, BbINOSIHEHHbIE YC/YTN U TEXHUYECKME XapaKTepUCTUKN

MnaH, BKAOYaKOLWWI B cebs TeKyLmii OCMOTP U 06CNYXMBaHNE Y 3aKa3umka

Mpouecchb! NogAepXaHnst MOHUTOPUHIA UHCDPACTPYKTYPbI YNaKOBOYHbIX YC-
Nyr 1 ngeHTuduKauum noTeHuyana ee CoBepLIEHCTBOBAHNS

MUCbMEHHBIN oTYeT ANA 3aKka3vnka ¢ pekomeHgaumamm no O6C]'Iy)KVIBaHI/IIO

OrtyeT, BKIOYaOLWMii B cebsi nepeyeHb onepauuii N0 06CAYXMBaHUIO, Bbl-
SIB/IEHHbIX aHOMaUInii U COCTOsiHME obbekTa 06CnyxmnBaHNs nocne obeny-
XnBaHNS

B cnyyaB orpaHMYEHHOCTY MaTepuasibHbIX PECYPCOB Hanuve matepuana
yKasblBaeT Ha TO. UMeOTCA UM HET B HaUTUMK akTUBbI B NpeAenax AaHHbIX
BPEMEHHbIX PamMoK

MepeyeHb UMENLLMXCS MaTepuasioB, KOTOPbIA COAEPXWT MOAPOGHYI WH-
dopMaunio 06 UX TEXHUYECKUX XapaKTepUCTUKax U MeCTOHaxXOXAeHUU B
HaCTOALLUIA MOMEHT
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HavimeHoBaHVie TepMrHa

KoHuenumus mogepHusaumn

3akasbl Ha yNakoBOYHbIVi maTepuan

YnakoBOUYHbI MaTepuan

MnaH ynpasnexns paboT Mo ynakoBke

Craryc npouecca ynakoBku

OTYeT 06 YNaKoBOYHOI AesTeNlbHOCTM

Crartyc nnarexa

OTYeT 0 pesynbTarax AesATeNbHOCTY Mo
ynakoBke

Hanunuve nepcoHana

MnaHvpoBaHve paboTbl NepcoHana

OT4eT 0 kayecTBe npoAykTa

Mpon3BOACTBEHHbIN NaH

Mpon3BoACTBEHHbIV NnaH-rpacuk

Mpoaykuus
MonyyeHHbIii MaTepuan
lMpenocTas/ieHHble yCnyrm

PernameHTHble TpeGoBaHWS.'HOPM3THB-
Hble TpeboBaHus

3anpoc npegoxeHuii

54

OrpeseneHye TepMiHa

KoHuenuus MoAepHv3auuy onpeaensieT, Kakux nokasareneit fo/kHA f0-
CTUYb NPOM3BOACTBEHHAS CUCTEMA B KOHLIE NpoLecca Moaudukayumnepe-
OCHaLLEHNs1 B COOTBETCTBUM C MOAMNUCAHHbLIM (3aBEPEHHbLIM) KOHTPAKTOM 1
KaK AOCTWYb 3TVX NnokasaTtesneii

3aka3bl Ha ynakoBOYHbI MaTepuasi, nepefaBaemblii BHYTPEHHUM WM
BHELUHUM NoCcTaBLLKaM

Becb MaTepuas, Ncnosib3yemblil 4151 yNakoBOYHbIX YCyr

MnaH, BKIOYaOWWA B cebs AesTenIbHOCTb MO YNakoBKe, BbIMOHAEMYH Y
3aKasumka

dakTuyeckuii cTatyCc npoAaBmXeHna U noucka UCTOYHUKOB HEOOCTaTKoOB B
npouecce ynakoBku

OTyeT, BKIOYaOLWMII B ceb51 NepeyeHb AaHHbIX, OTHOCALLMXCS K ynakoBoY-
HOI fleATeNIbHOCTN Yy 3aKkas3uuka, Hanpumep KOMMYECTBO HapyLUeHuin unm
aBapuii

Tekywuii cTaTyc cyeTa 3a ycyry, Hanpumep ele He BbICTaB/EH, BbiCTaB-
NIEH U onsiayeH

OTUeT 0 AOCTUTHYTLIX PaboUMX NapaMeTpax NpoLecca ynakosku

Mpy OrpaHUYEHHOCTU VMEILLMXCS YENOBEYECKNX PECYPCOB HANuUME nep-
coHana CBMAETeNbCTBYET O TOM. UMEETCS UM HET NepcoHas, TpeGyembilii
[J151 BbINOMHEHUS] HEOBXOAUMBIX YCAYT ANS 3aKasumka

MnaHupoBaHWe Toro, kakum 06pa3oM NepcoHasl O/MKEH Y4acTBOBATb B Ae-
ATENbHOCTY MO HEPea/IN30BaHHbIM yC/yram

OTy4eT 06 JKcnnyaTtalMOHHbIX KadyecTBax NpoAykTa B npouecce ero npuve-
HeHuA

OCHOBHOIi NMPOM3BOACTBEHHDIN MNaH, UCMONb3yeMblli AN pacnpeseneHns
MOU.LHOCTGVI Nno NPon3BOACTBEHHbIM pecypcamM U niaaHNpoBaHUA KOHEYHoI
NPOV3BOACTBEHHO AEATENBHOCTU WM BbINOIHEHUS ONPeAEeNEHHON ycny-
. NPOn3BOACTBEHHbIN NaH BKIOYAET B ce651 MHhopmaLmio 0 NPon3BoA-
CTBEHHbIX BO3MOXHOCTSIX

MnaH, B pamkax KOTOPOro NPOM3BOACTBEHHbI 06BEKT YNoSHOMOYMBaETCS
Ha M3roTOB/IEHNE WK PEMOHT ONMPeAe/IEHHOTO KONMYECTBA KOHKPETHbIX M3-
nenui

MpoayKuusi, cnosb3yemas 415 MOHTaxa y nocTasLumka yciyr o60pyaoBa-
HISI. KOTOPOE HA KOHEYHOM 3Tarne A0/MKHO BbITb YCTAHOB/IEHO Y 3aKa3umka

Matepuan, KOTopblii Gbifl OTNpaB/eH MOCTABLMKOM W NpuGbIa COOTBET-
CTBEHHO K 3aKa3umky

Yenyri, KoTopble 6blv 3aKasaHbl M peasin3oBaHbl y 3akasumka

Tpe6oBaHus, YCTAHOBMEHHbIE TEXHOMOMMYECKMU CTaHAapTamMmu W BHeLL-
HUMW OpraHm3aumsimm {To ecTb NpaBWTE/ILCTBOM, O(ULMAIbHBIMW Mpea-
CTaBUTENIAMW TOPTrOB/IN U T. N.). PernameHTHble Tpe6GoBaHNs OXBaTbIBAIOT, B
YacTHOCTY, AOKyMeHTaL0, CTaHAapTbl kayecTBa, BONpockl 6e30nacHoCTu
1 TEXHO/IOTUYECKNe CTaHaapThI

JIOKyMeHT, 1crnonb3yeMblii /15 NoydeHnst OT nocTaBLLyKa YC1yr OTBETHOI pe-
aKLMK. Korfa NocTaBLLUMKY YCNYT U3BECTHbI 06LLMe U (hyHKLUMOHabHbIe Tpe6o-
BaHUS U XapakTepUCTUKN /151 TOTO, YTOGbI CAENaTb KOMMEPUECKOE NPEL/IOoNKe-
HVe. 3anpoc Npe/IoxeHuii npesycMaTprBaeT BHUMATE/IbHOE 03HAKOM/IEHUE
C TPeGOBaHWSIMM 3aKa3uMKa, OCHOBHBLIMY 3KCM/TyaTalMOHHbIMW NapameTpamu,
MHdhopMaLein 0 NPoAyKTe, NPOU3BOACTBEHHLIMU MaHAMM U T. .



HavmeHoBaHve TepmmHa

[JocTynHOCTb pecypcoB

Pe3ynbTathl aHanusa AeMOHTUPOBaH-
HOI NPON3BOACTBEHHON CUCTEMBI

MnaH ynpaeneHusi Mogudukavikeii/nepe-
OCHalLieHeM

Mnak-rpadmk MogudukaLmm, nepeocHa-
LeHms

BbiGpaHHble 3aKas4ynKkom ycnyru

PelleHne 0 roTOBHOCTU K MCMOJ/b30BA-
HUKO

MnaH agantauuu ycnyru

MnaH peannsaunm ycayru

MpepnoxeHne 06 okasaHuu ycnyr (ko-
HEeYHoe)

MnaH ynpasneHus ycnyroi

[oCTynHOCTb CepBuC-NapTHEPOB

MopTdhenb ycnyr n ux pacueHkun

Ipynna o6CyxuBaHus

MoanucaHHoe cornalleHne/KOHTPakT

KOMNEeTeHTHOCTb MU BO3MOXHOCTU MO-
CTaBLUVKOB

YcnoBvs 1 MONoOXeHWsi npegocTassie-
HUSA yCnyrm

MnaH-rpadouk NPoBeAEeHNst UCMbITaHNIA

O60pyaoBaHue A4/ist UCNbITaHUiA

Mepemeljaemas npoayKuusa
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OnpeaeneHve TepmHa

CnocoGHOCTbL CUCTEMBI UM PECYpca NPOM3BOANTL ONPEAEIEHHOE KOMMYECTBO
NPOZyKTa B TEUEHME KOHKPETHOTO OTPe3ka BpeMeHu, 60 06beM PECYPCOB B
KOHKPETHbI/i MOMEHT BPEMEHU, AOCTaTOTHbIN A/18 4aHHOTO NPOU3BOACTBA

JIOKYMEHT, cofepXallinii pe3ynbTaTbl aHann3a AeMOHTUPOBAHHON Npouns-
BOACTBEHHOW CUCTEMbI

MnaH, BrIOUaKOWWIA B ce6si nepeyeHb NpeanonaraeMoit 4esTesIbHoCTU Mo
MoaMIKaLMK Ha TEPPUTOPUN 3aKasumka

MnaH, coaepxalumii ichopmaLyio 0 Hauasie AeATeIbHOCTM Mo MoAUdKaLMn

Ycnyru, BbiGpaHHble 3aKkasumkom 13 nopTddesist yeiyr nocTasLymka ycayr

PellieHre, KOTOPOE 03HA4aET, YTO BCE HEOOXOAMMbIE NPUrOTOB/IEHNS MPOU3-
Be/ieHbl U yCryra MOXeT nepeiitu B hasy ee ynpasieHus

[JaHHblii NnaH ycTaHaBNMBaeT nocnefoBaTeNbHOCTbL AeicTBYiA No aganTa-
UMM yCNyr K Tpe6oBaHWAM 3aKkasuuka 4/1s BCeX NPOEKTOB, KOTOpble OAHO-
BPEMEHHO Peasin3ytoTCsi B KOMMaHWW B aHHbIV NEPUO BpemMeHu

[aHHbIii NiaH ycTaHaB/MBaET NOC/IeA0BaTE IbHOCTb AECTBUI NO peanvsaumm
YC/yr B COOTBETCTBUM C TPEGOBAHMSAM 3aKa3ulika [/151 BCEX MPOEKTOB, KOTopble
0AHOBPEMEHHO PeaIU3yHOTCA B KOMNAHWUM B JaHHbIV Nepuog BpeMeHu

[OKYMEHT, coAepxalumii KoHeYHoe NpeasioKeHne no ycnyre, NpeaocTass-
eMoi1 B OTBET Ha 3anpoc NPeasIoKeHnii 0T 3aKa3umka, Co BCeMU Cpokamu 1
YCMOBUSAIMY MPOAAKMA NPoAyKTa UK ycnyrn. MoMUMMO 3Toro, AaHHoe npea-
NIOKEHNE MOXET Takke onpefensTb 060t040BbITOAHYI0 CUTYaLWIO, a TaKKe
OCHOBHYI0 /IMHUIO NMOBEAEHNS NPU OLeHKE COTPYAHUYECTBA NOCTaBLUMKA YC-
NIYT C 3aKa34nKoM B 06/1aCTV 06CYXKUBAHNS

MnaH, BKIOUAKOWWIA B ce6si NepeyeHb npeanonaraemoii 4esTesibHoCTU no
06CNYXMBAHUIO HA TEPPUTOPUM 3aKasumka

Mpu paGoTe B CETH NOHSATUE «4OCTYNHOCTL CEPBUC-NApPTHEPOB» 03HAYAET, KOr-
[1a V1 KaK Jo/ro CepByUc-napTHepbl GyayT AOCTYMHbI A COBMECTHOI paboTbl

Ha6op ycnyr n nx pacueHku, npesaraemble 3akasumky

Onpegenexne rpynnbl 06CNYKMBaHUSA, KoTopas 6yAeT BbiMONHATL paGoTy
B nepuog AeincTens a3 npeaocTasnieHus ycayr agantauum, peanusagmum
1 ynpasnieHnsi. PosM 1 YPOBHW OTBETCTBEHHOCTU MEXAY YSeHaMu rpynnbl
pacnpegesneHsl 3apaHee

MoanvcaHue cornaleHys’KoHTpaKkTa Mexay ABymMsa unu 6o/1ee ynosHOMoUeH-
HbIMW MPEeACTAaBUTENAMA KOMMAHWA UM CAMUMI KOMMAHNAMM (3aKasumka U
nocTasLLyKa yCayr M60 NoKynatesisi U NpoAasLa) O BbIMOSHEHUN U HEBbI-
MOJTHEHUWN KOHKPETHbIX AEACTBUIA MM YCAYT WK O NOCTaBKE TOBAPOB UM YCIyr

OueHKa YPOBHS KOMNETEHTHOCTU MOCTABLUMKOB AJ1s1 BbINOHEHNS TPEGOBA-
HUI1 3aKa3unka, a Takke GanaHCUpPOBaHWsSI PECYPCOB U X pacnpeaeneHns
[N yO0BNEeTBOPEHUS NOTPEGHOCTE 3aKasumka

O6LLMe YCNOBUS Y NOMOXEHUS, ABNSAIOLMECS OCHOBAHWEM A1t COTPYAHU-
yecTBa B 06/1aCTN 0BCMYXMNBAHNS MEX/Y NOCTABLUMKOM YCNYT 1 3aKa34MKOM
B COOTBETCTBUM C KOHTPAKTOM Ha 06C/yXBaHue

MnaH-rpacuk AercTBuiA, KOTopble A0MKHBI GbiTb NPEANPUHATSI ANS NPOBe-
[eHVsi NpeABapUTE/IbHBIX NPOVU3BOACTBEHHbIX UCTLITaHWI

O6opyfoBaHue 1 ocHalleHne, HeobxoaVMble A5 NPOBEAEHNA UCTIbITaHUiA
MOAMULMPOBAHHON NPOWM3BOACTBEHHOW CUCTEMBI

Mepemelyaemasi NPOAYKUUsS COCTOUT U3 MPOAYKLMK, KoTopasi nepepaboTa-
Ha Ha TeppuUTOpUM 3akKasuvka U KOTOPOV NPeACTOMT MOKWUHYTb NPOM3BOA-
CTBEHHYI0 CUCTEMY 3aKaszumka
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HaumeHoBaHue TepMuHa

MpeaBaputensHoe yBeAOM/IEHVE
06 oTnpaske

ABTOMATUYECKNIA BBOA, AaHHBIX

ABTOMATU3MPOBAHHbIi
paTtop NpoAyKLMM

KOHcpury-

CoBMecCTHOe niiaHupoBaHvie

MeXchyHKLMOHa IbHbIE KOMaHLb!

Linchposas csasb — EDI/XML

ONeKTPOHHBIN 06MeH AaHHbIMU

O1eKTPOHHasA [OKYMeHTaums 1 BU-
3yanusaums

O/eKTpoHHaa Aeknapauust U Bbl-
CTaB/ieHVe cyeTa

ONEeKTPOHHbIA COPCUHT U NoLWaa-
Ka ANl NeperoBopos

AHanus BUAOB ”N HOCHGACTBMIZ oT-
Ka3oB

Pa3paboTka [4OKYMEHTOB O COOT-
BETCTBUU

MHTerpuposaHHoe
3aKasamu

ynpasnexue

CornalleHme O COBMECTHOM 06-
CNyXuUBaHWN

CornalleHne o COBMECTHOM OKa-
3aHWUW yCnyr no ycTaHoBKe/npoBe-
AEHUN UCnbITaHU

MeToaukn obecneyeHus yHKLM-
OHMPOBaHWS NOTOKA TOYHO B CPOK
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Mpunoxexune I
(cnpaBoyHOE)

Fnoccapuii Hauny4YwWwBN NpakTUKK

OnpepeneHne TepMuHa

Ana obecneyeHnss MakCMMasibHO TPaHCMAPEHTHOro KOHTPOJISi YPOBHA MaTtepu-
a/lbHbIX 3anacos

ABTOMATUYECKMNIA BBOS, AAHHBIX OTHOCUTCS K METOAAM UAEHTUMKALIMM O6bEKTOB,
c60pa AaHHbIX O HUX U UX BBOAA HEMOCPEACTBEHHO B KOMMbLIOTEPHbIE CUCTEMBI

IT-cucTemMbl, NpefoCcTaBfisieMble MOCTABLMKAMU YCIYT 3aKkasuukam C Lefbio
YNpoLLeHus BbIGopa NPoLEeccoB As 3akasa

NpoLieccbl COBMECTHOTO M/IaHUPOBAHNA AeATENBHOCTN BCEX YYACTBYIOLLMX CTOPOH

B 6u3Hece Takas MeX(yHKLMOHaIbHaA KOMaHaa COCTOMT M3 rpynnbl naen ¢
pasnnyHbIM MPOeCcCOHasIbHBIM OMbITOM, KOTOpble paboTaloT Ha JOCTVKEHWE
obLen uenm

Mcnonb3ayeTca 415 CBSI3M C BHYTPEHHUMM MpoLeccamn NofaepxaHust B 4acTu
[OCTYMHOCTM 11 Pe3epBMpOBaHUs PecypcoB. Takke CBA3bIBAET MexXay coboii cep-
BUC-MAPTHEPOB U 3aKas3uvKoB AN1s Nepejaqn 3asiBoK Ha 06C/yXuBaHue, npepo-
CTaBMIeHNs1 UHPOPMALIMM U BbICTAB/IEHNS CHETa

3NeKTPOHHbIN 06MeH JaHHbIMK (cTaHAapTbl EDI) ncnonb3yeTcs ans obmeHa aaH-
HbIMW 1 1€/T0BOVi IOKyMeHTaLMell B CTaHAapTHOM dhopmarte Medxay KoMMbloTepamm

Ipadmueckoe BOCNpoM3BeAeHNE YepTexel, auarpamm, peuenTyp'dopmyn.
cneuundmkaumin, HCTPYKUMIA 1 T. N,, AOCTYMHbIX BCEM MO/b30BATENAM

DnekTpoHHOe (Yalle Bcero Ha web-ocHoBe) cozfaHue 1 NnpegocTaBneHve gekna-
pauum Ha oTrpy3Ky rpy3omnosiyyartesio/3akasunky 1 BbiCTaB/ieHne JOKYMEHTOB Ha
onnary 3akasuvky

Bu3Hec-npaBuna 418 371eKTPOHHOTO MoKcKa U NPUB/IEUYEHNS] CTOPOHHNX pecyp-
coB. Mcnonb3oBaHue IT-TeXHONOMMiA A1t OCYLLLECTB/IEHUS 3aKYMNOK

OCHOBHOI# Lie/blo aHa/IM3a 0TKa30B M UX MOC/EACTBUI SIBSIETCS cMcTeMaTnye-
cKast naeHTUgUKaLUsA NOTEHLMABHBLIX OTKA30B, UX MPUUUH, & TaKke UX Nocnes-
CTBUIN B paMKax CUCTEMbI C Lie/Ibio 3a6/1aroBPEMEHHOT0 HaXOXAEHUSA 1 yCTpaHe-
HUS cnabbIx MecT

[loKyMeHT 0 cOoOTBeTCTBUM NpeAoCcTaBnseT NoAPOGHY MHhopMaLMio, KoTopast
No3BO/ISIET KOHTPOMVPYIOLLVM OpraHam onpeAensTb, OTBe4aeT /I cuctema Tpe-
60BaHVsIM COBMECTUMOCTU

CucTema ynpas/ieHus TpaHcnoptom (TMS) v cuctema ynpasfieHus CKIaackumm
3anacamm (WMS) sIBNSOTCS OCHOBHBIMU 3BEHbSMI LIEMNOYEK MOCTAaBOK U Hemno-
CpeACTBEHHO 06ECneunBaloT 060POT TOBAPHbLIX 3aNacoB, aBToMaTnieckoe 06b-
eAVHeHVe 3anacoB 1 CKBO3HYH CUCTEMY CKNAAMPOBaHUSA C LEe/bio ONTUMU3aLumn
1CMOMb30BaHNS LIEHHOTO CKNaACKoro NpocTpaHcTsa

Mpo3payHas 1 B BLICOKO CTEMEHN CTaHAAPTM3NPOBaHHAsA CTPYKTYpa KOHTpakTa
Ha 06CyXUBaHUE, NO3BO/IANLLAS BBOAUTL eiUHbIE TPEGOBaHWS 4151 HECKOIbKUX
y4acTBYHLLMX CEPBUC-NAPTHEPOB

OCHOBHOI1 LieNbio CornalleHnini 0 COBMECTHOM 06CnyxuBaHun ans SSC sensetcs
noApoGHoe onncaHne CTeneHein 0TBETCTBEHHOCTU, OXMUAAHWIA U NpaB Kaxaoli CTo-
POHbI B COOTBETCTBIV C COT/TALLEHNEM MEX/Y 3aKa3HVKOM W MOCTaBLLUMKOM YCyr

C uesblo CHIWKeHNs MacluTaba AesTeNbHOCTH, He CBSA3aHHON C NoJTyYeHVem A0-
6aBNeHHO CTOMMOCTH, @ Takke AN1A CHKEHUS afMUHUCTPATUBHBIX YCUINIA, Ha-
npuMep, Npy CHaGXEHUM YNakoBOYHbIM MaTepuasiom (cuctema KaH6aH)



HavmeHoBaHVe TepmmnHa

AHanus no lMNapeto

MeToAMKN KOHTPONSI KayecTBa B
pexvime peaslbHOro BpemMeHm

MeHeKMEHT peHTa6e/bHbIX NPo-
€KTOB

KOHTPONbHbIiA CTaTUCTUYECKUNIA
yuet

FOCT P 57314—2016

Orpeaenexe TepMyHa

AHanu3 no lMapeTo ABNAAETCS CTAaTUCTUYECKON METOAMKON NpW MPUHSATUM peLue-
HWIA. MCNoMb3yeMblx A8 0T6opa OrpaHNYeHHOro KOIMYeCTBa MMEHHO Tex 3aja-
HWIA. KOTOpblE BHOCST Hambosiee CyLLEeCTBEHHbIN BKNas B 06LMA 06bEM BbINOS-
HEHHbIX paboT

B npouecce paspaboTku 1 Npon3BOACTBa NPOEKTUPOBAHNE B PEXVME peasibHO-
O BPEMEHU UCMOMNb3YeTCs ANs pa3paboTky CUCTEM, 06ECNEUMBAIOLLMX COOTBET-
CTBME NPOAYKLMM 1AM YCNyr TpeGOBaHWAM 3aKas3umnka um faxe nx npesbllleHve

MeHemKMEHT NPOeKTOB ABMAETCA HanmpaB/ieHVeM [JeATe/lbHOCTU Mo opraHu3a-
Ly 1 ynpaefeHnio pecypcamMn Takum o6pasom, 4Tobbl 3TU pecypcbl obecneun-
Ba/I BCe HEOOXOAUMble BUbl AEATENBHOCTU C LENbl0 peann3auum npoexkta B
3a/laHHbIX YCIOBUAX, B 33flaHHble CPOKM N B pamKax 3a/I0KeHHbIX orpaHuyeHuii
1o CTOMMOCTY

lMpoLiecc KOHTPO/ILHOTO CTATUCTUYECKOrO noAcyeTa SBASETCA MeTOAOM Basmga-
L1 MHBEHTApPS AOCTYMHLIMU cnocobamu myTem NpocToro hnsnyeckoro nogcyeTa
1 CBEPKM CO CTATUCTUYECKOI BbIGOPKOIA N5t BCEro MHBEHTAPHOrO 3anaca
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