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BBegeHue

pynna ctaHaapToB «PaclumMpeHHasn cxema gesaTenbHOCTN opraHusaumm ceasu (eTOM)» paspaboTtana ¢
y4eToM pekomeHaauuii M.3050.x cekTopa cTaHAapTU3aLmmn anekTpocsasn MexayHapoaHoro cotosa 3nekTpo-
cesizn (MCO-T).

Pekomeraauum no eTOM (Enhanced Telecom Operations Map) BxoasaT B cocTtas cepun pekoMeHgaunn
M.3xxx MC3-T, koTopasi cTaHgapTusupyet «CeTb yrnpasneHus anektpocsasbio» TMN (Telecommunications
Management Network) — Moaene ynpaeneHust c6opyaoBaHuem, CETAMN U YCITyramn 351eKTPOCBA3MN.

CrangapTel eTOM ycTaHaBnuBaoT KNnaccuduKaLMOHHY0 CXEMY NPON3BOACTBEHHBIX NPOLLECCOB opra-
HU3aLMIA CBA3WN, TEPMUHOIOINIO, METOA NepapXu4eckon 4eKOMNOo3NLMN NPOLLECCOB, CTaHAAPTHLIE 3NEMEHTHI
NpOLECCOB U MEeTOAONOTMI0 NOCTPOEHUA MoAernein NPOU3BOACTBEHHBIX NPOLECCOB U3 CTaHAAPTHLIX ane-
MEHTOB.

Mogenb eTOM, onpeaeneHHas rpynnoi pekomeHgaumin MC3-T no eTOM, 6eina paspaboTaHa MexayHa-
poaHown accounaumeinn TM Forum (®opym ynpaBneHnsi TeNeKoMMyHUKaLMAMN) B pamKax nporpammbl pabot
«HoBoe nokoneHue cuctem ynpaeneHus W nporpammHoro obecnedeHusa» NGOSS (New Generation
Operations Systems and Software).

Mogene eTOM npegHasHaveHa 4nNA NPUMEHEHUs NPU MOAENUPOBaHUA U peopraHn3aunm Npousso-
ACTBEHHbIX MpoLeccoB, Npu paspaboTke cuctem ynpasneHns u OSS/BSS — cuctem noaaepxkm AeAaTenbHoC-
T/6n3Heca opraH1M3aLnii cBA3W, NPU CUCTEMHON UHTErpaLun cUCTEM aBTOMaTU3aUUMN NPOU3BOACTBEHHbBIX
NpoLeccoB U3 KOMMOHEHTOB PasHbIX NPOU3BOAUTENEN.

O6wasn cTpykTypa 6usHec-npoueccos eTOM, ctraHgaptusnposaHHaa 8 FOCT P 53633.0, onpegensieT
CTPYKTYpbl ypoBHen ans yposHeit 0 1 1 eTOM, a Taicke nx aneMeHTbl. CTPYKTYpbl U 3N€MEHTHI MPOLECcCcoB Ans
ypoBHel 2 1 3 nepapxudeckon cTpyktypel e TOM onpeaenaoTca Apyrumn ctaHgaptamm rpynnesl e TOM.

CTpyKTypa 1 anemeHTbl MPOLLeCCoB YpoBHS 2 0bpasoBaHbl B pe3ynbTate AeKOMMo3ULMK rpynn npoLec-
coBypoBHsi 1 e TOM. Kaxxgoi rpynmne npoLeccoB ypoBHs 1 COOTBETCTBYET CBOA COBOKYMHOCTb 31IEMEHTOB Npo-
LileccoB YPOBHS 2, KOTopas ycTaHaBNMBaeTCA 0TAeMbHbIM CTaHAapTOM.

HacToswui ctaHgapT onpegensieT CTPYKTYPY Y aNeMeHTbl NPOLEeCCOB YPOBHS 2 ANsi FTOPU3OHTasNbHOMN
rpynnel NpoLeccos «YnpasneHue 1 akcnnyaTaums yenyr» SM&O B rnasHon o6nactu npoueccos « OCHoBHast
AeATernbHOCTbY.

CobrnrogeHne 0CHOBHbBIX NMOMOXeHWA CTaHAapTa Npy asToMaTnsaunm AesTenbHOCTU OpraHu3aunin CBA3N
obecneyvnT BO3MOXHOCTb MOCTPOEHUS CUCTEM aBTOMaTU3aLMM U3 KOMMOHEHTOB CO CTaHAAPTHLIMU NHTepden-
camu 1 No3BoNUT BbIBUpaTh My4dllMe B CBOEM KNacce KOMMOHEeHThI cpean KOMMOHEHTOB pasHbIX Npoussoau-
Tenen.
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HAUUWOHANbHBLIN CTAHOAPT POCCUUCKOWNW OGEOLEPAUUM

UHdopmaumoHHble TexHonormu. CeTb ynpaBneHUA aneKTpocBaA3bIo
PACLWUMPEHHAA CXEMA NEATENbHOCTU OPFAHU3ALIUU CBA3U (eTOM)

Hdekomno3uuusa u onucaHus npoueccoB. Mpouecckl ypoBHA 2 eTOM.
OcHoBHas AeATeNbLHOCTbL. YNpaBreHue U 3KkcnayaTauua ycnyr

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

Darta BBegeHna — 2015—09—01

1 O6nacTb NnpuMeHeHun

HacToAwui ctaHgapT ycTaHaBnNMBaeT CTPYKTYPY U 31eMEHThI NMPOLIeCCOB YPOBHA 2 ANA rOPU3OHTalbHON
rpynnel npoueccos «YnpasneHue v akcnnyaTtauus yenyrn SM&O (Service management and operations), aBnsi-
OLLENCA 3NeMEHTOM CTPYKTYpbl YpoBHA 1 B rmaBHoi obnactu «OcHoBHas gestenbHocTby Mogenu eTOM
(Enhanced Telecom Operations Map). pynna npoueccos SM&O onpeneneHa B 6a3oBoM ctaHaapTe
FOCTP53633.0.

HacTtoswmwii ctaHgapT pacnpocTpaHsieTcsi Ha BCe NPoLecchl ynpaBeHns NoaroTOBKON K MCNONb30BaHUIO
yCIyr 1 NMpoLeCcChl okasaHus ycnyr opraHusauunen CBA3u, He3aBUCUMO OT TOT0, Kakue TeXHONOM NN 3NeKTPOCBA-
31 opraHn3aLus NpuMeHsieT 1 kakne MHEOKOMMYHUKALIMOHHbIE YCIYT OHa OKasbiBaeT KNeHTaMm.

HacToswwi ctaHgapT npeaHasHadveH 4NA npuMeHeHUs opraHu3auvsamMin CBA3U, CUCTEMHBLIMU MHTErpaTo-
paMu, NPOU3BOAUTENAMN CUCTEM YrpaBIIEHUS 1 CUCTEM aBTOMAaTU3aLUU NPOU3BOACTBEHHBIX MPOLIECCOB.

OpraHusaunn cBa3n, BeiCTynaroLue B ponu oreparopa cBs3n W/nnu onepartopa ceTu, MoryT NPUMeHsATb
HacTOALWMIA cTaHA4apT NPY MOAENNPOBAHMM, ONTUMN3ALIMN U peopraHU3aunum NPoM3BOACTBEHHbIX MPOLLECCOB U
CTPYKTYpbl OpraHusaLmu, a Takke npu 3akase CUCTEM yrpaB/ieHUs U CUCTEM aBTOMaTU3aLnU NPOUSBOACTBEH-
HbIX NMPOLLECCOB.

CucTeMHble UHTerpaTopbl MOTYT NPUMEHATL HACTOSILLMIA CTaHAAPT NPU NPOEKTUPOBAHUUN KOMMIIEKCHBIX
CUCTeM aBToMaTU3aLUKn NMPON3BOACTBEHHbBIX NMPOLIECCOB C UCTMOMb30BaHNEM CUCTEM U KOMMOHEHTOB pasHbIX
npoussoanTenen.

MpounssoanTenn CUCTEM YNPABIIEHUSI U CUCTEM aBTOMaTU3ALUN MPOU3BOACTBEHHBIX NPOLIECCOB MOTYT
MPUMEHSATb HACTOALLMIA CTaHAapT Npu paspaboTke KOMMOHEHTHOW CTPYKTYPbI N UHTEPEeNCOB CBOUX CUCTEM, @
TaKkKe Npu cornacoBaHnn ¢ 3sakasynkamu TpeboBaHuiA Ha UX MOCTaBKY.

TpeboBaHWA HACTOSALLErO CTaHAapTa He pPacnpoCTpaHATCA Ha AeACTBYOWME CTaH4apThl, KOTopble
6bINN NPUHATEI 4O BBEAEHWUS €r0 B A NCTBUE.

2 HopmaTuBHbIe CCbINKK

B HacTosWeM cTaHaapTe NCNob3oBaHa HOPMaTUBHAS CCbifKa Ha CrieayroLLMiA CTargapT:
FOCT P 53633.0—2009 WHdopmaumoHHble TexHonorun. CeTb yrnpasneHust aneKkTpocessbio. Paclin-
peHHasn cxeMa AesiTenbLHOCTN opraHusauum ceasn (eTOM). O6Lwas cTpyKkTypa 6usHec-npoL.eccos.

MpumeyaHune—pnnonb3oBaHMU HACTOSAWMM CTaHAAPTOM LienecoobpasHo NpoBepuTb AENCTBUE CCbINOY-
HblIX CTaHO4ApTOB B MHAOPMALMOHHON cucTeme oOLWEero nonb3oBaHUs — Ha oduumaneHom cavite depepanbHOro
areHTCcTBa No TEXHUYECKOMY PErynmpoBaHunio u MeTponormm B cetn VIHTepHeT nnm no exerogHomy nHopmaLnoHHOMY
ykasaTenio «HaunoHanbHble CTaHAapThI», KOTOPLIV ONyBNUKOBaH Mo COCTOAHNIO Ha 1 SHBaps TeKyLLero roga, 1 rno Bbinyc-
Kam exxemMeCcsiMHOro MHPoOpMaLMOHHOrO ykasaTtens «HaunoHarnbHble cTaHgapTbl» 3a Tekywwmin rod. Ecnv 3aameHeH cebinoy-
HbIli CTaHOaPT, Ha KOTOPbLIN AaHa HeJaTMpPOBaHHasi CCbiNKa, TO PEKOMEHAYEeTCs UCMOMb30BaTh ASWCTBYIOLLYIO BEPCUID
3TOro CTaHAapTa C y4eTOM BCEX BHECEHHbIX B AaHHY0 BEPCUIO UBMEHEHWI. ECn 3amMmeHeH CCbINOYHbIN CTaHAapT, Ha KOTo-

WU3paHne opmymnansHoe
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pbiit JaHa 4aTMPOBaHHANA CCbINKa, TO PEKOMEHAYETCS MCMNOMb30BaTh BEPCUIO 3TOMO CTaHAapTa C yKa3aHHbIM BbilLe rof4om
yTBepXaeHus (NpuHATUs). Ecnu nocne yTeepXaeHUsa HAaCTOSALWErO CTaHaapTa B CChINOYHbINM CTaHAAPT, HAa KOTOPLI AaHa
AaTUpOBaHHast CCbINKa, BHECEHO M3MEHEHMe, 3aTparmBaloLLee NooXeHne, Ha KOTOPOe JaHa CCbINka, TO 3TO NONOXEHNe
peKOMeHAyeTCs NPUMEHATL 683 yueTa 4aHHOrO M3MEHeHMs1. ECnv cebinoyHbii cTaHAapT 0TMeHeH 6e33ameHbl, TO Nonoxe-
HWe, B KOTOPOM Ai@Ha CCbIfIKA Ha HEro, PEKOMEHAYETCSI IPUMEHSITh B YacTu, HE 3aTParMBaloLLei 3Ty CCbINKY.

3 TepmuHbI N onpeaeneHns

B HacTosilem cTaHaapTe NpUMeHEeHb! cneaylowmve TEPMUHBI C COOTBETCTBYOWUMU onpeaeneHUsIMn:

3.1 6usHec-npouecc (business process): NMpoU3BOACTBEHHBIN NPOLECC OPraHU3aLIMn CBA3MN.

3.2 unepapxuyeckan gekomnosuuus npouecca (hierarchical process decomposition): MeToa nocne-
JoBaTenbHON AeTanusalmm npoueccos 6oree BLICOKOrO YPOBHS Ha NpoLecchl 6oee HU3KOro YPoBHS € Lienbio
obecneyeHns BO3MOXHOCTM MOAENMPOBaHUS NPOTEKaHUSA NPOLIECCOB BLICOKOTO YPOBHS € MOMOLLbIO NpoLec-
COB HMXerexallero ypoBHS.

3.3 knueHT (customer): Pusnyeckoe U1 LLpUaNYECKoe NULLO, MOKyNawLee y opraHnsaLumn CBA3U Unu
nonyyatowee 6ecnnaTHO NPOAYKThI U YCITYTU.

3.4 onepatop cBA3uU (service provider): Opuanyeckoe nNUUO MNU UHANBUAYaNbLHLIA NpeaAnpUHUMA-
Terb, OKasbiBaloLLMe YCNYrn CBSA3M Ha OCHOBaHUN COOTBETCTBYIOLLEN NMULEH3UU; NOCTaBLUK UHPOKOMMYHUKa-
LUMOHHBIX YCIyr KNMeHTaMm.

3.5 onepartop cetu (network operator): OpraHusauus cBsi3u, NPOU3BOACTBEHHAA AEATENLHOCTb KOTO-
POl HanpaBneHa Ha NpeAocTaBeHWe TPaKTOB nepegayvu MHopmaunm U coeanHeHUn Yepes ceTun aNeKTpo-
CBS3N.

3.6 opraHusaums (enterprise): Opuaudeckoe NuUo, ocylllecTBAsOWEee AeATENbHOCTL B 06n1acTu cea-
31 B Ka4YeCcTBe OCHOBHOTO BUAa AESATENbHOCTMU.

3.7 ocHoBHa#A peaTenbHoCTb (operations; OPS): MasHas o6nacTb 6usHec-npoueccos eTOM, oTHO-
CALLMXCSA K NOBCEAHEBHON AeATENBHOCTU NepCoHana opraHusaLnm.

3.8 napTHep (partner): YuyacTHUK COBMECTHOI C opraHusauuen CBssn AeATeNbHOCTW No NpegocTasne-
HWIO YCNYT KNMeHTaMm, CBA3aHHEIN ¢ opraHusauuneil 4oroBopHbBIMU OTHOLLEHUAMMN, KOTOpbIE ONpeaensaoT Ao
NpUBbLIIN U MaTepuanbHyo 0TBETCTBEHHOCTD MO PUCKaM.

3.9 nocTaBlmk (supplier): KOpuanyeckoe N, B3aMMoAencTytoLLee C opraHusaumein ceasu B obec-
nevyeHnn TOBapOB U YCNyr, KOTOPLIE UCMOSL3YIOTCA OpraHnusaumnein Npu NpeaocTasneHnt NPOAYKTOB U YCIyr
KnueHTam.

[MpwumedyaHn e — lNpegnonaraercs, YTo opraHM3auusi CBA3M ncnonbayeT cpeactea e TOM ans mogenupoBaHus
CBOUX NPON3BOACTBEHHbIX NPOLIECCOB.

3.10 npopgykT (product): MaTtepuanbHas u/nunn HematepuanbHasa CyWHOCTb, NpeanaraeMmas unu npea-
ocTasnsiemMasi opraHusaumen CBa3n KNMEeHTY.

MpumeyaHwue— MpogyKT JOMKEH BKITIOYATH KOMMOHEHT NPEAOCTARNEHNs ycnyrv. MpoaykT MOXeT BKNoqaTh
Taikoke o6paboTaHHble MaTepuarsi, NporpamMmMHoe obecrneveHure u/mnv annaparHele cpeacTea u byt nx komGuHauwmio.

3.11 npouecc (process): MNocnegoBaTenbHOCTL CBA3AHHbLIX ASNCTBUIA UK 3adaY, Heobxoaumblx Ana
OOCTUXEHNs orpeaeneHHoro pesyneTara.

3.12 paclmpeHHasi cxeMma geATeNnbHOCTU opraHu3auum cBsasu (Enhanced Telecom Operations Map;
eTOM): 3TtanoHHas obLas cTpykTypa Npon3BOACTBEHHOW AEATENbHOCTM OpraHM3alnm cBsAsn, onpeaensito-
Lasa cTaHgapTHbIe 3N1eMEeHTbI NPOLIECCOB, N3 KOTOPLIX AOITKHBI CTPOUTLCS MOAENWN BCEX NPOU3BOACTBEHHbIX
npoLEeccoB.

3.13 pecypcebl (resource): Pusnyeckne n normyeckne KOMMOHEHTHI, UCMonb3yeMble Ans dopMnpoBa-
HWs1 yCnyr.

MpumMmeyaHune—B KayecTBe PeCypCOB MCMONb3YIOTCA NPUIOXEHUS!, CPEACTBA BbIYMCIIUTENBHON TEXHUKM 1
3reMEHTbI CETEBOW MHGPACTPYKTYPbI.

3.14 ceTb ynpaBneHus anekTpocBasbio (Telecommunications Management Network; TMN): Mogenb
ynpasneHusi obopygosaHMeMm, CeTAMU 1 yCriyramin 31eKTpocBsiav, onpeaeneHHas B cepun pekoMeHgauni
M.3000 MC3-T.

3.15 cucrema nogpepxku 6usHeca (Business Support System; BSS): Cuctema, noggepxusatolias
npouecckl e TOM 13 rnasHor obnactn « Ctpaterns, nHppacTpyKkTypa 1 npogyKT».

3.16 cucrema nopgaepxxku ocHoBHou gearenbHocTu (Operations Support System; OSS): Cuctema,
nogaepxusarolas npoueccel eTOM 13 rnasHol obnactn « OcHOBHasA AesATENbHOCTbY.

2
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3.17 ckBo3Hou npouecc (end-to-end process flow): CoBokynHOCTb BCex NoAnpoLeccoB, AeACTBUN U
nopsiAoK X CNeaoBaHus, KOTopble HeobXoAUMbI ANs AOCTUXKEHMUS LieNnei BbINoNHEeHUs npoLecca.

MpunmeyaHune— CkBosHble MPOLECCH NPOEKTUPYIOTCS C UCMOMNb30BaHWEM CTAHAAPTHLIX AMEMEHTOB NpoLec-
COB, onpeaeneHHbix B eTOM.

3.18 crtparerusn, undpacTpykrypa u npoaykr (Strategy, infrastructure and product; SIP): MasHasa
obnactb 6usHec-npoueccos eTOM, ocylecTBRSAOWMX NAaHUpoBaHUE U ynpaBneHne XXU3HEHHbIM LIUKIIOM
ceTeBoU MHPPaCTPYKTYpPbl U NPOAYKTOB.

3.19 cywHocTb (entity): KoHkpeTusauus unm abeTpakuums, pasnMyaemslie B npegenax CUcTeEMBI.

MpwumeyaHn e — [pumepamm cywHOCTEN SIBNSIIOTCSA CUCTEMA, NOACUCTEMA, KOMIMOHEHT, KIacc, 06beKT, uHTep-
e, KNMEHT, NPoLece, NPUINOXEHNE, crieuudrKaums.

3.20 ynpasneHue opraHusauuen (Enterprise Management; EM): NnmaBHasi obnactb 6usHec-npoLec-
coB eTOM, ocyuwiecTBnsOWMNX yNpaBreHMe opraHnsaLmen n nogaepxky ee busHeca.

3.21 yecnyra cBs3u (service): [esaTenbHOCTb No npuemy, 06paboTke, XxpaHeHUWo, Nnepefave, A0CTaBKe
Co0BLWEHN INEKTPOCBSA3N UIU NOYTOBLIX OTNPABNEHUI. ABNSETCA COCTaBHOM YacTbIo NPOAYKTa, NpeAHa3Ha-
YeHHOWN ANA NpoJaXu KITMEHTY B cocTaBe npoaykTa.

MpumeyaHune—OaHa n Ta Xe ycnyra MOXET BXOAUTb BO MHOXECTBO pa3riuyHbIX NPOAYKTOB, NpeaocTaBnse-
MbIX NO Pa3NUYHON LIEHE.

3.22 uenouka nocraBok (supply chain): CyuwHocTM u npouecchl, B TOM 4AiCne BHELWHWe npoLecchl
opraHusaumu, KoTopble 3aeACTBOBaHbI NPY NOCTaBKe TOBApPOB W YCNyr, HeobXxoanMBbIX Ans npeaocTaBneHus
NPOAYKTOB U YCYT KNUeHTaM.

3.23 anemeHTbI NpoueccoB (process elements): CtaHgapTHbIe BMIOKN UMM KOMMOHEHTbLI, UCNONb3Ye-
Mble Ansi c6OpKM CKBO3HbLIX BU3HEC-NPoLEeccoB.

4 O6LWwue NnonoxeHus

4.1 PacwupeHHas cxema AesTenbHOCTU opraHusauum cessu (eTOM) aBnaeTca UHCTPYMEHTanbHbIM
CpeACTBOM A5t MOAENUPOBaHWS, aHanuaa, onTuM1M3aL i 1 peopraHmsas i NPon3BoACTBEHHBIX NPOLIECCOB K
CTPYKTYPbI OpraHusaLuii cBasu.

4.2 CtaHgapTHble rpynnbl NpoLeccoB YPoBHSA 1 M anemMeHThl npoLeccos ypoBHein 2 1 3 eTOM aisnsitoTes
KaTeropusiMu, MCnonb3yeMbIM1 4115 KrnaccuukaLum npon3BoACTBEHHBIX NPOLIECCOB OpraHusaLunm, a He Moae-
naMu peanbHbIX npoueccos. OHW onpeaeneHsl ¢ MakCMMaribHO BO3MOXHOM CTerneHbo 0BLLHOCTH Takum obpa-
30M, YTOGbI 6bITb HE3aBUCUMBIMU OT NPOAYKTOB, YCNYT U TEXHOMOINN CeTe 3NeKTPOCBA3N.

4.3 Hactosawwui cTaHgapT ycTaHaBnMBaeT CTPYKTYPY 1 3NeMeHThbl MPoLeCcCoB YPOBHSA 2 AN rOpU3OH-
TanbHOM rpynnel npoteccos SM&O — «YnpaBneHne 1 akcnnyartaunus yeryr».

OneMeHTbl MPOoLECCOB YPOBHA 2, onpeferieHHble HacTosILMM CTaHAAapTOM, MOTYT WUCMONb30BaTbCA
B KaueCcTBe CTPOUTENbHbIX GII0KOB MPY MOCTPOEHUN NMOTOKOBLIX AnarpamMm peasibHbIX TPOU3BOACTBEHHBIX NPo-
LlecCcoB, CBSI3aHHbIX C YNpaBrieHMeM BbIMOHEHNEM 3aKa30B Ha YCyri U ¢ ynpaBlieHWeM Ka4eCcTBOM oKasaHus
yCryr cBsI3u.

5 UpeHTndmkaumsa npoueccon

5.1 Onsa uHankauum no3MLUOHUPOBAHUS 3N1eMEHTOB NPOLLECCOB YPOBHSA 2 Ha rpadM4eckom npeacras-
neHun cTpykTypbl ypoBHSA 1 eTOM MPUMEHSIIOT NUKTOorpaMmel MaTpudHon cTpykTypbl e TOM. MatpudyHas
CTPyKTypa obpasyeTcs MyTeM HaoXeHWUs BepTUKanbHbIX FPynn NPOLECCOB Ha ropU3oHTarbHble TPynbl
npoueccos eTOM.

MecTo anemeHTa nNpoLeccoB UK rpynnel NpoLeccos B cTpykType ypoBHA 1 eTOM nokaseiBatoT nyTem
BblAeneHns TeMHbIM OHOM COOTBETCTBYIOLLMX 3NIEMEHTOB MaTpuLbl Ha NUKTOrpaMMe.

Ha pucyHke 1 npuBegeHo cTaHgapTHoe rpaduyeckoe npeacrasfieHne cTPYKTypbl ypoBHs 1 eTOM B
cooTBeTcTBUN cTOCT P 53633.0. MNukTorpamma ropusoHTaneHow rpynnsl SM&O npedcTaBneHa Ha pucyHke 2.
Ha o6oux pucyHkax rpynna SM&O BblgeneHa TeMHbIM pOHOM.
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KnueHt
Crtparerus, nHppacTpyktypa u npoaykr (SIP) OcHoBHas fesitenibHocTb (OPS)
Crparervna n YnpasneHue YnpasneHve Mopnepxka n BbinonHexHve ObecneyeHune BunnvHr
obsizarenb- XU3HEHHbLIM YXU3HEHHbBIM obecneyeHvie 3aKa3oB KayecTBa
cTBa LVIKIIOM LIMK/IOM rOTOBHOCTU
MHppacTpykK- npoaykra npoueccos FAB
Typbl
YnpasneHue MapKeETUHIOM W NPe/IoKeHneM YnpasneHve B3avMOOTHOLLEHNAMM € KineHTamu (CRM)
npopykta (M&OM)
h n n 1 M n

n r

Paspa6oTtka 1 ynpasneHue ycnyramm (SD&M) YnpasneHue v akcnnyataums ycnyr (SM&O)

Lt n n r m

Pa3paboTka v ynpasneHve pecypcamun (RD&M)
(NpunoxeHue, BblMMCAUTENBHAS TEXHMKA
N CeTb CBSI3N)

M n r

YnpaBneHue n akcnnyataums pecypcos (RM&0)
(NpunoxeHwve, BbIMUCUTENBHAA TEXHUKA U CETb CBSA3M)

Pa3pa60TKa nynpassieHne uenodykamMmn rnoctaBok Ynpas/ieHne B3aMMOOTHOLLEHUAMN C I'IOCTaBLLWIKaMVI/I'IapTHepaMVI

(SCD&M) (S/IPRM)
T 1l Il ~T " M M r

Ynpasnexuve opraHusaumeit (EM)

MnaHnposaHne Ynpasnexve YnpasneHue 3HaHuAMN
cTpareryn v passutus y”p%Bﬂz:'agapT/lchaW 300(PEKTUBHOCTbLIO opraHusauum

opraHusaumm P 4 opraHuzaumm N YCCNefoBaHVSIMU

YnpasneHne OTHOLLEHUAMMN
YHpaBnMe:rfmgt;v'l\r;HcaMM C 3aMHTEPECOBaHHbLIMI CTOPOHAMM Ze”pggﬂgﬁg'ﬁ
1 BHELLHVMMM CBSI3AMM P

PucyHok 1 — CTpykTypa ypoBHS 1 06uei CTpyKTypbl 6M3Hec-npoueccoB eTOM

PucyHok 2 — Tuktorpamma rpynnel npoleccos SM&O

5.2 BeTOM npuHATa cxema Hymepawuumn rnaBHbix o6acteli, rpynn M31eMeHTOB NPOLECCOB C NOMOLLbHO
naeHtudmnkatopoB npoueccos ID (identifier). UgeHTudnkaTop npoueccoB nMeeT cneayrwumnin popmar:

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

roeaaaaaa — HOMeEp, HadHavyaeMmblil opraHm3aumnein ceasn. AToT HOMep ABsAeTca npedgukcom K ID cTaHpapT-
HOro afilemeHTa npouecca. Npedurkc npumeHseTca B TeX CAy4vasnx, kKorga opraHunsaymsa cumtaer
HEeobXo0AMMbIM pacWnpmnTb UIN N3MEHUTbL ONpeaesieHne CTaH4apTHOro afleMeHTa npouecca;
b — umndpa, ykasbiBatuwaa paspabotunka npouecca. 3HayeHne 1 otHocmuTcsa K TM Forum, 3Hauve-
HMe 2 — KO BCeM Apyrum paspaboTyunkam;
X — uudpa, npeacTaBnsloLas HOMep rnaBHo o6nacTu npoueccoB. MpuHATa cnegyowas Hymepa-

umnsa: 1 — «OcHoBHaa geatenbHocTb» OPS, 2 — «CTpaterus, uHpacTpyktypa v NpoayKT»
SIP, 3 — «YnpaBneHue opraHusaymnein» EM;
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C — undipa, NpeacTaBnstoLLas HOMep rpynnbl NPOLLECCOB YPOBHA 1 B Nnpeaenax rnaBHoi o6iacTu.
B rnaBHbix o6nacTtax OPS n SIP npuHaTa Hymepauusi ropusoHTasibHbIX TPyNn NpoLeccoB
CBepxy BHU3 B npegesiax 06/1acT B COOTBETCTBUN C PUCYHKOM 1;

d — undipa, npeacTasanoLLan HOMEP 31eMeEHTa NPOLLECCOB YPOBHSA 2 B CTPYKType rpynnbl npoLec-
COB ypOBHA 1;

e — undpa, npeacrasnsaoWwan HoMep 3/1IeMeHTa NpoLeccoB YPOBHA 3 B CTPYKTYpe 3/IEMEHTA Mpo-
LLeCCOB YPOBHA 2.

53 M oeHTudrkaTopbl NpoLeccoB CBA3aHbl C PYHKLMOHATbHLIMU ONUCAHUAMU TPYNM U 3/IEMEHTOB NpPo-
ueccoB eTOM 1 NCnonb3yTCA B KAYECTBE CCbINIOK HA ONpPeAeeHnsa CTaH4apTHbIX NMPOLLECCOB.

6 Crpykrypa SM&0 1 Ha3zHavyeHne npoLeccos

6.1 CTpyKTypa ropusoHTasibHOI rpynnbl npoyeccoB SM&0O — «YnpaBneHue v akcnayatauns ycnyr» n
COOTBETCTBYIOLLME 3/1IEMEHTbI NPOLLECCOB YPOBHA 2 NPUBEAEHbI HA PUCYHKe 3.
MaeHTndumkatop SM&0:1.1.2

PucyHok 3 — [lekoMno3unums rpynmbsl npoueccoB SM&0 Ha 3/1eMeHTbI NPOLLECCOB YPOBHSA 2

6.2 Tpoueccokl ropmM3oHTasibHOW rpynnbl npoueccos SM&O npegHasHayveHbl gas paboTbl C MHOpMaLu-
el 06 ycnyrax (AOCTYNHOCTb, NOAKOYEHNE, KOHTEHT U T. A.). OHK A0/MKHbI 06ecneynBaTb BCIO PYHKLMOHANb-
HOCTb, HEOOXOAMMYIO 4715 YNPaB/IEHUSA W 3KCMyaTtauun MHGOKOMMYHUKALNOHHBIX YCYr, 3anpallvmBaemMblX
KNMeHTamun v npegnaraemolx knveHTtam. Npoueccel SM&0 HanpasneHbl Ha NpefocTaBeHne ycnyr nynpas-
NleHne MW, B OT/IMYME OT Yynpas/ieHUs CeTeBbIMA W WH(OPMALMOHHBIMU TEXHONOTUAMMK, KOTOpble
o6ecneynBaoT okasaHue aTUX yCryr.

6.3 TMpoueccol rpynnbl BbINOHATCA NPY NOBCEAHEBHOW paboTe C KNMeHTaMmn 1 BKNoYatoT Takue yHk-
LuK, Kak HanpumMep, TekyLlee naaHupoBaHve Npon3BoaMTENIbHOCTU A1 OTAE/IbHOIO 3K3emMnasapa yciyru, npo-
eKTMpOoBaHue yCnyru 419 KOHKPETHbIX KIIMEHTOB, ynpaB/ieHne paboTtamu no COBepLUIEHCTBOBAHWIO YC/YT.

6.4 MMpoueccbl SM&O fomKHbI 06ecneunBaTh BbINOSIHEHNE TPEOOBAHUI K KAYECTBY YCNyr, B TOM YMc/e
TpeboBaHMii kK NapameTpam npeAocTaBAseMbIX YCAyr 1 TpeboBaHUiA N0 o6ecneyveHnto yA0B1ETBOPEHHOCTH
K/IMEHTOB ycnyramu, BKIOYas X CTOMMOCTb.

6.5 [aHHble COOTBETCTBUA UAEHTUDUKATOPOB 3/1EMEHTOB NMPOLECCOB YPOBHS 2 HAVMEHOBAHUAM 3TUX
npoLeccoB B COCTaBe rOPU3OHTasNIbHON rpynnbl npoueccos SM&O npepctasneHsl B Tabnuue Al npuno-
XeHua A

7 JnemeHTbl NPOLECCOB YPOBHA 2 ANA rpynnbl npoueccos SM&O

7.1 ®YHKUMOHANbHLIE ONWUCAHWS S/1IEMEHTOB MPOLLECCOB YPOBHS 2 YCTaHABIMBAIOT KnacCcuuKaLMoH-
Hbl€ NPU3HAKW, MO KOTOPbIM PeasibHble NPOLLECCHI MOTYT 6bITb OTHECEHbBI K KATEFOPUM NPOLLECCOB, COOTBETCTBY-
toLLEe KOHKPETHOMY 3/1EMEHTY NPOLLECCOB.

7.2 ®YHKUMOHANIbHOE OMUCaHWe A1 3/IeMeHTa MPOLECCOB YPOBHS 2 COAEPXUT: WAeHTudukaTop,
NUKTOrpammy, HaMMeHoBaHWe U (PYHKLMOHAbHYIO XapakTepUCTUKY. PeasibHbiii Mpouecc cuntaeTcst oTHoCS-
LWMMES K CTaHZapTHOMY 3/1eMeHTy npoueccoB eTOM, eCny OH BbINOSHAET OfAHY U3 (DYHKLMIA, yKa3aHHbIX B
(hYHKLMOHANbLHOW XapakTepUCTIKE 3/1IEMEHTA NPOLLECCOB.
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7.3 ®YHKUMOHabHbIE ONUCaHUSA 3/1IEMEHTOB NPOLLECCOB YPOBHA 2 And rpynnsl SM&O A0/MKHbI COOT-
BETCTBOBATb AaHHbIM Tabnuubl 1.

Ta6nuua 1— PyHKUMOHANbHbIE ONUCAHMSI 9/1IEMEHTOB NPOLLECCOB YPOBHSA 2 AN rpynnbl SM&O

WpeHTudmkarop HavumeHoBaHne
PYHKUMOHaIbHAsA XapakTepucTuka
1 NUKTOrpamMmMa 3/1eMeHTa npoLeccos
1.121 Mopnepxka n obec- Mpoueccobl ynpasneHus MHPacTPYKTypoW ycnyr, obecneuunsaroLime He-

neyeHne roTOBHOCTU  06X0AMMbIE 06bEM M NPOU3BOAUTENBHOCTb YCNYT ANA NOAAEPXKKN BbINOS-
npouyeccoB SM&O  HeHuAa npoueccoB SM&O, KOTOpble OTHOCATCA K BEPTUMKasbHbIM rpynnam
(SM&O support and «BbinosHeHne 3aka3oB» F, «Ob6ecneyeHne kayectBa» A U «bunnuHr» B
readiness) (panee npoueccbl FAB). FoToBHOCTb npoueccoB FAB 3aknwuvaetca B KX
CMOCOBHOCTY MHULMANN3MPOBAaTb IK3EMNAPbI YCAYT U YNPaBiaTb UMW.
Mpoueccbl NOAAEPXKN AOMKHbI OCYLLECTBAATb MOHUTOPUHT U (DOPMUPO-
BaHVe OTYETOB O XapaKTepucTukax oTAaenbHbIX npoueccos SM&0O-FAB u o
3arparax Ha uX BbINOJSIHEHME.
Mpoueccbl Noafepxkn 1 o6ecrneyeHns roTOBHOCTU AO/KHbI BbINOMHATb
cnepywoumne yHKLMK:
- noAAepxka BBoga B 3KCMyaTauunio HOBON nM/mnn moanrumnpoBaHHoOM
MHPPaCTPYKTYpbl YCAYT;
- ynpasrneHue n obecneveHne kavyecTsa paboTbl CUCTEMbl MHBEHTapM3a-
unn ycnyr;
npumeHeHve npasun obecnevyeHns obbema U NPOU3BOAUTENBHOCTU
ycnyr, NOAroTOB/IEHHbIX NpoueccamMu ynpasneHUs XU3HEeHHbIM LMKIOM WH-
pacTpykTypbl 13 o6nactu SIP;
- Nnepuojnyeckoe npoBefeHne aHanu3a [OCTYNHOCTU U KayecTsa
MHPaCTPYKTYPbl 1 3K3EeMNASPOB YCNYr, BKAKOYas aHanns3 u NporHosnMposa-
HWe TeHAEHUNIA;
obecneyeHne nNoaaepPXkn yHKUMOHMPOBaHMS npoueccoB SM&0-FAB;
- BeeHune 6a3 faHHbIX Tapu OB U faHHbIX HAYUCAEHWA onnatbl AN WH-
pacTpyKkTypbl ¥ 3K3EMNISAPOB YCNyr

1.1.2.2 KoHurypuposaHue Mpouecchbl KOH(UIYPUPOBaHUA U akTUBaLMKU YCNyr o6ecnednBaroT Ha-
W aKkTuBauus YCAyr 3HauyeHue pecypcoB, CO3AaHue, KOH(UIypupoBaHue, akTuBauuio v TeCTUPO-
(Service configura- BaHWe KOHKPETHbIX YCNYr B COOTBETCTBUM C TPE6OBAHNSMMU KIMEHTOB UM B
tion and activation) OTBET Ha 3anpochl OT APYIMX NPOLECCOB. ATU MPOLECChl paspellatnT npo-
6/1eMbl C HEXBATKO 06bEMA, TOTOBHOCTbIO UM aBapUHBIMU COCTOSHUSIMU
KOHKPETHBbIX YC/yT.
O6nacTb AeliCTBIA NPOLLECCOB MOXET PacnpoCTPaHATLCA M Ha 060pyAo-
BaHMe B NOMELLEHUSAX KIWEHTOB, eC/iM 3TO NpeAyCMOTPEHO [OroBopaMmn Ha
npegocTaBieHne ycnyr.
Mpouecchbl KOHUTYPUPOBAHUS 1 aKTUBALIMKA YCAYT AO/KHbI BbINOMHATH
cnegyoume yHKumum:
- NPOBEPKY BO3MOXHOCTY NPEAOCTABNEHNUS KOHKPETHbIX BWUAOB YCAyT,
3aKa3aHHbIX KMeHTamu;
- Ha3HauyeHne COOTBETCTBYIOLMX NapaMeTPOB KOHKPETHbLIM yc/yram Ans
BbINO/IHEHWSI 3aKAa30B Ha YC/yr UK 3anpocoB OT APYruX NpPOLEeCcCoB;
- pesepBUpOBaHNE MapamMeTpPoB KOHKPETHbIX YCAyr (ecnM 370 npea-
YCMOTPEHO 6M3Hec-NpaBuiamMun) Ha 3aaHHblii Nepros BpemeHu, noka He 6y-
[eT NOoATBEepPXAEH NepBoHauasibHbIA 3aKka3 KAMEeHTa WM Noka He uctevet
BpeMsi pe3epBMpOBaHUS;
co3aaHune, KOH(UIypupoBaHne 1 akTUBaLMS KOHKPETHbIX YCAYT;
- TECTUPOBAHNE KOHKPETHBIX YC/YT C Lie/1bio MPOBEPKU NPaBUILHOCTA X
(PYHKLMOHNPOBAHWS;
- BOCCTAHOB/IEHNE KOHKPETHbIX YCAyT,;
-06HOB/MEHNE WHBEHTapHOW 6asbl AAHHbLIX YCAYr ANa perucrpauum Ha-
3Ha4YeHnsl, MoAMGMKALMA NN BOCCTAHOB/IEHNSI KOHKPETHbIX YC/yT;
- NflaHNPOBaHNE 1 KOHTPO/Ib BbIMOSTHEHNSA PA6OT NO NOATOTOBKE YCAYr K
BBOAY B feiicTsue;
- ynpaBfieHve puckamu npu noAroToBKe yC/yr K BBOAY B AeicTaue;
- onoBelleHne ApYyrux MNpoLEeccoB O XOfe BbINO/IHEHMS 3aKasoB Ha
ycnyru



OKoHYaHue Tabnuubl 1

MaeHTudmkaTop
1 NYKTOrpammMa

1123

B

1124

1125

HanmeHoBaHve
3/1eMeHTa nNpoLeccoB

YnpaBneHue paspe-
lweHneM npobnem c
ycnyramu

(Service problem
management)

YnpasrieHne kKavec-

TBOM yCnyr
(Service quality ma-
nagement)

HauncneHnvne crtou-

MOCTU MO ycnyram u
3K3emnaspam ycnyr
(Service and specific
instance rating)
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®YHKLMOHAIbHAS XapaKTepucTuKa

Mpouecchbl A0/MKHbI YNpaBnATh paspelleHnemM npo6aemM, CBA3aHHbLIX C
oKasaHMeM KOHKPEeTHbIX ycnyr. Llenb 3Tux npoueccoB cOCTOMT B onepaTtuB-
HOM pearnpoBaHVWM Ha Npo6/aeMbl 1 0TKa3bl A1 MUHUMU3ALUN UX BAUSAHUSA
Ha K/IMEHTOB, a Takxe B 3anycke npoLeayp BOCCTAHOB/IEHWS YCNyr Wan B
NOAKIYEHNUN aflbTEPHATUBHbLIX YCAYT.

MpoLecchbl foMKHbI 06ecneymBaTh BbINOIHEHUE CNEAYOLWMX DYHKUNIA:
- 06HapyXeHue, aHanus, ynpassieHne 1 onoselleHne 06 aBapuitHbix cobbl-
TUSIX, CBSI3AHHbIX C yCnyramu;

- co3jaHune U ynpas/sieHne otyeTamu 06 aBapusx, CBSA3aHHbIX C yCyramu;
- nokanusauus npo6nem c ycnyramu;

- pa3pelleHne npobnem c ycnyramu;

- Nepefava Apyrum npoueccam CBefeHuin o xoge paboT no paspeLleHunio
npo6nem c ycnyramu;

- HazHauyeHue 3afaHunii Ha TecTMpOBaHWe W nocnegylllee ycTpaHeHue
npo6siem ¢ ycayraMmm 1 KOHTPOJ/Ib X0Za BbIMOSIHEHUS 3TUX 3afaHuli;

- ynpaB/ieHne puckamy npu NpoBeAeHUU paboT No paspeLleHuto npo-
6n1em ¢ ycnyramu.

Mpouecchbl ynpaBfeHUsi paspelleHneM npo6nem c ycnyramy ocylie-
CTBNSAIOT aHann3, NPUHUMAKT U BbIMOMHST peLleHnst No NPUMEHEHUIO CO-
OTBETCTBYIOLMX OTBETHbIX AEMCTBUIA, HanpaBMeHHbIX HA BOCCTAHOB/IEHUE
HOPMasibHOro PYHKLMOHMPOBAHUSA KOHKPETHbIX YCNyr

Mpouecchl ynpaBieHns KauyecTBoM YCyr A0/HKHbI OCYLLEeCTBAATL ynpas-
NleHne, KOHTPO/b, MOHUTOPUHI, aHain3, NoBbIlWEHUe KavecTBa 1 onoBelle-
HUe NMPUMEHUTE/NLHO K NapamMeTpam pa6oTbl KOHKPETHbIX YC/yr

Mpovuecchl ynpasieHusi UHGopmMaLmeid 0 CobbITUSIX, CBA3AHHBIX C YCy-
ramMmv, B TOM 4MC/ie Npouecchl KoppensauuM u npeobpas3oBaHns faHHbIX B
YAOOHbIA ANs ncnonb3oBaHusa opmar.

Mpoueccbl HAYUMCNEHUS CTOMMOCTU YCAyr no MHdopmauum o6 ux uc-
nosib30BaHMN.

Mpouecchl uccnenoBaHns nNpobsem npy OkasaHuu YCnyr, CBA3aHHbIX C
6UNAVHroM. 3TU Npoueccbl NPefoCTaBNSAT MHOPMAUUO O COObITUSIX,
CBSI3aHHbIX C K/IMEHTAMK U C yc/lyraMu, A71s UCNO/Ib30BaHUs B Apyrux obnac-
TAX 06paboTKu.

Hanpumep, oTYeTbl 0 COGLITUAX HE HAYUCIEHUSI N1aTbl UM HAYUCIEHUSA
NVWHeRn nnatbl, OTYeTbl NO pe3ynbTaTaM aHaniu3a cobbITUil 06HapYXeHus
(haKkTOB MOLLEHHMYecTBa
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Mpunoxenne A
(ob6a3aTenbHOe)

HaumeHoBaHUA U naeHTUUKATOPbI IIEMEHTOB NPOLECCOB YPOBHA 2
ANA rpynnbl npoueccoB «YNpasneHue U akcnnyatauua ycnyr» SM&O

A.1 HaumeHoBaHWs 1 naeHTUOUKATOPbI 3NIEMEHTOB NPOLLECCOB YPOBHS 2 Arsi rOPU3OHTaNbHON MPYNMbI NPOLECCOB
«YnpaeneHue n akcnnyaraums yenyr» (Service management and operations, SM&O) fonxHbl COOTBETCTBOBATH AAHHLIM

Tabnuubl A.1.

Tabnwnuya A.1— pynna npoueccoB «YnpaeneHue n akcnnyaraums ycnyr» SM&O

NpeHTucukatop HaumeHoBaHMe 3nemeHTa nNpoueccos AHIMUACKUIA 3KBUBANEHT HAaUMEHOBaHUA
1.1.2.1 Mopaep:xka n obecneveHune rotoBHocTH npouecco SM&O | SM&O support and readiness
1.1.2.2 KoHturyprpoBaHue u aktmBaums ycnyr Service configuration and activation
1.1.2.3 YnpaeneHve paspelueHmem npobnem c ycnyramm Service problem management
1.1.24 YnpasneHvue Ka4ecTBoM yCrnyr Service quality management
1.1.2.5 Hauncnenue ctonmoctn no ycnyram v ak3emnnsipam yenyr | Service and specific instance rating
YIOK 621.391:006.354 OKC 35.020

Kntovesble crniosa: eTOM, obLas cTpykTypa 6usHec-npoueccoB, rpynnbl NPOLECcCcoB, 3N1eMeHTHI MPOoLLeCcCoB,
AeKoMMNo3nLMS MPoLEeccoB
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