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BBepeHve

Ipynna ctaHAapToB «PaclunpeHHas cxema fesdTe/IbHOCTN opraHm3aumm cesasn (eTOM)» paspaboTaHa ¢
ydyeToM pekomeHgauunii M.3050.x cekTopa cTaHAapTu3auuy 31eKTpocBa3n MexayHapo4HOro cor3a 3ekTpo-
ces3n (MCI-T).

PekomeHgauum no eTOM (Enhanced Telecom Operations Map) BxoAAT B COCTaB cepuvt pekoMmeHgauuii
M.3xxx MC3-T, koTopas ctaHgapTusupyet «CeTb ynpaBneHus anektpocssasblo» TMN (Telecommunications
Management Network) — mogens ynpasneHus 060pyA0BaHNemM, CeTAMMN 1 yCyramMmn a/1eKTpoCBA3N.

CtaHgapTtbl eTOM ycTaHaBAMBaKOT KnacCurKaLMOHHY CXeMy MPOU3BOACTBEHHbIX NPOLLECCOB Opra-
HW3aLuunii CBA3N, TEPMUHOMOTMIO, METOJ MepapXmMyeckoi AeKOMNOo3uLMK NPoLLeccoB, CTaHAAPTHbIE 3/1eMeH-
Tbl MPOLECCOB ¥ METOAO/OMMI0 NOCTPOEHUSI MoAeneli NPON3BOACTBEHHbLIX MPOLECCOB U3 CTAHAAPTHbIX 3ne-
MEHTOB.

Mogenb eTOM. onpeaeneHHas rpynnoi pekomeHgaunii MC3-T no eTOM. 6bina paspaboTaHa Mexay-
HapogHoit accounaumein TM Forum (dPopym ynpasieHns TeieKOMMyH/KaLMsiMun) B pamkax nporpaMmmbl paboT
«HoBOe nokosieHne cuctem ynpasieHus U nporpaMmHoro obecneyeHusi» NGOSS (New Generation Opera-
tions Systems and Software).

Mogens eTOM npegHasHayeHa ANA NPUMEHEHUA Npu MOAE/IMPOBaHUU U peopraHusaumm npousBof-
CTBEHHbIX NMPoLEeccoB, Npu paspaboTke cuctem ynpasneHus n OSS/BSS - cucteM nogaepxkun aestesnibHocTu/
6u3Heca opraHu3auuii CBA3W, NPWU CUCTEMHOW MHTErpaymMn cuctem aBTomMaTusauvu NPOU3BOACTBEHHbIX MPO-
LLecCOB V3 KOMMOHEHTOB Pa3HbIX NPOV3BOAUTENENA.

O6wasn cTpykTypa 6usHec-npoueccos eTOM, ctaHgapTusMpoBaHHasa B TOCT P 53633.0. onpegensieT
CTPYKTYpbl Ans ypoBHel 0 1 1 eTOM. a Takke nx anemeHTbl. CTPYKTYpbl 1 3/IEMEHTbI NPOLLECCOB A8 YPOB-
Hel 2 n 3 nepapxmyeckoin cTpyktypsl eTOM onpegenaioTcsa Apyrumn ctaHgaptamu rpynnel eTOM.

CTpyKTypa M anemeHTbl NPOLLEeCcCOB YpPOBHA 2 obpa3oBaHbl B pe3ynbraTe AEKOMMNO3MLUKU Fpynn npo-
LeccoB ypoBHsi 1 eTOM. Kaxpaoii rpynne npoLeccoB ypPoBHs 1 cOOTBETCTBYET CBOSI COBOKYMHOCTb 3/IEMEHTOB
npoLeccoB YPOBHSA 2. KOTOpas yCTaHaB/IMBAETCA OTAEe/IbHbIM CTaHAAPTOM.

HactosAwwii ctaHaapT onpegensieT CTPYKTYPY W 3/1eMeHTbl NPOLLeCCOB YPOBHSA 2 ANA rPyNMbl NPOLECCOB
YPOBHS 1 «YnpaBfeHne 0THOLEHUSMU C 3aUHTEPECOBaHHbIMN CTOPOHAMYW Y BHELLHVMU CBA3AMU» B [/1aBHOM
061aCcTU NPOLLECCOB «YNpaB/eHne opraHusaumneii».

CobntofeHne 0CHOBHbIX NOMOXEHNI CTaHJapTa Npy aBToMatusaumm 4esTeslbHOCTW OpraHusaLnin ceasm
o6ecneynt BO3MOXHOCTb MOCTPOEHUS CUCTEM aBToMaTu3auun M3 KOMMOHEHTOB CO CTaHAaPTHbIMU MHTEp-
dhelicaMmn 1 NO3BOANT BbIGUPATL Nyyle B CBOEM KacCce KOMMOHEHTbI CpeAn KOMMOHEHTOB pPasHbIX Npous-
BOAUTENEN.
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HALUWOHA/NBbHBIN CTAHOLAPT POCCUNCKOW SGEALEPALUMN

MHpopmayoHHble TexHonoruu. CeTb ynpaBneHus 3N1eKTPOCBA3bI0
PACWMNPEHHAA CXEMA JEATE/IbHOCTW OPFAHN3ALIMN CBA3U (eTOM)

JexoMno3nuns v onucaHusi npoueccoB. Mpouecchl ypoBHs 2 eTOM. YnpaBrieHne opraHusauueii.
YnpaBneHue OTHOLWEHUSAMU C 3aUHTEPECOBAHHbLIMU CTOPOHAMM U BHELIHUMU CBSA3AMM

Information technologies. Telecommunications management network. Enhanced Telecom Operations Map (eTOM).
Process decompositions and descriptions. eTOM level 2 processes. Enterprise management. Stakeholder and external
relations management

fata eBegeHns — 2017—06—01

1 O6nactb NPUMEHEHUSI

HacTosAwwmi cTtaHgapT yctaHaB/iMBaeT CTPYKTYPY WM 3/1eMeHTbl NpoLeccoB YPOBHA 2 ANSA rpynnbl Npo-
LleccoB «YnpaB/ieHne OTHOLIEHWSAMU C 3aMHTepPecoBaHHbIMY CTOPOHAMM U BHELWHMMKU cBA3AMU» (Stakeholder
and external relations management), fBNsilOWENCS 3N1EMEHTOM CTPYKTYpbl YPOBHS 1 B rnaBHoli 061actu
«YnpaBsneHune opraHuauuein» mogenn eTOM (Enhanced Telecom Operations Map). 3Ta rpynna npoLeccos
onpegeneHa B 6asosom ctaHgapte MOCT P 53633.0.

HacToswwmii cTaHgapT pacnpocTpaHsaeTca Ha MpoLecchl ynpaBneHs OTHOLIEeHWAMW OpraHmM3auuy ¢ 3a-
MHTEepecoBaHHbIMU CTOPOHAMWN U C BHELLHUMU CYLHOCTAMU. [pn 3TOM K 3aMHTepecoBaHHbIM CTOPOHam OT-
HOCATCA aKUVOHEepPbl, O6LECTBEHHbIE OpraHn3auun, a K BHELHUM CYLIHOCTAM — peryimpylolime opraHbl 1
MeCTHble opraHu3auuu. Mpouecck! rpynnbl NPUMEHAIOTCA NPY B3aVMOOTHOLLIEHUAX C akuuoHepamu, ¢ MecT-
HbIMW 1 NPaBUTENbCTBEHHBIMU OpraHn3aLmsaMmn, Npu CBA3AX C 06LLECTBEHHOCTbIO.

CraHgapT npefHa3HauveH 4018 NPUMEHeHNs opraHM3auusaMmy cBA3u, CUCTEMHbIMU MHTErpaTopamu 1 npo-
N3BOAUTENAMM CUCTEM aBTOMaTM3aLuy NPOV3BOACTBEHHbIX NPOLLECCOB.

OpraHu3sauumn cBA3K, BbICTyNawLme B poan oneparopa cBA3u U/uav oneparopa ceTu, MOryT NPUMEHSTb
HacToAWMIA cTaHAApPT NpU MOLENMPOBaHMMW, ONTUMMU3ALMN 1 peopraHM3alum Npon3BoACTBEHHbLIX NPOLECCOB
N CTPYKTYpPbl OpraHnsaumu, a Takke npu 3akase cMcTeM aBToMaTu3almny NPOM3BOACTBEHHbIX NMPOLECCOB.

CuCTeMHble MHTerpaTopbl MOryT NPYMEHATb HACTOALMIA CTaHAapT NpU NPOEKTUPOBAHUN KOMMIEKCHbIX
cucTem aBTomaTtmsauuv Npou3BOACTBEHHbLIX NPOLLECCOB C UCMO/Mb30BaHNEM CUCTEM WU KOMMNOHEHTOB Pa3HbIX
Npou3BoANTENEN.

MpounsBoguTenn cucTteM aBToMaTM3aLuy NPOM3BOACTBEHHbIX NPOLLECCOB MOMYT NPYMEHATb HACTOSLLWIA
cTaHfapT npu pa3paboTke KOMNOHEHTHOW CTPYKTYpPbl 1 MHTePeicoB CBOMX CUCTEM, a TaKke nNpu cornacosa-
HWK C 3aKa3unkamn TpeboBaHWli Ha UX NOCTaBky.

TpeboBaHWsi HACTOSLLEro cTaHjapTa He pacnpoCTPaHATCA Ha AeiicTBylLWMe CTaHAapTbl, KOTOpble
OblNV NPUHATLI 40 BBEAEHWSA €ro B felicTBue.

2 HopmaTuBHbIe CCbI/IKM

B HacToALWem cTaHfapTe UCNo/ib30BaHa HOpMAaTUBHAA CCblka Ha cnefyoLmnin ctTaHaapT:
FOCT P 53633.0—2009 VHdopmaunoHHble TexHonorun. CeTb ynpaBneHus 3/1eKTpocBa3blo. Pacwiu-
peHHasi cxema gesTeNlbHoCTM opraHusaummn ceasn (eTOM). O6uas cTpykTypa 6usHec-npoLeccos

NMpumevyaHue — T[lpn NO0Ab30BAHUN HACTOALLMM CTAHAAPTOM Lie/lecoo6pasHo NPoBepuTh AelicTBUe CCbloY-
HbIX CTAHAAPTOB B MH(OPMALMOHHON CUCTEME O6LLEro no/b30BaHNs — Ha 0ULMaIbHOM cailTe deaepasibHOro areHT-

N3paHue oduymansHoe
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CTBa NO TEXHWYECKOMY PEry/IMPOBAHMI0 U METPONIOTUM B CETU VIHTEPHET WU MO eXerogHoMy MHGOPMaLNOHHOMY yKasa-
Ten «HauroHanbHble CTaHAAPTbl», KOTOPbIA ONy6aMKOBaH NO COCTOSIHWIO HA 1 AHBapPSA TeKyLero roga, 1 no Bbinyckam
€XeMeCsYHOro MHOPMaLMOHHOTO yKasaTens «HauuoHasbHble CTaHAapTbl» 3a TEKYLWWIA rog. ECn 3aMeHeH CCbINOYHbI
CTaHAapT, Ha KOTOpbI AaHa HefaTMpoBaHHAas CCblfika, TO PEKOMEHAYeTCA WCNo/b3oBaTb AelCTBYIOLYI0 BEPCUIO 3TOrO
CTaHfapTa C YYETOM BCEX BHECEHHbIX B AaHHYI0 BEPCUIO U3MeHeHUIA. ECNIM 3aMEHEH CCbINIOYHbIV CTaHAAPT, HA KOTOPBbIi
flaHa AaTupoBaHHas CCblNKa, TO PEKOMEHAYETCS UCMOMb30BaTh BEPCUIO 3TOTO CTaHAapTa C yKas3aHHbIM Bbille FOA0M YT-
BepXAeHUs (NPUHATUSA). ECNu nocne yTBEPXAEHUS HACTOSILLEr0 CTaHAapTa B CCbIMIOYHbIV CTAHAApT, Ha KOTOpbIK faHa
faTupoBaHHas cCblfika, BHECEHO W3MEHEHMe, 3aTparvBalollee NoIOXKEHWe, Ha KOTOPOe faHa CCblfika, TO 3TO NOJIOXKEHNE
pekoMeHAyeTcs NpUMeHsATL 6e3 yuyeTa faHHOTO N3MEHEHUS. ECNN CCbINOYHBIN cTaHAAPT OTMEHeH 6e3 3aMeHbl, TO Noso-
XEHMe. B KOTOPOM flaHa CCbi/IKa Ha Hero, PEKOMEHAYETCS NPUMEHATb B YacTu, He 3aTparuBaioLeil 3Ty CCbIsky.

3 TepMuHbI U onpegeneHns

B HacTosWwem cTaHfapTe NpYMEHeHb! ceayLwmne TePMUHbI C COOTBETCTBYIOLLMMUN ONpeAeieHNsaMN:

3.1 6usHec-npouecc (business process): MPoU3BOACTBEHHbI NPOLLECC OpraHM3aLmn CBS3N.

3.2 nepapxunyeckana gekomnosuumsa npouecca (hierarchical process decomposition): MeTtog no-
cnepfoBaTesibHON feTanm3auny npoueccos 60/1ee BbICOKOTO YPOBHSA Ha npouecchl 6051ee HU3KOro YpPOoBHSA C
Lenbio obecneyeHns BO3MOXHOCTM MOAE/IMPOBAHUSA MPOTEKaHUS MPOLECCOB BbICOKOrO YPOBHSA C MOMOLLbHO
NPOLLECCOB HMXENexXallero ypoBHs.

3.3 knueHT (customer): ®usnyeckoe UK LPULMYECKOE NMLO, NOKynatlLee y opraHusauny CBasvm um
nonyvatouiee 6ecnnaTHo NPOAYKTbI U YCAYyrn.

3.4 onepatop cBA3n (service provider): Opuanyeckoe NULO UKW MHAMBUAYaNbHbIA NpeanpuHUMa-
TeNb. OKasblBaloLMe ycnyru cBA3M Ha OCHOBaHWW COOTBETCTBYIOLLEN NNLEH3NIN: NOCTaBLLUK UHHOKOMMYHU-
KaLMOHHbIX YCNYT KNAMeHTaM.

3.5 onepatop ceTu (network operator): OpraHu3aLus CBsi3n, NPOU3BOACTBEHHAA AEATE/IbHOCTb KOTO-
poii HanpaBneHa Ha NpegocTaB/ieHMe TPAKTOB Nepejayn MHPOpMaLMn U COeAVHEHUI Yepes CeTU 3NeKTPo-
CBA3N.

3.6 opraHusauus (enterprise): KOpuguueckoe nLo, OCyLLEeCTBASOLEe AeATe/IbHOCTb B 061aCTW CBS-
31 B KaueCcTBe OCHOBHOIO BMAa JeATe/IbHOCTU.

3.7 ocHoBHas geAaTenbHOCTb (operations: OPS): NaBHaa o6nacTb 6usHec-npoueccoB eTOM. OTHO-
CALMXCA K NOBCEAHEBHOW AEATENbHOCTM NepcoHana opraHnsauuu.

3.8 npoaykT (product): MaTtepuanbHas n/wnm HemaTepuasbHas CyLWHOCTb, Npeanaraemas wav npeao-
cTaBfnsiemas opraHu3almeli CBA3N KINEHTY.

MpumeuaHune — [IPOAYKT AO/KEH BKAKOYATL KOMMNOHEHT NPEOCTaBNEHUs ycayrn. MPoayKT MOXeT BKKYaTb
Takke 06paboTaHHble MaTepuasbl, NPOrpaMMHOE 06ecnedeHmne V>'wi annapaTHble CPeACTBa W I06YI0 UX KOMGUHALWIO.

3.9 npouecc (process): MocnefoBaTeNlbHOCTb CBA3AHHbIX AeCTBUI NN 3aAa4, He0OXoAVMbIX ANS [,0-
CTVXEHWA onpefeneHHoro pesynbtara.

3.10 paclwupeHHas cxema geaTenbHocTy opraHnsauum cesasu (Enhanced Telecom Operations Map;
eTOM): 3TanoHHas ob6Lwas CTPykTypa NpPOu3BOACTBEHHON AeATeNbHOCTU OpraHu3aummn cBA3u, onpeaensto-
Was ctaHAapTHble 3/1eMEHTbl NPOLECCOB, U3 KOTOPbIX JO/MKHbI CTPOUTLCSA MOAENN BCEX MPOU3BOLCTBEHHbIX
npoLeccos.

3.11 pecypchbl (resource): dusnyeckme n formyeckne KOMMOHEHTbI, UCNO/b3yeMble ans hopMupoBsa-
HUS yCnyr.

MpumeuyaHue — B KayecTBe PECYpPCOB WUCMO/b3YOTCA NPUNOXEHUS, CPEACTBA BbIYNCANTENIbHON TEXHUKM U
3/1EMEHTbI CeTEBOI UHPACTPYKTYPbI.

3.12 ceTb ynpaBaeHus anektpocsasblo (Telecommunications Management Network: TMN): Mogenb
ynpaBfieHns 060pyAoBaHWEM, CeTAMW W yCcnyramMmu 3M1eKTpOCBA3WN, OonpefesieHHas B Cepun pekoMeHaauui
M.3000 MC3-T.

3.13 cuctema noapepxkm 6usHoca (Business Support System: BSS): Cuctema, noggepxvsatoLias
npoueccsl eTOM 13 rnaBHoi o6nact «CTtpaTerns, MHPACTPYKTYpa v NPOAYKT».

3.14 cucTtema noapepXku ocHOBHOM gesaTenbHocTu (Operations Support System; OSS): Cuctema,
noggepxusatowasn npoueccbl eTOM 13 rnaBHoi 061actn «OCHOBHAsA feATe/IbHOCTbY.

3.15 ckBo3HoW npouecc (end-to-end process flow): CoBOKyNnHOCTb BCeX MOAMPOLLECCOB, AENCTBUI 1
nopsifoK UX CNefo0BaHNsA, KOTOpble HE06X0ANMbI AN1S AOCTUXEHUSA Lieneli BbINOMIHEHMS npoLecca.

2
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MpnmeyaHne — CKBO3HbIE MPOLECCH NPOEKTUPYOTCA C UCMONb30BAHUEM CTaHAAPTHbLIX 3/1IEMEHTOB NPO-
LleccoB. onpegenieHHbIx B eTOM.

3.16 cTpaterus, uHdpacTpyktypa n npoaykt (Strategy, infrastructure and product; SIP); MnaBHas
o6nacTb 6usHec-npoueccoB eTOM, OcCyLWecTBASAWMNX MIaHAPOBaHNE U YNpaB/ieHNE XU3HEHHbIM LUK/IOM
ceTeBOV UHAIPACTPYKTYPbl U NPOAYKTOB.

3.17 ynpaBneHune opraHusauueli (Enterprise Management: EM): naBHas o6nacTb 6usHec-npouec-
coB eTOM. ocyLLecTBNSAOLWMX yNpaBieHne opraHusaumnein 1 noaaepxky ee 6msHeca.

3.18 ycnyra cBsi3u (service). esiTenbHOCTb NO NpuemMy, 06paboTke, XpaHeHWto, nepejaye, AOCTaBKe
COO0O6LLEHUNIA 3NEKTPOCBA3M UM NMOYTOBBIX OTNPaB/IEHNIA. FBAAETCA COCTABHOM YacTbio NPOAyKTa, NpefHasHa-
YEeHHOW 4719 NPOoAaXu KNNEHTY B cOCTaBe NpoaykTa.

NMpumevyaHune — OfHa U TaXe ycayra MOXeT BXOAUTb BO MHOXECTBO pas/inyHbIX NPOAYKTOB, NpejocTaBns-
eMbIX N0 Pas3/INYHON LieHe.

3.19 anemeHTbl npoueccoB (process elements): CTaHgapTHble GIOKV UM KOMMOHEHTbI, UCMO/b3ye-
Mble /151 CBOPKM CKBO3HbIX GU3HEC-MPOLLEeCCOoB.

4 O6Lme NoNoXeHust

4.1 PacwupeHHas cxema AeAaTeNbHOCTU opraHusauum cesasn (eTOM) aABNseTcs UHCTPYMEHTaslbHbIM
cpeAcTBOM AN1A MOAENMPOBAHUA, aHanusa, onTuMuUsauny 1 peoprasmsaumm npom3BoACTBEHHbIX NPOLECCOB
N CTPYKTYpPbl OpraHnsauuin cBasu.

4.2 CtaHpgapTHble rpynnbl NPOL,EeccoB YPOBHA 1 1 aneMeHTbl npoLeccos yposHel 2 n 3 eTOM asnstoT-
CA KaTeropusmu, NCNonb3yembiMU A5 Knaccudukaumy nponsBoACTBEHHbIX NPOLECCOB OpraHM3auumn, a He
MoZensiMu peanbHbIX npoueccoB. OHK onpefeneHbl C MakCMMasibHO BO3MOXHOW CTeNeHbio 06LWHOCTY TakuM
06pa3om, uyTobbl 6bITb HE3ABUCHMbBIMW OT NPOAYKTOB, YCAYT N TEXHOMNOTUNIA CeTel aNeKTPOCBA3N.

4.3 HacToswwii cTaHfapT ycTaHaBnuBaeT CTPYKTYPY Y 3/1EMEHTbl NPOLLeCCOB YPOBHA 2 A/1A rpynnbl
npoLLeccoB ypoBHA 1 «Ynpas/ieHne OTHOLEeHUAMN C 3auHTepecoBaHHbIMU CTOPOHAMU N BHELLHUMU CBA3AMMN»
13 rNaBHO 0651acTn «YnpaBneHne opraHusaumnen».

4.4 3nemeHTbl NPOLECCOB YPOBHA 2. ONpefesfieHHble HACTOAWUM CTaH4apToOM, MOTYT MUCMOJb30BaThb-
CA B KayecTBe CTPOUTE/bHbIX 6/I0KOB NPV MOCTPOEHMU MOTOKOBbLIX AvarpaMm peasibHbIX MPOU3BOACTBEHHbIX
NpoLLeccoB, CBA3aHHbIX C ynpas/ieHnemM OTHOLLEHUAMN C akLoHepamu, C MECTHbIMU 1 NPaBUTENbCTBEHHLIMY
opraHv3auusMu, ¢ peknaMHol AesTeNbHOCTbI0 1 C yNpaBneHneM akumaMu/LeHHbIMU Bymaramu.

5 NpeHTndurkauns npoleccos

51 [na vHaukauun nosvLMOHMPOBaHWA 3/1EMEHTOB MPOLECCOB YPOBHA 2 Ha rpaduyeckom
CTaB/IeHUN CTPYKTYpPbl YPOBHA 1 eTOM npuMEHS0T NMMKTOrpaMMbl MaTpPUYHOR CTPyKTYypbl eTOM. MaTtpuyHas
CTPYKTypa obpasyeTcs nyTeM HanoXeHUss BepTUKasibHbIX rPynn NpoLeccoB Ha rOpU30HTasIbHbIE FPYNnbl NPo-
Lueccos eTOM.

MecTo a/10MeHTa NpoLeccoB WK rpynnbl NPOLECCOB B CTPYKTYpe ypoBHA 1 eTOM nokasbiBatoT nytem
BblAeNIeHNss TEMHbIM (DOHOM COOTBETCTBYHOLLMX 3/IEMEHTOB MaTpuLibl HA NUKTOrpaMme.

Ha pucyHke 1 npuBefeHO cTaHfapTHoe rpaduyeckoe npeacraBieHne CTPyKTypbl ypoBHA 1 eTOM B
cootBeTcTBUM ¢ TOCT P 53633.0. NMuKkTorpamma rpynnbl «YnpassieHNe OTHOLLIEHUSAMWN C 3aUHTEPECOBAHHbLIMU
CTOPOHaMN U BHELWHUMW CBA3AMW» MNpeAcTaBfieHa Ha pucyHke 2. Ha 060ux pucyHKax paccmartpusaemas
rpynna npoueccoB BblgesieHa TEMHbIM )OHOM.

npeg-
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Cr-paterus. nHdpacTpykTypa v npoaykt (SIP)

Crparterus n YnpasneHve Ynpasnexve
obsizaTesib- YN3HEHHbIM XXU3HEHHbIM
cTBa LMK/IOM LMKIOM
MHPpacTpyk- "ponykre
Typbl

YnpaBneHre MapKeETUHIOM U NPes/10XEHVEM
npogykta (M&OM)

Paspa6oTka v ynpasneHve ycnyramv (SDAM)

Paspab6oTka v ynpasneHvie pecypcamm (RD&M)
(NpunoxeHve, BbIMMCAUTENbHASA TEXHMKA

Knnent
OcHoBHas gestensHoOCcTb (OPS)
Mopaepxka n BbinonHeHve Ob6ecneyeHvie Bunnunr
obecneyeHne AW » KauecTsa
rOTOBHOCTU

npoueccos M'AB

YnpasneHvie B3aMMOOTHOLLEHVAMU ¢ kineHTamu (CRM)

YnpasneHve n akcnnyarauusa yenyr (SM&O0)

YnpasneHvie 1 akcnnyataums pecypcos (RM&O)
(NpunoxeHue, BbluMCUTE bHAS TEXHWKA W CETb CBSA3N)

1 ceTb CBA3W)

Paspa6oTka 1 ynpas/ieHe Liernoykamy NocTaBok

YHpaBneHme B3aVIMOOTHOLLEHUAMN C I'IOCTaBLLI,IVIKaMVIrI'IapTHepaMM
(SCO&M)

(SfPRMI
Mn n n r N n n

YnpaBneHue opraHusauueii (EM)

MnaHnposaHne YnpasneHve YnpasneHue 3HaHnAMU
YnpasneHve puckamm
cTpaTermm n passutus P o raHm3aP " 3(pHeKTVBHOCTLIO opraHusaumm
opraH1zaumm P H opraHu3aLmm 1 nccneaoBaHnaMm

YnpasneHve OTHOLLEHNAMN
C 3anHTepecoBaHHbIMM CTOpOHaMn
1 BHELLHMMW CBA3AMN

YnpasreHvie duHaHcamu
1 aKTMBamu

YnpasneHvie
nepcoHanioM

PucyHok 1— CTpyKTypa ypoBHs 1 06Leit CTpyKTypbl 61U3Hec-npoueccos eTOM

LLP

PucyHok 2 - MukTOrpamMmmMa rpynnsl NpoLeccoB ypoBHs 1 «Ynpas/ieHne OTHOLWEHUSAMU C 3aMHTepecoBaHHbLIMU CTOPOHAMM
1 BHELWHNMM CBA3AMMU»

5.2 B eTOM npuHATa cxema Hymepauuu rnaBHbIX obniacTteld, rpynn u 31eMeHTOB NPOLEccoB ¢
Wwbto naeHTudmkaTopos npoueccos ID (identifier). MiaeHTudmkaTop npoLeccoB MMeeT cnegyoLwmii oopmar:

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

rhe: aaaaaa — HOMep, Ha3HavYaeMblli opraHusaLlmen cBasun. SToT HoMep ABAseTcs npedmkcom K ID cTaHaapT-

HOro afieMeHTa npouecca. Npedrke NpUMeHseTcs B TeX Cnydyasx, Korfa opraHnsauusa cuitaet
Heo6XoAMMbIM PACLLUNPUTL WM M3MEHUTL ONpejeneHne cTaHAapPTHOTO afieMeHTa npolecca;

b — umndpa, ykasbiBatowan paspaboTumnka npouecca. 3HauyeHne 1 oTHocmTcs K TM Forum, 3Have-
HMe 2 — Ko BCeM Apyrum paspaboTunkam;

X — umncpa, npeacrasBnsAoLas HOMep rNaBHOK 06nacTy npoueccos. MpuHATa cnegylowas Hy-
Mepauus; 1— «OcHOBHas fesaTtenbHocTb» OPS. 2 — «CTparterus, nHdpacTpykrypa u npo-
aykT» SIP, 3— «Ynpasnexue opraHunsauueii» EM;

nomo-
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¢ — uudipa, npefcTasnAoWas HoMep rpynnbl NPoLeccoB YpPoBHA 1 B npegenax rnasHol obna-
cTn. B rnasHbix o6nactax OPS u SIP npuHATa Hymepauus ropM3oHTasnbHbIX Fpynn npolec-
COB CBEpXY BHU3 B npejenax 061actu B COOTBETCTBUN C PUCYHKOM 1;

d — uudppa, npeacTasnsAoLLas HOMep 3/1eMeHTa NMPoLEeccoB YPOBHA 2 B CTPYKType rpynmbl rnpo-
L,eccoB ypoBHA 1;

e — uudpa, npeacTaBNaOLAs HOMEP 3/1eMeHTa MPoLEeccoB YPoBHA 3 B CTPYKType 3fleMeHTa
npoL,eccoB ypoBHSA 2.

5.3 M aeHTM(MKATOPbI NPOLLECCOB CBA3aHbI C (DYHKLMOHAIbHBIMU ONUCAHUSIMU TPYNN 1 3/1eMEHTOB Npo-

Leccos eTOM 1 UCNOo/b3YTCA B KAYECTBE CCbINIOK Ha onpefeneHns ctaHfapTHbLIX NPOLECCOoB.

6 CTpyKTypa 1 HasHa4yeHue MpPOLECCOB IPynMbl «YMNpaBfeHne OTHOLWEHUSIMM
C 3aVHTEPECOBAHHbLIMY CTOPOHAMUW Y BHELUHMMMW CBS3SIMU»

6.1 CTpyKTypa rpynnbl NpOLECCOB «YNpPaB/ieHNEe OTHOLLIEHWUSIMUA C 3aMHTEPECOBAHHLIMY CTOPOHAMU U

BHELLHUMW CBA3AMU» U COOTBETCTBYIOLLME 3/IEMEHTbI NMPOLIECCOB YPOBHA 2 MpuBefeHbl Ha pucyHke 3. Ha
pucyHke 3 npefcTas/ieHa Takke nNuKTorpamma, kotopas siBnseTca oblell Ans BCex 3/1eMeHTOB MpoLeccos
YPOBHA 2.

YnpaBneHne oTHOLWEHNAMMN
e 1l C 3anHTepecoBaHHbIMKX CTOPOHaMK
[ N BHEWWHNMUN CBA3AMU

Ynpasnexve
KopnopaTuBHble YnpasneHve p
Ynpasnexue AenaMmun gupekumn
CBA3N OTHOLLIEHNAMU OTHOLLEHVSIMU HopmaTtusHoe tOpuanueckas W KU
1 NPOABUXEHN C MECTHbIMU erynmpoBaHve noaaepxka ‘
p;'am )Kg € ODFAHM3ALIASIMU C aKLmoHepamm perymp AAEP LieHHbIMW
A P u 6ymaramu

PucyHok 3 — [lekomMno3nuus rpynmbl NPOLECCOB «YNpaBieHue OTHOWEHUAMU C 3aNHTePecoBaHHbLIMU CTOPOHAMK 1
BHELUHUMU CBA3SIMU» HA 3/1IEMEHTbI NPOLLECCOB YPOBHS 2

NaoeHTndmkaTop rpynnsl: 1.3.6.

6.2 Mpoueccokl rpynnbl 1.3.6 npegHasHayeHbl A1 ynpasieHus peknamHol AesaTeNbHOCTbI0, ynpasne-
H/S OTHOLLEHUAMM C MECTHbLIMW OpraHusaumsaMu 1 ¢ akunoHepamu, obecneyeHns COOTBETCTBUSA OpraHusauum
HOpPMAaTUBHbLIM U OPUANYECKUM TpeboBaHNAM, ynpasB/ieHns akuuaMu/LeHHbIMY Bymaramu.

6.3 lMpouecchl yCTaHOBMEHNA KOPNOPATUBHBLIX CBA3EN U NPOABWKEHUS UMUL)KA OpraHm3auuy JODKHbI
ob6ecneynBaTb pacchlfiky peknambl, yCTaHOB/EHNE AEN0BbIX CBSA3El C OTpac/eBbIMU KOHCOPLMyMamMu U C
npaBUTENbCTBEHHbLIMU areHTCTBaMmn, NoAAEPXKY B3auMOAENCTBUIA CO cpeAcTBaMuM MaccoBOW MHdopmauum
(CMn).

6.4 Mpouecckl ynpasB/ieHNss OTHOLIEHUSAMM C MECTHbIMU OpraHu3auuamMmn o/HKHbI yCTaHaBIMBaTh CBA3N
C 06LLEeCTBEHHOCTbI, CBA3M CO CMOHCUMPYEMbIMU OpraHv3auusamu, obecneunBaTtb B3aMMogeicTBus ¢ rpynna-
MW K/IMEHTOB MO MHTEpecam.

6.5 Mpouecckl ynpasreHns OTHOLLIEHNSAMM C akLMoHepamu AO/MKHbI OCYLLLECTBATL yrpas/ieHne akums-
MW 1 obecrneunsaTb COOTBETCTBME OTHOLUEHN HOPMaTUBHbLIM TPe6oBaHUAM.

6.6 MpoLeccbl HOPMATUBHOIO PEry/IMPOBAHUS U HOPUANYECKOI NOAAEPXKKM [O/MKHBI 06ECNEYMBaTL Bbl-
NosIHeHVe opraHu3auyvei Bcex HOpMaTUBHbIX W IOPUANYECKNX TPEeOOBaHWA.

6.7 lMpouecchl ynpasneHns akuMaMnYLeHHbIMM Gymaramu JO/MKHbI My6nkoBaTh perynspHblie n3selle-
nns/o6bABNEHNSA O KypCce LIEHHbIX Bymar 1 BECTU peecTp LEeHHbIX Bymar/akumii opraHusaumm.

6.8 [laHHble COOTBETCTBUS UAEHTUUKATOPOB 3N1EMEHTOB NPOLLECCOB YPOBHA 2 HAUMEHOBAHUSAM 3TUX
npoLeccos B cocTaBe IPynrbl NPOLEcCcoB «YnpassieHne OTHOLEHUSAMU C 3auHTepecoBaHHbIMY CTOPOHaMK 1
BHELUHUMW CBA3SIMU» MpefcTaB/ieHbl B Tabnmue A.l npunoxeHns A.
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7 neMeHTbI MPOLIECCOB YPOBHS 2 AN1si TPYNMbl «YNpaB/ieHe OTHOLLEHUSAMMN
C 3aMHTEPECOBaHHbLIMY CTOPOHAMMN U BHELLHVMUW CBA3SAMU»

7.1 ®yHKUMOHA/IbHbIE ONUCAHWA 3/1IEMEHTOB MPOLLECCOB YPOBHSA 2 yCTaHaBAMBAKT KnaccuumkalumoH-
Hble MPU3HaKK, N0 KOTOPbIM peasibHble NPOoLUecchl MOryT GbiTb OTHECEHbI K KaTeropuMm NpoueccoB, COOTBET-
CTBYHOLLE KOHKPETHOMY 3/1EMEHTY NPOLECCOB.

7.2 ®yHKUMOHANbHOE OMucaHne AN 3/ieMeHTa NPoLecCcoB YPOBHA 2 COAEPXUT: nageHTndukaTop, Ham-
MeHOBaHue N PYHKLNOHASIbHYO XapaKTepucTuky. PeasbHbIii npouecc cumtaeTcs OTHOCAWMMCS K cTaH4apT-
HOMY 3/1eMeHTY npoueccoB «TOM, ecnu OH BbINOMHAET OAHY U3 (DYHKUUIA, YKa3aHHbIX B OYHKLMOHA/IbHOM
XapakTepucTrke afieMeHTa NpoLeccos.

7.3 PYHKLMOHA/IbHbIE OMUCaHUA 3/IEMEHTOB NPOLIECCOB YPOBHA 2 ANA TPynnbl «Ynpas/ieHne OTHOLEH-
SIMW C 3aUHTEPECOBAaHHLIMU CTOPOHAMW 1 BHELLHUMW CBA3SMU» AO/DKHbI COOTBETCTBOBATL AAHHbLIM Tabauubl 1.

Tabnu ya 1— CDyHKLU/IOHaI'IbeIe onncaHna aNnemMeHToB NpoueccoB YPOBHA 24na rpynnbl <<)/npaBr|eHV|e OTHOWEeHNAMN
C 3aMHTepecOoBaHHbIMU CTOPOHaMN N BHELWWHUMUN CBA3AMU»

NpeHnTn-
thunkatop

13.6.1

1.3.6.2

1.3.6.3

1.3.6.4

1.3.6.5

HaubicmoBamMuc anemeHTa
npoueccos

KopnopaTtusHble CBA3N 1
NPoABMXEHNE UMUIKA
(Corporate
communications and
image management)

YnpaBneHue oTHoLIe-
HUAMU C MECTHbIMU
opraHusauusmm
(Community relations
management)

YnpasfieHne OTHOLWEHMU-
AMU C aKunoHepamu
(Shareholder relations
management)

HopmaTtunsHoe perynu-
poBaHue

(Regulatory
management)

HOpuanyeckasa nogaepx-
Ka
(Legal management)

®YHKLUMOHANbHAA XapakTepucTuka

Mpouecchbl pacchbifikv yH4acTHUKaM pblHKa U OpraHu3aunam oTpacaun peknam-
HOW MH(bopMaumn 06 opraHusaunm B Lesiom, B TOM YUC/Ie NPOLECChI:

- NPOABWXEHMNS Ha PbIHKE KOPNOPaTUBHOIO UMUAXKa OpraHn3almmn, ee 0CHOB-
HOro 6usHeca v NPoAYKTOB;

- peknamHoli AeATeNbHOCTN U CNOHCOPCKOW NOMOLLY;

- nojaepxaHusa fenoBbix CBA3el C 0TpacneBbIMU KOHCOPLMyMaMu, ¢ Npasu-
TE/IbCTBEHHBIMW W OTPAC/IEBbLIMUW areHTCTBaMM.

Mpoueccbl 06paboTKN 3anNpocoB U ApYrux B3auMoaeincTeuii co CMU. B ToM
uncne npoLeccsl:

- pa3paboTkn MHPOPMALMOHHbIX COOGLLEHMI MO Pa3NINYHON TeMaThKe;

- ynpaB/fieHUsi B3anUMoAeliCcTBUAMU MapKeTon0ros co CMU;

- MOHWUTOPWHIa peakuun pbiHKa Ha peknaMHble COOBLEeHNA 1 BHECEHUA He-
06X0A4NMbIX U3MEHEHWIA B 3TU COOBLLEeHNsA

Mpouecchbl NO3ULMOHNPOBAHNA OpraHn3ayMn B MECTHOM coobLiecTBe Hace-
NIEHHOTO MyHKTa, rAe opraHnsauns ocyLecTBseT CBO AeATeNbHOCTb.

Mpoueccbl (OMHAHCOBOW NoAAEePXKM WKOA, 6MbanoTek, 60MbHNL, 3KCTPEH-
HbIX CNYX6, @ Takke NoAAepXKN OKpyxXaloLiei cpefbl U MOHUTOPUHIA MECTHbIX
COObITUIA.

Mpouecchbl nepefayn Heo6X0ANMbIX COO6LEHNIA 06 opraHn3aLnn MecTHbIM
opraHusauusam, a Takke CBOUM COTPYAHUKAM.

Mpouecchbl B3avMoAeincTBrA € rpynnaMmn KIMEHTOB N0 MHTepecaM U ¢ npej-
CTaBUTENAMU K/INEHTOB.

Mpouecchl ycTaHOB/IEHNS CBA3eli C 06LLeCTBEHHOCTbIO U OTHOLLEHWIi C MecT-
HbIMW OpraHusaunsaMm

Mpouecchl ynpasieHnst OTHOWEHUAMU MeXay OpraHusaumei n ee akymoHe-
pamu. o6ecneynBatoLine COOTBETCTBIUE OTHOLLIEHUI BCeM AenoBbiM, (hNHaHCOo-
BbIM, HOPUANYECKAM N HOPMATUBHLIM TPEGOBAHMUSM.

Mpouecchl ynpasieHnsi U afMUHUCTPUPOBAHUSA aKLUsMU COTPYLHUKOB U/Mnam
(pOHL0BLIMM ONLMOHAMN

Mpouecchl NPUBEAEHNSI OpraHW3auyuu B COOTBETCTBUE BCEM AECTBYOLWNM
HOPMAaTUBHbLIM aKTam U NOCTaHOB/IEHUSIM NPABUTE/bCTBA/MUHNCTEPCTBRA.

Mpouecchbl Noncka Mnosie3HbIX MOMIOKEHNI A1 OpraHM3auum B IOPUANYECKN
3HAUMMbIX HOPMATUBHbIX aKTax U 3aKOHOMPOEKTaX, HAXOAALWMNXCA HA PacCMo-
TPEHWUU B PYKOBOASALLMX OpraHax.

Mpouecchbl NHHPOPMUPOBAHUS OPraHN3aLMM O BO3MOXHbIX NOCNeACTBUAX YT-
BEPXAEHUS 3aKOHOMPOEKTOB M HOPMATUBHbIX AKTOB.

Mpouecchl nofauun 3asiBoK Ha yTBEPXAEHNE Tapudos

Mpouecchbl 06ecneyeHnsi COOTBETCTBUSI OPraHM3aLunu BCEM OTHOCSLLMMCS K
Heil puanyeckum Tpe6oBaHUAM, BKIOUAs NPOBEPKY HAAEXHOCTU (hMHAHCOBO-
0 COCTOSIHUSI KOMMAaHUM.



OkoHuaHve Tabnuubl 1

npeHtu-
thukatop

1.3.6.6

HaumeHoBaHue anemMeHTa
npoueccos

YnpasneHue genamv gu-
pekuun n akunamu/ueH-
HbIMU Bymaramu

(Board and  shares/
securities management)
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®YHKUNOHANbHANA XapakTepucTuka

Mpouecchl NpefocTaBNeHUs PUAUYECKNX PEKOMEHAALMA NO AeN0oBbIM pe-
LUEHUSM.

Mpouecchl NpeBapUTeIbHOTO yBeAOM/IEHNS 06 U3MEHEHUSIX N TEHAEHLMSAX,
CMOCOGHbLIX NOB/MSATL HA NPABOBYIO CPefy, B KOTOPOIi paboTaeT opraHusauus.

MpumeuyaHne — 3TU npoueccbl paboTalwT € NOObLIM LOPUANYECKUM
AeiicTBneM, HanpasneHHbIM 160 Ha 6naro, NM60 BO Bpej opraHusauum

Mpoueccsl ynpasnexnus genamu Anpekumn n NpoLecchl PacnopsiKeHns LeH-
HbIMU Bymaramu.

K npoueccam ynpasneHus genamu AUpeKkuMn OTHOCATCA noajaepxka fes-
TENIbHOCTU AUPEKL MU U pacCbifika pelleHnii AnpeKkLun no Bcem noapasaeneHu-
AM OpraHusaLnu.

K npoueccam ynpaBneHus LEHHbIMU Gymaramu OTHOCWUTCA BCA feATellb-
HOCTb. CBAA3@HHAA C LEHHbIMU Bymaramu/akumamu opraHusauum, B TOM yucie
nobble pacnopsXeHnss OTHOCUTENbHO LeHHbIX Bymar, okasbliBalolne BANsSHUE
Ha opraHmsaumio.

Mpouecchl agMUHUCTPUPOBAHNSA W yNpaBAEHNUs perynspHbIMU U3BeLLeHNs-
MU/06BABNEHNAMN O KypCe LieHHbIX Bymar n/unu o perynatope LeHHbIx bymar.

Mpouecchl N3MeHeHnsa CTPYKTYPbl OCHOBHOro/CO6CTBEHHOTO Kanutana opra-
HU3auun. BKOYas NPUOGPEeTEeHNs Ha PbIHKE C Lieflblo YBE/TIMYEHUSs OCHOBHOTO/
COB6CTBEHHOrO KanuTana.

Mpoueccsl ynpasBneHns u agMUHUCTPUPOBAHUSA peecTpa LeHHbIX bymar/ak-
Lnii opraHnsauum
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MpunoxeHne A
(o6sA3aTenbHoe)

HanmeHoBaHUS U UAEHTUUKATOPLI 3/IEMEHTOB NPOLLECCOB YPOBHS 2 A1 TPYNNbl NpoLEeccos
«YnpaBneHne OTHOLWEHNAMU C 3aUHTEPECOBAHHLIMU CTOPOHAMMU U BHELUHUMU CBA3SAMMN»

A.1 HavmeHOBaHUA N NAEHTU(UKATOPbI 3/IEMEHTOB NPOLLECCOB YPOBHA 2 ANA rPynnbl NPOLECCOB «YNpaBneHue oT-

HOLLEHVAMM C 3aUHTEePeCOBaHHbIMY CTOPOHaMM 1 BHeLWHUMM cBA3sMu» (Stakeholder and external relations management)
[,0/KHBI COOTBETCTBOBATb JaHHbIM Tabnuubl A.1.

Tab6nunuya A.l — lpynna npoueccoB «YnpaBfieHWe OTHOLWEHUSMWU C 3aUHTEPEeCOBaHHbIMW CTOPOHAMMW W BHELUHUMMU

CBA3AMU»
naeHTndukatop HaumeHoBaHWe aneMeHTa Npoueccos AHTINACKNIA 3KBUBANEHT HAUMEHOBAHUS
13.6.1 KopnopartuBHble CBA3W 1 NPOABUXEHWE UMUK Corporate communications and image
management
1.3.6.2 YnpaBfneHne OTHOLEHUSAMU C MECTHbIMU opra- Community relations management
HU3auusaMm
1.3.6.3 YnpaBfieHne OTHOLIEHNAMM C akKLMoHepamun Shareholder relations management
1.3.6.4 HopmatuBHoe perynuposaHue Regulatory management
1.3.6.5 tOpuguyeckan nogaepxka Legal management
1.3.6.6 Ynpasnexue genamv gupekumm n akumamun/ueH- Board and shares.'securities management

HbIMK Bymaramu

YOK 621.391:006.354 OKC 35.020

KntoueBble cnoBa: eTOMTOb6LWan CTpykTypa 6rM3Hec-npoLeccos, rpynnbl NPOLECcCcoB, 3/IeMEHTbI MPOLECCOoB,
[EeKoMMNo31Lus NpoLEeccoB

Pepaktop E.A. MuwmnH
TexHuyeckuii pegaktop B.HO. ®oTuesa
Koppektop M.W. MepmnHa
KomnbtoTepHasn BepcTka J1.A. Kpyrosoii

CpaHo B Ha6op 15.06.2016. MoanucaHo B neyaTb 30.06 2016 dopmat 60»64Yy* FapHutypa Jlpuan.
Yen. neu. n. 1.40. Yu.-uag. n. 1.12 Tupax 23 3«a. 3ak. 1563.
MoAroTOBNEHO HA OCHOBe DNEKTPOHHOI Bepcuu, NpeAocTaBeHHOl pa3paboTynkom cTaHgapTa.
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