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Mpepgncnosue

1 PASPABEOTAH OOO «HWWN akoHOMuku cBasn n nupopmatmkn «MHTepakome» (OO0 «HUU «UHTepa-
KOMC»)

2 BHECEH TexHunuyeckuMm komuTeTom no ctaHgaptusaunmn TK 100 «CTpaTernyecknin 1 MHHOBaLMOHHbIA
MeHe)KMEeHT»

3 YTBEPX/JEH W BBEJIEH B JEVCTBUE lMpukasom ®efepasibHOro areHTcTBa N0 TeXHNYECKOMY pe-
rynpoBaHunio n meTtponorum ot 6 gekabpsa 2016 r. Ne 1943-cT

4 BBEJIEH BMNEPBbIE

MpaBuna NpYMeHeHs HacTOoALWEro cTaHjapTa YCTaHOB/NEHbl B CTaTbe 26 ®eflepa/ibHOro 3aKkoHa
oT 29 uoHs 2015 r. Ne 162-#3 «O cTaHgapTwusauum B Poccuiickoii ®epepauum». VMiHdopmaumsa 06 uns-
MEHEHMAX K HacToALLeMYy CTaHAap Ty ny6nkyeTca B eXXerogHom (Mo cocTOoAHUI0 Ha 1sHBaps TekyLero
rofa) uHhopmMauMoHHOM yKasaTene «HaunoHanbHble CTaHAapThi», a ouLManbHblil TEKCT U3MEHeHWi
1 NonpaBoOK — B eXeMeCAYHOM MH(OpPMaLUMOHHOM yKasaTene «HauuoHanbHble cTaHgapThi». B ciyvae
nepecMoTpa (3amMeHbl) AN OTMEHbl HACTOALLEro cTaHgapTa CooTBeTCTBYyLee yBefoM/eHe byaeT
ony6/IMKOBaHO B eXemMeCA4YHOM MHDOPMaLVOHHOM yKasaTene «HaunoHanbHble cTaHfapThi». CooTBeT-
cTBylOLWasa MHpopmaLuus, yBeJoMIeHne 1 TeKCTbl pa3MeLlalnTCca Takke B MH(OPMaLMOHHOW cucTeme
o6Lero noNb30BaHNAa — Ha ohuLmanbHOM caiiTe ®efBpasbIloro areH TCTBa Mo TeXHUYEeCKOMyY peryampo-
BaHWIO 1 MeTposiornm B ceTu HTepHeT (Www.gost.ru)

© CraHgapTuHopm. 2017

HacTosAwwii cTaHfapT He MOXeT 6biTb MOTHOCTbIO UM YACTUYHO BOCMPOU3BEAEH, TPAXMNPOBaH W pac-
npocTpaHeH B KayecTBe ohuULManbHOIo n3ganus 6e3 paspelleHns deaepanbHOro areHTCTBa No TEXHNYECKo-
My PeryiupoBaHuio n MeTponoruu
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BBepneHune

[Ana opraHusaumm yHKLMOHMPOBaAHNS Lenn nocTaBoOK NPOW3BOACTBEHHbIE NMPeAnpusaTUA Bce B 60/b-
Wwei cTeneHn HauymHalT npuberaTb K TaKOMYy MexXaHW3My Kak ayTCOPCUHI. AYTCOPCUHT MOXET MPUMEHSTbCSH
AN oKasaHUsA NPOU3BOLCTBEHHO-TEeXHUYECKMX (MPOMBbILWIEHHbIX) YCAYr, Taknx kak o6cnyxusaHue, nepeo6o-
pyfoBaHue, MogepHu3auusa, NOTMCTUKA U KOHTPO/b KayecTBa OkasblBaeMblX YCNYr ANA AOCTUXEHUS ONTU-
MasIbHOr0 COOTHOLWIEHUA 3atpaTt U NpubbiNn, U GOoKyCcUpoBaHUA Ha UX NPOGECCUOHANbHBIX KayecTBax/KoM-
neTeHUusx, onpegensowmnx ycnex KomnaHum Ha pbiHke. C BO3MOXHOCTbIO NPUMEHEHUA ayTCOPCUHIa ycnyru
cTann BHOCUTbL Hanbonee cyllecTBEHHbIV BKNag BO BCEMUPHbI 3KOHOMUYECKUIi npouecc. PocT ayTcopcuHra
B cchepe NMPOMN3BOACTBEHHO-TEXHUYECKUX YCAYT CO34a7 MOLLHYI CUCTEMY B3aMMO3aBWCUMOCTEW Mexay ue-
noykaMmy NOCTaBOK W NOCTaBLMKaAMMW YCNYr, NMOCKO/IbKY NOCTABLUKN YCAYr UHTErPUpoBaHbl B Kaxoe 3BEHO
Lenoykn fobasneHHol CTOMMOCTU B NPOU3BOLCTBEHHbIX KOMMNAaHNAX.

HecmoTps Ha TecHyl B3aMmM03aBMCMMOCTb Mexay 6usHec-ycnyramu (business related service. BRS)
N NPOU3BOACTBEHHbIMU Lienoykamy MoCTaBOK, NPOM3BOAUTENN NPOAYKLUUM U UX NOCTaBLUKN YCAYT CTasKu-
BAlOTCA C OTPOMHbIMM NpobaeMamMmn Npu CUHXPOHMU3aLUnU 1 KoopANHaLUM 6GU3HEC-NPOLLECCOB U NMPW NONbITKE
yAyywuTb Mx B3aumogeictene. CyliecTByloW e KOHLENUMU MeHeaXMeHTa 1 6a30oBble MOAenu, TakMe Kak
CPFR. VRM nnn SCOR 06bI4HO pellaloT BONPOChH! ynpas/aeHna LenoykaMmn noctaBok 6e3 yueta Heo6xoanmo-
CTV KOOpPAMHALUN N UHTEerpaunm nocTasBLMKOB yCnyr. YTo6bl pelwnTb 3TOT BONPOC, B HACTOALWLEM cTaHgapTe
onpepeneHa 6a3oBasi NPOLECCHO-OPUEHTUPOBAHHaA Mofenb 4N BRS-noCTaBLMKOB YCyr, KOTOpPble NPpU UH-
Terpaumm CBOUX onepawumnini 4O/KHbI NOAAEPXUBATb KaK BnajenblLes Lernoyek nocTaBokK, Tak U NOCTaBLLMKOB
ycnyr. basoBasi mogenb NponM3BOACTBEHHO-TexHMUYeckux ycnyr (industrial service reference model, IRM) 06b-
eAuHsieT B cebe peno3uTapuii NpoLeccos, MHhopMaLnOHHbIX NOTOKOB, NEPefOBOro onbiTa U CUCTEMY Nokasa-
Tenen ahheKTMBHOCTU, B LLeNSX COAENCTBUSA MHTerpaumm nocTaBWNKOB pasIMYHbIX NPOMbILIMIEHHbIX YCAYT,
Takux Kak o6cnyxumBaHue, MogepHM3aLma 1 ynakoBku, ¢ TpPagULNOHHbIMY LlenoykaMn nocTaBok.

IRM-mMofenb sBnsieTca 6a30BOli PONEBO MPOLECCHOW MOAesbio, OCHOBAHHOM Ha LIMPOKO MCMOMb3y-
eMbIX CTaHgapTax apxuTekTypbl npegnpuatua. OHa 06befuHAeT MannuHr (oTobpaxeHue) NpoLeccoB Kak
ecTb (AS-1S) 1 BO3MOXHOCTN TEXHO/IOTMYECKOTr0 NPOEKTUPOBAHMNA B YaCTW Kak AOMKHO 6biTb (TO-BE) c ycTa-
HOBJIEHHOW cucTemoii nokasarteseli 3 HEKTUBHOCTM U KOSIMYECTBEHHBIMU N3MEPEHUAMM, YTO6bl NO3BONUTH
noctaBlWMKaM YCnyr u ux 6u3Hec-napTHepam [OCTUYb Ha PblHKE HaWAyylMX pe3ynbTaToB, OCHOBAHHbIX
Ha NPOBEPEHHOM NPOMbILI/IEHHOM OMbITE, NEPefoBbIX PELEHNAX U UHCTPYMeHTapun. IRM-mogens asnaetcs
MHTErpupoBaHHON 6a30B0l MOAe b0, KOTOPYI MOXET NCMO/b30BaTh /1060 NOCTaBLLMK, NpegnaralLnii Bbl-
LeyKasaHHble NpoMblleHHble ycnyrn. IRM-mofens noggepxvsaeT NOCTaBLMKOB YCAYr N0 BCEM acnekram
613Hec-NpoLeccoB, HaYnHasa OT YCTAHOB/IEHUSA NEPBOro KOHTaKTa C 3aka3umkamum U 3aKkaHuYMBasi HeNpepbiB-
HbIM MpPOLECCOM 06CNYXNBaHUA, peanunsysi TeM cambiM NOJIHbIA XU3HEHHbIA LuKn ycnyru. IRM-mogens npeg-
HasHauyeHa Ana o06/er4yeHns NocTasLMKam ycayr BO3MOXHOCTU AOCTMXEHUSA pas3/IMyHbIX Lenei, oT cTpatern-
yeckoli npuopuTnsaunn busHec-uenein BnAOTb A0 MHTerpaLMy NpoLeccoB Ha aTane akcnayaTtauuu.

Takum obpasom. IRM-mogenb npegnaraeT nosib3oBaTesIiM UCNONb30BaTb CTaHAAPTU3MPOBaHHYO 6a-
30BYI0 CTPYKTYpPY A/ MOCTaBLMKOB YCNYr COBMECTHO C MPOWU3BOAUTENAMM B pamMKax Lernoyku nocrasBok,
OCHOBaAHHOM Ha ycnyrax. O6nacTb NpUMEHeHUsa AaHHON MoAenu nNpocTupaeTcs OT AeTanbHOro aHanusa u
onTMMM3aLmMmn cywecTeywWwmnx 6nusHec-npoLeccos A0 cTaHfgapTu3auun 6usHec-npoLeccoB NOCPeCTBOM UX
CpaBHUTENIbHOrO aHanusa (6eHumapkuHra) u rapmMoHn3aLmnmn B paMmkax npumeHsieMmblx IT-cuctem. IRM-mogens
cnoco6CcTByeT nocTaBsLLMKaM YCyr U UX 3aKka3umkam B COBMECTHOI pa3paboTke npoueccos B3auMoaeincTens
ycnyr n onpegeneHvnn ob6lwux nokasatesneit ahPeKTMBHOCTU AEATENbHOCTU A1 BO3MOXHOCTU €€ OLeHKW.
B nononHeHune k aToMy IRM-MofeNb MOXHO MCNOMb30BaTh ANA pa3paboTKu CTaHAAPTU3NPOBAHHbLIX TEXHO/O-
rMin CO6CTBEHHOrO NPOU3BOACTBA, NPY 3TOM Kak 418 NOCTaBLWKOB YCAYr, TaK U AN YYACTHUKOB LLenoykn no-
CTaBOK. a Takxe ANa 6eHYMapKuHra kayectsa 06CNyXuBaHus, UHTETPUPOBAHWSA, OCHOBAHHbLIX HA 6GU3HeC-Npo-
ueccax IT-cuctem, U. B KOHEYHOM cyeTe, ANA 06yYeHUsA CNeLmannucToB U MeHeAXXMeHTa 3HaHuii. IRM-mogensb
oxBaTblBaeT NPOU3BOLCTBEHHbIE MOTOKN, BKOYAOLLME CEPBUCHbIE KNacTepbl 06CNYXUBaAHUA, MOAEPHU3ALNN
(nepeo6opyoBaHNA) N YNaKOBKM Ha afleKkBaTHOM YPOBHE, YTO6bl OHU MO 6bITb afanTUpoBaHbl A9 BCeX
BRS-nocTaBLINKOB yChyr.
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HAUVWOHANBbHBIN CTAHAOAPT POCCUWCKOW® PEOLEPALUMU

CWCTEMbI MPOMbILUNEHHON ABTOMATU3ALUNN U UHTETPALINA

WNHHOBaUWW, KOOPAUHAUUA U COTPYAHUYECTBO B NPOU3BOACTBEHHOW Lienu nocTasok,
OCHOBAaHHOI Ha NPOMbILUIEHHbIX YCyrax.
BasoBasi Mofenb NPOMbILW/IEHHbIX YCAYT

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

Jata BBegeHus — 2017—06—01

1 O6nacTb NpuMeHeHUs

IRM-Mofenb SBAAETCA UHTETPUPOBAHHOW MPOLECCHON MoAenblo, NpejHa3HauYeHHOW ANA Ucnonb3oBa-
HMA NocTaBLLMKAMU YCNYyr, OKa3blBAOLWMMN TEXHUYECKUE YCNYTN, Takne Kak 06CnyxnBaHme, MoAepHu3auyms u
ynakoBka Ansa o6ecrnedyeHus Leny nocTaBoK U opraHu3auuy npousBoAcTBa. 3akasumky ycayr MoryT UCnosb30-
BaTb A@HHYH MOZE/b f/1s1 NEPBOHAYA/IbHOTO COM/1acoBaHWs NMPOU3BOACTBEHHbIX ONepaunii u cpaBHUTENTbHOTO
aHanusa (6eHMapkuHra) akcnayaTauroHHbIX XapakTepucTuk ¢ ApYruMu nocTaslyMkamMmyu ycnyr nocpeAcTBom
CcTaHAapTU3MPOBAaHHOIO ONMCaHMA NpoLecca U CUCTEMbI NokasaTeneil 415 OLEeHKU YCayr, NPUBEEHHbIX B Ha-
cTosiLleM cTaHfapTe. B uenom xe guanasoH npumeHeHusi IRM-mogenu npoctupaeTcsi OT CTpaTermyeckoro
onpeaeneHust 6usHec-ueneil 4o UHTErpaLm NPoLeccoB Ha onepayyoHHOM YPOBHE.

2 HopmMaTuMBHbIE CCbINIKN

B HacTosleM cTaHfapTe MCNONb30BaHa HOpMaTUBHAA CCbiflka Ha cneaylowuii ctTaHgapT.
FOCT P 57330—2016/EN 15341 TexHuuyeckoe ob6CnyxumBaHue. Cuctema KaUYEBLIX Nokasatenei ag-
(hEKTUBHOCTUN TEXHUYECKOTO 06CNYXUBAHNS

MpumeyaHue — lNpn NOML30BAHNN HACTOSILLIMM CTAHAAPTOM LiefIeco06pa3Ho NPOBEPUTL AENCTBME CChINIOYHBIX
CTaHAAPTOB B MHDOPMALIMOHHON CUCTEME 06LLEr0 NOMb30BaHMS — Ha OhULMabHOM caiiTe defiepaslbHOro areHTCTBa no
TEXHUYECKOMY PEry/IMpoBaHMio N METPOSIOTUN B CETU VIHTEPHET MK M0 eXerofHOMy UH(OpMAaLMOHHOMY ykasaTento «Ha-
LMOHaNbHbIE CTaHAAPTbI», KOTOPbIA OMy6/IMKOBAH MO COCTOSIHWIO HA 1 SiHBAPsS TEKYLLETO rOAA, W N0 BbiMyCKaM eXemMecsiy-
HOTO MH(POPMALIMOHHOIO yKasaTens «HaumyoHasbHble CTaHAaPTbI» 3a TEKYLWA rof. ECv 3aMeHeH CCbINOYHbIN cTaHaapT,
Ha KOTOpbIl fJaHa HeJaTMpOBaHHAs CCblKa, TO PEKOMEHAYETCS UCTOMb30BaTh AECTBYIOLLYI0 BEPCUI0 3TOMO CTaHAapTa
C Y4ETOM BCEX BHECEHHbIX B JaHHYI0 BEPCUIO U3MEHeHWiA. EC/M 3aMeHeH CCbIIOYHbINA CTaHAapT, Ha KOTOPbIN faHa Aatu-
pOBaHHasi CCbi/IKa, TO PEKOMEH/YETCS 1CMO/b30BaTh BEPCUIO 3TOTO CTaHAAPTA C YKa3aHHbIM BbIlLE r040M YTBEPXAEHUS
(NpuHATUS). EC/M nocrie YTBEPXKAEHNS HACTOSALLEro CTaHAapTa B CCbINIOYHbIN CTaHAAPT, HA KOTOPbLIN faHa f4aTMpoBaHHas
CCblfIKa, BHECEHO M3MEHeHe, 3aTparmsaroLLee NoJIoKeHne, Ha KOTOPOe AaHa CCbifiKa, TO 3TO NOJIOXEHNE PEKOMEHAYETCS
NPUMEHATL 6€3 ydeTa JaHHOTO U3MEHEHUS. EC/M CCbINOYHbIN CTaHAapT OTMEHeH 63 3aMeHbl, TO NOJIOKEHNE, B KOTOPOM
[iaHa CCblIfiKa Ha HEero, PEKOMEHAYEeTCS NPUMEHSITL B YacTU, HE 3aTParMBaloLLeit aTy CChiKy.

3 TepMuUHbI 1 onpepeneHns

B HacTosAlweM cTaHAapTe UCMO/b3YOTCA CrefylolWwme TEPMUHbI C COOTBETCTBYOLW VMY ONpeAeneHnamu:

31 Haumnydwasn npaktuka (best practice): Hanbonee acpekTnBHbIN (C HaUMeHbLIMMK Tpygo3aTpaTa-
MW) N AeACTBEHHbIN (C HaUNy4YW MK pesynbTaTaMun) cnocob BbINONHEHWS 3a4aHus, OCHOBaHHbI/ Ha NOBTOPS-
IoWmMXcs npoueAypax, KOTopble MOMOXNTENbHbIM 06pa3oM 3apekoMeHfoBann ceba B TeyeHne LANTENbHOTo
BpeMeHW. Haunyuywas npaktuka COCTOMT M3 TEXHOJIOTMI, MeToA0B, NPOLLEccOoB, AeicTBUiA, MOTUBALMMN UK
BO3HarpaxAeHus, koTopble Hanbonee ahPekTUBHbLI NPU NONyYEeHUN TpebyeMblX pe3ynbTaToB C MUHUMYMOM
npo6sem 1 HenpeaBUAEHHbIX OCNOXHEHWNA.

WN3paHue ouymansHoe
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MpumevyaHne — Hanpuvep, AOKYMEHTUPOBAHHbIV NPOLECC UM NPOAYKLMS, pa3paboTaHHble COO6LLECTBOM
nosib3oBaTesieid, COCTOSILLMM W3 NOCTABLUMKOB U NOTpeGUTesnell, 06bEeANHUBLLMXCS C Lie/blo YCTAaHOBMEHNS OTPAC/EBbIX
PYKOBOASLLMX NPUHLMAMOB.

3.2 BXxoAHble gaHHble (input): TpebyeTcs BBECTU B NpOLECC AN NONYYEHUS BbIXOAHbIX AaHHbIX.

3.3 BbIXOAHble AaHHble (output): PYHKLMA C apryMeHTOM B KauyeCTBe BXOAHbIX AaHHbIX, rae

BbixogHble faHHble = LIBXOAHbIX AaHHbIX).
roe f — B3aWMOCBA3b C KOHKPETHLIM Mpeo6pasoBaHnemM npoiecca.

3.4 nokasaTtenb acpdhekTuBHOCTU (performance indicator): Mepa nau KpuTepwuii, c NOMOLL b KOTOPOIA(ro)
MOXHO OLEeHUTb AOCTUXEHUE LEenu.

3.5 cuctema 6annbHbIX oueHOK (scorecard): Habop B3aMMOCBA3aHHbIX, COr1acylLWmnxXcs n B3aMmogo-
NOSIHAKLWNX NokasaTeneii, o6ecneynBaWwmMx NpefocTaBieHne nHGopMaunm, noayyeHHol B npouecce 06-
pa6oTkn 1 rno6anbHol UHDopMaLmK.

MpumMeuyaHne — ITO ABMSAETCS OAHUM U3 UHCTPYMEHTOB paspaboTki U peann3alny cTpaTeruy, a Takke Mo-
HUTOPUHIa Nporpecca AOCTUXKEeHUS Lenel, 3asBIEHHbIX B CTpaTervn.

3.6 cepBUCHbIe KnacTepsbl (service clusters): Knuesble NPOMbILWIEHHbIE YCAYTU, OTHOCALWMECS K Lie-
nmoykam NnocTaBoOK M paccMaTpuBaemble B HACTOsLWEM cTaHgapTe.

4 CokpaweHus

A — agantauusa (adapt);

ARIS — nporpammHoe cpefcTBO NS MoaenupoBaHusa 6usHec-apxutektypbl (business architect model-
ling software);

B — peanusauusa (build);

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

BRS — ycnyru, cBA3aHHble ¢ 6usHecom (business related services);

CPFR — coBmecTHOe nnaHupoBaHue, NporHo3vposaHue u nonosiHeHne 3anacos (collaborative plan-
ning. forecasting and replenishment);

DMAIC — npoekTupoBaHue, u3MepeHune, aHanun3, CoBeplIeHCTBOBaHWE, KOHTPonb (design, measure,
analyze, improve, control);

EDI — 3n1eKTpOoHHbIi 06MmeH gaHHbIMK (electronic data interchange);

EPC — ynpaBnsiemas cobbiTuaMM Lenoyka npouecca (event driven process chain);

ERP — nnaHvpoBaHue pecypcos npeanpuatnsa (enterprise resource planning);

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

GSCF — cTpykTypa rnobanbHoii cetn noctasok (global supply chain framework);

HR — uyenoseyveckune pecypcol (human resources);

IRM — 6a3oBas Mofenb NPOM3BOACTBEHHO-TeXHMYeckux ycnyr (industrial service reference model),

IT — nHdopmauunoHHblie TexHonoruu (information technology);

ITIL — 6ubnunoteka IT — nHdpacTpyktypsbl (IT infrastructure library);

JIT — To4HO B cpok (just-in-time);

JSA — cornaweHune o coBMecTHOM ob6cnyxuBaHum (joint service agreement);

KPI — kntoueBoli nokasaTtenb adpdekTusHocTtun (key performance indicator);

O — ynpaBneHue (operate);

P — nnaHunpoBaHue (plan);

PA — nnaHupoBaHue agantauumn (plan adapt);

PB — nnaHupoBaHue peanusauyuu (plan build):

PO — nnaHnpoBaHue ynpasneHus (plan operate);

Pl — nokasatenb adppekTuBHocTu (performance indicator);

PPC — nnaHupoBaHue n ynpaBneHue npoussoactesom (production planning and control):

RFP — 3anpoc npegnoxeHunii (request for proposal);

SA — npowusBofCcTBeHHasa ycnyra (service activity):

SCOR — 6a3oBas Mogenb onepauuii Lenovkm noctaBok (supply chain operations reference model):

SO — 061bekTbl 06CcnyxmnBaHua (service objects);

SOA — cepBUC - OpMeHTUpOBaHHas apxutektypa (service oriented architecture);

SPMS — cucTtema oueHkn kayectsa obcnyxusaHusa (service performance measurement system);

SSC — ycnyru no o6CcnyXuBaHnio Lenoykn noctasBok (service supply chain);



FOCT P 57314—2016

SU — nopggaepxka (support);

SUIl — meHepXMeHT nHpopMaLnoHHOM noaaepxkn (support information management);
SUR — MeHe[)XMEeHT pecypcHoli nogaepxkun (support resource management);

SUS — mMeHe[)XMeHT cTpaTernyeckoli nogaepxku (support strategy management);
TMS — cucTema MeHeXMeHTa NepeBo30K (transportation management system),

VRM — 6a3oBasi MoAenb Lenoykn co3gaHnsa ueHHocTtu (value chain reference model);
WMS — cuctema ynpasneHus cknagom (warehouse management system);

XML — pacwupsiemblii A3blk pa3meTkn (extended markup language).

5 Bu3Hec-cueHapuu ans cgepbl NMPOMbIWEHHbIX YCNyr

51 AKueHT IRM-mofeniv Ha NPOMbILWJ/IEHHbIX yCayrax, CBA3aHHbIX C NPON3BOACTBEHHbIMU
uenoykamm nocTtaBoOK

[Ona opraHu3auuu Lenoyek NOCTaBokK BCe B 6OOMblUeil CTEeNeHW NpUMeHAeTcs ayTCOPCUHI TexHuye-
CKUX, afAMUHUCTPATUBHbIX U (PUHAHCOBBLIX ycayr. OCHOBHOW akueHT IRM-mofenu genaeTca Ha TeXHUYECKUX
BRS-ycnyrax. KOTopble Kpenko CBs3aHbl CO BCEMW CeKTOpaMu 3KOHOMMUKMW, Kak 3TO Mokas3aHo Ha pucyHke 1.
B TO BpeMs Kak KomnaHuu no opraHu3auum noctaBoK AN NPOU3BOACTBEHHbIE KOMNAHMN MOTYT UCNOMb30BaTh
Takne mogenu, kak SCOR. GSCF mnnu mogenb Aachen PPC. BRS-nocTaBLWK/ YCAYr MOTyT MCNO/b30BaTh
IRM-MoZenb 4NA nHTerpayuy 1 Ucnosb3oBaHMsA NpPoLeccoB 06CNYXUBAHNSA COBMECTHO C LLlenoYykamun nocTaBok.

PucyHok 1 — lMepBuyHbIi akueHT IRM-mogenn Ha BRS-yciyrax. OTHOCALLMXCA K Lienoyke nocTaBok

AkueHT IRM-mopenun ctaButca Ha BRS-ycnyrn. npegnaraemble KOMNaHuaAM Mo opraHusauuun Lenovek
NoCTaBOK UMM MPON3BOLCTBEHHLIM KOMMaHWsAM. TakuM 06pa3omM, BCe NPOMbILIEHHbIE YCNYIW, CBA3aHHbIE C
OCHOBHbIMM NpoLeccamMu Lenoyek NocTaBok, TO €CTb 3aKynkamu (CHabxeHuem), NpoM3BOACTBOM U JOCTABKOMN
ABNAKTCA o6bekTamun IRM-mopenu.

Mpu Mmeya HMB — 3akynku (CHabxeHne), NPOU3BOACTBO U AOCTaBKa — 3TO TEPMUHOMOMMA ANSA NpeAcTaBneHus
Lienoykn noctaBok B cooTseTcTBun ¢ SCOR-Mogesblo.

Ans naeHTudukauum v unbTpaymmn knovesbix BRS-ycnyr. koTopble SBAAIOTCA CYLIECTBEHHO BaXHbIMU
ANS uenoyek NOCTaBOK M MMeIOT OTHOWeHNe K IRM-mogenu. ncnonb3yeTcs cneaywowmii Habop pekomeHgaLlmni:

1) npurogHoOCTb NOTOKa MaTepnasnos A8 LENOYKM NOCTaBOK, Hanpumep yCcayru 10rMcTuku genarT BO3-
MOXHbIM TPAHCMNOPTUPOBKY U XpaHeHne NpoayKunn B paMkax Lenoyku nocTaBok.

2) BAUSIHME Ha NpoLecchbl CO3AaHna CTOMMOCTU MyTeM NOAAEPXKW B Lienouyke nMocTaBOK NpoLLeccoB 3a-
Kynku (CHa6xeHns), Npou3BoACTBa U [JOCTaBKM.

I'Ipmmep — TexHunyeckoe Oﬁcl'ly)Kl/IBaHl/le CI'IOCOﬁCTByeT npou3BOACTBY NyTEeM NOBblIWEeHUA NPpON3BoAN-

TEeNbHOCTW NPOMbIWNEHHbBIX CACTEM, YCNYIrn ynakoBkn noMorarwT™ AOCTaBNATb 3aKa3uuky npoaykyuw B CO-
oTBeTCTBYyHOUWEM Buae.
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PucyHok 2 — Ycnyru, paccmaTtprBaemMble B HAcTosALWeM cTaHjapTe

Ha pucyHke 2 npeacTaBfieHbl OCHOBHble MPOMbILLIEHHbIE YCMYTU, YacTO OCYLieCcTB/sSeMble B pamkax
ayTCOpCWHra Npon3BOCTBEHHbIX LienoYek MoOCTaBoK A/ MPOMbILL/TEHHbIX NOCTABLLMKOB ycnyr. B HacTosem
cTaHjapTe paccmaTpuBalTCs YCNyru, BblAe/IeHHbIE HA PUCYHKE XUPHBIM WPUDTOM.

5.2 O6nactb NnpumMeHeHuUsa n nucnonb3osaHne BPM-moaenu gna nocTtaBU UKOB yCnyr

Hwuxe nepeyncneHbl OCHOBHble 06n1acTn npumMmeHeHns IRM-mMogenu 4na noctasBWMKOB YyCAYr NpU n3me-
peHuun. paspaboTke 1 oNTUMMMU3aL MK NpoLecca 06CNyXnBaHNS.

5.2.1 OnpeageneHne, aHann3 n onTuMunsaynsa 6M3HOC-NPoLLECCOB

IRM-Mofenb ncnonb3yetcs A8 aHanusa cylecTBylWmnx 6usHec-npoueccos (kak ecTb. AS-IS) ¢ Tem,
4YTO06bl paspaboTaTtb ONTUMAbHYI KOHQUrypauuto ycnyru (kak AO/MKHO 6biTb. TO-BE) ¢ uenblo BbiNONHe-
HWUA TpeboBaHWIl 3aKka3ymka HaumeHee 3aTpaTHbIM cnoco6om. Te NoNb30BaTe NN, KOTOPbIE XOTAT onpeAenuTb
cneumnduryeckme 4na opraHnsauum npouecchl, a Takxke paspabotatb u oueHuTb cueHapum AS-IS n TO-BE
nepef ocyu,ecTB/ieHMeM npoekTa npeobpas3oBaHus 6GusHeca, Moryt mcnonb3oatb DMAIC nogxon. MeTo-
ponorusi IRM 3ab6naroBpeMeHHO NOMOraeT Mo/ib30BaTeiIAM Mpu MPUHATUN pelleHnii No MPopbIBHLIM (peBo-
NIOLMOHHBLIM) WM [ONTOCPOYHLIM NPOEKTaM, KOTOpble OnNpeaesnsaT cTpaTernyeckme n onepaunoHHbie Lenu
1 3aflayn B KOHTEKCTe NpefnpuAaTUA, HanpaBfieHbl Ha NPUIOXKEHUNE MUHUMANbHbIX YCUNIUA ANA [OCTUXEHUA
TpebyemMoro ypoBHA KayecTsBa, onpeaensioT OCHOBaHHble Ha hakTax 6a3oBble nokasatesnn U cornacyrTcs c
ncnonb3yembiMn cuctemamun nsmepeHuii n KPI-nokasarteneii.

5.2.2 N3mepeHne, 6eHYMapKMHI 1 ONTUMM3aLMA KadyecTBa 06CNyXUBaHNA

C NOMOLLbI CUCTEMbI OLEHKM NOCTAaBLLMK YCNYr AO/KEH NPOBOAUTL aHanu3 npo6enoB nytem 6GeHu-
MapKUHra CBOMX 3KCNyaTaLMOHHbIX XapakTepucTuk ¢ Ny4ywnMmn xapaktepuctmkaMn B CBOeM Kiacce v npu-
MEHATb Haunyywmne npakTuKn 4Na ycTpaHeHna ceoux npo6enos. C NOMOLbIO CTaHAAPTHbLIX NPOLEeccoBs, Uc-
nonb3yLWwmnx cTpyktypy IRM-mogenn, cooTBeTcTByOLWMe noka3aTenn apeKkTUBHOCTU NO3BO/ISAOT CPaBHUTb
pe3ynbTaTUBHOCTb U 3 DEKTUBHOCTbL NpoLueccoB. Mpu rapmoHM3aLuy NPonM3BOACTBEHHbIX NOTOKOB OpPraHu-
3auMy MOXHO N1Ierko cpaBHMBAaTb U MAEHTUPULMPOBATL NOTEHUNANIbHbIE U3MEHEHUS B JyULLY0 CTOPOHY B
pasnuuHbIX genaprtameHTax Uan Ux permoHanbHbIX OTAE/eHUSX.

Llenbto rpynnbl nonb3osateneli IRM-mogenu aensetcs coctaBfieHne 6a3sbl JaHHbIX CO 3HAYEHNAMU pas-
NINYHbIX NokasaTteneit ahpekTMBHOCTU, oco6eHHO KPI-nokasaTteneli. npeAcTaBnsoWmMX peanbHble AaHHbIe.
OTU 3HaYeHna ByayT NpUBA3aHbl K cTpaTernyeckum CTpykTypam Takum o6pasom, 4To6bl Apyrue nonb3oBarenu
IRM-Mofenv Mornv cpaBHUTbL CBOM COBCTBEHHbIE NOKa3aTeNI C KOHKYPUPYOLWUMUN cTpaTernamu.

5.2.3 Peanunsauns BHYTPEHHEro MeHeXXMeHTa 3HaHui

KomMnaHusiM, YbM MHTEpechbl CKOHLEHTPMPOBaHbI Ha ONTUMMK3auuKn, cTaHgapTM3auum n asTomarmsayum
BbINMO/IHEHNSA BHYTPEHHUX MPOL,ECCOB, OKa3biBaeTCs MOMOLLb B YacTu MeTOAO0/1I0rniA NPOrpamMMHOro U npo-
LLeCCHOro MeHeMXMeEHTa ANA pa3paboTku U npuopuTesauumn o6a1actv NnpuMeHeHUs 1 maclwtaba NpoekToB No
YyCOBEPLUEHCTBOBAHWIO NPOU3BOACTBEHHON feATeNbHOCTH.

Monb3oBaTtenb MHMOPMUPYETCA M NosyyaeT ykazaHUs NOCpeaCcTBOM MHOFOCTyneH4YaTol utepayum, oc-
HOBAHHOW Ha KOHTPO/IbHOM NepeyHe BUAOB AEeATEeNbHOCTU, U3 KOTOPOro OH MOXeT BbibpaTh 6a3npyloLyrocs
Ha NMpoeKTe J0POXHY KapTy. MpumMepbl BKAOYAOT B ce6a onmcaHne NosIHOro LMKAa TEXHOMOTMYeCcKnX Mapliu-
PYTOB Ha pas/IMyHbIX YPOBHAX AeTanu3auunu, pacnpegeneHns pecypcoB U 0OTBETCTBEHHOCTH, naeHTuukauunto
BXOHbIX M BbIXOAHbIX l@aHHbIX NpoLiecca, a Takxe onncaHme UHTepPdencoB N KOHTPOJIbHbLIX TOYEK N3MepeHns
[NA COOTBETCTBYIOLWErO YPOBHA npouecca. Cpa3y e nocse 3aBepllieHns aHanusa BbINO/IHEHWUS npouecca

4
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AS-IS MOryT 6bITb pacCMOTPEeHbl B3aUMOCBSA3M BXOAHbIX W BbIXOAHbIX AaHHbIX W WX BAWSAHUE Ha YPOBEHb
npon3BoAnTeNIbHOCTU. Torga Kpocc-MyHKLMOHaNbHAs rpynna cneynanncToB MOXeT JeTaslbHO paspaboTatb
[LOPOXHYI0 KapTy NpoekTa M njaH u3MepeHuil, cobpaTb U OLEHNTb KOHKPETHble AaHHble U HECTBIKOBKM NpO-
eKTa KOMNaHWM U. B KOHEYHOM cyeTe, NPOBECTU aHann3 1 npuopuTesauunio TpebyembiX BbIXOAHbIX AaHHbIX,
OTHOCALUXCA K NNaHNpyeMbiM paboynum xapakTepucTukam.

5.2.4 CogpelicTBue peanunsaynm nporpammHoOro o6ecneyeHus

IRM-mofenb ncnonb3yetcs Ans npeobpasoBaHus MHoxecTBa IT cuctem ¢ 6usHec-npoueccamMu B Mo-
fepHusnposaHHoe IT npunoxeHue, KOTopoe NoaAepxmBaeT 6U3HeC-NPoLEecchl B CUHXPOHHOM pexume. Mpo-
rpamMmMHble pelleHus mMoryT paspabaTbiBaTbCs Ha 6a3e BHYTPEHHUX MPOLECCOB B 3aBUCMMOCTW OT TOrO, Kak
OHM 6yAyT onpejesieHbl WTATHONM paboyell rpynnoii No ynpaeaeHUio npoueccamu.

[ononHutenbHo kK aToMy IRM-Mofesnib MOXET TakKe UCN0JIb30BaTbCA NapTHepPamu no Lenoyke noctaBok
C Le/iblo rapmMoHu3aLmmn npouecca 06CNyXKMBAHNA UX NOCTaBLUKOB YCAYT U ANA 6eHUYMapkuHra apPekTuBHO-
CTV paboTbl pas3NyHbIX NOCTABLNKOB YCAYr C UCNOMb30BaHWeM obueii cuctemsl oueHkn. IRM-mogens obe-
cneynBaeT B3auMmopfeincTesue ¢ Apyrumun mogenamu, Takumu kak SCOR. Aachen PPC n GSCF gns obnactu
Lenoyek NOCTaBOK C Liesblo pa3paboTku MHTErpMpoBaHHOW CTPYKTYypbl Npolecca, BKAlYatuleid B cebs kak
o6nactb 06CcnyxunBaHus, Tak u 0671acTb Lenovyek NocTaBok.

6 IRM-mopenb B KOHTEKCTe ynpaBrieHus 6usHec-npoueccamu

B kauecTBe penosutapus npoueccos IRM-mogens npegnaraeT Habop npoLeccos, NpuemaeMbIxX 415 No-
CTaBLMKOB NMPOMbBILINEHHbIX YCNYr, UCNO/b3YOWNX 06 ENPU3HAHHYIO KOHBEHLMIO NO MOAENIMPOBAHUIO NPO-
LLeccoB.

6.1 PenosuTapuii npoueccos IRM-mogenu

MonHblii peno3uTtapuii npoueccos IRM-Mofenu cogepXuT CTPYKTYpPUPOBaHHbIE B MEpapXUX cTaHAap-
TU3NPOBAHHbIE OMUCAHUS NPOLLECCOB OGCAYXWBAHUA C PA3NNUYHLIMU CTENEeHAMW feTanu3auun ¢ Tem. yTo-
6bl NO3BO/INTL MO/L30BATENSAM MPOBOAUTL @HA/IM3 OCHOBHbIX MPUUMH OTK/IOHEHU pabounx XapaKkTepucTuK.
Mpouecchbl IRM-Mofenu cBs3aHbl NOCPEACTBOM BXOAHbIX-BbIXOAHbIX fJaHHbIX U yCTaHABNMBAKT NapTHEpPCKUE
UHTepeiicHble Npoueccbl ¢ ApyrMMu cTaHgapTHbiMM BPM-mMoaensMu. Ha pucyHke 3 cxemaTuyecku npep-
CTaB/ieHa uepapxusa npowuecca Ha ABYX YPOBHSIX.

YpomHb 1 Mpoukxbl KM-mopanv Ha
(CtpnTBNMBMLL YPOHI0 1 orponansioT Bo 061acTb
npoLieccsl) LUM-W 1NN UNUNNT, ataka

cTporaw?cbenpBeLl T U HOMM
0N cchepbl n6CAynnammmns

Ypo—1b2 HaypoBHe s rM-blof BN chepa

OdosisiLb ndbirypsau) oflaTyanm nHau w T BbiTb
OCHUTypHpaHHa ANs opafXuHus
CTPBraHii 2 uansii C NETUTbl OHaH OM
KN npo*. HagaHHom ypoaba
nocTWaM yoryr T bsiyloT
onepaLMoHHyI0 orpannao,
OPVEHTUPOBAHHOIO HO LUMPOTHbIE
Ar00PbI

PucyHok 3 — Vepapxus npouecca IRM-mogenu

MockonibKy cTpykTypa IRM-Mofenu oxBaTbiBaeT OTHOCSLLMECS K Lienoyke MocTaBoK 6U3HEC-ycnyru B
NPON3BOACTBEHHO-CEPBUCHbLIX CETAX MOCTABLYUKOB YC/Yr, NO/Ib30BATE/IN MOTYT YNpaBsiTh Pas/IMYHbIMN Nep-
cnekTMBaMu nx 6M3Heca e Tpex Hanpas/ieHUsX, Kak 3TO NMokasaHo Ha pUcyHke 4.

- Mpeo6pa3oBaHne cTpaTernii 06CNYXNBAHUSA B (PYHKLMOHANbHbIE LEeNn U U3Mepumble AeicTBus ny-
TEM KOPPENALMU NPUOPUTETHBLIX 3afay C NPOU3BOACTBEHHLIMU BO3MOXHOCTAMU (MEpapXnYecknx ypoBHein —

5
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C YpoBHsi 1 A0 YPOBHSA 3, TO €CTb CTPATErMYeckoro, TakTUYeCcKoro, onepaymMoHHOro YpoBHeili; ypoBeHb 3 He
yKasaH Ha puUCyHke).

- HTerpauus MeHegxMeHTa nopTdens ycnyr ¢ BbINOJIHEHWEM YC/YT C MOMOLLbIO COr1aCoOBaHHOMoO no-
ToKa CO3faHusi LeHHoCTu (NnaHupoBaHue, agantauns, peanusauns, ynpaBneHue, nogaepxaHuve).

- MpoBeaeHune pasnnMumnii Mexay KOHUEenuuamMu peanusaunmu ycayr, OCHOBaHHbIMI Ha annapaTHoM o6e-
CMeyeHnn u ycnyrax, noBbiWaWmMX LEHHOCTb, UCNO/b3ysi KOHKPETHbIe KacTepHble kpuTepun (o6Ccnyxusa-
HWEe. MOAEepHM3aLUs, YNaKkoBKa).

MpumeuvyaHne — Ha YpoBHe 2 KaxAblii CEPBUCHbI knacTtep NpeacTaBfeH YHUKa/IbHbIM HOMEPOM, KOTOpbIi
odhmumanbHO NpucBoeH abbpeBnatypam Agantauusi. Peanunsauums v Ynpasnewvne B Buge cumBosioB AX. Bx n Ox cooT-
BETCTBEHHO: TaknM 06pa3omM, A2 npeacTasnseT ycnyru no Agantaumm ans cpepbl 06cnyxmnaHms. A3 — Agantaumm ans
cdhepbl Moandrkaummn n A4 — Agantauum Ana cdepbl ynakosku.

6.2 KoHBeHUUN mopennpoBaHusa npoueccos IRM-mopenu

BaxHocTb IRM apXxuTekTypbl MOXHO MOAYEPKHYTb BO3MOXHOCTbIO pelleHWs BOMPOCOB, HauyuMHas oT
6ecnpobnemMHoii MHTerpaumm CooTBETCTBYIOWMX MOC/AELHUM [OCTMXEHUAM HayKu U TEXHWUKM KOMMOHEHTOB
ynpas/ieHns 6usHec-npoueccaMmyt 40 NPOCTOro UCMO/Ib30BaHNA CTPYKTYPbI, UCMOMbL3YSA YKa3aHHbIe Bbille TPy
HanpassieHus. MOMUMO 3TOr0 Kaxfblii nMpouecc ANS KaxAoro Hanpas/ieHusa (pasMepHOCTM) CTPYKTypbl uC-
nosb3yeT OfHU W Te Xe KPUTepun NpoekTUpoBaHus; onpejeseHne npouecca ¢ NOMOLLbI0 CTaHAApPTHON HO-
Tauun. B3aMMOCBA3b BXO[HbIX/BbIXOHbIX AaHHbIX, NoKa3aTesm 3a(peKTUBHOCTM 1 HaUNYULYI0 NPaKTUKY, Kak
39TO NokasaHo Ha pucyHke 5.

* fmrensHocTs Umam BbIKUMA—y jyw
r* — * OKIpKibl« ofloiyxi—Hwmn
«mnBKmb<nhiwoflonw M W

(PoMMAOLW 1
02
BuyLwe Ycnyra no goaanvHnK» BbikaeM
AHI— o6cnykunsaHun!
SnY AV m! memm (Fay i UKHWI »CUeTX 0Basly-KK—
>3MpoCc— 06esayLInNHN *0noT IX»CABTYX MWW Ta
1 ApumMkroam Yy — 1 »tH—emw 14 -gam  bu-y

rfl ALAAKIVL

Hauryuy ~
] M; n 1
e AHarm pMaaaacTaM U «e3 rKoT4O0MNbII

[———e+CoHaoTw nu«wlAMIMMBXMTTIL NUiina
»Aw ™M nollacuto

PucyHok 5 — KoHBeHUusi MofenimpoBaHusa npouecca
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6.2.1 TepMUHbI N HOTaLWMK NpoLecca

Ha kaxgom ypoBHe geTtanusauumn (Tunbl U KaTeropun NpoL,eccoB) NPoLecchl ONUCLIBAOTCSA NOCPEACTBOM
TEPMUHOMIOTUN U HOTaL MW HA OCHOBE COOTBETCTBYIOLLMUX NOC/EAHUM AOCTUXEHUAM HAyKN U TEXHUKN 6a30BbIX
NPOLECCHbIX MOAENSAX, YXe UCNOJIb3YyeMbIX B NMPOMbILW/IEHHOCTU. Bce npoueccsl 06beMHEHbl B3aWMOCBA3A-
MU BXOAHbIX/BbIXOAHbIX AAHHbIX, ONpeAenaloWMMyn B3anmMo3aBUCUMOCTM MeX Ay OCHOBHbIMU o6nacTamu (Tu-
namu npoueccoB) NAaHMPOBaHUA, BbINOSIHEHUA U NOAAEPXaHWUA, BHYTPU caMoil o6nactu notoka (kateropuu
npouecca), a Takke U3HYTPU-HaPYXy W CHapyXu-BHyTpPb C 6U3Hec-napTHepamMu (C/10i COBMECTHOI paboThl).

- Tunbl npoueccos YpoBHA 1 0603HavalTca 3arnaBHbIMKU 6ykBamu:

P — nnannpoBaHune (plan)

A — apganTtauusa (adapt)

B — peanusauusa/sbinonHeHune (build)

O — ynpaBneHue (operate)

SU — nogaepxaHue (support)

- Kateropuu npoueccos YpoBHA 2 C/ieAyloT 3a NOTOKOM CO34aHnsA CTOMMOCTK:

PA — nnaHunpoBaHue agantauuu (plan adapt)

PB — nnaHupoBaHue peanusauuu (plan build)

PO — nnaHupoBaHue ynpasneHus (plan operate);

- Mpouecchl NoaaepXKkn YPoBHA 2 0603HaYalTCs Kak:

SUl — meHemXMeHT nHdopmaLnoHHoh noaaepxkn (support information management)

SUR — MeHe[)XMeHT pecypcHoOli nogaepxkun (support resource management)

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

6.2.2 B3anmocBA3N BXOAHbIX/BbIXOAHbIX AaHHbIX

B IRM-Mogenu kaxAblii npouecc xapakrepusyeTcs onpefeneHHbIMU BXOAHbIMU U BbIXOAHbIMU AaHHbI-
MW. CBSI3@HHbIMW APYr C APYIOM C Lesbio (hOpMMPOBAHUSA €4MHOro MoToKa, KOTOpbI/i onpefenseT nocnepo-
BaTeNIbHOCTb W CBA3AHHYI0 C Hell B3aMM03aBUCMMOCTb. BXofHble faHHble MOryT NepexoAuTb OT BbIXOAHbIX
[JaHHbIX APYroro npouecca uau oT o6bekTa, ABAALWErocst BHELWHEeN CyLWHOCTb0 415 NocTaBLimka ycnyr (Ha-
npumep. 3akasynka wau nocrtaswuka). Tem xe o6pa3oM BbIXOAHblE faHHble npouecca MOryT nepexoauTb
K ofHOMY unun 6onee npoueccam W/MAN K KakMM-NnM60 BHELWHUM CYyLWHOCTAM. Takas nocnefoBaTesibHOCTb
BXOZHbIX U BbIXOAHbIX Al@aHHbIX NpeAcTaBnseT cob6oi MHOPMAaLMOHHbIN NOTOK, KOTOPbI/ O4HO3HAYHO COMpPO-
BOX/AaeT UCMNONIHEHWE YC/IYyTU — OT NepBOro KOHTaKTa C 3aKa34yMkoM [0 OKOHYaHUSA 06CNyXUBaHNA.

6.2.3 MNokasaTtenun athpekTMBHOCTHN

Mokasatenun acppekTusHocTn (PIl) galoT BaxHy MHOPMaLUIO 415 BO3MOXHOCTU KOHTPOAS U ynpas-
NeHuns npoueccamMy B YacTu 3apeKTUBHOCTM M PaKTUUeCKOol pe3ynbTaTUBHOCTM oKkasaHusa ycnyr. OHu oue-
HMBAIOT. OblIM NN AOCTUTHYTbI 3asB/IEHHbIE Lenn, 1 nomorawT naeHTuduunposaTs noTeHunan ansa cosep-
lweHcTBOBaHMSA. B IRM-mogenu kaxablii npouecc umeeT CBOW Pl. NPUCBOEHHbIV KaXA0My YPOBHIO, KOTOPbIN
nokasbiBaeT, YTO HE06X04MMO OLEHUTL BO BpeMsA peanusauuu npouecca. O6bIYHO penepHbIMKU ToYKaMu 4N1s
nsmepeHuns Pl sBnsAlTCA Havyano npouecca, UHULUMPYEMOro BXOAHbIMU AaHHbIMU, U OKOHYaHWe npolecca,
TO eCTb Korfga Mnosny4yeHbl BbIXOAHblE AaHHble. JONONHUTENbHO K 3TOMY CyLecTByeT cucTema nokasatenew,
KOTOpble U3MEPSAITCA B X0Ofe npouecca, HanpuMmep TeEXHNYECKNe XapakTepucTukn usnyecknux akTMBoB, Ha-
npuMep MalWHHOTO napka.

Ha cTpaternyeckom ypoBHe onepauuoHHble Pl crpynnupoBaHbl B CUCTEMY KKOYEBbIX NokasaTenei
appekTnBHocTU (KPI). KOTOpble BaXHbl A5 6eHUMapKuHra, AN BHYTPEHHEro NPUMEHEHUS NpU CpaBHEHUN
PYHKLMOHNPOBAHUSA Pa3IMYHbIX AenapTamMeHTOB Uau NPOU3BOACTBEHHbIX 06BEKTOB, OCYLLECTBAAIOWNX aHa-
NOTUYHYI0 feATeNbHOCTb. AW A1 BHELHEro NPUMEHEeHUs Npu cpaBHEHMN BbINMOIHEHUA onepavlumii no o6cny-
XUBAHWUIO C KOHKypeHTamu. Mokasatenu aheKTUBHOCTU CTPYKTYpPUpPOBaHbI cneunanbHbiM 06pa3om, dopmu-
pys CucTemy oueHkn kayecTBa ob6cnyxmBaHua (SPMS), onucaHHyw B 7.6.

6.2.4 Hannyuwasna npaktuka

B IRM-mogenn Haunydlwas npaktuka cumtaetca Haubonee ahhekTUBHbIM (HaumeHee TpygosaTpart-
HbIM) 1 pe3ynbTaTUBHbLIM (C HAUNYYLWUMUN pe3ynbTatammn) NOAX0L0M K BbIMOSTHEHUIO 3a4aHNsA, OCHOBAHHOM Ha
NoBTOPALWMXCA npoueaypax, KOTopble /10 NPOLWeCTBUN A/INTENLHOTO BPEMEHN NOSIOXUTENBHO 3apEKOMEH-
posanu ceba B 6oNbWINHCTBE cnyyaeB. B IRM-moaenun nocne Toro, Kak xapakTepucTMKK npolecca u3MepeHsbl,
a npo6enbl MAEHTUPULNPOBAHbI, OYEHb BaXHO ONpefennTb nepevyeHb HEOO6X04NMbIX PaboT Mo ycTpaHeHuo
3TuX Npo6enos. [lna KaxAoro npouecca onpegesied Habop nepefoBbiX NPaKTUK B COOTBETCTBUN CO CTENEHbLIO
ero 3HauyMMocCTy 419 Lenoyku NoCTaBKn YCAYr U B COOTBETCTBUMN C BO3MOXHOCTAMMU JOCTUXEHUSA NPOLEeccoM
«X/Iy4lUMX B CBOEM K/lacce» napameTpos.
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7 YpoBeHb 1 IRM-mopgenun — YpoBeHb cTpaTternyeckoro npotuecca

Mpouecchl YpoBHA 1 onpefensoT 06/1acTb NPUMEHEHNS onepayuii 06CNyXUBaHUSA, BKIIOYEHHbIX B MO-
nenb. IRM-mMogens o6beuHsieT B ce6e Bce NMPoLecchl, HaunHas 0T 03HAKOM/IEHUS C YCNYrol A0 ANNTENbHbIX
onepauuit 06CNyX1MBaHNS C UCMOMb30BaHNEM NOAX0AAa, OCHOBAHHOIO Ha «XWU3HEHHOM uukne ycayrn». Ha oc-
HOBaHUM Takoro nogxofa onpegeseHbl NATb OCHOBHbIX TMNOB NPOLECCOB: NnaHuposaHue (plan), agantayus
(adapt), peanusayus (build), ynpaBneHune (operate) n noggepxaHue (support).

Mpepnaraemblie KOHPUTypaLny oTPaxeHbl B TPEX NPOLLECCHbIX KaTeropusix — nnaHuposaHue (plan), Bbl-
nonHeHue (execute) n nogaepxaHue (support), U B TpeX CEPBUCHBIX KnacTepax — 06CNyXuBaHue, ynakoBka
n Mmoaundukayms.

- KaTeropusa «nnaHupoBaHue» ynpaBnseTcsi NocpeAcTBOM arperauuv, aHanmsa U ypaBHOBELUVWBaHUS
Tpe6oBaHMIi 3aKa3umka B YacT 06CNYXMBAHUA C OAHOV CTOPOHbI N BO3MOXHOCTE 1 pecypcoB NOCTaBLLNKOB
YCAyr ¢ Apyroii CTOPOHbI;

- KaTeropusi «BbINosIHEHUE» OMepupyeT npoLueccamu, OTHOCALWMMUCA K TunaMm agantauus, peanvsauns
1 ynpaeneHue. MNpoueccbl KaTeropum BbIMOIHEHUS, NpejHa3HavYeHHble 415 YA0BAeTBOPEeHNs noTpebHocTel
3akasuuka, B pamkax hasbl agantauus BkavalT B ceba afanTupylolime K NoTpe6GHOCTAM 3aka3unkoB nopT-
thenmn ycnyr, B pamkax hasbl peanusauumsa — co3faHue HOBbIX NPeAnokKeHN ycnyr n B pamkax gasbl ynpas-
NleHne — ynpas/iieHne 3TUMKN ycayramum B MHTepecax 3akasuuka;

- KaTeropusi «nogaepxaHue» onpegenseT u obecneunBaet B opraHusauuM Heo6xoAnMble CepBUCHbIE
MHPaCTPYKTYpPbI C Lefblo 06ecneynTb MakCMaibHO BbICOKWI YPOBEHb MAHMPOBAHUA U peanu3auun npo-
LLleccoB AN BHYTPEHHWUX onepaumii nocTaBluka ycnyr, a B ganbHeliwem obecneynTb CTaHAapTHbIe NHTEpP-
elicbl Ana npoueccoB 6U3Hec-napTHEPOB.

PaccmoTpeHHble NpoLeccHble kKaTeropMm NPOYHO CBsI3aHbl Yepe3 CTaH4apTM3NpoBaHHble B3aMMOCBS3U
BXO[HbIX-BbIXOAHbIX AAHHbIX C LLe/1bi0 MOMOYb NOCTaBLMKAM YCNYT B KOH(OUTYPUPOBAHUMN NX KOHKPETHbIX one-
paunii o6¢cnyXnuBaHmsa U Npu UX MHTErpaLum ¢ NPOU3BOACTBEHHbLIMU Lienoykamm nocTaBokK.

7.1 Tpouecchbl NaaHNpPoOBaHUA

[MOCKONbKY yCnyrn He MOTyT XpaHUTbCA Kak TOBapHO-MaTepuasbHble 3anachl, TO YCAyrn no njiaHMposa-
HUI0 ABNAKTCS BECbMa KPUTUYHBIM 3/1IEMEHTOM A5 YCNEeLWHOoro BefgeHnsa 6usHeca B cpepe ycnyr, u noaTomy
oxBaTbiBaeT BCH CYLLECTBYIOLLYI0 AeATeNbHOCTb B 3TON chepe. B mpouecce peanusauyunm gasbl naaHnpo-
BaHUA CTPyKTypa npoueAypHbIX METOA0B M3Haya/llbHO yCcTaHaB/MBaeTCs B COOTBETCTBUM C MOJIHbIM LUKIOM
Lenoyek NOCTaBKM yCAYT N X onepaunii. AKLEeHT fenaeTcs, npexie BCero, Ha cTpaterMyeckoM 1 TakTU4eckom
nAaHMpoBaHNM Ha CPefHEeCPOYUHbI U [OTOCPOYHBIA Nepuoasbl.

OcHoBHasa nges asbl N1aHMPOBaHMA 3akovaeTcs B pa3paboTke [0TOCPOUYHOrO cTpaTernyeckoro nia-
Ha A4NA Lenu ycnyr, 4yTo NOMOXeT CNPOrHo3npoBaTh OXugaemble TpeboBaHs pbiHKa, hopMupyoLne TpeHabl B
oKasaHuu ycnyr, 3afa4un BbIXxofa Ha pblHOK, YyCTAHOBUTb aKLeHT Ha NOTPebUTENbCKOM CerMeHTe, OCYLLeCTB/IATb
B3aumogeicTBme ¢ noctaBliMKkaMy 1 pas3BuBaTb CETU ycayr. TOMMMO 3TOro NpoLuecchbl NIaHNPOBaHUS BK/IO-
4yalT B ceba NporHosmMposBaHne n arperaymo 06bLeMoB paboT, nageHTudurkaumo, aHanus u onpegeneHne BHy-
TPEHHMX 1 BHELWHNX TpeboBaHuii kK pecypcam. Ha ocHoBe aHanu3a Tpeb6oBaHuWii K pecypcam U UX 4OCTYyNHOCTU
onpegensalTCcsa cTpaternyeckue Lenu B cpepe ycnyrc TeM, 4Tobbl 06ecneynTb ycnewHoe npogBmxeHne yepes
Bce hasbl peanm3sauun ycnyr. OCHOBHbIE Lesiv U K/I0YeBble peLleHns ANa 4aHHOro Tuna npouecca npueeAeHbl
Ha pucyHke 6.
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Twvn npoLiecca; nnaHnpoBaHue

OataHkMWwNun
e PBHLW&LLILW AONrOCPOUEH!» biL|LK U YEM MU NLLKAANA:
[pnrHcwdpeMmns Tpe6omnmbIi pbiHKa
e Np»T*pMmkeyIm pOp * ii pOUpkxC» TPOHACK B cCMXKIM 04 *a T «
Y *V
e OcdhannMuwayuTWwXyKHapblMX
e OITWpWMwWW LLI/VIVI)/FDZI'I'II/ILIFICI'G)TFE]/K— |

* P uw num otw yonyr

KmgWW P H I—
*  KoHdhunypauus noptdens yonyr
«  PwmpsEoTw gonrocpouHoraCTpemnnHoiaiB nieHauanoum yenyr
e T[1pCrHMA03Mn» 1 arper&uyHanaecs notpedurenein i 06LeMoB
. aHgJTMCbMKM,D,O AKOHa»nAa*sa 3HyrpeHHNX 1 BHELLHUX
ipeOteitfirt
¢ BeneHCwmposHO TpriOBOMMA 1 TOAWMXCH a HBAMYKn p60AC0a

PucyHok 6 — lMpoueccol nnaHMposBaHus

Mocne naeHTUdnKaLmm TpeHA0B, orpaHuyeHunii n gpaliBepos B cdpepe okasaHua ycnyr A8 npoueccos
NAaHMpoOBaHUS HEO6XOANMO ONpefennTb CTPYKTYPY AanbHelnx AeiicTBMIn Ha pa3nyHbIX pasax BbiMoHe-
Hus ycnyr. Hanbonee BaxHble pelleHns asbl N1aHMPOBAHNA KacalTca onpejeneHus ctpaternn no pacnpe-
[leneHunto pecypcos, pa3paboTku 1 nogaepxaHna ceTu ycnyr, a Takke peannsaunn ctpaterum, HanpaseHHo
Ha NoTpebuTens, C LeNbio ee NPYMeEHEHNA NpU KOHUrypuposaHuy noptdensa ycayr. JonoNHNTENbHO K 3TOMY
paspabaTbiBaeTCa geTa bHblli M1aH onepaunoHHOl AesATebHOCTU.

7.2 Tpouecchbl agantaummn

®asza aganTauuu NpenmyLLecTBEHHO CBA3aHa Cc agantauueil npegnaraemMbiX NOCTaBLWWKOM yCayr NopT-
hens ycnyr K KOHKpeTHbIM TpeboBaHMAM 3akasuuka C Le/bio pa3paboTkm nNpeAnoXeHnn No okasaHuio ycnyr,
oTBevawlux aTuM Tpe6oBaHnaM. OCHOBHOI Lenblo asbl agantayum ABAAETCS BbINOJIHEHME 3anpocoB 3a-
Kasumka B pamkax umetouieroca noptdpensa ycnyr Hambonee adppekTUBHbIM N HafeXHbIM ob6pa3om (cm. KPI
B 7.6 u npunoxexnun B). Takum obpasom, hasa aganTauuu HaueneHa Ha npeobpasoBaHue TpebosaHuii 3a-
Ka3uuka B KOHKPETHOe CEPBUCHO-OPUEHTUPOBAHHOE peLleHne C UCNOIb30BaHMEM 3HAHUI KOHKPETHOW npej-
MeTHOI 06/1aCTN 1 3KCMEepTU3bl MOCTaBLLMKa YCAYT.

MnaHMpyemMbiMn BbIXOAHbIMU AaHHbIMU has3bl ajantauuu B cdepe ycnyr ABAAKTCA NoAgnucaHHble
KOHTpaKT WAW cornalleHne Ha okasaHue YCnyr, KOTopble OTBEYalT OXWAAHWAM 3akKa3umka v COOTBETCTBYIOT
Tpe6oBaHMAM cTpaTernv u noptdens ycnyr nocraswmka ycnyr. [lna 4OCTUXEHUSA yKa3aHHON Lenu Ha dase
ajganTalumn nocTasLLMKY YCYr MOXeT NOHaf06MTbCA ONOMHUTEIbHOE paclimpeHune nopTdens 3akasos nU3-3a
BO3POCLUMX 3aNpPOCOB 3aKa3unka UM U3MEeHUBLUUXCS Tpe6oBaHMil pbiHKa. MOMUMO 3TOr0 AO/MKHbI 6bITh Nepe-
paboTaHbl M YTOUYHEHbI CPOKW, YC/IOBUSA U pacLeHky Ha npegnaraemble ycnyrvu gna obecneveHus 6ecnepe6oi-
HOCTK oKa3aHus ycnyr. O6wunii Bua asbl agantayum npecTaBfeH Ha pUcyHke 7.
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Tun npouecca: agantayusa

Ow uam
Bunnw ya TpeboBaHUIAXX MMM CUTan0BUMM
AYVIMMT/ILMILLIFO MopTdoesis yeyr
BBBAbIMB HOZAOCYC/TYT B MOPTAIE b YCyr
YTTMHLUAOTPETIO» LLTOOOp LW LW T, ataBwlpmmn
nyotomin AAHM1 joiyr
PripsCoriLu peTry>KTY K» OMHHLPCHCOK YPOHIE

bayHu pnw T
e [por ondha— M#WIipNNiw LMANBALL TaL PoooYLIM!—
o Oip#fliH#iwtM NOTBMPLUMWbLIX T LW M AN NTMaBbK PbIHLLHAK
eBlWAH/1a

*  NABHTUMXLLA cepesiCHbIXTPeboBasTHIA H WnpraegeLw6
aCOQiBtrCiud ¢ noptdienemycny

* [hopsa6oTTm noicy*n# E<syrranlfl npegocTaBieHVs
nwmmtiyvyiy

PucyHok 7 — lMpoueccol agantaumm

7.3 Tlpouecchbl peannsauynm

dasza peanusauun sensetcsa pasoii BbINOIMEHUsI/oKka3amMusa ycnyru, kotopas cnegyeT HenocpeacTBeHHO
nocne asbl agantayum U B paMkax KOTOpOW BbINOMHAWTCA 06A3aTenbcTBa, COrnacoBaHHble B KOHTpakTe
UNu foroeope Ha okasaHue ycnyr. MNMocTaBWKK yCnyr U ceTb NOCTaBLiMKa yCnyr CBOAMT BMECTe BCe Pecypchl,
annapaTHble cpefcTBa 1 o6opyaoBaHme, NporpamMMHble CpefcTBa U NepcoHan ¢ Lenblo peannsalun cepsuc-
HOro pelleHnn B WHTepecax 3akasuuka. OCHOBHasA Lefb hasbl peanusaymm — 370 HaLEXHO U apdekTns-
HO peanu3oBaTb CepBUCHOE pelleHne Takum o6pa3om, 4TOObl yA0BAETBOPUTL TPEOOBAHMAM Kak 3akasuuvka,
Tak U caMoro noctasluk ycnyra (CM. npunoxeHue b B yactn SPMS).

dasa peanusauun BkIYaeT B ceba BCe acnekTbl, CBA3aHHble C aHa/N30M TpeboBaHWii kK pecypcam
1 C onpejesieHMeM njaHa peanusauuu, KOTOPbIM PYKOBOACTBYIOTCA B NpoLecce peanusauum ycnyrm ¢ mo-
MeHTa Hauyana [0 3aBeplleHns ee okasaHus. PyKoBOACTBYSICb M/IaHOM peanusauuu, Heobxogumble 415 an-
napaTHbIX CpeACcTB 1M 060pYy/A0BaHUSA KOMMOHEHTBI U U3[eNina 3aKynatTcsa UM obecneynsBaloTca U3 BHYTPEH-
HUX pecypcos, NpeaBapuTesibHO KOHUTYPUPYIOTCA, a 3aTeM NPOXOAAT UCMbITAHMA Ha cooTBeTcTBMe. lMocne
3TOr0 yKasaHHble KOMNOHEHTbI M YCNYIK JOCTaBAATCA K MeCTy OCyLecTB/IeHNA paboT, r4e OHU MOHTUPYIOT-
CA. yCcTaHaB/IMBAKOTCA N OKOHYaTENIbHO KOHMUIypupyoTCcsa. Ha 3aBeplialolem atane KOHeuHble pesyfbTaTbl
paboT MCnbITbIBAIOTCA HAa COOTBETCTBME TPebOOBaHMAM COrfalleHns Uan KOHTpakTa, 4Tobbl 3adukcupoBaTh
hakT 3aBeplleHMe gaHHOro atana. [loMnmo aToro hasa peanusaunu BkiovaeT B cebs obyyeHne nepcoHana
Kak C MCMoNb30BaHNeM COBCTBEHHbLIX PECYPCOB, Tak U C UCMOMb30BaHNEM caliTa 3aka3uuka, a Takxe obecne-
YeHune AOoKyMeHTaumnen no BbINOSIHEHWNIO YCAYrM ANA NOCAefylowWwero ee ncnosab3osanHusa. O6wunin Bug dasbl
peanusauuv npueBefeH Ha pucyHke 8.
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Twvn npouyecca: powmManuuns

nTnnn . «wpnyp>poann< muv x gwu i
COp X a L, X pecypcos
YTynyynt umnvx unii M syTHBPanicTH «XNMUHbIKyanyr

PHOK/pB) yCryLL B pbrkex mpOGa kX0 rieH* nO Aot

KI-I*LI H b*p***«
* Mp«k*T>4pOuNBTL pecypcHble TpebOBBHX 1 ACCLyr»HOCThpecypcoB
*  OnpegenvTb BO3MOXHOCTb PCayIKALLLM nieHa nyTem CoMNCTLLenns
npoAanna«LL )MpoOoM>«iA U MIOTLOCC Msnomacrei
Mofap>KM L CBPLIAJY»>CBIr>M OL MU Tb— (yraLiHOLLPBUHMO
MTaHIOTWIW>, MW M NTb K BBpTOUUGOBWLT P UA]IP)|Y
ANA PMLLUMLUMWYCITyT
> O niipw rfc NwpsGHOCTTM OOYYBLLM NUtAIA MOGU T HOKO
repPCOHT, TKWN NepcoHasia «kKoOMM a

*

v

PucyHok 8 — lMpovecckl peannsauum

7.4 Tlpouecchbl ynpaBseHus

Mpouecchl ¢asbl ynpaBfeHUs BKIOUYAKT B Cebsl co3jaHne CTOMMOCTM OCHOBHbIX GM3HEeC-TpaH3akuuii
ANA Pa3/IMyHbIX MPOMbILIEHHbIX U CBA3aHHbIX C 4€/10BOI AesATENbHOCTLI0 yenyr. ®asa ynpasneHus sensetcs
K/loueBoil (Pasoii, rae cornacoBaHHble MexXay 3aka3uMKoM M MOCTaBLMKOM YCAYT YCAYru peannsyoTcs B Co-
OTBETCTBMM C OTOBOPEHHLIMW CPOKAMU U YCNOBUAMU. [IOCTUXEHNE COOTBETCTBYHOLLETO YPOBHSI 06CYyXUBaHNSA
1 NoflydyeHue BbIrof 3aKka3yvkoM NOCPeACcCTBOM MOBLILIEHWUS K/OUYEBbIX NokasaTeseil ABNSITCA OCHOBHbIMM
Lenamu nocrtasLlinka ycnyr. [TOMMMO 3TOro NOCTaBLMK YCAYT NOCTOAHHO MOBbIWAET KAYecTBO YCAyr nyTem
OLLEHKU KayecTBa peasin3oBaHHbIX YCAYT U UAEHTUMKALMYU NOoTeHurana Ans ux ynyuleHus.

3Ta pa3a 06bIYHO HAYMHAETCA C NaHMPOBAHUA NPOU3BOACTBEHHbIX YCNYr, KOTOPOE UHULMUPYETCS Ha
OCHOBe 3aka3a K/MeHTa IN60 NnepeyHsl yxe paHee COracoBaHHbIX paboT. Mcnonb3ys chpopMUPOBAHHYIO Ha
thase peanusauuy CEpBUCHYI UHMPACTPYKTYpy M HaAnexalwm o6pa3oM o6yuyeHHblii pabounii mepcoHan,
yCnyrn peanusyTcs MHANBUAYANbHO 418 KaXA0ro 3akas3umka. B 3aBUCMMOCTM OT BLJA OKa3biBaeMoii ycayrm
MCMONb3YTCSA TakMe pas/imuHblie NPOLEcChl, KaK TPAHCMOPTUPOBKA, XPaHEHUE, 06CyXBaHne 060py0BaHUS
(cnepys ofHOI M3 cTpaTernii 06CNyXUBaHUS: aBapuiiHbli PEMOHT, NAaHOBO-NPeAyNpeAuTebHbI PEMOHT,
npounakTmyeckoe uynpexgarwuiee 06CnyxunuBaHue), KanutanbHblli PEMOHT, yNnakoBKa 1 KOHTPO/b KayecTBa.
Ecnn Bce ckazaHHOe 0606WUTL, TO (pa3a ynpaB/fieHuss BHE 3aBUCUMOCTM OT BUAA YCNyru BkaouaeT B ceba Te
npouecchl, KOTOpble MO3BOJIAOT 4OCTUYL BbINOJIHEHNSA YCYTU U BbICTABUTb CYET 3aKkas3uukam 3a ee UCNosiHe-
Hue. OCHOBHbIE LEeNn 1 KoYeBble peleHns gasbl NpuBeeHbl Ha pucyHke 9.
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ltan npouecca: ynpew nt»

OunHOTMUUNT

OnNUWMI0 YCHYT TKArTY COOTULLO L 10 6 L, LI VDKTPLLIN
AnctTwmio nfhipiincn ypototo 461 WwnnMLwooatlno
TPSA6OMMMM €0 0 LI M M

auNetOUSCnny*TiL|H»HB*U> ypoae) rpGpoenknreMbik
yesyrJirontuTnas adxhmMOLLHOCTM M noTMpana 4 aid
MKanBHI0)

MocTtomoopoumeto TecTa obaysmmuna

MwundoTnmnongwtoli oOownnoniva He owo— TpMGoUT I
MHawia

ApuaTw A nuocT poagooooOHAOM MpaTy (MMPOoHWA,
M>KTapLL /1, a6OpA0CHLLMIO)

1i1|BMKa IKITenbHOCTM MOCTean |MKOB YCYT C LeNIbHO MOObILLIHUS eB
PUOYLUTUTMUKOTbI

BMTr&BnaHMeOu&nasie&34xy M ppbsaynsTeTam S«*1//08 Bhile
ouexun

PucyHok 9 — [Mpouecchl ynpasnieHus

7.5 Tlpouecchbl noaaepxaHunsa

MocnegHasa dasa IRM-mogenn. dpasa nogaepxaHus, obecneunaeT UHPPACTPYKTYPHYIO NOAAEPKKY
BbIMO/IHEHUS onepayunii 06CNyXMBaHNA, HaunHasa oT asbl agantauum fo dasbl ynpasneHns. OCHOBHOI Lie-
nblo hasbl noaAepxaHnsa ABAsieTCs onpeAesieHne 0CHOBOMNoOaralWmnx 6usHec-npasus, a UMeHHO, peryupy-
W MX MPUHLKMNOB, KOTOPLIMW PYKOBOACTBYIOTCS BCO 06CNyxuBalLime opraHnsauun. Bropas ocHoBHas Lenb
thasbl nogaepxaHns — 370 obecneyeHne HeorpaHMYeHHOro M NOCTOSHHOrO AocTyna K MHhopmaumm no scem
onepauuam 06CNYXUBaAHUS 1 Ha BCEX Wepapxnyecknx ypoBHaX. Momumo atoro hasa noggepxaHuns koppesnu-
pyeTcsi C MeHeXXMEHTOM pPecypcoB C Liesibio ob6ecneyeHns JOCTYNMHOCTU U COXPaHEHNA pecypcoBs, Heo6xoaun-
MbIX 15 06CNYXNBAHUA, 40 TOTO MOMEHTA, KOra OHW CTaHyT HE06X0AUMbIMM 418 onepaunii 06cnyxmBaHns.
O6wmit BuA thasbl nogaepxanHus npeactasneH Ha pucyHke 10.

Tun npouecca: noggepxaHve

OaHMHbINAWUAN

O|chraumioroootomo K] 1w )L |« 6» 10 U«H «nup)men«lplug(
npiHifnOa

"aguTtecb aHMaHHYBHHIAM 1 MOCTaHHCW JOCTYMNE C MHAAPLLILIKKN
aw wmm nwpag/l nffimy, T ™

TeBAHOrech B OCTYMNmm PECYPCOB 4/151 cbecreHeTs

flm iipiBidhiuuHonepaLyii o6cry>xmm ns

Onpepgenvte cTpiirerrOynpatienls pecype»u, o xununun,
Buxn-gntum nt.a

Kntoyamu pMmmm s

MpocTtute nB*MU*MHIP**ne»uw nepcoHaiom
O6nBpurna MeHeAXXMeHT 4 A Thbl X

O6NNrUTIY YOUUNUH YA BTHLLHNPUTIOMANH
Ynpoctute 1HO|AM»X | perynmpoBcHs)

PucyHok 10 — lMpouecchl nogaepxaHus

dasza noggepxaHua B OCHOBHOM CBsi3aHa C o6ecnevyeHneM NoAAEPXKKM 06CNyXuBaloL el opraHu3anmm
CO cTpaTern4yeckoi, UHOpPMaLOHHOW 1N pecypcHOl Touyek 3peHus. B yacTtu cTtpaterun dpasa nognepxaHuns

12



FOCT P 57314—2016

onpeaenser BHyTpeHHne GusHec-npaBuna n 6usHec-cTpaTernn, onpegensiet NPUHLUNbLI yNpaBaeHUs faHHbI-
MU. OLeHNBaeT B LLe/IOM KauyeCTBO BbIMOSIHEHUS YC/YT C TEM, UTO6bI NPEANPUHSATL MEPbI MO Ero NoBbILLEHUD,
1 B KOHEYHOM cyeTe oGecrneymBaeT COOTBETCTBME BHELHUM NpaBuiam perynnposanusi. lomumo atoro, hasa
noaAepxaHus o6ecneynBaeT 4OCTYN K UHOPMAL MK O XapakTepe KIMEHTYpbI, 0 nopTdesne ycayr, CEpBUCHOM
cornaleHun Ui KOHTpakTe, 0 pecypcoobec/ieYyeHHOCTU, 0 nokasaTenax paboTbl cepBUC-NapTHEPOB W T. M.
B uenom xe B hasy noffepxaHus BK/OYEHA BCA AeATE/IbHOCTb, OTHOCALWAACA K 06y4YeHUI0 nepcoHana,
ynpaBfieHW0 akTBaMmn N NPOU3BOACTBEHHLIMU pecypcamu, a Takxe 06CNYyXWBAHUIO U PA3BUTUIO CETU YCAyT.
Haunyuwas npaktuka asbl nogaepxaHus upesBbluaiiHo MHOTOO6pasHa 1 y3Ko cneunanm3nupoBaHa B 4actu
YC/I0BUWiA NpOLECCOB, U MO3TOMY C/I0XHA A8 KOHKpeTu3auuu.

7.6 CucTema oueHKU KkayecTBa ob6cnyxmBaHusa (SPMS)

SPMS ccdopmunpoBaHa B Buge tpex mogyneii: O6bekt ob6cnyxunBaHua (SO). [leaTenbHOCTb N0 06Cny-
XusaHuto (SA) (coBmecTHO chopmupyowme pabounii nHTepdeiic) 1 YA0BNEeTBOPEHHOCTb 3aka3ymMka OKasbl-
BaeMoll ycnyroit (SE), koTopble CHabxeHbl 3HauyeHMAMU nokasarteneit adpektusHocT (Pl) Ha pasinMyHbIX
YPOBHAX AeTann3aunm B COOTBETCTBUMN C NATbIO LieN1eBbIMU HanpaBAeHUAMN.

Ana moayna fesaTenbHOCTU Mo 06CNYXUBaHUIO 3Ha4YeHna Pl xapakTepusyoT peann3aunio Co6CTBEHHOIO
BHYTPEHHEero npouecca 06CAyXunsaHusa nocTasLimKa yCayr B YacTn 3P PEeKTUBHOCTU N HALEXHOCTN BbINOHSA-
eMbIX npoueccoB. Ana moayna O6bekT 06CNYXUBAHNA aKLEHT AenaeTca Ha TeEXHUYECKMX XapaKkTepucTumkax
06beKTOB (Hanpumep, Ha xapakTepucTukax MalwuH B ciyvyae TeXHUYEeCKOro ob6CnyXuBaHus), KOoTopble 06-
CNY>NBaAKTCSA NOCTaBLLMKOM YCNyr B NPOMU3BOACTBEHHON ceTn CHabXeHUs 3akasuuka. Mexay nocTasLiMKOM
ycnyr n notpebutenem ycnyr ocywecTtBnsetcs B3aumogeicTBue, oueHuBaemoe cneumanbHo paspaboTaH-
HbIMW NokasaTefnsiMy AUHAMUKMA B3auMOAENCTBUA, TAKUMU KaK «HaAeXHOCTb B3aMMOAENCTBUA» N «TOYHOCTb
MHhOpMaLUn». ITU NnokasaTenn HanpsMy WM KOCBEHHbIM 06pa3oM BAUSKOT Ha pe3ynbTaTbl 4eATeNbHOCTU
Ha 06CcnyXnBaeMbiX 06bekTax. YkazaHHble Moaynu SPMS npuBeaeHbl Ha pucyHke 11.

O61BbeKkT obcnyxmnBanus (SO) [eAaTenbHOCTb NO 06CnyXuBaHuto (SA)
MprmMepb! nokasarteneii MpvMepb! nokasarteneii
adhchexTrsHoCTY (Pl) 9 atpchekTnBHOCTU (Pl)

Ww ) « [loctynHocTb - ¢ HapgexHocTb
_ b b A ; * B °
* }‘Bgmp,menwocm § B p'e’la%poT;aHm
*  YpoBeHb KauecTsa 5 Jt ? e 3arparbl
S
o
MoTtpebutenb ycnyr MocTaBLWmK ycnyr

-Un -a n

Y[0BIETBOPEHHOCTb 3aKa3uunka ycyroi

PucyHok 11 — Mogynn SPMS

Mogynb y[OBNeTBOPEHHOCTU 3aKas3uuka OKasblBaeMmoi yCnyroi npefHasHayeH ANS OLEHKW paspbl-
Ba Mexay hakTMyeckuM BbIMOSIHEHUEM Onepauuii No 06CNyXnBaHNIO HA OCHOBE OGBLEKTUBHbLIX N3MEpeHWit
pabouero nHTepdeiica U BbIMOTHEHNEM ONepaunii No 06CAYXUBAHWNIO C TOYKM 3peHUs 3akasuumka. Mogynb
YyA0B/IETBOPEHHOCTMN 3aKasumnka ycnyroin cogepxut sce Pl pabouero uHtepdpelica (mogynn SA n SO), koTo-
pble cunTalTCcs Hanbonee BaXHbIMW ANA B3auMocCBA3ei B cdepe ycayr. [ToMumMo 3Toro npeaycMoTpeH psag
Cy6beKTMBHbIX Pl. Hanpumep cTeneHb A4OBEPUS K yCnyre, CpefCcTBa KOMMYHMKaL MK, IMNATUA YCyru, a Takxe
[OCTYNHOCTb M 6€30MacHOCTb YCAYT.
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[ns kaxgoro n3 mogyneii SO n SAonpeaeneHbl NATb OCHOBHbIX 3afa4 OLEHK/ KayecTBa 06CNyXnBaHus
C TOYKM 3pEeHMA LLeN0CTHOro NoAxoAa Kak co CTOPOHbI NocTaBLiMKa YCnyr, Tak U 3akasumka:

- HagexHocTb: aTn Pl oTHocATCcA kK cnocobHocTu SA n SO gocTuratb npegnonaraemoro uam coraaco-
BaHHOr0 YpPOBHS onepaumnii 06¢cnyxusaHnsi, NM60 ypoBHSA AOCTYMHOCTU ycnyr. HafeXHOCTb OTHOCUTCS K Cno-
CO6HOCTM SA BbINONHATL TpebyeMble onepauumn nNpu 3afaHHbiX YCNOBUAX U B 3afiaHHblli Nnepnoj BpeMeHu.

- boicTpoTa (BpemMs) pearnpoBaHusa: aTu Pl oTpaxaloT nepuos BpeMeHu Mexay HavyanoMm v 3aBeplueHun-
em SA 1 nepnof BpeMeHu, CBA3aHHbI ¢ SO (Hanpumep, BpeMs BblINOSIHEHNA 3aKas3a).

- T'mbkocTb/aganTupyemocTb: 3T Pl o6ecneymBalT 6a3nc Ans oyeHkn cnocobHoctn SAn SO agantu-
poBaTbCA K MeHAWLWMMCA TpeboBaHNAM OTHOCUTE/IbHO BPEMEHU N 06beMa paboT/MHTEHCUBHOCTH.

- AKTMBbI/3aTpaThbl: 3TU Pl oTpaxaloT chHaHCOBbIE 3aTpathl 415 ob6ecneyeHus yHkLMoHmpoaHua SA n SO.

- 3 heKTUBHOCTL/NPOAYKTUBHOCTbL: 3TU NMOHATUA BKAOYAIOT B ce6A OTHOCUTENbHblE 3HaveHusa P, uc-
nosib3yemble 415 OLEHKN CTaTUYeCKMX 3HaYeHuii Pl B yacTu BpemMeHn 1 3aTpar, n oTpaxatT 3peKTUBHOCTb
MCNosb30BaHUA pecypcoB B nNpouecce npeobpasoBaHMa BXOLHbIX AaHHbIX B BbIXOAHbIE.

Bce 3HaueHus Pl, a cnepgoBatenbHo U 3HavyeHuss KPI, OTHOCATCA K KOHKPeTHOI LeneBoli obnactu. B
TakoM c/lyyae KOMNaHus MOXeT HenocpeACcTBEHHO onpeaenatb, kakme KPIl XXW3HEHHO BaxHbl ANA BbINO/HE-
HUS ee cTpaTermyeckmx 3agad, U 370 NO3BONSET OCYLWECTBATL 3 EKTUBHbLIA KOHTPOb AEATENLHOCTU ANS
noctmkeHnsa ycnexa. MNMpu onpepeneHun cucteMbl 0606WEHHBIX NokasaTeneli (service scorecard) B COOT-
BETCTBMM CO CTPYKTypoli CHanaHcupoBaHHOW cuctembl nokasateneii (balanced scorecard) nnm KOHKPETHLIMU
CEepBUCHbIMW B3aUMOCBS3IMW NOCTaBLYMKY YCNyr HEo6xoaAnmMo oTobpaTtb cooTBeTcTBYOWMe KPI coBMecTHO
C 3aKas3uyuMkoM, NM6O yyecTb TOUKY 3peHuUs 3aka3umka B TOM Buae, B KAKOM OHa Oblna 3asBfieHa TOProsbiM
nepcoHasnom.

Ta6nuua 1 otpaxaet pacnpegeneHve KPI YpoBHs 1 no HanpaBneHusam SPMS u ueneBbiM 0671acTsm fe-
ATEeNbHOCTW. yKa3blBalllee Ha To. kakme Pl Heo6Xxo4MMo oLeHnBaThb B NEPBYI0 oYepeb Npu akLeHTMpoBaHUu
Ha KOHKpeTHble cTpaTternyeckue uenun. KPl YpoBHA 1 geTanbHO onncaHbl B npuioxeHun b.

Ta6nunuya 1— MNepeyeHb KPl NpUMEHNTENBHO K LieNeBbIM 061acTaM AesATeIbHOCTU U HanpasneHnsMm SPMS

LleneBas o6nacTtb geatensnoctul'vanpasnenmne SPMS
MokasaTenu yenesown

o6nacTtun AeATenbHOCTH
HagexHocTb

BbicTpoTa (Bpems) pea-
rMpoBaHus

fmékocTb/Nnpucnoco-
6n1semocTb

AKTUBbI / 3aTpaTbl

OdpchekTnBHOCTL / Npo-
[YKTUBHOCTb

NeAaTenbHOCTb

no o6cnyxusaHutio

HagexHocTb  feATesibHOCTN
no 06C]'Iy)KVIBaHVIKJ

[JnmTenbHOCTb LMKa BbINos-
HEHWs ycryrv

[nnTenbHOCTb LMKna BbINOA-
HeHWst ycnyrm

TMBKOCTb AesTeNnbHOCTM Mo
06CcNyXrBaHnio
ALanTupyemMocTb fenTenbHO-
CTN MO 06CNYXMBaHNIO

3arpaTbl Ha AesiTeNIbHOCTb M0
06CNyXnBaHNio

OdphbeKkTBHOCTL AeaTesibHo-
cTv no o6cnyxusaHuo Mpo-
OYKTVBHOCTb  AiesiTe/IbHOCTH
no 06CNyX1BaHUI

O6bekT 06CnyXuBaHus

HapexHocrbl'aththekTMBHOCTL
06beKTa 06CNyXMBaHUA

MpowussoguTensHoe / akcnny-
aTauvoHHOe Bpemsi obbekTa
06CcnyXmMBaHus

MpowussoanTensHoe/akenny-
aTtauuoHHoe Bpems ObbekTa
o6cnyxmBaHus

'MbkocTb 0bbekTa 06CNYXn-
BaHuA
AfanTnpyemocTb
o6cnyxmBaHus

obbekTa

O6wue 3aTpaTtbl Ha O6GbLEKT
o6cnyxvBaHus

OdhhekTMBHOCTL 06bEKTa 06-
CNyXVUBaHUsI
MpoAyKTMBHOCTL 06bEKTA 06-
CNyXu1BaHus

Y[O0BNETBOPEHHOCTL
3aKazunka ycnyroi

BocnpuHnmaemoe ka4ecTBo
o6cnyxmMBaHnsa

BocnpuHMmaemoe KayecTBo
o6cnyxmBaHua

BocnpuHumaemble 3arpartbl
Ha obcnyxvBaHve

BocnpuHimaemoe ka4ecTso
obcnyxmBaHns
BocnpuHimaembie 3atparbl
Ha o6cnyxuBaHve

7.7 TpumeHeHVe Haunydlel NpPakTUKKU 415 NPOLECCOB Pa3fiIMUHbIX TUNOB

C uenblo peanunsauuy 1 fanbHeiwero coOBeplIeHCTBOBAHNA NPOLLECCOB NIaHNpoBaHus Ha ase agan-
Tauum MOXHO UCNO/Mb30BaTb HaUIyUlWe U nepefoBble NpakTUkn. Lincdposas cBs3b MeXAy BOBNEYEHHBIMU B
CEPBUCHbI GU3HEC UTPOKaMU, UX CETbI0 06CYXMBAHNA U 3aKa3unkamu cogeicTeyeT achpekTUBHOMY MHDOP-
MaunoHHOMY OGMeHy Npu NAaHWpoOBaHWM YCAyr. Apyrue npakTuku, Takue kak COBMECTHOE NiaHupoBaHue,
NPOrHO3MpPOBaHWE U MOMOJSIHEHME 3anacoB/pecypcoB. B TOM 4Yuc/ie UCNO/b30BaHne MeXMyHKLUOHANbHbIX
rpynn Takke cnoco6CTBYOT eATENIbHOCTY NO NAaHWPOBAHUIO YCAYT.
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BbinonHeHne paboT Ha hase peanusauum obneryaeTcs UCNOMb30BAHWEM OMpefesieHHbIX NPaKTuK
ynpaBneHus, a Takke KOHKPETHbIX TeXHMYeckux pelleHuii. O6LmMe 3akasbl Ha NOCTaBKy U MOCTAaBKU TOYHO
B CpoOK (just in time) Takxe MOBbIWAIT HALEXHOCTb ¥ ONEepaTUBHOCTbL NpK okaszaHun ycayr. CoBMeCTHOe COo-
rnaweHne o npepocTaB/eHUN YCNyr yCTaHOBKU/TECTUPOBAHUA. a Takxe Mo yc/iyram YC/0BHOI ycTaHOoBKu/
BbINO/IHEHNA (B KayecTBe KOHLeNnTyasibHbiX MPOEKTOB WU yepTexeil) o6ecneymBaeT BblCOKY0 NPOU3BOAU-
Te/IbHOCTb W COr1acoBaHHOCTb NPU OKa3aHWW ycnyr. Takue TeEXHUYeCKMe cpefcTBa, Kak LnudpoBbie cucTembl
CBA3MW, 3/IEKTPOHHbIE Aeknapaynn, a Takke COCTaB/IEHUE CYETOB U 3/IEKTPOHHbLIN BbIGOp nocTaswmka (cop-
CWHT) U 3N1eKTPOHHbIE CpeAcTBa NOAAEPXKKM NeperoBopoB, OKa3biBAaKT NMOMOLb Ha NPOTSXEHUN BCeil dhasbl
peanusauum.

M3-3a orpoMHOro pasHoob6pasnsa ycayr Ha hase ynpas/ieHUs Hauaydwme npakTuku He knaccuduympy-
I0TCA ANA BCex onepaumnii o6cnyxmnBanma. O4HaKoO CyLecTBYIOT HEKOTOPbIe KOHLEeNuMnM Tuna oTcaexmeaHune
B pexume peanbHoro BpemeHu (online track), otcnexuBaHue (tracing) n otcriexuBaHne noctaBok (shipment
tracking), kKoTopble NOMOralT Kak 3aka3uyuky, Tak U NOCTaBLLWKY YCNYT MPY MOHUTOPUHIE cTaTtyca OTKPbITOro
3akasza. MeToAukn KOHTPONS KayecTBa B peXxume peasibHOro BpeMeHW M 3anpocoB/MOCTaBOK TOYHO B CPOK
TakKke Cnoco6CTBYIOT MPOLECCY BbIMOMHEHWUS yCNyr. MHMLMATWBLI NO HENPEpPbIBHOMY COBEPLUEHCTBOBAHUIO,
OCHOBaHHble Ha npuHuune JemunHra (Deming principle), (uukn Plan, Do, Check, Act], Takxxe nomoralT nocTas-
LW MKY YCNYT B MOBbILEHUN KayecTBa 06CNYXNBaAHNA.

8 YpoBeHb 2 IRM-mogenn — KoHpUrypaumoHHbIi ypOBEHb

B pamkax IRM-mofenu KoHe4YHOMY Mo/ib30BaTENO MpeAsaraeTcs TPU OCHOBHbIX yCayru, o6cnyxmBa-
HVWe. modepHusauus (Mmoandukaumsa) u ynakoska. [na kaxgoh u3 aTux knwueBblx o6nacTei A KnyeBbix
KnacTepoB MMeKTCA ONMCaHWNA TUNOBbIX YCAYT M NPOLLECCOB, a Takke OnMcaHus CBA3aHHbIX C 3TUMM npoLec-
caMu KOHKPeTHbIX NH(POPMaLMOHHbIX NOTOKOB, KOTOPble MO3BOAIOT OCYLLECTBATL ONepaLm 06CnyXunBaHus
onTuManbHbIM 06pa3oM. [ 3TOl Lenn Ncnonb3yeTca CTaHAapTHbIV WwWabnoH co CTPYKTYpOii, NpuBefeHHO
B Tabnuue 2.

Ta6nuua 2— WabnoH ana onucaHua npotecca

TexHonoruyeckas kapra npotecca

KoHTponbHble nokasarenu/Hopmatusbl npoLiecca, KOTOpbIMK cedyeT pyKOBOACTBOBATLCA MpW peanusaumn faHHOro
npotecca

BxoaHble faHHble BbIXoAHbIE AaHHbIE

BXOAHblE AaHHble, HEOBXoAVMbIe /11 KOHKPETHOW YCyrn, BbIXOAHbIE AaHHble, MOMyYEHHblE C MOMOLLbIO BXOAHbIX
YTOGbI NOMYYNTb KOHKPETHbIE BbIXOAHbLIE AaHHblE LaHHbIX

Haunyuywne npakTukm

npVMMepbl HauyYLlei NpakTUk1 4151 KOHKPETHOM yCiymu

MokasaTtenun adppekTMBHOCTM

Pl. kak OH onpefieneH B pasfenax HacToALLEero CTaHaapTa, M OTHOCSALLMIACS K KOHKPETHOI ycnyre

8.1 CepBUCHbIA knacTep IRM-Mmoaenn — cepBUcHoe o6CNyxXuBaHune

KnacTep cepBucCHOTO 06CNyXuWBaHusi BkAouaeT B cebs N6yl fesTeNbHOCTb, CBA3aHHYl C BOccTa-
HOB/IEHWEM UV NOAAEPXAHWEM B paboTOCNOCOGHOM COCTOSIHUU (DYHKLUMOHANbHOW eauHULbl (KOMMOHEHTA,
MaluHbl WK CUCTEMbI) B Npejenax Npou3BOACTBEHHOIO 06bEKTA B TaKOM COCTOSIHWM, B KOTOPOM 3Ta efu-
HULA camMa MOXeT BbINOMHATL npucyline el dhyHkyumu. OBCNyxMBaHWe BKIOYAET Takxe npejocTaBieHune
N6bIX MaTepmanos/ycnyr, He06Xo0ANMbIX AN OCYLLECTB/IEHUS BblleyKa3aHHOW AeATeNbHOCTU. MOCKObKY
OT JeATeNbHOCTU N0 06CNYXUBaHNIO 3aBUCUT (DYHKLMOHWPOBAHUE NMPOU3BOACTBEHHOTO 06bEKTA B LLE/IOM, TO
LesiTeNIbHOCTb MOCTAaBLLMKA YCYr N0 TEXHUYECKOMY OGC/YXWBAHUIO TECHO CBA3aHa C (DYHKLMOHWPOBAHWEM
NPOU3BOACTBEHHO CUCTEMbI 3aKa3uuKa.

K TunoBbIM ycnyram, npegnaraeMbiM NocTaBLMKaMy TEXHUYECKOTO 06CNyXNBAHNSA, OTHOCSTCS:

- ynpaBfieHne aBapuitHbiM PEMOHTOM;

- NNlaHUpoBaHWe u/unu ynpaeaeHue NaaHoBo-NpeaynpeauTeibHbIM PEMOHTOM,

- NlaHUpOBaHWeE U/WIW yNnpaBieHne U3MEPEHUSIMU 1 aHANTM30M AaHHbIX;

- nnaHupoBaHue u/Mnu ynpaeneHre npouaakTuyeckum/ynpexaaLum 06CnyxmBaHuem.
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K TunoBbIM npoueccam nocTasLiuKa yCayr no TEeXHUYEeCKOMY 06CYXKMBAHNIO OTHOCATCS:

- cornacoBaHve naaHoB 06CNYXUBaHUSA U NPON3BOACTBA (Kak 418 aBapuUintHOro peMoHTa, Tak u AN nna-
HOBOTO 06CNYXUBaHUS);

- obecneyeHune 3anacHbIMU YacTAMU (Kak A1 aBapuitHOro peMoHTa, Tak 1 A1 N1aHoBOro 06CyXMBaHNS);

- ynpaBneHune obcnyxmBaHvem (kak 4na aBapuiiHOroO pemMoHTa, Tak U 418 NNaHOBOro 06CnyXnBaHuna):

- ynpasneHvne usMmepeHnsaMun (4N8 nnaHupoBaHus 06CnyXnMBaHus);

- aHanM3 N3MepeHHbIX AaHHbIX AN1a pa3paboTkn pekomeHgaumnii o 06CNyXNBaHNIO.

8.1.1 ®da3a apanTtauumum Ha ypoBHe 2

da3a agantayum Ha ypoBHe 2 3anyckaeTcs cpa3y nocse nonyyeHus sanpoca-npenoxeHns oT NoTeHUN-
anbHOTO MK cylLecTBYHOLWEro 3akasumka. C Lenblo KOPPEKTHOTo onpefeneHns TpeboBaHnii K TEXHNYECKOMY
06cnyxumBaHnio 06beKT 06cnyxuBaHns (B LaHHOM cryvae 370 PYHKUMOHANbHAA eguHuLa, KOTOPYo NpeacTo-
UT 06CNYXMNBATb) AO/KEH ObITh MOABEPIHYT aHaIN3y C y4eTOM COOTBETCTBYHOL el NPON3BOACTBEHHOW cpefbl.
Ha ocHoBe AaHHOro aHanu3a MOCTaBLLMK YCAYr NO TEXHUYECKOMY O6CMAYXMBaHWUIO NOAroTaB/iMBaeT NepBoO-
HayanbHoe npeanoxexue. Mocne ganbHelWnNX cornacoBaHnii ¢ 3aKka3umkom npepgnaraeTcsa okoH4aTefnbHOe
npeasioxeHne, KOTOpoe O4HOBPEMEHHO npefcTaBnseT co60ii OCHOBY ANA KOHTpakTa No TeXHU4YeckoMmy 06-
cnyxuBaHuio. NMoanvcaHne KOHTpakTa ABAsSeTCA 3aBepluatoLmm atanom dassl agantaunu. O6wunii Buag dasbl
ajantauun npuBefeH Ha pucyHke 12. netanu ykasaHbl B Tabnuue 3.

»WKInM1>a>11>m>M1r6COow T 9P
|-— »TnraoTa WNUT — WUN—UANyn

Ta6nuuya 3 — [lpouecchbl agantauum ycayr no TeXHUYECKoMy 06CYXNBaHNIO, BXOAHbIE/BbIXOAHbIE AaHHbIE, Hanyy-
LUMe NPaKTUKW 1 nokasaTtenn athdhekTMBHOCTH

TexHonornyeckas kapta npotecca

3anpoc 3akasuuka Ha 06CyXuBaHve

AHann3 06bEKTOB 06CNYXUBAHNSA

Yenyrn no KOHUryprpoBaHuio 1 agantauym

MeperoBopb! 1 OKOHYATE/IbHAsA fOopaboTka KOHTpakTa Ha 06CnyxXnsaHne

BxofAHble faHHble BbixogHble faHHble
3HaHuA 3aKasuvka MpeanoxeHve 06 okazaHuM ycnyr (KOHe4YHoe)
CTpykTypa paboTbl 3aKa3unka MoAnucaHHbIVi KOHTPaKT

Mpasuna v cTpaternn 6usHeca
MopTbenb ycnyr 1 pacLeHKn Ha HIX
3anpoc npegioxeHuii

MnaH aganTauuu ycnyru
Haunyuwme npaktuku

Lincposas cBasb — EDI/XML
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OKOH4YaHue Tabnunubl 3

CoBMecCTHble COrnalleHus no ycnyram
MokasaTtenun adppekTMBHOCTM

HapexHocTb onepauwnii 06cnyxmnsaHns
LNUTenbHOCTb LKA BbINOMHEHUS YCyTu
3aTpaTbl Ha 06CyXMBaHNe
OhheKTMBHOCTL 06CTYXMBAHUS
BocnpuHumaemoe KayecTBo 06CNyXNBaHNS
BocnpuHymMaemMas CTOMMOCTb 06C/TyXUBaHUA

8.1.2 ®dasa peanusauum Ha yposHe 2

dasza peanusayum Ha ypoBHE 2 HaYMHAETCA C NJIaHMPOBAHUSA HEOBXOAUMbLIX ANA paboTbl pecypcoB U
onepauwuii (Hanpumep, maTepvanos, aKTVBOB, NepcoHana, NporpamMmmbl UcnbiTaHuii). Mo 3aBepweHnn NaaHu-
poBaHus Heobxogmmoe Ans 06CNyxMBaHWa obopyaoBaHWe, eciu TakoBoe npejnosaraeTcs, AO/MKHO 6biTb
M3roToBMEeHO NM6GO 3aKkynieHo, a 3aTeM TPaHCNOPTMPOBAHO B Ha3HauyeHHoe MecTo. Tam ykasaHHoe o6opy-
[oBaHue A0MXHO 6biTb YCTAHOB/IEHO, NPOTECTMPOBAHO, & 3aTeM cepTUMLMPOBAHO N 0406PEHO BCEMU Yyya-
CTBYHOLWMMN cTOpoHamu. O6wunii Bug hasbl peanusauum npusegeH Ha pucyHke 13, a Bce getanu ykasaHbl
B Tabnuue 4.

mlhilH Y>)PraMiMi < 1~/ Jm«mmm!

Ta6nuya 4 — lpoueccbl peasimsauumn ycayr no TeXHUHECKOMY 06C/TyXMBaHWIO. BXOAHbIEYBbLIXOAHbIE JaHHble, Hau-
Nyyllne NpakTUKK 1 nokasarenn aeKTMBHOCTY

TexHonornyeckas kapta npouecca

MnaHnpoBaHve AesTenbLHOCTY Mo peanunsauyumn

MpegfBapnTenbHOE KOH(UIypUMpOBaHe CepBUCHBIX MPOAYKTOB 1 akTVBOB

MocTaBka cepBUCHBIX MPOAYKTOB 1 aKTUBOB

YcTaHoBKa 1 KOH(UryprpoBaHne CUCTEMbI 06CyXMBaHUA

TecTupoBaHvie 1 cepTUdUKaLNA CUCTEMbI 0BCYXMBAHNSA

BxofHble faHHble BbixogHble gaHHble

MnaH peanusauum ycnyru PacnpepeneHune cepBUCHbIX PeCypcoB
Monyyaembiit MaTepuan YcTaHoB/IeHHast cucTema 06CnyXmBaHus
Monyyaemble ycnyrun MpoTOKO/IbI YCTAHOBKM W UCTbITAHUIA
Mpasuna KoHUryprpoBaHms AKT ciaun-npremMku

KomaHnga o6cnyxusaHns PelueHne o0 roTOBHOCTU K UCMO/1b30BAHNIO
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OkoHYaHue Tabnuuysl 4
PykoBofCTBa No yCTaHOBKe, CTPYKTYpbI U AieTanv npoLeccoB
noAAepXKn
LLlab1oHbI LOKYMEHTOB
PernameHTHble Tpe6oBaHUA
Haunyuwue npaxkTuku
Lindposas cBA3b — ED1/XML
CoBMeCTHOe NfiaHnpoBaHue 1 cocTas/ieHne nnaHa (C ykasaHuem BpeMeHw)
Mokasatenun acpeKkTMBHOCTN
HagexHocTb onepauuii 06¢cnyxuBaHus
[nuTenbHOCTb Umkna 06cnyxmBaHus (4AMTeNnbHOCTb Lykna nepeaadn 06CnyxmnBaHuns)
3arpartbl Ha 06CcnyXuBaHme
DhheKTNBHOCTL 06CNYXMBAHNSA
HapexHocTb 06bekra o6e/yxmBaHus
BocnpuHMmaemoe kauyecTBo 06C/TyXMBaHUA

BocnpuHuMaemas cToMMoCTb 06CNyX1BaHNA

8.1.3 ®da3a ynpas/ieHNs Ha YpOBHe 2

®asza ynpasfieHNA HauyMHaeTca cpasy Xe nocne NPUHATUA PelleHnss 0 «TOTOBHOCTU K UCMO/1b30BaHuio
KOHEYHbIMW N0/Ib30BATENAMU» U UHULUMPYETCA N0 3anpocy CO CTOPOHbI 3aKasyuka Wau no nosyyeHun npo-
M3BOACTBEHHOrO MaHa 3akasuuka, KOTOpbll fOo/KeH ObiTb 3aTeM npeo6pas3oBaH B MjaH 06CnyxuBaHus. B
c/iyyae NpouiIakTMYeCcKoro Uiy ynpexatLiero TeXHmyeckoro 06¢nyxmsaHnsa Heo6xoa4MmMo cnaaHupoBaTh U
BbINO/IHUTb U3MEPEHUS, YTOObI 3aTEM MOXHO Obl/I0 NPOBECTU aHaNn3 AaHHbIX 1 paspaboTaTb pekomeHgaunm
no fanbHeliwemy o6cnyxnsaHunio. Takme pekoMmeHaunn MOryT ObiTb TaKKe BHeceHbl B MaH AeicTeytolle-
ro TEXHUYECKOTO 06CyXMUBaHNA. 3aTeM BbINOHAETCA OCHOBHaA paboTa — ynpas/ieHue npoueccom o6cny-
XusaHus. Ee nnaHnposaHue (C ykazaHMeM BPEMEHHbIX faHHbIX) MOXeT OblTb NPOBEAEHO MOBTOPHO, YTOObI
yyecTb Heo6X04uMble U3MEHEHUSI B CTaTyCe CUCTEMbl, Bbl3BaHHble HenpefBuUAeHHbIMU 06CTOATENIbCTBAMU
(aBapuAm#u). MNocTaBLMK YCAYT HA PerynspHOil OCHOBE NpeAcTaBasieT OTYEeT O XO4e npouecca TEXHUYECKOro
06CNyxXunBaHus, BbICTaB/AsAeT cyeTa Ha onnaTy M oTc/lexusBaeT NPoxoxaeHue nnatexei. [ns obecneyeHus
YCTOWUYMBOCTM BbINOSIHEHUA NpoLecca 06CNyXUBaHUA NOCTABLUK YCAYr AO/DKEH Takke WMeTb 06LWunii nnaH
onepauwuii n obecneunsatb NOAAEPXKY ero peanusauun. O6wWmnit Bug hassl ynpasieHus npusefeH Ha PUCYH-
Ke 14. a nogpo6HOCTU yKasaHbl B Tabnuue 5.

TWPWLIONb AMTKbIOATK MOO6MMMMHIb

PucyHok 14 — dasa ynpasneHusi. Ycayrm no TexHmyeckomy oocnyxmsanuto (02)
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Ta6nuua 5 — [MpoLecch! ynpaBneHyst ycayramu no TEXHNYECKoMy 06C/Ty)XUBaHUIO. BXOAHbIE" BbIXOAHbIE JaHHbIe, Hau-
JlyyLlIne NpakTKL U nokasatenu apheKTUBHOCTY

TexHonoruyeckas kaprta npotecca

AHanu3 3anpoca Ha npoBejeHue paboT No aBapuitHOMY PEMOHTY
MnaHvpoBaHve NpoBeAeHUs U3MEPEHUit (C ykazaHMeM BPEMEHHbIX AaHHbIX)
[laHHble NPOW3BO/CTBEHHON CUCTEMbI U3MEPEHUIA N XPaHEHNS!

AHanIM3 N3MepeHHbIX AaHHbIX

CospgaHune 1 06MeH pekoMeHAauusaMmn No 06CAYXMBAHMIO

MnaHvpoBaHne MeponpUATUIA N0 06CNYXUBaHWIO

YnpaBrneHve NpoLLeccom aBapuitHOro peMoHTa

YnpaBrneHve 3annaHnpoBaHHbIM MPOLECCOM 06CAyXVBaHNSA

O6paboTka 06paTHON CBS3M C 3aKa34YMKOM U COCTaB/IEHME OTYETA 06 06C/YXMBaHUN
BbicTaBneHne cMeTa, OTCNeXMBaHUE U MoNyYeHne naaTexei

BxogHble AaHHble BbIxoAHble AaHHble

MnaH ynpasneHns o6cnyxmBaHnem CueT 3a BbINONHEHHbIE PaboThl

[laHHble 06 aBapusx Craryc nnarexa

MpepnoxeHne 06 okazaHWM ycnyr (KOHEYHOE) Mnatex

3anpoc Ha o6cnyxusaHne Craryc npouecca 06cnyxmBaHus

TexHuueckne xapakTepucTukm o6bekTa 06CyXMBaHNs OTyeT 0 pe3ynbTarax TEXHNYECKOro 06CAyXMBaHNs
Mpon3BoACTBEHHBIN NAaH-rpadmk PekomeHgauumn no gasnbHeiemy 06CyXmBaHuo

AHa/IM3 AaHHbIX NPOM3BOACTBA U 0GCYXNBaHUS
YcTaHOBMEHHAsA crcTeMa 06C/TyXMBaHUs
[locTynHoCTb pecypcos

[locTynHocTb MaTepuasios

Hawnyuywve npakTuku

AHanu3 BMA0B 1 NOCneACTBUA OTKa30B

ONEeKTPOHHbIV 06MeH faHHbIMKU (EDI)

CoBMECTHOE NJIaHUPOBaHKe 1 CocTaB/IeHUe NnaHa (C ykasaHuem BpemeHu)
AHanus no lMapeto

MokasaTtenun appekTMBHOCTN

HagexHocTb 06CnyxmBaHus

[NnnTensHOCTb Lykia 06CnyXmnBaHus (4 IMTeNbHOCTL LKA nepesayv 06CyxunuBaHms)
ApanTypyemocTb 06CNyXnBaHNS

3aTpaTtbl Ha 06CyXMBaHNe

OhheKTMBHOCTb 06CTYXMBAHUS

HapexHocTb 06bekTa 06CNyXMBaHNA

LnuTenbHOCTL 3KcnnyaTalum 06bekTa 06CNyX1BaHUA
'MbKOCTb 06bEKTA 0BCNYXMBaAHUSA

AfanTupyemocTb 06bekTa 06CyXMBaHNS

O6LMe 3aTpaTbl HA 06BLEKT 06CNYXKMBAHNSA
OhheKTUBHOCTb 06BLEKTA 06C/TYXMBAHNSA
MpounsBoanTeNbHOCTL 06bEKTA 06CNYXMBAHUS
BocnprHMMaemoe KayecTBO 06CNYXMBaHUS

BocnprHumaemas CToMMOCTb 06CyXBaHNA
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8.2 CepBuCHBbIN knacTep IRM-mogenn — Ycnayru no mogudukaumumn/mogopHmusanmm

Penosutapwuii ycnyr no mogudukayun/nepeocHaleHnio BkioyaeT B ceba Nobyo 4eaTeNbHOCTb, Havu-
Has OT KanuTasbHOIro peMoHTa [0 MOAepHN3aLm asToMaTM3MpPoOBaHHOIO MallWHHOIO 060pyaoBaHNA. YCnyru
no MofepHu3auun npegnaralnTcs Ha pa3IMYHbIX YPOBHAX. HUXHWIA ypoBeHb onpefenseTcs Kak kKanuTanbHblii
PEMOHT 1 BKNOYaeT B ceb6A BOCCTAHOB/EHWE UCXOAHbIA CBOMWCTB 06bekTa 06CNyXUBAHUA N €r0 KOMMNOHEH-
TOB. BepxHuii ypoBeHb MoAgugukaLmmn sBnseTcs mogepHusauneii obbekTa 06CcnyxmBaHusa, 4To npegnonaraet
agantaynio 06bekTa 06CNyXMBAHUA U €r0 KOMNOHEHTOB K COBPEMEHHOMY TEXHWYECKOMY YPOBHIO. BepxHuii
ypoBeHb MOAMdIMKaLMN BCerga UMeeT CBOMM KOHEYHbIM pe3y/nbTaToM 60/see BbICOKOEe KayecTBO, MOBbILIEH-
Hble BO3MOXHOCTW ¥ NPOU3BOAMTENBHOCTb. Mogudukaunsa BknwyaeT B cebs WUPOKUI cnekTp ycnyr, npegna-
raembiX NOCTaBLLMKOM YC/YT: KanuTanbHblii PEMOHT BCEro 06bekTa 06CcnyxunsaHus, gopabotka noALWNMHUKOB
KOpo6ku, AopaboTka Uan 3ameHa MexaHu4yeckunx y3nos npueoja, o6HOBNEHUE TMAapaBINYecKo CUCTEMbI U T.
n. CepBuUCHOe NpeAnoXeHne Takxe npejycMmarpuBaeT NepecMoTp TEXHUYECKON AOoKYyMeHTauum n obecneye-
HMe 3aWMTHLIMMW YCTPOCTBAMM Ha OCHOBE €BPOMeliCkKMX CTaHAapPTOB W. YTO BMOJSIHE €CTECTBEHHO, 06y4yeHune
nepcoHana 3akasuuka.

Tunosble ycnyru, npegnaraemble NOCTaBLLMKOM YCNYr N0 MoandmkaLuu:

- KanuTabHbI PEMOHT.

- MogepHu3aumsa mogyneii n o6bekTa 06CyXMBAHUSA B LLEe/TOM.

- TpaHCnopTUpOBKa.

- pasbopka v noBTopHas c6opka NPON3BOACTBEHHbLIX TUHWIA.

TuNoBbIMK NpoLeccamun nocTasLmnKa ycayr no Mogmdukauum SsnawTCs:

- pasbopka 1 aHanM3 NPOU3BOLCTBEHHbIX CUCTEM U NX KOMMNOHEHTOB.

-npoBepka u hopmMynmpoBaHme KOHLENLUN moaepHusauum,

- paspaboTka 1 U3roToB/IeHUE KOMMOHEHTOB/Moay e,

- cbopka n BBOJA B feiiCTBME KOMMNOHEHTOB/MOAYNEl.

- NOAroTOBKA AOKYMeHTauuun Ana moanuLnupoBaHHbIX NPON3BOACTBEHHbIX CUCTEM,

- UCMbITAHNA 1 HacTpolika paboynx xapakTepuUCTUK CUCTEMbI.

8.2.1 ®da3a aganTtaumn Ha ypoBHe 2

TunoBas cxema TEXHO/IOTMYECKOro mpouecca ANa NOCTaBLWKUKOB YyCAyr no mogudukaymm HadnHaeTcs
C Nony4vyeHVs NOCTaBLLMKOM YCNyr 3anpoca-npefnoxeHnsa oT NoTeHuManbHOro 3akasuvka, 3a yem cnepgyert
aHann3 NocTaBLMKOM yCcnyr o6bekTa 06CNyXMBaHUs C Lefblo TOYHOTo onpegeneHus TpeboBaHunii K TexHuye-
CKOMY 06CAyXuBaHWi0. Ha OCHOBe AaHHOro aHasnn3a NocTaBLLMK yCAyr N0 MoAgMduKaLMm roToBUT NepBoHa-
yanbHoe npeanoxeHue. Mocne ganbHeiwero 06CyXAeHNA C 3aKka34yMKoM NOAroTaBANBaeTCAa KOHeYHoe npej-
NOXeHne. KOTopoe ABNASEeTCA OCHOBOWN AN KOHTpakTa Ha noctaBKy ycnyr no moaudukauuun. Moanucanune
KOHTpaKkTa fiBAsieTcsA 3aBepliavlwmum atanom dasbl agantauun. O6wunii Bug dassl agantauny npMeefeH Ha
pucyHke 15. a nogpo6HOCTU yKasaHbl B Tabnuue 6.

»HaANnTb A Ne » rooCorym M 1 Y
Bl W TKT1«MHNDMM Yoryrm
m3aTpatil «ANYXXKM

ClCsamxm J

| -umakmn(m*-Ea/xm.
1 ="CONUMHMOCXVMOTHYOMcGoryxkvT! nam

PucyHok 15 — ®a3a agantaumu. Ycnyrm no mogudmkaumm (A3)
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Tab6nuya 6— lNpoueccbl agantaumy ycnyr no Moaugukauum, BXOAHbIE. BbIXOAHbIE AaHHble, HauNyYLLne NPakTUKn 1
nokasatenu aheKkTMBHOCTH

TexHonoruyeckas kaprta npotecca

O6paboTka 3anpoca 3akasumka

AHann3 06LEKTOB 06CTYXNBAHNSA

MOBTOPHOE YTOUHEHUE KOHKPETHbLIX TPEeGOBaHUIA 3akazumka

OGCy)K,QEHMG KOHEYHOro npeasoxeHua n npugaHne KOHTpakTy OKoH4YaTe/IbHOro Buaa

BxogHble faHHble BbixogHble gaHHble
3anpoc npeasioxeHuii MoAnucaHHbINA KOHTPaKT
MopTdhens ycnyr v nx pacueHku MpepnoxeHne 06 okasaHun ycnyr (KOHEYHOE)

3HaHus 3aKa3uvka

KnueHnTckoe gocbe

Mpasuna n cTpaTernn 6usHeca

Haunnyuwne npaktukn

Lincpposas ceasb — EDI/XML

CornaileHns o COBMECTHOM 06cnyxuBaHun (JSA)
B coBokynHocTu ¢ KPl ypoBHa 1
HapgexHocTb 06cnyxmBaHus

[NnTenbHOCTb LKA BbINOSHEHUS Yy
3aTpaTtbl Ha 06CayXmBaHue

OhheKTUBHOCTb 06CTYXMBAHUS
BocnprHMmaemoe kauecTBO 06CNyXMBaHUSA
BocnpvHrmaemas cToMmMocTb 06C/TyXnBaHus

8.2.2 ®da3a peanunsauum Ha ypoBHe 2

®dasza peanusalnm Ha ypoBHe 2 HauMHAeTCA C npouecca nJaHUpoBaHuA AeATe/IbHOCTU N0 peanusaunu
(c ykazaHmem BpeMeHHbIX aHHbIX), HaNpuMep Matepuasnbl, akTUBbl, NePCOHasn, NnaH-rpaduk ncnbiTadmnii. Mo
OKOHYaHWUW NNaHupoBaHUs 06beKT 06CNYXUBAHNA AOMXKEH BbiTb NpeBapuTesibHO 4EMOHTUPOBAH U OCTaB-
NleH Mo ajgpecy nocTaslynka ycnyr. [flanee oH noAsepraeTcs ganbHelilieMy JEMOHTaXy C Lefblo ero aHanusa
1 npoBoOpKuW/ajanTauny B COOTBETCTBUM C KOHLeNuueil mogepHusauum, cogepxalieiica B KOHTpakTe Ha 06-
cnyxusaHue. BepndunLumpoBaHHbI KOHTPAKT Ha 06CNyXMNBaHMEe U COOTBETCTBEHHO OKOHYAaTe/NbHbIA BapmaHT
KOHLLenuun MoAepHM3aLnm aBaaTca pesynbtatom dasbl peanmsayun. O6wwnii Bug dasbl peanusauuy npu-
BefleH Ha pucyHke 16. noAgpo6HOCTM yKasaHbl B Tabnuue 7.
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PucyHok 16 — ®aza peanusauumn. Ycnyru no mogudbmkauum (B3)

Tab6nuya 7— lMpouecchl peanusaumm ycnyr no Moauukauum, BXOAHbIE/BbIXOAHbIE AAHHbIE, HAUTYYLUME NPAaKTUKN
1 nokasarenu ahhekTUBHOCTH

TexHonornyeckas kaprta npowecca

(MpenBapuTeNbHbIA) AEMOHTAaX U TPAHCNOPTUPOBKA 06beKTa 06CNyXMBAHNSA

[leMOoHTax 1 aHa/IM3 NPOV3BOACTBEHHOW CUCTEMbI U KOMMOHEHTOB

Bepudhmkaums n agantaums ypoBHs MOAepHU3aLmm

Mpro6peTeHne KOMMOHEHTOB!YCyr y NOCTaBLLMKOB U NPOBepka kayecTsa

PeMOHT/MO,qI/I(*]VIKaLI,I/IH N npoBepka Ka4ecTtsa KOMNOHEHTOB

BxofHble faHHble BbixogHble faHHble
MoAnucaHHbIV KOHTPaKT lMnaH no aktmBam
[JocTaBneHas Npon3BoACTBEHHAA cucTema [JemoHTMpoBaHHasA NPoV3BOACTBEHHAA cUcCTEMA

PesynbTaTthl aHa/M3a 4EMOHTMPOBAHHOM NPON3BOACTBEHHOM CUCTEMBI PacueT noTpebHOCTM B MaTepuaniax

MnaH peanusaumm KoHUenuus MoaepHu3aLmm
O6opyfoBaHve A4St UCTbITaHWiA LLiTaTHoe pacnucaxvie

Havnyuwmne npaxktukm

ABTOMAaTU3NPOBAaHHbIV KOHUIrypaTop NpoayKTa
MexXyHKLMOHarbHbIE rpynMbl

ONeKTPOoHHas Aeknapauns n cocTaB/eHNe CYETOB
ONEeKTPOHHBI COPCUHT 1 NoLaka A/1s neperosopos
CornalueHunsi 0 COBMeCTHOM o6cnyxuBaHum (JSA) AN yCTaHOBKW/ NPOBefEHNs UCTbITaHWI
B coBokynHocTtu ¢ KPl ypoBHsa 1

HagexHocTb 06CnyX1BaHus

[NUTeNnsbHOCTb LKA BbINOSIHEHWS YCNyTn

3arpartbl Ha 06CcnyxuBaHue

OdpheKTUBHOCTL 0B6CTYXUBAHNS

BocnpuHMmaemoe kayecTBO 06CyXMBaHNS
BocnpuHMmaemas CTOMMOCTb 06C/TyX1BaHNSA
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8.2.3 ®da3a ynpaB/ieHUA Ha ypoBHe 2

dasa ynpaBfieHUsi Ha YPOBHe 2 HAYMHAETCA C N1aHUPOBaHUs Tekylleil AeATeNbHOCTU. Ha cneaytowem
3Tane KOMMOHEHTbl U MOAy/nW, HeobxoAuMble ANA peanusauum KOoHUenuuu MoAepHM3auuun, AOMKHbI 6biTb
npuo6peTeHbl NM60 M3rOTOBMIEHbI CAMOCTOATENbHO. Mepen TeM. Kak 06bekT ob6cnyxumBaHua 6yaeT BHOBb
CMOHTMPOBAH W 3anylieH B 3KcnayaTtauuio, Heo6Xo4UMMO MPOBECTU MPOBEPKY KayecTBa BbIEYNOMSAHYTbIX
KOMMOHEHTOB ¥ moayneii. MpeaBapuTesibHble UCNbITAHUA W yCTpaHeHWe HeucnpaBHOCTelW OyayT ABAATLCA
nocneAHnM atanom nepej Tem. Kak 3akasynk npoBefeT UCMbITAHUS U 0406PUT MOAEPHU3NPOBAHHBIA 06beKT
Ha TeppuTOpUM NocTaBLluKa ycayr. Mocne 3Toro oA06peHHbIi 06EKT AOMKEH ObITb CHOBA AEMOHTUPOBAH
1 HanpaBfeH Hasaj K 3akas3uuky. B 3aBeplieHUM OH A0MXeH 6biTb CHOBa cobpaH, nmepedaH 3akasuuky U oT-
perynuposaH Ha ero Tepputopun. Ha nocnegHem atane nNocTaBLyMK YCNYr BbiCTaBAsieT cyeT u 3atem oTcne-
XVUBaeT npoxoxpaeHue nnatexa. 4ns obecneyeHus ycTouMBOro xoga npowuecca nocTaBLUK YCAYT LOSKEH
TaKkKo MMeTb 06W KA NnaH onepauuini n ocywecTBAsATb BCNOMOraTesibHy0 feaTenbHocTb. O6wunii Bug dasbl
ynpaBneHus npueefeH Ha pucyHke 17, nogpo6HOCTM yka3aHbl B Tabnuue 8.

_ »>pwvoailofiwsaly — W
»(poAe3mnIroor rpowosTalr
TNYTUMO6MT 06aumMwums

Mn— | W3aTPab! HaooarymMaaHM
KppWwMn
03
. lywmenamuns. .
B>1"n Ybaynano saonud wupH Bble3apl
'KMMTUSA M3gaomapu  Mporin rebviab

maw e vk w N H I < *KoauamHcTamu
*KMMMHMMeUam nuonmMsgaMMT A
*BHAvnmMN

N—yma 4
npétmm |

i »FHU A MUO» wnne H nn»
— ST, ILNVITIINLU
W IHIIM UIMH4
»AyrbTaLLI Cremxsnyd nMmnaHTporLl

PucyHok 17 — da3sa ynpasnenus. Ycnyru no mogudmkaumm (03)

Ta6nuua 8 — Mpouecchl ynpaBneHust ycnyraMmu no Moavdmkanum, BXoAHbIE/BbIXOAHbIE AaHHbIe, Kaumnyuylle npaxkTu-
Kv 1 nokasatenu achdhekTMBHOCTH

TexHonoruueckas kaprta npouecca

COBMECTHOE NIaHNpOBaHWe (C yKazaHNEM BPEMEHHbIX JaHHbIX)

MoBTopHas c60pkal/ycTaHOBKa YCOBEPLLUEHCTBOBAHHOMN CUCTEMbI

3anyck 1 npoBepka kauecTBa MoAyneli OCHOBHOM CUCTEMbI

Ob6ecneyeHvie MOAN(ULMPOBAHHON NPOU3BOACTBEHHON CUCTEMbI AOKYMEHTaLMel

BHYTpeHHMe UCTbITaHWsi U yCTPaHEHNE HeucnpaBHoOCTel

MpepBapuTensHas nNpremMka 3akasvnkom

[locTaBka cucTeMbl (4EMOHTaX, TPAHCNOPTUPOBKA, NOBTOPHAs CO0pKa Ha TEPPUTOPUM 3aKasumKa)
Moaaepxka TECTUPOBAHNA U HACTPOliKa CUCTEMbI

TexHuuyeckoe obCnyxunBaHne

BxofHble faHHble BbIxofHble faHHble

AKTMBbI MpoToKon npuemkm

KoHuenuua mogepHusaumm PernameHTHble TpeboBaHus

Mnanr-rpacmk mogudmkaumm YcoBepLueHCTBOBaHHasA NPOM3BOACTBEHHAS cucTema
Mnan-rpadmk ncnbiTaHuii OTyeT 0 KauecTBe NpoayKTa
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OkoHYaHue Tabnuuybl 8

O60pyaoBaHue aNs UCTbITaHWi CyeT 3a BbINO/IHEHHbIE PaGOTbI

[OKyMEHTaLMA O [LOCTAB/EHHbIX KOMMNOHEHTaxX 1 yC- [loKyMeHTaumsi 06 yCOBEpLUEHCTBOBAHHOW MPOU3BOACTBEHHOM
nyrax cucTeme

KomnoHeHTbl / Mogynu

[leMOHTUpOoBaHHaA NPOM3BOACTBEHHAA CUCTEMa
Hawnnyuwne npaxktnku

CoBMecCTHOe MnnaHnpoBaHune

ONeKTPOHHas AOKyMeHTaums 1 BU3yanamnsauyus
MoaroToBka JOKYMEHTOB O COOTBETCTBUM
MeTofMKN KOHTPO/S Ka4YeCcTBa B PeXVME peaslbHOro BpeMeHU
Pe3ynbTarthl CTATUCTUYECKOrO KOHTPOSIA

B coBokynHocTtu ¢ KPl ypoBHsa 1
HagexHocTb 06CcnyxusaHns

[NuTenbHOCTb LKA BbINOSIHEHUSA YCYyTW
AfanTnpyemMocTb 06CayXnBaHNsS

3artpartbl Ha 06Cc/yxuBaHne

OdhheKTUBHOCTL 0B6CTYXMBaAHNS

HapgexHocTb 06bekTa 06CnyxvBaHns
MpofoMKMTENBHOCTL MPON3BOACTBA/3KCNTyaTaUmMm 06bekTa 06CnyXBaHNS
'M6KOCTb 06bEKTA 06CNYXMBAHNA
AfanTmpyemocTb 06bekTa 06CyX1BaHNA
O6Lwme 3aTpaTtbl HA 06BEKT 06CyXMBaHNS
OdhheKkTMBHOCTL 06BbEKTA 06CTYXMBaHNA
Mpoun3BoAnTENIbHOCTL 06BEKTA 06CTYXMBaHNSA
BocnprHMMaemoe kayecTBo 06CTyXMBaHUA
BocnprHMmaemas CTOMMOCTb 06CNTyX1BaHWA

8.3 CepBuCHBbIl knactep IRM-mogenn — Ycnyrn ynakoBku

CepBUCHbIli KnacTep, B pamMKax KOTOPOro OKa3biBalOTCA YC/YrM yNakoBKM, BK/OUAET B ce6s Nobyio fes-
TENIbHOCTb, BK/0YAaA NepBUYHYIO YNaKOBKY, BTOPUUYHYIO YNAKOBKY U yNakoBKy TOBApOB Nog 6peHoM 3akasuu-
Ka. Mo3TOMy NOCTaBLY MK YCAYT YNAKOBKN SIB/IAETCA BaXHbIM NApTHEPOM B LieNOYKe CHaBXEeHUs U3roToBUTeNs,
KOTOPbIA 3a60TUTCS 06 ONTUMAsILHON NPUTOAHOCTY YNAKOBKW A4S TPAHCMOPTUMPOBKU M npoaaxu. OH HeceT
OTBETCTBEHHOCTb 3@ 3KCM/yaTauuio MHUW YyNakoBKW, KoTopasi B BUAE NOAYPOBHElN Takxe BKIo4YaeT B cebs
nNaHMpoBaHuWe v ONTUMMU3ALMIO NpoLLecca ynakoBKM, IKCMyaTaumio 1 06CNyXNBaHNE YNaKkoBOYHbIX MalUUH,
o6ecneyeHne COOTBETCTBYIOLMM MEPCOHANIOM, KOHTPO/b 3anNacoB yNakoBOYHOro Matepuana, a Takke rapaH-
TUpOBaHWE HaAEXHON M OTCNEXMBAEMOl yNakoBKU Hajnexallero kayecTsa B COOTBETCTBUM C MpaBuiamMu
3akKasuvka v rocylapcTBEHHOIO PerympoBaHus.

Tunosbie ycnyru, npegaraemMbie NOCTaBLUUKOM YCYT YNaKoBKuU:

- NNaHWpoBaHMe M ONTUMU3ALUSA NpoLecca ynakoBKu;

- aKcnayaTaums ynakoBOYHbIX MalUuH;

- 06CnyXnBaHe ynakoBOUHO NMHUK;

- OTC/IeXuBaHWe 3anacoB yNnakoBOYHOTO MaTepuana.

TunoBble NpoLecchl NOCTaBLUIMKA YCAYT YNaKOBKK:

- corflacoBaHue naaHoB NPOU3BOACTBA U YNaKOBKN;

- NonlyyeHue NPoAyKLUN ANS ee YNakoBKU;

- BblJaya yNnakoBOYHOr0 Matepuasna 1 KOHTPO/ib COOTBETCTBYIOLUX UHBEHTAPHbIX 3aNacoB;

- ynakoBka v npoBepka kauecTBa ynakoBku;

- TPAHCMOPTMPOBKA YNakoBaHHOW NpoayKuuu;

- NOBbILIEHME YPOBHS B3auMOAENCTBUS (KOOPAUHALMN) NPOU3BOACTBA, YNAKOBKN U NOTUCTUKN.
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8.3.1 ®asa aganTtauuy Ha yposHe 2

®dasa aganTtayuy Ha ypoBHE 2 HaYMHAETCA C 3anpoca-npeAnoxXeHuns oT NOTEHLMANLHOTO UK CYLLecTBY-
lollero 3akasuuka, KoTopblii Heo6xohMMo o6paboTaTh. UTOGLI TOYHO onpeaennTb TpeboBaHWUA K ynakoBOY-
Holi ycnyre, 06beKT 06CnyxmBaHnua, a B JaHHOM Cryvyae 370 noAgsnexaluii ynakoske npoAaykT, [O/DKeH 6biTb
TWaTenbHO NpoaHanu3nMpoBaH, BKIKYAs UCNOMb3yeMoe ANs ero NpousBOACTBA 3aBOACKOE 060pyAoOBaHue.
Ha ocHoBe yka3aHHOro aHasm3a NocTaBLWK YC/yr yNakoBKU NOAroTaB/uBaeT nepeoHavasbHoe Npepsnoxe-
Hue. MNocne ero o6CyXAeHNsa C 3aka3ynkoMm MNOAroTaB/NBaETCH KOHEYHOe NpefsioXeHne, KOTopoe OfHOBpe-
MEHHO ABNSIeTCA OCHOBOW N5 KOHTPaKTa Ha ynakoBOYHble ycnyru. Moanucanne KOHTpakTa siBNseTcs 3aBep-
watwlwmm atanom assl agantauun. O6wuii Bug dasbl agantauunm npuBefeH Ha pucyHke 18. nogpoGHOCTM
ykasaHbl B Tabnuue 9.

»*enocTLo6C
_ *[NUTBHOCTBL WA MTaMHU 4040

r »Muy HeeW B Waory HUUP
Meuun !
(bdpmmHRN 1
M
. nawTrLMn.
%HM; YOnynayn>lOsBm
*Knumrtamgam "~MprnwTvn né M— H JHAIT(UIArLU
trB,quT,qayTl/l.qOMHVlM HUC »|'||_|'p« n'qr'qe'r
-foorynioeTs fle oM 3 0 0 X
Mty Il ¥
wwnT | «UMCIpOMALL M —BUA0M.

j »Cocwuwae o anmaonaw ocaiu nn! (4J1)

PucyHok 18 — ®asa agantauuun. Ycayru ynakosku (A4)

Tabnuua 9— MNpouecchl agantauum ycnyr ynakoBku, BXOAHbIE/BbIXOAHbIE aHHble, HanyuLlle NpakTUKM 1 nokasa-
Tenm atpdekTMBHOCTU

TexHonornyeckasa kaprta npowecca

3anpoc npeAnoxeHuii 3akasunka Ha okasaHue ycnyr (RFP)

AHann3 06bEKTOB 06CTYXNBAHNA

KoHdpurypupoBaHue n agantauus ycnyr

MpoBefeHVe NeperoBopoB 1 OKOHYaTe/IbHOE NoANMCaHNe KOHTpakTa Ha 06CnyxnsaHme

BX0AHblE AaHHble BbIXOAHble AaHHble
3HaHWsA 3aKasumka Mpega/oxeHne 06 okasaHum ycnyr (KOHeUHoe)
KnneHTckoe focbe MoAnMCaHHbI KOHTPaKT

MpaBswna u cTpaternmn 6usHeca

MopTdenb ycnyr u ux pacueHku
[locTynHoCTb pecypcoB

Hawnyuywve npakTuku

Lindposas cBsisb — EDI/XML

CornawleHns o CoBMeCTHOM ob6cnyxuBaHun (JSA)
MokasaTtenun adppeKkTMBHOCTMU

HagexHocTb 06cnyxvBaHus

LNUTenbHOCTb LKA BbINOMHEHUS Yy
3aTpaTbl Ha 06CyXMBaHNe

OhheKTMBHOCTb 06CYXMBAHUS
BocnpuHuMaemoe KayecTBo 06CNyXNBaHNS
BocnpuHymaemMas CTOMMOCTb 06C/TyXUBaHUA
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8.3.2 ®dasza peanusauun Ha ypoBHe 2

®dasa peanusauuu Ha ypoBHe 2 HauMHaeTCs C NJaHMpoBaHUsA TpebyeMblX pecypcoB U BUAOB feATeslb-
HOCTW (HanpumMep, maTepuasioB, akTWBOB, MepcoHana, naaHa-rpaduka ncneiTaHuii). Mocne ykasaHHoro nna-
HNpoBaHuA HEOGXOAMMO N3rOTOBUTb UIN 3aKYyNNUTb YNaKOBOYHbIE MallWHbI, a 3aTeM A0CTaBUTb X K HA3Ha4YeH-
HOMY MecTy. TaM ynakoBO4YHast IMHUSA A0/KHA 6biTb CMOHTMPOBAaHA, UCMbITAHA, a 3aTeM cepTuduLuMpoBaHa
1 ogobpeHa BceMu yuyacTBYKOLWMMN cTopoHamu. O6WmMil Bug dasbl peannsauuv npusefeH Ha pucyHke 19.
noapo6HOCTU ykasaHbl B Tabnuue 10.

o LIIWOCTb
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PucyHok 19 — dasa peanusauun. Ycnyru ynakosku (B4)

Ta6nuuya 10— lMpoueccbl peanunsaumy YCnyr ynakoBku, BXOAHbIE/BbIXOAHbIE faHHbIE, HauyyLLne NPakTUKy 1 no-
Kasarenun achhekTmBHOCTU

TexHonoruyeckas kaprta npouecca

PaspaboTtka nnaHa-rpacmka MeponpuaTuii no peanusauum

MpepgsapuTenbHOE KOH(UrypupoBaHne NPoAyKLMM 1 aKTUBOB AJ18 BbINO/IHEHWS YCAYTN

[locTaBKa NpoAyKuyn 1 aKTMBOB A/15 BbIMO/IHEHWS YCIyTU

YcTaHOBKa 1 KOHUrypupoBaHue CUCTeMbl 06CYXVNBAHNS

VicnbiTaHve v cepTudmKaLmsi CUCTEMbI 06CTYXUBAHNS

BXOfHble faHHble BbIXOAHble AaHHble

MnaH peanusauum yciyr PacnpefeneHue cepB1CHbIX PECypcoB
MonyuyeHHble MaTepuasbl YcTaHOB/EeHHas cucTema 06CyXUBaHUs
MonyueHHble ycnyru YCTaHOBKa 1 NPOTOKO/bI UCTbITAHWIA
MpaBuna KoHUrypUpoBaHs MpOTOKO/ NPUEMKM

pynna no okasaHuio ycryr PelueH/e 0 roTOBHOCTM K UCTOMb30BaHI0

PykoBOACTBO MO ycTaHOBKe, NOAPOGHbIE AaHHble O CTPYKType W nog-
fepXKe Npon3BOACTBA

LLla610HbI 4OKYMEHTOB
PernameHTHble Tpe6oBaHuUs
Haunyulwme npaxktukm
Lincbposas ceasb — EDI'XML
CoBmecTHOe nnaHMpoBaHune
Mokasatenn adheKTUBHOCTMN
HagexHocTb 06cnyxmnsaHus

[MTEeNbHOCTb LKA 06CNYXMBaHUS (4/IMTENbHOCTb LKA nepeaayn)

26



FOCT P 57314—2016

OkKoHuYaHue Tabnuubl 10

3aTpaTbl Ha 06CyXMBaHNe
OhheKTMBHOCTL 06CNYXNBAHUS
HafneXxHocTb 06bekTa 06CyXMBaHNS
BocnprHMMaeMoe KauecTBO 06CyXUBaHNS

BocnpuHumaemas CToMmMocTb OGC]’Iy)KI/IBaHVIFI

8.3.3 ®asa ynpaB/ieHNs Ha ypoBHe 2

®a3a ynpas/qeHUa Ha ypoBHe 2 HauMHaeTCs nocfie NPUHATUS pPeLleHus O FOTOBHOCTM K UCMO/b30Ba-
HUIO. a 3aTeM perynspHo 3anyckaeTcs nocne noayyeHus NpPou3BOACTBEHHOrO NaaHa OT 3aka3uuka, KOTopbli
[O/KeH 6biTb TPaHCOPMMUPOBAH B NiaH yNnakoBOYHbIX paboT. MonyyeHne nognexauieil ynakoBke npoAayk-
UMM NpoMCXoauT O4HOBPEMEHHO C Bbljayeil ynakoBOYHOro maTtepumana. 3ateM BCTynaeT B CUY OCHOBHOMW
BUA AeATeNnbHOCTW, paboTbl MO ynakoBke M NpoBepke KayecTBa. llocne aToro nNocTaBLWMK YCNYyr AocTaBnseTt
ynakoBaHHY NpoAyKUMI0 B TO Ha3HaYeHHOEe MeCTO, OTKyJa OHa MOXeT ObITb nepenpassieHa B APYry0 YacTb
LLenoy4ykn NocTaBoK. YNakoBOYHaAs AeATeNbHOCTb MOXET UMeTb NOBTOPSAIOLWMNIACA XapakTep, Korga nocrtaBLLmK
yCNyr ynakoBkM HeceT OTBETCTBEHHOCTb 3@ HECKO/IbKO YyNnakOBOYHbIX ypOBHel. [MocTaBWuK ycnyr Ha pery-
NSAPHOI OCHOBe MpeAcTaB/sieT OTYET 0 Xofe npouecca ynakoBku, BbiCTaBAseT COOTBETCTBYOLME cyeTa U OT-
cnexuBaeT NpoxoxaeHune nnatexen. ina obecneyeHns ycToliuMBOro xofa BCero npouecca nocTasBLuK ycnyr
JOMKEH TaKkke umMeTb 06LW KA NnaH onepaunini n ocyw,ecTBNATbL BCMOMOraTe/ibHY0 AeATeNbHOCTb, Takylo Kak,
HanpuMmep o6CayXuBaHue AVHUM ynakoBku. O6Wwmnin Bug dasbl ynpaBieHus npueefeH Ha pucyHke 20. nog-
po6HOCTU yKasaHbl B Tabnuue 11.

» nTTecOanyw— |
*(KHUMWB 4B LW N oBONysa™Mn
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PucyHok 20 — ®a3sa ynpasneHus. Ycnyru ynakosku (04)

Ta6nuya 11— Mpouecckl ynpaBneHns ycayramMmu ynakoBku, BXOAHb3E/BbIXOAHbIE AaHHble, Hauydluue NpakTvku u
nokasaresnin athheKTMBHOCTH

TexHonornyeckas kapta npouecca

CocTaBfieHve nnaHa-rpadvka ynakoBo4HOM AeATeNbHOCTN
Monyyexne npoayKLmm

Bblgaya ynakoBoYHbIX MaTepuanos

YnakoBKka v NpoBepka kayecTsa ynakoBKu

MepemelleHne ynakoBaHHOW NpoayKLun

OTyeT 06 YyNakoBOYHON feATeIbHOCTH

BbicTaBneHue cyeta, OTCNEXMBaHUE 1 NOyYeHVe niaTexei
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OkoHYaHue Tabnuybl 11

BxofHble faHHble BbIxogHble gaHHble

MnaH ynpaeneHusi 06CnyxuBaHnem 3akasbl Ha yNnakoBOYHbIV MaTepuasl
Mpynna o6cnyxuBaHns BbicTaBneHue cyeta
Mpon3BOACTBEHHBIV NAaH-rpadmk CraTtyc npouecca ynakoBku
Mpoaykuus OTy4eT 0 Ka4yecTBe NPOAYKLMK
YnaKkoBOUHbI MaTepuas MepemelleHHas NPoayKUMs

CpoKmn 1 ycnosus npefoctasieHuns ycayrm OTYeT 0 BbINOSIHEHHOI YyNaKoBke

OTyeT 0 pabounx xapakrepmcTKax
Haunyuwmne npakTuku

CoBMecCTHOe nnaHnpoBaHune

LindppoBas cBA3b — EDI/XML
MpeaBapuTensHOe yBeaoMIeHe 06 oTnpaBke
MeTogukm obecneyeHnsi NOCTaBOK TOYHO B CPOK
MeTofMKN KOHTPONS Ka4YecTBa B PeXumMe peasibHoro BpeMeHu
Mokasatenu acpeKkTMBHOCTN

HagexHocTb 06cnyxuBaHus

[NUTenbHOCTb UMKNa BbINOMHEHWS YCYrn
AfanTupyemocTb 06CNyXBaHUS

3atpaTtbl Ha 06Cnyxu1BaHe

OdphekTnBHOCTb

HapaexHocTb 06bekTa 06CyXmBaHus
MpoAoMKMTENBHOCTL NPON3BOACTBA/aKCNNyaTaLmMmn 06bekTa 06CNyXMBaHNs
M6KOCTb 06beKTa 06CAYXMBAHNSA
AfanTMpyemocTb 06bekTa 06CyX1BaHNA
O6Lume 3aTpatbl Ha 06BEKT 06CAYXMBaAHNS
OdpheKTUBHOCTL 06bEKTA 06CYXMBaHNSA
Mpoun3BoANTENBHOCTL 06bEKTa 06CYXMBAHNS
BocnpuHMmaemoe kayecTBO 06CTyXMBaHUA

BocnpuHuMaemas cToMMocTb 06CNyX1BaHNsA

8.4 OnncaHne NpoLeccoB NaaHMpoBaHus

Mpouecc nnaHnpoBaHusa BkAOYaeT B cebsi uageHTUdMKaLmno, npuopmuTesaLnmnto n arperaunio TpeGoBaHuii
3aKasuumka U pecypcoB nocTasLimka ycnyr. 3atem pecypcbl U Tpe6oBaHVNA CONOCTABAATCS U pacnpegensioT-
Cs, 4TO6bl Ha 3TO OCHOBE MOXHO 6bI/10 cchopMupoBaTh NnaH. MNpouecc NaaHUPOBAHNA MOXeT 06CyxAaTbes
nepej kaxgablM BbINOMHEHWEM Mpouecca (agantauus, peanusauus, ynpasneHue o6CnyxmBaHueM, ynakoBka
n moandukaumna/nepeocunalieHue).

BbixofoM (pe3ynbTaToM) npouecca naaHMpoOBaHWUA ABASeTCA NAaH, KOTOpbl 6ygeT Mcnonb3oBaH ANs
KaXA0ro npowecca BbIMOTHEHUS YCNYIX C LEeNbio N1aHUPOBaHUS MeponpusiTuii No 06CNYXUBAHUIO: fanbHel-
lee KpaTKOCPOYHOE onepaTUBHOE NjaHMpoBaHWe Ha 60siee HU3KOM YpPOBHE OCYLLeCTBAAETCS AN KaX[oro
KOHKPETHOro npouecca ypoBHs 2 (Hanpumep, pasdpaboTka nnaHa-rpaduka MeponpusaTuii No o6¢cnyxmBaHnio B
pamkax npouecca ynpaBneHusi 06¢nyxumBaHmeMm unu paspaboTtka nnaHa-rpaguka MmeponpuaTuii no peanunsa-
LUy B paMKax npouecca peanusauun ycayr ynakoBku).

Bnarogapsi ux cpefHeCcpoYHOI/[0NTOCPOYHON NepcnekTuBe MaaHbl MOXHO UCMOMb30BaTb B kauyecTBe
onpegenuteneil uenu: B paMmkax noaxofa kak AO/MKHO 6biTb (TO-BE), B nnaHax MoOryT 6biTb onpegesieHbl
TpebyeMblii ypOBEHb TEXHUYECKNX XapakTepucTUK n CTpykKTypa.
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8.4.1 NMnaHupoBaHWe aganTtauunmn

PaccmartpuBaloTcs Tpu npouecca naaHMpoBaHUs ajantauuu: npouecc naaHMpoBaHusA ajantayum 06-
CNyXXUBaHUA. NpoLecc niaHupoBaHua ajgantalun ynakoBkM 1 NpoLuecc naaHMpoBaHuA agantauun Mogudu-
Kauun/nepeocHaleHus. Llenblo aTUX NpoLeccoB SBASETCA aHannM3 CepBUCHbIX TpeboBaHWl 3akasumka Ans
naeHTUMMUKaLUN N OLeHKM 3anpalinBaeMblixX yCayr 1 TpeboBaHuil K ycnyram, 4tobbl paspaboTtars niaH aganra-
LK. KOTOpbI ycTaHaB/MBaeT Noc/ief0BaTelbHOCTb AeiCTBUIA Mo agantauun ycnyr K TpeboBaHnam 3akasunka
[AN5 BCex NpPOeKTOB, OJHOBPEMEHHO peanndyeMbiX KOMNaHueli B TeyeHne onpeAesieHHOro nepnoga BpeMeHu.
O6wuin Bua asbl NN1aHMpoBaHusa agantayum npuBefeH Ha pucyHke 21. nogpo6HOCTH yKasaHbl B Tabnuue 12.
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Ta6nuua 12 — MMpouecchl NNaHWPOBaHUSA agantayumn, BXOAHbIE, BbIXOAHbIE faHHble, HAWNyyllne NpakTUKM U nokasatenu
3 heKTUBHOCTM

TexHonornyeckas kapta npouecca

NpeHTndukayna, npuoputesauna v arperayna Tpe6osaHmnii
NpeHTudukaymna, npuoputesauna v arperayna pecypcos
BanaHc pecypcoB n Tpe6oBaHuii

Paspa6oTka nnaHa

BxoAHble flaHHble BbIXOfHblE flaHHble
CepBucHble Tpe6oBaHUS 3aka3umka Mnan agantayuu ycnyru
BblGpaHHble ycnyru

Mpasuna u cTpaterun 6usHeca

Hanuune napTHepoB no cepsucy

Hanuune nepcoHana

Hanuune matepuanos

Hanuune aktnsoBs

Hannydwune npakTukn

CoBMecTHOe nnaHupoBaHue

Lincposas cBA3b — EDI/XML

Moka3aTtenn adPekTUBHOCTH

HapexHocTb 06CcnyxuBaHus

[ANUTenbHOCTb LMKNa BbIMOHEHUS yCNyTn

3aTpaTbl Ha o6cnyxunBaHue

AP eKTUBHOCTbL 06CNYXNBAHNA

BocnpuHumaemoe kauyecTBO 06CNyXMNBaHNA
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8.4.2 TMnaHupoBaHue peanusauuu

AHanornyHbiM o6pasom paccmaTpuBalOTCsa TPU Npouecca NAaHMpoOBaHMA peanusauun: npouecc nna-
HUpOBaHWA peanusaunm o6CNyxuBaHnsA, Npouecc NAaHUpoBaHMA peanu3aunn ynakoBku M npouecc naaHu-
poBaHus peanusaunv mogucukayum/nepeocHalleHns. Lienbto aTux npoLeccos ABASAETCS aHann3 CepBUCHbIX
TpeboBaHWii 3akaszumka M UMeKLWNXCA Pecypcos C Lenblo onpefeneHna nocnefoBaTtelbHOCTU AeACTBUIA no
peanusauumn ycnyr B COOTBETCTBMU C TPe6OBaAHUAMM 3aKa3uyuka 15 BCEX NPOEKTOB, O4HOBPEMEHHO peasnunsy-
eMbIX KOMMNaHuel B TeYeHne onpefenieHHoro nepmosa spemeHn. O6wWnin Bug chassl NaaHnpoBaHns peanunsa-

UMM NpMBEAEH Ha pUCYHKe 22. NoAPO6HOCTM yKasaHbl B Tabnuue 13.
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PucyHok 22 — Ycnyru no nnaHupoBaHuio peanusauuu (PB)

Ta6nuua 13 — lpouecchl NJaHUPOBAHUSA peanunsauun, BXOAHbIE/BbIXOAHbIE AaHHble, Hauy4yle NPakTUKU U no-

Kasatenu apgekTuBHOCTH

TexHonornyeckaa Kkaprta npouecca

NaeHTudnkayms, npuoputesayus n arperayus Tpe6osaHmii

NpeHTudnkaums, npuopmutesanmns v arperayna pecypcos

BanaHc pecypcoB 1 TpeboBaHuii
Paspa6oTka nnaHa

BxoaHble faHHble

MoanucaHHbI KOHTPAKT

MpepanoxeHue 06 okasaHnm ycnyr (KoHeuyHoe)
PernameHTHble Tpe6oBaHus

KomneTeHuns 1 BO3MOXHOCTM NOCTaBLNKOB
Ycnyra agantaynm niaHupoBaHus

MpaBuna n cTpaTternn 6usHeca

Hanuune nepcoHana

Hanunune martepunanos

Hanunune aktneos

Haunnyuwune npaktnku

CoBMeCTHOE nnaHupoBaHue

Linchposas cesizb — EDI/XML

MokasaTtenn ah P eKTUBHOCTH
HapexHocTb 06CNyxunsaHna

ANnTenbHOCTb LMKNa BbIMOSTHEHUA yCayrn
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OKOHYaHue Tabnunubl 13

3aTpaTtbl Ha 06CNyXnBaHue
BocnpuHuMaemMoe KauecTBO 06CNyXNBAHUS

BocnpuHnMaemas cCTOMMOCTb 06CNYXUBaAHUA

8.4.3 TlnaHnpoBaHue ynpasB/eHuUsA

B HacToAllemM cTaHAapTe Takke paccmaTpuBaloTca TpU npouecca naaHupoBaHua ynpasfieHnua: npouecc
nNaHMpoBaHUs ynpas/ieHusi obcayxueBaHuem, Npouecc NJaHMpoBaHUS ynpas/ieHWs YnakoBKOW W mpouecc
naaHnpoBaHuWa ynpasieHus MogudvkauveinynepeocHalieHmem. Llenbio aTux npoueccoB siBAsSieTCA aHanm3
CepBUCHbIX TpeboBaHWii 3aKasunka, NMeLNXcs pecypcoB 1 nx 6anaHca C uenbio pa3paboTku nnaHa ynpas-
NleHus. npegycMaTprBaloLLlero ocylecTB/eHne 3aniaHupoBaHHol AeATEeNbHOCTU Ha TeppuUTOpUN 3akasuuka.
O6wuit Bug hasbl NNaHNpoBaHNa ynpaBneHna NnpuBefeH Ha pucyHke 23. nogpo6HOCTM ykasaHbl B Tabnuue 14.

mhbumncrmotfaiywn pn
m/AnknabWw)cTs prrm o T M ycnym
«3UTPTbI mi— mi

PucyHok 23 — Ycnyru nnaHuposaHusa ynpaenenus (PO)

Ta6nuuya 14 — [pouecchl N1aHNPOBaHUA YNpaBieHNs, BXOHble/BbIXOAHbIE AaHHble, Haunyyl e NpakTUk1 1 nokasa-
Tenn ahheKTMBHOCTU

TexHonornyeckas kapra npouecca

NpaeHTudukaymns, npuopntesauuns n arperayns tpe6osaHuit

NpaeHTudurkaymns, npuopntesaumns n arperayns pecypcos

BanaHc pecypcos u Tpe6oBaHuii

Paspa6oTka nnaHa

BxoAHble faHHble BbIXOfHble faHHble

3asBKa 3akasunka MnaH ynpaBneHus o6cnyxnBaHmem
Mpoun3BoACTBEHHbIV NnaH-rpadmnk MnaH ynpaBneHna ynakosBkol

PelleHre 0 rOTOBHOCTM K UCMO/b30BaHNIO MnaH ynpaBneHus moaudunkauneii' nepeocHalyeHnem

Hanuune napTHepoB No cepBucy
MpepnoxeHne 06 okasaHum ycnyr (KOHeYHoe)
MnaH peanusayum ycnyru

MpaBuna n cTpaterun 6mMsHeca

Hanvnuune nepcoHana

Hannune matepuanos

Hanunuune aktneos
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OkoHYaHue Tabnuubl 14

Hannyuywwue npaktTuku

CoBMeCTHOe njaHupoBaHue

Lindposas ceazb — ED1/XML
ABTOMATM3UPOBAHHbIW BBOJ faHHbIX
WNHTerpupoBaHHOe ynpas/ieHne 3akasamu
3NEeKTPOHHbI COPCUHT 1 naowWwaaKa 418 NeperoBopos
MexXMdyHKLUMOHaNbHbIE TPYMMbI
MeHeaXMeHT peHTabenbHbIX NPOEKTOB
Moka3aTtenn apekTMBHOCTMN
HagexHocTb 06CNyXuBaHus
ANNTenbHOCTb UMKNA BbINOTHEHUSA YCNYTH
3aTtpaTbl Ha 06CnyXuBaHue
BocnpuHumaemoe KkayecTBo 06CNyXUBaHNA

BocnpuHumMaemas CTOMMOCTb 06CNYXNBAHUS

8.5 Npoueccbl nogaepxaHus

Mpouecchbl nogaepxaHua (BcnoMoratesibHble NMPoLecchbl) He OTHOCATCS K OCHOBHOW AeATeNbHOCTU No
06CNYXNBaHUIO, HO OHM Heo6XoAMMbI AN ee peanusauuun. Mpoueccbl NOAAEPXaHUS HE MPUHOCAT Henocpes-
CTBEHHOIi NOMb3bl B NpOLecce okasaHWs YCyr KOHKPETHbIM NOCTAaBLLMKOM YCAYr, HO 6€3 HUX OKa3aHue ycnayr
He Morno 6bl 6bITb peann3oBaHo.

Mpoueccbl NoaAepXaHus CBA3aHbl C «NpoLeccamun BbINOMHEHUA» (aganTauuun, peanvsauum U ynpas-
NeHns ANS KaxAoro knacrtepa) ¢ Uenblo obecneyeHns martepuanamu, pecypcamu uan uHgopmauunei, He-
06x04UMBbIMK ANS peanusauunm npoueccoB BbiNO/HEHMA. C APYroil CTOPOHbI BbIXOAHblE AaHHble NPOLEcCcoB
BbINOMIHEHNSA MOTYT GbITb BXOAHbIMY fJ@aHHbIMY NPOLLECCOB NOAAEPXKAHNA, KOTOPble NCMO/b3yTCS npouecca-
MU NoAdepXaHua Ana ynpabBneHusA/MONONHEHNS MmaTepuanaMmu, pecypcamu u uHpopmaumeii, kotopsle 6yayTt
BHOBb MCMOJ/Ib30BaHbl NPOLEcCaMMn BbIMOSTHEHNUS.

Mpouecchl noagepxaHnsa, peannsyemMble NOCTaBLMKAMUN YCYr, CBSA3aHbl KAK CO CBOUMMW COGCTBEHHbLIMU
3aKasymkamu, Tak u ¢ nmoctaBlnkamn. OTo Heobxoammo Ans cbopa MHopmayum, MaTepmanos U pecypcos,
KoTopble 6yAyT UCNONb30BaHbl NpoLieccammn BbINOMHEHUA. Ha pucyHke 24 NpounntoCcTpMpoBaHbl B3aMMOCBSI3M
MeXAay npoueccamu nogaepXxaHus v 4pyruMmu npoueccamu.
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PUCYHOK 24 — B3auMMOCBSA3W MEXAY npoueccamMu NogaepXaHus u gpyruMmu npoueccamu

8.5.1 lpouecchbl nogaepxaHua cTpaTermyeckoro MeHegXXmeHTa

Ycnyrv nogaepxaHus ctpaTernyeckoro MeHe)XMeHTa BKNOYaloT B cebs BCe Te BbICOKOYPOBHEBbIE NPOo-
Lecchbl. KOTOpble HEO6XOANMbI AN ONpeAesieHns cTpaTernn, NoANTUKM U GusHec-npasua KoMmnauuu. Mpouec-
Cbl NOAAEPXaHUS CTpaTernvyeckoro MeHeXXMeHTa A0/HKHbl COOTBETCTBOBATb HOPMATUBHOW JOKyMeEHTaLumn 1
TEXHONOTMYECKUM CTaHAapTaM, YCTaHOB/IEHHbIM BHELWHUMK opraHu3auusamu (Hanpumep, NpaBuTeNbLCTBOM),
a Takxke 3KCNepTHOI OLeHKe N MeHe)XMeHTY kayecTBa o06cnyxumBaHna. O6wmnii BuA faHHoW dasbl npuBegeH
Ha pucyHke 25, nogpo6HOCTM ykasaHbl B Tabnuue 15.

I Kn|M>fld n iiifu
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Mpoueccs MMAAL MHAHSA —
nun eymTorn4yoeaoro aAMbl*
— wganwxno - «n
! MpenaTrpato « MpBora nOrpftrtn* BAMWI
Mpan»»anpsallo 14|cTag =Mk Haupkuwre gkalvaw n ifi—i
|KnaxTtTagsbl >Cugam*yTrarori sa»bMm
HMUTWIMB

1 «AHanagaHHbIMO IhMMTM)N;KraHyalocpaaaHp0
«MomnamM*gHBbNM onNxy*apa
ml1porpmMbibl CL@M MKKM LW poa

PucyHcx 25 — Tlpouecchl nogaepxaHusa ctpaternyeckoro meHegxmenta (SUS)
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Ta6nuya 15— lpouecchl NoaaepxaHns CTpaTerMyeckoro MeHegXmMeHTa, BXOAHbIE, BbIXOAHbIE AaHHble, Haunydwne
npakTUKN 1 nokasatenn ahPeKTUBHOCTU

TexHonoruyeckas kapTa npouecca

MeHefXMeHT npaBun u cTpaternii 6usHeca

MeHefXMeHT cobnofeHna HopMaTUBHbIX TpeboBaHuii K ycnyre
OueHKa M MeHe[)XMeHT kauyecTBa 06CyXUBaAHUS

MeHeAXMEHT CTpaTernn faHHbix

BxofHble faHHble BbixogHble faHHbIe

MpoTokon npuemku MpaBuna u cTpaternn 6usHeca

MpaBuna n ctpaterum 6usHeca MnaH HenpepbIBHOTO COBEPLIEHCTBOBAHMNA
KnueHTtckoe gocbe CTpaTerna MeHegXxmeHTa gaHHblX

BHyTpeHHee B3anmogelicTBue (o6paTHble CBS3MN) MnaH coBeplieHcTBOBaHNS paboyunx xapakTepucTuk
OT4eT 06 ycnyrax OTueT 0 paboyunx xapakTepucrmkax

Tpe6oBaHus pblHKa PernameHTHble Tpe6oBaHua

PernameHTHble Tpe6oBaHuns

MpepnoxeHne 06 okazaHuu ycnyr (KoHeyHoe)

Haunnyuwne npakTtnku

Basenbckoe cornawexue |l

BusHec-aHanus

BusHec-npaBunia, cornacoBaHHble C 3aKa3ynkom
HenpepbiBHOE COBepLIEHCTBOBAHNE

Lindpposas cBa3b

YnpasneHune aBapuitHbiM BOCCTaHOB/IEHNEM

31eKTPOHHAaA JOKYMEHTaunsa u Busyanmsauuns

YnpaBneHue nepapxuyeckoin CTPYKTypoii xpaHeHna nHdopmaymm
Bubnuoteka MHPacTPYKTypbl MHOPMAaLNOHHbBIX TEXHONOT NI
CornaweHns o coBMecTHOM ob6cnyxusaHum (JSA)
[onrocpoyHble NapTHepCckue cornaweHns/napTHepcTea
KonnuyecTBeHHble NnokasaTenu npouecca n3mMepeHuit n obpatHas cBa3b C onepartopammn
YnpaBneHue faHHbIMU O NPOAYKLUK

3akoH Cap6eitHca-Okcnu

MporpamMmMbl OLEHKM nocTaBLnKa

Moka3aTtenn appekTMBHOCTMN

HafgexHocTb 06CNyxunBaHua

ANnNTeNnbHOCTL LWKNa BbINOMIHEHUA YCNYTn

3aTparbl Ha 06CNyXUBaHue

8.5.2 Tlpouecchbl nogaepxXaHUs UHPOPMaALMOHHOTO MeHeAXXMeHTa

Ycnyrn nogaepxaHus HPopMaLnoHHOTO MeHe)XMeHTa OTHOCATCS K MEHEeDKMEHTY TOl nHopmauum,
KoTopas Heobxoguma ASS peanusauuu ycnyrm nmb6o nHdopmauun, creHepupoBaHHOW camoil ycnyroi, 4to
BK/tOYaeT B cebs KkaTtanor ycnyr, faHHble 0 3aka3uuke, faHHble N0 KOHTPaKTy U ynpaB/ieHne AOKyMeHTauunen.
O6wuii BUA faHHol dasbl NnpuBeAeH Ha pucyHke 26. Nnogpo6HOCTM yKasaHbl B Tabnuue 16.
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PucyHok 26 — TMpouecchl nogaepxaHna nHopmaynoHHoro meHegxmeHTa (SUl)

Ta6nuya 16— Mpouecchl nogaepxaHus MHHOPMALMOHHOTO MEHEAXMEHTA, BXOAHbIE/BbIXOAHbIE AAHHbIE, HANNYY-

e npakTUKKM 1 nokasatenun apdekTnBHoCTN

TexHonoruyeckas kapTa npouecca
MeHeXXMeHT nopTdens ycnyr u npomnna KOMNOHEHTOB
MeHeXMEHT flaHHbIX O 3akasunke
MoppepxaHue/akTyannsauua faHHblX O KOHTpakTe
MeHefXMEHT JOKYyMeHTaLnmn

BxoAHble gaHHble

lMpoTokon npuemku

Mpasuna n ctpaternn 6nsHeca

KnuneHTtckoe gocbe

CepBucHble Tpeb6oBaHMA 3aka3unka

PykoBoACTBO N0 ycTaHOBKe

MnaHbl yCTAHOBKM annapaTHbIX CPpefCcTB, NPOrpaMMHOro
ob6ecneyeHnsi U MHTepeiicos

OT4eT 06 06CNyXMBAHUN
KoHuenuus mogepHusaymm
PernameHTHble Tpe6oBaHusa

MpegnoxeHne ycnyru

MopTdenb ycnyr u nx pacueHku
MoanvcaHHbIA KOHTPAKT

[lokymMeHTauusa nocraslmka Ha NpoayKT
TexHuyeckne npodnan NpoayKuuu
MoporoBblie 3HA4YeHUs

Haunydwmne npakTukn

MeHeAXMeHT B3aMMOCBA3ei ¢ 3aka3unkom
Lincdposas cBsizsb — ED1/XML

DNeKTPOHHAsA JOKYMEHTALMs N Bu3yanusayus

BbiXOAHbIe faHHblEe
[JoKkymMeHTbl peanusaumnm
Mpasuna KoHUrypnposaHua
JlOKyMEHTbI O COOTBETCTBUU
3HaHuA 3aKasyuka
KnuneHTtckoe gocbe

CepBUCHble Tpe6oBaHNA 3akKasunka

La6noHbl AOKYMEHTOB
NcTopuyeckue LEHOBbIE NMPEeAOKEHUs

PyKOBOACTBO N0 yCTaHOBKe

MnaHbl yCcTaHOBKW annapaTHbiIX CPeAcTB, NPOrpaMmMHOro

ob6ecneyeHus n nHTepgelicos

MpepnoxeHne 06 okazaHun ycnyr (KOHe4YHoe)
MopThenb ycnyr u ux pacueHkn
MoanucaHHbIl KOHTPAKT

TexHunyeckne npoduam NpoayKunu

CpoKU 1 yCNoBWSA NpeAoCTaBAeHns ycnyr
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OkoHYaHue Tabnuuybl 16

Pa3pa6oTka JOKYMEHTOB O COOTBETCTBUU

YnpaBneHue faHHbIMW 0 NPOAYKL UK

COTpPYyAHUYECTBO C 3aKa3uymkamu B o6nacTu paspaboTkum npoaykuumn
MeHeAXMEHT XU3HEHHOTO LKKna npoayKLum

TexHonorus pasBepTbiBaHUA YHKL M kayecTBa

Moka3zaTtenun appekTMBHOCTH

HagexXHocTb 06CNyXu1BaHuA

AfanTUpyemMocTb 06CNyXUBaAHUA

3aTpaTtbl Ha o6cnyxueaHue

WHHOBALMOHHbIE BO3MOXHOCTW KOMNaHUn

Fm6kocTb 06CNyXMBaAHNA

8.5.3 [llpouecchbl nogaepXaHna MeHedXMeHTa pecypcoB

Mpouecchl NnoaaepxaHna MeHe)XMeHTa pecypcoB npefHasHayeHbl 4Na ynpaBneHusa pecypcamu, Heob-
XOA4UMBIMWU 41 BBINOMHEHUA YCNYrU. STU pecypchl BKAOYaT B ceba nepcoHas, matepuasibHO-TeXHUYeCcKne
cpeacTBa, NapTHepCKue CeTu, akTUBbl U CEPBUCHYI MHpaACTPyKTypy. O6LWuii B AaHHOW asbl npuBegeH
Ha pUcyHke 27. NoApo6GHOCTM yKa3aHbl B Tabnuue 17.

mHeXHOCTb 06Ccnyxusa M a
-na*uapm*ocilqftny raw
r " »3CNANTMOOAUMLLH»
Mosurt |

PucyHok 27 — MNpouecchl nogaepxaHus meHegxmeHTa pecypcoB (SUR)

Ta6nwnua 17 — MNpouecchl NoAAEPXaHNA MEHe[XMeHTa PecypcoB, BXOAHbIE/BbIXO4HbIE AaHHbIE, HAUYyYLW e npak-
TUKW 1 NokasaTenn adPeKTUBHOCTH

TexHonornyeckas kapta npouecca

YnpaBneHue cepBUCHOI ceTbio NapTHEpPOB

MeHefXMeHT pecypcoB nepcoHana (HR)

MeHeAXMEHT UHBEHTaPHbIX 3anNacoB MaTepuanos A5 okasaHusa ycnyr
MOHUTOPUHT U MEHEAXMEHT CEPBUCHOW UHPACTPYKTYPbI
MNpoBeseHne obyyalomx CEMMHapoB

MeHeXMEeHT aKkTUBOB

BxofHble faHHble BbIXO/fHble flaHHble

MnaH HenpepbIBHOTO COBEPLIEHCTBOBAHMNSA BbINOMIHEHHbI KOHTPAKT

3anpoc KOMMepy4ecKoro npeAoXeHuns JoKkyMeHTaLMs o0 NocTaB/EHHbIX KOMNOHEHTaX 1 ycnyrax
[loCcTynHOCTb pecypcoB YcTaHOB/IeHHAsA cepBuUcHas cucrtema
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Tpe6oBaHus Kk pecypcam

MnaHnpoBaHue pecypcos

Pecypcebl

Ponu n cteneHn oTBETCTBEHHOCTH

CurHanbl gatumnka

MpeanoxeHne 06 okaszaHuu ycnyr (KOHe4YHoe)
OTueTbl 06 06CNYXMUBAHUN

YpoBeHb NpotheccuoHanbHON NOAroTOBKM
Mpodunb noctasumnka

BupTyanbHas nnaHupoBska 3aBoja

Haunnyuwmne npaktuku

FOCT P 57314—2016

MHdopmaumna o ctatyce cHabxeHus
OkasaHHble ycnyru

[0CTYyNHOCTb pecypcoB

Pecypceol

Ponu n cteneHn oTBETCTBEHHOCTH
3anfiaHnpoBaHHble AeHeXHble NOCTYNNeHuns
YpoBeHb npodheccuoHanbHo NoAroTOBKN
Mpocunnb nocTasLimka

CepTudunkaTt o npoxoxaeHnn obyyeHuns
MNMpoBeseHne obyyatlowmx ceEMMHapoB

BupTyanbHas nnaHupoBka 3aBoja

YTOUYHEHHble 1 yTBEePXAEHHble NnaHbl/cneyndnkaLmuH npolecca

ABTOMaTWU3MPOBAHHbI BBOA AlaHHbIX

ABTOMaTU3NpPOBAHHAA KOPPeKLNA NPOU3BOACTBEHHON UH(hOPMaL MK napTHepa

ABTOMaTMyeckoe ysefloM/IEHNE O Hayane v 3aBepLieHnn

O6uwune 3akasbl Ha 3aKynky
CoBMecTHOe nnaHupoBaHue
HenpepbiBHOE COBEpLIEHCTBOBAHUE

KpnTepnn paHxmpoBaHna NocTaBLLMKOB

MexaHu3Mbl onpefenieHNss UHTEHCUBHOCTM cnpoca: cCucTemMa opraHusauum martepuasnbHO-TEeXHUYECKOro CHabXxeHus

KaHnbaH co cknaga

MpoekTupoBaHne/MoepHU3aLMa Npon3BOACTBEHHOIO 060PY/0BAHMUSA C Le/1bi0 MAKCUManbHOTO MOBbIWEHUS ero TN6Ko-
CTn 1 n3bexaHns nepe6oes B paboTe TEXHONOTMYECKOW NUHNN

Ludposas cBs3b

3aBojckas MHOpPMaLMOHHAsA CUCTEMA 3/1eKTPOHHOTO NPUHATUA peLleHnit

Cpepfa, o6ecneuynBatolLan BbINOTHEHWE [esTe/IbHOCTN TOYHO B CPOK

Bo3moxHOCTb oﬁcnymmaava MHOXeCTBa 3aKa34yunkoB

CTpaTernu TEXHUYECKOro 06CnyxXuBaHus
Meperosopbl ¢ NapTHepamu o pasBuTUU

MoceleHnss 06bEKTOB NAPTHEPOB

O6ecneyeHne HeMmpPepbIBHOTO MTAHOBOTO 06YyYeHUs COTPYAHUKOB

O6ecneyeHne o6yYeHUsi COTPYAHUKOB 06CNYXMUBAHNIO AN OGPaLLEHNIO C TOBAPOM, UM UCNONb3ys cucTemy FAQ (4a-

CTO 3ajjaBaeMblX BONPOCOB) B PeXWMe peasbHOro BpeMeHun

MeHeAXMEeHT MaTpuLbl HaBbIKOB

MeHeAXMeHT peHTabenbHbIX NPOEKTOB
Mporpammbl cepTudMKaLmm noctasLimka
MporpamMmbl OLeHKN nocTaBLnKa

CucTeMbl OLEHKM KayecTBa paboTbl NocTaBLynKa
KomnnekcHoe W cucTemMHoe ynpaBieHue KayecTBOM
Moka3zaTenun achpekTMBHOCTHU

3aTtpartbl Ha 06CnyxuBaHue

HagexHocTb 06CnyXuBaHus

Fm6kocTb 06CNyXMBaHUA

ALanTupyemMocTb 06CyXUBaHNS
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MpunoxeHune A
(cnpaBou4HOE)

Mpumepsbl ncnonb3oBaHua IRM-mogenu

B faHHOM paspgene npeAcTaBieHbl TpU HArASAHbLIX NpUMepa, pellanllnx pasnyHbie 3ajadyn corfacoBaHnsa 6ms-
Hec-npoueccos. peanunsauyuu IT pelweHnii Ha OCHOBE MPOLLECCOB W NOC/AeAyloLero NOBTOPHOIO COTNacoBaHNSA CEPBUCHbIX
onepauuii. Bo Bcex aTux npumepax IRM-mMmogenb ncnonb3oBanach € LeNbio AOCTMKEHUS NOHUMAHUA CYLeCTBYOLWMX Npo-
651eM 6U3Heca N HaXOXAeHNA ONTUMasIbHOro pelleHuns.

Mpumep ncnonb3osaHna Nel — YnpaBneHne napkoM BETPO3HEPreTMYeCcknx ycTaHOBOK C UCNOIb30BAHUEM YCyr
N0 TEXHUYECKOMY 06CNYXNBAHMIO.

OCHOBHOIl Lienblo faHHOro npuMepa siBNseTca onpefeneHne 6M3Hec-NpoLeccoB A4S NOATOTOBKM MPeAnoXeHUs
(3aABKM) Ha TexHUYeckoe 06CNyXNBaHNE, MOAJepPXMNBatoLLee MOHUTOPUHT COCTOSIHUSA B PeXVMe peanbHOro BPEMEHM A4
ynpaB/ieHUsi NapkoM BETPO3HEePreTMYecknx yCTaHOBOK.

Mpodnnb feATenbHOCTU NapTHepa

Ipynna SKF saBnsetca rno6anbHbiM NOCTaBLMKOM NPOAYKL MY, peLleHNii N0 npo6emMamM KIMEHTOB U yCNyr B GU3He-
ce. KOTOPbI CBA3AH C MOALWMNNHNKAMMW N YNJIOTHUTENAMU. YCAyru, oTHocAWnecsa k cchepe komneTeHuun SKF. BkawoYaoT B
cebs TexHUYeCKylo NoAAepxXKy, TexHuyeckoe o6CNyXMBaHNE, KOHTPONb TEXHUYECKOTO COCTOSAHUS NPOU3BOACTBA, YCNYyrn
no pasBUTUIO CTAHKOCTPOUTEIbHON NPOMBbILWIEHHOCTH 1 06yyeHne. SKF Takke npojosixaeT HapalwusaTb CBOe BAUSHNE
Ha pblHKe U3fenuii ¢ NMHeiHbIM NepeMeLLeHneM, a TakKe B 06/1acTi BbICOKOTOUYHbIX MOALWMWMHUKOB M CMAa304YHbIX MaTe-
puanos.

BusHec-mopgenb

SKF paspa6oTana Ana pblHKa BETPOIHEPTeTUKN CUCTEMY MOHUTOPUHIA B peXnme peanbHoro spemenn (WindCon).
SKF WindCon System o6ecneunBaeT onepaTtopa nosiHbIM Ha6opoM CBeAEHU 0 KOMNIEKCE BETPOIHEPreTUHeCKNX CUCTEM
M UX TeKylleM TEXHUYECKOM YypOBHe.

Cunctema SKF WindCon no3sonut onepatopy:

- NOBbLICUTb CPOK CNYX6bI/paboTOCNOCO6HOCTL BETPAHOIO ABUTaTeNsa:

- coKpaTUTb BpeMs 06CnyXunBaHusa 1 NOBbICUTb 3P PEKTUBHOCTD;

- COKpaTUTb 06Uy CTOMMOCTb 06CYXNBAHUSA.

SKF npegnaraeT nosiHoe WHTErpupoBaHne CUCTEMbl NyTeM BHEAPEHUS COBPEMEHHbIX CXEM MOHUTOPUHIA COCTOS-
HUA U 3alWNTbl B r106anbHY0 CUCTEMY KOHTPONSA Napka BeTPO3IHepreTUYECKUX YCTaHOBOK. Takas UHTerpauus nossonser
n3bexaTb BbICOKO3ATPATHOrO HeNpeABUAEHHOTO BPEMEHU NPoCcTos 060pyA0BaHNSA U CHUXAET pacxofbl Ha IKCnayaTaLuunto
nobecnyxuBaHue.

BusHec-noTpe6HOCTH

SKF Heo6x0AnMo co3fjaBaTb HOBble 6U3HEC-MOAeNn AN yNpaBieHns pocTom B cdhepe okasaHWsa yCnyr ANS pblHKa
BETPO3HEPreTMyecknx yCTaHoBOK.

Hanpumep, 6M3Hec B 4aCTU MOHUTOPUHTa COCTOAHUS BETPAHbIX ME/bHUL, XapakTepnsyeTcs:

- BbICOKO KOHKYPEHTHbBIM PbIHKOM;

- Xopowo 060CHOBAHHOI cTpaTerneit pocTa Ha nocneayouine rofbl;

- TEM. YTO HblHELWHU X0 pa3BuTNA GU3Heca He NoAAepXMBaEeT 3TOT POCT.

Ha pucyHke A.1 nokasaH reHepaTop BETPSHOW TypOUHbI.

PucyHok A.1 — BeTpsHas Typ6uHa
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Mpo6nemaTtuka

Ans o6cnyxuBaHus, npeanaraemMoro Ha KOMMep4Yeckoih OCHOBE, PUCKU MOTYT GbiTb CHUXEHbl NMyTeM ypaBHOBeLW -
BaHWA NniaTexei 3a yCNyr N KOHKPETHbBIMU MOJIyYEHHbIMU BbIrofamMy — 3TO JOCTUTAeTCs NPUMEHEHWEM CUCTEeMbl Tuna
«onnata no mepe NpeAocTaB/IEeHUs YCAYrU», HO TONIbKO eC/In YCNOBUSA NpefoCcTaBNeHUs W OnaaTthl YCAYrn fOMKHbIM 06-
pa3om o) OpM/IeHbI.

Ans peweHna aToli 3agaun TpebyeTcs MeTOAO0NOTNS onpeAeneHus n 06CnyXnBaHua aTUX NPOLLECCOB Kak nocTas-
L MKOM YCNyr, TaK U UX notTpebutenem.

PesynbTaTtsl

IRM-moa€enb NO3BONSET paclumpuTb GU3HeC-NpoLecchl 3a Npeae bl BeAOMCTBEHHbIX rpaHuL, 1 o61acTeii NpUMeHeHUs.

MeToaunyecknii noagxon Ha 6a3e IRM-mogenu nossonun SKF onpegenuts 6usHec-ctpaternun, npeobpasoBbiBaTb UX B
npoueccsl, CMOAeNpoBaHHbIe NpoLecchl peann3oBaTth B IT-cuctemMax, a Takxke co3gaTb MHTENNEKTya/lbHOe ynpaB/ieHue.

IRM-moAenb ucnonb3oBanacb ANA CO34aHUA NPOTOTUNA ynpaB/ieHUs NapkoM BeTPO3HEepreTUyeckux ycTaHOBOK,
KOTOpbIi MOAENnpyeT/AeMOHCTPUPYET cneaytoLlime BO3MOXHOCTH:

- MHTErpupyeT nocTaBLiMKa YCNYr B KPYNHbie KOpNopaTuBHbIE CETH;

- peanusyeT MoAenu ANs pasfiMyHbiX CEPBUCHbIX cTpaTernii (06CnyxuBaHme, pearupyrwuiee Ha o6CcTosTeNbLCTBA,
npodunakTmyeckoe o6CnyxXuBaHue, AMarHoCTUYECKOe 06CNyXMBaHNE U T. 4.);

- NOBbIWAET YPOBEHb 06CNYXMBAHNA 3aKasuvka.

Bce 310 ABNAETCA 3TAnamMu, HEO6X04NMbIMUN A1 YCNELWHOTo ynpasneHna 6usHec-npoyeccamun. Npumep ncnonb3o-
BaHWSA NokasaH Ha pucyHke A.2.

AVIPHBHBIA pavBHT (dhodpunBKIMKBM pxrvnctmyacdkan yuwp u p AadblyHMm—
oBBwWK— Ha

PucyHok A.2 — CTpaTternm TexHM4eckoro o6CcnyxvBaHus, cCMoAenInpoBaHHble ¢ nomowbio IRM-mogenn —
Mpumep ncnonb3zosaHmsa N?1

Mpumep ucnonb3osaHunsa Ne2 — Pa3paboTka nHTepeiica ana ERP-cuctem/cucteM TeXHUYECKOTO 06CNyXMBaHnA

B pa3BuTue nNpoLeccos, onpejeneHHbiX ANa ynpaBieHns napkoM BeTPO3HepreTuyecknx ycTaHOBOK, BTOPOW npu-
Mep fenaeT akueHT Ha fanbHelwel pa3paboTke 6M3HEC-NPOLECCOB Ha ypoBHe onepauun (ypoeeHb 4 | ypoBeHb 5) C
Lenblo onpeaenerus Tpe6oBaHuii K nporpaMmMHoMy o6ecneyeHuto 4na B3aumogeiictena mexay ERP-cuctemamm n cucte-
MaMn TEXHUYECKOTO 06CNYXNBAHUS.

Mpodunb esaTenbHOCTU NapTHepa

CM. npodhunb AeATeNbHOCTM NapTHepa B npuMepe ncnonb3osanns NIL.

BbusHec-mopens

SKF o6ecneunBaeT NOJHYI0 CUCTEMHYIO MHTErpayuto nyTeM BHeAPEeHWs COBPEMEHHbIX CXeM MOHWTOPUHra cocTos-
HNS U 3alUTbl B 06LLYI0 CUCTEMY KOHTPOISi NPOU3BO/CTBEHHOTO 06bekTa. Takad UHTerpaLus no3BonseT nsbexarb BbICOKO-
3aTpaTHOro HenpeABUAEHHOTO BpeMEHN NPOCTOs 060PYyAOBaHNSA U CHUXAET PacxXofbl Ha IKCNAyaTaunto u o6cnyxusaHme.

C 370l uenblo 6biM pazpaboTaHbl pas3iMyHbie annapaTHble CpeAcTBa U COOTBETCTBYIOW e NporpaMMmHoe o6ecne-
ueHue:
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- cuctemMa KoOHTpons ob6bekTa ob6cnyxmBaHus (Machine Analyst) sBnsetca cOBpeMEeHHbIM NMPOTrpaMMHbIM Cpej-
CTBOM AN1A ynpaBieHus, 06pa6boTkn 1 aHannsa faHHblX MOHUTOPUHIA COCTOAHNA MalWHbl. TOT NPOAYKT MCNONb3yeTcs,
HanpumMep Ha NpPouW3BOACTBE, B GYMaxXHOW U HE(TEXNMNYECKOW NPOMBbILLIEHHOCTH, YTOGbI U36eXaTb BblCOKO3aTPaATHbIX
aBapuiiHbIX CUTyaLni.

- Mo6uUnbHbIE ycTpoiicTBa (mobile devices), no3Bonstowme ocywecTBASATL MHOTONapaMeTpuyecknii noaxon K MOHW-
TopuHry. SKF copeiicTByeT c6opy 1 KOppenauun MHoxecTBa napameTpoB, HanpumMep OTHOCALUXCS K BUGpaLumu, cocTos-
HUIO Macna, TemnepaTypbl, CKOPOCTW U T. M.. 4TO6GbI MOMOYb Y6EAUTLCS B TOUHOMW 1 HAfEeXHOI OLLeHKe COCTOSAHNA MaLlWHbI.

BusHec-noTpe6HOCTH

OCHOBHOI hyHKLMeli IT sBnsieTcs nogaepxka n oNnTUMNU3aLKUSa KOPNoOpaTUBHbLIX NpoueccoB. MoaTomy cTpykTypa IT
TpebyeT aHann3a v oNTUMM3aLNN C y4eTOM MHTepecoB Gu3Heca. BknoueHne 6usHec-npoueccos B 1T-nHdpacTpykTypy
Nno3Bo/ISeT OCYLWecTBAATb KOOPANHUPOBAHHOE yNpaB/ieHne 3TUMU ABYMS cpepamu AesTeNbHOCTW. [lpyroii BaxHoOI 3a-
faveil snsietca paspaboTka nHTepdeiica ¢ 6u3Hec-npoLeccamy 3akasunka, YTo MOXeT 6biTb peasn3oBaHO C NOMOLLbIO
MeXMpOoLEeCcCHOro B3aumMoeicTBuUs, Kak 3TO NoKasaHo Ha pucyHke A.3.

Mpo6nemaTtunka

3akasunky Heo6xo0aMMO NHTerpuposaTtb ero ERP-cuctemy B npunoxeHune Machine Analyst Mpynnbl SKF.

Mepen Havyanom peanunsaynn MHTErpaLMoHHOro npoekta ERP-cucTemMbl BaXHO O4HO3HAYHO ONpeAenunTb Lenu, oc-
HOBaHHble Ha 6u3Hece u Npoleccax opraHusaunu, a Takxe IT cTpaternu.

MyTem co3gaHus cOOTBETCTBYWOLWeEH CTPYKTYpbl (B COOTBETCTBMM C NMPOMbILW/IEHHBIMW CTaHAapTaMn) MoxXeT 6biTb
paspaboTaHO 1 peann3oBaHO pelieHne, KOTOPOe MOXeT BbiTb Nerko nHTerpuposaHo B IT-cpeay 3akasuunka.

Pe3ynbTaTthl

IRM-mopens npegoctaBnsaet SKF BO3MOXHOCTb Bepuduumposatb pyHAaMeEHTaNbHYO NPUMEHUMOCTbL MeXaHu3-
MOB KOOpAWHALWUW NpakTu4yecknx uenein gns:

- onpegeneHna 6a30BOW CEPBUCHOW apxuWTeKTypbl, peann3oBaHHOl Ha npoaykTax ARIS Business Architect u
SOA-Architect:

- CO3[,aHNA KaHanoB COTPyAHNYECTBA C NPOU3BOACTBEHHLIMN KOMNAHUAMY;

- pa3paboTkn uHTepdelicos ERP-npuioxeHuni.

OpaHMM 13 Hanbonee BaxHbIX TUNOB Mogeneii ARIS asnaeTca co6biTuiiHO-ynpasnsemas uenoyka npouecca (EPC).
Ncnonb3ya meton EPC. MOXHO BU3yann3npoBaTb COGbITUS B KOMNAHWW, KOTOpPbie BeAyT K MHULUWPOBAHWNIO ONpeAeneH-
HbIX PYHKUWIA, KOTOPbIE B CBOK OYepesb NPUBOAAT B felicTBUe apyrne cobbiTus.

NHTepdpeiicbl mexay ERP-cuctemamun u gpyrumMmu cuctemamu, aHanornyHsiMu Machine Analyst moryT 6bITb Takxe
NAEHTUMUUMPOBAHbI, HANPUMEP B YacTu WHpopmauum 06 o6MeHe AaHHbIMU, NCMONb30BaHHLIX NPOTOKOMOB U T. N. Ha
6a3e 3TOro MOXHO NONYYUTb NepeyeHb Tpe6oBaHNIA K NPUMEHEHWNIO NPOTPAMMHOTO NpoAykTa. PUcyHok A.4 nnnoctpupyet
EPC-mopens.
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PucyHokA.4 — EPC-mapenb ana ERP-untepdeliica

Mpumep ncnonbsosaHnsa Ne3 — Ycnyru no ynakoske

TpeTuii npumep onuceiBaeT WHTerpauuio napTHepa No Lenoyke NOCTaBOK, KOTOPbI B HauyanbHOW cuTyauuu no-
CTaBnsAeT 3ano/IHEHHble aKTUBHbLIM (hapMaLeBTUYECKUM NHIPeAMEHTOM LWNPULbl B (hapMaLeBTUYeckyio KOMNaHuUIo, HO Mo
CUeHapuio «Kak JO/KHO 6biTbi> (TO-BE) AOMXEH Takxe MCNo/b30BaTb BTOPUYHYIO YNakKoBKY, HE06X0ANMYIO A5 TpaHC-
NopTUPOBKN MaTepuana B permoHanbHbie AUCTPUGLIOTOPCKME LLEeHTPbI.

Mpocunb esTenbHOCTU NapTHepa

KomnaHus aeiicTByeT Ha MeX/AyHapo4HOM YpPOBHE U MHTErpupoBaHa B KPYnHyl hapmaleBTUyYeckyto rpynny, KoTo-
pas no Bcemy Mupy obecneuynaeT CBOUX 3aKa34MKOB akTUBHbIMU (hapMaLeBTUYeCKUMU UHIpeAneHTaMmn 1 papmaLlesTu-
Yeckoi npoaykuuei.

KomnaHus NoCTOSIHHO ocBanBaeT HOBble MPOAYKThI, MPOLEecChl 1 TexHonorun. Beca papmauesTuyeckas rpynna Ha-
cuntbiBaeT npumepHo 100 000 cOTpYyAHWKOB 1 NOCTaBAseT A4NA KOHEYHbIX NONb30BaTeNeinl n Ha npoeccnoHanbHble PbiH-
KM 13ennsa MefNLMHCKOr0 HasHaYeHUst U COOTBETCTBYKLLME YC/AYTW Ha OCHOBEe KPymHOro noptdens 3akasos. Fpynna
noctaBnseT CBOK npogykuuto 6onee yem B 175 cTpaH mupa.

OCHOBHble Tpe6oBaHuA

B pesynbTaTe TOro, 4T0 KOMMaHWA NOCTOAHHO NpuoGpeTaeT Apyrue KOMNaHum, K1YeBbIM Tpe6GoBaHueM ABaseTcs
6bicTpan MHTerpauua B NpoLecchl Lenovyek NOCTaBOK rpynmnbl, 0CO6EHHO B CTPYKTYypy pacnpejenieHns. MomMumo atoro
KOMNaHus cOTpyAHUYaeT ¢ pAAOM NOCTaBLIMKOB U NOCTABLLMKOB YCNYr, KOTOPble 6epyT Ha ce6st YacTb NPOM3BOACTBEHHOA
Lenoykn noctaBok komnaHun. OQHaKo A0 CUX MOP pacnpejesieHne NOMIHOCTbIO HAaxoA4MI0Ch B pyKax BbllleykasaHHO
KOMNaHWM, KOTOPOii NPUXOANNOCH YYUTbIBATL 0COGbIe TpeGoBaHMA, BbiTeKall e U3 oYeHb cneynduyecknx 3anpocos
permoHanbHbIX AUCTPUOLIOTOPCKUX LLEHTPOB, OCHOBAHHbIX Ha KOHKPETHbIX HOPMax pPeryinpoBaHnsa cTpaH. 3To NPUBOAUT K
cneynanm3npoBaHHbIM TPeGOBAHUSM K YNakOBKe, MapkMpOBKe U BIOXEHUAM B ynakoBky. JKOHOMUA MOXeT 6bITb AOCTUT-
HyTa TO/IbKO 3a cYeT pocTa MacwTaboB NPON3BOACTBA MENKAMEHTOB, HO He Ha 3Tane BTOPUYHOI ynakoBKu.
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3710 BefeT K OTHOCUTE/IbHO BbICOKAM YPOBHSIM CK/1afCKNX 3anacoB NPOAYKLMU Nepes 3Tanom ee ynakoBku ¢ Lefblo
fanbHeilwero pacnpejenexuns, cnejcTBMeM 4Yero sBnsieTcs Hec6anaHCUPOBAHHOCTbL NOTOKA, HAYMHAA OT Cbipbs, Yepes
NPoOu3BOACTBO U K pacnpejesieHnto, npueoAsiias K XOpoLwo N3BECTHOMY B TOProBfie «3a(ekTy x/bicTa» Uam adekty
doppecTepa (aBTOMaTUYECKOMY YBETMUYEHWNIO aMNANTYAbl konlebaHuii cnpoca no mepe NpoABUXEHUSA MHhopmaLnm BBEPX
no uenoyke noctasBok). Mo 3Toi NpuyYnHe 6bIN NPEANPUHAT PAS MHULKATUB C LieNbio fasibHelil el MHTerpauum noctaBLm-
KOB. @ UMEHHO B NpoLecchl pacnpejeneHuns roTooit npogykuun. OCHOBHbIM Tpe6oBaHMEM 3/eCb SABASETCA BbICOKUIi ypo-
BeHb [l0BEPUS, NOCKO/bKY OWMNGKM Ha 3Tane ynakosku (HeNpaBuibHble BKAAAKU UM TAGNAUYKM C NACMOPTHLIMU JaHHbIMU
B ynakoBke) MOTyT NPUBECTN K jpaMaTUyeckum nocneicTBUAM Y KOHEUHbIX NoTpe6uTenei.

Mpo6nemaTunka

Mpumep ncnonb3zosannsa IRM-Mofenu B ykasaHHOW KOMNaHUKU 6bi/l NUIOTHBIM NPOEKTOM, YTO6Gbl NEePenoXnTb oT-
BETCTBEHHOCTb 3a BTOPMYHbIN NPOLLECC YNAKOBKM NPOAYKUMN N Nepejayn 3aKkas3ynkam Ha NoCTaBLiMKOB LINPULEB, 3aM0-
HEHHbIX aKTUBHbIMY (hbapMaL,eBTUUECKUMU UHTPeaneHTaMu. B cueHapnm kak ecTb (AS-IS) nocTaBL MK TONbKO OTNpaBnseT
WNPULBI B KOMNAHWIO, KOTOpas 3aTeM NpuUHUMaeT Ha ce6st 3a60Ty 0 BTOPUYHOI ynakoBKe ¥ TPAHCNOPTUPOBKE COBCTBEH-
HbIMW CUlaMK 3aKa3uuky. [laHHaa cuTyauns NpojeMOoHCTPpUpoBaHa Ha pucyHke A.5.

PucyHok A.5 — BusHec-npouecc «kak ecTb» AN YCNYyr ynakoBKu

[aHHas cuTyauus BbiHyxaeT npuberatb K 4BYM 3Tanam XpaHeHus 3amno/fIHEHHbIX WNPULEB — MepBbIi pas3 y no-
CTaBLMKA. OTKYa OH JOCTaBMsieT UX NOTPE6UTEN0 YCAYru, a BTOPOi pas y noTpebuTens ycayru, oTKyga OH 3aTeM ux 3a-
6upaeT Ans pacnpefeneHus No permoHanbHbIM AUCTPUGHLIOTOPCKUM LieHTpaMm (Mo 3akasunkam).

UT06bl M36ABUTLCS OT O4HOTO N3 MECT XPaHEHUs, KOTOPOE MOXHO CUMTATbh U3NUWHUMK TPATaMM, B CLEHAPUN «KaK
[OMKHO 6bITb» (TO-BE) NocTaBLUK fO/KEH AOMNONHUTENbHO B3STb HA Ce651 OTBETCTBEHHOCTb 3@ BTOPUYHYIO YNaKoBKY.

Huxe nepeuncrieHbl Nosiydaemble B pesysnbraTe 9TOro NpemmylyecTea:

- UCK/IIOYEHNE TPAHCNOPTUPOBKM LWINPULLEB NOTPEBUTENIO YCNYTH;

- NCK/IIOYEHNE XPAHEHUS WNPULEB Y NOTPEBUTENS YCNYIU;

- cokpaljeHue ANNTENbHOCTU LWKNA;

- nepegava 060pyA0BaHNSA 41 BTOPUYHON YNAKOBKU.

HoBbIii clueHapnii NPOAEMOHCTPUPOBAH HA pucyHKe A.6. N peannsaynv AaHHOro clieHapus 6bina ncnosb3oBaHa
IRM-Moaenb C LeNblo onpeaeneHns BApMaHTOB COTPYAHUYECTBA ABYX KOMNAHWA.

CpaBHWUTENbHbI aHann3 Npo6enoB ABYyX CLEeHAapMeB nokasas, kKakue Heo6XO0ANMO NPeAnpUHSATL AeliCTBUS B Tpex
HUXEYKa3aHHbIX HanpaB/ieHUsX:

- Heo6XxoAMMOCTb nMepegaun/peannsaynm 6U3HEC-NPOLLECCOB U MHDPACTPYKTYPbl MEXAHU3MOB KOOpAMHALUMU AN
onepauymuit ynakoBku:

- HE06X0AMMOCTb afanTaynm NPoLeccoB NAaHUPOBAHNS:

- o6ecneyeHne OTCIEXNBAEMOCTU COOTBETCTBUS 3aKOHOAATE IbHLIM TPE6OBAHUSAM:
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- UHPOPMALNOHHbBIE CUCTEMBbI:
- He06X0AMMOCTb pa3paboTku IT-coeAUHEHNs AN Nepefayn 3aKa3os:

- nokKkasaTtesin KkayecTtBa pa6OTbII
- Heob6xoaMMOCTb aganTaLuum KONNYECTBEHHbIX NOKasaTenen 4NsA 3TanoB XpaHeHUa U ANUTENbHOCTU LUKIO0B;
- HeOﬁXOAVIMOCTb OUEeHKN NoCTaBLWWNKOM yC/lyr yooB/1€eTBOPEHHOCTM 3aKa3yuka B 4aCTU BbIMOJIHEHUA CBOMUX 069-

3aTesibCTB.

PucyHok A.6 — BusHec-npouecchl «kak JO0/MKHO 6bITb» (TO-BE) ans ycnyr ynakoBku

PesynbTaThl U NONYyYeHHbIe BbITOAbl

IRM-mogenb o6ecneynBaeT CUNbHYIO NOAAEPXKKY B YacTu onpeaeneHns cueHapusa «kak 4O/MKHO 6biTb» (TO-BE).
Mcnonb3ys ykasaHHbIi TEXHONOTMYECKN A npouecc ypoBHA 3. KOTOPbIM 6bln pazpaboTaH ¢ NOMOLW b0 NPefyCMOTPEHHbIX
npoueccos IRM-moaenu ypoBHs 2. 415 060CHOBaHMA pa3paboTkM KOHKPeTHbIX AeicTBNii Tpe6oBanack peannsayna nu-
NOTHOTO NpoekTa. BxoAHble N BbIXO4HbIE UHPOPMALMOHHbIE NOTOKN cueHapusa TO-8E Takxe okasbiBanu nognaepxky npu
onpejeneHnn nepBoro npoekta Tpebyemoii IT-uHDpPacTPYKTypbl, @ Takxe A8 0JHO3HAUYHOK naeHTUdNKaLnm OTBETCTBEH-
HOCTM, KOTOPYI HEOBGXOAMMO U3MEPUTL C MOMOLLbIO NPOBEPEHHbIX NokasaTteneii apekTnBHOCTU.
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MpunoxeHue b
(cnpaBou4HOE)

OnpepgeneHne kKN YeBblX Nokasatenein adpekTusHocTn (KPI) ana SPMS — YpoBeHb 1/ YpoBeHb 2

Bce nokasarenu aghheKkTUBHOCTN CTPYKTYPMUPOBAHbI B Mepapxuu, oT CTpaTernyeckoro YpoBHs 1 (knoyeBbie noka-
3aTenu 3P eKTUBHOCTM) BHWU3 BNIOTb A0 3KCMNyaTaLMOHHbLIX KOIMYECTBEHHbIX NokasaTeneil. TN ypoOBHU onpejeneHs
B COOTBETCTBMU C mepapxueii IRM-mogenu. Utobbl NOHSATb, Kak 3TU nokasaTenu 3pdeKkTMBHOCTU MOXHO U3MEPUTb, B
AaHHOM MPUIOXEHUN AaeTcs UX onpejenexue.
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Fnoccapunii

HanmeHoBaHne TepMuHa

MpoTokon npuemku

PacnpegeneHne cepB1CHbIX PecypcoB

AHann3 faHHbIX 06 06CAyXUBaHWN W
Npou3BOACTBE

Hanuune/focTynHocTb akTUBOB

AKTUBbI

MnaHnpoBaHne akTMBOB

[aHHble 06 aBapun

Mnan-rpadmk peanvsaum
Mpasuna v ctpaTerun 6usHeca
3akas'3asiBka Ha 0bCcnyxvBaHne
KomnoHeHTbl / Mogyn

Mpasunia KoHUrypUpoBaHus

3HaHVA 3aKa3uunka

3asiBka 3akasuvka

Mpodnnb 3akazuvka (KIMeHTCKOe AOCbe)

TpeboBaHus 3aKasymka K 06C1Y>KMBaHNIO

lMocTaBrnieHHas MpPoOM3BOACTBEHHAaA Cu-
cTemMa

FOCT P 57314— 2016

Mpunoxexve B
(cnpaBoyHoe)

TEPMWNUHOB BXO/AHbIX/BblXO4HbIX AaHHblX

OnpepeneHne TepMuHa

B COOTBETCTBUM C TPEGOBAHUSMM 3aKa3umka NPOTOKO/ NPUENMKM Nogpasyme-
BaeT 0A406peHIE 3aKa3uNKoOM COOTBETCTBYHOLLENO YPOBHS BbIMNO/IHEHUS YCy-
rn. MpOTOKON FOTOBUTCA HENoCPeaCTBEHHO Nepes okasaHuem ycnyrm nméo
no hakTy oKasaHus ycyru

Pe3epBupoBaHve marepuasioB, akTUBOB, NEPCOHa1a U CTOPOHHMX YC/yT, He-
O6X0,EI'I/IMI::IX ANnA oCyuwecCTBNeHNA [eAaTesiIbHOCTU Nno peasinsaumn

MocTynatowue oT 3aKasumka aHa/IMTUYEeCKVe AaHHble WK NoApO6HAas WH-
chopmaums 0 paHee NpoBeAeHHOM O6CYXMBaHUN NGO 06 U3MEHEHUAX B
MPOV3BOACTBEHHbIX JaHHbIX B pesysibTare 06CTy)XnBaHus (Mpu Haimumi)

Mpy orpaH1YeHHbIX pecypcax (4OCTYMHbIX aKTUBAX) Ha/IYMe akTMBOB 03Ha-
YaeT. JOCTYNEH WU HET aKTUB B AaHHbIi MOMEHT BpeMeHU

TepMuH, KOTOpbIF OXBaTbIBAET BCE BUAbI (PU3NYECKUX 0GBEKTOB, 388/ CTBO-
BaHHbIX B MPOM3BOACTBEHHOM MpOLIECCE, TO ECTb 060PYL0BaHNE, TPAHCMOPT,
BU/I0YHbIE MOTPY3UMKA U T. M.

MepeyeHb MMEILLUXCA aKTMBOB, KOTOPLIA MpeaocTaBnser noApoGHYH WH-
chopmaumio 06 MX TEXHUYECKUX XapaKTepucTUKax M MEeCTOHaXOXAEHWN B
[aHHbIA MOMEHT

[JaHHble 06 aBapun OXBaTbIBAKOT BCE BUABI AAHHbIX, OTHOCSILLMXCS K aBapu-
AM. HanpyMep Bpems NPOUCLLECTBUS aBapui, NOCIeACTBUSA, BEPCUM NPUUMH
aBapu

MnaH, coaepxaLnii MHgopMaLmio 0 ToM. Korga 6yAeT ocyLecTBAATLCS Ae-
ATENbHOCTb. 3an/faHMpoBaHHast B paMkax asbl peanvsauum

YcTaHOB/IEHHbIE MPOMbILLIEHHOCTLIO 06IJ.WIE MeToanku, cTpaTternun, npasunnia
N MeTodbl BeAeHUA 6usHeca

3asiBka Ha 06CNyXMBaHNe COAEPXUT MHDOPMALIO, HaNpPaBsiemMyto 3akas-
UMKOM MOCTaBLLMKY YCyr

KomMnoHeHTbl (geTanv) / mMogynu v3fenus, KoTopble TPebyrTcs AN KoM-
nnekTaummn 6onee CNOXHbIX CEPBUCHbIX aKTUBOB

MpaBuna ynpasneHus KoHdurypauueli npoaykTa, KOTOpble BK/KYAlOT B
ceba MeHeXMEHT Hambosiee BaxHbIX MOAMPOLLECCOB, HEOOXOAMUMBIX ANs
YNPaBNEHUSI XU3HEHHBIM LMKIOM OTAENbHbIX eAVHWUL/NO3ULMA, BKIoYas
OCHOBHblE NMPeAMETbI CHabXeHWs, MyT AOCTaBKW, pauyoHann3aumio u cne-
undukaumio (nepeyeHb) MaTepranios

3HaHUS 1 ONbIT 3aka3unka B OTHOLUEHWUU MO,D,VI(*)I/IL[VIpOBaHHOIZ nponssoa-
CTBEHHOI CUCTEMBI

3asiBka OT 3aKa3uvka Ha KOHKPETHbI NpofykT uiu Habop NpoAaykToB. K 3a-
SIBKE 4aCTO OTHOCHTCA KaK K (hakTMYeCKOMyY 3anpocy B OT/IM4Me OT NpOrHo-
31pyemoro 3anpoca

[okymeHTaumsi o cdepe AeATENbHOCTM 3aka3uvka, KoTopas BKIIOYAET B
cebs afpec, KOHTaKTHblIE faHHble, KPeAUTHY UCTOPUIO U UCTOPUIO NOKYMOK,
npeAnoyTeHNs 3akasunka, BKIYas TpeboBaHUst K TPaHCMOPTUPOBKe, CTa-
Tyc. Tpe6oBaHWA K JoCcTaBke U T. M.

CepBuCHble Tpe6oBaHWA, OTHOCSLUMECA K 3anpocam 3akasuuka, BK/Io4as
MPOrHO3 PblHKA CObITA N (hakTUYeckne 3akasbl/HENOATBEPXAEHHbIE (HEBbI-
MOJIHEHHbIE) 3aKasbl

MocTaBneHHasi NPOV3BOACTBEHHAA CUCTeMa SIB/SEeTCA MPOV3BOACTBEHHOM
CUCTEMOIA, KOTOpas OTnpas/ieHa Has3aj B aApec 3akKasulvka nocsie BbiNosHe-
HWSI NOCTaBLLYIKOM YC/TyT BCEX HEOOXOAMMBIX PaboT Mo 06CAYXMBAHMIO
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[eMoHTMpoBaHHas MNPOW3BOACTBEHHAS
cuctema

LLIa6/10HbI JOKYMEHTOB

[JoKkymeHTauMsa Ha nocTae/eHHble KOM-
MOHEHTbI W yCryru

JoKyMeHTaLms Ha MOAEPHU3NPOBAHHYIO
NPOU3BOACTBEHHYHO CUCTEMY

MopaepHusmposaHHasn
Has cuctema

npon3BoACTBEH-

YcTaHOBKa M NPOTOKO/Ibl UCMbITaHWi

VIHCTpYKUMW MO yCTaHOBKE, CTPYKTYPbI 1
noApo6HOCTM NoaaepXaHus npoLecca

YcTaHOB/MIEHHAsA cucTteMa 06¢yxmBaHus

CueT 3a 06CNyxmBaHme

TexHUueckne xapakTepucTuki 060pyao-
BaHus

MnaH ynpasneHust 06CnyxmBaHMem
Cratyc npouecca 06CyXuBaHus

PekomeHfjauum no fasnbHeliwemy 06-
CNYXVBaHWIO

OTYEeT NO 06CNYKMBAHMUIO

[OCTynHOCTL MaTepuasios

PacueT noTpe6HOCTM B MaTepuaiax

KoHuenums mogepHusauum

3akasbl Ha ynakoBOYHbI MaTepuan

56

Onpefenexve TepMuHa

MocTaBneHHas NPOU3BOACTBEHHAS CUCTEMA, KOTopasl AeMOHTMpOoBaHa ne-
pes paboTamu No MoAepHU3aLmm

Ha6op LWwa610HOB A1 CTaHAAPTU3MPOBAHHOM 4OKYMEHTaLMN

[JoKyMeHTaLMs Ha KOMIMOHEHTbI U MOZY W, MPEAOCTABIEHHAS BHELUHUMY NO-
CTaBLLMKaMu (Hanpumep, MHGopMaLms o TUne, pasmepax ¥ aKCrnayaTalmoH-
HbIX XapakTepucTuKax, pyKoBOACTBO MOJb30BATENS, TEXHUYECKUE YCMOBUS
1 T. N.), U KOTOpasi nepegaeTcs NOCTaBLUMKY YCnyr. JJoKkyMeHTauus Ao/mkHa
COOTBETCTBOBAThH HALMOHA/IBHBIM W'MM MEXAYHAPOAHbIM CTaHAapTam

JoKkymeHTaLMsa Ha MOAEPHU3MPOBAHHYIO NPON3BOACTBEHHYIO CUCTEMY (Ha-
npUMep. JOKYMEHTALMSA Ha TWMbl, pasMepbl W 3KCM/yaTalMoHHbIe XapakTe-
PUCTUKU. PYKOBOZCTBO MOJIb30BaTEIS, TEXHUYECKME YCIOBUSI U T. .). KoTopast
nepefaeTcs 3aKasuuky BMECTE C MOAEPHW3MPOBAHHON NPOW3BOACTBEHHO
cucTeMoii. [lokyMeHTauus fO/MKHA COOTBETCTBOBAThL HALMOHAUTbHBIM WK
MEXAYHapOAHbIM CTaHaapTamM

Mpon3BOACTBEHHASA CUCTEMa, KOTopasi Gblfa A0/MKHbIM 06PA3oM MOAEpHM-
3MpoBaHa NOCTAaBLUMKOM YCNyr B COOTBETCTBUW C COTNALIEHUEM Ha 06C/y-
XVBaHWe. 3a cueT Npeobpas’oBaHMsi 3amniaHUPOBaHHbIX (OYHKLMOHAIbHBIX
TpeGoBaHwWii B AeiCTBYIOLLYIO NPOU3BOACTBEHHYIO CUCTEMY, CUCTEMA OCHa-
LLIaeTCcs 3an/IaHnpoBaHHbIMU (DYHKLIMOHAIbHBIMY BO3MOXHOCTSIMM

1. MpoTokonbl, coaepxatime MHopmauuio 06 yCTaHOBKE U NPOBeAEHHbIX
UCMbITAHNAX CUCTEMBI 06CNYXMBaHWS. 2. [oce ycTaHOBKW cucteMa o6eny-
XUBAHWS [O/DKHA NPOWTU MCbITaHWs. TonydeHHble pe3ynbTaTbl [AO/MKHbI
6bITb 3aTeM OTpaXeHbl B MPOTOKO/1E YCTAHOBKA W UCTbITaHWIA

MHchopmaums o ToM, Kak [O/DKHbI GbiTb BbINOMHEHbI YCTAHOBKA W KOHUIY-
pUpOBaHME CUCTEMbI O6CYXMBAHUA B COOTBETCTBUN C CEPBUCHLIMU TPe6o-
BaHWAMM

Bce akTvBbl 1 Heh3nMYeCcKme CUCTEMbI, KOTOPbIE YCTAHOB/IEHbI Y 3aKa3zuvka

Moapo6Hoe onucaHve NPoA3HHbIX MOCTABMEHHbIX U3AEMMIA U UX TOYHOE KO-
nnyectBo. CuyeT rotoBUTCA NPOAABLOM W NpeacTasnsieT co6oli [OKYMEHT,
KOTOpbIi NoKynaTesb AO/MKEH UCMO/b30BATb /151 ONJIaThl

Mogpo6Hble AaHHbIe O MalMHHOM napke 3aBoga. OT6MpaeTcst BCS UHAOP-
Mauusi. MeoLas OTHOLLEHME K 0B6C/TY)XMBaHUIO, BK/IHOYAsi XPOHO/OTMIO aBa-
PUIAHBIX CUTYaLMiA, BbINOSIHEHHBIE YCYTU 1 TEXHUYECKME XapaKTEPUCTUKA

MnaH, BKAOYaKOLWWI B Ceba TeKyLMii OCMOTP M 06CNYXMBaHUE Y 3aKa3umka

Mpouecchbl NoaAepXaHUs MOHUTOPUHIA UHAPACTPYKTYPbl YNaKOBOYHbIX YC-
YT 1 UaeHTUUKaLMM NoTEHLMAIA ee COBEPLUEHCTBOBAHMS

MUCbMEHHbI OTYeT A1 3aKa3umka C PEKOMEeHAALMSIMI N0 06CYXMBAHMIO

OTyeT, BKIOYaOLWWil B cebsi nepeveHb onepauuii Mo 06CAYXUBAHNIO, Bbl-
SIB/IEHHbIX aHOMasIMA U COCTOSIHME 06BEKTa 0BCNYXMBaHWUA nocne o6eny-
XUBaHUA

B cnyyae orpaHMyYeHHOCTN MartepuasibHbIX PecypcoB Hannune matepuana
yKa3blBaeT Ha TO. UMEKTCA WU HET B Ha/INYMUN aKTUBbI B npefeniax AaHHbIX
BpPEeMEHHbIX pamMoK

MepeyeHb UMEIOLLMXCS MaTepuasnioB, KOTOPbIi COAEPXWT NOAPOOHYH WH-
hopmaLio 06 UX TEXHUYECKMX XapaKTepUCTMKaX U MECTOHAXOXAEHNUN B Ha-
CTOSILMIA MOMEHT

KoHuenuus MofepHusaumn onpeaensieT, Kakux rnokasartenei Ao/mkHa fo-
CTWYb NPOU3BOACTBEHHASA CMCTEMA B KOHLIe npoLecca MoavdmkaLmm. nepe-
OCHALLEHNst B COOTBETCTBUM C MOANUCAHHLIM (3aBEPEHHBIM) KOHTPAKTOM W
KaK AOCTMYb 3TUX MoKasaTesnei

3akasbl Ha yNakoBOUHbI MaTepuasl, nepefaBaeMblii BHyTPEHHUM UN BHELL-
HUM NOCTaBLLVIKaM



HavimcHooaHre TepMrHa

YnakoBOUHbIi MaTepuan
MnaH ynpaenexHus paboT no ynakoske

Crartyc npouecca ynakosku

OT4eT 06 YyNnakoBOUHOW AeATENBLHOCTH
Craryc nnarexa

OtyeT 0 pesynbTarax fesATeNlbHOCTW No
ynakoske

Hanunune nepcoHana

MnaHvpoBaHue paboTbl NepcoHana
OTyYeT 0 KayecTBe NpoayKTa

MPOV3BOACTBEHHbIV MiaH

Mpon3BoACTBEHHbIN NnaH-rpaduk

Mpopykumsa
MonyyeHHbIl MaTepuan

MpefocTasneHHbIe yeyrm

PernameHTHble Tpe6oBaHUS" HOpMaTWB-
Hble TpeboBaHus

3anpoc npeanoxeHuit

JocTynHOCTL pecypcoB

Pe3ynbTarhbl aHanm3a eMOHTUPOBAHHOM
NPOW3BOACTBEHHON CUCTEMBI

MnaH ynpasnenuss moaudmkauuei/ne-
peocHallleHeM

Mnax-rpadivik Moandmkaumm” nepeocHa-
LeHns

FOCT P 57314—2016

OnpeferieHre TepmHa

Becb mMaTtepuan, UCNosib3yeMblii A5t yNaKOBOUHbIX YCIyr

MnaH, BKIlovatoLwmii B cebs AeATelbHOCTb MO YNakoBKe, BbINOSHSAEMYIO Y
3akasuuka

dakTuyeckuii cTatyc NpOABKEHVSI N MOMCKa MCTOYHMKOB HeJOoCTaTKoB B
npouecce ynakoBku

OTyeT, BK/IIOYatOLLWMIA B Ceb51 nepeyeHb faHHbIX, OTHOCALLMXCS K yNakoBOYHOM
[eATeNbHOCTU Y 3aKa3uuka, HanpuMep KOMYecTBO HapyLeHuii uam asapuii

Tekywuii cTaTyc cueTa 3a yciyry, Hanpumep, elle He BbICTaB/IeH, BbICTaB-
NIEH. UNW onnaveH

OTYEeT 0 AOCTUTHYTBIX pabounx NapameTpax npoLecca ynakoBKu

Mpu orpaHNYEHHOCTY VIMEIOLLIMXCA YesloBEYEeCKUX PecypcoB, Hasmune nep-
COHasla CBUAETENbCTBYET O TOM. UMEeTCA WU HET nepcoHas, Tpebyemslii
[N BbINO/THEHNA HEOOXOANMBIX YCAYT 415 3aKa3umKka

MnaHvpoBaHne Toro, Kakum 06p330M nepcoHasn AOoJ/KeH y4acTBoBaThb B fieA-
TE€NbHOCTN NO HepeaM30BaHHbLIM ycyram

OTueT 06 3KCMyaTaLMOHHbIX KayecTBax Npogykta B npouecce ero npume-
HeHus

OCHOBHOIi NMPOM3BOACTBEHHBIA NNaH, Wcnonb3yeMblilt ANS pacnpefeneHns
MOLLHOCTEV MO MPOM3BOACTBEHHLIM pecypcamM W M1aHMPOBaHNA KOHEYHO
NPOV3BOACTBEHHO [eATeNIbHOCTY UK BbIMO/IHEHWUS ONpefeeHHOR ycnyru.
Mpon3BOACTBEHHbIN NNaH BkIoYaeT B cebs MHchopmaLmio 0 NPOV3BOACTBEH-
HbIX BO3MOXHOCTAX

MnaH, B pamkax KOTOPOro NPOU3BOACTBEHHbIA OGHEKT YMNO/IHOMOUYMBAETCA
Ha M3roTOBMEHNE WM PEMOHT ONpPeaeneHHOro KOMYeCcTBa KOHKPETHbIX 13-
nenuii

Mpoaykuus, ucnosibayemast ANsi MOHTaxa y MocTaBLiMka yCc/lyr o6opynoBa-
HUSI. KOTOPOE Ha KOHEYHOM 3Tare [O/HKHO 6bITh YCTAHOB/IEHO Y 3aKa3umka

Martepunan, KOTOpblii 6Gbl1 OTNPaB/eH MOCTaBLYMKOM U MNpubbIT COOTBET-
CTBEHHO K 3aKa3uuky

Ycnyru, koTopble 6bln 3aka3aHbl U peasi30BaHbl y 3akasumka

TpeGoBaHWsi, YCTaHOBNEHHbIE TEXHOMOTUYECKAMM CTaHAAPTaMu W BHELL-
HUMW OpraHusaumsaMu (To ecTb NpaBUTENLCTBOM, OULMabHBIMU Mpes-
CTaBWTENSMMU TOPTOBM U T. N.). PernamMeHTHble TpeGoBaHUS OXBaTbIBAKOT, B
4acCTHOCTW, fOKYMEHTALMIO, CTaHAApPTbl Ka4ecTsa, BONpockl 6e3onacHocTy v
TEXHO/IOrMYeckne CTaHAapThl

[OKYMEHT, NCTob3yeMblii 415 NOJyYeHNs OT NOCTaBLLyIKa YCyr OTBETHOM pe-
aKUMK. Koraa NocTaBLLMKy YCTYT U3BECTHbI 06LLMe U (DYHKLMOHANbHBIE Tpe6o-
BaHMWA 1 XapakTePUCTUKN 15 TOro, 4TO6bI ceNaTb KOMMEPUYECKoe npesioxe-
HUe. 3anpoc NpeaIoKeHNi i NpeaycMaTpuBaeT BHUMATEIbHOE 03HAKOM/IeHWe
C TPEGOBAHMAMM 3aKa3uMKa, OCHOBHbLIMM IKCMNyaTaLMOHHBIMW NapamMeTpamiu,
UHhopmMaLveli 0 NPoayKTe, NPON3BOACTBEHHBIMU NIAHAMM U T. M.

Cnoco6HOCTb CUCTEMbI MM pecypca NpPOW3BOAWTL OMpPefeneHHoe Konu-
YecTBO NPoAyKTa B TeYEHUE KOHKPETHOTO OTpe3ka BPEMEHU, G0 06BbEM
pecypcoB B KOHKPETHbIi MOMEHT BpeMeHW, [OCTaTOuUHbI ANS AaHHOro npo-
13BOACTBA

LLOKyMEHT, cofiepxalluii pesynbTaTbl aHa/IM3a AEMOHTVPOBaHHO NPOM3BOA-
CTBEHHOW cucTeMbl

MnaH, BKIOYaOWWii B ceba nepeyeHb Npeanonaraemoi AesTelbHoCT no
MoanuKaLMK Ha TEPPUTOPUM 3aKasurKa

MnaH, cogepxalLmii MHGOPMALMIO 0 Hauane AEesTENLHOCTY M0 MOANUcKALMN
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HanmeHoBaHue TepMuHa

Bbi6paHHble 3aKa34ynkom ycnyru

PeweHne o0 roTtoBHOCTM K MCMoJib30Ba-
HUIO

Mnax agantaynm ycnyru

MnaH peanusauuu ycnyra

MpepnoxeHne o6 okasaHun ycnyr (ko-
HeyHoe)

MnaH ynpasneHus ycnyroi

[0CTYNHOCTb CEpBUC-NapTHEPOB

MopTdhenb ycnyr u nx pacyeHku

Fpynna o6cnyxnBaHns

MoanucaHHoe cornaweHne' KOHTpakT

KOMNeTEeHTHOCTb U BO3MOXHOCTU Mo-
CTaBLYNKOB

YcnoBsna U NONOXeHNs npejocTaBneHns
ycnyrm

MnaH-rpamMk NpoBeAEHUS UCMbITaHMIi

O6opypoBaHue AN UcnbiTaHWi

Mepemeuwaemasn NnpoayKLuus

58

OnpepgeneHne TepMuHa

Ycnyru, Bbl6paHHble 3aKka3umkoM U3 nopTdens ycayr noctasLimka ycnyr

PelweHune, KOTOpPOe 03HAYaET, YTO BCE HEOBGXOAMMbIE MPUTOTOB/IEHNS MPOU3-
BEZEHbl 1 yCayra MOXeT nepeiitu B hasy ee ynpasfieHus

[aHHblli NnaH yctaHasnuBaeT NoC/ef0BaTebHOCTb AeicTBUi no aganta-
LM yCNyr K TPe60BAHUSAM 3aKa3umKa /1l BCEX NMPOEKTOB, KOTOPbIE 04HOBpE-
MEHHO PEanu3yloTCsA B KOMMNAHUU B 4aHHbIA NEPUOS BPEMEHU

[aHHbI/i NnaH ycTaHaBnMBaeT nocnefoBaTeNlbHOCTb AeCTBUIA No peanunsa-
LMW ycnyr B COOTBETCTBMM C TpeboBaHUAM 3akasumka AN BCEX MPOEKTOB,
KOTOpble 04HOBPEMEHHO peanu3ylTcsi B KOMNaHUM B AaHHbI nepuog Bpe-
MeHMn

[oKyMeHT, cofepxalinil KOHeYHoe NpeAnoXeHne Mo ycnyre, npeAocTaBis-
eMoii B OTBeT Ha 3anpoc NpejrioxeHnii oT 3akasumka Co BCEMWU CpoOKaMu n
YyCNOBMAMU NPOAAXN NpoaykTa unu ycnyra. omumo 3Toro, aHHoe npeaso-
XeHne MoxeT Takxe onpefeniiTb 0600/40BbITOHYI0 CUTYyaL Mo, & Takxe oc-
HOBHYIO INHMIO NOBEJEHUSA NPU OLLeHKe COTPY/HMYecTBa NocTaBlnka ycnyr
C 3aKa3ynkom B o6nacT 06CNyXnBaHns

MnaH, BkAOYaloWii B ce6s nepeyeHb npegnosiaraeMoil 4esaTeNbHOCTUA MO
06CNYXNBAHNIO HA TEPPUTOPUM 3akKasunka

Mpu pa6oTe B ceTU NOHSATUE «AOCTYNHOCTb CepBUC-NapTHEPOB» O3Ha4aeT,
KOr4a u Kak JoJiro cepBuc-napTHepbl 6yAyT AOCTYMHbI AN1s COBMECTHOI pa-
60ThbI

Ha6op ycnyr u nx pacyeHku, npegnaraembie 3akasunky

Onpepgenexnune rpynnbl 06CNyxuBaHusa, kotopas 6yaeT BbINONHATL paboTy B
nepuog feiicteus a3 npegoctaBieHUs ycayr agantayuu, peanusauun v
ynpaBfieHUs. PO/ U ypOBHN OTBETCTBEHHOCTW MeXAY YeHaMun rpynnbl pac-
npejeneHbl 3apaHee

MognucaHne cornaleHns/KOHTPaKT Mexay ABYMS Uin 60/1ee YNoSTHOMOYEH-
HbIMW NPeACTaBUTENAMN KOMMAHWK UK CAMUMU KOMNaHUAMK (3aKkasunka u
nocTaBLW UK ycnyr, 1M60 NOKynaTens v npogasLa) O BbIMOSHEHUN WU HEBbI-
NOSIHEHUN KOHKPETHbIX AEeNCTBUIA MAW yCiyr, UAK O nocTaBke TOBApPOB WU
ycnyr

OueHKa YpOBHSI KOMMNETEHTHOCTU MOCTABLUKOB 4/1si BbINOMIHEHUS Tpe6oBa-
HWii 3aKa3uuka, a Takke 6alaHCMpOBaHMSA PECYpPCOB W UX pacnpepeseHus
4NS YAOBMETBOPEHMs noTpe6HOCTel 3akasumka

O6uiMe yClIoBUS 1 MONIOXEHUS, ABASAIOWMECH OCHOBAHUEM 415 COTPYAHUYE-
cTBa B 06/1aCTN 06CNYXMBAHUA MEAAY NOCTABLWMKOM YC/YT U 3aKa3YMKOM B
COOTBETCTBUU C KOHTPAKTOM Ha 06CNyXuBaHue

MnaH-rpaduk 4eicTBUii, KOTOPbIE AO/KHbI 6bITh NPEANPUHATLI 4N NPOBE-
LEeHNS NpefBapUTESIbHbIX MPOU3BOACTBEHHbBIX UCTILITAHNUN

O6opyaoBaHMe U OCHaleHne, Heobxo4uMble ANA NPOBEAEHUS UCMbITAHUIA
MOANMNLMPOBAHHOW NPON3BOLCTBEHHON CUCTEMDbI

Mepemelaemas nNpoayKLus COCTOMT U3 NPOAYKLUN, KOTopas nepepaboTaHa
Ha TEPPUTOPUM 3akasumka W KOTOPON NPeACcTOUT MOKUHYTb NMPOU3BOACTBEH-
Hylo CUCTEMY 3akasunka



HauveHoBaH1e TepMrHa
MpegBapuTensHoe yBefOM/IEHVE
06 oTnpaske

ABTOMATUYECKMIA BBOA AAHHbIX

ABTOMaTN3MPOBaHHbIV KOH(Urypa-
TOP MPOAYKLMK
CoBMeCTHOE NiaHmpoBaHue

MexdyHKLMOHabHbIE KOMaHZb!

Lincpposas cesisb — EDI/XML

DNEeKTPOHHbI 06MEH AaHHbIMU

SneKTpoHHast AOKYMEHTaUWs 1 BU-
3yanuzaums

OneKTpoHHas Aeknapaums 1 Bbl-
CTaB/ieHVEe cueTa

ONEKTPOHHBIN COPCUHT W Nowag-
Ka /151 NeperosopoB

AHanus BMAoOB ” I'IOCI'IequTBVII‘/ll oT-
Ka3oB

Pa3paboTka [OKYMEHTOB O COOT-
BETCTBUM

VIHTErpupoBaHHoe ynpaeneHue 3a-
kasamm

CornawleHme o0 COBMECTHOM 006-
CNyXvBaHUN

CornatleHne 0 COBMECTHOM OKasa-
HUW yCNyr No ycTaHoBke/ nposefe-
HUW UCNbITaHWI

MeToguku obecneyeHusi hyHKLMO-
HVMPOBAaHWS NOTOKa TOYHO B CPOK
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Mpunoxexve I
(cnpaBoyHoe)

Fnoccapwuii Hannydwen NpakTUKn

OnpefeneHve TepMHa

[ns obecneyeHne MakcMMasibHO TPAHCMAPEHTHOrO KOHTPO/ISt YPOBHS MaTepuasib-
HbIX 3anacoB

ABTOMATUYECKNIi BBOZ AaHHbLIX OTHOCUTCA K METOAAM UAEHTU(UKALMN 06 EKTOB,
c6opa AaHHbIX O HUX U UX BBOAA HEMOCPEACTBEHHO B KOMMbIOTEPHbIE CUCTEMbI

IT-cucTeMbI, NPeAOCTaBsEMbIE NOCTABLLMKAMM YCYT 3aKa3umnkam C Le/bio ynpo-
LLieHVst BbIGOpa NPOLIECCOB A/1S 3aKasa

Mpouecchbl COBMECTHOTO MIaHNPOBaHUS AESTENbHOCTU BCEX YUYACTBYHOLMX CTO-
poH

B 6u3Hece Takas MeX(yHKUMOHa/IbH3 KOMaHA4a COCTOUT M3 rpynnbl nogel c
PasnnyHbIM NPOCECCMOHANBHBIM OMbITOM, KOTOpble PaGoTaloT Ha AOCTUXEHWe
obLeit uem

Mcnonb3yeTcs Ans CBS3U C BHYTPEHHUMI NpoLeccamyi NoAAEPXaH!s B 4acTu A40-
CTYMHOCTM 1 pe3epBMPOBaHMS PECYPCOB. Takke CBA3bIBAET MEX Ay CO60i cepauc-
napTHEPOB 1 3aKa34MKOB A/1S Nepefaqn 3asBoK Ha 06CyXMBaHWe, NpesocTaBe-
HUEe NHOPMALMMN U BbICTABNEHNS cHETa

DNEeKTPOHHbIN 06MeH AaHHbIMK (cTaHAapTbl EDI) ncnonb3yetca Ans obmeHa AaH-
HbIMW 1 1€/TOBOI AOKYMEHTaLmell B CTaHAapTHOM hopmaTte Mexay KoMmbioTepa-
MK

pachrueckoe BOCNpoOU3BEAEHUE UepTexell, auarpamm, peuenTyp/dopmyn. cnew-
UHUKALMIA. MHCTPYKUWIA W T. M.. JOCTYMHBIX BCEM MO/b30BATESSIM

JNEeKTPOHHOE (Yallle BCEro Ha web-0CHOBE) co3faHve 1 NpefocTaB/IeHne fekna-
paumm Ha OTrpy3Ky rpy30mnonyyaTento/3akasuriky U BbICTAB/IEHNE AOKYMEHTOB Ha
onnaty 3akazuuky

BusHec-npaBuna A1 31eKTPOHHOTO MOWCKa U NPUB/IEYEHUST CTOPOHHUX pecyp-
coB licnonb3oBaHue |T-TeXHOMOIM A1 OCYLLECTBIEHNS 3aKyNOK

OCHOBHOI/ Liefiblo aHaM3a 0TKa30B U UX MOC/EACTBUIA SIBSETCS cuctemaTnye-
cKasi MAeHTUMKaLMA NOTEHLMANbHBIX OTKA30B, MX MPUYMH, a Takke UX nocnes-
CTBUWIA B paMKax CUCTEMbI C Lie/Ibl0 3a6/1aroBpeMEeHHOr0 HaXoX4eHWs1 1 ycTpaHe-
HWsA cnabbix MecT

[OKYMEHT O COOTBETCTBMM MPEAOCTaB/AET MOAPO6HYI0 MHGopMaLmio, KoTopast
NO3BO/ISIET KOHTPONIMPYIOLLMM OpraHam onpegensiTb OTBeYaeT in cuctema Tpe6o-
BaHWsIM COBMECTUMOCTU

CuvcTema ynpasneHusi TpaHcnopTom (TMS) 1 cuctema ynpasieHusi CKNafckumMu
3anacamu (WMS) SIBAISIOTCA OCHOBHbIMY 3BEHbSIMM LIEMOYEK MOCTaBOK U HEMo-
CpefCcTBEHHO 06ECneunBaioT 060pOT TOBAPHbLIX 3anacos, aBTOMATUYeckoe 06b-
€/IMHEHVIE 3aMacoB W CKBO3HYH CUCTEMY CKIAAMPOBAHMSA C LE/bio ONTUMU3ALMUM
CMO/Ib30BaHMSA LEHHOTO CKNaACKOro NpoCTpaHCTBa

Mpo3payHas 1 B BbICOKOW CTEMNEeHW cTaHAapTU3MpOBaHHAasA CTPYKTypa KOHTpakTa
Ha o6cnyxuBaHue, No3BoNAOWAs BBOAUTb eAVHble Tpe6oBaHUSA 4151 HECKObKUX
y4acTBYIOLLMX CEpBUC-NapTHepPoB

OCHOBHOIA Liefbto cornalleHnii 0 COBMECTHOM 06¢CnyxuBaHun ana SSC aensetcs
noApo6GHOE on1caHve cTeneHeli OTBETCTBEHHOCTU, OXMAAHWIA U NPaB Kaxaoii CTo-
POHbI B COOTBETCTBUM C corfialleHnemM mexay 3aka3ymMkom 1 nocTaBLyMKOM yCcnyr

C Lenblo CHUKEeHNs1 MacluTaba AesiTeNIbHOCTH, He CBA3AHHON C NoslyyYeHnem fo-
6aBNeHHON CTOMMOCTU, a TaKke 415 CHUKEHUS aAMUHUCTPATUBHBIX YCUINIA, Ha-
npuMep. Npy CHabXeHNN ynakoBOYHbIM MaTepuasniom (cucrema KanbaH)
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HaumeHoBaHu

Axanus no Mapeto

MeToavkn KOHTpONA KayecTBa B

e TepmuHa

pexvime peasibHoro BpemeHm

MeHeKMEHT peHTabesbHbIX Npo-

€KTOB

KOHTPONbHbIIA
yyet
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CTaTUCTUYECKMNIA

OnpepeneHne TepmuHa

AHann3s no MapeTo ABAAeTCA CTaTUCTUYECKO METOAMKOWA Npu NPUHATUK peLle-
HUA. Ncnonb3yeMbIx AN 0T60pa OrpaHNYEHHOT0 KOIMYECTBA UMEHHO Tex 3aja-
HUWIA. KOTOpble BHOCAT Haubosnee CyLlecTBEHHbIV BK1aj B 06LWMA 06bem BbINos-
HEHHbIX paboT

B npouecce pa3paboTki 1 NPOU3BOACTBA, NPOEKTUPOBAHIE B PEXUME PeasibHO-
ro BPEMEHW MCMosb3yeTcs Ana paspaboTky cUcTeM, 06ECNeUMBAIOLLNX COOTBET-
CTBUE NPOAYKLMM UM YCAYT TPeGOBaHMAM 3aKa3umnka Uv Aaxe VX NpeBbllleHne

MeHepKMEHT NPOEKTOB ABNSETCS HaNpaBieHnem AedTeNbHOCTM N0 OpraH13aLmmn
1 ynpaB/ieHnio pecypcamMy TakuM 06pasoMm, uTobbl 3TU pecypchbl ob6ecneunsanu
BCE HEOBX0AMMble BUABI AEATENLHOCTY C LEMbio peain3aumm NpoekTa B 3a4aH-
HbIX YC/IOBUSIX, B 3aj@HHbIE CPOKM 1 B paMKax 3a/I0EHHbIX OrpaHuyeHuii no cro-
MMOCTU

MpoLecc KOHTPOMBLHOTO CTAaTUCTUYECKOTO NoAcyeTa sIBMsSIETCA METOLOM Banuja-
LM MHBEHTapst 4OCTYMHbIMK cnoco6amMu nyTem NpocToro on3nyeckoro nogcyeTa
1 CBEPKM CO CTATUCTUYECKOW BbIGOPKO A8 BCETO MHBEHTAPHOrO 3anaca
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