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BeBepgeHune

Ipynna ctaHAapToB «PaclumpeHHas cxeMa AeaTenbHoCcTu opraHusauuny ceasu (eTOM)» paspaboTtaHa ¢
YMETOM pekoMeHAaLuuidi M.3050.X CeKTopa cTaHAapTu3auuy 31eKTpocBa3n MexayHapo4HOro cot3a 31ekTpo-
cBs3n (MC3-T).

PekomeHgauun no eTOM (Enhanced Telecom Operations Map) BXOAST B COCTaB cCepun pekomeHgauui
M.3xxx MC3-T, koTopas ctaHfapTusupyeT «CeTb ynpaBieHus anektpocssasblo» TMN (Telecommunications
Management Network) — mogens ynpasneHus 060pyA0BaHNeM, CETAMMN 1 yCryramMmn a/1eKTPOCBA3N.

CtaHgaptbel eTOM ycTaHaBAMBalOT KnacCuprKaLMoHHYO CXeMy MPOU3BOACTBEHHbLIX NPOLECCOB Op-
raHusauuii cBaA3n, TEPMUHOMNOTNIO, MeTOj Mepapxuyeckoin 4eKkoMno3nuumy NpoLeccos, cTaHAapTHble ane-
MEHTbI MPOLLECCOB ¥ METOAO/IONMI0 NOCTPOEHNA MOAeNeil NPOn3BOLCTBEHHBIX NPOLLECCOB M3 CTaHAAPTHbIX
3/1eMEHTOB.

Mopens eTOM, onpegeneHHas rpynnoii pekomeHgaumii MC3-T no eTOM, 6bina paspaboTaHa Mex-
dyHapogHoli accouyunaumneii TM Forum (Popym ynpasneHus TeneKoOMMYyHMKauusammn) B paMkax nporpammbl
paboT «HoBOe MokosieHMe cucTem ynpaBieHus U nporpaMmHoro obecneyeHus» NGOSS (New Generation
Operations Systems and Software).

Mogens eTOM npefHasHaveHa A1 NMPUMEHEHWUA NMpU MOAENNPOBaHWM 1 peopraHusauuy npoussoj-
CTBEHHbIX MpoLeccoB, Npu paspabdoTke cuctem ynpasneHna n OSS/BSS — cuctem nogaepxkm gesatenbuo-
CTn/6usHeca opraHu3aLuii cBA3U, NPU CUCTEMHOW MHTerpauum cucteM aBToMaTu3auuy NPOU3BOLACTBEHHbIX
NpoLLeCCOB U3 KOMMOHEHTOB pa3HbIX NPOW3BOAUTENENA.

O6was cTpykTypa 6usHec-npoueccos eTOM. cTtaHgapTusMpoBaHHas B FTOCT P 53633.0, onpegensiet
CTPYKTYpbl ypoBHei 0 n 1 eTOM, a Takke X 3/ieMeHTbl. 1A ypoBHA 1 3neMeHTaMu SBASKOTCS rpynnbl Npo-
Lieccos.

CTpyKTypa n anemeHTbl npoueccosB ypoBHA 2 eTOM o6pa3oBaHbl B pe3ynbTate AeKOMNo3uuuu rpynn
npoueccoB ypoBHA 1 eTOM. Kaxpgoii rpynne npoLeccoB ypoBHsi 1 COOTBETCTBYET CBOSI COBOKYMHOCTb 3/1e-
MEHTOB MPOLLECCOB YPOBHA 2. KOTOpas ycTaHaBNMBAETCA OTAEe/IbHbIM CTaHAAPTOM. DNeMEHTbI MPoLLeccos
YPOBHS 2 ABNAIOTCA Hanbonee KpYnHbIMU CTPOUTE TbHBIMU 6/10KaMu, KOTOPbIE MOTYT ObITb UCMO/Ib30BaHbI NpU
MoAEeNNPOBaHNM, UX PYHKLMOHANBHOCTL COOTBETCTBYET (DYHKLMOHA/IbHBLIM 06/1aCTAM yrpas/ieHus.

CTpyKTypa 1 anemeHTbl npoueccos ypoBHs 3 eTOM o6pa3oBaHbl B pesy/bTaTe 4eKOMNO3NLMN dN1eMEH-
TOB npoveccos ypoBHA 2 eTOM. Kaxaomy anieMeHTy NpoL,eccoB YPOBHA 2 COOTBETCTBYET CBOSA COBOKYMHOCTb
3/1IEMEHTOB MPOLLECCOB YPOBHA 3, KOTOpas ycTaHaB/MBAETCA OTAE/IbHbIM CTaHAAPTOM. PYHKLUMOHANIbHOCTb
3/1eMEHTOB NPOLECCOB YPOBHSA 3 COOTBETCTBYET (hYHKLMOHANbHBIM NOJ06MACTAM W/WAM OTAENbHBIM 3a4avam
ynpasneHus.

HacToAwwmii ctaHgapT onpefenseTt CTPYKTYPY M 3/1EMeHTbl NPOLLEeCcCoB YPOBHA 3 ANA AEKOMMNO3ULMK
npouecca ypoBHs 2 «Ynpas/ieHne Ka4eCcTBOM YCNyr», BXOAALLEro B COCTaB rpynrbl NPOLLECCOB «YnpasieHne
W 3Kcnnyataumsa ycnyr» B rnaBHoi 06nactn «OCHOBHas AeATeNIbHOCTb».

CobntofeHne 0CHOBHbIX NOMOXEHNIA cTaHAapTa Npy aBToMaTusaumm 4esTelbHOCTW OpraHusaLnin ceasm
o6ecneynT BO3MOXHOCTb MOCTPOEHUS CUCTEM aBToMaTu3auun U3 KOMMOHEHTOB CO CTaHAAPTHbIMU WHTEp-
dhelicaMmn 1 NO3BONT BbIGUPATL NyyLlNe B CBOEM K1acCe KOMMOHEHTbI CpeAn KOMMOHEHTOB PasHbIX NPOuU3-
BOOUTENEA.
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HALUWOHANBbHBW CTAHOAPT POCCUMNCKOW SGEALEPALUMN

NHdopmaLunoHHbie TexHoormn. CeTb ynpaB/eHns 3/1IeKTPOCBA3LI0
PACWNPEHHAA CXEMA JEATENBHOCTWN OPTAHU3ALNWN CBA3N (eTOM)

[Jekomnos3unumna n onucaHunsa npoueccos. OCHOBHAaA AeATENbHOCTb.
YnpasnieHue n akcnnyartauusa ycnyr. rNpoueccol yposHa 3 eTOM.
Mpouecc 1.1.2.4 — YnpaB/ieHne Ka4eCTBOM YyCnyr

Information technologies. Telecommunications management network.
Enhanced Telecom Operations Map (eTOM). Process decompositions and descriptions.
Operations. Service management and operations. eTOM level 3 processes.
Process 1.1.2.4 — Service quality management

JaTa BBegeHns — 2018—08—01

1 O6nacTb NPUMEHEHMUA

HacTosiwumii cTaHgapT ycTaHaBnMBAeT CTPYKTYPY W 3/1EMEHTbl MPOLEeccoB YPOBHA 3 Ans npouec-
ca 1.1.2.4 ypoBHA 2 «YnpaBfeHne KayecTBom ycnyr» (Service quality management). MNpouecc 1.1.2.4 Bxo-
AWT B COCTaB rpynnbl NPOLLECCOB YPOBHA 1 «YnpaBneHue u akcnayataumsa ycnyr» (Service management and
operations. SM&O). HaxoasLelica B rnaBHoi o6nactn «OcHOBHas feATenbHOCTb» Mogenm eTOM (Enhanced
Telecom Operations Map). MNpouecc 1.1.2.4 onpegened B FOCT P 53633.4. a rpynna npoueccoB ypoBHSA 1 —
B TOCT P 53633.0.

HacTosiwumii cTaHAapT pacnpocTpaHsieTcsl Ha NPOLECChl ynpaBfieHNss Ka4eCTBOM YC/yr, KOTOpble npu-
MEHSIIOTCA ANA MOHUTOPUWHIa, aHann3a, ynydleHns kayecTBa ycayr U MHhopMmpoBaHnsa 0 3HaYeHUsAX napa-
METPOB KayecTBa OKas3aHus ycnyr.

CTaHgapT npegHasHayeH A5 NpYMeHeHNst opraHn3aunsammy cBa3mn, CUCTEMHbIMU MHTErpaTopaMu, npo-
N3BOAUTENAMW CUCTEM YNPAaB/IEHUS 1 CUCTEM aBTOMATM3aLMN NPOU3BOACTBEHHbIX MPOLECCOB.

OpraHu3auum cBaA3K, BbICTyMNatwme B poan onepartopa cBs3u U/uim onepatopa ceTtu, MoryT NpUMEHsITb
HacToAWMA cTaHAApPT NpU MOLENMPOBaHMMW, ONTUMMU3ALMU U PEOPraHn3aL My Npon3BoOACTBEHHbLIX NPOLECCOB
N CTPYKTYpPbl OpraHv3auuu, a TaKkke npu 3akase CUCTEM YNpaBfeHUs ¥ CUCTEM aBToMaTtu3auuv npov3Boa-
CTBEHHbIX MPOLECCOB.

CUCTEMHblE UHTErpaTopbl MOTyT NPUMEHSTb HACTOSALWMIA CTaHAapT NPy NPOEKTUPOBAHUMN KOMMJIEKCHBIX
cucTeM aBTOMaTM3aLUuy Npou3BOACTBEHHbLIX MPOLECCOB C MUCMOMb30BAHNEM CUCTEM WU KOMMNOHEHTOB Pa3HbIX
npovsBoguTenei.

Mpoun3BoAUTENIN CUCTEM YNpaB/ieHNs U CUCTEM aBTOMaTM3aLuy NPOM3BOACTBEHHbIX NPOLECCOB MOTyT
NPUMEHSATL HAcTOAWMIA cTaHAAPT Npy pa3paboTke KOMMOHEHTHO CTPYKTYpbl U MHTEPCHECOB CBOMX CUCTEM,
a Takxe npy cornacoBaHMK € 3aKa3unkamm TpeboBaHuii Ha UX NMocTaBky.

Tpe6oBaHWsi HACTOSILLEro cTaHgapTa He pacnpoCTPaHATCA Ha AeiicTBylowMe CTaHAapTbl, KOTopble
6bl/IN MPUHATLI 4,0 BBEAEHUS €ro B felicTBueE.

M3paHue oduymansHoe
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2 HopmaTumBHbIE CCbI/IKU

B HacTosleM cTaHAapTe MCMNo/b30BaHbl HOPMATUBHbLIE CChINIKA Ha criefytoLue cTtaHaapThl:

FOCT P 53633.0—2009 WHdopmaunoHHble TexHonormm. CeTb ynpaB/ieHUs 3/eKTpocBA3blo. Paclum-
peHHas cxema AeATeNlbHOCTM opraHusauumn cesasu (eTOM). O6lwasn cTpykTypa 61M3Hec-npoLeccos

FOCT P 53633.4—2015 VHdopmaLumnoHHble TexHonorun. CeTb ynpaBneHns 3neKkTpocBsAsbio. Pacwiu-
peHHas cxema [leAaTesIbHOCTN opraHusauun cesasmn (eTOM). [lekomnosuums n onmcaHus npoueccos. lMpouec-
Cbl ypoBHA 2 eTOM. OcHoBHasa feAaTesIbHOCTb. YNpaBieHne 1 akcnayarauus ycayr

MpuMmeuyaHune — [lpy NONb30BAHMM HACTOSAWMM CTAHAAPTOM LE/ecoo6pasHo NPoBepuUTb AeiiCTBNE CCbi-
NIOYHbIX CTAaHAAPTOB B MHOPMALMOHHON cucTEME O6LLEro nosb30BaHUs — Ha ouuuansHoM caiite ®defepansHoro
areHTCTBa MO TEXHUYECKOMY PErysimpoBaHnio U METPOJIOTUN B CETU VIHTEPHET WU MO eXEerogHOMy UHOPMAaLMOHHOMY
ykasatenio «HaunoHanbHble CTaH4APTbI», KOTOPbIA 0Ny6/IMKOBaH MO COCTOSIHUIO HA 1sHBaps TeKyLero roga, v no Bbi-
nyckam exXemMecsiuHOro MH(OPMAaLUOHHOTO yKa3aTens «HauuoHasibHble CTaH4apTbi» 3a Tekywnit rog. Eciim 3ameHeH
CCbINIOUHbI CTaHZapT, Ha KOTOpbI/ AaHa HefaTupoBaHHas CCbliKa, TO PEeKOMEHAYeTCs WCMOoMb30BaTh AENCTBYIOLLYI0
BEPCUI0 3TOTO CTaHAapTa C YYeTOM BCEX BHECEHHbIX B A@HHYI0 BEPCUI0 U3MEHEHWA. EC/iIM 3aMeHEH CCbI/IOYHbI CTaH-
[apT. Ha KOTOpbIl faHa AaTupoBaHHas CCbika, TO PEKOMEHAYeTCs WCMNOoMb30BaTh BEPCUIO 3TOTO CTaHAApTa C yKasaH-
HbIM BbllE FOAOM YTBEPXAEHUS (MPUHATUS). ECnu nocfie yTBEPXKAEHUS| HACTOSLEro CTaHAapTa B CCbIIOYHbINA CTaH-
[,apT, Ha KOTOpbIii fJaHa AaTupoBaHHas CCblfika, BHECEHO M3MEHeHMe, 3aTparvsaloliee NnosokKeHne, Ha KOTopoe faHa
CCbI/IKA, TO 3TO MOJIOKEHUE PEKOMEHAYETCS MPUMEHSATL 6€3 yyeTa AaHHOro U3MeHeHnsi. ECM CCbIIoYHbIN cTaHgapT
OTMEHeH 6e3 3aMeHbl, TO NoJIoKeHUe, B KOTOPOM faHa CChijika Ha Hero, pekoMeHAyeTcs NPUMEHsITb B 4acTu, He 3a-
TparusaoLeii 3Ty CCbISIKY.

3 TepmuHbl 1 onpepeneHus

B HacTosLWwem cTaHfapTe NPYMEHEHbI ceayloLmne TEPMUHBI C COOTBETCTBYIOLLMMUN ONpeaeneHnsMn:

3.1 6usHec-npouecc (business process): Mpon3BOACTBEHHBIN NPOLLECC OPraHn3aunm CBA3sK.

3.2 nepapxuueckas gekomnosnums npouecca (hierarchical process decomposition): Metog nocnego-
BaTe/IbHOW AeTanusauum npoueccoB 60/1ee BbICOKOr0 YPOBHS Ha NpoLecchl 60/1ee HU3KOro YPOBHS C LieNbio
obecneyeHnss BO3MOXHOCTM MOAENNPOBAHUS NPOTEKAHWSA MPOLECCOB BbICOKOrO YPOBHSA C MOMOLLBIO NpoLiec-
COB HWXe/iexallero ypoBHsi.

3.3 kMeHT (customer): du3nyeckoe UK LPULMYECKOe NNLO, NOKynawLlee y opraHnsaumm ceBasm um
nonyvatowiee 6ecnnaTHo NPOAYKTbl U YCAYTW.

3.4 onepatop cBA3u (service provider): KOpuguyeckoe NMLO UM UHAUBUAYANbHbIA NpeanpyHUMaTenb,
oKasblBaloLLe YCryry CBSA3W Ha OCHOBaHUW COOTBETCTBYIOLLEN ULEH3UN; NOCTaBLUUK MHDOKOMMYHWKALMOH-
HbIX YCNYT KNWeHTam.

3.5 opranusauuns (enterprise): FOpmanyeckoe nuuo, ocyliecTBasOLee AeATeNbHOCTb B 06/1aCTN CBA3N
B KauecTBe OCHOBHOIO BUAA AEATENbHOCTU.

3.6 ocHOoBHas feaTenbHOCTb (operations; OPS): MnaBHas o6n1acTb 6usHec-npoueccos eTOM, oTHOCS-
LLMXCS K MOBCEAHEBHON [eATeNlbHOCTY NepcoHasna opraHu3auum.

3.7 napTHep (partner): Y4yacTHNK COBMECTHOI C OpraHusauumei cBs3n AeATesIbHOCTM No npejocTasne-
HUI0 YCNYT KNMEHTaM, CBSI3aHHbIN C opraHu3alvein 4oroBOPHbIMY OTHOLLEHUSIMU, KOTOPbIe ONpeaensioT 4010
npubbIIN 1 MaTepuasibHy0 OTBETCTBEHHOCTb MO PUCKaM.

3.8 nocTtaBwuk (supplier): KOpuaguueckoe nAMUO, B3aMMOAEWCTBYIOLLEE C OpraHu3auvein cBs3u B obe-
crneyeHMn TOBApPOB U YCyr, KOTOPblE NCMOMb3YIOTCA OpraHu3auueit npy npefocTaBieHUn NPOAYKTOB W ycnyr
KneHTam.

3.9 npoaykT (product): MaTepunanbHaa u/vunn HemaTepuanbHas CyWHOCTb, nNpegnaraeMas uam npego-
CTaBnsiemMas opraHusaumeii CBA3N KINEHTY.

MpumevyaHune — TIPOAYKT AO/MKEH BK/OYATb KOMMNOHEHT NpefocTaBneHns ycayru. MpoaykT MOXeT Bko4YaTb
Takxe obpaboTaHHble maTepuasbl, NporpaMmHoe obecneyeHve n/unu annapaTHble cpeacTBa u N6y NX KOMOBUHALKIO.

3.10 npouecc (process): MocnefoBatenbHOCTb CBA3AHHbLIX AEACTBUI WK 3a4ay, HeobXoANMbIX A5
[OCTUXEHNA onpeesieHHoro pesynbrara.

3.11 pacwumpeHHasa cxema fAesTeNIbHOCTM opraHu3aumnm ceasun (Enhanced Telecom Operations Map;
eTOM): JTtasnioHHas obLwas CTPyKTypa NpPOou3BOACTBEHHON AEATe/IbHOCTU OpraHusaummn cBAsu, onpeaensto-
wasa ctaHAapTHblEe 3/IeMEHTbI MPOLLECCOB, U3 KOTOPbIX AO0/KHbI CTPOUTLCA MOAENN BCEX NPOU3BOACTBEHHbIX
npoLeccos.

2
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3.12 pecypchl (resource): Pusnyeckme n Normyeckme KOMMOHEHTbI, UCNOJb3yeMble AN POPMUPOBaHUSA
YCNyT.

NMpumMmeuyaHue — B KauyecTBE PECYpPCOB WCMOMb3YOTCA NPUIOKEHUS, CPEACTBA BbIYNC/IUTENBHON TEXHUKN U
3/1eMeHTbl ceTeBOli MHPACTPYKTYpPbI.

3.13 ceTb ynpaBneHuna anekTpocsasbio (Telecommunications Management Network; TMN): Mogenb
ynpasfieHnss 060pyf0oBaHUEM, CETSIMU U yc/lyraMu 3/1eKTPOCBSA3M, ONpefdesieHHast B cepuv pekoMeHaauui
M.3000 MC3-T.

3.14 cuctema noppepxkn 6usHeca (Business Support System; BSS): Cuctema, noggepxusaroLlas
npoueccbl eTOM u3 rnaBHoii o6nactn «CTparterns, MHPPacTPYKTypa 1 NpPoayKT».

3.15 cuctema nogaepXkku oCHOBHOW geATenbHocTu (Operations Support System; OSS): Cuctema,
nozaepxusatowas npoueccbl eTOM u3 rnaBHoli 06nactn «OCHOBHAsA AEATENBHOCTb.

3.16 ynpaB/sieHMe B3aMMOOTHOWeEHNAMU ¢ kaneHtammn (Customer relationship management; CRM):
lopu3oHTasibHas rpynna npoueccos 1.1.1 B rnaBHoit o61act «OCHOBHasA AeATe/IbHOCTb».

3.17 ynpaBneHue u akcnnyartauusa pecypcos (Resource management and operations; RM&O): opu-
30HTanbHana rpynna npoueccos 1.1.3 B rnaBHoli 06nactm «OCHOBHaA AeATE/IbHOCTbY.

3.18 ynpaBneHue u akcnnyataumsa ycnyr (Service management and operations; SM&O); opu3oH-
TasibHas rpynna npoueccoB 1.1.2 B rnaBHoli 06n1actm «OCHOBHAasA AeATEe/IbHOCTb».

3.19 ycnyra cBa3u (service): JesATensHOCTb N0 npuemy, 06paboTke, XpaHeHuo, nepejave, AOCTaBKe
COO0O6LLEeHNI A 3NEKTPOCBA3M WX MOYTOBbIX OTNPAaB/IeHNiA. ABASeTCA COCTaBHOM YacTblo NPOAYKTa, npefHasHa-
YeHHOIi ANS Npofaxu KNWeHTY B cocTaBe npoaykra.

NMpumeyaHune — OpgHa 1 TaxXe ycnyra MoOXeT BXOAUTb BO MHOXECTBO pPa3/IMyHbIX NPOAYKTOB, NpejocTaBnse-
MbIX MO Pa3/IMYHOW LEeHe.

3.20 anemeHTbl npoueccos (process elements): CTaHAapTHble G/10KM UAW KOMMOHEHTbI, UCMOMb3ye-
Mble 4715 CHOPKM CKBO3HbIX GU3HEC-NPOLECCOB.

4 O6wKre NoNoXeHUs

4.1 PacwupeHHas cxema AeATeNbHOCTUM opraHusaunn cBsasu (eTOM) ABNseTcs UHCTPYMEHTasIbHbIM
CpeAcTBOM A/19 MOAENVMPOBaHUA, aHanv3a, onTuMusaLny 1 peoprasmsauum npousBoACTBEHHbLIX NMPOLECCOB
N CTPYKTYpbl OpraHusauuii cBsasu.

4.2 CTaHpapTHbIe rpynmnbl NPOLLECCOB YPOBHSA 1 1 3/1IEMEHThI NpoLeccoB ypoBHen 2 u 3 eTOM sABNsT-
CA KaTeropusiMu, UCNosib3yembiMu 48 Knaccuukaumm npon3BoLCTBEHHbIX NPOLECCOB OpraHu3auun, a He
MoZensiMu peanbHbIX npoueccoB. OHW onpefeneHbl C MakCMMasibHO BO3MOXHOW CTENeHb0 06LHOCTY TakuM
06pa3om, 4Tobbl 6bITb HE3ABUCHMbLIMW OT NPOAYKTOB, YCAYT N TEXHONOTNIA CeTel aNeKTPoCBA3N.

4.3 HacTtoswuii cTaHfapT ycTaHaBnWBaeT CTPYKTYPY W 3/1eMeHTbl MpoLeccoB YpoBHA 3 AN npo-
uecca 1.1.2.4 ypoBHS 2 «YnpaB/ieHMe Ka4ecTBOM YyC/yr», KoTopblii onpegened B FOCT P 53633.4— 2015
(pasgen 7).

4.4 SnemeHTbl NPOLLECCOB YPOBHA 3. onpeesieHHble HACTOAWMM CTaH4apTOM, MOTYT UCMO/1b30BaTbCA B
KayecTBe CTPOUTE/IbHbIX 6/10KOB NPV NOCTPOEHMMN NOTOKOBbLIX AMarpamm peasibHbiX NPOM3BOACTBEHHbIX MPO-
LieccoB, CBA3aHHbLIX C ynpaBneHneMm, KOHTPOSIEM, MOHUTOPUHIOM, aHasiM3oM, Y/lydlleHneM kavyecTsa ycnyr u
NHOPMUPOBaAHMEM O 3HAYEHMWAX NapameTPoB KayecTBa OKasaHus YCyr.

5 NpeHTndukauma npoueccos

5.1 NpeHTudukaumnsa Bcex npoueccosB (3/1IEMEHTOB MPOLEeCcCcoB) B HACTOsALWEM CTaHAapTe BbINOJ-
HeHa corfnacHo npasunam maeHtTudukaumm npoueccoB eTOM, usnoxeHHoim B FOCT P 53633.4—2015
(pasgen 5).

5.2 NpeHTudhmkaTopbl NpoLEeccoB cBA3aHbl C hYHKLMOHA/TbHBIMU OMUCAHUAMU TPYNN U 3/1IEMEHTOB MpPo-
ueccos eTOM 1 UCNoNb3yTCA B KAYECTBE CCbISIOK Ha ONpefenieHns cTaHAapTHbIX NPOLLECCOoB.

5.3 MecTo npouecca 1.1.2.4 ypoBHA 2 «YnpaB/ieHne Ka4eCcTBOM YC/yr» B CTPYKTYpe rpynnbl NpoLeccoB
SM&O0 ypoBHA 1 nMokasaHO Ha pucyHke 1. KOTOpblil BbINOsIHEH cornacHo MOCT P 53633.4. Mpouecc 1.1.2.4
Bblfie/IEH Ha PUCYHKE TEMHbIM (DOHOM.

5.4 Muktorpamma npouecca 1.1.2.4 npeAcTaB/ieHa Ha pUCYHKe 2, OHa ABMSeTCca 06Lei ansa Bcex ane-
MEHTOB MNPOLLECCOB YPOBHA 3, OnpefesieHHbIX HACTOAWMM CTaHAaPTOM.
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PucyHok 1— [lekomMno3nuums rpynnbl npolueccoB SM&O Ha 31eMeHTbl NPOLeccoB YPoBHS 2

L

PucyHok 2 — Muktorpamma npouecca 1.1.2.4 «YnpaB/iieHue Ka4ecTBOM yCnyru

6 CTpyKTypa npouecca «YnpaB/ieHNe KayeCTBOM YC/yr» 1 HazHavyeHue
3/IEMEHTOB MpPoLLeccoB YPOBHA 3

6.1 CTpykTypa npouecca 1.1.2.4 «YnpaB/ieH/e Ka4eCTBOM YC/yr» 1 COOTBETCTBYHOLLME 3/IEMEHTbI MPO-
LLeccoB YpOBHS 3 npefcTaB/ieHbl Ha pucyHke 3.

YnpaBneHne Ka4ecTBOM yCyr

PucyHok 3 — flekomno3suuus npouecca 1.1.2.4 «YnpaBneHne kauecTBOM YC/yr» Ha 3/1IeMeHTbl NPOL,eccoB YpoBHs 3

6.2 Mpouecc 1.1.2.4 v ero anNeMeHTbl NPOL,EeCCOB YPOBHSA 3 NpeAHasHayveHbl ANA ynpas/eHnus, KOHTPos,
MOHWUTOPWHra, aHannsa, UHPOPMMUPOBAHNA W BOCCTAHOB/IEHUS 3HAYEHWU MapameTpoB KayecTBa OTAe/bHbIX
ycnyr.

6.3 Mpouecc «MOHUTOPWHT KaYecTBa yCyr» AO/MKEH OCYLLECTBAATb MOHUTOPUHT NocTynatoLei nHtop-
Mauuv 0 KayecTBe YC/Yr W BbINO/IHATb NEPBUYHOE 0BHAPYXeHNe AaHHbIX O KauyecTBe.

6.4 lMpouecc «AHaNM3 KayecTBa yCcnyr» f0/HKEH BbINOHATL aHan3 v NPou3BoAUTL BblUUCEHNe 3Have-
HWIA NapaMeTpoB kayecTBa OTAE/bHbIX YC/yT.

6.5 Mpouecc «YnyyleHne kavecTsa ycayr» Ao/mkKeH obecneymsarb Hanbonee paymoHasibHbIM 06pasom
BOCCTaHOBJ/IEHWEe KayecTBa YC/yr [0 HOPMasIbHOTO paboyero COCTOAHUSA.

4
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6.6 Mpouecc «NHopmupoBaHMe 0 napameTpax kadecTBa ycayr» AO/HKEH obecneunBaTb MOHUTOPUHT
cTatyca oT4eTOB 06 yXyALeHUN napameTpoB yCyr, BbliNyckaTb YBEAOMAEHUS O NI06bIX N3MEHEHUAX cTaTyca
1 co3faBaTb OTYETbl 06 ynpaBfeHun napameTpamu ycryr.

6.7 Mpouecc «Co3gaHne oTyeTa 06 yxyAlleHnn napameTpoB yCayr» AO/KEH obecneynBaTb co3faHne
HOBOro oT4yeTa 06 yxyAlleHWM napaMeTpoB YCAyr, a Takke BbINOMHATbL MOAMGIUKALUIO WU aHHYNMpOBaHWe
CYLLLECTBYIOLLMX OTHETOB.

6.8 lNpouecc «KOHTPOsb M ynpassieHne BOCCTAHOB/IEHMEM MapaMeTpOoB KavyecTBa YCnyr» AO/HKeH Ha-
3HayaTb. KOOPAUHWPOBATb M KOHTPOMMPOBATb AEATENIbHOCTb MO aHasM3dy, BOCCTAHOB/IEHUIO U YNyYlleHUIo
napameTpoB KayecTBa OTAesIbHbIX YC/yr.

6.9 lMpouecc «3akpbiTve oTyeTa 06 yxyAlWeHUn napameTpoB YyCayr» AO/DKEH 3akpbiBaTb OTYET nocie
TOro, kak npo6semMbl CO 3HaYeHUAMM NapaMeTpPoB KavyecTBa YCyr 6yayT yCTPaHeHb!.

6.10 JlaHHble COOTBETCTBUA UAEHTU(MKATOPOB 3/IEMEHTOB MPOLECCOB YPOBHA 3 HAVMEHOBaHUAM 3TUX
npoLeccoB B cocTaBe Aekomno3uumu npouecca 1.1.2.4 «YnpasfieHne KavyecTBOM YC/yr» npenctaB/ieHbl B
Tabnuue A.1 npunoxeHus A.

7 ®YHKUMOHa/IbHOCTb 3/1EMEHTOB MPOLECCOB YPOBHS 3 A1 AEKOMMO3ULUK
npouecca «YnpasJ/ieHne KauecTBOM YC/yr»

7.1 ®yHKUMOHaNbHbIE ONUCaAHUA 3N1EMEHTOB MPOLECCOB YPOBHA 3 yCTaHaB/MBalOT KnaccuukaunoH-
Hble MPU3HaKW, MO KOTOPbIM peasibHble MPoLecChbl MOryT 6biTb OTHECEHbI K KaTeropum npoueccos, COOTBET-
CTBYlOLLEV KOHKPETHOMY 3/1IEMEHTY NPOLLECCOB.

7.2 ®yHKUMOHaNbHOE OnucaHne AN 3/ieMeHTa NPoLeccoB YPOBHA 3 COAEPXUT: ngeHTudukarTop, Hau-
MeHOBaHVe 1 PyHKLMOHa/IbHYI0 XapakTepucTuky. PeanbHblil NpoLecc cumtaeTcs OTHOCALMMCS K CTaHAapT-
HOMY 3nemeHTy npoueccoB eTOM, ecnu OH BbINOMHAET OAHY U3 (PYHKLUIA, YKa3aHHbIX B (DYHKLMOHaNbHOM
XapakTepucTrke afiemeHTa npoLeccos.

7.3 ®YHKUMOHa/IbHblE ONUCaHUA 3/1IEMEHTOB MPOLLECCOB YPOBHA 3, BXOAAWMX B COCTaB AEKOMMO-
3uymu npouecca 1.1.2.4 ypoBHA 2 «YnpaB/ieHWe KauyeCTBOM YCAyr», AO/DKHbl COOTBETCTBOBATb AaHHbIM
Tabnuubl 1.

Ta6nuya 1— ®yHKUMOHANbHbIE ONUCAHWUS 3/IEMEHTOB MPOLLECCOB YPOBHS 3 B COCTaBe AeKOMNo3uuuu npouecca
«YnpaB/ieHne KauecTBOM yC/yr»

pentudpm- HanmeHoBaHue anemeHTa
DYyHKLIMOHa/IbHAA XapakTepucTuka
Karop npoLeccos YHKL p P
1.1.24.1 MOHUTOPUHT KayecTBa ycnyr Mpouecchbl MOHUTOPUHIA NOCTynatwLLel MHopMaLun o0 KayecTBe ycnyr
(Monitor service quality) 1 NEPBUYHOTO OGHAPYXXEHUS AaHHbIX O KayecTBe.

Mpoueccsl MOHUTOPKHIA NapaMeTpoB kadyecTBa ycnyr, o6ecrneyvsaio-
Lve pelleHne cnegytoLnx sagay:

- nepBnuYHoe O6HapyxXeHue 1 c60p NOCTynalwLluX AaHHbIX O napame-
Tpax KauecTBa OTAE/bHbLIX YCNYr, BbIMOJIHSEMblE C MOMOLLbI0 CPeACTB
MOHWUTOPUHIA 1 perucTpauuu;

- CpaBHEHWE MOJYYEHHbIX JAHHbLIX O NapaMeTpax KauyecTBa OTAesbHbIX
YCNyr ¢ HAGOPOM HOPMUPOBAHHbIX 3HAUEHUIA KauecTBa paboTbl A8 Kax-
[l0Vi OTAenbHOl ycyrn (HOPMUPOBaHHbIe 3HAYEHWSI U3B/IEKAIOTCS U3 CU-
CTeMbl UHBEHTapU3aLnm ycnyr):

- OLEHKa W permcTpauus NoayyeHHbIX 4aHHbIX 0 MapaMeTpax kayecTea
OTAENbHbIX YCAYr ANs 3HAa4YeHUil, KOTopble HaxoAsTCs B AOMYCTUMbIX
npegenax, yCTaHOBJIEHHbIX B COOTBETCTBUN C HOPMaMM Ha Ka4ecTBo pa-

60ThlI.

MpumeyaHune — [laHHblE O 3HAYEHUAX NapaMeTpoB KayecTsa pe-
ryNISPHO NOCTYNAaT B XO/ie HENPEPbIBHOTO BbINO/THEHNSI MOHUTOPUHTA U
N3MepeHNiA:

- 3anncb pe3ynbTaToB HENPEPbLIBHOTO MOHUTOPUHIA 415 UX UCMONb30Ba-
HMA Npu onoselleHun npoueccom 1.1.2.4.4 «/iHchopMmpoBaHue o napa-
MeTpax KayecTsa ycnyr»;

- BblIB/IEHWE MNepeceyeHnin NOporos napameTpoB kauyecTBa, KOTOpble
yKas3blBalOT Ha HapylleHns/oTKkasbl B OKa3aHUM OTAENbHbIX YCAyr n3-3a
yXyALleHns napameTpos paboTsl;
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MpopomkeHne Tabnuuybl 1

npeHtndu-
KaTop

1.1.2.4.1

1.1.2.4.2

1.1.2.43

HanmeHoBaHune anemeHTa
npoueccos

MOHWUTOPUHT KayecTBa ycnyr
(Monitor service quality)

AHanus kauecTtsa ycnyr
(Analyse service quality)

YnyulweHue kayecTsa ycnyr
(Improve service quality)

PyHKUMOHANbHAA XapaKTepucTuka

- nepegava vHopmauum o0 HapylweHusax/oTkasax B okasaHuu oThefb-
HbIX ycnyr npoueccam 1.1.2.3 «YnpaBneHue paspelleHmem npobnem c
ycnyramvu» ANA BbINOSHEHNS [elCTBUIA N0 BOCCTAHOB/IEHWNIO HOpMasib-
HOTo (PyHKLMOHNPOBaHNS;

- nepepava npoueccam obpaboTumkoB npobnem uHopmauum o BO3-
MOXHOM YXy[LeHUN ANA OTAENbHbIX KNNEeHTOB napameTpoB KayecTBa
ycnyr (Quality of Service, QoS) n napameTpoB cornalleHuii 06 ypoBHe
ycnyr (Service Level Agreement, SLA) B CBSI3V C BbISIB/IEHHbIM yXy/ALle-
HWeM KayecTBa OTAe bHbIX YCAyr.

MpumevyaHne — Tllpoueccbl 06paboTyNKOB NPo6aEM hopMupyOT
1 paccblnaloT 3anpochkl Ha BOCCTAHOB/IEHNE HOPManbHOr0 OYHKLVOHN-
poBaHus ycnyr:

- o6HapyXeHue yxyALWweHuii B OKasaHU OTAENbHBIX YCAYT C Liesiblo paH-
Hero npeaynpexaeHns o BO3MOXHbIX Npo6iemax:

- paccblfika yBeJOMNEHNUA 06 yXyAleHun napameTpoB paboTbl ycnyr
[PYTVM 3/1EMEHTAM NMPOLLECCOB U3 eKOMMO3MLMK npoLecca «Ynpase-
HUE KayecTBOM yCyr», KOTOpPbIe YNPaBnsioT 4eACTBUAMMW N0 BOCCTAHOB-
JIEHNI0 HOPMA/TLHOTO KauecTBa OKasaHus OTAE bHbIX YCAyT;

- peructpauusa B penosutopuu npouecca 1.1.2.1.1 «YnpaBneHvne NHBeH-
Tapusauuein ycnyr» getasibHbiX 4aHHbIX 06 YXYALIEHUM KauecTBa okasa-
HUSI OTAENMbHBIX YC/IYT N O HapyLleHusXx B paboTe ycnyr, BeJeHWe UCTo-
pUn 3TUX AAHHBIX 4151 NOAAEPXKN 3aNpPOCOB OT BHELUHWX NPOLLeCCOB.
Mpoueccbl aBTOMATUYECKOTO TECTUPOBAHWS YCAYr C UCNO/Ib30BaHNEM
MCKYCCTBEHHOI Harpy3ku OT UMUTATOPOB BbI30BOB, UMUTUPYIOLLUX TUMO-
BOEe MoBefieHne nosb3oBartenei.

Mpouecchl aHanM3a n BbIYMCNEHNSA 3HAYEHUII MapaMeTpoB KayecTBa OT-
OeNbHbIX YCAyr.

Mpouecchl aHanusa uHgopmalnm, nonyyeHHoi ot npoyecca 1.1.2.4.1
«MOHNTOPUHT KauyecTBa yCNyr», C Leflbio BbIYNCNEHUS 3HA4YeHuii napa-
MEeTpPOB KayecTBa OTAe/IbHbIX YCAYT.

Mpouecchl Koppensauun cobbiTUil, 06HAPYXEHHbIX B XOA4€ MOHUTOPUHIa
Kayectsa ycnyr, u cunbtpaymn (yaaneHus) KoppenmposBaHHbIX MOBTO-
psilOLWMXCA aBapuii n cobbITUil 0TKa3a, KOTOpble HE BANSAIT Ha KayecTBO
ycnyr.

Mpouecchl BbIYNCNEHNA KTHOYEBbLIX WHAMKATOPOB KayecTsa ycnyr (Ha-
npumep. cpefHee Bpems Mexay oTkaszamu).

Mpouecchl aHanusa kavyecTsBa ycnyr, obecneumsalolime pelieHune cre-
AyOLWKX 3a4a4:

- nposejeHve aHanusa Hgopmauum o0 napameTpax OTAEesbHbIX YCAyr,
nonyyeHHoii ot npouecca 1.1.2.4.1 «MOHUTOPWHT KayecTBa yCcnyr»;

- MHMLMaunsa, mogudurkauma n oTMeHa pacnucaHmnii HenpepbIBHOTO C60-
pa faHHbIX 0 napameTpax paboTbl OTAE/NbHbIX YCNYr, ANA KOTOPbIX He-
06X04MMO BbINOMTHUTL @aHann3 napameTpos paboTbl.

MpumeuyaHue — PacnucaHus co3gaoTcs no 3anpocam, nocblaae-
MbIM npoueccy 1.1.2.1.4 «loagepxka ynpaBaeHus KauecTBOM YCyr»;

- BbISIB/IEHNE NEPBUYHBIX MPUUMH YXYALIEHUS KAYEeCTBA U HapyLUEHWI B
paboTe Ana OTAe NbHbIX YCYT;

- 3anucb pesynbTaToB aHanu3a B CUCTEMY WHBEHTapu3auuv ycnyr ans
Lieneii uccnefoBaHnsa UCTOPUN Pe3ynbTaTos:

- npoBefieHne No 3anpocamM, NOCTynawLuM oT NPOLEeCcCcoB ynpasieHns
QO0S 1 SLA KANEHTOB, aHanu3a fetasbHblX JaHHbIX 4151 06HAPYXEHUA
NepBUYHOI NPUYNHBI YXyALEHUA napameTpoB QO0S K/MEHTOB, KOoTopoe
MOT/10 NPOU30WTY U3-3a B3aUMOLEWCTBUI MEXAY 3K3EMNASPAMU YCAyr,
B TO BPEMS Kak napameTpbl paboTbl 3K3eMMNIAPOB B3aWMOAENCTBYOLLNX
YCNyr HAXoAATCS B HOpMe.

Mpoueccbl BOCCTAHOBMEHUSI HanGosiee paunoHasbHbIM 06pa3oM Kaue-
CTBA yC/yr ;0 HOPMAsIbHOTO PaGOYEero COCTOSHUS.



MpogomkeHne Tabnuubl 1

peHTndm-

Karop

1.1.24.3

11244

1.1.2.4.5

1.1.2.46

HauveHoBaHvie anemeHTa
npoLieccoB

YnyudweHve KavyecTsa ycnyr
(Improve service quality)

WHtopmuposaHme o napa-
mMeTpax kayecTsa ycnyr
(Report service quality
performance)

CospgaHve oTyeta 06 yxyga-
LWeHUN napameTpoB ycnyr
(Create service performance
degradation report)

KoHTpons 1 ynpasneHue
BOCCTaHOB/IEHWEM napame-
TPOB KayecTBa ycnyr

(Track and manage service
quality performance
resolution)
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®YHKUMOHAUbHASA XapaKTepucTVKa

Mpouecchl BbINONHEHUSI peKOMEHAALNA, NpefoCcTaBeHHbIX NOCTaBLLM-
Kamu/napTHepamu unu paspaboTaHHbIX opraHusauuei cBs3u, nMo BOC-
CTaHOBEHWUIO YCAYT.

Mpoueccsl Bbinycka yBeAOMEHWA O HEOGXOAMMOCTY BbINOMHUTL NNaH
No BOCCTAHOB/IEHWIO W MOJIyYEHUS AaBTOPMU3ALMM HA NMPOAO/HKEHUE Bbl-
NOJSIHEHUS 3TOTO NnaHa. Mpouecchl akTUBUPYHOTCS B TEX CyvasX, Korga
[eliCTBUS MO YNYULWEHNIO KAYECTBA MOTYT NOBMUATL HA ApYrue AeiicTByto-
wue ycnyru.

Mpouecc BbiNycka yBEAOM/IEHUI 0 HaYane v 3aBepLUEHNUMN BbINOHEHUS
nnaHa BOCCTAHOBNIEHUS YCNYTU.

Mpoueccbl BpeMEHHOTo HasHaYeHUs ApPYrux ycnyr unn pekoHurypaumum
napaMeTpoB aBapuiiHbIX YCnyr, 4eCTBYOLLME HA OCHOBE JaHHbIX, NONy-
yaeMmbIX OT MPOLECCOB «AHa/N3 KaYecTBa yCcyr», 0 NpuynHax yxygue-
HUSI KAYEeCTBa OKa3aHWs OTAENbHbIX YCAyr.

Mpouecchl HEMPEPLIBHOTO MOHUTOPVHIA CTaTyCca OTYETOB 06 YXYALIEHNN
napameTpoB YC/yr, BbiNycka yBE4OM/IEHUI 0 NoBbiX N3MEHEHUSX CTaTy-
ca 1 (POPMUPOBAHNS OTYETOB 06 yNpaBeHUN napameTpamu ycnyr.
Mpouecchl pacchinky yBeAoMIEHWI T 06 M3MEHEHUsX cTaTyca 0TYeToB
npoueccam SM&O. npoueccam 4pyrux ypoBHeit 1 BCEM yyacTHUKaM, 3a-
PErucTPUPOBAaHHbLIM B CMINCKE PACCHISIKU YBEAOM/IEHWIA.

Mpumeyanune — CnAMCKN pacchbifiku yBeJOMIEHWNIA CO34al0TCa Npo-
ueccom 1.1.2.1.4 «Noaaepxka ynpas/ieHUsi Ka4eCTBOM YCNyr».

Mpouecchl perucTpaumm, aHannsa v oLeHKN U3MEHEHWIi cTaTyca oTue-
TOB 06 yXy/LIeHUN napamMeTpoB paGoTbl YCAyr.

Mpoueccsl Bbinycka 0TYETOB 06 ynpaBieHnn napameTpamu ycnyr u cne-
LMann3npoBaHHbIX CBOLOK O PauuoHanbHOCTW U 3 DEKTUBHOCTU BCETO
npolecca ynpas/ieHUst KAYeCTBOM YC/yr.

Mpouecchl MHHOPMUPOBAHUSA LPYTUX NPOLECCOB O BbISIB/IEHHbIX OTPaHU-
YEHWAX. KOTOpPble MOTYT NPVWBECTU K HAPYLIEeHWNI0 HOPM KayecTBa YC/yr.

MpuMeuyaHne — TN OrpaHUYeHUs MOTyT GbiTb CBA3AHbLI C OTKa-
3aMu OTAESIbHbIX PECYPCOB, HEXBATKOW €MKOCTW M3-3a Meperpysku u ¢
LPYTUMU NpUYMHAMU.

Mpouecchbl co3aaHna HOBOro oTyeTa 06 yxXy/lIeHun napameTpoB YCAyr,
a TaKxe npoweccbl MoAUMUKaLUN NI aHHYIMPOBaHUSA CYLLEeCTBYIOLNX
0TYeTOB.

Mpoueccol 3anycka npouegyp Co34aHnsa HOBOrO oTyeTa 06 yxy/ALleHun
napameTpoB YC/yr, KOTOPble BbIMO/IHATCA NPU NOJyYeHUN yBeaomIe-
HWih oT npouecca 1.1.2.4.1 «MOHMUTOPWHI Ka4yecTBa yC/yr», a Takke npu
NOCTYMNJIEHNN 3anpoCoB OT 3ajay aHasn3a, BbINOoSIHAEMbIX APYTMMU NPO-
ueccamu 13 rpynn npoueccos CRM. SM&O nnn RM&O.

MpumeuyaHne — 3anpocbl OT 3aAay aHanM3a ynoMsHyTbIX Tpynmn
NPOLLECCOB MOCLINATCSA B CyYasx 06HAPYXEHUs B XOfe aHanusa He-
KOTOPbIX BUAOB YXYALIEHU pa6oTbl UM 0TKA30B, A/151 KOTOPbIX HEO6XO-
[MMO BbINO/IHUTL OLEHKY NapameTpoB OTAESbHbIX YCyT.

Mpoueccol NnpeobpasoBaHust MHOpMaL MK, nonyyaemoli B ysegomne-
HUSAX W B 3ampocax OT BHELIHWX NPOLEecCOB, BO BHYTPEHHWIA dopmar,
NPUHATLIA AN NpoueccoB ynpaBfeHUs napameTpamu ycnyr, u npo-
Lecchl 3aTpe6oBaHnsa HegocTawowein MHpopmaunm oT BHELWHMUX Npo-
Lieccos.

Mpolecchl Ha3HaYeHWsl, KOOPAMHALMM U KOHTPONSA AEATENbHOCTU MO
aHann3y, BOCCTAHOB/IEHWIO U Y/YYlIEHWI0 NapameTpoB kayecTBa OT-
[enbHbIX YCnyr.

Mpoueccsl yBeMYeHNst NPUOPUTETOB OTKPLITHIX OTUYETOB 06 YXyALIEHUN
napameTpoB ycsyr, paboTbl N0 KOTOPbIM HAXOAATCS NOJ Yrpo30ii HEBbI-
NOJIHEHNS.
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OkoHuyaHne Tabnuubl 1

npeHtndu-
KaTop

1.1.2.4.6

1.1.2.4.7

HanmeHoBaHne anemeHTa
npoueccos

KoHTponb ¥ ynpaBsneHue
BOCCTaHOB/IEHMEM napame-
TPOB KauecTBa ycnyr

(Track and manage service
quality performance
resolution)

3akpbiTie otyeta 06 yxya-
LWeHU napameTpoB ycnyr
(Close service performance
degradation report)

PyHKUMOHANbHAA XapaKTepucTuka

Mpouecchbl KOHTPONA U yNpaBieHUsl BOCCTAHOB/IeHMeM NapaMeTpoB Ka-
yecTBa yc/yr, o6ecneunBalLMe peweHne creayoumx 3agauy:

- AoGaB/ieHMe B OTKPbITbIi OTYET 06 yXy[lleHUW napamMeTpoB ycnyr
[aHHbIX NEePBUYHOTO U TEKYLLero aHanusa;

- coCTaB/IeHMe pacnucaHusi, Ha3HayeHue 1 KoopAuHaLMs paboT no aHa-
/N3y 1 BOCCTAHOB/IEHWNIO NapamMeTpoB paboThl OTAEMbHbIX YCYT, a TakKe
KOOPAMHALMS PEMOHTHBIX PaboT, NOPYYEHHbIX 4PYTMM NpoLeccam;

- reHepauus 3anpoca Ha co3fjaHve oTyeTa 06 aBapuu Ha pecypce, ecm
B JaHHbIX 0TYeTa 06 yXyALWeHUM napameTpoB YC/yr ykasaHa nepBuyHas
NpUYMHA, OTHOCSLLAACS K pecypcam;

- BHECEHWE AaHHbIX O HazHaueHUW paboT B CyLLECTBYOLMI 0T4eT 06
YXyZLEeHUN NapameTpoB YCiyr;

- M3MeHeHMe cTaTyca oTyeTa 06 yXyALeHUn napameTpoB YCyr;

- aHHynMpoBaHue oTyeTa 06 yXyALWeHUM napameTpoB YCayr B cryyae
3anpoca, CBSI3aHHOTO C JIOXKHbIM COBLITUEM HApYLIEHUsI B OKa3aHWU yc-
nyrv;

- MOHWUTOPUHI CTATyca CEepbe3HOCTH OTKPLIThIX OTYETOB 06 YXyAlleHUn
napamMeTpoB yCAyr v yBesnyeHne npu Heo6XoAMMOCTM NPUOpUTETA ITUX
0THeTOB.

Mpouecchl kKoopauHaumm, obecneynBatLe CBOEBPEMEHHOE 3aBeplue-
HUe BCcex HasHaYeHHbIX 3afay C COGM0AEeHUEeM UX NpaBWUibHOW nocne-
[10BaTe/IbHOCTU.

Mpouecc n3mMeHeHUs cTaTyca oTyeTa 06 yXyALEHUN napameTpoB ycayr
Ha «OuuLLeH», Korga nNpo6aemMbl CO 3HAYEHWUSIMW NapaMeTpoB KayecTsa
YCyr paspeLueHsi.

Mpouecc, o6ecneynBaiolnii 3akpbiTUe OTYETa MOC/e TOro, Kak 3Haue-
HUA NapamMeTpoB KayecTBa ycnyr 6y4yT BOCCTAHOB/IEHbI.

Mpoueccbl MOHUTOPWHIA CTaTyca BCEX OTKPbITbIX OTYUETOB 06 yxyAlue-
HUM NapamMeTpoB YCNyr U OB6HApPYXEHWsi TeX OTYEeTOB, KOTOPbIe MOryT
6bITb 3aKPbITbI, TAK K&K UX CTATYC U3MEHMU/CS HA «OUNLLEH».

Mpouecc NpUCBOEHUs cTaTyca «3aKpbiT» OTKPLITOMY OTYETY, UMeloLle-
My cTaTyc «OunLLeH».



Mpunoxexne A
(o6a3aTenbHoe)
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HanmeHoBaHus U ngeHTMUKaTOPbl 3/IEMEHTOB NPOLECCOB YPOBHA 3
ANS AeKOMMo3uLmMy npouecca YpoBHA 2 «YnpaB/ieHne KayecTBOM YCnyr»

A.1 HaumeHoBaHMA N MAEHTUUKATOPbI 31EMEHTOB NPOLECCOB YPOBHA 3 Ansa npouecca 1.1.2.4 ypoBHS 2 «Ynpas-
neHne KkayecTBOM ycnyr» (Service quality management) 4o/mkHbI COOTBETCTBOBATbL AaHHbIM Tabnuubl A.1.

Ta6nuua A.l — Jekomnosuums npouecca 1.1.2.4 — «YnpasieHue KauecTBOM yCnyr»

Wpentudmkarop

1.1.24.1

1.1.2.4.2

11.243

1.1.24.4

1.1.2.45

1.1.2.4.6

11.2.47

HavmeHoBaH1e anemeHTa npoLeccos

MOHUTOPUHT KauecTBa ycnyr
AHann3 Kkadectsa ycnyr
YnyuleHve kadectsa ycayr

MHhopMupoBaHne 0 napameTpax kadyecTBa
yenyr

Co3sfaHvie oT4eTa 06 yxyAleHun napameTpos
yenyr

KOHTpONb 1 ynpaBfieHWe BOCCTAHOB/IEHWEM
napameTpoB kauecTsa ycnyr

3akpbiTue oTyeTa 06 yxXyALWeHun napameTpos
ycnyr

AHINNACKWIA 3KBUBAIEHT
HaUMEHOBaHUsi

Monitor service quality
Analyse service quality
Improve service quality

Report service quality performance
Create service performance degradation report
Track and manage service quality performance

resolution

Close service performance degradation report
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