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BBeaeHue

Mpynna cTaHaapToB «PaclumpeHHas cxema LesiTenbHOCTH opraHn3auum ceasm (eTOM)» paspaboraHa ¢
y4yeTom pekomeHaauuii M.3050.x cektopa cTaHaapTu3auum anekTpocessn MexayHapoaHoro cok3a anekTpo-
cesasu (MC3-T).

Pekomenaauum no eTOM (Enhanced Telecom Operations Map) BxoasT B COCTaB cepuu peKoMeHAaLmi
M.3xxx MC3-T, koTopasi ctaHaaptTusupyet «Cetb ynpasneHus anektpoceassio» TMN (Telecommunications
Management Network) — moaenb ynpasneHus oGopyfoBaHWeM, CETAMU U YCryramu 3neKTpoCcBA3K.

CraHgaptel eTOM ycTaHaBnMBaloT KNaccupuKaunoHHy0 CXemy Npou3BOACTBEHHbIX NPOLIECCOB Op-
raHu3auuii CBsI3u, TEPMUHONMOIUIO, METOL MepapXM4eckon AeKOMMO3ULMU NPOLECCOB, CTaHAAPTHbIE dne-
MEHThI MPOLIECCOB U METOAO0NOINI0 NOCTPOEHMSI MOAENEN NPOU3BOACTBEHHbIX NPOLECCOB U3 CTAHAAPTHBIX
3MEMEHTOB.

Moaens eTOM, onpeaeneHHas rpynnoi pekomeHagaumin MC3-T no eTOM, 6bina paspaGotaHa Mex-
AyHapogaHoii accouuauueinn TM Forum (Popym ynpaBneHuss TENEKOMMYHMKALUAMMU) B paMKax NporpaMmbl
pabot «HoBoe nokoneHue cucTem ynpasneHus U nporpammHoro obecneveHun» NGOSS (New Generation
Operations Systems and Software).

Moaens eTOM npegHasHa4YeHa AnA NPUMEHEeHUs NpyW MOAENUMPOBaHUM U peopraHusauuy nNpoussoa-
CTBEHHbIX NPOLECCOoB, nNpu paspabotke cuctem ynpasneHus u OSS/BSS — cucreMm nogaepxknm AeaTenbHo-
cTu/6usHeca opraHu3aumi CBsI3U, NPU CUCTEMHON MHTErpauuyM CUCTEM aBTOMAaTM3auMn NPOU3BOACTBEHHbIX
NpoLIeCCOB 13 KOMMOHEHTOB pa3HbIX MPOU3BOAUTENEN.

O6ulan cTpykTypa busHec-npoueccos eTOM, craHgapTusuposanHasa B FOCT P 53633.0, onpegenser
CTPYKTYpbl ypoBHe 0 u 1 eTOM, a Takke ux anemMeHTbl. [ns yposHA 1 aneMeHTaMun ABAAOTCA rpynnbl NPo-
LieCCOB.

CTpyKTypa ¥ 9neMEeHTbI NpoLeccoB ypoBHA 2 eTOM obpa3oBaHbl B pesynsrate AeKOMNo3uuuu rpynn
npoueccoB ypoBHs 1 eTOM. Kaxgoii rpynne npoLeccoB YpoBHA 1 COOTBETCTBYET CBOSI COBOKYNHOCTb 3ne-
MEHTOB MPOLECCOB YPOBHS 2, KOTOpas yCTaHaBMBAETCS OTAErNbHbIM CTAHAAPTOM. 3nNEMeHTbl NPOLEecCoB
YPOBHS 2 ABNsitoTcA Haunbornee KpynHbIMU CTPOUTENbHBIMKU 6rioKamMK, KOTOpble MOTYT ObITb UCMONbL30BaHbI NPU
MOAENUPOBaHUU, NX DYHKLIMOHASIbHOCTb COOTBETCTBYET (DYHKLIMOHANbHbIM 00NacTaM ynpasreHus.

CTpyKTypa 1 anemMeHTbl NpoueccoB ypoBHA 3 e TOM o6pa3oBaHbl B pe3ynbrare €KOMMO3NLUM SNeMeH-
TOB npoueccoB ypoBHA 2 eTOM. KaxxaoMy anemMeHTy npoLeccoB YPOBHA 2 COOTBETCTBYET CBOSI COBOKYNHOCTb
3MEMEHTOB NPOLIECCOB YPOBHA 3, KOTOPas YyCTaHaBNUBAETCA OTAENbHLIM CTaHAAPTOM. PYHKLMOHANBHOCTb
3MNEMEHTOB NPOLIECCOB YPOBHA 3 COOTBETCTBYET (PYHKLIMOHANBHLIM NOA00NACTAM WMWK OTAENbHBIM 3a4a4aM
ynpaeneHus.

Hacrosimini ctaHgapT onpegensier CTPYKTypy W 3neMeHTbl NPOLeCCoB YPOBHA 3 AnNa AEKOMMNO3UUUK
npouecca ypoBHA 2 «YnpasneHue paspeiwieHnem npodnem ¢ ycnyrammy», BXOAALLEro B COCTaB rpynnbl Npo-
LeccoB «YnpaBneHue u aKkCnnyarauusa ycnyr» B rnasHon obnactn « OCHOBHasA AeATENbHOCTbY.

CobntogeHne 0CHOBHBIX NONOXEHWI CTaHAapTa Npu aBToMaTU3aLumum AeATENbHOCTU OPraHn3aLmMin CBA3M
obecneunt BO3MOXHOCTb NOCTPOEHUA CUCTEM ABTOMATM3auuK U3 KOMMOHEHTOB CO CTaHAAPTHLIMWU UHTEp-
deiicaMmu 1 No3BoNUT BbIGUPATL NyyluMe B CBOEM KNAacce KOMMOHEHTbI CPean KOMMNOHEHTOB Pa3HbIX NPOU3-
BOAMTENEN.



FOCT P 53633.23—2017

HALUMWOHANBbHBLIN CTAHOAPT POCCUNCKOWN PEQEPALUMNMU

UHdopmaunoHHble TeEXHONOrMn. CeTb YNPABMEHUSA STEKTPOCBA3LI0
PACLWMPEHHAA CXEMA OEATENBbHOCTU OPFTAHU3ALIUU CBA3U (eTOM)

Hdexomnosuuusa u onucaHna npoueccos. OCHOBHaA AeATENbHOCTD.
YnpasneHnue u akcnnyatauua ycnyr. Mpoueccobl ypoBHa 3 eTOM.
Mpouecc 1.1.2.3 — YnpaBneHue paspeweHueM npodnem ¢ ycnyramm

Information technologies. Telecommunications management network.
Enhanced Telecom Operations Map (eTOM). Process decompositions and descriptions.
Operations. Service management and operations. eTOM level 3 processes.
Process 1.1.2.3 — Service problem management

Dara BBepeHna — 2018—08—01

1 Obnactb NpUMeHeHuns

Hacroswumi ctaHgapT ycTaHaBnMBaET CTPYKTYPY WM 9NEMEHTbl MpOLECcCOB YPOBHA 3 Ang npouecca
1.1.2.3 ypoBHA 2 «YnpaBneHue paspelueHuem npobnem ¢ ycnyrammu» (Service problem management). Mpo-
uecc 1.1.2.3 BxoauT B COCTaB rpynmbl NPOLECCOB YPOBHA 1 «Ynpasnenue u akcnnyarauus ycnyrn (Service
management and operations, SM&O), HaxoasLleics B rnaBHON obnactu «OCHOBHasA AeATeNnbHOCTb» MOAENU
eTOM (Enhanced Telecom Operations Map). MNpouecc 1.1.2.3 onpegenex B TOCT P 53633.4, a rpynna npo-
yeccoB ypoBHsa 1 — B TOCT P 53633.0.

HacTosiwmini ctTaHaapT pacnpocTpaHsieTcss Ha NMPOLUECChl ynpaBneHus paspellieHuem npobnem, ces-
3aHHbIX C OKA3aHWEM KOHKPETHbIX yCcnyr. Lienb aTux npoLeccoB COCTOMT B ONEPATUBHOM pearupoBaHUM Ha
npobnembl ¥ 0TKa3bl B OKA3aHWUU YCNyT AN MUHUMU3ALUW UX BIIMAHUSE HA KIIMEHTOB, a TaKXKe B 3anycke npo-
Lueayp BOCCTAHOBNEHMSA YCIYT UMW B NOAKMIOYEHUW anbTePHATUBHBIX YCAYT.

CraHgapt npeaHasHayvyeH aAns npUMMEHEeHUs opraHnu3auusMu CBSA3M, CUCTEMHbIMU MHTErpaTopamu, npo-
N3BOAMTENSAMW CUCTEM YNPAaBEHUS U CUCTEM aBTOMaTM3aLUMmu NPOU3BOACTBEHHbIX NPOLIECCOB.

OpraHusauum CBsi3u, BbICTYNakOLWMe B pOnv onepaTopa CBA3M u/unu onepaTtopa CeTu, MOTryT NMPUMEHSATb
HaCTOALUMI CTaHZAPT NPU MOAENUPOBAHUM, ONTUMU3ALMKU U PEOPraHU3aLMm NPOM3BOACTBEHHBLIX NPOLIECCOB
U CTPYKTYPbl OpraHu3auuu, a Takke npu 3akase CMCTEM YMpaBlieHMsA U CUCTEM aBTOMAaTM3auuu Npou3Boa-
CTBEHHbIX NPOLIeCCOoB.

CUCTEMHbIE UHTErpaTopbl MOTyT NPUMEHATL HACTOALLUMI CTaHAAPT NPU NPOEKTUPOBAHUU KOMMIEKCHbIX
cuUCTeM aBTOMaTM3auum NPOUM3BOACTBEHHbLIX NMPOLECCOB C UCMOMb30BAHUEM CUCTEM WU KOMMOHEHTOB PasHbIX
NpPON3BOAUTENEN.

Mpon3BoauTenM CUCTEM YNPaBNeHUss U CUCTEM aBTOMaTU3aLmMKu NPOU3BOACTBEHHbLIX MPOLECCOB MOTYT
NMPUMEHATbL HACTOALLMIA CTAHAAPT Npu pa3paboTke KOMMNOHEHTHON CTPYKTYPbl U UHTEPGENCOB CBOUX CUCTEM,
a TaKke npu cornacoBaHun ¢ 3akasdmkamm TpeboBaHUi Ha UX NOCTABKY.

TpeboBaHusi HacTOSALLEro CTaHAapTa He pacrnpOoCTPAaHAIOTCA Ha AEWCTBYIOLLME CTaHAApPTbl, KOTOPblE
GbINW NPUHATLI 40 BBEAEHUS €r0 B ENCTBUE.

2 HopmaTUBHbIe CChISTKK

B HacTosileM cTaHaapTe UCNOMNb30BaHbl HOPMATUMBHbBIE CCbINIKM Ha criefyoLmne CTaHaapThbl:
FOCT P 53633.0 MHdopmaunoHHble TexHonornu. CeTb YNpaBreHUsa 3reKTpocBAsblo. PaclunpeHHas
CcxXema JeATenbHOCTM opraHusauum ceasu (eTOM). O6Lias cTpykTypa OU3Hec-npoLeccoB

U3pgaHue ocouumanbHoe
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FOCT P 53633.4—2015 NHdopmauUOHHbIe TexHONormu. CeTb ynpasrieHUs1 SNeKTpocesasbio. Pacwum-
peHHaa cxeMma AeATenbHOCTU opraHu3sauum ceasun (eTOM). flekomnosnuumsa U onucanusa npoueccos. [Npouec-
cbl ypoBHA 2 eTOM. OcHOBHAA AEATENbLHOCTb. YNpaBneHue u akcnnyarauusa ycnyr

MpumeyaHune—TIpu NonNbL3OBaHMM HACTOSLMM CTaHAAPTOM LieNnecoobpasHo NpoBepUTL AENCTBUE CChITOYHBLIX
CTaHAapToB B UH(OPMALIMOHHOI cUcTEME 06LLEro NoNb3oBaHUA — Ha opULManLHOM caiite OefleparbHOro areHTcTBa No
TeXHWHECKOMY PeryrnupoBaHuio W METPOIIOruM B ceTU MIHTEPHET AW NO eXerogHOMY WHGOPMaLMOHHOMY yKasaTenio «Ha-
LMOHaNbHble CTaHgapTbl», KOTOPLINA OMyGnNMKOBaH NO COCTOAHWIO Ha 1 AHBapS TeKYLLEro rofja, 1 Mo BbiMyckaM exeMecsy-
HOTO MHPOPMALMOHHOTO yKasaTens «HaluoHanbHele CTaHgapTh» 3a TeKyWuii rog. ECrnu 3ameHeH CChiouHbIN CTaHAapT,
Ha KOTOpbIN AaHa HeaTUpPOBAHHAA CChISNIKA, TO PEKOMEHAYETCA NCNOMb30BaTh AEeCTBYIOLLYI0 BEPCUIO 3TOTO CTaHAapTa
C Y4ETOM BCEX BHECEHHLIX B fJaHHYI0 BEPCUIO MU3MEHEHUN. ECNK 3aMeHeH CCLINOYHLIA CTaHAapT, Ha KOTophli AaHa AaTu-
poBaHHanA cCbifka, TO PEKOMEHAYETCA UCTIONbL30BaTL BEPCUIO 3TOMO CTaHAapTa C YKasdaHHbLIM BhLILLE FO[OM YTBEPXAEHUA
(NpuHATUS). ECnu nocrne yTBepXAeHUsI HACTOSILLEro CTaHAaPTa B CCLINOYHLIN CTaHAAPT, Ha KOTOPbLIA JaHa AaTMpoBaHHas
CCbIfnKa, BHECEHO U3MEHeHUe, 3aTparuBaloLLee NonoXeHne, Ha KOTOPOe AaHa CChINKa, TO 3TO NOrIoKeHUe PeKOMEHAYETCS
NPUMEHATL 6e3 y4qe€Ta aHHOro USMEeHEeHUA. Ecnu cchinovHbl CTaHA4apT OTMEeHEeH bes 3aMeHbl, TO NnonoXxeHwe, B KOTOPOM
faHa ccbifika Ha Hero, PEeKOMEHAYETCS IPUMEHSITL B YacTU, He 3aTparuBaloLeit STy CChIKY.

3 TepMuHbI 1 onpeaeneHus

B HacTosAWweM cTaHaapTe NPUMEHEHbI Creaylowme TEPMUHBI C COOTBETCTBYIOLLIMMU ONpeaeneHusIMu:

3.1 6usHec-npouecc (business process): NMNpon3BoACTBEHHbIN NPOLECC OpraHM3auum CBA3M.

3.2 nepapxuueckana gekomnosuumsa npouecca (hierarchical process decomposition): Metoa no-
cnepoBaTenbHOW AeTanu3auumn npoueccoB b6onee BbICOKOTO YPOBHS HA NpoLecchl 6onee HU3KOro ypoBHSA C
uenbto obecnevyeHuss BO3MOXXHOCTU MOAENUPOBAHUSA NPOTEKAHUSA NPOLIECCOB BLICOKOTO YPOBHS C NMOMOLLBIO
NPOLECCOB HWXENeXaLlero ypoBHS.

3.3 knueHT (customer): ®u3nyeckoe Unu LPUANYECKOE NULL0, NOKynaioLLee y opraHu3aLmm CBS3n unm
nonyvaiwlee 6ecnnaTtHo NPOAYKTLI U YCIyru.

3.4 oneparop cBA3u (service provider): lOpuanyeckoe nNUUO UNKU MHAMBUAYaNbHLIA NpeanpuHUMa-
Tenb, OKa3blBalOLLUME YCNyru CBSA3M HAa OCHOBAHWM COOTBETCTBYIOLLEW NULIEH3UW; NOCTABLUMK MH(POKOMMYHU-
KaLMOHHbIX YCIYT KNUEHTaM.

3.5 oneparop cetu (network operator): OpraHu3aumsa CBA3un, NPOU3BOACTBEHHAs AEATENbHOCTb KOTOPOW
HanpaeneHa Ha NpeaoCTaBleHne TPAKTOB nNepeaadn MHopMaUmM n COeaAUHEHUIN YEPE3 CETU ANEKTPOCBA3N.

3.6 opraHusauus (enterprise): FOpuanyeckoe NULO, OCYLLECTBRAIOLWEE AeATENLHOCTL B 00NacTu CBs-
31 B Ka4eCTBE OCHOBHOIO BUAA AEATENbHOCTH.

3.7 ocHOoBHas geATenbHOCTb (operations; OPS): MasHasa obnactb 6GusHec-npoueccos eTOM, OTHO-
CALLMXCA K MOBCEAHEBHO AEATENbHOCTM NepcoHana opraHu3aumm.

3.8 naptHep (partner): Y4acTHUK COBMECTHOIN C OpraHn3aumen CBA3M AeATENbHOCTU NO nNpeaocTasne-
HUIO YCNYT KNMMEHTaM, CBSI3aHHbIW C OpraHn3aumen 40roBOPHbIMM OTHOLUEHUSIMU, KOTOPbIE ONPEAENSIOT A0MI0
NpuobINKU 1 MaTepuanbHyl0 OTBETCTBEHHOCTbL MO PUCKaM.

3.9 nocTaBwumk (supplier): KOpuanyeckoe nuuo, B3aumMoaenCcTByoLee ¢ opraHusauuen ceasm B obe-
cnevyeHuy ToBapoB U YCNYT, KOTOPbIE UCMOMNb3YIOTCA OpraHusauuen npu npeaocTaBneHU NPOAYKTOB U YCyr
KNueHTam.

3.10 npoaykT (product): MatepuanbHas u/mnu HemarepuaneHasa CyLHOCTb, Nnpeanaraemas unu npe-
[ocTaBnseMas opraHm3aumen CBs3U KNUEHTY.

MpuMedaHue — MPoAYKT LOMKEH BKMNOYaTL KOMMOHEHT NpejocTaBneHns yenyru. MpoayKT MOXET BKItoYaThb
Takxke o6paboTaHHLle MaTepuarnsl, NporpaMmHoe obecredeHune W/unu annapaTHele cpefCcTBa U Mobyto UX KOMOWHaLMIO.

3.11 npouecc (process): [locneagoBaTenbHOCTb CBA3AHHbLIX AEUCTBUIA UMK 3a4a4, HeOOX0AUMbIX ANS
OOCTWXKEHMA ONPeAeneHHOoro pesynesrara.

3.12 pacwupeHHas cxema aesTenbHOCTU opraHusauuu ceasm (Enhanced Telecom Operations Map;
eTOM): 3tanoHHas obLwiaa CTPyKTypa Npou3BOACTBEHHOW AEATENbHOCTU OpraHu3auun CBA3MW, onpeaensdio-
Lasi CTaHAapTHbIE SNeMEHTbI NPOLECCOB, U3 KOTOPbIX A0MMKHbI CTPOMTLCHA MOAENN BCEX MPOU3BOACTBEHHbIX
npoLeccoB.

3.13 pecypchbl (resource): PuUsn4ecKkme U NOrMYecKne KOMMOHEHTbI, MCNosb3yemMble Ans HopMupoBa-
HUA YCIyT.

MpumedyaHue — B kayecTBe pecypcoB WUCMOMNb3YIOTCA MPUNOXKEHUS, CPEACTBa BbIMUCITUTENBHON TEXHUKM U
3MNeMeHThl CETEBOWA MHPACTPYKTYpPhI.

2
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3.14 cetb ynpaBneHus anektTpocBasbio (Telecommunications Management Network; TMN): Mogenb
ynpasneHusi 060py0BaHMEM, CETAIMU U yCnyramu SNeKTPOCBA3W, ONpeAerneHHas B cepum pekoMmeHaaumin
M.3000 MC3-T.

3.15 cuctema noanepxkku 6usHeca (Business Support System; BSS): Cucrema, noaaepxusaioLias
npoueccol eTOM u3 rmaBHou obnactu «Crtparerusi, UHPaACTPYKTYpa U NPOAYKT».

3.16 cucrtema nogaepxku OCHOBHOM aeatenbHocTu (Operations Support System; OSS): Cucrema,
noaaepxusatowias npoueccbl eTOM u3 rnaBHoi o6nactu «OCHOBHAsI AEATENbHOCTbY .

3.17 cTtpaTterus, uHdpacTpykrypa u npogykr (Strategy, infrastructure and product; SIP): asnas
obnactb 6usHec-npoueccoB eTOM, OCyLUECTBRSAIOLMX NIIAHUPOBAHUE U YNPABIMEHWE XWU3HEHHbIM LMKNOM
CeTeBON MHAPACTPYKTYPbI U NPOAYKTOB.

3.18 ynpaBneHve B3aMMOOTHOWEHUSIMM C nocTaBuwukamu/naptHepamu (Supplier/partner
relationship management; S/PRM): lopusoHTanbHas rpynna npoueccos 1.1.4 B rnaBHoi o6nactu «OcHoBHas
OEATEeNnbHOCTbY .

3.19 ynpaBneHue u akcnnyartaums pecypcoB (Resource management and operations; RM&O): lNopu-
30HTanbHas rpynna npoueccos 1.1.3 B rmaBHol o6nactn «OCHOBHAsI AE€ATENbHOCTbY.

3.20 ynpaBneHue u 3kcnnyartaumusa ycnyr (Service management and operations; SM&O): Mopu3on-
TanbHas rpynna npoueccos 1.1.2 B rnaBHoi o6nactu «OCHOBHasi AEATENbHOCTbY.

3.21 ycnyra cBa3su (service): JeArencHoCTb No npuemMy, 06paboTke, XpaHeHUIo, nepeaade, A0CTaBKe
COOOLLEHNI 3NeKTPOCBA3M UMK NMOYTOBLIX OTNPAaBNEHNI. SBNSAETCA COCTABHON YacTbIO NPOAYKTA, NpeAHa3Ha-
YEHHOW AN NpoAaXKu KIIMEHTY B COCTaBE NpoAykKTa.

MpuMedaHune — OfHa 1 Ta Xe ycryra MOXeT BXOAUTb BO MHOXECTBO pasfiMyHbIX NPOJYKTOB, NpegocTasnse-
MBIX MO pasnM4Hoi LieHe.

3.22 aneMeHTbI npoueccoB (process elements): CTaHaapTHbIe ONOKM UMM KOMMOHEHTbI, UCNONb3ye-
Mble Ans cOOpKKM CKBO3HbIX GU3HEC-NPOLECCOB.

4 Obuwue NonoxeHus

4.1 PaclwmpeHHasa cxema [AeATenbHOCTUM opraHusauumn cesasn (eTOM) saBnseTcs MHCTpyMeHTanbHbIM
CpeAcCTBOM ANSt MOAENMPOBaHUSA, aHanu3a, ONTUMU3aUMKU U peopraHn3auum Npou3BoACTBEHHbIX NPOLIECCOB
U CTPYKTYpbI OpraHusaLuuin CBsiau.

4.2 CTtaHgapTHble rpynnbl NpoLEeccoB YPOBHS 1 U aneMeHTbl npoueccos yposHen 2 u 3 eTOM aBnsioT-
CA KaTeropusiMu, UCMonb3yembiMuU AN Knaccudukaumm npon3BoACTBEHHbIX NPOLECCOB OpraHusaumu, a He
MoZenamu peanbHblx npoLeccoB. OHU onpeaeneHbl C MaKCUMasnbHO BO3MOXKHOMN CTENEHbIO OBLHOCTHN TakuM
06pa3om, 4ToGbl GbITb HE3ABUCUMbIMUM OT NPOAYKTOB, YCIYT U TEXHOMOIUIN CETEN 3NEKTPOCBA3MN.

4.3 Hacrosiwmii cTaHgapT ycTaHaBnMBAaEeT CTPYKTYPY W SNEMEHThl NPOLEecCcoB YPOBHA 3 Ans npo-
uecca 1.1.2.3 ypoBHs 2 «YnpaBneHue paspelueHueM npobnem C ycnyramu», KOTOpbIi OnpeaeneH B
FOCT P 53633.4—2015 (paspen 7).

4.4 3rnemeHTbl NPOLIECCOB YPOBHS 3, onpeaerieHHble HACTOALWMM CTaHAapPTOM, MOTYT MCMONb30BaTbLCA
B KQYECTBE CTPOUTENbHbLIX GNOKOB NPU NMOCTPOEHUU NOTOKOBLIX AUArpaMM pearnbHbIX NPOU3BOACTBEHHbLIX NPO-
LIECCOB, CBAi3aHHbIX C 0BHApY>XeHMEM, aHANU30M, yNpaBneHnemM u onoseLueHnem 06 aBapuiiHbiX COObITUAX,
BO3HWKAIOLMX NPU OKa3aHUW YCNYT, a Takke Npy MOAENUPOBAHWUKM NPOLIECCOB TEXHUYECKOTO 06CNy>KUBaHUS,
obecneynBaloLMX NOKanNM3auuIio U yCTpaHeHue npobnem ¢ ycnyramu.

5 WpenTudukaumna npoueccon

5.1 NneHTudukauusa Bcex nNpoLeccoB (INEMEHTOB NPOLECCOB) B HACTOALMEM CTaHAapTe BbINOA-
HeHa cornacHo npasunam uaeHtudukaumm npoueccos eTOM, usnoxeHHeim B FOCT P 53633.4—2015
(pasaen 5).

5.2 NpeHTudukaTopbl NPOLECCOB CBA3aHbI C (PYHKLIMOHANbHLIMU ONMMCAHNAMU FPYNM U 3NEMEHTOB NPo-
yeccoB eTOM 1 UCMONb3YIOTCA B KAYECTBE CCbINOK Ha onpeaeneHus CTaHaapTHbIX MPOLUECCOoB.

5.3 Mecro npouecca 1.1.2.3 ypoBHs 2 «YnpasrneHue paspeLueHuem npobnem ¢ ycnyrammy B CTpyKType
rpynnbi npoueccoB SM&O ypoBHA 1 NOka3aHO HA pUCyHKe 1, KOTOPLIN BbINONHEH cornacHo MOCT P 53633.4.
Mpouecc 1.1.2.3 BblaeneH Ha PUCYHKE TEMHbIM (POHOM.

5.4 Muktorpamma npouecca 1.1.2.3 npeacraBneHa Ha pUCyHke 2, oHa aenaeTca obLueli Ana Bcex ane-
MEHTOB NPOLIECCOB YPOBHS 3, ONPEAENEeHHbIX HACTOALLMM CTaHAaPTOM.
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PucyHok 1 — [lekomno3uumsa rpynnbl npoueccoB SM&O Ha 3/1eMeHTbl NPOLLECCOB YPOBHA 2

PucyHok 2 — MukTorpamma npouecca 1.1.2.3 «YnpasrieHne paspelieHnem npobniem c ycayramm»

6 CTpyKTypa npouecca «YnpaB/ieHne pa3pelweHmnem npobnem c ycayramm»
M Ha3HayeHue 3/1IeMEeHTOB NPOLLECCOB yPOBHSA 3

6.1 CTpykTypa npouecca 1.1.2.3 «YnpaBneHue paspelleHvemM npobsem c ycayramm» u COOTBETCTBYIO-
Lne 3/1IeMeHTbl MPOLLEeCCOB YPOBHA 3 NpeAcTaB/ieHbl Ha pUcyHke 3.

PucyHok 3 — [ekomno3uuusa npouecca 1.1.2.3 «YnpaBneHne paspelueHmem npobnem c ycayramm»
Ha 3/1eMeHTbI NPOLLeCccoB ypoBHA 3

6.2 Mpouecc 1.1.2.3 1 ero anemMeHTbl NPOLLECCOB YPOBHA 3 NpefHa3HayeHbl AN onepaTUBHOroO pearu-
poBaHus Ha Npobsiembl U OTKa3bl B OKA3aHUWM YCAyr C LeNblo MUHUMMU3ALMN UX BANSHUA HA KNNEHTOB. OHU
OO/MKHbI NPefocTaBnATb KINEHTaM NpyM HEOBXOAUMOCTU anbTepPHATMBHbIE YCYTN Ha Bpems [0 3aBeplueHus
BOCCTaHOBUTESbHbIX paboT. lMpouecchl YpoBHA 3 A0/MKHbI 06ecneunBartb: 06HapyxeHue npobsem v onose-
LeHne 06 aBapuiiHbIX COBObLITUSX, IOKAIM3aLMI0 1 yCTpaHeHre npobnem C ycnyramu, BbiMyCK OTYETOB O Ha-
PYLLUEHUSIX B OKA3aHUW YCAyr, ynpasieHne Xxo40M paboT no BOCCTAHOB/IEHMIO BO3MOXHOCTEW OKasaHus yCnyr.

6.3 Mpouecc «Co3gaHne oTYeTa O HapPYLUEHUSAX B OKasaHWM yCAyru» OO/DKeH obecneunBatb co3gaHue
HOBOro oT4yeTa 0 nNpobnemax, KOTopble 06HapPYXEHbI B XO4E OKa3aHUs YCNyrn KIneHTam.

4
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OTYeT AoMmKeH co3aaBaTbCs Nocrne perucrpauun npoueccom 1.1.2.3.7 «Habnioaenue n aHanua npobnem
C YCNyron» HOBbIX 3anucen 06 aBapuiHbIX COOLITUSAX, KOTOPbIE 3TOT NPOLECC 0OHApPYXXWN B pe3yrbrate aHa-
nu3a yBeaomneHun o cobbitusx. OTYET JOIMKEH CO34aBaThbCsl TAKKe MO 3anpocaMm OT APYrMx NpoLeccos,
o6HapyxuBLIMX NpoBNeMbl, AN pa3peLleHust KOTOpbIX TPeOyeTcs BOCCTAHOBNEHUE HOPMArbHOTO OYHKLMO-
HUPOBaHUA yCcnyru.

6.4 Mpouecc «[uarHocTuka npobnem ¢ ycnyroi» AomkeH o6ecneumBarb uaeHTUPUKALUIO NEPBUYHON
NPUYKNHLI NOABNEHUSA NPOONeM B 0Ka3aHUM KOHKPETHOMN yCnyru.

6.5 Mpouecc «UcnpaeneHue u yctpaHeHue npobnem ¢ ycnyroiy AomkeH obecneunsarb BOCCTAHOBIE-
HWe HOPManLHOroO (hyHKLMOHMPOBAHMSA YCIyrM Hambonee pauuoHansHbIM 06pasom.

6.6 Mpouecc «KoHTponb K ynpaeneHne ycrpaHeHuem npobnem ¢ ycryrowy AOSDKEeH Ha3HavaTb, KOop-
AWHUPOBATL U KOHTPONUPOBAThL BbINONHEHWE paboT NO TECTMPOBAHUIO, UCNPABIEHUIO U BOCCTAHOBIEHUIO pa-
60TOCNOCOBGHOCTH yCryru.

6.7 Mpouecc «NHdopMupoBaHue o npobnemMe ¢ ycnyromny» AorpkeH obecneunBaTtb MOHUTOPUHT CTaryca
OTYETOB O HAPYLUEHUsX B OKa3aHUM yCrnyru, BbilycKkarb yBeaOMIIe€HUs 0 NMOObIX U3MEHEHUAX craTtyca u cos3aa-
BaTb OTYETHI 00 yNnpaBneHun yCTpaHeHMeM npobnem ¢ yCnyrom.

6.8 lNpouecc «3akpbiTUe OTYETA O HAPYLUEHUSX B OKa3aHWU YCyrm» [OIDKEH 3aKpbiBaTh OTKPLITHIA OT-
YeT 0 HapyLUEHUSAX B OKa3aHUW YCNyru, ecnu npobnemel B OKa3aHUM YCINyr pa3peLueHsi.

6.9 Mpouecc «HabnoaeHue n aHanus npobnem ¢ yCcryron» AOMDKEH BbIMOMHATL MOHUTOPUHI aBapuii-
HbIX CO00LIEeHui 06 ycnyre u ynpaBnsiTb PErMCTPAUUOHHBIMU 3anucsMu 00 3TUX aBapuiHbIX COOLITUSAX B
peanbHOM BPEMEHM.

6.10 [laHHble COOTBETCTBUA UAESHTMUKATOPOB 3NEMEHTOB NPOLIECCOB YPOBHA 3 HAUMEHOBAHUSIM 3TUX
npoLIECCOB B cOCTaBe AekoMnoduuuu npouecca 1.1.2.3 «Ynpaenenue paspelueHuemM npobnem ¢ ycrnyramu»
npeacTaeneHbl B Tabnuue A.1 npunoxexus A.

7 PYHKUMOHANBbHOCTL 3NIEMEHTOB MPOLIECCOB YPOBHSA 3 ANA AEKOMMNO3ULUN
npouecca «YnpaBneHue paspelieHneM npoodnem ¢ ycnyramm»

7.1 OYHKUMOHAaNbHbIE ONUCAHWA 9NIEMEHTOB NPOLIECCOB YPOBHA 3 yCTaHaBNUBAIOT KNaccuukaunoH-
Hble MPU3HaKK, MO KOTOPbIM pearnbHble NPOLEeCCbl MOryT ObiTb OTHECEHb! K KaTeropum nNpoLeccoB, COOTBET-
CTBYIOLLIEN KOHKPETHOMY 3MEMEHTY MPOLIeCCOB.

7.2 ®YHKUMOHANBHOE ONMUCaHWe AN 3NeMeHTa NPoLecCoB YPOBHA 3 COAEPXMUT: UAEHTUDUKATOP, Hau-
MEHOBaHUE U (PYHKLMOHAMNbLHYIO XapakTepucTuky. PeanbHblil npoLece CYATAETCA OTHOCALUMMCA K CTaHaapT-
HOMY 3aneMeHTy npoueccoB eTOM, ecnu OH BbINOMHAET OAHY U3 PYHKLUMIA, Yka3aHHbIX B (PYHKLMOHAMNLHOW
XapakTepucTUKe 3reMeHTa NpoLEeCcCoB.

7.3 ®OYHKUMOHANBHbLIE OMUCAHMA 3NIEMEHTOB MPOLIECCOB YPOBHA 3, BXOASALUMX B COCTaB AEKOMMO3ULIMK
npouecca 1.1.2.3 ypoBHA 2 «YnpaBneHue paspelueHmem npobrnem ¢ ycnyramu», AOmKHbI COOTBETCTBOBATb
JaHHbIM Tabnuubl 1.

Tabnuuya 1 — QOyHKUMOHaNbHEIE ONMUCAHUS 3MEeMEeHTOB MPOLECCOB YPOBHA 3 B COCTaBe 4eKOMMO3ULMK npolecca
«YnpaBreHue paspelleHnem npobnem ¢ ycrnyramu»

VeHTucu- HauwmeHoBakue DyHKUMOHaNbHas XxapakTepucTuka
KaTop JnemMeHTa npoLeccos
1.1.2.3.1 CosaaHue oT4yeTa Mpouecchl Co3faHnA HOBOTO OTYETAa O HapyLUeHUsX, 0BHapyXeHHbIX B X0A&
0 HapyLUeHWsX B oKasaHWUA yCryru KnueHTam.

oKasaHWUu ycryru
(Create service
trouble report)

MpuMmeyvaHuns

1 CospaHue oT4yeTa AOMKHO MHULMUPOBATECA Mocne perncTpaLum npouec-
com 1.1.2.3.7 «HabntogeHne n aHanua npobnem ¢ ycnyroit» HoBbIX 3anuceit 06
aBapUiiHBIX COBBITUSX, KOTOPbIE 3TOT MPOLECC OBHapYXWUn B pesyrnsraTe aHanu-
3a NOCTYMUBLLUMX YBEAOMITEHN O COBBITUSAX.

2 OTYeT pomxeH co3faBaTbCsA TakKe Mo 3anpocam oT APYrux npoLeccos,
0BHapyXuBLLUX Npobnemsl, ANA paspeLleHns KOTopbIX TpebyeTca BOCCTaHOB-
rneHne HopMarnbHOro PYHKLMOHUPOBAHWUSA YCRyru.

Mpouecchl cospaHns oT4eTa 06 aBapUHbIX COBBITUAX, OBHaPYXEHHbLIX NPo-
yeccamu rpynn CRM, RM&O, SM&O unu S/PRM B xoae aHanusa npobnem,
CBA3aHHbIX C HeO6XOAMMOCTHIO BOCCTAHOBNEHNSA paboToCnocoBHOCTM yCnyr.
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lMpodomxerue mabnuupl 1

NaeHTudu-
KaTop

HaumeHoBaHue
arnemMeHTa NpoLeccos

dyHKLMOHarbHas xapaKkTepucTuka

1.1.2.31

Co3pgaHue ot4eTa
0 HapyLUEHUAX

B OKasaHuu ycnyrun
(Create service
trouble report)

MpuMeyaHune — Hanpumep, otyeT o npobreMax KIMeHTOB (rpynna
CRM) MOXET NopoxXpaTb OUH UM HECKOSIbKO OTYETOB O HapyLUEHUsIX B OKa-
3aHUM ycnyru.

Mpouecchl npeobpasoBaHnsA UHOPMaLWK, NONyYaeMoi B yBEAOMITEHUSIX U
B 3anpocax OT BHELUHWX MPOLECcCcOB, BO BHYTPEHHWUI copMaT, NPUHATLIA Ans
NpoLEeccoB ynpaBneHus npobnemamu c ycnyramu.

Mpouecchl 3aTpeboBaHMA OT BHELLHMX NPOLIECCOB MH(OPMaLUK, HefocTalo-
LWe AnA co3fjaHnus oTyeTa.

rlpoquCbI OLUEHKN BpEMEHMN, HeO6XOAI/IMOF0 Ha BOCCTaHOBNEHWEe yCnyru, u 3a-
n1CK pesynsraTa B HOBbIA OTKPLITHIA OTHET 0 HapYLUEHUAX B OKa3aHUW yCryru.

1.1.23.2

[AnarHocTuka
npobnem ¢ ycnyrow
(Diagnose service
problem)

Mpouecchbl MaeHTUdUKALMM NEPBUYHON MPUYUHBI NOABAEHUA npobnem B
OKa3aHUW KOHKPETHOW yCryru.

MpumeyaHue— lNpouecchl AUarHOCTUKN BbI3bIBAOTCA Ha BLINOMHEHNE
npoueccom 1.1.2.3.4 «KoHTponb 1 ynpaBneHue yctpaHeHuem npobnem c ycny-
roi», 1 No 3aBepLUEHNI CBOeii paboThbl OHKU yBEAOMNSAOT 06 3TOM Bbi3blBatOLLMiA
npouecc 1.1.2.3.4.

Mpouecck! AuMarHocTuku Npobrem, obecneynBaroLme pelleHre Creqyowmx
3afau:

- NpoBepKa COOTBETCTBUSA KOHDUIypaLumn yCnyru xapakTepucTukam cooTBeT-
CTBYHOLLEro NPoAYyKTa;

- ANArHOCTHKa B OTHOLLIEHNN KOHKPETHBIX YCNYT,

- BLINOSTHEHWE TECTOB ANS KOHKPETHBIX YCAYT;

- 3anyck/npekpallyeHne ayauTa B OTHOLEHUN KOHKPETHLIX YCNyr,

- COCTaBneHue pacnucaHua NEepUOANHEcKOro TEeCTUPOBAHUSA KOHKPETHBIX
ycnyr.

MpoLecchl MH(OPMUPOBAHMA APYTUX NPOLECCOB O pesynbraTax aHanusa
MNEepBUYHON MPUYMHLI MOSIBIIEHMA NPOGHeM NyTeM 3anucK STUX pesynbTaTtos B
OTKPbITBIN OTHYET O HAaPYLLEHWUSIX B OKa3aHWUN YCIyru.

1.1.233

VcnpasneHue

W ycTpaHeHue
npobnem ¢ ycrnyromn
(Correct and resolve
service problem)

Mpouecchl BoccTaHOBNEHUS Haubonee palMoHanbHeIM 06pa3oM HopMans-
HOTO (PYHKLIMOHMPOBAHUS YCIyTH.

Mpouecchl 3anycka No aBapuitHbIM COOBLLEHUAM NPOLIEAYP aBTOMaTU4eCKo-
ro BOCCTAHOBMEHWSA YCIYrU, BLINOMHAEMBIX HA OCHOBE AJaHHbIX O NPUYUHE Ha-
PYLUEHUIA B OKa3aHWumn ycryru.

MpoLeccekl py4HOro BOCCTAHOBIEHUS YCNYTU, BLINOIHAEMbIE MO 3anpocam
oT npouecca 1.1.2.3.4 «KoHTpornb 1 ynpaeneHue ycTpaHeHneM npobnem ¢ yc-
nyrowm».

Mpouecchl NnepeHasHa4veHns yenyr Unn peKoHMUrypayum napameTpoB yCnyr,
npUMeHseMble Npu HEOGXOAWMOCTUA B 3@BUCUMOCTMN OT NPUYUHBLI KOHKPETHBIX
npobnem B oKazaHuW ycnyru.

Mpouecchl peanusaumn BOCCTAHOBMEHMS] paboThbl KOHKPETHLIX yCNyr No Bpe-
MeHHOW pe3epBHOI cxeMe, BLINOSHAEMbIE B CriydasiX MaclTabHbIX HapyLeHUN
B OKasaHum ycnyr, Tpebytolmx obLIMPHBLIX NepeHasHaveHnid Unu pekoHdurypa-
LMK yCnyr ANsi BOCCTaHOBIEHUS HOPMaribHOTO pyHKLWOHUPOBaHWS.

Mpouecchl 3anucy B OTHET O HapyLUEHUSIX B OKa3aHWU YCNyru pesynsraToB
paboTbl MO BOCCTAHOBMIEHMIO: 06 yCNeLHOM BOCCTaHOBMEHUW HOPManbHOro
¢pYHKLIMOHUPOBaHWS yCryru, 0 YacTUMHOM BOCCTaHOBNEHUU paboThl No peseps-
HOW cXeme Unn 0 HeyJa4YHoW| NonbITke BOCCTaHOBNEHUSA YCNYru.

MpumMmeyaHue—TIlpouecc 1.1.2.3.4 «KoHTponb U ynpasneHue ycTpaHe-
HMeM Npobnem c ycryroii» rnory4aeTt no 3anpocy pesynsraTbl BOCCTaHOBMNEHUS
U3 OTKPLITOro OTYETa O HapYLUEHUAX B OKa3aHWU ycnyru.

1.1.234

KoHTponb

u ynpaeneHue
ycTpaHeHuem
npobnem ¢ ycnyrow
(Track and manage
service problem)

MpoLiecchbl Ha3HaYeHWs], KOOPANHALIMM U KOHTPOSA X0A4a BLINONHEHUS paboT
Mo TeCTUpOBaHWUIO, UCTIPaBMEHUIO N BOCCTaHOBNEHUIO paboTocnocobHoCTH ye-
nyru.

Mpouecchl yBenuueHUsi NpUopuTeToB paboT B cnydvasx, ecnu nosiBnseTcs
ONacHOCTb NpPEBLILLEHUSA MIIAHOBLIX CPOKOB NpoBeAeHUs paboT, KoTopble 3a-
NUCaHbl B OTKPLITOM OTHETE O HapYLLUEHUSIX B OKa3aHWW yChyr.
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NaeHTudN-
Katop

HanmeHoBaHue
arieMeHTa npoLeccos

dyHKUMOHarbHas xapakTepucTuka

1.1.2.3.4

KoHTpornb

“ ynpaeneHue
yCTpaHeHnem
npobnem c ycrnyron
(Track and manage
service problem)

Mpouecchl KOHTPONSA W ynNpaBiieHus ycTpaHeHweM npobnem, obecneyvBato-
LMe peLLeHUne crefytoLunx 3agau:

- UHALMaUMA NEepBUYHOTO TECTUPOBaHWS C MOMOLLBLI aBTOMaTUYECKUX
cpencTB yaaneHHOoro TeCTupoBaHUA,

- fobaBneHWe faHHbIX NEPBUYHOrO TECTUPOBAHUSA B OTKPLITHIA OTYET O Ha-
pyLUEHUAX B OKazaHUWN yCnyru;

- COCTaBrieHue I'pad.)VIKa, Ha3Ha4YeHue U KoopaAnHaunAa peMOHTHBIX U BOCCTa-
HOBUWTEMbHBIX paboT,;

- reHepaLus 3anpoca Ha co3faHne oT4eTa 06 aBapum Ha pecypce, CBSA3aHHO-
ro ¢ KOHKPETHLIM OTYETOM O HaPYLUEHUSX B OKa3aHWn yCnyru,;

- UHALMaUna 3aKiouUTeNbHOro TeCTUPOBaHUA ANA NOATBEpXKAeHUsa ycTpa-
HeHus npobnem ¢ ycnyrom;

- KOHTPOnb Xofa BbiNonHeHus pabor,

- BHECEHMWE [JaHHbIX O Ha3Ha4YeHnAX paboT B cyLlecTBYIOLWMIA OTYET O Hapy-
LLUEHWSX B OKasaHWu ycryru;

- \BMEHEeHWNe CTaTyCa oT4eTa 0 HapyLleHUAX B OKasaHUW yCrnyru,

- aHHyNMpoBaHWe OTYeTa O HapYLUEHUAX B OKa3aHWM YCryru B criydae fox-
HOro aBapuitHoOro cobbITUS,

- MOHUTOPWHT CTaTyca Cepbe3HOCTM OTKPLITHIX OTYETOB O HapyLUEHWSX B OKa-
3aHUW YCNyru 1 yBenn4eHue npu Heobxo4MMOCTHW 3TOro cTaTyca.

Mpouecchl koopanHauuu, obecneynBatoLme CBOEBPEMEHHOE 3aBepLUeHne
BCEX HasHayeHHbIX 3agad c cobniofeHWeM UX MpaBuSIbHOW MocriefoBaTenb-
HoCTW.

Mpouecchl NpuBedeHns NOCTaBLYMKOB/NaPTHEPOB K YCTpaHeHUo Npodnem u k
BOCCTaHOBIIEHWIO YCIyT B TeX cryyasx, Korga:

- TpebyeTcs BhbICLUMIA YpOBeHb KBanudukaumu n/unu noaaepxku ans yctpa-
HeHWs npobnem ¢ yenyroi;

- KOHKpeTHas ycnyra npuobpeTeHa y BHELWHErO NOCTaBLYMKA;

- KOHKpETHas ycnyra npefocTaBsieTCs BHELUHUM NapTHEPOM.

Mpouecc U3MEHEHMA cTaTyca OTYeTa O HapyLUEHUSIX B OKa3aHUW YCryru Ha
«OunijeH», korga npobneMsbl ¢ YCNyroi ycTpaHeHbl.

1.1.2.35

UHdopMupoBaHue
o npobneme

c ycnyron

(Report service
problem)

Mpouecchl HenpepbIBHOFO MOHUTOPUHra CTaTyca OTYETOB O HapYLUEHUSX B
OKasaHUW ycnyru, Bbinycka YBEAOMIIEHUIA 0 NobbiX U3MEHEHUsIX cTaTyca U Co3-
JaHus oT4yeToB 06 ynpaBneHun ycTpaHeHUeM Npobrnem ¢ yCryroi.

Mpouecchbl pacchinku Mo NOANUCKe yBefOMMNEHU 06 U3MeHeHUsiX cTaTyca
BCEM MpoLeccaM U APYTUM y4acTHUKaM, KOTOpble 3aperncTpupoBaHsbl Ans no-
TNyYeHUs 3TUX YBELOMIEHUIA.

Mpouecchl percTpayum, aHanusa U OLIEHKM U3MeHEHUI cTaTyca OTYETOB O
HapyLUEHWSAX B OKasaHUM ycnyriu.

Mpouecchl Bhinycka oT4eToB 06 yNpaBneHuu U cneluanu3upoBaHHbIX CBO-
[OK O pauuoHanbHOCTU U adpdeKTMBHOCTU BCero npouecca ynpasreHusi pas-
peLueHueM npobriem ¢ ycnyram.

MpoLecchl BbiNycka 0T4ETOB NO BCeM npobnemam, KoTopble BO3HUKMM, NO
nepBMYHLIM NpUYMHaAM Npobnem u no pabortam, BLINONHEHHLIM A1 BOCCTAHOB-
neHusa paboTocnocobHOCTM yCnyr.

1.1.2.36

3akpbIThe oTyeTa

0 HapyLleHUsX

B OKasaHWu ycnyru
(Close service trouble
report)

Mpouecc npucBoeHus cTaTyca «3aKpbiT» OTKPLITOMY OTYETY O HapyLLEHUAX
B OKasaHWM ycryru, ecnu npobnemel, KOoTopble MOSIBMANUCL B XOfA€E OKa3aHUs
YCIyry, yCTpaHeHb!.

Mpouecchl MOHUTOPUHIa cTaTyca BCEX OTKPbLITLIX OTYETOB O HApYLUEHUSAX U
obHapyXeHUs TeX OTYETOB, KOTOPbIe MOTYT ObITb 3aKpbIThl, TAK KAk UMEIOT cTa-
Tyc «OumLleH».

1.1.23.7

HabntopeHue

1 aHanu3 npobnem

C ycnyroi

(Survey and analyse
service problem)

Mpouecchl MOHUTOPUHra aBapuUitHLIX COODLLEHNI, CBA3AHHBIX C OKa3aHWeM
YCIyru, 1 ynpasneHus perucTpaunoHHbIMU 3anucaMmn o6 3TUX aBapUitHbIX co-
6bITUSX B pearibHOM BpEMEHH.

Mpouecchl HabniogeHnsa u aHanuaa npobnem c ycnyroit, obecneunBaroLme
pelleHWe crieyoLnxX 3aay:

- obHapyxeHue u cbop aBapUiiHbLIX coobLyeHnit 06 ycnyrax;

- cos3flaHune W ynpaerneHue peructpaLymoHHbIMU 3anucaMmn 06 aBapuitHbIX co-
6bITUAX C yenyramu,
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OkoHyaHue mabnuupi 1

(Survey and analyse
service problem)

WaeHmicou- HaumeHoBakme DyHKLMOHaNbHas XxapakTepucTuka
KaTop aremMeHTa npoLeccos
1.1.2.3.7 | Habnionenue - nokanusauus asapuiiHbIx cooblleHnit 06 ycnyrax;
1 aHanu3 npobnem - KOppenauua u dunsrpalua perucTpaLMoHHbIX 3anuceit 06 aBapuiiHbIX co-
C ycnyroi 6bITHSAX € ycnyramu,

- onoBeLLeHne Apyrux rnpoleccoB 06 U3MEHEHUsX cTaTyca perucTpaLyoH-
HbIX 3anucei 06 aBapuiiHBIX COBLITUSAX C yenyramu,

- ynpaBneHWe CTaTycoM CEepbe3HOCTU perMcTpauroHHbIx 3anuceit o6 aBa-
PUAHBIX COBBITUAX C yCryramu.

Mpouecchl naeHTUMKaLMKU anemMeHTa, onoBellatoLlero o6 asapuitHoM co-
6bITUM, 0OHApY>X€HHOM MpU OKasaHUW YCNyru, U BbISBNEHWS TUNa 3TOro aBa-
PUAHOrO COBLITUA.

MpoLecchl aHanusa aBapuiiHbIX COBBITHIA C yCnyraMn Ha OCHOBE pasfUyHbIX
KpUTEPUEB C LIeNbIo BbINOMHEHUST (oMnbTPaLMmn U Koppenauun AnNs NoAaBneHns
NOBTOPHBIX COBLITUYA, a Takxke ANs yAaneHus cobbiTui, OTHOCALLUXCS K cOosM,
1 BTOPUYHBIX COBBITUIA, BbI3BaHHLIX 0OLLei NepBUYHON NPUYNHON.

Mpouecchl BbiNycka yBeAOMIIEHUA O NOSBMEHUN HOBbIX PErmcTpaLynoHHbIX
3anuceii 06 aBapusx ¢ ycrnyramu, o6 U3MEeHeHUsX cTaTyca 3anucei no Aeit-
CTBYIOLLMM @BapUAM U O NUKBUZ LMK aBapuiiHbIX COCTOSIHWIA, korga 3anucu 06
aBapusx nory4aroT cTaTyc «O4nLyeHar.

MpoLecchl koppensuumn asapuitHelx coobLeHuin 06 ycrnyrax ¢ coobLieHuaMmu
0 NMnaHoBbIX NepepbiBax B paboTe W yaaneHUss COOTBETCTBYOLLMX NOXHbIX aBa-
PUIAHBLIX COOBLLEHU.

Mpouecchl onpefeneHnst BIUAHUA aBapuitHOro coBbITUS C YCNYron Ha Knu-
EHTOB.

Mpouecchl yBeaoMIieHUs npoleccos 06paboTkn npobriem o NosiBrieHn no-
TeHUuanbHoi NpobneMsl KIWeHTa C yKkasaHeM 3K3eMMNIIspoB NpoaykKTa, 3aTpo-
HYTbIX aBapUHOR yCryrow.

MpoLecchl 3anycka npegonpeseneHHbiX AeNCTBUIA B Cy4asx NOCTYNNEHUS
KOHKPETHbIX aBapWiiHbIX COOBLLEHUIA, a TakKe B Cny4Yasx OTCYTCTBUS aBapuit-
HbIX COOBLLEHMI B TedeHWe 3aaHHOro UHTEpBana BpeMeHU U B cryyasix, koraa
NPOAOMKNTENBHOCTE ASHCTBYIOLMX aBapuii 4O OYMCTKU NPEBLILIAET YCTaHOB-
NEeHHBI nopor BpeMeHu.
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lMpunoxexnue A
(o6sa3arenbHoe)

HaumeHoOBaHUA U MAEHTUDUKATOPLI NEMEHTOB NPOLIECCOB YPOBHA 3
ONA AeKOMNO3MLUKM NPOLECCa YPOBHA 2 «YnpasneHue paspeiieHuem npoésnem ¢ ycnyramm»

A1 HaumeHoBaHWS M uaeHTUUKaATOPLI 3ANEMEHTOB NpOLIECCOB YpoBHA 3 ans npouecca 1.1.2.3 ypoBHA 2
«YnpasneHue paspelleHnem npobnem c ycrnyramu» (Service problem management) 4omkHbI COOTBETCTBOBATL faHHLIM
Tabnuuel A.1.

Tabnuuya A1 — [Jdekomnoauums npolecca 1.1.2.3 — «YnpaBneHue paspeLueHnemM npobnem ¢ ycnyrammy

MaeHTudukaTop HanmMeHoBaHWe anemeHTa npoLieccos AHMACKNiA SKBUBANEHT

HanmeHoBaHNA

1.1.2.3.1 CosflaHve oT4eTa 0 HapyLLEHUsIX B OKasaHun ycnyru Create service trouble report

1.1.2.32 [uarHocTuka npobnem ¢ ycrnyrow Diagnose service problem

1.1.2.3.3 VcnpaBneHue u ycTpaHeHue npobrem ¢ ycryroi Correct and resolve service problem

11234 KoHTponk 1 ynpaeneHue ycTpaHeHneM npobnem ¢ yenyroir | Track and manage service problem

1.1.2.35 MHpopmupoBaHue o npobneme c ycnyron Report service problem

1.1.2.3.6 BakpbITe oT4eTa 0 HapyLUEeHUsX B OKasaHUW ycryru Close service trouble report

11237 HabntogeHue 1 aHanus npobnem ¢ ycnyrou Survey and analyse service problem
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