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Beenenue B ITIL

Uro Ttakoe ITIL, nasnauenwe ITIL, cocrta ITIL, wioueBble TepMUHBI B
koHTeKcTe [TIL, ucTopus BO3HUKHOBEHUS.

1.1. Beegenue B ITIL.OCHOBHBIE TEPMUHBI.

Konery XX Bexka o3HameHOBan co0oil miepexoq OT HWHAYCTPUAILHOIO
obujectea Kk nHpopMalMoHHOMY. YKe B cepeguHe 80-X rogoB MpOIIOro
cronetusa [T-unpycTpus cTasa CTpeMUTeNLHO pa3BUBATLCA: MOSBU/INUCH
nepcoHaNbHble KOMIBIOTEPbl, VIHTepHeT, /0Ka/lbHbIE CEeTH, TEeXHOJIOTUs
KmieHT-cepeep # T.n. MHdopmanus, cpegcrea ee 06paboTku u yrpaBiieHus
CTanu OCHOBHBIMHM CTpaTerMueCKMMH pecypcaMu r00# opraHu3anuu, a
JoctwkeHue Ou3Hec 1enel cTano HampsMyw 3aBucets oT IT-obmactw.
[Mporjecc wuHbopMaTHU3alUMU BHauaae HOCUA [AOCTATOYHO CTUXUHHBIN
XapakTep: OBICTPO TMOSIBISUTUCE HOBBIE TEXHOJIOTHH, YCIYTH U TIPUJIOKEHUSL.
HOpyrumu cnoBamu [T-o6macte Obl1a OpUEHTHPOBAHA, TpPeX/Je BCEro, Ha
"HoBu3HY' u 'kommuectBo" IT-ycayr, To ectb Ha pa3pabotky. I[locne
MEePBUYHOr0 HACHIIMIEHUS] PBIHKA €r0 YYaCTHUKUA OCO3HaMU HeoOXOguMOCTb
obecrieuenus kauectsa [T-ycnyr. B HacTosiee BpeMsi obecrieueHre KauecTBa
[Tycnyr saensercs wiouoM K 3ddexkruBHOMYy aHanu3y, obpaboTke wu
pacmpocTpaHeHHI0 WH(OpPMalUUU, TO eCTb K YCHEUHOW [JeATeTbHOCTH
OpraHu3aliuu B L]eJI0OM.

B 1980-x romax OpuTaHCKOe TPABUTENBLCTBO MMOPY4YH/I0 [leHTpasbHOMY
areHTCTBY T10 BBIUMCIUTE/NbHOM TexHuke W KoMMmyHukaiusm (CCTA)
paspabotaTk 06upe npuHIUNsl 3ddekTUBHOrO Ucnonb3oBanus [T-cepBucos
B BenukoOputanuu. Tak MOSBU/ICS TePBbIA JOKYMEHT, 00beJUHSIONMA B
cebe nyunme npaktuku B ynpaenaeHuw [T-ycayramu. OcHOBHOUM ero
ocobeHHOCTBIO CTasa pa3paboTka eAMHOro TMOAX0[a, He 3aBUCSILEro OT
nocraBupka ycayr. B konie 1980-x-nauane 1990 Beilvia cepusi KHUL O TOM,
Kak ympaBasath [T-ycnyramu u o B3aumogeictBuu [T-obnactu ¢
MOMB30BaTeNsAMU 3TUX ycayr OTa Oubnmuoreka kHur u Obia Ha3BaHa
bubnuoTteko UMHMPACTPYKTYyphl WHGMOPMALIUOHHBIX TEXHOJIOTMH WM
ITIL(the IT Infrastructure Library). B ganeHeimem CCTA 6b110 06Bbe1UHEHO C
TocynapctBenHo#t Toproeoii manarod uan OGC, KoTopasi B HacTosIiee
BpeMSI U ABJIsIeTCS Biagenbilem bubnuorexu ITIL.
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ITIL, mo cyru, mpexacraBiaser coboit Habop nyOnMMKaluii, copep)Kammx
PEeKOMEHJALMKA II0 IMpPeJOCTaBJeHUI0 KauyeCTBEHHBIX VCIVL, a TakkKe
MpOLIeCCOB U KOMITOHEHTOB, HeOOXOAUMBIX [/isi UX nofgfepku. OcHOBHas
nens ITIL - nmpoaBu)kKeHWEe COBPEMEHHBIX 3HAaHUKW W OOMEH OMNbITOM B
obmactu. OcHoBHasi ocobeHHocts [TIL - opraHu3aius YmpaBaeHUs
yCJIyTaMH B BHJie COBOKYITHOCTH IIPOL|eCCOB.

B 1991 rogy nocne toro, kak IT-coobujecteo 3auHTepecoBanock ITIL, 6w
co3gax dopym - IT Information Management Forum (ITIMF). Ero tiensto crano
obweauHeHue crienquanuctoB [T-obmactu, obmeH wupgesmu u onsitom. B
JanpHeleM Ha3BaHue cmeHusnock Ha IT Service Management Forum
(ITSMF). Ceituac 310T (dopym o0BeguHsieT B cebe MHOXKXECTBO
cneruanuctoB [T-061acTi, 1 KOMMYECTBO T0J/Ib30BaTeneit gopyma mno Bcemy
MHUPY pacTeT exXeJHEeBHO.

Cnenyrorjas cepus kHur - ITIL v2 - nmossasinace ¢ cepeguabl 1990 rogos mo
2004 rop. Ecnu nepBast Bepcusi comeprkana 6omee 60 KHUT, TO BTOpasi - BCEro
9, a B Tperweit - 5. OCHOBHOW LIe/IbI0 BTOPOW BEPCUU CTal0 OMHCAHUE
nponecca 3¢hdeKTUBHON mepefaun YCAyrH MOTPeOUTeN0 U yMeHbIleHue
paspeiBa mexxay [T-obnacteio u 6Gu3Hecom.

B 2004 romy 6Obimo Hauato BTOpoe obOHOBnenuwe ITIL BBUAY TOro, urto
MOSIBU/IOCH MHOTO HOBBIX TEXHOJIOTUH W MPUHLUITHANTBHBIX U3MeHeHu# B [T-
obmactu. Pesynsratom ctana ITILvV3, o koTopoii U moueT peyb B AaHHOM

Kypce.

B Hacrosiee Bpemsi ITIL mpeacrtaBnsier coboii Haubosiee U3BeCTHyO 0a3y
3HaHUM B obnacTu YpaejeHUs yciIyramMu BO BCEM MHpe U OTpakaer
(dbyHaMeHTaNbHBIE OCHOBBI BeJYIIMX MUPOBLIX Mpaktuk B [T-o6mactu. B
EBpome cymectByroT gBa ueHtpa ceptudukanuu no ITIL - EXIN
(Tonnanackuii  Ok3ameHanuoHHbld MHctuTyr) u ISEB (The Information
Systems Examination Board - mogpa3genenue bputanckoro KommnbioTepHoro
O6buiectBa). Bueapenuem nporjeccoB ITIL u obyueHueM 3aHUMAeTCS 1[@TbIH
psii KOMIMaHWK-KOHCYTETaHTOB. B Poccuu "mepefoBuUKaMu'" SIBSIFOTCS
Hewlett-Packard Consulting, "Aii-Texo", I'T- Expert.

ITIL paccmaTpuBaeT YmpaBjieHHe yCAyraMU B KOHTEKCTe B3aUMOJEiCTBUS
"MOCTaBUMK YCIYT - 3aKa3uMK YCIyr'.

3aka3uuk (Customer) - 3TO MOKynaTeab TOBAPOB WAW YCAVL 3aka3uuk A
5
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noctaBupmka IT-ycayr - 3To yenoBek (Tpyrimna Jrofiei), KOTOPbIA 3aKTHOUYaeT
COomIauleHus C MOCTaBUIMKOM Ha npegocTaBjeHue ['T-ycnyr U oTBeuaer 3a TO,
uyT0OBI MpeloCTaBIeHHbIe YCIYTU Obl/IN OTINIaUueHBbI.

[MocraBumk ycnyr (Service provider) - 3To opraHu3aijusi, TOCTaB/SHOIIASA
YCAYT¥ OAHOMY U/IM HECKOJIbKUM BHYTPEHHUM U/IY BHEIHUM 3aKa3uMKaM.

BeigenstoT Tawke mosib3oBateneit ycayr [lonb3oBaTens - 3TO COTPYAHMK
opraHu3saiuu, ucnonb3ywoumit [T-ycayry s BeINOJHEHUs] TTOBCEIHEBHOU
paboThI.

HentpansubiMm U kKnwueBbiM TepMuHoM ITIL aBnsercs cepBuc (service),
KOTOPBIH B PYCCKOS3BIYHOW JIUTEpaType 4YacTo Ha3bIBAKOT YCIYTOMl.
[Tpurenem onpenenenue u3 I'noccapus ITIL v3:

[T-ycnyra (cepBuc) - cnocob mpegocTaBieHUs 1JeHHOCTH 3aKa3uhkaM uepes3
COfleHiCTBME MM B TOJIyYeHUU Pe3yIbTaTOB Ha BBIXOZE, KOTOPHIX 3aKa3UMKU
XOTAT JOCTUYb O€3 BiajieHus crielfuruyecKiMH 3aTpaTaMu U puckamu [1].

IMpuBenem apyroe ompeaeneHue I[T-ycayru. IT-yciyra - omHa wnam Gomnee
TeXHUYeckass wuau mnpodeccuoHansHas BO3MOXKHOCTh, KOTOpasl Jefaer
BO3MOXXHBIM Ou3Hec-miponiecc. B panbHeimem "TT-ycayry" Gynem HasbIBaTh
"ycayroi'", a TepMuHBI "ycayra" U "cepBuC" CUMTaThb 3KBUBAJEHTHBIMU.
Ycnyra obnagaer ciaeyoOUMMU XapaKTepyu CTUKAMUA

® yIOBJETBOPsAET OfHY U Oosiee moTpebHOCTeH 3aKa3uuKa,

® nojAep)KuBaeT OM3HeC-11e/11 3aKa3unKa;

® BOCIPUHUMAETCS 3aKa3uMKOM KakK eJJHHOe 11ej10e U TPOJYKT, TOTOBbIN K
WCI0JIb30BAHHUIO.

Cnepnyer oTMeTHTh, uTO Bes nuTeparypa [TIL npefcraBneHa Ha aHIIMIICKOM
a3bike. Kak crefcTBue, HEKOTOpble TePMMHBI He HMEKT aHajloroB Ha
pycckoMm (Hampumep, business case) uaM MOryT mnepeBOAUTHECS Cpasy
HEeCKOMBKMMM CJIoBaMU (Kak B Cjyuae cepBuUcC-yciayra). B onpepenenuu
CcepBHCa Mbl BUJUM CJIOBO I[@HHOCTh - B OpuruHase "value". 3gecs umeercs B
BU/ly TIOTeHIjManbHas BhIrofa Ajs 3akasuuka oT ucnosnb3oBaHusa [T-ycayru
(HanpuMep, SKOHOMUS BPeMeHHU, JieHeT U JIpyTUX PecypcoB).

PEICCMOT]_JHM HO,I[DOﬁHEE OCHOBHEIE MTOHATHA B OIIpeJe/ieHHH CepBUCa.
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PesynvraTel Ha Bhixofe (outcomes) - TO, YTO MOJIydaeT 3aKa3uyuK B KOHEUHOM
utore. Heobxogumo moHUMaTh, YTO Ha MPAKTUKe OHU OTIWUYAKOTCS OT TOTO,
UYTO XOYeT IOJIyUYUTh 3aKa3uMK M3HauaabHO, BBU/IY HAIUUUSA ONpeje/eHHbIX
OTpaHUUHBANMX (haKTOPOB. YIpouas Ha3HaueHHWe YCJIYT, MOXKHO CKAa3aTh,
YTO OHM MOMOTalT YIYYIIMTL Pe3ylbTaTbl Ha BBLIXOZE MyTeM YBeJIW4eHUs
MPOU3BOAUTETEHOCTA ¥ YMEHBIIEHUS CYLIeCTBYIOIMX OTPaHUUYEHMUIA.
PesynsraToM mNpUMeHEHMS YCAYr SIBASIETCS YBe/JIUYeHHe BepOsITHOCTH
MOJIyUeHUS >KelaeMbIX pe3ylsTaTOB Ha BbIXoZe. Mopgenu ycoIyr, KOTOpbIe
npegnaraer [TIL, mnomMmoraioT yhnpaB/fasTb CJAOXKHOCTSMH, 3aTpaTaMM,
rubkoctel0 U MHoroobpasuem B [T-obmactu. Kaxkpgas mogens umeer
MHO>KeCTBO BapHMaHTOB HCMO/b30BaHUSI B 3aBUCUMOCTH OT KOHKDPETHOTO
ciydas, uTO JenaeT WJEK ee TIPUMEHEeHHUs YHUBepCanbHOM, THOKOW Wu
s¢ddextuBHO. Mogens [T-yciyru MOXKHO pacCMOTPeTh Ha TIPUMepe CUCTEMBI
xpaHeHusi uHbopmaruu. Cucrema mnpefHa3HaueHa [Jid XpaHeHUs,
YIOPSA0YMBAHUS U 3aUMThl UHPOPMALIMU B KOHTEKCTe HEKOTOPOH paboThl
UIU JeATenbHOCTH. ECnu mocTaBUMK MpejocTaB/seT 3aKa3uuKy He MPOCTO
3aroMMHaloIIee YCTPONUCTBO, a YCAYry XpaHeHus WH(opMaluu, OH J0JDKeH
OTBETUTH Ha BOMPOCHl "UTO XPaHUTL" U " Kak xpaHuTs" (puc. 1.1). [Ipu 3Tom
NPUHIUNUANLHYK) Ba)XXHOCThH HWMEKT pasrpaHUueHHe O00s3aHHOCTEeH W
OTBETCTBEHHOCTH MEXK/y MOCTAaBIIMKOM U 3aKa3UMKOM.
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Puc. 1.1. Cxema cucTeMbl XpaHeHUsI HH(POpMaLU

3aKa3uukKu XOTAT MONAYYUTH JKejaemble pe3ylbTaTbl, HO, IO Pa3IUu4HbIM
NIPUYMHAM, He XOTST CONYTCTBYIOLIMX OTBETCTBEHHOCTH, PACX0[0B U PHCKOB.
Hanpumep, Hekas opraHu3anus XoueT HMeThb 3alMIEHHYH CUCTeMy
XpaHEHUS! B HECKOJIbKO TepaballT [/1s mojfep>kKKd TOProOBIM OHMAauH. [lnd
TOro 4TOOBI CO3/1aTh TAaKyl CUCTEMY C "Hyas", YIOMsHYyTas OpraHu3aljus
nomkHa Ovlia Obl TpogenaTb AOMTUM MYTh OT MMOHUMAHHS TOTO, KaK 3TO
cienath, A0 TOKyNKA 000pygoBaHUs U HaliMa KBanu(UIIMPOBAHHOTO
nepcoHana. Bcé 3To crouT Go/bUMX eHer U OTHUMAeT MHOTO BPEMEHH.
lopa3go npoile B JaHHOM C/iyyae BOCIIO/Ib30BaThCS YCIYraMU TMOCTaBILMKA,
KOTOPBIM  y)Ke BJjlajeeT OO/BIIIOW CUCTeMOW XpaHEHWs U  HUMeeT
COOTBETCTBYIOLME OMBIT U BO3MOXHOCTH. JTO OygeT mpeaocTaBjieHHEM
YCJIYTU 3alMIEHHOT0 XPaHeHust uHGopMariuu.

B ompegenenuu ycnyru Mbl CTaJKMBaeMcCs TakKe C TOHATHEM LeHHOCTb
ycnyru (value). OHa u3MepsieTcss B KOHTEKCTe /IByX MTOHSTHIA:

]
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e [lonesHocts ycnyru (Service Utility)- To, uTo mosiyuaeT 3aka3uMk B
pe3yasTaTe UCII0/1b30BaHUs YCIYIH;
¢ lapanTus kauectBa ycayru(Service Warranty) - TO, Kak MOCTaBIIMK
npefoCTaB/sgeT YCIIyTY B TepMHUHax JOCTYIIHOCTH,
TIPOU3BOJUTE/ILHOCTH, HETPEPLIBHOCTH U 0e301acHOCTH.

[MTpurenem onpeaenenus us I'noccapus ITILv3:

[Tone3HocTs - GPyHKIMOHANBEHOCTE, TIpeAJiaraemMasi IPOAYKTOM H/IA CePBUCOM
ans obecrieueHus omnpejenéHHBIX NMOTpeOHOCTel. 3adyacTyio omnpegensieTcs
Kak '"uTo JesaeT MpOAYKT/cepBuUC'.

[Tonesnocts ycayru - dyHKUMOHANBHOCTL [T-ycimyru ¢ TOukM 3peHUs
3aKa3uMKa.

FapanTus - obemaHue WM rapaHTUsi TOrO, UTO MPOAYKT WU yciayra Oymer
COOTBETCTBOBATh COMIACOBAHHBIM TPeOOBaHUSIM.

lapaHTusi KauecTBa YCAyTHM - YBEpPeHHOCTb B ToM, uto I[T-cepBuc Oyger
COOTBETCTBOBATh COIMacOBaHHbIM TpeboBaHusM. MokeT ObITb B BH/E
dopmaneHOrO cComiallieHus, Takoro kKak SLA wunum jgorosop, nubo Kak
MapKeTUHIOBO€e COODIIeHNe UK MpeACcTaBIeHue TOproBoi mapku[1].

HOpyrumu cnoBaMu, MOJ/E3HOCTb - TO, UTO 3aKa3uuK MOJy4yaeT, rapaHTUs
KauecTBa - TO, Kak OH 3To nosyuaeT. Ha puc. 1.2 npejcraB/ieHa yrnpoljeHHas
cxema ()OpMHPOBaHUS [JEHHOCTH YCIYTH.

MonezHoCTE
Ofecneyerne
I'IFIGHB-E OANTENBHOCTH
N
YeTpaHeHve CooTeeTCTENE
OfpaHuYeHMi HAZHAYEHMID Coananme
LIEHHOCTH
[l
AQCTYNHOCTE s CoOTBETCTRME
MOWHOCTE  s— U YCNOBHAM
HENPepEIBHOCTE  s— HENONL30BaHKA
BEIONACHOCTEL  —
lapaxTA

Puc. 1.2. Cxema hopMuUpOBaHUs I[EHHOCTH YCIYTH
9
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BBKEIB'-II/IK, HpHOﬁpETa}[ YCIIYTY, Xouer MONIY4YHUTb pe3ynbTaT oT ee
HCITOJIL30BdHH A, TO €CTh U3BJ/ieUb LIEHHOCTD.

ITone3nocTts JOCTUIraeTCd OJHHUM M3 C/1eJYHOIIHU X criocoboB:

1. obecneuenue TpebGyeMoil 3aKa3uMKOM MPOU3BOAUTEIBHOCTH;
2. yCcTpaHeHUe UM CHU)KeHHEe OTPAaHUUEeHHH.

[MpouseogutensHOCTh (Performance) - mepa TOro, uto AOCTUTHYTO WJIH
BbIpa0OTAaHO CUCTEMOM, YeIOBEeKOM, KOMaHJo0#, mporeccoMm, umu WUT-
ycnyroi [1].

[Top TpoX3BOAUTENIBHOCTBIO 3/1€Ch TOHUMAeTCs BO3MOKHOCTD [/ 3aKa3uhKa
genath Oonbie 3a Gomee KOPOTKOe BpeMsi, C MEHBUIMMHM 3aTpaTaMu WU C
notpebseHHueM  MeHBIMX  pecypcoB. /[IpyrumMu  cloBaMu,  HeKas
ONTHMH3AL{UA, KOTOpas TO3BOMMT 3aKa3uMKy pelMTh 3ajady 3a MeHbllee
BpeMsi U JeHbIH.

OrpaHuueHue - 3TO 3aMpeT UM HEBO3MOXXHOCTb BbITIOTHEHUS KaKUX-TO
JeCTBUM.

FapaHTI‘IH CK/MaAblBA€TCA U3 HEThIPEX OCHOBHBIX dCITE€KTOB!

JNOCTYITHOCTH
MOIIHOCTH
He30macHOCTH
HeTpPepLIBHOCTH

HOHFITHO, 4YTO HW3MEPUTE TdPaHTHHK) KaueCTBa YCIYrM I[Ipolje, YeM ee
MOJIe3HOCTb AJisd busHeca.

Korga uenmoBek HaKMMaeT KHOMKY, OH JKJAeT, UTO BKIHOUUTCS cBeT. K
cokaneHuto, ¢ IT-ycnyramu He BCé Tak mpocTto. Pe3ynsraT ucronb30BaHus
IT-ycnyru 3aBUCHUT He TOJBKO OT CBOMCTB CaMOW YCIyTM, HO M OT
yIpaB/IeHUs 3TON YC/IYyro - 37ech U MOSB/SETCS TEPMHUH Service management
WK yIipaB/ieHWe yciayroi. Yipaenenue [T-ycnyramu (cepBucamu) - 3TO
COBOKYITHOCTb CIEeLMaTu3uPOBAHHBIX OPraHU3al[UOHHBIX BO3MOXXHOCTEH
7S TIpe[loCTaBJeHUs] I1JeHHOCTH 3aka3unkam B ¢opme ycyr[l]. Ilog
"CrieliManu3vupoOBaHHBIMM  BO3MOXKHOCTSIMM'"  TTOHUMAKTCS  TIPOLIeCCHI,

10
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MeToZbl, QYHKIIUU U POJIH, KOTOPBIE MOXKET UCIT0/Ib30BaTh MOCTABUIMK AJIs
IpefoCTaB/leHUs yoIyrd 3aka3uuky. B Poccum  fgocratouHo  peaxo
IIPUMEHSKT TepMHUH yrpaBjeHue [T-yciyramu, npejnoudrasi eMy CepBHUC-
MeHeKMeHT. [ obo3HaueHusi yrpaBneHus IT-cepBucamMu HCIOIB3yeTCs
take abbpesuatypa I[TSM (IT Service Management). B xozme Kypca MbI Oyzem
HUCIOMb30BaTh TEPMUHBI "YIpaBieHHe ycayramu', "cepBucC-MeHe)KMeHT" U
ITSM kak ToKAeCcTBeHHBbIe.

[lpepocraBnenue  yciyr  oxBaThiBaeT  BONpPOChl  MeHemkmeHTa [T-
UHOPaACTPYKTYyp, BKIOYas oO0ciykuBaHue u compoBoxzaeHue. [lepen
MOKyNKOM m000ro mpogykTa B Mara3uHe Mbl OOBIYHO OLIEHHUBAeM €ro
KaueCTBO MO BHEUHeMy BUJY, TPUTOJHOCTH W HafeXHOCTU. B marasune y
MOKyTiaTe/si HeMHOTO BO3MOJKHOCTeH MOBJ/IHAThL Ha Ka4eCTBO MPOJyKTa M3-3a
TOTO, YTO OH YyXKe Tpou3BefeH Ha ¢abpuke. Ilyrem TmATeNLHOTO KOHTPOJIS
MPOU3BOACTBA M3rOTOBUTENb OyIeT cTapaTbCsi MOCTABJIATH MPOAYKLUHIO C
OVHAKOBBLIM YPOBHEM KauecCTBa. B 9ToM nmpumepe U3roToB/ieHue, IPOAaxKa U
norpebseHre BBICTYMAKT OTAE/NbHBIMU JApPYr OT aApyra 3Tanamu(3]. B IT-
obnactu BCE 0OCTOUT HECKOMbKO HHaue, TaK KaK COBOKYITHOE KayecTBO
ycnyru (akTUUeCKd OmpefesisieTCss B TIpOLjecce ee JKCITyaTalUM, U ero
HeJb35l OAHO3HAYHO OMNpe/e/nuTh 3apaHee.

KauecTBO - COBOKYITHOCTb XapaKT€PUCTUK 00BEKTa, OTHOCSIMXCS K €ro
CcrocoOHOCTH  VOBJIETBOPUTH  YCTAHOBJEHHBIE U  TpPeJIoJiaraeMaie
notrpebHocTH [4].

OpraHu3anuusa MOXeT KYIUTh 0ueHb goporyto [T-yciyry, Ho e nocTaBuMK
He MOXeT o0ecrieunTh KaueCTBEHHOE U OTBETCTBEHHOE yIpaBjieHHe - 3Ta
MOKYyTNKa CTaHeT OecCMBICIEHHOUW. YIOBNIETBOPEHHOCThL 3aKa3uhKa BO
MHOT'OM 3aBUCHUT OT TOTO, HACKOJIBKO XOPOIIO ObITN COTZIaCOBAHBI MTapaMeTpPhI
YC/IyTH TIPeIBAPUTEJIBHO C TMOCTABIIMKOM YCIIYT.

[MocTaBuMK AO/MKEH MOMHUTL 0 HeOOXoAMMOCTH obOecreueHus TIOCTOSSTHHOTO
kauectBa. To ecTb TmpefocTaB/sieMas yciyra JO/DKHA ObITh cTabUIBHON BO
BPEMEHH.

Takum o00pa3oM, OCHOBHOM 1je/ibl0 CepBUC-MeHeKMeHTa B KoHTekcTe [TIL
ABJII€TCS] TIPe/IOCTaBeHHe 3aKa3uMkKaM HafeXHbIX, cTabuapHbXx [T-ycyr,
KOTOPbI€e MOJTHOCTBIO YOBIETBOPAT UX NOTPeOHOCTH B 3aZlaHHOM 06/1acTu.

Emie onnum knwoueBsiM TepMuHOM B ITIL sBAsteTcss opranu3aijus. 3aka3uuku
11
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IT-ycnyr u mocraBumku [T-yciyr paccMaTpuBaoTcs B )opMe OpraHU3aiiuM.

Opranusanus - 3T0 onpefeneHHas Gopma coTpysHudecTBa Jrofei. [lepen
moboli opraHu3aiueil CTOUT BOMPOC: B ueM Ijejib OObeAMHEHUS B
opranu3anui? Takol KOprmopaTUBHOUM 1je/ibi0  (Vision) MOKeT ObITb,
Harpumep, >KenaHue 3apaboTaTe JeHBIW, TMpofAaBas TepPCOHATbHbBIE
KOMIBIOTEPbl WM TPeJOCTaBsAs yCayrd fgocryna B WHtepHer. [ns Toro
yToOBl OpraHu3alus CTaja MpUBJEKaTeTbHOM /Jid BCeX 3aMHTePeCOBAHHBIX
CTOpPOH (3aKa34MKOB, HHBECTOPOB, COTPYAHUKOB KOMIAHWHM U T. [.), HYKHO
yMeTb paccka3aTb, Kakue TpeuMyliectBa OHMU OylyT UWMeTb OT
COTPYAHUUYECTBA C KOHKPETHOM OpraHu3aiiuei.

Hnst Toro utoObl COOOIMTE BCEM CBOK KOPIOPAaTUBHYIO L€k, KOMITAHUS
MOXKET TIPe/ICTABUTH €e B BH/Ie Te3Kuca O CBOel Muccuu (mission).

KopnoparneHag nems opragpszanoy [

Muccus u cTparernMeckte sagaun [

I[TonuTHEA A
Ilnapnporanne
- Cpoxn ITzmepenne
*— | KOHTPOB

-  Kommuectpo
- Eavgecteo

- 3ﬂTpﬂIBI H J0X0ObBI

3aIaHHA 0 BHILI JeATeNMEHOCTH [

Peanmzanna
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Puc. 1.3. Ctpykrypa hopMHpOBaHUS KOPITOPAaTUBHOM 11€/Id OPraHU3aluu

Muccus - 3TO KOpPOTKOE M YeTKOoe OIMCaHue 3ajad, CTOALMX [epej
OpraHu3anue, U U/jeanos, B KOTOPble OHA BEPUT.

Ctparernueckue 3azjauui (objectives) - 3To 6osee moapobHOe omucaHue TOTO,
YTO XOueT [AOCTHUYL OpraHM3al[usi B JOJTOCPOUHOU MepcriekTuBe. XOpOIo
chopMyTMpOBaHHBIE CTpaTerHuecKWe 3ajjaud [JO/DKHBI 00/1alaTh MATBEO
OCHOBHBIMM CBOWCTBaMu (cooTBeTCTBOBaTh mpuHIUNY SMART): ObITh
KoHKpeTHbIMM (Specific), moggaBaTbcs wu3Mepenuto (Measurable), ObITB
YMECTHBIMM M COOTBeTCTByOUMMHU  cuTyauuu  (Relevant),  OwiTh
peanuctuuHbiMu (Achievable ) U umeTs ueTkre BpemeHHbIe TpaHuilbl (Time-
bound).

[MonmuTuka opranu3auuu (policy) - 3To COBOKYmHOCTB BCeX pelieHuil u mep,
NPUHSTLIX OpraHu3alieil [y MOCTAaHOBKWA CTpPAaTerMueckux 3ajad U MX
Joctwxkenus. Ilpu pa3paboTke cBOeil NMOJUTUKU OpraHU3aIus ONpefenseT
NMPUOPUTETHl CTOSALMX TiepeJ Hel CTpaTerMyeckux 3afjad U MYTH UX
JocTikeHus. be3yc/iioBHO, B 3aBUCMMOCTU OT 0OCTOSITENILCTB, MPUOPUTETEI
MOTYyT CO BpeMeHeM MeHAThCsl. Yem Jfyuile pasbsicCHeHa MOJAMTHUKA
OpraHu3alMy BCeM Yy4yaCTBYIOIIMM CTOPOHAM, TEeM MeEHbIEe BO3HUKAET
npobsieM npu OOBACHEHWUM COTPYIHMKAM, KaK UM BBHINMOJHATE paboty. B
OT/IMYME OT MOAPOOHBIX IPOLeAYP, 3TU MPaBUIa MOTYT OBITH UCTIO/IL30BAHEI
MepCcoHaAOM OpraHMW3aljUd B KaueCTBe PYKOBOAALIMX YyKa3aHuil. UYeTko
chopmynupoBaHHasi TMOJWTUKA (TIpaBujia) KOMIIAHUM  CITOCOOCTBYHOT
rMOKOCTM CTPYKTYpPbl OpraHu3alili, TIOCKOJIbKYy BCe VYPOBHM B TaKo
KOMITaHUU MOTYT OBICTPO pearupoBaTh HA U3MeHeHue cuTyanuu [3].

Peanu3aljusi MOJUTUKA B BHJE KOHKDETHBIX BUJIOB AeSTELHOCTH Tpebyert
paspabotku crpareruu. Crparerusi pa3pabaTbiBaeTcsi Ha OmpefiefeHHbIe
NepuoAbl M COCTOMT M3 HECKOJIBKUX JTanoB. BaxHbIM fABJAETCS
BO3MOXXHOCTb KOHTPOJIS BBITIOTHEHUSI TIOCTABJIEHHBIX 3a/lad B XO[e
WCIIO/IHeHUsl 3alJlaHUpPOBaHHBIX paboT. [Ipyrumu cjioBamMu, HeoOXoguMO
U3MepsiTh, B KakOM CTeleHW OpraHu3alids WA MpPoLeccel OaM3Ku K
JOCTHXKEHUH CBOMX CTPAaTerHueCKuXx 1jesieid. [1is 3Toro MMerTcst pa3iuyuHbie
metobl. OaHUM K3 Haubosiee U3BECTHBIX B OH3HECE METOJOB SBJISETCS
Kapta Cbanancupoanubix OneHok (Balanced Score Card - BSC). ComacHo
JAHHOMY METOAy, Ha OCHOBE CTpPaTerMuyecKux 1lieJiell OpraHu3aluu WM
Leneil mpoiecca ompenensitoTcs Kputuueckue dakropel ycrmexa (Critical

13
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Success Factor - CSF).

Kputnueckue daxkroper ycmexa (Critical Success Factors wmm CSFs) -
(akTopel, KOTOpble  00sI3aTeNILHO  JO/DKHBI  pPeasn30BLIBATLCSA  AJiA
YCMEMHOCTA TIPOEKTa, Mpolecca, TaHa WM ycayrd. Takde ¢akTopsl
dopmynupyrOTCS A1l HECKOJIbKUX Haubosiee BaXKHBIX cdep HMHTepecoB
KOMIIAHUHW, Ha3bIBaeMbIX T€PCHIEeKTUBAMU (MIPOEKUSAMH) OpraHU3alUu:
3aKa3YMKU/PbIHOK, OW3HeC-TIpOI[ecChl, MepCOHAJ/MHHOBAIUM U (UHAHCHI.
st u3mMepeHuUst TOr0, HACKOJIBKO ycremHo peanu3oeanbl CSFs ucnons3yercs
KPL

KntoueBoii mokazatens mnpousBogutensHoct (Key Performance Indicator
nnu KPI) - meTpuka, koTOpas MCIO/B3YeTCS /S YIpaB/eHHUS [1POLeCccoM,
yCIyroit unm fesTeibHOCThI0[1]. i3MepuTh MOXKHO MHOJKEeCTBO TTOKa3aTesei
3(peKTUBHOCTU, HO TONBKO 0C000 BaxkHble siBastoTcsi KPI. Hampumep,
(bakTOp "3aIMTa YCAYTH BO BpeMsl peanu3alid W3MeHEeHUW'' MoKeT ObITb
usmepeH Takum KPI kak "ymeHbllleHHe KOJTUUECTBA HEYCTeIHbIX U3MeHeHU !
B nmpoueHTax', 'MPOLEHTHOE yMeHbIIEHWEe KOJIMUYeCTBa W3MEeHeHUH,
NpUBeAIMX K BOSHUKHOBEHUIO UHIUJEHTOB" U T.[.

[Tog BO3melicTBHEM pa3MYHBIX 0OCTOSTE/NLCTB W PEe3YILTaTOB WU3MEpeHUi
3(}peKTHBHOCTH B KOHTPOJIBHBIX TOUKaX, CTPAaTErMYeCcKHe 3a7auv, MACCUHA U
KOPIIOpPaTUBHBIE 1[eJId MOTYT MPeTepIieBaTh CYIeCTBeHHBIE u3MeHeHusd. [Ipu
9TOM CTpaternueckue sajgaud IT-mospasgeneHusi UK TTOCTABIIMKOB YC/IyT
JO/DKHBI TAKXKe W3MEHATHCS B COOTBETCTBHU C TPeDOBAHMSAMH M I[e/IAMH
bu3Heca.

1.2. )Ku3HeHHbI! LUK YC/IYTU

OcHogy ITILV3 cocTaB/sitOT C/ieiylolMe MIeCTh MyOMKaluii, KOTOpbIe YacTo
HAas3bIBAIOT AAPOM:

Beenenue B ITIL

[TnanupoBanue ycayru (Service Strategy)

[TpoexTupoBanue yciyru (Service Design)

Buenpenue ycnyru (Service Transition)

Jkcnyatalusa yenyru (Service Operation)

HenpeposiBHoe ynyumienue yoayru (Continual Service Improvement).

Sk wN =
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[IaTe KHWAT COOTBETCTBYHOT 3TalaM KU3HEHHOTO LUKIa YyoIyrd (3a
ucknouenuem "Beegenus B ITIL"): oT mepBuuHOro aHanu3a TpeboBaHUM
fusHeca Ha 9JTamax TMOCTPOEHUSI CTPAaTeTMU U TIPOEKTUPOBAHUS [0
WIYULIIEHUS YC/IYTH B TIpOLiecce SKCITyaTalyiu.

JKU3HeHHBIN [TUKIT YC/IYTH TIPeICTaBJ/IeH Ha puc. 1.4,

HenpepbiBHOE ynyYleHne

< 3
I 3
)
3 ®
T o
= o
z z
8 o
@ E
2 b
(=%
a 3
=] -
@ =
I @
HenpepbiBHOE ynydlleHne
Puc. 1.4. )Ku3HeHHBIN MK/ yCIyru (CepBUca)
[MTnanuporanue ycnayru (uau IlocTpoeHwe cTpaTteriu) - 3TO OCHOBaA

JKU3HEHHOro 1juki1a ycayru. CooTBeTCTByHOIIAs emMy nybnukausi o003HadaeT
GbyHZAMEHTAaMbHOCTL  TOHSTUA  CEPBUC-MEHE)KMEHTa B KOHTEKCTe
JKU3HEHHOrOo 1MKIa YyCayru. B KHure paccmMaTpuBaKlTCs —CleAyrolue
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BOITPOCHI: PA3BHUTHE PBbIHKA IT—yCJ'[yT; XdPDAKTEpHCTHKH H THIIBI IMTOCTABIIMKOB
YCIyI, OCHOBHBIE KaueCTBa YC/IYIM W pear3aljMsda CTpaTerid B IIpoLecce
JKHU3HEeHHOro nHKmna. KnwueBbIMH TeMaMH TakKe SIBIASHOTCS [bHHaHCOBOE
ylipaBjieHHUe, yIipaB/jieHHe CIIpOCOM, OpPraHH3dllMOHHOE€ pAa3BUTHE U
CTpaTeriyeCkKHe pUCKH.

[MocTaBuMK /[O/DKEH HCI0/Ab30BaTh JTal I[JIAHUPOBAHUS YCIYTH ISt
MOCTAaHOBKM 1[e/Ieil, TOHUMaHUs 0XKUJaHW ToTpebuTeeld U phiHKa COBITA.
[MocTpoenue cTpaTeruu MpeJHa3sHAYeHO B MEPBYK OU€pe/b /sl TOr0, UTOObI
MOCTaBIMK YC/IYyT CMOT OL[€HUTb CBOW BO3MOXXHOCTH W PEIIMTh, MOXKET JI
OH CIMPaBUTHCSI CO BCEMH 3aTpaTaMM M PHUCKaMH B COOTBETCTBHUU C
3asiBiieHHbIM [TopTdenem ycayr

[Moptdens ycayr uad mopTdoauo - 3TO MOMHBIA HabOp YCAYL, KOTOpBIE
MpeA0CTABISTCSA TocTaBuMKoM yeiayr [lopTtdens ycnyr ucnosnb3yercs ass
yIIpaB/IeHUS BCEMHU YC/IyraMy Ha MPOTSDKEHUM BCEr0 UX XKU3HEHHOTO LUK/Ia
U BK/IIOUAeT TPU KaTeropuu: 1) ycoiyru B pa3pabotke (Service Pipeline) -
YCIyTH, HaxoAdlmecs B CTaAuu pa3paboTku; 2) KaTanor yCayr Aas yKe
UCMO/MBb3yeMbIX WM TMpejjaraeMblX yCIyr W 3) YCIyL, BbIBEJEHHBIX W3
sKkcrTyaTajuu (retired Services).

[MpoektupoBanue yciayru. ns mo6oit IT-ycnyru camMbIM Ba)KHBIM SIBJISIETCS
npezocTaBieHue OHM3HeCy omnpefeNeHHON BhITOALI UM [eHHOCTH. [ToaTomy
MpU CO3JaHUU YCIYIU MOCTABUIMK /I0/DKEH B MEPBYH Oouepellb YUUTHIBATH
1enu busnHeca. Ilybnukaius "TIpoekTupoBanue ycayru' npejcTaBiaseT coOou
PYKOBOJACTBO MO MOJENMPOBAaHUK U YIYULLIEHMK YOIy, a Takke
pPeKOMeHJAI[UK TI0 YIIPAaBIe€HUI0 UMM HA MPAKTUKe. DTOT 3Tarl ONUCHIBAET
OCHOBHBIE TIPUHIIUMBI W METOAbl MOJAeNUpOBaHus s TpaHchopmanuu
CTpaTeruueckKux 1eneil B HabOp KOHKPETHBIX YCAYT C OMpefe/eHHBIMU
KaueCcTBaMH. [Tponecc TIPOEKTHPOBaHUSs dakTHuecku ABJISIETCSA
Be3rpaHMUHBIM, €C/IMd peub HEeT O HOBbIX yciayrax. OH TakkKe BKIHOUaeT B
cebsi BOMpPOCHI M3MEHEHUM M VIYUIIeHUM B paMKaX >KH3HEHHOrO I[UKIa
yCIyry, HeoOXOAMMBIX [/ YBeTWUYEHUS ee IL[eHHOCTHM C TOYKU 3peHus
norpebuTesnei.

KnroueBbiMM TemMamu KHUTM Tawke aBastoTcss Kartanor ycnyr, Ilone3Hocts,
[MpousBogutenbHOCTs ¥ HenmpepbiBHOCTL yCIyTH, YPOBEHbL YIpaBjaeHUs
YC/IYT, KOTOPble Mbl PACCMOTPUM Jasiee.

Bueapenue ycnyra. Transition (aHmi.) - TiepeMelleHUe, NOepexof, WU
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HU3MeHeHHe C OHOTO COCTOSHUSA (MO3ULUH, MTepuofa, CTauu, TeMbl U T.[.)
Ha JIpyroe; Tmepexoj OT TIOAPOCTKOBOTO BO3pacTa K  3peyloCTH.
[TpuMeHUTeNBHO K YCIyre 3Ta CTajus XapakTepu3yeT coboii u3MeHeHUe B ee
COCTOSIHWH, COOTBETCTBYHOIIee nepemeiieHn0 UT-ycmyru u3 ogHol craguu
YKU3HEHHOTOo UK K Apyroi. CooTBeTcTByIOMas nyonukaius B bubimnoreke
ITIL mnpeacraBnsier coboil pYKOBOACTBO 10 TOMY, Kak 3(heKTUBHO
peanu3oBaTth TpeboBaHus, CHOPMYTHUPOBAHHBIE HA CTaJUSAX TPOEKTUPOBAHUS
U NOCTPOEHUS CTpaTeruu, Ha 3Tane 3KCMjyaTallud C KOHTPOJIEM PUCKOB,
oTkazoB u cboeB. Kuura oOwenuHsieT B cebe TpakTUKA B U3MEHEHHH,
KOH(UTYypUPOBAHUHU, YTyYIleHWH, NyOIMKAlUHd U pa3BepThIBAHUU YCIIVT, a
TaKKe BOMPOCH] YIIPABIeHUS PUCKAMH.

OKCITyaTalus yCayrd BOIUIONIAET, MO0 CYTH, 3Tan "moHeceHus" Ou3Hec-
3HAUEHUs YCIYTH OT TMOCTaBIIMKa K 3aka3zuvkam. Haubonee cyiecTBeHHBIM
npu 3ToM siBasercs JddeKTUBHOe TpefOoCTaBleHHe YCIYyTH U ee
KaueCTBeHHOe compoBoxaeHue. KHura onuceiBaeT, Kak MOXKHO obecneunTs
CcTabuMBHYIO0 SKCIUTyaTallMI0 YCIYyTH Hapsly C BO3MOKHOCTBI) BHECEHUS
W3MeHeHMW B [W3aiiH, wmacmrab, rpaHunbl U T.0. OpraHu3anusam
NpeI0CTABSIFOTCS MHCTPYKLMUA, METOAbI U WHCTPYMEHTHI [/ peaju3aluu
[IByX METOZ0B KOHTPOJIS - TPEBeHTUBHOTO U MPOAKTUBHOTO.

[pennokenHas B kHUre WHGOPMALUS MOXKeT OBbITh TIOe3Ha [/ TIPUHSATHUS
pellieHu B BOMPOCAX yrpaBiaeHUs JOCTYITHOCTBIO YC/IYTH, KOHTPOJISA CIIpoca
Ha YyCIyry, ONTUMH3AllMd HAarpy3kd W pelleHUs Tekyumx npobnem. Bce
OMHUCAHHBIE B KHUTE CITOCOOBI YUMTHIBAIOT BO3MOKHOCTHA HOBBIX MOJe/nei u
apXUTEKTYyp, TaKUX KaK pacrnpefiesieHHble CepPBUCHI, BLIUMCAEHUSA IO CXeme
"koMmyHasbHasa ycoiyra'(utility computing), BeO-cepBUCBI W 3EKTPOHHast
kommeprus. K cnoBy,  utlity computing wam  mpegocTaBieHUe
BBIUMC/IUTE/ILHBIX PECYPCOB 110 CxeMe "KOMMYyHasbHas ycayra' - 9To HeZJaBHO
nosiBUBIIASICS OU3HeC-Mofenb, Korja MOCTaBIUMK YCJIYT T0Jy4aeT JeHbrH T0
(hakTy 1Cob30BaHUS YCIYTH, HAl[PUMep, 110 BpeMeHHU ee UCMO0/Ib30BaHus. B
TPAJAUIIUOHHON >ke Ou3Hec-mofe/nd TMOMB30BaTeNb MJIATUT 3a BiajJieHUe
cuctemoii (cepeucom). [Ipopalifjep Takux ycjayr MOXKeT ONTUMHU3HPOBATH
WCITOJIb30BAaHUE CBOMX PECYPCOB, YUMTHIBAS pa3Hble HYX/bI MOTpebuTeneii.
3pecb mpocmaTpuBaeTcda fIBHAs aHaJOrMa € [pejoCTaB/leHUeM U
UCTIONb30BAaHUEM  3JIeKTPOSHEPruu, ra3a W  OO/NbLUMHCTBA  JPYTUX
KOMMYHa/bHBIX YC/IYT, OTCHOZla U MPOMCXOK/AeHUe TepMUHa.

HEHpepBIBHDE ViIydlieHHe YCIYIHd 3dK/JIH4YdeTCd B OINMMCAHWUHM METOAJOB U
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CpeaCcTB 110 YyBEJIHMYEHWIO LIeHHOCTHU YCIYI'd NyTeM pedlh3dluH }?J"IYLILLIEHI/IFI
Had PA3/IMUHBIX 3TdlldX XH3HEHHOTO0 LHKI/d. ITOT 3Tan Oﬁ'be,[l'HHHET B cebe
MPUHLHUIIEI, TIPAKTHKKW U METOAbl VIIPpAB/JI€HWH Ka4yeCTBOM, M3MEHEeHHUSAMH H
VIy4JIIeHHUsAMHU TIPOHM3BOAUTE/IBHOCTH. U3 l'[yﬁﬂI/IKaLU/II/I OpraHM3alliid MOTYT
MONIYUHUTb PEeKOMEeHJdllH K 0 TOM, KdK IIOCTEerneHHo BBOOUTH
prHHOMaC]JII'EiGHbIE VIy4IIeHHsA B  Kda4eCTBO  YCIIVI, BqJCbEKTHBHOCTb
JKCIIAyAaTdJHH W HENPepbIBHOCTb TIPpeAOCTaB/I€HHA YCIIVL P}?KDBOr[[CTBO
rnpegHd3HdA4eHO0 Oj1d obecneueHus OﬁpaTHUﬁ CBA3H pe3yikTaTOB }?J"IYLILLIEHI/IF‘I
C 3TallaMH IMJIaHUPDOBAHHW A, MOOE/TMPOBaHHUA U HpEOﬁpaBOBaHHH.

[Tomumo 1eseir motTpebuTese, ycayra J0/KHA OTPAXKaTh TAKXKe CTPATETHIO
Y MIOJTMTUKY MOCTaBIMKa YCIYL.
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Puc. 1.5. OcHoBHEIe CBfI3H, BXO/Ibl U BBIXOJbI 3TAlOB >XW3HEHHOTO ILHUK/A
yCJIyTH

Hpe,[l,CTaBIIEHHaﬁ Ha DHC. 1.5 AUdrpaMMa IMOKA3bIBAET, KdK DA3/THYHbIE 3TaIlbl
JKH3HEHHOTO LIMKJ/Ad YCJIYTH 3dBUCAT OT W3MeHeHUH TpEﬁOBaHI/Ii:I 6usHeca.

TpeboBanus d¢opmupyioTcs Ha 3Tane [[naHupoBaHHMs CepBHUCA B paMKax
[Takera ypoBHei#t ycayr Ilaker ypoBHeln ycayr (Service Level Package wm
SLP) - »5To omnpeaeneHHbI ypOBEeHb TI0JIE3HOCTH M TapaHTUU JJis
otgenbHOro nakera ycnyr Kaxaeiit SLP paspabateiBaeTcs ajis peanu3sainjuu
noTpedbHOCTeH OTAeMLHOTO TTPOduIsT OU3HeC-1eITeIbHOCTH.

JToT mpoiecc mnepexogdT B IIpOEKTMpOBaHWE YCAYTH, L€ pelieHwus,
NPUHSTHIE Ha TEPBOM JTare, COOMPAKTC BMECTe W Peau3yloTCsl B BHUJIE
[lpoekTHOW [JOKyMeHTAaluu ycayrd. [IpoekTHas [IOKYMEHTalusi YCIyTu
(Service Design Package unu SDP) - #0oKyMeHTBI, Ompefe/sile BcCe
acrekTel yCJAyrd W TpeboBaHUs K HEeW Ha KaKAOW CTaguu JKHU3HEHHOTO
nukna[l]. @akTuueckd ITO  TIPOEKTHas  [JOKYMEHTal[us, KOTOpas
paspabaTrbiBaeTcs A/ KaKAOH HOBOW YC/IyrM, BBOJA Ba)KHBIX M3MEHEHUM
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HJIK BBIBOJA YC/IYTH M3 3KCIT/IyaTallkuH.

SDP mnepexoguT B 3Tan BHeJPEHHUS, Ha KOTOPOM YyCayra TeCTHPYeTC,
TIPOXOAUT OLIeHKY U Banuanuio. B pesynsrate 0OHOB/IsSIETCS TaK Ha3bIBaeMas
CucreMa yrpaBjeHUs 3HAHUSIMU T10 YC/Iyram, U YCIyra TepexoquT B CTaJUI0
JKCTJTyaTarjuH.

Cucrema ynpapneHuss 3HaHuaMd 10 yoayram  (Service Knowledge
Management System uau SKMS) - Habop uHCTpyMeHTOB W 0a3 JaHHBIX,
KOTOpbI€ UCTONB3YIOTCS [Js CUCTeMaTH3aluu 3HaHWUHW W uHdopmauuu o6
ycnyre. OHa coxpaHsieT, yrpaB/isieT, OOHOB/ISieT W TPeJOCTaB/sieT BCHO
“HpOpMaLMI0, KOTOpasi HeoOXoquMa TMOCTAaBIMKY [/s1 YIIPABIeHUS YCIYTrOu
Ha BCeX 3Tanax >KMU3HeHHOoro quknax[1].

EcTecTBeHHO, Ha MPOTSDKEHHWM BCEr0 JKU3HEHHOTO IMK/Ia yCayra A0J/DKHA
YIYYIIIATECS TI0 MepPe BO3HUKHOBEHUS HEeOOXOAMMOCTH W COOTBETCTBYIOIIMX
BO3MOXKHOCTEH.

[MpencraBnenue ynpaBneHus IT-uH@pacTpykTypel B BHe KOMILJIEKCa
MpPOLIeCCOB TI03BOJIIeT YHU(UIMPOBATh MHOTHE acCleKThl B3aUMOAEiCTBUS
MOCTABLMKOB M 3aKa34MKOB YCIYL [l/1d KaXKZOoro mpouecca OrnpejensitoTcs
ponu, 1enu, 3aja4yd, MeTOAbl U CPeACTBA, a TAaKkKe BXOASAIAS U WUCXOAALIAS
undopmanusa. Takum o0pa3oMm, oCHOBHbIM HasHaueHueM ITILv3 sBasiercs
KaueCTBeHHOe TpejocTaBjeHue U mnopfepxka IT-ycayr B cOOTBeTCTBUM C
notpebHocTam 6u3Heca. [IpyHUMNIUANBHBIM OTIMYHEM TPeTheil BepPCUU OT
BTOPOW CTajl TOAXOA K OMHCAHWUI) TIPUHLIMIOB YOpaBieHUs YCIyram.
[TomumO TpynnupOBKU MPOLIECCOB YIpaB/leHUSl YCAYraMM B OTAe/lbHbIe
nepuofbl KusHeHHoro 1ukna, ITILv3 npeagnaraer roBoputs 06 IT-yciyre B
KOHTEKCTe TPeJOCTaB/IeHUs JOTOJHUTE/ILHON LIeHHOCTU [Ans OusHeca. B
ITILV2 IT-cnyxba npegnarana 6u3Hecy yciyrd Ha Da3e CBOei CyIIecTBYHOIIEH
UH(PaCTPYyKTypEl, CTapasck copMyIHpoBaTL B IOHATHBIX Ou3Hecy
TepMHUHAaX XapakTepucTUKHU KauectBa ycayr ITILv3 mpepanaraet coBepiiieHHO
nHo# nopxop. IT-cnyxkba aHanu3upyeT 1jesid U 3ajaun OM3Heca U, UCXOs U3
3TOTO, TpeJ/araeT YCAyTH, KOTOPbIe AeMCTBUTENBHO HY)XHbI OH3Hecy B
Hactosimee Bpems. [Ipumenenue ITIL He siBnsieTcst o6s3aTenbHBIM, KaK 3TO
TIPOMCXOJUT, HAlIPUMeEP, CO CTaHAAPTaMHU 0e30MacHOCTU WJIU ayIuTa, TEM He
menee, ITIL B mnocnenHee pecATU/seTHe CTajl CTaHAApTOM [Je-(akTo B
obnacrtu ynpaenenus [T-cepBucamu Bo BceM Mupe, BKIOuas Poccuio.
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ITo CTpOEHHUE CTPATErH KdK 3TAll )KU3HEHHOI'O LIUKJ/Ia YCJIYr

[TocTpoenue crpareruu Kak 3Tam >XH3HEHHOTO LIMK/Ia yCAyr: HasHauyeHwue,
OCHOBHbIe TIPUHLMMNBI U pe3ylbTaThl. UMbl NOCTaBUMKOB ycayr lpuHiun
IF4H|I

2.1. HOCTPOEHI/IE CTpaTerMv Kak >5Tall )XU3HEHHOTO LHK/Ia
ycryr

CoBpeMeHHBIe  KPYIIHBIE TMOCTABIMKM  yCAyr  00/1afjal0T  CXOXKUMH
XapaKTepUCTUKAMU ¥ BO3MOXKHOCTSIMH. [JIaBHOW  OTJIMUUTETBHOM
ocobeHHOCThIO JHOOOT0 TIOCTAaBIIMKA VCIAYT SIBASIETCS MPUMEHseMasi UM
crpaterusi. IIpy TIOCTpOEHWUU CTpATerMM TMOCTAaBUMK YCIYT J0J/DKEeH
OPUEHTUPOBATLCS, TIPEXK/E BCEro, Ha 1eJM CBOEr0 MOTeHI[UaJIEHOTO
3aka3uuka. [In1s 3TOro HeoOXOAMMO UeTKO TMOHMMAaTh, KAKyKH) POJIb ChITPaeT
npegocTaesieMast [T-yciyra B 6u3Hece 3aka3urka. bonee Toro, BBUy KpaliHe
beicTporo pa3sutus IT-o61acTu, B HacTosiiee BpeMsi TOCTaBUIMKY YCIYT yKe
HEeJ0CTAaTOYHO MPOCTO OMEepPaTHBHO pearupoBaTh Ha TpeOOBaHUS 3aKa3uuKa,
eMy HY)XKHO 3HaTb 3apaHee, uTO MOTpeOyeTcs 3aKa3uuKy B Oyayiem, To eCTh
npeayragbiBath ero norpebuoctu. Umenno nostomy I[locTpoenue ctpareruu
SIBJIIETCSI OCHOBOITIOJIATAIOLIMM 3TariOM B JKHU3HEHHOM I[UK/Ie YCJIYTH.
Kask/iplii MoCTaBUMK YC/IYT [0/DKEH OCO3HaBaTh, UTO 3aKa3UMKU MOKYIAIOT
He KOHKDeTHbIe TPOJAYKThbl, a CPEeACTBAa YIOBAETBOPEHHUsI CBOMX Ou3Hec-
norpebHOCTeM.

Idnss  ToCcTpoeHHUs1 CTpaTerdv TIOCTAaBIMKY HeoOXOAMMO  YUUTHIBATH
MHO0>KeCTBO (JAKTOPOB, OCHOBHBIE U3 KOTOPHIX:

1. Bcé, uto oxpyxkaer IT-ycayru cio)KHO: 3TO KacaeTcsi He TOJBKO
VWH/UBU/IyaIbHBIX ~ 0COOEHHOCTel  KOHKDPETHBIX YCJIYL, HO H
TPYAHOCTEH, BO3HUKAKUMX B Pe3y/ikTaTe MHOXKeCTBa MEHSIOLMXCA U
He CBsi3aHHBIX Apyr c japyroMm @akrtopoB B IT-obmactu. Ilpu 3tom
c/iefyeT pasnuyaTh KPaTKOCPOUHOE U /I0/ITOCPOYHOE TIJIaHUPOBaHUe,
TaKk KakK TIOBeJeHMe pbiHKa, mnorpebuteneit u camoii IT-obmactu
OT/IMYaeTCss B 3aBUCHUMOCTA OT PACCMAaTPUBAeMOTO TEepHOAA.
[lepeoouepesHO# 3ajaueil siBsisseTCs pa3paboTKa METOHOB, KOTOpbIE
nomorny Obl OpraHu3alysM B IIpollecCe MPUHATHUS pelleHHH Hu
CTpaTeruu JjabHeHIIMX e CTBUHN.
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2. TpE'ﬁOBElHHf[ 3dKd3UHMKa He€ BCerga 4YeTKHe, IMIOHATHbIEe W [JdXKe
KODPeKTHEIe. MHorue M3 HHX TepArTCdA B Iponecce repexoda OT
HPDEKTHOFI JOKYMEHTALIMHU K pedIhu3dllMH YCIYIH. Haubonee BaKHBIM
dCIMTEKTOM CTPpATerH4eCcKoro MbIINUIeHHA ABIAAETCA INIOHHMdHHE TOro,
UTO B UTOIre OJO/DKHO IMOJYUYUTBCAH. TO, YTO IMOJIYy4YdeT 3dKa3UHMK BMECTO
CBOHMX TeXHHYeCKHX TpE6OBaHHﬁ K yCiayre, ABJIAETCA OCHOBOH ee
MJIaHUPOBAHHW . ITonumanue HOTpEﬁHOCTEﬁ H I_IEHEFI 3dKd3UHMKOB
rnpenrojiaraeT He TOJBKO 3HdHHe KOrflda W [I04YeMy I10ABH/IMCh
KOHKDETHBIE HYK/bl, HO U YeTKO€ OCO3HAHHE, KTO ABJIACTCA KOHEUYHBIM
norpebutenem [T-ycnyru.

3. HezaBucumo oT KOHTEKCTd, B KOTODOM paﬁoTaeT MOCTABIIUK, IIPpH
IMOCTPOEHHWH CTpATErHH eMy HEOE]'JGJ,H'I‘IMO YYUTBIBATL HaA/THUHe
KOHKYPeHIHUH. ,[[EDKE rocyodpCTBeHHbIe H, TdK Hd43bIBdeéMEIe,
He3aBHCHMBIE IT—OpFaHI/IBElL[HI/I Y4aCTBYHOT B KDHK_YPEHTHOﬁ 601)569.
,HJ'[H MOCTaBIIMKa YCJIYI KpElﬁHE BaXHO 3HATh, KAKOE€ I10JI0OKeHHe OH
3dHUMAET Ha PBIHKE, U 4UeM eTr0o YCIYIH OT/IHYaK0TCA OT dHAJIOTHYHBIX
YCIyT KOHKYPDEHTOB.

[TnanupoBaHue yCAyru Kak 3Tal ee JKU3HEHHOro IjUK/1a TI03BOMSeT
MOCTaBIMKY pPa300paTeCs B CIeIVIOIIMX BOITPOCAX:

1. Kakue yc/iyru cjieyeT rnpejjiarath?
KOMY C/IeflyeT mpejjaraTb YCJayru?

3. Kakyld BbITOAy (pe3yibraT) OT WCIOAb30BaHUs YCJAYTH T0/ydaT
norpeburenu?

4. Kakyrw0 BbIroAy (pe3yibTaT) OT WCHOMb30BaHUSI YCAYTM TMOIydaT
WHBECTOPHI?

5. Kak pa3BUBAaTh BHYTPEHHHE U BHEIIHWE PLIHKU CObITA?

6. Kak orpe/ie/TMTh KaueCTBO cepBuca?

7. Kak 3aKa3uvMKd TIPUHUMAIOT pellleHHue O BbIOOpe TOCTAaBIMKA YC/IYT B
YC/IOBUSX KOHKYPEHIIUM ?

8. Kak KOHTpPO/IMPOBATh CO3/laHWEe I1I€HHOCTU YCIAYTM B TEePMHUHAX
(GHUHAHCOBOTO yrpaBIeHUs?

9. Kak pacrmpeaenuTb UMEHIMeCs pecypchbl ayisg Haubosee 3(hheKTUBHOTO
JIOCTU>KeHU Sl TIOCTaBJIeHHBIX 11eeii?[6].

[MoTpebuTtenu u3mepstOT pe3ynsTaT Ucnons3oBanusa [T-yciyru vaie Bcero B
TepMUHax SKoHOMUKUA. [nsi IT-opranu3zanuii HeoOXoAMMO MBICIUTE 00

HHBECTULUHWAX B pPa3BUTHE YCIYI TEéMH K€ KATeropusamMH, 4uTo H 6usHec o
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HEOGXD,[[HMOCTI/I HUX BHEJDEHHA.

Nns moboi ycnyru Haubosiee CYIIECTBEHHBIM TPEUMYILECTBOM SBJISETCS
ajleKBaTHas PBIHKY IjeHa. TeM He MeHee, 3aKa3uMukK He Bcerga
PYKOBOJCTBYETCSI 3TUM KpuTepuem mipu Bbeibope yciayru. [lomumo
KOHKYPEHTHOM 11eHbl HeoOX0UMO pa3BUBaTh U YCUIUBATL APYTHe CTOPOHBI
yCIyTH, Harpumep, YBEJIUUUBATh TIPOU3BOAUTENBHOCTh YC/IYTH WM
YIy4ulliaTh ee CTabuIbHOCTD.

Ycnex  cepBUC-MEHeI)KMEHTa  3aBHCUT B TepByH0  ouepeib  OT
B3aMMOMOHUMAHUA MeXJy MOCTaBIMKOM M 3akKa3uumkoMm. WmenHo pns
JIOCTH)KEHHUS yCIiexa B ero MoCTPOeHUH U npeAHa3HadeHbl nyomukaruu [TIL.

2.2. O YHKLWYU U TIPOLIeCChI B )KU3HEHHOM LIUKJIe YCIIYT'U

B nybnukaruu "ITILv3.IlocTpoeHue cTpaTteruu yciayr' OINpee/ieHbl |
IIMPOKO MCIIOB3YIOTCS MOHATUAS (GYHKUWUM W TPOL[ECCOB B >KHU3HEHHOM

LUK/Ie YCIYTH.

®yukuuu (Functions) - uacTu opraHu3aluy, Cheluand3upoOBaHHbIE [17id
TOro, uTOOBI BBIMIOMHATH OMNpeZeseHHble BHU/JbI pabOT W OTBeuaTh 3a
(opmMupoOBaHHEe COOTBETCTBYHOUMX pe3ynsTaToB. @yHKUIMU 00/1aJal0T BCeMH
HeoOXolMMBIMU [I/Isi BBITTOJHEHUsS] PAabOThI BO3MOXKHOCTSIMM U Pecypcami.
BosmoxxHocTu BKmoualoT B cebsi cobcTBeHHBle MeToAbl pabOTEI U
HAKOTUIEHHBIH OnbIT. @yHKUUM 00ecreunBalOT CTPYKTYPUPOBAaHHOCTL U
cTabU/MIBHOCTEL OpraHu3anuum [1].

OYHKIUU OMpeJe/sioT OTBeTCTBEHHOCTh, IpaBa U PONU [JIsl JOCTHUIXKEHUS
MOCTAaBJeHHBIX 1jesied. KoopauHauus GyHKIMHA TMOCPeACTBOM  00mMX
MpOLIECCOB  SIBASIETCS HEOTBEMJIEMOM  4YaCTbi0 TMOCTPOeHus Jiroboii
OpraHu3aliuu.

BaxHOo moOHUMaTh, UTO QYHKIUHU - 3TO He BCerfla OTAe/bHbIE OT/AE/b], TO eCTh
npuHUUN "ofHa MyHKLKS - OIUH OTAen" He siBysieTcst uctTuHou. Tak, B ITILv3
NMossBUMUChL Takue GyHkiuum kKak Technical Management, Applications
Management, To UTO, 10 CYTH, BJISIeTCS TIPOPeCCUOHANTbHONU KOMIeTeHI[Uei
(MH>XeHepbl U AJAMUHUCTPATOPBI), U HE MOXET CAYKWATb Ha3BaHUeM [
oTzena.
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[Mpouecc -  CTPYKTYypUpPOBaHHBIM  HAabOp  BUJAOB  [IeATE/LHOCTH,
CMPOEKTUPOBAHHBIN /15l JOCTHXKeHUS ornpefeneHHoN uen. [Iporjecc moxer
BK/IIOUAaTh B cebs pojid, OTBETCTBEHHOCTb, WHCTPYMEHTapuil U MeTO/bl
KOHTpOJIsl, HeoOxopguMele Ajst popMupoBaHust pe3ynsratoB. [Iponecc moxer
onpefensaTb MOJWTHKWA, CTaHZapThl, PYKOBOACTBA, BHUJbl AeATE/NIBHOCTH U
paboune UHCTPYKI[UH, KOTra 3TO Heobxogumo (puc. 2.1).

OaHHble,
MHhopMmaLUUs B
MKW 3HaHWA
MocTasiLymm [ — - AkTHEHOCTS 1 n po uecc
> AKTHBHOCTE 1
pmls(  Monbaosatenk
-
L # AxTraHocTe 1
I >
KoHTpons cepeuca
Tpurrep

Puc. 2.1. Cxema 6a3oBoOro mnpoiiecca

OCHOBHBIMM  XapakTepUCTHUKaMu J0O0Oro mpoiecca SBAAOTCA — €r0
AKTUBHOCTU, HX II0C/IeJ0BATeNbHOCTb W 3aBUCUMOCTb [JPYr OT Jpyra.
TepMuH "akTUBHOCTH' UMpoko wucnosb3dyetcas B [TIL. AKTUBHOCTH WU
[esTeMbHOCTE - HAabop AefCTBUM, CIIPOEKTUPOBAHHBIN C L@ MOJy4eHust
ompefeneHHOro pe3yisraTa.

[Tpowecce! UMeIOT CieiyloIe XapaKTepPUCTUKK

1. Tlpoueccel u3MepsieMbl, TO €CTb MOXXHO WM3MEPUTb MPOLIECC KaKUM-
mbo moaxomsumMM MeToAoM. MeHeKepbl CTPeMSTCS W3MepPUTh B
MepByld ouepeib CTOMMOCTL W KaueCTBO, a TPaKTUKYHIMe
T10/1b30BATe/H - MPOJ0/DKUTETBHOCTE U MTPOAYKTUBHOCTH ITpoLjecca.

2. Tlpoueccsl caykaT [ J[JOCTUKEHHS KOHKPETHBIX Ppe3ylbTaToB.
[IpuunHa CylleCTBOBAHUS MpoLecca - NMpPejoCTaB/IeHHe KOHKPeTHOro
pe3ynsraTa, KOTOPbId MOXKHO UIeHTUGMUIIUPOBATh U TTOCUUTATE.

3. Tlpoiieccsl uMerOT OTpebuTeNnel - KX/l MPOLecc MpeAoCTaBseT
CBOM pe3ynsraTthl notpedurensm uan uHBectopaMm. OHU MOryT OBITH
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BHYTPH HWJ/IM BHE€ OpraHM34dljMd, HO TIIpOoLecCbl B nobom Cciiydae
AO/IKHBI YAOBJ/I€TBOPATL HX OXKHAdHH M.

4, HDUHGCCLI OTBEUAROT 34 OHpe,ﬂEHEHHLIﬁ pe3yikrdar.

HPOHECCLI AOJ/DKHBI pedlrMpOBaTh Ha OIpeneeHHbIe cobeiTua. IToka

uaetr rIipogecc, OH [OO0JIXKeH OLITL CBsA3aH CO CIielHaJIbHBIM

WHHUIHAJTU3UDYIOIUM TPHUITEPOM.

b

[MousaTus GyHKIMK U TPOLECCa YaCTO MYTAKOT, TIPUHUMAs OfHO 3a ApPYyroe.
Yame Bcero oumbKy BBI3BIBAET MHEHHE, UTO €CIH Pe3ylbkTaT MOJKHO
MOCYUTaTh, TO 3TO Tporecc. Hampumep, cymecTtByer onmbouHOe MHEHUe,
yTO YpaB/ieHWe Harpy3kou seisiercs mnponeccom I[TSM. Bo-mepBbix,
YrpaBneHue HArpy3koil - 3TO OpraHW3allMOHHAs BO3MOXXHOCTh CO CBOUMH
BHYTPEHHUMH TpoljeccaMHd U MeTofaMHu. DYHKIIMA 3TO UM HeT LjeTUKOM
3aBUCHAT OT TIOCTPOEHUSI KOHKPETHOUM opraHu3anuu. 1o ectb oumbouHO
roJjiaraTth, 4TO yIpaBjeHHWe HArpy3koil MokeT ObITh TOMBKO mporeccom. [la,
BO3MOXXHO M3MEPUTL U KOHTPOIMPOBATh HArPy3Ky U ONpeJe/nTh, aleKBaTHa
Y OHa [ TIOCTaBJIEHHBIX 11efied, HO, TeM He MeHee, oumMO0YHO MoJIaraTh,
YTO eC/IU MOXXHO H3MEepUTh, TO 3TO mpouecc. @YHKIUU CTPYKTYPUPYIOT
pecypchl ¥ BO3MOXXHOCTHU A1 npoijeccoB. [Ipoijeccel HampaBasitOT BCE 3TO
Ha JOCTH)XeHUe MOCTABIeHHOU LIeJH.

2.3. @aKTophbl, B/IUAIOLINE Ha LIEHHO CTh YCIYTU

B HeKOTOpBIX Cydasix {eHHOCTh YC/IYTH MOXKHO BBIPA3UTh B 9KOHOMUYECKUX
TePMHHAX, B HEKOTOPLIX - HeT. TeM He MeHee, [jake €CU IKOHOMUUYECKYH
LJeHHOCTh TOCUUTATH HEBO3MO)XHO, MOXXHO OLIeHUTb YCAYTY B LIEJIOM.
LleHHOCTb yC/Iyru OMpefesisieTCs He TOJIbKO YAOBIETBOPEHUEM KOHEUHBIX
enein morpebuteneii. OHa 3aBUCUT TakKe OT TI10/Ib30BATE/IbCKOTO
BOCIIPUSITUS YCIIYTH, KOTOPOE B CBOK Ouepeb 3aBUCUT OT MHOTUX (DaKTOPOB:
oT aTtpubyTOB YC/Iyrd, KOTOpbIe SIBJASHOTCS WHAWKATOpaMu 1[eHHOCTU [7s
3aKa3uMKa, OT MMEKIerocss y 3aKa3uMka OMNbITa MCIOIb30BaHUS
aHAJIOTUUHBIX YCJIYT, OT 3aC/Iyr KOHKYPeHTOB U T.N. Bocmpustue ycmyru
TaKKe 3aBUCUT OT TOr0, KaK 3aKa3uMK BOCIIPUHUMAET ceDs U OT ero no3uiuu
Ha pbIHKe. B3aumozeiicTBHe PacCMOTPEHHBIX MOHSATHHA TPEeACTABIeHO Ha

puc. 2.2,

25



J.A. CKpPHITHHK ITIL. IT Service Management no crasgapram V.3.1

BocnpuATHe Mpaano-Texan

DwnsTp II '

Peaaynsrarsl

KOHTEKCT

ATpMBYTHI

Puc. 2.2. ®opmupoBaHue LJeHHOCTH YCIYTH

[Monmb30BaTeNIM C HEOXOTOM TMOKYIMAKT TOBAap, B IJeHHOCTH KOTOPOTO €eCTb
HeoTpefeneHHOCTb. [103ToOMy ueMm MeHbllle ocA3aeMa LIeHHOCTb YCIyTH, TeM
Oonblllee 3HaueHWe TMPUHUMAKT TIpoljeccsl ee auddepeHHUaUUU U
onpefeneHusi. Bocripuste 1{eHHOCTU YC/IYTM 3aKa3uMKOM 3aBHUCHUT, TIpeX/e
BCero, oT ero okuganuii. OXXuJjaHus B CBOI0 ouepe/ib OTIMPAIOTCS HA OIIBIT,
pexomeHAanuu U Apyrue Gakropel. Ha ompeseneHHOM JTame y 3aka3uukKa
tdopmupyeTcsi HeKast 3TalOHHAsI L[EHHOCTb YCAYTH, OTPakKaroLasi TO, KaKOU
nomKHa ObITh yeiyra. [Ipu 3ToM 3TanoHHas 1IeHHOCTE MOXKeT OBITh HeUeTKOU
U OMUPATBCSI HA MHOXKeCTBO (akTopoB. [Isi MOCTaBIMKA KpaliHe BaXKHBIM
SIBJ/IIeTCS TIOHUMaHue COPMUPOBAHHON 3aKa3UMKOM 3TAjTOHHOUW LIEHHOCTH,
KOTOpOe [OCTUTaeTCss MyTeM TMOCTPOeHUs TIPaBHUJILHOTO JAuanora C
3aKa3uMKOM, aHaaM3a pbIHKA U OnbITa paboTel €  aHAJOTMYHBIMU
3aKa3uMKaMH.

2.4. Tumnsl 110 CTABLIUKOB YCJIYT

HOCTE!BLU;[/IKH yciayr mnmo OTHOLIEHHK K OpraHH3dlilMid MOCYT OBITE Kak
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BHYTpPEHHHUMH, TO €CTb Cl)aKTI‘I‘-IECKH ABJIATBCA YdCTBHO Dp[‘aHHBaL{I/IOHHOﬁ

CTPYKTYpPhI, Tak U BHenHUMU. B ITILv3 BhieneHO TpU TUMa MOCTaBIMKOB
YCIIyT:

1. Tun 1

B ITILv3 umpoko uCMoab3yeTcs MoHsTHe Ou3Hec-equHUI[bI. bBusHec-
equuuiia (business unit umu BU) - cermeHT OM3Heca, KOTOPbIA UMEET CBOM
coOCTBeHHBIE METPHUKH, IIJIaHBI, [J0XOAbI W pacxogel. Kakzgas OusHec-
eAUHUI]a BJaJleeT W YIPaBIseT AaKTUBAMH, KOTOPbI€ WCIOIB3yeT AJis
CO37aHUs TOBAPOB M YCJ/IYT C OTpeJeIeHHOW 1IeHHOCThI. bu3Hec-equHmIa,
M0 CYTH, SIBASETCS HEKOW OpPraHu3allMOHHOW eJUHUI[eM W MOXKeT ObITb
YACTBH KOPIOPALIMK UK JPYroil opraHu3anuu. [IocTaBUMKYA yCIyT MepBoro
tuna (puc. 2.3) 3akpenieHsl 3a OW3HeC-eJUHUI]AMH, KOTOpPbIe OHHU
obcnykuBaroT, 1 GUHAHCUPYIOTCA U3 OromKeTa 3TUX OU3Hec-eauHul]. [Ipu
3TOM OHM HAaXO[ATCS B MPSIMOM MOAUMHEHWH y OM3Heca, a BCe K/IHOUeBbIe
peiwenusi (onpepenenue IlopTdenst yciyr, KpUTepUM OLIEHKA Pe3ynkTaTOB,
00BeM MHBECTUIUH ) MPUHUMAIOT TOM-MeHe/PKepbl OpraHu3alui.

Hopnopauwa

KopnopaTtieHas GuaHec-thyHKLWA

BuaHec-earHKLa 1

BuaHec-eqvH1Ua 2

BuaHec-ennHiUa 3

YnpasneHre Nepcoanos
Q’HHEH = HPDE$ HAS A
AOMHHIACT DD OBAHLE
NMorveTvea
IT

YNpaemeHne NepeoHanom
DUHS HOHPOBZHWE W
ANMMAMUCTRHPOBAN e
NomeThea
T

Ynpasne«ne Napcosanos
DUHAHCHPOBEHWE 1
A MHHWCT PADOD 3148
Nomeriea
IT

Puc. 2.3. TlocTaBumMKM ycayr nepBoro TUma

OCHOBHOM 11€/1bI0 TTOCTABILIMKOB YC/IYT TIEPBOTO THUIIA ABJIsIeTCS obecrieyeHue
(YHKIIMOHA/IBHOUM 11€/IOCTHOCTH M 3ddekTuBHOCTH OM3Hec-eAUHUIIbI, 3a
KOTOPOM OHU 3akperieHbl. Jlpyrumu cioBamu, oHU mipegoctaBnsioT [T
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YCIyru Ans yAOBJIeTBOPEHHs Y3KOTO KpyTad HOTpEﬁHOCTEﬁ 6usHeca. Ycrex
MOCTAaBIIMKOB YCIYI' [AJdHHOTO THIIA He H3MepAeTCd B 3KOHOMHYECKHX
TEPMHHAX, TdK KdK OCHOBHOH nejqpld HUX [OedaTe/lbHOCTH HABJISeTCdA He
nmojgyuyeHuve HPHGBIHH, d npeaocraB/ieHHe HEOGX(],[[I/IM]JIX YCIYyr KOHKPETHBIM
6H3HEC-E,I[I/IHI/IL[EIM.

Y paHHOW Mopmenu ecTh [JOCTOMHCTBA W HeAoCTaTKd. OCHOBHBIM
HEeIOCTaTKOM SIBJIIETCA TO, 4TO, (DAKTUUECKH, Pa3BUTHE MOCTABIIMKA YC/IyT
OTpaHHUYEHO BO3MOXKHBIM pa3BUTHEM OW3HeC-eJMHUI[bI, 3a KOTOPOM OH
3akperuieH. To, UTO peleHusi IPUHUMAeT PYKOBOJCTBO OpPraHU3al[uu, TaKKe
SIBJISIETCSI CBOETO POJIa HEJJ0CTAaTKOM, TaK Kak 3auacTyi0 OHO He pa3bupaetcs B
TeXHUUeCKUX TOHKOCTsSX [T-o6mactu. Tem He MeHee, €CTb W TIJTHOCHI
WCMO/Ib30BaHUsl JAHHOW MOJe/Nd, OCHOBHOW H3 KOTOpbIX - Ou3Hec He
CTaIKMBAETCsI C TTPOOIeMaMu, BO3HUKAIOIMMMUA BO BPEMsT B3aUMO/IEHCTBUS C
BHEIIHUMH TMOCTaBIMKaM¥ yCIyn Takke v MOCTaBIMK YCJIYT MEPBOrO THIIA
He CTAJKMBAETCsl CO CJIOKHOCTSIMH CBOOOAHOrO phiHKAa. B o6miem ciydae,
NMOCTaBUMKA  yoiuyr,  obcmykuBatonme  6Gojlee  OfHOTO — 3aKa3uuKa,
CTaTKMBAKTCS CO MHOTUMH pUCKamu. TecHas B3auMOCBSI3b TOCTaBIMKOB
YCJIYT TIepBOTO THIAa CO CBOMMH 3aKa3uMKaMu MO3BOJISIET UM H36eKaTh 3TUX
DUCKOB, TaK Kak y WX YCIyr Bcerja ectb notpebutenu. B To ke Bpems
BHEIIHWE MOCTaBUMKH ycayr obmagaroT Gosbiein cBobomoit geiicTBui u
pa3BUTHSI, aBTOHOMHOCTBIO ¥ MacCIITabupyeMoCThbiO.

BBugy mepeuncieHHbIX 0COOEHHOCTEHM TOCTaBIMKU YCJIYr MEepBOro THIIA
Oonbiie mopxopar ans 6usHeca, rge IT 1eXUT B OCHOBE KOHKYPEHTHOTO
NMpeuMyliecTea, U, CAef0BaTenbHO, TpebyeT TIIATENIBHOTO KOHTPOS
HEeIoCcpeACTBEeHHO CO CTOPOHBI PYKOBO/CTBA OPraHU3all1H.

2. Tun 2

Takue pgenoBbie dyHkiUM Kak (uHaHCcoOBoe ympaeneHue, IT, ymnpaieHue
MepCoHAIOM U JIOTUCTUKA He BCerzia SIBJSAIOTCS OCHOBOW KOHKYPEHTHOTO
npeumymiectea. OTClOa PYKOBOAMTE/I0 OpPraHU3allud U TOIM-MeHepKepam
He 00s3aTeIbHO KOHTPOJMPOBATh U YIPABJSAThH UMU. BMECTO 3TOro ycayru
TakuX QyHKI[MI 00beJUHAIOTCS B OT/AEIbHYIO CEPBUCHYIO eMHULY - Obumii
noctaBumK ycayr (Service Shared Unit wmm SSU). SSU(puc. 2.4) kak
NOCTAaBUMK ycayr obmagaer Oosbiieii cB00070#, ueM MOCTABIIMKA MEPBOr0
tuna. OH MOXeT CO034aBaTh, Pa3BUBATh M TMOJJEpP)KUBATb BHYTPEHHUM
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PBIHOK CcOBITAa CBOMX YCJIYT aHAJIOTMYHO TOCTABUMKaM, KOTOpble paboTaroT
Ha cBobOogHOM pbiHKe. B TO e Bpemsa SSU MoXXeT HCHO/b30BaTh
BO3MOXKHOCTM KOPIIOpAaljM¥ aHaJ/IOTMYHO TMOCTaBIUKAM I1epBOTO THIMA.
Takum obpaszom, SSU HaxogMTCAd Ha MEpPeCeYeHWH TEepPBOTO0 U TPEThero
THUTIOB.

VHTepecHbIM fB/SIeTCS TO, UYTO TIOCTAaBIMKW YyCIAYyr BTOPOro THIIA
(hakTHuecKu SMYTUPYIOT [IeATeNbHOCTh MOCTABIMKOB M3BHE, HCMOJB3YA MX
paboumne mozpenu, Ou3Hec-TipakTUKU U ctpaTernu. OTCrOAA BBITEKAeT U TO,
YTO BHEUIHUE MOCTABIUKHN YC/IYT CTAHOBATCS UX OCHOBHBIMU KOHKYPEHTaMH.

Kopnopaums
KopnopaTwenas Guanec-toyuma
] ] I
OBWan capBncHER
EviHec-aamHMLa 1 BHaHec-egMHMUE 2 EBxaHec-eOHHALA 3 EaHHHLE
S5U

Yanoseveckne pecypisl

DUHAHTE K
SAMHHETPHPORaHHE

Karanor yonyr |

E _ WHHOPMELMO HHbIE:
TexHononn (IT)

Katamor yemyr |

Karanor ycnyr

NormcTika

Puc. 2.4. Cxema npoBaiiiepa BTOPOro THUIIa

KoneunsiMu mnosb3oBaTensmu  yoiayr SSU  sBasitoTcss  OU3HeC-eJUHUIBI,
WHBECTOPLI U Kopropauus B 1jesoM. [Ipy 5ToM mocCTaBIMKU yC/IyT BTOPOTO
THUIIA MOTYT MpPeAJ0KHUTh Dojiee XOpoUIyHO I1eHY, 4eM BHemHue, Omarogaps
NpeuMyLieCcTBaM HaX0XKJeHus B KOpIiopaLuy, BHYTPEHHUM
JIOTOBOPEHHOCTAM U (MHAHCHPOBAHUIO U3 OIOPKeTa KOpIioparuH.

HOCTHBLLMKH YCIyr BTOpPOTO THIIA, TdKXKeé KdK W IIe€pBOro, IOJAYy4arT
npeumymnecTed OT OTHOCHTE/JBHO 3dKPBITOIO PBIHKA. Ho B TO Xe BpeMia
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HDTpEﬁI/ITEHH YCQIyr CpaBHHBAKOT MX C BHEIIHHMH MOCTABIHIMKAMH. ITnoxue
MOCTAaBIIMKHA YCJIYT BTOPOTO THIIAd PHCKYIOT OLITH 3aMeleHHBIMH BHEIIHHMH
MOCTABIIMKAMH. OJTO 3aCTaBasieT UX PYKOBOACTBO TMPHMEHHATE JIy4IIMe
MPAKTHKH, OCBAMWBATL HOBLIE€ DPBIHOYHbLIE TMPOCTPAHCTBA, Cl)DpM)UII/IpDBElTb
CTpaTeri U pa3BUBATb OT/IHUHUTE/IbHbBIE XdPDAKTEPUCTHKH CBOUX YCIVT.

Turn 3 - BHelIHUe 110 CTaBLIUKU YCIyT

BHemmue nMocTaBUMKA YCIYT HAXOAATCS BHE OPraHU3al[UOHHON CTPYKTYPBI
CBOMX 3aKa3UMKOB, B OT/IMUME OT MPeAbIAYIIMX ABYX TUTIOB. OHU AeUCTBYIOT
Ha OTKPBITOM PBbIHKE M, KaK C/Ie[ICTBUE, CTAJIKUBAIOTCS C PSIOM TPYOHOCTeM
U puckoB. Ec/ii y MOCTaBIIMKOB YC/IyT ME@PBOTO U BTOPOTO THIIA BCELAA eCTh
3aKa3uMK¥, TO  T[OCTaBUMKA  TPeThero  TUMA  JO/DKHBI  OBITh
KOHKYPEHTOCIOCOOHBIMU U TIOCTOSIHHO TPUB/I€KaThb KIUEHTOB. OTH
TPYJHOCTU KOMIT€HCUPYIOTCSI THOKOCTBIO, MacirabupyeMoCTsi0 U CBOOOI0M
B JeHCTBUSX U PEILeHUSIX.

[TocTaBupmku ycayr TpeThero Tumna o067a7awT OOMBIIMM TPAKTHYECKUM
OTMBITOM BBUY 00CTY)KUBAHUS Pa3/TMUHBIX 3aKa3UUKOB U 00s1acTell pbIHKa, B
TO BpeMsl KaK OTIbIT MOCTABLMKOB YC/IYT TEPBOr0 U BTOPOTO THIA OTPAHUYEH
Kopriopaiuei i y3koil obmacteio peiHka. s IT obnactu kpaliHe BaXKHO,
uTOOBI TIOCTABIMK YCAYT UM OMbIT npefocraBienus [T-ycayru, mostomy
3TOT KPUTEPU [JIT MHOTUX SIBJISIETCS] KJIFOUEBBIM TMPU BbIOOpe MOCTABIIMKA

YCTIyT.

MotuBanuet a5 BpiOOpa MOCTABIMKOB YCIYT TPETHErO TUIIA TAKKe MOXKET
CYyKUTh He0oBXoAWMOCThb [OCTyNa K OMbITY, 3HAaHUAM, pecypcam W Oosee
IIMPOKUM BO3MOXXHOCTSIM B TijIaHe Macmrabupyemoctu ycinyru. Kpome Toro,
O6u3Hec Bcerma CTPeMHMTCS K CHMJKEHHMIO 3aTpaT, a BHEIIHHEe IOCTaBILUKH
MOTYT TIPEIOKUTh KOHKYPEHTOCNOCOOHBIE@ I[€HbI 3a CUeT CHUXKEeHUS
u3gepkek u OwpICTpOro pearupoBaHusi Ha crpoc. [loatomy wacTo
OpraHu3aliiy ropasfio BeirogHee 06paTUTHCSA K BHEIIHEMY MOCTaBIIMKY, YeM
B/aJeTb U yIpaBisITh BCEMH AaKTUBAMH, KOTOPble HYKHBI  JJid
CaMOCTOSITe/IbHON peanu3aliiy yCIyri.

C HEKOTOPBIM JOMYIIEHUEM MOXKHO CKa3aThb, UYTO MPOBAii/Iepbl TPEThEro TUIIa
HaXO[ATCS IO YIIpaBaeHueM o01jell CepBUCHONU MOAend. TO BHIPAXKAETCS B
TOM, UTO MX pPecypcbl U BO3MOKHOCTH pacrnpefeneHbl Cpeiu KIUEeHTOB,
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HEKOTOpPbIe M3 KOTOPBIX SBJIAIOTCS MX )K€ KOHKypeHTamu. CrenoBaTesbHO,
KOHKYPEHTBI TOJIy4alT AOCTYI K II@€HHOCTSM /pYyTr [pyra, YMEeHbIlas Tem
CaMbIM MX 3HaUMMOCTE. [Ipu 3TOM 0cobyro posb puobperaeT obecrieueHue
be3omacHocTu. be3omacHOCTh Bcerjga sIBJSETCS Ba)KHBIM acCleKTOM, KOrza
neno kacaercs IT-ycnyr. Ho korma OKpyKeHue sBAseTCS O0OUmMM st
KOHKYDPEHTOB, OHa MIPUHUMaeT 0Co0yi0 3HaYMMOCTh[6].

Kepnopauws

Kopnopatueran Buasec-chyHxLua

Burasec-equnnua 1 Buavec-eqummua 2 Branec-eamimua 3

Karanor yonyr =
Mo TamEAE yenyw 2 »
Karanor yenyr
Moz rasugm yenyr 3

Kamanor yonyr

BHaw -
NECTABWMKN YCIYT

MocTasugax yenyr 1

TGS TARYAE ynyT 4

" KaTanar wonmer

Puc. 2.5. TlocTaBuMKM ycayr TpeTbero Tuma

Y KaXJ0ro moCTaBIMKa YCAYT eCTh [JOCTOMHCTBA U HeAOCTaTKu. Bribop
TUMA TOCTaBIMKAa  3aKa3uMKOM  3aBUCHUT OT MHOTUX  (DAKTOpPOB:
OTMepalMOHHBIX U3/epXKeK, 0COOeHHOCTell UHAYCTPUU, er0 KOMIIETeHLIUU U
puckoB. O6eMM CTOpPOHAM TMO0JIe3HO MOHUMATh TPOLECC BO3HUKHOBEHUS
OMepalMOHHBIX W3/IePXKEK: 3aKa3uuKy - uTo0bl BbIOpaTh TMOCTAaBIIMKA,
MOCTABIMKY - UTOObI MOHATH, Kak BblOMpaeT 3aka3uuk. OmepaluoHHBIE
pacxofpl - 3TO BCe pacxXoAbl, KOTOpble MoHeceT Ous3Hec OT paboTel C
nocTaBuMKoM ycayr. [ToMumMo cOOGCTBEHHO CTOMMOCTH CaMHMX YC/IVL, 3TO
pacxopl Ha TOMCK M BbIOOp KBAMU(UIMPOBAHHOTO TMOCTABIIMKA YCIIVT,
onpefeneHue TpeboBaHUM K mOpTdeN0 YC/Iyr, MpPOBeAeHUe MeperoBOpoB,
u3MepeHue  TPOU3BOAUTENBHOCTH, pa3pelieHue CIOpPOB, BHECEHUe
WU3MEHeHUU U YIyUIIeHU .
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TO, AOBEPHUT 3dKd34UHMK OIIpefe/leHHYH [Oe/1OBYHD dKTHUBHOCTbH BHEIIHHM
MOoCTaBIIMKaM HWJ/IM BHYTPEHHHM, 3dBHCHT OT OTBe€Td Ha CIeyrolaue
BOITPOCHI:

TpeOyeT /i1 genoBasi akTHBHOCTE Crie{uUUeCcKuX aKTUBOB?

Kak uacTo ucrnonb3yeTcs fesioBasi akTUBHOCTh B Ou3Hec-1jukiie?
Hacko/bKO C/10)KHA JenoBasi akTHBHOCTB?

C/0XKHO 1 OTIPefleTUTh BEICOKUI YPOBEHb MPOU3BOAUTETbHOCTH ?
C/10>KHO /TU U3MEpPUTh YPOBEHB MTPOU3BOAUTEIBHOCTH?

dOhRwWwN e

Hackonbko TeCHO OHa CBs3aHa C APYTMMH aKTMBHOCTAMM WU aKTMBaMU
busHeca? Ee orgeneHue BBI30BET MHOr0 ImpoO/ieM W yBeTUUUT
CJI0XKHOCTE OM3HeC-TIpo1eccoB?

B 3aBHCMMOCTM OT OTBETOB Ha 3TH BOMPOCHI 3aKAa3UMKWA BHIOMPAIOT THUII
NoCTaBIMKa yciayr Tak, Hampumep, ec/id aKTUBHOCTb MCIOMb3YeTCsS PeKo
WM BOBCE B eAMHUUHOM C/lyyae, TO JIydlle OTJaThb €€ BHEIIHEeMYy
MOCTaBIMKY ycayr. Eciu OHa TpocTas, pPyTHHHash U He WM3MEHSIeTC BO
BPEMEHHU, TO eCcTh CTabuibHa, - TaKKe BHELIHEMY MMOCTAaBIMKY yciyr. B
C/lyyae ecjii MPOU3BOAUTENBHOCTb [IeIOBOM aKTHBHOCTU TPYIHO W3MEPUTH,
OLIHUTh M TIPOKOHTPOJIUPOBATHL - JIydllle OTAAaTb €€ BHYTPEHHUM
MOCTAaBIMKaM ycayr (MepBblii ¥ BTOPOM Tum). ECAM aKTUBHOCTH TeCHO
CBsi3aHa ¢ OM3HEeCOM, a ee OT/e/leHHe TIPUBEJET K C/I0KHOCTSIM U BBI3OBET
MHOro npobseM - Jyuile OCTABUTbL €€ BHYTPpU opraHuzauuu. Crempyert
3aMeTUTh, UTO OTBEThI Ha MPe/CTABJICHHbBIE BhIIIE BOMPOCHI MOTYT MEHSTLCS
C TeueHHWeM BPEMEHU, M3MEHEHUEeM OOCTOSTeNbCTB, TOSBIEHUEM HOBBIX
TeXHOJIOTUI uu TpeOoBaHUM.

2.5. ®yHramMeHTabHbIE 0 CHOBbI TJIAHUPOBaHUS

"B cTpaTeruu BCE /IeTKO, HO 3TO HE 3HAUWT, UTO BCE MpoCTo".

JTrogu, OTBETCTBEHHBIE 3@ MPUHSATHE PEeLIeHUH, 3a4acTyi0 PYKOBOJCTBYIHOTCS
YMO3PUTENbHBIMM MOJENsIMA W BepAT B TO, YTO OHU MNPUBEAYT HUX K
JKenaeMbIM pe3ynsratam. [Ipo6ieMbl BO3HUKAKOT TOT/QA, KOTA HeTlPaBUIBHYIO
MOJieSib TIBITAIOTCS MCIIOMb30BaTh /Ui pellleHHsl MPaKTU4eckol 3ajlaud, He
MOHUMasi MPU 3TOM 0CODeHHOCTel cucTembl UM npouecca. be3 3HaHud
TEOPUH U OCHOBOIIOJIATAIOIIMX MPUHIIUIIOB PabOThI, HEBO3MOXKHO TIOHSTb,
moyemMy Kaszajiocb Obl HJeanbHOe pellleHHe He TOAOUUI0 [Jisi pelleHus
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KOHKPEeTHOUW mpob/ieMbl.

Pa3paboTka cTpaTeruu ycjiyrv B mepByl0 ouepeb HarlpaBjieHa Ha ylydllieHHe
LJeHHOCTH 3TO# ycayru. Kak yke oTMeuanoch BbIllle, UMEHHO CTpaTerus
ompejenseT YHUKAABHOCTH TIOCTaBUMKA ycayr. OHa HyKHa He TOJBKO
BHEIIHUM IMOCTABUMKAM YCJYI, KOTOpBIE, 1O CYTH, SBJSHOTCA OTJAETbHBIM
KOMMEepUYeCKMMH opraHu3auusiMd. Utobel OBITE HY)KHBIMM BHYTPU CBOEMH
KOpPMOpaluy, BHYTPEHHHE TOCTaBUMKU YCIYT TakkKe HYKAAITCA B
MO3UI[UOHUPOBAHUM U NTOCTPOEHUM YeTKUX MIaHOB.

3aka3uMKu TOCTOSHHO MbITAIOTCS YIYYLIMTbL MOJeNd U CTpPaTeruu CBOEro
6u3zneca. OHM WIIYT pelIeHUs, KOTOpPbIe CMOTYT TMpPeAOCTaBUTL Oosee
BBICOKYIO TTPOU3BOAUTENBHOCTE U I(MGEKTUBHOCTb, HO XOTAT IPHU ITOM,
yTOOBI  3aTpaThl yYBeIWUUBANMCh HE3HAUWTE/JbHO WA BOBCE He
yBeJMUMBaIUCh.  TakMMU  peLIeHMsMM  4allle  BCero  sBJSIOTCA
WHHOBALIMOHHBIE TTPOAYKThI MU YCIIYTH.

[Mo3uuus mocTraBumMKa yoiyr B OM3Hece 3aKa3uMka U €ro OLleHKa MOTyT
MEHSTHCSI CO BpEMEHeM B 3aBUCHUMOCTH OT MHOTHX 00CTOSITE/IbCTB, YCIOBUM
U (axkropoB, He TIOJBMACTHBIX KOHTPOJK  TIOCTaBIIMKA  YCIYL
Crparternueckuii B3I Ha TMPOLECC VIIpaBieHUsi ycayramu Tpebyer
aKKypaTHOTO MOAX0/a K B3aUMOOTHOIIEHUSIM C 3aKa3UMKOM.

[lepBoe, uTO JO/MDKEH YUUTHIBATH TMOCTABIMK YCIAyr mpu pa3paboTke
CTpaTeruu - y Hero eCTb KOHKYPeHTHI. [la)ke ec/ii 1jeHHOCTE YC/IYTH, KOTOPYEO
OH Mpej0CTaB/seT, TPYJHO U3MEPUTh WU OLeHUThb, OHA BCE PAaBHO A0J/DKHA
OBITH JTyyllle IPYTUX aETePHATUB [IJIs1 3aKa3YMKa.

Btopoe - HeobOxoaMMO UeTKO OTpefie/IuThb [[eHHOCTh MPeJOCTaB/ISeMbIX YCIIYT.
llenHoCTh, MO CyTH, U €CThb TO, YTO Je/aeT MOCTABLUMKA YHUKAJAbHBIM [
3aka3uuka. OHa MoXeT ObITb MaTepUanbHOU (yBenuuyeHUe MPUOBIIM HH
YMeHBIIeHHe 3aTPaT) U COL{HanbHOU (CriaceHue KU3Hel uau cOop HaIoroR).

TpeTne - Kor/ja MeHe/Kephbl TOBOPSAT O pa3paboTke CTpaTeruu, To yaille BCETo
MoApa3syMeBaKT [JIMHHBIA TPOMEXYTOK BPEMEHHU, B TeueHHe KOTOPOro
opraHu3anus TmepelleT M3 OJHOTO COCTOsIHUS B gApyroe. B ob6nactu
ynpasnenus [T-ycnyramu BCcé HEMHOTO TIO- JPYTOMY.

[lepas mpobiemMa COCTOMT B TOM, YTO YCIOBUA OKPYKeHHS OBICTPO
MeHsitoTcsa. Temn u3MeHeHusi OM3Heca yObICTPSIETCS, BHE 3aBUCHMOCTH OT
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pasmMepa OpraHH3dllHd H obmactu ee AesaTe/IbHOCTH. O,I[HI/I BO3MOXHOCTH
MOABJIAKOTCH, APYTHe UCUe3al0T. MHp He JKIEeT, IMOKAd KTO-TO BBITIOJIHUT CBOH
In1dHel M TO, UTO ObLIO X0pomio ceroiHsd, 3dBTpd MOXET OKd34dThCA
abconoTHO HEeMpHurogHbIM. HOBTOMY IpH MOCTPOEHHUH CTpaTeruu
MOCTAaBIIMKY  YCIyT KpEli:lHE BaKHO COXPaHATH I'TI6KDCTB, Pa3BHBATb
HHHOBALJHOHHBIE DeIeHruAa H 6BICTpO pearipoBaTb Had HW3MEHAKIIHUeCH
YCIIOBHAL.

Bropas npobnema 3akirouaeTcsi B OnpefiesieHUH LEHHOCTH YOIyrM. B TO
BpeMsl KaK CTpaTerus, 1o CyTH, CJI0)KHA, IPUHLIMILI, Jie)Kallie B ee OCHOBE,
npoctbl. PakTHUeCKU, eCTh TOJBKO ABa MYTH, C MOMOLIBIO KOTOPBIX OfWUH
MOCTAaBLUMK YCJAYT MOXeT CTaTh JIydyllle APYroro - 3acTaBUTh 3aKa3uuka
naaTuTh Oonbllle 3a YCJIYTM WA CHU3WTh MX CTOMMOCTb. OTCiofa [Ba
BOMpOCa - YeM MOTUBUDPOBATh 3aKa3uuKa IJIATUTH OOJbIe WIM  Kak
WCMOMB30BaTh MeHblle pPecypcoB W TeM CaMbIM CHM3UTh 3aTpaThl?
[TocTaBUMK MOXET CO3/aTh LIEHHOCTb yCiayrd Oarofiaps OT/IMUMTENbHBIM
XapaKTepUCTUKaM, HO MOXKeT ObITh He CITOCOOHBIM TPU 3TOM COXPaHUTBh UX
VHUKA/JIbHOCTh C TeYeHHWeM BpemeHU. bomnee Toro, ycnoBus omnpepeneHus
eHHOCTU MeHsTCA. [IpuBegem nipumep u3 kHuru "TTILv3.Service Strategy".
[TocTaBumKu ycayr mnepeBOASAT CBOe TPOM3BOACTBO B Jpyrue CTPaHbI,
Hafnpumep, C MeHbUIMMHM Hanoramu. [lepBble, KTO BOCHOIBL30BanCa
nofo0OHOM CxemMoii, TTOYUUIH TTPeUMYILECTBO Tepesi CBOMMU KOHKYPEHTaMHu,
TaK Kak 3a CUeT CHWKeHWMA U3JEepP)KeK CHU3WU/IMU L|eHy Ha NpeAoCTaB/sgeMble
ycnyru. Ho korma Gosibliioe KOMMUYeCcTBO TOCTAaBUMKOB YCIYyT CcTano paborartb
M0 TakoW CXeMe, YC/IYrH TIOAEIeBeM Yy BceX. OTO T0OpajoBaio
notpebuTesield, HO MIOX0 CKa3a/J0Ch HA MOCTABIIMKAX YCIYT - OTJIMUUTeIbHAs
ocobeHHOCTh ucue3na. To ecTs 1eHHOCTb OBlIa CO3[JaHA, HO TOCTABILMKH
YC/IyT He CMOIVIM ee COXPaHHUTh.

HocTxeHne KOHKYPEHTHOTO TIPEUMYIeCTBa MMOYTH BO BCEX Cydasix
Dasupyercs Ha OamaHce, peryidpoBaHMU W OOHOB/IEHWH Tpex 0a30BBIX
COCTaBJIsIOUMX: (POKYC ¥ MO3UI[USI Ha PhIHKE, OTJINUUTeIbHbIE BO3MOXKHOCTH,
aHATOMHS MPOU3BOAUTENBHOCTH (pUc. 2.6).
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DOoKYC W NO3ULKMA
Ha pblHKe

AHaToOMKA OTnuyuTEeneHble
NPOW3BOANTENBHOCTM BO3MOMHOCTH

Puc. 2.6. locTukeHHe KOHKYPEHTHOTO MPEeUMYILeCTBa

dokyc ¥ TmTO3ULMS Ha pBIHKE - TpeAcTaBiseT coboil ocBeleHUe
MOCTABIIMKOM YCJ/IyT CBOEM MO3UIMU HA phIHKe. PBIHOK cObITa onpejensiercs
pe3yl1bTaTaMu, KOTOpble MOTPebUTeNd XOTAT MOAYYUTb C TMOMOIILI) OfHOM
WU HeCKOJIbKMX YCIYL B 3Ty KaTeropuio BXOAUT MOCTPOEHUE U YIIPaB/IeHUE
[Moptdenem ycnyr, BeIOOp onTUManbHOTO Maciraba, UAeHTUDUKALHSA U
BKJIIOUEHHE B CTPATeTHI0 aJbTePHATUBHBIX PLIHKOB  COBITA/HOBBIX
3aKa3UMKOB.

ﬂﬂﬂ MOCTABIIIMKOB  yCJIYyTI' BCeX THUIIOB KpaﬁHe BAXXHBIM  ABJ/IAETCHA
oripefe/ieHHe PbIHKA CﬁbITa, IMOHHUMdHHE €ero JHHAMHWEKH H ]_]EHEﬁ CBOEro
KOHeYHOTO0 HOTpEﬁHTEHﬂ. HOCTBBLU;HKEIM mepeoro M BTOPOro THIIOB 3TOT

dCITeKT MOCTPOeHKUA CTPATEriHd AaeTCsd ropasjo mpoije, TdK KdKk OHHU 3dpaHee
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3HAKOT CBOEro HOTp96HTEHﬂ H PBIHOK CGBITEI, 6J’]E1I'O,H|Elpﬂ HeMy HM3HaddJIbHO
HMENOT MMperuMylieCcTBa.

OTnuuuTenbHbIe BO3MOXKHOCTH - OCBeILjeHMEe TIPOLIeCCOB CO3JaHUS U
UCIOJIb30BaHUs Habopa BO3MOXKHOCTEH, YHUKANbHBIX U HEMTOBTOPHUMBIX /IS
JaHHOTO TocTaBIMKa. [locpeICTBOM 3THUX BO3MOXKHOCTEH MOCTaBIIMK YCJIyT
NpejoCTaB/seT 3aKa3uuKy LeHHOCTb. JTa 4acTb IMOCTPOEHUS CTpaTeruu
OoTpa)kaeT B3aMMO/JeHCTBHE PecypCcoB, BO3MOKHOCTeH U TMpolecca Co3aaHust
neHHoctTu. UYem Oonblle y MOCTABIMKA  YCIAYT  OTAMYUTETBHBIX
BO3MOJKHOCTel, TeM Go/ee BBICOK IIAHC, UTO 3aKa34MK 00paTUTCA UMEHHO K
Hemy. OTAuuMTeNbHbIE BO3MOXHOCTH JleKaT B OCHOBe KOHKYPEHTHOTO
NperMyLeCcTBa.

HOCTEIBLI.MKH yCcinyr JO0JIXKHBI YeTKO IMOHHUMATB, KdKH e HMEHHO
OT/IMYHUTENbHLIe BO3MOMKHOCTH BHOCAT OOJbIMA BKIa4 B TIIponecc
AOCTHXXEHHA 3dKA3UWKOM KejldeMbIX pPe3ylbTdTOB. bonee TOTO, OH [JOOJDKEH
Pa3BUBATL 3TH OT/IMUMTE/IbHBIE BO3MOXHOCTH W C/IeJUTH 3d TEM, yTOOBI OHHM
01T HaIMAAHBI 1 OUEBHUAHLI NI 3dKd3UHM Ka.

AHaTOMHUS TPOU3BOAUTENBRHOCTH - OCBelleHWe T[polecca Co3JaHus
OpPraHU3aliMOHHBIX U TOBEJIeHUeCKUX 0COOeHHOCTeH, C TOMOIILI0 KOTOPBIX
MOCTAaBIMK YyCIyT ABUraeTCsi K HAMEUeHHOW LeMd B YCJIOBUSAX
KOHKypeHUHHU[6]. AHaTOMUS TIDOM3BOAUTENBEHOCTU COAEPKUT B cebe
YCTOSIBIIMECS] B MMPE OpPraHW3allMOHHBIE B3MIAAbI, KOTOPBIE PYKOBOJCTBO
KOHKPETHOU OpraHM3aljMi MOXXeT TNPUMEHHMTh Ha TpakTtuke. Hampuwmep,
"YCJIyTU  SBJISKOTCH  CTPaTerMUeCKUMH aKTWBaMu' WM " HelpephiBHOE
yaydileHue W OOHOB/IEHWE YC/IYyT SB/SETCS PpeajbHOM U TOCTOSSHHOU

HeoOXoAMMOCTBIO",

2.6. Yetsipe "IT" ITocTpoeHus cTtpareruu

B xnure "ITILv3.Service Strategy" omucbiBaeTCsi UeThipe TOUKM BXofa [/id
MOCTPOEHUs CTpaTeruu, Tak Ha3biBaemble Four Ps of Strategy - Perspective
(ITepcnexktuBa), Positions (I[To3uruu), Plans (ITnausi) u Patterns (ITpuHIjuIIB).
VimeHHO OHU ompefensitoT GOpPMY, KOTOPYIO MPUHUMAET B UTOTe CTpaTerus

(puc. 2.7).
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Moanumum

MepcnekTuea

CrtpaTteruns

MnaHbI

MprHymnb

Puc. 2.7. Yetsipe "T1" cTpaTeruun

[lepcriekTiBa omipefienisieT HaripaB/ieHWe Pa3BUTHUS TOCTABIMKA YCIYT, €ro
LleHHOCTH U obuyio neab. CTpaternueckas MepcrnekTuBa GOPMHPYeT
¢unocoduio B3aMMOAENCTBUSI C 3aKa3UMKOM M METOAbl TPeJOCTaB/IeHUS
ycnyr. Hampumep, MOCTaBUMK YC/Iyr BTOPOTO THMA [Jisi MEXAYHApOAHOM
OPU/IMUECKOH KOMITaHMM MOXKeT ChOPMHUPOBATH ee Ciaefyloumm obpa3om
"Msbi  Oygem JyumiMM [pOBaiiiepoM B CBOeM Kjaacce [ijisi  Haiei
IOPUZIUUECKOUN DUPMBI',

[MocTaBimKy ycnyr TpeTtbero tuma 6osbite mogouger "®oKycupyics Ha
Nojb30BaTeNne, a BCe OCTajibHOe MPUAOKUTCH" unu "Hama nens ynmydumTb
)KM3HB monb3oBareneit”. [lepcriekTuBa B OTIMYME OT MJIAHOB WJIH TO3ULUU
AB/isseTCs D0Jlee MOCTOSTHHON U YCTOMUYUBOM K ITepeMeHaM.

B xuure 'ITILv3.Service Strategy' mNpPUBOAUTCS TIPUMEP WHAYCTPUH
mBeiapckux yacoB. B Hauane 1970-X romoB cTanyd MCIO/b30BAaTh KBApI] B
KauecTBe KonebaTenbHON CHCTEMBI uYacoB. OTO TIO3BOJIUJIO VAELIeBUTHb
MPOU3BOACTBO B [1€CATKUA pa3, COXPAHUB KauyeCTBO HA [JOCTOWHOM YpPOBHe.
Tem He MeHee, IBelllapCKAe TIPOM3BOAUTENM  MOCUATANIHU, UTO
UCTOMb30BaHUE 95TON TeXHOJIOTUM WJeT Bpa3pe3 ¢ MNpodecCHOHANLHBIM

MdCTepCTBOM MPOM3BOACTBA YdCOB. AnonHckue IpoOU3BOAUTE/NH, HAIIDOTHUB,
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CTa/ITl dKTUBHO HCITIOJL30BAdTh KBAPIL] U BBITECHATH LT_[BEI\:IL[EipCK[/IE yacel. Tak
Ob110 A0 TeX Iop, IOKd LT.[BEFIL[&DCKHE MpOMU3BOOWUTE/H HE MU3MEHU/IM CBOHD
MdPDKETUHTOBYHO KdMIIdHHH, rnmepeopueHTHPOBABIIM Cb Ha boraTeix
KIMEeHTOB, TdK Ha3bIBaEMbIﬁ, ]UXLI]'y - CErMEHT PbIHKA. B HaCTOsALlee BpeMda
LT_[BEi/‘IL[apCKHE HdCbl ABJAKOTCA CBOEro poga OGPEBL[OM KauyeCcTBa, CTH/IA H
CBHUAETe/JBCTBOM JOCTAaTKa CBOETO Oﬁf[a,}]'aTEHf[.

[Tosunus. [To3uyuoHupoBaHue mnpejronaraeT HaxoXKAeHWe OTBETOB Ha pAaf
BOIMPOCOB, HAaNIpUMep:

CnepyeT NOBBIIATE L{eHHOCTh YC/IYT UKW CHUXKATh 3aTpaThi?

CnepyeT mpejoCTaBiATh CHeLMaAW3UpPOBaHHbIe YCAYTU MJAW  YCIIYTH
IIIMPOKOTO Ha3HayeHus?

CrnepnyeT aesiath yIop Ha TapaHTHIO KayeCcTBa UK M0Je3HOCTh?

[poeaiigep mepBoro TUma MOXKeT CTPOUTH MO3ULIMIO TIOJ JIO3YHTOM ''3Hal0,
UTO MMPOM3BOAUTE" WK "UyBCTBYIO moTpebuTens'. [To3uinoHUpoOBaHKe Yalle
BCEro OCHOBBIBAGTCS Ha TEKYLMX MOTpeOHOCTSAX OU3Heca W BhIpaXKaeTcs B
TOM, 4YeM 3TOT MOCTABUMK YC/IYyT OTIMYAeTCs OT JPYTHUX C TOYKH 3peHus
notpebuTens. BeigenstoT Tpu Tuna Hanbosiee pacpoCcTpaHeHHBIX MO3UIUN:

® MO3UI[MOHWPOBAHWE Ha OCHOBe Buja ycnyr (variety-based positioning)
TipeAronaraeT, YTO MMOCTABIIMK CIIeI[UATU3UPYeTCs Ha OTNpeeieHHOM
BH/e moTpeOHOCTel 3aKka3unkoB (puc. 2.8).
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CerMeHTLl 3arasqvKos

MoTpebHOCTH 3aKa3YHKOB
e

Puc. 2.8. TlosuuuoHUpoOBaHWe HA OCHOBE BUJA YCIAYT

OTOT MoAX0[, Mofpa3ymMeBaeT Cy)KeHHe CIeKTpa yC/IyT, HO yBeJlnueHue
UX BO3MOXKHOCTeM C 1[e/bl0 MAaKCUMAjbHOTO YIOBJIETBOPEHUSs
KOHKDETHOTO  BuZa  norpebHOCTeN. Pa3ButHe  BO3MOXXHO
MPEeUMMYIIECTBEHHO 3a CUeT HOBBIX BO3MOJXKHOCTEH YCTAHOBJIEHHOTO
KaTajora yCJAyL, a He 3a CYeT BBeJEHUS HOBbIX yciyr. To ecTs
MOCTaBUMK YCJAYr MOXeT cHauana ofcnyxkuBaTh ofHy Ou3Hec-
eIUHUI]Y, TOTOM HECKOJTbKO OM3HeC-eJUHUI] B PAMKAX KOMIIAaHUU WUJIN
HECKOJIbKO KOMIaHUM B PaMKaX PeroHa.

® [O3UI[MOHUPOBAaHME Ha OCHOBe mnoTtpedbHocTelr  (needs-based
positioning) mnpejnosaraer, 4TO TOCTaBIMK YyCJAYyr  CTapaeTcs
YOOBNETBOPUTb BCe WM TIOYTH Bce TMOTPeOHOCTM 3aKa3uuKa

ornpejeneHHoro tuna (puc. 2.9).
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CerMeHTLl 3arasqvKos

MoTpebHOCTH 3aKa3YHKOB
R

Puc. 2.9. [Mo3uuoHUpoBaHUEe Ha OCHOBE MOTpeOHOCTeMl

OTto TpebyeT pacumpeHus KaTajora yCAyl, TaK KaK MOCTaBILMKY
HeoOXOAMMO YOBIETBOPUTHL NMOTPeOHOCTH pasHoro Buja. Paseutue
BO3MOJXXKHO TIPEUMYVILECTBEHHO 3a CYeT TMOSIBJIeHUsS HOBBIX YC/IyT B
KaTasore.

® MO3ULMOHUPOBAaHHWE Ha OCHOBe gocrtymna (access-based positioning)
npejrioiaraeT, 4YTo MOCTaBLUMKU YCIYT Je1al0T CBOeH OTIMUUTEeTbHON
0CODEHHOCTBH) TOTOBHOCTh TMPEJOCTAB/ATL YC/AYTH C  YUETOM
MeCTOPacnoa0KeHus, Maciraba u CTPYKTyphI 3akasuuka (puc. 2.10).
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Pacnonoxexme, MacwTab w CTpyKTypa

MoTpebHoCTH 3aKAIHMKOR

Puc. 2.10. TMo3uijoHUpoBaHue Ha OCHOBE AOCTyMa

3aKa3uuKU OT/AMYAKOTCA pa3MepoM, CTPYKTYpOM W TpaHullaMu paboThI.
COTpyJHUKA HEKOTOPBIX KOpPIOpaljiii MOOU/IBHBI, HO, TEM HE MEHee, XOTST
MOJIyYUTh JIOCTYI KO BCeM KOMMyHHKanusMm. COTPYIHHUKA [PYTUX
opraHu3aiuii paboTarOT CTal[MOHADHO, HO B YIAJEHHBIX YrOJKax MIaHETHI.
NauHbli  BUJ  MO3WI[MOHUPOBAHMS  TIPEANOJAraeT  yIOBJIeTBOPEHUE
notpebHocTe OW3Heca € yueToM BcexX 0COOEHHOCTeH, KOTOpble €ero
COMpOBOXK/IAT. ECTeCTBEHHOW B [IAHHOM (C/iydae sIBJISI€TCSl  y3Kast
cnennanu3anus. CrTparerdsi faHHOW Qopmbl Haubosiee omacHa, Tak Kak
OueHb yA3BUMa: HEOXKUJaHHOE W3MeHeHue B Ou3Hece UM CerMeHTe PhIHKA
MOJKET TMPUBECTH K PE3KOMY CHH)KEHWIO CIpocCa W, KaK CJIefICTBUE, Kpaxy
MOCTaBLIMKA YCIYL.

[Tnan onuceIBaeT MocCae0BaTeILHOCTb PEIleHUN U JIeCTBUH J/1s Tepexoja
OT TOro, UTO €CTb K TOMY, uTO JAO/KHO ObITh. [lnaH mpepocTaBisieT
MOC/Iel0BATeILHOCTL [eHCTBUN, KOTOphbIe HeoOXOAMMO OCYLIeCTBUThL AJif
JOCTH)KEHUS CTpPAaTernyeckux Lenei. [IpenmyiecTBeHHO pacCMaTpUBAaKOTCS
BOIPOCHI, CBs3aHHBIE C OKOPKeTOM, MoOpTdeneM yCIyr, pa3BUTHEM HOBBIX
YCAyT, UWHBeCTULMAMHM U yiyuuleHueMm. [lnan  MoxeTt,Hampumep,
JetanusupoBarh: "Kak MBI CMOXEeM TpeJOCTaBUTL LieHHbIe WM [ellieBbie
ycayru?'.
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[Mpunuun onwuceiBaer QyHAaMeHTanbHBINA MyTh opraHu3ayuu.llpuHUUN B
aHHOM CJjlyuae TipejcTaBiseT co0oil TOCIef0BaTeNbHOCTh [AEUCTBHN U
pelleHUM, KOTOpPbie OTHOCUTENBbHO TMOCTOSIHHBI BO BpeMeHHU. [IpUHLIUIEI
(opMUDYIOTCS UCXOASl U3 YCIIEIIHBIX Pe3YIETaTOB - €CJH UTO-TO OfHAaXK/bI
NpUHEC/I0 yCIeX, 3TO MOXHO NpUMeHUThH emle pa3. [loctaBumk yciyr,
KOTOpPBIH TIpeJoCTaB/sieT  CleluaJu3upoBaHHbIe yCayrd, Tpebyroume
BBICOKOH KBanW(HUKALIMK, MCIOAb3yeT TaK HA3bIBAEMYK) CTPaTerur
"Boicokoro Knacca". ToT, KTo ToCTaBasieT HaJeXHble VCIYTH, UCMOJIb3YeT
CTpaTervio "BbICOKOW rapaHTHH KauecTBa'.

TpeboBaHus U yClI0BUS IUHAMUUHBI, U MMOCTABIMK YCIYT MOXKET HayaThb CO
CTpaTeruu ofHOM OPMBbI, a 3aKOHUUTSL Apyroi. Hanpumep, nocTaBupK ycayr
MO’KeT HauyaTb C MOCTPOeHUs MepCleKTUBbl, TO eCTh ONpeJe/ieHUus el U
HarmpaBJieHUsl OpraHu3aiUu. 3aTeM OH MOJXKeT PeLMTb WCI0Ib30BaTh
MO3ULIMOHUPOBAHWEe, OCHOBAHHOE Ha BO3MOXKHOCTSIX, PeCYPCax U MOIUTHKAX
OpraHu3aluu. ITO MOXKeT OBbIThb JAOCTUTHYTO C MOMOIIBI0 TIIATEIBHO
NMpoAyMaHHOro mjaHa. /IOCTUTHYB OAHaXK/Ibl JKEeIaeMbIX Ppe3ynkTaToB,
MOCTABIMK YCIYT MOXKET yIpaBJ/iiTh CBOeH MO3ULHeI C MOMOIbI0 CUCTEMBI
XOPOIIIO MMOHSITHBIX PeIIeHU U 1M CTBUM - TTPUHIUTIOB.
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[Tpoueccel B pamkax [loctpoenusi crpareruu. I[Toptdesnn
ycnyr v Karanor yoyr

KntoueBble fesitenbHOCTH B paMkax [TocTpoeHusi cTpareruu: omnpegeneHue
LeHHocTH yoiuyru, dopmupoanue [loptdens ycnyr u Karanora yeiyr,
Yrpaenenue ¢wunHancamu, MogenupoBanue crnpoca, Onrtumu3anus
npeocTaBIeHus ycayr, Bo3Bpat uHBeCTUIUM.

3.1. OnpepeneHrie BO3MOXXHO CT€M U LJeHHO CTH YCJIYTU

OpraHu3aiuu CTPeMSTCS Y0BJIeTBOPUTL MOTpebHOCTH Bu3Heca, UCIO/Ib3ys
nmo0ObIe AOCTYITHBIE UM aKTUBBI. AKTUBBLI MOTYT TPUHA/IeKaTh OU3HeCy uiu
ObITb JOCTYMTHBIMU B pe3yIbTaTe pPa3TUuuHbIX ((MHAHCOBBIX COraieHuii. s
JOCTHKEHUSI TIOCTABJIEHHBIX 1€/l MEHe)Kephbl CTPEMSTCS HCII0/b30BaTh
BECh 3a/I0)KEHHBIA B aKTUBax MoTeHnuas. [Ipu 3ToM B OKpyKeHHH GusHeca
WMeeTCsl MHOXXECTBO OTpaHHUYMBAIOIMX (DAKTOPOB, KOTOPbIE YMEHBIIAKT
pe3ynbTaTUBHOCTb  MCMOMb30BaHWST ~ aKTUBOB, M,  C/Ie/I0BaTe/bHO,
eATeTbHOCTH OpraHW3al[Mid B I[€JIOM. [JIaBHBIMH OTrpaHUYMBAKIIAMHU
(bakTOpamu SIBJISIIOTCST PUCKKA W W3J€PXKKHA, KOTOPbIE BO3HUKAKOT BC/IEJCTBUE
Ha/IMUWs CIOJKHOCTEH, MPOTUBOPEUUIl U HEOTPeJe/IeHHOCTA B OKPY)KEHUH
busHeca.

OpHOMl M3 OCHOBHBIX 3ajlad MeHeKepoB siBiseTcss BbiOoOp Haubosee
MOAXOASIIMX CPeJICTB /ISl JOCTH)KeHUS TOCTABIEHHBIX Le/lel. YC/IyTU U eCTh
Te CpefCTBa, KOTOPbIE MOTYT WCIIOIb30BaTh MEHEDKEPhl Ui YBeJIUUeHUs
MPOU3BOJUTENBHOCTH aKTUBOB Ou3Heca. OTcrofa ciiegyeT, uTO 1@HHOCTh
yCJIyTM  JIydllle BCET0 W3MEpSTb B VIYUIIEHMU KOHEUHBIX pe3yILTaTOB
3aKa3uMKa, BbI3BAHHOM YBeIHUEHUEM TMPOU3BOAUTE/NBHOCTH AaKTUBOB B
pe3ylbTaTe MCIOMAb30BaHUSA YCIYTH. Ba)KHO MOHUMATh, UTO HE BCE YC/IYTH
Hale/leHbl Ha yBe/JHUeHUEe MPOU3BOAUTE/ILHOCTU aKTUBOB, XOTS 3TO U €CTh
camblii Oosbiioii wiacc ycayr HekoTopbie ycayru mnpegHa3HaueHbl [7st
COXpaHEHHUs TEKYLero YPOBHs TIPOU3BOJUTENIBHOCTH, HEKOTOpbIe - [7si
BOCCTaHOBJIEHUS MPOU3BOJUTETBHOCTH nocse Pa3/TUUHBIX
HeOsaronpusTHBIX coObITUI, Hampumep, cboeB. B obiiem ciayuae MOXXHO
CKa3aTh, YTO OCHOBHOMW aCMeKT MPUMEHEHUsl YC/IyT - MPeJoTBPALaTh WK
ocnabnaTe  konebaHWsT  TPOM3BOAMTE/NILHOCTHM  AKTMBOB  3aKa3uHlKa.
[Tpou3BOAUTENBEHOCTh AKTUBOB 3aKa3uMka [J0/DKHA ObITh OCHOBHBIM
BOIMPOCOM CEPBUC-MEHE/PKMEHTA, TaK Kak 6e3 akTMBOB 3akKa3urka HeT Oasuca
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AJIA Oripee/IeHHud IeHHOCTH YCIIyL

3aKa3uuKd YC/IyT B CBOK) Ouepe/lb CTPeMATCA MPefoCTaBUTh HEKYH0 L{eHHOCThb
CBOUM KIMeHTaM. AKTHUBBI 0OW3Heca SIBISIOTCA [Jjsi HUX CpPeJCTBaMH
obecrieueHus ¥ yBenuueHUs 3TouW LeHHOcTU. Hampuwmep, nieHHOCTh OaHKa,
[aroIIero JeHbrM B KPeJUT, CO3JaeTCsl OnepaTUBHOI 00paboTkoil 3afBOK Ha

KpeauT (puc. 3.1).

Lens HenaeMslid peaynstar

Sem 4_______—————_ - T———

YBENWYWTE KONWYECTBO 3aABOK Ha KpeauT, 'DEPB baTbiBaemMbIX OAQHOBPEMEHHO

s e

MeTpuka
Puc. 3.1. Tlpumep aHanu3a pe3yibTATOB Ha BhIXO/E

B pe3yneraTe K1MeHThl OaHKa MOMy4YaloT AOCTYN K TpebyeMbiM (DMHAHCOBBIM
cpeactBaM, a GaHK ToO/yyaeT BBITOAY B BH/I€ TPOLIEHTOB IO KPEAUTY.
[Mpoijecc KpeAUTOBAHUS SBJSETCSI aKTUBOM OM3Heca, MPOU3BOAUTE/ILHOCTh
KOTOPOTO OMpejenseT pe3ynsraTel OM3HeC-AeATeNnbHOCTH. /11 MOCTaBIMKa
yCIyr KpaliHe Ba)KHO TIOHAThL OW3HEC, KOTOPBIA OH O0O0CTY)KUBaeT WM
cobupaetcs 00Cny)KHUBaTh. ITO BKIHOUAeT B ce0sT uAeHTU(DUKAI[UI0 aKTUBOB
Ou3Heca U pe3yILTaTOB, K KOTOPBIM OH CTPEMUTCSL.

[MocTaBIMK yCAyT [JO/DKEH MCKaTh BO3MOXKHOCTH [/Isi BHEAPEHUS CBOUX
YC/YT, TaK KaK HEKOTOPbIe O13HEeC-TPOLeCChl TIJI0X0 MOAXOAST /1/isi BHEAPEeHUs
YCAYT C 1[€/IbI0 YBEeJWYEeHHsI MPOM3BOAUTENbHOCTH. JIpyrue Mpoljecchl
BO3MOJKHO TOJJepKaTh TOJBKO YC/AyraMHU, KOTOpble B HACTOSIIMUA TepUof
HaxofATCs Ha 9Tanax [Ipoektupoeanus u [lnanupoBanus. [/t mocTaBIMKa
ycnyr cambie OOsblie BO3MOXKHOCTH CKPBIBAOTCS B Ou3HecC-mpoijeccax,
MPOU3BOAUTE/NLHOCTE KOTOPBIX Oblla BBICOKOM, HO CHH3WAaCh 0[]
BO3/IEICTBMEM HEKHUX HeO/aronpusiTHbIX COOBITUM WM W3MEHeHWUH B
OKpY’>KeHUU Ou3Heca.

OnpegeneHvie  1IEHHOCTH  YCAYTM  VIPOIAETCS, €C/Id  TOSIBJISETCS
BO3MOXXHOCTb BU3yaTM3UPOBATh BbIXOAbl OW3HEC-TIPOLECCOB, /sl KOTOPBIX
OHa mipeAHa3HaueHa. OToOpakeHUe pe3yIbTaTOB 3aKa3uMKa Ha YCIyTH
BHITIOMHSIETCS B paMKax CucTtembl yrpaBjieHUsi kKoHGurypaiueil. Cucrema
yripaBiaenus KoHgurypaiueii (Configuration Management System unu CMS) -
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Habop MHCTPYMEHTOB U 0a3 JaHHBIX, KOTOPbIE UCIOJBL3YIOTCS MTOCTABIIMKOM
YCIyT [Jis yTIpaBlAeHUsl JaHHBIMU 0 KoHurypagusax. CMS Ttawke copepXuT
uHpopManuio 00 WHIOUJeHTaX, TmpobseMax, W3BeCTHBIX OIIMOKaXx,
M3MEHEeHUSIX M pefiu3ax; U MOXKeT COfjep)KaTb JaHHble O COTPYAHMKAX,
MOCTAaBIMKAX, MECTOMOMOXKEeHUAX, Ou3Hec-eUHULIAX, 3aKa3uyMKax W
none3oBarensax. CMS BxitodaeT B cebs HHCTpyMeHTRI A1 cbopa, XpaHeHus,
ynpaBieHus, OOHOB/IeHUs U mpeacTaBjieHuss wuHpopmaguu o000 Bcex
KOH(UTYPAIMOHHBIX eAMHUIIAX U UX B3auMOOTHoueHusix. CMS HaxoauTcs
1oJ, yIIpaBjeHUeM TIporjecca YnpaByieHUsi KOHOQUTYPALIUSMUA U K CII0JIb3YeTCs
BCeMU mpoijeccamu Ynpasnenusi UT-ycnyramu[1].

B xuure '"ITILv3.Service Strategy" BbiZleieHbl JBe KIKUYEBbIe POIHA -
MeHeKepbl [Ie/IOBbIX OTHOIIEHUH U MeHeKepbl TPOAYKTOB.

3a ycTaHOB/IeHUE MMPOYHLIX B3aUMOOTHOIIEHHUH C 3aKa3UMKOM OTBETCTBEHHEI
Menempkepsl genoBbix oTHomeHui (Business Relationship Managers wu
BRM). Ux 3agaua - (GoKycupoBaThCs Ha 3aKa3uuKe, OMpefensTh ero OusHec-
MPOLIeCChl U pe3ynbTaThl, KOTOPBLIX OH X/JeT. Bo MHOorux opranusanusax BRM
M3BECTHBl KaK peK/laMHble areHThbl, TpeACTaBUTeNN WU MeHe[Kephbl
Npojax.

BRM TecHo coTpygHuuaioT ¢ Menemkepamu npoayktoB (Product Managers),
KOTOpble OTBETCTBEHHBI 3a pa3BUTHe U VIIpaBJieHHEe YC/AyraMd Ha BCex
jTanax ’KU3HEHHOro uukiaa. OHM TakkKe HeCYT OTBETCTBEHHOCTh 3a
NPOU3BOACTBEHHBIN MOTEeHI[UAJl, KAaHAIbl PACIIPOCTPAHEHUS YCIIYT, PelleHus
U TlaKeTsl, TipejcTaBieHHble B KaTtanore ycnyr. Eciu BRM cdokycrupoBaHsbl
Ha 3aKa3uukKe, TO MeHe/Kepbl IPOAYKTOB - Ha yC/Iyrax.

dopMupoBaHue LIEHHOCTH YCIYT B 3aBUCMMOCTHU OT Pe3yl1bTaTOB 3aKa3uMuka
rapaHTUPYeT TO, UTO MeHe/pKephbl OyAyT M/IaHUPOBAThL U YIIPABJ/IATE YC/IYTaMH
C TOYKM 3peHMd BbITOJbI 3aKa34yuKa.

Ycnyru oTaMuarTcs B 3aBUCMMOCTH OT TOTO Kak M B KAKOM KOHTEKCTe OHU
CO3[AK0T LeHHOCTh. [Ipodunb ycayru siBiseTcs aHanorom Ou3Hec-Mofeni.
OH ompegensieT, Kak MOCTaBIWKUA YCIYT [IeMCTBYIOT B UHTepecax 3aka3uMka
[7s1 Toro, 4To0bI CO34aTh 1eHHOCTH (puc. 3.2).
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NuHun yenyr O6pasywl yenyr AKTVBLI 3aKa3MKa
Yenyrm
Aparaa,
OocrynalApeHab! L IENOCTABNEHME A Vinpaaneuue
Yenyru
YnpaaneHna,
Ynpasnens EC T — A2 Opranwaauus
ycnyru U3 Boccranoanasie, pazpealleHre A3 n
PemoHTa rpofinem, Mcrpasnenne — — pougcch!
Yenyru
KacTogmankHele U4 KpaHaHUE, 3AUNTA, MOHATOPMHT f— — A BHaHuA
Yenym 5 OSpaBorks, neannenmns, KaTanor s o
AAMUHUCTPUPOBAHKMA pasiaiive yenyr
Yenyrmm
Axennyataumn Ug AHENM3, OLEHKAE, AyaWT - ¥ Wechepmatvst
Yonyrn 0 m
IIMBHEHWE, N| Fa3083HIME,
TpaxchopMaLmum ur e — — a7 Tpunoneiys
Yeonyra P
Cozganus L i AB MHdpacTpyKTypa
Yonym
KoMMyH1KaL M u Coepmsenie, nHTerpaurA ag BuHaHCOsIE 2KTVIEL

Puc. 3.2. BszaumocBsa3p OM3HeC-Mofeneil MOCTaBIMKAa YCIYT U aKTUBOB
3aKa3uuKa

AKTUBBI 3aKa3uMKa SIBSIIOTCS KOHTEKCTOM, B KOTOPOM CO37aeTcs 1leHHOCThb
YCAyrd, TaKk KaK OHU BJMSIOT Ha pe3ylbTaThbl, KOTOpbIe XOUeT TMOJYUYUThb
3aKa3uMK. 3aKa3uuKd B/afel0T Ppa3/IMuHbIMU TUIMIaMU akTHBOB (Ay),
3aBUCALMX OT TakuX (JaKTOPOB, KaK 0COOEHHOCTH MHJYCTPUH, KIUEHTHI,
KOHKYPEHTbI, TIpUMeHseMble Ou3Hec-mofenu u crpaterud. KombuHaius
npoduis yCIyrd U aKTHUBA 3aKa3uuKa rpejcrasiser coboi nyHkT B Karanore
ycnyr. Heckoneko ycnyr B KaTtanore MoryT OTHOCHTBLCS K OfHOMY mpoduro
(Ux). B To ke BpeMsi HeCKOJIbKO TpOdu/el yCc/lyr MOTYT COOTHOCHTBCS C
OJHUM aKTMBOM 3aKa3uMKa MPU CTpaTernu, OCHOBAHHOMW Ha akTuBax. Ecim
MOCTABLUMK YC/IYT TIPUMEHSIeT CTpaTerii, OCHOBAHHYIO Ha I10J/IE3HOCTH, TO
npoduib OOHON YCAYTM MOXKeT OBITh HCIOAB30BaH [Ji TIOAJepXKaHUus
HEeCKOJBKUX THUTIOB M0/1b30BaTeNbCKUX aKTUBOB (puc. 3.3).
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Puc. 3.3. Tlo3uuuoHUMpOBaHUe Ha OCHOBE [OCTyNa WU TO3UI[MOHUPOBAHUE
Ha OCHOBe I10/Ie3HOCTH

Takum 06pa3om, cTpaTerusi MOCTABIIMKA YCIYT OTMPeJesiseT COfepXKaHhe U
crpykrypy Karanora ycnyr. /s mocTaBupka ycayr yqo6Ho BU3yanu3upoBaTh
YCIYyTU B BU/jIe MOJle/ield, COCTOSIMX U3 Pa3IMuHbIX KOMOUHALMKA mpoduien
YCJIYT Y TI07h30BaTe/IbCKUX aKTUBOB. [Ipu 3TOM HeKOTOpble KOMOMHAI[Uu
MOTYT MPUHECTH OOJIbIlIe T0/b3bl 3aKa3UMKaM MO CPAaBHEHUK) C APYTUMH,
HeCMOTPSI Ha TO, UTO OHU MOTYT COCTOSITh U3 OJHUX U TeX ke mpodueit
yciyr v aktuBoB. [locse Takoil BU3yanu3alui, MeHe[Kepbl [JOJDKHBI
npoBecTy aHanu3. Eciim MHOro wmofeneil BKIHOUalOT B cebs mpoduib
"Ge30macHOCTs', 3TO CBU/ETEJLCTBYET O HAJWUUU BO3MOXKHOCTH [jis
npejiokeHuss B AaHHOM  o6mactu. [lpeacTtaBneHHBI — MPUHIUMN
BU3yalM3allud MOXKeT OBbITh MOJIe3eH Jisl CBSA3M M KOOPJUHALUK QYHKI[UH U
MIPOLIECCOB CEPBUC-MeHeKMeHTa.

3.2. ®opmuporanue [Toprdens yciyr

[Mocne Toro, Kak MOCTABIMK YCAYT OMPeeaua BO3MOXHOCTU A1 cObITa, OH
O/DKeH C03/laTb COOTBETCTBYIOIIME UM MpeJo>KeHUsl Ha Mpofdaxy. PbIHOK
cObbiTa omnpegensercss HabopoM OW3HEC-MIPOLIECCOB  3aKa3uvMka W HUX
pe3ynsraTaMu, KOTOpPble MOTYT OBITE OOCIY)KEHBI YCIyraMH IOCTaBIIMKA.
[Tpumepamu pe3ynsTaToB, KOTOPbI€ XOueT MOJYYMTh 3aKa3uhK Ha BbIXOJe
bu3Hec-mpolecca, MOTYT MOCTAYKUTh C/IeAYIOIee:
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e CallT 3/71eKTPOHHON KOMMEpPI[UM [JO/DKeH OBITh HA/Ie)KHO COeJUHEH C
CHUCTEeMOM yIIpaBIeHUS CKI1aZiOM.

¢ Heobxoaumo obecrieunTh 6€30MmacHOCTb U KOHTPOJIb 3a K/IHOUEBBIMU
OU3HeC-TIPUTOXKeHUAMU.
HeobOxopumo obecreunTs HeTIPepLIBHOCThL DM3Heca.
OnnaliH-cHCTeMa OIUIaThHl CYETOB JO/DKHA TMPefoCTaBasTh Ooblie
CepBUCOB /ISl OMJIaThl U T.I[6].

Beile mepeunciieHbl  pe3yibTaThl, KOTOPBIX XO4eT [OCTHYL 3aKa3uHK.
Kaxkpplii M3 HUX CBSI3aH C OJHUM WM HECKOTBKMMHU aKTHBaMu Ou3Heca:
moabMU, vHbOpMaluend, WHOpPacTpykTypod W T.Il. [IpouM3BOAUTE/NBHOCTH
aKTUBOB YBE/IMUHUBAETCS C TIOMOIIBI0 yoiyr Kakzaplil pe3ynsraT MoXKeT ObITh
JOCTUTHYT MHOXXeCTBOM TiyTel (puc. 3.4). 3aka3uuK BbIOEpeT TOT, KOTOPBIA
BJ/leueT 3a coD0ii MeHBIIle PUCKOB U 3aTpar.

KaTeropuwi aKTveoB 3akad-nEa

Cfipatare AHAHHR DA HCORE AR TR

D crammas e
Ofecreamaeicn
BEIONACHICTE GEIONACHOCTE:
Jres——— e mnacHocT & NnaTeseh

JeRcTens, cO30A0WMWE LEHHOCTE [ANA 3AKAFHHK
{oBpasykl yonyr)

PRiHOK cH6ITa ONPEABNABTCA B KOMTEKITE DEIYNETITOE,
EOTORES KOHET MONYYHRTE 33ka34HMiK

Puc. 3.4. Onpegenenue peIHKA CObITA MO0 TOMY, YTO HY)KHO 3aKa3uvkam

3aka3uMKu YacTO BBIPAXAIOT HEYIOBJIETBOPEHHOCTh IMOCTABLLMKOM YCJIVT,
HEeCMOTpPsl Ha TO, YTO CPOKM U YC/I0BMS, OTOBOPEHHbIe B COIMALIEHUSX,
cobntogensl. HeynoB1eTBOPeHHOCTD 3aKa3uMKa CBsi3aHa B TEPBYI0 0Uepelb C
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TéM, 4YTO eMy He BCerga IMOHATHAa IeHHOCTb YC/IYTH. YCJ'[)TI/I qacTo
Ooripee/sil0OT B KOHTEKCTe peCypCoB, KOTOPbIe CTa/IM AOCTYIIHBI 3dKd3UHKY B
pe3yineTaTe MCII0JB30BdHHUA 3THUX YCIVL Taxkoe orpeaejieHUe He ITOK4d3bIBdeT
TO, UeM T10JIe3HbI YCIYTH W KdK OHHU MOMOIVIH 3dKd34UMKY B JOCTHXKEHHH €ro
L[EJ'IEﬁ. Kaxk cleaCTBHUE, 3dKA3UWMK HEe HaAaXOAWT OINMpdBAdHHA CBOMX 3dTPAT Hd
YCIIyTH. Bonee TOTO, OH OTKA3bBIBAETCHA VIydlldTb YC/IYIH, €C/IH HeIIOHATHO
TOYHO, HYXHBI /IH 3TH WIYUHIIEHHS €ro 6H3Hecy. YJ'IYLILHEHI/IFI MOCYT OLITH
D,[LOGPEH]JI H HpO[l)HHElHCHpOBaHbI 3dKd34YHMKOM TOJIBKO, eC/IH HX II0JIe3HOCTh
AJIs 6usneca O4UeBHHA. Bot nmoyemy KpElﬁHE BA>KHO OIIpefensaTb YCIyIu C
TOYKH 3Dp€HHUSA Pe3y/IbTdTOB, KOTOPBIE ITOJYUHUT 3dKA3UHK.

B ITILV3 umpoko MCIO/L3YIOTCS TaKde TOHSTUS KakK MopTdens ycayr u
KaTasor yciayr. Heo6xoqumo pa3fenarb 1 MOHUMATh UX.

[Moptdens ycayr(Service Portfolio) - monHeiii Habop ycayr, KoTOpbIe
YIPABJSIIOTCS TOCTaBUMKOM ycayr. [loprdens yciyr wucnossdyetcs [gis
YIIPABIEHUs MOJHBIM JXU3HEHHBIM IIUKIOM BCex yciayr. OH COCTOUT U3 Tpex

yacreit (puc. 3.5):

® KaTajnor ycayr - otobpaxkaeT yCIyrd, HaxoAsIMecs B IKCIJIyaTaluu
WJTU TIOJTHOCTBIO TOTOBBIE K Held;
yCIyrH B pa3paboTke;
YC/IyTU, BbIBEJIEHHBbIE U3 IKCIITyaTal|uu.
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Moprdens yonyr

A

o A
KaTanor yenyr

JKCnnyaTauva
YEMYr

4 v
OBwmi hoHa pecypcos

Puc. 3.5. Ctpykrypa noprdens ycayr

[Moprdens ycnyr otobpakaeT CyleCcTByrOIMe O00s3aTe/IbCTBA IMOCTABIIMKA
YCIyT M0 KOHTPAKTaM, a TAKKe Ja/bHelIee pa3sBUTHEe U YIyYIIEHUe YC/IyT B
COOTBETCTBUM C MPUHSATHIMU TJIAHAMM U CTpaTerusiMu (puc. 3.6).
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Puc. 3.6. TToptdens ycayr

B IMopTdens ycayr BXoAIT TakkKe YCIYTH TPETbUX CTOPOH, KOTOPbIE SIBIISTFOTCS
HEOTHeMJIEMOW YacCThI0 TIPeJ/I0KEeHUs 3aKa3uuKy. [Ipy 3TOM HekoTopbie u3
YCAYr CTOPOHHUX MTOCTaBIIMKOB BU/IHBI 3aKa3uMKY, HEKOTOPhLIE - HeT.

Wcnonb3oBanue mnoptdens YCayr M03BOJAeT MeHe[KepaM pacCTaBJIfATh
TIPUOPUTEThl UHBECTULIMHA B YC/IYTH M TIPABUJILHO pacIipefenisiTh Pecypchl.
W3menenus B [lopTdene yciyr ynpae/stoTcs MOJUTHKAMU U ITPOLIEYPaMU.

[MopTdens ycnyr otobpakaeT Bce pecypchl, KOTOpbie ObIIM BbIJE/N€HbI B
MpOLIIOM WJIA 3aHSIThl Ha HACTOSIIEe BPeMsi Ha BCeM >KM3HEHHOM I[UK/Ie
ycnyr.  Kontponer wu  ympaBnenue IlopTdenem yciyr BO3JIOKEHO Ha
YnpaBnenue noptdenem ycayr (Service Portfolio Management unu SPM).
SPM paccmaTpuBaeT yClayrd B TePMUHAX MPeJ0CTaB/IsseMOM UMU 1[[@eHHOCTH
st OusHeca.
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SPM kak HﬂﬁOp HEIpepbIBHBIX U JHHAMHYHLBIX ITPOLJEeCCOB BK/JIHOUAET B cebs

cnepyroiiee:

1. pacmpepgeneHue pecypcoB

2. ompejeneHue TMOJHOTO TepPeuHs YCIyr, MPOBEpPKa U YTBEpXKJeHue
[Toptdens ycayr

MUHMMU3AL[US 3aTPAT U PUCKOB

MaKCUMU3aLUs [IeHHOCTH YCIyT

cobnrogenue HGanaHca Cripoca U MpeJioKeHus

“ W

OcHoBHOU 3agaueii SPM saBnsieTcs yrnpaB/ieHWe PUCKAMU M 3aTpaTaMHu C
1jeJIbI0 yBe/IMUeHUs LjeHHOCTH ycayr. SPM momoraer meHekepaM MOHSThb
TpebOBaHUs 33aKAa3UMKOB K KaueCTBY YCJIYE, a TAKKe MOCUMTATL 3aTPaThl Ha
NpeAoCTaB/eHue COOTBETCTBYIOIIMX YCAYL 3ajaueil MeHeIKepOB SIBJISETCS
MOUCK CrIoCcOOOB /11 CHUXKeHUs 3aTpaT B TMPOLjecce yrpaB/ieHUs KaueCTBOM
NpeJ0CTaB/AsAeMbIX YCIIYT.

Kaxzpiii Bxof, BbixoA unu mnepemeiieHue B [loptdene ycayr omobpsieTcs
TOJIKO TIPYU HAJIMYWU BBIJIEJIEHUS] COOTBETCTBYIOLIero Oro/pKeTa U mjaHa 1o
BO3BpaTy UHBECTULUH.

Karanor ycnyr(Service Catalogue) - 3T0 eauHcTBeHHas 4acth I[loprdens
YCJIyT, KOTOpasi MPUHOCUT TIPUOBLIb M OKyMaeT 3aTpaThl MOCTaBIMKA Ha
ycnyru. OTto Ta vvactk IlopTdenss ycoiayr, KoTopas BUJHA 3aKa3uHKY.
OnemeHnTtamu Katanora ycayr SIBASIOTCS YC/YTH, HaxoAsumecs Ha CTaAuu
DKCIyaTalluud WM TOTOBbIe K Hell. Takum obpasom, ycnyru u3 Karanora
yCIyT MOTYT ObITh MpeJIoXKeHbI 3aKa3uuKaM B HACTOSIIIee BpeMsl.

JTrwobas ycmyra moxket Bouitd B Katamor yciyr TONBKO TOC/Ie TOro, Kak
3aTpaTam M pUCKaM, CBSI3aHHBIM C Hel, ObLIO yeneHo A0/DKHOe BHUMaHUe
CO CTOPOHBI MeHe[KepoB U pa3paboruukoB. [Ipy 3TOM 1jeHA YCAYTU MOJKET
OBITH OTPeJaKTUPOBAHA B 3aBUCUMOCTH OT KOHKPETHOTO 3aKa3uHuKa.

®opmupoeanue Karamora yciyr sBiseTcsi CyIIeCTBEHHOW 4YacThIO JTara
[TocTpoeHust cTpaTeruu, Tak KaK OH SIBJSIETCS TPOEKI[HeH CYIIeCTBYIOIIMX
BO3MOXXHOCTell ToOcCTaBIMKa ycayr. B ofmem ciyuae 3akasuumky He
WHTEPeCHBI YCIYTH, HAXOASIMecs Ha CTaAuu pa3paboTKU UM BRIILEJIIME U3
JKCriyaTaluu. PakTHuecku, yCIyrd, KOTOpble TOCTABLIIMK YC/AYT MOXeT
NpeAJIOKUTL B Oyayiem, B HacTosiilee BpeMs He MpeACTaB/ISIOT L[eHHOCTH
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A1 3dKd3UM KA. EMy HHTEepeCHO TO, 4YTO MOXKeT IIpedIONKHTh IMMOCTABIIHUK
yCayr ceilyac - TO ecThb YCQIyTr, BXoJsdiie B Karamor YCIVL

Hnst Toro urobel fOOABUTE UMM yoanuThk yoayry u3 Katanora Heobxomnumo
ogoOpeHHe TeX, KTO yNpae/seT 3TarioM BHegpeHUs, MO0 CAeAyHOIIMM
NpUYMHAM:

eciu 371eMeHT fobasneHn B Katanor yciyr, OH 10/>KeH ObITh AOCTYyIeH
Ui 3aka3uukoB. To ecTs [o/DKHA OBbITH TOJIHAsE YBEPEHHOCTb, UTO
yC/Iyra - 3aKOHUEHHBIM TIPOAYKT, KOTOPbIA MOXeT ObITh MOJHOCTBIO
nojjepaH mocTaBiupkoM. CremHo pgoOaBieHHbIE YCIYTH MOTYT
MPUHECTH 3HAYUTE/IbHbIE YObITKM, KaK TOCTABIIMKY, TaK U 3aKa3uHKY.
BonsimHcTBO yonyr B KaTasore ycayr HaxXofsAaTcsi HETOCPeCTBEHHO B
3KCII/TyaTalliK, TO eCTh SIBJSIOTCS 00beKTaMU KaKUX-TO COTIALIEHUM C
3aKa3uukamu. HeyTBepkieHHble u3MeHeHUs: B Kartanore yciayr Moryt
NMPUBECTM K TOMY, UTO YCJIOBUs CODIALIEHWW TepecTaHyT
BBIMOJTHATHCS.

Hobasnenue ycnyru B Kartanor yciayr o3HadaeT BbljleJieHHEe PeCypcoB
M0/, TeKYIMX U MMOTeHLMaNbHbIX 3dKa3UUKOB. 3/1eCh Ba)KHBIM SIBJISIETCS
MpPOLIeCC pacrpejesieHusi PecypcoB, TaK KaK MOXET BO3HMKHYThb
CUTyalusi, Korja BocTpeOOBaHHBIE pecypchl OyayT 3aHATBI Ha
To/IIeP)KKY HepeHTabenbHbIX yoryr|6].

Karanor ycayr takke CAyKUAT JJs1 CBA3M CIpocCa U MpeaioKeHus. AKTHUBBI
3aKa3uMKa, TPUBsS3aHHBIE K pe3yakraTaM, KOTOPBIX OT HHMX XAeT Ou3Hec,
ABJIAKOTCA UCTOYHUKaMHU cripoca (puc. 3.7).

MonynapHeE
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Puc. 3.7. B3aumopgeiicteue Katanora ycayr U YpaBiaeHHs CIIPOCOM

Y 3aKa3uuMKOB €CTb OXKMJAHWf ONpeJeeHHOr0 YPOBHA KayecTBa W
nonesHoctu ycnyr. Ecnmu  kakoii-to 3nmemeHT Katamora ycnyr moxker
VOBJIETBOPHUTL 3TUM OXKMJaHUSIM, MEXAY NTOCTAaBLUMKOM YC/IYT U 3aKa3uUKOM
3akmrouaercs caenka. Takum obpa3zom, Karanor ycinyr ciy)KUT HEKUM BXOZOM
[71s1 TOTO, 4TOOBI 3aKa3UMK NTPUOOpPesT yCIyru.

VNmenno B Karanore yciayr ycayru pa3bMBarOTCs Ha COCTaBHBIE YacTH -
aKTUBBI, CUCTeMbl U Tiporjeccbl. OHM 0TOOpaXkaroTCcsi C TOUKAMU BXOJa B
KOHTEKCTE UX MCIT0/1b30BaHUS U TIO[JePIKKH.

OnemenTsl B Katanore ycnyr rpynnupytotcs B JIuaum ycnyr (Lines of Service
umu LOS) Ha ocHOBe coBmajieHusi OU3HeC-aKTUBHOCTH, KOTOPOW OHU MOTYT
crnocobcTBOBaTh. DTO MOMOTaeT YIpaBJiaTh pacrpefeieHHbIMUA pecypcamMu C
LeJIbI0 TofJepKaHUsl TPOU3BOAUTENLHOCTH YCIYyT W CIIpOCa Ha HUX Ha
JIO/DKHOM YpOBHe.

Yenyru B Karanore yciyr CUMTamOTCS JKU3HECTIOCOOHBIMH, €CTH  OHH
(yHKIIMOHUPYIOT BhIlIe (MHAHCOBOTO MOpora. JpyrumMu cioBamu, ec/id OHH
OKYTIalOT 3aTpaThl Ha HUX U TPUHOCAT KaKyl-TO MPHUOLIIL MOCTABIIMKY
ycnyr. TIpy 3TOM MOCTaBUMK YC/IYT CTapaeTcs pa3BUBaTh U YIy4llATh 3TH
YCAyTH C Lenbl0 TonydeHus Oonblield npubbInd: TipejjaraeT HOBBIE
BO3MOXXHOCTH, MaHEBPUPYET LIEHOW U MaKCUMaabHO TPUOMMIKAeT HX
CBOWCTBA K TOMY, uTO TpeOyercs 3aka3uukam. Eciu mpou3BoguTeNbHOCTD
yCIyru Tafaer Huke (MHAHCOBOTO TOPOra, MOCTaBIMK YCAYT A0J/DKeH
NPUHSTE pelleHre O TOM CIHCaTh ee Wiu HeT. [Ipu 3ToM ycayru ¢ mioxoi
NMpPOU3BOAUTE/NLHOCTEID  MOTYT HaxoguThcss B Karamore ycnyr 1o
00BeKTUBHBIM NIpUuUMHaM. Hampumep, npegocTaBieHue TakKuX YCAYT MOXKET
ABAATBCST  00s3aTebCTBOM — TMOCTaBIMKA 10  paHee  3aK/IHUYEHHBIM
COIMALIEHUAM C 3aKa34MKOM.

B Karanore yciyr MoryT HaxoquTbCsl TakKKe YCIYTM TPeTbUX CTOpOH. OHHU
NMpejoCTaB/SIFOTCS  3aKa3uMKaM BMeCTe C COOCTBEHHBIMU  YCIYTaMU
MOCTaBIIMKA.

Ycnyru B pa3pabotke(Service Pipeline) - uacts ITopTdens ycnyr, cocrosiias u3

VCIAYyT, HaxXoAfAlNMXCSi B Pa3sBUTUM B HaCTOslllee BpeMs, CeJ0BaTesbHO,

HEJOCTYITHBIX 3aKa3uuKaM. DTU YCJIYTU CTAHYT JOCTYIIHBI [10C/Ie 3aBepIIeHUs

NPOEKTUPOBAHUS, TECTUPOBAHUS M pa3BepThiBaHusA. OTa 4yacTh [loprdens
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yCInyr OTOﬁpEDKElET MOTeHUHa/lI U CTPATETHIO IMMOCTaBIIKMKa YCIIYT.

Ycnyru, BeiBefieHHbIe W3 3kcrinyaTtanuu(Retired Services) - wacte [TopTdens
YCIYT, COCTOSILAS W3 YCAYL, BBIBEJEHHBIX W3 Cpegbl TPOMBIIUIEHHOM
sKcnTyatanuu. VHopManua o Takux yciyrax coxpaHsieTcst AJis Oyayiiero
WCITOJIb30BAHUS B C/Iydyae BO3HUKHOBeHUs HeobxogqumocTu. B obmem crmyuae
9TH YCJIYTU He JOCTYIHHI 3aKa3unkam. Tem He MeHee, OHU MOTYT OBITH CHOBA
BBeJEHbl B 3IKCIIyaTal|MK) MPU HalU4YMK COOTBETCTBYHOLIETO COTIAllleHUs
mexay 6usHecom u IT u opoOpeHUs BBIIECTOSIIETO PYKOBOZCTBA
MOCTaBIMKA YCJIYT.

3.3. YrpaBneHve rHaHCaMU

YnpaBnenue ¢unaHcamu(Financial Management) - dyHKIUSI U TIPOLIECCHI,
OTBETCTBEHHBIE 3a yIpaBjieHHe OHO/DKeTOM, y4eT M BO3MelleHHe 3aTpaT
MOCTaBLMKA YCIYT.

YrpaBnenue (UHAHCAMH SIBJISETCS CTPATETMYECKUM WHCTPYMEHTOM IJist
MOCTAaBIMKOB YCIAyr BCEX THUIMOB. Jlake BHYTPEHHHWE TOCTABIIMKA YCIyT
00s3aHBl  [1eCTBOBAaTH B COOTBETCTBUU C YPOBHSIMH (DMHAHCOBOWU
MPO3PayHOCTH U OTUETHOCTH OM3HEC-eJUHHI], KOTOPbIe OHU 0OCTY)KMBAIOT,
M CBOMX BHEIIHUX KOHKYPEHTOB.

YrpaBnenue ¢uHaHCaMH TIpeAocTaBiaseT OusHecy W IT KOMMYECTBEHHYHO
(MHAHCOBYIO OIL[€HKY I[EHHOCTH YC/IYI, CTOMMOCTH aKTUBOB, JI€XKalMX B
OCHOBE TIPeJ0CTaB/IeHUsI ITUX YC/IYT, a TAKXKE METOAbl U WHCTPYMEHThI Ais
OTIepaTUBHOTO TMIPOTHO3UPOBaHWSA. YipaBieHHe ¢GUHAHCAMH SIBJISIETCS
Cpe/ICTBOM peIIeHUs TaKOTO C0XKHOTO BOTIpOca Kak Bocripusitue [T-o6nactu
OM3HEeCOM.

IT-opranu3anuu BCcé Gomee yacTO BKIIOUAKOT YipaBieHHWe (MHAHCAMU B
TaKue MPOoLjecChl Kak:

TIPUHSATHE PeLIeHUH;

yCKOpeHHe U3MeHeHUH;

yrpaesienue [optdenem ycayr (SPM);
(MHAHCOBBIM KOHTPOJIb;

orepaTUBHOE YIpaB/leHHUe;

co3gaHue U GUKCUpoBaHue 1[eHHOCTH [6].
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B ITIL nopm opraHuszaiusMu, KOTOpble BeAyT OW3HeC, udaile BCero
MOJpPa3yMeBAKTCS 3aKa3UMKW, a TOCTaBIIMKUA YCIYT BBICTYMAKT JIMIIL KaK
nopjgepxkka 6usneca. ITo cyru ke IT-opraHusaiiuu, npegocTaBiisis YCIYTH,
TakKe BeayT Ou3Hec, a aas mo0oro OW3Heca KpaliHe Ba)XXHO TIPABUIBHOE
Yrpaenenue ¢unancamu. [locTaBUMK yCAyT JO/DKEH CAeAUThH 3a DamaHcoMm
crpoca Y TIpeAoKeHWs, MUHHUMHU3UPOBAThL 3aTpaTbl W YBe/JUUHMBAThb
LIeHHOCTh MpeJocTaBaseMblx ycayr. Ha puc. 3.8 mpeacTaB/ieHBl MOMEHTEHI,
obupie ans 6busHeca u IT-opranu3auii.

IT yMp=EneHH

§ OGWHOCTE UHTepeCoR

Puc. 3.8. Obmee mexxay busnecom u IT

YrpaeneHue ¢uUHaHCAMU SIBJISETCS MCTOUHUKOM HWHGOPMALUM, KOTOpas
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nmoMoraetr IT—OPFBHHBEIL[HH OTBETHUTH Ha CjieAYHOIHMe BOIIPOCHI:

1. Kakas wu3 ctparernii Haubonee sddextuBHa: mnonyuenue Oosee
BBICOKOW TIpUOBIIM, CHUXKeHHWe 3aTpar unau obecrieueHHe MIMPOKOTO
BeIOOpa ycyr?

2. 3aTpaThl Ha KaKue YCIYTM CaMble BBICOKUE U MoueMy?

3. Kakue Tumel yciyr U B Kakux obbemax Haubosiee BocTpebOBaHBI?
Kakue dhuHaHCOBBIE BIOXKEHUSI HEOOXOAUMEBI 11 UX TTO/IePIKKU ?

4. Hackonpko 3¢¢deKTUBHBI MCMOMB3yeMble MOAENU TIpeoCTaB/IeHuUs
YCJIYT IO CPAaBHEHUIO C aHAaIOTMYHBIMU MO/ e/IIMA KOHKYPEHTOB?

5. IlpuBen 1M CTpaTeruuecKMid TOAX0[ K TPOEKTHPOBAHUIO VCIVT K
KOHKYPEHTOCIIocOOHO#M 1jeHe 3a 3tu  ycayru? Ha dro myumre
OPHMEeHTUPOBATLCS: CHU)KeHU e PUCKA /U yBe/HUeHHe KauyecTBa?

6. Kaxue oCHOBHBIe HEIOCTATKH y HAILMX YCIYT?

7. Ha kakux (yHKIMOHaNBHBIX 00/1aCTAX JIyulle CKOHIIEHTPUPOBATHCS
TIpU NOCTPOEHUH CTpaTeriu HempepbiBHOIO ynyullleHUsl YCIyT?

be3 wundopmanuu, KOTOpyH mnpeAoCTaBisieT YrnpaejieHue ¢GUHAHCAMU
HEBO3MO)XHO KODPEKTHO OTBeTUTb Ha 3TU Bompockl. OTcyrcTBue
MpaBUILHOTO YIpaBieHUs (UHAHCAMH MOXXET HUBETMPOBATH BeChb CMBICI
MOCTPOEHUSl CTpaTerud, JAu3ailHa U JIOObIX TAKTMUYECKUX PelIeHU.
Yrpaenenue ¢puHaHcamu obecrieurBaeT MpPoO3pauHOCTb U TTOHSATHOCTH 3aTpar
Ha YC/IyTU Kak i 6u3Heca, Tak U [IJ1s CaMOro MOCTABIIMKA YCIYT.

Yrpaenenue ¢uHaHCaMu BKIIOUaeT B cebs ceyroiie OCHOBHBIE 3a/1auH:

OL[€HKa [IeHHOCTH YCJIYT;
MOjIe/TMPOBaHKe CIpOCa;

yrnpassienue [Toptdenem ycyr;
OMTUMM3AL[USI TIPEJOCTABIEHUS YCIIYT;
MJIAaHUPOBaHKE COOTBETCTBUS,

AHAJTM3 UHBECTUL[UH B YCIYTH;
dopmupoBanue OyxranTepCkoi OTYETHOCTH;
COOTBETCTBUE;

MOJ[e/TUPOBaHKE TIePEMEHHBIX 3aTpar.

PaccmoTtpum Gosee mogpoOHO NepeuncieHHbIe 3a/1aUi.
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1. Ouenka nenHoctu ycayr (Service Valuation) - M3MepeHue TOJIHBIX
3aTpaT Ha MpeJOCTaB/IeHUEe YCAYTH [Jifd [OCTABIIMKA M TIOJIHOH
L[EHHOCTH 93ToW ycayru ajs 6usHeca. O1ileHKa LEHHOCTH YCIyTH
WCIOJIb3YeTCs 1Sl TOTO, YTOObI MOMOYb OM3HECY U MOCTABLIMKY YCIyT
TIPUUTU K COTMAIIEHHWIO O LIeHHOCTU ycoiyrd. OCHOBHas 1jesib 3TOTO
mporecca -  HaxoXKJeHWe LeHbl  YCJIyrd, KoTtopas  Oyger
BOCIIDUHMMATBCA 3aKa3uyMKOM KakK ClpaBeJjidBas, M I103BOJIUT
MOCTABILIMKY YC/IYT MOAYUYUTh NPUOLIIL U TIOAJeP)KUBATh YCIYTY.

Kak y>xe oTMeuanock paHee, LIeHHOCTb yCIyrd GOPMHUDPYeTCs U3 ABYX
OCHOBHBIX IapamMeTpPOB - MOJe3HOCTM W TapaHTUM KauecTBa. OTHU
napameTpsl TpeOyoT ¢uHaHCcoBOro BeipakeHus. Otcioga OueHka
LIEHHOCTH YCJIYT UCIT0JIb3YeT ABE K/IK0UeBbIe KOHLIeNLUU OL[eHKH:

o llena obecrieuenusi (Provisioning Value) - cdaktuueckas ieHa
obecrieueHusi yCayrd st TOCTaBIMKa YCAyL OJTa IieHa
BK/IFOUAeT B cebst 3aTpaThl HA PECYPChI, KOTOPbIE 33 CTBOBAHbI
[J1s1 TIPEJOCTaBJIEHUS] YCIYTH, OCHOBHBI@ M3 KOTOPBIX:

CTOMMOCTB JIUI[€H3UH Ha MPOrpaMMHOE 0becrieueHue;

MOKYTIKa WK apeHa o00pyIoBaHus;

YeI0BeueCKre pecypchl;

KOMMYHAaJTbHbBI€ yCIyTH, nojgepKKa ceTH,

MH(POPMAI[MOHHOTO I[eHTpa W [pPYrde pacxofbl Ha

cpezicTBa 06C/Ty)KUBaHHS

B HajJ0TH, aMOPTHU3al[Usl, TIPOIIEHTHI MO 3aiiMaM.

CymMma 3TuUX 3aTpaTr mpeAcTaBiaseT co00if MUHMMAIBHYIO LIeHY
Ha YCJIYTy - TOT CaMblii (DMHAHCOBBIN TOPOT, HUXKE KOTOPOTO
MOCTAaBIMK yCAyr He OygeT omyckaTbCsi npu (GOPMHUPOBAHUU
KOMMEpUeCKOTO MpeIoKeHus.

o [lorteniuuan reHHoctu ycayru (Service Value Potential) - orjenka,
OCHOBAHHas Ha LIEHHOCTU YCAYIM C TOUKA 3peHUs 3aKa3uuka
WU TIpefe/bHBIX 3HAUeHWM TMONEe3HOCTH W TapaHTUH
npejjiaraeMoil  yCJIyTM B CPaBHEHWH C HCIO/b30BaHUEM
coOCTBeHHBIX aKTUBOB 3aka3uuka. CHauana B KaueCTBe OCHOBBI
YCTaHABIMBAKTCS 3/IEMEHTHI YCIYTH, KOTOPble MOTYT IIPUHECTU
[IEHHOCTh 3aKa3uuKy. 3aTeM KaKIbli 37eMEeHT OL[€eHUBAeTCs
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OT/Ie/IbHO B COOTBETCTBUM C MPeJOCTABJIAEMON UM I[eHHOCTBIO.
B koHIje cyMMBI OT BCeX 3/1eMEHTOB CK/Ia[bIBAIOTCA BMECTe C
3aTpaTaMd Ha HUX TMpeJoCTaBieHue, uToObl OMpefenuTh
OKOHUATEe/IbHYIO LIeHY YC/IYTH.

B3auMoCBsI3b ABYX KOHILIEMIWiA MIpeACcTaBieHa Ha puc. 3.9.

LieHa oBecneverna

n
[OTeHUWaN UEHHOCTH YCIyr yenyrm

MoteHuman
N{OUABOANTENEHOCTH AKTUBSI
MocTaslywka,
AKTVBLI ”p°“3“°;’;;?_“"”°°“ ncnonb3ayemble
3aKkasuuka + + ans
obecneueHns
yenyr
MoTerumMan ueHHoCTH
+
Kenaembii Peanusalis
pesynbTaT LEHHOCTH yenyr
Puc. 3.9. [Tonb3oBaTenpbCcke  akKTUBBI KakK  OCHOBA

(hopMUpOBaHUS LJEHHOCTH YCIYTH

3. MogenupoBaHue cripoca

[Inoxoe moHUMaHMe CIpoca W ero BAUSHUS HAa BCe MPOL|ecChl MOXKeT
MIPUBECTH K DOJIBIIMM 3aTpaTaM ¥ pUckaM. B uacTHOCTH, CLIPOC TeCHO
CBSI3aH C KOJTMUECTBOM YCJIYT, KOTOPBIE@ 3aKa3uuK OyneT "mpou3BoAuTh'".
Oto TpebyeT oT YnpaByieHus ¢uHaHCAMU CIIOCOOHOCTU MIpeJBUAETEL U
U3MepSTh BO3MOJXKHbIe KonebaHusi Orwpkera OT MHOOBIX U3MEHEHUN B
cnpoce. [lnd OLleHKM Crpoca Ha YCIyTH, TPUHSTHS PeLleHUud u
KOHTPOJISI KIHOUeBOu siBisieTcss uHQopmanus u3 Karanora ycayr u
YnpaBaeHuss MOUHOCTAMH. YnpaBaeHue wMouHocTamu (Capacity
Management) - mpoiecc, OTBeuyalwIMii 3a CBOEBPEMEHHOEe U
3¢dexTUBHOE MO 3aTpaTaM COOTBeTCTBHE MouHocTH ycayr u [T
UH(PaACTPYKTYPHI TpeboBaHUSIM COIVIaCOBaHHBIX lleneBbix
TOKa3aTesiell YPOBHsI YCAYyTH. YIpaB/ieHHe MOIIHOCTSIMU TPUHHUMAET
BO BHHUMaHUe BCe peCypchl, HeobxoauMele J1si TpeAoCTaBIeHus YCIIyT,
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d TAKXKe IMTPOMU3BOJHUT KPaTKOCPO4YHOE, CpedHeCPOYHOe U O0JIT0OCPOYHOe
TJIaHupoBaHue TpeboBaHui OusHecall].

BakHyi0 ponb mpU MOAENMPOBAHUM CIIPOCAa MrpaeT oOmnpejeieHue
COBOKYITHOW CTOMMOCTHA WCIO/NB30BAaHUSL YCJIYTH U9 3aKa3uMKa.
CoBokyrnHas crouMocTb ucronb3oBanus (Total Cost of Utilization unu
TCU) - nonHble 3aTpaThl 3aKa3uMKa Ha MCIOJb30BAHWE YCAYTU Ha
TIPOTSKEHUH BCEro ee KU3HEHHOr0 L[UKIa.

MogenupoBaHue cripoca MNpeAHa3HAuYe€HO IS OL[EHKH 0XKHM/AaeMOro
WCII0JIb30BaHU YCIYTH OU3HEcoM U HeoOXoAUMBIX IPU 3TOM PeCypCOB
nocraBupka ycayr. Kartanor ycayr Bausier Ha Moge/MpoBaHue Cripoca,
HOo ansa mwoboi [T-opranusanuu gomkHa ObITh U obpaTHas CBS3b -
MOZIe/ITMPOBaHUe CIIPOCca JA0/DKHO BAusTh Ha KaTasnor ycnyr.

4. Ynpaenenue IToptdenem ycayr

YnpaBnenue Iloptdenem ycayr pomkHO OBITE OCHOBaHO Ha
YnpaBnenuu ¢uHaHcamu. I[loHumanue, a miaBHoe, ¢UHAHCOBas
OLIeHKa [IOJTHOW CTOUMOCTH TIpeJOCTaBJIeHUS YCJIYTU T103BOJISIeT
TOCTAaBIIMKY CPaBHHUBAThb CBOW YCJIYIM C aHal0TaMU y KOHKYPEHTOB.
OTo cpaBHeHUe HeoOXO[UMO [/ TIDUHSITUS KIHOUEBOTO peIleHus -
BBITOJHO JIM MOCTABILMKY YC/IYT PeJOCTaBIATh TY U/IA UHYIO YCIIYTY.

5. OnTtuMu3ayus nNpejoCcTaBaeHUs yCIyT

OnTtumu3zainuss  npefoctaBaeHus  ycayr  (Service  Provisioning
Optimization unmu SPO) - aHanu3 (MHAHCOB U OTPAaHUYEHUIH YCIYTH
[Uisl TIPUHSATUS PellleHus B C/lydyae, eC/d aakTepPHATUBHBINA MOAX0] K
NpeJOCTaBAeHUI0 YCIYTH MOXKeT YMEHBIIMTb 3aTPaThl UM YIYYLLMTh
KauecTBO. YmpaBjeHue (MHaHCAMH siBJjisieTcs KitoueBbiM asis SPO.
OcHoBHbIMU KaHaugaTamu SPO aBAAIOTCA yC/Iyrd, KOTOpble Oblin
oTMmeueHb! Ha yganeHue u3 Karanora ycnyr. I[lpegocraBnenue ycnyru
MOXXeT CTaTb HEBBITOAHBIM JJIsl [TOCTABUIMKA YC/IYT, €C/IA KOHKYPEeHTHI
MOTYT TIPeAJIOKUTL Ooslee BBICOKOE KaueCTBO WJIM TOJIE3HOCTh WJIH
Donee HU3KYIO LieHY. YianeHWe YCIYTH MOXKeT CTaTh CAeACTBUEM U
apyrux (akropor, HanpuMmep, OaHANBHOrO ycTapeBaHUs. YIpaB/ieHHe
dunancamu obecrreunpaer IT-opranuszanuio uHbOpMalueir o
CYLIECTBYIOIIMX 3aTpaTax Ha VYCAYrY, aJbTepHaTUBHBIX MeToAax
NpejoCTaBAeHUsl YCIYTH, BO3MOXKHOCTAX €e HWCHO0Mb30BaHUs B
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KOMOMHAIUSAX C JPYTUMH YyCIyramH, (PMHAHCOBBIX CTPYKTypax W T.II.
OTta uHboOpMalus sSIBJIseTCA KIoueBoi ans dopmuposanus [lopTtdens

YCJIYL.
6. JloBepuTenbHOe MIaHUPOBaHUE

OpHoit u3 1eneid YnpaBneHusi (pUHaHCamMu siB/sieTcs: obecrieyeHue
JOO/DKHOTO (MHAHCUPOBAHUS Ha MPeJOCTAaBJIeHUEe U COMPOBOXKACHUE
ycayr. IInaHupoBaHue BBITIONHSET KOJIMUECTBEHHYIO OL[€HKY CrIpoca
Ha yciayrd B OyayiieM. BxogHble JaHHbIe JOJDKHBI OBITH COOpaHbI CO
Bcex obnacrer gesrensHocTu [T-opraHusaiiuu u OM3Heca U OTpaXkaTh
KapTUHY B 1]€JIOM.

"[loBepuTenbHOE" 3/1eCb 3HAUUT HEKyH) VBEPEHHOCTb B TOM, 4TO
TIpUMeHsieMble B YpaB/ieHHHU (UHaHCAMU JAHHBIE U MOZENH Crpoca
U TIPe[JIOKeHWS] MMEHT BLICOKUM yPOBEHBb [JOCTOBEPHOCTH.
CooTeercTBue UH(OPMALUU BAXKHO MO IBYM OCHOBHBIM MPUUHMHAM:

© [aHHBIe UTPAlOT  KPUTHUYECKYHD POJb B JJOCTHXKEHUHU
Yrpaenenus ¢uHaHCaMU TTOCTAaBIEHHBIX 1je/Tel

© BO3MOXHOCTb HEKODPEKTHBIX [JaHHBIX [0ApPbIBAET 3HAYeHHUe
MPUHSATBIX PeIIeHUu.

Tak kak YnpaeneHue ¢uHaHCcaMM TIpefOCTaB/sgeT MHGOPMaLUIO [J1s
NPUHATHS MHOTHX PpeIIeHWIl B CepBUC-MEHEe)KMEeHTe, YPOBEHb
COOTBETCTBUS 3TOW WHpopmaruu 00sa3aH ObITh BhICOKUM. JIroOas
HEYBEPEHHOCTh B ee TOUHOCTH U aKKypaTHOCTH BBI30BET HeJl0Bepue K
LIeHHOCTH YipaBjeHus: pUHAHCAMHU B 11€/I0M.

7. AHanu3 wWHBecTMUMH B yciayru. Llenpro aHanu3a WHBeCTULUU
AB/ISIeTCS  W3BJI€UEHUE CTOMMOCTHBIX TIOKasaTered [n1si  BCero
JKU3HEHHOT0 LUKIa YC/IYTH. CTouMOCTHBIE roKasaTesu
OCHOBBIBAKOTCS HA TMOJIYUeHHOW I[€HHOCTH YC/IYT U 3aTpaTax Ha BCeM
JKU3HEHHOM LIUKJIe YCIIYTH.

8. Yuer 3aTpar

Yuet 3atpar B 00/1aCTH CcepBUC-MeHe)KMeHTa TpefyeT MHbIX METO/I0B
U CPefCTB HeXKe/H TPaAUuLMOHHBINA OyXraiTepCcKui yder.

Yuer 3atpatr (Accounting) - mpoiecc, OTBeyalwuUMi  3a
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naeHTudUKaLMI0 GaKTUUEeCKUX 3aTpaT Ha MpeioCTaBeHue YCJIyTH, UX
COTOCTABJIeHHEe C TIJIAHOBBIMM  3aTpaTaMu, W  yIIpaBjeHue
oTKIOHeHusiMu OT biomketa[l]. Ynpaenenue ¢uHaHCaMu wurpaer
CBS3YIOIIYI0 POJiIb M@XAYy KOPIOPaTUBHOW (MHAHCOBOM CHUCTEMOU U
cepBucC-MeHe/pKMeHTOM.  Pesynsrater  dyHkiuum  Yuera  3aTpar
SB/ISIFOTCS BXOAHBIMHM [IaHHBIMHU [Isl TIJIAHUPOBAHUS U TOMOTAKOT
Aydllle TOHSATH W [eTaJu3upoBaTh IIPOLeCChl CHAOXeHUs u
noTpebieHusl.

BrigensoT cneayronpe criocodwl k1accuukauu 3aTpar:

o KanuTtaneHbIe/3KCIIJIyaTallHOHHBIE 3aTpaThl - KilacCUdUKaLus
OTpakaeT pa3lIuuHbIe MEeTOJO0JIOTUH OyXraaTepckoro yuera,
KOTOpBIe TpeOyeT OM3HEC U PeryisTopsl.

o [IpsiMble/KOCBEHHBIE 3aTPaThI

B mpsiMble 3aTpaThl OTHOCSATCS K KOHKDETHOM yciyre,
KOTOpas U SIBJISIeTCS MX e[IMHCTBEeHHBIM NOTpebuTenem;

B KOCBEHHbIe 3aTpaTbl WM 'pacrnpefesieHHble" 3aTpaThl -
3aTpaTthl, KOTOpbIe paclipejefieHbl MeXJy MHO>KeCTBOM
YC/IYT TaK, YTO KaXKJasl ycayra rnotpeb/isieT Kakyrw-To 4acTb
OT 00111e# CyMMBI.

o [locTrosiHHBIE/TIEpEMEHHBIE 3aTpaThl - 3Ta KilaccuduKalus
OCHOBaHa Ha [IOTOBOPHBIX 00f3aTenbCTBAaxX MO BPEMEHU WU
1eHe. CTpaTerMuecKuii CMbIC/I TakoW KnacCU(GUKAIUM B TOM,
uyTo OM3HeC AO/HKeH CTPeMUTBCS K ONMTUMM3ALUH TTOCTOSTHHBIX
3aTpaT ¥ MWHUMM3HPOBAThL TepeMeHHbLIe 3aTpaThl C 1je/bl0
obecrieueHus MaKCUMa/bHOU npeJCcKa3yeMOCTH U
CcTabUIBHOCTH.

© EAuHUIIBI 3aTPaAT - 3TO 00BIUHO JIETKO UCUKUC/IUMBIe (Harmpumep,
YMCEHHOCTb  COTPYJHUKOB, KOMWUYECTBO JIMLEH3UH  Ha
nporpamMmHoe ofecriedeHue) WM U3MepUMbie  00OBEKTHI
(manipumep, 3arpy3ka LIITY, morpebsenHas 3mekrposHeprus)[1].
Eguuuna  3atpat wuaeHTHUIUpPYeT eAMHUIY  pacxoaa,
PACCUNTBIBAEMOTO /111 KOHKPETHOM YCITYTH.

9. CootBercTBHE

CootBercteue (compliance) - obecneueHue yYBEpEHHOCTH B
cobmrofleHu CTaHJAPTOB MM Habopa PYKOBOASIMX [JOKYMEHTOB,
TIOJTHOTE U 1]eJIOCTHOCTH 4ero-aubo, UCIoMb30BaHUM OTpefie/IeHHBIX
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10.

YCTaHOBJIEHHBIX MpaBu [1].

B koHTekcTe YiipaBieHusi (HUHAHCAMM COOTBETCTBHE O3HayaeT
WUCTIOb30BaHUE METOJOB W TPAKTUK HAJJeXKallel TOYHOCTU ¢
CTOMKOCTH. OTO OTHOCUTCS K OleHKe (UMHAHCOBBIX aKTHBOB,
KaruTaau3aluu, OIpeJe/IeHUI0 [0X0/a, KOHTPOJIK [OCTyla M
6ezonacHocTy u T.. COOTBETCTBUE JIETKO JOCTHXKUMO, €C/d
MpUMeHsieMble  MeTOflbl W  TPAKTUKM  3a[0KyMEHTHPOBAHBI.
[TocTaBUMKYy yCIyr KpaiiHe BaKHO 3HaTb CTOMMOCTh oOecrieueHus
COOTBETCTBUSI MPEJOCTAB/ISEMbIX YCIYL YCIYTH, KOTOPbIe MOTYT ObITh
NpeioCTaBaeHbl MO 33aJaHHOM 1jeHe OfHOW 00/1acTH, BO3MOXHO, He
CMOTYT OBITH TIpEIOCTABJEHBI TI0 TOW »Ke I1leHe Apyroil obmactu
WMEHHO u3-3a mpobseM C COOTBeTCTBHMEM CTaHJAApTaM, 3aKoHaM,
YCTaHOBJIEHHBIM HOPMaM U T.T1.

MopenupoBaHue nepeMeHHbIX 3aTpaT

MopenupoBanue tniepemeHHBIX 3aTpaT (Variable Cost Dynamics uau
VCD) - TexHuKa, HUCHOab3yeMasi Jjsi MOHUMaHMs, KakMuM oOpa3zom
TIOJIHbIe 3aTpaThl MOJBEPrarTCs BAUSHUI0 MHOXKECTBA KOMIJIEKCHBIX
W3MEHSIIOIIMXCSL 3/IeMEHTOB (MepeMeHHbBIX), BHOCSINMX KaXKAbId CBOM
BK/aJl B IpelocTaBaeHue ycayr[1].

Huxe npegcTraBJ/ieH KOpOTKHiJI rnepedyeHb BO3MOYKHBIX TT€peMEHHBIX
3dTPAT, KOTOPLIE MOT'YT OLITL BKIIOUEHB] B aHA/IU3:

KOTMYEeCTBO U THUIIBI T10JIb30BaTe/IeH;

KOTMYeCTBO JIML|eH3UH Ha MpOorpaMMHoe obecrieueHue;
MEeXaHM3MbI JOCTaBKH;

CTOMMOCTbL COMPOBOXK/€HUS XPaHUIUIIA JaHHBIX;
KOJIMUeCTBO U TUIIbI PECYPCOB;

CTOUMOCTE J0DaBIeHN ellje OHOr0 YCTPONUCTBA XPaHEeHHUS;
CTOUMOCTE J0DaBIeHN ellje OAHOro mob3oBarens[6].

o ¢ ¢ 0 & 0 o

KomuuecTBOo mepeMeHHBIX 3aTpaT 3aBUCUT OT TUMA aHAJIU3UPyeMOU
ycayrd. Beuay atoro VCD comepXuT 60/bII0e KOJTMUeCTBO CIieHapueB
U JIOTIYIIEHW#, Ka)XKAbli W3 KOTOPBIX MCIIO/b3yeT CBOM Habop
WHCTPYMEHTOB /111 Mo/ cyeTa epeMeHHbIX 3aTparT.
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3.4. Bo3Bpar uHBe CTULIUMI

Bo3epar uHBecTHUI[MIl B TPAJULIMOHHOM MOHHWMAHWM 3HAUUT OKYIaeMOCTb
B/IOXKEHUHM, TO eCTb OTHOLIEHWE TIOJyYeHHOU NPUOBIIM K BJIO)KEHHOMY
kanutany. B koHTekcre ITIL Bo3BpaT MHBECTUI[UIT UMeeT HECKOJIBKO ApPYroe
3HaueHue. Bo3Bpar uHBeCcTULMI (JaKTHUECKU SIBJISIETCS MEPOW BO3MOKHOTO
WCMOMB30BAHUSl aKTHBOB [/ yBeIWUeHUs LieHHOCTH yciayru. llpuBegem
omnpegeneHue u3 opuiiuanbHoro moccapus [TILv3:

Bosepar wuHBectupuu (Retwrn on investment unmn ROI) - usmepenue
OKHJlJaeMbIX BBIFOZ, OT MHBeCTULMH. B mpocTeiimem ciydae 3TO 4uCTast
npubblb  UHBECTULMH, [Je/leHHas Ha CTOMMOCTb HWHBECTHMPOBAHHBIX
akTuBoOB [1].

Komnanuu wucnone3yror ROI ans nOpuHATUSA pellleHUS OTHOCHUTENBHO
BJIOXKEHUH B pa3BHUTHE CEPBUC-MEHeKMEHTa, KOTOpbId caMm mo cebe He
HeceT siBHbIe TaKTUUecKue mpeuMmyiectsa s 6usneca. ROI ucnons3yercs ¢
MO3ULIMU TPeX COCTaBJSIONMX, BXOASUMX B 000U MpoOeKT - mepcoHasna
KOMIIaHUH, TIPOLIeCCOB ¥  TeXHOJOTWi. [lamee TPOM3BOOUTCA  UX
npeobpa3oBaHue B KOJIMYECTBEHHBIE BBIXOAHBIE MapaMeTphl, COM3MepHMBbIe
C TIOIe3HOCTHIO MpejiaraeMblX YC/IyT U CTOUMOCTBIO UX MPeioCTaB/IeHU .

PaccmoTpeHue MHBECTUI[MM B TAaKOM KOHTEKCTe 3HAuMTe/JbHO objeryaer
HaXOXJeHHWe O0XKUJaeMblX BBITOJ MW COOTBETCTBEHHO OMpeJerneHue
nokaszarenss ROI. [lpyrum pe3ynsTaToOM TakoTo MOAX0Ja SIBASETCA CO3/laHUe
Pa3sHOCTOPOHHUX, C TOUKUA 3peHUS 3HAHUH, KPOCC-DyHKIIMOHATBHBIX KOMaH[I,
Jensaupx MexXay coboil OTBETCTBEHHOCTH 3a ycrex nmpoekra. B Takom ciyuae
AIOAW U3 pasHbIX MoApasjeneHuil paboTalOT BMecTe, U HUKTO HE MOXKET
Oosnbllle BO3/IOXKUTH OTBETCTBEHHOCTH TOJ/BKO Ha [T, unu HaobopoT, Tak Kak
CTAaHOBUTCSI OYEBUIHOW B3aMMOOTBETCTBeHHOCTD Jitofei [9].

B ITIL npegcraBneHo tpu noaxoga ROI:

e bBusHec-KeliCc - ompejeneHue KIKUEBBIX acreKToB Ou3Heca, KOTOpbIe
3aBUCAT OT CepBUC-MeHe/P)KMeHTa.

e [Ipeamporpammubiii ROI - TexHWKM [jisi KOMUECTBEHHOTO aHasau3a
WHBECTUI[UM B  CEepBUC-MEHeKMEHT (MCXoAsi U3  Ha3BaHuf,
TIpUMeHsieMble 10 UHBeCTUPOBaHHUS);

e [loctnporpammubiii ROI - TexHWKu [is1 aHanM3a WHBECTUIMU B
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CEPBHUC-MEHEIKMEHT l'[OCTClJéIK'I'yM.

3.4.1. Bu3HeC-Keuc

Bu3snec-keiic - ob00CHOBaHUE KakoW-1MOO0 3HAUMTE/NIbHOW CTaThbU PaCXOfOB.
Brimrouaer wH(opManurw 0 3aTparax, BBITO[e, BapUaHTax peanu3aluu,
CMOYKHOCTAX, PUCKaX W BO3MOXHBIX mpobiemax [1]. dakrtuuecku, busHec-
KeiiC $SIB/IeTCS WHCTPYMEHTOM TPUHATUS peIeHUd U TIJIaHUPOBAHUS,
KOTOpPBIA TIPOTHO3UpPYeT Haubojiee BepOSITHbIE pe3ylIbTaThl [JeATeTbHOCTH
bu3Heca. Pe3ynsratel MOryT oToOpaXkaThCsl KOJTMUECTBEHHO U KaueCTBEHHO.
Ha pucynke npejicraBieHa CTpykTypa OusHec-keiica u3 mybnukauu "Service
Strategy":

Cmpykmypa 6u3sHec-xelica

BeenexHue
MNpepcTasnaeT BU3HEC-LENH YCnym

MeToabl u gonywWweHUA
Onpegenset rpaHvubl BMEHEC-KBAGA BPEMEHHOW MHTEPEBAN,
JaTpaTkl U Beregbl

Bnuanue Ha BuaHec
DUHAHCOBBIE W HEDHHAHCOBLIE PaIyNETATH GUIHBC-KeNGa

PWCKM M HenpeaBuaeHHbIe 0GCTOATENLCTEA
BOoaMOMHOCTE BOSHWKHOBEHWA HENPEABHOEHHBIX pE3YNETATOR

PekomeHaauunm
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Puc. 3.10. Ctpykrypa Ou3Hec-keiica

Llenu Ou3Heca, Kak MpaBUJIO, OMNpeAeATCs A0CTaTouHO 00600IIeHHO.
BeifienisitoT criegyroLpe TUTTHI 1[eNIei:

1. omepauMOHHBIE: MUHUMH3UPOBATE PUCKH, YBEIUUUTE IPHEKTUBHOCTS,
YBeIUUUThL NPOU3BOAUTENLHOCTD U T.II.

2. ¢uHaHcoBbIe: U30€XKaTb M3/IePXKEK, YBEJUUUTh [JOXOAbI OT aKTHBOB,
YBEIUUUTH BBIPYUKY U T.II.

3. cTparermueckue: TpPeACTaBUTb KOHKYPEHTOCIIOCOOHBIE TIPOAYKTHI,
VIYULIMTh Y40B/I€TBOPEHHOCTH 3aKa3UMKOB, MTOBBICUTh KaueCTBO U T.II.

4. orpacneBble: YIy4YIMTb MO3ULUI0 Ha PBIHKe, 3aHATb JIMJUPYIOLIYIO
MO3ULMI0 Ha PBIHKE U T.II.

Ecnu xomnaHusi MOKymaeT yYC/Ayry, OHa pacCUMThIBaeT MOJYYUTh OT Hee
MOJ/JEP)KKY OCYIIEeCTBJIEHUSI TIOCTaB/JIeHHBIX Iljesield. BHeagpeHHas yciyra
OKa3bIBaeT OMpejieJIeHHOe BIUsHUE Ha OHU3Hec, KOTOpoe He UMeeT HUKAKOro
3HaueHus 6e3 MPUBSI3KU K OTIpe/je/IeHHbIM Ou3HeC-11e/sM.

3.4.2. Ilpen-nporpammubiyi ROI

CepBUC-MEHE/PKMEHT B HEKOTOPBIX Ciydassx TpebyeT 0/rocpouHoro
¢unancoBoro tutaHupoBaHus. CocTaByieHue OrmpKeTa [JOJTOCPOYHBIX
PacxofioB pacra/laeTcsi Ha AiBe DO/bIIMEe KaTeropvu: peieHus 1mo otbopy u
pelleHUs 1O pacrpejesieHd0 TMpuBuiernit. Pemenue 1o  or6opy
npeArnosiaraeT TMPAHATHE pelIeHUsi OTHOCHUTENIbHO TOTO, TIPOWJET Jin
npejjiaraemasi  CepBUC-MEHEe[)KMEHTOM HMHHUI[HaTHBA  YCTAHOBJIEHHYIO
rPaHMILY, HAMPUMEP, MHHHMa/bHbI BO3BpaT BJOXKeHWH. Ha sTom 3tare
oTipefiesisieTCsl B 1[€JIOM, TIPUTO[IeH JIi WHBECTUI[HOHHBIA TIPOEKT [ist
JanbHEeMIero paccMoTpeHus.. PemeHuss 10  BbIbOpY  Mpejmosiaraer
paH)KUPDOBAHWE  WHBECTHI[MOHHBIX  TMPOEKTOB W  pacripejeneHue
MIPUBUJIETHM.

Ectb nBa mopxoja sl IPUHSATUS PeELIeHUN OTHOCHUTENBHO A0ITOCPOYHBIX
KalU TaIOBJ/IOKEHUM

e UucTelii auckoHTUpOBaHHBIA goxof (Net Present Value (NPV)) - aTo

CyMMa AUCKOHTHUPDOBAHHBIX 3HAYCHUH IMOTOKa HHaTE}KEFI,
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TIPUBENEHHBIX K CerofHsmmHemy JAHK0O. [IpumMeHUM [nad TNpPUHATHSA
peleHu Mo 0TOOPYy UHBECTULMOHHBIX TTPOEKTOB.

e BuyrpenHss Hopma goxogHoctd (Internal Rate of Return (IRR)) - 3To
TIPOLjeHTHAas CTaBKa, MPU KOTOPO UMCTBIN JUCKOHTHPOBAHHBIN 10X0[
(NPV) paBen 0. ITlpumeHuM [ TIPUHSATHS PeHIEHUN 10
pacrpezieleHUI0 PUBUIETHHA.

[MTokazatens NPV mpezactaBasieT coboit pasHUIy MeXKAY BCEMHU J1€HEKHBIMU
NPUTOKAMU U OTTOKAMH, MPUBEJEHHBIMU K TEKYIIeMy MOMEHTY BPeMeHH
(MOMEHTY OL]eHKM MHBECTUILMOHHOrO Tnpoekra). OH MOKa3bIBaeT BeJUUUHY
JeHE)KHBIX CPeACTB, KOTOPYK) WHBECTOP OXXHUJAET MOJIyUUThb OT IPOEKTa,
Mmocje TOro, Kak [IeHeXHbIe TIPUTOKA OKYIISIT ero IMepBOHAYaabHbIe
WHBECTUIJMOHHBIE 3aTpaTbl U  TepUOAUYeCcKUe [eHEXHble OTTOKH,
CBSI3aHHBIE C OCYILECTBJIEHUEM TMPOeKTa. 3HaueHWe Pa3HUI[bI JBYX MMOTOKOB -
KalUTalOB/JIOXKeHUsT U NpUOBIA - oOrpejensieT, YMecTeH JId [aHHBIU
WHBECTUL[UOHHBIN TTPOEKT:

¢ ecmu NPV umeer nonoxxuTenbHOe 3HaYeHHe, TOTAA MPe/10>KeHHBIN
WHBECTULIMOHHBIN MPOEKT rpuemieM. bosee TOro, oH 3KOHOMHYECKH
sddexTrBeH, Tak Kak obemaer mpuHectu Oosibiie, uem TpeOyeMblil
MIPOL|eHT BO3BpaTa WHBECTULIUI.

e eciu NPV paBeH Hymo, TOrja MNpejIoKeHHBIH WHBECTULMOHHBIN
npoekT Tawke npuemneM. OH obemper npuHECTH TPUOLLIL,
SKBUBAJIEHTHYIO TpeOyeMoMy MpOLIeHTY BO3BpaTa MHBECTHLUH.

e eciu NPV umeer HeraTUBHOe 3HaueHHMe, TOT[A TIpejI0)KeHHas
nporpaMMa MHBeCTHLMH HeymecTHa. OHa TpUHeCeT MeHblle
TpebyemMoro rpoieHTa BO3Bpara.

KpynHbie koMaHuu 00bIYHO DUKCUPYIOT 00si3aTeIbHBIN MPOLIEHT BO3BpaTa
WHBECTUIUH. DTO yCpefiHeHHash BeIWYMHA (B TPOL[EHTaX WM [OJsX),
KOTOPYI0 KOMIMaHWs [O/DKHA 3all/aTUTh MalIMKaM WM KpeJuTopam 3a
MCIOJ/Ib30BaHNEe WX KalmuTanoB. 3HaueHHWe TpebyemMoro rpoijeHTa BO3BpaTa
WHBECTUI[MH (AaKTUUeCKHd SIBASETCS TPaHWI[eW [/ TIPUHSTHAS PeIIeHUU
OTHOCHTE/bHO PeHTabeIbHOCTH WHBECTULIUH.

NPV nnoxo noaxopguT fas paH>XMPOBAHUS WHBECTULMOHHBIX TIPOEKTOB, TO

eCThb [/ TIPUHATHUS PELIeHWN 10 TpuBUJIerusM. Ero MOXXHO TPHUMEHUTb

TOJBKO TIPU YCIAOBUM OJUHAKOBLIX WHBECTUI[MH, UTO Ha TpaKTHKe

BCTpeuaeTcsi KpaliHe peako. /[lnd TIpUHSATHSA pPelleHWH OTHOCUTENBHO
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PAaHXXHWPOBAHHKA MPpEN/I0KEHHBIX da/IbTEPHATHUB JIYUIIE MCIT0/1b30BaTh IRR.

Eme pa3 moetopum, uto IRR - 3To mporjeHTHasi cTaBKa, MPU KOTOPOWM
YMCTBIM JUCKOHTUPOBaHHBIM goxon (NPV) paBen 0. HaubGomee mpoctoi
criocob moacuera IRR:

IRR=Tpebyembie = uHBecTHLMU/UYUCTBIE  eXerogHble  maaTexu. [lo
nojsyueHHOMYy 3HaueHUI0 IRR Bbrumcnsiercss mpoieHT Bo3Bpara ( C y4eTom
3aJaHHOTO TIepuofa, 00bIUHO, 5 /1eT), KOTOPBI CPaBHUBAETCS C TpeOyeMbIM
MpPOLIEHTOM BO3Bpara [Aas JaHHOW KommaHud. Eciu OH MeHbLe, TO
WHBECTUI[UOHHBIA TIPOEKT HeBbITOZEH.

Takum o6pa3oM, TIpU TIPUHATHM UHBECTULMOHHBIX pemeHui IRR
UCIONIb3yeTCd  [JjIs  pacueTa TMPOLjEHTa BO3BpaTa  aJbTePHATHUBHBIX
uHBecTuuil. [Ipu BbiOOpe M3 HECKOMBKMX WHBECTULIMOHHBIX MPOEKTOB C
pasHbiMd IRR, BEIOMpaeTcst MpoeKkT ¢ MakCMManbHLIM 3HaueHHeM [RR.

3.4.3. IToctnpoektHbi ROI

MHorue KOMIAaHUM BHEJAPAIOT TMPeAI0XKeHHbIe CepPBUC-MEHeI)KMeTOM
pelieHus 0e3 MpeBapUTELHOIO pacueTa BRITOAHOCTH WHBeCcTULIMH. Tem He
MeHee, 0e3 uyeTKOTO (UHAHCOBOrO OMpe/e/ieHUus >KelaeMbiX Liejield |
JOCTUTHYTBIX pe3ylbTaTOB, OHM He MOTYT W3MEePUThb L|eHHOCTb, KOTOPYHO
MOJyYU/Id B pe3ylbTaTe WHBeCTHUPOBaHUs. bosee TOro, Ha ompejeneHHOM
JTane WCMOMb30BAHUSI YCJIYTH MOXKeT MOTpeOOBaThCsi [OMOJIHUTETBHBIE
BJIOXKEHUS] CPeACTB, WM MHBECTOPHI 3aXOTAT TOAYyYUThL (UHAHCOBOE
obocHoBanue HeobxogumocTu 3Tux BaokeHui. IlocrnpoektHsiii ROI
npeAHa3HaueH s onpejeneHust 3(GGhEKTUBHOCTU WHBECTULIUI TIOCIe UX
BnoxkeHus. Ha puc. 3.11 npeacraBaeHa cxeMa noctrnpoekrtoHoro ROI.
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Drnaue pesym-aTa

Puc. 3.11. Cxema nocrrnpoekrsoro ROI

Hns Hauana HeoOXOAMMO OTpeAENUThH 1€l WHBECTULIMOHHOTO IPOEKTA.
Llenn wmoryt OBITh pa3HbBIMHM, Harpumep, 'VIYUIIMTL KayecTBO YCJIyTH',
"BHEIPUTHL JIy4lllie MPOU3BOJCTBEHHbIE MPAKTUKU', "CHU3UTH COBOKYITHYHO
CTOMMOCTBb BlaZeHUusa" U T.II.

COop [JaHHBIX SB/SIETCS OUe€Hb Ba)KHBIM 3TarioM pacueta ROI, Tak kak oT
HEro0 3aBUCHUT KOPPEKTHOCTb U TOYHOCThH MOJYYEHHOro 3HavyeHud. llenu
VHBECTUPOBAHUSI TMOMOTalOT OMNpefesuTb HWCTOUHUKM U TPUPOLY
HeoOxoquMBIX JaHHBIX. Hampumep, nmapaMeTpsl M3MepeHUs KauecTBa yCIyrH
W/ aHKeThI Jjis OTIPOCa KIMEHTOB 00 YPOBHE UX YOBIETBOPEHHOCTH.

,[[aﬂee pPe3ynbraTbl MHBECTHIJMOHHOIO ITPOEKTa JOJ/IXKHbI OLIThL H30/IMPOBdHEIL.
HCHOJ’IEG}?ETCH HEeCKOJ/IbKO MeTO[0B:

1. lporHo3uporanue. B gaHHOM MeToge ualle BCErO CTPOUTCS
TPeH/I0OBasi JIMHUS, UTOOBI CIIPOTHO3UPOBATh, UTO ObLIO ObI, eciu ObI
aHa/IM3UPYyeMblii UHBECTUIIMOHHBIN TPOEKT He Obl1 BHeapeH. Metoj
M03BOJISIET MOJIYUUTh YMCIeHHBIE 3HAaUeHUSsI TTOKa3aTesei.

2. OueHka BAUsHUS. bBBIBAIOT C/yyad, Korga [POTHO3HMPOBaHUeE
WCTI0/Tb30BaTh HEJIb3sl 110 IPUUYMHE OTCYTCTBUSI HeOOXO[UMBIX BXOJHBIX
JAHHBIX MM CI0XKHOCTA MX W3MepeHus. Torma MpUMEHSIeTCs MeTof
OueHku BausiHUsA. B mpocTeiimeM ciiydae, 3aKa3uMKd U WHBECTOPbI
OMpeJeNiAl0T ypPOBEeHb WIYUIeHWH, TIPUHECEHHBIX BHEAPeHUEM
VHBECTULMOHHOTO MPOEKTa.

3. KoutponbHasi rpynma. TexHuka Tmogpa3yMeBaeT  peanu3aiuio
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MHBECTULUHMOHHOIO TIPpOE€KTa B KaKOH-TO 4acTu OpraHMv3aiiri.
HOHYIIEHHELF[ MMPOU3BOAUTENIBHOCTE CDABHUBAETCA C ADYTHUMH YdCTAMH
OpraHM34llMH, KOTOPEIE HE YUAdCTEOBA/IU B BKCHEPHMEHTE[Q].

Hanee ans Toro utobel moacuutare ROI, monydeHHbIe AaHHBIE AO/DKHBI
ObITh MpUBe/ieHb! K (MHAHCOBBIM TMOKa3aTensM. TexHuKa npuBefeHus Oyger
3aBHCETh OT KOHKPETHBIX JaHHBIX.

[Mocme monyyeHUs KOJUYECTBEHHOM OL|€HKA pe3yasrata, HeoO0Xoaumo
OLIeHUTHL COBOKYIIHBIE BJIOKeHUS B MPoeKT. OHU BKIHOUAlOT B ce0s: 3aTpaThl
Ha T[UIAaHUPOBaHMWe, TIPOEKTUPOBAHWME W peaju3aljuio, 3aTpaTkl Ha
obopynoeanue, 3atpatsl Ha obydeHue. [lanee ROI Beruncnsiercs mo ogHOMy
W3 pacCMOTpPeHHBbIX Bhille MeTofoB: NPV unu IRR, B 3aBUCMMOCTH OT
CUTYyaLUu.

Takum oOpa3som, Ha 3Tame onpegeneHust crtpareruu IT-opraHu3sanus
BBISIB/ISIET 1LIeHHOCTb, KOTOPYIO MOXXET MPUHeCTU OM3HeCy, U MpOAyMBIBAeT,
KaKk 3Ty LEHHOCTb MO)XKHO peanus3oBaTb B BHUJAE KOHKPETHBIX VCJIYL
WHCTpyMeHTOM BBbISIBJIEHUS YC/IYT, KOTOpPble MOTYT TNPUHECTH LIeHHOCTb,
aBnsieTcs npouecc YrnpaeneHnus [Toprdenem ycnyr. Karamor yciyr, KoTopsie
MOCTAaBIMK MOXET MPeAJIOKUTh B HACTosilee BpeMsi, pa3paboTKu HOBBIX
YCIYT, yAydllleHWe CYILeCTBYHOUMX YCIYL, BO3MOXKHOCThL Iepejadyd yCayr Ha
ayTCOPCUHT M T.I. - BCE 3T0 comep>xuT B cebe Iloprdens ycayr, KOTOpEIH
oTpaxkaeT cTpaTeruto u noreHyuan I'T-opranu3auuu.

[Mpu dopMuUpoBaHUU CTpPaTerMd TMOCTABUMK YCAYr JO/DKEH VAeIsiTh
BHHUMaHWe (MHAHCOBOW CTOpPOHE: MPAaBUIBHO CHOPMUPOBATEH LIEHHOCTb
YC/IyTH, 0CO3HATh U U3MEPHUTH MOTHYI0 CTOMMOCTh TIPeA0CTaBAeHUs YCIYIH,
MOHATh, KaKyld TPUOLIIE CMOXKET TMOJIyUUTh OH CaM, HWHBECTOPBEl |
3aKa3uuKy.
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[IpoekTrpoBaHUe YCJ/IyT KaK 3Tar >KU3HEHHOTO LIUKJ/Ia YCIIyT

HpOEKTHpOBaHHE YCIYT KakK 3Tall XHU3HEHHOI'0 LHK/Ia YCIyr: Hda3Hd4eHHe,
OCHOBHBI€ MTPHUHLHUIIBI K Pe3yIbTaThI.

4.1. TlpoeKTUpOBaHKe yCIYyT Kak 3Tarl )KU3HEeHHOTO LIUK/Ia

B xusHeHHOM 1uKiae ycayr 3a 3tanom [locTpoeHus cTpateruu cnenyet
[MpoexktupoBanue ycayr. OCHOBHOW 1efbl0 ITOr0 IJTamna SBASETCA
MPOEKTUPOBAHUE HOBBIX YCIYT U/IM BHECEHUE U3MEHEHUM B CYLIeCTBYIOIME
ycnyru. OcHOBHBIE 3a/1auu B paMmkax [IpoekTupoBanus ycayr:

1. mpoeKkTUpOBaHHWE YCIYL, KOTOpble CMOCOOHBI TOMOUYb Ou3HeECy B
JNOCTHUXKEHUHU 3aMIaHUPOBAHHBIX Pe3y/IbTaTOB;

2. TIPOEKTHMPOBAaHUE TMPOIeCCOB, MOAIEPXKUBAIUMX JKU3HEHHBIN LMK

ycyr;

ueHTU (U KALIUs PUCKOB U yIIpaBJeHUe UMU;

4. mpoekTupoBaHue 0Oe3omacHOCTH W OTKasoyctonuusoctu [T
uHppacTpykTyp, 00O0pyIOBaHUs, TIPUIOKEHUH, WHOOPMALIMOHHBIX
Pecypcog;

5. TIPOeKTUPOBaHUE METOJ0B U METPUK /ISl U3MEPEHHUI;

6. co3gaHue MJaHOB, TMPOLIECCOB, TOUTHK, CTAHAAPTOB, APXUTEKTYP U

w

NOKYMEHTOB, KOTOpbie OyayT crocoO6CTBOBaTh TMPOEKTUPOBAHUID
KauecTBeHHbIX [T-perieHuil, U yrpaB/ieHUe UMH;

7. pa3BUTHe PAa3IMUHBIX cltocobHOCTel u HaBbiKOB B [T-00nactu;

8. copelicTBUMe yIyullleHUIO KauecTBa ycayr[10].

TpeboBanus A HOBBIX yciayr (OpPMHUPYIOTCS, KaK TMpaBUI0, HA OCHOBE
nanHbix u3 [loprdens ycnyr u morpebHocTeii 6usHeca. IlpoektupoBaHue
yCAyT HauldHaAeTcsi C TocTpoeHust Habopa TpeboBanuit OusHeca W
3aKaHUMBaeTCsa pPa3paboTKOil pelleHUs, KOTOPOE CMOXXEeT YIOBIETBOPUTH 3TH
TpeboBaHUs U MOMOYL OHM3HECY JOCTHYL 3aMJIaHUPOBAHHBIX PE3YILTaTOB.
HaiigenHoe perreHMe BMeCTe C NMPOEKTHOW [JOKYMEHTAalluel MepexofuT Ha
stan BHeapeHusi Ana 3anycka, TEeCTUPOBaHUSI WM Pa3sBUTUS HOBOM/
u3sMeHeHHOW yciayrv. [IpoektHass gokymeHTaijus ycayrd (Service Design
Package unu SDP) - 10KyMeHTHI, OMpefensitolie BCe aCTreKThl YCAYTH W
TpeboBaHUA K Hell Ha KaXAOW cTaguu >Ku3HeHHoro uukna [1]. Ilepen
peanu3aiiueii TpebOBaHUS B TIPOEKTHOM [IOKYMEHTAllMHW, OHO JAO/DKHO OBITh
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MpoaHaaM3upPoOBaHo, GOPMaTM30BaHO U 00OPEHO PYKOBOACTBOM.

He Bce u3MeHeHHs B JKMU3HEHHOM IUKJIe YCIyr TpeOyiOT BOB/IeUeHUS
nesitenmbHOCTe 3Tama [IpoektupoBanus. [lpoekTupoBaHMWe 3aTparuBaeTcs,
Korma HeoOxoguMbl  "3HauuMble" u3MeHeHus. OpraHu3anus  A0JDKHA
ompeenuTb CBOM HabOp "3HAUMMBIX W3MEHEHWH', uYTOObl Ka)KZIbIU
COTPYIHUK OpraHW3alluy IOHUMAas, Korga HeoOXogMMO TMpOeKTHpOBaHUe.
Opyrumu cioBamu, abco/lOTHO BCe W3MeHeHUs AOJKHbI ObITh OLleHEeHbI CO
CTOpoHBl '"3HauumocTu" B KoHTekcTe [lpoekTupoBaHusa. Takas olleHKa
SIBJISIETCS] YaCThIO MpoLjecca YpaBJ/eHUs H3MeHeHUsIMH.

PaspaboranHoe Ha 9sranme  [IpoekTHpOBaHUSA  pelieHHE  [JOJDKHO
COOTBeTCTBOBaTL noauTtukaMm  kopnopauuu u [T, Tlostomy npu
MPOEKTUPOBAHUN HeOOXOAUMO YUUTHIBATE CTPAaTerdd W OrPaHUYeHus,
chopmuporaHHsle Ha JTarne [locTpoeHus cTpareruu.

WNutepecHo, uto B ITIL BeigeneHo Yetwipe '"TI" gns 3tana IlpoektupoBanus
YC/IYT, TaK ke Kak U j7s 3Tana [loctpoeHus crpareruu:

® MepcoHan - JIKOAW, HaBBIKK U KBanu(UKalus, BKIIOUEHHbIe B
obecrieueHue yciyr;

® MpPOAYKTHI - TeXHOJIOTUU U CUCTEMBI YIIPABJIEHUS, UCIIOTb3yeMble AJis
TpeJ0CTaBIeHUS YCIIYT;

® MpOILeCChl - TIPOL€CChI, POAM U AKTHUBHOCTH, BK/IIOUEHHbIE B
obecrieueHue yciyr;
® TapTHepPhl - BEHJAOPbI, MOCTABIIMKUA U TIPOU3BOAUTENH, KOTOPbLIe

obecrieunBarOT MOAAEPKKY U COAEUCTBHE B 00eCrieueHU U yCIyr.

[MpoexktupoBanue ycnyr B mo0ankHOM CMBIC/IE SIBJISIETCS 4YacCThHO 001ero
npoijecca udmMeHenusi 6usHeca. ITpomecc U3menenusi 6usneca u posas IT B
HeM u300pakeH Ha puc. 4.1.

Mpowuecs TpebomaHua Mpouecc Peanisay i Nony-eHide
Hanmene s BMIHECE M X FaaswTia Bmanec BLIMGO ANA
Gsheca PEEMMEY BMOCTE fivaneca npoyecca BuzHeca

Tpebosanus
WK yYCIraEm

HN3HEHHBIA LWMKN YCNyri

L 4
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Puc. 4.1. TIponecc M3meHeHus 6u3Heca

OcHoBHass ponb [IpoekTMpoBaHMA B KOHTEKCTe Tipoljecca H3MeHeHus
Ou3Heca 3axkmouaeTcs B pa3paboTke MHHOBALMOHHBIX YCIYT (B TOM UMCIIe UX
apXUTEKTYPbl, TMPOLIECCOB, TIOJUTUK U [OKYMEHTAL[MU), KOTOPbIe CMOTYT
VIOBJIETBOPUTHL HAacTosime U Oyaymme morpebHoctu GusHeca. [Ipu 3tom
K1oueBble rporecchl ITSM gomKHBI ObITH TIPUMEHEHbl B CaMOM Hauase
pa3paboTKi HOBBIX YCJIYyT WM BHECEHWs] U3MEHEeHWH B CYILEeCTBYHOIIMe.
Hwxke mpuBeseH Habop aeiicTBUil, KOTOpble HEOOXOAMMO COBEpPUIMTL Ha
stane [lpoektupoBaHuss aas TOro, urtobbl pa3paboTaHHOe pelleHUe
s¢eKTUBHO YIOBAETBOPSIO TOTPpEOHOCTH OU3Heca:

1. HOBOe pemeHHe J0/KHO ObITH A0baBneHo B [lopTdens yciyr yxe Ha
craauu ¢GopmupoBaHus koHuenuuu. Iloprdens ycayr Heobxomumo
peryisipHo OOHOB/ISITh, Aabbl OH OTpa)kan akTyaJbHbIA CTaTyC JHOOBIX,
Jaxe CaMbIX  HE3HAYUTe/bHBIX, WU3MeHeHUH B paMKax
VHKPEMEHTaIbHOTO U UTePaTUBHOIO Pa3BUTHSL.

2. B paMKax Ha4ajJbHOTO aHanM3a YCIYTH/CUCTeMbl HeoOX0qUMO TOHSThH
TpeboBanus K ypoBHIO yciyr TpeGoBaHue K ypoBHIO yciyr (Service
Level Requirements unu SLR) - TpeGoBaHue 3aka3uuka K [T-ycmayre.
SLR(b1) 0OasupyroTcs Ha OusHec-u[esisIX U MCIOJB3YIOTCS IS
TeperoBopoB U coriacoBaHus LleneBbIx TmOKa3zaTenell  ypoBHS
ycnyru[1].

3. Ucnonb3zys SLR, komaHfaa YhOpaBjieHMSI MOIHOCTAMHU  MOJKET
CMOJEeMMpPOBAaTh HOBYKW YCAYTY € HCIO/Ab30BAHUEM HMEIOLIMXCS
UH(PACTPYKTYP U MOHATL, CMOXKET /U OHA TMOAJeP>KUBATh 3Ty YCIYTYy B
panbHeimeM. Ecnu Bpemsi MO3BO/ISeT, pe3ylbTaThl MOJETHMPOBaHUS
otpassatcs B IlnaHe obecrieueHus morHOcTed. Ilnan obecrnedeHus
monmHocter (Capacity Plan) wucnosnb3yercs anst  yripaB/eHUs
Pecypcamu, HeoOXoqUMBIMU /1J1s ipeAocTaBieHus [T-ycayr. 3ToT niax
COZeP>KUT CLleHapuM JJis TPOTHO3UPOBAHMUS CIIpoCa CO CTOPOHBI
OusHeca, W OIeHKY 3arpar, HeoOxoquMmelx [Jis obecneueHus
comacoBaHHbIX LleeBbiX moKa3aTeseil ypoBHs ycayru[1].

4. Ecnmu gns obecrieueHust HOBOM YC/IYTM WM PacCUIMPEHUS TOAJePIKKH
UMEIOIIRNCS YCJIYTH TPeOyloTCsl HOBbIe MHMPACTPYKTYPhI, Heo0X0anuMo
ydactue mpoiecca YrpaenaeHus GpuHaHCaAMH.

5. AnHanu3 BnusHUA Ha OU3HEC W OLjeHKa PUCKOB B OTHOLIEHUM YCJIYTU
OO/DKHBL ObITE TIPOBeZleHbI 3a40nro Ao 9JTanoB [naHupoBaHus
MomHocTed, [IpoekrupoBaHus [JOCTYMHOCTA U (GOPMHPOBaHUS
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Ctparteruu obecrieueHusi HEMPEPLIBHOCTH.

CepBHUC-[€eCK JO/DKeH 3apaHee TOTOBUTHCSA K BHEAPEHUIO HOBBIX YCIYT,
B UaCTHOCTH, 06yuaTh CBOM mepcoHarl.

Otan BHeapeHusi MO)KeT HauMHaTh MJaHUPOBaHUE peanu3alMud U
TOCTPOEHUE PaCITUCAHUS U3MEHEeHUH.

Ecnu  HoBOM ycnyre Tpelyercs [JomosHUTeNnsHOe CHabXkeHUe,
HeoOXOAMMO BOBJEUEHHE TIpolLlecca YpaBjeHUs [MOCTABUMKAMH.
YnpaBnenue mnoctaBumkamu (Supplier Management) - mpouecc,

OTBeTCTBEHHBIM 3a obecreyeHWe TOTO, UTO [JOTOBOPbI C
MOCTaBIMKaMKX COOTBETCTBYIOT TpeOoBaHusM Ou3Heca, W BCe
TIOCTABIIMKX BBHITIOJHSIIOT CBOU KOHTPAaKTHBIe obsi3aTtenscTBall].
Ycnyra v ee KOMIMOHEHTHI TIpeCTaBAeHbl Ha pUc. 4.2.
YnpaBneHue BuaHec-
P BuaHec-yonyra A
ycnyramu
TpebosaHWa/cnpoc: BEwanec- Branec- Buarec-
npouece 1 npouecs 2 npougee 3
ConTEETETRE
I'I'-ycnyra NONATAKZM
MNoneskocTs: LIRS TAM
VWA, ONWCAaHKME, LBMbs, ycnyra
EFMWAHHE, KOHTSKTRI
apanTua:

WPORHK YCTIYTH,
L@, BReMA YGTyTH,
pacnpeneneHue oTBeTCTBEHHOCTH

AKTHBLI peCYpCE:
CHCTEME!, SHTUBL|, EDOMNOHEHTRI

AKTHB b MOLLIHOGTH!
NPoLUBCECH, BCNOMOTaTENbHbE
Uenh, pecyposl

AKTHB LI MOLLHOCTH!
PEEYPChI, NEPGOHAN, HEBLIKK

SLASLR

B

HHWW”&‘%

OpyssHne ﬁ

HatHbe ﬁ

MpiarioseHs

_

KOHTPEKTEI OLﬁ

BenomoraensHo)
yenym

CrymBn
TIOA0EPHIA

ﬂmawnuw

Puc. 4.2. Ycnyra v ee KOMIIOHEHTBI

IT Npeusccs |

YtoObl HaXOAUTH U CO3[AaBaTh peIIeHUs, KOTOPbIe CMOTYT YIOBJIETBOPUTH
HOBbIe W CYIIeCTByHOIIMe MoTpebHOCTH Ou3Heca, MPOEKTUPOBAHHE YCIYT
JOJDKHO YUYUTHIBATh KaXK/bIN U3 MEePeUNCIeHHBIX HHXKe ACTTeKTOB:

1. GusHec-mpoiecc - omnpejeneHue (YHKIIMOHATBHBIX MOTpPeOHOCTEH,
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10.

11.

JJ1s1 KOTOPBIX MPeJOCTaB/sSeTCs yCayra (HarpuMep, Telernpogaxu UiIn
BBICTAaBJIeHUE cueTa-akTyphl);

yciyra - cobCTBeHHO, caMa yCyra, KOoTopasi pejocTaBiiseTcs busHecy
u notpebutensm. Hanpumep, 37€KTpOHHasi MouyTa WA XpaHEHHeE
uHdopmaiuu;

SLA/SLR: [OKyMeHTBI, COIJIaCOBaHHbLIE C 3aKa3uMKOM, KOTOpbIe
OTIpeJieNsitoT YPOBEHb, OXBAT U KAYeCTBO YCIIYTH;

uHdpacTpykTypa - Bce obopyioBaHue, KOTOpoe HeoOXomgumo Ajsi
TpeJoCTaB/eHUs]  yCAYTH  TIO/b30BaTeIsiM, BK/IHOUasi  CepBepa,
MapIIpyTU3aTOPbl, KOHLIEHTPATOPHI, Tee(OHbI, KOMITBIOTEPHI U T.I1.;
OKpyXKarlas cpefa - OKpykKawolas cpena, Heobxogumasi [Jjist
Oe3omacHO¥M 3KCIlyaTauuu WHQPACTPYKTYPhI: KOHAWULMOHUPOBAHUE
BO3/yXa, 37IeKTPUYECTBO U T.II.

JaHHBIE - TaHHbIe, He0OXoAUMBIe /1715 TTOAJEPXKKA YCIYTH, a TaKkKe [/
obecrieuenusi OU3Hec-TIpoileccOB  HeoOXogumoOW  WHMbOPMallUen
(HampuMep, CITUCOK KITUeHTOB, OyXranTepckuil perucTp);

TIPUJIOXKEHUST - BCe TPOrpaMMHBIE TPUIOXKEHUS, HeoOXoaumelie [A7si
yrpaBjeHus JaHHbIMU W obecneunBawipme (yHKIMOHAIbHBIE
TpeboBaHusi GU3HEC-TPOIeCCoB

TOAJEePXKUBAKOIIMEe  YCIAyru: JioOble  JOMOJIHUTENBHBIE  YCIIYTH,
HeoOXoMMBIe [71s1 TPe/IOCTaB/IeHUS YCIYTH;

COIIALIEHWs OMepaljMOHHOTO YPOBHS M KOHTPakThl - JIHOObIE
comaiieHus, KOTOpble HeoOXO[uMbI i TIpeA0CTaB/IeHUS] YCIYTU C
KauecTBOM, COIVIaCOBAHHBIM Ha SLA;

CTYy>KOBI TTO/I1ePIKKA - mobbIie @HYymMpeHHUe KOMAHOb!,
obecrieunBare TEPBY) U BTOPYH  JIMHUIO  TOAAEPXKKU
KOMITOHEHTOB, HeoOXOAMMBIX /ISl MPeIoCTaB/IeHUs YCIYTH, HallpuMep,
Unix unu ceTty.

TOCTAaBIMKKA - J/00Oble BHEIIHWEe YYaCTHUKM T[Ipoliecca, KOTOpbIe
obecrieudBalOT TPETBHD W  UYETBEPTYH  JIMHUIO  TOJJEPXKKU
KOMITOHEHTOB, HeoOXOAMMBIX [/ TIPeJOCTABIe€HUS] YCJIYTH - CeTb,
arimapaTHoe U mporpaMMHoe obecrnieuenue[10].

[MpoexkTupoBaHue [O/DKHO pacCMaTPUBATh KaXKAbIM H3 TepeuYrCIeHHBIX
BBIIIIE aCTIEKTOB B KOMILJIEKCe, a He U30/IMPOBaHHO. UTOOBI B UTOTE MOTYyYUTh
KOHKYPEHTOCII0COOHOe pelleHue, yI0B/IeTBOpsoliee TpeboraHusaM OusHeca,
HeoOX0UMO YUMTBEIBATH B3aMMOCBSI3M M B3aMMO3aBUCUMOCTHU YKa3aHHBIX
KOMITOHEeHTOB. [Ipu npoekTUpOBaHUM YCIIYT 1104 HOBBIe TpeboBaHus bu3Heca
cneyeT YYMTHIBATH HE TOMBKO (PYHKIJMOHAJBHYH) COCTABJSIONUIYIO ITHX
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TpEﬁDBaHHI:'I. HpEﬂHO}KEHHOE Ha [JdHHOM 3Talle peneHue JO/XKHO
obecrieunBaTh 6I/I3HECY MMJIaHHUPYEMYHO TIPOU3BOJHWTE/IBHOCTD. rHE‘J’]E[T]: BCEé
HEDﬁXD,H'HMD C y4eTOM HMMEKWIIUXCA peCypCOB, B YCTAHOBJ/IEHHEIX I'DAHHIAX
3aTpaT W BPEMEHH. Takum 06pa30M, MeHeJKepbI paﬁoTamT C Tpemsa

cocTaBArUMMHU (puUc. 4.3):

¢ DYHKUIMOHANBHOCTE: yCiyra, ee (yHKIUOHAIbHBIE BO3MOXXHOCTH,
CrocoOHOCTH U KauecCTBo.
Pecypcel: gocTynHble 1101, TEXHOTOTUU U 1eHbIH.
Pacnucanue: BpeMeHHbIe TPaHHULLbI.

Crpareria PyroaoacTeo
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Puc. 4.3. Tpu coctaBasoupx [IpoektupoBaHus

Hasnauenuem [IpoekrupoBanus siBnsercs cobmogeHue TOHKOro OanaHca
TPeX COCTABSKOIMX C I[[eJlbl0  MaKCHMAaJIbHOTO  YIOB/IETBOPEHUS
notpebHocTell Ou3Heca, KOTOpbIe TOCTOSSHHO W3MeHsiIOTCs. M3meHeHue
OZIHOM M3 TPeX COCTABJSAIMX BAMSAET KAK MUHUMYM ellle Ha OflHY, a TO W Ha
nBe ocraBumecsi. Utober  pa3spabaTeiBaTh  3ddeKTHBHBIE  pelleHwUs,
MOCTaBIIMKAM YCIyT KpailHe Ba)KHO TTOHUMATh JBIDKYIIMe ¢akTopsl 6usHeca
u ero nmotpebHoctu. [IpoekTpoBaHue 4acTO BOCIIPUHUMAETCS TOJBKO Kak
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cTagusi, ipeaecTBytoiasa Jkcnayaranuu. B ITIL nogxon HeCKo/IbKO APYTOii.
[TpoexkTHpoBaHue JO/DKHO He TOMBKO MPeIoXUTh dhdeKTUBHEIE pelieHus,
HO u obecneudTh BO3MOXHOCTh SGM(EKTUBHOTO YIIpaBIeHUS 3TUMU
pelleHUsIMH B TeUeHUe BCero >KMU3HeHHOro uukna. Ecnm o0beiuHUTH BCE
BBIIIIECKA3aHHOE, TO 1€JIOCTHBIM U TIPABUJIBHBIN TIOAX0H, K TTPOEKTUPOBAHUID
JIOJDKEH TMpelyCMaTpUBaTh pPa3pabOTKy yc/Iyr ¢ MexaHU3MaMU U (yHKLUAMU
yIIpaBJeHMA U YIYULIeHUS Ha BCeX 3Tanax >KU3HeHHOro 1JUKIa.

Jlroju, OTBeTCTBeHHbIe 3a ynpaejeHue [lpoekTHupoBaHueMm, [JO/KHBI
ybeAUTRCS B TOM, UTO 00ecrieueHo crefyolree:

1. Ha/MuMe XOpoIllled B3aUMOCBSI3M MEXK/Y Pa3IMUHLIMU [IeMCTBUSIMHU B
paMKax MPOeKTUPOBAHUA U APYTMMM 4YaCTAMU, B TOM UUC/Ie TjlaHaMU
u crpaterusmu [T u GusHeca;
2. JIOCTYIHOCTHL TOC/IeIHUX BEPCUM TJIAHOB M CTpaTeruii OusHeca masis
TeX, KTO y4aCTBYeT B NMTPOEKTHPOBAHUM;
3. COOTBETCTBME TMPOEKTHOW [JOKyMEHTallMM TIJlaHaM W CTpaTerusim
busneca u IT;
4. apXUTEKTYPhI U IU3alHBbI:
© rubku, a, ClAe0BaTeNbHO, CIOCOOHBI OBICTPO pearupoBaTh Ha
HOBBIE TIOTpeOHOCTH DU3Heca;
© WHTErPUPOBAHBI CO BCEMU CTPAaTEeTHsIMHU U MOTUTUKaMU OU3Heca
ulT;
© TIOAAepP)KUBAKOT TOTPeOHOCTH JAPYTHUX CTaJuil J>KU3HEHHOTO
IUKIa YCIYTH;
© COOEWCTBYIOT TIPOJBU)KEHUIO HOBBIX WM W3MEHEHHBIX YCJIVT,
COOTBETCTBYIOIIMX MOTPpeOHOCTSIM OM3Heca.

OfHMM M3 TOAJTAanOB TMPOEKTHPOBAHUS fB/SETCS ONpejeneHue W
nocieaywIiee JOKyMeHTHpPOBaHUe TpeboBaHuii Ou3Heca U ero ApalBepos.
[Tog pmpaiiBepamu 37ech MOHUMAETCS HeKUWe [BWXKylme OusHec-(akTopsbI:
mopgu, uHbopManMs U 3anaud, KOTOpele 00ecreunBarOT [JOCTHIKEHUE
MOCTaBJeHHBIX Ijefeil. [l/is peryiupoBaHus TPOLIECCOB TMPOEKTUPOBAHUS
WHpOpMAaLUs JeUTCS Ha ABe KATeTOPUH:

1. adopmanusi 0 TpebOOBaHWSX K CYIIECTBYIOLMM YCAyraM - Kakde
W3MeHeHHs TPeOyITCs B CYIIECTBYIOIMX YCIYrax C y4eTOM:
© HOBBIX (DYHKI[MOHATBHBIX BO3MOXKHOCTEeH U TpeOOBaHW;
© W3MeHeHWH B OM3HeC-TIpoIeccax, 3aBUCUMOCTSX, TPUOPUTETAX,
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BJIUSITHUU ¥ KDUTUUHOCTH;

© u3MeHeHU B oObeMe TpaH3akiUA ycayrd. TpaH3akius
(Transaction) - auckpeTtHast GyHKIU, BeImonHseMass UT-ycayroii.
Hanmpumep, mepeBog fgeHer ¢ ofgHOro 0OaHKOBCKOTO CueTa Ha
apyroii. Opna TpaH3akuus MOXKeT COfiep>KaTbk MHOTOUHC/IEHHBIE
nobapneHus, yganseHUs W MU3MEHEHUsS [JAHHBIX, TIPU 3TOM BCe
OHU [0JDKHBI OBITH 3aBepIlEeHBI YCIeNHO, B TPOTUBHOM CJTyuae
HU OfHAa W3 HUX He J0/DKHA ObiTb BbIMOAHeHa (T.e. BCS
TpaH3akKUuus OyzeT oTMeHeHa);

© TIOBBILIEHWEM YPOBHEH YC/IYTU U LIeJIeBbIX TTOKa3aTesneil ypoBHs
yCIyTM B CBA3M C HOBBIM jJpailiBepoM y OusHeca, wuu
MOHUW)KeHUe [Jis CTapblX YCIyL, KOTOphle OyayT B CKOpOM
BPEMEHHU 3aMeLLeHb;

© morpeOHOCTeH B AOMOJMHUTENBLHOW WHGMOPMAIIUM TPOIECCOB
YripaBneHus yciyramu.

2. Undopmarus o TpebOBaHUSIX K HOBBIM YC/Tyram:

o Tpebyemasi pyHKIIMOHA/TLHOCTB;

© wuHdbopMaLUs U Apyrue NoTpeOHOCTU MeHe)KMeHTa;

© ToAJepKHUBaeMBbIi busHec-mporecc, 3aBUCHUMOCTH,
MIPUOPUTETHI, BJUSHUE U KDUTUUYHOCTE;
TpeOOBAaHUS YPOBHS YC/IYT U LieJIeBbIe TTOKA3aTenu YPOBHS YCIIYT;
YPOBHM TpaH3aki Ui Ou3Heca, YPOBHM TpaH3aKI[MH YCJIVT,
KOJIMUeCTBO TOb30BaTe/eil U ero mpe/ojaraeMbiii poCT, TUIIbI
MOJ/Ib30BaTeNei;
¢uHaHCOBOE U cTpaTernyeckoe oO0cHOBaHue i bu3Heca;
npeAnoioKeHue o OyIymx U3MeHeHHUsX, TO eCTb 00 U3BeCTHBIX
Oynyumx TpeboBaHuAX OM3HECa UM YBeIMUEHUEe TeMIla poCTa.

© ypOBeHb MOIIHOCTA AJsi Ou3Heca, KOTOpbI [J0/DKeH ObITh
npeactaeaeH[10].

OTo MUHUMAaNLHBIN Habop MHGOpMaLuK [ Hayala NpoekTupoBaHus. Ee
TOYHOCTb W AaKKypaTHOCTbL T[epBOCTeneHHa. Ecau HekoppekTHas W
HempaBuibHas ~ uWHGopmaius ~ O6yger  MCMojgb30BaHa ~ Ha  JTame
[MpoexktupoBanus, TO pa3paboTaHHas yciayra He Oy#eT YIOB/IeTBOPATb
notpebHocTsiIM OM3HEca B KOHEUHOM UTOre.

TpeboBaHnus K ycayram [O/DKHBEI ObITh [IOKYMEHTHDOBaHBL. Bpews,
noTpaueHHOe Ha 3To, OyleT KOMIEeHCHPOBAHO OTCYTCTBHUEM B JajbHeHIem
CMOPOB, [JUCKYCCMH UM Pa3sHOIIaCUM MeXJy TOCTaBUMKOM YCIyI W
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3aka3uukoM. Cragus ompezeneHus TpeboBaHuii Ou3Heca 3aK/IO4YaeTcsl B
cneayoluem:

1. Ha3HaueHMe MeHe/pKepa TPOEKTa, CO34AHHEe TMPOEKTHOW KOMaHAbI U
yTBEp)K/IeHUe PYKOBOJACTBA C TpUMeHeHHeM (opManbHON U
CTPYKTYPUPOBAHHOW METOH0JIOTHHY;

2. uaeHTUUKALIUS BCEX 3aWHTEPECOBAHHBIX JIWI], COCTaBJIEHUE
COOTBETCTBYIOIIMX [JOKYMEHTOB C WX TpPeOOBaHWUSIMU U BBITOAAMH,
KOTOPBIE OHU TIOTYYaT B Pe3yIbTaTe peajin3alii MpoeKTa;

3. aHanu3, J[JOKyMeHTHpOBaHWe, PpaCcCTaHOBKA TPUOPUTETOB U
cornacoBaHue TpebDOBaHUH.

4. BbIUMC/IEHUE U YTBepK/eHue Oropkera\Bbiros 6usHeca;

5. paspellieHHe TTOTeHI[UATbHBIX KOHGOIUKTOB MeX 1y Ou3Hec-eIuHUI[aMU
Y COTIAIlIeHUEeM O KOPTIOPAaTUBHBIX TPeOOBaHUSIX;

6. ompezeneHue MPOLIECCOB [/Isl YTBePXKAeHUs: TpeO0BaHUN U U3MEeHeHUs
YTBEP’KAeHHBIX TPeOOBAHUH;

7. pa3BUTHe TJlaHA B3aUMOAEWCTBUS C 3aKa3uMKOM, MOJYePKUBaHUE
OCHOBHBIX OTHOmIeHuN Mexay IT u Ou3Hecom, WM TO, KaK 3TH
OTHOIIPHUSI U HeobXoAuMasi CBsi3b C 3aMHTEPEeCOBAHHBIMU CTOPOHAMU
Oymet ynpaensTbes[10].

[Mocme Toro, kak TpebOBaHWsI COIACOBAaHBI W YTBEPXKJEHBI, Yy HHUX
nosiB/IsieTcs "LIeHHUK', TO eCTb MOXKHO TOCUUTAaTb CTOMMOCTL KOHKPETHOTO
npoekra. Tpebyetcs cobnromats 6anaHc MeXIy TeM, UYTO OpPraHU3aL[Usl MOXKET
cebe MO3BOIUTE U TEM, UTO OHA XoueT. Peann3aijusi HeKOTOPBIX TpeOOBaHUM
MOJXKET C/TMIIKOM JJOPOrO CTOUTb M OHM [OJDKHBI OBITH MCKIHOUEHBI Y)Ke Ha
stane [IpoekrupoBanus. Ilpu HeobxoguMocCTH BCe pereHUs1 00 UCKITHOYEHUH
TpeboBaHUl K ycayram MOTYT ObITh JOKYMEHTHPOBAHbI U COIMIACOBAHbBI C
npeacraBuTenssMu  O6usHeca. OOBIUHO CIOKHOCTM  BO3HHKAKOT  TPH
COTIOCTABI€HUU TOTO, UYTO XoueT Ou3Hec U OrompKeTa, BBIJEMEHHOTO T0f
pellieHUe, KOTOPBIA He TIPUHUMAaeT B pacyeT MOJHYH CTOMMOCThL YCIYTH, B
TOM UHCJIe PAaCXOJbl Ha TeKyllee 06CIyKUBaHue.

[TpumeHsieMble JOKYMEHTBI TIPU MPOEKTUPOBAHUU APXUTEKTYPhHI U [U3aiHBI
OJDKHBI OBITH UETKMMH, JITAKOHUYHBIMU, TIPOCTBIMU U 000cHOBaHHBIMHU. K
CO’KAJICHUK, OHM YacTO CJIMIIKOM CJIOXKHBI M HOCST TeOpeTUUeCcKUi
Xapakrep, a, C/lefoBaTe/bHO, I0X0 MPUMEHUMBI /171 PAaKTUKU B peasibHOM
Mupe.
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4.2. OCHOBHbIE aCeKThl IPOEKTUPOBAHUSA

BbI,ELEHﬂETCH INATE KTHYEBBIX dCITIEKTOB HPOEKTI‘IPOBEIHHFI YCIIyT:

1. MpoekTUpOBaHWE peIIeHUIN, B TOM UHC/Ie BCeX TpeOyeMbIX W
COIIACOBaHHBIX  (QYHKIIMOHAIBHBIX  TpeOOBaHWi, peCypcOB U
BO3MO>KHOCTEH;

2. TIPOEKTHPOBAHHWE TMOAJEP)KUBAIOIMX YIPAaBIEHYECKUX CHUCTEM U
WHCTPYMEHTOB, B uacTHOCTA [lopTdens ycayr s yripaBaeHUS U

KOHTPOJIA YCJIYT B paMKaxX UX )KU3HEHHOr0 LIUKIIa;

3. MpOEeKTUPOBaHHWE TEXHOJIOTUI, CUCTeM U UHCTPYMEHTOB YIIPaB/IEHMUS,
HeoOXOAUMBIX 7151 TPe/I0CTaB/IeHUSs YCIIYT;

4. TIpOEKTUpPOBAHUE TIPOL[ECCOB, HeOOXOAMMBIX [ TOCTPOEeHUs
Au3aiiHa, BHeIPEeHU s, JKCIITyaTal[uu U YIydlleHUus YCIIyT;

5. NpOeKTUpOBaHWE MEeTOLOB W METPUK [/ W3MEePeHUs KauecTBa,
3hdeKTUBHOCTH ¥  TIPOU3BOAUTENBHOCTH YCJIYL, AapPXUTEKTYp U
TIPOLIeCCOB.

KoHeuHO, K/IIOYeBBIM aCTeKTOM TPOEKTHPOBAHMS SIBJISIeTCsi pa3paboTka
pelieHuid, KOTopble OyayT yAoBAeTBOPSAThL MoTpebHocTH Ou3Heca. Kakawiid
pa3 nipu (GOpMHUPOBAHWUK HOBOW YC/IyTH, OHa [J0/DKHA OBITh MMPOBEpEHa 1Mo
BCEM TMEPEeUYHC/IeHHBIM BBIIIE TMyHKTaM. OTO TrapaHTHPyeT TO, YTO OHa
CMOXKEeT B3aMMOJeHCTBOBaTh W paboTaTh CIAaKeHHO C JPYTUMH YCIyraMu,
KOTOpbIE Y)Ke HaXOAATCsl B 9KCIUIyaTaljud. PaccMoTpum mogpobHee
K/It0ueBbIe acrekTsl [IpoekTupoBanHusl.

4.2.1. IlpoeKTUpOBaHUe pelleHulr

Insi mpoeKTMpOBaHUs HOBOW YCAYTM WM BHECeHUs HW3MEHeHUW B
CYILIECTBYIOIYIO YCJIYTY HeOOXOAUMO COBEPLIMTL MHOTO AeiicTBUii. B mepByro
ouepeab HY)KE€H CTPOTUM U CTPYKTYPUPOBAHHBIN TOAX0J, KOTOPBIi MO3BOJTUT
CO37aTh pelleHue C ONTHUMAaabHONW CTOMMOCTBIO, (YHKLUMOHAIBHOCTEIO,
KaueCTBOM M B 33aJJaHHOM BPEMEHHOM MHTepBajie. DTOT MpOLecC WU ero
COCTaBJIsIIONMEe TOKa3aHbl Ha puc. 4.4. [TokaszaH >KU3HEHHbIN LUK YCIIYTH,
OT HOBBIX WM W3MEHEHHBIX TpeboBaHuil OH3Heca [0 TPOEKTUPOBAaHUS,
BHEJPEHUSI M IKCIJyaTaluu. BaKHBIM MOMEHTOM 37eCh SIB/ISIETCS CBSI3b
MeX/y J[bMH, KOTOpPble OJKCIJIYaTUPYIOT YCAYIY, U TeMH, KTO ee

80



J.A. CKpPHITHHK ITIL. IT Service Management no cmandapmam V3.1

MIPOeKTUpYeT.
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Puc. 4.4. Co3zanue ycayr B COOTBETCTBUHU ¢ TpeboBaHUsiMU OU3Heca

Huxe mpuBegeHbl 06/1aCTH, KOTOPBIE JAO/DKHBI OBITH PacCMOTPEHBI B Xofie
IIPOEKTUPOBAHUA PeLLeHU:

1. ananu3 TpeboBaHui OU3Heca;

2. 0030p ¥ aHamU3 CYLIECTBYHOIMX YCJIYT U MHQPACTPYKTYP C L[k
BBISIBJIEHUS] BO3MOXKHOCTeM WX MCIIO/b30BaHUs B paMKaX HOBOTO
pelleHus

3. OU3HecC-1UKIbl U Ce30HHBIe KonebaHus, CBSi3aHHBIE C HUMU YPOBHHU
TpaH3akiuii Ou3Heca M YOIy, KOJIMUeCTBO [O/b30BaTelied M ero
Mpe/rnosaraeMblii pOCT, TUTIBI T10Tb30BATEJeH.
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4. TpeboBaHus ypoBHs yciyr u lleneBwie moka3zaTenu YpOBHSI YCJIYT, a
Takke HeoOXoAMMBIE [EHCTBUS MO OLjeHKe, OTYETHOCTH W 0030py
YCJIYL.
5. BpeMeHHble paMKd M MJaHUpyeMble pe3ylbTaThl OT HUCIO0/b30BaHUSA
YC/IyTH, a TakXkKe ee BAUsSHUE Ha CYLIeCTBYIOIMe YC/IYTH.
6. TpeboBaHuUs K TeCTUPOBaHUIO, B TOM unciie User Acceptance Testing, a
TaKKe OTBETCTBEHHOCTH 3a pe3yabTaThl TECTUPOBAHUS.

o ybeguThcs, uTO Service Acceptance Criteria yuTeHBl W
TpeOyeMble pe3ynsTaThl BK/IKOUEHB! B HaualbHBIN M 3aiH.

© paccMOTpeTb U OLeHWTb CYIIeCTBYIOIMEe aJbTepHaTUBHI,
MOJUePKHYTh UX JOCTOMHCTBA U HEJOCTaTK!

COTMIACOBATh OHOKET U U3[IePIKKH;
NIPOM3BECTU TOBTOPHYIO OLIEHKY U VTBEpPXKJeHWe BLITOf [/
6usneca, B Tom unciae ROIL.

© cornacoBaTh BeIDpaHHOE pelleHHe U MIAaHUPYeMbIe pe3ynbTaThl
OT ero MUCMnoJb30BaHUS.

© TIPOBEPUTb, COOTBETCTBYET U BeIOpAaHHOE peleHue MPUHSATHIM
B kopnopauyuu u [T crparerusiM, nnaHam, NOMUTUKAM U
MPOEKTUPOBOYHBIM JOKyMeHTaM. Eciu HeT, CKOppeKTHpOBaThb
mibo pemeHue, aubo cTpaTeruto (WM UHOW JJOKYMEHT).
Heobxogumo yuuThIBaTH, 4TO 1000 H3MEHEHHe CTpaTeruu
BjleueT 3a coDOW KoyoccanpHBIE TPYH03aTpaThl U JO/DKHO OBITH
cAenaHo B pamkax 3tana [locrpoeHus crpareruu.

o ybeauThbCcs, UTO HeOOXOQUMBIM W JOCTYNMHBIA B pamMKax
KOPIOpallMd  KOHTPOJb 3a 0e30macHOCTbIO BK/IKUEH B
BeIOpaHHOeE pelleHue.

© 3aBepIIMTh "OLIEHKY op2aHu3ayuoHHol 2omogHocmu" IT, uToOsbI
yOeauThCS, UTO YCIyTy cMOTyT 3(hpeKTUBHO 3KCIIJIyaTUPOBATh, U
opraHu3anus uMeeT BCE Heobxogumoe [isi obecrieueHuUs
COTMACOBAHHOTO YPOBHS YyCAyrd. OTO BKIHOYaeT B cebsd
cnepyolee:

1. xOMMepueckoe BIMsSHHME Ha OpraHu3alui0 B 1eJl0M OT
nepcnektuB IT u Ou3Heca, B TOM 4Mc/ie BCe BBITOALI U
COMYTCTBYHOLE pacxobl Ha pa3paboTky,
TIPOEKTHPOBaHKe, BHeApeHHe, a TakKe OIepaluOHHbIe
pacxofibl, CBsI3aHHBIE C TMOAIEePIKKOU YCITYTH.

2. OlL|eHKa U yMEeHbIIIeHHE PHUCKOB, CBSI3aHHBIX C BHEJPEeHHEeM
peLeHus

3. cToiikocTe W 3penocTs OusHeca. busHec go/mkeH
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yOeaUTECS, UTO Y HEro ecTh BCe HeoOXoAuMbIe TIPOL|ecCH,
CTPYKTYPHI, ponu, JIHOJH, BO3MO>KHOCTH U
OTBETCTB@HHOCTH , UTOOBI 3KCIJIyaTUPOBAThb HOBYIO
ycouyry.

4. 3penoctsb u cTorkocTs IT. IT gomkHa yOeauThCs, UTO y Hee
ectb HeoOxogumoe obopyroBaHUe, YCIOBHUSA, TEepCOHAa,
OTBETCTBEHHOCTH, POJIH , JOKYMEHTAl|Usl U UHCTPYMEHTHI
[Jis1 TIpef,0CTaB/IeHUs U O JePIKKU YCIIYTH.

5. comnaimieHuss C TIOCTaBUMKaMH, HeoOXoguMmble — 1jist
obecrieueHust yciyru

6. KOMIIEKT TIPOEKTHOUM [JOKYMEeHTalUHu /151 TI0CIe/IyIOIIero
BHEJPeHUS, SKCITyaTalluu U YIydLlleH s YC/IYTH.

4.2.2. TIpoekthpoBaHue TOAJEPKUBAKOIUX CUCTEM, B
ocobenHo ctu [Toptdens ycyr

Haubonee adekruBHBIM crioco60M yripaBieHuUsl YC/IyraMu B TeUeHHEe BCEro
JKU3HEHHOTO IMK/Ia SBJSETCS MCIIOIb30BaHUE TIOAXOASIMX CUCTEM W
WHCTPYMEHTOB yripaByieHus.. OCHOBHOU CHCTeMOW VIIPaB/eHUSs SBJISETCS
[Moprdens ycayr, KOTOpBI OMWUCBIBAET YCIAYTY, TMPeAOCTaBISEMYH)
MOCTAaBIMKOM, B TepMHUHax LeHHOCTH [Jas Ou3sHeca. OH omepupyer
notpebHoCcTsIMM OM3HEcCa U TeM, UTO MOCTaBIMK MpejJiaraeT B OTBET HAa HUX.
[MopTtdens ycayr cogep>XUT feTanbHYH0 WHEGOPMALUI0 0 BCEX YCAyrax M ux
cTaTyce C 0ToOpaKeHHeM TeKYILero 3Tara >XKMU3HeHHOTo ukna (puc. 4.5).
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Puc. 4.5. Toptdens ycayr - {eHTpaJbHOe XpaHUJIUILE WH(opMaLuu

ITIL pekomeHyeT ycTaHaBAMBATh YC/IyTaM CTaTyChl, IPUBeeHHbIE HUXeE:

1. "rpeboBaHus" - mosyyeH Habop TpeboBaHuii ot O6usHeca umm IT ans
HOBOU YC/IyTM UM U3MEHEeHMUSs CYLIeCTBYIOIIeH YCIyIu;

2. "ompemeneHa" - TIpOM3BeJeHA OleHKA W [JOKYMEHTHPOBaHHE
T0JIyYeHHBbIX TpeboBaHuM, cocTaBieH SLR;

3. '"mpoaHanu3upoBaHa" - Habop TpeboOBaHWU TIpOAHAMWU3UPOBAH W
yIOpsA0YeH;

4. "yrBepxkgeHa' - Habop TpebGoBaHUII OKOHUaTeIbHO (OPMaNU30BaH U
YTBEpJeH;

5. "HamosiHeHa" - BbIJIe/IeHbl PECYPChI U JIEHbIM JIJisl HOBOW YCTYTH;

6. "cipoekThpoBaHa" - HOBag yoiyra W €€ KOMIIOHEHThI
CIIPOeKTHPOBaHbI;

7. "pa3paboraHa" - HOBas yc/ayra ¥ ee KOMIIOHEHThI pa3padoTaHbl;
8. "cobpaHa'" - KOMITOHEHTBI YCYTA KOMITOHYIOTCS BMECTE;

85



J.A. CKPHITHHK ITIL. IT Service Management no cmandapmam V3.1
9. "rectupoBaHue" - ycyIyra U ee KOMIIOHEHTHI TeCTUPYIOTCS;
10. "penu3" - penu3 yCAyrd U ee KOMIOHEHTORB;
11. "kcnnyaraius’ - UCMObB30BAHUE YCIYTU U e KOMITIOHEHTOB;
12. "oTcTpaHeHa" - ycayra W ee  KOMIIOHEHTHl BBIBEIE€HBI U3
skcrtyatariuu[10].

Pa3nuuHble 371eMeHTHl OfHOUM YCAYTM MOTYT UMeThb pa3/iuuHble CTAaTyChl B
OAUH MOMeHT BpemeHHU. Kagaa opraHusauuga [JO/DKHA akKypaTHO
npoekrupoBats [loptdens ycnayr, ero cogep>kaHue | [OCTYII K HEMY.
Copepxanue Iloprdens ycayr OOMKHO BKIHOYATH B ce0st  CraeAyrOIIYEO

uH(bOpMaIno:

1. Ums ycayru
2. OnucaHue ycayru
3. Crartyc ycinyru
4. Knaccudukaruro ycayru U ee KpUTUYHOCTD
5. Hcnonb3yemble IPUTOKEHUST
6. Ucnonb3yembie faHHbBIE WJIH/HA CXeMbl JAHHBIX
7. busHec-mpoLeccel, MoAgep>KUBaeMble YCIyron
8. Bnagensijbl 6bu3Heca
9. IMonws3oBatenu busHeca
10. Bnagensijbl IT
11. YpomeHb rapaHTHUM KaueCTBa yCIyTH, cCbiiku Ha SLA u SLR
12. Tloppep>kuBaroipe yCayru
13. Tlopgmep>kuBaroipe pecypchl
14. Ycnyru, KOTOpBIe 3aBUCAT OT PACCMAaTPUBAeMOH YC/IyTH
15. OLA, KOHTpakKThl ¥ COMAIIeHHUS
16. 3atpaThl Ha yCiyry
17. W3pep>kKu Ha ycayry (ecyid 3TO NIPUMEHUMO B JAHHOM C/lyuae)
18. Hoxon ot ycnyry (ecsid 3TO MIPUMEHHMO B JaHHOM C/ydae)
19. Metpuku gas ycnyru[10].

3aka3uMKu W MOJb30BAaTeM MOTYT MOJYUYUTH AOCTYN K yCAyram TOJBKO Ha
CTaAuAX MeX/ly "HamomHeHa" U "IKcrutyaTtaygusa'. YCOIIyrd ¢ 3TUMHU CTaTycaMu
cogepxkatcsi B Karanmore ycnyr. HecmoTpsi Ha TO, UTO NHpPOEKTHpPOBaHUE
[MToprdens ycmyr ocymecTBiseTcs Ha CTaZUU MPOEKTUPOBAHUS, BafieeT U
ynpasisieT UM npouecc Yinpaenenus [loptdenem ycnyr ¢ stana [loctpoenus
crpareruu. ([Iponjecc YnpaBnenue noptdeneMm ycayr mpUHAJIeKUT CTaAUU

KHU3HEHHOro LHK/Iaa HOCTpOEHHE CTpATErnH. HpOEKTHpOBElHI‘IE KOHKDETHBIX
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YCJIYT OCyLIecTBAseTcs Ha >3Tane [IpoekTHpoBaHus YOIy, HO MNpPOL{ecc,
KOTOPBIN OTipejensieT OCHOBHbIE MOMEHTEI (YrpaBneHue noptdenem yciyr)
otHocuTcqa K dtany [locrpoenus crparernu. Crparerus [lpepnpusrtus ->
[Moptdens -> Ycnyru. B pamkax moctpoeHusi CTpaTeru oOmpejessieTcs
cocrae [loptdens ycnyr, a 3aTeM y»Ke OCYLLeCTBJISeTCs JeTaabHast pa3paboTka
KOHKPEeTHBIX YC/IVL. )

[MopTdensy ycayr sBASETCS OCHOBHBIM MCTOYHHUKOM HWHQOpPMaLUU 0
TpebOBaHUAX U yCIyrax, CefloBaTelbHO, TPOEKTUPOBATEL €ro HY)KHO OUYeHb
aKKypaTHO W TOCJIe/I0BaTe/IbHO. AHA/JIOTUUHBIA TTOAX0[ K TTPOEKTUPOBAHUI0
TpeOyloT U Apyrue CUCTeMbl yIipaBjieHus, Haripumep, Service Knowledge
Management System unu Service Desk System.

4.2.3. [IpoekTupoBaHKe apXUTEKTYP TeXHOJIOT UM

TepmuH "apxuTekTypa' WMeeT pa3/iMuHble TPAKTOBKM B 3aBUCHUMOCTH OT
KOHTEKCTa. 37ech apXuTeKkTypa - (yHAaMeHTaabHasi CTPYKTypa CHUCTEMBI,
oToOpa)kawuasi ee KOMIIOHEHTHI, UX B3aUMOAEHCTBHE JApPYr C [APYyrOM H
YCIOBUS JKCIJIyaTalli¥ CUCTeMBbI, a TakkKe MPUHLMUIILI, JeKallie B OCHOBE
NPOEKTUPOBAHUS U Pa3BUTHUS CUCTEMBI.

[Moxg "cuctemoit" 3mech TOHMMAETCs He TOJILKO CHUCTeMbl B KoHTekcTe IT.
Cuctema - COBOKYIIHOCTb KOMIIOHEHTOB, OPraHM30BaHHBIX [/
npejoCTaBaeHus crieruruueckoil pyHkiuu uau Habopa dyakiuii[10].

B kauectBe cucTeMbl B [JAaHHOM KOHTEKCTe MOKeT pacCMaTpUBaThbCs
opraHu3anus B 1jeyoM, 6usHec-QyHKuus, UHOOPMAL[UOHHAsA CUCTEMAa U T.II.
CylHOCTb TNPOEKTUPOBAHUS AaPXUTEKTYP 3aK/iIluaeTcsi B pPa3BUTUU U
MOJJEepP)KKe TIOUTUK, CTpaTeruil, apXUTeKTyp, AW3aiHOB, [JOKYMEHTOB,
naaHoB u mnporeccoe [T ¢ uenslo pasBepThiBaHUS U JanbHeUIen
9KCTITyaTalju¥ MOAXOASAIMX /11 OPTaHU3alUu YC/IYyT U peleHU. BxogHbiMu
JaHHBIMM [J151 TPOEKTUPOBAHUS aPXUTEKTYP ABJAIOTCS T1/IaHbl, CTPaTeruu 1
nomutukn  OusHeca u  9drama [locTpoeHus  crpareruu.  3agauei
MPOEKTUPOBIIUKOB SIBJISIETCSI COBEPILIEHCTBOBAHHWE W pa3BUTHE AU3aiHOB,
M/1aHOB, TIOJUTUK W apXUTeKTyp. JTOT TMpPOLlecC pacCMaTpUBaeT Takke
pacrnpefeneHre OTBeTCTBEHHOCTeH W  poJiel, YCIyrd, TEeXHOIOTHH,
apXUTEKTYpPbl, IPOLeCChbl U MPOLeAyPhl, TAPTHEPOB U MOCTABLMKOB, METO/bI
ynpasieHus. [IpoekTHpoBaHue apxXUTeKTyp TakKe MOKpPbIBaeT BCE BOMPOCHI
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B OTHOLIIEHHH TEX]—IOHOFHFI, B TOM 4YHCI/Ie HHdeaCprKrypy, OKpyXKeHHue,
MPpHUI0KEHHA U JaHHbIE.

Kak y>ke Ob1710 OTMEUEHO BHILIE, B KAUECTBE CUCTEMBI MO>KHO PacCMaTPpHUBATh
opraHu3anui B nenoM. OpraHu3auusi SBASETCS CA0XKHOU CHUCTEMOH C
MHO>KeCTBOM KOMIIOHEHTOB: TepcoHas, Ou3Hec-dyHKIUM, TIPOLIECCHI,
OpraHu3alMoOHHasl CTPyKTypa, UH(OpPMalMOHHbIE pPecypchl, (UHAHCOBBIE
pecypcel, CTpaTeruv, CUCTeMbl YIIPaB/AeHUAA U T.II. APXUTEKTypa KOpIiopanuu
[I0JDKHA TOKA3bIBATh, KAK 3TU KOMITOHEHTHI B3aUMOJENCTBYIOT IPYT C APYTOM
ans poctxkeHuss obwel kopnopatuBHO# nenu. ITIL paccmartpuBaer
apXUTEKTYPy KOpPIOpallud B KOHTEKCTe Ou3Heca, KOTOPbIM OHa BefeT, U
UCMO/B3yeMbIX HH(POPMAIMOHHBIX cucTeM (puc. 4.6).

ApxuTexTypa
Kopropauum
ApXMTEKTYpA
yCnyr
ApxuTekTypa ApxuTexkTypa
NPUNOKEHWA NannpixmHopMaLmMm
ApxuTterTypa OkpysaHus
ApXUTEKTYPE \
IT-HHppacTRYKTYPGI ApxuTekTypa
¥Ynpaesnexna
ApxuTekTypa
Mpogykta

Puc. 4.6. ApxuTekrypa Kopropaiuu

ApXUTEKTypa KOpPIOpaluu A0/DKHA BKIOUATh B ce0s cefyiope OCHOBHBIE
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ApXUTEKTYPbI:

1. ApxuTekTypa yCayr - TPaHC/IMPYeT MPUIOKeHUs, WH(PaCTPYKTyphI,
OpraHM3aluil0 U TOAJEP)KKY JesiTebHOCTed B Habop  yoiyn
ApXUTEKTypa yCIyT mpeoCTaBIsieT He3aBU CUMbI, UHTerPUPOBAHHbIM
B Ou3Hec mogxop A/ npegocTaBieHus ycayr 6usnecy. OHa npezjiaraet
MOflesib /ISl Pa3fiefieHust MeXJy APXUTEKTYpOH YCIyr, ApPXUTEKTYpOii
TIPUIOKEHU, ApPXUTEKTYpOW WHOPACTPYKTYphl U ApPXUTEKTYPBI
JaHHBIX. B pamMkax ApXUTEKTYphl YC/IYT TaKKe PacCMaTPUBAKTCS
Borpockl  obecreueHusi cToMkocTH K cbosiM,  JanmbHeiIen
KOPPeKTHPOBKM U obecrneueHus: 6€30macHOCTH.

2. ApxuTeKTypa TPUJIOKEHUM - TMpe[jaraer JAeTalbHbIM IJIaH 10
Pa3BUTHUIO U [JOCTABKe WHIUBHU/YAJIbHBIX TPUIOKEHUH, oTobparkaeTt
dynkijuoHaneHeie  TpeboBaHusi Ou3Heca K MPUJIOKEHUSAM U
MOKa3bIBaeT B3aMMO3aBUCUMOCTH MEeXy MIPUJIOXKEHUSIMHU.
Ucnonb3oBaHWe  MOAXOAa, OCHOBAHHOTO  HAa  KOMIIOHEHTaXx,
MakCMMH3UPyeT  MOBTOPHOE  MCMOJb30BAHME U TOMOTaeT
MPUIOKEHUSM OBITh TMOKUMM B YCJIOBHUSIX W3MEHSIIOMIMXCS TTOMUTHK
cHabXKeHU .

3. ApxuTeKkTypa [JaHHbIX/UH(OpPMAIIMU - OMUCBIBAT JIOTMUECKHE U
dusnueckue uHGOPMAIMOHHBIE AKTUBBI OpTaHU3allMd W PECYPChl
yrpaBjieHus uMd. OHa  TOKasbiBaeT, KaK  PaCIpe/ie/ieHbl
“HpOpMal[UOHHBIE PEeCcypchl W YIpaBAeHUe UMH i JOCTHKEeHUSs
KOPIIOPaTUBHOM 11eJH.

4. Apxutektypa  UH(QPACTPYKTYPbI - OMUCBLIBAET  CTPYKTYDPY,
dbyHKI[MOHANTBLHOCTL U Teorpaduueckoe pacrpejiesieHue IPorpaMMHOT0
U anmnapaTtHOro obecrieueHusi, KOMITOHEHTOB KOMMYHHMKALIUU, a TAKKe
OTHOCSIIIMECs] K HUM CTaH/apThl.

5. ApXUTeKTypa OKDY)KeHHUsl - OINUCHIBAeT aCMeKThbl, YPOBHU U THUIIbI
KOHTPOJIS1 OKPY)KEHHSI, a TaKkKe X yrpaeiaeHus[10].

B3aumocBA3b ONMMCAHHBIX dPXHUTEKTYD INOKd3dHd Ha DUC. 4.7.

89



J.A. CKPHITHHK ITIL. IT Service Management no cmandapmam V3.1

ApxdTerTypa BuaHeca \|

.

nDGTELBHEI. \\
ofipaTHan CEAIG
H yNpasneHns /_//

-ﬂlpl[ﬂTﬁmrPa VEyIA nUpf'*li‘.F‘lb ]"J.I'I]"I'
ApXUTERTYDE
Apmgma npm“n Bhdtue ”Hmﬁm‘f
/ OaHHEX
Menonk3oeaHune

WntppacTpyirypa 1T

Apxrreimypa

YnpaeneHuE CreTama
YWNPABRNSHA
ApxHTEKTYpa ZHAHHFAMHA MO
npomysTa yenyram(SKEM)

\ _//

Puc. 4.7. B3auMoCBA3b apXHUTEKTYP

4.2.4. IIpoekTrpoBaHUe IPoOLieCCOB

[Mporiecc - CTPYKTYpHPOBaHHBIN HA0Op A€MCTBUI, CTIPOEKTUPOBAHHBIM 151
JoCTXKeHus criequduueckoi 1enu. IIporecc mpeo6pa3oBbIBaeT OJUH WU
HECKOMBKO BXOZIOB B OMNpejeneHHble BbIXOAbl. OmpejeneHue mporecca
BKIOUaeT B ceGs Bce poau, pacmpefesieHue  OTBETCTBEHHOCTH,
WHCTPYMEHTbl UM KOHTPOJIb, TpeOyloumecss i HAAeXKHOM [JOCTaBKU
OTOBOPEHHBIX Pe3y/IBTaTOB.

OmnpegeneHHble OJHAXKAbI MPOL[ECCHI MO/DKHBI KOHTPOIUPOBATHCS U ObITh
ynpaeisieMbiMd. KOHTpPO/Ib TPOLECCOB - AesiITeNLHOCTb, CBsI3aHHAsL C
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NJaHUPOBAaHHWEM M PerylupoOBaHHEM IpoLecca, C LelbK MpeACTaB/IeHuUs
npoijecca B 3(pheKTUBHOM, palMOHANLHON U CTOWKOW MaHepe. To/bko mocse
onpejenieHUs YPOBHEM KOHTPO/S, MOXKeT ObiTh OmpejeneHa CUCTeMa
usMepeHuss 3GPeKTUBHOCTH KOHTPOJIA C COOTBETCTBYHOIIMMU MeTPUKAMHU

(puc. 4.8).
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KonTpone npouecca

Monuruka npougcca

Bnageney npouscca Lienw npouecca

OfpatHan caak b
P

Tpurrepsi

MokyMeHTan
npouacea

o |
h=]
(=]
=
@
Q
[+]

AKTHBHOCTH

Brixoab

Mpouecea /

Bxoasl
Mpouecca

Mpoueayps!

To, yT0 fenaet
NPOLECC BO3MOXHELIM

AKTHBHOCTH

Puc. 4.8. DnemeHnTsI nipoLecca

[Npouecc Bcerga co3maercs A/st JOCTHXKEHUS OTpefle/IeHHBIX 11eieil. Boixogbl
mpoiecca IO/DKHBI ~ HAmpsIMyrR)  3aBUCeTb OT 3Tux ueneid. [lpu
MPOEKTUPOBAHUN BAXKHBIM SBJSETCS pa3paboTKa CUCTeMbl W3MepPeHUs U
METPUK [JJ/Il BBIXOAOB I[IpOLlecca, CUCTeMbl OTYETHOCTH MU YIY4LeHUs. Y
KOXJ0ro Tmporecca ecTb Biajesel], OTBeTCTBEHHBIA 3a MPOLecc, ero
yAydllleHue W TO, YTO Tporecc obecrmeymBaeT AOCTH)KEHUE CBOUX Iiefeil.
Lenn momkHBI OBITH M3MEPUMBI U OMUCHLIBATHCS B TEPMHUHAX BBITOABLI AJIS
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Ous”eca Y4eTOM TIPDHHATBIX TIOJIMTHK H CTpaTEF[/IIUi. Ha »>rane
HpOEK'THpOBaHHH KKIJOMY ITpOLecCy Ha3Ha4yaeTCs Bilajesiell.

Beixogel  mpomecca  JO/DKHBI  COOTBETCTBOBAaTH  HekoMy  Habopy
omeparjuoHHBIX HOPM, UCTOUHUKOM KOTOPBIX SIBJISIOTCS 1jenin 6u3Heca. Ecu
pe3ynsTaThl TpOLjecca COOTBETCTBYKOT HOpPMaM, €ro MOXXHO Ha3BaTb
3¢dexkTUBHEIM (MOTOMY UTO OH MOXeT OBbITb TIOBTOpEH, SIBJSETCA
W3MepUMbIM U yrpaBiseMbiMm). [lpoilecc Takke MOKeT ObITh Ha3BaH
3¢deKTUBHBIM, €C/IM OH WCMOJIb3yeT MUHUMAaIbHBIA Habop pecypcos.
Pe3ynbraTel W3MepeHWsT M aHajM3a TIpoLjecca C COOTBETCTBYKILMMHU
METPUKAMHU [10J/DKHBI 0TOOpaXKaThCsl B YIIPABIEHUECKUX OTUETaX U MOCTYIaTh
Ha BXoJ nporecca HempepbIBHOrO ynyuieHUsI.

[Mpouecc sBasiercs ocHoBoi ITIL. OnpeneneHue HeOOXOAMMBIX BXOJ0B M
BBIXOZIOB /ISl TIPOL[ECCOB BHYTPU OPTaHHU3allMU [aeT BO3MOXXHOCTEL Oosee
5¢¢heKTUBHOTO U PaljMOHAJILHOTO YIpaBIeHUs el0. YCTaHOBJIeHUE HOPM [i/ist
MPOLIeCCOB TI03BOJISIET U3MepPUTh KaueCcTBO ux pabotsl. HopMmel onpegensitor
KOHKPeTHbIE YC/I0BMS, KOTOPHIM [JO/DKHBI COOTBETCTBOBATb pe3yILTaThl
npouecca. OnpejeneHre HOPM [aeT OCHOBY MpOLeCCY OLJeHKHA KayecTBa
npoueccos. [lepesy HauasoM mnpoekTUpoBaHus 10O0Oro mpoiecca Ba)kKHO
Mpe/CTaB/IsATh, KaK ero BwIXoAbl Oyayr BeimisgeTs. Kakpgasi opraHu3zanus
JOJDKHA MCHO/B30BaTh (POPMATM30BAHHBIN TMOAX0OA [/ MPOEKTUPOBAHUS U
peanu3aliu TIPOLECCOB CepPBUC-MeHepKMeHTa. He HYKHO CTpeMUTbLCH
co37aeath "HAeanbHbIE MpoLecck”. BaKHO NMpoeKTUPOBaTh MpPAKTUUHbIE U
npuemjieMble [/ JaHHOW OpPraHMU3aliu TMpOLeCChl C BCTPOEHHBIMU B HUX
MeXaHu3MaMu ynyuiieHus. O THUM U3 HanmpaBaeHUN Pa3BUTHUSI TTPOL[ECCHOTO
nojxoAa fBJSETCS CO3JaHUue MHCTPYMEHTOB M CTaHJApTOB, KOTOphIE
MO3BOJIAT OCYLLIECTBUTL UHTETpPaLjMi0 MpOLecCoB, PUHA/IeXalX pa3sHbIM
opranu3anusaMm. [Ipumepom sBjseTcs OTKPBITBIM  craHgapt DMTF,
ocHoBaHHbBIN Ha koHIenuusax ITIL. On dopmanusyer obmeH uHboOpMaluen
06 uHIUAeHTaX, TpobieMax U U3MeHeHUsIX MeX/y TPOoLjecCamMHu.

4.2.5. IIpoekTupoBaHue MeTOJ0B U MEeTPUK [Jis U3MepeHust

HNanuasa uactb 3Tana IlpoekTupoBaHusi umeeT OOJIbIIOE 3HAUEHUE, TaK KaK
UMEHHO CUCTeMa M3MepeHHUsI TpeAocTaBjisieT  WHpopmanuw 00
s¢ddekTUBHOCTH yCiayrd. OTa MHAGOpPMALMs OKasblBaeT BJ/HAHHE Ha
noBejieHue JoAel, paboTawumx C W3MepsieMbIMH TIPOLjecCaMH, 1iesiu,
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MPOU3BOJUTE/BHOCTE IMMePCOHA/Id 1 KOMdHbI, d TAKXKe OILJIaTy TPyAd.

MCHDHB3yEMElf[ CUCTeéMa HM3MEepeHHMsaA MW COOTBETCTBYHOLIHE e METPHUKH
AOJIXKHBI OTPAXATh KAUYeCTBO H BQJQJEKTHBHOCTB mponeccoB MpOEKTHPOBAHHKA
C TOYKHM 3peHHA 6H3HECEI, 3aKa34MKOB M ToJb3oBaresied. OHa AOJIKHA
AOCTOBEPHO IIOKA3BIBATH CcriocobHOCTE YCIyru YOOB/IETBOPATH
COIMmaCcoBaHHBIM TpEﬁOBaHHHM busneca.

Ects yeTeipe THIId METPHK, KOTOPbLIE MOTYT OLITL HMCIOAL30BAHEI AJIs
H3MepeHHd ITPOrU3BOJUTE/TBHOCTH U BO3MOXKHOCTeH nponeccoB:

1. mporpecc - W3MepeHHble B KOHTPO/JBHBIX TOUKAax pe3yIbTaThl
npouecca;

2. COOTBETCTBUE - COOTBETCTBHE Mpoljecca TpeOOBaHUSIM PYKOBOJACTBA U
peryisiTopos.

3. pe3yIbTaTUBHOCTL - AKKYPaTHOCTb, KOPPEKTHOCTBb TPOLIecca, a Takke
ero CrrocoOHOCTh AOCTUTATh TTOCTABJIEHHBIE 11eH.

4. 3bdeKTHBHOCTL - Mepa Lje1eco00pa3HOCTU HCIIOIL30BaHUS PeCypCoB
JJ1s peanu3aluu Mpoijecca.

[na He3pemoro mpouecca Jydile TOAXOAAT IepBble JBe MEeTPUKH, AJIs
3peioro  Tpolecca  peKoMeHJyeTcsi  omnpefensats  IGQeKTUBHOCTE U
pe3y/IbTaTUBHOCTb.

4.3. HanbHellnue JelcTBUSI B paMkax IIpoekTupoBaHusi
ycayr

[Mpexxge yem mepenaTh CIPOEKTHPOBAHHOEe pellleHUWe Ha 3Tan BHejpeHwus,
He0oOX0UMO BBITTOJTHUTE PSifi JOTIOJTHUTEBHBIX JeHCTBUM:

1. OueHKa ajETePHATUBHBIX PeIIEHUM. ITa JedTesbHOCTh Heobxomuma,
eCc/IU K TPeJIOCTaB/eHUI0 YCIYT MPUBJ/IeUeHbl BHEUIHUE MOCTABIIUKA
ycayr u perieHuid. COCTOUT U3 C/I€AYIOIIEr0:

© ¢gopmupopaHue Habopa MOCTABIIMKOB U OPraHU3al|vsl TeH/epa;

© 0030p U OI[eHKA BCeX peIleHWH, Mpe/aaraeMbiX MOCTABIMKAMU.
Otbop Haubonee mnOAXOAANMX /Ui KOHKPETHOW  3a/aud
MOCTaBIIMKOB;

© OI|EHKA M PACueT CTOMMOCTH aJETePHATUB, C MOCAEeJYIOLUIMM
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BbIﬁOpDB HaAHWJ/TYUIIH X,
2. CHabxeHue BbIOpaHHOTO peleHus

XOT$l CyIIeCTBYeT BO3MOXXHOCTB, UTO [i71s1 pa3paboTaHHOrO peleHus He
notpebyeTcst yuacTue TPeTbUX CTOPOH (TO €CTh MOCTABLUKOB), TEM He
MeHee, Ha MPakKTUKe ualle BCero OHM YUacTBYIOT, a, C/1eJ0BaTesbHO,
HeoOXOIMMO BBITIOIHUTH CIeAyIOIIee:

© 3aBepiieHUEe BCeX HeoOXOAUMBIX TMPOBEPOK BbIOPAHHOTO
MOCTABIIMKA;

© 3aK/TOUEHUE KOHTPAKTOB C MOCTaBUIMKOM;

o cHabkeHue BbIOPAHHOTO PelleHUsl.

3. Paspabotka pemenusi. Croja OTHOCHUTCS J@STeIbHOCTb 10 TPaH SN
MpoeKTa ycjayrd B maaH mo ee paspabotke. Kaxapiii nnaH Gymet
OTBETCTBEHEH 3a pa3paboTKy ofHOro uiu Oojee KOMIOHEHTOB YCIJIYyTH
Y [I0/KEeH BK/THOUaTh CIe/1yIolee:

© morpebHOCTH OU3HecCa;

© crpaTerusi, IpuMeHsieMasi JJisi pa3paboTKu U/ rpuobpeTeHus
peleHus;
BPEMeHHbIe PAMKH;
TpeOyembie  pecypcbl, B TOM UHCAe BO3MOXXHOCTH W
uHppactpykrypsi [T, kBanuduiMpoBaHHbIN epCoOHaI U T.I0.;

© pa3paboTka ycayru M ee KOMIOHEHTOB, B TOM HCJIe
ME@XaHU3MOB  yIpaBjeHusi, (OPMUPOBAHHS  OTUETHOCTH,
W3MEepeHus U T.II.

© MIaH TeCTUPOBAHUS YCIYTU U ee KOMITOHEHTOB.

4.4. Mopgenu pJis TIPOEKTUPOBaHUSA U TIPeAo CTaB/IeHUS
ycayr

Mogens fAns  TPOEKTUPOBAHUA  YCAYT  3aBUCUT  OT  MOAeNH  HUX
npenoctaeneHus. 1o ecTb mepes TeMm, Kak BbeIOpate Mogenb A
MPOEKTUPOBAHUSI HOBOM YC/IyrH, HeoOXO[UMO TpoBecTH 0030p TeKyImmx
BO3MOKHOCTEH W pe3epeBoB [Jig ee mpegocTaBieHust. Takoil 0630p mosmkeH
BK/THOUATh B cebst cie/lytolye BOMPOChI:

¢ TpeboBaHus U ApaiiBepsl OU3Heca;
® OXBAaT ¥ BO3MO)XHOCTHU MOCTABIIMKA YCIIYT;
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e cnpoc, yenu 1 TpedOBaHUS K HOBOU yCIIyTe;

0XBAaT ¥ BO3MOKHOCTH BHEIIHUX NOCTABLUKOB;

CUJIbI OPraHU3aIUii, KOTOPBIE YXKe 3a/leliCTBOBAHbI;

KY/IETYpHBIe 0COO@HHOCTH BOBJIEUEHHBIX B TIPOL[€CC OPraHU3aljuii;

3a/leliCTBOBaHHbIe UH(PACTPYKTYPhI, MPUIOKEHUS, JaHHBIe, YCIYTH U

JApyryue komnoHeHThI IT;

cTerneHb TpebyeMOro KOHTPOJISI CO CTOPOHBI PYKOBO/ZCTBA;

JOCTYIHbBIE Pecypchl U (MHAHCOBLIE CPeJICTRA;

YPOBEHb MepcoHana U Heobxoqumblie HaBeIKUA[10].

Wudopmanus, nonyuyeHHass U3 Takoro 0030pa MOCTaBIMKA YCIIYT, TTOMOXET
MOHATh, KAK OH TMPEeJOCTaB/IsIeT YCAYTH M KaKue BO3MOXXHOCTH MOXKET
3a7lelCTBOBATL B OTHOLIEHUM HOBOW CIIPOEKTUPOBAHHOUN ycayru. Mogenb
NpeioCTaBIeHUs YCIYT AACT OCHOBY Ui BbIOOpa mModenu npoekmupoeaHus

YCTIyT.

CyiecTByeT MHOTO MOAeeH /17151 IPeA0CTaBIeHUs YCIYT, KaKaast U3 KOTOPBIX
UMeeT CBOM TMPeUMylecTBa M HeAocTaTku. B Tabn. 4.1 npejcTtaBiieHsbl
OCHOBHBIe MOJe/u MpefocTaBiaeHUs1 ycayr. Ha mpakTuke mpezocTaBieHHe
YCIyr TIPOMCXOJWUT 10 OJHOW W3 TMpeACTaBJeHHbIX MoJened uIu ee
BapHaLuu.

Tabnuua 4.1. - Mogenu npegocTaBIeHus yCayr

Wcnonb3oBaHre BHYTPEHHETO MOCTABIIMKA YCIyT
nnst ynpaBnenus UT-ycnyramu[1]. Opranu3sanus
MCIO0/b3yeT BHYTPEHHUE PeCypChl JJ1sl
WHncopcunz (Insourcing) NPOEKTUPOBaHMUS, pa3pabOTKu, BHeIPEHHUs,
yIipaBJ/ieHus, IKCIIyaTaluy U(1/an) NMoALepKKU
HOBBIX, H3MEHEHHbBIX U/ TepeCMOTPEeHHBIX
YCIyL,
Wcnonb3oBanue BHelllHero nocraBupka yciayr
s ynpaiaenus UT-ycnyramu[l]. Opranusanus
HCII0/Ib3YeT PeCypChl BHEIHeH
AvrcopcaI@usouing) opraHu3anuu(Uau OpraHu3aluii) 1is )
OCYIeCTB/IEHUS YaCTH J1eITe/IbHOCTH, CBA3aHHOU
C IPOeKTHPOBaHUeM, pa3paboTKOM,
yIripaB/eHueM, KCIIyaTalueid Uin 1oAgepKKoi

yCIyr.
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Ko-copcunr (Co-
sourcing)

[TapTHEpCTBO UK
MYIBETUCOPCUHT
(Partnership or
multisourcing)

AytcopcuHr busHec-
nipoijeccor (Business
Process Outsourcing)

[IpepocTraByieHue ycayr
NPUKIaJHOTO YPOBHS
(Application Service
Provision)
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KOMﬁHHHpDBElHHE UHCOPCUHZd W ayTCOCHHTA.
HCHOJ’[EBYETCH PAO BHEIIIHUX Op]"EIHH3ﬂL[I/IiJ‘I AJIs
obecrieueHUsT KAKUX-TO OTOEe/BbHBIX 3JIEMEHTOB B
PaMKdX )KH3HEHHOI'O W K/ad YCIIVT. COpr,H'HI/IKI/I
OpraHH3dIIMH-3dKd34YHKd U CTOpOHHEﬁ
OpraHH 34l H paﬁoTa}{)T BMeECTe AJ1d
IPOEKTHPOBAHHKA, paBpaﬁOTKH, BHeJpPEeHH,
YIpaBJ/IeHHs, SKCIIJIyaTdllHH H(PIHH) Moaaep KK
HOBBIX, K3ME@HEHHBIX HUJ/IH ITePeCMOTPEHHBIX
YCIIVL HBHPHMEP, Ha dYyTCOPCHHI MOXKET OBITH
OTAdHa 4aCThb pa3paﬁoTKH nporpaMmMHOTO
DﬁECl’[EqEHI‘IH, B TO BpeMs KdK OCHOBHBIM KOAOM
6}7ﬂET B/deTh CaM 3dKd34HK.

IMoaxox mpengycmatpuBaeT hopmaibHOe
comnameHue JByX U OoJsiee opraHu3anuii Ha
TpOBe/leHre COBMECTHBIX paboT 1o
MPOEKTUPOBAHUI0, pa3paboTke, BHeAPEHUIO,
yIIpaB/IeHUI0, IKCTITYaTalluy (W) MO 1eprKKe
YCIyT.

IMoaxox mpegycMaTpuBaeT nepezady Lieioro
Ou3Hec-mpolecca opraHu3aluu-3aKka3unka Ha
ayTCOPCUHT JIPYrOil OpraHMU3aljuu uepe3
3aK/I0ueHue comameHus. Hammpumep, nepeaua
ByXranTepckoro yuera.

[Togxon npeaycmaTpuBaeT 3aK/ilOueHue
cornaieHuit ¢ [TocTaBuMKamMu yciyr
npuknaasoro I[10. [ToctaBumk yciyr
npuknagHoro [1O (Application Service Provider
unu ASP) - BHEIIHUI TIOCTaBIIMK YCJIYT, KOTOPBIA
NpejoCTaB/sAeT YCAYTU C UCOIb30BaHUEM
TIPUJIOXKEHUM, Pa3BEPHYTHIX Ha MOIIHOCTSIX
npoBaigepa. [Tonb3oBaTeny moaydarT JOCTYIT K
TPUJIO’KEHUSIM TTIOCPe/ICTBOM CEeTEeBOr0
TIOAK/IIOUeHUs K mpoBaiaepy[1].

KPO siBnsieTcst HoBeimeir opMoii ayTCOpCHHTa.
ITo cyru, siBAsieTcs CTaiueid, mpe/leCTBYHOIIeH
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dYyTCOPCHUHTY LeJIbIX 6I/I3HEC-1'IPOL[ECCOB. B
AJddHHOM Ciiydde OPraHM 3dlIHf-3dKA34YHK [TepejgaeT
BHEIIHEeN OpraHM 34l IMpoLeccol, KOTOPLIE
TpeOyIoT crieriuuUecKrXx OMbITa, KBaJIuhUKaluu
H HABLBIKDB. HaanMEp, TPEHHUHI COTPYIHHUKOB.

AyTCOpCHUHT yripaBieHUs
3nanusmMu (Knowledge

Process Outsourcing unu
KPO)

KPO npeanonaraet yrparieHHe NpOLjecCaMu,
KOTOpbIe TPeOyroT my0OKOTO U3ydeHUst UIH
CepbE3HON aHATUTUUYeCKO 00pabOTKM JaHHBIX,
(opmupoBaHus u yripaBsieHus 6a3amMu 3HaHUH,
KOTOpbI€ B OC/IeYHOILEM MOTYT
HCII0J/Ib30BaTRCS, B TOM YK CJIe U JJIs1 TIOAEePIKKU
TIPUHSITHUS PeIIeHUui.

AyTCOPCHHT TO3BOJISIET KOMITAHWU-3aKa3udKy COKPaTUTb W3[EPKKA U
3HAUMTENbHO CHU3UTH TPYIOEMKOCTH W 3aTpaThl Ha JKCIIyaTal[Uuio
WHOPOPMALIMOHHBIX CHCTEM U TIPUIOKEHWH, CKOHI[EHTPUPOBAThCS Ha
OCHOBHBIX  OM3Hec-TIpoIjeccax  KOMIMAHUH, He OTB/IEKAsCh  Ha
BcromoraTenbpHee[11].

K ocHOBHBIM BbITOOAM dyTCOPCHHI'd MOXHO OTHECTH!:

® CHM)XKeHHMe CTOMMOCTH peanH3aluy 6H3HEC-HPDL{ECCB 3da CUeT
HUCITI0JIb30BdHHUA peCypCoB CTOpOHHE‘ﬁ OpraHMU3allHuH,

® yBe/IMUEHHE KaueCTBa II10JydaeMbIX TIIPOAYKTOB W YCIYI 3a C4UeT
HMCITIOJNIB30BdHH A CHEL[HCIJH‘IECK[/IX pecypcoe H 3HaHUNI CTDpDHHEﬁ
OpPraHM3dljHH HJ/H 3d CHET TOro, 4YTO OpPraHM3alMd-3dKd3UMK CMOKEeT
He OTBJ/IEKATBCHA Hd 8CnomMo2ames/ibHble 6H3H€C-np01{eCCbL

ITIL BeifensieT ABa moaxofia K pa3paboTke mporpaMMHOro obecrneueHus u
YCIIyT:

1. TpagULIMOHHOE TIPOEKTUPOBAHME - TaK Ha3biBaemas, KacKajHasi
mozenb (ot aum. waterfall). Modeab npoekmupoeaHus, B KOTOpPOW
npouecc paspaboTKd BBIDIAAUT KaK [OTOK, TMOC/IeJOBATebHO
npoxoganmii  Gasel  aHanusza  TpeboBaHWN, TIPOEKTHPOBAHMS,
peann3alunu, TeCTUPOBAHUS, UHTErPaluu U nogaepxku[12].

2. RAD (ot anmi. rapid application development - GvicTpasi paspaboTka
MPUIO’KEHUM) - KOHLeMI[Us CO30aHusl CPeACTB  pa3paboTku
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NMpOrpaMMHBIX TITPOAYKTOB, yAe/Ar0iasn ocoboe BHHMMaHHe 6BICTpOTE H
y,[LOﬁCTBy nporpaMMHupOBaHHA, CO3JdaHUKD TEeXHOJIOTHYEeCKOI'0
nponecca, IMO3BOJIAKOIIET0 TIMPOrpdMMHCTY MAKCHUMA/IBHO GIJICTpO
CO31aBaTh KOMIIBKOTEPHBIE€ TTPOrpdMMBI. Hpamuqecme orpeaejeHue:;
RAD - 3T0 »KH3HEHHBII LUK/ Mponecca rMMpoeKTupoBdHHKA, COB,I[EIHHBIFI
A1 DOCTUKEeHUA 6o/1ee BBLICOKOH CKOpPOCTH pa3pa60TKH H Ka4dyecCTBa
HO, uemM 3TO BO3MOXHO pH TPAOJULIUOHHOM noaxone K
TPOEKTHPOBAaHUIO[5].

B xackagHO# Mofenu cTajuu UAYT B ClAeyIOLeM MOpsjKe:

Onpepenenue TpeboBaHuit

[TpoektupoBaHue

KoHctpyuporanue (Tawke "peanu3aius” mubo "kogupoBaHue")
WHTerpanus

TectupoBanue u oT1ajKa (Takke "Bepudukaus')
WHcTannsuus

[Mogaeprkka

[Mpu sTOoM pa3paboTuMK He MOXKeT TepedTH K C/Ie[yIoIlleid CTaAuH, He
3aKOHYMB  npepiayilyro. (CHauaza TMOMHOCTBK — 3aBepllaeTcs  JTamd
"onpenenenue TpeboBaHUWi', B pe3yibTaTe uUero IOJY4aeTcss CIIHUCOK
TpeboBaHul K nmporpaMMHOMy obecrnieuenuto. [locsie Toro kak TpeboBaHus
MOJHOCTBIO OTpefie/ieHbl, MPOUCXOAUT TMepexof K MPOeKTUPOBAHUIO, B X0Je
KOTOPOTO  CO3[alTCs  JOKYMEHThI, MoApoOHO  omnmuckIBawIpe A
MpOrpaMMHUCTOB croco®d M maH peanu3alMu  YKa3aHHBIX TpeboBaHWUIA.
[Tocne TOTO KaKk  TPOeKTHpOBaHHe TOJIHOCTBIO BBITIO/THEHO,
NpOrpaMMHCTaMHM BBITIOJIHAGTCSL peanu3alus IMoJydyeHHOro npoekra. Ha
cneayoOIed CTafuM  Mpolecca TMPOUCXOAUT UWHTErpalus OTJAeTbHbIX
KOMITOHEHTOB, pa3pabaTbkIBaeMbIX pa3IMuuUHBIMU KOMaH/JaMu
nporpaMMmucToB. [locme TOoro Kak peanusanjusi U MHTerpajysi 3aBeplleHbl,
MPOU3BOAUTCA TEeCTUPOBAHME M OT/IajKa TMPOAYKTa; Ha 3TOW CTaAuM
YCTPaHSIIOTCSI BCe HEAOYEThl, MOSABUBILMECS Ha MNPeAbIAYIIMX CTaAusax
paspabortku. Ilocrme 3Toro TpOrpaMMHBIA  TMPOAYKT BHEAPSETCS |
obecrieunBaeTcst €ro NMoAJep)KKa - BHeCEHWe HOBOW (YHKI[MOHAJTBHOCTH U
yctpaHeHue onmbOok[12 ], T[IorocoM KackagHOW — MOfENH  SIBJISIeTCS
BO3MOXXHOCThL 3apaHee TI10CUUTaTb CTOMMOCTL peaju3aljid pelleHus,
OCHOBHBIM HEJ0CTAaTKOM )K€ - OTCYTCTBUE THOKOCTA ¥ BO3MOXKHOCTH OBICTPO

pearipoBdaTb Hd H3MEHAIIHUeCHd HOTpEﬁHOCTI/I busneca.
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Ha puc. 4.9 npeacraBneHo cpaeHeHue RAD u KacKagHOTO MeTOza.

RAD Kackag

EPEMR pPecypcl PV HH LU H TS HOC

_ pHECEpoRaHEH

EapbHpHYEOTCA

+* L

VMR IO b HOC EPOALR pecypoil

Puc. 4.9. Cpaeuenne RAD u Kackagnoro metoga

RAD saensiercs Oonee coBpeMeHHBIM U TUOKMM  MOAXOAOM K
npoekrupoBaHuw.  OcHOBHBIM  mpeumymjectBoM  RAD  sBasiercs
NpUMeHeHHe WTEePAaTUBHOIO U WHKPEeMEHTA/JbHOr0 Mojaxofa K pa3paboTke
peileHuit. MrepaTUBHBIA TOAXOA TIpeArionaraeT BhIMOJHEHUe paboT
napajjiesbHO C HeNpepbIBHBIM aHaaW30M MONAYYeHHBIX pe3ylsTaToB MU
KODPEKTUPOBKOM TMpeAbIAyIMX 3TarnoB paboTel, TO eCTb CBOero poga
obpaTHyt0 cBsa3b. [IpoekT mpu 3TOM TMOAXOfe TEePUOAUUECKH TPOXOJUT
noBTOpsitOMiics UMK  IlnanupoBaHue-Peanusaius-IIposepka-O1jeHKa.
Bnarogapsi mpuMeHeHWI0 WTepaTMBHOro mnoaxoaa, RAD wmokeT 6bICcTpO
pearupoBaTh Ha U3MeHsIMecs TpeboBaHus Ou3Heca.

WHKpeMeHTanbHBIM TOAX0[ TMpeArosaraetT pa3paboTky ycayrd "OT Kycka K
KyCKy', TO eCTb MocjefoBareqbHO. [IpU 3TOM KaKAbld "KycOK' MOXXeT
NnojJep>KUBaTth OfHY U3 OusHec-GyHKUMH, [ KOTOPBIX TpegHa3HaueHa
ycnyra B uesoM. [11s 6u3Heca MHKpeMeHTaIbHbIN MOAX0 JaeT BO3MOXKHOCTb
WCITOJ/Ib30BAHUS KAKOM-TO 3HAUMMOM YacTH YCIAYIU [0 TOrO,Kak OoHa Oyzer
pa3paboTaHa MOMHOCTEIO.

[Mpu MIPOEKTUPOBAHU U yCIIyT BO3MOJKHO KOMOUHMpOBaHUE
WHKDPEMEHTAa/IbHOTO ¥ MTEPATUBHOTO MOAX0A0B. HaunHarwT C onpejeieHus
TpeGoBaHUM [/IsT YC/IYTH B 1[€I0M, MPOAO/DKAIOT MYTéM WHKPEeMEeHTaTbHON
pa3pabOTKu OTAENbHBIX €€ YacTeu.

B nenom RAD umMeeT crnefywliie mpeumyllecTBa Tepej TPagUuLlMOHHBIM
MO XOA0M:
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1.
2.

3.
4.

Eme

MPOAYKT OBICTPEe MOCTYIMaeT Ha PhIHOK;

fosee NMpOKWE BO3MOXKHOCTH [jis pa3paboTKu yCTpanBaroIero
rosb30Baresield uaTepdeiica;

BosbIlast aJar TABHOCTh K M3MEHSIFOIIMMCs TpeboBanusM busHeca;
MPOCTOTa Pa3sBUTHSI U W3MEHEeHHUsI GYHKI[HOHATBHOCTH PEIlieHuSI.

OJHHUM TIOAXOOOM  HABJIAETCHA TIIOKYIIKA TOTOBBIX pELUEHHﬁ, TdK

HasbiBaeMbIx "off-the-shelf' unu COST. [Ipu mokynke Takoro mMporpaMMHOTO
obecrieueHus OpraHU3arus A0/DKHA:

MOHUMATh JOCTOMHCTBA U HEJOCTATKK ITOrO MOJX0/a;

dopmanu3oBaTh npoiecc Beibopa Hanbosee 3(hheKTUBHOrO TOTOBOTO
pelleHus;

ornpezenuTs Tipouecc ais 3GQeKTUBHON HHTerpaluu M HaCTPOUKH
TOTOBOTO PeLIeHHUS;

onpezennuTs QyHKIMOHA/IbHBIE TPeOOBaHUS Ha IPUEM/IEMOM YPOBHE;
chopmupoBaTs MepeueHb  YIIPABJIEHUECKUX W  OMEpaljMOHHBIX
TpeboBaHMUii;

ornpezenuTs TpeboBaHUs K IPOAYKTY U MOCTABILMKY;

ornpezenuTs TpeOoBaHUs K MHTErpaljuu yCIyru.

HOK_YHKEI FOTOBLIX IMTAKETOB MPOTPaAMMHOIO obecrieuenus boee 3KOHOMHYHA,

HO MeHee TMOKa, ueM pa3paboTka coOCTBeHHBIX pelieHUH. TeM He MeHee, B
psifie C/ydaeB OpPraHW3al[MM Jierde M SKOHOMUUYECKA BBITOJIHEE KYIIUTb
rOTOBOE pellieHue.
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[Tpouecckl B pamkax 3tara [IpoeKkTrpoBaHusi: YpaBjieHUe
Karanorom yc/yr, MOIITHO CTSIMU U [JO CTYITHO CThIO

[Mpoueccsl U gesTenbHOCTH B paMkax 3Ttana [IpoekTupoBaHusi yCmyr:
Ynpasnenue Karanorom ycnyr, YipaBieHue YpOBHEM YC/IVT, YMpaBJ/IeHUE
MOIHOCTSIMH U YIpaB/ieHHWe [JOCTYMHOCThIO. [Insi KaxZoro rmnpoiecca
paccmMaTpuBaeTcs Iie/b, BXOAbI W BBIXOZAbI, OCHOBHBIE [eSTeTHHOCTH WU
KTHOUeBkbIe MMoKa3aTenau 3GhHeKTUBHOCTH.

Koneuno#t nenbio 9Tana [lpoeKTHpoBaHUs SABSETCS CO3[aHHE YCIIYT,
KOTOpbIe CITOCOOHBI yIOBIETBOPUTHL MU3MEHsIOUMecs nmoTpebHoCTH Ou3Heca.
Ha Bxop IlpoekTupoBaHus TOCTyrnaeT WH(GOPMaLUs OT pasIMUYHbIX
UCTOUHUKOB. []71s1 co3manus 3hheKTUBHBIX YCaYT OHA JO/DKHA ObITh cobpaHa,
NpoaHanM3upPOBaHa, a TAKKe IepeoljeHeHa W MepecMOTPpeHa B TepMHUHax
npoektupoBaHusa. Takad WHTerpauus IPOEKTUPOBAaHUs C JAPYTHMHU
obnacTaAMU U 3Tanamu >KU3HEHHOTO LUK/IA YCIYTU rapaHTHPYeT, UTO HOBbIE
pelieHus OyIyT COBMECTUMBI U CPABHUMEI C YK€ CYILeCTBYIOILMMHU YC/TyTaMH
¥ CMOTYT OMPAaB/aTh 0XKW/JAHUS MOb30BaTeNel U 3aKa3uukoB. B jgexuusx 5
u 6 MBI pacCMOTPUM TIPOLIECCHI, OTBETCTBEHHBIE 3a TIpeJOCTaBjeHUe
uHopmanuu, HeoOX0AUMOHN /s IPOEKTHPOBAHUS HOBBIX UM W3MEeHEeHHBIX

YCTyT.
5.1. Ynipasnenue Karanorom yciyr

Karanor yciyr siBisieTcsi K1H0UEBBIM MCTOUHUKOM HHGpoOpMauuu o6 yciayrax,
npezocTapasieMbix Ou3Hecy nocraBupkom yoryr. OH npegoctaeiseT OusHecy
aKTya/IbHYH0, JOCTOBEPHYIO M 1]e/IOCTHYH KapTUHY O JOCTYIHBIX YCIyrax, ux
JleTanax U cTaTycax.

Llensio Ynpaenenusi Katasorom yciyr siBjisieTcst yrpaBieHue uadopMarinei,
copepxauleiica B Karanore yciyr, rapaHTusi TOrO, YTO OHAa KOPPEKTHa H
OTpa’kaeT aKTyajbHbIe CTAaTYChl, IETAJIM U 3aBUCUMOCTH BCEX YCJIYT, KOTOPbIE
IKCTIJTyaTUPYIOTCS UM TOTOBBI K IKCTITyaTal[uH.

3apauedi Ynpasnenus Katanorom ycnyr siBasetcsi dopmupoBanue Karanora
YCJIYT U yTIpaBJIeHUE UM.

,HEHTEJ'I]:HOCTB B PdMEKaXx YHpaBHEHI/Iﬂ KATa/JI0TrOM YCIYyTI' OO/KHAd BK/IHOUATH
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cnepyroiiee:

1. ompegeneHue ycuayr;
dopmupoBanue u nogaepxka Karanora yciyr;

3. obecrieueHue CBsi3U, 3aBUCUMOCTM U comiacoBaHHoctu I[loptdens
ycayr u Katanora ycnyr;

4. obecrieueHue cBsi3eil M 3aBUCUMOCTeH MeXJy BCEMH YCIyramu,
MOAAEePXKUBAIOIMMMH  MX KOMIOHEHTAMH U KOHOUTYpallMOHHBIMU
equHuIlaMd B KoHTekcte Katanmora ycayr u CucTembl yripaB/ieHUs
koHGurypayuamu. Kondwurypanuonnas egunuina (Configuration Item
umu Cl) - m060#1 KOMIIOHEHT, KOTOPbIH HY)XX/IA€TCsi B YIIPABIEHUHU /s
Toro, utoObl TmipegocTaBasaTh yoayry[l]. Wudopmanus o Kaxmou
KOHUTYPALIMOHHOW eJUHUIle PerucTpupyercss B ¢opme 3amucu B
Cucrteme  ympaBjeHuUss KOHQUTypalUsMH U TOAJIE€P’KUBAETCH
aKTyaTbHOW B TeYeHHWe BCEro J>KWU3HEHHOTO LIMKIAa TMPOLeCcCcoM
Yrpae/ieHust KOH(OUTYPALIUSAMHU.

Karanor ycnyr wumeer ocobyio ueHHOCTb ajs  Ou3Heca, Tak Kak
MpeAoCTABIsIeT  AKTyaJbHY0 MHGOpPMaUUo O  JOCTYIIHBIX  yCayrax
MOCTaBIMKA, B TOM YHC/Ie O TOM, KaK OHH MPeJOCTaBJIAIOTCS, Kakue Ou3Hec-
NpOLIeCcChl MOALeP>KUBAIOT U Kakoe KaueCTBO rapaHTUPYHOT.

[MonuTika, npuHATas W TMO4JEp>XHBaemas B OpraHu3alMu, JA0JDKHA
paccmaTtpuBaThe BOMpOCH], cesizaHHele ¢ Karamorom ycnyr u Iloptdenem
ycnyr. B uwacTHOCTHM, oOmpefensTb JeTaad YOIy, HeoOXoguMmble Ajis
otobpaxxenus B Karanore u [Toptdene ycnyr, u mepeyeHb CTaTyCOB, KOTOPbIE
MOTYT HWMeTb yCAyrd. Ba)KHBIM  acreKToM TIOJUTUKU  SIBJISETCS
pacripefieneHue OTBETCTBEHHOCTH 3a Kaayto uacTh [Toptdens yeayr

[Tonsitue camoill yC/iIyrd BapbUpyeTCsi B 3aBUCUMOCTH OT TOrO, KTO ee
ucnone3yeT. Tak, monb3oBaTenn MOTyT He BUJeTb U, C/Ie0BaTe/lbHO, HE
YUMTBIBAaTb HEKOTOPBIE BCIIOMOraTe/lbHble yCayri. BcomoraTtenbHas yciayra
- ycnyra, obecneunBarouas WA AOMOAHsOHEASA paboTy 6a3oBoM yCayr.
Hanmpumep, cnyxba kaTasoroB - OCHOBHasi yC/Iyra, U yCIyra pe3epBHOrO
KOMMMPOBaHUA - BcriomoraTensHas. [Ins [T BcnomoraTenbHble yCIyTd UMEKOT
Donbilioe 3HaueHWe, TaK KAK OHM [AIOT BO3MOXKHOCTb TIPe/I0CTABJISTh
"BUAMMBIe" /i MOJb30BaTeneil yciyrd v obecreunBaTh MX KayeCTBO.
[MosTomy BCmomoraTenbHele — ycayrd — 00si3aTelbHO — JO/DKHBI  OBITB
otrobpaxkensl B Karanore yciayr. PekomeHAyemMo#l NpakTHUKON SIB/SETCS
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HepapxryeCkoe IMnpencrtaBjaeHHe YCIyr B Karanore yaiayr c ,H.ETEU'[HBEILU/IEFI
THIlA YCIyr - 6H3HEC-yCJIyFEl, nogaepKUBarwolaa yciayrd, pdacripefejieHHas
yciayra u T.II.

Karanor ycayr umeer gBe coCTaBsitOLe:

1. Karanor ycnyr ansi Ou3Heca - TIpefCTaBJisieT B3[IsJ 3aKa3udhKa Ha
Karanor ycayr. OH cogepxuT wuHpopmanuio o000 Bcex ycayrax,
TpeJ0CTaBISIEMbIX 3aKAa3UMKY, UX B3aUMOCBS3HM ¢ OU3HeC-eJMHULIAMHU U
Ou3Hec-TpoLeccsl, A/ MOAAePXKKH KOTOPBIX OHU Mpe/IHa3HAaueHbI.

2. Texuuueckuit Karanor ycayr - 370 Ta yacte KaTanora ycnyr, koTopas
He BUJHA nonb3oeaTtensm. Copepxxut uHdopMaruio 060 Bcex ycayrax,
NpejoCTaBAfeMbIX  3aKa3uMkaM, a  TakKe MX CBS3U C
TOAeP)KUBAIOLMMHU U paclipe/le/IeHHbIMU YCIyTaMU, KOMIIOHEHTaMU
Y KOH(UTYPALIMOHHBIMH eJMHUI[aMH.

B3aumopeiictBue aByx cocrapnstoumx Katamora yciyr mpejicTaBlIeHO Ha

puc. 5.1.
BuzHec- Ewznec- Bianer-
npouecct npougce 2 npouace 3

Karanor ona buaHeca

Yenyra A Yenyra B Yenyra C |/ Yonyra D ( Yenyra E

TexHW4eCKUIA KaTanor ycnyr

Benomorarens Mporpamm-oe Annapartoe Mp i Frpe
HblE YT obecnesenme obecneeHme

Puc. 5.1. Bsaumocssize Katamora ycayr ans 6usHeca u TexHuueckoro
KaTajiora ycayr

;

Kak mokaseiBaet puc. 5.1 Karanor ycayr ajas Ou3Heca CBS3bIBAeT YCJIYTH M
Ou3Hec-npoLeccesl, TO eCTh TO, YTO Bo/IHYeT OusHec, a Texunueckuii Karanor
YCJIYT CBSI3BIBAET YCJIYTH C TeM, uTo obecreunBaeT ux paboTy, To eCTh TO, UTO
Bonnyert IT.
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'HEﬁCTBHﬂ, KOTOpbI€ OOJ/IKHBI OBITH npearnpuHATEI B PdMEKAX WPEIBHEHHFI
Karanorom YCIyT:

YTBepkJeHue U  [JOKYMEHTHpPOBaHMEe BCeX YC/IYT BMeCcTe C
KOMITOHEHTaMH, OTHOCSILMMUCS K HUM;

B3zaumopgeiicteue c YnpaBnenuem [loptdenem ycayr ¢ 1ebio
comtacoBaHusi uHdopmanuu, copepxaueiics B Iloptdene ycayr u
KaTasnore ycnyr;

dopmupoBaHue u Tmnopjgepkka Karamora ycayr ¢ NpuBsI3KOH K
[TopTdento ycnyr;

Bsaumopgeiicteue ¢ IT u 0Ou3HecoM C 1jebl0 YCTaHOBIEHUS
3aBUCHUMOCTeH Mexay Ou3Hec-eMHUIIaMU C UX OU3Hec-mpoLieccamu u
TOAJeP)KUBAKOLIMMHU YCIYTaMH.

Bsaumogeiicteue co caykbamMu mopgepKKu, TOCTaBIMKAMH U
YrpaBneHnuem KOH (pUrypanusmu C 11e/1bH0 YCTaHOBJ/IEHUSA
3aBUCHUMOCTeH MeXxy ycayramu u NOAAeP>KUBAO MU
KOMIIOHeHTaMH, cogep>kaummucs B Texunueckom Karanore ycayr.
BzaumogeiicTeue ¢ YrnpaBieHHeM B3aMMOOTHOILEHUI ¢ Gu3HecoMm u
YripaB/ieHMeM YPOBHEM YCIYT C LeAbil0 TrapaHTUUM TOrO, 4YTO
uHdopmarus B Karasmore yciayr KOppeKTHpYeTCsi B COOTBETCTBUHU C
6usHecoM u ero nporjeccamu[10].

WUndopmanus ans opraHu3anuu Ynpaenenusi Karamorom yciyr moctymnaer
U3 pa3uuHbIX UCTOYHUKOB. B ITIL ucrounuku wHbOpMallMu /i rpoijecca
Ha3bIBalOTCs BxoAamu. OCHOBHBIMM BXOZAaMHU Tpolecca YnpaBjeHUs YCIyr
ABJISTFOTCS:

b

cTpaTeruu U mijaHbl 6usHeca u IT, Tekyupe u Oynyiupe TpeboBaHus K
[Toptdento ycnyr;

B/IUSIHUE, TIPUOPUTETH] U PUCKH, CBSI3aHHBIE C KaXKJOW yC/Iyrod MU
u3MeHeHUeM TpeOOBaHUN K Hel. DTy MHGOPMAIIUIO TIPEI0CTaB/IseT
niporjecc AHanu3a BIUSHUS Ha Ou3Hec;

TpeboBaHus Gu3Heca - JeTajbHOe OMUCAaHWe HOBBIX UM MU3MEHEeHHbIX
TpeboBaHuit 6usHeca k [loptdento ycayr;

[TopTdens ycnyr;

Cucrema ynpaBneHusi KoHurypaiusmu (CMS);

obpaTHas CBsI3b C APYTUMH TIPOIjeCCaMU B PaMKaX )KU3HEHHOTO I[UK/Ia

YCJIYTH.
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Brixogamu Ynpaesenusa Katanorom yciayr SBAsitOTCA:

1. yTBep>k/eHHasi PyKOBOJCTBOM JOKYMEHTAI[Hs, ONUCBIBAIOIIAs YCIIYTH;

2. obunoBnenus [loprdens ycayr, B pe3yisraTe KOTOPBIX B HeM Oyger
cozlep>KaThCsl aKkTyasbHas WHQoOpManus O CTaTycax ¥ 3aBUCHUMOCTSX
YCIIYT;

3. Karanor ycnyr, KOTOpBIN COAEpPKUT [AeTaJibHOe OMNUCAaHWe TeKYIMX
CTAaTyCOB YCJIVT, BMECTe C OMUCaHueM UHTep(eiicoB U 3aBUCUMOCTEIA.

Kntouepoii mokazatens mnpoussogutenbHocTd (Key Performance
Indicator umu KPI) - meTpuka, KOTOpasi UCMIO/L3yeTCs JjIs YIIPaB/IeHUst
TpoIjeccoM, yCAyrol WM  JesiTeNbHOCTBH. Bbigensercs  fBa
KnwueBsix  moka3aTens  [POU3BOJUTENBHOCTH B KOHTEKCTE
Ynparnenus Karanorom ycayr:

o [lpoijeHTHOE COOTHOILIEHHE KOJWUECTBA YCIYL, KOTOpbIE
copepxatcsi B Karasmore yciayr, K KOJIMYeCTBY YCJIYT, KOTOpbIe
NpeJOCTaB/ISAIOTCS 3aKa3uukaM B OINpeJe/NeHHbI MOMEHT
BPEMEHH.

o Konuuectro PaCX0XK/JeHHUH MEeXIy uHdopMalmei,
copepxkarteiicst B Karasore ycayr, u "peaibHON cATyaljuen "

OCHOBHBIMM pUCKaMU Anas  YnpasneHusa Karanorom ycnyr sBiasercs
HeTOuHasi MHbopmalus, nocrynawmas ot 6usHeca u [T, a Tawke nIox0
OpraHu30BaHHLIN goctyn K Karanory ycnyrn

5.2. YripaByieHWe ypOBHEM YCJIyT

YnpaBnenue ypoBHem ycayr (Service Level Management wiau SLM) -
MpoLecc, OTBETCTBEHHEBIN 3a 00cykgeHue CortameHuil 00 ypoBHe yc/yr,
rapaHTUPYIOIMA UX BLITIOTHEeHWe. SLM OTBETCTBEHEH 3a TO, YTO MPOL[eCCHI
YnpaBneHusi ycayramMM, COIVIallleHUsI OMEepaljMOHHOrO0 YPOBHSI UM BHeEIIHHE
OTOBOPBI OYAYT COOTBETCTBOBATH COIMIACOBAHHBLIM I1[€/IEBbIM TOKAa3aTesisiM
ypoBHsA yciayru. SLM oTciexxuBaeT U OTUYMTBHIBAETCA TIO YDPOBHSM YCIVT,
BBITIOJIHSIET peryisspHbie 0030pel Ansi 3aka3umkoB[l]. [pyrumu cioBamwu,
Mpolecc OTBeyaeT 3a [eperoBOpel C 3aKa3uMKaMH, COIVIaCOBaHUeE
TpebOBaHUN U MOCTAHOBKY 3HAYEHWU PA3/MUHBIX MOKa3aTesiell, K KOTOPbIM
JO/DKHA CTPEeMUTBCS YCiyra - 1LiefeBbIM T[0Ka3aTelssM YPOBHS YCIYTH.
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[Mpou3BoguTCST MOHUTOPUHT Tipoljecca U (OPMHUPOBAHHUE OTUYETHOCTH, B
KOTOpPOW OTpa)kaeTcss CrMOCOOHOCTH TIOCTAaBIMKA YCJIYT  BBITIOTHATH
TpeboBaHus  3aka3uMka. Ycmex SLM BO  MHOTOM  3aBUCUT  OT
TpeoCTaBJeHHON WH(OpMalui, Ha OCHOBAaHWUU KOTOPOM (HOPMHMPYIOTCS
1jeneBele MokKasaTenu. VcTouHukamMu WHGOpPMAlLlMU B TEPBYHD Ouepeib
sastoTcss Karanor ycnyr u [Moprdens ycnyr. SLM siBisieTcsi CBOero poja
TOUKOW B3aMMOZEHCTBUSI TIOCTaBLMKA YCAYr M 3aka3uuka. OH JOJDKeH
Npe/CTaB/sATh MOCTABIMKA yCayr 6usHecy u OU3HeC - MOCTaBUMKY YCIYL

SLM obecrnieunBaeT KOPpPEKTHOCTh, NMPOGEeCCUOHANBHOCTh U JOCTOBEPHOCTD
MeTO/10B, TPHMeHsIeMbIX /111 U3MepeHUs TPOU3BOAUTEeIbHOCTH YCIYL.

[TpomexxyTouHble Lienu npoLecca YpasieHus ypOBHEM YCIIYT:

1. ompesenenue, comacoBaHue U JOKYMEHTHPOBaHHE  YPOBHSA
TpeoCTaB/seMbIX YC/VT;

2. obecrieueHMe ¥ yAyYlleHHWE B3aUMOOTHOIIEHUN 3aKa3UMKOB U
IIOCTABIIMKOB;

3. obecrieueHue TOro, UTO ILefeBble 3HAUEHUS JJIS1 YCAYT AOCTHXKUMBI U
WX MO>XHO U3MEPUTh;

4. MOHUTOPMHT U yIyuylleHHEe Y4OB/JE€TBOPEHHOCTH 3aKa3uMKOB YPOBHEM
TpeoCTaB/seMbIX YC/VT;

5. rapaHTus TOro, 4TO 3aKa3uyMKM MMEKT YeTKoe W HeABYCMBICIEHHOe
OKHUJAHWe YPOBHS YCIYTH;

6. rapaHTHs TOro, UTO MCIMOAL3YHOTCA NPOAKTUBHBIE METOJbl U3MEPeHUs
TaM, Iie 3TO 9KOHOMHUYEeCKH OTpPaB/aHo.

SLM pomxeH BK/IKOYAaTh C/IeAYHOLIee:

¢ pa3BUTHe B3aUMOOTHOIIEHUM ¢ Ou3HecoM;

® [eperoBOpHl U COIIAaCOBaHUe TpeDOBaHMII U 1]e/IeBBIX MOKa3aTese, a
TakkKe [OKYMEHTHpPOBaHWe U ynpasaeHue SLA [as Bcex ycCiyr
HaXo[ANMXCS B TIPOMBIIIVIEHHOW 3KCIITyaTalluu.

e pa3seuthe u yrnpaBieHue OLA, utobbl obecrieuuTh COOTBETCTBHE U
xoppensuio ¢ SLA.

® [epeCcMOTP M aHaAUW3 KOHTPAaKTOB C TMOCTaBUMKAaMM U [PYTUX
COIAlIEHW! B paMKax YIpaBjieHUsi TIOCTaBIMKAMH, UTOOBI
obecrieunTh Koppesnsuio ¢ SLA.

® npefylnpexxJeHHe 0TKa30B, yMeHbllIeHHe PHCKOB, YIyullleHHe KauyecTBa
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YCJIyT;

yripaB/ieHHEe U OTYETHOCTh 110 BCeM yciayraMm, 003op Bcex ciabocreit u
"opemeit” SLA;

KOOpAUWHALUA [Tnana COBEpILLEHCTBOBAHUS YCIIYT. [Tnan
coBepleHCTBOBaHUs yciyr (Service Improvement plan) - dopmanbHbIi
[Inan anst BHEAPEHUS YIyYIlleHWi B TIpo1jecc uan ycuyry[1].

SLA siBasieTcst OCHOBOM 151 GOPMUPOBaHUSI OTHOIEHUH MeXAy OU3HecoM U
MOCTABUMKOM yC/yr, a SLM TOukoi B3aUMOZENCTBUS.

OcHoBHas AeATenbHOCTh B paMKax SLM go/KHA BKAOUATE C/IeAyHOIee:

kW

10.

NOKyMEHTHDOBaHUE, COIVIaCOBaHHe, yTBepXkAeHue TpeboBaHUiA
3aka3uukoB B (opme SLR ¥ ymnpaBneHWe UMHU B paMKaxX >KH3HEHHOTO
1IMK/a yCAyru ¢ moMoieio SLA;

MOHUTOPHUHT U U3MepeHHe MPOU3BOAUTENbHOCTH YCIYT B paMKax SLA;
W3MepeHue U MOHUTOPUHT T0JIb30BaTebCKOH YIOBIETBOPEHHOCTH;
dopmupoBaHUe OTUETHOCTH;

cbop u aHamu3 uHAMOpPMAIIMM, TIOJYUEHHOW W3  OTYETOB;
VHULIMUPOBAHUE YyIydlleHWi B pamkax [lnaHa coBepiieHCTBOBaHUS
YCJIyT;

0030p u mpoBepka SLA, OLA, KOHTpakTOB Hu JApyrux 0a30BBIX
COIIalIPHU;

pasBUTHE U JOKYMEHTHUPOBAaHHWE KOHTAKTOB U B3aMMOOTHOLIEHHUH C
WHBECTOpPaMH, 3aKa3unkamu U Ou3Hecowm;

perucTpanus BCex MoJJ0KUTENbHBIX U OTPUL]aTe/IbHBIX OT3bIBOB;
TpefoCTaBeHUe KOPPeKTHOW WHGOpMaluu B pPaMKax COAeHCTBUS
YrnpaB/ieHUI0 TPOU3BOAUTE/IEHOCTBI0 U IeMOHCTPALMU JOCTHIXKeHUH
YCJIyT;

obecrieueHne [JOCTYITHOCTU/AKTYaTBHOCTH JAOKYMEHTOB U CTAaHJAapTOB
SLM, a Tarke yripaBjieHUe UMHU.

WUcnone3ys Kartanor ycnyr SLM pgomkeH cdhopmupoBaTh Haubosee
MpUeMIeMbId Il KOHKPeTHOM opranu3aiuu SLA. BbigenstoT HeCcKoIbKo
thunoB SLA.

1.

SLA, ocHOBaHHBIN Ha ycayrax - 3To SLA, onmucbIBalOUMA OfUH THII
YCAYT Ajs1 BCEX TMoJib30BaTened 3Tou ycnyru. Hanpumep, SLA moxeT
TIOKPBIBATh YCJIYTY 3JIEKTPOHHOW TMOYTHI [/i1 BCEX ee I0JIb30BaTenei.

108



J.A. CKpPHITHHK ITIL. IT Service Management no cmandapmam V3.1
[TpeumyliecTBOM  JaHHOTO MOAX0[A fABIAETCA ero  IpoCTOTa.
HepocTaTkoM TO, YTO pa3HBIM THUIIAM [10JIb30BaTeled  MOXKeT
notpebOBaTLCS Pa3Hbl YPOBeHbL YCAYTM WJIM K€ OHU MOTYT UMETh
pasnUuHbIe TIPEUMYIIECTBA C TOYKM 3peHUs HHQPaCTPYKTYPHI.
Hanpumep, Tomn-meHepKepbl MOTYT OBITH MOAKTIOUEHBI K OBICTPBIM
ceTsM, PpSOBBIe COTPYSHHUKU - K 0Oomee MeaneHHbIM. [lpyrumu
cioBamu, HeoOxoguMo OOBeAMHUTH pa3Hble IjefeBblie T10Ka3aTenu
BHYTPHY OJHOI0 COIIALICHUS.

2. SLA, ocHOBaHHBIN Ha MOJIb30BATENAX - 3TO SLA, onuckIBalOLMii BCe
YCIYTH, KOTOPbIe HCIOJIb3yeT OTpejesieHHas TPYIIa I0Jib30BaTenei.
Hanpumep, SLA MoXeT OmNMUChLIBaTb BCe YC/IYTHU, MPEJOCTABJIg€Mble
buHaHCOBOMY OTe/y Kopropaiiui. DTOT Buja SLA Haubosee ynoben
O 3aKa3uuKa, TaK Kak IIOKpbIBAaeT BCe YCJIYIH, KOTOpble eMy

HeoOX0 U MBI,
3. mynsTUypoBHeBbld SLA(puc. 5.2), Hampumep, MOXKeT BK/IKUYATh TPH
YPOBHSL.

© ypOBEHb KOPIIOpPAIMU - TTOKPBIBaeT Da3oBwie 0cobeHHOCTH SLM,
MoAXo[dlMe [ KaKAOTO COTPYAHWKA OpraHu3aiuu. OTH
0c0OEHHOCTU [AO0/DKHBI ObITb Hauboee MOCTOSTHHBI, TaK Kak
00HOB/IATE SLA Ha 3TOM YPOBHE 0UeHb CJIOXKHO;

© ypOBEHb T0JIb30BATe/Iel - MOKpPbIBaeT BCe 0cobeHHOCTH SLM,
OTHOCSIIMECS K KOHKPETHOW TpYIIe Mo/jb30BaTeneld WIu
Ou3Hec-eAMHUIIE B UACTH UCTIOb3YeMbIX UMHU YC/IYT;

© ypOBEHb YyCAyr - TIOKpbIBaeT Bce ocobeHHoctu SLM,
OTHOCSIIIMECS] K KOHKPETHOW yC/Iyre B OTHOIIEHWU KOHKPeTHOW
TPYIbI TIob30Baresnei[10].

109



J.A. CKpPHITHHK ITIL. IT Service Management no cmandapmam V3.1

¥popeHs
KOHKPETHOR YCIyTia

Ypopets
NONEIOBIATENER N
BraHEC-e0HHAL

‘VpoeeHb
KOPMOPALIMK

e

Puc. 5.2. MynstuypoBHeBbId SLA

MHoroypoBHeBasi CTPyKTypa mo3BojsieT u30aBUTbCS OT [AyOsupoBaHus
UHGbOPMALIMK U JIUIIHUX 0OHOBJ/IEHUH.

Kakyto Obl CTPpyKTYpy HM BbIOpa/iM TMOCTaBUMKA yCayr W Ou3Hec,
tdopmymupoeku SLA [o/mKHBI OBITH YEeTKMMU W HE OCTABJATb HUKAKUX
comuenuii. Ilocne Toro, kak Gopma SLA yTBepxjeHa, JOKeH OBITb
chopmupoBrad SLR. DTOT TpoIjecc A0CTAaTOYHO C/0XKeH BBUJY TOTO, UTO
Ou3Hec vaie BCero He MOXXeT COPMYIMPOBATL OHO3HAUHO CBOU >KeJIaHUS
U noTpebHOCTH B TepMHHAax TPOWU3BOAUTENBHOCTH, ©Oe30macHOCTH,
MOIIIHOCTU W HenpepeiBHOCTU yciayr. C KPYIMHBIMHM 3aKa3uMKaMH BeAyTCs
[UIUTe/IbHbI@ TIePEerOBOPHI C 1kl nocTpoeHus SLR u HaxoxaeHus ODanaHca
MEeXAYy TeM, UTO XOUeTCs, U TeM, UTO MOXXHO o0ecrneuuTb HUCXOAd U3
00BeKTUBHBIX (PAKTOPOB.

IMocne yreepxgenuss SLR u SLA pomxkHbl ObITE pa3paboTaHbl MeXaHWU3MBI
[JIsi MOHUTODUHTA TPOU3BOAUTENsHOCTA yciayru. [lnoxo paspaboraHHbie
MeXaHW3Mbl MPUBOAAT K HEMOHMMAHWUK U CIOpaM MeXAYy 3aKa3uMKOM U
MOCTAaBIMKOM, B pe3ynsTaTe uero Bech npoijecc SLM tepseT cMmbici. BaxkHo
CnefuTh 3a BCeMU KOMIIOHEHTaMU YC/IYTH, TaK Kak /151 3aKa3uMKa BakKHa ee
1]eJIOCTHOCTB, MOCTOSIHCTBO U AOCTYITHOCTE B mo6oe Bpemsi. [lons30Barenu B
CBOIO Ouepe/ib JO/DKHBI He3aMeTUTeNbHO Co00aTh MOCTaBuMKy 000 BCex

HHIOUOEHTax U npoﬁﬂemax, yTOOBI OH MOI BHECTH HEOﬁXO,H,HMbIE
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KOPPEKTHBBI B YCIYI'Y H €€ KOMITOHEHTHI.

M3mepeHue T101b30BaTE/NbLCKON YOBIETBOPEHHOCTU OTJIMUHO OT U3MepPeHUst
MPOM3BOAUTE/NBHOCTH, KOTOPYK) MOXXHO W HYKHO  MakCHMalabHO
aBTomMaTusupoBaTh. [lonb3oBaTenbCckas — yIOBJIETBOPEHHOCTb — SIB/ISIETCS
cyObekTUBHBEIM (akTopoM. Jla)ke ec/iM T0JIb30BAaTe/d CTaTKUBAIOTCS CO
cbosIMM YCITYTH, OHU TPU 3TOM BCE PaBHO MOTYT UMETh O Hel MO3UTHBHOE
BreuatieHue, U Haobopor. C camoro Hauaja HeoOXOAMMO TMOMbBITATHCS
VIIPaBAATL  OXKUJAHUSAMM  3aKa3uMkoB. OTO  O3HauaeT I1OCTaHOBKY
HaJ/IeXalMX OXUJAHUHA M COOTBETCTBYIOIIMX LIeJIeBBIX TIOKasaTeneil Ha
nepBoe MecTo, ¥ JaibHellyl0 pa3paboTKy CUCTeMaTHUYeCcKoro Mpoijecca Ha
yIIpaB/eHUEe UMHU.

yr[[OBJ'IETBOpEHHOCTB nonL30BaTenel = BOCIIpHATHE - OXKUJaHKA.
Ecnu 3T0 3HaueHue HYy/1eBoe Uin 6onbIe HYI/d, TO 3dKd34UHK yI0OBJ/IeETEODPEH.

YroObl M3MepUTh BoCMpusaTHe 3aka3uvka I[TIL pexkomeHayeT creayrolpe
MeTO/Ibl U CpefiCTBa:

1. mepuopuyeckue Onpocsl U aHKETUPOBAHKE 3aKa3UMKOB;

obOpaTHas CBSI3b C 110JIb30BAaTeISIMU TTOCPEICTBOM BCTpeY;

3. obpatHas cBs3e ot O630pa pe3yisTaToB BHeApeHus. (0630p
pe3ylbTaTOB BHeJPEeHMS SB/SETCA uacTbl Mpolecca YrnpaBjeHUs
usmenenusimu. O630p pesynsratoB BHeapeHus (Post Implementation
Review wunmu PIR) - 0030p, BBITOMHSEMBIA TIOC/e BHEJPEHUS
u3MeHeHUs1 1nipoekra. OH onpejensieT yCHEIHOCTb W3MeHEeHUs
TIPOEKTa U BHISB/ISET BO3MOXKHOCTH [/l yyutieHus[1].

Tesie(hOHHBIN OTIPOC 3aKa3YMKOB;

OT3bIBHI MO/Ib30BAaTeel, OCTABIEHHEBIE 10 UX HHUL|UATUBE;

hopyMmBi;
AHAJTU3 IOCTOMHCTB U HEJOCTATKOB.

N

N s

Insi mocTaBUMKa YCAyT Ba)KHO TI0Ka3aTh 3aka3uMkaM TO, UTO OH
BHUMATE@/JIbHO OTHOCUTCS K MX MHEHMIDO U BHOCHT COOTBETCTBYIOILME
KOPPEKTUBBI U YIYULleHUsI B TIPeJj0CTaBJIseMble YCIYTH.

[TocTaBuMK yciyr BCerjia 3aBUCUT OT HEKOTOPBIX CBOMX UJIH BHEIIHUX CIYXK0
MoAJep>KKA, TIOCTaBUMKOB WM BHEUIHUX MapTHepoB. KOHTpakTel ¢
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BHEIIHUMM TOCTABUMKAMH SB/ISIFOTCS. HeoOXOAMMOCTBH), HO MHOTHE
MOCTABLUMKK 3aKIKOYAOT Takke COMIAllleHWsi C BHYTPEHHUMH TIpyINInaMu
nogfepkkd - ComameHuss onepayuoHHOro ypoBHf. CoraiieHue
omepanuoHHoro ypoBHs (Operational Level Agreement umu OLA) -
cornameHue MeXAy TOCTaBLMKOM YCJIYyT W [APYrod 4YacTbl) TOM JKe
opranu3auuu. OLA mopgjep>kMBaeT MOCTaBUMKa YCIyr B MpeAoCTaB/IeHUU
ycnyr 3akazuukam. OLA onpefensieT npefocTaBisieMble TOBapbl MU YC/IYTU
U OTBETCTBEHHOCTh 0benx cropoH[1]. [Tepen Tem, Kak OpMHUPOBATHL HOBBIN
SLA wunu BHOCUTH B HEro H3MeHeHHs, HeoOXOOuMO MepecMOTpeTh
CyLIeCTByIOIIMe  COIAlleHWs  OMepaljuoOHHOTO  YPOBHS U,  TpH
HeoOXoAMMOCTH, OOHOBUTH UX.

Kak Tonsko SLA cdhopmupoBaH u pa3paboTaHbl MeXaHW3Mbl MOHHUTODHHTA,
HeoOXoquMOo OTNaAUTE TIporecc GopMUpPOBaHUS OTUETOB. OTUETHl JO/DKHBI
(hopMHUpOBaTLCA PerylispHO - eXeHe/enbHO UM Aake varle. PacriucaHnue u
tdopmar oTueTOB HEOOXOAUMO COMIACOBATh C 3aKa3uuKaMu. OTUEThI JO/DKHBI
OBITH TOHSATHEI U COZePXKaTb UH(GOPMALHMIO O TPOU3BOAUTEBHOCTH YCIIYTH B
KOHTEKCTe 1leJIeBbIX [I0Ka3aTesiell, OroBopeHHeix B SLA, a Takke
uHpopmManui 000 Bcex U3MEHEHUAX U YIyUIIeHUsIX.

ITIL pexomenAyeT ycTpauBaThb peryisipHble BCTPEUM C 3aKa3YMKaMH C 11e/Ib
0630pa npejoCTaB/IsgeMbIX YC/IYT U UX JOCTH)KEHUI 3a MOCAeIHUI Nepuof,.
Takue "0630pHBIE BCTpeun" HeoOXOAMMO TIPOBOJUTH pa3 B MeCSL] UIH XOTS
Oe1 B kBapran. IlpeacTtaBuTesnn 3aka3uMKa M TIOCTAaBIIMKA YC/AYT JO/DKHBI
paccMaTpuBaTh OTUeThl 0 (YHKI{MOHHMPOBAHUH YC/IYTH, BBISBJISATE MECTa, Ije
MoKa3aTeMu He [OCTUTAT YCTAaHOBJEHHBIX L[eIEBBIX 3HAUEHUH, U
[OTOBapUBaThHCS O AATbHENIIMX YIYUIIeHUSIX YCIYE

MHoXecTBO (PAaKTOPOB MOMKeT TOC/AY)KUTb Tpurrepamu mas SLM, B
YaCTHOCTHU:

1. usmenenus B [lopTdene ycayr, Takue Kak HoBble TpeboBaHus Ou3Heca,
HOBBIE U/ U3MEHEeHHbIe YCIYIH;

2. HOBBIE WJIHM U3MeHeHHEbIe cornameHus, SLR, SLA, OLA u T.1.

3. "o0630pHBIe MepornpusiTus'( aHKeTHpPOBaHHWE, BCTpPeuH, TenehOHHBIe
OMpOCHI U T.I1.);

4. HapylleHUs B yCIyTe;

TI0JIOKUTe/IbHbIe U/IM OTPULjaTelbHbIe OT3bIBbI;

6. M3MeHeHHUS B CTpPaTernu WU/U MOMUTHKAX.

b
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Bxonamu gna SLM aBnsitoTcs:

¢ undopmailus oT OM3Heca - CTpaTeruu, I/aHbl, TEKylme U Oygyime
TpeboBaHus;

® AHanu3 BAMsHUSA Ha Ou3Hec - UHGOPMALIUsI O BIUSIHUU, IPUOPUTETAX,
PHCKax U KOJTMUECTBE MO0/Ib30BaTe/IeH Mo KaXKI0i yCyre;

¢ TpeboBanus Ou3Heca - AeTanu O JHOOBIX COMTACOBAHHBIX HOBBIX W/IH
HU3MeHeHHBIX TpeboBaHusax OusHeca;

e crpatern, noauTHKA IT u orpaHuueHusi c 3Ttama IlocTpoeHus

CTpaTeruu;

e [loptdens ycnyr u Katanor ycnyr;

¢ yHdbopmanus 00 wu3MeHeHUsix - MWHdoOpMalUsg OT Tpolecca
YnpaBneHus U3MeHEeHUSIMU;

¢ CMS - wuHdopmaiusi 0  B3aUMOJEWCTBMU  OM3HeC-ycCiyr,

BCIIOMOTAaTEe/IBHBIX YC/IYT U TEXHOJIOTHAX.
L OﬁpaTHaﬂ CBsA3b C 3dKd3UMKAMH, MOJJIOKHUTEJIbHBIE WU OTpULlATe/IbHbIE
OT3BbIBEI.

Brixogamu SLM siBnsitoTCA:

¢ ortueTkl 00 yc/yrax, KOTOphIe TIPeAOCTABISIOT WHpopMaruw o pabore
YC/IYTU B KOHTEKCTE 1]e/IeBbIX MoKa3aresneid SLA. OTU OTUEThI JO/HKHBI
cozeprkaTh JeTanbHyH UHGOpPMalnioo 000 BCeX CTOPOHAX YC/IYTA U ee
npejoCTaBaeHUS, BKJTIOUas TeKYLL[YIO " TIPOLTYIO
TIPOU3BOJUTE/ILHOCTE, craboctu u "Openm"”, OCHOBHBIE COOBITHS,
3arJIAHUPOBAHHBIE U3MEHEHUs, TeKynmi u Oygynmi obbem paboThI,
T1JIaHbI U JIeATEeIbHOCTD 110 YIYULIeHUIO.
[Tnau cosepueHcTBOBaHusA yeayr (SIP);
mabMo0HbI JOKYyMEHTOB i cocTtaBaeHus SLA, SLR, OLA u agpyrux
COIJIalIeHUH;
SLA;

il

SLR;

El

OLA.

ITIL  Boigenser  CyOBeKTUBHbBIE U OOBEKTMBHBIE  HMHAMKATOPHI
npousBoguTesbHOCTH SLM. K CcyOBeKTUBHBIM OTHOCUTCS YIy4IIIEHUE
VIOBIETBOPDEHHOCTH  3aKa3uMKOB  MpeJocTaBiseMbiMd  ycayramu. K
00BEKTUBHBIM:
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® KOJIMUECTBO UJ/IM MPOLEHT JOCTUTHYTHIX LieJIeBbIX MTOKa3aTesneu;
¢ KonuuecTBO "Opemeil" B ycyrax;
® KOJIMYECTBO YCAYT C aKTyaibHbIMU SLA;
® KO/JIMUECTBO YCJIYT C PperyispHo (OpMUPYEeMBIMH OT4YeTaMH U
o630pamu.

[MogBoAs WUTOr, MOXKHO CKa3aTh, uTo SLM saBiasercs "HIMUOHOM B 000MX
narepsx”. OH Ha/la)KUBAeT B3aUMOJEHCTBUE MOCTABIIMKOB U 3aKa3UMKOB,
npejcTaBasias TO OAHY, TO [Jpyrylo crtopoHy [lpu mnpezacraBieHuu
"ONMO3UIUOHHON" TOUYKM 3PEeHUs] Ha BCTpPeuax, MeperoBopax M T.I. 4acToO
BO3HMKaeT 000r0IHOe pa3apakeHue U HemoHuMaHue. [loatomy SLM nomkeH
OBITH MakCUMa/qbHO OTKPBITBIM U TOJI€3HBIM B CBOEM B3aUMOJEHCTBUM C
06eMMU CTOPOHAMU - TTOCTABILIMKOM YC/IYT U 3aKa3UUKOM.

5.3. YmpaBiieHWe MOII[HO CTAMUA

Ynpasnenue momHoctasmu (Capacity Management) - mporjecc, OTBeuarOImu
3a CBOoeBpemMeHHOe U 3(heKTHUBHOe IO 3aTpaTaM COOTBETCTBHE MOIIHOCTH
ycnyr U WHOPACTPYKTypbl TpeOOBaHMSIM  COMIACOBAHHBIX  LI@TEBBIX
MoKa3saTtesieil ypoBHSI YCIYTH.

YrpaBieHue MOIHOCTIMHM TMPUHUMAeT BO BHHMAaHHE BCE PeCypChI,
HeoOXouMble /Il TPEeAOCTaB/IeHUsT YCAY, a TakkKe TPOU3BOAUT
KPaTKOCPOYHOE, CpeJHeCPOYHOe W J[0JIrOCPOYHOe TIaHUpOoBaHue OusHec-
TpeboBaHUH.

MommocTts(Capacity) - MakCUMajbHasi TPONYCKHAs COCOOHOCTb, KOTOPYH
MokeT obecreunTh kKOH(UTypallMOHHAas eAWHHWIIA WM yClIyra B paMKax
COTNIACOBAHHBIX LleJIeBBIX TI0Ka3aTeslell ypPOBHS YyCIyru. [Insg HEKOTOPBIX
TUIOB KOH(UIypal[MOHHBIX eAWHUI], MOIIHOCTb MOXXeT OBbITb BhIpa)KeHa
pasMepoM uau 06bemMom, HarpuMep, XeCcTKoro auckall].

[TpomexxyTouHbIe 1je/T1 YIpaBieH!s MOIHOCTSMU:

¢ dopmupoBats [Inan obecneueHusi MOIHOCTeH U yripaBaTh UM. [lnan
obecrieuenusi mommHocTtedr (Capacity Plan) - mman obecrieyeHus
MOIIHOCTeH UCTIONB3YeTC  [Jis  YOpaBlAeHUs  pecypcami,
HeoOXoAUMBIMU 7151 TIPEJOCTaBAeHUs yeayr[1]. DTOT naaH comepKuT

CLleHapuu [/s1 MPOTHO3MPOBAHHUs CIpoca €O CTOpOHbI bu3Heca, u
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OLIEHKY 3aTpaTr, HeoOxoguMbIX A7 obecrieueHUsi COIIACOBAHHBIX
LleneBrIX MOKa3aTesnei ypOBHS yCIyTH;

NpeJoCTARISATL PEKOMEH/JAallud U PYKOBOACTBA [151 BCEX J[PYIUX
obnacreii OusHeca u IT mno Bcem BompocaMm, CBSI3aHHBIM C
TIPOU3BOJUTE/ILHOCTEI0 U MOIIHOCTBIO;

KOHTPOJIMPOBATh, UTOOBI YC/TYTU JOCTUTANHU YCTaHOBJIEHHBIX LIeJIEBBIX
ToKa3zaTeneid, TMyTeM  yIIpaB/e€HHUsI TIPOU3BOAUTENTBHOCTBI0 U
MOIIHOCTBH, KaK YCJIVT, TaK U PecypCoB;

COleHCTBOBAaThL B [JUAarHOCTUPOBAHMU W pa3pelieHuu mnpobiem,
CBSI3aHHBIX C TIPOU3BOJUTETBEHOCTBI0 U MOIHOCTEIO;

OLIEeHUBATh BAMsAHUE M3MeHeHUH Ha [InaH obecrnieyeHuss MOLIHOCTEH,
YCIYTH U Pecypchl;

rapaHTUpOBaTb,  4YTO  TIPOAKTHUBHBIE  CpPeACTBA  YIYULIeHUS
TIPOU3BOJUTE/ILHOCTU BHEJPEHBl TaM, TI7He 3TO HSKOHOMHUYECKU
OTpaBJaHo.

YHpEiBI]EHI‘Ie MOIHOCTAMHA BK/JIKOUYAET B cebs cneyromue nqesaTeIbHOCTH

Noos

MOHUTOPUHT Mojesel Ou3Heca-esTeJbHOCTe U TIaHOB Ha yPOBHE
YCJIYT B TEPMUHAX MPOU3BOJUTEIbHOCTH MCIOIb30BAHUS TTPOTYCKHOM
cnocobHoctu  IT-ycnmyr u  noddepicusawowux uHgpacmpykmyp,
OKPY)KeHHUsI, JJaHHbIX, mpunoxeHuid. [Iporecc momkeH (opmupopath
CyyaiiHble W peryispHble OTUeTbl O TPOU3BOAUTENBLHOCTH U
MOIIHOCTH YC/IYT U UX KOMIIOHEHTOB;

MPOBeJieHNe [eATe/bHOCTH 10 PEeryiMpoBKe U HACTPOUKE C 1[e/bi0
MaKCHMMabHO 3((eKTUBHOTO UCTI0/Ib30BaHUS PECYPCOB;

MOHUMAaHUe YTBePXKAeHHbIX U Oynynmx TpeboBanuil 3akazunkos B IT-
pecypcax, ¢GopMHpOBaHHe MPOTHO30B OTHOCUTENLHO TpeboBaHU B
Oymyrem;

BJIUSIHME Ha MPOL[eCcC YIpaBieHUs CIIPOCOM;

dopmupoBanue [1naHa obecrieueHUs: MOIIHOCTEH;

cofeiicTBUe B IMAaTHOCTUPOBAHUU NPO6IeM U UHI[U/IEHTOB
MPOAKTUBHOE WIyUIlleHUe YCJIYT U WX KOMIIOHEHTOB TaM, [fe 3TO
KOHOMMYECKH OTpaB/iaHo uau Tpebyercst busHecom[10].

[pouecc npegocTaBiseT MOCTABIMKY YC/IYT C/IeAYIOLYI0 HH(POPMALIUIO:

1.

Kakie KOMIOHEHThl Heobxogumo o00HOBUTL (Hampumep, 06onbiie
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MMaMATH Ha 3dIIOMHHAKOIMX YCTpOﬁCTBaX unu bonee 6BICprIE
TpOLIeCCOPkI);

2. KOra 00OHOBJIATE KOMIIOHEHTEI,
3. CKOIBKO 6ﬂET CTOUTL 00HOBIEHHE KOMIIOHEHTOB.

MHorue mporeccsl 3aBUCAT OT YIpaB/leHUs MOLHOCTSIMHA U OyayT meHee
s¢dextuBHEl  6e3  ucnone3oBaHus ero  uHpopmauuu. Hampuwmep,
YrpaBieHue  U3MEHEHUSIMM  JO/DKHO  TOJNYyUMTh UHGPOPMAI[UI0  OT
YiipaBneHust MOIIHOCTSIMU Tepe]] BHECEHUEeM KaKUX-TO M3MEHEeHUM, TaK Kak
OHH MOTYT TIOBJUATL Ha [JOCTYMHOCTb MouHocTed. I[IpaBunbHO
OpraHu30BaHHOe  YIpaBjeHWe  MOILJHOCTAMU  JaeT  BO3MOXKHOCTb
npe/cKaspiBaTh pa3iuuyHble coObITUS B OH3Hece [J0 TOro, Kak OHH
(hakTHUeCKU CTY4alOTCS. ITO TOMOraeT u3bexaTb HeMmpPUSITHBIX CIOPIPU30B B
OTHOLIEHUH MPOU3BOAUTENBHOCTH YCIYT U UX KOMIIOHEHTOB.

YrpaBneHue MOIIHOCTSMU TeCHO B3auMofeircTByeT ¢ 3tanom [locTtpoenus
cTpaTerMd MW JPYIMMU  TIpolleccaMd  TJIAHUPOBAHUS.  YIpaBjeHHe
MOLIHOCTSIMM  [I0/DKHO TIOHMMaTb W aHaJIu3UMpOBaTb KPaTKOCPOYHEIE,
CpelHeCPOYHBIe U 10ATOCPOYHBIe maaHbl 6usHeca u IT, a Takke cieguTs 3a
TpeHJaMH, HOBBIMH HJeIMM W TeXHOJOTUSIMHU, KOTOpPble MOXKHO
WCMO/B30BATh /1S OCYILLECTB/IeHUS 3TUX I1JIaHOB.

YiipaB/ieHHe MOIIHOCTSAMU JJO/DKHO obecrieunBaTh Cefiyrolee:

1. Gamanc 3artpat u TpebOyembIX pecypcoB - obecrieuuBaThb TO, UTOOBI
TPOU3BOUTEBHOCTb TPOL[ECCOB Oblla OMpaBJjaHa C TOUKU 3PeHUsi
3aTpaT Ha HHUX, U obecneuuBath Haubosee 3ddexkTUBHOE
WCII0/Ib30BaHKEe PeCcypCoB.

2. GanaHc cripoca ¥ MpejIoXKeHusl - ClIe/IuTb, YTOObI MpeAoCTaB/IsieMble
IT npeanoXXeHust YIOBIETBOPSU/IM CIPOCY CO CTOPOHBI 3aKAa3uMKOB B
HACTOAILEM U OyayieM.

YnpasneHue — MOLHOCTAMM  fIBSIETCA  HEIPEepPbIBHBIM  IIPOLIECCOM,
COMPOBOXKJAKOUMM  YyCIYyTy Ha BCeM ee JKM3HeHHOM uukie. OH
ONTHUMHU3KPYET MCMO/Nb30BaHHE UMEHUMXCA B HAJIMUYUU PeCypcoB H
TJIaHUPYeT UX pacrnpegeneHue B Oygymem (puc. 5.3).

116



J.A. CKPHITHHK ITIL. IT Service Management no cmandapmam V3.1

-

Cifaop Tekywen \'\ CucTama ynpaanaHus
NPOHABCAHTENEHOCTH -—} MOLLHOCTAMK
M MOLLHOCTH (CMIS)
VITPULLEH A TERYLLE A Omyerel o \\
MOLWHOCTH YCITYT W # npousBOOMTENEHOCTI
KOMMCHEHTOE H MOLWHOCTH
OujaHia,
COMacoEaHnE M
O0RYMEHTHDOBaHWE P Mpormosts
HOBBIX TpaboaaHWi
Pacnpegeneqve } Mnax ﬂﬁEEI‘IE‘-IEHI-‘IH\
HOB X MOLLHOET & ML HEET &

"-._____—_______,.-’

Puc. 5.3. IIpouecc YnpaBsieHHU MOLHOCTAMHA

B pamkax YnpaBneHus MOIHOCTSIMU BBIJE/SOT TPU MOANpoLiecca:

1. YmpaBieHwe MOIHOCTIMH Ou3Heca - TpaHC/IUPYeT MOTPeOHOCTH H
rjaHbl 6u3Heca B TpebOBaHM K yCayraM U HH(pacTpykType;

2. YiipaBneHWe MOIHOCTAMHA VCAYT - VIIPaB/AsSeT, KOHTPOJUPYET W
Mpe/CKa3bIBAET MPOU3BOAUTENBHOCTh U MOIHOCTD YC/IYT, HaXOASIIXCS
B JKCIITyaTalluu;

3. YiipaBneHue MOIHOCTSIMU KOMIIOHEHTOB - YIIPABJISIET, KOHTPOTUPYET
W TIpe[CKa3bIBaeT TIPOM3BOJUTENLHOCTh W MOIIHOCTb OTAEMbHBIX
xoMmroHenTos[10].

KoneuHo, cpeau 3THX MPOL{eCCOB MHOTO 0011Iero, HO, TeM He MeHee, KK bl
npoiecc wuMeer CcBoW "hokyc". VYmpaBneHue MOIIHOCTAMHM Ou3Heca
choKycHMpOBaHO Ha TeKynmMXx U Oynyumx TpeboBaHusix Ou3Heca. YrpaBaeHue
MOLIHOCTSIMH YCAYT C(OKYCHPOBAHO Ha TpPejOCTaB/JeHUHU CYILeCTBYIOIIMX
yCIIyr Ans nopdepykku Ou3Heca, YmpaBjeHHe MOLIHOCTSIMA KOMIIOHEHTOB -
Ha uH{pacTpykType, kotopas obecrneunBaeT npeAocTaBieHue ycayr. Ponb

Ka)kKZI0ro 13 MOANpOLIeccoB MoKasaHa Ha puc. 5.4.
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Puc. 5.4. Tlognpoiieccsl B paMKax YrpaBaeHUs MOIHOCTSIMU

BbI,ELEHH}OT PeakKTHBHBIE W TIPOAKTHBHBIE MEPOIPHATHA B PaMKaXxX IIpoLjecca
YHPHBHEHI‘IH MOIMHOCTSAMH. K MPOAKTHBHBIM MEPOIIPUATUAM OTHOCATCA:

"mpeayragpiBaHue" MOSIBJIEHWS BOTMPOCOB, CBSI3aHHBIX C HEXBATKOW
pecypcos;

BBIJIeJIeHUe TeHJeHLIUH UCI0/Ib30BaHUs PeCYPCOB B HACTOSIee Bpems
U onjeHKa Oymyumx Tpeboranuii k pecypcam. [locieiHee BbIpa)kaeTcs B
0OHOBJIEHUU U YIYUILLIEHUM TIJIAHOB B T@PMUHAX MOPOTOBBIX BEJIUUUH
Y HarpaBJ/IeHUH UCTO/Ib30BAHUS PECYPCOB;

MOZIe/TMpOBaHKe U aHa/lIu3 TeHAeHIui usmeHenui B [T-ycnyrax, B Tom
yKiC/e omnpejie/ieHre U3MeHEeHHU B pecypcax, KOTOpble JO/DKHBEI ObITh
TIpeATPUHATEI B OyayIiem;

obecrieuenue TOro, uto ob6HOBAeHusi OygyT mMpodUHAHCHPOBAHBKI,
3amIaHUPOBAHEI U TIPOBE/IeHBl 0 TOrO, Kak Oyner HapymeH SLA umu
MOSABATCS KaKue-TO Npob/ieMbl ¢ IPOU3BOAUTE/NbHOCTEIO:

AKTUBHBIN MOUCK BO3MOJKHOCTeH a7 YIyullleHUs
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NMpOU3BOAUTE/NBHOCTH YCIYT TaM, [1€ 3TO SJKOHOMHWYECKH OIpaBddHO,
6. HaCTpDﬁKB M  OINTHMHU3ALHA T[IPOU3BOAWMTE/NBHOCTH YCINT W HX
KOMITIOHEHTOB.

K PEdKTHBEHBIM MEpPOIIPpHUATUAM OTHOCATCH:

1. MOHUTOPMHI, H3MepeHHWe U BeJeHHe OTUeTHOCTH TI0 TeKyIleH
TIPOX3BOJUTE/BHOCTH YC/IYT U UX KOMIIOHEHTOB;

2. pearupoBaHue Ha Bce COOBITHSA, CBsI3aHHBIE C TIOPOTOBBIMU
BeIMUMHAMU TIPOM3BOJUTE/ILHOCTH, U [asibHeH1lass WHUI[HATU3alus
KOPPEeKTHBHBIX Mep;

3. pearupoBaHue Ha BCE npobiemsr, CBSI3aHHbIE C
TIPOU3BOJUTE/BHOCTBIO U TTOMOLLb B UX pa3pelieHuu.

HeaTensHOCTL B paMKax mpoljecca YrnpaBieHUs MOLHOCTSIMU TOKa3aHa Ha
puc. 5.5.

] HacTpomka |<_

Blinomkeqwe Axanua

— %

MasuTopumr

LA 4

VLVV

CMIS Omiete o OTweaTei o
HECOOTBET CTEMAX HECCOTRETCTERAX
yemyr pecypcos

_/__/._)

Puc. 5.5. [lesitenbHOCTb B paMKax Mpoljecca YpaBiaeHWs1 MOITHOCTSIMHU

Uem 3¢dexTrBHEe MPOBOAATCSH MPOAKTUBHBIE MEPOMPHUSITUS, TEM MEHbILe
noTpebyeTcst peakKTUBHBIX IMCTBUI CO CTOPOHBI YIpaB/IeHUsI MOIIHOCTSIMH.
HelicTBUsT B paMKax KaXKAOTO M3 PaCCMOTPEHHBIX TOAMNPOLIECCOB
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OTAUYaKOTCa. [ 7aBHBIM  OTAUUYHEM  SIBJISIETCS HH[iJOpMElL[I/IH, KOTOpas
OTC/NEeXHBAeTCAd U COﬁI/IpaETCﬂ. Harjpumep, YPOBe€HBb YTH/IHM3dllHH OTAE/TbHBIX
KOMITOHEHTOB - IIpoLeccopoB, AHUCKOB, CeTEBOro DGDp}ﬂOBaHHH - BOIIPOCHI
yrlpaBHEHHﬂ MOIMHOCTBH) KOMITOHEHTOB. TpaH3ElKL]HH MEXAy MOKa3aTeaaMH
l'[pOl'ly{:KHOIui criocobHOCTH H BpeéMeHeM OTBE€Ta - BOIIPOCHI WPEIBHEHHFI
MOMIIMHOCTBIO  YCIIVL. K BOTIpOCaM yﬂpaBHEHHﬂ MOMHOCTAMHA 6u3Heca
OTHOCATCS TPpadH3dKIHA MeEXOY IT0Ka3aTe/JIaMH OHHai:IH-y{:J'I}?T u Ousnec-
06BLeMoB - HAIIpUMep, B TePMHHAX YBEIIMUEHUA MPOAdK HU/IH UﬁCHY)KEHHbIX

OpZlepoB.

Bxopamu npouecca YnpaBieHUs1 MOIHOCTSMU SIBIASHOTCS:

1. undopmaius ot Ou3Heca - CTpaTerMd W TMJaHbl OpraHU3alllu, ee
Tekyupe u Oyayime TpeboBaHus;

2. undopmarus ot IT - crpareruu, nnanel u Owmker IT. 3Ota

uHpopMaIus TTOKPLIBAeT BCe BOMPOCH], CBA3aHHBIE C TEXHOJIOTUSMHU,

UHPACTPYKTYPOH, OKPY)KEHUEM, AAaHHBIMU U TIPUIOXKEHUSAMH, U UX

CBSI3U CO CTpaTerusiMu W rjaHaMmu 6u3Heca;

nHbopMarus 0 TPOU3BOAUTETEHOCTH U MOLHOCTHA KOMIIOHEHTOB;

4. npobembl, CBsi3aHHBIE C TTPOU3BOAUTENBHOCTBIO YCAYT - WHLUEHTHI
U nipo6emel, CBsi3aHHBIE C MJI0X0H MPOU3BOAUTE/IBHOCTHIO;

5. undopmarus o ycayrax - uHdopmarus ot SLM, B TOM uucie OT
Karanora ycnyr u IMoptdens ycnyr, meneBsle nokasatenu ycayr 8 SLA
u SLR v T.II.

6. dunHaHcoBas mH(opmauus - UHGOpPMAIUA OT Tpolecca YipaBraeHUs
¢uHaHCaMM, B TOM UHCIe CTOMMOCTH TIPeJOCTABJIEHUSI YCIIYT,
pecypcoB, KOMIIOHEHTOB U 0O0OHOBIeHW#; Bbirojga mana 0OusHeca,
duHaHCOBbIe MIaHbl U OIO/XKET; 3aTpaThl, CBSI3aHHbIE C OTKA30M YCIyT
WM UX KOMIIOHEHTOB.

7. undopmauus 00 uW3MeHeHMUsIX: OT mpolecca  YipaBreHUs

w

W3MEHEeHUsMH, B TOM UMC/Ie PpaCclUCaHWue W3MEHEHUM, OLjeHKa
BJIUSIHUSI U3ME@HEeHU I Ha MOLHOCTb.

8. undopmaluss 0 TPOU3BOAUTENBHOCTH: HHGOPMALUsA O TeKylen
TIPOU3BOJUTETBHOCTH YCIYT U UX KOMITOHEHTOB.

9. undopmauusi 0  TeKyIMX CBsa3sx Ou3Heca C  yCIyramu,
BCIIOMOTaTe/IbHBIMU YC/IYTaMH M TEXHOJIOTHSIMHU.

10. undopmarius o paboueii Harpyske. Pabouasst narpyska(Workload) -
pecypcel, HeobXomuMble /1Sl TPeAOCTaB/eHHUs OIMpee/IeHHOW YacTH
yciayru. Paboume Harpy3kd MoOryT ObITh KaTerOpM3WpOBaHbI 110
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MMOoJIb30BAaTe/AM, TpPyIIIlaM 110/1b30BaTeed WU li]yHI{L]HHM B paMKdx
OT,[LEHBHOﬁ YCIIYTH.

Brixogamu Ynpap/sieHUs MOLHOCTSIMU SIBASIFOTCA:

1. Cucrema ynpaBnenust momHoctamu (Capacity Management Information
System unu CMIS) - BupTyanbHOe XpaHUIUIE [/ BCeX JaHHBLIX B
paMKax YmpaBjieHUs MOUHOCTSMH, OObIUHO uMeeT (u3nUecKu
pacripe/ieJIeHHYH apXUTeKTypy[1].

2. Ilnan obecreueHUst MOLHOCTEH;

3. uHdopMaLUs U OTYEThl O MPOU3BOAUTEIBHOCTH YC/IYT: UCIIOIB3YIOTCS
pa3TMyYHBIMU TpoleccaMd. Hamnpumep, A1 TOMOLM MpoLeccy
YnpaeneHuss ¢UHAHCAMU B OMNpPEJEIeHHWU TOr0, CKOJBbKO JIeHer
HeoOXOAMMO BBIIETUTHL HA 0OHOBIEHUS HH(PACTPYKTYPHI;

4. ananmu3 pabouell Harpy3ku U OTueTel Mo Heil. Mcnons3yercs
TepcoHanoOM  OMepalMoOHHOrO  yIpaBleHUsl g OLeHKAd U
ocyliecTBiieHUs u3MeHeHWil. [Ipu 3TOM YhpaBneHue MOIIHOCTAMH
NpejoCTaBaseT pacrucaHue O TOM, KOIja HCMHOMB3YHOTCA YCAYTU, U
KakoBa pabouas Harpyska, uyto obecrieunBaet Haubosee 3dhhekTUBHOE
WCTO/b30BaHUe PeCypCoB.

5. oTtueTel "mo ciay4arw'" 0 MPOU3BOAWUTENBHOCTA W MOMIHOCTU (TO €CTh
OTueTbl He MO0 PpaclMCaHUuK, a M0 KOHKPeTHOMY C/1y4aro).
Ucnonb3ytoTca Bcemu obnactamu YmpaBieHus moumoctamu, IT u
OuU3HeCoM C 11e/IbI0 aHaMn3a U paspeleHus npobiem.

6. TpPOrHO3bI, KOTOPbIE UCMOJB3YKOTCSA BCeMHU 007acTIMH JJIsl aHANMHM3a U
TIPOTHO3UPOBAHUS, B OCOOEHHOCTH PYKOBOACTBOM TIpU TIPUHSATHU
peIeHu .

[Tokazatenu,  KOTOpBIe  OLEHUBAKWT  JSGGEKTUBHOCTL  YIpaB/ieHUs
MOIIHOCTSIMH, JO/IKHBI BK/THOUATh:

e TouHble 6U3HEC-TIPOTHO3BI:
© cBOeBpeMeHHOe (GOPMHPOBAaHWE TIPOTHO3a B  OTHOIIEHUH
paboueii Harpy3Ku;
© BBIP@OKEHHAasl B MPOL@HTaX MOYHOCM b NPO2HO308 OTHOCUTETLHO
6usneca;
© cBoeBpeMeHHOe o0bObeguHeHue OusHec-maaHOB C [lnaHoMm
obecreueHuss MOIHOCTEH;
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© yMeHBIIEHHEe KO/JMYeCTBa pacXoKAeHWil Mexay OusHec-
nnaHamu u [Inanom obGecrieueHUss MOLUHOCTEH.
¢ 3HaHUe TeXHOJOTWi, B TOM UK cie Byayinmx:
© yaydlIieHHe MOHUTOPHUHIA TPOU3BOAUTETEHOCTH U TIPOIYCKHOM
CrocoOHOCTH YCIIYT U UX KOMITOHEHTOB;
© cBOeBpeMeHHOe 000CHOBaHUe BHEADEHUS U BHeJPEHHE HOBBIX
TeXHOJIOTUI B COOTBETCTBUM C TpeboBaHUsMU OU3Heca;
O yMEeHbIIEHUE WCTO0JIL30BAHUSI CTAPhIX TEXHOJOTUM, KOTOpbIe
BBI3BIBAIOT MPOOIEMBI C MOALEP>KKOU U TTPOU3BOJUTENTEHOCTEIO.
¢ CnocoOHOCTE AeMOHCTPUPOBATE 3KOHOMUYECKYH0 3 eKTUBHOCTE!
© yMEeHBIIIEHWE C/y4aeB 'TOKYITKA Uero-To B MOCAeJHUNA MOMEHT"
[I71s1 peIeHUsi CPOYHBIX TTPO6/IeM C TPOU3BOAUTENBHOCThIO;
© yMeHbllIeHUE QYHKIMOHUPOBAHUSI YCAYT U KOMIIOHEHTOB Ha
rpaHd CBOUX BO3MOJKHOCTEH MO TIPOU3BOJUTENBHOCTH W
MOLIHOCTH;
TOUHBIE MPOTHO3bl OTHOCUTEJILHO NTOTPeb/1eHust PecypCoB;
YMeHBbIIEHWe C/lydyaeB HapyueHuil B Ou3Hec-Tmporeccax,
BBI3BAaHHBIX HEXBATKOM MOIIHOCTH CO CTOPOHHI IT;
© yMmeHbIIeHWe 3aTpaT Ha cdopmupoanue [InaHa obecrneueHus
MOIIHOCTEH.
e CnocobHocTe obecmeunBaTh HeoOxogumyro MouHocTs [T and
yIOB/I€TBOPEeHUs MOoTpedbHocTel busHeca:
1. mpoueHTHOe yMeHBLIEHUE KOJIMUeCTBa UHIIUAEHTOB, CBA3aHHBIX
C MIOXOU TTPOU3BOAUTENBHOCTBIO.
2. TIPOLIEHTHOE YMEeHbIIeHWe TOTepb Anas Ou3Heca CBS3aHHBIX C
HeJ0CTAaTOYHON MOIIHOCTEIO.
3. yMeHbIIleHUe KonuuecTBa "Opeieit” B SLA, BbI3BaHHBIX TIJIOXOU
MPOW3BOJUTENIBHOCTBIO YC/IYT U UX KOMITOHeHTOB[10].

KomuectBo uHdopmaniuu, GOpMHPYeMOil B paMKaX TPeX pacCMOTPEeHHBIX
MOAIPOLIeCCOB  YNpaB/eHHS MOILIHOCTSMM, OTPOMHO H, KaK C/ejiCTBUe,
TPYAHO Topzaetcs aHanu3y. [loaTomy HeoOXogMMO coCpefloTauuBaTh YCUTUS
Ha Haubosiee BXKHBIX peCypcax U BOMPOCAX UX UCMOMb30BaHUSL

5.4. YupasieHue 10 CTYITHO CTBHO

HoctynHocTs (Availability) - cnocobHoCTh KOHbUTYPALIMOHHON €AUHULIBI UJTH
YCJIYTM  BBITIOJIHATH COIIACOBaHHYIO (DYHKIUMIO, Korma 3To Tpebyercs.
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HOCTYHHOCTB onpeaendeTrcda 4epe3 HAOeXHOCTb, COMpPOBOXAd€eMOCTh,
OGCJ’[}OKI‘IBEIEMOCTB, MMpOU3BOOAUTENTBHOCTE U 0e30MmacHOCTE.

YnpaBnenue  poctynHoctbio(Availabilty =~ Management) - mpoiecc,
OTBEUANILMM 3a OmpeJe/ieHHe, aHaliW3, [JIAHUPOBaHWe, HW3MEpeHue Hu
VIydllleHue  BCeX  aCleKTOB  JOCTYIMHOCTH  YCJIyrd.  YiipaBiieHue
[OCTYITHOCTBI0 OTBEUYaeT 3a TO, 4ToObl BCs HMHMPACTPYKTypa, MPOLeCCHI,
CpeicTBa, poOAM U T.J. COOTBETCTBOBAAM COMIacOBaHHBIM lleneBbiM
TOKa3aTesisiM YPOBHS yCayru B uacT JoctynHocTu[1].

[naBHOU 1]e/1bI0 YIIpaB/IeHUs JOCTYIIHOCTBIO SIBJIIETCS TapaHTHsI TOTO, UTO
YPOBEHb [JOCTYIHOCTH YyCayr 3¢QxpeKTUBEeH IO 3aTpaTaM M COOTBETCTBYeET
TeKyIMM uiu Oygymm notpebHOCTsM Ou3Heca. [IpoMe)KyTOUHBIMU 1IeISIMH
nporjecca iBJIsSHOTCA:

1. dopmupoBanue [1nana ynpaeneHus AOCTYMHOCTbIO. [1naH ynpaBaeHus
noctynHocTeiO(Availability  Plan) -  nnaH,  obecmeuuBaroumi
o¢gexkTBHOE 1O 3aTpaTaM BBIMOJHEHHE TeKyupMx u Oygyumx
TpeboBaHUl OCTYMHOCTH K yciyre[1];

2. mpejocTaB/ieHMe PEKOMEH/IAl[UM U PYKOBOACTBA AJis Apyrux obmacrei
busneca u IT mo BceM Bompocam, CBSI3aHHBIM C [JOCTYMHOCTBIO;

3. obecrieueHue TOro, utoObl YCAYTH [OCTUTATU YCTaHOBJIEHHBIX
1[eJIeBbIX MTOKa3aTe/ell B KOHTEKCTe AOCTYMHOCTH, NyTeM YIpaBjeHus
yCJIyTaMU U pecypcamu;

4. copelicTBMe B AMArHOCTUPOBAHWU U  paspelleHuu mnpobiem,
CBSI3aHHBIX C IOCTYITHOCTHIO;

5. Ol|eHKa B/IMSIHUS U3MeHeHUH Ha [11aH ynpaB/ieHus J0CTYITHOCThIO;

6. obecrieueHue TOro, UTO MPOAKTUBHBIE CPEACTBA AJISl YIYUILIEHUS
JAOCTYITHOCTH BHE/IPEHBI TaM, IJ[e 3TO IKOHOMUUECKU OMPABAHO.

[Mporjecc YipapieHus AOCTYMHOCTBIO JOJDKEH BK/IHOUATh B cebs crieayroipe
J1eATe/IbHOCTH:

1. MOHUTOPUHT BCeX AacrleKTOB, CBSI3aHHBIX C [JOCTYITHOCTBKD W
HA/Ie)KHOCTBIO YCIYT U TIOAJeP>KUBAIOIMX KOMITOHEHTOB;

2. ympaByieHHe HADOpPOM METO0B, TEXHUK U BBIUUC/IEHUH, He0OXOAHMMBIX

JJ1sl BeIeHUsI OTYETHOCTH U TPOBeIeHUs 3aMepoB;

cofeiicTBHe B OLleHKEe PUCKOB U YIIPaB/IeHUeCKOH esATeNbHOCTH;

4. cOop pe3ynsTaToOB U3MepeHU U aHaau3a, GOPMUPOBAaHUE PerylIspHbIX

&
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U CHelUaJbHbIX (5 eJUHUYHBIX C/ydaeB) OTUETOB O JIOCTYITHOCTH
YCJIYT ¥ UX KOMIIOHEHTOB;

5. MoOHMMaHWe TeKymMx U Oyaynmx mnorpebHOocTel Ou3Heca B
JIOCTYITHOCTH YCIYT U WX KOMITOHEHTOB;

6. B/IMSIHME HA TIPOEKTHpPOBaHWE YCAYr C 1lebH0 WX MaKCHMaabHOTO
COOTBETCTBHUS MOTPeOHOCTAM OU3Heca;

7. dopmupoBaHue IlnaHa yrpaBAeHUs [JOCTYIMHOCTbIO, KOTODPBIM
MO3BOJIUT TIOCTaBIIMKY YCAVT TOAJEPKUBATh W YIy4dlllaTh YPOBEHb
JIOCTYITHOCTH TIPE/IOCTABJISIEMbIX YCAYT B COOTBETCTBUU C I1]€/IeBBIMHU
nokasaTtensiMH, oroBopeHHbIMM B SLA. OH Takke TIOMOXeET B
TJIAHUPOBAHUHU U TIPOTHO3UPOBAHUU YPOBHEU JOCTYITHOCTU, KOTOPBIE
MOTYT moTpeboBaTbCs B Oymyiiem.

8. ympaepJjieHUWe pacnUCaHUEM TeCTOB BCeX KOMIIOHEHTOB Ha TIpeJMeT
JIOCTYITHOCTH;

9. comeiicTBMe B UAeHTUGUKAIUM W PpaspelnieHuy Bcex npobsemM wu
BOTIPOCOB, CBSI3aHHBIX C HEJOCTYIMHOCTBIO YC/IYT U UX KOMITOHEeHTOB.

10. mpoakTHBHOe yiyullleHWe JIOCTYIHOCTA VCAyr Tam, T[Ae 3TO
JKOHOMUYECKH  JI(G(EKTMBHO W COOTBETCTBYeT TMOTpebHOCTSIM
6usuecal[10].

Y10BNeTBOPEHHOCTh 3aKa3YMKOB BO MHOTOM 3aBUCHUT OT JOCTYITHOCTH YCJIYT,
MO3TOMY TIpoLjecC YmpaBjieHUsI [JOCTYIHOCTBH TIpUHUMaer ocoboe
3HaueHue. Tak ke, Kak YipaBneHHe MOLIHOCTAMHU, YIpaB/eHHUe
JOCTYITHOCTBIO JO>KHO NMIPUCYTCTBOBATh Ha BCeX JTanax »KU3HEHHOro 1IMKIa

YCIYyTH.

YHpaBHEHI‘Ie AOCTYITHOCTBHO BK/IKO4YAET B cebs [MPDOAKTHBHBIE H DEdKTHBHLIE

neiicteus (puc. 5.6).

124



J.A. CKPHITHHK ITIL. IT Service Management no cmandapmam V3.1

PeakTUBEHBIE A€ HACTBMA
Cucrema
MasHTopHHn, Haseperie, \\ ynpasnexua
ananwus ocT4eToR U ofaop . JOCTYNHOCTEHD
OOCTYTIHOCTIA . (AM'S)
YCMyT/KOMNOHEHTOR
OBuapyweHmwe
HEQOCTYNHOCTI yCryT! } Or4eTel ¥npasnessa
KOMMOHEHTOS W OTEETHEIE OOCTYNHOCT i
JERCTEHA MO ACN PEENEHWED

IMnam ynpasnedua

MpoaKTMBHLIE SERCTEMA [OCTYNHOCTbID
Ouetsa M yrcannaiie MnaqmposaHte 1
e cﬂgm MPCRKTNROSAHNE HOBELS K1 i
EXt MIMEHEHHEIX YCNyT i PATEPMM
NpOEXTUPDBAHWA
NOCTYNHOCTH
Ofaop HoBsX K HJMEHEHHbI;E\\
OueHika W ynpaenaHme YCNT, TECTHPORAHIE WX
DMCEARMMK AOCTYMHOCT A W HAENIBOCT I
Pacnmncanne
TECTHPOEAHHA
} HA ,qﬂC.TyI'IHﬂC’TI:

'-______________.—______.___,.-4

Puc. 5.6. TIpouecc YnpaerjieHUs1 AOCTYITHOCTBIO

PeakTuBHBIE /1eHCTBUS 3aK/TIOUAIOTCS B MOHUTOPUHTE, U3MEPeHUU, aHaT13e,
dopMupoBaHUU OT4YeTOB U 0030poB 000 BCeX acmekrax, CBS3aHHBIX C
JOCTYMHOCTBIO. OHM  TapaHTUPYOT TO, UTO 1ie/ieBble T0Ka3aTesu
JOCTYITHOCTH JJOCTUTHYTBI U U3MEPEeHbI.

[TpoakTHBHBIE [JEeHACTBUS 3aKIHOUAOTCSd B (OPMHPOBaHUU pEKOMEH/ AL,
[I/IaHOB, JOKYMEHTOB /I IPOEKTUPOBAHUS U KPUTEpPHEB [Jisl HOBBIX WU
u3MeHeHHBIX ycayr Croga Takke BXOOAT [AEHCTBUSL 10 TOCTOSIHHOMY
WVIYYIIEHUI0 YCIYT W YMEHBIUEHWK) DPUCKOB TaM, [7e 3TO 3KOHOMHYECKU
OTpaB/aHo.

YHpaBHEHI‘Ie AOCTYIMTHOCTBHO COCTOMUT HM3 ABYX B3dMMOCBA3dHHBIX ypOBHEiJ‘I:
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1. AOCTYITHOCTb YCIYI' - BK/IHOYAET B cebs Bce BOTIPOCEHI, CBA3dHHBIE C
AOCTYITHOCTBKO W  HEeJOCTYIMHOCTBHO YCIYI, d TdKXKe BJ/IMAHHE
JOCTYITHOCTH (HHH HE,[LOCTYHHOCTH) OTAEe/JIBHBIX KOMITIOHEHTOER Hd
AOCTYITHOCTDB YC/IVT B []€/10M.
2. AOCTYITHOCThL KOMITIOHEHTOB - BK/IHOYAET B cebss BCe BOTIIPOCHI,
CBsA3aHHBIE C JOCTYIIHOCTBK) U HEJOCTYITHOCTBHO KOMITOHEHTOB.

YnpaBneHue [JOCTYITHOCTBIO OCHOBAaHO Ha MOHUTOPHUHIe, aHasuse,
W3MepeHud U GOPMUPOBAHUU OTUETOB O CAeAVIOIIMX KOMITIOHEHTaXx:

1. OoctynmHoCTb -  CHOCOOHOCTH  YC/AYrM,  KOMIIOHEHTa WM
KOH(UTYpalluOHHOW eQUHULBI BBHITIOJHSATL COIMIACOBAHHYI (YHKIIUIO
Torga, Korga 3T0o Tpebyercs. OObIUHO U3MepsieTCss B TPOLIEHTAX T0

cneapyrouei hopmyne:

HoctynHocTs(%)=(CornacoBaHHOe BpeMs TMpeJOCTaBIeHUA YCIAYTHU-
Bpems npoctosi)/CornacoBaHHOe Bpemsi TpeAocTaBieHud yeayru*100

EcTtecTBeHHO, Bpemsi MPOCTOS BK/IIOUAeTCAd B pacueT NMPU HaJIUM4YUU
npocros. Eciu ero He Ob1O, TO [JOCTYMHOCTBL YCIyru Oyger
CTONPOL|eHTHas.

2. Hapexuoctb (Reliability) - mepa Toro, kak gonaro yciayra, KOMIOHEHT
WU/ KOH(UIYPAaLMOHHAs eJUHUI[a MOXXET BBITIOJHATE COITIACOBAHHYIO
dyukuuo 6e3 mpepeiBaHus. Hage)XXHOCTh yCJIyTM MOXKHO TOBBICUTh
aeymst  criocobamu.  IlepBelii  3aK/IOUYAaeTCsi B TOBBIIIEHUU
YCTOMUMBOCTH YCJIYTH K OTKa3y OTJeTbHbIX KOMITOHEHTOB, BTOPOH - B
YBeIMUEHUU HAlE)KHOCTU OTAEJbHBIX KOMIIOHEHTOB. OObIUHO
HA/Ie)KHOCTh U3MepseTcs C TOMOIIBH JBYX MOKa3aTelen:

o CpegHee Bpemsa Mexy uHIUJeHTaMu (Mean Time Between
Service Incidents unn MTBSI) - 3T0 cpesHee BpemMsi OT MOMEHTa
cO0s cUCTeMBbI MJTH YCIYyTH A0 ciieayroiero coosf1].

Hapexnocts(MTBSI B uacax)=Bpemss mocTynmHOCTA B uyacax/
KonuuectBo cboes

o Cpeanee Bpems Mexay cbosimu (Mean Time Between Failures
158071 MTBF)- 3TO  CpeJHee  BpeMsd, 3a  KOTOpoe
KOHGUTrypaljMOHHas eJUHUI[A WIM YCIyra MOXKeT BbIMOHSATh
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CBOH ClJyHKL[I/II/I 6e3 rmepepsiBd. I/IBMEPHETCﬂ OT Hd4daJ/ia paﬁOTbI 4o
MoOMeHTa cieaytoiiero cbos(1].

Hapexxnocts(MTBF B uacax) = (Bpems gocTynHOCTH B yacax - O0mee
BpeMmst pocTos B yacax)/KonmuectBo cboer

3. ConpoBoxjaemMoCcTb - Mepa ObicTpoTel U 3peKTHBHOCTH
BOCCTAHOBJIEHUS] HOPMAaJIbHOW paboThl KOHMUTYPALIMOHHOU eIUHHUILIEI
WM yoyru nocie cbost. smepsietcst ¢ momoipio CpegHero BpeMeHt
BOCCTaHOB/eHUs  ycayru. CpeaHee  BpemMsi  BOCCTaHOBJ/IEHUS
yoayri(Mean Time to Restore Service unu MTRS) - cpegHee Bpewms,
Tpebyemoe [/ BOCCTAaHOB/IeHUsI KOHQUIYPALIMOHHOM eQUHHULILI WU
ycnyru  mocie cbos. MTRS wu3smepsiercs ot MomeHTa cbos
KOHUTYPALlUOHHON eJAUHHUIIBl WU YCAYTH [0 MOMEHTa IOJIHOTO
BOCCTAaHOBJIEHUS U BO3BpaTa K HOPMa/JbHOW (yHKIITMOHaMBbHOCTU[1].

ConpoBoxgaemocts (MTRS B uacax) = OOujee Bpemsi mpocTosi B
yacax/KonuuectBo cboer

[Tpumep. IlycTh yciyra, KoTopasi UCTIONB3yeTcs 7 AHed B Hegemnto 24
yaca B CyTkd, ripopaborana 7010 gacoB. 3a 3T0 Bpems Obii0 2 chosi.
[TpocToit B pe3ynsrate nepeoro cbosi 6ei1 10 yacoB, B pe3ynsrare
BTOpOTO - 5 4acoB.

Hoctynnocts=(7010-(5+10))/7010*100=99,78 %
Hapgexxunocts(MTBSI)=7010/2=3505
Hapgexxunocte(MTBF)=(7010-(5+10))/2=3497.5 uacoB
Conposoxaaemocts(MTRS)=(5+10)/2=7.5 uacor

4. OO6Cny)KUBaeMoCTb - CIOCOOHOCTH TOCTABIIMKA TPETheH CTOPOHBI
BBIMOJTHUTB YCJIOBUS JOTOBOPA. DTOT AOroBOp OymeT BKIHOUaTh B cebs
COIJIaCOBAaHHbIE YPOBHU HAJI@KHOCTHU, COMPOBOXK/JAEMOCTH WJIH
JIOCTYITHOCTH /151 KOH(UTYpPalIMOHHOM equHUIbI[1].

[lepeuucieHHble KOMIIOHEHTHI [IOCTYMHOCTM W WX B3aUMOCBS3b
TMOKa3aHbl Ha puc. 5.7
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Buanec ‘

/ e

CornalleHus Ha ypoBHe ycnyr
(mocTynHocTe yenyr B %)

Yenyra 2 Yenyra 3

IT-crcTeme

CornalueHus onepaLmoHHOro YpoBHA
HapexHocTe 1
conpoeoxaaemocts(MTBFEMTRS)

BHyTpeHHWe KoMaHAab ‘

noagepHkn KoHTpakTel U cornatueHns

Conpo BOXOaEeMOCTE

Puc. 5.7. Tepmunbl /JOCTYMHOCTH U WX B3aUMOCBSA3b

B xoHTekcTe mponeccoB [IpoekTupoBaHUs BBOAWUTCSA TaKKe TEePMHUH
Kputuunasi 6usnec-dyukius (Vital Business Function uau VBF) -
dyHKi[Msl B OM3HecC-Tipolijecce, KpUTUUHas AJ1s ycrexa busneca[l]. Uem
BBIILIe KpUTUUHOCTh PYHKI[UU 151 OH3Heca, TeM DOJIbIIyI0 HaJeXXHOCTh
U [JOCTYIIHOCTb B OTHOLIEHUM Hee HeoOXoguMo o0bOecrneuynTs.
Hexotopeie VBF TpebytoT ocoboro moaxoma mpu TMPOEKTHUPOBAHUU
00C/Ty)KUBAKOIIMX UX YCITYT:

© BBICOKAsl JOCTYITHOCTb - XapaKTePUCTHUKA YCJIYTH, OTPaXKAroIlas
TO, UTO TOCIeACTBUS COOEB  KOMIIOHEHTOB  YC/IyTH
MUHUMH3MPOBAHbI U/UTU HE3aMEeTHBI [IJIs1 I0J/Ib30BaTeNei.

© YCTOMYMBOCTH K C60SIM - CrIOCOOHOCTH YC/IYTH, KOMITOHEHTA WU
KOH(UTYpPallMOHHOW eWHUIIbI MPOA0/DKaTh paboTy mocne cbos
KaKOW-TO COCTaBJISFOIIEH.

© HempepbiBHAsl JKCIUTyaTalUsi - TOAX0N K TPOEKTHPOBAHUIO,
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HarpaBjeHHBIM Ha YCTpPaHeHUEe TJIAHOBBIX TPOCTOEB YCIYL
OtpencHas  kKoHGUrypaljuoHHas eJMHULIA MOXKeT  ObITb
OTK/TIOUeHA, B TO BPeMs KaK yCJiyra 0CTaHeTCs JOCTYITHOM.

© HemnpepbiBHasg [JOCTYITHOCTb - IOAXOA K TIIPOEKTUPOBaHUIO,
HampaB/JeHHbIM Ha  gocTwkeHue 100%  gocTynmHOCTH.
HenpepbiBHO JocTynHasi yciayra He HMeeT M/aHOBOTO W/HU
BHEIJIaHOBOTO TPOCTOS.

Bxopamu npouecca YnpaBieHUs JOCTYIHOCTBI ABJISIOTCS:

w

10.

11.
12,

uHdopmarius ot Ou3Heca - CTpaTerws, TMJaHbl U OHOKeT
opraHu3aluu, ee TekKyume U Oygyume TpeboBaHMS, B TOM uHCIIe
TpeOOBaHUsI K JOCTYITHOCTH HOBBIX UM U3MEHEHHBIX YCIIVT;
uHbopmarus oT AHanM3a BAWSHUSA Ha OuW3Hec, B TOM uUHC/Ie
onpegenenne rnepeuns VBF;

“HbopMarus OT TPOBeIeHHBIX paHee aHa/ll3a PUCKOB U OLI€HKH;
uHdopmarus 06 ycnayrax ot Iloprdenss ycnyr u Karamora ycnyr; ot
SLM, B ToM umc/ie 1efieBbie mokas3aTtenu ycayr u3 SLA u SLR;
dunaHncoBas wHGopMauus OT YrpaBneHus UHAHCAMH - CTOUMOCTh
TpejoCTaBAeHUs YCIYT U 3aTpaThl Ha Pecypchl;

uHbopMaLus 0 penu3ax U H3MEHEHUSX OT TIPOL[ecCOB YMpaBJIeHUS
W3MEHEeHUSIMH U YIpaBjeHHs peau3aMH, B YaCTHOCTU paclnUCaHUs
PEJIU30B U U3MEHEHUI;

uHbopMalus OT YrpaBjeHUs KOHGUTypalusMU O CBs3six Ou3Heca C
yC/IyramMmu, BCIIOMOTraTeIbHbIMU YCIYTaMU U TeXHOJIOTUSIMU.

1eneBble nokasarenu yciayr U3 SLA,SLR, OLA u gpyruxX KOHTPaKTOB.
uHbopMaluss O KOMIIOHEHTax - [JOCTYIHOCTb, HaJEXHOCTb U
COMPOBOJKaeMOCTh KOMIIOHEHTOB, KOTOPbIE JIe)KaT B OCHOBE YC/IyT;
“HpOpPMAIUsl O TEXHOJIOTUSIX - TOTIOJIOTUSI U CBSI3M KOMITIOHEHTOB, a
TaKkKe BO3MO>KHOCTH HOBBIX TEXHOJIOTUH

“HbopMaIus 0 TPOU3BOAUTETEHOCTH B MPOIUIOM;

uHboOpMaIUs 0 CaydasX HeJOCTYITHOCTA U COOsX.

Beixogamu nipoiiecca YnpaBieHUs OCTYITHOCTBIO SBJISIOTCS:

1.

Cucrema ympaBjeHuss gocTynHocTeio (Availability Management
Information System unu AMIS) - BUpTya/ibHBIN peno3uTOpUii /it BCex
JAHHBIX, HAXOJALMXCS TI0J KOHTpoJieM YmpaeieHus goctynHoctu[l].
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10.

11.

12,

O6BIUHO 3TO U3HUUECKH pacTipefieieHHOe XPaHUTHIIE;

[Inan ynpaBneHus JOCTYNHOCTHIO;

KPDUTEpUU [JId TIPOEKTUPOBAHUA  AOCTYIIHOCTH, IIpejjaraemsle
1ie/ieBble 10Ka3aTesnu;

OTUeThbl O JOCTYMHOCTH, HaJeKHOCTU U COINPOBOXKAAeMOCTH YCIyT B
KOHTEKCTe JOCTH)KeHHUSI UMH 11eJIeBBIX TTOKa3aTenei;

OTUeTbl O [JOCTYIHOCTH, HaJeXHOCTU U COMNPOBOXKJAeMOCTU
KOMIIOHEHTOB B KOHTEKCTe JOCTUXKeHUSI UMU 1]e/IeBbIX MoKa3aTenei;
TepecMOTPeHHBIN 0030p pUCKOB, 0OHOB/IEHHE CITHCKA PUCKOB;
TpebOBaHUsT K MOHUTOPWUHTY, VIPAaBAEHUK U OTYETHOCTH B
OTHOILEHUH YC/IYT, KOTOPbIe TApaHTUPYIOT, UTO /I0OBIe OTKIOHEHUS B
JOOCTYITHOCTH, HaZIe>KHOCTU U COTIPOBOXKAaeMoCTH OynyT oOHapyKeHsI
Y YCTPaHeHB.I;

pacnucaHue NpoBejeHHs] TeCTUPOBaHUs JOCTYTHOCTH, Ha/Ie)KHOCTU U
COMPOBOXXJaeMOCTH;

pacnucaHue Jjis TJIAaHOBOTO U PEaKTUBHOTO OOC/Ty)KUBaHUS YC/IVT U
WX KOMITOHEHTOB;

dopmupoBanue OxujgaeMoro npoctost yeiayriu. O>KuiaeMblil IpoCToi
ycayru  (Projected Service Outage wiaum  PSO) - gOKyMeHT,
orpejensroIMni BIMSHME Cr/IaHUPOBAHHBIX U3MeHEeHUH,
OesSTeIbBHOCTA 10 OOC/Iy)KUBAaHUKD W TUJIAHOB TEeCTUPOBAHUA Ha
COracoBaHHBINA YpoBeHb ycayr[1];

JeTalbHOe OMHCaHWe TIPOAKTUBHBIX TEeXHOJIOTHH, KOTOpble OyayT
WCTOIb30BaHbl /15 YIyUllleHUs HaJleXKHOCTH U JIOCTYITHOCTH

JeHCTBUS 110 COBEPIIeHCTBOBAHUIO YCIIYT 47151 BKIrOUeHus B SIP.

Hnst onjenkn 3¢hdeKTUBHOCTHU TIpoLjecca YpaeaeHus JOCTYITHOCTBI) MOKHO
UCIIO/Mb30BaTh MHOJXKECTBO K/IHOUEBLIX TOKasaTesiedl MpOU3BOAUTENLHOCTH,
Hanpumep:

e VYhpaByieHue JOCTYMHOCTBH U HaJ|@XKHOCTBIO YC/IYT:

© TIPDOLIEHTHOE yMEHbILIEHWEe HEeJAOCTYMHOCTH YCAYyT U X
KOMIIOHEHTOB
MPOLIEHTHOE YBeTuYeHHe HA/Ie)KHOCTH YC/IYT U UX KOMITIOHEHTOB
3(hpeKTUBHBIN TepecMoTp SLA, OLA wu  papyrux
OCHOBOIIO/IATalIMX KOHTPAKTOB U JOTOBOPOB;
MPOLIEHTHOE YIyullleHWe KOHEeYHOU JOCTYITHOCTH YCIIyT;
MPOLIEHTHOE yMEeHbIIIeHHe KOJIUueCcTBa CH0eB U UX BAUSHUS;
ynyutienue MTBF;

130



J.A. CKPHITHHK ITIL. IT Service Management no cmandapmam V3.1
o ynyumenue MTBSI;
o ynyumeHue MTRS.
. Y,[LOBHETBUDEHHE HOTpEGHDCTEﬁ busHeca B AOCTYITHOCTH YCJIVI:

© MPpOLeHTHOEe YMEHbIIeEHHE HeJOCTYIIHOCTH YCJIVT,

O TIPpOLEHTHOEe YMeHbIIeHHe CTOMMOCTH ITPOCTOS JJIs 6H3HECE1;

© TIPpOLEeHTHOe YyMeHbIlIeHHe cboes BO BpeM#da, KPDUTHYHOE OJId
OusHeca;

© MpOLeHTHOe yYBe/IHUYeHHe yI0B/IeTBOPEHHOCTH 6usHeca.

¢ OnTUMalbHbIE 3dTpPaThbl Hd obecreuenue AOCTYITHOCTH YCIIYT.

© TIPpOLEeHTHOe YMeHbIIeHHe CTOMMOCTH HeJOCTYIIHOCTH,

© CBOEBpEeMEHHOe 3dBeplieHune Ananu3za PHCKOB H 0630133
CHCTEeMBI;
CBOEBPEMEHHO 3dBepIIeHHEe dHaA/TKM3d PUCKOB rIBEITI:.'IElTI:»I-BI:»II"C.'!,[IJ:»I”;
MpOLeHTHOEe YMEHBLIIIeEHH € cboeB KOMIIOHEHTOB M YCIYT TPETBUX
CTOPOH;
COKpdllleHHe BPpeMEHH Ha IIpOoBeJeHH e Ananu3sa PHUCKOB,
COKpdllleHHe BpEMEHH Ha IIpOBedeHHEe daHd/IM3d CHUCTeMbBI Hd
HaJle>KHOCTh,

© COKpallleHHe BpPeMeHH Ha Cl)DpMI‘IpOBElHHE [lnana yIipaB/IeHHU A
AOCTYITHOCTBIO,

© CBOEBpeMEHHOe Cl)OpMI/IpOBaHI/IE YIIpaB/IeHYEeCKHX OTUETOB.

YripaBneHue [AOCTYIMHOCTBIO J0/KHO (opMupoBaTe M yrpaBasate AMIS.
AMIS sBnsieTcs 1]eHTpPajJbHBIM pero3uTapyeM [jsi XpPaHeHWs BCel
UHPOpPMALlUM, [JOKYMEHTOB, METPUK U T.OI., HeOOXOAUMBIX  Ajid
OCYILIeCTBIEHUS YIpaB/eHHs JOCTYTHOCThIO.

Pexomenpyetcs ¢dopmupoBath [lnaH yrpaBieHUsi AOCTYIMHOCTbIO Ha CPOK
OAWH-7BAa TOfa, C JeTanu3auuedl Ha TmepBele mnonroga. llnaH posmkeH
PErynsipHO MepecMaTpPUBAaThLCS U 0OHOBIATHCS.

OCHOBHBIM PUCKOM JIsl IPOLiecca YpaBJieHUsl JOCTYITHOCTbIO, TAKKe KaK U
J71s1 TIPeABIAVIIMX TIPOL|eCCOB, SIB/ISETCSA HeJA0CTaTOYHOCTh UJIH HETOUHOCTh
uHbopMaluK, ocrynatoieii ot busHeca u IT.
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YnpaBieHue HenpepbIBHOCTbIO YCIYT U UH(OPMAaLMOHHO W
Oe3omacHOCTbIO B pamKax 3Ttana [IpoeKkTHpoBaHUSI.
YnpaBriieHue M0 CTaBIIUKaMU

[Mpoueccsl U gesTenbHOCTH B paMkax 3Ttana [IpoekTupoBaHusi yCmyr:
YrpaBneHue HeNnpepbIBHOCTBIO YCIyT U UHGOPMAMOHHON 0e30MmacHOCTEI0
B pamkax »3Tana [IpoekrnpoBaHus. YmpaBieHue TnocTaBuMkaMu. /[nsa
Ka)XJ0ro Tpoljecca pacCMaTpUBAETCs 11elb, BXOAbI U BBLIXOJbI, OCHOBHBIE
[esITeTbHOCTH U KITFOUeBbIe ToKasaTenu 3(hpeKTUBHOCTH.

6.1. YripaByieHWe HerpepbIBHO CTHIO YC/IYT

Ynpaenenue HenpepbiBHOCTBIO yeayr (IT Service Continuity Management uiu
ITSCM) - mporecc, OTBeTCTBEHHBIM 3a yIpaBaeHHWe PUCKaMH, KOTOpbIe
BusOT Ha yeayru. ITSCM obecreunBaeT BO3MOKHOCTb MOCTABIIMKY YC/IYT
MOCTOSIHHO TPeJOCTaB/IATH MUHUMA/IBHO COIIACOBAHHBIM YDPOBEHbL YCIIVT,
yepe3 CHUJ)KEHHUE PHUCKOB [0 mnpuemneMoro ypoBHs u IlnaHupoBaHue
BOCCTaHOBJIeHUs ycayr[1].

OcHoBHas 1jenb YOpaBleHWsI HeNpepbIBHOCTBIO YCAyr (ganee mpPOCTO
YrpaBneHue HENpPepbIBHOCTBIO) - TMOAJAepKHUBATh MpOLecC YhpaBjaeHUs
HeNpepLIBHOCThI0 OM3Heca. YiipaBjieHUWe HeNMpepbIBHOCThI0 Ou3Heca
(Business Continuity Management unu BCM) - 6Gu3Hec-mipoijecc, OTBeYaroIpu
3a yrpaB/eHMe PHUCKaMH, KOTOpble MOTYT Cephe3HO TMOBJMATL Ha Ou3Hec.
BCM 3aumuper HWHTepeChbl K/IKUEBbIX 3aUWHTEpPeCcOBaHHLIX CTOPOH,
penyTaiuio, OpeH 1 U JeATeNbHOCTh 10 CO3AaHuto0 1eHHocTH. [Ipoirecc BCM
BKIIOUaeT B Cebsi CHUJKeHHE PUCKOB [0 TIDUEeM/IEeMOrO YPOBHS WU
nJaHupoBaHue CnocobOB BoOcCCTAHOB/eHUs OW3HeC-IIPOLIECCOB B CiIydae
HapyueHusi 6usHeca. BCM ycraHaB/iuBaeT 1je/id, 0XBaT U TpeboBaHUS MO
OTHOUIEHUIO K YTpaByieHUt0 HenpepbiBHOCTH UT-yemyr[1].

B HacToslee Bpems TEXHOJOTMM SABJIAKTCA OCHOBHBIM KOMIIOHEHTOM
MHOTMX OM3HEeC mporeccoB, Mo3ToMy obecreueHHe WX HEMPEPBIBHOCTU U
JOCTYITHOCTH SIBJISIeTCST HeoOXOAUMBIM [/1s1 CYLIeCTBOBaHUSI Ou3Heca B
nesom. ITSCM ympaBnsieT CrocoOOHOCTBIO YCAYr M WX KOMIIOHEHTOB K
BOCCTaHOBJIEHUIO.

IMTpomexxkyrounsie njenu ITSCM:
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1.

yripaBjieHue Habopom IlnaHoB obecrieueHUst HEMPEPBLIBHOCTH YCIYT U
[InaHOB BOCCTaHOB/IEHHUS YC/YL, KOTOpble SIBASAIOTCSA 4yacTbio IlnaHoB
obecieuenusi HenpepeiBHOCTHM  6usHeca. [lnan  obecreueHus
HernipepeiBHOCTU yoayr  (IT  Service Continuity Plan) - nnan,
oTpeJieNsIOUM Iaru, HeobxoauMbIe /151 BOCCTaHOBJIEHUS OfHOW WU/H
Heckonbkux ycnyr. [lnan  Takke Jo/mKeH omnpeaensiTb COOBITHSA,
KOTOpBbIe SIBJISIIOTCSI OCHOBAHWEM [/ ero WHHULUAUH, e,
KOTOpbIe J0/DKHBI ObITh 3a/1eHCTBOBAHBI, CPeACTBA KOMMYHUKAL[UI U
T.I.

[Inan obecrneuenus HerpepbIBHOCTH 6u3Heca (Business Continuity Plan
ummu BCP) - man onpegensieT 1miard, HeoOXomumbie s
BOCCTaHOB/JeHUsA OH3HEC-TIPOLlecCOB B  CJiydae HapylleHUs WX
dyHkumoHUpoBaHus. [lnaH TakkKe J0/DKeH Cofep)kaTbh HH(OpMaIjUio 0
COOBITHSX, KOTOPBIE SIBJISIFOTCSI OCHOBAHUEM /ISl €70 UHULTUUPOBAHUS;
MIOASIX, KOTOPBIE /I0JKHBI OBITh 3a/IeMCTBOBAHBI B peanu3aljuu IJaHa;
Cpe/ICTBaX KOMMYHHUKALTUK U T.1.[1]

3aBepiieHre AHanuM3a BAMSHAS Ha OW3HEC B 4YacTH TrapaHTHH
yripaBjieHus TijlaHaMu obecrieueHusi HETIPEePLIBHOCTH B COOTBETCTBUHU
C U3MEHSIIOIIMMKCS TpeboBaHusAMU U TTOTpebHOCTAMHU OU3Heca;
COTIPOBOXKJeHHEe AHanu3a PUCKOB U MEHEePKMEHTa, B YaCTHOCTH TIpH
B3auMogelcTBUM ¢ OM3HecOM W Mpoleccamu  YIpaBjeHus
JOCTYITHOCTBIO W YiIpaBieHus 6€30MacHOCTbI0, KOTOPbIE YIPaBJIsIFOT
yCAyraMy B COOTBETCTBHMH C COINTAaCOBAHHBIM YDOBHEM YCIIVT;
TIpeoCTaBeHUe PEKOMEeHal[uil U PYKOBOACTB Apyrum obnactsm IT B
BOTPOCAX, CBSI3aHHBIX C HEMPEPBIBHOCTLI0 U BOCCTAHOBJIEHUEM YC/IYT;
obecrieueHre MEXaHW3MOB HEMPEPLIBHOCTU UM BOCCTAHOBJIEHWUS,
KOTOpbIE TO3BOJIAT TOCTUTHYTh 1[€/IeBBIX roKasareei,
YCTaHOBJ/IEHHBIX OM3HECOM;

OLlEHKA  BJ/IMAHHUA  HU3MEHEeHUH Ha IInauer  obecreueHus
HENpepbIBHOCTH yCayr U [InaHbl BOCCTaHOBIEHUs YCIYT;
MPOAKTUBHOE YIyUllleHWe HeMpepbIBHOCTA YCAYT Tam, [[e 3TO
KOHOMHUUYECKH I(OPeKTUBHO;

Be/IeHHe MMeperoBopoB U 3aK/II0UeHHe KOHTPAKTOB C MOCTaBIIMKaMu 00
obecrieueHur HeoOXoAUMOM CrTOCOOHOCTH K BOCCTAHOBJ/IEHUIO B LI€/ISIX
TOAJEP)KKA HEMpPephIBHOCTH (C ydacTHeM Tipoljecca YipaB/IeHHSs
rnoctaBumkamu )[10].
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YiipaBneHue HeNpepeIBHOCTBIO (OKYCHMPYETCS HAa 3HAUMMBIX HEraTUBHBIX
cobbiTusx, kotopeie ITIL Ha3wiBaeT "kaTacTpodamu' gns O6usHeca. MeHee
3HauMMble COOBITHSI PacCMaTpPUBAIOTCS B paMKax Tpoiiecca YipaBjeHUs
uHIUAeHTamMu. 10, sABAsSieTCS /M Kakoe-TO KOHKpeTHOe coObIThe
KaTacTpogoii, 3aBUCUT OT OpraHu3allK, B KOTOPOW OHO mpou3ouio. Pasmep
M 3HAYMMOCTh HEraTUBHOTO BJUsHHUsI coObITus Ha Ou3Hec, Hampumep,
(¢uvHAHCOBBIE TOTEpPU WM TOTEeps pemnyTaluu, H3MepseTcsd B paMKax
AHanu3a BAWsHUS Ha Ou3Hec. AHanu3 BAMSHUSA Ha Ou3HeC oripejesnser
MUHHUMAa/bHBIe TpeOOBaHWS K KPUTUYHOCTH, KOHKpeTHble TpebOBaHUSA K
TeXHOJIOTUSIM W yoIyram  OnpefensiloTcss B paMKaxXx  YIpaB/eHUs
HeTIPepbIBHOCTBIO.

ITSCM rnaBHbIM 00Opa3oM paccMmaTpuBaeT akTuBbl IT M KoHGuUrypauuu,
KOTOpbIe MofJepXUBawT OusHec-npoueccel. B ciayuae katactpodwr 6usHecy
HeoOX0qUMO TIepecTPOUTRECS Ha aJbTepPHAaTUBHYKH pabouyr nokauuto. [Ipu
3TOM HeoOXOAMMO TPeJoCTaBUTh TaKue 3JIeMeHThl Kak ynoOcTeo odwca gis
repcoHana, KOMUU KPUTHUeCKUX OyMa)KHBIX OTYETOB, YC/AYTU KYPhepPOB H
TesieQOHHYIO CBSI3b /ISl CBSI3M C KIMEHTaMHW U TapTHepamu. B 3Tol cBs3u
YipaBneHue HENpPepLIBHOCTBK)  [O/DKHO YUUTBIBATH KOJTMYECTBO W
MeCTopacrojio)keHue  O(UCOB  OpPraHW3alMH, a  TakKe  YCIyry,
NpeioCTaBIsieMble B KaXKJA0OM U3 HUX.

B pamxkax YnopaBneHusi HeNpepbIBHOCTBIO  JO/DKHBI  BBITIOTHSTHCSA
cneAyoupe nesTeTbHOCTH:

1. ComtacoBanwue rpanut] [TSCM u npumeHsieMbIX OJUTHK;

2. Ananu3 BIMsSIHUS Ha OM3HeC I/ KOJTMUeCTBEHHOW OL|eHKU BJIUSTHUS
TOTepH yCIayru Ha OusHec;

3. AHanu3 pPUCKOB - UJeHTUGUKALUA M OLleHKA PUCKOB C I[eJbI0
orpejie/IeHUs] TIOTEHI[UA/NILHBIX YyrpOo3 HEINPEpPBIBHOCTU U OL[eHKU
BEPOSITHOCTU X ocyulecTeieHus. Croga Takke BXOOUT MPUMEHEHHe
MEeXaHM3MOB VIIpaB/IeHHs yrpo3aMHM Tam, Ifle 3TO SKOHOMHUYECKH

3¢deKTUBHO;

4. dopmupoBanue crtpateruv ITSCM, MHTerpupoOBaHHOW B CTPATerHIO
BCM.

5. dopmupoBanue [Tnanos obecneuenus HelnpepbIBHOCTH,

WHTeTPUPOBAHHBIX B M1aHbl BCM.
6. TectupoBanue niaHoB obecreueHUsI HEMIPEPBLIBHOCTH;
7. HemnpepblBHOe OCyLeCTB/IeHUE MJIaHOB U yIIpaB/eHHe UMH.
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Ha puc. 6.1 noka3aH »u3HeHHbIH UK ITSCM.

HH3HEeHHEIA LWKN

YnpasneHne
HEnpepbLIBHOCTLID :
Gu3Heca SEI'I)I'GIC l
\ ¥
Crpaterna HenpepeiBHOCTH B N
Eaiiaea el CTparerms n TpeboBaHmnA

v i

MnaHel HENpepLIBHOCTH
g Peanuaauws
EnsHeca =
i
1
WMHUuMmpoBaHue —tp Jkennyarauus e

Puc. 6.1. )Kusnennsii nukn [TSCM

ITSCM 1mukIuueckd MOBTOPSETCS Ha BCEM JKU3HEHHOM IUK/e YCIYyTH U
rapaHTUPYeT TO, UTO OJHaXKJbl pa3paboTaHHEBIE TJIAaHBI IO BOCCTAHOBJIEHUID
U obecrieueHHWID HEMPEPBIBHOCTU ycayr OygyT COOTBETCTBOBATh B
JanpHeliieM — mpuoputetaMm  OusHeca u [lmanam  obecneueHus
HerpepbIBHOCTU Ou3Heca. Ha puc. 6.1 Takke noka3aHa posb BCM B ITSCM.

Craguu uHUIMAIUM3auu U GopMupoBaHus TpeboBaHuM 0THOCATCS K BCM.
ITSCM po/kKeH TOMBKO y4aCTBOBATh B 3THUX CTa/USAX, UYTOOBI TMOAep>KaTh
BCM u noHsSITh CBsA3U MeX1y OM3Hec-nmpoieccaMy U BIUSIHUE TTOTePU YCIyT
Ha HUX. B pe3ynbrare 3TUX Haua/IbHBIX cTaguil BCM dopmupyer CTpareruto
obecrieuenust HermpepelBHOCTU Ou3Heca. [Ins ITSCM mnepeoi cepbe3HOM
3ajaueil CTaHOBUTCS CHOPMHUPOBAThL CBOIO CTPaTerwid, KOTOpas Cjenaer
BO3MOXHOW ¥ mogaep>kutr CTpaTerurd HeNpephIBHOCTH  Ou3Heca.
PaccmoTtpum craguu >kusHernHoro qukia ITSCM.

Cragus 1 - 3anyck
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Ota cragusi ITSCM coCTOUT U3 CNEAYIOIMX JeiCTBUIA:

¢ (dopmupoBaHUe MOMUTUKUA oObOecreueHUs: HEMPEPBIBHOCTH - JI0J/DKHO
OBITH OCYIIECTB/IEHO KaK MOXHO OwicTpee. [lomuTHKa, KAK MUHUMYM,
JOJDKHA OTpefenaTb Ljeld U MOMEHTbl U BOMNPOCHI, Ha KOTOphIE
MEeHEePKMEeHT /J0/DKeH 00paTuTh BHUMaHUE;

¢ omnpejeneHWe TEPMHUHOB OXBaTa W KOMIIETEHLMU - OMpejereHue
rpanui; ITSCM wu pacrnipefeneHue OTBETCTBEHHOCTH [JjS BCEro
repcoHana B OpraHu3aljuu;

® pacripefeneHue pecypcoB - (GOpMHpOBaHUE OKPYKEHUS  AJid
obecrieueHus1 HempepeIBHOCTU OuM3Heca, TPeOyroIero 3HauMTeNTbHBIX
PecypcoB Kak JeHeXXHBbIX, TaK U JTHOACKUX.

® onpefeneHue TIpoekTa Ajasi opraHu3aiiuu  npoijecca ITSCM wu
CTPYKTYyphl ero koHTpons - ITSCM u BCM gBAAHOTCS CA0XKHBIMHU
nporeccamu, TpebyroIMMU TIATeILHON OPraHu3ajui U KOHTPOJISL.

® ComIacoBaHUE MPOEKTa U TJIaHOB KauecTBa - MJaHbl obecrmeunBaroT
KOHTPOJIb IMPOEKTa U ero MPUMEeHUMOCTD JJIsl pa3/TUUHbIX CUTYaLUi.

Cragus 2 - TpeboBaHus v cTpaTerus

Ycranoenenue TtpeboBaHWW OuU3Heca K HENPEPBIBHOCTU YCIYT SIBSETCS
KPUTUYECKM BaKHBIM, TaK KaK HMEHHO OT 3TOro 3Tama 3aBUCHUT
YCTOMUMBOCTb OpPraHM3aliiu K KaTacTpodam M COOTBETCTBYIOIME 3aTPAThl.
Ecnmu TpeboBaHuMS HEKOPDPeKTHBI WM TPOMNYIIEHa Kakasg-TO BaKHas
undbopmanus, Bce mexaHusMmbl ITSCM Oynyr HeaddekTHBHBI. JTa CTaAus
pasjensieTcs Ha /iBe MOACTaUU:

® TpeboBaHus - AHAMU3 BAUSHUS Ha OU3HEC U OlleHKa PUCKOB
e crpaterusi - crpaterusi GopMyIHpyeT Mephl YMEHBIIeHUS pUCKA U
OTML|MH BOCCTAHOBJIEHHSL.

Ananu3 BiusHUs Ha OusHec (Business Impact Analysis wiu BIA) -
esTeIbHOCTh B PaMKax TMpoljecca YrpaB/eHUs HempepbIBHOCTBIO Ou3Heca,
KOTOpasi ompeziesisieT KpUTUUHbIe OH3Hec-(PyHKIMM U MUX 3aBUCUMOCTH OT
(hakTopoB OKpy)KeHHus. DTUMH (DAKTOpaMH MOTYT OBITh ITOCTABIMKH, JHOIH,
apyrue OusHec-mpoueccsl, ycayrd U T.A[1]. BIA ompepensieT mocneicTBUs
norepu yciayr ans  OusHeca. IloTepu M™oOryT OBITH 3HAYMTENBHBIMH,
HarpuMep, KpyrnHble (UHAHCOBLIE MOTEPU, W '"MATKUMHU" - MOpaabHBIE

NOTepHU, MOTepsl penyTaliii, KOHKYPeHTHOTO MPeruMyIecTBa U T.10.
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Ananmu3 BnuaHudg Ha 6M3Hec oripeaenseT:

¢ GopMmy, KOTOpPYH0 MOXeT TpuoOpeTaTh paspylieHHe W/Id TOTeps,
HarnpuMmep:
© MOTepPSHHBIN A0X0[;
JOTIOJTHUTE/IbHBIE 3aTPaThl;
Bpe/] peryTaljiH;
noTepst 6;1arOCKMIOHHOCTH KTUEHTOB;
MoTepsi KOHKYPEHTHOTO TTPeMMYIIeCTBa;
NOBPEXK/JE€HWEe W  HapylleHue 3/I0pPOBbSl, 3aKOHHOCTH WU
6e30macHOCTH;
PUCK 6e3onacHoCmu nepcoHand;
moTepsi pbIHKAa CObITA B KPaTKOCPOYHOM W JOATOCPOYHOM
Mepuojax;
© TOTepst OrepaljHOHHBIX BO3MOXKHOCTEH, HarlpuMep, KOHTPOJISL.

o 0 O O

¢ Kak OygyT yBeTMUMBATLCS HETaTUBHBIE TTOCAEACTBUS pa3pyIlIeHus UIn
ToTepu mocnae HeblaronmpusAaTHOrO COOBITHA, a TakKe BPeMsl CYTOK,
HeJesu, Mecsiija, koraa oHu 6yayT Haubosee cepbe3HbIMU;

® xazpoBoe obecrneyeHUe, HABBLIKM, ammaparypa U YCIyTH, KOTOpbIE
HeoOXoqUMBI s NOA/lePXKKU MHMHHMMaJ/IbHBIX YPOBHEMH
HeNpepLIBHOCTH KPUTHUUHBIX OH3HEC-TIPOL{eCcCoB;

¢ BpeMeHHbIe PaMKM, B Ipefefax KOTOPbIX HeoOxoguMo obecmeuuTb
MUHUMAa/bHLIA YPOBEHbL BOCCTAaHOBJIEHUS KaApoBOro obecrieueHus,
anmnaparypel, YCIYT U IPYTUX BO3MOXKHOCTeI;

® BpeMeHHble paMKd, B TpeJenax KOTOPbIX HeoOXOAUMO TMOTHOCTBEO
BOCCTAaHOBUTHL KDUTHUHBIE ODM3HEC-TIPOLeCChl U MOAAeP)KUBAIOIIHEe UX
KagpoBoe obecreueHue, armapaTypy, YCJIyTH U ApyTHe BO3MOXKHOCTH;

® [IPUOPUTETHI BOCCTAHOBJIEHUS [J1S1 YCIIYL

OHMM W3 OCHOBHBIX BBIXOJOB BIA sBAsieTcsi MOCTpOeHHEe [AUarpaMmbl
OLIeHKU BJIMSIHUS MMOTEPU yCIyrd Uau Ou3Hec-mipoiecca Ha OU3HeC B Le0M

(puc. 6.2).
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Kpuruseckoe MPESEHTMEHBIE — YMEHBLUEHWE DMGKE
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Puc. 6.2. I'padmueckoe mipeCcTaBieHUe BAUSHUSA Ha OU3HeC

Ananu3 BiusiHUS Ha Ou3Hec mpegocTaBssier 0Ga3uc [/ OCYLECTB/IEHUS
ITSCM. Ha ocHoBe aHanu3a (OpMUPYETCs TIepeUeHb YCIYT, TPUIOKEeHUH U
JPYTUX KOMIIOHEHTOB, KOTOPbIe CTaHYT NpeamMeTaMu paccmoTpeHus [TSCM.

Bropoii sTan onpeanenenus tpeboranuit gns [TSCM 3aknrouaeTcs B OLjeHKe
BEepPOSITHOCTH BO3HUKHOBEHHS HEIPUATHBIX COOBITHH.

Ouenka puckoB (Risk Assessment) - Haua/bHBIE 1IATH YTIPaBJIeHUS PUCKAMHU.
AHanu3upyeTcsi LEHHOCTb aKTUBOB [ OuW3Heca, HMAEHTU(ULMDPYIOTCS
Yyrpo3bl 1O OTHOUIEHWI0 K 3TUM akKTHBaM, U OL|eHUBAEeTCs YA3BUMOCTb
aKTHUBOB T10 OTHOIIEHU K 3TUM yrpo3am[1].

[Ona OUeHKUM PUCKOB M YIIPaB/IEHUS WMHU TIPUMEHSETCA CTaHJapTHas
meromonoruss M_o_R (Management of Risks), koTopass cocTouT u3

cneayouero:
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e npuHuunel M_o_R - 0a3upyoTcs Ha TNpPUHLUIIAX YIpaB/eHUs
opraHu3auuell ¥ SBASAIOTCA HeoOxoguMmeiMu s 3¢dekTHBHOrO
yIIpaBJIeHUS PUCKaMHU;

¢ nogxon M_o_R - mnogxon opraHu3allMM K yKa3aHHBIM  BBILLE
TPpUHIUNIAM [JO/DKeH ObITb 0TOOpakeH B psAze AOKYMEHTOB, B
4acTHOCTH, B [lonuTHKe yripaBieHKWsA pUCKAMHU.

e npoueccsl M_o_R. BeigenstoT ueTsipe npoijecca B pamkax M_o_R:

o OmnpejgeneHue - OMpefeJeHHe Vrpo3 [Jis JAesSTelbHOCTH,
KOTOPbI€ MOTYT MOBJUATh Ha [OCTUXKEHHE e HAMEUYEeHHOTO
pe3ynibrara;

© O1eHKa - OI|@HKA CYMMAapHOTO BJIUSIHMSI BCEX OTMpeeleHHbIX
YIpo3;

o [lnaHupopaHue - omnpejeneHve Habopa ympaBAeHUECKUX
JeCTBUNA, KOTOPbIE YMEHBIIIAT PUCKH;

© Peanu3anus - OCYILIECTBIEHUE 3arIaHUPOBAHHBIX

YIPABIEHUYECKUX [eHCTBUN, WX KOHTPOJIb, OMpeJe/ieHue
5(hheKTUBHOCTH U KOPPEKTUPOBAHUE B C/lydae HeOOXOOUMOCTH.
® nepecMoTp U BHeJpeHue M_o_R - BHe/peHUe MPOL[€CCOB, TOJUTHUK U
noaxoga M_o_R Tak, uroObl OHU HENpPepbIBHO KOHTPOJIUPOBAIHCH U
ocTaBanuCh 3GGHeKTUBHBIMHU;
¢ B3auMojelcTBUe - obecrieueHue B3aMMOJEHCTBUS BCeX JeWCTBUN B
pamMkax M_o_R c 1jenei0 nogaepKKu akTyanabHOCTH uHGopmauuu 06
yrpo3ax, BO3MOXXHOCTSX U IPYTUX acreKTax YpaBieHUs pUCKaMu.

HevictBusi B pamkax ITSCM go/mkHbI ObITH HarpaeB/ieHbl Ha YMEHbBIIIEHUE
B/IMSIHUSA PUCKOB U BEPOATHOCTH UX BO3HUKHOBEHMUS.

PesynsraTel AHanu3a BnusiHUA Ha Ou3Hec W OI[eHKA DHUCKOB SBJSHOTCS
ocHOBOW i mocTtpoeHus CTpaTreruu HeNpepbIBHOCTH  YCIYT B
COOTBETCTBUU C mnoTpeOHOCTsMU OusHeca. BonbIMHCTBO OpraHu3anui
OO/DKHBL cobmogaTte OanmaHC yMeHBLIEHWST PUCKOB W (opMHUpOBaHUS
MeXaHU3MOB BOCCTaHOByieHUs. Kak 6bl XOpomo HU MPOBOAUIUCE AeiCTBUS
110 YMEHBIIEHUI0 PUCKOB, HEBO3MOXKHO HMCKIIOUATEL UX Bce. [ToaTomy Beerga
HeoOXOqUMO BHEAPSTh MeXaHW3MBl BOCCTAaHOBJIEHMSI B WHTErpaluu C
NpoLeccoM YrpaB/eHUs JOCTYITHOCTBIO, TaK KAK MMEHHO JOCTYIHOCTb YC/IyT
NocTpajaeT B MEpByl0 OuepeAb TMPU BO3HUKHOBEHUM HENPUATHBIX [
busHeca cobbiTH. TUNTMUHBIE MEPBI YMEHBLIEHHUS] PUCKOB BK/IIOUAIOT B Ce0s:

e yHcramnagusa UPS u pe3epBHOro nuTaHus /151 KOMIIbIOTEPOB;
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obecrieueHHe  OTKA30yCTOMUWUBOCTH  CHUCTEM C  KPUTHUYHBIMHU
TIPUJIOXKEHUSMH, Ui KOTOPBIX HempuemjeM 000 mpocToi
(HanmpuMep, OaHKOBCKast CUCTEMA);

ucnons3oBaHue RAID u 3epkanbHBIX [JUCKOB [/ CEePBEpPOB [Ajis
u3beranuss morepu uHPOpMALUU U obecreyeHUs] HENPEPLIBHOCTH
paboThI;

Ha/MuMe 3aracHbIX KOMIIOHEHTOB/OOOpyZOBaHUS, KOTOpBIe OyayT
UCTIOMb30BaHbl B ciiyuae cOosi OCHOBHBIX. Hampumep, 3amacHoii
cepBep C MUHUMa/IbHO HeoOxoauMoi KoHGUTypaljuei, KOTopbiid Oyaert
3aleliCTBOBAaH B KpaTuaiilllee BpeMs B C/Iyuyae OTKa3a OCHOBHOIO
cepBepa;

yctpaHenue SPOFoB, HanpumMep, eIMHON TOUKU JOCTYMa B CE€Thb UM
e/IUHOU TOUKU 37IeKTPOMUTAHUSL.

WCI0JIb30BaHUe HaflexKHBIX [T-cuctem u cereii;

ayTCOPCHHT YC/IyT HeCKOJILKUM TMOCTaBLUKaM YCJIYT;

yBe/IMueHue KOHTPOISt HaZl 0e30MmacHOCThIO;

yBellMueHUe KOHTPOJIA HajA oOOHapyxceHuem HapyweHull B pabote
YCIIYT;

BCceoOBeMTIONAS ~ CTpAaTeruss BOCCTAaHOBJIEHUS U Pe3epBHOTO
KOMIUPOBaHUs, BKIWUawolas B cebs BHelHee XpaHeHWe. BHemmHee
XpaHeHUe TIpeArionaraeT peryispHoe (yaije BCero exeaHeBHOeE)
KOMUPOBaHUe KPUTUYHOUN WHGOPMAL[UU BO BHEIIHee XPaHUJIULLE.

[TepeunicneHHbie BhINIE Mepbl He pemaT Bcex BompocoB ITSCM, Ho ux
WCITOJIb30BAHUE TMO3BOJUT CUJIBHO COKPAaTUThH PUCK TOTeph Anas Ou3Heca B
CTydae BO3HUKHOBEHUS HellpeJBUIeHHBIX 00CTOATE/NLCTR.

Onuuu BoccTaHOB/IeHUsI B pamKkax [TSCM, koTopbie 10/DKHBI OBITh YUTEHBI
npu (OpMHUPOBAHUHU CTPATETHU:

repexoj Ha Py4Hyr paboTy [/1s1 HEKOTOPBIX THUIIOB YCJIYT MOXKET CTaTh
XOpollel ansTepHAaTHBOM HA KOPOTKUM MEpuof, 10 BOCCTaHOBJIEHUS
ycnyru. Hanpumep, CepBuc-yeck MoxeT paboTaTh Kakoe-TO BpeMsi C
OyMa’kKHBIMH 3asiBKaMU U >KYPHA/IaM¥;

B3aMMHbIE CO[JAIIEHUS SB/ISIOTCSA elle OJHOW Omnuuend s
BoccTtaHoBneHus. [IpejnonaraloT 3aki0ueHUe COMIAIEHUH MEXIy
OpraHu3alusMU, UCMOMB3YIUMMHU  TOXOXKHUe  TexHojoruu. B
HacTosilee BpeMs SIBJSIOTCS HerpuemaeMbiMHA i GonbumHcTBa [T
CHCTEeM, HO MOTYT MCITO/Ib30BAThCA B OTAENBHBIX CTydasx - Harpumep,
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[7s1 BHEILIHEro pe3epBHOr0 KOMHWPOBaHUA WM HUCIO/Ab30BaHUSA
TIPUHTEPOB;

e nocreneHHoe BocctaHoBiaeHue (Gradual Recovery) - cmocob
BOCCTAHOBJIEHUS, TAaKKe U3BECTHBIM Kak "XOJ0fHOe pe3epBUpOBaHUe".
[IpegycmaTpuBaeTcst BOCCTAaHOBJIEHHE YCIYTH B TeueHue Oosee uem 72
yacoB. [Ipy mocTeneHHOM BOCCTaHOB/IEHWH OOBIUHO 3a/eliCTBOBaH
MOOU/IBHBI WM CTal[MOHAPHBIM DPEe3epBHBIA I€HTP, OCHAILEHHBIU
j/leMeHTaMu  Ku3HeobecreueHUsi U CeTeBOW  pa3Bofkoii, 06e3
KOMITBIOTEPHBIX  cucTeM[1]. OTa onuus BOCCTaHOBJ/ICHUS
peKOMeH/J0BaHa [/ HeKPUTUUHBIX YC/IYT, MpejoCTaB/ieHHe KOTOPBIX
MOXeT ObITb 3ajlepkaHO Ha [JHU UM Hejgenu 0e3 3HAUUTENBLHOTO
BIUSIHUS HA OU3HeC;

® npoMeXyTouHoe BoccTaHoBjieHue (Intermediate Recovery) - crmocob
BOCCTaHOBJIEHMS, TaKKe W3BECTHBIM KakK ''Terjoe pe3epBUpoBaHue'.
[IpenycmaTpuBaeTcsi BOCCTAHOBJEHWE YCAyTM B TeueHue 24 - 72
yacoB. [Ipy MpoMe)XyTOYHOM BOCCTAaHOBJIEHUHM OOBIUHO MCITOMB3YeTCS
o0umMidi  MOOUIBHBIN WM CTAllMOHADHBIM  PEe3epBHBIM  I|EHTP,
OCHAIeHHbIN KOMIIBHOT@PHBIMU CUCTeMaMH U CeTeBLIMU
koMroHeHTaMu. KoHurypupoBanue anmapaTHOrO U MPOTrpaMMHOIO
obecrieueHusi, a TakKKe BOCCTAHOBJIEHHWE [IaHHBLIX BBHITIOTHSIOTCS B
pamkax [Inana obecnneuenust HempepelBHOCTH yoayr[1]. TanHas onuus
BOCCTAHOBJEHUS OOBIUHO TIpeasiaraeTcsi TPETBMMU CTOPOHAMH,
KOTOpble WMEIT [Jii 3TOT0 Bce Heobxogumoe obopynoBaHue u
KBamUUIIUPOBaHHBIM  mepcoHan. CTOMMOCTH  3TOW  OMIUHU
BOCCTAHOBJIEHUS] 3aBUCUT OT PECypCOB TPeThell CTOPOHBI, KOTOpLIE
OO/DKHBI OBITH 3aIeMCTBOBAHBI [l BOCCTAaHOBJIEHWS, a TaKKe OT
BPEMEHHU, B TeuYeHHe KOTOPOro TpeOyeTcs BOCCTAHOBUTHL YCJIYTY.
[IperMyilieCTBOM [1aHHOTO METOAA fABJISIETCA €ro IPO3pauHOCThb AJIs
none3oBareneii. Hegocratkom - To, uto MHpopManusa (B TOM uucie
koH(ugeHUnaneHasA) OygeT XpaHUTLCS y CTOPOHHEH OpraHu3aIjuu.
[Tocneanee JenaeT HempueM/IeMBIM JaHHBINA Cr1OCc06 BOCCTaHOBIEHUS
JJ1s1 MHOTHX OpPTaHU3aIui.

¢ ObicTpoe BocctaHoBneHue (Fast Recovery) - cnocod BoCCTaHOBIEHUS.
[lpegycmaTpuBaeTcss  BOCCTAaHOBJIEHWE  YCIYTH 32 KOPOTKUU
TIPOMEXYTOK BpeMeHH, 00bIYHO MeHee 24 wuacoB. [lpu 6wicTpom
BOCCTAHOBJIEHUU 0OBIYHO MCTIOB3YeTC s Bbl/Ie/IeHHBIA CTAllMOHAPHBIN
Pe3epBHBIM  LIEHTP C KOMIOBOTepHeIMH cuctemamu u [10O,
CKoHQuUrypupoBaHHbIMU  Jis  pabotel  ycayr.  HemegneHHoe
BOCCTAHOBJIEHUE MOXXET 3aHUMaTb [0 24 uacoB, eciau TpeOyercs
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BOCCTAHOBJIEHUE [JaHHBIX Pe3ePBHOT0 KOMUpoBaHusi[1].
¢ HemeajieHHOe BoccTaHoBieHue (Immediate recovery) - criocob
BOCCTAHOBJIEHUS, TaK)Ke M3BECTHBIN KaK 'Topsuee pe3epBUpOBaHHe".
[lpegycmaTpuBaeTcss BOCCTaHOBJIeHWe yoiIyru 0e3 mpepuiBaHUS
ycnyrd. HemepaneHHoe  BOCCTaHOB/IeHHMe  OOBIUHO — MCIIOMB3yeT
TeXHOJIOTUU 3epKaJIupoBaHus, 0alaHCUPOBKM 3arpy3Kd U pasfesieHusi
TJIONIA/I0K YCTaHOBKM ObOopymoBanus[l]. 3ToT cnocob uame Bcero
rpeycMaTpUBaeT "ABOWHYIO JIOKAL[UIO" KOMIIOHEHTOB CHUCTEeMbI, TO
ecTb mnosiHoe aybnupoBaHue. OH dABASETCS CaMbIM JOPOTMUM U
TIPUMEHSIeTCSI TOMBKO [/ KPUTHUHBIX OM3HeC-MpoLeccoB, MPOCTOH
KOTOPBIX MOJKeT OKa3aTb 3HauWTelbHOE HeraTHBHOE BMSHHME Ha
busnec. Konmuum [O/WKHBI OBITH PaCmoNoXKeHbl HAa MaKCHMAabHOM
yoaJeHUU OT OPUTUHANOB, UTOOBI He OBITH 3a/1€TBIMU PA3PYIIAOIIMM
cobbITHEM.

Crparerusi obecrieueHusi HeNpepLIBHOCTH [O/DKHA BK/IHOUaTh B cebs Bce
pPacCMOTpPEHHbBIE BBIIIE CHOCOOBI BOCCTaHOB/IEHUs. Pa3iuuHbIe YCIyrH,
UCTIONb3yeMble  OpraHu3anueii, TpeOylOT Ppa3UuHBIX TOAXONOB K
BOCCTAaHOBJIEHWUI0 U YMeHbIleHHI0 puckoB c6osi. Kakas Obl oniusi HU
BbIOMpanach, OHAa A0/DKHA OBITh 3KOHOMUUYeCKH 3(dexTuBHOM. [MaBHOE
MPaBUJIO - UeM JI0Jiblle GU3HeC MOXKeT 0OXoAuThCs 6e3 yc/yru, TeM [elleBJie
O/DKHO OBITH pelieHue no 0becrneueHuro ee HermpepbIBHOCTH.

Cragus 3 - Peanu3aiusa

[Mocne Toro, kak CrpaTerusi obecrnieueHUsi HEMPEPLIBHOCTH OIpejeseHa,
HeobxoguMo paspaborars [InaHel obecrieyeHusi HeNMpepLIBHOCTU YCIYT B
cooTBeTcTBUU C [lnaHamu obecreueHus: HempepeIBHOCTU Ou3Heca. [1naHsbl
ITSCM pomkHBI paccMaTpUBaTh BCe JEMCTBUS, KOTOpPbIe HeoOXoauMo
NpeATIPUHATEL [/ TIpefoCTaBaeHusi TpeOyeMbIX YC/IY, BO3MOXKHOCTEH W
pPecypcoB € COOTBETCTBYHIIMMHU YPOBHSIMU HENIPEPLIBHOCTU. JTO 3HAUUT He
TOJILKO PacCMOTPeHHEe BOMPOCOB, CBA3AHHBIX C BOCCTAHOBJIEHHEM YC/YT U
BO3MOXKHOCTEeH, HO U TIOHUMaHHUe 3aBUCUMOCTEHl MeXJy HHUMH,
TeCTUPOBaHWe, TPOBepKa 1[eJIOCTHOCTU U MOCIeA0BaTe/bHOCTA [aHHBIX.
[Mnaner ITSCM Tarke AOMKHBI BKIKOUATh JOKYMEHTAIL[MKD O CpeJCTBax
obecrieueHusi HaJEXKHOCTU U Mepax BOCCTAHOBJeHUS, ODOCHOBaHUe
NpUMEHEeHHS1 KOHKDPeTHBIX Mep B 3aBUCUMOCTM OT cuTyayuu. [lpu
(opmupoBaHuU 1IaHOB HeoOXogUuMO yOeaUThLCS B TOM, UTO B HUX JETalbHO
pPacCMOTpPeHBI U AOKYMEHTHPOBaHBI BCe JEWCTBUS MO BOCCTAHOBJIEHUI) B
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cnydae cbosi. IMnauwl ITSCM fmomKHBI BK/IHOUaTh B Ce0si Takue OCHOBHBI@
MOMEHTBl KaK TOYKa BOCCTAHOBJ/IEHHWS [aHHBIX, [€pPeUeHb 3aBUCHUMBIX
CUCTeM, MPUpPOJA 3TOW 3aBUCUMOCTH, TpebOBaHUSI K TMPOTPAMMHOMY U
anrnapatHoMmy obecreueHHI0, KOHQUTYPAL[MOHHEIE AeTa/d U APYIYI0 BaXKHYO
WHPOPMALIUIO O CUCTeMaX U yC/Iyrax.

OpguuM  u3 Haubonee BAKHBIX MCTOUHUKOB  HHGOpPMALUUA  AJid
dopMupoBaHus MJIaHOB sAB/seTCA AHanW3 BAWSAHUA Ha OusHec. [pyrue
obnactu TakkKe [OMKHBI ObITH mpoaHanu3upoBaHbl: SLA, TpeboBanus
be3omacHOCTH, WHCTPYKUMU  IKCIIJIyaTalWu, TIPOLIeAYypPbl, BHEIIHUE
KOHTPAKTHI.

[MTomumo pa3pabotku IlnaHoB obecreueHUs HEMPepLIBHOCTH MJiS TOTO,
uyToOBI cnemoBaTe npuHATONM CTparernu obecreueHUs] HEMPEPBLIBHOCTH,
HeoOX0qUMBI Cefiyrole AeiiCTBUS:

1. TInanupoBaHUe OpraHU3alMOHHON CTPYKTYPHI

B cnyuae BO3HUKHOBEHHsI KaTacTpodbl, OpraHu3alMoOHHAas CTPYKTypa
BepOsiTHee BCEro MpeTepruT M3MeHeHUs U OyleT OCHOBaHa, Mpexzje
BCEro, Ha C/IeIyIOLIeM:

© DYKOBOACTBO - TOM-MeHe)Kepbl W IpaB/leHHe OpraHu3alui,
KOTOpble 007aZlal0T BIACTBEO W CPeACTBAMM KOHTPOJSL Haj
opraHu3anueii. VIMEHHO PYKOBOACTBO OTBeTCTBEHHO 3a
yrpaBjieHue B KpU3UCHOW CUTYal[UH;

© KOOpAMHALUS - YPOBEeHb, OTBETCTBEHHBIA 3a KOOPJWUHAI[UI)
BHYTPH MpoOLecca BOCCTaHOBJIEHUS;

© BOCCTAaHOBJIEHHE - COBOKYMHOCTb rpynn 6u3Heca u IT, koTopbie
NpeACTABASIOT KPUTHUUHbIe Ou3Hec-QyHKIUM W YCIyTH,
noAjep>kuBatoie 3Ty QyHKUMU. Kaxkas rpymna oTBeTCTBEHHA
3a UCMOJIHEeHUEe TIJIAHOB BOCCTAaHOBJIEHMS CBOell 00sacTu mpu
B3aMMO/€HICTBUU C MEPCOHAJIOM, TT0/b30BaTe/IIMU U TPeTbUMHU
ctopoHamu[10].

2. TectupoBaHue

[InaHel 1O  BOCCTAaHOBJEHWK  [OJDKHBI  TIPOUTH  TeCTUpPOBaHHUE.
TectupoBaHue siBnsieTcss BakHOU uacTtbio ITSCM. ViIMeHHO OHO rapaHTUPYeT
TO, UTO TIPUHSATBIE CTPaTersi, COMIAUIeHWs, TJIaHBl W MpoLeaAypsl OyayT
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JeicTBUTeNbHO paboTaTh HA MPAKTUKe.

[TocTaBUMK YCIyr OTBETCTBEHEH 3a TO, YTO B Cjiydae KaTacTpodbl yCIyru
MOryT OBITE BOCCTAaHOBJI€HBI B 3a/laHHBII BpPEeMEHHOW WHTEpBal C
Tpebyemoii yHKIMOHATEHOCTEI0 U TIPOU3BOAUTENBHOCTBIO. TeCThl JO/DKHBI
MPOBOJUTHCS MO MaKCUMAJIbHO PeaJlMCTUYHBIM ClieHapusM. TeM He MeHee,
HeoOXoqUMO TIOHUMATh, YTO Ja)Ke camoe TIIATeTbHOe TeCTUPOBAHUE He
MOJKET yueCTb BCe HKHOAHChl, KOTOPble MOTYT BO3HUKHYTh B PealbHOCTH.

Cragus 4 - HenpeprsiBHas 3KCIIyaTalus

OTa CcTafusl COCTOUT U3 CAeyHoLIero:

1. OGyueHue, TOTOBHOCTb, TPEHUHTH - TEPCOHAJ J0J/DKeH ObITh TOTOB K
BO3HUKHOBEHUI0 HEMNpeABUAEHHBIX OOCTOATeNbCTB W 3HATh, UTO
HeoOXoAUMO AeaTh MPU UX BOSHUKHOBEHUH;

2. IlepecmoTtp - Bce BoIxoAbl mnpoiecca ITSCM pAo/mkHBI peryiasipHo
repecMaTpUBAaTLCS Ha NpeAMeT aKTyalbHOCTU U KOPPEeKTUPOBAThLCSA B
cilyuae HeoOXogqUMOCTH;

3. TectupoBaHue - NMOMHUMO Ha4ya/JbHOTO TECTUPOBAaHUS, HeoOXoAMMO
NIpeJyCMOTPeTh peryisipHoe TeCTUPOBAHWE CTpaTeruu, IJIaHOB H
Apyrux BbeixofoB ITSCM. Pe3epBHble KOMHUU U MeXaHU3MBbI
BOCCTaHOBJ/IEHUS TaKXKe JOIKHbBI TeCTUPOBATLCS;

4. YnpaBieHue HU3MEHEHUSMU - TIPOLIECC, OTBETCTBEHHBIA 3a OLIeHKY
WU3MEHEeHUI C TOUKU 3peHUs UX BAUsIHUS Ha riaHbel [TSCM.

WuunuupoBanue ABASETCS  3aKIHUUTENbHBIM  TecToM A  [InaHoB
obecrieueHusi HEMpepPBIBHOCTU OH3Heca W yCayr. DTOT MPOLjecC A0JDKeH
paccMaTpuBaTh NMpOoLeAYPY 3anycKa MJaHOB MO BOCCTAaHOBJEHHUIO B Cjiydyae
HernpeaBUAeHHBIX 06cTosATenECTB. HeobxoguMo MOMHUTE, UTO peleHHe 00
WHULMALUU TIJIAHOB [JO/DKHO ObITh XOPOIIO B3BeIllIeHHbIM, 0COOEHHO B
Cydae WCIIO/Ib30BaHUSI YCJIYT BOCCTAaHOBJIEHUSI TpPeTbUX cTOpoH. COoii
MOXKET TIpOM30UTH B M000e BpeMs AHS M HOUM, MOITOMY BAXKHO MMETb
BO3MOXXHOCTb He3aMe/IUTeNbHO WHULIUMPOBATh T/1aHbI mno
BOCCTaHOBJIEHUIO.

Bxonamu ITSCM sapnsitoTcs:

1. uadopmaguss ot OusHeca - crTpaTerus, TmJaHbl U OmOMKeT
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w

opraHu3aluu, Tekyue u Oynyipe TpeboBanus;

uHpopmarius ot IT - cTpaTerusi, nnanel ¥ oromKeT IT;

CTpaTerus u mJjaHbl obecreueHust HEMPepPLIBHOCTH OU3Heca;
uHpopmarus 06 ycnyrax - uHdopmaiusi o SLM, B 4aCTHOCTH U3
[Toptdens ycnyr u Karanora yenyr, SLA/SLR;

dunancoBas uHdopmauus - UHGOpPMaLUg OT Tporjecca YpaBraeHUs
¢uHaHCAaMM O CTOMMOCTH TIPeJOCTaB/IeHUs YCIYL, PeCcypcoB U
KOMITOHEHTOB;

uHpopmarius o0 uU3MeHeHUsIX - UWHGoOpMalMs OT Tpolecca
YnpaBieHuss U3MEHEHUsIMM, B YaCTHOCTU paclucaHue U3MeHEeHUH U
ux pnusHUe Ha [1naner obecrieueHN st HEMIPEPLIBHOCTH;

uHbopMaluss 0  B3aMMOOTHOILIEHUsXx Ou3Heca c  yciyramw,
BCIIOMOTAaTe/bHBIMU YCIYTAMU U TEXHOJIOTUSIMMU.

pacnucaHus YIpaBJIeHUs] HelpepeIBHOCTBI Ou3Heca U YmpaB/ieHUSs
JNOCTYITHOCTBIO;

[Inanel obecrieyeHUs HEMIPEPLIBHOCTH YC/IYT U OTUETEI TECTUPOBAHUS
MapTHEPOB, MMOCTABIIUKOB.

Brixogamu ITSCM sBasitoTCA:

1.
2.

NoUnsw

nonuTuka u crparerus [TSCM;

Habop nMnaHOB, B TOM uuC/e TJaHbl AHTUKPU3MCHOTO YIpaBIeHUS,
CpouHBIX OTBETHBIX IEHCTBUM, BOCCTaHOB/IEHUS TTOCAE KaTaCTpodbl,
a TaKke COBOKYIMHOCTb BCIIOMOTaTe/bHBIX MaHOB W KOHTPAKTOB C
MOCTABIMKAMH YCAYT MO BOCCTAHOBJIEHUIO.

AnTtukpusucHoe yrnpaBneHue (Crisis Management) - mpoiecc,
OTBEYAKIMiA 3a yIpaB/ieHWEe HENMpPEepeIBHOCTHID OW3Heca B caMOM
IIMPOKOM cMbIcie. KoMaHa aHTUKPU3UCHOTO YIPABJ€HUS OTBEYAEeT
3a CcTpaTeruyeckue BOTIPOCHI, TaKue Kak yIipaBJieHUEe
B3aUMOJEUCTBUEM CO CpeACTBaMM MacCOBOW uH(pOpPMaAlUU W
JIOBepUeM aKI[MOHEePOB, a TAKKe MPUHUMAeT pelleHue 00 UHUILAIuK
rylaHoB obecrieyeHust HerpepeIBHOCTH Ou3Heca[l].

AHanu3 BIUsHUS Ha OM3HEC U COOTBETCTBYIOIME OTYEThI;
Ananu3 puCKOB U yripaBjaeHuYecKie 0630pbl U OTUETHI;
pacniucanue tectupoBanus [TSCM;

CLIeHapUHU [Jis IPOBeIeHUsI TeCTUPOBaHMUS;

0030pHkI ¥ oTuUeThl 10 TecTupoBaHuto ITSCM[10].
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KnwoueesiM mokazatenem mipou3BoautensHoctd ITSCM sgenserca To, uTo
Npe/i0CTaBIsieMble YCIYTH MOTYT OBITh BOCCTAHOBJ/IEHBI C L€ TOAePXKKH
Ou3Heca B JOCTV>KEHUU TTOCTaBIeHHBIX LIe/Iei:

1. mpoBoguTcs perynsipHbiii ayauT rtaHoB [TSCM ¢ 1ensio mpoBepku
Toro, utro TpeboBaHusi OM3Heca K BOCCTAaHOBJIEHUIO MOIYT ObITh
YZIOB/IETBOPEHBI;

2. BCe 1lefeBble T0Ka3aTeIu BOCCTAHOBJIEHUS YCAYT JOKYMEHTHPOBAHHI,
comacoBanbl B SLA 1 MOryr 6bITb JOCTUTHYTBI C TIOMOIIBIO TI/IAHOB

ITSCM,;

3. TpOBOAUTCS peryisipHOe U BcCeoOBbeMrolee TeCTUPOBAaHUE TJIAHOB
ITSCM,;

4. saxmwoueHbl Bce Heobxogumble ans [TSCM KOHTpPakThl C TPeTBUMH
CTOPOHaMH;

5. obecrieunBaeTCs yMeHBILIEHHE PUCKOB Y HETaTUBHOTO BHsHUS CcHoeB
YCJIYL.

B kauectBe moKasaTens S(GeKTUBHOCTH MOXKET TakkKe BBICTYIIATh
rOTOBHOCTb OPraHMW3al|UM K e CTBUSAM B COOTBETCTBUU C naHamu [TSCM.

OcHoBHbiMHU puckamu aas  [TSCM  gaBnsiroTC  HEIOCTAaTOYHOCTH U
HEKOPPEeKTHOCTh MH(popmauuu, mocrtynawimeid ot 6u3Heca, [T u papyrux
MIPOLIeCCOB, a TAKXKe HeXBaTKa PecypcoB /st obecrieueHUst HETPEepPbIBHOCTH.

6.2. YnpaByienre uHbopMalMOHHOM 6€301aCHO CThI0

YnpaBnenue uHbopmalimoHHo 6Oe3omacHocTeio  (Information  Security
Management wuau  ISM) -  mnpomecc, KOoTopelid — obecrieurBaeT
KOH (U JeHI[ManbHOCTE, [[e/IOCTHOCTh M JOCTYITHOCTh aKTUBOB, MH(OpMaLINH,
JAaHHBIX W  yCIyT  OpraHu3aluu.  YipaBieHue  MHGOPMALMOHHOM
Oe3omacHoCTEIO 0OBIYHO sIB/IsleTCs YacTbi) OpraHuU3aljMOHHOTO TOAXOAA K
YnpaBneHnuto 0e30MacHOCTBIO, KOTOPLIM HMeeT 0Oojiee IMMPOKYH 00/1acTh
OoXBaTa, ueM TIOCTaBLUMK YCAy, W BKIO4YaeT 00paboTky OymakHBIX
OKYMEHTOB, [JOCTYIl B 37laHUs, TeyiedoHHbIe 3BOHKA WM T.II., [/ BCel
opraHu3anuu[l].

OcHoBHOU 1enwslo ISM siBnsietcsi obecrieueHre 3MGEeKTUBHOTO YIpaBAeHUS
uHpopmalmoHHON 6e30MaCHOCTEI0 BCEX YC/IYT W [eSTe/IbHOCTeH B paMKax
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YrpaBnenust ycayr. MudopmarjponHas 6e30macHOCTb mpegHa3HaueHa [jis
3alMThl OT HAPYLIEHUS KOH(QUIeHI[UATbHOCTH, JOCTYITHOCTU U 1[€JI0CTHOCTH
WHbOpMaLuK, HH(GOPMALIMOHHBIX CUCTEM U KOMMYHUKAIAH.

1. KounduaeHuaabHOCT - COCTOSiSHUE WHGOPMAI[HH, TPH KOTOPOM
JNOCTYI K HEeH OCYIEeCTBJISIOT TOJBKO CYOBEKTHI, UMEIOIHe Ha HEero
Mpagso.

2. 1lenoCTHOCTEL - COCTOSIHHE WHMOPMAIMHU, TIPH KOTOPOM OTCYTCTBYeET
nmoboe ee u3MeHeHHe HO0 HW3MEHEHHWE OCYIIECTB/ISIETCS TOJIBKO
npeJHaMepeHHO CyObeKTaMH, HUMEIOIMMU Ha Hero Mmpaso;

3. IIOCTYyIHOCTL - COCTOsIHME HWH(OpPMAar[uM, TPH KOTOPOM CyOBLEKTHI,
WMeIpe  TpaBo  JOCTYyIa, MOTYT  peanu30BbLIBAaTL  €ro
becripensTcTBeHHO[15].

Llens obecieuenuss HGOPMALIMOHHOM 6e30M1aCHOCTH JOCTUTHYTA, €C/IH:

1. Madopmanust  gocTynmHa  TOraa, Korga 9To  Tpebyercs, a
nH(pOpPMaIMOHHBIE CUCTEMBI YCTOMYMBEI K aTakaM, MOTYT u3beraTtb ux
WM OBICTPO BOCCTAHAB/IHBATHCS.

2. Wndopmaiiusi AOCTyIHA TOJBKO TEM, KTO WMEET COOTBETCTBYHOIIEe
rpasa.

3. Uudopmaryst KOppeKTHa, MMoJiHa W 3all|IileHa OT HeaBTOPH30BaHHBIX
V3MEHeHWH.

4. Obmen wuHpopMmalpeli ¢ mapTHepaMHd W JAPYTHMH OpraHU3al[UsSMH
HafIe)KHO 3aIMIIEH.

BusHec ompegessier, 4To ¥ Kak JO/DKHO ObITh 3ammineHo. [lpu stom mjis
s¢ddexTBHOCTH W 1enocTHOCTH  obecriedenusi  WHMOPMAI[HOHHOM
6e3omacHOCTH HEOOXOAMMO pacCcMaTpyBaTh OM3HEC MPOL[eCcChl OT Havyaaa g0
KOHLIa, TaK Kak c1aboe MecTo MOXKeT C/le/1aTh YA3BUMON BCH) CUCTEMY.

[Mporiiecc ISM po/KeH BK/IHOUATh B ce0si:

* dopmupoBaHue, yrpaBaeHUe, PpaclpocTpaHeHHe U cobsoaeHue
[TomuTukm “HGhOpPMaIUOHHOMN be3omacHocTH U JPYTUX
BCIIOMOTAaTe/NBHBIX TIOMUTHUK, KOTOPble HWMEKT OTHOIIPHHE K
uHpopmariuoHHo 6Oe3omacHoctu. [lonuTvka UWH(POPMAIMOHHOM
besomacHoctu (Security Policy) - monuTHKa, ompegesnstolasi MOAXo[
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OpraHu3alMu K yIpaBjaeHU HHGOPMAIIMOHHON Oe3omacHOCThO [1].
TIOHUMaHWe COTVIACOBAaHHBIX TEKyIMX U Oyayimx TpeboBanuii 6usHeca
K Be3omacHocTH;

UCMOIb30BAaHUE KOHmposael 6e3onacHocmu  fAjis  BBITIOTHEHUS
[TomuTukn MHPOPMaLIMOHHOM 0€30MacHOCTU U yIpaBeHUs PUCKAMU,
CBA3aHHBIMU C JOCTYNIOM K HHGOpPMan U, CUCTEMaM M YC/IyraMm.
TepmuH "koHmponb 6e3onacHocmu" SBAsSIETCS 3aUMCTBOBAaHHBIM U3
AHITMHCKOTO SI3bIKAa U B JIAHHOM KOHTEKCTe 03HauaeT Habop koHTpmep
U Mep MpPeJOCTOPOXKHOCTH, TPUMEHSIeMBbIX [/ aHHYIAPOBaHUS,
YMEHBILIEHUsI PUCKOB U TIPOTUBOCTOSIHUS WM. 10 ecTb KOHMpOsb
6e3onacHocmu COCTOUT U3 MTPOAKTUBHBIX U PEAKTUBHBIX [eHCTBUH;
JIOKYMEHTHPOBaHUe TIepeyuHsi KoHmpovell bezonacHocmu, AeMCTBUA 110
UX JKCIIJIyaTallUu U YIPaB/IeHUI), a TakKkKe BCeX CBA3aHHBIX C HUMHU
PHUCKOB;

yripaB/ieHUe TOCTaBIMKaMU U KOHTPAKTaMH, TPeOyloIMMu JOCTyma K
cucteMaM u ycayram. OCyIIeCTBSeTCS MPU  B3aUMOJEHCTBUU C
TpOL[eccoM YIpaB/eHUs MOCTABUIMKAMY;

KOHTpO/b BCex "Opermieii” 6e30MacHOCTH U WHIUEHTOB, CBA3AHHBIX C
CHUCTeMaMH U YCIIyTaMH;

TIPOAKTHUBHOE YIydllleHue KoHmposael 6e30nacHocmu M yMeHBbIIeHHe
PUCKOB HapyieHus1 UHGopMaliuoHHOW 6e30macHOCTH;

WHTerpanusi acrnekroB uHGOpMalUOHHON 0e30macHOCTH BO BCe
TIpOL}eCcChl YIpaBaeHUs yCIyr

[Monutuka wWHMbOPMalIMOHHOW 0e30MacHOCTH [A0/DKHA BK/IKOUaThb B cCebs
cenytonee:

peanu3anus acnekroB [lonuTuku nHGOPMaIiMOHHON 6e30MacHOCTH;
BO3MOJXKHBIE 3noynotpebieHus acrmeKTamu [MTonuTuku
uH(opMaIuoHHOU 6e30macHOCTH;

MOIUTHKA KOHTPOJISE AOCTYIIa;

No/AUMUKA UCNO/b308AHUSI TIAPOJIeH;

MOJIUTHKA 3/IEKTPOHHOMN MOYUTHI;

MOIMTUKA UHTEPHETa;

MOIMTUKA AHTUBUPYCHOU 3alIUThI;

MOIUTHKA K1accuuKaluu uHdopMaluu;

MOIUTHKA KTACCU(UKALIMU JOKYMEHTOB;

MOJIUTHKA YIaTeHHOTO [JOCTYIIA;

MOMUTHKA [JOCTyNa TMOCTAaBUMKOB K yciayram, uHpopManuu u
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KOMITOHEeHTaMm,
® T[IOJIMTHUKA pa3MelnieHHuA aKTUBOB.

HEPEHHCHEHHBIE MOMUTHUKH [OOJTAKHBI OLIThL AOCTYIIHBI IIOJIB30BaATE/IAM H
3dKd34HMKdM, KOTOpblI€é B CBOH) O4Hepelb 0053aHLI THCHEMEHHO NnoaTBEepOUTL
CBOe CorjacHe C HUMH.

[MomuTKKU  YTBEPXKAAIOTCA  PYKOBOACTBOM  OusHeca wu IT #
repecMaTpUBAIOTCS B 3aBUCUMOCTH OT 0OCTOATEMBCTB.

Yrtobel obecrieunBath WHGOPMAIIMOHHYIO 6€30MacHOCTL W YIPaB/STh €10,
HeoOxopumo moggepkuBate CucteMmy yrpaB/ieHUss WHGOPMALMOHHOM
Oe3omacHocTri0. CHucTeMa ynpaBiaeHUss MHOOPMALMOHHOW 0e30macHOCTEIO
(Information Security Management System unu ISMS) - cucrema TOTUTHK,
MpOLIeCCOB, CTAH/1apTOB, PYKOBOASILIMX [OKYMEHTOB U CPEJCTB, KOTOpBIE
obecrieuMBalOT ~ OpraHM3alid  JOCTH)KeHWEe  1leJieil  ylpaBJ/ieHUs
uHbopmalimoHHoii Oe3omacHocTeio[1]. Ha puc. 6.3 mokasaHa CTpPyKTypa
ISMS, Haubosee WMPOKO KUCIO/B3yeMas OpraHU3aLUsAMH.

Mopoepxka NMnanvpoBaHme
ObyeHre Cornawesna of ypoexe yemyr
¥ry-LeHme BazoBLIg KOHTPAKTE

MnaHHpasaHbe COrnaleHHa oNepalWoHHOND YROaHA
Brinonuexwe MNonuTika
KouTpone
OpradqacaaTts
CCHOBaTE CTPYKTYRY
PacnpenansTe OTEETCTEEHHOCTE
OueHka Peanuzayuna
BHeLHHe NPOBepii OfecneqnTh MTOBHOCTL
BHyYTpaHHAE NPOBSEHIA KnaccHdmkayun H perncTpaums
Camooueria Be30nackecT s NepeoHana
WHunnesTe BesonacHocTH Puamackand BR30NECHOCTE CBTaR,

KOMNLOTEDOR W NPMNOHEHNA
YNpaenesHa NpaeanMd BocTyna
ObpaboTra HUMASHTOE
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Puc. 6.3. ISMS

Ha puc. 6.3 npefacraBieHbl 5 37eMeHTOB CTPYKTYPhI [ISMS:

1. Koutpons. llenu koHTpO/S:

© ¢dopMHpOBaHHE CHUCTEMBI yIpaBiaeHUs HUHGOPMALMOHHOM
He30macHOCTEIO B pAMKaX OpraHu3aljuu;

© QopmupoBaHue OPraHU3al[MOHHON CTPYKTYPhI AJisl MOATOTOBKH,
yTBepxKaeHuss u peanusanuu Ilonmutukun uHGOPMAaMOHHOM
0e30macHOCTH;

© pacrnpejeneHue OTBETCTBEHHOCTEH;

© ¢dopMHUpOBaHHE JOKYMEHTALIMU 110 KOHTPOJIIO.

2. TInanupoBaHue. Llesnb niaHMpoBaHus - pa3paboTaTh U PeKOMEH/I0BaTh
MOAXOAAIIMEe METPUKH M CrocoObl u3MepeHUss HWH(POPMALMOHHOU
Be3onacHocTH. B nepByro ouepesib MIaHUPOBAaHUE JO/DKHO YUUTHIBATh
TpeboBaHus U 0COOEHHOCTH KOHKPEeTHOM opraHu3anuu. VicTouHuKamu
uHpopmariuu Aaa dopmupoBanusi TpeboBaHUN K UH(POPMAIMOHHOM
be3omacHOCTH sABASIOTCST OWM3HEC, PUCKM, TIJIaHbI, CTpaTerus,
cornaieHus ( B nepByw ouepegs OLA u SLA). Tlpu sTtom Ba)kHO

YUUTBIBATh MOPa/IbHYIO, 3aKOHOZaTeIbHYI0 u TUUECKYHO
OTBETCTBEHHOCTHU B KOHTEKCTe WH(HOPMAL[MOHHOU He30macHOCTH.
3. Peammzauusa. Lens peanu3zauuu - obecneueHue  TOAXOASIAX

npoieayp, WHCTPYMEHTOB W KoHmposell 6e3onacHocmu s
nogaep>kku [Tonutuku nHpopMamoHHOU He3onacHOCTH.

B pamkax peanu3aijuu NpoBOJATCA C/IeyOIIMe MepOonpUsATUS:

© udeHmucpukayuss aKkmueoe - COBMECTHO C YipaBjieHUEeM
KOH(UTYpaI[UsIMHU;

o Knaccudukarus uHdopmaruu - uHbopMarus U
uH(opMaIuOHHbIE XpPaHUIUILIA JIOJDKHBI ObITH

K1acCUUIIUPOBAHBI B COOTBETCTBUH C UX UYBCTBUTEIBHOCTHI)
M 3HAUMMOCTBI TI0 OTHOUIPHWID K TPeM  acreKkram
uHbopMalimoHHo  Oe3omacHoct  (KOHOUAEHIIMATLHOCTH,
L|eJIOCTHOCTH, AOCTYITHOCTH).
4. Ouenka. llens onjeHku B pamkax ISMS:

© TIpOBEpPKAa  COOTBETCTBUSI  TOMUTUKM  UHGOPMALMOHHOU
beszonacHocTH TpeboBaHUSAM K UHGbOPMaLIMOHHON
OeszomacHocty U3 SLAu OLA;

150



J.A. CKPHITHHK ITIL. IT Service Management no cmandapmam V3.1

© MpoBejeHue peryisipHbIX TIPOBEpPOK TeXHUUECKOH
coctaBnsitoieid  uHbopMmaliMoHHOW  Oe3omacHoctn  gnas T
CUCTEM;

© mpefocTaBieHue WHGOPMALIUUA [/Is1 PErYIATOPOB M BHEIIHUX
ayIUTOPOB TIPU HEoOXOAUMOCTH;

5. Topnep>xka. Lenu nogaep>xkku ISMS:

© yiydllleHWe COIJlalleHuid B OTHOIIEHUW WH(POPMaIlMOHHOU
besonacHocTu, Hanpumep, SLA u OLA

© COBEpIIEHCTBOBAHWE CPEACTB W KOHTPOJel WH(opMaluoHHOH
6esomacuoctu[10].

Knwoueesie gesiTensHOCTH B pamMKax ISM:

dopMmupoBaHue, TepecMOTP U  KoppektupoBaHue [lonuTuku
uHdopMaruoHHON 0Oe3onacHocTy U Habopa MOAAEp)KUBAKLMX ee
BCIIOMOTaTeNbHbIX MTOJUTHK;

peanu3aius u cobmrogenue MOMUTUK  HUHGOPMALMOHHOM
be3omacHoCTH, a Tarke obecrieueHue B3aMMOAECHCTBHUS MEX/1y HUMU;
oueHkKa u Kiaccuukausi Bcex WHGOPMAILMOHHBIX aKTUBOB U
JOKYMEHTOB;

WCIIOJIb30BaHUe, TTIePecMOTP U KOppeKkTHupoBaHue Habopa koHmposeil
6e3onacHocmu, Mep 10 OLIeHKe PUCKOB U OTBETHBIX JIeHiCTBUH;
MOHUTOPDUHT W  ympaBjeHue "Opemamu"  He3omacHOCTH U
WHLU/IeHTaMU;

aHa/Mu3, BejleHWe OTUeTHOCTU U yMeHbllleHue BusHus "Opereii” B
De30macHOCTH U UHLUJEHTOB;

COCTaB/ieHHWe pacrucCaHus W NpOBeJieHHe ayJuTOB, TeCTUPOBAHUA U
0630poB.

B3aumopeiicTBHe yKa3aHHBIX AedTe/TbHOCTeH NpefcTaBieHo Ha puc. 6.4.
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GopmuposaHne’
Ynpasnetwe
Monuruos
Ge3onacHocTn
Ougtxa n
KateropupoBakne
MHOPMALMOHHIX
AKTHBOR, PUCKOB W
I YRIBHMOCTER
‘Ynpasnenne
“Gpewen”
GR30NAcHOCTH M
Crporoe
WHAeHOeHTOB
mm PerynapHbie 063op v
5 A OLEHKE PHCKDB M
Yrpoa GesonackocTh
Om4eTsl M obaopsl o WMenonsaoeanme 1
“Gpewax” 8 NEPOANBCKIR
GiesonacHocTi v nepecumoTp
MHUMaeHTaX, EOHTPEneR
YMEHLLIEHHE WX Be30nacHoCTH,
KOMHHECTEA YMEHBLIBHWE PUCKOB
Manumem
WHEODMALMOHHOR Omets o Koutponu Pucii GeaonacHocTi
GEIONACHOCTH GesonacHocTH Ge3onacHocTH W OTBETHLIE QeACTBIA

Puc. 6.4. KnwoueBsle fgesiTenbHOCTH B pamkax ISM

Ona  obecrieueHust W nofgepKku  [lonuTukd  WHGOPMallMOHHOM
besomacHocTH HeoOxogumo chOpPMHPOBaTH M MCIOAB30BaTh  Habop
koHmposneil 6e3onacHocmu. [lns TnpeAoTBpallleHUsT WHLUHJEHTOB U
NMpaBUJILHOTO DPEarMpoBaHUsl B Cydyae WMX BO3HUKHOBEHHUSI HMCIOJIb3YIOT
Mepbl 6€301acHOCTH, TIpeICTaBIeHHbIe Ha PUC. 6.5.
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Puc. 6.5. KonTposu 6e3onacHOCTH

Ha puc. 6.5 BrileneHo ueTwipe cTaAuu. [lepBad cTrafusi - BO3HUKHOBEHUE
yrpo3bl. Yrp0o30ii AB/SETCS BCE, YTO MOXKET HETaTUBHO MOB/IUATE Ha Ou3Hec-
Mpouecc WIu TpepbiBaTh ero. WHUWAEHT - 3TO peanu30BaHHAas yrpo3a.
WHuuaeHT sBAsieTCs OTMPAaBHOW TOYKOW [Jjisi TIPpUMEHEeHUs KOHmposeu
6ezonachocmu. B pe3ynsraTe UWHIUJEHTa TosiBasieTcss yiepb. [ns
yIpaB/ieHUsl W/ YCTPAHEHUS PUCKOB TaKKe MPUMEHSIOTCS KOHTPOH
be3omacHocTu. [Insi KaKAou craguu HeoOxogumo mopobparh MOAXoAsIye
Mepbl obecrieueHust UH(GOPMaIMOHHOM 0e30MacHOCTH:

1. mpeBeHTUBHbIE - Mepbl 0E30MACHOCTH, KOTOPbIe MPeAOTBPAIIAI0T
NosiBJieHWe UHIUAeHTa uH(opmalmoHHo# 6e3onacHoctu. Hanpumep,
pacripe/ie/ieHUe Mpae JOCTyIIa.

2. BOCCTAaHOBMTE/IbHbIE - Mepbl 0e30MacHOCTH, HampaBIeHHbIE Ha
yMEHbIIIEHUEe TOTeHIMajAbHOro yiepba B cjyyae WHIJUJEHTA.
HarnpumMep, pe3epBHOe KOTTMPOBaHUe.

3. obHapyxupawoime - wMepbl 0e30MacHOCTH, HaMpaBJeHHbIE Ha
oOHapy)xeHHe WHLUKAEHTOB. Hampumep, aHTUBUpYyCHas 3alMTa WK
cuctemMa oOHapy)KeHHsI BTOP>KeHUH.
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4. MmoaaBJidAlOIIME - MeEepPbI 6E30HEICHOCTH, KOTOpbIE HpOTI‘IBOﬂEf‘ICTBy}OT
TMOMNBITKAM peadaMr3dljiH yrpo3bl, TO €CTb HWHIHUAEHTdM. HaHpHMEp,
HbaHkoMar 386HpaET Y KIHeHTa KapTy IIoc/jie OIIpejejieHHoro
KOJTMUecTBa HerpaBUAbHBIX BBOAOB PIN-kona.
5. KOppeKTUupyripe - MepbI 69301’[EICHOCTI/I, HallpdB/IeHHbIE€ Had
BOCCTAHOBJ/IEHHA TI10C/I€e HHLOUAEHTA. Hanpldmep, BOCCTaHOBJ/IeHHE
Pe3epBHBIX Iﬂ)]’ll‘]ﬁ, OTKAT Had Ipeabiayiiee pEIﬁO'-IEE COCTOSAHHE H T.II.

Bxonamu nipouiecca ISM aBAAOTCS:

1. uHdopmanus oT OW3Heca - CTpaTeruwu, TJaHbl, OHOMKeT OW3Heca, a
TaKKe ero Tekyupe u Oyayupe TpeboBaHUS;

2. nonutuku Oe3zomacHoctu Ou3sHeca, miaHbl Oe3zomacHocTu, AHamu3
PHUCKOB;

3. undopmaunus ot IT - crparerus, nnansl u 61omxer IT;

4. wadopmanusa 06 ycayrax - uHdopmanus ot SLM, B 4YaCTHOCTH
[Toptdens ycnyr u Karanora yenyr, SLA/SLR;

5. oTueTel mMpOILECCOB W aHanu3a pUCKOB 0T ISM, VYnpaeienus
JOCTYITHOCTBIO U YIIPaB/IeHUs HeMTPEepPLIBHOCTHIO YCIIYT;

6. merambHas uHGopmanusi 000 BCceX MHIUAEHTaX HH(OPMALMOHHOU
besonacHocTH U "Opemax" B Heil;

7. uddopmarius o0 uU3MeHeHUsIX - UWHGoOpMalMs OT Tpolecca
YrpaBneHuss U3ME@HEHUSIMU, B YACTHOCTU PACMUCAHUE U3MEHEHUU U
UX BIUSHUE HA IUIaHBI, MOJUTHKA U KOHTPOJU WH(OPMALMOHHOU
6e30macHOCTH;

8. mHdopmanus 0 B3aUMOOTHOLIEHMWsX OW3Heca C  yciayramu,
BCIIOMOTaTeBHBIMHU YCIYTaMU U TEXHOJIOTUSIMU;

9. undopmalusi 0 AOCTyNe MapTHEPOB M TOCTaBIUKOB K YCayram u
cucTemMawm, npeaocTapsiemMast mpoieccamu YrpaBieHus
TOCTaBIIMKaMHU U YIpaB/eHUs JOCTYITHOCTBIO.

Brixogamu ISM siBnsroTcs:

1. BceoObemmomnasas IlomuTuka WHGOPMAIMOHHOM 0E30MaCHOCTH U
JApyrue BCIIOMOraTe/bHbIe TTOJUTHKH, KOTOPble UMEIT OTHOIUEHHE K
uH(opmaruoHHOU 6@301acHOCTH;.

2. Cucrema ympaBienuss uHdopmaiuoHHOW 6Oe3omacHocThio (ISMS),
KOTOpasi COAep)XUT Bcw  uHpopmauuw, Heobxogumyw  ans
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obecnieuenus ISM;

pe3yLTaThl TepeoljeHKU PUCKOB U PeBU3UHU OTUYETOB;

Habop koHmposel 6e3onacHocmu, OMUCAHWE HUX SKCIAyaTallUd U

yIipaB/IeHus, a TAKKe BCeX CBSI3aHHBIX C HUMU PUCKOB;

aymuThl UH(GOPMAIIMOHHON 0€30MaCHOCTH U OTUeTHI;

pacrnucaHue TeCTUPOBaHUS MIaHOB WH(OpMaLMOHHOH 6e30MmacHOCTH;

knaccudukaus nH(GOPMaLMOHHBIX aKTUBOB;

OTUeTBI 0  CymecTBywnmx "Opemax"” B WHGOPMalMOHHON

De30macHOCTH U UHIUJEHTAX;

9. MONMUTHUKM, TIPOL|ECCHI W TIPOLEeAYPLI [Jsl YIpaB/le€HUs [OCTYIIOM
TIOCTaBIIMKOB U MAPTHEPOB K yC/IyraM U CUCTeMaM.

B w

©No WU

B xauecTBe KIIOUEBLIX IOKa3aTeeil MpOMU3BOJWMTENIBHOCTH TIpOLiecca
YHpaBHEHHﬂ I/IHCl)O]_)MElL[HOHHOﬁ 6e30maCHOCTBI0 MOXKHO HMCII0/IL30BaTh
MHOKEeCTBO METPHK, HalTpUMep:

1. sanmmeHHoCcT, OW3Heca OT  HapylmleHUHd  WHOOPMAIMOHHOU
bezonmacHocTH
© TIPOLIEHTHOE yMeHbllleHue coobienuit o "Opemax" B CepBuc-
JecK;
© MPOLIEHTHOE YMeHbIleHWe HeraTUBHOTO BIUSHUS HA OU3HeC co
CTOpPOHBI "Operieil" U UHITUIEHTOB;

© MPOL|eHTHOE yBeUUeHUEe TIYHKTOB, Kacawommxcs
uHbopMalimoHHoi 6e3onacHocty, B SLA.
2. dopmupoBaHUe YeTKoU u COT/IaCOBaHH O TTOJTUTUKA

uH(opMalMOHHOW  0e30MacHOCTH, YUYUTBIBAKWOIIEH TOTpeOHOCTH
Ou3Heca, TO eCThb yMEHbIIEHWE KOJMUeCTBA HECOBMAJE€HUU MEexXAy
npoiieccamu ISM u mporjeccamMu U MOMUTHKaMM WHGOPMAL[MOHHOM
besonacHocTu OU3Heca.
3. mporeaypsl mo obecrneueHuto 6e30MacHOCTH, KOTOPbIe OMpPABAAHBI,
COMIaCOBAHbI U YTBEPK/[@HbI PYKOBOACTBOM OpPraHU3alluu:
© yBeJIMUEHUE CONIACOBAHHOCTU U TIPUTOJHOCTU TMPOLIEAYP
obecrnieueHusi 6e30MacHOCTH;
© yBeJIMUEHUE MOAJAEP)KKH CO CTOPOHBI PYKOBO/CTBA
4. MexXaHU3Mbl YIYULIeHHUsL:
© KOMMYEeCTBO TMPEeJIOKEHHBIX YIYULIEHUM B  OTHOIICHUHU
KOHTPOJIeH U TIPOLeAYD;
O yMeHbIIIEHUE KOJIMUeCTBAa HECOBMajeHUH, OOHApyKeHHBLIX B

nponecce TeCTUPOBAHHA U ayIHMTA.
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5. uHdopmanuoHHasi 0e30MacHOCTh SIB/SETCS HEOTHEMJIEMOUM UacCThIO

ycayr u npoueccoB ITSM, To ecThb yBelMueHHe KOIUUECTBA YCAVT U
MPOLIeCCOB, B KOTOPBIX MTPeIyCMOTPeHbI Mepbl be3onacHocTtu[10].

ISM crankuBaeTcsi CO MHOXXECTBOM TPYJHOCTeHM M PUCKOB Ha TNyTH
obecrieuenuss wuHMopMalMoHHOM Oe3omacHocTM. K cokaneHuro, Ha
MpakTUKe [OCTaTOYHO 4YacTo Ou3HeC CuuTaeT, uYTO BOMPOCAMHU
uH(opmalmoHHol 6e30macHOCTH Jo/mKHA 3aHUMaThCs Tobko [T. Eme xyxe,
Korga Ou3HeC He TIOHMMaeT, 3aueM BOOOIe HY)KHO YaensaTb BHUMaHUE
uHpopMmaimoHHou Oe3sonacHocTu. Co3pganue 3IhPeKTUBHON  CHUCTEMBI
3aiumMThl UHGOPMALIMU BiieueT 3a co0oi Oosblime 3aTpaThl, KOTOPBIE JO/DKHBI
ObITh MOHSTHBI PYKOBOACTBY, TaK KAK UMEHHO OHO NMPUHUMAET DeleHUEe O
¢unancupoBanuu. [Ipu 3ToM BakHo cobmiomaTh 6GanmaHc - obecreueHue
uHbOpMallMoHHONW 0e30MacHOCTH He JA0/DKHO CTOMTh OOjbIe camou

3alMIIAeMOoi HGhOPMaLIUH.

6.3. YrpassieHue 110 CTaBLIMKAMUA

YnpaBnenue mnocrtaBumkamu  (Supplier Management) -  mpoiiecc,
OTBeTCTBeHHBIH 3a ofecreueHue TOro, UTO [JOTOBOPbI C TMOCTABHMKaMU
COOTBETCTBYIOT TpebOoBaHUsiM Ou3Heca, ¥ BCe MOCTABIUKH BBIMOIHSOT
CBOM KOHTPaKTHbIe o0si3aTrenbcTBall].

[Tpexxe uem roBOpUTE O JAaHHOM TIpoLjecce fanee, HeoOXoAMMO pa3obpaTbCs
B TepMHHax. 3/leCb MOXeT BO3HUKHYTb MyTaHHWIja. B aHIUHCKOM s3bIKe
UCIO/B3YeTCs /IBa OT/IebHBIX CJIOBA - "supplier", uTo o3Ha4aeT "MOCTaBUMK',
U "provider", uTo 03HauaeT MOCTAaBUMK ycayr. Takum oOpa3oMm, Ha pPyCCKOM
CJIOBO OAHO - 'mocTtaBuMK'. B KOHTekcTe YrparjieHUS MOCTaBIMKaMHU
paccMmarpuBaeTcsi yrnpaBneHue "supplier(amu)”. TlocraBumk (Supplier) -
TPeTbl CTOPOHA, OTBETCTBEHHAd 3a TII0CTaBKy TOBApOB WM  YCJIVT,
HeoOxomuMbIx as mpepocraBieHus WT-ycnyr [Ipumepel MOCTaBUMKOB:
BEHJOPbI  MPOrPaMMHOrO M anmapaTtHoro  obecrieueHusi, CeTeBbIe
TeeKOMMYHUKALIMOHHBIE  TPOBai/iepel, a TaKkKe  ayTCOPCHUHTOBBIE
opranu3anuu[l]. W3 omnpegeneHusi siCHO, UTO TOCTaBIIMK MOXXET TaKXKe
npegocrasaaTs [T-yciiyr, HO KIHOUEBBIM SBJAETCA TO, YTO 3TO TPEThbA
cropoHa. To ecTb paHee MBI TOBOPWUJIU O B3aUMOJAEHCTBUM JBYX CTOPOH -
MOCTaBIMKA YCIYT U 3aKa3uuKa, "supplier' yke siB/sieTcs1 TpeTheil CTOpoHOU. B
sTom TomuKe "provider" OGymer moctaBumKoM yciayr, a "supplier" - mpocto
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MOCTAaBIIMKOM.

OueHb BaKHBIM AB/SETCA MHTETPUPOBaHMe TMpollecca YrpaBjeHus
MOCTAaBIMKAMH BO BCe CTaJUM >KU3HEHHOTO IUK/IA VCIY, TakK Kak
MOCTAaBIIMKU UTPAKOT OTPOMHYIO POJIb B TPEJ0CTABIEHUH YCIIYT.

HpOME)K}rI'O‘IHbIE e nmpouecca yl'[paBﬂEHHH MOCTABIIHUKAMH

1. monyueHue 1{EHHOCTH 3a MOTPaueHHbIe OM3HECOM JIeHbIH;

2. obecrieueHHe TOrO, UTO BCE OCHOBOMOJIATANOIME KOHTPAKTHI U

COmIalleHus C MOCTaBIMKAMU COOTBETCTBYIOT TpeboBaHusim Gu3Heca,

tpeboBanusm SLA u SLR;

yIpaBJ/ieHHe B3aMMOOTHOIIEHUSMU C ITOCTABIIMKAMU;

yIipaBJieHUe TIPOU3BOJUTETbHOCTBIO MOCTABIMKOB;

Be/leHHe NePeroBOPOB U 3aK/IH0UeHHEe KOHTPAKTOB C MOCTABIIMKAMM, a

TaKKe yrpaB/eHUe UMU BHYTPH >KU3HEHHOTO 1[UK/Ia YCIYT;

6. ymnpaBjieHHe TOJMMTHUKOM TMOCTAaBIMKOB U TofAepkuBatomiei basoi
MIOCTABLIMKOB U JOTOBOPOB.

“ahw

Kaxppiii mpoBaiijiep [JO/DKeH UWMeTb CTPYKTYPUPOBAHHBIA TIOAXOH K
YIPABAEHUIO TMOCTAaBUMKaMU i 3(deKTUBHOTO MpPeJ0CTaBIeHUs CBOMX
ycnyr. MHorue mnOCTaBIMKU [OCTaB/SIIOT BCIIOMOTaTeNbHbIE YCAYITH U
NpOAYKTbI, KOTOpble caMd 10 cebe HMEIT MajeHbkoe BIHSHWE Ha
npepocraeneHue ycayr. OpHako oObeguHeHHe BCIIOMOTaTeNbHBIX YCIYT U
MPOAYKTOB TIOCTaBIIMKOB BHOCUT OOMBLION BKIaj B WUTOTOBYIO LIEHHOCTb
YCJIyT, TIPpeAOCTaB/IsIeMbIX 3aKa3uMKaM. [Ipu 3Tom, ueMm Gonblmii BKIaj
BHOCSIT TIOCTaBIIMKU B UTOTOBYK LIEHHOCTB YC/IYIL, TeM Oosbliee BHUMaHUe
npoBaiifiep AO/KeH YiessaTh Mpoleccy YipaBieHus NOCTaBIMKAMU YCIYT.

HpOL[ECC YHPEIBJIEHI/IFI MOCTaBIIMKaAMH O0O/I’)KEH BK/IHOUATH B cebs:

dopmupoBanue u cobnopeHue MOTUTUKN PAabOThI C TOCTABIMKAMY;
dopmupoBanue ba3bl MOCTAaBIIMKOB U IOTOBOPOB, yIIpaB/eHuUe €lo;
KamezopupogaHue MOCTaBIIMKOB U KOHTPAKTOB, OLl€eHKa PUCKOB;
OLIeHKa ¥ BbIOOP MOCTAaBIMKOB U KOHTPAKTOB;

Be/leHUe TeperoBOpPOB UM 3aK/II0UeHUEe KOHTPAKTOB M COMIALLeHUN;
0030p, mepecMOTp ¥ TIpeKpalleHue KOHTPaKTOB;

yIipaBJieHUe MOCTaBUMKaMU U UX IPOXU3BOAUTE/bHOCTLIO;
cornacoBaHHe W peanu3alius yCayr MOCTABIMKOB, a TakKe IJIaHOB MO

XN AW
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HUX YIYUIIEHH IO,
9. yripaBJjieHHE CTaHAAPTHBIMH KOHTPAKTAMHW, TEDMHHAMH H YCJIOBHAMH,
10. yiipaBJjleHHEe CITIOpaMH, BOSHHUKAKOIMMMH IMPHU BeJeHWH T1eperoeopoB U
3dKTHYEeHHH KOHTPAKTOB.

3a B3aMMOOTHONIEHUSI C KOHKPETHBIMM TOCTAaBIMKAMH [O/DKHO OTBeuaTh
Ha3HaueHHOe JIULI0 U3 TIepCcoHana npoeaijepa. BeiienstoT ponb Biajenbia
npoijecca YmpaBneHusi TocTaBUMKamMu U MeHemkepa KoHTpakToB. B
MajleHbKUX OpraHu3alusaxX 3T POJIU YacTo 00beJUHSIOT.

YipaeneHue TOCTaBIMKAMU CJIeJUT 3a TeM, UTOOBI TOCTaBIMKH
BBITIOJIHSUIM CBOM 00s3aTe/IbCTBA MO KOHTPAKTaM - [JOCTUTA/U LeTeBbIX
rokasaTejiell B OTOBOpPeHHbie CPOKW. LleHTpa/sibHbIM perno3uTapueM [Jis
xpaHeHusi nHGopmauuu semsercss ba3a mocraBumkoB U goroeopoB. basa
MOCTaBUMKOB U AoroBopoB (Supplier and Contract Database nnu SCD) - 6a3a
JaHHBIX WA CTPYKTYPUDOBAHHBIM  JIOKYMEHT, UCIIOJIb3yeMbld  [JJIst
yIpaB/ieHUs [I0rOBOPaMH TMOCTaBIMKOB Ha TIPOTSDKEHUM BCEro  MX
usHeHHoro nukiaa. SCD cogepXUT kitoueBbie aTpubyThl BCeX JOrOBOPOB C
nocraBumkamu[l]. SCD pgomkHa QopmMuUpOBaThCS BMECTe C UYETKO
orpefie/IeHHBIMHU POJIIMU U OTBETCTBEHHOCTSIMH, KaK MOKa3aHo Ha puc. 6.6.
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CTpeTerna u I'ICIJ'II"ITHI(E\
NOCTAE LLWMKDE

b

OueHka HoBbIx
NOCTABWHKOE K
KOHTRAKTOB

Kateropuposanne YeTaHoeneHne
NOCTABWMWKOB W B38MMOOTHOWEHKMA ¢
ynpaenexke SCD HOBEIMKM NAGTABLLAKAMIA

¥

Basa nocra BLUMKOB Ynpaenexue
= KOHTPAKTAMM,

1 forosapos NOCTABLMKAMU W UX
S CD Npoy3BOONTE NEHO CTHHY

|

3asepleHie 1
> 0BHOBNEHWE
KOHTpakToR

Puc. 6.6. Ipoiecc YnpaBieHus NOCTaBIMKaMHU

SCD po/KkHa BKIOUYaTh CAeayroliee:

1. kamezopupogaHue TIOCTaBUMKOB U ympaBaeHue SCD  (3tan
TIPOeKTUPOBaHUs);

2. TIOUCK Y OLleHKa HOBBIX MOCTaBIIMKOB (3Tar NPOEKTHPOBaHUSA);

3. ycTaHOBJIeHHWe B3alMOOTHOIIEHWW C HOBBIMU TOCTaBIIMKaMu (3Tar
BHE/IpEHUSA);

4. ynpaBieHUe KOHTpaKTaMH, MOCTaBUMKaMHU u ux
TIPOX3BOJUTE/NBHOCTBIO (3TaM JKCII/IyaTaljum);

5. oOHOBneHUe U 3aBeplleHUe KOHTPAKTOB (3TAl JKCTITyaTal[un).

HNanee MBI pacCMOTPUM OCHOBHBIE [eATe/JbHOCTH B paMKax YIpaBjeHUs
MOCTaBLUMKAMU:
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1. OL€HKd HOBBIX IMOCTABIIMKOB H KOHTPAKTOB

[Ipu BbIGOpE MOCTABIIMKOB YCIYT HEOOXOAMMO YUUThIBATh MHOXKECTBO
(GakTOpOB, B UaCTHOCTHU TMpeJbIAYIME [JOCTH)KEHUS U TeKylue
BO3MOXXHOCTU TIOCTaBUMKA, a TaKkKe OT3bIBBI O HEM [IPYIux
opranu3auuii. bomee  TOoro, B  3aBUCMMOCTH  OT  THIA
B3aMMOOTHOIIEHUH C MOCTABUMKAMH, MOXKET TTOSIBUTHCSI MHOXXECTBO
OPYrux KiodeBbiX (axkTopoB /s Beibopa. B cBA3M C 3TUM Kaxjgas
opraHu3auusi [J0/DKHAa HWMeTh (opManu30BaHHBIE TIPOLIECCHI U
TIpoLeyPhl [/151 OLIeHKHA HOBBIX TOCTABUMKOB U KOHTPAKTOB.

Ycnyra  MOXKeT  MOAJep)KUBATbCA  OAHMUM WM HECKOJbKUMU
nocraBumkaMu. [Ipy 3TOM MHOTHMe OTHOLIEHMS C MOCTaBLIMKAMU
MOTYT XapakTepu30BaThCsl KakK MapTHepckue. To eCcTb B HacTosiee
BpemMsi OpraHM3aluM OTXOAAT OT TPaAULIMOHHOTO HepapXuueckoro
MOCTPOEHUS OTHOILEHUH C MOCTaBUMKAMU, B KOTOPBIX MOCTaBIMKH
BCer7a 3aBHCE/U OT CBOMX 3aKa3uMKoB. OTHOLIEHHUS C NMOCTaBLIMKaMU

XapaKTepU3yrTCs C/eAYHLM:

1. OpHEeHTAdl A Ha CTPATeTHK - OTHOLIEHHSA BBICTPAMBAKOTCA B
COOTBETCTBHH C K}U’[bTypOﬁ, LHeHHOCTAMH W L eTdMH 6H3HECEI, TO
€CThb B COOTBETCTBHH C €Tr0 CTpElTEl"HEﬁ;

2. WHTerpalus - TecHas WHTerpalus MPOLeCCOB  [JBYX
OpraHu3aluii;

3. MHGOPMALIMOHHBIA TMOTOK - XOpOII0 HajaXeHHbId o00MeH
UHpOpMaIMeld MeXy TpoIjeccaMy JIBYX OpraHU3aI[uil;

4. B3aMMHOe  JOBepue -  B3aUMHOE  [OBepue  MexAy
OpraHu3alusMu;

5. OTKPBITOCTL - OTKPBITOCTbH B OTHOLIEHHWH MPOU3BOAWUTEIBbHOCTH
YCJ/IVT, 3aTpaT U aHanau3a PUCKOB;

6. KOJUIeKTUBHAs OTBETCTBEHHOCThL - KOMdH/EI, Dﬁ'ber[[HHf[I-OLL]I/IE
COTPYAHUKOB [ABYX OpraHU3alliii, HECYT OTBETCTBEHHOCTh 3a
TeKYLIYHO TMPOW3BOJWTE/IBHOCTE M PA3BUTHE COTPYOIHHYECTBA B
OynyLem;

7. obwue pucku W TIpEMUU - CO[JIAlIEHHWE O TOM, Kak OygyT
pacripefiesieHbl BBITOABI U COMIYTCTBYIOLIME PUCKH.

OTHOLIEHUS,, OCHOBAHHbIE Ha TMEPeUYMC/AEeHHBIX BbIllle MNPHUHIMUIAX,
MpUHOCAT BhIroAy obeum cTopoHam. bnarogapsi TecHOil MHTerpanuu
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MOCTABIIUK MOXKET bomee 6bICTpD pearipoBdaTb Had HOTpEﬁHOCTH
OpraHM3adljHH, 4 OpPrdHH3dllMd, COOTBETCTBEHHO, IMOJy4ddeT 6OJ'IBLUy1-O
LOEeHHOCTE OT BBHHMOﬂEﬁCTBHH C MOCTABUIMKOM. ﬂBE CTOPOHEI MOI'YT
noacTpaMBaTb CBOH IT HHd)paCTPYKI'ypr APyr 1mo4 Apyra, 4To TaKxKe
obecrneunBaeT AOTTOMTHUTE/NBbHYHO 3[1)(1)@I{TI/IBHOCTB YCQINT U CHHUXKEeHHEe
3dTpAaT. HpH 3TOM KEDK,H.BIE:I YU4aCTHHK OTHOIIEHUH AOJDKEH YeTKO
IMOHHUMATB, Hero »KAeT OT Hero BTOpOﬁ Y4daCTHHK.

[TpoBaiigep fomkeH GOpPMalM30BaTh MOAXOA K BEIOOPY MOCTaBIMKOB.
OH pomkeH OBITH OCHOBAH Ha TakUX (PaKTOpax Kak 3HAUeHHe YCIYyrH,
MpeIoCTaB/IsIeMON MOCTABIMKOM, PUCKA U CTOUMOCTb.

OO6s3aTennbHBIM  AB/ISIETCS NPOBejeHHe AHanM3a PHCKOB Iiepef
3aK/II0YeHHeM Kakoro-nubo comiamieHus. AHaIA3 DPHUCKOB JIO/DKEH
paccMOTpeTb BCe BO3MOJKHbIe DHUCKHA: (UHAHCOBBIE, T[OTEpH
penyTraluy, onepaljdoHHbIe, IPaBOBbIE U T.II.

Yem Oosiee mosiHBIM U MOAPOOHBINM KOHTPAKT OymeT 3aKkiiueH, Tem
MEHBIIIe CIMOPOB M Pa3HOIIACHM BO3HUKHET B Ja/bHEeHIIeM.
OO6s13aTenbHbIE UaCcTH 0a30BOTO KOHTPAKTA:

© OCHOBHBIE YC/JIOBUS U CPOKUA - CPOK, Ha KOTOPBIN 3aKIHOUaeTcs
KOHTPAaKT, CTOPOHBbI, KOTOpbIe €ro 3aKIi4yalT, OXBarT,
onpezeneHUss U KOMMepueckuii 6asuc;

© onucaHue Yycayr - GYHKIJMOHAIBHOCTb, MpeJoCTaBsgeMas
yCayramu, 1794 MPOU3BOAUTENbHOCTb, JOCTYITHOCTb,
fe3omacHOCTE U T.I., a TaKKe OTPaHUUEHWSs, BIIUSIONME Ha
MPOU3BOAUTENBEHOCTE YCJIYT U UX TIPeA0CTaBJIeHUE;

© HOPMBI AJil YCIAYT - METPUKA U CrOCOOBI W3MEpeHUs YCIyT,
MUHUMAAbHbIE YPOBHU TIPOU3BOAUTENBHOCTH U KauecTBa.

O0o03HaueHHbIE YPOBHHU JIO/KHBI OBITh YEeTKUMH,
OCTHXKUMBIMHA u M3MepsieMbIMH, COOTBETCTBOBATh
npuopuTeTaM OM3Heca W MOAAEP)KUBATh 1jejieBbie ypoBHU SLA
u SLR;

© TIpOU3BOACTBEHHAsi Harpy3ka - O00BeMbl TIPOM3BOACTBA, K

KOTOPBIM NTPUMEHUMbI HOPMBI /111 YCJIYT U OT/le/IbHble TPaHULlb
L|eHOBOTO /Jhara3oHa;

© ympaeJyieHuecKass vHGopmalus - uHdopMalusi, KOTOPYIO J0/DKeH
NpeJj0CTaBUTh MOCTaBILMK 06 OrnepaluoHHOM
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MPOHU3BOOUTENTBHOCTH. HEOﬁXO,[LI/IMO, yTOOBI B3aMMOOTHOIIIEHUS
CTPOHUIHUCH Ha Haubonee 3HAYHMMBIX MeTpPHKaX
IMMPOU3BOJHUTENBEHOCTH YCIVT,
© OTBETCTBEHHOCTH M 3aBUCHUMOCTH - OIMcaHue obg3aHHOCTeH
OpraHM3daiMy U MOCTaBIIHKA.
2. KareropupoBaHue NOCTAaBIMKOB U ynpaBieHue SCD

[Mpoujecc ynpaBneHUs MOCTaBIIMKaMH A0/KeH ObITh ajanTUBHBIM U
yoenste Oonbllle BpeMeHM W BHUMaHUSI Haubonee BaKHBIM /s
OpraHu3aui TMocTaBuMKaMm. [lnsg 3Toro HeoOXoAMMO pacCTaBUTh
TIPUOPUTETHl MEXAY TOCTaBIMKAMH, TO €CTh KaTeropupoBaTh MX.
Jlyuile  Bcero TpM  ITOM  OLEHUTb  BKIaJ  TOCTaBIIMKa,
MpeoCTaB/AsIeMYyK) UM I[eHHOCTh [jisi Ou3Heca W PHUCKHU, KOTOpbIe K

Hemy oTHocsATcs (puc. 6.7).
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B cOOTBeTCTBHUHU C 3THM MOXKHO npeajoKHUTh CIeJyHOIIHe KaTeropruu:

1. cTpaTervueckue TOCTABUMKA - B3aWMOOTHOIIEHUS C TaKUMHU
MOCTABIIMKAMM  YIPaB/SIOTCS HAa  YPOBHE  PYKOBOACTBA
opraHu3zanuu. DOPMUPYIOTCS [JOJTOCPOUYHBIE KOHTPAKThI, U
MPOUCXOAUT OOMeH KoH(GuaeHIMaTbkHOW WH(OpMaluen ¢
nocraBuMKamu. Takue OTHOLIEHUs TPeOYIOT y4acTHUsi PecypcoB
stanoB [lpoektupoBanus u [locTpoeHHsI CTpaTermu, a TaKke
pa3paboTky CTpaTeriu HernpepbIBHOTO YIyUIleHHUSL.

2. TaKTUUYeCKHEe TIOCTABLMKMA - B3aMMOOTHOIIEHHSI C TaKUMHU
MOCTABIIMKAMU YIPABJISIOTCS HA YDOBHE MEHE)KePOB CPeHero
3BeHa. K TaKTMUeCKUM TMOCTaBIMKAM OTHOCSITCS T, KTO BHOCHUT
3HAUMMbIA KOMMEDUeCKUH BKIaJi U HMEeT TeCHble CBS3U C
busHecom. [Ipumepom MOJKET CTaTh MOCTaBIMK,
NpeJOCTaB/ISIIOIMI  YCIYTH 10 BOCCTAaHOBIEHUI) CEPBEpOB
MocJ/ie anmnapaTHeix cHoeB.

3. OmepalMOHHbIE MOCTABIIMKM - TOCTABLIMKYU, [TPEA0CTAB/ISIOLIAE
omepaljUOHHbIe YCJAYTM W TIPOAYKThl. B3aWMOOTHOLIEHHS C
TAaKUMM TOCTABIIMKAMH YIPABJSIOTCS MEHeIKepaMU HUXKHEro
YPOBHS ¥ BKIHOUAlOT B CeOs HeuacTble, HO PperyisipHbIe
KOHTAaKThl U 0030pbl TIPOU3BOAUTENLHOCTH. [IpuMepoM MoKeT
CTaTh MOCTABLMK UHTEPHET-XOCTUHTA /I MaJIOMCII0Ib3yeMOro
¥ Majio3HauuMoro s 6u3Heca caiiTa.

4. ToBapHble TMOCTABLUMKUA - [IOCTABIMKH, [pPeJOoCTaB/IsA0IIMe
MPOAYKTBl C HU3KOM LIEHHOCTBIO WJIM TIOCTABLUMKH, YCIYTH U
NPOAYKTBl ~ KOTOPBIX  MOTYT  OBbITh  JIETKO ~ 3aMEHEeHBI

aNbTepHATUBAMM, TMpeJIaraeMbIMU [JPYTMMH  Y4aCTHUKaMU
pbiHKa. Hanpumep, noctaBupky OymMaru UIu OprrexXHuKy.

Ucxonss w3 mpeyioKeHHOW — kraccudukaiuu, uem  Oosee
CelMaau3upPOBaHHYI0  YCAYTY WAW  TPOAYKT  TpeA0CTaBjsieT
MOCTABLMK, TeM 0OoJsiblliee BHUMAaHUE €My [0/DKHO OBbITh yIe/neHo B
paMKax mpoijecca Yipae/jeHUs MOCTaBIMKaMu. Eciu ke mocTaBIMK
rpe/ijlaraeT CTaH/apTHBIE YCIYTH, TO HE UMEET CMbIC/IA TPATUTh MHOTO
BPEMEHU M PEeCYPCOB Ha YIpaB/JeHHEe B3aUMOOTHOIIEHUSMH C HUM,
TaK KaK ero MOXXHO JIeTKO 3aMeHUTh APYTUM MOCTABIIUKOM.

B ocHoBe BeIOOpa MOCTABIIMKOB YCJIYT U UX KAME20PUPOBAHUS TEXKUT
yeTKoe TOHUMAaHHWE TOro, UTO X04eT MOJY4uTh OWU3HeC OT ux
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NMpOAYKTOB M YCIVIL. HpH 3TOM OYE€Hb BaXHO IMOCTPOHTH KOPPEKTHYH)
LEeTrmo4YKy ITOCTaBIIMKOB. He PeKOMEHOYETCHA TIiepenaBaTb KaKoH-TO
GHBHEC-HDUL[ECC Hd dyTCOPCHHT OJHOMY IIOCTABIIMKY, TdK KdK 3TO
MMopoXKaadeT MHOKeCTBO PHCKOB.

SCD mnpepocTtaBnser uHGOpMaLUI O TOCTAaBIIMKAX, MpejJjaraemMbixX
VMU yC/IYT U TIPOAYKTOB U [jeTa/ld 3aKIH0YeHHBIX C HUMH KOHTPAKTOB.

3. YcraHoB/ieHHe B3aUMOOTHOIIEHHUH C HOBLIMH MOCTABIIUKaMH

IlobaBneHrWe HOBBIX TOCTAaBIMKOB W KOHTpakToB B SCD moymkHO
KOHTPO/IUPOBATLCA TPOLeCCOM YIpaBjeHUs H3MEHeHUsMHU. ITO
rapaHTHpyeT OL|eHKy U MTOHWMaHue BIUSHUS, KOTOPOe OHU OKaXKyT Ha
busHec u ero mpoueccel. Ilpy 3ToM HeoOXoAMMO TaKKe yuyacTue
Ananu3a puckoB. HoBble pUCKU JO/KHBI OBITH BBISIBJIEHBI, OLI@HEHBI U
B3sThl mof yrmpaeneHue. [locie Toro, kak Bce JaHHbIe cOOpaHbI OHU
3aHocsTcs B SCD.

4. YnpaBneHue KOHTpPaKTaMH, MOCTaBIIMKAMH 51 ux
TIPOU3BOJUTEBHOCTEIO

[lpy B3aUMOAEWCTBUU OpraHU3alUM W TOCTAaBIMKA MOXeET
BO3HUKHYTh HEIIOHMMaHHe U CHOpHble MOMeHTHI. [lo3Tomy obeum
CTOPOHAM HY)KHO CTapaThCsi HaNaJuTh CBA3M Jpyr ¢ apyrom. ITIL
BBOAUT TepMUH "oduiiMansHble 0030pHBIe BCcTpeur'. Bo Bpems 3Tux
BCTpeY Mpe/ACTaBUTENM 3aKa3uMKa W IIOCTAaBLMKa BCTPEUarwTCs U
00CyXZal0T BOMPOCHl COTPYIHUYECTBA, AaHAJIU3UPYIOT OTYETHl O
TIPOU3BOJUTE/ILHOCTU TIPeAOoCTaBasieMblX ycayr ¥ T.ai. OOblUHO B
o0cyx/jaemMble TeMbl BXOAUT C/IEAYIOIIee:

© COOTBETCTBHE TIPOM3BOAUTETBLHOCTH 11€JIeBbIM MOKA3aTesIsIM;

© 0030pbl MHIIU/IEHTOB U TIpoOIeM;

© obpaTHasi CBs3b C OU3HECOM U TM0/Ib30BATEJISAMU;

© oXxugaeMmbie miobanbHbIe U3MEHEeHUs], KOTOPble MOTYT TOBJ/IUSTh
(M1 TOUHO MOBMSIIOT) HAa YCIYTY B CJEAYIOIMM TEePUO/; TakKe
HeYIABLIMECS  W3MEHEeHUs] U HW3MEHEeHWs,  BbI3BaBIlMe
WHLU/IEHTHI;

© KIueBbie coObITUS fAnsi Ou3Heca B TeueHUe CJIeAYHOIIEro
nepuoaa;

© TIJIaHBI TI0 YIYULIEHUIO YCIYT.
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[Tomumo BCTpeUY XOpOIMM HCTOYHHKOM HHCl)OpMEi]_]I/II/I 0 MMOCTaBUIHKe
SBJIAETCA dHKETHPOBaHHE U OIIPOC. OHu MOTYT BBIABUTb HEJOCTATKHA U
JOCTOMHCTBA MOCTABIIMKA, KOTOpDEIE He OTDGPB}KHI{)TCH B
CTaHJAPTHBIX OTUHETAX.

5. 3apepuieHue u 0OHOB/IEHHE KOHTPAKTOB

Ons Toro urobel obOecmeunBaTh  COOTBETCTBHE  KOHTPakKTa
U3MeHSIoNMMCs moTpebHOCTAM OM3Heca, ero HY)KHO TepUOoAUYeCcKd
rnepecMaTpuBaTe U NpU  HeoOxogumoctu 00HOBAATBE. O06G30pHI
KOHTPaKTOB [JO/DKHBI BK/IOUATh CeAyroliee:

© KaK XOpOIIO KOHTPAKT paboTaeT u MOAXOAUT /ISl UCIIOTb30BaHUs
B Oymytem;

© Kakde M3MeHeHUsi HeoOxoAuMbl (YC/IyTU, TIPOAYKTHI, KOHTPAKTHI,
1je7ieBbIe M0Ka3aTenu, CoraleHus);

© OL|eHKA B3aUMOOTHOLIEHUM Ha Oyayimee (pocT, COKpaleHue,
W3MEeHEeHHe, 3aBepIIeHUe U T.I1.);

© KOMMepUYecKasi TPOM3BOAUTE/NLHOCTh KOHTpakTa, 0030pbl U
CpaBHEHUE C KOHKYPEHTaMU, YMECTHOCTh 11eHbl U He0OX0UMBbIX
pecypcog;
BbIOOp Oyayiiero HarnpapaeHUs: pa3BUTHsI KOHTPAKTA;
METOJMKa YIIPaBIeHUs KOHTPAKTaMu U nocTaBumkaMu[10].

Inst CNOXHBIX KOHTPAKTOB, 3aK/MIOYAKILMXCS Ha [UIMTENbHBIN Tepuof
BpPeMEeHH, XapaKTepHLIM SIB/ISIETCA JJIUTeNbHbIe IIeperoBOpbl Mepej
3akmtoueHreM. Obe CTOPOHBI 3aMHTEPEeCOBAHBI B TOM, YTOOBI MakCUMAa/IbHO
JI0ITO He BHOCUTbL U3MEHEHHS B KOHTPAKT.

Bxopamu npouecca YnpaBieHUsi NOCTaBUMKAMU SIB/ISIOTCSA:

1. uHdopmanus oT OW3Heca - CTpaTeruwu, TJaHbl, OHOMKeT OW3Heca, a
TaKKe ero Tekyupe u Oyayimpe TpeboBaHus;

2. cTpaTerusi TIOCTABUIMKOB W KOHTDPAKTOB OPTaHW3alluU: THUIIbI
WCTI0/Tb3YeMbIX MTOCTABUIMKOB U KOHTPAKTOB, NOAUMUKA UCNOAb308AHUS
BO3MOXXHOCTeH  MOCTABIIMKOB.  VICTOUHMKOM  SIBASIETCS  JTal
[TocTpoeHus CTpaTeruu;

3. CTpaTerud W TMJaHbl TOCTaBIMKOB - JeTaju OW3HeC-MJIaHOB U
CTpaTeruii MOCTAaBUMKOB, WH(OpPMAlus O pPa3BUTUM TEXHOJIOTHH,
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Ny e

10.

nHbopMarus 0 UX TeKyieM (GUHAHCOBOM COCTOSHUM U T.IL.;
KOHTPaKThl, COIIALIeHUS U 1]e/Id MOCTaBLUIMKOB;

uH(opMaIus 0 MPOU3BOAUTEIbHOCTH MTOCTABIIMKOB U KOHTPAKTORB;
uHpopmarius ot IT - cTpaTerusi, nnanel ¥ oromKeT IT;

BOMPOCHI TIPOM3BOAMTENBHOCTH - WHQOpMAaLus OT YIpaBJeHUSs
WHI[UJeHTaMu U pobiemMamu, B TOM UKc/ie Mpo0ieMbl U UHLIUJEHTHI,
CBSI3aHHBIE C MJIOXUMH KOHTpPaKTamMu u TIJIOXOH
TIPOU3BOJUTE/IBHOCTEIO;

duHaHcoBas uHOpMALUS - CTOMMOCTb YC/IYT TOCTAaBIMKOB, HX
TpejoCTaBAeHUsl, KOHTPAKTOB U BBITOfla, KOTOPYHO B WUTOTe MOJIYYUT
busHec ot B3aumogeiicteus. Croa Takke BXOAAT (MHAHCOBBIE TJIAHBI
U Orof>KeT, BMeCTe C 3aTpaTamMH Ha BOCCTAHOBJIEHUE B Ccaydae cOoeB.
uHdopmarus 06 ycayrax - wuHbopmanuss ot SLM mnpouecca, ¢
peranamu yenyr u3 Iloprdens ycnyr u Kartanora ycmyr, ueneBbie
TnoKa3aTenu yciayr, oroeopeHHsie B SLA, OLA, SLR

uHbopMaluss 0  B3aMMOOTHOILIEHUsXx Ou3Heca c  yciyramw,
BCIIOMOTaTeBHBIMHU yCayraMu U TexHonorusmu[10].

Beixogamu nipoiiecca YnpaBjeHHs NOCTaBIMKaMH SBJISFOTCS:

w

SCD - xpanusuie uHhopmaiuu, HeobXxogUuMoi JJist BCex MpoLjeCcCoB B
paMKax YiipaBjieHUs MOCTaBIMKAMU YCIIYT;

OTUYETBl O MPOU3BOAUTENBHOCTH TOCTABIIMKOB U KOHTPAKTOB - 3Ta
nHdopMalus UCMOIb3yeTCsl Ha 0030pHBIX BCTpPeuax yisi 0TOOpakeHust
KauecTBa yCJIyT, IPeA0CTaB/IsieMbIX MOCTABIMKAMUA U KOHTPAKTaMU;
oTueTbl 00 0030pHBIX BCTpeyax;

[InaHbl yIydeHUs yCIyr MOCTABIMKOB - 0TOOpa)kaloT BCe AeiCTBUS
M0 YIYUIIeHHI0 VCIYL, COIMIaCOBAHHBIE KAaK TOCTaBUIMKAMU, TaK U
3aKa3uUKaAMU;

OTYeThI M0 pe3y/IkTaTaM aHKeTUPOBAHMUSI.

B kauecTBe KIHOUEBBIX TOKa3aTenedl 3(peKTUBHOCTH MOTYT BBHICTYIATh,
Hanpumep:

3aIMIIEHHOCTh ~ OM3Heca  OT  TJIOXOH  TPOU3BOJUTENBEHOCTH
TOCTaBIIMKOB UK cO0eB B obecreueHUH:
© yBelMUEeHHEe  KO/JWYeCcTBa  MOCTAaBUMKOB,  BBIMOJHSIOIMX
TpeOOBaHUsI KOHTPAKTOB;
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© yMeHbIIeHHe KO/JIHYeCTBd HEIPYH_IEHI/IFI KOHTPAKTOB,
2. CooTBeTcTBHE ITOKa3aTesei npegocraBjdeMbIX YCIYyT TpEﬁOBaHI/IHM
bu3Heca
© YBeIHUYHUTH KOTUYECTBO OﬁBOpOB YCIYT U KOHTPAKTOB,
O VyBe/IMUYUTH KOJIMYECTBO Lje/1eBbIX IoKasaTenei MOCTAaBIIMKOB H

KOHTPaKTOB, COOTBeTCTBYIOIIMX 11e/IeBbIM M0Ka3aTenaMm B SLA u
SLR.

HesTenbHOCTh 1O MPOEKTUPOBAHWUID W PA3BUTHUI0 HOBBIX TEXHOJIOTUHM He
J0/DKHA OBITH M30/TMPOBAHHOM, TaK Kak BJIMSET HA APYIHe YCJIYTH, CUCTEMEI
yrpaB/ieHUsl, UHCTPYMEHTHI, apXUTEKTyphbl, MPOLeCcChl W T.II. [Jpyrumu
CI0BaMH, MPOEKTUPOBaHUE [0/DKHO YYMTHIBATH He TOJBKO TpeboBaHUS K
(GyHKIMOHANBHON COCTABJSIIONIEH YC/IYT U KOMITOHEHTOB. YIpaBaeHUeCKue u
onepayuoHHble mpeboBaHUs TaKKe [O/DKHBEI Jieub B OCHOBY TOCTPOEHUS
[r3aiiHa [j151 HOBBIX WJIA U3MEHEHHBIX YCIYL

OCHOBHBIMM ~ DUCKaMH  [jisi  YIIpaBJeHWs TOCTaBIIMKAMH  SIBJISTFOTCS
HEJ0CTAaTOYHOCTh WH(MOPMAI[UH, TIJIOXO0 HalaKeHHbI oOMeH WHbOpMalue
MEXy TMOCTAaBIMKaMH ¥ GU3HECOM, HEKOPPEKTHbIe W/ HEBbIMOJHUMbBIE
1e/T1, HeXBaTKa PeCypcoB U GMHAHCOBOTO obecreveHusl.

B oTOli nekiuM MBI PACCMOTpeNM IIeCTh K/IKUEBBIX IPOIIeCCOB JTara
[lpoexkTupoBaHus yCayr, KoTOpele oOecrneunBawT ero HeobxoguMo
UHpOpMaLM el /17151 TPOeKTUPOBAHUSI HOBBIX UJIM U3MEHEHHBIX YCIIYT.
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BHE,Z[[JEHI/I@ KdK 3Tall )KU3HEHHOI'O LUKJ/Ia YC/Iyr

Bueppenue ycnyr kKak 3Tan JKHM3HEHHOTO LMK/Ia YCIyr: Has3HayeHwue,
OCHOBHbIE MTPUHIUIIbI, BXOJbI U BbIXOAbI.

7.1. BHepeHHe Kak 3Tarl )KU3HEHHOTO LIUKJ/Ia YCIyr

MHorue MHHOBalUuu B OH3Hece peaju3yloTCsl MOCPEACTBOM MPOEKTOB C
yuactuem IT. Tlpu 3TOM He BaXKHO, peub HUJET O HE3HAYUTETbHBIX
OMepalMOHHBIX YIYULIIPHUSIX WM [M0OaNbHBIX COOBITUSIX, CBS3aHHBIX C
npeoOpa3oBaHueM 1jef0ro OM3Heca, - B KOHEYHOM WUTOTe 3TO TPUBOAUT K
W3MEHEeHHI0. B 4acTHOCTH, UCTIOMB30BaHWE HOBOM M/ U3MEHEHHOU YCIyTH
TAK)Ke SB/SETCs U3MeHeHueM it 6usHeca. ITan BHegpeHusi rapaHTHpYeT
TO, UTO 3allJIAHUPOBAHHbIE U CIIPOEKTUPOBAHHBIE HAa MPEeAbIAYIIMX CTATUSX
YKU3HEHHOr0 I[UKIa YCIYTH CMOTYT AOCTUYL OXUAaeMbix Ouznecom u IT
pe3ynbTaToB Ha mnpaktuke. CiegyeT OTMETUTb, UTO B HEKOTOPOWM
PYCCKOSI3bIUHOM uTeparype yTan BHegpenus Ha3bIBaeTcs
[Tpeo6pa3oBanueM yCayr, Tak Kak transition ¢ aHIIMMCKOTO TepeBOJUTCS Kak
nepemeneHue/nepexos. Takum obpazom, 3Tan BHegpeHUs SBJSETCS U€M-TO
Bpoje Oydepa mAna TIpOBepKM  YCAYT  Tiepes,  HeMoCpejCTBEeHHOM
IKCILTyaTaI[huen.

[pexxge uem roBopuTs 0 BHenpeHuu, He0GXOAUMO OTpeseTUTL OCHOBHBIE
TePMHUHBI B €70 KOHTEKCTe.

[Mpeobpa3zoeanue (Transition) - n3MeHeHHe B COCTOSIHMU, COOTBETCTBYHOIIEE
repeMenieHUI0 YC/IYTH UM KOHQUTYPALMOHHOW eJUHULIBI U3 OQHOUN CTaAuu
YKM3HEHHOTO [{UK/Ia K C/e/1yloleil CTaguu.

Pemu3 (Release) - wabop amnapatHoro obecrneyeHusi, TPOTPaMMHOTO
obecrieueHus, [AOKYMEHTAI[UM, TIPOLIECCOB WU [JPYTUX KOMIIOHEHTOB,
KOTOpbIe HeOOX0OUMBI 1Sl BHEJPeHU S

OJHOTO W/ HECKOBKUX COIVIaCOBAHHBIX HW3MEHEeHMH B  yC/yrax.
CopepykaHHe KaXJ0oro

penrsa yOpaB/sieTCsl, TeCTUPYeTCs W pa3BepTbIBaeTCsl KaK OT/e/bHas
CYLIHOCTb.
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3anpoc Ha wu3meHeHue (Request for Change mnu RFC) - dopmanbHoe
npegiokeHue Ha peanusanuio  M3venenus. RFC Bxawouaetr B cebs
JeTajibHOe OTUCaHWe MPeJI0XKeHHOTO U3MeHeHUs, U MOXKeT ObITh 3amruCcaHo
B OyMa)KHOM WK 3/IeKTPOHHOM (hopmare.

TectupoBanue (Test) - [gesATeNbHOCTb, KOTOpas BepUBUIIUPYET, UTO
KOH(urypaljuoHHass efWHWIlA, yCJIyra, MpoOLecc, W T.I., COOTBETCTBYeT
cneruduKalui UId COraCOBaHHbIM TpeOoBaHUAM.

Coopka(Build) - pgedarenbHOCT, 10 KOMIIOHOBKE OfHOM U Oonee
KOH(GUTYPALMOHHBIX eJUHMI] [/isi (GOPMHUPOBAaHMUS YaCTH YCAYTH. TepMuH
C6opka TarKe UCIOMb3YeTCs B OTHOIIEHUM Pe/ii3a, KOTOPBIA YTBepXKAeH /s
pacnipoctpanenusi. Hanpumep, C6opka cepeepa unu CHopka HoyTOyKa.

Pa3eepteiBanue (Deployment) - gesitelbHOCTB, OTBEUAOIIAs 3a MepeMelleHue
HOBOTO UM U3MeHeHHoro obopyroBanus, [10, fokyMeHTal[uu, Mpoiiecca, u
T.Il., B CPeAy NPOMBILVIEHHOU JKCI/TyaTaljuM.

IMognepkka B Hauane skcrutyatarjuu (Early Life Support) - moapgepikka,
npeocTapsieMasi B OTHOIIEHUM HOBOW WJIA U3MEHEHHOU yCIyTd B Te4eHue
HEKOTOPOro BpeMeHU HerNoCPeACTBeHHO MOocae TOro, Kak yciayra Obiia
BBeJleHa B 3Kcmsyatanuio. Bo Bpems Ilogaepxku B Hauane SKC/yaTaljdu
MOCTaBUMK yCayr MoxeT mnepecMmarpuBaTh KPI, ypoBHM yCIyrM W
Hab/mofaeMble  TOPOTOBBIE — 3HAUEHUs, a  TakKe  3a/eliCTBOBATh
JOTIOJIHUTENIbHBIE PeCcypChl AJj1sl YIpaB/ieHUsl UHIJUJEeHTaMU U YpaB/leHus
npobsiemMamu.

Cpena (Environment) - mogMHoxXecTBO WT-uHMpacTpyKTyphl, KOTOpOE
HCMOMB3yeTCs B pa3nuuHbiX Hensax. s cnoxueix Cpes, eCTb BO3MOXKHOCTh
COBMECTHO HCII0/Ib30BaTh KOH(UIypallMOHHbBIE eIUHULILI, HanpuMep Cpejbl
TECTOBOH Y TIPOMBIIUIEHHOM  JKCIIyaTaljud  MOTYT  MCIO/Ib30BAaTh
pasnuuHbBIe pasjensl Ha OfHOM MakH@peiime. TakkKe UCIIONB3yeTCS B
TepMuHe  (u3uueckoil  cpeAbl  Ans  o003HAueHUs ~— TOMeIIeHUs,
KOHJUL{MOHUDPOBAHUS, CHCTeMbI TUTAaHUS U T.II.

Cpena mpombinvieHHOW 3kcryataniuu (Live Environment) - ympasisiemas
cpeja,  cojepxkaujas — KOHOUTYpPAallMOHHBIE — AUHUIBI B pPEXHUMe

TIPOMBIIUIEHHOM JKCIITyaTalUuH, UCIIO/Ib3yeMble I TIPe[OCTABIeHUS YCIIYL

Cpepa TtectupoBaHusa (Test Environment ) - KoHTpoaupyemasi cpeja,
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HCIIoJIB3yeMass A/id TeCTHPOBAHHWA I'GJH[iJ]/Il"ypaL[I‘IOHHbIX eNMUHHWII, C60POK?
YCIIyT, HpOL[ECCOB H T.II.

Cpena cbopku (Build Environment) - koHTposupyemasi cpefia, B KOTOPOM
cobupatoTcs (KOMIIOHYIOTCSI) TIPUJIOXKeHUS], YCIYTH U ipyrue cOOpku repej
ux mnepegaueit B Cpeay TtectupoBanus wuau Cpeay TPOMBILUIEHHOU
JKCILTyaTal[ui.

IMpuemxka(Acceptance) - dopManbHOe COIIAllleHUe, OTIPe/e/ISIONIee, UTO
ycnyra, mnpouecc, [lnaH wnu  Jgpyroil pe3ynbraT 3aBeplleH, SBJSETCS
NMpaBU/IbHBIM, HAaJEKHBIM M OTBEYAeT YCTAHOB/EHHBIM TpebHoBaHUSIM.
[Mpuemke 0OBLIYHO MpeAIIECTBYET OL[€HKA U/IM TECTUPOBaHUe, TPHUEMKa YacTo
obs3aTenbHa A/ MepexoAa K BEIITOTHEHUIO C/IeyOILero Tarna mpoeKkra Uiu
npoiecca.

OcHOBHBIE nemad 3Talld BHer[[pEHHHZ

® MJIAaHUPOBAHME/yIIpaBJeHHe  MOLHOCTSAMM W pecypcamu  Ajid
KOMIUIEKTOBaHUs,  COOpKM,  TecTHpOBaHMS U  3alycka B
TIPOMBIIUIEHHYI) JKCIUIyaTallMI0 YOIy, a Take obecrieueHue
GYHKIJMOHUPOBAHUSI YCJAYT B COOTBETCTBUU ¢ TpeboBaHUsMU
WHBECTOPOB U 3aKA3UMKOB;

® [IOCTPOEHHEe TOYHOM U TIOC/IeJ0BATEe/IbHOW CHUCTeMbl OL[eHKU
MOIIHOCTH YCJAyT ¥ (GOpMUDOBaHUE TEpeyHsi PUCKOB TIpeXje, uem
HOBasi WM W3MeHeHHasi yciyra OyieT BeIMyIleHa B MPOMBIIUIEHHYIO
JKCITyaTaluio;

¢ (dopmupoBaHue Habopa akTUBOB YCIAYT W KOH(UTypaluidi, KOTOpbIE
TOMajalT Ha Tan BHeapeHus, U yrpaBjieHUe MU,

e npejoctaBieHue UHAMOpPManUHM, HeoOXOQUMOW A TIPUHSATHUSA
pelleHud 0 BBEJEeHUH YC/IYTH B TPOMBILUIEHHYH 3SKCIIyaTarjuio
1ocje TeCTUPOBaHUS;

e npegocrtaBiieHne 3(PGEKTUBHBIX U TMOBTOPSEMBIX MEXaHU3MOB AJis
cOOpPKM ¥ MHCTAIISIL{UM, KOTOPble MOTYT OBbITH HCIOJIB30BAHbI [JJIst
pa3BepTHIBAHUS PEIM30B B Cpeje MPOMBIUUIEHHOW JKCIJIyaTaluu U
cpefe TeCTUPOBAHMUS;

e obecrieueHue ympaB/ieHUs, MOAJEPXKKA U KOPPEKTHOW IKCIyaTaluu
YCAYT B COOTBETCTBUHU C TPeDOBaHUSIMH, OMpeJe/IeHHBIMHA Ha JTare
[IpoexkTupoBaHus.
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3apauamu 9tana BHegpenus saBnsioTCs:

® onpeAenuTbh OXWUAAHUS 3aKa3UMKOB OTHOCHUTENBHO TOrO, Kak HOBas
WU/IM U3MEHeHHas ycayra moMoXKeT ux busHecy;

® [OMOYb B WHTErpallud HOBOW WIM W3MEHEHHOW ycayru B OusHec-
TIPOLIeCChl 3aKa3UMKOB;

® YMEHBIMTbL pa3HULy MeXAy TIPOTHO3UPYeMOW U  peaabHOU
npou3eo0umenbHOCMbIo;

® VYMEHBIIMTbL KOJTMYECTBO M3BECTHBIX OUMOOK M PHUCKOB Ha IJTame
3alyCKa HOBOM WJ/IM M3MEHEHHOW YCJIyTM B TIPOMBILUIEHHYO
JKCI/IyaTaluio;

e ofecreuuTs TO, YTO YCAYTY MOXHO OygeT UCHonbp30BaTh B
COOTBETCTBUM C YCTAHOBJIEHHBIMU [s1 Hee TpeboBaHUSIMU U
OTpaHUYeHHUSIMU.

OTan BHeapeHus npeocTaBisieT LeHHOCTE /s Ou3Heca TeM, 4To:

¢ yiydillaeT CnOCOOHOCTh a/JaliTUPOBATLCS K HOBBIM TPebOBAHUSAM WU
00CTOsITEILCTBAM Ha PBLIHKE;

® yIyullaeT yrpaBJieHWe Ha YPOBHe BHeJPEHUs] B paMKax ITOIIOLeHUH,
pasbeJUHEeHU N KOMITaHUM, TPUOOpPeTeHUs UK TTepeMelLeHUs YCIIYT;

® yBeIMUHBAeT KOJMYECTBO YCHeHmHbIX /s Ou3Heca HW3MeHeHUH u
penu3os;

® yayulllaeT TOYHOCTb IIPOTHO3MPOBAHUSI OTHOCUTE/NBHO YPOBHSI U
KaueCTBa HOBBIX UM U3MEHEHHBIX YC/IYT;

® yIyullaeT COMIaCOBAaHHOCTH C TpeboBaHUsAMU OM3HECa U PYKOBOJCTBA;

® yMeHbIAeT KOJMYECTBO PACXOKAEHUN MeXJy YTBepXKIeHHBIMHU
OrofpKeTamu/mIaHaMU U PeasibHOCThIO;

® yBeJIMUYUBaeT MNPOAYKTUBHOCTL MepCOHaNa BCAeACTBHE YIydllleHUs
T/IAHUPOBAHU A U UCI10/Ib30BAHUS HOBBIX UM U3MEHEeHHBIX YCYT;

® yMeHbIAeT CJy4al BPEMEHHOW TPUOCTAHOBKA WA U3MEHeHUs
KOHTPAaKTOB Ha MPOrpaMMHOe U anmnapaTHoe obecrieueHue BC/ieCTBUE
COoeIMHEeHHUs UK pa3beJMHEeHUs KOMIIOHEHTOB;

¢ yayulllaeT NMOHMMaHUe YPOBHSI PUCKa BO BpeMs W3MEHEeHHs U Mocje
Hero.

Otan Baeppenuss HaxoguTca Mexay dSTtanaMmu  [IpoekTupoBaHus U
OKCnyaTallid B JKM3HEHHOM LjUKIe yciayr. MIMeHHO ¢ 3TUMM 3Tanamu
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MPOUCXOOUT Hauboee TecHoe H HeTlpepeIBHOE BBaHMOI[EﬁCTBHE. Tem He
MeHee, Yy 3Tadlld BHer[[pEHI‘Iﬂ eCTb CBsA3SH CO BCeMH [JDPYTMMH 3TdllaMH
JKHM3HEHHOT'O UKJA YCIYL

Bxogpl, noctynaronpe c stana Iloctpoenus crparteruu, BAUSIIOT Ha MOAX0[,
CTPYKTYPhI U OrpaHuueHud 3Tana Buegpenus:

1. Tloptdens ycyr;

2. Tloprdens 3aka3uukoB - 0a3a JAHHBIX WAW CTPYKTYPUPOBAHHBIN
OOKYMEHT, MCIIONB3yeMblid st XpaHeHWsi uHGopmauuu 060 Bcex
3aKa3uMKax MOCTABIIMKA YCIIYT;

3. Ioptdens poroBopoB - 0a3a AAHHBIX WM CTPYKTYPUPOBAHHBIN

NOKYMEHT, UCIOb3yeMblid [7isl yIipaBjieHUsi JOTOBOPaMH Ha OKa3aHHe

ycayr unu  CornameHUssMM  MeXAY TIOCTaBIMKAMH YCIYT W UX

3aKasurKaMu[1];

MOJIe/Tb )KU3HEHHOTO IJUK/Ia YCIYyTH;

TIOJTUTUKH;

CTpaTeruu;

OrpaHUYeHus;

APXUTEKTYPHI;

TpeboBanus Kk BHepeHuo;

10. Tlnan ynpaBneHUs yCAyraMH.

LN G A

Oran [lpoekTupoBaHus YyCayr $SBASIETC MCTOYHHUKOM TPUITEPOB (MU
MeXaHM3MOB 3amycka) Ajs 3Tana Boegpenus. B nepyio ouepegb 3TO
npoekTHasi JoKyMeHTauus (SDP), kotopyio Heobxomumo peanu3oBaTh. OHa
BK/IIOUaeT B cebst ciiegyrope KOMITOHEHTHI:

ornpezeieHue YCIyru;
CTPYKTYpa YCJIyTH;

duHaHCOBast MOJE/b U MOZIe/Tb 3aTParT;

MOJIe/ib MOIIHOCTe/pecypcos;

MOJiesib UHMe2payuu npoyecca YnpaeneHus ycjiyraMu;
MOJIe/ib SKCILTyaTalluu YCIYTH;

cnenuduKalys AUu3aiiHa U HHTepdeuca;

[TU3aliH pen3a;

KPUTEPUU MIPUEMKH;

3anpoce! Ha u3meHnenus (RFC).

LN AWN =

—
e
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JTan HEHpprIBHOFO VIYUIIEeHHA YCIyr npejocTdB/iAeT Hdad BX0[ 3Tdlld
BHE,HPEHI/IFI HHCl)OpMa]_]HI-O B TEPMHHaX IpejjiaraéMbIX )G"IYLILLIEHI/IFI IIOMHUTHE,
IMPaKTHK U MPOLeCcCOB BHEeAPEHHMH.

Oran JKCrjyaTallMu MpeJoCTaBUT Ha Bxoj 3Tana BHegpenus uHdopmaiiuio
[JIsi TECTUPOBAHUS U TMPUEMKHU YCIYT B TePMHUHAX AOCTHIKeHHUs YCayramu
TpebyeMbIX MoKa3aTesei.

Beixogamu sTana BHegpeHus ABIAIOTCS:

1. yTBepK/IeHHasi JOKyMEHTAL|Us [IJIsl Peii3a U Pa3BepThIBAHUS YCIIYT;
obHoBnennbiii [laker Ycnyr [Ilaketr ycayr (Service Package) -
JeTanu3upoBaHHOe onucaHue YCIIyTH, LOCTYITHOH bbb
Tpel0CTaBIeHUs 3aKa3uruKam|[1];

obHoeeHHbie Karanor ycnyr u [Toptdens yenyr;

4. noKyMeHTalus [Jis BHe/IPSIeMbIX U/ CITUACBIBAEMBbIX YCITYT.

w

B ITIL Beiie/ieHO JBa TATa TIPOLIECCOB 3Tana BHeapeHus:

1. mporeccsl, NOAAePKUBAOILME XKU3HEHHBIN UK/ YCITYTH:
© VYhnpaBiieHue U3MeHEeHUsIMHU;
o OueHkKa ycIyr ¥ YipaBnaeHue KOHQUTYPALIUAMY;
© ¥YnpasyieHue 3HAHUAMH.
2. mpoijecchl B paMKax BHegpeHuUs:
o [InanupoBaHue u nogaep>xka Buenpenus;
© VYhopaBieHue peliM3aMM U pa3BepThIBaHUEM;
o TecTtupoBaHMe U MOATBEPXKAEHUE YCIYT,
©o QOreHka.

Otan IlocTpoeHus cTpaTeru TpeJOCTABJIAET CUCTEMY /sl OTpefesieHUs
ycnyru. lleHHOCTH yciyru  ompefensieTcss B KOHTEKCTe TOTpebHOCTeH
3aka3uuka. Vcnonb3oBaHWe — aKTMBOB — TIOCTaBUMKA — YCAyT  AJid
npejoCTaBeHus yeayr Ou3Hecy U 3aka3uvkam MpejCcTaBaeHo Ha puc. 7.1.
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Kateropum akTmBOB

Ynpaenexue
OpraH1aauma
Busnec-cpena
CoBoRyNHOCTE SKTHBOB Mpouecce
CoanaHne
w LEHHOCTH -
MowHoeTH 3naHua
Tosapsl 1WNK
YEMYrd KRR, e - e
’ n;;nﬁ:ﬂe 5 Miogw )
NoTpetnmemee — o~
=t AKTWELI ——
o~ "'\-.\ vy
’\ Jakaaaike ) Pecypes! MHcpopmawnua
- o PesynsraTsl
— noTREBNEHHA AKTHEOR
MNpunoxeHIs
Hhdppactpyrypa
Karwran N

Puc. 7.1. AkTuBBI, HeOOXOIUMBIE 15 TPeJOCTaBJIEHUS YCIYT

31ech Mof, akTUBaMM MOHHMAIOTCS PeCcypChbl MU BO3MOXKHOCTU IOCTaBLMKA
VCIYT.

Yenyru T1pefoCTaB/sIOT L|eHHOCTh MOCpeJCTBOM yBeUUeHUs
MPOU3BOAUTE/NTEHOCTH aKTUBOB OM3Heca WM yMeHbIIeHUs! puckoB. Kak yxe
0TMeuanoCh paHee, LJEHHOCTb YCIYIH BbIp@XKaeTcsl B TePMUHAX KayecTBa U
none3Hoctu. IlomesHocTs - Mepa yBe/lMueHUs] TIPOM3BOAUTENBLHOCTH
AKTUBOB 3aKa3uMka. KauecTBO - yBePeHHOCThb B TOM, UTO YC/Iyra B IIpoLecce
npefocTtapieHus OyieT BBIMOJHATH PsAJ  YCTAHOBJIEHHBIX  YCJIOBUIA.
BbigensitoT Tpu OCHOBHBIE XapaKTepPUCTUKU KaueCTBa YCJIYT:

® [OCTYIIHOCTb U MOIIHOCTb YCIYT;

e obecrieueHWe TOro, UTO AaKTUBBI 3aKa3uuMka OygyT monayuarhb
TOMe3HOCTh, JaXe B Ccjyyae HeOMarompusTHBIX COOBITUM UK
CHU>KEeHHOTO YPOBHS YC/IYT;

e oOecneueHue Oe3omacHOCTH [Jiasi Haubonee I1[eHHBIX aKTHUBOB
3aKa3uMKa.

HpH 3TOM B 3dBHCHMOCTH OT KDHKpETHOﬁ CHUTydalJHH OOWMH M3 d4CIIEKTOB
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KauecTBa MOXXeT UMeTh DoJiblliee 3HaUeHHe AJI51 3dKd3UHKd.

7.2. OCHOBHbIe TIPUHLYIIBI 3Tarna BHegpeHust

[MpuBenem dbyHaamMeHTambHBIE TPUHIUITEI 3Tarna BHegpenus u3 nydnvkauu
"TTILv3. Service Transition".

1. Onpepenenue u ocymectsieHue hopmansHou [Tonutuku BHeapeHus
[MTo3unius:

®dopmanvHas Ilonmutuka BHegpenus po/mkHa OBITH oOmpepesneHa,
NOKyMEHTHDOBAHA W VTBepPXJeHa PYKOBOACTBOM. Ee Heobxomumo
JOBeCTU [0 BCeX COTPYIHUKOB OpraHu3aluy, TMOCTaBUMKOB W
TapTHEpPOB, KOTOpPLIe UMEIOT OTHOLIeHUe K BHeapeHuto.

[TpuHIUTIBL:

1. B MOMUTHUKe JO/MKHBEI OBITH UETKO OTpejesieHbl 1je/id, a Jir0bie
HECOBMAaJeHUs C MOMUTUKOW J0/DKHBI OBITH UCMIpaB/eHbl, 1160
WCK/THOUEHBI;

2. Heobxomumo obecrieunth cooTBeTcTBUe [lomutuku BHeapenus
NOJMTUKAM YIIpaBJ/leHUs YC/IyTaMu;

3. nmoau, OTBETCTBEHHbIe 3a (OPMHPOBaHHUE TIOMUTHUKH, JO/DKHEI
JeMOHCTPUPOBATL  CBOK  3aMHTEPECOBAHHOCTL B ee
BBITIOJTHEHUH;

4. UCronb30BaTk TMPOLECCH], KOTOpble OOBeJUHSIIOT KOMAaHbI;
CMelIMBaTh KOMMETEHLIMM B paMKaxX BeJeHUs OTYeTHOCTH U
pacrpe/ieeHUst OTBETCTBEHHOCTEH;

5. MpefoCTaB/ATH U3MEHEHUs B Pesin3ax;

6. 3aTparuBaTh BOMPOCHl pPa3BepThIBAHUS YK€ Ha JTarnax
NJIAHUPOBAHUS U TTPOEKTUPOBAHHUS PeJTU30B.

Jlyunimie npakTUKu:

[Tonyuath (opmasibHbIe TIOAMUCHA TeX, KTO yuacTByeT B pa3spaboTtke
[TomUTUKU: MeHeIKepoB, CIIOHCOPOB W [PYTUX JIHOAEH, KOTOpbIe
TIPUHHUMAIOT PelleHUs.
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2. OcyuecTBieHUe U3MEHEHUH B yCiyrax uepe3 BHeapenue

[MTo3unius:

Bce u3menenus, kacaroumecs [loptdens ycnyr m Karanora ycmyr
TIPOXOAAT uepe3 Mpolecc YrnpaejeHus usMeHeHusiMu. [Ipu stom Bce
W3MeHEeHUs JO/DKHBI OBITh UeTKO OTpefiesieHbl U COIVIaCOBAHBI.

[TpuHIUTIBL:

KOHI[€HTPUPOBaHUE U3MEHEHU B OJHOW TOYKe MHHUMH3HPYET
KOHQVIMKTBI M@Ky W3MEHEHHSIMH, ITOC/Ie/IyIOIe HapYIIeHUsT 1
cbou B cpejie TIPOMBIIIUIEHHOH 3KCIITyaTallkuu;

JIIOMW, KOTOpPbIe HEe WMEKT I[paB BHOCHTb W3MEHEHHS |
BBIMTYCKAaThb YCAYTM B TPOMBILUIEHHYI0 JKCIJIyaTalMio, He
JO/DKHBI UMETh JOCTYI K Ipoljeccam BHeapeHus;

TECHOE B3aUMOJEHCTBHE C 3TarnoM OKCIJIyaTallid TMOBBICHT
MOOHIBHOCTL M C/IeJIaéT BO3MOXKHBIM  OPTaHH3alMOHHBIE
WU3MEeHEeHUS;

yBeJIMUeHHEe 3HAaHWW W OMNbITa B BOMpocax 3((eKTHBHOTO
YAYUIIEHHUs YC/IYT U CPeJibl TPOMBIIUTEHHON IKCIITyaTaluu;
KKIBIA peu3 [J0/KeH ObIThb CIPOEKTHPOBAaH Ha OCHOBE
3anpoca Ha U3MEHEHWEe W MPOHTH CKBO3b MPOLIeCC YIIpaB/IeHus
W3MeHeHUsAMH, uTo obecreunT 3¢PeKTUBHBIN KOHTPO/Ib;

JJIsi  yIIpaB/IeHUS] W3MEHEHUSIMH HeoOXOOHMO HCI0/Ib30BaTh
CTaH/JapTHU30BaHHbIE METOAbBI M  TPOLIEAYPbl C  LI€JbI

YMEHBIIEHUS] ~ BJWSHUST ~ WHI[UJEHTOB,  CBS3aHHBIX  C
W3MEHEeHHUsIMU, Ha HEMpepbIBHOCTh OM3HeCa, KauecTBO YC/IyT U
nopaboTku;

Bce OOHOBNeHUS /i U3MEHEHWN W pPenu30B (UKCUPYIOTCS B
KOHTEKCTe AaKTUBOB YCAYT W KOH(QUIYPALlUOHHBIX eJUHHUL] B
Cucreme Yipasnenus Kondurypauuamu(CMS).

Jlyulime NpakTUKHU:

o
o

o

KayK[|0€ U3MEHEeHHeE J0/DKHO OBITh YeTKO OTIPEe/Ie/IeHO;
HeobXoIMMO pasjesaTh BHYTPEHHHE W BHELIHWe U3MEeHeH S
W3MEHEeHHS [O/DKHBI OBbITh OMpaBAaHbl C TIOMOIIBK) UYETKOTO
Ou3Hec-keiica;

W3MEHEeHHS OMpPeJe/IeHbl B MPOEKTHOH JOKYMEHTAL[MU, KOTOPYIO
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Bueppenue MOXeT HCII0/1b30BaTh LISt CpaBHEHUs
NMpPOU3BOAUTENBEHOCTH,  TOJYyYUeHHOM  HAa  TIPakTUKe, |
"MpeAcKa3’aHHOU" B IOKyMEHTAI[UH;
CYIIECTBYHOIIM A IpoLecc Ynpasnenus M3MeHeHHAMH,
BO3MOJKHO, TIPHJETCA CTaHJapTH30BaTb W TIPUBOJUTL B
HCIIO/IHEeHUE;
MeHepKepbl AO/DKHBI yU4aCTBOBATh B IIPOLjeccax U 3TO JJOJDKHO
OBbITE UETKO BU/IHO UHBECTOPAM;
HaCTpOMKa ayiuTa IS UeHTUUKALIUU BCEX
HeaBTOPU30BaHHBIX U3MEHEHUM;
He TIpUHUMaThL '3amo3jaBime"” 3ampockl Ha W3MEHEeHHS,
KOTOPBIMU HEBO3MOXKHO YIpaBJIsSTh HajaexXamm obpasom.

3. Pa3paboTka 0611e#l CTpyKTyphl ¥ CTaHJapTOB BHegpeHus

[MTo3unus:

BHeapeHue mo/mKHO OBITH MOCTPOEHO HA CTAaHJAAPTHBIX MpOLeccax U
cucTeMax, JOMYCKarlMX MHOTOKPAaTHOE MO/Ib30BaHWe. JTO MO3BOJIUT
VIyULUIMTh HWHTerpaljii0 OTJeNbHBIX TNOA3TAanoB BHeapeHus u
YMEHBUIMThL HeCOaCOBaHHOCTh MPOL}eCCOB.

[TpuHIUTIBL:

1. ucCnonb30BaTh JlyullMe TPAKTUKA KOHKPETHOM 00/acTH Kak
OCHOBY /151 CTaHAapTU3auu BHenpeHus;

2. KOHTPOJIUPOBAaTb CTPYKTYPY W CTaHjapTel BHepgpeHus c
MOMOILLI0  YTpaB/ieHUs  M3MEHEHUsIMM UM YIpaBJ/leHus
KOH(UTYpaI[UsIMHU;

3. rapaHTHpOBAaTb TO, YTO TMPOLIeCChl BHeApeHUs NMPUMEHSHOTCS

Moc/e0BaTe/IbHO C peryisipHbiMM  o030pamMu W ayiuTamu
[PYTUX IIPOLeCCOB YIpaB/eHUs YCIYTaMu.

Jlyunimie npakTUKu:

nyO/MKalus CTaHAAPTOB U JIYULIMX [TPAKTUK BHeapeHus;
MOCTPOEHWE CUCTeMBl [JIsi CO3JAHUS TOC/IeJOBaTeTbHbBIX
MpoLeccoB 1o 00ecrieueHUI0 W MCIONB30BAHUID MOMIHOCTH
YCIYT W TIOCTPOEHHE TMepeuHsl PUCKOB /10 U TOC/Ie TOrO Kak
penin3 pa3BepHyT;

NpeZioCTaBUTh MOAAeP)KUBAIOIME CUCTEMBI, KOTOPbIE TI03BOJIST
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dBTOMATH3HPOBATH nmpoueccsl C Oenbr YMEHbUIEHHU A
COMPOTUBJIEHHWA INPDH BHEJPEHHH,

o YGE,I[HTBCH B TOM, UTO MEHEXKMEHT IMOHHUMAaET HEOGXDr[[HMOCTb
CTaHOAPTHU3dlKMH nmponeccos B PaMKax pEl3pE160TICH H
npeaoctraB/jIeHHA YJIYIIIJJEHI/If;I, OCHOBAHHLIX HAa YeTKOM OH3Hec-
Kelce;

© YCTaHOBHTH YPOBEHb BOB/I€YEHHOCTH MEHEeKMEHTA H
HHBECTOPOB W IIpeAlnpHuHATh ﬂEﬁCTBHH Mo yCTPAHEHHHD Mo06BIX
"paspbiBOB'".

4. MakcuMManbHOe MOBTOPHOE MCIIOJb30BadHHUE TTPOLECCOB U CHUCTEM

[MTo3unus:

[lponjeccs 93tama BHegpeHusi [o/mDKHBI OBITB  CODIACOBAHBI  C
rpoijeccaMyd OpraHu3aljiu M CBSI3aHHBIMM C HUMH cucteMamu. Eciu
MOsIB/SIETCST  HeoOXoQUMOCTL B HOBBIX  MpOL[ECCaX,  OHHU
pa3pabaTbiBalOTCd C MAaKCUMAaJbHBIM TIOBTOPHBIM HCIOJ/b30BAaHUEM
y’Ke HMEIOLIM XCS1 TPOL|eCCOB.

[TpuHIUTIBL:

1. TOBTOPHOE HCMO/b30BaHWE MMEIIIMXCS MPOLIECCOB U CUCTEM
Tam, I7e 3TO BO3MOXHO;

2. c6bop uHboOpMalUU ¥ AAHHBIX U3 OPUTHHAIBHBIX UCTOUHUKOB C
11eJIbI0 YMeHbIIeHUus1 O O0K ¥ 3¢hdeKTHBHOW MOMOIIM B C/lydae
BO3HUKHOBEHHUS He0OXOAMMOCTH;

3. paspaboTka CTaHAAPTHBLIX MoJenell BHeipeH s, KOTOPbIe MOKHO
MHOTOKPaTHO HCII0JIb30BaTh;

4. UCNo/b30BaHME JYUIIMX CTaHJAPTOB WM MpakTHUK obnactu B
KaueCTBe OCHOBBI /ISl CTaHAAapTH3al[UU C 1]e/bl0 00beuHeHUus
pe3y/IbTaToB OT pasHbIX MOCTaBIMKOB.

Jlyunimie npakTUKu:

© HHTerpMpoBaTh npoueccsl BHeapeHus B cucTeMmy yrnpaBjeHUS
KaueCcTBOM;
© WCIMOMB30BaTh yIpaBjieHYeCKHe MPAKTUKU U 001y mporpaMmmy
OpraHu3aliuy;
© KCM0/b30BaTh CYIIECTBYIOIME KaHAbl CBS3U Ui obecrieueHus
KOMMYHHUKAL|UM B paMKax BHegpeHus;
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© cnefoBaTh Npoljeccam YrpaBJieHUs ueloBeueCKUMU pecypcami,

¢uHaHCaMM, pecypcaMu, BO3MOXKHOCTSMU M OOIIENPUHSTHIM
MPaKTUKAM;

CTPYKTYPUPOBaTh MOZENN TakK, 4TOOBl TOCTOSIHHBIN MOAXO[
MOXHO OBLTIO HUCTIONB30BATh /ISl KXKAOW eIUHULIBI YCIYTU WA
OKDY)KEHHMSI ~C  HEe3HAUUTE/JbHbIMU  M3MEHEeHUSIMH  TIpU
HeoOXoMMOCTH.

5. dopmupoBaHue NjaaHOB BHeapeHMs B COOTBETCTBUM C TPeOOBaHUAMU
busHeca

[TpuHIUn:

C 1e/bl0 MAaKCUMHU3ALIMU 1[€HHOCTH, MPeA0CTaB/IIeMOH U3MEeHEeHUEM,
HeoOxogMmMo  o6ecrieunTh  COOTBETCTBME IJIaHOB  BHeapeHwus
TpeboBaHUAM OM3HECa U 3aKa3uUKOB.

[TpuHIUTIBL:

cchopMupoBath HabOp OXKMJ@aHWN 3aKa3UMKOB U T10JIb30BaTesiei
OTHOCUTEBHO TPOU3BOAUTETLHOCTHU U MCMOJIb30BAHUS HOBOM
WU U3MEHEeHHOU yCayru Ha dTane BHeapenus;

NpejoCTaBUTh MH(OPMAIMI0 U TIPOLECChl [Jjis WHTerpaljuu
penu3a B GU3HeC-mpoLeccsl;

C 1efbI0  TIOBBILIEHUS  YIOB/JIETBOPEHHOCTH  3aKAa3uMKOB
obecreunTh MCHOAB30BAaHUE YCAYTU B  COOTBETCTBUM C
omnpezeneHHbIMU 7151 Hee TpeboBaHUAMU U OTPaHUUEHUSMU;

C Lle/IbI0 MAaKCMMU3AIl[MU MCTO/Ib30BAHUST YCIIYTH 3aKa3uMKaMH,
WHBECTOpPaMH U T0JIb30BaTeIsIMU 00eCrmeunTh UX HeoOXoauMOoi
uHpopMaIieid ¥ 3HAHUSIMU;

o6ecrneunTh MOHUTOPUHT U M3MEPEHHE HMCII0/b30BaHUS YCIIYT,
NOAeP>KUBAIOLMX UX MPUNTOKEHUN U TeXHUUEeCKUX pelleHUuH B
npollecce pa3BepThIBAHMS U HA PAHHUX CTAAUSAX MOALEPIKKH.
OT0 HeoOXOAUMO [i7isl TOTO, UYTOOBI TAPAaHTUPOBAThH KAUECTBEHHOE
npejoCTaB/IeHUEe YC/Iyr TpexJe, ueM 3Tan BHegpenus Oygert
3aBepIlieH;

CPaBHUTb NPOU3BOJUTENBHOCTb  YCJIYL, TOJYYeHHOW Ha
NMpakTHKe, C 3amjaHUpPOBaHHOW Ha craguu [locTpoeHus
CTpaTeruu, ¥ TIPOBECTH MEpPONPUSATUS 110 COKPAIIPHUIO
HECOOTBETCTBUI B TOKa3aTessx MOLIHOCTH u
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MPOU3BOAUTETBEHOCTH.
Jlydnime NpaKTUKH:

© HCOO0/b30BaThb JIyulllMe yrpaB/eHYecKue TPakTUKA [/
NJIAaHUPOBAHUS U yIpaBAeHUsI PeCcypcaMu, HeoOXOqUMBbIMH [i/ist
ycremmHoW  cOOpKM, KOMIIJIEKTOBAHWSl, TECTUPOBAHUSA WU
pa3BepThIBAHUSA pefnd3a B MPOMBIIUVIEHHYH SKCIJyaTallio B
paMKax yCTaHOBJIEHHBIX 3aTPaT, BpeMeHU U KauecTBa;

© MpejOCTaBHUThL YeTKUe, TOHATHbIe U TOJIHbIe IJIaHbl, KOTOPhIe
obecrieuat COOTBETCTBHE IIPOEKTOB H3MeHeHWI Ou3Heca u
3aKa3uMKOB U M1aHOB BHenpeHus.

© YNpaBATb BOB/JIEUEHHOCTbIO HHBECTOPOB U CBSI3bK0 C HUMMU.

6. YcTaHOBieHUE U yripaBjeHHe B3aUMOOTHOILIPHUSIMUA C HHBECTOPaMHU

[MTo3unus:

Ins ¢popmupoBanusi Habopa TpebOBaHUI K HOBOM MM HU3MEHEHHOU
yciyre B paMKax BHeapeHusi HeOOXOAMMO YCTaHOBUThb U YIIPABJISATh
B3aMMOOTHOIIPHUSIMUA C  3aKa3uMKaMH, WX TMPeJCTaBUTE/ISIMH,
WHBECTOpPaMH W MOCTaBUIMKaAMHU.

[TpuHIUTIBL:

1. chopmuporats Habop OKHUAaHUN 3aUHTEPECOBAHHBIX CTOPOH 0
TOM, KaK IMPOU3BOJUTE/ILHOCTb U UCTIOB30BaHNe HOBOUM YC/IyTH
MOTYT ITOMOYb U3MeHeHHI0 Ou3Heca;

2. yayudulaThb MOHUMaHUEe W 3HAHUS 3aUHTEPeCOBAHHLIX CTOPOH O
HOBBIX U/IA U3MEHEHHBIX yC/Iyrax;

3. mpefoCTaB/ATH KaueCTBEHHYH) WH(OpMAaLMI0 U HaKOMIeHHBIN
OTBIT 3aMHTEPECOBAHHLIM CTOPOHAM, YTOOBI OHU MOITIU JIETKO
MOJIYUUTE BCIO Heobxoaumyro UM nHdopmanuo o Buegpenuu.

Jlydlime NpaKkTUKHA:

© TIPpOBEepUTH BMeCTe C 3aMHTepeCOBAaHHBIMHM CTOPOHAMH TO, UTO
HOBaA MWW HM3IMEHEeHHad YC/Iyra MOXKeT HMCIIONbB30BaThCA B
COOTBETCTBHH C YCTaHOBJ/IEHHBIMH TpEﬁOBaHI‘IHMI/I H
OTpaHUYEeHHAMMU,;

o oOMeHHUBATLCA IIJ1aHaMH BHE,I[DEHHH H pennu3oB C
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3dHHTEepeCOBAHHBIMH CTOPOHdAMH;
paGOTaTB BMeCTe C YHPEIBHEHI/IEM OTHOIIEHHUAMHU C OH3HECOM H
yr[paBﬂEHHEM YPOBHEM yCiayr A MOCTPpOEHHA
B3aMMOOTHOIIEHUH C 3aKa3uHKaMH U HHBECTOPaMH B pPdMKdX
3Tdlla BHer[[pEHI‘Iﬂ.

7. YcraHnoBneHue 3(OPeKTUBHBIX KOHTPOJIEH U TUCIUTIIUH

[MTo3unius:

YcTaHOB/eHHE MOAXOASIMX KOHTPOJAe W JUCHUIUIMH B paMKax

JKU3HEHHOTO LMKIa YCAYL, KOTOpble CZenat0T BO3MOXKHBIM IMaJKoe
BHeJpeHUEe U3MEHEeHUH U Penu30B YCIyL

[TpuHIUTIBL:

uaeHTU(UKALIMSA W yIpaBlieHWe BCeMH akTUBaMH YCIyT U
KOHQUTYyparusiMd C MOMEHTa UX TIOCTYIJIeHUSI Ha IJTal
Bueapenus;

aBTOMaTH3aLUsl [eATe/IbHOCTH MO0 aygquTy Tam, [Ae 3TO
JKOHOMMYECKH  OMpaBJaHO, C  Lefbko obHapyxeHUs
HeaBTOPU30BaHHBIX  HM3MEHEeHUM " HECOBMECTUMOCTH
KOH(UTYypaluii;

yeTKO ONpejesieHHe TOro, "KTO, [Ae, UTO U Korga Jenaer’ B
pamMKax BHeJpeHMs, [J1s YyBeJIUUYeHHUS TIOJOTUETHOCTH B
OTHOLIEHUH NJIAHOB U TPOL}eCCOB;

omnpejesieHWe poneil U OTBETCTBEHHOCTeH B paMKax BHeapeHus
C 1enbl0  yMeHbIIeHUs Oum0O0K, TOSABIAKIIMXCS — W3-3a
B3aMMHOI0 HEMTOHMMAaHHUS U Hel0CTaTKa KOHTPOJS;
UaeHTU(UKALIUS TPOLIeCCOB, OCHOBAHHbBIX Ha TPAH3aKIUAX, [/
yrpaBJieHUus1 KOH(UrypausmMu, u3MeHeHUsIMUA U npobiemMamu ¢
Lenbl0 TpejocTaBieHuss HHbopManuu, HeoOXoAUMOH [/
VIy4LIeHUs KOHTPOJIeH.

Jlyulime NpakTUKHU:

o yﬁE,I[I/ITbCﬂ B TOM, YTO PpOJIM H OTBETCTBEHHOCTH XOpOLIO

oripenesieHbl, TIOHATHBI W YIIDABJ/IAEMBI,

© Ha3HAYUThH I]I-O,D'EIL:I Ha KaxXAyH pPOJIb A YIIPABJIATH HA3HAY€HHUAMH

B pamMkax SKMS unu CMS, uToOBI TIpeJOCTaBUTh MPO3PaYHOCTh
0 TOM, KTO OTBETCTBEHEH 3a KOHKPETHYIO JIeTe/IbHOCTb;
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HCIT0J/IB30BdATH HHTErpupoBdHHBIE nponeccel yIipaB/IeHHU A
HHUOWOEHTaAMH, HpOﬁHEMaMI/I, KDHCl)HI"ypEiLU/IﬂMI‘I AJIsA U3MEepeHH s
Kd4ueCTB4d KDH[iJH]"ypElL[HUHHbIX eIUHHL B pPdMKdX JKHM3HEHHOI'0
HUKIa YCIIVT,
rapaHTUpPOBATL TO, UTO YCOIyrda MOXET HCII0/b30BAThCH,
Y paBAATBCA H nogaep>KHUBATbCH B COOTBETCTBHH C
TPEGOBBHI/IFIMI‘I H OTpPaHHYEHHAMH, OMNpenesieHHbIMH Ha 3Tdlle
HUCTPOEHHH CTpATETrHH,
Y6€,[[I/ITBC$I B TOM, 4YTO TOJIBKO KOMITeTeHTHBIN MmepcoHa/l MOKeT
MpOU3BOJUTH U3MEHEHHUA,
MNpOBOAWUTL AayAWUT TIIpOLECCOB U KOHqJI/IprElL[Hﬁ C LeJbH
OGHEIP}OKEHI‘IH HECOOTBeTCTBUI M HElpy’JJ.[EHHﬁ, KOTOpbIE MOTYT
HeTaTHBHO IIOBJ/JHATE HAd 3TAll BHE,HJ)EHHF[.

8. IlpegocrarneHue oOMeHa 3HAHUSIMU U TIOAIEPIKKHU pPellleHu’

[To3unus

Ortan Buegpenusi pa3pabaTbiBaeT CuCTeMbl U Tporecchl 0bmeHa
uHpopmaruein s 3GheKTUBHOTO HCNOMb30BaHus ycayru. OOmeH
undopmanueil Tawke o0ecneurBaeT CBOEBPEMEHHOEe TIPUHSTHE
pelleHUM KOMIeTEeHTHBIMU JTHIbMH.

[TpuHIUTIBL:

1.

NpeAoCTaBIsITh KAYeCTBeHHYI MHGOPMAaLUI0, JaHHbIE U 3HAHUS
"HYKHBIM JIFOAIM B HYKHOe BpeMA" C I[eJIbK0 YMEHbIIEHUs
BPEMEeHHU /il IPUHSTHS pelleHu;

OCyLIeCTB/IATL OOyueHWe TIOMb30BaTeNell W Tepejayy WM
HeobOxonuMol MHQOPMAILUU C LeJIbI0 YMEeHBIIEHUsT KOJMYecTBa
obpailieHui B cepBUC-/1eCK;

MOBBINIATL KauecTBO MHGOpPMALUU U [JaHHBIX [/ YBe/JIHUeHUS
VIOBJIETBOPEHHOCTH  3aKa3uMKOB W WHBECTOPOB  TPH
OJHOBPEMEHHOM ONTHMM3AL[MU 3aTPaT Ha MPOU3BOACTBO U
10 AEPIKKY;

MOBBILIATE KAaueCTBO J[JOKYMEHTALlMM, OTHOCSIIEHCS K ITamy
Bnegpenus;

obecreuuTs IeTKUM JOCTYM K MHGOPMalKu, 4To0bl Te, KOMY OHa
HeoOxofiMa, He TpPaTU/IM BpeMs Ha Aoaruil nmouck. OcobeHHO
aKTyaJbHO B OTHOLIEHUM KPUTHUUECKUX [JeSTeIbHOCTeH, TaKuX
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KdK YIIDdBJ/IeHHEe B C/1ydde KPYITHBIX HHIIHEHTOB.

6. oripege/nuTb E,H'I/IH]:IIU‘I HCTOYHHK I/IHCl}ClpMEl]_]I‘II‘I, KDTOpri:I
IM03BOJUT 0OMeHMBATLCA el B PdMEKdX XH3HEHHOI'o HUK/Iad U C
HHBECTOpPaMH C LE&J/IbH obecrreueHMs MaKCHMa/IbHOTO KauyecTBa
HHCl)OpMaLU/II/I U 00erueHus YIIpaBJ/IEHH A €10,

7. npeaocTaBjidATh IMOJHYH I/IHCl)OpMElL[HI-O npoueccam WPEIBHEHHFI
pemr3aMHi, H3MEHEHWUSIMH H pa3paﬁormi?1, r[[Elﬁ]:l OHH MOITTH
[MIPUHHUMATE PelleHrd O repefadye pejk3d Ha TeCTUDOBdAHHWE HITH
SKCILTYyAdTallU 0.

Jlyunimie npakTUKu:

© TIpefloCTaBieHUE [OCTyrNa, Tpe3eHTaluii U HWHCTPYMEHTOB
otuetHOCTU 11 CHUCTEMBI yrpaB/IeHUs 3HAHUSIMHU [0 yCIyram
(SKMS) u Cuctemsl yrpasyenus koHpurypamusamu (CMS);

o mpegocTaBieHue ynqobHbIX nHTepdeiicoB goctyna K SKMS wu
CMS jansi pasHbIX JiOfield W poJieid, uToObl OHW MOIIH
CBOEBPEMEeHHO NPUHUMATh HeoOX0iUMBbIe peleHus;

°o obOweguHeHHe u nybnukaus TpeJCKa3yeMbIX u
Hernpe/cKkazyeMbIX 3GdeKToB M3MeHeHUs, pa3Tuuus aKTyalabHOU
W TpeJCKa3biBaeMOW TMPOW3BOAUTENLHOCTH W MOIIHOCTH,
(hopMHUpOBaTE NepeYeHb PUCKOB;

© yDeguThCSI B KOPPEeKTHOCTH HWHGOpPMALUM OT YpaBieHUs
KOH(UTYpaLusiMu U YnpaeneHus akmugamu,

© mpefoCTaBjeHHWe  JaHHBIX, WHpoOpMAaUMKU W 3HAHWUINA,
HeOoOXOAUMBIX /i paspellieHusi MPOOJEeMHBIX  CUTYal[uid
(MHITUIEHTOB U O1M 00K).

9. IlnaHupoBaHMe MAKeTOB /s pesii3a U pa3BepThIBAHUS

[MTo3unus:

[TakeTnl AT pejsin30B AO/TXKHBI OLITh CIIJIAaHHU POBAHBI H
CITPOEKTHPOBAHEI TdK, 4TODOBI HX CGOPK&], TeCTHpOBdHHE,
npegocraBjieHHde HW Iiepefada B TMPOMBINUVIEHHYH) 3SKCIIJIyaTdllHK
OCYILIECTB/IAIMCb H4 CONNIACOBAHHBIX  YPOBHAX E)Clxl}EK'I'I/IBHOCTI/I,
OTUETHOCTH H 3aTp4T.

[TpuHIUTIBL:

1. monuTHKa pPear30B OOJ/IXKHA OLITL CcomacoBaHa C 0M3HeCOM M
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BCEMHM JIPYTUMM y4aCTHHUKaMu BHeapeHus;
IJIaHUPOBaHKe pe/n30B HeoOxoquMo NIPOU3BOAUTH
3ab/1aroBpeMeHH0;
UCIIO/Ib30BaHHE PEeCYPCOB [A0/DKHO OBITh ONTHUMH3UPOBAHO B
paMkax BHespenus;
HeobxoauMo NJIaHUpPOBaThb MeXaHHU3MBbI BBIITYCKa U
pacrnpocTpaHeHusl yCIyr Tak, 4ToOwl obecrneuuTs 11e10CTHOCTD
KOMIIOHEHTOB B paMKax 3TanoB BHejpeHus;
OLleHKa M yIpaB/eHHe pPHUCKAMH W3bATUS WA MCIpaB/IeHHs
oumMOOYHBIX PETU30B;
HeoOXomMMO u3MepaTh "ycrex U Heygauud' pein30B C 11e/IbH
JanbpHen el ONTUMH3ALUHU 3aTpar u YBEJIMUeHUS
3(eKTUBHOCTH.

Jlyunimie npakTUKu:

o pce oOHOBEHUA pPenr30B OOJTAKHBI OLITD OTOGPEI)KEHI:I B

Cucreme yrnpaByeHnus koHpurypausamu (CMS);

HeoOxouMO (UKCHpOBaTh [aThl PeIU30B U pa3BepThIBaHUS
BMeCTe C OTHOCSLMMHUCA K HUM 3allpocaMM Ha M3MEHeHUe U
npobiemMamu;

NpoLeAypbl, UCIOJb3yeMble [/s YIIpaB/eHHs, pa3BepTbiBaHUs,
npejoCTaBieHusl, NyO/NUKAaLUH WU PacrpoCTPaHeHUs, [O/DKHBI
ObITE 0TpabOTaHEI U MPOBEPEHBI:

uHpopmalusg 0 TOM, UTO HeoOXOAMMO /IS pefn3a, A0JDKHA
JOXOAUTb 10  COOTBETCTBYHOIIMX YYaCTHUKOB  MpoLiecca
BHegpenus B BuJe [AOKYMEHTOB, Hampumep, TeXHUYECKUe
TpeboBaHus A1 Cpeibl TECTHPOBAHUSL.

10. YmpaBneHUe U3MEHEHUAMH Kypca

[MTo3urus:

BHesnpeHue sABASeTCA [JJAUTENbHBIM U TPYLOEMKHM IPOLIeCCOM, Ha
KOTOPBIM B/IMSET MHOXECTBO (PAKTOPOB. YUACTHUKHU [IO/DKHBI ObITh
crioco0OHBI pacrno3HaBaTk CUTYalLMU U 0OCTOSATENBCTBA, TTPU KOTOPBIX
TpebyeTcst CMeHa Ui KOPPEeKTHUPOBKa Kypca BHesipeHusi.

Llensto  YmpaBneHusi U3MEHEHUsSIMM Kypca dABisietcsi oOydyeHue
repcoHasa TOMY, Kak pacro3HaBaTh HeO0OX0AUMOCTE KOPPEKTHUPYIOIIMX
Mep U BHOCUTH TIPeJJIOKEeHHUS] Ha H3MEHeHHe Kypca C Y4eToM
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CYILECTBYIOIIMX OTPAHUUEHU .
[TpuHLMOIBL:

1. cnocobcTBoBaTh  TOMY, 4TOOBI ~ WMHBECTOPbI  MOHUMAH
HeoOXoMMOCTh W3MEHEeHWH TM/IaHOB U TPUHUMAIU B HHX
y4acTue;

2. WCMOJ/Ib30BaTh OMbBIT TPEAbIAYIMX KOPPEKIUH C  1e/bio
npejcKazaHus UX HeoOXoAMMOCTH B OyayiemM U MOBTOPHOTO
MCI0/Ib30BaHMsl YCIeIIHbIX MTOJX00B;

3. cobupats uHMOpPMaLIMIO OT 3aBEpPIIEHHBIX BHEAPEHUU U [e/aThb
ee J0CTYITHOM;

4. ynpaBnsTb W3MEHEHMEM Kypca C TIOMOIBI0 YpaB/ieHUus
W3MEHEeHUSIMM W JPYIMX TOAXOASIMX TPOLeayp B paMKax
JKU3HEHHOTO LMK/Ia YCIyL

Jlyunimie npakTUKu:

© nis  yIpaB/eHUs  HU3MeHeHUAMU Kypca  HeoOxogumo
UCMO0/b30BaTh  MpPakTUKM  MEHe[pKMeHTa M Ipoljecca
YiipaB/ieHUs U3MEHeHUAMY;

© IOKyMEHTHPOBAaTb U KOHTPO/IUPOBATE BCe W3MEHeHHUs, HO 0e3
nuiHeR "6ropokpatun'

© mpenocTaByaTh UHGpopMauio 06 U3MEeHeHUsX, KOTOpbie OblIn
MIPUMEHEeHbI nocsue COOTBETCTBYIOLIEH HaCTpPOUKH
KOH(UTYpaIui;

© mpu HeoOXOJUMOCTH BOBJIEKATb UHBECTOPOB B M3MEHEHHUSL.

11. TlpoakTuBHOe yIrpaBJfieHHe pecypcaMu B paMkax BHeapeHus

[MTo3unus:

[IpefocTaRasTh U pacmpefensTb Pecypcbl B paMKax BHejipeHus Tak,
yT0OBI M30€KaTh /IH0OBIX 3a/epPiKeK.

[TpuHIUTIBL:

1. ompeaenuTb pecypchbl, UHGOPMALIMIO U HABBIKM, HEOOXOAUMBIE
[71s1 ocy1ecTBieHus BHenpenus;

2. chopmHpoBaTh KOMAH[Y, CIOCOOHYH YCIEIHO peajn30BaTh
crpareruto BHezpeHMS, MPOEKTHYH [JAOKYMEHTAL[HK) M TaKeT
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penu3a;
BBIJIeNIATE  Pecypcbl, HeoOXogumble A1 KPUTHYECKUX
JesTenbHOCTeil B paMkax  Buegpenus, C  1Leblo

NpeAoTBPAlleHUs 3a[epP>KeK B UX MPeJJOCTAB/IeHUH;
aBTOMAaTU3UPOBATh TMPOILECCHI, KOTOPbIE YAaCTO MOBTOPSIFOTCA
WU TIOZIBep’KeHbl OImMOKaM CO CTOPOHBI TepCcoHasna, C Leabi
noBbIlIeHUsA  3(QdeKTUBHOCTU  JesiITeIbHOCTe B paMKax
Bueapenus.

Jlyunimie npakTUKu:

o BBHHMOr[[Ei;ICTBHE C yripaB/JeHHeM IepCOHA/IOM, MOCTAaBIIHKAMH

U T.I., C L|eJIbI0 OTIpeJesieHus], yrpaBjleHUuss U UCII0Ib30BaHUS
JOCTYITHBIX U TIOAXOASAIIMX PECYPCOB;

omnpejeneHue HeOOXOOUMBIX PeCcypCcoB, KOTOPble HaXOAATCS 3a
npeaenamu ITSM, u Ux UCTT0/IHL30BaHUE;

MPOAKTUBHOE YIIPaBJ/€HHE PACIpe/ie/IeHUEM PeCypCOB C LIeTbH
MUHUMM3AL[UM HETaTUBHOTO BJIMSHUSL 3a/IePXKKH B OJHOM
BHEJIPEHUU Ha JIpyroe.

12. YuacTue Ha paHHUX CTaAMAX )KU3HEHHOTO L{UK/Ia YCIYTH

[MTo3unus:

Heo6x0uM0O KOHTPOTMPOBATh YCAYTY HAa PAHHUX CTa/IUSIX )KU3HEHHOTO
LIMKJIA C L[e/bI0 MPOBEPKU ee CrIoCOOHOCTH MpeAoCTaBasaTs Tpebyemyro
LIeHHOCTb.

[TpuHIUTIBL:

1. ucmonb30BaTh pa3nUyHbIe CrOCOOBI A5t 0OHapy)KeHus OommMOoK

u cboeB Ha paHHMX I3Tanax >KU3HEHHOro LMKIA ycayru. Yem
paHelle OHU OyayT BBISBIEHBI, TeM [emleBye Oyzer wux
YCTPAHUTE;

WAeHTU(UIIMDOBAaThL UM3MEHeHUS, KOTOpble He TPUHEeCYT
0’KU/IaeMOH BBITOAbI, U OCTAHOBUTH UX [0 TOrO, KaK PEeCypChI
OyayT UCIOMB30BAHEBI BITYCTYIO.

Jlyunimie npakTUKu:

© BOBJ/IEKATH 3dKAa3UHKOB MW HX l'lpe,HICTaBHTEHEﬁ B Iponecc
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TeCTUpPpOBAHHHA, yTOORI TMOHATb, KdAK MOXHO [JOKd3dTb WM, 4YTO
YCiyra IIpyUHeceT AJid HUX BBITOAY,
BOBJ/IPKAThL II0/Ib30BaTeNleil B TeCTHpOBdAHHWEe TaM, IAe 5TO
BO3MOXHO, yTOOBI IMpOBEpUTL, KdK OHH Gy,[l'yT HCIIO0/TIB30BATh
YCIIYT'Y Ha MMTPaKTHKE,
HCIT0J/IB30BdATH npe,qm,qyluyli?l OIIBIT AJid onpeaeneHusa
BO3MOXKHBIX OIIIMO0K [MPOEKTHUPOBAHHK A,
rnpegycMoOTpeTe M BCTPOWTE B YCIYIY MEXdHHW3MBI, KOTODEIE
MO3BOJAT KOHTPOJ/IMPOBATE LNEHHOCTL YC/JIYTH W IMOKA3bIBATH €€
3dKd34YHKY,
HCITOJ/Ib30BATb HE3dBUCHMbIE€ OLJ€HKY M ayJuT [OJis1 YCTAHOBJ/IEHH A
NpHUueMaeMOCTH PHUCKOB.

13. TapaHTHpOBAaTh KaUeCTBO HOBOUW UM U3MEHEHHOU yC/IyTu

[MTo3unus:

[IpoBepsTh U yTBepsKAaTh MpeoXKeHHble U3MEeHeHUsl YCIYT C 11e/bio
rapaHTUM TOTO, YTO OHHU YIOOBIETBOPAT TpebOBaHUS 3aKa3uMKOB U
TIPUHECYT UM BBITOZY.

[TpuHLMOIBL:

BHespeHue [JO/KHO TapaHTUPOBATh, UTO TPEJJI0KEHHBIe
W3MEHEeHHUSs YCJIYT MOTYT OBbITh OCYIIECTB/IEHBI B COOTBETCTBUU C
njaaHamMH, Ccrneuu@UKAlUsIMH U COIVIAIIEHUSIMM B paMKax
COTIACOBAHHBIX YPOBHEH YCIIYT;

yOeauThCs, UTO KOMaH/Ibl, BOBJIEUeHHBIe B mpolijecc BHegpeHus,
JeMCTBUTE/IbHO MOHUMAIOT, UTO I10/Ib30BATeMM W 3aKa3uMKH
XOTSIT TTO/IYUUTD B Pe3y/IkTaTe UCI0Ib30BaHUS YCIIT;

OlleHKa KaueCcTBa M TECTUPOBAaHUE [OJ/DKHBI TPeJOCTABUTh
KOMIIJIEKCHYIO OL[eHKy KayecTBa HOBOM WIM H3MEHeHHOU
YCJIYTH, U COTIPOBOXKIAIOIIMX €€ PUCKOB;

cpeia /Ui TECTUPOBAHUS J[0/DKHA MAaKCMMa/lbHO OTpaXkaTh
Cpeay 3KCITyaTaliu;

MPOEKTUPOBAaHUE U TPOBEJEHHE TeCTUPOBAHUS [JOJDKHBI ObITh
MakCMMa/JlbHO  HE3aBUCHMBI  OT  TPOEKTHPOBIIMKOB U
pa3paboOTUMKOB C 11e/bl0  TIOBbIEHUST S(GGEKTUBHOCTH U
pasfeneHusi 00s13aHHOCTeH;

OCYIIECTB/ISTh TPOLIECCHl  YIpaBieHUs KOHGUTypausMu U
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yr[paBJ'IEHHH HpOﬁJ’[EMﬂMI/I B PAMKaX KH3HEHHOI0 UHUK/IA YCIAVT C
HejJgbld HM3MEepeHHMA W  YMEHBIIEHHWSA H3BECTHBIX O]_LI]/IE'I'OK?
BEI3BAHHLBIX HEpe,H'El‘-IEi:I per30B B IMPpOMBILUTEHHYH)
SKCILTYyAdTallU 0.

Jlyunimie npakTUKu:

MOHUMATh MPUOPUTETHI U MPOL[eCCh OU3Heca;

CTapaTbCsi BOBJIEKATH BCE 3aWHTEPECOBAaHHbIE CTOPOHBI B
npoieccel BHeapeHus c 111610 GOPMUPOBAHUS Y HUX [JOBEPUS;
MOHUMATh PA3HUI]y MEXY CpellaMd TeCTUPOBaHus, COOpkU u
paboueil 3KCrIyaTalUu [JIg TOTO, UTOOBI YIIPaBJISThH JH0OBIMU
OTJIMUMSAMHU U TIPOTHO3UPOBATH TOBEJEHUE YC/IYTU B TOW WM
WHOU CUTYal[Uu;

obopygoBaHue [isi TECTUPOBAHUs [O/DKHO YIPaBJSATHCS B
paMKax YrpaB/ieHusi U3MEHeHUsIMU U KOH(UTYpaLusiMu;
OTIIPaBHOM TOUKOM [/Isi peanu3aluv U3MEeHEeHUsl 10/DKHA ObITh
uH(oOpMalUsa O TeKyleM COCTOSHUM YCIyru U uHbopMaius,
MOCTYTao1as ¢ 3Tana [IpoeKTHpoBaHus;

00 TnyO/JMKAMU M PaclpoCTpPaHeHUs YCAyrd Heobxoaumo
OLIEHUTh TPOU3BOJUTETBLHOCTb, KaYeCTBO M 3aTpaThl, KOTOPLIE
ObLIM  CTIpOTHO3MpOBaHbl Ha JTame [IpoekTUpoBaHus, B
KOHTEKCTe TIpPeAbIAVILEr0 OmnbiTa W 00paTHOW CBs3U C
WHBECTOpaMH;

YUUTBIBATh OOCTOSITENBCTBA M YCJIOBUS, KOTOpble  OyayT
MPUCYTCTBOBAThL Ha MPAKTUKE TOCJIe 3aBeplieHus BHeapeHus.

14. TlpoakTuBHOe ynyullleHUe KauecTBa B mpoijecce BHegpeHus

[MTo3unus:

[IpoakTHBHOE MIAHUPOBaHHE U yIydlleHHe HOBOM WU/IU M3MeHeHHOH
yC/Iyru B npoijecce BHegpeHus.

[TpuHIUOBL:

1. obHapykeHHe u yCcTpaHeHWe UHLUAEHTOB U NpobiieM Ha JTame

BHegpeHuss € 1je/Ibl0  YMEHBIIEHUSI BEPOSATHOCTH  UX
BO3HUKHOBEHHUS Ha dTare JKCITyaTal[uH;

NpoakTUBHOe oOOHapyKeHWe U yIrpaBjieHWe WHIUJEHTaMH,
npobremamMu ¥ oumbkamu Ha 3Tane BHeapeHus, C Lenbr
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YMEHBIIIEeHHU 34TpdT, KOJHWYEeCTBAd ,U,opaﬁomx KU HeraTuBHOI'O
B/IUAHMA Ha 6H3HEC;

Jlyunimie npakTUKu:

© CpaBHUBATh 3HAYEHUs MOIIHOCTH, TIPOU3BOAUTENLHOCTH W
3aTpaT, TOJy4YeHHbIe Ha TpakTHKe, C TeMH, KOTOpble OblIH
npejcKasaHbl HA TMPeALIAYIMX JTarax >KU3HEHHOTO LUKIa, C
LJeIbI0  YCTPAHEHUsI paCXOXKAEHWW [0 3aBeplueHus IJTara
Bueapenus;

© MPOBOJUTb HE3aBUCUMYI OII€HKY HOBOW WM WM3MEHeHHOU
YCAYyTH C  1efbl0  TIOCTPOEHUSI TepeuHs pPHUCKOB, HX
KaTerOpUpPOBaHUSI U MUHUMU3ALUH/yCTPAHEHHUS 10 3aBeplIeHus
stana BHegpeHus;

UCII0/Ib30BaTh MepeueHb PUCKOB ISt TECTUPOBAHUS,
NMpeAoCTaBUTh MHCTPYMEHThI TIOAJEP)KKA U [AUarHOCTUKH,
KOTOpbIe B (/lyuae BO3HUKHOBEHHMsI TIpobseM Ha ITame
JKCTUTyaTaljui UM TeCTUPOBAHUS TO3BOJAT OLICTPO HAWTHU H
YCTPaHUTB NIpobiemMy;

o obecneunTh 0OMeH wuHpopMalueir Mexay BHeapeHuem wu
OKCITyaTaljien C 1e/ibl0 YMEeHbILIeHWSI BDEMEeHU AMarHOCTUKM U
peleHus npobem;

© (UKCUPOBATh U3BECTHBIE ONMOKM U YCTPAHSTb WHLIUJEHTHI B
COOTBETCTBUM C UX IPUOPUTETAMH;

© TIPOAKTUBHBIM aHA/U3 OCHOBHBIX TMPUYUH TIOBTOPSIIOLIMXCS U
KPUTHUYHBIX UHI[U/IEHTOB;

© gnaccudukauus, U3MepeHre U JOKYMeHTHDOBAaHHE KOJIMUeCcTBa
npobseM W MHIMJEHTOB B pPaMKaxX KaKJOro penusa U HUX
HEraTUBHOTO BJIUSIHUSA C 11e/IbI0 BBISIBJIEHUSI BO3MOXKHOCTEH 10
YCTPaHEHUI0 OIMOO0K;

© CpaBHUBATb KOMMYECTBO U CTeNeHb HEraTUBHOTO BJIUSHUSA
npobaem U UHLHUJEHTOB MEXIY pPa3TMYHBIMU
Pa3BepPTLIBAHUAMM C Le/IbI0 WUAeHTU(UKALUM YIYULIeHUH |
pasperLIeHus OCHOBHBIX Mpobiem;

© wH(pOPMHUpPOBAThL YpaBleHUe WHIUAEHTAMU U YIpaB/IeHHE
npobsemamMu 0060 BCex UCIpaBjieHUsIX U Mpobiemax B paMkax
Bueapenus.
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[TnannpoBanve BHejapeHusi. YmpaB/ieHHWe W3MeHEHUSIMH,
aKTMBaMHU Y KOH(UrypaLiusiMy B pamKax BHeapeHus

[Tpowjecch! U feaTeNbHOCTH B paMKax 3Tana BHegpeHUs ycayr: Le/b, BXO4bl U
BBIXO/]bl, OCHOBHBIE JIeATeTbHOCTH U KIH0ueBbie MmoKa3aTenu 3(deKTUBHOCTH.
B nexyuu paccmaTtpuBaroTcs cieayioupe npoueccel: [lnaHupoBaHue U
nogjepkka Buegpenus. YnpaBieHue u3MeHeHUAMH, YIIpaB/ieHUe aKTUBaMU

U KOH(UTYpaIusamMu.

B Ommkalnmx NeKIusSX Mbl PACCMOTPHUM TIPOI[€CChI, KOTOPbI€ COCTaB/SAKT
ocHOBY 3Tana Braenpenusi ycnyr Ilpoijecchl, aesaTenbHOCTH B UX PaMKaxX H
B3aMMOCBSI3U MOKa3aHbI Ha puc. 8.1.

YNpaEneHne HamaHeHnANK

TTL ST T

YNpaeneHne pacypcamid U KOHDURYDALMAMIA

vy U @

MnakMpoBaHie W Noaaep:Hka BHegpeHna

FHCNMYSTAUMA YCYTA NN M3MEHEHUA

s : \ \
NnanuposaHue u oo TecTMpOEaHUE W Mepena4a, Ofiacp u
NoAroToBKa e F:maHm MANOTHPOBEHKWE pa3eepThiBaHUE, 3aBepleHie
penuaa k YCIyru BOCCTaHOEMEHME Exenpexna

YnpaeneHue penuzamy U pazeRepThIBAHUENM ‘ Mopnepska B Hauane skcnnyaTaLuy ]

MogreepxaeHHe w TECTUPOBAHUE yCnyr |

‘ YNpPEBneHue 3HaHUAMM ™

Aanpocd Ha Touxa Touka
b mmr::ueuuq ES DCPMNPOEAHAA VETIONB30EZHNA
BA3CE0D COGTORHA NPOEKTOR Yanyr

Puc. 8.1. Ilpoueccsl B pamkax BHegpenus

HEKDTOprE H3 TIpeACTaBJIEHHBIX IIpOLeCcCOB BBIXOAAT 34 PdAMKH 3Tdlld
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Bueapenus. Tem He MeHee, OHU paccMarpuBaroTcs B nybnukaruu "ITILV3.
Service Transition”, Tak kak naexxat B ocHoBe BnHeapenus. [lanee Mol
pacCMOTpPUM Lefd, O0XBaT, JesTeNbHOCTU W [pyrue MapaMeTpel U
COCTaBJIAKOLMe [1IPOLIeCcCoB, NpeCcTaBAeHHbIM Ha puc. 8.1.

8.1. ITmanupoBaHue u nogaepkka BHeapeHust
OcHoeHble 1jenu [TnanMpoBaHus U noAAep>xku BHepeHus:

1. mjaHUpOBaHWE PeCypCcoOB U  MOIHOCTeH, HeoOXOAUMBIX /s
KOMIIIeKTOBaHHM S, cbopxw, TeCTUPOBaHUS, nybnuKanuu,
pasBepThIBAaHUS W BBIBOJAA HOBBIX WM W3MEHEHHBIX YC/IYI B
TIPOMBILITIEHHYIO KCTITyaTal|Uuio;

2. mpejocCTaB/ieHHe MOAeP)KKH [Jisl TepcoHana B paMkax BHeapeHus;

3. MJaHUPOBAHWE U3MeHeHUU, HeobxooumbiXx s 3¢dekTUBHOrO
yrpaB/eHUs  aKTUBAMH  3aKAa3UuMKOB,  AaKTUBAaMH  yCIyT |
KOHOUTYpaLIU IMU;

4. BegeHue OTUETHOCTA 000 BCex mpobsiemax, pUCKaX U PACXOXKAEHUSIX
repeji 3aMHTEPECOBAHHLIMM CTOPOHAMH M T€MH, KTO OTBETCTBEHEH 3a
MIPUHSATHE PelleHU;

5. KoopAuHaLUs MIPOEKTOB, MOCTaBIIHMKOB 1 KOHTPAKTOB,

TOAJeP)KUBAKOLMX YCIYTH.
[TnanuporaHue u noajep>kka BHegpeHnus BxiouaeT B ceodst:

1. yuet onepayuoHHbix mpeboeaHull © TpebOOBaHUN TPOEKTUPOBAHUS B
niaHax Baespenus;

2. ympaBJieHHe OeSTebHOCTSMU B paMKax BHegpeHus;

3. ympaBjieHWe TIpolleccaMd, DHUCKaMH M pacXOXKAEHUAMH B pPaMKax
Bueapenus;

4. KaueCTBeHHBIM TepecMOTp TMJaHOB BHeapeHus, pa3BepTbIBAaHUS U
penu3sa yciyr;

5. B3aMMOJeHCTBHe C 3aKa3uMKaMH, TI0b30BATeISMU U JPYTUMHU
3aMHTEPEeCOBAHHBIMA ~ CTOPOHAMA B BOMpOCAX,  KACAHOIUXCS
BHEJpEHUS;

6. MOHUTODUHT U yIydllleHHEe TIPOW3BOJUTENBHOCTH BHeapeHusi Kak
rpoijecca.

191



J.A. CKpPHITHHK ITIL. IT Service Management no cmandapmam V3.1
BHE,HPEHI/IE TpE6y'ET BHHMATE/JIBHOI'O T1I0AX04a MW IMOC/AeJOBATE/TbHBIX
,I[EIL:ICTBHFI. HEPBOE, 4qTo HE‘OﬁXD,[LI‘IMO OornpeaennuTsb - CTpaTEFHﬂ BHE,HPEHI/IFI.
Omna orpependeT 06H_[[/Ii:l IMmoaxoa OpraHM3dijuid K BHEADEHHWKD W [JOJIXKHA
paCcCMaTpUBATh C/IeAyIOLIee:

e Bueapenus;

KOHTEKCT BHeJpeHUs (3aKa3uuKH, JOTOBOPA U T.IL.);

OXBAT - TO, UTO BXOAWUT U He BXOAUT B paMKu BHenpenus;
TIPUMEHsIEMbI@ CTAH/apThl, COMIALLIEHUs, TPeOOBAHUSI PETYIATOPOB U
KOHTPaKTOB;

OpraHM3alluy U UHBECTOPhI, BOB/eUeHHBIe BO BHegpeHue;

® cTpykrypa BHeapeHus:

© MpPUMEHsIeMbIe TTOJIUTUKH, MPOL[eCChl U TPAKTUKHU;

© pOJIU U OTBETCTBEHHOCTH;

© pacmpejiesieHHe PeCypcoB B paMKax BHezpeHus;

© ¢opMupoBaHue TpebOBaHUM K MOATOTOBKE U 00yUeHUIO;
o]

o

o]

MeXaHW3M aBTOPU3al[UM JJIs1 AOCTYIA K peii3aM U U3MeHEeHUsIM;
MCI0/Ib30BaHM e HAKOTIJIeHHOTO OMbITA, TPAKTUKU U JJAHHBIX;
pacripefieieHHbIe PecypCbl W YCAYTH, MOAJepPKUBAOIe
Bueapenue;

® KpPUTEPUM ycrexa [jisl KKA0N cTaauu BHeapeHus, a Takke OCTAaHOBKH

WJTK Tiepe3anycka JesiTe/IbHOCTel B paMkax BHeapeHus;
e ornpejeneHue TpeOOBaHUN W COAEpP)KaHUSI HOBOW WA W3MEHEHHOU
YC/IyTU B KOHTeKCTe BHegpeHus;
® T[epcoHas - Ha3HaYeHUe Ha Poju, oOyueHue U T.1.;
e noaxon K BHegpeHuio:
© Mogens BHeapeHus;
O [JIaHBI yIipaBaeHus WU3MEHEeHUSIMH, aKTUBaMHU,
KOH(UTYpal[UsIMU U 3HAHUSIMU;

© TIIAaHUPOBAHUE 3aTPaT, peCypCOB M OI[eHOYHBIX PaboT;

© TOArOTOBKa K BHeapeHU;

© OLIeHKa;

© KOMIJIeKTOBaHUe, CHOpKa, pa3BepTeIBaHUE U PaHHSIS MO/ AepPiKKa
penu3a;

© KOHTPOJbL UM  ympaBieHue  mpobnemamu,  oumbkamw,

HHUOHWOEHTAaMH U T.II1.

MOHHUTOPHHTI ITPOLEeCCOB U Cl)OpMHpOBaHI‘IE OTYETHOCTH,

CUCTeéMd U3MEPEeHUA IMTPOHU3BOIUTE/IBHOCTH YC/IVT,

KMK4YeBbie TI10KA3dTe/MHW [MPOM3IBOAWMTE/IBHOCTH MW LelMru 10
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YIYULIeHHIO.
. BbIXOJbI ,[LEHTEH]:HOCTEFI B pPadaMEKax BHE,HJ)EHHF[, B TOM 4uC/e

JnoKymeHTarus[16].

Bropoii cragueii siBniseTcs noarotoBka K BHegpenuto. Ha 3toit cragum
MPOBEPSIIOTCS U COOMPAIOTCS BCe BXOABI MPOLIECCOB, HATUUHe HeoOXoAuMbIX
KoH(urypauii u obias roToBHOCTh K BHepenuto. B uactHOCTH, AeTanbHO
paccMaTpUBaeTCs MpOoeKTHas JokyMeHTanus (SDP), mocTynuBimias C 3Tara
[MpoexktupoBanus. FiMeHHO OHa BO MHOTOM orpeaensieT BHegpeHue.

Cnepyrolljas CTajus - NMAaHUpOBaHue M koopAuHauusi Buegpenus. Ilnan
BHegpeHusi onmuchiBaeT 3a7aud U JAeHCTBUS, HeoOXoguMble AJIs Tiepejaduu
pesn3a Ha TeCTUPOBaHWE WJIM NPOMBILUIEHHYK 3KCIUTyaTanu. OJHUM U3
OCHOBHBIX BOIIPOCOB ABJISIETCS pacrpejeneHue pecypcoB [Jisi KOHKPeTHBIX
JesiTembHOCTeH B paMkax BHespeHwusi.

HabGop mnsaHoB BHejapeHusi HaxoguTcsi Mexnay CTpaTerueil BHeJpeHUS U
NaHaMy HHU3LMX yYPOBHEH - MJIaHaMU penu3oB, cOOpKU, TECTUPOBAHUS U
T.I.

HNanee Heobxogumo obecneunTh MogAep>kky Bueapenus. Ciofla OTHOCATCS
BOMPOCHI B3aUMOJEHCTBUST CO BCEMH 3aUMHTEPECOBAHHBIMU JIUIAMH,
MOHHUTOPHUHTA NTPOU3BOAUTENBHOCTH YCIYyTr U obecriedeHue 0OpaTHOU CBSA3M
C APYTMMH 3TaraMu >KU3HEeHHOro HuKia. PopMUpoBaHUE OTYETHOCTH O XOfie
MpOLIeCCOB U JIOBeJleHHe ee N0 DPYKOBOJCTBA M 3aUHTEPECOBAHHBIX JIHI]
MO3BOJIUT CJeNaTh BBLIBOALI O COOTBETCTBUM MJjaHaM, CTpPaTeruaM WU
craHjaprTam, a Takke s¢hdexkTuBHOCTH BHepeHus B 1jesom.

Takum o00pa3oM, OCHOBHBIMHU BbIXOZaMu Tiporecca [lnaHupoBaHus W
nogaepkku BHegpenus siastorcs Ctparerusi BHegpenus u Habop miaHOB
Bnegpenus.

Kniouesnie rmokasarenu MMPOM3BOAWUTE/NBHOCTH IMpoLiecca:

® KO/MMYEeCTBO Ppe/HM30B, KOTOpPble COOTBETCTBYHOT COIJIaCOBAHHBIM
Tp96OBaHI/IHM 3dKd34UMKOB TII0 34TpdTdM, Kd4eCTBY, OXBdATYy H
BPEMEHHBIM DdAMKAM,

¢ yMeHbIlIeHHe HeCOOTBEeTCTBHs MeXJy TeM, 4YTO II0JaydaeTcs Ha
IIpAKTHKE, U TEM, UTO IIJIAHHUPOBA/TOCh,
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¢ VyBe/IHMUeHHe YIOBIETBOPEHHOCTH [o/Jb30BaTe/ieid W 3aKa3uMKOB
IIJldHdMX W KOMMYHHUKALIUAMH, KOTOPbI€ IIO3BOJIAKOT HACTPAMBATBh
GHBHEC-,H'EHTE'H]:HOCTB B COOTBETCTBHH C I1/IdHAMH BHQ,HPEHHH;
¢ VYMEHLIIEHHEe KOMTHYeCTBd PHUCKOB, BOIMIPOCOB M 3a/epiKeK, BbI3BaHHBIX
HEKODPEKTHBIM IIJIAaHUPOBAHHEM.

8.2. YripaBsieHUe U3MeHeHUsAMU

W3meHeHus SB/SIOTCS BaKHOW cocTaB/stomeid moboro busHeca. OHM MoryT
ObITh TPOAKTUBHLIMU M peakTUBHbLIMU. [IpoakTHBHBIE HamMpaBJjieHbl Ha
ynyuieHue Ou3Heca, HapUMep, YMEHbBIIEHUEe W3/IeP)KEK U/U YBeIUueHUe
5GGeKTUBHOCTH  TIOAAEP)KKM.  PeakTUBHBIE  SIBJISIOTCS.  OTBETHBIMU
NeiCTBUSAMU Ha BO3HMKawIMe o6cTosTenbcTBa. Yalle BCero oCyecTBiaeHue
PeaKkTUBHBIX U3MEHEHUH CBsI3aHO C ajanTaiueld O6U3Heca K U3MEHSIOIIMMCS
obcTosITeTbCTBAM.

W3meHeHue MOXeT HMMeThb Ppa3IMuUHYK TPakTOBKY B 3aBHCHUMOCTH OT
KOHTeKcTa. M3meHeHue ycnyr - pobaBieHue, Mogudukaiius Uiu yoajaeHue
YTBEpP)KIEHHOW, 3aryIAHUPOBAHHOW WM TIOAJAEpP)KUBAeMOU YC/IYyIM WU/IH ee
KOMITOHEHTA U COOTBeTCTBYIOIIeH JOKYMEHTALMH.

YripaB/iieHUe M3MEHEHHSIMM OXBAThIBAeT M3MEHEHUsl B OCHOBHBIX aKTUBaX
YCIIYT U KOHOUTYPAIJMOHHBIX eJUHULIAX B TeUEHUEe BCEro XU3HEHHOTO 1[UK/Ia

YCTIyT.

YipaeneHue u3MeHeHUsIMU HeoOXOAUMO MO CJIeVIOLMM TTPUYNHAM:

1. onTUMH3ALUS PUCKOB;

2. MUHMMM3AI[Wsl HETATUBHOTO BAMSHUS Ha G6HM3HEC Co CTOPOHBI O OG0K
U cboes;

3. ycmeiHasl peanu3aijis HU3MEHEHUH C TTepBOU MOMBITKH.

OCHOBHBIMHA nemaaMHu yﬂpaBHEHI/IH U3MeHEeHUSAMH fBseTCa obecrieueHue:

® JCMOMB30BAHUSA CTaHJAapTHLIX METOJOB W TpoLjeAyp A ObICTpOi u
3thdeKTUBHON peanu3al|ui U3MEHeHUH;

¢ ¢ukcauuu Bcex WU3MEHEHMH B akKTHBAxX YCJIYT U KOHQUTYpalusx B
Cucreme Yrpasnenus koHgurypamusmu (CMS);
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® ONTHMH3ALHH BCeX PHCKOB /15 busHeca.

Ha puc. 8.2 npencraBneH oxsaT npoijecca YipaBjieHusi U3MeHeHUsIMU.

BuaHec MocTaBwmMK yenyr MocTaswmk
b
e e AR cr YnpasneHHe yonyramu 3"2 E:E:S:: i
M3IMEHEHUA GMaLecom P ¥eny!
NOCTAB LWMKA
L |_ -
| [
|
TakTuMeckne Ynpasnerme \ Ynpaenexue
M3MEHEHUA Guanec- MNapTdens yomyr BHELLHIAM K
NPOLECCAMM YCYramm
[
[
|
OnepauuorHsie y"gj:ﬂ”::“a Onepauum © Brewrune
HAMEHEHWA 5
cnyramu
onepauuAmMy yeny! onepaynmn

Puc. 8.2. Oxgpar YrnpaBieHusl U3MEHEHUIMHU

CTparernueckue W3MeHeHHs MOCTynawT c 3Tana [locTpoeHus: crpareruu
WM OT TIPOLeCCOB yrpaBjeHUsi Ou3Hec-OTHOWEHUAMU. TakTuueckue
WU3MEeHEeHUs1 YCIYr MoCTynawT oT 3Tana [lpoektuporanusi, HerpeprlBHOrO
VIY4llleHUsl YCJAYT U OT TIPOLIeCCOB VYNPABJAeHUS HA YPOBHE YCIYL
Koppekrupywonume wu3MeHeHUs, HWCIPaBAeHUEe OHNMOOK B CYIIECTBYHOIIMX
yciyrax - OT 3Tarna JKCIlyaTaluu.

YHpaBHEHI‘Ie H3MEHEeHUAMH T1peaCTaB/IdeT eEHHOCTb /14 6u3Heca TéM, 4YTO:

[y

KaTeropupyeT 1je/l1 W3MeHeHul OU3Heca U 3aKa3uMKOB U TTOMOTAeT MX

OCYILIECTBUTH;

2. peanu3yeT W3MEHEHMS, KOTOpPbIe COOTBETCTBYIOT MOTpeOHOCTIM
3aKa3uMKOB, OJHOBPEMEHHO C ONTUMM3aI[Mel 3aTpar;

3. crapaetcs BBITIONHATH TpeboBaHWs 3aKOHA, KOHTPAKTOB, PYKOBOJCTBA
U PEryIsiTOPOB;

4. yMeHbIAeT KOJTMUYECTBO HEYIABIIMXCS U3MEHEeHUU U, COOTBETCTBEHHO,

KOJIUuecTBO cO0eB, OCTAHOBOK U TIPOCTOEB YCJIVT;
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5. ocylecTBisieT U3MeHEeHHUsI B YCTAaHOBJIEHHOM OW3HeCOM BpeMeHHOM
WHTepBarne;

6. c/eguT 3a U3MEHEeHUSIMU Ha BCeM XKU3HEHHOM LIUKIIe YCIIVT,

7. crapaetrcs oO0ecreudTh Jydllde TMOKa3aTed B aclekTax KauecTBa,
BPEMEeHHU U 3aTpar;

8. oLeHUBaeT PHCKU, COMYTCTBYIOIME BHEPEHHUIO;

9. momoraeT yBenWYMTBH MPOAYKTUBHOCTHL pabOThl mepcoHana TeM, uTO
MUHUMU3UDPYET HapyieHuss u cbou, a, ciaeloBaTenbHO, VIydillaeT
JIOCTYITHOCTB YC/IYT;

10. ymenbimaetr CpenHee BpeMsi BoccTaHoBaeHuss yoiayr (MTRS)
TOCpe/ICTBOM OBICTPOM U YCTELIHOM peanu3aliui W3MeHeHUH;

11. coTpygHUuaeT C mMpoLeccoM u3MeHeHUs Ou3Heca /Ui BBISIBIEHUS

BO3MOJXKHOCTeH ymyuleHus: Ou3Heca.

XOopouo CTPYKTYpUPOBaHHbLIE U 3aljlaHUPOBAHHBIE HM3MEHEeHUs MOMOTalT
Our3HeCy COKpaTUTb U3/EePKKU U MOBLICUTH 3(eKTUBHOCTb.

MO,ELEHB rnponecca U3MeHeHHA A0/ KHd BK/IHOYAaTh C/IeJYHOIIee:

1. mlard, KOTOpbIe [AO/DKHBI OBITh TIPEATIPUHSATHI Ui peanu3aljuu
W3MEeHEeHUs, B TOM 4YKC/e paspeiieHue nmpobiemM v HermpeaBuJeHHBIX
COOBITUH;

2. XpOHOJIOTUUECKWH MOPS/I0K MIaroB;

OTBETCTBEHHOCTH U pacripe/iesieHue 0053aHHOCTeH;

4. TpaHWllbl, B TOM YKC/Ie BPEMEHHBIE, Ka)KA0H AEeSTelbHOCTA B paMKax
rporiecca;

w

Hu ogHo wu3MeHeHUWe He [IO/DKHO OCYIIECTBAATHCS 6Oe3  ueTkoro
NJaHUPOBAaHUA [eWCTBUN B Ciay4ae, e OHO OygeT HeyjauHbIM -
'MmjraHupoBaHue WucrpasieHus’'. B wupgeane go/bKeH ObITh HEKUM TjIaH
"backup", KoTOpBI!i TO3BOMUT OpraHU3alMyd BEePHYThCS B COCTOSIHUE,
npeJLecTBylolljee M3MeHeHHI0. TONMbKO MOCPeACTBOM OLIeHKA TOTrO, Kakue
JefCTBUS TIO UCIPABIHUI0 BO3MOXKHBI B KOHKPETHOM CUTYaI[UM, MOXXHO
omnpefenuTbh PUCKH, COOTBETCTBYIOLIME U3MEHEeHU 0.

'HEHTEJ'I]:HOCTI/I B PaMKax YHPBBHEHI‘IH HM3MEeHeHHAMH BK/IHYAK0T!

1. MM/IaHUPOBAHKWE U KOHTPOJIb HBMEHEHHﬁ;
2. cocTaB/ieHHe paCHI/ICﬂHI/Iﬁ AJIs U3MEeHeHU U PeIn30B,
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3.

4.

©®oNo

obecrieueHre KOMMYHUKALIMU MEXJy BCEMHM VUaCTHUKAaMHU U
KOMITOHEeHTaMH;

aBTOpU3aLUsA K U3MEeHeHUsAM (TO eCThb pa3pelleHUus J0CTyla TeM, KTO
YJIIOTHOMOYEH BHOCUTh M3MEHEHHUs) W TIPUHSTHE  pelleHun
OTHOCUTE/ILHO U3MEHEeHUH;

dopMupoBaHMe TIJIAHOB TI0  WCIPABJIEHUIO, KOTOpble  Oyayr
3a/1eliCTBOBAHBI B C/lyuae HeylauHbIX U3MeHeHU;

V3MepeHue U KOHTPOJIb;

dopMupoBaHUe yIpaB/leHUeCKOW OTUETHOCTH;

OLleHKa BJIMSHUS U3MEHeHHs,;

HelpepbIBHOE yIyullleHue.

CraHgapTHbIe eMCTBUS TIPU peann3aliui OTAeNbHbIX U3MeHeHUH

co3gaHue 3anpoca Ha usmeHeHue(RFC);
nepecMoTp u nipoBepka RFC, ¢unibrpaiiys u3MeHeHui;
OLleHKa U Oomnpejie/leHre U3MeHeHHUS:
© yCTaHOBUTb YPOBEHb yIIPaBAe€HUA H3MEHEHUEeM;
© omnpejenuTh YUaCTHUKOB MPOLeCca;
© OLEHUTh MOTHUBALMI0 OWU3Heca, W3AEP)KKH, PUCKA U BBITOABI,
CBSI3aHHBbIE C U3MEHEeHUEeM;
© 3anpoCUTb HE3aBUCUMYH) OL|€HKY U3MeHeHHSI.
yTBepKJeHUe H3MeHeHUsl (B TOM uHCjie ofpeje/ieHUe MeXaHU3MOB
aBTOpU3aLIMU K HEMY);
dopmMHpoOBaHUe TJIAHOB 00OHOBJIEHU ;]
KOOpAMHALUA peanu3alu H3MeHeHUs;
0030p u 3aBepieHUe U3MEHEHHUS.

Ha DHC. 8.3 nmoka3zan nponecc peajaru3aliid CTaHJAPTHOTO K3MEH eHH .
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Puc. 8.3. Ilpoijecc peanu3aiiuu cTaHAapTHOTO U3MeHeHUs

PaccmoTpuMm mogpobHee AelicTBHUS B paMKax peanu3aljud CTaHZAPTHOTO

H3MEHeHH .

3arpoc Ha HM3MEHEeHHe CO03[aeTCs WHULMATOPOM, B KadeCTBe KOTOPOTO
MOJKET BBICTYINATh OT/JE/bHbINA Ue0BeK UIu rpymnna mogei. Eciu tpebyercs
3HAUMTEeNbHOE U3MeHeHue, MoxKeT moTpeboBarscs [IpeiokeHne U3MeHeHUs
(Change Proposal). IlpeanoxkeHne u3MeHeHUs] JODKHO cCofep)kaTb B cebe
netanbHY0 MHGOpMaIu 00 u3MeHeHUH, 000CHOBaHUE ero HeoOXoAUuMOCTH
(B TOM umcre 3KOHOMHUUeCKOe). Bce momyueHHBIe 3anpockl Ha U3MEHEHUs
MO/DKHBI OBITH 3aperucTpupoBaHbl, B TepmMuHonoruu ITIL y kKaxmgoro
U3MEeHeHUs /10/DKHA ObITh 3amuck. 3anuck 00 usmenenuu (Change Record) -
3anuck, coeprKallasi JeTanbHYH
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uHpopmanuio 06 usmenennu. Kaxzgas 3anuce 06 u3mMeHeHUU

JOKYMEHTHDPYeT JKU3HEeHHBbIM I[[UKI OfHOr0 HW3MeHeHUsa. 3anuch 06
W3MEeHEeHUU CO3/aeTcs A/ KaXKJOTO IMOJydeHHOro 3arnpoca Ha U3MeHeHue,
JaXe eClTi OH BMOC/IeJCTBUU OTK/IOHEH (OTBeprHyT). 3amuck 00 U3MeHeHUu!
JO/DKHA copepXaTb MHGOPMALKMK O KOHQUTYPALIMOHHBIX eJUHULAX,
KOTOpbIe 3aTparuBaeT JaHHOe U3MeHeHHe. 3anucu 00 U3MeHEeHHUSIX XPaHATCS
B Cucrteme yrnpaBjieHus koHQuryparuamu[1l]. @opmar 3anucu onpeaenseTcs
Ha 9JTanax IUIAHUPOBaHUSA W TipoekTupoBaHus. MuHdopmaius, koTopyro
COZIEPIKUT 3anuck 00 U3MEHeHUH, 3aBUCUT OT MHOKeCTBa (PaKTOpPOB: MOZE/b
npoijecca peaau3auu U3MeHeHHUs], KaTeropyusi U3MeHeHUs U T.0.

B pamkax nepecmotrpa RFC YnpaBneHue H3MeHEHMAMH pacCMaTpHUBaeT
KaKJ0oe H3MeHeHHe U OT(UIETPOBBIBAET HeNpakTUYHbIe, HEKOPPEKTHO
000CHOBaHHBIE U T.II. U3MEHEHHUSI.

Ona toro utobbl o1leHUTH u3MeHeHwe ITIL mpeanaraer oTBeTUTH Ha 7
BOIIPOCOB:

KTO MHULIMUPOBAJ U3MeHeHue?

KaKoBa IMPUUYUHA U3MeHeHU?

KakOM pe3y/sTar XKAYT OT peasn3alui U3MeHeHUs?

KaKuie PUCKU CBSI3aHbl C M3MeHeHuem?

Kakue pecypckbl HeoOXoAUMBI JI71s1 peanu3alii U3MeHeHUus ?
KTO OTBETCTBEHEH 3a peanu3aijuio U3MeHeHus?

KaKye CBSI3Y U3MeHeHHue UMeeT C IpyTUMHU U3MeHeHUSIMU ?

NouswWN e

B paMKax o1jeHKM M3MeHeHUsI HeoOXoAuMO OINpe/leNIuTh C/leAyollee:

® pIIMAHHE, KOTOpOe OKdKeT H3MeHeHHe Ha OrnepanruoHHYH
AedATe/IbHOCTb 6I/I3HECB;

® BIUSHHWE, KOTOPOE OKaKeT M3MeHeHWe Ha WHMPACTPYKTYPY U YCIyTd
3dKd3UHKa;

¢ BJIMSHWE Ha [Jpyrue YyCayrd, KOTOpble UCIOJAB3YVEOT Ty Ke
MH(PaCTPYKTYpYy;

¢ piausHue Ha WHQpacTpykTypel, He cBsa3aHHbie C [T (Hampumep,
TPaHCIMOPTHYIO, CUCTeMY 0@30MacHOCTH | T.I.);
qTo 6mET, €CJ/IM He pedaIn30BaTh H3IMEHEHH e,
pecypchl, HeoOXogumble [js1 peasud3aluid W3MEHeHUs - 3aTparThl,
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TiepCcoHas, BpeMsi U HOBBIE 3/IeMeHThl HH(PACTPYKTYPEI;
e TeKymii rpaduK U3MeHeHU U 0)KU1aeMbli TTPOCTON YC/IYTH.

I'padmk usmenenuit (Change Schedule) - 1okymeHT, B KOTOPOM TMepeunCIeHbI
BCEe YTBEP)KIEHHbIe HW3MEHeHUs M HUX IJIaHOBble CPOKA BHEJPEeHUs.
Oxxupgaembiii mipoctoii ycayru (Projected Service Outage wnu PSO) -
NOKYMEHT, OMpeJefisiolMii  BAMSHUE CIJIaHUPOBAHHBIX UW3MEHEHWH,
esITeIbHOCTH 110 00CTY)KUBAHUIO U TIJIAHOB UCTIBLITAHUM HA COTIACOBAHHBIN

ypoBeHb ycayr[1];

® [IOMOJTHUTE/NbHBIE PECYPChl, KOTOphlie OyayT HeoOXoguMbI B Ciydae
peanu3aluu U3MeHeHus;

® BIHUAHHE Ha IMJ1aH OﬁECHE‘IEHI/Iﬂ HelpepbeIBHOCTH, I1/1dH
pacripenejieHua MOU.H—IOCTEI:‘I, I1J1daH DﬁECl’IE'-IEHI/IH GEBDHEICHOCTH 151
T.n[16].

[lpu oneHke BakHO CHOKYCMPOBaThbCs Ha (AKTOpax, KOTOpPbIE MOTYT
HaBpeuTh OU3HECY, MPensSTCTBOBATh MPEe0CTABICHUIO YCIYT HA/IeXKAIIero
KaueCTBa UJ/IM HeraTUBHO BJIMATH Ha L1eM U OMUTUKA OpraHu3alui.

Ilnst kamezopupog8aHusi PUCKOB MHOTHUE OPTraHU3aliuy UCTIOb3YHOT TabaIuIbI,
a”Ha/oruyHbie tabs. 8.1,

Tabnuija 8.1. - Tabnuiia gns kKame2opupo8aHusi pUCKOB

KBTEFOPHH B/IUSAHHUA H3MEHEH I/Iﬂpr/I CKOB

Bricokoe Bnusinue Hu3kas Bricokoe BnusiHue Bricokas
BeposiTHOCTh KaTeropusi BEPOSATHOCThL KaTeropus pucka:
Bnusaue pucka:2 1
u3MeHeHUs Huskoe BausiHue Huskas Huskoe pnusinue Beicokas
BeposiTHOCTh KaTeropusi BEPOSATHOCThL KaTeropus pucka:
pucka:4 3
BeposTHOCTB

Ha ocHoBaHuu OLleHKHM BJ/IMAHWSA, PHUCKOB MW BbITOABLL NOJIS 6u3neca oT
peald3dalilUd HW3MEHEHH#HA, MEeHeIKMEHT [OJO/DKeH IIPHHATE peleHHe 0b
YTBEePXIeHHHW U3MEHEeHH .

Ecnu B OpraHM3allMd 34llJIaHUPOBAHO MHOTO I/IBMEHEHI/Iﬁ, HEOGXD'I[I/IMO
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MMpoBeCcT HX KamecopupogaHue. IJTO TI03BOJIMT YCTaHOBHTL TIIOPAOOK
pealHl3aliun U3MeHeHu# - Hambosee KPUTHUUYHLBIE OO/IKHBI BBINTOJMHATBLCA B
IMMepBywD ouepelb. KaTeerHH H3MEHEeHUHA OIIpeaeialTCd U3 IBYX ClJElKTDpDB:

e BhIroja A OM3Heca B Cydae yCIelHOoW peasn3aljuu U3MeHeHUsT,;
® U3/epXKKM U HapylleHUs, KOTOpble BO3HUKHYT, €C/IM U3MeHeHHe He
OymeT peanu3oBaHoO.

AKKypaTHO€ U fleTaqbHOe MJaHUPOBaHUE U3MEHEHUI MO3BOJUT UCKITIOUUTh
BCe HESCHOCTU B MpOLjecce peanu3aluu u3MeHeHus. [Ipy NaHUPOBaHUU
pPeKOMEeHyeTCsi OpPUEHTUPOBAThCS Ha pacriucanue 6usHeca, a He IT, gabbl He
NJIaHWPOBATh U3MEHEHHUsI Ha BpeMsl, KpUTHUUHOe s 6usHeca. Ha 3Tom sTamne
dopmupyercsi rpadvK HW3MEHEHUNW W OXKHJAeMbIH TPOCTOW yCAyrd (CM.
BBILLIE).

Crnenpyrounmm JTarom SIBJISIETCS yTBEpXKIeHUe WU3MeHeHUSs
YIIOJTHOMOUEHHBIMU JIML{aMHU. DTO MOXXeT ObITb OZIMH Ue/IOBeK W/ TPyrIia
niofiell. YpoBeHb DYKOBOJACTBA /il OT/JE/NbHBIX WU3MEHEeHWU OrpejenseTcs
ucxofs U3 ux Macmraba, BAUSHUS, PUCKOB, CTOMMOCTH M T.II.

Yreepxkaennsie RFC nocrymaior Ha peanu3anuio. [Ipu 3ToMm mpoijecc
YrpaBneHus: W3MEHEHUSMHM CIeUT 3a TeMm, 4YTOObI BCe W3MEHeHUs
OCYLLECTB/ISUIMCh COINIACHO pacnucaHuio. Kak yxe oTMedanochb BbIlLle, AJif
Ka)K/I0TO U3MEeHEeHUs [JOJDKeH OBbITh MJIaH UCTIPAB/IeHUS - eiCTBUSA, KOTOPbIe
OygyT mNpeAnpUHSITBI, €C/JIM UTO-TO TIOWAeT He Tak W H3MeHeHue He
nonyuutcsi. [Ipy 3TOM B [OKyMEHTal[UM K W3MEHEHUI [OJDKHbI ObITh
ompeie/ieHbl POJIM U OTBETCTBEHHOCTH /I TeX, KTO MOXKeT MHUIUMPOBATh
3TH IJIaHBbl.

OTuer 0 peanuMsalyUu U3MEHEHUs [JO/DKeH II0Kas3aTb, JOCTUINIO M
M3MEeHeHHe TI0CTAaB/eHHBIX Ienel. OTueT NpeJOCTABMSeTCS MepCcoHany,
OTBETCTBEHHOMY 3a YIpaBjeHHWe U3MEeHEeHUsMU U BCeM 3aMHTepeCOBAHHbIM
munam (B C/lydae 3HAQUMTENBHBIX H3MeHeHHi). OTueT Takke [OJDKeH
cojepkaTb Bce TMpobieMbl M WHLHWJEHTBl, BO3HUKIME B IpoLjecce
peanu3alii U3MeHEeHMUs.

[Tocne ompegeneHHOro MPOMEXYTKA BPEMEHU YIpPaBIeHUE W3MEeHEHUSIMU
JO/DKHO TPOBOAUTHL 0030p HOBOW WM W3MEHEHHOM YC/IYyTH C 1[efbi0
yOeauThCsl, UTO:
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® lM3MeHeHHe JOCTHINIO CBOHUX L[EJ'IEﬁ U MpUHECI0 OH(H,I[EIEMBIIL:I BQ)d)eKT,
® [10/Ib30BATe/IM, 3aKa3uMKM W Jpyrue 3adHTepecOBaHHbIE JHIla
YO OBJ/IETBOPEHEI pe3yineTraTaMH (B TOM qucie onpenenuTb
HeyooBJ/IETBOPDEHHOCTSB, €CJIH OHA ECTB);

® HeT HelpeaBUIAEHHBLIX MW HexXejlaTe/lbHbIX 1mob0uHBIX 3(1)(1)@1(TOB B
li]yHKLIHOHEI.HbHOCTH, YPOBHSAX YCJ/IVI, KAYeCTBe H T.II.,

¢ 7714 BHeJpPpeHHa U3MeHEeHHA HOHaﬂOﬁHHOCb CTOJIBKO peCypCoOB, CKOJIBKO
MM/1aHUPOBANOCE,

® [1/IaHBbI pejr3a U pa3BepThIBaHHU 817 KOPPEKTHO pead/iIn30BdHBbI;

® l3MeHeHHe pealr30BdHO B 3alaHHBIX pAMKax BpeMeHH M 3aTpar,

® [1/IaH I10 UCIIPaB/IEHHIO pElﬁOTEIET KOPDPEKTHO (OHL{I/IOHEUIBHO).

B koHTekcTe YnpaBneHuss M3MeHeHUSMH BBOAWUTCA TepMuH Komuter mo
U3MEHeHHUAM.

Komuter mo wusmenenusMm(Change Advisory Board unu CAB) - rpymna
nrofield, KOHCYIBTUPYIOIMX MeHeKepa Mo M3MeHEHUsSIM TPU BBITIOIHEeHUH
UM OLIeHKHA COOTBETCTBUS, NIPUOPUTE3Al[UM U TJIAHUPOBAHUS M3MEHEeHU.
OTOT KOMHUTeT 00bluHO (QoOpMUpYyeTCs U3 TpeACTaBUTeNeld  BCex
3aMHTEpPeCOBaHHbIX CTOPOH - MOCTABIIMKA YCIIyE, OHU3Heca U TPeTbUX CTOPOH,
TaKWX KaK MpoYMe MoCTaBIMKu[1].

CAB npuHMMaeT pelleHUs O TIPUHATHU HM3MEHeHuu, Tpebyrommx
YVTBEP)KIEHUS BBICOKOTO YpOBHsA. [IpM BO3HUKHOBEHMH JSKCTPEHHBIX
cuTyauuil wuHorga ObIBaeT HeJOCTAaTOUHO BPEeMEeHU [as TOro, 4TOOBI
nonyuuTh ogobpenre Bcex uneHoB CAB. [[ns Takux ciiydaeB peKOMEHIYeTCs
co3gaeats KoMuTeT 1o CpOUHBIM U3MEHEHHUSIM.

KomuTteT mo cpounbiM usmeHenusMm (Emergency Change Advisory Board unm
ECAB) -rpynmna mwoped B coctaBe KomuTeTra 1Mo M3MeHEHUSIM, KOTODbIe
NPUHUMAKT peleHUs: 110 CpPOYHBIM HU3MEHEHUSIM C BBICOKUM BJIUSTHUEM.
HeobxoqumocTs yuactusi B ECAB MoeT ObITh BbISIB/IEHA HETIOCPE/ICTBEHHO
NpU Co3bIBe (OpraHu3aljiu) COBelaHWUS U ONpejensieTcs UCXOAs U3 CYTH
CpouHoro u3meHeHusi[1]. B pamkax YrpaB/ieHUs WU3MEHEHUSIMU [[OJDKHO
OBITH CrielrManu3upoBaHo, Kak Oymet onpepensTtbesi coctaB CAB u ECAB B
To wnu uHoW cutyauuu. Cocrae CAB gomkeH ObITh TMOKMM, UTOOBI
obecrieunThs TIpe/iCTaBIeHNE UHTEpPeCOB OH3Heca B MpoLecce MpealoKeHus
3HauuTenbHbIX wu3MeHeHuit. Coctae ECAB pgomkeH OwITh crnocobeH
NpUHUMATL  HeoOXoAMMBIE  peLIeHUsT B C/Aydae HeNpeaBUAeHHBIX
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00CTOSATeNLCTE.

SBHPDCBI Ha HM3MeHeHHe MOIYT IOCTYIIdTbh CO BCeX 3TAllOB KHM3HEHHOTr0
OUK/IAd YCAIYL, a4 TadkKxKe OT OPYIrUux OpTaHI/IBElL[I/IIjI, B 4Ya4aCTHOCTH, OT
MOCTABIIMKOB H 3dKd3UHMKOB.

RFC or IlocTpoeHusi cTpaTernu HaripaBjeHbl Ha JOCTH)KEHUE Ie/iIed 1o
MHUHHMMH3ALUH PUCKOB U 3aTpaT. Hanpumep:

M3MEHEeHHsI B COOTBETCTBUU C 3aKOHOM U TPeOOBaHUSIMU PETy/ISITOPOB;

OpraHu3al{iOHHbIE U3MEHeHUs;

M3MEeHEeHUs TIOJIMTHK U CTaHJapTOB;

W3MeHEHHUsl TI0C/Ie aHanu3a JesrenbHOCTH (OM3Heca, 3aKa3uMKoOB,

M0JIb30BaTeJIeH );

nobaBjieHre HOBOM YCIYTHM Ha PIHOK;

e obuoBnenue [loptdens ycayr, moptdens 3aKa3uvukoB uUau mopTdens
KOHTPAKTOB;

® u3MeHeHHUe Mogenu obecredeHus;

® LHHOBAIIMOHHbBIE TEXHOIOTHH.

OmnepaijuoHHbIe W3MEHEeHUs MOCTYMAlT, KaK MPaBU/IO, OT MO0JIb30BaTenei.
[Tpu 3TOM Ba)KHO MOHUMATh Pa3/IMYHbIE TUIILI 3aMIPOCOB. ITO MOXKET ObITH,
HarmpuMep, 3arnpoc Ha JOCTYI WA CMEHY MapoJs.

Ecnu Ha sTane HempepwlBHOTO ynyulieHUs yCIyr MPUHATO PelLlieHHe O TOM,
KakK MOKeT ObITh WIyullleHa YCIyra, OHO JO/DKHO ObITh Takke o(opPMIEHO B
BUJZle 3ampoca Ha HW3MeHeHHWe, a 3aTeM TepefaHo  YIpaBJI€HUIO
U3MeHEeHHUSIMU.

Bxopamu npouecca YnpaBieHUs: U3MeHEHHU MU ABJISIOTCS:

[TonUTUKN U CTPaTeTMUM U3MEHEHUM U Pen30B;

3arpockl Ha U3MEHEeHMUS;

[Ipeaio>keHUe U3MEHEHUSE;

[lnanbl  WU3MeHEeHWs, BHeJPEeHWs,  peau3a,  pa3BepThiBaHUS,
TeCTUPOBAHUS, OL[EHKU U UCTIPaBIeHUS;

I'padmk namenenuii u Oxkugaembid ipoctoi yenyru(PSO);

® AKTUBBI U KOHQUTYPAI[UOHHBIE eIUHULIbI;

® pe3yIkTaThl U OTUEThI TECTUPOBAHUSI/OL[@HKHU.
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Beixogamu nipoiiecca YnpaBieHUs] U3MeHEHUSIMU SBJISIOTCS:

otkioHeHHbIe REC;
yrBepskaeHHbie RFC;

W3MeHeHHUsl yCIyr U MHQPacTPYKTypbl - pe3ynbTaT YTBep>KAeHHBIX
RFC;
HOBble, H3MeHeHHble WM  paclpejieleHHble  aKTUBBI WU
KOH(UTYpaLMOHHBIE eJUHULIBI;

rpaduk U3MeHeHui;

nepecMoTpeHHbIN Oxkugaemslii npoctoit yenyru(PSO);
yTBepsK/leHHbIe TIJIaHbl U3MeHeHHUH;

pelleHUs U JIefiCTBUS 10 peann3aliui U3MeHeHHUH;

NOKYMEHTAIUs U 3aTIUCH U3MEeHEeHUH;

OTUYeTHI Y11 pPaBJ/IEHHA U3MEHEHHAMH.

KnioueBnie IIOKd3aTe/Ir MpOM3BOIUTE/BHOCTH A1 yi'IpElBHEHHf[
H3MEHEeHHUAMHU [OOJIXKHBI OLITL CBA3aHBI C geaaMHu 6H3HECEI, B 4YadCTHOCTH,
OTpayKdThb COKpALleHUE MU3AEPIKEK, YBeJIMUeHHe JOCTYITHOCTH H HAJeKHOCTH

yCIIyT,

KOTOpbIe¢ CTa/lHW BO3MOXHBIMH B pe3y/ibTaTe€ ped/IM30BdHHBIX

u3MeHeHu#. TakiMu IToKa3aTenaMu MOIyT OLITh:

KOTMYeCTBO  PEaJn30BaHHBIX  M3MEHEHWM, KOTOpble  CMOIIH
VOOB/JIETBOPUTH COTMIaCOBaHHbIE TPeOOBaHUS 3aKAa3uMKOB B KauecTBe/
U3Jep>KKax/BpeMeHH;

BBITOZlA  M3MEHEeHUN -  CpaBHeHHe  "[eHHOCTb  CJe/aHHBIX
yIyuiieHui "+ " mpegoTBpalieHHOe HeTaTUBHOE B/IUSAHUE" U CTOMMOCTH
peanu3anuu U3MeHEeHUH;

yMeHbIIleHUe kKonudecTBa cboeB yciyr, AedeKToB U JOMOJTHUTENbHBIX
pabor;

yYMEHbIIIEHH e KOTUYeCTBA HeYTBePXKAEHHBIX U3MEH eHHUil;

yMeHbLIeHHe KOJIMUeCTBA HEeBBINIOTHEHHBIX 3alIPOCOB Ha U3MEHeHUe;
YMEeHbIIIEHHEe KO/JWUYeCTBa He3allaHUPOBAHHBIX HM3MEHeHUH ¢
3KCTPEHHBIX UCTIPABIEHUH;

TPOLIeHT  YCIEIHBIX HW3MEHEeHWH - OTHOLIeHWe U3MEeHEeHW,
TIPU3HAHHBIX YCHENHBIMU, K OO0MIEMY KOJIMYECTBY YTBEPXKJeHHBIX
3arpoOCOB Ha U3MEHEeHUe;

YMEHbIIIEHH e KO/IMUeCTBa W3MEHeHU, B paMKaxX KOTOPBIX eCTh PaboTEI
110 UCTPaBeHUIO;

YMEHbIlIEHH e KOJTMYeCTBA HeYIaBUMXCSl U3MEeHeHUH;
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¢ VYMEHLIIEHHEe KOJTMYeCTBa HHIHIeHTOB, CBA3aHHBIX C M3MEHEHHAMH;
e yuT.ai[16].

8.3. YnpagsieHre akTMBaMU U KOH(UT ypaL[dsiMU

YnpaBnenue akruBamu U KoHpuryparusmu (Service Asset and Configuration
Management wnu SACM) - mpolecc, OTBETCTBEHHBIM 3a YpaBeHUE
KOH(UTypalusMU U YnpaeneHue akmuesamul[l].

OddekTUBHOCTL [eATesIbHOCTH /000N opraHU3aliid 3aBUCHAT OT TOTO,
HACKOJILKO XOpOIIO OHa YIpaBJiseT CBOMMH akTuBamu. MmeHHo pabota c
aKTUBaMU TIPUHOCUT OpraHu3aluu TpuUObLIL.  YnpaeneHue akmueamu
OTBETCTBEHHO 3a ynpae/neHue aKmueamu C 1efbI0 TIOAJEPIKKH APYTrHUX
MpPOLeCCOB YpaB/IeHUSs YCIYTaMu.

Hensto SACM siBnseTcs omnpefefieHHe U KOHTPO/Jb KOMIIOHEHTOB YC/IyT U
KOH(QUTYpaljMOHHBLIX eWHUL], a TaKKe T[PeJOoCTaBIeHUe [JOCTOBEPHOU
uHpopmaluu o coctossHuM ycayr U uHdpacTpyktyp. [Ipouecc dakruuecku
OCYLIeCTB/IsIET MHBEHTApU3allui0 aKTUBOB U Ha3HaueHUe OTBEeTCTBEHHBIX 3a
UX KOHTPO/Ib.

Yrpaenenue KoHQUrypaqusMud OTBe4yaeT 3a TO, UYTOOBI OTAeIbHbIE
KOMITOHeHThI YCIYTH, CHUCTeMbl WM TMPOAYKTa, ObIMM A0/DKHBIM 06pasom
omnpepeneHsl, cHabkeHbl BCeM HeoOXOAMMBIM ¥  KOHTPOJIMPOBAJHUCE.
[Mpouecc Tawke KOHTPOJUPYET BCe W3MEHEHHUs KOMIOHeHTOB. OH
NpeoCTaBIsieT MoJenb KOHQUTYPAL[Ui CO BCeMU CBSI3IMU MEX[y aKTUBaMH
u KOH(UTYpaLUsiMH. O6BekToM paccMoOTpeHust ABJISIETCSA
KonduryparjuoHHasi eJUHUILIA.

Kondurypanuonnasi egunuiia (Configuration Item wnu CI) -  mrobow
KOMIIOHEHT, KOTOPbIM HYXK/AeTCsi B yIpPaBJ€HUM [Jjsi TOro, uTOOBI
npezaoctaeasaTe yeayry. Uadopmarus o kaxxgout KE perucrpupyercs B opme
3anucu o KE B Cucreme ynpaBiieHUs KOH(QUTypalUsiMU U TIOAJeP>KUBAETCS
aKTyaJlbHOU B TeUYeHHe BCEro >KU3HEeHHOIrO I[UK/IA TPOL[ecCOM YIpaBjieHus
koHurypaiusmu. KE  HaxogdTcs  1Moj,  KOHTPOJeM  YipaBjeHUs
usMeHeHusiMu. TunuuneiMd  npumepamu KE  sBastotes  ycnyrw,
obopygoBanue, mporpaMmMHoe obecreyeHue, 37aHUS, TOAU U AOKYMEHTHI,

takie Kak [IporjeccHas goxymeHTauusi u ComiameHuss 06 ypoBHe yCayr
(SLA)(1].
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ﬂﬂﬂ TOr0 4TOOLI YIIPaBJ/ISAATh KDHCl)Hl"ypa].]HOHHBIMH eIUHHIdMH, UX HYXHO
Ooripefe/qIiTb H KHEICCHCI)HL[I/IPOBEIT]:. ITIL PeKOMeHayeT cneayroiue
KATeropuum:

e CI xu3HeHHOro UK/Ia - OU3HeC-Keic, maaHbl CepBUC-MEHeKMEeHTa,
TpOeKTHas [IOKYMEHTaluus, I[UIaHbl PEeJIU30B, M3MEHeHUH ¢
TeCTUPOBAHUS. OTH KOH(UIypaljMOHHBLIE eJUHUIIBI MPEeA0CTaB/ISIOT
MOMHYI0 KAPTUHY 00 yc/iyrax MoCTaBIMKA M WX MPeJOCTABIEHUH,
O’KUAeMBbIX BBITOJ, OT UCM0/Ib30BaHUS, 3aTpaTax U CPOKax peynsa.

e CI ycmyr:

© BO3MOXHOCTU YCAyTI - yIpaBieHWe, OpraHU3alius, MPOLecChl,
3HaAHUS, THOJH;
© pecypchl yCcAyr -  KanWTad, CUCTeMBbl, IIPUJIOXKEHUS,
uHopmanus, JaHHbIe, UHOPACTPYKTYPHI U T.I1.;

MOJieb YCIyT;

MakKeT YCIyT;

MakeT pe/in30B;

KPUTEpPUU NPUEMKH YCJIYT.

e CI OpraHu3alui. Hekotopasi ~ fJOKymeHTauus  Ompezensier
xapakrepuctuku Cl, HekoTopasi cama siBsisiercst CI 1 TpebyeT KoHTpoOs,

e 0O 0o ©

HalIpUMep, CTpaTerusd 6M3Heca U/IM MOJTUTHKA OpraHMU3dllklH,

e puyrpeHHue CI - wmaTepuanbHble U HeMaTepUabHbIE aAKTUBBI,
KOTOpbIe He0OXOAUMBI 715 IPel0CTABJIeHUS U YIIPaBJ/IeHUS YCIyTaMu;
e pHemHue CI - TpeOoBaHMS 3aKa3uMKOB, CODJAIICHMS, PeJU3bI

TOCTABIMKOB U BHEIIHHUE YCIYTH;

e CI unTtepcdeiicoB - aKTHUBBI, HEOOXOUMBIE JJIs TIPEOCTABICHUS YCIIYT
"oT Hauasma A0 KoHLA" B pamkax WHTepdeiica TocTaBIMKa YCIYL
NuTepdeiic mocraBumka ycayr (Service Provider Interface unu SPI) -
uHTepdeiic MeXXay MOCTAaBLMKOM YC/IYT U MO/Ib30BaTeIeM, 3aKa3uMKoM,
OusHec-mpolleccoM, WM TOCTaBIMKOM. AHamu3 wuHTepdeiico
TOCTaBIMKa YC/IyT TOMOraeT KOOPAUHMPOBATh CKBO3HOE YyIpaB/eHHe
ycayramu[1].

Hns ynpaBneHUsI COBOKYNHOCMbIO AKMUBO8 YnpaedeHue akmueamu W
KoH(urypanusamu Beger CucTemMy ynpaeaeHUs KOHQUTypaL[UusIMH.

Cucrema ynpasyieHusi koHpurypauusmu (Configuration Management System

unu CMS) - Habop WHCTPYMeHTOB U 0a3 JaHHBIX, KOTOPbIe UCTOMb3YHTCA

7Sl yrpaB/ieHUsI JaHHBIMM O KOHQUIypauusx mocraBumkom ycayr. CMS
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TaKKe comepXUT WHbopManuio 00 MHIUAEHTax, NpobseMax, M3BeCTHBIX
oumbKaX, HW3MEHEeHMsX M Ppeau3ax; U MOXKeT Cofep)kaTb [JaHHbIE O
COTPYAHUKAX, TMOCTABIMKAX, MECTOMOMOXKeHUsX, Ou3Hec-equHUIIAX,
3aKa3uMkKax U mosb3opaTensx. CMS BxiawuaeT B cebsd MHCTPYMEHTHI Ajid
cbopa, xpaHeHus, yrpaeaeHus, 0OHOB/IEHUS U NPe/ICTaBaeHus WHGOpMaLuu
000 BCcex KOH(MUTYPaLITUOHHBIX eJUHUIAX U UX B3aMMOOTHOIIeHUsIX[1].

HesTeNbHOCTM B paMKax YnpaeneHus akmueamu ¥ KOHGUryparusimMu
MoKa3aHbl Ha puc. 8.4.
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Puc. 8.4. [leaTeslbHOCTH B paMKax YIpaB/eHUsI aKTUBAMU U KOHUTyparjusm
PaccmoTtpum nogpobHee edaTebHOCTH, TIpeCTaB/IeHHbIe Ha puc. 8.4.
YnpaBneHue U NJIaHUPOBaHH e

He cymectByet egunoro mabioHa ans ocyiiectsienuss SACM. MeHemkepsl

KaXK [0 OpraHu3aiuu yCTaHaBJIUBAIOT YPOBEHb YrnpaeneHus
KOHGUTYpAL[UsIMU, TIPUEMJIEMbIi [jis KOHKPETHOTO C/ydasi U TO, Kak €ro
MOXXHO  J0CTMYb. JTO  orobpakaercs B  [lnane  ympaBiieHus
KOH(UTypaIjHusiMH.

[Mpumep cogep>kanus [1nana ynpaenerus akmueamu v KOHGUTYpaL[USIMHU.

KonTekcT u 118718,
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Oxsar:

® [pUMeHsieMble YCIYTH;

® cpega u UHGPaCTPyKTypa:
e reorpadguueckoe MeCcTopacrosioKeHue.

TpeboBauwus:

TpeboBaHUs CTPAaTerHH U TMOJIUTHK;

TpeboBaHus Ou3Heca, YiipaBneHus yciyraMi U KOHTPakTOB;
COBOKYHOCTBb TpeOOBaHUM K MOJOTUETHOCTUA U TPACCUPYEMOCTH;
TpeboBanust CUCTeMBI yrIpaBaeHUus KOHUTYPALUSIMH.

HpHMEHHEMbIE MOTUTHKH U CTaHA4PThHI:

® [OIUTHKY;
® UHJYCTpUa/bHbIe CTAHJAPThI;

® BHYTpEHHHUE CTaHJAPTHI, OTHOCALeCH K Ynpasnenuwo

KOH(UTypalusaMu, HarmpuMep, CTaHAAPTHI K 000pyA0BaHUI0.
Opranu3auusa YipaBneHueM KOHOUTYPaLUSIMHU:

® DOJIU U OTBETCTBEHHOCTH;
® KOMUTETHI /IJIsl KOHTPO/ISI U3MEHEeHUH U KOH(UTypaiiuii;
® aBTOpHU3ALUS.

CucTtema 1 UHCTPYMEHTHI Ynpas/neHus akmueamu U KOHQUrypawusmu.

[Mpoueccst w mpoueAypsl B  paMKax YnpaeneHuss akmueamu
KOH(UTYpaL|UsiMU, HallPUMep:

uieHTUUKAIIU s KOHOUTYpaLIUid;
yIipaBJieHUEe BepCUsIMU;

yrpaBJieHue uHTepdericamu;

yripaBJ/ieHUe TTOCTaBIIMKAMMU;

yripaBJ/ieHUe U3MEeHEeHUsIMU KOH(UTrypaiuii;
peJii3 U pa3BepThIBAHUE;

yrpaBJjieHue cO0pKoii;
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® VyIpaBJjieHHUe CHaﬁ}KEHI/IEM;
e ynpaBaeHue CMS.

Ccoinka Ha [TnaH peanuzanuu

YnpaBneHue U KOHTPO/Ib HeoOXOMUMBIX CBs3ell W uHTepdeiicoB, B
YAaCTHOCTH, C (MHAHCOBLIM yIPaB/IeHUEM aKTUBAMU U MocTaBIpmKaMu[16].

Upentudvkanmus KoHbUTrypamun

Hnst ugeHTHOUKALTMY KOHOUTYPALTUHA BaXKHO:

® onpejenuTh, Kak OymyT KaTeropupoBaThCs AKTHBBI U
KOH(UTypalMuOHHbIE eUHULIBI;

® omnpejenuTh TMOAX0[ K HAGHTUPUKALIMM UM HaUMEHOBAHUKD BCeX
aKTUBOB U KOH(UTYpallMOHHBIX eJUHUIL];

® onpeAenuTb PoOJM WU OTBETCTBEHHOCTU /i Baje/blieB
KOH(QUTYpaliUOHHBIX eJUHHI] OTJAeNbHLIX TUIIOB B paMKax 3TaroB
JKU3HEHHOTO 1MK/1a, HallpuMep, Biajienel] YCIyTy B Npoljecce peiu3a.

HesATensHOCTL B paMKax UAeHTH(GUKALIMY KOHGUTYpaliiii BKIOUaeT B ceds:

® omnpejeneHWe U JOOKYMEHTHpDOBaHWe  KPUTEpUeB BbIOOpA
KOH(UTYPAL[MOHHBIX eJUHUL] U COCTABJISIOLMX UX KOMIIOHEHTOB;

¢ BpIOOP KOHGUIYPAIMOHHBIX €JUHUI] U UX KOMIOHEHTOB Ha OCHOBE
YCTaHOBJIEHHBIX KDUTEPHUEB;

® Ha3HaYeHWEe YHUKAJbHbIX WAEHTU(PUKATOPOB [Uisi  BbIOpAaHHBIX
KOH(UTYpal[M OHHBIX eJUHULI;
onpezeneHue aTpuOyTOB /151 KaXKI0UW KOH(UTyparjMOHHOUW eJUHUIILI;
ornpejiesieHue i KaKJ0W KOH(UTYpallMOHHOW eAMHUIbI MOMEHTa,
KOIJ]a OHA MOCTYMaeT B YpaByieHue KOH(QUTypalusmMu;

® onpejeneHue BAZIENIBII, OTBETCTBEHHOTO 3a KaXKTYHO

KOHUTYPAL[MOHHYIO eAUHUILLY.

Mogens koHGMUTypaluii A0/DKHA BKIOUATE B Ce0s CBSI3U U MO3UIL[UI0 KayXKOU
KOH(UTYpalHuOHHOMN e TUHUIIBI. BakHo YacThIO Yripaenenus
KOH(urypaiueil sIBaseTcs OrNpefereHUe YPOBHA KOHTPOIS /sl KaXK[JOH
KOHGUTYPAl[MOHHOW eJuHUIIbl. [l 3TOr0 TPHUMEHSAeTCS HepapXuvecKuid
noaxof, Tak Kak Kaxgasi CI moxkeT siBnsitbes yacThio gpyroi CI vy rpymnmsbl
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Cl. Hanpumep, 06a3a [JaHHBIX MOXKeT HCIOJB30BATEC  MHOTUMH
npusiokeHusimu. KoHdurypaijuoHHbIe €JUHMI[BI HH)KHUX YDPOBHeH He
NOJBep)XKeHbl [eTa/JlbHOMY KOHTPOJI U ayauTy. Hampumep, KnaBuartypsl,
HCII0J/Ib3yeMble B OpraHM3aljiy, MOIYT NOCAYyKATh npumepom CI HuxHero
YpOBHS. BaXHO OTMETHTb, UTO B 3aBUCHUMOCTH OT KOHKPETHOU
opraHu3anuu, kputepuu Beibopa CI HM)XHEro YypOBHS OTIMYAROTCHL
Hanpumep, B 3ganuun OOH paboTaeT MHOXeCTBO /HOfied, TOBOPSIMX Ha
pa3HbIX s3bIKax. [as ux yaoOCcTBa MCMOB3YIOTCS pasHble KIaBHATYPhI - C
AHIJTUICKOM,  PYCCKOW, WTAJbSHCKOM W JPYTMMH  pacKIajKamH.
CneporarenbHo, 11 OOH wHbopmanus 0 KiaBHaTypax SBJISIETCS
OTHOCUTENBHO KPUTUUHOU W KinaBuartypa kak Cl He HaxoguTCs Ha HUXKHEM
YPOBHE HepapXuH.

Bcem KOH(UTYpPallMOHHBIM eJWHHULIAM HeoOXOAUMO Ha3HaYUTL MMEHa,
coctosupe U3 wuaeHTU(UKaTopa U Bepcuu. VmeHa [AO/DKHBI OBITH
yHUKaneHeIMHM. [lomMuMo 3Toro Bce ¢u3nueckoe o0OpygOBaHUE [OJDKHO
UMeTh OMPKH, 110 KOTOPLIM UX MOXKHO OyZIeT /1erko UAeHTUQUIMPOBATh.

AtpulbyThl KOHGUTYPALIMOHHBIX eJUHUI] OMUCHIBAIOT XapaKTePUCTHUKH,
3HauuMble B pamkax SACM. B 6a3e gaHHbIX I0/DKHBI COEPKaTbCs aTPUOYTHI
KaKaoW kKoHdurypanmonHou eauHunbsl. ITIL Boigenser chaeayroimpe
CTaHapTHbIe aTpUOyTEI:

YHUKAJIbHBIN UeHTHDUKATOP;

tun CI;

UMSA/OIMUCAHUE;

BepCus;

pacroyioKeHue;

JlaTa TIOCTaBKH;

JleTau JIIeH3uu ( B YaCTHOCTH, []aTa ee UCTeUeHus);
B/afiesiel]/Kyparop;

CTaTyC;

MOCTaBIIMK/MCTOYHUK;

JIOKYMEHTaI[UsT;

JlaHHbI€ UCTOPUU, HATIPUMED, ayIUTOPCKUE OTUYEThI;
THII CBA3EH;

cootBercTBytoumii SLA[16].

Yame Bcero xapakrepuctuku Cl cogepkarcs B goKyMeHTal[uu K Hell. CBs3u
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KDHCl)Hl"ypElL[HOHH]:IX €MMHHI] OTPAXd4KT TO, KAK OHH BBEIHMOﬂEFICTB’yTOT APyT
C OpyroMm B IIpoLecce 1mnipeaoCTaB/IeHHWA YCIVLL I/IHCl)OpMa]_]HH 0 CBA3AX
xpanuTtcsa B CMS.

OcHoBHblIe cBsi3u Mexay Cl:

¢ CI aensiercs uacteto apyroit CI. Hanpumep, cepBep sIBASIeTCS YaCTbIO
MH(PACTPYKTYPHI CaiiTa. ITO OTHOIIEHUE "POAUTENb-Pe0eHOK",

e CI coegunen c apyrum CIl. Hanpumep, mepcoHanbHbIA KOMIBIOTED
COeJUHEH C JIOKAaTbHOMN CeThIO;

¢ CI ucnonb3syet gpyroi CI. Hanmpumep, mporpaMma MCMOJ/b3yeT MOAY/Ib
APYroi IpOrpamMMmebl;

e CI ycranoBneHa Ha japyryio CI, Hanmpumep, Microsoft Excel Ha
TepCOHABHBINA KOMITBIOTEP.

CI moxeT uMeTh MHOXXeCTBO CBsi3eil. Hanmpumep, O6biTh uacTbio apyroi Cl u
OJHOBPEMEHHO MCM0Ab30BaThCs Apyrumu Cl.

KoHTposb koHbUrypaui

KouTponbs koHburypaiuii npegoCTaBisieT MEXaHU3Mbl KOHTPOJISL /ISt
koHpurypaiuii. CI He MoKeT ObITH TiepemerleHa, W3MEHeHa, yganeHa 0e3
COOTBETCTBYIOLIETO KOHTPOJIsA. [Ipoiieiypel 1 MOJTUTUKA KOHTPOJIS BK/IIOUAIOT
B ce0s:

® JIUI€H3UOHHBIM KOHTPO/b - MPOBEPSIET KOJMUECTBO JIFO/IeH, KOTOPhIe
WUCTIOMB3YIOT JIMI[eH3UOHHBIM TIPOAYKT, CAeAUT 3a TeM, 4ToObl B
OpraHM3alMd He MCM0/Jb30BA/IUCh HEIHUL|eH3UOHHbIe TPOAYKTHI,
C/IeIUT 3a CPOKaMU M CTEUEHUs JIMI[eH3UH U T.11.;

® yhpaB/ieHHE U3MeHEeHUSIMU;

KOHTPO/b BEPCHMH  aKTHBOB, [POrPaMMHOTO U  afmapaTHOTO

obecrnieuenusi, pesi30B, COOPOK U T.I1.;

KOHTPOJIb aKTUBOB - BO3MO)XHOCTH, MeCcTO XpaHeHHs, CMS;

KOHTPOJIb COOPKH C MCTOMb30BaHUeM JoKyMeHTaluu ot CMS;

TIOfIIeP)KKa U MUTPAIUAs 3IeKTPOHHBIX JaHHBIX U MH(MOPMaLINu;

dopmupoBanue 0a3bl akTUBOB W KOH(MTYpPAI[MOHHBIX eIMHUL] TEpe[

penvu3omMm;

KOHTPOJIb pa3BepThIBaHUS;

WHCTaUIALUS;
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® yhnpaB/eHHe  Ie0CTHOCTEHO  bubmuoreku  3tamonHoro  [1O.
bubnuoteka 3tanonHoro IO (Definitive Media Library (DML) - ogHO
WU HeCKONbKO 3allMIeHHBLIX XPaHW/UIL, B KOTOPBIX HaxXoA4ATCH
orpeJie/IeHHbIEe U ABTOPU30BAaHHbIE BEPCHH BCEX KOH(UTYPALIMOHHBIX
eIMHUL], OTHOCAIMeCS K MporpaMMHOMYy obecrieueHuro. DML Tarke
moxkeT coflepxkaThk CI, accoijuupoBanHsbie ¢ [10, Takie Kak nu1jeH3UU
u poxkymeHTauusa. DML sBnsfercsa noruuecku eJUHBIM XpaHHU/IHLIEM,
gaxe ecnu (U3MUECKd MecTa XpaHeHUs pacrpejeneHbl. Bce
nporpaMmmMHoe obecrieuenue B DML HaxoguTcs T1op KOHTpojaem
YrpaBiieHUs U3MEHEHUSIMU W YIIpaBleHUsl peliu3aMu, A0DKHO ObITh
sapeructpupoBaHo B Cucrteme ympaeneHusi koHurypauusmu. B
penuse  MOKeT OBITH  HMCMOMB30BAaHO  TOJBKO  MPOTPAMMHOE
obecrieuenne u3 DML[1].

MexaHu13Mbl KOHTPOJIA [OOJIXKHBI OLITH CIIPpOEKTHUPOBAHBI M BCTPOEHBI B
HOBYHO WJ/IM U3MEHEHHYHO YC/IVTY Hd PAHHUW X 3TdlldX €€ Pa3BepPThIBAHH .

Yuer craTycoB

Kaxgas CI umeer psf, JUCKPETHBIX CTaTYyCOB B paMKax CBOEro >XM3HEHHOT0
LJMKIa. 3HAYMMOCTb Ka)XK[0T0 CTaryca omnpejensieTcs ucrnonab3oBaHuem Cl B
€ro paMKax.

BeigenstoT cnepyroipie CTaTyChI:

e paspaborka wuau mnpoektupoBanue - Cl wHaxoguTcs Ha JTame
TPOEKTHPOBAHUS U TI0KA €€ He/b3sl HCI0/b30BaTh;

e yrBepxaeHa - CI yTBep)kaeHa, U MOTYT TMPOBOAUTHCS AanbHeHIme
paboThI;

¢ oro3BaHa - CI 6osbllie He HCTIOMBL3YETCA.

Heobxogumo ueTko onpegenuts, Kak Cl Oyner nepexofuTs U3 OJHOTO CTATyCa
B ipyroii. [Ipymep >KM3HEHHOTrO0 I{UK/Ia IPUI0XKEeHUs Ha puc. 8.5.

3apervcTpmposada YcTaHoBneHa Otoapana

Puc. 8.5. [Ipumep >KM3HEHHOTO I[HUK/1a KOHGUTYPALIHOHHOW eJUHULIBI
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Yuer CTaTyCOB obecrneunBaer KOPPEKTHOCTb W dKTYd/IbHOCTb 3amuceil o
KDHCl)Hl"ypElL[HOHH]:IX eIHHHIAX, dKTHBdX H HUX COCTOAHHAX. CTEIH,[LapTHbIE
AedATeNTEHOCTH B PAMEKAX Yuera cOCTOAHUI:

® yhnpap/eHHe 3anuCsIMU O KOHQUIypaUusx B TIporjecce >XH3HEHHOI0
1MK/Ia;

¢ yrpaB/ieHWE 3arUChI0, BOCCTAHOBJEHUEM U 00BeUHeHUEeM CTaTyCOB
C 11e/1bI0 obecrieueHus KOPPEKTHOCTH, fesonacHocTH,
CBOEBPEMEHHOCTH | 11eJIOCTHOCTH;

e ofecreueHue JOCTYMHOCTHM WHGOpMAUMMU O CTaTycax B paMmKax
YripaB/ieHus KOHQUTYpALUsSIMU;

® 3anucCh Bcex usMeHenui B Cl.

3anuck 0 kKOH(Uryparuu Co37aeTcsi B Iporjecce UAeHTU(UKALIUA U KOHTPOJIS
CI, paccmoTpeHHbIX Hamu Boime. OHa obecrieunBaeT MpPO3PauHOCTbL U
tTpaccupyemocts Cl ans Bcex mpoueccoB. CTtaHJapTHasi 3alMCh COJEPXKUT

cnepyroiiee:

e yHbopManus o KoHUTypaluu - WACHTUDUKALMOHHBIA HOMep,
BepCusl, CTaTyC, UCTOPUS U3MEHEeHUH U T.I.);

¢ koH(Urypauus yCJAyrd WM MPOAYKTa - CTATyC NPOEKTUPOBAHUS WJHU
cbopku;
cratyc penu3a 00HOBIeHUs il KOH pUTypaLnm;
W3MEHeHUs1, KOTOPbIe OCYIIECTBIeHbI MU OCYIIeCTBIISIOTCS;

e cOop pe3ylbTaTOB TeCTUPOBAHUS KAUECTBaA.

[Tpoeepku
BkrouaeT B cebst Habop cneayropx MpoBepok:

® COOTBETCTBUE AOKYMEHTAL|UU U akTyanbHOro coctosHus Cl;

e ¢usnueckoe Hamuuue CI B opranusanuu, QYHKUOHATBHBIE
XapakTepHCTUKH;

® [OKyMEeHTAallu JJ15 pen3a 40 ero OCylleCTBIeHHUS.

Tonbko aBTOpH30BaHHbIe U KOppekTHhle Cl MOMKHBI MCMONBL30BATHLCS 1S
noajepKkd ycayr. Ecim B paMkKax NMpOBEpOK BBISIBJIEHBI HapYIIEHWS, OHU
JO/DKHBI  OBITH  HEMeJJeHHO YCTPaHeHbl, a Ppe3ylbraThl TPOBEPOK
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OTOﬁpa}KEHbI B COOTBETCTBYHIIIMX OTUETAX.

Kak u nmobo#i gpyroit nporecc, SACM uMeeT CBOM KIHOUeBbie TTOKa3aTeau
MPOU3BOAUTENTEHOCTH. [IpUMeHsAI0TCS criegyronpe MeTPUKK:

® MIpPOIIEHTHOE YIyullleHue B YIpaB/Je€HUU PACIHUCAHUSMU B PaMKax
YKM3HEHHOTO 1[UK/1a aKTUBOB;

® yckopeHHasi udeHmudpukayus akmueos, BbI3BaBIMX cboum B pabore
ycyr;

® yMeHbIIPHUE BIUSHUS UHLUAEHTOB U oumbok Ha CI;

® TMpOLIEHT JIMI[eH3UI, KOTOPbIE UCMOJB3YOTCSA, K 00IIeMy KOTUUYecTBy
kyriieHHBIX ( B ugeane 100%);

¢ yBenuueHue KauecTea uHdopmaruu o CI 8 CSM;
YMEHBIIIEHUE UCT0/1b30BaHus HemuljeH3unoHHoro [10;
U T.IL

Wudopmaruto, hopmupyemyro B pamkax SACM, UCIOMB3YIOT BCE MPOL[ECCHI
B paMKax >KU3HEHHOI0 LIUKJIa YCIIYL
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YmpaBieHve penusamMu U pa3BepTbiBaHUMEM B paMKax
Buepnpenus ycayr

B nekuuu paccmaTpuBaeTcs  TponjecC  YIpaB/ieHUs — pefu3aMu |
pa3BepThIBAHUEM B paMKax 3Tana BHejpeHus yciyr: Ljeu, BXo[bl U BbIXOAbI
rpoijecca, OCHOBHBIE JesiTe/IbHOCTH B €r0 paMKax.

YHpaBHEHI‘IE peli3daMH U pa3BepPTbIBAHHWEM OTBeYdeT 3a IpeaoCTaB/A€HHE U
TeCTUpOBAHHE BO3MOJKHOCTEH AN MpeaoCTaB/IeHuA YOIV, OlpeleTeHHBIX
Ha 3Talle HpOEKTHpOBaHHH.

OcCHOBHEIE e YHpaBﬂEHI‘IH pejii3aMH U pa3BepPTbIBAHUEM:

1. ¢opmupoBaHue U cOIIaCOBaHUE TIJIAHOB PeM30B U Pa3BepTHIBAHUSA C
3aKa3uMKaM{ U UHBeCTOpaMH;

2. rapaHTHs TOrO, UTO KaXkKAbIM TAaKeT /s penv3a cOCTOMT u3 Habopa
CBSI3aHHBIX U COBMECTUMBbIX KOMIIOHEHTOB;

3. ocyuecTBaeHUe yIpaBaeHUS PeIM30M U ero KOMIIOHEeHTaMU B paMKax
npoieccoB BHenpenus;

4. rapaHTHsi TOro, 4YTO BCe TAKeThl [JJs PeIu30B MOTyT ObITb
TIPOTeCTUPOBAHbI, OTC/AEXKEeHbl, IPOBEPEHbl, YCTAHOBJEHbl WJIH
ycTpaHeHbl (TIpU HeoOX0AUMOCTH );

5. rapaHTusi TOro, 4YTO BCe U3MEHEHUS VYIPaB/ASKTCSI B paMKax
JesiTe/IbHOCTe! 110 YIIpaB/Ie€HUI0 PeTi3aMU U pa3BepThIBaHUEeM;

6. BejeHMe OTUETOB W  yIpaBjJeHUWe pHUCKaMu, Tmipobiemamy,
PacXoXKIeHUSIMH, CBSI3aHHBIMM C HOBOW HWJ/IM U3MEHEHHOUN YC/Iyrow.
Ocy1iecTB/IeHU e KOPPEKTUPYIOIMX AeMCTBUH TTPU HeoOXoauMOoCTH;

7. obecrieueHue AoCTyma K MHGOPMAL[UK ISl 3aKa3UMKOB U WHBECTOPOB,
yToObl  OHM MOmM  3Gh¢eKTUBHO WCIMONAB30BATh HOBYH) WA
W3MEHEeHHYIO YCIyTy;,

8. obecrieuenne focrynma K uHGOpPMALUKM  [JIsl  OTIE€PAljUOHHOTO
rnepcoHana, utobbl OH MOr TIPeAOCTaB/SATh, MOAJEPXKUBATE U
YIPaBJISATh YCJIYTOM.

YHpaBHEHI‘Ie pe/ii3aMK WM pa3BepThiIBdHHMEM OTBeYdeT 3a BBIITYCK De/IM30B H
HX BquJEKTI/IBHOE HCIIOJB30BdHHE 3dKa3UHMKdMH.

Enqununa penusa (Release Unit) - KOMIIOHEHTBI YC/IyTU, KOTOPbIE OOBLIUHO

KOMITOHYHOTCH BMECTE€ M BBIITYCKAKOTCA B pPAMKdX OQHOTO peJjik3d. E,I[I/IHHL[EI
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penr3a 0ObIUHO BK/IKOUAaeT B cebd KOMIIOHEHThI, HeoOXomAuMbIe /s
BBIMIOJTHEHUS KakoW-1ubo mone3Hon ¢yukiuu. Hanpuwmep, Empunuien
penr3a MoOXKeT ObITh HACTO/BHBIM KOMIBIOTEP, BKIHUAIMi B cebd
MporpaMMHOe, arinapatHoe obecrieueHue, TULEH3UH, JOKYMEHTAI[UI0 U T.II.
HOpyrum npumepoM EAWHUIBI pe/i3a MOXKET C/IY)KHUTh 11e/10€ TTPUI0KEeHUe
NI pacyeTa 3aprjiaThl, BK/IHOUAs MPOLeAYPbl OMEepaljuOHHOTO YIpaB/IeHUs
IT u Tpenunru monb3oBaTenei|[1].

BaxkHo ompezenuTe moAXoAsSUMil ypoBeHb ENUHULIBI penu3a A/ KaXK[oro
aKkTHBa ¥ KOMIIOHeHTa. HeoOxoquMo yuuThIBaTE ciiefytoipe GakTops:

® [POCTOTAa U KOJWUECTBO W3MEHeHWH, HeOoOXOAUMEBIX [/ penu3a u
pa3BepThIBaHUS;

® KO/IMUECTBO PECYpPCOB U BpeMeHH, HeobOxogumoe aisi cOOpKu,
TeCTUPOBAHUS U pa3BepThIBAHUS,

® C/I0XKHOCTh B3aUMOCBSI3el MeXAY eJUHULIeH U OCTaTbHBIMU yCIyraMu
Y KOMITOHEHTaMH;

® XpaHeHWe, [JOCTyIHOe B  pamMKax cOOpKM, TeCTHPOBaHUf,
pacrnpocTpaHeHud U 3Kcrtyatauuu[16].

[Mopxox mpeobpa3oBaHusi HOBOW WM U3MEHEHHOU YC/IYTH OIpejensieTcs B
pamkax 3tana [IpoektupoBanus. CymiecTByer gBe ONLUK BHeJPEHHUS:

1. "Gonbioit B3pwIB" - HOBas MM U3MEHEHHas yC/ayra pa3BepThIBaeTCs
cpasy [/ BCeX Mob30BaTe/ell B paMKaxX OfHOU OTiepaluu;

2. moda3oBeIil TOAX0A - yCayra pasBepThiBaeTcsi mo3tanHo. CHauana
OZIHOM YaCTH TOJIb30BaTe/Iel, 3aTeM OCTA/IbHBIM.

Ha puc. 9.1 npeacraBneHo npuMeHeHHe ABYX MOAXOI0B.
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MonuTrka pennios
Penus 1
Penns 2
1
Penwna 3
2 1
2
2 i
2 i
4
3
> 4
5
6
HauansHas .
YCTaHOBKA

‘BonklWoi B3pkia”

Puc. 9.1. /Ipa noaxona K pa3BepThIBAHUIO YCIYT

1.

2.

MNochazoewliA noaxon

Penus 1 - Haua/mbHas yCTaHOBKa Ha TpW paboune ctaniuu (1-3). /e
JIpyrye CTaHIuK A00aBIsSIOTCSA B TOT XKe Mepuoj BpeMenu (4-5);

Pemuz 2 - wucnoss3oBaHue Tmiogxoga 'Oosbiod  B3pBIB" /IS
pasBepThiBaHUA. Penn3 ycraHaB/IMBaeTcsl Cpa3y Ha ATk paboumx
cranuuii (1-5). Ha gpyrom miare Ha AiBe JOTIOJIHUTE/IbHbIE CTaHITUH (6-
7);

Pemuz 3 - mnodasoBeiii moaxom ansi pasBepThiBaHus. CHauasma
obHOB/IfIeTCA TONMBKO TpU paboumne ctanuuu (1-3), 3aTeM ocTaBlUmeCs
yeTtwbipe (4-7). Eme omHa craHius go0aBisieTcs Ha C/AeAYIOIIEM 3Tare

(8).

[Moda3zorblii moAXoH UMeeT CiegyoIe BapUaLuu:

1.

2.

TIOPLIAM YCAYTU MPeAOCTaBJISIOTCA A UCTIONB30BaHus 1o (asam, HO
BCe MMOoJIb30BaTe I OyayT MOgKIIOUeHbl K Hell OIHOBPeMEeHHO;
KaKAbI peln3 pa3BepThIBAeTCSl TOCTENeHHO B 3aBUCUMOCTH OT
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KO/TM4YeCTBd KOHeYHBIX HOHBBOBHTEHEﬁ;
3. Pa3HbIE 2JIEMEHTHBI YC/IYI'H PDA3BE€PTBIBAKITCAH B PAMKAX PA3HBIX Cl)El3;
4, KDMGHHHDUBEIHHBII:'I rnmoaxon, HpHMEHHIOLU}iﬁ BCe OITMCaHHEIe BEIIIE.

[TodaszoBblii Mogxo[ BO3MOXKEH TOABKO B TOM Ciaydae, eCad CTapas U
00HOBJIEHHAs! YCIYTM COBMECTUMBI U MOTYT paboTaTh 0JHOBPEMEHHO.

PaccmoTpuM  mOC/ie[j0BaTe/IbHOCTh [JeMCTBUM B paMKax YipaB/ieHUs
pesr3aMu U pa3BepThHIBAHUEM.

Ilnst paseepThIBaHUs per3a HeoOxoaumo pa3paboTaTh pas3nMuHbIe M1aHbI, B
yacTHOCTH, ITnanb! penu3oB u pasBeptoiBaHuss. OHU JOJKHBI OTIPeJensiTh:

OXBaT U KOHTEKCT peJin3a;
OLIeHKY PUCKOB JJ1S pefin3a;
OpraHM3aluy U OTAe/bHbIe /IU1la, KOTOPBIX 3aTPOHET pesus3;
WHBECTOPOB, KOTOpbIe YyTBePAU/IHN 3alpOC Ha U3MEHEeHUe;
KOMaH[y, OTBETCTBEHHYVIO 3a pe/nus;
noAxol K B3aUMOAEHCTBUI0O C WHBECTOPAMM W TPYNINaMu
pa3BepThIBAHUSA, KOTOPBIH OTIpe/ienser:
© (CTpaTeruvio npejocTaB/eHHs U pa3BepThIBaAHUS;
© pecypcChl A/ pefiv3a U pa3BepTbiBaHUS;
© KOMMYeCTBO U3MEHEeHHWH, KOTOPble MOTYT ObITh OCYIIECTB/IEHBI.

B pamkax BHegpeHusi go/DKHBI ObITH OMpe[eeHbl KPUTEPUH, KOTOPBIE
MO3BOJIST YCTAHOBUThH YCMEUIHOCTh BHITTOMHEHUs KXKAOW CTauu penu3a u
pa3BepThiBaHUs. Pe3ynsTaT BHIMONHeHUs n1MO0 MpUHMUMaeTcs - pass, aubo
orkinoHsierca - fail Orciooga kpuTepuu Ha3bIBAIOTCA MPUEM/OTKIOHEHHe
(pass/fail) kputepuu.

[Tpumep, korga pe3yn1sTaT HIPUHUMAETCS:

¢ Bce TecThl 3aBepIlieHBl YCIOIHO; 0TYeT 1o oijeHke U RFC ans cOopku
Y TeCTUPOBAHUS MMOATIU CaHBI.

[Tpumepsl, Korga pe3ynsTaThl OTKIOHSAOTCS:

® HeJOCTAaTOK pecypcoB [jisi Tiepexoja Ha CJIeJYIIIyl0 CTaJulo.
Harnpumep, TecTMpoBaHMe TOKAa3al0 HEJOCTAaTOYHOCTh (DMHAHCOBBIX
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CpeACTB A/ MpeJ0CTaB/IeHUs CIIPOEKTUPOBAHHOW YC/IYTH Ha CTaguu
3KCIIIyaTalluu;

® Sran JKCIUIyaTalUu yCAyr He MOXeT TpeAoCTaBUTL OT/e/IbHbIe
aTpuOyTHI YCIIyT;

® STan ITpoekTpoBaHus YCJIyT paspaboran NIPOEKT, He
COOTBETCTBYHOIIMHA  yCTAaHOBJIEHHBIM CTAaHAApPTaM, TEXHOJIOTHUSM,
TpeDOBaHUSIM PeryisTOPoB U T.I1.:

® ycayra He MOXeT ObiTh TMpeAoCTaB/ieHa B COOTBETCTBUU C
OrpaHHuYeHHAMH, HaJI0KEeHHBIMHU Ha 3Tane IIpoektrupoBaHus;

® He BBINOJIHAKTCA KPUTEPUU TIPUEMKH YCIYTH;

® HeoOXoAMMBIE JOKYMEHTHI He MOANMCAHBbI;

¢ SKMS u CSM He o00HOB/J€HbI U COAEpP)KAT HEAKTYaIbHYH
HHhOpPMaI1io;

® KO/IMUECTBO HWHIUJEHTOB, T1pobreM W PHUCKOB BBIE, UeM
TIpeAoJiaraioChk U3HauaabHO.

[lepen mepepmauell yCAyrd B MPOMBILUVIEHHYH 3KCIUTyaTal[ui, HeoOXoaumo
COBEpPUMThL psifi AelcTBUN Mo cOOpPKe U TeCTUPOBAHUIO Pa3IMUHBLIX Cpef.
HesTenbHOCTL B paMKax I[UJIAHUPOBaHUSI COOPKM U TeCTUPOBAHUSA
3aKTHYAeTCs B!

e (dopMmupoBaHHe TIaHOB COOPKM MCXOfs U3 TIPOEKTHOM JOKYMEeHTAI[|H,
cneruduKai, TpeboBanuii K kKoHUrypauu obopyroBaHus;

e (dopMHpOBaHHE KOMaHJ[| COMpPOBOXK/EHHWsI, JIOTUCTHKM W CHOpKH,
HeoOXOAUMBIX JIJIsT TO/IeP)KKH CPefI;

® TecTupoBaHue COOPKH;

® CoCTaB/eHHWE paCUCaHW /Il TECTUPOBaHUS U COOPKH;

® Ha3HaueHWe poJiei, pacrpeie/ieHle PecypcoB U OTBETCTBEHHOCTH [iis
K/TIOUeBbIX /IeSTeTbHOCTEH;

® (CONIaCOBaHHWE KPUTEPUEB MPUEMKH COOPKH.

Cpepapbl, HeoOxXoAMMEIe /17151 pesin3a:

® cpega cOopku - ucmonb3yeTcst Aasi cOopa U KOMITJIEKTOBAHUS TaKeTa
penu3a;

® eAUMHUUHAs Cpeja TEeCTUPOBAHUS - HUCIOAL3YeTCS [/s TPOBEpPKU
(GyHKIIMOHANTBEHOCTH, TIPOU3BOJUTETEHOCTH, BOCCTAHABIUBAEMOCTH U
T10JIe3HOCTH OTJe/IbHbIX KOMIIOHEHTOB YC/IyTH;
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® KOMIIJIEKT Cpea TeCTHPOBAHMA - HMCIOJAbB3YeTCA [Od TIPOBEPKH

li]yHKLIHOHEI.HbHOCTH, MMpOU3BOAUTENBHOCTH, BOCCTAHAB/IHBAEMOCTH H
MMOJIE3HOCTH KOMILJIEKTd KOMITOHEHTORB YCIIYTH,

¢ (Cpeda HHTerpaiuMd - HCIOMIB3YeTCAd [/ CﬁOpI{H H HWHTerpajuu
KOMITOHEHTOB YCJ/IYTH;

® (Cpela TeCTUpPOBaAHMA YCIAYIHM - HCIIOJL3YeTCd A/ TeCTHPOBAHHWUA BCeX
dCITIeKTOB OﬁBE,[LHHEHHOi:I dPXHUTEKTYPbI YCIIYI'H,

. cpefa TeECTUPOBAHHA Pe/IM3d - UCITOJIB3YeTCd NJid YCTAHOBKH, cﬁop}m H
TeCTUPOBAHHUSA TIdKeTa peJjir3d B Iﬂ)HTpOJ’IprEMOﬁ cpene, 00BIYHO
COBMeIeHa CO CpE,I[OIjI TeCTUPOBAHUWA YCIIYI'H.

® Cpena TeCTUPOBAHHA TOTOBHOCTH K JKCIIIyaTallki 1 - AJIs

TeCTUPOBAHHUA BO3MOJKHOCTeH YGIyTU M ee KOMIIOHEHTOB Iiepen
Hepe,qaqeﬁ B MMPOMBINUIEHHYH) 3KCILTYATAllUIO,

cpelid, CUMY/IHPYHOLIAda 6I/I3HEC-CpEﬂy;

cpelid, CUMY/IHPYHOLIAda yr[paBJ'[EHI/IE yYCiayraMu,

cpefa ais OGYLIEHI‘IH;

cpefia 4Jid MAJIOTUPOBAHHK A,

cpena oJid pe3epBHOr0 KOIMMHPOBAHWUA MU BOCCTAHOBJIEHH A.

Hdns TecTUpOBaHUS yCAYTM Ha MAJIeHBKOM YacTH  TOJb30BaTese
Ucnone3yTcsa nuaotel. [Munor (Piot) - orpaHuueHHoe pa3BepThIBaHUE
yCIyTH, penv3a WM TpolLecca B Cpefe MPOMBIUUIEHHOW JKCII/IyaTaluHu.
[Munot ucnonb3yeTcs AJsi COKpAIlleHWS PUCKOB M TMOJyuyeHUsi 0OpaTHOI
CBSI3U, a TaKkKe TIPUEMKH OT Tonb3oBareneii[l]. I[lpy 3ToM BakHO
ompejenuTh ONTHUManbHBIA OXBaT nunota. Eciu oH OyleT CAWIIKOM
MajeHbKUM, OyIeT HeKOppeKTHO oToOpakeHa (YHKIMOHANTBHOCTb YCIYTH U
He BBISBATCA MHOrve oumbku. [I1s NUIOTUPOBAHUSI TaKKe JO/DKHBI
(hopMUPOBATHLCS MIAHBL.

[TnanuporaHue cOOPKHU MaKeTa Peu30B COAEPKUT CeAyIOIIe TIPOLeJyphl:

® [poBepKa KpUTepPHUEB BXOJa/BbIX0OJa;
® B3aMMO/elCTBUe C MHBECTOpaMHU:
© yhpaB/eHue KOHTPaKTaMU U UX JIeTa/lsMu;
© foBefleHWE [0 WHBECTOPOB WHGOPMAIUM O TMpejiaraeMbix
U3MEHEeHHUSsX, BBIT0Je, KOTOPYK) OHU MOIYT TMPUHECTH U
COMYTCTBYHOLMX 3aTpaTax U pucKax
obyueHue MepcoHana u rnepejiaya 3HaHUH;
YCTaHOBJIEHU e YC/IYT U aKTUBOB B BU/I€ HMEIOLIMXCSI KOHTPAKTOB;
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® (COImacoBadHHe Fpa(be/IKDB;
. pa3paﬁoTKa MEXdHHM3MOB U MHCTPDYMEHTOB HJIs:

o cOopku, THUpaXKUPOBaHUs, TIPOJBUXKEHUS, PACIPOCTPaHEHUS,
KOHTPOJISI, UHCTA/UISL{UU U aKTUBALIUU Pe/TU30B;

© yIpaB/IeHUs JTULEH3UsMU U aBTOPCKUMHU TIPaBaMU.
HACTpoO#Ka cucTteM U oOydyeHUe TOJib30BaTesied /s paboTel C HOBOM
WU/ U3MEHEHHOM yCTyrou;
pa3paboTka BO3MOXKHOCTe U PecypCoB /Jisi CEPBUC-MeHeI)KMEHTa;
OLleHKa TOTOBHOCTH 1[e/IeBOM TPYIINbI K UCIIOIL30BAaHUI0 PeJTn3a;
ornpejieJieHUe U COTNIacOBaHHe KPUTEPUEeB [/1JIsl BBIXOA.

B pamkax cocTaBjieHus TJIaHOB pa3BepThIBaHUS HEOOXO[UMO OTBETUTh Ha
CeyIoIIe BOMpPOChH:

[J151 KOTO TIpe/iHa3Ha4eHOo pa3BepThiBaHUe?

KTO OyZieT rnosib30BaTeIsiMu ?

ecTb JIU Kakue-TO O0COOEHHOCTH MeCTOpAaCIOoXKeHUus?(Harnpumep,
Kakue-TO JOTMOMHUTEeIbHbIE BBIXOJHbIE B 3aBUCUMOCTH OT peruoHa)
rje Mno/jb30BaTenu? (Hampumep, ecTb /M yfajeHHble M0/1b30BaTeu
W/IK BCe TI0/Ib30BaTenu OynyT paboTaTs B OJHOM MecTe)

KTO eIie JO/DKeH OBITh MOATOTOB/EH K penu3y? (HampuMmep, HY)KHO /A
JOTOJIHUTEeIbHOE 00yueHHe TIepcoHana CepBUC-1eCKa)

KOrJa HeoOX0IuMO 3aBepIMThL pa3BepThiBaHUe?

rnouemMy HeoOXofuMO pa3BepTeiBaHHe? (Harpumep, uTOObI UCIIPABUTh
KaKyH-TO Mpo0eMy WK YBeTUUUThL QYHKIMOHATBEHOCTE)

Kakie (aKkToOpbl ycrexa W KPUTEPUM BhIX0AA? (KaK y3HATh, uTO
pa3BepThIBaHUE MPOLIO YCIeMIHO U MOXKeT OBbITh 3aBeplieHo)

KaKOBBI TEKYLLMe BO3MOXXHOCTH MOCTaBIIMKA YCIyr?

Ianee paspabarbiBatorcst [lnanel cHabkeHuss u mnpejocraByeHus. OHH

ompejensioT CleayroLiee:

Kak M KOT/Ia PeJIU3 U ero KOMIOHEeHThI OyyT MpejoCTaBasThCs?

Kakie MMEIOTCS KOMaHJbl COTMpPOBOXAEHHs, U 4To Oyzer B ciyuae
3a/lep>KKu?

KakK OTC/IeJUTh TPOTpPecc B TIPeAOCTABIeHUM U HeoOXOOAUMOCTB €ro
3aBepIleHUs?

eCTb JIM BO3MOXKHOCTb 3allMIIIEHHOTO XpaHeHUs, ec/iu noTpebyercs?
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HPE)K.}:LE yem r[[OﬁElBHF[Tb KdKHMe-TO QEIZCTBHH B IIJIAHBI pPd3BEpPTbIBAHHUA,
HEOﬁ}GJ,H'I/IMO OCYILIECTBHUTB Cl)I/IHEiHCOBOE MNjIdHHPOBaHHE. Omno paCCMaTpPpHUBAET
BOITPOCEI BBIAEMEHHUA CPeACcTB A1 obecrieueHus ,H'EHTEHBHOCTEFI, TMMOKYITKH
HEOﬁXD,H'I/IMOTO OﬁOmeBaHHH H HHL[EH3HIui, HMEIHMecss KOHTPAKTBI H
obsi3aTenbCTBa.

[Tocnme Toro, Kak fgeTanbHbIE TJIaHBI /s KaXKJOUM [esSTeNbHOCTH B paMKax
YnpaBneHus pe/ii3aMM U pasBepTbIBAHUEM COCTABJIEHbI, HACTylaeT 3Tarl
MOATOTOBKU K COOpKe, TECTUPOBAHUIO U pa3BepThiBaHWIO. Ha 3TOM 3Tame
MIPOUCXOJUT OLleHKa PUCKOB, BO3MOXXHBIX TMpo0O/JeM U HECOOTBETCTBUYU B
MPOeKTHOM fAokyMeHTauuu. OIjeHKa MPOBepsieT, MPUHECeT /U U3MEeHEeHUe
)Kenaemble pe3ynsTaThl. DPopmupyeTca OT4YeT, B KOTOPOM COZAep’KaTcs
pekoMeHJaluu 00 yTBepXKAeHUH U3MeHeHUsl U ero OTKIOHeHUH.

Ecnu usmeHenue YTBEPXKIAEHO, HACTYIIdeT 3Tdall CﬁOpICPI H TeCTUPDOBAHHA.
Kniouesrnie dCITEKTbI, KOTOPBIMH HEOﬁXD,I[I/IMO YIPaBJsATL B pPdMKdAX 23TOrO
3TAard:

UCIOJIb30BaHUe cpef cOOPKU U TeCTUPOBAHUS;

CTaHJapTH3allusa U UHTerpaLus;

yrpaeJ/ieHue KOH(UTYpaLusIMu:

B Xofle JAeATe/NbHOCTeH 1o cOopke M TEeCTUPOBAaHUK - KOHTPOJIb

Bepcuii, ympaeneHue 0a30BBIM COCTOSIHHEM, KOHTPOJIb BXOJOB H

BBIXOZIOB 3Tara COOPKUA U TeCTUPOBAHMUS;

® BeJeHHWE OTUETHOCTHU, KOTOpas MO3BOJUT OCYLIECTBUTL COOPKY CHOBa
TIPU BO3HUKHOBEHUM HeoOXOIUMOCTH;

® yhnpap/ieHUe HANSIIHOCTBI) TeCTUPOBAaHUS - (OPMHUPOBAHUE OTUETOB

110 TECTUPOBAHHIO;

KOHTPOJIb JOCTYNA K GU3NUeCKUM KOMITOHEHTaM U TeXHOJIOTHSIM;

TIpOBepKa BBIMOIHeHUs TpeboBaHuii He3onacHocTy;

TIPOBEpKa AesTeIbHOCTe! - BCe HeoOXoquMble YCIIOBHUSI BBITIOTHEHbI;

yIipaBJieHUe BOMpOCaMHU cpejbl - KOHJULMOHUPOBaHUe,

3/IeKTpOTNIMTaHue, GU3UUeCcKoe MeCTo, Mo)KapHasi CATHAIU 3a1us U T.11.

TIpOBepKa TOTOBHOCTH pe/in3a K repejave Ha CIeAYIOLIyI0 CTaiuio;

repejaua pen3a Ha C/IeIVIOLIyI0 CTafulo.

B ITIL BBOgauTcs mnonHsitue '0Da3oBoe cocrosHUe". ba3oBoe cocTosiHUE
(Baseline) - 3adukcupoBaHHOe COCTOSIHWE, HMCIIOb3yeMOe KaK OPUEeHTUP
(xonTpOoNbHAs Touka)[l]. TpakTOoBKa 3aBMCHUT OT KOHTEKCTa. B KoHTekcTe
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BHE,HPEHI/IFI b6a3oBoe COCTOSIHHE MOXKeT OBLITh MCIIOIL30BaHO AJis1 BO3BPATA
I/IHClJpEiCprKI'ypBI K I/ICXD,H‘HOFI KDHCl)I/Il"y])ElL[HH B Cly4dae, eCliIM BHeJpeHHE
pejn3da O0Kd34/J10Ck Heyod4HBIM. I/IHCl)DpMaL[HH 0 0a30BLIX COCTOSIHUAX
KoHurypaiuii xpanutcs B CMS.

Hnst cbopku penusza HeoOXooMMO OOBEAMHUTHL MHOXECTBO KOMITOHEHTOB,
aKTUBOB M TIPOAYKTOB OT BHEUHWX W BHYTPEHHUX MOCTABUMKOB. B 3TOM
OoJIBbIIYI0 PO/ UTPaeT JOKYMEeHTAl[Us - COIIaleHHs, KOHTPAKThI, TUI[eH3UH
U T.I. [leATebHOCTE MO MPUOOpPeTEeHHI0 KOMIIOHEHTOB BK/TIOYaeT B cebs:

® B3aUMOJEICTBUE C TmpoleccaMu cHabkeHus [iasi TpuoOpeTeHus
KOMITOHEHTOB;
e chop:
© yHpopMaLlMM O HOBBIX W OOHOBJIEHHBIX aKTUBaxX W
KOH(UTYpaIMOHHBIX efuHUIlax 0T SACM;
KBUTAHLIM{ U UEKOB;
JOKyMEHTal[Ud TIpeJoCTaB/leHUs,, peau3a U HU3MeHeHUs OT
MOCTaBIMKA.
® [poBepKa, MOHHUTOPUHT U BeJeHHe OTUeTHOCTH O KayecTBe
TOCTYMAKMIMX KOHQUTYPAaLIMOHHBIX eJUHUL] U KOMITIOHEHTOB YCIIYT;
e o0ecreueHue TOTO, YTO HAIMYMeE JIMLIEH3UM MOXKHO Oy#er moka3aTtb
TP BO3HUKHOBEHUU He0OXOAuMOCTH;
® OTBeTHbIe [eWCTBUSI B (C/Iyyae, €C/JIM KayecTBO, TOJy4eHHOe Ha
TIPaKTHKe, OTJIMYAeTCs OT 0XKMJAeMOro, U OLleHKa BAUSHUS CHUXKEHUS
KaueCcTBa Ha BHeJpeHUeE B 1]e/10M;
¢ 00OHOBJ/IEHUE CTAaTyCOB KOH(MUTYpaliMoHHbIX efuHUI] B SACM.

[Tocne Toro, kak Bce HeoOXoAMMOe KYTJIeHO, JOKyMeHTal[isi TOTOBA, MOXHO
npuctynuth K cbopke makera penu3oB. llpu cOopke penn30B Ba)kHO
MOHMUMaTh, UTO NPOAYKT MOCTYIUT CKOPO B MPOMBILUIEHHOE TTPOU3BOACTBO,
Cel0BaTe/IbHO, UCIOJIb30BaHHBIE B paMKax COOpPKM TpoueAypbl AO/DKHBI
OBITH TOBTOPUMEI B C/Tydae HeoOXOqUMOCTH.

KnioueBnie 3Tansl AedTe/IbHOCTH Cﬁﬂpl{[d T1aKeTa PejIi30B:

® KOMIUJIEKTOBaHME U MHTerpaiis KOMIOHEeHTOB pe/n3a;
® co3jgaHMe JOKYMEHTAIuu Aas cOOpKU U penu3a
© miaHbl COOPKH, TECTUPOBAHUS U UHCTA/IISLINH;
© neTanbHOE OMHMCAaHWEe MeXaHW3MOB MOHHUTOPUHIA U TPOBEPKU
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KadyeCTBad pejir3d,
© JeTalbHOE OIIHUCaHHe OTBETHBIX ,H'EﬁCTBHi:I B Cciiydae
BO3HHKHOBEHHSA HpUﬁJIEM;
© aBTOMaTHUeCKHMe W pPYUHBIE TIPOLEaYyPHI, HEOﬁm,[LHMbIE AJIs
pa3BepTbIBAHHK A YC/IYITH B Cpefie HpOMbILﬂHEHHOﬁ JKCIIyaTallluH,
© rponeaypsbl 11O BO3BpAllleHUIO B HCXOAHOE€ COCTOSIHHME B Cilydae
HeyadaBIIeTroCs pean3d,
o rnpoueaypel KOHTPOJIA ﬂHHEHBHﬁ.
® HMHCTA/UIALIMS W IIPOBEPKa [1dKeTa penun3a,
® OTIIpaBKa yBEr[[OMJ'IEHI‘Iﬁ BCeM 3dHMHTepeCOBaHHbIM YUdCTHHKAM O TOM,
UTO IMdKeT pe/ik3d roTOB A HHCTAJIALHH WU MCITOJIb30BAHH A.

Ecnu TecTupoBaHue mnakeTa penu30B MPOLUIO YCHELIHO, pelu3 U ero
COCTABJISIFOLME TIOMAAl0T M0/ KOHTPOIb YiipaBneHus kKoHgurypayusamu. C
TOr0 MOMEHTa BCe M3MeHEeHHSs B IMakKeTe Peau30B OCYIEeCTB/SIOTCA uepe3
YnpaBneHue u3MeHeHUSIMU.

Kputepuu TecTupoBaHMsl [10/DKHBI OTPa)kaTb YC/IOBMs, B KOTOPBIX yCJyra
OymeT UCmob30BaTLCSA U MPEJOCTABIIATE BHITOAY 3aKa3uvMKaM. TecTupoBaHue
penu3a TIpOBepsieT, UYTO KOMIIOHEHTHI penau3a MOrYT  KOPPEKTHO
WHTErPUPOBATHLCSA, & CaM Pe/IM3 MOXKHO WHCTA/UTMPOBATh B LIEJIEBYIO CPeAY.
TecTupoBanue oOmneparuOHHONW TOTOBHOCTH IIPOBEepsieT, 4TO ycayra |
noAjep>KuBamwie ee WHOPACTPYKTYpbl MOTYT ObITh MepelaHbl B
npou3BoacTBo. OHO TawkKe TMpeAOCTaB/seT OINpeJeNeHHbId YPOBEeHb
YBEePEHHOCTH B TOM, UTO HOBasg WM U3MeHeHHas yciayra Oyger
COOTBETCTBOBATh YCTAHOBJ/IEHHBIM TPeDOBaHUSIM.

B paMkax TecTMpOBaHMs ONepPaljUOHHOW TOTOBHOCTH TPOBOAATCS
C1eyiolMe TeCThbl:

® TeCTHpPOBaHME TOTOBHOCTHU K pa3BepThIBAHMUIO - TPOBepseT TO, UTO
Mpoleccel, TpoLeaypbl W CUCTeMbl  pa3BepTbIBAHWUS  MOTYT
pa3BepThiBaTh, yCTaHAB/AWBATh, Ha3HauaTb W CIOUCHIBATh T1aKeT
penu3oB M COOTBETCTBYIOLIYID €My YCIyTy B Cpeje IMpPOU3BOACTBa/
pa3BepThIBaHUS;

® TeCTUpOBaHMe YpaB/leHUe yCAyramMd - T[IpOBepKa TOro, uTo
TPOU3BOJUTENIBHOCTE  YCJIyTH  MOXKeT  ObITb  u3MepeHa U
TIPOKOHTPOJINPOBAHA B MPOLIeCCe MPOMBILIIEHHON JKCITyaTaluu;

® TeCTHpPOBaHMWE TPYIIbI 3KCIJyaTalliu - MPOBepseT, YTO CEepBUCHBIE
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rnogpasfesieHuss CMOTYT  VIPaBJATbH  yCAyroil B TIpoLjecce
TIPOMBIIUIEHHOM JKCII/TyaTalluu;

® TeCTUPOBaHUE YPOBHS YCJIYT - MPOBEpPKa COOTBETCTBUSI HOBOW WU
WU3MEeHEeHHOU yCayru TpebDoBaHUSIM YPOBHS YCIIVT;

® TEeCTUPOBAHUE I10/b30BaTe/ied - MPOBepKa TOTo, YTO MOJB30BATe/Nd
UMEKT [OCTYyl K HOBOM WM U3MEHOW yCayre U MOTYT ee
UCII0JIb30BATE;

® TeCTHPOBaHUe MHTepdeiica MOCTABUMKA YCAYT - POBEpPKa TOTO, UTO
uHTepdeicol, moasep)KUBaroIMe YCayry, GyHKIIMOHUDPYIOT;

® TEeCTUPOBAaHWE PpAa3BepThIBAHUS - TIPOBEpKa TOro, 4YTO ycCJjayra
KODPEKTHO pa3BepHYyTa /i KaXKA0H 1e/IeBOi IPYIIIbI UIU CPe/ibl.

[Tocne mpoBefeHUs YKa3aHHBIX BhILE TECTOB HACTYMAeT 3aKTHOUUTENbHBIM
JTan TeCTAPOBaHUA - "peneTUulidsA ycayrd'. OTO MeTOJ, TeCTUPOBaHUS, B
KOTOPOM CO3[alTCs YC/I0BUS, MAaKCMMaabHO MPUOMM)KEHHBIE K YC/IOBUSM
peanbHOM 3Kcrutyatauuu. OH JO/DKeH BBHIIBUTH oumbku U HepaboTaroume
MpoLecChl, TpeXJe ueM OHU TIOBJUSIIOT Ha Ou3Hec B mporecce
NPOMBIIIVIEHHON 3Kcrtyatauu. IIpoBoguTces mepej HenocpeiCTBeHHBIM
pa3BepTeiBaHWeM yciayrd. Kak BapuaHT MOXKeT OCYIIeCTB/ATLCS B BH/E
MUJIOTA - TO eCTh HA MAJIEHBKOU TPYIITIe peanbHbIX M0Ib30BaTe el yCayru.

IMocne YCIIemHoro TeCTUpoBaHHUA HW/IH ITHJIOTHPOBAHKWA MOHO IIPDHUCTYIIUTH
K pd3BepPTbIBAHHUID YCIIYTH. Ha nHauanbHOM 3Tame COCTaBASHOTCS AeTalbHbIE
IM/IdHbI pa3B€PTbBIBAHHWA, U TIPOU3BOOUTCA OLl€HKA PHCKOB. ITnans AOJ/IKHBI
OLITE YTBEepPKACHEI, d SaHpOCbI Hda HM3MEHEHHSA aBTOPHU30BdHBI IpoLeccoM
YHpaBHEHI‘Iﬂ U3MeHeHHsIMH. TOJIbKO TI0C/e 3TOro yCiyra TOTOBa K
Pa3BepPTbBIBAHHUIO.

B pamkax pa3BepTheIBaHUS MOTYT BBITIOTHATHCS CIeAYIOIIMe NeiCTBUS:

1. mepeHocC (MHAHCOBBIX AKTUBOB:

© jmobble U3MeHeHHUs B (PMHAHCOBBIX COTIALIEHUSX;

© MOKYIKA UM TIePeHOC eXXerofiHON MOepIKKH;

© yIpaBjieHWe 3aTpaTaMH, B TOM UKC/Ie Ha CUCTeMbI yIpaB/eHUs
YCIyroM;
HOBBI@ 1|€HbI Ha JINLIeH3UU U 00HOB/IeHUS;
roZIoBble KOHTPAKThl HAa BOCCTaHOBJIeHWe B ciydae cHos c
TPETBUMU CTOPOHAMHU;

© MpeJoCTaB/IeHHE UK MepeHoC 060pOMHO20 Kanumand,
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© TMepeHOoC MpaB Ha UHTEe/NIeKTyalbHYHO COOCTBEHHOCTb.
2. TlepeHoc/mepexos OM3Heca U OpraHU3aluA
3. OKOHuaTe/nbHOE O[l)OpMIIEHHE Op]"aHHBElL[HOHHOI:i CTPYKTYDEI, pOJ’IEIul H

OTBETCTBEHHOCTeN;

4. ycTaHOBNeHUEe CBs3ed MeXAYy W3MEHeHUSIMU OpraHMu3alUu, poJjield u
OTBETCTBEHHOCTeN;

5. ybeguTecsi B TOM, UTO JIFOAW MOTYT TPUCIOCOOUTBCST K HOBBIM
TIPaKTUKaM;

6. ybeguTeCcsi B TOM, 4YTO J/IIOAM TOHUMAKT IUJIAHBL W TIPOL[eAYPEI
obecrieueHUs1 HETIPEPLIBHOCTH.

Croja Tawke BXOAUT HallM KBanu(UIIMPOBaHHOTO IepCcoHasa, crnocobHoro
peanu30BaTh pa3BepThIBaHUe.

¢ pasBepThIBaHUE MPOL]ECCOB U MAaTEPUATIOB;
® pasBepThiBaHWE BO3MOXKHOCTeM YIpaB/ieHUsS YCIyraMM - HOBBI@
MPOLIeCChbl, UHCTPYMEHTBI U CUCTEMBI /ISl TIePCOHAa, OTBE@TCTBEHHOI0
3a yIipaB/ieHUE YCIyTraMH.
® TepeHOoC YCIyTu:
© mepeJ TEPEHOCOM TMEepPecMaTPUBAKOTCS PUCKU, MPOBIeMbl
YCJIYTU U 3HAUeHU$ ee MPOU3BOAUTETbHOCTH;
HAaCTPOWKaA ayluTa Jis YC/IYTH U KOHQUTyparjuii;
BHeceHue B Karanor ycayr uHbOpMalMu O HOBOW WU
W3MEHEeHHOU yCJIyre;
© yBeJOMJ/IEHHEe UHBECTOPOB 00 M3MeHEeHUH.
® pasBepThiBaHWE YCAYTM - pa3BepThIBAaHWE peu3a, B TOM UKC/Ie
OeMCTBUS MO  pacrnpoCTpaHeHWK) U YCTaHOBKE  YCJIYTH,
NOJAePXKUBAIOIMX YOIy,  MPUJIOKeHUN, WHQPPACTPYKTYPhl U
GyHKI[MOHANBHBIX BO3MOXKHOCTeH. B 3TOT 3Tanm BXOAST cCrefylole
NesTeTbHOCTH:
© pacmpocTpaHeHHe U Pa3BepTHIBAHUE YCJIYTH U ee KOMIIOHEHTOB
B 3a[]aHHBIX TPAHUL[aX BPEMEHU;
o cbopka, yCTaHOBKa W HACTPOIKa yC/IYTM U ee KOMIIOHEHTOB Ha
paboTy c HOBO# u/u nMpeobpa3oBaHHONW WHMOPMALIH ei;
© TEeCTUPOBAaHUE CHUCTEMbl W YCJIYT B pPaMKax MHCTa/USILUHU,
dbopMUpOBaHUe 0TUETOB 00 MHCTA/ISILIUU U TECTUPOBAHUH;
o ¢wukcanus Bcex npobOsem, cboeB, onmMOOK, WHIUJAEHTOB W
PACXOXKAEHUM C TIaHaMU;

© KOPpPeKTHPOBAaHHE BCEX PACXOXKAEeHWH, KOTOpPble He BBIXOAAT 3a
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PaMKH IIPDOEKTHBIX Ol"paHH'-IEHHﬁ.
® OT3BIB YCIyru - ﬂEﬁCTBHH, npejrnpuHATbie A TOTO, 4TOORI penuns
MOXHO OBIJI0 0TO3BaThL B Ciiydde BOBHHKHOBEHHA HEOGXD,I[HMOCTHI
© yaajleHHue pa3BepHYThIX KOMU NnporpaMMHOro obecrieueHus H
AAaHHBIX C allllapaTHOTO OﬁECHEHEHI/IH;
° H,[LEHTH[i]PIKa]_]HH HHL[EH3Hﬁ H OPDYTUX dKTHBOB, KOTOPbBIE MOIYT
OLITh 0TO3BdHBI;
© pacIiojioXxeHHe Uﬁﬂpyr?_'[DBElHHﬁ B COOTBETCTBHH C ITOJITUTHKAMH H
npoueaypamMm,
© repeMelleHHe OTO3BAHHBLIX AKTUBOB B 3all[MIIeHHOE XpPAaHHUJIHIIE
npu HeoOxogumocTu[16].

3anucu 0 AelCTBUAX MO OT3bIBY, BOCCTAHOBIEHUIO U PACIOIOKEHHUID
JNO/DKHBI YTIPAB/STBCA U WCIOJB30BATLCS 11 OOHOBIEHUS ApPYrou
uHbopMaruu, Harpumep, 00 UMEILMXCS B OpraHU3aluM UL eH3UusX.

¢ ynaneHue U30BITOYHBIX akTHBOB. Eciu yciyra oto3eaHa, HeoOxonumo
TepecMOTPeTh UCMOIb30BaHUEe aKTHBOB. AKTHBBI OTO3BAHHOW YCIIYTU
MOTYT OBITH WCIIO/B30BAHBI /sl JPYTUX YCAYT 1UD0 H3BIEUYEeHBI U3
oOpaitieHus, YTO NPUBEJET K CHUKEHUIO U3/ePiKeK.
¢ pepudmkaiust pasBepteiBaHus. Ilocne TOro, kak [JesSTeNbHOCTH B
pamMKax pa3BepThIBAHUS 3aBeplleHbl, HeoOxoguMo yOeauThCS, UTO
TONB30BaTeNM, TPyIna 3SKCITyaTallid YW WHBECTOPBI TOTOBHI K
WUCMOJIb30BAHUIO YCIyTH. OTO BKIWOYaeT B ce0si  BBHIMTOTHEHHE
CIeIYFOIMX 1€ CTBUI:
© TIpOBEpPKa TOTO, UTO YCAYTH, aKTUBBI U Pecypchl "Ha CBOMX
mecTax';
© TIpoBepka TOro, uro OOHOB/JIeHHWe  [OKYMEHTaluu |
UH(OPMALUU 3aBepIIeHO;
© maTtepuansl s 00ydeHUS ¥ KOOPAMHALMU TOTOBBI AJif
npefoCTaBleHus WHBECTOpaM, I0b30BaTeNs M U Tpymnne
JKCTTyaTaluu;
MPOBEpKa TOTO, YTO POJIM U OTBETCTBEHHOCTH pPacIipe/ie/ieHbl;
MepcoHan W [Jpyrue Ppecypchl TOTOBBI AJsi yIIPaB/IeHUS WU
UCIO/Ib30BAHUSA YCIYTU U €e KOMIIOHEHTOB B HOPMAalbHBIX U
JKCTPEHHBIX YCIOBUSX;
© y4YaCTHUKA WUMEIOT JOCTyN K WHGOpPMAaIlUuu, HeoOXoauMon s
yIpaBJIeHU s, OeP>KKA U UCTI0IB30BaHUS YCIIYTH;
© HaCTPOeHbl MeXaHW3Mbl W3MEePEeHHUs TIPOU3BOAUTETLHOCTH
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YCJIVTH U NOAAEePKUBAKOLIMX ee peCcypCoB.

® noggepkka B Hauajse 3kcrutyataiuu (Early Life Support wnu ELP) -
NoJIepiKKa, TpeJocTaBisemMasi B OTHOIIEHUU HOBOUW WM W3MEHEeHHOU
YC/IYyTH B TedyeHHe HEKOTOPOro BpeMeHU HeINoCpefCTBeHHO IIocie
TOr0, Kak yciayra Obla BBefjeHa B IKCIUTyaTanuio. Bo Bpewms
TNOAJEPXXKA B Hauane »JKCIJiyaTalMd TII0CTaBLUMK YC/IYT MOJKeT
rnepecMaTpuBaTh  KIHOUEBble  T[OKa3aTe/d IPOW3BOJUTENBHOCTH,
VPOBHU YCIyrM W HabmofaeMbie TIOPOTOBbIE 3HAUEHMSs, a TaKKe
3aleliCTBOBATh  JOTIOJIHUTENBHBIE  Pecypchbl s YpaBreHus
UHIU/IeHTaMHU u YnpaBneHust npobnemamu[1]. [Tpumep
JesiTeIbHOCTe! B pamMKax [lofep>kku B Hauase 9KCI/IyaTal{uu MOoKa3aH

Ha puc. 9.2.
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Puc. 9.2. Tlpumep gesitenbHOCTE B paMkax [lofggep)Xku B Hauaje
JKCI/IyaTaliuu

B npouecce ELP rpynna pa3BepTeiBaHUSI peanu3yeT WIYUILIEHUA H
pelllaeT  BO3HUKawIme mpobseMbl, TO eCTb cTabuau3upyet
UCMOJIb30BaHUe yoayrd. Tawke mpoucxogut oOHOBIeHHe 0Oa3swl
JAHHBIX [OIMOJIHUTE/NbHBIMHA [JAHHBIMU [JUAarHOCTHKH, W3BECTHLIMU
oumbkamu, Haubosiee yacTo 3a/1aBaeMbIMU BOITPOCAMH U T.II.

e 0030p u 3aBepileHUe Pa3BepTLIBAHUSA
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O630p pa3eepTeIBaHUS BKIOUAET B Ccebst ciieyronpe e CTBUS:

o

OpraHu3alius OMPOCOB W HCCAeJOBAHWUM VIOBIE€TBOPEHHOCTH
MoJib30BaTeNeld, WHBECTOPOB M  3aKa3uMKOB HOBOM WM
W3MEHEeHHOU YC/Tyroii;

BBISIBUTh HEJOCTUTHYThIE KDUTEPUU KaueCTBa;

NMPOBEPUTh 3aBEPLIEHHOCTh BCEX HeOOXoAUMBIX [JeCTBUM,
WCTIpaBJIeHUH U U3MEeHEeHHUH;

MepecMOTPeTh He3aBepIleHHbIe U3MeHeHUs U yOeuThCs B TOM,
uTO /I HUX BbiZie/IeHbl (MHAHCOBBIE CPeACTBA U Ha3HAUEHBI
OTBETCTBEHHbIE UCTIOTHUTE/IH;

MepecMOTpPeTh 1ieJIeBble T0Ka3aTes MPOU3BOJUTENbHOCTH U
YCTEIHOCTH;

ybeauThCsi, uTo BCe mpoOsieMbl, CBSi3aHHBIE C pecypcami,
BO3MO>KHOCTSIMH, MOIIHOCTSMU W  TIPOU3BOAUTE/ILHOCTBIO,
pelleHbI 10 3aBepILeHUs pa3BepThIBAHUS;

NPOBEPUTh TO, UTO BCe MNpoOIeMbl, M3BECTHbIE OLMOKU U
00X0/iHbIe pellleHusl COIaCOBaHbl C MHBECTOPAMH, 3aKa3uhKaMU
U nonw3oBaTensmu. O6xogHoe pemenue (Workaround) -
YMEHbIIEHWEe WM YCTPAaHEHWEe BJIMSHUS WHLMWJEHTA WK
npo0sieMbl, /15 KOTOPBIX B TEKYIMd MOMEHT HeI0CTYITHO
nmojiHoe paspeieHue. Harmpumep, mnepesanyck OTKa3aBIlei
KoH(urypariuoHHoON  eauHUIBl. OOXOgHBIE pemieHUus  AJid
npo06sieM JOKYMEHTHUPYIOTCS B 3anucsax 00 U3BeCTHBIX O OKax.
O6xoaHbIe TIYTU A1 UHIUJEHTOB, KOTOPbIe He TPUBS3aHbI K
3anucsM 0 npobnemax, JAOKYyMEHTUPYHOTCS B 3amucax o0
uHIUAeHTax[1].

MepecMOTpeTb BCe PUCKU U BLISBUThH Te, KOTOPbIe BIUSIOT Ha
9KCII/TyaTal[ui0 U TIOA/IEePXKKY YCIIYTH;

NPOBEPUTh TO, UTO W30BITOUHBIE AKTUBBI M3B/IEUEHBI W3
obpartenus;

MPOBEPUTh TOTOBHOCTL YyCAyrd K mnepegaue oT ELP B
MPOMBIIIVIEHHYIO 3KCITyaTaluo.

O630pel, TPOBOAMMEBIE  TIOC/Ae  3aBepIeHUsT  Pa3BepTLIBAHUS,
KOHTPOJIUPYHOTCS ITPOLIeCCOM YIpaB/ieHUsI U3MeHEeHUSAMU.

e 0030p u 3aBeplIeHUe BHEAPEHUS
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[Tepes TeM, Kak 3aBepUMTh BHeApeHUe TMOJHOCTBIO, HEOOXOAMMO
TpeIoCTaBUThL OPMaIbHBIN 0030p BHepeHus, BKIOUaOLMil B ce0st:

© TIPOBEPKy TOro, UTO BCe [esTelbHOCTH B paMKax BHeapenus
3aBeplIeHbl, TO eCTh UHAOpPMaLUs U JOKyMeHTanusi cobpaHsl,
0OHOB/IEHBI, 3aLIMIIEHBI;

© TIPOBEPKy TOro, YTO NPUMEHSIOTCA MpPaBU/bHBIE M TOYHBIE
METPUKH.

O0630p akKyMyTHpyeT BBIXOAbBI BCeX TMPOLIECCOB, TIpoLefyp U
AesTenbHOCTeH B paMKax BHegpenus. YcremHoe rnpoBeeHue OL[eHKH
rapaHTUpyeT TO, UYTO yC/yra repejaHa Ha 3Tan DKCIIyaTaluu.

Bxopamu npouecca YnpaBieHUs peii3aMU U pa3BepThIBaHUEM SIBJIIOTCSA:

aBTOPU30BaHHbBIE 3alIpOChkl HA U3MEHEeHMUS;

[IpoekTHas JOKyMeHTaLUs;

MakeT YpOBHEH yCIyT;

[Tnan obecneueHus HerpepbIBHOCTH Ou3Heca u IT;

[Tnanbl U cTaHJAPTHI CEPBUC-MEHe/)KMEHTa;

TeXHOJIOTUUeCKUE CTAHJAPThl U KAaTaJIOTH CHAOXKeHUS;
npuoOpeTeHHbIe aKTUBLI M KOMIIOHEHTHI C UX IOKyMeHTal[uel;
MOJIe/Td Y TIJIaHbl COOPKH;

TpeboBaHusi u crneuudukaguu cpen s cOOpPKM, TeCTUPOBAHUSA,
MMUIOTUPOBAHUS, Pa3BepThIBaHUS, 00yueHUSI U BOCCTAaHOBJIEHUS;
TOJIUTHKA U TIPOEKT penn3oB oT jTana [IpoekTupoBanus;

MO/ e/Id pe/ii30B U pa3BepThIBaHUS;

KPUTEPUU BX0Ja M BbIXOJA A KaXKJOHW CTaguu pa3BepThiBaHUS U
penusa.

Beixogamu nipoiiecca YnpaBjeHHs peii3aMH U pa3BepTbiBaHUEM SIBISAIOTCA:

[lnan penu3a U pa3BepThiBaHUS;

3aBepileHHble 3aMpoCchkl Ha U3MEHEeHUs [Jjis JesTebHOCTeH B pamMKax
peJii3a U pa3BepThiBaHUS;

onoseljeHue 00 ycayre;

obHoBsenHbld Katanor ycnyr ¢ uHdbopManuein 0 HOBOW WU
M3MEeHeHHOM yciiyre;

HOBBIE TTPOTECTUPOBAHHBIE BO3MOXXHOCTHU YCIYTU U CPeibl;
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¢ HOBAas WM U3MeHeHHas JJOKyMeHTaLlus CepBUC-MEHEe/J)KMEeHTa;
® MakeT YC/IYL, YYATHIBAWOIMKA TpeOoBaHusi OM3Heca/3aKa3uvKkoB K
yciiyram;
[TakeT ypoBHei# ycayr (SLP);
SLA, OLA u apyrue KOHTPaKThI;
MOZe/b yC/IyT, ONUCBIBAKOLIAA CTPYKTYPY U JUHAMUKY YIIPaBJIeHHUs U
HCII0JIb30BAHU S YCIIYT;
OTYeThl 0 HOBLIX UJIM U3MEHEeHHbBIX yC/Iyrax;
TIPOTeCTHPOBAHHEIE I1JIaHbI HEIIPepbIBHOCTH;
TIOJTHBIN U aKTYa/IbHBIA MIepedYeHb KOHGOUTYPaljUOHHBIX eIMHHULI;
T1JIaH MOIIHOCTEeH COOTBETCTBYIOIIMIA NjlaHaM Ou3Heca;
TIOATOTOBJIEHHBIN MAaKeT PeIn30B - [/ Pa3BepThIBAaHUN B Oynyiiem;
OTUYeT 0 BHeJpeHHUH.

KnioueBnie mokasaTenu MPOU3BOAUTEIIBHOCTH YHpaBHEHI/IH pear3aMHi H
pa3BepTbiIBaHWEM MOKHO pa3fe/IMTh Hd [Bd K/ldCCd:

1. 3aka3uuku u OU3Hec:
© yMEeHbIIIEHUE OTKJIOHeHUs 3HaueHUM MPOU3BOJUTETBHOCTH
yCsIyr OT TpebyeMbIX 3aKa3uukaMu U Ou3HecoM;
YMEHbIIIEHU e KOJTMUeCTBa UHIUEHTOB, CBSI3aHHBIX C YCyTaMH;
yBeMUeHue YIOBIeTBOPEHHOCTH MO0JIb30BaTeNed M 3aKa3uuKOB
MpefoCTaBIEHHBIMU YC/IyTaMu;
© yMEHbIIIEHUE  HEeyJOBJeTBOPEHHOCTH  TOJb30BaTe/led U
3aKa3UMKOB.
2. TlocTaBUMKH YCAYT:
© yMeHbllIeHUEe HeoOXOQUMBIX pecypcoB U  3aTpaT  AJid
JUarHOCTUPOBAHUS U UCTIPABIeHUs] UHLUAEHTOB U npobiem B
paMKax pa3BepThIBAHUS U TIPOU3BO/CTRA;
© yBeJIMUEHUE UCIOJB30BAHUS CTaHAAPTU3UPOBAHHOIO MOAX0AA K
BHespeHuio, B TOM uuCae TIPOLIECCOB, [OKYMEHTALUU WU
CTaH/IapTOB;
© yYMEHBIIEHUE HECOBTa/IeHU MeXy uHbopMaLuen,
Mpe/JOCTaB/IsieMO TMPOBEePKaMH KOH(MUTypalluii, W peaabHOU
CUTYyaIuei.
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[TopTBep)xaeHue, TeCTUPpOBAHUEe U OLleHKa YC/Iyr Ha JTarie
BHuepnpenus. YripaBieHue 3HaHUAMU

[Tpowjecch! U feaTeNbHOCTH B paMKax 3Tana BHegpeHUs ycayr: Le/b, BXO4bl U
BBIXO/]bl, OCHOBHBIE JIeATeTbHOCTH U KIH0ueBbie MmoKa3aTenu 3(deKTUBHOCTH.
B nexkuun paccmaTpuBarwTca cnepyrooume npoueccel: [logTBepxzaeHue u
TecTUpoBaHue ycayr, O1jeHKa U YpaB/ieHue 3HaHUSIMH.

10.1. IToaTBepKaeHue U TeCTUPOBAHUE YCIIYT

IMoaTBepkpenue(Validation) - gesaTenbHOCTb, KOTOpash TapaHTUPYET, UTO
HOBas WM W3MEHeHHasi ycJjyra, Mpolecc, MjaH WA [PYroil pe3yasraT
oTBeuaeT Hyxzam Ou3Heca. [logTBepkeHue TapaHTUPYeT, uTo TpeboBaHUS
Ou3Heca yIOB/IeTBOPEHBI, [JaXe eCTd OHM MODIA W3MEHUThCS 110
OTHOLIEHUIO K UCXOAHOMY pe3yl1bTaTy NpOeKTHPOBaHUS.

[MoaTeepkaeHue u tectupoBaHue ycayr (Service Validation and Testing) -
MpOL1eCcC, OTBETCTBEHHBIN 3a MOATBEPXKAEHHE U TeCTUPOBaHWEe HOBOUM WM
u3MeHeHHOU yciyrd. [loaTBep)KAeHUe U TeCTUPOBaHUE YCIYT YAOCTOBepsieT,
4TO yCjyra COOTBETCTBYeT ee creluduKaluu TPOeKTUPOBaHUs U Oyger
oTBeuaTh mMoTpeOHoCTaM Ou3Hecall].

Ecnu He mnporecTupoBaTh YCAYTM KOPPeKTHO, MpU MX Tepejade B
TIPOMBILVIEHH VIO 9KCII/TyaTal[ui0 BbIpacTeT KOJIUUeCTBO:

® WHUWJEHTOB, CBfA3aHHLIX CO CDOSMU  3/IEMEHTOB  yCAyT H
HECOBTIa/IeHUSIMU MEeXXy ITPOTrHO3aMHU U MPaKTHKOM;

® KO/JIMUECTBO 3BOHKOB U ODpaleHuil B CEePBUC-7ECK, BBI3BAHHBIX TEM,
YTO yC/AyTY He QyHKUUOHUPYIOT AO/DKHBIM 00pasom;

¢ npobnem u oumbOK, KOTOpbie TPyAHEee AUArHOCTUPOBATH B MPOLlecce
JKCM/IyaTaluu;

® U3Jep)KeK, TaK Kak OIMOKM C/I0)KHee U [IOpOXKe WCIPaB/isTh B
rpoijecce SKCMayaTaljuy, yeM B NpOLiecce TeCTUPOBaHUS;

® yCiAyr, KOTOpble  HEe  MOTYT  HCIOJb30BaTeCs  3(eKTUBHO
T10/Ib30BaTe/AMU U MPeJ0CTaBIATh UM JKelaeMyl0 11eHHOCTb.

OcHoBHble Lles npouecca [TogTBep>xeHns U TeCTUPOBaHUS YCIYT:
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® TIJIaHHUDOBaHHE H nocaneayroiasa peanu3aliuda npogeccos

TeCTUPOBAHUA U MOATBEPKAECHHSA, KOTOPbIE IMMPpeACTABAT 0OLeKTUBHEIE
J0Ka3dTe/IbCTBA TOro, 4YTOo VYCOIyIrM IpeaoCTaB/JAAKOT 3dABJIEHHYH
JEéHHOCTb 3dKd34YHKdM, ITOJIb30BaTe/IsIM H HHBECTOPAaM;
OL€HKd KaueCTBa peJ/ii3d U ero KOMIIOHEHTOB,
I‘Ir[[EHTHCbHKElL[HH, OLE€HKd U yId>KHBdHHE HpOﬁﬂEM, onmoOoK U PHUCKOB B
mnmpounecce BHE,I[DEHI/IH.

Takum o6pa3om, IlogTBepkgeHUe W TECTUPOBAHME YCIYT [103BOJISIET
YAOCTOBEPUTHCS, UTO YC/IyTa CMOXKET MPel0CTaB/IATh {eHHOCThb 3aKa3ulKaM U
ux OusHecy.

Ycnyra omnpejiensieTcss TMakeToOM YCAYT, KOTOPbIM MOXeT COCTOSITh W3
HECKOTbKM X TIaKeTOB ypoBHel ycayr (SLP) v KOMIIOHEHTOB, KOTOPbIe B CBOK)
ouepejn TakKe MOTYT OBITh yCIyraMu, HallpuMmep, Moagep>KuBaropmmu. SLP
ompejensieT ypOBeHb II0/Ie3HOCTH M  KaueCTBa, KOTOpPbIe  [OJDKHBI
NpejoCTaBaATy YCIYTH, W SIBJASETCS OCHOBHBIM BXOAOM IIpoljecca
[MoaTBep)KaeHuss U TeCTUPOBaHUS yCayr. [Iu3aiiH (IIPOEKT) YC/Iyru 3aBUCUT
OT TOro, rje W Kak OHa OygeT wucnonb3oBarbCsa. ATpubyTel yCiayru
XapakTepu3yoT ee ¢opMy U (YHKIIMOHATBHOCTh B KOHTEKCTE TepPCHeKTUBHI
ucnonb3oBaHusi. Takum oOpasom, SLP ompegensieT COBOKYITHOCTh
TpeboBaHUI K yciayram, a Takwke Habop oOrpaHuueHMd A UX
ucnons3oBanus. [Ipoyecc [logTBepxaeHHUs U TECTUPOBAHUSA YCIIYT [OJDKEH
ompejenuTh BO3MOXXHOCTH YCTPAaHEHHWS OTPAHUUEHMH, OmNpeJesieHHBbIX Ha
stane [lpoekTrpoBanus, U NIPOBEPUTb UX KOPPEKTHOCTG.

[lpexxge uyem HauMHATL TeCTUPOBaHWe, HeobxoguMo cdhopmMHpOBAThH
cTpaTeruto TectupoBaHusi. CTpaTerusi TeCTUPOBaHUS OTpefensieT MoAXof K
OpraHu3anuu TecTUpoBaHusi U obpaboTke ero pe3ynsraToB. OHa MOXeT
TIPUMEHSITECSL KO BCeM opraHu3aljuu, Habopy yC/ayr Uau OTAenbHOM ycCiyre.
Kaxzgas crparerus go/KHa COIIAaCOBLIBATHCS C UHBECTOPaMHM, TakK KakK OHU
BBIJIE/ISIIOT [JeHbIU Ha ee peanu3aljuio.

CopgepykaHue CTpaTeruu TeCTUPOBAHUS:

LleJI1 ¥ 337144 TeCTUPOBaHUS;

KOHTEKCT;

CTaHZapTHI, TPeOOBAHUS 3aKOHOB U PETryISTOPOB;
KOHTPaKThl U COIIallIeH U ;
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® OXBAT M OpraHU3allHsI:
© KOMaH/[bI ITOCTABIMKA YCIYT,
© OpraHH3alus TeCTUPOBAHMUA,
© TpPeTbH CTOPOHBI, CTPAaTeTrHYeCKHe MMapPTHEPEI, MOCTABIIHKH
o GHBHEC-E,I[I‘IHI/ILIBI H UX MeCTOPACIIO/IOKeHH e,
© T[I0/Ib30BaTeNX U 3aKa34yMhKH.
¢ TIpoLecc TeCTUPOBAHMHA!
© yhpaBjieHHe U KOHTPOJb TeCTUPOBAHHUEM - 3al1HCh, MOHHUTOPHHT
nporpecca, sejeHrue OTYeTHOCTH,
[MJIdHHPOBdHHE H OLI€HKd TeCTUDOBAHH A,
ﬂEﬁCTBHﬂ B PaMKax TeCTUPDOBAHHA - MNJIaHHPOBdHHE,
peaqn3dlivd U JOKYMEHTHDPOBdHHE TECTOB H X pe3y/IbTaTOB.
METPHUEKH TeCTUPOBAHHA U YVIIYUILIEHHA
Hr[[EHTHCbHKElL[HH 00LeKTOB TeCTUPOBAHHA:
© TI1aKeT yCJIyT,
© TI1aKeT YPOBHS YCIIVT,
© MOAenb YCIIVIL, DTOﬁpa}KaI-OH_[EIH CTPYKTYPY U JWHAMHKY PDAa3BHUTHA
ycayr;
® [1J1aH 3KCIJyaTalluy YCJIVT,
® [1JIaHbI CepBUC-MeHeI)KMEeHTa.:
© KpHUTHUeCKHe 3JIEMEHTEI, Ha KOTOPBIX H906XD'I[I/IMO
CKOHLIEHTPDHPOBATh TECTHUPOBdHHE,
© MeCcTOpacIloj0XKeHHe busHec- eIWHHL, Hd KOTOPBIX 6}7ﬂET
OCYHIECTBJIATBCA TECTHUPOBdAHHE.
uHTep(deicbl MOCTaBIIMKA YCIIVT;
moaxomn:

o BbIﬁpaHHaH MOOe/b TeCTUPOBAHHUA,

© YPOBHH TeCTUPOBAHMUA,

© MOoAXoObl K TECTUPOBAHHIO;

© (CTeleHb HEe3aBUCHMOCTH peanu3aluy, OLeHKHM M aHalu3a
TeCTUPDOBAHHA,

© MOBTOPHOE MCIIO/NIb30BaHHE - OINBIT, MNPdAKTHKd, 3HAHHWA H

pe3y/ibraThl TECTUPOBAHUH B TIPOIILIOM;
pacrpejieieHle M0 BPeMeHH;
paspaboTka ¥  TIOBTOPHOE  WCIIOJb30BAaHUE  TPOEKTOB,
WHCTPYMEHTOB, CLI€HAPUeB U JJaHHBIX /1711 TECTUPOBaHMUS;
© KOHTPOJIb U3MEHEHUH U UCTpaB/ieHne OmmMboK;
© CuCTeMa M3MepeHus.
® KpUTEpPUMU:
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HpI/IEMa{DTKHDHEHI/Iﬂ;
BX0J4d WU BbIXOAa OJ1d Ka}KﬂOﬁ CTagWuH TeCTUPOBAHHUA,
OCTAaHOBKH HJIK ITOBTOPHOTO 3adIllyCKd TECTUDOBAHHA.

e TpeOOBAHUS K THOJSM:

o]
o

=3

POJIU U OTBETCTBEHHOCTH;
COCTaB/IeHKE paClMCaHUsl TPDEHUHTOB /i TTIepCoHara;
TpebOBaHMs K CTEMEHH BOBJIEYEHHOCTH 3aMHTEPECOBAHHbBIX JIAL]
- MOCTaBIMKOB YCIT, MOCTaBIIMKOB, 3aKa3uMKoB,
[10/1b30BaTeIeH.,

® TpeboBaHUS K Cpefe:

o

o
o

Ccpefbl TeCTUPOBaHWS, KOTOpble OygyT WCIOAB30BaHbI, HX
pacrioyioXKeHue, OpraHU3alUsa U TeXHUUEeCKoe OCHAIeHUE;
TpebOBaHUs K KaXK0M Cpejie TeCTUPOBAHUS;

NJIAHUPOBAHUE U BBOJ, B IKCIIJIyaTal[UI0 CpeJi TECTUPOBaHUS.

® pe3ynbTaThl:

o
o
o}

obsi3aTesbHAsI U OMI[UOHAIBHAS IOKYMEHTALIUsl;

MJIaHbl TECTUPOBAHUS;

cneru(UKaliiid  TeCTUPOBAHWS -  TPOLEAYPbl, TPOEKT,
060CHOBaHUE TeCTUPOBAHUS;

pe3y/bTaThl TECTUPOBAHUS U OTYETHI;

MpOBepKa OTUETOB;

CYMMapHbI€ OTUYEThI 110 TECTUPOBAHUIO.

Mopgens TeCTUpPOBAHUS BKIOUAaeT B CeDsi mjaH TeCTUPOBAHUS, TO, UTO
JO/DKHO OBbITb TNPOTECTUPOBAHO U CLIEHAPDUM TECTHPOBAHUS KaXKJOTO
snemeHTa. CljeHapMM TeCTUPOBaHUS OMNpeJeNsitoT YC/IOBUS TeCTUPOBaHMUS,
LJUK/T TECTUPOBAHUS U Pe3YILETaThl, KOTOPbIE JO/DKHBI OBITE MTOJ/TYUeHBL.

Tabsuija 10.1 . - Ilpumepsl Mogenel TeCTUPOBAHUS

YcnoBus, Ha

Mogens KOTOPBIX
Pesynbrat/iiens TeCTUPOBAHUSA
TeCTUPOBAHUSA OCHOBAHO
TeCTUpOBaHUE

Tectuporanue 3aKa3uMK MOXKET UCIIO/AB30BaTh yoiayry ¢ TpebGoeaHus

KOHTPAKTOB

Mopens
TeCTUPOBaH

TpeboOBaHUM K

LeJIbK0 ITOJyUYeHHu A eHHOCTH KOHTPAKTOB

0 TpeboBanwus K
OCTaBIIMK YCIYT MOXET MPeA0CTaB/sATh
usi M YEIyr peA yciyram u

YC/IYTy C XapakTepUCTUKAMH, KOTOPbIe KpuTtepuu
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yciyram TpedyeT 3aKa3unk NIpUEMKH YCIyT
[TocTaBumK ycnyr npefocTaBsieT YCIyry C
Mopens 3a/laHHBIM YPOBHEM YCJ/IYT, TO eCTh TpeboBanus
TeCTUPOBAHUS TeCTHPOBAaHWE BpeMeHU OTBeTa U YPOBHS yCYT,
YPOBHS YC/IYT  MCIpPaB/eHHUst O O0K, JOCTYITHOCTH, SLA, OLA
BCIIOMOTaTelbHbIX YC/IyT
[MocraBumk ycayr cocobex
NpejoCTaB/sATh, CONPOBOXAATh U
Mopens yIpaB/IsSTh HOBOM WU/IU U3MEHEeHHOH
TeCTUPOBAHUS YCJIYTOW C UCTMIO/IB30BAaHUEM Mofeu yeiayr, Mogens ycnyr
YCIIyTH BK/THOUAlOLLel B cebs1 Moziesib pecypcoB,
MoJlenib 3aTpart, MoJe/b Mporpecca, Mojienb
MOIIHOCTE! U MPOU3BOJUTENLHOCTH U T.II.
Komanga pa3BepTeiBaH S, UHCTPYMEHTEI U
Mopens Aap P ’ pyM [TpoekT 1 nian
npoLeaypbl MOTYT MHCTaAIuPOBATh MaKeT
TeCTUPOBAHUSA penun30B u
penr30B B 1je/IeBYI0 Cpeay B 3aJlaHHBIX
WHCTaNIsIAu pa3BepThIBaHUSA
BPeMEeHHBIX paMKax
TecTsl u
Mopens PasBepTrIBaHKe 3aBepIIEHO YCIEIIHO, BCe TPOBEPKU
TeCTUPOBAHUS YCJIYTH U KOHQUTypaluu "Ha CBOUX TeKYILero
Bepu(uKauu Mectax" U COOTBETCTBYIOT KPUTEPUSIM COCTOSIHUS
pa3BepThIBAHUSA KauyeCTBa aKTUBOB U
KOH (uryparui
CymecTByeT MHOXKECTBO TOAXOAOB K TecTUpoBaHUI. OHHU  MOTyT

KOMOMHUPOBATHCSI MM HUCIIOJIB30BATLCS M0 OTAE/MTBHOCTA B 3aBUCUMOCTH OT
TOTO, UYTO KOHKpPeTHO TecTupyeTtca. Hanpumep:

0030p JOKymMeHTaLMX;
MOZIe/TUPOBAHUE U U3MEepeHHUe - MOAXOAUT [/ TECTUPOBAHUS MOJEIH
YCIYT ¥ TIJIaHA 3KCIUTyaTaluy;

® OAX0A, OCHOBAHHBIM Ha PHUCKaxX - KOHLIEHTPUPYeTCA Ha obmactax
MOBBILIIEHHOTO PUCKa, HallpyuMep, KpUTUYHBIX /i 613Heca ycyrax;

® [0AX0A, OCHOBAHHBINA Ha MPOBEPKEe COOTBETCTBUS CTAHAAPTAM;

® TIOAXOA,

OCHOBAaHHBLIM Ha OMNbITE -

HCITOJIL30BaHHWE 3IKCIIepTOB B

KOHKPeTHOU 00/1aCTH /151 PyKOBOJCTBA TeCTUPOBAHUEM;

237



J.A. CKpPHITHHK ITIL. IT Service Management no cmandapmam V3.1

TeCTUPOBaHUe MO CLieHapusaM;
paseIrpeIBaHUE POjieii;

MakKeTUpPOBAaHUeE,

TeCTUPOBaHUeE B 1abOPATOPHBIX YCIOBUSAX;

perpeccuBHOE TeCTUPOBaHUE;

MIUIOTHPOBAHKE B OT/€/IbHOM MTOMEILeHUH;

NMUJIOTUPOBAHUE B CPejie TIPOMBIIUIEHHOM dKcnayaTaquu|16].

YToOBI ONTUMHU3UPOBATh UCITO/IB30BAHUE PECYPCOB B paMKax TeCTUPOBAHUS,
HeoOX0qUMO pPACCTaBUThL TIPUOPUTETHI TECTHPOBAHHUS B 3aBUCHUMOCTH OT
3HAUMMOCTH  YyCJIyru s Ou3Heca, BAWSIHUSL YCIYTH W PUCKOB,
acCOLMUPOBAHHBIX C HEH.

CYH_IECTB}’I-OT Pa3HbI€ THUIIbBI TECTHPOBAHHAI. PaCCMOTpHM HEKOTOPbIE U3 HUXI

TeCTUPOBAHUE CTPYKTYpPhl yoiyru u TpebomaHuii K Hei. [IpoBepka
aTpubyTOB YC/Iyr B KOHTEKCTe KOHTPAKTOB, KOMIIOHEHTOB YCAYI U
TOAJePXXUBAKLMX e aKTUBOB Ha COBMECTUMOCTS;
TeCTUpOBaHue rapaHTuu. Kak yKe TOBOpPU/IOCH B MpeAblAyILIMX
JeKHAX, [10/1b30BATeNN BUAAT U U3MEPSIOT L|eHHOCTh YCIYTU B JIBYX
COCTaB/SIIOIMX - TAPaHTUW W TI0JIe3HOCTH. [Ipu 3TOM [ KaKaon
YC/AYyIU ONpeJensitoTCs ueTKUe IOoKasaTenu rapaHTUM. JTa YeTKOCThb
T103BOJIAET NPOBECTU TECTUPOBAHUE TapaHTUU WJIM TOrO, UTO YC/Iyra
TIOAXOAUT A1 WCHO/b30BaHMA. B paMKax TeCTMpPOBaHUS TapaHTHUU
MOTYT NPOBOAUTHLCS:

© TeCTUPOBaHUE 0CTYITHOCTH;

© TeCTUPOBaHUE MOLHOCTH;

© TeCTUPOBaHUWE HEINPEepPLIBHOCTH;

© mecmupogaHue HezonacHocmu.
TeCTUPOBaHUEe TPOCTOTHI MCIIOAB30BAHUSA YCIYTH HCMIOIL3YeTCs, Kak
TIpaBuJ/IO, [/ OPraHU3aui paboThl MOTEHIMATBHBIX M10JIb30BaTeIel
YC/IYTU C OrpaHUYEHHBIMH BO3MOXKHOCTSIMH, HallpUMep, [IyXOHEeMbIX
WA JaNETOHHKOB;
TeCTUPDOBAHME  COOTBETCTBUSI  KOHTpPakTaM u  TpeboBaHUsIM
perynatopoB. TecTupoBaHue mpoBepseT, UTO BCe KPUTEpPUHU
KOHTPAKTOB ¥ TpeOOBaHUA  DEryisiTOPOB  BBIMOJHEHBI U
VOBJIETBOPEHBI;
TeCTUpPOBaHWe YIpaBJ/ieHUs YCIyraMd - TeCTUPOBaHUE TIPOLeCCOB B
paMKax YrpaB/ieHHs yCIyramu;
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paMKax YrpaB/ieHHs yCIyramu;

® QrepaljMOHHOe TeCTHpPOBaHHe - BK/IKOUAeT B cebs MHOXKECTBO TeCTOB,

3aBUCSIIMX OT TUTA YCJAYTH. TUTIMUHBIE TeCThl BKIHOUAIOT:
© Harpy304Hble TeCTbl U CTPECC-TeCThI - MPOBEPSIOT CIOCOOHOCTD
yciyru  paboratb Ha TpeOyeMOM yYpOBHE Ha IOCTYIHBIX
MOULIHOCTSIX. B KauecTBe MOIHOCTeH MOXXeT pacCMaTPUBATHLCS
M0Jioca MPOMNYCKaHUsI CeTH, PeCYPChI CEPBUC-ECKa, AOCTYIIHBIe
JIUL[eH3U U, MOIHOCTh TIPOL[eCCOpa, JOCTYIHAas NaMsTh U T.IL.;
© mecmupogaHue 6e3onacHocmu - BCe YC/IAYTH [OJ/DKHBI OBITh
pPacCMOTPeHbI CO CTOPOHBI WX BJIUSIHUSL Ha  aCIeKThl
6e30macHOCTH OpraHU3aIUu;
© TeCTUPOBaHUE BOCCTAHABIMBAEMOCTH - TECTUPOBAHUE TJIaHa
BOCCTAaHOBJIEHUsl, KOTOPbI [Jo/DKeH ObITh paspaboTan [ms
KaXKJ0U YCTyTH.
® DerpecCMBHO@ TeCTHPOBaHWE - Takoe TeCTUPOBAaHWE TOBTOPSET
yCTelHble TeCTbl W CPaBHUBAET BHOBb MOJYUYEHHbIE 3HAUEHUsS C
npeabiayimMu. OHO TIO3BO/ISIET TMPOTECTUPOBATh YCJAYTH M MX
KOMITOHEHTBI, KOTOphIe paHblne pabotanu 6e3 cboeB u ommoOOK.

OcCHOBHbIE [IeSTeTLHOCTH B PaMKaxX TeCTUPOBAHMS CXeMaTUUeCKH TTOKAa3aHbI
Ha puc. 10.1.

AETOPW3OBAHHEE RFC
(T OLEHKDR BIMEHUA W

HEOBXOIMMBIX PECYDCOB)

OLgHSHHEIR NpoekT (SO SAC) Cuekka yenyr

v

¥NpasneHne TeCTUPCEEHUEM

3 F N y 3 F 3
v v A 4 A J

b 6 O0CTicEHME
anla:':pnsa':m L CEHoReE e 1 4 MoaroTcexa cpens 5 QoywiscTanakie KEMTE e Baldaga T SapepuwiaHie
it il TECTHRODAHAA TECTHROISHHA $oprMIHpOBaEE TECTHRODANHA
wenye TECTHPCEAH et ey

t L) L) L)
! ] ] ] ] ]
[ ] ] ] ] (] [ ]
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MapecssTp TECTOR G UEIbK NPEd) ey

Puc. 10.1. [JesATensHOCTH B paMKaX TeCTUPOBaHU A

He

BCE AeATe/IbHOCTH B PaMKax TeCTUPOBAHHA BBITTOJTHAKTCA

rnocnenoBaTe/ibHO, MHOTHE MOTYT BBINTOJIHATLCA MMapa/ijeIibHO.
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1. YmpaBsieHHe TeCTUpPOBaHHUEM. YIpaB/ieHHEe TeCTUPOBAaHUEM BKIHOUAeT
B ce0s cnefyrolpe 1enCTBUs:
© TIJIaHUPOBAHUE PeCYPCOB /il TeCTUPOBAHUS;
© pacrpejeneHHe UTO U KOIja JO/DKHO TeCTUPOBAThLCS;
© ympaBJieHWe WHIJU/IeHTaMH, olmbKamu, npobiemMaMu, pUCKamu;
© TIpOBEpPKa TOr0, YTO H3BeCTHble OUMOKA W [JOKyMeHTalus
obpaboTaHsbl;
© OTC/eXUBaHUe mporpecca U cHop AaHHBIX OT 0OpaTHOI CBSI3U C
Pa3IMYHBIMU TallaMi TeCTHPOBAHMUST,
© OCyLIeCTBIEHHE He3HAUUTe/bHBIX U3MEHeHUU [1J11 YMeHbIIeHUs
oumbOOK B MPOMBILITIEHHOW 3KCIITyaTalluu;
(ukcaius 6a30BOro COCTOSHUS KOH(GUTYpaI|Uii;
TeCTUpOBaHUe Habopa MeTpUK, aHaMu3, BeJjeHue OTUeTHOCTU U
yIpaBJieHUe.

METPHKH TeCTUPOBAHHWA HCITOJIB3YHOTCA O/ OL€HKH ,ELEHTEJ'[]:HOCTEFI B
PaMKadX TeCTUPOBAHHUA. OHH MO3BOJSIOT ImepcoHamny, OTBETCTBEHHOMY
3d TeCTHpPOBdHHE, KOHTPOJMHUPOBATE IIpOrpecc H© YCIIenHoCTb
TeCTUPOBAHHA.

2. [InaHupoBaHue U NPOEKTUPOBAHUE TECTUPOBAHUSA

[InanvpoBaHue ¥ TPOEKTMPOBAHWE TECTUPOBAHUSI pacCMaTpHBaeT
C/eiyloLie BOTIPOCHI:

© obecrieueHue pecypcamu;
© TporpamMMmHoOe, amrnapatHoe obecrieueHue, MepcoHan U APYrue
MOIIHOCTH;

© HeoOXo[[uMbIe PeCcypchbl CO CTOPOHBI OM3HECa/3aKa3uMKOB;

© TMoAJepIKUBaKIe YCIIyTH;

© onpegesieHHue JaT KOHTPOJIbHBIX TOUEK;

© COracoBaHHOE Bpems npeJj0CTaBIeHUs pe3ynsTaToB
TeCTUPOBaHMUS;

© TOYKA U BPeMSs IPUEMKH;
© (¢uHaHCOBBIE TPeDOBAHUS.
3. TIpoBepka njaHa ¥ POEKTa TECTUPOBAHUS KOHTPOJIUPYET TO, UTO:
© Mofenb  TeCTUPOBAHUS  TMPEJOCTaB/sieT  afleKBaTHble U
NOAXOASIIMEe TEeCThl, MOKPHIBAIOIME BCE PUCKU, CBS3aHHBIE C
YCTyTOM;
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4.

5.

7.

WHTerpaluu u uHTepdeiicos;
© ClieHapUM TeCTUPOBAHMS TOUHbBIE U 3aBepIIeHHbIE.

[TonroToBKa cpeAbl TEeCTUPOBAHUS, B TOM uucae (UKCHpPOBaHUe
0a30BOro COCTOSIHUS [1/151 Havuala TECTUPOBAHMUSI.

OcyijecTBieHHe  TECTUPOBAHUsS -  MPOBEJE€HUE  TeCTOB  C
WCTI0/Tb30BaHUEM PYUHBIX UJIA aBTOMaTU3UPOBAHHBIX nipoueayp. Eciu
TeCTUPOBaHUE MIPOBAUIOCK, TIPUYUHBI JOJDKHBI ObITH
NOKyMeHTUPOBaHbl.  TecTUpOBaHWEe  [JO/DKHO  TPOBOJUTLCSI B
COOTBETCTBUM C MPUHSATHIMHU [JIAHAMU U CTPATETHSIMU TECTUPOBAHUSI.
HocTukeHue KpUTepUeB Bbixofa U (JOpMUPOBAHUE OTUETa

Pe3ynbTaThl  TeCTUPOBAHUS  [JO/DKHBI  OBITB ~ CpaBHEHBI  C
NporHo3upyeMbiMd. OHHM  MOTYT ObITb MHTEPNPEeTHPOBAHbI B
TepMUHAX '"MPUeM/OTK/IOHeHUe" TeCTUPOBAHUS; PUCKOB [jis Ou3Heca
WM  TIOCTABLMKA; W3MEHEHWM CIPOEKTUPOBAaHHOW I|eHHOCTH,
BbI3BAHHOE YBe/WYEHHWEeM U3[eprKeK UIW yYMEeHbIIEHHEeM BbITOAbl OT
ucnosb3oBaHus yciayru. [lo pe3ynsrataMm TecTUpoBaHUs (OPMUPYETCS
WTOTOBBII OTUeT.

3dBeplieHHe TeCTUPOBAHHA.

Bxopamu npouecca [TogTBep>kaeHHs U TECTUPOBAHUS YCIYT ABASKOTCS:

TaKeT yCJIyT;
[TaxkeT ypoeHsa ycayr (SLP);
nHTepdeiichl TOCTaBIIMKa YCIVT;
npoekTHas JoKyMeHTauusa (SDP);
T1JIaHbl Pe/IM30B U pa3BepThIBaHus;
KPUTEePUHU MPHUEMKH;

3anpocel Ha U3MEeHeHMUSL.

OcHoBHBIMM BeIX0gaMu nporecca IlogTBepKaeHUs1 U TeCTUPOBAHUS YCJIYT
ABJIAKOTCH:

dopmupoBanue 0a30BOTO COCTOSIHUSI KOH(MUTYpALIMKA /i TIPOBEIeHUst
TeCTUPOBAHUSE

OCYILECTBJISIEMbIE TECThI;

pe3ynsTaThl ITUX TECTOB;

aHa/lIu3 pe3ylbTaTOB - CPABHEHWE peasbHbIX W TMPOTHO3UPYEMBIX
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® AaHa/MW3 pe3ynbTdTOB - CpPaBHEHHE peajJbHbIX H TPOTHO3HMPYEMBIX
JddHHBIX, dHad/IM3 BBIABJIEHHBIX B X0[1€¢ TECTUDPOBAHHW S PHUCKOB.

KntoueBble mokasaTenu NpoU3BOAUTENBHOCTUA npolnecca [loaTBepxaeHus u
TeCTUPOBAHMS YCIYT:

1. MepBOCTEINEeHHbIE TTOKA3aTe/JIM OTPa’Kal0T LEeHHOCTb [OJid b6usHeca u

3dKd34YHMKOB:

=3

paHHee  TMOATBEpPXKAEeHWe  TOro, YTO  yCayra  CMOXKeT
Npe/0CTaB/IAThL NpeCKa3aHH Y LIeHHOCTh;

© yMEHbIIIEHHE HeraTUBHOTO BJIMSHUS OUMOOK U WHI[U/EHTOB B
MPOMBILITIEHHOM IKCILTyaTal[1H;
6omee adhexTHBHOE HCITOIB30BaHNE PECYPCOB;
YMEHbIIIEHWE 3a/[eP)KeK B TECTHPOBAHMH, KOTOPBIE BIIMSIOT
HeraTUBHO Ha OH3HeC;
yIyJllieHWe TTOHUMaHWsI HOBOW W/TM U3MEHEHHOW YCIyTIH;
YeTKOe MOHWMAaHUe POJiel U OTBETCTBEHHOCTEH, OTHOCSIIMXCS K
HOBOW W/ U3MEHEHHOU YyCIyTe;

© 3arpaTthl W peCypChl, HeobXomuMble OT TMO/b30BaTeNeld H
3aKa3uMKOB.

2. BTOPOCTEMEHHbIE TOKa3aTeJid - BHYTPEHHHWE 10 OTHOLIEHWI0 K

TOCTAaBIMKY YCIYL OTH TMOKa3aTend OTpPaKawT 3¢GheKTUBHOCTL U
pe3ylnsTaTUBHOCTL TeCTUPOBaHUS:

[=3
Q

o

06BbeM paboT U CTOMMOCTh HACTPOUKM CPe/ibl TECTUPOBAHUSI;
o6bem paboT a5 HaxoXKJeHus 1e(DeKTOB;

YMEHbILIEHUE TIOBTOPSIFOIMXCS OMMOOK - /0CTHraeTcsi 3a Cuer
oOpaTHOW CBSI3W TECTUPOBAHMSI C TPOEKTUPOBAHUEM WU
BHejpeHueM. brnarogapsi aHanu3y pe3yisTaTOB TEeCTUPOBAHUS
oM OKU UCKIIOUAtOTCs U3 OyAyIMX pen30B;

YMEHbIIIEHWEe KOJMuecTBa oumbok/nedekToB Ha MO3AHUX
CTa[[UsIX TECTUPOBAHUS U B TIPOLIeCCe MPOU3BOACTBA;
MOBTOPHOE UCI0/Ib30BaHUE JAHHBIX TECTUPOBAHUI;

KOJIUUECTBO OIMO0K Ha KaXK/JOU CTafUU KU3HEHHOTO LIUKIa;
KOJIMUECTBO M TIPOL[EHTHOE COOTHOIIeHUEe OumOOK, KOTOpbIe
ObLTM 0OHAPY)KEHBI B X0/1e TECTUPOBAHUSE;

WHLU/IEHTbI, HaliIeHHbIE B X0/I¢ TECTUPOBAHMSI, KAK MPOLI€HT OT
00IIero Ko/JMuUeCTBAa WHIUAEHTOB, TMPOU3OLIEAIIMX B XO[e
9KCTI/TyaTaluu;

KOJIMUECTBO M3BECTHBIX OMMOOK, 3a/J0KyMEHTHMPOBAHHBIX Ha
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PaHHHX CTaJHUAX TECTUPDOBAHHA.

10.2. Ouenka

Ouenka (Evaluation) - mpoijecc, oTBeTCTBeHHBIN 3a TIPOBEeHHE OI[eHKH
HOBOU WJIM U3MEHSIeMOU yCIyru A/ obecriedeHUs YIPaBJIeHUS] PUCKAMU U
TIOMOIIM B IPUHSATUU PelleHus O TPOJO/DKeHUH MpoBeieHus u3MeHeHHUs[1].
®dakTHueckasi MIPOU3BOAUTE/IBHOCTh YC/IYTH OL|eHUBAETCsS Yepe3 CpaBHEHUe C
0’KU/JaeMOH TIPOM3BOAUTENBLHOCTEIO. [lporecc Takke HaXOAUT TIPUUYHUHEI
PACXOXKAeHUS 3TUX 3HAUEHUU U yIIpaB/sieT UMHU.

OueHka (aKTUUeCKOW MPOU3BOJUTENBHOCTH MH0O0T0 U3MEHEeHHUs B yCayrax
SIBJIIETCS] BYKHOM YaCTbI0 CePBUC-MeHe/KMeHTa. [I0CTaBIIMK YCIyT MOXKeT
OLIeHUTh, HACKOJIBKO PeaJlMCTUYHBI OBI/IM €r0 MPOTHO3bI B OTHOIIEHUU YCIIYT,
Y BBIBUThH IPUUHUHBI HECOOTBETCTBUS (PAKTHUECKUX 3HAUeHUH 0XKUJaHUSM.

Ha puc. 10.2 uzobpaken nporecc O1[eHKH, ero BXO/ibl U BIXOJbI.
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Ynpaenexne MNpoexkTMpoBaKne
TecTupoRaHne
M3MEHEHHAMW yonyr
Y h J v
1
danpoc Ha MpoekTHAA MnaHe 1
MaMeHEHWE AOKYMEHTALIWA peaynNLTATb
(RFC) (SDP}) TECTHROBAHWA

MnaHWpoBaHue >
OueHkn

v

OugHka NpeacKkasaHHOMN
NPOHIBOAUTENSHOCTH

MpomMexyToMH b

OTHET OLEHKA —Y Hs;:iaﬂaneH':::H

penckasaqHas
MPOW3B0AUTENBHOCTE
OK?

¥

OueHka thakTU-eCKON
NpON3BOAUTENEHETH

[MpoMexyTOMHEIN

QTHET OLEHKM > Ynpaenexne
W3IMEHEHUAMK

dakTm4eckan
MpOK3B0AMTENLHOGTH
OK?

Ja

OTueT 0b oueHke

Ynpaenenwe
H3IMEHEHWAMH
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Puc. 10.2. Tponecc OueHku
[TpuBeseM 0CHOBHbIE TEPMHHBI B KOHTEKCTe O11eHKH:

OueHka Jo0/DKHAa paccMaTpuBaTb Kak  3aljlaHMUPOBAaHHbIe, TakK MU
He3arnaHupoBaHHble 3¢dekTel u3MeHeHus. [Ipu 3ToM [ TPOCTOTHI
CUMTAeTCs, 4YTO 3anjaHupoBaHHble 3¢eKTbl BCerja MPUHOCAT BBITOAY.
HesansnanupoBanHble 3¢gdekTsl ropasfo TpygHee MpejcKasaTb, U OOBIUHO
OHU TPOSBJAKOTCA Yy)Ke B Mpolecce SKCIayaTanuu. HesannaHupoBaHHBbIe
5¢exTsl, B OTAMYME OT 3al/IaHMPOBAHHBIX, He BCerja NMPUHOCAT MOJb3Y.
3anaHupoBaHHbIE 3(XPeKTHI JO/HKHBI TTOMA/aTh M0J KpUTEPUHU TTPUEMKH.

3ansaHupoBaHHbIe 3(OPeKTEl OMUCHIBAIOTCSA B JOKYMEHTALUU K U3MEHEHUI0
BMeCTe C MeTPUKaMH, KOTOpble TI03BOAT U3MepuTh 3(deKTUBHOCTD
M3MEeHeHHUS.

HpI/IBE,I[EM OCHOBHBI€ aCITeKThbI AJIf OLJ€HKH BquJEKTI/IBHOCTI/I HM3MEHEHHWA!

¢ CnocobHOCTh MOCTABIMKA YCIYr - CMOCOBGHOCTH MOCTABIMKA YCIyT
WM CePBUCHOW eJUHUIIBI OCYIIECTB/IATh CBOK [eSTETbHOCTh B
COOTBETCTBUMU C TPeDOBAHUSIMU;

¢ [lepeHOCHMOCTb - CMOCOOHOCTH WM MOIIHOCTH YC/IYTU TPUHSTH
M3MEeHEeHUE UJIH PeTn3;

e OpraHu3aljiOHHOE PpEeryIMpoBaHWe - CMOCOGHOCTh OpraHu3aruu
MPUHSATH TpejjiaraeMoe n3MeHeHue. Harmpumep, 0OHOB/IEHBI TH BCE
UMEIIMecss YCAyTM I TOrO, uTOOBl I[1aJKO TIPOBECTH MPOLiecc
BHEJPEHUsT HOBOW yciyru? Wau: y rpynnbl BHEJPEHHsI eCTb BCE
HeoOXoguMbIe JOCTYIIbI?

e Pecypcel - KBanuUIMPOBaHHBIM MepcoHas, (UHaHCOBbIE CPE/CTBA,
uH(pPaCTpyKTypa, MPUIOKEHUS U JPYrUe Pecypchbl, HeoOXoguMbIe st
BHE/JDEHUS YCITyTH;

e MogenupoBaHHe ¥ M3MEpPeHHe - Mepa COBIAJEeHUs MpejCKa3aHHOTO
MOBe/IeHust yCIyrd (B TIPOIjecce MOAeTUPOBaHus) C (aKTUUeCKUM;
JIroau - M10au B PAMKax CHCTeMbI M BJAUSTHHE H3MEHEeHUs Ha HUX;
Wcrnosib30BaHue - TOAXOAUT /U YC/IyTa [Jisi UCIo/ib30BaHusi? bynet u
OHa JI0CTYITHOM, HaIeX)KHOM, De30rmacHo# U T.1.?

e [lesb - MOAXOAUT /1M YC/IyTa Jijist OCYIECTB/IEHUSI TOCTABIEHHON Tepes
Heit 1emu? CMOXeT /M OHa TMPeAOCTaBUTL  TpebyeMmyro
MPOM3BOAUTEIBHOCTE? [IOMOJKET /I OHa YAATUTh OTPAHUUEHUS?
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B VIipaB/IEHHUHW DPHCKdAMH BBIJEASAETCA [Bd dCIIEKTd - OLEéHKd PHUCKOB H
YMEHbIIEHHE PHCKOB.

OueHKa pUCKOB aHa/lW3UpyeT Yrpo3bl U yA3BUMOCTHU, KOTOpble MOSBU/INUCH
(unu nosBATCS) B pe3yibTaTe BHeApeHus W3MeHeHUsl. O CHOBHBIM 3HaUeHHeM
MpU OLleHKe PUCKOB SIBJISIETCS BEPOSITHOCTH YTpo3 W yiep0, KOTOpbI OHH
TIpUHECYT.

Puck=BeposTHOCTb* Yi1Iep6

Ecnu mocuuTaHHbI pUCK OO0JIbIe YCTAHOBJEHHOW HOPMBI, HE0OXOAUMO
MIPUHSTH MEPBI TI0 YMEHbBIIIEHUI0 PUCKOB. Hampumep, npeAnpuHsTL KaKue-To
maru st 6osee GBICTPOrO BOCCTAHOB/IEHWSI B Ciiyuae COO€B WM/ TMPOCTO
ycrpanuTh csiaboe mecrto. Ilocse 3TOro HeobXoqUMO MPOBECTH MOBTOPHYIO
OLIEHKY PUCKOB, uTOOBI yOEJUTBCS, UYTO OHM CHU3W/IMCH O TPUEM/IEMOTO
YPOBHSL.

PesynsraTom mnpoeefeHuss OLeHKH CTAaHOBUTCS OTYeT, COCTOSIIME U3
CeVIOIIMX CEeKI[UM:

® [lepeyeHb PUCKOB - PUCKHM, KOTOPBIE OCTAMUCh MOC/IEe TPUMEHEeHUs
KOHTPMeEp U [eHCTBUH M0 UX YMEHBIICHUIO;

® OTUeT 1O pacXoXKAEeHUsM - Pa3sHUIA MeXJy TpeACcKa3’aHHOU U
(hakTHUeCKO MPOU3BOAUTENBHOCTLIO;

® 3zagmoueHue 00 YTBepXKAEHWM U TIPOBEPKH HA COOTBETCTBUE
TeXHUUeCKUM TpeboBaHusaM (ecnu TpebyeTcs);

® peKOMeHJAlMu Tpoleccy YpaB/ieHUs U3MEHEeHUSMH O TOM, CTOUT
TIPUHATbL UU OTKIOHUTH U3MEHeHHe.

Bxogamu npouecca OrjeHKM SIBASIOTCS TMaKeT YCIyL, TPOEKTHas
[IOKYMEHTallus, KPUTePUH MPUEMKU YCIYL, pe3ylkraThl TeCToB. Brixogom -
otueT 00 OLjeHKe [/1s1 YIIpaBIeHUsI U3MeHeHU AMU.

KnioueBnie rmokasaTeiu MMPOU3BOAWUTE/NBHOCTH OJIA ITpoLecca OL[EHI{[/II

® (O CTOPOHBI 3aKa3unKOB/OHU3Heca:
© yMEHBIIIEHUE OTTUYNN MEeXIy thakTruecko
MPOU3BOJUTENBHOCTBIO U TOM, KOTOPAsi HY)KHa 3aKa3uMKaM;
© yMEeHbIIIEHUE KOJIMUYeCTBa UHI[U/IEHTOB, CBSI3aHHBIX C YC/IYrOM.
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¢ BHYTpPEHHME [10Ka3aTesu:
© KOJIMUeCTBO "MPOBATUBIMXCA" MPOEKTOB ([JO/DKHO CTPEMUTHCA K
HYII0);
© yMeHbIIEHHe BPeMeHU Ha I1pOBeJieHHe OLIeHKH.

10.3 YnpasneHue 3HaHUAMU

YnpaBnenue 3Hanusmu (Knowledge Management) - mpoliecc, OTBeuYarOIu
3a cbop, aHanu3, cOXpaHeHUe U MpeJOoCTaB/JIeHUe 3HAHUU U MHPOPMALIUU B
Opranu3auuu. llepBuuHas 1ens YpaB/ieHUs 3HaHUSIMU - YBeJIUUYEHHUE
3¢peKTUBHOCTU MyTeM CHIXeHUs HeoOXOAUMOCTH B TOBTOPHOM TOHUCKE
3HaHuii[1]. 3HaHUs B KOHTEKCTe BHeipeHUs BKIIOUAIOT B CeOs:

e uHdopmanusa 0060 Bcex 3aMHTepeCOBAHHBIX JIUI[AX;

® [puemM/eMble YPOBHM PHUCKOB U  OXWAAHUHA  OTHOCUTELHO
TIPOX3BOJUTE/BHOCTH;

® [IOCTYIIHBIE PeCypChbl U BpeMeHHbIe PaMKH.

[Tpoijecc otBeuaeT 3a TO, uToObl HYKHas HHQoOpPMalUs MOCTynana K
KOMIIETEHTHOMY JIMI]y CBOEBPEMEHHO /i TIOAJeP>KKA B TPUHSTHU
pereHui.

3ajauu npotijecca:

® TIOBBIIIEHHWE Pe3yIETaTHBHOCTH MOCTABIIMKA YC/IYT, KaueCTBa YCIyr U
YO0B/IETBOPEHHOCTH 3aKa3YMKOB, a TAKKE CHUI)KEHHE 3aTpar;
e ofecrieueHre MOHUMAHUS MEPCOHATIOM L[EHHOCTH TMPEeA0CTABIISEMbIX
3aKa34MKaM yCJIyT;
e obecrieueHne CBOEBPEMEHHOrO JOCTyMa MepCoHana K CIeAyroIei
UHMOPMAIUH:
© KTO B HACTOsIIIEe BPeMs UCIIOIb3YeT YCIYIH;
© TeKylle ypOBHU MOTpebaeHus;
© OrpaHUYEHUS [I/Is1 TIPE/IOCTABJIeHUS YCIIYTH;
© TPYIHOCTH, C KOTOPBIMU CTAJIKHBAIOTCS 3aKa3UHKH.

3HaHUsS paccMaTpuUBalwTCS B paMkax wmogenu [lanubie-UHbopmarus-
3unanus-MyapocTs.
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Hauubie- UHbopmarius-3Hanusi- MyapocTb (Data-to- Information-to-
Knowledge-to-Wisdom unu DIKW) - cmocob npezacTaB/ieHusi B3aMMOCBsI3eH
MEeX]y AaHHBIMU, HUHPOpMallMeld, 3HaHUeM U MyApocThio. KoHuenius
DIKW mnoxka3biBaeT, KakuM 00pa3oM Kaxkoe W3 TepeuyrCIeHHBIX TTOHSATHH
basupyetcs Ha octasnbHBIX[1]. PaccmoTpuM TepmuHbl B coctaBe DIKW:

HanuHbie - Habop AUCKpPeTHBIX (AKTOB 0 coObITHUSX. B pamkax Ynpas/ieHus
3HAHUSIMU HAJi HUMU BBITIOJTHSAIOTCA C/IeAYIOIIHe AeliCTBUS:

1. cbop TOUHBIX IaHHBIX;
aHa/IM3, CUCTeMaTu3alus u rnpeobpasoBanue B uH(OpPMaIHio;

3. ompegenenue Hanbosiee 3HAUMMbIX IAHHBIX ¥ KOHI[EHTPAI[Hs PECYPCOB
Ha ux cbope.

Wudopmanus - cTpykTypupoBaHHbIe AaHHble. MHbOpMalus, Kak mpaBuio,
XpaHUTCS B C1abOCTPYKTYpUPOBaHHBIX ¢dopmax - [JOKyMeHTax, e-mail,
(daiinax. YmpaBneHue 3HAHUSAMM TIpeJHA3HAYeHO [/ TOT0, YTOOBI
uH(opMali0 MOXXHO ObITIO JIETKO 3alPOCUTh, HAWUTU U UCIOMbL30BaTh. JTO
HeoOxoquMo  AnA  uCKToueHWss  oumbok, obserueHuss TOMCKA |
npeAoTBpalleHus U30BITOYHBIX PabOT.

3HaHWsS - KOMIUIEKT HAKOTUJIEHHBIX B3IVISIIOB, OMbITa, H/EH, [[eHHOCTed u
CyKaeHuH. JIroau Moay4arT 3HaHU, OTTUPAsCh HA CBOW COOCTBEHHBIN OIBIT
M Ha OMBIT [APYrUX JIFOJeH, a TakkKe MyTeM aHaiu3a uHpopMaiuu,
MOCTYyMaIei W3 pa3sTuYHBIX WCTOYHUKOB. 3HAHWS TPEAOCTAaB/SIOT M
CTPYKTYPUPYIOT HH(MOPMALIHI0 TakuM 06pa3om, uToObl ee MOXKHO ObII0 JTeTKO
UCIO0/Ib30BaTh [y TIPDUHSTHS pelieHuit. B koHTekcTte BHegpeHust 3T0
03HaYaeT UCIO/Ib30BAHUE OMBITA PeALIAYIIMX BHEPEeHUH.

MygpocTs - mpefoCTaBiseT YIETUMATUBHBIM MPOLeCC TOHUMAHUSA
MaTepuanbHOT0 U CIOCODHOCTh TIPUHUMAThL pPelieHUsl, OCHOBBIBASIChH Ha
JIOTUYeCKUX PaCcCyKAeHUAX.

B3arMoCB$I3b paCCMOTPEHHBIX MOHATHI MOKa3aHa Ha puc. 10.3
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Puc. 10.3. TIpeobpa3oBaHue JaHHBIX B MYAPOCTh

3HaHUs NPOLIeCCOB YIpaB/IeHUs yC/ayramu XpaHarca B Cucreme yrnpaB/eHUs
3HaHUAMHU U ycayramu. CucTema yripaBieHUs 3HaHUAMH U ycayramu (Service
Knowledge Management System uiu SKMS) - Habop uHCcTpymMeHTOB U 0a3
JaHHBIX, KOTOpble MCHONL3YHTCA [Jis yIpaB/leHWUs 3HAaHUAMM U
uHpopmanueir. SKMS Bxknrouaer CucTemy yrnpaB/eHUs KOH(UryparusMu,
TaKKe Kak M APYyrodl WHCTpymeHTapui u 0as3el gaHHbIXx. SKMS coxpanser,
ynpaBisieT, OOHOBIsSieT, W TpeAcCTaBisgeT BCH WHGQoOpMaluw, KoTopas
HeoOxoquMa TIOCTAaBHMKY YCJIYT ISl YIIPaBjeHUS TIOMHBIM JKU3HEHHBIM
nukaom UT-ycnyr[1]. SKMS npeacraensier coboit bonwiyio 6a3y 3sHaHui,
KOTOpasi COAEP>XUT B YaCTHOCTH:

® ONBIT TIEpPCOHAnNa;

e zanucu 00 oOKpyxkawomeil o0CTaHOBKe - TI0rofa, KOMMYECTBO U
ToBeJleHue NoJb30BaTesne, durypsi MPOM3BOAUTENEHOCTH
OpraHM3aluy U T.II.

® BO3MO>XHOCTH, TpEﬁOBaHHﬂ U OKHUdHHUA TOCTABIIMKOB W ITaPTHEPOB!
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® ypOBeHb KBATU(ULIMPOBAHHOCTH MepCoHasa.

Ha puc. 10.4 moka3a ympolleHHasi CxeMa B3aMMO/IeICTBUsI TPeX YPOBHEH
obpameHus uHdbopMaluu - AaHHble cobupawoTcs B CMDB, moctynawT B
CMS u Ttonsko 3atem B SKMS a5t mopiep>KKi IPUHSTHUS PeIeHui.

Cucrema ynpasneHust 3HaHusMK 1
ycnyramu (SKMS)

CHcTeMa ynpaBsneHua
KORpUrypaumsamia (CM3)

Basa gaHHbIX yNpaBneHus
koudmrypaumamm (CMDB)

Puc. 10.4. Cgsa3s CMDB, CMS u SKMS

PaccMoTpuM OCHOBHBIE [AEHWCTBUSI U TPUHIUIIBEI B pamMKax YIpaB/ieHUs

3HaHHAMH.

1. dopmupoBaHue cTpaTerdu. [lnd opraHu3zauuu  YopaB/eHUs
3HAaHWSMHU, KaK U /151 BCeX MpeJbIAYIMX IPOL[eccoB, HeoOXoaumo

paspaborate cTpareruto. CTparerusi [0/DKHa — pacCMaTpUBaTh
C/eiyloLie BOTIPOCHI:

=3

o

MoOjieNb yrpaB/leHUSs;

NjiaHupyeMble M yXKe TIPOBOAMMbIE  OpraHU3alMOHHBIE
WU3MEHeHUs] U COOTBETCTBYHOIIME UM H3MEHEHHUs poieldl u
OTBETCTBEHHOCTEH;

ompejeneHUe Ppojeil U OTBETCTBEHHOCTEH, HelpepbiBHOE
cybcugupoBaHue;

MOJUTUKH, TIPOLeAYPbl, METOAbI U MPOLIeCChl Aj5 YIpaBaeHUs
3HAHUSIMHU;

TEeXHOJIOTHUeCKUe U pyrue TpeboBaHUS;
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© MEeTpHKH H3MEepEeHH A MPOU3BOAUTEIBHOCTH rnpoiecca
yr[paBJ'IEHHH 3HaAHMWSAMH.

OcobeHHO BHUMaHHe B CTpaTeruu [JO/DKHO ObITh ymeneHo cbopy
3HAUMMBIX [JjI1 OpraHU3aliuM 3HaHWM, AAHHBIX W WHopmauuu. B
YaCTHOCTH:

© [OMOIlb OPTaHU3ALlUX B OMpeje/eHUH 3HaHUM, KOTopble OyayT

MOJIe3HBI;
© TPOeKTHUPOBaHUE  CTPYKTYPHPOBAHHOTO npoiecca A
opraHusanuu, otbopa, XpaHeHHsT U  TPeJOCTaB/IeHUS

uHpOpMaLlMU. OTO MO3BOJUT JIKOASM VIYUIIMTE TOHUMaHHe
3HAUUMBIX [ OpraHu3anuu obnacreii;
cbop nHGopMaLuU OT Pa3HBIX MPOLECCOB;
(hopMUpOBaHUE HOBBIX 3HAHU;
nonyueHue Heobxogumo#t  wHGoOpMalMM W3 CTOPOHHUX
HUCTOYHUKOB;

© cOop 3HaHUI1 U3 BHEIIHUX UCTOYHUKOB (Haripumep, VHTepHeTa,
NMapTHepOoB, MyOMMKAUMK U T.1.) U UX afanTalusi Mofj HYXKHBI
OpraHM3aluH.

2. Tlepegaua 3Hauuu. [ns YmopaBieHuss 3HaHUSIMHA KpalHe BakKHO
HanaauTe oOMeH nHdopManuel B pamkax opranu3anuu. Ha npakruke
yaCcT0O HWMEHHO B 93TOM 3aK/JHUaeTCs OCHOBHAas CJIOXKHOCTE.
TpaguLIMOHHBIMM  CpPeACTBAMU  Tepejaud 3HAHUHW B paMKax
OpraHu3aluy SIBSIOTCA TPEHUHTH U JoKyMeHTauus. [Ipu moctpoenuu
MpPOrpaMMbl TPEHUHTA HEOOXOAMMO YUHTHIBATE MHOXKECTBO (JAKTOPOB
- JIMYHOCTHBIE O0COOEHHOCTH, KYIbTYPHbIE U S3BIKOBBIE OTJIMUUS,
Bo3pact, cneuuduky obnactu u T.0. ITIL pekomeHayeT MakCMMaabHO
BU3ya/IM3UPOBATh 3HAHUS C IOMOIIBI) KOMIBIOTEPHBIX M JIPYTUX
TEeXHOJIOTHH, TAaK KaK 3TO yIpoCTUT npouecc obyueHus. [lpu 3tom
BA)KHO HAyUUTh JIHO/lell TIPUMEHSTh TI0/IyueHHbIe 3HAHUSI Ha TPAKTUKe
B 3aBUCHUMOCTHU OT 0OCTOATETBCTB.

3. YmpaeneHnue fgaHHbIMU W uH(popmaumei. s sddexTuBHOrO
yripaB/eHUs JaHHBIMH W WHQOpPManueill YIpaB/leHUI0 3HAHUAMU
BA)XHO OTBETHUTH Ha CJIEJYIOLME BOTIPOCHI:

© Kakue 3HaHWS HY)KHbI [Jisl IPUHATUS PeIlieHri?

© Kakue YCJIOBUSI HeoOXoAMMO KOHTPOJMPOBaTh? (OT MOTOAHBIX
YCIOBUY 10 TpPeOOBaHUM 3aKOHOAATETbCTBA);

© Kakue JaHHbIe JOCTYITHbI?
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O CKOJIBKO CTOHT C60p H yIipaBJieHHE I‘IH[i)OpMElL[I/IEi:I (ﬂaHHbIMI‘I)?
© TIpUMeHseMble MNOJIHUTHKHA, CTaHAApPTHhI, TPEGOBEIHHFI

3dKOHOOaTe/bCTBA W T.II.
© HHTe/JIeKTya/lbHbIe 1 aBTOPCKHE MpaBa.

[Tocnie HaxoXKAeHHsT OTBETOB Ha TMPEJACTaBJIeHHbIE BOIMPOChI
HeoOxoauMo omnpeaenuTs TpeboBaHus K cobupaemout uHpopmarum.
OuveHb YacTO OpraHM3allMKd HaKalUIMBalOT 0oJblloe KOTMYECTBO
JaHHBIX W wuHGopMmauuu 6e3 MOHUMaHUS TOro, Kak OHU OyayTt
WCTI0/Tb30BaHbI B AA/IbHeHIIeM.

Korma TpeGoBaHus ompejiesieHbl, MOXXHO TOCTPOUTEL "apXUTEKTYpY
uddopmaruu". B ITIL

1107 9TUM [Ofpa3yMeBaeTCsl BLIMOTHEHUEe C/IeIVIOIMIMX AeiiCTBUN:

o ¢QopmupoBaHue U peryisipHoe 0OHOBJIEHUE MOJeTU yIpaBaeHUs
uHbOpMallMeid, KOTOpas TMO3BOJMUT TUOKO, 3KOHOMHO U
CBOGBPEMEHHO CO03/aBaTh, WCIONB30BaTh HWH(POPMAL[UIO U
YIIPABJISITH €10;

© oripefie/ieHUe CHCTeMbl, KOTOPbie TMO3BOAT ONTUMHU3MPOBAThH
MCI0/Ib30BaHU e uHbopMaLuu nyTem s¢dexTUBHOTO
YIIpaB/IeHUs JaHHBIMUA U UH(opMaliueid;

© ¢opmupopaHue cuctembl Kiaccudukauu uHpopMalUu B
paMKax OpraHu3aluu.

Ha cnepyromeM 1iare ompefensitoTCs TMPOLeAYpbl  yIIpaB/eHUs
JaHHBIMM U uHpopmauueii. OHM [O/DKHBI BKIHOUaTb B ceOs
MeXaHU3Mbl, TT03BOJISAIONIME:

© ompegenuTb JaHHBIe W MHQOpPMALMIO, KOTOpble OyayT
cobupaTbCs B paMKax )KU3HEHHOT0 LIMK/Ia YCIIyT;

© ompejenuThb MpoLeayphl yripaBfeHus  JaHHBIMU u
uH(opmaluell U caenatb UX AOCTYIHBIMHU [Ji1 TeX, KOMY OHU
HY)KHBI;

XPaHUTh U BOCCTAHAB/IUBATE;
yCTaHAaBIUBATh POMM U OTBETCTBEHHOCTH [Jisi OTJeTbHBIX
eAUHUL] UHPOPMALIUH;
© onpefiensiTh U MyOJUKOBAaTh TpaBa, 0OS3aHHOCTH W YC/IOBHUS,
HeoOXofiuMbIe [ OCYIIECTBJIEHUSI JOCTyNa K WHGopMauuu u
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4.

JAHHBIM;
[ie/1aTh pe3epBHbIE KOMUKU UH(OPMALIMU U JAHHBIX;
onpenenuTb  TpeboBaHUS i TepecMOTpPa  XPaHUMBIX
uH(opMalMu U [JaHHBIX, HalpuUMep, BHEJPEHHEe HOBBIX
TeXHOJIOTUH;

© cobupaTh U XpaHUTB 3anpockl K uHGopmaruu[16].

B pamkax YmpaBneHus JaHHBIMUA U MHGOpMaLKeit HeoOX0quMo Takke
pa3paboTaThk TJ1aHbI TI0 YIYYILIEHUIO TPOLeAyp U Mpoljecca B [[e0M.

Ucnonb3oBanue SKMS p1s1 moaiep)Kki IPUHATHAS PEIieHHH B paMKax
OpraHu3aluu.

BaxxHo, uToOBI mMHOAM W OpraHM3alU¥, y4YaCTBYIOLMEe B TIPOLIECCe, YeTKO
MOHUMAaN METPUKU ero ycmemHocTd U 3ddexktuBHOCTU. [l OLjeHKH
3¢ddeKTUBHOCTH YIIpaBaeHUs 3HAHUSMU MOXXHO MCIIOTB30BaTh MHOMECTBO

KpUTepHeB.

B obwem ciydyae KputepusiMu mporjecca YrpapjaeHUs 3HAHUSIMU MOTYT OBITh:

yCHelmHoe BHEADeHWe U IKCIJIyaTallus YCayr ¢ HebOosbimmm
KOJTMYeCTBOM OIMO0K;

ylydilleHHue OTBETOB Ha 3arpockl Ou3sHeca;

y/yullleHue JOCTYITHOCTY CTaHJapTOB U MOJIUTUK U YIIpaBJIeHUsI UMHU;
pacrpocTpaHeHue 3HaHUM;
yMeHblIIeHue BpeMeHU U
yIipaBJIeHUd yC/IyTaMu;
yMeHbIlIEHHEe BpPEeMeHHM Ha MOWCK HWHGopMaluu, HeoOXoguMou [msi

cun', HeoOXOAUMBIX [JIS1 TIOAJEPXKKUA U

JUarHOCTUPOBAHUS U pellleHus npobyieM U onmoboxK;
YMeHbIIIeHHe 3aBUCUMOCTH 3HaHUH OT MepcoHarna.

Kputepuu anst bu3Heca/3aka3umKoB:

YMEHBbIIIEHHe T0/b30BaTe/NbCKUX OHmMO0K B pe3ynsraTe 3¢heKTHBHOU
riepefauu 3HaAHUM;

yMeHbIIIEeHHEe BPeMeHM Ha pelleHue npobieM B pe3ylbraTe TOro, 4TO
TiepcoHasn jyuiiie 00yueH ¥ MOXKeT BOCTI0/b30BaThCst SKMS;
YAy4LIeHHS JJ1s T10/1b30BaTe/1ei:

ObICTpOE pa3pereHUe 3arpoCoB;
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e (rocoOHOCTB pereHus MpobJieM 6e3 MOMOIIM U3BHE;
e npoOnemMbl W BOMPOCH PELIAIOTCS HAa TOM YPOBHEe, Ha KOTOPOM

TIOSABUJ/IUCH, U He TTepearTCs BhILe.
YMeHblIeHUe BpeMeHU BHeJpeHUs U MOAJEePXKKM Ha PaHHUX CTaJHAX
JKCM/IyaTalluy yCIyrH.

Kputepuu ans nocraBupka yCiayr:

WCIOJIb30BaHUe 3HAHUH, U3MEPEeHHOe B:

KO/IMYeCTBO 3anpocoB K SKMS;

cpejiHee BpeMsi Ha MOMCK HeoOxoqumoit nHgopmarum.

oum0OKH, BBISIBJIEHHBIE B XOfle MPOBEPOK MM O KOTOPBIX COODIm
repcoHar;

yuacTue mepcoHasa B ¢dopymax sl TIPeJOCTaBJI€HUS TIOAJEeP>KKU
nocpeAcTeoM cbopa u 0OMeHa 3HAHUSMY;

CTeeHb TMOBTOPHOTO  HCIMOJb30BAaHUS  TPOLeAYpP, IPOEKTOB
TeCTUPOBAHUS, CL{eHapHUeB U T.M, OMMHUCAHHBIX B JOKYMEHTaL[UH;
VOOB/IETBOPEHHOCTEL TIePCOHAA OpraHu3alue oOMeHa 3HaHUSIMH.
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BKCHJIyaTa]_II/IH YCIYTr KdK 3Tall )KU3HEHHOT'O LIUKJId YC/IyT

SKCHHyaTa]_]HH YCQIYT KaK 3Tall »KKWM3HEHHOIo [OHK/Ia YCIYyIT Hd3HA4YeHHe,
OCHOBHBI€ MTPHUHLHUIIBI K Pe3yIbTaThI.

OcHOBHOM 1enbl0  DKCIJIyaTaljUu  yCyr SIBJASIETCS KOOPAWHUPOBAHUE
MpPOLIeCCOB U [IeATeTbHOCTel, HeOoOXOAUMBIX [Jiss TIpeJoCTaBJIeHUS YCIyT
3aKa3uMKaM Ha  COIJIaCOBAHHBLIX  YPOBHAX.  OJKCIJIyaTallus — Takke
OTBETCTBEHHA 3a HerpepbIBHOE yIlipaB/eHue TeXHOJIOTHUAMH,

NojJep>KUBalOIMMU YCTIYTH.

[axke XOpoLIO CIIPOEKTUPOBAHHLIE U BHEPEHHBIE MPOLeCCHl He MPUHECYT
DosbIol 1[eHHOCTH B €XEeJHEeBHYI0 IKCTIIyaTallMK YCIyL, ecnd He Oyayr
OJDKHBIM 00pa3oM 00beIUHATLCS U YITPABISTHCS.

Kak uacte mpoiecca Ynpaenenus ycayramu, JKCIIyaTalusi OTBeYaeT 3a
5¢d¢deKTHBHOE MCIMO/Ib30BaHUEe TPOLIECCOB U YMEHbllIeHHe u3fepxek. Kak
yacTh (GYHKIMOHMPOBAHUS OpraHMW3aliuu, JKCIyaTalusi OTBEuaeT 3a To,
uyToOBI OM3HEC CMOT JOCTHUYbL CBOUX Iiefel. Kak yacTb MuUpa TeXHOIOTUi,
Okcnnyataiusi oTBedaeT 3a 3GdeKTHBHOE UCIMOIb30BaHHE TEeXHOJIOTHH,

Nojep>KUBaKOLUMX YCIYTH.

Oxeat DKcryaTaljuy BK/IOUaeT B ceOst:

e camu ycayru. Jlwobas aesiTebHOCTb, SIBASIOLIASCA YaCThH YCIYIH,
OyzeT mpeiMeTOM PacCMOTPeHUst JKCITyaTal[uu.

® rpoieccel YhnpaBieHus yoiayramMu. B pamkax OKcnyaTauuu
TIPOM3BOJUTCS HeTMpepbIBHOE yIpaBjieHWe MHOTHMH MpoLeccaMu
YnpaBnenus ycuyr. daxe ecnu oHU (GopmManbHO MPUHAAIEKAT APYTUM
jTaram >KM3HEHHOr0 LMK/Ia ycayr, HannpuMep, [IpoekTtupoBanuio unu
BuespeHuto, oHM OyIyT TakKe UCIMOAb30BAaThCS B paMKax
JKCn/yaTaluu yCiayr.

® TexHosioTUH. Bee yciyru TpeOylOT KaKMX-TO TEXHOJIOTHM [Jis CBOEro
TpejoCTaBAeHUs. YIpaBieHHWe 3THMH TeXHOJOTHUSIMU BXOAUT B OXBAT
yTana JKCMayaTaluu.

e joau. BHe 3aBUCHMMOCTH OT TOTO, KaKMe VCIYTH, T[pPOLecChl U
TeXHOJIOTUU UCTIONB3YIOTCS, BCE B KOHEUHOM UTOTe 3aBUCHUT OT JIHOJeH.
Ycnyru npenHasHaueHbl IS JIIOAEM W YIPABJSAIOTCS  JTHOBMU.
HenmoHuMaHue Ba)XHOCTH 3TOr0 acreKkTra MOXKeT IMPUBeCTH K MpOBaly
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BCEro CepBUC-MEeHe/>KMEeHTa.
OKCnyaTalus yeayr ONTUMU3UPYETCS IByMsi criocobamu:

1. ponarocpouHoe  TMOCAeIOBaTeNbHOE  YIYUIEHHe -  MOCTOSIHHOE
yAyullleHHe TMPOoLeccoB, QyHKIUI U pe3ynsTaToB JKCrulyataruu. Ha
OCHOBE aHa/h3a OTUETOB TPUHUMAIOTCSA peIIeHUsT O TOM, T[fe
BO3MOXXHBI YIyUIlleHUs, M KaK MX Jydiie ocymectBute. Croga
OTHOCHUTCS, HAlIPUMep, NMPOEKTUPOBAHUE HOBBIX MHCTPYMEHTOB WJIH
MPOLIeCCOB C TToMoIIpi0 3Tana [IpoekTupoBaHusi.

2. KpaTKOCPOUHOE YIydllleHWe - TpPUMEHsieMble B paMkax pabouero
rpoijecca WIydllleHusi MpoIjeccoB, TexHosioruid W GyHkiuit. Croga
OTHOCSITCSI MEJIKHE YIYUIlleHWsl, He BIIUSIONMe Ha (YHAAMEHTAIbHYI
OCHOBY TIpoLjecca, Harpumep, 00HOB/IEHUS], TDEHUHTH U T.TI.

B nybonmukaiuu "ITILv3. Service Operation" BBOAATCS HOBbIE TEePMUHBI,
Kacaroupecs SKCrayaTaliu yCayr

KonTtpons oneparnonnoro ynpaesenus (IT Operations Control) - dyHKius,
OTBeuarlas 38 MOHUTOPUHT U KOHTPOJE yoiyr u IT-undpacTpykrypsl.

OmnepaiuonHoe ympaBaeHue IT (IT Operations) - #AeATeIBHOCTH,
BhITIONMHsieMble QyHKiMelt KonTpons onepaiuoHHoro ynpasiaeHus UT, B Tom
yucle KOHCOMbHOe yIpaBjeHWe, TIJIAHUPOBAHUE 33/a4y, pe3epBHOe
KOMMUPOBaHUe, BOCCTAHOBJIEHHE, TTeYaTh U yIpaBjieHue BhIBOZoM[1].

[Tpouecce! B pamKkax DKCIIyaTaljuu:

® MOHUTOPUHT COOBITUH - OTC/IEXUBAeT BCe COOBITHS, CBs3aHHbIE C
JKcnJyaraiueit;

¢ ympaByieHue TpoOjieMaMud W WHLMUJEHTAMU - KOHLIEHTPUPYETCS Ha
BOCCTAHOBJIEHUU HOPMaabHOM pabOThl yC/Iyr NMpPHU BO3HUKHOBEHUU

cboes;

® BLIMOJIHEHWE 3allpoCOB - paspelieHre 3arpocoB I0/Ib30BaTesNei,
KOTOPBIE Yallle BCEro MOCTYIAKT YepPe3 CePBUC-eCK;

® yripaBJieHHE OCTYITOM - npejoCTaBIeHu e JIETUTUMHBIM

TONB30BaTeNIsAM TPaB Ha JOCTYNl K YCIyram W TpejoTBpalleHue
JOCTylla HeaBTOPU3WPOBAHHBIX II0/b30Bartesneit. bosee mnozpobHo
TIPOL]eCcChl B paMKax DKCIUTyaTaluu OyayT pacCMOTPeHBI B CJIeYIOIX
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JIEKIIH AX.

B nybmukaruu "ITILv3. Service Operation" BBOAUTCS HECKONBKO TEPMHUHOB
ansi oToOpaskeHWsI TOTO, KaK /OAW OOBeAUHSIOTCS [JiS BBITOJHEHUS
MPOLIeCCOB U Pa3/TUUHBIX [JeATeTbHOCTeH.

OyHKIUS - JOTMYecKass KOHL|eTMIMsl, OTHOCAIIASCS K JIIOASM U
aBTOMaTU3WPOBAHHBIM CHCTEMaM, KOTODPbie BBITIONHSIIOT OIpe/eeHHbIi
MpOLIecC, AesiTeIbHOCTh UIM KOMOWHAIIUIO TIPOLIeCCOB U [ieaTesbHOCTel. B
Oonbimx opraHu3anusax GyHKius MoKeT ObITh pa3duMTa Ha YacTH U
BBITIOTHSITHCSI B PAMKaX HECKOIbKAX OT/@/I0B, TPYII UK KOMaH[. D yHKIuUs
TAK)Ke MOXKeT TIPeJOCTaBASATLCS OAHOM OpPraHW3al[MOHHOW eJAUHHLIeH,
HarpuMep, CepBUC-JeckoM. B MalieHbKMX opraHu3aiusx, Hao60poT, ofuH
OT/IeJT MO>KeT BBITIO/THSATh HECKOJIBKO (YHKI[HIA.

['pyrina - obweguHeHue OfAeH, UMerImMx uTo-To obiee. B mybnukaijuu
ITIL sTo nmrogu, OCYLIECTB/AKOIIME CXOXKHe AeATensHOCTH. [Ipu 3TOM OHU
MOIYT MCIIO/Ib30BAaTb pasHble TEeXHOJIOTMH, OTHOCUTCA K PasHbIM
OpraHM3allMOHHBIM eIMHULIAM U Ja)ke pPa3HbIM OpraHU3aLiusM.

Komanpa - obObeauHeHue mwfeil, koTtopbie paboTawT BMecTe /s
OCTHXKeHUs 001Iel 11e/id, HO TIPU 3TOM OHU He 00s13aTesIbHO TPUHA/IeXKaT
OHOW OpPraHU3al[MOHHOMN CTPYKTYype.

Otgen - dopma OpraHM3al{MOHHOW CTPYKTYPhI, KOTOpas CYIIECTBYeT AJis
BBHITIOJTHEHU st OTIpeJie/ieHHOTo Habopa /iesTesIbHOCTeH.

Yrpaenenue - ¢dopma OpPraHU3alLMOHHOW  CTPYKTYPbl, B  KOTOPOWM
00beIMHEeHb] OT/eIbI.

Pons - Habop OTBETCTBEHHOCTEH, [IeATE/IbHOCTeH W TOJHOMOYHUM,
TIPUCBOEHHBIX COTPYAHUKY UMM KOMaHze. Ponb onpepensieTcss B mpotiecce.
OauH COTPYAHUK UM KOMaH/Ja MOXKeT UMeTh (BBIMOJHATE) MHOrO Poneii.
Hanpumep, Pomu Menemkepa Kondurypaiuit 1 Menemkepa M3meHeHui
MOTYT BBITIOJTHATHCS OJHUM COTPYAHUKOM([1].

OKCruyaTalus ycjiyr 3TO He MPOCTO MOBTOP pa3pab0TaHHBIX MPOLECCOB U
npoueayp. Camoii C/l0KHOW 3ajiadeil 3TOr0 3Tama sBjsieTcss obecrieueHue
ctabunpHOM paboThl yCcAyr HapsAgy C ajanTaiued K W3MeHSIOMMMCS
ycnoBusiMm okpykenus IT u 6usHeca. Boobie, DkcriyaTaijus yCayr 4acTo
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AO/IKHA HMCKATh KOMIIDOMHMCCBI MeXXOY B3dMMOHCKIHUYAKIMMHA ADYTC ApPpyTa
BelldMH. B srtoit JIeKIJUH MBI pACCMOTPHM OCHOBHBIE M3 HHUX.

WUutepecHo, uro B nybmukanuu "ITILv3.Service Operation" BbigeneHo 2
B3miAga Ha IT - BHewmHui B3miAg U BHYTPeHHUU B3miAn. BHemmuil B3
paccmarpuBaer IT kak Habop yciyrn OTo moaxof 3aka3uvkoB U Ou3Heca,
KOTOPBIM He Ba)KHbI TeXHOJIOTHUYECKHEe 0COOHHOCTH TIPeJOCTABIeHUS YCIyT
U yrnpaBneHuss WMH. VMM BaxkHO uToObl ycnyrd QyHKIMOHMPOBaIM Ha
COTNACOBAHHBIX YPOBHSIX U TIPUHOCUIM OW3HeCy 3asBIeHHYH) LIeHHOCTb.
BuyTrpenHnuii B3misg paccmatpuBaer IT kak Habop TexHonoruii. OH
paccMaTpuMBaeT, Kakue TeXHOMOTMM U CHUCTeMbl MCIIOAb3YIOTCS [/
NpeJjoCTaBJAeHUs YCAYT M YIpaBA€HUSMU HMMU. OTO B3IIA[] IOCTABLMKA
YCJIyT, TIO3TOMY OH M Ha3bIBaeTcCs BHYTpeHHUM. [Ipu npefocTaBieHUn yCayr
Ba)KHO pacCMaTpPUBATh ABE TOUKM 3peHus U cobOmroaaTs banaHc Mexay HUMH

(puc. 11.1).

Cpranv3auna aaeck Qpradnaauma 3gece
He cobnwoaaeT GanawHc pocTatodHo Bnnaka k GanaHcy,
W pUEKYET He HO MOHET HE CM 04k
YOOBNETEORUTE OCY WECTBUTE BCE
TpeboeaHua GusHeca cBoK ofewaHua Ana GraHeca
UpaamepHuid hokyc Ha UpeaMmepHblid dhoryc HA
BHYTPEHHEM BHELIHEM

Puc. 11.1. Bananc Mexxay BHYTPEHHUM U BHEIIHUM B3IJISIOM

Ecnu opranmu3auus OyzeT ¢OKycMpOBaThCS TOJBKO Ha BHEIIHEM B3IIsfe, TO
eCThb pacCMaTpPUBAThL TOJBKO TpeboBaHusA OU3Heca, OHa MOXKET HelpaBUJILHO
OLIEHUTH CBOM BO3MOXHOCTH M JaTb Ou3Hecy oOeljaHHsi, KOTOpbIe He
CMOKET B MTOre WCMOJHUTb. HampoTuB, opraHusaijus, koTopas Oyget
(oKycupoBaThCSI Ha BHYTPEHHEM B3IIsfe, MOXKeT CO34aTh JOPOTrHUe 10
cebecTouMOCTH YCIIyTH, He TIPUHOCsIMe OU3HeCy 3HaYMMBIX Pe3yETaToB.

B 1abna. 11.1 npuBefieHbl IPUMepbl KpalHOCTeH B 00euX Mo3UIUsIX.

Tabnuua 11.1.
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[Mo3unus

MeTpuku

Crparterus
JKCITyaTaluu
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Upe3mMepHBbIN YKIIOH Ha Upe3mMepHbI YKJIOH HA
BHYTPEHHUH B3I/ BHEIIHUM B3IIA]
KonTpons

MPOU3BOJUTETBHOCTH U
yrpaBjeHue ycTpoiicTBaMu, [locTU)KeHKe BBICOKUX YPOBHeH

CHCTeMaMH, MPOU 3BOUTENTEHOCTHU YCIyT Oe3
MHOPaCTPYKTYpOH U MMOHUMAaHHUS TOrO, KakK OHU
nepcoHanom IT ¢ JIOCTUTAKTCS

MaJIeHbKOH 3a00TOoH 0
KOHEUHOM pe3ynsrare

® KOHI|EeHTpaLus Ha
TeXHHUYECKOI
MPOU3BOAUTETHLHOCTH
fe3 oTwIeKUBAHHSA

® KOHI[eHTpalus Ha
BHEIIHUX MeTPUKax, Oe3
10Ka3a BHYTPEHHeMY
TIepCoHasy KakK Ux
NOCTUYB U KaK YIYUIIUTh

TOro, KdK OHd B U TOT'e

BJIUSIET HA YCIIYTH;
y ’ MPOLIECCHI;

® coobmenue 6usHecy
® O)XHJAaHHUE TOTO, UTO

3HAYeHUH METPHK,
KOTOPELIE HEe
OTHOCHATCA K

BHYTPEHHUU TepCoHan
pa3paboTaer
CcoOCTBEHHbBIE METPUKH

MIPOU3BOAUTETHLHOCTH
ISl U3MepeHust

YCIYT B LI€JIOM .
BHYTpPEHHel

(HanpuMep, Bpems
TIPOU3BOJUTE/ILHOCTH

obHOB/IEHUS CeTH)

® CTaH/apTHBIE
MeXaHW3MbI Ha

¢ MHOXXeCTBO KOMaH[ H
MpOTHAKEHHH BCEro A

BpeMeHH TEXHOJIOTHIA
9KCI/TyaTaLuy ® HOBBIE TEXHOJIOTUN
® BCe HOBBIE YC/IyTH TPedytoT HOBBIX [IO/XO/0B
JO/DKHBI K 3KCITyaTaliuu ¥
1l (i e CO3[aHKE HOBBIX KOMAH/
CYILLECTBYIOIIH € OrnmeparifioHHOTO
yIIpaBJIeHHUSE

apXUTEKTYPbI U
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Crparterus
3arpar

MeTtoauku u
PYKOBOACTBA

npoLeAypsl

CHW)XEHUe 3aTpar
JOCTHUTAeTCs
NPEerMYILeCTBEHHO 3a
cueT 0OBeIUHEHUS
WA YCUJIeHUST
TeXHOJIOTU
ONMTUMU3ALUS
OreparuoOHHBIX
npoLeyp U PecypcoB
BAUSIHUE COKPAIIeHUS
pacxonoB Ha GusHec
OLIeHUBAETCS TOJILKO
MOC/Ie ero
OCYIIIeCTB/IEHUSI
MOACUYeT
ROI(Bo3spara
WHBECTULIHN)
KOHII@HTPUPYETCs Ha
COKpallleHHH
U3JePXKeK U
Mepuofax
OKyI1aeMOCTH

CdoxycupoBaHbl BOKPYT
HEeToCpeJCTBeHHOTO

0e3 MpUBSA3KU K TOMY, KaK
UX IPOU3BOAUTENBHOCTD
B/IMSAET Ha YCIYTH B L1€JI0OM

ITIL. IT Service Management no cmandapmam V3.1

¢ OH/DKeT CTPOUTCS BOKPYT

TOTO, UTO B TIEPBYI0
ouepelb HY)KHO OU3Hec-
eIUHUI[aM
Ou3Hec-eIUHULIbI,
KOTOpPbIEe He CMOI/TH YeTKO
3asiBUTh O CBOMX HY)K/aX
WJTH HEMPaBUIbHO UX
obocHoBamu, OyayT
WCTI0/TB30BaTh Xy/lme
YCJIyTH U3-3a
HeJJ0CTaTOUHOCTH
buHaHCUpPOBaHUS

CdokycupoBaHbl B OCHOBHOM
yIpaB/aeHU s TeXHOJIOTUSMHU BOKPYT TOTO, UTO U KOT/IA HY)KHO
caenaThb, 0e3 YeTKUX yKa3aHU A
KaK 3TOTO JJOCTUUB

[Meperu6 B Ty WM MHYIO CTOPOHY SIBJSETCA HEAOMYCTUMBIM. DKCIITyaTal[Usi
YCIyT JOJKHA MPeOCTAB/IATh MO0JIb30BATe/sIM U 3aKa3UMKaM L[eHHOCTb. JTO
HEBO3MOXXHO cZiesiaTh Oe3 MoHUMaHus TOro, Kak uto paboraet. JlocTukeHue
OanmaHca MeXAy BHYTPEHHUM U BHELIHHUM B3MIsSA0M TpeQyeT 4YeTKOro
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nmogxoad, OTpaxKdarIlero BCe 3Tallbl X KU3HEHHOTO0 MUK/IA YCIVT:

® [OHHUMaHHE TOro, KAKWEe YC/TYTU UCI0/b3yeT OM3HEeC U MoueMmy;
MOHUMaHHUe TOro0, KaK yC/IyTH BJAUSIOT Ha OU3HeC;

MOHWMaHWe  TOT0, KAK  HWCIOJB3YKOTCS  TEXHOJOTUHM IS
MpeJOCTaBIeHUS U MOJAEPIKKH YCIIYT;

e poBieueHue komaHj ~OreparfMOHHOTO  YIpaB/ieHWss B 3Tal
HempepwiBHOTO yayuileHus ycayr mjis  obHapykeHusi crnoco6oB
npejoCTaBaeHus O0JIbINel 1[eHHOCTH/KaueCTBA M YMEHbIIIeHWsT 3aTpar;

¢ (hopMHpOBaHHE METOJUK U PYKOBOJCTB [y KoMaH OrmepariioOHHOr0
yIIpaBJjIeHUsl, KOTOpbie OyayT pacCMaTpWMBaTh BOTMPOCHI YIPaB/IEHUS
TeXHOJIOTUSIMU U TIPe[OCTaBIeHUS YCIIyT;

¢ OmepallMOHHOE yIpaBleHWE [JO/DKHO UeTKO TMOHMMAaTh, Kak
MPOM3BOAUTEIBHOCTh OT/€/IbHBIX TEXHOJIOTHI BJIUSIET Ha YCIyTH B
1[€/I0OM ¥, COOTBETCTBEHHO, Ha OU3HEC U ero 1[e/H;

e Habop cTaHAApPTHBIX YCJIYT MPEJOCTAB/ISIETCS MOCTOSIHHO BCeM Gu3Hec-
eqUHUIIAM,  KAaCTOMHU3UPOBAHHBIE  YCJIYTH Npe/JOCTaB/ISTFOTCS
OT/Ie/IbHBIM OU3HEC-eJUHUL[AM;

® CTpaTerus 3aTpaT fAo0/DKHA 6GanaHCUpOBaTh MEXJy TpebOBaHUSIMU
pa3nTUuHBIX OM3HeC-eIMHUI]; YMEHbIIIEHHE 3aTPaT JOCTUTaeTCs 3a CUeT
HOBBIX TEXHO/IOTUH WJIA OMITUMH3AL[UH UCTI0/Ib30BAHUST MMEIOIIU XCST;

¢ ROI gomkeH ObITh OCHOBAH Ha TMPEJOCTAaBAEHUH I[€HHOCTH, a HE
COKpAIIeHUH 3aTpar;

e posseueHre OMepaljMOHHOrO yIpaB/eHUs B 3Tanbl [[POEKTUPOBAHUS
u Buegpenwust ycyr;

e oOparHasi CBsi3b C 9TanoM HempepeiBHOTO YIYUIIEHUS YC/IYT [JIst
BBISIBJIHUST BO3MOXXHOCTEH ¥ HEOBXOMUMOCTH YIydIlleHUH;

® UeTKWU NAGH KOMMYHUKQUull U TPDEHUHTOB J1s1 Ou3Heca.

Kak 6pl xopomio HM Obla COpPOEKTHMpOBaHa yciyra, oHa Oyger
(hYyHKIITMOHUPOBATh Xy)Ke, eC/Ii ee KOMITOHeHThI OyyT paboTaTh HEyCTOMUUBO
WU BOBCe OyAyT HeAOCTYMHBI. DKCIJlyaTallds YCIyT AO/DKHa obecneuuTh
CTabuMBHOCTL W JOCTYNMHOCTh IT-UH(PACTPYKTYpsl B COOTBETCTBUM C
MPOEKTHOM JoKyMeHTaljueil. B TO ke Bpemsi OHa [0OJ/DKHA Pacro3HaBaTh
u3MeHeHus TpeboBanuii 6usHeca u IT ¥ onepaTUBHO pearupoBaTh Ha HUX.

MHorue W3MeHeHHUsI HOCAT 3JBOJIOLMOHHBIN xapakrep. Hampuwmep,
(GyHKIMOHAIBHOCTh, TPOU3BOJUTEILHOCTh U apXMTeKTypa 06a30B0M CUCTeMbI
MOTYT U3MEHUTHCS 32 HECKO/IBKO 1eT paboTel. Kaxkaoe Takoe n3mMeHeHUe AaeT
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BO3MOXHOCTD O/14 MTPpegoCTaB/IeHU A bomnbLIeH LHEeHHOCTH 6H3HECY. OTBETHYID
PeaKllMK0 Ha 3BOJTIOLIMOHHBIE H3MEHEHHU A Jierdye MIdHHUPOBAaTh.

HekoTopeie W3MeHeHUs] TIPOMCXOAAT OueHb OwicTpo. Hampumep, 6usnec-
eAUHUI]a BBLIUTPaja TEHAEP U €d HYKHbI HOBBIe YyCIyrd, 0onbiue
BO3MOXKHOCTel U Oosee GbicTpoe BpeMs pearpoBaHus. [1ns DKcnyaTauu
ycnyr Haubonbled C/I0XKHOCTBIO SIBASIETCSI TPUCNIOCOO/IeHre K TakuM
u3MeHeHHsAM ©6e3 3HAUMTENBHOTO B/MSHHWA Ha YCJIYTH, KOTOpbIe yxKe
HCITO/B3YIOTCA.

OKcnyaTaluu yeayr Heobxoaumo cobmogats banaHc mexay obecrieueHuem
cTabunpHOCTH (QYHKUMOHUPOBAHUS YC/IYT U OBICTPBIM pearupoBaHHeM Ha

n3MeHeHus (puc. 11.2).

OpraHi3aLia 36ce

OpraHusauma saeck pocrarodHo Gnnaka Kk Banadcy,
He cobniopaeT Banaqo HO MOKET YKMOHUTLCA B
M PUCKYET NPOUIHOPWUPOBATE CTOPOHY CNUWKOM GOnbLUKX
n3aMeHsa WKMeca TpeBoeaHus GuaHeca 3aTpaT Ha peanuaayu
MIMEHEHUA
HpeamepH b Gokyc Ha UpesmepHsIil hokyc Ha
CTAGUNBEHOCTI peardposannit

Puc. 11.2. banaHc mex 1y CTabU/IbHOCTBIO U pearipoOBaHHWeM Ha U3MeHEeHUs

B 1abna. 11.2 npuBefeHbl TPUMepbI KPaHOCTeH JABYX MO3UI[AH.

Tabnuma 11.2.

UpesmepHas
Upe3mepHasi KOHI[eHTpaL|s
KOHI[@HTpaLus Ha
Ha cTaDUIBHOCTHA
pearupoBaHUU

® OpPHEHTHPOBAHHOCTh
Ha busHec
¢ OpPUEHTHUPOBAHHOCTHL Ha e onobpenue
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TunuuHbie
npoOaemMsl

Crparterus
pa3BuUTUA

Texdonorusa
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® Da3BUTHE U yIyullleHHe
CTaH/apTHBIX
MpPOL[eCCOB U TeXHUK
YiipaBnieHus yciyramu

IT MoxeT 1IeMOHCTPUPOBATh
cootBeTrcTBue ¢ SOPu OLA

¥

JaXe ec/ii eCTh SIBHbIE
PACXOXKIEHHS C
TpeboBaHusaMU OH13Heca

® CTpaTerus pa3BUTUSA
OCHOBaHa Ha aHa/nu3e
cripoca Ha
CYLeCTBYIOIIME
CUCTeMBbI

® COMNpOTUB/IEHHUE
BHEJJPEHUIO HOBBIX
YCJIYT, KOTOpOe
NPUBOAUT K TOMY, UTO
Ou3Hec-eAMHUILBI
CTPeMSATCS yPaB/IATh
CBOMMH CHUCTeMaMH /s
TOT0, YTOOBI TTOTYUUTD
JIOCTYTI K HOBBIM

ycayram

HWcnone3oBaHue

CYIIeCTBYIOLLEH WU
CTaHJapTHOUM TeXHOJIOTHU

npenocTtaBiaeHus MPEJOCTABIEHNAA yCIIYT;

yenyr

YCJIyTY KOPPEKTUPYIOTCS /1/1s1
paboThI B pamMKax

CYLLeCTBYIOLIMX TTapaMeTpPOB

W3MeHeHHH Oe3
TpeJBapUTeILHOTO
oTmpeie/IeHus TOro,
YTO HY)KHO C/lesiaTh
JUTSI UX
OCYILIeCTBIEHUS

TTepconan IT He MOXeT
BBITIOJTHAThL CTaH/AapTHBIe
NpoLeAypbl U PYTUHHEIE
paboThl, TaK Kak
CKOHIL]eHTPUPOBAH Ha
TIPOEKTHOM JesiTeTbHOCTH

® Dpa3BUTHE HOBOU
TeXHOJIOTUH [IJIsT
Ka)K/I0TO HOBOTO
TpeboBaHus OU3Heca

® LCMO0/Ib30BAHUE
Pa3sHbIX TEXHOIOTHH
JJ1sl YIOBIEeTBOPEHUS
TpeboBaHUM
busHeca, KOTOpbIE
HE3HAYUTE/IbHO
OTINYAIOTCS JPYT OT

Apyra

M3bniTouHOE
obeceuenue. Het
TTOTIBITOK MTPUCITIOCOOUTH
HOBYIO YC/IYTY /151 pabOoThI
B CYIIECTBYIOIIEH
HHObPaCTPYKType.

263



J.A. CKPHITHHK

YnparneHue
MOILHOCTSMHU

ITIL. IT Service Management no cmandapmam V3.1

IMMPOTHO3bI Oe/MaK0TCA Hd

OCHOBE TEeKYIIMX
pabounx Harpy3ok
MIPOU3BOAUTENTBEHOCTh
cucTeM

MO/ Aep)KUBAETCA Ha
MOCTOSIHHOM YPOBHE

® TIPOTHO3BbI CTPOATCA

Ha OCHOBe Oygynmx
notrpebHoOCTeM
Ou3Heca OTAeNBLHO
JUTST KOXKJOU YCITyTH;
He IPUHUMAETCs B
pacuer
JesitenibHOCTD [T 1

ApyTHe ycyrh

® Tekyume pabouue
HAarpy3kKu He
YUUTBHIBAKOTCSA

nyreM OOHOB/IEHWH U
yIIpaBJ/IeHUSI CIIPOCOM

HoctrxeHnne 6GanaHca MeJy CTabHUJIBHOCTBIO U OBICTPBIM pearnpoBaHUEM
Ha U3MeHeHUs TpeOyeT BhITIOTHeHHUS C/IeYIOLero:

duHaHCcupoBaHUe THUOKUX TEXHOJOTHH, TaKMX KaK BUPTYaabHbIE
cpejpl;

TMOCTPOEHUE CUBHOTO Tpollecca YrnpaBneHUsi ypoBHeM ycayr(SLM),
KOTOPBIH OyeT GpyHKIIMOHUPOBATH HA BCEM )KU3HEHHOM LIUK/Ie YCIIT;
uHTerpanuss SLM ¢ papyruMu mpoieccamMd TMPOEKTUPOBAHUSA sl
obecrieueHusi KOppPeKTHOro oToOpakeHusi TpeboBaHuil Ou3Heca Ha
3Tan DKCITyaTaliui U KOoMoHeHTel IT-uHdpacTpykTypshi;
VHULIMUPOBAHUE U3MEHEeHUW HA PAHHUX CTA/IUSX )KU3HEHHOr0 LUK/Ia
YCAYT C Lelbl0 COBMECTHOTO yrpaBjeHus TpeboBaHusmu Ou3Heca u
IT:

obecrieunTs yuactue IT B n3meHeHusax OM3Heca Ha paHHUX CTaJUAX UX
ocyujectBienus, utober [T ycnyrm makcMmanbHO COOTBETCTBOBAIH
3TUM HU3MEHEeHHUSIM;

koMaHbl OmnepauuoHHOrO yIpaBlAeHUS [JO/DKHBI TPeJOCTaBJIATh
“HGOPMAI[MI0 Ha BXOJ MPOEKTUPOBAHUS U YIYUIIEHUS] apXUTEKTyp U

YCJIYL.

OKCIuTyaTaluus yCIyr TakkKe [JO/DKHA HaXoAuTb 0anmaHC MeXAy KaueCTBOM

yCAyr M UX CTouMOCThlO. Ha

HHBECTI/I]_[I/IFI B YCJIYTH U UX Kd4eCTBd.

puc. 11.3

H30 Gpa}KEHa 3dBHUCHMOCTB
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KayecTeo yCnyru
Puc. 11.3. 3aBucuUMOCTB KaueCcTBa yCJIYT OT UX CTOUMMOCTH

W3 pucyHka BUAHO, 4TO B OONBIIMHCTBE CIy4aeB yBenMUYeHHE KauyecTBa
yYCIyru TPUBOAUT K ee ynopoxkaHuio. Tem He MeHee, 3Ta CBs3b He Bcerja
npsAMO TpomnopuuoHanbHa. Hanmpumep, Ha paHHUX CTaAUAX >KU3HEHHOTO
LUKIa MOXHO 3HAuUMTe/NbHO YBE/IWYUTb KaueCTBO YCAyr MyTeM
MHUHHUMA/BHBIX BIOKeHUH. UeM TmoO3Ke [enarTCsd W3MEHEHHUS B paMKax
KU3HEHHOTO I[UK/Ia, TeM OHM gopoxke. Ha 0Oonee mo3gHux 3Tamax
>KU3HEHHOTO LMKIA YC/IYT AaXe Maseiinee yBelWMdYeHHe KauecTBa YC/IYrH
MOJKeT CTOUTh Oonbumx fgeHer locTukeHue OanaHca MeXy 3aTpaTaMu U
KaueCTBOM SIBJISIETCS K/IHOUEBOW 3ajiaueil cepBuC-MeHemkMmeHTa (puc. 11.4).
YHUBepCaNbHBIX pELIeHUH HeT, TaK KAK KaK/Aas ycjiyra uMeeT pa3HbIH
MOTeHLMan ONTUMUA3AL[UH, 3aBUCALIMUA OT MMPUPOIBI CaMO# yciyru U busHec-
1je/M, KOTOPYIO OHA moajepxuBaeT. Harpumep, 6usHec MoxeT ObITh TOTOB
TPaTUTL MHOIO [leHer Ha yBeJMUYeHHe AOCTYIMHOCTH KPUTHUUHBIX YCAYL, HO
€ro ycTpauBaeT HU3KWH YPOBEHb [OCTYIMHOCTHA [JIsi aJMUHHUCTPAaTHBHBIX
cpeactB. K coxaneHuio, CylecTByeT MHOXXECTBO TIPUMEPOB, KOrja
OpPraHu3aluy BKIAAbIBAIOT Oonbime (UHAHCOBBIE CPeACTBA B yBelIUYeHUE
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€ro yCTpauBaeT HH3KUH YPOBeHb AOOCTYIIHOCTH 14 aJMHUHHCTPATHBHBIX
CpeacCTB. K COXadJIeHUHK, CylmecTByeT MHOeCTBO I[IpHUMEPOB, KOIld
OpraHv3dllMH BKI4ABIBAKOT Oonpime (lJHHaHCOBBIE CpeaCTBa B yBe/IMYeHHE
KadyeCTBad YCJIYI, HO He IMOJIYy4dalOT HHKAKHX OO0KA34aTe/JIbCTB TOI0, YTO OHO B
KOHEeYHOM HMTOI'e¢ YBe/TUUYHBAETCH.

Oprannaalmn 3aece
pocrarodHo Gnnaka Kk Banadcy,
HO MOKET YKMOHWTLCA B
CTOPOHY CNUWKOM BoNBLIMX
3aTPaT Ha noaaepHaHue
BLEICOKOrD YPOBHA KauecTea

Opranuzauma saeck
He cobnopaser GanaHc
W PHCKYET CUNBHO NOTEPATE B KANECTBE
WCNYT B PEIYNETATE COKPALLEHNE
satpar

HpeamepH i QoKyc Ha UpaamepHilii fokye Ha
33TpaTax KaJyecTee

Puc. 11.4. banaHc kauecTBa yC/IyTr U UX CTOUMOCTH

B nocneguue roabl [T-opranusainuu CTpeMATCsi COKPaTUTh CBOM PaCXO[bl
yaille BCero noj JaBjaeHueM U3BHe. DTO NPUBOAUT He TOMBKO K YMEeHBIIEHUI)
CTOUMOCTH YC/Iy, HO M MX KayecTBa. [Ipu 3TOM HeT mpoctoro crmocoba
pacueta OanaHca kauectBa u 3arpat. SLR (TpeboBaHusi ypoBHS yCIyT) BMECTe
C YeTKMM TMOHWUMaHueM OW3Hec-1[eM U TMOTeHLHAaNbHBIX PUCKOB TMOMOTYT
ompefenuTb, YTO YCJIYIH TIPeJOCTaB/sIOTCS C ONTUMAaAbHBIMM 3aTpaTaMM.
OHU TaKkKe MOTYyT MOMOYbL OMpEAeIUTh YCAyrd C "Oonbimm pa3mepom’,
KOTOpbIe BO3HUKAIOT M3-3a JOCTYITHOCTH CPeACTB, U YC/AYIH 'C MaJleHbKUM
pasmepoM’, KOTOpble BO3HHMKAIOT M3-3a TOT0, uTO OW3HEC He IMOHUMAaeT
HeobxoguMocTu GUHAHCUPOBAHUS TeX UJTH UHBIX aCMeKTOB.

B 1abna. 11.3 npuMepsl KpaliHOCTeH B JIBYX MO3UIIUSX.

Tabnuua 11.3.

UpesmepHbliil (OKyC Ha

UpesMepHBIH C Ha CTOUMOCTH
KauyecTBe P P Cl)OKy

IIpemocraBnenue
KauecTBa, KOTOPOe MakcuManbHOe COKpalljeHue 3aTpar
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® pacumpeHue

bromkeTa
¢ [T-ycnyru
¢ [T nUMHUTHUPYET KaueCTBO
NpeoCTaBIsIOT
CJIYT UCXOZSl U3 JOCTYITHOTO
Tunuunsie Honeie, uem yemyr a ACCIYH
brompKketa
npoOaemMsl Tpebyercs 6u3Hecy
® Ou3HEC CTPeMUTCS MOTYUUTh
[71s1 ycrexa

6 IT
SR OJIBILIE YCIYT OT

CIipoca Ha yC/IyTu
C BBICOKMM
KaueCcTBOM

Het metopa ans cBsa3u
IT He umeeT MeToza sl iesiTelbHOCTeH B pamkax IT u
CBSI3U KaueCTBa YC/IYT U HEMOCPeJCTBEHHOT0

YipaBnenue ux croumoctu. Jns NpejoCTaBIeHUS YCIYL
duHaHCAMKU OIL|€HKH HCIMOJb3yeTcsi ~ PUHAHCHUPOBaHHUe 00bIUHO

yaille BCero "3aTpaThl HA BBITIOJIHAETCS B paMKaX PacXofioB,
O[IHOTO TOJb30BaTeNs"  3apaHee MpeJyCMOTPeHHBIX B
Oromkere.

Hoctikenue banaHca KaueCTBa yC/Iyr U UX CTOMMOCTH TpebyeT crie/yroLiero:

® mpouecckl W MHCTPYMEHTHl  YiipaBneHus GUHAHCAMM  MOTYT

paccuMTaTth CTOMMOCTb  MPeAOCTaBJeHUS YCJIyr U BbiOpaTth
ONTUMA/BHYH) 10 CTOMMOCTH MOfJe/b TIPeJOCTaBAeHUSI Cpen
WMEIOIIMXCSl  ajnbrepHaTUB. Hampumep, CpaBHUTL  CTOUMOCTh
npefgocrtaeaeHus ycayru ¢ 98% pgocrymHocteio u 99,5 %, umum
CTOUMOCTD npejoCTaBIeHUs ycyr C JOTIOSTHUTETBHBIM
dbyHkimoHanom u 6e3 Hero;

obecrieueHure TOTO, UTO peIlleHUsI OTHOCUTELHO DajlaHca KauecTBa U
3aTpar, OyayT MpUHUMATh JIFOAW C COOTBETCTBYIOIIEH KBa/W(UKalluen
Ha stanax [loctpoenus ctparerur u [IpoektupoBaHus. MeHeKepsbl
OnepaljMoHHOTO  yIpaB/IeHUs [JO/DKHBI ~MPUHUMAThL  PElIeHUs
OTHOCUTE/NbHO BbIJIe/IeHUs (MHAHCOBBIX CPEJCTB HA yBeJlUUeHHe
onepalroHHON 3(pheKTUBHOCTH.

Cnepnyroiein npobnemoit siBnsieTcst 6anaHC NPOAKTUBHOCTH U PEaKTUBHOCTH.
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K peakTUBHEBEIM OpraHu3anusM OTHOCSTCS Te, KOTOPbIe He MpeAnpUHUMAI0T
HUKaKUX JIeMCTBUM, MOKa He OyleT Touka B BU/e Kakoro-HUOYIb BHEIIHEro
npaiiBepa - HoBoro TpeboeaHus 613Heca, pa3paboTaHHOTO MPUIOXKEHUS UITH
yBeinueHus >kano0 monb3oBarenedl U 3akazunkoB. K coxkaneHuo, MHOTHe
OpPraHu3aluy MPUIEPXKUBAIOTCS PEAKTUBHBIX METOJOB YITPABIEHUs, HAUBHO
rosarasi, 4YTO 3TO €JUHCTBEHHBIN MYTh Js JIOCTHXKEHHUS CTaOUIBLHOCTH B
npegoctaeneHun  ycayr.  OHM  CO3HATeNbHO OTPAaHUUMBAKOT  JIHOOBIE
NpOSIB/IEHUS]  TIPOAKTUBHBIX  JeHCTBUUA €O  CTOPOHBI  TepcOHaja
OnepanuoHHOTO yripaBjieHUus. VpOHUS COCTOMT B TOM, YTO OTCYTCTBUE
ofo0peHUsT TPOAKTUBHBIX  JEHUCTBUH  CEPBUC-MEHEPKMEHTa  MOJXKeT
MPUBECTH K TOMY, YTO B MTOre YBEUUUTCS CTOMMOCTh PEAaKTHBHBIX
JelCTBUM W  COOTBETCTBYKOLMEe PpUCKU. Hampumep, NpPOaKTUBHBIM
neiictBueM siBsieTcst GopMHPOBaHUe Pe3ePBHBIX KOTIUI CePBePOB Ha C/1yuaii
cboeB. DTO CTOMT He TakK [AOpPOro, Kak PpeakTUBHbIE [JEHCTBUS TI0
BOCCTAHOBJIEHUH), eC/ii cOOM BCe-TaKu CYUUTCS.

[MpoakTuBHas opraHU3alysl BCerja WINET MYTU [ YIYUIIeHUS TeKyIleu
cutyauuu. [lpoakTuBHBIM ToAX0A Bcerda paboTaeT Ha TEPCHEKTUBY U
yBe/IMUMBaeT KOHKYPeHTHOe TNPeUuMYyLeCTBO OpraHu3aluu. Tem He MeHee,
U3MIHUNA YKIOH "B TPOAKTUBHOCTH' MOXKET CTOUThb C/IMIIKOM JI0pOTO.
[MosTomy BaxkHO cobmtoaTh OanaHc ABYX moaxoqos (puc. 11.5).

OpraHi3aLia 36ce

OpraHnsauma saecks pocratouno Bnuaka k Banavcy,
He cofniopaet Gananc HO MOIKET YKNOHWUTLECA B
W MOMET OKA3ATECA HECNOCOBHOM K CTOPOHY UCNPABNEHUS YCIyT,
achcheN THBHOM NoanepKie KOTOPIE HOPMaNkHO
crpaterun BusHeca hYHKLMOHUPYIOT W He TpeByioT

KAKMX-NHMEE naMeHeHWi

HpeamepH i (hokyc Ha UpesmepHiiid hokyc Ha
PEAKTUBHOCTU NpOaKTUBHOCTH

Puc. 11.5. bananc peakTUBHOTO ¥ TIPOAKTUBHOTO MOJX0/I0B
B Tabna. 11.3 npeacTaB/ieHbl KPaHHOCTH 3TUX TTOXO/I0B.

Tabnuua 11.3.
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IMosunus

TunuuHble
npoOaemMsl

[TnanupoBaHue
MOIITHOCTeH

Upe3mepHast
PeakTUBHOCTb

OTeet Ha noTpebHOCTH
Ou3Heca U UHLUCHTBI
TOJIBKO TOCJIe TOTO, KaK O
HUX COOOIIMIN/OHU
CTYUUTUCh

® [0JrOTOBKA K
Npe0CTaBIeHUI0
HOBBIX YCJIyT
3aHUMaeT MHOTO
BPEMEHH, TaK KaK
KaK/IbIW TIPOEKT
paccMaTpuBaeTcs
Kak MepBbIH

® TIOXOXHe
VHI[U/IeHTHI
BO3HUKAOT BHOBb
Y BHOBB

® yTmepcoHana
TI/IOX0H
MOpaabHbIH
HACTPOU U, KaKk
C/eJCcTBUE,
BBICOKas "TeKyuka"

JKnaTe oka He
BO3HUKHYT NIP0OO/IEeMBI C
MomHocTsmu. [Ipu ux
BO3HUKHOBEHUU
NpeJoCTaBIsaTh
JOTIO/THUTEJILHBIe
MOIIHOCTH [0 TIOSIBJIeHUS]
cneayroiei mpodaemsl.

ITIL. IT Service Management no cmandapmam V3.1
qu3MEpHaﬂ IMPOAKTHBHOCTD

[IpeayraabpiBanue
norpebHoCTel Ou3Heca,
TpeXKie ueM 0 HUX CoobiaT, u
npobsiemM, TipeXke ueM OHU
TOSIBATCS

® [eHBrH TPATATCS MPEXKJe,
yeM yCTaHAB/IUBAKOTCS
TpeboBaHus. [Ipu sTOM
MHOTO€ U3 TOT0, Ha UTO
ObI/TM OTpaueHb! JIeHbIH,
HUKOTZA He OygeT
UCII0/Ib30BaHO.

* nepcoHan IT paboTtaet B
OpraHU3alui JI0IT0 U
JIOTTYCKaeT CO BpeMeHeM,
uTO 3HaeT TpeboBaHM A
bu3Heca nyuiie, yuem cam
busHec

[IpenyraapiBath pob1eMsl €
MOIIHOCTSIMA U TPaTUThb JI€HbIU
Ha TO, UTOOBI OHU He
TIOSABU/IUCH - 1a)Ke eC/IH 9TO
CKOpee BCero He C/IyUUTCH
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M3MEeHeHHUsIMHU
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AOIMO/IHUTE/IbHBI€ CKOpee BCero He CJIYYHUTCA
MOMNIHOCTH A0 IMOABJI€EHU A
cneayoieit mpobiemMsl.

® HUKAKKUX [JIAHOB
He dopMuUpyercs,
MOKa He CIyYuiach
katactpoda unu  Upe3mepHoe MaHUPOBaHUe(U

apyroe TpaThl) Ha OMLUU
3HAYUTEJIbHOe BoccraHoBeHnus IT.
HebnaronpustHoe IlpexmocraBneHue
cobbITHE He3aMe//IUTeTbHOro

® [jaHbI 110 BOCCTAHOBJIEHUS OONBIIMHCTBA

BOCCTaHOBJIGHUIO  YCJIYT, BHE 3aBUCUMOCTH OT X
choKycMpoBaHbl Ha BIUSHUS Ha OM3HEC
K/TFOUEBLIX

cucremax IT, a He

Ha TIpoljeccax

® 3MeHeHUSs
00BIYHO HE

GUKCUPYIOTCA MU

GUKCUDYIOTCS B
TOC/IeIHU

MOMEHT KdK

CpouHsle W3MEeHEeHMUSs 3arpaumBawTcs U
W3MeHEeHUs OCYLIEeCTBJISIFOTCS /1a’ke TIPU

® He[0CTaTOYHO OTCYTCTBUU HEOOXOAMMOCTH B
BPEMeHH Ha HUX - MHOTO paboTel
OLIEHKY BJIMSIHUSI U TIPOJe/bIBaeTCs Ha
3aTpaT KOPPEKTUPOBKY pabOThI

® 13MEHEHHUs IJIOXO J7eMEeHTOB, KOTOPbIe
TeCTUPYIOTCH U HOPMaJIbHO (DYHKI[MOHUPYIOT.
KOHTPOIUPYKOTCS,

Kak pe3y/eTar -
Bosbloe
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[MpoakTuBHOe ympaBieHWe B 00meM ciyuae HMeeT TPEeUMYILEeCTBa, HO
uHorma TtpebyeTcs M peakTuBHBIe aAeiicTBus. [lns cobmiomeHust OGasaHca
HeoOXoUMO crieayrolee:

® CTporue nMpoLeccsl YnpaBaeHust mpobseMaMu U UHIU/JeHTaMH;

® TOTOBHOCTh KATEroOpUpOBATH TeXHUYecKHe cOOM TakKe XOpOILLIO, Kak
CTIpPOC Ha YCJIYTU CO CTOPOHBI OM3Heca.

® [OCTYITHOCTh [JAHHBIX OT  YmpaBfaeHuss KOHUryparusMd U
YrpaBieHuss akTUBaMU [Jisi KOHOMUHM BPEMEHHU Ha peanu3aluio
TIPOEKTOB U MPUHATHUS a/|eKBAaTHBIX PeLleHUH;

® HermpepeIBHOE BOBeYeHUe SLM B KCITyaTaljUio yYCIyT.

OueHb BaXXHO UMeTh 00paTHYIO CBsi3b JKCIJIyaTallid C JPYTMMH 3TaraMu
JKU3HEHHOro 1jukaa ycayr [lepcoHan omepalimoOHHOrO yrnpaBjeHUs [JOJDKeH
npuHuMath yuyactue B [lpoekrnpoBanuu u BHejpeHUM yCiyL, a Takke B
[TocTpoenun cTpateruu Tam, Ije 3TO AONycTUMO. Mepy yyacTus nepcoHasna
HeoOX0quMO OmpefenuTs B JO/DKHOCTHBIX MHCTPYKUMSX, POJISX U T.II. JTO
obecreunT TO, UYTO YC/IyTU, CIIPOEKTHPOBAHHbIe Ha 3Tane [IpoekTupoBaHus,
CMOTYT OBITH UCIO/IB30BaHEBI B KOHEYHOM UTOTE.

WNuTtepecHsim saBasierci To, uto B ITIL MOHUTODHHT M KOHTPOJIb
9KCIJIyaTaljUyd yCAyr CPaBHHUBAeTCs C MOHUTOPUHIOM U KOHTpOJIEM
3nopoBesi. IT-uHMpacTpykTypa BBICTyIIaeT B ponu opraHusMa. Kaxias
MHOpaCTPyKTypa HMeeT JKM3HEHHO BaKHble TIOKa3aTelnd, KOTOpbIe
HeoOXOAMMO OTC/IeKUBATh, UYTOOBI TIOHATH, paboTaeT MU WH(PaCTPYKTypa
HOpPMa/JbBHO, TO €CTh "3740pOBa" M OHA. JTO 3HAUWUT, UTO /i KOHTPOJS He
o0s3aTeNIbHO  OTC/IEKUBATHL abCOMIOTHO BCE KOMIIOHEHTH, a TOJIBKO
")KU3HEHHO BaKHbIe". DTO MOXKeT OBbITh WCIOIb30BaHHE TIPOMYCKHOU
CrocoOHOCTH CeTH WM UCIMOJb30BaHHE MaMATH HAa KPUTUUHBIX CepBepax.
Ecnu 3HaueHusi 3THUX TOKas3aTesledl B mpejesnax HOPMbI, 3HAUUT, CHUCTEMa
3n0poBa. BeifieleHre Takux roka3aTesiell MO3BOJIUT COKPATUTh PacxXofpl Ha
MOHUTOPUHT U KOHTPO/Ib.

Ho, kak ¥ C pApyrumu OpraHu3MaMu, HWHOTAa HeoOXOAMMO TPOBOAUTH
KOMIT/IEKCHBIE TIPOBEPKHM, KOTOPBI@ BBISIBAT MP0O0/eMbI, He BAUAIOIIME CPa3y
Ha "’KU3HEeHHO BaKHbIe' [TOKA3aTe !,

Kakue mokasaTend W Korja HeoOXoAMMO KOHTPO/JIMPOBATh B "370poBbE"
MHOPaCTPYKTYphl A0/DKHO ObITH ompegeneHo Ha 3Tane [IpoektupoBaHus,
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MNpoTeCTHPOBAHO Hd 3Talle BHE,HPEHI/IFI U ONTHMH3HPDOBAHO B pPdMKdxX
HEHpepBIBHDI‘O VIydIlIeHHA YCIIYL.
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YrpaBneHve COOBITUSMM UM MHLMJEHTAMM B paMKax
OKCITyaTaluy yCayr

[Tpouecchl U AesATenbHOCTH B paMKax JTana JKCIJIyaTalldu yCIyr: Ljefb,
BBIXOAbl YU BBIXO[Abl, OCHOBHLIE [1eATEeJIbHOCTU W K/IHUEBbIe T10Ka3aTelu
s¢dextuBHOCTH. B nekuum paccMaTpUBAOTCS CJIeYIOLME TPOL|eCCh:
Yrpaenenue coObITUSMU U YIIpaB/ieHU e UHIUAEHTaAMU.

B npegpiayinei neKiiuu Mbl yKe CTalKMBAJIUCh C OCHOBHBIMH TPOLIeCCaMH
jTana JKCIIyaTallud yCoIyr. B creayronmx eKuusax Mbl MO3HAKOMHUMCA C
HUMH Oonee JeTasibHO, pacCMOTPEB  BXOAbI, BBIXOABI, OCHOBHBIE
[esITeTbHOCTH, K/IF0UeBhkIe 1T0Ka3aTeI TPOU3BOAUTENBHOCTH /IS KaXKA0TO U3
HUX.

12.1. YripaBnieHue coObITUIMU

Ypaenenue cobeiTussmMu (Event Management) - mpoLecc,0TBeTCTBeHHBIN 3a
ynpaBjieHHe COOBITUSAMU B TeUeHHEe J>KU3HEHHOrO I[UK/Ia. YIpaBjeHUe
CcOOBITUSIMM OfHA W3 IMIABHBIX JESTeJLHOCTEeH OMeparjuoOHHOr0 yrpaB/ieHus
UT.

CobbiTie (Event) - u3MeHEHUE COCTOSIHMS, KOTOPOE MMEeT 3HaueHue s
yripaBJieHusl KOHOUTYPALIMOHHOW eIMHULeN Uiu ycayroi[1].

Nnst Toro uto6bl ObITH 3PeKTUBHBIM, OMepaljMOHHOe yIpaB/ieHUe JOJDKHO
3HAaTh COCTOSIHME WHQPACTPYKTypbl M ee KOMIIOHEHTOB, a TaKke
OTC/EXUBATh JTHOObIe OTKIOHEHUs OT HOPMajbHOUM paboTel. YipaBieHue
COOBITHSIMM  PEasu30BbLIBACTCSI C TOMOIIBI) CHUCTEM MOHUTODUHIA W
KOHTPOJIsI, KOTOPble OCHOBAHBI Ha JABYX TUTaX UHCTPYMEHTOB!

® UHCTPYME@HThI AKTHBHOTO MOHUTOPHHTA - OMpAIlMBAKT KIIOYEBbIE
KOHOUTYPAL[MOHHBIE €JAWHUI[bI C I[e/bI0 BBISICHEHWS MX CTaTyca W
nocTyrmHocTH. JIroboe OTKIOHeHWe BbI30BET anepT (MpeAyrnpexaeHue),
KOTOPBIi TIepPeHarpas/sieTcsi HeobXoAUMOW KOMaH/Ie U WHCTPYMEHTY
JUTS TIPUHATUS He0OXOAMMBIX 1eHCTBUIA.

[IpuBegem onpegenenue uz moccapus [TIL:

AKTUBHBIA  MOHUTOPUHT (Active Monitoring) - MOHUTOPHUHT
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KDH[i]]/Il"ypaL[I/IOHHbIX eqUHHL HITH YCIyT, I/ICHOHBB}’I—OLL]I/IFI
dBTOMATU3HPOBAHHbBIE PeryjidpHbie TIIPDOBEPKH i OTCIeXKHUBAHHUA
TeKYIIero craTyca o6bekra MoHUTOpUHTA[1].

® WHCTPYMEHTbl TMAaCCUBHOTO MOHMTOPUHTa - OOHApy)KUBAWT WU
cobupatoT asneptsl, 6€3 MPUHATHS KAaKUX-/TUO0 OTBETHBIX AeCTBUM.

[TaccuBupii  MoHuTopuHr (Passive Monitoring) - MOHUTOPHUHT
KOHUTYPAaLlUOHHOM eAWHUILIbI, YCAYTM WA IIpoljecca, KOTOPLIH
OCHOBBIBAETCSl HA NMpeyNpexXAeHUsIX UIN yBeJOM/IeHUSX O TeKyLeM
cocTosiHuM 0ObekTa MOHUTOpHUHTA [1].

V3 onpefenenuil, JaHHLIX B IOCCApPUM, He COBCEM OUYeBHJHA pa3HML]A [IBYX
BHU/IOB MOHUTOPUHTA. OCHOBHBIM OT/IMYUEM SIB/ISIETCS TIPUHATHE OTBETHBIX
NeMCTBUM B C/lyuae ajepTa MpPU AKTUBHOM MOHUTODHUHTE U WX TOJIHOE
OTCYTCTBUE MPU MTACCUBHOM.

HeobxogumMo cpa3y OTMETHTb pasHUIy MeXAY MOHUTOPDUHIOM U
YrpaBnenueMm COOBITUSIMH. DTHU TIPOI[ECChI OUY€HBb TIOXOXKH, HO, TéM He
MeHee, WMEIOT OT/JWYMs. YrpaBieHue CoObITHAMH CHOKYCHPOBAHO Ha
oOHapy)KeHUW 3HAUMMBbIX COOBITMH, KacaloUMXCs CTaTyCOB YCAYT U
uH(bpacTpyKTypbl. MOHUTOPUHT )K€ CAeJUT 3a BCEMH COOBITHUSIMH, U , TIO
cytd, umeeT Oosiee UMPOKWE oxBaT. Hampumep, MOHUTOPUHT MOXKET
OTC/IEKMBATh COCTOSIHME YCTPOMCTBA, UTOOBI YIOCTOBEPUTHCS, UTO OHO
GyHKIIMOHMPYET B YCTAaHOBJIEHHBIX paMKaX, [ae ec/Jd YCTPOMCTBO He
reHepupyeT HUKakux cobbiTuii. Takum obpa3zom, YmpaBieHue COOBITUAMH
SIBJISIETCS] YAaCThI0 CUCTEMbI MOHUTOPHUHTA.

@akTHYeCKH, YrpaejeHHe COOBITHAMH MOMKET KOHTPOJIMPOBATh JIFOOOH
acrekr cepeuc-meHemkmMeHTa. OObekraMu YiipaBieHUs COOBITUSIMA MOTYT
OBITB:

¢ KOHOUTYPAIIMOHHbBIE eIUHULIBI;

e yC/I0BHSs Cpeabl (MoXKap Ui oOHapy)KeHue JbIMa);

® MOHUTOPDUHT  WCMO/Nb30BAaHUS  JIMIEH3WH  Ha  MPOrpaMMHOE
obecrieue”ue;

¢ ($e30MaCHOCTD;

® HOpMajbHas AKTUBHOCTh (HampuMep, HCII0/b30BaHWE MPUI0XKEHUI
W/ TTPOU3BOAUTE/IBHOCTh CepBepa).
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HEHHOCTB yi'lpElBHEHHf[ COOBITHAMM AJIs 6usHeca KkocBeHHada. Tem He MeHee,
MOKHO BBIJEMWUTL CAeAYyHIlie MperuMylleCTBd, KOTOPbIe OdeT yi'lpElBHEHHE
cobbITHSIMHU OU3HECY:

e [IpexocTaBnsieT MeXaHU3MBbI 115 PaHHEro 0OHApY)KeHUs1 UHLUJEHTOB.
Bo MHorux cnyudasx YipaeneHue COOBITUSIM T103BOJIssleT OOHAPYXUTh
VWHI[UJEHT U TIPUHATh COOTBETCTBYIOIME NeHCTBUA O TOrO, Kak OH
3HAUUTE/ILHO TOBUAET Ha YCIYTY B 11e0M.

e [lpy wuHTerpauuu C [JPYTUMHU TIPOL[eCCAMU CEPBUC-MEHEe[KMEHTa
MOXeT MOBBICUTh HUX 3¢dekrueHocTb. OH MOXeT cooOumMTE 00
U3MEHEeHHUSIX WM  OTKIOHEHUSX  CTaTyCOB, UTO  TIO3BOJIUT
COOTBETCTBYHOIIIEH KOMaH/ie CBOEBPEMEHHO TIpeJNpUHSATh
HeoOXoAUMbIe 1eHCTBUS.

e PanHee omoBeUjeHHE O HeOOXOAUMOCTH OOHOBJ/IEHUS TPOLEAypP WU
pecypcos;

¢ VYnpaBieHue COOBITMUSIMM OCHOBAaHO HAa aBTOMAaTU3UPOBAHHBIX
orepanusax, uToO yBenuuyuBaeT JSGPEeKTUBHOCTE U  TO3BOJISET
3a/IeliCTBOBaThL TMepcoHan Ha 0Oomnee "KpeaTWBHBIE" paboThl, B
YaCTHOCTH, TIPOEKTHPOBAHME HOBBIX YCJAYT MU TIOMCK MyTed 10

WIYUIIEHUIO CyliecTByroumx[17].

Ynpasnenue cobbiTUsIMU paboTaeT co CAeAyIMMUA TUTTAMUA COOBITHIA:

® COOBbITHS, CUTHATM3UPYIOLIME O PeryIsPHON Onepaiuu, HarpuMep:
© yBeJOMJIEHHS O TOM, UTO paboTbl B COOTBETCTBUM C rpadmKkoM
BBITIO/THEHBI;
© ayreHTH(UKAL[USA T10/Thb30BaTest aJist MCI0/Ib30BaHUSs
MIPUJIOKEHUSE;
o e-mail gocTur nonyuaresns;
® CoOBbITHS, OTMEUEHHBIE KAK OTK/IOHEHUsI, Hal[PUMep:
© MOMBITKA BX0Aa B TMPUJIOKEHHE C  HUCIOJb30BaHUEM
HEKOPPEeKTHOTO MapoJis;
© HecTaHjapTHasi cuTyalusi B pabote Ou3Hec-mipolecca, KoTopas
MOXKeT ToTpe0OoBaTh AalbHeHIIMX AeHCTBUI;
o wucnonbs3oBaHue CPU Brillle ycTaHOBIIEHHONH HOPMBI;
© yCTaHOBKA HEW3BECTHBIX MPUI0KEHUH.
® CoObITHs, OTMEUeHHbIe KaK HeCTaHJapTHbIe, HO TIPU 3TOM He
ABJISIIOIIMECs OTKIOHeHusMH, [Ipu obHapykeHuu mogo0HBIX COOBITHI

HeoOxoaum OoJiee aeTaabHbIM MOHUTOPHUHT.
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Ha puc. 12.1 npejacTaB/ieHa cxeMa mpoiecca YnpaBaeHUs COObITHSIMH.
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Puc. 12.1. mpouecc YrnpassieHusi COOBITUSIMU

PasHoro posa cobbiTus BO3HUKAIOT TMOCTOSSHHO, HO TIpU 3TOM He BCe
CcoOBITHSI HY)KHO PEerMcTpUpOBaTh U OOHapyKuBaThb. BakHo, uToOBI mroau,
Y4aCTBYHOIIME B TIPOEKTHPOBAaHWM, Ppa3paboTke, pa3BepTLIBAHUU WU
MOJ/eP’KKe YCJIYT, YeTKO MOHMMAa/i, Kakhe UMEeHHO COOBITUS HeoOXoaumo
OTC/1€KUBAaTh.

Konduryparjuonnsie eiuHUIbI B OONBIIMHCTBE  C/IydaeB  BBIJAOT
NpeAyNpexXAeHuss B Caydae BBIIOJTHEHUs OINpeJeeHHbIX YCIOBUIA.
Bo3moxxHocTe  opMupoBaTE 3T NPEAYIPEXAEHUS J0/DKHA  ObITh
CIIPOEKTUPOBAHA U BCTPOEHAa B KOHOUTypaluOHHBIE eAWHULLI. MHorue

KOH(UTypaljMOHHbIE  eQWUHWIBI  TeHEePUPYIT  TIpegynpexaeHus  C
HCTOMb30BaHHUEM OTKPBITOTO cTa”zapta SNMP.

B wupgeanbHoM ciyuae Ha 3rtane [IpoektupoBaHusi (GOpMUPYeTCS
CTaHAAPTHBIM Habop coObITUI, KOTOpble HEOOXOAUMO OTC/IeXHBATh B
OTHOULIPHUM KOHKDPETHBIX KOH(UTYPAal[UOHHBIX eJuHUI]. B pamkax 3Tama
BHeapeHus 3TO0T Habop TeCTUPYeTCs U HACTPAUBAETCS.

[Tocne Toro, Kak npeaymnpexjieHue cGopMHPOBAHO, ClielMasbHbI areHT B
cucteme 0O0HApy)KUBAeT ero, "UnTaeT" U aHATU3UPYeT 3HAUUMOCTh COOBITHSIL.
Cnepyroumii mar - ¢uasTpanus cobbiTuii. Ha 3TOM 3Tame BBIHOCHUTCSH
peiileHue 0 ToM, OyaeT /M JaHHOe COOBITUE MPOUTHOPUPOBAHO HWJIH €ro
HeoOXoMMO TepelaTb MEHEePKMEHTY /ISl OCYILeCTBJIEHUS HeoOXOqUuMBbIX
OTBeTHBIX felicTBui. Eciu coObiTHe WTHOPUPYETCA, OHO TPOCTO
3aMuChbIBaeTCss B JKypHan coObiTu# (nor). Hukakux Apyrux meucTBUil He
BhIMOHSsIeTCs. DUnBTpalusi sSIB/ISIETCS TEepPBbIM IHArOM K KlacCU(UKAL[UU
cobbITuit. D Tan GUALTPAI[UH, 110 CYTH, IB/ISIETCS HeoOs3aTeTbHBIM.

Kaxkzias opraHusaijuss UMeeT CBOM KPUTEPUU [Jisi OL[@HKA 3HAUMMOCTH
cobbrTus, HO ITIL pekOMeHAYeT UCIO/Ib30BaTh KAK MUHUMYM TPU KaTerOpUu
CcoBBITHI:

¢ uHdopMalMOHHOE COOBITHE - OTHOCHUTCS K COOBITHIO, KOTOpOe He
TpebyeT HMKakuX [JeHCTBUH U He SBIAETCS OTKIOHeHHeM. Takue
coObLITHSI TIPOCTO 3aMUCHLIBAIOTCA B JIOTM M HCIONb3YIOTCS s
cnexxeHHUsl 3a paboTOl cUCTeMbl U ee KOMIIOHEHTOB, W/ KOHTPOJS
BBINO/IHEHUA KaKUX-TO onepariuii. OHU TakkKe MOTYT HUCIO/b30BATECS

278



J.A. CKPHITHHK ITIL. IT Service Management no cmandapmam V3.1
ans cbopa CTaTUCTUKM W [AalbHEMNMX HccaefoBaHuil. [lpumepamu
UH(OpPMAITUOHHBIX COOBITUH MOTYT OBITH BXOf] TIO/b30BaTens B
CUCTeMY UJIU YCIIellHOe 3aBeplieHie TPaH3aKLUH.

® mpeaynpexieHue - 3TOT TUN COOwITHS GopMuUpyeTcs Torga, Koraa
ycayra WM YCTPOWCTBO TNPUOMMKAeTcsl K TMOPOrOBBIM 3HAu€HUSIM.
[TpepymipesxgeHus rpefHa3Ha4eHbl LISt TOrO, yTOOBI
COOTBETCTBYHOLIMHA COTPYIHUK, MPOL[eCC UTU UHCTPYMEHT MPOBEPHUIIH
cuTyauuio Oomnee [geTanbHO U TIPUHSUTM HeoOXOguUMble Mepbl 7St
TpefoTBpalleHusl OTKIOHeHus. [IpumepamMu mpeaynpekaeHuil MOTyT
ObITHL HCITIONB30BaHUE MaMATH cepBepa Oonee 75% umu yBenudeHue
KOJTMYeCTBA KOJITU3UM B CETH.
® OTKJIOHEHHE - ITOT TUM CODOBITUII CUTHATU3UPYET O TOM, UTO yCJIyra
WU YCTPOUCTBO (YHKIMOHUPYIOT HeNpaBUIbHO (3a TpejenamMu
HOpMbI). 3JTO 3HauuT, uTo Hapyumaiwotcas SLA u OLA, uro, Kak
C/ieCTBUE, IPUBOAUT K HETaTUBHOMY B/IMSHUIO Ha OM3HEC B 11e/10M.
[IpumepamMu OTKIOHEHUI MOTYT MOCTYKHUTh!
© BBIXOJ M3 CTPOA CepBepa;
© Gosibllle, UeM N MOJIb30BaTesel MOJKIIOUMINCEL OfIHOBPEMEHHO K
npuaoxkenuto N;
© CerMeHT CeTH He OTBedaeT Ha 3anpocChl.

Ecnu cobpiTHE 0TMEUEHO KakK 3HaUMTeIbHOe, He0OX0AUMO OTpejeTUTh TOUHO
ero 3HAuUMMOCTh U HeoOXoAWMble OTBeTHbIe [AeHCTBUS - 3TO ITal
koppensaiuu. Koppensiusi 00OBIYHO BBITIOTHSIETCS YacCTblO  CpefCTBa
yripaBienus noj Ha3eaHuem "Correlation Engine", koTopasi mpuMeHsieT K
cobbITHIO HAOOp MpaBUI U KPUTEPHUEB B OMpeeneHHOM nopsagke. OCHOBHas
ujesi B TOM, UTO COOBITHE MOXKeT TIOB/IUATh Ha OM3Hec, a mpaBuIa MOMOTYT
OmnpejenuTh CTelleHb W TUIl 3TOr0 BAMAHUA. B MeXaHu3Me KOoppensijuu
coObITHII TIponUCkIBaeTCs crocob pearnpoBaHus Ha coObITHe, HampuMep:
4yTO Je/laeM MPU MEepBOM, BTOPOM U MOC/IeAYIOUMX MPOSBA€HUAX JaHHOTO
NpeAynpeKAainero CoObITUs, IPU COUETAHUU WA TOC/Ae[0BaTeTbHOCTH
psiia cOOBITHI - OTKIOHEHUU, OAUHOYHOM, HO UMEIOILIEM OUeHb Cephe3HbIe
[/151 3aKa3YMKa M0C/IeICTBUS, OTKIIOHEHUH.

[Tpumepsl TOTO, YTO MOXKET UCMO0/b30BaTh Correlation Engine nnst orjeHKH:

® KO/JIMUECTBO TIOXOXKMX COOBITMI ( Hampumep, OO/bILIOE KOIUUECTBO
TIOTIBITOK HENPaBU/IbHOIO BBOJA I1apoJisi MOXKET CBUJETeNbCTBOBAThL O
TIOMBITKE B3/I0Ma YCTPOICTBA);
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® KOMYECTBO KOH(UIYpPAllMOHHBIX eAUHUL], TeHEPUPYIOLUMX MOX0XKHEe
CcoOBITHS;

® COMPOBOXKJAKT U COOBITHE Kakue-ubo creruduuHbie JeHCTBUS C
JAHHBIMU WU KOJOM;
SIBJISIETCS TU COOBITHE OTKIOHEHHEM;
KaTeropus coObITHS;

® Ha3HayeHUe MPUOPUTETa COOBITUIO U T.II.

MexaHu3M, KOTOpPBI HWHULMHUPYeT OTBeTHbIE [JeHCTBUSA, HAa3bIBAETCA
tpurrepom. CyIleCTByeT MHOXKECTBO MUN0o8 mpu2zepos, Kakbli U3 KOTOPLIX
CMIPOEKTUPOBAH /ISl UTHUI[UATU3al[U 1 KOHKPeTHBIX AelicTBuii. Hanpumep:

¢ Tpurrepsl MHIUJEHTOB, KOTOpble GopMupyroT 3anuck B Cucreme
yIIpaB/ieHUs UHLUJEeHTaMU U, COOTBETCTBEHHO, 3alyCKalT IMpOoLecc
YiipaB/ieHUs UHLU/JeHTaMU;

e Tpurrepsl u3sMeHeHuil, koTopbie GopmupyoT RFC U UHUIUUPYIOT
npoijecc YipaB/ieHusi U3MeHeHUSMHU;

¢ CKpUMNTHI, KOTOPBIE BITIO/HSIOT ONpe/ie/IeHHbIe [eCTBUS, Halpumep,
repe3arpys3Ky yCTpOUCTBa;

e Tpurrepel 6a3 [JaHHBIX, KOTOpPble  OTPAaHUYMUBAKT  JOCTYI
ronk3oBaTesniell K omnpejeneHHbIM obmactam 6a3sl unu  yganswoT/
CO3[ar0T 3alTUCH B HEH.

Cnepyroupii 3Tan - BbIOOpP OTBeTHBIX AeicTBUM. CyIecTByeT MHOKECTBO
BADUAHTOB  OTBETHBIX  JEMCTBUM, KOTOpble TIPU  3TOM  MOTYT
KOMOMHUPOBATHCSI.

Huske npuBefieHbl TIPUMePbl BAPUAHTOB OTBETHBIX JeMCTBUM:

® 3anuch CoOBITUSI B JIOT. BHE 3aBUCHMMOCTH OT TOTO, KakKOe OTBETHOE
neiictBue  Oymer  BbIOpaHO, XOpOMIEHM  TMPAKTUKOM  SIBJISI@TCS
dopmupoBanue 3amucu 0 cobbiTuu B jore. J[lo/mkHa  ObITh
CTaHJapTHas  TpouLeaypa  [AAs  OMepalMoHHOTrO0  MepcoHana,
rpelyCMaTpUBaOIljasi TePUOAMYECKUM aHaIU3 JIOTOB, a TAKXKEe UETKHe
WHCTPYKIJMM O TOM, Kak MCIO0J/Ib30BaTb KOHKPeTHbIM oL Tawke
HeoOXoAMMO TIOMHHMTB O TOM, UTO MHGOPMAIUS B JIOTaX MOXET He
MMeTb 3HaueHUs [0 BO3HUKHOBEHUs HWHLHUAEHTa. B pamkax
YnpaeneHust COObITUAMU HY)KHO OTMPeIeTUTh Mepuof, XpaHeHUs! J10T0B

repef TeM, Kak OHU OyIyT 3aapXUBUPOBAHBI U/U YIA/I€HBI.
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ABTOMATUUYECKUEe OTBETHbIE JAeiCTBUSA. [I151 perynsipHbIX U "TIOHATHBIX"
coObITHI MOXXHO pa3paboTaTh aBTOMAaTUYeCKHe OTBETHBIE JeHCTBHUSL.
Tpurrep 3anmycTUT UX U 3aTeM IPOBEPUT pe3yasTaT BbINoJHeHusA. Ecau
YTO-TO TOLLIO He TaK, OymeT chopmupoBaHa 3anmuck 0 npobieme Uau
uHIUaeHTe. [IpyMepamMu aBTOMaTUUECKUX OTBETHBIX AeMCTBUN MOTYT
OBbITE!
1. mepe3arpy3ka yCTPOUCTBa;
2. TIOBTOPHBIN 3aMyCK YCIYTH;
3. M3MeHeHHUe MapaMmeTpa yCTPOHCTBa;
4. 6moxkupoBKa MIPUJIOXKeHHU ans TpeOTBpalleHUs
HeCaHKLIMOHUPOBAHHOTO 0CTyNa U T.1.
AnepT (mpeayrnpexaeHue) U BMELIATEIbCTBO JHO/lel. AIePT CIY)KUT
ISl ygeOoMaeHus 0 cobblmuu IOei, KOTOPble HMEIT HeobXoauMble
HAaBbIKM W 3HaHUA [ ero paspeiueHusda. [Ipu sTom anept go/mkeH
cozep>kaTk Kak MOXKHO Oojiee mosHyrw0 MHGOPMAL[UIO O COOBITHH, Ha
OCHOBaHHMH KOTOPOW Ye/IOBeK CMOJKeT MPUHSATH NMPABUJ/IbHOE pelIeHue.
Co3pmanue 3anpoca Ha usmeHenue (RFC). B YnpaBnenuu cobbiTusiMu
ecThb IBe TOUKH, IJie MOTyT ObITh co3/janbl RFC:
© npM BO3HUKHOBEHUHM OTKIOHeHUsi. Hampumep, mnpoBepka
KOMIIbIOTEpa T[0Ka3aja, uYTO HAa HEeM YCTaHOBJIEHO TpHU
HEeaBTOPU30BaHHBIX MPUJIOXKeHUs. B 3ToM ciyuae HeoOxogumo
chopmupoBats RFC, KOTOPEII TOMOXKET TIPOLjecCy YrpaBjeHus
WU3MEHEHUSAMH YCTPaHUTh OTKIIOHEHHE.
© Ha 9JTane Koppensuuu OblIa ompefeneHa HeoOXOAUMOCTb
u3MeHeHus. B pgaHHOM cCyuae Ha 9STane KOppesslUU
ompejensieTcsi, 4ro Haubosee  TOAXOAAINMM  OTBETHBIM
JaeiicTeueM OyeT U3MeHeHHe Yero-To.
Co3ganune 3anucd 00 wuHIuaeHte. Ecmu  Correlation  Engine
ompejensieT TO, 4YTO ONpeje/NeHHbId Habop CoOBITUH SBJSETCS
UHI[UEHTOM, CO37aeTcsi 3anuch 00 uWHIOugeHTe. 3anuck 00
UHI[UJIeHTe 10/DKHA OBITh MAKCMMasIbHO TIOJTHOM U OTpaXkaThb CBSI3U CO
BCeMH COOBITUSIMHM, OTHOCSILLIMMU CSL K UHI[UIEHTY.
Cosnanue 3anucu o [Ipobneme unu dopmMupoBaHUe CBSI3U C YyKe
uMmeroneiicas  3anuceio.  WHUUAeHTHI  00BIUHO  CBS3aHBI  C
orpejeNleHHbBIMU 3anmucsiMu 0 Tmipobnemax. [Ipy BO3HUKHOBEHUH
UHI[U/IEHTAa Ba)XXHO CBs3aTh €ro C COOTBETCTBYKOINEH 3aruchbl O
npobiieMe, a eC/IM TAKOUM HET - CO3JaTh ee.
Ocobble TUTMBI WHIKEHTOB. B HEKOTOPBIX Clydasx COObITHE MOXKeT
ABISATHCSA OTK/IOHEHUEM, HO TIPU 3TOM He BJIUATh HemoCpeACTBEHHO Ha
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YCIYTH. Takue HHUOHWUOEHTbI He BEK/JIKYAOTCA B paAdCyYeT BpPEeMEHH
mpoCcTod W OTHOCATCA CKOpee C l'lpOﬁJ'[EMElM OTrepaluoOHHOro
XdpdKTepd. HH[iJOpMaL[HH 0 HHUX [O0OJ/IXKH4 OLITL 3amucaHa B
COOTBETCTB}?}OLLH/Iﬁ JIOT M 11epedHd MepCcoHasly, KDTDpBIﬁ pEl361/Ip£lETCF[
C MHIIUAEHTaMH 3Toro tunal17].

Kaxapiii 1eHb MOXKeT TIPOUCXOJUTE JeCATKH U COTHU COOBITHII U 3a4acTyro
HEBO3MOXXHO [IeTaMbHO pacCcMaTpuBaTh Kaxkjgoe cobeiTue. O630pHBIE
JelCcTBUS TIpefjHa3Ha4YeHbl /s TPOBEPKU TOTrO, Kak Obln oTpaboTaHEI
WHIHU/IeHTBI, He MPOMYILEeHbI 1 Kakue-TO cobbIThs, cbopa cTaTUCTUUYECKUX
JaHHBIX U T.0. [Ipu 3TOM 0630pHBIE [eHCTBUS He [JO/KHBI MOBTOPSATH TO,
4TO OBLJIO CIE/IaHO [0 3TOTO.

MeTpuKu, KOTOpbIe MO>KHO MCIIOJIB30BaTh A/ HU3MepeHus 3(hdeKTUBHOCTH
YrpaeneHust COOBITUSAMU:

® KO/IMUECTBO COOBITHIA MO KATETOPHSIM;

® KO/IMUECTBO COOBITHH IO 3HAUUMOCTH;

® KO/IMUECTBO COOBITHIA, KOTOpPBIE TOTPeOOBaMM y4acTUsi IepCOHAa;

® KO/IMUECTBO WHIMJEHTOB, BBI3BAHHBIX W3BECTHBIMH OMMOKAMH U
npobiemMamu;

® KO/IMUECTBO OIMHAKOBBIX UHIIUAEHTOB (WU/TH MOBTOPSIIOIIMXCS);
KOJIMUeCTBO WHIIU/IEHTOB, CBSI3aHHBIX C npobiemMamMu
PO 3BOJUTE/ILHOCTH;

® KOMMYEeCTBO  WHIUJEHTOB, CBU/IETEJILCTBYIOIIMX O  HalM4hH
TOTEeHIMaTbHBIX TPODO/IeM C IOCTYITHOCTBIO U T.I[17].

OCHOBHBIMM CJIOKHOCTSIMA U PUCKaMM sl YIpaBieHUs! COOBITUSMU
SIBJIAFOTCSL HeJ0CTaTOUHOe (MHAHCUPOBaHUe, BBIOOP ONTUMATLHOTO YPOBHS
¢unsrpauuu  cOOBITMII W yOyIleHHE MOMEHTa [Jjisi CBOEBPeMeHHOr0
Pa3BepTLIBAHUS areHTOB B PAMKaX UH(PaCTPYKTYPHI.

HOnst Toro urtobbl YmpaBieHwe CcoObITUAMH ObII0O I(hMEKTUBHBIM, €ro
MeXaHU3MbI [I0/DKHBI ObITh pa3paboTanbl Ha 3Tarne [IpoekTHpoBaHUs YCIYT B
paMKax TMpOLeCCOB  YIpaB/ieHWUsi  JOCTYTHOCTBEO W YIpaBJ/IeHUs
momHocTsmMu. Ho mnpu 3ToM  YrpaBieHue COOBITUSIMU He  SIBJISIETCS
CTaTUUHBIM - B XO[€ JKCIUIyaTallid YVCIyT MOTYT TIOSIBJISTHCS HOBBIE
Tpe6oBaHuss U COOBITHS,  KOTOpble  HEOOXOAUMO  OTC/IeKHUBATh.
[TpoekTrpoBanue YiipaBjeHusi COOBITUSIMU [[O/DKHO BK/THOUATh C/I@VIOIIEe:
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1. VHCcTpymeHTapuil - uTO MOXeT OBITh OTCIEXKEHO B OTHOLIEHUH
KOH(UTYpaliMOHHBIX €UHUI] U KaK MOXXHO BO3/eHCTBOBAaTH HAa HUX.
IpyruMu cioBamu 3TO TOUHOE ONpejiesieHHe U MPOeKTUPOBaHUe TOro,
KaK KOHTPOJMPOBaTb U MOHUTOPUTH UH(PACTPyKTYypy u yciayru. B
pamMKax ornpejieleHUs] WHCTPYMEHTapusi HeoOXoOuMO OTBeTUTH Ha
C/IeyFOLLHE BOTMIPOCHI:
© uTo HeoOXOUMO MOHUTOPUTL?
O KaKOW TUIT MOHUTOPUWHTA Heobxoaum?
© korga Heobxoqumo hOpMUPOBATh COOBITHE?
© kakas uH(opMaLus A0/DKHA COAepKaTbCsA B COOBITHUN?
© /i1 KOTO Mpe/IHa3HAUYeHbl COOOIEeHUsA 0 COOBITUAX?

2. Coobmienus 06 onmbkax AO/DKHBI 0TOOpaXkKaTb KPUTHUUHBIE OLMMOKH,
CBU/ETE/ILCTBYIOIME 0 cH0e U BepOSITHOCTU er0 BO3HUKHOBEHHUSL.

3. MexaHusmbl OOHapyKeHMsi COObITHH U (OPMHUPOBaAHMS alepTOB.
[IpoekTupoBaHue TUX MEXaHU3MOB TpelyeT:

© 3HAHUWA B3aUMMOCBs3el Bcex OW3HEC-TpPOLeCCOB, KOTOPLIE
KOHTPOJIUPYIOTCS C TTOMOLBI0 YIpaBjeHus COObBITUSIMU;

o 3pauua SLA i KaKJI0W  yCIyrM,  TOAAep)KHUBaeMOi
KOH(UTYPaI[MOHHOUW eJUHULIeH;
3HAHUS TOTO, KTO MOAJeP>KUBAeT KOH(UTYParjuOHHYIO eAUHULLY;
3HAHUS TOTO, KaKue 3HaueHUs MapaMeTpoB KOH(UTypaljuOHHOM
eAMHULIbI SBJISIOTCSI HOPMAa/IbHBIMU, a KaKUe HeT;

© [OHMMaHue TOro, YTO UMEHHO HY)KHO 3HaTh [ 3¢deKTuBHOr0
yTipaBaeHusl KOHOUTYPAL[MOHHOMW eJUHULIeH ;

© 3HaHWsl WHGOPMAIMU, KOTOpasik MOXKET TOMOub 3h(eKTUBHOU
nojJeprkke KOHQUIypallMOHHON eJUHULIBI;

© OCO3HAHUS Ba)KHOCTU COBOKYITHOCTH OJUHAKOBBIX UJIM TTOXOXKUX
COOBITHI;
MOHUMaHHEe B3aUMOCBsI3ei KOHQUTYpPalMOHHBIX eIMHHULL;
JOCTYMHOCTH  WHbopManuu 00  W3BeCTHBIX  onmOKax,
MOJTyUeHHOU OT BEeH/IOPOB W/IU U3 MPeAbIIYIIero OIbITa.

4. omnpejiesieHUe TOPOTOBBIX 3HAUGHUI /ISl KaXXA0W KOHMUTYpaliMioHHON
efrHULbl. [Ipy 3TOM 3HaueHUs MOTYT U3MEHSATHCS B 3aBUCHUMOCTH OT
MHorux obcrositenscTB. Hampumep, MakCcHMajnbHOe KOMMYECTBO
ToB30BaTeield, MoOaydalolmX JOCTYN K CepBepy, 3aBUCUT OT TOrO,
Kakie UMeHHO paboThl OHU HAa HeM BBITIOTHSIOT.

12.2. YnpaBiieHue UHLU/eHTaMU
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Ynpasnenue uniuaeHtamu (Incident Management) - mporjecc, OTBeuYarOIu
3a yIpaBJjieHHe JXH3HeHHbIM LUKJIOM BCeX WHUHUAeHTOB. OCHOBHas Lie/b
YiipaB/iieHUsI UHIUJIGHTAMU - CKOpeillee BOCCTAHOBJIEHUWE YCAYTU /s
M0JIb30BaTe/e.

Wunupgent (Incident) - He3amaHWUpPOBaHHOE TIpepPbIBAHWUE VC/IYTH WM
CHWKeHHe KauecTBa yciayrd. COoil KoH(UTypaljuoOHHOW eUHUIIbI, KOTOPBIU
ellle He MOBJMSJ HA YC/IYTY, TakkKe fBJISeTCS UHIUAeHTOM. Hanpumep, cboii
OJHOTO JMCKa U3 MaCCHBa 3epKanupoBaHusi[l].

Kak BugHOo w3 omnpejgeneHus Tiponjecca, YopaBieHWe WHIJUJEHTaMH
npeAHa3HayeHo [/ MaKCUManbHO OBICTPOr0 BOCCTAHOBJIEHUSI HOPMATBHOU
JKCTJIyaTalUu YC/IYTH U MHUHUMH3al[UM HeOJIaronmpusiTHOrO BJIMSIHUS Ha
6u3Hec B ciaydae BO3HMKHOBeHUs1 wuHUMZAeHTa. [log "HopmanbHOM
JKCIJTyaTaljien ycayru" 34eck MOHUMAeTCs IKCIITyaTalus B COOTBETCTBUM C
SLA. Tlpotiecc paccMaTpuBaeT BCe COOBITHS, KOTOPbIE HAPYIIAIOT WA MOTYT
HapyLUMTb HOPMaabHYH IJKCIIyaTanui yoayrd. Vadopmanuss o Takux
COOBITUSIX MOJKeT TOCTYIaTh M3 Pa3HbIX HCTOYHUKOB, OCHOBHBIMHU U3
KOTOPBIX SIBJISIOTCS 3BOHKM T0/B30BaTe/eldl U TeXHUYECKOTO TepcoHasna B
CepBUC-/IECK U MPOLIeCC YrpaBjieHUs COObITUSAMM.

LlenHOCTh YipaB/ieHUsi UHI[UIeHTaMu s 6usHeca Gosee oueBUIHA, UEM Y
OPYrMX TMpoleccoB 3Tana BueapeHus. YacTo MMEHHO 3TOT MPOL[ECC
SIBJISIETCSI  OCHOBOM yiss  ¢opMuUpoBaHMsT 00OCHOBaHWUsI Ou3HeCcy o
HeoOXoIMMOCTH OCTa/bHBIX TPOLIeCCOB 3Tana BHeapenus. B uacTHOCTH,
YiipaBieHUe UHIUJeHTaMu ToMoraeT O13Hecy TeM, uTo:

¢ ObICTPO HAXOAUT W paspell@eT WHI[UJEHTbI, B pe3ylbraTe uero
CHW)XAeTCsI BpeMsl TIPOCTOSl YC/IAyL, UTO B 1[eJIOM YBeJTUYMBaeT
TOKa3aTesd JOCTYITHOCTH YCIIYT;

® phipaBHUBaeT gesrtenbHOCTH [T B COOTBETCTBUU C MPUOPUTETAMU
busHeca;

® VBEJMUMBAET CINOCOOHOCTh  BBISIBGHWS  BO3MOXKHOCTeH s
YIYULIeHUsI YCIYT B Pe3yibTaTe Paccae/loBaHUs UHI[U/IEHTOB;

® CepBUC-/IeCK, pa3periasi UHLUAEHTBI, OMpejesieT AOMOJTHUTE/bHbIe
TpeboBanus IT u 6u3Heca K ycnyram U 0OydeHHI0.

Bpemsi paspeiieHusi uHIMAeHTa 00bIUHO (opmManu30BaHO B pamkax SLA,
OLA u gpyrux 06a30BbIX comiameHuil. KoMaH/ bl TTOA/1€P)KKUA A0/DKHBI OBITh
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I'OTOBEI K COGH}O,[LEHHIO BpeMEeHHBIX O[‘paHI/I'-IEHI/IIjI.

ITIL BBOgWUT Takke moHATHe Mojenbs WHIUAEHTOB, KOTOpas BK/IHYAaeT B
ce0st:

® [Ilar¥, KOTOpPbIe HeOOXOAUMO MpeANPUHSTD [/Isl TOTO, YTOOBI pa3peimTh
WHI[A/IEHT;

® XPOHOJIOTMUYECKHI MOPS/OK I11aroB;

® pacripegeseHre OTBETCTBEHHOCTEH - KTO ¥ UTO JIe/laeT;

¢ BpeMEeHHbIE PAMKHA U MOPOTOBbIE BEJTUUNHBI [I/Is1 3aBePILEHU s Ka)K0r0
JnenuCcTBuS;

® BOMpPOCHI TOTO, C KEM HEOOXOAMMO CBsI3aTh M Ha KaKOM JTarie;

Takum obpa3om, Mogens WHLUHWEHTOB OMUCHLIBAET MOC/IEJ0BATE/ILHOCTD
JeHCTBUM TIpU BO3HUKHOBEHUHM OTpEJEeJIeHHOr0 THIA WHIJUEeHTOB.
Wcnonb3oBanue wmogeneld MHLHUAEHTOB TI03BOMSET CTaHAAPTHU30BAaTh
npouecc YmnpaB/ieHUs HWHLUJEHTaMU M YCKOPUTb ero. ITOT TOAX0[
[IPUMEHUM B OTHOLLIEHUM YaCTO BO3HUKAIOMX "CTaHJAPTHHIX" UHLU/€HTOB.
"HectanmaptHbie" ciydyan 00pabaTbiBalOTCS  OTAENbHO,  HampuMep,
WHIIH/IEHTHI, CBSI3aHHBIEe C H(opMalMoOHHO! Oe30macHOCTE. B oTaenbHYHO
KaTerOpUK BBIAENSAIOTCS '3HAaUWTe/NbHbIe WHLUJEHTHI", KOTOpPble [O/DKHBI
paspemnaTbCsd MaKCUMalbHO ObICTpO. 3HauuTenbHbIW UHIUAEHT (Major
Incident) HauBBICIIAsE KaTeropusi BAWSHUS [/ UHI[UJIeHTa. 3HAUUTeNbHbI
WHIIUJIEHT O3HauaeT 3HAuUUTeNbHBIEe ToTepu Ans 6OusHeca[l]. To, kakue
WHIUEeHTBI OyAyT CYMTATHCS 3HAYMTETBHBIMU, KaXK/jasi OpraHu3arjus peraer
UHAVBUAYAIBLHO.

Ha PHC. 12.2 cxemMaTHYeCKH OTOﬁpa}KEHbI OCHOBHBIC O€ATE/IbHOCTH B PAMKdX
YHpaBHEHHﬂ HHIUJEeHTaMH.
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Puc. 12.2. Tlpouecc YnpaBneHUs UHIUeHTaMU
PaccMoTpuM OCHOBHBIE 3Tarbl, U300pa)keHHbIe Ha puc. 12.2.

HOns Toro uroOBl pa3penmTb WHIUAEHT, ero HeoOxogumo cHauana
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00HapYKUTb, TO eCTb UAeHTUUIIUPOBaTh. C TOUKM 3peHUS HellPepbIBHOCTH
OusHeca HempuemsieMo JKJaTb oOpaiieHUil  ToJib30BaTeNeld  MJIU
TeXHUUECKOr0 TepcoHajla B CepBUC-AecK. Bce kiwueBbie KOMIIOHEHTHI
JOJDKHBI KOHTPOJIMPOBATLCS, 4YTOOBI CBOeBpeMeHHO oOHapyxuBatb cOHou
WU BO3MO>KHOCTH X BO3HUKHOBEHWUSL.

[Tocme Toro, kak UHUUAEHT oOHapyKeH, HHGOPMAIIUID O HeM HeoOXOIAUMO
3aHeCcTH B Jior. B jnore gomkHo ObiTh oTOOpa)keHo Bpemsi oOHapyKeHUs
MHIIH/IEHTa, BHE 3aBUCUMOCTH OT TOTO, KaK OH ObIJT 0OOHapy)KeH - 110 3BOHKY
B CepBUC-/IeCK UM B pe3ynsraTe paboTel aBTOMaTUueCKUX areHToB. B sore
TAKKe HeoOXOQUMO 3arucaTh BCHO CBS3aHHYIO C MHI[U/IEHTOM UH(GOPMAIUIO.
3anuce 00 MHUHUAEHTe [JO/DKHA TOCTYKUThH 0a30i Jnsi ero paspelieHust
COOTBETCTBYIOLIEH KOMaH/10M TTO/1ePHKKH.

3amnuce 00 HHOHUAEHTe J0J/IKHd BK/IHOYATh:

YHUKAIBHBIN UIeHTU(UKATOP UHIIU/IEHTA;

KaTeropu UHLUIEHTa;
e cpouHocTs UHIKAeHTa. CpouHocTts (Urgency) - mepa Toro, HaCKOJBKO
ObICTPO C MOMEHTa CBOEro TOsIBJIeHUs WHIIUJEHT, TnpobsiemMa Wau
u3MeHeHUe TpuobpeTeT CyleCTBeHHOe BIMsIHUEe Ha Ou3sHec.
Hanprmep, MHIUAEHT C BLICOKUM YPOBHEM BJIHSIHUSI MOXeT UMeThb
HM3KYI0 CPOYHOCTbL [0 TeX MOp, MOKa 3TO BAUAHHE He 3aTparuBaeT
OusHec B nepuop 3aKpeITUS GUHAHCOBOTO rojga. BnusHue U cpouHOCTH
WCIIOJIb3YIOTCS [JIs Ha3HaueHust mpuopuTeTall].
BIMSHUE UHLIU/IEHTA,;
TIPUOPUTET UHLIU/IEHTA;
JlaTa U BpeMs 3arucHu;
WUmsi/ID uenoBeka UK TPYMIILI, C/Ie/IaBIIeH 3aMuCh 00 UHIJUEHTE;
MeTO7, yBeJOM/IeHUS,
umMsA/oTAeN/HOMep/pacnonoKeHue no/bL30BaTens;
MeToz 0OpaTHOW CBSA3U;
OMUCaHWe CUMIITOMOB;
CTaTyC UHL{UJEHTa;
CBsI3aHHBIE KOH(QUTYpaLIMOHHBIE eIUMHUILbI;
rpymnna nofAep>XKu/COTPYSHHUK, K KOMY NepeajipecoBaH UHIUEHT;
CBsI3aHHAsA C UHIUJEeHTOM TNpobiiemMa/u3BecTHast oMOKa;
JlesITeNTbHOCTU, OCYLIEeCTBIeHHBIe /1151 pa3pelleHuss MHIJU/IeHTa;
BpeMs U JlaTa pas3pelleHust UHIJU/IeHTa;
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® KaTeropus 3aKpbITHUSI;
® Bpewms U JiaTa 3akpbiTHs[17].

Cnemyroumii 3Tan paspelleHUsi WHIUJAEHTa - KateropupoBaHue. OHO
HeoOxoquMo [y ganbHeMnmx paboT, B YaCTHOCTH, TOWUCKA M3BECTHBIX
oumbok u mnpobnem, KOTOpble MOIIH TIOCAYKUTH TPUUYUHON  AJid
BO3HUKHOBeHUSI UHIUAeHTa. OOBIYHO MCIOMB3yeTCsl TPU-UEThIPE YPOBHS
kamezopuposeaHus (puc. 12.3).

AnnapatHoe
obecneqeHmra

=
SE———

|_
A Mnara namatm
I_ AnnagatHoe |_
obecneueHie e D501 k2T 2N
[_
I_ DuHAHCOBDE

et L

’_ Cuorena
e (OPAMTIEHWR 3AKA208

Puc. 12.3. BapuaHTbI KaTeropupoBaHUs UHIIU/IEHTOB

Her cranjapTHBIX MeTO[OB JJ/s1 KamMe20pupo8aHusi WHLMUJEHTOB, KaxKjas
OpraHu3anus cama ornpefesisieT, KaKiue KaTeropuu OyIeT UCroab30Bars.

[TpuopuTeT MHLUEHTA ONpPeAe/aeTCs UCXOAS U3 IBYX MOHITUHN - CPOYHOCTH
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U BIMSIHUS. BausiHHMe B OTHOIIEHUH HHIWJAEHTOB 4Yadllle BCero omnpeaensaeTcs
Ha OCHOBe KO/IH4YeCTB4d HDJ’IB3OBBTEHEFI, KOTOpPbI€ OH 3aTPOHYVII. Tem He
MEeHee, 3TOT I[MOKd3dTe/lb He BCerja ABJAeTCd 00LeKTUBHBEIM. B HEKOTOPBIX
Ciydyaax BIIUAHHE HHIHUOEHTAa AaxKe Ha OAHOT0 €IHHCTBEHHOIO
IIO/JIB30BAaTe/Id MOXKEeT OKd3dTb 3Hd4YHUTEeJBHOE€ HeraTMBHOe BJ/IHMAHHE H4d
O13HeC B 11e/I0M.

Npyrue GakToOpbl, KOTOPbIe MOYKHO MCI0/1b30BATh /i OLI€HKU BIIUSHUS:

PUCK [1/711 )KU3HU UM CETMEHTa;
KOJIMUECTBO yC/IyT, KOTOpble 3aTparuBaeT UHI|UJEHT;

YPOBE€HBb (PUHAHCOBBIX MOTEPE;

B/IMsIHME Ha OM3HeC-penyTaluio;

BO3HUKHOBEHHWE HApYIIeHUW 3aKoHOfAaTe/nsCTBA W TpeboBaHU
peryisiTopos.

B Ttabmuiax 12.1 u 12.2 npuBejeH TpuMep MaTpHll [Js OTpeAeaeHUus
NpUOPUTeTa UHI[U/IEHTAa U BPEMEHU, B TeueHHe KOTOPOro ero HeoOXogumo
pa3penmrTh.

Tabnuma 12.1.

Bnusauue

Bricokoe CpenHee Hu3skoe

Bricokas 1 2 3
Cpousocts Cpepnssisi 2 3 4
Hu3kaa 3 4 5

Tabmuua 12.2.

ITpuoputetr XapakrepucTtrka Bpemsi pa3peiieHuUs

Kputuunslii 1 uac
2 Bricokuii 8 uacoer
3 Cpeanuii 24 vaca
4 Hu3zkuii 48 vacor
5 [Mnanupyemsblii  3annaHupOBaTh

Ins mepcoHana nozggepxku Heobxogumo pas3paboTaTh YeTKHe WHCTPYKLUU
onpejeneHusi IPUOPUTETA UHIIM/IEHTa Ha OCHOBE CPOUHOCTH U BJIMSIHUS Ha
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busnec. H906XD,I[I/IMO OTMETUTL, UYTO TIIPUOPHUTET MHWHUHUIEHTd MOXKET
MEHATBCA B 3dBMCHUMOCTHM OT HM3MEHEHHA OKPYKAKIIHUX y{LT]OBI/Ii;I H
TpeboBaHuU OM3Heca.

Hanee cnegyeT 3Tanm Haya/JbHOW JUarHOCTUKW. B mepByw ouepear OH
OTHOCUTCS K HWHIMUJEHTaM, MOCTYIHBLUIMM B CepBUC-AecK. Crenuanuct
cnyKObl CepBUC-AECK AO0/DKeH TOMBITAaTECS HAaWTH TIPUYUHY, BBI3BABIIYEO
WHLMUJEHT, MOHATb, YTO HWMEeHHO paboTaeT HEKOPPEKTHO U BBLISIBUTh
MakCHMMajabHOe KOHMUeCTBO XapaKTepUCTUK UHLUJEHTa BO BpPeMs CBSI3U C
nojb30BarTesieM, Harpumep, o tenedoHy. JpyruMu CI0BaMHu, CIELUATUCT
JO/DKeH TIOMBITAaTbCA pelMTh MHLUAEeHT U 3akpeiTh ero. Ecam ato
HEBO3MOXXHO, OH C000LaeT mo/ib30BaTe 0 HAeHTU(GUKALIMOHHBIN HOMEp
VHI[U/eHTa.

Ecnu cepBuc-meck He MOXKeT pa3pelmMTb WHLUMIEHT WM CPOKU TIepBOM
CTYI€HU pa3pelieHUs] WHIUJEHTOB MCTEeK/IH, UHIUJEHT J[0/DKeH ObITh
HeMe/JIeHHO MepefiaH Jjanblie.

Ockananus (Escalation) - pesTensHOCTh, HampaB/ieHHass Ha TMOJy4eHUe
JOTIO/THUTENILHBIX PEeCYPCOB, KOIyla 3TO HeoOXoAuMo /i JOCTHXKeHUS
LleneBbix mMoOKa3aTeneill ypOBHS YCIAYTM WA OXHUJAAHUIM  3aKa3UMKOB.
Ockananusi MoXKeT MoTpe0OBaTLCSA B pamMKax J100oro mpouecca Yinpae/ieHUs
ycnyramy, HO Haubonee 4yacTO acCOLMUPYeTCs C  YIpaBjieHHUEM
UHIUJIeHTaMH, YNpaBneHWeM mpobseMaMu U yrpaBjeHUeM >Kamobamu
3aka3uuka. CyljecTByeT ABa TUIA ICKanaluu: QyHKI[MOHANBHAS ICKanaus 1
Wepapxuueckast sckanarusi[1].

¢ (yHKIMOHANbHAS jCKasalus. dyHKIMOHAMbHAS jCKaaus
noJpa3yMeBaeT mnepejauy WHIUJEHTA B TPYNNY TOAAep>Kku c Gosee
BBICOKOW KBa/MduKaiueld W kommereHuuei. [Ipy 3TOoM ecim
OUeBH/IHO, UTO BTOPO ypoeeHb nodOdepicKu He CMOXKET Pa3pellTh
WHIIUJEHT, €ero MOXXHO Cpa3y TMepeJaTb Ha TPeTUH ypoBeHb
noddepicku. TpeTuit yposeHb n000epHCKU MOXKET BK/IHOUATh B cebs He
TOJILKO COTPYJIHUKOB OPTaHU3alli¥, HO W TOCTABIIMKOB, BeHJOPOB U
T.11. [Ipu 3TOM OTBETCTBEHHOCTH 3a YBeJOMJIEHHE T10/Ib30BaTeIsl O X0/
paspelieHus UHIU/IeHTa OCTAeTCsl Ha CePBUC-/IeCKe, BHe 3aBUCUMOCTH
OT TOTO, T UHI[U/IEHT PACCMAaTPUBAETCS Ha JaHHBIM MOMEHT.

® uepapxuueckas cKanaius. Mepapxuueckasi 3cKanaius mogpasymeBaeT
BOB/IEUEHHE WM MPOCTO MHGOPMUPOBaHHE pyKoBoguTenei OGosee
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BBICOKOTO YPOBHA O BO3HHMKHOBEHHWH HMHIHJEHTA. Ona CHOCOﬁCTBYET
CBOEBPEMEHHOMY TIIPHHSTHIO pELHEHI/Iﬁ OTHOCHUTE/IbBHO BbIOE/IeHHA
JOIMOJTHUTE/IBHBIX peCypCoOB M BOBJ/IEHEHHUA BHEIHUX DpFﬂHHBaL{Hﬁ B
rnmpouecc paspelmieHusaA HHIUAeHTd.

Crnemyroumil 3Tan paspenieHus MHIIUJEeHTOB Ha3blBaeTCsl UCCAe[lOBaHUe U
JUarHocTuka. B oiyuasix, Korga mosib3oBaTenu OOpal@AIOTCA TONBKO [JJIst
noucka uHGOPMAIUU, CEpPBUC-/IeCK [O/DKEeH TMpeJoCTaBUTh ee B
MUHUManbHBIe CpoKU. Ho ecnu coobupercs o Hanuuuu cbos, 3T0 Tpebyer
ompefie/IeHHBIX AeCTBUH IO MCCAeIOBAHUID U JUArHOCTHUKE HHLIUJEHTA.
[lpu 3TOM BCe mMpeAnpUHATHIE OEHUCTBUS AO/DKHBI ObITE OTOOpaXkeHBI B
3anucu 00 nHUKMAeHTe. /leliCTBUS yallle BCEro BKIOYAKT B cels:

® YCTaHOBJEHUE TOTO, YTO UMEHHO He paboTaeT UM YTO UMEHHO UILET
110JIb30BaTe/b;
orpejie/IeHUe XPOHOJIOTUU COOBITUM;
OLleHKa BJMSHMUSA MHIWJEeHTa, B TOM 4uCIe KOJHW4YecTBa
M0/1b30BaTeJIel, KOTOPBIX OH 3aTPOHY;

e nouck B 0a3e 3HaHUI aHAJIOTUUHBIX C/Ty4aeB B MPOLIOM.

Korga moTeHIjuanbHOe paspellieHHe WHLUJEHTa OINpefeneH0, HeoOXoaumo
NMpPOBECTH TECTUPOBAaHWE TOr0, UTO [eHCTBUSI 10 BOCCTAHOBJIEHUID
3aBepIileHbl, W YC/Iyra MOJHOCTBI0 BOCCTAaHOBJIEHA /Jis T0J/Ib30BaTesnei.
['pynna, paspeumBiiasi WHLUJAEHT, A0/DKHA MepejaTbh €ro Ha 3akpbiTHe
CepBUC-IeCKY.

CepBuC-7IeCK, B CBOIO Ouepe/b NPOBepsieT, YTO BCe 1eHCTBUS, HeoOXoqumble
[/11 paspeLleHyst UHLU/eHTa, BbIMIOIHEeHbI, [10/1b30BaTe/d y0BJ1eTBOPeHLI U
COTMIACHBI 3aKPBITh MHLUAEHT. DTO BKIKOUAeT B cebd crneayroiee:

® 3aKpBLITHE KAMe20pupo8aHus - TPOU3BOJUTCSA NPOBepPKa KOPPEKTHOCTU
W3HAuanbHO YCTAHOBJIEHHOW KaTeropuu wuHUHUAeHTa. Eciu oHa
0Ka3an0Ch HETPAaBU/IbHOMW, €e UCTPaBIeHUE U 3aHeCeHUe W3MeHeHUN
B 3aMUCh 00 MHIIUJEHTE;

® OMpoC YJOBIETBOPEHHOCTH TO/b30BATeNell - - OCYLIeCTBISETCS T10
3BOHKY W/ 3JIGKTPOHHOW TI0YTe [JId CTaTUCTUKA U OTOOpakeHUs
s¢dexTuBHOCTH pabOThI CEpBUC-/1€CKa;

® TpOBEepKa MOJHOTHI 3aMKCH 00 UHLIMAEHTE;

® QOrnpeaeneHde TOro, Kakas npoﬁnema BbI3BdJ/ld HHIJH/JIE€HT, ABJAETCHA OHA
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MOCTOAHHOM H/IH nmepuogruyecKu HOBTOpﬂIOH_[EﬁCH. CI-O,H'El OTHOCHUTCH
TdKXKe orpegeneHrue MpOdKTHBHBIX QEﬁCTBHﬁ Mo 1pegoTBpAllIEHHHD
WHIHWAEHTOB 3TOro THIIA B ,[Laf[bHEﬁ].UEM H Cl)OpMHpOBEIHHE 3d4ITHUCH O
HpOﬁJ’[EME, eC/Ii OHa HOBad,

. li)OpMﬂHbHOE 3dKPBITHE WHLMUOEHTA - li)OpMElJ'I]:HOE 3dKPbITHE 3dlTHMCH
00 UHLIUIEHTe.

B HeKoTOpBLIX CAydasx MHILUAEHT MOXeT ObITb MOBTOPHO OTKPBIT JAaxe
nocie ¢opMmanbHOro 3akpuiThd. [IpaBunbHBIM OygeT 3apaHee onpegeuTb
npaBuIa O TOM, Kak, KOTjla U MPU KAKUX YCIOBUSX MHLIUJEHT MOXKeT ObITb
MOBTOPHO OTKPBIT. ITO UCIO/BL3YeTCs, B YACTHOCTH, KOTJAA B OJUH U TOT XKe
JeHb BO3HUKAIT OJUHAKOBbIe MHLUM/EHTHI. [I7151 HOBOrO UHIJU/IEHTA, TEM He
MeHee, HeobxoquMo ChOPMUPOBATL HOBYK 3aMucCh CO CCHUIKOW Ha
NpeAbIAyIMU WHLUHUEHT. 3aruch O MpeAbIAyIeM WHIUAEHTe MOXKeT ObITb
MCITOJIb30BaHAa Ui pa3pelieHus HOBOTO.

MeTtpukamu 3(h(hHEKTHBHOCTH TMpoljecca YIpaBIeHUs WHIHUAEHTaMH MOTYT
OBITE:

e 0o0miee KOJIMUECTBO UHLIUJEHTOB;

KOJIMUEeCTBO UHLUJEHTOB, HaXOAALMXCS HA Pa3HbIX CTaIUSIX - 3aKPBIT,

B paboTe, nmepejaH u T.0.

pa3Mep TeKyIero jiora 06 MHIUAEHTAX;

KOJIMUECTBO 3HAUUTe/IbHbIX MHIU/J€eHTOB;

cpejHee BpeMs pa3pelleHus UHLU[EeHTOB;

TPOLIeHT WHLW/JEHTOB, pa3pelleHHbIX B COIIaCOBAHHOE BpeMs

paspelleHus HHLIUeHTOB;

CpeJiHue 3aTpaThl HA UHLIU/EHT;

® KOMMUYeCTBO TOBTOPHO OTKPBITBIX MHILUJEHTOB W UX TPOLIEHTHOE
COOTHOULIEHUE K 00111eMy KOJIMUeCTBY UHI[U/IEHTOB;

® KOMMUYeCTBO HWHI|UJEHTOB, HeNpaBU/JbHO Ha3HAUeHHBIX B KOMaHJbl
IO/ 1€ PIKKH;

® KOMMYEeCTBO WHLWAEHTOB, i1 KOTOPbIX ObLIM  HEMpaBUIbHO
onpefeneHbl KaTeTOPUH;

® KO/IMUECTBO  VIAJ€HHO  pa3pelleHHbIX  UHIuAeHToB ( 6e3
TepCcoHanbHOTO MPUCYTCTBUA);

® KO/JIMUECTBO WHLHUAEHTOB, Pa3pelieHHbIX C UCMOIb30BaHUEM KaXKA0H
Mopenu UHLU/EHTOB;

® KOMMUYeCTBO MHIUJEHTOB B paspe3e Onpe/eneHHbIX UHTePBAIOB JHS.
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HNnsi 3¢bexkTuBHOrO YNpaBieHUs WHLOUAEHTaMU HeoOXogumo o0ecreuuThb
cenytonee:

® cnocobHOCTL OOHApYXMBaTh MHIIUJEHTHl KaK MOXKHO paHblIe. DTO
BK/IIOUaeT B cebs obyueHue monp30BarTeneii HeMeAJeHHO coo0uEpTL 06
WHLH/JEHTaX W KOH(UIYpUPOBAaHWE WHCTPYMEHTOB YIpaBJ/IeHUS
COOBITUAMU;

e ybeauTh TepcoHan B TOM, UYTO BCe MHIUJEHTHI [OJ/DKHBI OBITH
3aHECeHHI B JKypHar;

¢ noctynHocTh UHGopMauu 06 U3BeCcTHLIX rpobieMax U oumbkax. To
MO3BOJIUT NEPCOHATY MUCIO/IB30BATh OMBIT MPeAbIAYIIMX UHIIUEHTOB;

e p3aumopeiicteue ¢ CMS gna  onpegeneHuss  B3aUMOCBs3ei
KOHQUTYPALIMOHHBIX eJUHUL] U obpameHuss K HUX MUCTOPUM 14
TIO/IJePIKKU MepBOTO YPOBHS;

® B3aumopelicteue ¢ SLM pans KODPEKTHOHM OLI€HKM WHIUJIEHTOB,
pPacCTaHOBKU TIPUOPUTETOB U BBIMOTHEHUs TIpoLeyp OCKalarjuu.
SLM B cBOW ouepesb MOXeT HCIOJb30BaTh WH(OPMALUIO OT
YnpaBieHuss WHLUJEHTAMU [Jis OMNpeje/ieHUs TOr0, UTO LieJieBbie
YPOBHHM  TIPOU3BOJUTE/NILHOCTH PEAJMCTUYHBI U MOTYT  OBITBH
JOCTUTHYTBI[17].

OcCHOBHEIE PHCKH /14 ITpoLeccad YHpaBﬂEHI‘Iﬂ HHUOUOEHTAMM

¢ QosbllIOe KOJTMUYECTBO WHLHUAEHTOB, KOTOpbIe He MOryT ObITb
paspellieHbl B YCTaHOB/IEHHBIE CPOKU B CBA3U C HEJJOCTAaTKOM PeCypCoOB
WU/IU UX HeJJOCTAaTOYHOH MOATrOTOBKOM;

® MPUOCTAaHOBKA pa3pelleHUs] UHI[UAEHTOB M3-3a HEKOPPEKTHON paboThl
TOoAepP)KUBAOLMX UHCTPYMEHTOB;

® HEJOCTATOYHOCTH WM HECBOEBPEMEHHOCTh WHGOpMaUUu WU3-3a
HEKOPPEeKTHO# paboThl MOAAep)KUBAOIIMX UHCTPYMEHTOB U/IH TI0X0U
B3aMMOCBS3U C IPYTMMHU NIpOLjeccamu;

® HECOOTBETCTBHUS C OCHOBHBIMHM KOHTPakTamMHd U COIVIALIEHUAMH,
KOTOpble BO3HUKAlOT BC/IEJCTBUE UX TJIOX0M NpopaboTku u
HepeaTMCTUUHOCTH COITIACOBAHHBIX LIe/IeBBIX MTOKa3aTesei.
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YnpaBnieHue 3arpocamu, AOCTYrioM U ripobiemamu B
paMKax JKCIUTyaTalluu YCIyT

[Tpouecchl U AesATenbHOCTH B paMKax JTana JKCIJIyaTalldu yCIyr: Ljefb,
BXO4bl U BBIXOAbl, OCHOBHBIE [€SATE/LHOCTH M KIKUEBLIe T10Ka3aTesu
s¢dextuBHOCTH. B nekuum paccMaTpUBAOTCS CJIeYIOLME TPOL|eCCh:
Yrpaenenue 3anpocamu Ha oOcayKMBaHue, YmpaeyeHue mpobiemamu H
YnpaBnenue JoctynoM. B jekiuuM Takke pacCMaTpPUBAKOTCSA CBA3M
MpoLeccOoB DKCIIyaTaljuu C APYTMMU TpoljeccaMd B paMKaX >XKM3HEHHOTO
LMKJIa YCIYL.

13.1. YrpaB/ieHue 3arpo camu Ha 00Cy>KUBaHUe

YnpaBnenue 3anpocamu Ha obcnyxupanue (Request Fulfillment) - mporecc,
OTBETCTBEHHBIH 3a YIpPABJIeHHE >KU3HEHHBIM IIUKIOM BCEX 3arpoCcoB Ha
obcnykuBanue [1].

[Mog 3ampocamu Ha o00CAyKUBaHUE TOHUMAeTCd MHOXECTBO 3alpOCOB
none3oBareneil Kk I'T-nenaprameHTy. BOJBIIMHCTBO U3 HUX UMEKT HU3KUU
PUCK, TIPUOPUTET, 3HaueHue [y OusHeca u T.n. MMeHHO MO3TOMY HX
paccMoTpeHHe HeoOXoAMMO BBIZIEUTE B OTHAENbHBIM Tpolecc, Aabbl
YMEHBIIMThL Harpy3Ky Ha Takude MpoLecchl Kak YipaBjieHHUe UHLUJAeHTaMU U
YnpaBnenue usmMeHeHUssMH. K HUM OTHOCATCS, B 4aCTHOCTH, 3aMpochl Ha
CMeHY TapoJisi U/ 3arpocCkl HA YCTAaHOBKY MPOrpaMMHOTO obecrieueHus.

OcCHOBHEIE e nmpouecca YHPBBHEHI‘IH 3alIpoCaM¥ Hd OﬁCJ’I}OKI‘IBElHHEI

® [pejOCTaBUTHL KaHall, 0 KOTOPOMY IOJIb30BaTeld CMOTYT HalpaB/saTh
3aMpOChl U MOIyYaTh CTAaHJAPTHBIE YCIIYTHU 110 00CTy’KUBAHUIO;

® [peAOCTAaBUTH TO/NB30BATENIIM W 3aKa3uuMkam uHGOpMalui o
JOCTYITHOCTH YCJIYT U MPOLIeAYPhI 71 NO/IyueHus JOCTYyIa K HUM;

® [pejOCTaB/AATh KOMIIOHEHTbl /Jjsl CTaHAAPTHBIX YCAyT (Hamnpumep,
JULeH3UH JJ1s IPOrpaMMHOro obecrieyeHus).

[Mpoujecc YnpaBnenuss 3arpocaMu Ha O0OC/Iy)KMBaHUE TMPeJOCTaBJISET
1[eHHOCTh [j1s1 OM3Heca Tem, uTO TIOfAAep)KUBaeT ObICTPBIA U 3(hheKTUBHBIN
[OCTYIl K yC/Ayram, KOTOpble TepcoHas Ou3Heca MOXKeT MCMO0JIb30BaTh [Jis
YBeJTUUeHUsl TIPOAYKTUBHOCTH CBOeii paboTbl WM KauecTBa YC/IYT U
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MpOAYKTOB busHeca. HEHTPEUII/IBOBEIHHOE HCIIOJIHEHHE 3dlIpPOCOB TdKXKe
MO3BOJIAET YBEJIHUYHUTH KOHTPOJIb 3d YCIYIaMH U KX KOMITOHEHTdMH.

HpOL[ECC HMCTIOJIHEHHS 3dllpoCa 3aBUCHUT OT TOrO, KaKoH MMEHHO 3arnpoc, HO
TeéM He MeHee, MOXXHO BBIJEe/HUTb PAN CTAHAAPTHBIX r[[EFITEJ'II:»HOCTF_'I&;I, KOTOpbIE
AOJTAHBI OBLITD OCYLIeCTBJIEHBI. HPH 3TOM MHOTHME 3allpOChl IMMepPpHOoAUYeCKH
MOBTOPAKOTCHA, MO3TOMY MOHO BBIAE/THMTb CTAHAAPTHYHO MOOe/b /I HX
HCIIO/THEHH A. MO,H,EHB HUCITIOJIHEHHSA 34lIpOCOB BK/AKYAET B cebs maru 1o
HCIIOJIHEHHUK) 3alpocd, TpyIiIbl WKW OTAE/JbHBIE JIKOAW, BOBJIEUEHHBLIE B
pelieHr e, BpeMeHHBIe TPaHHUIbI U TTYTH 3CKdJIdLIHH.

HOnsi  pa3memieHusi 3anmpocoB Ha obcnyxkuBanue [TIL pexkomeHayeT
paspaboratek BebO-dopmy. B Heli HeoOxomumo MpegycMOTpPeTb BO3MOXKHOCTD
Ijis  TIO/b30BaTenedl  BBeCTH  JieTaJbHYl0 W CTPYKTYPUPOBaHHYIO
uH(opMaLMI0 0 3ampoce W3 3apaHee OMNpe/le/IeHHOrO TepeuHs 3HaueHH.
OTO 103BOMUT OBICTPO HA3HAYUTE 3aMIPOC B KOMaHAY MOAAEPKKH, @ UHOTIZA U
aBTOMaTH3UPOBATh €ro.

OTBeTCTBEeHHOCThL 3a Cl)OpMEU'IBHOE 3dKPBITHE 3dllpoCa Ha OGCJ’I}DI(I‘IBEIHHE
dale BCero JexXHWT Had CepBUC-eCKe.

Metpukamu  3¢ddeKTUBHOCTH mpollecca YrpaB/eHUsl 3arpocaMu  Ha
0bcy>)KMBaHW e MOTYT ObITh:

o01iee KOIMUECTBO 3aMPOCOB Ha 0OC/Ty)KHUBaHUE;
KOJIMYECTBO 3alpOCOB, HAXOAALUMXCSA HA pasHbIX CTajUsX XKU3HEHHOI0
LIUKJIA - 3aKPbIT, B paboTe, Ha3HAUeH B KOMAaHAY U T.IL.

® KOIMYeCTBO 3alpoCoB, XKAYIIMX HCIOTHEHUS;

¢ cpejHee BpeMsl HCIOJTHEHUA 3alIPOCOB ONpeJeeHHbIX TUTIOB;

® KOMMUYeCTBO 3alpOCOB, HCHOMHEHHbIX B COIIaCOBaHHbIe BpeMs
VICTIOJTHEeHU 3aIpoCoB;

® (CpejHWe 3aTpaThl Ha UCMO/JHEHUE 3aIPOCOB OMNpe/e/IeHHbIX TUIOB;

® YDPOBEHB YIOBJIETBOPEHHOCTHU T0JIb30BATe/IeH.

13.2. YnipaBnenue npobiemamu

YnpaBnenue npobaemamu (Problem Management) - mpoiiecc, oTBeuarOImu
3a yrpaBjieHHe JKH3HeHHbIM I[UK/IOM Bcex rpobnem. KnroueBbIMHU 1jensiMU
YrpaBnenusi npobGsemamMu SIBASIFOTCS TIPeAOTBpAlleHHE WHLUJEHTOB W
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MHUHHUMHM3ALKMA BAMAHHA Tex HWHIHUIAEHTOB, KOTOPble He MOIYT OBITE
npeagoTBpalleHEbl.

[Tpo6siema (Problem) - mpuunHa 0gHOTO U/IA HECKOJIBKUX UHIIUAEHTOB[1].

[Mporjecc YnpaBnenus npobnemamu mpeaHasHaueH /Uis AUATHOCTUPOBAHUS
MEepBONPUYMH BO3HUKHOBEHHSI WHIJUJEHTOB M TIOMCKA pEIIeHUN MO0 HUX
ycrpaHeHHto. OH TakkKe KOHTPOJIMPYeT TO, UTO peueHue npobiem Oyzer
OCYIIeCTBIEHO B paMKaX COOTBETCTBYHOLMX IIpPOL|eCCOB, B YaCTHOCTH,
YrpaBneHust U3MeHeHHUsIMU U YIpaB/ieHUsl peii3aMi.

[pouecc YnpasneHus npobsemMamMu TeCHO CBsi3aH C MIPOLIECCOM YIpaB/ieHUs
WHIUJEHTaMH, TaK KaK BO3HUKHOBEHHEe HWHIUJEHTOB TPOUCXOAUT
BC/IeICTBUE Hanuuus npobieM. DTU TMPOLeCChl YacTO HUCIO/Ab3YIOT OfHHU
WHCTPYMEHTBI, CUCTEMbl KaTerOpUpOBaHUS U PACCTAaHOBKU MPUOPUTETOB U
T.II.

Tawke Kak M TIpOL[eCChl YIpaB/eHUs WHIJA/IEHTAMH U YIpaB/leHUs
W3MEeHeHUsIMH, YTpaBjeHUe TpobseMaMu TpefoCTaB/seT L|eHHOCTh AJis
Ou3Heca TeM, UTO MOBBILIAET [JOCTYITHOCTE U KauecTBO yciayr Ecim
npobneMa, MOpOXKJarolas WHIUAEHT, pellieHa, OW3HeC BbIUIPaeT OT
YMEHBIIEHUSI BDEMEeHU MPOCTOS YCJIYT U YMEHBIIEHUs] HeTATUBHOTO BIUSHUS
Ha Ou3Hec-cucteMsl. YipaBieHue npobieMaMu TakKe YMeHbIIAeT U3/1ePKKH
Ou3Heca Ha pa3pelleHUe UHIJUJeHTOB, TaK KaK HEeTIOCPeCTBeHHO YyMEeHbIIAeT
UX KOJTUUECTBO.

Yrpaenenue npobsemamMu COCTOUT U3 ABYX MOATIPOLIECCOB:

® DeaKTMBHOE YIpaBjieHWe MpobaemMaMu, KOTOPOe OCYLIECTB/ISIETCS B
paMKax JKCrayaTaluu yCiayr

® MpPOaKTUBHOE yIpaBjeHue npobiemMamu, KOTOPOe WHULUATH3UPYeTCS
Ha 9JTane OKCOjayaTalldd YOIy, HO OCYIIeCTB/ASETCSI B paMKax
HenpepsiBHOTO VIyUIleHUs] YCIyT, cleloBaTebHO, He
pPaccMaTpUBAETCS B ITOU JIEKI[UH.

PeakTuBHBIN TIpoLiecc ynpasyieHus npobiemamu n3obpaxkeH Ha puc. 13.1
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Puc. 13.1. PeakTuBHOe yrpaBjieHHe Tipobiemamu

PaCCMOTpHM OCHOBHBIE 3Talbl PeakTHBHOTO YIIpaBJ/IeHHUA HpOﬁHEMaMH.

[MepBoiii 9Tan - obHapykeHue npobnembl. CyIecTBYeT MHOXECTBO ITyTeH
obHapyxeHwusi po6ieM, B 4aCTHOCTH:

obHapykeHue unu 'MoAo3peHue" TPUYMHBI BO3HUKHOBEHUS OJHOTO
unu 0Ooslee WHIJUJEHTOB OT CepBUC-AecKa. CepBHUC-ZIeCK MOXKeT
pa3pelmTh WHLUUEHT, HO He BBIIBUTb €ro MepBONPUUMHY, UTO
yBeIuuUBaeT BePOATHOCTh BO3HHUKHOBEHHUSA aHaIOTUYHBIX
UHI[UJIEHTOB B JAanbHeiieM. B 3Tom ciydae dopMupyercs 3anuck 0O
npobiieMe aJisi MTOMCKAa OCHOBHOW MPUYUHBI UHIUIEHTA;

aHanu3 WHIUJEHTa TeXHUUYECKON TPYIIOA MOAJep)KKH, B pe3ynbrare
KOToporo OygeT BBISBJIEHO CYIECTBOBaHUEe MpoOaeMbl WM
BEPOATHOCTH ee CYLeCTBOBaHMUS;

aBTOMAaTHUUeCKoe obHapy>keHue cboer TIPUJIOXKEHU U 150 01
KOMITOHEHTOB WH(PaCTPYKTYPbl, KOTOPOE BBISIBUT HEOOXOAUMOCTh
co3paHus 3anucy o mpobneme;

yBeJOM/IeHHe O CYIIeCTBOBAHUMU MPo6AeMbl OT TOCTaBUIMKA WU
TIOAPS/IUNKa;

aHanM3 MHLUJEHTOB KaK 4aCcTb [POAaKTUBHOTO  yIpaB/eHUs
UHLMeHTaMu[17].

[Mocme obuapyxenust mpobemsl, UHGOPMAI[UIO O Hell HeoOXOMUMO 3aHeCTH
B /IO, TO eCTh copmupoBaTth 3amuch 0 mpobieme. 3amnuck 0 mpobieme
NO/DKHA OTPaXkaTh JieTajbHOE OMUCAHKWEe TPOBIeMbl U BeCh €€ )KU3HEeHHBIH
[[UK/, B YaCTHOCTH:

nHdopmaLus o Moab30BaTesne;

uHpopmarius 06 yciyre;

uHdopmarjus 06 obopyroBaHum;

BpeMms U JlaTa Hayana GopMUpPOBaHUS 3aMTUCH;

ONMHCaHHWe WHILWUJEHTa, KOTOPBIM CTaja Pe3ylsTaToOM CYIIeCTBOBAHMS
npobiemMsr;

JeTalbHOe ONHMCAHWEe BCeX [esTe/bHOCTeH B paMKax pelleHUs
npo6ieMsl.
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KameeopupoeaHue HpOﬁHEM dHA/IOTHYHO PpPaCCMOTPEHHOMY HdMH BBIIIE
KameeopupoeaHulw HWHLHHUOEHTOB. OHPE'I[EHEHI/IE IIPpHUOPUTETA HpOﬁﬂEMbI
TdKKe CXOoXe C dHAJIOTHUHBIM STallOM yr[paBﬂEHHH HHIOUIEHTdMH 34
HCKIKHYeHHeM TOro, 4TOo TIIpH OIlIlpedejleHHH T[PHUOPHUTETA HpOﬁﬂEMbI
HEOﬁXD,H'I/IMO YUHUTBIBATE YaCTOTY W BJMAHHE HMHLIHWAEHTOB, KOTOPbLIE OH4d
MOpoXKIaaeT.

[ns omnpeaeneHus TipuopuTera npobseMbl HeOOXOAUMO TaKKe OL€HHUTH ee
"TSDKeCTh" WJIM TO, HACKO/ILKO OHA Cepbe3Ha /st UH(PaCTPYKTYPbI:

CUCTEMY MO>KHO BOCCTAaHOBUTb UJTU OHA /I0/DKHA OBITh 3aMeHeHa?
CKOJTBKO 3TO OyIeT CTOUTh?

CKOJIBKO JTFOfIe M KakoW KBanuduKaruu HeoOXoquMo [Jis peleHus
npobnembr?

CKOJTbKO BPEMEHHU 3aiiMeT pelieHue npobiembi?

HAaCKOMbKO BeJMK oxBat npobGsembl? (  Hampumep, CKOJIBKO
KOH(UTYpal[MOHHBIX JUHUL] OHA 3aTParuBaeT)

Ha cnepytomem 3Tame mOpPOBOJATCH MCCAeI0BaHME W JUArHOCTHUKA
npobnemel. Llenbl0 MCCIeIOBAHUS  SBJSETCS TMOWCK TME€PBONPUUYUHBI
npobnemsel. JI/isi OIfeHKA TOUYKUA COOSI U ompezieieHusi YpOBHS HETaTUBHOTO
BIUSHUSA MOXKeT HCIoab30BaTtbcss CMS. Basa HM3BeCcTHBRIX OHMOOK MOMXKeT
ObITh MCIMOMB30BaHA /I TIOMCKAa C/IydaeB BO3HMKHOBEHHUS TMpoO/ieMbl B
MPOIUIOM, ¥, BO3MOYKHO, €e pelleHusl.

WHorga mosie3HbIM MOXKeT ObITh MOMBITKA BOCCO37aHUs COOsi B TECTOBOA
cpefle A/ BBISICHEHUSI erO TIPUUMHBI M TOMCKa Haubonee 3¢ddexkTurHOrO
nyTu ee ycrpaHeHus. CylLecTByeT MHOXKECTBO CTaHJApPTHBIX TeXHWUK [J1s
aHanv3a, [QUAarHOCTUKM U peuteHuss Tnipobnem. IlpuBegemM TexHUKH,
paccMmarpuBaemsble B mybnukaruu [TIL:

® XpoHO/NOTMuUeckuil aHanu3. Korga BO3HMKAeT CJIo)KHas Tipobsema,
MOTYT TIOSIBUTLCSL TMPOTHBOPEUMBHIE OTYETBI U COOOIEeHUS
OTHOCUTE/NIbBHO TOTO, UTO JAeWCTBUTENBLHO  C/AYYUIOCh.  [ljst
BOCCTAaHOBJIEHUSI KADTUHBI JTOKYMEHTA/TbHO (PUKCHMPYIOT XPOHOJIOTHIO
BCex coOBITHI, CBSI3aHHBIX C TIpoOaeMoi. JTO MOMOraeT TaKKe
BBLISICHUTb 3aBUCUMOCTH U YCTPAHUTH U3 I[ETTOUYKA COOBITHS, KOTOPBIE
He OTHOCATCSI K pacCMaTpuBaeMoi ripobieme.

¢ Amnanu3 notepsb (Pain Value Analysis) - meTomuka, ucronb3yemasi gisi
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uaeHTUUKALIUM BIUSHUS Ha OWU3HEC OJHOW WM HECKOJIBKUX
npobmem. @®opmyna pacueta MOTeps OCHOBAHA Ha KOJIMUECTBE
3aTPOHYTHIX M10/b30BaTeNel, MPOAO/HKUTEIbHOCTH TIPOCTOsI, BIAUSHUS
HAa KaXJOro T1I0/b30BaTeNss, W CTOMMOCTH [Jnsi OusHeca (eciu
U3BECTHO).

e Anamu3 Kenmnepa u Tpero - cucreMHBINM NOAX0A K Ppa3penieHUI0
npobnem. [Tpobnema ananusupyetcss B TepmuHax Uro, 'me, Korga u
Cxonbko. OnpeenisoTcs BO3MOXKHbIe puunHbl. Haubonee BepositHas
TpuurHa TofBepraeTcs mnpoeepke. Takum obpa3om omnpepenseTcs
WUCTUHHAs TPUYUHA.

e "Mo3roBoi 1mrypM" - MeTOAMKA, KOTOpasi [OMOTaeT KOMaH/ie
reHepupoBaTh ujeu. [Ipu 3TOM ujeu He NO/DKHBI KPUTUKOBAThbCS U
aHaM3UpOBaTLCS BO BpeMd NMpoBeAeHUs camoro Mo3roeoro mrypma,
3TO MPOUCXOJHUT TOCJIE.

e [Tuarpamma MumKaBel - METOAMKA, TIOMOTAIOIAst KOMaHJe OTpeJeuThb
BCe BO3MOXXHBIe TpUUYUHBI 1pobsemel. [lepBoHavyasbHO Oblna
pa3pabotana Kaopy Mumkaeoii (Kaoru Ishikawa), pe3ynsrarom paboTsr
3TOW MeTOAuKu sBaseTca auarpammall]. OcHoBHasg mpobiema
n3obpaxaeTrcss B BUJe CTBOJA AuarpaMMbl, IIaBHble (AKTOPHI - Kak
BeTKM, BTOpPUYHBIe (akTopsl - Kak coruiogue W T1.4. Co3gaHue
JuarpaMMbl CTUMYTUpPYeT obcykaeHue npobnemsl U Gomee miybokoe
TIOHUMaHHe ee CJIOXKHOCTH.

e aHanu3 [lapeto - MeToguKa OTAeneHWUs 3HAYMMBIX TNPUYUH
BO3HUKHOBEHHUsI TIpoO/seMbl OT He3HAUMMBIX. [lo/mKHBI  OBITBH
TIpeATIPUHSATEI C/IeAYIOLe JeHCTBUS:

1. chopmuporars TabauLy, ComepKallyld MPUUUHEI TTPOOIEeMBI U
UX 4YaCTOTy B TIPOL[EHTHOM COOTHOUIEHWM OT o0uero
KOJIUUeCTBA C/IyuaeB BO3HUKHOBEHUS TIPO6IeMsl;

2. yNOpSiiOYUTH CTPOKA TabnmuUbl B TMOPSAKe yBeJIUYeHUs
Ba)KHOCTU MPUUUH;

3. mobaBuTh cTOnOEL] COBOKYITHOTO MPOLeHTA.

Bonee mnonsitHeiM aHanmu3 [lapero Oyger Ha mipumepe U3
nybaukaruu [TIL. B Taba. 13.1 npuBeaens 10 mpuuvH OTKasa
CeTeBBIX B3aUMO/IeH CTBUH, TO €CThb "MajleHus ceTu".

Tabnuna 13.1.
'"Tlagenne cetn"

ITpoueHT oT COBOKYITHBIN
300




J.A. CKpPHITHHK

&

ITIL. IT Service Management no cmandapmam V3.1

[TpuurHBI ob1ero Pacuet COBOKYITHBIN
konuuecTtBa (%) npoueHT (%)

CeteBoil KOHTpOJIIEep 35 0+35 35

[Topua daiinor 26 35+26 61

Kondnukr agpecanuu 19 61+19 80

OC Cepgepa 6 80+6 86

OumbKu CKpUNTOB 5 86+5 91

HenpoTecTtupoBanHoe 3 9143 94

M3MeHeHue

Oumbxu oneparopa 2 94+2 96

Cot g o0z

ITonbiTkK BTOpKEHUA 1 98+1 99

COoii auckoB 1 99+1 100

Hanee HeoGxogMMO cienaTh CJ1eyIOLIME Aru:

C037aTh CTOJIOUKOBYHO AMArpamMmy MPUYHH, PaClOIOKEHHBIX B
cootBeTcTBUM C ux [IporjeHTOM OT O00Owero konuuectBa ( 2
cronberr);

HaJIOXKHUTh JIMHUI0 CYMMapHOTO mpoiieHTa (4 cronberr).
HapucoBaTh MUHUIO OT 80 % COBOKYITHOTO MPOLeHTa K OCH Y,
nmapaj/uleNkHO OCH X. B TOuke TmepeceueHUss C JIMHUEH
CYMMAapHOTO MpOILleHTa "ypOHUTH" ee Ha OCb X. Touka OCH X, Ha
KOTOpyro "ymajieT" JHHUS OTAENUT 3HAYMMble TIPUUUHBI OT
He3HauMMBbIX.

Iuarpamma paccMaTpyBaeMoro rpuMepa n3obparkeHa Ha puc. 13.2.
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Puc. 13.2. Aunanu3 [Tapeto
Cnepyroumii 3tan - mnouck oOxogHoro pemeHusi. OOGxogHOe pelleHue

(Workaround) - ymeHbIlleHUe WM yCTpaHeHUEe B/MSIHUS WHLUJEHTA WK
npobieMbl, i1 KOTOPbIX B TEKYUMA MOMEHT HEJOCTYITHO T0JIHOe
paspemenue[1]. Hampumep, mepe3anyck oOTKa3aBiield KOHGUTypaliiOHHOM
eUHUIILI UM pyuyHOe Jo0aBiieHHWe TOBPEXAeHHOro (aiisa U3 pe3epBHOU
konuu. OOXofHBIE peIleHUsl SBJISIIOTCS BPEMEHHBIMU DeIeHUSIMH 7St
noodepicavusi pabomocnocobHoCmMu CUCTEMbI Ha BpPeMsi MMOUCKA PelleHUus
npobnembl. OO6xogHBIE pelIeHUS [JOKYMEHTUDPYIOTCS B ba3ze H3BeCTHBIX
onmbok. ba3za u3sectHbix omm60ok (Known Error Database nnmu KEDB) - 6a3a
MaHHBIX, COepIKallasi Bce 3anucu 06 u3BecTHbIX oumbkax. JTa Ha3a JaHHBIX
co3jaeTcs B mpolecce YmpaBsieHuUss 1pobiieMaMud M MCIOJB3YeTCs
npoleccaMyd YNpaejieHusi UHIUJeHTaMu U rpobsemamu. ba3a u3BeCTHBIX
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onm0O0K 3T0 yacTh CUCTEeMBI yripaBaeHUs 3HaHUU no ycayram (SKMS) [1].

Kak Tonbko HaiifieHO pelieHWe Tipobiembl, ero HeoOXOAMMO KaK MOXKHO
bbicTpee peanmu3oBatb. Tem He MeHee, Ba)XHO MOMHHUTh, UTO BHeCEHUE
WU3MEeHEeHU MOXKeT 3aTPOHYThb ApPyrue YC/Iyrd WIW KOH(UIypaluOHHBIE
epuHulbl. Ecnmu  HeoOxoguMo Kakoe-TO (YHKIJMOHA/TBbHOE W3MeHeHue,
Npexze ueM ero OCyuieCTBUTh, HaZio chopMUpOBaTh 3arpoc Ha U3MeHeHue,
KOTOpbIi Oymer obpabotan B pamkax mpoiiecca YipaBjieHHsI H3MeHeHUSAMHU.
[Tocme Toro, kak Bce HeoOXoguMble AeCTBUSA TIPeATIPUHSATHI, Tpobiiema
yCTpaHeHa, TPOUCXOAUT 3akphITUE 3amucu o mnpobieme, a TaKwke BCeX
CBSI3aHHBIX C Hel 3anuceil 06 uHiuaeHTax. [lepes 3akpeiTHeM HeoOX0AUMO
MPOBECTU TIPOBEPKYy (MepecMoTp) MOJHOTHI 3amucu o mpobieme - OHa
[IOJDKHA COflepXkaTh JeTajlbHOe OMKMCaHWe BCeX OCYLLIeCTBJIEHHBIX IPOLIeAyp
U feficTBuid. 1715 3HAUUTETBHBIX TTPOD/IeM, KOTOPbIe CUMTAKTCS TAKOBBIMU B
COOTBETCTBUU C CHUCTEMOW TIPUOPUTETOB KOHKPETHOW OpraHu3aluu,
NpoBepka Jo/bkHa ObiTh Oojiee AeTanbHOW, B YaCTHOCTH pacCMaTpPHUBATh
Takye BOMPOCH! KaK:

YTO CJeNaHO MPABUJILHO B OTHOILIEHUU MPOOIeMbl;
YTO CJeNaHO HeMpPaBU/ILHO B OTHOIIEHUU TTPODIeMBI;
YTO MOXXeT OBbITH CZIe1aHO Jyulie B Oyaymiem;

Kak MpeJi0oTBPaTUThL TTOBTOPEHUE MPOobemsl;

ObLIM /1 3a/1eICTBOBAHBI TPETbU CTOPOHBI.

Ha mnpaxkTuke peako BCTpPevarOTCs NPUJIOKEHUSA, CUCTEMbl U  Pe/U3bl
nporpaMmMHOro obecrieueHusi, He UMerIMe oumboK. B upeansHoM cryuae
BCe OHU 0OHApY)KMBAIOTCS Ha 3Tarie TeCTUPOBaHUs. TeM He MeHee, O OKH
MOTYT He MPOSBUTCS WM ObiThb He3aMeueHHbIMH W , TakuMm obOpasom,
"MpOCOUMTHCS" Ha 3Tan KCTIAyaTalluu.

Hnst ouenku 3¢ddeKTHBHOCTH Tipoliecca YmpaejeHus npobieMamMu MOKHO
UCIO/B30BaTh CAeAYIOLe MeTPUKU:

e o0mee kosuuecTBo npobneM, 3apUKCMPOBAHHBIX B ONpe/le/IeHHbIN
nepuof;
MpOLIeHT Npo6JieM, PeLIeHHbIX B PAMKAX, YCTAHOBIEHHBIX SLA;
KOJIMUeCcTBO mpobiem, peleHWe KOTOPBIX BBIIUIO 33 PaMKH
COMIaCOBaHHBIX I[eMIeBbIX TIOKa3aTesedd BPEeMeHHU [/Isi pPelleHUs
npobem;
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® KO/THMYEeCTBO HepelleHHbIX HpOﬁJ’IEM;

® (CpeaHee BpeMsi pelleHHus HpOﬁHEMLI;

® KOJ/IMUECTBO 3HAUMUTE/ILHEIX HPDGHEM;

¢ KO/MYEeCTBO VCIEeIIHO 3aBepIIeHHBIX IIe€peCMOTPOB 3HaAUHUTENIbHBIX
npobem;

® KO/IMUYECTBO HM3BECTHBIX OLUH60K, ,[[OﬁaBIIEHHBIX B BaBy HU3BECTHBIX
oumoOoK.

13.3 YnpasneHue 10 CTYrioM

YnpaBnenue goctynom (Access Management) - TMpolecc, OTBEUYaIMi 3a
JOTMYCK TIOMb30BaTeNell K HWCIO/Bb30BAaHUKD YCIYL, AAaHHBIX WA JIPYTUX
aKTHBOB. YrpaBneHnue ZOCTYIIOM 1oMOoraeT obecrieunTh
KOH(UJeHI[ManbHOCTE, 1]eJIOCTHOCTE U JOCTYIHOCTh aKTUBOB 3a CYeT TOrO,
YTO TOJIbKO aBTOPU30BaHHBIE I10/1b30BATE/IM UMEKOT BO3MOXXHOCTB ITOJIYUUTh
noctyn unu moguduuuporarts akTuBbI[1]. OCHOBHBIM ApaiiBepoM mporiecca
SIBJ/IIeTCS TIpoLjecC YnpaeneHus nHGOpMaLMOHHON 0€30TaCHOCTHIO, TaK Kak
UMEeHHO OH GOpMHUPYeT TOJMTHKA M TIpaBU/a, KOTOPBLIE Peanu3yrTCs
NpoLeccoM YrpaBeHus JOCTYIIOM.

YrpaeneHue AOCTYIIOM MpeAOCTaB/sieT IIeHHOCTh Ou3Hecy Giaropapsi Tomy,
4TO:

® KOKAbIM COTPYJHUK HMMeeT YPOBEHb J[OCTyma, HeoOXoguMbIi [jis
BBIMTO/THEHUA CBOUX 00s13aHHOCTeH;

® KOHTPOJIMPYEMBIH [OCTYIl K aKTUBaM TO3BOJMT OpraHu3aluu
noAjep>XUBaTb  HeoOXOAMMBIM  YPOBeHb  KOHGUMEHI[UATBHOCTH
uHdopmaiuu;

¢ yYMEHBIIIEHWE BEePOSITHOCTH OMMOOYHBIX JelcTBU mpu paboTte ¢
JAHHBIMHU WU UCTI0/b30BAaHUH KPUTUYHOM YC/IyTH;

® ayIUT MCMOAB30BAHUS YCIYT U OTC/IEKUBAHUE HEKOPPEKTHOM paboThl
C HUMU;
ObICTpOE /UIIIeHKE TIPaB MPYU BO3HUKHOBEHUHU HEe0OXOAUMOCTH;
MOJKET MOHaJ00UuThCs 151 06ecreyeHus: COOTBETCTBUS TPeOOBAHUSAM
peryisTopos.

PaccmoTpuM moc/ieJOBaTeNBEHOCTL [eATeNbHOCTeH /sl TIpeoCTaB/IeHuUs
JocTyma.
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1. 3anpoc goctyma (UM ero OrpaHUUeHUe) MOXKeT OBITh OCYIeCTB/IeH
yepes CiaeAyoIye MeXaHHU3MBbI:
o cra"zapTHeIM 3anpoc ot Otxena kagpoe (HR). Harpumep, npu
HaliMe HOBOTO COTPYAHUWKA, YBOJBHEHWH, TIePeBOfie B JPYrou
OTJen U T.IL.;
3anpoc Ha usmenenue (RFC);
3anpoc Ha obcnyKUBaHUe TTepeJaHHbIi PaCCMOTPEHHBIM BhILIe
npoleccom YrpaB/eHHUs 3apocaMu Ha 0O6CayKUBaHMe;
© B Mpolecce BBIINOJIHEHHWS AaBTOPH30BAHHOIO ClLieHAapUs WU
ONnuuMu (HampuMep, CKaUMBaHHWE IPHJIOKEHUA C LeHTPaJbHOIO
cepeepa).
2. Bepudwmkaius 3ampoca Ha MOJIyueHHe [AOCTyNa BKIWOUaeT B cebs
MIPOBEPKY JBYX KaTeTOPUii:
© TI0/Ib30BaTeNh, 3aAMPALIMBAKIIMHA JOCTYM, AEHCTBUTENBHO TOT,
3a KOro cebs BeIAeT;
© T0/b30BaTeNTh, 3alpallMBalOIMi [OCTYN, WMeeT IPAaBO €ro
IIOJIYUUT;

[lepBbIii TYHKT TPOBepsieTCsi 00BIUHO C TOMOIIBIO TPe0CTaBIeHUS
VMEHU W TapoJisi - OHU [JOKA3bIBAOT TO, UTO TOJIb30BATE/b SIBJISIETCS
NMerMTUMHBIM. B HEKOTOPBIX OpraHU3aIUsX MOTYT OBbITh UCTIOTb30BaHBI
eToken, buomerpuueckas ayreHTUUKALIUS U T.11.

UpenTudukaTop (Identity) - YHUKA/IbHOE HarMeHOBaHUe,
WCTIONb3yeMoe g W/eHTU(HUKAL[MU T10/1b30BaTess, uegoBeKa WU
ponu. WaeHTUUKATOD HCTIONB3yeTCS O/ TPeAOCTAB/IEHUS TMpaB
M0/1b30BATe/I0, Ye0BeKy WM posd. Ilpumepamu HaeHTUUKAL[UU
MoryT ObITh MMs Tonb3oBarens MeanoB MBan unu Pone "Menemxkep
W3smenenunii" [1].

BTopasi kaTeropusi TpeOyeT HEKOTOPOW He3aBUCHMMOI TPOBEPKH, He
CBSI3aHHOU C 3anpocom. Hanpumep:

o ypemomneHue ot OTgena KagpoB O TOM, 4YTO 3TO HOBBIH
COTPYJHUK ¥ €My HeoOXoguM JOCTYI K CTaHJapTHOMY Habopy
yCIyT,

o yBegomneHue oOT OTAena KaJpoB O TOM, UTO COTPYAHHUK
MOJIyUUJT TIOBBIIIEHUE MO CIykbe U emy HeoOXoouM JOCTyN K
[OTIOJTHUTENIbHBIM YC/TyTaM;
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© TMOATBepPXKAeHHE OT COOTBETCTBYHOLIETO MPOL[eCcCy MeHeIKepa,

© TripeAoCTaBJIeHHE 3allpocCa Ha OﬁCJ’I)f)KI/IBaHI/IE (C OﬁOCHOBaHI‘IEM)
yepe3 CepBuC-1ecCK;

© MnpeaoCcTaB/IeHHME 3arnpoca Ha HW3MeHeHHe 4Yepe3 mnpouecc
yr[paBJ'[EHHH H3MEHEeHHAMH;

© MOJMTHUKA 6E301’[8CHDCTI‘I, B KDTOpOﬁ OrosopeHo TO, 4TO
MOJIb30BaTE/JIM MOIYT IMOJMYYUTH OJOCTYII K yC/Iyram, eCiii OHH UM
HeoOX0AUMBI.

1751 HOBBIX yCIYT AO/DKHBI OBITH UETKO OTpejiesieHbl T0Ib30BaTe/u U
TPYIIbI, KOTOPbIE OYAYT UMETh K HUM JIOCTYII.

3. TlpejocraBneHue JAocCTyna. YpaBjeHWe AOCTYIIOM He TPUHUMAET
pellleHUi OTHOCUTE/NbHO TOro, KTO M Kyga Oyger uMeTh [AOCTYI.
[Ipoiiecc TONBKO peanu3yeT MOJMUTUKM U TIPaBUJIa, OMpeJe/ieHHbIe Ha
starax [lpoektupoBanuss wunu [loctpoenuss crpareruu. Ilocse
BepuMKaliui MOJb30BaTeNs], YIpaBjeHHe AOCTYIIOM TPeJOCTaBUT
eMy [JOCTym /Uisi MCIOJIb30BaHWUsS  3alpolleHHOo#W  yciayru. B
OO/MBIIMHCTBE C/Iy4aeB HEMOCPeACTBeHHOE TpPeJoCTaBlIeHHe JOCTyMa
TpebyeT AeMCTBUNA CO CTOPOHBI KaXKJO0W KOMaH/Ibl, MOJJIeP>KUBAIOIIeH
ycayry. [1o3TOMy NpU MpPOEKTUPOBAHUM YCYT JIydllle TPeAyCMOTPeTh
aBTOMAaTU3ALIUIO MPOLjecca MpeJjoCTaBIeHUs JOCTYTIa.

4. MOHMTOPUHT CTaTyca UAEHTUYHOCTH

[Tone3oBarenu, paboTawupie B OpraHW3aluy, U HMX POJUA MOTYT
MeHAThCS. [IprmepaMu U3MeHeHUs MOTYT ObITb:

© u3MeHeHUe O00S3aHHOCTEH - B ITOM CJydae I10JIb30BATeNIH
MOJXeT TOHafoOUTLCST AOCTYN K ApPYromy Habopy yciyr wiu
MPOCTO K AOTOJHUTE/IbHBIM YC/IyraMm;

© IIOBBILIEHWE WU/IM TIOHWKEHHE B A0/DKHOCTH - B 3TOM Cjiy4dae
MOJ/Ib30BaTen0 00BIUHO HeoOXOgUM [OCTYN K TOMY ke Habopy
VCYT, HO C APYTUMU YPOBHSIMH;

© mepeBOJ - B ITOM C/Iydae MO/b30BATe0 Yalle BCEro HY»KeH
OymeT TOT >ke Habop yCayr, HO B APYrOM perroHe U C JAPYTUMH
JaHHBIMHU;

© OTCTaBKa W/IU CMEPTh - B 3TOM Cjyyae BCE€ AOCTYIbI [O/DKHBI
OBITL HEMe/IJIeHHO aHHY/THPOBAHbI;

© BBIXOJ Ha TMEHCUI - B 3TOM CJlydae [JOCTymbl 100
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dHHY/IH PYHOTCH, mibo OIrPaHHUYHBAKOTCH. HaanMEp, COTPYOHHK,
B]:IUJE,[[LUI‘Iﬁ Ha MeHCHK, MOXKET MMeTb AOCTyII K YCIyram I10
IMOKYIIKe MTPOOYKTOB CBOeH KOMMIaHUU N0 CHUIKEeHHO eHe,
© OUCLHUIIIHHApHOEe OrpaHHYeHHe - BpeMeHHOe OrpaHuuYeHue
AOCTYyIIa MMOJIb30BATE/IA U3-3d KaKoH-To MPOBHHHOCTH,

© VBOJILHEHWE - B 93TOM Cjydae [JOCTYIbl JO/DKHBI OBITH
HEME/JIEHHO aHHYIMPOBaHbBl BO W30eXaHWe WHIUAEHTOB
0e30IMacHOCTH.

5. MOHUTOpPUHT AOCTyMa

YrpaBnenue IOCTYIIOM OTBETCTBEHHO He TOJTBKO 3a
Hernocpe/CTBEeHHOe MpeJoCTaB/IeHre JOCTYIa, HO U 3a KOHTPO/IbL €ro
ucrnonb3oBaHus. [Toatomy dyHKUIMSA KOHTPOJA AOCTYNA AOMKHBI ObITh
TpeaycMOTpPeHAa B paMKax [edTe/lbHOCTed MOHUTOpUHTa. Ecim
BO3HUKAKT KaKWe-TO HapyIIeHWs, OHHM XapakTepU3ylTcs Kak
WHIUJeHTbl 0e30MacHOCTU. YipaBjieHHe [JOCTYIIOM TPUHHUMAET
yJacTue B OINpejeeHUH HacTPOeK CUCTeM OOHapy)KeHUsI BTOP>KeHUU
(IDS).

6. OT3BIB UM OTPaHUUEHUE TTPaB

Hapsagy ¢ mnpepocTtaB/ieHHeM [JOCTyIa, YOpaBjieHHe [JOCTYIIOM
OTBETCTBEHHO 3a ero aHHYIMpPOBaHHe U1K OTPaHUUYeHHUeE.

AHHYTMpOBaHue [JOCTyNa MPOUCXOOUT B TaKMX C/IydasX KakK CMepTb,
yBOMbHEHHUe, COKpallleHHe, KapinHa/lbHOe U3MeHeHHe 00s13aHHOCTel U
T.N. B psjge ciaydyaeB MOMHOCTBH JWLIATH COTPYJHHUKA AOCTYIOB He
TpebyeTcsi, HO ecTb HeoOXoAMMOCTE B MX orpaHuuyeHuu. Hampumep,
TIpU NOHWKEHUU COTPYIHUKA B JO/DKHOCTH.

13.4. B3auMoCB$i3b TPOLIECCOB IJKCIUIyaTallud C JAPYyrUMU
3TariaMy KU3HeHHOTO LIUK/ia

YHPBBHE‘HI/IE HW3MeHeHUAMHA

HecmoTps Ha To, uTO YnipaB/ieHue U3MEeHeHUsMH pacCMaTPUBAETCs B paMKax
stana BHeapeHus, mepcoHan OKcnayaTaluu YCAYr [JO/DKeH MNPUHUMATh
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y4yacTHe B C/1e[[yIOILeM:

¢ YHUIMaJMW3alUsg U T[epejaua Ha pacCMOTpeHWe 3ampocoB Ha
usmenenusi (RFC), KoTopele TIO3BOJIAT pa3peimTh MpPoOIeMsl,
BO3HMKAIOIIMe B Npolecce DKCIIyaTal|uu;

® yyacTHe BO BCTpeYax C PYKOBOACTBOM sl OOCYKAEHUSI TO3UIUH,
PUCKOB U TIpoO/ieM DKCTTyaTaluu;

® yuyacTUe B  pealM3alid  W3MEHEHHWW B  COOTBETCTBHH C
MpeAnuCaHUsIMU YTIPaBJ/IeHUS U3MEHEeHUSIMH;;

® QoCyllecTBIeHHe 'OTKaTOB" B COOTBETCTBUHM C MNpeAlNHCaHUAMH
YiipaB/ieHUs U3MEHeHUsIMU ( B C/Tydae HeygauyHblX U3MEeHeHUH );

¢ obOecneunBaTh MOAJAEP)KKY B OMpeZe/IeHUU U YIpPaBAeHUU MOjesen
WU3MEeHEeHH, KOTOPble UMEIOT OTHOIIEHHE K KOMIOHEHTaM U yCayram
jTana JKCIyaTaluu,

® [Ooy4yeHWe PAaCTIMCaHUW U3MEHEHUH U MOATOTOBKA K HUM TepCoHana;

® UCT0JIb30BaHME  TIporjecca  YNpaBJeHUs  WU3MEHeHUsIMU i
CTaH/JapTHBIX OMEePaIllMOHHBIX U3MEHEeHUI.

YripaBneHue KOHOUrypaLdsiMu

Tawke Kak ¥ YmpaB/ieHMe WU3MeHEeHHWsMHU, YIpaBieHUue KOHQUryparusimu
paccMaTpuBaeTcsi B paMmkax 3Tana Buefgpenusi. Tem He MmeHee, mepcoHarsn
OKCn/yaTalliy YCIyr BOBJ/IEUeH B Cliefylolee:

* uHbopMHUpPOBAHME YiipaBieHWe KOHOUrypalUusMU O HalJeHHbBIX
HECOBTa/IeHUSX MEXY bakTueckum COCTOSIHHEM
KOH(UTYpal[MOHHBIX eUHUL] U UHDopMaluelt B CucTeme ynpaBjaeHus
koHburypauusmu (CMS);

® OCyljecTB/IeHHe  [JeHCTBMH 1O  HUCIPaB/leHUK  HaW[JeHHBIX
HECOOTBETCTBUH 1O/ KOHTPOJIeM YiipaBieHus: KOH(GUTYpaL[UsIMU.

YHPBBHE‘HI/IE pe/ii3aMH U pa3BepPTbIBAHHUEM

[Tepconan JkcniyaTaluu yuyacTByeT B CeyIOLLeM:

® OCyLleCTB/IeHME BCeX HeOoOXOJUMBIX [JeWUCTBUS MO KOHTPOJIEM
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WpaBHEHHﬂ pe/li3aMHi W Pa3BePTbIBAHHEM B BOIPOCAX, KACAKIIHUXCA
KOMITOHEHTOB H YCJIYT 3Tdlld BKCHHyaTaL[I/IH;

. y4ddaCTHe B MMJIdHHUPDOBAHWMH 3HAYUMUTE/IEHBIX PE/HM30B [OJid TOrOo, YTOOBI
On11H YUYTEeHBEI BCE HPOGHEMBI, KOTOpbIE MOIYyT BO3HHUKHYTb
HemnmocpeACTBEHHO Ha 3Tdlle SKCHHYEITEH_]HI/I;

¢ roMellleHUe/yIaieHue KOMIIOHeHTOB B bubnuoreky stamonHoro [10
(DML).

YHPBBHEHI/IE MOLIHO CTAMHA

Kak MBI y>Ke 3Haem, YpaB/ieHHe MOILHOCTSMU paboTaeT Ha Tpex ypOBHSX -
YrpaBieHue MoOUHOCTAMM Ou3Heca, YmpaBjeHHe MOIIHOCTSIMU YCIIYT,
YnpaBneHue MOIHOCTSAMU PeCypCcoB:

e B pamkax YmpaB/ieHWsi ~MOILHOCTAMHA  OH3Heca  mepcoHan
OKCITyaTallid B3auMOJEHCTBYeT C TpeACTaBUTeNsIMH OusHeca [Jjist
MJIAHUPOBAHUS/OOCY)KIEHUST  JOATOCPOUYHBIX M KPATKOCPOUHBIX
BOTMPOCOB U Mpo0sieM, KOTOpbIe MOTYT 3aTPOHYThL MouHocTH IT;

* B pamkax YnpaBiaeHUsi MOLIHOCTAMH YC/AyT 3Tan OJKCIjyaTaluu
romoraet 0osiee JeTankHO OLIEHUTh XapaKTePUCTUKU KaXKIOU YCIyTH,
a TawKe MOTPeOHOCTHL MOJb30BaTe/Iel WM TPaH3aKUui B yCayrax u
uH}paCcTPyKType (B UaCTHOCTH, B 3aBUCUMOCTU OT BPEMEHM );

e B pamkax YmpaBieHuss pecypcamMu 3Tan OKCIjyaTallu¥ IOMOTaeT
Oonee pgeTasbHO  OUEHUTH [OKa3aTeW  TIPOU3BOJUTEILHOCTH/
MOULIHOCTH, a Takke  CTeNneHb  YTUAM3ALUU OTJe/NbHbIX
KOH(UTypalM OHHBIX eJUHULI.

[ToMMMO pacCMOTPEHHBIX ACMeKTOB, KOTOpPbIe B 0OJIbIIEH CTereHu UMEHT
OTHOLIEHHE K MOCTPOEHHIO CTPaTeruy U IJaHWPOBAHUIO, OTNepaljuOHHLIH
MepcoHan BBIMOJMHAET P 'MOBCeAHEBHBIX' [eATelbHOCTeH, KOTOpbIe
dopmanbHO  SIBAAKOTCS ~ YACTBI0  YIIpaBleHUsT  MOIIHOCTSIMM,  HO
OCYILIECTBJISIFOTCS OTIepaLjUOHHBIM TTepCOHAI0M.

¢ MOHUTOPUHT MOIHOCTA U TIPOM3BOAUTENBHOCTH [y OOHapyxKeHus
npobiem u mnpepoTBpaieHusi cOoeB. MOHUTOPUHT [AO/DKeH OBbITh
MaKCHMa/IbHO aBTOMaTHU3UPOBaH.

e YnpaBieHue npoOiemMamu, CBSI3aHHBIMH C TPOU3BOAUTENBHOCTBIO U
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MOIIIHOCTBHO.

. XpaHEHHE JddHHBIX WpaBHEHHﬂ MOMIIHOCTSAMH, KOTOpbIE
liJOpMpr}OTCH B nmponecce MOHHUTOPHUHIA.

. yi'lpaBHEHHE Crmpocom K  OTAe/IbHBIM pecypCamM H yYCIayram.
BonbImMHCTBO BOMNPOCOB VIIpaBJ/IEHHA CIIPOCOM  JO0J/IXKHO OLITH
pPaCCMOTpPEHO B pdMKaxX HpOEKTHpOBaHHH, TéeM He MeHee, eCTb piAal
BOIIpOCOB, KOTOpbIe MOIYT pelaTtbCAd Ha 3Talle SKCHHyaTa]_]HH.
HaanMEp, eciu Cc IMPpOU3BOJHUTEITBHOCTERO KaKOM-TO YCInyru
BO3HHKAKOT HpOﬁHEMLI, rmepcoHan BKCHH}’EITE{LU/II/I YCIyT MOJKEeT BBeCTH
OrpaHUYeHHEe Hd KOJIHUYeCTBO HOHb3OBaTEHEﬁ, KOTOpbIE MOIYT
HUCIIO0Jb30BATh YC/IVIY OOHOBDPEMEHHO, A0 TeX Mop, MOKa HpOﬁHEMBI He
OyIyT pereHsbl.

L yi'lpaBHEHHE paﬁoqeifi Ha['pyBKDi:l pPaCCMATPHUEBAET BOITPOCEI
OIITHUMH3dAIIHUH peCypcoB I/IHClJpaCprKI'ypBI AJis YBeIUUeHHA
MMpOMU3BOAUTE/BHOCTH. Hanpnmep, COCTaBJ/IeHH e pElCl'II/ICEiHI/Ii;I AJIs
OT,H‘F_'H]:HOI;'I YCIyTH U1K ee MepeMelleHre C OJHUX KDHdJI/I]"ypElL[HOHHbIX
eIWHHUI] Ha JApyrue.

. HﬂaHHpOBaHHE MOH.H—IOCTEFI. HEPCDHBH SKCHHyaTEiL[HH YCIyr noJjixeH
MNMPpUHHUMATh Yy4daCTHE B COCTAB/IEHHH I1JIAHOB MO].U;[—IOCTEFI.

YHPBBHE‘HI/IE 4O CTYITHO CThHO.

Ha »9ranax Buegpenus u IlpoekTUpOBaHUsI OMpeEsIIOTCS YPOBHU
[OCTYITHOCTH, KOTOpble Heobxomumo obecneunTs [Ajas  yoIyr  OTal
OKCryaTalluy OTBETCTBEHEH 3a HeroCpeCTBeHHOe MpeAoCTaB/IeHue yCIyr
Ha STUX YPOBHSX TMOb30BaTesnssM. [Ipu 3KCrlyaTaluu YCIyr MOXKeT
BBISICHUTBCS, UTO COIVIACOBAHHBIE YPOBHU [JOCTYIMHOCTH HEAOCTHUIKUMBI UIIH
He SIBJISIFOTCSI ONTUMaIbHBIMU. MIHbopMaliusi 0 HeCOOTBETCTBUSIX MOCTYIAeT
Ha 9Tan HenpepbiBHOrO  yIydilleHWsI YCAyr s OCYIIECTBJIEHUS
KOPPEKTUPYIOIMX 1eMCTBUI.

Kpome TOrOo, mepcoHasy OMepaljuoOHHOTO YyPOBHSI MHOLIAa HeoOxoguMmo
NMpOBOAUTHL paboTeI, KOTOPBIE TPeOyHOT OCTAHOBKU YC/IYL, HArlpuMep, AJis
obHoBneHusi. Pacnucanue Takux paboT AO/MKHO OBITH [JOBEAEHO [0
repcoHana YrpaBjeHUs JOCTYITHOCTEIO.

YHPBBHEHI/IE SHAHUAMMH.
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HHClJOpMElL[Hf[ C 3Talla SKCHHYEITEIL[HH, KOTOpasds HWMeeT 3Hd4eHHe B
MnepcriekKTuBe, JO/KHA OLITHL 3aHeceHa B CI/ICTEM}’ YIipaB/IeHHUA 3HAHHAMHA 110
ycayram (SKMS).

duHaHCOBOE YIipaBJ/iIeHHE.

[lepconan Oxkcnayatauuv  yoIyr [JO/DKeH TNPUHMMAaTh — ydyacTHe B
obocHoBaHuM HeoOxopumocTH UHaHCUPOBaHUs. Tawke MpU BBeJeHUH Mep
M0 COKpaUleHUI0 H3/epXKeK, B 00d3aHHOCTH IDKCIIyaTalUM YCIYT BXOJUT
KOHTPO/Ib 3a TeM, 4TOObI 3TH Mephl He TOBJHUS/IM CYIECTBEHHO Ha
npejoCTaBAeHUe yCyL

YripaB/ieHre HeTrpepbIBHO CThIO YCIIYT.

OKcnyaTalusi  yCAyr — OTBETCTBEHHA  3a  TeCTUPOBaHUE  T/IaHOB
BOCCTAaHOBJIEHUSI W WX peaJM3aliui0 B  (Jlyuyaeé BO3HUKHOBEHUS
HeoOXOOUMOCTH.
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HerpepbiBHOe ynydllleHHWe yCIyr KakK 3Tar >KU3HeHHOTO
L[UKJIa YCTyT

HEHpEpBIBHDE VIydllleHHEe KdK 3Tall KM3HEeHHOI0 qUK/Ia YC/IYyIr: Hd3HdYeHHe,
OCHOBHEIE MTPUHLMIIEI WU Pe3Y/IbTAThI.

14.1. HempepsiBHOE  yIyyllleHWe YCIyr KakK 3Tarl
JKA3HEHHOTO LIUKJ/Ia YCIyr

HecmoTtpst Ha To, uto HenpepriBHoe ynyuineHue ycayr B ITIL BeigeneHo B
OT/IeNIbHBIN JTan >XU3HEeHHOro LWKIA, (JaKTUUeCKA 3TO TPOLIeCC, KOTOPBIH
COTIPOBOJKJAeT YCAYTYy Ha BCeM ee JKM3HeHHOM uukine. HenpepniBHoe
ynyurienre yciayr (Continual Service Improvement unu CSI) - mocTosiHHOE
yiyullieHue ycayr OoTBeYaeT 3a yIpaBiaeHue YIY4lLIeHU IMU
(coBepuieHCTBOBaHMEM) B Tpoleccax  YapaBiaeHHUsI  yCAyramMu U
npejgocraBieHuu  ycnyr.  [Ipow3BOAMTeNbHOCTL — MOCTAaBLUMKA — YCIYT
MOCTOSIHHO UW3MepsieTCsi, W pa3pabaThIBalOTCA Mepbl MO  YIYUIIEHUIO
npoueccoB, ycayr u  UT-uHdpacTpyKTypel C 1e/ibl0  yBeJMYeHUs
s¢dekTUBHOCTH, pe3ynbTaTUBHOCTH U 3dxpekTuBHOCTH 3aTpat(l]. OcHOBHOM
nensto CSI siBasieTca HempepbIBHOE "BhIpaBHUBAHMeE" YCIYT B COOTBETCTBUU
C u3MeHsIOUMMUCS TpeboBaHusiMu OuU3Heca MyTeM MOMCKA U peain3aluu
BO3MOXXHOCTeH WIyUIIeHWsl YC/IyT, KOTOpble TOAJep>KUBalT OusHec-
NpOLIeCChl.

3azaun HenpeprsIBHOTO ynyulieHUs yCIyT:

1. 0b630p, aHanu3 pe3yibTaToB U (OPMHUPOBaHHE PEKOMEHJALUH 110
VIyUlLIeHUsAM [J1s1 KaXKJ0ro 3Tana Ku3HeHHoro Lukna: [locrpoenus
ctpareruu, [IpoexktupoBanus, BHegpenusa u JKciyaTaliuu yCiyr;

2. 0030p u aHanM3 MOJYyUEeHHBIX Pe3y/IETaTOB HA YPOBHE YCIIYT;

3. MOMCK BO3MOXHOCTeH U  OCYILECTBJIEHHE  COOTBEeTCTBYIOILEH
JeITeTbHOCTU TI0 yBeIMUYEHUI0 KauecTBa YC/IYT U pe3ylsTaTUBHOCTH/
3¢deKTUBHOCTH MPOLIeCCOB YIIPaBIe€HUS YCIYTaMHU;

4. yeennueHue 3¢dexkTuBHOCTH 3aTtpar 0e3 HeraTUBHOrO B/MSHUS Ha
VZ0BJI€ETBOPEHHOCTD 3aKa3UHMKOB MPeJ0CTaB/IsieMbIMU YC/IyTaMU;

5. WUCcrnonb30BaHUe MOAXOAALMX METOAOB YIpPaBAeHUS /sl TOAAEePKKU
nesaTensLHOCTeH B paMKax HerpepeiBHOTO yyulieHUust YCIyT.
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Ha pwuc. 14.1 npeacraBneHa cxemMaTtuhueckas wMopens HemnpepsiBHOTO
VIyUILeHUS YCIYL

Lienk 1 3agaqum

ﬁ Kak nb?
aKkosa e BuUsHeca

!

Foe mel ceryac? ‘ ‘4—}-

CueHka Bazoeoro
COCTOAHMA

Kak Mbl cOXpaHim Lienn, koTopble \\

Foe Mel XOTHM BeITE? |-
AOCTAKEHHAT AB d g MOXHO HAMEPWUTE
Kak Ham nonacrte = YydweHwe
Tyaa? NPoUeccoB U yCnyr

MeTpukin 1 cuc‘remu\\

Mel nonanu T 7
Gl voa > HIMEPEHWA

Puc. 14.1. Mogens CSI

Bo3moxxHOCTH [Ansi YIyullleHus YCIyr ecTh Bcerga. [lpoiiecc ymydilieHUs
MOJKeT ObITh CBE/IEH K IIeCTH IlIaraM:

1. MOHSTH ¥ NPUHATH OOIIYIO L[e/Tb OPraHU3aIUH;

2. OL|EHUTh TeKyLyl0 CUTyal[Ul0 W TIOAyYUTb OOBEKTUBHYHW U
AKKypaTHYK)  OL|eHKy TOro, B KakOM COCTOSIHUM  HaXO4UTCS
opranu3auus. OrieHka 0a30BOro COCTOSIHUSI TpeACTaB/seT coboi
aHanM3 TeKyIero COCTOSsHUs B KOHTEKCTe Ou3Heca, OpraHu3aluu,
repcoHasna, TPOLeCCOB W TexHoysoruil. ba3oBoe cocrosiHMe 37ecCh
o6o03Hauaet cob0il HEKYI0 OTMPABHYIO TOUKY /sl U3MepeHus 3ddexra
OT peanu3aluu yayuleHu;

3. paccTaBUTh MPUOPUTETHI YIy4IleHUs Ha OCHOBe Oonee miyOOKOro
aHasM3a 1je/Id OpraHu3aluu;

4. onpepaenuTs niad CSI 719 NpoO11eCCOB CEPBUC-MEHEI)KMEHTa;
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5. NMpoBepUTL METPHKH HW CHCTEMbl H3MepeHHA, KOTOpbIe I103BOJIAT
OCYILIECTBHTbL KOHTPOJIb B TIIPOMEXYTOUHBIX TOUKdAX Ppeadalu3dljuH
}?J'IYLIUJEHHFI, H3MEpPHUTE THOKOCTE rnponeccoe H AOCTHXKeHHe
TIPpHOPHUTETOB H ]_]EHEFI 6u3Heca Ha YPOBHE YCIIVT,
6. B 3dBeplieHue, HEOGXD,I[I/IMO }IGE,H.I/ITBCE B TOM, 4UTO IpedIOKE€HHBbIE
M3MEHEHHS pealM30BdHEbl, YBEJIMUEHHE Ka4eCTBd JOCTUTHYTO U MOXKET
OBITH COXpPaHEHO B /la/TbHEeNIIeM.

YnydiieHue He BCerna MOXKHO OOBEKTMBHO OLjeHUTh. Bocmpusitue urpaer
KIIOUEBYI0 pOJb B OMNpeAeNeHUH ycrexa J00H WHULIMATUBBL 10
ynyutieHuto. Ilpy 93TOM y 3aKa3uMKOB M TMOCTaBIUIMKOB YC/AYT MOXET
CMOXKUTBCS pa3HOe OTHOILIeHWe K YIYUIIeHWIO, TO eCTb 00pa30oBaThCsi Tak
HasbiBaeMbli "paspeiB" (aHm1. gap). [Ins Toro uToOBI YMEHBIIMTL WJIH
NpeAOTBPaTUTL MOsiBJIeHWe pa3pbiBa, CSI HeoOXoaguMO JOBOAUTE OTYETHI A0
BCeX 3aMHTEpPeCcOBaHHBIX CTOPOH. Ha puc. 14.2 mpejcraBieHbl Haubomee
YyacTO BCTpeudarlpecsi 'pa3pbiBbl" MeXJy BOCIPUATHUAMH 3aKa3uuMka U
MOCTaBLMKa YCIYT.
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Y70 MBI xOTUM? ey [peabiayLMi ONbIT
BHelWwHWe 1 GAPZ
BHYTPEHHWE CBA3M, < > *
npaiBeps v GAF1
BAWAHME GAP16
el Y10 HaM Hy#HO? < 12
L | GAP3
L * GAP4
YTO MBI NONYy~MM? "
e Orminaasman yeryra e
— * T OGAFIS
Y1o mMel nonyyrunu? 9
P BocnpuaTie nemyseHHoi o 5 T
3aKazumk A o
& [
MNocTaBLmk 5
(%]
= SkcnnyaTauua = é
GAPS &
& =
— =
Bregpexue < =
_ = GAP12
GAPS +
MpoextuposaHue | B
GAP11
GAPT A f Y
MocTpoeHue E GAP10
4 cTpaTteriun i

Puc. 14.2. Pa3HuIja BOCTIPUATHM YIyUllIeHUE TTOCTAaBIIMKOM U 3aKa3UMKOM

Yrpaenenue ‘'paspeiBamu” spasietcsi  3agaueit  SLM. Wmenno SLM
OTBETCTBEHEH 3a O0O0OHapyKeHHe CYLeCTBYIOLIMX W/IW TOTEeHLUATBEHbIX
"pa3pbiBOB" U omipegesneHue Heobxogumoctu dopmupoanusa [lnaHa mo
ynyuiienuio (SIP). O6wpiuHO cambie Oosblimie pPacXoXK[eHWs BCTPEUAOTCS
MeX/y TeM, YTO XOueT 3aKa3uMK, YTO OH I0JiyuyaeT B UTOre U 3a UTO IOTOB
3an/1aTUTh.

Pe3ynsraThl yiyuieHUs yCayr 0ObIUHO OMpefienstoTcs B 4 TepMUHAX:

® YIy4llleHWsl - pe3ylbTaThl, KOTOpPble MPU CPaBHEHUH C TpeAblJyIHM
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COCTOSIHMEM MOTYT MOKa3aTh YBeJIMUeHU e )KelaeMOU U/ YMeHbIlIeHu e
He)XelaeMOoM MeTpuku. Hampumep, komranuss X CHU3WIA Ha 25
MPOLIEHTOB KOJIMUECTBO HEYIABIIMXCsS W3MEHEeHUI MyTeM BHeJpeHus
npoijecca YrpasjeHHs U3MEHEeHUAMH ;

® BLITOAbLI - pe3ylbTaThl, [JOCTUTHYTble B pe3yibkTaTe peanu3aluu
yIydlleHud, OOBIYHO BBIPaKeHHbIe B (MHAHCOBBIX TepMHUHAaX.
Hanprmep, ymeHbllleHUe Ha 25 MPOLIEHTOB KOJIMYECTBA HeyqaBLIMXCS
W3MeHEeHU Mo3B0MuI0 COKOHOMUTEL 1500000 pybeit;

¢ ROI (Bo3Bpar WHBECTHULIMI) - W3MEPEHHUE O0)KHJAeMbIX BBITOJ] OT
WHBeCTUL[UM. B [aHHOM KOHTEKCTe 3TO pa3HHI]a MeXAY BBITOf0M,
TOAy4eHHOW OT YIydilleHWs, M 3aTpaTaMud Ha ero peaau3anuio.
Hanpumep, kommnanus mnotpatuna 1000000 p jnas BHeApeHUs
rpoiiecca YipaBjieHUs W3MEHEHUsIMU, KOTOPbI B UTOre TMPUHEC
Beirogy B 1500000 p. ROI B mepBoiid rog Oymet 50%;

¢ VOI (/lobaBneHHasi I|@HHOCTb OT WHBECTUIIUI) - U3MEpeHUe
OKUJaeMbIX BbITO[ OT wuHBectuluii. VOI paccmaTtpuBaer Kak
buHaHCOBbIe, TaK W HemaTepuasbHble BwIroAbI[1]. ROI sBisercs
yacteto VOI. Hanmpumep, opranu3arjus X BHepuia CTPOTHIA TIPOIIeCC
Ynpasnenus u3smeHeHusimu 3a 1000000p. YMeHbllleHHe KOMUYECTBa
HeyIaBUMXCS M3MEHEHUH YBEeJIUUU/I0 CIOCOOHOCTH OpraHu3anuu
ObiCcTPpO pearupoBaTh Ha TOTPEOHOCTH 3aKAa3uMKOB U HM3MEHEHUS
YCIIOBUM OKPY)KeHHUSL.

CymecTByeT psif, BbITOJ, KOTOpPble OYeHb TPYLHO TMOAJAIOTCA OLjeHKe -
HeMmaTepuaabHble BhIrofbl. Cloja MOXXHO OTHECTH, HallpuMep, yIy4llleHHe
penyTaluu U yBeJMUYeHHe YIOB/JIeTBOPEHHOCTH 3aKa3uHlKOB.

Ha mpakrtuke, utoObl cymiectBoBats, CSI J0/KeH MOCTOSHHO [0Ka3bIBaTb
Ou3HeCcy CBOKW 11eHHOCTh U HeobOxoaumocTe. 1751 3TOro HeoOXOAUMO UeTKO
ompejenuTh 1je/lb TpolLecca U TOHATHbIe OH3HECY WIYUIeHWS, KOTOpPbIe
MOC/eAYIOT 3a ero peanu3auueii. [lepes yrBepxaeHueM 060ro ynydiieHus
OpraHu3anus A0/DKHA CPaBHUTHL 3aTpaThl Ha €ro peagu3alidid U BBITOABI,
KOTOpbI€ OHO MPelOCTaBUT.

PaccmoTpuMm mogpo6Hee BBITOZBI, KOTOpPBIE MOXKET MPUHECTH peanu3alus
VIyUILIeHUS:

® BLITOJbI 3aKa3unka/Ou3Heca
© yaydlleHWe KauecTBa Owu3Hec-onepauui myTeM yIydilleHUs
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KaueCTBa yC/IYT, KOTOPbIe UX MO/1eP)KUBAOT;
bonee HajgexxHas mopgep>kka Owu3Heca, mnpegocCTaBisgeMas
npoleccaMyd  YpaBieHUsi UHLIUAeHTaMu, mpobieMaMu U
WU3MEeHeHUSIMHU;
3aKa3uuku OygyT 3HaTh, yero oxxugats oT [T, u uto Tpebyercs ot
HUX;
yBeHUeHHe MPOAYKTUBHOCTU paboThl mepcoHana BC/ieCTBHUE
YBe/IMUEeHUS HaJIeXKHOCTU U JOCTYIHOCTHU YCJIYT;
npoueayps! obecrnieuenust HenpepbiBHOCTU [T cdokycupoBaHsl
Ha TIOAJEp)XKKe HeNpepeIBHOCTH 0Ou3Heca M COOTBETCTBYHOT
notpeOHOCTssM  Ou3Heca B oDecreueHWM  TIOCTOSIHHOW
JOCTYITHOCTH;
yAyullleHre B3auMOoleHCTBUSI MOCTABIIMKA YCIYT U 3aKa3uMKa;
yBe/TMUEHHEe VIOBJIETBOPEHHOCTH TIOb30BaTeneil, Tak Kak
3aKa3uyMK JIyullle TOHUMaeT UX U MPeJoCTaB/seT TO, YTO OT HEro
TpebyeTcs;
yBe/MUeHHEe KauecTBa U JOCTYIMHOCTH YCIYI, KOTOpPOe B CBOH
ouepejb YBeIMUUBAET A0XOAbl U TPOAYKTUBHOCTL OM3HeCa;
yAy4dllIeHU e TIPOL[eCCOB MIaHUPOBAHUS 3aKYII0K, Pa3BepThIBAHUS
U peanu3aluu;
yAydllleHue yrpaBieHusi nHGopMaluell B OTHOLIEHUU Ou3Hec-
npoijeccor u [T-ycayr;
yBenMueHue rubkocT Ou3Heca uepe3 yiydilleHWe MOHWMaHUS
MoJ/IeP>KKH, KOTOPYIO OKasbiBaet IT;
ynyuuieHue cooTeeTcTBus eneit [T u 6usneca;
yBenuueHue TMOKOCTH U alaTUBHOCTH YCIIyT;
yAydllleHUe peakiuu Ha moTpebHocTH OusHeca;
YCKOpeHUue u WiyullleHH e peanu3anuu MIPOEKTOB,
pa3BepThIBAHUI U U3MEHEHUH.

. li]]/IHaH COBbI€ BBITOAbI:

o
o

o

OTIpaB/laHHbBIE MO 3aTpaTaM WHGPACTPYKTypa U YCIIyTH;
npuObIIbHOE TIPeOCTaBIeHU e YCIYT;
CSI, xaK nMpaBuio, UMeeT JOJTOCPOYHbIe (PMHAHCOBLIE BHITO/HI,
Harpumep:
® yMeHbIIIEHHE 3aTpaT Ha peaau3aijiio U3MEeHEeHNH;
N yMeHbIlEHWe HeraTUBHOTO B/WAHWS Ha OusHec B
rpoijecce peanu3aiuu IT-u3smeHeHui;
m ycnyri  OyayT  CIIpOeKTHpPOBaHbI [ JAOCTHXKEHUS
KOHKPETHBIX TpeboBaHUM, HU 00JbIle, HU MEHBbIIIE;
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B yIy4dlieHHe HaOeXHOCTH, AOCTYITHOCTH H
HEeTIpepeIBHOCTH YCJIVT,

u PaCXOAEbl Ha obecrieueHue HEITpepeIBHOCTH IT-
KOMIIOHEHTOB ﬁyﬂyT COM3MepHUMbl C KPHUTHUYHOCTBH
6H3HEC-HPOL{ECCOB, KOTOPbIE€ OHH MMOOAEPKHUBAIOT,

B yny4dllleHHOe pacripejejleHue U HCII0Jb30BaHM e PeCcypCoB.

¢ MHHOBALIMOHHBIE BBITOAbI

o]

o

yeTKoe MOHWMaHue TpeboBaHUUl OW3Heca obecrmeuuT TO, UTO
ycyru OyayT yCIemHo Mo epKUBaTh OU3HeC-TpoL[ecchl;
yAydIlleHH e Ka4ecTBa WHGOPMAaILMH O COCTOSIHUH YCITYT;
yBenuueHue rubkoctH OW3Heca 3a CUeT  YIY4YIIEHHOTO
nonumManus ponu IT B mogaepxke busHeca;

yBeTMueHue THOKOCTH U aJai TUBHOCTH YC/TYT;

yBeIMUeHHe  CrocoOHOCTH  OLICTPO  HaXOAWTh  HOBBIE
HarpaB/ieHus, OOHApy)KHWBATh W3MEHEHHSI B OKPYKEHUH
Ou3Heca ¥ aJalITHPOBATLCS K HUM;

yBeTMUYEeHHEe YBEPEeHHOCTH OH3Heca B IOCTABIIMKE YCIIYL

® BHyTpPeHHUe Bbirojsl IT-opranu3sanuu

[=3

o © 0 ©

yAydllleHHbIe MeTPUKA U (OPMHPOBaHHWE YIpPaBIeHUYECKUX
OTYeTOB;

BbIDABHHMBaHUE CTPYKTYpPbl 3aTpaT B  COOTBETCTBUM C
notrpedHoOCTsIMU OU3Heca;

yAyullleHue KauecTBa WH(OPMAlLMKU OTHOCUTENBHO TeKYIIero
COCTOSIHUSL yC/IYyT W O TOM, [[e W3MeHeHUs TIPUHeCYT
HaubOMBILYIO BBITOAY;

yIydlieHHbIe CBS3U, KOMaHAHas paboTa v "B3aMMOAKTUBHOCTH'
IT u 3aKa3yUKOB;

noBbiieHue 3¢gdekTuBHOCTH paboThl MepcoHana;

yBenuueHue 3QeKTUBHOCTH TIPOL|eCCOB;

YeTKO OTpe/ie/leHHble PO/ U OTBETCTBEHHOCTH;

yeTKOe TOHMMaHMWe TeKyLMX Bo3MoykHocTedl IT u moreHnuana
yCayr;

CSI  npoueaypbl  CHOKyCMpPOBaHBI ~HAa  OCYIECTBJIEHUH
WHKDPEMEHTA/IbHBIX U 3HAUUTE/TbHBIX YIYUIIeHUI KaK YCIyT, TakK U
MpPOL|eCCOB yIpaBJIeHHs yC/yramMu;

CTPYKTYPUPOBAHHBINA TMOAX0[ K YIPaBJAeHUK [JAaHHBIMH, HX
npeobpa3oBaHu0 B MHGOPMALIUIO U 3HAHUS, KOTOPBIH B UTOTE
MO3BOJUT MOJYYUTh OMbIT [Jis BbISBIEHUS BO3MOXKHOCTEH MO

VIyULIeHUIO YCIYT;

318



J.A. CKpPHITHHK ITIL. IT Service Management no cmandapmam V3.1

© ONTUMH3AI[US UCTI0/Ib30BaHUS PECypCOB;

© 3HaHWS O TOM, KaKWe WHCTPYMEHTBI W PeCypChbl HeoOXoaumbl st
nopaepxu CSI;
yyurieHrue HH(opMaIuu 0 TeKYIeM COCTOSSHUU YCTYT;
yiydileHue MOTUBALIUY TIepCoHara;
DoJiee MPOAKTUBHOE Pa3BePTLIBAHUE U YIYUIIEHUE TeXHOJIOTHA
U YCJIVT;

O YCJYTA U CUCTEMBI POEKTUPYIOTCA IS JOCTUXKeHUS peanbHBIX
Ou3Hec-11e/1eii B yCTAaHOBJIEHHbBIE CPOKH;

O yiyullleHWe  yhpaBjieHUs TMOCTaBUMKAMHM W  YIydllleHUue
MPOU3BOAUTENBHOCTU MOCTABIMKOB;

© yMEHBIIIPHWE C/Iy4aeB HEBbIMOJHEHUs 00s3aTenbCTB 10
COI/allleHUSM, JOTOBOpPaM U T.I1.;

© yjydlieHue B3aMMOOTHOIIIeHUH ¢ 6uzHecom[18].

Jlrobas nporpamMma no WIYUIIeH U0 Jo/mKHA TepuoguUecKu
nepeoleHUBaThCA ¢ oMol ROT unu VOI.

HOnsi Ttoro uytobbl CSI OB yCHeNHBIM, OY€Hb BAa)KHO OCYIIECTBJISATh
WIYUIlIeHUsI Ha BCeX 3Tarnax XU3HeHHOoro nukna ycnyr. Hanpumep, ecnu CSI
CKOHLIETPUPYETCS TOJBKO Ha YIyYlleHWH HeroCpeACTBeHHOM JKCITyaTaluu
YC/IyT, B UTOTE ero ycrmex OymeT KpaliHe OTrpaHHMuUeHHBIM. JDTO Kak cOMBaThb
TeMIreparypy Ipu TPOCTyae, BMECTO TOro, 4ToObl /IeyuTh camy OOse3Hb.
Eciu CSI Oygmer pgelicTBOBaTh TOMBKO B OTHOIIEHWH OMEpPaljMOHHBIX
npobsieM, dakTruecku, oH OymeT u30aBAATH OT CUMIITOMOB, BMECTO TOTO,
uyToOBI pemaTs npobseMsbl, UX mopoaueimMe. bonbumHCTBO pobiem GepyT
Hauano Ha 9Tanax [loctpoenus crtpaternu u [lpoekTMpoBaHUM YCIYL
Wmenno mostomy CSI J0/KeH pacCMaTpUBaTh JKHU3HEHHBIN MK YC/IYT B
uenom. PaccmoTpum B3aumocBsA3bs CSI ¢ ApyruMuU 3TamaMy >KH3HEHHOTO
LMKJ/Ia:

e [locTpoeHWe CTpaTeruud TmpegHa3sHaueHO i  (QOPMUPOBAHUSA
CTpPaTernyeckoro IoAxo4a OpraHv3aluy, CTaHJapTOB W IOJIMTHK,
KOTOpble  OyIyT  WCIONB30BAHBI [ TPOEKTUPOBAHUS U
npejocTaBaeHusl yeIyr. Bo3MOXXKHOCTH /71 yIyullleHUsl Ha 3TOM 3Tare
MOTYT TIOSIBUTLCS, TIpeXxAe Bcero, Omarogapsi BHemHuM (akTopam,
HanpuMep, U3MeHeHUI0 TpeOOBaHUU PeryIsiTOpoOB, HOBBIM CTPaTerusimM
MOMIOMIEHUM WM  HM3MEHEeHUSIMU B TeXHONOrusix. VICTOUHUKOM
UHbOPMALIUK Ui YAYYIIeHUsT MOXKeT Takke TMOCIYKUTh oOpaTHas
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CB#I3b C IPYTUMH 3TarlaMu )KU3HEHHOTO LIMK/Ia YCIYL

e [IpoexTMpoBaHHWe YyCIAyr TIpeJHa3’HayeHO [ CO3[aHusd WM
W3MEHeHUs YCIYT U apXUTeKTYPbl UH(OPACTPYKTYPhI B COOTBETCTBUU C
norpebHocTamMu Ou3Heca. [IpoekTpoBaHue ycayr TpaHc(opMmupyeT
pelleHUsi TMEpPBOro 9JTarna B MpejocTaBiseMble ycayru. HoBbie
CTpaTeruy, apXATEKTYpPhl, TOJUTUKH U TpebopaHus OW3HEca MOTYT
CTaTh JpaiBepaMu st uHuuanu3aquu CSI Ha 3ToM 3Tare.

e BueapeHue YCIyr yripaBiasieT rnepefiauell yCIyr B TMPOMBIIUIEHHYIO
sKcnyatanuio. KnwoueBbIiMH TpoljeccaMM 3TOTO 3Tana SBASHOTCS
YrpaBneHue U3MEHEHHSMU U YpaBieHue KOHQUTyparjusiMu.
Bo3MOXXHOCTH [/1s1 YIyULIeHUI TIOSIBISIFOTCSA TPU BHEJPEHUM HOBBIX
CTpaTeruii v Au3ailHOB.

® DKCrlyaTallus YCAyr yIpaB/sieT e)XeAHeBHOW JKCIuTyaTaljuei yCiiyrL
OTan OTBETCTBEHEH 3a MOHUTOPUHT U (DOPMHUPOBaHHE OTUETHOCTHU
OTHOCUTENTBLHO MCIOAb30BaHusa yciayr. Ha ocHoBe cdopmupoBaHHOM
“HGOPMAI[UKA BBIHOCATCS PEIlleHHs 0 HeoOXOJUMOCTHU TeX WJIA MHBIX
YIyJIIeH Ui,

Ha puc. 14.3 noka3ana unterpaius CSI B )XKU3HEHHBIH UK/ YCIYTL.

ObpatHaa
cBAlb

ObpaTthan
cBAIL

CQBparHas
CAATL

OBpaTtHan
cBAIL

Puc. 14.3. CSI v )XW3HEHHBIN LUK/ YCJIYT
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HO,I[BO,I[H HTOT MOXHO CKd3dTb, UHTO BO3MOXKHOCTH OJ/I4 YIYUIIEHUA YC/IYT eCTh
BCerja W OpraHM3dljH¥d He HYXHO X[OdTb, IIOKAd YC/IYIH TIIOCTYIIAT B
I[MPOMBILIVTEHHYH 3KCIT/IyaTdallu0.

To ecTe KaXAplil >KU3HEHHBIH LUK TpefocTap/sieT WHGOpMaLUIO AJis
CleAyIOIIero >KM3HeHHOTo 1[uKa. To »ke camoe fgeicTByeT B OTHOIeHUU CSI.

Hnst Toro uto6e! 6b1TE 3ddekTHBHBIM, CSI 10KEH UMETh OTKPBITYIO U, UTO
HeMaJ0Ba)XHO, YeCTHyH obpaTHyioo cBs3b ¢ mnepcoHanoMm IT. Ompocsl u
0030pBI MOTYT MOCITY)KUThL XOPOIIMMH criocobamu st cbopa uHdbopmaiuu o
TOM, YTO JeMCTBUTE/NLHO MOJYYUJIOCH OT peanu3alliyd TOro0 WA HHOTO
ynyulieHus. VIcrnonb30BaHMe BBIXOJOB pa3/IMUHBIX MPOLIECCOB B paMKax
ITSM mo3eonuT chOPMHUPOBATH 1[€JIOCTHBIA B3I/ HA MPOEKTUPOBAHUE U
SKCILTyaTanuio yoayr OTa uH@opmauus B KOMOMHAMM C HOBBIMU
TpeboBaHuaMH OHM3Heca, TeXHONOTUSIMH, BO3MOXKHOCTAMHU IT, BrompkeToM U
TpeboBaHusMHU perynaTopoB Oynet Heobxoguma CSI ans onpegeneHus TOro,
YTO UMEHHO HeoOXO[UMO YIyUllMTh U Kak 3T0 caenatb. Cam no cebe CSI He
CMOJKeT J[OCTHYb 3HAYUTENbHBIX pe3yIbTaToB 0e3 aKTUBHOIO y4yacTUs
nepcoHana ¢ Apyrux 3TanoB )KUM3HEHHOro LMKia. [lJis 1[eJI0OCTHOTO NMojgxoja K
YIYUIlIeHHIO yC/Iyr HeoOXoquMOo BHe/IPSATh HHUILIMATUBLI U JesTeslbHOCTH CSI
B Ka)K[bI{ ITal KU3HEHHOTO LMK/,

14.2. OCHOBHBIE NPUHLUIIBI HEIPEPLIBHOTO YIyUILIeHUs
ycayr

YnyuuieHue ycnayr npejHasHayeHO [/ yBeIUUY€HUs Pe3ylsTaTUBHOCTH U
3(heKTUBHOCTH W CHWKEHMS 3aTpaT Ha YCIYTH U TOAJAEepP)KUBAOLMe HX

npoueccel ITSM. B 3TOll neKIju Mbl PaCcCMOTPUM OCHOBHBIE TPUHIUATIHI
CSL

1. CSIu u3mMeHeHUe OpraHH3al[uU

CSI B obumem cnyuae $B/SeTCS uacTel0 IobanbHOrO Mporecca,
koTopelii B nybOnukanusx ITIL  HassiBaeTcss  "U3MeHeHUEM
opranusauuu". JIto6oe u3MeHeHHe OPraHU3alUK ABMSETCS 3aTPAaTHBIM
¥ TPYAHBIM MPOLIeCCOM, BCTPeUYalOLMM Ha CBOEM IYTH MHOXECTBO
npobiem. OcHOBHas mnpobriemMa, Kak MPaBUJIO, CBsi3aHa C JIIOABMH,
KOTOpble He /0aT u3MeHeHus. V3veHeHuss B 00uwem ciayuae
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3aCTaBJISIOT TTEPCOHA OTKA3bIBAThCS OT MPUBBIUHBIX MPAKTUK PabOTEI.
ITSM po/mKeH [AOHeCTH [0 KaKA0To COTPYAHHMKA HeoO0XoauMOCThb
HW3MeHeHHA U ero MOTeHL|Ua/IbHYIO0 BLITOAY.

2. BnapeHue U yripaBieHUe

[TpuHUUN BIajeHUs 3aK/II0YAETCS B TOM, YTO Uit M000T0 ynydlneHus
HeoOXoQMM uUenoOBeK, KOTOPeIA Oyger UM 'Bragets'. OTa posb
HasbiBaeTcad MeHepkep CSI. Menemxep CSI OTBeTCTBEHEH 3a TO, UTO
s peanu3alMd  yIydileHWus OygyT MCMOMb30BaHBl Jydlle U
Haubosiee onTuManbHbIe moaxoabl. Brmagener; CSI oTBeTCTBEH 3a
YCIIEeLIHOCTb peanu3aluu YIydllleHUW B paMKax opraHu3anuu. Takoe
pacmpezieieHue poJjiell MO3BOJUT He TPOCTO HCIIO0JIb30BAaTh JIyUlle
TPakTUKK, HO M TapaHTUPOBAaTb, UTO OHU MOTYT OBITH YCIIEIIHO
BHE/IPEHbI C Y4eTOM UMEHIUXCs PeCypCoB.

3. Omnpepnenenuie posien

Ponmu MOXHO pa3genuTe Ha [Be TPYOIBl - POJH, CBSI3aHHBIE C
TIPOMBINUIEHHON 3KCIUTyaTaliied yCIy, W pOJM, CBfI3aHHBIE C
NpoekTHpoBaHueM yciayn. Posiu, cBsi3aHHbIe C 9IKCIIyaTallued,
peanmu3yoT CSI B kadecTBe crmocoba AanbHeHIero CyuiecTBOBaHMUS.
Opyrumu  cjioBaMHM, OHH  pemEaiT  MpobsieMbl, MOCTOSIHHO
BO3HUKAWIIMe TIPU JKCIUTyatayuu yoiayr. Posu, cBsizaHHbIE C
TIPOEKTHPOBAHUEM YCJIYT, UCIIOIB3YIOT Oosee KnacCMyeckuil Moaxos K
peamm3anuu CSI mocpeacTBOM MporpaMM U npoekToB. Kak mpaBuio,
Crola OTHOCSITCSL PO/M, 3aHUMAIIMe BepXHHEe CTYIeHU Hepapxvuu B
TIPOEKTHPOBAHUHU U AJANTAL[UU YCIIYT U MIPOLeCCOB.

4. BHyTpeHHUE U BHEIIHHUE JAPaiBepsbl

[paiiBepbl sl YIy4lleHUsl YCJAYT MOXKHO pasZie/IuTh Ha BHEIIHUE U
BHyTpeHHHe. K BHemHUM, HampuMep, OTHOCATCS TpeboBaHUS
PeryiaTopoB, 3akOHOAATEeNbCTBA, BHEIIHUX 3aKa3uMKOB M YCIOBUSA
peiHKa. K BHYTPEHHUM MOJKHO OTHECTH OCODEHHOCTH KOHKPETHOU
OpraHu3aluu, ee  CTpaTerMio, BO3MOXHOCTH,  CIOCOOHOCTB
aZlanTUPOBAThbCs K U3MeHeHUsM U T.n. [Ipy 3TOM paccmoTpeHHbIe
aCTeKTbl MOTyT He TOJBKO CHOCOOCTBOBAThL WIYUIIEHWIO, HO U
TIPenATCTBOBATEL €MY.
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5. ¥YnpaBnenue yporHem ycayr (SLM). SLM sBnseTcd CBA3YIOLIMM
3BeHOM Mexay OusHecoM M mocTaBUMKOM ycayr, u CSI pomkeH
TIPUHKMATh eT0 U COOTBETCTBOBATL eMYy.
6. Hukn JemMuHra

Ilukn emunra, 6onee ussectHoii Kak PDCA ("Plan-Do-Check-Act"),
npejicTaByisieT Co00M  IUKIMUYECKM TMOBTOPSIIOUMUICST  MPOL[ecC
TIPUHATHS PellieHH.

Metogonoruss PDCA mipegcraBnsieT co00# TIPOCTEMIMI anrOpPUTM
OeMCTBUM PYKOBOJUTEJISE TIO YIIPAB/IEHUIO MPOLECCOM U JOCTHXKEHUI0
ero 1enei. [{ukn ynpaenenus BKitouaeT B cebs 4 stamna:

o [lnaHupoBaHue - yCTaHOBJeHUE 1eledl U  TIPOLeCcCoB,
HeOoOXOUMBIX [ JOCTHXKeHHsI 1ie/iel, MIaHupoBaHue paboT o
JOCTHIKEHUIO 1]efieid poljecca v yaoBleTBOpeHus moTpebuTens,
NJIAaHUPOBAHUE BBIJIEIEHUSI U pacrpefieieHus: HeoOXoquMbIX
pecypcos.

BrimosiHeHuUe - BBITIOJIHEHUE 3allJIAHMPOBAaHHBIX paboT.
[MpoBepka - cObop uwH(opMaLMKU W KOHTPOJb pe3yibrata Ha
OCHOBe KmOueBbIX ToKaszarened sddextuBHoctu  (KPI),
MOJTYUUBILIETOCS B XOZie BBHITIOJIHEHHS TIPOLjecca, BBISBICHUE U
aHanu3 OTKIOHeHUH, YCTAaHOBJIEHHe TIPUYNH OTK/IOHEHUH.

o KoppekTUpOBKAa - TPUHATHE Mep M0 YCTPAaHEHWIO TPUUUH
OTKIOHEHUI OT 3alyIaHUPOBAHHOTO pe3ylbTaTa, W3MEeHeHUS B
NJIaHUPOBAHUHU U pacripefieieHuy pecypCoB.
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A

1 - MnaHvpoBaHKe

2 - BeinonHeHwe

E 3 - MNpoeepka
(=]
5 4 - KoppekTvpoBKa
o
™
o
T
1]
I
o
= AhhekTHEHDE
> YIS LIEH e KEHECTRA
Cpasiesve ¢ G308 bW
COCTOAHWERM
o
g
Bpems

Puc. 14.4. lukn [lemunra
7. W3mepeHue

KoHujenuusi u3MepeHusi pe3yabTaTa SBAsSeTCs  (PyHAaMeHTaabHOM
ocHoBo# CSI.[15151 TOTO, 4TOOBI U3MEPUTH YCIIEIHOCTh TOTO WJIK UHOTO
ynyutienus, ITIL BBoguT moHsTue 0a3oBoe cocrosinue (baseline).
ba3oBoe cocTosiHMe SBASIeTCSI OTIIPABHOM TOUKOW [jIsi M3MEpeHUs
3bdexra ot peanusanuu [Inana ymyumenuss ycnyr. Ecmu 6a3oBoe
cocTosiHMe He Obl7I0 ompefeneHO W3HaYaJbHO, UM CTaHOBMUTCS
COCTOSIHME MepPBOro 3aMepa Mpu peanu3aluu YIyullleHus..

Cy1ecTByeT yeTblpe IIPUYUHBI /1 U3MEepPeHUsd U MOHUTOPUHTA:

© N/ TPOBEPKUM - M3MepeHHe U MOHUTOPHUHI IpOBepseT
NIPUHATBIE PeIIeHUS;

© [/ HamlpaBJ/IeHUsl - W3MepeHHue U MOHUTOPHUHT OMpejesstoT
HampaB/ieHue  JAMbHeMIIMX  JeHCTBUN [y JOCTHXKEeHUS
YCTaHOBJ/IEHHBIX Lie/1eit;

© nns obOCHOBaHWS - HM3MepeHHe U MOHUTOPHUHT I[103BOJISIOT
co3zaTb 000CHOBaHME TeX WM HUHBIX AeHCTBUH, TOCTPOEHHOe
Ha peasbHbIX [JaHHbIX;

© /s BCTYIUIEHMsI - H3MepeHHe W MOHUTOPUHI MO3BOJIAKT

ompejeNuTb TOUKA, B KOTOPBIX HeOOXOJUMO OCYLeCTBUTH
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KOPpPEeKIHI WJIH H3MEHEeHHUA.

CSI vcrionb3yeT mporecc U3 7 maros, peACcTaB/IeHHbIN Ha puc. 14.5.

VeTaHaBnMBaTe: b I -
Dbwywo Uene ] )

Crpatemo s B il
TaKTHMEckre LENM I A o8

OnepayMoHHEE Lenu

N

7. Peanuaaums

KOP PEKTHPYI0 LUEro
AeicTens

T

6. Npegocraenexme 1
WCNONbLIOBAHWE

whhopmaynn

2. OnNpenenuTs, 4YTo
MORHO MIMEPNTE

v

3. CBop gaHHLIxX
{Kra?Uro?Horaa?)

5 AHEMNS AEHHBIX

{CeAau? TpaHas? 4. O6paBoTka AaHHLIX |
CooTeeTcTEHS (HYacrora?Popmat?
nnaHam?JocTnmseHne Cuctema®TownocTs?)
uenei? KoppekTuposka?

Puc. 14.5. Tlponecc HernpepbIBHOTO YIyUllleHUs1 yCJIYT
PaccmoTpuM nipefcTaBieHHbIe Ha puc. 14.5 maru:

© ompejenuTb TO, YTO HeoOXOAUMO H3MepUTh. JTa WHGopMaLus
ompegensiercs Ha 9rTanax [locTtpoeHus  cTpaternu u
[MpoexkrupoBanuu ycayr. CSI HauMHaeT CBOM IJUK/I OT BOMpoOca
'"Tme mbI ceituac?"

© ompejenuTb TO, YTO MOXKHO H3MEPUTh. IJTH [eATeNbHOCTU
oTHOCcsATC K Bompocy 'Tme mbl xoTum ObITE".CSI HaxoguT
BO3MOXXHOCTH [/ YAy4llleHWsl MOCPeACTBOM aHasau3a HOBBIX
TpeboBanuii Ou3Heca, Bo3mokHocTedd IT U JOCTymHBIX
(huHaHCOBBIX cpeacTB. B To ke Bpemsi CSI oTBeuaeT Ha BOIIPOC
"Kak nam monacts Tyma?"

o cbop gaHHbIX. YTOOBI OTBETUTH Ha Bompoc "Mbl nonanu Tyna?"
CSI ¢ nomoupw 3Tana OIKCIUIyaTallid [OJDKeH cobupatb
JlaHHBbIe.

o obpaboTrka gaHHbIX. /laHHBIe 00pabaThIBalOTCSA B COOTBETCTBUM
C Ompe/leIeHHBIMU KPUTHUUECKUMU (aKTOpaMu ycmexa u

KMHYEeBbIMH TI0Kd34dTe/qsAMKU IIPOM3BOAWUTE/IBHOCTH. Kmrouesoii
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LJeJIbI0  JAHHOTO 3Tamna sBjseTcss o0beMHEeHWe [aHHBIX OT
pa3po3HeHHBIX MCTOYHUKOB B eJUHOE IieJloe U IMOCTpOeHHue
1[]eJIOCTHOM KapTUHBI TEKYIIeH CUTYaLlUu.

o aHanM3 JaHHbIX. Ha 3TOM »3Tame [JaHHbIE CTaHOBATCA
uHbopMaliMeid, C TIOMOLBI  KOTOPOW  OMpeJensiioTCs
HalpaBJ/IeHWS  pasBUTUA YOIy, BCe  HECOBMNAaJeHHA C
YCTaHOBJ/ICHHBIMU TPeOOBaHUSIMU U BMSHUE YCIyT Ha Ou3Hec.

© ucrnonb3oBaHue WHpopManuu. Ha s3tom mare dQopmupyetcs
oTBeT Ha Bornpoc "Msl nonanu Tyaa?". OTBeT nepefaeTcsi BCemM
3aMHTEPecOBAaHHBIM JIMI[aM U [03BOJsSeT UM CHOpPMHPOBAThH
BBIBOZBI 00 YCITEIHOCTH YIyYIIeHHU .

© KoppekTupywoupe geictBus. C MOMOIIBI TPeAbIIYIMX 3TAlOB
MeHe/)Kepbl HaXo[aT Mpobiembl U MPeANPUHUMAIOT JeiCTBUS
10 UX YCTPaHEeHHUIO.

OnucaHHBIN TIpOLIecC sBseTCs HuKIMueckuMm. [Tocne ero 3apepiieHus
opraHu3auusi ¢GopmupyeT HOBOe 0a30Boe COCTOsIHHME, U IL[UKI
HAYMHAeTCA 3aHOBO.

7 1waroB QakTUUeCKd TPeACTAB/SIOT Tpouecc TpaHcdopMauuu
JAHHBIX B OMbIT. He cTOMT myraTh MOHATUS JaHHbIe, WH(OpMalius,
3HAHUSA U OMBbIT.

laHHbIe onpeie/ieHbl Kak Yhciia, OyKBbI, KADTUHKA U T.I. OHU Kak Obl
orobpakaioT GakTel, B TO BpeMs Kak wuH(OpMalHs sIBISETCS
CTPYKTYDUPOBAHHBIMU W TIPOAHA/JW3MPOBAaHHBLIMU  JaHHBIMH.
WUudopmatiusi ornpeiensieTcsi Kak MPUHATOE U TOHATOE CoobIieHue.
3To maHHBIE 0 aKTax, HA OCHOBAHUU KOTOPBIX MOXET ObITb TIPUHSTO
pemenue. Harpumep, Bol TOBOpHTE TOMBKO Ha PYCCKOM s3bIKe, a Bam
TpUC/IaTyd MUCBMO Ha KuTalickom. OHO comepKuT B cebe gaHHBbIe, HO
ans Bac oHu He ABAsTOTCA WHGOpPMalMel, Tak KaKk UX HEBO3MOXKHO
MOHATh. Bbl MoOXeTe 00paTUTLCS K TMEPEeBOJYMKY W TIPOUYMTATh
coobireHre - TO ecThb JaHHbIe CTaHYT WH(OpMal[iell ocae epeBoja,
TO ecTb 00paboTKu ¥ aHanMM3a.

3HaHUs MOTYT OBITH OMnpejiesieHbl Kak MH(OpMaLjisi B COBOKYITHOCTH C
OMBbITOM, HHTepIipeTaliiedl M KOHTEKCTOM HCIIO/Ib30BaHUS. OMNbIT
npeficTas/sieT coboi crnocobHOCTh MPUHUMATH B3BelIeHHbIe PelleHusl.
OH onupaeTcs Ha UCTIOIL30BAHUE JOCTYITHBIX 3HAaHUH.
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8. ¥YmpaBneHue 3HaHUAMU

B npeapigynix JIeKIMAX Mbl yKe paccMaTpuBanu monenb DIKW. B
koHTekcTe CSI oHa mpuHuMaeT ocoboe 3HaueHue. JlaHHBIE JO/HKHBI
cobupaTbCsi Ha KaXA0M 3Tarie, 4ToObl 3aTeM TpaHCHOPMHUPOBATHCS B
3HaHUS W ONBIT, KOTOphle MO3BONAAT CSI ObITh 3¢hdeKTUBHBIM B
JlaTbH e IIeM.

9. 3aduKcUpOBaHHBIE COCTOSHUS

3adukcupoBanHoe coctosHue (Benchmark) - cocrosHue uero-mu6o,
3aUKCHPOBAHHOE  Ha  OMpEeJeJeHHbI  MOMEHT  BPEMEHH.
3aduMKCcUpOBaHHOE  COCTOSIHME  MOXeT  ObITh  CO37jaHO  [jIs
KOHbUTYpalui, poiecca uau awboro apyroro Habopa gaHHbIX[1]. B
KoHTeKcTe CSI 0HO UCTOJB3yeTCs Ay GUKCAL[UU TEKYIIeTo COCTOSTHUS
U yIIpaBJIeHUsl YIYUIIeH USIMHU.

CpaBHeHUe COCTOSTHUM (Benchmarking) - CpaBHEHHE
3aMKCHPOBAHHOTO COCTOSIHUS C Da30BBIM COCTOSTHUEM WM C JIydilei
npakTukoi. TepMUH cpaBHeHUEe COCTOSIHUM TAaKKe HUCIO/b3YeTCs B
C/IeAVIOILeM CMbICTE - CO3/lJaHue Ccepur 3aMKCUPOBAHHBIX COCTOSTHUH
B TEUEHUU OMpeJIeJIeHHOr0 OTpe3ka BpPEeMeHM U CpaBHEHHe
MOJIyUEHHBIX Pe3yIbTaTOB /UIsl OLIeHKU Nporpecca UM ynyuiieHusi[1].

CpaBHeHHMe COCTOSIHWHM, TI0 CYyTH, SIBJISeTCS CTPaTerdHyecKuM
nporjeccom. OpraHu3aiui CPaBHUBAKOT Pa3TMUHBIE ACIIEKThl CBOEH
JesTe/IbBHOCTH C JIYUIIIMMU MTPakTUKaMu obyactu, B KoTopoi paboTaror,
¥ ULIYT NyTU N0 UX NpUMeHeHUI0. biarogaps sTomy mpoteccy, OHU
GOpMHUDYIOT OLIEHKY COCTOSIHUS KauecTBa W TPOU3BOJUTETbHOCTH
cBoeii paboThbl B CpPABHEHHWU C KOHKYPEHTAMH U B3IVIAJaMU 3aKa3UMKOB.
Ecnu cpaBHeHHe COCTOSIHUM TOy4aeT HEraTUBHBIA pe3ynsTaT Ha
BBIXOZle, OpraHv3aluu HeoOXoAMMO TIPpeATIPUHSATL [eUCTBUSA TI0
WVIYUIIEHUI0 CBOeH [edaTeTbHOCTH. Pe3ynkraTel cpaBHEHUS COCTOSTHUN
JNOJDKHBI YeTKO OMNpefleliTh BCe HEeCOOTBETCTBUS, PaCXOXKIeHUS U
PUCKM, CBSI3aHHbIE C HUMM.

CpaBHeHHMe COCTOSHUM 3a4acTyi) eJAUHCTBEHHBIM MYTh AJjs TOTO,

yToOBI "OTKPBLITH' OpraHu3aliiil0 Ha W3MEHEeHWSs, WCIO0Ib30BaHUe

HOBBIX METOOB W TeXHOJIOTHMH, KOTOpble TI03BOJIAT TOBBICUTh

3(hdeKTUBHOCTE M Pe3yIbTaTUBHOCThL [IeSTeIbHOCTH OpraHu3aluu.
327




J.A. CKpPHITHHK ITIL. IT Service Management no cmandapmam V3.1
ITponjecc no3Bo/seT pa3pylMTh CONIPOTUB/IEHHE W3MEHEHUAM IyTeM
JeMOHCTPALlMA HOBBIX METO/OB pelleHus rpobyseM. 3TO TeXHUKA [JIs1
VIyUlleHUs TIPOM3BOAUTENBLHOCTH OpraHu3auuv B 1enoM. OHa
WCTMOJIb3YeTCs 15 CPaBHEHUs] TPOU3BOAUTENBHOCTEH OpraHu3anui
WM Pa3IMYHBbIX OpraHU3alMOHHBIX eJWHUL] B paMKax OJAHOU
opranu3auuu. ITIL omnpepensier cpaBHeHHe COCTOSIHUM Kak '"MeTof
TIOMCKA JIYULINX MIPaKTHK obmacru, BeLyLLUX B
CBepPXITIPOU3BOAUTE/ILHOCTH ",
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[Tpouecckl B paMkax HerpepbiBHOTO y/yullleHUs YCTyT

[Tpouecchr U pedarenbHOCTH B paMkax HempepwiBHOrO ynyumeHus yciayr. B
MKMW TakKe pacCMaTpuUBaeTCsl CBSI3b HempepbIBHOIO ynyulleHUs YCIyT C
JPYTMMH 3Taramu >XKU3HEHHOTO LIUK/Ia YCIIYL

15.1. 7-11aroBbIi IpoLeCC YAy4IlIeHUsT

Mebl yKe pacCcMaTpUBa/Jd OCHOBHBIE IIATH 3TOTO TMPOLIeCCa YIYYIIeHWUS B
npeabIAyiel nekiuu. B 3Tol ek Mbl PACCMOTPUM €ro bomee AeTaabHO

(puc. 15.1).

Yeranaennears:
ObWwyH Lens
CTpaTern
TakTryeckne uenw
OnepaunmoHHBIE LENKM

1. OnpeaenuTs, 4TO
HEOBXOAMMO MIMEPUTE

.

2. OnpefenuTh, 4To
MIONH O UIMEPUTE

¥

3. CBop AaHHLIx
(KTo?4To?Koraa?)

7. Peanqzauma
KOpPEeRTPYIOWEro
nedcTens

T

6. MpegocTasnequwe 1
HCNoNELE30BaHMe
WHDOPMALMA

5. AHanu3 fAaHHLI

(CBA3N?TpeHom? 4, OBpaboTka OAHHBLIX
CooTeeTCTBUE (YacToTa?®opmaT?
nnaHam?0ocTikeHne Cuctema?TouHacTh?)
usnei?KoppekTuposka?

Puc. 15.1. 7-1aroBbIi MpoLeCC YIyUIleHUst

laru 1 u 2 UUKIAYECKH TOBTOPSIIOTCS M TECHO CBS3aHBI  CO
CTPAaTeTUUECKUMH,  TAaKTUUECKUMM U OMEpPalMOHHBIMU  3aJadyaMu
opranu3zaiuu. J[ns  MOAJEPKKA  [1eATeJIbHOCTeH 10  YIYYLIeHUIO,
OopraHu3aliusi MO>KeT 3aKa3aTb U BHEPUTh HOBYIHO TE€XHOJIOTHIO MO cBopy u
00paboTke JaHHBIX U/IM HAHSTH MEPCOHAN C HeoOXo[UMOU KBanuuKaljueil.
OpraHuzanus 4Yacto mpeHeOperaetT TmMepBBIMM IIaraMM HU3-3a Ppsija
O O0YHBIX YTBEPIKJeHUM:

329



J.A. CKpPHITHHK ITIL. IT Service Management no cmandapmam V3.1

e [Ipouecc ynyulleHWsi He BKIOYaeT 3TH ward. Ha mpakTuke yacto

HAUMHAKT cobupars JaHHbIe 0e3 UeTKOro NMOHUMAaHMWS, YTO UMEHHO
JO/DKHO coBUpaThes U 3a4eM.

e [T 3Haer myullle, UTO HY)KHO 3aKa3uMKaM. DTO yTBepXKJeHUe SB/SeTCs
oumOOYHBIM, TaK KaK UMEHHO 3aKa3YMKW [I0/DKHBI OMpeJensiTs, UTO
WMEHHO HY)XHO HU3MepsATb U [/ uero. [lake mpu ycJIOBUM Ha/lIU4UsA
SLA B HeM MOTYT ObITH YCTAHOBJIEHBI HEeJJOCTH)KUMbIe TpebOBaHUS 110
W3MEpPeHUI U  OTUeTHOCTH, UTO HEeMHHyeMO TIpUBefleT K
HeYOB/IeTBOPEHHOCTH 3aKa3uHKOB.

¢ VIHCTpYMEHTBHI W3MepeHHsl [JOCTaTOYHO CJIOKHBI U MOTyT cobupartb
naHHble B OeckoHeuHOM MHOXKecTBe Touek. Yacto IT opranusanuu
C/IMIIKOM TIOJIAaralOTCs Ha aBTOMATH3UPOBaHHBIE YCTpoicTBa cbopa
JMAHHBIX, OIMOOYHO TIpeArosarasi, 4ToO OHW J0CTATOUYHO "yMHBI" AJIsi
TOTO0, UTOOBI KOPPEKTHO OTpe/esiTh TOUKH U3MepeHU .

PaccmoTpuM 7 maroe npoijecca ymydmieHus.
[Iar 1 - OnpeaenuTs TO, YTO HEOOXOAUMO U3MEPHUTh

[lar 1 npepacraBnsier co60il AMANOr MEXJY MOCTAaBUMKOM U 3aKa3uMKaMH,
KOTOpbI MO03BONUT wu30exaTh pasHoriacuii B Oyaymem. 37ech OHH
[IOTOBApUBAIOTCSA O 11eJIsIX U 3a/jauaX, B COOTBETCTBUU C KOTOPBIMU PEIIAeTcs,
uyTo HeoOxoaumo u3MepsTb. CTapTOBOM TOUKOW [1s1 00CYKAEHUs SB/SETCS
Karanor ycayr u TpeboBaHUs YPOBHSI YCJIYT PA3/IMUHBIX 3aKa3uuKOB. 37€Ch
MOCTABIMK YC/IYT Kak Obl roBoput cebe:dto s 6b1 U3Mepsii B UAEATbHOM
mupe? Uto Hanbosee BaxxHo a1 6usHeca?".

Ha pgannom stane HeoOxoguMo 0OBEIMHUTH 11e/IA U 33a4¥ OpPraHU3aLlNU,
yenu u 3a1aun [T, kputnyeckue Qakrope! ycrexa, TpebOBaHUS YPOBHS YCIyT
Y JO/DKHOCTHBIE MHCTPYKL|MU TTepcoHasa.

[Mar 2 - OnpegenuTs TO, YTO MOXXHO U3MEPUTh

Ha npakrtuke Bcerja ecTb OrpaHUYeHUs OTHOCUTENBHO TOrO, 4YTO
[efiCTBUTE/IBHO MOJXKHO H3MepuTb. ECIM 4TO-TO Hemb3s M3MepUThb, 3TO
HeobxoquMo UcKTounThb U3 SLA.

HeobxoaumMo HauaThb C TMOCTPOEHMSI CMUCKA MMEIUMXCS WHCTPYMEHTOB
(MHCTPYMEHTHI yIIpaBJeHUsl YCAyramu, BeJjeHUsi OTUeTHOCTH, MOHUTOPUHTA

U 7p.). JIoMOMHUTE CIIUCOK TeM, YTO MOXKET U3MEPUTh KaXK/blii HHCTPYMEHT
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bes r[[O]'IOJ'[HI‘ITF_'J'I]:»HC]Iui KdCTOMM3allMH H HaCTpOﬁKﬂ. KaCTOMHBaL{Hﬂ 340ecb -
MO,[[HCIJHKEIL[HH B COOTBETCTEHMH C TPEGOBBHHFIMI‘I KOHKPETHOI'O 3dKd34YHKd.
KEICTDMHBBLIHH YCIOXKHAET IIponecc M YBE/HWUMBAET 3d4TPdATEI, IIO03TOMY
MOCTAaBIIMK YCIVT OOJ/IXKE€H CTPEMHUTHCA €€ MUHHUMH3HPOBATD.

[Mar Tpu - CHop gaHHBIX

CbOop [JaHHBIX TIpeArionaraeT HaaUM4yue YCTAaHOBAEHHOTO MeXaHH3Ma
MOHHUTOPWHra B paMkax opraHu3zauud. OH MoxeT OBITB  Kak
aBTOMAaTHUeCKUM, TaK U pYyuHbIM. B koHTekcte CSI ymop B MOHWUTOPHUHTE
no/bKeH ObITh Cle/laH He Ha aKTyaJlbHOM COCTOSIHUM OOBEKTOB, a Ha MOUCKe
MecCT, rae TpelyroTcsl yTydllleHUsl UM Tfie OHW BO3MOXKHBI. [I/1 mofepiKKu
CSI opranu3sanus 1o/mKHa cobupaTh 3HaYeHUS C/IeAYIOIIMX METPUK:

® METPUKM TEXHOJOTUH - ITO TakKMe MeTPUKM TEeXHOJIOTHH U
KOMITOHEHTOB KaK MPOU3BOJUTENEHOCTD, JOCTYITHOCTh U T.1I.

® METPUKM TPOL|eCCOB - 3TH JIaHHbIe cOOUparoTCcs B hopMe KPUTHUECKUX
dakTOpoB ycriexa, K/IOUeBLIX MOKa3aTenei 3(eKTUBHOCTU U APYIUX
MEeTPHK MPOIIeCCOB B paMKaX CepBUC-MeHeKMeHTa. OHU MO3BOSIOT
OTIpeJieNTUTh COCTOSIHUE TIPOI]ecca B LeI0M.

® METPUKM YCITYT - TH METPUKU OTPa)KatOT Pe3y/IkTaT YCIAYT B LIEIOM.

C6op paHHBIX [JO/DKeH ObITh MaKCMMAanbHO CTaHJAPTH30BaH C TOMOIIBIO
MOJIMTHK, TIPABUJI U CTaHAApPTOB. [Ipy MOHUTOpHUHTE 0CODEHHOE BHUMaHUe
cneayeT yAeNATh UCKIHUEHUSIM U TIPeAYTIPEXJEeHUSIM, TaK KaK OHM MOTYT
CTaThb Tpe/iBeCTHUKaMu cbosi paboTtel yciayr. OHM MOTYT MOCTYNaTh Kak OT
aBTOMAaTUUYEeCKMX WHCTPYMEHTOB, TaK U OT JIIOfeH, KOTOPbIe HCIOb3YIOT
ycayrd. Ha puc. 15.2 nnpepcraB/ieHsl NpoLeAypbl B paMKaX MOHUTOPHHTA,
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Puc. 15.2. MoHUuTOpUHT
[Ilar 4 - ObpaboTka JaHHBIX

O6paboTka [JaHHBIX, MO CyTH, TpaHCHOPMHUPYeT UX B WH(OpPMALUIO AJif
nanpHeimero aHanusa. Ha 39To#l craguu (GOpMUPYIOTCS OTUYETBHI, KOTOpbIE
NpeACTaB/siiOT cobpaHHble AaHHbIE B ynoO6HOM [jist Bocmpusitus Buje. Ha
puc. 15.3 u306pakeHbl OCHOBHBIE TIPOLeAYPbl 00pabOTKH JaHHBIX.
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Puc. 15.3. ObpaboTka JaHHBIX
[lar 5 - AHanu3 AaHHBIX

Inst npuHATHS pelieHuil HeobXoAUMOo TPOBeCTH aHau3 COOPaHHBIX JaHHBIX
u uHdopmaluu. Hanpumep, Ha OCHOBé MOHUTOPUHIA YCTAaHOBJIEHO, UTO B
opranu3aiuu Ha 20 MPOLIEHTOB CHU3WIOCh YMC/IO0 OOpalljeHuil B CepBUC-
Jeck. DTO MOXKeT TMPOM30MTHU Mo AByM mnpuuuHaMm. [lepBas - mporecc
Yrpasnienust npo6sieMamu B opraHu3aiuu 3GGeKTUBHO pelaeT npobyieMsl,
U OHU He TIOSBJISIOTCS B JanbHelilieM. BTopasi - cepBuc-geck paboraert
Hea(heKTUBHO, U TepcoHan He oOpallaeTcss B HEro, Tak Kak He TMO/Iydaer
JO/DKHOM  mopgep>kku. Ecnu  obpaboTka mpeBpaier JaHHbe B
uHpopmaluo, TO aHanM3 TipeBpami@er UHGOpPMALMI0 B 3HAHMS,
HeoOXoiMMbIe [/ IPUHSATHUS B3BEILIeHHbIX peleHUui. COOTBETCTBEHHO, /st
aHanM3a JaHHBIX HeoOxomuMma Oonbias KBanmudukalus, yem s ux coopa u
obpaboTku.

B npouecce aHa/iv3a HEOGXD,H,I/IMO OTBETHTBb Ha TdKHe BOIIPOCHI KdK:

® OSKCI/IyaTal sl yCIyr MPOXOAUT B COOTBETCTBUH C TIJIAHOM? DTO MOXKET

ObITb TIPOEKTHBIM TiMaH, (MHAHCOBBIM MIaH, TMJaH YIpPaB/JIeHUS

MOLHOCTSIMH, JOCTYITHOCTBI) W/IM HENPepbIBHOCTLIO.

1enu, onpejeneHHsie B SLA unu KaTanore yciyr, JOCTUTHYTHI?

eCTb JIU CTPYKTYPHBIE MPOOIeMbI?

eCTb 1M HeoOX0JUMOCTh B KOPPEKTUPYIOLMX el CTBUIX?

MO)KHO JIM BBIJIeTUTh Kakue-TO HarpaieHUsi? OHU MOJ0XKUTe/NIbHbIe

WU OTpULjaTenbHbIe?

¢ 4yTO JABWXKET HanpaB/JeHUAMH WIU TopoxiaeT ux? B opurunHane
ucnonb3yerca cioBo "TpeHp’”. TpeH[, Mo CYTHU, U eCTh HamnpaeJjeHue. B
JanbHeideM Mbl  OyieM WCIMOIb30BaTh TEePMHUHBI  "TpeHA' W
"HanpaBieHUe" KaK CHHOHUMBI.

BeigenieHne HampaBneHUH SBASOTCS Ba)KHOW 3ajlaueld IJTaria aHam3a.
HemocTtaTouHO TPOCTO MONMYuYuTh MHAGOPMALUID O COCTOSIHUM YCIYT |
OpraHu3aliiy B 3a/laHHbIM MOMEHT BPeMeHU, HeoBX0AMMO OTC/IeKUBATH ITU
COCTOSIHUS U BBISIBAATh TeHAEHIUH UX Pa3BUTHSA.

[lar 6 - Vcrions30BaHue U nmpegocTaBieHne nHGoOpMaliuu
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Ha 3Tom mmare 3HaHus TpaHCGOPMUPYHOTCA B OMBIT MOCPEJCTBOM HX
UCIOJb30BaHUs U nybnukanuu. WHbopmaus [0/DKHA MPesoCTaBIsThCS
1[e7IeBOil ayAUTOPUH B MAaKCUMaJIbHO yI0OHOM M TOHSTHOM [7isl Hee BHU/e.
HOpyrumu cioBamu, WHGOPMALUs [JO/DKHA TIPEAOCTaB/ATHCS TakK, YTOOBI
ObiTb Haubonee mose3Hoil. Heobxoqumo ueTKO TMOHUMATh pPa3HUIY B
1eneBeIx aygutopusix. Tak, otuetsl Ans IT JOMWKHBI OTIUUATECS OT OTYETOB
ans 6usHeca, Tak Kak MX MHTepecyeT pa3Has wH@opmauusa. Hampumep, IT
3axoueT YBU/IeTh MPOL|@HTHbIE MOKA3aTeau JOCTYIIHOCTU yCiyr, a busHec -
BpeMsl IMPOCTOS YCJIYT U BAUSIHUE MpocTosi Ha bu3Hec. 3agaueit IT sBnsercs
TpaHcdopMupoBaTs MHGOPMALIUIO B TOT BHU/J, KOTOPBIM XOUeT TOJYyYUTb
busHec.

B ITIL Bbiie/ieHO TPA OCHOBHBIE ayIATOPHM:

e Ousnec. bu3Hec xouet monyuuth HHGOPMALIMIO O TOM, MTPEAOCTABIISET
mu IT ycnyru Ha COIMAacOBaHHBIX YPOBHSIX M, €C/IM HeT, Kakue
JeiCcTBUs OB MPeANPUHSATHI 110 UCTIPABIEHUI) CUTYaAL[UH;

¢ priciiee pykoBoAcTBO IT. Briciiee pykoBoactBo IT wuHTepecyroT
pesynsratel  pabOoTBI B KOHTEKCTe  KIKUEBBIX  IOKa3aTesel
3¢hdekTUBHOCTH U KpUTHUYeCKUX (akTopoe ycrexa. Ha ocHoBe Takoi
“HbOPMAIUX TPUHUMAKOTCS CTPAaTETHUeCKUe U TAKTUUeCKUEe PelIeHUs
KpyIHOro maciraba;

e corpygHuku IT. IT wuHTepecyer wuHGoOpMalusa, CBsi3aHHAsA C
HEMoCpPeJCTBEeHHBIM HCIIOJIb30BaHUEeM YyCayr. OJTa wuHbopmauus
UCMOJb3YeTC] UMM Il TIOMCKA BO3MOXKHOCTeH [Jisi YIydllIeHus,
TJIAHUPOBAHUSI U KOOPJWHALUM [eATeNbHOCTeN B paMKaX CepBUC-
MEHe/PKMEeHTa.

[Mar 7 - Peanu3aiiyusi KOPPEKTUPYIOIMX /1€ CTBUA

Ha sTtom mare Ha ocHoBe uHGOpPMALIMK, TONYUYEHHOW W3 TMPeIbIAYIMX
IIAroB, BBISBJASIOTCS TpobsieMbl, koTopble ctosT nepen IT u Ousnecom, u
OCYILIECTB/ISIFOTCA  JIEUCTBHUS 110 UX yCTpaHeHWIo. JIpyrumu cjioBamu
MIPOMCXOAUT HEeNOoCpeACTBEeHHOe yIydllleHue ycayr u npoueccoB. [Tocne ux
peanu3anuu, XU3HEHHbIN [TUK/ YCIYT TPOA0/HKAETCS.

Paccmorpum  npumep w3 nybnukaruu  "ITILv3.Continual  Service
Improvement".
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duHaHCOBasi OpPraHU3alUs BJAJEeT CAalTOM, KOTOPBIA SIB/SETCA [J/Is1 Hee
CTpaTeruueckd Ba)KHBIM pecypcoM. Ha ocHOBe 0TueTOB OBIIO BBISIBJIEHO,
UTO KauecTBO YCJIVT, TPeoCTaB/AsieMbIX CaliTOM, He COOTBETCTBYET L[eIeBbIM
nokasarensm. Beicmee pykoBoacTBo 6Ou3Heca oOpampercss K BBICHIEMY
pyxoBogctBy IT ¢ mpoceboii mpeAnpuHATE AeHCTBUS O HCIPABIEHUIO
cutyauuu. IT, B cBOI0O ouepenb, rmepecMaTpUBaeT OTYETHI C Lje/bl0 IOHCKA
MPUUUH BO3HUKHOBeHUs npobiem. BeijenswoTcs gy A1 MOHUTOPHUHTA
KOHKpeTHOU yciyrd. OHU (GOPMHUDPYIOT OTUeThl O TPOU3BOAUTENBLHOCTU
YCAYyTH  C  YCTAaHOBJEHHOW  TepuoguuHOoCThb. OThenbHBIE  /HOAU,
OTBETCTBEHHbIE 3a YIyuYlleHWUfA, [pPeJIIPUHHMAKT KOPPeKTUPYHLe
NelcTBUs Jjs1 ucnpaBieHus cutyauuu. [lpu stom B ITIL moguepkuBaercs
HeoOXOqUMOCTb pa3fie/leHUsi pojied U OTBETCTBEHHOCTeH B JAaHHOM
npouecce. To ecTb Te, KTO OCYLIECTBJISeT MOHUTOPUHI, He [OJDKHBI
peasn30BLIBATh YIYULIeHUS, U HA000pOT.

Hu opuH ¥3 pacCMOTPEHHBIX BBIIIE CEMH IIATOB HE JI0/DKEH OBITh yIyIeH
WK HeoCcTaTouHO rpopaboTad. Oumbku U HeZOPabOTKKU MOTYT MIPUBECTH K
Hea(hekTHBHOCTH BCero nporjecca CSI.

15.2. ®opmMmupoBaHue 0TYETHO CTU
ITpu popmupoBanum otuetHoctH IT HeoOxoqUMO:

® OmnpejeIuTh 11e/ib OTUETa;
® Onpe/eNuTh LeIeBYI0 ayIiTOPHIO;
® onpejenuTh /s uero OyreT uCrnoib30BaH OTUeT.

3HaunTeFHOE KOJHUeCTBO AAHHBIX coOMpaeTcs B Tporjecce exeaHEeBHOU
paboTel, HO He BCe W3 HHUX SfBJIAKTCS L[EHHBIMU U MOTYT OBITb
WUCTIONb30BaHbl /ISl aHanu3a W TMPUHSATUS pelleHuid. [lnsg Toro uToObl
CTPYKTYPUPOBaTh mpouecc (OpMUPOBAHUS OTUETHOCTH HeoOXoaAumo
COTNacoBaTh MOMUTUKY U MpaBuia ¢ busHecom u stanom [IpoektuporBaHusl.
OHHM MOTyT BK/IIOYATE B ceos:

1]e/IeBYI0 ayIUTOPUIO;

COIIAllIeHH e O TOM, UTO OyeT u3MepaThbCa U OTPaXKAThCA B OTUETAX;
TePMHUHBI U TPAHULIBI;

pacniucanue (OpMHUPOBAHUS OTYETHOCTH;
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® 7OCTYII K OTUeTaM U CpeACcTBd, KOTOPhIE 6)(:}1}?T HCITOJIL30BAHBI AJId €ro
OCYILeCTBJ/IEHU A,
. pacIiiCdHHe BCTpeY OJisd OGCY)K,[[EHHH OTUETOB.

OTueTsl AO/MKHBI OBITH TIPOCTBIMH [JiS TIOHUMAaHHWSI U B TO XXe BpeMms
s¢ddexruBHBIMU. 3amaueii [T sBngeTcs popMUpOBaHUe OTYETOB B TePMHUHAX,
NMOHATHBIX Ou3Hecy. Ha puc. 15.3 u3obpaxeH mpoiecc (GopmMupoBaHUsS
OTYETHOCTH.

OnpegeneHue
NONWTHE M NPABKA
GOpPMUPOBEAHHA
OTHETHOGTH
ConocTasnAaTk
TpaHCNWpoBETE W
BarnAagw BusHeca P P
NPYMEHATE
MyBnukosaTte

Puc. 15.4. TIpouecc popMrUpOBaHUSI OTUETOB
15.3. 3mepeHue ycayr

[Toq wu3MepeHUeM yC/Iyr TIOHMMAeTCsi W3MepPeHHWe Ppe3ylbTaTOB YCIIYL
W3mepenue ycayr beccmbicieHHO Oe3 ganbHelmed 06pabotku nHbopmariuu
U peanu3aluuu AeHCTBUU mo ynyumeHuw0. VHdopmalius, monyuaromascs B
pe3yibTaTe  WM3MEpPeHUs, CAYKHT [Jid TpeX OCHOBHBIX  LIeJieid:
WH(POPMUPOBAHUST O COCTOSHUM YCIYT 3aHHTEPeCOBAaHHBIX CTOPOH,
CpaBHEHUE C 1IeJIeBBIMUA TIOKA3aTelssMU, TOUCK BO3MOXKHOCTeH [jist
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YJ"[y‘-I]J_[EHI‘Iﬁ. ,)_IJ'[H H3MepeHHs YC/IYL, KdK yxKe O0TMe4Uad/JI0Ch B MpeiblaylIix
JIEKLI U AX, OOJIBIIMHCTBO OpFaHHBaL‘Hf‘I HUCITOJIB3YIOT TPH IMMOKAd3adTe .

® [OCTYIIHOCTb YCJIYT;
® Ha/e)KHOCTb YC/IYT;
® [IPOM3BOAMTE/NBHOCTE YC/IYL

3ajgaueii  M3MepeHUs YCAyr  SIBAseTCss  OTOOpakeHue  OOBLEKTHBHOU
uHpopmanuu o npefocTtaBneHuu ycayr Ilpu stom IT He gomkHO dopmanbHO
OTHOCHTBLCSL K JlaHHOMYy nporjeccy. Hanpumep, cepBep ucnpaBHO paboraer,
HO CeTb HeJIOCTYyIIHA - yC/1yra, pejocTaBsemMas CepBepoM, HeJOCTYIHA AJis
nosib3oBaresneil. [ToaTomy noMumo ycayr HeobXoAUMO OTC/IeXKHBATL paboTy
KOMIIOHEHTOB, TIPUJIOXKEHWH, CHUCTeM M TIPOLIeCCOB, KOTOpBIE HX
nogaepxuBarwoT. Ilpu 3TOM ypoBeHb U3MepeHMsl YC/IYT CTOUT Bbllle
M3MepeHUsl OTJeNbHBIX cocTaBiasroumx yoaynh Ha puc. 15.5 mnokasaHsbl
pasuuHble YPOBHU, Ha KOTOPBIX MOXET OBITb OCYILECTBJIEHO HM3MepeHHe
JOCTYITHOCTH.

Yonyra 9
DNeXTPOHHOA NONTH
Toreckmi [B-mail)
¥poBSHE YomyT

Cncrema Cucrema
(Exchange) (Lotus Notes)

TNorweckni
YpoSeHh GHOTEM

l | |
b Mporpasm-os
CBECneEHWe

Tlorwseckni

MNnathopwma Eaabl naHHbx HokysmenTe

| | YpoEeks NoacucTEm

DUEHUEC AR Crpanmiesns
— Cepsep 1 —{ Exchange SW J—{ SaL J—{ G
YPOREHE OTAEMEHEIX
HOMNOHEHTOB
— Capaep 2

- Cepaep 3

F 3

Puc. 15.5. W3mepeHue AOCTYNTHOCTH

OcHoBo# u3mepeHus yciayr sBaserca Cucrema u3mepeHusi yciayr. [ns ee
nocrpoenus [T Heobxogumo noHuMaHue OU3HEC-TIPOLECCOB U OTPeJe/ieHHe
TOT0, UTO Haubosiee KpUTUUHO B TIPeJOCTaBIeHUN Ou3Hecy 1eHHOCTH. Llenu
u 3agaun [T #OmMKHBI COOTBETCTBOBATH LieIAM U 3afauaMm Ou3Heca o
nojJep>KUBaTh UX. VM3MepeHue yciIyr He TpeAHa3HaueHO [/ TOTO, YTOOHI
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cMmoTpeTs B npouvioe. OHO NpefgHa3HayeHO B NEPBYH Ouepe]b A7 OTBeTa
Ha BOMPOCHI "UTO MBI MOXKeM cAenaTts" U "Kak HaM CjenaTh 3TO Jydlle'.
Beixogbl mporiecca uM3MepeHMs YCAYr [OJ/DKHBI TO3BOJIUTH MEHeKMeHTY
IIPMHMMAaTh B3BELIPHHLIE OINepaljuOHHbIe, TAKTHYECKWe U CTpaTern4yeckue
pelLIeHus.

HOnst noctpoenusi CUCTeMbI U3MepPeHUs YCIIYyT HeoOX0AUMO Onpefie/iuTh, UTo
UMEeHHO OyIeT u3MepAThCs:

YCJIYTH;

KOMITOHEHTHI;

TIpOLIecChl CepBUC-MeHeI)KMeHTa, KOTOPhIe MOAJepKUBAIOT YCIYTH;
JeATe/IbHOCTA B paMKax ITPOLIeCCOB;

pe3y/bTarThl.

[ nsa usmepenust HeOOXOAMMO YETKO TTOHMMaTh "Kak OyeT BBIMIANETh ycrex',
TO eCTh "Uero Mbl XOTHMM JIOCTUTHYTB' M "Kak Mbl MOKeM czenaTh 3T10". B
pamkax rmocrpoeHus CucTemMbl U3MEpeHUs YC/Iyr OTBEUarT Ha C/eAyHoLe
BOIIPOCHI:

® UTO HaM HY)KHO U3MEPHUTh, YTOOBI MOMYUUTE MOJI@3HYIO J/151 IPUHATHUS
perieHu UHGOPMAIHIO?

® Kakue CpeJCTBAa TMpeAOCTaBAT HaM TpebOyemble [JaHHbIE U
uHpopmaru?

® KaKkuWe IjefieBble TOKasaTesu OyayT wucrosb3oBaThcsi? Yaime Bcero

ucnons3yercs Cornatenre 06 ypoHe yoiuyr (SLA).

KTO OyzieT onpefensars CpeficCTBA U3MEPEeHUs U LieJIeBble TToKa3aTenau?

KTO OyZ1eT OCyIIeCTB/IATE MOHUTOPUHT U U3MepeHue?

KTO OyZeT yrnpaensiTe JaHHBIMA?

kTO OyzeT obpabaTeiBaTh U aHAMM3UPOBATH JaHHEIE?

KTO OyZleT moAroTaBaMBaTh OTUETHI?

KTO OyZeT rnpejcTaB/siTb OTYETHI?

CucreMa W3MepeHUs] yCIyT TpejHa3HaueHa A/ 00beJUHEHUS pas3TuuUHbIX
Mep U MeTpuk. KOHeUHBIM pe3ynsraTom siBsieTcsi opMupoBaHue 001ero
B3IIfla HAa YCIYTM B KOHTEKCTe M3MepeHUs] HUX KOMIIOHEHTOB. OTa
UHpOpPMALUsl CTAaHET OCHOBOW [/ TOCTPOEHUS OL[eHOUHOW BeJOMOCTH
yenyr U opMupoBaHUs CUCTeMbl cOanaHCUPOBAHHBIX —TOKa3aTeneil.

OueHouHasi BeJOMOCTb YC/IYT SIBISIETCS CBOEro pofla KAPTOUKOH COCTOSIHUS
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YCIyTH 3a OMpeJe/leHHbIM TIPOMEXYTOK BPEeMeHU - HeJenu, Mecsla,
kBapTana. Cucrema cbanaHcupoBaHHBIX MMoKa3artesnen (Balanced Scorecard) -
WHCTPYMEHT yTpaBjieHusi, pa3pabotanubiii fokTopamu Pobeprom Kannanom
(lapBaackass OusHec-mkona, Harvard Business School) u [I3Bugom
Hopronom. Cucrema cbOanaHCUPOBAHHBIX T[IOKa3aTesed  TMO3BOJISET
JIeKOMITO3UPOBATh Ctpareruto o KnroueBrix MoKa3saTese
npoussogutensHocTu (KPI). CootHecenue IIpoussogutensHoctu ¢ KPI
UCIOJIb3yeTCd [Ji JAeMOHCTPAlUU YCIelHOCTH ucnoaHeHus Crtpareruu.
CbamaHcupoBaHHBIM [OKa3aTe/lb COCTOUT U3 4-X WIaBHbIX O/0KOB
(obnacreii, HampaBAeHWI), KaXKIblii W3 KOTOPBIX BKIHOUaeT B cebs
Hebonbimoe kosmvectso KPI[1]. Ha puc. 15.6 mpeacTaBieHbl pa3iddHbIe
YPOBHH, KOTOpBIE [O/KHBI OBITH PAacCMOTpPeHBl B paMKax IOCTPOEHUs
CucTteMbl U3MepeHUs yCIyL

Cuctena ™
nokazatenai IT unu
CEanaHeupoaaqy an

cHCTanma

nokasatensi

Midoopsiaiinn of
ONDENBTEHHIMW MOMBHTE
EENE

Whdhapuayn 8 pearkHon
EpEMEHA

Cucrema Manens
NOKasaTENSA yonyr MOHWATOEMHN &

™,
™,
Kniouessie nokasateny
NPOMIBOOMTENBHOCTI
(KPI)
Cobpannue
PEIyNBTATE
MEMEPEHMIA
4
. b,
\ : ks
NimepeHue Himepenue Hameperwe
KOMMNOHEHTA 1 HOMIOHEHTE 2 KOMNOHEHTa 3

Puc. 15.6. Cucrtema u3aMepeHuUs yCayr

Uto 6)@[ET H3MEpPATBCA Hd KdXI0M OTAe/JbHOM YPOBHE 3dBUCHT OT
BbIﬁpaHHbIX CUCTEM HU3MEPEeHH. Ha camom HH3IIEM YPOBHE H3MepAKTCA
MOKa3aTe/JM JOCTYITHOCTH, HAAeKHOCTH W MPOM3BOAUTE/IbBHOCTH OTAE/TBbHBIX
KOMITIOHEHTOB. PEB}?J'IBTE!T]:I HU3MepEeHHA SABIATCA OCHOBOM AL TIOCTPOEHH A
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ITnanoB obecrieueHus HEMpepPLIBHOCTH U JOCTYITHOCTH M MU3MEPEHHA YCIIYTHU
B LJeJI0OM.

OddexTuBHOE HM3MEpeHHe YCAYr A0/DKHO ObITh CKOHLIEHTPUPOBAHO BOKPYT
HECKDJILKUX BaXHBIX MHAUKATOPOB, KOTOpeIe OygyT TIOJIe3HBl AJid
JOCTH)KEHUSI JKellaeMblX pe3ynsTaToB. Eciu Takux WHOWKATOPOB Oyger
MHOrO, TpOLecC Hu3MepeHHus MoTepseT 3(hGeKTUBHOCTb, TMOHATHOCTL |
NAaKOHWYHOCTbL. Ha ypoBHe wu3mepenus ycayr IT [0/DKHO mpejCcTaB/siTh
pe3yneraThl B TIOHATHOM [yis OusHeca Buge. ITIL He pexkomeHpyer
WCMOMB30BaTh TMPOLIEHTHBIE [OKa3aTe/lH [OCTYITHOCTH, HaJle)KHOCTU W
Npou3BoAguTeNbHOCTH. OHM  HCIOB3YIOTCS HA YpPOBHE  OTAENbHBIX
KOMITOHeHTOB. Hurke mpuBejeHbl MOKa3aTend, KOTOpble UMEIOT 3Ha4yeHHe
[I/151 3aKa3YMKOB:

e xosuuecTBo cboeB kaxzaou yciayru. Hampumep, 2 cbos ycayru 1 B
TeueHue MecsLa;

® MpPOJO/DKUTENBHOCTh TMPOCTOA KaxkaoW ycoayru. Hanpumep, cbou
yoiyrd 1 pmunuck 3 vaca;

® piusHUe TpocTos Ha OusHec. Hampuwmep, 6u3sHec ucrnonssyer 10
ycayr, obmee konuuectBo cboeB 3a  wmecsip - 13,  obmps
TIPOIO/DKUTE/MBHOCTE TIpocTosi - 1800 munyr. To ectb OusHec B
Teuenue 1800 MUHYT He MoJTydass NpudbLIb.

[lpu omnpegeneHUM MeTPUK U Mep, KOTOpele OyIyT MCIOAB30BATHCS,
HeoOXOUMO YUUTBIBATH OTPAHUYEHUS], TO €CTh HAXOAUTb OTBET Ha BOMPOC
"UTO MBI MOYKEM U3MEDPUTH'".

[Tocne ompepeneHus Mep, HeoOXOAUMO YCTaHOBUTHL lje/leBble T0Ka3aTesu.
LleneBbie moOKa3zaTenu SIBJSIFOTCS KOJIMUECTBEHHBIM OTOOpakeHHeM Ijesiei,
KOTOpbI€ A0/DKHBI OBITE JOCTUTHYTHI. O OBIYHO OHU OTIPeIeNATCS UCXOAS U3
tpeboBaHuit 6usHeca unu TpeboOBaHUI PEryIATOPOB M BKMOUaroTcs B SLA.
[lpu onpegeneHWM LeeBBIX TOKasaTened HeoOXOAUMO  YUMTHIBATH
taktnueckue Bo3moxkHocTu IT. ITIL pekomenayeT mpuMeHSTH TO(A30BHIH
MOAX0[, KOTOPBIM 3aKIiuaeTcs B TOM, 4YTO [AJs TepBoi ¢a3bl 1jeneBbie
nokasarenu OyayT HuXKe, ueM [A7d BTOpod, M T.4. LleneBnle mokasarenu
IO/DKHBI ynoBnaeTBopsaTh npuHiuny SMART (specific - unanBUAyanbHbIH,
measurable - u3mepsiemsiii, achievable - gocTuxumbliii, relevant - 3Ha4M MBI,
timely - ceoeBpeMeHHbI#1). OHU JO/HKHBI OBITH JOCTHXKUMBI U ITOHSTHBI A1
TeX, KTo Oyger ¢ Humu paboratb. OmnpejeneHue LeIeBLIX ITOKa3aTesel
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ABIAETCHA CTapTOBOﬁ TOUKOH AJId  TIOCTPOeHHA 6asoBoro COCTOAHHA, C
MOMOIIBKO KOTOPOTO B rE[ELF'II:;Hl:_'I;'II_T_IF_'l'\u'I 6yr[[ET H3MeEpeHa BqJCbEKTHBHOCTb
VAyUIleHH .

Inst u3mepeHus MPOLECCOB CePBUC-MEHEePKMEHTa MPUMEHSIeTCS TakoU JKe
nogxon. Ha ypoBHe pedTensHOCTel mporjecca ompefensieTcs To, uto Oyaer
U3MepSTHCS Ha OCHOBE K/IIOUeBLIX MOKa3aTeneil npou3eoguTensHocty (KPI).
KPI B cBOw ouepeab [JO/DKHBI TOAJAEPKUBATH L|eJId BBICOKOTO YPOBHS.
Paccmorpum  mpumep w3 nybnukanuum  "ITILv3. Continual —Service
Improvement". Tlpoijecc YmnpaBieHUs H3MeHEHUSMHU T[peJHAa3HaueH [Iid
MOBBIIIEHUS KauecTBa ycayr. O/iHa U3 OCHOBHBIX MTP06/ieM C KaYecTBOM YCIyT
- TPOCTOM yCAyr B pe3yibTaTe HeygaBumxcs u3MeHeHui. OcCHOBHas
NpUYMHA HeyIaBUMXCS MW3MeHeHUW - 6o/bllioe KOJIM4eCTBO CPOYHBIX
WU3MEeHeHUH, KOTOpble TIpOBOAATCA B 00xoq dopManbHOro Tmporjecca
peanu3aluu M3MeHeHUH. B 3TOM KOHTeKCTe mpezJararoTCsl CraeAyroLpe
MEeTPUKH JesITe/IbHOCTH:

® KO/JHMYeCTBO CPOYHBIX HBMEHEHHﬁ;
® KOJMYECTBO HeylaBUIMXCA CPOYHBIX HBMEHEHHﬁ;
® HeaBTOPH30BaHHLBIE HeyJaBIIMeCs H3MeHeHH .

UeTeIpe MaBHBIX YPOBHS /Ul BeJeHUSI OTUETHOCTH. HWKHUN ypOBeHb
COleP>)KUT METPUKW JiesTebHOCTeH TMpoljecca, HarpuMep, KOJUUECTBO
yTBepKJeHHbIX 3arpocoB Ha u3MeHeHue (RFC) unu KomuuecTBo yCHemmHo
peasn30BaHHLIX HU3MeHeHHH. CrefylollMii YPOBeHb COAEP)KUT KIHUeBbIe
roKasaTenu TPOM3BOAUTENBHOCTH /ISl KaXAoro mpoiecca. MeTpuku
nesTeIbHOCTeH mpoijecca Jo/bkHbI noagepxuBate KPI. KPI B cBOIO ouepe/ib
MO ep>KUBAKOT L€l BbICOKOTO YPOBHS, HAalpuMep, MOBBILIEHHWE KauyecTBa
VCIAyT, YMEHbIIeHHe 3aTpaT WM yBeJUueHUe  YIOBIeTBOPEHHOCTH
none3oBareneii. B utore Bce momagaer B Cucrtemy cbanmaHCUpPOBAHHBIX
rokasaTeseu (pucyHok 15.7).
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Cucrema nokasatener
CEpPBHUC-MEHEBOHMEHTE

Uene npouecca
BLICOKOMD YPOBHA

Knwyeekle NnokazaTend
NpOV3BoAHTENEHOCTM
npovecca

4

M ATENLHOCTY 2 M ATENLHOCTH \
Mepa geatensHocT 1 SES ARNTS RA{CL Bpa ASATENLHOOTH 3
Konwyecteo HeasTopuzoeaHHsie
Konuuyecreo cpouHbix
% HeyaaBWNXCA CPOYHBIX HeynaewWecs
U3MEHEHHMA &
HaMEHEH N 3N EHEHA

Puc. 15.7. Mogenb cepBUC-MeHeIKMeHTa

ITIL pexomenayer co3math Hekud ¢unsrp ans KPI, xoTopei Oyget
onpefensaTh, Kakue uMeHHO KPI nogaep:KUBarOT 1je/IM BEICOKOTO YPOBHA. B
Taba. 15.1 mpuBejieH NMpUMep LieM BBHICOKOTO YPOBHS U IMOJ/ePKUBAIOIIMX
ee KPI.

Tabnura 15.1.

Lens
Kareropusi eeBoi
BBICOKOTO KPI P N3mepenue 1 Kak u
KPI IOKa3aTe/sb
YPOBHS
WUtororas
I Texuuuec
Yinpasnenue IIpoueHTHOe yn MeHeKe
JOCTYITHOCTBIO yIy4llleHHe M3MEpAETCA Texauuec
u HCXOAs U3
U HUTOTOBOU KauecTso O CTVIIHOCTH 99,3% Ananutu
HaJIe’)KHOCTBI [JOCTYITHOCTH AocTyn MeHe K

OTAEe/BbHBIX
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KOMITIOHEHTOB ycnayr
ycyr

Mo>kHO BBIJENUTE Cleaytolipe Kateropuu KPI:

COOTBETCTBHE - MBI Je/ldeM 3T0?

Ka4eCTBO - KdK XOpOLIO MBI Je/ideM 3T0"?

MMpOU3BOAUTE/BHOCTSD - 6bICTpO HJ/IM MeJIEHHO MBI [ejldeM 3T0?
JEéHHOCTB - TO, 4YTO MBI fe/1deM, U3MEHAET CI/IT'_YEI]_]HI-O?

Cnemyroumm 3TarnoMm sBjiseTcsi 00paboTka TOMy4eHHBIX B pe3yabTrare
u3MepeHus JAaHHBIX. Eciu BBISBSETCS HEraTUBHBIA TpeH[, HeoOXoaumo
NMOHSTE, OBLIM 1M C/e/laHbl KaKue-TO M3MEHEHWSl B 3aJaHHBIN MHTEpBa
BPeMEeHHU U KaK OHM IMOBJIMSIIM HA YCIYTH U TIPOLeCChl.

CucreMa u3MepeHHUs JO/DKHA CTaTh OMOPOU /151 MPUHSATUS CTPaTernuecKuXx,
TAKTUUECKUX W OMNepaljMOHHBIX pelleHuil. BO3MOXXHOCTHU [1s1 yIydlIeHUu
eCTb BCerja, HO AOCTYIHbIE CpeACTBa IPU 3TOM OrpaHuyYeHbl. PyKoBOACTBY
MPUXOAUTCS BeIOMPATh U OTBeuaTh Ha BOTIPOCHI - KaKUe YIYUILIeHUS Jydiie
nojiep)Kart 1eau u 3agaun busHeca? Kakoit ROl u VOI?

Ipyro#i TOUKOM TIpUMEHEeHUs SBJSeTCS CpaBHeHWe. Pe3ynsraThl M3MepeHus
MOryT HecTu B cebe Mano cwmbicia 6e3 mocsjeAylollero CpaBHeHHs CO
cTaHJapToM wuad 0a30BBIM  cocTOsiHUeM. Mcrnonb3yloTcs  craeAyroume
CpaBHEHMUS:

CcpaBHeHUe C 0a30BbIM COCTOSIHUEM;

CpaBHEHHUE C 11e/IAMHM WU 3a/jJauaMu;

cpaBHeHuUe ¢ SLA;

CpaBHEHWE C JIPYTHMHU OpraHM3al[UsiMK;

CpaBHEHHWE B paMKaxX pa3HBIX BPEMEHHBIX WHTEPBAJOB - TIOf, JIHSM,
HeJessiM, MecsiljaM, KBapTasiam;

CpaBHEHHE MeX/Y pa3sHbIMU OM3HeC-eJUHUI[AMU;

® CpaBHEHHE MEeX/y YCIyraMu;

® CpaBHEHHe CO CTaHAApTaMH.

BpemeHHOe UM HE3HAUUTENBLHOE PACXOXK/EHUE C LIeJIeBbIMU MOKA3aTeIsIMU
He Bcerja mopoxjaaeT HeobxoaumocTs ynyuiieHuil. [TosTomy mpexje uem

MpUCTYNaTk K peanu3aliid MPOrpaMMbl YIydllleHHUsT HeoOXoqumo BBeCTH
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MNpHUCTYIIaTh K peadajii3allHKd [MpPpOrpaMMbl VIY4IIEHUA HEOGXO,I[I/IMO BBeCTH
MOpPOTOBbIE SHAYECHH A paCXD)K'I[EHI/Ii:I.

Ha ocHoge Pe3yibTaTOB CPABHEHHWA CO3dKOTCS OTYETHI. Onu CO304K0TCs OJ1A

0TOOpa’keHU s pe3ynsTaTOB paboThI YCIIyT;
oToOpa)keHUsI COCTOSIHUSI TIPOL[eCCOB CePBUC-MeHe/PKMeHTa;

¢ dyHKIMOHANBEHBIE OTUETHI (HAarpuMep, OTUeT O KOJIMUEeCTBe 3BOHKOB B
CepBUC-JeCK).

[Tepes TeM, Kak NPUCTYIIUTh K CO3/]JaHUI0 OTUETOB, HEOOXOAMMO OTBETUTH Ha
psiZ; BOMIPOCOB:

Kakas 1je/ieBasi ayAuTOPUsI 3TOro oTuera’?
AJ1s1 uero OyaeT UCIoMb30BaH OTUeT?
KTO OTBETCTBEHEH 3a CO3[jJaHHe OTyeTa?
Kak OyzieT co3/1aBaTbCsl OTUET?

Kak 4yacTo OygeT co3maBaThCs OTUeT?

MHoroe 3aBUCUT OT Ije/IeBOH ayguTopuu oTyerta. Hampumep, BrIciiee
PYKOBOJCTBO HE XOUeT 3HaThb TEXHUUECKHE TIOAPOOHOCTH U UUTATh AJIMHHBIE
otueThl. OHM TPEANOYTYT YBU/IETh pe3yibraT paboThl 3a, HampUMep, Mecsil
B JIAKOHWYHOM BuJe - 1-2 nucra no pekomeHpauusaMm ITIL. Tawke BakHO
YUUTHIBATH (pOPMAT OTUETA, KOTOPBIM TMpEANOUUTAET LiefieBas ayguTOpHs -
3TO MOTYT OBITh rpadMKd U AMArpaMMbl, TEKCTOBbIM OT4YeT, Tabiuija, Beo-
OTUeT U T.II.

15.4. ROI gnis HenpepbIBHOTO yyullleHUs YCIyT

MHorue opraHu3aliiyd XOTAT MOHSATh CTOMMOCTb YIYUILIEHHH W yCH/IHS,
KOTOpble HeoOXoquMO MpeANpUHAThL A WX peanusaluu. DTH 3HaueHUs
JOJDKHBl CPAaBHMBATbCS C BbITOIAMM, KOTOpble MOJYYUT OpraHu3alusi OT
yayullleHu#. BbIrogel mocuuTaTh Topasfio TPyAHee, ueM H3Jep>KKu. UYToOwl
CpaBHMBAThL 3aTpaThl Ha YAyUIleHUS] U €ro pe3ynbTaThl HeoOXoguMO 3HAThb

cnepyroiiee:

¢ Kakora CTOUMOCTD npocTtosi? Cropa BXOJUT noreps
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TIPOU3BOJUTE/IBHOCTH, TPUOBIIM U MOKYIaTelei.

e KakoBa CTOMMOCTb TOBTOPHOTO BbIMOMHEeHUs paboTr? Kak MHOTO
HeyIaBUMXCS W3MEHEHWUM JIO0/DKHBI OBITh OTMEHEHbI W TIOBTOPHO
BBITTO/JIHEHbI?

e KakoBa CTOMMOCTH M3nuIHed paboTei? OpraHu3aiuu C HEUeTKMMHU
MpoieccaMd U TJIOXOW  CBSI3BI0O  MEXKAY HHUMHU BBIHYKIEHHO
BBITIOJTHSFOT MHOTO JTUIIHeH/nyomupyrorieir paboTel.

¢ KakoBa CTOMMOCTb MPOEKTOB, KOTOpDbIe HEe TIPUHECIU I[eHHOCTHU?
MHorue npoeKThl, KOTOpbie ObIIM MOMHOCTBIO MPOMUHAHCUPOBAHBI U
BBIMIOJIHEHBI, B KOHEUHOM WTOre He TM[pPUHEeCIM OpraHu3aluu
1IeHHOCTH, HarlpuMep, BBU/IY U3MeHeHus TpeboBaHU.

¢ KakoBa CTOMMOCThb 33Jep)KKA B TPEAOCTABICHUU TIPUTIOKEHUM?
BnusieT 11 oHa Ha cOoCOOHOCTD TIPeOCTAB/IeHUSI HOBBIX YCIYT?

¢ KakoBa CTOMMOCTb TepeJauyd HWHIUJEHTOB Ha BTOPYIO U TPETHIO
CTyNeHb MOAJEP)KKM B CPAaBHEHMW C WX pa3pelieHueM Ha TepBOu
CTyleHu"?

¢ KakoBa cpe/iHsiss CTOUMOCTh Yaca paboThl J7151 COTPYAHUKOB?

Beilmle mepeunciieHbl TOMBKO OCHOBHBIE BOMPOCH], KOTOpPbIE HeoOX0aAumo
paccMoTpeTh B paMKax aHanu3a ROL.

CyiecTByeT MHOXXeCTBO METOJOB H3MepeHUs JOCTYITHOCTH U BeJeHUs
COOTBETCTBYHIIMX OTYETOB:

1. BiMsIHMEe MOTepPSHHbIX MUHYT - BpeMsl IPOCTOfA, YMHOXEHHOEe Ha
KOJTMYeCTBO TI0/1b30BaTeseld, Ha KOTOPBIX OH moBusl. [Tosnb3oBaTenu
B E€pUOJ MPOCTOSl TepArT CBOH MPOU3BOAUTENBHOCTb, TaK Kak He
MOTYT BBITIOJIHATE PaboTy.

2. BiusHUe Ha OM3HeC-TpPaH3aKUMU - KOMMYeCTBO OW3HeC-TpaH3aKIui,
KOTOpBIe He MOTYT ObITh 3aBepIleHbI W3-3a IPOCTOs;

3. peanbHble U3[epPXKKU OT MPOCTOSL.

Mo>kHO pa30uTh BAUSHUE Ha T0/Ib30BaTe el 1Mo KoMrnoHeHTam (Taba. 15.2).

Tabmura 15.2.

KonmuecTBO 3aTPOHYTBIX
KomnoHeHT P UYT
M10JIL30BaTe e

LlenTpanbHeIi 6510k 06paboTku 28,547
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LleHTpanbHBINA MapIIPYTU3AaTOD 17,433
IMpunoxenne XYZ 7,354
ba3a ganneix ABC 1,819
EnmuuuuHas pabouas ctaHIus 1

[lpu cboe HeobOxOAUMO OMNpeAenuTs TMPOAO/DKUTENBHOCTE  TPOCTOS,
KOJINUeCTBO /H0/ieH, KOTOPbIX OH 3aTPOHY/, W, C TIOMOLIBI0 CTOMMOCTH yaca
paboThI, MOCUNTATL U3JEP>KKU B pe3ylsraTe MOTepy MPOU3BOAUTENBEHOCTH.
Hanpumep, npuno)keHue U3 Tabs. 15.2 BBIIUIO U3 CTPOS U 3TO HETaTUBHO
oTpa3unocsk Ha 7 354 monb3oBaTensix. Bpems npoctos coctaBuno 39 MUHYT.
Cpeansis ctoumocTh uaca paborer 100 pybsneii. Torma KonmuecTBo
nojib30Baresield yMHo)kaeM Ha 39 MHUHYT, U JenuM Ha 60 (mepeBogum B
yackl) ¥ BCE 3TO YMHO>KaeM Ha CcTouMoCThb uaca (100 pybseit). [Tonyuaem
ctoumocts  mipoctos  -(7354*39/60)*100=478010 pybneir. I[logcuer
CTOUMOCTH TIPOCTOSI SIBJ/ISIeTCSI K/IFOUEBBIM [Iisl OTIpefiesieHus moTepb Ou3Heca
B C/lydyae HeJJOCTYITHOCTH YCJIyTH.

Ha cnegyromem mare HeoOXoAMMO TMOCUYMTATE CTOMMOCTL YIYYILIEHUH,
KOTOpble HeoOXO[UMO peanu30BaTh AJiS MMOBBLIMIEHUS AOCTYTHOCTH YCIYTH.
Metog mnopcueTa [O/DKeH BbIOMpPATBCS B 3aBUCMMOCTH OT CYIIHOCTH
omepanuii U mponeccoB OusHeca. JlomycTuM, opraHu3anusi TOYHO 3HAET
cToUMOCTE TIpocTos. OOBIUHO OHAa M3MEHSIeTCsT B 3aBMCHMOCTU OT THIIA
npegocraBasieMoi ycayru. B Tabna. 15.3 mpuBefeHbl TPU THUMA YCIYT H
CTOMMOCTb 4aca MPOCTOs KAXKA0TO U3 HUX.

Tabnua 15.3.
Tun ycayru CroumocTb yaca npoctos (pybeit)
Oco60 kputuunHbie yoayru 200 000
KpuTuuHnele ycnyru 90 000
He kpuTHuHBIE yCIyTH 11 500

Honyctum, Ha ynyutenue yciayr norpadeHo 300 000 pybseii (Taba. 15.4).

Tabmuua 15.4.
Wudopmanus 06 UHBECTULUAX Wupectuumuun
VHBecTHLIMY Ha YIyullleHHe C Le/Ibl0 YMeHblleHWs BpemMeHn 300 000
MPOCTOS YCIYT pybnei
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WNHBecTuliuu Ha ynyulilleHUe C 1[efbl0 ymeHbileHMst BpemeHu 300 000

MPOCTOS YCIYT pybnei
KonuuecTBo npejoTBpallieHHBIX MUHYT IIPOCTOS, KOTOpPble  Bo3Bpart B
OMpaBAal0T UHBECTULUU MMHYTax
Ocob0 KpUTHUHBIE YCIYTH 90 MuHyT
Kputuunsie ycayru 200 MuHyT
He xpuTuuHbIe yCayru 1556 MmunyT

VHBecTULIMU BepHYTCS OBICTPO A/ MEpPBBIX ABYX TUIIOB YC/IYL, TaK Kak
CTOUMOCTEL TPOCTOSi y HUX Bhime. Ecmu 6usnec u IT He moryr mpuidtu K
COTIAILIEHHWI0 O CTOMMOCTH 4aca MPOCTOs UK MOTePU MPOU3BOAUTETEHOCTH
paboThl COTPYIHUKOB, MPUMEHSIeTCs Apyrod Meton. Hampumep, MOXHO
pa3enuTh TONOBYI0 CTOMMOCTH TPEAOCTaB/IeHUS] YCIYTH Ha KOJIUUYECTBO
4yacoB, koTopbie OHa pabotaer B rogy [lonyueHHas BenuuMHa 0TOOpA3MT,
CKOJTBKO TPAaTUT OM3HEeC Ha KaXKIblA yac paboThl yCiIyr.

[Mpu nmoctpoeHun 060CHOBaHUSI HEOOXOAUMOCTH YIyUllleHUs - OU3Hec-Kelica
- HY)KHO TaKKe YUMUTHIBATb HeMaTepuajibHble BbITOAbl. TO €CTb Heb3s
orpaHuuMBaThLCA ToNbKO TiofcuetoM ROI, HykHO ucnonb3oBate VOI. ROI He
MOJKET TIOCUMTATh BCE BHITO[bl, KOTOPbIE MOAYYUT OM3HEC OT peanu3aljuu
VAYUILIeH U

[Tocme Toro, Kak ynaydileHWe peajv30BaHO, HeOOXOAUMO H3MEepUTh €ero
pe3ynksTaThl, TO €CTh MOAy4eHHbIe BhITOAbLI. ECTeCTBEHHO, Ha TPAaKTUKe OHU
He BCerja COBMAJaldT C TeMHU, KOTOpPbie ObLIM 3arjlaHUPOBAHbI TMPU
nocrtpoeHun Ou3sHec-keiica. Huke mpuBegeHbl BOMNPOCH], KOTOPbIe MOTYT
MOMOYb MPOLIECCY OL[eHKU YCIEeUHOCTH YIYyUlleHHS:

ObLTM T peasIM30BaHbI BCE TIPeYCMOTPEHHBIe YTYUILeHusT?

OBbLTM U TTOMYYeHBI BBITOJbI OT YIYUIIeHUN?

OBIJIO JTU JOCTUTHYTO LieneBoe 3HaueHue ROI?

OblZI0 MM [AOCTUTHYTO 3allJlaHUPOBaHHOE yBeJWYeHHEe I1[eHHOCTH
(vVoi)?

® CBUJETENLCTBYIOT JIM TOJIyUeHHBIE Ppe3yIsTaThl 0 HeoOXoauMOCTH

TIOBTOPHBIX JeHCTBUM M0 YIYULIEHUIO?
® 10CTAaTOUYHO JIU MPOLUIO BPEMEHHU /IS TOT0, YTOOBI M3MepSATh BBITOAbI?
He Bce BBITOAbI OT YIYUIIeHHH TTPOSBASIOTCA U TIOABSIOTCS CPasy.

349



J.A. CKpPHITHHK ITIL. IT Service Management no cmandapmam V3.1
MOTYT OT/INYATBCS OT TeX, KOTOpble MOSBUINCE Nocie peann3auuu. [Tostomy
npexze  ueM  OLeHUBATh  pe3ylbTaThl  yIy4llleHUuss  HeoOXoaumo
CTPYKTYPHUPOBATh U MIPUBECTU B COOTBETCTBUE JJaHHbIE "m0 U mocnae".

15.5. Bornipocel 6usHeca Kk CSI

Bu3Hec nmpuHHMMaeT penieHUs OTHOCUTEIBLHO TOTO, KaKhMe WHULIMATUBHI MO
VIYYIIEHU0 TIPUHECYT MOo/k3y paboTe u MOryT ObITh MPOGUHAHCUPOBAHHL.
ITIL ycraHaB/MBaeT MepeueHb BOMPOCOB, KOTOPBIE MOTYT MTOMOYb OHU3HecCy B
MPUHSTAU TaKUX PellieHU:

e [ne mul ceituac? C 3TOro Bompoca Ou3HEC [0/HDKeH HauvMHaTh 000
TpoLiecc Mo OlleHKe WHULIMATUBHI ynydileHUs. OTBeT Ha 3TOT BOIPOC
JACT OCHOBY JJIsl MOCTPOeHUs] DA30BOTO COCTOSIHUSI YCIIYT, KOTOpBIE
MpeIOCTaB/ISIFOTCS HA TeKYLM MOMeHT BpemeHU. ba3oBoe cocTosiHue
npujaeT 3HaueHUe OyaynmM H3MepeHHsM, TaK KakK SIBJISeTCS TOUKOU
CpaBHEHUs TOTO, UTO ObIIO, C TéM, UTO MOIYYUIOCH B UTOTE.

e Uto mel xoTuM? OTBeT 00bIUHO 3aK/TOuaeTcsi B TpeboBaHusax OU3Heca,
Hanpumep, 100 % [gocTymHOCTH yCAYT WAW HeoTpaHUUYeHHas
MOLHOCTb. [Ipy 3TOM BaXKHO TakkKe YCTAaHOBUTHL IPUUYMHBI 3THUX
TpeOOBaHUil, Hampumep, VIOB/JETBOPEHHOCTh TOTpebuTenel wum
KOHKYPeHTHOe MpeuMyllecTBO. Tak, oTjAen npofax MOXKeT XOTeTb
YBEIMYUTE JOCTYITHOCTb BeO-ycayr Ha 25 % U TeM CaMbIM yBeJIMYUTh
VIOB/IETBOPEHHOCTh TOKyIaTeiei, yBeJMUUTh BePOSATHOCTD MPOJaX U
KOHKYPEHTHOe MperuMyLIeCTBO.

¢ Uro Ham Ha caMoM jiesie HYKHO? B pamkax obcyxmenust SLA 6usHec
MOXKeT MOHSATh, UTO Ha caMoM fiene emy He Hy»kHa 100% gocTtynHOCTb
YCJIYL.

¢ Uto MBI MOXKET M03BOJUTH cebe? Bo3mokHOCTH OH3HECa OrpaHUYEHbI
U He BCerjja OH MOXeT MO3BO/MUTL cebe Bcé, uro xoueT. bBusHec
JO/DKEH B TIepPByHD Ouepelb HCXOAUTh W3 CBOUX (PMHAHCOBBIX
BO3MOXKHOCTell. VIMEHHO Ha 3TOM 3Tane dYaije BCEero MPOUCXOAUT
rnepeoieHka '"TO, YTO Mbl XOTUM" B '"TO, UTO HaM [A€HUCTBUTETLHO
HYKHO". Hampumep, opraHusaijusi Xo4eT YBeJMUYUTb JOCTYNHOCTb
ycayru ¢ 98% Ha 99%. Ho 1o crout 3000 000 pybneit. Ctout mu 1 %
yBe/IM4YeHUs JOCTYITHOCTH 3TUX AeHer? MokeT nu Ou3HeC MO3BOMUTh
cebe Takue TpaThl? [JeiiCTBUTENBHO /U JaHHAs YC/Iyra KpUTHYHA?

¢ Urto mbl monyuuM? OTBeT Ha 3TOT BOMpoC 3aknwuaercsd B SLA B Buze
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e Urto mMbl monyuuM? OTBeT Ha 3TOT BOMpoC 3aknwuaercsd B SLA B Buze
11e/IeBBIX TOKa3aTeed U COIMIaCOBaHHBIX YPOBHSX YCIYT.
¢ Uro mbl nmonyyunu? OTBeT Ha TOT BOIIPOC HAaXOAUTCS B pe3yisraTax
MOHUTOPUHTA, OTUeTax, o63opax o pabore ycayr.

Ha puc. 15.8 cxemaTnuecku u3obpakeH moaxos OM3Heca K YIy4IleHUI0.

BaszoBoe cocTosHUE
TeKYLMX YPOBHER YCnyr

. h

Y10 Mbl XOTHM? A—Pp Llenn v aagaqn BuaHeca

ne Mbl cefdac? T

L J

BHYTpeHHWE W BHELUHWe

Y10 Ham HyxHO? e

OpafBepbl
Ml QOCTWrNK TOro, 4ero J
xoTenm? : \\
J Yro mowem cebe | BlogeT n 0coGeHHOGTH
+ NO3BANHMTE? IT
YTo Mel nony4um ? [g— OxugaHuA 3aKazvuKoB

MpepocTasnesme yenyr
1 MX BOCNPUATHE

YT Ml NaMySHaMT |——p

Puc. 15.8. YnyumieHus C TOUKA 3peHust busHeca
15.6. Ynpasnenue ypoBHeM ycayr (SLM)

B npeapiaynpx eKUUAX MBI YKe He pa3 TOBOpPU/IM 00 3TOM mpolecce, TeM
He MeHee, BCIIOMHUM €ro OIpeje/ieHUe elle pa3. YIpaBjieHUe YPOBHEM
ycnyr  (Service Level Management) - rmpoijecc, OTBeTCTBEHHBIH 3a
obcyxgenue Cornamenuii o0 ypoBHe YyCIyr, W TapaHTUPYIOIMHA MX
BeINOoNIHeHHe. SLM oTBeTCTBeHEH 3a TO, UTO INIPOLiecChl YpaB/eHUs
yCIyraMu, COIIalieHUs1 OTIeparjuOHHOr0 YPOBHS U BHEIIHUE J0rOBOPHI OynyT
COOTBETCTBOBAThL COINIACOBAHHBIM Lle/IeBbIM T10Ka3aTe/lsiM yYPOBHS YCJYTH.
SLM oTcnexuBaeT M OTUMTBIBAETCH [0 YPOBHSIM YC/IYL, BbINOJHSET
peryisipHbie 0030pbl Ay 3aka3uukoB[1l]. SLM mnomoraer CSI Tem, uTo
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HeoOxoauMo koHTposiupoBatb. C momompio SLM 6usHec "monocut" go IT
CBOU >KelaHud, NMOTpeOHOCTH U HOBBIe TpeboBaHUSA K yciayram. JTO AaeT
crapr CSI v 1noMoraer paHXHPOBaTh I[IPOEKTbl W HWHULIMATUBEI 110
WIVUILIEHHUHO.

SLM co3paetcs Ha 3Tane [IpoekTupoBaHuUs >KWU3HEHHOro 1UkKina ycayr. CSI
JO/DKeH TpPUHUMATh yuacThue B co3gaHuu SLM, urtobel B Hem Obuin
onpejeneHbl JOCTHXKUMBIE 1elH, OT KOTOpPbIX OyIyT omnpeaenaTbcs
BO3MOXXHOCTH sl ynydlleHusi ycayrn. SLM, B cBow ouepefb, SBASIeTCH
Tpurrepom s cozganus [Lnana ynyurenus ycayr (SIP). IT u 6usnec criegsit
3a TeMm, utobbl SLM BBINONHSICSA, W YCIYTHM MPEJOCTaB/IsIMCh Ha
COTNACOBAaHHBIX YPOBHSAX. B ciyuae mosiB/ieHUs HECOOTBETCTBUH, BO3HUKAET
HeoOX0IMMOCTh B YIYUIIIeHHUSIX.

3akJ/IroueHue

K coxxanenumw, moga Ha ITIL nocneanue 15 et mpuBesia K TOMY, UTO MHOTHE
opranusanuu BHegpstoT ITIL 6e3 uerkodt uenu. Buegpenue ITIL Tpebyer
KOJIOCCANbHBIX 3aTPaT, KOTOpbIe He OKYNATCS NPU OTCYTCTBUU NMOHUMaHUS U
paLMoHanbHOro nozaxofa. He kaknas opraHu3aljys MOXKeT M03BOIUTEL cebe
BHe/IpUTh BCe Tiponieccel ITIL, a 3auacTyro B 3TOM HeT HeoOxoqumoctu. Tem
He MeHee, OTAenbHBIe Tiponiecckl W dyHkuuu [TIL Hamwru umMpokoe
NPUMEHEHHEe B POCCUMCKMX KOMIAHUSX: CEPBUC-/1€CK, yIpPaBJIeHUEe
WHIH/IEHTaMHU, yIIpaBjieHue npobieMaMu U yrpaBjieHHe KOH(QUTyparusimMu.

ITIL TpeTweii BepcMM KapAMHAMBHO MEHSIET TIOAXOA K MPeOCTaBI€HUI0
ycnyr, nipeanarasi [T opueHTHpoBaThCsi Ha TpeOOBaHUS W BO3MOXXHOCTH
ousneca. I[lyonukaiuu ITIL o ToM, "Kak A0/DKHO OBITH", He 3ps OubIHOTEKY
Ha3eIBalOT "HabopoM nyurmx npaktuk'. [Ipu stom ITIL koHIIeHTpUpyeTcs Ha
pe3ynsTaTax npejoCTaB/leHUs YCIYT, a He TeXHOIOTUSX, UCIONb3yeMbIX [
tdopmupoBanus 3TUX pe3ynsraTtoB. [Ipoueccel, onucanHeie B ITIL, B TOM uau
WHOM BHJe CyIecTByrOT B /0ol opraHusanuu, ces3aHHou c IT.
WUcnonw3oBanue  ITILL.  mpeanonaraeT  MX  CTPYKTYPDUPOBAaHUE U
CTaHAAPTU3aLMI0 TIPeJOoCTaB/AeHUsA YCAYr U YIpaB/le€HUA HUMH, UTO [JaeT
BO3MOXKHOCTb mpejacTtaBuTensM [T u Ou3Heca rOBOPUTh Ha OJHOM S3BIKe.
AyouTOpEI, CIenUanucTbl JPYTUX OPraHU3ajuil, MOCTABUMKA U TMapTHEPHI
CMOTYT JIerKo noHATEL Bac, eciiu Bel ucnonssyete TepmMuHonoruto ITIL.
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TepMUHBbI

Yopasnienue ycayramu (Service Management) 3TO MHO>XeCTBO
CreLuanu3upoBaHHBIX OpPraHu3auOHHBIX BO3MOJKHOCTeH st
Npe/i0CTaBIeHUS LIeHHOCTHU 3aKa3uuKaM B GopMe yCIIyT.

3akasuuk(Customer) - 3TO MOKymnaTe/lb TOBApOB MM YCIYL 3aka3uMk A
nocraBumka IT-ycayr - 3T0 uenoBek (Tpymma mrofei), KOTOPBIN 3aKmrvaeT
cornalleHus € MOCTaBUMKOM Ha npegocTtaBiaeHue IT-ycayr u oTBeuaer 3a To,
yTOOBI IPeIOCTaB/IeHHbIE YCAYTH OBbLIN OTI/IaueHkl.

IMocraBumk ycayr(Service provider) - 3T0 opraHusaijusi, TOCTaB/SIOIIASA
YCIYT'¥ OAHOMY U/IM HECKOJIbKUM BHYTPEHHUM W/IW BHEIIHUM 3aKa3uMKaM.

[Monb30BaTeNb - 3TO COTPYAHUK OpPraHU3aliuy, Ucronb3yroumi [T-yenyry ans
BBITIOJTHEHU I TIOBCEJHEeBHOU paboThI.

[T-ycnyra (cepeuc) - cnocob mpegocTaB/ieHUs] IeHHOCTH 3aKa3uWKaM uepes
cofeiicTBMe UM B TIOJyYeHUU Pe3yIBTaTOB Ha BBIXO[E, KOTOPBIX 3aKa3uMKH
XOTAT JOCTUYL 0e3 BjajeHus creruuuecKMMHU 3aTpaTaMd U PUCKAMHU
onpefenéHHBIX MOTpebHOCTel. 3auacTyio OMpejesseTCs Kak "uTo Jesaer

NpoAyKT/cepBuUC".

[Monesnocts ycayru - GyHKUMOHaNBHOCTH IT-yciyru € TOukM 3peHus
3aKa3uyuKa.

FapanTus - obemaHue WM rapaHTHUsl TOTO, UYTO TIPOAYKT UM yciayra Oyzer
COOTBETCTBOBATh COITIACOBAHHBIM TPeOOBaHUSIM.

lapanTusi KauecTBa YCAYrH - YBEPeHHOCTb B TOM, uTo [T-cepBuc Oyzer
COOTBETCTBOBATh COINACOBAHHBIM TpeboeaHusmM. Moxker ObITE B BHE
t¢opmanbHOrO cCornmameHusi, Takoro kKak SLA wmm goroBop, nubo Kak
MapKeTHHTOBOe COO0IIeHue WU MPe/ICTaB/IeHue TOPTOBON MapKH.

IMpouseogutensHOCTh (Performance) - mepa TOro, uto AOCTUTHYTO WJIH
BbIpa0OTAaHO CUCTEMOM, YeIOBEeKOM, KOMaHJo0#, mporeccoMm, umu WUT-
YCTYTOM.

OrpaHuueHue - 3TO 3arpeT UM HEBO3MOXXHOCTb BbITIOTHEHUS KaKUX-TO
e CTBUM.
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OpranHu3auus - 3TO onpegeneHHas ¢opMa COTPYIHHUYECTBA JIIOJEH.

Muccus - 3TO KOPOTKOE M YeTKOoe OIMCaHue 3ajad, CTOALMX [epej
opraHu3anue, U U/jeanos, B KOTOPble OHA BEPUT.

Ctparernueckue 3azjauui (objectives) - 3To 6osee moapobHoOe omucaHue TOTO,
YTO XOUeT JOCTHUYL OPraHu3alus B JOITOCPOYHOM MepCrieKTUuBe.

[MonmuTuka opranusauuu (policy) - 3To COBOKYMHOCTB BCeX pelieHuil u mep,
MPUHSTEIX OpPraHu3aluedl A1 MOCTAaHOBKM CTPAaTerMuecKuX 3a/lau U HUX
JOCTUXKEeHHUS.

Kputnueckue dakropel ycrnexa (Critical Success Factors unum CSFs) -
(akTopel, KOTOpble 00sI3aTeNILHO  JO/DKHBI  pPeasM30BLIBATLCSA  AJiA
YCMEMHOCTA TIPOEKTa, Mpolecca, TaHa WM ycayrd. Takde ¢akTopsl
dopMynupyrOTCs 11 HeCKONMbKUX Hauboree BaKHBIX cdep HHTEpPecoB
KOMITaHWH, HAa3bIBAaeMbIX IepCHeKTHBaMU (MPOeKUUAMHM) OpraHUu3aluu:
3aKa3uMKU/PBIHOK, OM3HeC-TIpOIeCcChl, MEPCOHAT/MHHOBALUM U (UHAHCHL.
I nst u3mepeHUs TOro, HACKOJIBKO YCTIeIHO peanu3oBaHbl CSFs ucnonb3yercs
KPL

KntoueBoii mokazatens mnpousBogutensHoct (Key Performance Indicator
unu KPI) - MeTpuka, kKoTOpasi MCMOAL3YeTCS [/d YIpaBAeHHS MPOLIeCCOM,
YCJIYTOW UJTU JeSITeTbHOCTBIO.

[Moprdens ycnyr- 3To mofHBIA HabOp YCIYL, KOTOpbIE TPEeAOCTABISIFOTCS
nocraBumkoM yciyr [lopTdens yciyr ucnonb3yeTcs AJist yripaBieHUus BCeMH
yCAyramMM Ha TPOTSDKEHHWM BCero MX JKH3HEHHOrO IMKIa U BK/IKUaeT TPU
Kateropuu: 1) ycnyru B pa3paboTke (Service Pipeline) - yciayru, Haxogsipecs
B cTaguu pa3paboTku; 2) KaTajor YCIAyr Ajs YKe HCIOJb3YeMbIX WU
npeijlaraeMbIX yCayr v 3) YCIyT, BbIBEIEHHBIX M3 JKCIUlyataiuu (retired
Services).

[MpoektHas gokymeHTaius yciayru (Service Design Package wimu SDP) -
IOKYMEHTHI, OTIpejeNsiolie BCe acrheKThl YCayru u TpeboBaHUs K Hel Ha
KaKI0W CTaJuU )KU3HEHHOTO0 I[UK/IA.

[Maket ypoBHeit ycayr (Service Level Package unu SLP) - 3T0 onpezeneHHbIN
YPOBEHb MM0JIe3HOCTH U TaPAHTHUH [1Jisl OT[@/IbHOTO TaKeTa yC/IyL
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Cucrema ympaBieHuss 3HaHusmu 1o yoiayram (Service Knowledge
Management System uau SKMS) - Habop uHCTpyMeHTOB W 0a3 JaHHBIX,
KOTOPble MCTOJIBL3YIOTCS [/l CUCTeMaTH3alliu 3HaHuil U uHdopmauuu o6
ycnyre. OHa coxpaHsieT, ymnpaeJjiseT, OOHOBIsSieT W MPeJOCTaB/seT BCH
“HpOpMaLMI0, KOTOpasi HeoOXoquMa TMOCTAaBIMKY [/s1 YIIPABIeHUS YCIYTrOu
Ha BCeX 3Tarax >KU3HeHHOr0 LUKIax.

®yukiuu (Functions) - 4acTW oOpraHuv3alvd, CreluaJlvu3upOoBaHHble /s
TOro, uTOOBI BBIMIOMHATH OMNpeZeseHHble BHU/JbI pabOT W OTBeuaTh 3a
(opmMupoOBaHHEe COOTBETCTBYHOUMX pe3ynsTaToB. @yHKUIMU 00/1aJal0T BCeMH
HeoOXoAUMBIMU /111 BBITIOJIHEHUST PAaOOThI BO3MOXKHOCTSIMM U PecypCami.
BosmoxxHocTu BKmoualoT B cebsi cobcTBeHHBle MeToAbl pabOTEI U
HaKOTIJIeHHbIH OmnbIT. PYHKUM 0OecrieunBalOT CTPYKTYPUPOBAHHOCTb U
cTabuIBEHOCTE OpraHU3al UK.

[Mpoijecc -  cTpyKTypupoBaHHbIM  Habop  BHUOB  [JeSTEIbHOCTH,
CIIPOEKTUPOBAHHBIN /15 JOCTHXKeHUS ornpejeneHHoN uen. [Iporjecc moxer
BK/IIOUaTh B cebsi po/iM, OTBETCTBEHHOCTb, WHCTPYMEHTAPUM U METOZbI
KOHTPOJIs, HeoOxogumble A7151 OpMHUPOBAHUS Pe3yIETaTOB.

AKTUBHOCTR WU JesiTeNbHOCTH  (Activity) - Habop  meicTBuid,
CMIPOEKTHPOBAHHBIA C I[€/IbI0 TIOAYUYeHHUs OMpeJeeHHOr0 pe3yibTaTa.
AKTUBHOCTH OOBIUHO OMPEIE/SIOTCS KaK 4aCcTH MPOL[eCCOB WM TJIaHOB, U

IOKYMEHTHUPYIOTCS B Npolieaypax.

busnec-eguauna (business unit unu BU) - cermeHT 6M3Heca, KOTOPLIA UMeeT
cBou CcOOCTBEHHBIE METPHUKH, MJIaHBI, AOXOALI U pacxoabl. Kaxkgas 6usHec-
eAUHUI]a BJaJeeT W YIpapiaseT AaKTUBAMH, KOTOPbIe€ WCIONIB3yeT AJis
CO3/]aHUsI TOBAPOB U YCJIYT C OTPe/IeIeHHOM 11eHHOCThIO.

Cucrema ympasnenus koHdurypanueit (Configuration Management System
umu CMS) - Habop UHCTPYMEHTOB U 0a3 JJaHHBIX, KOTOPbIE HCIOJ/b3YIOTCS
MOCTABIIMKOM YCJIYT /7151 YIIpaB/IeHUs JaHHBIMUA O KOH(UTYPaLUsX.

Ynpasnenue noptdenem ycayr (Service Portfolio Management unu SPM) -
npotiecc,

OTBETCTBEHHBbIN 3a yrpaBienue [Toptdenem ycnyr. Ynpaenenue noptdenem
YCJIyT pacCMaTpuBaeT YC/IYyTH B TePMHUHAaX NPeA0oCTaB/seMON LIeHHOCTH s
ousneca. Karanor ycayr(Service Catalogue) - 0a3a pgaHHBIX WU
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CTPYKTYPDUPOBAHHBIM JOKYMEHT, cojep)Kaumii uHdopmaiuio 000 Bcex
ycayrax B peXHMe TIPOMBIIUIEHHON JKCIIyaTaljuy, BKIKOUas Te YCIYrH,
KOTOpbI€ AOCTYIHEI JIs Pa3BepThIBAHUS.

YnpaBnenue ¢unaHcamu(Financial Management) - dyHKIUSI U TIPOLIECCHI,
OTBETCTBEHHBIE 3a yrpaBjieHHWe O[HKeTOM, y4yeT U BO3MeLleHHe 3aTpar
MOCTaBLMKA YCIYT.

Ynpasnenue momHoctasmu (Capacity Management) - mporjecc, OTBeuarOImu
3a CBOoeBpemMeHHOe U 3(heKTHUBHOe IO 3aTpaTaM COOTBETCTBHE MOIIHOCTH
yenyr v [T-undpactpykrypel TpeboBaHusM comiacoBaHHbIX LleneBbix
MoKa3areseil ypoOBHSI YC/Iyrd. YpaB/eHWe MOIIHOCTSIMH TPUHUMAeT BO
BHHUMAaHHe BCe PeCcypchl, HeoOXoquMBbIe J71s1 TPeJOCTaBJIeHUs YCIVT, a TaKkKe
MIPOM3BOAUT KpPaTKOCPOUHOe, cpeJiJHeCpPOUYHOe U JIONrOCpPOYHOe
nJlaHMpoBaHue TpeboBaHu OU3Heca.

CoBokynHasi ctouMocTh ucnonb3oBanus (Total Cost of Utilization unu TCU) -
MOJIHBbIE 3aTPaThl 3aKa3uMKa HA MCIMOJ/Ib30BAHHE YCAYTH Ha TPOTSDKEHUU
BCETO ee XU3HEHHOTO LIUKIa.

Yuer 3arpat (Accounting) - Tpoljecc, OTBeuawIMil 3a HUAEHTH(UKAI[HIO
(hakTHueckux 3atpaT Ha npepocrtaBienue UT-Ycnyru, ux conocraBieHue C
NIaHOBBIMM 3aTpaTaMu, U yIIpaBlIeHUe OTKIOHeHUSIMU OT Bromkera.

CooteerctBue (compliance) - obecrieueHue yBepeHHOCTH B COOMHOLEHUU
CTaHJapToB uau  Habopa PpPYKOBOASIIMX JOKYMEHTOB, TIOJIHOTE W
L]eJIOCTHOCTH 4ero-mb0, MCMOMIb30BaHUU OMpPeJe/IeHHBIX YCTAaHOBJIEHHBIX
MpaBUIL

MogenupoBanue nepeMeHnHbix 3aTpat (Variable Cost Dynamics unu VCD) -
TeXHUKA, UCIIONIb3yeMasl [i/Is IOHUMaHUs, KakiM 00pa3oM MOJHbIe 3aTPaThl
MOJBEPraloTCs B/AWSHUK  MHOXXECTBAa  KOMIIIEKCHBIX — HM3MEHSIOIIMXCA
31eMeHTOB  (MMepeMeHHbIX), BHOCALMX KaXAblH CBOW  BKIag B
NpeJoCTaBIeHHUe yCIyL.

Tpeboanue kK ypoBHIO yciayr (Service Level Requirements wau SLR) -
TpeboBaHue 3aka3unka K [T-yciayre. SLR(b1) 6a3upyroTcst Ha OU3HeC-11e/sxX u
WCITOJIL3YIOTCSL /I TeperoBopoB U cornacoBaHusi LlenmeBeIX TOKasaTesei

YPOBHS YCIYTH.
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IMnan obecneuenuss MoumHoctei(Capacity Plan) wucnonws3syercs  gns
ynpaBieHusi Pecypcamu, HeoOxoguMmbIMU [yis TipefoctaBneHus [T-ycnyr
OTOT IJIaH COZEepP)KUT CLIeHapUU AJ1s IPOTHO3MPOBAHUA CIIPOCa CO CTOPOHLI
Ou3Heca, u OI|eHKy 3aTpat, HeoOXoAuMEBIX /51 obecrieueHUs: COTTIaCOBaHHBIX
[leneBBIX MOKa3aTesieil ypoBHs YCIYrd. YipaB/jeHue nocraBupkamMu (Supplier
Management) - Tmpoijecc, OTBEeTCTBEHHBIM 3a obecreueHue TOro, 4YTO
JIOTOBOPEI C TMOCTABLUMKAMH COOTBETCTBYIOT TpeboBaHusM Ou3Heca, U Bce
MOCTABIIMKKU BBITTOMHSOT CBOU KOHTPAKTHbIe 00s13aTe/IbCTBRA.

Tpanzakiusi (Transaction) - pguckperHas GyHKUMsL, BbinmosnHsiemas WT-
ycnyroii. Hampumep, nepeBof fieHer ¢ ofHOro DaHKOBCKOTO CueTa Ha /Ipyroi.
Opna TpaH3akius MOXKeT COAep)KaTb MHOTOYMC/IeHHbIe [fobaBneHus,
yoalieHusi U WM3MeHEeHWUs [aHHbIX. TPH 3TOM BCe OHHU [O/DKHBI ObITh
3aBeplleHbl YCMelHO, B NPOTUBHOM Ciyyae HH OJHAa U3 HUX He J0JDKHA
OBbITB BBITIONTHEHaA (T.e. BCS TpaH3akKius OyneT oTMeHeHa).

WNucopcunr (Insourcing) - Mcnonb30BaHUe BHYTPEHHETO MOCTABIIMKA YCIYT
anga ynpasjaenus UT-ycnyramu.

Aytcopcunr (Outsourcing) - MCMO/Ab30BaHWE BHEIHEro MOCTABIIHMKA YCIYT
g ynpaeneHust UT-ycnyramm

[MocTaBumk ycnyr npuknaasoro I10 (Application Service Provider unu ASP) -
BHEILHUI TOCTaBIMK YCJAYL, KOTOPBIM TPEJOCTaB/seT YCAYTH C
WCITOJIb30BAHUEM TIPUIOXKEHUH, Pa3BepHYTBIX Ha MOLHOCTAX TpOoBaijepa.
[Tonb3oBaTenu MmoaydyardT JOCTYN K MPUJIOKEHUAM TOCPeACTBOM CETEBOro
TIOJK/TFOUEHUSI K TPOBaiiepy.

Koudwuryparjnonnass eaununa (Configuration Item wuaun CI) - nroboi
KOMITOHEHT, KOTODBbIH HYKJIAeTCsi B yIpPaBJe€HWU [Jsi TOr0, uTOOBI
NPeI0CTaBJISITh YCIYTY.

KntoueBoii mokazatens mnpousBogutensHoct (Key Performance Indicator
unu KPI) - meTpuka, KOTOpas MCNONL3YeTCS /i YIIPaBJIeHUsl MPOLecCoM,
YCIYTO# UMK [1eSITeTbHOCTBIO.

Yrpaenenue ypoBHem yciayr (Service Level Management wiau SLM) -
TPOIIecC, OTBETCTBEHHBIN 3a 0bcyxaeHue CornameHuii 00 ypoBHe YCIyT, U
rapaHTUPYIOLMM WX BbIOHeHue. SLM 0TBeTCTBeHEeH 3a TO, YTO IPOL[eCChl
YrpaeneHusi yciyramu, COTMMAIleHUsI OMEpPaljuOHHOTO YPOBHS U BHEIIHUE
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IOTOBOPEI OYYT COOTBETCTBOBATh COMIACOBAHHBIM LI€EBBIM ITOKA3aTessiM
ypoBHsA yciayru. SLM oTciexxuBaeT U OTUYMTBHIBAETCA TIO YDPOBHSM YCIVT,
BBITIOTHSIET perynsipHbie 0030PbI /17151 3aKa3UUKOB.

[Mnan coBepueHcTBoBauus ycayr (Service Improvement plan) - dopmManbHbIM
[Tnan gnst BHeApPeHUs yIyULIEHU B TIPOLIeCC UJTU YCIYTY.

0O630p pesynsratoB BHegpeHus (Post Implementation Review wumu PIR) -
0030p, BBLITIONHSEMbIM TOC/e BHeJDeHHsl M3MeHeHUs WM mpoekra. OH
onpejenseT YCHNEUHOCTb M3MEHEeHWsT M/IM TMpoeKTa W  BBIABJAET
BO3MOJKHOCTH /151 Yy4ILeHUS.

Cornamenue onepalMoHHOTo ypoBHs (Operational Level Agreement wuim
OLA) - comailieHHe MeXKJy MOCTaBIIMKOM YC/IYT U APYrod 4acThi0 TOU Ke
opranusanuu. OLA nojjep>XvBaeT NoCTaBIMKa yCIyT B

npejoCTaBAeHUU ycayr 3akazuumkam. OLA ompegensieT mpejocTaB/isieMble
TOBapbl UIU

YCIYTH U OTBETCTBEHHOCTD obenx CTOpPOH.

Ynpasnenue momHoctasmu (Capacity Management) - mporjecc, OTBeuaroIyu
3a cBOoeBpeMeHHOe U 3(heKTHUBHOe M0 3aTpaTaM COOTBETCTBHE MOIIHOCTH
yoiyr U UHQPACTPYKTypel TpeOOBaHUSM  COINIACOBAHHBIX  I[@EBbIX
TOKa3areseil ypoBHS YCJIYTH.

YripaB/iieHUe MOIIHOCTSMM TPUHUMaeT BO BHUMaHHWe BCE PeCypChI,
HeoOXofuMMble il TIPEJOCTaBJIEHUS] YCAYL, a TakKe TIPOU3BOAUT
KPaTKOCPO4YHOe, CpeJHeCcpOYHOoe W J0JT0CPOYHOe IlaHWUpOoBaHHe Ou3Hec-
TpeboBaHUM.

Moumocts(Capacity) - MakCMManbHasi MPOIMYCKHas CIIOCOOHOCTh, KOTOPYHO
MOXXeT o0ecreunTb KOH(QUIypalMOHHAs eJWHHULIA WIM yCIyra B paMKax
COTNIACOBAHHBIX LleJIeBBIX TI0Ka3aTeslell ypPOBHS YyCIyru. [Insg HEKOTOPBIX
TUIOB KOH(UIypaljMOHHBIX eAUHUI], MOIIHOCTb MOXXeT OBbITb BhIpa)KeHa
pasmepoM uiu 00BeMOM, HallpUMep, >KeCTKOTO JUCKA.

Cucrema ympaBneHusi momHocTsmu (Capacity Management Information
System unu CMIS) - BupTyanbHOe XpaHUUIIE [ BCeX JJaHHBIX B paMKax
YiipaBneHUs: MOUHOCTSMH, OOBIYHO HUMeeT (U3NUYECKH pacrpejeeHHYH
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aApXUTEKTYPY.

HoctynHocts (Availability) - cmoco6HOCTE KOH(PUTYPaI[MOHHON € ITUHULBI UJTHA
YC/IYTH  BBITIOJIHATE COMIACOBaHHYH (YHKIWIO, KOrga 9To Tpebyercs.
IocTynmHOCTb  OMpejensieTcss 4epe3 HaJeXHOCTb, COMPOBOXK/IAaeMOCTb,
06C/Ty)KIBae@MOCTh, TPOU3BOAUTETBHOCTh U HE30MaCHOCTb.

Ynpaenenue — gocrtynHocThiO(Availabilty ~ Management) - mpouecc,
OTBEYAIOLMM 3a Ompeje/eHHe, aHalIW3, IJIAHHPOBaHHWe, H3MepeHHe WU
yAydllleHue  BCeX  acleKToB  JOCTYIHOCTH  YC/AyTM.  YIpaBjeHue

JOCTYITHOCTBI0 OTBEYaeT 3a TO, 4ToObl BCs HMHMPACTPYKTypa, MPOLeCCHI,
cpeAcTBa, poAM MW T.J. COOTBETCTBOBAAM COmiacoBaHHbIM lleneBeim
MoKasaTessiM YPOBHS yCAyTH B yacTu JloCTynHOCTH.

[Mnan yrpaBieHus  AoctynHocTbio(Availability  Plan) - TJiaH,
obecrieunBaronmii  3(GdheKkTHBHOE TO 3aTpaTaM BBIMOJHEHHE TEeKYIMX |
Oynylmx TpebOBaHUNA AOCTYITHOCTH K YCIyTe.

HapexxHocts (Reliability) - mepa Toro, kak fosro ycjiyra, KOMIIOHEHT WJIH
KOH(UrypaljoHHas eIMHULIA MOXKET BBHITIOJNHATh CONIACOBAHHYH (YHKI[UIO
6e3 nmpepbiBaHulL.

Cpeanee Bpemsi mexkay uHiuaeHtamu (Mean Time Between Service Incidents
unu MTBSI) - 3To cpesHee BpeMsi OT MOMeHTa COOsI CHCTEMBI WTA YCITYTH 10
cnepytoiero cbosi.

Cpeanee Bpemsi mexay cbosmu (Mean Time Between Failures nnu MTBF)-
3TO CpejHee BpeMs, 3a KOTOpoe KOH(UTypaljMOHHas eJUHHLA WU yCyra
MOJKeT BBITIOMHATE CBOM (yHKUU Oe3 mepepbiBa. V3MmepsieTcss OT Hauasa
paboTel 10 MOMeHTa criefyromero cbosi.

CpeaHee Bpemsi BoccTtaHoBeHUs yoayru (Mean Time to Restore Service unu
MTRS) - cpemHee Bpems, Tpebyemoe i  BOCCTaHOBJICHUS
KOH(UTypaliHOHHON eAMHUIBI UMK yeayru nocie cbos. MTRS u3mepsercs
OoT MoMeHTa OO0 KOHQUTYPALIMOHHOW eMHULIBI WU/IU YCJIYTU [0 MOMEHTa
MOJTHOTO BOCCTAaHOBJIEHUSI U BO3BPaTa K HOPMaIbHOUM (yHKI[HOHA/IBHOCTH.

Kputnunas 6usnec-dyukius (Vital Business Function unu VBF) - ¢yHKius B
busHec-mporiecce, KpUTUUHAs [/ ycriexa busneca.
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ConpoBoxjgaemocte (Maintainability) - mMepa 6bIcTpoTBI U 3¢xbeKTUBHOCTH
BOCCTAaHOBJ/IEHUSI HOPMa/JIbHOW pab0Thl KOH(UTIYpaIlMOHHOW €JUHUIILI WUJ/IH
yciyru nocre cost.

O6cnyxuBaemocTts (Serviceability) - crmocobHOCTE MOCTaBIMKA TpeTheu
CTOPOHBI BBITIOJIHUTEL YCJIOBUSI AOTOBOpa. JTOT JOroBOp OyaeT BKIHUATh B
cebsi comlacoBaHHbIe YPOBHU HAJEKHOCTH, COTMPOBOXKJAEMOCTH WM
NOCTYIMHOCTH [l KOH(UTYPALIMOHHON eIHHUI[bI.

Oxxupgaembiii mipoctoii ycayru (Projected Service Outage wnu PSO) -
NOKYMEHT, OMpeJe/isiolMid  BAMSHUE CIJIaHUPOBAHHBIX UW3MEHEHWH,
OesITeILHOCTH 10 OOCAYKHBAaHUIO M [JIAHOB  TEeCTUPOBAHUs  Ha
COIIACOBAHHBIM YPOBEHb YCIIYL

Ynpaenenue HenpepblBHOCTBIO yeayr(IT Service Continuity Management uiu
ITSCM) - mporjecc, OTBeTCTBEHHBIM 3a yIpaBAeHWEe PUCKaMWU, KOTOpbIE
BAUAOT Ha ycayru. [TSCM

obecrieuriBaeT BO3MOXKHOCTh MOCTABUIMKY YC/IYT IMTOCTOAHHO IPeaoCTaBJIATH
MHHMMAa/ILHO COIIACOBAHHLINA Y]_)OBEHB YCIyT, 4epe3 CHHUXXeHHue DHUCKOB [0
rnpuemsjieMoro ypoeHd v HHEIHH])DBEIHHE BOCCTAHOBJIEHUA YCIIVIL.

YnpaBneHnue HemnpepblBHOCTHIO Ou3sHeca (Business Continuity Management
unu BCM) - OusHec-mipoijecc, OTBEYAlOUMH 3a yIpaBjeHHWe pPHCKaMH,
KOTOpbI€ MOTYT Cephe3HO0 TMOBMUAThL Ha Ou3Hec. BCM 3aumujaeTr UHTEepeckH
KITHOUEBBIX 3aUHTEPEeCOBAHHBIX CTOPOH, penyTanui, OpeHs U AesTebHOCTb
10 Cco31aHuio 1eHHOoCTH. [Tporrecc BCM BKtouaeT B ce0si CHUKEHUE PUCKOB
10 TIpUEMJIEMOrO YPOBHSI M TJIAHUPOBAHUE CMOCOOOB BOCCTaHOBIEHUS
Ou3Hec-mpoleccoB B cCiaydae HapyueHus busHeca. BCM ycTaHaBiIuBaer
1jesM, 0XBaT U TPeOOBAHUSA MO OTHOIIEHUK) K YIIPaB/JIeHUIO HellPepbIBHOCTH
WUT-ycnyr.

IMnan obecrneuenusi HenpepbiBHOCTH yoiayr (IT Service Continuity Plan) -
T1aH, OTpeJesisoUMid ark, HeoOXoquMBbIe [1Ji1 BOCCTAHOB/IeHUsI OHOW WU
HECKOTbKUX YC/IYT.

[Tnan obecrieuenus HenpepbiBHOCTH Ou3Heca (BusinessmContinuity Plan wan
BCP) - nnaH onpegensieT mard, HeoOXoquMbIe /151 BOCCTaHOBIeHUs Ou3Hec-
IpOLIeCCOB B C/ydyae HapylleHUs UX QyHKIHOHMpoBaHuA. IlmaH Takke
JOJDKeH copaep)kaTb WHGOPMALUI0 O COOBITHUAX, KOTOpBIE SIBJISTIOTCS
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OCHOBaHHEM /14 €ro HWHHUIHHWPOBAHHWA;, JIHOAAX, KOTOPbIE OOJIXKHBI OBITE
3aﬂEﬁCTBOBﬂHBI B pea/lM3dliHMH IIJlaH4, CPeacTBax KDMMYHI/IKEIL[I/II:'I H T.II.

Ananu3 BiusHUs Ha OusHec (Business Impact Analysis wiu BIA) -
[eTeTbHOCTh B paMKax Tporjecca YpaBieHUHM HelpephIBHOCTHIO Ou3Heca,
KOTOpasi ompefiesisieT KpUTUUHbIe OH3Hec-(pyHKIMM U UX 3aBUCUMOCTH OT
(hakTOpoB OKpy)KeHHus. DTUMH (DAKTOpaMH MOTYT OBITh IMOCTABIMKH, JHOIH,
npyrue OU3HeC-npoiecchl, YCAYTH U T.J,.

Onenka puckoB (Risk Assessment) - Haua/IbHbIE 1IATH YTIPAaBJI€HUS PUCKAMM.
AHanu3upyeTrcss 1]€HHOCTb AaKTUBOB /s Ou3Heca, WAEHTUULIUPYIOTCS
yrpo3bl MO OTHOIIEHWI0 K 3TUM aKTUBaM, U OLIeHMBaeTCs yA3BUMOCTb
aKTHBOB I10 OTHOLLEHUIO K 3TUM yrpo3aM.

[MocrennenHoe  BocctaHoBneHue  (Gradual Recovery) -  cmoco0
BOCCTAaHOBJIEHUs, TakKe WM3BECTHBIM KaK "X0JIQAHOe pe3epBUpoBaHuUe".
[TpegycmaTpuBaeTcss BOCCTAaHOBJIEHUE YCIyru B TeueHue Oosee uem 72
yacoB. IIpM TMOCTeNEHHOM BOCCTAHOBJIEHMH OOBIUHO 3a/eiiCTBOBaH
MOOM/IBHBIM WM  CTAallMOHAPHBIA  PEe3epBHBIM  I[I@HTP, OCHAIEHHbBIU
3/IeMeHTaMU JKM3HeoOecreueHusl U CeTeBOM pa3BoAKol, 6e3 KOMIbIOTePHBIX
CUCTEM.

IMpomexyrouHoe BoccraHoBieHue (Intermediate Recovery) - cmoco6
BOCCTAHOBJ/IEHUsS], TaKKe W3BECTHBIM KakK 'Terjoe pe3epBUpOBaHue'.
[TpepycmaTpuBaeTcs BOCCTAaHOBJEHUE YCIYTH B TeueHUe 24 - 72 uacos. [Ipu
MPOMEXYTOUYHOM  BOCCTAHOBJEHUHM  OOBIYHO  HCHOMb3yeTCa  0OuUMid
MOOM/IBHBIM WM  CTAallMOHAPHBIA  PEe3epBHBIM  I[I@HTP, OCHAIEHHbBIU
KOMITBIOT@PHBIMU cucTeMaMu " CeTeBbIMU KOMITOHEHTaMH.
KondurypupoBanue anmnapaTHOro ¥ NMpPOrpaMMHOTO obecrieueHus, a TaKKe
BOCCTAaHOBJIEHUE [AHHBIX BBIMOJHAIOTCA B pamkax [Inana obecreuenus
HEIPepbeIBHOCTH YCJIYL

breictpoe BocctanoBenue (Fast Recovery) - criocob BOCCTaHOB/IEHUS], TaKKe
W3BECTHBIM  Kak  'ropsuee  pesepupoBanue”.  [IpeaycmaTtpuBaertcs
BOCCTAHOBJIEHUE YCJIYTH 332 KOPOTKUH TTPOMEXYTOK BpeMeHH, 00bIYHO MeHee
24 yacoe. Ilpu OvICTPOM BOCCTAHOB/JIEHMHW OOBIUHO M CIIO/B3YeTCS
BBIJIe/IEHHBIM CTALlMOHADHBIA pe3epBHBIM I[@HTP C KOMIBIOTEPHBIMH
cucremamu u [10, ckoHpurypupoBanHeiMu 11 paboTs! yeayr. HemegneHHoe
BOCCTAaHOBJIEHHWE MOXeT 3aHuUMaTth g0 24 wuacoB, ecnu Tpebyercs

BOCCTAHOBJIEHHE JdHHBIX PE3€epPBHOI0 KOIMMHUPOBAHHA.
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HemennenHnoe  BoccraHoBieHue  (Immediate  recovery) -  crmoco0
BOCCTAaHOBJ/IEHMS, TaKkKe W3BECTHBIM KakK 'Topsuee pe3epBUpoOBaHue'.
[lpegycmaTpuBaeTcss BOCCTaHOBJIeHUE YCayrd 0e3 mpepbiBaHUS  YCIYTH.
HemenneHHoe  BOCCTaHOB/IeHHE  OOBIUHO — MCMHO/B3YeT  TEXHOJIOTUH
3epKa/MpoBaHusi, 0aMaHCUPOBKMA 3arpy3kKM W pasjiefieHusi TUIOAI0K
yCTaHOBKHU 000pyZOBaHUS.

AnTHKpu3ucHoe yrnpasjeHue (Crisis Management) - mpoijecc, OTBevarommi
3a yrpaBjeHUe HeNpepbIBHOCTHIO OWU3Heca B CaMOM IIMPOKOM CMBICTIE.
KomaHja aHTHUKPU3MCHOTO VIIPABJAeHUSI OTBeuaeT 3a CTpaTeruueckue
BOMPOCHI, TakWe Kak VIIpaBjieHHe B3auMOAEHCTBUEM CO Cpe/CTBaMU
MaccoBoil MHAGOpPMALUM W J0BepHeM AaKI[MOHEepOB, a TaKKe TPUHUMAeT
peiieHre 06 MHUIHALIMY TIJIaHOB ObecrieyeHns HelpepbIBHOCTU BU3Heca.

[Monutuka wHpopmaruonHoi Oe3omacHoctu (Security Policy) - cucrtema
MOJIMTHK, TIPOLIECCOB, CTaH/JAPTOB, PYKOBOASAIIMX /I0KYMEHTOB M CPEJCTB,
KOTOpble 00eCmeunBalOT OpPraHU3alluU [OCTWKEHUe Iiejield YipaBieHus
WHPOPMALIMOHHOM 0e30MacHOCTEIO.

Cucrema ympaBaeHuss WHGOpPMalMOHHON Oe3onacHocTeio  (Information
Security Management System unu ISMS) - cucTema NMOJUTHK, TPOILECCOB,
CTaHJAPTOB, PYKOBOJSIIMX I0KYMEHTOB U CPEJCTB, KOTOPble 00eCrneunBaoT
OpraHu3aliui  JIOCTM)KeHWe  1jefieil  ympaBieHuss  MHGOPMAlMOHHOM
He3omacHOCTEIO.

Yrpaenenue noctaBumkamu  (Supplier Management) -  mporecc,
OTBETCTBEHHEBIN 3a obecreueHHWe TOrO, UTO [JOTOBOPbI C TMOCTaBUMKAMH
COOTBETCTBYIOT TpebOoBaHUsiM Ou3Heca, ¥ BCe MOCTABIUKH BBIMOIHSOT
CBOM KOHTpPAKTHbIe 00s13aTenbCTBA.

[Mocrapumk (Supplier) - TpeTrhss cTOpOHA, OTBETCTBeHHAas 3a IOCTABKY
TOBAPOB MM YCIyT, HeoOxoguMbIX A1 mpefocTaBnenus UT-ycnyr [Ipumepst
MOCTABIMKOB: BEeH/JOPbl MPOrpaMMHOrO U amnmnapatHoro obecrmedeHus,
CeTeBbIe TE/IeKOMMYHUKAIIMOHHEIE MPOBAIIEPH], a TakkKe ayrCOPCUHTOBEIE
OpraHu3alui.

baza nocraBumkoB u goroeopoB (Supplier and Contract Database uniu SCD) -

Dasa MAHHBIX WAW CTPYKTYPUPOBAHHBIM [JOKYMEHT, HCIOJIb3YeMbld AJis

VIIpaBJIeHUsA [JOrOBOpaMHU IOCTAaBUMKOB Ha IIPOTSDKEHUM BCEr0 HX

»ku3HeHHOro uukna. SCD cogepkuT KiroueBsie aTpuOyTH BCEX JOTOBOPOB C
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MOCTABIIMKAMH.

[Mpeobpa3oanue(Transition) - W3MeHeHHe B COCTOSIHUM, COOTBETCTBYHOIIIEE
repeMenieHUI0 YC/IYTH UM KOHQUTYPALMOHHOW eJUHULIBI U3 OQHOUN CTaAuu
>KM3HEHHOTO LIMKJ/IA K C/IeAVIOLIel CTaguu.

Pemu3 (Release) - wabop amnapatHoro ob0ecrneyeHusi, TPOTPaMMHOTO
obecrieueHus, [AOKYMEHTAI[UM, TIPOLIECCOB WU [JPYTUX KOMIIOHEHTOB,
KOTOpble HeoOXoAuMBbI A7 BHEAPEHUs OAHOTO WA  HEeCKOJbKUX
COTNMAacOBaHHBIX HM3MeHeHHM B yciayrax. Copep)kaHue KaKAoro penu3a
yIIpaB/sieTCs, TECTUPYETCS U pa3BepThIBAETCS KaK OTAe/IbHasA CyIHOCTb.

3anpoc Ha wu3meHeHue (Request for Change mnu RFC) - dopmanbHoe
npegiokeHue Ha peanusanuio  M3venenus. RFC Bxawouaetr B cebs
JeTasbHOe OTHCAHMe MPeJIOKEeHHOT0 U3MeHeHUs, U MOXKeT ObITh 3armucaHo
B OyMa>KHOM MJTA 3/1eKTPOHHOM (hopmarTe.

TectupoBanue (Test) - [gesATeNbHOCTb, KOTOpas BepUBUIIUPYET, UTO
KOH(urypaljuoHHass efWHWIlA, yCJIyra, MpoOLecc, W T.I., COOTBETCTBYeT
crnenudUKaI[UK UK COIVIACOBAHHBIM TPeDOBaHUSM.

Coopka(Build) - pgesarenbHOCTE MO KOMIIOHOBKE HECKOJBKUX U Oosee
KOH(UTYypaljMOHHBIX eJUHUL i (GOPMHPOBaHUSI 4YacTH yciayrd. TepmuH
COhopka TarKe UCMOMb3YeTCs B OTHOILIEHUM PeJii3a, KOTOPbIA YTBePXKAeH /st
pacnipoctpanenusi. Hanpumep, C6opka cepsepa ninu Coopka HoyrOyka.

Pa3eepteiBanue(Deployment) - neAaTensHOCTE, OTBeUarolas 3a nepeMerieHue
HOBOTO WM U3MeHeHHOro obopynoBanus, [10, gokymeHTaluu, npoiecca, u
T.I., B CPeJly MPOMBILUIEHHON KCTyaTajuu.

IMognepkka B Hauane skcrutyatarjuu (Early Life Support) - moapgepikka,
NpejoCTaBJsieMasi B OTHOIIEHUMH HOBOM WUJIM U3MEHEHHOM yC/IyTM B TeUeHUe
HEKOTOPOTO BPEMEHHU HeIOCPeACTBEHHO I0C/ie TOro, Kak yciyra Obiia
BBeJeHa B 3Kcryatauuio. Bo Bpems Ilogzepxku B Havyane 3KCIjiyaranuu
MOCTaBUMK yCayr MoxeT mnepecMmarpuBaTh KPI, ypoBHM yCIyrM W
HabmroflaeMble  TMOPOTOBBIE  3HAUYeHWs, a  TakkKe  3aeiiCTBOBAaThb
JOTIOJIHUTENIbHBIE PeCcypChl AJjis1 YIpaB/ieHUsl UHLJUJEeHTaMU U YpaB/leHus
npobnemamu.

Cpena (Environment) - mogMHoxXecTBO WT-uHMpacTpyKTyphl, KOTOpOE
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HCITOJIB3YeTCA B PA3/IMUHBIX LIE/IAX.. r[[J'If[ CITOXHBIX Cpe,u, eCTh BO3MOXXHOCTBb
COBMECTHO HMCIIOJNIB30BdThb KDHCl)Hl"ypaLU/IOHH]:IE €IUHHWILIbI, HATIpUMED CpE,I[bI
TecToBoit H HpOMbILﬂHEHHOﬁ SKCIIyaTallH K MOTYT HCITIO/B30B4ATE
pa3iluHbIe pa3fejbl Had OJHOM MaﬁH¢pEﬁME. Tawke HCITIOJIB3YeTCA B
TepMHHE Cl)I/IBI/I‘IECIGJﬁ cpeibl AT obo3HaueHus IMoMeleH#u,
KOHAJULWOHHPOBAHHWSA, CHCTEMEI IMTAHKUA U T.II.

Cpena mpombliuieHHOW 3kcriyatauuu (Live Environment) - ympasisemas
cpeja,  cojepxkaujas — KOHOUTYpPAallMOHHBIE  €AUHUIBI B pPEXHUMe
MPOMBIIUIEHHOM JKCIITyaTal{UuH, UCIIO/Ib3yeMble i TIPe[OCTABIeHUS YCIIYL

Cpepa TtectupoBaHusa (Test Environment ) - KoHTpoaupyemasi cpeja,
UCIosib3yeMasi /718 TeCTUPOBAHUS KOH(QUIypaljMOHHBIX eJuUHUL, COOpOK,
ycnyr, Ilpoueccos u T.m.

Cpena cbopku (Build Environment) - koHTposupyemasi cpejia, B KOTOPOWM
cobuparTcs (KOMIIOHYIOTCS) MIPUJIOXKEHHsI, YCIYTH U Apyrue cOopku mepej
ux mepegaueii B Cpeny TectupoBanusi win Cpeay TPOMBINUIEHHON
IKCILTyaTal[{H.

[Mpuemka(Acceptance) - dopMansHOe CcoOIIallleHWe, OTIpefieNisioliee, YTO
ycnyra, mnpouecc, [lnan wunu  Jgpyroil pe3ynsraT 3aBeplleH, SBJSETCS
MpaBUILHBIM, HAJEXHBIM W OTBEYAeT YCTAaHOBJEHHBIM TpebOBaHUSAM.
[Tpuemke 0OBIUHO MTpPEALIECTBYET OL[@HKA UM TeCTUPOBAHUE, TPUEMKa YacTo
obs3aTenbHA A/ MepexoAa K BhIITOTHEHUIO C/IeyIOILero jTarna mpoeKra Uiu
npoiiecca.

[MToprdens 3akazunkoB - 0a3a JAHHBIX WK CTPYKTYPUPOBAHHBIA [OKYMEHT,
UCTIONb3yeMble [ XpaHeHus uHGopmanuu 0060 Bcex 3aka3uukax
MOCTaBLMKA YCIYT.

[Toprdens goroBopoB - 6a3za JAaHHBIX UM CTPYKTYPUPOBAHHBIH [OKYMEHT,
WCIIOJIb3yeMBbId /11 yIIpaB/IeHWS JOTOBOPAMM Ha OKa3aHWe YC/IyT WH
CormnameHuaMu MeXK/y MOCTaBIMKAMH YCIYT U UX 3aKa3UUKaMU.

[Maketr ycnyr (Service Package) - aeTanu3upoBaHHOE OMUCAHWE YCJIYTH,
JOCTYITHOM [17151 TPeJ0CTaBJ/IeHU s 3aKa3uMKaM.

3anuce 00 namenenun (Change Record) - 3anuce, copepikaiasi JeTanabHYK
uHpopmanuro 06 wusmeHenuu. Kaxpgas 3anuce 00 HU3MeHeHUH
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AOKYMEHTHDYeT JKU3HEHHBIN OUK/IT OAHOro HM3MEHEeHHH. 3anuce 006
H3MEHEHHMH CO3[4aeTCA A/ KdKIO0TO IMOJYYEHHOro SEIHPOCEI Ha HM3IMEHEHHe,
AdXKe eClii OH BIIOC/IeACTBHMH OTK/IOHEH (DTBEPTHYI'). 3amnuce, 00 U3MeHeHuH!
AO0/KHa COAepKaTb I‘IHCbOpMElL[I/II-O 0 KDH[i]PIl"ypaL[I‘IOHHbIX eqUHHILaX,
KOTOPBIE 3aTpPparMBaeT JdHHOE€ U3MEHEeHHe. 3anucu 06 H3MeHeHHIX XpPaHATCA
B Cucreme YIpaB/IeHHU A KDHClJI/Il"ypElL[Hf[MI‘I.

I'padmk n3amenennii (Change Schedule) - 10KymeHT, B KOTOPOM T1epeUYHC/I€HBI
BCEe YTBEP)KIEHHbIe HW3MEHeHUs M HUX IJIaHOBble CPOKUA BHEJPEeHUS.
Oxupgaembiii mipoctoii ycayru (Projected Service Outage wnu PSO) -
JOKYMEHT, OMpeJefisiolMii  BAMSHUE CIJaHUPOBAHHBIX UW3MEHEHWH,
JesITe/IbHOCTH 110 00CTy)KUBAHUIO U TIJIAHOB UCTIBITAHUM HA COTIaCOBAHHBIN

YPOBEHb YCIYT.

Komuter mo wusmenenusMm(Change Advisory Board unu CAB) - rpymna
JIofled, KOHCYIBTHUPYIOIMX MeHe[Kepa Mo M3MEHEHUsSIM TPU BBITIO/IHEeHUH
UM OLeHKH

COOTBETCTBUS, TIPUOPUTE3aLMHM ¢ TUJIAHUPOBAHUS M3MEHEHUH. ITOT
KOMHUTET 00bIUHO (JOPMUPYETCS U3 MPeJCTaBUTeNel BCeX 3aMHTePeCOBAHHBIX
CTOPOH - TIOCTaBILMKA yCiyr, Ou3Heca U TPeTbUX CTOPOH, TAKUX Kak Mpoyue
MOCTaBLUKH.

KomuteT nmo cpounbiM usmeHenusMm (Emergency Change Advisory Board uu
ECAB) -rpynmna mwoped B coctaBe KomuTeTra 1Mo M3MeHEHUSIM, KOTODbIe
NPUHUMAKT pelieHus 10 CpOYHBIM W3MEHEHUSIM C BBICOKUM BJIUSTHUEM.
HeobxoqumocTs yuactusi B ECAB MoeT ObITh BbISIB/IEHA HETIOCPE/ICTBEHHO
NpU Co3bIBe (OpraHu3aljiu) COBelaHWUS U ONpejensieTcs UCXOAs U3 CYTH
Cpo4YHOro u3MeHeHHs.

Yrpaenenue aktuBamu U KoHurypayusimu (Service Asset and Configuration
Management wnu SACM) - mpolecc, OTBETCTBEHHBIM 3a YpaBeHUE
KOHGUTYpaLUsIMU U Ynpae/neHue akmueamu.

Kondurypanuonnasi egunuiia (Configuration Item wnu CI) -  mrobow

KOMIIOHEHT, KOTOPBbI HYXKJAeTcsi B yIOpaBJIeHUH [Jjs TOTO, YTOOBI

npezaoctaeasaTe yeayry. Uadopmarus o kaxxgout KE peructpupyercs B Gopme

3anucu o KE B Cucreme ynpaB/ieHUs] KOHOUTYpaLlUsIMU U TIOAIEP)KUBAETCS

aKTyaJibHOM B TeueHWe BCEro >XM3HEHHOrO I[UK/Ia MPOI[eccoM YTpaB/ieHUs

koHurypaiusmu. KE  HaxogdTcs  1Moj,  KOHTPOJeM  YipaBjeHUs
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HU3MEeHEHHMAMH. TunuuHbIMU npuMepamMm KE ABIAKOTCA YCIyTH,
OGOpyr[[OBElHHE, nporpaMmMHoOe OﬁECHE‘IEHI/IE, 30aHHA, JHOIU WU OOKYMEHTHI,
TdKHEe KdK HpOL[ECCHElH JOKYMEHTalUd H Cornamesus o6 YPOBHE YCIyr
(SLA).

Wurtepdeiic nocraBumka ycayr (Service Provider Interface wiu SPI) -
uHTepdeiic MeXJy MOCTaBIUMKOM VCIYT U TI0/Jb30BaTe/ieM, 3aKa3uHKoM,
Ou3Hec-mpoieccom, Wil MOCTaBIMKOM. AHanu3 WHTepdelicoB MoCTaBIMKa
YCJIyT TOMOTaeT KOOPJUHUPOBATh CKBO3HOE YITPABJIEHHE YC/TyTaMHu.

bubmuoreka stanonHoro 10 (Definitive Media Library (DML) - ogHo uu
HECKOJIbKO 3alMIeHHbIX XPaHU/IHIL, B KOTOPbIX HAXOAATCA ONpefeneHHbIe U
aBTOPU30BAHHBIE BEPCUU BCeX KOH(UTyparjuOHHBIX eIMHUL], OTHOCSIIMeCs K
nporpaMmmMHOMy obOecneueHur. DML Tawke w™oxer cogepxats ClI,
accouuupoBaHHbie ¢ [10, TakuMe Kak AUIeH3UU U JoKymeHTauusa. DML
SIBJIIETCS] JIOTUUECKM eJMHBIM XPaHWIIMILEM, Jake ecnu (u3nuecku mecTa
XpaHeHus pacnpefieneHbl. Bce mnporpammHoe obecrieueHue B DML
HAXOAUTCS TIOf, KOHTPOJeM YpaBjeHUsi W3MEHeHUSIMU U YIpaBjeHUs
penu3amMu, [0/DKHO ObITh 3apeructpupoBaHo B Cucreme TmipaB/ieHUs
koHpurypanqusmu. B penusze Moxer ObITb HCIIONB30BAHO  TOJIBKO
nporpammuoe obecrieuenue u3s DML.

Enunuiia penusa (Release Unit) - KOMIOHEHTHI YCIyrd, KOTOpPble OOBIYHO
KOMITOHYIOTCSI BMeCTe U BBIMYCKAKOTCS B paMKax OfHOro penu3a. EamHwuiia
penu3a o0ObIYHO BKIHOYaeT B ceOf KOMIIOHEHTHI, HeoOXoguMBbIe AJis
BBITIOJIHEHUS KakoW-1ubo mone3Hod ¢yHkuuu. Hampumep, Emunuiei
pesir3a MOXKeT ObITb HACTOTbHBIA KOMITBIOTEp, BK/TIOUAIOIMii B cebs

NporpaMMHOe, arraparHoe obecrieueHue, TULH3UH, JOKYMEHTALUI0 U T.1I.
HOpyrum npumepoM EfuHUIBI peri3a MOXET C/IY)KUTh 1je/ioe MPUI0KeHHe
[/ pacyeTa 3apIljiaThl, BK/IKUYad MpOLieAYPhl ONEepandOHHOIO yIpaB/IeHUus
IT ¥ TpeHUHTU TIOSTL30BaATEJIeH.

[Munotr (Pilot) - orpaHuueHHOe pa3BepThIBAaHWE YCAYTH, peau3a WM
rpoijecca B cpejie MPOMBIIUIEHHOU JKcryataquu. [TunoT ucnonesyercs ans
COKpAI|eHUsI PUCKOB M TIONy4eHUsl 0OpaTHOU CBsI3W, a TakkKe MPHUEMKHU OT
TM0JIb30BaTe/e.

bazoBoe coctossHue  (Baseline) -  3adukcupoBaHHOe ~— COCTOsIHUE,
UCITOJIb3yeMoe KaKk OpUeHTHP (KOHTPO/IBHAS TOUKA).
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IMognepkka B Hauane 3kcrtyaraiuu (Early Life Support wau ELP) -
NoJJepKKa, TIpefoCTap/sieMass B OTHOILIEHWUW HOBOW WIM H3MEHEHHOU
YCJIYTH B TeUeHWe HeKOTOPOI0 BPeMeHU HeloCpe[CTBeHHO II0C/e TOro, Kak
ycnyra Obuia BBefieHa B JKCIyaTanuio. Bo Bpemsi mojjepXKd B Hauase
9KCMJIyaTaljud IIOCTaBUMK VCAYT MOXKeT I1epecMaTpUBaTh K/IHOYEBbIe
MOKa3aTed TMPOU3BOAUTENBHOCTH, YPOBHH YyoIyrM u  Habmropaembie
TOPOTOBBIE 3HAUEHUS, a TaKKe 3a/1eHCTBOBATH AOTOJHUTE/NBHBIE PEeCcypChI
[U1st YipaBieHus MHIUAeHTaMU U YIpaB/ieHus mpobieMaMu.

O6xopnoe pemenue (Workaround) - yMeHbIlleHWe WM YCTPAHEHUE BIIUSIHUS
UHI[U/IeHTa WX TPO0JIeMbl, [jisi KOTOPbIX B TEKYIMH MOMEHT HEJOCTYITHO
MOJTHOE pasperieHue. Haripumep, nepe3anyck OTKa3aBIe
KoH(purypariuoHHoit  eguHUIbl.  OOXomHBIE pelleHWs s TIpoOsieM
JOKYMEHTHPYIOTCSI B 3alMCsiX 00 M3BeCTHBIX ommbkax. OOxoqHbie myTH st
WHI[U/IEHTOB, KOTOpble He TMpUBs3aHbl K 3amucsM o mnpobsiemMax,
JOKYMEHTHPYIOTCS B 3aMUCsix 00 MHI[UeHTaX.

[Moareepxxnenue(Validation) - pedarensHOCTB, KOTOpasi rapaHTHUPYeT, UYTO
HOBasg W/IM W3MEHeHHas YCjayra, MpoLecc, MJaH WX [PYrod pe3ynabraT
oTBeuaeT HyKaaMm OusHeca. [logTBepKAeHNe TapaHTUPYeT, YTO TpeboBaHUS
Ou3Heca yIOBIETBOpEHBI, JaXe €CIA OHU MOIIM W3MEHUTHCS 110
OTHOILEHUIO K UCXO[JHOMY pe3y/sTaTy NPOeKTHPOBaHUSL.

IMoaTBepkaenue u tectupoBaHue ycayr (Service Validation and Testing) -
MpOL1eCcC, OTBETCTBEHHBIN 3a MOATBEPXKAEHHE U TeCTUPOBaHWEe HOBOUM WM
u3MeHeHHOW  ycayru.  [logTBepxkaeHWe W TeCTUPOBaHUE  YCAYT
VIOCTOBEpsieTCs,  4TO  yCIyra  COOTBETCTBYeT ee  crenuduKanuu
npoeKTHUpoBaHus 1 OygeT oTBeuaTs moTpebHOCTM OH3Heca.

Onenka (Evaluation) - mporjecc, OTBeTCTBEHHBIM 3a TIPOBEJEHUE OL[€HKH
HOBOW WU/IM U3MeHseMOU yciyru as obecrieueHus yrpaB/ieHHs] PUCKAMHU U
MOMOLLY B MPUHATHUU PelIeHUs 0 MPOJ0/IKEeHUH TIPOBeieHUsI U3MeHeHH .

Yrpaenenue 3Hanusamu (Knowledge Management) - mpoijecc, OTBeuaromnMi
3a cbop, aHanu3, cOXpaHeHUe U MpeJOoCTaB/JIeHUe 3HAHUU U MHPOPMALIUU B
Opranu3auuu. [lepBuuHas 1jenb YOpaBjieHUs 3HaHUSMM - YBeJIUYeHHUeE
3¢peKTUBHOCTU MyTeM CHIXeHUs HeoOXOAUMOCTH B TOBTOPHOM TOHUCKE
3Hauuii. JlanHbie-MHdbopmaius-3uanus-Mymapocts (Data-to-Information-to-
Knowledge-to-Wisdom unu DIKW) - criocob nipecTaBieHusi B3aMMOCBSA3eH

MeXAY [JaHHBIMH, WHOpMaluell, 3HaHUeM U MyApocTeio. KoHnenuus
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DIKW mnoxka3biBaeT, KakuM 00pa3oM Kaxkoe W3 TepeuyrCIeHHBIX TTOHSATHH
DasupyeTcs Ha OCTA/IBHBIX.

KonTtpons oneparnonHoro ynpaesenus (IT Operations Control) - dyHKius,
OTBeuarlas 38 MOHUTOPUHT U KOHTPOJE yoiyr u IT-undpacTpykrypsl.

OmnepanuonHoe ympaBaeHue IT (IT Operations) - #AeATeIBHOCTH,
BhITIO/IHSIeMBIe QyHKUuel KoHTpons onepanuonHoro ynpasienust UT, B Tom
ylucle KOHCOMbHOE yIpaBjeHWe, TIJIAHUPOBAHUE 3a/a4y, pe3epBHOe
KOMMMPOBaHUe, BOCCTAHOBJIEHHUe, TTeUaTh U yIpaB/ieHHe BbIBOJOM.

Pone - Habop OTBETCTBEHHOCTEH, [esTe/IbHOCTeH U TOJIHOMOYMH,
MIPUCBOEHHBIX COTPYAHUKY UMM KOMaHze. Ponb onpepensieTcss B mpotiecce.
OauH COTPYAHUK UM KOMaH/Ja MOKeT UMeTh (BBIMOJHATE) MHOrO Poneii.
Hanpumep, Ponu Menemkepa Koudurypaiuii u Menemkepa M3meHeHUM
MOTYT BBITTOJIHATLCA O4HUM COTPYIHUKOM.

YnpaBnenue cobbiTusmMu (Event Management) - Tipoliecc,0TBeTCTBeHHbIN 3a
yrpaBjieHue COOBITUSAMU B TeUeHHE >KU3HEHHOro IUK/Ia. YIpaBjeHUe

COOBITHAMM OHA M3 IMTaBHBIX ,H'EHTEI]]:HOCTEFI OIepalfuoOHHOro yripaBJ/IeHHA
UT.

CobbiTie (Event) - M3MeHeHUE COCTOSIHMS, KOTOPOE MMEeT 3HaueHue s
yripaB/ieHUsI KOHQUTYPAl{MOHHON eJUHULIEH U/TH YCIYTOM.

AKTUBHBIN MOHUTOPUHT (Active Monitoring) - MOHUTOPHUHT
KOH(UTyparmOHHbIX eUHUL] UJIN YCIYT, M CITO/B3YIOIM T
aBTOMaTH3UPOBAHHLIE PeryasipHble MPOBEPKU ISl OTC/IEKUBAHUSA TeKYIIero
ctatyca 06beKTa MOHUTOPUHTA.

[MaccuBHBII moHuTopuHr  (Passive Moitoring) - MOHUTOPHUHT
KOHOUTYPAl[MOHHOW  eJUHUIbI, YCAYTM W/AW  TIpPOLlecca, KOTOPbIM
OCHOBBLIBAeTCA Ha TMpeJYNpPeXAeHUSIX WM YBeJOMIEHUAX O TeKyllem
COCTOSIHUM.

Ynpasnenue uniuaeHtamu (Incident Management) - mporjecc, OTBeuYarOIu
3a yrpaBJjieHHe >KU3HeHHBIM IMK/IOM BCeX WHIUAeHTOB. OcHOBHasa Lefb
YrpaBneHus: MHLOUJEHTAMH - CKOpelilllee BOCCTAHOBJIEHWE YCAYTU AJis
MO/Ib30BaTene.
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Wunupgent (Incident) - He3armaHWUpPOBaHHOE TIpePbIBAHWUE VC/IYTH WM
CHUKeHHe KauecTBa yciayrd. COoi KOoH(UTypaljuoOHHOW eUHUIIbI, KOTOPBIU
ellle He MOBJMSUI HA YCIIYTY, TakkKe SIBJIsSeTCS UHIUAeHToM. Hanpumep, cboii
O[HOTO JYCKa U3 MaCCHBa 3epKaJIMpPOBaHUS.

Cpounocts (Urgency) - Mepa TOTO, HaCKOJIBKO OBICTPO C MOMEHTa CBOEro
MOsIBJIEHUsl  UHIUJeHT, mnpobrema wWaM  U3MeHeHWe  TipuobOperer
CyllleCTBeHHOe BUsHWe Ha OusHec. Hampumep, WHLUUAEHT C BbICOKUM
YPOBHEM BJIMSIHUSI MOXKeT MUMeThb HU3KYH) CPOUYHOCTh [0 TeX MOop, MokKa 3TO
B/IMSIHUE He 3aTparuBaeT OW3HeC B mMepuo[ 3aKpbITHsS (UHAHCOBOTO Tofa.
BnusHue 1 CpOUHOCTL UCHIOIB3YIOTCA [/151 Ha3HAUeHUs TPUOPUTeTa.

Ockananus (Escalation) - pestenbHOCTB, HampaB/ieHHas Ha TMOJydeHUE
JOTIOJIHUTENBHBIX PeCypcoB, KOIjla 3TO HeoOXoAMMO [Jis JOCTHXKeHUs
lleneBbiX moOKa3aTesnell YpOBHA YCIYIM WA OXHUJAHUI  3aKa3uMKOB.
ODcKananus MOKeT NoTpeboBaTeCA B paMKax yito00ro npouecca YipasieHus
yciyramd, HO Hauboslee uyacTO  accoLUMpyeTcs C  YIIpaBjieHHeM
WHLMKJEHTaMH, YmpaBiaeHHeM npobiemamu U yhpaBjieHHeM xanobamu
3aka3uuka. CyilecTByeT JBa TUMa dCKanaluu: QyHKIMOHAMbHAS JCKanalus U
Hepapxuueckas cKanausi.

YnpaBnenue 3anpocamu Ha obcnyxupanue (Request Fulfillment) - mporecc,
OTBETCTBEHHBIH 3a YIpPABJIeHHE >KU3HEHHBIM IIUKIOM BCEX 3arpoCcoB Ha
obcnykuBaHue.

Yrpaenenue npobmemamu (Problem Management) - mpoijecc, OTBevarOmm
3a yrpaB/ieHHe )XH3HEHHBIM IMK/IOM Bcex mpobieM. KiroueBbIMU 1[eisiMu
Yrpasnenusi mipobsiemMamMu SBASEOTCS TIPEJOTBpAIEHUE HWHI[UJIEHTOB U
MUHUMHU3ALUS BAUSHUS TEeX WHIIUJEHTOB, KOTODbleé HE MOryT ObITb
Npej0TBPAIlIeHBI.

[Tpo6siema (Problem) - mpuurHa 0AHOTO M/ HECKOJILKUX UHI[UIEHTOB.

Huarpamma MumkaBbl - MeTOMKA, TTOMOTAOIas KOMaH/e OMpefie/uTh BCe
BO3MOXXHble TPUUYMHBI Mpobsembl. IlepBoHauaneHO Obla pa3paboTaHa
Kaopy WnmkaBoit (Kaoru Ishikawa), pe3ynsraTom paboThl 3TON METOAUKH
SIBJIIETCSI AUarpaMma.

baza u3eectHbIx onm00K (Known Error Database nnmu KEDB) - 6a3a gaHHBIX,
copepkamjasi Bce 3anucu 00 wu3BecTHbIX oumbkax. OTta 6a3a maHHBIX
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co3jaeTcs B Mpolecce YiopaeseHuss mnpobnemMaMu U HCIIOJB3YeTCs
npoieccaMy YrpaBjieHUs UHUHUAeHTaMHd U npobsemamu. ba3a u3BecTHBIX
ommboK 310 yacTe CHUCTeMEI yIipaBieHus 3HaHUU 1o yoayram (SKMS).

YnpaBnenue goctynom (Access Management) - TMpolecc, OTBEUYaIMi 3a
JOTMYCK TIOMb30BaTeNell K HWCIO/Bb30BAaHUKD YCIYL, AAaHHBIX WA JIPYTUX
aKTHBOB. YrpaBneHnue ZOCTYIIOM 1oMOoraeT obecrieunTh
KOH(UIeHIIMaNbHOCTh, 1[[@I0CTHOCTh U [AOCTYIHOCTh aKTMBOB 3a CYeT TOro,
YTO TOJLKO aBTOPU30BaHHBIE MO/Ib30BATe/IM UMEIOT BO3MOXKHOCTE MOJIYUUTh
OCTYN WU MOAU(ULIMPOBATh AaKTHUBHI.

Upentudukarop (Identity) - yHuKa/ibHOe HaUMEHOBaHUE, UCTOMb3yeMOe s
UAeHTUDUKALIUU TI0b30BaTessl, 4ejoBeKka uWaW ponu. Hpentudukatop
WCMOMB3yeTCsl [/ NpefoCTaBAeHUsi TpaB I0/Ib30BaTe/ll0, 4el0BeKy WU
ponu. Ilpumepamu upeHTUdUKAUU MOTyT OBITH UMs MoJIb30BaTe/ s iBaHOB
WBan unu Ponbs "Menemkep Usmenenuin",

HenpeposiBHoe ynyumenue ycayr (Continual Service Improvement nnu CSI) -
MOCTOAHHOE yIydllleHWe YC/IYr OTBeyaeT 3a YIpaBjeHWe YIyuylleHHUAMU
(coBepuieHCTBOBaHMEM) B Tpoleccax  YapaBiaeHHUsI  yCAyramMu U
npejocraBieHuu  ycayr.  [Ipou3BOAMTeNBHOCTL — TMOCTABLIMKA  YCJIYT
MOCTOSTHHO M3MepsieTCs, Y pa3pabaTeIBalOTCd Mepbl M0  YIYULIEHUE)
npoueccoB, ycayr u  UT-uHdpacTpyKTypel C 1e/ibl0  yBeJMYeHUs
3¢ peKTUBHOCTH, Pe3yIETaTUBHOCTU U 3(dEKTUBHOCTH 3aTpar.

3adukcupoBanHoe coctosiHue (Benchmark) - coctosHue uero-nmbo,
3aMKCMPOBAHHOE Ha OMpEe/eIeHHbI MOMEHT BpeMeHu. 3auKkcupoBaHHOe
COCTOsiHME MOXeT ObITh co3maHo s KoHduryparjusim, [Iporecca wan
moboro gpyroro Habopa JaHHBIX.

CpaeHenue coctosiHuil (Benchmarking) - cpaBHeHuwe 3adukcupoBaHHOrO
coCTOsHUA C 0a30BBIM COCTOSIHME WM C Jydileld npakTukod. TepMuH
CpaBHEHHME COCTOSIHUM TakKe WCIO/MB3YeTCsl B C/IEAYIOLIEM CMBIC/IE -
co3naHue cepuu 3aUKCHPOBAHHBIX COCTOSHUM B TEUEHWUU OMPeEJeIeHHOr0
OTpe3Ka BPEMeHHW M CpPaBHEHHE IIOJIyUeHHBIX pe3yIsTaTOB /sl OL[eHKU
nporpecca Uiy ynydiieHHs.

Cucrema cbanaHncupoBaHHBIX ToKa3aTenedi (Balanced Scorecard) -

WHCTPYMEHT yrparJjieHus, pa3paboTtaHHsiii qokropam Pobeptom Kannanom

(lapBaackass OusHec-mkona, Harvard Business School) u [I3Bugom
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Hopronom. Cucrema cbOanaHCUPOBAHHBIX T[IOKa3aTesed  TMO3BOJISET
JIeKOMII031POBAaTh CTpareruto o KnroueBbix MoKa3saTese
npoussogutensHocTu (KPI). CooTHecenue [lpousBogurtensHoctd ¢ KPI
UCMOMB3yeTCs [/ AeMOHCTpPallMM YCHelHOCTH ucnojHeHuss CtpaTerum.
CbamaHcupoBaHHBIM [OKa3aTe/lb COCTOUT U3 4-X WIaBHbIX O/0KOB

(obnacreii, HampaBAeHWI), KaXKIblii W3 KOTOPBIX BKIHOUaeT B cebs
Hebonboe kKonnuecteo KPL
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