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BBepneHune

Ipynna ctaHgapToB «PaclunpeHHasa cxema fesTeNlbHOCTY opraHusauum ceasm (eTOM)» pa3paboTaHa ¢
yyeToM pekomeHAauunii M.3050.X cekTopa cTaHAapTu3auuny 31eKTpocBa3n MexayHapo4HOro coto3a 31ekTpo-
cesasn (MCO-T).

PekomeHpaunn no eTOM (Enhanced Telecom Operations Map) BXoAAT B COCTaB CEPUU PEKOMEHAALNIA
M.3xxx MC3-T. koTopas ctaHgapTusupyeTt «CeTb ynpasneHus anektpocssasbio» TMN (Telecommunications
management network) — mogenb ynpasneHus o60pygoBaHMem, CETAMU U yCryraMm 3N1eKTPOCBA3N.

CraHgapTel eTOM ycTaHaBnMBaloT KlaccuUKaLMoHHY0 cXeMy Mpou3BOLCTBEHHbLIX MPOLECCOB opra-
HMU3aLuunii CBA3KN, TEPMUHOMOTNIO, METOJ MepapxmMyeckoin AeKOMMNOo3nLMK NPOoLLeCccoB, CTaHAAPTHbIE 3/IeMeH-
Tbl MPOLECCOB 1 METOAO/IOMMI0 NOCTPOEHNA MoAeneli NPon3BOACTBEHHbLIX NPOLECCOB U3 CTaHAAPTHbIX 3fe-
MEHTOB.

Mopgenb eTOM. onpegeneHHas rpynnoit pekomeHgaunii MC3-T no eTOM. 6bina paspaboTaHa mexay-
HapogHoit accoumaumein TM Forum (®opym ynpasneHns TeNIeKOMMYHUKaLMAMM) B paMKax nporpaMmMbl paboT
«HoBoOe nokonieHne cuctemM ynpasneHus U nporpaMmmHoro obecneyeHusi» NGOSS (New Generation Opera-
tions Systems and Software).

Mogenb eTOM npefHasHaveHa ANA NMPUMEHEHWUA Npu MOAENUPOBaHWM U peopraHusauuy nNpous3Bog-
CTBEHHbIX NPOLECCOoB, Npu pa3paboTke cuctem ynpasneHus n OSS/BSS — cuctem noafepxku AesTesibHO-
CTW/6naHeca opraHusauuii CBA3WN, NPU CUCTEMHOW MHTerpauun cucteM aBToMaTu3auun NPOU3BOLCTBEHHbIX
NpoLLeCccoB M3 KOMMNOHEHTOB Pa3HbIX NPOM3BOAUTENEIA.

O6uwasn cTpykTypa 6usHec-npoueccoB eTOM. ctaHgapTu3anpoBaHHas B FTOCT P 53633.0—2009. onpe-
JenseT CTPYKTYpbl YPOBHEN N UX 3neMeHTbl Ans yposHeid 0 n 1 eTOM. CTpyKTYpbl U 3/1€MEHTbI NPOLECCoB
NS ypoBHEW 2 1 3 nepapxmyeckoin cTpyktypbl eTOM onpefenstoTcsa 4pyruMm ctaHgaptamu rpynnsi eTOM.

CTpyKTypa 1 3neMeHTbl NpoLeccoB YpPOBHA 2 06pa3oBaHbl B pesynbrare AeKOMNo3uuuu rpynn npo-
Lieccos ypoBHA 1 eTOM. Kaxaoii rpynne npoLeccos ypoBHS 1 COOTBETCTBYET CBOSA COBOKYMHOCTb 3/1EMEHTOB
NpoLEeCcCcoB YPOBHSA 2. KOTOpas ycTaHaBNMBaeTCcsA OTAe bHbIM CTaHAAPTOM.

B HacToswem cTaHfapTe onpefenseTcsa CTPYKTypa v 31eMeHTbl MPoLEeCcCoB YPOBHA 2 A1 TOPU30HTaUTb-
HOW rpynnbl NPOLLECCOB «Ynpas/ieHe B3aMMOOTHOLLEHNSAMU € KnneHTamn» CRM B rnasHoi o61acTu npouec-
coB «OCHOBHas [1eATe/IbHOCTb».

CobntofeHne 0OCHOBHbIX NOMOXEHWIA cTaHAapTa Npy aBToMaTusaumum 4esTeslbHOCTW OpraHusaLuin ceasmn
o6ecneynt BO3MOXHOCTb MOCTPOEHUS CUCTEM aBToMaTu3auum M3 KOMMOHEHTOB CO CTaHAaPTHbIMU MHTEp-
dhelicaMmn 1 NO3BOAUT BbIGUPATL NyUylLe B CBOEM Kacce KOMMOHEHTbl CcpeAn KOMMOHEHTOB pa3sHbIX Npous-
BOAMUTENENA.
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HALUMWOHANBbHBLIMN CTAHOAPT POCCUMUCKOW SGELEPALWUMU

MHopmayoHHble TexHonoruu. CeTb ynpaBieHus 3N1eKTPOCBA3bI0
PACWNPEHHAA CXEMA JEATE/NIbHOCTW OPFAHN3ALLMN CBA3U (eTOM)

Jekomnosnuma n onucaHus npoueccos. [Npouecckl ypoBHA 2 eTOM.
OcHOBHas feATe/IbHOCTb. YNpas/iieHne B3auMOOTHOLEHUAMN C KTNEeHTamu

Information technologies. Telecommunications management network. Enhanced telecom operations map (eTOM).
Process decompositions and descriptions. eTOM level 2 processes. Operations. Customer relationship management

fata eBegeHns — 2010—12—01

1 O6nactb NpUMeHeHNs

HacTosiwumii cTaHgapT ycTaHaB/MBaeT CTPYKTYPY U 3/1EMEHTbI NPOLLECCOB YPOBHSA 2 A1 TOPU30OHTasb-
HOIi rpynnbl NPOLECCOB «YNpaB/eHne B3anMOOTHOLEHUSAMY ¢ knneHTaMu» CRM (Customer relationship man-
agement), ABAALLIEACA 3/1IEMEHTOM CTPYKTYpbl YPOBHA 1 B rnaBHoV o6nactn «OCHOBHas AeATe/lbHOCTb»
mogenun eTOM (Enhanced Telecom Operations Map). 'pynna npoueccos CRM onpegeneHa B 6a30BOM CTaH-
papte NOCT P 53633.0.

HactosAwwmin ctaHfapT pacnpocTpaHseTcs Ha BCe Mpouecchbl B3aMMOAENCTBUI opraHusaunm cCBsAsu C
KNMMeHTaMn He3aBWCUMO OT TOrO, Kakme TEeXHOSIOTMMN 3/1eKTPOCBSA3N OpraHM3aLus NpUMeHseT 1 Kakue UHAO-
KOMMYHWKaLMOHHbIE YCNYr OHa OKa3blBaeT KIMeHTaM.

Hactoswwmin ctaHgapT npefHasHaveH 418 NPUMEHeHUs opraHusaumsMu CBA3M, CUCTEMHbLIMU UHTerpa-
Topamu. NPOU3BOAUTENSIMU CUCTEM YNPABNEHUSA Y CUCTEM aBTOMATU3aLLMN NPOM3BOACTBEHHbIX NPOLECCOB.

OpraHu3saLumn cBA3K, BbICTynawLne B ponun onepaTopa cBA3v U/uam oneparopa ceTu, MoryT NPUMEHSITb
HacToAWMiA cTaHAapT Npu MOLeNNpPoBaHNK, ONTUMM3ALMN 1 peopraHn3aLn Npon3BOACTBEHHbLIX NPOLECCOB
N CTPYKTYpbl OpraHu3aumu, a Takke npu 3akase CUCTeM ynpasfeHWs U CUCTeM aBToMaTu3auum npousso-
CTBEHHbIX MPOLECCOB.

CuCTeMHble MHTerpaTopbl MOryT NPUMEHATbL HACTOALMIA CTaHAapT NPU NPOEKTVPOBAHUN KOMMIEKCHbIX
cMcTem aBToMartmsaumu NponsBOACTBEHHBIX NPOLLECCOB C UCMO/b30BaHNEM CUCTEM U KOMMOHEHTOB PasHbIX
npov3BoguTene.

MpoussoguTenn cUCTeM ynpas/fieHnsa 1 CUCTeM aBToMaTu3aluy NPOU3BOACTBEHHbIX NPOLECCOB MOTyT
NPUMEHATL HACTOAWMIA CTaHAAPT Npy pa3paboTke KOMMOHEHTHO CTPYKTYPbl U MHTEPCEicOB CBOMX CUCTEM,
a Takke Npu cornacoBaHnmn ¢ 3aKkasumkamy TpeboBaHUii Ha UX NOCTaBKy.

TpeboBaHusi HaCTOSALLEro cTaHapTa He pacnpocTpaHAlTCA Ha AelCTBYylLWMe CTaHAapTbl, KOTopble
ObINM NPUHATLI A0 BBEAEHUS €ro B feiicTBue.

2 HopmaTuBHbIE CCbINKN

B HacToALWem cTaHfapTe UCNob30BaHa HOPMAaTUBHAA CCblnka Ha cneayoLnii cTaHaapT:
FOCT P 53633.0 NHcopmaunoHHble TexHonormn. CeTb ynpaBfieHUss 3/1eKTpoCcBA3bio. PaclwmpeHHas
cxema fefATenbHOCTN opraHunsauun ceasm (eTOM). Obuwasn cTpykTypa 6usHec-npoLeccos

MpumevyaHune — lpu NOML30BAHNMN HACTOALWMM CTaHAAPTOM Lenecoobpas3Ho NpoBepuTb AeliCTBUE CCbIIOY-
HbIX CTaHAapTOB (CBOAOB NpaBw/) B MH(pOPMALMOHHOI cucTemMe 06LLero nonb3oBaHnsa — Ha ouLmansHoOM caiite dese-
panbHOro areHTCTBa N0 TEXHNYECKOMY PeryiMpoBaHunio 1 MeTpoiornn B cetn VIHTEpHET 1 no exerogHomy nHopmaum-
OHHOMY yKa3aTtesnio «HaluoHanbHble CTaHAAPTbI», KOTOPbI ONy6MKOBaH N0 COCTOSHMIO Ha 1 AHBaps Tekylero roaa, u no
BbIMyCKaM eXeMeCcsa4yHoro MHhopmMaLMoHHOTo yKkasaTens «HaunoHanbHble CTaHAapTbi», 3a Tekywuii rod. Ecnu sameHeH

M3paHue oduymansHoe
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CCbINIOYHbIV CTAHAAPT, Ha KOTOPbIN fJaHa HeaaTUpPoBaHHAs CCbiKa, TO PEKOMEHAYETCS UCMNONb30BaTL AENCTBYIOLLYIO BEp-
CUI0 3TOrO CTaHAAapTa C YHEeTOM BCeX BHECEHHbIX B JaHHYI0 BEPCUI0 N3MEHEHWI. ECIM 3aMeHEH CCbINIOYHbI CTaHAapT, Ha
KOTOPbI flaHa faTupoBaHHasA CCbifka, TO PEKOMEHAYETCS WCNOb30BaTb BEPCUID 3TOTO CTaHAAPTA C YKa3aHHbIM Bbllle
rofloM yTBepXAeHus (NpuHATUS). Ecnv nocne yTBEpXAEHUS HACTOSILLEro cTaHAapTa B CCbIIOYHbIM CTaHAAPT, Ha KOTOPBbI
flaHa faTupoBaHHas CCblfka, BHECEHO U3MEHeHUWe, 3aTparMBarLLee MosIOKEHUE, HA KOTOPOE AaHa CCblfika, TO 3TO No-
NOXeHne pekoMeHAyeTCs NPUMEHSTbL 6e3 yyeTa JaHHOTO U3MeHeHUs. Ecnn cebiNoyHbIi cTaHAapT OTMEHEH 6e3 3ameHbl,
TO NOJIOXKEHME, B KOTOPOM [laHa CCbi/IKa Ha HEro, PEKOMEHAYETCSH NPUMEHSATb B YaCTU, He 3aTparvBatLLeil 3Ty CCbIKy.

3 TepmMuHbI 1 onpepeneHuns

B HacTosLWwem cTaHfapTe NPYMEHEHbI CeayloLne TEPMUHBI C COOTBETCTBYIOLLMMUN ONpeaeneHNs MN:

3.1 6usHec-npouecc (business process): Npon3BOACTBEHHbIV NPOLECC OpraHn3aunm CBA3W.

3.2 nepapxuyeckas gekomnosmumua npouecca (hierarchical process decomposition): Metog no-
cnepoBaTenbHON AeTanu3auun npoleccoB 60nee BbICOKOro YPOBHSA Ha MpoLecchl 6051ee HU3KOro YpoBHS C
Lenblo obecneyeHss BO3MOXHOCTM MOAE/MPOBaHUA NPOTEKaHNS NPOLLECCOB BbICOKOTO YPOBHSA C MOMOLLbIO
NPOLECCOB HMKEeNexallero ypoBHs.

3.3 knueHT (customer): ®usnyeckoe Wan LPUANYECKOe NMLO, NoKynatwllee y opraHnsaummn ceasu um
nonyvatouiee 6ecnnaTHo NPOAYKTbl 1 YCAYTW.

3.4 onepaTop cBA3MK (service provider): KOpuguyeckoe L0 WAK WHAMBUAYANbHbIA npesnpuHUMa-
Tenb, OKa3sblBaloLLMe YCYrn CBA3MN Ha OCHOBaHNM COOTBETCTBYIOLLEN MMLEH3UN. ABNSETCA NOCTaBLMKOM UH-
POKOMMYHUKALMOHHBIX YCYT KNWEHTaM.

3.5 onepatop ceTu (network operator): OpraHusauus cBa3u, NPON3BOACTBEHHASA AEATENBHOCTb KOTO-
poii HanpaBneHa Ha npegocTaBfeHne TPaKTOB nepejayy MHPOpPMaLMN N COeAVHEHUIA Yepe3 CeTU 3NeKTPo-
CBA3MN.

3.6 opraHusaums (enterprise): KOpuanyeckoe nAuuo, ocywecTBAsOLLEee AeATENbHOCTb B 061aCTh CBS-
31 B KA4eCcTBe OCHOBHOTO BMAA AEATENbHOCTU.

3.7 napTHep (partner): Y4yacTH/K COBMECTHOI C opraHu3aumeli CBsA3n AeaTeNbHOCTM Mo npegocTasrie-
HUI0 YCNYT KNWEHTaM, CBA3aHHbI/ C opraHusaluvein 4oroBOPHbIMY OTHOLLIEHWUAMUW, KOTOPble OnpeaensioT A0/
npubbIInN 1 MaTepuasibHy0 OTBETCTBEHHOCTbL MO PUCKaM.

3.8 nocTaBuuk (supplier): KOpuaguueckoe nuuo, B3aMMOeNCTBYylOLLEe C opraHu3aunein ceasu B obe-
crneyeHWn TOBApPOB U YC/yr, KOTOPbIE NCMO/b3YIOTCA OpraHu3aumvei npyv npefocTasieHun NPpoAyKTOB W YCnyr
K/IMEeHTaM.

MpumeuyaHune — lMpegnonaraeTcsi, YTO OpraHU3aLMs CBA3M UcNonb3lyeT cpefcTBa eTOM Ansi MOAeNMpoBaHNs
CBOMX NPOM3BOACTBEHHbBIX NPOLECCOB.

3.9 npoaykT (product): MaTtepuanbHas n/unum HemaTepuasnbHasa CyLHOCTb, Npeasaraemas wiv npeao-
cTaBnsiemMas opraHusaumeli CBA3n KINEeHTY.
MpumeuvaHnne — TpPOAYKT AO/MKEH BKAOYATb B CE6S KOMNOHEHT npefocTaBneHua ycnyru. MNpoaykT moxet

BK/lOYaTb B ce65 Takke o6paboTaHHbie MaTepuasibl, nporpaMmHoe obecneyeHve u/unu annapaTHblie cpeacTsa U Nobyto
X KOMBUHauuio.

3.10 npouecc (process): lNMocnenosatelbHOCTb CBA3AHHbLIX AENCTBUIA WK 3afay, HeO6XoAUMbIX 415
[OCTUXEHNA onpeesieHHoro pesynbrara.

3.11 pacwupeHHas cxemMa AeAaTenbHOCTU opraHusauumn ceAsu (enhanced telecom operations map;
eTOM): OTanoHHas o6was CTPyKTypa Npov3BOACTBEHHOW AeATeNbHOCTY OpraHu3auun cBA3u, onpegensto-
Was craHAapTHble 3/1IeMEHTbI NPOLLECCOB, U3 KOTOPbIX JO/HKHbI CTPOUTLCSA MOAENN BCEX NPOU3BOACTBEHHbIX
npoLeccos.

3.12 pecypchbl (resource): ®usnyeckme n N0rMYeckme KOMMOHEHTbI, UCMONb3yeMble AN opMmpoBa-
HUA yCnyr.

MpumeuaHne — B KayecTBe PecypCcoB UCMOJb3YIOTCA MPUMOXKEHUS, CPEACTBA BbIUNC/IUTE/ILHON TEXHUKN 1
3/1eMeHTbl CeTeBOIi UH(PACTPYKTYPbI.

3.13 cuctema nogpepxkn 6usHeca (business support system; BSS): Cuctema, nogaepxvsaroLias
npoueccbl eTOM 13 obnactn «CtpaTerusi, HPacTpyKTypa u NpoayKT».

3.14 cucTtema nofAepXKM OCHOBHOWN AaesiTenibHOCTU (operations support system; OSS): Cuctema,
nogaepxuvsatowias npoueccol eTOM u3 o6nactm «OCHOBHasA AeATeNbHOCTbY.
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3.15 ckBo3HoO npouecc {end-to-end process flow): CoBOKYNnHOCTb BCEX NOANPOLLECCOB, AENCTBUIA 1
NopAAoK UX CNefoBaHusi, KOTopble HEOGX0AMMbI AN AOCTUXEHUS Leneil BbINOMIHEHUA npoLiecca.

NMpumeuyaHune — CKBO3HbIE MPOLECCHI MPOEKTUPYIOTCS C UCMOb30BAHNEM CTAHLAPTHBIX 3/IEMEHTOB MpoLec-
COB. onpegeneHHbix B eTOM.

3.16 cyuiHocTh (entity): KoHkpeTusaumsi unm a6eTpakuus, pasnmyaemMble B Npeaeniax CUcTEMbI.

MpumevyaHune — lMpumepamun cywHOCTe ABAAIOTCA: cucTema, NofcucTema, KOMMOHEHT, Knacc, 06BbeKT, UH-
Tepdpeiic. KNMEHT, NpoLecc, NPUIOXKEHNE, cneundurKaLms.

3.17 ycnyra cBA3n (service): [eAaTenbHOCTb N0 npuemy, 06paboTke, XxpaHeHuo, nepegaye, 4OCTaBke
COOO6LLEHWNIA 3NEKTPOCBA3N UM NOYTOBBLIX OTNPAB/IEHNIA. ABNAETCA COCTABHOM YacTbio NPoAyKTa, NpeAHa3Ha-
YEHHOW 4719 NPOAaXWU KNIMEHTY B cOCTaBe NpoaykKTa.

NMpumevyaHne — OfHa M TaXe ycnyra MOXeT BXOAUTb BO MHOXECTBO pPa3/iMyHbIX NPOAYKTOB, NpejocTaBnse-
MbIX MO pPasNYHOI LieHe.

3.18 uenouka nocTaBoK (Suppty chain): CylLHOCTU M NpOLECcChbl, B TOM YUC/ie BHELIHWE MpPOLEeCCHl
opraHusauuu, KoTopble 3afelicTBOBaHbI NpW MOCTaBKe TOBAPOB U YC/yr, HEO6XOAUMbIX A/1s1 NPefoCcTaBieHus
MPOAYKTOB W YCNYT KINEHTaM.

3.19 anemeHTLI NpoueccoB (process elements): CTaHgapTHble 6/10KM WU KOMMNOHEHTbI, UCMOJb3ye-
Mble /151 C6OPKU CKBO3HbIX GM3HEC-MpPOoLLecCoB.

4 O6wue rnonoXxxXeHus

4.1 PaclwupeHHasi cxema AesiTeNbHOCTU opraHu3auuy cBsisu (eTOM) SIBASIeTCS MHCTPYMEHTAsIbHbIM
CPefCTBOM A1 MOAE/IMPOBaHWs, ONTUMU3ALUN 1 PeopraHn3aLmy NPoM3BOACTBEHHbLIX NPOLECCOB U CTPYKTY-
pbl OpraHU3aumnii cBs3u.

4.2 CraHpapTHble rpynnbl NPOLLECCOB YPOBHs 1 1 3/1IeMeHTbl NMPoLeccoB YpoBHeii 2 1 3 eTOM sABnsiOT-
CSl KaTeropusimm, UCMo/b3yeMbiMK AN KnaccuukaLmy Npou3BoACTBEHHbIX NPOLLECCOB OpraHu3auuu, a He
MoZensMU peasnbHbiX NpoueccoB. OHU onpefeneHbl ¢ MakCUMaibHO BO3MOXHONM CTeNeHbo 06LHOCTY TakuM
06pasoM, 4To6bl GbITb HE3ABMCMMbIMW OT MPOAYKTOB, YC/YT 1 TEXHOMOMMIA ceTell 3/1eKTPOCBSI3N.

4.3 HacToswuii cTaHAapT ycTaHaBNMBAeT CTPYKTYPY U 3/1EMEHTbI MPOLLEeCCOB YPOBHS 2 AN FOPU30H-
TanbHOW rpynnebl npoueccoB CRM — «YnpaBneHue B3avMOOTHOLLIEHUAMU C KITIMEHTaMU.

JneMeHTbl NMPOLECCOB YPOBHS 2. ONpefesieHHble HACTOSLWMM CTaH4apTOM, MOTYT UCMOJb30BaThbCs B
KauecTBe CTPOUTE/bHbLIX 6/10KOB NPU MOCTPOEHUM NOTOKOBLIX AMarpaMm peasibHbIX NPOU3BOACTBEHHbLIX MPO-
LleCcCOB. CBSI3aHHbIX C B3aMMOZECTBUAMU OpraHn3aLmy CBsi3u CO CBOMMM KIIMEHTaMK.

5 NaeHTuunkauma npoueccos

51 [Ona vHavKauuMm nosuuMOHNPOBaHNS 3/1eMEHTOB NMPOLECCOB YPOBHA 2 Ha rpaduyeckom npepcras-
NEeHUN CTPYKTYpbl YpoBHA 1 eTOM nprvMEHSIOTCS MUKTOrpaMMbl MaTpuyHOW CTpykTypbl eTOM. MaTpuuHas
CTPyKTypa ob6pasyeTcs NyTeM Ha/loKeHUs BepTUKasbHbIX TPYNnn MNPOLLECCOB Ha FOPW3OHTasIbHblE TPYNMbl
npoueccos eTOM.

MecTo anemeHTa npoLeccos Wan rpynnel NPOLECCOB B CTPYKTYpe ypoBHA 1 eTOM nokasbiBatoT nytem
BblAeNIeHns TEMHbIM (DOHOM COOTBETCTBYIOLLMX 3/IEMEHTOB MaTpuLibl Ha NUKTOrpaMme.

Ha pucyHke 1 npuBefeHO cTaHfapTHOe rpaduyeckoe npefcrasfieHne CTPYKTypbl ypoBHsA 1 eTOM B
cooTBetcTBUM ¢ FOCT P 53633.0. MukTorpamma ropusoHTanbHoi rpynnsl CRM npegctasneHa Ha pucyHke 2.
Ha o6oux pucyHkax rpynna CRM BbigeneHa TeMHbIM (DOHOM.

5.2 B eTOM npuHATa cxema Hymepauuu rnaBHbIX 06nacTeid, rpynn v 3/1€eMEHTOB NPOLLECCOB C NOMO-
wbto ngeHtndmkatopos npoueccos ID (identifier). aeHTndmkaTop NpoLeccoB UMeeT crnedyroLmnin gopmart:

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

rae: aaaaaa — HoMep, Ha3HavyaeMblil opraHm3aunein cBasu. IT0T Homep aBaseTcs npedukcom K ID ctaHpapT-
HOro anemeHTa npouecca. MNpedukec npuMeHseTcs B Tex cryyasx, Korga opraHumsaums cumtaet
Heo6X0AMMbIM PacLUMPUTL UAN U3MEHUTL ONpejesieHne CTaH4apTHOIo aleMeHTa npolecca;
b— undpa, ykasbiBatowas paspabotunka npouecca. 3HayeHne 1 otHocutcs K TM Forum, 3Haue-
HVe 2 — KO BCeM Apyrum paspaboTyunkam;

3
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X — uyudpa, npeAcTaBaoLlas HOMEP FNaBHON 06nacTu npoueccos. MNpuHATa cnegyowas Hy-
Mepaumsa: 1 — «OcHoBHasa gesAtenibHOCTb» OPS. 2 — «CTparernsi, UHgpacTpykTypa u npo-
aykt» SIP, 3 — «YnpaBneHve opraHusauueii» EM;

¢ — umudppa, nNpeacTasnsAoLLan HOMep pynnbl NPOLECCOB YpoBHA 1 B nNpefenax rnaeHoli obnac-
Tn. B rnaBHbix 06nactax OPS u SIP npuHATa HyMepauus ropu3oHTasIbHbIX Fpynn NpoLeccoB
CBepXy BHU3 B Npegenax 061actv B COOTBETCTBUN C PUCYHKOM 1;

d — umdpa, npefcTasnaoLLas HOMepP 3/leMEeHTa NPOLECCOB YPOBHA 2 B CTPYKTYpe rpynnbl nNpo-
LeccoB ypoBHA 1,

e — umudpa, npefcrasnswoLLan HOMep aNeMeHTa NPoLLecCoB YPOBHA 3 B CTPYKType anemeHTa npo-
LLeCcCoB ypOBHA 2.

5.3 NaeHTudrkaTopbl NpoLeccos cBsi3aHbl € (PYHKUMOHANbHBIMU ONUCAHUSAMU TPYNM Y 3/1IEMEHTOB NPO-
ueccos eTOM 1 1CNOMb3YOTCA B KAYECTBE CCbISIOK Ha onpefAenieHns cTaHAapTHbIX NPOLEeCccoB.

npcwi*r(SF) OTowHTAMNHWecTb <OPY)

\J
L MNapw * H Emumr
VET SSI' unoorw
wenas udacnaH renMoLWwH
BCAKTUNYPBI yunpns
Y*3 BT

YIyleM O ILILI1IIM W W YnpwuM» BMMMMIHOWMMUAM O nuHTamu (CM)

PLIUPUHAHY Yy T 1 » lanywu (8oam? MvawwMtumawyaw pnykyr <8MAQ]

P**p*emTuyrywrte*puyfiiri(RCU)
fry i— ,MHIWIUUUIINJfIHM Thb

NMupa6nBMnNManMs W €14k w T T x
(ACUH)

M Mn

MuywXwmumxuTayH pMHXCT Ne HO )
(MpurHu— . alurw W raHMw WM «aToxX w )

ytpm W iwTweaoTonTKwoON3answy ww/MT T TwT

(WPRU)

I 1 =

PucyHok 1— CTpyKkTypa ypoBHsi 1o6Lieii cTpykTypbl 6u3Hec-npoueccos eTOM
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PucyHok 2 — Muktorpamma rpynnel npoueccos CRM

6 Crtpyktypa CRM n Ha3HayeHne npoLeccos

6.1 CTpyKTypa ropn3oHTasibHOl rpynmnbl npoyeccoB CRM — «YnpaB/ieHne B3aMMOOTHOLLEHUSIMM C K-
eHTaMu» 1 COOTBETCTBYIOLLME 3/IEMEHTbI MPOLECCOB YPOBHS 2 NMPUBEAEHbI HA pPUCYHKe 3.

PucyHok 3 — [lekomno3uuus rpynnbl npoueccoB CRM Ha afieMeHTbl NPOLeccoB YpoBHS 2

MaeHtngukatop CRM: 1.1.1.

6.2 lMpouecchl ropu3oHTasIbHOW rpynnbl CRM A0/KHbI aHan3npoBaTb OCHOBHYH MHA)OpMaLMio 0 no-
Tpe6bHOCTAX KAMEHTOB U o6ecneymBaTtb BCHO (PYHKLMOHANBHOCTb, HEOOXOAVMMYIO ANA MPUBMNEYEHUSA HOBbIX
KMEHTOB, PaCLUMPEHNs N COXPAHEHUS OTHOLIEHWIA C CYLLECTBYIOLMMUN KINEeHTaMK.

Mpoueccbl 06CNYXNBaHUSA N NOALEPXKKA KNVEHTOB A0/KHbI BbINONHATLCA C UCMO/b30BaHNEM JTHO6bIX
BMA0B B3aMMOeicTBMA: B opmcax, no tenedoHy, Yepes VIHTepHeT unn Ha fomy. Mpu 3ToM B3aumogeicTeus
MOTYT 6bITb PYYHBIMWU UV @aBTOMATU3UPOBAHHLIMMU.

6.3 Mpoueccbl CRM. HanpaB/ieHHble Ha NPOJaXN KNMeHTam NpoAykToB 1 YCyr, f0/MKHbI obecneunsatb
yfepxXaHve KNVeHTOB, NPsIMOi MapKeTWHT, W3MeHeHne Habopa ycnyr, NpoAaXu YCAyr ¢ YNy4ylleHHbIMW CBOW-
CTBaAMW 1 HOBbIX YCNYT.

Mpoueccbl CRM BK/IOYAIOT B ce65 kak TPaAWNLNOHHbIE NPOLLECChI PO3HUYHOW NPOAAXKMN YCAYT KIMEHTaM,
Tak 1 npoLecchl ONTOBOV NPOAAXU YCNyr APYTUM OpraHu3auusam.

6.4 Mpoueccbl CRM [0/XHbI BbINOMHATE CO0P M aHa/IM3 OCHOBHbIX CBEAEHUIA O K/IMEHTaX W KX MO-
TpebHoCTAX. 3Ta MHopMaumsa [O/MKHA UCNONb30BaTbCA ANA NEepCoHMMKaLMM NpefocTaBaseMblX YCyr,
aganTauun nx K Tpe6oBaHUSIM KIMEHTOB U AOCTaBKM NakeTOB YC/Yr, a Takke onpeaesieHnsi BO3MOXHOCTEN no
YBE/IMYEHWNIO LLEHHOCTUN K/IMEHTOB /19 OpraHn3aLluu.

7 JOnemMeHTbl MPoLeccoB YpPOBHSA 2 AnsA rpynnel npoueccos CRM

7.1 ®yHKUMOHA/bHbIE ONUCAHUS 3NIEMEHTOB MPOLLECCOB YPOBHSA 2 yCTaHaB/UBAOT KnaccudyKaLuoH-
Hble MPU3HAKK, MO KOTOPbIM peasibHble MPOLECChl MOTYT GbiTb OTHECEHbI K KaTeropuy npoLeccoB, COOTBET-
CTBYIOLLIEli KOHKPETHOMY 3/IEMEHTY MPOLECCOB.
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7.2 ®dyHKUMOHANbLHOE onuncaHve AN aneMeHTa NPoLEeCCOB YPOBHA 2 COAEPXUT: nAeHTUdUKaTOp, NUK-
TOorpaMmy. HavMeHoBaHWe U PYHKLMOHa/IbHYI0 XapakTepucTuKy. PeanbHblli MpoLecc cuntaeTcs OTHOCALMUM-
CA K CTaHAAPTHOMY 3/1eMeHTy npoueccoB eTOM. ecnv OH BbINOHAET Of4HY U3 PYHKLUIA, YKa3aHHbIX B YHK-
LMOHaNbHOI XapakTepuncTuke afieMeHTa npoLeccoB.

7.3 ®YHKUMOHAa/IbHbIE XapaKTepPUCTUKN 3NEMEHTOB NPOLECCOB YPOBHA 2 Ans rpynnsl CRM [0/1XHbI co-
0TBETCTBOBATb AiaHHbIM Tabnuuybl 1.

Tabnunua

NpaenTndukatop
1 nukTorpamma

1111

1112

1.1.1.3

1114

HanmeHoBaHue
JanemeHTa npouyeccos

Moaaepxka n obec-
neyeHme TroTOBHOC-
TV npoueccos CRM
(CRM — support
and readiness)

YnpaBneHue uHTep-
peiicamMmn ¢ KNueH-
Tamu

(customer interface
management)

MposepgeHne
KeTNHra
(marketing fulfilment
response)

map-

MNpogaxu
(selling)

O6paboTka 3aka3oB
(order handling)

1— ®yHKUMOHaNbHbIE ONUCAHMA 3/IEMEHTOB NPOLECCOB YPOBHA 2 ANA rpynnsl CRM

®YHKUMOHANbHAA XapakTepucTuka

Mpoueccbl noaaepxkn 1 obecneyeHnss roToBHoCcTU npoueccoB CRM fOMmKHbI
obecneunBatb ahdekTBHOE BbiMOSHeHWe npoueccoB CRM. oTHocAwwmxcs
K BepTMKa/bHbIM rpynnaMm «BbinonHeHne 3aka3osB» F. «Ob6ecneyeHune kaye-
ctBa» A U «bunnuHr» B (ganee npoueccol FAB).

CpepcTtea NoAAEPXKKM BKOYAKOT B Ce65 MHMPACTPYKTypy MNOAAEPXKKA Ku-
€HTOB. B3aMMOAEWCTBUI C KIMEeHTamu, NPoLeccoB Npojax M npeaoxeHus
NPOAYKTOB, a Takxe cpeAcTBa MOHUTOPUHIA XapakTepuUCTuK 1 3atpart Ha Bbl-
nosiIHeHne oTAenbHbIX npoueccos CRM-FAB.

Mpouecchbl aHanmsa J0AroCcpoYHbIX TEHAEHLUMWIA 418 KNaccoB NPOAYKTOB C Lie-
Nbl0 YCTAHOB/IEHNSA, B KaKOW CTEMeHW JOCTUraloTCa Lenn opraHusauum ans
3TUX K/1AacCOB NPOAYKTOB.

Mpouecchl NoAAepXKN BHELPEHUS HOBbIX KNacCcoB NPoAyKTOB U MOAepHM3a-
LW CyLeCTBYIOLWMX KTACcCOB NPOAYKTOB, BK/lOYaa TeCTUPOBaHNe rOTOBHOCTH
K NPUMEHEHWI0 1 NPUEMKY NPOAYKTOB. DTW NpoLecchl paspabdaTbiBaloT npoue-
AYypbl BbINOTHEHUS OTAeNbHbIX NpoueccoB CRM-FAB 1 obecneunsatoT ux 06-
HoBneHue. Mocse ycnewHoro TecTUpoBaHuns OCyLLLECTBIAETCA NPUemMKa HoBO-
ro WM MOAEPHM3NPOBAHHOIO Knacca NpPoAyKTOB 1 BBOJ, €70 B 3KCnyaTauuo

Mpoueccl ynpasneHus BceMu MHTepdelicamu mMexay opraHusauueii u cy-
LWeCTBYIOWMMU/MOTEHLUANbHBIMYA KTUEHTaMKU. DTU NPOLLECCH OCYLIECTBASAIT
ynpaB/ieHne KOHTaKkTaMu KIMeHTOB C OpraHu3aLmeil, aHannma NpUymH ycTaHoB-
NIEHUS KOHTAKTOB, HamnpaB/ieHMe KOHTAKTOB Ha COOTBETCTBYHOLUA npoLecc
YAO0BNETBOPEHNSI 3aNpOCOB KIWEHTOB, 3aKpbliTUe KOHTAKTOB, ynpaBreHue
UCKMOUYNTENIbHBIMU CUTYaLUsSIMU, aHan3 pe3ybTaToB KOHTAKTOB U BefeHue
OTYETHOCTM. KOHTAKT C K/IMEHTOM MOXET MOTpe60BaTh BbIMOIHEHUS OLHOMO
WU Heckonbkux npoueccoB CRM-FAB: BbINO/IHeHUS 3aKa30B Ha ycnyru, o6e-
CneyeHnst kayecTBa ycnyr (ynpaBneHne KayecTBOM YCyr U ynpaBfieHue npo-
6/1€MaMu KIMEHTOB) W Y, 0BETBOPEHUS 3aNPOCOB, OTHOCSLLUXCS K GUNNHTY

Bbinyck, pacnpocTpaHeHne n foBefeHNe HENOCPEACTBEHHO 0 K/IMEHTOB CO-
nyTCTBYIOLWMX MaTepuasoB U ToBapoB (KynoHoB, GOHycOB, 06pasLoB, Urpy-
LIeK. peknaMHbIX JINCTKOB) N aHaNU3 Nosly4YeHHbIX pesybTaTos.

YnpasfieHue npoBefieHneM peknaMHbIX kamnaHuii oT MOMeHTa MNosBieHus
VHULMATUBBI [0 AOBEAEHNS MEYaTHbIX MaTepUanoB U NPOAYKTOB 40 KIUEHTa.
Mepegaya ycnewHbix MHULMATUB NpoLeccam Npogax

Mpoueccsl ynpasieHnsi NoTeHUWaNbHBIMU KIMeHTaMu, 06yYeHns 1 NoBbliLle-
HUS KBASIMDUKALUM KJIMEHTOB, OGECNeYeHust COOTBETCTBUS OXWAAHUN K-
€HTOB MMEHLMMCS Y OpraHn3aLmnm npogykTam ycnyTam 1 BO3MOXHOCTSM UX
npesoCcTaBneHus.

Mpouecchl NpeocTaBneHnst 0TBETOB K/IMEHTAM Ha 3anpockl MO NPOAyKTam

Mpouecchl 06paboTkn 3aka3osB obecneunBaloT nprem v ohopmaeHne 3akasos
KNMeHToB. Mpouecchl OCYLLEeCTBAAT OLEHKY BbIMOSHUMOCTU 3aka3a, Bblfc-
HeHve KpeanToCnoCcOBHOCTM KNNeHTa, NepeAady 3aka3a Ha BblINO/IHEHWNE, KOH-
TPO/b TEKyLero COCTOSIHAA BbINO/IHEHWSA 3aka3a, 06HOB/eHWe napamMeTpos
3akasa no TpeGoBaHWUIO KNNEHTa, yBeAOM/IEHNe KINeHTa O 3aBepLlleHnn Bbl-
noJIHeHNA ero 3akasa.

Mpoueccbl 06paboTky 3aka3oB A0/MKHbI 06ecneynBaThb BbINOSIHEHNE Cleayto-
LWMX PYHKUWIA:

- ohopmnieHne HOBOro 3akasa knaneHTa, MogudukaLunio Uam oTMeHy OTKpPbI-
TOro 3akasa:
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NpeHnTudukatop
M nuKTorpamMma

1.116

1117
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TO

Haubiemonamue
3N1eMeHTa npoyeccos

O6paboTka npo6-
NIeM K/TIMEeHTOB
(problem handling)

YnpasneHne QoS/
SLA KnveHToB
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management)
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ANBHOCTU W yjaep-
XaHune KNMeHToB

(retention and loy-

alty)
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®YHKUYMOHANbHAsA XapakTepucTuka

- NpPOBepKy BO3IMOXHOCTU NPeOoCTaBNEHNS N0 3aNpocy KNMEHTa HecTaHgapT-
HOro NpoaykTalycnytu;

- NPOBEepKy KPeANTOCNOCOGHOCTU KINEHTA:

- TECTUPOBaHWE NMPeASIOKEHUs NO BbINOSHEHHOMY 3aKa3y Ha pa6oTocnoco6-
HOCTb:

- 06GHOB/IEHNE WHBEHTAPHOI 6a3bl KIMEHTOB AAaHHLIMW O Pa3MELLEHUN, MOAM-
hrKaLmMm uam oTMeHe KOHKPETHOTO NPEASTIOKEHUS NPoayKTa:

- HazHa4yeHWe U KOHTPOsb paboT No NOArOTOBKE K/MEHTA K UCNO/b30BaHM0
npoAayKTa;

- ynpaBneHue pa6oTtamMn Mo NOAroTOBKE K OKa3aHWio YCayr U MHhopMmpoBsa-
HUE K/IMEHTA O XOAe BLINOMIHEHUSI €70 3aKa3a

Mpouecchbl ynpaBfieHnst NpeTeH3nsaMn, MoslyyeHHbIMU OT K/IMEHTOB OTHOCK-
Te/IbHO NPMOBPEeTeHHbIX UMW MPOAYKTOB. Llenb 3Tux mpoLeccoB COCTOWUT B
npueme npeTeHsuii 0T KIMEHTOB, paspeLleHn Npo6aem BNIOTb A0 YAOBNET-
BOPEHNS KNWEHTOB, N NpefoCTaBNEeHUN KIMeHTaM akTyanbHOW nHopmaLum
0 X0fle PEMOHTHbIX 1 BOCCTAHOBUTE/IbHLIX PA6GOT MO yCTpaHeHMo Npo6nem.
Mpouecchl 06paboTkn Npo6aeM JO/MKHbI 06ecneunBaTb NOAAEPXKKY 1 3a6na-
roBpemMeHHoe MH(OPMMPOBaHME KIMEHTOB O BO3MOXHbIX npo6nemax B 06-
CNY)XMBaHNUN. 0BHAPYXEHHbIX APYTVMUW MpoLeccaMmn WK BbIABIEHHbIX NyTeM
aHanusa, ecnu 3T Npobnembl MOryT okasaTb HeraTMBHOE B/IMSIHWE Ha Kauye-
CTBO NpefoCTaBASAEMbIX YCYT.

Mpoueccbl 06paboTkn NPo6aeM KIMEHTOB [O/KHbI 06ecneynBaTh BbiNosHe-
HVe cneayoLwmx PyHKUMi:

- cbop, aHanus, ynpasfieHne 1 onoselleHne o npobnemax, 3asaBAeHHbIX K-
eHTamMy OTHOCUTE/IbHO MPUOGPETEHHbIX MU NPOAYKTOB;

- peructpauus v ynpasneHue npeTeH3naAMIU KIMEeHTOB;

- ycTpaHeHue Npobnem K/MeHToB;

- UHOPMUPOBAHUE K/IMEHTOB U APYrVX MPOLLECCOB O COCTOSIHAMN BbISICHEHNS
npeTeHsunii:

- HasHayeHve ¥ KOHTPO/Ib X0A4a BOCCTAHOBUTE/bHbLIX pa6oT

Mpoueccbl MOHUTOPUHTA, ynpaB/ieHns 1 popMMpoBaHNa OTYETOB O COOTBET-
CTBUM MpPefOCTaBNSAEMOro KNneHTam kavectsa obcnyxusaHus QoS (quality
of service) o6s3aTenbcTBAM OpraHm3auumn no kavyecTsy ob6cnyxunBaHusa. O6s-
3aTefIbCTBa OpraHu3aLnm no kavyecTBy 06CAyXNBaHNA MOTYyT onpeaensaTbecs B
ohmumanbHbIX ONUCAHUSX YCNYT OpraHn3auun, B OroBopax ¢ KmeHTamu unm
B KaTasiorax NpoAyKToB.

Mpouecchbl ynpasneHns kayecTBOM (PYHKLMOHMPOBAHUS OpraHu3auun un ee
NPOAYKTOB C LEefbl0 BbIMOSIHEHMSA COrNaleHnii N0 ypOBHIO kayecTBa ycnyr
SLA (service level agreements) ans KOHKPeTHbIX peanu3auuii NpoayKToB U
BbINO/IHEHNA TpeboBaHWil APYTUX 4OKYMEHTOB, PEryMpyloLmx npoLuecc oka-
3aHNA yCNyr.

B cocTaB napamMeTpoB YPOBHSA KayecTBa YCNyr [AO/KHbI BXOAUTb aKCnIyaTaym-
OHHble MapameTpbl, B TOM Yucse napameTpbl paboTbl ¥ FOTOBHOCTU PECYPCOB,
a Takxke Bce napameTpbl NPOAYKTOB, yka3aHHble B JOroBOpax U perympyoLmnx
[OKyMeHTax. K mapameTpaM NpofykTOB OTHOCATCH: MPOLEHT CBOEBPEMEHHO
BbINO/IHEHHbIX 3aKa30B Ha NPOAYKTbl, BPEMSA BbINO/HEHNA 0653aTeNbCTB MO
PEMOHTY, NapameTpbl kKayecTBa 06CNYXMBAHNA NPU KOHTaKTax C KIMEeHTaMu.
dakTbl HapyweHus TpeboBaHnil St-Af0/KHbI NepejasaTbca npoyeccam 6un-
NIVHra AN KOPPEKUUM AaHHbIX HAYNC/IEHNS ONnaThl 3a yCnyru

Mpouecchl, CNOCOGCTBYIOLME YAEPXKAHNIO UMEILLUXCA KTMEHTOB, NPOLecchl
MCNONb30BAHNSA CXEM NI0ASIBHOCTU A1 NPUB/IEYEHUS HOBbIX K/TMEHTOB.
Mpouecchbl A0/MXHbI 06ecneynBaTb BblSICHEHUE MOTPEGHOCTEW K/WEHTOB,
onpeaenieHne LeHHOCTN KIMEHTOB /18 OpraHW3aumu, OLeHKy NnepcnekTuBHO-
CTU W PUCKOB NO KOHKPETHBLIM K/TMEHTaM.

Mpouecchl 4O/MKHBI OCYLLECTBAATL C60P U aHaNU3 faHHbIX N0 pe3ynbratam
BCEX KOHTAKTOB OpraHu3auumn ¢ KnveHTamm
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OkoHuaHue Tabnuuybl 1

NpaenTndukatop
¥ nukKTOrpamma

1111

11.1.12

HanmeHoBaHune
3/1eMeHTa npoueccos

Ynpasnexue BbIC-
TaB/EHNEM CYETOB

(bill invoice man-
agement)
YnpaBnenune c6o-

poMm nnaTexe

(bill payments and
receivables mana-
gement)

O6paboTka 3anpo-
COB Mo cyeTam

(bill inquiry hand-
ling)

®YHKUMOHANbHAA XapakTepucTuka

Mpouneockl ynpaBneHns BbiCTaB/lE€HNEM CYHETOB A0/KHbI 06ecneynBatb hop-
MUpOBaHWe CYeTOB, BbIMYCK CYETOB Ha Oymare wau B 3/IEKTPOHHOM BUAE,
pacchblfiky CHeTOB kAMeHTaM. B cueTax 3a NpoAyKTbl U yCAyru, npeocTaBieH-
Hble KMeHTaM, [O/MKHbI GbiTb YYTeHbl COOTBETCTBYHOLWME Tapudbl, NbIOThI,
KOPPEKTUPOBKN, CKUAKM U KpeauTbl. Mpouecchl [O/MKHbI o6ecneunsatb yueT
[l0XOA0B OpraHn3aLum u CBOEBPEMEHHYI0 PaCChI/IKy CHETOB.

Mpoueccbl foMKHbI 06ecneunBaTh BbINOMHEHNE CeayoLWnX PYHKLNIA:

- ycTaHOB/leHWe TapudoB, HauyuCneHWe onnatbl 3a ycnyru, npegoctasieH-
Hble K/IMeHTaMm:

- KOPPeKTUPOBKY CYeTOB (pelleHWe O KOPPEeKTUPOBKe MpUHUMAaEeTCA npu
06paboTke NpeTeH3nii No cueTam);

- hopMmpoBaHMe akKTyasibHbIX CYETOB C Y4YeTOM KOPPEKTUPOBOK, (KUAOK,
NbroT U KPeauToB;

- BbIMYCK CHETOB B PU3NYECKOM U/IN 3/TEKTPOHHOM BUE W PACChIIKY UX KK-
eHTam B COOTBETCTBUM C pacnucaHnem pacCbinku:

- pacuyeT noTpe6HOCTM B Bymare n KOHBepTax A1 BbiMyCcka CYETOB:

- ynpas/iieHue BK/IlOYEHWEM pekNaMHbIX MaTepuasnos B pacceinaemble cyeTa,;
- ynpaBs/iieHVe MeponpuATAAMMU MO NPUBAEYEHUIO CTOPOHHUX OpraHu3auunii K
noaAepxXke reHepauumn c4eToB, NPOVN3BOACTBY U paccChlfike CHeTOB

Mpoueccbl 06ecneynBaloT NOCTyN/ieHWe [OXOA0B OpraHu3aumm yepes ycra-
HOB/IEHHblE 3apaHee KaHasbl cbopa nnartexei 1 BbINOMHAIOT Npoueaypb! No
BO3MELLEHNI0 3a0/1KEHHOCTEA.

Mpouecchbl oCyL|ecTBNAT ynpaB/ieHne cyeTaMu KINeHTOB, obpabaTbiBaloT
UX NaaTexu, oCyLecTBAAT cO0p nnaTexei, KOHTPONUPYIOT COCTOSHNE Nna-
TexHoro 6anaHca.

Mpoueccol ynpaBnexnns c6opom nnarexeii 4O/KHbI 06ecneynBaTthb BbINosHe-
HVe cnepyowmx yHKUNIA:

- co3fjaHne NpoLeccoB 1 KaHasi0B onnathbl 415 KAWEHTOB U ynpasBieHne uMu:
- cosfjaHue npoueccoB c6opa 3af0/MKEHHOCTER 1 ynpaBneHne nmu:

- ynpasneHue MeponpuATUSMU MO NMPUBIEYEHNI0 CTOPOHHUX OpraHusaunii K
noasepxke c6opa n BO3MELLEHUS 3af0/KEeHHOCTEl

Llenb npoueccos COCTOUT B CBOEBPEMEHHOM U 3(PHEKTUBHOM BbINOIHEHWN
3anpocoB U Xanob KAMeHTOB Mo cyeTam. [llpouecchbl JO/MKHbI YNpasasiTh
B3aMMO/eNCTBUAMY C KINEeHTaMN No BoNpocam GunnuHra.

Mpoueccbl 06paboTky 3aNPOCOB NO cyeTaM A0/MKHbI 06ecneunBaTthb BbINosHe-
Hue crneayloLWnx yHKUNA:

- perucTpauuio 3anpoca 0THOCUTE/IbHO COCTOAIHMSA cyeTa KMeHTa;

- ynpaBfieHue W3MEeHeHWAMU B CTPYKType W AeTaslbHblX [AaHHbIX cmeTa
KNneHTa:

- ynpas/ieHUe XU3HEHHbIM LIMKI0OM 3anpoCcoB K/IMEHTOB MO cyeTam;

- yBeAoM/ieHne 06 U3MEHEeHNAX N0 Mepe NPOXOXAEeHNs 3anpoCoB:

- 3aKpblTMe 3anpocoB MO cyeTaM Moc/le 3aBeplleHnss Heob6XoANMbIX Aeii-
CTBWIA.

Mpoueccbl 06paboTky 3aNpPOCOB MOrYT BbINO/HATLCA NEPCOHANIOM OpraHusa-
UMM UK C UCNONb30BaHMEM CPeACTB 3NIEKTPOHHOro 6usHeca. B nocnegHem
cry4aB 3anpochbl, NPeTeH3UN N U3MeHeHNs AeTallbHbIX AaHHbIX NepecbinamT-
CSl Yepes 3NeKTPOHHYI0 cpeay 1 o6pabaTbiBaloTCA 6€3 yyacTusi nepcoHana



MpunoxexHue A
(o6sa3aTenbHoe)

FOCT P 53633.3—2009

HanmeHoBaHUA 3/1eMeHTOB NPOLECcCOB YPOBHA 2 N4 TPYNMbl NPOLECCOB YPOBHA 1
«YnpaB/fieHne B3auMOOTHOLWEHUSAMN C KNneHTamMu» CRM

A.l HaumeHOBaHWA 3/1eMEHTOB NPOLLECCOB YPOBHA 2 A1 FTOPU30HTa/IbHON FPynMbl MPOLECCOB «YnpaB/ieHne B3a-
MMOOTHOLLIEHUAMYU C kKnneHTamu» CRM (Customer relationship management) 4o/mkHbI COOTBETCTBOBATL AaHHbIM Tabnu-

ubl A.1.

Ta6nunya Al — «YnpaBneHue B3aMMOOTHOLIEHUAMM C KNneHTamn» CRM

Wpentuchrkatop HavmeHoBaHVe anemeHTa nNpoLieccos

1111 Moppepxka n obecneyeHve rOTOBHOCTM MpPOLECCOB
CRM

1112 YnpaBneHue nHtepgeiicamun ¢ knveHTamu

11.13 MpoBegeHve mapkeTuHra

1.1.14 Mpopaxu

1.1.15 O6paboTka 3aka3oB

1.1.1.6 O6paboTka Npo6aemM KIMEHTOB

11.1.7 YnpasneHne QoS/SLA knvneHToB

1119 O6ecneyeHne N0ANLHOCTU U yaepXaHUe KNNeHTOB

1.1.1.10 YnpasrsieHve BbICTaB/IEHNEM CYETOB

11111 YnpaBneHue c6opom nnarexei

1.1.1.12 O6paboTka 3anpocoB No cyeTam

AHIMIACKNIA 3KBUBAUTEHT HaIMEHOBaHWS

CRM-support and readiness

Customer interface management

Marketing fulfilment response

Selling

Order handling

Problem handling

Customer aoS'SI-A management
Retention and loyalty

Bill invoice management

Bill payments and receivables management

Bill inquiry handling
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