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Mpegucnoswe

LIt W NpHMHLKNE CTAMASDTRIALNY B POCCHACKOR De00pauMs yCTAHOBNEHE SO0 DAMNHBIM IAK0HOM OT
27 pexabpa 2002 r. Ne 184-03 « 0 TeXHWYECKOM PETYNARCBAHWAR, 3 NPEIHND NPHMEHEHEA HALWOHANBMEX
cTaHgapTos Poccwickonr Dagepaurn — MOCT P 1.0—2004 sCranpapTuiauns B PoccrRckol Segepauwm,
OCHOBHEE NONOHMEHA S

CeeaoHHA O CTAHQAPTD

1 PAIPABOTAH DafepanbMbM MOCYSAPCTEEHHEM YHATADHBM DPEONPUATHEM «fleHHHIpAcKHRA
OTPACNEB0R HAYYHO-WCCNEAOBATENGCKMA MHCTHTYT CBAIMs [(DTYT] s NOHWMCH)

2 BHECEH ToxHu4ackisl EOMUTETOM NO CTAHAapTHISUMK TK 4B0 sCensks, MK 1 aCranpaprviayms
MEDOLY KLIHM H YOIy

3 YTBEPHOEH W BREOEH B OEMCTBWE Mpuxaiom GeqepansMoio areHTCTRA NO TAXMIHECROMY
PeryNWPOBaHMED W MeTpOononm oT 15 nexabpa 2009 1. Me 982-c1

4 HacToRwKA cTanaapT paipaboTas © yHaToM GCHOBHELE HODMATHEHELL MONOMEHWA MEXIYHAPOLHOM
cravgapta MC3-T M.3050.2 (03 2007) «CeTe yNpasneHis aNeETROCEAILD. PACUMPEHHAR CHEMA DBATE M-

HOCTH  Oprasdiaure  ceadd. [oscoMnodsums ¢ ondcasss  npoueccoas [ITU-T M.3050.2 (03.2007)
aTelecommunicalions management network — Enhanced Telecom Operalions Map (eTOM) — Process
decompositions and descriptionss, NEQ]

5 BEE[EHBNEPBLIE

Hwghopaaun 00 UIMEHENURX K HBCTORLLeMy cmandapmy nyfinuryemcn 8 exesodnd uIdaeso o
LMBODBLIUGHNOM YREIE8Mans « HaUuoHaREHEE CMARGI0TE S, 8 IMEKCT UIMEHEHUD U NONDES0K — 8 GXEME-
CAYHO U ELEL LHDODMEULONHLX YEIIaMeNnax « HaLUOHANbHLE CMandapmbs. B ciy4ae nepecMompa
(Famarb] LU OMMEHS HECMORLES0 Candapma coomaamemayowies yaedomnanue Sydem onySnuxoaano
& ENEMECAYND US0E0EMOM LWGODMALLIOHHOM YRazamane s HayuoHansNse cmandapme s. Coomaemomay-
MOLLLAA UMDODMALILA, PEed0MNEHUE L MK DEIAELLTOMERE MAKEE 6 UHBOOMBULIONHOD CUCTIeME 0Bl 020

AT IOEIHUR — M PUUUENEHoM Calme Dedepansios0 S2eHMCMEd N9 MEXHUYECKOMY DaayMUDOaaHUR LU
Memponoauy e comu Mumeprnam
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HACTOALWA CTAHAIPT HE MOXET BidTh NONHOCTEID MNM SACTHYHD BOCNPOMIBENEH, THREKWPOBAH W PaC-
NPOCTPAHEH B KAYECTEE OMLMANEHOrD inaHHA Gea paipewennA PeOEPANEHOND AFEHTCTEA N0 TEXHHYECKD-
My DECYFIMPOBAHMIO 1M MOTPONOMK
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HAUMOHANBHBIA CTAHOAPT POCCHUMRCKOW OEANEPALUMM

HuopMauMoHHIG TOXHONOIHN. CoTh YNPADNeHHA IN0ETROCHATLIO

PACIWMPEHHAR CXEMA OEATENBHOCTH OPrAHHM3ALMWMA CBA3M (eTOM)

Davomnoinyuma M onvcanua npoueccod. NMpouyecchs ypoauwa 2 aTOM.
QCHOBHAR AEATENLEHOCT . l"'I'IP-II.I'I'I'I'II'I'I' MANAMOOTHOWEFHHAMA © KNHGHTIRMA

Informaton technologies. TelecommuniCations management nelwork.
Enhanced lelecom oparations map (eTOM). Process decompositions and descriphions.
aTOM lovel 2 processes, Opearations, Customer miationship mansgemoni

Oara ppeaeans — 2010—12—01

1 OBnacTe NpUMEHEHHA

HacToRWMA CTAHAAPT YETAHABNHUBAGT CTRYVETYDY M ANEMEHTE NPOUSCCOB YROBHA 2 AN MopHI0HTANBHOA
NN NPOUECCos «YNpaanedws IaWMOOTHOWEMUAMK C KneedTamus CRM (Customear relationship
mManagemeant), RENANLEACH INSMeHTOM CTPYETYDE YpoBM= 1 8 rnasHofd o6nacTn « OCHOBHAR JAATENLHOCT B
mogenis eTOM (Enhanced telecom operations map). Mpynna npouaccos CRM onpaganeqa B Gazoaom cTaM-
papre FOCT P 53633.0.

HacToRWME CTAHABPT PACNPOCTRARASTCH Ha BCE NPOLSCCH BIAVMOIeACTBA ODraHAIS UMK CEBRIM C K-
BHTAMM HEIABMCHMO OT TOMD, KAKHE TEXHMONOMMK IANOKTROCERA 3 0D AHHAALNA NDAMEHAET 1 K38 M OKoMMY-
HMKAHOHH S YCITYTH DM OKIILBAET KTWEHTIM,

HacToRwMA CTaHGZAaRT NPEAHAIHASEH ANA NDHMEHEHHER GRTAHKIALMAMKA CEAIN, CHCTAMMBIMKA HHTEMRATo-
PAME, NEOHIBOOMTENAMMA CHCTEM YNIPIBNEHKUA H CHCTEM 3BTOMATHIAUMH NPOMIBOMACT BEHHLX NLOUSCCON.

COprayv3aumi CRAIH, BLECTYNSNWWE B PONK ONEpaToRa CEAIN WHNK ONEpaTOpa CaTH, MONYT NPUMEHATL
HACTORALHA CTAHAAPT NPH MOSENMDOBAHWH, ONTHMMAALMN H DEODCE HHAALHA NPOHAB0 ACTBEHHLIX NPOUBSCOOE K
CTPYETYDE OPFEHMIALMK, 3 TH0KES NP 336338 CHCTEM YTIDABNEHWA 1 CHCTOM BTOMATHIAUHA NDOHIBOICT BEH-
HiBX NPOUBCCON.

CHCTEMHEE MHTETPATORE! MOTYT NPUMEHATE HECTORLWMA CTAHZAPT NP NDOEKTHPOBAHAN KOMIMNEKCHEL
CHCTEM ADTOMATHIALMH NPOUIBOACTBOMHLX NPOUGCCOE C HCNONEIOBAHWEM CHCTEM M EOMNOHEHTOD DAL
NPOWIBOSHTENSRA,

MpoHIBOAWTENK CHETEM YIPABNEHKA W CHCTEM ABTOMATHIAUMA NPOMIBOACTEEHHEY NPOUBCCOE MOTYT
NPHBEHATE HICTORUWWA CTAMOAPT NPH PAIPaboTe EOMNOHEHTHOR CTRYETYDE! H HHTEDDeRCOD CBOUE CHCTaM, 3
TRKKE NPW COMMACOBIHAN C JKATYHEAMH TPEBOBaMUH Ha MX NOCTIBNY,

TpebosaHiR HACTOAWEND CTAHADTA e PACNDOCTPAHAKTCA HA QERACTEYHLLME CTAHOADTH, EOTOPLE
Bl NPUHATE 40 BEGIEHWA IO B SOACTEHE.

2 HopMaTHBEHbIE CCbINKW

B HAcTOALWEM CTAHAADTE MCNOMLIOBIHE HOPMATHEHARA CCLIMKE HA CRBAYWOLUMA CTAHIART:
MOCT P 53633.0—2009 Mudopausonsia TexXHONOMM. CoTe yNPAANEHKA INGKTROCEAILK. Paciun-
PEHHAR CHEMA QEATENLHOCTH Opradmusauyry carsv (e TOM), OGuian cTpykrypa Buanec-npoueccon

NpavmasaHdds — MNps NONEIORAHAE RBCTORERE CTAHIARTOM UBNSCooBpaH0 NPORBDHTE SOMCTERE CoMMa-
Wil X CTAHOBPTON W ENACCHHEATORON B MHDOPMAUWOHHOA CHCTEME 0BLIB M0 NONEICENHAE — Wl OMURANHOW CARTS
Doefspansnonn ArEETCTES RO TEUHAUSCHOMY PEMYANDOBAFHAD A METPOROrEH & CETA FnTEpréT MAn N0 a6 M0aH0 ML EELE-
MOy MHEDOPMALAOHSOMY EAIATEMS o HALROHENsHBE CTARAERTY, KOTORWA 0nylAMKOBEH NO COCTORMHMIY HE 1 AHBADA
TEEYULEND POMNE, b M0 COOTESTOTE YA ULAM &kl SRS MALAEDEMW b B OPWE A OH s YL FATENAW, OnylnEEoaaHHLM B

HMagarwe o@rUMaNuHoe
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TaKyudes rogy. Ecnm counoyHeif CTBHOBET JBMEHEH [KIMEHEH ] TO NEE NONICEEH RH HSCTORLING CTEHRIADTOM CNEQYET
PYROBOOCTACRATHCE JAMGHASIUMM (HIMEHIHHWE ]} cTaRgapToM. Eonm counoers il CTARQAPT oTMEHes $a JaMansE. To
AOAGEEH S, B KOTODOM QAWE COMNGN Ml MarD, NDAMOWAGTCA B SACTH, e JATPEMBADEIERE 3TY CORENKY.

3 TepMmuHLI H ONpeaeneHuA

B HACTORAWEM CTAHIAPTE NDMMENEHE CREAYIOULWE TEPMMHE C COOTBRTCTEYIOLIMMMN OMNDEENaHNAMM.

3.1 Gwakec-npousce (business process) MpowIBoaCTESHNLA NPOUECT ORTAHMIE WA CBAZA.

3.2 wepapXWveCcEan QoKIMNGIMYMA npoueces (hierarchical process decomposition) Merog nocne-
ACBATENLHOA 08TANMIALWH NPOUBCCoR BONGE BLICOKDND YPOBHSR Ha NPOLBCCS BONSE HUIKONO YPOBHR © LB
OBECNEYeHta BOIMOXHOCTH MOOBNWDOBAHMA NPOTEXAHMA NPOUSCCOD BHCOKOTD YPOBHA C NOMOWLI0 NPOUEC-
COB HHMENENILETD YPOBHA,

3.3 wnmenT [customer). OHINSBCKDS WNM KODUIHWECKEE NHLD, NOKYNAK0WEe Y OPraNHMIALMM CERIH KM
MONY4A0U0E GECTNATHO MPOAYKTb M YCYTA.

34 oneparop cBAIM (Service provider). KOpHAMHECECS NHUD MK HHOHBAZYRNGHLE NPEaNPUHMME-
TélNb, CEEILBAKIGWE YCNYTH CERAIM HA OCHOBAHWA COOTBETCTEYIOLEN NHUSHIMKM. HBNABTCA NOCTABLWMEIM
MHCDOKOM MY ML ML YCITYT KNASHTM,

3.5 onepartop oo (network operator). Oprasmiayms CEAIM, NPOHIBOOCTICHMIR JEATEMLHOC T KOTOPOH
HANPARNEHA KA NPEJOCTIRNGHNE TRAKTOB NEPENadH MHDOPMALIMH W COBINHEHWA YSDEe3 CETH INEKTPOCEAIM,

3.6 opraMMIaumWa (enterprise) KIpuawdeckos NWLG, OCYISCTEMMIOWES ABATENLHOCTE B 06NacTH CaR-
3 I KENSCTEE OCHOBMOND BHGA QEATENLHOCTH.

3.7 naprHep (pariner). YuacTHUE COBMECTHOR C OPraHHuIauwel CERIH JBATENLHOCTH ND NPaSoCTIRNE-
HHI0 YEMYT KN#EHTAM, CEALAHHEN C OPTaHMIALMEA AOMOBOPHLIMM OTHOWEHHAMK, KOTODLE GNPEASNAKDT A0MO
PG K MATEDHANLHY OTBETCTHEHHOC T N0 PHCKAM.

3.8 nocrapwvk (supplier) Kpagusecscs NWUD, BISUMOSERCTEYIOUW S ¢ OPraHH3auMen caAdd B obec-
MEEHWA TOBAPOE ¥ YCNYT, KOTORLIE MCNONBIYIOTCA OPraHHiayHed Npu NpeaocTaEnNeHus NpOJYKTOE W yCIyT
KMMEHTAM.

Mepwwesnesdes— MNpeananaraetcn, “T0 OpfaHUIALWA COAIH HERORBYyET CpagoTan eTOM ana mogenwponanas
CHOME Ao IBOACTRE M X RDEaCO08,

3.9 npoayeT (product). MatepuansHas wdnE HEMATEDRANLHAR CYLUHOGTE, NPAARaraaMan wNn Npag-
O TABMBEA ORTAHA AL CRAMA KNHeHTY.

MepwwmesnrAé—MNpoaydT A0nmes Boiowaie o ceba OwntwenT NpegoCTARNENAA yOiyrH. MPooyRT MoweT
Bafe Ty & coba Takes ofpafoTansme MATEDRAN, NPOTpEMLnDS DhECnEEnne w/unn BRNERETHHE COARCTRA M AKlyw
Mx DoMERH SN,

3.10 npouece (process) MocNBaOBATANLHOCTE CERIAHHL ABHCTEMA MNW 33034, HeoBxonusMex ans
ODCTHREHHRA ONPAO0NEHHOND pOIYNbTaTa.

3.11 pacwHpeHHAA CXEMa QOATANEHOCTH OPraHHE3IauMK cBRaM (Enhanced telecom operations map,
eTOM): Jtancwsan oflan cTpyKTYpa NpOH3E0ACTREHHON QERTENLHOCTA OPraHHIALMA CERIN, ONPeaanA0-
WAA CTAHOAPTHENS ANTMEHTE NPOLUSCCOR, I KOTODMX JOMMHE CTPOHTECA MOJENH BCOX NEOMIBONCTEEHHEX
APOWeCToD.

312 pecypcil (resource). DHINYECHHE W NOMMYECHNE KOMNOHEHTE, HCNONBIYEMEE ANA GOPMUpoBa-
i WEFYT.

Mpemeésmndd=—FB coudared pacypodn MCAaRuIoTen NpMAGKaHAR, CDELCTES BeiatCNuTEREHOE TaIHWEW 1n
SMEMEHTE CETEBOA WA CTRYCT b

3.13 cwcrema nogaepsxn Buiveca (busingss suppor system; BSS). CucTesa, nogaeperiaduyan
npoUeccs 8 TOM 13 oGnacTH « CTPaTEria, M pacTPYVETYDAE M NPOAYKTs.
3.14 cHCTOMA NOANSPEEN OCHODHOW OOATENLHOCTH [operations support system; OS5k Cucresa,

noanepHEES0WaR Npoueccs 8TOM wa ofnactw e DCHOBHER QEATENLHOCTRS ,

3.15 ckmoaHon npouscc (end-lo-end procass flow): CososyNHOCTE BOOYX NOANPOUSCCOE, ASRCTEMA M
MOEAL0K HX CHEI0BIHMA, ROTODLID HEOGXOOMME ANA QOCTUMEHHR LENDA BLNCNHEHNA NPOLSCCE.

Mpowmés dsne— CoBoisnd ApOYECiel NPOSETROFATCN C HENONLIDEBAHHEL CTHREADTHMY SNEMEHRTO8 Npdusc-
OB, onpaEEnerHpx B & TOM.

316 eywHOCTE (enfity) KOMEDaTHIALMA WK AGCTRACLMA, DAANHSSOMES B NPESEMAK CHETEME.

Mpemes @ e —Mpeipame OyumdTed AEARNMTEN. CHOTEMA, NOSCHCTEMA, KOMAOHENT, WNACD, OBRBET, WA-
Tepdebs, LRPEAT, APOUSEE, NPRAOXEHNS, ERSUnGeli e,
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347 yonyra coasm (service): JeaTensHocTs no npeesy, ofpaloTee, XxparneruD, NEpegaYe, JOCTAGE
coobueHMA ANeKTPOCEAIM HNK NOYTOBSLX OTNRABNEHMRA, ABNASTCA COCTABHON YacTR0 NPoAYKTA, NPeaHaHa-
HEHMON QNA NPOSaNk KNHEMTY B COCTABE NpOayKTa.

n PN H S — Oami o Té W FEAYIN MOEET BOOAHTE B MHOESCTED PAIAWMYHEE APSAYETON, NG OCTARRAD-
Wbl K O RS SHON e

3.18 yenouxa nocrasok (supply chain), CywHOCTH W NPOUBCCH, B TOM YHCNE BHBLWHME NPOLECOK
OPraHKIAL NN, KOTODRG 2AGACTOOBAHE NPW NOCTARNS TORAPOD W YCMYT, noBxo MM fANA NPENGCTADM WA
NPOOYSTON M YCITYT KNWEHTRM.

3.19 aneMeHTE Npoysccon (process alemants). CTaHAApTHEE BN0KH MNK KOMNOHEHT L, MCMONBIYE-
Mbie AnA CHOpKH CEBOIHLIX GHIHEC-NPOUBCCOS.

4 DODWwMe NnoNnoXeHHA

4.1 PacuwmpauHas CXema JeRTansHOCTH oprammaaymne ceAan (aTOM) ABNAeTCA HHCTRYMEHTANLHEIM
COEACTROM ANA MOSBNHPOBIHWA, ONTHMHEISLNM ¥ DEODTAHUIALMA NROHIGOACTDEHHEDN NPOUSCOOD M CTRYETY-
Pl OPFAHHITUMAR CRAM,

4.2 CTasjapTHLE rpynne NpOUeccos ypoBHA 1 1 anameHTs Npoueccos ypoaned 2 1 3 eTOM sanrTer
KATErODMAREM, HCNOMEe MM ANA KNSCCHDUE LMK NPOUIBOOCT BE HHLX NPOSCCOR OPTAHKIALMA, 8 HE MOSe-
NAKA PEANEHLX NPOUECCOD. OHK ONPESeNE kS C MAKCHMANEHD BOIMIEHOE CTENeHE0 ohwHocTH Tamium ofpa-
300, WTOGE! BbiTh HEIFBHCHMEMM OT NPQAYKTOS, YCNYT W TEXHONOTAR CETER INeXTPOCERIN,

4.3 HacTORAWMA CTAMAADT YCTAHABMMBAST CTRYVETYDY M ANSMEHTE NPOUBCCOR YDOAMA 2 ANA NODHI0H:
TaNuMoR PyNn- npouscooa CRM — «YNPanncHke DIaHMO0THOWNEHERAMEA C KNWGHTIMKS.

SNEMEHTH NPOUSCCOD YPOBHA 2, ONPeJeneHibie HACTOALMM CTaHapTOoM, MONYT HCNONLIOBATLCA B
KAYECTEE CTPOMTANLHLL BNoOK0E NPU NOCTPOBHWK NOTOKOBLIX AWAMPAMM PEANbHEX NPONISOACTBEHHBIX NPO-
LOCCOD, CORIAMHEX C BIAMMOO0HC TEMAMK OPTaHWIALMY CBAIA CO CBOMMM KNMEHTAMA.

5 WoenTuduKauma npoueccoB

5.1 [na iHgHesled ROIMLMOHADOBAHNA INGMEHTOR NPOUBECHa YDOBHA 2 Ma rpadiieckon NpaacTan-
NOHEA CTPYETYPR ypoaud 1 eTOM npusMeHsoTee NEKTOTPaMis MATPHYHOR CTpYRTYDR eTOM. Matpuisan
cTpyeTypa ofpaayeTeR NYTeM HANDREHHA BRDTHEANLHLIX MPYAN NDOUSCCOR HA MOPHIOHTANLHLIE TRYNNB NP0-
uaccosaTOM,

MaEcTo 2MoMEHTa NPOUGCODE KM MPYNNG NROUSCo0n B CTPYRTYRe ypobsa 1 aTOM NOXaasBasT myTam
BolQBnaHAA TeuMbn GOHOM COOTBETCTRYROLMX INeMEHTON MATRHLL Ha NAKTONPaMME,

Ha pucyvire 1 npweageno CTAHAAPTHOS Madr-+ackos NpegcTaaneHe CTRYRTY P ypoesr 1aTOM acoor-
paTcTemMM ¢ TOCT P 53633.0. MusTorpassa roprIoHTansxon rpynns CRM npagcrannesa wa pecyHsa 2.
Ha ofonx pucynkax rpynna CRM ouaenena Tesi oo,

5.2 BaTOMnNpuHATa CHamMa HYMEPaLWM Magksx 0GNacTan, rpynn M aNEMeaHTOR NPOUeCCoa C NoMOLLID
HASHTAHKATOROE Npousccoa |0 (identifier). MosHTRdHKA TOD NPOUSCoOR WMBET CREAVIOWMA OpMaT:

aasaaa bxcd.e,

rae: 3B8aaaa — HOMED, HEIHAYASMEIA OPraHHIBUWER CaRIN, ITOT HOMED RanAeTCA npedurcoM k 1D ctangapt-

HorganaMenta npoueces. NMpadKe NOUWMEHABTCA B TAX CY4ARK, KOMAa ODraHuIALNA CUMTaeT
OGN0 IAME A ACIIMPATE WM AIMEHATE ONPELEMEMAS CTAMAADTHOMND INEMEHT NPOLUGCCa;

b — yuhpa, yEalueaowan paspaboriusa npoyecca, 3nadsenwe 1 otwocuTca K T Forum, axade-
HWa 2 — KO BCaM ApyriaM pa3patoTMIan;

X = yWhpa, NpeaCTABNAOWAR HOMOD MaBHon oBnacTH npouaccon. MpWHATS CRBOYICWER HyWe-
pauna; 1 — «OCHOBHEA GERTENHOCTes OP'S, 2 — sCrparerva, wHihpacTpyRTypa W npoaysTs
SIP, 3 — s¥Ynpasrnawse opramdiaumens EM,

€ — uWpa, NDBACTABNMOWAR HOMED MPYTINL NPOLECCOE YROBHA 1 B Npaanax rhasHon ofnacta.
B rnassex obnacrax OPS w SIP npusaTa WyMepau«a ropHIOHTANHBIX TPy NPOUSCCoRn
CBEpRXY BHIHI B NpERenax oGnacTi B COOTBETCTBHM G PHCYHIOM 1,

d — ywhpa, NPASCTABNAKILAR HOMED ANEMEHTA NDOLBCCOR YROBHA 2 BCTRYKTYDE MDYNMkk NROWec-
Cob ypoaHa 1;

@ — UWippa, NpegcTagnACLEan HOMED JNeMEHTa NPOUSCCOB YRPOBHA 3 B CTRYKTYPE JNeMaHTa npo-
LECo0n YROBHA 2.



FOCT P 53633.3—2009

5.3 MoedTudHcaTops NPOUSCCOD COAIIHE ¢ GyHELIMOHANbHEIMK ONUCIHHAME MEYIN W 2NEMEHTOR Npo-
ueccoa eTOM W MCNONLIYIOTCA B KAYECTBE CoLUN0K HA ONPELENEHHA CTAHIAPTHEIX NPOYSCCon.

A BTG beCul e & et (R

PRSaAnTeR o YT perrus [ SOAM) P e W SEERAATILER T [SMAO)

[FERr g Bt e R e B ST ¥rpaEnouim @ moommETages pecypcom (RO

. W
=t ] (PR, G AT T el Taar i i (5T OBR5M]

1 1 il | 1T T I

Propafors ¥ yOpAAMe A LSOO MOOTABDE VIPMISES ] BAEHMADCTH AL PR © OO B AVA AP HEpANE
[ (PR

Minaemnpau wy - W VPR B B AR
STRGTEVS # RIEITeER me"'" SR T T Fra e
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R, VR T A e YU
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A L GBI B

Pueynoe 1 — CrpyeTypa ypoban 1 ofuied cTpyTypel Busaec-npoiyeccas e TOM

anny

Pocyhon 2 = MuaTorpavaa rpynns npoueccos CRM
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& Crpykrypa CRM » HaaHavyeHWe npoueccoB

6.1 CTpyRTYDa rOpHIGHTANBHOR MOYNNe Npougccos CRM — «YNpasnesne Baauo0THOWSHNAWA ©
KNHEHTAMAS B COOTBRTCTRYIOLLME INEMEHTH NPOUSCCOR YPOIHA 2 NPHBRLENE HA PHCYHER 3.

RIS MCOTHOLEHAMEA
-E] I TN
clarnensse Yhpasnesne Odfbpatomes
"' Mposoaeiee OfpafaTe
FOTGmDCTH HETEO A MR TIT Mg npofines
fp Ut ] © EFTET R Eanson RN
Ynpannessw M‘: PO R ¥npapnesen OfpaltaTka
CoSrslLa “' Gong, um: AT T I BT ) Chopou AANPOCOR
EFAOHTON CHETOE TNt T Celr TN

Fivcyror 3 — Qesounomuyna TRy N NROWaC ol CHRM @ anewenTe NPOLECOOE FRoRsHA d

Hoenmwduatop CRM: 1.1.1,

6.2 Mpousccs ropaioHTansHOR Eynnel CRM oomeHs aHANHIMPOBATE OCHOBHYIS MHEODMALMID O
NOTReBHOCTAX KNHEHTOS W 0BeCNevWBaTE BCK YHEUMOHANLHOCTL, HEODXDOMMYD AR NDMANEY BHHA HOBLIX
KMHASHTOR, DACIIADEHNA M COXNDAHEHINA OTHOLWEHWA C CYLLIBCTRYRLHMN KMHRaHTAMM.

Mpoueccul oBCNYHMBAHHA W NOOOBENEH KNHEHTOR SOMHHE BLNONHATLCA C KCHONLIOBAHWEM NI0GLX
BHA08 BAGMMOOERCTEMA. B odicax, No Temediomy, waped MuTepHaT it Ha oy Mk 3ToM B3anMoneBcTRre
MOTYT G T Py A MITH B TOMATHIMDOBAHHLIMMN.

6.3 lMpouecce CRM, HanpasneHHse Ha NPOSaNKH KNHEHTaM NPOgYETOR M YCNyT, D0MHHE 06ecneYuaaTs
YORDAHAS KMBEHTOR, NPEMGA MADKOTHHT, HIMSHEHBE HAGOPa YoNyT, NPOSARH YOIYT © YyLUGHNBMA CBOR-
CTBIMA A HOBLIX YCIYT,

Mpoueces CRM axmoyanT 8 ceba Kax TRAAWUMOHMEIE NPOUBCCH! POIHM-HON NDOAANMA YOMYT KNMEHTaM,
TEK W NPOLECCH ONTOBON MPOSANH YEIYT ODYTHM OPFaHH 3L AN,

6.4 Mpousccs CRM oonsHn asnNonHATE CHOP W AHANMS CCHOBHEX CREOEHAR O KNWeHTAX ¥ 1x noTped-
HOCTAX. 3Ta HHDODMALMA OMKH MENONEI0BATECA AN NEPCOHMDUEILIN NDBOOCTARMAGMEX YENV, A0aNTa-
Ups X K TpeBoBaHMAM KNWEHTOR W GOCTaBNM NAKATOO YCNYr, 4 TAIOKE ONPeSensHWA BOIMONHOCTERA No
W EETIAEH HA0 LEEMHOCTH EMMEHTON AR GO SHuIaLmMN.

7 3neMeHTbl NPOUECCORB YPOBHA 2 ANA rpynnsl npoueccoes CRM

7.1 DYHELUWOHANGHEES ONACEHWR JNEMEHTOR NPOUSCCOBR YPOBEHA 2 YCTAHABNMBAMT KNacowiiukaL k-
HIHE MPHIHAKN, NO KOTOPLIM DOANLHEE NPOLBCCEH MOTYT GulTh OTHOCEMS K KATETODMM NPOLUECCOs, COOTBETCTRY-
ALY KDHKDETHOMY ANEMEHTY NPOUECCOE.

7.2 DYHELMOHANLHOE ONMCAHIE [NA ANOMEHTA NPOUSCCOE YPOBHA 2 CONBPMMT. MAENTHDMKATOP, NWK-
TOMDAMMY, HAWMEHOBIHAE W (yHKLHOHANBHYIO XADAKTEDMCTHRY . PEancHbi NPOUECS CYHTIRTCR OTHOCALIMM-
CR K CTaHOAPTHOMY 3NeMeHTy npousccos aTOM, BCNW OH BLINONHRET OOHY K3 QYHKLWA, YEAIAHHLE B
DYHELHOHANBHOR XADAKTOPUCTHEDS INGMEHTA NPOLECEOD.

7.3 DyHEUMOHANLHLIE XIPAKTEPUCTHIM INEMENTOR NPOUSCCoB ypooHa 2 ana rpynne CRM gonskm
COOTBATCTBOBATE AanHbIM TAGNMUL 1.
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Tatneus 1 — DyELLROHANEHEES CRECAHHA INEMEHTHE NPOWSCCOB YpoBkA E ona rpynne CRM

Mganrudaearop
W BT paARLE

Hawgmoaanse arcuents
ApEuEtcan

YL BOAEEN LI LEDAET ERRCTHED

.18

Noggépsss o OGeCHEEHWE
FOTOBHGETA RpouBcoon CRM
({CRM — suppon and readi-
MEsE|

MNpousccs nogaepxod # ofEcAdeivnn MOTOBRGCTH NPOUSCCOE
CRM gonsre cBECRaRBEaTs 3GPEdTHBR0E BufoARERNE NpoLEc-
col CRM, aTHOCRIUWGER § BERTHKANEHEILW TRYNRELW o Bl ofiHeHnsd
xmeases F, sDfecnevense kavecTias A 0 sBunneure B (nanes
npoueccs FAB).

CpepneTes NOANepEnd BLnodanT B coli WHDPACTEYETYRY NOAOSD.
MK LNHOETON, BIARMOLEICTENE © CAHOHTAME, NEREGCooD NPodaAN
HOREANCEENAS NPORYKTON, § TALHD CReOCTIA MONHTORHHIN KApaL-
TOPWCTHE 4 JATPAT A SwOOfAHesHEE OTOEARHEX APUBCODE
CHM-FAB.

Mpougct AHANRE SONTOCHoSHBE TEAQBHUNA ONA ENECCOE Npa-
OYNTOE € LWeNuH yETEHOANEHEA, § EEC0@ CTENEHM QOCTHIADTER
WENA OpTaEN3ALRA QAR 3THE KNACCOHE NEoO yaTo6.

MpoUecos NOLLEpsKE B 0PEHAR HOBEX KNACC0E NSO QYCTOE @ M-
Db NI CYLBCTRY SN KNBCCOR NPOAYETSE, BENKAAR THITA-
PORAMAD MOTODNOCTA K DP@bEedEind i NpEeuKy NpOSysTon, 3Ta
NpoUectsl pAIRABATHAADT APOUGTYPE BhnONHEHNA OT20 e
npoustcon CRM-FAR » obecneuienint Wi ofwosnenss. Matns
YyEMBw Rie TECTARDRBHAA OSYUSCTAARETCA NPIEMER HOBGID MAW
Wi EPHE AP OBEH GG ENECCH RPOSYITOE W BEOA M0 B Jscniyara-
[T

i.1.1.2

YNpABAGRME AT A
€ EHTAMM

(cusiomer interiics Mmanage-
mant)

Mpouscts yOp BBASHAR BOEMA WnTEpEEACEL I8 ME RO OpTARMIALM~
B9 M CYLLECTBYULHMITIDTEHLAAN sHEME SAREHTaMA. 3T Npoust-
Cbi  OCHILIBCTANADT  JNPABREHNE KOHTAKTAME  ENeEsTOE ©
OPTAHEISUAER, AHANLY NPHSWE YCTRHOBNEHAR SOHTALTOB, KANGAE-
NEHEG TOHTAETOR HE COOTRETCTRYHIWNA NPOLSCT YALENeTE0paR
AANPOCOR KNWOSTON, SIS THS SCHTAKTOR, YNPABNGHAE WCLMHOHH-
T CHTYALRAM, MERMED DEIYAETATON EONTACTON W BOD 0N RS
OTHETHOCTH. KOs TANT & KN@anTOM MONET NOTREGOBAT BunanHEHAE
BAHGTE Wiin HECiGhsnE ApoUsccss CRM-FAB: Bunofmehed iok-
BOB HAE Yoy, obecnaasnnn KEECTES YORYT (yNpARNeHRE LEeT-
BOM YENyT @ YRpABREHES NPOGNEUaMA LNNEHTOR) ¥ YA0SNETEOpE-
HeR MENPHC0E, DTHOCAUIMGCA & Bunnisry

MpODeKEHE S LS T
(markating  fulliiment  rea-

o Ee]

Branyck, PAREADOCTRAHEBHIE W ADBELBHWE HENOCHEOCTREHWD 00
ENHEHTHE CONYTCTBYHWINE MATERHANDE W TOBAPOE [KyAOHOSE, Bowy-
COB, GOPAIL0E, WIPYILSE, PO ENEWHLE NHCTROB) # AHANAD DOMHEH-
HiblX P8I N TATON,

YNpasneHne NPoRelesHas PEEnauypl ESMNEHAR OT BOLEFNTE No-
ARMEHWR RHELAATHER 00 SOREEEHWA TIATHEE MATEHD BANOH @ Npa=
AyTon A0 dineaste Mepeanes yonowws HesURaTul NpoyscChmM

Ao S

Mpogasi
{aelling )

Mpousco yNEAEAGHIE NOTEHEARN SR KNUaMTaM, olyadena @
OB EREE IAADALEMA  AdesTon, OO8CNEYssME COOTEET:
CTBMA DRIRQARAR UTRERTOR WWGaUMMCA Y OPrannalysn mpagye-
THAPENYTEM W B0 MO HE TR AN P EOCTRA SR,

Npougcts NPEAOCTABNEHMA GTBETOR wMEHTAM HE XENR0CE NG

NPOSyKTaM

.15

OfpaloTis JACAIE
(order handing)

Npouscts ofpaforon 1B0ases obecHewBADT NEWEN 1 oo P -
Hibl BAKASOD ENMEHTOR. MPpoyects COYUBCTENANT OUEHLY BRPON-
HAMGCTH  JEEEIR, BRACHERME IDeRHTOCNOCOBHOCTH ANWEMTA,
NEpanasdy IGCHRE Wi BURNDNEEEIE, KOHTIONE TECYUEerd CoCTORNWA
R MO HEHEE 30K E, ofsonnanwss napaweTpos s no Tpadona-
HHED NAENTE, YEOQOWNSHAG KRASHTE O IABODLSHAN BsnOn=OMASR
G0 AR,

Mpouscts obpalor JIZERICB AOAXHLE ODECHEwNBATE BndROMNEE-
[ o T TS TR, T

- DEOQUNEHSE AOBOID BECARE KN MERT A, MO D WL UH0 N0 DTSRy
OTR TONS SAKBAE.
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Hesniadisatop
# MATOrpakuE

Hawuenthanag areuenta
Agtuccoon

Ty DA A EHE R LRI T EGHCTHLR

« NPOBEPLY DOAORHOCTH NP OSOCTARTOHER DO JARPOCY WINGHTE HE-
CTAHSADTHOMD MPOSYNTANCAYIM,

- NPOBSALY KPESWTOL N0 COBHDETH ERelHTA

- TECTRPOBAHME NDSONOECEHRA D BENORHEHHOMY JEKETY HE pabo-
TOCNOCOBHOC T

- pfHoBaHEE  WHBESTARHCOA  GBade DNE0WTOR  OAHHBIME @ D
pPAIMAEBwIA, WO0WEHCALNE MNA OTEEHE KOHERETHOM Npanowe-
WHME NpOgysTE;

= HASROSOHAS M KOHTPOAE PAGOT MO NOAMOTOBKE CRHENTE & HENOMR-
ACBMHEK APOAYETA,

- yApEANEHeE PAGOTEMA PO NOQTOTOBKE E OCASAHWSD YEAYT W
AHEODMIBOBAHNE ENABHTE O YO0E BuNiREEHAR 800 J80ATE

1116

Ofpalotea npolneu cnnde-
TolE

{prablem nandiing)

Mpouetcns YIpARASHAE NPOTO=3HA MR, REAyE SRRl 0T LNEesTOR
OTHOCHTE kMO APUOSPATEMHE MMM BpoSyxTos. L{&0s 3Tu Apoysa-
CO8 COCTOMT B MpUSME NDETEHIAN OF ERNEATOR, PRI EHNA APO-
GReu, BRAOTE B0 YAOBRETEODEHLA A SEHTEE, W NDESOCTABREMEN
EMAEHTEW SETYRNeH0E WO MBI O 1008 PEMOHTHE X # BOCCTRHO-
BMTENEHLE PAlT No yoTpasesn npobnam

Npousccw obpatoTon npolnew Qoneie COBCNE<HBETE NORATRETY
i anfnarosposansos weBOPMAPORANNE KNBEHTON O DOJMCOEHWE
npcBnonax B oBohyasnaran, oOMEpyRSnsL GRY EUM RpOYECCaRN
MM BerRBfdhsmN AYTEM AHANHAA, SCNM TR APOEADME MOrYT ONA-
A8Th HEFATHEHOE ARASHEE HE KESECTRO NHELOCTARANS M YEAYT.
Npouetcn abpabotod ApoSnsu CHenToB DoNNHE O0SCHEMBET
BLiAOAHEHAS CIE Ay e & yHOL.

- cfiop, BHAREY, YNEAENEHRE N DR0BEWe e O NpolneMEs, J68BREH-
HBIE KN EHTAMN STHOCHTENBHO NPpRobpeTaHex KU NPOOYCToR,

= PATHCTRALRR ¥ YRPREOSHEE NDETEH AL LN HEHT O8]

= yCTpaswte Npolinou eneowToe;

= HRPOPRADCRNHEE KANSHTOR W QPYIAE MOWSCO0N & COCTON Ml B
BCHEHHA NpoTan A,

- HASHAMEHAS i KOHTPOML N0 A8 BOCETAHOBUTEARsiL palal

1.1.1.7

¥opapneuse CoSISLA ane-
EHTOR
(ouatomar JOS/ELA mansge-
ménll

Mpouscons MOHKTORAKIA, YTIPARNSHAS W DOPUMPOREHAA OTYETON O
COOTROTCTHNE NPESOCTANMAOMOTD CAMBHTIM ChNOCTES oBCnyamHBE-
Wl Oo% [quality of service) o6A3ATERLETEAM OPIANMIALNM DO KA-
SECTEY nﬁmmnnnn. OERsATENSCTRE opraqf3iuWE Mo waYacTay
ofCHysHBAHMA MOYT GNPESENATECA B OUUMANEHEE ORWCEHRAN
FEMyr GRTEHANEUMF, B QOMOBOPDER © ENWEHTEMA BNH B KBTANOTAX NpG-
AFEToE.

ﬂp‘ﬂﬂi‘ﬂw YORABAGHAR LANSCTEOM WHMUHWFH TR
LMK & 08 APOSYETOR C UEAeK BLRoAHEHAS COMMAWemtA N0 yRoas
IO TR ponyT SLA (servece leve] sgresmanti ) A0 compeTHsE pa-
AfWIAUNA NPOAYNTOE M DuROfnéHrE TREGOBARMA QPYyTAR QOCyMEH-
TOE, Py Aupyuis NPoUEEe ORAIEHWR YEnyT,

B cocTAl RADAMETHOE YPOBHA ESECTRE YOMYT OONNHL BXOSMTE
FCNNYATAUROHARE NADAMETRWE, B TOM SHCRE MEpameTh -ﬂiEUTH 2]
FOTORHOCTA DRCYDCOR, B TAKEE BLE NADAWETRE NPOOYEToE, YKBIGH-
Hi@ B QONGEODEX it Dary ey ruiiE QOoCyiesTax K fAapadaTpam npo-
AFET0On OTHOCHTOR, NPOQEET CROSRPEN@EHD P NDNE@EHEE IS0
kil NPOS YT, BPOLA IWADAHEHES O8AIATENLOTE N0 PEWOHTY, NAPE-
METDE KAHECTES OBCHyRHBAHWE NDN EONTHCTAX C KAASHTAMN,
PacTel HEpywenwnd Tpedosarn SLA Jon=re NEpeSABATLCA APO-
(AT Jul e V] Banimnnra and ESppeciye QA Wk sAYACHEHEA ONNET 36

FENyTA

1.1.1.8

DEacne-dnne NOANLHGE TR W
FEEPAHEE EleanTE
{retention and loyaity)

Mpouecon, cnocoBcTaywne FOSPEARMG WMEKUANEE KNREHTON,
ApSUEstsl EEAOALIOBEHAN CHdil AOAALHOETA ANA AFRENEE HER HO-
EhdX KNeiEHTOR.

MNpousccn aon=xe olecneynEaTe BuBEcHEHNE NOTPebHccTed K-
EHTOR. CNPELENSHEE BEHHOCTH KNEEFRTOR ANE OPrAHWIAER, DLaHIY
NBPCNEETARHOCTH W RPHCEON N0 EOHERETHBM ENEEHTAM
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Ororvavie madugs T

W gemraniarog
H AHETOrpAEME

Haswemiganng 3neusaia
MEsOLIBEE B

TrymugiGHANLS A8 EApaKTeeG fnea

Mpoyeccy Qoness CoYWecTRNATE COOD ¥ BHANKI J8sHME N0 pa-
IFNETATEM BOOK COMTRETOR OPFANREIYNA O KNAHHTAN

1.1.1.19

i

YRpagnaHAd B CTIRNSHEBEW
CHBTOR
(bl invaice managament)

HHMW YNORENEHMA BRWCTARNGHEEM CHSTOR OOMNEH olacnasu-
BATE POPUMADORBHAR CHBTOR, BRTYTE CHRTOR HE 'EWITI' WA B REET-
POHHCM BAGE, PACCKNLY CHOTOR KNWasTAM, B cusTax 38 NPOAYETE 1
YOAYTH, NpESOCTALNGHHE LNASHTAMN, SonEHs BwTe yuToHE COOT-
BETCTEYIWEE TApRD e, ALfOTe, KOPPEETADORKA, CORGNM ¥ EpEaRTe.
Mpowstct AonsHE GEEEAEIMAATE Y48 T A0XOA08 ORFAHAIALHA 1 8O-
EEPEUERHYED PRLCHINEY CBToE.

MNpowstow  AONEHE oECnETeRaT  BelONmEmee ChEQyilWx
dppningiai;

= YETASQGENGHINE THRHDOR, HIGHMCNBHED ONNATH 38 YoMyTH, npe#ao-
CTHERNEH MR LTI

» DOPPEETARONNY CHBToN (DOWENHD O EOPPERTHROBKS NpHHWLEBBTCR
nips SSpAGOTES NDOTEHIAA MO SRS TaM ]

» BOPUMMPOBEHME BETYAMAGE CHETON € yHETOM KOPPEXTHHOROK, CaM-
SO0, AsfOT 8 GpEsnToN,

- BRINYCE CHBTOR B Do 3muaLioM @il ANeETROHA0M BUEE 0 PECCTy
A KNHEHTAM B COOTRETCTEAM & PECANCEHRE M PECCHNTA,

- pACcHET NoTpelHocTn B Byuars W KOHBEPTAR GNA BhMNYCEE CHaToE;

< YRNPARMEHEER BCMOUSHWEW DOENSMHuY MATERPRANOER @ DACCWNAR-
bl CUDTE

= FAPSESEHE MODONPHATAAMA N0 NPARNESGHAD CTOROHMIL 0P M-
I8LMA E ROQASHMIE FEHBpALWNE CHETOR, NPININSAETEY i PASCHMKE
CHETOR

¥apasnanwe cOopom nnate-
P

Bl paymants and
repEvables m.ﬂlﬂl‘l‘l'ﬂ‘ﬂﬁ

Mpoysciw obECE=UBINT NOCTYANSHRE SONOL0E ORIOMHISWEN Ha-
PES YETAHOBAS NS JEHAHES KERbf COOHE NMAATEXEH i B eAoAHAGT
NSy e N0 B0 MU S HEE 38 SN EHHOE TR

Mpouscon GCyWBCTERARGT YNDARAEHWE CHETAMM LRMEHTOR, oOpata-
TRBERT W MMATE RN, GO SETRNEDT SO00 NETEWEN, D0H TDOn ARy T
COCTORMME NnaTexsore Ganauca,

Mpaueccw ynpaanandn clopol NNATEXNER Qonmnn oSacniHEaTE
[ FLLT B TTT RS S TR A R

» COAGAMRE BPOUECODE W EAHANGE ONAETE SAA KNUEETOR W yApAROE-
A s

- SONAAHMNE NPoESCool COORE LAROMEEHHOETER W yIDEEMSHNES itk

- YRAEAREHGE MEROADMATARMA MO MPEERGAHAD CTOROHHAL BEFEHA-
IAUWA & NOALEDMEE CO0DE it BOMSELWEHAN BASONMEHHOCTER

11192

T

OfpaboTes lanpocos Ao
CHETAM
{Bdll inquiry handling)

Lefie APOUSSCOR COCTOMT B CEBOBBPEMEHHOM i SdrenTHERGM Bii-
NOAHBHAN 3ANPOCOE W WAanal wNweHTOR RO cuetaw. Mpouwetcs
RONEHE YOPABNATE BIAMMOISRCTEMAUMA C KNWEHTEMA N BONPOCEM
Gunnaira,

Mpoueccw ofpafioTod ABNPOCOE NO CHATEM ZONEHE OS0CHIuRRETE
BEACNHONAS CROSYOHE S yuaysi;

- pEfUCTRALMSS ABNPOCH OTHOCHTENEWG COSTORNAS CHETA KNHONTS;

» GAPBOAE RS I EHEHA RN B ETDYETYDS W 08T Msrn) Qs S
TH EMSEHTE

- yIPEEREHEE KIS WHENOM 3ANEOCOS ENEEHTOE NO CYETAM,

- yREJOMNEHAS O BIMSHEHARE ND MaDS APONOE WA LENDOC0E;

= MIADETEE JANPOCOR MO CHOTEM NOCNE JABpEERAR HeoSToguMEY
ReRCTIR,

Mpaigetcw ofpalioon MMAPOCOD MOFYT DuMOAKATRCS AdDOOWERGM
OPFAMMIALKA WA € BEAONBIOBARAEN CPBACTE BAEKTPORMOND G-
. B nocnegHesm Coy e JANDOCE, NPETEHINN U 4 BEHENEA 58 TE M-
HEXE  GRHenE  NEPSCHARSMTER wepEl  SNeCIposMya  CpEAY M
clpalaTuBamTen BEd yHACTHA NEPOEHENS




Npunomenns &
{obnaaTansnon)
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HauMeHOBAHKA JINEMEHTOR NPOLSCCOR YPOBHA 2 ANA rPYNNLI NPOUECCOB YPOBHA 1

«¥NpaBEnNeHKE BIZHMOOTHOWEHWAMK C KNWeHTaMK» CRM

A1 HosueHOBAHMA ANEWEHTOR NPOLECCOB YPORWA 2 G0 FORHI0HTE ML HO@ MY NNE NPOUSCCOR « ¥ pa DReHAE §38H-
MOOTHOWESHUAMA & Kneéq Taumas CRM (Cuslomer relasonship managemant) Sonmne cOOTESTCTBOBA T NAHHEM TAOAN-
el ALY

TaGnmya AN =— FOpanneHnd RIAHWMOOTHOWENUAMK C KNRenTaum e CRM

Haernndissanop Hapmarosaness 2neREHTE ADOLSLCOE AT IEEPRANE ST HAR RSO e
111 Euﬂ;:‘m-ptu ¥ ofocnouomid foTommeSTH npousccos | CRM-support and roadnass

1.1.1.2 ¥NgRanowse ANTEpEaACaMY C CNMSHTEMA Customer interface mansgemani
1113 Mpoae Qo MEPCETHNID Markabng futfiimen] rosponsa

1.1.1.4 Mpoaasn Sadling

1115 OfpatioTaa 38Kad0N Crrder handiang

1.1.14 DopatoTes npobnes LneeETol Problem handing

1147 Ynpaananne Qo3SLA peesToa Customer QoS/5LA management
1.1.14 Dfecnasesne MoANsLOCTH M YARDHEHAS LRMEHTOR Relenbon and kayuity

11110 YNpRENEHE BUETBANSHMEM CHETOR Bl mvalcs management

14111 Yinpaanene oo AT eeel Bill payments and setaleables mansgemen
i.1.1.12 OEpafoTel ABRLOLOE NG CuETEL Eill nquiry handisng
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Knioqeawe cnosa: aTOM, obuwan cTpynTypa GUAHeC-NpOUBCCon, MYy NPOUSCCOa, ANEMENTE NPOLBCCoS,
AEKDMNOAMLMA NPOLRCCOR
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