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BeepeHue

Microsoft Operation Framework (MOF) - 3To CTpYyKTYpHbIM MoAxoA K pabote
Ha nnatdopme Microsoft, KOTOpbIM AaeT MoJIb30BATENAM PAj NMPEMMYLLECTB.
MOF cozep:uT cobpaHue yylumx NPaKTUK, NPUHLUMMOB M MOZENEN, KOTOpbIE
o6ecneynBaloT  PYKOBOACTBO MO AOCTMMKEHWMIO BbICOKOM  AOCTYMHOCTH,
HaZEeXHOCTU M 6Ee30MacHOCTM 0COBO0 BaKHbIX MPOM3BOACTBEHHBIX CUCTEM,
MOCTPOEHHbBIX Ha MpoAyKTax U TexHonoruax Microsoft.

MOF wm ITIL

Microsoft cumrtaet IT Infrastructure Library (ITIL) Beaywmm o6weaoCTymnHbIM
cobpaHMeM JNlyulWMX METOAOB, OMPOGOBaHHbIX Ha npaKTuke. [o3Tomy
Microsoft Bbli6pan ITIL kKak ocHoBy ans Microsoft Operation Framework
(MOF). B aByx ueHTpanbHbix pasgenax ITIL (Service Support & Service
Delivery) HaumMeHee pasBUT NOAXOA K ynpaBaeHMio GyHKUMOHUpOBaHMEM UT -
cpeapl. PykoBoACTBOM MO B3aMMOAENCTBMIO MT-NPOAYKTOB M TEXHO/IOTUM, B
YacTHOCTM pa3spaboTaHHbix Microsoft, MOF pacwupsaet coBmecTHyio c ITIL
obnactb craHaaptoB. B pgononHeHne MOF npeacraBnsetr HeKoTopble
KOHUEeNuUWW, peneBaHTHble COBpeMeHHOM Bce 6osiee M 6osiee CBSA3aHHOM M
MOABMKHOM  AeNoBOM cpeAe. 3TM  KOHUENUMM BKJIOYAKT B cebA
MHTEPAKTMBHBIM KM3HEHHbIM UMKA, CGHOKYCMPOBAHHbIM Ha MOCTOAHHOM
pa3BUTUM U CTPYKTYPUPOBAHHbIX 0630pax ynpaBieHuA, ANA TOro 4Toobl
obecneymtb BHMMaHWE MEHeOXEpPOB K KJ/YEBbIM MOMEHTaM  3TOro
JKM3HEHHOro UMKaa. Microsoft copefcteyet ITIL M yxe NpuHAN ydyacTue B
HanuMcaHuM [ABYX HOBbIX KHUr «OcywectsneHne YnpasneHua Cepsucamu
(Implementing Service Management)» W <«YnpaBneHwe [lpUNOKEHUAMM
(Application Management)». BmecTte ¢ aKUEHTOM Ha ynpaB/EeHMM
dyHKuMOoHMpoBaHneM MOF aBnseTca 6os1ee LeHHbIM NOAXOAO0M K YNpPaB/IEHUIO
MUT. OcHoBHaa Yactb MOF MoXeT 6biTb MCMOJIb30BaHa C TEM Ke YCNexom Ans
APYrvx nnaTgopm.




OcHoOBHble coobparkeHMA pa3paboTUMKOB

Microsoft pa3pabaTbiBas MOF, PYKOBOACTBYACH cnefyroLwmmMm
CO0BpaXKEHUAMM:
e  YcosepweHcmsosams Jyyqwiue npakmu4eckue mMemoobi

docmuskeHua uyesau 8 uHOycmpuu. [epennmas ITIL, Microsoft
YyAyYlWKUn Haubosiee pacnpoCTpaHEHHble MpaKTUYeCKMe MeToapbl
WUHAYCTPMM U B3AN MX 3a ocHoBy MOF.

o 06beduHAMb nposepeHHble udeu U npakmu4eckue memoodbi. B
JOMOJIHEHME K JIyYlWMM nNpakTu4ecknm metogam ITIL Microsoft
[06aBM/1 ONPOGOBAHHbIE MAEN M METOAbl CBOMX COOGCTBEHHBIX rpynmn
UT-cneumanncToB, CneuuasmMcToB CEPBMCHBIX TPYMM, a TaKXe CBOMX
NMapTHEPOB U KJIMEHTOB.

e 0Obecnedyumb pykosodcmso Ji0ObMU U npoueccamu. Microsoft
pa3pabaTbiBan MOF, 4TOObl JONONHUTL CBOM NPOAYKTbI CNeLUaibHbIM
PYKOBO/ZCTBOM MO OpraHu3aLuu MpoLeccoB U AeATE/IbHOCTU JoAEeN,
pa6oTarlmx B chepe A4aHHOM TEXHOJIOMUM.

e Mcnosb3osame npeumyuwjecmsa memooa npedocmassieHus NOoJIHO20
uukna Cepsucos. MpeaoCcTaBNEHUIO UHAMBUAYANIbHBIX TEXHUYECKMX
KOMIMOHEHTOB (TaKMX KaK paboyune CTaHUMM Man cepBepbl) Microsoft
npeanoynTaeT npeaoctaBieHMe nosHoro umkaa UT-CepBucoB (Takmx
KaK nepejayva COOBLLEHUI, neyaTb M T.Mn.), 60/1ee Toro, AenaeT Ha
Hero rnaBHyO CTaBKY.

e 06beduHumbCA, cocmasumb e0UHOE Uesioe CO BCEM YKU3HEHHbIM
uukaom MT. Microsoft paspabatbiBan MOF, 4TOGbl 06BEAUHWTH
NNaHMpOBaHME M pas3BepTbiBaHME [JEWMCTBUM B NpeAenax BCEro
KM3HEHHOro uukna UT.

MouyeMy Microsoft cosgan MOF

MpoaonkaeT yBeAMUYMBATLCA MCMNOJIb30BaHME CEpBEPHBIX NaaTdopm Microsoft
Ana 6usHeca (Bkntoyvaa Windows, Exchange Server 1 SQL Server) B Hambonee
BaXKHbIX KOMIMbIOTEPHbIX CMCTEMAX Ha NpPOM3BOACTBE. B pesynbTaTte TakoM
CMTyaUMM BO3HMKNA MNOTPEBGHOCTb B MHCTPYKUMM MO peHTabesibHOM
3KCMlyaTaumMu 3TMX naatopm NS AOCTMMKEHMA BbICOKOM [OCTYMHOCTH,
HaZeXHOCTU M 6e3onacHocTU. Microsoft cozgan MOF, 4To6bl NpeaoCTaBMTb
3TY MHCTPYKUMIO.

Mogenu MOF
MOF co3aaBa/sicA M3 TpeX OCHOBHbIX MOAENEM, KaxkAas U3 KOTOPbIX A0JIXKHA
6blN1a NPeICTaBAATb [NaBHble KOMNOHeHTbI UT-onepaumit. Mogenn MOF 3To:
e Modenbs npouyeccos - yHKUMOHaNbHAA MOAE/lb  MPOLLECCOoB,
npeacTaB/eHHas CEPBUCHbIMM OpraHM3auMsaMKM Ana ynpaBaeHus U
nogaepxku UT-CepBncos.




KomaHOHaa Modesib - ynpouleHHblM 0630p poneld B KOMaHAe,
KOTOPbIM MOMOraeT MEHEAXMEHTY C(POKycMpoBaTb BHMMAHWE Ha
opraHusaunm 3cPEKTMBHOM AeATENbHOCTM LUTaTa.

Moodesib pucka - 06beanHEHUE KOYEBBIX NMPUHLMMNOB, CTaHAAPTHOM
TEPMMHOJIOTMH, CTPYKTYPMPOBAHHOIO U noBTOPAtOLLErocs
NATUCTYNEHYaToro npouecca AAA ynpaB/ieHMs PUCKaMM, C KOTOPbIMM
WTaT CEPBUCHBIX OpraHU3aLmii BCTPEYAETCA EXEAHEBHO.

Bosee noapobHble CBEAEHMA O KaKAOM M3 3TUX MOZENEM NpeacTaB/ieHbl B
NoCNeAyIoLIMX CEKLIMAX STOr0 PYKOBOACTBA.

OcHOBHas TepMHUHOJIOrUsA
OnpeaeneHus cneaywlmx Tpex TEPMUMHOB OYEeHb BaKHbl AN MOJIHOMO
NnoHUMMaHuA mogener MOF:

CepsucHble  peweHus - 3TO oOnNpejefieHHble B  TepMMHax
(PYHKLUMOHANbHOCTM  Ha  YPOBHE  KOHEYHOro  MoJib30BaTens
BO3MOXHOCTH, KoTopble WT npeaoctaBnsetr 6usHecy. Pasnnume
Jenaetca Mexay nosHbiMM CepBMCaMM M MX KOMMOHEHTaMM.
MpumepaMM  MOTyT  CAYXWMTb  BU3HEC-MPU/IOKEHMUS, Nepejada
COO0O6LLIEHMM, XpaHEHNE AAHHbIX U YCAYTM NeYaTu.

®yHKYuu YnpasneHuamu cepsucamu (SMF) - 3To npouecchbl, KoTopble
ynpaBnsawT MT-cepBucaMM Ha OCHOBE CEPBMCHOMO MOAXOAa.
Mpumepammn SMF  MOryT CAyKuTb YynpaBAEHME U3MEHEHUSAMM,
CUCTEMHOE aJMMHUCTPUPOBaHMeE U Service Desk.

0630pbl  YnpasneHus @yHKyuoHuposaHuem (OMR) - KawyeBble
KOHTPOJIbHblE TOYKM, COKycupoBaHHble Ha SMFs B npegenax
KBaZipaHTa NMpoLEeCcCHOM MOAENMU.

2. Y7o Takoe YnpasneHune UT-CepBrucammu?

BbicTpbIi 0630p
YT06bl MOHATb TEPMUH «YnpaBneHne UT-CepBucamn» (ITSM), nydwe Bcero
Ha4aTb C onpeAesieHMs ero COCTaBHbIX YacTeM:

TpaguumoHHoe onpegenenme MHgpopmayuoHHbix TexHonozul (MUT)
no ITIL - 3To Takue TEXHONOrMM, KOTOpble MCMOAbL3YITCA MpK
nopaep:kke MT-MHPPaCTPYKTYpbl: KOMMIEKTYIOWMX, MPOrpamMHOro
obecneyvyeHus, CEeTEBbIX KOMMOHEHTOB, AOKYMEHTaUuW, npoueayp M
MPOLECCHbIX poJieN.

Cepsuc - 3T0 HAabOp KOMMOHEHTOB, MU3NYECKUX U Norudeckmx, UT um
He MWUT, Tpebyembix ANA OCYLECTB/IEHUA MNOAAEPKKM OU3HEC-
onepauui. KnueHTbl 6yaeT cyamMTb o ero 3(dpdeKTUMBHOCTM Mo
noadep:KKke, KoTtopas OKasblBaeTCA MX OW3Hec-onepaumam, U
«BMAETb» 3TOT HAbop ULE/NMKOM, KaK eAuHbii O0ObeKT, He
paccMaTpMBasn KaxKblM KOMMNOHEHT B OTAE/IbHOCTM.




e B 3TOM KOHTeKcTe TepMMH MT-Cepsuc OTHOCUTCA K Habopy
poacTBeHHbIX UT U He WUT-dYHKUMOHANOB, KOTOpPbLIM MOCTaBAsSETCA
KOHe4YHoMy nosib3oBaTento B KadvectBe Cepsuca. [lpumepammn UT-
CepBMCOB ABNAIOTCA: Nepejada COO6LEHMM, GU3HEC-NPUIOKEHUS,
dainoBble ycnyru M ycnyru nedatu, ceteBble CepBuCbl M ciyxk6a
NOAAEPKKM.

e B 3TOM KOHTeEKCTe TepMMH «YnpassieHue» OTHOCMUTCA K KOHLENUMAM
M MNPaKTMYECKMM METOJAaM, 3aJEeMCTBOBAHHbIM B MNOAAEPKKE U
npeAoCcTaB/NEHMM ITUX CEPBMCOB Ha CTPATErMYECKOM, TAaKTUUYECKOM U
onepauMoOHHOM YPOBHAX. YnpaBneHue CBA3aHO C WMCMO/Ib30BaHUEM
pecypcoB, BKJ/4as 060pyJoBaHue, LWTaT, Npoueccbl M uaeu, And
TOro, YTo6bl AOCTUIHYTb B UTOrE, B JAHHOM CJly4ae, npefocTaB/eHus
Cepsuca.

UeHTpanbHas uaea YnpasneHus MT-Cepsucamu cOCTOMT B TOM, 4TOo MUT-
opraHu3auuu, BHYTPEHHWE WM BHELHWE, ABAAIOTCA MOoCTaBwMKamm MT-
CepBurcoB. Mx paboTa 3aK/Il04aeTca B NPeoCTaBEHNM BbICOKOKAYeCTBEHHbIX
U peHTabenbHbix UT-CepBucoB. KauyectBo M peHTabenbHocTb UT-CepBucos
onpejenseTca  KAMeHTamuM  (TemM, KTo onnaymBaet CepBuCbl) MU
nosib3oBaTenAaMM (TEMMU, KTO McnosiblyeT CepBuChl).

3agava ynpasneHua UT-CepBrcamu - BbiICTpamMBaTb NMpeaocTaB/ieHME YCIyr B
COOTBETCTBMM C TEKYLMMM W OyayLWMMKM TPebGOBaHMAMM KJIMEHTOB W
nosb3oBatesier. [pepoctaBneHne MT-CEpBMCOB CYMTAETCA [OCTUIHYTHIM,
Koraa npeaocTaB/ieHbl Bce Tpebyemble CepBMChI, AOCTUIHYT YCTAaHOB/IEHHbIN
YPOBEHb KayecTBa MO OroBOPEHHOM LieHe. B KoHUe KOHLOB, OT ynpaB/ieHus
UT-CepBrcamm MOXKET 3aBMCETb BO3MOXKHOCTb BefeHUA b13Heca.

MoyeMy Heobxoammo YnpasneHue UT-CepBucamm?

Bce 6onbwas 3aBMCMMOCTb 6GM3Heca oT MWMT-CepBUCOB yBenMYMBAET
noTpe6HoCTb B 3(P@PEKTUBHOM ynpasneHnn 3Tumm CepsBucamu. UT HenbsA
NpeAcTaBNATb KaK Habop YCTPOMCTB M MPUIOKEHWM, NpeAoCTaBseMbIX
nonb3oBatento. MUT HyXKHO paccmaTpuBaTb KaK Cepuilo  00beAMHEHHbIX
CepBucoB. CeMyac yKe 04YEBUIHO, YTO MHOIME MEPBMYHbIE BU3HEC-NPOLIECChHI
He MoryT dyHKUMOoHMpoBaTb 6e3 yyactma UT-CepucoB. Bo MHOrMX oTpacnsax
UT yxe cTann 4acTblo 6OM3HecC-npoueccoB. A B HEKOTOpbIX - Jaxe
CaMOCTOATE/IbHbIMM BU3HEC-NpoLeccaMu. PasBUTHE 3/IEKTPOHHOM KOMMEPLMU
TaKXe nokasaso, 4to UT cTasm KpUTUYECKMM (DaKTOpOM ANiA eXeAHEBHbIX
6u3Hec-onepaumi. MNosaToMy 6M3HeCYy Heob6xoauMo KoHTponupoBaTtb UT u UT-
CepBMCbl, 4TOObI MO BO3MOXHOCTM YpPaBHATb OTHOCMTE/NIbHO Apyr Apyra
6u3Hec-npouecchbl U UT-CepBuChl.

BosHnKHOBeHMe YnpaBneHua UT-CepBucammn
B ocHoBe nyuywmx npakTMyeckmx mMetoaos ynpasneHusa UT-CepBucamm nexut
COOPHMK NyYLIMX NPAKTMK, KOTOPLIM pa3paboTaH M NOCTOAHHO MOMOJIHAETCA B




Bennko6puTaHuM, noja HasBaHUEM ITIL (IT Infrastructure Library -
Bubnnoteka WHbpactpyktypbl WT). [lepBoHavanbHO 6u6GaMoTeka ITIL
pa3BMBasiaCb OpPWUTAHCKMM NPaBUTE/IbCTBOM B KoHue 80-x Ha OocHoBe
MHGhOPMALMM OT MHOMMX KCMEpPTOB B 3TOM oTpacm. Llenbto paspaboTtku ITIL
Obl10 CO3JaHMEe OTKPbITOro CcTaHzapta Ana ynpasneHuwa WUT-Cepsucamu,
KOTOpbIM MOr/IM 6bl MEPEeHATb M ajanTMpoBaTb nocTaBwmku MUT-ycayr. B
JaHHbIM  MomeHT ITIL  HaxoautcAa noa  ynpaenieHueM Bepomcrtea
locypapcTtBeHHoM ToproBamM  bputaHckoro [MpaBuTenbcTBa, BeAOMCTBa
MuHuctepctea ®mHaHcoB Ee BenunyecTsa.

Tekywee wu3panme |ITIL coaepxut 7 Kuur: «[lopaepxka CepBucoB»,
«[loctaBka CepBWCOB», <«YrpaBiAeHUE MPUIOKEHUAMU»,  «YnpaBaeHWe
uHdpacTpyktypon ICT», «[naHMpoBaHWe YnpaBnenua CepBucamu»,
«YnpaBsieHWe 6e3onacHoOCTbio» M «ITIL C TOYKM 3peHusa 6u3Heca». «ITIL
Moaaepkka CepBuco» M «ITIL MoctaBka CepBMCOB» SBASIOTCA OCHOBHbIMM
ny6/iMKauMamMM, B KOTOpbIX onucaHbl QyHKumMmM Cayxk6bl Mogaep:ku wm
clesylolue Ki4eBble npouecchl yrnpasieHa CepBrucamu:

ITIL Mopaeprkka CepBucoB ITIL MocTaBka CepBu1coB

¢ YnpaBneHuve UHuMaeHTaMH e YnpaBneHue YpoBHeM CepBuca

¢ YnpaBneHue lpo6aemamm ¢ YnpasneHne JOCTYNHOCTbIO

e YnpasneHue e YnpaBneHue MOLHOCTbIO
KoHdurypaumamm e YnpaBneHue O@uHaHcamn pgna  MUT-

¢ YnpaBneHune U3MeHeHUAMU Cepsucos

¢ YnpaBneHue Penuzamu e YnpaeneHne HenpepbiBHOCTbIO WUT-

Cepsucos

Pykosoacteo ITIL npoaaeTtcsa, BHe 3aBMCUMMOCTMU OT nnaTdopmbl, U
NOAAEPHKMBAETCA BCEMUMPHOM MHAYCTPUEN 06yueHus, o6Llenpu3HaHHbIMK
YPOBHAMU CEPTUDUKALMM M KOHCANTUHTOBbIMU CNYXKOaMM, TaKXe KaK M
NpOrpamMmmHbIMU NMPOAYKTaMM, KOTOPbIE MO3BOAIOT YNPOCTMUTb BECh NpoLecc.

C MoMeHTa cBoero cosganusa ITIL ctan BCEMMpHbIM CTaHAApTOM JAe-¢aKTo
ansa ynpasneHua UT-Cepaucamu.

3. OcyuwectBneHue YnpasneHue Cepsucamm

YnpaBnenume WT-CepBucaMM ABASETCA 33Jayvel, KOTOPYD HeNb3A He

npuHuMaTb Bcepbe3. OHO TpebyeT cneumasibHbIX HaBblKOB, KOTOPbIMMU OObIYHO

UT-coTpyaHMKKM He BnajetoT. BMecTo pelueHus, B OCHOBHOM, TEXHWYECKMX

npo6nem, aesatenbHocTb UT-oTaenoB OKycMpyeTcs Ha MOCTaBKe YCyr.

[naBHble pas/iMymuA MeXAy NPOAYKTaMMU U CEPBMCAMM MOXKHO pe3toMMPOBaTh:
1. Ycnyru, no cBoemn CyTU, HEOCA3AEMbI.




2. 3HauuTesbHaA YacTb CEpPBMCOB (DaKTUYECKM COCTOMUT M3 COralleHui
M B3aumodemctBMM.  O6bIMHO  OHM  MpeacTaBAslT  co6oi
COr/1aCOBaHHbIE AEMCTBMSA KJIMEHTOB M TEXHMYECKOrO NepcoHana.

3. Tlpou3BoacTBO M noTpebsieHWe cepBMCa HepasAesIMMbl, MOCKOJIbKY
OHM paboTalT OAHOBPEMEHHO.

4. KnueHTbl 3a4acTyl 60/blie, YeM MPOCTO MOTPEOMTENIM - OHM, Kak
npaBuI0, NPUHUMAIOT y4acTMe B MPOM3BOLCTBE CEpBMCa.

5. CoBpeMeHHble CepBMCbl MOCTaBAAIOTCA Yepe3 LEeno4vyKy napTHeEpoB,
cocTofllyld M3 KauMeHTa, WT-npoeangepa M TpeTbMX Ly
(nocTaBLMKOB).

70 03HayYaeT, YTO KAa4yeCTBO OKa3aHHOro CEPBMCA MOXKHO YCTaHOBMTb JIMLLb B
MOMEHT MOJIyYEHMA 3TOrF0 CepBMCa. ITOT MOMEHT YacTO YMOMMHAEeTCs Kak
«MOMEHT MCTMHbI» (Normann, 2000). MoXHO TaK)e CKasaTb, YTO «MOMEHT
UCTWHbI» TMPEUMYLLECTBEHHO 3aBMCUT OT HACTPOEHWUS U OTHOLIEHWUM MeEXAY
BCEMM YYaCTBYIOLMMM CTOPOHAMU. M B 3TOM eCTb KaK CBOM MMHYCbl, TaK U
nAKChI.

Kak nokasbiBaeT OMbIT Jy4ylMX MpPaKTUK, AAA TOro 4To6bl OMNpeaenmTb
OXMAAHUA K/JMEHTOB WM BO3MOXKHOCTM MOCTABLUMKOB CEPBMUCOB, MeXAY
CTOPOHAMM HEOBXOAMMO  3aK/loyaTb CorjlaweHne. Takoe corjaleHue
JO/IKHO ObITb MOCTPOEHO Ha MeETpMKe, KoTopad MOMOXKeT onpeaenvTb
KayeCcTBO MOJyYEHHbIX YCNYT.

BaxkHO oco3HaBaTb, 4TO ynpaeieHue MUT-CepBMCaMM MOBNEYET 3a COGOM
M3MEHEHUA B OPraHM3aLMOHHOM Ky/bType. OCHOBHOE BHMMaHWE COTPYAHMKOB
UT-otaena 6yneT Cc@OKYCMPOBAaHO He Ha MOCTaBAAEMOM MpOAYKLUMM
(NporpamMmHoe obecrieyeHne, CeTM M Mpoyee), a Ha pesysibTate (KaKoM
3hEKT 3TO NPOM3BOAUT Ha KAMeHTa). MoBeseHYeCKME NPO6AEMbI, TAKME KaK
yrnpaB/ieHME OTHOWEHUAMM, YMpaB/iEHWME PUCKAMM W [JEeNoBas  XBaTKa,
CTaHOBATCA raBHbIMM acneKkTamu. AiA Takmx Npo6/ieM NIETKOro pelleHns He
cyuiecTsyer.

YcnewHoe ynpaenieHne UT-CepBucamm - 3TO 0CA3aEMbIM NMoOKasaTeslb NoJib3bl,
KOTOPbIM MOXHO MPUMEHMTb NPU NMPOPABGOTKE Pas/IMYHbIX CUTYyaLMi B BU3Hece
Mo ansa [loKa3aTenbCTBa YCNeWwHocTu. 3To TpebyeT oT WUT-otaena
CYLLIECTBEHHBIX YCHMANIA B 0BYYEHWMM U OBLLEHMM C KIIMEHTOM.
JlonroBpeMeHHas  npo6/jiemMa  KacaeTca  «yCTOMYMBOCTM  Kypca»: He
OTK/IOHATBbCS OT YCTAHOBJ/IEHHbIX NPOLECCOB M He BO3BpaLlaTbCA K CTapbiM
cnocobam pelueHus npobaem ¢ npegocrtassieHnem Cepaucos. O6LEN3BECTHO,
4yTo (OKYCMpPOBKAa BHWMMaHMA Ha Mpoueccax CTUMYJMPYET BHUMaHWeE K
KAMeHTam B 061acTu npegocTasneHms CepBUCOB M MOBbLILIAET MX KavyecTBo.

4. Mogenb npoueccoB MOF




0630p

Mogenb npoueccoB MOF coep:KMT 4YeTblpe OCHOBHbIE KOHLEMUWMU, KOTopble
ABNATCA KJIOYOM K NMOHMMAHUIO 3TOM MOAEN:

YnpaBneHue UT-CepBucamm, Hanpumep, pasBUTUEM MNPOrpPamMMHOIo
ob6ecrneyeHus, MMEEeT CBOM XKM3HEHHbIM LMK,

YKM3HEHHbIM LMK COCTOMT M3 ACHbIX, JIOrMYeckux ¢as, KoTopble
3anyCKarTCA COrJlacoBaHHO.

e Ha Kaxgon dase pabotaeT npouecc O630pa YnpaBneHus
Onepaumamu (Operation Management Review - OMR).
e YnpaBneHue UT-Ceparcammn KacaeTtcs Kaxaoro acnekTa
npeanpuaTms.
Mogenb npoueccoB MOF npeAacTaBAsieT  KM3HEHHbIM  LMKA  KaXAaoro

cepBucHOro peluenuns. Llenb Mogenu npoueccoB - o6ecneyuTb MNpocToe
NPeACTaB/IEHME B3aMMOOTHOLIEHMIM MEXAY KOMIMOHEHTaMM B mpejenax

JaHHOM MOoAesN.

Service Level Management
Capacity Management
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Financial Managemant b Change Management
Workforce Managemant Configuration Management
Service Continuity Mgmt g c Release Management
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Mogenb npoueccos pasaensetr MOF SMF no cBsazaHHbIM YHKLMAM Ha YeTbipe

KBaJpaHTa: WM3MeHeHuM, YnpaBneHus,

Moaaeprkku

u  OnTuMM3aumn.




KBagpaHTbl COCTaB/IAIT HAMBLICWUMI YPOBEHb B paboTe MoaesiM npoLeccoB M
Ha3blBalOTCA MO3TOMY:
e KBagpaHT u3MeHeHuH - SMF ucnonbsyiorca ana maeHTUdUKaUmK,
0630pa, YTBEPXKAEHWUSA, 3anMuMCU M 06beAMHEHUA W3MEHEHMH B
ynpasnsemoe UT-oKpyxeHue:

0 YnpasneHue usmeHeHUAMU.
o YnpasneHue KoHuaypayuamu.
0 YnpasneHue penusamu.
e KBagpaHT ynpaBieHus - SMFs MCnonb3ylTcA ANA NPOBEPKM,

KOHTPOJIA, YMpaB/AeHUA W  ALMMHUCTPUPOBAHMA PELLEHUM  ANs
CepBurca M eXeLHEBHOro JOCTMXEHMA COr1acoOBaHHOIO YPOBHA
Cepsuca:

o AOMUHUCMPUpOBAHUEe cucmem.

AOMuHUCmMpuposaHue 6e3onacHocmu.

MoHumopuHz u koHmposb Cepsucos.

MnaHuposaHue 3adaHudl.

Cemesoe adMuHUCMPUpPOBAHue.

AOMUHUCMpuUpoBaHue cyK6 Kamasozo08.

YnpasneHue neyambio U NPOU3B0OCMBOM

YnpasneHue xpaHeHUemM OaHHbIX.

e KBagpaHT noaaepxku - SMFs ucnonb3yloTca ana naeHTUdUKaumm,
YCTAHOB/IEHWUA,  AMArHOCTMKM,  MNPOC/TEXMBAHMA M peLleHue
WMHUMAEHTOB, NPO6GJIEM M 3arpoCOB, OCHOBAaHHbIX Ha COr1acoBaHHbIX
ypoBHax Cepsuca:

o Cnyxk6a nodoep:KKuU.
o YnpasneHue uHyudeHmMamu.
o YnpasneHue npobiemamu.

e KBagpaHT ontummMsauum - SMFs wucnonb3yloTca Ansa ynpasBieHMA
CTOMMOCTbIO BMECTE C MOALEPIKKOM M YNYULWEHUEM COMIAaCcOBaHHbIX
ypoBHel CepBuca:

Ynpasnerue yposHem Cepsuca.

YnpasneHue MOWHOCMbIO.

YnpasneHue 0ocmynHOCMbH.

YnpasneHue puHaHcamu.

YnpasneHue nepcoHas10M.

YnpasneHue HenpepbIBHOCMbIO.

O O0OO0OO0OO0OO0OOo

O O O0OO0OO0Oo

0630pbl YnpaBieHUa

Mogenb npoueccoB obbeaMHAET ABa TMNa 0630pa yrnpaB/ieHMA, OCHOBaHHbIX
Ha KpuUTepuAax: penm3 (FOTOBHOCTb M MCMbITAHHOCTb penm3a) U Bpems
(onepauun n cornaweHue o6 yposHe Cepsuca (Service Level Agreement —
SLA)). TMpuumHOM AONA  TaKOro CMELLEHMA TUMOB 0630pa fABASETCA
HE06X0AUMOCTb NOAAEPIKKM ABYX KOHUeNuui B cpeae UT-onepaumi:




e Heo6XxoaMMOCTb YMpaBasATb BBELEHUMEM M3MEHEHMM MOCPEACTBOM
MCNOJ/Ib30BaHUSA YNPaBASEMbIX PE/IN30B.

e loTpe6HOCTb B GECnpecTaHHOM OLUEHKE M afanTaumu onepalMoHHbIX
npoueayp, MNpoLeccoB, MHCTPYMEHTOB M JIIOAEN, HEOBXOAMMBIX ANS
nocTaBKM cneuudmnyeckux peleHmi ans Cepsuca.

0630p YnpaeneHuua Onepauusimm (OMR) B3aMMOAENCTBYET C  KarAbIM
KBagpaHToM. Kaxabii 0630p YnpasneHus Onepaumsamu npeactaBnaseT co6om
KOHTPOJIbHbIM MYHKT C aKueHToOM Ha SMF, Haxogswmxca B npegenax
COOTBETCTBYHOLLEro KBaJpaHTa.

KeagpaHT 0630p Lenb
N3meHeHWe OTOBHOCTb Y1BEepauTb rOTOBHOCTb penusa,
penusa NAaHOBOE COCTOSIHME, BbIMNOJIHEHUE

NlaHUPYEMbIX 2 onpegeneHue
BO3MOMHbIX Y/AYYlWIEHWNA B 6yayLiMX
penusax.

YnpaBneHue Onepaummn Ynydwntb 3O@PEKTUBHOCTD TEKYLLMX
npoLeccoB, npoueayp M TEXHONOrUK
ynpaBieHusa, 06ecneyYnTb noaydyeHue
U [OKYMEHTMPOBAHUE 3HAHWM.

Moaaep:ka CornaweHue MpeaocTaBUTL KJMEHTY afeKBaTHbLIM
06 ypoBHe | ypoBeHb UT-CepBuca.
Cepsuca (SLA)

Ontmmsauma | UcnbITaHHOCTb Monyuntb oaobpeHue npeanaraembix
penmsa M3MEHEHMM B  peleHuax  Ans

CepBuca, OCHOBaHHbLIX HA aHa/iu3e M
npuopmTeTe 3aTpaT/A0X00B.

Cnepyolwme pasgensl onMcbiBalOT KBaapaHTbl Mogenu npoueccos MOF, SMF u
0630pbl YnpaBneHus Onepaumamu.

5. KBagpaHT U3meHeHun MOF

0630p

Llenbto KBagpaHTa M3ameHeHuM saBnseTcs achdeKTUBHoOe, 6bICTpoe BHeCceHue
0/106pPEHHBIX M3MEHEHMM B UT-cpesy C MUHUMAJIbHbIMM NMOCIEACTBUAMM ANA
CepBuca. M3meHeHue onpeaenseTcs Kak WM3MEHEHMS B TEXHOOrusXx,
cMcTemMax, MNpoOrpaMMHOM  06GecreyeHMM M KOMMJIEKTYIOWMX, a TaKXke
M3MEHEHUA B Mpoueccax, possx M 06s3aHHOCTAX. KBagpaHT M3MeHeHuH
BK/OYaeT B cebsa SMFs, wucrnonblyemble AnA mAeHTUdMKauuu, 0630poB,
0406pEHNS U 06bEAMHEHMA UBMEHEHUM B ynpaBasemylo MUT-cpedy. ITMMM
SMF aBnsatoTcs:

e YnpaBneHue M3MEHEHUAMM




e YnpaBneHWe KoOHPUrypaumsamm
e YnpaBsneHue penunsamu

YnpaBneHue MU3aMeHeHMAMM

0630p

YnpaBnieHUe M3MEHEHMAMM KOHTPOAUPYET BCE M3MeHeHua B MT-cpeage u
obecrneymBaeT 3anucb U Hab/IAEHUE U3MEHEHUIM B 3TOM cpeae. YnpaBieHue
U3MEHEHMAMM MbITAaeTCA onpefennTb BCe 3aTPOHYTble CUCTEMbI, MPOoLECcChl U
CTOPOHbl A0 BHECEHMSA W3MEHEHWM, AN TOro YTOGbl YMEHbLWTb WU
MOJIHOCTbI MCKJIOYMTL Jilobble MNOTEpPU ANA 6M3HECa WAM  HEMpUATHbIE
nocneacTeuma.

O6bluHO, MT-cpepa sBNSETCA peanbHOM MPOM3BOACTBEHHOM 0651acTbio, HO
YnpaBiieHME U3MEHEHUAMM MOXKET TaKKe MPUMEHATLCA NpU 06beaAMHEHWN,
TECTUpOBaHMM M opraHusauumn cpen. O6nacTb YnpaBiaeHWMA WM3MEHEHMAMM
06bl4HO orpaHuymBaeTca KoHdurypaumoHHbiMu EgmHmuamm (Configuration
Iltems — Cls) B 6a3e aaHHbIx YnpaBneHms KoHdburypauuammu (CMDB).

KntoyeBble noHATHA

e 3anpoc Ha u3meHeHue (Request For Change — RFC). 310
opMasibHbINM 3anpoc, KOTOpbIM MpeAsiaraeT HEKOTOpble M3MEHEHMS.
OH BK/O4aeT B cebAa oOnMcaHME M3MEHEHMsA, 3aTparvMBaemble
KOMMOHEHTbI, MOTPEOGHOCTM BM3HEeca, OLEHKY 3aTpaT, OLEHKY pUCKa,
NoTPe6GHOCTM B pecypcax U pesynbTaTbl yTBEPKAEHHUA.

e  KoHcynbmamueHblli cosem no u3meHeHusm (Change Advisory
Board — CAB). CAB — 3To rpynna COTPYAHMKOB MpeanpUATHA,
UMEILMX pasHble crneunannsaunm, KoTopas oOpraHu3oBaHa AnA
OLEHKM 3arMpoOCOB HAa M3MEHEHWME C TOYKM 3peHMs noTpebHoCTeM
6u3Heca, npuopuTeTa, 3aTpaT M Bbir04, a TaKXe MOTeHUMANbHOro
B/IMAHUA Ha Apyrue cuctemol uam npoueccol. Kak npasuno, CAB pgaet
peKoMeHZauuu Mno  BHEAPEHMIO,  AOMOJIHUTE/IbHOMY  aHaauay,
nocsieytolemMy pacCMOTPEHMIO MIU OTMEHE U3MEHEHUH.

e KoHmposab u3meHeHull - YnpaBneHWe W3MEHEHUAMWU ABNAETCA
yrnpaBjieHMem puckamu. [03TOMYy U3MEHEHWMAMM  HEOBXOAUMO
YNpaB/iATb, OLEHUBAsA C/IOKHOCTb, 3aTpaThbl, BAUAHME, M KaxKAblM Liar
npouecca Jo/KeH 6biTb TOYHO COr/lacoBaH.

YnpasneHue KoHdurypaymamm

0630p

YnpaBieHne KoOHbUrypaumMamu OTBEYaeT 3a oOnpejesieHue,  3anuchb,
OTCNEXMBAHME M  OTYETHOCTb MO  KOMMOHEHTaM  (OTHOCAWMMCA K
KoHpurypaumoHHbiM eauHuuam - KE)




UT-cpeabl. CyecTBYOT TPU OCHOBHbIE Lie/iM YNpaB/ieHUA KOHMUrypaumsamMm:
1. O6ecneuntb goctyn K UT-cpeae To/ibKO aBTOpM30BaHHbIM KE.
2. 06ecneymTb 3anucb M NPOCIEXKMBAHUE B TEYEHUE BCErO XKMU3HEHHOIO
LUMKNa Bcex uameHeHu cpeam KE.
3. 06ecneunTb TlATE/NbHOE JOKYMEHTMPOBAHME B3aMMOOTHOLLEHMM
mexay KE.

KE MoryT BKJIlOMaTb B CebA KOMMEKTYIOWME, NporpaMMHoe obecneyeHue,
JOKYMEHTauMio, npouecchbl, npoueaypbl U wofen. PasnmuHble aepkatenu
nHdopmaumm B CMDB oTBeuvaroT 3a cneuuduueckyo MHbopmaLuio, KoTopas
cobupaeTtca M oTcnexmBaeTca. B obwem cnyyae Takasa uHdopmauma no KE
BK/IlOYAET B Ce6A OnMcaHWe, BEPCUIO, COCTaBHbIE KOMMOHEHTbI, OTHOLWEHMSA C
apyrumu - KE, nonoxeHnue/HasHayeHue, GOUHAHCOBYIO MHbOPMaLMIO WU
TEKyLUM CcTaTyC.

OpurmMHasbl  KOMMM M NpOrpamMMHble  MPOAYKTbl, MCMOJib3yemMble ANA
CMCTEMHBIX YCTAHOBOK, CTaHAapTHOrO cepBepa, ciedyeT JepxaTtb B
pENO3UTOPMM - 3aLMLLEHHOM XPaHU/MLLE BCEX ABTOPU30BAHHLIX BEPCUM
nporpammHbix KE (Definitive Software Library - DSL), KoTopoe OTHOCMUTCSA K
CMDB. DSL sBnsetcA HageXHbIM MECTOM A/ PacnoJIoXKEHWUS NMPOrpamMMHbIX
KOMMOHEHTOB, AOCTYMNHbIX AJS WMCMNONb30BaHUA BHYTpPU MT-opraHusaumm u
yrnpaBasembliX B npegenax SMF ynpaBneHua pesivsamu.

JeTanMsauma aBTOPU3MPOBAHHBLIX KOMMOHEHTOB KOH(MIrypaLmi, Bepcui,
Moaenem v T.4. COAEPHKUTCA B XpaHM/MLLE aBTOPM30BaHHbIX anmnapaTtHbix KE
(Definitive Hardware Store - DHS).

YrnpaB/ieHWe KOHUrypaumMamMM 4acto nytawT ¢ ydeTom OC, Gyxrantepckoi
MPaKTUKOM, KOTOpas OTC/EXMBAET JOporMe W  maTtepuasibHble WUT-
KOMIMOHEHTbI B LIe/IAX OLEHKM U CHUNKEHWMA MX CTOMMOCTM. CXOACTBO 3ITUX
CUCTEM B TOM, YTO U TaM, M TaM COAEPHKMUTCA MHDOPMaLMA NO MMYLLECTBY,
BK/IIOYaA JaHHble O OM3Hec-nogpasjefieHuM, AaTe 3aKyrnku, CHabXkeHue M
mecTononoxeHun mmywectsa. Ho B yyete OC, B oT/MuME OT ynpaB/ieHMsA
KOH(UrypauusmMu, HWKaKME B3aMMOOTHOLIEHMA OObIYHO HE 3anMCbiBalOTCS.
Ana mHorux UT-opraHmsaumi yyet OC 4yacTo ABASETCA NpeAlecTBEHHMKOM
ynpaBAeHUA KOHDUIYpaLUAaMM.

KnioueBble noHATUA

e [lnaHuposaHue ynpassieHUeM KOH@uaypayuamu - NjaaHMpoBaHWe W
onpeAeneHue rpaHul, 3asad, NoJUTHK, Npouesyp, opraHM3aLMOHHbIX
M TEXHUYECKUX KOHTEKCTOB YMNpaBAeHUA KOHPUIypaLMaMH.

e OnpedeneHue  KoHgueypayuu - BbIGOp M onpejesneHue
KOHMUrypaumoHHoM cTpyKTypbl ans Bcex KE, mx «Bragenbua», Mx
B3aMMOOTHOLLEHUM U KOH(MUrypauMOHHOM JAOKyMeHTauuu. Takxke
BKJIIOYaeT B ce6A yHUKaNbHble Homepa KE 1 ux Bepcuu.




e KoHmposb KoHgueypauyuu - Ob6ecneyeHWe JOMycKa TOJIbKO
aBTOpPU3MPOBaHHbIX M ono3HaBaembix KE, a Takxe BeJeHWe 3anmcu ¢
MOMEHTa UX nosiyyeHus u Jo yaanenusa KE ns koHgurypauum.

e OnpedeneHue cmamyca KoHgpuzaypayuu - OTYETHOCTb MO TEKYLLEM M
apxuMBHOM MHdOpMaLUmK, Kacatwlleics Kaxgord KE B TeueHue Bcero
€€ XM3HEHHOro UMKNa. TakMM 06pa3oM, MOXKHO BHOCWUTb M3MEHEHMSA
B KE 1 oTcnexuBatb 3anucu. Hanpumep, AonycKaTb OTCAEXMBaHUE
ctatyca KE B TakMX COCTOSIHMAX, KakK pa3paboTKa, TeCTUMpoBaHMWe,
MCMNOJ/Ib30BaHUE U CNUCAHUE.

e [lposepka u ayoum KoHgpuaypayuu - Cepua 0630poB U ayaMTOB,
KOTOpble MOATBEPXAAT (u3MyecKkoe cywectsoBaHMe KE wu
NpOBEPSAIOT, YTO OHW MNPaBMJIbHO 3anMcaHbl B CMCTEMY YMpaBieHMA
KOHMUrypaumsamm.

YnpasneHue Penvsamu

0630p

YnpaBneHue penv3amu obnerdyaer BBEAEHME PEM30B  MPOrpPammHOro
obecneyeHns M KOMMNEKTYOWWUX B YynpasBasemble WT-cpeabl, BKAOYas
MoAroToBKY M HEMNOCPeACTBEHHO CamO Npou3BOACTBO. LUenb ynpasneHua
pefvsaMu - obecrneyeHue YCMELHOro pas3BepTbiBaHWA W3MeHeHWM B WUT-
cpeje C MMHUMMAabHbIMKW MOTEPAMM ANA OGU3Heca. YnpasrieHue penusammu
KOOPAMHMPYET  B3aMMOAEMCTBMA MEXAY KOMaHZOM, OTBevawlen 3a
pa3paboTKy peweHuit ana CepBuca, W YNpaBAAWMMKM  KOMaHZAMM,
OTBEYAMLWMMM 3a OcCyllecTBieHne pelweHni ana CepBuca Ha 3Tane
Npou3BOACTBa.

Penns gonkeH HaxoAMTbCS MO KOHTPOJIEM U3MEHEHUM M COCTOATb U3 JIt06bIX
KOMGMHaUMM  MeXAY KOMMIEKTYIOWMMM, NPOrpaMMHbIM  06ECNEYEHUEM,
nporpaMMmMpyemMbiM 06GopyAoBaHMEM M AoKyMeHTaumen no KE. A6costoTHo
BCE pPenmsbl AO/KHbl 6biTb MCMbITaHbl SMF ynpaBneHWA M3MEHEeHMAMM [0
TOro, Kak OHW 6yAyT BHEAPEHbI.

YnpaBneHue penusamm paboTaeT COBMECTHO C MpoueccaMu YrpaBJ/ieHus
U3MEHEHUAMM M KOHDUrypauuamMu Ansa nojajep:kaHus coBmecTHol CMDB B
AKTyaJIbHOM COCTOSHMM MNPU M3MEHEHMUAX, BHECEHHbIX HOBbIMM pEeM3aMM.
MporpaMmHoe coaep:aHue 3TUX penmn3oB nomewlaetcs B DSL. Cneuymdukaymm
KOMM/IEKTYOWMX, CO6paHMe MHCTPYKUMM M KOHDUrypauum ceTu TaKKe
coaepxarcs B DSL/CMDB.

KniouyeBble noHATMA
e [lnaHuposaHue penu3a - 8 OMHOWEHUU MOJlyYEHMA OL06PEHHOro
RFC, onpeaeneHus 3agaHuM M AEMUCTBUM, KOTOPble HEO6XOAUMbI AS
yCrneLuiHoro pa3BepTbiBaHMA pe/n3a B peasibHoM cpeje.




e [locmpoeHue pesnu3a - o0600WeHMe M pa3paboTKa MNpOLECCOoB,
MHCTPYMEHTOB M TEXHOJNOTMM, Tpebyembix [A1s pa3BepTbiBaHMSA
penvsa B peasibHOM cpeje.

e TecmuposaHue - TecTMpoBaHue penusa Ha mozaenu
NPOM3BOACTBEHHOM Cpefbl C LEeJblo Y6eaAUTbCS, YTO PESIU3 HE OKaXKeT
BPeAHOro BO3/IEMCTBUSA Ha peasibHylo cpesy.

e (0630p 2omosHOCMU pe/siu3a - NOC/NeAHAA KOHTPOJIbHasA TOYKa M War
COrlacoBaHusl [0 TOro, KaK KOMaHAa pesiv3a HauyHeT AeTasibHoe
NniaHMpOBaHME pa3BepTbIBaHMA.

e [lnaHuposaHue omKkama - pacCTaHOBKAa MPUMOPUTETOB WM AeTasibHoe
niaHWpoBaHMeE BO3BpalLeHMA pennsa K UT-oKpyKeHMIo.

e [IpuzomossieHue pesiu3a - NpUroToBJiEHWE NPOM3BOACTBEHHOM Cpeapl
K HOBbIM pefiu3aM. MoXKeT BK/oYaTb OOGLEHME C MOJIb30BATE/NSAMM,
obyyeHMe CAyXKObl MOAAEPXKKM M TEXHMYECKOro MepcoHana M
Co3JaHMe pe3epBHbIX KOMUIM 0CO60 BaXKHbIX KOMMOHEHTOB.

e PaszsepmebisaHue - BBeAeHME pesiM3a B MPOM3BOACTBEHHYIO Cpeay M
06HoBIeHKe CMDB, 4TO6bl 0TPa3nTb Bce U3ameHeHus cpeau KE.

e (0630p nocne penusa - MNOCNE KaKAOro pa3BepTbiBaHUSA B
NPOM3BOACTBEHHOM cpeae 0630p Noc/ie BHeAPEHMUS NO3BOJISET CYyAnUTb
06 yCnewHoCTH npoLecca M paspabaTtbiBaTb YJyyleHHUA.

0630p NoToBHOCTU Penusza

0630p TrOTOBHOCTM penusa npeacTaBnseTr co6or 0630p YnpaBaeHus
®yHKuMoHMpoBaHMeM B KBaapaHTe MaMeHeHuit. OH onpeaenseTt, rotos Ju
penvs u paboTaeT /M OH B LeneBoi cpege. lMpouecc-cy6eTpart (CydamHbIM
npouecc) B 3ToM 0630pe ABNSAETCA KA0UYEBOM TOUYKOM 06beanHeHMa Microsoft
Solution Framework (MSF) 1 MOF. lNpu nomowM 3TOro npouecca Kaw4esble
CBOWMCTBa pesiM3a CPaBHMBAKOTCA CO CTaHAapTamM, MOJIMTUKAMM M METPUKaMM
KayecTBa TaK Xe, Kak M C (haKTopaMM rOTOBHOCTM, BpOAE CYLLECTBOBaHMA U
KayecTBa MN/JaHOB OCYLUECTB/IEHMA, MAHOB KOMMYHMKALMM, YPOBHEM M
HaBbIKOB NepcoHasa, onpeAeneHU NpoLEeCcCcoB U JOKYMEHTALUMU.

Llenbio rOTOBHOCTM pesnm3a SABAAETCA MOATBEPXKAEHME TOro, YTO Ppenus
COOTBETCTBYET BCEM YCTAHOBJIEHHbIM CTaHAApTam NPOABUMKEHWUA B peasibHyo
cpeay, M 4TO YNpaBAsioLas KOMaHAa roToBa K ero yCTaHOBKE, MEHEAKMEHTY
n noaaep:kke. OCHOBbIBasSCb Ha 3TOM OLEHKE, PENN3 CYUTAETCA MOTOBbIM K
npeseHTauuM B LIENEBOM cpefie (MM NPOM3BOACTBY), MM BO3BpaLLAeTCA Ha
npeAblayLwmi 3Tan ¢ NepeYnucieHneM He4OCTaTKOB.

8. KBagpaHT OnTmmsaumm MOF.
0630p

Lens  KsagpaHta  OntumMsaumMu -  3TO  OMNTMMM3auuMsa  3aTpart,
NPOM3BOAMUTENIBHOCTM, MOLLHOCTM M AOCTYMHOCTM MpefocTaBasemblx MT-




cepsucoB. KeagpaHT OnTMmmsauum BKAYaeT B ceb6sa SMF, KoTtopble
No3BO/IAOT YNpaB/ATb 3aTpaTamu NpU NOAAEPXKKE M YNYYLIEHWM YPOBHEM
CepsucoB. ITMMK SMF aBnstoTcA:
e YnpasneHue ypoBHem CepBuca.
YnpaBneHue prMHaHCaMM.
YnpaBsieHWe HenpepbIBHOCTLHO.
YnpaBneHue AOCTYNHOCTbIO.
YnpaBneHue MOLLHOCTbIO.
YnpaBneHue nepCcoHasioM.

Takke Uefib COCTOMT B MOHMMAHMM TEKYLLEro COCTOSHMA OmnepaLyoHHOM
cpegpl. OHO  pocTuraetcs uccnegosaHMeM  c60€B/MHUMAEHTOB,
PacCMOTPEHMEM CTPYKTYpbl 3aTpaT, OLEHMBAHWMEM MEepCoHasia, aHasjM30M
[OCTYMHOCTU M NPOU3BOAUTENBHOCTU M MPOrHO3MPOBAHMEM MOLLHOCTM.

lNaBHbIM  pe3ynbTaToM Jilo6oM  SMF  3Toro  KBagpaHTa  cuMTaeTcs
naeHTUdUKauma, onpeaeneHne U, B KOHUE KOHLOB, YTBEPXAEHMe 3aTpaTt Ha
U3MEHEHMA B BMAE HOBbIX PeM30B MU/UAN yaaneHne HekoTopbix CepBMUCOB.
YnydweHusa, npoussBedeHHble C YETKMM MOHUMAHWEM TEKYyLEero COCTOAHMSA,
O6yayT noBTOpPATbCA. [Marpamma WAICTPUPYET 3TY KOHUENUMIO, MCMOJb3yA
Mogenb lMpoueccoB MOF ana HenpepblBHOrO ynydweHusa. Uepapxus SMF B
npegenax KesagpaHta OnTMMM3auuu NpoOMANIOCTPMPOBaHA HUXeE.
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MOF oco3HaeT, 4YTo OT ycnewHoro BbiNoJHEHWA MUT-onepaumi 3aBUCHT ycrnex
Ha KOHKYpPEHTHOM pbiHKe. KBagpaHT OnTMMM3aumMM OCOBEHHO 3aocTpseT
BHMMaHME Ha 3ToM akTe, OKYyCUpysacb Ha ABYX (yHAAMEHTaNbHbIX
3/IeMEHTax onepaumi:
e bu3Hec-opueHTUpoOBaHHOE ynpaBsieHWe ypoHem Cepsuca.
e OCBeJOMJIEHHOCTb M YynpaB/jieHWe 3aTpaTamMM Ha npejocTaB/ieHWe
Cepsucos.

YnpasneHue YposHeM CepBuca

0630p

YnpaBneHue ypoBHem CepBuca (SLM) HaueneHo Ha obecrneyeHue Toro, 4To
ZO/IKHbIM 06pa3oM 3aJlaHbl OXMAAHMA 06enx CTOPOoH (M MT-opraHusaumu, u
KAMeHToB/Mosib3oBaTenen), M 4to  Tpebyemble  ypoBHM  CepBuca
nogaepxupatotca. SLM  oTBeyaeT 3a  BbiNOJIHEHWE  06A3aTesbCTB,
oroBopeHHbIx B CornaweHuax o6 YpoHe Cepsuca (SLA), CornaweHuax o6
YpoBHe Onepaumit (OLA) u Moaaep:kmeatowmx Cornawenuax (UC). A Takke
cneamTt, 4ToGbl BO3MOXHbLIM yllep6 HOPMasbHOMY (YHKLMOHMPOBAHMIO
CepBMCOB 6bl/1 MMHMMAJIbHBIM. JTO AOCTMraeTcA NP MCMOJ/Ib30BaHUM LMK/IA
cornalleHmi, NpoBepoK U oT4yeToB 06 ycnexax MT-CepBUCOB M MpoOBeAEHMU
HEO6XOAUMbBIX AEUCTBUM ANA NOAAEPXKaHUA GasaHca MeXAy NoTPeGHOCTAMM
M 3aTpaTamu.




SLM

obecrneynBaeT  CTPYKTYPUPOBAHHbIM  MOAXOA — AMCKYCCMM  MEXAy

KIMeHTaMMn M MNoCTaBLWMKaMH MT-CepBMCOB M OUEHKM TOro, HACKOJIbKO
XOPOLUO NOCTaB/IAKTCA CEPBUCDI.

Cnepyowana anarpamMma noKasbiBaeT Mepapxumio CornalieHui:

BHyTpeHHue v BHewHune
KINUEHTBI

A
CoenaweHus 06 yposHe

Cepsuca
P
T Cepsuc
Ynpasnerune yposHem Cepsuca
Coenawerusi 06 yposHe A [Moddepxusarowjue
rod0epxKu v v coznaweHust
BHyTpeHHue BHewHwve
NOCTaBLUVIKN U NOCTaBLUMKN 1
COTPYAHWKN TEX. COTPYAHVIKU TEX.
noanepkv noaaepKkn

KnioyeBble noHATHA

Co30aHue cepsucHo2o0 Kamasioza - OH coaepXUT B cebe CrMCOK BCEX
CepBucoB, nNpeAoCTaB/iAEMbIX B  JaHHbIH  MOMEHT, pe3ioMe
xapakTepuctnk CepBMCOB, AaHHble O noJsib3oBatensx CepBMCOB W
C/Iy3KalMX, HECYLUMX OTBETCTBEHHOCTb 3a MOAAEPIKKY.

Pa3pabomka SLA - SLA sBnseTcAa cornawieHMeM Mexay NocTaBLUMKOM
UT-CepBMCOB M  COOBLIECTBOM  K/IMEHTOB/Mo/b3oBaTenen. SLA
dopManmsyetr TpeboBaHWS  KJAMEHTA/MoNb30BaTeNil K YPOBHIO
CepBuca u onpegenseT 0TBETCTBEHHOCTb BCEX YYaCTBYHOLMX CTOPOH.
CoznacosaHue obszamesbcms u3 SLA, OLA u UC - Noaaep:xuBatoLme
cornawexma M CornaweHua o6 YposHAx Onepaumi AOJIKHbI UMETb
meTpukn CepBMCOB, COr/lacoBaHHble OTHOCMTENIbHO 06£A3aTeNbCTB
SLA.

YnpasnaeHue npouyeccom - YnpaBneHuio ypoBHem CepBuca TpebyeTcsa
MCMNO/Ib30BaHME MOCTOSHHOINO LMK/AA COrNalleHWd, NpOBEpPOK U
ot4yeToB 06 ycnexax UT-CepBMCOB M NpPOBEAEHUM COOTBETCTBYHOLMX
JENCTBUM AN NoAdepXaHuA 6GanaHca MeXAy NOTPeGHOCTAMM M
3aTpaTamMm.

YnpaeneHue ®rHaHCaMK

0630p

YnpaBneHue buHaHCaMM SBAAETCA YMNpaB/iEHUEM AEHEXKHbIMM pecypcamu,
o6ecneynBalolMMM  JOCTUXKEHME  LeNfeld  OopraHusaumu.  YnpasfieHue
(bMHAHCaMM rapaHTUpPYeT, YTO /I60e peLleHMe, NPeAsoKEHHOE OCHOBHbLIMM




SMF (ynpaBneHue HenpepbiBHOCTbIO UT-cepBuca, yrnpaBsieHWe LOCTYMHOCTbIO,
yrnpaB/ieHWe MOLLHOCTbIO, YMpaB/ieHWE MepCcoHa/loM) B COOTBETCTBUM C
TpeboBaHMAMM ynpaBaeHus ypoBHeM CepBuca, 0O0CHOBAHO C TOYKM 3peHMA
CTOMMOCTM M OloXKeTa. ITO YacTO Ha3blBaeTCA aHa/IM30M PEeHTabeIbHOCTH.
YnpaBsieHWe (pMHaAHCAMM TaKkKe NMOMOraeT CBf3aTb 3aTpaTbl C KOHKPETHbIMM
UT-CepBucamu. Takum 06pa3om, MT-nogpasgeneHue MoXKeT MpMHMMaTb
60Jiee NpoAyMaHHble peLleHUs, U KAUEHTbI y4dlle NMOHUMAKOT, KaKMe MMEHHO
3aTpatbl C Kaknmu CepBuCaMm CBA3AHDI.

YnpaBsiieHWe (MHAHCAMM OCHOBAHO Ha TEX K€ MpMHUMMIAX OyxraaTepcKoro
yyeTa, KOTOpble CerogHAa LWWPOKO MCNOJIb3YITCA BO MHOMMX cdepax
Npo13BOACTBa. B coBpeMeHHbIX KOMMaHUAX ynpaBaeHue puHaHcamn ana UT
BK/lOYaeT B ceba O6HAXKETHOe MAaHMpOBaHWE, Yy4eT MNpPOM3BOACTBEHHbIX
3arpar, pacnpefesieHMe pacxojoB, MOZE/IM BO3MELLEHUA PacxofoB, U ydeT
[OX0Z0B. BaxHeMWMMM acnekTamm ynpasaeHusa hrMHaHCaMK SBAAIOTCSA CBA3M
ynpaeaeHua duHaHcaMmM C ApYyrMu PyHKLUMAMKM ynpasnieHna CepBrcamu.

YnpaBneHue ¢MHAHCAMM 3aHMMAETCS PacxXoAHOM YacTbl npouecca npu
NPUHATUM  BU3HEC-PELLEHUM  OTHOCMTENIbHO  M3MeHeHMM B WUT-
WHMPACTPYKTYpe, CUCTEMAX, LUTATE, MM MpoLeccax. 3HaHME O pacxofax Ha
KOH(UIypaumio M 0 eArHMLAX, MoAJexalmX U3MEHEHMI0, HEOBX0AMMO ANs
NMPUHATUSA NPaBUJ/IbHBIX GU3HEC-PELIEHMHN.

YnpaBneHve  GUHAHCaMM  3aHMMAETCA  TaKXe  JO0XOAHOM  CTOPOHOM
(rHaHCcoBoro npouecca. Tak C/0XMIOCh MCTOPUYECKH, YTo UT-0TAen Bceraa
paccMaTpMBa/ICA MPOCTO KaK LEHTP PacxodoB; OAHAKO B MOC/IEJHEE BPEMSA
UT-otaen npuobpeTtaeT Bce 60/bluee 3HAYEHME KaK LEHTP AoxofoB. Cxema
C/leBA IEMOHCTPUPYET OCHOBHbIE KOMMOHEHTbI YNpaBaeHUA hMHaHCaMM.

YnpasneHve
huHaHcamm
I
A y y Y
Yyer OueHka
BrogxkeTHoe 5 Boamelenve
NPON3BOACTBEHHBIX MHBECTULIMIA B
nnaHMpoBaHue 3artpar
3artpar NpoekT

KnioyeBble noHATMA
e Yyem npoussodcmseHHbix 3ampam - OnpegeneHve OGHLEKTOB M
[leATe/IbHOCTH, KOTOpble TPeBYT pacxofoB, M pa3paboTKa CXeMmbl
pacnpeseneHus pacxoAoB Af NpeAbsAB/EHMA KIMEHTAM JeTasIbHOro
cyeTa 3a noJsiyyeHHble CepBuChI.




e brwoxemHoe naaHuposaHue - Paspabotka 6logkeTa  Ans
3an/1aHMpoBaHHOM JeATe/IbHOCTH U OLIeHKa 6I0/IKETHOM
3(PHEKTUBHOCTU TeKylleM aAeATenbHOCTM. OUHAHCOBLIM MeHeaKep
3aHMMaeTCcAa C6OpPOM JaHHbIX OT KaxKAoro OoTAefa opraHu3aumu,
ucnosb3ytoulero UT-cepBuCbl, a TakKe AaHHbIX MO KaxKaon dyHKUUM
ynpassieH1a CepBM1COM.

e OueHka uHsecmuyul 8 npoeKm - AHa/M3 CTOMMOCTM M BbIFrOAbl
npeanaraembiXx WM3MeHeHWM M  HoBbiXx CepBMCOB. YnpaBneHue
p1HaHCcamum ucnosb3yeT HECKOJIbKO MeToz0B OLIEHKM
npeAanosiaraeMbix ¢1HaHCOoBbIX nocneacTBmm 3aABJIEHHbIX
M3MEHEHWM, BK/OYaA aHa/iu3bl Mepuoja OKYMaemMoCTW, YMCTOM
npuBeAeHHOM CTOMMOCTM, J0XO0A4a Ha MHBECTMUMWM, COBOKYMHOM
CTOMMOCTM COBCTBEHHOCTM M YUCTOM CTOMMOCTU COBCTBEHHOCTM.

o BosmeuweHue 3ampam - Bo3melyeHWe 3aTpaT BKJ/IOYAET pa3BUTUE
METOZ0B BO3MELEHMSA M  06bABJEHME  KJIMEHTaM  CTOMMOCTM
Cepsucos.

YnpaBaeHue HenpepbIBHOCTbIO

0630p

Leno YnpaBneHWsa HenpepbiBHOCTbIO - 06GecneyYnTb npefocTaB/ieHUe
CepBMCOB Aaxe B C/lyvyae HenpeaBUAEHHbIX MM HEMPUATHBIX COBbITUM B UT -
opraHusauuu. I3TO BbINOJIHAETCA MPU MOMOLWIM aHasiM3a BAMAHMA OGU3HeC-
MpoLEeccoB Ha oOpraHM3aumMio M aHaaM3a YA3BMMbIX MeCcT B MUT-
WMHPACTPYKTYPE, OTHOCALLMXCA K 3STUM MPOLECCaM.

MHorue akTopbl BAMAIOT Ha A0CTYNHOCTb MT-CepBMCOB, Hanpumep, OTKas
060py10BaHUA, CTUXMIMHbIE BEACTBUA U YE0BEYECKME OWMBKM. ITH (haKTopbI
OTHOCATCA K pWMCKam JAOCTYMHOCTM, a [JEeMCTBMSA, HanpaB/ieHHble Ha
YMEHbLUEHME WX HEraTMBHbIX MOCAEACTBMM, HA3bIBAOTCA KOHTPMEPaMM.
KoHTpMepbl BKOYAKOT TUIATE/IbHYIO pa3paboTKy npoueayp TeCTMPOBaHUA M
penv3a, a TaKXKe COOTBETCTBYWLME MJaHbl Mo 06ydeHuo nepcoHana. Ecaum
KOHTPMEpPbl OKa3blBalOTCA HeyAayHbiMWM, HEO6XOAMMO MeperTM K 6onee
pelmTebHbIM AEMCTBUAM: 3TU MEPbI 0ObIYHO BbIAENAIOTCA B JOKYMEHTE, Noj
Ha3BaHMEM «MaH AENCTBMM B Ype3BbIYaMHbIX CUTYaLMUAX>.

YnpaBieH1e AOCTYMHOCTbIO M YMpaB/ieHWe HEMpepbiBHOCTbIO TECHO CBA3aHb
Mexay co60M, TaK Kak o6a CTapaloTCA YCTPaHMTb BCE MOMEXM AOCTYMHOCTM
UT-cepucoB. B TO BpemMa  Kak  ympaBfeHMe  [OCTYMHOCTbIO
COCpeJoTauYMBaETCA Ha TeX MOMEXax, MOSAB/IEHME KOTOPbIX MOMXHO OXMAATb
KaXapld [AeHb, YNpaB/NE€HWE HeMnpepbIBHOCTbIO 06pallaeT BHMMaHME Ha
peaKue, HEeOoXMAaHHble MM TpebyllMe YpesMepHO AOpPOrMX KOHTpMEp
PUCKM.

KntoyeBble NOHATHA




e JflocmuxxeHue mpebosaHuli HenpepbisBHocmu - OnpeaeneHue pM1CKoB,
He YCTpaHAEeMbIX yrpaB/iEHUEM AOCTYMHOCTbIO.

o [IpednoxeHue BO3MOKHbIX peweHuli - Co3gaHue peHTabesNbHbIX
NiaHOB AEMCTBMI B Ype3BblYaMHbIX CUTyauUMsAX. ITU NAaHbl AOKHbI
COCTOATb M3 ABYX PaBHOCWJIbHbIX, HO HE3aBMCMMbIX ApPYyr OT Apyra
yacTten:

0 [peosoneHue c6os - lMepeHeceHne pabOTbl KOMMOHEHTA C
€ro OCHOBHOIO pPacro/oKeHUs Ha NOGoYHoe.

0 BoccraHoBseHHe - BoccTaHoBEHWE paboTbl KOMMOHEHTA Ha
€ro OCHOBHOM MECTE Pacro/IOkKeHUS.

o  ®opmanuzayusa CoenaweHus o6 YposHe Onepayuli - Popmanusaums
cornawleHma Mexay BHYTPeHHWMM nocTtaBlwmkamu UT-CepBucoB ans
3(hpeKTMBHOrO MO 3aTpaTaM peLLEHMA B Ype3BblYaMHOM CUTYaLMM.

e  (Mopmanuzayus naaHa odelicmsuli 8 HenpedBUOEHHbIX cumyauyusx -
dopManusauma nnaHa AENCTBUMM B 4Ype3BblYaMHbIX CUTyaUMsX,
BK/lOYaOLWas B Cce6s  npeanucbiBalollee  pyKOBOACTBO MO
NpeososieHM0 C60eB M BOCCTAHOBJ/IEHMIO, NpoLesypaM 3CKaiauuu u
OMOBELLEHMUS, NMyCKa M OCTAaHOBKM, TpeboBaHMA MO OTYETHOCTM O
COCTOSAHUM.

YnpasneHue [1ocTynHOCTbIO

0630p

Uenbto  ynpaBneHusa JOCTYMHOCTbIO aBnseTcs peHTabeslbHoe U
nocnefoBaTe/ibHOe BbINOJIHEHWE TPEBGOBAHUIM KJIMEHTOB MO AOCTYNHOCTU UT-
CepBucoB. YnpaBneHWe [OCTYMHOCTbIO OTBEYaeT 3a NpeaoTBpalieHue
MHUMAEHTOB, OKasblBalWMX BAMAHME Ha JocTynHocTb CepBucoB, U
obecneymBaeT MNPUHATME CBOEBPEMEHHBIX MW 3MMEKTUBHBIX MeEp Npu
WMHUMAEHTaX TaKoro tMna. ynpasieHWe JOCTYNHOCTbIO (HOKYCMpYeTCAa Ha ABYX
obnacrax:

e Hosble UT-Cepsucbl - Haunyywaa BO3MOXHOCTb ANA AOCTUXKEHMA
YPOBHA AOCTYMHOCTM C pPa3yMHbIM COOTHOLUEHMEM LEHa-KayecTso,
MOTOMY YTO COOBpPAXKEHMS [OCTYMHOCTM MOFYT 3aK/JaAblBaTbCA Ha
CaMbIX paHHMX 3Tanax pa3paboTKkM. ITO MNO3BONSAET BblIOUPATb
Haubosiee NoAXoAALME TEXHONOMMM M Co3jaBaTb WHMPACTPYKTYpY
UT-noaaep:KKM Tpebyemoro ypoBHA. B faHHOM c/lydae 3aKas3umKy M
UT-opraHMsaumm nNpefocTaBNAETCS OT/IMYHAA BO3MOXKHOCTb BMECTE
nopabotaTtb Haj onpefenieHMEM M YPOBHEM AOCTYMHOCTH, KOTOPbIM
6yaet npegoctaBnAtbcA UT-CepBUMCOM M cornacoBatb KOJIMYECTBO
HE06X0AUMbIX MHBECTULIMMA.

o Cywecmsyrowue UT-Cepsucbl - MOTYT CYLECTBEHHO YAYYLWWUTb MU
CTabUNM3UpPOBaTh CBOM YPOBEHb AOCTYMHOCTM C NMOMOLLbIO BHEAPEHUS
¢dopManbHOro npouecca ynpaBAeHMs AOCTYMNHOCTbO. B agaHHOM
ciydyae noaxoa K ynpasneHuio MUT-CepBuMcamMM O4YeHb MOXOXK Ha
co3flaHne HoBblx MT-CepBMCOB M Ha4MHAeTCA C COBMECTHOIO C




3aKa34MKom onpeaeneHuA AOCTYNHOCTH 4 onpeaeneHnAa
COOTBETCTBYHOLLEIO 6rop,>KeTa anAa y}'ly‘-IUJEHMﬁ 1 3KCnayaTaumn.

KnioueBble noHATHA

e OnpedeneHue yeneli u npenamcmsuli 8 obecneyeHuu docmynHocmu
- oTpaxkaeTcs B CornaweHuu no TpeboBaHUAM K AOCTYNMHOCTM M MO
oraKeTy Mexay nocTtaBwmKkamu MT-CepBUCOB M KAMEHTamMM. ITa
pa6oTa A0/KHa 6biTb OCHOBAHA Ha YeTKOM MOHUMAHUKM BM3HEC-Lenen
K/IMEHTa U CTOMMOCTM NPOCTOS UK HeaoCTynHocTH CepBuca.

e [lpednorkeHue pelweHuli no docmynHocmu - NOLLAroBblM npouecc, B
KOTOpOM Tpeb0oBaHMA AOCTYMHOCTM COGaslAHCMPOBaHbI C GHOKETOM,
YTO6bI OMNpefeMTb peHTabesIbHyI0 KOMBUMHALMIO TEXHONOTMHI, Niloaen
M  MpOLECCOB, HEOOGXOAMMbBIX ANA  AOCTUMEHMA  MOCTaBAEHHbIX
Tpe6oBaHMM.

0 WpeHTUDUKALUMA OCHOBHbIX CEepBMCHbIX KOMNOHEHTOB -
onpefeneHne OCHOBHbIX TEXHOMOMMYECKMX KOMIMOHEHTOB,
MHDPaCTPYKTYpbl, OLEN M MPOLECCOB, MOAAEPHKMBAKLLMX
MOCTaBKY CEPBUCOB OT Hayasa A0 KOHLa.

0 Pa3spabotka Cc y4YyeTomM Tpe6oBaHUM K AOCTYNHOCTU -
onpejeneHue pUCKOB LOCTYMHOCTMU, OKasbiBAlOWMX BAUSHUE
Ha  KaxablM  KomrnoHeHT CepBuca, M  paspaboTKa
peHTabesIbHbIX KOHTPMEP; PaCcCMOTPEHME HYXKA Kaxaoro
KOMMOHEHTA  M3HEHHOr0  UMKAa M obecneveHue
onpezeneHHOM MX HanpaBAeHHOCTH.

0 Pa3pabotka C y4yeTomM Tpe6OBaHWUM K BOCCTAHOBJEHWIO -
obecnevyeHne 3PDOEKTUBHOIO OOHAPYKEHWUS MHUMAEHTOB,
CpefCTB M NPOLLECCOB BOCCTAHOB/IEHWUSA, KOTOPblE NPUHUMAIOT
Ha cebs Bce npoucxoasiue cbom B cepBmCax.

e ®opmanuzayusa Coenawerulli o pabodyem yposHe - Popmanusaums
COrNalleHMM MeXAy BHYTPEHHUMM NoCTaBLMKamK MT-CepBUCOB C
Le/Iblo AOCTYNHOCTM MEXAHM3MA M YacTOTbl OTYETOB M MHDOPMaLMK,
[IOK/1aZ1bIBAa€MOM K/IMEHTY.

YnpaBaeHue MoLWwHOCTbIO

0630p

YnpaB/sieHWe MOLLHOCTbIO - 3TO MpOUEecC MNJaHMPOBaHMA, COPTUPOBAHMUA M
KOHTPOJIA MOLLHOCTU pelleHmit CepBuca ANA AOCTMKEHMA 06A3aTeNbCTB U3
SLAs n OLAs. LUenblo ynpaBneHWss MOLHOCTbIO ABNAETCA ONTMMM3ALMA
MoOLWHOCTU UT-MHODPACTPYKTypbl M BCMOMOraTesibHbIX CTPYKTYp, AJA TOro
YTO6bI NOAAEPKMBATD PEHTA6E/IbHOCTb M CTAabMJIbHYIO AOCTYMHOCTb Ha TaKOM
YPOBHE, KOTOpbIM rapaHTUpYeT BbiNoJIHEHME 3a4a4 6M3Heca.

YnpaBsieHWME  MOLHOCTbIO  MOCTOSHHO  MILET  CMoCOoGbl  OMTUMM3ALUM
CyllecTByOIWMX M 6yaywmx notpebHocter B MT-pecypcax. OnTumm3aums




onpejenseTca KaK MCNoJib30BaHWE PpeCcypcoB B HauayylwemM CovYeTaHuM
MecTa, BpPEMEHM, Ko/aMyecTBa M LUeHbl. McxopgAa w3 3Toro, mnpouecc
yrnpaB/ieHMA MOLLHOCTbIO obecrneynBaeT peasm3aumio naaHa no MOLHOCTU M
WMHULUMMPYET 3anpocbl Ha W3MEHEHWA, B pe3y/bTaTe KOTOPbIX OOBEKTHI
MHPACTPYKTYpbl OBHOBAAKTCA MM nossnsATcA. [pu 3ToM vauwe Bcero
0603peBaloTCA Mpoueccbl (PYHKUMOHMPOBAHMA. A MpOLECChbl, pa3BepHYyTble
ANA [0CTaBKM pelleHuit CepBuca, He NepecMaTpyBaloTCA MpM MOCTOSIHHOM
yBe/IMYEHWMM Harpy3KM CO CTOPOHbI MOJ/Ib30BaTENEN A0 TEX NOp, NOKa Bpems B
OTK/IMKA B CUCTEME HE CTAHET NPMUYMHOM PasHOOGPA3HbIX MPOBJIEM.
KnioyeBble noHATMA

e YnpasneHue npou3sodumesibHOCMbiO - 06ecrneymBaeT COOTBETCTBUE
BO3MOXHOCTEM MO 06paboTKe MHGPOPMALUM, XPAHEHUIO U MOLLHOCTM
CeTeBbIX PeCYpCoB, M3MEHAWMMCA TpeboBaHMAM 6M3Heca, npu
yCJIOBUM ONTMMM3ALMM BPEMEHHDBIX U DMHAHCOBbLIX 3aTpar.

e OnpedeneHue pa3mepa npusioxeHull - onpeaeneHue MOLLHOCTH
o60pyaoBaHUsA U ceTu, TpebyemMoM Ans MOAAEPIKKM HOBLIX WM
MOMMUKALMM  CYLLECTBYIOWMX MPUIOXKEHUM, BKJOYAA 3arpysky
nepcoHana (c Aetanmzaumert Tpeb6oBaHMM  MPUIOKEHMA MO
MOLLHOCTH).

e ModenuposaHue - WCNONb30BaHME MATEMATUYECKMX MOAENEN M
APYrMX TEeXHUMK MOAENIMPOBaHMA [AN1A  OnpejesieHua  BJIMAHMA
aNbTepHaTMB pa3BepTbiBaHMA MOLLHOCTM (AOCTYMHbIX B  JAaHHbIN
MOMEHT WM NpUOBpPEeTaeMbIX B TeYeHMe HEKOTOporo nepuoja).
Hanpvmep, paccMOTpeHMEe HECKOJIbKMX CLEeHapuveB MOBbILLEHMA
Tpe6oBaHui K UT-CepBucam.

e [lnaHuposaHue MOWHOCMU - BHECEHWE MW3MEHeHWMM B nNJaH
MOLLHOCTM, aHanM3 TeKylEeNW CuUTyauuu (NpeanoyTuTesIbHO, C
MCMO/Ib30BaHWMEM  CLEHapueB) W  npeayrajbiBaHve  Gyayuiero
ucnonb3zoBaHna UT-UHDPACTPYKTYPbl U peCypcoB, HEOOXOAMMBIX ANA
JIOCTUXEHUSA OXKMAaeMblx TpeboBaHuM K UT-CepBucam.

o CoznacosaHue ¢ 6U3HEC-NJIGHOM - 6M3HeC-NJaH Coo6LIEeCTBa
nosib30BaTesiel [O/BKEH ObiTb [1aBHbIM  KOMMOHEHTOM  MJ1aHa
MOLLHOCTH.

YnpaBneHue lNepcoHaniom
0630p

YnpaBieHuMe nepcoHasiom o6ecrneuyvBaeT MpuBJEYEHME, PpasBUTHE MU
yAep:KaHvMe Hag/iexawmm 06pasoM  MOAroToBsieHHoro  MT-nepcoHana,
KOTOPbIM  BLIMOJMIHAET  €XeAHEeBHble  33Jads Mo  3KCryaTauym M
(DYHKUMOHMPOBAHMIO  BbIYMC/IMTENIbHOM Cpeabl  opraHusaumm. OCHOBHOM
3aZa4Yelt  ynpaBleHMS NEpPCOHaNoOM  fABASeTCA  06ecrneyeHue  Hy¥KHOM
YKOMIM/IEKTOBAHHOCTM KaZpoB, KOrja CreumanmcTbl NPUHMMAIOTCA Ha paboTy
ANA ynNpaBNeHWa AEUCTBYIOWMM NMPOU3BOACTBEHHbIM 060pyLoBaHMEM. Kpome
TOro, JO/KHbl CYLECTBOBATb MPOLEAYPbl, KOTOpble rapaHTUPYIOT, 4TO




KaZpoBble NMOTPEOHOCTM BbIMOHAIOTCA Ha HaA/IeXKallemM ypoBHe. YnpaBsieHne
NMepcoHasioM TaKXe 3aHMMaeTCs BOMpoCaMM TEXHMKM 6e30MacHOCTM, 4TOObI
obecneynTb 6e3onacHoe, 3¢pdHEKTUBHOE, NOCTOSSHHOE paboyee MeCTo.

KniouyeBble noHATUA
e [locmpoeHue opeaHusayuu 3KcnJyamayuu - BKJOYaeT B cebA
onpeaeneHue Tpe6oBaHMIM K KaJpoBOMYy o6ecnedyeHuto, obydyeHue M
yAeprKaHUe, a TaKXKe aHaau3 Nnpuema nepcoHana.

e Bonpocbl  npou3gsodumesibHOCMU  NepcoHasa -  yrnpasjeHue
NPOU3BOAUTENIbHOCTBIO MEpPCOHaNa, BKJOYAs BbIGOP peasibHbIX M
JOCTMKMMBIX  Lesel,  MNPOBEPKM,  M3MEPEHMA U OLEHKY

NpOM3BOAMUTENLHOCTM M YNPaB/IEHUE Harpajamu 1 MOOLLPEHUEM.

o [loOOepxka HadexHo20 U NOO20MOBJIEHHO20 NepcoHasnAa -
MoAroToBKa, obecneymBarollas yaepkaHWe nepcoHana, Cnoco6Horo
obecneuynTb  HadexHoe  (yHKUMOHUpoBaHWe MUT-onepaumit
NpOM3BOAMUTENBHOCTb.

0630p yTBEpXKAEHHOro Penmsa

0630p YTBEP)KAEHHOrO pefm3a pelaer, o[obpATb MM He 0[06pATb
Ccyb6cuMamMpoBaHME W Nepejavy pecypcoB penusy ana cneumduyeckoro
peweHns CepBuca. B 3tom 0630pe cneumanbHo choOpMMpPOBaHHasA rpynna
0630pa OLUEeHMBaAET:

e 3arpaTtbl/npubbiib  OT YyAOOGCTBA MCMONb30BaHUSA W MOAAEPIKKM
CEPBUCHOIr0 peLleHUs.

e 3artpaTtbl/nNpubbiNb MOArOTOBKM LENEBOM Cpefpl (OpraHusaums wu
UH(pPpaCcTpyKTYypa) AN MNOAAEPKKU M MCNONb30BaHUA CepBMCHOrO
peleHuns.

e 3arpatbl/npubbISIb NaHa OCYLWECTBNEHMA pennsa.

JToT 0630p ABNAETCA K/OYEBbIM ANA cpeabl UT-onepauuit, nNoTomy 4TO
UHULMUPYET KM3HEHHBIM LMK/T MHBECTMPOBAHMA AN pa3BepTbiBaHMA JaHHOIo
penusa.

9. KomaHgHasa moaenb MOF

0630p

KomaHaHaa Mogens MOF npeanaraer ruoKkuM Habop AUPEKTMB MO
OpraHusaumm KomaHg 3 eKTUBHOro ncnosib3oBaHma UT. BaxKHbIM acneKkTom
KomaHaHoM mogenn MOF  aBnsetca NpUMMEHMMOCTb K pacnpejesfieHHbIM
KOMaHZaMm, yrnpaBasoWmnm pacnpeeneHHbIMA Cpesjami.

KomaHaHasa mogenb MOF ocHOBaHa Ha 3HaHMM, YTO OMepauMOHHAs KomaHaa
[IOJI}KHA JA0CTMraTb HEKOTOPOr0 YMC/la KauvyeCTBEHHbIX KJOYEBbIX Lenen.
CTpykTypa KOMaHAHOM MOJE/M COCTOMT M3 LIEeCTM OCHOBHbIX KaTeropui
3ajay. BaxkHO MoHMMaTb, YTO CTPYKTypa npeAcTaBiseT co6oi rpynnbl 3ajav,




c/yXawmx oaHoM uenu. OHM He SBAATCA BUAAMM paboT, M OHU He
noZpa3yMeBatoT OpraHM3aLMOHHYH AuarpamMmmy B KaKom-IM60o BUAE.

KomaHaHaa mogens MOF onumcbiBaeT KAaw4veBble 3ajavyv M KOMMETEHUMM
KaKZIoM YacTW CTPYKTYpPbl, KaK CPaBHWMTb rPynmbl Pas/IMYHOrO pasmepa M Tvna
opraHm3auuu (Kakas KOMOMHALMA poJsiel paboTaeT XOpoLlo, a KaKas - HeT) U
pyKOBOAALUME MNPUHUMMBbI ANA YCMEWHOro BbINOJIHEHUA M MCMO/Ib30BaHUA
pacnpezeneHHbIX BblYUMCAUTENbHBIX cpes Ha naatdopme Microsoft.

KomaHgHaa mogens MOF npeaHasHaveHa, 4TO6bl NpMMeEHATb  Mojenb
npoueccoB MOF K no6oi UT-cpege. CTpykTypa KomaHaHOM MoAenu cBA3aHa
¢ SMF Moaenu npoueccoB; 3Ta CBA3b MOMOraeT YCTAHOBWUTb, KaKWe poJim
OTBEYalOT 3a Kakue 33/lauM, BHE 3aBMCMMOCTM OT  CYLIECTBYIOLLEN
OpraHM3aLUMOHHOM CTPYKTYPbI.

PyKoBopalume npMHUMNbI
KomaHgHaa mogeno MOF ocHOBaHa Ha MpMHUMME, 4YTO pOJib HE ABASETCA
dbyHKumMeln. B npeaenax 3ToM MOAENM poSM MPEeACTaBAAIT 06beAMHEHMA
BO3MOXHOCTEM, KOTOpble MOryT 6biTb  MNpeAcTaB/ieHbl  HECKOJIbKUMM
cnocobamu: UHAMBUAYASIbHO, YHKUMOHA/IbHBIMM rpynnamu WUIn
KOMMETEHTHbIMU LLeHTPaMM.
BHe cTpyKTypbl M oTBeTCcTBEHHOCTM KomaHaHas mogenb MOF npeacraBnser
HECKO/IbKO NPUHUMMOB AN 3P DEKTUBHBIX onepaunoHHbIX rpynn UT:
e Y0BNETBOpPEHME KJIMEHTOB TaKXKe BaXKHO, KaK U Bce UT-posiu;
e Xopowwue MT-KOMaHAbl MOHUMAKT OGU3HEC-MPUOPUTETBI, U XOpolue
MUT cnocobcTBYIOT BU3HECY;
e CpeactBa ynpaBneHue MWT-aBTOMATM3aUMEM M 3HAHMAMM OYEHb
nosesHbl ANA obecneyeHns BbICOKOro ypoBHS CepBMCOB;
e [puvBneyeHne U yAepxaHue Nydlux JAer Heobxoaumbl ANs
NOCTPOEHUSA CMAbHOM UT onepaumoHHOM KOMaHAbI.

B ueHTpe rpadumyeckoro npeactaBneHns KomaHgHot moaenn MOF wm
HaxoamuTCAa KJi4veBoe aAna 3ddeKTUBHOCTM obweHue. HepoctaTtoyHoe
ob6weHne cpeaM MT onepaumoHHbIX TPYyNn MOXET MpPMBECTUM K TaKMM
npo6seMam, Kak HeJoMOHMMaHue, pa3gpo6/eHHOCTb M MOBbILEHWE PUCKa.
KoMaHgHaa mogenb MOF nopaepXuBaeT MHOXECTBO MEXaHM3MOB OOLLEHMA,
BKJ/IlOYasA perysispHble COBELaHUA COTPYAHMKOB, Ha3HAY€HHbIX Ha poaM, M
MPOEKTHbIX KOMaHJ, OTYETbI O CTaTyce U CTaTUCTUYECKME OTYETDI.

PoneBoi Knactep Llenb KayecTBa
Penus ddbdexkTrBHOE ynpaB/ieHue penvsammu 7
U3MEHEHUAMM. TwarenbHoe WHBEHTapHoe

npocnexmnsaHue scex UT-CepBUCOB M CUCTEM.

MHppacmpykmypa YnpaBneHue msnyeckon cpegzon 2




obopyaoBaHMeM MHDPACTPYKTYPbI.

Moddep:xka KayecTBeHHas noafep:Kka K/AMeHTa M KyJibTypbl
Cepsucos.

®yHKYUOHUpOBaHUe Mpeackasyemoe, nosTopsoLLeecs 7
aBTOMATU3MPOBAHHOE YNpaBJ/IEHUE CUCTEMOM.

NapmHepcmso B3aMMOBbIrOAHbIE OTHOLLIEHUA C OBCIYKMBAEMbIMM
U CHabXarLMMM NapTHEPaMM.

be3onacHocmb 3awmueHHoe KoprnopaTuBHOe UMYLLECTBO,
KOHTpO/IMpyeMas  aBTopu3aums, NnpoakTMBHOE
naaHMpoBaHMe 6e30MacHOCTH.

Lilenn kavecTtBa

C KaXkablM PONIEBbIM KNACTEPOM CBA3aHa cneumduyeckas Lenb Kavyectsa. ITm
e HaueneHbl Ha TO, YTOObl NOMOYb KOMaHZam OMpefesnTb MX MUCCUMU U
hopMbl MX JEATENBHOCTU. DTU LiE/IM KaYeCcTBa OMNMCaHbl HUXKE:

Mpunoxkenne KomaHaHon Moaenn MOF MoOXKET MEHATbCA opraHusaumen M
KoMaHgamu. UT-opraHusauma ocylecTBASET acneKkTbl MOAEM Pas/IMYHbIMMU
cnoco6amu, B 3aBMCMMOCTM OT pasMepa KjacTepa, rpaHul CUCTEMb,
reorpaM4eckoro MOJIOKEHMA, AOCTYNHOCTM AN KOMaHAbl PecypcoB W
cneuuanusauMuM M HaBbIKOB MepcoHana. Yucno nwgel, npeacTaBAsOLMX
KaXK4ylo poJ/ib, MOXKET TaK¥Ke BapbMpoBaTbCA. B maneHbkux UT-opraHmsaumax
OAMH YesioBEK BMOJIHE MOXET COBMELIATb Cpa3y HECKONbKO ponel, a B
60JIbLUMX O4HY POJib MOXKET BbINOHATL Lieslas KoMaHaa.

PoneBoi Knactep Penusos

0630p

PoneBol Knactep pesiM3oB C/YXKMT MPOCTEMLIEN CBA3bI0 MEXKAY KOMaHZOoM,
paspabaTbiBalolLEN NMPOEKT, M rpynnamm MCrosib3oBaHMsA. Penns 3atparuBaet
SMFs ynpaBneHua KOHUrypaumamu, ynpaBjieHME penu3amMui U ynpasieHune
U3MEHEHUAMMK. Penus cayut Ana yaydweHua M ONTUMM3auMM npouecca
U3JaHUA, MNpejoxXpaHAAa ero, Jenaa ero MWCApaBUMbIM U XOPOLLO

ABTOMATM3MPOBaHHbIM. Posb  penusa B KomaHaHoM Mogenm MOF
HemnocpeCTBEHHO CBfA3aHa C YynpaB/eHWeM penusamu KomaHaHoM moaenm
MSF. J70 TO mecTo, rae ocylecTBnseTca nepexoa oT

pa3paboTKM/TECTUPOBAHUA K MPOM3BOACTBY/MCMONb30BAHMIO, M OHO Xe
ABNIAETCA OCHOBHOM TOYKOM COEAMHEHMA ANA MNAKOro Nepexoaa oT CUCTEMbI
K NPOM3BOACTBY.

HeKkoTopble ¢yHKUMM KOMaHZ, OTHOCALMXCA K POJIEBOMY KnacTepy pe/sv3oB,
BKJ/IlOMaEeT B Cceb1:

e YnpaBneHuWe M3MEHEHUAMM;

o  CUCTEMHAA UHXXEHEPUA U UHKEHEPUS PEJIM30B;

e YnpaBieHWe HACTPOMKaMM/UMYLLECTBOM KOHpUrypaLum;




e PacnpegeneHue v nMueH3MpoBaHUE NPOrpaMMHOI0 obecrneYvyeHus;
e [apaHTMA Ka4vecTBa.

06A3aHHOCTH

e BbicTynaTb B posM  MNPOCTEMILEM CBSI3M  MeXAY KOMaHZIOoM,
pa3pabaTbiBatoLLei NPOeKT, U rpyrnnamm UCMO/Ib30BaHMS.

e YnpaBnATb MpPOLECCOM M3MEHeHWM W pabotate ¢ CAB u
UCMNOJIHUTE/IbHBIM KOMUTETOM.

e MaeHTUdMUMPOBATb, KOHTPOIMPOBaTb M3MEHEHMA U JOKJaAbiBaTb O
COCTOAHMM CUCTEMBI U CPefbl.

e Ynpasnatb CMDB n DSL.

e YnpaBnaTb BbIGOPOM WM ONTMMM3aALMEN 060PYOBaHUA, OTHOCALLErocs
K penmay.

e Bectn 0630p YnpaBsieHMsa onepauusamu roTOBHOCTU pesnnsa.

PoneBoi Knactep UHDpacTpyKTypbl

0630p

Ponb MHppacTpyKTypbl COCTOMT B TOM, YTOGbl 06ECneYuTb COrnacoBaHHOE
COOTBETCTBME TpPEGOBaHWMAM CETM, KOMMYHMKaUMM, 060pyAOBaHUS MU
nporpammHoro obecneyeHusa. Mosmuun B npegenax 3TOro posieBoro Knactepa
4YaCTO OTHOCATCA K «MH¥KEHEPUU UHPPACTPYKTYpPbI».

MHDpacTpykTypa OTBEYaeT 3a Bbi6Op M YynpaB/ieHWe QyHAAMEHTa/IbHbIMM
3/1IeMEHTaMM, Ha KOTOpble MOMAralTCA MPUIOKEHUS, BKJOYaA NporpaMMHoe
obecrneyeHne CMCTEMHOrO YpPOBHA, NporpaMMHoe obecreyeHue yrnpas/ieHus
CUCTEMON, nporpammHoe obecneyeHune ynpaBieHus ceTaAMM,
MexXnaaThopmMHOE NporpaMmHoe obecneyvyeHe 1 NporpammHoe obecneyeHme
6e3onacHocTU. MHbpacTpyKTypa TakXe HeceT OTBETCTBEHHOCTb  3a
ynpaBneHuMe  O6WMMM  AaHHbIMM, TaKMMM  KaK  KJMEHTCKas MM
NpoM3BOACTBEHHAA WMH(MOPMaUMA, NJaHMPOBaHWE MPOCTPAHCTBA M XPaHEHMS
(LEeHTPbl AaHHbIX, NPOCTPAHCTBEHHbIE W YyAasieHHble OMUCbI, TECTOBblE
nabopatopuu, JslabopaTtopuMM pa3paboToK) M obopyaoBaHME, HEO6XoAMMOE
ANA NoAAEpPHKKM MHDPACTPYKTYpbI.

MHbpacTpyKkTypa paboTaeT B TECHOM CBA3M C BO3MOMHOCTAMM Tpynn Mo
MIaHUPOBAHUIO M KOOPAMHMPOBAHUIO CTPOMTENLCTBA M Mepeesga oducoB,
paclUMpeHMEM M MPUOBPETEHUEM, M3IMEHEHUAMM M3MYECKOM cpeapl MU
APYrMMM  COBbLITUAMM, ANA obecreyeHns Toro, 4to Bce MT-Tpe6oBaHMs
CNaHMpoBaHbl M JOKYMEHTMpPOBaHbl. B 6osiblumMx  npeanpuATMAX
MHPACTPYKTYpa YacTo BK/OYAET B Ce6A opraHusaumio u ynpaeneHue MUT-
MOJIMTUKOM M NpoUEesypPaMH, METOAO/IOTMEN, CTaHZAapTaMM, TaKMMM KaK
paboyee M cepBepHoe 060pyAOBaHME, pacnpejesieHHas BblYMCIUTENbHANA
TeXHMKa, obecneynBaiollas MOAKJYEHME M pecypcbl AN AMCTAHLMOHHOM
paboTbl, M TEXHWKM ANA YynpaBieHus 3aTpaTamu. [lpy  Bo3pacTalowem




MCMOJIb30BaHUM «BUPTYaJIbHbIX NPEeANpPUATUM> MHOTME OMUMK paboTbl «Koraa
YrOgHO W TAe YroAHo» JOJKHbl OblTb TEXHOJIOTMYECKM TMOHATHbI M
noazep:KaHbl.

YnpaBneHue 3atpatamm MT-CepBMCOB SBASETCA CJIOXKHOM M 4acTo
HegooueHuBaeMol dyHKumen. TpyM 3TOM XOpPOLWO MOMOraeT cneumanbHO
npeAHasHayeHHasa rpynna, Kotopas onpejenseT, KakMm obpa3om 3aTpartbl
U3MEPAITCA, NPOC/IEXMBAIOTCA M AOKIAJbIBAOTCA, M 3aTEM MCMOJIb3yeT 3Ty
MHpOpMaLMIO AN MJIAHMPOBaHMA M COCTaB/leHMA Ologketa. HagexkHas,
MOHATHas MHMOPMALMA OT 3TOM FPyMMbl OKa3blBAeT CyLECTBEHHOE BJIMSHME
Ha apyrme SMFs.

Ponb MHMbpacTpyKTypbl paboTaeT B TECHOM CBSI3U C POJIEBbIMM KacTepamM
noaAEepPKKU U (YHKUMOHMPOBaHMA, obecrneumBan 3PEHEKTUBHOE pa3BUTUE
WMHDPACTPYKTYpbl M 3((dEKTMBHOE pasBepTbiBaHWE. ITW 0bLWMe YyCUAMA
[ONYCKAT MNOAJAEPKKY W AEMCTBUA, HeobXoaumble ANns  pa3paboTKM
CTabMNbHOrO npouecca rnagkoro  YHKUMOHMPOBAHUS  pelleHui  ans

MHMbPACTPYKTYpbI.

0O6sa3aHHOCTH

e CornacoaHue UT-MHDpPACTPYKTYpbI C TPE6GOBAHMAMM BU3HECA.

e KoopauHupoBaHWe  U3MYECKOM  cpefbl  MJIAHUPOBaHMA WU
(pyHKUMOHUPOBaHMS (Hanprmep, LeHTpbI WMHOPMaLMH,
naboparopuu, duaunansl).

e PaspaboTka W  JOKYMEHTMpOBaHWE  MOJIMTUKM, npoueayp,
METOA0/I0rMM M CTaHAAPTOB yNpaBaeHUA MHPPACTPYKTYPOM.

e [locTpoeHue cepBepoB M paboumMx CTaHLMM.

e (ObGecrneyeHnMe OTYETHOCTM MO 3aTpaTaM M BO3MELLEHWIO ANA
YNpaB/i€HMSA M KJIMEHTCKOM, OCHOBAHHOM HA YCTaHOBJIEHHbIX
3aTpaTax/BO3MELLEHUMN NOJIUTUKM.

PoneBou kKnactep Mopaepkku

0630p

Ponb nopaep:ku BKAo4aeT B ce6a  dyHKumMm  Cnyx6bl  Moaaepkku,
yrnpaBieHua MHUMAEHTAaMU U ynpaB/ieHUsa npobnemamu. Lienbio noaaeprkku
ABnAeTca obecrneyeHne CBOEBPEMEHHOM, TuaTeNbHOM W 3ddeKTUBHOM
NOALEPKKN KaneHToB. [ofaepiKKa SBNSETCA K/OYEBOM HE TOJIbKO ANS
BHYTPEHHMX MoJib30BaTeien (CayKalmx) KopriopaTueHbIx UT-CepBUCOB, HO U
AN BHEWHUX KJIMEHTOB MpoAYKTOB M CepBMCOB KOMMAHUM, OObIYHO
OTHOCHLUMXCS K MNPOM3BOACTBEHHOM M TEXHMYECKOM noaaeprkke. TaK Kak
Cnyx6a MopaepKKn ABNAETCA NepBOHaYaibHbIM KOHTAKTOM C COOGLLECTBOM
no/ib30BaTesieM, Ha OCHOBE CyLecTBylLWero WHTepdeinca Mnosib3oBaTenu
noHuMatoT Kayectso UT-Cepsucos.




Hanbonee BakHOM LE/MbIO POJIEBOrO KjacTepa MNOAAEPKKM ABAAETCA
obecrneyeHne CBOEBPEMEHHOM, 3(PDEKTUBHOM M TLlATENbHOM MNOAAEPIKKU
KaneHTa. MnaH yKoMnieKToBaHMA nepcoHanom CayxK6bl noaaep:kku Tpedyet
obecneyeHus MPONOpPLMOHaIbHOM 3aBMCMMOCTH Ko/MyecTBa
noAJepXMBAEMOro NepcoHana oT TpeGoBaHUM MOALEPKKM B MEpUodbl Kak
MUKOBOM, TaK M HE3HAYMTE/IbHOM 3arpyKEHHOCTU. JTO NMOMOraeT YAEPKMBATb
BCNomorate/ibHble pacxofbl Mpu 3dheKTMBHOM paboTe KoMaHabl CiyK6bl
NOALEPXKKM U MWMHMMM3MPYET BpEMA PeakuMM Ha MHUMAEHTbl, TaKUM
06pa3oM, noaaeprkmBas uenu, onpegeneHHole B CornaweHun 06 YPOBHSX
Cepsuca.

YCTpoMCTBa aBTOMATM3aUMM [aloT BO3MOMKHOCTb AJiA MEepcoHana CayKobl
NoAZEepPKKM pacCTaBUTb MPUOPUTETbI B MX paboyelt 3arpyske no MHUMAEHTAM,
OCHOBbIBasACb Ha BAXKHOCTU M BAMAHUA NPOBIEMbl Ha 6M3HEC. ITU YCTPOMCTBA
aBTOMaTM3aUMM  MOAAEPKKM  TaKkKe  06ecneyuBaloT  BO3MOMKHOCTb
OTYMTbIBAaTbCA MO TaKMM COCTaBAAIOWMM YCNexa, Kak BpemMsa peakumM,
KOJIMYECTBO MHUMAEHTOB MO JaHHOM npobiemMe M Tak ganee. Kaxzbii
MHUMAEHT, B KOHLIE KOHLOB, MOXET 6biTb OTHECEH K Mpo6ieme ANA peLleHus,
M KOMaHJa ynpasB/ieHMs NpobsiemMamm ASA 3TOM NPOM3BOACTBEHHOM cpeppbl
MOXeT onpeaenatb 6as0BYl0 MPUYMHY MHUMAEHTA. [lpakTMYecKu 3To
NnpuBeAET K COKPALIEHMIO YMCNa MHUMAEHTOB M npo6iem. CyllecTBeHHble
MHUMAEHTbI WMAM  TPYMMbl  MHUMAEHTOB MOryT 0603peBaTbCA MPOLECCOM
ynpaB/ieHMsl Npo6iemMamu, U pelleHne ByaeT NpUHATO B C/yYae, ecan Gyaert
060CcHOBaHa perucrpaumsa npobsiembl, M NMpomssBeseH HEO6XOAMMbIM aHaIM3
6a30BbIX MPUYMH.

CratMcTMKa nokasbiBaeT, 4to 6osiee 50 npoueHToB 3anpocoB B Cykoy
MoanepXKn saABnseTca BonpocamMM Tuna <«YT0 MHe Jenartb?», 0ObIYHO
0O3Ha4alLMMHM, 4YTO MOoJIb30BaTesNl0 TpebyeTca 60o/bluad NOAFOTOBKA K paboTe
C JaHHbIM NPOAYKTOM WM  HarpaB/ieHME K MeCTy  HaxoxkAeHuA
JNOKYMEHTaUMM, cofepallel B cebe HeoBX0oAMMYI0 MHbOopMaLMio. Jyywwmm
NpaKTMYECKMM METOAOM AN Haubonee sdhdeKkTrBHOM CayK6bl Moaaepskku
ABNAETCA  Ha/M4Me  MPOAaKTMBHOIO  XpaHWaulia  MHdopMaummM Mo
CaMOCTOATE/IbHOM MOMOLLM, B BMAE YacTo 3ajaBaembix BorpocoB (FAQ) no
TenedoHHoM nmvHUM mMnu Web-calTa, cogep:alero oTBeTbl Ha HaubGosnee
pacrnpocTpaHeHHble 3BOHKM B ChayxOy noaaep:Kku. IDTU pecypcbl MOryT
NMOMOYb MOJIb30BATENO PeLINTb CBOM Mpobaembl 6e3 obpaiweHusa B Cayxoy
MopofepKKM, TEeM CaMbiM, COXpaHAS M BpPeMA, M AE€HbrM Kaxaoro wus
YYACTHUKOB MU YyBENM4YMBAA YAOBNETBOPEHHOCTb M 3HAHMA MNOJib30BaTens B
OJHO 1 TO Xe Bpems.

[AnAa  3BOHKOB, KOTOpble BcCe-TakM gocTturaT Cayx6bl  [oaaepiku,
HenpepbiBHbIM  Mpouecc obpaTHoM  cBA3M  Cayx6bl  MOAAEPHKKU  C
COOTBETCTBYIOWENM  OpraHuMsaumei, MoAroTaB/AMBAlOWEN  MNOJIb30BaTeNS,
obecrneynBaeT 06y4alOLENCA rpynne CBOEBPEMEHHYID MW  pPeNeBaHTHYIO




UHOPMaLMIO MO TOMY, KaKMe 061aCTM NPOM3BOAAT HAMOO/IblLEE KOMYECTBO
HHUMAeHTOB Cay:K6bl MoaaepKKu.

HekoTopble M3 (YHKLMOHA/bHBIX FPYNM, OTHOCALMXCA K POSIEBOMY KnacTepy
NoALEPKKU, BKJIIOYAIOT B CebA:

o Cnyxoy Moaaepxku / help desk / ynpaBneHue MHUMAEHTaMM;

e [lpon3BoACTBO / NOAAEPKKY NPOU3BOACTBA;

e YnpaBieHue npobiemamu;

e CornaweHune 06 YposHsax Cepsuca.

06s3aHHOCTH

e (O6ecneunsatb 3N1eMeHTapHyto CBA3b mexay KOMaHA0M,
pa3pabaTbiBatoLLel NPOEKT, U rpynnamm UCMO/Ib30BAHMS.

e (O6ecneumBatb BbiNosiHeHUA CornaweHns 06 YpoBHax CepBuca.

e HecTn OTBETCTBEHHOCTb M YNpaBfATb MHUMAEHTaMM, Npobiemamu M
CepBUCHBIMM 3aMpocamM.

e ABTOMaTM3aumsa ynpaB/ieHMA MHUMAEHTaMM M npobaemMamu npu
MOMOLLM HEOOXOAUMBIX CPeACTB.

e  OTuMTbIBATLCA 32 AEMCTBUSA MO NOAAEPIKKE.

e (Ob6ecneynBaTb 06paTHYI0 CBA3b Fpymnnam pa3paboTKM U pa3BUTHS.

PoneBoi kKnactep OyHKLMOHMPOBAHMSA

0630p

Ponb  (yYHKUMOHMpPOBaHWA  BKAOYAEeT B Ce6S  KBaNMMDULMPOBAHHbIX
cneunanucToB, KoTopble (DOKYCUPYIOTCA Ha TEXHMYECKMX 061acTsaX U 3agadax
MPOM3BOACTBEHHBIX CUCTEM, HEOBGXOAMMbIX ANA paboTbl 6uM3HEeca Ha
eXegHeBHOM oOcHoBe. Llenblo poneBoro Knactepa (yHKLMOHMPOBAHMA
ABNseTCA obecneyeHme BbINOJHEHUA 06A3aTeNbCTB, 3aKpenIeHHbIX B SLA.

Pofib MCMNONb30BaHUA BKJ/OYAeT B cebA  KamAOAHEBHble AEMCTBMA MO
UCMOJIb30BaHMIO M AJMMHUCTPUPOBAHMIO CUCTEM, HeobXoaMMble  ANS
BbIMOJIHEHUA M MoAAepkKKM MUT-CEpBMCOB M MPUIOKEHMIM B Mpeaenax
npeanpusatMa. Posib  (YHKUMOHUMPOBaHMA TMpeACTaBASET  COCTABJIEHHbIN
NOBTOPAIOLWMICS NMPOLECC, TAKOM KaK pe3epBHOE KOMMPOBaHWE, apXuBaums M
XpaHEHUE [JaHHbIX, YMpaB/iEHWE MNPOM3BOACTBOM, MOHUTOPUHI CUCTEM M
ynpaBJ/ieHMe perncTpaumen cobbiTUM M yrpaB/ieHWe cepBepamu GaiioB U
nevartu.

0O6sa3aHHOCTH
e  KOHTpPO/IMpOBaTb OTYETHOCTb M CMCTEMHbIE HACTPOMKM; CO3AaHMeE M
ynpaBJ/ieHMe COOBLIEHNAMM U aBTOpM3aLIMEN NO/Ib30BaTE/IEN.
e HecTn OTBETCTBEHHOCTb 3a Mepejadyy COOBLIEHWUM, MCMOJIb30BaHWE
TEeNIeKOMMYHMKALMI U ceTeM.




e HecTn OTBETCTBEHHOCTb 3a aAMMHUCTPUPOBAHME CUCTEM U MAKETHYIO
06paboTKYy.

OTBeyaTb 3a CepBMCHbIE NPUNOKEHUA.

YnpaBnatb 6paHAMayspamu U aAMMHUCTPUPOBaTbL 6e30MacHOCTb.
06beanHaTb host-CepBuchl.

HecTn 0TBETCTBEHHOCTb 33 aAMMHUCTPMPOBAHME CNYK6 KaTasioros.

PoneBon Knactep MapTHepcTBa

0630p

Ponb naptHepcTtBa ynpaBnseT  O6WMPHbIM  HabopoM MUT-napTHepos,
CHab}alowWux MnapTHEpPOB M ayTCOpPCEpPOB, KOTOpble paboTalT B KayecTse
BMPTYaJ/IbHbIX 4Y1E€HOB MNEepCoHasa nNpuM NpeAocTaB/leHMM 060pyAOBaHUA,
NpPOrpaMMHOro obecneyeHus, ceTel, XOCTUHIa, BO3MOXKHOCTEN M NOAAEPKKM
CepBucoB. Cnocob, KoTtopbiM MWT-opraHmsauma wucrnonb3yet CepBuChHI
MapTHEPOB, M3MEHSETCA OT 6M3Heca K 6M3Hecy B LUMPOKMX npeaenax B
3aBMCMMOCTM OT pa3mepa, pasMeLleHuA, TMna OTPaciu M CTpaTernyeckmx
uenei 6usHeca. PaccmaTpuBas 3BOJIOLMIO €-6M3HECA, BHELHME MNApTHEPDI
MOrYT 6bITb OCHOBHbIMM Bai€/IbLiIaMMU MIU MOCTaBLLMKAMM TEXHOIOTUH.

HekoTopble U3 (YHKLMOHAIbHBIX TPy, OTHOCALWMXCSA K POJIEBOMY KaacTepy
MapTHEPCTBa, BKJIIOYAKOT B Ce6S:
e T[oaaep:kka NpoZaBLOB.
e [oaaep:KKy OKpYKeHMs.
e YnpaBnsemble CepBuCbl ayTCOPCEPOB M TOProBbiX NapTHEPOB.
e (Q6opysoBaHME M NporpaMMHoOe oObecrnevyeHue OT CHabXKarwLmx
NapTHepOB.

B KomaHgHoMt Mopgenu MOF ponb napTHepcTBa MpefCcTaBffAeT TO4Hble
MapTHEPCKME  B3aMMOOTHOWEHMA C  BHELWHMM  OU3HECOM, WMelolue
OTHOLLEHMA K gocTaBke CepBUCOB. TOYHbIM THM M NPMPOAA B3aUMOOTHOLIEHMM
C NapTHEPOM MOrYT NpMobpeTaTb pa3inyHble POPMbl U NEPCMEKTUBDLI; KaK Obl
TO HM 6bINI0, CTPYKTYpa He A0JIKHA 6biTb HEA0OLLEHEHHOM.

OnpepeneHHble ypoBHM CepBMCa M CBAi3aHHble METPUKM  ABAAIOTCA
HEOTbEMNIEMOM YacTbio [lOAKPENAIOWMX KOHTPAKTOB, HEO6XOAMMOM, ANA
TOro 4To6bl YNPaBAATb BbICOKOKAYECTBEHHbIMM  CepBMCaMM, KOTopble
No/lyyaloTca OT MNpOAAaBLOB, CHabMalolWMX MapTHEPOB, ayTCOPCEPOB WM
MobbiX  APYrMx MOCTaBIUMKOB. MeHeaep Mo paboTe C  KpYMHbIMM
3aKa3uyMKaMM MapTHepa OTBEYAET 3a OnpeAesieHne TEPMMHOB 3TUX
cornawieHmi, 3atpaT M AeTanerd  WCMo/b30BaHMA,  OTHOCALUMXCA
O/IHOBPEMEHHO M K MOCTaBLIMKY-MApTHEPY, M K MNOJyYaTeNo-KAMEHTY ANA
JOCTUNKEHUA UX TPEBOBAHUM K COrNaLLEHMI0.

0O6sa3aHHOCTH




e YnpaBnATb  B3aMMOOTHOWEHMAMM  Mexay MT-npodaBuamu U
napTHEpamMM-ayTCopcepamM.

e KoHTponmpoBaTtb 3chdeKTMBHOCTbL NnocTaBLimMKa CepBMCOB.

e /[loroBapuBaTbCA M YNpaB/ATb 3aTpaTamm NOCTaBLUMKA.

e Co3zaBatb M ynpaBaATb [logKpenasAwwWMMM KOHTPaKTamMM M SLAs
MeXay NocTaBLMKAMU U KJIMEHTaAMM.

e Onpegenatb ponu, O06S3aHHOCTM W B3aMMOZEMNCTBUS  MEXAY
MOCTaBLUMKaMM U N0b30BaTENAMM.

e OueHuBaTb BbIGOP TPETLUX CTOPOH.

e YnpaBnAtb GYHKUMAMM UT-NOCTaBOK U MOKYMOK.

PoneBoi Knactep besonacHocTH

0630p

Ponb 6e30MacHOCTU ABNIAETCA OYEHb BaXKHOM, TaK MM MHadve, BO Bcex MT-
DENCTBUAX, OCOBEHHO B 3/IEKTPOHHOM GM3Hece. MHbopMauMoHHasa cucTema
Co cnabon 3alMTHOM OCHOBOM CO BPEMEHEM 6YAET MCMbITbIBaTb TPYAHOCTM,
CBA3aHHble C JblpaMM B 6e30macHoCTM. PoneBol Knactep 6e€30MacHOCTM
obecneymBaeT KOHDMAEHLMANbHOCTb, LLEOCTHOCTb M AOCTYNHOCTb AaHHbIX.

HeKkoTopble M3 YHKLUMOHaNbHbIX FPYMM, OTHOCALMXCA K POJIEBOMY KaacTepy
6€e30MnacHOCTU, BKJIOYAIOT B CEOA:

3alMTy MHTENNIEKTYA/IbHOM COBCTBEHHOCTM.

AHTMBUPYCHYIO 3aLLMTY.

BesonacHOCTb ceTel U cUCTeM.

MnaHupoBaHWe AeNCTBUM NpU HeNpeaBUAEHHbIX 06CTOATEIbCTBAX.

ApXUTEKTYpa MHMOOPMALMOHHOM 6Ee30MaCcHOCTM pacliMpAET FpaHULbl MEXAY
KOpPNOpaTUBHLIM  GU3HEC-MPOLECCOM, OMPEKTUBAMM  MOJIUTUKU U
M3MepeHUAaMM 6e30MacHoCTM Co crieuuduKaumer no naatdopmam. Jpyron
06A3aHHOCTbI0 ponn UT-6e30MacHOCTM SABASETCA CO3JaHMe BCECTOPOHHEro
nAaHa ayauTa, COXpaHeHusa, KaaccuduKaumMu M 6e3onacHoM nepeaaqu
J@HHbIX.

0643aHHOCTHU
e CopenctBoBaTb B MOHWMTOPMHIE KOPPEKTHOrO WMCMOJ/Ib30BaHUs MT-
pecypcos.

e BblIABNATH BTOPXKEHMUA M 3alMLLaTh OT BUPYCOB M aTak.

o Onpegenatb MNOJUTMKY COXpPaHEHMA M 6e30MacHOro pasmelleHma
JaHHbIX.

e Onpegenatb NOAMTUKY U NpoLeaypbl 6€30NacHOM NOAAEPKKM.

e PaspabatbiBaTb U ypaBaATb 3 HEKTUBHOM 6€30MacHOCTbIO CETH.

e [lpocnexuBaHue 1 OTYETHOCTb NO AyAUTY.

Ponu rpynn B npeaenax keagpaHtoB Mogenu lNMpoueccos




Poan B npegenax KomaHgHor Mogenn MOF u ux dyHKUMM BO BCeO6LLEM
KM3HEHHOM LMKNe ynpaBneHna CepBMCamMM COMJIacyloTCA MO KBagpaHTam C
Mogenbio MMpoueccoB MOF. KsagpaHTbl [poueccHor Mogenu sBnsAwTcS
napanfiesibHbiIMM, HO He COBMaAaKLWMMM, MO3ITOMY COCTABHblE POJIMA MOIYT
ObITb (YaCTO TaK M MPOMCXOAMT) BK/IIOUYEHbI B KaXKblM KBaJpaT B 3aBMCUMOCTM
OT rpynnbl M cUCTEMbl. KarkZJas poJib MOXET TaKXe MNPUHUMMATb y4vacTue
6osiee YeM B OAHOM KBajpaHTE B OAHO M TO KE€ BpEMA, €CAM 3Ta PpoJib
BK/JlOYeHa B ynpaBneHue CepBMCaMM COCTaBHbIX cucTteM. Chnegyrowas
AvarpamMma NnokasblBaeT Ha BbICOKOM YpPOBHe, Kak posiv MOF npnbansmtensHo
COMOCTaBAAKTCA C YeTbipbMA CeKTopamu Moaenu npoueccos MOF.

10. Mogenb Pr1ckos MOF

0630p

Mogenb Puckoe MOF npeactaBnsieT co6oM MATUCTYMNEHYaTbliM MnpoLecc
NPOaKTMBHOIO onpefeneHua 1 ynpasaeHuMa puckamu B UT-onepaumax. Puck
onpeaenseTcas Kak BO3MOXKHOCTb 60/ie3HEHHOM noTepu. B oTHoweHun UT
noTeHuuMassbHble NMOTEPU BKJOYAOT B cebsa notepu CepBuca MM JaHHbIX,
opewn B cUcTeme 6e30MacHOCTM WMAM  HeyJauum B JOCTUXKEHUM U
noAZep:KaHMU COrlacoBaHHbIX YpoBHeM CepBuca AN KJIMEHTOB.

BkntoyeHne Mogenu PucKoB B cTaTtyce LeHTpasibHOM Mogenn MOF asnsaetca
peakuuem Ha YyBenuuyeHue BakHocTM WMT-CepBMCOB M MOTEHLMAbHO
BpaXKAebHOro BAMAHWMA Npu paspyweHun 3TMx CepeucoB. Mogenb Puckos
MOF o6ecneumBaeT CTPYKTypy YNpaB/ieHUs pUCKaMM, KOTOpas MOXKeT 6biTb
WHTErpupoBaHa B Jipyrue npotecchl UT-onepaumi.

Mopenb Puckos MOF ocHoBaHa Ha Moaenu PuckoB MSF. Tak e, Kak 1 B MSF,
Mogenb PuckoB MOF xapaKTepusyeTca pacluMpeHUEM M MHAMBUAYA/IM3ALMEN,
KoTopble JenalT ee 6ojiee NOAXOAAUEM ANA YNPaB/NEHUA PUCKaMM,
CBOMCTBEHHbIMU ANna UT -onepauui.

3aBUCMMOCTb 6M3Heca oT UT-cepBMCOB NPUBOAMT K TOMY, UTO 3TU CEPBMCHI
CTAHOBATCA 6OJILLUMMM MUCTOYHMKAMM pUCKa AnA 6m3Heca: Heygaum B UT-
cpefe BCe uvalle MOryT Bbi3BaTb cOboM B 6M3Hece B uenom. Kpome Toro,
cerofHA UT-oKpy:KeHue BKJIOYAEeT «MyHKTOB HeyAay» 6oJiblle, YeM paHbLie.
Pacter 4Mcno KoMNbOTEPM3MPOBaHHbLIX  paboumMx  MeCT, CepBepos,
coeauHeHuM, WHTepdencoB CMCTEM M CKBO3HbIXx CepBucoB. M3-3a
MOCTOAHHOrO  YCJIOKHEHMA UM pa3HOpPOAHOCTM  cpeabl  UT-okpyxeHue
OKasblBaeT 60/ibliee BAMAHME Ha OM3HEC, YeM paHblle, U OAHOBPEMEHHO
6u3Hec Bce 60sible 3aBUCUT oT UT-CepBurcos.

XapaKTepucTnKu Puckos




Mogenb PuckoB MOF wumeeT cnegylowme XapaKTEPUCTMKWU, CBOMCTBEHHbIE
BCEM pPMUCKaM:
e HeonpeaeneHHoCTb (HanpuMep, «Korga 3TOT AMCK OTKaxet?») B UT
Co3/1aeT BEPOSATHOCTb 60/1€3HEHHOM NOTEPU, TaK Ha3blBAEMbIM PUCK.
e PUCK ABNAETCA TO/IbKO BEPOATHOCTbIO 60/1€3HEHHOM MOTEPMU.
o Puck aBnaeTcAa He YeM-TO MJIOXMM, YEro cneayeTt mM3beratb, HO TEM,
YeM MOXHO YMpaBAATb, MPOAKTMBHO MAEHTUDUUMPOBATL U
HanpaBAATb.

MpuHUMNbI YcnewHoro YnpaBaeHna PUCKamMun
OcHOBHbIM  npuHUMNOM Moagenn PuckoB MOF  aBnsetcA npoakTUBHOE
yrnpaB/ieHME pUCKaMM.

Mogenb PuckoB MOF nopaep:vBaeT crieaylolwme MNpUHUMIbLI B YNpaBiaeHWA
pUCKaMM:

1. YnpasneHue puckamu £ABJIAeMCA HenpepbIBHbIM NPOYECcCoM -
pynnam UT mucnonb3oBaHuA cnefyeT BCerja MCKaTb HOBbIE PUCKM U
COrnacoBaHHO NepeoueHUBaThb CyLECTBYHOLIME.

2. YnpasneHue puckamu J0O/KHO b6bimb Yacmbio Kaxool poau u
¢yHKYuU - YNpaBAeHWe pUCKamu ABAAETCA HE OTAE/IbHOM POJbio MK
dbyHKUMEN, a Bceobulel 0653aHHOCTbIO. [03TOMY yhpaB/ieHue
PUCKaAMM AOJIXKHO BbITb YaCTblo paboTbl KaXKA0ro.

3. UdeHmudpukayus puckos £B88emcad NO3UMUBHbLIM ABJEHUEM -
MaeHTU(dUKaUMA pPUCKOB MOXKET J0CTaB/iATb  HeyaobctBo WUT-
nepcoHasny, OJHakKo, 3Ta Mepa MOMOraeT npeAoTBpaTHTb
NMOTEHUMAJIbHYI0O OMACHOCTb U ABJISETCA MO3MTMBHBIM LUAromM Brepej.
Mo3ToMy ycnelluHoe ynpaBJieHMe pUCKamM TpebyeT cpeay, B KOTOpoM
PUCKM MOTYT 6bITb MAEHTUDULMPOBAHbI, 6€3 onaceHMa COTpyAHMKa
6bITb PAaCKPUTMKOBAHHbBIM MJIM HaKa3aHHbIM.

4. BbinosnHeHue Oelicmsuli, CBA3GHHbIX C PUCKAMU OO/IKHO OblMmb
muwamesibHO cnJiaHuposaHo - Mpoueaypbl M USMEHEHMA, CBA3aHHbIE
C BbICOKMM PUCKOM, JIOTUYHO OCYLLECTB/IATE PaHbLLE NMPOYMX.

5. YnpasneHue puckamu OO/IKHO COXPaHAMb 6aJAHC  MeXay
dpopmanbHocmblo U 2ubKocmbilo - CAMILKOM (OPMAaM30BaHHbIN
npoLecc ynpaB/ieHUs pMCKaMKW HaBepHsAKa 6yaeT 060MaeH, 06MaHyT,
B TO )K€ BpeMA C/IMIKOM 60/bllas M’MOKOCTb TaKXKe He AacT XOPOLUMX
pe3ysbTaToB. Knlo4oM ABNAETCS paBHOBECME MEXKAY 3TUMM [BYMS
XapaKTEPUCTMKAMM, YTO 06ECTIEYUT COrIACOBAHHOCTb MPUIOXKEHWM U
npuBeaEeT K YA0BNETBOPUTE/IbBHOMY pe3y/ibTaTy.

OTU NPUHLMMBLI MOXHO OGBEAMHMTbL B TEPMMH <«MPOAKTMBHbIM». [pynna,
KOTOpas MPaKTUKYEeT MPOAaKTUMBHOE YyrpaB/ieHME PUCKaMM, CO3HAET, YTO PUCK
ABNIAETCA HOPMasIbHOM YacTbilo oOnepauui, M BMECTO TOro, YTo6bl
UrHOPMPOBATb PMCKM, pacCMaTpUMBAEeT MX KaK BO3MOXHOCTb 06e30MacuTb




oyayuiee. YneHbl KOMaH/1bl ;IEMOHCTPMPYIOT NPOAKTMBHOE MOBeAEHMe, KOr/a
NPUHUMAOT  BUAMMBIM,  M3MEPMMbIM, MOBTOPAIOWMMICA, HeNpepbIBHbIM
npouecc, npy MOMOLUM KOTOPOTrO OHM OLIEHWMBAKOT PUCKM, BO3MOMKHOCTU, M
COBEpLLAT [ENCTBUA, Mccieays 6a30Bble MPUYMHBI, CJIOBHO CHMMITOMbI
60NEe3HM.

Mpouecc YnpaBneHna Puckamu
Mpouecc npeacTaBieH B BUAE CAeaytoLmMX LWaroBs:

1. Mdenmudgukayua - IToT war obecrneynBaeT BO3MOKHOCTU, CUrHasbI
U MHPOPMaLMIO, KOTOpble MO3BOAIOT FPynne YCTPaHATb OCHOBHblE
PUCKM [0 TOrO, KaKk OHW HEeGaronpmMATHO MOBJIMAIOT Ha onepaumu U,
cnepoBaTenbHO, Ha 6u3Hec. pynna UAEHTUDUUUPYET COCTOAHMA,
UCTOYHMKU M MOZENN COOEB, OTHOCALLMECA K STOMY PUCKY.

2. AHanu3 - Ha pgaHHOM 3Tane rpynna nepeBoguT MHdbopMaumio,
MONYYEHHYID Ha ware uaeHTUdMKaumMu, B MHDOpmaumio,
CMOCOGCTBYIOIWY MNPUHATMIO peweHna. OHa BKAOYaeT B cebA
BEPOATHOCTb PUCKa, B/IMAHME M BO3AENCTBMUE.

3. [lnaHuposaHue Oelicmsuli - Ha 3ToM wWware rpynna npeBpaliaeT
MH(OPMALMIO O PUCKAxX B pelleHua M aercTBus. [MnaHMpoBaHWe
BK/MtOYaeT B cebA pasBuTME AEWUCTBMM  ANSi  HarpaBJiEHUS
MHAMBUAYA/IbHbIX PUCKOB, PaCcCTAHOBKM MPUOPUTETOB JAEMCTBUM,
OTHOCALUMXCA K KaXAOMY PWCKY, W CO3AaHWE WHTErpMpoBaHHOMO
NnnaHa ynpaBieHMA pucKkamu. KioueBble 3agaHuA B npegenax
JaHHOrO Wara COCTOAT M3 OnpefeneHna ele TpeX 3/IEMEHTOB pUCKa:
CMArYeHue, TpUrrepbl U CONPUKOCHOBEHME.

4. OmcnexusaHue - [pynna cobupaeT MHGPOPMALMIO O TOM, KaK
USMEHSIIOTCA PUCKMU, u4TOGbl NoAAep:KaTb pelleHns W AeNCTBus,
KOTOpble OyAyT cAenaHbl Ha cneaywowem ware (KoHTpone). pynna
HabNIOAET M3MEHEHUA MHMUMMPOBAHHBIX 3HAYEHWM, COCTOSHME,
nocneAcTBuA, BEPOATHOCTb M BAMAHME, a TakKXe HabawJaeT 3a
NpOrpeccoMm B MJIAHMPOBaHMMU CMAFYEHMA.

5. KoHmposb - 'pynna cobupaeTt MHbOpMaLmio O pUCKe C NpeplayLuiero
wara (oTcaexuBaHMA) M, KOrga uYTO-HUMOYAb MEHAETCA, OHMU
pearvMpyloT 3arJlaHMpOBaHHbIM Ha 3Tane KOHTPoAA AJs 3TOro
M3MEHEHMA 06pa3oM. IOTM peakuMM MOryT BKJ/YaTb B cebA
NJIaHUPOBaHME AEUCTBUM MPU HENPEABUAEHHBbIX 06CTOATENIbCTBAX,
YX04 OT PWCKA, AOMNOJHMTE/IbHbIM aHa/M3 PUCKA MAW NEPECMOTP
naaHa CMArYeHms.

37K NATb 3TanoB cHa6XkatT MHPOPMALMEN TPU CIMCKA PUCKOB:
e  CrMCOK OCHOBHbIX PUCKOB.
e  CnMCOK MaKCMMasbHbIX PUCKOB.
o  CnMCOK yaaneHHbIX PUCKOB.

3TW CNUCKM OMUCaHbI HUXKE.




CNMCOK OCHOBHbIX PUCKOB

B TeyeHMe Kaxaoro wara npouecca rpynna cobupaetr MHGOpMauMilo 06
OoTAeNbHbIX PUCKax M Jo6aBnAeT 3Ty MHGOPMAUMIO B CMAMCOK OCHOBHbIX
prckoB. KaxablM nocneayowmi Wwar CTpoMTCA Ha npeaplayLiem Npy NoOMOLLM
[06aBNEHNA  HOBbIX  3/IEMEHTOB  PUCKOB  WMJIM  MCMOJIb30BAHUA  yiKe
CYLLECTBYIOLWMX, YTO 06nerdyaet npuvHATME peleHusa. K npumepy, Ha ware
aHanm3a fobasnseTcA MHGOpMaUUA O BIMAHUM PUCKOB M MX BEPOATHOCTb.
Mpouecc ABNSETCA UMKAMYECKMM, MNO3TOMY OyayliMe MpoxXoAbl Ha Lware
aHa/sM3a MOryT cojep:aTb 0630p, MCMpaB/ieHWE OLUEHOK WX BJMAHMA WU
BEPOSATHOCTM. [lpMMeyvaTenbHO, 4YTO Ppa3Mep CMMCKa OCHOBHbIX PMCKOB
ABNAETCA CKOpee MHAMKATOPOM TLLATE/IbHOCTM PaboTbl, YeM WMHAMKATOPOM
¥KM3HECNOCOBHOCTM M CTABUILHOCTM Fpynnbl.

CNMCOK MaKCMMaJIbHbIX PUCKOB

YnpaBneHMe puCKamu TpebyeT BpPEeMEeHWM U YCUIUM, OT/MYHBIX OT
KaXXJOAHEBHOM [AeATeNbHOCTM, MO3TOMY JANA rpynnbl Ba)KHO COXPaHATb
6anaHC MeXay HaKNagHbIMM M OXMZAEMbIMM  Pacxofamu  YMpaBJieHUs
puckamu. OB6bIYHO 3TO O3HAYaeT onpeaefieHne HeGOoJIbLLOro YMCIa OCHOBHbIX
PUCKOB, 60M1ee ApYruxX 3ac/lyKMBatoLMX BPEMEHW U PECYPCOB rpynmbl.

MOKHO CUMTaTb CMMCOK OCHOBHBIX PUCKOB MPMOPUTETHBIM, @ MAaKCMMaJslbHble
PUCKM - HamMbBosiee BaKHbIMM NS aKTMBHOMO YrpaB/iIeHMs, COCTaBAAOWMMM
OTAE/IbHbIM CMMCOK PUCKOB. PasMep 3TOro CrnmcKa MOXKET BapbMpOBaTbCA KaK
mexay UT-rpynnamu, Tak 1 B Npeaenax ogHOM rpynnbl.

CNMCOK yaaneHHbIX pUCKOB

CnNUCOK OCHOBHbIX PUCKOB COAEP)KMT BCE PUCKMU, KOTOpble rpynna
naeHTudUUMpoBana, Kak Hanbonee BaxKHble, 4YTOObl GblTb 3aHECEHHbIMWU B
CMMCOK MaKCUMaJibHbIX PUCKOB. HeKoTopble M3 3TMX PMCKOB HMKOraa He
ucyesaloT, HanpuMep, PUCKKU, CBA3aHHbIE C MPUPOAHbIM (hakTopom. Jpyrue B
onpefieNIeHHbIM MOMEHT MepecTatoT 6biTb pesieBaHTHbIMM. K npumepy, rpynna
MOXKET CBECTM BEPOATHOCTb PUCKa K HY/I0. MU Ke UCTOYHMK pUCKA MOXKET
MOKMHYTb cpeay. TakMM 06pa3oM, PUCKM, OTHOCALLMECA K YCTapeBLIEMY
NporpamMMHOMY O6GEeCreYeHMto, He SB/SIOTCA pesieBaHTHbIMM, KaK TOJIbKO
NPUIOXKEHUE NEepecTaeT MCMNO/b30BaTbCA.

Koraa 6bl pUCK HM CTaN HEPEIEBAHTHbBIM, €ro NEPEHOCAT M3 CMMCKA OCHOBHbIX
B CMMCOK YAQNEHHbIX PUCKOB. 3TOT CMIMCOK CJYKMT MCTOPUYECKOM CMPABKOM,
npM MOMOLUM KOTOPOM rpynna MOMKET COKpallaTb pUCKM B 6Byayuwiem. K
npMMEpY, €C/IM Tpynna yKe OTC/eXMBaNa pUCKU, OTHOCALLMECS K MpoLeccam
CYX6bl NOAAEPKKM, a 3aTEM ee (YHKLMM CTasla BbIMOJIHATL ayTCOPCUMHIOBas
KOMMaHMA, TO HEKOTOpPbIE M3 TEX PUCKOB MOTYT 6bITb Y6paHbl. ECin dyHKLmM
CAYX6bl  MOAAEPXKKM  MO3Xe  BO30GHOBATCA,  rpynne  npuaetcs
PYKOBOACTBOBATbCA CMMCKOM YZa/IeHHbIX PMCKOB. TaKxe JoaM  MoryTt




MCMNO/Ib30BaTb 3TOT CMMCOK AJIA KOHCYJ/IbTaUMM B KaYecTBe OTCYETHOM TOYKM
MAEHTUDMKALMM HOBbIX PUCKOB. HaKoHel, ecnu rpynna CHU3MT BeposTHOCTb
pUCKa WU BIMAHMA OO0 HyJA, TO 3aMe4YaHMs O TOM, YTO OblIO ANA 3TOro
NpeAnpUHATO, MOXKET NMOMOYb TEM, KTO CTOJIKHETCS C MOXOXMMMU PUCKaMM.

War 1: UaeHTUdpMKauma Pucka

UpeHTUdUKauMA pUCKa ABAAETCA NEPBbIM LWArOM B NMpoLecce NpOoakTUBHOMO
ynpaBieHua puckamum. OHa obecneymBaeT 6,1aronpuATHbIE BO3MOMKHOCTH,
CUrHanbl U MHDOPMALMIO, KOTOpble MO3BOAIOT rpynne yCTPaHATb OCHOBHblE
PUCKM [0 TOro, KakK OHM HEeBMaronpuMATHO MOBJMAIOT Ha oOnepauum M,
cnepoBaTelbHO, Ha BU3HEC.

Ha 3Tom ware rpynna onpeaenseT KOMMNOHEHTbI M3/I0XKEHUA pUCKa:
e CocTosHue
e [Mocneacteua ans pyHKUMOHUPOBAHMSA
e [locnepctBus ans 6M3Heca
e  VICTOYHMK pMCKa
e Bug cbon

«MHTYUTUBHBIN MyTb 06CYXKAEHUSA BYAYLIMX U3NIOKEHUN».
CocTosAHMe ABNAETCA 4acCTbl «€CAU>» U3NOXKEHMA, a NOCNeACTBMA - YacTblo
«TO>».

CyuiecTByeT YeTbipe OCHOBHbIX MCTOYHMKA pMCKOB B UT-onepaumsx:
e /Ioodu - YenoBeyecKkue oLMOKM.
e [lpouecc - NMoBpexAeHHbIM MU NIOXO JOKYMEHTUPOBAHHBINM MpoLecc.
o TexHosnozua - [T[lpobnemMbl C 06OpPyAOBaHWMEM, MNPOrPamMMHbIM
obecneyeHneM 1 Tak Janee.
e  BHewHue - ®aKTopbl, KOTOPbIE BLIXOAAT M3-M0j KOHTpona UT-rpynn.

CyuwiecTByeT YeTblpe OCHOBHbIX MYTH, NO KOTOpPbIM MT-UCnonb3oBaHUE MOXKET
JaTtb c6oi B 6M3Hece:
e 3ampamsbl - WHbpacTpykTypa He MOXeT paboTaTtb [JO/IKHbIM
06pa3oM, MpU C/AMLIKOM BbICOKMX 3aTpaTax, Bbl3BaHHbIX C/IMLIKOM
ManioM OKYNaemMoCTbio MHBECTULIUM.
e bbicmpoma - UHdpacTpyKTypa MOXKeT paboTaTb AOJIKHbIM 06Pa30OM,
HO He CnNocobHa U3MEHATbLCA TaK BbICTPO, KaK 3TOro TpedyeT 6U3HeC.
e [lpou3zsodumenbHocmb - UHGpPaCTPYKTYpa HE MOXKET JOCTMYb YPOBHS
OXMAaHWWM NOoNb30BaTeENA.
e besonacHocmb - MHMpaCTpyKTypa MOXKeT AaTb c6oM B 6M3Hece, ec/iun
He obecneyeHa JocTaTovyHas 3aliMTa JaHHbIX M PecypcoB MM
YCTAHOB/MIEH TaKOM YpoBEHb 6E30MacHOCTM, MNpPW KOTOPOM Jaxe
aBTOPM30BaHHbIM MOJIb30BaTe/lb HE CMOXET MOoAyYMTb JOCTyn K
JaHHbIM U pecypcaMm.




Jlo TOro MOMEHTa, KaK rpynna CMOXeT YyrnpaB/ifTb PUCKOM, €ro CyTb AOJIXKHA
OblTb YETKO M3J/IOXKEHA.

LWar 2: AHanus Pucka
AHanu3 pucka OcHoBaH Ha nepeBoge MHdOopMaLuM, MOJYYEHHOM Ha liare
naeHTUdUKaumMm, B MHMOPMaLMIo, CNOCOBCTBYHOLLYI0 NPUHATMIO pelleHns. Ha
Ware aHanu3a rpynna Ao6aBnseT elle TpU 3S/IEMEHTA BHECEHWUS pUCKA B
CMMCOK OCHOBHbIX PMUCKOB:
e BeposmHocmb pucka - BepoaTHOCTb TOro, YTo COCTOSIHME TOrO, YTO
cobbiTHe NpousonaeT, 6yaeT A0CTUMHYTO.
e BaudgHue pucka - W3mepeHWe cuibl HEFAaTUBHOIO BO3AENCTBUE WM
pa3mepa noTepb, Bbi3BaHHbIX NOCNEACTBUAMM.
e He3awuuweHHocmb om puckos - Pe3ynbTaT YMHOXEHUA BEPOATHOCTH
Ha BJAMAHWME. PUCKM, MMeEOWME  BbICOKYHD  BEPOATHOCTb M
OKa3blBalLME CHJIbHOE B/USHME, ABAAIOTCA OAHMMM M3 HAMMEHee
yNpaBAsSEMbIX, U MoTOMY  MMEILWME  BbLICOKYHD  CTEMEeHb
He3aLMLLEHHOCTH.

War 3: MnaHMpoBaHue [leMcTBMI, CBA3AHHbIX C HACTYMNJIEHUEM PHUCKOB

Ha ware nnaHupoBaHMA MHMOPMaLMA O pMCKaxX NMPEBPALLAETCA B pelleHusa U
Aencteua. [naHupoBaHMe BK/AOYAeT B ce6A pasBUTME AEMCTBUMM  ANs
HanpaeieHUA  UHAMBUMAYaA/IbHbIX  PUCKOB,  PacCTaHOBKW  MPUOPUTETOB
[ENCTBMM, OTHOCALUMXCA K KaZOMY PUCKY, M CO3JaHME WMHTErpUPOBaHHOIO
rnJiaHa ynpasJ/ieHUA PUCKaMMU.

KnioueBol 3aza4elt B Npejesiax 3TOro Liara sBAseTCa onpeaeseHue ele Tpex
3/1IEMEHTOB PUCKa:
e (msazveHue - llaru, npeanpuHUMaemble TpynnoM JO TOro, Kak
cobbiTe NMPOMU3OMAET, M KaxKAblM MMEET OAMH M3 TpeX BNMUSAHMM Ha
PUCK:
0 YMeHbleHre - MUHUMM3AUMA BEPOATHOCTM PUCKA, MJIM €ro
B/MAHUSA, WM TOFO U APYroro.

0 WsbexaHne - [lpeaoTsBpalleHMe COBEpPLIEHUS KOMaHZ0M
JENCTBMM, NpU  KOTOPbIX  BbIrOAbl HE  ONpaBAblBaloT
He3aLLMLLEHHOCTb.

0 [MepeHoc - OcTaBleHME pMCKA HETPOHYTbIM, nNepejasas

OTBETCTBEHHOCTb 3a HEro ApyroM rpynne.

o Tpuzzepsbl - UHAMKATOPBI, NOKasbiBalolWwmMe rpynne, YTo cobbiTUe BOT-
BOT MPOM3OMAET MM Y3KE NMPOM3OLLIIO, MOSTOMY Mopa NepexoamTb K
nnaHy «AeMCTBMM B HENpeABUAEHHbIX 06CTOATEIbCTBAX>.

e ConpuKkocHogeHue - llarn, npeanpuHMMaemble TrpynnoM, Korjaa
CO6bITME MPOUCXOAUT, UJIM TPUITEP CTAHOBUTCA MCTUHOM.




LWar 4: OtcnexxkuBaHme Puckos
B TeyeHue 3TOro wara, rpynna coéupaeT MHMOpPMaUMIO 06 M3MEHEHMSAX
PUCKOB, 4YTO6bl MoAAepKaTb PELEHUS U AEMCTBUSA, KOTopble 6yayT cAesaHbl
Ha credyloweM ware (KOHTpose). 3To war cieguT 3a TPeMA OCHOBHbIMM
U3MEHEHUAMM:

e 3HAYeHWSMU TPUITEPOB.

o CocToAHMEM, NOC/IEACTBMAMMU, BEPOATHOCTBIO M BJAUAHMEM PUCKOB.

e [lporpeccom B nsaHe CMArYeHusa.

JTOT War cneamt 3a OCHOBHbIMU U3MEHEHUAMM B TPEX OCHOBHbIX BPEMEHHbIX
pamKax:

e [locTosHHO.

o Uuknunyeckn.

e  /InA KOHKpETHOro cny4vas.
Jna 0630poB MCMOJ/Ib30BaHWUA, Tpynne ciedyeT 3HaTb OCHOBHblE PUCKU M
COCTOSIHME LENCTBMM YNpaBEeHUA PUCKAMM.

LWar 5: KoHTponb Puckos

lpynna cobupaeT WHMOPMaLMIO O puUCKe C Mpeablaylero Lara
(oTCnexmBaHMA) M, KOrjga uTO-HMBYAb MEHSETCA, OHM  pearvpylot
3an/JaHMPOBaHHbIM 11 3TOr0 U3MEHEHWA 06PA30M Ha 3Tarne KOHTPOAS:

e Ec/M 3HauYeHue Tpurrepa ABAAETCA MCTMHOM, 3anMyCTUTb MaH
«ENCTBUI B HENPEABUAEHHbIX CUTYaLIUAX>.

e Ec/M pucK nepecTan 6biTb peNeBaHTHbIM, YAa/IUTb €ro.

e EcnM  cocTtosHME  WMAM  MOCAEACTBMA  M3MEHMUCH,
nepeHanpaBuTb Ha LWar MAEHTUdMKAUMKM ANA NepeoLEeHKM
3TOro 3JIeMeHTa.

e Ecm BEPOATHOCTb Un B/IMAHUE U3MEHUJTNCD,
nepeHanpaBuTb Ha LWar aHamM3a 419 06HOBEHUS.

e EcnM war cMmAarvyeHuMa He MOABAAETCA HA OTC/EXMBAHMM,
NnepeHanpaBuTb Ha LWar njiaHMpoBaHMA [AnsA o63opa M
NPOBEPKM NiaHa.

OTHoweHne Mogenu Puckos ¢ MOF

Mogenb [lpoueccoB onpegensetr Habop SMFs M 4yeTblpe 3Tana 0630pa,
KOTOpble 0GecrneymBaloT onepalmoHHoe BHefpeHuWe B UT-uHDpacTpyKTypy.
KomaHgHaa Mogenb cocToMT M3 Habopa poOAeBbiX TpPynn  KOMaHA
MCMONIb30BaHMA, 3(PGDEKTMBHO MNOAAEPKMBAIOLMX OMEPALMOHHBIM MpoLecc.
Mogenb Pu1cKoB ynpaBasieT pucKamm, CBOMCTBEHHbIMU UT-onepauusm.




