NPUNOXKEHUE A
®OH/, OLLEHOYHbIX MATEPUANOB ANA NPOMEXYTOYHOM ATTECTALUU
no AUCUUNNNIUHE «YnpasneHne MHGOPMALUOHHbIMU CUCTEMAMMU B IKOHOMUKED

1. Ilepeuensv oyenounvix cpeocme 0a KOMnemeHyuil, hopmupyemoix 6 pe3yiomame 0C60€HUS
OUCUUNTIUHDL

Kon koHTpo1HpYyeMOii KoMIIeTeH N Cnocod OueHO4YHOE CPEICTBO
p py OLICHUBAHUA P
MK-1: Cnoco6HOCTb MPOBOAUTH
< KomnnekT
obcnesoBaHue opraHu3auuii, BbISIBAATH
KOHTpOnUpywmx
WHHOPMaLMOHHbIe MOTpebHOCTH 3auer
- MaTepuanos Ans
nonb3oBaTtenen, fopmmpoBaTb TpeboBaHuA 334673
K WH)OPMALMOHHOW CUCTeMe
KomnnekT
MK-5: CnocobHoCTb MoAenupoBaTb
KOHTPONUPYLMX
npuknagHoie (6u3Hec) npouecch u 3auer
MaTepuanos Ans
npeaMeTHyw obnactb
3aveTa
KomnnekT
MK-7: CnocobHOCTb OCywecTBnATb
- KOHTPONUPYHLMX
npeseHTauui MHHOPMaLUOHHON CUCTEMbI W 3aver
= MaTepuanos Ans
HayanbHoe obyuyeHue nonb3oBaTenei
3aveTa
MK-8: Cnoco6HOCTb 3KCNnyaTupoBaThb KomnnekT
3KOHOMUYECKUe MHHOPMALUOHHbIe CUCTEMbl W 3auet KOHTPONUPYHLMX
NPUHUMATL yyacTue B YMNpaBrieHUU MaTepuanos Ans
MPOeKTaMM N0 UX CO3AaHUI WU BHEAPEHUI 3averTa

2. Onucanue noxazamenei u Kpumepuee ouernueanusn Komnemenuuﬁ, onucanHue uwkKan
OUCHUBAHUA

OueHuMBaeMble KoMneTeHUMM npeacTaBneHsl B pasgene «[llepeueHb  MRaHUPYeEMbIX
pe3ynbTaTtoB o06yuyeHus MO AUCUMNAMHE, COOTHECEHHbX C WHAMKATOpaMMu AOCTUXEHUA
KomMneTeHuun» paboueri nporpammbl AUCUMMAKUHB «YNpaBneHWe WHPOPMALMOHHBIMM CUCTEMaMU B
3KOHOMUKEY .

Mlpy oueHMBaAHMM CHOPMUPOBAHHOCTM KOMMETEHUM/A MO AUCUMNNMHE «YnpaBneHue
MHDOPMALMOHHLIMM CUCTEMaMU B DKOHOMMKe» ucnonb3yetcs 100-6annbHas wkana.

Kpurepmnii Ouenka mo 100- Ouenka nmo
0aNILHOM HIKaJIe Tpa}II/IIII/IOHHOﬁ mKaJie
CTyaeHT 0oCBOMN M3y4aeMbld MaTepuan, 25-100 3aumeno

BbIMONHAET 3ajaHMA B COOTBETCTBUM C
WHAUKATOpPaMU AOCTUXEHUA
KOMNeTeHUUn, MOXeT AOonycKaTb
oTAenbHbie owUbKU.

CTyAeHT He 0OCBOMIT OCHOBHOE 0-24 He 3aumeno
coAepxaHue U3yuyeHHOro matepuana,
3ajlaHUa B COOTBETCTBUU C
WHAMKATOPaMU AOCTUXEHMSI KOMMeTeHUui
He BbIMOMHEHbl WUNW BbINOMHEHb HEBEPHO.

3. Tunoevie KOHmMpPONLHBIE 3A0AHUA UTU UHBIE MAMEPUATIbL, HEOOX00UMBbLE O/1 OUEHKU YPOBHA



docmudiceHusn Komnememquﬁ 6 coomeemcmeuu ¢ undukamoptmu

1.Co30aHue modeneli npoueccos ynpasneHus noddepxckoli u npedocmasneHuem UT-

cepsucos
KomneteHuusa UHaMKaTop AOCTUKEHNA KOMNETEeHL WU

MK-5 CnocobHocTb  MopenupoBaTb  npuknagHoie | IK-5.1  Boibupaet cpeacTBa  MOAeNUpOBaHUA

(6u3Hec) npouecch U npeaMeTHyi obnacTb NPUKNaAHbIX 6u3Hec-npoueccos npeAMeTHOIA
obnactu
MK-5.2  MoaenupyeT  npuknagHole  6Gu3Hec-
npoueccsl npeAMeTHo/ obnacTu

MK-7 Cnoco6HocTb ocyuwecTBnAaTb npe3eHTtaumio | NMK-7.3 FoToBUT OTUETHI, ny6nukaumu,

MHPOPMALMOHHO CUCTEeMbl W HavanbHoe o6yuyeHue | Npe3eHTauMM NO  pe3ynbTaTaM  BbINOJIHEHHON

nonb3oBaTenei

pa6oTsl




CO3JIAHUE MOJEJIEM NPOLECCOB YIIPABJIEHUA IO/JIEPKKOM U
NPETJOCTABJEHUEM UT-CEPBUCOB BUBJIMOTEKH ITIL V.2,

KOMIIETEHUHUU 1 UHAUKATOPBI UX TOCTUKEHUSA

[TK-5 CrniocobHOCTE MOIETHPOBATE TPUKIIATHBIE (OU3HEC) TPOLECCHI U MTPEIMETHYIO 001acTh
[TK-5.1 Bribupaer cpe/icTBa MOIETHPOBAHUS TIPUKIIAIHBIX OH3HEC-TIPOIIECCOB MPESIMETHOH
obnactu

[TK-5.2 MopaenupyeT npuknajgHble OM3HEC-TIPOLICCCHI IPEAMETHON 00IacTH

3AJIAHUS

Zananue Nel

1.ITpoBecTH aHanM3 OMUCAHUS MPOIIECCA YNPABICHHSA WHIIMJICHTAMH 10 MaTepHanaM OCHOBHOH H
BCIIOMOTATEIEHOMN JINTEPATYPhI THCHHTLIHHEL.

2.Co3zarb MoOZeNb IIpolecca YIpaB/IeHHss HHUMISHTAMH C HCIOJIb30BAHHEM HHCTPYMEHTA/IbHBIX
cpencts Mouenuposanus (Microsoft Visio wimn I'paduk-crymuo Jlait) B notauuax IDEF (IDEFO,
IDEF3).

3ananne Ne2

1.ITpoBecTH aHanW3 OMMCAHHUSA MpoLEecca YIpaBISHUs MpolieMaMH 110 MaTepHalaM OCHOBHOH H
BCIIOMOT'aTe/IbHOM JIMTEPATYPbl JHCLUUILIHHEI.

2.Co31aTe MOJENb MpolEcca YNpaBACHHA MPOOIeMaMH € MCMOJIB30BAHHEM HHCTPYMEHTAIbHBIX
cpeactB MoxenupoBanus (Microsoft Visio unn I'paduk-ctyano Jlaiit) B HoTaumax IDEF (IDEFO,
IDEF3).

3ananue Ne3

1.ITpoBecTH aHAIN3 OMMCAHMS MPOIIECCa YNPABICHNsI KOHPUTYPALHSMH 110 MaTepHanaM OCHOBHOM
U BCTIOMOTATEIEHOM JTUTEPATyphl AUCIHILUIHHEL.

2.Coznarb  MOJAEIb  Opolecca  YOPABICHUS — KOH(MUIYPAUMSIMH € HCHOJIB30BAHHUEM
HHCTPYMEHTAILHBLIX cpeacTB MoaenupoBanus (Microsoft Visio mnu  [padmk-crymuo Jlaiir) B
nortaumsx IDEF (IDEFO, IDEF3).

3ananue Noq

1.ITpoBectr aHaiu3 onucaHus poLecca yIpaBIeHUs W3MEHEHHAMH 110 MaTepualiaM OCHOBHOM H
BCIIOMOTATEILHON JIMTEPATYPbI JUCUUILIHHBL.

2.Co3paTh MOJIENIb MpOLIECCa YIPaBJIEHHAsT N3MEHEHHMSIMH C HCIOJIb30BAHHEM HHCTPYMEHTAJIbHBIX
cpeactB MojenupoBanus (Microsoft Visio wim I'paduk-cryano Jlaiit) B Hotaumusx IDEF (IDEFO,
IDEF3).

3apanne Ne5

1.ITpoBecTn aHanM3 OMMCaHMA TIPOIlECCa YIpaBICHHMS PeJHM3aMH 110 MaTepuajaM OCHOBHOM H
BCIIOMOTaTEILHOM JIUTCPATYPbl JUCLHHITIINHEL.

2.Cozare MOJENL IpOLIECCa YIPABICHUS Peiu3aMU C HCHOJIb30BAHUEM HHCTPYMEHTAIIbHBIX
cpeactB MonenupoBanus (Microsoft Visio win ['paduk-ctyamo Jlaiit) B HoTammsx IDEF (IDEFO,
IDEF3).

3ananue Neb

| Ilporectn ananu3 omnucaHusg npouecca ynpapincHus ypoBHem WUT-cepsuca mo marepuanam
OCHOBHOM M BCIIOMOTATEeIbHOI JINTEpaTyphl JUCIATUIMHBI.

2.Co3nath Mozenb Tpoliecca ympasieHuss ypoBHem WT-cepBuca ¢ ucronb30oBaHHEM
WHCTPYMCHTANBHBIX cpencTB mopcaupoBanus (Microsoft Visio unu  [pabuk-crymuo Jlait) B
noramusix IDEF (IDEFO, IDEF3).



3ananue No7

1.IlpoBecTn aHanu3 omHmcaHud mnpouecca ynpapieHds MomHocTssMu UT-uHppacTpykTYpBl 1O
MarcpuaiamM OCHOBHOM U BCIIOMOIaTelbHOMH JUTEPATYpPbl JUCUHUILIHHBL.

2.Cosznare  mojeins  mpouecca  yrpasieHus — MomHocrssMu  UT-undpacrpykrypsr ¢
HCMOIB30BAHUEM HMHCTPYMEHTAJBHBIX CpeAcTB Mojenupobanus (Microsoft Visio mmm I'paduk-
cryauo Jlaiit) B Horaimsax |IDEF (IDEFO, IDEF3).

3ananue Ne8

1. ITpoBecTr ananu3 onucaHus npouecca yrnpaeieHus JocTynHocrs0 HT-cepBuca no marepuanam
OCHOBHOM M BCIIOMOTATENbHON JINTEpaTypPhl JTUCITHILTAHBI.

2.Co3paTh MOJIeNb TIporiecca ymparieHus aocTymHocThid HT-cepBuea c¢ wmcnosk3oBaHneM
MHCTPYMEHTANIBHBIX cpeacTe MoaenupoBanus (Microsoft Visio mmm  ['padux-crymuo Jlaiit) B
nwotamusix IDEF (IDEFO, IDEF3).

Jananue Ne9

1.IlpoBecTn aHanHM3 oMHMCaHUs TIpoliecca ynpasineHus HenmpepbiBHOCTHIO B ITSM mo marepuanam
OCHOBHOH Y BCIIOMOTaTEIBHOMN JHUTCpaTypbl JUCHHITIITHHBIL.

2.Co3nath MOJENb IMpoUEcca yNpapieHus HenpepbiBHOCTLIO B ITSM ¢ ucnons3oBanuem
HHCTPYMEHTAIIbHBIX cpelncTB Mmoaenupoanus (Microsoft Visio mmu  Tpadux-crymmo Jlaiit) B
norammsx |IDEF (IDEFO, IDEF3).

3ananune Nel0

1.ITpoBecTn ananu3 onmcanus mporecca ynpapineHus ¢(uuancamu B ITSM no marepnanam
OCHOBHOMW W BCIIOMOTATETBHON JIHTEPATYPhI JIUCITHTLTHHBI.

2.CozaTh MoOJies Tiporiecca  yrparieHds ¢uHancamu B ITSM ¢ wenonssoBannem
HHCTPYMEHTAIbHBIX cpelacTB MoaenuposaHusa (Microsoft Visio mnmm I'paduk-ctyamno Jlaiit) B
notammsx |IDEF (IDEFO, IDEF3).

3ananue Nell

1.IlpoBecTH aHanu3 omHcaHusd Ipolecca yrpasienus uHpopmanmonnoii o6esonacunocroio UT-
CepPBHCOB 110 MaTepHaIaM OCHOBHO# W BCTIOMOTaTeIbHOMH THTEPaTYpPhl AUCIUILIHHEL.

2.Co3pate Mojenb mpomecca ynpasienusa HHbopmauuonunoi 6esonacHocroio UT-cepBucoB c
UCIIOJIB30BAHHEM HHCTPYMEHTAJIBHBEIX CpeacTB MojenupoBanus (Microsoft Visio winm I'padHk-
crymuo JlaiiT) B noranusx IDEF (IDEFO, IDEF3).

O®OPMJIEHUE PE3YJIbTATOB BbIIIOJIHEHUS 3AJIAHUMA HA IIPUMEPE
MMPOLECCA YITPABJIEHUA HHIIUJIEHTAMMUA

1.0]1]381[030}{1*]8 npouecca ynpapJeHuss HHIHHICHTaAMH

WUHnmaeHT — ato moboe coObiTHE: cOOWM, 3ampockl Ha KOHCYJABTALMA H T.N, KOTOPOE MOXKET
NPUBECTH K TOHMKCHMWIO KadecTBa TIpelocTaBieHHs ycnyru. Jlms ycmemHoro ympapieHHs
UHITHJIEHTAMHA HEeOoOX0JIMMO co3jiaHue jucrierdepckoi cinyx0Onl (Service desk), kotopas momkHa
SIBJISITBHCS €IMHOM TOUYKOM KOHTAKTa C MOJIb30BATESIMH H KOOPAHHUPYET YCTPAHEHUE WHIIHIESHTOB.
[Iporiecc ympaBrneHHs WHIMICHTAMH TpeIHa3Ha4YeH AN yCTPAaHCHHs WHIUMJEHTa W OBICTPOTO
BO300HOBICHHUS TPEJOCTABICHHS ycayr. WHIMIEHTB perucTpupyrTcss B 0a3e JaHHBIX
HHIUACHTOB (B ©0a3e JaHHBIX 3asBOK KIMCHTOB), MNPWUYEM KA4ECTBO PErucTparMOHHOM
uHpopManuu onpenaenser APHeKTHBHOCTL Npoliecca YNpaBiCHUS HHIMICHTAMH, a TaKKe
JPYTHMH TIpoIieccaMy TOAAEPKKH | mpeaocTaBaeHus yenyr Service Desk.

3afaya npotiecca YpasBieHHs HHIHAEHTAMH SABJIAETCA PEAKTHBHOI, T.e. Mpearoaraercs yMeHblIeHHe
WM UCKIIIOYEHHUE OTPHLATEIbHOIO BO3/ISHCTBUS (OTEHIIHAILHBIX) HAPYIIEHUH B ripenoctaBieHud UT-
YCIIyT, TakuM 00pasoM olecnieunBas Hanbosee OBICTPOE BOCCTAHOBICHHE PadOTHI MoJbE3oBaTeaed MT-



ceperca KiWeHTa. JIIs BBIIOJHEHHS TOM 3a/auM MPOM3BOJUTCSA PETHUCTpPAINs, KIaCCH(QHKAIHNS H
HasHadeHHe HHIMIEHTOB COOTBETCTBYIOIIMM TPYIINAM CIEIHAIHCTOB, PELICHHE HHIMICHTOB M HX
3akpuiTHe. Tak Kak 310 TpedyeT TECHOr0 B3aHUMOJCHCTBUS C TOJIL30BATEISIMH, (POKYCHOH TOUKOH
HpOLIECCa YIIPABIIEHHS MHLMIEHTaMH siBigercs ciyxkOa Service Desk, koTopas urpaer pois LeHTpa
KOHTAKTOB II0JIb30BaTE/ICH C «BHYTPEHHMMH» KOJUIEKTHBAMM TEXHHYECKMX CJyx0. Yrnpasienue
MHUHAEHTAMH SBJISETCS BaKHeHiIel ocHOBOM i pabotel apyrux npoueccos ITIL, npenocrapiss
LeHHYI0 uHpopMarkio 00 omnbkax B padore UT-undpacrpykrypsl (M T-cepeuca).

2. MecTo npounecca ynpas/jieHUs HHIHIEHTAMH B HePapXHH npoueccos cay:xobl Service Desk

Buok 1 (yripasiienue npegocrapieHUeM YCIIyT)

Ynpanaciess

brnok 2 (ynpaenenne noanepxkoi UT-cepucos)

0-ii ypoBeHb
Konrekernas nnarpamma Ciyx0Osr ServiceDesk

1-# yporeHb
yrpasienue npeaocrariennem yenyr (BJIOK 1)
ynpasnenue nogaep:xkoit UT-cepeucos (brnox 2)

2-ii ypoBeHb

JlekoMno3uIHs 2-ro ypoBHA Ha IPUMEPE MPOLEcca YIIPABICHHS NPEI0CTABICHHEM YCITyT
[Ipouecc ynpasiaerus yposHem ycayr (bmok 1.1)

[Ipouecc yrpasinenus MomHocTbio (briok 1.2)

[Tpouecc yrpasieHus 10¢TynHOCTEIO (bok 1.3)

[Tpouecc ynpasieHus HenpepelBHOCTBIO (biok 1.4)

[Tpouecc ynpasnenns puaancamu (bmok 1.5)

[Ipouecc ynpasnenus Oe3onacHoctslo (biok 1.6)

JlekoMno3uIHs 2-ro ypoBHs Ha IPUMEPE YIIPaBICHUS NOIICPKKOH CEpBHCOB
ynpaBieHue HHIHAeHTamu (brok 2.1)

yipaeiienue npodiaemamu (biok 2.2)

yrpagiienne konpurypauusamu (biok 2.3)

ymnpasieHue u3MeHenuamu (biok 2.4)

ynpasieHne penusamu (biok 2.5)



3. Tepmunosorns

HAnmuaent — 310 moboe coObITHE, HE ABIAIONICSC HYACThIO CTAHAAPTHBIX ONEPAIIHil MO0 MPESIOCTABICHMIO
YCIIYT'H, KOTOPOE IPUBEJIO HIIH MOYKET MPUBECTH K HAPYIIEHHIO MM CHIYKEHHIO Ka4ecTBa 3TOM YCIyTH.
3anpoc Ha ob6CTy;KHMBaHHMe — 3TO 3arpoc OT TOMNL30BaTeNIs (KIHEHTA) Ha TIOAIEPIKKY, NPEOCTARICHHE
uHpOpMaLIMY, KOHCYAbTALMHM WIM NOKyMEHTAlUWH, He senAromuiica cboem B pabore UT-
uH(ppactpyxryps! (UT-cepsuca).

3anpoc Ha u3meHenne (RFC) — 5to skpanHas wim OyMmaxkHas (opma, HCHOONb3yeMas UIs
3alUCH  JIeTanbHOM HWHGOpMalMu 0 M[pejjiaraeMoM 3amnpoce Ha HW3MEHeHHe KaKoi-mmbo
koHpurypaunonsoit equuunsl (Cl) 8 UT-undpactpyxrype (UT-cepruce) niyu mpouenypel Uiu
kakoro-nm1oo nHoro obsexra UT —undpactpyxtyps (UT-cepruca).

1 aunus nopaep:xku Service desk — paGoraer ¢ 3anpocamMu Ha 0OCIY:KHBAHHE, B TOM YHCIIE
npejiocTaBlieHre HHPOPMALMH, KOHCYIbTAI[HHA WM JIoKyMeHTaiuu 1o UT-cepsucy.

2 simaus nomiep:xkn Service desk — pabotaer ¢ 3anpocaMu KIHEHTA MO OOECTICUEHNIO T0CTYNA
nojb3oBaTeneii kaueHTa kK MT-cepBucy, T.e. peniaeT CHCTeMHbIC TpodieMbl ucnonb3opanus HUT-
CepBHCa,

3 amuus noaaep:xku Service desk — paboraer ¢ 3asBKaMH KIHEHTA Ha A0paboOTKy (yHKIHOHAIA
CEepPBHCA, U3MEHEHHUS BHIXOHBIX (hopM U JIp.

4.Ilpumepnast AHarpamMma npouecca ynpasjenus vuunjgenramu B norauun IDEF0

Bxon — Omnucanne Bxoga/Berxoqa | Kyma OTxyna
Bx. HarnpaesjeH HaMpasieH
HanmeHnoBanue p P
No Grmoka ona/BoIXONA
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HHITHOCHTOB

obecrieyeHus

HHX coofIator
MOb30BATENH, HO
BO3MOKHO HX
oOHapyKeHHE 1
COTPYIHUKAMH JPYTHX
OTJICNIOB, & TAKKE
ABTOMATHYECKHMH
CHCTEMAaMH YIIPaB/ICHHS,
HACTPOEHHBIMH Ha
PerucTpaLmio cobbITHI B
MPHIOKEHHAX H
TCXHHYCCKOH

HH(pacTpyKkType

HpPOrpaMMHOro
HITH ammapaTHOro
obecreyeHUA

3amnpoc Ha
obcnyikHBaHHE

Bx.

1o 3anpoc ot
[Tonb3oBaTens Ha
MONAEPHKKY,
NPEOCTABICHUE
HHOpMAaLHH,
KOHCyﬂBTﬂllHH HJTH
JOKYMEHTALHH, He
sipastiotmiics cooem MT-
HH(DPACTPYKTYPEI

B 6nox 2.1.1

Or
noaL30BaTenei,
oT
NpoOrpaMMHOro
WJIH anmapaTHoro
obecrieueHus

3aperucTpupoBaHHEIIT

HHITHIEHT

Brix.

B GonbinmHCTRE CiTyyaen
HHIM/ICHTBI
peructpupyrores Ciryxboit
Service Desk, kyza
TOCTYHAKT COOOIIEHHSA O
HHX.

Tpu perHcTpaiHu
WHITMAEHTa  TIPOH3BOJATCA
CIEYIONHE ICHCTBHS:

= HazHauerue HoMepa
HMHLIAIEHTA.

= 3ammuchk 6a30BoH
JTHArHOCTHYECKOMH
HH(OPMATTHIL

* 3anuch JONOIMHHTEIBEHOM
wH(opMAITHH 00
HHITHICHTE.

= QOBABIEHHE CHTHATIA
TPEROTH,

B 6ok 2.1.2

M3 6aoka 2.1.1

2.1.2
Knaccngukarr
Hs
HHIIMJICHTOBR
H Ha4YalnbHan
MOJJICPKKA

3aperucTpHpOoBaHHbIH

HHITHIEHT

Bx.

Heobxommo uzberath
TBOHHOI perucTpanmn
OIHOTO HHIMJICHTA.
TosTomy mpu permucTparim
HHIM/ICHTA CIIEYET
IPOBEPHTH, HET JIK
AHAJIOIHYHBIX OTKPBITBIX

B 6noxk 2.1.2

H3 6noka 2.1.1




HHITHJICHTOB

[Mepeuenn
KJ1accH(HIHPOBAHHBIX
HHIIHJIEHTOB

Brix.

HNuimnenty nprcBauBaroTes
THIL, C’I'ﬁ'l'yC, CTCIICHb
BO3/1€HCTBHA, CPOYHOCTB,
[lp[r‘lCIp[»‘lTC,'T HHLH/ICHTA,
SLA M T. I

Knaceupuxarms
HHIHIEHTOB HaIpaB/ieHa
HA OIpe/eNeHHE ero
KaTCropyu s obneryeHus
MOHHMTOPHHIA H
COCTAB/ICHUS OTHCTOB,

B 6mok 2.1.3

M3 6ioka 2.1.2

3anpoc Ha H3MECHEHHE
(B ympaBrneHue
W3MEHEHHUSIMH)

Brix.

ITO 3KpaHHasA HIH
OymaHan opma,
HCMOTb3yeMas s
3AMHCH IETAIBHOH
HHOOPMALHH O
npemaraeMonM 3anpoce
Ha M3meHeHHe KaKoii-
nubo
KondurypaunoHHoii
Emuunist (Cl) 8 UT-
HHOPACTPYKTYPE HITH
MpOLEaYPHI HIIH KAKOTO-
aubo nHoro odwekra M-

HH(PACTPYKTYPHI

B
yIpaBJIeHHE
H3MEeHeHHAM
H

M3 Onoka 2.1.2

Bpemennoe pemenue
MHIH/IEHTOB

Brix.

TTone3zoBareno Moker
OBITE MPEILIOKEHO
BO3MOMKHOE PEIICHHE, TAKE
€CITH OHO TOJTEKO
BPEMEHHOE.

[Tonwzosaren
0

M3 Gioka 2.1.2

213
Haznauenne
HHIJUJCHTOB
COOTBETCTBY

FOLIHM
rpynmnam
CTICIHATHCTO
B
(pynxnuonan
bHasd
3CKamalms)

ITepeuens
KNaccH (UL MPOBAHHBIX
HHIIHJIEHTOB

Bx.

WnmnenTs! ¢
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OLEHKA Y®®EKTUBHOCTH ITPOLIECCOB YIIPABJIEHUS IIOJJAEP)KKOM HUT-
CEPBHCOB

KOMINETEHIIMU U UHAUKATOPBI UX TOCTUKEHUSA

[TK-1 CnocoOHOCTE NPOBOAUTE OOC/IEA0BAHHE OPraHN3aLHi, BBIABIATH MHH(POPMALUOHHbBIC
noTpeOHOCTH Mmosb3oBaTeseid, POpMHPOBaTH TPeOOBaHH K HH(QOPMAIIMOHHON CHCTEM
I1K-1.4 Cnioco0eH cocTaBIATh U COIIACOBLIBATH IJIaH padoT 1Mo co3aaHnio (MoaupUKaum) U
conposoxaeauto MC

[TK-8 CnocoGHOCTb 3KCILUTyaTUPOBATh YJKOHOMHYECKUE HH(OPMAI[MOHHBIE CHCTEMBI U IPUHUMATH
y4acTue B yIpPaBJIeHUH [TPOEKTAMU [0 UX CO3JaHUIO U BHEJIPEHHIO

[1K-8.1 Pa3pabateiBaeT nian BHEPEHU HHPOPMATMOHHON CHCTEMBI

[1K-8.3 CrocobGen npuHUMATE yqacTHE B YIIPABICHUN TIPOEKTOM pa3padoTKH NHGOPMALTMOHHOH
CUCTEMBI

3AJIAHUSI
3anaunne 1
Paszpadorka UC onenkn 3ppeKTHBHOCTH Npouecca ynpapjaeHust HHIHIEHTAMH

Ha ocHoBe aHanmm3a ommcaHWs Ipollecca yIpaBlIeHWS WHIHACHTAMH [0 MaTepHalaM OCHOBHOW H
BCIIOMOTaTEIbHOM JIMTEPATYPHI JHCIIATIIIHHBL.

— paspaborate Tuiad npoekra cosjganus MC onenkn 3hdexkTHBHOCTH Tpoliecca yIpaBJieHus
WHIHJICHTAMH;

— copmupoBath IepeuycHb NoKaszaTencH Ui OUCHKH 3({EKTMBHOCTH Ipolecca YIpaBJCHUs
HMHOUICHTAMM,

— TPE/UIOKHTh CTPYKTYPY JaHHBIX [ ydeTa MHIMKJACHTOB, TMO3BOJIAIONIYK pa3paboTaTh
AICOPUTMBLL  ONpelAeieHHa I1okazarened OueHKH 3(QGHEeKTHBHOCTH IIpOLEcca  YIPABJIEHHs
UHIHACHTAMH;

— pa3paboTaTh AITOPHTMEI [T OTIpeAeNIeHHs NATH TIoKa3arere olleHkH d(pGeKTHBHOCTH Mpoiiecca
YIpaBJIEHUs] HHIIUIECHTAMH,

— pazpaborath nHIOTHYH (usndeckyio wmojaens HC  onenkd  3hpeKTUBHOCTH Tpoliecca
yIpaBICHHs HHIMACHTAMH C MCTIOJIB30BaHHEM TATH mokasateneil Ha miarhopme CYB]] Microsoft
Access;

— npoBectu TecTtUpoBanue ¢uiznuyeckoit monenu WC Ha npumepe pacuera naru nokasateneit
OlICHKH 3(P(PEKTUBHOCTH MPOILECCA YIPABICHUS MHIH/ICHTAMH.

3ananue 2
Paszpadorka UC onenkn 3ppeKTHBHOCTH Nponecca ynpapjaeHus npodiaeMamu

Ha ocHoBe aHain3a OTIMICAHHS Mpollecca YNpaBIeHHs NpolieMamMH Mo maTepHaliaM OCHOBHOH W
BCIIOMOTATC/IBHOM JIMTEPATYPBI AUCHUTLTHHBL:

— paspaboTtate miaH mnpoekta co3nanus MC onenkn >3(QQeKTHBHOCTH mpolecca ynpaBieHHs
npoodneMamu,

— cdopMHpOBaTh l€pedYeHb IOKazareiaed Juis OHeHKH 3(O(EKTHBHOCTH IIpOLIEcCa YIIPaBICHHS
npobnemMamH;
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— NpPeIOKHUTE CTPYKTYPY JAHHBIX A8 ydeTa mpoOlieM, NMO3BOJSIONIYI0 pa3paboTaTh alrOpPHTMEI
ornpeaesenus nokasaresnei oneHku AhheKTHBHOCTH Npoliecca YIpasieHus npodieMamu;

— pazpaboTaTh aJrOPUTMBbI JUIS ONPENIETICHUS IATH MoKa3arelei oueHku dhdekTHBHOCTH npolecca
yIpaBIeHHs polieMamH;

— paspabortath MWIOTHYIO Guzndeckyro wmoxaenb WMC ouneHkn »h(EeKTHBHOCTH Mporecca
yrpaBieHus mpobIeMaMu ¢ MCTIONb30BaHHEM TATH mokaszarteneii Ha mnatgopme CYBJ] Microsoft
AcCcess;

— npoBecTH TecThpoBanue (usuueckoit Monenu MC na npuMmepe pacuera naTH nokasarenei
OLeHKH A((OEKTUBHOCTH MPOLECCA YIIPABICHUS MPOOIIeMaMu.

Janauue 3
Paspatdorka UC onenkn 3G PeKTHBHOCTH Npouecca ynpapJeHUs H3MEHEHHIMU

Ha ocHOBe aHanu3a OMMCaHMA Npollecca yNpapBleHHs M3MEHEHHAMH 10 MaTrepualaM OCHOBHOH M
BCIIOMOTATEIbHOM JINTEPATYPhI THCIHILITHHBI:

— pazpabotarh mnan npoexta co3ganus WUC onenxn sddexTuBHOCTH mMporecca ynpaBiIcHHS
H3MEHEHHSAMH;

— copMHupoBaTE TepedeHb INOKa3zaTened Ui OleHKH 3(PQexkTHBHOCTH mpolecca YyNpaBIeHHs
HU3MEHEHHSIMH;

— TMPeUTOKUTh CTPYKTYPY AAHHBIX IS yUeTa M3MEHEHWi, MO3BOISIONIYIO pa3paboTaTh alropHTMBI
orpeaeneHus nokasarenei oueHku 3 HeKTHBHOCTH mpoLecca ypaBieHHs H3MEHEHHAMH;

— pa3paboTaTh ATTOPUTMBI IJIS ONPEACTICHHU MATH MOKa3aTeneil oleHKH 3hGhEeKTHBHOCTH Mporecca
YIPABICHUS U3MEHEHHUAMH,

— paspabortath nuIOTHYIW0 (usnueckyro wmogens MC  onenkn sddexruBHOCTH mpouecca
yIpaBIeHUs. H3MCHEHHSMH C MCIIOJIb30BaHHEM TATH nokasareneii Ha ratdgopme CYBJI Microsoft
Access;

— npoBecTH TecTHpoBaHMe ¢u3udeckoi moaenu MC Ha npumepe pacdera maTH mokasarenei
o1eHKH I3P(YEKTUBHOCTH MPOLIECCA YTIPABICHUSI U3MEHEHUAMH.

3apanue 4
Pa3zpaborka UC onenkn 3¢dpeKTHBHOCTH Npouiecca yNpaBjieHHs KOHQUrypanusiMu

Ha ocHoBe aHajiM3a OonMcaHus MpoLEcca yNpaBJieHus KOHQUIypausMy 110 MaTepuaiaM 0CHOBHOM
M BCTIOMOTATEITLHOMN JIATEPATYPhI THCIHUTIIIMHBIZ

— paspabotate mnaH npoekra cozgaHusas MC ouenkn 3(dekTHBHOCTH mpoliecca ynpaBICHHSA
KOH(UTYpanusMHu;

— chopMHUpoBaTh MEpedYeHb NoKaszareneid s oueHKH (PQEeKTUBHOCTH Mpoliecca YIpaBlIeHHS
KOH(UTYpanmsmu;

— MPeJUIOKATE CTPYKTYPY JI@HHBIX JIIS  ydera KOH(UTypanuii, TNOo3BONAONY pa3padoTark
QITOPHUTMEBI  ONpEeJeJIeHHA ToKaszarenedl omeHkH H(PPEeKTHBHOCTH mpolecca  YIpaBICHHS
KOH(pUTYypauusiMK;

— pa3paboTarh aJITOPUTMBI I OTIPEIC/ICHH MIATH IMOKa3aTes el olleHKU 3(peKTHBHOCTH Tpoliecca
yIpaBiIeHUs KOHPUTYpALHAMH;

— paspaboTare NHIOTHYIO (u3HYeckyrw Moxaenb HMC omeHkn 5(QEKTHBHOCTH mpolecca
VIPaBJICHUsT KOH(UIypalMsIMU C HMCIOJB30BAHMEM [ATH nokaszarenell Ha nardopme CYB]]
Microsoft Access;

— mpoBecTH TecTupoBaHue ¢usndeckoil moaenu MC Ha npumepe pacdera MATH TOKa3aTelnei
oLleHKH d(Q()EKTUBHOCTH MPOLECCa YIIpaBJIeHHs KOH(UIYpaLHAMH.
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3ananue 5
Paspaborka UC onenkn YpheKTHBHOCTH NPOHECca yNPaBIeHUNA PeIH3aMu

Ha ocHoBe aHanu3a omMcaHMs MpoLEcca YIPABJICHHUS pelIu3aMH MO MaTepHaiaM OCHOBHOI H
BCIIOMOTaTE/IbHOM JTUTEPATYPb! JUCHUILINHbL:

— paspaborare mian mpoekra coszganus MC ouenkn sddexTuBHOCTH Iporecca yrpasieHUs
penuzamu;

— chopMmupoBaTh NepedyeHb IoKazarejaed Ui oueHKH >(G@dEeKTHBHOCTH IIpoLecca YIpaBIIeHHS
penuzamu;

— TIPEJIOKHTH CTPYKTYPY JAHHBIX JUIS YYeTa PEaH30B, MO3BOJISIONIYKD Pa3padoTaTh alrOpPHTMBI
orpeeneHust nokaszareneil oneHku pGeKTHBHOCTH IPOLIECCca YIIPABICHUS PelIn3aMH;

— pa3paboTaTh aITOPUTMEI JUTS ONPE/IC/ICHNS TIATH MoKa3aTenel oleHKN 3hEeKTHRHOCTH Mpoliecca
YIpaBIICHHA PCITH3aAMH,;

— paspabotath NHIOTHYH Gu3udeckyro Mojenb HMC  ouneHkd 3GhdEKTHBHOCTH Ipolecca
YIPAaBICHUSA PEIM3aMH ¢ WCTIONB30BaHWEM MATH ToKasateneil Ha mmatdopme CYBJl Microsoft
Access;

— npoBectd TectupoBanue (uznueckoit momenu MC na npumepe pacuera nsTH IoKasaTeneit
OlIeHKH 3(h(EKTUBHOCTH MPOIIECca yNPaBICHUA PEeIH3aMH.

O®OPMJIEHUE PE3VJIbTATOB BbIMOJTHEHUS 3ATAHUII HA MTPUMEPE
PA3PABOTKH MC OLIEHKH D®®EKTUBHOCTH MPOLIECCA YIIPABJEHUS
MHLHUJIEHTAMHA

1.Ilnan npoexkta co3nanusgs MC oneHkH HJQ@QeKTHBHOCTH Mpoliecca YNpaBJaeHHs
HHIOHIEHTAMU:

—aHanu3 OMWCAaHUs Tpollecca YIPaBJIEeHUMS MHIMIEHTaAMM 110 MaTepHajaM OCHOBHOH W
BCIIOMOTATELHON JIUTEPATYPHI AUCHUIUTHHBI,

—(popMupoBanue Ha0Opa mokasareleH s OUEHKH O>(MQPEKTHBHOCTH Npolecca yIpaBJICHHA
HUHIUICHTAMH,

—(OpPMHUPOBAHUE CTPYKTYPBI (MOAEIH) JJAHHEIX JJI Y4€Ta HHIIHICHTOB;

—pa3paboTKa aaropuTMOB JUIS ONPEJC/IeHHs NSATH NoKa3areseld oueHkH 3PpQeKTHBHOCTH Tpoliecca
YIPaBICHHA HHIUJACHTAMHA HA OCHOBE MOJICITH JTAHHBIX Y4CTa HHIIUJACHTOB,

—pazpabortka nunotHoi huzuueckoin moaenu MC onenku »hhekTHBHOCTH nmpolecca yrnpapieHus
HHIHIEHTAMH C HCIIOJIB30BaHHEM IIATH Mokasareneil Ha mwiardgopme CYBJI Microsoft Access;
—TectupoBanve ¢Gusnueckoir momenmu HMC nHa mpuMepe pacuera NATH TMOKA3aTENed OLICHKH
3¢ eKTHBHOCTH IpoIecca YIpaBIeHHs WHIMICHTAMH.

2.TToka3aTes M ponecca ynpaBaeHns HHITHICHTAMH

Jms ynpaBnenus u oueHkH d(PeKTHBHOCTH MpoLecca yNpaBieHUs HHUUACHTAMH Tpeiaraercs
UCII0JIB30BATh CIIeAylolue KitodeBble nokasarenu spdexrusHoctu (Key Performance Indicator —
nanee KPI), crpynnuposanHuble 0 KpuTH4eckuMm Qaktopam ycrexa (Critical Success Factors —
nanee CSF):

— CSF bbicTpoe peunieHHe HHUMICHTOB, MHHUMH3AUHH X BJAHAHHS HA OU3HeC:

— KPI Cpennee Bpemsi, 3aTpayeHHOE HA PEUICHUE HHIIHJICHTA,;

— KPI Pacnpenenennie HHIHMAEGHTOB IO CTATyCaM;

— KPI IIponeHT HHIUASHTOR, PEIISHHBIX ITePBOH JTHHHEH MOIISPKKH;
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— KPI IIpoueHT HHUHIEHTOB, PEILIEHHBIX JHCTAHIIHOHHO,;

— KPI KonnuecTBo pellieHHbIX HHIIMEHTOB, HE NOBIMABIINX HA OU3HEC.

— CSF Nomepxka kayecrra UT-yeayr:

— KPI O0niee KoMM4IecTBO HHIMACHTOB (KOHTPOJIBHEIH IIOKa3aTelb)|

— KPI Paszmep ouepean HepELICHHBIX HHIIMJIEHTOB 110 KaXA0H YCIYTe;

— KPI KonugecTBO M NPOIEHT 3HAYHTENBHBIX (Major) HHIHAEHTOB 110 KaXI0i yciyre.

— CSF HNomaepxra ynoBJIeTBOPEHHOCTH MOJbL30BaTeJIEH

— KPI Cpennumii dayur onpoca 1o 1oJib30BaTelisaM /3aKa3qHKaM;

— KPI IIpomeHT ya0BIETBOPEHHOCTA OTBETHBIIHNX MO0 CPABHEHHIO C OOIIHM YHCIOM Yy9aCTBYIOIIHX
B OIIpOCE.

— CSF VYayuumieHHe npo3pavyHOCTH H KOMMYHHKAHHI NPH pelleHHMH HHUHIEHTOB MEKLY
OH3HecoM H nepconagom nopaepxku UT:

— KPI Cpennee koauuectBo oOpamieHuilt B ciyx0y NOANEPKKH HIH JPYTHX KOHTAKTOB C
MIOJIE30BATENAMH I10 TIOBOAY HHIHAEHTOB, M0 KOTOPEIM YK€ OBLIO H3BEILEHHE,

— KPI KonudgectBo npetensnii 1 npodieM No MoBOAY COAEPKaHHA H Ka4eCcTBAa KOMMYHHKALHI NIpH
PeLIeHHH HHIUIEHTOB.

— CSF CoBMmemenne NpPHOPUTETOB [JefiTeILHOCTH MO0 VIPABIEHHI0O HHOMACHTAMH €
NpUHOPHTETAMH OM3Heca:

— KPI ITpoueHT MHIMASHTOB, PEUIEHHBIX 0e3 HapyuieHus neneit SLA;

— KPI Cpeansisi croumMoCcTh OAHOTO MHLIU/EHTA,

— CSF OoecneueHne HMCHOJIB30BAHUS CTAHIAPTHBIX METOJOB H [POLEAYp I[pH PEIICHUH
HHLIHJCHTOR;

KPI KonuyecTBO ¥ MPOLIEHT HENPABHIBHO Ha3HAYEHHBIX HHIIUIACHTOB;

KPI KonuyecTBo U MPOLEHT HENPABUIILHO KIACCU(PUIUPOBAHHBIX HHIIHICHTOR;

KPI KonuuecTBO M MPOIEHT HHIMACHTOB, 0OpaboTanHbIx coTpyaHukamu Service Desk;

KPI KonuuecTBo ¥ MpOLEHT HHUWAEHTOB, CBA3AHHBIX C U3MEHEHUAMH H PEJIM3aMHU.

IIpumeuanne.

Kpurnueckumu akropamu yeuexa (CSF) sisistiores 00mactu, B KOTOPBIX NPEAIIPUHUMAKOTCS [LHATH,
rje Ba)KHa BBICOKas IPOM3BOJAMTEIBHOCTH WIIM YCIEX—OOIacTH, KOTOPBIE OMNpPEeIsioT YCrex
OusHeca.

Kmrouesie mokasarenu 3¢dextuBHoctn (KPl) — mokasarenn aesarelbHOCTH IMOOpa3aeiIeHUS
(mpennpusitusi), KOTOPblE OMOIal0T OPraHU3alUi B JOCTHKEHUU CTPATErM4eCKUX U TAKTHYECKUX
(omepalHOHHBIX) LEICH.

Knrouebie mokazarenu 3pHekTHBHOCTH ABIAOTCS npousBoaHeiMU 0T CSF. Kimouessle mokazarenu
2 (HEeKTUBHOCTH SBISIOTCS I0KA3aTEISAIMM, MCHOJIB3YEMBIMH JUISi KOJMYECTBEHHOM OLEHKHU Lenei
yrpaierusi. OHU COMPOBONKIAIOTCS LEJIEBBIM UITH TOPOTOBbIM 3HAYEHHEM U [TO3BOJISIOT U3MEPAThH
TIPOM3BOANTENEHOCTB.

3. CTpyKTYypa TaHHBIX VISl Y4€Ta HHIHJACHTOB:

- YHUKANIbHBIA UACHTU(DUKATOP HHI[UACHTA;
- KaTeropui HHUUEHTA;

- CpPOYHOCTbL HHIIHICHTA.

— BITUSTHHE HHIHJICHTA,

- NIPHOPUTET MHIIWACHTA;
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- JaTa v BpeMs 3aIKcH;

— Wmst/ID uenoseka WM rpyTimisl, cEaBIIeH 3anuch 00 MHIUICHTE;
- METO/]I YBEIOMJICHHS,;

- HM51/0TACI/HOMEP/paciioIoKCHHE TT0JIh30BaTEIIS;

— MeTOJ 00paTHOH CBS3H;

- OIMUCAHHE CHMIITOMOB;

- CTaTyC MHIWJICHTA;

- CBSI3aHHBIC KOHQUIypallMOHHbIC €UHHUIIBI;

- TpyIna NoJAepKKH/COTPYAHHUK, K KOMY NE€PEaApecOBaH HHIU/CHT,
- CBA3AHHAs C HHIHIEHTOM IMpodsieMa/n3BecTHAsA OIIHOKa;

- JeATeNbHOCTH, OCYIIECTBICHHBIC IS Pa3pelICHHs HHIIH/ICHTA;

- BpEMS ¥ JaTa pa3penieHns HHITHIEHTA,

- KaTeropus 3aKpbITHS,

- BpeMs M [aTa 3aKPbITHS.

4. Puzuveckast moaeab HC onenku 3¢p¢eKTHBHOCTH NpoLecca ynpapjieHUs HHIMIEeHTAMH,
paspaboranHasi Ha naatdopme CYB/] Microsoft Access

4.1. ®usnyeckas Mojieb 02361 JAHHBIX JIJIS Y4eTa HHIIH/IEHTOB

Kateropua WMHumaent
70 CpouHocTs

7 Koa
HanmeHoBaHne

’

Kateropua 7 Kog

CPOYHOCTE HauMeHoBaHUE
BAMAHNE

Jlata v BpeMA perucTpauun
Perucrpatop

MeTog yeesoMNEHHA

Jlannsle 0 Nonb3oBaTENE
ONUEAHHE CHMATOMOE

: Peructpatopsl
% Koa

DAD

CBA3AHHEIE KOHBUTYPALNOHHSIE EAMHILEl

Tpynna noaae pxen

Bavarue

—/

MeToA 0GPATHOT (BRZM Lomsiocts
7 Kog Bpema pewena MeToabl YEeAOMAEHNA
HanmeroBanme CBA33HHAA C MHUKWASHTOM npoBaema % koa
K04 2akpeimia HaumeHoBaHWe MeToAa
Jlata v BpEMA 3aKPLITHA
MpHopuTeT
CraTyc
Mpuopuret
; Cratyc
i Kog
7 kon

HaumeHosaHe
HaumeHosaHue
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4.2, SQL-3anpocbl (aaropuTMbl) A5 pacuera NATH NokasaTeeil >(PPeKTHBHOCTH
nponecca ynpapiaeHus uHupaeHtamu KPI, erpynnuposannbsix no CSF «bbicTpoe pemienne
HHUHIEHTOB, MUHUMH3AIHU UX BJIHUSHUSA HA OH3HEC»:

— KPI Cpennee Bpems, 3aTpauyCHHOC HA PCLICHHUC MHIIMICHTA!

SELECT Round((Sum(Cpennee)/(select count(*) FROM Uuuuaenr WHERE ([Muunent]![lara u
Bpems 3akpeiTu])>0)),5) AS Cpemnee Bpemss FROM (SELECT HWanunenr.[ata u Bpems
perucrpannn], HWumupent.[[Jata w  Bpemsa  zakpertus], DateDiff("d",[[lata w  Bpems
peructpauun],[lara u Bpems 3akpeitus),2) AS Cpennee FROM Uuunaent) AS [%$##@_Alias];

— KPI Pacnpenenenyne HHIUACHTOB IO CTATyCaM.

SELECT Count([Muuugent].[ID]) AS KomuuectBo, Munugent.[Ctaryc] FROM Cratyc INNER
JOIN MHuumpenr ON Craryc.Kon = HWuuuaent.[Cratyc] GROUP BY MHWuuuaenr.Craryc,
[Mamunent]![Cratyc];

— KPI IIpoueHT HHUHICHTOR, PELIIEHHBIX MIEPBOM JIMHHEH MOIICPXKKH

SELECT ROUND(Count(Maunaent.ID)/30%100,2) AS Beipaxennel FROM Wuuuaent WHERE
((Maumpent.[['pynna nopnepxkn])="1"));

— KPI [IpoueHT WHIHIEHTOB, PEIIEHHBIX IUCTAHI[UOHHO:

SELECT ROUND(Count(Muuuznent.ID)/30%100,2) AS [Pemennsle aucranuuonto] FROM
[Meroa oOparnoii cesazu] INNER JOIN Huumpent ON [Meron oOpartnoit cessul.Koxg =
Unamuaent.[Meron obparHoii CBSI3H| WHERE (([Meton obpatHO#
cBs3H . HanmenoBanue)="nucraniinoHHo"));

— KPI KonuyecTBo peuieHHbIX HHIIHISHTOB, He TOBIHABIINX Ha OU3Hec:

SELECT COUNT (Mumunent.ID) AS [KoauuecTBO pelleHHBIX MHIWAEHTOB, HE MOBIMSBIIMX HA
omsHec|[FROM Brmsane INNER JOIN HWummaent ON Bimsuane Kox = Wanuaent.Bimsiaue
WHERE (Bnusaue.HanmenoBanne = "manoc").

4.3. ®opma BBO/1A 1aHHBIX /LISl y4€Ta HHIHIEHTOB

dopma BBoga MHumaeHTa

hd|

E I pynna nogaep: |1-A AMHMA nogaep:ken (cnyxba S~
PaGouasn cTaHWKWA (MOHMTOR, CETE ~
CpoMHOCTE Huskan ~
L RETER] e
1y [HM3KKMA - Hesrenwnocty, MNposeaeHa AUarHocTUHa

03.12.2020

el |Mropes Hukonai
Bpema u gata p 032.12.2020

© NpefocTasNeHo NOAHOS PeLISHNE ~

Mertog yeegonm |(C nomolso cry#bel ServiceDesk |~ Bpema u garta 3 04.12.2020)
WMmahorgen\nor (OTaen 1

< > = -

erog obpartie [AWMcTaHUMOHHOD il

Onucanme camr (He paBoTaeT MoHuTOp

3aKpbIT -
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4.4, Boixoanas ¢opma pe3yabTaToB pacuera nmokasartesaeid KPI, crpynnmuposannnix mo CSF

«EbICTIJOE PECIICHHEC HHIIHACHTOB, MUHHHMH3AIIHH HX BIHAHHA HA OHM3HEC»

j l4-||||.'[.=H1. 1 E CSF '\ 15 cxema .'\EHHhIK. 1 @ TPOLEHT WHYHASHTOS, PELLEHHEN JHCTEHUHOHHD ) _“E KOMMUECTRO MHUWAEHTOE, HE NCENUABLUNE Ha GUSHEC
20 Ba3bl paHHbIx  Boicokan Manoe 07.12.2020 TopwHoe MaTe: Mo 3nekTpoHHC ALMHH LHCTaHUHMOHHO
21 Nopaepwra Buicokan Manoe 08.12.2020 Cronukos Auap Meccenpmep JucTanumoHHo
22 Npoeaitgep Bricokasa MpeaensHo 3HE 09.12.2020 CoporuH Mropt Mo aAekTpoHRC YCTaHO B MK NUcTaHUMOHHO
Jannce: W4 1wz 21 oMK Her guisTpa Mawck 4

o KPl PacnpeasneHys MHUMOASHTOB NO CTaTyCam
KPI MpoueHT MHUKWAEHTOE PEUSHHBIX AMCTaHLMOHHO
. Honuuecteo ~ Cratyc -
63,33 v

16 3aKpeIT
KPI MpougHT MHLWASHTOR, pRLIEHHLIX NEPBOR AKHKER NOAAEDHKW 1 paspewen
3 NpPUHAT
46,67 ~ =
2 HOBEIA
1 oTnomeH
KPl Cpegree spemn, 3aTpaYeHHOE Ha PEWEHWE MHUWOEHTE 1 HasHaueH
8,5 - 1 zannaHuposaH
5 AaKTMBHLIA
KPl HonuyecTao pelieHHBIN UMHLMOSHTOB, He NoBAWABLIMX Ha Buaner

g &

4. ®aiin u/unu BT3 ¢ NOAHbLIM KOMMNAGKMOM OUEHOYHbIX Mamepuanos npusaazaemcs.
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