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lMocKoNbKy BCE OHUM ABNAOTCA BM3Hec-npoueccaMmm, TO CTOUT ONpeaennTb NX KOJIMYECTBEHHbIE U Ka4eCTBEHHbLIE
XapaKTepucTmkn. KayecTBeHHbIe NapaMeTpbl (MOKasaTenn) npouecca oTpaXkaloT KavyeCTBO AeATENIbHOCTH,
KOJINYECTBEHHbIE - BbIpaXkaloTCHA B BUAE HEKOTOPOro AeNCTBMTENbHOMO YMC/a, UMEKOLLLEro onpeaeneHHbIn
PhU3N4ECKUN NN IKOHOMUNYECKUA CMbICH.

K KonnyecTBeHHbIM Noka3aTenaMm 61usHec-NpoLeccoB OTHOCAT MPOU3BOANTENBHOCTb, AJNTENbHOCTL (Man
NPOAO/HKNTENBHOCTL) U CTOMMOCTb.

Mpon3BOANUTENBHOCTb — 3TO OTHOLIEHME KONNYecTBa eANHUL Ha BbIXO4e K KOJIMYeCTBY eANHUL, Ha BXoge
npoLiecca.

OnnTenbHoCcTb — Bpemsi, Heobxoanmoe A5 BbIMOJIHEHUS NPOLECCa, UK MPOMEXXYTOK BPEMEHU MEXOY HayasloM
rnpoLecca 1 ero 3aBepLUeHneM.

CTOMMOCTb npoLecca — COBOKYMHOCTb BCeX 3aTpaT, HEOH6X0AMMbIX ANs OQHOKPATHOro BbiNoJIHEHUA Bu3Hec-
rnpouecca.

Tabnunua 1.1 - KonnyecTBeHHbIe XapaKTEPUCTUKM 3aaad

Ne Ha3zBaHue 3agayvun (busHec-npouecca) KonmyecTBeHHbIE XapaKTePUCTUKN

Mpon3soanTensHOCTb AnntenbHoCcTb CTOMMOCTb

1. YyeT 3aaBoOK nosib3oBaTenen Kon-Bo 06paboTaHHbIX 3a8BOK Ha COTpyAHMKa HopMa B MUHYTax Ha 06paboTky
(y4eT) ogHom 3asaBkuM MovacoBas onaaTa TpyAa COTPYAHUKY*

OnntenbHocTb BU3Hec npouecca

2. Pernctpaumsa 3a8Bkn Konny4ecTBo 3apermcTpmpoBaHHbIX 3asBOK Ha COTpyAHMKa HopMa B MUHyTaXx,
noTpaYeHHbIX Ha nogadvy O4HOM 3asaBKK [TovacoBas onsaTa Tpy4Aa COTPYAHMKY™®

OnntenbHocTb BU3Hec npouecca

3. PacnpepeneHune 3a8aBoK Koan4ecTBO pacnpenesieHHbIX 3a9BOK

Ha coTpygHuKa HopMa B MMHYyTax, NOTPaYyeHHbIX Ha Ha3HavyeHue B paboTy ofnHOM 3aABKK MNoYacoBasa onnaTa TpyAa
COTPYAHUKY*

OnntenbHocTb Bu3Hec npouecca

4. BbiNoJSIHEHWE 3a5BOK KONMYECTBO BbIMOJJIHEHHbIX 3asiBOK Ha COTpPYyAHWKa HopMa B MMHYyTax Ha BbIMOJIHEHWE
ogHon 3aaBku NovyacoBas onnaTta TpyAa COTPYLHUKY*

OnntenbHocTb BU3Hec npouecca

5. KOHTpPO/1b NCMONIHEHUSA 3a9BKN KOIMYECTBO 3aKpPbIThiX 3a9BOK Ha COTPYAHMKa

KonnyecTBo 3adBOK OTMNpaBJ/ieHHbIX Ha A0PaboTKy Ha COTpPyAHMKa HopMa B MUHYTax Ha aHa M3 O4HON 3asBKU
lMo4vacoBas onnaTa TpyAa COTPYAHMKY*

OnutenbHocTb Bu3Hec npouecca

6. dopMmpoBaHmMe oT4eTHOCTU KONM4eCTBO OTHETOB Ha COTPYAHMKa HopMa B MMHYyTax Ha (hopMUpOBaHME OTHETOB
[MoyacoBas onsaTa TpyAa COTPYAHUKY

Pe3ynbTaTMBHOCTb OTpakaeT ypOBEHb peaan3aunm Lenen n onmcbiBaeT, Kak yYA0BAETBOPATCA NOTpebHOCTN 1
0XXUOaHuNA NoTpebuTens nnm KNneHTa npouecca.

S heKTNBHOCTb - MEPa TOr0, HACKOJIbKO XOPOLLUO NPOLLEeCcC NCMOJIb3yeT pPecypchl, TO €CTb COOTHOLLIEHne



pe3ynbTaToB W 3aTpaT, HeobXxoanMbIX 418 OCYLLECTBAEHNA NPOLECCOB AeATEeNbHOCTU OpraHnu3aunm.

Tabnunua 1.2 - KavyecTBeHHblE XapaKTepuCTUKN 3aaa4

Ne Pe3ynbTaTUBHOCTb D(PPEKTUBHOCTb

1. YyeT 3aaBOK nosb3oBaTenen KonmyecTso 3a8B0K 3a pabovee BpeMsa DaKTUYECKOE KOJIMHECTBO YHYTEHHbIX
3aaBOK/3aTpaThl

2. Pernctpaumsa 3a89Bkn Konn4ecTBo 3apermcTpmpoBaHHbIX 3as8BOK 3a paboyee BpeMs PakTnYeCckoe KONYeCTBO
3aperncTpupoBaHHbIX 3a9BOK/3aTpaThl

3. PacnpepeneHune 3as8BoK Konm4ecTBo pacrnpenesieHHbIX 3a8BOK B paboyee BpeMs DakTn4eckoe KONM4eCcTBo
pacrnpegesieHHbIX 3aKa30B/3aTpaThl

4. BbINoJIHEHWE 3a8BOK KONMYECTBO BbIMOJIHEHHbBIX 3a5BOK 3a paboyee Bpema PakKTUYeCKOe KOIMYeCTBO
BbIMOJIHEHHbIX 3a8BOK/3aTpaThbl

5. KOHTpoab ncnonHeHns 3as8BKn KoanM4eCcTBO 3aKpbIThiX 3a8BOK 3a paboyee BpeMs

KonnyecTBo oTnpaBJfieHHbIX Ha [opaboTKy 3asaBOK 3a paboyee BpeMsa PaKTUYECKOE KOJINYECTBO 3aKPbIThbIX
3a8BOK/3aTpaThl

PaKTMYeCKOe KOJIMYECTBO OTMNPAaBJIEHHbIX Ha A0PAabOTKY 3aABOK/3aTpaThl

6. dopMmpoBaHMe 0TYeTHOCTU KoNnM4ecTBO OTHETOB 3a paboyee BpeMs DakKTUYECKOE KOJIMYECTBO
CHOPMUMPOBaAHHBIX OTHETOB/3aTpaThl

BHenpeHune B paboTy UT-cnyx6bbl Service Desk cncteMbl, CBA3aHO C TEKYLLEN CUTYaLNEN Ha NpeanpusaTum
Tabnnua 1.3.- TekyLwas cuTyaumsa Ha NpeanpuaTum

Mpobnema HM3KUn ypoBEHb KOHTPOIA 1 y4eTa obpalleHns B CNyKOy TexHUn4eckon nogaepXKm CepBmcHoOro
LLeHTpa, OTCYTCTBME COMPOBOXAEHNSA MOCTYNUBLUEN 3as9BKU, OTCYTCTBME eanHON 6a3bl faHHbIX OTKa30B TEXHUKN U
MPeAnpPUHATLIX PeLleHnin, onmcaHna Nnpobnem ¢ TEXHUKON N MHUWOEHTOB, KOHTPOJIb U y4eT paboyero speMmeHun
nepcoHana cny>Xbbl TEXHNYECKO NOALEPXKKN.

Bo3penctByeT Ha HavanbHUK Ciy>XObl TEXHUYECKON NOAAEPXKKN,

CrneunanncTbl CyX6bbl TEXHUYECKON MOALEPXKKM,

Bce paboTHUKN 6a3bl 0oTAbIXa, KOTOPble paboTaloT C KOMMNbIOTEPHOW, OPUCHOM UK OPr TEXHUKOW.

Cnyx6bl y4eTa U KOHTpOAS

PesynbTaToM 4ero asnsetca Cncrtema Service Desk -npegHasHavYeHHasa oasa aBTomaTusauum obpaboTkm 3anpocos
KJIMEHTOB C Y4€TOM BpeMEHU MOCTYMJeHNS 3a8BKN, onncaHns npobnemsl, ONMcaHna MHUNAEHTa, ONMcaHns
peLleHuns, AaHHbIX N0 CNeunanncTy, gaTta 1 BpemMa peweHns npobnemsl.

Cenyac pewaeTtcsa BHegpseTcsa Service Desk cucremel

Nmetowmecs peweHnsa Freshdesk, Spiceworks, C-Desk, ngDesk, osTicket, OTRS Free

ABTOpPCKME CUCTEMBI

BapuvaHTbl nCNosib30BaHWA. BapnaHTbl MCNOJIb30BaHNA U POJIN YHaCTHUKOB onpefesieHbl B guarpamMme BapnaHToB
(pnc.9).

Puc.9. AHanun3 posien n BapnaHTOB UCMNOJIb30BaHUA

B npouecce ynpasneHua nHumnaeHtamm Service Desk oTBevaeT 3a yCcTpaHeHMe 1 CONPOBOXXAEHWe NHUMAEHTOB
BMJIOTb 40 UX 3aKpbiTuA. Mpun 3ToM Service Desk, B cny4yae He06X0ANMOCTH, B3aMMOAENCTBYET C APYrUMN
3NeMeHTaMn NHPPaCTPYKTYpPbI.

B3aumMopgencTemne Mexnay afieMeHTaMn MHDpacTpyKTypbl OpraHm3aumm nponcxoanT B COOTBETCTBUN C
BHYTPEHHUMW COrflalleHnaMun, B KOTOPbIX oNpenensioTcs NHTepdenc n Nopsaok B3aMMooencTBUSA, a Takxe
OTBETCTBEHHOCTb CTOPOH.

Ha ocHoBe BblILLEe ONMCAaHHOr0 anropnTMa onpeaenmm MYyHKLUN CUCTEMbl OIS Ka)KA0W U3 rnoA3ajau.
Tabnuua 1.4- OCHOBHblE PYHKLMN CUCTEMbI

dTan 3aja4vya OYyHKUUN CUCTEMBI

1 AsTopu3saums MNpepocTaBmTb BbIGOP aBTOPM3aLIUM

MpoBepka KOPpPEeKTHOCTU BBOAA NOrMHa 1 Naponsa (ponan)

NoeHTuduunposaTb COTPYAHMKA NO AaHHbIM YY4ETHOM 3anncu

2 Peructpauuns 3assBku ABTOMaTU4YeCKU BHOCUT AaTy co3gaHusa n cotpynHuka UT-CIY>XXBbI

ABTOMaTUYECKM NPpUCBaMBaeT CTaTyC 3aaBKN «OTKpbITa»

3 PacnpepeneHune 3aaBoK Ha3zHavaeT KpaHUN CPOK 3a8BKWN B 32aBUCUMOCTU OT HAaCTPOEK, BbIMOJHEHHbIX
aOMUHNCTPATOPOM

OnpepensieT NpuopuTeT B 3aBUCUMOCTU OT COTPYAHWKA, NMoAaBLUero 3asBKy (ero opraHusauunu, nogpasgesieHnsa u



DOJDKHOCTN)

Ha3Ha4aeT ncnosHnTens B 3aBUCUMOCTM OT NOAKATErOpumn 3asBKn

MeHsileT cTaTyC 3asBKM Ha cTaTyc «Ha3HayeHa B paboTy»

4 BbinonHeHne 3aaBkK CoxpaHsaeT BPEMS BbIMOJIHEHMS, PELLEHME MO 3as8BKe U ee Tun

5 KOHTpOJIb UCMoNHeHUA 3asaBKK MNpefocTaBiseT BO3MOXKHOCTbL NpeacenaTesto 3aKpbiBaTb 3as8BKY, €C/n 3TO
coenan cotpyaHuk UT-CNY>XKBbI

6 ®opmMuMpoBaHME OTYETHOCTU BbICTPBLIN MOUCK 3asBOK B CUCTEME

dunbTpaums 3aaBOK NO pasNYHbIM NapaMeTpaM (KaTeropuum, nogkaTeropum, UCNOIHNTENO, NONb30BaTENIo,
cTaTycy, NpuopuTeTy, TUMY 3aABKWU)

dopMmMpoBaTb OTHETHI B rpanyeckom suae

7 AAMUHUCTpUpoBaHMe PegakTupoBaHue CNpaBOYHMKOB, Ha3Ha4YeHne npas 1 posie COTPYAHMKaM CUCTEMbI
PaboTa cneunannctoB UT-cnyxbbl MHHOPMaALMOHHOM CNCTEMbI CEPBUCHOIO LLleHTpa Ha4YnHaeTCcs C NoCTyrnaeHns
3aaBKuW. [Nocse 3TOro Ha NepBOM 3Tane onepaTop KnaccnduumpyeT npobnemy naeHTudgnumnpys ee B 6ase 3HaHun,
B C/ly4ae NoNoOXXNTeNbHON naeHTngnkaumm, npobnema peliaeTcs onepaTopoM Uan CrneumaancToM LLNPOKOro
npoguns, ecnm npobsemMa He NAEHTUPUUNPYETCA, TO OHa NepelaeTcs Ha BTOPON YPOBEHb, FAe ONpenenseTcs
cneunanunucT y3Koro npoduns ons pewenus npobnemsl, npobnemMa AnarHoCcTupyeTcs, 3aTeM pellaeTcs, BapuMaHT
pelweHns npobnembl pernctpmpyeTtcs B 6aze 3HaHMN. 3a9BKa PerucTpupyeTcsa Kak BbIMOJHEHHas.

Mpouecc BbINOMHEHUS 3a89BKM Ha 06CNy>XKMBaHWE Ha4YMHAET OeNCTBOBATh C MOSBIEHUEM 3a8BKU C YKa3aHUEM
npobnembl 1 NpekpallaeT cBo paboTy nocsie ncnpasneHnsa cCMTyaunm. 3TO 03HaYaeT, 4HTO KOpHeBas NpuYmHa
BO3HUKHOBeHMA npobaembl (MHUMAEHTa) He BCcerpa bbiBaeT yCcTaHOBJIEHA U MHUMAEHT MOXXET MOBTO—PUTLCSH
CHOBa.

Puc. 10. UseCase paboTbl nosb3oBaTeNIe pasHOro Tmna ¢ CUCTEMOM

[nsa BbISCHEHNSA MPUYNH BO3HUKHOBEHUA KaK CYLLECTBYIOLLNX, Tak 1N NOTEeHUMaNbHbIX NpobieM npon3BoanTCa
n3y4veHune cny4daes obpawieHns n peweHne npobnem

2.3.7. Ockanayma NT-nHumpoeHTa

Cneuwnanuct Service Desk Ha ocHoBe nHpopMauum 06 NT-nHunpeHTe nepeHanpasnaseT UT-uHUnNpeHT
orniepaTMBHOMY CleunanncTy.

OnepaTuMBHbIA CNeunanucT nocse nosyvyeHus obpalieHnsa Ha OCHOBAHWUN MPUCBOEHHON K UT-nHUMAEHTY
KaTeropun KkBanampunkaumm HasHav4aeT UT-nHumageHT Ha cebsa. B cnyyae HenpaBULHON MapLupyTusaummn
ornepaTuBHbINA cneunannucT Bo3epallaeT UT-obpalweHne kK Cneynannctam Service Desk.

B cnyyae HeBO3MOXXHOCTMK BocnponsBeaeHna UT-nHUnaeHTa nam oTCyTCTBUSA TEXHUYECKOM BO3MOXKHOCTM MO ero
pa3peLueHnto OCYLLECTBJIAETCS Nepexon Ha 3Tan «3akpbiTue NHUUAEHTa».

2.3.8. i3y4eHune n gnarHoctuka UT -nHumaeHTa

Mpwn NnpaBnILHOM Ha3HavyeHUn NT-obpaleHna CneunanncT No paspeweHnto MHUNOAEHTOB OCYLLEeCTBASET U3y4yeHme
N OMarHoCcTuKy UT-nHUMAEHTa 1 NOMCK peLleHNs Mo ero paspeLleHnio nan paspabortke obxogHoro nytu. B cnydvae
HeobXoAMMOCTN CNeunanncT No CONPOBOXAEHUIO YTOYHAET UCXOAHbIe AaHHble ¥ MNonb30oBaTens, obpaTmeLLerocs c
NT-nHungeHTomMm.

Bca ponosHUTenbHas uan yToyHeHHasa nHpopMaums B obs3aTensHOM nopsaake gpukcnpyetcsa B UT-obpalieHun.
2.3.9. Pa3peweHve UT-nHUMAEHTA N BOCCTAHOBJIEHNE CUCTEMbI

Cneumanuct Service Desk/OnepaTuBHbIN crieunanncT/CneumnanncT No pa3peLlleHnto MHUMAEHTOB Noce
pa3spewieHns UT-nHunpeHTa npucBamnBaeT cTaTyc UT-nHunpeHTy «Pa3spelweH» n nogpobHo onnckiBaeT pesynbTaT
BbINOJIHEHHOWN paboThl.

2.3.10. 3aKkpbIiTUe NHUMOEHTA

Cneuwnanuct Service Desk cBs3biBaeTca ¢ [Monb3oBaTenem, coobwmeinmM 06 MHUMAEHTE, 419 NOATBEPXKAEHUSA
yCTpaHeHns rnaBHom NpuynHbl AT-nHUunpeHTa 1 3akpbiBaeT UT-nHUMAEHT.

B cnyyae, ecnm paspewenne UT-nHunpeHTa He noaTeep>xaeHo MNMonb3osatenem, To Cneumanuct Service Desk
Bo3BpalwaeT UT-MHUNOEHTY CTaTyC «AKTUBEH» C ONMCaHNEM NpUYnHbI. OCyLLeCTBASETCS nepexo Ha 3Tan
«3cKkanauma NT-nHunpeHTa».

Ecnn npu o06paboTke MHUMAEHTa He NpefoCTaBAeHbl MW HENPaBWUbHO NPefoCTaBs/ieHbl KOHTAaKTHbIe OaHHble
Monb3oBaTens, nnm Nonb3oBaTesb OTCYTCTBYET Ha pabovyem mecTe B TedyeHUn 2 paboyunx gHen ¢ MOMeHTa
perncTpaunm 3asBkKn N OTKa3blBAae€TCHA Ha3Ha4vyaTb OTBETCTBEHHOI0 COTPYAHMKA, Cneunanuct
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