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1. HEJIX OCBOEHUA

1.1 | Henp aucnunnunsl «IIpoueccHO-cepBUCHBIN NOAXO, K YIPaBICHUIO» — IOIy4Y€HHE CTYACHTAMU TEOPETUIECKUX 3HAHUH U
MIPaKTHYECKUX HAaBBIKOB B 001acTu ympasneHus UT-cepBucamMu 1 KOHTEHTOM.

2. MECTO B CTPYKTYPE OBPA30BATEJIbHOM ITPOT'PAMMBI

bnok OII: b1.B

2.1 TpebGoBanus K npenBa]PnTenbnoﬁ MOATOTOBKE 00y4aI01Ierocsi:

2.1.1 | YnpasneHue nHGOpMAIIMOHHOMN 6€30MaCHOCTHIO

2.1.2 | udopmanmoHHas OM3HEC-aHATIUTHKA B IU(DPOBOH IKOHOMUKE

2.1.3 | HayuHblii ceMHHAp MO HANPABJICHUIO MMOATOTOBKH

2.1.4 | CucteMHO-apXUTEKTYpHBIE PEIIeHUs B KOPIOPATUBHOM YIIPaBICHUU

2.2 JucuumianHbl (MOIYJIM) H MPAKTHKH, JUIsl KOTOPBIX 0CBOEHHE TAHHON THCHUNIAHBI (MOAY/Is) HEOGX0THMO KaK
NpeanecTBYIee:

2.2.1 |IloaroroBka K IpoLeAype 3aIUThI U 3aIIUTa BBITYCKHOI KBann(HKAHOHHOH pabOThI

2.2.2 | Ympasnenue ucnosHeHueM ousHec-mpoueccoB (BPM)

3. PE3YJIBTATBI OBYUYEHUMA IO JUCIHUITJIMHE, COOTHECEHHBIE C ®OPMUPYEMBIMHA
KOMIIETEHIIUSIMU

IIK-1: Cnioco6eH npoBOAUTH aHAJIN3 MPeIMETHO 00J1acTu, pa3padaTeiBaTh TpedoBanus k UC, ynpaBiasiTe H3MeHEHUSIMU U
puckamu

3HaTb:

ITK-1-31 uHCTpYMEHTAIbHBIC CPEACTBA aBTOMAaTH3anH ynpasieHus U T-uHGpacTpyKTypoii, cepBUCaMU U KOHTEHTOM

OIIK-1: CniocoGeH npuMeHATh B NIPo¢ecCHOHAILHOM JeATeIbHOCTH 3HAHUA (pyHIaMeHTANbHBIX HAYK, 3HAHUS B
MEKIUCHUILTHHAPHBIX 00J1aCTSX, JeKallue B 0CHOBe COOTBETCTBYIOLIero Npoduis noAroToBKu, pa3padaTbiBaTh
CTPaTeruio pa3BUTHsI HH(POPMANMOHHBIX TEXHOJIOTHIi HHPPACTPYKTYPHI NPEINPHATHS M YIPABJIATH ee peaan3anuei

3HaTh:

OIIK-1-31 meroas! 3¢ (GeKTUBHOTO yIpaBICHUS pa3pabOTKON MPOrPaMMHBIX CPEACTB U MIPOEKTOB

IIK-1: Cnoco0eH nMpoBoANTHL aHAJIU3 NMPeAMeTHOI 00acTu, pa3padaTsiBaTh TpedoBanus k UC, ynpaBiasiTb U3MeHEHUSIMU U
puCKaMu

YMmerb:

[IK-1-Y1 BeImONHATH GOpMHUPOBAHHE AAHHBIX 00 HHPOPMAIIIOHHOHN CUCTEME [T NOJAEPKKU YIPABICHU €€ )KU3HEHHBIM IIUKJIOM

OIIK-1: CriocodeH npuMeHsITh B MPo¢)eCCHOHAJIIBLHOM TeATeJILHOCTH 3HAHUA QYHAAMEHTAJIBLHBIX HAYK, 3HAHHUSA B
MEKIUCHUIIMHAPHBIX 00/1aCTAX, JeKalliue B 0CHOBE COOTBETCTBYIOIIEro Npoduiis NoAroTOBKH, pa3padaTbiBaTh
CTPATeruio pa3BUTHS HHPOPMALMOHHBIX TEXHOJOTHIl HHPPACTPYKTYPHI NPEANPHUATHS U YIPABISITH €€ peaiu3amnueit

YMmerb:

OIIK-1-Y1 BBINONHATH 3a/1a4X IPOEKTUPOBAHUS IIpoLieccoB ypaieHus U T-cepBucamu U1 KOHTEHTOM

IIK-1: Cnioco0eH npoBoANTL aHAJIU3 NIPEAMETHOI1 00/1acTH, pa3padaTeiBaTh TpeboBanus k C, ynpaBiasiTb U3MEHEHHAMHU U
pUCKaMH

Baanernb:

[IK-1-B1 naBbIKamMu pa3paboTku mporpaMmsl pa3BuTus I T-HHPpACTPyKTypsl MpeANpUSTUS

OIIK-1: Cnoco0eH NpUMeHATh B IPO¢)eCCHOHANLHOI AesITeIbHOCTH 3HAHUSA (YyHIAMEHTANBHBIX HAYK, 3HAHUSA B
MEKIUCIUIIHHAPHBIX 00J1aCTSIX, JeKallue B 0CHOBE COOTBETCTBYIOLIEro NPo¢uIsa NOAroToOBKH, pa3padaTeIBaTh
CTPATeruIo pa3BUTHS HH(POPMALMOHHBIX TEXHOJIOTHI HH(PPACTPYKTYPHI NPEANPHUATHS U YIPABJATH ee peaju3anueil

Baagers:

OIIK-1-B1 HaBbIikamu pa3pabOTKH MporpamMmbl pa3BuThs IT-uHQpacTpyKTYpsl NPEeaIPUATHS

4. CTPYKTYPA U COJAEPKAHUE

Kon HaunmenoBanue pasnenoB u | Cemectp | YacoB | ®opmupyemsie | Jlutepatypa | [lpumeuanue KM Brinosan
3aHATHSA TeM /BUJ 3aHATHS/ / Kypce HHIUKATOPHI H L. siemble
KOMIeTeHIUI pecypcsl padoTsI
Pa3gen 1. Beenenne B ITSM




1.1

OCHOBHBIE TEPMHHBI.
Crparerus UT-ycnyr.
Onpenenenue BO3MOXHOCTEH
U IIEHHOCTH yCITyTH.
dopmupoBaHue HopTdhens
UT-ycnyr. Yapasnenue
(uHAHCAMIL.

/JTex/

[K-1-31

J1.1
013335

1.2

dopmupoBaHue HopTdhens
NT-ycayr /Tlp/

IIK-1-31

92

13

Ornpenenenue BO3MOKHOCTEH
W 1ieHHoCTH yeryrH. /Cp/

OIIK-1-31

33

Pasnen 2. budanorexka ITIL

2.1

ITIL v.3 /JIex/

IIK-1-B1

32393

2.2

N3yuenue pasnenos ITIL
v.3 /Tp/

OIIK-1-Y1

95

23

W3yuenne Tomos ITIL /Cp/

IK-1-31

92

Pazgen 3. IIpoexkTpoBanue
YCJIYT KaK 3Tan
JKU3HEHHOI'0 LMK

3.1

VYnpasieHue KaTaaorom
yCIIyT. YIpaBleHUe
HENPEPBIBHOCTHIO YCIIYT.
VYnpasnenue
nocraBmukamu. /Jlex/

OIIK-1-31

24

32

YrpasneHue KaTaaorom
yeayr /Ip/

OIIK-1-V1

26

33

Ynpasnenue
HENPEPBIBHOCTHIO YCIIYT.
Ympasnenue
nocraBmukamu. /Cp/

OIIK-1-31

95

Pa3nen 4. [Ipeodpa3oBanue
HUT-ycayr

4.1

[TnanupoBaHue 1 MOAJEPKKA
BHenpenus. [loaTeepixaeHue
U TecTHpoBaHue yciuyr. /Jlek/

IK-1-B1

01 56

4.2

[ToatBepxaenue u
TecTupoBanue yciyr. /TIp/

IK-1-¥1

3254

43

[TnaHrpoBaHUE U MTOJIEPIKKA
BHenpenus /Cp/

OIIK-1-31

95

Paznen S. Dxkeniyaranus
HUT-ycayr

5.1

YrpasineHue COOBITHAMH.
VYupapieHne HHIUICHTaMH.
VopasieHue 3ampocamu Ha
oOciyxuBaHue. YpaBieHue
npoonemamu /JIex/

OIIK-1-31

95

52

VipaBieHue 3anpocaMu Ha
obcmyxwuBanne /IIp/

IK-1-31

22

53

Okcmnyatauus UT-yenyr.
YrpasieHue COOBITHSIMU.
VYnpasnenue
uHImaeHTamMu. /Cp/

IIK-1-B1

3354

Pasnen 6. HenpepsiBHOe
yiy4yllleHHe YCJIYI KaK 3Tan
JKM3HEHHOI'0 LINKJIA YCIyr

6.1

7-11aTOBBIH MTpoLIecC
yiyamienus /JIex/

IK-1-B1

02 56

6.2

7-11aroBBIN IpoIEce
ynyutenus. /IIp/

OIIK-1-Bl1

0254




6.3

HenpepeiBHOE yiy4lleHue
YCIIYT Kak 3Tall ’KU3HEHHOTO
nukta yeiyr /Cp/

OIIK-1-31
96

Paznen 7. Meronosiorum,
pa3pa0doTaHHbIe KPYMHbIMU
KOMITAHHSIMU HA OCHOBE
ITIL

7.1

Meronomoruu,
pa3paboTaHHbIE KPYITHBIMH
KOMITAHHSIMH Ha OCHOBE
ITIL /JTex/

IK-1-31
3135

72

Meronomnoruu,
pa3paboTaHHbIE KPYITHBIMH
KOMITAHHSMH Ha OCHOBE
ITIL /TIp/

IK-1-V1
21095

7.3

OmBIT BHEAPEHHS YCIyT
OTEUECTBEHHBIX
kommanuit /Cp/

I1K-1-B1
01 56

Pa3nen 8.
MeToao0ruueckasi 0CHOBa
NOCTPOEHMsI YIPaBJsieMbIX
nucC

8.1

Mertoaoaornyeckas OCHOBa
MMOCTPOCHUS YIIPABIISIEMbIX
UC /Jlex/

[IK-1-31
35036

8.2

Meronomoruu,
pa3paboTaHHBIE KPYITHBIMU
KOMITaHUSIMH Ha OCHOBE
ITIL /Tip/

TIK-1-31
31935

8.3

Meronomorun,
pa3paboTaHHBIE KPYITHBIMU
KOMITaHHSMH Ha OCHOBE
ITIL /Cp/

OIIK-1-31
€]

Pa3nen 9. 3akiouenue

9.1

IIpoBenenue uToroBoit
KOHTPOJIBHOH paboTsl. /JIex/

OIIK-1-31
OIIK-1-V1
OIIK-1-B1

92

3aimura UTOroBoi
KOHTPOJIbHOH padoTel /TIp/

[K-1-31 IIK-1-
V1IIK-1-B1

9.3

IToaroToBka K HTOTOBOM
KOHTPOJIBHOI pabdore /Cp/

IK-1-31

5. ®OHJ OIEHOYHbBIX MATEPHUAJIOB

5.1. KoHnTpoJibHbIe MeponpusTHs (KOHTPOJIbHAN PadoTa, TECT, KOJJIOKBUYM, FK3aMeH U T.II), BONPOCHI JJIsI
CaMOCTOSITEIbHOI MOATOTOBKHU

Kon
KM

KonTponsHoe
MEpONpUITHE

[IpoBepsiembie
WHIUKATOPBI
KOMITETEeHIIUH

BOHpOCBI JUJIA IOATOTOBKH

KM1

Konnoxksuym

OIIK-1-31;0I1K-1-
V1;0IIK-1-B1

1. UYro Takoe OOBEKT yNpaBICHHs?
INonmaromeecst KOJIMIECTBEHHOMY HIIH KaUE€CTBEHHOMY H3MEPEHUIO U
yHIpaBlIeHHIo 6y1aro, obanaromnee HeHHOCTBIO.

2. Uro Takoe xu3HeHHBbIN 1K1 UT-ycoyru?
Pasnuunele craguu B sxu3Hu UT-yciyru.

JKu3HeHHBIH MUK yCIyTd UMeeT cienytoume Gassl:

- Crparerus ycnyr (Service Strategy)

- IpoextnpoBanne ycuyr (Service Design)

- [IpeoOpazoBanue ycayr (Service Transition)

- DkcmnyaTanus yeryr (Service Operation)

- [ocrostHHOE yiyumenune ycryr (Continual Service
Improvement)

3. UYro takoe OuzHec-mporecc?




OT0 cuctema mocae0BaTeNbHbIX, IIeJIeHAPABICHHBIX U
pEerIaMeHTHPOBAaHHBIX BU/IOB AEATENBHOCTH, B KOTOPBIX IIOCPEICTBOM
YIPABIISIOLIETO BO3IEHCTBHS U C IOMOIIIBIO PECYPCOB BXO/IBI ITpoLIecca
peoOpa3yIoTCs MO OMpPeIeIEHHON TEXHOIOTHH B BEIXOJIBI — PE3YIIBTATHI
npoliecca, NpeACTaBIAIOUINe [IEHHOCTh I NoTpeOuTenei.

4. JaiiTe onpeneneHne MOHATUS UCIOIHUTENH IIpoOLIEcca.
Komanna criennanicToB U3 pa3aUYHbIX (QyHKIIMOHATBHBIX 00acTei
(xpocc-yHKIMOHATbHAS KOMAH/Ia), BHIIOIHSIOIMX JEHCTBUS
mporecca.

5. JlaiiTe onpenenenue NOHATUA BiaJeNell IIpolecca.
JlomKHOCTHOE JTHII0, HECYIIIee OTBETCTBEHHOCTD 32 MOJIy4YeHUE
pe3yibTaTa mnpoiecca u 001agaronee moJTHOMOYHSIMU JIJIS
pacmopsiKeHus pecypcamu, HeOOXOAMMBIMU 715 BBITIOJIHEHHS
mporecca.

6. JlaiiTe onpeneneHuss NOHATUN BXOBI U BBIXOBI IIpOLECCA.
Bxonp1 6buzHec-mporiecca - pecypcesl (MaTepuaibHbIe,
WHPOPMAITUOHHBIE), HEOOXOAMMBIC JIJIsl BHIMIOJIHEHUS U IOy YSHHUS
pe3ysbTaTa mporecca, KOTOPbIe MOTPEOIISIOTCS HITH
peoOpPa3oBBIBAIOTCS MPU BHITOTHEHUH MIPOIIecca.

PesynbTat 6M3HEC-TIpOIIEcca - TO, PAJX Yero OCYIIeCTBIsACTCS OU3HeC-
MPOLIECC, T.€. AESATEILHOCTh BCETIa pACCMATPUBAETCSI BMECTE C LIEIBIO
9TOU JESTEIHHOCTH - MOJIyYE€HUE Ha BbIX0/I€ HEKOTOPOT'O pe3yibTara,
YAOBIIETBOPSIOLIETO 3aJaHHBIM TpeOoBaHusM. Pe3ynbTaTsl Ou3Hec-
MpoIiecca 4acTo YIOMHHAIOTCS KaK BBIXOJIbI OM3HEC-Tpolecca.

7. Uro Takoe TpHUITEpH! TMporecca?
[TprurHa BO3HUKHOBEHHMS COOBITHSI/HavYasa rpouecca.

8. Yro Takoe ciry>x0a MOJIepKKH MoJIb30oBaTenen?
Help Desk - enmHast Touka 0OparieHus 10 MOBOLY Pa3IHIHBIX
curyaruii B UT-uadpactpykrype, 00paboTKu U pa3perieHnn
MOb30BATENBCKHUX 3aPOCOB.

9. VYmpasneHue UHIHUIEHTaAMUA 3TO?

Incident Management — iporiecc, OTBETCTBEHHBII 3a yIIpaBIICHHE
IUKIIOM JKH3HHU BceX MHIMIEHTOB.

10. Kakas nepBuuHas Lenb ynpaBieHHUs UHIMICHTaMU?
MaxcumanbHO CKOpoe BoccTaHOBIIeHHe paboTsl UT-ycmyru.

11. OcHOBHas 1I€b YIIPaBJICHUS! WHIMICHTaAMH?

BricTpetinee BOCCTaHOBIICHHE HOPMATBHOTO (PYHKIIMOHUPOBAHUS
YCIIyTH, U MUHUMH3alLKsl HETaTUBHOTO BIMSHUE Ha (QYHKIIMOHUPOBAHHE
OW3Heca, TeM CaMBbIM TapaHTHPY, MOJICpIKaHHE HAMITYYIIHX U3
BO3MOKHBIX YpOBHEW kauecTBa u goctynHocta UT-ycmyr.

12. Yro Takoe MHIUIECHT?

Wunmpent (Incident) — coOpITHE, BO3HUKAOIIEE B pe3yilbTaTe cO0s Hin
MHOTO HapymeHus pabotsl UT-uHPpacTpyKTypHl, KOTOPOE IPUBOJHUT
WJIK MO>KET ITPUBECTH K OTKa3y B npepoctasienun UT-ycnyr, mi6o
HEZIOIyCTUMOMY CHIDKEHHIO ypoBHs Kauectsa U T-ycyru.

13. Uro Takoe BnusHUE?
Bnusinue (Impact) — mepa (equHuIa U3MEPEHHS ) BO3ACHCTBUS
Wunmpenros, [Ipodiem nimm M3MeneHnit Ha OU3HEC-TTPOIIECCHI.

14. Uro Takoe CpOYHOCTH?

Cpounocts (Urgency) — Mepa (eANHHIIA ©3MEPEHHUS) TOTO, KaK JIOJITO
MOXKET IIPOJIOJDKATHCS CUTYaIws, moka Manmaent, [Ipobnema mimm
M3MeHeHre He HAYHYT OKa3bIBaTh CYIIECTBEHHOE BIHMSHUE Ha OU3HEC
OpraHu3alHy.

15. Uro Takoe IpUOpHUTET?
IIpuopurer (Priority) — ucnonb3yercs A ONpeAeieHus




OTHOCHTENbHOM BaskHOCTU MHIMAeHTa, [Ipobnems! nnn M3MeHeHus.

16. Yrto Takoe sckamamus?

Dckananus - AeITeNbHOCTh, HAPaBIeHHAs! Ha TIOJTyYeHUE
JIOTIOJIHUTENBHBIX PECYPCOB, KOT/Ia OHH HEOOXOIUMBI, YTOOBI
JIOCTUTHYTB II€TICBBIX MMAPaMETPOB YPOBHEH YCIYT WIH 0XKUIaHUN
3aka3umka.

17. Tuns! sckananuu?

a. DyHKIMOHANBbHAS DCKATAIHS

b. Hepapxuueckas Dckamanus

18. YrpasineHue U3MEHEHUSIMHU 3TO?

OTO CTPYKTYPHBIH MOAX0A K KOHTPOIHPYEMOMY IIEpPEeBOY 0OBEKTOB
yIpaBIeHHs, U UX OTACIBHBIX CBOHCTB U3 TEKYILETO COCTOSHUS B
xKenaemoe OyIylee COCTOsIHUE

19. Uro takoe uzMeHeHue?

Jlo6aBnenne, MoanGHUKALUS WIN YAAICHHE Yer0-IH00, CHOCOOHOTO
oka3zaThb BiusHue Ha U T-yciyru. OxBar noykeH Bkioyats Bece UT-
yCIIyTH, KOHQUTYPalMOHHbIE €IMHULIBI, TPOLECCHI, JIOKYMEHTALUIO 1
T.I.

20. Tumnsl u3MeHeHUNH?

a. CraHgapTHOE M3MEHEHHE — IPEIaBTOPU30BaHHOE
W3MEHEHHUE, C HU3KUM PHCKOM, OTHOCHUTENBEHO O0OBIYHOE U CIIEAYIoIIee
Kakoi-mu0o mpornenype wim padoueit uHCTpykiuu. Hampumep, copoc
HapoJIst WK 00ecIeueHe HOBOTO COTPYAHUKA CTaHapTHBIM
obopynoBanueMm. [ BHenpeHus craHnapTHHIX n3MeHeHnit RFC He
TpeOyeTcs, OHH 3aIUCBIBAIOTCS U OTCIEKHUBAIOTCS C UCIOIb30BAHUEM
JPYroro MexaHu3Ma, TAKOTO KaK 3alpocChl Ha 00CITyKHBaHHE.

b. HopmansHoe n3MeHeHne — N3MEHEHNE, He SBISIONICecs
CPOYHBIM HJIN CTaHAApTHBIM. HopMmanbHbIe H3MEHEHNS
00pabaThIBalOTCS O ONpeeNEHHBIM IaraM Ipolecca YIpaBIeHUs
U3MEHEHUSIMHU.

c. DKCTpeHHOE M3MEHEHHE — M3MEHEHHE, KOTOPOe JTOJDKHO
OBITH BHEAAPEHO KaK MOXKHO OBICTpee, HallpuMep, AT PEIICHUs]
3HAYUTEIBHOTO MHIU/ICHTA WIIM YCTAHOBKH OOHOBIICHHS O€30I1aCHOCTH.
IMpouecc ynpasneHUsI H3MEHSHUSIMH O0BIYHO NTPEIYyCMaTPHBACT
CTEHATBHYIO TIPOIEAYPY YIPABICHHS 3KCTPECHHBIMHI HU3MEHEHUSIMHU.

21. Yro moapazymeBaeT o0pabOTKa 0OpaIeHU U BOIPOCOB?

a. To4yHOE yCTaHOBIEHUE TOTO, YTO BBILIUIO U3 CTPOS WU TOTO,
YTO MPOCUT MOJIB30BATENb.

b. [ToHnMaHue TOYHOTO MOPSIIKA BOSHUKHOBEHUS! COOBITHH.

c. [onTBepkacHNE BIUSHUS WHIMICHTA, BKJIIOYAs KOJIMIESCTBO
Y paHT 3aTPOHYTHIX MOIH30BaTEIEH.

d. BrisBrieHre Bcex COOBITHIA, KOTOPBIE MOTYT CTaTh MPUYMHON
MHIMJCHTA (HalpuMep, HelaBHEE U3MEHEHHE, HEKOTOPhIE AEHCTBUS
TIOJIL30BATEIIS ).

e. ITouck mo Oa3e 3HaHWM, BKIIOYAsS HEIABHHE MHIIUICHTEI,

0a3y JaHHBIX U3BECTHBIX OMIMOOK, JIOI'H OMUOOK OT IT0CTaBIIUKOB,
0as3bl 3HAHU.

22. B yeMm 3akirouaercss KOHTPOJb MPOLECCOB?

I1pu cienudukanuy npouecca BaKHbIM MOHATHEM SBIISIETCS] KOHTPOIIb.
KonTposns mporecca 03HagaeT, 4To MPOLecc KOHTPOIUPYET Bce
U3MEHEHUS, KeM Obl OHU HE ITPOU3BOIIIIHCE.

23. Yro Takoe ympaBlICHHE YPOBHEM YCITyT?

(Service Level Management nim SLM) - iporiecc, OTBETCTBEHHBIN 3a
(hopmupoBanue CornaiieHuii 00 ypoBHE YCIYT, U TapaHTUPYIOIIUH UX
BBIMIOJTHEHHE.

OcHOBHasl 3aj1a4a Iporecca yrpaBiIeHusT YPOBHEM CEpBHCa -
COrfIacoBaHHE cIenU(HIUPOBAHHBIX TPEOOBAHUH K COCTaBY U
napameTpam U T-cepBHCOB, C OJHOH CTOPOHBI, U 00BEMA PECYPCOB,
npenocrapisieMbix UT-ciyx0e, - ¢ npyroil. B pamkax 31oit paboTsI
TaK)Ke YTOUHSIOTCS IIPUOPHUTETHI CEPBUCOB U PECYPCOB.




24. Kakue cyniecTByroT BHABI cornianieHuid 00 ypoBHe yciyru?
SLA, Service Level Agreement [Cornamenue o0 ypoBHE yCIyT]| —
Cornamenne Mex 1y nocraBmukoM UT-yciyr u 3aka3zaukoM.
Cornamenue 06 ypoBHe yciyr onucsiBaeT UT-yciayry, 1oKyMeHTUpYyeT
LeJIEBbIE TT0KA3aTENH YPOBHS YCIYT, yKa3bIBa€T 30Hbl OTBETCTBEHHOCTH
CTOPOH.

OLA, Operational Level Agreement [Cornamenue onepanroHHOTO
ypoBHsi] — Cornamenue Mexay nocrasukom UT-ycnyr u npyroit
YacThIO TOH YK€ OPTaHMU3AIMH. DTO COTJIAIICHHE MTOIePKUBACT
nocrasinuka UT-ycnyr B npenocrasienuu UT-yciayr 3aka3uukamu.
UC, Underpinning Contract [Buernuii noroop] — JloroBop mexmny
noctaBukoM UT-yciyr u Tperseit ctoponoil. TpeTrst cTopoHa
MPEIOCTABIISIET TOBAPHI MIIH YCIyTH, HOIEP/KUBAIOIINE
npenocTasineHue UT-yciyr nis 3aka3duka.

25. VYupapieHne opraHu3anMoHHOH cTpyKTypoit UT-cimyx051
3T0?

OmnpenensieT cocTaB MOAPA3AeICHUH, pacipeieleHue Mex Ty HUMI
¢ynxumii u 3anau. Ciryx6a UT nomkna obecrieunBats pa3paboTKy, BBOJ
B JICHCTBHE M 3KCIUTyaTalI0 HHPOPMAIMOHHOM CHCTEMBI TIOCPEICTBOM
KOOPAWHUPOBAHHBIX JEHCTBH, KOTOPBIE 00ECIIEUNBAIOT
HENPEPHIBHOCTH (PyHKIIMOHUPOBAHUS CYLIECTBYIOIIECH CHCTEMBI B
COOTBETCTBUU C COINIACOBAHHBIMU IIPABUJIAMU U IIPOLIETYPAMU HA
IPOTSKEHUHU >KU3HEHHOro nukna UT.

26. Yro Takoe ITIL (Informational Technologies Infrastructure
Library)?

BubnmnoTexa nHbpacTpyKTypsl HHOOPMAIIHOHHBIX TEXHOIOTHI —
Habop pexomenanuii o Jy4mum npakTukam B ynpasienuu UT-
yenyramu (ITSM). ITIL npunagnexxutr OGC u npezcTaBiser codoi
Ha0Op MyOINKAINH, COIePIKAINX PEKOMEHAAINHN 110 OPTaHU3AIIH
npenocrasieHus kauecTBeHHbIX U T-ycayr, a Takyke MpoueccoB U
KOMITOHCHTOB, HEOOXOUMBIX JUIS HX MOJICPIKKH.

27. UYro Takoe ITSM?

(IT Service Management, ynpasnenne U T-ycimyramu) — moaxo K
ynpasieHuto 1 opranusauuu UT-ycnyr, HarpaBiaeHHbIH HA
yZIOBIETBOpEHHE IoTpedHOoCTel Om3Heca. Ynpasnenue UT-ycmyramu
peanuzyercs nocraBminkaMu UT-ycinyr nyTéM UCIosib30BaHuUs
OIITUMAJILHOTO COYETaHHs JIFOJICH, IPOIIecCOB M MHPOPMAIIOHHBIX
TEXHOJIOTHH.

28. bubmuoreka ITIL Bkmtogaer:
B Tperseit Bepcun 6ubmmoreku ITIL, mpexcraBieHo MATh KHUT,
Ha3BaHMs KOTOPBIX OTPaXaroT XKU3HeHHbIN nukn UT-ycyr:

. "Crpareruu obciyxuBanus" (Service Strategies);

. "ITpoekTupoBanue ycayr" (Service Design);

. "Brenpenne yciyr" (Service Introduction);

. "Oxkazanue ycanyr" (Service Operation);

. "HenpepsiBHOe coBepiieHcTBOBaHKE yciyr" (Continuous

Service Improvement).

Kaxxmas kaura npencraBisier co00i pyKOBOJICTBO, HEOOXOIUMOE IS
KOMILJIEKCHOTO MPOLECCHOT0 MOAX0/1a P OCYIIECTBICHUU
MMOCTABIUKOM YCIIYT TAaKHX BHJIOB JICATEIBHOCTH, KaK INIAHUPOBAHUE,
CO37laHKe, BHEIPEHHE, KCIUTyaTallusd, MOHUTOPUHT, aHAJIN3, MTOJIEPKKa
U COBEPILIEHCTBOBAHNUE CUCTEMbI YIIPABICHUS YCIyTaMH.

29. Uro takoe UT-akTus?

Oro mo6oit UT-pecypc uiam COBOKYIHOCT CIIOCOOHOCTEH
ocymecTsnenus UT-nesrensHoCTH, MPEA0CTaBIAIONIME IEHHOCTD IS
OCHOBHOH JIeATeTBHOCTH OpraHn3aimi. Pecypc — o0mmuii TepmuH,
BKTrouaronuit B ceost UT-uHbpacTpykTypy, M0jei, JEeHBIU U BCE, YTO
MOXET CIIOCOOCTBOBATh NpenocTaBienuto U T-ycayru.

30. UYro Takoe UT-undpactpykrypa?
3T0 KOMIUIEKC B3aNMOCBSI3aHHBIX MH(OPMAIIMOHHBIX CHCTEM U




CEepBHCOB, 0OecTIeuNBAOMNX (HYHKIIMOHUPOBAHIE U PA3BUTHE CPEACTB
UH(OPMALMOHHOTO B3aUMOJICHCTBHS TIPEATIPHUSTHS.
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TecrupoBanue

IK-1-31;1IK-1-
V1;IIK-1-B1

B kaxux u3 ciaegyronmx obaacTeil TeXHOIOTHH MOTYT OKa3aTh
IIOMOIIL?

B cucreme npousolen oTkas, KOTOpbIil OblI 00HAPYKEH HHCTPYMEHTOM
MOHUTOPHHTA.

Ora cuctema noanepxusaetr UT-ycimyry, Haxoaauryrocs B
skcruryaTaiy. Koraa crnenyer HHAIIMUPOBATh 00pabOTKY MHIMACHTA?

B vem OCHOBHOE na3HaueHne ynpasieHHs JOCTYIHOCTBIO?

B gém cocTout pons coBeta o SKcTpeHHBIM H3MeHeHmsM (ECAB)?

BeImmonHeHne KakuX BUJIOB IEATEIFHOCTH 00ECTIEUHBACTCS IIPOIIECCOM
yIpaBIeHHUs CEPBUCHBIMU AKTUBAMH U KOHQUTYpaIusaMu?

Jns gero ucnone3yercs MaTpuiia poner u orsercTBeHHOCTH (RACI)?

Wudopmarust oT Kakux MPOIECCoB JOJDKHA YUUTHIBATHCS YIPABICHAEM
YPOBHEM YCITYT IIPH 0OCYXICHUH COTTIAIICHUH 00 ypOBHE YCIIyT
(SLA)?

K gemy oTHOCHTCS TEPMHUH «KOHTpPOIb dKcIyararuu UT» (IT
operations control)?

Kakas 13 HIDKEIIepeUHCICHHBIX JeITeIbHOCTEH SIBISICTCS YaCThIO
yrpasiieHus: ypoBHeM yciyr (SLM)?

Kaxkas u3 HIKeNnepeurncIICHHBIX OCIIeI0BATENBHOCTEH JeHCTBUI
sisiercst BEPHOU nnst 06paboTku uHImACHTA?

Kaxast u3 craguii >KU3HEHHOTO IIMKJIA YCIIyTH TapaHTHPYET TO, YTO
METOJIBI H3MEPEHUS MIPETOCTABAT TpeOyeMbIe METPHKH JUTS HOBBIX HIIH
U3MEHEHHBIX YCITyT?

Kakast ponb 1omKkHa o0ecriednBaTh aKTyalIbHOCTh U JIOCTYITHOCTD
MIPOLIECCHON TOKYMEHTAIH?

Kakas ctagust ®KU3HEHHOTO IUKJIA YCITYTH 00€CIEeYHBAET IMOIXO0 IS
OLICHKH CIIOCOOHOCTEH yClyru 1 npoduiiel puckoB nepen
pa3BEPTHIBAHMEM HOBOW MJIM U3MEHEHHON ycimyru?

Kakwue nBa nponecca o6ynyr HAUBOJIEE BoBneueHbI B 00CYyXICHHE U
COTJIacOBaHME KOHTPAKTOB Ha MPEIOCTABIEHIE BO3MOXKHOCTEH
BOCCTaHOBJICHUSI JUIs1 0OOeCTIeueH sl IUTAHOB HETPEPBIBHOCTHU?

Kaxue u3 nepeyncieHHBIX acCEKTOB IPOESKTUPOBAHUS YCIIYT
HEoO0X0AUMO IIPUHUMATh BO BHUMAaHHE MPHU NPOESKTUPOBAHUH
CEPBHUCHBIX pEIIEHUI?

Kakue 13 nepequcieHHbIX TPYII MOTYT OBITh 3aHHTEPECOBAHHBIMU
nnamy (stakeholder) B mpoexTe 1o ynpaBieHHIo ycryramMu?




Kakne 3 npuBenEHHBIX yTBEpKACHUH 00 yrpaBieHHH IpodbieMaMu
BEPHBI?

Kakue n3 cineayromux mporeccoB CBI3aHbI C YIPABICHHEM PHCKOM IS
yeiyr?

Kakue u3 cnenyronux yreepxaeHuiit BEPHBI?

Kaxkue u3 cneayromux yTBepKI€HUHN O KIFOYEBbIX [T0KA3aTENSIX
a¢ppextuBaoctr (KI19) u merpukax BEPHBI?

Kakue 13 cnenyronumx yTBepKISHHUHA O CITy>KOe MMOAIepIKKH
nons3oBareneii BEPHBI?

Kakue u3 ciaeayronmx yTBep KICHUN O CITy»K0e TOIIEPKKH
nonn3oBareneii BEPHBI?

Kaxkue u3 cnexyronmx yrepxaeHuit o pynkmussx BEPHbBI?
Kakne mpomeccsl 3KcIUTyaTanuy yCIyT OTCYTCTBYIOT B
HIDKENPUBEIEHHOM CITUCKE?

Kakue ponn onpezaeneHsl B MaTpulle pojieil U OTBETCTBEHHOCTH
(RACIT)?

Kakue tunsr usmenenuit o6sr9H0 HE BKITIOUaroTcs B paMKu
ynpaBieHHs U3MEHEHUSIMU?

Kaxkue Tpu mozmporiecca BXOIAT B ITPOIIECC YIIPABICHNS MOITHOCTSIMHA?
Kaknmu U3 ceayronux BUAOB AeSTEIbHOCTH HOJDKEH 3aHUMAThCS
Biajenen ycayru?

KakoBo Ha3HadeHMe Mpoliecca yIpaBIeHHUs 3apocaMy Ha
obciryxuBaHue?

Kaxoe 13 HuKenpuBeIEHHBIX YTBEPKAECHUNA O CTaHJAPTHBIX
usmenenusix HEBEPHO?

5.2. Ilepeuenn paGoT, BHINOJIHSIE

MbIX 110 TUCHHHIIJIMHE (

KypcoBasi pa6ora, Kypcosoii npoexr, PI'P, Pedepar, JIP, IIP u 1.11.)

Kon HazBanue Iposepsiemeie
WHIUKATOPBI Coneprxanue paboTsI
paboThI padoThI N
KOMIIETeHLIU I
P1 IIpakTuyeckas OIIK-1-31;0IIK-1- | JIaTh KPATKYIO XapaKTEPUCTHUKY NMPENIPHUATHS, @ HIMEHHO:
pabota Nel Vi o011iee oMUcaHue, MUCCHS, 11€)1b, SKOHOMHUYECKHE TTOKA3aTEIN, THIT
COOCTBEHHOCTH U T.1.;
. c(hOpMYIHPOBATh IIENU W 3aaudl MPAKTHICCKONW paboTHI;
. OIMCAaTh, BRIOPAHHBIN IS aHAIHM3a, OM3HEC-TpoIiecC.
P2 [IpakTnueckas OIIK-1-BL;IIK-1-31 |- yKazaTh BJIaJIeNbla, BXOJbI, BEIXOJIBI, PECYPChl OU3HEC-
pabota Ne2 npoliecca,;
. MIPOBECTU KJIACCU(PHUKAIUIO 0OBEKTOB M CYOBEKTOB OHM3HEC-
mporecca;
. €O37aTh KJIACCU(PHUKATOP OOBEKTa;
. MPOIMHUCATh POJIH, POJICBBIC (DYHKIIHH.
P3 [IpakTuueckas [IK-1-Y 1;I1IK-1-B1 . CMOJICTTUPOBATh OHM3Hec-Tpoliecc B HoTanud BPMN B
pabota Ne3 «P1.Platformy;
. onucaTh GyHKIMK OU3HEC-TIpoIiecca;
. onucath QYHKIUH YYaCTHUKOB OM3HEC-TIpoIiecca.
P4 [IpakTuueckas OIIK-1-31 . MPOIMCATh YCJIOBUS OTIIPABKU U CIIOCOOBI OTMIOBEIICHHUS
pabota Ne4 YYaCTHHUKOB TIpOIlecCa;
. copmuposats KPI mporecca;
. MIPOBECTU aHAIUTUKY OHM3HEC-Tpolecca.
P5 [IpakTuueckas ITK-1-31 . omnKcaTh XapakTep B3aMMOJCHCTBUS OWU3HEC-TIPOIIECCOB;
pabora Ne5 . c(OpMHPOBATh MOJENTH B3aHMMOJICHCTBHSL.




P6

Pedepar

I1K-1-31;0I1K-1-31

Iox pedepaTom noHMMAaETCs KPaTKOE U3TI0KEHHUE B MICHMEHHOM BHJIE
pe3yJIbTaTOB UCCIIEN0BaHMU 10 BEIOpaHHOW npobiieMartuke. Pedepar
ABJIeTCs paboTol HH(POPMAITMOHHOTO Ha3HAYCHHS M HE HMeeT HIYETO
00IIero C MIarnaToM M KOMITHIISIIHCH.

Lenb pedpepara: akTyannzanust MaTepuaioB B paMKax JUCLUILIMHBI 11O
BBIOpaHHOM TeMe.

3amada mpoekTa pa3paboTKH pedepara: UCCIeI0BaTh BEIOPAHHYIO TEMY
O TPENIOKEHHOM CTPYKTYpe Kypca; akTyaln3UpOBaTh MOTyYeHHBII
Marepuall 1o JaHHOH TeMe; MPEIUIOKUTD HOBYIO CTPYKTYpPY PACKPBITUS
JTaHHOM TEMBI.

Ioaroroska pedepaTa mpeanonaracT: IPIMEHEHHE IPOSKTHOTO
MOJX0/1a K HamucaHuio pedepata; BEIpabOTKy HaBBIKOB NIOMCKA U cOopa
TEOPETHYECKOTO MaTepuaa 110 BHIOpaHHOH MpoOIeMaTHKe; pa3BUTHE
yMeHHs paboTaTh C IUTEpaTypHBIMH HCTOYHUKAMH; BEIPAaOOTKY
HABBIKOB aHAJIM3a U 0000IEHUS TEOPETUIECKOT0 MaTepraa;
yriryOJIeHHe U CUCTEMATH3aLMIO 3HAHUH 110 BEIOPaHHOW Mpo0JieMaTHKe;
TBOpYECKOE TIPHMEHEHNE ITOYYCHHBIX 3HAHWUH, YMEHNI U HaBBIKOB JIJIS
apryMEHTHPOBAHHOTO U3JIOKEHUS, 1 0000IICHHUS TEOPETUIECKOTO
Marepuaia, popMyIMpOBaHHUS BBIBOAOB B pPACCMAaTPUBAEMOIT 00JIACTH.
[Tops 1ok MOArOTOBKH pedpepaTa COCTOUT U3 CIIELYIONIHX IaroB: BEIOOP
TEMBI pedepaTsl; IIOUCK M MOAO0P NCTOYHUKOB, CIIPABOYHBIX U IPYTHUX
noco6uit o BEIOpaHHOM TeMe; U3yUeHUE BEIOPAHHBIX TEOPETHUCCKUX
MaTepHaloB; CUCTEMaTH3alus, aHalI3 U 00001IeHne HHOpMAaLHH,
OIICHKA COCTOSIHUS ITPOpabOTaHHOCTH TEMBI; IPEATI0KEHHE 10
MOZEPHHU3AINH TEMBI H BOIIPOCOB, BXOISIINX B 3Ty TeMY; 0(OpMIICHHE
pedepara.

TpeboBanus Kk CTpYKType pedepara:

TUTYIBHBIN JUCT;

OraBieHue;

Llenb, aKkTyanbHOCTb TEMBI, 3a/1a4H;

AnHOTaNMS;

PackpsiTE TEMBI;

3aKIr0YeHuE;

I'moccapuii OCHOBHBIX TEPMUHOB;

Ilepedens cokpanieHuit 1 yCIOBHBIX 0003HAYCHNUH;

CHHCOK HCTOYHHKOB.

TpeboBanus k coneprkanuro pedepar: Coneprkanue pedpepara J0IDKHO
COOTBETCTBOBATH C(HOPMYIIPOBAHHOH TeMe; 0O BEKTHBHO, TIOJTHO H
TOYHO OCBEIIATh OCHOBHBIE (DAKTHUCCKHE CBEICHUS 1 BEIBOJEL,
NpHUBE/ICHHbIE B pepepHUpYEeMbIX HAYUHBIX TPyJax MO BEIOpaHHOM
npo0IeMaTHKe; OTpakaTh 3HAHUE COBPEMEHHOT'O COCTOSTHUS
BBIOpaHHOH MPOOIEMATHKI;, PACKPHIBATh COOCTBEHHYIO ITO3HITHIO IO
paccMmaTpuBaeMoil mpobiieMe; MPUBOAUMEIE B pedepaTe 0000IIeHHbIE
BBIBO/IBI JIOJDKHBI OBITH apryMEHTHPOBAHBI 1 000CHOBAHBI; IIEpeUCHb
BBIOpaHHBIX pe(epHPYEMBIX HAYYHBIX TPYAOB JOJDKEH OBITH
JIOCTATOYHBIM JUISL PaCKPBITHS IPOOIEMaTHKH.

TpeboBanus k opopmienuto pedepara: Pabora gommxHa ObITH
HarieyaTaHa Ha OJJHOM CTOpoHe JrcTta Oenoit Oymaru gopmata A4. I{ser
mpudTa ToIHKeH OBITh YepHBIM. [Ipi KoMITbIOTepHOM Habope
pexoMeHyeTcst Keriib 12 (ams ocHOBHOTO TekcTa) U 14 (mist
3ar0JI0BKOB), Oy TOPHBIH MEKIyCTPOUHbIH HHTEpPBAJI, TapHUTYpa
mpudta — Times New Roman. Pa3meps! BepXHeTro 1 HIKHET0 oIS —
20 mm, reBoro moist — 30 MM, mpaBoro — 15 MM. AG3anHEBIH OTCTYI
paseH 1,15 cM. OcHOBHOI TEKCT OTYETa JOJHKEH OBITH BHIPOBHEH 110
mupuHe. Hymeparys ctpanun Ipou3BOANTCS CKBO3HBIM CIIOCOOOM 110
BCEMY TEKCTY OT4eTa, Ha4MHasl ¢ TUTYJIFHOTO JIHCTA, HO (P
MeYaTaroTCs TOIBKO CO BTOPOTrO JIMCTA (B IIEHTPE HIKHEH 4acTu JIUCTa,
6e3 Toukn). Ha Bropoii ctpanmie oruera pazmemaercs OriaBieHue
(aBTOCOOMpaeMoe), B KOTOPOM YKa3bIBAaIOTCsl Ha3BaHMS M HOMEpa
HaYaJIbHBIX CTPAHHUI] BCEX CTPYKTYPHBIX JacTel oTdera (3a
UCKJIIOYEHHEM TUTYJIbHOTO jncta). Hymepauus pucyHkoB, Tabuui,
(opmyi — ckBozHast. [Toamnucyu pucyHkoB BHU3Y, 10 LeHTPY (PucyHok 1
— Odopmienue). [Toamucu Tabnuir cBepXy, cieBa (0e3 oTcTymna B
nepBoii cTpoke). Jlo 1 mocie moa3aroyioBKa, puCyHKa, TaOIUIIbI
HPOIYCKAETCsl CTPOKa. B OCHOBHOM TEKCTE HE J0ITyCKalOTCs HHTEPBAIbI
Mex Ty adzaraMu. MexIy paszienamMu HeoOXOJUMO IIPIMEHATE Pa3phIB
ctpanutbl. Crrcok HCTOUYHUKOB odopmisiercs coraacHo TOCT 7.1-
2003.




TpeboBaHMe K KOTHUECTBY pedepupyeMbIX HCTOYHUKOB: CIIHCOK
HCTOYHHUKOB JOJIKEH cocToATh U3 10 - 15 ucrounukos He mmo3aHee 2013
roja BeImycka. Pexomenayembie uctounuku: Kanru; COOpHUKH;
HopmartuBHbIe TOKYMEHTEHI TT0 cTaHgapTu3anun; OQuinansHbe u
3aKOHOJATeNbHbIC MaTepraibl, CioBapH, cripaBOYHUKH; CTaThs U3
KHHUTH, J)XypHasa.

P7

Wrorosas IK-1-Y1;I1K-1- HToroBas KOHTpOJIEHAST pab0Ta BEIMOJHACTCS B COOTBETCTBHH C TEMOI
KoHTponbHas pabora | B1;IIK-1-31 BKP, Bxutouaronuii aHajnu3 pe3yJbTaTOB U BbIBOJIBL:

a) KpPaTKOTO OMHCaHUs MPEeIMETHON 00IacTH;

0) JIETAJIbHOTO ONUCAHUs MPEIMETHOH 001acTh 1Mo TaKUM
3JIEMEHTaM KaK:

1) Ipouecc ynpaBieHNs HHIUICHTAMI,

2) Brnagenen, BXoabl M BBIXOJBI, PECYPChl OM3HEC MpolEcca;
3) Krnaccudukanms cyObekTOB 1 00BEKTOB ITpoIiecca;

4) Pomm u ponesbie QyHKIHN;

5) Cxema ¥ OCHOBHBIE OIepaluu IpoLecca;

6) VYcnoBus onoBeleHus posel mpouecca;

7) INokazaTenn xaugectBa (3¢ddexTnBHOCTH) Mpornecca (KPI);
8) B3auMocBsA3b ¢ ApYrMMU IPOLECCAMU YIPABJICHUS.

5.3. O1neHovHbIE MaTepuaJibl, HCNOJb3yEeMbI€ VISl JK3aMEHa (onncalme 6I/IJ'IBTOB, TECTOB U T.l'l.)

Bonpocs! k 3k3aMeHy:

A el B
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Beenenue B ITIL. OcHOBHBIE TEPMUHBI

XKuszuennsii nukr yeryria. OCHOBHBIC 3Talbl KHU3HEHHOTO IHKJIA YCITYTH.

Opranms3anus Kak 3aKa3udk ¥ rnocraBumk WT-yciryr. Muccns, cTpaterndeckue 3a1ady, IMOJUTHKA OPTaHM3aluy U T.J.
OCHOBHBIE TEPMUHBI B KOHTEKCTE B3aUMOAEHCTBUS «IIOCTABLIMK YCIYT — 3aKa34MK yciayr». LIeHHOCTb ycmyrT.
Tepmunsr BSC, CSFs u KPI, uenn ux npumeHenus.

INocTpoeHue crpareruu Kak 3Tall XU3HEHHOIO IMKJIA YCIIYT.

Ionsarus «@ynxuun» u «IIpoueccy» B )KU3HEHHOM LUKIE ycayr. XapaKTEpUCTUKU IIPOLECCa.
THnbI MOCTABIIMKOB YCIIYT.

UYersipe «II» 3Tama mocTpoeHus: CTpaTeruu.

busHec-equHMIIA KaK OTNENBHBIA CErMEHT OW3Heca.

Ponp MeHemxkepa eOBBIX OTHOILIEHUH B paMKax IMpolecca IOCTPOCHHs CTPaTeTHH.

B dem pasnuna noptderns ycmyr u Kataiora yciuyr?

VYupapieHue ¢pHHAHCAMH KaK 4acTh dTala IMOCTPOCHHUS CTPATETHH.

®daxTHuecKas eHa 00eCIedeH s yCIyTH IS TOCTABIINKA YCIIYT.

[IpsiMble/KOCBEHHBIE 3aTPaThl Ha YCIYTH.

IocTostHHBIC/TIEpEMEHHBIE 3aTPaThl Ha YCITyTH.

Ponp MeHemKepa TPOAYKTOB Ha dTAaMax KU3HEHHOT'O IIUKJIA YCIYT.

®opmupoBanre NopTdenst yeayr Ha dTarne NOCTPOCHUS CTPaTeruu.

ITonsatue «CoBOKYIHAsi CTOUMOCTh MCIIOJIB30BAHUS.

KocBeHHbIe 3aTpaThl Ha yCIIyTu

OreHKa [IEHHOCTH YCIIYT.

Drtan NpoeKTUPOBAHUS YCIIYT.

TpeboBaHHs K YPOBHIO YCIyT.

Cratychl yCIIyTH B TIOpTdene yCiyr.

ApxuTekTypa Kak QpyHAaMEHTalbHasi CTPYKTypa CUCTEMBI.

ITonsatue «Aytcopcunray u «/HcopcHHTay.

MeTpuKHN U CHCTEMBI W3MEPEHHs yCIyT Ha dTare MPOSKTHPOBAHMS YCIYT.

[onsATHS «APXHUTEKTYpa yCIyT», «APXUTEKTYypa HPUIOKEHHI», «APXUTEKTYypa JaHHBIX/MHPOPMALIUNY.
[IpoexkTHass JOKyMEHTaLUs YCIyTH.

JuckperHas GpyHKIHUS, BBIIONHSIEMAs YCIYTOMH.

TpaIuuuOHHBIN MOAX0 K IPOSKTUPOBAHUIO.

Karanor ycnyr ans 6usHeca.

TexHu4yeckuii KaTanor yciyr.

IIponecc «YnpasieHue ypoBHEM yCIIyr» B pamkax sTamna «lIpoektupoBaHue yciayr».
CornacoBaHHBIC I[ENIEBBIE TOKA3aTENN YPOBHS YCIyT

[Iponecc «YnpasneHre MOLTHOCTSIMU» B paMKkax dTana «I[IpoekTupoBaHue yciayr».
IMoampomnecc «YnpapiaeHHe MOIIHOCTSMHU OM3HECa» B paMKax Iporecca «YIpaBIeHAE MOITHOCTSIMID).
JlocTynnHOCTh KOH(QUTYPAIMOHHON €IHUIIL.

[Iponecc «YnpasieHne KaTaloroM yciayr» B paMKax dTara MPOEKTUPOBAHUS YCIYT.
JlocTyHOCTh U HaJEKHOCTh YCIIYTH.

CpenHee BpeMsi BOCCTAHOBJICHUSI YCIIYTH.

Cornamenre OneparoHHOTO YPOBHSI.

CpennHee BpeMsi Mexay cOOSIMHU.

VYnpasieHue HENpepbIBHOCTHIO YCIYT.

ITnan obecniedeHNsT HEPEPHIBHOCTH YCIYT.

AHanu3 BIMsHUS Ha OWM3HEC B paMKax Mpolecca YHpPaBIEHHUs HENPEPHIBHOCTHIO.




47. Or1eHKa PHUCKOB.

48. ITpoMekyTOYHOE BOCCTAHOBIIEHHUE.

49. HenoctHOCTE MHOPMAITHH.

50. [TnarupoBaHue B paMKax Ipolecca ynpaBiIeHus HH()OPMAIHOHHONH 0€30MacHOCTHIO.
51. VYnpasneHue MocTaBIIUKAMH.

52. ITnan obGecnieueHnst HenpepbIBHOCTH Ou3Heca. [lnan obecrieueHns] HENPEPHIBHOCTH YCIIYT
53. lopsiuee pesepBupoBanue. X0JI0IHOE PE3ECPBUPOBAHNE.

54. KondunernunanbHocts HHGOpMAIHL.

55. Iporecc «YmpasieHre HHPOPMAUOHHONW 0E30MaCHOCTHION.

56. KoHTpoms, miaHnpoBaHue W peali3alisl B paMKax Mpolecca ynpapieHHs HHGOPMAaHOHHOW 06€3011aCHOCTHIO.
57. «BHeapenue yciyr» Kak 3Tall dKU3HEHHOIO IIMKJIA YCIIYT.

58. [onsatus «IIpeobpazoBanue», «Pennsy», «COopka» B pamkax sTana «BHenpeHue yciyr».
59. INonstus «PasBepTeiBanue» u «TecTupoBaHue» B paMKax dTana «BHeapeHue ycmyr.
60. [InanupoBaHue U NOAAEPHKKA BHEAPECHUS.

61. Crpaterus stana «BHeapeHue yciyr.

62. 3ampoc Ha U3MEHEHHE B paMKax 3Tana «BHeapenue ycmyr».

63. CI >Xu3HEHHOro LUKIA.

64. Beinenure npoueccel, OTHOCAIIMECS K dTany «BHeapeHue yciyr».

65. OCHOBHBIE LIeNIU MIAHUPOBAHUS U MOJAEPKKH BHEIPECHUSL.

66. [MonsiTre «OxkugaemMblii IPOCTON YCITYyTHY.

67. IMonsatne «KoHduTrypanmoHHas eIMHAIIAY.

68. IMpouecc «YmpasneHne akKTUBAMU U KOH(QUTYPAILIHAMID».

69. IIpouecc «YmpapneHue penusaMu U pa3BEPTHIBAHHEM.

70. Cucrema ympaBiieHHsT KOHQHUTYPAIHIMH.

71. «Bonpmoi B3pEIBY Kak IMOIXO0J MPpeoOpa30BaHMs HOBOH MJIM M3MEHEHHOW YCITyTH.
72. «IToda3zoBblif MOIX0A» KaK MOIXOJ MpeoOpa3oBaHUsl HOBOW WJIM U3MEHEHHOU YCIyTH.
73. Enunnunas cpena TecTUpOBaHUS.

74. ITponecc «IloaTBepxaeHUE U TECTUPOBAHUE YCIyI».

75. CrpaTerust TeCTUPOBAaHHUA U MOJENb TECTUPOBAHUSL.

76. Cratycsl [Toprdens ycmyr.

77. [Monsatue «llenocTHOCTEY, «KOHPUICHIIMATBHOCTDY.

78. OcHOBa NOCTPOEHMSI CTPATETUH HENPEPHIBHOCTU YCIYT.

79. Mogens UHIUAEHTOB.

80. [ToHsiTHE TACCUBHBI MOHUTOPHHT .

81. UYro Takoe MPOAKTHBHEBIHN MOIXO0J B paMKax «YTPaBICHUS MpoOIeMaMin.

82. IlonsaTue «Ananus Ilapero».

83. Hwuxn Jdemunra.

84. [larm cTanmapTHOTO Mpoliecca yIyUIICHUs yCIyT.

85. Iens n pelicTBUS TpoIecca YIPaBICHUS COOBITHSIMH.

86. MHOroypoBHEBBIH MEepeYeHb KaTeropuil HHIMIEHTA.

87. Ynpasnenus goctynom B pamkax [TSM.

88. OYHKIMOHAIBHAS U MepapXUUecKas dCKalalus.

89. Henu v 3amanus ynpasieHUs] UHIMIEHTaMH.

90. Ionsatus «Unenatupukatopy, «IIpaBay, «CayxkObl KaTaloroBy.

91. 3a1auu HENPEPHIBHOTO YIyYILIEHUS YCIYT.

92. AHanu3 BBINOJHEHUS COTMAIICHUN TI0 YPOBHIO YCIIYT.

93. OCHOBHBIE 1I€JM U HEOOXOAUMbBIE IPUYMHBI YIPABICHUS U3MEHEHUSIMHU.

94. VYnpasieHue aktuBaMu U KoHpuryparusmu UT-yeyr.

95. IlonTBEep)kaeHUE U TECTUPOBAHUE YCIYT.

96. INoBeimeHne pe3ynbTaTUBHOCTH U 3()(EKTUBHOCTU TpoIieccoB mpenocTaBienus UT-ycmyr
97. VYnpapneHnue penuzaMu U pa3BEPTHIBAHUEM.

98. OCHOBHBIE 3Talbl YIPABIECHUsS] TECTUPOBAaHUEM.

99. Vnpasnenue 3Hanusamu B ITSM.

100. [IaTh acnexktoB npoexktupoBanusi UT-ycayr.

101. Karanor ycnyr. Ero uens u 3amaun.

102. YnpaBneHue ypoBHEM YCIYT.

103. JIBe cocTaBioLIMe KaTajuiora yciyr

104. ITonsitusg «SLM», «SLA», «OLAY.

105. YmpasineHrue MOIIHOCTSIMH.

106. Karanor UT-cepBucos.

107. JlesarenpHocTh SLM.

108. Ympasnenue noctynHoctbio B [TSM.

109. VYnpasienne nHHOPMAIMOHHONW 0E30TIaCHOCTHIO.

110. SRM-cuctemsl. OcHOBHEBIE 3a1aunl SRM-cucteM.

111. KnueHntckue, HHPPaCTPYKTypHBIE M ONEPAIHOHHBIE CEPBHCHI.

112. Oxymnaemocth Bioxenuii. ROI (Return On Investment).

113. VYnpasnernue ¢punancamu B UT.

114. ®opmuposanue noprdenst UT-ycmyr.




115. Oxonomuueckas croumocTs UT-ycmyr. ITonoxurensHas U OTpULATENbHAS PA3HUIIA.

116. Bremnue u o6mmue mocrasmuka UT-yemyr.

117. [MonsATHE OM3HEC-CTUHMIIBL.

118. Iukn ynpapneHus CUCTEMOM.

119. [onsatue «Workflow».

120. CTpyKTypa U COJIep’KaHUE JKU3HEHHOTO-1IUKIIA YCIYT.
121. IMonsarne «Service Desk».

122. Anamm3 Kennepa u Tpero.

123. ITnaH, 0OBEKTHI M CIICHAPUU TECTHPOBAHHUSL.

124. DcKanausi HHIIUIEHTOB.

125. Kateropun co6srruii ITIL.

126. PeaktuBHOE ynpaBieHue mpodiaeMami.

127. IIponiecc HEMPEPHIBHOIO YIYULIEHUS YCIYyT.

128. MexaHu3M MHUIIMAIIMA OTBETHBIX JECHCTBHIA.

129. IMonstue «Tpurrep». ObecnieueHne U KOHTPOIb IPoIEcca.
130. Okynaemocts ynyumennid UT-ycmyr.

131. MexaHu3M MHUILMALIMNA OTBETHBIX JEHCTBHIA.

132. PeaxTuBHOE ympaBneHue mMpobiIeMaMu.

133. [Tone3sHoCTh yCayrH.

134. Oran «IIpoekTrpoBaHKe yCIyTr» >KU3HEHHOTO IMKJIA YCIYT.
135. IlocraBmuKy ycinyr IepBoro, BTOPOro U TPEThEro THUIIA.
136. CMS-cucrema. lenu u 3agauu.

137. AkTHUBBI OM3HEca.

138. Kitouerle acniektsl mpoektupoBanus U T-ycmoyr.
139. ®opmuposanue koHuenuuu UT-ycayru.

140. TpeboBanue k ypoBHIO yciyr. SLR.

141. [IpoekTupoBaHre MOANEPKUBAIOIINX CUCTEM.

142. IIpoexkTHas HOKyMEHTaLUs YCIyIH.

143. TexHUUeCKHi KaTajlor YCIyT.

144. MOIIHOCTh KOH(PHUTYPALIMOHHOW €THHHIIBL.

145. Cornamenue onepayoHHOIO YPOBHSL.

146. HenoctHoCTs HHGOPMAIIHY.

147. AHanu3 BIMsSHUS Ha Ou3HeC.

148. Mertonomnorusi, npuMeHsieMas sl OLEHKH PHUCKOB.
149. baser gansbIx. «SCD» 1 «SRM».

150. Metomuku «VOI» u «ROI». Ux nenn u 3amaya.

151. Llens MeToma cpaBHEHHS] COCTOSIHUIA.

152. IloHATHE aKTUBHOI'O MOHMTOPHHTA.

153. AHanu3 BIUSHUS Ha OU3HEC.

5.4. MeToauka olleHKH OCBOeHUs JUCHMILUINHBI (MoayJs, npakTuku. HAP)

IonoxuTenpHas OLICHKAa BO3MOXHA B CITy4ae BBIMOIHECHHS BCEX MPAKTHYSCKUX pabOT TUCIUILIHHBL

OTBeT OLleHNBaeTCS MO0 5-TH OaJUTBHOI cCHCTEeMe.

OTBeT Ha TPU TEOPETHIECKUX BOTIPOCA - OIIEHKA «OTIIMYHOY. HEemomHbIH OTBET Ha TPU TEOPETUIECKUX BOTIPOCA - OLIEHKA
«xopouioy. OTBeT Ha /IBa TEOPETHYECKUX BOTPOCA - OLIEHKA «yJOBJIETBOPUTEIHHO». BO BCeX OCTaNIbHBIX CyyasXx - OLIEHKa
"Hey/10BJIIETBOPUTENBHO"

ITpu mony4yeHnn HEYAOBICTBOPUTEIHHON OIIEHKH Ha SK3aMEHE CTYACHT HAIIPABIIACTCS Ha Iepecaady C IeTbi0 CAMOCTOSTEIEHOTO
W3ydYeHHs MaTepuana. B mpoTUBHOM ciydae CTyI€HT MOKET OBITh OTYHCIICH 32 HEBBINIOJIHEHNE YIeOHOTO TIIaHa.

6. YHEBHO-METOAWYECKOE U HTH®OPMAIIMOHHOE OBECIIEYEHHUE

6.1. Pexomenayemas iureparypa

6.1.1. OcHoBHas JIMTEpaTypa

ABTOpBI, COCTaBUTENTH 3arnaBue Bubnuorexa W3narensCcTBO, TOI
JI1.1 | TeGaiixuna H. U. [TpumMeHeHne KOHLENIIUN DnexTpoHHas 6MOIHOTEKA ExatepunOypr: M3aarenscTBo
ITSM npu BBOJE B AciicTBHE VYpanbCckoro yHUBEpCUTETA,
MH()OPMAITMOHHBIX CHCTEM: 2014
yuaeOHOe mocobue

6.2. ITepeyens pecypcoB HH(pOPMALMOHHO-TEIeKOMMYHUKAIMOHHOI ceTH « UHTepHET»

Pazpabotka UT-cTpaTernu B KpyIHBIX https://mipt.ru/upload/ed3/f fy3f-arpgxabmqSq.pdf
D1 |KxoMMaHUSX (IpHUMEPBI peaau3alii METOA0IOTHN).
Barunckuii Koncrantun, 2010

32 | «Free ITILy», YeSSoft, 2018 http://wikiitil.ru/books/2017 Free ITIL.pdf

ITIL v3 Glossary Russian Translation v0.92, 30 Apr http://wikiitil.ru/books/ITIL_Glossary(rus)-2009.pdf

93 12009, itSMF / IT Expert




3 «Bsenenue B UT cepBuc-menemxment», IT Expert, http://wikiitil.ru/books/ITIL-SM-Introduction(rus)-2003.pdf
2003.
5 "ITILv.2.3 JIyumue npaktuku: [ognepxka Yemyr", I- | http://wikiitil.ru/books/ITIL-ServiceSupport(rus)-2006.pdf
3 | Teco, 2006
6 [pakTuyeckas metonuka BHeapenus metonoB UTHUIT http://www.adminhelp.pro/wp-content/uploads/2015/05/ITIL-to-10
-step.pdf

6.3 Ilepeuenb NPOrpaMMHOro odecrneyeHust

IL.1 P1.Platform

1.2 |LMS Canvas

I1.3 | Microsoft Office

6.4. Tlepeyens MHPOPMANHOHHBIX CHPABOYHBIX CHCTEM H MPOdecCHOHAIBHBIX 023 JaHHBIX

7. MATEPUAJIBHO-TEXHUYECKOE OBECIIEYEHUE

Ayn. | Hasnauenwue OcHarleHue

b-434 KommnbrotepHslii Ki1ace NepcoHaNbHble  KOMIbIOTEppl - 80  INT.,  MakKeT
JMIEH3HOHHBIX nporpamMMm MS Office, mpoekTop, KOMIIIEKT
yuaeOHoiT MeOerH

b-1107 KommberotepHsIit kinace MEePCOHANBHBIE  KOMIBIOTEPH - 26 INT.,  MakKer
JMIEH3NOHHBIX mporpamMMm MS Office, mpoekTop, KOMIIIEKT
yaebHo# Mebenu

b-1135 KomnbroTepHslii Ki1ace NEepCOHANbHbIE  KOMIbIOTEppl - 30  IUT.,  Maker
JUIEH3MOHHBIX mporpaMM MS Office, mpoekTop, KOMIUIEKT
yaeOHOM Mebenu

8. METOANYECKHUE YKA3AHUSA AJIS1 OBYYAIOIINXCA

ITILv3.I'moccapuii TepmutoB U onpeaenenuii, ITIL® V3 Glossary Russian Translation, M.: ®unanchl u cratuctuka; THOPA-M,
2012

JIsmun A.C. Merononorus ynpasienus UT-cepBucamu u koHTeHTOM, 2015

Pe3nuk C.J. Opranuzanuontoe noseaenue, 3A0 "Onumn-busznec", 2015

[TonkoBuukoB A.B., Iy6oBuk M.®. «Ynpasnenue npoekrammn» [lonnsrit kypc MBA, OtnenbHoe uznanue, 2015

Taroke 17151 U3y4eHUsI JUCIUTUINHBI PEKOMEHTYEeTCSl M3Y4aTh TEMY 3aHSITHS J0 €r0 MPOBEJCHNUS, UCIIONB3Ys JINTEPATypy, YKa3aHHYIO
B pazaene CoaepkaHue




