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ABHC: ocHOBBI yHIpaBJICHUSA

B nocneonee epema nossunace yenaa cucmema memooux ynpaeieHus
ungopmayuonnvimu cucmemamu, maxux kax ITSM, ITIL, COBIT.Omu memoouxu
Jleziiu 6 0CHOBY pazpadomox mexcoyHapoonvix cmanoapmos zpynnot 1ISO 20000 u ux
poccuiickux ananoz2oe. B cmamuve npeonazaemcsa 0030p ymux nooxooos u
603MONCHOCMU UX UCNOIb308AHUA 01 YRPAGTEHUA AGMOMAMUZUPOBAHHOTL
OudIUOmMEYHOU cucmemoil.

KnroueBble ciioBa: aBToMaTH3MpOBaHHAsA OMOIMOTeUHas HHPOpMauroHHas cuctema, IT-cTpykTypsl,
uHpopMaloHHas MHpacTpykTypa OMOIMOTEK, HHPOPMALIMOHHBIN MaccuB, yrpasiaeHue [T-
yeayramu (ITSM), 6ubnuorexa ITIL, cranpapt COBIT, cranaaptsl rpynmnst ISO 20000.

Ecnu paccmatpuBarh OMOIMOTEKY C CHCTEMHOM TOYKU 3pEHUs, TO B €€ COBPEMEHHON CTPYKTYpe
MMeEeTCsl KOMIUIEKCHBIN 3JIEMEHT — aBTOMAaTHU3WPOBaHHAs OMOIroTeyHast HHPOpMaMOHHAsS CHCTEMA.
DTO0 pe3yibTaT LEJI0ro HAMpaBleHus: paboT, KOTOPOE MOKHO 0003HAYUTH KPATKO — A8MOMAMU3AYUS
oubauomexu.

«ABTOMaTH3anus OMOIMOTEKH (aBTOMAaTH3alKs HH(OPMAIIMOHHBIX U OMOIMOTEYHBIX MPOLECCOB,
KOMIIbIOTEpU3aLinsl OUOIMOTEKN ) — KOMIIJIEKC HayUHBIX, IPOEKTHBIX, TEXHUUYECKUX paboT U
OpraHU3aLMOHHBIX MEPONPUATHI 110 MEPEBOLY MPOLECCOB 00pabOTKH U MOoKUCKa HH(OPMAIUH B
O0uOJIMOTEKE Ha BEIYUCIUTENIbHYIO TEXHUKY. Pe3ybTaT KoMIbloTepu3anuyu OMOIMOTEKN — CO3/1aHue
aBTOMaTH3UpPOBaHHON OuOIHOTEUHO-uH(popManoHHOH cucteMsl (ABUC)» [6].

CeronHs yxe MHOTHE OUOJIMOTEKN MOTYT C TOPJIOCTBIO CKa3aTh: «Y HAac paboTaeT COBPEMEHHAS
ABUCy. IIpu 5TOM 0OHU MOApa3yMeBaIOT HATHYNE HEOOXOIMMON KOMIIBIOTEPHON TEXHHUKH,
KOMIUIEKCHOM IpOrpaMMBl JUIs CO3/1aHUsl COOCTBEHHOT'O 3JIEKTPOHHOIO KaTajlora, OpraHu3aluio
00CITy’KMBaHUS NOJIb30BaTENEH ¢ MOMOIIBIO HOBBIX MH(OPMaLMOHHBIX TeXHOoJorui. [Tomydaercs,
YTO aBTOMATH3aIUs ONOTHOTEKH «3aKkoHUYeHa»? OTHIOAL HEeT. OMBIT MOKA3bIBACT: YeM 0oJiee TMOTHBIHI
00bEM (DyHKIIMOHAIBHBIX 3374 OMOIMOTEKH BBIIIOJIHACTCS C UCIOIb30BAaHUEM HH(POPMALIMOHHBIX
TEXHOJIOTHH, TeM OoJiee 0cTpo BCTaloT npodiema obecnieueHus padorocrnocodnoctu ABUC u,
KOHEUYHO, BOIIPOCHI €€ yNpaBICHHUS.

ABUC otHOcuTCs K Kinaccy uHpopMamoHHelx cucreM (MC), umeromux cBou 3aKOHbI
¢ynkunonuposanus. KABUC — 310 koMIIeKC IPOrpaMMHBIX, TEXHUYECKUX, HH(OPMAIIMOHHBIX,
JIMHTBUCTUUYECKUX, OpPraHU3allMOHHO-TEXHOJIOTMUECKUX CPE/ICTB U MePCOHAa, peIHa3HaueHHbIX
171 cobopa, IepBUYHON 00pabOTKH, XpaHEHHUs, TOUCKA, BTOPUYHOM 00pabOTKH M BbIIaUM JaHHbBIX B
3aJaHHOM BHJI€ JJISl PELICHUs Pa3HOPOJHBIX MPO(ECCHOHATIBHBIX 3a1a4 M10JIb30BaTeNeH

cUCTEeMBI» [6].

Kak mo6as nndopmarmonnas cucrema, ABMC nmeeT cBOM KU3HEHHBIN UK. B )KU3HEHHBINA UK
NC BXoasT craguu: MpOEKTHPOBAHUS CUCTEMBI (TOCTAHOBKA 33/1a4d U pa3pabOTKa TEXHUYECKOTO
3a/laHusl), HETIOCPEICTBEHHOTO €€ UCTIONHEHUs (CO3/1aHne MPOrPaMMHOI0 KOJIa, €r0 TECTUPOBAHHE,
poOHOE BHEJIPEHUE), IEPEAAUN CUCTEMBI B IKCILTYyaTAlHIO C MTOATOTOBKOM TEXHOIOTHYECKON
JIOKYMEHTAIINH, [I0CIIE YETO HACTYNAET CTaaus MPOMBIILIEHHOT0 Henoib3oBanus [7]. Ilpu atom
TJIaBHOE 3HAYEHUE MPHUOOPETAET TAKOH MPOIIECC, KaK «COMPOBOXKICHNE HH(OPMAITMOHHON CUCTEMBI»,
i e€ «nopaepxkay [19]. «ConpoBoxieHue aBTomaTu3upoBaHHoil cuctemsl (AC) — 1edTeNnbHOCTD
10 OKA3aHUIO yCIIyT, HEOOXOIUMBIX ISl 00ECIICUeHHS YCTOWYNBOTO (DYHKIIMOHUPOBAHUS WITH
pazButusa AC» [1].



PaccmoTpum HekoTopeie coctaBisitomue MC Oubnmnotexu, B KOTOPOil PyHKIIMOHUPYET
ABTOMATH3WPOBAHHASI OMOJIMOTEYHAS] CHCTEMa, OPTraHM30BaH COBPEMEHHBII KOMILIEKC YCIYT 10
UH(OPMAIIMOHHOMY 00CITY>KMBaHHIO TIOJIb30BATENIEH C ITOMOIIBIO BEO-TEXHOJIOTUI, UMEETCS JOCTYTI
K He00X0IMMBIM HH(OPMALIMOHHBIM pecypcaM, paboTaeT aBTOMAaTU3UPOBAaHHAS KHUTOBBIAYA.

B TtexHnueckyro HHGPACTPyKTypy Takoi OMOINOTEKH BXOIAT Tak HaszbiBaeMmble IT-akTUBBL. OTO
CepBEpHOE U TEJIEKOMMYHHUKALIMOHHOE 000pYy10BaHKE, pab0oUKe CTaHIIMM M0JIb30BaTeNIeH U
pas3iuyHble BHEIIHUE YCTPOICTBAa K HUM, 000pYAOBaHKeE /IS allllapaTHOM 3alUThl CETH, PE3EPBHOTO
KOMMPOBaHMs JaHHBIX. B 3Ty ke HHGPAacTpyKTypy BXOAUT 00I1ee U CIIELUAIBHOE TPOrPaMMHOE
obecrieuenwne (110).

O6uiee [10O — 310 HAOOPBI ONEPALIIOHHBIX CUCTEM CEPBEPOB U pabOUMX CTaHLUH, ApaiBepshl
YCTPOWCTB ¥ BHEIIHETO 000PYAOBAHNUS; IPOrpaMMbl JJis GYHKIIMOHUPOBAHUS U aIMUHUCTPUPOBAHUS
CeTH, NH(POPMALIMOHHOM 3aIUThI U PE3EPBHOTO KONMMPOBaHUs AaHHbIX; nakeTsl MSOffice,
OpenOffice, mouToBbIe KINEHTHI, Opay3epsl U T.II.

CnenuanpeHoe I10 npeanasHaueHo As co3iaHus U QyHKIIMOHUPOBAHUS JaHHBIX B ocHOBHOM MC.
Oto CYB/I, paznuuHble cepBepbl NPUIOKEHUN WIN OTAENbHbIE TporpaMMel 11 padoTsl DK,
JIEKTPOHHON OMOIMOTEKH, 33724 CTATUCTUKY U T.11. DYHKIMOHAJIBHBIE MOYJIM «BHYTPEHHE»
ABUC s coznanus, aAMUHUCTPUPOBAHUS U UCIIOJIb30BaHUS MH(POPMALIMOHHON CUCTEMBI — 3TO
APMp1 6ubnmnorekapeit. Cnenuansroe I10 npuknaaueix UC — ato, Hanpumep CIIC IMapanr,
Koncynsrantllnioc; nporpaMMel J0CTyTNa K pa3iIuyHbIM 3JIEKTPOHHBIM OMOIMOTEUHBIM CUCTEMAM
(OBC) u mp. Croza e MO’KHO OTHECTH IAKEThI MPUKJIAJHBIX IPOrpaMM CHEIHMaTbHOIO Ha3HAUCHHUS,
Hanpumep, yuéTa MaTepualbHbIX HEHHOCTEH, KHUT000ECIeYeHHOCTH, PA3IMYHBIX CUCTEM
yIpaBIeHUS U aIMUHUCTPUPOBAHUS, a TAKXKE MTAKEThl IPOrPAaMMHBIX CPEJICTB, €CIIU B OMOIHNOTEKE
BEIyTCS COOCTBEHHBIE Pa3pabOTKH.

B undopmanmonnyio nadpactpykrypy OMOINOTEKH BXOIAT IMHTBUCTHYECKUE cpenctBa ABUC
(cmoBapu, CIIpaBOYHUKH, AaBTOPUTETHBIE (DAIIBI U T.I1.); IOTHBIE TEKCTHI JIEKTPOHHONU OMOINOTEKH U
nanueie DK cBeeHus 0 MaTepranibHOM yuéTre, pa3MelieHnd (poHaa 1 KOMITBIOTEPHOTO
000pyI0BaHMsI; IEPCOHANIBHBIE TaHHBIE TIOJIB30BaTENICH ¢ 0COOBIMHI TPEOOBAHUSIMH PAOOTHI C HUMH;
CBEACHHSI DJIEKTPOHHOTO (HOpMYJIsipa, TOMOTHUTENbHBIE HH(OPMAIIMOHHBIE MaCCUBHI (HampuMep,
KHUTOOOECTICYCHHOCTH JJISl By30B), @ TAK)KE CTATUCTUYECKUE TAHHBIE PA3INYHON HAMMPABICHHOCTH U
T.II.

be3 nadopmanmonHoro maccua OuOIMOTEKH (PYHKIIMOHUPOBAHKE BCEX MPEAIIECTBYIOIINX
cocraBisiromux ABUC He nmeet Hukakoro cmbicia. MHPpOpMaIMOHHBIN MAaCCUB — 3TO IIEHTPATBHOE
3BEHO aBTOMAaTHU3UPOBAHHOW OMOIMOTEUHOIN CHCTEMBI.

JlononHsAI0T HTHPOPMALIMOHHYIO HHPPACTPYKTYpPY BCIIOMOTaTeIbHbIE JaHHbIE OMOINOTEKH KaK
KOMIIbIOTEPU30BaHHON Oopranu3anuu (IucTpuOyTuBsl, JuneH3uu 110, yuéTHble U TUYHbIE JaHHbIE
M0JIb30BaTeNeH ceTH, cucTeMa apXuBOB BCEX BUIOB JaHHBIX). EcTecTBeHHO, UTO BCE 3TH
cocrapisitomine ABVC nomkHbl ObITh YUTEHBI, U TJIABHOE — IOCTOSIHHO paboTaTh.

C yBenuueHueM 3aBUCUMOCTH OMOIMOTEUHBIX IPOLECCOB OT aBTOMAaTU3UPOBAHHOM CUCTEMBI BCE
ocTpee BCTaET 3a/1a4a obecneueHus e€ GecniepedoitHoit paboTel. [ToaTomy ceronHs pykoBOJICTBO
OuOJINOTEK TOJKHO pelaTh HoBbIE 3a1a4i. OHU 00YyCIIOBIEHB! PACHIMPEHUEM KOMIIBIOTEPHOTO
napka, He00X0IMMOCTbIO YBEIMUEHHSI €0 EHTPAJIbHBIX MOILTHOCTEH (CEpBEPOB), YCIOKHEHUEM
CETeBBIX KOMMYHUKaNUi. Pa3BuTHE phIHKA CTOPOHHUX WH(OPMAIMOHHBIX yciyT (HayuHbix B/,
ANEKTPOHHBIX OnOIHoTeK, DbC 1 T.11.) COMPSIKEHO C UCTIONb30BaHKEM nociequux Bepcuit [10, a
3HA4YMT, HE TOJILKO 00opyaoBaHue, HO U obmee [10 HyX1aeTcst B HOCTOSIHHOM JINLEH3MOHHOM
OOHOBJIEHUH.

PocT 06p€MOB HH(DOPMAITMOHHOTO MAaCcCHBa, MOBBIIIIEHHBIE TPEOOBAHUS K €T0 COXPAHHOCTH TPEOYIOT
OpraHu3aluy 0co00ro HampasieHUs! pabOThl — TOCTPOEHUS HaJIeKHON MHPPACTPYKTYPHI



HHq)OpMaHHOHHOﬁ 6630H3.CHOCTI/I, CUCTEMBI XpaHCHUSA JAaHHBIX, UX OIIEPATUBHOI'O BOCCTAHOBJICHUS B
cirydae cOoeB.

HmenHo ¢ TpeboBaHreM oOecnedunTh GYyHKIIMOHUPOBAHUE ITUX HamnpaBieHui pykoBoautenu IT-
CTPYKTYp OMOIMOTEK BCE yalle oOpallarTes K cBoeMy pykoBoAcTBY. [lonydaercs, 4to HauaB pabOThI
10 aBTOMATH3aLlMH, IOCTUTHYB 3pEJIOCTH B HCIIOJIb30BAHUU MH()OPMALIMOHHBIX TEXHOJIOTUH,
O6ubsIMoTEeKH TakUM 00pa3oM «BBIOpaIN» cede nmpobdaeMy — Kak BCE 3TO MOJepKUBATh?

Obecnieuenue GyHKIMOHUPOBAHUS aBTOMATU3UPOBAHHOM OMOIMOTEYHON CUCTEMBI SBIISIETCS TJIABHOU
¢yukuueit IT-ctpyktyp Oubinnorex. Boinonnenue 3toit pyHkuuu B cuity ctpykrypHoctu ABHC
CKJIaJipIBaeTCs U3 Habopa onepauuii u yciyr. Takue onepanuy BBUAY pa3IMdyHOTO cOCTaBa 00BEKTOB
COIIPOBOXKJCHUSI, PA3HOPOIHOCTHU KIMEHTOB (OMOIMOTeKapH, YUTATENIH, CTOPOHHHUE OpraHU3aluu,
PYKOBOJICTBO U T.II.), KOTOPBIM YCIIyTH OKa3bIBAOTCA, TAKXKE Pa3HOOOPa3HBI.

ITpu nepeBoie OCHOBHBIX TEXHOJOTMUECKUX ONepaluii OnbINOTeKH B aBTOMAaTU3UPOBAHHBIA PEKUM
paboThI pe3Ko BOo3pacTaloT TpeboBaHus K Oecriepe6oiiHOMY (YHKIIMOHUPOBAHHUIO BCEH CUCTEMBI.
ITpocTon aBTOMATU3UPOBAHHON CHUCTEMBI JIF0OOM OH3HEC-OpraHu3aluy, paboTaroleil Ha OCHOBE
MH(POPMALIMOHHBIX TEXHOJIOIHH, IPUBOAAT K HEBO3MOKHOCTH BBIIIOJIHUTH JOTOBOPHBIE
00513aTeNIbCTBA, PEIYTAMOHHBIM U3JIEP’KKaM U B UTOre — K IOTepsIM B puObuIn. B 6ubnuorexax
no1o0HbIe U3AepKKHU (13-3a mpoctoeB ABVC unu 0Tka30B GyHKIIMOHUPOBAHUS €€ OTIEIbHBIX
IIOJICUCTEM ) HE MeHee 00JIe3HEHHBI: OMOIMOTEKa YACTUYHO UJIH MOJIHOCTHIO NEPECTAET BBHIMOIHATh
CBOU (YHKIUH.

Nndopmanmonnas cucreMa JIr0001 opraHU3alny Mpu €€ COBPEMEHHOM HCITOJIb30BAaHUH J1aBHO
nepecrasna ObITh BCIOMOTATEIBHBIM 3JIEMEHTOM JIJIsl BEITIOTHEHUS OTPEACIEHHBIX TEXHOIOTHIECKUX
onepauuii win npoueccon. Kak cucrema oHa HyXIaeTcs B MOJHOLUEHHOM KOMIUIEKCHOM YIPABICHUU
[16]. OTa ynpaBieHUYecKas 3a/1a4a JEKUT B IJIOCKOCTU OTBETCTBEHHOCTH HE TOJBKO PyKOBOJAUTEIEH
IT-moxpasnenenuii, HO ¥ pyKOBOACTBA OMOIMOTEKH B LIEJIOM.

[Tonoxxenust Teopun HaAEKHOCTU CIOKHBIX CUCTEM, paspadborannbie B Poccun emé B 1960—1980 rr.,
B cepenune 1990-x rr. ObutM MpUMEHEHBI K HH(POPMAITMOHHBIM CUCTEMaM Ha YPOBHE
npenoctasienus [T-ycnyr, T.e. yclyr, OKa3pIBa€MbIX C MTOMOIIBI0 HHPOPMAITMOHHBIX TEXHOJIOTUH.
WNHbIME cTOBaMU — 3TO IEATEIHHOCTD MO 00ECTICUCHUIO HHPOPMAIIUEH U HHCTPyMEHTaMH /ISt
paboThI ¢ Hell B MHTEpecax nmoib3oBareneil. M takas nesrenbHOCTh B MHPOPMALIMOHHOW CUCTEME
JOJKHA OBITH yripaBisiema. Tak B TEOpUU yNpaBISHUS MOSBUIOCH BhIpakeHue ynpagnenue 1T-
yeayeamu (IT Service Management — ITSM).

B tepmunonoruun ITSM ynpasnenue peanusyercs nocraBuukaMu [T-ycayr myTéM ncnosib30BaHus
ONTUMAJIBHOTO COYeTaHUs pabOThI JIt0IeH, MPOLIECCOB U MHPOPMAIIMOHHBIX TEXHOIOIHHA. B oTianune
oT 6oJiee TPaJULIMOHHOI'O TEXHOJOTMYECKOro (MpoLeccHoro) noaxona, /7SM pekomeHyer
COCPEIOTOUUTHCS Ha KIIMEHTE — OTpeduTese, ero NoTpeOHOCTAX, T.€. Ha YCIyrax, pe0CTaBIsieMbIX
[10JIb30BATEIIO C IIOMOLIBI0 HH(POPMAIIMOHHBIX TEXHOJIOTUH, @ HE Ha caMuX TexXHoslorusax. [Ipu atom
IIPOLIECCHAs OPTaHU3aLUs IPEJOCTaBICHUS YCIYT U HAJIMYUe UX 3apaHee OrOBOPEHHBIX MapaMeTpOB
no3BoJstoT IT-oTaenam opranu3oBaTh NPEIOCTABIEHNE KOHKPETHON YCIYTH, U3MEPUTh U YIyULIUTh
€€ KauecTBO.

Brepssie metoas! /7SM 6butn npuMeHeHs! B 1980-X IT. B AHIVIMU 715 aHAIM3a peHTa0eIbHOCTH
UCIOJIb30BaHMsI HH(GOPMAIIMOHHBIX PECYPCOB B TOCYIapCTBEHHBIX YUpexkAeHusaX. Tak Obula co3iaHa
oubmmoreka ITIL (IT Infrastructure Library) [11, 18]. Ona copepuT noapoOHOE OMHCaHHE
HauOoJiee BaXKHbIX BUAOB AEATEIbHOCTH B paboTe IT-noapasaenenuii, a Takxe NOJHBIN epedeHb
cdep OTBETCTBEHHOCTH, 3a/1a4, IPOLEYp, IPOLIECCOB U CIUCOK AEHCTBUI, KOTOPbIE MOT'YT OBITH
azanTupoBaHbl 11 Mool IT-opranusanuu [13].

[lepsoie kauru ITIL (ITILv. 1) Obmn 3akonueHBI K 1995 1. B HUX cenana MOMBITKAa CUCTEMAaTHIECKH
U TOCJIE0BATENIBHO OIUCATh IEPEJOBOM ONBIT IO yrpasieHuto IT-ycimyramu, KOTOpbIi OCHOBaH Ha



KayecTBe yCIyr U pa3zpaboTke 3()(heKTUBHBIX U pallMOHAIbHBIX IPOLECCOB.

Bropas Bepcus ITIL (ITILv. 2) pazpabotana B koH1e 1990-x — nauane 2000-x rr. B Hell npennoxena
CTPYKTYpHpOBaHHAasl OCHOBA JUIsl opranus3anuu B [T-noapasaenenusx Bcex BUAOB aesiTenbHOoCTH. OHU
00pa3yIoT MPOLECChI, COCTABISIONINE Oa3UC sl pa3BUTHS CTENIEHH 3peocTy ynpasiaeHus [T-
yeayramu. Kakaplit U3 3TUX NPOLIECCOB pelaeT OAHY WM HeCKoIbko 3a1ad [T-cinyx0, Takue kak
pa3paboTka yciyr (cepBUCOB), yIpaBieHHe HHPPACTPYKTYpOH, IPEAOCTaBICHUE U MOACPKKA YCIYT.

B 2007 r. omy6amkoBaHa paciiupenHas Bepcus tpetbeit onodnauorexu [TIL (ITILv. 3), B KOTOpOit
aKIEHT CeJIaH He Ha OTAEIbHBIX ITpoLeccax, a Ha UX CO3/1aHue, MOAJEPKKY, pa3BUTHE U
YCOBEpPILIEHCTBOBAHUE, T.€. HA BECh LIUKJI yCIIYT.

bubnuotexa ITIL conepXuT nopoOHOe onrcaHie Haubosee BaXHbIX BUJOB JIEATEIILHOCTU B paboTe
IT-otnenos. Mcnons3ys mponeccHsIit moaxon, oubnuoreka /7/L B IepByI0 o4epeib pa3bsCHIET, YTO
JOJKHO BKJIIOUAThCS B YIPaBJIeHHE B 00s13aTeNbHOM nopsiike i odecnedenus IT-ycayr
HeoOxoaumMoro kadectBa. Ceroans 6ubanoreka /711 crana ctangapToM Je-(pakTo B OMUCAaHUU
¢byHIamMeHTalbHbIX Mpoleccos ynpasienus [T-ycayramu [3, 5, 13].

COBIT (Control Objectives for Information and Related Technology) — emé oquH U3 TEPMUHOB,
KOTOPBIM aKTUBHO MCIIOJB3YETCS MPUMEHUTEIHHO K OPraHu3aiii Bcex BHA0B padoT IT-cTpykTyp.
COBIT npenctasnseT coO0i MaKeT OTKPHITHIX JOKYMEHTOB, 0K0JI10 40 MEXTyHapOJHBIX U
HAI[MOHAJIBHBIX CTAHAAPTOB, PyKOBOJCTB B 00JIACTH yIpaBlieHUs UH()OPMAIIMOHHBIMHU
texHojorusmu, ayauta [T-nestensrnoctun [T-6e3onmacHoctu [4].

IlepBas Bepcust COBIT, BeinymienHas B 1996 r., Bkiaroyana onvcaHue MPUHLIUIIOB U MIOHATHIA B
obnactu ynpasieHHsI HHQOPMAITMOHHBIMU TEXHOJIOTHIMHU, 3371a4 YIPABICHUS U PYKOBOJICTBO IO UX
ayauty. Bropas Bepcus ony6iukosana B 1998 r., tpetss — B 2000 r. Hoselimas Bepcust — COBITS —
nosiBuiach B anpeine 2012 . [2].

Hasnauenue nokymentoB COBIT — ycTpaHeHHE TPOTUBOPEYH MEKIY PYKOBOJICTBOM JIFOO0H
OpraHu3aluy ¢ uX BujaeHueM OusHec-1enei u [T-nenapraMeHToM, OCYIIEeCTBISIOMNM MOAIEPKKY
nH()OPMAMOHHON HHPPACTPYKTYPHI, KOTOPAs TOJDKHA CTIOCOOCTBOBATH TOCTIKEHUIO ITHX IIEIICH.

B COBIT netanbHO ONMCAHBI IS U MIPUHITUIBI yIIPABICHUS UH()OPMAIIOHHON HHPPACTPYKTYpOH,
00BEKTHI yIipaBieHus, 4€TKo onpeaenensl Bce [T-mpouecch (3agaun), mpoTexaroniie B 11000t
KOMIIaHUH, U TPEOOBAHMS K HIM; OCBEIIIEHA MX BO3MOXHas peanuzanus. B onmucanuu IT-nponeccos
MpUBEACHBI PEKOMEH 1Al 10 yrpasienuto [T-6e3omacHocTeio. BBeaeHO MOHATHE MOAEIH 3pEI0CTH
mpoliecca, TOKa3bIBAIOIIEH, KaK MPOLEeCC MOXKET ObITh YIYUIICH.

COBIT npejuiaraet LeNbli psj oKa3zaTesel — MeTpUK Ul OLIEHKH 3((EeKTUBHOCTH CUCTEMBI
ynpaBjaeHUs HH(POPMALIMOHHBIMU TEXHOJIOTUSMH, KOTOPBIE UCIIONB3YIOT ayauTopsl [T-cuctem. B
nokymentax COBIT nepednclieHbl TOKa3aTeNu, ONnKuchiBaroIue cootserctere IT-cucremsl
IPUHATHIM CTaHAapTaM U TpeOOBaHUAM, METPUKH HH(OPMALIMOHHONW 0€301acHOCTH U T.I1.

Cranpapt COBIT u 6ubnunorexa /TIL He ABIASAIOTCS NPOTUBOPEUALIUMH IPYT APYTY MOAXOJaMHU —
OHU JOMNOJHSIOT IpYT Apyra, OXBaTbiBas pa3Hble cPephl NeSITEIbHOCTH U Pa3HbIi OINBIT yIPABICHHUS.
COBIT noMoraeT NOHSTh, YTO HYKHO J1€71aTh, a /T/L moKa3bIBaeT, Kak 3TOro 10cTudsb [15].

O06a noaxoaa OBIIM UCIOIB30BAHBI IPU Pa3pabOTKE MEKIYHAPOIHOIO CTaHAapTa B 00J1aCTH
ynpasiieHusa kadectBoM IT-yciyr ISO 20000 — mexx1yHapOAHOrO CTaHAapTa Ul YIPABICHUS U
o6ciyxuBanus IT-cepBucoB. OH 6611 co3nan B 2005r., 3ameHuB npexxHuit crangapt ISO 15000,
paspaboranHblii bpuranckum uHcTUTyTOM cTanaapToB. ISO 20000 npencrasiseT coboil moapoOHOE
onucaHue TpeboBaHUM K cucteMe MeHekMeHTa I T-cepBrCcOB, OTBETCTBEHHOCTH 32 HHUIIMUPOBAHUE,
BBITNIOJIHEHUE U NTOJIEPKKY MH(POPMALIMOHHBIX TEXHOJOTUI B OpraHU3aLUsIX.



B 2010 r. pa3paboran poccuiickuit OCT P UCO/M3K 20000 «MudopmanimonHasi TEXHOIOTHS.
MeHeKMEeHT yCityTr», KOTOPBIN ABIIAETCS IEPEBOAOM MexayHapoaHoro cranaapra ISO 20000.
ITepBas wacte ['OCTa onucsiBaer nmpoueccsl ynpasienus IT-yciayramu [8], BTopast conepKuT cBo1
MOJIOKEHHUH, BBITEKAIOIUX U3 TOCTH)KEHUN IPAaKTUKH, U NIPE/ICTaBI€HA B BUE PYKOBOJICTBA U
pekoMmeHaanuii [9].

Cranpapts! rpynmnst ISO 20000 tecHo cBsizansl co crangapramu rpynmsl ISO 9000 — CucreMsr
menempxkmenTta kadectsa (CMK). B 2011 r. cranmapt ISO 20000 06HOBNEH — BBITIUIA HOBAsI PEIAKIIHS
—ISO/IEC 20000:2011.

Kakum »xe 00pa3oM B TEPMHHOJIOTHH 3TUX CTaHAAPTOB, ¢ yuérom meronoB ITIL, npencrasnsercs
CTpyKTypa npouecca conpoBoxaeHus ABMC kak paznoBunnoctu [T-cuctemsl, T.e. ITSM B
o6ubnuorexe?

[Tpu mepeBoe BceX OCHOBHBIX IMKJIOB OMOIMOTEUHBIX MMPOIIECCOB HA KOMIBIOTEPHBIE TEXHOJIOTHUH,
MIPH POMBILIUIEHHO Pa0OTArOIe aBTOMAaTU3UPOBAHHOM cucTeMe AesiTeNbHOCTh [ T-cimy 0651
nepecTaét ObITh MHHOBAIIMOHHBIM, OTPAHMYEHHBIM BO BPEMEHH MTPOLIECCOM, a MIPEBPAIACTCS B
MOBCEAHEBHYIO, MIOCTOSIHHYIO YCIYTY IO COMPOBOXKICHUIO HH(DOPMAIIMOHHON CUCTEMBI OMOTNOTEKH.
[Ipu 5TOM mpoIecCHas OpraHu3aus TPEIOCTABICHHS 3TON YCIYTH C IPUMEHEHUEM METOI0JI0THI
ITIL sBAsieTcs COBOKYIMHOCTBIO CIAEAYIOMINX YIpaBIsaomuXx npouenyp [20]:

1. Iloooeporcka nonvzosameneu. B xauecTBe 1ojp30BaTeNel B 3TOM CIIy4ae BBICTYHAIOT U
OubnuoTeKkapu, 1 YUTATEIH, U PyKOBOJCTBO BCEX YPOBHEH; OpraHu3aluy NapTHEPOB, KOTOPHIM
okasbiBatoTcs IT-ycnyru; noctasmuku o0opynoBanus, ucnoiabzyemoro 110 u t.1m. Lens nponecca
MOJIIEPKKH M0JIb30BaTese — obecneueHne [eHTPaIn30BaHHOIO B3aUMOIEHCTBUS C
00CITyKUBAa€MbIMU JINIIAMH TIPU 00paboTKe 0OpalieHnii, BOSHUKAIOIIUX B X0/1€ HKCILTyaTalluu
ABUC;

2. Vnpasnenue unyuoenmamu. anuaent B repmunonoruu [TIL — 1o m060e coOBITHE, KOTOPOE HE
SBIISIETCS YaCThIO CTAaHAAPTHOTO (GYHKIIMOHUPOBAHUS CUCTEMBI. Llens mporiecca ynpaBieHus
WHIUICHTAMH — OBICTPEE BOCCTAHOBUTH HOPMaAIbHOE (DYHKIIMOHUPOBAHKUE YCIYT U MUHUMU3UPOBATH
OTPHIIATEIIPHOE BIIMSHUE HHIIUICHTOB HA OCHOBHBIC TEXHOJIOTHICCKHE IPOIIECCHI C UCITOIHb30BAHNEM
ABUC;

3. Vnpasnenue npooremamu. Ilpobnema — 3To HeM3BeCTHAsI KOPHEBAs IPUYHHA OJTHOTO WIIK OoJiee
uHIUAeHTOB. Llens nmporecca ynpasienus mpodieMaMu — YCTAHOBUTH KOPHEBYIO IPUUHHY
BO3HMKHOBEHHSI IPOOJIEMBI U, KaK CJIEJICTBUE, — IPEIOTBPATHTH UHIIUCHTHI B IEATEIHLHOCTH
6ubnuroreku npu ucnoiaszoBanuu [T-TrexHonoruit;

4. Vnpaenenue usmenenusamu. I3MeHeHHne — 3T0 100aBlIeHUE, MOIU(DUKAIINS YUIH YIAJICHUE YeTO-
1160, 9TO CIOCOOHO OKa3bIBaTh BiusiHue Ha [T-ycmyru. 3MeHenust MOTyT Kacatbes 10001 YacTu
ABUC — 06opynoBaHus, KOMMyHUKAITMOHHOW CHCTEMBI, IIPOTPAMMHOTO 00€CTICUCHHS, N3MCHEHUS B
CTPYKType HH(POPMAITMOHHBIX PECYPCOB, UCIOJB3yEMbIX B OMOIHOTEKE, TEXHOJIOTUICCKON 1
yIIpaBJIEHYECKOHN JOKyMeHTauu u T.7. [{enb nporecca ynpaBieHus: U3MEHEHUSIMU — OTPaHUYEHUE
9KCJIa MHITUACHTOB, BEI3BAaHHBIX ITOJJOOHBIMH H3MCHCHHSIMU,

5. Vnpaenenue peauzamu. Penus — 310 HaO0Op HOBBIX M/WIHM U3MEHEHHBIX KOH(PUTYPALIMOHHBIX
€JIMHUL], KOTOPbIE BMECTE UCIBITHIBAIOTCS U BHEAPSIOTCS B JIFO0YIO0 4acTh HH(OPMAILIMOHHOM
CUCTEMBI (KOMIIBIOTEPOB, SJIEMEHTOB TeJIEKOMMYHUKaluid, HOBbIX Bepcuit [10 u 1.1m.). Llens nponecca
yIpaBJIeHUs peu3aMu — poBeaeHne n3meHeHui [T-cuctembl 6MOINOTEKH ¢ MUHMMAaIbHBIM
KOJINYECTBOM MHLUJEHTOB B pyHKIMoHUpoBaHuu ABUC.

CxeMaTUJHO B3aMOCBSI3b npoucayp MOXHO NpCACTAaBUTh TadK, KaK IMOKa3aHO Ha PUCYHKE:
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Cxema conpoBoxaeHusi uHGpopManuoHHoii cuctemsl mo ITIL

ITpu Takom noaxone conpoBoxaeHne ABUC npespamaercs B IpoLece NOAIEPKKH MT0JIb30BaTENEH,
KOTOpBI€ paboTarT ¢ MHHOPMALIMOHHOM cUCTeMOM. A moka3aTeneM kadectBa padboTsl [ T-ciryx0b1
O6ubimorexu OyayT ABISATHCS MOCTOSHHO JOCTYITHOE COCTOSTHUE CIIYXKObI MOAEPKKY U MUHUMaJIbHOE
BpeMsi yCTpaHEHUs €10 JTI00BIX MHIIMICHTOB B paboTe moibp3oBartenei. [ maBHol 3amayeit mepcoHana
IT-cTpyKTYypBI CTAHOBUTCS HEOMyIIeHne BOZHUKHOBEeHHs ipobsieM B ABUC, B Tom uucie B
YCIIOBUSX TEKYIIMX WIH INIO0AIBHBIX HU3MEHEHUH B OTJIEIBHBIX dJIeMEHTaX €€ HH(PACTPYKTYPHI.

ITepecmotp B cBete ITIL-mMeTon0B ynpaBiaeHust OMOIMOTEKO MOXKET KapAHMHAIBHO U3MEHUTD
CHCTEeMY MPUHATHS YIIpaBiIeHUYeCKUX pemeHuid B ueiaoM. [Ipu arom [T-cimyx6a u3 BcnomoraTenbHO#
CTaHOBUTCS CUCTEMHO-OPTaHU3YIOLIEH CTPYKTYpOH 11s 1000 opraHu3anuy, HOCKOIbKY TOYKOM
COIIPUKOCHOBEHHS SABJISETCS TaK HazbiBaeMast Ou3Hec-1eib. i1 6uGnuoTexu — 310 €€ MUccHs.

Kakum o0pa3zom MOxKHO ucmionb30BaTh oaxoasl [7SM, ITIL w crangaptel rpynmsl [SO 20000 ans
ynpaBieHHus OMOIMOTEKOM B 11EJIOM U €€ aBTOMaTU3UPOBAHHON CUCTEMOM B YaCTHOCTH?

1. OTu 1OKyMEHTHI JAIOT BO3MOXHOCTh CTAaHAAPTU3UPOBATH CTPYKTYPY HH(POPMALIMOHHON CUCTEMBI
OMOINOTEKH, TIOCTPOUTH Ha €€ OCHOBE CUCTEMY TEXHOJOTHYECKHX MpolieccoB A IT-cTpyKTypsl,
OpPHEHTHPOBAHHOW Ha MOJEPKKY IOJIb30BaTeNe: unTareneil, oudnuorexapeil, napTHEPCKUX
OpraHM3anui, aAMAHACTPALUH U JIp.

2. CepucHslii noaxon k conpoBoxaeHuo ABMC kak cuctemsl ycinyr IT-0Taen0B MOXKET OCITy KUTh
OCHOBaHMEM AJ1s1 GOPMUPOBAHUS NepeyuHs (PYHKIIMOHAIBHBIX 0053aHHOCTEH, TPEOOBAaHUI K
po¢eCcCUOHANBbHON KOMIIETEHTHOCTH IIPU MO00PE MITATHOTO COCTAaBa U ONPEIEIeHUs KOIUYECTBa
IT-nepconana OuGINOTEKH, HOPM U PEKUMOB UX paboTh [21].

3. bubnnoteka /TIL MOXET NIPeIOCTaBUTh €IUHYIO «CUCTEMY KOOPAUHAT» U NOHATUMN AJIS
B3auMoiercTBus Kak IT-ciry»x0bl ¢ OTAeNbHBIMU (DYHKIIMOHAIBHBIMH OT/I€JIaAMU BHYTpH OUOINOTEKH,
TaK U CMEXKHBIX CTPYKTYDP, paboTaromux A noajaepxxanus pynkunonuposanus ABMC.
OObeAMHAIOIUM 3JIEMEHTOM paboThl CTAHOBUTCS 001as 11e7Ib ONOINOTEKH.

4. Celfyac B CTaTUCTUYECKHUX OTYETaX OMOIMOTEK MPAKTHUECKU OTCYTCTBYIOT a0COIIOTHBIE U
OTHOCHUTEJIbHBIE [T0KA3aTEeJIM YPOBHSI U CTENEHU UCIOJIb30BaHUs OMOIMOTEKOM aBTOMAaTU3UPOBAHHBIX
TEXHOJIOTUH, 3(ppekTUBHOCTH paboThl €€ nHpopMaoHHOM cuctemsl [12]. BeiOop u ucnonb3oBaHue
ITSM-meTpuk, yeiyr, okaszbiBaeMbIX [T-ciyx’0aMu, MOTYT IOCITY>KMTh OCHOBOM IS ONIpEIEIeHUS
KOJIMYECTBEHHBIX U KaUeCTBEHHBIX NoKa3areneid ABUC.

5. CtpemuTenbHOE pa3BUTHE O0JIAYHBIX TEXHOJIOTUH, IEPEOPUEHTALMS IPOrPAMMHOM COCTaBIISAIOIIEH
IT-priaka ¢ Habopa OTHETBHBIX MPOAYKTOB (KaK 00IIECUCTEMHOT0, Tak 1 pukiIaanoro [10) na
IIPEI0CTaBICHNE KOMIUIEKCHBIX MH(POPMALIMOHHBIX CEPBUCOB, MOBBILLIEHHbIE TPEOOBAHUS



M0JIb30BaTeNeH K penepTyapy U KauecTBY MH()OPMALIMOHHBIX HCTOYHUKOB BBIHYXAaI0T OMOIHOTEKY
paboTaTh B yCIOBUAX HEOOXOAMMOCTHU IIOCTOSIHHO 00paIaTbCs K CTOPOHHUM YCIIyTaM.

ITIL v ITSM-iogxoAs! B yIpaBJI€HUU MOTYT 1aTh HHCTPYMEHT JJIs1 BEICTPAUBAaHMS OTHOLICHHUHN C
KOMMEPYECKUMHU CTPYKTYpaMHU 3a CUET ONpeIesIeHUs] TOUEeK KOHTAKTa, epeuHs HHPOPMaLlMOHHbBIX
YCIIyT Ha MOHATHOM JUIsl Onbnnoteku si3bike [14, 22].

6. UéTko pasrpaHUyYUB NEPUMETpP BHYTpEeHHUX U BHEHUX I T-ycayr, BoIOpaB onTUMaIbHBIN cr10co0
opraHu3anuy 0ecrepeOoHHOCTH 3THX CEPBUCOB, MOKHO CIUIAHUPOBATh ONTUMAJILHOE YIIPaBICHHUE
HEIPEePbIBHBIM IIPOLIECCOM OKa3aHUsI BCEX YCIyT OMOIMOTEKH, PallMOHAIBHO PACIOPSAUTHCS
(uHaHCOBBIMU pecypcaMu, MH()OPMaLlMOHHBIMM aKTHBAaMU, KaJipaMH, paboTaTh B CTPOrOM IIPaBOBOM
none [10].

KoHeuHo, HEeT TakMX CTaHAApPTOB, KOTOPbIE Obl OXBATHIBAJIM BCE acleKThl ynpasieHus. bies [lackansb
TOBOPWIT: «YTIPABJIATh — 3HAUUT NPEABUIETHY. YTOOBI IPEIBUAETD, HAJIO «CTOATH HEMHOI'O BBILIEY, &
«IMbENECTATIOM» JJIS TOI0 MOTYT CIIy>KMTb TOJIBKO 3HaHuUsA. [loaTtomy n pykoBonurens IT-otnena, n
PYKOBOJUTEJb BBICILIETO 3B€HA ONOINOTEKH JOIHKHBI ObITh 3HAKOMBI CO BCEMU OCHOBHBIMU
CTaHJapTaMH B cBoeil nmpodeccuu, a ux coaep’kaHue U UAEH JODKHBI ObITh B HA0Ope HHCTPYMEHTOB
MOBCEAHEBHON JEATEIBHOCTH.
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