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loHanpasnenni009.04.01 «MupopmaTika U BENHCIHTEIBHAS TEXHUKA», yyeOHOMY
I1any Hanpasiennsi09.04.01 «Mudopmatuka u BerumCcIHTE IBHAS TEXHUKA.

Paspaboranusie ®OC o06nagaror HEOOXOMMO IOJHOTON M SBISIOTCS aKTy-
AILHBIMH JUIS OLICHKH KOMIICTEHIMH, OCBAMBAEMBIX 00YYAIOIIMMUCS IPU U3y4EeHUU
JUCLHUIUTMHBL «YTipaBienne UT-cepeucamu u MHOPACTPyKTypoii». PazpaGoranusle
®OC noaHOCTHIO COOTBETCTBYIOT 3a/1a4aM Oyjyuieil mpodeccHOHaIbHON aesTel-
HOCTH oOy4atoumxcsi, ycranosienusix ®IOC BO 1o HanpaBiaeHn009.04.01 «Uu-
(hopmaTHKa U BEMHUCIUTENbHAS TeXHHKA). B cocraBe POC npucyTcTBYIOT OlIEHOY-
HBIC CpEICTBAB BHJIE TECTOBBIX 3aJaHHI M KOHTPOJIBLHBIX BOIIPOCOB  pa3IMYHOrO
YPOBHS CJIOXXHOCTH, KOTOPBIE T103BOJIAIOT MPOBECTH OLEHKY IIOPOrOBOro, IPO/IBUHY-
TOTO 1 NIPEBOCXOAHOIO YPOBHEH OCBOEHHS KOMIIETEHIIHI 110 THCIHILIHHE,

DPOC obnanarT HEOOXOIUMOMN CTEIIeHbIO NpUOIMIKEHHOCTH K 3aa4aM Oymy-
el NpodecCHOHANIBHON JesTelbHOCTH O0Y4JarOLINXCS, CBS3AHHBIM CIIPUMEHEHHEM
TICPCIICKTUBHBIX METOJIOB MCCIEIOBAHHUS U PeIleHHS Npo(ecCHOHAIBHBIX 3aay Ha
OCHOBC 3HAHMS MUPOBBIX TCHACHLMH Pa3BUTUS BBIYHCIUTENLHON TEXHUKY 1 HUH(pOp-
MaluMOHHBIX TexHonorui (ITK-7).

CymectBenHbIe HEJI0OCTaTKHOTCYTCTBYIOT.

3aKiouenne. Y4e6HO-MeTOMMYecKas KOMUCCHS ACJIa€T BBIBOJ O TOM, HTO
Ipe/ICTaBlIeHHBIE MaTepHabl COOTBETCTBYIOT TpeOOoBaHUAM
®I'OC BOnounanpasnenno09.04.01 «MHbOpMaTHKa 1 BBHIMUCIUTENBHAS TEXHUKANH
PEKOMEHIYIOTCS ISl MCIIOJIb30BaHUs B Y4eGHOM Iporecce.

PaccmoTpeno wa 3acemanun y4eOHO-MeTOMYECKOH KOMUCCHH MHCTUTYTa
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BBenenue

@oHJ OLICHOYHBIX CPEACTB [Js1 MPOBEICHUS NPOMEXKYTOYHOM aTTECTalNU
oOy4Jaronmxcs 1no guciuiuinie «Ymnpasienue UT-cepBucamu u uHOPacTpyKTypoii»
— 3TO KOMIUIEKT METOJUYECKUX U KOHTPOJbHO-U3MEPUTEIbHBIX MATEPUAIIOB, TIPE-
HA3HAYCHHBIX JIJIS1 OTPEICIICHUSI YPOBHS CPOPMUPOBAHHOCTH KOMIICTEHITUH, OIICHU-
BaHUSl 3HAHUM, YMEHUU, BIIAJICHUN Ha Pa3HbIX 3TanaxX OCBOCHMS JAUCHUILIIUHBI JJIs
MPOBEICHUS MPOMEKYTOUHOM aTTeCTaluy 00YUYarOIINXCs O TUCIUIUINHE.

®OC [TA siBnsieTcss COCTaBHOW YacThiO YU€OHOTO U METOAMYECKOro odecreye-
HUS mporpamMMbl Maructpatypsl 1mo HampapieHuto 09.04.01 «Muadopmatrika U BbI-
YUCIUTEIbHAS TEXHUKAY.

3anaun ®OC no gucuuruinHe «Ynpasienue UT-cepBucamu u HHQpacTpyKTy-
poi»:

— OIIEHKa 3aIUIaHUPOBAHHBIX PE3YJIbTATOB OCBOEHHUSA JAUCHUILIMHBI O0ydYaro-
IIUMHUCS B TIPOLIECCE U3YUYEHUS NUCIUIUIMHBI, B COOTBETCTBUH C pa3paOOTaHHBIMU U
MPUHATBIMA KPUTEPUSAMH 10 KaXKIOMY BUIY KOHTPOJIS;

— KOHTPOJIb U YNPaBICHUE MPOILECCOM MPUOOpETeHUs 00ydaronuMucs Heoo-
XOJIMMBIX 3HAHWM, YMEHUMN, HABBIKOB U (POPMUPOBAHUS KOMIIETEHIIUN, ONpeeIeH-
HbIx B ®I'OC BO no HampaBiieHUIO TOATOTOBKH

®OC ITA no nucuumuinHe «Ynpasienue U T-cepBucamu u uHPpacTpyKTypoii»
c(hopMUPOBaH Ha OCHOBE CJICIYIOIIUX OCHOBHBIX MPUHITUIIOB OIEHUBAHUS:

— IPUTOHOCTU (BATMIHOCTH) (OOBEKTHI OIEHKH COOTBETCTBYIOT TOCTABJICH-
HBIM IIeJIIM 00yUYeHUs);

— HaJISKHOCTH (MCIIOJIb30BAHUS €IMHOOOPA3HBIX CTAHIAPTOB M KPUTEPHUEB TS
OIICHUBAHUS 3aIUIAHUPOBAHHBIX PE3YyJIbTATOB);

— 3 PeKTUBHOCTU (COOTBETCTBUS PE3YIHTATOB JEATEIBHOCTH MOCTABICHHBIM
3a/1a4am).

®OC ITA no npucuumuinHe «Ynpasienue U T-cepBucamu u nuHPpacTpykTypoii»
paspabotan B cooTBeTcTBHH ¢ TpeboBanusmMu OI'OC BO no nanpasnenuro 09.04.01
«MHpopMaTrKa U BEIYUCIUTEIbHAS TEXHUKA» VISl aTTECTAIlMK 00yJYaroImuxcs Ha CO-
OTBETCTBUE WX MEPCOHATBHBIX TOCTIKEHUM TPEOOBAHUSM MOATATHOTO (HOPMHPOBa-
HUSI COOTBETCTBYIOIIMX COCTABJISIONIMX KOMIIETCHIIMH W BKJIIOYAET KOHTPOJIBHBIC
BOIPOCHKI (MJIM TE€CTHI) U TUIIOBBIC 3aJlaHUsI, HEOOXOIUMbIC JJIsSI OIEHKH 3HAHWUM, yMe-

HUM U HABBIKOB, XapaKTePU3YIOIIMX Tanbl POPMUPOBAHUS KOMITETEHIUH.



1. ®opMBbI NPOMEKYTOUHON ATTECTALMHU MO AUCIUNJINHE

Huctumnna «Ynpasinenue UT-cepBucamu 1 uHGPaCcTpyKTypoil» u3ydaercs B
2 ceMecTpe Npu O4HOU PopMe 00ydYeHUs U 3aBepIIaeTCs MPOMEKYTOYHOM aTTecTa-
nuei B hopme sK3aMeHa.

2. O1leHOYHBIE CPeICTBA AJIsl IPOMEKYTOUYHOMH aTTecTAlMN

OueHouHblE CpencTBa Il NPOMEKYTOYHOM aTTecTalMu MO JIUCUUILIMHE
«Ympasnenue UT-cepBucamu u uHQpacTpyKTypoil» mpu 04HOM popMe 00yUdeHusI.

Tabmua 1
OrneHoYHBIC CPEICTB JIJIST IPOMEKYTOUHOM aTTecTauu (o4Has opma 00yUdeHus)
. O1eHouHbIE
Ne i/t Cemectp dopma MpOMEKYTOUHOM aTTeCTaIlUU
Cpe/acTBa
1. 3 DK3aMeH DOOC ITTA

3. Ilepeyennb KOMNETEHIU ¢ YKa3aHHEM ITAaNoB UX (opMUpOBaHHS B
npoiuecce OCBOECHUS TUCHUIIIHHBI
[lepedeHp KOMIETEHITNI M X COCTABJIIIOIIHNX, KOTOPBIC JOJDKHBI OBITH C(hOPMHPO-
BaHbI NIPH U3YYEHUU TEMbI COOTBETCTBYIOILIETO pa3iena JUCIMIUTMHBI « Y pasienue UT-
cepBUCaMU U UHGPACTPYKTYPOIi», IPEACTaBICH B TAOIHIIE 2.
Tabauma 2

[lepeuenb KOMIETEHIIMIA 1 ATAIBI UX (HOPMUPOBAHUS
B MPOIIECCE OCBOCHUS AUCIUTUIAHBI

OTtan §
Ne| dopm- Kon dopmupyemoit kom- | @opma nmpome-
- HanMenoBanue paszena |meTeHIry (COCTaBIIAIONICH | )KyTOUHOM aT-
1/T1| pOBaHUS
KOMITETCHIIHHN ) TeCcTaluu
(cemectp)
1. 3 OCHOBHbIE IPUHIIUIIBI [TK-7 [1K-7.3YB DK3aMeH
opranuzauuu UT — ycnyr
2. 3 ITpoueccer ITIL ITK-7 ITK-7.3VYB DK3aMeH

4. Onucanue mokasarejieidi U KpUTepHeB OLEHMBAHUS KOMIIETEHUMI HAa

PA3JIMYHBIX JTAaNax UX (l)OpMI/IpOBaHI/IH, OIIMCAHHA IIKAJbI OICHUBAHUSA

[TokazaTenu um KpuUTepUM OLICHUBAHUS C(HOPMHUPOBAHHOCTH KOMIIETEHIMN Ha

3aueTe, MPUBEEHBI B TabmuIe 3.



[loka3zarenu n KPpUTCPHUU OLICHUBAHHA C(i)OpMHpOBaHHOCTI/I KOMH@TGHHI/Iﬁ Ha 3K3aMCHC

Tabmuua 3

Kon dhopmupyemoit kom-

Iloka3arenu orieHUBaHUA

No | 9rtanm hopmupoBa- (mmaHupyemble pe3ynabTaThl 00ydeHus)
neTeHIuu (coctaBisito- | Kpurepuu oneHuBaHus - -
n/n | Hus (cemectp) . . IIponBunythill ypo- | IIpeBocxoaHbIi ypo-
1€ KOMIIETCHIINH ) [ToporoBslit ypoBeHb
BCHb BCHb
1 3 [IK-7 IIK-7.3 TeopeTnueckue 3HaTh MOAXOAbl K3HATh MOAXOAbl K(3HATh NOAXOIBI K
HaBBIKA pa3paboTke  aiuro-/pa3paboTKe  airo-[pa3paboTKe  ajro-
PUTMHUYECKUX A[PUTMHAYECKUX A[PUTMHAYECKUX u

IPOTPAMMHBIX  pe-
IIEHHH B 00JacTH
CHUCTEMHOT0 W TIpH-
KJIaJJTHOTO po-
rpaMMUPOBAHUS

MPOTPAMMHBIX  pe-
IIEHW B 00JaCTH
MaTEMAaTUIECKHUX,
HH(pOPMAITMOHHBIX
U  HMMHTAIMOHHBIX
MoOJIeJIEH, co3ja-
HUIO  HUH(pOpMAIIU-
OHHBIX  PECYpPCOB

IPOrpaMMHBIX — pe-
IIEHUI B 00JacTH
00pa3oBaTEIHLHOTO
KOHTEHTA, IpH-
KJIagHeIX 0a3 jaH-
HBIX, TECTOB U
CpPEACTB  TECTHUPO-
BaHUsS CHCTEM U

rJ100aJILHBIX CETEH

CpPEACTB Ha COOT-
BETCTBUE CTaHJap-
TaM HW HWCXOIHBIM

TpeOOBAHUSIM




[TK-7

[IK-7.Y

IIpakTnueckue
HAaBBIKU

YMETb NPUMEHATH
IIPU MPAKTUYECKOU
pa3paboTke  mpo-
rpaMMHOTO  obec-
NEYEHUS] TOJIXOJIbI
K pa3paboTke anro-
PUTMUYECKUX u
IPOrpaMMHBIX — pe-
nieHnuii B o0JacTu
CHUCTEMHOTO U TIPH-
KJIaTHOTO npo-
IPaMMHUPOBAHHUS

YMETb NPUMEHATH
IIPU  IPAKTUYECKOU
pa3paboTke  Mpo-
rpaMMHOTO  obec-
MEYEHUSI TOAXOJIbI
K pa3paboTKe aro-
PUTMUYECKUX u
MPOTrPaMMHBIX — pe-
nieHuit B 00JacTu
MaTeMaTHYECKHUX,
MH(}OPMAIMOHHBIX
U HMMHTAIMOHHBIX
MOJICIICH, co3ja-
HUIO HMH(pOpMaIu-
OHHBIX  PECYpPCOB
rJ100aJbHBIX ceTel

YMETb NPHUMEHSATH
IIPU  NPAKTUYECKOU
pa3paboTke  Mmpo-
rpaMMHOTO  obec-
NEYEHUS] TOJAXOJIbI
K pa3paboTke anro-
PUTMHUYECKUX U
POrpaMMHBIX — pe-
nieHuii B o0JacTu
00pa30BaTEIHLHOTO
KOHTEHTA, pu-
KJIagHBIX 0a3 aH-
HBIX, TECTOB |
CPEICTB  TECTHPO-
BaHHUS CHCTEM |
CPEICTB Ha COOT-
BETCTBHE CTaHAap-
TaM U HCXOJHBIM

TpeOOBAHUSIM




dopMHpoBaHUE OIEHKH IPH MPOMEKYTOYHOM aTTeCTalldd M0 UTOTraM OCBOE-

HUS JUCHUIUIMHBI 3aBUCHUT OT YPOBHS OCBOCHHUS KOMIICTCHIIMH, KOTOpBIC OOydaro-

IIUHCS TOJKEH OCBOUTH IO TaHHOM AucHuIuInHe. CBsI3b MEKy HTOTOBOM OIIEHKOU U
YPOBHEM OCBOCHHS KOMITCTCHIIMH (IITKaJla OIICHUBAHUs) TIPeICTaBlIicHa B Ta0nuiie 4.

Tabanma 4

Omnuncanue mIKajbl OLICHUBAaHUA

[Ixana oneHuBaHus

OnucaHue OlIEHKH B TPEOOBAHUSX K YPOBHIO

Bripasenue B 1 00bEMY KOMIIETCHITHI

CnoBecHoe BBIPAKCHUC

Oamtax
O1im4HO ot 86 110 100 OcBOEH NMPEBOCXOAHBbIN YPOBEHb BCEX KOM-
HCTCHINH (COCTABIISMIONINX KOMITCTCHIIHH)
OcBO€EH NPOABMHYTHLIN YPOBEHD BCEX KOMIIE-
Xoporo or 71 mo 85 poa y yp

TCHIUI (COCTABIIAIOMINX KOMITETCHITUH)

OcBo€H MOpoOroBbIii ypOBEHb BCEX KOMIIE-

VYaosnerBopurensio | ot 51 go 70 N o
TEHIUN (COCTABIISIOIIMX KOMITETCHIIHIA)

He ocBoeH moporoBblii ypoBEHb BCEX KOMIIE-

He ynoBiaeTBOpUTEIBHO 1o 51 . o
TEHIUK (COCTABIISIOIIMX KOMITETCHIIHIA)

5. Metoanueckne MaTepuaJibl, ONpeae/siiOue MPoueaypPy OLEHUBAHUS
3HAHWH, YMEHHUI, HABBIKOB M (WJIN) ONbITA AEATEJbHOCTH, XapPaKTEePHU3YIOLIUX

Tanbl (OPMUPOBAHUA KOMIIETEHIMA

DopMUPOBAHUE OLICHKH MO PE3yJibTaTaM TEKYIIETr0 KOHTPOJISI YCIIEBAEMOCTH U
MPOMEKYTOUYHOW aTTECTAllUM MO UTOraM OCBOCHMS AUCHHUIUIMHBI «Ympasienue UT-

cepBUCaMH U UHDPACTPYKTYPOl» MPUBEAEHO B TAOIHIIE O.




Tabnuna 5 ®opMupoBaHKE OLIEHKU 10 UTOraM OCBOEHUS TUCIIUILIUHEI

PerituHroBBIE TTIOKA3aTEIN
—
= g
C% 1 Q D)
HaumeHoBaHUE = = & é E §
KOHTPOJILHOTO MEPOTIPHUSATHUS = = 2 5 = £ = =
<
5 5 | 25 S -
o = ] & E S 9O o
= = T = O =
& 5 | o8& &t 3
—_ = = =T = = = -~ N
Paznen 1 31 31
TecT TekyIiero KOHTPOJISI MO paseiy 10 10
3anuTa 1a00paTOPHBIX PadbOT 21 21
Pa3znen 2. 33 33
Tect Tekymiero KOHTPOJIS MO pa3aAeTy 10 10
3amura 1a60paTOPHBIX paboT 23 23
IIpome:xkyrouHasi arTecTanusi (OK3aMeH): 36
— TECT MPOMEXKYTOYHOM aTTECTAIlUU TIO JIUC- 20
UTUTNHE
— OTBETHI HA DK3aMEHAITMOHHBIE BOIIPOCHI B 16
NMCbMEHHOHU (hopme




6 KoHTpoabHble 3aJaHus WM HHbIe MAaTePUAJIbI, HEOOXOAUMbBIE [JIfA
OlleHKH 3HAHWH, YMeHHii, HABBIKOB U (MJIH) ONBITA eATEJIHLHOCTH, XapaKTepH-
3yloIMx 3Tanbl (JOPMUPOBAHMS KOMIIETEHI[HIl B NpoIecce OCBOEHHMS IMCLM-

IIJINHBI

6.1 TecToBbBIC 3a1aHUA
1. Kakoe w3 creayrommx yTBEPKACHUH OTHOCHUTEIBHO JICATEIHHOCTH

ciyx0b1 moanepkku (Service Desk) siBiisiercst mpaBHIBHBIM?

N Service Desk — 3o mepBasi TouKa KOHTaKTa KIUCHTA.

O Service Desk onpeaensier npuunny c60s y KJIUEHTA.

[ Service Desk onpenensieT npuurHy BOZHUKHOBEHUS MHITUICHTOB.

2. Kaxkyto undpopmanmio cinyxba noaaepxxku (Service Desk) npenocrasisi-

et B [T-ynpaBnenue oprannzannn?

[ Bce OTKIIOHEHUS OT COTJIACOBAHHOTO YPOBHS YCIIYT.

[] Poct IT-undpactpykrypsi.

[ Bpewmsi, moTpadeHHOE Ha pacclieJOBaHUE U JUArHOCTUKY MHUHUIEHTOB B
paspese OTAENIEHNM, U3 KOTOPBIX NOCTYIIMIIM 3aIIPOCHI.

[ KonuyecTBO MHIIMIEHTOB B pa3pe3e KaTeropuii.

3. B cnyx0y Service Desk oOpaTuiicst mosib30BaTeNb, KOTOPBIA MOCIE OT-
nycka 3a0bul CBOM Mapoib. DTO 3aTparuBacT MHTEPECHI TOJIBKO OJIHOTO IOJIb30BaTe-
as. Cnyxo6a Service Desk u moibp3oBarens 0CO3HAIOT, YTO pa3pelieHUue 3TOr0 UHIU-

JIeHTa 3aMMET BCEro HeCKoJIbko MUHYT. V3 manHoi nHpopmanuu Ber moriu Ob1 cka-

3aTh, 4TO...

[ CTETEHb BO3JICUCTBUS MHIIMACHTA BHICOKA.

[ MIPUOPUTET UHIUICHTA - BICOKHI.

[ CPOYHOCTbH UHITUJCHTA — BBICOKAS.

[ MaJIO, YTO MOXKHO CKa3aThb O CTEIECHW BO3ACHUCTBUS, NMPUOPUTETE WIIA
CPOYHOCTH.

4, [Tpousomen cepbe3Hblii HIKUACHT. OTBETCTBEHHAs TPyNIla HE B COCTO-

SIHUW PEInTh Ipo0biieMy B T€UEHHUE MOJIOKEHHOTO BpeMeHu. [IpuBieueH coTpyqHUK
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otnena paspadborku. Kakas ¢hopma sckamanmuy OMMCHIBACT BBIIECYKA3aHHYIO MOCIIE-
JIOBATEIHLHOCTH COOBITHIT?

O dopmanbHas dCKaaIusl.

[ QO yHKIMOHAIbHAS ICKAJIALINSL.

O Hepapxudeckas sckanamnmus.

O OrnepanioHHAs dCKaaIys.

S. 3aBTpa BHeapsercs HoBas UT ycioyra. Uto u3 HHMXKE NMEPEUYHCIEHHOTO
JIOJDKHO OBITH 3aBTpPa MPEIOCTaBICHO B MOMOIIB ciyk0e Service Desk?

] Menemxep mpoliecca yIpaBieHUS YPOBHEM YCIYT JIJISi ONEPaTUBHOTO
CTJIKUBAHUS BO3MOKHBIX IPOOIIEM.

] CueHapuil nogAepKKH.

[ CooTBeTcTBYIOLIEE pACTHCAHNE H3MEHEHU.
[ CucremMHbIe aIMUHUCTPATOPHI.
6. ITocnenoBaTenpHOCT AEMCTBUI B XOJI€ BBIIIOJIHEHHS poLEcca yIpaBs-

JICHUSI UHITUJEHTAMHU JTy4Ill€ BCErO OMUCHIBACT CJICYIOIIEE BHIPAKCHUE:

[ 3aMuCh UHIMJICHTA U ONOBEIIEHUE, HauaabHas TOIIEpKKa U Kiaccudu-
Kalusi, UCCIeI0BAaHUE U IMAarHOCTUKA, PEIIICHUE U BOCCTAHOBJICHHE, 3aKPHITHE.

[ 3anuch MHIUJEHTA, HaYadbHasl UICHTU(DUKAIMS U pacipeiesieHue, KOH-
TaKT ¢ 00CITy’)KMBa€MbIM KIIMEHTOM, BOCCTAHOBJICHUE YCITYTH.

[ IlepBast muHUS TOAACPKKU UHIIUACHTA, €KETHEBHBIN KOHTAKT C MOJIb30-
BaTeIISIMH, TMOACPKKAa OU3HEC-CUCTEMBI, OTUET 00 yIpaBJICHUHM B CIIYKOy KauecTBa
UT.

1. Buesanno Ha cinyxOy nmoaaepkku Service Desk oOpymuics mkBai Te-
7ehOHHBIX 3BOHKOB OT KJIMEHTOB, KOTOPHIE HE MOTYT pabOTaTh CO CBOUMH MPHUIIO-
keHusimu. [locie ompoca 3BOHUBIIMX CTajo SICHO, YTO BakKHAsi CHUCTEMa Ha IICH-
tpansHOM UNIX-cepBepe BbllIa W3 CTPOsl. 3a KaKuWe W3 CIEAYIOUUX JEHCTBUI

ciyx0a nogaepxku Service Desk He Hecé€T OTBeTCTBEHHOCTH?

[ 3a KaTeropu3aluio BXOAAIIUX BbI30BOB.
[ 3a onpenesieHne MPUYUHBI HEUCITPABHOCTH.
[ 3a MPUCBOEHUE ITPUOPUTETOB BXOISAIIMUM BBI30BAM.
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3a 3CKaNalMI0 UHIUACHTOB.

3a 9TO U3 MEePEYUCICHHOTO HIKE HE OTBevaeT ciayx0a Service Desk?
AHanu3 CTerneHu BO3IeHCTBHS HHIUICHTA.

OmnpeneneHre NPUINHBI HHITUICHTA.

Kiaccudukanus u onpeeneHrue NpuopuTeTa HHIUICHTA.

O O O O % O

Dckaamusl.

Q. [Iponszomén cereBor MHIMAEHT, KOTOPbIN 3aTpoHya 200 moJIb30BaTENEH.
B 1o xe camoe Bpems clioMaicsi IPUHTEP y HCHOJHUTEIBHOTO JUPEKTOpa, a €My
HY’KHO IevyaTaTh OT4€T. UTO clefyeT MCIpaBUTh B MEPBYIO OYEpEIb Ha OCHOBAHUU
3TOM MH(pOopManuu?

[ Henocrarouno uadopmanyu, 4ToObl OnpeeisTh, KaKOW UHIIMICHT UMe-
eT 0osiee BBICOKHI IPUOPUTET.

[ [IpuHTEp MCMIOMHUTENHHOTO AUPEKTOPA JIOJDKEH OBITh UCIIPaBiIeH OBICT-
pee u3-3a 0osiee BHICOKOTO BIUSHUS Ha OM3HEC 3TOr0 MHIUICHTA.

[ O0a MHIMAEHTa UMEIOT OJJMHAKOBO BBICOKUN TPUOPUTET.

[ CeteBoii HHIIMICHT UMEET 00Jiee BHICOKUI MTPUOPUTET, YEM TIPUHTEP HC-
MOJIHUTENBHOTO AUPEKTOPA, MOCKOJBKY OH 3aTparuBaeT HAMHOTO OOJIbILIE JFOIEH.

10. Kakoe BwIpakeHHE M3 MPHUBEIACHHBIX HUXKE HAMIYYIIUM OOpa3oM OIu-
ChIBACT Ka4ueCcTBa, HEOOXOIMMBIC COTPYIHUKAM CITykObI Service Desk?

O KoMMyHHKaOenbHOCTh, HACTOMYMBOCTb, TEXHUYECKas MPOHULATEb-

HOCTb, pCINUTCIBbHOCTD.

0 3HaHHE JieN1a, YETKOE BBIPAXKECHUE CBOUX MBICIICH, TEPIEIUBOCTh, KOM-
MYHHUKa0€IbHOCTb.
[] Jlornueckoe MBIIUICHHWE, HACTOMYMBOCTD, PEIIUTEILHOCTh, aHAJIUTHYC-

CKUU CKJIaJ] yMma.
[ Texnuuyeckoe oOpa3oBaHHE, CHOCOOHOCTH K CUETY, KOMMYHHKAOEb-
HOCTb.

6.2. Jxk3aMeHAIMOHHbIE BONPOCHI
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1. Tlpeamer mucrumuabl «Ynpasienune WUT-cepBucamu u uHGPACTPYKTY-
poit». Yem oOycClOBIIEHAa aKTyaJIbHOCTh JAHHOTO IMpEAMETa B HACTOSAIIEE
Bpemsi?

2. Cornamenne o0 ypoBHe ycuyT (SLA): Ha3HaueHHUE TOKYMEHTa, COCTaB, UC-
MOJIb30BAHUE.

3. bubmumoteka ITIL: HaznaueHue, coaepkanue, pa3padOTUNKHU, BEPCHUHU.

4. Tlpomecc ymnpaBieHus (puHaHCAMU: Ha3HAYCHHUE, OCHOBHBIC BUJIBI JACATEIb-
HOCTH, IPEUMYIIECTBA BHEAPEHUSI.

5. Konuenius npoueccHoro noixoia K yrnpasJieHHUIO.

6. I[Ipormecc ympaBieHHs MOUTHOCTSIMHU: Ha3HAYCHHWE, OCHOBHBIC BUIBI JCS-
TEJIbHOCTH, IPEUMYLIECTBA BHEIPEHUS.

7. Knaccudukarus nponeccoB ynpasienuss UT-ycnyramu Ha ocHOBe OM0OHO-
teku [TIL Bepcum 2.

8. Ilpouecc ynpapieHus: 0€30MaCHOCThIO: Ha3HAYEHUE, IPEUMYIIIECTBA, HEOO-
XOJIUMBIE 3aTPaThI.

9. Ilporecc ympaBiaeHUs YPOBHEM YCIyT: Ha3HA4Y€HHE, JOKYMEHTHI, UCIIOJIb-
3yeMbI€ B paMKax Ipoliecca.

10.ITpumepsl BHeApeHus mporieccoB yrpasienus WMT-ycnyramu na Poccuii-
CKHX MPEIINPUATHSIX.

11.TIponecc yrpaBiieHUs] UHIIUACHTAMU: Ha3HAYCHUE, B3AUMOCBSI3U C JPYTUMHU
npoueccamu yrpasieHust UT-ycnyramu.

12.Cuctembl ¢ BHICOKUM YPOBHEM JOCTYITHOCTH: OTpEEIIeHHE, OCOOEHHOCTH.

13.IIpouiecc ympaBiaeHUs! JOCTYIHOCTBIO: ONpEAeNIeHUEe, MPEuMYIIecTBa, Mpo-
OJIeMBI.

14 UT-moiHOCTH: OompeaesieHue, 3aaaun yrpasienus. [IpenmyiiectBa BHEI-
peHus mpouecca.

15.0cHoBHbIe TipuHIUIIEI opranu3anuun UT-coy:x0 Ha OCHOBE MPOIECCHOTO
OAXO0/a.

16.I1poniecc ympaBieHUs] NOCTYMHOCTBIO: ONpENEIeHHe, KPUTEPUH YCIexa,

KJIFOYECBAIC ITOKA3aTCIN 3(1)(I)GKTI/IBHOCTI/I.
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17.Ilponiecc ympaBieHUs MHIMACHTAMU: OINpEAeNeHUE, MPEUMYIIECTBa, Mpo-
OJIEMBI.

18.I1pouiecc ynpaBieHusl HEMPEPHIBHOCTHIO: IPUMEHEHUE YIPEXKIAIOMINX MEP
U cIoco00B BOCCTAHOBJICHHUS.

19.Buspl nesarenbHOCTH (9Tarbl) Mporiecca ynpaBiIeHUs YPOBHEM OOCITYKHBa-
HUSL.

20.ITpouecc ynpasieHusi GuHaAHCAMH: COCTaBleHUE Or0/pkeTa (010 KEeTUpOBa-
HUE), BBICTABJICHUE CUETOB.

21.IIporecc ympaBieHHus ypOBHEM OOCITYKMBaHUs: Ha3HAUYCHUE, B3aUMOCBSI3U
C ApyruMHu nponeccamu yrpasienus UT-ycnyramu.

22.Ilpomecc ynpaBieHus (puHaAHCAMU: MPEUMYIIECTBA, MPOOJIEMBI, (HaKTOPHI
ycnexa.

23.I1pouecc ynpasieHus npoOjaeMaMu: Ha3HAUYE€HUE, B3AUMOCBS3H C JIPYTUMHU
npoueccamu ynpasienus UT-ycioyramu.

24.Ctparterus obecnieuenus HenpepsiBHOCTH U T-ycmyr.

25.1Tpomecc ympaBneHusi mpoOjIeMaMu: OmNpenesieHrue, MPEeUuMyIIecTBa, Mpo-
OJIEMBI.

26.IIporecc ynpaBnenus: ((MHAHCAMU: OIPECIICHUE, B3AUMOCBS3H C JIPYTUMU
npoueccamu yrpasienust UT-ycayramu.

27 .Ilpouecc ympaBieHNUs HHIUACHTAMU: TTPUEM U PETUCTPAIUs UHIUICHTA.

28.I1pouecc ynpaBieHUs U3MEHEHUSIMU: HCTOYHUKHU 3alIPOCOB HA U3MEHEHMS.

29.MOHUTOPHUHT TpoIecca yIpaBieHUs MpoOIeMaMH.

30.Buapl nesrenbHOCTH (3Tallbl) Mpolecca yupaBieHus: HenpepblBHOCTHI0 UT-
YCIIYT.

31.11pomnecc ympaneHus HenpepblBHOCTBIO M T-yciyr: Ha3HaueHue, B3auMO-
CBSA3U C ApyrumMHu npoueccamu ynpasienus UT-ycoyramu.

32.I1pouecc ynpaBiaeHHs TOCTYITHOCTBIO: ONpeAesieHUe, MPEeUMYIIEecTBa, Npo-
OJIEeMBI.

33.Buapl nestenpbHOCTH (3TAMBI) IPOIIECCa YIPABICHHS TIOCTYITHOCTHIO.
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34.Ilpouecc ynpaBieHUs] WHIUACHTAMU: KiIacCU(PHUKAIMS W HayalbHas MOJI-
JIepKKa UHITUICHTA.

35.I1pouecc ymnpaBiaeHUs HpoOsieMaMu: KOMaHAa BHEAPEHUS W MOIIEPIKKU
Ipoliecca, 3aTpaThl HA BHEAPEHUE U MOIJIEPKKY.

36.I1Ipouecc ynpasieHus: 6€301aCHOCTBIO: HA3HAUYEHUE, B3aUMOCBSI3U C JIpYTHU-
MU nporieccamu ynpasieHus UT-yciyramu.

37.Ilpouecc ympaBieHHsS HENPEPHIBHOCTHIO: OIpeNeTeHHe, MPEUMYIIEeCTBa,
npoOJieMbl, (DaKTOPHI ycrexa.

38.I1porecc ympaBieHUs] WHIUACHTAMU: KOMAaHJa BHEIPEHHUS M TOIICPKKU
npoliecca, 3aTpaThl HA BHEAPEHUE U MOIJIEPHKKY.

39.I1pouecc ynpapiieHus: 0€30MaCHOCTBIO: ONPEENIEHUE, MPOOIEMbl U PUCKH
BHEJIPEHUS Ipolecca.

40.[Ipouecc ynpaBiaeHHss HHUUACHTAMU: [IPOLIEAypa 3CKaJIalluy UHIIUJICHTA.

41.Bunpl nesaTenbHOCTH (3Talbl) IpoIecca yIpaBIeHUS HHIIUIEHTaMH.

42.TlepedeHb OCHOBHBIX MpolieccoB ympasieHus UT-ycmyramu, onmucaHHBIX B
oubmoreke ITIL Bepcuu 2, B3aMMOCBS3U MEXKTY TIPOIIECCAMHU.

43.Busl nesTeIpHOCTH (3TAIbl) IPoIiecca YIpaBiICHHS MpoOIeMaMH.

44.CpencTBa aBTOMaTu3aluu npoueccos ynpasiaeHus UT-yciyramu.

45.1Ipouecc ynpaBiieHUs MHIUAECHTaMH: IPOLEAYPbl pacCIeIOBaHUsI U 3aKpbl-
THUSI UHITUJICHTA.

46.[1pouiecc ympaBiieHUsI pelu3aMH: Ha3HAYeHHE, B3aUMOCBSI3U C JAPYTUMU
npoueccamMu yrpasienus UT-ycayramu.

47 Tlpouecc ynpaBieHUs MOIIHOCTSIMU: Ha3HAYEHUE, B3AUMOCBSI3U C IPYTUMU
nporeccamu yrpasisienus UT-ycnyramu.

48.TIpouecc ynpasiieHus npobdieMaMu: KII04eBbIie (PaKkTOphl ycrexa.

49.1Ipouecc ynpaBieHHUs U3MEHEHUSMU: [IJIAHUPOBAaHUE U3MEHEHHI.

50.ITporecc ynpaBneHus: penu3amu: KiaccuduKaIus pem3oB.

51.MOHUTOPUHT TIpoLIecCa YIPABICHUS HHIIUICHTAMH.

52.Buppl nestenbHOCTH (3TAMbI) IPOIIECcCa YIPABICHHS PEITU3aMH.
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53.IIpouecc ynpaiaeHus npoOIeMamMu: 3Tal UACHTU(DUKAIIME U PETUCTPALIUU
pOOIJIEMBI.

54.Yupasnenue MmontHocTsiMu U T-yemyr.

55.1Ipouecc ynpasieHuss U3BMEHEHUSIMU: Ha3HAYEHUE, B3aUMOCBSI3H C IPYTUMHU
npoiieccamu ynpasieHust UT-ycmyramu.

56.[IporpaMmMHOe obOecrieueHre Ui aBTOMAaTU3alMKM TIpoliecca YIpaBICHUs
KOH(UTYpALHSIMH.

57.Ilpouecc yrmpaBiieHHs] KOHDUTYpaIUIMH: BeJieHHe KOH(PUTYpallMOHHOM Oa-
3B JAaHHBIX.

58.I1porpamMmmHoOe oOecrniedyeHre JJIsl aBTOMATHU3AIMK TIPOIecca YIpaBIICHUS
WHIUJICHTaMU.

59.MOHUTOPUHT MpoIliecca ypaBiIeHHs] KOHPUTYpaITUsIMU.

60.Bunpl nesitenbHOCTH (3TAMbI) Ipoliecca YIPABICHHUS H3MEHEHUSIMH.

61.1Iporecc ynpasieHuss KOHPUTYpaIUsIMU: Ha3HAYEHUE, B3AUMOCBSI3U C JIPY-
ruMH npoueccamu ynpasienus UT-ycoyramu.

62.I1pouecc yrnpaBieHUs W3MEHEHUSMHU: ONpEICIICHUE, MPEeuMyIecTBa, Npo-
OJIEMBI.

63.Buapl nestenbHOCTH (3TAbl) Ipoliecca yIpaBICHUsS] KOHPUTYPAIUSIMU.

64.1Iporiecc ynpaBieHus pearu3amMu: TECTUPOBAHUE U TTPUEMKA PETH3a.
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