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BHyTpeHHUM ayamT UT npoueccos.

/INarHoCTMKa KOCMMYECKOro Kopabis 1o Jlopore Ha Mapc
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TiyTewecTBe & rpoueCca dyrsX
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The Five Principles

® D@

OUR PRINCIPLES IN ACTION
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74 KOCMMYECKAS OOMCCES
@ CEPBMC-MEHEAXXMEHTA

MyTellecTeve B NPOLSCCaX W yHIKLIASTK

/laBauTe 3HaKOMMUTbCA!

[ToToB BAa4yecnaB

CTapLumm cneuuanmct BHePEHMS
1 noaaepxku UT npoueccos
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The Fwe Pnn(:]ples

Cuality Responsibility  Mutuality  Efficiency
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MARS B CHI" 1 Poccuum ooy

MyTeLecTave B NPOLIECCAX 1 (yHKLIASX

* 13 cTpaH
* UcTtopua ycnexa ¢ 1991 ropa
- UHBeCTUPOBAHO B 3KOHOMMKY CTpaHbl 60s1ee 1TMApA. S

* 4 6U3Hec-cerMmeHrTa:
—KopMma gna *MBOTHbIX
—lllokonap
—NpoayKTbl NUTAHUA
—Wrigley

- bonee 7000 coTpyaHMKOB

tSMF MARS
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MARS Information Services ooy

MyTeLecTave B NPOLIECCAX 1 (yHKLIASX

MARS IS npepocTtasngaet UT-cepBuc KomnaHmm MARS BO BCEM
Mupe

200 COTPYOAHWHOE W3 H:Zl,ﬂ,ﬂ,Epml-ia BCEX
1200 Bo BCEM MMpE 267 oducos MARS

Europe
Slough (UK)

North America
Chicago (USA)
O Europe

O Europe Stupino (Russia)
North America Strasbourg (France)
Mt Olive (New Jersey, USA)

Asia Pacific
Guangzhou (China)

Q South America
Guararema (Brazil)

[]
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MyTeLecTave B NPOLIECCAX 1 (yHKLIASX

SMART npouecchbl e

SMART - BHyTpeHHuH 6peHp ITSM npoueccos

A t
Technology (GIST) Center of Excellence

SMART lMNpoueccor:

Incident, Critical Incident, Problem, Change, Configuration,
Knowledge u Workorder Management

Effective Support Processes
Team

ITIL, COBIT, ISO 20000, Shared best practices

tISMF MARS
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[locTaHOBKa 3a4a4m e

- AyguTt He pagu ayauta. He ToNbKO pagm pesyibTtaTtoB. AyauT
pagu UHULMATHUB M NMPOEKTOB NO YIy4LUEHUI0O KayecTBa
OKa3blBaeMbIX CEpBHUCOB

* [lp 3TOM COXpaHUTb cBO6OAY AEUCTBMA U NMyTEHU
peanmsaumm

* Mony4nTb cpaBHUTE/IbHbIM Cpe3 3pe/IOCTU MPOL,eCcCoB Mo
opraHmsaumm

- BoB/1eYb KOMaHAb! B ripouecc ayguta TakMm o6pasom, 4ToObI
CTMMYJIMPOBATb NoABJIeHWE NPUBBIYKU U KYJIbTYPbl
noscegHeBHOMU paboTbl B cTUse SMART

tSMF MARS
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YTo oueHBaeM

MyTeLLecTBvE B NPOLIECCAX W MYHKLIASX

Mpouecchl

UHCTpyMeHTapu

« KayecTBO 3anonHaAemMoun » Ony6nukoBaHHasa OOKyMeHTaums

)
Q? MHbopMaLK » dopmannsoBaHHble NpoLeaypbl
- Q' * 3HaHusa no » CoxpaHeHue n nepegava
g7 ¢ vCcnonb3oBaHmio 3HaHWN
NPUNOXEHUS

* MeTpuKn 1 OTYETHI,
Mcnosib3yemMble KoMaHgamm

* [1naHbl 0by4eHns

 [lepcoHarbHble Lenu,
NPUBA3AHHbLIE K POSISIM

L]
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O6Liaa KapTrHa

CaMOOLl,eHKa/ [MpoBepka /

[MooTeBepXxaeHn
€ pesynbLTaToB
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4 KOCMHWUYECKASA OOWUCCEA
CEPBUC-MEHEOXKMEHTA
MyTeLLecTBvE B NPOLIECCAX W MYHKLIASX

[MnaH
yryJdLueHun

OdomumansH
ble
pesynbraThl

-

* CamooLueHKa

* [MpepnoctaBnexHne
DoKa3aTenbCTB

» CamocTosiTeNnbHa
Al NpoBepkKa
TUKETOB

e

~

*[IpoBepka oueHOoK
M fOKa3aTenbCTB

* YTO4YHeHue
aeTtaneu
[dononHutenbHble
WHTEPBbIO
*[poBepka
TUKETOB

-

 CornacoBaHue
npeaBapuTenbHoOr
O pe3ynbrarta

N\ /

- J

* dopmupoBaHue
nnada
pekomMeHpaumm K
ynyu4LleHUo

-

* KommyHukaums
odmumanbHbIX
pesynbTraTtoB

10
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CaMooLieHKa ) s

MyTeLLecTBvE B NPOLIECCAX W MYHKLIASX

- KoMaHaaM AocTynHbl GOpMbl CAMOOLLEHKM B TEYEHMU roja

* ®opMbl NO3BOJIAIOT MOJYYUTb NpeBap1TE/IbHYIO OLLEeHKY
pe3y/ibTaToB, M MPUMEPHbIA CMIMCOK PEeKOMEHAAaLmMM

- dopMain3oBaHHble KpUTEPHUM NO3BOJIAIOT BCTYNATb C
ayAMTOPaMM B KOHCTPYKTMBHbIE 06CYKAEHMUS

> ®OpMbI MOTYT ABJIATbCA MHCTPYMEHTOM CAMOKOHTPO/IAl B
nosceaHeBHOM paboTe

L]
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Maturit Not

Maturity Ltevel 0. Not Achieved 1. Partially Achieved 2. Largely Achieved 3. Fully Achieved Comments Applicabl

Uu==tonkl Has the Problem Management process been documented and regularly reviewead and updated?

iy It is expacted that tearn had forrmalized it's ways of warking in area of Problarn Managerment in single docurmnent that contain main
aspects described in SMART Problern Management Process, such as process flow, Roles and Responsibilities, KRAs and KPIs, ete, This
docurnent is stored in tearms Knowledge DB, it has owner responsible for review of the document and keeping it up to date, Review activity
iz patforrned on regular bazizs with period defined in the proves itzelf and version history is traceable,

Scoring criteria Process is not forrnalized. Forrmal docurnent exists, however it Forrmnal docurnent exists, Docurment  Forrnal docurnent exizsts, Docurnent

Problern Management iz out of date, and was not reviewed contains required level of details of contains required level of details of
workflow iz either not recently, Document contains generic team specific and ways of working,  tearm specific and ways of working.
docurnented or partially  staternents of the Problerm COwner for the docurnent iz defined,  Owner for the docurnent is defined,
covered in different Managernent and no team specific is However there is no clearance if the Version control is in place and there 2
sources, Mo review has considered, Mo ownerzhip is defined process is up to date and version are clear evidences of process review
been performed, for the decurnent, Docurment does contral is missing, There are no and cormmmunication o the team.
not contain any version control evidences of process review,
information,
1 0, Mot Achizued 1 1. Partially Adhiswed ® 2. Largely Achisued 1 3. Fully Achisved
Evidences Mone Process docurmmentation Process docurmentation Process docurmentation, Process

comrmunication mail message,
review approval ermail and/or team
meetings minutes with process

Bonpoc

BugeHue peanusaumm B COOTBETCTBMMU CO SMART
peKoOMeHaunamm

Kputepun oueHKuH
PekoMeHpyeMble foKa3aTe/IbCTBa

itSMF MARS
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74 KOCMMYECKAS OOMCCES
' CEPBUC-MEHEOXMEHTA
MyTellecTeMe B NPOUSCCEX A QyHKLIASTX

[lopBeaeHue UToros

AyanTta u npeseHTaumm
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Pe3ysibTaThl i

MyTeLLeCTBVE B NPOLIECCAX W MYHKLIASX

- MpepocTaBneHHble OTBETbI U JOKasaTe/IbCTBA ABJISAIOTCS
«CHUMKOM> Ha onpeaesiéHHbIM MOMEHT BPEMEHU, U MOXKET
MCMOJIb30BaTbCA B CPAaBHUTE/IbHOM aHa/IM3€e B c/eaylme
ayaAMuThbl

- Mpouecc cpaBHEHMA M 06CYKAEeHUA npeaBapUTe/IbHOM
OL,eHKM NOMOraeT He TOJIbKO MoJlyYMTb apryMeHTUPOBaHHbIM
KOHeYHbIM pe3y/ibTaT, HO U YCTAaHOBUTb NMPUYMHDI
HecooTBeTCTBUA

- O6paTHaA CBA3b MO KpUTEpUAM ABNAETCA HEO6X0AMMOMU ANS
y/lyYlleHua cammx npoL,eccoB

- KoMaHAbl MOTYT MCMOJ/Ib30BaTb MPOL,ECC CAMOOLLEHKH M
nocsae ayamta

tSMF MARS
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A 4TO panbLue? g

MyTeLLeCTBVE B NPOLIECCAX W MYHKLIASX

- Mbl pacnoslaraemM KapTMHOM 3pe/IoCTH NpOLLECCOB B
opraHusaumm

* Mbl XOTUM yZep>KaTb TEKYLIMN YPOBEHb 3pPe/IOCTH B
YCJIOBUAX ObICTPO pacTylien opraHM3auum

* Mbl XOTMM CPOKYCMpPOBaATbCA Ha paLMOHAIbHOCTHU U
3 PEeKTUBHOCTU NPOLLECCOB, a TaK e cob1i0aeHnA
COOTBETCTBMA

itSMF MARS
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Cnacn6o 3a BHMMaHue!

http://www.mars.com/cis/marsis

1tSME MARS
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