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k¥ /nadero aBTomatnsmpoBaTb Service Desk?

e OpraHunsosatb paboTy c nonb3oBaTeNAMM:
e BHeaputb eaMHYI0 TOYKY KOHTaKTa ¢ UT-cnyxkb6om no ntobbim UT-Bonpocam

e ObecneunTb YeTKyo 0bpaTHYIO CBA3b U YNPaBJEHUE OXKNAaHUAMM NONb30BaATENEN O
CPOKax U BOSMOXHOCTU peLleHns 3asiBOK

® 3a(I)MKCMpOBaTb npasunna B38MMO,EI,€I\;ICTBMFI C NONb30BaATENAMMU:

3a uto oTBeyaeT UT-cnykba, a 3a YTO — HET
KTo 13 nonb3oBaTenen MoXeT NoAaTb 3aABKY, M MO KaKMM ycayram
B KaKne CPpOKM M C KAKUM NPUOPUTETOM AO/IKHbl 06pabaTbiBaTbCA pa3Hble 3aABKU

e Hanagutb BHYTpeHHMe npoueccbl pabotbl UT-cnyK6bi:
e OnpeaenuTb OTBETCTBEHHOCTb 33 UCMOJIHEHWNE 3aABOK
e CTaHAapTU3NPOBaTbL NpoLeaypbl 06paboTKMN 3aABOK Pa3HbIX TUMOB
o COKpaTuTb 3aBUCUMOCTb OT YesioBevyeckoro ¢pakTopa
e [pepocTraBUTb PyKOBOACTBY HENpeaB3AaTYI0 MUHPOPMALMIO O KauecTBe n o6beme
pabot B UT-cny»kbe:

e Ob6bem Tpypo3aTpaT
e KonmuyecTBO M XapaKTep 3adABOK OT No/ib30BaTenek

e PeanbHble CPOKH peweHNnA 3aABOK
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M Yem nomorket MHPpaMeHeaKep?

BbicTpoe BHeapeHue camoobcnyXmBaHua gasa Nonb3oBatenemn
e [opTan Ana pernctpaumnmn 3asBoK, NPOCMOTPA UCTOPUMN BbINOJHEHNSA CBOUX 3asABOK
e [lpuem 3anaBOK Mo 3-NoYTe, aBTOMATUYECKMNE YBEAOM/IEHMA NO/Ib30BaTe/el 0 Xoae paboT

ABTOMAaTHUECKasA noaaeprKa BHYTPEeHHUX pernameHTos pabotbl Service Desk
e [lpnem n 06paboTKa 3a8BOK B COOTBETCTBME C COrnalleHnamm ob yposHe KavectBa (SLA)
e OnpegeneHne 30H OoTBETCTBEHHOCTU UT-COTPYAHMKOB
e Hactpausaembie Workflow ans pasHbix TMNOB 3aABOK
e Bblgaya HapAoB (3a4aHMM) NO TUNOBbLIM U3MEHEeHMAM / 3anpocam Ha 0bcay»KnuBaHue

CoKkpauweHue Tpyaosatpat UT-coTpyaHUKOB
e basa 3HaHWMM gnA peweHna TMNOBbIX 3aABOK
e bbicTpbIn gocTyn K nHpopmaumm 06 UT-nHPpacTpykType

ABTOMAaTH3aumA cbopa cTaTUCTUKM O Xoae pabor
e KomnnekcHbin aHanun3 pabotbl UT-cnyKobl
* YyeT TpyAo3aTpaT Ha BbINOAHEHMe paboT
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M MuppaMeHenxep Service Desk - aTo:

- MMopTtdenb cepsucos

- CornaweHusa o6 ypoBHe obcnyxusanusa (SLA)

«  ABTOMATUUYECKUU pacyeT CPOKOB BbIMOJIHEHWNA 3aABOK
 OnpepeneHune 30H oTBeTcTBEeHHOCTU UT-COTPYAHUKOB

- Moptan camoobcnyKMBaHMA NoNb30BaATENEN

- ba3a 3HaHUMU

- [nbKaa HacTpoiKa npasun 06pabotku 3aasok (Workflow)
«  KomnneKcHbin aHanns pabotbl UT-cnyKobl

- YyeT TpyAo3aTpaT Ha BbINOJHEHME paboT
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k [MopTdenb cepBUCOB: «NpaBuNa UrPbI»

BHelwHWe npaBuna:
« 3auyTto oTBevaeT UT-cnyxba?
« KaK cepBuCbl B3aMMOCBSI3aHbI?

BHYyTpeHHMe npaBuna:

« KTvOo oTBeyYaeT 3a cepBUCDHI?
*  YT10 obecneumBaeT mnx
paboTocnocobHocTb? | tmm T T ol 2l
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kK SLA:KOMY M Ha KaKUX yCNOBUAX A40CTYMNHbI
CepBuUCHI

CornaweHua o6 ypoBHe KayecTsa onpeaenator:

‘Kakune 3aaBKM MoXeT nogasaTth B Service desk nonb3osaTtens, rpynna
nosib3oBaTenemn, nogpasgeneHme, KOMnaHums

'CpOKVI O6pa6OTKVI 3dABOK A1 NOJ1b30BaTENA, IPynnbl I'IOI'Ib3OBaTeJ'IeI7I,
nogpasgeneHnda, KomnaHnM

*CTOMMOCTb BbINO/IHEHUA 3aABOK

ABOHEMEHT ¥ 1

Mpaevno / CEORCTBA |  BH¥TPEHHWE AT-CEPBWCDI

OTAENBHO 3AKA3BIBAEMbBIE YCAYTH Y NMPOYEE D6

, e Cepevc BaM He Npe 8,0C TABNAETCH.

HazeaHue:

OTAENbHO 3AKA3BIBAEMbBIE ¥LJI¥T A t . BHAMaHre! ¥onyrk No AaHHOMY CEpEHCY ONNaYHEARITCA OT AenkH0!

Ecnu | Mpouee DGopy A0BaHME MpeAMETOM CEPEMCa ABNASTCA 0B0PY A0BAHHE, HE BOWEAILEE B NEpe

CEPEMCOE, Ha CEroAHAWHKA AEHE 3TO!
& Tun zanekl Janeea b MHUMOEHT WA Sams

® [loNb30BATENE MMEET A0NKHOCTE [EHEDANEHEIA AMPEKTOR MK [ NaEHEI UgaTe
AYRraMrep MK JUpekTop MaM 3ar, rnasHoro Gysramepa MnM Jard,
AMPEETORE WK KokMERYeck il AWpEKTan

SLA - ocHoBa ann

aBTOMaTUYeCKOro
pacyeTa CpOKOB
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kK OnpeneneHme 30H OTBETCTBEHHOCTU
UT-coTpyaHUKOB

* B cucteme moXHo onpeaenntb Habop ponen c
COOTBETCTBYHOLLMMMN NOJIHOMOUYUAMU U HAa3HAYUTb 3TU
PONN COTPYAHUKAM B COOTBETCTBME C pernameHTamu

pPaboThbl
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Hazeanwe: IDnepaTap cryx0 Noanep=KA
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Ob6paboTKa 3aaBOK B Service Desk
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i [Mpuem 3asaBoOK B Service Desk

Web-unHTtepdeinc TenedoH aucnetyepa
mop‘éﬁ Koprnoparmanas cnywia TeXHMNeCKOR NOAROPNKMN
P — ~

E-mail

e ABTOMaTUYECKUN PaCYET NJAaHOBbIX COOKOB
(Ha ocHoBe SLA)

N ~ -
* MNpuem 3aaBok NtobbiM yaobHbIM cnocobom (1, .

onoBeLeHns
nonb3oBaTena o
cocTtosiHMK paboT no
ero 3anaBKe
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M MopTan camoobcnyKMBaHMA NONb30BATENEN

Perncrpauna obpawenna B cnyxby noanepxn Monezoe

e [lonb3oBatenn MoryT camm:

MpyuKHa obpaweHa: 3anpoc Ha YonyrK

—PernctpunpoBaTtb CBOU 3aABKU
BoibepuTe yonyry:

—BunaeTb nx Tekyulee coctoaHme

NOJbZ0BATENBCKWE CEPBHCDI
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M Permncrpaumna 3aaBoK

MMywecTeo  Cepec  OKHO 7

=] E3

ClIrE-lE

o

@, - O % B

3 (@[ &

10, Mog pafiouee mecto 1= 33AEKH |-§)gtn SmaHMHI i I-|I3051'|Ef“1b||

F-57 Mou sanexm

%7 HacTpaWeaemble ¢uLTLl
g o odepeau

=-57 Mo npuopuTeTy

i B BricokMi

B Huzkui

-5 CpegHuHi

¢ o cepBlcy

' BryrpeHHue W T-cepeucel

' MonesoEaTENECKHE CEPEMC
E-¢f ERP-chctema

- MHmepHet

E Ofwpe fafne M nanky
|E28 'L_I'_‘D MepooHankHBIE KOs
E

[

[

=

- Mevats

- \..I‘.'ﬁ MNpoyee DGopyaoEaHKe
]\.}_ﬁ AnekTpoHHAA NoYTa
- Mo coctoanme

= !ﬂ CTaHaapTHaA creta oopatc
----- 7 MHUuMMpoEaHa

----- 3aperkcTpUpoEaHa

----- = Otkpera

----- Zl_, O#mnaeT

----- 2 DKuaaeT MHEORAELLIAM
----- # BrnonHexa

----- =] Jakpema

@E\Kcnum AaHHBIX | [~ MokasklBaTe HaMEHEHHEIE NOCNE: |19,|j,‘.-‘_2|:|11 :‘ [~ MokasblBaTe 3aKpEITEE

Ho.. | F._eHT

| Kparroe onqcadue | 3akpems o | Cepeuc | [
18 Naenaroea MpuHa Po.. 3atdud Symaru f1 180420011 1., Meuars ¥
17 Mepraakoe Bnagurdp.. | 3ard dyraru 1 180420011 1. Nevars
1E KaHopawosa AxHa a..  3arddH Gymaru 19 18.04.2011 1. Meyare
0B AHOpel Hafme goctyn & MHTep.. [0 2 111 1. :

13 Cycnoe Meoprui Axop.. npofnemel o eekaoded.. % 18052001 1. MNepoodaneHed korne. .

20 Benos Hukonaii Makc..

l

OTCYTCTEYET A0CTYN

2705200171 134, Odwue dabne W nankd [

FLAETE: | jl

O6wme |Kr|ue|—rr| CEAZaHHEIE 3a0aHL1A [D]I Eonﬁu.leHMﬂl PELLIEHMBI P aiine [D]I CeAsu [IJ]I EDrnacuBaHuﬂI

Saneka Mz
K.aHan npuetqa:
Twr:

B nagensy;

WenonHkrene:

=l

3
i eb-MHTEpPeic
3aneka % Janpoc Ha yonyry

K.opHEEE AHOpER CareHoBMHY

dslef

CpoyHoCTR:
B naHMHE:

MNpuopuret: B bacokiy

JapervoTtpupoeana; 190420011

- PRI R

H-57 Mo Tvny &
1| | 3

I 0

Adrnin Admin

2

08.09.2011 | 09:42:31

Bce 3aaBKM Hemea/ieHHO NocTynatoT B CayXKby nogaeprKKu um
aBTOMATUYECKM 3aHOCATCA B XKYpPHaN perncrpaumm
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M [lpnoputeTt 3aABKMU

* [Mpuoputesaumns MoXKeT bbITb onpeaeneHa aBTOMaTUYECKM B
3aBMCUMOCTM OT BAUAHMA N CPOYHOCTMU:

TabnuLa NpHOpHTETOE _ | Of =

¥ OAHOEHTE IL__iF, Momawe (F1)

¢ Tafnuua NpMopWTETOR | CrpagodHmi M I WecTopuna I

Huakoe Bricokoe

Huakan

CpenHuMi

CpegHanA

Bricokan

CoxpaHTE Jakpere
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¥ OTBEeTCTBEHHOCTb 3a 3aABKY

1o KaxKaomn 3asaBKe
MOTYT ObITb OTAE/IbHO

Ha3HaA4Y€eHbl:

* Bnapeneu, (onepatop/ aucnetyep) —
YyeNoBeK, KOTOPbIN OTBeYaeT nepes,
nonb3oBaTesieM 3a 06paboTKy ero
3as1BKU

* UcnonHutenb (MHXKeHep)
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83 3aaeKa N? 13 / CBoiicTBa

Teryuee CoCTOAHUE:

|3a|<pbrra

>> I PUO: Il'aspvmoaa Buonera AnexcaHaposHa

l1 %102 % P.M. Maepunoea

|H e onpegeneHa

Moapasaenerue: |ngram'epun

Kparkoe onucanue: IBosnuKam OWMEKK NP1 patioTe ¢ NPOorpamMoi

Anement / Yenyra: |ﬂonbsoaa1'enbckue cepeuckl % O6wwe daitnbl u nanku s Cetesoii auck M-\ [Gysranrepckue Gaz >> '

Kptoukoea &HacTacua 5

IKprquoBa AHacTacua

K! MoxeTt

NPOU3BOAUTbLCA
aBTOHa3Ha4yeHue
NCNONHUTENEN B
3aBMCMMOCTM OT BMAA

3aABOK

CpoyHocTe:

B nuanue:

Mpuopurer:

D6uwme lCBﬂsaHHble 3anaHuA [O]I CooﬁmeHuﬂI Pemenuel Paiine [0]] Ceazu [U]I HonoaHurentHbie nonal Hcropuﬂ]

| CpeaHuit

Branenew:
Wenonrurens:

3aperucTpUpoBaHa: |23. 08.201015:12:25
|23.03.201IJ 15:12:28

l23.08.201 015:41:43

|CornaweHue C GYsranTepuer.

WameHena:

BeinonHeHa;

3akpema:

Tavimep:

{24.08.2010 04:01:55

I23.03. 2010 16:01:54

|24.08.2010 04:01:55

| 43 puH 28 cex

Konuuecteo ackanauws: 0

Cozpatute
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& IHdopmaumsa No 3asBKe: NOIb30BATE/Ib

83 3aaeKa N2 13 / CeolicTBa
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Terywee CocToAHUE: l3a|<pbrra

Bca nHpopmauyma o
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Patioyee mecro: I'I %102 % P.M. aBpunoea
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Eral | WameHena: |24.08.2U1 004:01:55
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[ Paspewnrt Web-ioeHtugukaumo & 'Cagxty Mogoepseu’ T ativep: I 49 MuH 28 cek

lml Japes | Konuyecteo ackanauuit: 0

CozpaHuTe 3akpbme
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M NHPOopMmaUMA NO 3aABKe: OKPYKeHUe

Bca nHbopmauma o cBaA3aHHOM 060pyA0BaHNU N OKPYKEHUU U3
3aABKU

"« BceTn/ He B ceTn
* TexHMYyecKue xapaktepuctnkm (O3Y, npoueccop,
aZanTtepbl 1 T.0.)
- , * YctaHoBneHHoe O (npunoxeHuna, obHoBNEHUA,
KomnbloTep . ,ﬂ,paVIBepbl)

f
* imAa, moaie/ib, MEeCTOMNONOMKeHUe

< ¢ O6bem ToHepa
* KonunuyecTsBo Hane4yaTaHHbIX CTPaHUL,

anTep "

(- Y
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Cny»bbl noaaepKKu

CoobuweHuns ot Cnyxbbl
noaAep KM Nonb30BaTeNto
AOCTYMHbI HA NopTane
camoobcnyKnuBaHunA

M O6bmeH nMHPopmaumen No 3aaBKe

B PaMKaX 3aABKN BEAETCA NepenmncKka C KIMEHTOM N BHYTPU

3aMeTKM JOCTYMNHbI TONbKO
COTpYAHMKaM Cny»Kobbl
noaaep»KKu, paboTatowmm ¢
3as1BKOM

I:Iﬁu.luel CEAzZaHHEIE SanaHuA [1] ':':":"5

CoofWweHHA NoNES0EaTE D
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! COO6L|.||eH na NOrOE NONES0ESTENA ...

noanb3oBaTento
aBTOMATUYECKU HeenmeTecT By B
OTNPaBNAOTCA eMy
no e-mail
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¥ OBHOBMTE @ SwcnopT aasHex [ Momows (F1)

M ABTOMaTMyecKme onoseLlleHus

=10l x|

Haseanwe &~

| [NprmeyaHine

|«

BozepaT 3aABKA M3 0MEEHWA NOCMNE OTESTAE ...
BosepaT 33AEKA U3 0¥MOEHWA COTDYOHMKIM ...
BoccTaHo BneHe SaABKA NONBS0EITENEM
BwnorHeHwe sanaHuA

BrnorHeHwe sanew

BrnorHeHWe SaREKA MONOMHUTENE M
McTeYeHWe CpOKE BENOIHEHWA S3AEKA
McTeyeHre cpoka SEESPWEHWA 3308HWA
HcTeueHne cpoka paccMoTpeHMA SaAEKA
HasHayeHWe BMafensLUA SaAEKA

HasHayeHWe WCNOMHWTENA 3308HWA
HasHayeHWe WCOMHWTENA 33ABKM

HasHayeHne HOBO MO EM@AenbUA SaREMA
DTHMOHEHWE MCNOMHWTENE M H3SHEYEHHO M 3a...
[NepeBon B CTATYC 0¥MOEHWA - BONPOC KIMEHTY
MNepeBon 33ABKA B CTATYC 0XMOEHWA

PuneTp: I

Onoeswerne BEOaeTCR
OnoesweHne BEaeTCR

OnoeslweHe BHOAETCR
Onoeswedve BEO3ETCA NONE30ES
OnoesweHne BEaeTCR
OnoesweHne EHOaeTCR
OnoBsweHe BHOAETCA MONOTHWT
Onoeswere BEOAETCA 30MUHACT
OnoesweHne BEaeTCR
OnoesweHne EHOaeTCR
OnoeslweHe BHOAETCR
Onoeswedne BEO3ETCA NOAIELED
OnoesweHne BEaeTCR
OnoesweHne EHOaeTCR
OnoesweHe BHOAETCR

EMaAgnely SAAEKN, KOMIE OHa NepeB0aMTCA ...
KMWEHTY S3AEKM, KOMAE 0HE NEpeEOAMTCA K3, .
CnogslleHWe EBOAETCA a0MWHWCTRaTORY Cmysdsl [opnepstal v BMa...
33AEMA / npofnemMy, B CMyY3E B...

Braneneily

Brianensy
EManens.

COTOYAHMA]
COTPYAHMA]
COTRYAHM|

COTOYAHMA]
KITMEHTY 3
KIMEHTY 3

d | A |

ABTOMaTMYeCKMe onoseleHn

NO3BONAKOT NCK/TKOYUTDb

BEPOATHOCTb YTEpW 3aABKM be3

AONO/THUTE/IbHbIX ycmnmﬁ Cco

CTOpOHbI CnyXKbbl noaaepHKKu

=

- @

o LHWUWWMBE B ELLES B =
OnoBeweHWe ; CBOWCTEa

D6wwe  WatnoH | HCTDpHFlI

[apareTpel:

E-mail Enagencua sanskm -
E -mail BeINonHUBWErD Saq6KY
E-mail zafevTens saneku

E-mail znonHuTena safsku

E-mail knuerra saseku

Appec ‘Web cepeepa Cepeuc eck
Bnagenew saqeku

B auAHWeE saa8kM

BeinonHmBwwmME safstky

JonkHOCTE BNaaenbla SaABKM
Jon#HOCTE BRINONIHMELErD SaAEk
JonkHOCTE SEABWTENA SEAEKH
JonkHOCTE MCNOAHUTENA SaABKM
Jon#HOCTE KNMEHTE SAABKK
3afBUTENE SEABKM

3gaHuE BNanebLa SaABKH
3aaHWE BEINOAHMBLUErD S3ABKY
30aHHE SAABMTENA SEABKM
38HWE MCNOAHUTENA S3ABKM
30aHME KAMEHT & 3aABKM
Wria Bnagenbua saqeku
WA BeINonHMBWErD SanBky
Wria zanBMTENA 35ABKH
WA McnoaHUTENA SaRBKU
Hraa knueHTa saqekm

4

sl

K.aray: IAU.MHHHCTpaTDp [Bzen]; Bnageney, npotngrel; B nageney zaqeku
Teta: IBaﬂBKa 2 {2Call MurmberSting) - ofell aHHOE BReMA PELEHWA WCTEk 28]
verdana '(1Evfﬂiy aEd—- =3

McTekaeT 0OBWAHHBIA CPOK pEWeHKA 3asekkn N2 {7Call Nu

Call.DatePromisedString}

Bnageney sasewu: {7Call.OwnerLastMame} {7Call. OwnerFir
Call. OwnerPatronymict

MpropkTeT: {7Call.PriorityMame}.

BaxHocTe: {?Call.InfluenceMame}

CpodHocTe: {7Call.UrgencyMame }

Tekywee cocToAHKWe: {7Call EntityStateMame]}

Cepewc: {?Call.ServiceMame}

3nemeHT ceperca Yonyra: {7Call.ServiceltemFullNamel} b, {
Call.ServiceattendanceFullMame ¥

Bpema pervcTpaumnk sasekn: {?Call.DateRegisteredString}.
{?Call.ReceiptTypeString

KpaTkoe onuvcanne: {7Call.CallSummaryMamel
I AHMAL
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3aJaHUN

[0 3aABKe moXeT
ObITb HA3HAYEHO
HYXXHOE YMNCNOo
3a4aHnM (HapAaoB):

* Jlnbo Bpy4HytO
* Jlnbo no 3apaHee
co3aaHHOMY LabnoHyY

(-

~+#3apanve ; flobaenenve

FEEEL-

BB

M Sckanauus, Bblgayvya U KOHTPOb

=] B3

Ofiwue | Ceazu [EI]I SaTpaTEl TPYO0ERLR pecgpcusl P adinel [EI]I JononHUTENEHEE I'IDJ'IHI Hcmpuﬂl

HaseaHue: II'IpDTepETb MENE ©0 BCEX BEHTHAATOR WHWLHaTop: IKplc:ch:Ba AHacTacKA ﬁ: | 5 |
TN sa0aHuA; IC—ramap-erm HenonHumens: IKanéHDB B nagpiramp ﬁ | ) |
Mpuopu9TeT: I CpeaHui HazHaumn: |
CocToAHue: IHHMuMMpDBaHD CeAsaHo o ISaHBKa M213 ﬁ |
Onucatie: Cosnano: |24.08.201012:45:03
PafoTel No nognepskke B paBoToCNOCOSHOM COCTOAHMU BEHTUAALMK ;I
HazHaueHo: I
MprHaAT: |

Hauano BEINOAHEHMA: |24.DB.ZD1 0124503 LI
BEINoAHMTE A0: |24082010130003  *f
3aEeplieHD; |
| Mameneno: |24.08.201012:45:03
3amETEM
<BeeguTe TeCTY ;I
p[eTef=T=0R |
Jofiaeurre | EDHDEIHHTbl 3akpeme |

/
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M YnpasneHue cpokamu u yyet
TPY403aTpaT No UCNOJIHUTENAM

Mo KaxKaoMy 3aaHUI0 MOXHO BECTM yYeT Tpyao3aTpar,

MNPM 3TOM:

* MOHO YCTaHOBUTb
HOPMaTUB N U3MEPATb
OTK/IOHEHUA OT Hero

* MOXHO OTHecCTu
TpyAo03aTpaThl HA CTaTbX
broarkeTa

+#3apanve / flobasnexqe

" BB S5
I:Iﬁu.udel Cenzu [0] | SATQATE TRYOBEIX PECYNCOE | P sk [D]I JononHuTensHele Nona Heropua
OcHOEaHMWE I _dil
Brogswer: I =l | >>_|
Tpyaozarpatel
HopraTHe TpuaosaTpar: I 0,25 ﬁ 4enNacos
{* UCTaHOBMTE BRYHHYID ID,DD ﬁ YEN/YACOE

Mo Tatnue TRYLCSaTRET

P UAETR Gl jl jjJ’T

JodseuTe | CiospaHuTE | 3aKpbrr|:y




/ ’ N
M Ba3a 3HaHUM

ba3a 3HaHuK BeaeTcsa nepcoHanom Cnyxobbi
noaaep»XKku, poctynHa Ha Web-nntepdpence knmeHToB

K.parkoe onMcaH9e: |I'I|:n:|ﬁr|EMb|  patioTol EoMNsTEpa

® I_IpM peLueHMM 3dABKU AneraeHt £ Heonyra: I

plo CTy|'| eH aBTOMaTUn4yYeCKu |;] OnucaHme: |He FAMPYHAETCA KOMOE MNpyrosa AHTOHA.

NMONCK CTaTbW MO KPATKOMY —— ™ OfroemTe | ] Skenopt B Excel (1) Nomows (F13 | Tarm || Momex: II'IpDﬁJ'IEMbI € pafioToR KOMMBHITERE
Cople p)Ka HWUIO 3aABKU O ﬁ Bie HaMdeHHEIE CTATEM H.| HazEaHue | Cratyc | [NpocroTpoE
° I—l p 1 Bbl 60 pe H y)'K HO I;i CTaTbU B ﬁ Bce cTarem S T pofinemel © NOKANEHON CETER CTaHoapTHEIE i]

=) CT&ETEM - MHUMAEHTE
-7 Crarew - npatinetsl

€e peweHne aBToMmaTnu4eCku Pe| ==
D) TesHMNeckMe CTATEM
KONUpyeTcs B 3asiBKY n:
* [lo KaxXaowu ctatbe b3
BeaeTcA otae/ibHaA CTaTUCTUKA Ssinonkero zaneck 1 npebnem no 53 |

Pacnpepenesdie cTaTel no aETOpaM

MCMNONb30BAHMIN M MPOCMOTPOB |
o [puropeee fnekcaHop
ctateun .
Cumorog Nzeen :
s Sirry _ u

{~ | —
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Ba3a 3HaHUWN: TMOKMIM MOUCK

[MBbKne mexaHmM3Mbl NOUCKA CTaTbu B 6a3e 3HaHUN:

* KOHTEeKCTHbIN (C yyeTom MopdOI0rnMmM PYCCKOro A3biKa)
* [lo Taram
* [lo KnaccudpumKaumm (No nankam)

I CTaTbA Oa3bl 3HAHWA N 2 / CBOWCTEA

2 MpeABSPHTENEHEIA NPOCMaTh

MapareTpil | I:TaTt.ﬂl HCTDDHHI

H azEaHMe: Iﬂpuﬁnemm C NOK.ANEHON CETRD
Craryc: IETaH.ﬂ.apTHbIH j |
CozgaHa: 26.09.2005 125713 Aptop: Adrnin Adrnin

W araeHena; 26.09.2005 125713 Hamenun:  Admin Admin
[MpocroTpoE:; O MononesoEaHui:

v MokasblBaTe KAMEHTaM B Web-HHTEpDefice

Taru: Cere. NBC, nocTtun & cety

il IT CoxpaHiTe JaKpee |/
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Il HacTtpounka npaBun 0b6paboTKM 3aaBOK

Pepaktop Workflow Light: onpeaeneHune }XnM3HeHHOro
LIMKNA 3aABOK Pa3HbIX TUNOB / NO pasHbIM yCayram:

Pabouan npoyeaypa [3anexa] / Aobasnenve

£ wicns | g5 onoun. [ covaem. @ onoosen, | [T & resmcn X Kowerop | @ nean ) sppam
* lWab6noHbl 3Tanos . = —
06paboTKM 3a9BOK ERE——
* ABTO3CKanauuA oo
° ABTOHasHaueHue uy
° Bblgaua sagaHuit o ... P —
* CornacoBaHue P —
[#  Bononvena
.lﬂ e =

(-
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M Twunosoun Workflow ana 3aasok

°* MHMUMMpoBaHa: OTNpaB/ieHa No/ib3oBaTesem

* 3aperucTpupoBaHa: NPUHATA B paboTy

e OTKpbITa: Ha3HaYeH OTBETCTBEHHbI

* O)upaet uHdopmaLMKn: eCTb BOMPOCHI K NO/1b30BaATENIO

* O)Xupaert: Tpebyetca 3ameHa obopyaoBaHMA U T.0.

* BbINO/IHEHA: UHXEeHep CYUTAET, YTO BCce PaboTbl BbIMONHEHDI

e 3aKpbiTa: N0/1b30BaTe /b NOATBEPANA BbINOAHEHME PaboT
— 0

| i 3axpera
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 Workflow Pro: nnatdopma ans

aBTOMaTu3auum nobwix UT-onepaunmn

[=] PernamerTHas pabota

dBTOMaTU3aUUN TEXHONOTNHECKUX

El Zaneka
PeAa KTO p Wo rkfl OW P ro @ Hppe _g— l v BozofHoEWTL TaliMap
I_I p ele a 3 H a L‘l e H ,£I,!'I ﬂ l!l Sapys e {;’}. Yonosme Il OcrancevTe Taimep

-'L” 3apats CoCT
- [g BeTka yonoema

TE—
M T_ n p O Llle CCO B El Tearzau 3INeMeHT |Bu MonHUTE vbs ‘executeVBSoriptl” | - |
= HauaTs TpaHsakumo MpuHadvaHne leII'IDJ'IHHTh vhs IE'
*  ABTOQAMUHUCTPUPOBaAHME | Mnermucika.. | | exscuteVBScriptl '
(co3paHme yueTHOM 3anucu, O i -
NPeAoCTaBAeHNe AOCTYNA U T.N.) 2 Omenmmsesune | o l —— -9
e O6MeH AaHHbIMW C BHELLHUMM = Fpyrnmposia Neperieran..._ |

I OfpaboTra owwbok

cnmcremamm E Ipynna A=ACTERIA

I try (NemaTscs)
[=] AononHKTENEHD -

*  ABTOAMArHOCTMKA NO MHUUAEHTAM

{-ﬁ} BIMonHKTE METoA \]} catch (NoeMTE woknioueHkE)

* 3anycK CKpunTos

(-

| = finally {BeinonHuTe nonbiraswmce)

Macnate oNoEelWeHrE

-g;p C030aTs ZanaHWe & throw (Hoknoustne)




TexHonormyeckme BO3IMOXXKHOCTU

MuppaMenenxepa ana Service Desk
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k% [JMarHOCTMKa YCTPOUCTB B MHLUMOEHTAX

OxoHeuHoe obopyaoBanve / CBoACTBa

=1 B3

O6wwme Il»‘lmwuecrso] Kontpurypauual Anarrrepbll‘l'lepmpepuﬁnble gmponc'rsal ﬂuc&ul ﬂpunomenual WHdpopmauua I_i_I_LJ

HazsaHue:
Koa:

WHeeHT apHEi N2

|LAZAREY

|IT-PC-9

|IT-PC-9

CepuiHeli Ne: l

tMogens: lKomnbncrrep THNoBOM KOMNBIOTER :_l _g‘—_J ﬁ_l

MowHocTe: m Community Mame: 'pubhc— Pazbem: I-F?J_dg—

IP agpec: lm Macka nogcetu: [—' MAC agpec: m

INara onpoca: IHe OnNpegeneHa

MecTononoxeHue

3aaHue: O cHoBHOM 0PHC J

Komnara: Srax 15 105/3 CepeepHaa >>

Patiosee MecTo:

MpumenaHme:; ;'
_v_I

&l |_U_ PING SNMP | Yruavret Onpoc ] [Wl 3akpeme I

MOXHO cpa3y U3 3aABKMU
yaaneHHo obpatuntbca K MK
NoNb30BaTENA U NONYYUTb
HEeobXoAMMYIO O HEM
MHOOPMALMIO CneayowmMmn
cpeacTBamu:

* Ping

« SNMP

* Cpeacrtsamm MHBEHTapU3aLUMK

(WMI, LANDesk, 9BepecTt n T1.1.)
/! C nomouwibto Workflow Pro
yAaneHHaa AMarHoCTUKa
MOXKET NPOBOAMUTHLCA
CUCTEMOMN aBTOMATUYECKHU

J

/
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K& MOHUTOPUHT YCTPOUCTB

[lononHUTEeNbHbIN Moayab MOHUTOPUHIA NO3BOAAET

oTcnexknsaTb paboTocnocobHocTb UT-MHDPaCTPYKTYpbI (MO
SNMP-npoTtokony)

. MIB-6pay3ep

MIEB Browser

=Il e [1nA HaCTPOMKM NobbIX
MIB: [HOST-RESOURCES-TYPES.tt x| BibifipaHHeii nokasaTe e o
NMNoKa3aTtenen
E‘Iﬁ org = | | Hazsarme: IhrStorageTable (v
EAel oo [eaED *  T[oToBble WabnOHbI NOKa3aTeneu:
i ey e o *  3arpyska npoueccopa
E...l?ulrgb-iansmimm OrMcaHuHe: The [&%nﬁoegttlual] table of logical storage areas on ° 'DIM C KO BOE I_I pocha H CTBO
é---lﬂsstem n entry shall be placed in the storage table for eac
{l.ﬂ sﬂmp Egicalt greg gfbs_toalage ;jhat tl'; allécatged ta:él hfas " * OCTaTO K TOHE pa
- inaiTyoe red tesouce s The gmourtof toege, e  TemnepaTvpa 6atapem
- patypa atap
¥ OBHOBMTE 3KEI‘ID|:|T AdHHe [ Momows * MoToK no l/'HTepd)eMCy

MNpocmorp sHaue Kl Nnosasare an ‘Sarpysska npouecco
CocToaHue | Tun | A

1 Ece nokasaren & Hopre Farrauratop | C

.

O Bcenokasatend & Hoprte | Komneworep | B i XpaHEHVIe CTaTUCTUKK
[ Bce nokazatenq e vopre | MEN Al e
12
8
..... 4 4

[l 4 - /
=8 q & ] 9 x

WM OBHORHTE || 9] DRCNORT AaHHGE < 9042000 1623994

<— 5 g 3 ! Mpu OTKNOHEHUW OT HOPMbI
T— ECErEs i cMCTeMa aBTOMaTUYECKM
« cbopmupyeT 3aaBKy B Service
| Desk

20.04.201
P UneTp: I j I v| I 20.04. 201
\ Prunerp:
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HacTpoiika napaMeTpoE CHCTEMbI

= HacTpolika cepEMcoE

----- (&} NnaHupoBwmk [KauexT]

----- [Z} Nnaruposwk [cepeep]

----- j MouToBEN CEPEMG [KkeHT]

----- j Movroeeri cepeuc [cepeep)
-»11 CEpBMC MOHUTOPMHNE (K IMEHT)

----- CepeuMc oNoBeL EHWA [cepeep)
----- Cepeic workflow [KineHT]

----- ¢'[3 Cepeic workflow [cepeep)

----- t:L CepBMc NOMCKa [KIWEHT)

----- t:L Cepeuc NouMcka [cepeep)
h{ddy Crywtia noggeprka

----- @ Hacrpoiika ‘Web-cepeepa
%:, HacTpoiika salaHui

i) HacTpoliky saqeok

L Hs

Hactpoiika odpadoTk cobamui

* ABTOMATU3aUMSA PerlaMeHTHbIX paboT

| R
K [nybokaa nuterpauyma Service Desk ¢ CMDB

* ABTOMAaTM4YeCKoe Co3aaHne MHUMNAEHTOB NO pe3y/ibTaTaM Onpoca
TexHnku (WMI, apyrme areHTbl MHBEHTapU3aLUumn)

= E

¥ Cospasars MHUMAEHTEN No COBLM MK

YpoBeHE CEPRESHOCTH COBRITMA;

Cepeic: IBHQTDEHHHB WT-cepeuckl ki
MpropuTeT: IEpe.uHMl?i
SLA: IMDHMTDDMHI’

AETOHAZHAYEHWE BRAAENELA

o CoOTpUGHUE & HAMMEHELEN HArpySK.OM
[~ YNMTBIBATE S0HY CTEETCTEEHHOCTH

' COTpYnHME

3aaaHwe / JobagneHre HI=] B3

Ofwre PacnucaHHe |

IE 09:00, kawaywo Hegento, no MH, HauiHan © 08.08. 2011

HazHauuTe za0aHHe:

E seHenensHo

FacruzaHqe no HEgenar

Coznark |

Yaanure |

=

Bpewa Havans: | 0%00  — JJ.DI'IDJ'IHMTEIIbHD...l

K.amnumo |1 E: Hegema no W [H

[~ Br

..... =5 HacTpolbika ofpadoTki cofemidi
=

! Echm B pesynbrare
nHBeHTapusauun MHppaMeHenxep
BbIAABUN HECAHKLMOHMPOBAHHbIE
n3meHeHua B obopyaosaHuu, byaet
aBTOMATUYECKM CO34aHa 3anABKa B
Service desk

[ cp
[~ Yr

p [NokaskIBaTE HECKDEKD DaCI'IHCaHMI:I

[ nr
[ s
[~ Bc

J

Totaeure I

3akpeTs |

/




AHanun3 pabotbl Service Desk
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i 13mepeHune nokasatenem appeKTUBHOCTU

Service desk

T rervey : BCH M H ¢0 p Ma uM H I-I O 3 a ﬂ B Ka M’ KOTO p a ﬂ

=& - auecTED patorel T
- JanBKMH, BEINOMHEHHEIE EOEPERA

- 3aABKM, BEINOAHEHHEIE Ha NEpPEOH NMHKK NOL0ef a I.(I(yN\yJ-I M pyeT(:H B Bﬂ

- 33ABKM, © BONPOCAMM K EAMEHT Sk
- K.oAMYECTED NPOCPOYEHHER 3a0aHMNA M H q) pa M eH e,ﬂl)‘Ke pa ) n O,ﬂl rotoBJ1eHa ,ﬂ,fl A
- K.oAMYECTED NPOCPOYEHHENY Z3AEB0K,
- PacnpegensHye MHUMOEHTOE M OWME0K MO RSk dHadJ/1In3a
[=]- K.a4ecTED patoTel NEPEOH AMHMK NO0LEpHEM

- 33AEKM, BEINDAHEHHEIE B ParK.as QLHOMD KOHT 3k,
- 33AEKM, BEINDAHEHHEIE HA NEPEOH NUHWK NOLLER A BTOMaAaTHNU4YeCKoe name p eHne Ka4yecCTtBa
[=]- DweHK.a Yl 0BENETEOPEHHOCTH NOE30BATENEN
- 33AEKM, BEINDAHEHHEIE B ParK.as QLHOMD KOHT 3k, p d 6 OTbl
- 33ABKM, BEINOAHEHHEIE BOBPERA
- 33ABKM, © BONPOCAMM K EAMEHT Sk

H Maokazareny

) XapaKTEpHETVKH NOTOKA 33AE0K * B WUHPpaMeHenxep BcTpoeHbl bonee 40
- F.OMHECTED BRINOAHEHHEIR SaAB0K, Iy
- KOAMHSCTED 53pErHETPHPOBSHHSH S37B0K nokasateneu (KPl), nameparowmx Ka4ectso
PaCI‘II:IE..IJ.E.I'IEHHE SAAEQK. N0 gHAR HEQE H
PaCI‘II:IE..IJ.E.I'IEHHE SAAB0K MO K.aHanar NoCTYnAeH: pa 60Tb| Se rVI Ce d eS k

- PacnpegensHye SaAB0K Mo THNAM

- PacnpenensHue MHUMOEHTOE MO CEPEMCat
- PacnpegensHKe yonyr No cepeMcard

- CpegHee BREMA BEINOAHEHKA S3ABKM

* [loKasaTenu oTpaXKatoT:

[=]- *apaKTEPMCTHEM patoTel Cny#ob! NOLLEpH#EM \Y Ka 4yecTBO p d 6 OTbl
- K.onMUECTED BEINOAHEHHE S3ABOK o
) XapaKkTEpACTHM PaCTIPSaEeHA TUAGSSTPET v YnoBneTBOpeHHOCTb NoJsib3oBaTenemn

017 pAB0YErD EDEREHM, NOTPSYEHHAA HE BRINO

v Ob6bem noTpayeHHbIX Pecypcos 1 T.M.
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M AHanuns apdekTnBHOCTU Service desk

JEABKK N0 THNEM

Janpoc Ha yonyry

MHwwoeHT

[—
Janeka M

=]
—
ma
[#5]
=
(5]
(=]
=l
==}
[A=]
—
[}

2EREKH. BEINONHEHHLIE B CPOK m

1

JEREKM N0 KEHANEM NoOCTYTMNEHHWA

12 E-mail

TenetoH

CpenHAn OUSHKA NemE30saTenei 7 | \Web-wnnreppeic _
0 2 4 B g

CpenHes BpeMA BLINONHEHUA

£y, 3 Mun.

MHTepHeT

Ofwme PEANEI W NAMKA

MepooHanekEl KoMNETED

Mewate

WHTepHeT

nepmHaan e i -

3anpock! HE YCNYTW N0 CEPEXCAM

0 1 2 3 4

MNpouenT cofinpaeHua SLA

IP-cornaweHke

Dfcny=KESHNE KPHTHUECKMX SM3HECTIDOUSCCOE ﬂ

QSwee cormaweHues

0 20 40 &2 B0 100

OB wme hafne v nankm

[epcoHankkeid KoMNEOTED

rllJOLl.BHI' EEIMONHSHWAR 33AS0K E CPOK O SSpBHCaM

ll"l'l'li

Mewate

HY>KHble NoKasaTenn us3
o 1w 2 rOTOBOM BUBAMOTEKMU U

«nop, ceba» 3a 10 MUHYT

I MoxHo BblibpaTb Ana ceba

co34aTb NMNaHeNnb ynpaBneHnAa

)/




s

KoHTponb paboTtbl UT-coTpyaHMKOB

Ha ceiiuac: oTESTCTEEHHOCTE 33 TEKYILME STASKH
[puropees AnekcaHOp AnexcesEuy
Knoukos Merp -
KopHees AHoped CemeHoBMY
Meiums Baowr Bopuocoemry

] 1 2 3 4

Ha cefyac: 3a0aHni No MCNonHUTENAM

puropees Anercanop Anexcesemy _1

Fooukos Metp

ConormuH Esrednil AHaToNESEMY

[}
—
]

ErinonHEHHEE S3ABKK N0 MCNONHHTENAM

AnmMuEoE SAOMuH ADMUHOENY E

puropeee AnercaHop Anexkceseny i

Sl
Meiwme Baowk BopucoBuy E

] 2 4 6 ]

JEMPYIKE MHXEREDOE 3-8 NHHKK NOAOENKEN

AnMuEOE AOMUH ADMUHOENY ﬁ

MNogkonuues Bnaowcnas W eskoBny E

] 2 4 6 3 10

I MOXHO OTCNeXunBaTb 3arpysKy

COTPYAHWUKOB B pexxume on-line nnbo 3a

nepuoa,




YTO HY}KHO, YTOObI BHEAPUTD

MHPpaMeHenxep?

" Service Desk / Help Desk
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i BHepgpeHune Service Desk

OcHoBHoe npeunmyulectso MHPpaMeHeaepa B Tom, 4to 80%
HACTPOEK CUCTEMbI NPOU3BOAATCA aBTOMATUYECKN U He TPpebyioT
NpoOrpammMmmnpoBaHMA, Hanpumep:

e HacTponKa nopTana camoobcnyXmBaHuUS

HacTpoiKa npnema 3asBOK Mo 3-NOYTE U

OTNPaBKU YyBEAOMNAEHUM

MmnopT nonb3oBatenen us Active

Directory

HacTponKa yBegomaeHunm
3anosiHeHWe nopTdensa cepBmnCcoB
Hactponka Workflow

/! B cucremy BCTpOEH®I
wabnoHbl, No3BoNAOLIME
3a 30 MUHYT HacTpoOuUTb
Heobxoaumbie aTpubyTbI
Service Desk

J

/
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M [lokymeHTauua K cucteme

[IoKymeHTauuaA, NocTaBisemasn «B KOpobKke»

* MeToaunka passepTbiBaHnA cay:Kbbi Service Desk
o Cyyetom pekomeHaaumm ITIL
o Cy4yeTom ocobeHHocTen NHdpaMeHeKepa

® VIHCTPYKUMA No HacTponKke « OCHOBHble HaCTPOUKMU
moayna «Cnyxkba noaaepKmn»

* TunoBown pernameHT A4 nonb3oBartenen Service desk
«B3anmopencrtasme co CnyKbom noaaepKKm»

e TunoBsomn pernameHT ANs AMcnetyepos/ onepaTopos
* TUNOBOM pernameHT A5 UHKEHEPOB

o
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M Ycnyrm no BHeapeHuto

* ObyuyeHue AaMUHUCTPATOpa cuctembl (1-AHEeBHbIN KypC)

e YnaneHHo (4epe3 MHTepHeET)
e 25000 pybnen

e ObyuyeHue rpynnbl BHeapeHUs (2-AHEBHbIN KypC)
e OcHoBHble noHATUA ITIL
e BbiNnO/HEHME HAaCTPOEK ANA BHe[pPeHUA
e 45 000 pybnen
* Tunosoit npoekT «Service Desk: 6bicTpbivi cTapT»
* OcHoBHble paboTbl — 1 Hepens
e KOHcynbTauum B nepuoa onbiTHOM 3KkcnayaTaumm — 1,5 mecaua
e 250 000 pybnen
* NHpamBmayanbHbIv NPOEKT N0 asToMaTtusauum Cnyx6b1 MogaepiKku
e peanpoekTHoe obcnepoBaHme

@ e KOHCANTWUHr No NoCTaHOBKe npoueccos ¢ ydyetom ITIL
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k&t BapwaHTbl npuobpeteHma MO
«NHPpaMeHeaKep»

3apaya Pepakuun n mogynum CronmocTtb
6a30B0OM NOCTaBKMU

Ob6paboTKa 3aABOK NHbpaMenepkep Cepsuc [ecK 50 000 py6.

O6paboTKa 3aABOK U

ynpasneHue UT- NHbpaMeHepxep Makcumym 120 000 py6.

MHPPACTPYKTYpPOM

MowuTopuHr [JONONHUTENBHBIN MOAYNb

KPUTUYECKOro Y 35 000 pyb6.
«MOHUTOPUHI»

obopynoBaHuA

NHTerpauma c BHEWHNMHU

cMcTemamu; [JONONHUTENbHBLIN MOAY/1b

AsTOmaTtmsaumna UT- «Pepaktop Workflow Pro» AR e

onepauumn

o
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K NnppaMeHenxep:

KaK NO3HAaKOMMUTbLCA C CUCTEeMOMU

e lemo-Bepcua cucrembl UHPpaMeHepkep
e [TonHOPYHKUMOHaNbHAA
e OrpaHuMyeHa no BpeMeHn U KoIMYecTBY 3asiBOK
e http://www.inframanager.ru/download/download demo/demo/

e Online BebnHapbl — A€MOHCTPaLUA CUCTEMDI
e KaXayto Hegent, no BTOpHUKam, 8 11.00
e http://www.inframanager.ru/Watch/webinars/registration/register.php

e [lemo-CcTeH  Ha Balleun Tepputopumn
* YnaneHHana yCTaHOBKA M HACTPOMKa
* PeKoMeHAaumm no TeCTMPOBAHUIO B COOTBETCTBUE C 3a4a4aMM

(- Y



http://www.inframanager.ru/download/download_demo/demo/
http://www.inframanager.ru/Watch/webinars/registration/register.php
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k& O6pawantecb 3a noapobHocTAMM!

e AHacTacmAa KproyKoBa
e +7(495)989-7660, n06.102
e Akruchkova®@inframanager.ru



mailto:Akruchkova@inframanager.ru

