
OT3LIB 
ua asTope<l>epaT .Z:.HccepTaQHH AKHIUHHa BJia.Z:.HMHpa An.z:.peesHqa ua TeMy 

«Mo.z:.eJIH H MeTO.Z:.LI ynpaBJieHHH a6oneHTCKHM ODLITOM B 

TeJieKOMMYHHKaQHOHHhIX CeTHX», npe.z:.cTaBJieuuoii ua COHCKaHHe yqeuoii 

cTenenH KaH.Z:.H.Z:.aTa TexnHqecKHX uayK no cneQHaJILHOCTH 2.2.15 - CHcTeMLI, 

ceTH H ycTpoiiCTBa TeJieKOMMYHHKaQHii 

,].:(HccepTaD;HOHHruI pa6oTa AKHIIIHHa Bna,n;HMHpa AH,n;peemfqa nocB.snn;eHa 

Bonpocy HCCJie,n;oBaHH51 Mo,n;eneli H MeTO,IJ;OB ynpaBJieHH51 a6oHeHTCKHM OITDITOM B 

TeJie!<OMMYHHKan;HOHHbIX ceTHX. AKTYaJihHOCTb TeMhI o6ycnoBJieHa pH,n;OM 

TpeH,IJ;OB COBpeMeHHOro TeJieKOMMYHHKaD;HOHHOro 6H3Heca H o6rn:ecTBa B n;eJIOM. 

Bo-nepBbIX, KmoqeBbie HrpOKH coBpeMeHHoro pbIHKa TeneKOMMYHHKan;Hli 

,IJ;OCTHrJIH onpe,n;eJieHHOro napHTeTa c T.3. CTOHMOCTH H KaqecTBa 

npe,n;ocTaBJI51eMbIX ycnyr. Bo-BTOpbIX, MO:>KHO KOHCTaTHpOBaTb BbICOKYIO CTeneHb 

npOHHKHOBeHH51 ycnyr CB513H B COBpeMeHHYIO :>KH3Hb HaceJieHH51 - ,n;aHHbIH q>aKT 

51BJI51eTC51 Heo6xo,n;HMbIM ycJIOBHeM <l>opMHpOBaHH51 BCenpOHHKaIOrn:ero 

HHcpopMaD;HOHHoro o6rn:ecTBa. B-TpeTbHX, cne,n;yeT OTMeTHTb rno6anhHbIH TpeH,n; 

D;HcppOBH3aD;HH KaK c T.3. OTHOIIIeHHH Me:>K,n;y KJIM:eHTaMH H 6H3HeCOM (H Me:>K,n;y 

JIIO,IJ;bMH B u;enoM), TaK H c T.3. Mo,n;eneli H HHCTPYMeHTOB ynpaBJieHH51. I1pHHHMa51 

BO BHHMaHM:e ,n;aHHbie TpeH,IJ;bI, onepaTOpCKHe KOMITaHHH HID:YT HOBbie nyTH 

pa3BHTH51 H OITTHMH3an;HH CBOero 6H3H;eca - nepcneKTHBHbie MO,IJ;eJIH H MeTO,IJ;bI 

ynpaBJieHH51 KJIHeHTCKHM OilbITOM }I CMe:>KHbie c HHM KOHn;enn;HH ynpaBJieHH51 

KaqecTBOM CTaHOB51TC51 KJIJOqeBbIMH ,n;palisepaMH ,IJ;JI51 npHBJieqeHH51 HOBbIX 

KJIHeHTOB, a TaK:>Ke B BOIIpocax OITTHMH3aI.J;HH npou;eccoB ITJiaHHpoBaHH51 }I 

3KCITJiyaTaI.J;HH ceTH CB513H. 

B nepBoli rnaBe pa6oThI asTop ,n;ocKOHaJibHO Hccrre,n;yeT TeKyrn:ee cocTOHHHe 

cpe,n;bI 3KcnnyaTaD;HH COBpeMeHHbIX TeJie~OMMYHHKaD;HOHHbIX ceTeli, a TaK:>Ke 

npe,n;nocbrnKH noHBJieHH51 noHHTHH KJIHeHTCKHH onhIT, KaK HHCTPYMeHTa 

noBhIIIIeHH51 3<l><l>eKTHBHOCTH npou;eccoB 3KcnrryaTaD;HH ceTH. BTopru1 rnaBa 

,D;HCCepTan;HH IlOCB51ID:eHa OITHCaHHIO MO,IJ;eJIH on;eHKH KJIHeHTCKOro OilbITa, 

OCHOBHruI HayqHa51 HOBH3Ha KOTopoli COCTOHT, c O,IJ;HOH CTOpOHbI, B Il051BJieHHH 

MaTeMaTHqecKH ,n;eTepMHHHpyeMoro ITOH51TH51 KJIHeHTCKHH OilbIT, a, c ,n;pyroli 

CTOpOHbI, B onpe,n;eJieHHH . MexaHH3Ma, ycTaHaBJIM:BaIOrn:ero B3aHMOCB513b Me:>K,n;y 

KJIM:eHTCKHM OilbITOM H MeTpHKaMH 3cpcpeKTHBHOCTH npou;eccoB npoeKTHpoBaHH51 H 

3KcnnyaTau;HH TeJieKOMMYHHKau;HoHHOH ceTH. B TpeTbeli rrraBe TaK:>Ke 

npe,n;cTaBJieH HayqHbIH pe3yJibTaT, o6rra,n;arorn:Hli HOBH3HOH, M eTO,IJ;HKa 

pa3pa60TKH H nocne,n;yrorn:ero HCCJie,n;oBaHH51 KOI'H~THBHOH KapTbI ,IJ;JI51 aHaJIH3a 

KJilieHTCKOro OilbITa Ha ceTH OTeqecTBeHHOro onepa:ropa CB513H. 3aKJIJOqHTeJibHruI 

qeTBepTa51 rrrasa pa60TbI ITOCB51ID:eHa npaKTHqecKHM BOnpocaM npHMeHeHH51 

pa3pa6oTaHHbIX Mo,n;eneli H MeTO,IJ;HK B cneu;H<l>HKe onepaTopcKoro 6 H3Heca. 

OcHOBHOH pe3yJibTaT ,n;aHHOH rrraBbI - pa3pa6oTKa MeTo,n;a <l>opMHpoBaHH51 



rrepcomUIH3HpOBaHHbIX peKOMeH,n:a:u;Hii, KOTOpblH BrrepBbie yqHTbIBaeT He TOJlbKO 

HCTOpHqecKHe ,n:aHHbie 0 KJIHeHTe, HO H TeKyll(ee 3HaqeHHe OIIbITa KnHeHTa. 

3aMeqy, qTo rrpe,n:cTasneHHbie pe3ynhTaTbI o6na,n:aIOT 3HaqHMOCTbIO ,n:IDI 

rrocne,n:yIOII(HX HayqHblX Hccne,n:oBaHHH BOIIpOCOB KnHeHTCKOro OIIbITa B 

qacTHOCTH H yrrpasneHIDI ceThIO CB.SI3H B :u;enoM. KpoMe Toro, rrpe,n:cTasneHHbie 

aBTOpOM pe3ynbTaTbl o6na,n:aIOT BbICOKOH rrpaKTHqecKOH 3HaqHMOCTbIO H, qTo 

oco6eHHO :u;eHHO, opHeHTHpOBaHbl Ha crre:u;mpHKY cpyHKI(HOHHpOBaHIDI 

OTetieCTBeHHbIX orrepaTopoB CBH3H, tITO B o6ll(eM cnyqae OKa3bIBaeT 

rrono:>ImTenbHoe BnIDIHHe Ha pa3BHTHe :u;mppoBoii 3KOHOMHKH B PoccHH. 

0TMeqy cne,n:yIOII(He 3aMetiaHIDI K aBTopecpepaTy ,n:HccepTal(HH: 

1. B pa6oTe aBTop y,n:eIDieT 6onbIIIoe BHHMaHHe Hccne,n:oBaHmIM opraHH3al(HH 

Tele Management Forum B o6nacTH yrrpaBneHIDI TeneKOMMYHHKal(IDIMH H 

KnHeHTCKHM OIIblTOM, tITO B HeKOTopoii CTerreHH orpaHHtIHBaeT IIOHHMaHHe 

sorrpoca Hccne,n:oBaHIDI. ABTopy cne,n:oBano 6b1 o6paTHTb 6orree 

rrpHCTanbHOe BHHMaHHe Ha anhTepHaTHBHbie MO,n:enH yrrpaBneHHH, TaKHe KaK 

Information Technology Infrastructure Library (ITIL), IT service 

management (ITSM). 

2. B pa6oTe He o6ocHoBaH Bb16op JIHHrBHCTH1:1ecKHX rrepeMeHHbIX B Ka1:1ecTBe 

MaTeMaTHtieCKOro arrrrapaTa ,n:rrH HOpManH3al(HH MerpHK KnHeHTCKoro 

OIIbITa. 

3. B aBTOpecpepaTe He rrpe,n:cTaBneHbl MarpHI(bl B3aHMOBnIDIHHH, Ha OCHOBe 

KOTOpbIX CTpOHTCH HepapXHtieCKHe KOrHHTHBHbJe KapTbl ,n:IDI rrpoBe,n:eHHH 

Harypttoro 3KcrrepHMeHTa. KpoMe Toro, He rrpe,n:cTaBneHhI xapaKTepHCTHKH 

KOrHHTHBHOH KapTbl, B T.1:1. KOnHtieCTBO BepIIIHH rpacpa, ,n:yr, rrnoTHOCTb. 

4. OrrHcaHHe cpyHKI(HOHanbHoif crpyKTYPhI 3KOCHCTeMbI peKoMeH,n:a:u;Hif 

paccMaTpHBaeT cHcTeMhI Knacca «Campaign Management» HCKJIIO"LIHTeJibHO 

KaK HHcrpyMeHT ,n:ocTaBKH peKOMeH,n:a:u;Hif .n:o KnHeHTa, tITO, B o6ll(eM cnyqae, 

HBnHeTCH crropHblM YTBep)l()J;eHHeM, T.K. COBpeMeHHbie CHCTeMbl yrrpasneHHH 

KaMIIaHIDIMH BKnIOtiaIOT B ce6H Mo,n:ynH cerMeHTHpOBaHHH KnHeHTCKOH 

6a3bl. HHI>IMH cnoBaMH, B rrpe,n:cTaBneHHOH aBTopoM cpyHKI(HOHanbHoif 

cxeMe, cHcTeMbI «Campaign Management» MoryT TaK:>Ke Haxo,n:HTCH B 6noKe 

«CHCTeM-HCTOtIHHKO~ ,n:aHHbIX 0 KnHeHTe». 

5. B paMKax orrHcaHIDI MeTo,n:a Korrrra6opaTHBHoii cpHnbrpa:u;HH aBTopoM He 

o6ocHOBaH BbI6op K03cpcpHI(HeHTa KoppenHI(HH IlHpCOHa B KaqecTBe 

MaTeMaTHqecKoro arrrrapaTa ycTaHoBneHHH rro,n:o6HH a6otteHTCKHX 

rrpocpHneif. 



3aKJIJOLieHHe. 

I1cxo,r:v1 H3 BbIIIIeCKa3aHHOro, CLJHTaIO, LJTO rrpe,n:cTaBJieHHIDI 

,n:HccepTa:U:HOHHIDI pa6oTa AKHIIIHHa BJia,lI,HMHpa Att,n:peeBHLJa «Mo,n:eJIH H MeTO,lI,bI 

yrrpaBJieHIDI a6otteHTCKHM OIIbITOM B TeJieKOMMYHHKa:QHOHHbIX cenIX» .HBmieTC.H 

3aKOHLieHHOH HaycIHO-KBaJimjmKa:QHOHHOH pa60TOH, a OTMeLJeHHbie 3aMeLJaHH.SI He 

BJIH.SllOT Ha 06I:QYIO O:QeHey pa60TbI H He CHH:>KaIOT ee :QeHHOCTb. ,[(HCCepTa:QIDI 

COOTBeTCTByeT KpHTepIDIM ,n:eiicTBYIOI:Qero «IlOJIO)l(eHIDI 0 rrop.H,ll,Ke rrpHcy)l(,lJ,eHIDI 

yLieHbIX CTerreHeH», a ee aBTOp 3aCJIY)l(HBaeT rrpHCBOeHIDI yLieHOH CTerreHH 

KaH,n:H,n:aTa TeXHHLieCKHX ttayK no crre:u;HaJibHOCTH 2.2.15 - CHcTeMbI, ceTH H 

YCTPOHCTBa TeJieKOM_MYHHKa:QHH. 
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