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[haBa 1

Llenn cospanus

Henbio Synergy Experience siBisieTcst co3anne KOMILIEKCHOTO DEIIEHHUsI, KOTOPOe JOJKHO MOEPIKUBATH
[TOJTHBIH IUKJI B3AUMOIEHCTBUS C MOTPEOUTEIAME, BKIIOYAS:

cOop 0OpaTHO CBA3M TTOTPEONUTETHCKOTO OTBITA;
BO3MOZKHOCTDH IPOEKTUPOBAHUA KapPT yC.HyI‘ n (bOpMI/IpOBa,HI/IH OT‘IeTHOCTeﬁ;

yOpaBjeHue MoTPeObUTEIbCKIM OMBITOM, HAIPABIEHHOE HA U3MEHEHNE TOYEK CONPUKOCHOBEHUS TAKUM
00pa3om, 9T00bI TOTPEOUTEIH IOCTOAHHO [TOJIYYasl BIEYATICHUs] HE HUXKE OXKUIAEMbIX;

WHCTPYMEHT JIJIsT HATJISITHONW JTEMOHCTPAIMK OIEHOK TIOTPEOUTE el CBOEr0 OMBITa, B TOYKAX KACAHUS C
OpraHu3almen.
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[haBa 2

VYcnoBHble 0603HaYEHUS

B nacTositiiem m0KyMeHTEe MCIOIB3YIOTCS CIIEAYIOIINe ONPeIeIeHus, COKPAIEHNs 1 ab0peBUaTy PhI:

OC - omeparnuonHas cucrema.

N C - nadopMalmontas Cucrema.

Cucrema - UC «Synergy Experience».

CVYB/I - cucrema ymupaBmenns 6a3aMu JAHHBIX.

SDK (Software Development Kit) - komiiekr cpeicrs pa3paborku.

CrupaBOYHUK - TIepeveHb 3apaHee OMPeIe/IeHHBIX 3HAYEHU TTapaMeTPOB O0hEKTOB CHCTEMBI.

JlokyMeHT - nMmeHOBaHHBIN KOHTeliHEp B CucTeme, comeprKarimii PeKBU3UTHI U (HANIbI, & TAKXKE UX
Bepcuu. PexBusnuThbl comepxxkar: Kaprouky mokymenta, Xom UCIOTHEHusi, I3MeHeHns B JOKyMEHTE,
JIucrhl mommuceii.

Dopwma - tun daiina B Cucreme, mpegHA3ZHAYEHHBIH 11 cOOPa M OTOOPAXKEHHUsT CTPYKTYPUPOBAHHBIX
JTAHHBIX.

PeecTp - criocob npegcrapienns JaHHBIX 10 Popme B TaOJIMTHOM BHUIE.
3amnucsk - /lokyment na ocaoe @opmur B Peectpe.

PaboTa - 00bekT Cucrembr, mpeacTaBIsatonuii coboit chopMyInpPOBAHHOE ABTOPOM TPEOOBAHUE BHITIOJ-
HUTH JEHACTBHE 38 KOHEYHOE BPEMs U BO3JIOKEHHOE Ha, KOHKPETHOIO UCIOJIHUTE IS (OTBETCTBEHHOIO).

Meponpusarue - Pabora, HampaBieHHas Ha MOIyYeHNEe 33IaHHBIX Pe3yIbTaTOB.

Ham6opxa - uadopMannonnas MaHeIb, 0TOOparKaomasa JaHHbIE B PEAJTbHOM BPEMEHH, COIEPIKAINas
Busyanusarmuu B pa3IndHbIX MPEICTABIEHUAX U PA3PE3aX, & TAK¥Ke MPETHAZHAICHHAS [IJIsT YITPOIIEHUS
paboThI TIO OleHKE W 00pabOTKEe JAHHBIX, MPOTHO3UPOBAHUIO HAJHHEHITEr0 COCTOSHHAS W TPUHSITHIO
pelieHunii.

Busyanusanus - snement Jlambopaa B Brie IUCTOBON METPUKH, TAOIUIIBI UJIH PATHIHBIX UATPAMM.

Horpeburens (Customer) - KIUEHT, NOJIB30BATEIH TOBAPA WU YCJIYTH OPTaHU3AIWH.
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e ITorpeburenbckuii oubit (Customer Experience) - coBokyunocrs BuedarieHuil, KOTopble 10rpedu-
TeJIb UCIBITHIBAET B MPOIECCe MPpUOOPETEHUsT TOBAPA WM YCJIYTH B TOYKAX KACAHUS C OPTAHU3AIMEH.

e CJM (Customer Jorney Map) - MHCTpYMEHT, HAIJISIHO JEMOHCTPUPYIONUIMIA OIEHKH TOTpebuTeIei
CBOEr0 OIBITa B TOYKAX KACAHMS C OpraHu3aluei.

e Dran ycsayru - rouka Kacanus (B3aumoueiicrsus) norpebureseii ¢ ycayroit. Ha kapre CJM sraubt
COOTBETCTBYIOT CTOJOIAM TAOJIHIIHI.

e ITokasarensp yciuyru - oobekr CJM, coorBercTByomuil npomeccy B3auMozeiicTBus (Heu u 3a1a4u
norpeburesieii, ux AefHCTBUs, OXKUIAEMbIH Pe3yJIbTaT, IPodJeMbl U 6APLEPLI U T.II.), & TAK¥KE COCTOs-
HuIO norpeburess (Mbiciu, 4yBcTBa, sMouun). Ha kapre CJM nokazaresu COOTBETCTBYIOT CTPOKAM
TaOJIUIIbL.

4 Fnasa 2. YcioBHble 0603Ha4YeHUs
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[haBa 3

Tpebosatus k paspabotke NIC «Synergy Experience»

3.1

O6wme TpebosaHusa k Cucreme

3.1.1| Cucrema pomkHa nOmIEpRKUBATH padory Ha caeayonux cepsepubix OC: Linux - pekomenyercs
ucnonb3oBarh OC Debian GNU/Linux ne anxe 9.0 (AMDG64).

3.1.2| Cucrema momxkHa nojaepxuBarh pabory ua pensmuonnbix CYBJL u na noSQL CYB/I.

3.1.3| Cucrema He q0JzKHA TPEOOBATH 00A3aTEIHLHOTO IIPUOOPETEHUS JOTOJHUTEIHHBIX KOMIIOHEHTOB (J1H-
nensun Ha OC, Ha CYB/I n T.11.).

3.1.4| Cucrema [0J2KHA [O/JIEPKUBATD IIM(PPOBAHUE IOAKJIOYEHUH € IOMOIILI0 [POTOKOIa SSL
(HTTPS).

3.1.5| Cucrema 10/KHA TOAEPKUBATL PAOOTY ¢ PACIPEICTEHHBIM XPAHUIUIIEM TAHHBIX.

3.1.6| Cucrema m0KHA 00ECTIEUNBATH BO3MOYKHOCTH PACITPEIEIEHHON PAOOTHI M YIAJEHHOIO TOCTYTa K
pecypcam u 0ObeKTaM.

3.1.7| Cucrema josKHa HOEepKUBaTh pabdory B apxurekrype Internet/Intranet.

3.1.8| Cucrema mo/KHA, peIOCTaBAATE Web-unTepdeiic, KOTOpbiii He TPEeOyeT yCTAHOBKY KJIMEHTCKOM
qacru. Cucrema JoJKHA TOIepKUBaTh nHTepHeT-Opay3epbl Google Chrome, Mozilla Firefox ak-
TyaJIbHbIX BEPCHUIL.

3.1.9| Cucrema [0KHA MPEIOCTABIATH BO3MOKHOCTH PEAJM3IOBBIBATH MOJIb30BATEIFCKIE WHTEPMhENCHI,
ucnonb3ys HTML u/unn JavaScript.

3.1.1

Cucrema moJurkHa npeaoctaBiaaTh SDK, Bkirouas:
e REST API;
e C110cO0BI ABTOPHU3AIUU: CECCUOHHAS, 110 JIOTHMHY U [IaPOJII0, [0 KJIIOYaM;
e COOBITHSI, BO3SHUKAMIINE B PA3JUIHBIX TOYKAX HUCIOJJHSIEMOTO KOIA TPU BBHITOJHEHUN
OIIpPe/IeJIEHHBIX yCJIOBHIL;
e oUepean COODITEHNMIA;
® TIOJJIEPAKKY IJIATHHOB;
e JavaScript maTEpIPETATODBI.

3.1.11 Cucrema JoJIKHA TPEIOCTABIATH BO3MOXKHOCTD PErYIUPOBAHUS JOCTYIA K OOBEKTAM B COOTBET-

CTBHUHU C IIpaBaMM IIOJIb30BaTEJIA.

3.1.12

Cucrema T0KHA TPEIOCTABISATH BO3MOXKHOCTD CO3/IaHUS, PEIAKTUPOBAHNSA (DOPM B BU3YaTHHOM
pemakrope GpopM.

o
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Cucrema oJKHEA HpeILOCTaBJIHII‘_b TAHCT y1\1/1_eHT6 VIIDABJICHUST 0H56H(3C—Hp'(/)|IteCC%MI/I, TIOIEPIKBato-
it morammo BPMN. nasa 3.” TpeboBaHnsa k pa3paborke «Synergy Experience»

3.1.14

I CucremMa [OJKHA TPEJAOCTABIATh Jau3aiinep OusHec-mporieccoB. Co3fanue W pejakTHPOBAHWE
OM3HEC-IIPOIIECCOB [IOJI2KHO BBINOJHATHCA B PA0OYeM IIPOCTPAHCTBE Ju3aiinepa OM3HEC-IIPOIIECCOB.

3.1.1%

CucreMa TOMYKHA IOLIeDKHUBATE BeDCHOHHOCTE TOKVMEHTOB.
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3.2 TpeboBaHus k moaynam Cucrembl

3.2.1| Cucrema A0OKHA TPEAOCTABAATh MOAYIb «COOP OT3BIBOB» [IJIsi OCYIIIECTBIIEHUsT COOPA M KOHCOJIH-
Jaryu o0paTHON CBSA3U MOTPEOUTETHCKOTO OMbITA KIHMEHTOB.

3.2.1| Cucrema J0KHA NPEIOCTABIATH MOAYJIb «AHAINTUKA OT3BIBOB» JIJIsi OTOOPAsKEHUs KJIFOUEBBIX
METPUK M0 0OPATHON CBSI3U OT KJIUEHTOB.

3.2.2| Cucrema J0/KHA PEIOCTABIIATH MOIYIIb « Y IPABJICHUE IPOOJEMAMU» J1Jisi BbISIBJICHHS CUCTEMHbBIX
MpoOIEM HA OCHOBE OOPATHON CBSA3W OT KJIMEHTOB.

3.2.3| Cucrema 0/I2KHA TIPEIOCTABIATE MOAY/Ib « TaliHbIM MOKyHIATE by st cOOpa OCHOBHBIX MOKA3aTe-
Jiefl ¢ TIOMOIIBIO0 COOTBETCTBYIOIIEr0 MEXAHU3MA.

3.3 TpeboBaHus k moaynto «Coop oT3bIBOB»

3.3.1| Moaysnb mo/mKeH mO3BOIATH (DOPMUPOBAHNE KAPTOYKH /i cOOPa OT3BHIBOB

3.3.2| Moaysnb nosikeH 1mo3BouisATh (POPMHUPOBAHKE BOIIPOCOB C NMPUBA3KOM K dTamaM B3aumMOAeHCTBUs
YCIIYTH.

3.3.3| Moaysnb momken MO3BOIATH COOP, PEFUCTPANNIO U XPaHeHue Bcei mHdopmaimn 06 00paTHOil CBA3U
norpeburesneit ycayr.

3.34
Monayas 0JI2KeH IIPegoCTaBIATh €UHYI0 (pOPMY KAapTOUYKU OIEHKH:

ycayra (ecsiu IpUMEeHUMO);

sran (ec/ IPUMEHUMO) U MECTO [OJIyYEeHUs YCIYIH;
OIIEHKA;

KOMMEHTApUH K OIICHKE;

JlaTa OlEHKU;

KOHTAKTHBIE JAHHBIE MOTPEOUTE NS,

3.3.5| Mozy/ib 10/I2KEH TIPUBA3BIBATD OIEHKY K BHIODAHHOMY dTally yCJIyru (€C/u IPUMEHHMO).

3.3.6| Moaysb o/mKeH IPUBA3LIBATD OLEHKY K MECTY IIOJIyYeHHUs yCJIyIH.

3.3.7| Momyb HOJKeH TO3BOIATH (DUIBTPAIUIO 110 MOJOKHUTEIBHBIM U OTPULIATETbHBIM OT3BIBAM, a TaK-
2K€ TI0 JIOMOJTHATEIbHBIM TIOJIsIM B KAPTOYKE OT3BIBA.

3.3.8| Moy/ib J0/IZKEH MO3BOJIATH BHIOPATH OT3BIB (HECKOJIBKO OT3BIBOB) U JI00ABUTDH €0 B TIPOOJIEMY WU
3aperucTppoBaTh HOBYIO MPODOJEMY HA OCHOBE BHIODAHHOIO OT3HIBA.

3.2. TpeboBaHusi k mogynsim Cucremsi 7
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3.4 TpeboBaHus Kk Mmoaynto « AHaNMTUKA OT3bIBOB»

34.1

Moysib JI0JIZKEH TIPeIOCTABIIATH KAPTY [y TEIecTBUs ToTpebuTes (B BUIE IOTOKA) B COOTBETCTBUU
C IpaBaMu JIOCTyIIA.

3.4.2

Monynb JOJIKeH MpPeJIoCTaBIATh JAHHBIE TI0 MOTPEOUTEIHLCKOMY ONbITY (B BUE Aambopaa) B CO-
OTBETCTBUH C IIPABaAMH JOCTYIIA.

3.4.3

Moysb nosizker 103B0sIATh (POPMUPOBAHKE [TAHHBIX HEIIOCPE/ICTBEHHO U3 IIOTOKA IO JI0O0MY BO-
IpoCy, €CIU B HACTPOIKax BOIPOCA YKA3aHO < YUUTLIBATH B CTATUCTUKE >.

3.4.4

Moaynb momKeH 0ToOpaXkaTh B MOTOKE KOHCOMUTUPOBAHHYIO HH(MOPMAIIHAIO IO OT3LIBAM.

3.4.5

Momynb 10IKeH T03BOIATh 00pabOTKY JAHHBIX B TIOTOKE MO CJIEAYIOIMINM KPUTEPUSIM:
e (uabTp 1Mo TamaM yciayr;
e (uabTp MO MEPUOLY BPEMEHH;
e GUILTP MO PACIOIOKEHHIO;
e HACTPOiika 0TOOparKeHusi KapThl.

3.4.6

Monyasb T0JI2KeH IIPeJOCTaBJIATh CJeIyIoline BU3yaan3anuu IJid Jamnidopaa:
NPS;

CTOPOHHUKUW;

KPUTUKH;

HENTPAaJIbI;

cpeHdAsd OLEHKA II0 yCJIyraM;

KOJIMYECTBO OLIEHOK 110 3TallaM;

CpeHAA OIEHKA MO ITAIIaM;

CpeHaAd OIECHKA IO PACIOJIOXKEHUIO;

paclpesesIecHue ONEHOK Ha KapTe.

3.4.7

Momysib HOJKEeH MPeIOCTABIATh BO3MOKHOCTE (DUIHTPAIMY JAIMOO0p/a MO CIEAYIONINM KPUTEPU-
AM:

e yciyra (eciu IPUMEHUMO);

e Sran yciayru (eciu IpUMEHUMO);

® DACIOJIOXKEHUE,

nasa 3. TpebosaHus k pa3paborke UC «Synergy Experience»
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3.5 TpeboBaHus k moaynto «¥YnpasneHue npobiemamum>»

3.5.1| Moaynb m0J?KeH MO3BOJISTH BbISIBJIEHHE W3 ODIIEro MOTOKA OOPATHON CBSA3M CHCTEMHBIX MPODIEM
Ha OCHOBE HEYIOBJIETBOPUTEIbHBIX OIEHOK IO CJIELYIONUM KPUTEPHUIM:
® yCiyra;
® STAIl TMOJyYeHNs YCIYTH;
® MECTO TIOJIYyIEHUs YCJIyTH.
3.5.2| Moaysb nosmken oro0pazkarh KOHCOJIMIUPOBAHHYIO B 1pobsieme nH(bOPMAIKUIO 10 OT3bIBAM C BO3-
MOXKHOCTBIO JE€TAIM3AINH KAXKIOTO OT3BIBA M3 MPOOJIEMBI.
3.5.3| Moaysnb momkeH mO3BOIATh 0OPADOTKY JAHHBIX B MOTOKE MO CJIEIYIONUM KPUTEPHUIM:
e uubrp 10 ycsyre (€ciu HPUMEHUMO);
e (GuIbBTP MO MEPUONY BPEMEHH;
e GuUIBTP MO PACIOJIOKEHUIO;
e HACTPOiTKa 0TOOpaXKeHwusi MPOOJIEM Ha UCIOJHEHUN;
® HACTPOWKA COPTUPOBKH.
3.5.4| Moaysb nomzken mo3BosisTh MeHekepy u/win PyKOBOAWTENIO PETHCTPANNIO BBISBIEHHON MPO-
OmemMbl 1 HAa3HAYeHus VcnomauTesneit Ha Hee.

3.6 TpeboBaHus kK Mmoaynto « TaliHbIi NokynaTesb»

3.6.1

Momayns Taiiubiil MOKymaTe b JOJKEH OBITH MPEACTABJIEH OTAEJHHBIM MPUIOKEHHEM C JOCTYIIOM
TOJILKO OIPEEIEHHO IPyIe COTPYAHUKOB (C posibio TaitHbIil OKYNaTeb).

3.6.2

Motysib 1012K€eH IPeIOCTaABIATh BO3MOXKHOCTH IIPOCMOTPETH CIUCOK BCEX 3aIUCEll, CO3JaHHBIX JAH-
HbIM 110JIb30BaTEJIEeM.

3.6.3

Motysib IOJIKeH TTO3BOJISATH MOJIH30BATEIO TPOCMATPUBATH TOAPOOHYI0 HWHMOPMAIIUIO O CO3TAHHON
3alliCH, U3MEHUTDb 3alUCh U PACIIEYaTaTh e€.

3.64

MO,I[y.TII) A0JI2K€H IIO3BOJIATDH IIOJb30BaATEJJIO CO3JaTh 3allUCh C 3allOJIHEHHEeM YKa3aHHbIX

Yex-mucT;

CepBucHast KyJIbTypa U Ka9eCTBO OOCITYKUBAHUS;
Bremnwnii Bug cOTpyaHUKA,;

HocTymHOCTD yCIyT;

VobcrBo nHGPACTYKTYPHI;

KadecTBO paboThl COTPYIHUKOB;

3.6.5

Moaynb J0MKEeH MPeIOCTABIATE MOJTb30BATEII0 BO3MOXKHOCTD MONCKA W (PUABTPAIUU CIIMCKA, CO-
3JaHHBIX UM 3alliCeli.

3.5. TpeboBanusi k mogynio «YnpasneHvne npobnemamn» 9
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