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Haznagenue nokymenTa

Hesbio co3manusi TaHHOIO JOKYMEHTa sBJIsieTcs onucanue Kondurypanuu npoaykra Synergy ITSM, apxurek-
TYPHBIX DEITeHuil, 00bEKTOB U X XapaKTEPUCTUK, HACTPOEK U Mp. .. PYKOBOICTBO MO BHEJAPEHUIO TTPU3BAHO
YIPOCHTHUTD MPOIECC KOHMUTYpAIIUY TPOIYKTA TPU BHEIPEHUH. .

Ornasnexne 1
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2 Ornasnexnne



[haBa 1

MeTogonorusi BHegpeHusi

1.1 Mony4yeHue pecypcos (6oesBoro n TectoBoro creHAa)

XapakTepuCTUKHA CEPBEPOB:

o Xpauusuiie Jackrabbit

o Ilouckonnie naaekchr Lucene

e 16 I'6 O3Y
Debian GNU/Linux (stretch, buster)
e CPU 8-core

HDD/SSD ¢ 10I'6 cBOGOAHOrO AMCKOBOTO MPOCTPAHCTBA.

Ilpenynpexaeuue: HacrosreibHO peKOMEH/yeM pa3BEPHYTb TECTOBLIA CTEH/, IIOJIHOCTHIO Ay0/upyTo-
it KOH(GUTYPAIWIO CUCTEMBI DOEBOTO CEPBEPA, JJIs NUATHOCTUKYA W BOCIPOW3BEICHUS MOTEHITHATBHBIX
mpobJieM, TeCTUPOBAaHNS OOHOBJIEHNS U M3MEHEHUH KOHQMUTYDAIIUH.

1.2 VYcTaHoBKa n HacTpoiika CUCTeMbl

Bocrosnb3yiiTech MHCTPYKIUAME JAHHOTO JOKyMeHTa Jjist yecraHoBku (VHeTpyKiust 110 yeraHoBKe) U HepBrY-
Hoit HacTpoiiku ( ucrpykius 1o nepsudnoil nacrpoiike ) cucrembl Ha 60eBOM U TecTOBOM creHzaax. s
OOHOBJIEHUS BOCIIOJb3YTECh UHCTPYKIMAMU i1t 0OHOBeHus (VlucrpyKius 110 0OHOB/IEHUIO) ¥ HEPBUYHOI
HacTpoiiku ( MHCTpyKIMs 1O TePBUYHON HACTPOIIKE).

Taxxke, Tpu MOTPEOHOCTH, TPOU3BECTHA HACTPONKY WHTETrPAIUHU C TOYTOH, BOCTIOIB3yiiTech VncTpykiueit mo
HACTPOIKe MHTEerpanuu ¢ movToi



http://rtd.lan.arta.kz/docs/synergy-itsm-custom-manual/ru/itsm-1.40/Install_manual.html
http://rtd.lan.arta.kz/docs/synergy-itsm-custom-manual/ru/itsm-1.40/First_configuration.html
http://rtd.lan.arta.kz/docs/synergy-itsm-custom-manual/ru/itsm-1.40/Update_manual.html
http://rtd.lan.arta.kz/docs/synergy-itsm-custom-manual/ru/itsm-1.40/First_configuration.html
http://rtd.lan.arta.kz/docs/synergy-itsm-custom-manual/ru/itsm-1.40/mail-integration.html
http://rtd.lan.arta.kz/docs/synergy-itsm-custom-manual/ru/itsm-1.40/mail-integration.html
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1.3 Pa3paboTka n BHeceHue cnpaBo4dHuka ycnyr, OnpegeneHue SLA

IIpex e Beero, B kKomnanuu, saeapsomnieit UTCM cucrmy, momkeH ObITh yTBEPKJIEH [IEPEYEHb YCIIYT, IPEJIO-

crapisgembix [T-memapramenTom.

Ilousitie «CepBucy nian «Yciayras, BKIIOYAET B cebs:
e Hazsamwne yciyru
o Iloapobmoe omucanue

o BaerH.HeHI/Ie OTBETCTBEHHOI'O MEHEIZKEPa

Omnpenesienre TPyNIbI JOCTYTIa K CEPBUCY

e Oupenenenve Bpemenu peakuuu (1 junuu) u BpeMenu pereHus (2 JIMHUM) [JId KAXKJION IPYIIbL 1O

KazkJIOMY CepBUCY

Tlocne popmanmzanum mpeicTaBIeHMs O TIEPEYEHN YCIYT MO yKa3aHHBIM BbIIIE TApAMeTD, CIIPABOYHUK YCIYT

JIoJIKeH ObITh BHeceH B cucreMy. Creayionmm obpa3om:

1. ApsropusoBarbcs B npuioxkenuu http://ip/Synergy/ , raue ip - aapec yCcraHOBJIEHHOW CHCTEMbI

2. Ilepeititu B Mmoaynp Xpauuauiie, pasaen Peecrpbr

3. Bribpars peectpbt CepBHCHI U CO3MaTh 3AMUCH HA KAXKIYIO YCIYTY, 3AM0JHUB KAPTOUKY CJIEYFOIIAM

00pazoMm:

CEPBMC
OCHOBHAA HHDOPMALHA
DYHKLMOHMDYET -
TNokansHas CeTh
YCNYrA OBLLETO HASHAYEHMA -
Boibpars daiin
Admin A KZP. KZP. +

OTAEN N0 NOAREPKKE NONL3IOE... +

CoxpannTs
Admin A ¥
MapwpyTuaarop Xi.. +

TlonynApHaA yenyra @ WHUMAEHT
()3anpoc Ha oGCNyHHBaHWE
[] ABTOMETHHECKOE HaJHAYEHHE

[ OBA3aTENLHOE foBaBNEHHE aina

- Dbecneyenne paboTocnoCoGHOCTH NOKANEHO-B5IMMCIMTENEHON CETH M COOTBETCTBHA TEXHWYECKHX X3DAKTEDUCTHK B NDELSNAX SHEYEHHA, 3BABNEHHBIX NPOM3EOANTENEM AKTHEHOMD P W CTRYKTYPH 10H Kal A CHCTEMBI

- OBECTEYeHUA PaBoTsl NONEIOBATENER C CETERBIMH PECYDCAMM, OrPAHUYEHNE QOCTYNA K PECYPCAM CETH B COOTBETCTBMH C YPOBHEM NPUBHNETHA

AaxHele no SLA
G SLA npukATO
[lorosop Ne34s htd
Monsaosarend IT

0.5

YENORAA 1A HCTAHUMOHHOR NOAEHMKN
Kom npuopuTeTa BpemMA Ha paapelenne 3anpoca (B Yacax)
Kpwmai 1
Bicoumi 2
Cpegrui 4
Huskuit 8

O4EHE HU TR 16

+ [l06aRHTE GROK

Puc. 1: Puc.

IIpnmeuanne: Ouuus IomynsipHas ycjyra orMedaercs /1Jisd BbIHECEHHsL YCJIYTH Ha OpTaJie i ObICTPO-
ro mocrymna Ha [aBHoil crpanume. Tak:ke B 3aMucy MOMYISPHON YCIyTH MOXKHO BHIOPATD OIIIIHIO - MHITAJEHT

fnasa 1. Mertogosniorus BHegpeHns


http://ip/Synergy/
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WJIN 3alpoc Ha obcuyzkuBaHme Oy/leT C03/1aBaTbCsl 110 yMOJIYAHUIO 1IPY CO3/aHuK OOpallleHus C 110pTaJla.
J1st mpaBUIbHON paboThl B PEECTpe CEPBUCOB HEOOXOIMMO TTOCTABUTH raJOvuKy «OTOOpayKaTh MPHU MPOCMOT-
pe» Juis nosist itsm_ form_ service type.

Bxiouenne omnmuun O6s3aTesabHoe mobaBiieHue daiijia Oymer 06s3bIBATH MOJIB30BATES TPUKIAIBIBATE
daiin npu co3TaHuu OOPAIEHHs IO JAHHON yCJIyre ¢ mopTaa.

IIpn BkIIOYeHNN ABTOMATHMYECKOTro Ha3HAYEeHUsI OOpAIleHus ¢ mopTaja OyIyT aBTOMATHYECKH Ha3Ha-
JaThed B craryce «Ha odepenns Ha rpymiy, OTBETCTBEHHYIO 32 MOJIEPIKKY YCIYTH.

IIpu meobxomumocTu, popma Yeayru MoKeT ObITh [TONOJHEHA TPOU3BOJILHBIMY [TOJISMU, HAIPUMED, TaK:

MNoapobHas mudopmaumna

KoHTaKThl W Npoyeqypebl obaBneHHA CEPBHCE LexnoBaa NONHTHKE

OTBeTCTEEHHEIA 38 &‘ CxemMa -
NOAREDMKKY YeHOOBP330BAHKA

Mpoyegypa Mpagina 0380373

OnMMCcaHHe WenaeMblx pe3ynbTaToe MpegnoxeHHA H NaKeTol 00CAYHHBIHHA

CBA3H

Cepsuce! OCHOBHBIE KOH(DMIYDALMOHHBIE BIHHHLE!

+ NoBasnTs Gnok + [loDaenTs Gnok

33MA3HHPOBAHHEIE H3MEHEHWSA

+ [oGasnTe Gnok

Puc. 2: Puc.

1.4 Kactomunsauyus npoueccoB no (pakTy BbISIBJIEHHbLIX NOXXEaHW

1. JIjis BBIAB/IEHUS TIOYKEJIAHUN IO U3MEHEHUIO CTAHTAPTHOM KOHMUTYpaIuu MPOIYyKTA, YCTAHABINBAEMON
MIO-yMOJTYaHUIO, PEKOMEH IYeTCA ITPOBECTHU JIEMOHCTPAITUIO BCEM 3aMHTEPECOBAHHBIM JIUIIAM ITPOEKTA, B
TOM YHCJIe, KOHEIHBIM MOJIb30BaTEIeM: COTPYJIHUKAM MEPBOM W BTOPOIl JINHWUH.

2. Bce noxkenanusi/3aMedanus K NPOAYKTY JI0JKHBL ObITh 33/[0KYMEHTUPOBAHbI U IPOAHAJIM3UPOBAHDI HA
CJIOKHOCTH M CPOKY aJAITAIMH TPOAYKTA MO/, JAHHBIE TPEOOBAHMSI.

3. B kagecTBe BCIOMOraTeIbHOTO WHCTPYMEHTA K OMPEIETIEHUI0 HEOOXOIUMBIX HACTPOEK B CHCTEME IS
peanu3aly TeX WM WHBIX TMOXKETAHUM, PEKOMEHIyeTcss 03HAKOMUTbCsS co CTpykTypoil mpojaykra, a
TakkKe PyKOBOICTBOM pa3pabOTInKa

1.4. Kacromu3sauus npoueccos no (pakTy BbisIBAEHHbIX MOXeEnaHni 5


http://rtd.lan.arta.kz/docs/synergy-itsm-custom-manual/ru/itsm-1.40/Product_structure.html
http://rtd.lan.arta.kz/docs/guide/ru/minsky/
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Ilpenynpexaenme: HacrosirenbHO peKOMEHIyeM TPOBECTHU MOJTHOE TECTUPOBAHUE BCEX MPOIECCOB, TO-
cJie IPOU3BeIeHNs HACTPOEK KOHMUTypauu.

1.5

1.

1.6

O6yueHune coTpyaHukoB paboTte B cucreme

Bce corpymaukm opranm3ainu, KOTOPbBIM B paMKaX MPOEKTa MPENOJaraercs o0ydeHwe, MOTyT ObITh
00'bEMHEHBI B TPYIIBL COMVIACHO OCYIIECTBAAEMbIM UMK POJisiM (OnepaTopbl 1 JIMHUYM, UCHOJHATENU 2
JIMHUY, MEHEJKEPbI IpodJieM U T.]1.)

Pekomeniyem ajanrtupoBaTh PyKOBOJICTBO IOJIb30BATEJIs, IPEICTABIEHHOE I10-yYMOJYAHUIO, COTJIACHO
MPOM3BEIEHHBIM U3MEHEHUSM KOH(MUTYDPAINN, OPTCTYKPTYe KOMIIAHWY U TTPOYEil CreruduK MpoeKTa.

B nepsyio ouepenpb, TOJKHBI OBITH O0YHYEHBI COTPYAHUKH, HCIOTHAIOMAE OCHOBHBIE PO B MPOIECCaXx,
HOMAIAIOIIUX 110/ ONBITHYIO KcIuryaramuio (cm. ITlar 6)

OnbiTHas IKCnayaTauums

. IIpomecc OmbITHOM KCILTyaTAMU IIPEICTABISLET COOONl MMHUTAIMIO TOJHOIEHHON PAabOThI CHCTEMBI B

60EBOM peKMUMe, HO B MEHBINNX MACIITA0AX. ITO MOKET OBITH IMTPOTOH OCHOBHBIX OOEBBIX TTPOIECCOB HA
BBIZIEJIEHHOM TTOIPA3IE/IEHUN UJIU HA OMPEJEJICHHON KaTeropuu OOpaIeHuii.

. HpO,ZLOII}KI/ITe.HbHOCTb mpornecca OTIBITHOM SKCILTyaTallu 3aBUCHUT OT MacImTaboB IIPOEKTa U KOJIUIECTBO

BHE/IPAEMbIX OJJTHOBPEMEHHO IIPOIECCOB.

Pe3yanaT0M OTILITHOM IKCIJIyaTalluN JIOJIZKEH ABJIATHCA HO,ILTBep)K,ZLeHHbII‘/'I BCEMU 3aMHTEPECOBAHHBIMU
CTOpOHaAMN Cba,KT TOTOBHOCTHU CHUCTEMBI K UCIIOJIb30BAHUIO B IIPOMBIIIJICHHOM DEXKHMeE.

. B ClIy4dae BbIABJICHUA 3aMedyaHunii B Xozae OTIBITHOM SKCILTyaTallun, JOJIZKHBI OBITh IPOU3BEAEHBI COOTBET-

CTBYIOIIM€ HACTPONKHU B CUCTEME U M3MEHEHHBIE IMPOIECCHI JOKHbBI ObITh IPOTECTUPOBAHDBI IIOBTOPHO.

IIpumeuanmne: Pekomenayem aganTHpOBATh PYKOBOJCTBO MOJTB30BATENS, TPEICTABICHHOE TIO-YMOTIAHUIO,
COTJIACHO MPOU3BEIEHHBIM W3MEHEHUIM KOHMUTYpalyy, OPTCTYKPTYe KOMIIAHWY U MpoYeil crernudukn mpo-

€KTa.

1.7

3anyck B NpOMBbILLJIEHHYIO 3KCMJlyaTauuio

fnasa 1. Mertogosniorus BHegpeHns



[haBa 2

NHcTpykuns no yctanoBke

ITar1 IIpu mHeoObxoauMocTH, ycTaHOBUTH Arta Synergy mo akryanbhoit Bepcuu 4.1 (minsky) - Uncrpyxims
o ycranopke ARTA SYNERGY.

IMTar2 /Ins ucnons3osanus Jdambopaos ycranosuth Elasticsearch u Kibana Mucrpykmuus mo ycranoeke.
ITlar3 B moxcucreme aaMuHACTpUpOBaHust 00HOBUTL B /1, 3aBecTrn CHCTEMHOrO MOJIBL30BATEIS

® KOJ II0JTb30BaTeNs - itsm_service_user

e ponn AmmEucTpaTop , Paspaborunk Synergy , KoECTpykTOp web-KimeHTa

® JIOCTYH B CHCTEMY - pa3perieH

® 33/aTh JIOIHH/IapOIDb
ITTar4 IToaknodenne perno3uTopuen

1. Orkpbirh dailil HA PETAKTUPOBAHUE

nano /etc/apt/sources.list

2. HobaBuTh OO PACKOMMEHTHPOBATH CTPOKY PEO3UTOPHUSI.

deb [allow-insecure=yes] http://deb.arta.kz/tengri product-stable main contrib non-
—free
deb [allow-insecure=yes] http://deb.arta.kz/tengri constructor-2.2 main contrib non-free

3. OBHOBUTH CIIMCKYU IAKETOB:

’apt—get update

IMTar5 YcranoBka mpUIIOKEHUS

1. ZLHH YCTaHOBKHW TIPUJIOZKEHUA HeO6XOﬂI/IMO BBITIOJTHUTH KOMAaHY:

’apt—get install arta-synergy-apps-itsm

2. B xozme ycTaHOBKYM HEOOXOINMO BBITIOJIHUTH CJIEIYIOIIEe:



http://tdd.lan.arta.kz/docs/synergy/trunk/admin-manual/html/install-and-setup.html
http://tdd.lan.arta.kz/docs/synergy/trunk/admin-manual/html/install-and-setup.html
http://tdd.lan.arta.kz/docs/synergy/trunk/admin-manual/html/appendix.dashboards.html
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° BbIGpaTb THUII YCTAaHOBKHU U3 IIPEAJIO2KEHHOI'O CIIMCKa

— Install/Upgrade Configuration - ycranoBKa MpHIIOKeHNUST N 3arpy3Ka ero KoHdbwuryparmn (6e3
B/I, xpaHusuIia, MHIEKCOB)

— Manual - ycramoBka TOJBKO MPUJIOKEHHS O€3 aBTOMATHYIECKON 3arpy3Ku KOHQMUTYPAIIHH,
JAMIOOPIOB U BCETO OCTATIBHOTO

e Vkazarb URL 10 Synergy, ma KoTopom mnpousBouTcsa pabora (mampumep: http://192.168.1.
172:8080/Synergy)

e Baecru IIOC/JIeA0OBATE/JIbHO JIOTHH U IIapOJib CucreMHOro noIb30BaTeNA

ITpumeuanme: [Iis mpegoTBpalenns najabHeNell HeqasHHOW YCTAHOBKY HECTaOUIHHBIX BEPCHil TTAKETOB
M3 pPerno3uTopus unstable, mocse yCTaHOBKM arta-synergy-apps-itsm peKOMeHyeTcst ero 3aKOMMEHTHPO-
BaTh B TOM ke aiime /etc/apt/sources.list

2.1 Odnsa paborocnocobHOCTN nn4Horo kabmnHera Heobxoammo

1. B daiine /etc/nginx/sites-enabled/synergy-base mpoBEPUTH HAJINUINE CJIEIYIOMINX JTAHHDBIX:

location /itsm {

allow all;
proxy_pass http://127.0.0.1:8080/itsm;
proxy_set_header Host $host;

proxy_set_header X-Real-IP $remote_addr;

}

location /itsm-arm {
allow all;
proxy_pass http://127.0.0.1:8080/itsm-arm;
proxy_set_header Host $host;
proxy_set_header X-Real-IP $remote_addr;

2. Ilposepursb Hammame odepeseit u ux ciayraresnei ais ITSM B nByx daitnax:

/opt/synergy/jboss/standalone/configuration/standalone-onesynergy.xml

<jms-queue name="ItsmFormChangeQueue" entries='"queue/ItsmFormChangeQueue java:jboss/queues/
—Integration/ItsmFormChangeQueue" durable="true"/>

<jms-queue name="ItsmBlockingQueue" entries="queue/ItsmBlockingQueue java:jboss/queues/Integration/
—ItsmBlockingQueue" durable="true"/>

<jms-queue name="ItsmCallback_1" entries="queue/ItsmCallback_1 java:jboss/queues/Integration/

< ItsmCallback_1" durable="true"/>

<jms-queue name="DocflowDocument" entries="queue/DocflowDocument java:jboss/queues/Synergy/
—DocflowDocument" durable="true"/>

a TakxKe HAJUYNE TMOAKJIIOUYEHNs K 6a3e /I MHTerpalui C IMOYTOH B 9TOM XKe daiire

8 FnaBa 2. WHcTpykuus no ycraHoBske




Read the Docs Template Documentation, Boinyck 0.1-alpha

<xa-datasource jndi-name="java:/Synergyltsm" pool-name="synergy_itsm_ds" enabled="true" use-ccm=
—"false">
<xa-datasource-property name="URL">
jdbc:mysql://127.0.0.1:3306/synergy?uselUnicode=true&amp;characterEncoding=utf8
</xa-datasource-property>
<driver>com.mysql</driver>
<xa-pool>
<min-pool-size>20</min-pool-size>
<max-pool-size>100</max-pool-size>
<is-same-rm-override>false</is-same-rm-override>
<interleaving>false</interleaving>
<pad-xid>false</pad-xid>
<wrap-xa-resource>false</wrap-xa-resource>
</xa-pool>
<security>
<user-name>root</user-name>
<password>root</password>
</security>
<validation>
<valid-connection-checker class-name="org. jboss.jca.adapters.jdbc.extensions.mysql.
—MySQLValidConnectionChecker"/>
<check-valid-connection-sql>select 1</check-valid-connection-sql>
<validate-on-match>false</validate-on-match>
<background-validation>true</background-validation>
<exception-sorter class-name='"org. jboss.jca.adapters. jdbc.extensions.mysql.
—MySQLExceptionSorter"/>
</validation>
<statement>
<share-prepared-statements>false</share-prepared-statements>
</statement>
</xa-datasource>

/opt/synergy/jboss/standalone/configuration/arta/api-observation-configuration.xml

<listener>
<queue>java: jboss/queues/Integration/ItsmBlockingQueue</queue>

<event>event.blocking.itsm.*</event>
</listener>

<listener>
<queue>java: jboss/queues/Integration/ItsmBlockingQueue</queue>

<event>event.blocking.incident.*</event>
</listener>

<listener>
<queue>java: jboss/queues/Integration/ItsmBlockingQueue</queue>

<event>event.blocking.problem. *</event>
</listener>

<listener>
<queue>java: jboss/queues/Synergy/DocflowDocument</queue>

<event>event.docflow.document.*</event>
</listener>

2.1. Ons paborocnocobHOCTM nuyHOro kabuHera Heobxogvmo 9
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3. Kpome toro, yaocrosepbrech, uro koudurypanuonusiii daitn /opt/synergy/jboss/standalone/
configuration/itsm.properties COIepKUT CIEAYIONME CTPOKU (TOJBKO ¢ Bammumu manabivm):

login=1
password=1
address=http://127.0.0.1:8080/Synergy

public_address=http://192.168.1.172:8080/Synergy

2.2 B cny4ae yctaHoBku B pexume Manual

1. VImmopTupoBaTh mpusioxkenue /opt/synergy/apps/itsm/itsm__application.7zip
2. ¥YcranoButh Constructor Bepcueit 2.2 u BbIIIIE.

3. mmopruposarh NIPUIIOYKEHHUE B KOHCTPYKTOP u 3a/ICILTIOUTD €ro
/opt/synergy /apps/itsm/itsm _arm.json

Ilpeaynpexaenue: [l paboTOCTOCOOHOCTH TPUIOXKEHWS B JaJIbHEHIeM, HeOOXOMUMO YOeIuThcs,
qaro elastic 3amymen. B mporuBHOM ciiydae MOXKeT OBITH TmpobieMa ¢ HEBO3MOXKHOCTBHIO CO3IaTh 3AIUCH
peecrpa. s npeporspaiienusi HeoOX0AMMO BBILIOJIHUTH KOMaHy: /etc/init.d/elasticsearch start

10 FnaBa 2. WHcTpykuus no ycraHoBske
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NHcTpykuust no obroeneHnto ¢ itsm-1.39 go itsm-1.40

O6uoBysTh naker ITSM xenarensuo ¢ Bepcun itsm-1.39(minsky) no Bepcuu itsm-1.40(minsky), rak kax
OOHOBJIEHHUE C JAaHHOM BEPCHUU MPOTECTHPOBAHO U HpoBepeHo. s oOHOBIeHNS HEOOXOINMO:

ITTarl O6uoBuTh Arta Synergy mo akTyambHON Bepcuu 4.1 (minsky), a TakiKe TPOBEPUTH, YCTAHOBIEHB
au Elasticsearch u Kibana.

IMTar2 IIposepurs Haguyue CUCTEMHOIO MOJIb30BATEJIS:

® KOJ II0JTb30BaTe s - itsm_service_user

e posmn AmmEucTpaTop , Paszpaborunk Synergy, KoHcTpykTop web-kimenTa

® JIOCTYIl B CUCTEMY - pPa3pelleH

® 3a/aTh JIOTMH /IAPOJIb
IIpumewanue: 1o ymosraanuio 3Tu MyHKTHI y2Ke PEaIn30BaHbI, TAK KAK y BaC Obla HACTPOEH naker itsm-1.39.
ITTar3 TlogkatoueHue perno3nuToOpruen

1. OTkpbiTh (haii HA PETAKTUPOBAHUE

nano /etc/apt/sources.list

2. obaButh OO PACKOMMEHTHPOBATH CTPOKY PEITO3UTOPHUS.

deb [allow-insecure=yes] http://deb.arta.kz/tengri product-stable main contrib non-
—free
deb [allow-insecure=yes] http://deb.arta.kz/tengri constructor-2.2 main contrib non-free

3. OOHOBUTDH CIIUCKH MAKETOB:

apt-get update

ITTar4 YcranoBka MpUIOKEHUS

1. ,HJIH YCTaHOBKU NPUJIOZKECHUA HeO6XO,ZLI/IMO BBITIOJTHUTH KOMAH/TY:

11
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apt-get install arta-synergy-apps-itsm

2. B xoze ycTaHOBKYM HEOOXOIMMO BBIMOJIHUTH CJIEIYIOIIEe:
e Bribparh THII yCTAHOBKH M3 MIPEII0KEHHOTO CIHUCKA

— Install/Upgrade Configuration - ycranoBka npusiozkenus u 3arpy3ka ero koudurypauuu (6e3 b1,
XPAHUIUINA, UHICKCOB)

— Manual - ycramoBka TOJBKO MPUJIOXKEHUsT 0€3 ABTOMATHYECKON 3arpy3Ku KOH(MDUTYDAIMH, JAlll-
OOpIOB U BCETO OCTATBLHOIO

e Vkazarb URL 1o Synergy, na koropom mnpoussoiurca pabora (Haupumep: http://192.168.1.
172:8080/Synergy)

e Bgectn mociemosaTenbHo 0THH W maposab CHCTEMHOTO TTOIh30BaTEs

ITTar5 B ciywae ycranoBku B peskume Manual:
1. Nmnopruposarsb npusoxenue /opt/synergy/apps/itsm/itsm_application.7zip
2. ¥YcranoButh Constructor Bepcueii 2.2 u BbIIIIE.

3. lMmmopTupoBaTth TIPUIIOYKEHHUE B KOHCTPYKTOP n 3a/IEILIOUTH €ero
/opt/synergy /apps/itsm/itsm _arm.json

Ilpenynpexgenue: st paboTOCTOCOOHOCTH TPUJIOKEHWS B JAJIbHEeM, HeoOX0auMo yOeauThes,
uro elastic 3anymen. B mporuBHOM citydae MOKeT OBITH MPOOJIEMA C HEBO3MOYKHOCTBIO CO3/IATh 3allCh
peecrpa. g npeporspaiierusi HeoOOXOAMMO BBIIOJIHUTH KOMaHy: /etc/init.d/elasticsearch start

3.1 Onsa paborocnocobHOCTU NMYHOro kabnHera Heobxoanmo

1. B ¢aiine /etc/nginx/sites-enabled/synergy-base nmpoBepuTh HAJIMYNE CIEAYIONIAX CTPOK:

location /itsm {

allow all;
proxy_pass http://127.0.0.1:8080/itsm;
proxy_set_header Host $host;

proxy_set_header X-Real-IP $remote_addr;

}

location /itsm-arm {

allow all;

proxy_pass http://127.0.0.1:8080/itsm-arm;
proxy_set_header Host $host;
proxy_set_header X-Real-IP $remote_addr;

2. TIposeputh HamWume ovepeneit u ux cayrmarenei ans ITSM B nByx daitnax:

/opt/synergy/jboss/standalone/configuration/standalone-onesynergy.xml

12 Fnaea 3. WHcrpykuus no obHosnenuto c itsm-1.39 go itsm-1.40
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<jms-queue name="ItsmFormChangeQueue" entries='"queue/ItsmFormChangeQueue java:jboss/queues/
—Integration/ItsmFormChangeQueue" durable="true"/>

<jms-queue name="ItsmBlockingQueue" entries="queue/ItsmBlockingQueue java:jboss/queues/Integration/
—ItsmBlockingQueue" durable="true"/>

<jms-queue name="ItsmCallback_1" entries="queue/ItsmCallback_1 java:jboss/queues/Integration/
—ItsmCallback_1" durable="true'"/>

<jms-queue name="DocflowDocument" entries="queue/DocflowDocument java:jboss/queues/Synergy/
—DocflowDocument" durable="true"/>

a TakxKe HAJUYNE MOIKJIIOUEHNs K 6a3e /I WHTerpaInu C MOYTOH B 9TOM XKe daiire

<xa-datasource jndi-name="java:/SynergyIltsm" pool-name="synergy_itsm_ds" enabled="true" use-ccm=
—"false">
<xa-datasource-property name="URL">
jdbc:mysql://127.0.0.1:3306/synergy?useUnicode=true&amp;characterEncoding=utf8
</xa-datasource-property>
<driver>com.mysql</driver>
<xa-pool>
<min-pool-size>20</min-pool-size>
<max-pool-size>100</max-pool-size>
<is-same-rm-override>false</is-same-rm-override>
<interleaving>false</interleaving>
<pad-xid>false</pad-xid>
<wrap-xa-resource>false</wrap-xa-resource>
</xa-pool>
<security>
<user-name>root</user-name>
<password>root</password>
</security>
<validation>
<valid-connection-checker class-name="org. jboss.jca.adapters. jdbc.extensions.mysql.
—MySQLValidConnectionChecker"/>
<check-valid-connection-sql>select 1</check-valid-connection-sql>
<validate-on-match>false</validate-on-match>
<background-validation>true</background-validation>
<exception-sorter class-name="org.jboss.jca.adapters.jdbc.extensions.mysql.
—MySQLExceptionSorter"/>
</validation>
<statement>
<share-prepared-statements>false</share-prepared-statements>
</statement>
</xa-datasource>

/opt/synergy/jboss/standalone/configuration/arta/api-observation-configuration.xml

<listener>
<queue>java: jboss/queues/Integration/ItsmBlockingQueue</queue>
<event>event.blocking.itsm.*</event>

</listener>

<listener>
<queue>java: jboss/queues/Integration/ItsmBlockingQueue</queue>
<event>event.blocking.incident.*</event>

</listener>

<listener>
<queue>java: jboss/queues/Integration/ItsmBlockingQueue</queue>
<event>event.blocking.problem. *</event>

</listener>

(continues on next page)
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(npomoszKeHUe ¢ mpeaBLAyIell CTPAHMUIIE )

<listener>
<queue>java: jboss/queues/Synergy/DocflowDocument</queue>
<event>event.docflow.document.*</event>

</listener>

3. Kpome toro, yaocrosepbrech, uro koudurypanuonnsiii daitn /opt/synergy/jboss/standalone/
configuration/itsm.properties COIepKUT CIEAYIONME CTPOKU (TOJBKO ¢ Bammmu manabivm):

login=1
password=1
address=http://127.0.0.1:8080/Synergy

public_address=http://192.168.1.172:8080/Synergy

4. TIpoBepuTh OCYIIECTBIIEH JIX JETJION MPUJIOKeHud itsm.war. Ecim Her, To 3a7€mI0UTh ero.

5. IlpoiiTu mo Bcem myHKTaM paszena llepButnble HacTPOITKN W TPOBEPUTH, YTO BCE HACTPONKHU BBITIOJN-
uenbl. Ecim kakne-1mnbo He BBINOJIHEHBI, CEIATh JAHHbIE HACTPONKH.

14 Fnaea 3. WHcrpykuus no obHosnenuto c itsm-1.39 go itsm-1.40
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[haBa 4

[lepBUYHbIE HAaCTPOKN

4.1 Onsa obweih pabotocnocobHocTun

B moacucreme aJMUHUCTPUPOBAHUS:
e obmoBuTh BJI

e 3aBecTu moJib3oBareJieil u opr.ctpykrypy (JInb6o Hacrpouts cuaxpoHusaruio ¢ AD), B Koropoii 6yx

— Cucremubiii nosib3oBaresb (co3maercs no ycranosku Synergy ITSM, mosizken GbiTh Ha-
3HAYEH HA JIOJI2KHOCTD )

Nunnuaropsr obpareHunit

Omneparopsr [lepBoit aunnn

— HUcunonuurenu Bropoit iuauu (KosmdecrBo ypoBHEil UCIIOJHEHMs] MOXKHO YBEJIUUUTD ).
e JlobaBuUTH mMoJIb30BaTeEJEl B IPYNIIbI:

— IlepBas nuHMS - BCEX OMEPATOPOB TEPBOI JIUHUN

— Bropaga jquHuS - BceX MCMOTHUTENEN BTOPON JIMHUHT

— itsm_group reassign access - ITosib30Baresin, KOTOpbIM IIpeiocTaBIsiercs Joctyil K Ile-
peHasHa4yeHuIo OOpaleHnil, HAXOASAIIUXCsl HA UCIIOJIHEHUY,

— itsm__group admin - AZMUHHCTPATOPHI W CUCTEMHBIH TOJIH30BATETb.

— itsm__group button rfc - monp3oBarenu, Js KOTOPBIX JOCTYMHA KHOIMKA «3ampoc Ha
“3MEHEHue» I CO3AHMs 3aPOCOB U3 OOPAIIEHU.

— itsm_group priority change - nosbp3oBaresin € JOCTYIIOM HA CMEHY IIpuopurera obpa-
MEeHAS

Ipumenarnue. Obs3aTEILHO HEOOXOAMMO JO0DABUTH CUCTEMHOI'O TIOJIB30BaTEs B rpyy itsm group admin.

B Kouduryparope:

15
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1. B cupasounuk Popm 3aBepiieHns 100aBUTH HOBbIE (POPMBI 3aBEPIIECHU /I OOPAIEHUs, IPOOIEMBI,
3ampoca Ha W3MEHEeHNe W M3MeHeHUsT, 6a3bl 3HAHUN CIIeAYIONIM 00pa3oM:

@3 manugenta: Ko itsm completion form new

CneumnanbHble cNpaBoYHUKW

4 QOopMbl 338BEPLUEHWA

Tun ®opma v
®aiin

Kog itsm_completion_form_new
KommeHTapuii

HaseaHwe ®opMa 3aBEPLUEHWA WHUWAEHTa &

©opMa 3aBepLlUeHnA MHUWAEHTA

TpeGoBaTb NOATBEPXAEHUR Pe3yNbTaTa

Popma Popma 33BEPLUEHNA MHUWAEHTA %

Puc. 1: Puc.

®3 npobremer: Koz itsm__problem completion form new

CneumankbHble CripaBoO4HWKN

4 ®OpMbl 3aEEPLUEHMA

TIn ®opma v
sdfasdf

Koa itsm_problem_completion_form_new
bes noATBepXAeHIA

HazeaHue Popma 3asepLueHus npobaems &

KommeHTapuia
TpeBoBaTb NOATBEPXAEHUA Pe3yAbTaTa
®3: cTaTyc MHUMAEHTa "B npouecce

Popma PopMa 3aBepLUeHUA Npobnemel v
©3: CTATYC MHUMAEHTa "Ha o4epeay
@aiin

@opMa 3aBepLIEHNA MHUWAEHTA

©opma 3aBeplleHns npobnemsl

Puc. 2: Puc.
@3 szanpoca na usmenenue: ko itsm_rfc  completion form new
@3 m3menenus: Kof itsm change completion new
@3 Gaser sHanmii: Ko itsm knowledgebase completion new
A rakxke nobaBuTh (popMy 3aBepiueHus 6€3 MOATBEPKICHMS:
2. Ha dpopmax:

e B dpopme “Obparrenne”’ BCTaBUTh 3HAUEHNS ONEPATOPa, UCIOJHUTEISA, CHCTEMHOTO TOJIH30Ba-
TeJIs IO yMOJTYAHIIO

16 fnaBa 4. [lepBu4Hble HacTpolikn
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Bee HacTpoikA Hactpoiixn nnargopmel

CneuunanbHble cnpaBoYHUKH

4 ©OpMbI 3aBepLIEHUs

Tun Popma v
bBes noATeepKAeHUA

Koa itsm_rfc_completion_form_new
KommeHTaphii

HasgaHue PopMa 3aBeplUeHIs 3aNpoca Ha nameHenne | &

@3: CTaTyC MHUMAEHTa "B NpoLecce
TpeGoBaTe NOATBEPXACHUA pe3yNkTaTa
@©3: CTaTyC MHUMAEHTa "Ha o4epeay
®opma ©0opMa 3aBepLUEHMA 3aNPOCa Ha M3MEHEHVE W
@aiin
®opMma 3aBeplleHVA 3anpoca Ha
DopMa 3aBEpILEHNA U3MEHEHNRA

PopMa 33BepLUIeHIA MHUMAEHTA

PopMa 3aBepLIEHa NPoBAeMs!

Puc. 3: Puc.

Bce HacTpoiiKM Hactpoiixu nnatgopmit

CneuuansHsie CcnpaBoYHUKH

4 ©OpMbI 3aBepLIeHAR

Tun Popma v
Be3 noATeepaeHuA

Koa itsm_change_completion_new
KommeHTapuit

HazgaHue @opMa 3aBepLIEHWA U3MEHEHNA @

@3: cTaTyc MHUMAEHTa "B npouecce
TpeGoBaTe NOATBEPXAEHNA pesynLTaTa
@3: cTaTyc MHUMAEHTa "Ha ouepeay
©opMa ®opmMa 3aBeplUIeHNA N3MEHEHUA ~
®aiin
©OopMa 3aBEpILEHIA 3aNpoca Ha U3
©opMa 3aBepIeHUs M3MEHEHNA

@opma 3aBepLIeHNs NHUWIEHTA

Dopma 3aBepleHns Npobnems!

Puc. 4: Puc.

4.1. Ons obweit paborocnocobHocTn 17



Read the Docs Template Documentation, Beinyck 0.1-alpha

Hacrpo#xn nnavgopust

CneunanbHbie CNPaBoYHHEN
4 DOpPMBI 33BEPLIEHNA
Tun ®opua v
epXALHUA
Koa itsm_knowledgebase_completion_form
KOMMEHTapWUA
®opua 3aBepilieHias Bazbi IHaHMRA
®3: cTaTyC MHUMARHTa "B npoyecce
G0BaTL NOATEEPKAEHNA PEIynbTaTa
P3: cTaTyC MHUMAEHTa "Ha odepegy
®3 pnn Gazel 3HaHWA ~
Dopma 3aseplieHnn Gasel IHaHV
pPMa 3aBepLIEHIA JANPOCa Ha W
DOPMA 3ABEPLIEHIA UIMEHEHUA
3aBEPLUEHWA MHL
opma 3asepLseHwA Npobnemsl
CoXpaHuTL
< >

Puc. 5: Puc.

Bce HacTpoitkM Hactpoiixn nnargopmit

CneuvaneHble CnNpaBo4HUKH

4 ©OpMbI 3aBepLIeHAR

Tun bes pesyneiata v
Ee3 noaTeepXAeHUA

Koa no_result
KoMMeHTaphi

HasBaHue Bes nogTeepxaetna &

@3: CTaTyC MHUMAEHTa "B NpoLecce
TpeGosaTe NOATBEPXACHMA pe3yNkTaTa
@3: cTaTyc MHUMAEHTa "Ha ouepeay
@aiin
@opmMa 3aBepiueHna basul 3HaHWi
©OopMa 3aBEpILEHIA 3aNpoca Ha U3
©0opMa 3aBEPILCHNA U3MEHEHWA

PopMa 3aBEPLIEHNA MHUMAEHTA

©opMa 3aBepleHns Npobnems!

18 fnaBa 4. [lepBu4Hble HacTpolikn
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8.

e B popwme “IIpobiiema” BcTaBUTh 3HAYEHUST OTBETCTBEHHOI'O MEHEI2KEPA, UCIIOTHATE IS, CACTEM-
HOTO TIOJIE30BATES TI0 YMOTIAHHIO

e B dopme “U3menHenne’ BCTABUTH 3HAYEHWE OTBETCTBEHHOTO 33 KOODAWHAIMIO HU3MEHE-
uuii B UT /anmunucrparopa cucrembr, Biaazensbia BII, orBercrsenHoro 3a pesnus, Gusnec-
AHAJIMTHKA, PAa3pabOTINKA, TECTUPOBIIUKA, CUCTEMHOIO MOJIB30BATEIs 10 yMOTIAHUIO

e B dhopme «3anpoc Ha n3menenne RFC» BcTaBuTh 3HAUEHNE OTBETCTBEHHOTO 33, KOOPIUHAIIUIO
u3menennii B U'T /agvunancrparopa cucrembr, CAB, cncTeMHOTO MOIh30BATEIIS MO yMOTIAHNIO

ITpoBepuTh/yTOUHUTH [IpaBa HA PEECTPHI, & TAK¥Ke Ha (DUIBTPLI PEECTPOB I IPABUIBHOIO OTOOPa-
xenust Ha APM. O6ga3aresibHO U1 110JIb30BaTe €, KOTOPBIE MOJAIOT HA HOpTaje O0palleHus, JaTh
npasa Ha peecrp Obpatenusi.

COpOoCUTD 3HAYEHNST CIETINKOB, JTUO0 MPU HEOOXOAUMOCTH CO3/IATh CBOM IIA0IOHBI HOMEPOB I WICH-
TH(OUKATOPOB U MPUMEHUTH X B COOTBETCTBYIONHUX (hOpMAX

ITponucars JIOruH/1apOJIb CUCTEMHOIO [OJIb30BATEs JIJld BCEX CKPUNITOB BJIOKMDYOMIMX 1IPOLIECCOB.

st peecrpa «3asiBKa Ha mpaBa JOCTyHay B MapuipyTe aktuBanuu s paborsr «IIpomy naznaauth
mpaBa JOCTYMay yKa3aTh TpeOyeMOro OTBETCTBEHHOTO.

s peectpa «baza 3manunity B MapmipyTe aKTUBAIMM 1 corsiacoBanus «lIpomry cormacoBars» yka-
3aTh TPEOYEMOro OTBETCTBEHHOTO.

st BHemnero momysisi «CBsizu KOHPUIYPAIMHHBIX €JIMHUIY YKA3aTh IPYIIIbL JOCTYIA.

B mosnb3oBaresnnckoil yacTu:

1.

Cozzars u 3amoHUTDL OFHY 3amuch B peectpe “HacrTpoiiku mopraja’ u mocje 3Toro jid BCEX T'PYII
3aKPBITh JOCTYIl HA CO3/AaHKUe U yJajleHue B 9ToM peecrpe (HeoOXOmuMO Jjisi KOPPEKTHON paboThl mop-
Tasa):

HacTpoiikk noprana - X

2.

74

fozomun nopmana Arta loge 350.png X
i PEHLIL ¥ { P legin bg (1ljpg X

Teneghon noddepmril

E-mail noddepku help@mail.ru

Omefpasams npasa docmyna Ha
= Het

OmoBpaKams UIMEHEHLA Ja
= Het

YeedomeHusa

Cosdanue obpaleHus Baw 3anpoc 3aperwcTpuposan nog Me ${itsm_form_incident_id}. Mpw 8o3HMKHOBEHIK
BoNpoCcoB MomeTe obpatuTecs B Help Desk.

Cosdanus FaA8HU Ha USMEHEHUE Baw 3anpoc 3aperucTpuposat nog Mg ${itsm_form_rfc_number}. Np BOZHUKHOBEHMA
BONpPOCOB MomeTe obpatuTecs B Help Desk.

Cosdanue 3aAskU Ha npasa docmyna Baw 3anpoc 3aperucTpuposat nog Me ${itsm_form_access_order_number}. Mpu
BOIHHKHOBEHWK BONPOCOB moxeTe obpatuTtbch B Help Desk.

Om Ybe20 UMEHU FENYCHAMS MAPLLPYM ABTOPM3IDBAHHOTD NOMb30BATENA

®) CHCTEMHOrC NoMb30BATENA

Co3aTh 1 3aM0JHATH XOTd ObI O/IHY 3anuch peectpa «CepBUCHI» JJIsT BO3MOXKHOCTH 3aIlycKa obparie-
HUA 110 MApPUIPYTY.

4.1. Ons obweit paborocnocobHocTn 19
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3. Ilnst ormpaBKy yBEIOMJIEHHH M3 CHCTEMbI HACTPOUTH B cucTeMe ajmunucrpupoBanus «Hacrpoiikm
yBeJIOMJIEHUT», 3TO ONMMCAHO B caemyiormeil rnase «HHacTpoitka naTerpammm ¢ mouroiis. HyKu0 co3aaTh
omHy 3anuch peectpa «HacTpoiiku yBemomeHniis.

4. JIng HaCTPONKYN YHUBEPCATBHBIX YBEIOMIICHU CO3/IaTh U 3AI0JHUTH OJHY 3aIllCh B PEecTpe « Y HUBep-
CaJlbHbIE YBEJIOMJICHUSI»: YKa3aTh KOJ peecrpa, Koi 1noJjs (noseil) nojb3oBareseii/rpyi, na email’sl
KOTOPBIX HYKHO OTIPABUTH YBEIOMJICHHUS, 8 TAKYKE TEMY M TEKCT yBeIOMJEHWs. B COOTBETCTBYIOIIEE
MEeCTO MapIpPyTa HEOOXOAMMO TOCTABUTH OJI0K-Tipotiecce event.blocking.interpreter.notifications.

YHHESDCANGHEIR YBEOMIIEHR

m 3aronosok

OTApaBuTHL 2021-06-30 3
| Koa peectpa | Kowy Tema yeeqoMnenss [Terct yoegowennn
Kaprouxa itsm_registry_rfc itsm_form_ric_c,tsm_for | 3HA ${tsm_form_rfc_number} nepesenen | 3H¥ S{itsm_form_ric_number} nepessaex & cTaTyc
${itsm_torm_fc_status}
<ore
TpHwinTe HysHsle Meps!

+  Npunoxensn {1

itsm_registry_changes | itsm_form_cr_ownbpitsr | Mawesenwe $[tem_form_change_id} nepe | MI3MeHerse S{lsm_form_change_idj nepesedens s cramyc
S{itsm_form_change_status!

@ Yuweepcanenwe ypengmnenia,asfdoc <gr<pr>

itsm_registry_incidents | itsm_form_incident_resp | Hasauero oSpaweswe S{tsm_form_incige | MPwwnTe & padory Hitsm_form_incident_id}

+ AoGasuTe ok

Moanueats NpeasAywwi n Cneay sumi CeoicTea KnaccuiprraTap Bepcau Konuu

D

=
VHnBepcansHeie yeag. . @ =

5. s padorst APM Heobxoaumo co3marh oany 3amuch peecrpa « Hacrpoiiku APM» u juis yBeomiienus
o 3anonHeHnn gedontabivMu 3uadeHnsMu ykazarb OK. Tloce sToro Tabmmma «Hacrpoiiku peecTpoBs
3AMOJTHUTCS 3HAYECHUSIMU.

4.2 Mpwn obHoBNneHUN npunoxxeHns APM

Ecin 10 obHOByieHEst y Bac yzke ObLn ycraHosjieH Koucrpykrop ¢ mnpuioxkenmeM APM, kom koToporo
itsm-arm, TO u3-3a OcobeHHOCTEl 3arpy3ku KoHdurypamun B KOHCTpyKTOpe MPHUIOXKEHUH IOCIE OOHOB-
Jierust Oymer 2 TpUJIOKeHWs: CTapoe W HOBOe. [Ipw 5TOM MO yMOJIYAHUI0 AKTHUBHBIM OyIeT MMEHHO CTapoe
npustoxkenune. [1oaTomy Bce ciemyomue AeiiCTBUsT CBOAATCA K TPEM IIaram:

1. B crapom npuioxkenun ocBoboauts medonrabie kogq u URL.
2. B noBom npusiokenuun nactpouthb Jedonrubie kox u URL.
3. IlepemernionTsh MPUIOXKEHNE CO CTOPOHBI CEPBEPA.

Bo-Bropbix, HacTpouTh OOHOBJIEHHOE TIpUJIOXKeHue B KoHCcTpyKTOpE:

e Orkpbirh Koncrpykrop npusioxenuit 110 agpecy http://anpec_cepsepa:mopt/constructor (Hamnpu-
mep: http://192.168.4.80:8080/constructor) u aBropusoBarbes 101 CHCTEMHBIM [I0Ib30BATEIEM.

20 fnaBa 4. [lepBu4Hble HacTpolikn


http://192.168.4.80:8080/constructor

Read the Docs Template Documentation, Boinyck 0.1-alpha

2 Hacrpoiitn APM - X

i o < = 4

Kaproura

OCHOBHBIE HACTPORKH

NoroTin | Buidpats aiin |
KapTuHKka cTpaHius | BuiGpars gaiin |
asTOpMzALIAM

=+ Mpunoxenus (1)

HacTpoiikun peecTpos

0 HacTpoitkn APM.asfdoex Homep HaszsaHue peectpa PoauTens Kon peectpa HazeaHue hopmbl WkoHka Base64
peectpa

1 OCpawenur Oaa itsm_registry_incidents OOpawexune

2 Mpodneme! Oaa itsm_registry_problems MpoSnema

Mognncats Mpeasinywmi n Cnegyowmii CeoiicTsa Knaccudukarop Bepcvin Konuu

Ay Hacrpoiikn APM @ =

e OTKpbITH cTapoe mpuiaokenne ¢ Kogom u URL itsm-arm u BBINOJHUTE CIIEIyIOIINE IeHCTBUS B HEM:
— Bbibpars Menio «Kimenrs -> «CBoiicTtBa;

— WU3MEHWTH HA3BaHWE HA JIIO0OE 3HAUEHUE, OTJIUYHOE OT MCXOMHOTO (/jig mpumepa momoiizer APM
corpymuuka ITSM 01d);

— u3menutb Kog u URL na n11060€e 3HaueHme, OTJMYHOE OT MCXOAHOIO itsm-arm (Jjisi npuMepa mno-
Joizer itsm-arml);

— COXPaHUTH U3MEHECHUA.

e OTKpBITH HOBOE MpuUyIOKeHNE ¢ Ha3BaHueM APM corpyzuuka ITSM_IMPORTED u BBINOJHUTD CJIETYIOIINE
TeCTBUS B HEM:

— Boibparb Menio «Kimenrs -> «CBoiicTBay;

— W3MEHNTh Ha3BaHWE Ha Ji0Ooe B3HAYEeHWEe, OTIAWYHOe OT wucxonHoro APM coTpyIHuka
ITSM_IMPORTED (a5 mpuMmepa moJoiiieT Ha3BaHue 110 yModanuio APM corpyzuuxa ITSM);

— m3menuth Kox u URL cTporo na 3nadenue itsm-arm;
— COXPAHUTH U3MEHEHUS;
— BBIOpaTh MeHio «Kinents -> «Jlemmoiis.

B-Tperbux, nepesenyionTs MpUIOXKEHUE CO CTOPOHBI CepBepa:

o Ilepeiitu B manky deployments:

’ # cd /opt/synergy/jboss/standalone/deployments ‘

e Brmosaurn KOMaHY:

’# touch itsm-arm.war.dodeploy ‘

4.2. TMpn obHosBneHnun npunoxenuss APM 21



Read the Docs Template Documentation, Beinyck 0.1-alpha

4.3 Onsa pabotocnocobHocTn aawbopaos:

B unrepdeiice Synergy:
. . 114 b} 114 b))
® CO37aTh XOTs1 OBI TIO OJHOI TEeCTOBOI 3amucu B peectpax “Obpamenus’” u “IIpobiembr
B noacucreme aJiMUHUCTPUPOBAHUS:
® [IPOWH/IEKCHPOBATDH JaHHbIE (hOpM
B kxouduryparope:

® 3aMEHWTH BO BHEITHWX MOIYJIAX aJpec MPUJIOKEHUs aKTyaJIbHOH CChUIKON Ha mambGopasr Kibana,
(MOJTHOCTBIO 3AMEHUTH CCBHLIKY ):

— i “AHajUTHKA 10 uHIEAeHTaM” - Jambops, « AHAIUTHKA 10 OOPALIEHUSIM »
— i “Anasmruka 110 npobaemam” - gambopsy, «IIpobsembr»
B Kibana:

® aBTOMATHWYECKH OyayT cCcO3maHbl IMMAOJIOHBI WHIAEKCOB: r-itsm_registry_incidents w
r-itsm_registry_problems, a Tak»Ke CO3JAaHBI JAMIOOPIbI IO UHIIUIEHTAM U IPOOIEMaM

® [IPOBEPHUTH, 9TO BCE 3arpy3mJIOCh, B JAIIOOPAAX OTCYTCTBYIOT BH3yaM3alldH, IOMEYEHHBIE «!»
(mpu 3TOM BO3MOXKHO HaJW4ue BU3yaausaimii co 3uauenusmu “0”, “?” “No results found”, u sro
BCE He SABJISAETCS OIMIMOKOIN)

B kamenTckoii yacTu:
® IIPOBEPUTH PAOOTOCIIOCOOHOCTH 0O0OUX IAIMOOPI0OB

e st oToOpazkenus nambopaos Ha APM meoGxomuMo co3zarh 3amucu B peectpe Jlambopapl, yka-
3aB:

— Haspanme marmbdopaa

— URL pam6opaa

— Ectb m BBIOOD mEpmoma?
— IlokaswBaTh 1 HAMOOp?!

— I'pyuny mocryna k mannomy jgambopay (B Buie TPYIIIbI, HE II0JIb30BATEs )

4.4 na peannsauyun gawboppga «Obnako teros»

Hanubiii nambops orobpazkaer camble 4acro Berpedamopecs ciosa B noie «Temas /» Ouucanues obpaiue-
HHUsI, 9aCTOTA COOTBETCTBYET pa3Mepy TeKcTa. dem dalle BCTPEYaeTcst TO WK MHOE CJIOBO, TeM OOJIbITEe ero
mpudT. Takum 00pa30oM, MOXKHO OMPEIENIUTD C 9€M YaIlle BCErO BO3HUKAIOT MPOOIEMBI.

st Toro 9roGbl UCKJIIOYUTH CJIOBA, KOTOPBIE MOBTOPSAIOTCS, HO HE HECYT BAYKHOCTH [ TOJTH30BATEJIS,
co3man «Peecrp uckmaodennit». [Ipumepst ciaos: 1o6poe, yTpo, He, paboTaeT u T.1I.

Tax KaK OJHO CJIOBO MOYKET ObITH MCIOJB30BAHO C PA3HBIMU OKOHUIAHUSIMU, JIJIsT TPYTIITHPOBAHUS co31aH «Pe-
€CTp CHHOHMMOB». Hampumep, B 0OpalieHnun MOTYT WCIOJIb30BATHCSA CJIOBA: MPWHTEP, MTPUHTEPY, MPUHTEPA.
YT00BI BCE 9TU CJIOBAa BOCIPWHWMAJIACH HA, BU3yaJU3AIUN KaK <«IIPUHTEDP», HEOOXOAMMO 3AIlTOJHUTHL €r0 B
Peectpe cunonnmos.

1. 3anosHuTh 110 Bo3MokHOCTH Peectp cunonumos u Peectp uckirodenuii.
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Hagwrarop c = ; B
* Gains Cnoso-MCKNIoYeHHe
v pobpoi
o FaacTpu ¥ noGpoe
& @l ITsM o e
BHBUHME NOCTABLMKH ¥ houn
KosTarmsl v e
Oprasuaaumm « pabotaer
= v seug
PeecTp noxmoueHii %
' nomows
PeecTp cvHokuMos & | ook
KOOPQMHATH! ANA 0TPUCoBk KE ¥ Tect
v chosa
v menn
¥ apascreyiTe
v neds
v nobpsii

» [okymenTui (29)

&) (0]

1)

Puc. 6: Puc. Peectp uckmogenmit

i 1= < [~ B 4
QcnosHOe CNOBO, KOTOPOS OTOSPARAETCE Ha 0ONAXE Teros  nanpHMep. NPHHTED) npsrrep
OTﬂpﬂﬂHTb CHHOMNMBI OCHOBHOTO CROEA (HANDMMED, NDWHTEDY, NPHHTEP, NDMKTEPOE W T.A.), KAXKA0E CROBA BEOANTL B JTASNHHYIO CTROKY ~
patneuaTeEaTENs
Kaprouxa npinTEpE:
npunTepy
npRNTEpOE
n ® ) =
& Npunoxeswa (1 owTep
. 112
@ Cunosmm asfdocx - >
MoanscaTs Npeabiayumi m Chegyious CeoicTaa Knacoudmrarop Bepomm Konuu
o Peectp CHHOHHMOS ® =

Puc. 7: Puc. Peecrp cunonnmos
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IIpnmeuaHue: u3meHeHus B CHHOHMMAX U MCKJIIOUYEHUAX II0CJI€ [IEPBUYHON WMHEKcAluu He OyayT npume-
HAThCA. J[J1st 3TOr0 TpedyeTcss NCIOIb30BAHNE OTIETHHOIO CKPUNTA. B CBA3M € 9TUM HEOOXOIUMO HA, TEPBOM
9Tare 3aM0JIHUTh PEECTPhI CHHOHMMOB W UCKJIIOYEHUN BCEMU HEOOXOIMMBIME CJIOBAMU.

2. Cozgarb xors ObI ofHy 3anuchk peecrpa O6parineHuil, 3a0IHATH TEMY, OIMUCAHNE, 3AyCTUTh 10 MAaPIII-
PYTY aKTUBAIUU.

3. Co3math wHIeKC itsm_incident_tagcloud B Kibana->Management->Index Patterns->Add new

Management / Kibana

Index Patterns Saved Objects Advanced Settings

e r-itsm_registry incidents

Visulize fesm_incident_tagdoud

Configure an index pattern

In order to use Kibana you must configure at least one index pattern, index patterns are used to identify the Elasticsearch index to run search and analytics against. They
are also used to configure fields.

r-itsm_registry_problems
Dashboard

Timelion

Dev Tools

Index contains time-based events
Management

Index name or pattern

Patterns allow you to define dynamic index names using * as rd. Example: logstash-*

itsm_incident_tageloud

° Callapse

Puc. 8: Puc. Co3ganue unmgekca
4. Barpysurs mambopa «Ob6axko Teros u 2 Budyasmusaimu «O0gako TeroB mo Temes, «O0JaK0 TEroB mo
OIIUCAHUIO». ApXI/IB MOZKHO CKa4YaTb 3J/1eCh.

s 3arpy3ku ero Heobxoaumo nepeittu B Kibana->Management->Saved Objects u 3arpy3urh HaxkaB Ha
Import. Barpyzkarb HEOOXpAUMO json (aityibl, a HE apXUB.

5. Ilocyie mMmopTa MOYKHO TEpedTH Ha JAMOOPI U O3HAKOMUTHCS C PE3YJIHTATAMHU.

6. Ilpu meobOxommmocTu co3aars BHemHUN Momynb B SynergyIDE n mo6aBuTh CChIIKy HA 9TOT AAMOOPI,
JaTh [IpaBa IPyIIIaM I0Jb30BaTeIei.

4.5 [Ons HacTpovikn yBeAOMJIEHNS O TOM, 4TO y MoJsib30BaTens oT-
KPbIT AOKYMEHT

Peanu3oBano yBegomiienne ajis 3anuceit peecrpa OOpairenns B cTaryce «3aperucTpupoBaHO», KOTOPOE 0TOD-
parkaercs KOrzma OIWH IMOJIb30BATEh OTKPLIBAET OOpaIleHne, KOTOPOe OTKPBITO y APYTOro MOJIb30BATEIS.
Takum 006pa3oM MOXKHO HCKJIIOYUTH OJHOBPEMEHHYIO PabOTy HA OAHUM JOKYMEHTOM IIPH PACIpPeIeSeHun
obparteHnii.

Takzke OBIBAIOT CHUTYyaIM¥, KOTJA MOJH30BATEIh 3aKPHIBAET CPA3y K€ CTPAHUILy Opay3epa M Te€M CaMbIM
JIOKyMEHT He 3aKpbiBaeTcs. B 0a3e JaHHBIX JOKYMEHT OCTAETCH OTKPBITHIM TOJ JAHHBIM MOJIH30BATEIIEM.
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PeanuzoBano neckosibko API Mer010B 1151 paboThbl ¢ OTKPBITHIMU JIOKY MEHTAMU:

1. GET /itsm/rest/document/isopen?documentID={documentID} - Bo3Bpaimaer HHGOPMAIMIO TI0 JTOKY-
MEHTY €CJI OH OTKDBIT, TIPUMEDP OTBETA:

{ «errorCode»: 0, «errorMessage»: «OK», «data»: {

«userID»: «1», «documentIDs: «bbale996-c745-4d4f-b933-47aeef158ab2s, «dataUUIDs:
«63857», «dates: «15772443272265»

2. GET /itsm/rest/document/list - MoIydaeT BECh CMIUCOK OTKPBITHIX JOKYMEHTORB, TIPUMED OTBETa:
{ «errorCodes: 0, «errorMessages: «OK», «datas: |
{ «userID»: «f7abd6d9-7b92-4dad-a183-d53feace2296», «documentID»: «1b5{6d64-0d61-
4f4c-b6ad-8fc80eb6bel77», «dataUUID»: «63828», «date»: «1577244489896»
1A

«userID»: «1», «documentID»: «bbale996-c745-4d4{-b933-47aeef158ab2>,
«dataUUID»: «63857», «date»: «1577244327226»

3. POST /itsm/rest/document/remove/{documentID} - ynanser n3 CIECKa OIUH JOKYMEHT, B OTBET IPHU-
xoaut 1 ecnu Opin ynanen win 0 ecau B 6a3e He HaJEH JAHHBIA JIOKYMEHT, IDEMED OTBETA:

{ «errorCodes: 0, «errorMessage»: «OK», «data»: 1

}

4. POST /itsm/rest/document/removeAll - ynanser u3 cuucka Bce TOKYMEHTBI, B OTBET IPUXOJUT KOJIU-
YeCTBO yJATEHHBIX 3aIHCeli, IpUMED OTBeTa:

{ «errorCodes: 0, «errorMessage»: «OK», «datas: 4

}

B caydae ecim mpu BbimosiHEHWH JIIOOOTO M3 BBIMIENEPEYNCIEHHBIX METO0B BO3HMKAET OIMUOKAa, B OTBET
BO3BpAIIAETCS JSON:

{ «errorCodes: 13, «errorMessages»: «cooOIeHNe, XapaKTepH3yIoliee ONmMoKY »

}

Takzke mist ynobersa peanuszoBan ckpunt closeOpenDocument.sh, KOTOPbIH poBepser U yaaser u3 H6a3bl
OTKPBITHIE JIOKYMEHTbI. JIAHHBIH CKPUIIT MOXKHO [IOCTABUTH B KPOH JIJIsi ABTOMATHYECKOIO YIAJIEHUs 3aBUC-
mux JOKyMEHTOB (044 cayuwaes kozda cobvmue saxpumus dokymenma us Ul Synergy ne moorcem Goimo
66136a10). CKPHIIT CONEPKUT HACTPOIKH, KOTOPBIE TI0 HEOOXOAUMOCTH U3MEHUTD 10, ToTpebHocTu: Ckpunt
HAXOJWUTCA B manke /opt/synergy/apps/itsm/scripts.

# KOJI-BO 4acoB, HPOIIEIIINX C JAaThl OTKPBITHSA JOKYMEHTA, 110 UCTeYEHUIO KOTOPBIX HYKHO YIAJIUTh JOKY-
MeHT u3 0a3bl

HOURS=5
# mySQL macrpoiiku

mysqlUser=»root»

4.5. [Ons HacTpoiiku yBefOMJ/IEHUSI O TOM, YTO Yy M0JIb30BaTeNsl OTKPbIT JOKYMEHT 25
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mysqlPass=»root»
mysqlDB=»synergy»
mysqlHost=>slocalhost»
st TOro 9To0BbI MOCTAaBUTD B KPOH HEOOXOIUMO:
1. Togkmounthes o ssh U B TepMuHaIe BBECTH KOMAHLY
§ crontab -e
2. JlobaBuTH TEKCT
022 * * * /opt/synergy/apps/itsm/scripts/closeOpenDocument.sh

B mammOM cirydae ckpunt Oymer 3amyckaTbes Kaxkapii gerb B 22.00. IIpn HeoOX0IuMOCTH MOXKHO TIOMEHSIThH
CPOKH HCIIOJITHEHUS.

3. Cumenarh CKPHUIT UCHOTHSIEMbBIM:

$ chmod a+x /opt/synergy/apps/itsm/scripts/closeOpenDocument.sh

4.6 [1na HACTpPOMKN nepapxmyeckoi 3ckanayuuv rno odpauieHnsam

J1st TOro 9TOOBI MOCTAaBUTh B KPOH HEOOXOINMO:
1. IoakmounThbes mo ssh u B TepMuHAaIe BBECTH KOMAHLY
§ crontab -e
2. obaBUTH TEKCT
022 * * * /opt/synergy/apps/itsm/scripts/appEscalationRun.sh

B nmannom ciaydae ckpunt Oymer 3amyckarbes Kaxkapiii geab B 22.00. IIpu neobxomuMocTun MOXKHO IIOMEHATH
CPOKW WCIOJIHEHUSI.

3. Chenarh CKPUNT WCITOTHSIEMBIM:

$ chmod a+x /opt/synergy/apps/itsm/scripts/appEscalationRun.sh

4.7 [Ona 3akpbiTuss obpalieHnii, KOTOpble OXXUAAKT J0pPAdOTKU COo
CTOPOHbI MHMLMATOPA

BuiBaroT curyanum, KOrga mob30BaTes b 0OPATUIICS C OOpAIEHNeM, U TTOC/Ie OTIIPABKY OOPAIEHNs Ha I0Pa-
GOTKY II0JIb30BATEb HE OTBeYaeT (BO3MOXKHO OOpallieHue yKe He akTyasbuo). OOpalleHus Tak U HAXOIUTCs B
craryce «OQKugaeT oTBeTa Noab30BaTesa». VI Tak MoxkeT coGuparhes 6OIbIIToe KOTHIecTBO obpartienwnii. st
TOro 4TOOBI UX 3aKPHIBATH peasn30Ban ckpunr close_incident.sh, KOTOPbIN MO3BOJUT 3AKPHITH JTAHHBIE 33~
SIBKH, €CJIN C MOMEHTA OTIPABJIEHUS HA JOPA0OTKY mpomnio 16 padbouwnx dacos. st TOro 4TOOBI STOT CKPHUIIT
UCIOJTHAJICS €70 HEOOXOIMMO MOCTAaBUTh B KPOH. CKPUIIT HAXOIUTCS B TIANKe /opt/synerqgy/apps/itsm/scripts.
B ckpunre numerorcs ciiemyionme HaCTPOUKHM:

1. daiin OTKyZAa Gepyrcs HACTPOIKH COEITMHEHHU ST c synergy: source
/opt/synergy /jboss/standalone/configuration /arta/apps/itsm/itsm.properties

2. momkmoveHue K 6aze mysql(npu HEOOXOAUMOCTH 3aMEHUTH B CKPUIITE JIOTUH U TIAPOJIh)

26 fnaBa 4. [lepBu4Hble HacTpolikn
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mysqlUser=»User»
mysqlPass=»Pass»
mysqlHost=»127.0.0.1»
3. pacmosnoxkenue Jior (aiiia, KO peecrpa MHIUASHTOB U KOMMEHTAPUN 10 YMOIIAHUIO:

logFile=» /var/log/synergy/scripts.log»

registryCode=»itsm_registry incidents»
comment=y»3aKpbITO 10 UCTEYCHUIO BPEMEHH HA OXKUJIAHUE OTBETA I0JIb30BATEIS>
st TOro 9TOOBI €10 MOCTABUTH B KPOH HEOOXOINMO:
1. TlogkmiounThbcsa mo ssh m B TepMuHAIE BBECTH KOMAHILY
§ crontab -e
2. obaBUTH TEKCT
0 23 * * * /opt/synergy/apps/itsm/scripts/close incident.sh

B nmamnoMm ciaydae ckpunt Oymer 3amyckarbes Kaxkapii gerb B 23.00. IIpu neobxoauMocTn MOXKHO TIOMEHSITH
CPOKU HCIOJHEHWS.

3. Cmenarh CKpHUIT UCTOJIHIEMBIM:
$ chmod a+x /opt/synergy/apps/itsm/scripts/close incident.sh

s mpaBUIIbHON PAOOTHI CKPUIITA C TAKETOM JIONOJIHATEIHHO OyierT yecraHoBseHa yruauTa jq. s nposepku
[PABUJIBHON yCTAHOBKHU YTUJIUTHI MOXKHO BBILIOJHUTH B TEPMHUHAJIE CJIETYIONLYyT0 KOMAHLY:

jq --version

B orset BepHeTcs Bepcusa ycTanoBjieHHOH yTuanTel. Hanpummep: jq-1.5-1-abbbcbe

4.8 [Ona nepecMoTpa 1 aKTyasin3auuu ctatei 0asbl 3HaAHWUA

Crarbu B 0a3e 3HAHWIT €O BPEMEHEM TEPSIOT CBOK AKTYAJbHOCTH, I[MOITOMY [EPUOAMYECKH UX
HYKHO akTyanaum3upoBarh. Jlms sToro peamm3osan ckpunt knowledgebase update.sh . na mepmno-
AUYIECKOTO 3anyCKa JaHHOTO CKPUIITa, €ro HYZKHO TIOCTaBUTH B KPOH. CKpI/IHT HAXOIUTCA 31€eCh:
/opt/synergy /apps/itsm/scripts/knowledgebase update.sh .

st paboThl JAHHOTO CKPHUIITA, er0 HEOOXOIUMO CAEIATH MCIIOTHIEMBIM:
$ chmod a+x /opt/synergy/apps/itsm/scripts/knowledgebase update.sh

JlaHHBIN CKPUNIT HAXOIUT BCE CTAThU B cTaTyce «B mcmonb3oBanumy, ¢ «/laThl TPOBEPKH» KOTOPBIX MTPOIILIO
OTIPEIEJIEHHOE BPEMsi, M CO3/AET MO HUM PAOOTHI OTBETCTBEHHOMY MEHEKEPY I aKTyaJu3allid CTAThH.
Tlocie mpoBepku CTAThbU OTBETCTBEHHBINH MEHeKep JuDO JOMOJHSIET W OCTABJSET CTaThio B craryce «B
HCIIONIb30BAHUK», JTUOO OTIpaB/sger B cTtaryc «B apxuses. Ilpn sToM maTa nmpoBepKu OOHOBIISIETCS.

s yka3aHWsi BPEMEHHU, KOTOPOE IOJIZKHO MPONTH C JAThl MTPOBEPKH, HEOOXOIWMO BHECTH W3MEHEHWS B
CKPHUIT:

#Cpok TpoBepKU cTarei
termyear=1 # rox

termmonth=2 # wmecsir
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termdays=10 # ueub

Takzke ecTh cJeyIole HACTPOWKHU, KOTOPbIe HEOOXOAMMO HACTPOUTD IO TaHHbIE KINEHTA!
#XKox peectpa Ba3br 3nanmii

registryCode=»itsm_registry knowledgebase»

#uacrpoiiku mysqgl

mysqlUser=sroot»

mysqlPass=»root»

mysqlHost=»127.0.0.1»

#TYT eCTh JIOTWH /TIApOJIb W XOCT CHHEPIKH

source /opt/synergy/jboss/standalone/configuration/itsm.properties

4.9 [na yBeaomsieHUs1 onpejesieHHbIX nosib3oBaTteneii 00 OkoH4Ya-
HUN CPOKOB AOKYMEHTOB MO aKTUBaM

Ha dopwme peectpa AkTusbl B paszieie JJOKyMEHTBI €CTh BO3MOKHOCTHIO JTOOABJIEHUS JOTOBOPOB, TapAHTHI-
HBIX JOKYMEHTOB, KOHTPAKTOB /i aKTUBOB. Takke m00aB/ieHa BO3MOXKHOCTH YBEIOMJIEHUsT 00 OKOHYAHUHU
CPOKOB C yKa3aHUEM JAThl yBEJOMJIEHUs U mMOab3oBareseil. [Ipu BkIoYeHnn TaHHON OMIUU TOIb30BATEISIM
Ha [I0YTY C HOMOIIBIO CKPHUITA Oy/1eT HAIPABJIEHO yBIOMJIEHHE 00 OKOHYAHUU CPOKOB JOKYMEHTOB.

PeanmuzoBan ckpunt contractExpirationNotice.sh . Jlanubrit ckpunt 3amyckaer 3anuch peectpa «Peectp st
OTIIPABKYU yBEJIOMJIEHMUII 10 CPOKAM JIEHCTBUS KOHTPAKTOBY U HAXOIUT JOKYMEHTHI, IT0 KOTOPBIM HEOOXOIUMO
HAIPABUTDb YBEJIOMJEHUS B TEKYIIEM Mecdrie. V1 coOTBeTCTBEHHO HANIPABISIOTCS YBEIOMIEHUS Ha MouTy. s
yIoOCTBa JAHHBIA CKPUIT HEOOXOAMMO ITOCTABATH B KPOH B noaxofsiiee Bpemsi. Ho mepes sTuM ero HykKHO
C/Ie/1aTh MCIIOJHAEMbBIM C IOMOIIBIO CJIELYIONIEil KOMAHIbL:

$ chmod a+x /opt/synergy/apps/itsm/scripts/contractExpirationNotice.sh

4.10 Onsa perucrpaynn obpaleHnii 3 BHELWHUX CUCTEM

Jlnsg  permcrpanuu  oOpalleHWii M3 BHENIHUX CHCTEM MOXKHO HCIOJb30BaTh KacroMuylo API

${HOST} /itsm /rest /incident /create

s KaKIOro ONMUCAHHOTO HWZKE anW, [T aBTOPU3ANWW  HEOOXOAWMO TIEPEeaBaTh  3arOJOBOK:
«Authorization», «Basic » + btoa(unescape(encodeURIComponent(login + «:» + password)))

1. BBI3BATH METO/T IJid CO3aHUA BPEMEHHOTO daiira Ha cepsepe:
${HOST}/Synergy/rest/api/storage/start _upload (start upload)
Method: GET

B orBere mosydaem myTh 10 BpeMeHHOTO (baiiyia, IpuMep OTBETA:

{ <«errorCode»: «0», «files: «/opt/synergy/jboss/standalone/tmp/Synergy/upload.tmp/96f50f11-17e7-
4229-9798-cbadd81{4135»

2. Hanee HeOOXOAMMO  3arpy3wWTh JaHHBIE BO  BpEMeHHbIH  (ailyi ¢  TOMOIIBI0  METOIA
${HOST}/Synergy /rest/api/storage/upload part (upload part)
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Method: POST
Enctype: multipart/form-data

3. mocie 3arpy3kum GailioB Ha cepBep, HEOOXOAWMO BBI3BATH METOI CO3JAHUSA ODPAIeHUS

${HOST} /itsm /rest/incident/create
Method: POST
Content Type: application/json; charset=utf-8
OpHUMep MepeIaBaeMbIX IapaMeTPOB:
{ «themes: «text theme», «description»: «text description», «files»: |

{ «name»: «file.txt», «paths: «/opt/synergy/jboss/standalone/tmp/Synergy /upload.tmp/96£50f11-
17e7-4229-9798-cba4d81f4135»

}

B mapamerp files mepemaercss maccuB 0OBEKTOB, B KaXKI0M OObEKTe mepefaercs mms daiina v myTh 10
BpeMeHHOro Gaiiia Ha cepBepe, KOTODbIii I0JIyYaeTcst IPU BBIIOJIHEHUH anu rest/api/storage/start upload
UpUMep yCIENIHOro oreera; {

«regNumbers: «inc-29181», «dataUUID»: «67423», «documentIDs»: «e924f754-d23e-4528-90a0-
4b81d3085fd5»

}

Eciu  meobxommmoctm B mepemadm  aitsioB HET, TO  MOXKHO  Cpa3y  BbI3BATH  alld
${HOST} /itsm//rest /incident /create 6e3 mapamerpa files, mpomycrus mepsbie 2 mara.
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HacTpolika nHTerpauuu c no4Tol

5.1 YBepgomnexus

1. Jljs OTTIpaBKHU yBEIOMJIEHUN U IOy YeHHUsT, 0OPAOPOTKY OOpAIIEHUi TOKEeH ObITh 3aBEEH CIEIHAJb-
HBIH 00Nl aIpec JIEKTPOHHONW MOYTHI.

2. B npunoxkenun SynergyAdmin orkpbiTh BkiIaJKy <«Hacrpoiiku yBejomieHuii» BBECTH HTapaMeTpbI
[IOYTBI-OTIIPABUTEJIA YBEIOMJICHU.

3. s Bcex mob30BaTEN el B CTPYKTYPE JOJIXKHBI OBITH yKa3aHbl email agpec B mpoduie ToIb30BaTes .

4. B peectpe «Hacrpoiiku yBegomiienuiis CO37aTh 3aIUCh U BHECTH HEOOXOIMMbIE HACTPONKHU TEKCTOB yBe-
nomiennii. Ecim cucremy oOHOBUIIH, TO HEOOXOIMMO MTEPECOXPAHUTH 3AMKUCH PEECTPA I IPUMEHEHUs
HOBBIX YBE/IOMJICHUA.

IIpumep:

YBaxaewmnii(as) ${itsm_form_incident_author}!

Bam sampoc ${itsm_form_incident_id} ot ${itsm_form_incident_regdate}, mepemezmer B craTyc "${itsm_
—,form_incident_status}".

OrBeTcTBeHHNH MeHemkep, ${itsm_form_incident_responsiblemanager}.

Ilpumeuanue: B yBemomiieHnu, KpoMe TEKCTA, MOYKET MPUCYTCTBOBATDH 3HAYEHUE JIIOOOTO Mo HA (dhopme
(uckimouas daitibl 1 auHamuyeckue tabiuipt). g gobaBieHus TAKOrO 3HAYEHUS B TEKCT YBEIOMJIIEHUS
HEOOXOINMO YKa3aTh MM KOMIOHeHTa Ha ¢opme B ¢popmare: ${itsm_form_incident_author}.

Ilepevenb HacCTpOEK:

e YBeJOMJIEHHE MO-yMOJIYAaHUIO - YBEIOMJICHNE MPUXOIUT Mpy CPabATHIBAHIE OJIOKMPYIOMIETO TPO-
mecca itsm_notification B MapmpyTe peecTpa OOpAIEHUil /i BCEX CTATYCOB, s KOTOPBIX HE Ha-
cTpoeHbl cueruduyaHbe yBeIOMIIEHUS HUXKE.

e KacromHubie yBemomiieHus - crenududHblii TEKCT yBEIOMJIEHUs s yKazanuoro craryca (Peko-
MEHIYeTCsl YKA3bIBATh CIHEMU(PUIHBIE TEKCTHI [IJIsT YBEIOMJIEHUS MO CTATYCaM, TPEOYIONUM IedCTBUi
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Ha rmaexywo

HacTpoiku yBe4OMMEHWA

MapameTpkl pacchbInku

Cepesp oTnpaexu coobweHwi |smtp.yandex.ru |

MouToBLIA 3gpec oTNPaBUTENA |hahkhefn@arta pro |

MopT |25 |

MpoTokon | smtp v |
¥ cnoneaoeate STARTTLS
¥ HeoBxoguma asTopuaaumna
NoruH |hahkhefn@arta.pro |

Maponk

~ercerceoenoen |

MyTe K XpaHunuwy cepTndKaTos | |

"/ ncnonezoEaTe pacceInky YEELOMNEHW B Txabbep

XMpp cepeep |

FNoruH

|
Maponk |
|

OTnpasvTens coobwenni

CoxXpaHuTe

Puc. 1: Puc.
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Ha maenyio

KapTouka nonbsoBaTtens

RICTR AL TEY

DaMunma WHuumartop

Nma WHULpnaTop

OTyecTeo

Kog ana noxasatenen avtor_avtor

MNokans: Mo ymonyaHuw v
Appec 3n. NoYTkl: e.pankovskaya@arta.pro
JID:

[NocTyn B cucTemy: pa3speweH v
Nom#HoCTh: Marn

[ononHuTensHEll gocTyn:

CoTpygHuK KaHUEnApUM
PaspaboTtunk Synergy
KoHcTpykTop web-xnuesTa
AAMWHUCTpaTop
NMwunan nanka | | F4
DocTyn K cipasoYHuky nokazatensi
DocTyn K cTpaTerum

CoTpyaHux 0TAENa Kagpoe

Puc. 2: Puc.

5.1. YeegomneHnus

33



Read the Docs Template Documentation, Beinyck 0.1-alpha

YEENOMMNEHHUA MO YMOM4aHKuo

HacTpoiiku

TeKCT YBEAOMNEHIA Ha KaZaxckoM | YeawaeMulit(an) ${itsm_form_incident_author}!
ALlkE

Baw zanpoc ${itsm_form_incident_id} ot ${itsm_form_incident_regdate},
nepesefeH B ctatyc "Eitsm_form_incident_status}".

OTBEETCTEEHHLIN MeHemwep, Sitsm_form_incident_responsiblemanager}.

TEKCT YBeLoMNEHA HA DYCCHOM YEawaeMsIn(ad) Hitsm_form_incident_author}!
A3kle

Baw zanpoc ${itsm_form_incident_id} ot ${itsm_form_incident_regdate},
nepeeefed g ctatyc "§{itsm_form_incident_status}".
OTEETCTESHHBIN Meremwep, ${itsm_form_incident_responsiblemanager}.

TeKCT YBeNOMIEHUA Ha aHIMWACKOM | Yeawaemulii(an) ${itsm_form_incident_author}!
A3LlkE

Baw zanpoc ${itsm_form_incident_id} ot ${itsm_form_incident_regdate},
nepeeeqed g ctatyc "§itsm_form_incident_status}".

OTEETCTESHHBIN Meremwep, S{itsm_form_incident_responsiblemanager}.

O#MaaeT OLeHKM Nons3oeaTen W

KacTomHsle yEeoMneHns

TeKCT YBeQOMNEeHUA Ha KazaxckoM | Yeawaemulii(ad) ${itsm_form_incident_author}!
A3lxe
Baw zanpoc ${itsm_form_incident_id} oT
B{itsm_form_incident_regdate}, nepeeeneH s cratyc
“g{itsm_form_incident_status}".

Mpocym Bac NogeepouTs pesynsTaT 3asepeqns O0palleHna.
OTEETCTESHHEIN MEHEIHED,
B{itsm_form_incident_responsiblemanager}.

TeKCT YBEOOMNEHAA Ha PYCCKOM Yeawaemsii(an) itsm_form_incident_author}!
A3lxe
Baw zanpoc ${itsm_form_incident_id} oT
S{itsm_form_incident_regdate}, nepeeeneH & cTatyc
"g{itsm_form_incident_status}".

Mpocum Bac NogeepouTs pe3ynsTaT 3asepluedna OO0palleHna.

OTEETCTERHHEIN MEHEIHED,
B{itsm_form_incident_responsiblemanager}.

Puc. 3: Puc.
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HHUIILATOPA: «02KHUJa€T OTBETA II0JIb30BaTE/Id», «02KH1aeT OLECHKH HOJ'H)BOB&TGIIH»)

e YBeJoMJIeHWs IIPU HE HalileHHOM email B cnucke moJsib30BaTeJsieil - JaHHOE YBEIOMJIEHUE ITO-
JIYYUT OTIIPABUTEJIb, IPY TOMBITKA OTIPABUTD MUCHMO HA CJIyKEOHBIN MOYTOBBIHM AWK, B CJIy9ae,eCiIn
ero email He yKa3aH HM B KaKOM u3 mpoduieit

° yBe,Z[OMJIeHI/Iﬂ O IIPOCPOYEHHOCTH BpeMEeHU peaKIuunu oGpamennﬂ
[ ] yBe,I[OMJIeHI/ISI O IIPOCPOYEHHOCTHU BpeMeHU pelneHnd 06pa]].[eHI/ISI
(] yBeAOMJIeHI/ISI O IIPOCPOYEHHOCTU BpeMeHUu pelieHud HpOGJ’IeMbI

e VYBeIoMJIEHNE O HEBO3MOXKHOCTHU M3MEHEHNs MH(POPMAIINH - JAHHOE yBeIOMIeHHe Oy1er moJy-
YEHO MHUIMATOPOM, LIPU LOLBITKE OTBETUTH HA LIOJLYYEeHHOe yBejoMJenue (MJu 1IPU OTLPABKE HOBOI'O
NHUCHMa, COIEPYKAINEro HOMep obpamienus B (GUTypHBIX CKOOKax, Hampumep: {1234}) s obpaluenus
CTaTyC KOTOPOrO OTJIMYAETCs OT JOIyCTUMbIX (HacTpauBarca B peectpe «HacTpoiiku uaTerpaiuu ¢
HOYTOd> )

e VYBeJoMJIEHHE O MOJIyYeHUN OOpAaIIeHUus JJId BHENTHUX IOCTABIIUKOB - JAHHOE yBEIOMJICHHE
[IOJIyYHUT BHEIIHUN [OCTABIIUK, KOI/1a obpalieHue Oy/eT HAIPABJIEHO BHEIIHEMY [IOCTABIIUKY.

L] yBe,I[OMJIeHI/Ie 00 ucreueHun CPOKOB II0 aKTUBY - JJaHHOE YBEIOMJICHUA TTOJIy9alOT MOJIb30BaTEJIN,
YKa3aHHbIC B pa3Jese ZLOKyMeHTbI B peecTpa AKTHBBI IpU BKJIIOYECHUN OIIAN YBEIOMJICHUA.

e VYBeJoMJIEHHE MOJIb30BaTeJ€el, OTBETCTBEHHBIX 3a MOAAEPXKKY YCJIYyTrd, 00 M3MeHEeHUU CTa-
Tyca 3alpoca Ha W3MEHEHUE - JAHHOE yBEIOMJIEHNS OTIPABJISAETCH OTBETCTBEHHBIM 32 IIOJIJIEPKKY
YCJIYTM TIPU M3MEHEHNN CTATyCa 3aIpoca HA M3MEHEHNe 10 OMPeesIeHHO yeayre.

e YBeJomileHHEe aBTOpPa 00 M3MEHEHUH CTATyCa 3alpoca Ha W3MEHEHUE - TAHHOE yBEIOMJICHHE
OTIIPABJISIETCS ABTOPY 3aMPOCa HA W3MEHEHUE MPU CMEHE CTaTyca.

e VYBeJomJileHNEe 00 M3MEHEHUU CTATyca MPOOJIEMBI - JAHHOE YBEIOMJIEHUE OTIIPABJIAETCI ABTODPY
U OTBETCTBEHHBIM TMOJIH30BATENSIM MDA CMEHEH CTATYyCa MPOOIEeMBbI.

5.2 lMpunem n obpaboTka obpaLyeHui

1. B peectrpe «HacrTpoiiky nHTErpamuu ¢ modroii» CO31aTh 3alUCh U BHECTH 3HAYEHUs IOJIeH:
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HacTpo#ka MHTETHpaLMK C NOYTOMH

ul

Monyyexne odallesnid Yepes nouty oA v

Afpeca- UCKIHYEHNUA (C JaHHbLIX NOYTOBLIX aApecos 00palleHHA B peecTpe He
COZ0EHTCR)

+ NoGaeuTe Gnok

CoOep#aHne - NCKMoYeHIA (0BPALLEHNA, CONEPHALLNE B ONUCEHUM JaHHEIA TEKCT B
peecTpe He CO30aKTCA)

MOUTOBEIR ALMK NONYYATENR NEPENONHEH U B OaHHLIN MOMEHT HE MOXET NDUHUMATE
Co0GWeHWA. MONLITAATECE NOETOPHO OTNPEBMTE 3T0 COOBLUEHME NOZHE WK
0GpaTUTECE K NONYYATENH HANDAMYH.

+ NoGaeuTe Gnok
organization 38217830-2470-4284-8043-201074568378
service_document_name

service_duration

service_document_valuelD

service_document_id

mail_last_uuid 31930

mail_host imap.yandex.ru
mail_port 993

mail_protocol imap

mail_user hahkhefn@arta_pro

mail_password hhajhsa3n JJsdj

mail_folder INBOX
mail_ssl true
mail_fetch_interval a5000
mail_connection_timeout 300000
mail_timeout 300000
mail_load_eml false

Puc. 4: Puc.
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HacTpo#ka MHTErHPaLMKA C NOYTOH

]
mail_load_eml false
token LJADIWOS75678TYGHKJHFFTYGH
retry_rate_ru OTNpaBuTL NOBTOPHO
retry_rate_kk OTNpasvTL NOETOPHO
retry_rate_en OTNpaBuTL NOBTOPHO
finish_rate_ru TMoATEEpaMTE aBEpLUBHIE
finish_rate_kk

MoATEEpaNTE 33BEPLUEHNE

finish_rate_en IMoATEEPANTE 3aEEpLUEHIE

"
rate_answer IMoaTEepMAeHHE NPUHATO

; N
fail_rate_answer Mpovzowna owmGka

finish_status

G
finish_status_name akpuT
retry_status 12

retry_status_name HanpaeneH NoeTopHo

forbidden_status MeHATE CTaTYC OBPALIEHUA 3aNpeLeHo

- ane
rate_retry_answer OTNpAEMeHo NOETOPHO

CTaTycel, NPW KOTOPLLX JOCTYIHO (] 3aperucTpuposaHo
odHoEMeHMe 0dpalleHIA Yepes nouTy (] ViHchopMaLWA npenocTaenesa
] HeeepHo Hanpagnexo

[#| Hanpaenexo NoOETOPHO

(] Ha ouepenu

] B npouecce

[#] O#MOaeT OTEETA NONB30BATENA

() O#mpaeT pelweHue npodnemMsl

|| 3akpeiTo

(] O#MaaeT oLeHkH Nonb30eaTena

(] B 0#M0aHWM BRIAENEHUA TEXHUKN

|| HanpaeneHo SHeLLKeMy NOCTAELMKY

Norotun nopTana
P Buibpartt daiin

Puc. 5: Puc.
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HacTtpoiika nHTterpaunn ¢ Zabbix

Wurerpamnus ¢ cucremoii MmoruTopuura Zabbix OCHOBBIBAETCS HA WHTETPANNM C MOYTON: HA MOYTOBBLINA aJI-
pec cucrembr ITSM nonamaer yBegomiienue ot cucreMbl Zabbix, u JaHHOE yBEeIOMJIEHHE PECUCTPUPYETCS B
peecrpe «Obparenusi».

TTosTomy o0Osi3aTeIbHO HEOOXOAMMO HACTPOWTH WHTErpamuio ¢ modroii: http://rtd.lan.arta.kz/docs/
synergy-itsm-custom-manual /ru/itsm-1.18 /mail-integration.html

6.1 lMpouecc HacTpoiikn Zabbix

1. B nepByio odepeib, HEOOXOAMMO YCTAHOBUTD cucTeMy Zabbix Ha ompeaeeHHy0 BUPTYATbHYIO MAIITHHY
https://www.zabbix.com /documentation/current /ru/manual /installation /getting zabbix

Ipumenanue: Bee cchuiku Ha qOKyMeHTAnuio Zabbix oTHOCSTCS K TeKyInei Bepcun 5.2, ecan
BaM HeOOXO/[MMa UJIM yCTAHOBJIEHA JAPYyrasl BepCusl, TO Ha cafiTe BbIOEpUTe COOTBETCTBYIOILYIO
BEPCHIO.

2. JIj1si MOHMTOPUHIA, OLPEAEJEHHOr0 ajpeca (Haupumep, tam rie naxogurcs cucrema [TSM uiau npyrue
BUPTYaJIbHBIE MAIIUHBI) HEOOXOAUMO Ha 3TH 3peca yCTaHOBATH zabbix arent. JlomycTum, eciu HyKHO
MOHHUTODPUTH BUPTYyaaKy 192.2.222.36, T0 HEOOXOAUMO HA ITOT AIAPEC YCTAHOBUTH zabbix arewt.

3. B Zabbix cepBepe Heobxoammo 100aBUTH Y3JIbI CETH, TO €CTh YCTPOICTBA, KOTOPbIE HEOOXOIUMO MOHUTO-
purb. Cebuika Ha uHCTPYKUUIO: https://www.zabbix.com/documentation /current /ru/manual /config/
hosts/host

4. Heobxomumo 100aBUTH MOJB30BATEIS, KOTOPOTO B JajbHelemM cucrema Zabbix Oyaer yBemoMmsTh.
IIpu mobaBiileHWE HY>KHO yKa3aTh IPYIINY MOJb30BATEIsI, €CJIU €e HET, TO e TaK¥XKe HYKHO OyIeT co-
3garb. Eciin mosb3oBaresib M pyIa MOJIb30BaTe/ell y»Ke UMeeTCs, TO MOXKHO IPONYCTUTh JAHHBLIA
stan. Bosiee noapobHO O CO3JAaHMU [OJIB30BATE sl MOXKHO O3HAKOMUTbLCs 3iech: https://www.zabbix.
com/documentation/current/ru/manual /config/users and usergroups/user . B mamem ciayuae yse-
JIomJieHus Hanpassauch Admin-y, KOTOpbIil U3HAYAILHO y3Ke MPUCYTCTBYET B CHCTEME.

5. Tenepb HEOOXOAMMO 3aBeCTU (€CJU HET) OTAEJbHYIO MOYTOBYIO YUETHYIO 3allUCh.
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6. B ajMuHuCTPATHBHON YacTu Synergy HeoOX0AUMO CO3/IATh yUETHYIO 3AIUCH HOJIb30BATENs U JI00ABUTH
emy email n3 myrnkra 5. OT uMeHH 3TOrO MOJBL30BATENsT OyIeT OTHpaBsAThbcs obparerus B ITSM,
[IO9TOMY JKeJIaTeJIbHO JIaTh eMy noHsaTHOoe uMst. Hanmpumep, Zabbix, Zabbix user u 1.1,

7. B Zabbix neo0xoa1uM0 HACTPOUTH OTIPABKY MOYTOBBIX YBEIOMJEHUI C YIE€THON 3aMUCH U3 IMYHKTA 5.
st 3TOro:

e Tlepeiigure B A qmunanucrpuposanue — CrocoObI OMOBEIIeHu i

e Haxxmure na Cosmarb cnocob onoserenus (uin Haxkmure Ha E-mail B criiucke ¢ yxke uMemumMucs
criocobamu onosernenuii). Briagka Crnocob onoserienus: conepKut obmme arpubyThl cnocoba onose-
[IIEHUS:

ZABBIX < CnocoBbl onoBeLeHuit

CnocoG onosewenwd  WabnoHs cooblyeqni 5 Onywmm

@ MoHUTOpPHHT

* UmA

VIHBEHTapH3aLua ~ Tan |Email v

Ometsl ~ * SMTP cepaep | localhost

- TMopt SMTP cepsepa 25
Hactpomka pr sl peep

*8MTPhelo | arta.pro
AIMHHUCTPHPOBAHHE

* SMTP email | itsmzabbix@arta.pro

Obupe

E230MaCHOCTS MOTKIOUEHHA m STARTTLS | SSUTLS
Mpoxeu

AyTeHTUDMKaLMA

[ — VMR nonk30saTens | itsmzabbix@arta.pro

User roles Mapons
Mons3o8aTeny @opmar coodwennA [GILISE TMpocTod Texct
CnocoGel onoseleHwi Onucanie

CHpUNTE!

Ouepege

Mongep#xa
AKTVEMDODBAHO |+

Share - .
OBHOBITE ‘ Knoxnposats | ‘ YaanTe | | OTmena |

Momouws

HacTpoiikn nonk3oBatens

Bhixon
Puc. 1: Puc. Cnocob onosemenna E-mail

Bosiee noxpobuo o napamerpax HaCTPOMKHU JAHHOIO CIOCODA OLOBEIIEHUsl OLUCAHO 31ech: https://www.

zabbix.com/documentation /current /ru/manual/config/notifications /media/email

Tyt neobxonumo ykazarh B KadectBe SMTP email mo4urossrii ajgpec u3 nynkra 4.

8. Ilpu meobxomumoctn BO BKaagKe I11abg0HBI COOOIEHNE MOXKHO H3MEHHTH TEJIO W TeMy COOOIEHWI,
KOTOpPBIE OYJyT OTIHPABJIATHCH.

9. s mactpoiiku ormpaBku coobmenuii B ITSM, HeoOxoaumMo 00aBUTH MOYTOBBIN a/IpeC MOIb30BATEIIO
u3 myukTa 4 B Zabbix. Jauusrit email ucnonbsyercs gis npubsarus coobmenuii 8 ITSM (u3 Hacrpoex
uHTerpaiuu ¢ no4uroit). s sroro:

e B cucreme Zabbix nepeiigure B ApyuaucrpupoBanne — Ilonb3oBaresnu
e OrkpoiiTe qUAOT CBOWCTB TOJIH30BATES
e Ha Briagke Omnoserenus, naxkxmure #Ha J[00aBuThH

10. B xagectBe arpubyTOB OMOBEIIEHUS T0JIH30BATES HEOOXOIUMO YKA3ATh:

e Tum - Email
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ZABBIX ISl CriocoGbl OnoBeLLeHui

Cnocof onoBeweHwd  LaGnoHsl coofieHud 5 Qnuwmm

MOHHTOpHHT

Tun ¢ uA LWLiaGnou
VHBeHTapHIaLMA Mpodnema Problem started at [EVENT.TIME} on {EVENTD... | UTs YOanuTe
BoCCTaHOENEHWE Problem has been resolved at {EVENTRECOV WamenuTs Yaanute
OTvETHl npodnems!
OBwnoeneHue npodnemsl  {USER FULLNAME} {EVENTUPDATE ACTION. .. MamenuTs YaanuTe
HacTpoiika OBHapyKeHIe Discovery rule: {DISCOVERY.RULE.NAME} Dev... | UTL VOamuTL
ALMUHHCTPUPOBAHHE ABTOPETUCTRALMA Host name: {HOSTHOST} Host IP: {HOSTIF}A... Mamenute Yaanute
Lobasute
OBupe
Mpokca ‘ Knoknpoeate | ‘ YoanuTe | | OTmena |

AyTEHTUDMKLNA
Tpynnel nonk3osarenei
User roles
Mons3osateny
Cnocobbl oNoBeLLeHMIt
CrpunTEI

Ouepegs

Monnepxxa

Share

Momou

HacTpoitki nonb3osatena

192.168.3.52/zabbix/zabbix php?action=mediatype editdmediatypeid=12messag... »

Puc. 2: Puc. [ITabaoubI onoBerenmnii

ZABBIX < MonbzoBatenw

Mons3osarens  OnosewennA 1 TMpasa jocTyna

MOHHTOPHHT

OnoBRWEHMA  Tun  OTn e Ha Ko

Email sssamir@mail ru, hahkhein@arta.pro 1-7,00:00-24:00 clB[E

HHOCTE Status

VHBeHTapH3aLma

OTYETHI

HacTpoiika

AIMHHUCTPHPOBAHHE
Obume

Mpoxck
AyTeHTUDMKaLMA
TpynNl Nonk3oBaTened
User roles

Mons3oearenk

CnocoGbl ONoBeLLEHIA

CrpunTHI

Ouepens

Mongeprxa

Share

Momows

HacTpoiikn nons3osatens

192.168.3.52/zabbix/zabbix.php?action=user.edit&userid= 12meadiaTab 3

Puc. 3: Puc. Onosemenus noabp3oBarens
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e Orupasiusarb Ha - E-mail agpec ITSM. /Tis ornipasku 6osiee yem Ha oJus ajpec Hakmure JLlobaBuTh 107
mosieM anpeca. Ecam ykas3aHbl HECKOJIBKO e-mail ampecos, omuo e-mail coobinenne OymeT OTIIpaBIeHO
Ha BCE 33I]aHHBIE AIPECA.

e Korna akTHBHO - BpeMms OTIIPAaBKHU co0Omenuit. MOKHO OrPAHMYATD 10 BAIIIAM MAPAMETPAM, HATPUMED,
ToJIbKO paboune guu (1-5,09:00-18:00).

e licnosib30BaTh, €C/IM BayKHOCTH - BAXKHOCTH TPUTTEPOB, MO KOTOPHIM HEOOXOIUMO TIOJYYAThH OMOBEIIE-
HUS.

e Cocrosiaue - AKTHUBUPOBAHO.

MonbzoBatenw

Monbaosatens  OnoBeLUSHUA Mpaea goctyna

MOHUTOpHHT
P OnoBeweHnA  Tun ™ b Ha Korna aktneen MONb30BATL, ECITH BAHHOCTL

Email sssamir@mailru, hahkhefn@arta.pro 1-7.00:00-24:00 clElE
Lobasute

0 KameHnTe Yaanuie
MHBEHTapU3aLms B B

OTeTHl

OnoBeleRHA
HacTpoiika

* QTNpaenATE Ha Yoanuts

ALMWHHCTPMpOBAHHE

Obupme [oBasuTs

Mpokecu * Koraa aktnaex | 1-7.00:00-24:00
e VEnone3osars, ecn BaxHoCTs [+ He knacciguumposano
Tpynnsl nonb3osarenes | Mischopmauma

| Mpeaynpexgenne
User roles PEAITPEA
' Cpeaxsr
Mons30BaTent | Buicokas

CrocoBe: onoseLyeHmi v| Upeasbiuaiinan

CrpunTel AKTWBMDOBAHD |V

Ouepeab ToBaswms

Monnepsxa

Share

Momows

HacTpoiikn nonbaosarena

Buixon Zabbix 52.1 ® 2001-2020, Zabbix S

Puc. 4: Puc. JlobaBienne OMOBEIeHNs

11. B macrpoiikax mo4Tbl, Kyaa OyJdyT OTIPaBJIATLCI cOOOmIeHus (B JAHHOM Ciydae email mouepxku B

ITSM), neobxonumo co3aaTh GUILTP [l HOYTOBOrO ajapeca zabbix (1.5), 4Tobbl mUCHMa HE TIONAJATIH
B cnaM, naade cucrema ITSM He cMokeT MpoYnTaTh TAKKE MUCHbMA W OHU HE OyayT 0OpabOTAHBI.
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CTpykTypa npoagykTa

7.1 Kak Bce ycTtpoeHo

Cucrema ITSM peanusosana Ha 6aze minardopmbl ARTA SYNERGY, nyrem co3ganus KOHMUTYpAIUH,
JIONyCKAIOMIEN TMOKYI0 HACTPOUKY O00BHEKTOB: (pOpM, MAPIIIPYTOB, CTATYCOB H IIp. . .

Cucrema ITSM cocrouT u3 clenyronmx MOMYyIei:
e 1oprai camoobciykusanust, 10 agpecy ${ip-aapec}:8080/itsm
e aBTOMaTH3MpOBaHHOE pabouee Mecto corpynunka ITSM, mo aapecy ${ip-aapec}:8080/itsm-arm
® KJIMEHTCKOe Ipusoxkenue, no aapecy ${ip-aapec}:8080/Synergy
e Synergy IDE wiu Kouduryparop, no aapecy ${ip-agpec}:8080/Configurator
® AJIMWHWCTPATHBHOE MPUIIOXKeHNe, no aapecy ${ip-aapec}:8080/Synergy Admin
B cucreme ITSM peann3oBanb! CAELYIONIAE TPOIECCHI:
e YmupasiaeHue SLA
— Benenwne peecrpa yciyr
— Omnpepnenenne SLA (ycayra-npuopurer o0palieHus -rpyIia J0CTyIa)
e YmpanJjeHHue obparieHuaMu

— Perucrpauuns obpamenuit (B py9HOM DexKMMe, HHTErPAalys C MOYTOM, HUHTErPANUs C HOPTA-
JIOM)

Knaccudukanusa obpamienuii (yciayra, IpUOpUTET U Ip..)

Onpenenerre CpOKOB UCHOMHEHHs ¢ yaeTom SLA

Hanpasnenue B rpyuny ucnonuureseii (Ha ouepesn)

Hasnauenwe obpaiiieHnsi KOHKpeTHOMY ucrnonuuTenio (B paory)

Bosspairenne Ha 10pabOTKy WHUIMATOPY OOpaIeHust
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— Basepiuenue obpaleHus ¢ 3an0jHeHneM (HOpMbl 3aBepuienus (Kox pelnenus, onucanue, baii-
JIBI M TID.)

— IlonTBep:kaeHne WM OMPOBEPKEHNE WHAIMATOPOM 3aBEPINEHHUsT OOPAIICHHSI.

Ipum. Cnucox cmamycos obpauseruii u nOPsadok 06pabOMKY IMUL CMAMYCO8 MOHCEM GBIMB NPOU3EONLHBIM.
(Hacmpausaemcs 6 xonguzypamope)

e YupasJieHne KOH(MUTYypPaIMOHHBIMYU €IUHUIIAMA

— Benenwne peecrpa KOHGUTYPAIIMOHHBIX €IUHUIL

— HUcmonb3oBanne 0ObEKTOB peecTpa B OOpaIleHusIX, MpodaeMax, N3MeHEHUIX
¢ Ba3za 3Hauwmii

— Benenune ba3br 3namnmi

— HUcmons3oBanne 00bekToB Ba3bl B obparmeHnsax

— Benenne Basbr 3nanuit aj1s moprana

— Hcnonws3oBanne 00bekTOB Ba3bl 3HaHMIT TpU CO3MAHUN OOpPAIEHMH
e YupasJsienue npobiemamu

— Perucrparus mpobieMbl Ha OCHOBAHUN OOPAIEHUS

— HMcnonnenne npobsembl COrJIACHO HACTPOEHHOMY MapHIPYTY

— Oo6noBaenne HHPOPMAIINK 10 TPoOIEMe B POAUTEIHCKOM OOPAIIEeHNH

L4 praBJIeHI/Ie N3MEeHEeHNuAMN

Perucrpanus 3anpoca Ha u3MeHeHUE HA OCHOBAHUM IPOBJIEMbL / € HOPTAJIA

IIpungarue wian OTKJIOHEHHUE 3aMPOCa HA W3MEHEHNE COTJIACHO HACTPOEHHOMY MAapIIpPYTy

Perucrpanusi m3MeHeHre Ha, OCHOBE MPUHATOrO 3allpOCa HA W3MEHEHUE
— HUcnonnenne n3MeHeHust COracHO HACTPOEHHOMY MAapIIPYTy

¢ YupaBJieHHE JIOCTYIIOM
— Perucrpanus 3asiBKu Ha MpaBa JIOCTYIa € MOpTaJia
— Omnpenenenne poseit Jas CHCTEM

— JobaBitenue wim yiajeHus IpaB B COOTBETCTBUU C OIPE/IEIEHHBIMU POJIAMU

COop JaHHBIX TIO UMEIOIIMMCS TTPABAM JOCTYIIA, [IJIsT HHMOPMAIIMOHHBIX CHCTEM
e OTueTHOCTH

— Brirpyska B xls

— IlpennacTpoeHHbIE OTIETHI

— Anajurnueckue nambopabl

7.2 Crtpyktypa KOoHcuUrypauum

Bce o6bekThl B KOHGMUTYpAIUU CIPYIIUPOBAHBI 110 IEPEYUCIEHHBIM BBIIIE MPOIECCAM B COOTBETCTBUMN:
e Yipasienue jocrynom - > Access

e YmpaBienne KOHGUTYpPANUOHHBIMYU enuanmamu - > CI
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e Yupasienue usmeneHuamu - > Changes
e Ympasienue obparenusmu - > Incidents
e Baza 3nanmii - > Knowledgbase

e Yupasienne npobiemamvu - > Problems
e Ympasaenne SLA - > SLA

e 11 mpoune ciay:xeOHble JUPEKTOPUN

IIpumeuanmne: [lammas cTpyKTypa 0ObEeKTOB B KOH(pUTYypATOPE SIBISIETCS PEKOMEHIyeMOM, HO MOXKET ObITh
U3MEHEHA TTPU BHEIPEHWH DEIEHUs M0 MOTPEOHOCTSM KOHKPETHOTO MPOEKTa.

NMpunoXcenne O6vexT + itsm e

itsm

AHAAUTUKA NO MHLUWJEHTaM

HalnTHKa No FI}JIZ":‘ Mam

Puc. 1: Puc.

7.2. Crpykrtypa koHurypauuu 45
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HacTpoiika nopTana

s HacTpoiiky mopTasa ucnoab3yercs peectp «HacTpoiiku mopranas, OH JOCTYIIEH MOIb30BATEIAM B TPYIITE
itsm_group_admin. Heobxomumo co3zarh omHy 3amuch peecTpa W 3arOjHUTH MOAXO/IAINUMA 3HAYEHUSIMHA.
s u3MeneHus: TEKYIIUX HACTPOEK, HEOOXOUMO B y2Ke CO3/IAHHON 3aIUCH IOMEHATH 3HAYEHUS HACTPOEK.

8.1 Peectp «HacTtpoiiku noptana»

1. Jlororun noprana (daiin) - n306pazkeHue JTOrOTHUIA, KOTOPOE OyIeT OTOOPAXKATHCSI HA TIOPTAJIe CaMO-
00CTyKIBAHMUS.

2. Kaprunka crpanuipl apropusdanuu nopraia (dbaiin) - uzobpazxkenue, KOTopoe 0yIer 0ToOpaXKaTbCsa HA
CTPAHUIE ABTOPUBAIUHU MOPTATA CAMOODCTY KUBAHUSI.

3. Tenedon nomyepxkku (OAHOCTPOIHOE MOJIE) - HOMEP CJIy2KObI HOJIEPXKKK, KOTOPbI 0TOOPAaXKaeTCst B
MOOUJILHON BEPCHU B IJIABHOM MEHIO.

4. E-mail nogzepxku (0AHOCTPOYHOE IIOJIE) - HOYTOBBIH aJpec IMONIEPKKU, KOTOPbIH OTOOPAXKAETCs HA
[JIABHOW CTpaHUlle NOpTaJla B HUXKHEN JaCTH.

5. Orobpaxkarb upasa pocryua (Iepekodare/b BAPUAHTOB) - HACTPOKA, KOTOPast OLIPEJEJISeT BO3MOXK-
HOCTH TIOJA4¥ OOPAIEHus O mpaBaM gocryna. Ecin ykasano «/lay, TO Ha TIaBHOI CTpaHWIE TOCTE
nonyaapHbIX yeayr orobpaxkaercs «[IPABA JTOCTVYIIA» u B pasznene «Mon obparienusi» 0ToOparKa-
IOTCS JAaHHBIE TIO 3asdBKaM Ha MpaBa JI0CTyma B moapaszene «llpasa mocrymas. Ecan ykazano «Hers,
TO yKa3aHHbI€ KOMIIOHEHTBI He OTO6pa)Ka.IOTCH.

6. Orobpaxkarb u3MeHeHus ([IePeKIIIYaTe b BADUAHTOB) - HACTPOKA, KOTOPast OLPEE/ISeT BO3MOXKHOCTD
MOJIAYHM 3AMPOCOB HAa W3MeHeHme ¢ noprajia. Ecian ykazano «/la», To B OKHe MoJadw OOpaIIeHust J0-
CTyIHA BKJIQJIKa «3alpoc Ha M3MeHeHWe» M B paszgzese «Mowu obpainenusi» 0ToOparKaeTcst 1MoIpas3/iest
«3menennsy. Ecim ykazano «Hers, To maHHbIe KOMIIOHEHTHI HE OTOOPAKAIOTCS.

7. PenakrupoBanue JIMYHbIX JaHHBIX ([IE€PEKJI0YATE]b BAPUAHTOB) - HACTPOWKA, KOTOPAas OLPEeJisaer
BO3MOKHOCTb P€JIAKTUPOBAHUSA JIAHHBIX B pa3/esie «Jluanbiii kabuners. Eciu ykazano «las, To B pas-
nerte «JInaHbIil KAOMHET» OTOOPAYKAIOTCS KHOMKHY «VI3MEHUTH mapaMeTpbl aBTOPU3AIuny u «V3MeHuThH
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maHHble Kaprouku». [lo Hakaruio Ha JaHHbIE KHOIKHU JIOCTYIIHO PEJAKTUPOBAHUE [JINYHBIX JAHHBIX.
Ecnu ykazano «Her», T0 3Tu KHONKM HE 0TOOPAZKAIOTCS.

8. VYBemomJjeHus:

8.1. Coznmanue obpareHus - MabJIOH yBEIOMIIEHHT, KOTOPOEe 0TOOPAYKAETCs TP CO3IAHUU OOPAIIEHHUS C TOP-
rana camoobcesykusanus. labuon no ymosvanuio: «Ypaxaembiii ${itsm form incident author}! Baw
sampoc or ${itsm form incident regdate} saperncrpuporan mom Ne ${itsm form incident id}. IIpm Bo3-
HUKHOBEHUU BOMPOCOB Mokere obparuthes B Help Desk.» Ilpu sTom mepemvenubie B yBeIOMJIEHUH OYIyT
3aMeHeHbl Ha JaHHbe ¢ ¢Gopmbl. [Ipu HeoOxommMOCTH MOXKHO T00ABUTH Apyrue JaHHbIE C (DOPMBI B BUIE
${xox mous popmsbi}.

8.2. Co3zmanue 3agdBKM HA HM3MEHEHHE - [IAOJIOH YBEJIOMJIEHUS, KOTOPOE OTOOPAXKAETCs HPH CO3/a-
HHUW 3ampoca Ha W3MeHeHWe ¢ Toprasa camoobeayxuBanus. [llabmon mo ymomganwmio: «YBarkae-
mbrit ${itsm form rfc author}! Bam 3ampoc or ${itsm form rfc date} 3sapermcrpmposan mnom N
${itsm form rfc number}. IIpu BosHukHOBeHUMU BOIpOCcOB Moxkere obparurhca B Help Desk.» Ilpu sTom
IepeMeHHbIe B YBeJOMJIEHUN OyIyT 3aMeHeHbI Ha JaHHbIe ¢ (popmbl. [Ipu HEOOXOMUMOCTH MOXKHO J00ABUTH
apyrue nansbie ¢ dbopwmbl B Buze ${kon mons dopmbi}.

8.3. Co3nmanve 3asBKM Ha TpaBa IOCTyHa - IMADJIOH YBEIOMJIEHHS, KOTOPOE OTOOPayKaeTcst TPH CO3/1a-
HUU 3asBKM Ha MpaBa JOCTyna ¢ mopTajia camoobciaykuBanus. Illabmon no ymomuanwmio: «Bam 3ampoc
or ${itsm form access_order date} 3aperucrpuposan mox Ne ${itsm form access order number}. IIpu
BO3HUKHOBeHWH BOIPOcoB Moxkere ooparutbes B Help Desk mo momepy 9379992.» Ilpu sTtom mepementbie B
yBegoMeHnn OyayT 3aMeHeHbl Ha JaHHbie ¢ (popmbl. [Ipu HeobxomumocTr MOKHO J10OABATDH APYTrUe JTAHHBIE
¢ dbopwmbr B Buge ${xox noast dopmsi}.

9. Or Ybero mMeHu 3aMyCKATh MAPIIPYT - HACTPOHUKA, KOTOpAs OMPEIE/seT OT Ybero MMEHW 3aIryCKa-
I0TCs1 OOpalleHns U3 mopraJa camoobcnyKusanus. Ecin yKa3aHo « ABTOPH30BAHHOIO II0JIb30BATES»,
TO OOpalleHus 3aMyCKAITCA OT ABTOPU30BAHHOIO TOJIb30BaTessd. Kemm ykazano «CucTeMHOro moib-
30BaTelisi», TO OOpALIEHUs 3AILYCKAIOTCH OT CUCTEMHOIO 10JIb30BaTesis (L0/Ib30BaATe/ b, KO KOTOPOIro
itsm_service user). ITo ymomuanuio ykassiBaercsa «CHCTEMHOrO Mob30BaTe >, Jlanube o0palieHus
YI00HO aIMUHUCTPUPOBATE 110/ CUCTEMHBIM IOJIh30BaTeIAM ([IpephIBAHNUE, EPE3ANYCK U T.JI.).
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HacTpoiika aBTOMaTusnpoBaHHOro paboyero mMecra

s HACTPOMKY aBTOMATH3UPOBAHHOIO paboyero Mecra ucmob3yercs peectp «Hacrpoitku APM», on gocty-
[EH [TOJIB30BATEsIM B rpyime itsm_group_admin. HeoOxomumo co31arh OHY 3aluch peecTpa U 3amOHUTh
HOJIXO/IAIMMY 3HaYeHUusIME. [[Jisi M3MEHEeHUs TEKYIUX HACTPOEK, HEOOXOIUMO B YK€ CO3JAHHON 3allucu 1mo-
MEHSITh 3HAYEHUs] HACTPOEK. [IpuW co3maHnm 3amMucu peecTpa, BBIXOAUT yBEIOMJEHUE C TeKCToM: «Tabsuia
PEECTpOB TIycTast, 3am0aHuTh aedoaTHbIME 3HadeHusaMu? ». [lo maxaruio xHa OK, tabauna «Hacrpoiiku pe-
€CTPOB» 3amoJHAeTCs 1eONTHBIMY 3HAYEHUSIMU, 0 HaKaTHio Ha «OTMeHay, Tab/InIa OCTAETCS IIyCTOM.

Ilpumevanue. HacrosrenbHo coBeTyeM 3alOJHUTH TAOIUIY AePOITHBIMA 3HATCHUAMU Il TIEPBOTO OTKPbI-
tust APM. Takeke eciiu B JJaHHOM peecrpe 3aluch He Oyner CO3JaHa, aBTOMaTu3upoBaHHOe pabodee Mecro
He OyIeT OTKPBIBATHCS MOCJIE CTPAHUIIHI ABTOPU3AIUH.

9.1 Peectp «HacTtpoiiku APM»

1. Jlororun (daiin) - uzobpazkeHue JIOroTHIa, KOTopoe Oyaer orobpaxarbesa na APM.

2. Kaprunka crpanuupl apropusanuu ((baiin) - uzobpaxkenue, Koropoe Oyner 0TobpaxKaTbCs Ha CTPAHULE
aBropusauuu APM.

3. Crarychl, mpu KOTOPBIX 0TOOparkaeTcss KHOMKA «B mpobnemys mj1st oOpaillennii - HaCTPOiKa, KOTOpast
OTIPEJIEJIsIeT CIHUCOK CTATYCOB AKTMBHPOBAHHBIX OOPAIEHUiT, I KOTOPHIX 0TOOparkaeTcs KHOmKa «B
npobsiemy» Ha APM. ITo ymonuanuio «B npomecces. JlanHast HacTpoiiKa BIUSIET TOJIHKO HA OTOOparKe-
uue B npegenax APM, na orobparkeHue JaHHONW KHOMKK B KJIMEHTCKON dacTu Synergy OHA HE BIIHSET.

4. Hacrpoiiku peecTpoB - TabIHIA, KOTOPas OMPEIe/seT KaKhe PEeCTPhl U B KAKOM IOPSIKEe OTOOpazKa-
forcs Ha APM mHa cTpamuie ¢ TJalmKaMyu ¥ Ha TJIABHON CTpaHuile B MaHe W cieBa. [lpm sToMm s
MOJIF30BATEJIST YUUTHIBAIOTCSA MPABA J0CTYMa HA peecTp. COCTOUT €3 CAEAYIOMNUX CTOJIOIOB:

e Howmep peectpa - HOMED, KOTOPBIH ONPEIEIsieT O9ePeIHOCTh OTOOpaxKaeMoro peecrpa. Eciaum mHomepa
HET UJIu BBeJleHA He 1udpa, TO JEMEeHT BBIBOJIUTCI B KOHIIE OYepeu 1o ajadasury mo ma3sanuio. Ba-
puanTsl HOMepos: 1,2,3,3.1,3.2. DuemenTst ¢ HoMepamu 1, 2, 3 sABJISIOTCH JIEMEHTAME IIEPBOIO YPOBHSI.
A snementnt ¢ HoMepamu 3.1, 3.2 ABIAIOTCS 3JIEMEHTAMHU BTOPOTO YpOBHs. HuKe YpOBHU HE HUCTIOJIh-
3yI0TCA.
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e Haspamnue peecrpa - Ha3BaHue peecrpa, KOropoe orobpaxkaercs Ha APM

o PO,HI/ITQ.HB - OIII A, KOTOpad IIPpU BKJIOYECHUN OIpEeaeIdeT 9ITO ,D;a,HHbeI JIEMEHT ABJIACTCA TPYNHIUPY-

0mUM. Y TPYIOPYIOIIEr0 3JIeMEHTa OTOOPaXKaeTCsi MKOHKA DPA3BOPAYWBAHUS W CBOpadmBanwus. llpu
BKJIIOYEeHWH faHHo# ommun mons «Kom peectpas, «Hazsanme dpopmbry, «Koabr duabTpoB wepes 3a-
[SATYIO, /ISl UCKJIIOYEHUsS OTODParKeHWs CIYETYNKA» CTAHOBATCH HE AKTUBHLIMU. BJI0KEHHOCTH MOXKeT
OBITH TOJIBKO HA OIWH YPOBEHL. KCJIM DONUTEIHCKUI 3JIEMEHT MMEeT HOMED 3, TO JOUYEPHUE IJIEMEHTHI
pomuTesnsa umeloT HoMepa 3.1, 3.2 u T.1.

Kozx peectpa - Koz peecTpa, KOTOPBIH TOKEH 0TOOParKATHCS

Haspanne Gpopmbl - Ha3BaHne, KOTOPOE OTOOPAKACTCA NPH OTKPBITUH 3AIMCH PEECTPa HaJ, JAHHBIME
dopmbl (kpyunbiM wpudrom).

Nxonka Base64 - nzobpazkenne nkouku B (popmare Base64. /lanHas HKOHKA OTOOPAYKAETCS HA CTPAHUIIE
C IJIAIIKAMU U Ha [VIABHON CTpAHWIE MEpe], Ha3BaHueM peectpa. Jljid modepHux 31eMeHToB (HOMEpa
1.1, 3.1 u T.1.), KOTOpbIE IPYNIUPYIOTCA OPU HOMOILYU POJUTENs, UKOHKA He oTobpaxkaercd. VkoHka
MO2KET OTOOPAKATHCS I JIEMEHTOB, KOTOPbIE HAXOAATCS HA IIEPBOM yPOBHE, TO €CTh C HOMepamu 1,
2,3 urnm.

Konpt hpumabTpoB uepes 3amsTyio, /st UCKIIOUEHHST OTOOPAXKEHUST CUETIHKA - 3/1eCh TMePeInCINAIOTCS
KOZbl (DUIBTPOB pEecTpa, JJisi KOTOPBIX HE HYKHO OTOOparkaTh CUETUYHK C KOJUIECTBOM 3aluceil pe-
ecrpa B gagHoM unbrpe. Ha rmaBmoit crpanuie Hag Tabauiei oToOpaxKaoTcsa JOCTYIHbIE (DUIbTPHI 1
psioM ¢ GUABTPOM CUETIUK C KOJTHIECTBOM 3amuceii B HeM. J[isT HEKOTOPBIX (PUIBTPOB MpH OOJIBIIOM
KOJIMYECTBE 3aMCeil HET CMbICJIA M0JIyYaTh JAHHYI0 WH(MOPMALMIO W YBEJINIUBATH HArPy3Ky Ha APM.
B Takux ciaydasx MOXKHO yKa3aTh KOI (hUIbTPA PeecTpa B 3TOM CTOJIOIE.

Ha crpanune ¢ miamiamMu 0TOOpazkaroTCsA JIEMEHTHI IEPBOT0 YPOBHS.
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CrpykTtypa moaynst «YnpasaeHue obpalieHusiMun >

Copnep>kaHue

o C'mpyxmypa modyasa «Ynpasiernue o0PaUEHUAMUS

— Ocnosnuvie cyuynocmu

— Obpaugerus
x Cmpyxmypa Popmo, 06paw,eHus
* Cmpyxmypa Mapwpyma obpauserus,
*  Ymo maxoe cmamyc obpauserua?
x Jluazpamma cocmostutl obpauserus

— Cnucok 6A0KUPYIOUUT NPOUECCO8
x event.blocking.interpreter.counter.reopen
x event.blocking.interpreter.counter.wrongway
x event.blocking.interpreter.incident.auto__assignment
x event.blocking.interpreter.incident. duration Of Work
x event.blocking.interpreter.responsible. duration
x event.blocking.interpreter.timer.date
x event.blocking.interpreter.incident.relations.ci
* event.blocking.interpreter.incident.close_ child
x event.blocking.interpreter.mass_incident

x event.blocking.interpreter.incident.supplier.duration

x event.blocking.interpreter.notification.supplier
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* event.blocking.interpreter.incident.add_to_problem
x event.blocking.interpreter.incident.indez.tagcloud
x event.blocking.interpreter.completion
x event.blocking.interpreter.email
x event.blocking.itsm.send.rate
x event.blocking.incident. calc.status. 1
— JonosnumenvHole MeTAHUIMDL
* Ilepenasnavenue obpawsenus
* Onepayuu nad Gurbmpamu
* Onepayuu Had 6vbopKo
* Cmena npuopumema
*  Ynusepcasvroie yeedomaeHus

x Coszdanue npobaemwv, u3 00pawLeHUA

*x Cosdanue 3anpoca na usmenenue u3 00PAULLHUSA

10.1 OcHoBHble cyuwHOCTH

Bce o0bekThr KOHDUTYpanuu MOIy/s «YTNpaBieHus OOpAIEHUsIMU» I yA00CTBA, MOWCKA W HABUTAIIUU
CTPYHIIIUPOBAHBI B CJEyIINE JIUPEKTOPUN:

¢ Routes templates - [Ilaba0nbI MapmIpyTOB

e VMK - Tlonn3oBaTenbCKie KOMITOHEHTHI (KACTOMU3UPOBAHHBIE OOLEKTHI MHTEpdETica)
e blocking processes - Biokupyiomue Ipomeccst

e dict incident - Cnpapaynuxu

o ®opwmbr: Ob6pamnienne, Popma 3aBepiienus obpaienus, Hapsin, CepBucHas komanaa, Baemnuii mocras-
IITAK

e Peecrpnr: Obparmenns, Hapsiapt, CepBHCHBIE KOMaHIAbI, BHEITHTE TTOCTABITUKN

10.2 Oo6paleHus

Kon: itsm_form_incident

Ilpenynpexxaenmne: Mensarb Ko POPMBI, a TaKKe KOJIbI KJIIOYEBBIX M0JIeil Ha (popMe HACTOATETLHO He
PEKOMEH/1yeTCst. DTO MOXKET MOBJIeYb 33 COOOH OMMOKK B IIPOIECCAX, 3asBA3AHHBIX HA JAHHBIX HOJISX.

10.2.1 Crpykrtypa Popmbl obpawieHus

Bce mons na dbopme obparnennsi CrpynmnupOBaHbI B CJAELYIOMIAE PA3IETIbI:
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Npunoxenve O6uekT -

itsm

Changes

Incidents
Routes_templates
VMK
blocking_processes
dict_incident
BHELHW NOCTABLIMK
0O6pauieHua
Hapsj,

Hapssi

0O6paueHne

CepBuCHas KOMaHa
CepBuCHBIE KOMaHAbI
PopMa 3aBePLUEHHA MHUMACHTa
Knowledgebase
Problems
SLA
™P

components

o ToKasaTb CKpbiTE

Puc. 1: Puc.

1. Craryc u rpymnmna moJeil craTycos

2. OcuoBHas undopMaIus

3. Onucanme obpareHus

4. Onwucanue pereHus

5. Konrakrnasa nadopmarus

6. Barponyrast uHdpacTpykTypa

7. CBsiBaHHBIE CYITHOCTH

8. Ucropust OCHOBHBIX CTATYCOB
Tloapobuee 0 KaxKI0M U3 PA3IETOB:

1. Craryc u rpynma moJieif cTaTycoB

Ilome craryc itsm_form_incident_status sBisiercs kio4deBbiM mosieM Ha (opme Obparerus. Ot 3T0ro
TIOJIsT 3ABUCHAT MAPIIPYT UCIOTHEHUsT OOPAIeHNsI, OTOOpaskaeMble Mo Ha popMe, JOCTYITHOCTH OOHOBIEHUS
obpalienus Yepe3 HopTaJ/noury u Apyrue cruenuduaHbie HaCTPONKH.

TTose craryc cchizaeTcst Ha CMPABOYHUK ¢ KOJIOM itsm_dict_incidentstatus. I3menenne/nobasnenne HO-
BOT'O CTaTyca HEOOXOAMMO IPOM3BOINTH MPEABAPUTEIHHO O3HAKOMUBIIUCH C Pa3AesioM Jmo makoe cmamyc
obpawerua? .

Tloa pacmonokeHHbIE HEKE YCIOBHO 0003Ha4UeHbI Kak ['pymma moseii cratyca. [Ipoapobree 06 aToM TakxKe
quTaiite B pasgene Ymo maxoe cmamyc obpauerus? .

2. OcuoBHas wHbOpMAIHS
KimroueBbIiMu TOISIME B 9TOM pa3elie SBIISIOTC:

o Nnentndpukarop itsm_form_incident_id
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Mpunoxenue v O6bexr v msM Incidents O6pauenne <]
itsm El o6pawenne
{} cd tid
= [ oo |EK e . e L} .
= 06paweHue 3aperucTpuposaH v
Changes ]
[ Tabrwua .
Incidents 2 Cparmua ~ [ata oxwgaemoit
Rocrastn
Routes_templates
aifi Hewomeranbii Texcr [ara oxunaemoro
VMK BbIENEHIA TEXHMKM —
aff: OarocTRounoe nene
blocking_processes s “merceos none
BHELUHAA NOCTABILMK
[£) MorocTpouLi TexeT
dict_incident
A HTD pegacrop
BHELLHWE NOCTaBLYWKY KowmenTapuii
BHELUHMIA NOCTABLIMK Beinagaouwii cTucox 1)
[ paraiepens 3anpoc Ha aopaboTky
VHLAgeHTE BuiSop sapranTos
Hapsp, © Nepernwsatens sapnanTos
= Cornacyrowe:
S 2
9] UzoBpamerme
Obpawenve & osin KoMmeHTapuin
Cepucian kovaga # ceunsa
Puc. 2: Puc.
e Jlara perncrparun itsm_form_incident_regdate
e Aprop itsm_form_incident_author
e Omeparop itsm_form_incident_responsiblemanager
o Ilonpaznenenne ncrnoganTens itsm_form_incident_responsibleDepartment
e lcnosanTens itsm_form_incident_responsible
Mpunoxenue - v jusl] Incidents O6pawenne =
itsm & 06pawenve
{} cid  tid R e P
) (Ootioanan uribonmauna -
Changes .
[ Tatnia A HaerTndiarop AsTop ry
Incidents 3 Crpannua
Routes_templates T
fereurui WrTepaeric Synergy v
S Heusmexnemsii rexer
VMK
S OpHocTpouKoe none
blocking processes 17 nenosoe none AaTa peructpaumst S 00:00 Oneparop Admin A A F
MHOrocTpORHLI TekeT
dict_incident E
peRarTen Aara Taiinepa 20180112 [ 00:00 8u °
BHELUHWE MOCTABLYWKM
BHEWIHWI MOCTaBLYMK Beinagaou ceor Tun sanpoca Mruuaent
| arasepems 3anpoc Ha 0BCnyK1BaHNE
MHUMgeHTbI JA— Mnaxostie pagoTs!
Hapsig © Nepsrnosarens capHanTos - [E oomo
Hapagu oo ————
) MsoSpanenne B (HenonkuTeTs Admin A A 2
O6pawenne & @ain W
CepBuCHas KoMakHaa & Cosrea Mopazaensame
Cepaucibie Kowarg s ——
.
‘ | £ OBy Synergy Cepsucrias regisiry_chooser .
DOpMa 33BEpLUEHNA UHUMABHTE Hovep KomaHg2
Knowledgebase 3 nogces h
Meragannbie i
AT
st m o
,

[ oo I

> oka3aTb CKpbITblE ®opma

Puc. 3: Puc.

3. Onwucanme obparienus
KUIt0ueBbIMY TIOJISIMU B 3TOM Da3JIesie sBIISTIOTCS:

e Tema itsm_form_incident_theme -
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IIpu noaywernuu obpaujeHus Hepe3 Nowmy Mo Nose 3ANOAHAEMCA SHAYEHUEM - MEMA TUCOME
e Ommcanne itsm_form_incident_description -
IIpu noayuernuu obpauLeHus Hepe3 noumy Mo nose 3aNOAHAEMCA 3HAYEHUEM - MEA0 NUCOMA

o JlomomuurenbHas nadoOpMaIys - fuHaMIYIecKas Tabmma itsm_form_incident_addinfo ¢ TeKCTOBBIM
nojieM text -

IIpu noayuwenuu omsema Ha 3anpoc JoONOAHUMENLHOT UHPOPMAUUL NO FAEKMPOHHOT Nowme, 6 3moti mab-
AUYe C030GEMCA HOBGA CIMPOKE U 6 TOAE 3ANOAHAETNCA TEAO NUCOMA

e Bioxennns - nuHammaeckas tabmuma itsm_form_incident_files c momem «lobasut (daitny file -

ITpu noayvwenuu obpauterus u omeema na 3anpoc don.undo wepez nowmy 6 amy JuH. MabAUYY COTPAHANOMCA
8CE BAOIHCEHUA INEKTMPOHHHLT NUCEM

Mpunoxenne O6zexr v msM Incidents Obpaenue 2
itsm =) Obpawenve

- -
Cpyktypa

[ Taruya ~ Onucanue obpauienna
Incidents 3 Crpakuua ]

Routes terplates = o

SH[: Heusmenaeusii Texet W

a
g
&
)
R

Changes

VMK

ai: OgHocTposkoe none
blocking processes 123 Mucnosoe none
[® MrorocTpoure Texet

dict_incident
F HTDpeaarron A Onmcanme:

BHewHye nocTasLykn

BHeLHWiA nocTaBLIpK Brnanaroui GHGos -
7] Daraiepemn W
BuiGop sapuiaros

VHUMAEHTEI

Hapsa ® Meperniosarens sapuanTon 3 [DONONHKTENEHEA HHBOPMALIMA:

|

Hapagsi
] Usospascesne
ObpauieHne & oain W

T & coa

Cepaucrsie Komargsi rlemmae———

&, OBxexry Synergy
POpMa 3ABEPLLIHIR MHLMARHTE Howen

~ Brokenus

BLIGPaTL $aiin

= ninet noanucedt

Knowledgebase
MeTananible

Problems Mapaverpe: @

Mokasatenn

Npeacrasnenna D

C6pocuTe  CoxpaHuTb Bepciio

7 [oKa3aTk CKpbITble ©opma

Puc. 4: Puc.

4. Onucanue perieHus

IIpumeuanue: Ilosst B 9T0M OJI0KE 3aMOMHSIOTCS ABTOMATHYECKH KOMTUPOBAHUEM JAHHBIX UX (aitaa hopMbl
sasepiuenun (npu Bbibope craryca: OKuJaer ONEHKU MOJIb30BaTelisd). 38 KOINMPOBAHUE JAHHLIX OTBEYAET
onokupyrtoruit mporecc event.blocking.interpreter.completion

e Kon pemenns itsm_form_incident_decisiontype - BBITQJAIONMNAI CIUCOK CO CIPABOYHUKOM
itsm_dict_incidentdecision

e Ommucanne itsm_form_incident_decisiondescription -

o [lpuwuynna Bo3HHKHOBeHMsA itsm_form_incident_cause - BBINAJAIONINAN CIHCOK CO CIPABOYHUKOM
itsm_dict_cause

e Kareropusi c60s1i itsm_form_incident_failCategory - BBINAIAIOMNN CIHCOK CO CIIPABOYHHKOM
itsm_dict_failCategory
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o Tun cboa itsm_form_incident_failType - Bbiajamomuii  CIMCOK CO  CIPABOYHUKOM
itsm_dict_failType

e «CozznaBarp 3anuch B baze 3nanuii» - Boibop BapuanTos itsm_form_incident_makenew_knowledge

Om Haruvus 6 IMOM NOAE BKAOUEHHO020 YEKOOKCA 306 UCUM, 6ydem AU 00ba6AEHA 30NUCH 6 B(I,Sy 3HaHU

o QLI permeHus - AuHaMudecKas Tabauma itsm_form_incident_decision_files c momem «J/loba-
BUTH daiiay daiin

Mpunoxenve v v msM Incidents O6pawenne -3
itsm El o6pawenne
{} dd tid & o [

‘ :
~ Pewenue obpauienus
o
W
g Taoruua .
Incidents & Gparmua - Kog 3aKpeimn - Onucarme pewesns

Routes templates

af} Hewsmernemsii rescr [IPHYHHE BOSHAKHOBEHNS -

Changes

VMK
ai: OanosTposros nane

blocking_processes 1z Unenosos none. N _
L Kareropus c6os -
5] Miorocmpousuii wexer v CozgaTs 2anice B Base 3uax

dict_incident

4 HTD.peaacron
BHEILHUE NOCTABLYKY Tin cbos .
BHELUHWI NOCTaBLMK Brinazaouwmit ciucox

5 Raralepeus =
UHYuAeHT Betop sapmanros " Buibpars daiin
Hapsy, @ Mepernsatens sapnanTos .

S :

5] Usoparere

06pauiexmne & miie N

Puc. 5: Puc.

5. Konrakruasa nadopmanus

Tlome KonTakT itsm_form_incident_contact - cchiika Ha peecTp KOHTAKTHI 3aMOTHIETCS:
® BDYYHYIO, IPX pPErucTpanuu depe3 uarepdeiic Synergy
® 3all0oJHAeTCA aBTOMATUYE€CKU IIPU PErucTpaluuy Yepes3 IopTal UId II0YTY.

Tlonss  crm_form_contact_phone_phone  amrHammwdeckoit — Tabmwibl  crm_form_contact_phone u
crm_form_contact_email_email amHaMudecKoii Tabanipl crm_form_contact_email 3amoIHSIOTCA:

® MEXaHW3MOM COIMOCTABJIEHHUS B CKPUIITAX COOTBETCBIOYIIMX KOMIIOHEHTOB, DU PErUCTPAIMH Yepe3 WH-
repdeiic Synergy

e OJiok.mporneccom event.blocking.interpreter.email, npu perucrpanuu 4epe3 HOPTasl UM [OYTY.

IIpumeuanue: Hajuume 3nadenus B mosie crm_form_contact_email_email B mepBOil CTpOKe JTUHAMUYE-
ckoit Tabmmnpl crm_form_contact_email SBIAETCA KIIOYEBBIM IS IIPOIECCA OTIIPABKU YBEIOMICHHUI TOTh-
30BaTENIO0.

Ilpenynpexaenune: Peectp «Konrakrei» B Bepcuu Synergy Itsm 1.0 siByisiercsi pyIUMEHTOM IIPE/IbILY-
IIIUX Bepcuii U OyIeT UCKJIIYEH B MOCIEAYIONINX BEPCUSIX.

6. 3arponyTast wHDPACTPYKTYPA

TTone «3arponyTeiit ceppucy itsm_form_incident_servicelink siBisieTcss KJIIOYEBBIM - 110 HEMY, a TAKKE
110 IIOJIAM

e itsm_form_incident_author (rpymnma mosb30BaTes, sBISIONMErOCa aBTOPOM OOpaIIeHNs )
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Mpunoxenmne OfuekT - msM Incidents Obpauwerne -3
itsm & o6pawene
i dd tid & o K
z :
-~ KontakThas undiopmauns
wrypa
T ]
[ Taonuua v
e 2 Croommie = Hicboprauns o6 asTope
W
Routes templates .
ol Hensmenneusi rexct 0 KonTarT
VMK -
et OnosTposKoe rone v
blocking processes 12]2 Yncnosoe nane. e
) a Tenedor E-mail
[£) Mrorocrposresi rexcr
dict_incident
4 HTDpegarmon
W
o . ® e <
BHeLIHUE NOCTABLYAKN Pasou v Ouuansui ¥
BHELUHWA NOCTaBLUMK Buinazaniyii cnucok o
[5] Aaratepens ~
AETTEE BuiS0p sapuanTos ]

Hapaa ® Nepesniarens sapuanros

>]c

Hrgpopmayms 06 opranmzanum

— §
) vsospaxenne N
O6pawenne & oaiin AkaysT Opratizaunn
W
CepBuCcHan KoMaHAa & conna .
[Creunaname | 3 Tenedon E£-mail
Cepecrse cowanas e}
&% OBsexTt Synergy
POpMa 3aBEPLLIHIA MHUMACHTE & Hoveo § = 3
~ Pabouui v OcuumaneHsin ¥
Knowledgebase = v nognvcsi -
-
proties -
s
: .

% Moxasamb CKpbiTbie

®opma

Puc. 6: Puc.

e itsm_form_incident_priority (mpuopurer)

OCYIIIECTBIIsIETCsT CBsi3b obpaitenus ¢ SLA | monydenue AIuTeIbHOCTH U PACYET CPOKOB UCIOTHEHWsT OOpalie-
HUA C YKA3aHHBIMU IIapaMeTPaMu.

7. CBsizaHHBIE CYITHOCTH

B sToT pazes aBToMaTHYECKH MTONAIAI0T CO3/IaHHbIE HA OCHOBAHWH JaHHOr0 obpairenns IIpobiaemsr, a TakKe
MOTYT OBITH yKA3aHbI BPYYHYIO CBA3AHHBIE C JAHHBIMU OODAIIECHHUS.

8. Ucropusi OCHOBHBIX CTATYCOB

B srom paszgerne orobpaxkaerca ocHoBHag uHbopManusa mo kiaoedsbiM crarycam (Ha ogepenu, B pabory,
OxKujiaer OUEHKYU UCIOJHUTE/ISA). DTH [0JIA BHIHECEHBI Ha, (DOPMY sl BO3MOXKHOCTH MOJIYYEHUs OTUYETHOCTH
MyTeM CTAaHIAPTHOM BBIYIPY3KE JAHHBIX PEECTpa B XIs.

10.2.2 CtpykTtypa MapuwpyTta obpauweHus

e OCHOBHOH yCJIOBHBII TIEPEXO/I

e YCJIOBHBIH TIEpEXO/I TPY 3aBEPITEHUHT

10.2.3 Yto Takoe cratyc obpatieHuna?

B repmunonoruum npomyka Synergy ITSM craryc - 310 HAOOp Ciieayionmii 00bHEKTOB U HACTPOEK:
e 3HadeHue CIPABOYHUKA CTATYCOB
o [1TabsoH MapiipyTa

e Ilepexos B yCIOBHOM TIEepeXo/e MapIipyT peecTpa
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Npunoxenve ITsM In e =
itsm EJ Ofpauwenne
{} cid  tid R o P
- =
- 3aTpoHyTas untpacipykTypa
[Crpyrrypa ]
Changes Ll
i Tatwua -
Incidents % Crpawua -
W
Routes terplates
B ~ — <> ﬂ
TR atf: Heusniessenti Texc FaTDOMYTeIF CEDBYC regicty_chooser TN MOAREPYKH | pycrapmonnan v
atf: OawocTpouHoe none
blocking_processes 5 “werosoe none Coreropns ouer
. Terop TporpanHoe oBecredeHe v pouroers Buicokn v
MHoroCTDOMHEH TERCT
dict_incident
T HTD-peaastop N
] .
BHEILIHME NoCTaBUkK Konuvecrso Menee 10 v Bozae/icraue Bicoki v
BHELLHWIA NOCTABLUMK Brinaaaownii cincox
" & pavaropeun Tpnopirer Koyt v Kpynanii usuuent
HUgEeHTE!
s BLiG0p saparTos
s ® Nepermosarens sapuantos 2 -
Oparvan ca7% | pycyn v @ E-mail
Hapsaapl H_mﬁum W 380HOK
cMe
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o [Ipu weobxomumocTu: ponoaHuTesbHble 1ojss P3 u  JIOrMKa UX KONUPOBAHUS B IPOLECCE
event.blocking.interpreter.completion

10.2.4 OuarpaMmma COCTOsiHUiTI obpatleHus

IIpumeuanune: Ha nannoit qmarpamMme oTo6pazkaercs mepeveHb CTATyCOB U IIePEeX0I0B MeK/Iy HUMHU HaCTPO-
€HHBIN [10-yMOJIYaHUIO, HO MOXKET ObITh M3MEHEH IIPY BHEIPEHUHU PEHICHHS 110 MOTPEOHOCTSM KOHKPETHOI'O
TTPOEKTA.

10.3 Cnucok 610KupyHOLWMNX NPOLLECCOB

10.3.1 event.blocking.interpreter.counter.reopen

Hannetit BII wucnosb3yercst [jist MOMydYeHHsi JAHHBIX O TOM, CKOJBKO pa3 oOpaleHwe ObLIO0 Hampas-
JIEHO MOBTOPHO OT TOJB30BATENsT MPHU OIEHKe pernenns obparneruns. OH yBeIWYUBAET 3HAYEHWE MMOJISA
itsm_form_incident_count_reopen ma 1 emumHuny, ecau craryc obparnenus spisercs «Hampasieno mo-
BTODHO».

10.3.2 event.blocking.interpreter.counter.wrongway

Hannptit  BII  umcmonb3yercs s mOgydeHwWs JAHHBIX O TOM, CKOJIBKO pa3 obpairenue ObLIo
HEBEPHO HAMPABIEHO HA OdYepeab omeparopamu mepBoit Jjuuuu. OH yBeJIMYMBAET 3HAYEHHUE IIOJIsT
itsm_form_incident_count_wrongway na 1 eguHuIly, ecsiu craryc obpamenus spisiercs «Hesepuo nampas-
JIEHO».

10.3.3 event.blocking.interpreter.incident.auto _assignment

Hannoe BII ucnonb3yercs it aBTOMaTHIECKOTO HA3HAYEHNS O0OPAIIEHUsT UCIIOJTHUTEISAM JJIst YCIYT, Y KOTO-
PBIX B KQPTOUKE BKJIIOYEHA Onius « ABroMarnyeckoe HazHadeHues. CIUCOK MCIOJHUTE I TpU 3TOM HepeTcst
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13 KapTouku cepsuca u3 noss «['pynna, orsercrsennas 3a nojaepxkky yciayru». BII ycranasnmusaer craryc
obpamenus «Ha ouepenus u Hampasiser obpaliieHne B padOTy OTBETCTBEHHBIM UCTOJHUTENsAM. Eciu y cep-
BHCA O OOpAIEHNs HE BKIIIOYEHA OIS «ABTOMATHYECKOTO HA3HAYEHUST», TO OOpAIIEHUE UIET JIAJIbIIe IO
MapUIpyTy Ha ME€PBYIO JUHUIO.

10.3.4 event.blocking.interpreter.incident.durationOfWork

Hannpiit BII ucnosb3yercsa aJid 10JC4YeTa BpeMeHd HAXOXKIEHUd Ha 11ePBOM JIMHMM, HA BTOPOI JIMHHHU, Yy
BHEINTHIX NOCTaBMNKOB. OH 3aMOIHAET MOJIA B CKPBITOH TaOIUIE Ha OOPAIIEHNH, & TOUHee CJIeIyIoIIne MoIs:
* Tleppast TUHUS:

e Bpewms periervsi B MEHYTAX
e Bpewms permenus B q1acax
e IIpocpoueno ju?
e Bropasi siunus:
— Bpewms pemenns B gacax
— IIpocpoueno u?
e BHeriHne nocraBIIMKMT:
— Bpewms pemenns B gacax
— IIpocpoueno u?
e CymMmapHOe BpeMsi PerieHnsi B 9acax

B manbueiimem 3Tu gaHHBIE UCHIOJIB3YIOTCH I OTYETOB, JAMOOPIOB, IJisd BEICHNUS CTATUCTUKH.

10.3.5 event.blocking.interpreter.responsible.duration

Hamusiit BII ucnonb3yercst a1 moxydeHns JaHHBIX O MPOMOIZKHTETHHOCTH PAabOTHI MO OOPAIIEHHUIO 115
ucnonauresns. OH 110 cepBUCY OOpAIleHUs] HAXOJIUT KAPTOUKY JAHHOIO CEPBHCA M B TaDJIUIE JAHHBIX 110
SLA nHaxoauT K KakOW TpyIne OTHOCUTCA aBTOp obpamienus. I1o mpuopurery obpamienus BII momydaer
TIPOJO/IZKUTETFHOCTh BPEMEHU PA3PENIeHNsT 3aIpoca JJIs JAaHHOTO TOJIh30BATENs W 3aTOJHSET €ro B IOJie
IIpomomxurensaocts itsm_form_incident_responsible_duration jjid WCIOTHUTENS.

10.3.6 event.blocking.interpreter.timer.date

Hannbiit BII k Tekymeit nare gobassser 16 pabodux 1acos 1o padodeMy KaJleHIAPIO U HOJIyYEHHYIO ATy
zanosuser noje «J/lara Tafimepay itsm_form_incident_timerDate. JTa mara B JAJbHEHIIEM TPU OTIIPAB-
JieHnn OOpaIleHnsl HA, OIEHKY WHUIMATOPY MCIOJIb3yeTCs KaK JaTa 3amycka Taiimepa. lanmbiii Taiimep 3a-
MyCKaeT MapIpyT, KOTOPBIA 3aBepiiaeT paboTy WHUIMATOPA MO OIEHKE U MEPEBOAUT OOpAIIEHUE B CTATYC
«3aKpBITO>.

10.3.7 event.blocking.interpreter.incident.relations.ci

Hanuerit BII ucnonb3yercst 718 KOMMPOBAHUS TaHHBIX O MacCOBOM OOpAIlEHWM B 3aTparuBaeMbie KOHQU-
rypalnuoHHble equHUILL. Kcau obparenune sBisiercs maccoBbiM, BIT mosryuaer Bce 3aTpoHyTHIE KOHPUTYPA-
[IMOHHBIE €IUHUIBI U B KapTOuKy Kaxkaoih KE B Tabmauiy «MaccoBbie nHImaeHTo» B paszaene « CBsa3aHHbIE
CYIITHOCTH» J0DABIISAET CCHLIKY HA JAHHOE OOpaIleHwe.
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10.3.8 event.blocking.interpreter.incident.close child

Hannbre BII mepeBonut Bce modepnue obpamienus B craryce «OXKUIAET 3aKPHITUS MACCOBOTO WHITHICHTA
MaCCOBOIO MHIIUJEHTA B CTATYC «3aKPBITO» U 3alOJHAET JAHHBIE TI0 PEIIEHUI0 OOPAIIeHUs.

10.3.9 event.blocking.interpreter.mass _incident

Hamusiit BII 3amuchiBaer ccbliKy TeKymero oopaiienus B mosie itsm_form_incident_child B KapToOuKy
MaCCOBOTO WHIIMIEHTA, 3aKPBITHS KOTOPOrO OH OXKWJIAET Jisd pemreHusi obpamenus. B manbHeiimem mpu
3aKPBITHH OOPAIIEHNS 10 MACCOBOMY WMHIIMIEHTY, BCe OOpailnenus B moje itsm_form_incident_child OymxyT
ABTOMATUYIECKH 3AKPBITHI.

10.3.10 event.blocking.interpreter.incident.supplier.duration

Hamusrit BII ncnonb3yercs [ 3aM0MHEHRS TPOIOIKUTENHHOCTH PA0OTHI BHEITHETO TTOCTABIINAKA TI0 3asBKe
U JIAThI 3aBepiieHus paboThl BHEIHero nocrasiuka 1o SLA. s mosyYenus 3TuX JAHHBIX TPOIECC, HCIOJIb-
3ysl CEPBUC U MIPUOPUTET OOPAIIEHNSI, TEPEXOJIUT B KAPTOUKY BHEITHETO MOCTABIINKA U B TAOIUIE C TAaHHBIMU
mo SLA HaXomuT NpoIO/IKUTEIHLHOCTH BPEMEHU PAa3pelieHrd B COOTBECTBUM C CEPBUCOM ¥ TPUOPUTETOM
obpamenus. Ilpu momomu npomomkuTeabuocTu BII BricunThIBaeT mary 3aBepinenns pabOThI BHEITHETO T0-
CTABINHKA C YI€TOM PabOUIEro BpeMeHH Mo pabodeMy KaJaeHIapIo.

10.3.11 event.blocking.interpreter.notification.supplier

Hamusiit BII ornpasasier BHeIMIHEMY ITOCTABIUKY HA YKA3aHHBIM HA OOpAIEHUH MOYTOBBINA aapec yBeaoM-
JieHne O Ha3HadeHuHu obpamenus B pabory. Ilabson yBemommenus nacrpauBaercs B peectpe «Hacrpoiikm
YBEJIOMJICHU ».

10.3.12 event.blocking.interpreter.incident.add to problem

Hannstit BII ucnonb3yercs npu Hanpasienuu obpainenns B craryc «Oxumaer 3akpbitus npobiembrs. [Ipu
9TOM YKa3bIBAaeTCs MpoOIeMa, pelleHre KOTOpOoil HeoOXommMmo st JanHoro obpamenus. BII 3ammceiBaer
obparrenne B mmose «/HIUIEHTHI» Ha KapTOUYKE MPOOIEeMBI.

10.3.13 event.blocking.interpreter.incident.index.tagcloud

Hannbiii BII pobasisier B unjaekc s pusyasmsanuu «O0/1aKo Teros» CJIOBa U3 Te€Mbl M OlMCaHUs 0Opa-
IIIEHNs, TIPU 9TOM yOWpasi CJIOBA-MCKJIIOUEHUST U 3aMEHsIs Ha, CJIOBA-CHHOHUMBI. CIMUCOK CJIOB-UCKJIIOYEHUN U
CJIOB-CHHOHUMOB O€peTcs M3 peecTpa CHHOHHMOB M PEeCTPa MCKIIIOYEHUIA.

10.3.14 event.blocking.interpreter.completion

Yro mesaer mpoiiecc?
1. Ilomy4aer xom BBIMOJTHEHUS IO OOPAIIEHUTO
2. Ompemenser MOCIeTHIO 3aBEPIIEHAYI0 PaboTy
3. Ompenenser ¢aitn mo ¢popme 3aBepirenns B namnke IIpoune s 3Toit paboThHI
4

. Konupyer naunbie ¢ naiigennoro daiina ¢gpopmbl 3aBepiienus Ha ¢popmy obpalienus (MEHSET CTaTyC u
3alUCHIBACT 3HAYEHMs I'PYIIIbL 1I0JIeH CTaryca)
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10.3.15 event.blocking.interpreter.email

Yro gesiaer npoiiecc?
1. ITosyuaer id 3anucu peecrpa Konrakrbl, BbIOpaHHOro B mosie ABTop

2. Konupyer nanube ¢ HaligeHHOM 3anucu peectpa KorrakTsr HAa dhopMy obpalneHust

10.3.16 event.blocking.itsm.send.rate

Yro penaer mpounecc?
1. TTonyuaer email ¢ dopmbl obpaierus (Tabiauna KOHTAKTOB aBTOPA)
2. Ionyuaer popmar ysegomenus ajs craryca OxKugaer OLEHKH I10JIb30BATEs

3. Ornpasnsier Ha HalAeHHBINH email yBegoMiieHne 0 HEOOXOAMMOCTH MOATBEDIUTH 3ABEPIIEHNE PEIIEeHUsT C
aByMs ceblikamu « OTIpaBiieH TOBTOPHO», «3aBepInenne noaATBepxkaeHoy> [Ipum. Ilocae omnpasku npoyecc
padbaokupyemces. Ilo nascamuio Ha cColAKy 308EPUUMCECA MEKYUWAA HA Mom momenm paboma «Odxcudanue
ouenkus. Ilodpobuee - 6 pazdeae cmamyca)

10.3.17 event.blocking.incident.calc.status.1

Yro mesaer mporiecc?
1. Ionyuaer u3 dopmbr SLA Bpems pernieruss 1 BpeMsi PEakIluu M0 MapaMeTrpaM JaHHOTO 00pallleHus
2. BamuceiBaer ux Ha $hopmy oOpalieHus
3. PaccunThiBaeT MIaHOBYIO JATY 3aBEPIIEHNs C YI€TOM pabOvero KajeHaaps
4

. 3amuchIBaeT MJIAHOBBIE JATHI 3aBepinenust Ha (Gopmy oOpareHus

10.4 JononHuTtenbHble MeXaHN3Mbl

10.4.1 MepeHa3HayeHne obpaweHns

1. Tlosyuaer X0/ BBIMOJHEHUS 110 OOPAIIEHUTO
2. 3aBepIiaeT TeKyIIyo pabory mo oOpaIeHuio
3. Coszmaer HOBYIO paboTy O OOPAINEHUIO JJIsl YKA3AHHOIO HOJIb30BaTesss cO crarycoM «B mporecces

Ipum. Pyuryus neperasHaueHus pabom no3eoaiem ONePAMoOPY 3a46ePUUML PAOOMY, 6 KOMOPOU OH He A6-
AAEMCA HU UCTIONHUMENEM, HU GBTMOPOM

I orobpazkeHnsT KHOIKKA Y IOJb30BATENS, JAHHOIO IIOJB30BATEIsT HEOOXOTUMO MODABUTH B TPYIILY
itsm_ group _reassign_ access. Knonka «Ilepenaznaduurb» mocrymna mjis crarycoB obparmenuii: «Ha ouge-
peaus, «B mpormecces, «Mudopmarus mpenocraBieras. [Ipu HeOOXOIUMOCTH B CKPHUITE MOXKHO J100ABUTH
TPEOYIOIIHecs: CTaTyChI.

10.4.2 Onepauuun Hag punbTpamun

st Bcex obparnenuii B yKa3aHHOM MPEeTHACTPOEHHOM (DHIBTPE:
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1. 3asepiuaer Tekyiyo pabory ¢ GOpMOil 3aBepIeHus ¢ 3AII0JIHEHHBIMU [TOJISIMU CTATYC ¥ IPYIIIA HOJIed
craryca

10.4.3 Onepauyuu Hag BbIOOpKOI

Peecrp «Omnepanuu HaL BHIOOPKOiT» HOCTYNEH U3 KIMEHTCKON yactu Synergy B Xpauunuine -> Peectpor. Ha
APM n5151 BbI3OBa 3alucu peecrpa HeoOXOAUMO Ha OCHOBHOM TabJimile BhIOpAaTh HECKOJILKO ODpalleHuii, OTMe-
THUB raJI0YKOil B Hadaje CTPOKH, B MeHIO «/leficrBusy HaJ Tabmuieil BbIOpaTh HyKHBIH craTyc. s Bcex
obpareHuii MpOM3BOJIHHON BRIOOPKY 3aBEPITIAETCS TEKYINas padoTa, ¢ (hopMoil 3aBepIeHns ¢ 3am0THEHHBIMI
MOJIAMU YKA3aHHOTO CTATYCA W IPYIIBI MMOJIeH cTaTyca.

10.4.4 CmeHa npuoputeTa

1. Menser npuoputer obpaIeHust
2. IlepecuuTbiBaeT MOTPAYEHHOE B TEKYIIEM CTATYCE BPEMs U 3AlMCHIBACT B CUCTEMHBIE TIOJIs
3. TlpepbiBaer u 3amycKaerT MapIipyT - 9To0bl BpeMs mo SLA mepecyuTaaocs i HOBOTO MTPUOPUTETA,

Jmss oTobpazkeHnsT KHONKKA Y IOJb30BATENS, JAHHOIO IIOJB30BATEIsT HEOOXOTUMO MOOABUTH B TPYIILY
itsm__ group _priority _change. Knonka «CMeHUTH OpHOpPUTET» JOCTYIHA [ cTaTycoB obparnenuii: «Ha
ouepeans», «B mpomecces, «Hanpasaen nosropuo». Ilpn HeoOXx0uMOCTH B CKPUIITE MOXKHO J00ABUTH TPEOy-
IOIIHECcsT CTATYCHI.

10.4.5 VYHusepcanbHblie yBeaoMAeHUS

1. Ckpunt 3amyCcKaeTcs €2KeIHEBHO - CO3MAET W 3aIyCKAET 3AMKUCh PEECTPa « Y HUBEPCAJIHHBIE yYBEIOMJIE-
HUS>.

2. B 6uiok-1miporiecce npoucXOAuT PACCYET U I'PYNUPOBKA IIPOCPOYEHHDBIX OOPAIIEHUI 110 [TOIPA3AeICeHAAM.

3. IlpoucxoauT pacchliKa YBEIOMJIEHUI PYKOBOIUTEISAM MOAPA3IAETEHNH, B KOTOPHIX MPOCPOYEHBI 00pa-
mernst. Eciu obpaiienne mpoCcpoYeHo He TePBhIil pa3, MPOUCXOIUT ICKAJAIUS, - YBEIOMJIEHNE OTIIPAB-
JIS€TCS PYKOBOJIMTEJIIO BBIIIECTOSIIErO TOIPA3IETEeHUS .

st paboThl HEOOXOIUMO, ITOOBI ObLIM HA3HAYEHDI PYKOBOIUTEH ITOAPA3/IEIeHUI 1 Y HUX ObLIa, MPOIHCAHA
OYTA.

IIpu HEOOXOAMMOCTH MOYKHO CO3ATh U 3AIYCTUTH MEPECUET BPYUIHYIO - B CIIy?KEOHOM peecTpe « Y HUBEpCajIb-
HBIE YBEIOMJICHHS.

10.4.6 Co3pgaHune npobsembl n3 obpalleHus

s co3manns mpobsieMbl 3 obparenns oTobparkaercs KHomka «B mpobsemys. Ilo mHazkaruio nHa Hee co-
3maercd 3amuch peectpa «IIpobnembry u mose «VcTOYHNK» 3amoyHsSeTcs CChIIKON Ha obparenune. Takxke
JIOTIOJTHUTETFHO KOMUPYIOTCS JTaHHbIE U3 OOpAIleHnsl B TPOOIEMY.

JlaHHAS KHOIKA CTAHOBUTCS JIOCTYITHON TOJBKO MOCTE AKTUBAIMY 3AMUCH PEECTPa ODPAIEHUS U JJIs OIPEe/Ie-
JieHHBIX craTycoB. CIHMCOK CTaTyCcOB, IPU KOTOPBIX OTOOparxkaercs nannas KHonka Ha APM, nacrpamBaercs
B 3amucu peecrpa «Hacrpoiiku APM».

OTrobparkeHne KHOMKM B KJIMEHTCKOH dYacTh Synergy HaCTPAaWBaeTCs B CKPHIITE HA CTAaTyce OOpAIIeHWUs
(itsm_form_incident_status). Tekcr ckpunra:

64 Masa 10. Crpykrypa mogyns «YnpasneHue obpawieHnsamMmm»



Read the Docs Template Documentation, Boinyck 0.1-alpha

2 Hacrpoiitn APM - X
i % < 7
OCHOBHbI€ HaCTPOAKH
OTnpasuTh Torotin itsm-arm-logo.png %

HapTWHKa CTPaHHLUE black-background 1jpg X
asTopuzaLIAM

Kaprouka

CTaTychbl N8 KHONKKW "B npo6Gnemy"
CTaTyChl, NPW KOTOPBIX (C) 3aperucTprpoaato

DTOD,DH)“?TCQ iHonka "B . (O Wkchopmaums npesocTasneHa
npoGnemy” anA obpawermi

=+ MpunoxeHus (1)

@ Hacrpoiiku APM.asfdocx

T T
EZ
e
28
g d
Bt
EE
E

i
© 3
s
i
g5
L=a )
23
=)
:

] O%M[IAeT 3aKPLITHA MACCOBOMD MHUMIEHTA

T T
R
-
828
R
583
R
i3
g2s
R
£E°8
E§

H

T To
o &
o )
2 2
&
k] 8
& o
&
= I
=

R0 Uugast

[ B npouecce
(T) Owugaer oteeta nonssosarens
(] O%mpaet peluexie npodnemel
(] 3akpeiTo
(] O%1AAET OLIEHKW MONE30BATENA
[C) B OXMOBHIM BEITENEHUA TEHIMN
([ HanpaeneHo BHELHEMY NOCTABLMKY
HacTpo#ku peecTpos
Hormep Haseanwve peectpa Pogutens Kog peectpa Hazzarve dopms WrorHka Base64 Kogsl dunsTpoe yepes
peectpa 3anATyo, ANR
MCKIKOYeHNA
oToGpaxeHus
CUETUMKA
1 QOpaweHiA Dna itsm_registry_incidents QOpawetne itsm_registry_all,itsm_reg
ister_incident_fiter_inRe
g,itsm_register_incident_f -
Mognncats Mpeasinywmi n Cnegyowmii CeoiicTsa Knaccudukarop Bepcvin Konuu
o Hacrpoiikn APM ®
Puc. 11: Puc. Hacrpoiiku APM
if (window.location.href.index0f ('Synergy') !== -1) {

let buttonProblem = $ (" [document_id="${getDocID()}"] ) .closest('tbody') .find(' [data-button=
—"APPROVE"] : contains ("B mpobmemy")') .closest('tr');
if ([3].index0f (Number (val)) === -1) {
buttonProblem.hide() ;
} else {
buttonProblem.show() ;

ITpu HEOOXOAMMOCTH YKA3aHWs JOMOJHAUTEIBHBIX CTATYCOB KpoMe craryca «B mpomecce», B MaccuB depes
3amATyI0 Hy»KHO JOOABUTDH MOPSIKOBBIE HOMEPA APYTHX CTATYCOB M3 CHpaBOYHUKA «CTaTychl MHIHIEHTAY.
Hanpuwmep: if([3, 7, 6].indexOf(Number(val)) === -1).

Ilo ymomganuio, kaonka «B mpobmemys mocrymna ajs craryca «B mpormecces.

10.4.7 Co3paHue 3anpoca Ha uamMeHeHue u3 obpauieHus

JocTymnHa BO3MOXKHOCTD CO3IaHUs 3AIIPOCOB Ha n3MeHeHne i3 obparnenuii. I 3Toro oTobparkaercss KHOTIKA
«3ampoc Ha M3MEHEeHHe», 110 HaYKATUIO Ha KOTOPYIO CO3/IAeTCsl 3alIPOC Ha M3MEHEHHe Ha OCHOBE OOpalleHust
u none «Ccplika Ha OOpallieHnesy 3amoJHIETCs CChLIKON Ha JOKyMeHT, B mojie «cTOYHUK» yKa3bIBaeTCst
«O6parienunes. Takke JOMOJHATETLHO KOIUPYIOTCS JAHHbIE U3 OOPAIIEHUS B 3aPOC HA U3MEHEHUE.

JlanHasi KHOMKA MTOCTYITHA /s TOJIh30BaTeNeil Tpynmbl itsm_group_button_rfc Ha crarycax obparieHnii
«3aperucrpupoBano», «udopmanus mpegocrasiaeHas, «Ha odepenms, «B mpomecces. Ilpn meobxommmocTn
B CKPHUIITE MOXKHO J00aBUTh WK yOpaTh HYKHBIE CTATYChI, & TAKKE [TaHHbIE KOMUPYEMbIe W3 O0pAIleHus B
3amIpoc Ha W3MEHEHHe.
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66 Masa 10. Crpykrypa mogyns «YnpasneHue obpawieHnsamMmm»



[naBa 11

CrpykTtypa moaynst «YnpasaeHnue npobnemamu»

Copnep>kaHue

o Cmpyxmypa modyasn «Ynpasiernue npobiemamus
— OcHosHble CYUHOCTMU

— Ilpobarema

x Cmpyxmypa Popmo. npobaemot

11.1 OcHoBHbIe cyuwHOCTH

Bce 06bekThI KOHMUTYpAITUT MOTYJIsT « Y TPABJIEHNS TPOOIEMaMuy 11 YI00CTBA TONCKA M HABUTAIINN CIPYII-

MHUPOBAHBI B CJIEAYIINE TUPEKTOPUN:
e routes - IT1ab10HBI MAPIIPYTOB

e interpreter - Biiokupymoiue 1poueccol

dict problem - Cropapaunuku

®opwmsbr: [Ipobaema, @opma 3aBepieHns: TPOOIEMBI

Peectpor: TIpobrembr

11.2 lNpobnema

Kom: itsm_form_problem
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Ilpenynpexgenue: Menars Ko (popMbI, 8 TAK¥Ke KOIBI KJIIOUYEBBIX MOJIeil HA (DOpME HACTOATEHHO HE
PEKOMEHIyeTCsl. ITO MOXKET TMOBJIEYh 33 COOO0H OMMOKHU B MPOIECCAX, 3asABI3AHHBIX HA JAHHBIX TOJISIX.

11.2.1 CrpykTtypa Popmbl Nnpobaembl

Bce mona ma ¢opme obpartenns CrpynnupoOBaHbl B CJIEIYIOIIHE PA3IeIbl:

1.

OcuoBHast naGOpPMAIWS

. Jonosanrensuas nadopmanms

2
3.
4
)

Pemenne mpobiembl

. Pemenus mo cxoxkum BoOmpocam

. Cesi3aHHBIE CYIITHOCTH
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[naBa 12

CTpykTypa moaynsa «YnpasieHne U3MEHEHNAMIN >

Copnep>kaHue

o Cmpyxmypa modyasn <« Ynpasienue usdMeHeHUAMU>

— Ocnosnuvie cyuynocmu

12.1 OcHoBHble cyuiHOCTU

Bce oObekThr kKOHDUTypAmWE MOAYIs «YIPABIEHUS W3MEHEHUSIMU» IJis yJ00CTBA IMOUCKA W HABUTAIUU
CIPYIIUPOBAHBL B CJEAYIIHE JTUPEKTOPUHN:

e Routes templates - [1la610HBI MapIIpyTOB
e Interpreter - Biokupyromue mporeccht
e dict change - CnpaBaunuku

e ®opwmbl: 3anpoc Ha uzmenenue, 3menenue, @opma 3aBepieHus 3anpoca xHa usmenenus, Popma 3a-
BEpIIeHNs] W3MEHEHU ST

Peecrpnr: Bampoc Ha m3menenne, 3menenns
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70 FnaBa 12. Crpykrtypa mogyns «YnpasneHme nameHeHussMun»



[naBa 13

CrpykTtypa moaynsi «YnpaBiaeHne KOHUIypaLMOHHbIMA eAUHNLAMI >

Copnep>kaHue

o Cmpyxmypa modyasa «Ynpasiernue KoOHPUYPAUUOHHBLMU EOUHULAMUS
— Ocnosnuvie cyuynocmu
— Koopounayuornas edunuya
x Cmpyxmypa @opmv. Konduzypayuontas edunuya

— Jlonoanumenvrole METAHUMDBL

* (643U KOHPUYPAUUOHHOLL eOUHUY,

13.1 OcHoBHble cyuiHOCTHN

Bce obbekThl KOHDUrYpauu MOIYIs «YIpaBjeHus KOH(DUTYPAIMOHHBIMY €IMHUIAMAY I yA00CTBA TO-
MCKA U HABUTAIMK CIPYIIMPOBAHBL B CJIEYIIHME JIUPEKTOPUN:

e VMK - nonw3oBarensckuii kommonenT 1jisi BMK «CBsizu KOHGUTYypaIIMOHHBIX €IHHUIL»

e coordinates for drawing - xoopmumarel a1 orpucoBKEH CBfA3ell KOHQDHUIYDAIMOHHBIX €JIMHUIL
(dbopma u peecrp)

e dict ci - Cupasounuxu: Kareropuu xoudurypanuonnnix ejaunut, Cpsuzu konduUrypanuontbx eiu-
uuil, CTarychl KOH(MUTYPAIMOHHON €IUHUIIbI, THUIBl KOH(MUTYPAIMOHHBIX €IHHUIL

e @opwmbr: Konduryparnmonnas equauma

o Peectpor: Kouduryparmonubie e uHAIIBI
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13.2 KoopauHaunoHHas eguHuua

Kon: itsm_form_ci

Ilpeaynpexxaenne: Mensarb Ko (POPMBI, a TaKKe KOJIbI KJIIOYEBBIX M0JIeil Ha (popMe HACTOATETLHO HE
PEKOMEHIyeTCsT. ITO MOXKET TOBJIEYh 33 COOO0M OMMOKN B MPOIECCAX, 3AABI3AHHBIX HA JAHHBIX TOJISIX.

13.2.1 Crpykrtypa ®Popmbl KoHdurypaumorHas eguHnua

Bce mons ma dbopme obparnennsi CrpynmnupoOBaHbI B CJELYIOMINAE PA3IETIbI:
1. OcuoBuast undopmarms
2. Tonpobuast nudOpMAIHS
3. Ucropus n3meHeHmii
4. Ucropust ctaTycos
5. CsizaHHBIE CYITHOCTH
6. JoxkymeHTBI
OcnoBHas nHGOPMAIKSA COCTOUT U3 CIAETYIONNX JAHHBIX:
e ID - yamkaabHBII HOMED
o Haumenosanue
e Burazener - mob30BaTeNb, KOTOPBIN BJIAIEET WJIN TOJIB3YETCS KOH(MUTYPAIMOHHON € TUHUIIEH
o Omumcanwue
e Tum - onpeaensgercs cupaBOIYHUKOM THIIBI KOH(MUTYPAITMOHHBIX € TAHHMI]
e Bepcua
e Kareropus - onpezesnsercs cnpaBogyaukoM Kareropuu KOH(MUTYpAIMOHHBIX €IUHUIL

e llkonka - uKoHKa, Kotopas orobpazkaercsa Ha BMK Csizu KoHGUTYPATMOHHBIX € THHHUII,

13.3 JononHuTtenbHble MexXxaHN3Mbl

13.3.1 CBa3u koHUrypaLUoOHHbIX eAUHULY

JlaHHBIA MO/YJIb OTODpazkaeT Bce KOH(PUIYPAILMOHHbIE €INHULBL, & TaKXKe CBA3U MexKay HuMHU. CBA3M KOH-
GUrypanmoHHbIX €IWHUI YKA3BIBAIOTCA W3 JaHHbIX Tabaumbl itsm_form_ci_relations. Ilomumo mostHOI
KapThl CBsA3€l, MOYKHO BBIOPATH TOJHKO OMPEIEJIEHHYIO eIUHUILY U OTOOPA3ATCS JAHHBIE 10 €€ CBI3aM.

IIpu oTobOpakenun cBsi3eil KOHMUTYPATMOHHBIX €IWHUI PACIOJIOKEHE NKOHOK HE BCErJIa CTAHOBUTCS yI100-
HBIM [7isi TpocMOoTpa. s 3Toro peann3oBaHa BO3MOXKHOCTH M3MEHEHWs] MECTOPACIOJIIOXKEHUS MKOHKHU Ha
kapre. [Tocne mepeapukeHus 000 U3 eIMHUIBI HA Kapre, akTUBUPYOTCa KHOonka Coxpanurh. JlanHast
KHOIIKA II03BOJI€T COXPAHUTH KOOD/IUHATHI JIEMEHTOB HA KAPTe, TAKUM 00Pa30M IIPH CJI€IYIOIEM OTKPBHITUI
pacnosoykenre OyaerT OmpeaeasaThCs MO COXPAHEHHBIM KOOPAWHATAM. BO3MOXKHO MepecoXpaHeHne paciojio-
JKeHUe 3JIEMEHTOB Ha KapTe.
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Npunoxenne - O6sekT
] [, B = =l * Kondurypaymonnan eguHiua
{} cd tid & e
OnemeHTEl ' B
MeTtaganHble -
Hasearie (OPML! Ha KasarCKoM @ OcHoeHan uHpopMaLmsa
i
KoH$urypaumoHHas egnHuLa -
HasBanite ophs: ka pyccion RS Tun: MporpamuHoe oBecneueHie v
KoHurypaumorHas eanHuLa
HasBarue dhopusi Ka aHTIMiCKOM HauWMeHoBaHWe: Bepcua:
KoHurypaumorHas eanHuLa
W
Koa Bnaaeneu: 2 Kateropua: Cepeepsl v
itsm_form_ci
Kparxos anucakne WKOHKa: BriOpate daiin \
itsm_form_ci
~ OnncaHue <P
W
Bepcus -
1(15.09.20 21:46, Admin A | ¥ W
Cosgan eepono -
~ NMoppobHan uHdopMaums
W
Wamerin eepcii .
» Sc@g W LR -] w > W > @ w > @ W LRI - w >
MapameTpe! o -
m CBpocuTL COXpaHUTL BEPCUID
pd bopma

Puc. 1: Puc.

®unsTpauma no KE:  BCe KoRDMrypaUMCHHSIE BNMHMLEI IT SeriCe Manageme"t

<
Huawei2..
uawei DHDJEM TP-Link T..
D MpukTep XAdS

- \
‘3’2 Mbiws ASUS DKon—amp Dell. D Mapwpymusarop
X.o

Cepeep HP ML10

[ weswissar [ oo ‘I’ ‘|'
eoe e [B] ponmemoctoner
KpaHuML,

D_Hu‘rrﬁmHPuavi” ‘32 M \ l
D SnexTpoHHEi
xouw..
D MOHHTOP
Samsung

"9’2 Miws Delux D Incxasepy D ITSM <—@ CRM —_ Colvir —> E

o
e
)

Puc. 2: Puc.
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74 Fnasa 13. Crpykrypa mogyns «YnpasneHve KOHhUrypaumoHHbIMU eguHuuamn»



[naBa 14

CTpykTypa mopynst «YnpasneHue npaBaMu AOCTyna»

Copnep>kaHue

o Cmpyxmypa modyasa «Ynpasaenue npasamu docmynas
— Ocnosnuvie cyuynocmu
— Basaska na npasa docmyna
x Cmpyxmypa Dopmoi
— Poau
* Cmpyxmypa Dopmos
— IIpasa docmyna
* Cmpyxmypa Popmot
— Cnucok 6A0KUpYIOUUT NPOUECCOs

x event.blocking.interpreter.access.approved

x event.blocking.interpreter.update.access

14.1 OcHoBHbIe cyuiHOCTH

Bce 06bekThI KOHMUTYpAIIUT MOIYIS « Y IPABJICHUsT OOPAIECHUSIMU |
e @opwmbr: 3asgBka Ha mpaBa aocryna, Pomu, [Ipasa mocryma
e Peecrpor: BasiBka Ha npasa gocrymna, Posnu, Peectp npas mocryna

e Brokupyrorme mporecch
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14.2 3asska Ha npaBa gocTtyna

Kon: itsm_form_access_order

Ilpeaynpexxaenne: Mensarb Ko (POPMBI, a TaKKe KOJIbI KJIIOYEBBIX M0JIeil Ha (popMe HACTOATETLHO HE
PEKOMEHIyeTCsT. ITO MOXKET TOBJIEYh 33 COOO0M OMMOKN B MPOIECCAX, 3AABI3AHHBIX HA JAHHBIX TOJISIX.

14.2.1 Crpyktypa ®@opmbi

OCHOBHBIE IOJIA:

Howmep 3asaBku
Jlara perucTpaiiny - 3amoHaeTCs JATOH CO3TaAHMS
Craryc 3asBKHU - YKa3bIBAETCS OTBETCTBEHHBIM BPYJIHYIO

Cucrema - cucrema, [Jjisi KOTOPOi BBIIAIOT WK OoT3bBaioT npasa. Cebuika Ha peecrp «Konduryparm-
OHHBIE €JUHUIIBL.

PykoBomuTensb (¢ K€M COTIAcOBATH) - OTBETCTBEHHBIN, KOTOPOMY OYIET HAIPABJIEHO COTJIACOBAHWE 3a-
SIBKH.

JleiicTBue - OOGABUTH WM OTO3BATH MPABA JOCTYIIA
Posb - cepinka Ha peectp «Pomm»
Tlonm3oBaTEND - ABTOP 3as9BKU

,ZLO.H)KHOCTL - JOJIZKHOCTBb aBTOpPa 3adBKHU

Mpunoxenne OfnexT ITSM 3aRBKa Ha NpaBa AocT...

[=l 3aneka va npaea gocyna

{} cid  tid & o &
BnemMeHTLI |5 R o =
CrpyiTypa  itsmFileDownloader
W
[ Tanuua .
~ <
© CTpanmia rapmoLKka
W
TexcToBbie aneMeHTE!
abfc HensmeHAeMuIR TekcT ~ 3anBKa Ha Npasa JocTyna
atf: OAHOCTPOUKDE None W
122 Ynenosoe none -
MHOreCTONHEIA TeReT * Howep saseku Hledcmeie [odasuTs A
T HTD-pegastop
BnemenTsl BEIBopa Hama pezucmpauuu o m Ponb reqistry_chooser <
BINaaRUMI CIHCOK
7] Aaralepema .
Cmamyc 3asexu aperncTpupoaaHo = Monsaosamens 3
BriGop sapnanTos
@) MepernkyaTent BapHaKTos
Cucmema [fonxrocms
Dainb
W wzaBpanenie
& oain Pyxosodumens (¢ kem &\
Co2nacosams)
& Ceora
» W
MeTajaHHbIe
NapameTpel -

m C6pocuTh COXpaHUTL BEPCHID

Dopma

Puc. 1: Puc.
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14.3 Ponn

Kon: itsm_form_role

14.3.1 Crpyktypa ®opmbi

OcHoOBHBIE TIOJIA:

e Cucrema - cucrema, Jjiss KOTOPOI BbIAAIOT Wik 0T3biBaioT npasa. Cebuika Ha peectp «Koudurypanu-
OHHBIE €TUHUIIHI>.

e Pouib - HaszBanue posn

e Omumcanue - OMUCAHKWE TOrO, KAKWE TPABA U JOCTYIIbI HACTPOEHBI [IJIsl TAHHOMW POJIH

Npunoxenne OfuekT

SN

BnemeHTLI

> |

MeTaganHeie rapmoLKa

Haseanye (opwsi Ha Kasaxckow

» ¢

Ponm Ponb
Hasearie OISl Ka DYCEROM o
S @ W LRI - 1] > <@ W LRI -} w >
Ponu ~ Hassanue cucmems! @ Pons
HasBaHue MOpMsl KA SHITHIACKOM W >
Ponn =
~ Onucanue <P
Koz I
itsm_form_role v
Kpatxoe onucamme itsm_form_role_description @
Arial v 14 B
A =
<3 < 60 ==

Bepeus
1(11.09.20 16:04, Admin A | ¥

Cozaan sepcuo

smerin sepcuio -

NapameTpel

m C6pocuTh COXpaHUTL BEpCHio

> Gopma

Puc. 2: Puc.

14.4 lpaBa poctyna

Kon: itsm_form_access_order

Ilpenynpexxaenune: Menarb Ko GOpMBI, a TaKKe KOIbI KJIIOYEBBIX o€l Ha (popMe HACTOATETLHO He
DPEKOMEH/IyeTCst. DTO MOXKET MOBJIeYb 33 COOOH OMUOKK B IIPOMECCAX, 3asiBA3aHHBIX HA JAHHBIX HOJISAX.

14.4.1 Crpyktypa ®@opmbi

OCHOBHBIE TOJIA:

14.3. Posan 17
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e Cucrema - cucrema, Jjis KOTOPOI BbIAAIOT Uik OT3biBaioT npasa. Cebuika Ha peectp «Koudurypanu-
OHHBIE €TUHUIIHI>.

e Pomnb - ccouika Ha peectp «Pomms

Ilonb3oBaTenb - aBTOP 3asdBKU

° ,ZLOJ'[}KHOCTB - JOJIZKHOCTH aBTOPa 3adBKU

Hocne;LHee U3MEHEHNE 110 3adBKe - CChLIIKa Ha 3adBKY Ha IpaBa JOCTyTia

14.5 Cnucok 610KupyHOLWMNX NPOLLECCOB

14.5.1 event.blocking.interpreter.access.approved

Hannsrit BII 3anucsiBaeT B CKpBITOE 1OJIe approved HOBOE 3HAYEHWE O TOM, UTO COIVIACOBAHME 3aBEPIIEHO.
DTO moJie B JaJIbHEHAIIeM UCIOIb3YeTC s JJIst pa3aeaeHuss (PUIbTPOB JIJIs COrIACYOIIEro U i OTBETCTBEHHOIO
HUCIIOJTHUTE 1A, KOTOprfI BbLIAET HUJIX OT3bIBAET IIPpaBa.

14.5.2 event.blocking.interpreter.update.access

Hamuwrit BIT mpu qobasennn mpap MoJIH30BATEII0 CO3JAECT 3aMMCh O HA3HAYEHHBIX MPABAX B PEECTpE MPaB
JIOCTyTIa JIubO MpU OT3BIBE TIPAB YAAJISAET JAHHBIE 00 UMEIONNXC MPaBaX.
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[naBa 15

CTpykTypa moayna «YnpaBieHne akTUBaMu»

Copnep>kaHue

o Cmpyxmypa modyaa «Ynpasienue axmueamus
— OcHosHbie cyuHocmu
— Axmus
x Cmpyxmypa Popmvr axmusa

x Cmpyxmypa Popmov. Yeedomaerue 06 ucmeueHuu cpokos J0eticmeus KOHMPAKMOos

Cnucok 6A0KUPYIOUUT NPOUECCos

x event.blocking.interpreter.assets.notifications

Jlonoanumenvmuie METAHUIMbL

*x Yeedomaenue noavaosamenets o 3a6EPUWEHUY CPOKOB TO ()onymenmoe

15.1 OcHoBHble cyuiHOCTN

Bce o6bekThl KOHMUTYpAUU MOIYIIS « Y IPABICHAST AKTHBAME» :
o ®opwmbl: AkTuB, YBemomienue 00 UCTEYEHUH CPOKOB JIEHCTBUS KOHTPAKTOB
e Peectpsr: Aktussl, PeecTp 17151 oTIIpaBKY yBEIOMIIEHHUH TTO CPOKAM JIEHCTBUST KOHTPAKTOB
e Cnpasounuku: Kmacest UT-aktusa, Crarycet UT-akTuBa

e Biokwupyrorue mporecch
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15.2 AkTtus

Kon:

itsm_form_asset

Ilpeaynpexxaenne: Mensarb Ko (POPMBI, a TaKKe KOJIbI KJIIOYEBBIX M0JIeil Ha (popMe HACTOATETLHO HE
PEKOMEHIyeTCsT. ITO MOXKET TOBJIEYh 33 COOO0M OMMOKN B MPOIECCAX, 3AABI3AHHBIX HA JAHHBIX TOJISIX.

15.2.1 Crpyktypa ®@opmbl akTMBa

Bce mons ma dbopme obparnennsi CrpynmnupoOBaHbI B CJELYIOMINAE PA3IETIbI:

1.
2
3
4.
5
6

7.

OcuoBHast wHMOpPMAIU

. Honpobuast nadopmarus

. Ucropusa namenenuit

Ucropus crarycos

. ®uHaHCOBbIE JaHHbIE

. KosmuecTBo emqunmi

JloKyMeHTBI

OcuoBHast uHMOpPMALIAS:

Texkymuii craryc - craryc, B KoropoM Haxoaurcd akrus. Crarycer 6epyrces u3 cupapodnuka «Crarycbl
NT-akTuBay

ID - yamkangbHBI HOMED

Knacc UT-aktuBa - 6eperca n3 cupaBounnka «Kmaccer IT-akTuBas

Haumenosanue

Onucanne

Baageser - mosnb30BaTe b, KOTOPBI BIAIEET AKTHBOM

Kareropus - 6eperca u3 cupasunnka «Kareropun KOH(QUTYPAITMOHHBIX €IUHATL»

Twun - 6epercs n3 CIpaBOYHUKA, « TUNBI KOH(MUTYPAIIMOHHBIX €IUHUIT>, CBI3aH C KATEropuei

Bepcus - nosie g1a BBOoa Bepcun UT-akTuBa

15.2.2 CrpykTtypa ®opMbl YBegomneHne 00 ncte4eHn CPOKOB AeliCTBUS KOHTPaK-

TOB

Bce mons ma dopwme:

JaTa 3allyCKa yBE€JIOMJICHUA

Jioru 00 OTTIPABKE yBEIOMJIEHUH
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Mpunoxenve Obnext itsm ITSM Asset AKTUE o

<i> = = Axtne

itsm

[Ts5M {1 ad td |@|e @
Access 2nemeHTLI W -
MeTafaHHble hed
Asset Hasaasme HOpub Ha KasarCKom ~1D:
event.blocking.interpre AKTUB
o Hasaakne dopub: Ka pycerom Knacc WT-akTvea: E— .
AKTUB
LT Hasaare (HOpME! Ha aHITHiCKoM [} Free————
Knaccol WT-aktvea AKTUB
Kon
PeecTp Ans 0TNPaBKM Onncanie:
itsm_form_asset
CraTychl MT-akTnBa Kparxoe onwcanwe .
YBejomeHue o6 ucret itsm_form_asset *|Bnagenew: 3
WUT-akTne
1
Changes
Bepis
as e 1(29.12.2009:12, Admin A, | ¥ Kateropuz: I .
W
Incidents Cosaan sepavio
Tun
InterpreterLibrary -He BbIOpaHs- —
VIsueHin 2pcit -
Knowledgebase 4 -
TMapameTpsi Bepcus: .

Nroblame
m C6pocuTh COXpPaHUTL BePCUK

@ [loKa3aTh CKPbITbie Dopma

Puc. 1: Puc.
15.3 Cnuncok 6s10kupyroLWMNX NPOLLECCOB

15.3.1 event.blocking.interpreter.assets.notifications

Hannbiii BII nanpapiisier yBegoOM/I€HUsT OTBETCTBEHHBIM IIOJIb30BATE/SM II0 BCEM aKTUBaM, JJis KOTOPBIX
BKJIIOYEHA, OIIHs ‘YBEJIOMJIIATE , €CJTH JIATa YBEIOMJICHNAS BXOIUT B TEKYIIHH MECIIL,

15.4 [JononHuTtenbHble MeXaHN3Mbl

15.4.1 YBepomneHue nonb3oBaTesieil 0 3aBepLIEHNN CPOKOB MO AOKYMEHTOB

B pazgene JJokyMeHTbI AKTHBOB €CTh BO3MOXKHOCTH BKJIIO4eHust oniuu “YBejgomiisars’. OHa 1no3posser yKa-
3aTh ATy YBEIOMJIEHWSI U OTBETCTBEHHBIX, KOTOPBHIM B HAUYAJEe MECSIa HA3HAYEHHON TATHI YBEIOMJICHUS
OyZeT HaIpaBJIEHO yBeAoMJIeHWe. JlaHHAS OIS MOXKET HCIOJIb30BATHCS IS MPEXKIEBPEMEHHOTO YBEIOM-
JieHust 00 3aBEPIIIEHUN CPOKOB KOHTPAKTOB, COTJIAIIEHUH ¥ T.JI.

ITabnon yBemomienus onpenenserca B “Hacrpoiikax yBegomaeHnii”.

Jas 3amycka ekKeMecsaHOW HeODXOAMMO B KPOH Ha KaykK/oe TepBOe HNCIO0 MeCANA TMOCTaBUTh CKPHIIT
contractExpirationNotice.sh. On HaxoauTca B makere itsm.
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CtpykTypa moaynsa «Ynpasnenne SLA»

Copnep>kaHue

o Cmpyxmypa modyas «Ynpasaenue SLA»
— OcHosHbie cyuHocmu
— Cepsuc
x Cmpyxmypa Popmwr Cepeuc
— JlonoanumenvHovle MeXaHU3MbL
x [lodceemmka npuopumemos
x C'mamycw cepsuca
x Aemomamuneckoe HasHaueHUe

* Ilonyaapras ycayea

Obazamenvroe dobasaenue datiiag

*

16.1 OcHoBHble cyuiHOCTU

Bcee obbekrnr koHbUrypanuu Moayis «YupasieHus OOpaIIeHusMuy» Ui yA00CTBA MOMCKA M HABUTAIUU
CTPYTIIIIUPOBAHBI B CJIEIYINNE TAPEKTOPWN:

e dict service sla - Cnopasounuku
e ®opwmbr: Cepsuc
e Peecrpor: CepBucht

e Ilonmb3oBarenbecknit KommoHeHT [locBeTKa MPUOPUTETOB
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16.2 CepBuc

Kon: itsm_form_service

Ilpeaynpexxaenne: Mensarb Ko (POPMBI, a TaKKe KOJIbI KJIIOYEBBIX M0JIeil Ha (popMe HACTOATETLHO HE
PEKOMEHIyeTCsT. ITO MOXKET TOBJIEYh 33 COOO0M OMMOKN B MPOIECCAX, 3AABI3AHHBIX HA JAHHBIX TOJISIX.

16.2.1 Crpyktypa @Popmbl Cepsuc

Bce mons ma dbopme obparnennsi CrpynmnupoOBaHbI B CJELYIOMINAE PA3IETIbI:
1. OcnoBuas uH(pOpMAalUs - OCHOBHOE OIIMCAHKE JAHHBIX O CEPBHCE, HACTPONKHU

2. Jamuwie o SLA - manubie 0 BpeMeHn pa3perenns 3anpoCcoB B 3aBUCHMOCTH OT TIPUOPUTETA OOPAIICHUIA.
Wcnonws3yercst B paMKax UCHOHEHUs obpaitenuii. OnpenesisieTcs Ijist TPYIIbI TOIb30BaTe el .

3. SLA njisa npobJieM - TaHHBIE O BPEMEHHU Pa3pPeIleHus 3aIpOCOB B 3aBUCHMOCTH OT TPUOPUTETA TPODJIEM.
Ucnonb3yercs B paMKax MCIIOJHEHHS MIPOOIEM.

4. CBsi3u - CBA3aHHBIE C CEPBUCOM CYIIHOCTH.

Npunoxenne

{} cid tid & P

>
3

BnemMeHTbI

MeTagaHHeIe

> [«

HazBaHue opME! Ha Ka3AXCKOM
OcHoeHan uHdopMaumna

Cepsuc

HasEanite opus Ha pyccson

y [« =

Cepeuc OYHKUMOHWPYET v

HasEarite opusl Ha aHmitciow

Ha3panue cepemca: OnepaTop cepeunca:

Cepsuc P paTop cep 2S
Koa
itsm_form_service KaTeropwa cepeuca: YCMyTM OBLUETO HASHA- w KOHGBHIypaLMOHHbIE eANHALbI:
Kpatkoe onucarmne
itsm_form_service V3obpaxeHue: | BeiGpars ain | [JNonyndapHas ycnyra

L2} —

¥ rpynna, otsetcTeenHan 3a noanepkKy ry ] ABTOMATHYECKDE
Bepeus yenymm: HasHa4eHne
1(02.03.2121:46, Admin A. | ¥ Noapasaenerye: Cl0bssaTeneros

Cosaan sepcura AnoSaeneHue daiina

OnucaHne cepeuca

Usmexinn sepeuio -

NapameTpel -

m C6pocnTh CoxpaHnTs BEPCHKD

> ®opma

Puc. 1: Puc.

16.3 JononHuTtenbHble MeXaHN3MblI

16.3.1 lloacseTka NnpuMopuTETOB

JlaHHBIH KOMIOHEHT UCIIOJIb3YeTCs JIJIsl TIOACBeTKH JaHHbIX B pa3jenax Janubie mo SLA u SLA mis npobiem.
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16.3.2 CraTychl cepBuca

Crarychl CepBHUCa ONPENESIOTCS IPU TMOMOIM CripaBodHuKa «Crtarycel cepucay. llpm stom Ha moprage
CaMOOOCTy2KUBAHUST OTOOPAKAIOTCS TOJIBKO YCIYTH, Y KOTOPBIX cTaTyc «DyHKIMOHUPYET».

16.3.3 ABTOomaTmyeckoe Ha3Ha4deHue
STa OHHHH TIO3BOJIAET aBTOMATHUYECKHU HAa3HAYATHh O6paH_LGHI/Ie B oqepem) I/ICHOJ’IHI/ITQJ’IHM, yKa3aHHBIM B I10JI1€

«I'pynmna, oTBeTCTCBEHHAS 33 MOIIEPKKY YCIyru». 10 ecTh 0OpalleHust Mo TaKUM yCIyraMm He OyIyT Hampas-
JAThCA OIepaTOpaM Ha IMEePBYIO JUHUIO, a aBTOMATUYECKN HA3HAYATHCA MCIOJHUTEIAM BTODPON JIMHUH.

16.3.4 lMonynapHasa ycnyra

DTa onIys MO3BOJISIET YCIYry OoToOpaxKarh B paszene «llomynspHbie yeayru» Ha moprajie caMooOCiIyKuBa-
nus. Tam 0106parkaloTCst CaMble 9acTO UCLOJIb3YEMbIE YCJIYIU /sl y100CTBa 0JIb30BaTENeH.

16.3.5 Ob6sizatenbHoe gobasneHue caiina

OTa onmus MO3BOJISIET JAeJIaTh 00s3aTeIbHBIM H00aBIeHre (aiiia Ajd yCIyrd Tpu CO3JaHUU ODpAIeHus Ha,
ropraje caMOOOCTyKUBAHUS.
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[Moptan. Kak Bce ycTpoeHo.

17.1 CrpykTypa noptana

Cucrema Synergy I'TSM mpenmnasnadena, 1jisi UCIOJb30BAHUS BHYTPU KOMIIAHWH, B CJIEACTBHUE 9TOrO, (hyHK-
AW TTOPTAJIa, CUCTEMBI JOJI?KHBI OBITh JOCTYIIHBI TOJBKO aBTOPU30BAHHBIM TI0JIb30BaTe M. IIpemocrasienust
JOCTyIla K CepBUCaM KOMIIAHUU B «I'OCTEBOM DEXKHMe» He IIPEJIII0IaraeTcsd.

JlocTynn Ha HOPTal UMEIOT TOJBKO MOJIb30BATEN 3aPErUCTPUPOBAHHbBIE B A IMUHUCTPATUBHOM IPUJIOKEHUN
Synergy. ArTopusalius Ha TOPTAJ OCYIIECTBIISETCS MOCPEICTBOM aBTOPU3AIMOHHBIX TAHHBIX Synergy.

17.1.1 CrtpaHunua aBTopusauumu
HpI/I nepexoae I1o ypJa ImopTaJia HepBOﬁ OTKPBIBACTCA CTPaHUIla aBTOPU3AIIHH. Ha CTpaHUIIE aBTOPHU3aIlluN
JOCTYIIHDI:

e Ilosie nyig BBOJA J1O0rUHAa

o Ilone nms BBOIA mapoJist

e Knonka «Boiitu»

ITpumeuanmue: 3acraBka HA CTPAHUIE ABTOPU3AIMU yCTaHaBIUBaeTcs B peecrpe «Hacrpoiiku moprasas.

17.1.2 NhasHasa

Ha rnaBmoit cTpanuiie oToOpaXKaiTcs:
e Jlororun kommnanuu
e Mowu obparrenns

e ®I10O aBTOPM3OBAHHOIO MOJIH30BATEIIS
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Boiitn

Puc. 1: Puc. Crpanuna aBropusaiuu nopraia
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e KataJjior yciyr
— Kareropun ycayr
— VYcayru BRIOPAHHON KaTeropuu
— Ilonynsapubie ycayru

e Ilonck mo ycmyram

e [lonada 3asiBKM Ha IIpaBa JIOCTYIIA

o IlouroBbIit azpec cayKObI TOAAEPIKKI

ﬁ I I s M MOW OBPALLEHMA WMunumaTop MHMumMaTop MHALMAaTopoBKY

YUTo6bI 061EMMUTD
MpoLiecc Balleli paboThl

BBeauTe K/toYeBble CroBa Ballei
npoGnembl

MOPTAN CO3QAH

YCIIYTV OBILEFO MPUNOXEHUS
ANA TOro, 4Tobbl CAENATD HA3HAYEHUA KOPTIOPATMBHBIX
BALLUY PABOTY KOM®POPTHEE OYHKLIMN

Mbl aBTOMaTU3UpoBanu paﬁcTy C BalUUMK 3aABKaMH.
Y706kl BbICTpEe M KAaUeCcTBEHHe: 06eCNeYMBaTh KOM(BOPTHbIE
YCNOBUA PasoThl.

YCNYTH KJIMEHTO
[Ans Havyana paGoTbl:
OBCNYXWBAHWA OPWUEHTMPOBAHHbLIE
KITMEHTOB NMPUNOXEHUA
Bbl6epuTe pasnen
BolGepuTe 38084y U3 NPEANOKEHHBIX B COOTBETCTBYIOLIEM Dasaens &@ —

Puc. 2: Puc. I'naBuast crpanuma moprasia

Karanor ycayr onpenenesarcs: ¢ momMombio peectpa « CepBUCHI».

Ilo xMKy Ha OJHY W3 KaTeropuii ycjayr oToOpakaroTcs CIHCOK YCJIYT, BXOJASIINX B BHIOPAHHYIO KaTEropuio.

Tema obpareHust

e Omucanue obpareHus
o Bioxemnuns

e Ycayra

e PexomeHganuu mo BHIOPAHHOM YCIyTe: CIHUCOK CTATel C BO3MOXKHOCTHIO MEPEXO0/Ia BIIEPEI-HABAT
MEXKTy HUMHU
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e Kunonka «Coszgarb»

Ilone «Ycayras 3amonHsieTCss aBTOMATUYECKH B COOTBETCTBMU C BBHIOpaHHOH yciayroi. Ecin yciyra He BbI-
OpaHa, TO B pasjese pekoMmenmaruii Oyzer mycto. Cnucok crareil HGuabTpyeTcs B 3aBUCHMOCTU OT TEKCTA,
BBEJIEHHOTO B moJie « Tema obparienus».

OBPALLEHWE JAMNPOC HA M3MEHEHMWE

Tema o6palleHue

OnuwuKTe Npoénemy

Ha4yHuTe BBOQO

BbIEPATb ®AWN (CKPUHLLOT, AOKYMEHT W AP.)

OdpcHaA nevyatk

3TU peKoMeHaaLUun MoryT BaM NoMoYb:

He pa6oTaet He patoTaet
. He pagoTaet
NpUHTEP NPUHTEPDI

HpI/I BbIGOpe craTbm U3 peKOMeH,E[aI_II/Iﬁ OTKpPbIBaeTcCd AOIIOJIHUTEeJIbHOE€ OKHO C CoAepP>KMMbIM CTaTbu. 3,L[ec5 II

e Ycayra
o Tewma

e PeiiTuur
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e Ouucanue perteHuil (pekaMeHJALUK) - OJUH UM HECKOJIbKO

e knonka «Cnacubo, MOMOIJIO» - BIMsET HA PEATHHI CTAThHU, C KaXKIbI HayKaTHeM Ha JAHHYIO
KHOIKY PeHATHHI TeKyUIuil CTaTbU yBeJIU4UBaeTcd Ha 1

e knoika «BepayTbcs K obpalienuio» (CBEPXY B BUJIE TEKCTA) - II03BOJIET BEPHY ThCsI B OKHO [OA4H
obparteHunst

Tak>ke B OKHe Imogavaunu OﬁpameHHH IIPpUCYTCTBYET BKJIaJKa «3anp0c Ha M3MeHeHue», Ha KOTOpOﬁ MO2KHO IIO/JI

e Craryc

e ABTOp - 3al0JHSAETCS TEKYIIUM aBTOPOM

e JlaTa perucTparun - 3amOJTHIETCA TEKYIIel JaToi

e Tema

e Ommcanwue

e Yciyra - aBTOMAaTHYECKHU 3AMOJHAETCS BHIODAHHOW YCIyTOM

o [Ipukaz

o [Ipumoxkenns - eCTb BO3MOXKHOCTD JT0OABUTH HECKOILKO (DAiIoB
e knonka «OTipaBuTH»

Tlocne momaum oOpallennss ujin 3amMpoca HA U3MEHEHHE OTKPBIBAETCS YBEIOMJIEHUE O PEruCTPAINH, ITa0I0H
KOTOPOTO ompesensercs B peectpe «Hacrpoiiku yBenomitenuii». I[lpu BoIOOpe mOMynspHOil yCayru OTKPBIBA-
eTCsl OKHO TIO/IAaYn OOpAIIeHMS.

Tak>ke Ha rjIaBHOe CTpaHuIle €eCTb BO3MO2KHOCTD IIOoJa4YM 3adBKH Ha IIpaBa AOCTYIIA. Ilo KJIMKY Ha «HpaBa pa (i

e Cucrema - ccpuika Ha peectp «Konduryparmonsabe e uHIITHI>
e JleiictBue - JlobaButh, YiamuTnb

e Posnb - ccbuika Ha peect «Pommy, 0oToOpazKaoTcs TOJBKO 3aIMCH B COOTBETCTBUHU C BBIOPAHHOI
CACTEeMO

e ITosb30BarTesb - 3aMOMHSETCS ABTOMATHYIECKH TEKYIIMM M0JIb30BaTEIEM
e JIOmKHOCTD

e PykoBouurespb (¢ KeM corsiacoBarhb)

e Ob6ocroBanne

e Bioxenne (CKaHKONHUS MPHUKAa3a,) - MOXKHO J00aBJIATh HECKOJIBKO (ailios
e knonka «OTIpaBUTH

Tlocne momaum 3asBKa Ha MpaBa JOCTYMA OTOOPAYKAETCS YBEAOMJIEHWE O DETUCTPAIWH, MabIOH KOTOPOTO
onpegensercsa B peectpe «HacTpoitkm yBemoMIeHmiT».

Bo3mokHOCTB 1O7@4M 3asiBKM HA IIPaB JOCTYIA, & TAKyKe 3alpPOCa HA W3MEHEHHe HACTPAMBAETCs B PEecTpe
«Hacrpoiiku mopraias.

17.1.3 Mowu obGpateHus

B nmamnoM pasmesre 0ToOparkaroTcs OOpallleHus, 3asBKU, aBTOPOM KOTOPBIX SIBJISIETCSI aBTOPU30BAHHBIN HA,
TIOPTaJIe MOJIb30BATEh.
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BepHyTbCA K o6palleHuio ->

CTATbA BA3bl 3HAHUN N2 7

¥C a
yenmyra OctucHan neyatb

e He pa6oTaeT npuHTep

PelTHHr

OnucaHue pelleHuit (pekomeHaaL[mi)

1. MonpoByHTe BKAYUTLBLIKIIOUNTE
2. MNpoBepsTe WHYP NUTaHWA

3. ECM 3aropenack 3eM1eHan NaMnouka, HaxMUTe 1
VIEPKUBANTE KHOMKY BKHOUEHKSA,

aTu peKoMeHAauWuKu MOryT BaM NOMO4Yb:

He paGoTaer He paGoTaer
. He pabBoTaer
NpUHTED NPUHTEPGI
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OBPALLEHWE 3AMPOC HA MBMEHEHME

“mamyc
Cmamyt 3aperncTpUpoBaH v

Asmop Admin A A

,ﬂama pesucmpayul 2020-01-06

Tema

Brifipats daiin

UHWOom, dokyMesm U dp.):

+ [I06aBNTE BNOK
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B Bepxueit nanenu orobpazkatorcs: jororui, kHotka «Mou obpaienus», kHoka «Boixogy u @UO aBropu-
30BAHHOT'O MMOJIH30BATEIS.

JleBas mamenn
o Kunonka «Hopas 3asiBka»
e O6pammeHust
— Mouwu 3asBKHT
— OTKpBITHIE

— Ha nopabotke

Ha omenke

3aKpbIThIE
e Nsmenenuns

— Bece

OTKpBITHIE

— 3axpbIThie

— OrKJIOHEHHBIE
e IlpaBa gocrtymna

— Bce

— OTKpBITHIE

— 3akpbiTbie

OTKJIOHEHHBIE.

IIpumeuanmne: Hanuune punprpoB «M3menenunss, «IIpaBa mocTymas 3aBucuT or HacTpoeK B peectpe «Ha-
CTPOMKHU IIOPTAJIAY.

Tlo makarwro Ha kKHONKY «HOBast 3asBKM», OTKPBHIBAETCsST OKHO TIOa49X OOPAIEHNS TAKOE YK€ KAK W Ha TJIaB-
HOU CTpaHWIe. 38 UCKIIOUYEHHEM TOTO, YTO MOJe «YCIyras He 3amOJHeHO. AHATOTWYHO ¥ I 3ampoca Ha
“3MEHEHHe MoJie «YCJIyray He 3aI0JTHEHO.

OcHoBHasd 4acThb:
o Ilomck
e [Tarmmarop

o Tabnuia ¢ JAHHBIME - TOJS 3aBHCAT OT BbIOpaHHOrO paszzena: Obpamenusi, VI3menenus,
IIpaBa mocryma

Has «O6pariieHnii» oTobpakaroTcst 1moJIs:
o U neatudpukarop
e Jlara perucrparuu
e Yciyra
e Craryc

o Tema
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e IlnanoBoe Bpems perreHus

o DaKTUIECKOE BPEMS PEITEHUS

T
“ I SM MOM OBPALLEHMA

WHALNAETOP MHALWATOP MHHLMATOPOBIY

I

MnaHosoe

ObpaleHns 4 Hata daKTuyeckoe
UgexTudhukarop Yenyra Cratyc Tema Bpema
pervcTpayun EpemMsA pelleHns
pelwexHna
100 MOHUTOPUK
ine-27739 25112019« ABTOMATUIUPOBAHHOE ST MOHUTOPHLLE
16:40 paboyee mecTo MOHUTOPHUEK
OTKpbITEIE 53 MOHMTOPR
inc-27738 25112019 ¢ ABTOMATUINPOBAHHOS 3apervcTpupoBaHo MoHuTo
Ha gopabotke 3 ” 15:16 pabouee mecTo P pup : P
Ha ouenke 0 inc-27737 22'1115':200?19 - NokaneHas ceTs 3aperucTpupoBaKo aaa
inc-27718 06.11.2019 . OtbucHan neuars JaKpLITo 3akoHunNnCE 2019-11-11
3aKpbiTele 38 ” 17:20 i KapTPUZKA 12:29:00
06.11.2019 . OxugaeT peweHne MpuHTEp HE 2019-11-11
-27715 O
ne 12:50 thucHan nevate npoGnemel paGoTaer 12:37:01
Wamenenus
inc-27714 06.11.2019 ¢ OtpucHas neuats 3aperucTpUpoBaHo He padoraer
09:34 nNpUHTEp
Mpasa goctyna inc-27713 06.11.2019 . T e Omugaet oTeeTa He paBoraet
09:33 nons30BaTens NpUHTEP
inc-27712 06'1019':230319 - OtpucHas neuats Ha ouepegn HEHE:SS;:ET Zijgaélggs
inc-27711 06'1019':230319 - OdprcHan neuats 3akpeiTo HEHE:SS;:ET Zijiélorgs

Puc. 3: Puc. O6pamienus

s «3menennits 0TOOPasKAIOTCS CJIEAYIONINE TOJIS:
e Howmep
e Jlara perucrparuu
e Yciyra
e Craryc
e Tema
s «IIpaB gocrymas 0TOOpParKaIOTCS CJIEIYTOIIIE TTOJIS:
e Howmep
e Jlara permcrparmuun
e Craryc
e Cucrema
e Posn

Jis KaXk0ro pas3jesia B JEBOHM TMaHEIu OTOOPAXKAETCS CYETIUK C KOJUIECTBOM 3asBOK, HAXOMAIIUXCH B
manHoM paszzene. [Ipu Beibope KopaeBoro pasjeia « O0paineHus» pazBOpadIuBaIOTCs BHY TPEHHUE (DUIBTPHI U
OCTAJIbHBIE PA3ebl CBOPAUYNBAIOTC. /JaHHoe moBeeHne anaaoruIHo u 11d « 3menenniis, «IIpas moctymas.
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Bbixoa
I I SM MOW OBPALLEHUA

MHMLMaTOp MHMUMATOP MHALMATOPOBKY

Aata
O6pauwenua Homep Yenyra Cratyc Tema
perucTpayumn
fe- K =[r |
e 08.10.2019 i Srsonne MpuHAT NoAcYeT OTNYCKHbIX AHER
025 Management
y W3menennn v
rfc- Kagposoe agmuHmucTpuposanie — Personnel =
08.10 2019 3aperucTpuposaH MoacueT oTAYCKHbIX AHEHR
023 Management P PP & 4 o
' e 07.10.2019 Kaaposoe aguurmcTpuposanine — Personnel 3aperucTpupoeaH MoacueT oTNyCKHbIX AHER
021 o Management # A0 2 b &
OTkpeiTeie 13 rfc- . N _
012 04.10.2019 AgTomaTuaupoBaHHoe pabouee mecto 3aperucTpuposaH o6HoBUTE BNOK NpoLeccs!
3akpbiTbie 2 fc- 6 Gnok-|
P e 04.10.2019 AgTomatuanpoBaHHoe pabGouee Mecto 3aperucTpupoBaH OOHoRATL BrOK-ApOLECey! 8
010 crcTeme
OTKNOHEHHEIE 2 rfc- 0GHOBMTL BNOK NpoLEcchl B
ﬁ 04.10.2019 OtpucHan nevats 3aperucTpuposaH pou
007 cucTeme
ric-
Mpasa gocTyna 003 04.10.2019 OdbncHan nevars Ha cornacosannm opop
rfe- Oxungaet oTeeTa
03.10.2019 Nokanexas ceTs uy
002 nons3oBaTens
ch- Whpopmayma
20.09.2019 AeTomatuanposarHoe pabouee Mecto npowy 0BHOBKTE MYTA XpomM
090 npefocTaRNeHa
ch-
089 20.09.2019 TenedpoHHan ceAlb 3apericTpuposaH

Puc. 4: Puc. 3menenus

I
I SM MOW DEPALLIEHMA

WHnuMaTop MHUUMaTop MHULMATOPOoBKY

O6pawenna Homep [laTa perucTpauuu Craryc Cuctema Ponb
M 4
a0-049 27.11.2019 3aperucTpupoBaHo Epunoe xpannniuie enepxep AauHaEqnioe
HaHHbIX XPaHWMLLE AaHHbIX
WMamenenna
20-048 27 11,2019 JaperucTppoBato EgvHoe xpanunve Menemkep ganHeix-Eguroe
HaHHbIX XPAaHWIMLLE AaHHbIX
M g
ao-047 27.11.2019 3aperucTpupoBaHo s SRR LIS
p Mpagea goctyna v AAaHHbIX XpPaHUNWLLE NaHHbIX
a0-046 27.11.2019 3aperucTpupoBaHo ITSM ApmuHncTopatop-1TSM
18 a0-045 16.10.2019 3aperucTpupoBaHo
OTkphiThie 12 ao-044 08.10.2019 Mcnonxero JokymenTooBopoT MeTtogonor-fokymenTooGopoT
ao-043 08.10.2019 3aperucTpupoBaHo JokymenTooGopoT MeTtoponor-flokymeHnTooGopoT
3akpbiTeie 6
a0-042 08.10.2019 3aperucTpupoBaHo JlokymenTooGopoT MeTtogonor-flokymenToobopoT
Omaonenise o MonebzoBaTens.
ao-041 08.10.2019 Wecnonxexo JokymenTooGopoT
JokymenTtoobopot
a0-040 07.10.2019 Wcnonxexo JokymenTooGopoT MeTtogonor-fokymenTooGopoT
mn -
ao0-039 04.10.2019 Wcnonxexo JokymenTooGopoT OfIBsOEATENE
JokymenTtoobopoT

Puc. 5: Puc. IIpasa mocryma
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Ilpu apoiinoM KiMKe 110 OOPAINEHUIO0 OTKPbIBACTCS OKHO obOparienus. s obpamenuit B dpuiibrpe «OTKpbI-
ThIe» B OKHE ODPAIEHUS OTOOPAYKAIOTCS:

® craryc

® HOMED

® ycayra

® J1aTa PEruCTPAIAN

® IIJIAHOBAs JATA 3aBEPIIICHUS
® Tema

® OmmcaHmne

® BJIOZKCHUA

3anpoc OwupoaeT pelweHre Npobnembl

Homep [aTta perucTpayuu
inc-27715 06.11.2019r. 12:50
Ycnyra [MnaHoBoE BpeMA peLIeHnA
OducHan neyatb 2019-11-11 12:37:01

OnwucaHwWe 3anpoca

Tema

[puHTEp He paBoTaeT

OnucaHue

He mory pacneyartaTe LOKYMEHT, NPUHTEP He patoTaer
BnoxeHua

s obparennit B puabrpe «Ha mopaboTke»B OKHE 0OpaIIeHus 0TOOPaYKAIOTC:
e craryc
e HOMEp
e yciyra
e JlaTa PEruCTPAIUK
® IIJIAHOBAs JATa 3aBEPIIEHUS
® TEeMa
® OMUCAHUE
® BJIOXKEHWS
® 3ampoc Ha IOI.HHMOOPMAIUIO
® KOMMEHTApPUi - AJid BBOAA OTBETA HA 3aIIPOC
® BJIOXKEHUS - JJIs JOOABJICHWUS BJIOYKEHUsI JIJIsi OTBETA HAa, 3A1pPOC

s obparmmennii B duabTpe «Ha orenkes B OKHe 0OpalleHusi 0TOOPaXKAIOTCA:
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Janpoc OxwnaaeT oTBETa NONMb3oBaTens

3anpoc Ha JonuHpo B kakom kaGuHete?

Homep

inc-27277
Ycnyra
OducHan neyaTb

Tema
He paGoTtaeT NpuHTEp
OnucaHune

[laTa perucTpauuu
02.10.2019 r. 09:52

OnucaHwWe 3anpoca

He pa6oTaeT NpMHTEp, HE MOTY pacnedaTaTh JJOKYMEeHTbI

BnoxeHuna

KommeHTapuia

Bribepute thaiin | ©aiin He BeIGpaH

98

fnasa 17. Mopran. Kak Bce ycTpoeHo.




Read the Docs Template Documentation, Boinyck 0.1-alpha

® KO/l 3aKpbITUs
® PUYNHA BOSHUKHOBEHUSI
e Kareropus cOOst

e Tum cbos

® OIMCAHWE PEIIeHUsT

® KHOIIKa «OL[eHI/ITb HUCIIOJTHEHUE»

ONMMUCAHUE PELLEHUA

Kof 3aKkpbITUS

PaspeweH

[MpnymMHa BO3HMKHOBEHUA
Owwnéka MO

KaTeropus céos

JamenneHuve

Tun c6os

BHennaHoBbIA

OnucaHue pelleHuns

paspelleH

Ilo maxkaTnio Ha KHOTIKY OTKPbIBACTCA OKHO OIIEHKW NCIIOTHEHUA O6paH_[eHI/IH C IIOJIAMM:

e Baie obpalnieHue HCIOJTHEHO - BBINA/IAIONINIT CIIMCOK ¢ BApHAHTAMH Ja,/HEeT
e Vkaxkure onesky (1-mioxo, 10-oriuaHO)
® KOMMEHTapnit
e BHIOOD daiiia
e xuomnka «[oroBo»
s obparmenuit B puiabTpe «3aKpbIThie» B OKHE 0OpAIIEHNsT OTOOPAKAIOTCS:
e craryc
® HOMeEp
e yciyra
® JlaTa PErucTpaIuu

® TIJIAaHOBasA JaTa 3aBEPIITCHUA
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Bawe o6palieHne NCrnosIHeHo?
e

YkaxuTe oueHKy (1-nnoxo, 10-0T/IMYHO)

1. 8.8.0.6.0.6.0.60.¢. 6

KoMMeHTapui

BLIBPATE QAT

roToOBO

® TeMa

® OIIMCaHHue

® BJIOZKECHHUA

® OllMCaHue penieHud
® BJIOXKECHUA

IIpu nBoiiHOM KJIMKe 1O 3ampocy Ha W3MEHEHHEe OTKPBIBAETCS OKHO 3ampoca. lis Bcex GUIBTPOB B OKHE
3ampoca 0ToOPaKAITC:

e craryc

e HOMED

® jaTa PErucTpaIyu
® TemMa

® ommcaHmne

® ycayra

® mpuWKa3

® IIPUJIOKEHUSA

IIpu gBoitHOM KJIMKe MO 3asBKE HA MPaBa JOCTYIA OTKPHIBAETCS OKHO 3asBKu. /ljis Bcex puibTpoB B OKHE
3adBKU OTOOPAXKAIOTCS:

® HOMED 3asBKHU
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Homep

inc-27718
Yenyra

OthucHan nedaTb

3anpoc

3akpbITo

[aTa perucTpauum
06.11.2019r.17:20
MnaHoBoe BpeMA pelleHus
2019-11-11 12:29:00

OnwcaHue 3anpoca

Tema

3aKOHYMNUCE KapTPHUOXK
OnucaHune

3aKOHUYMNUCE KAPTPUINKM
BnoxeHuA

PeweHue

Onucanue pelweHna
3aMeHWN KapTpHUaXxK

BnoxeHuA
3anpoc Ha U3MeHeHue
Cmamyc 3aperncTpupoeaH
Homep rfc-012
Aama pezaucmpauyuu 04.10.2019
Tema 0BHOBUWTL GNOK NPOUECCHI
OnucaHue 06HOBWTE GNOK NpoUecckl B cucTeme ITSM
Yenyea ABTOMaTU3IMPOBAHHOE paboyee
MEeCTo
Mpukas npukas.htd

MpunoxeHUA (ckpuHLWom, doKyMeHm u dp.):
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® JlaTa PEruCTpaIyu
e craryc

e cucreMa

e neilicTBUE

® DOJIh

® 110/1b30BaTENb(aBTOD )

® JIOIKHOCTH

® DYKOBOJUTEJb(C KEM COLJIACOBATD)
e obocHOBaHHE

e BiOxkeHUe (CKAHKOIMs MPUKA3a)

3asBKa Ha nNpaBa gocTyna

Homep a0-050

3aABKN

[ara 05.01.2020

perucTpauum

CTaTtyc 3aperucTpMpoBaHo

3aABKK

Cucrema EfOWHOE XpaHunuile AaHHbIX
JeicTeue Jlo6aBuTh

Ponb MeHeo#ep JaHHBIX-EQWMHOE XPaHWAWLE AaHHBIX
Monk3oBaren

b

JOMmKHOCTE OnepaTop Nepeoil NMHKUKA
PyKOBOAWTENb itsm1@arta.pro i. i.

(c kem

COTMMACOBATH)

OBoCHOBaHUe B CBA3MW C NepesooM HeoBX0AMME! AONONHUTENBHEIE MpaBa NO CUCTEME
Brnoxetue Opukas o nepeBoge.hid
(ckaHkonwuA

npuKaza)
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17.2 CueHapuun ucnosnb3oBaHUSA

17.2.1 Mopaya obpauieHus

® N o N

Ha crpanune aBropu3amnuu moIb30BaTe/ b BBOAUT JIOTHH U TAPOJIb, HAXKAMAET KHONKY «BoiTus.
OrkpoiBaercs [aBHas crpaHuna
ITosb3oBaTesb HazKUMaeT Ha KATErOPUIO yCJIyId, 0TOOparKaeTcs CIMCOK YCAyD JAHHON Kareropuu
ITonb30BaTe b HAXKKUMAET HA OJHY U3 YCJIAYT - OTKPBIBAETCS OKHO MOJAYH OOpAIIEHUs
TTonb3oBaTeb MOKET 3aKPBHITH OKHO TOJAYH OOpAIeHnsT 63 MIPON3BEIeHN KaKUX-THO0 meficTBuIit
ITonb3oBaresn 3amosHgeT TeMy U onucanue, Haxkumaer «Co3garby
Boixoaut yBemomierwmn 06 yCHIEMIHON perucTpaiuu 0OpaIleHnsi ¢ yKa3aHueM TPUCBOEHHOTO HOMEPA
Ob6parrenne cozmaercsa B peectpe « OOpalleHus», TpH 3TOM 3AIMOJIHAIOTCS TIOJIS:

e Howmep

e Jlara permcrparuun

o Tema

e Onwucanne

e Ycayra

e AmTOp

3amyckaeTcst MapIIpyT 0OpaIleHnsi OT UMEHU CHCTEMHOIO TI0JIb30BATE IS WJIK OT UMEHU aBTOPA, B 3ABUCUMOCTH
oT HacTpoiiku B peecrpe «HacTpoiiku mopraas.

IIpum. IlyukTer 4-8 cupaBeiiuBbt 1pu BbiOOpe yciyru B paszene «llonynspubie yciayrus.

Taxkke MOIB30BATEIHL MOXKET MOJAATH OOpalleHue Ha crpanuie «Mon obpallnennss ¢ TOMOIIbI0 KHOMKH « Ho-
Bas 3adBKay. EIMHCTBEHHOE OT/IMYNE B TOM, UTO TOJIE « YCIyras He 3alO0JHEHO, HY’KHO BhIOPATH YCIYTY U3
BBINAIAONIEr0 CIIHCKA.

17.2.2 lonck no kn4YeBbIM C/A0BaM

AN

Ilonb3oBarens BBoauT Ha [aBHOI cTpaHHWIE B MOJE MOMCKA KJIOYEBBIE CJIOBA M HAKUMAET KHOIKY
«ITonck»

OcymrecrBisiercs nouck B peecrpe «Cepuchl» B nossx «Hanvenosanne ycayrns, «Onucanne ycayrns.
Haiinennbie ycayru oro6paxKaioTcs CIMCKOM (HauMEHOBAHUE, OIUCAHKE)
Ilonb3oBaTesp HAaKUMaeT HA OJHY U3 HANIEHHBIX yCJYT - OTKPHIBAETCH OKHO IOJAYU OOPAIIeHUS.

Hanee myukTh 5-8 crienapus «Ilomada obparmnenusi»

17.2.3 MpocmoTp obpaueHnii

1.
2.
3.

Ha rnaBmoit crpanuie moibpb30BaTenb HaxkuMaer «Mown obpareHus»
OrkpbiBaercs crpanuna «Mou obparineHus »

IMonw3oBaresns B pa3aene «Obpamenus» Boibupaer Guabtp «Mown 3asiBKu»
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4. B tabmume oTobpo3aTCs BCE 3aABKHU, MOJB30BATEIb BLIOMPAET B CIIHCKE OJHO OOPAIEHUE W JBORHDBIM
KJINKOM OTKPBIBAET €ro

5. B okne mpocmoTpa obpamenuit qocTynHa nHGOPMAIHS 0 00PAIIEHUIO
17.2.4 TMownck no obpalieHusm

Tlonck mo obparieHusaM paboTaeT MO BCEM MOAIM 0TOOparkaeMbIM Ha (opMe OOpAIEHHs.

J1st TOrO, 9TOOBI BOCTIONIH30BATHCST TIOMCKOM TIO OOpaIleHnsiM Ha cTpannie «Mon obpaleHus s, HeoOXOINMO:
BsecTu monckoBOit 3ampoc B MoJIe MONCKA W HarXKaTh enter.

17.2.5 MNpepoctaBneHne AONOAHUTENbHOW UHOpMaL K

1. Tlonb3oBarens oTKpbiBaeT crpanuity «Mowu obparennsi, BeiOnpaer BKIaaKy «Ha mopaborkes

ro

Orobpaxkaercs Tabsiuna obpaienuii (ecjiu B 9T0M Craryce HeT Hu OJHOIO 00palleHus JAHHOIO ABTOPa
- TabIUNa MyCcTa,)

ITonb30BaTes b ABOMHBIM KJIMKOM OTKpBLIBaeT OOpalleHue
OTKpBIBAETCsSE OKHO OOpalleHus

Ilosp3oBaTens BBoguT B noje «KoMmmenTapuit» Tekcr
TTonn3oBaTenb H0OABISET OIWH WM HECKOILKO (Dailjaon

Haxxmmaer kuonky «I'oroBo»

® N o o w

Craryc nanuaenra measercs na «uadopmalus npegocTaBieHay, IpOUCXoauT oOHOBIeHHe nH(OpMa-
i (Tekcra n daiiaon)

9. Obparmenne ponagaer u3 pasgena «Ha mopaborkes, orobpaxkaercs B pasgene « OTKpLIThIE>

10. O6parrenre OTIpaBISeTCsS OMEPATOPAM Ha MEPBOit JuHun co craTycoM «HbopMalus npegocTaBieHas

17.2.6 loaTsep>xxgeHue 3asepieHus

1. Ilonb3oBarens oTkpbiBaer crpanuity «Mowm obparenusi, Beidbupaer ¢uiabtp «Ha omnenkes

2. Orobpaxkaercsa Tabiuna obpamienuii (ecid B 9TOM CTATyCe HET HU OJHOTO OOpaIleHus JAHHOIO aBTOPA
- Tab/IMNa mycTa,)

3. Tlonwp3oBarenb ABOAHBIM KJIMKOM OTKPBIBAET OOpAIEHHE
4. OrKpbIBaeTcs OKHO OOpalleHus
5. Ionb3oBaTeab 3HAKOMHUTHCSA € PEIeHneM M0 OOpAIeHn0 1 HaxKuMaeT « OIeHnTh HCITOJTHEHNE

6. B orkpriBIieMcst OKHe BHIOMpPaET perneHo Jju obpaiienue uin et 5. B ciaydae ecnu, mosip3oBaTenb yKa3bi-
BaeT, 94T0 OOpAaIlleHne He BBIMOJJHEHO, HOJb30BATETb BBOAUT KOMMEHTAPHH ¢ ero 0O0CHOBAHUEM, MOYEMYy OH
CYUTAELT, YTO OOPAIEHNEe HEe HCIOJHEHO, & TaKKe pu Heobxonumocru jobasiisier ¢gair. ObpalieHue mosryda-
et craryc «Hampasieno NOBTOPHO» W OTMPABJIAETCS UCIOTHUTENAM (yKa3aHHbIM B mojie «cmomaurenss ).
6. B ciayuae ecsin, moJsp30BaTeNh YKA3BIBAET, YTO OOPAIEHNE BBITOJIHEHO, TOIL30BATEIh YKA3BIBAET OIEHKY
or 1 mo 10, mpu HEOOXOIMMOCTH BBOAUT KOMMEHTapwuii, Haxkumaer «L'oroBoy. OOpalienne morydaer CTaryc
«3akpbiToy. Obparenne nponajaercs w3 pazzgena «Ha onenkes, orobpakaercst B pasjiese «3aKpbIThIes.
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17.2.7 MpocmoTp 3akpbITOro obpauieHus

1. Ilosnp30oBaTenb OTKpbIBaET crpanuily «Mou obpaiieHusi», BHIONPAET BKIAIKY «3aKPbITHIE

2. Orobpaxkaercs Tabsiuna obpaiienuii (eciu B 9TOM CTaryce HET HU OJHOIrO OOpalleHus JAHHOIO aBTOPA
- rabiuua mycra)

3. Tlonw3oBaTesnb ABONHBIM KJIMKOM OTKPBIBAET OOpaIleHHe

4. OTKpBIBAaETCs OKHO, B KOTOPOM JIOCTYITHA HHGOPMAIHSA 0 OOPAIIEHUIO.
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18.1 Bbirpyska B xls

Cucrema moaIepKUBAET BCTPOSHHYIO BBITPY3KY B XIS CTOIOOB 0TOOparKaeMbIX B PEECTPE, & TAKKE B (DUIh-

Tpe JAHHOTO PEecTpa.

st Toro, 9T00OBI BHICPY3UTH BHIOPAHHOE MHOXKECTBO OOpAIleHwHil, HeOOXOIMMO

1. Hacrpours dpuiabrp B peecrpe

Pepaxmposanme duniipa

Hanvenosarme

Cratyc
[AaTa perucTpauun

AgTOp

OT4er 3a wegento

[lo6aBuTh ycnosue

Haouepeu X Brnpouecce X  3aKpeT X

> ¥ | 11.03.19 9:30

Cosnagaer v

Puc. 1: Puc.
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IIpnmeuanue: OuIbTPhI HACTPAUBAIOTCS IO JTFOOOMY ToJH0 Ha dhopme ObOparnenus.

2. BpraenuTh B HABUTATOPE CO3MAHHBIN (DUIBTD W HAXKATH KHOINKY BBIIPY3KU OTYETA.

Hasuratop
Daiint

® Peectpm

© §= ITsM 2

B HacTpoiikn

SLA
Ba3a 3HaHMil
Wamenenna CR
KOHGUTYPaLMOHHLIE ERUHAL!
Haprasi
HacTpoiikn yeeaomneswii

© Obpawenns

Hegepro wanpaanex

8 Ha osepean
B8 confrm
B8 Fiter

Olenka saBepluenn obpatle

AR AR AR AN EElErs=gapeye

cramye

Tpodnemst

Penuati

CepBuCHHE KoMaHs!

Cepatics!
node-red-email
BHeLLHHE NOCTABLLARA
anpoc Ha uamenens RFC

Kormakbi .

okymenTo (10909)

=)

BuimyanTe & Excel fpauy Crarye AeTop Tema Onucarme Mpnopurer Kog pewesms

1. Brpouecce  AdminA A BAHHHHHH... Kparnarsii
inc-21642 05.0320191.0... Oxmugaet npo6... Admin A A. 2 2 Kpuriuseii
inc-21616 040320197 0... Brpougcce  Admin A. A Kpariasieti
inc-21613 03.0320191.0... Urchopmarys n... Admin A A. [ vy Kpuriunsii
inc-21612 03.03201970... Haouepean  Admin A. A Kpuriusieii
inc-21605 02.032019r 1... 3akpur Cucremwsii M. Aarorect Coagano uepea... Kpurnursiii Paspewe (Baz... PEIEHO
inc-21604 02.03.2019 1 1... 3akper Cucreussii M. Asrorect Cosaamo uepes... Kpurnumsiii Paspewen (Gaz... diad
inc-21600 020320191 1... Brpougcce  CrcTemmui N KpuTiusei
inc-21596 02.032019r0... Brpougcce  Admin A A Kpuriussii
inc-21589 01.03.2019r 1... 3arpsir Admin A. A, Tema obpawens Onncarue 06p... Kpurnasiii Paapewen (6aa... PEWEHO
inc-21588 01.032019 7 1... 3akperr Admin A. A Teua oBpausens Onucanue o6p... KpuriuHsi Paspewe (6a2... PEWEHO
inc-21567 01.032019 ¢ 1... 3akpeir Admin A A. Tema obpawenr Onncarue 06p... Kpurnasiii Paapewen (6aa... PEWEHO
inc-21586 01.032019 7 1... 3akperr Admin A. A Teua oBpausens Onucanue o6p... KpuriuHsi Paspewe (6a2... PEWEHO
inc-21585 01.03.2019r 1... 3akpeir Admin A A. Teua obpausens Onncarue 06p... Kpurnursiii Paspewen (Ba... PEWEHO
inc-21584 01.032019r 1... 3akpurr Admin A. A Teua oBpausenys Onucanue oBp... KpurauHsii Paspewe (Baz... PELIEHO
inc-21583 01.032019r 1.. Brpouecce  Admin A A, Teua obpauens Onncarme 06p... Kpurnumsii
inc-21572 01.032019r 1... 3akprr Admin A. A Teua oBpausenys Onucanue o6p... KparauHsii Pazpewe (Baz... PEWIEHO
inc-21568 01.03.2019r 1... 3akpur Admin A A. Teua oBpauyenns Onucarue obp... Kpurnumsiii Paspewe (Gaz... PEWEHO

Onmncauue pewer Jlata 2agepuwen: 3asepuin

01.032019 Admin A A.
02032019 Admin A A
01.03.2019 Admin A. A,
01.032019 Admin A. A
01032019 Admin A A
01.032019 Admin A. A
01.032019 Admin A A
01.032019 Admin A A
01.032019 Admin A A
01032019 Admin A A

Ha osepegs

Hacmpoitkw

Hanpagus e paé

05032019 10:16 Admin A_ A
05.03.2019 05:46 Admin A. A.
04032018 Admin A A
03.03.2019 09:08 Admin A. A.
03032019 12:26 Admin A_ A
01.03.2019 Admin A A.
02032013 10:44 Admin A_ A

Admin A, A,
02032013 09:38 Admin A_ A
01.03.2019 Admin A, A,
01.03.2019 Admin A A
01.032019 Admin A A
01.03.2019 Admin A A
01032018 Admin A A
01.03.2019 Admin A A
01032018 Admin A A
01.03.2019 Admin A A
01032018 Admin A A

[

D)

(&) @ F0
Puc. 2: Puc.
3. Pesynbrar Oyser 3arpyzkeH Ha KOMIIbIOTED I0sb30BaTes st B (hopmare xls
do-o-)s otchet_za_nedelu [Pesam cosmecrnmocru] - Microsoft Excel - X
fnaswas | Boaeka  PaueTca GpaHMus  OOpMyiH  [Jadkbe  Peuerswposawue  Bug @ - o5 x
% Bupesame . e N B - . ) | Fem F2E | X astogmma v
e Aral 0 -[a 9| |[Einepenocrexca O ij i&% | & §< [E_\ = i 5? )
BT sopwar o ospany |1 % K 27| [EE [ G- A | e | B e e e | S e e R e
Bybep obmeria & Wongr = Bupasrusarive = tincno & Crunn fueiin Pesaxtviposarine
F23 ~ % |
B (¥ D E F G H I J K L M N X
Dara Onucanve [ara
1 |peructpaunm  Cratye Astop Tema Onucanne Mpuopnrer  Kog pewenus pewenns samepwenns 3asepumn Haowepeas Hanpaswn s pabory Hanpaswn Ha ove
2 05.03.2019 B npouecce Admin A A BAXKHO KpumnuHbii 05032019 Admin A A Admin A A
3 05.03.2019 Oxmnaaet npobnemy Admin A A 2 2 KpUTHyHB I 05.03.2019 Admin A. A. Admin A A.
4 04.03.2019 B npouecce Admin A A KprmnyHbii 04.03.2019 Admin A A Admin A A
VHehopmaLiua
5 03.03.2019 npenocTasnexa Admin A_ A tt Yy KpyusHb i 03.03.2019 Admin A A Admin A A
6 03.03.2019 Ha ouepegn Admin A A KpumnuHbii 03.03.2019 Admin A A Admin A A
7 02.03.2019 3akpeim CucTemHelA M. AsTOTECT Co3paHo yepes Postman  KputnyHeid  Paspewe (Basa sHanmit) PELWEHO 01.03.2019 Admin A. A. 01.03.2019 Admin A. A. Admin A A.
8 02.03.2019 3akpbIT CucTemHbIA N ABTOTECT Co3paHo yepe3 Postman  KputnuHeid  Paspewed (6a3a sHaqui)  dfad 02.03.2019 Admin A A. 02.03.2019 Admin A A. Admin A A
3 02.03.2019 B npouecce Cuctemtbii M KpyusHb i Admin A A
10 02.03.2019 B npouecce Admin A A KpruyHs i 02.03.2019 Admin A A Admin A A
11 01.03.2019 3akpbiT Admin A A Tewma obpawerua  OnucaHie obpawenus Kpunubiii  PaspeweH (6a3a snanmit) PELIEHO 01.03.2019 Admin A A 01.03.2019 Admin A A Admin A A
12 01.03.2019 3akpbIT Admin A A Tewma oBpawequa Onucanve oBpalieHua KputnyHeid  Paspewed (6a3a sHaquii) PELEHO 01.03.2019 Admin A. A 01.03.2019 Admin A A. Admin A A
13 01.03.2019 Jaxpbm Admin A A Tewma obpaweria Onicaie obpaleris Kpntuubii  Paspewer (6asa snanni)) PEWEHO 01.03.2018 Admin A A 01.03.2019 Admin A A Admin A A
14 01.03.2019 Jakpbm Admin A A Tewma obpaweris  Onicatie oBpajeHis Kpitubiii  Paspewer (Gasa snarnii) PEWEHO 01.03.2019 Admin A A 01.03.2019 Admin A A Admin A A
15 01.03.2019 3akpbiT Admin A A Tewma obpawerua  OnucaHie obpawenus Kpunubiii  PaspeweH (6a3a snanmit) PELIEHO 01.03.2019 Admin A A 01.03.2019 Admin A A Admin A A
16 01.03.2019 3akpem Admin A A Tewma obpawenna Onucanve oGpaleHna KprmnyHei  Paspewed (Gasa sHanmit) PELWEHO 01.03.2019 Admin A. A. 01.03.2019 Admin A. A. Admin A A.
17 01.03.2019 B npouecce Admin A A Tema obpawerun Onncarue obpawerus  KpHtusHbiii 01.03.2019 Admin A A Admin A A 1
18 01.03.2019 Jakpbm Admin A_ A Tewma obpaweris  Onicarie obpaujeris Kpitubii  Paspewer (Basa snannii) PEWEHO 01.03.2019 Admin A A 01.03.2019 Admin A A Admin A A
19 01.03.2019 3akpsiT Admin A A Tewma obpawerus  OnucaHie obpawenus KpunuHeiii  Paspewe (6a3a 3nanmit) PELIEHO 01.03.2019 Admin A A 01.03.2019 Admin A A Admin A A
20
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