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O0bekT wuccjegoBaHus: CIyk0a BHYTPEHHEW TEXHUYECKOW MOIICPKKU
corpynHukoB Anb(da-banka. [Ipenmer wuccienoBanus: pa3paboTka U BHEIPEHUE
aBTOMAaTU3UPOBAHHOW HH(POPMALMOHHOW CHCTEMBI 00OpPAaOOTKH 3aSBOK COTPYIHUKOB
OaHka.

Heab padorei: mosbimieHne 3GGEKTUBHOCTH M IMPO3PAaYHOCTH BHYTPEHHHUX
IIPOLIECCOB 00cCITy)KNBaHUS COTPYAHHUKOB OaHka nyTeM CO31aHus
aBTOMAaTU3UPOBAHHOM CHCTEMbI PETUCTPALlMU, MApIIPYTHU3ALUU U 00paOOTKU 3asiBOK
C UHTErpanuei B KoprnoparuBHyto miatdopmy «Business Huby.

Meroasl  HMCCJIEI0OBAHMS: CHUCTEMHBIM UM CPABHUTEIBHBIA  AHAJINS,
MOJIETTUPOBAHUE APXUTEKTYypbl 0a3bl JaHHBIX, MPOEKTUPOBAHHE MPOrPAMMHOIO
oOecrieueHus, peaju3anusi KiIMeHTckoro uHTepdeiica B WinForms, pa3paborka
YBEJAOMJIEHUN M0 3JEKTPOHHOM moute 4vepe3 mnporokodl SMTP, ¢yHkuuoHadsHOE
TECTUPOBAHUE.

B wuccnemoBaHMM HCMONB30BaHbl HOPMATHBHBIE JOKYMEHTBI, Hay4Has
auTeparypa no ynpasienuto UT u nporpammuoi unxeHepuu, creuudukanuu [TSM
U TMPAKTHYECKUE Marepuaibl Mo pa3padoTke WMH(OpPMAIMOHHBIX cucTteM. [Ipoekr
pa3paboTaH ¢ y4€TOM COBPEMEHHBIX TPeOOBaHUM K aBTOMAaTU3alMi BHYTpeHHUX NUT-
MPOLIECCOB, O€30MACHOCTU U MacIITAOUPYEMOCTH.

IIpakTHyeckass 3HAYMMOCTH HCCJIEJOBAHUS: 3aKJIIOYACTCS B CO3JaHUU
rOTOBOIO  MPOrPaMMHOTO  MPOAYKTA, KOTOPBIA MOXET ObITh BHEIPEH B
KOpPIIOPATUBHYIO cpefy Oe3 JOMOJHUTEIbHBIX 3aTpaT Ha JuueH3uu. llpennaraemoe
pelieHre MOo3BOJIAeT OaHKy COKpaTHTh BpEMsl pearupoBaHUsl Ha WHIMACHTHI,
MOBBICUTh MPO3PAYHOCTh BBIIIOJIHEHHSI 3allPOCOB M CHU3HUTHh HArpy3Ky Ha MepcoHal
TEXHUYECKON MOAACPKKH.

ABTOp TMOATBEPKIAET MOAJMHHOCTH BCEX MATEpPUATIOB M PE3YJIbTATOB,
NPECTABICHHbIX B JAUCCEPTALMM, WU 3asBJISET, YTO HCCIENOBAHUE MPOBOJUTCS
CaMOCTOATENbHO. Bce 3aMMCTBOBaHHbBIE MaTepHalibl CHA0KEHBI COOTBETCTBYIOLIUMU
CCBUIKAMH.



Thesis: 110 pages, 54 figures, 2 tables, 36 sources, 1 appendix.

ALFA-BANK, INTERNAL TECHNICAL SUPPORT, TICKET SYSTEM,
BUSINESS PROCESS AUTOMATION, SUPPORT INTERFACE,
DIGITALIZATION, C#.

The object of the research: is the internal technical support service of Alfa-
Bank employees. The subject of the research is the development and implementation
of an automated information system for processing applications from bank
employees.

The purpose of the work: is to increase the efficiency and transparency of
internal processes of servicing bank employees by creating an automated system for
registration, routing and processing of applications with integration into the corporate
platform "Business Hub".

Research methods: system and comparative analysis, modeling of database
architecture, software design, implementation of the client interface in WinForms,
development of e-mail notifications via the SMTP protocol, functional testing.

The study uses regulatory documents, scientific literature on IT management
and software engineering, ITSM specifications and practical materials on the
development of information systems. The project was developed taking into account
modern requirements for the automation of internal IT processes, security and
scalability.

The practical significance of the: study lies in the creation of a ready-made
software product that can be implemented into the corporate environment without
additional costs for licenses. The proposed solution allows the bank to reduce the
response time to incidents, increase the transparency of request execution and reduce
the burden on technical support personnel.

The author confirms the authenticity of all materials and results presented in
the dissertation and declares that the research is carried out independently. All
borrowed materials are provided with appropriate references.
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Al'ekTamM JacjelaBaHHsi: 3'Aynsdenia YHyTpaHas CIykO0a TOIXHIYHAM
naATpeIMKi cympanoyHikay Aunbda-banka. [Ipagmeram pacnenaBaHHs 3'ayisernia
pacmparnoyka 1 YkapaHeHHE ayTamarbl3aBaHail iH(apMambliHall CICTIMBI anparoyki
3asiBaK aJ] CyIparoyHikay OaHka.

Mbraii nmpaubl: 3'ayiseniia MHaBbIIIPHHE A(PEKTHIVHACII 1 TMpa3pbicTaciii
VHYTpaHBIX TMparpcay aOCayroyBaHHsS CyHparoyHikay OaHKa NUIIXaM CTBapIHHS
ayTamarbI3aBaHail CICTAMBI PATICTpallbll, MapHIPyThI3allbll 1 ampanoykKl 3asBakK 3
IHTArpalbIsii y KaprnapaTelyHyto iardgopmy Business Huby.

Meraabl gaciaefaBaHHsI: CICTOMHBI 1 NapayHaJIbHbI aHal3, MaJdJsiBAaHHE
apXIT3KTYpbl 0a3bl 1aJ3€HBIX, paclpaloyKa mparpaMHara 3a0eCIsiYdHHS, p3aii3alblsl
KJIieHlKara iHTpdeiicy ¥ WinForms, pacnpanoyka anaBsird’HHsAY 1na 3J€KTPOHHAM
nomuie na nparakoine SMTP, pyHKubIAHaTbHAE TICTABAHHE.

VY nacnenaBaHHI BBIKApPBHICTOYBAIOIIA HAPMATBIYHBIS JTaKyMEHTHI, HABYKOBas
mitaparypa mna kipaBanHi [T 1 pacopamoyusl nparpamMHara 3a0eCHsTUdHHSA,
cnenpldikanpii [TSM 1 npakTbIYHbIS MAaT3PBIUIBI 1A pacuparoyubl 1HpapMalbIiHBIX
cictaM.  [Ipaexkt pacnpamaBaHbl 3  ydlkaM Cy4acHbIX marpaOaBaHHSAY Ja
aytamarbizalbli YHyTpanbix [T-npanpcay, Oscreki 1 mamradbaBaHacli.

IIpakThIyHasi 3HAYHACHb: JACJIEIaBaAHH 3aKJIIOYACIIIA ¥ CTBAPIHHI raToBara
nparpaMmHara npaaykry, siki Moxa ObIllb YKapaHEHbI ¥ KaprapaTbelyHae acapoiaase 0e3
NAJaTKOBBIX BblOATKay Ha JiipH31l. [lpananaBaHae pamdHHE Ja3Baiige OaHKy
CKapalillb 4ac plaraBaHHsS Ha I1HUBLIAHTHI, MABBICIL MPA3PHICTACLb BbIKAHAHHS
3ampITay 1 3H1311b HATPY3KY Ha MepcaHall TAXHIYHAN MaATPbIMKI.

A¥yTap mauBspkae —camnpayaHacib  yciX  MaTapbisyiay 1 BBIHIKAY,
npajcTayieHbIX Yy JAbICepTallbll, 1 3asgyise, IITO JacjefaBaHHE MPaBOJ3IIIA
caMacToiHa. Yce 3ama3bplyaHblsl MaT3phIsiibl 3a05CIIeHaHbl aIaBEAHbIMI CIIACHUIKAMI.



