
$BA8 BJ9ABKAOI ED98EF6 8?S CDB6989A<S F9>GM97B >BAFDB?S < CDB@9:G-
FBKAB= 4FF9EF4J<< B5GK4RM<IES CB 8<EJ<C?<A9 (@B8G?R) 

 

!0?@02;5=85 ?>43>B>2:8: 27.03.02 '?@02;5=85 :0G5AB2>< 

#@>D8;L: '?@02;5=85 :0G5AB2>< 

 

Д<EJ<C?<A4: !9D6<EA4S 89SF9?PABEFP 

 

1. �9D9K9AP >B@C9F9AJ<= B5D4;B64F9?PAB= CDB7D4@@O, HBD@<DG-
RM<IES 6 CDBJ9EE9 BE6B9A<S 8<EJ<C?<AO 

 

#@8 ?@>2545=88 B5:CI53> :>=B@>;O 8 ?@><56CB>G=>9 0BB5AB0F88 ?> 
48AF8?;8=5 C >1CG0NI8EAO ?> =0?@02;5=8N ?>43>B>2:8 27.03.02 '?@02;5-
=85 :0G5AB2><, 4;O ?@>D8;O «'?@02;5=85 :0G5AB2><», >F5=820NBAO :><?5-
B5=F88, D>@<8@CNI85AO 2 ?@>F5AA5 >A2>5=8O >1@07>20B5;L=>9 ?@>3@0<<K 
(B01;8F0 1). 
 

&01;8F0 1 – #5@5G5=L :><?5B5=F89 >1@07>20B5;L=>9 ?@>3@0<<K, D>@<8@C-
NI8EAO 2 ?@>F5AA5 >A2>5=8O 48AF8?;8=K 

КB@C9F9AJ<S 

(>B8 < HBD@G?<DB6>4) 
�DBH9EE<BA4?PAO= 

EF4A84DF 

(>B8, A4<@9AB64A<9) 

�"$ 

(>B8, A4<@9AB64A<9) 

�К-1 - 0=0;87 ?@8G8= A=8-
65=8O :0G5AB20 ?@>4C:F88 
(@01>B, CA;C3) 8 @07@01>B:0 
?@54;>65=89 ?> 8E CAB@0-
=5=8N 

 «#@>D5AA8>=0;L=0O 
45OB5;L=>ABL 2 >1;0-
AB8 :0G5AB20 ?@>4C:-
F88 (@01>B, CA;C3)»  

(40.062) 

� 

"ACI5AB2;5=85 @01>B 
?> C?@02;5=8N :0G5-
AB2>< ?@>4C:F88 (@0-
1>B, CA;C3) 

�К-2 - 8=A?5:F8>==K9 :>=-
B@>;L :0G5AB20 ?@>4C:F88 
(@01>B, CA;C3) 

«#@>D5AA8>=0;L=0O 
45OB5;L=>ABL 2 >1;0-
AB8 :0G5AB20 ?@>4C:-
F88 (@01>B, CA;C3)»  

(40.062) 

� 

"ACI5AB2;5=85 @01>B 
?> C?@02;5=8N :0G5-
AB2>< ?@>4C:F88 (@0-
1>B, CA;C3) 

 

2. �C<E4A<9 CB>4;4F9?9= < >D<F9D<96 BJ9A<64A<S >B@C9F9AJ<= 
A4 D4;?<KAOI QF4C4I <I HBD@<DB64A<S, BC<E4A<9 L>4? BJ9A<64A<S 

"?8A0=85 ?>:070B5;59 >F5=820=8O :><?5B5=F89 =0 @07;8G=KE MB0?0E 
8E D>@<8@>20=8O >ACI5AB2;O5BAO 2 A>>B25BAB288 A >A=>2=>9 ?@>D5AA8>-
=0;L=>9 >1@07>20B5;L=>9 ?@>3@0<<>9 2C70. � :0G5AB25 ?>:070B5;59 @0AA<0B-
@820NBAO @57C;LB0BK >A2>5=8O 48AF8?;8=K, 2K@065==K5 G5@57 7=0=8O, C<5-
=8O 8 2;045=8O (B01;8F0 2). 

� B01;8F5 3 ?@82>48BAO H:0;0 >F5=820=8O :><?5B5=F89 =0 @07;8G=KE 
MB0?0E 8E D>@<8@>20=8O A C:070=85< :@8B5@852 8E >F5=820=8O. �> 2B>@>< 
AB>;1F5 B01;8FK ?@82>48BAO H:0;0 >F5=820=8O :><?5B5=F89 =0 @07;8G=KE 
MB0?0E 8E D>@<8@>20=8O 2 A>>B25BAB288 A >1>7=0G5==K< :@8B5@85<. 

 



&01;8F0 2 – "?8A0=85 ?>:070B5;59 >F5=820=8O :><?5B5=F89 =0 @07-
;8G=KE MB0?0E 8E D>@<8@>20=8O A B>G:8 7@5=8O @57C;LB0B>2 >A2>5=8O 48A-
F8?;8=K. 

КB@C9F9AJ<S �A8<>4FBD 8BEF<-
:9A<S >B@C9F9AJ<< 

�?4A<DG9@O9 D9;G?PF4FO B5GK9-
A<S CB 8<EJ<C?<A9 

�К-1: 0=0;87 ?@8-
G8= A=865=8O :0-
G5AB20 ?@>4C:F88 
(@01>B, CA;C3) 8 
@07@01>B:0 ?@54-
;>65=89 ?> 8E 
CAB@0=5=8N 

 

�К-1.1. �=0;878@C5B 
45D5:BK 8 2KO2;O5B 
?@8G8=K, 2K7K20NI85 
CEC4H5=85 :0G5AB25==KE 
8 :>;8G5AB25==KE ?>:0-
70B5;59 ?@>4C:F88 (@0-
1>B, CA;C3) =0 AB0488 
?@>872>4AB20 ?@>4C:F88 
8 >:070=8O CA;C3 
�К-1.5. �=0;878@C5B 
=5A>>B25BAB28O 2 AB0=-
40@B0E >1A;C6820=8O 8 
8E 2;8O=85 =0 20@80B82-
=>ABL :0G5AB20 CA;C3 

�A4FP: 
- >A>15==>AB8 :0G5AB20 CA;C3, <5B>4K 
0=0;870 ?@8G8= A=865=8O :0G5AB20, 0 
B0:65 B@51>20=8O AB0=40@B>2 : @01>B5 A 
=5A>>B25BAB28O<8 8 60;>10<8; 

 #@9FP: 
 - 2KO2;OBL >A=>2=K5 ?@8G8=K A=865-
=8O :0G5AB20 >1A;C6820=8O =0 >A=>25 
40==KE >1@0B=>9 A2O78 8 :;85=BA:>3> 
>?KB0, 0 B0:65 @07@010BK20BL >1>A=>-
20==K5, 87<5@8<K5 8 @50;87C5<K5 
?@54;>65=8O ?> 8E CAB@0=5=8N 2 @0<-
:0E A8AB5<K <5=546<5=B0 :0G5AB20; 

 В?489FP: 
 - =02K:0<8 ?@8<5=5=8O 8=AB@C<5=B>2 
:;85=B>>@85=B8@>20==>3> 0=0;870 8 
4>:C<5=B8@>20=8O @57C;LB0B>2 4;O ?>-
A;54CNI53> 2=54@5=8O :>@@5:B8@CN-
I8E 459AB289. 

�К-2: 8=A?5:F8-
>==K9 :>=B@>;L 
:0G5AB20 ?@>4C:-
F88 (@01>B, CA;C3) 

�К-2.1. �5<>=AB@8@C5B 
C<5=85 2K18@0BL 8 8A-
?>;L7>20BL A@54AB20 8 
<5B>4K 8=A?5:F8>==>3> 
:>=B@>;O :0G5AB20 ?@>-
4C:F88 (@01>B, CA;C3) 
�К-2.4. �;0455B =02K-
:0<8 >F5=:8 A>1;N45=8O 
AB0=40@B>2 >1A;C6820-
=8O 2 B>G:0E 2708<>459-
AB28O A :;85=B0<8 8 
AC1J5:B82=KE ?>:070B5-
;59 :0G5AB20 A >15A?5G5-
=85< >1J5:B82=>AB8 

�A4FP: 
- <5B>4K 8 8=AB@C<5=BK 8=A?5:F8>=-
=>3> :>=B@>;O :0G5AB20 CA;C3, B@51>20-
=8O AB0=40@B>2 : <>=8B>@8=3C C4>2;5-
B2>@ё==>AB8 8 >1@01>B:5 60;>1, 0 B0:-
65 >A>15==>AB8 ?@>25@:8 =5<0B5@80;L-
=KE @57C;LB0B>2 2 @07;8G=KE :0=0;0E 
2708<>459AB28O 
#@9FP: 
- ?;0=8@>20BL, ?@>2>48BL 8 4>:C<5=B8-
@>20BL 8=A?5:F8>==K9 :>=B@>;L A5@-
28A=KE ?@>F5AA>2 A 8A?>;L7>20=85< 
040?B8@>20==KE G5:-;8AB>2, >F5=820BL 
A>1;N45=85 AB0=40@B>2 >1A;C6820=8O 
8 >D>@<;OBL @57C;LB0BK 2 2845 ?@>B>-
:>;>2, ?@83>4=KE 4;O ?>A;54CNI8E 
:>@@5:B8@CNI8E 459AB289; 

 В?489FP: 
 - =02K:0<8 >1J5:B82=>9 >F5=:8 AC1J-
5:B82=KE ?>:070B5;59 :0G5AB20, ?@>25-
45=8O ?@>25@>: F8D@>2KE A5@28A>2 8 
:>=AB@C:B82=>3> 2708<>459AB28O A 
?5@A>=0;>< ?@>25@O5<KE ?>4@0745;5-
=89 2 @0<:0E MB8G5A:>3> :>=B@>;O 

 

 

 



&01;8F0 3 – �@8B5@88 8 H:0;0 >F5=820=8O :><?5B5=F89 =0 @07;8G=KE 
MB0?0E 8E D>@<8@>20=8O. 

�@8B5@88 
>F5=820=8O :><?5B5=F89 

,:0;0 
>F5=820=8O 

�>AB83=CBK9 C@>25=L >F5=:8 @57C;LB0B>2 >1CG5=8O ?>:07K-
205B, GB> ABC45=B >1;0405B =5>1E>48<>9 A8AB5<>9 7=0=89 8 
2;0455B =5:>B>@K<8 C<5=8O<8 ?> 48AF8?;8=5, A?>A>15= ?>-
=8<0BL 8 8=B5@?@5B8@>20BL >A2>5==CN 8=D>@<0F8N, GB> 
?>72>;8B 5<C 2 40;L=59H5< @0728BL B0:85 :0G5AB20 C<AB25=-
=>9 45OB5;L=>AB8, :0: 3;C18=0, 381:>ABL, :@8B8G=>ABL, 4>:0-
70B5;L=>ABL, M2@8AB8G=>ABL. 
�>AB83=CBK9 C@>25=L >F5=:8 @57C;LB0B>2 >1CG5=8O ?>:07K-
205B, GB> ABC45=B >1;0405B =5>1E>48<>9 A8AB5<>9 7=0=89 
B5>@5B8G5A:8E >A=>2 >15A?5G5=8O 157>?0A=>AB8 687=545O-
B5;L=>AB8 2 G@572KG09=KE A8BC0F8OE 8 2 ?>2A54=52=>9 45O-
B5;L=>AB8, 2;0455B =5:>B>@K<8 C<5=8O<8 0=0;870 A8AB5<K 
157>?0A=>AB8 687=545OB5;L=>AB8, GB> ?>72>;8B 5<C 2 40;L-
=59H5< @0728BL ?@0:B8G5A:85 C<5=8O 2 40==>< =0?@02;5=88 
?@>D5AA8>=0;L=>9 45OB5;L=>AB8. 

#>@>3>2K9 
(>1O70B5;L=K9) 

�>AB83=CBK9 C@>25=L >F5=:8 @57C;LB0B>2 >1CG5=8O ?>:07K-
205B, GB> ABC45=B ?@>45<>=AB@8@>20; 3;C1>:85 ?@>G=K5 7=0-
=8O 8 @0728BK5 ?@0:B8G5A:85 C<5=8O 8 =02K:8, <>65B A@02-
=820BL, >F5=820BL 8 2K18@0BL <5B>4K @5H5=8O 7040=89, @0-
1>B0BL F5;5=0?@02;5==>, 8A?>;L7CO A2O70==K5 <564C A>1>9 
D>@<K ?@54AB02;5=8O 8=D>@<0F88. 
�>AB83=CBK9 C@>25=L >F5=:8 @57C;LB0B>2 >1CG5=8O ?>:07K-
205B, GB> ABC45=B ?@>45<>=AB@8@>20; 7=0=85 B5>@5B8G5A:8E 
?>;>65=89 2 >1;0AB8 157>?0A=>AB8 687=545OB5;L=>AB8, 

?@0:B8G5A:85 C<5=8O 8 =02K:8 >:070=8O ?5@2>9 ?><>I8 8 
?@8<5=5=8O <5B>4>2 70I8BK 2 CA;>28OE G@572KG09=KE A8BC-
0F89. 

#>2KH5==K9 

�>AB83=CBK9 C@>25=L >F5=:8 @57C;LB0B>2 >1CG5=8O A2845-
B5;LAB2C5B > B><, GB> ABC45=B A?>A>15= >1>1I0BL 8 >F5=8-
20BL 8=D>@<0F8N, ?>;CG5==CN =0 >A=>25 8AA;54>20=8O =5-
AB0=40@B=>9 A8BC0F88; 8A?>;L7>20BL A2545=8O 87 @07;8G=KE 
8AB>G=8:>2, CA?5H=> A>>B=>AO 8E A ?@54;>65==>9 A8BC0F8-
59. 
�>AB83=CBK9 C@>25=L >F5=:8 @57C;LB0B>2 >1CG5=8O A2845-
B5;LAB2C5B > B><, GB> C ABC45=B0 AD>@<8@>20=K A8AB5<=K5 
7=0=8O 2 >1;0AB8 157>?0A=>AB8 687=545OB5;L=>AB8, =5>1E>-
48<K5 4;O @5H5=8O :>=:@5B=KE 7040G, >F5=:5 8 0=0;87C  
2;8O=8O >?0A=KE 8 2@54=KE ?@>872>4AB25==KE D0:B>@>2, 
?@8<5=5=8O MDD5:B82=KE A@54AB2 70I8BK >B =530B82=KE 
2>7459AB289 ?@8@>4=>3> 8 B5E=>35==>3> E0@0:B5@0, 0 B0:65 
A>7=0B5;L=>3> 8 >B25BAB25==>3> >B=>H5=8O : 2>?@>A0< ;8G-

#@>428=CBK9 



�@8B5@88 
>F5=820=8O :><?5B5=F89 

,:0;0 
>F5=820=8O 

=>9 157>?0A=>AB8 8 157>?0A=>AB8 >:@C60NI8E 8 8A?>;L7>-
20=8O ?>;CG5==KE A2545=89 4;O ?@8=OB8O C?@02;5=G5A:8E 
@5H5=89 2 A2>59 ?@>D5AA8>=0;L=>9 45OB5;L=>AB8. %BC45=B 
A?>A>15= A8AB5<0B878@>20BL 8 >1>1I0BL 8=D>@<0F8N ?> 2>-
?@>A0< 0=0;870, ?;0=8@>20=8O 8 :>=B@>;O, >1>A=>2K20BL 2K-
1>@ <5B>4>2 157>?0A=>AB8 687=545OB5;L=>AB8 4;O @5H5=8O 
7040G 2 >1;0AB8 ?@>D5AA8>=0;L=>9 45OB5;L=>AB8. 

 

3. �J9ABKAO9 ED98EF64 8?S CDB6989A<S F9>GM97B >BAFDB?S 
BE6B9A<S 8<EJ<C?<AO 

 
В>?@>AO 8;O A4<>:>=B@>;O 8 ?>87>B>6:8 : B9:Cщ9<C :>=B@>;N 

<9B>8>< >?@>A4, 8>:;48>6 A ?@979=B4ц899 
 

"9@4 1. �BASF<9 < DB?P E9D6<EAB= 89SF9?PABEF< 6 EB6D9@9AAB= 
Q>BAB@<>9 

1. �0:85 >A>15==>AB8 CA;C3 (=5<0B5@80;L=>ABL, =5AB018;L=>ABL 8 
B. 4.) 70B@C4=ONB 2KO2;5=85 ?@8G8= A=865=8O :0G5AB20? 

2. �0: =5A>>B25BAB285 <0@:5B8=3>2KE >15I0=89 @50;L=><C C@>2-
=N >1A;C6820=8O AB0=>28BAO ?@8G8=>9 =54>2>;LAB20 :;85=B>2? 

3. �0: >BACBAB285 :;85=B>>@85=B8@>20==>9 :C;LBC@K 2 >@30=870-
F88 2;8O5B =0 :0G5AB2> >1A;C6820=8O? 

4. +B> ?>4@07C<5205BAO ?>4 «8=A?5:F8>==K< :>=B@>;5<» 2 AD5@5 
=5<0B5@80;L=KE CA;C3? 

5. �0:85 ?@02>2K5 0:BK (�0:>= > 70I8B5 ?@02 ?>B@518B5;59, �"-
%&K) <>3CB A;C68BL >A=>2>9 4;O ?@>25@:8 :0G5AB20 >1A;C6820=8O? 

6. �0: B@51>20=8O AB0=40@B0 �%" 9001 : «<>=8B>@8=3C C4>2;5-
B2>@ё==>AB8» A2O70=K A 8=A?5:F8>==K< :>=B@>;5<? 

 

"9@4 2. К4K9EF6B B5E?G:<64A<S: @B89?<, CB>4;4F9?< < @9FB8O 
BJ9A>< 

1. �0: @07@K2 <564C >6840=8O<8 8 2>A?@8OB85< :;85=B0 (A>3;0A=> 
<>45;8 SERVQUAL) C:07K205B =0 A8AB5<=K5 ?@>1;5<K? 

2. �0: =87:89 ?>:070B5;L NPS <>65B A2845B5;LAB2>20BL > 3;C-
18==KE ?@8G8=0E A=865=8O ;>O;L=>AB8? 

3. �0: 40==K5 > 60;>10E ?><>30NB 2KO28BL >A=>2=K5 ?@8G8=K 
=54>2>;LAB20? 

4. �0:85 ?>:070B5;8 :0G5AB20 >1A;C6820=8O (2@5<O >B25B0, 256-
;82>ABL 8 B. 4.) <>6=> ?@>25@8BL 2 E>45 8=A?5:F88? 

5. �0: 8A?>;L7>20BL <5B>4 «B09=>3> ?>:C?0B5;O» 2 :0G5AB25 8=-
AB@C<5=B0 8=A?5:F8>==>3> :>=B@>;O? 

6. �0: >D>@<8BL ?@>B>:>; ?@>25@:8 =0 >A=>25 40==KE >?@>A0 >1 
C4>2;5B2>@ё==>AB8? 



 

"9@4 3. �DB9>F<DB64A<9 < EF4A84DF<;4J<S E9D6<EAOI CDBJ9EEB6 

1. �0: >BACBAB285 AB0=40@B870F88 ?@>F5AA>2 ?@82>48B : 20@80B82=>-
AB8 :0G5AB20 CA;C3? 

2. �0:85 «1>;52K5 B>G:8» =0 :0@B5 :;85=BA:>3> ?CB8 G0I5 2A53> 
AB0=>2OBAO ?@8G8=>9 A=865=8O :0G5AB20? 

3. �0: =5A>3;0A>20==>ABL <564C ?>4@0745;5=8O<8 (=0?@8<5@, >B-
45;>< ?@>406 8 A;C61>9 ?>445@6:8) 2;8O5B =0 :0G5AB2> >1A;C6820=8O 
:;85=B>2? 

4. �0: ?@>25@8BL A>1;N45=85 AB0=40@B>2 >1A;C6820=8O (SOP) =0 
<5AB5? 

5. �0: A>AB028BL G5:-;8AB 4;O ?@>25@:8 @01>BK :>;;-F5=B@0 8;8 
>=;09=-?>445@6:8? 

6. �0:85 4>:C<5=BK ?>4B25@640NB :0G5AB2> >:070==>9 CA;C38 
?@8 8=A?5:F8>==>< :>=B@>;5? 

 

"9@4 4.  45BF4 E :4?B54@< < B5D4FAB= E6S;PR BF >?<9AFB6 

1. �0: >BACBAB285 ?@>F54C@K @0AA<>B@5=8O 60;>1 ?> AB0=40@BC �%" 
10002 ?@82>48B : ?>2B>@ONI8<AO ?@>1;5<0<? 

2. �0:85 3;C18==K5 ?@8G8=K <>3CB AB>OBL 70 G0ABK<8 60;>10<8 
=0 «3@C1>ABL ?5@A>=0;0»? 

3. �0: <5B>4 «5 ?>G5<C» <>6=> ?@8<5=8BL : 60;>15 =0 4>;3>5 
>6840=85 2 :>;;-F5=B@5? 

4. �0: ?@>25@8BL 2K?>;=5=85 ?@>F54C@ >1@01>B:8 60;>1 2 A>>B-
25BAB288 A B@51>20=8O<8 �%" 10002? 

5. �0:85 70?8A8 4>;6=K 1KBL ?@54AB02;5=K ?@8 ?@>25@:5 ?@>-
F5AA0 @01>BK A >1@0I5=8O<8? 

6. �0: >@30=87>20BL ?>2B>@=CN ?@>25@:C ?>A;5 CAB@0=5=8O 70<5-
G0=89 ?> 60;>10<? 

 

"9@4 5. �5GK9A<9 < @BF<64J<S C9DEBA4?4 6 EH9D9 B5E?G:<64A<S 

1. �0: =54>AB0B>G=0O ?>43>B>2:0 ?5@A>=0;0 2;8O5B =0 :0G5AB2> 2708-
<>459AB28O A :;85=B0<8? 

2. �0: M<>F8>=0;L=>5 2K3>@0=85 A>B@C4=8:>2 D@>=B->D8A0 AB0-
=>28BAO ?@8G8=>9 A=865=8O :0G5AB20 >1A;C6820=8O? 

3. �0: >BACBAB285 =5<0B5@80;L=>9 <>B820F88 A=8605B 2>2;5Gё=-
=>ABL ?5@A>=0;0 2 ?@>F5AA ?@54>AB02;5=8O :0G5AB25==KE CA;C3?  

4. �0: ?@>25@8BL =0;8G85 8 0:BC0;L=>ABL ?@>3@0<< >1CG5=8O 
?5@A>=0;0 A5@28A0? 

5. �0:85 4>:C<5=BK ?>4B25@640NB :><?5B5=B=>ABL A>B@C4=8:>2 
D@>=B->D8A0? 

6. �0: >F5=8BL MDD5:B82=>ABL A8AB5<K <>B820F88 ?5@A>=0;0 =0 
>A=>25 40==KE 8=A?5:F88? 

 

"9@4 6. �AF97D4J<S E9D6<EAB= 89SF9?PABEF< 6 !МК 



1. �0: >BACBAB285 A5@28A=KE ?@>F5AA>2 2 4>:C<5=B0F88 % � <5H0-
5B 8E C;CGH5=8N? 

2. �0:85 B8?8G=K5 =5A>>B25BAB28O 2 A8AB5<5 <5=546<5=B0 :0G5-
AB20 C:07K20NB =0 A8AB5<=K5 ?@>1;5<K 2 >1A;C6820=88? 

3. �0: 40==K5 > :0G5AB25 >1A;C6820=8O <>3CB 1KBL 8A?>;L7>20-
=K @C:>2>4AB2>< 4;O 0=0;870 8 ?@8=OB8O @5H5=89 ?> C;CGH5=8N A8BC0-
F88? 

4. �0:85 ?@54;>65=8O ?> C;CGH5=8N <>6=> @07@01>B0BL =0 >A-
=>25 :0@BK M<?0B88? 

5. �0: A45;0BL B0:, GB>1K ?@54;>65=8O ?> CAB@0=5=8N ?@8G8= 
1K;8 @50;87C5<K<8 8 87<5@8<K<8? 

6. �0: 2:;NG8BL 8=A?5:F8>==K9 :>=B@>;L A5@28A0 2 3@0D8: 
2=CB@5==8E 0C48B>2 % �? 

7. �0:85 @0745;K 4>:C<5=B0F88 % � ?>4;560B ?@>25@:5 ?@8 8=-
A?5:B8@>20=88 A5@28A=KE ?@>F5AA>2? 

8. �0: 704>:C<5=B8@>20BL «=0E>4:8» 8=A?5:F88, :>B>@K5 =52>7-
<>6=> >F5=8BL :>;8G5AB25==> (=0?@8<5@, 256;82>ABL)? 

9. �0: @57C;LB0BK ?@>25@:8 8A?>;L7CNBAO @C:>2>4AB2>< 4;O 0=0-
;870 2 A>>B25BAB288 A ?C=:B>< 9.3 AB0=40@B0 ISO 9001? 

10. �0: 040?B8@>20BL <5B>48:C ?@>25@:8 4;O @07=KE :0=0;>2 270-
8<>459AB28O (>D;09=, >=;09=, ?> B5;5D>=C)? 

 

З484=8O ?> :>=B@>;P=>9 @45>B9 8;O B9:Cщ97> :>=B@>;O, C:474=8O 
?> 99 6O?>;=9=8N. 

�>=B@>;L=0O @01>B0 ?> 48AF8?;8=5 «%5@28A=0O 45OB5;L=>ABL» 2K?>;-
=O5BAO 2 D>@<5 @5D5@0B0 ?> 2K1@0==>9 B5<5. $5D5@0B 4>;65= A>>B25BAB2>-
20BL ?@8=OBK< 2 8=AB8BCB5 «#@028;0< 2K?>;=5=8O ?8AL<5==KE @01>B», 2 
B>< G8A;5 B@51>20=8O< : >@838=0;L=>AB8 B0:8E @01>B.  

$5D5@0B – MB> 284 CG51=>-8AA;54>20B5;LA:>9 @01>BK, 2K?>;=5==>9 =0 
0:BC0;L=CN B5<C A>F8>;>388 2 @0<:0E ?@>D8;L=>9 ?@>1;5<0B8:8, >B@060N-
I59 >A=>2=K5 =0?@02;5=8O 8AA;54>20=8O ?> 40==>9 48AF8?;8=5. � ?@>F5AA5 
@01>BK =04 A>45@60=85< @5D5@0B0 4>;6=> 1KBL >ACI5AB2;5=> A;54CNI55 – 
2K1@0=K 8 ?@>0=0;878@>20=K >A=>2=K5 <5B>4>;>38G5A:85 ?>4E>4K, B5>@88 
8 :>=F5?F88 ?> B5<5.  

 9>B@9A8G9FES E?98GRM<= 4?7BD<F@ CB87BFB6>< D9H9D4F4:  
1.>?@545;8BL =0CG=K5 ?>4E>4K, B5>@88, :>=F5?F88 A>F8>;>388 8 <5-

=546<5=B0, 2 @0<:0E :>B>@KE =081>;55 ;>38G=> @0AA<>B@5BL ACI=>ABL B5<K 
8 55 >A=>2=KE :0B53>@89;  

2. >ACI5AB28BL 2K1>@ ;8B5@0BC@K (70@C156=>9 8 >B5G5AB25==>9), >A=>-
2K20OAL =0 :>B>@>9 <>6=> @0A:@KBL B5<C ?> 70@0=55 >?@545;5==>9 ;>38:5 55 
?@54AB02;5=8O;  

3. ?>43>B>28BL AB@C:BC@C (?;0= @5D5@0B0), @072>@0G820=85 :>B>@>9 >B-
@060;> 1K :0: >A=>2=K5 ?>78F88 2 @0<:0E @07;8G=KE C?@02;5=G5A:8E 48A-
:C@A>2, B0: 8 0=0;87 A>2@5<5==KE ?@0:B8: ?> 2K1@0==>9 B5<5 @5D5@0B0;  



4. @07@01>B0BL AB@C:BC@C @5D5@0B0, :>B>@0O 2:;NG05B >A=>2=K5 A>AB02-
=K5 G0AB8: 22545=85, >A=>2=0O G0ABL, 70:;NG5=85, A?8A>: 8A?>;L7>20==>9 ;8-
B5@0BC@K 8 8AB>G=8:>2, AAK;:8 ?@8 F8B8@>20=88 >1O70B5;L=K;  

5. ?>43>B>28BL 22545=85, :>B>@>5 2:;NG05B :@0B:>5 >1>A=>20=85 0:BC-
0;L=>AB8 B5<K @5D5@0B0, :>B>@>5 >B@0605B B> 8;8 8=>5 =0?@02;5=85 =0CG=KE 
8AA;54>20=89 2 @0<:0E A>F8>;>388;  

6. ?>43>B>28BL >A=>2=CN G0ABL, :>B>@0O 2:;NG05B:  
 >?8A0=85 7=0G8<KE 4;O B5<K =0CG=KE B5>@89, 273;O4>2, ?>4E>4>2, 2 

@0<:0E :>B>@KE =5>1E>48<> @0AA<0B@820BL B5<C; A>F8>;>38G5A:89 0=0;87 
107>2KE :0B53>@89;  

 A?5F8D8:C AB0=>2;5=8O, D>@<8@>20=8O, @0728B8O B5E 8;8 8=KE 
C?@02;5=G5A:8E ?@>F5AA>2 A B>G:8 7@5=8O A>F8>;>38G5A:>3> ?>4E>40;  

 0=0;87 A>2@5<5==>3> A>AB>O=8O, 2:;NG0O ?@>1;5<K DC=:F8>=8@>20-
=8O B5E 8;8 8=KE 0A?5:B>2 C?@02;5=G5A:8E ?@0:B8:;  

7. ?>43>B>28BL 70:;NG5=85, :>B>@>5 2:;NG05B @57N<8@>20=85 @57C;L-
B0B>2 @01>BK 2 @0<:0E B5<K @5D5@0B0: :@0B:>5 70:;NG5=85 >1 0:BC0;L=>AB8 
B5<K 8 87;>65=85 >A=>2=KE @57C;LB0B>2, :>B>@K5 ?>;CG5=K 2 ?@>F5AA5 55 
87CG5=8O;  

8. >1CG0NI89AO <>65B ?>;CG8BL :>=AC;LB0F88 C ?@5?>4020B5;O 2 A2O78 
A A>3;0A>20=85< AB@C:BC@K @5D5@0B0 8;8 <5B>4>;>38G5A:8E 0A?5:B>2 @0A-
:@KB8O 2K1@0==>9 B5<K.  

 

КD<F9D<< BJ9A<64A<S D9H9D4F4  
– %B5?5=L @0A:@KB8O ACI=>AB8 2>?@>A0: 0) A>>B25BAB285 ?;0=0 B5<5 

@5D5@0B0; 1) A>>B25BAB285 A>45@60=8O B5<5 8 ?;0=C @5D5@0B0; 2) ?>;=>B0 8 
3;C18=0 7=0=89 ?> B5<5; 3) >1>A=>20==>ABL A?>A>1>2 8 <5B>4>2 @01>BK A <0-
B5@80;><; 5) C<5=85 >1>1I0BL, 45;0BL 2K2>4K, A>?>AB02;OBL @07;8G=K5 B>G-
:8 7@5=8O ?> >4=><C 2>?@>AC (?@>1;5<5).  

– "1>A=>20==>ABL 2K1>@0 8AB>G=8:>2: 0) >F5=:0 8A?>;L7>20==>9 ;8B5-
@0BC@K: ?@82;5G5=K ;8 8725AB=K5 @01>BK ?> B5<5 8AA;54>20=8O (2 B.G. 6C@-
=0;L=K5 ?C1;8:0F88 ?>A;54=8E ;5B, ?>A;54=85 AB0B8AB8G5A:85 40==K5, A2>4-
:8, A?@02:8 8 B.4.).  

– %>1;N45=85 B@51>20=89 : >D>@<;5=8N: 0) =0A:>;L:> 25@=> >D>@<-
;5=K AAK;:8 =0 8A?>;L7C5<CN ;8B5@0BC@C, A?8A>: ;8B5@0BC@K; 1) >F5=:0 
3@0<>B=>AB8 8 :C;LBC@K 87;>65=8O (2 B.G. >@D>3@0D8G5A:>9, ?C=:BC0F8>=-
=>9, AB8;8AB8G5A:>9 :C;LBC@K), 2;045=85 B5@<8=>;>3859; 2) A>1;N45=85 
B@51>20=89 : >1Jё<C @5D5@0B0.  

"F5=:0 «>B;8G=>» AB028BAO, 5A;8 2K?>;=5=K 2A5 B@51>20=8O : =0?8A0-
=8N 8 70I8B5 @5D5@0B0: >1>7=0G5=0 ?@>1;5<0 8 >1>A=>20=0 5ё 0:BC0;L=>ABL, 
A45;0= :@0B:89 0=0;87 @07;8G=KE B>G5: 7@5=8O =0 @0AA<0B@8205<CN ?@>1;5-
<C 8 ;>38G=> 87;>65=0 A>1AB25==0O ?>78F8O, AD>@<C;8@>20=K 2K2>4K, B5<0 
@0A:@KB0 ?>;=>ABLN, 2K45@60= >1Jё<, A>1;N45=K B@51>20=8O : 2=5H=5<C 
>D>@<;5=8N, 40=K ?@028;L=K5 >B25BK =0 4>?>;=8B5;L=K5 2>?@>AK.  

"F5=:0 «E>@>H>» – >A=>2=K5 B@51>20=8O : @5D5@0BC 8 53> 70I8B5 2K-
?>;=5=K, => ?@8 MB>< 4>?CI5=K =54>GёBK. � G0AB=>AB8, 8<5NBAO =5B>G=>AB8 



2 87;>65=88 <0B5@80;0; >BACBAB2C5B ;>38G5A:0O ?>A;54>20B5;L=>ABL 2 AC6-
45=8OE; =5 2K45@60= >1Jё< @5D5@0B0; 8<5NBAO C?CI5=8O 2 >D>@<;5=88; =0 
4>?>;=8B5;L=K5 2>?@>AK ?@8 70I8B5 40=K =5?>;=K5 >B25BK.  

"F5=:0 «C4>2;5B2>@8B5;L=>» – 8<5NBAO ACI5AB25==K5 >BABC?;5=8O >B 
B@51>20=89 : @5D5@8@>20=8N. � G0AB=>AB8: B5<0 >A25I5=0 ;8HL G0AB8G=>; 
4>?CI5=K D0:B8G5A:85 >H81:8 2 A>45@60=88 @5D5@0B0 8;8 ?@8 >B25B5 =0 
4>?>;=8B5;L=K5 2>?@>AK; 2> 2@5<O 70I8BK >BACBAB2C5B 2K2>4.  

"F5=:0 «=5C4>2;5B2>@8B5;L=>» – B5<0 @5D5@0B0 =5 @0A:@KB0, >1=0@C-
68205BAO ACI5AB25==>5 =5?>=8<0=85 ?@>1;5<K. 
 

�K1>@ 20@80=B0 :>=B@>;L=>9 @01>BK 4;O ABC45=B>2 >ACI5AB2;O5BAO ?> 
=0G0;L=>9 1C:25 D0<8;88 ?> :;NGC, ?@54;>65==><C 2 A;54CNI59 B01;8F5: 

!0G0;L=0O 1C:20 D0<8;88 !><5@ B5<K 

�, �, !, ', - 1, 7, 13, 19, 20, 21 

�, �, ", (, - 2, 8, 11, 14, 20, 22 

�, �, #, ), . 3, 7, 9, 15, 19, 23 

�, �, $, *, / 4, 10, 12, 16, 20, 24 

�, �, %, + 5, 11, 17, 19, 25 

�,  , &, , 6, 12, 18, 20 

 

"9@O 8?S 6OCB?A9A<S >BAFDB?PAOI D45BF: 
1. -2>;NF8O A5@28A=>9 45OB5;L=>AB8: >B ?>A;5?@>406=>3> >1-

A;C6820=8O : AB@0B538G5A:><C 0:B82C. 
2. "A>15==>AB8 :0G5AB20 CA;C3: =5<0B5@80;L=>ABL, =5AB018;L-

=>ABL, =5>B45;8<>ABL, =54>;3>25G=>ABL. 
3. $>;L A5@28A0 2 D>@<8@>20=88 :;85=B>>@85=B8@>20==>9 :>@?>-

@0B82=>9 :C;LBC@K. 
4. %5@28A :0: M;5<5=B :>=:C@5=B=>3> ?@58<CI5AB20 2 CA;>28OE 

F8D@>2>9 M:>=><8:8. 
5. !>@<0B82=>-?@02>2>5 @53C;8@>20=85 A5@28A=>9 45OB5;L=>AB8 

2 $( (�0:>= > 70I8B5 ?@02 ?>B@518B5;59, �"%&K, AB0=40@BK). 
6.  >45;L SERVQUAL: B5>@8O 8 ?@0:B8G5A:>5 ?@8<5=5=85 2 

C?@02;5=88 :0G5AB2>< CA;C3. 
7.  5B>4K >F5=:8 C4>2;5B2>@ё==>AB8 :;85=B>2: NPS, CSAT, CES 

- A@02=8B5;L=K9 0=0;87. 
8. �A?>;L7>20=85 «B09=>3> ?>:C?0B5;O» :0: 8=AB@C<5=B0 4;O 

0C48B0 A5@28A=KE ?@>F5AA>2. 
9. �0@B0 M<?0B88 8 5ё @>;L 2 @07@01>B:5 :;85=B>>@85=B8@>20=-

=KE CA;C3. 
10. �=0;87 60;>1 :0: 8AB>G=8: 40==KE 4;O C;CGH5=8O :0G5AB20 

>1A;C6820=8O. 
11. �0@B8@>20=85 ?CB8 :;85=B0 (Customer Journey Mapping) :0: 

8=AB@C<5=B C?@02;5=8O :0G5AB2><. 
12. %5@28A Blueprint: 287C0;870F8O «2848<>9» 8 «=52848<>9» G0-

AB59 A5@28A0. 



13. $07@01>B:0 AB0=40@B>2 >1A;C6820=8O (SOP) 4;O >15A?5G5=8O 
AB018;L=>3> :0G5AB20 CA;C3. 

14. '?@02;5=85 B>G:0<8 :>=B0:B0: AB@0B5388 ?>2KH5=8O :0G5AB20 
2708<>459AB28O A :;85=B0<8. 

15. �40?B0F8O AB0=40@B>2 >1A;C6820=8O 4;O F8D@>2KE :0=0;>2 
(G0B-1>BK, <>18;L=K5 ?@8;>65=8O, >=;09=-?>445@6:0). 

16. &@51>20=8O AB0=40@B0 ISO 9001:2015 : C?@02;5=8N =5<0B5@8-
0;L=K<8 @57C;LB0B0<8 (CA;C30<8). 

17. �=B53@0F8O A5@28A=KE ?@>F5AA>2 2 4>:C<5=B0F8N % �: ?@>-
F54C@K, 8=AB@C:F88, 70?8A8. 

18. �C48B A5@28A=KE ?@>F5AA>2: <5B>4>;>38O, :@8B5@88, B8?8G=K5 
=5A>>B25BAB28O. 

19. �A?>;L7>20=85 40==KE > :0G5AB25 >1A;C6820=8O ?@8 0=0;875 
A> AB>@>=K @C:>2>4AB20 (?. 9.3 ISO 9001). 

20. %B0=40@B �%" 10002: C?@02;5=85 60;>10<8 :0: M;5<5=B A8-
AB5<K <5=546<5=B0 :0G5AB20. 

21. $>;L «2=CB@5==53> :;85=B0» 2 >15A?5G5=88 :0G5AB20 2=5H=53> 
A5@28A0. 

22. �><?5B5=F88 A>B@C4=8:>2 A5@28A0: >B M<?0B88 4> 7=0=8O ?@>-
F5AA>2 % �. 

23. %8AB5<K <>B820F88 8 >F5=:8 ?5@A>=0;0 =0 >A=>25 ?>:070B5;59 
:0G5AB20 >1A;C6820=8O. 

24. "1CG5=85 8 @0728B85 :><0=4K ?>445@6:8: <5B>4K 8 8=AB@C-
<5=BK. 

25. -<>F8>=0;L=>5 2K3>@0=85 2 AD5@5 >1A;C6820=8O: ?@8G8=K, 
?>A;54AB28O, ?@>D8;0:B8:0. 

 

1. КBAFDB?PAO9 ;484A<S <?< <AO9 @4F9D<4?O, A9B5IB8<@O9 8?S 
BJ9A>< ;A4A<=, G@9A<=, A46O>B6, I4D4>F9D<;GRM<I QF4CO HBD@<DB64-
A<S >B@C9F9AJ<= 6 CDBJ9EE9 BE6B9A<S B5D4;B64F9?PAB= CDB7D4@@O < 
8<EJ<C?<AO, 6 IB89 CDB@9:GFBKAB= 4FF9EF4J<< 

 

�B >B@CBA9AF9 >B@C9F9AJ<= «�A4FP» 

1. �0:85 >A>15==>AB8 :0G5AB20 CA;C3 (=5<0B5@80;L=>ABL, =5AB0-
18;L=>ABL, =5>B45;8<>ABL, =54>;3>25G=>ABL) CA;>6=ONB 0=0;87 ?@8G8= 
A=865=8O :0G5AB20? 

2. �0:85 B@51>20=8O AB0=40@B0 �%" 10002 @53C;8@CNB @01>BC A 
60;>10<8 :0: 8AB>G=8:>< 40==KE 4;O 0=0;870 ?@8G8=? 

3. � Gё< ACBL <>45;8 SERVQUAL 8 :0: 5ё 87<5@5=8O (=04ё6-
=>ABL, @5038@>20=85 8 4@.) ?><>30NB 2KO2;OBL @07@K2K 2 :0G5AB25?  

4. �0:85 :0B53>@88 ?@8G8= 8A?>;L7CNBAO 2 4803@0<<5 �A8:02K 
?@8 0=0;875 A5@28A=KE ?@>F5AA>2 (040?B0F8O «6 » : AD5@5 CA;C3)?  

5. +B> B0:>5 «B>G:0 :>=B0:B0» 8 ?>G5<C 5ё =5C40G=0O @50;870F8O 
G0AB> AB0=>28BAO ?@8G8=>9 A=865=8O :0G5AB20? 



6. �0:85 B8?8G=K5 ?@8G8=K A=865=8O :0G5AB20 A2O70=K A =54>-
AB0B>G=>9 AB0=40@B870F859 A5@28A=KE ?@>F5AA>2? 

7. �0: >BACBAB285 :;85=B>>@85=B8@>20==>9 :C;LBC@K 2 >@30=870-
F88 2;8O5B =0 :0G5AB2> 2708<>459AB28O A ?>B@518B5;5<? 

8. �0:85 ?>:070B5;8 (NPS, CSAT, 2@5<O >B25B0) <>3CB A;C68BL 
8=48:0B>@0<8 A8AB5<=KE ?@>1;5< 2 A5@28A5? 

9. �0: =5A>>B25BAB285 <0@:5B8=3>2KE >15I0=89 @50;L=><C C@>2-
=N A5@28A0 D>@<8@C5B @07>G0@>20=85 :;85=B0? 

10. �0:85 ?@8G8=K A=865=8O :0G5AB20 A2O70=K A =5MDD5:B82=K< 
>1CG5=85< ?5@A>=0;0 front-office? 

11. �0: M<>F8>=0;L=>5 2K3>@0=85 A>B@C4=8:>2 2;8O5B =0 2>A?@8O-
B85 :0G5AB20 A5@28A0? 

12. �0: >BACBAB285 >1@0B=>9 A2O78 >B :;85=B>2 <5H05B 2KO2;5=8N 
:>@=52KE ?@8G8= ?@>1;5<? 

13. �0:85 B@51>20=8O ISO 9001:2015 (?. 10.2) @53C;8@CNB 0=0;87 
=5A>>B25BAB289 8 @07@01>B:C :>@@5:B8@CNI8E 459AB289 2 AD5@5 CA;C3?  

14. �0: 40==K5 «B09=>3> ?>:C?0B5;O» <>3CB 1KBL 8A?>;L7>20=K 
4;O 4803=>AB8:8 ?@8G8= A=865=8O :0G5AB20? 

15. �0:85 ?@8G8=K A=865=8O :0G5AB20 A2O70=K A =5A>3;0A>20==>-
ABLN <564C ?>4@0745;5=8O<8 (=0?@8<5@, ?@>4068 8 ?>445@6:0)? 

16. �0: F8D@>2K5 A1>8 (>H81:8 2 ?@8;>65=88, =54>ABC?=>ABL 
A09B0) 2;8ONB =0 :;85=BA:89 >?KB? 

17. �0: >BACBAB285 ?@>F54C@ >1@01>B:8 60;>1 ?@82>48B : ?>2B>-
@O5<>AB8 >4=8E 8 B5E 65 ?@>1;5<? 

18. �0:85 2=5H=85 D0:B>@K (:>=:C@5=F8O, 70:>=>40B5;LAB2>, A>-
F80;L=K5 >6840=8O) <>3CB :>A25==> 2;8OBL =0 :0G5AB2> A5@28A0?  

19. �0: :0@B0 M<?0B88 ?><>305B 2KO28BL A:@KBK5 ?@8G8=K =54>-
2>;LAB20 :;85=B0? 

20. �0:85 =>@<0B82=K5 4>:C<5=BK ((� «" 70I8B5 ?@02 ?>B@518-
B5;59», �"%& $, �%") @53C;8@CNB :0G5AB2> >:070=8O CA;C3 2 $(?  

21. +B> ?>4@07C<5205BAO ?>4 «8=A?5:F8>==K< :>=B@>;5<» 2 AD5@5 
=5<0B5@80;L=KE CA;C3? 

22. �0:85 =>@<0B82=K5 4>:C<5=BK (�0:>= > 70I8B5 ?@02 ?>B@518-
B5;59, �"%& $, �%") @53C;8@CNB :0G5AB2> >:070=8O CA;C3 2 $(?  

23. �0:85 B@51>20=8O ISO 9001:2015 (?. 9.1.2) ?@54JO2;ONBAO : 
<>=8B>@8=3C 8 >F5=:5 C4>2;5B2>@ё==>AB8 :;85=B>2? 

24. �0:85 ?>:070B5;8 :0G5AB20 >1A;C6820=8O (2@5<O >B25B0, 256-
;82>ABL, ?>;=>B0 @5H5=8O ?@>1;5<K) <>6=> ?@>25@8BL 2 E>45 8=A?5:F88?  

25. �0:85 <5B>4K 8A?>;L7CNBAO ?@8 ?@>25@:5 :0G5AB20 CA;C3: 
=01;N45=85, >?@>A, 0=0;87 70?8A59, B09=K9 :;85=B? 

26. �0:85 B@51>20=8O ?@54JO2;ONBAO : G5:-;8AB0< 8 ?@>B>:>;0< 
8=A?5:F8>==>3> :>=B@>;O? 

27. �0: AB0=40@B �%" 10002 @53C;8@C5B ?@>F54C@K @0AA<>B@5=8O 
60;>1 2 @0<:0E :>=B@>;O :0G5AB20? 



28. �0:85 4>:C<5=BK ?>4B25@640NB :0G5AB2> >:070==>9 CA;C38 
?@8 8=A?5:F8>==>< :>=B@>;5? 

29. �0:85 ?@020 8 >1O70==>AB8 8<55B 8=A?5:B>@ ?@8 ?@>2545=88 
:>=B@>;O :0G5AB20 CA;C3? 

30. �0:85 B8?8G=K5 =5A>>B25BAB28O 2KO2;ONBAO ?@8 ?@>25@:5 A5@-
28A=KE ?@>F5AA>2? 

31. �0:85 B@51>20=8O ?@54JO2;ONBAO : AB0=40@B870F88 A5@28A=KE 
?@>F5AA>2 (SOP) 2 A8AB5<5 <5=546<5=B0 :0G5AB20? 

32. �0: 2:;NG8BL 8=A?5:F8>==K9 :>=B@>;L 2 3@0D8: 2=CB@5==8E 
0C48B>2 % �? 

33. �0:85 :0=0;K 2708<>459AB28O A :;85=B>< (>D;09=, >=;09=, B5-
;5D>=) ?>4;560B ?@>25@:5? 

34. �0:85 @8A:8 A2O70=K A D>@<0;L=K< ?>4E>4>< : 8=A?5:F8>=-
=><C :>=B@>;N 2 AD5@5 >1A;C6820=8O? 

35. �0:85 40==K5 CRM-A8AB5<K <>6=> 8A?>;L7>20BL ?@8 ?>43>-
B>2:5 : ?@>25@:5? 

36. �0:85 B@51>20=8O ?@54JO2;ONBAO : :><?5B5=B=>AB8 ?5@A>=0;0 
D@>=B->D8A0 ?@8 ?@>2545=88 8=A?5:F88? 

37. �0: >D>@<;ONBAO «=0E>4:8» 8=A?5:F88, :>B>@K5 =52>7<>6=> 
>F5=8BL :>;8G5AB25==> (=0?@8<5@, 256;82>ABL)? 

38. �0:85 :@8B5@88 8A?>;L7CNBAO 4;O >F5=:8 :0G5AB20 F8D@>2>3> 
A5@28A0 (<>18;L=>3> ?@8;>65=8O, A09B0)? 

39. �0:85 MB0?K 2:;NG05B 2 A51O ?@>F54C@0 8=A?5:F8>==>3> :>=-
B@>;O: >B ?;0=8@>20=8O 4> A>AB02;5=8O >BGёB0? 

40. �0: @57C;LB0BK ?@>25@:8 8A?>;L7CNBAO @C:>2>4AB2>< 4;O 0=0-
;870 2 A>>B25BAB288 A ?C=:B>< 9.3 AB0=40@B0 ISO 9001? 

 

�B >B@CBA9AF9 >B@C9F9AJ<= «#@9FP» 

1. �0: ?@8<5=8BL <5B>4 «5 ?>G5<C» : 60;>15 :;85=B0 =0 4>;3>5 
>6840=85 2 call-F5=B@5? 

2. �0: ?>AB@>8BL 4803@0<<C �A8:02K 4;O 0=0;870 ?@8G8= =87:>9 
C4>2;5B2>@ё==>AB8 :;85=B>2 >=;09=-<03078=0? 

3. �0: 8A?>;L7>20BL 40==K5 NPS 4;O 2KO2;5=8O A8AB5<=KE ?@>-
1;5< 2 A5@28A5? 

4. �0: ?@>25AB8 0=0;87 «B>G5: :>=B0:B0» 8 2KO28BL «1>;52K5 
B>G:8» 2 :;85=BA:>< ?CB8? 

5. �0: @07@01>B0BL 38?>B57K > :>@=52KE ?@8G8=0E =0 >A=>25 60-
;>1 87 CRM-A8AB5<K? 

6. �0: 040?B8@>20BL ?@>F54C@C 0=0;870 =5A>>B25BAB289 (?. 10.2 

ISO 9001) 4;O =5<0B5@80;L=KE CA;C3? 
7. �0: 8A?>;L7>20BL :0@BC M<?0B88 4;O 2KO2;5=8O A:@KBKE >68-

40=89 :;85=B0? 
8. �0: ?@>25AB8 A5AA8N <>73>2>3> HBC@<0 A ?5@A>=0;>< 4;O 35-

=5@0F88 38?>B57 > ?@8G8=0E 45D5:B>2? 



9. �0: :;0AA8D8F8@>20BL 8 ?@8>@8B878@>20BL ?@>1;5<K A5@28A0 
?> ?@8=F8?C #0@5B>? 

10. �0: A2O70BL 40==K5 > 2@5<5=8 @50:F88 8 C@>2=5 256;82>AB8 A 
:>=:@5B=K<8 ?@>F5AA0<8? 

11. �0: ?@>25@8BL, O2;O5BAO ;8 ?@>1;5<0 A;54AB285< ?@>F5AA0 8;8 
G5;>25G5A:>3> D0:B>@0? 

12. �0: 8A?>;L7>20BL @57C;LB0BK «B09=>3> ?>:C?0B5;O» 4;O @07@0-
1>B:8 ?@54;>65=89 ?> C;CGH5=8N? 

13. �0: >F5=8BL 2;8O=85 87<5=5=89 2 <0@:5B8=3>2>9 :><<C=8:0-
F88 =0 2>A?@8OB85 :0G5AB20 A5@28A0? 

14. �0: ?@>25AB8 0=0;87 60;>1 ?> :0B53>@8O< (B5<0B8:0, :0=0;, 
@538>=) 4;O 2KO2;5=8O B@5=4>2? 

15. �0: @07@01>B0BL ?@54;>65=8O ?> C;CGH5=8N =0 >A=>25 2K2>-
4>2 87 :0@BK :;85=BA:>3> ?CB8? 

16. �0: >F5=8BL MDD5:B82=>ABL C65 2=54@ё==KE :>@@5:B8@CNI8E 
459AB289? 

17. �0: 040?B8@>20BL 8=AB@C<5=BK 0=0;870 ?@8G8= 4;O F8D@>2KE 
A5@28A>2 (G0B-1>BK, <>18;L=K5 ?@8;>65=8O)? 

18. �0: 4>:C<5=B8@>20BL ?@>F5AA 0=0;870 ?@8G8= 2 @0<:0E % �? 
19. �0: ?@>25AB8 8=B5@2LN A A>B@C4=8:0<8 4;O 2KO2;5=8O A:@K-

BKE 10@L5@>2 2 A5@28A=KE ?@>F5AA0E? 
20. �0: @07@01>B0BL 87<5@8<K5 8 @50;87C5<K5 ?@54;>65=8O ?> 

CAB@0=5=8N 2KO2;5==KE ?@8G8=? 
21. �0: A?;0=8@>20BL 8 >@30=87>20BL 8=A?5:F8>==K9 :>=B@>;L :0-

G5AB20 A5@28A=>3> >1A;C6820=8O? 
22. �0: A>AB028BL G5:-;8AB 4;O ?@>25@:8 @01>BK :>;;-F5=B@0 8;8 

>=;09=-?>445@6:8? 
23. �0: ?@>25AB8 0C48B F8D@>2>3> A5@28A0 (<>18;L=>3> ?@8;>65-

=8O, >=;09=-70:070)? 
24. �0: 8A?>;L7>20BL <5B>4 «B09=>3> ?>:C?0B5;O» 2 :0G5AB25 8=-

AB@C<5=B0 8=A?5:F8>==>3> :>=B@>;O? 
25. �0: ?@>25@8BL A>1;N45=85 AB0=40@B>2 >1A;C6820=8O (SOP) =0 

<5AB5? 
26. �0: >D>@<8BL ?@>B>:>; 8=A?5:F8>==>3> :>=B@>;O A5@28A=>3> 

?@>F5AA0? 
27. �0: ?@>25AB8 ?@>25@:C =0 >A=>25 40==KE >?@>A0 >1 C4>2;5B2>-

@ё==>AB8 (NPS, CSAT)? 
28. �0: ?@>25@8BL 2K?>;=5=85 ?@>F54C@ >1@01>B:8 60;>1 2 A>>B-

25BAB288 A B@51>20=8O<8 �%" 10002? 
29. �0:85 70?8A8 4>;6=K 1KBL ?@54AB02;5=K ?@8 ?@>25@:5 ?@>-

F5AA0 @01>BK A >1@0I5=8O<8? 
30. �0: >@30=87>20BL ?>2B>@=CN ?@>25@:C ?>A;5 CAB@0=5=8O 70<5-

G0=89? 
31. �0: 040?B8@>20BL <5B>48:C ?@>25@:8 4;O @07=KE :0=0;>2 270-

8<>459AB28O (>D;09=, >=;09=, ?> B5;5D>=C)? 



32. �0: ?@>25@8BL =0;8G85 8 0:BC0;L=>ABL ?@>3@0<< >1CG5=8O 
?5@A>=0;0 A5@28A0? 

33. �0:85 4>:C<5=BK ?>4B25@640NB :><?5B5=B=>ABL A>B@C4=8:>2 
D@>=B->D8A0? 

34. �0: >F5=8BL MDD5:B82=>ABL A8AB5<K <>B820F88 ?5@A>=0;0 =0 
>A=>25 40==KE 8=A?5:F88? 

35. �0: 2:;NG8BL 8=A?5:F8>==K9 :>=B@>;L A5@28A0 2 3@0D8: 
2=CB@5==8E 0C48B>2 % �? 

36. �0:85 @0745;K 4>:C<5=B0F88 % � ?>4;560B ?@>25@:5 ?@8 8=-
A?5:B8@>20=88 A5@28A=KE ?@>F5AA>2? 

37. �0: ?@>25AB8 ?@>25@:C =0 >A=>25 0=0;870 60;>1 87 CRM-

A8AB5<K? 
38. �0: 8=B5@?@5B8@>20BL «=0E>4:8» 8=A?5:F88 8 ?@8=8<0BL @5-

H5=85 > =5>1E>48<>AB8 :>@@5:B8@CNI8E 459AB289? 
39. �0: 4>:C<5=B8@>20BL @57C;LB0BK ?@>25@:8 2 A>>B25BAB288 A 

B@51>20=8O<8 % �? 
40. �0: 8A?>;L7>20BL @57C;LB0BK ?@>25@:8 4;O A>AB02;5=8O >BGёB0 

4;O @C:>2>4AB20 8 ?;0=8@>20=8O C;CGH5=89? 
 

�B >B@CBA9AF9 >B@C9F9AJ<= «В?489FP A46O>4@<» 

1. �0:8<8 =02K:0<8 2K >1;0405B5 4;O ?>AB@>5=8O 8 8=B5@?@5B0-
F88 4803@0<<K �A8:02K 2 AD5@5 CA;C3? 

2. �0: 2K ?@8<5=O5B5 =02K:8 D0A8;8B0F88 ?@8 ?@>2545=88 3@C?-
?>2>3> 0=0;870 ?@8G8= A CG0AB85< ?5@A>=0;0? 

3. �0:85 =02K:8 ?>72>;ONB 20< :>@@5:B=> 704020BL 2>?@>AK <5-
B>4>< «5 ?>G5<C», 871530O ;>38G5A:8E >H81>:? 

4. �0: 2K 8A?>;L7C5B5 =02K:8 @01>BK A 40==K<8 (Excel, CRM) 
4;O 287C0;870F88 8 0=0;870 ?@8G8= A=865=8O :0G5AB20? 

5. �0:85 =02K:8 ?><>30NB 20< >B;8G0BL A8<?B><K >B ?5@2>?@8-
G8= ?@8 0=0;875 60;>1? 

6. �0: 2K ?@8<5=O5B5 =02K:8 :@8B8G5A:>3> <KH;5=8O 4;O ?@>-
25@:8 38?>B57 > ?@8G8=0E A=865=8O :0G5AB20? 

7. �0:85 =02K:8 =5>1E>48<K 4;O ?@>2545=8O MDD5:B82=>3> A>-
15A54>20=8O A :;85=B0<8 8 A>B@C4=8:0<8? 

8. �0: 2K 8A?>;L7C5B5 =02K:8 A>AB02;5=8O :0@BK ?CB8 :;85=B0 
4;O 2KO2;5=8O «A;5?KE 7>=» 2 A5@28A5? 

9. �0:85 =02K:8 ?>72>;ONB 20< 040?B8@>20BL AB0=40@B=K5 8=-
AB@C<5=BK ?>4 A?5F8D8:C F8D@>2KE CA;C3? 

10. �0: 2K ?@8<5=O5B5 =02K:8 @01>BK A =>@<0B82=>9 4>:C<5=B0-
F859 ?@8 A>AB02;5=88 2K2>4>2 ?> 0=0;87C ?@8G8=? 

11. �0:85 =02K:8 ?><>30NB 20< C15640BL @C:>2>4AB2> 2 =5>1E>-
48<>AB8 2=54@5=8O ?@54;>65==KE <5@? 

12. �0: 2K 8A?>;L7C5B5 =02K:8 :><0=4=>9 @01>BK ?@8 ?@>2545=88 
<56DC=:F8>=0;L=>3> 0=0;870 ?@8G8=? 



13. �0:85 =02K:8 ?>72>;ONB 20< A25AB8 : <8=8<C<C 2;8O=85 
AC1J5:B82=>AB8 ?@8 0=0;875? 

14. �0: 2K ?@8<5=O5B5 =02K:8 ?;0=8@>20=8O 4;O ?>A;54CNI59 
?@>25@:8 MDD5:B82=>AB8 :>@@5:B8@CNI8E 459AB289? 

15. �0:85 =02K:8 ?>72>;ONB 20< 8=B53@8@>20BL @57C;LB0BK 0=0;8-
70 2 A8AB5<C =5?@5@K2=>3> A>25@H5=AB2>20=8O (�09475=, PDCA)?  

16. �0: 2K 8A?>;L7C5B5 =02K:8 0=0;870 @8A:>2 ?@8 >F5=:5 ?>B5=-
F80;L=>3> 2;8O=8O ?@54;0305<KE <5@? 

17. �0:85 =02K:8 =5>1E>48<K 4;O >1CG5=8O ?5@A>=0;0 <5B>40< 
2KO2;5=8O 8 ?@54>B2@0I5=8O ?@>1;5<? 

18. �0: 2K ?@8<5=O5B5 =02K:8 :><<C=8:0F88 4;O :>=AB@C:B82=>-
3> >1AC645=8O ?@>1;5< A 708=B5@5A>20==K<8 AB>@>=0<8? 

19. �0:85 =02K:8 ?>72>;ONB 20< @01>B0BL A M<>F8>=0;L=> 70@O-
65==>9 8=D>@<0F859 (60;>10<8, =530B82=K<8 >B7K20<8)? 

20. �0: 2K 8A?>;L7C5B5 =02K:8 F8D@>2>9 3@0<>B=>AB8 4;O 0=0;870 
40==KE 87 >=;09=-:0=0;>2 (A>F80;L=KE A5B59, G0B>2, >B7K2>2)? 

21. �0:8<8 =02K:0<8 2K >1;0405B5 4;O @07@01>B:8 8 ?@8<5=5=8O 
G5:-;8AB>2 ?@8 ?@>25@:5 A5@28A0? 

22. �0: 2K ?@8<5=O5B5 =02K:8 =01;N45=8O 4;O >F5=:8 :0G5AB20 
2708<>459AB28O ?5@A>=0;0 A :;85=B0<8? 

23. �0:85 =02K:8 ?>72>;ONB 20< :>@@5:B=> ?@>2>48BL A>15A54>-
20=85 A A>B@C4=8:0<8 2> 2@5<O ?@>25@:8? 

24. �0: 2K 8A?>;L7C5B5 =02K:8 @01>BK A CRM-40==K<8 4;O ?>4-
3>B>2:8 8 ?@>2545=8O ?@>25@>:? 

25. �0:85 =02K:8 ?><>30NB 20< >1J5:B82=> >F5=820BL AC1J5:B82-
=K5 0A?5:BK (256;82>ABL, M<?0B8N)? 

26. �0: 2K ?@8<5=O5B5 =02K:8 0=0;870 70?8A59 (72>=:>2, G0B>2) 

?@8 ?@>25@:5 F8D@>2KE :0=0;>2? 
27. �0:85 =02K:8 =5>1E>48<K 4;O ?@>2545=8O ?@>25@:8 <5B>4>< 

«B09=>3> ?>:C?0B5;O»? 
28. �0: 2K 8A?>;L7C5B5 =02K:8 4>:C<5=B8@>20=8O 4;O >D>@<;5=8O 

?@>B>:>;>2 8 >BGёB>2 ?> @57C;LB0B0< ?@>25@>:? 
29. �0:85 =02K:8 ?>72>;ONB 20< 040?B8@>20BL <5B>48:C ?@>25@:8 

: A?5F8D8:5 >B@0A;8 (@8B59;, D8=0=AK, IT)? 
30. �0: 2K ?@8<5=O5B5 =02K:8 @01>BK A =>@<0B82=>9 4>:C<5=B0-

F859 ?@8 ?@>25@:5 A>>B25BAB28O A8AB5<K <5=546<5=B0 :0G5AB20?  
31. �0:85 =02K:8 ?><>30NB 20< 2KO2;OBL =5A>>B25BAB28O AB0=40@-

B0< >1A;C6820=8O (SOP)? 
32. �0: 2K 8A?>;L7C5B5 =02K:8 :><<C=8:0F88 4;O :>=AB@C:B82=>-

3> 2708<>459AB28O A ?@>25@O5<K<8? 
33. �0:85 =02K:8 ?>72>;ONB 20< A25AB8 : <8=8<C<C 2;8O=85 

AC1J5:B82=>AB8 ?@8 >F5=:5 :0G5AB20? 
34. �0: 2K ?@8<5=O5B5 =02K:8 0=0;870 @8A:>2 ?@8 ?;0=8@>20=88 

G0AB>BK 8 3;C18=K ?@>25@>:? 



35. �0:85 =02K:8 =5>1E>48<K 4;O >1CG5=8O ?5@A>=0;0 <5B>40< 
A0<>:>=B@>;O :0G5AB20 >1A;C6820=8O? 

36. �0: 2K 8A?>;L7C5B5 =02K:8 F8D@>2>9 3@0<>B=>AB8 4;O ?@>-
25@:8 >=;09=-A5@28A>2? 

37. �0:85 =02K:8 ?>72>;ONB 20< @01>B0BL A M<>F8>=0;L=> 70@O-
65==>9 8=D>@<0F859 (60;>10<8, =530B82=K<8 >B7K20<8)? 

38. �0: 2K ?@8<5=O5B5 =02K:8 :@8B8G5A:>3> <KH;5=8O 4;O >F5=-
:8 4>AB>25@=>AB8 40==KE, ?@54>AB02;5==KE ?@>25@O5<>9 AB>@>=>9?  

39. �0:85 =02K:8 ?>72>;ONB 20< 8=B53@8@>20BL @57C;LB0BK ?@>25-
@>: 2 A8AB5<C =5?@5@K2=>3> A>25@H5=AB2>20=8O (PDCA, �09475=)? 

40. �0: 2K 8A?>;L7C5B5 =02K:8 ?@575=B0F88 4;O >BGёB=>AB8 ?5@54 
@C:>2>4AB2>< ?> 8B>30< ?@>25@:8? 

4. М9FB8<K9E><9 @4F9D<4?O, BCD989?SRM<9 CDBJ98GDO BJ9A<-
64A<S ;A4A<=, G@9A<=, A46O>B6, I4D4>F9D<;GRM<I QF4CO HBD@<DB64-
A<S >B@C9F9AJ<= 6 CDBJ9EE9 BE6B9A<S 8<EJ<C?<AO, 6 IB89 CDB@9:GFBK-
AB= 4FF9EF4J<< 

 5B>48G5A:85 <0B5@80;K, >?@545;ONI85 ?@>F54C@K >F5=820=8O 7=0-
=89, C<5=89, =02K:>2, E0@0:B5@87CNI8E MB0?K D>@<8@>20=8O :><?5B5=F89, 
@07@01>B0=K :0D54@>9 =0 >A=>25 ?>4E>40 �.#. �5A?0;L:>. �040=8O D>=40 
>F5=>G=KE A@54AB2 ?@54AB02;5=K 2 B@5E 2708<>A2O70==KE 1;>:0E. 

�9D6O= 5?B>  –  7040=8O =0 C@>2=5 «7=0BL», 2 :>B>@KE >G52845= A?>-
A>1 @5H5=8O, CA2>5==K9 ABC45=B>< ?@8 87CG5=88 48AF8?;8=K. �040=8O MB>3> 
1;>:0 2KO2;ONB 2 >A=>2=>< 7=0=852K9 :><?>=5=B ?> 48AF8?;8=5 8 >F5=8-
20NBAO ?> 18=0@=>9 H:0;5 «?@028;L=>-=5?@028;L=>». 

ВFBDB= 5?B>  – 7040=8O =0 C@>2=5 «7=0BL» 8 «C<5BL», 2 :>B>@KE =5B 
O2=>3> C:070=8O =0 A?>A>1 2K?>;=5=8O, 8 ABC45=B 4;O 8E @5H5=8O A0<>AB>O-
B5;L=> 2K18@05B >48= 87 87CG5==KE A?>A>1>2. �040=8O 40==>3> 1;>:0 ?>72>-
;ONB >F5=8BL =5 B>;L:> 7=0=8O ?> 48AF8?;8=5, => 8 C<5=8O ?>;L7>20BLAO 
8<8 ?@8 @5H5=88 AB0=40@B=KE, B8?>2KE 7040G. $57C;LB0BK 2K?>;=5=8O MB>3> 
1;>:0 >F5=820NBAO A CG5B>< G0AB8G=> ?@028;L=> 2K?>;=5==KE 7040=89. 

"D9F<= 5?B>  – 7040=8O =0 C@>2=5 «7=0BL», «C<5BL», «2;045BL». "= 
?@54AB02;5= :59A-7040=8O<8, A>45@60=85 :>B>@KE ?@54?>;0305B 8A?>;L7>20-
=85 :><?;5:A0 C<5=89 8 =02K:>2, 4;O B>3> GB>1K ABC45=B <>3 A0<>AB>OB5;L-
=> A:>=AB@C8@>20BL A?>A>1 @5H5=8O, :><18=8@CO 8725AB=K5 5<C A?>A>1K 8 
?@82;5:0O 7=0=8O 87 @07=KE 48AF8?;8=. �59A-7040=85 ?@54AB02;O5B A>1>9 
CG51=>5 7040=85, A>AB>OI55, :0: ?@028;>, 87 >?8A0=8O @50;L=>9 ?@0:B8G5-
A:>9 A8BC0F88 8;8 A8BC0F88, ?@81;865==>9 : ?@0:B8:5. �K?>;=5=85 ABC45=-
B>< :59A-7040=89 B@51C5B @5H5=8O ?>AB02;5==>9 ?@>1;5<K (A8BC0F88) 2 F5-
;>< 8 ?@>O2;5=8O C<5=8O 0=0;878@>20BL :>=:@5B=CN 8=D>@<0F8N, ?@>A;5-
6820BL ?@8G8==>-A;54AB25==K5 A2O78, 2K45;OBL :;NG52K5 ?@>1;5<K 8 <5B>-
4K 8E @5H5=8O. � >B;8G85 >B ?5@2KE 42CE 1;>:>2 7040=8O B@5BL53> 1;>:0 =>-
AOB 8=B53@0;L=K9 (summative) E0@0:B5@ 8 ?>72>;ONB D>@<8@>20BL =5B@048-
F8>==K9 A?>A>1 <KH;5=8O, E0@0:B5@=K9 8 =5>1E>48<K9 4;O A>2@5<5==>3> 
G5;>25:0. $5H5=85 ABC45=B0<8 ?>4>1=>3> @>40 =5AB0=40@B=KE ?@0:B8:>-



>@85=B8@>20==KE 7040=89 A2845B5;LAB2C5B > AB5?5=8 2;8O=8O ?@>F5AA0 87C-
G5=8O 48AF8?;8=K =0 D>@<8@>20=85 C ABC45=B>2 >1I5:C;LBC@=KE 8 ?@>D5A-
A8>=0;L=KE :><?5B5=F89 2 A>>B25BAB288 A B@51>20=8O<8 (�"%. 

"F5=820=85 7=0=89, C<5=89, =02K:>2, E0@0:B5@87CNI8E MB0?K D>@<8-
@>20=8O :><?5B5=F89, >ACI5AB2;O5BAO A ?><>ILN A;54CNI59 <>45;8 >F5=-
:8 2K?>;=5=8O B8?>2KE 7040=89 8 ?@0:B8:>->@85=B8@>20==KE 7040G, :>B>@0O 
?>72>;O5B CAB0=>28BL A>>B25BAB285 <564C @57C;LB0B>< 2K?>;=5=8O 7040=89 
("% >1CG0NI8<AO (ABC45=B><) 8 C@>2=5< >1CG5==>AB8 ?> H:0;5 >F5=820-
=8O (B01;8F0 4). 

 

&01;8F0 4 –  >45;L >F5=:8 2K?>;=5=8O 7040=89 ("% 

*8D@>2>5 
2K@065=85 

%;>25A=>5 
2K@065=85 "?8A0=85 

5 "B;8G=> 
(70GB5=>) 

2A5AB>@>==55, A8AB5<0B8G5A:>5 8 3;C1>:>5 7=0=85 
CG51=>3> <0B5@80;0, C<5=85 A2>1>4=> 2K?>;=OBL 
?@0:B8G5A:85 7040=8O, ?@54CA<>B@5==K5 ?@>3@0<-
<>9, CA2>82H89 >A=>2=CN ;8B5@0BC@C 8 7=0:><K9 
A 4>?>;=8B5;L=>9 ;8B5@0BC@>9, @5:><5=4>20==>9 
?@>3@0<<>9 

4 )>@>H> 
(70GB5=>) 

?>;=>5 7=0=85 CG51=>3> <0B5@80;0, CA?5H=> 2K-
?>;=O5B ?@54CA<>B@5==K5 2 ?@>3@0<<5 ?@0:B8G5-
A:85 7040=8O, CA2>8; >A=>2=CN ;8B5@0BC@C, @5:>-
<5=4>20==CN 2 ?@>3@0<<5, A?>A>15= : A0<>AB>O-
B5;L=><C ?>?>;=5=8N 8 >1=>2;5=8N 7=0=89 8 
C<5=89 2 E>45 40;L=59H59 CG51=>9 @01>BK 8 ?@>-
D5AA8>=0;L=>9 45OB5;L=>AB8 

3 '4>2;5B2>-
@8B5;L=> 
(70GB5=>) 

7=0=8O >A=>2=>3> CG51=>-?@>3@0<<=>3> <0B5@80;0 
2 >1J5<5, =5>1E>48<>< 4;O 40;L=59H59 CG51K 8 
?@54AB>OI59 @01>BK ?> A?5F80;L=>AB8, 2K?>;=O5B 
?@0:B8G5A:85 7040=8O, ?@54CA<>B@5==K5 ?@>3@0<-
<>9, 7=0:>< A >A=>2=>9 ;8B5@0BC@>9, @5:><5=4>-
20==>9 ?@>3@0<<>9, => 4>?CA:05B ?>3@5H=>AB8 2 
>B25B5 8 ?@8 2K?>;=5=88 7040=89, >1;040O ?@8 
MB>< =5>1E>48<K<8 7=0=8O<8 4;O 8E CAB@0=5=8O 
?>4 @C:>2>4AB2>< ?@5?>4020B5;O 

2 !5C4>2;5-
B2>@8B5;L=> 
(=5 70GB5=>) 

?@>15;K 2 7=0=8OE >A=>2=>3> CG51=>-
?@>3@0<<=>3> <0B5@80;0, 4>?CI5=85 ABC45=B><  
?@8=F8?80;L=KE >H81>: 2 2K?>;=5=88 ?@54C-
A<>B@5==KE ?@>3@0<<>9 7040=89. �0: ?@028;>, 
>F5=:0 "=5C4>2;5B2>@8B5;L=>" AB028BAO ABC45=B0<, 
:>B>@K5 =5 <>3CB ?@>4>;68BL >1CG5=85 8;8 ?@8-
ABC?8BL : ?@>D5AA8>=0;L=>9 45OB5;L=>AB8 ?> 
>:>=G0=88 2C70 157 4>?>;=8B5;L=KE 70=OB89 ?> 
A>>B25BAB2CNI59 48AF8?;8=5. 

 



�0==0O <>45;L, O2;OOAL ABC45=B>F5=B@8@>20==>9, ?>72>;O5B AD>:CA8-
@>20BL 2=8<0=85 =0 @57C;LB0B0E :064>3> >B45;L=>3> ABC45=B0. #@54;>65=-
=K5 ?>:070B5;8 >F5=:8 @57C;LB0B>2 >1CG5=8O ?>72>;ONB A45;0BL 2K2>4K >1 
C@>2=5 >1CG5==>AB8 :064>3> >B45;L=>3> ABC45=B0 8 40BL 5<C @5:><5=40F88 
4;O 40;L=59H53> CA?5H=>3> ?@>42865=8O 2 >1CG5=88. 

#@54;>65==K9 D>=4 >F5=>G=KE A@54AB2 <>65B 1KBL 8A?>;L7>20= 4;O 
>F5=:8 @57C;LB0B>2 >1CG5=8O >B45;L=>3> ABC45=B0, 0 B0:65 4;O 2K1>@:8 ABC-
45=B>2 =0?@02;5=8O ?>43>B>2:8. 

 

 

 

 

 

 

 

 

 

 

 


		2025-12-11T06:15:38+0000




