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%8AB5<0 <>B820F88 B@C40 =0 ?@54?@8OB8OE A5@28A0. -:>=><8G5A:>5 8 
=5M:>=><8G5A:>5 AB8<C;8@>20=85: A?>A>1K ?>445@60=8O 10;0=A0 <564C =8<8. 
#5@5E>4 >B :@0B:>A@>G=KE 2=5H=8E : 4>;3>A@>G=K< AB8<C;0<. !0:070B5;L=K5 
8 ?>>I@8B5;L=K5 284K AB8<C;8@>20=8O. "A=>2=K5 ?@8=F8?K AB8<C;8@>20=8O 
@01>B=8:>2 :@548B=>-D8=0=A>2KE CG@5645=89 8 ?@54?@8OB89: A>G5B0=85 
?>>I@8B5;L=KE 8 =0:070B5;L=KE 284>2 AB8<C;8@>20=8O; >?5@0B82=>ABL. 
%CI=>ABL 8 AB@C:BC@0 =5M:>=><8G5A:>3> AB8<C;8@>20=8O ?5@A>=0;0. 
 >@0;L=>-?A8E>;>38G5A:85 0A?5:BK <>B820F88 ?5@A>=0;0. 

&9@4 8. (GA>J<S >BAFDB?S 6 E<EF9@9 @9A98:@9AF4. %CI=>ABL 8 
7=0G5=85 DC=:F88 :>=B@>;O =0 ?@54?@8OB8OE A5@28A0. "@30=870F8O :>=B@>;O 70 
45OB5;L=>ABLN ?>4G8=5==KE. �84K :>=B@>;O 8 8E :;0AA8D8:0F8O. �>=B@>;L 
:0: ?@>F5AA, MB0?K :>=B@>;O: 2K@01>B:0 AB0=40@B>2, A>?>AB02;5=85 AB0=40@B>2 
A @57C;LB0B0<8, :>@@5:B8@CNI85 459AB28O. )0@0:B5@8AB8:0 MB0?>2 :>=B@>;O. 
#>2545=G5A:85 0A?5:BK :>=B@>;O. "H81:8 :>=B@>;O. �>=B@>;;8=3 :0: D>@<0 
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C?@02;5=8O. 
&9@4 9. �B@@GA<>4J<< 6 @9A98:@9AF9 < <I QHH9>F<6ABEFP. 

�A?>;L7>20=85 <8@>2KE 8=D>@<0F8>==KE @5AC@A>2 2 <5=546<5=B5. #>=OB85 8 
7=0G5=85 :><<C=8:0F89 2 >@30=870F88. �;0AA8D8:0F8O :><<C=8:0F89: 
2=CB@5==85 8 2=5H=85 :><<C=8:0F88, 3>@87>=B0;L=K5 8 25@B8:0;L=K5, 
D>@<0;L=K5 8 =5D>@<0;L=K5 :><<C=8:0F88. �5@10;L=0O 8 =525@10;L=0O 
:><<C=8:0F88, ?8AL<5==0O 8 CAB=0O :><<C=8:0F88. %;CE8 :0: D>@<0 
:><<C=8:0F89. �=D>@<0F8>==>5 >15A?5G5=85 <5=546<5=B0 2 8=4CAB@88 
3>AB5?@88<AB20. %8AB5<0 :><<C=8:0F89. �><<C=8:0F8>==K9 ?@>F5AA 2 AD5@5 
CA;C3, 53> M;5<5=BK 8 MB0?K. #@53@04K 8 10@L5@K 2 :><<C=8:0F8OE. #CB8 
?>2KH5=8O MDD5:B82=>AB8 :><<C=8:0F89 2 8=4CAB@88 A5@28A0. 

&9@4 10. Д9?B6B9 B5M9A<9. �5;>2>5 >1I5=85, 53> F5;8 8 7=0G5=85 2 
C?@02;5=88. �5;>2>9 MB8:5B. -B8:0 45;>2>3> >1I5=8O. (>@<K 45;>2>3> 
>1I5=8O. #@>F54C@0 A;C651=>3> B5;5D>==>3> @073>2>@0. �5;>2>9 @073>2>@ 8 
45;>20O 15A540. �;0AA8D8:0F8O A>25I0=89. "@30=870F8O 8 ?@>2545=85 
A>25I0=89. �>=AB@C:B82=0O :@8B8:0, ?@028;0 5ё ?@>2545=8O. "@30=870F8O 8 
?@>2545=85 45;>2KE ?5@53>2>@>2. �A:CAAB2> >1I5=8O A :;85=B0<8.  5B>4K 

2545=8O 45;>2KE ?5@53>2>@>2. �A:CAAB2> 3>AB5?@88<AB20. 
&9@4 11. 'CD46?9A<9 C9DEBA4?B@. $>;L G5;>25G5A:>3> D0:B>@0 2 

A>2@5<5==>< <5=546<5=B5 2 A5@28A5. %>45@60=85 @01>BK A ?5@A>=0;><. 
�04@>2K5 A;C61K 2 >@30=870F88 8 8E DC=:F88. -B0?K C?@02;5=8O ?5@A>=0;>< 

2 A8AB5<5 <5=546<5=B0 2 A5@28A5. #;0=8@>20=85 B@C4>2KE @5AC@A>2. !01>@ 
:0=4840B>2, 2=CB@5==89 8 2=5H=89. "B1>@ ?>4E>4OI59 :0=4840BC@K, A?>A>1K 

>B1>@0: A>15A54>20=85, 8A?KB0=85, F5=B@K >F5=>:. 'AB0=>2;5=85 70@01>B=>9 
?;0BK 8 ;L3>B. #@>D5AA8>=0;L=0O >@85=B0F8O 8 040?B0F8O A>B@C4=8:0. 
"1CG5=85 ?5@A>=0;0. "F5=:0 ?@>D5AA8>=0;L=KE :0G5AB2 @01>B=8:>2 8 
MDD5:B82=>AB8 8E B@C40. #>2KH5=85, ?>=865=85, ?5@52>4, C2>;L=5=85. 
#;0=8@>20=85 :0@L5@K. "A>15==>AB8 C?@02;5=8O ?5@A>=0;>< 3>AB8=8FK. 

&9@4 12. 'CD46?9AK9E><9 D9L9A<S. '?@02;5=G5A:85 @5H5=8O :0: 
:>=5G=K9 ?@>4C:B 45OB5;L=>AB8 @C:>2>48B5;O. &8?K @5H5=89 8 B@51>20=8O, 
?@54JO2;O5<K5 : =8<.  5B>4K >1>A=>20=8O, ?@8=OB8O 8 @50;870F88 
C?@02;5=G5A:8E @5H5=89. -B0?K ?@8=OB8O @5H5=89: CAB0=>2;5=85 ?@>1;5<K, 
2KO2;5=85 D0:B>@>2 8 CA;>289, @07@01>B:0 @5H5=89, >F5=:0 8 ?@8OB85 
@5H5=8O. )0@0:B5@8AB8:0 MB0?>2 ?@8=OB8O @5H5=89.  5B>4K ?@8=OB8O 
:>;;5:B82=KE @5H5=89. (0:B>@K, 2;8ONI85 =0 ?@>F5AA ?@8=OB8O 
C?@02;5=G5A:8E @5H5=89 2 AD5@5 CA;C3. 

&9@4 13. 'CD46?9A<9 >BAH?<>F4@<. �>=D;8:BK 2 :>;;5:B825 :0: 
>@30=8G5A:0O A>AB02;ONI0O 687=8 >@30=870F88. %CI=>ABL 8 :;0AA8D8:0F8O 
:>=D;8:B>2: 2=CB@8;8G=>AB=K9, <56;8G=>AB=K9, <564C ;8G=>ABLN 8 3@C??>9, 
<563@C??>2>9. #@8G8=K 2>7=8:=>25=8O :>=D;8:B>2. %B0488 @0728B8O 
:>=D;8:B0. &8?8G=K5 :>=D;8:B=K5 A8BC0F88. #@028;0 ?>2545=8O 2 :>=D;8:B5. 
#@8@>40 8 B8?K :>=D;8:B>2 =0 ?@54?@8OB88 2 AD5@5 A5@28A0. '?@02;5=85 
:>=D;8:B0<8.  5B>4K C?@02;5=8O :>=D;8:B0<8. #>A;54AB28O :>=D;8:B>2: 
DC=:F8>=0;L=K5 8 48ADC=:F8>=0;L=K5. $>;L :>=D;8:B0 2 87<5=5=88 

?@54?@8OB8O A5@28A0. 
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&9@4 14. %B6D9@9AAO= @9A98:9D < 97B 89SF9?PABEFP. %<EF9@4 
E4@B@9A98:@9AF4. "A=>2=K5 :0G5AB20 <5=5465@0, @01>B0 <5=5465@. #>=OB85 
8<8460, 53> A>AB02=K5 :><?>=5=BK. #;0=8@>20=85 @01>BK <5=5465@0. �0B@0BK 

8 ?>B5@8 @01>G53> 2@5<5=8. "A=>2=K5 =0?@02;5=8O C;CGH5=8O 8A?>;L7>20=8O 
2@5<5=8. "@30=870F8O @01>G53> 4=O, @01>G59 =545;8, @01>G53> <5AB0. 
';CGH5=85 CA;>289 8 @568<0 @01>BK. $01>G55 <5AB> @C:>2>48B5;O, 53> 
M@3>=><8G5A:85 E0@0:B5@8AB8:8. �==>20F8>==0O ?@>3@0<<0 <5=5465@0. 
'?@02;5=85 @8A:0<8, >A>15==>AB8 @01>BK <5=5465@>2 2 :@878A=>9 A8BC0F88. 
%8AB5<0 A0<><5=546<5=B0: ?;0=8@>20=85 @01>G53> 2@5<5=8, ?@8>1@5B5=85 
=02K:>2 A:>@>GB5=8O, @0728B85 8=B5;;5:BC0;L=KE A?>A>1=>AB59, A8AB5<0 
0CB>B@5=8=30. #>=OB85 AB@5AA0, A?>A>1K 1>@L1K A> AB@5AA><. 

&9@4 15. �<89DEF6B < 6?4EFP. #A8E>;>38O <5=546<5=B0. #>=OB85 > 
?A8E8:5. �8G=>ABL 8 55 AB@C:BC@0. �=48284C0;L=>-B8?>;>38G5A:85 
>A>15==>AB8 ;8G=>AB8: B8?K B5<?5@0<5=B0, 0:F5=BC0F8O E0@0:B5@0, 
>@30=870B>@A:85 A?>A>1=>AB8. #A8E>;>38G5A:85 0A?5:BK <0;KE 3@C?? 8 
:>;;5:B82>2: :;0AA8D8:0F8O 8 AB0488 @0728B8O 3@C??, D>@<0;L=K5 8 
=5D>@<0;L=K5 3@C??K. %>F80;L=>-?A8E>;>38G5A:89 :;8<0B 2 :>;;5:B825. 
%CI=>ABL 2;0AB8 2 C?@02;5=88. #>=OB85 AB8;O C?@02;5=G5A:>9 45OB5;L=>AB8 8 
D0:B>@K 53> D>@<8@>20=8O. )0@0:B5@8AB8:0 02B>@8B0@=>3>, 45<>:@0B8G5A:>3>, 
;815@0;L=>3> AB8;59 C?@02;5=G5A:>9 45OB5;L=>AB8. %2O7L AB8;O C?@02;5=8O 8 
A8BC0F88. %CI=>ABL ;845@AB20, A>2@5<5==K5 B5>@88 ;845@AB20. $C:>2>48B5;L 8 
;845@: >1I55 8 >B;8G8O. �845@AB2> 8 @>;L <5=5465@0 2 C?@02;5=88 

?@54?@8OB85< A5@28A0. 
&9@4 16. ЭHH9>F<6ABEFP @9A98:@9AF4 6 E9D6<E9. '?@02;5=85 

M:>=><8G5A:8<8 >B=>H5=8O<8 ?@54?@8OB8O 2 AD5@5 A5@28A0. $5AC@AK 8 
D0:B>@K MDD5:B82=>AB8 <5=546<5=B0 2 A5@28A5. "A>15==>AB8 >F5=:8 
C?@02;5=G5A:>3> B@C40. #>:070B5;8 >F5=:8 MDD5:B82=>AB8 @01>BK 0??0@0B0 
C?@02;5=8O. -DD5:B82=>5 C?@02;5=85 70?0A0<8. '?@02;5=85 :0G5AB2><. #CB8 
?>2KH5=8O MDD5:B82=>AB8 <5=546<5=B0 2 A5@28A5. 

 

5 A5<5AB@. 
&9@4 17. )4D4>F9D<EF<>4 CBASF<= «GE?G74» < «EH9D4 GE?G7». %D5@0 

CA;C3: DC=:F8>=0;L=>5 =07=0G5=85, A5:B>@0;L=K9 8 >B@0A;52>9 A>AB02 8 
AC1J5:BK 45OB5;L=>AB8. #>=OB85 8 ACI=>ABL CA;C38. �;0AA8D8:0F8O CA;C3.  

&9@4 18. )4D4>F9D<EF<>4 E9D6<EAB= E<EF9@O. #>=OB85 A5@28A=>9 

A8AB5<K 8 55 <>45;8@>20=85. )0@0:B5@8AB8:0 >A=>2=KE M;5<5=B>2 A5@28A=>9 
A8AB5<K.  

&9@4 19. #DB9>F<DB64A<9 E9D6<EAB= E<EF9@O. "A=>2=K5 ?>4E>4K : 
?@>5:B8@>20=8N A5@28A=>9 A8AB5<K. �E 2708<>A2O7L A >A>15==>ABO<8 CA;C3 8 
B@51>20=8O<8 : @5AC@A=><C >15A?5G5=8N. %5@28A=K9 ?;0=.  

&9@4 20. "EAB6AO9 CB8IB8O > EB7?4EB64A<R ECDBE4 < CD98?B:9A<S A4 
CD98CD<SF<SI EH9DO GE?G7. %?5F8D8:0 C?@02;5=8O <>I=>ABLN ?@54?@8OB8O 
AD5@K CA;C3. %@54AB20 >15A?5G5=8O 381:>AB8 <>I=>AB59. �A?>;L7>20=85 
<>45;59 <0AA>2>3> >1A;C6820=8O 4;O C?@02;5=8O <>I=>ABLN ?@54?@8OB8O 
CA;C3. "A=>2=K5 ?>4E>4K : C?@02;5=8N A?@>A>< 8 ?@54;>65=85<. 



 9 

&9@4 21.  9EFB >4K9EF64 GE?G7 6 D94?<;4J<< J9?9= CD98CD<SF<S 
EH9DO GE?G7. %>2@5<5==0O B@0:B>2:0 «:0G5AB20» CA;C38. #>4E>4K 8 
8=AB@C<5=BK : >F5=:5 :0G5AB20 CA;C38: «<>45;L @07@K2>2» 8 <5B>48:0 
«SERVQUAL». 

&9@4 22.  4D>9F<A7B6O= >B@C?9>E 6 EH9D9 GE?G7. %>AB02 
<0@:5B8=3>2>3> :><?;5:A0 2 AD5@5 CA;C3 8 E0@0:B5@8AB8:0 53> M;5<5=B>2. 
#>=OB85 8 0;3>@8B< @07@01>B:8 :>=F5?F88 CA;C38.  

&9@4 23. �BAJ9CJ<< @4D>9F<A74, <ECB?P;G9@O9 6 EH9D9 GE?G7. #>=OB8O 
8 2708<>A2O7L 2=5H=53> <0@:5B8=30, 2=CB@5==53> <0@:5B8=30 8 <0@:5B8=30 
2708<>>B=>H5=89 2 AD5@5 CA;C3. (>@<K 8 <5B>4K D>@<8@>20=8O ?0@B=5@A:8E 
>B=>H5=89.  5B>4K D>@<8@>20=8O ;>O;L=>AB8 ?>B@518B5;59. #@54?>AK;:8 

8A?>;L7>20=8O 8 >A>15==>AB8 =5:><<5@G5A:>3> 8 A>F80;L=>3> <0@:5B8=30.  
&9@4 24. "EAB6AO9 CB8IB8O > GCD46?9A<R C9DEBA4?B@ A4 CD98CD<SF<< 

EH9DO GE?G7. "A>15==>AB8 8A?>;L7>20=8O B@C4>2KE @5AC@A>2 =0 ?@54?@8OB8OE 
AD5@K CA;C3. $>;L :>=B0:B=>3> ?5@A>=0;0 2 >15A?5G5=88 :0G5AB20 CA;C38. 
 5B>4K D>@<8@>20=8O ;>O;L=>AB8 ?5@A>=0;0.  

&5<0 25.  >I=>ABL >@30=870F88 AD5@K CA;C3. "A>15==>AB8 

>?@545;5=8O <>I=>AB8 >@30=870F89 AD5@K CA;C3. %B@0B5388 2 >B=>H5=88 

<>I=>AB8 >@30=870F89 AD5@K CA;C3. Level Capacity Management. 'A;>28O 
=5?8:>2>3> A?@>A0. '?@02;5=85 >G5@54O<8. %8AB5<0 1@>=8@>20=8O. Chase 

AB@0B538O. +0AB8G=0O 70=OB>ABL. 'G0AB85 ?>B@518B5;59. %B@0B538O C?@02;5=8O 
A?@>A><. *5=>>1@07>20=85. $5:;0<0. %?>A>1K ?>2KH5=8O 8A?>;L7>20=8O 
<>I=>AB59 >@30=870F89 AD5@K CA;C3. Yield Management. '?@02;5=85 
>G5@54O<8. 

&9@4 26. Д<;4=A BD74A<;4J<= EH9DO GE?G7, @9FB8O 8BEF46>< GE?G7. 
%5@28A=K9 ?@>F5AA 8 53> B8?K.  0B@8F0 A5@28A=>3> ?@>F5AA0. #>4E>4K : 
48709=C >@30=870F89 AD5@K CA;C3: Production Line Approach, Customer Contact 

Approach.  5B>4 A5@28A=>3> ?;0=0 (Blueprinting). $07<5I5=85 CA;C3: >A=>2=K5 
<5B>4K 8 ?>4E>4K. «�0=4H0DB=K9 48709=» (Servicecapes). �48=8G=K5 8 
<=>65AB25==K5 <5AB0 ?@54>AB02;5=8O CA;C3: >A>15==>AB8 @07<5I5=8O 8 
4>AB02:8. �A?>;L7>20=85 <0B@8FK $. ,<5==5@0 4;O @5H5=8O 2>?@>A0 > A?>A>15 
4>AB02:8 CA;C3. 

 

4.3. �5:F88 
№ 

?/? 

!0720=85 B5<K "1J5< G0A>2  
"G=0O D>@<0 �0>G=0O D>@<0 

1 
 5=546<5=B 8 53> <5AB> 2 A8AB5<5 @K=>G=>9 
M:>=><8:8 

2 1 

2 !0CG=K5 H:>;K <5=546<5=B0 2 - 

3  >45;8 <5=546<5=B0 2 - 

4 %?5F8D8:0 <5=546<5=B0 2 AD5@5 A5@28A0 2 1 

5 
#@>3=>78@>20=85 8 ?;0=8@>20=85 2 A8AB5<5 
<5=546<5=B0 

4 1 

6 (C=:F8O >@30=870F88 4 1 

7  >B820F8O :0: DC=:F8O <5=546<5=B0 2 1 

8 (C=:F8O :>=B@>;O 2 A8AB5<5 <5=546<5=B0 2 1 
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9 
�><<C=8:0F88 2 <5=546<5=B5 8 8E 
MDD5:B82=>ABL 

2 - 

10 �5;>2>5 >1I5=85 2 - 

11 '?@02;5=85 ?5@A>=0;>< 2 - 

12 '?@02;5=G5A:85 @5H5=8O 2 - 

13 '?@02;5=85 :>=D;8:B0<8 2 1 

14 
%>2@5<5==K9 <5=5465@ 8 53> 45OB5;L=>ABL. 
%8AB5<0 A0<><5=546<5=B0 

2 - 

15 �845@AB2> 8 2;0ABL 2 - 

16 -DD5:B82=>ABL <5=546<5=B0 2 A5@28A5 4 1 

17 
)0@0:B5@8AB8:0 ?>=OB89 «CA;C30» 8 «AD5@0 
CA;C3». 

4 1 

18 )0@0:B5@8AB8:0 A5@28A=>9 A8AB5<K.  4 1 

19 #@>5:B8@>20=85 A5@28A=>9 A8AB5<K. 4 1 

20 
"A=>2=K5 ?>4E>4K : A>3;0A>20=8N A?@>A0 8 
?@54;>65=8O =0 ?@54?@8OB8OE AD5@K CA;C3. 

4 1 

21 
 5AB> :0G5AB20 CA;C3 2 @50;870F88 F5;59 
?@54?@8OB8O AD5@K CA;C3. 

3 1 

22  0@:5B8=3>2K9 :><?;5:A 2 AD5@5 CA;C3. 3 1 

23 
�>=F5?F88 <0@:5B8=30, 8A?>;L7C5<K5 2 AD5@5 
CA;C3. 

3 1 

24 
"A=>2=K5 ?>4E>4K : C?@02;5=8N ?5@A>=0;>< 
=0 ?@54?@8OB88 AD5@K CA;C3. 

3 1 

25  >I=>ABL >@30=870F88 AD5@K CA;C3. 3 - 

26 
�8709= >@30=870F89 AD5@K CA;C3, <5B>4K 
4>AB02:8 CA;C3. 

3 - 

�B>3>:  72 16 

 

4.4. #@0:B8G5A:85 (A5<8=0@A:85) 70=OB8O 
№ 

?/? 

!0720=85 B5<K "1J5< G0A>2 

"G=0O D>@<0 �0>G=0O D>@<0 

1 
 5=546<5=B 8 53> <5AB> 2 A8AB5<5 
@K=>G=>9 M:>=><8:8 

2 - 

2 !0CG=K5 H:>;K <5=546<5=B0 2 - 

3  >45;8 <5=546<5=B0 2 - 

4 %?5F8D8:0 <5=546<5=B0 2 AD5@5 A5@28A0 2 1 

5 
#@>3=>78@>20=85 8 ?;0=8@>20=85 2 A8AB5<5 
<5=546<5=B0 

2 1 

6 (C=:F8O >@30=870F88 2 1 

7  >B820F8O :0: DC=:F8O <5=546<5=B0 2 1 

8 (C=:F8O :>=B@>;O 2 A8AB5<5 <5=546<5=B0 2 1 

9 
�><<C=8:0F88 2 <5=546<5=B5 8 8E 
MDD5:B82=>ABL 

2 - 

10 �5;>2>5 >1I5=85 2 - 

11 '?@02;5=85 ?5@A>=0;>< 2 - 

12 '?@02;5=G5A:85 @5H5=8O 2 - 

13 '?@02;5=85 :>=D;8:B0<8 2 - 

14 
%>2@5<5==K9 <5=5465@ 8 53> 45OB5;L=>ABL. 
%8AB5<0 A0<><5=546<5=B0 

2 - 

15 �845@AB2> 8 2;0ABL 2 - 
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16 -DD5:B82=>ABL <5=546<5=B0 2 A5@28A5 2 1 

17 
)0@0:B5@8AB8:0 ?>=OB89 «CA;C30» 8 «AD5@0 
CA;C3». 

2 1 

18 )0@0:B5@8AB8:0 A5@28A=>9 A8AB5<K.  2 1 

19 #@>5:B8@>20=85 A5@28A=>9 A8AB5<K. 2 1 

20 

"A=>2=K5 ?>4E>4K : A>3;0A>20=8N A?@>A0 
8 ?@54;>65=8O =0 ?@54?@8OB8OE AD5@K 
CA;C3. 

4 1 

21 
 5AB> :0G5AB20 CA;C3 2 @50;870F88 F5;59 
?@54?@8OB8O AD5@K CA;C3. 

2 1 

22  0@:5B8=3>2K9 :><?;5:A 2 AD5@5 CA;C3. 2 1 

23 
�>=F5?F88 <0@:5B8=30, 8A?>;L7C5<K5 2 
AD5@5 CA;C3. 

2 1 

24 
"A=>2=K5 ?>4E>4K : C?@02;5=8N 
?5@A>=0;>< =0 ?@54?@8OB88 AD5@K CA;C3. 

2 1 

25  >I=>ABL >@30=870F88 AD5@K CA;C3. 2 - 

26 
�8709= >@30=870F89 AD5@K CA;C3, <5B>4K 
4>AB02:8 CA;C3. 

2 - 

�B>3>:  54 14 

 

4.5. �01>@0B>@=K5 70=OB8O - =5 ?@54CA<>B@5=K 

 

4.6. %0<>AB>OB5;L=0O @01>B0 ABC45=B>2 
№ 

?/? 

!0720=85 B5<K �84 %$% "1J5< G0A>2 

"G=0O 
D>@<0 

�0>G=0O 
D>@<0 

1 

 5=546<5=B 8 53> 
<5AB> 2 A8AB5<5 
@K=>G=>9 M:>=><8:8 

#>43>B>2:0 : ?@0:B8G5A:8< 

70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

3 7 

2 

!0CG=K5 H:>;K 

<5=546<5=B0 
#>43>B>2:0 : ?@0:B8G5A:8< 

70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

3 7 

3 

 >45;8 <5=546<5=B0 #>43>B>2:0 : ?@0:B8G5A:8< 

70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

3 7 

4 %?5F8D8:0 #>43>B>2:0 : ?@0:B8G5A:8< 3 7 
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<5=546<5=B0 2 AD5@5 
A5@28A0 

70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

5 

#@>3=>78@>20=85 8 

?;0=8@>20=85 2 
A8AB5<5 <5=546<5=B0 

#>43>B>2:0 : ?@0:B8G5A:8< 

70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

3 7 

6 

(C=:F8O 
>@30=870F88 

#>43>B>2:0 : ?@0:B8G5A:8< 

70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

3 7 

7 

 >B820F8O :0: 
DC=:F8O 
<5=546<5=B0 

#>43>B>2:0 : ?@0:B8G5A:8< 

70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

3 7 

8 

(C=:F8O :>=B@>;O 2 
A8AB5<5 <5=546<5=B0 

#>43>B>2:0 : ?@0:B8G5A:8< 

70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

3 7 

9 

�><<C=8:0F88 2 
<5=546<5=B5 8 8E 
MDD5:B82=>ABL 

#>43>B>2:0 : ?@0:B8G5A:8< 

70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

3 7 

10 

�5;>2>5 >1I5=85 #>43>B>2:0 : ?@0:B8G5A:8< 

70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 

3 7 
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?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

11 

'?@02;5=85 
?5@A>=0;>< 

#>43>B>2:0 : ?@0:B8G5A:8< 

70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

3 7 

12 

'?@02;5=G5A:85 
@5H5=8O 

#>43>B>2:0 : ?@0:B8G5A:8< 

70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

3 7 

13 

'?@02;5=85 
:>=D;8:B0<8 

#>43>B>2:0 : ?@0:B8G5A:8< 

70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

3 7 

14 

%>2@5<5==K9 

<5=5465@ 8 53> 
45OB5;L=>ABL. 
%8AB5<0 
A0<><5=546<5=B0 

#>43>B>2:0 : ?@0:B8G5A:8< 

70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

3 7 

15 

�845@AB2> 8 2;0ABL #>43>B>2:0 : ?@0:B8G5A:8< 

70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

4 7 

16 

-DD5:B82=>ABL 
<5=546<5=B0 2 
A5@28A5 

 #>43>B>2:0 : ?@0:B8G5A:8< 

70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

4 8 

17 )0@0:B5@8AB8:0 #>43>B>2:0 : ?@0:B8G5A:8< 4 8 
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?>=OB89 «CA;C30» 8 
«AD5@0 CA;C3». 

70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

18 

)0@0:B5@8AB8:0 
A5@28A=>9 A8AB5<K.  

#>43>B>2:0 : ?@0:B8G5A:8< 
70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

4 7 

19 

#@>5:B8@>20=85 
A5@28A=>9 A8AB5<K. 

 #>43>B>2:0 : ?@0:B8G5A:8< 
70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

4 7 

20 

"A=>2=K5 ?>4E>4K : 
A>3;0A>20=8N A?@>A0 
8 ?@54;>65=8O =0 
?@54?@8OB8OE AD5@K 
CA;C3. 

#>43>B>2:0 : ?@0:B8G5A:8< 
70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

4 8 

21 

 5AB> :0G5AB20 CA;C3 
2 @50;870F88 F5;59 
?@54?@8OB8O AD5@K 
CA;C3. 

#>43>B>2:0 : ?@0:B8G5A:8< 
70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

4 7 

22 

 0@:5B8=3>2K9 
:><?;5:A 2 AD5@5 
CA;C3. 

 #>43>B>2:0 : ?@0:B8G5A:8< 
70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

4 7 

23 

�>=F5?F88 
<0@:5B8=30, 
8A?>;L7C5<K5 2 
AD5@5 CA;C3. 

#>43>B>2:0 : ?@0:B8G5A:8< 

70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 

4 7 
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?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

24 

"A=>2=K5 ?>4E>4K : 
C?@02;5=8N 
?5@A>=0;>< =0 
?@54?@8OB88 AD5@K 
CA;C3. 

#>43>B>2:0 : ?@0:B8G5A:8< 
70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

4 7 

25 

 >I=>ABL 
>@30=870F88 AD5@K 
CA;C3. 

 #>43>B>2:0 : ?@0:B8G5A:8< 
70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

4 7 

26 

�8709= >@30=870F89 
AD5@K CA;C3, <5B>4K 
4>AB02:8 CA;C3. 

 #>43>B>2:0 : ?@0:B8G5A:8< 
70=OB8O<, A0<>AB>OB5;L=K9 
?>8A: 8AB>G=8:>2 =0CG=>-
B5E=8G5A:>9 8=D>@<0F88, 
?>43>B>2:0 >B25B>2 =0 
?@54AB02;5==K5 2>?@>AK 2 
2845 @5D5@0B>2, MAA5, 
2KABC?;5=89, 4>:;04>2. 

4 7 

�B>3>:   90 185 

 

4.7. �C@A>20O @01>B0 @01>G8< CG51=K< ?;0=>< =5 ?@54CA<>B@5=0. 
 

5. "1@07>20B5;L=K5 B5E=>;>388 

!0 ;5:F8>==KE 70=OB8OE ?@8<5=OBAO A;54CNI85 >1@07>20B5;L=K5 
B5E=>;>388: ?@>1;5<=K5 ;5:F88, ;5:F8O-15A540, ;5:F8O-287C0;870F8O, ;5:F8O-
48A:CAA8O A @071>@>< :>=:@5B=>9 A8BC0F88. 

!0 ?@0:B8G5A:8E 70=OB8OE ?@8<5=ONBAO A;54CNI85 0:B82=K5 <5B>4K 

>1CG5=8O: :59A-B5E=>;>388, @01>B0 2 <0;KE 3@C??0E, <5B>4 <>73>2>3> HBC@<0, 
45;>2K5 83@K, B@5=8=3, <5B>4K 3@C??>2>3> @5H5=8O B2>@G5A:8E 7040G. � B0:65 
A;54CNI85 >1@07>20B5;L=K5 B5E=>;>388: 

B@048F8>==K5 >1JOA=8B5;L=>-8;;NAB@0B82=K5 B5E=>;>388, :>B>@K5 
>15A?5G820NB 4>ABC?=>ABL CG51=>3> <0B5@80;0 4;O 1>;LH8=AB20 ABC45=B>2, 
A8AB5<=>ABL, >B@01>B0==>ABL >@30=870F8>==KE D>@< 8 ?@82KG=KE <5B>4>2, 
>B=>A8B5;L=> <0;K5 70B@0BK 2@5<5=8; 

B5E=>;>388 ?@>1;5<=>3> >1CG5=8O, =0?@02;5==K5 =0 @0728B85 
?>7=020B5;L=>9 0:B82=>AB8, B2>@G5A:>9 A0<>AB>OB5;L=>AB8 ABC45=B>2 8 
?@54?>;030NI85 ?>A;54>20B5;L=>5 8 F5;5=0?@02;5==>5 2K42865=85 ?5@54 
ABC45=B>< ?>7=020B5;L=KE 7040G, @07@5H5=85 :>B>@KE ?>72>;O5B ABC45=B0< 

0:B82=> CA20820BL 7=0=8O (8A?>;L7CNBAO ?>8A:>2K5 <5B>4K; ?>AB0=>2:0 
?>7=020B5;L=KE 7040G); 
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B5E=>;>388 @072820NI53> >1CG5=8O, ?>72>;ONI85 >@85=B8@>20BL 
CG51=K9 ?@>F5AA =0 ?>B5=F80;L=K5 2>7<>6=>AB8 ABC45=B>2, 8E @50;870F8N 8 
@0728B85; 

B5E=>;>388 0:B82=>3> (:>=B5:AB=>3>) >1CG5=8O, A ?><>ILN :>B>@KE 
>ACI5AB2;O5BAO <>45;8@>20=85 ?@54<5B=>3>, ?@>1;5<=>3> 8 A>F80;L=>3> 
A>45@60=8O 1C4CI59 ?@>D5AA8>=0;L=>9 45OB5;L=>AB8 ABC45=B>2 (8A?>;L7CNBAO 
0:B82=K5 8 8=B5@0:B82=K5 <5B>4K >1CG5=8O) 8 B.4. 

 

6. 'G51=>-<5B>48G5A:>5 8 ?@>3@0<<=>-8=D>@<0F8>==>5 >15A?5G5=85 
48AF8?;8=K: 

0) >A=>2=0O ;8B5@0BC@0: 
1. �C@<5=:>, &. �. %D5@0 CA;C3 : :@0B:89 :C@A / &. �. �C@<5=:>. -  >A:20 : 

�!&'�&, 2016. - 759 A. - &5:AB : M;5:B@>==K9. - URL: 

https://znanium.ru/catalog/product/2160970. 

2. �0A8;5=:>, !. �. -:>=><8:0 AD5@K CA;C3 : CG51=8: / !.�. �0A8;5=:>. 
4  >A:20 : �!($�- , 2023. 4 439 A. + �>?. <0B5@80;K [-;5:B@>==K9 
@5AC@A]. 4 (�KAH55 >1@07>20=85: �0:0;02@80B). 4 DOI 10.12737/996072. - 

ISBN 978-5-16-014659-1. - &5:AB : M;5:B@>==K9. - URL: 

https://znanium.com/catalog/product/1981647. 

3. �2>@K:8=0, &. �. &5E=8G5A:>5 @53C;8@>20=85: AD5@0 CA;C3: 'G51=>5 
?>A>185 / &.�. �2>@K:8=0, !.�. #;0B>=>20. -  >A:20 : �;LD0- :  �!($�- , 
2010. - 544 A.: 8;.; . ISBN 978-5-98281-136-3. - &5:AB : M;5:B@>==K9. - URL: 

https://znanium.com/catalog/product/197527. 

4. $0728B85 AD5@K CA;C3 =0 >A=>25 :;85=B>>@85=B8@>20==>3> ?>4E>40 : 

<>=>3@0D8O / �.�. �@C74520, �.�. �@C7452, ..%. �;N520, �.�. �>=>20. 4 

 >A:20 : �!($�- , 2023. 4 172 A. 4 (!0CG=0O <KA;L). 4 DOI 

10.12737/1977989. - ISBN 978-5-16-018322-0. - &5:AB : M;5:B@>==K9. - URL: 

https://znanium.com/catalog/product/1977989. 

1) 4>?>;=8B5;L=0O ;8B5@0BC@0:  
5. �>@>;52, �. �. "A=>2K <5=546<5=B0 : CG51=>5 ?>A>185 / ?>4 @54. 4-@0 
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