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=4?<G<< ?>?O, ?>?=>7> E6O74==OE <56-4G E>5>= ?>=OF<=, >>F>DO5, ?>-6<4<<><G, <E?>?L7GNFEO >4> E<=>=<<O: E5D6<E M?5>FD>==>7> ?D46<F5?LEF64, M?5>FD>==>5 >5E?G6<64=<5, ?G5?<G=O5 M?5>FD>==O5 GE?G7<, F<DD>6>= E5D6<E < 4D. [1, E. 163]. �4=4>>, =5?L7O E G65D5==>EFLN GF-65D644FL, GF> MF< ?>=OF<O O6?ONFEO F>645EF65==O<<, ?>E>>?L>G <=>7<5 GG5=O5 >?GE>4NF G5F><5 >?D545?5=<O F5E ?>=OF<=, >>F>DO5 >=< <E?>?L7GNF. �> <=>7<E ?G5?<>4F<OE, ?>E6OM5==OE M?5>FD>==O< GE?G74< 6 >>=F5>EF5 M?5>-FD>==>7> ?D46<F5?LEF64, 7=4G5=<5 ?>-=OF<O «M?5>FD>==4O GE?G74» ?D54EF46-?O5FEO E4<> E>5>= D47G<5NM<<EO 3 G4E-F> GG5=O5 =5 >?D545?ONF <?< =5 4=4?<- ©  %. �.
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7<DGNF, GF> >7=4G45F, E>5EF65==>, ?>=O-F<5 «e-service». �EE?54>64=<O M?5>FD>=-=>7> ?D46<F5?LEF64 =5>4=>>D4F=> ?>4-65D74?<EL >D<F<>5 74 «>>=F5?FG4?L=GN =5>?D545?5==>EFL», GD57<5D=>5 G?D>-M5=<5, =4?<G<5 D47?<G=OE <5F>4>?>-7<G5E><E >7D4=<G5=<= [2, E. 649] < «F5>-D5F<G5E>>5 ?D5=55D565=<5» > MF<< >>=F5?FG4?L=O< 6>?D>E4< [3, E. 246]; =5>>F>DO5 GG5=O5 >F<5G4NF =5E?>E>5-=>EFL >?<D4FLEO =4 ?D54O4GM<5 D5-7G?LF4FO < F5>D5F<G5E><5 <EE?54>64-=<O M?5>FD>==>7> ?D46<F5?LEF64, 4 F4>65 =4 <EE?54>64=<O E<56=OE >5?4E-F5=. $47=>>5D47<5 ?>=OF<= < >?D545?5-=<=, <E?>?L7G5<OE 4?O <7GG5=<O < >?<-E4=<O M?5>FD>==OE GE?G7 6 >>=F5>EF5 M?5>FD>==>7> ?D46<F5?LEF64, =5 F>?L>> 74FDG4=O5F 4?O <EE?54>64F5?5= < E?5-F<4?<EF>6-?D4>F<>>6 <EE?54>64=<5 <E-?>?L7>64=<O < D476<F<O M?5>FD>==OE GE?G7 6 7>EG44DEF65==>< E5>F>D5; MF> F4>65 45?45F <EE?54>64=<5 M?5>FD>==>-7> ?D46<F5?LEF64 6 >5?4EF< M?5>FD>=-=OE GE?G7 G4>5=O< >5N5>F>< 4?O >D<-F<><, ?>4G5D><64O FDG4=>EF< 4?O <E-E?54>64F5?5= 6 =4>>??5=<< < >5>5M5-=<< 7=4=<= [1, E. 164]. �>=F5?F<O ?G5-?<G=OE M?5>FD>==OE GE?G7 ?>EFD444?4 >F F>7>, GF> %4DF>D< =47O645F «>>=F5?-FG4?L=O< D4EFO65=<5<», F> 5EFL =5G5F->>= >>=F5?FG4?<74F<5= [4, E. 1041]. � >F>DO645<>< MF>= EF4FL5= F<>?5 ?G5?<>4F<= <O <EE?54G5< E>45D64=<5 F5D<<=>?>7<G5E>>= >>=EFDG>F<< «?G5-?<G=O5 M?5>FD>==O5 GE?G7<», F5D<<=4, >>F>DO= >E64FO645F 5>?LL<=EF6> ?>-=OF<=, <E?>?L7G5<OE 4?O >5>7=4G5=<O M?5>FD>==OE <=F5DD5=E>6 <564G ?D4-6<F5?LEF64<< < 7D4644=4<< < E >>F>-DO<, F5< =5 <5=55, E6O74=> <=>65EF6> D47=>>5D47=OE ?D>5?5<. &5D<<= «M?5>FD>==4O GE?G74» E>EF>-<F <7 46GE G4EF5=: «M?5>FD>==4O» < «GE-?G74». �57>> G6<45FL, GF> MF< 465 G4EF< ?D54EF46?ONF 465 D47=O5 65M<. «-?5>-FD>==4O» >7=4G45F, GF> GF>-F> E45?4=> «M?5>FD>==O< E?>E>5><» <, F4><< >5D4-7><, <>65F 5OFL E6O74=> E M?5>FD>==O< 

4DF5D4>F><. «'E?G74» 65 ?D54EF46?O5F E>5>= ?D>F5EE, 6 >>F>D>< 4?O >>7>-F> E>7445FEO F5==>EFL. %?54>64F5?L=>, >>=F5?F<O M?5>FD>==OE GE?G7  <>65F 5OFL <EE?54>64=4 >4> E F>G>< 7D5=<O M?5>FD>==>7> 4DF5D4>F4 (F5E=>?>7<<), F4> < E F>G>< 7D5=<O  GE?G7< (>5E?G6<-64=<O).  �D< D4EE<>FD5=<< >>=F5>EF4 >D74=<-74F<>==>= D>D<O, 6 >>F>D>< <E?>?L7G-5FEO M?5>FD>==4O GE?G74, 4>546?O5FEO 5M5 >4<= 4E?5>F. �45EL 6=<<4=<5 =4-?D46?5=> =4 <7GG5=<5 ?>F5=F<4?L=OE ?>E?54EF6<= F>7>, O6?O5FEO ?< M?5>-FD>==4O GE?G74 >5M54>EFG?=>= <?< G4-EF=>=.  �5>5E>4<<> >F<5F<FL, GF> E>>5M5EF-6> <EE?54>64F5?5=, 74=<<4NM<EEO M?5>FD>==O< ?D46<F5?LEF6>< < ?G5-?<G=O<< M?5>FD>==O<< GE?G74<<, O6-?O5FEO <564<EF<??<=4D=O<, < <=F5D5-EO >F45?L=>7> <EE?54>64F5?O M?5>-FD>==>7> ?D46<F5?LEF64 6 5>?LL>= <5-D5 >?D545?ONF, >4>4O <7 MF<E F>G5> 7D5-=<O =4 ?G5?<G=GN M?5>FD>==GN GE?G7G 5G45F ?D<=OF4.  �564<EF<??<=4D=O= E4D4>F5D MF>= >5?4EF< 6> <=>7<E >F=>L5=<OE E?>E>5-EF6G5F <EE?54>64=<O< 6 >5?4EF< M?5>-FD>==>7> ?D46<F5?LEF64. � MF>= E6O7< %. %>G? >F<5G45F, GF> <EE?54>64=<O ?> M?5>FD>==><G ?D46<F5?LEF6G >F?<G4-NFEO 4>445<<G5E><< ??ND4?<7<><, ?>-EF>O==> 75=5D<DGO 5>74FO5 < D47=>>5-D47=O5 ?D>7D4<<O <EE?54>64=<=, 5?4-7>44DO 6>?44G D47?<G=OE 4<EF<??<=, < =4GG=>5 E>>5M5EF6> 7>F>6> <EE?54>64FL MF> O6?5=<5 E D47?<G=OE F>G5> 7D5=<O [5, E. 69]. �4=4>>, <564<EF<??<=4D=>EFL 6 >?D545?5==>= EF5?5=< 74FDG4=O5F >>=F5?FG4?L=O5 4<E>GEE<<. �>7<>6-=>EFL 6>E?D<=<<4FL < <=F5D?D5F<D>-64FL O6?5=<5 =5E>>?L><<< D47?<G=O<< E?>E>54<<, <>65F EF4FL D4>F>D><, >5N-OE=ONM<<, ?>G5<G ?>=OF<5 «?G5?<G=>=  M?5>FD>==>= GE?G7<» <E?>?L7G5FEO 6 >4-G5EF65 E<=>=<<4 =5E>>?L><<< 4DG7<< ?>=OF<O< < E6O74==O< E =<<< >>=F5?-F<O<. 'F>5O ?>6OE<FL 4=4?<F<G5E>GN >5>5M5==>EFL, >>=F5?FG4?L=GN 7D5-



���$�%/  '�$������/.  2019.  71(37)                                                                       %. �. �D5<556  
  

119 
 

?>EFL < ?D4>F<G5E>GN 6O7>4G >F <EE?5-4>64=<= 6 >5?4EF< M?5>FD>==>7> ?D46<-F5?LEF64, <EE?54>64F5?<, 74=<<4NM<5EO M?5>FD>==O<< GE?G74<<, 4>?6=O G5F>> >?D545?<FL, >4>>= E<OE? >=< 6>?44O-64NF 6 ?>=OF<5 «?G5?<G=>= M?5>FD>=-=>= GE?G7<».  �5>5E>4<<> D4EL<D<FL E6O7L <564G <EE?54>64F5?O<< D47?<G=OE 4<EF<?-?<=, 5E?< >5?4EFL M?5>FD>==>7> ?D46<-F5?LEF64 ?D<764=4 <75564FL ?D54?>?4-745<>= DD47<5=F4F<< [1, E. 164], <, 6 E6>N >G5D54L, EF<<G?<D>64FL =4>>??5-=<5 7=4=<=. &5?L MF>= D45>FO 3 ?D>4=4-?<7<D>64FL ?G5?<G=O5 M?5>FD>==O5 GE?G7< E <564<EF<??<=4D=>= F>G>< 7D5=<O < ?D54?>6<FL >>=F5?FG4?L=GN >E=>6G 4?O ?>=<<4=<O ?G5?<G=OE M?5>-FD>==OE GE?G7.  &4><< >5D47><, D45>F4 =>E<F <56-4<EF<??<=4D=O= E4D4>F5D < ?D54EF46-?O5F E>5>= ?>?OF>G >>=F5?FG4?<74F<< ?G5?<G=OE M?5>FD>==OE GE?G7, E F5<, GF>5O ?>47>F>6<FL >E=>64=<O 4?O GEF-D4=5=<O F5D<<=>?>7<G5E>>= < >>=F5?-FG4?L=>= =5>4=>7=4G=>EF<, <<5NM5= <5EF> 6 >>=F5>EF5 <EE?54>64=<= M?5>-FD>==>7> ?D46<F5?LEF64. �5NOE=5=<5 E>F<4?L=OE O6?5=<= FD55G5F >?5D<D>64=<O ?>=OF<O<<, ?>-MF><G >>=F5?FG4?L=4O 4>D45>F>4 O6?O-5FEO 646=O< L47>< 6 5>DL55 E F5>D5F<-G5E>>= =5D476<F>EFLN. �>=F5?FG4?L=O5 >E=>6O >55E?5G<-64NF «<5F4F5>D5F<G5E><= O7O>», >>F>-DO= =5>5E>4<< 4?O >5EG645=<O < D47-6<F<O F5>D<=, F.5. ?><>74NF <45=F<D<-F<D>64FL =5>5E>4<<O5 M?5<5=FO, 4 F4>65 >F=>L5=<O <564G MF<<< M?5<5=-F4<< [6, E. 28]. �D< MF>< 646=> >E>7=4-64FL E?>6=>EFL >>=F5?F<< ?G5?<G=OE M?5>FD>==OE GE?G7 < >F4464FL E555 >F-G5F 6 F><, GF> <7=>D<D>64=<5 >4>>7>-F> >4=>7> 4E?5>F4 <>65F <E>?NG<FL GF>-F> EGM5EF65==>5 6 ?>=<<4=<<. &4><< >5-D47><, >>=F5?FG4?L=4O >E=>64 4?O ?G5-?<G=OE M?5>FD>==OE GE?G7 4>?6=4 ?D54EF46?OFL F5?>EF=GN ?5DE?5>F<6G, 745 =5F <5EF4 =5>?D545?5==>EF< [1, E. 164]. 

�D5<<GM5EF6> <E?>?L7>64=<O F4>>7> ?>4E>44 ?D< >EGM5EF6?5=<< >>=F5?FG4-?<74F<<, E>EF><F 6 F><, GF> >= ?>76>?<F «D47?>6<FL» ?G5?<G=O5 M?5>FD>==O5 GE?G7< =4 G4EF< < GF>G=<FL 7=4G5=<5 >464>= <7 6OO6?5==OE G4EF5=, =4 >E=>-65 G57> E<=F57<D>64FL =>6>5 7=4=<5 =4 >E=>65 ?>?GG45<>7> M<5D465=F=>7> MD-D5>F4. -F>, 6 E6>N >G5D54L, ?D54?>?474-5F >?D545?5==GN ?D55<EF65==>EFL 6 <E-E?54>64=<<, >?>DG =4 ?D54L5EF6GNM<5 <EE?54>64=<O < F5>D5F<7<D>64=<O, >EG-M5EF6?5==O5 6 >5?4EF< <EE?54>64=<= M?5>FD>==>7> ?D46<F5?LEF64, 4 F4>65 E<56=OE >5?4EFOE 7=4=<O. �=4?<7 ?<F5D4FGDO, ?>E6OM5==>= M?5>FD>==O< GE?G74<, >4> 6 F5?><, F4> < 6 7>EG44DEF65==>< E5>F>D5, 6 G4EF=>-EF<, ?>76>?O5F 6OO6<FL FD< >F?D46=OE F>G>< 4=4?<74 ?G5?<G=OE M?5>FD>==OE GE?G7. �FF4?><64OEL >F ?G5?<G=>7> G?D46-?5=<O, 6?>?=5 5EF5EF65==>, GF> >E>55=-=>EF< ?G5?<G=>7> >>=F5>EF4 F4>>7> D>-44 GE?G7 D4EE<4FD<64NFEO 6 >4G5EF65 >F?D46=>= F>G>< 4=4?<74, F. 5. >E>5>7> >>=F5>EF4 ?G5?<G=OE >D74=<74F<= < ?D46<F5?LEF64.  % F>G>< 7D5=<O 65 <=D>D<4F<>==OE  E<EF5<, 6 >4G5EF65 F4>>= >F?D46=>= F>G>< 4=4?<74 6OEFG?4NF G65 4DF5-D4>F=O5 DG=>F<< M?5>FD>==OE GE?G7. �55 ?5DE?5>F<6O <EE?54>64=<O ?D<-7=4NF E5D6<E=O5 DG=>F<< 7>EG44DEF-65==OE M?5>FD>==OE GE?G7, E>FO E =5-<=>7> D47=O<< 7=4G5=<O<<; E?54>64-F5?L=>, E4<< GE?G7< D4EE<4FD<64NFEO >4> FD5FLO >F?D46=4O F>G>4 4=4?<74. -F< ?>=OF<O 6 D45>F5 <EE?54GNFEO 6 >F-45?L=>EF< < 6 D47?<G=OE >><5<=4F<OE.  &<>? EF4F5=, ?>E6OM5==OE >>=F5?-FG4?<74F<< ?G5?<G=OE M?5>FD>==OE GE?G7, 5G45F ?D54EF46?5= 6 E>>F65FEF-6<< E> E?54GNM5= ?>7<>>=: 6 44==>= D45>F5 <O <EE?54G5< E?5F<D<G5E><5 E4D4>F5D<EF<>< GE?G7, ?>E?54GNM<5 EF4FL< F<>?4 D45>F 5G4GF ?>E6OM5=O <EE?54>64=<N E?5F<D<>< M?5>FD>==OE GE?G7,  ?G5?<G=OE GE?G7 <, =4>>=5F, ?G5-?<G=OE M?5>FD>==OE GE?G7.  
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%4D4>F5D<EF<>4 GE?G7, >4> >F?D46=>= F>G>< =4L57> <EE?54>64=<O =4764=4 M>>=><<G5E><< 4E?5>F><, GF> >5GE?>6-?5=>, 6>-?5D6OE, F5<, GF> D5GL <45F >5 >4=>= <7 D>D< ?D><76>4<<>7> 5?474, <, E?54>64F5?L=>, O6?ONM57>EO M>>=><<-G5E>>= >4F57>D<5= <, 6>-6F>DOE, F>= 7=4G<<>EFLN, >>F>DGN <<5NF E?5F<D<-G5E><5 E6>=EF64 MF>= D>D<O, 5?474 =4 >F5=>G >4G5EF64 GE?G7 6>>5M5, < =4 >F5=>G >4G5EF64 ?G5?<G=OE M?5>FD>=-=OE GE?G7, 6 G4EF=>EF<, GF> F4>65 <<55F 6OD465==>5 M>>=><<G5E>>5 E>45D64-=<5. �>6OL5=<5 <=F5D5E4 > GE?G75 >4> M>>=><<G5E>>= >4F57>D<< 5O?> 6O764-=> FD5<O >E=>6=O<< ?D<G<=4<<: 6>-?5D6OE, M>E?4=E<5= MF>= D>D<O ?D><7-6>4<<>7> 5?474 6 GE?>6<OE ?>EF<=4GEF-D<4?L=>7> >5M5EF64. �>-6F>DOE, 6  >>=-F5>EF5 ?G5?<G=>7> G?D46?5=<O 7>EG44D-EF65==O5 GE?G7< >>474?<EL G4>5=O< D>D<4F>< ?D54EF46?5=<O, >5EG645=<O < >F5=>< DG=>F<>=<D>64=<O 7>EG44DEF64, >E>55==> 6 E6O7< E ?>O6?5=<5< >>=F5?-F<< E5D6<E=>7> 7>EG44DEF64. �, 6-FD5FL<E, =5E<>FDO =4 7=4G<F5?L=O= >5N5< ?G5?<>4F<=, ?>E6OM5==OE MF>= F5<5, ?D<E>4<FEO E45?4FL 6O6>4 > F><, GF> E>ED4=ONFEO D47=>GF5=<O 6 F>?>>-64=<< D47?<G<= <564G F>64D>< < GE?G-7>=, ?D<D>4O E?5F<D<G5E><E E6>=EF6 GE?G7<, <E 6>745=EF6<O =4 >F5=>G >4G5-EF64. -F> ?D<6>4<F =5 F>?L>> > 4>E44-=O< F5>D5F<G5E><< >L<5>4<, => < > E5DL57=O< ?D4>F<G5E><< ?D>EG5F4<. � MF>= EF4FL5 <O 45?45< ?>?OF>G E6>57> >E<OE?5=<O MF<E 6>?D>E>6, 6>?NG4N-M57> >57>D EGM5EF6GNM<E F>G5> 7D5=<O < <E >D<F<G5E><= 4=4?<7. %?>6> «GE?G74» ?D><EE>4<F >F ?4F<=-E>>7> E?>64 servitium, E>6D5<5==O5 E<OE?>6O5 7=4G5=<O >>F>D>7> <<5NF E?54GNM<5 7=4G5=<O: 45=EF6<5 <?< ?D>F5EE >5E?G6<64=<O; 4>F ?><>M<; E<EF5<4, >55E?5G<64NM4O >5M5EF65=-=O5 =G64O, E>FO  5E?< >5D4F<FLEO > 4>445<<G5E><< ?G5?<>4F<O<, F> <>6=> =4=F< 5>?55 E?>6=O5 < >>=>D5F=O5 >?-D545?5=<O.  

&D44<F<>==> GE?G74 6>E?D<=<<45FEO >4> 45OF5?L=>EFL [7, E. 302]. � E>>F65F-EF6<< E MF>= F>G>>= 7D5=<O �>F?5D < �5??5D >?D545?ONF GE?G7G >4> «& ?N-5>5 45=EF6<5, >>F>D>5 EF>D>=4 <>65F ?D54?>6<FL 4DG7>=, GF> 6 >E=>65 E6>5= =5<4F5D<4?L=>» [8]. �. �<=7D5= < �. �65=E>= 4>546?ONF, GF> ?D><76>4EF-6> <>65F 5OFL  E6O74=> <?< =5F E D<7<-G5E><< ?D>4G>F>< [1, E. 168]. %?54GO MF>= ?>7<>5, GE?G7< ED46=<64NFEO E F>-64D4<< < >5?444NF FD5<O 646=O<< E?5-F<D<G5E><<< E4D4>F5D<EF<>4<<: =5<4-F5D<4?L=>EFLN, =5D4745?<<>EFLN < =5->4=>D>4=>EFLN  [9, E. 44]. &4><< >5D4-7><, 7>6>DO > E?5F<D<G5E><E E4D4>F5D<-EF<>4E GE?G7<, �. �<=7D5= < �. �65=E>= ?>4G5D><64NF, GF> GE?G7< =5<4F5D<-4?L=O,  >=< O6?ONFEO ?D54EF46?5=<O<<, 4 =5 >5N5>F4<< <, E>>F65FEF65==>, ?D>-F5EE4<<, 4 =5 D57G?LF4F4<<. -F> ?D5?OF-EF6G5F EG<FO64=<N, <7<5D5=<N,  F5EF<-D>64=<N <, E?54>64F5?L=>, >5N5>F<6=>= >F5=>5 >4G5EF64 5>?LL<=EF64 GE?G7 [1, E. 168]. %4D4>F5D<EF<>4 =5D4745?<<>EF< >F-=>E<FEO > F><G, GF> ?D>F5EEO ?D><76>4-EF64 < ?>FD55?5=<O <=>7<E GE?G7 =5 <>-7GF 5OFL >F45?5=O 4DG7 >F 4DG74. -F> >7=4G45F, GF> 6>7=<>4NM55 ?D< MF>< 5?47> D>6445FEO ?D< 674<<>45=EF6<< <564G ?>FD55<F5?5< < ?>EF46M<>>< GE?G7<. �4>>=5F, E4D4>F5D<EF<>4 G=<>4?L=>-EF< >7=4G45F, GF> GE?G7< G4EF> 64DL<DG-NFEO >F ?D><76>4<F5?O > ?D><76>4<F5-?N, >F >?<5=F4 > >?<5=FG < 6> 6D5<5=<. %4D4>F5D<EF<>G =5>4=>D>4=>EF< �>F-?5D < �5??5D =47O64NF <7<5=G<6>EFLN < 4>546?ONF 5M5 >4=G E4D4>F5D<EF<>G: GE?G7< =5 <>7GF 5OFL E>ED4=5=O (E>?4-4<D>64=O), >=< 4>?6=O 5OFL 4>EFG?=O >?<5=F4< 6 =G6=>5 6D5<O < 6 =G6=>< <5EF5 [8]. % MF<<< E4D4>F5D<EF<>4<< F5E=> E6O-74=4 >F5=>4 >4G5EF64 >5E?G6<64=<O. � ED46=5=<< E >4G5EF6>< F>64D>6, > >4G5-EF65 GE?G7 E?>6=55 EG4<FL < 6 7=4G<-F5?L=>= EF5?5=< MF4 >F5=>4 746<E<F >F >?<5=F4. �D>M5 7>6>DO, >4G5EF6> >5E?G-
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6<64=<O 6 >>=5G=>< <F>75 >F5=<645FEO >?<5=F4<<, 4 D47=O5 >?<5=FO <>7GF <<5FL D47=O5 ?D54EF46?5=<O > F><, GF> ?D54EF46?O5F E>5>= E>D>L4O GE?G74. �D<G<=O =54>EF4F>G=>7> >4G5EF64 >5E?G6<64=<O < 6OO6?5==O5 ?D>55?O 6 >4G5EF65 >5E?G6<64=<O <>7GF 6>7=<->4FL 6 E<FG4F<OE, >>744 EGM5EF6G5F D4E-E>645=<5 <564G >6<44=<O<< >?<5=F4 < D4>F<G5E><< >5E?G6<64=<5<. �?O F>7>, GF>5O >55E?5G<FL =44?564M55 >4G5EF6> GE?G7 < <75564FL =5E>>F65FEF6<O <564G >6<44=<O<< >?<5=F>6 < ?D54>EF46?O5-<O<< GE?G74<< ?>EF46M<> GE?G7 4>?-65= <7GG<FL >6<44=<O >?<5=F>6; >>4-74FL GE?G7G 6 E>>F65FEF6<< E MF<<< >6<44=<O<<; G554<FLEO, GF> E>FDG4=<->< E?54GNF MF<< E?5F<D<>4F<O< GE?G7 < ?5D54464FL <=D>D<4F<N >5 GE?G75 >?<5=F4<  [10]. �EE>4O <7 G?><O=GFOE 745EL E4D4>F5-D<EF<> GE?G7, E?54G5F, GF> EGM5EF6G5F =5E<<<5FD<G=4O E6O7L <564G ?>EF46-M<>>< GE?G7< < ?>?L7>64F5?5< / >?<5=-F>< MF>= GE?G7<, 745 >?<5=F 6 >>=5G=>< EG5F5 >?D545?O5F >4G5EF6> GE?G7<. % =4L5= F>G>< 7D5=<O, GE?G7< 4>?6-=O D4EE<4FD<64FLEO =5 F>?L>> E F>G>< 7D5=<O D>D<O, => < E F>G>< 7D5=<O E>-45D64=<O. %?54>64F5?L=>, E?54GO MF>= ?>7<>5, 4>?6=4 5OFL E>>DD5>F<D>64=4 <=F5D?D5F4F<O <E >E=>6=OE E6>=EF6. %4D4>F5D<EF<>4 =5<4F5D<4?L=>EF< =5 <>65F 5OFL >F=5E5=4 > GE?G75 6 F5?><. �=4 =5<4F5D<4?L=4 6 >F=>L5=<< E>-45D64=<O (DG=>F<<). 'F> >4E45FEO D>D-<O, F> >=4 6E5744 <4F5D<4?L=4, ?>-E>>?L>G, F4> <?< <=4G5, D54?<74F<O (4 <<5==> G5D57 D>D<G 6OO6?O5FEO E>45D-64=<5) E6O74=4 E 46<65=<5< <4F5D<-4?L=OE F5? < ?D56D4M5=<O<< M=5D7<<, <=O<< E?>64<<, E D<7<G5E><<< ?D>F5E-E4<<. �>MF><G D4E>DOF<5 E>45D64=<O 6E5744 ?D>O6?O5FEO <4F5D<4?L=>, 6 F> 6D5<O >4> E>45D64=<5 < DG=>F<< 3 <45-4?L=O5 >4F57>D<<, =5746<E<<> >F F>7>, D4EE<4FD<645FEO ?D< MF>< F>64D <?< GE-?G74. 'E?G74 <>65F 5OFL F4>65 D4EE<>FD5-=4 6 4DG7<E 46GE 4E?5>F4E, <<5NM<E 

?4D=O= E4D4>F5D: ?D>F5EE=>< < D57G?L-F4F<6=><. -F< 464 4E?5>F4 <>6=> EG<-F4FL, 6 =5>>F>D>< D>45, 46G<O 47D574F-=O<< E>EF>O=<O<< GE?G7<, 6 >>F>DOE >=4 <>65F =4E>4<FLEO ?D< 55 >EGM5EF6-?5=<<. �>6>DO > D57G?LF4F<6=>< 4E?5>-F5, 6E5744 <<55FEO 66<4G ?D><56GF>G-=O= D57G?LF4F, 6>7=<>4NM<= 6 <><5=F ?D5>D4M5=<O (>>=E5D64F<<) ?D>F5EE4 D54?<74F<<. �4>>=E5D6<D>64==4O, F4-><< >5D47><, GE?G74, E>ED4=O5F ?>F5=-F<4? E6>5= 44?L=5=L5= D54?<74F<< (D4E>>=E5D64F<O). &4>4O D>D<4 GE?G7< M>>=><<G5E>< >G5=L G4>5=4, ?>E>>?L>G ?>76>?O5F >EGM5EF6<FL DO4 ?>?57=OE 45=EF6<= >4> ?D><76>4<F5?N, F4> < ?>-FD55<F5?N: 74?4E4FL GE?G7G 6?D>> (D5-75D6<D>64FL), E>?44<D>64FL, ?5D5<5-M4FL 6 ?D>EFD4=EF65 < F.4. �> MF>= ?D<-G<=5 >>=E5D6<D>64=<5 GE?G7<, >4> ?D4-6<?>, >EGM5EF6?O5FEO 6> 6E5E E?GG4OE, >>744 5EFL F4>4O 6>7<>6=>EFL. � E>64-?5=<N, <<5NFEO E5DL57=O5 >7D4=<G5=<O 6 >EGM5EF6?5=<< F4>>= 6>7<>6=>EF<. �?O MF>7> ?D>F5EE D54?<74F<< GE?G7< 4>?65= 5OFL D>D<4?<7G5< < 4?7>D<F-<<7<D>64=, GF> =5 <>65F 5OFL >55E?5-G5=> 6 E?>6=OE G5?>65>>D47<5D=OE GE-?G74E, >>744 ?D>F5EE ?D><76>4EF64 GE?G-7< =56>7<>65= 557 GG4EF<O G5?>65>4, 4 F4>65 6 E?GG4OE, >>744 ?D><76>4EF6>-?>FD55?5=<5 ?D54EF46?O5F E>5>= =5-?D5DO6=O= <=F5D4>F<6=O= ?D>F5EE, F> 5EFL =56>7<>6=> <E D4745?5=<5. �5FDG4=> 74<5F<FL, GF> 6 E6>5< 74->>=E5D6<D>64==>< 6<45 GE?G74 <   ?D54-EF46?O5F E>5>= F.=. F>64D, <?< F>G=55 E>474FL, <745?<5, ?>F><G GF> F>64D>< >=4 EF4=>6<FEO ?<LL 6 DO=>G=OE GE?>-6<OE. �>=OF=>, GF> GE?G74 G4EFL E6>57> 6<7=5==>7> F<>?4 ?D55O645F 6 74>>=-E5D6<D>64==>< 6<45, 4 G4EFL 3 6 D4E>>-=5ED6<D>64==><. -F> <<55F EGM5EF65=-=>5 7=4G5=<5 E F>G>< 7D5=<O >F5=>< >4-G5EF64 GE?G7<. � E6>5< 74>>=5E5D6<D>-64==>< 6<45 (6 D>D<5 F>64D4) 55 >4G5-EF6> ?57G5 ?>4445FEO >5N5>F<6=>= >F5=>5, ?>F><G GF> <>7GF 5OFL ?D><7-6545=O >>?<G5EF65==O5 <7<5D5=<O, E4-D4>F5D<7GNM<E 55 >4G5EF6> ?4D4<5F-
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D>6. � ?D>F5EE=>< (D4E>>=E5D6<D>64=-=>< E>EF>O=<<) F4><5 <7<5D5=<O ?D>-<765EF< 7=4G<F5?L=> E?>6=55, <?< 6>->5M5, =56>7<>6=>. �F5=>4 6 MF<E E?GG4-OE ?D><76>4<FEO =4 >E=>65 EG5N5>F<6-=OE ?D54EF46?5=<= ?>FD55<F5?O < 54-7<DG5FEO, >4> ?D46<?>, =4 EGM5EF6GN-M<E =4 <><5=F >F5=>< >6<44=<OE. � D4<>4E MF>= ?>7<><, G5< 4?<==55 ?5D<->4 >>=E5D64F<< GE?G7<, F5< 5>?55 GE?G74 «?>E>64», 6 ED54=5<, =4 F>64D, >4> E F>G->< 7D5=<O E6><E E6>=EF6, F4> < E F>G>< 7D5=<O, >4G5EF64. �<5EF5 E F5<, =44> ?>-=<<4FL, GF> F4>>7> D>44 ED46=5=<5 <<5-5F 65EL<4 GE?>6=O= E4D4>F5D. �D>6545==>5 <EE?54>64=<5 E>D>L> <??NEFD<DG5F E?>6=>EFL <EE?54G5<>7> D5=><5=4 GE?G7<, 6 E<?G G57> >=> >F-=N4L =5 ?D5F5=4G5F =4 557>7>6>D>G=GN <EF<==>EFL E45?4==OE 6 =5< 6O6>4>6 < =4 57> 7465DL5==>EFL. &5?5E>>5D47=>= EFD4F57<5= ?>E?54GNM<E <EE?54>64=<=, >E>55==> E GG5F>< ?>EF46?5==OE F5?5= >>=F5?FG4?<74F<< ?G5?<G=OE M?5>-FD>==OE GE?G7, =4 =4L 677?O4, O6?O5FEO EFD4F57<O <=F5D?D5F4F<6=>= 64D<4F<6-=>EF<, ?>76>?ONM5= 6 746<E<<>EF< >F >>=F5>EF4 F5>D5F<G5E><E <?< ?D4>F<G5-E><E 7444G <E?>?L7>64FL 6 ?D5>5?444N-M5= EF5?5=< <?< D5?OF<6<EFE><=, <?< D54G>F<>=<EFE><= ?>4E>4.  ��&�$�&'$� 1. Lindgren I., Jansson G. Electronic services in the public sector: A conceptual framework 

// Government Information Quarterly. 2013. 30: 2. P. 163-172. 2. Yildiz M. E-government research: Review-ing the literature, limitations, and ways for-ward // Government Quarterly. 2007. 24 (3). P. 646-665. 3. Heeks R., Bailur S. Analyzing e-government research: Perspectives, philoso-phies, theories, methods, and practice // Gov-ernment Information Quarterly. 2007. 24(2). P. 243-265. 4. Sartori G. Concept Misformation in Com-parative Politics // The American Political Sci-ence Review. 1970. 64(4). P. 1033-1053. 5. Scholl H.J. Central Research Question in E-government, or which trajectory should the study domain take? // Transforming Govern-ment: People, Process and Policy.  2007. 1(1). P. 67-88. 6. Ostrom E. Understanding Institutional Di-versity. Princeton and Oxford: Princeton Uni-versity Press. 2005. 7. Grönroos %. Service logic revisited: who creates value? And who co-creates? // Europe-an Business Review. 2008. 20(4). P. 298-314.  8. Kotler P., Keller K. Marketing Manage-ment, 13 th edition, London: Pearson Educa-tion Ltd. 2009. 9. Parasuraman A., Zeithaml V.A., Berry L.L. A conceptual Model of Service Quality and Its Implications for Future Research // Journal of Marketing. 1985. 49(4). P. 41-50. 10. Zeithaml V.A., Parasuraman A., Berry, L.L. Delivering Quality Service. Balancing Cus-tomer Perceptions and Expectations. New York: The Free Press. 1990. 
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