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. ɂɫɫɥɟɞɨɜɚɧɢɟ ɧɚɩɪɚɜɥɟɧɨ ɧɚ ɚɧɚɥɢɡ ɫɨɜɪɟɦɟɧɧɵɯ ɩɨɞɯɨɞɨɜ ɤ ɨɰɟɧɤɟ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪ-
ɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɧɚ ɩɪɢɦɟɪɟ ɫɭɛɴɟɤɬɨɜ ɍɪɚɥɶɫɤɨɝɨ ɮɟɞɟɪɚɥɶɧɨɝɨ ɨɤɪɭɝɚ.

  . ɉɪɨɜɟɞɟɧ ɫɪɚɜɧɢɬɟɥɶɧɵɣ ɚɧɚɥɢɡ ɫɨɜɪɟɦɟɧɧɵɯ ɩɨɞɯɨɞɨɜ ɤ ɨɰɟɧɤɟ ɤɚɱɟɫɬɜɚ ɩɪɟ-
ɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɫɭɛɴɟɤɬɨɜ ɍɪɚɥɶɫɤɨɝɨ ɮɟɞɟɪɚɥɶɧɨɝɨ ɨɤɪɭɝɚ, ɜ ɬɨɦ ɱɢɫɥɟ ɩɨ ɬɚɤɢɦ ɩɚɪɚ-
ɦɟɬɪɚɦ ɤɚɤ ɦɟɬɨɞɵ ɢ ɩɨɤɚɡɚɬɟɥɢ ɨɰɟɧɤɢ, ɩɟɪɢɨɞɢɱɧɨɫɬɶ ɨɰɟɧɤɢ, ɞɨɫɬɭɩɧɨɫɬɶ ɪɟɡɭɥɶɬɚɬɨɜ. ȼ ɨɫɧɨɜɭ ɚɧɚɥɢɡɚ 
ɩɨɥɨɠɟɧɵ ɧɨɪɦɚɬɢɜɧɵɟ ɩɪɚɜɨɜɵɟ ɞɨɤɭɦɟɧɬɵ ɢ ɨɮɢɰɢɚɥɶɧɵɟ ɨɬɱɟɬɵ ɨɪɝɚɧɨɜ ɢɫɩɨɥɧɢɬɟɥɶɧɨɣ ɜɥɚɫɬɢ ɫɭɛɴ-

ɟɤɬɨɜ ɊɎ.

   . ȼ ɞɚɧɧɨɦ ɢɫɫɥɟɞɨɜɚɧɢɢ ɪɚɫɫɦɨɬɪɟɧɵ ɫɨɜɪɟɦɟɧɧɵɟ ɬɟɨɪɟɬɢɱɟɫɤɢɟ ɩɨɞ-

ɯɨɞɵ ɤ ɨɰɟɧɤɟ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ. ȼ ɱɚɫɬɧɨɫɬɢ, ɪɚɫɤɪɵɬɨ ɫɨɞɟɪɠɚɧɢɟ ɬɚɤɨɝɨ ɤɨɦ-

ɩɥɟɤɫɧɨɝɨ ɦɟɬɨɞɚ ɤɚɤ ɦɨɧɢɬɨɪɢɧɝ. Ⱦɚɧɚ ɯɚɪɚɤɬɟɪɢɫɬɢɤɚ ɨɪɝɚɧɢɡɚɰɢɢ ɦɨɧɢɬɨɪɢɧɝɚ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭ-
ɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɜ ɫɭɛɴɟɤɬɚɯ ɍɪɚɥɶɫɤɨɝɨ ɮɟɞɟɪɚɥɶɧɨɝɨ ɨɤɪɭɝɚ. ȼɵɹɜɥɟɧɵ ɩɪɨɛɥɟɦɵ ɨɪɝɚɧɢɡɚɰɢɢ ɢ ɩɪɨɜɟɞɟɧɢɹ 
ɦɨɧɢɬɨɪɢɧɝɚ, ɜ ɬɨɦ ɱɢɫɥɟ ɫɜɹɡɚɧɧɵɟ ɫ ɩɪɢɦɟɧɟɧɢɟɦ ɦɟɬɨɞɨɜ ɢ ɢɧɫɬɪɭɦɟɧɬɚɪɢɹ ɨɰɟɧɤɢ, ɞɨɫɬɭɩɧɨɫɬɢ ɢɧɮɨɪɦɚ-
ɰɢɢ ɨ ɪɟɡɭɥɶɬɚɬɚɯ ɦɨɧɢɬɨɪɢɧɝɚ ɢ ɞɪ.

 . ɇɚɭɱɧɚɹ ɧɨɜɢɡɧɚ ɡɚɤɥɸɱɚɟɬɫɹ ɜ ɢɫɫɥɟɞɨɜɚɧɢɢ ɨɫɨɛɟɧɧɨɫɬɟɣ ɨɪɝɚɧɢɡɚɰɢɢ ɨɰɟɧɤɢ ɤɚɱɟɫɬɜɚ 
ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɜ ɫɭɛɴɟɤɬɚɯ ɍɪɚɥɶɫɤɨɝɨ ɮɟɞɟɪɚɥɶɧɨɝɨ ɨɤɪɭɝɚ.

 : ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɟ ɭɫɥɭɝɢ, ɤɚɱɟɫɬɜɨ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ, ɨɰɟɧɤɚ ɤɚɱɟɫɬɜɚ, 
ɍɪɚɥɶɫɤɢɣ ɮɟɞɟɪɚɥɶɧɵɣ ɨɤɪɭɝ.
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Purpose. The study aims to analyze the current approaches to assessing the quality of public services by the exam-

ple of the Ural Federal District.

Methodology and methods. A comparative analysis of modern approaches to the assessment of public services’ qual-

ity in the Ural Federal District, including such parameters as methods and assessment indicators, frequency of assess-

ment, availability of results. The analysis is based on legal documents and offi cial records of the executive authorities of 

the Federal subjects of the Russia.

Results and application. This report examines current theoretical approaches to assessing the quality of public ser-

vices. In particular, author disclosed content of such a complex method as monitoring. Author characterized quality mon-

itoring organization of public services in the Federal subiects of the Ural Federal District. The problems of organization 

and monitoring, including those connected with the use of methods and evaluation tools, the availability of information 

on the results of monitoring were revealed.



50

ȽɈɋɍȾȺɊɋɌȼȿɇɇɈȿ ɍɉɊȺȼɅȿɇɂȿ
ɂ ɂɇɋɌɂɌɍɌɕ ȼɅȺɋɌɂ

 . .

Scientifi c novelty. The scientifi c novelty of the study is to assess the quality characteristics of the public services orga-

nization in the Federal subjects of the Urals Federal District.

Key words: public services, quality of public services, quality assessment, Ural Federal District.

ɉɟɪɟɯɨɞ ɫɢɫɬɟɦɵ ɝɨɫɭɞɚɪɫɬɜɟɧɧɨɝɨ ɭɩɪɚɜɥɟɧɢɹ ɊɎ 

ɧɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɟ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɧɚɱɚɥ ɨɫɭ-
ɳɟɫɬɜɥɹɬɶɫɹ ɛɨɥɟɟ ɞɟɫɹɬɢ ɥɟɬ ɧɚɡɚɞ ɩɨɫɥɟ ɩɪɢɧɹɬɢɹ 
ɍɤɚɡɚ ɉɪɟɡɢɞɟɧɬɚ ɊɎ ɨɬ 09.03.2004 ɝ. № 314 «Ɉ ɫɢɫɬɟɦɟ 
ɢ ɫɬɪɭɤɬɭɪɟ ɮɟɞɟɪɚɥɶɧɵɯ ɨɪɝɚɧɨɜ ɢɫɩɨɥɧɢɬɟɥɶɧɨɣ ɜɥɚ-
ɫɬɢ», ɜ ɤɨɬɨɪɨɦ ɜɩɟɪɜɵɟ ɛɵɥɢ ɭɫɬɚɧɨɜɥɟɧɵ ɮɭɧɤɰɢɢ 

ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɨɪɝɚɧɨɜ ɩɨ ɨɤɚɡɚɧɢɸ ɝɨɫɭɞɚɪɫɬɜɟɧ-

ɧɵɯ ɭɫɥɭɝ. ȼɚɠɧɟɣɲɢɦ ɷɬɚɩɨɦ ɪɟɝɭɥɢɪɨɜɚɧɢɹ ɩɪɨ-

ɰɟɫɫɚ ɨɤɚɡɚɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɫɬɚɥɨ ɩɪɢɧɹ-
ɬɢɟ Ɏɟɞɟɪɚɥɶɧɨɝɨ ɡɚɤɨɧɚ Ɋɨɫɫɢɣɫɤɨɣ Ɏɟɞɟɪɚɰɢɢ ɨɬ 
27.07.2010 ɝ. № 210-ɎɁ «Ɉɛ ɨɪɝɚɧɢɡɚɰɢɢ ɩɪɟɞɨɫɬɚɜɥɟ-
ɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɢ ɦɭɧɢɰɢɩɚɥɶɧɵɯ ɭɫɥɭɝ» (ɞɚɥɟɟ 
210-ɎɁ), ɜ ɤɨɬɨɪɨɦ ɡɚɤɪɟɩɥɹɸɬɫɹ ɬɪɟɛɨɜɚɧɢɹ ɤɨ ɜɫɟɦ 

ɷɬɚɩɚɦ ɩɪɨɰɟɫɫɚ ɨɤɚɡɚɧɢɹ ɭɫɥɭɝɢ. ȼ ɬɨ ɠɟ ɜɪɟɦɹ ɜ ɞɚɧ-

ɧɨɦ ɩɪɚɜɨɜɨɦ ɚɤɬɟ ɜɨɩɪɨɫɵ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ 
ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɧɟ ɧɚɲɥɢ ɫɜɨɟɝɨ ɨɬɪɚɠɟɧɢɹ. 
ȼ 210-ɎɁ ɞɚɧɧɨɟ ɩɨɧɹɬɢɟ ɭɩɨɬɪɟɛɥɹɟɬɫɹ ɬɨɥɶɤɨ ɨɞɢɧ 

ɪɚɡ ɜ ɫɬɚɬɶɟ 14, ɨɩɢɫɵɜɚɸɳɟɣ ɬɪɟɛɨɜɚɧɢɹ ɤ ɫɬɚɧɞɚɪɬɭ 
ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ [1]. Ɉɞɧɢɦ ɢɡ 
ɪɚɡɞɟɥɨɜ ɫɬɚɧɞɚɪɬɚ ɜɵɫɬɭɩɚɸɬ «ɩɨɤɚɡɚɬɟɥɢ ɞɨɫɬɭɩɧɨ-
ɫɬɢ ɢ ɤɚɱɟɫɬɜɚ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ», ɧɨ ɢɯ ɫɨɞɟɪɠɚ-
ɧɢɟ ɜ ɡɚɤɨɧɟ ɧɟ ɪɚɫɤɪɵɬɨ.

Ɂɚ ɩɪɨɲɟɞɲɢɟ ɫɨ ɜɪɟɦɟɧɢ ɩɪɢɧɹɬɢɹ ɡɚɤɨɧɚ ɝɨɞɵ 

ɩɨɧɹɬɢɟ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ 
ɩɥɨɬɧɨ ɜɨɲɥɨ ɜ ɞɟɹɬɟɥɶɧɨɫɬɶ ɮɟɞɟɪɚɥɶɧɵɯ ɢ ɪɟɝɢɨɧɚɥɶ-
ɧɵɯ ɨɪɝɚɧɨɜ ɢɫɩɨɥɧɢɬɟɥɶɧɨɣ ɜɥɚɫɬɢ, ɫɬɚɜ ɨɞɧɢɦ ɢɡ ɜɚɠ-

ɧɟɣɲɢɯ ɤɪɢɬɟɪɢɟɜ ɨɰɟɧɤɢ ɢɯ ɪɚɛɨɬɵ. ȼ ɬɨ ɠɟ ɜɪɟɦɹ 
ɦɨɠɧɨ ɝɨɜɨɪɢɬɶ ɨ ɧɚɥɢɱɢɢ ɪɹɞɚ ɩɪɨɛɥɟɦ ɜ ɷɬɨɣ ɫɮɟɪɟ 
ɤɚɤ ɬɟɨɪɟɬɢɱɟɫɤɨɝɨ, ɬɚɤ ɢ ɩɪɚɤɬɢɱɟɫɤɨɝɨ ɯɚɪɚɤɬɟɪɚ.

ɇɟɨɛɯɨɞɢɦɨ ɨɬɦɟɬɢɬɶ ɧɟɞɨɫɬɚɬɨɱɧɭɸ ɩɪɨɪɚɛɨ-

ɬɚɧɧɨɫɬɶ ɜɨɩɪɨɫɨɜ ɨɰɟɧɤɢ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ 
ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɜ ɫɨɜɪɟɦɟɧɧɨɣ ɨɬɟɱɟɫɬɜɟɧɧɨɣ 

ɧɚɭɤɟ. ɏɨɬɹ ɢɫɫɥɟɞɨɜɚɧɢɟ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ 
ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɧɚɲɥɨ ɫɜɨɟ ɨɬɪɚɠɟɧɢɟ ɜ ɪɹɞɟ 
ɪɚɛɨɬ ɨɬɟɱɟɫɬɜɟɧɧɵɯ ɚɜɬɨɪɨɜ, ɬɚɤɢɯ ɤɚɤ H. C. Ɇɢɪ-

ɡɨɹɧ, ȼ. ɒɟɜɱɟɧɤɨ, ɨɞɧɨɡɧɚɱɧɨɝɨ ɨɩɪɟɞɟɥɟɧɢɹ ɩɨɧɹɬɢɹ 
ɢ ɫɭɳɧɨɫɬɢ ɞɚɧɧɨɝɨ ɹɜɥɟɧɢɹ ɞɚɧɨ ɧɟ ɛɵɥɨ [2,3]. Ɍɚɤɠɟ 
ɧɟɨɛɯɨɞɢɦɨ ɨɬɦɟɬɢɬɶ ɢɫɫɥɟɞɨɜɚɧɢɹ, ɩɨɫɜɹɳɟɧɧɵɟ 
ɨɬɞɟɥɶɧɵɦ ɚɫɩɟɤɬɚɦ ɤɚɱɟɫɬɜɚ ɝɨɫɭɫɥɭɝ – ɫɬɚɧɞɚɪɬɚɦ 

ɤɚɱɟɫɬɜɚ (Ɉ. Ⱥ. Ʌɨɦɨɜɰɟɜɚ, Ɉ. ɂ. ɓɟɞɪɢɧɚ, ə. Ʉɚɣɥɶ 
[4,5]), ɩɨɜɵɲɟɧɢɸ ɤɚɱɟɫɬɜɚ (ȼ. ȼ. Ɉɤɪɟɩɢɥɨɜ [6]). ɉɪɨ-
ɛɥɟɦɚ ɨɰɟɧɤɢ ɤɚɱɟɫɬɜɚ ɢ ɞɨɫɬɭɩɧɨɫɬɢ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ 
ɢ ɦɭɧɢɰɢɩɚɥɶɧɵɯ ɭɫɥɭɝ ɨɬɪɚɠɟɧɚ ɜ ɢɫɫɥɟɞɨɜɚɧɢɹɯ 
Ⱥ. ɇ. Ʌɭɧɟɜɚ ɢ ɇ. Ȼ. ɉɭɝɚɱɟɜɨɣ [7]. ɉɪɢ ɷɬɨɦ ɩɪɚɤɬɢ-

ɱɟɫɤɢ ɧɟ ɢɡɭɱɟɧɧɵɦɢ ɨɫɬɚɸɬɫɹ ɜɨɩɪɨɫɵ ɨɰɟɧɤɢ ɤɚɱɟ-
ɫɬɜɚ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɧɚ ɪɟɝɢɨɧɚɥɶɧɨɦ ɭɪɨɜɧɟ.

ȼ ɫɜɹɡɢ ɫ ɧɟɨɛɯɨɞɢɦɨɫɬɶɸ ɛɨɥɟɟ ɩɨɞɪɨɛɧɨɝɨ ɢɡɭ-
ɱɟɧɢɹ ɩɪɨɛɥɟɦ ɨɰɟɧɤɢ ɤɚɱɟɫɬɜɚ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ, 

ɜ ɬɨɦ ɱɢɫɥɟ ɧɚ ɪɟɝɢɨɧɚɥɶɧɨɦ ɭɪɨɜɧɟ, ɰɟɥɶɸ ɞɚɧɧɨɝɨ 
ɢɫɫɥɟɞɨɜɚɧɢɹ ɜɵɫɬɭɩɢɥ ɚɧɚɥɢɡ ɫɨɜɪɟɦɟɧɧɵɯ ɩɨɞɯɨ-

ɞɨɜ ɢ ɩɪɨɛɥɟɦ ɨɰɟɧɤɢ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭ-
ɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɧɚ ɩɪɢɦɟɪɟ ɫɭɛɴɟɤɬɨɜ ɍɪɚɥɶɫɤɨɝɨ 
ɮɟɞɟɪɚɥɶɧɨɝɨ ɨɤɪɭɝɚ.

    

    

  .

Ʉɚɤ ɬɟɨɪɟɬɢɱɟɫɤɭɸ ɨɫɧɨɜɭ ɚɧɚɥɢɡɚ ɤɚɱɟɫɬɜɚ ɝɨɫɭ-
ɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ, ɧɚ ɧɚɲ ɜɡɝɥɹɞ, ɦɨɠɧɨ ɢɫɩɨɥɶɡɨ-

ɜɚɬɶ ɩɨɞɯɨɞɵ ɦɟɧɟɞɠɦɟɧɬɚ ɤɚɱɟɫɬɜɚ, ɚ ɬɚɤɠɟ ɦɟɧɟɞ-

ɠɦɟɧɬɚ ɫɮɟɪɵ ɭɫɥɭɝ. ɇɟɫɦɨɬɪɹ ɧɚ ɭɫɬɨɣɱɢɜɵɣ ɢɧɬɟɪɟɫ 
ɤɚɤ ɧɚɭɤɢ, ɬɚɤ ɢ ɩɪɚɤɬɢɤɢ ɤ ɷɬɨɣ ɩɪɨɛɥɟɦɟ, ɨɩɪɟɞɟɥɟ-
ɧɢɟ ɩɨɧɹɬɢɹ ɤɚɱɟɫɬɜɚ ɭɫɥɭɝ ɞɨ ɫɢɯ ɩɨɪ ɧɟ ɹɜɥɹɟɬɫɹ 
ɨɞɧɨɡɧɚɱɧɵɦ ɢ ɭɫɬɨɹɜɲɢɦɫɹ. ɋɪɟɞɢ ɧɚɢɛɨɥɟɟ ɢɡɜɟɫɬ-
ɧɵɯ ɦɨɠɧɨ ɜɵɞɟɥɢɬɶ ɨɩɪɟɞɟɥɟɧɢɹ, ɞɚɧɧɵɟ ɜ ɪɚɡɥɢɱ-

ɧɵɯ ɫɢɫɬɟɦɚɯ ɫɬɚɧɞɚɪɬɢɡɚɰɢɢ. Ɍɚɤ, ɜ Ɇɟɠɞɭɧɚɪɨɞɧɨɦ 

ɫɬɚɧɞɚɪɬɟ ɂɋɈ 8402-94 «ɍɩɪɚɜɥɟɧɢɟ ɤɚɱɟɫɬɜɨɦ ɢ ɨɛɟ-
ɫɩɟɱɟɧɢɟ ɤɚɱɟɫɬɜɚ. ɋɥɨɜɚɪɶ», ɤɚɱɟɫɬɜɨ ɭɫɥɭɝ ɩɨɧɢɦɚ-
ɟɬɫɹ ɤɚɤ ɫɬɟɩɟɧɶ ɭɞɨɜɥɟɬɜɨɪɟɧɢɹ ɨɠɢɞɚɧɢɣ ɩɨɬɪɟɛɢ-

ɬɟɥɟɣ [8]. ȼ ȽɈɋɌ Ɋ 50646-2012 «ɍɫɥɭɝɢ ɧɚɫɟɥɟɧɢɸ. 

Ɍɟɪɦɢɧɵ ɢ ɨɩɪɟɞɟɥɟɧɢɹ» ɤɚɱɟɫɬɜɨ ɭɫɥɭɝɢ ɨɩɪɟɞɟɥɹɸɬ 
ɤɚɤ ɨɛɳɭɸ ɫɨɜɨɤɭɩɧɨɫɬɶ ɬɟɯɧɢɱɟɫɤɢɯ, ɬɟɯɧɨɥɨɝɢɱɟ-
ɫɤɢɯ ɢ ɷɤɫɩɥɭɚɬɚɰɢɨɧɧɵɯ ɯɚɪɚɤɬɟɪɢɫɬɢɤ, ɩɨɫɪɟɞɫɬɜɨɦ 

ɤɨɬɨɪɵɯ ɭɫɥɭɝɚ ɛɭɞɟɬ ɨɬɜɟɱɚɬɶ ɧɭɠɞɚɦ ɩɨɬɪɟɛɢɬɟɥɹ [9].

Ɋɚɫɫɦɨɬɪɢɦ ɨɫɧɨɜɧɵɟ ɬɟɨɪɟɬɢɱɟɫɤɢɟ ɩɨɞɯɨɞɵ 

ɤ ɨɩɪɟɞɟɥɟɧɢɸ ɫɭɳɧɨɫɬɢ ɤɚɱɟɫɬɜɚ ɭɫɥɭɝ. Ɇɧɨɝɢɟ 
ɢɫɫɥɟɞɨɜɚɬɟɥɢ ɜɵɞɟɥɹɸɬ ɬɚɤɢɟ ɫɨɫɬɚɜɥɹɸɳɢɟ ɤɚɱɟ-
ɫɬɜɚ ɭɫɥɭɝɢ ɤɚɤ ɤɚɱɟɫɬɜɨ ɪɟɡɭɥɶɬɚɬɚ ɢ ɤɚɱɟɫɬɜɨ ɨɛɫɥɭ-
ɠɢɜɚɧɢɹ (ɫɟɪɜɢɫɚ) [10]. ɉɪɢ ɷɬɨɦ ɤɨɧɟɱɧɵɟ ɪɟɡɭɥɶɬɚɬɵ 

ɭɫɥɭɝɢ ɢ ɫɚɦ ɩɪɨɰɟɫɫ ɨɛɫɥɭɠɢɜɚɧɢɹ ɪɚɫɫɦɚɬɪɢɜɚɸɬɫɹ 
ɤɚɤ ɜɡɚɢɦɨɫɜɹɡɚɧɧɵɟ ɢ ɹɜɥɹɸɬɫɹ ɫɨɫɬɚɜɧɵɦɢ ɷɥɟɦɟɧ-

ɬɚɦɢ ɩɨɧɹɬɢɹ «ɤɚɱɟɫɬɜɨ ɭɫɥɭɝɢ», ɚ ɬɚɤɠɟ ɭɞɨɜɥɟɬɜɨ-

ɪɟɧɧɨɫɬɢ ɩɨɬɪɟɛɢɬɟɥɟɣ [11].

ɋɩɟɰɢɮɢɤɚ ɨɩɪɟɞɟɥɟɧɢɹ ɤɚɱɟɫɬɜɚ ɭɫɥɭɝɢ ɹɜɥɹɟɬɫɹ 
ɩɪɨɢɡɜɨɞɧɨɣ ɨɬ ɨɫɨɛɟɧɧɨɫɬɟɣ ɫɚɦɨɣ ɭɫɥɭɝɢ – ɟɟ ɧɟɦɚ-
ɬɟɪɢɚɥɶɧɨɝɨ, ɚ ɡɚɱɚɫɬɭɸ ɢ ɧɟɨɫɹɡɚɟɦɨɝɨ ɯɚɪɚɤɬɟɪɚ, 
ɧɟɫɨɯɪɚɧɹɟɦɨɫɬɢ, ɧɟɞɨɥɝɨɜɟɱɧɨɫɬɢ, ɧɟɨɬɞɟɥɢɦɨɫɬɢ 

ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɨɬ ɩɨɬɪɟɛɥɟɧɢɹ, ɡɚɜɢɫɢɦɨɫɬɢ ɨɬ ɤɨɧ-

ɤɪɟɬɧɨɝɨ ɢɫɩɨɥɧɢɬɟɥɹ ɢ ɞɪ.
ȼ ɨɬɧɨɲɟɧɢɢ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɩɪɨɛɥɟɦɚ 

ɤɚɱɟɫɬɜɚ ɩɪɢɨɛɪɟɬɚɟɬ ɟɳɟ ɛɨɥɟɟ ɫɥɨɠɧɵɣ ɯɚɪɚɤɬɟɪ, 

ɬ.ɤ. ɪɟɡɭɥɶɬɚɬɵ ɩɪɟɞɨɫɬɚɜɥɟɧɧɨɣ ɭɫɥɭɝɢ ɨɱɟɧɶ ɫɩɟɰɢ-

ɮɢɱɧɵ: ɷɬɨ ɦɨɠɟɬ ɛɵɬɶ ɢɧɮɨɪɦɚɰɢɹ, ɭɫɬɚɧɨɜɥɟɧɢɟ ɢɥɢ 

ɩɨɞɬɜɟɪɠɞɟɧɢɟ ɩɪɚɜɚ, ɦɚɬɟɪɢɚɥɶɧɨɟ ɨɛɟɫɩɟɱɟɧɢɟ ɩɪɚɜɚ. 
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Ɂɚɱɚɫɬɭɸ ɪɟɡɭɥɶɬɚɬ ɝɨɫɭɞɚɪɫɬɜɟɧɧɨɣ ɭɫɥɭɝɢ ɧɟ ɹɜɥɹɟɬɫɹ 
ɤɨɧɟɱɧɵɦ ɷɬɚɩɨɦ ɭɞɨɜɥɟɬɜɨɪɟɧɢɹ ɩɨɬɪɟɛɧɨɫɬɢ ɡɚɹɜɢ-

ɬɟɥɹ, ɚ ɬɨɥɶɤɨ ɩɪɟɞɨɫɬɚɜɥɹɟɬ ɜɨɡɦɨɠɧɨɫɬɶ ɭɞɨɜɥɟɬɜɨɪɟ-
ɧɢɹ ɪɚɡɥɢɱɧɵɯ ɩɨɬɪɟɛɧɨɫɬɟɣ ɜ ɞɚɥɶɧɟɣɲɟɦ (ɧɚɩɪɢɦɟɪ, 
ɩɨɥɭɱɟɧɢɟ ɭɞɨɫɬɨɜɟɪɟɧɢɹ ɢɧɜɚɥɢɞɚ ɞɚɟɬ ɩɪɚɜɨ ɧɚ ɫɨɰɢ-

ɚɥɶɧɵɟ ɥɶɝɨɬɵ). ɉɨɷɬɨɦɭ ɨ ɤɚɱɟɫɬɜɟ ɪɟɡɭɥɶɬɚɬɚ ɝɨɫɭɞɚɪ-
ɫɬɜɟɧɧɨɣ ɭɫɥɭɝɢ ɝɨɜɨɪɢɬɶ ɞɨɫɬɚɬɨɱɧɨ ɫɥɨɠɧɨ.

ȿɳɟ ɨɞɢɧ ɩɨɞɯɨɞ ɤ ɤɚɱɟɫɬɜɭ ɭɫɥɭɝ ɩɪɟɞɩɨɥɚɝɚɟɬ 
ɜɵɞɟɥɟɧɢɟ ɤɚɱɟɫɬɜɚ ɢɫɩɨɥɧɟɧɢɹ ɭɫɥɭɝɢ ɢ ɤɚɱɟɫɬɜɚ 
ɨɛɫɥɭɠɢɜɚɧɢɹ. ȼ ɪɚɦɤɚɯ ɞɚɧɧɨɝɨ ɩɨɞɯɨɞɚ ɤɚɱɟɫɬɜɨ 
ɩɨɧɢɦɚɟɬɫɹ ɤɚɤ ɫɬɟɩɟɧɶ ɫɨɨɬɜɟɬɫɬɜɢɹ ɩɨɬɪɟɛɢɬɟɥɶɫɤɢɯ 
ɫɜɨɣɫɬɜ ɭɫɥɭɝɢ ɤɨɧɤɪɟɬɧɨɣ ɨɛɳɟɫɬɜɟɧɧɨɣ ɩɨɬɪɟɛɧɨ-

ɫɬɢ, ɩɪɢ ɷɬɨɦ ɤɚɱɟɫɬɜɨ ɢɫɩɨɥɧɟɧɢɹ ɭɫɥɭɝɢ ɯɚɪɚɤɬɟɪɢ-

ɡɭɟɬɫɹ ɟɟ ɫɨɨɬɜɟɬɫɬɜɢɟɦ ɤɚɤ ɬɪɟɛɨɜɚɧɢɹɦ ɞɟɣɫɬɜɭɸɳɟɣ 

ɧɨɪɦɚɬɢɜɧɨ-ɬɟɯɧɢɱɟɫɤɨɣ ɞɨɤɭɦɟɧɬɚɰɢɢ, ɬɚɤ ɢ ɩɨɠɟɥɚ-
ɧɢɹɦ ɤɨɧɤɪɟɬɧɨɝɨ ɩɨɬɪɟɛɢɬɟɥɹ ɭɫɥɭɝɢ, ɫɨɝɥɚɫɨɜɚɧɧɵɦ 

ɩɪɢ ɩɪɢɟɦɟ ɡɚɤɚɡɚ; ɚ ɤɚɱɟɫɬɜɨ ɨɛɫɥɭɠɢɜɚɧɢɹ – ɫɨɜɨ-

ɤɭɩɧɨɫɬɶɸ ɭɫɥɨɜɢɣ, ɦɟɬɨɞɨɜ ɢ ɫɪɟɞɫɬɜ, ɨɛɟɫɩɟɱɢɜɚ-
ɸɳɢɯ ɤɨɧɤɪɟɬɧɨɦɭ ɩɨɬɪɟɛɢɬɟɥɸ ɜɨɡɦɨɠɧɨɫɬɶ ɩɨɥɭ-

ɱɟɧɢɹ ɭɫɥɭɝɢ ɫ ɦɢɧɢɦɚɥɶɧɵɦɢ ɡɚɬɪɚɬɚɦɢ ɜɪɟɦɟɧɢ 

ɢ ɜɵɫɨɤɨɣ ɤɭɥɶɬɭɪɨɣ ɨɛɫɥɭɠɢɜɚɧɢɹ ɩɪɢ ɨɩɬɢɦɚɥɶɧɵɯ 
ɫɨɰɢɚɥɶɧɨ-ɷɤɨɧɨɦɢɱɟɫɤɢɯ ɪɟɡɭɥɶɬɚɬɚɯ ɨɛɫɥɭɠɢɜɚɧɢɹ 
[12]. ɇɚ ɧɚɲ ɜɡɝɥɹɞ, ɞɚɧɧɵɣ ɩɨɞɯɨɞ ɜ ɰɟɥɨɦ ɩɪɢɦɟɧɢɦ 

ɨɬɧɨɫɢɬɟɥɶɧɨ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧ-

ɧɵɯ ɭɫɥɭɝ, ɩɪɢ ɷɬɨɦ ɤɚɱɟɫɬɜɨ ɢɫɩɨɥɧɟɧɢɹ ɦɨɠɟɬ ɛɵɬɶ 
ɨɰɟɧɟɧɨ ɤɚɤ ɫɨɨɬɜɟɬɫɬɜɢɟ ɭɫɥɭɝɢ ɬɪɟɛɨɜɚɧɢɹɦ ɚɞɦɢ-

ɧɢɫɬɪɚɬɢɜɧɨɝɨ ɪɟɝɥɚɦɟɧɬɚ ɢ ɡɚɤɨɧɨɞɚɬɟɥɶɫɬɜɚ ɜ ɞɚɧ-

ɧɨɣ ɫɮɟɪɟ, ɚ ɤɚɱɟɫɬɜɨ ɨɛɫɥɭɠɢɜɚɧɢɹ – ɤɚɤ ɨɛɟɫɩɟɱɟɧɢɟ 
ɭɫɥɨɜɢɣ ɩɨɥɭɱɟɧɢɹ ɭɫɥɭɝɢ, ɚ ɬɚɤɠɟ ɫɨɨɬɜɟɬɫɬɜɢɹ ɨɤɚɡɚ-
ɧɢɹ ɭɫɥɭɝɢ ɭɫɬɚɧɨɜɥɟɧɧɵɦ ɧɨɪɦɚɦ ɜɪɟɦɟɧɢ.

ɇɟ ɦɟɧɟɟ ɜɚɠɧɨɣ ɢ ɧɟɪɟɲɟɧɧɨɣ ɧɚɭɱɧɨ-ɩɪɚɤɬɢ-

ɱɟɫɤɨɣ ɩɪɨɛɥɟɦɨɣ ɹɜɥɹɟɬɫɹ ɭɫɬɚɧɨɜɥɟɧɢɟ ɧɨɦɟɧɤɥɚ-
ɬɭɪɵ ɩɨɤɚɡɚɬɟɥɟɣ ɤɚɱɟɫɬɜɚ ɭɫɥɭɝ. ȼ ɪɚɦɤɚɯ ɩɨɞɯɨɞɚ, 
ɨɬɪɚɠɟɧɧɨɝɨ ɜ ȽɈɋɌ, ɜɵɞɟɥɹɸɬ ɧɟɫɤɨɥɶɤɨ ɨɫɧɨɜɧɵɯ 
ɝɪɭɩɩ ɩɨɤɚɡɚɬɟɥɟɣ ɤɚɱɟɫɬɜɚ ɭɫɥɭɝ ɩɨ ɯɚɪɚɤɬɟɪɢɡɭɟ-
ɦɵɦ ɢɦɢ ɫɜɨɣɫɬɜɚɦ ɭɫɥɭɝ: ɧɚɡɧɚɱɟɧɢɹ, ɛɟɡɨɩɚɫɧɨɫɬɢ, 

ɩɪɨɮɟɫɫɢɨɧɚɥɶɧɨɝɨ ɭɪɨɜɧɹ ɩɟɪɫɨɧɚɥɚ, ɧɚɞɟɠɧɨɫɬɢ, 

ɤɨɬɨɪɵɟ ɜ ɫɜɨɸ ɨɱɟɪɟɞɶ ɫɨɫɬɨɹɬ ɢɡ ɝɪɭɩɩ ɩɨɤɚɡɚɬɟɥɟɣ 

[9]. Ɉɞɧɚɤɨ ɞɚɧɧɵɣ ɩɟɪɟɱɟɧɶ ɧɨɫɢɬ ɨɛɳɢɣ ɯɚɪɚɤɬɟɪ, 
ɜ ɫɜɹɡɢ ɫ ɱɟɦ ɪɹɞɨɦ ɨɬɟɱɟɫɬɜɟɧɧɵɯ ɚɜɬɨɪɨɜ ɩɪɟɞɩɪɢ-

ɧɢɦɚɸɬɫɹ ɩɨɩɵɬɤɢ ɟɝɨ ɚɞɚɩɬɚɰɢɢ ɤ ɫɩɟɰɢɮɢɤɟ ɨɬɞɟɥɶ-
ɧɵɯ ɫɮɟɪ ɨɤɚɡɚɧɢɹ ɭɫɥɭɝ.

ȼɩɟɪɜɵɟ ɰɟɥɟɜɵɟ ɩɨɤɚɡɚɬɟɥɢ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜ-
ɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɛɵɥɢ ɭɫɬɚɧɨɜɥɟɧɵ ɍɤɚ-
ɡɨɦ ɉɪɟɡɢɞɟɧɬɚ ɊɎ ȼ. ȼ. ɉɭɬɢɧɚ ɨɬ 07.05.2012 ɝɨɞɚ 
№ 601 «Ɉɛ ɨɫɧɨɜɧɵɯ ɧɚɩɪɚɜɥɟɧɢɹɯ ɫɨɜɟɪɲɟɧɫɬɜɨɜɚ-
ɧɢɹ ɫɢɫɬɟɦɵ ɝɨɫɭɞɚɪɫɬɜɟɧɧɨɝɨ ɭɩɪɚɜɥɟɧɢɹ». ɋɨɝɥɚɫɧɨ 
ɟɦɭ ɜ ɰɟɥɹɯ ɞɚɥɶɧɟɣɲɟɝɨ ɫɨɜɟɪɲɟɧɫɬɜɨɜɚɧɢɹ ɫɢɫɬɟɦɵ 

ɝɨɫɭɞɚɪɫɬɜɟɧɧɨɝɨ ɭɩɪɚɜɥɟɧɢɹ ɉɪɚɜɢɬɟɥɶɫɬɜɭ Ɋɨɫɫɢɣ-

ɫɤɨɣ Ɏɟɞɟɪɚɰɢɢ ɧɟɨɛɯɨɞɢɦɨ ɨɛɟɫɩɟɱɢɬɶ ɞɨɫɬɢɠɟɧɢɟ 
ɫɥɟɞɭɸɳɢɯ ɩɨɤɚɡɚɬɟɥɟɣ:

1) ɭɪɨɜɟɧɶ ɭɞɨɜɥɟɬɜɨɪɟɧɧɨɫɬɢ ɝɪɚɠɞɚɧ ɊɎ 

ɤɚɱɟɫɬɜɨɦ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ 
ɤ 2018 ɝɨɞɭ ɞɨɥɠɟɧ ɫɨɫɬɚɜɥɹɬɶ ɧɟ ɦɟɧɟɟ 90 %;

2) ɧɟ ɦɟɧɟɟ 90 % ɝɪɚɠɞɚɧ ɤ 2015 ɝɨɞɭ ɞɨɥɠɧɵ 

ɢɦɟɬɶ ɞɨɫɬɭɩ ɤ ɩɨɥɭɱɟɧɢɸ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɩɨ 
ɩɪɢɧɰɢɩɭ «ɨɞɧɨɝɨ ɨɤɧɚ» ɩɨ ɦɟɫɬɭ ɩɪɟɛɵɜɚɧɢɹ, ɜ ɬɨɦ 

ɱɢɫɥɟ ɜ ɆɎɐ;

3) ɧɟ ɦɟɧɟɟ 70 % ɝɪɚɠɞɚɧ ɤ 2018 ɝɨɞɭ ɛɭɞɭɬ 
ɢɫɩɨɥɶɡɨɜɚɬɶ ɦɟɯɚɧɢɡɦ ɩɨɥɭɱɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ 
ɢ ɦɭɧɢɰɢɩɚɥɶɧɵɯ ɭɫɥɭɝ ɜ ɷɥɟɤɬɪɨɧɧɨɣ ɮɨɪɦɟ;

4) ɫɪɟɞɧɟɟ ɱɢɫɥɨ ɨɛɪɚɳɟɧɢɣ ɩɪɟɞɫɬɚɜɢɬɟɥɟɣ ɛɢɡ-
ɧɟɫ-ɫɨɨɛɳɟɫɬɜɚ ɜ ɨɪɝɚɧ ɝɨɫɭɞɚɪɫɬɜɟɧɧɨɣ ɜɥɚɫɬɢ ɊɎ 

ɞɥɹ ɩɨɥɭɱɟɧɢɹ ɨɞɧɨɣ ɝɨɫɭɞɚɪɫɬɜɟɧɧɨɣ ɭɫɥɭɝɢ, ɫɜɹ-
ɡɚɧɧɨɣ ɫɨ ɫɮɟɪɨɣ ɩɪɟɞɩɪɢɧɢɦɚɬɟɥɶɫɤɨɣ ɞɟɹɬɟɥɶɧɨɫɬɢ 

ɤ 2014 ɝɨɞɭ ɞɨɥɠɧɨ ɫɨɤɪɚɬɢɬɶɫɹ ɞɨ 2;

5) ɜɪɟɦɹ ɨɠɢɞɚɧɢɹ ɜ ɨɱɟɪɟɞɢ ɩɪɢ ɨɛɪɚɳɟɧɢɢ ɡɚɹ-
ɜɢɬɟɥɹ ɜ ɨɪɝɚɧ ɝɨɫɭɞɚɪɫɬɜɟɧɧɨɣ ɜɥɚɫɬɢ ɊɎ ɞɥɹ ɩɨɥɭɱɟ-
ɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɤ 2014 ɝɨɞɭ ɞɨɥɠɧɨ ɫɨɤɪɚ-
ɬɢɬɶɫɹ ɞɨ 15 ɦɢɧɭɬ [13].

Ⱦɚɧɧɵɟ ɩɨɤɚɡɚɬɟɥɢ ɛɵɥɢ ɢɫɩɨɥɶɡɨɜɚɧɵ ɜ ɤɚɱɟɫɬɜɟ 
ɤɥɸɱɟɜɵɯ ɩɪɢ ɨɰɟɧɤɢ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭ-
ɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɤɚɤ ɧɚ ɮɟɞɟɪɚɥɶɧɨɦ, ɬɚɤ ɢ ɧɚ ɪɟɝɢ-

ɨɧɚɥɶɧɨɦ ɭɪɨɜɧɹɯ.

    

  .

ȼ ɧɚɫɬɨɹɳɟɟ ɜɪɟɦɹ ɜ ɫɮɟɪɟ ɭɫɥɭɝ ɩɪɢɦɟɧɹɟɬɫɹ 
ɧɟɫɤɨɥɶɤɨ ɧɚɢɛɨɥɟɟ ɪɚɫɩɪɨɫɬɪɚɧɟɧɧɵɯ ɤɨɧɰɟɩɰɢɣ 

ɨɰɟɧɤɢ ɤɚɱɟɫɬɜɚ ɭɫɥɭɝɢ: ɞɜɭɯ ɢ ɬɪɟɯɮɚɤɬɨɪɧɚɹ ɦɨɞɟɥɢ 

ɨɰɟɧɤɢ ɤɚɱɟɫɬɜɚ; ɩɹɬɢɫɬɭɩɟɧɱɚɬɚɹ ɦɨɞɟɥɶ ɤɚɱɟɫɬɜɚ 
ɭɫɥɭɝɢ. ȼ ɬɪɟɯɮɚɤɬɨɪɧɨɣ ɦɨɞɟɥɢ ɤɚɱɟɫɬɜɨ ɭɫɥɭɝɢ 

ɨɰɟɧɢɜɚɟɬɫɹ ɤɚɤ ɦɚɬɟɪɢɚɥɶɧɨɟ ɤɚɱɟɫɬɜɨ (ɨɪɝɬɟɯɧɢɤɚ, 
ɡɞɚɧɢɟ, ɨɮɢɫɵ ɢ ɬ.ɞ.), ɢɧɬɟɪɚɤɬɢɜɧɨɟ ɤɚɱɟɫɬɜɨ (ɭɪɨ-

ɜɟɧɶ ɨɛɫɥɭɠɢɜɚɧɢɹ ɜ ɦɨɦɟɧɬ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɤɥɢɟɧ-

ɬɨɜ ɫ ɩɟɪɫɨɧɚɥɨɦ ɮɢɪɦɵ) ɢ ɤɨɪɩɨɪɚɬɢɜɧɨɟ ɤɚɱɟɫɬɜɨ 
(ɢɦɢɞɠ ɢ ɞɟɥɨɜɚɹ ɢɫɬɨɪɢɹ ɤɨɧɤɪɟɬɧɨɣ ɮɢɪɦɵ). ɉɹɬɢ-

ɫɬɭɩɟɧɱɚɬɚɹ ɦɨɞɟɥɶ ɤɚɱɟɫɬɜɚ ɭɫɥɭɝɢ ɢɥɢ ɦɨɞɟɥɶ ɪɚɫ-
ɯɨɠɞɟɧɢɹ ɤɚɱɟɫɬɜɚ ɭɫɥɭɝɢ, ɪɚɡɪɚɛɨɬɚɧɧɚɹ ɚɦɟɪɢ-

ɤɚɧɫɤɢɦɢ ɭɱɟɧɵɦɢ ȼ. Ɂɟɣɬɚɦɥɶ, Ⱥ. ɉɚɪɚɫɭɪɚɦɚɧɨɦ 

ɢ Ʌ. Ȼɟɪɪɢ ( 1985 ɝ.), ɜ ɤɚɱɟɫɬɜɟ ɢɧɫɬɪɭɦɟɧɬɚ ɨɰɟɧɤɢ 

ɤɚɱɟɫɬɜɚ ɭɫɥɭɝɢ ɩɪɟɞɥɨɠɢɥɚ ɦɟɬɨɞɢɤɭ SERVQUAL 

[14]. Ɇɨɞɟɥɢ ɢ ɦɟɬɨɞɢɤɢ ɨɰɟɧɤɢ ɤɚɱɟɫɬɜɚ ɢ ɢɯ ɩɪɨ-

ɞɨɥɠɟɧɢɹ (SERVQUAL, SERVPERF ɢ ɞɪ.) ɨɫɧɨɜɚɧɵ 

ɧɚ ɚɧɤɟɬɢɪɨɜɚɧɢɢ ɩɨɬɪɟɛɢɬɟɥɟɣ ɭɫɥɭɝ ɩɨ ɜɨɩɪɨ-

ɫɚɦ, ɫɝɪɭɩɩɢɪɨɜɚɧɧɵɦ ɩɨ ɩɚɪɚɦɟɬɪɚɦ ɢɯ ɧɚɞɟɠɧɨɫɬɢ 

(reliability); ɨɬɡɵɜɱɢɜɨɫɬɢ (responsiveness); ɭɛɟɞɢɬɟɥɶ-
ɧɨɫɬɢ (assurance); ɫɨɱɭɜɫɬɜɢɸ (empathy); ɨɫɹɡɚɟɦɨɫɬɢ 

(tangibles) ɭɫɥɭɝ. ȼ ɤɚɱɟɫɬɜɟ ɨɫɧɨɜɧɨɝɨ ɧɟɞɨɫɬɚɬɤɚ ɞɚɧ-

ɧɨɝɨ ɩɨɞɯɨɞɚ ɢɫɫɥɟɞɨɜɚɬɟɥɢ ɨɬɦɟɱɚɸɬ ɫɭɛɴɟɤɬɢɜɢɡɦ 

ɩɨɥɭɱɚɟɦɵɯ ɨɰɟɧɨɤ, ɚ ɡɚɱɚɫɬɭɸ ɢ ɩɪɟɞɪɟɲɟɧɧɨɫɬɶ 
ɩɪɢɧɢɦɚɟɦɨɝɨ ɧɚ ɢɯ ɨɫɧɨɜɟ ɪɟɲɟɧɢɹ [11].

Ɉɰɟɧɤɚ ɤɚɱɟɫɬɜɚ ɭɫɥɭɝɢ ɦɨɠɟɬ ɛɵɬɶ ɨɫɭɳɟɫɬɜɥɟɧɚ 
ɫ ɬɨɱɤɢ ɡɪɟɧɢɹ ɜɧɟɲɧɟɣ ɥɢɛɨ ɜɧɭɬɪɟɧɧɟɣ ɩɨ ɨɬɧɨɲɟ-
ɧɢɸ ɤ ɩɪɨɰɟɫɫɭ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɫɪɟɞɵ. ȼɧɭɬɪɟɧɧɹɹ 
ɨɰɟɧɤɚ ɪɚɫɫɦɚɬɪɢɜɚɟɬ ɤɚɱɟɫɬɜɨ ɭɫɥɭɝɢ ɫ ɬɨɱɤɢ ɡɪɟɧɢɹ 
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ɢɫɩɨɥɧɢɬɟɥɹ ɜ ɜɢɞɟ ɫɨɜɨɤɭɩɧɨɫɬɢ ɤɚɱɟɫɬɜɚ ɜɧɭɬɪɟɧɧɢɯ 
ɩɪɨɰɟɫɫɨɜ, ɚ ɜɧɟɲɧɹɹ ɨɰɟɧɤɚ ɩɪɟɞɫɬɚɜɥɹɟɬ ɫɨɛɨɣ ɦɧɟ-
ɧɢɟ ɨ ɤɚɱɟɫɬɜɟ ɫ ɬɨɱɤɢ ɡɪɟɧɢɹ ɩɨɬɪɟɛɢɬɟɥɹ ɤɚɤ ɫɬɟɩɟɧɶ 
ɭɞɨɜɥɟɬɜɨɪɟɧɧɨɫɬɢ ɭɫɥɭɝɨɣ, ɬ.ɟ. ɫɮɨɪɦɢɪɨɜɚɧɧɨɫɬɢ 

ɭ ɩɨɬɪɟɛɢɬɟɥɹ ɜɨɫɩɪɢɹɬɢɹ ɩɨɥɭɱɟɧɧɨɝɨ ɨɛɫɥɭɠɢɜɚɧɢɹ 
ɤɚɤ ɫɨɨɬɜɟɬɫɬɜɭɸɳɟɝɨ ɟɝɨ ɬɪɟɛɨɜɚɧɢɹɦ (ɨɠɢɞɚɧɢɹɦ).

Ⱦɚɧɧɵɣ ɩɨɞɯɨɞ ɧɚɲɟɥ ɫɜɨɟ ɨɬɪɚɠɟɧɢɟ ɜ ɫɨɜɪɟɦɟɧ-

ɧɵɯ ɫɢɫɬɟɦɚɯ ɨɰɟɧɤɢ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭ-

ɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ. Ʉ ɧɚɫɬɨɹɳɟɦɭ ɜɪɟɦɟɧɢ ɞɚɧɧɚɹ 
ɫɢɫɬɟɦɚ ɫɨɫɬɨɢɬ ɢɡ ɧɟɫɤɨɥɶɤɢɯ ɧɟɡɚɜɢɫɢɦɵɯ ɷɥɟɦɟɧ-

ɬɨɜ ɢɥɢ ɫɢɫɬɟɦ ɨɰɟɧɤɢ:

1. Ɇɨɧɢɬɨɪɢɧɝ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪ-
ɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɦɢ ɨɪɝɚɧɚɦɢ;

2. Ɉɰɟɧɤɚ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧ-

ɧɵɯ ɭɫɥɭɝ ɦɧɨɝɨɮɭɧɤɰɢɨɧɚɥɶɧɵɦɢ ɰɟɧɬɪɚɦɢ;

3. ɇɟɡɚɜɢɫɢɦɚɹ ɨɰɟɧɤɚ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ 
ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɦɢ ɭɱɪɟɠɞɟ-
ɧɢɹɦɢ;

4. ɋɢɫɬɟɦɚ ɧɟɡɚɜɢɫɢɦɨɣ ɨɰɟɧɤɢ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨ-
ɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɩɨɬɪɟɛɢɬɟɥɹɦɢ ɱɟɪɟɡ 
ɷɥɟɤɬɪɨɧɧɵɟ ɫɟɪɜɢɫɵ, ɜ ɬɨɦ ɱɢɫɥɟ ɨɮɢɰɢɚɥɶɧɵɟ ɫɚɣɬɵ 

ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɨɪɝɚɧɨɜ, ɩɨɪɬɚɥ «ȼɚɲ ɤɨɧɬɪɨɥɶ» ɞɪ.
Ⱦɥɹ ɧɚɱɚɥɚ ɪɚɫɫɦɨɬɪɢɦ ɦɨɧɢɬɨɪɢɧɝ ɤɚɤ ɨɞɧɭ ɢɡ 

ɧɚɢɛɨɥɟɟ ɰɟɥɨɫɬɧɵɯ ɫɢɫɬɟɦ ɨɰɟɧɤɢ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨ-

ɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ. Ɇɢɧɢɫɬɟɪɫɬɜɨ ɷɤɨ-
ɧɨɦɢɱɟɫɤɨɝɨ ɪɚɡɜɢɬɢɹ ɊɎ ɪɚɡɪɚɛɨɬɚɥɨ ɪɹɞ ɦɟɬɨɞɢɱɟ-
ɫɤɢɯ ɞɨɤɭɦɟɧɬɨɜ, ɩɪɢɡɜɚɧɧɵɯ ɩɨɦɨɱɶ ɮɟɞɟɪɚɥɶɧɵɦ 

ɨɪɝɚɧɚɦ ɢ ɫɭɛɴɟɤɬɚɦ ɊɎ ɜ ɨɪɝɚɧɢɡɚɰɢɢ ɨɰɟɧɤɢ ɤɚɱɟɫɬɜɚ 
ɝɨɫɭɫɥɭɝ. ȼ Ɇɟɬɨɞɢɱɟɫɤɢɯ ɪɟɤɨɦɟɧɞɚɰɢɹɯ ɩɨ ɨɪɝɚɧɢɡɚ-
ɰɢɢ ɩɪɨɜɟɞɟɧɢɹ ɦɨɧɢɬɨɪɢɧɝɚ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ 
ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ (ɦɭɧɢɰɢɩɚɥɶɧɵɯ) ɭɫɥɭɝ, ɫɨɞɟɪɠɚ-
ɳɢɯɫɹ ɜ ɉɢɫɶɦɟ Ɇɢɧɢɫɬɟɪɫɬɜɚ ɷɤɨɧɨɦɢɱɟɫɤɨɝɨ ɪɚɡɜɢ-

ɬɢɹ ɊɎ ɨɬ 29.04.2011 ɝɨɞɚ № 8863- ɈɎ/Ⱦ09, ɫɨɞɟɪɠɚɬɫɹ 
ɬɪɟɛɨɜɚɧɢɹ ɤɨ ɜɫɟɦ ɷɬɚɩɚɦ ɟɝɨ ɩɪɨɜɟɞɟɧɢɹ. Ɉɫɧɨɜɧɵɦɢ 

ɰɟɥɹɦɢ ɩɪɨɜɟɞɟɧɢɹ ɦɨɧɢɬɨɪɢɧɝɚ ɜɵɫɬɭɩɚɸɬ:
� ɜɵɹɜɥɟɧɢɟ, ɚɧɚɥɢɡ ɢ ɨɰɟɧɤɚ ɧɨɪɦɚɬɢɜɧɨ ɭɫɬɚɧɨɜ-

ɥɟɧɧɵɯ ɢ ɮɚɤɬɢɱɟɫɤɢɯ ɡɧɚɱɟɧɢɣ ɨɫɧɨɜɧɵɯ ɢ ɞɨɩɨɥ-

ɧɢɬɟɥɶɧɵɯ ɩɚɪɚɦɟɬɪɨɜ, ɯɚɪɚɤɬɟɪɢɡɭɸɳɢɯ ɤɚɱɟɫɬɜɨ 
ɢ ɞɨɫɬɭɩɧɨɫɬɶ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ;

� ɩɨɫɥɟɞɭɸɳɟɟ ɨɩɪɟɞɟɥɟɧɢɟ ɢ ɪɟɚɥɢɡɚɰɢɹ ɦɟɪ 
ɩɨ ɭɥɭɱɲɟɧɢɸ ɜɵɹɜɥɟɧɧɵɯ ɡɧɚɱɟɧɢɣ ɢɫɫɥɟɞɨɜɚɧɧɵɯ 
ɩɚɪɚɦɟɬɪɨɜ ɤɚɱɟɫɬɜɚ ɢ ɞɨɫɬɭɩɧɨɫɬɢ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ 
ɭɫɥɭɝ;

� ɤɨɧɬɪɨɥɶ ɩɨɫɥɟɞɭɸɳɟɣ ɞɢɧɚɦɢɤɢ ɢɫɫɥɟɞɨɜɚɧ-

ɧɵɯ ɩɚɪɚɦɟɬɪɨɜ ɤɚɱɟɫɬɜɚ ɢ ɞɨɫɬɭɩɧɨɫɬɢ ɝɨɫɭɞɚɪɫɬɜɟɧ-

ɧɵɯ ɭɫɥɭɝ, ɪɟɡɭɥɶɬɚɬɢɜɧɨɫɬɢ ɦɟɪ ɩɨ ɢɯ ɭɥɭɱɲɟɧɢɸ [15].

Ɍɚɤɠɟ ɞɥɹ ɨɰɟɧɤɢ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭ-

ɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɩɪɟɞɩɨɥɚɝɚɥɨɫɶ ɢɫɩɨɥɶɡɨɜɚɧɢɟ 
ɜ ɤɚɱɟɫɬɜɟ ɨɞɧɨɝɨ ɢɡ ɦɟɬɨɞɨɜ ɩɪɨɜɟɞɟɧɢɟ ɫɨɰɢɨɥɨɝɢɱɟ-
ɫɤɢɯ ɢɫɫɥɟɞɨɜɚɧɢɣ ɩɨ ɨɰɟɧɤɟ ɭɞɨɜɥɟɬɜɨɪɟɧɧɨɫɬɢ ɝɪɚɠ-

ɞɚɧ ɤɚɱɟɫɬɜɨɦ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɭɫɥɭɝ. Ⱦɥɹ ɛɨɥɟɟ ɷɮɮɟɤ-
ɬɢɜɧɨɝɨ ɪɟɲɟɧɢɹ ɞɚɧɧɨɣ ɡɚɞɚɱɢ Ɇɢɧɷɤɨɧɨɦɪɚɡɜɢɬɢɹ 
Ɋɨɫɫɢɢ ɫɨɜɦɟɫɬɧɨ ɫ Ɋɨɫɫɢɣɫɤɨɣ ɚɤɚɞɟɦɢɟɣ ɧɚɪɨɞɧɨɝɨ 
ɯɨɡɹɣɫɬɜɚ ɢ ɝɨɫɭɞɚɪɫɬɜɟɧɧɨɣ ɫɥɭɠɛɵ ɩɪɢ ɉɪɟɡɢɞɟɧɬɟ 

Ɋɨɫɫɢɣɫɤɨɣ Ɏɟɞɟɪɚɰɢɢ ɛɵɥɚ ɪɚɡɪɚɛɨɬɚɧɚ ɦɟɬɨɞɢɤɚ 
ɩɪɨɜɟɞɟɧɢɹ ɫɨɰɢɨɥɨɝɢɱɟɫɤɨɝɨ ɢɫɫɥɟɞɨɜɚɧɢɹ ɢ ɨɰɟɧɤɢ 

ɭɞɨɜɥɟɬɜɨɪɟɧɧɨɫɬɢ ɝɪɚɠɞɚɧ ɊɎ ɤɚɱɟɫɬɜɨɦ ɩɪɟɞɨ-

ɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɢ ɦɭɧɢɰɢɩɚɥɶɧɵɯ ɭɫɥɭɝ, 
ɧɚɩɪɚɜɥɟɧɧɚɹ ɜ ɫɭɛɴɟɤɬɵ ɊɎ ɉɢɫɶɦɨɦ ɚɩɩɚɪɚɬɚ ɉɪɚ-
ɜɢɬɟɥɶɫɬɜɚ ɊɎ ɨɬ 04.02.2014 ɝ. № ɉ16-4808. Ƚɥɚɜɧɨɣ 

ɰɟɥɶɸ ɫɨɰɢɨɥɨɝɢɱɟɫɤɨɝɨ ɢɫɫɥɟɞɨɜɚɧɢɹ ɞɨɥɠɧɨ ɜɵɫɬɭ-
ɩɚɬɶ ɜɵɹɜɥɟɧɢɟ, ɚɧɚɥɢɡ ɢ ɨɰɟɧɤɚ ɞɨɫɬɢɠɟɧɢɹ ɭɫɬɚɧɨɜ-
ɥɟɧɧɵɯ ɍɤɚɡɨɦ ɉɪɟɡɢɞɟɧɬɚ № 601 ɰɟɥɟɜɵɯ ɡɧɚɱɟɧɢɣ 

ɩɨɤɚɡɚɬɟɥɟɣ, ɜ ɬɨɦ ɱɢɫɥɟ ɜɵɹɜɥɟɧɢɟ ɜɨɫɬɪɟɛɨɜɚɧɧɨɫɬɢ 

ɢ ɞɢɧɚɦɢɤɚ ɜɨɫɬɪɟɛɨɜɚɧɧɨɫɬɢ ɭɫɥɭɝ, ɡɧɚɱɟɧɢɟ ɭɫɬɚɧɨɜ-
ɥɟɧɧɵɯ ɩɨɤɚɡɚɬɟɥɟɣ, ɚ ɬɚɤɠɟ ɩɪɨɛɥɟɦɵ, ɫ ɤɨɬɨɪɵɦɢ 

ɫɬɚɥɤɢɜɚɸɬɫɹ ɝɪɚɠɞɚɧɟ ɢ ɩɪɟɞɫɬɚɜɢɬɟɥɢ ɛɢɡɧɟɫ-ɫɨɨɛ-

ɳɟɫɬɜɚ ɩɪɢ ɩɨɥɭɱɟɧɢɢ ɭɫɥɭɝɢ [16].

Ⱦɚɧɧɵɟ ɞɨɤɭɦɟɧɬɵ ɨɪɢɟɧɬɢɪɨɜɚɧɵ ɜ ɛɨɥɶɲɟɣ ɫɬɟ-
ɩɟɧɢ ɧɚ ɨɰɟɧɤɭ ɞɟɹɬɟɥɶɧɨɫɬɢ ɢɫɩɨɥɧɢɬɟɥɶɧɵɯ ɨɪɝɚɧɨɜ 
ɝɨɫɭɞɚɪɫɬɜɟɧɧɨɣ ɜɥɚɫɬɢ. Ⱦɥɹ ɢɧɵɯ ɫɭɛɴɟɤɬɨɜ ɩɪɟɞɨ-

ɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɩɪɟɞɭɫɦɨɬɪɟɧɵ ɞɪɭ-
ɝɢɟ ɦɟɬɨɞɢɤɢ ɨɰɟɧɤɢ ɞɨɫɬɢɠɟɧɢɹ ɩɨɤɚɡɚɬɟɥɟɣ ɤɚɱɟɫɬɜɚ. 
Ɍɚɤ, ɞɥɹ ɦɧɨɝɨɮɭɧɤɰɢɨɧɚɥɶɧɵɯ ɰɟɧɬɪɨɜ ɩɪɟɞɨɫɬɚɜ-
ɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɜɩɟɪɜɵɟ ɉɨɫɬɚɧɨɜɥɟ-
ɧɢɟɦ ɉɪɚɜɢɬɟɥɶɫɬɜɚ Ɋɨɫɫɢɣɫɤɨɣ Ɏɟɞɟɪɚɰɢɢ ɨɬ 3 ɨɤɬɹ-
ɛɪɹ 2009 ɝ. № 796 «Ɉ ɧɟɤɨɬɨɪɵɯ ɦɟɪɚɯ ɩɨ ɩɨɜɵɲɟɧɢɸ 

ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ (ɦɭɧɢɰɢ-

ɩɚɥɶɧɵɯ) ɭɫɥɭɝ ɧɚ ɛɚɡɟ ɦɧɨɝɨɮɭɧɤɰɢɨɧɚɥɶɧɵɯ ɰɟɧɬɪɨɜ 
ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ (ɦɭɧɢɰɢɩɚɥɶɧɵɯ) 

ɭɫɥɭɝ» ɭɫɬɚɧɨɜɥɟɧɵ ɬɪɟɛɨɜɚɧɢɹ ɤ ɫɬɚɧɞɚɪɬɭ ɤɨɦɮɨɪɬ-
ɧɨɫɬɢ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɭɫɥɭɝ. Ɉɧɢ ɪɚɫɫɦɚɬɪɢɜɚɸɬɫɹ 
ɤɚɤ ɩɨɤɚɡɚɬɟɥɢ ɤɚɱɟɫɬɜɚ ɢ ɞɨɫɬɭɩɧɨɫɬɢ ɩɪɟɞɨɫɬɚɜɥɟ-
ɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ [17] ɜ ɩɪɢɧɹɬɨɦ ɩɨɡɞɧɟɟ 
ɉɨɫɬɚɧɨɜɥɟɧɢɢ ɉɪɚɜɢɬɟɥɶɫɬɜɚ Ɋɨɫɫɢɣɫɤɨɣ Ɏɟɞɟɪɚɰɢɢ 

ɨɬ 22 ɞɟɤɚɛɪɹ 2012 ɝ. N 1376 «Ɉɛ ɭɬɜɟɪɠɞɟɧɢɢ ɉɪɚɜɢɥ 
ɨɪɝɚɧɢɡɚɰɢɢ ɞɟɹɬɟɥɶɧɨɫɬɢ ɦɧɨɝɨɮɭɧɤɰɢɨɧɚɥɶɧɵɯ ɰɟɧ-

ɬɪɨɜ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɢ ɦɭɧɢɰɢɩɚɥɶ-
ɧɵɯ ɭɫɥɭɝ» [18].

Ɇɢɧɷɤɨɧɨɦɪɚɡɜɢɬɢɹ Ɋɨɫɫɢɢ ɬɚɤɠɟ ɫɨɡɞɚɧ ɢɧɫɬɪɭ-
ɦɟɧɬ ɨɛɪɚɬɧɨɣ ɫɜɹɡɢ, ɩɨɡɜɨɥɹɸɳɢɣ ɝɪɚɠɞɚɧɚɦ ɨɰɟɧɢɬɶ 
ɤɚɱɟɫɬɜɨ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɢ ɦɭɧɢɰɢ-

ɩɚɥɶɧɵɯ ɭɫɥɭɝ, – ɩɭɛɥɢɱɧɚɹ ɫɢɫɬɟɦɚ «ȼɚɲ ɤɨɧɬɪɨɥɶ» 

(ɂɧɮɨɪɦɚɰɢɨɧɧɨ-ɚɧɚɥɢɬɢɱɟɫɤɚɹ ɫɢɫɬɟɦɚ ɦɨɧɢɬɨ-

ɪɢɧɝɚ ɤɚɱɟɫɬɜɚ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɢɥɢ Ⱥɂɋ 

ɆɄȽɍ). ɂȺɋ ɆɄȽɍ ɨɪɝɚɧɢɡɨɜɚɧɚ ɤɚɤ ɟɞɢɧɚɹ ɛɚɡɚ ɞɚɧ-

ɧɵɯ ɦɚɬɟɪɢɚɥɨɜ ɦɨɧɢɬɨɪɢɧɝɚ ɤɚɱɟɫɬɜɚ ɝɨɫɭɞɚɪɫɬɜɟɧ-

ɧɵɯ ɢ ɦɭɧɢɰɢɩɚɥɶɧɵɯ ɭɫɥɭɝ, ɩɨɫɬɭɩɚɸɳɢɯ ɢɡ ɪɚɡɥɢɱ-
ɧɵɯ ɢɫɬɨɱɧɢɤɨɜ, ɪɚɫɲɢɪɟɧɢɹ ɜɨɡɦɨɠɧɨɫɬɟɣ ɚɧɚɥɢɡɚ 
ɢ ɫɨɩɨɫɬɚɜɥɟɧɢɹ ɞɚɧɧɵɯ ɦɚɬɟɪɢɚɥɨɜ, ɚ ɬɚɤɠɟ ɫɨɡɞɚ-
ɧɢɹ ɫɢɫɬɟɦɵ ɨɛɪɚɬɧɨɣ ɫɜɹɡɢ ɫ ɩɨɬɪɟɛɢɬɟɥɹɦɢ ɭɫɥɭɝ 
ɢ ɩɨɜɵɲɟɧɢɹ ɢɧɮɨɪɦɢɪɨɜɚɧɧɨɫɬɢ ɨɛɳɟɫɬɜɚ ɨ ɪɟɡɭɥɶ-
ɬɚɬɚɯ ɦɨɧɢɬɨɪɢɧɝɚ ɤɚɱɟɫɬɜɚ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɢ ɦɭɧɢ-

ɰɢɩɚɥɶɧɵɯ ɭɫɥɭɝ [19].

Ⱦɥɹ ɮɨɪɦɢɪɨɜɚɧɢɹ ɦɟɯɚɧɢɡɦɚ ɨɛɪɚɬɧɨɣ ɫɜɹɡɢ 

ɨɬ ɨɪɝɚɧɨɜ ɜɥɚɫɬɢ ɧɚ ɫɨɨɛɳɟɧɢɹ ɝɪɚɠɞɚɧ, ɩɨɫɬɭɩɢɜ-
ɲɢɟ ɜ ɷɥɟɤɬɪɨɧɧɨɦ ɜɢɞɟ ɜ ɂȺɋ ɆɄȽɍ ɧɚ ɫɚɣɬɟ «ȼɚɲ 

ɤɨɧɬɪɨɥɶ», Ɇɢɧɷɤɨɧɨɦɪɚɡɜɢɬɢɹ Ɋɨɫɫɢɢ ɪɚɡɪɚɛɨɬɚɧɵ 
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ɉɟɪɢɨɞɢɱɧɨɫɬɶ 
ɦɨɧɢɬɨɪɢɧɝɚ 1 ɪɚɡ ɜ ɤɜɚɪɬɚɥ

1 ɪɚɡ ɜ ɝɨɞ, 
ɚ ɬɚɤɠɟ ɩɨ ɦɟɪɟ 
ɧɟɨɛɯɨɞɢɦɨɫɬɢ

1 ɪɚɡ ɜ ɝɨɞ

ȼɧɟɲɧɢɣ ɦɨɧɢ-
ɬɨɪɢɧɝ – ɟɠɟ-
ɝɨɞɧɨ, ɜɧɭɬɪɟɧ-
ɧɢɣ – ɩɨɫɬɨɹɧɧɨ

1 ɪɚɡ ɜ ɝɨɞ
ɇɟ ɪɟɠɟ 
ɨɞɧɨɝɨ ɪɚɡɚ 
ɜ ɝɨɞ

Ɇɟɬɨɞɵ ɩɪɨɜɟ-
ɞɟɧɢɹ

ȼ ɨɫɧɨɜɧɨɦ – 
ɚɧɚɥɢɡ ɜɧɭɬɪɢ-
ɜɟɞɨɦɫɬɜɟɧɧɵɯ 
ɧɨɪɦɚɬɢɜɧɵɯ 
ɩɪɚɜɨɜɵɯ ɚɤɬɨɜ, 
ɚɧɚɥɢɡ ɩɨɥɭɱɟɧ-
ɧɵɯ ɞɚɧɧɵɯ ɩɨ 
ɮɚɤɬɭ ɨɤɚɡɚɧɢɹ 
ɭɫɥɭɝɢ, ɜɧɭɬɪɢ-
ɜɟɞɨɦɫɬɜɟɧɧɵɣ 
ɫɨɰ.ɨɩɪɨɫ ɝɪɚɠ-
ɞɚɧ-ɩɨɥɭɱɚɬɟ-
ɥɟɣ ɝɨɫ. ɭɫɥɭɝ

Ɉɫɧɨɜɧɨɣ ɦɟɬɨɞ – 
ɨɩɪɨɫ ɡɚɹɜɢɬɟɥɟɣ

Ɇɟɬɨɞ ɚɧɚɥɢɡɚ 
ɞɨɤɭɦɟɧɬɚɥɶ-
ɧɵɯ ɢɫɬɨɱɧɢɤɨɜ; 
ɦɟɬɨɞ ɨɩɪɨɫɚ 
ɜ ɬɟɯɧɢɤɟ ɚɧɤɟɬɢ-
ɪɨɜɚɧɢɹ: 1) ɝɪɚɠ-
ɞɚɧ –ɡɚɹɜɢɬɟɥɟɣ; 
2) ɞɨɥɠɧɨɫɬ-
ɧɵɯ ɥɢɰ ɨɪɝɚɧɨɜ 
ɢɫɩɨɥɧɢɬɟɥɶɧɨɣ 
ɜɥɚɫɬɢ, ɨɪɝɚɧɨɜ 
ɦɟɫɬɧɨɝɨ ɫɚɦɨɭ-
ɩɪɚɜɥɟɧɢɹ Ʉɭɪ-
ɝɚɧɫɤɨɣ ɨɛɥɚɫɬɢ;

ȼ ɨɫɧɨɜɧɨɦ 
ɨɩɪɨɫ (ɚɧɤɟɬɢ-
ɪɨɜɚɧɢɟ) ɩɪɢ 
ɜɧɟɲɧɟɦ ɦɨɧɢ-
ɬɨɪɢɧɝɟ

ɋɨɰɢɨɥɨ-
ɝɢɱɟɫɤɢɣ 
ɨɩɪɨɫ ɧɚɫɟ-
ɥɟɧɢ ɹ

Ⱥɧɚɥɢɡ ɨɬɱɟɬ-
ɧɵɯ ɞɨɤɭɦɟɧ-
ɬɨɜ ɢɫɩɨɥɧɢ-
ɬɟɥɟɣ ɭɫɥɭɝ, 
ɫɩɟɰɢɚɥɶɧɵɟ 
ɨɩɪɨɫɵ (ɚɧɤɟ-
ɬɢɪɨɜɚɧɢɟ) 
ɡɚɹɜɢɬɟɥɟɣ, 
ɤɨɧɬɪɨɥɶɧɵɟ 
ɦɟɪɨɩɪɢɹɬɢɹ 
ɩɨ ɩɪɨɜɟɪɤɟ

ɋɭɛɴɟɤɬɵ ɩɪɨɜɟ-
ɞɟɧɢɹ

ɂɫɩɨɥɧɢɬɟɥɶ-
ɧɵɟ ɨɪɝɚɧɵ 
ɝɨɫɭɞɚɪɫɬɜɟɧ-
ɧɨɣ ɜɥɚɫɬɢ 
ɋɜɟɪɞɥɨɜɫɤɨɣ 
ɨɛɥɚɫɬɢ, ɆɎɐ

ɍɩɨɥɧɨɦɨɱɟɧɧɵɣ 
ɨɪɝɚɧ, ɨɪɝɚɧɵ 
ɢɫɩɨɥɧɢɬɟɥɶɧɨɣ 
ɜɥɚɫɬɢ ɑɟɥɹɛɢɧ-
ɫɤɨɣ ɨɛɥɚɫɬɢ

Ɉɪɝɚɧɵ ɢɫɩɨɥɧɢ-
ɬɟɥɶɧɨɣ ɜɥɚɫɬɢ 
Ʉɭɪɝɚɧɫɤɨɣ ɨɛɥɚ-
ɫɬɢ, ɨɫɭɳɟɫɬɜɥɹ-
ɸɳɢɯ ɨɬɪɚɫɥɟɜɨɟ 
ɥɢɛɨ ɦɟɠɨɬɪɚɫ-
ɥɟɜɨɟ ɭɩɪɚɜɥɟ-
ɧɢɟ, ȽȻɍ «ɆɎɐ»

ɗɤɫɩɟɪɬɧɚɹ 
ɨɪɝɚɧɢɡɚɰɢɹ 
(ɜ ɫɨɨɬɜɟɬɫɬɜɢɢ 
ɫ ɡɚɤɥɸɱɚɟɦɵɦ 
ɟɠɟɝɨɞɧɨ ɝɨɫɭ-
ɞɚɪɫɬɜɟɧɧɵɦ 
ɤɨɧɬɪɚɤɬɨɦ) – 
ɜɧɟɲɧɢɣ ɦɨɧɢ-
ɬɨɪɢɧɝ, ɢɫɩɨɥɧɢ-
ɬɟɥɶɧɵɟ ɨɪɝɚɧɵ 
ɝɨɫɭɞɚɪɫɬɜɟɧɧɨɣ 
ɜɥɚɫɬɢ ɨɛɥɚɫɬɢ – 
ɜɧɟɲɧɢɣ ɦɨɧɢ-
ɬɨɪɢɧɝ

ɇɟɡɚɜɢɫɢɦɚɹ 
ɨɪɝɚɧɢɡɚ-
ɰɢɹ ɜ ɪɚɦɤɚɯ 
ɝɨɫɤɨɧɬɪɚɤɬɚ

Ɉɬɪɚɫɥɟɜɵɟ 
ɨɪɝɚɧɵ ɜɥɚɫɬɢ

Ʉɨɥɢɱɟɫɬɜɨ 
ɭɫɥɭɝ, ɩɨ ɤɨɬɨ-
ɪɵɦ ɩɪɨɜɨɞɢɥɨɫɶ 
ɢɫɫɥɟɞɨɜɚɧɢɟ

ɇɚɢɛɨɥɟɟ ɦɚɫ-
ɫɨɜɵɟ ɢ ɫɨɰɢ-
ɚɥɶɧɨ ɡɧɚɱɢɦɵɟ

ɇɚɢɛɨɥɟɟ ɦɚɫɫɨ-
ɜɵɟ ɢ ɫɨɰɢɚɥɶɧɨ 
ɡɧɚɱɢɦɵɟ, ɩɪɟ-
ɞɨɫɬɚɜɥɹɟɦɵɟ 
ɸɪ.ɥɢɰɚɦ, ɜ ɨɬɧɨ-
ɲɟɧɢɢ ɤɨɬɨɪɵɯ 
ɡɚɮɢɤɫɢɪɨɜɚɧɵ 
ɠɚɥɨɛɵ. ɉɟɪɟ-
ɱɟɧɶ ɨɞɨɛɪɹ-
ɟɬɫɹ Ʉɨɦɢɫɫɢɟɣ 
ɩɨ ɩɨɜɵɲɟɧɢɸ 
ɤɚɱɟɫɬɜɚ ɝɨɫɭɞɚɪ-
ɫɬɜɟɧɧɵɯ ɢ ɦɭɧɢ-
ɰɢɩɚɥɶɧɵɯ ɭɫɥɭɝ 
ɜ ɑɟɥɹɛɢɧɫɤɨɣ 
ɨɛɥɚɫɬɢ

46 ɭɫɥɭɝ ɜ 2014 ɝ.
10 ɭɫɥɭɝ ɞɥɹ 
ɜɧɟɲɧɟɝɨ ɦɨɧɢ-
ɬɨɪɢɧɝɚ [21]

ȼɫɟ ɝɨɫɭɞɚɪ-
ɫɬɜɟɧɧɵɟ 
ɭɫɥɭɝɢ

ȼɫɟ ɭɫɥɭɝɢ, 
ɩɨ ɤɨɬɨɪɵɦ 
ɭɬɜɟɪɠɞɟɧɵ 
ɫɬɚɧɞɚɪɬɵ ɢɯ 
ɩɪɟɞɨɫɬɚɜɥɟ-
ɧɢɹ

Ⱦɨɫɬɭɩɧɨɫɬɶ 
ɪɟɡɭɥɶɬɚɬɨɜ ɧɚ 
ɨɮɢɰɢɚɥɶɧɵɯ 
ɫɚɣɬɚɯ ɨɪɝɚɧɨɜ 
ɝɨɫɭɞɚɪɫɬɜɟɧɧɨɣ 
ɜɥɚɫɬɢ

Ⱦɨɫɬɭɩɧɵ ɧɚ 
ɨɮɢɰɢɚɥɶɧɵɯ 
ɫɚɣɬɚɯ ɢɫɩɨɥ-
ɧɢɬɟɥɶɧɵɯ 
ɨɪɝɚɧɨɜ ɝɨɫɭ-
ɞɚɪɫɬɜɟɧɧɨɣ 
ɜɥɚɫɬɢ ɋɜɟɪɞ-
ɥɨɜɫɤɨɣ ɨɛɥɚ-
ɫɬɢ

ɇɟ ɞɨɫɬɭɩɧɵ 
ɜ ɫɜɨɛɨɞɧɨɦ 
ɩɨɢɫɤɟ

Ⱦɨɫɬɭɩɧɵ ɫɜɨɞ-
ɧɵɟ ɨɬɱɟɬɵ ɧɚ 
ɫɚɣɬɟ ɉɪɚɜɢɬɟɥɶ-
ɫɬɜɚ Ʉɭɪɝɚɧɫɤɨɣ 
ɨɛɥɚɫɬɢ

ɇɟ ɞɨɫɬɭɩɧɵ 
ɜ ɫɜɨɛɨɞɧɨɦ 
ɩɨɢɫɤɟ

Ⱦɨɫɬɭɩɧɵ ɧɚ 
ɫɚɣɬɟ Ⱦɟɩɚɪ-
ɬɚɦɟɧɬɚ ɷɤɨ-
ɧɨɦɢɱɟɫɤɨɝɨ 
ɪɚɡɜɢɬɢɹ 
ɏɆȺɈ

Ⱦɨɫɬɭɩɧɵ ɧɚ 
ɨɮɢɰɢɚɥɶɧɵɯ 
ɫɚɣɬɚɯ ɢɫɩɨɥ-
ɧɢɬɟɥɶɧɵɯ 
ɨɪɝɚɧɨɜ ɝɨɫɭ-
ɞɚɪɫɬɜɟɧɧɨɣ 
ɜɥɚɫɬɢ
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ɢ ɭɬɜɟɪɠɞɟɧɵ Ɇɟɬɨɞɢɱɟɫɤɢɟ ɪɟɤɨɦɟɧɞɚɰɢɢ, ɫɨɝɥɚɫɧɨ 
ɤɨɬɨɪɵɦ ɨɰɟɧɤɚ ɤɚɱɟɫɬɜɚ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɩɪɨ-
ɜɨɞɢɬɫɹ ɩɨ ɬɚɤɢɦ ɤɪɢɬɟɪɢɹɦ, ɤɚɤ ɜɪɟɦɹ ɨɠɢɞɚɧɢɹ 
ɜ ɨɱɟɪɟɞɢ, ɜɟɠɥɢɜɨɫɬɶ ɫɨɬɪɭɞɧɢɤɚ, ɤɨɦɮɨɪɬɧɨɫɬɶ ɭɫɥɨ-
ɜɢɣ, ɞɨɫɬɭɩɧɨɫɬɶ ɢɧɮɨɪɦɚɰɢɢ ɨ ɩɨɪɹɞɤɟ ɩɨɥɭɱɟɧɢɹ 
ɭɫɥɭɝɢ ɢ ɬ.ɞ.

    

  

    

 .

ɋɭɛɴɟɤɬɵ ɊɎ ɫɚɦɨɫɬɨɹɬɟɥɶɧɨ ɨɪɝɚɧɢɡɭɸɬ ɫɢɫɬɟɦɭ 
ɨɰɟɧɤɢ ɞɨɫɬɢɠɟɧɢɹ ɭɫɬɚɧɨɜɥɟɧɧɵɯ ɍɤɚɡɨɦ ɉɪɟɡɢɞɟɧɬɚ 
ɊɎ № 601 ɩɨɤɚɡɚɬɟɥɟɣ, ɬ.ɟ. ɜɵɛɢɪɚɸɬ ɮɨɪɦɭ, ɦɟɬɨɞɵ 

ɢ ɩɟɪɢɨɞɢɱɧɨɫɬɶ ɩɪɨɜɟɞɟɧɢɹ ɨɰɟɧɨɱɧɵɯ ɩɪɨɰɟɞɭɪ.
ɋɨɝɥɚɫɧɨ ɪɟɡɭɥɶɬɚɬɚɦ ɢɫɫɥɟɞɨɜɚɧɢɹ, ɩɪɨɜɟɞɟɧ-

ɧɨɝɨ Ⱥɧɚɥɢɬɢɱɟɫɤɢɦ ɰɟɧɬɪɨɦ ɩɪɢ ɉɪɚɜɢɬɟɥɶɫɬɜɟ ɊɎ 

ɜ 79 ɫɭɛɴɟɤɬɚɯ ɊɎ, ɜ 62 ɪɟɝɢɨɧɚɯ ɪɚɡɪɚɛɨɬɚɧɵ ɷɥɟ-
ɦɟɧɬɵ ɨɰɟɧɤɢ ɞɟɹɬɟɥɶɧɨɫɬɢ ɆɎɐ, ɜ ɪɹɞɟ ɫɥɭɱɚɟɜ ɪɚɡ-
ɪɚɛɨɬɚɧɵ ɫɢɫɬɟɦɵ ɪɟɣɬɢɧɝɨɜɚɧɢɹ ɆɎɐ, ɨɫɧɨɜɧɵɦ 

ɦɟɬɨɞɨɦ ɩɪɨɜɟɞɟɧɢɹ ɦɨɧɢɬɨɪɢɧɝɚ ɜɵɫɬɭɩɚɟɬ ɨɩɪɨɫ, 
ɩɪɨɜɨɞɢɦɵɣ ɥɢɛɨ ɫɨɬɪɭɞɧɢɤɚɦɢ ɆɎɐ, ɥɢɛɨ ɧɟɡɚɜɢ-

ɫɢɦɵɦɢ ɢɧɬɟɪɜɶɸɟɪɚɦɢ [18].

Ɋɚɫɫɦɨɬɪɢɦ ɨɪɝɚɧɢɡɚɰɢɸ ɫɢɫɬɟɦɵ ɨɰɟɧɤɢ ɤɚɱɟɫɬɜɚ 
ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɫɭɛɴɟɤɬɚɦɢ ɊɎ, 

ɜɯɨɞɹɳɢɦɢ ɜ ɍɪɚɥɶɫɤɢɣ ɮɟɞɟɪɚɥɶɧɵɣ ɨɤɪɭɝ.
ɉɪɟɠɞɟ ɜɫɟɝɨ, ɧɟɨɛɯɨɞɢɦɨ ɨɬɦɟɬɢɬɶ ɪɚɡɥɢ-

ɱɢɹ ɜ ɧɨɪɦɚɬɢɜɧɨ-ɩɪɚɜɨɜɨɦ ɨɛɟɫɩɟɱɟɧɢɢ ɨɪɝɚɧɢɡɚ-
ɰɢɢ ɦɨɧɢɬɨɪɢɧɝɚ ɤɚɱɟɫɬɜɚ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ. 
ȼ ɋɜɟɪɞɥɨɜɫɤɨɣ, ɑɟɥɹɛɢɧɫɤɨɣ, Ʉɭɪɝɚɧɫɤɨɣ, Ɍɸɦɟɧɫɤɨɣ 

ɨɛɥɚɫɬɹɯ ɢ əɇȺɈ ɩɨɫɬɚɧɨɜɥɟɧɢɹɦɢ ɜɵɫɲɢɯ ɢɫɩɨɥɧɢ-

ɬɟɥɶɧɵɯ ɨɪɝɚɧɨɜ ɛɵɥɢ ɩɪɢɧɹɬɵ ɨɬɞɟɥɶɧɵɟ ɩɨɪɹɞɤɢ 

ɩɪɨɜɟɞɟɧɢɹ ɦɨɧɢɬɨɪɢɧɝɚ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ 
ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɜ ɞɚɧɧɵɯ ɫɭɛɴɟɤɬɚɯ. ȼ ɏɆȺɈ 

ɨɬɞɟɥɶɧɵɣ ɩɪɚɜɨɜɨɣ ɚɤɬ ɩɪɢɧɹɬ ɧɟ ɛɵɥ, ɩɪɢ ɩɪɨɜɟɞɟ-
ɧɢɢ ɦɨɧɢɬɨɪɢɧɝɚ ɩɪɟɞɩɨɥɚɝɚɟɬɫɹ ɪɭɤɨɜɨɞɫɬɜɨɜɚɬɶɫɹ 
ɫɨɨɬɜɟɬɫɬɜɭɸɳɢɦ ɮɟɞɟɪɚɥɶɧɵɦ ɞɨɤɭɦɟɧɬɨɦ.

Ⱥɧɚɥɢɡ ɩɨɤɚɡɚɥ, ɱɬɨ ɫɨɡɞɚɧɧɵɟ ɜ ɫɭɛɴɟɤɬɚɯ 
ɫɢɫɬɟɦɵ ɨɰɟɧɤɢ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪ-

ɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɫɭɳɟɫɬɜɟɧɧɨ ɪɚɡɥɢɱɚɸɬɫɹ. ɇɚɦɢ ɛɵɥɢ 

ɩɪɨɚɧɚɥɢɡɢɪɨɜɚɧɵ ɞɚɧɧɵɟ ɫɢɫɬɟɦɵ ɩɨ ɩɹɬɢ ɩɨɤɚɡɚɬɟ-
ɥɹɦ – ɩɟɪɢɨɞɢɱɧɨɫɬɶ, ɦɟɬɨɞɵ ɩɪɨɜɟɞɟɧɢɹ, ɫɭɛɴɟɤɬɵ 

ɩɪɨɜɟɞɟɧɢɹ, ɩɟɪɟɱɟɧɶ ɭɫɥɭɝ, ɩɨ ɤɨɬɨɪɵɦ ɩɪɨɜɨɞɢɬɫɹ 
ɨɰɟɧɤɚ ɤɚɱɟɫɬɜɚ, ɨɬɤɪɵɬɨɫɬɶ ɪɟɡɭɥɶɬɚɬɨɜ (ɞɚɧɧɵɟ ɩɪɟɞ-

ɫɬɚɜɥɟɧɵ ɜ Ɍɚɛɥ.1).

ȼ ɨɫɧɨɜɧɨɦ, ɩɟɪɢɨɞɢɱɧɨɫɬɶ ɦɨɧɢɬɨɪɢɧɝɚ ɫɨɫɬɚɜ-
ɥɹɟɬ 1 ɪɚɡ ɜ ɝɨɞ, ɤɪɨɦɟ ɋɜɟɪɞɥɨɜɫɤɨɣ ɨɛɥɚɫɬɢ, ɝɞɟ 
ɦɨɧɢɬɨɪɢɧɝ ɩɪɨɜɨɞɢɬɫɹ 1 ɪɚɡ ɜ ɤɜɚɪɬɚɥ. Ɍɚɤɚɹ ɩɟɪɢ-

ɨɞɢɱɧɨɫɬɶ ɩɨɡɜɨɥɹɟɬ ɞɚɬɶ ɨɰɟɧɤɭ ɞɨɫɬɢɠɟɧɢɹ ɩɨɤɚɡɚ-
ɬɟɥɟɣ ɤɚɱɟɫɬɜɚ, ɧɨ ɧɟ ɩɨɡɜɨɥɹɟɬ, ɧɚ ɧɚɲ ɜɡɝɥɹɞ, ɪɟɲɢɬɶ 
ɬɚɤɢɟ ɡɚɞɚɱɢ, ɤɚɤ ɨɬɫɥɟɠɢɜɚɧɢɟ ɞɢɧɚɦɢɤɢ ɤɚɱɟɫɬɜɚ ɞɥɹ 
ɩɪɢɧɹɬɢɹ ɪɟɲɟɧɢɣ ɨ ɦɟɪɚɯ ɩɨ ɟɝɨ ɫɨɜɟɪɲɟɧɫɬɜɨɜɚɧɢɸ.

ɉɪɟɞɫɬɚɜɥɹɟɬ ɢɧɬɟɪɟɫ ɨɩɵɬ Ɍɸɦɟɧɫɤɨɣ ɨɛɥɚ-
ɫɬɢ, ɜ ɤɨɬɨɪɨɣ ɩɪɟɞɭɫɦɨɬɪɟɧɚ ɞɨɫɬɚɬɨɱɧɨ ɫɥɨɠɧɚɹ 
ɫɢɫɬɟɦɚ ɨɰɟɧɤɢ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧ-

ɧɵɯ ɭɫɥɭɝ, ɤɨɬɨɪɚɹ ɜɤɥɸɱɚɟɬ ɧɟɫɤɨɥɶɤɨ ɦɟɪɨɩɪɢɹɬɢɣ 

ɫ ɪɚɡɥɢɱɧɨɣ ɩɟɪɢɨɞɢɱɧɨɫɬɶɸ ɩɪɨɜɟɞɟɧɢɹ: ɜɧɭɬɪɟɧɧɢɣ 

ɦɨɧɢɬɨɪɢɧɝ ɧɚ ɩɪɟɞɦɟɬ ɞɨɫɬɢɠɟɧɢɹ ɩɥɚɧɨɜɵɯ ɡɧɚɱɟ-
ɧɢɣ ɩɨɤɚɡɚɬɟɥɟɣ, ɤɨɬɨɪɵɣ ɩɪɨɜɨɞɢɬɫɹ ɢɫɩɨɥɧɢɬɟɥɶ-
ɧɵɦɢ ɨɪɝɚɧɚɦɢ ɝɨɫɭɞɚɪɫɬɜɟɧɧɨɣ ɜɥɚɫɬɢ ɩɨɫɬɨɹɧɧɨ; 

ɜɧɟɲɧɢɣ ɦɨɧɢɬɨɪɢɧɝ, ɩɪɨɜɨɞɹɳɢɣɫɹ ɟɠɟɝɨɞɧɨ ɷɤɫ-
ɩɟɪɬɧɨɣ ɨɪɝɚɧɢɡɚɰɢɟɣ ɜ ɫɨɨɬɜɟɬɫɬɜɢɢ ɫ ɡɚɤɥɸɱɚɟɦɵɦ 

ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɦ ɤɨɧɬɪɚɤɬɨɦ; ɨɰɟɧɤɭ ɡɚɹɜɢɬɟɥɹɦɢ 

ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɢɫɩɨɥɧɢɬɟɥɶɧɵɦɢ ɨɪɝɚɧɚɦɢ 

ɝɨɫɭɞɚɪɫɬɜɟɧɧɨɣ ɜɥɚɫɬɢ Ɍɸɦɟɧɫɤɨɣ ɨɛɥɚɫɬɢ ɝɨɫɭɞɚɪ-
ɫɬɜɟɧɧɵɯ ɭɫɥɭɝ, ɩɨɥɭɱɟɧɧɭɸ ɫ ɢɫɩɨɥɶɡɨɜɚɧɢɟɦ ɤɨɪɨɬ-
ɤɢɯ ɬɟɤɫɬɨɜɵɯ ɫɨɨɛɳɟɧɢɣ (SMS) [20].

ɇɚɢɛɨɥɟɟ ɱɚɫɬɨ ɩɪɢɦɟɧɹɟɦɵɦ ɦɟɬɨɞɨɦ ɨɰɟɧɤɢ 

ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɫɥɭɝ ɜ ɪɟɝɢɨɧɚɯ ɍɪɎɈ 

ɜɵɫɬɭɩɚɟɬ ɫɨɰɢɨɥɨɝɢɱɟɫɤɢɣ ɨɩɪɨɫ ɧɚɫɟɥɟɧɢɹ (ɩɨɥɭ-

ɱɚɬɟɥɟɣ ɭɫɥɭɝ). Ɍɚɤɠɟ ɜ ɪɹɞɟ ɪɟɝɢɨɧɨɜ (ɋɜɟɪɞɥɨɜɫɤɚɹ, 
Ɍɸɦɟɧɫɤɚɹ ɨɛɥɚɫɬɶ, əɇȺɈ, ɏɆȺɈ) ɩɪɟɞɭɫɦɨɬɪɟɧ ɚɧɚ-
ɥɢɡ ɞɨɤɭɦɟɧɬɚɥɶɧɵɯ ɢɫɬɨɱɧɢɤɨɜ, ɨɬɱɟɬɧɨɫɬɢ ɢɫɩɨɥɧɢ-

ɬɟɥɟɣ ɭɫɥɭɝ.

    

    .

ɉɨ ɪɟɡɭɥɶɬɚɬɚɦ ɚɧɚɥɢɡɚ ɫɭɳɟɫɬɜɭɸɳɢɯ ɫɢɫɬɟɦ 

ɨɰɟɧɤɢ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ 
ɭɫɥɭɝ ɜ ɫɭɛɴɟɤɬɚɯ ɍɪɎɈ ɦɨɠɧɨ ɜɵɞɟɥɢɬɶ ɧɟɫɤɨɥɶɤɨ 
ɧɚɢɛɨɥɟɟ ɡɧɚɱɢɦɵɯ ɩɪɨɛɥɟɦ:

1. Ɉɝɪɚɧɢɱɟɧɧɨɫɬɶ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ, ɤɨɬɨ-
ɪɵɟ ɩɨɩɚɞɚɸɬ ɩɨɞ ɨɰɟɧɤɭ ɤɚɱɟɫɬɜɚ. ȼ ɨɫɧɨɜɧɨɦ, ɷɬɨ 
ɬɚɤ ɧɚɡɵɜɚɟɦɵɟ «ɧɚɢɛɨɥɟɟ ɦɚɫɫɨɜɵɟ ɢ ɫɨɰɢɚɥɶɧɨ ɡɧɚ-
ɱɢɦɵɟ ɭɫɥɭɝɢ». ɉɪɢ ɷɬɨɦ ɞɨɥɹ ɭɫɥɭɝ, ɩɨɩɚɞɚɸɳɢɯ 
ɩɨɞ ɷɬɨ ɨɩɪɟɞɟɥɟɧɢɟ, ɞɨɫɬɚɬɨɱɧɨ ɜɚɪɶɢɪɭɟɬɫɹ: ɬɚɤ, 
ɧɚɩɪɢɦɟɪ, ɨɧɚ ɦɨɠɟɬ ɫɨɫɬɚɜɥɹɬɶ ɨɬ 50 % (ɩɪɢ ɩɪɨɜɟ-
ɞɟɧɢɢ ɨɬɞɟɥɶɧɵɦɢ ɨɪɝɚɧɚɦɢ ɝɨɫɭɞɚɪɫɬɜɟɧɧɨɣ ɜɥɚɫɬɢ) 

ɞɨ 100 % (ɩɪɢ ɩɪɨɜɟɞɟɧɢɢ ɫɨɰɢɨɥɨɝɢɱɟɫɤɢɯ ɨɩɪɨɫɨɜ 
ɜ ɏɆȺɈ).

2. ɇɨɦɟɧɤɥɚɬɭɪɚ ɨɬɫɥɟɠɢɜɚɟɦɵɯ ɩɨɤɚɡɚɬɟ-
ɥɟɣ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ. 
ȼ ɨɫɧɨɜɧɨɦ ɩɨɤɚɡɚɬɟɥɢ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭ-
ɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ ɜ ɫɭɛɴɟɤɬɚɯ ɍɪɎɈ ɫɨɨɬɜɟɬɫɬɜɭɸɬ 
ɬɟɦ ɡɚɞɚɱɚɦ, ɤɨɬɨɪɵɟ ɩɨɫɬɚɜɥɟɧɵ ɜ ɍɤɚɡɟ ɉɪɟɡɢɞɟɧɬɚ 
[14]. ɇɚɩɪɢɦɟɪ, ɜ ɦɨɧɢɬɨɪɢɧɝɟ ɋɜɟɪɞɥɨɜɫɤɨɣ ɨɛɥɚɫɬɢ 

ɨɬɫɥɟɠɢɜɚɟɬɫɹ 13 ɩɨɤɚɡɚɬɟɥɟɣ, ɤɨɬɨɪɵɟ ɫɨɨɬɜɟɬɫɬɜɭɸɬ 
ɭɤɚɡɭ ɉɪɟɡɢɞɟɧɬɚ ɊɎ № 601: ɜɫɟɝɨ ɨɛɪɚɳɟɧɢɣ; ɤɨɥɢɱɟ-
ɫɬɜɨ ɡɚɩɪɨɫɨɜ, ɩɨɫɬɭɩɢɜɲɢɯ ɫ ȿɞɢɧɨɝɨ ɩɨɪɬɚɥɚ ɝɨɫɭɫ-
ɥɭɝ; ɤɨɥɢɱɟɫɬɜɨ ɠɚɥɨɛ ɡɚɹɜɢɬɟɥɟɣ, ɨɛɭɫɥɨɜɥɟɧɧɵɯ ɩɪɨ-
ɛɥɟɦɚɦɢ, ɜɨɡɧɢɤɚɸɳɢɦɢ ɭ ɡɚɹɜɢɬɟɥɟɣ ɩɪɢ ɩɨɥɭɱɟɧɢɢ 

ɝɨɫɭɞɚɪɫɬɜɟɧɧɨɣ ɭɫɥɭɝɢ (ɜɫɟɝɨ ɢ ɨɛɨɫɧɨɜɚɧɧɵɯ); ɤɨɥɢ-

ɱɟɫɬɜɨ ɩɨɫɟɳɟɧɢɣ ɡɚɹɜɢɬɟɥɹ ɜ ɨɪɝɚɧ ɢɫɩɨɥɧɢɬɟɥɶɧɨɣ 

ɜɥɚɫɬɢ ɞɥɹ ɩɨɥɭɱɟɧɢɹ ɨɞɧɨɣ ɭɫɥɭɝɢ (ɧɨɪɦɚɬɢɜ ɢ ɮɚɤɬ); 
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ɫɪɟɞɧɟɟ ɜɪɟɦɹ ɨɠɢɞɚɧɢɹ ɜ ɨɱɟɪɟɞɢ ɩɪɢ ɨɛɪɚɳɟɧɢɢ ɡɚɹ-
ɜɢɬɟɥɟɣ ɡɚ ɭɫɥɭɝɨɣ (ɧɨɪɦɚɬɢɜ ɢ ɮɚɤɬ); ɫɪɨɤ ɩɪɟɞɨɫɬɚɜ-
ɥɟɧɢɹ ɭɫɥɭɝɢ (ɧɨɪɦɚɬɢɜ, ɮɚɤɬ, ɞɨɥɹ ɭɫɥɭɝ, ɨɤɚɡɚɧɧɵɯ 
ɫ ɧɚɪɭɲɟɧɢɟɦ ɧɨɪɦɚɬɢɜɧɨɝɨ ɫɪɨɤɚ); ɫɬɨɢɦɨɫɬɶ ɩɨɥɭ-
ɱɟɧɢɹ ɪɟɡɭɥɶɬɚɬɨɜ ɤɚɠɞɨɣ ɭɫɥɭɝɢ (ɧɨɪɦɚɬɢɜ ɢ ɮɚɤɬ). 
ɉɪɢ ɩɪɨɜɟɞɟɧɢɢ ɫɨɰɢɨɥɨɝɢɱɟɫɤɢɯ ɨɩɪɨɫɨɜ ɨɛɵɱɧɨ 
ɨɬɫɥɟɠɢɜɚɟɬɫɹ ɛɨɥɶɲɟɟ ɤɨɥɢɱɟɫɬɜɨ ɩɨɤɚɡɚɬɟɥɟɣ, ɜ ɬɨɦ 

ɱɢɫɥɟ ɩɪɨɛɥɟɦɵ, ɜɨɡɧɢɤɚɸɳɢɟ ɧɚ ɪɚɡɥɢɱɧɵɯ ɷɬɚɩɚɯ 
ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɭɫɥɭɝ (ɩɨɞɚɱɚ ɡɚɹɜɥɟɧɢɹ, ɢɧɮɨɪɦɢɪɨ-
ɜɚɧɢɟ, ɫɪɨɤɢ ɨɠɢɞɚɧɢɹ ɢ ɬ.ɞ.). ɇɚɩɪɢɦɟɪ, ɜ Ʉɭɪɝɚɧɫɤɨɣ 

ɨɛɥɚɫɬɢ ɜ ɯɨɞɟ ɚɧɤɟɬɢɪɨɜɚɧɢɹ ɡɚɹɜɢɬɟɥɟɣ ɨɰɟɧɢɜɚɟɬɫɹ 
18 ɩɨɤɚɡɚɬɟɥɟɣ, ɩɪɢ ɚɧɤɟɬɢɪɨɜɚɧɢɢ ɢɫɩɨɥɧɢɬɟɥɟɣ ɝɨɫɭ-
ɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ – 25 ɩɨɤɚɡɚɬɟɥɟɣ, ɤɨɬɨɪɵɟ ɯɚɪɚɤ-
ɬɟɪɢɡɭɸɬ ɜ ɨɫɧɨɜɧɨɦ ɭɫɥɨɜɢɹ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɭɫɥɭɝɢ 

(ɧɚɥɢɱɢɟ ɢɧɮɨɪɦɚɰɢɢ ɨ ɦɟɫɬɨɧɚɯɨɠɞɟɧɢɢ ɨɪɝɚɧɚ, ɝɪɚ-
ɮɢɤɟ ɪɚɛɨɬɵ, ɩɨɪɹɞɤɟ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɭɫɥɭɝɢ, ɩɟɪɟɱɧɟ 
ɞɨɤɭɦɟɧɬɨɜ ɢ ɞɪɭɝɢɯ ɨɛɹɡɚɬɟɥɶɧɵɯ ɯɚɪɚɤɬɟɪɢɫɬɢ-

ɤɚɯ ɭɫɥɭɝɢ ɫɨɝɥɚɫɧɨ ɬɪɟɛɨɜɚɧɢɹɦ ɚɞɦɢɧɢɫɬɪɚɬɢɜɧɨɝɨ 
ɪɟɝɥɚɦɟɧɬɚ ɧɚ ɪɚɡɥɢɱɧɵɯ ɧɨɫɢɬɟɥɹɯ – ɢɧɮɨɪɦɚɰɢɨɧ-

ɧɵɯ ɫɬɟɧɞɚɯ, ɨɮɢɰɢɚɥɶɧɨɦ ɫɚɣɬɟ, ɉɨɪɬɚɥɟ ɝɨɫɭɥɭɝ; 
ɜɨɡɦɨɠɧɨɫɬɶ ɩɨɥɭɱɟɧɢɹ ɭɫɥɭɝɢ ɱɟɪɟɡ ɆɎɐ; ɧɚɥɢɱɢɟ 
ɩɚɪɤɨɜɨɤ, ɦɟɫɬ ɞɥɹ ɫɢɞɟɧɢɹ ɜ ɦɟɫɬɚɯ ɨɠɢɞɚɧɢɹ, ɭɤɚ-
ɡɚɬɟɥɟɣ ɧɚ ɤɚɛɢɧɟɬɚɯ, ɭɞɚɥɟɧɧɨɫɬɶ ɨɬ ɨɛɳɟɫɬɜɟɧɧɨɝɨ 
ɬɪɚɧɫɩɨɪɬɚ; ɚ ɬɚɤɠɟ ɧɚɥɢɱɢɟ ɩɨɜɬɨɪɧɵɯ ɨɛɪɚɳɟɧɢɣ 

ɢ ɠɚɥɨɛ).

3. Ɉɝɪɚɧɢɱɟɧɧɨɫɬɶ ɦɟɬɨɞɨɜ ɨɰɟɧɤɢ ɤɚɱɟɫɬɜɚ ɩɪɟ-
ɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ. ɇɚɢɛɨɥɟɟ ɪɚɫ-
ɩɪɨɫɬɪɚɧɟɧɧɵɦ ɦɟɬɨɞɨɦ ɜ ɫɭɛɴɟɤɬɚɯ ɍɪɎɈ ɜɵɫɬɭɩɢɥ 
ɫɨɰɢɨɥɨɝɢɱɟɫɤɢɣ ɨɩɪɨɫ ɩɨɥɭɱɚɬɟɥɟɣ ɭɫɥɭɝ ɫ ɩɟɪɢɨɞɢɱ-
ɧɨɫɬɶɸ 1 ɪɚɡ ɜ ɝɨɞ. Ȼɟɡɭɫɥɨɜɧɨ, ɨɧ ɩɨɡɜɨɥɹɟɬ ɜɵɹɜɢɬɶ 
ɦɧɟɧɢɟ ɧɚɫɟɥɟɧɢɹ ɜ ɰɟɥɨɦ ɨ ɩɪɟɞɨɫɬɚɜɥɟɧɢɢ ɝɨɫɭɫ-
ɥɭɝ, ɧɨ ɧɟ ɞɚɟɬ ɢɧɮɨɪɦɚɰɢɢ ɨ ɜɧɭɬɪɟɧɧɢɯ ɩɪɨɛɥɟɦɚɯ 
ɩɪɨɰɟɫɫɚ ɨɤɚɡɚɧɢɹ ɭɫɥɭɝɢ ɜ ɝɨɫɭɞɚɪɫɬɜɟɧɧɨɦ ɨɪɝɚɧɟ, 
ɢ ɜ ɢɬɨɝɟ ɷɬɨ ɧɟ ɞɚɟɬ ɜɨɡɦɨɠɧɨɫɬɢ ɩɪɢɧɹɬɶ ɨɛɨɫɧɨɜɚɧ-

ɧɵɟ ɪɟɲɟɧɢɹ ɩɨ ɫɨɜɟɪɲɟɧɫɬɜɨɜɚɧɢɸ ɞɚɧɧɨɝɨ ɩɪɨɰɟɫɫɚ. 
Ⱦɨɫɬɚɬɨɱɧɨ ɱɚɫɬɨ ɜɨɡɧɢɤɚɸɬ ɩɪɨɛɥɟɦɵ ɫ ɢɧɫɬɪɭɦɟɧɬɚ-
ɪɢɟɦ ɩɪɨɜɟɞɟɧɢɹ ɫɨɰɢɨɥɨɝɢɱɟɫɤɢɯ ɨɩɪɨɫɨɜ ɩɨ ɨɰɟɧɤɟ 
ɤɚɱɟɫɬɜɚ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ. Ɍɚɤ, ɧɚɩɪɢɦɟɪ, ɜ Ʉɭɪ-
ɝɚɧɫɤɨɣ ɨɛɥɚɫɬɢ ɚɧɤɟɬɚ ɨɩɪɨɫɚ ɭɬɜɟɪɠɞɚɟɬɫɹ ɟɠɟɝɨɞɧɨ, 
ɢ ɧɟ ɜɫɟ ɩɨɤɚɡɚɬɟɥɢ ɹɜɥɹɸɬɫɹ ɫɨɩɨɫɬɚɜɢɦɵɦɢ (ɤɨɪɪɟɤ-
ɬɢɪɭɸɬɫɹ ɮɨɪɦɭɥɢɪɨɜɤɢ ɜɨɩɪɨɫɨɜ, ɦɟɧɹɟɬɫɹ ɫɩɢɫɨɤ 
ɜɨɩɪɨɫɨɜ). ɇɟ ɜɫɟɝɞɚ ɦɨɠɧɨ ɝɨɜɨɪɢɬɶ ɨ ɤɨɪɪɟɤɬɧɨɫɬɢ 

ɮɨɪɦɭɥɢɪɨɜɨɤ ɜɨɩɪɨɫɨɜ ɚɧɤɟɬ ɞɥɹ ɩɪɨɜɟɞɟɧɢɹ ɨɩɪɨɫɨɜ 
ɡɚɹɜɢɬɟɥɟɣ ɢ ɢɫɩɨɥɧɢɬɟɥɟɣ ɫ ɬɟɨɪɟɬɢɤɨ-ɦɟɬɨɞɨɥɨɝɢɱɟ-
ɫɤɨɣ ɬɨɱɤɢ ɡɪɟɧɢɹ, ɱɬɨ ɩɪɢɜɨɞɢɬ ɤ ɧɟɬɨɱɧɨɫɬɢ ɩɨɥɭ-

ɱɟɧɧɵɯ ɪɟɡɭɥɶɬɚɬɨɜ.
4. Ɍɪɭɞɧɨɞɨɫɬɭɩɧɨɫɬɶ ɢɥɢ ɨɬɫɭɬɫɬɜɢɟ ɢɧɮɨɪɦɚ-

ɰɢɢ ɨ ɪɟɡɭɥɶɬɚɬɚɯ ɦɨɧɢɬɨɪɢɧɝɚ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜ-
ɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ. ȼ ɨɫɨɛɟɧɧɨɫɬɢ ɞɚɧɧɚɹ 
ɩɪɨɛɥɟɦɚ ɩɪɨɹɜɥɹɟɬɫɹ ɜ ɑɟɥɹɛɢɧɫɤɨɣ ɢ Ɍɸɦɟɧɫɤɨɣ 
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ɧɵɯ ɢ ɦɭɧɢɰɢɩɚɥɶɧɵɯ ɭɫɥɭɝ ɜ Ɍɸɦɟɧɫɤɨɣ ɨɛɥɚɫɬɢ 

ɢ Ɇɟɬɨɞɢɤɢ ɩɪɨɜɟɞɟɧɢɹ ɜɧɭɬɪɟɧɧɟɝɨ ɦɨɧɢɬɨɪɢɧɝɚ 
ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɯ ɭɫɥɭɝ 
ɢɫɩɨɥɧɢɬɟɥɶɧɵɦɢ ɨɪɝɚɧɚɦɢ ɝɨɫɭɞɚɪɫɬɜɟɧɧɨɣ ɜɥɚ-
ɫɬɢ Ɍɸɦɟɧɫɤɨɣ ɨɛɥɚɫɬɢ: Ɋɚɫɩɨɪɹɠɟɧɢɟ ɉɪɚɜɢɬɟɥɶ-
ɫɬɜɚ Ɍɸɦɟɧɫɤɨɣ ɨɛɥɚɫɬɢ ɨɬ 26 ɦɚɪɬɚ 2012 ɝ. № 319-Ɋɉ 

(ɞɨɤɭɦɟɧɬ ɭɬɪɚɬɢɥ ɫɢɥɭ) [ɷɥɟɤɬɪɨɧɧɵɣ ɪɟɫɭɪɫ]. Ⱦɨɫɬɭɩ 

ɢɡ ɫɩɪɚɜ.-ɩɪɚɜɨɜɨɣ ɫɢɫɬɟɦɵ «Ʉɨɧɫɭɥɶɬɚɧɬɉɥɸɫ».

20. ɋɨɜɟɪɲɟɧɫɬɜɨɜɚɧɢɟ ɝɨɫɭɞɚɪɫɬɜɟɧɧɨɝɨ ɭɩɪɚɜɥɟ-
ɧɢɹ. ɉɨɪɬɚɥ ɚɞɦɢɧɢɫɬɪɚɬɢɜɧɨɣ ɪɟɮɨɪɦɵ [ɷɥɟɤɬɪɨɧ-

ɧɵɣ ɪɟɫɭɪɫ]. URL: http://ar.gov.ru/gos_uslugi_03_

sbor_mnenij_grazhdan/index.html (ɞɚɬɚ ɨɛɪɚɳɟɧɢɹ 
10.11.2015).

21. Ɉɛ ɭɬɜɟɪɠɞɟɧɢɢ ɩɪɨɝɪɚɦɦ ɩɪɨɜɟɞɟɧɢɹ ɜɧɟɲɧɟɝɨ 
ɦɨɧɢɬɨɪɢɧɝɚ ɤɚɱɟɫɬɜɚ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɝɨɫɭɞɚɪɫɬɜɟɧ-

ɧɵɯ ɢ ɦɭɧɢɰɢɩɚɥɶɧɵɯ ɭɫɥɭɝ ɜ Ɍɸɦɟɧɫɤɨɣ ɨɛɥɚɫɬɢ 

ɜ 2014 ɝɨɞɭ (ɫ ɢɡɦɟɧɟɧɢɹɦɢ ɧɚ 31 ɦɚɪɬɚ 2014 ɝɨɞɚ): 
Ɋɚɫɩɨɪɹɠɟɧɢɟ ɉɪɚɜɢɬɟɥɶɫɬɜɚ Ɍɸɦɟɧɫɤɨɣ ɨɛɥɚɫɬɢ ɨɬ 
27 ɞɟɤɚɛɪɹ 2013 ɝ. № 2507-ɪɩ [ɷɥɟɤɬɪɨɧɧɵɣ ɪɟɫɭɪɫ]. 
Ⱦɨɫɬɭɩ ɢɡ ɫɩɪɚɜ.-ɩɪɚɜɨɜɨɣ ɫɢɫɬɟɦɵ «Ʉɨɧɫɭɥɶɬɚɧɬ-
ɉɥɸɫ».
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