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7>=5 <>65F 5OFL 6E5 <454?L=> < ?D5->D4E=>, => 7>EFN E>?>4=>, =5?D<OF=>, F4> >4> E>FDG4=<>< 7>EF5?D<<<EF64 =5 D45>F4NF E 4GL>=. �E?54EF6<5 MF>7> >4->4O 5O 64?>54 =5 ?>EFG?4?4 >F >?<5=F4, 74 =55 E?54G5F ?>5?47>44D<FL >?<5=F4, ED47G <76<=<FLEO 74 4>EF46?5==O= 4<E->><D>DF, 6OOE=<FL 45F4?<, >5EF>OF5?L-EF64 >5D4M5=<O, E>>5M<FL ??4=O, 6D5<O D5L5=<O ?D>5?5<O. �=>7<5 >F5?< 6<6GF 6 D56<<5 «65DF6O», <E DG>>6>4EF6> 5><FLEO D5>?4<4F<=, => <E?D46<6 >L<5>< ?>?GG45FEO 6>7<>6=>EFL ?>?GG4FL >5D4F=GN E6O7L. �54L >?<5=F 6 ?>E?54EF6<< <>65F EF4FL ?>EF46M<>><-?4DF=5D><, < MF> >FD47<FLEO =4 >D74=<74F<< E>7O=EF65==OE E6O75= 6 ED5D5 E5D6<E4. %<=ED>=<7<DGO ?>FD55=>EF< >?<5=F>6, >D<E-<5=5465D <>65F =5=FD4?<7>64FL, 74>DOFL D5>?4<4F<<. �D>F5EE D45>FO E 64?>54<<, ?D5F5=7<O<< D5>?4<4F<O<< =G6=> 65EF< 4> >>=F4, F.5. 6O?>?=<FL E?54GNM<= F<>?: �D<7=4FL >L<5>G, => =5 <4F< =4 ?>6>4G G >?<5=F4 ³ �E?D46<FL ?D>5?5<G 6 DG=>F<>=4?L=>< <?< F5E=<G5E>>< >4G5EF65 >5E?G6<64=<O >?<5=F4 ³ �>?GG<FL >5D4F=GN E6O7L³ �D54>EF46<FL >><??5<5=F. �4D4==55 4464FL >><??5<5=F =5?L7O, >?<5=F MF> <>65F ?>=OFL =5 ?D46<?L=>. % D<=4=E>6>= F>G>< 7D5=<O >><??5-<5=FO >>G?OFEO, F4> >4> 44?55 =5 ?>E?54GNF LFD4DO, E4=>F<<, 6>7<>6=>5 ?<L5=<5 4>>D54<F4F<< ED54EF6 D47<5M5=<O ?> =4DGL5=<O< ?D46 ?>FD55<F5?5=, 654GM<E > <E >?4E=><G ?D55O64=<N 6 >F5?OE. 
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�6F>D>< EF4FL< ?D>6545= 4=4?<7 4>?6=>EF=OE <=EFDG>F<= <5=5465D>6 ED54=57> 765=4: >5>E>5?5==>7> ?>4D47-45?5=<5 >F5?O «%M<?F>= 54= %<?F>=» E 
F5?LN 6OO6?5=<O >F65FEF65==OE 74 D4EE<>FD5=<5 ?D5F5=7<=, 64?>5 < <E 45=EF6<=, >5>7=4G5==OE ?D>D5EE<>-=4?L=O< ?D>D<?5< (F45?. 2).  &45?<F4 2 $G=>F<>=4? >5O74==>EF5=, E6O74==OE E >5D4M5=<O<< >?<5=F>6 �5=5465D E?G65O ?D<5<4 < D47-<5M5=<O  �4<<=<EFD4F>D, =>G=>= 4G4<F>D, EG?5D64=75D, ED54EF-64 ?D<5<4 < D47<5M5=<O $<>E<DG5F 6E5 ?D><7>L54L55 < 646=>5. �>?D>EO 4?O 44?L=5=L57> D5L5=<O ?5D5445F, E>>5M45F E>-FDG4=<>4< ?>4D4745?5=<O. �OEFD> < MDD5>F<6=> 4>?65= D547<D>64FL =4 6E5 64?>5O 7>EF5=, 656?<6> < >>DD5>F=> D47D5L4FL 6E5 E?>D=O5 E<FG4F<< 

$4EE<>FD5=<5 ?D5F5=7<= E6O74==OE E =5G4>6?5F6>D<-F5?L=O< >5E?G6<64=<5< >?<5=F>6 < =574<54?<F5?L-=><G ?D<=OF<N <5D ?> <E GEFD4=5=<N, 5E?< =5>5E>4<-<> 6<5L4F5?LEF6> 6OL5EF>OM57> DG>>6>4EF64, =5 74 <54?<F5?L=4O ?5D544G4 << > ?D><EL54L5= ?D>5?5<5. �=D>D<<D>64=<5 DG>>6>4<F5?O > =54>5D>>4G5EF65=-=>< >5E?G6<64=<< >?<5=F4 < ?D<=OF<5 <5D ?> <E GEF-D4=5=<N  �?O <E>?NG5=<O ?D5F5=7<=, 64?>5 < D5>?4<4F<< 6 �$� EGM5EF6G5F 4>EF4F>G-=> G4>5=O= <=EFDG<5=F4D<= 4?O E>-FDG4=<>>6 3 4>?6=>EF=O5 <=EFDG>F<<, ?D46<?4 ?>6545=<O, �>45>E >>D?>D4-F<6=>= >G?LFGDO. &4> 6 ?D46<?4E ?>65-45=<O 7>D=<G=>= >G5=L <=>7> ?D54?<-E4=<=, 6O?>?=5=<5 >>F>DOE E?>E>5EF-6G5F 557>>=D?<>F=O< >?<5=FGD=O< ?>O?L=O< >F=>L5=<O< >?<5=F>6. �> <75564=<5 E5DL57=OE ?D>5?5<, E>FDG4-=<>G >F5?O =5 E?54G5F <4F< =4 GEFG?>< 7>EF5=, E?54G5F 6E5 6765E<FL, >F5=<FL < =5 G?D>M4FL. �4?D<<5D, 6> <75564=<5 >?4E=>EF< 7>EF5= 7>D=<G=>= =5 EF><F >F>DO64FL =><5D ?> ?D>EL55 7>EFO E6>-<< >?NG><; =5?L7O =<>>7> 6?GE>4FL 6 =><5D, >D><5 7>EFO. �E?< 65 7>EFL 74L5? 6 >><=4FG 6 F> 6D5<O, >>744 G5<D45FEO 7>D=<G=4O, >=4 4>?6=4 656?<6> ?>74>-D>64FLEO < 656?<6> ?>?D>E<FL ?D54NO-6<FL 7>EF56GN >4DFG. %?54GNM<= ?D<<5D, ?D< >5=4DG65-=<< 6 =><5D5 =4 6<4=>< <5EF5 5>?LL<E EG<< 45=57, 4D47>F5==>EF5=, 65M5EF6 E E<?L=O< 74?4E><, ?>4>7D<F5?L=OE ?D54<5F>6 7>D=<G=4O =5 4>?6=4 <E FD>-74FL < 6> <75564=<5 ?D5F5=7<=, 64?>5, D5>?4<4F<= < >>=D?<>F=OE E<FG4F<= 

?>EF46LF5 6 <765EF=>EFL DG>>6>4<F5?O <?< 456GD=>7> E4GE<5=4. �5G>>E=<F5?L=O<< ?D46<?4<< D45>-FO 7>D=<G=>= O6?ONFEO: 3 5E?< 7>D=<G=4O =5 E<>7?4 G5D4FL =><5D, F.>. =4 465D< 6<E5?4 F45?<G>4 «�5 55E?>>><FL», E>>5M<FL E?54G5F >5 MF>< EG?5D64=75DG 4> 15.00; 3 5E?< 74<5F<?4 >4><5-?<5> ?>6D56-45=<O, <?< GF>-F> ?D>?4?> <7 =><5D4 3 =5<54?5==> E>>5M45FEO EG?5D64=75DG. � D4<>4E <EE?54>64=<O ?D5F5=7<=, 64?>5, D5>?4<4F<= 46F>D>< EF4FL< ?D>-6>4<?EO >?D>E 17 O=64DO 2019 7>44  ED5-4< 50 D5E?>=45=F>6 3 D45>F4NM<E E>-FDG4=<>>6 < EFG45=F>6 �=EF<FGF4 ?<-M56OE F5E=>?>7<= < 4<74==4 3 D<?<4?4 ���' �� «���-'» 6 6>7D4EF5 21 7>44 < 5>?55 (?>?L7GNM<E GE?G74<< < E5D6<-E>< ED54EF6 D47<5M5=<O). �O?> 6OOE-=5=>, GF> ?5D6<G=>= O6?O5FEO ?D5F5=-7<O, >>F>D4O 6 ?>E?54EF6<5 6545F > 64-?>55 < >FD<F4F5?L=>= D5>?4<4F<<. �4-?55 ?D54EF46?5= DD47<5=F 4=>5FO ?> <EE?54>64=<N (F45?.3). � D57G?LF4F5 <EE?54>64=<O 6OO6?5=>, GF> ?D5F5=7<< >F=>EOFEO 6 >E=>6=>< > DG=>F<>=4?L=><G < F5E=<G5E>><G >4G5-EF6G >5E?G6<64=<O >?<5=F>6 (F45?.4).    
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&45?<F4 3 �=>5F4 ?> <EE?54>64=<N ?D5F5=7<=, 64?>5, D5>?4<4F<= 6 <=4GEFD<< 7>EF5?D<<<EF64 '64645<O= ?>?L7>64F5?L 7>EF<=<G=OE GE?G7 < E5D6<E4! '45?<F5, ?>64?G=EF4, 6D5<O, < >F65FLF5 =4 ?D54?>65==O5 6>?D>EO �>?D>E/>F65F %G<F45F5 ?< �O ?D46<?L=O<< E?54GNM<5 GF65D645=<O? 1.'F65D645=<5 �D5F5=7<O 3 MF> GEF-=>5, ?<EL<5==>5 FD5-5>64=<5, >5D4M5==>5 > 6?445?LFG, DG>>6>-4<F5?N ED54EF64 D47-<5M5=<O, >5 GEFD4=5-=<< =4DGL5=<= ?> >4G5EF6G >5E?G6<64-=<O 

�4?>54  3 ?D>EL54 >?<5=F4 > 6>EEF4=>6-?5=<< <?< 74M<F5  57> =4DGL5==OE ?D46, E6>5>4 <?< 74>>==OE <=F5D5E>6 4DG7<E ?<F (=4?D<<5D, ?<F E >7D4-=<G5==O<< 6>7<>6=>-EFO<< 74>D>6LO ?D>-6<64NM<E 6 7>EF<=<-F5)  

$5>?4<4F<O 3 MF> ?D5F5=-7<O ?>FD55<F5?O, >>F>D4O >5D4M5=4 =5?>ED54EF-65==> > DG>>6>4<F5?N >D74=<74F<< ?> ?D54>E-F46?5=<N =5>4G5EF65=-=>7> 7>EF<=<G=>7> ?D>-4G>F4, GE?G7, E5D6<E4  
�F65F �4/=5F �4/=5F �4/=5F 2.�>?D>E �5>7=4GLF5 D4=7, <EE?54G5<OE >4F57>D<= �F65F 1._________________ 2._________________ 3._________________ 1.__________________ 2.__________________ 3._________________ 1.__________________ 2.__________________ 3._________________ 3.�>?D>E 4)�4><5 ?D5F5=7<<, <<5?< <5EF> 5OFL ?D< ?>?L7>64=<< 7>E-F<=<G=O< ?D>4G>-F><?  

5)% >4><<< 64?>54<< �O >5D4M4?<EL 6 >F-45? 44<<=<EFD<D>64-=<O >F5?5=?  
6)�4>>= <=EFDG<5=F D5>-?4<4F<= �O <E?>?L7>64-?< 6 ?D>F5EE5 =4DGL5=<= EF4=44DF>6 >5E?G6<64-=<O DG=>F<>=4?L=>7> < F5E=<G5E>>7> >4G5EF64  �F65F 1._________________ 2._________________ n. & &. & 1._________________ 2._________________ n. & &. & 1._________________ 2._________________ n. & &. & 4.�>?D>E 4)�> �4L5<G <=5=<N ?D5F5=7<< >?<5=F>6 ?> 6>?D>EG >4G5EF64 >5E?G6<64=<O <>7GF ?D<65EF< > >>=-D?<>F=>= E<FG4F<< 7>EFO < E>FDG4=<>4 ED54EF64 D47<5M5-=<O? 

�)� F5G5=<5 >4>>7> 6D5<5=< D5L4?<EL 6>-?D>EO, E6O74==O5 E D4EE<>FD5=<5< < ?D<-=OF<5< D5L5=<O ?> �4L5= 64?>55   

�5D54 5D>=<D>64=<5< 7>EF<=<G=>7> =><5D4, �O <7GG4?< >F7O6O 7>EF5= > ED54EF64E D47<5M5=<O < >4><< >5D47><? 
�F65F �4/=5F 1)74 10-15 <<=GF; 2) 6 ?D545?4E G4E4; 3) 5>?55 1 G4E4; 4) 5>?55 EGF>> 

1._________________ 2._________________ n. & &. & 5.�>?D>E �)�D<654<F5 ?D<<5-DO =4<5>?55 D4E?D>-EFD4=5==OE ?D5F5=-7<= 
�)%G<F45F5 ?< �O =4-DGL5=<5< ?D46 ?>FD5-5<F5?O, =5 D4EE<>F-D5==O5 64?>5O < <E =5 GEFD>5=<5 

�)�> �4L5<G <=5=<N >F-D<F4F5?L=4O D5>?4<4F<O <>65F ?D<65EF< > >FF>>G >?<5=F>6 6 �$�? �F65F 1._________________ 2._________________ n. & &. & �4/=5F �4/=5F 
'64645<O= ?>?L7>64F5?L 7>EF<=<G=>7> ?D>4G>F4, �4L5 <=5=<5 >G5=L F5==>, <E>D5==5 �4<, 5?47>44D=O. 
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&45?<F4 4  �OO6?5==O5 6 E>45 <EE?54>64=<O < >5D45>F>< D45>G<E 4=>5F ?D5F5=7<< > 7>EF<=<G=><G ?D>4G>-FG 6 D47?<G=OE ED54EF64E D47<5M5=<O �4G5EF6> >5E?G6<64=<O 6 ED54EF64E D47<5M5=<O �OO6?5==O5 ?D5F5=7<< 6 E>45 4=>5F<D>64=<O $G=>F<>=4?L=>5 >4G5-EF6>  6 ED54EF65 D47<5-M5=<O E6O74=> E ?D5-4>EF46?5=<5< 7>EF<-=<G=>7> ?D>4G>F4 GE-?G7, F5E=>?>7<< ?D><7-6545==OE D45>F E?G6-5>= E4GE><?<=74, >F45-?>< ?<F4=<O. �4 44==>5 >4G5EF6> 6?<O5F F<>? >5E?G6<64=<O >?<5=-F>6, >>F>DO= E>EF><F <7 <=>65EF64 MF4?>6: 5D>-=<D>64=<O, D57<EFD4-F<<, D47<5M5=<< 6 =>-<5D=>= D>=4, ?D>6>4O 7>EFO, >>474=<5 GE?G7 FD4=ED5D4.  

�4DG556=O= E5D6<E 1)=4DGL5= 7D4D<> 74<5=O ?>EF5?L=OE ?D<=44?56=>EF5=;  2)=4DGL5=4 F5E=>?>7<O G5>D>< 6 =><5D5; 3)WIFI D45>F45F 6 7>=5 ?>55<, GF> ?D<6>4<F > E>>??5=<N 7>EF5= < =5G4>5EF64< 6 >5M5EF65==>= 7>=5 >F5?O; 4) 7DO7=O= 54EE5==, E4<4<; 5) ED54EF6> D47<5M5=<O =5 >F65G4?> 74O6?5==>= >4F57>D<<; 6)E>FDG4=<> 55??<M= (Bellman) =5 D547<DG5F =4 ?D>EL5G 7>EFO >F-=5EF<, 74?4>>64FL G5<>44=; 7) 5>?LL<5 >G5D54< 6 EF>?>6>= ?> ?>?GG5=<N GE?G7< «L654E><= EF>?»; 8) =5 E<EF5<4F<G5E>4O 6O>?44>4 =45>D>6 7<7<5=<G5E><E ED54EF6 <?< >FEGFEF6<5 <E; 9) =4DGL5=<5 D56<<>6 G5>D><, ?D<6>4OM55 > ?445=<O< >?<5=F>6 6 >5M5EF65==>= 7>=5 =4 L?474F.  �F5G5EF65==O= E5D6<E 1) 6 FD4=7<F=OE 7>EF<=<F4E 7DO7=>5 ?>EF5?L=>5 55?L5; 2) 5D>=<D>64=<5 ?D><76>4<FEO =4  booking.com, ?D< 57> >F<5=5 74 >>=>>-<5EF> 6 E>EF5?5 67<<45FEO >??4F4 74 EGF><; 3) >G5=L <=>7> =4E5>><OE (>><4D>6); 4)?D< ?D<7>F>6?5=<< ?ND5 <E?>?L7>64=O  >4DF>D5?L=O5 E?>?LO, 6<5EF> =4FGD4?L=>7> >4DF>D5?O; 5) =4 ?>EG45 <<5NFEO D476>4O < >E44>> >F <>NM<E ED54EF6; 6) ?4GF<=4 < ?O?L =4 ?>4>>>==<>4E; 7) <7=>D<D>64=<5 7=4>4 «%45?4=F5 G5>D>G =><5D4»; 8) >EGM5EF6?5=<5 F5E=>?>7<< G5>D>< ?D< =4?<G<< 7=4>4 «�5 55E-?>>><FL»; 9) ?D<E>4 6 =><5D 557 ?D<G<=O 44<<=<EFD4F>D4 >F5?O; 10)D57<EFD4F<O =4 D5E5?L5= 6 F5G5=<5 G4E4; 11)LG< =4 D5EE5?L5= 7DG??O FGD<EF>6-?>4D>EF>>6; 12)=4?<G<5 6 =><5D5 E>>?>?5=4DO (Scolopendromorpha) 55E?>-76>=>G=>7> =4E5>><>7>, >>F>D4O >G5=L >?4E=4 4??5D7<>4<, 4 6> E=5 <>65F 74?>?7F< 6 GE>, < =>E; 13) ?D<EGFEF6<5 6 65G5D=5< <5=N ?5D?>6>= >4L<; 14)6 >4F57>D<< =><5D4 «�5=<E4 < =565EFO» ?D<L?>EL E>75DF4FL =4?<G<5 6>?>E, 7DO7=O= E4=<F4D=O= G75?, ?>6D5645==O5 EF5=O E =4?<G<5< 6<D=OE ?OF5=; 15)GD>65=L >4G5EF64 >5E?G6<64=<O =5 E>>F65FEF6G5F >5>7=4G5=-=>= >4F57>D<<; 16) 6 45EF<=4F<< >5M5EF65==>7> ?<F4=<O 4>?7> ?D<=<<4NF 74>47; 17) >>>F5=?< <<5NF 50 % ?L44, E>FDG4=<>< =4 74<5G4=<5 =< >4> =5 D547<DGNF; 18) GE?G74 «L654E><= EF>?» ?D54EF46?5=4 E>G4=O< 4EE>DF<<5=-F><; 19) E>>??5=<5 7>EF5= =4 65D4=45 «L654E><= EF>?» &5E=<G5E>>5 >4G5EF6> E6O74=> E <=DD4EFDG>-FGD=O< >5N5>F>< 7>E-F<=<FO, ?D54>EF46?5=-
�4DG556=O= E5D6<E 1)??>E>= E?<6 6 E4=G7?5; 2)F5G5F 6>44 6 E4=<F4D=>< G7?5, E>74464O LG<; 3)=4?<G<5 7=574 ?F<F =4 65DE=<E MF464E >F5?O, 45?45F ?D55O64-
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�4G5EF6> >5E?G6<64=<O 6 ED54EF64E D47<5M5=<O �OO6?5==O5 ?D5F5=7<< 6 E>45 4=>5F<D>64=<O =O< =><5D>< E>7?4E=> 74O6?5==>= >4F57>D<<, ?>?L7>64=<5< 4D5=4>-64==O< 46F><>5<?5<, E4G=>=, FD5=465D><, GE?G74<< >>=D5D5=F-74?4, E4?>=><->D4E>FO; %��-E4?>=><; 54EE5=-=><   

=<5 7>EF5= =4 F5DD4E4E =5?D<OF=O<, ><D4G4NM<<; 4)G5>D>4 557 D47D5L5=<O ?<G=OE 65M5= 7>EFO; 5)>?4E=>5 ?D55O64=<5 74 F5DD<F>D<5= >F5?O (�><<=<>4=>) �F5G5EF65==O= E5D6<E 1)EF4D4O <7=>L5==4O <555?L 6 <<=<-7>EF<=<F4E; 2)GEF4D56L<5 <4D>< E4=F5E=<G5E>>7> >5>DG4>64=<O; 3)=4DGL5=<5 E4=<F4D=OE =>D<O ?> >>?<G5EF6G 4GL56OE >45<=; 4)E?><4=4 D57L54 65=F<?5= E 7>DOG5= 6>4>=; 5)?D>446?5=O <4FD4EO, >5N5<=4O < FG74O ?5DL564O ?>4GL>4; 6)GEF4=>6?5==O5 5>=?5DO, =5 >55E?5G<64NF >?<5=F>6 D5EGDE4<< 7>DOG5= 6>4O, GF> ?D<6>4<F > =5G4>6?5F6>D<F5?L=><G E>?>4=><G <OFLN >?<5=F4; 7)>FEGFEF6<5 >>=4 6 =><5D5; 8) FDG4=4O >D<5=F4F<O 6 >5N5<=>-??4=<D>6>G=>< D5L5=<< 7>E-F<=<FO, 4465 ?D< =4?<G<< F4>F<?L=OE 7=4>>6; 9)ED54EF64 D47<5M5=<O M?>E< E>65FE><E 6D5<5=, =5 ?>465D65=-=O5 D5>>=EFDG>F<<; 10) =4DGL5=<5 76G>><7>?OF<< 6 ED54EF65 D47<5M5=<O; 11)=5E>6D5<5==O= 4<74==-?D>5>F =><5D=>7> D>=44; 12)>FEGFEF6<5 6 747>D>4=OE >F5?OE =4 >75D5 >?>7=464F5?L=OE 5G=>>6 < E>FDG4=<>4 E?54OM57> 74 557>?4E=O< ?D55O64=<5< ?N-45= =4 6>45; 13) 6 =><5D=>< D>=45 =44 ?<=<5= «L654E><= EF>?» ?D<EGFEF6<5 74?4E>6 ?<M< < LG<4 65=F<?OF<<; 14)6OE>>4O <7=>L5==>EFL >>6D>?<=4 < 74EF4D5?O5 ?OF=4; 15)465D< ?<DF4 >F>DO64NFEO >4> 6 >><=4FG, FD55G5FEO 444?F4F<O ?>?L7>64=<O <<; 16) 6 ED54EF64E D47<5M5=<O F4> =47O645<OE «%F4?<=>4» ?> 65G5-D4< 4>=>E<FEO FGE?O=, F>L=>F=O= 74?4E >4=4?<74F<>==OE FDG5  �F4>, ?D< <EE?54>64=<< 44==OE, ?>-?GG5==OE >F  D5E?>=45=F>6, 46F>D >>=-EF4F<DG5F: 6 <=4GEFD<< 7>EF5?D<<<EF64 =5 6E5 F4> ?D>EF> >4> >465FEO. � F45?<-FG 5 E6545=O 44==O5 D57G?LF4F>6 <E-E?54>64=<O. �4> 6<4=> <7 F45?<FO 5, ?> ?5D6><G 6>?D>EG 50 D5E?>=45=F>6 E>7?4E<?<EL E GF65D645=<O<< ?>=OF<= «?D5F5=7<O», «64?>54» < «D5>?4<4F<O» 3 MF> 5O?> E45?4=> E F5?LN 5>?55 ?D46<?L=>7> ?>-=<<4=<O >?NG56OE E?>6, 4 =5 <E ?>4<5-=5. �5D6<G=O< 6 ED54EF64E D47<5M5=<O D5E?>=45=FO EG<F4NF ?D5F5=7<N (D<E.2; D<E.3) < ?> <E <=5=<N ?D55O64=<5 6 >F5?OE ><D4G45FEO DG=>F<>=4?L=O< >4G5EF6>< >5E?G6<64=<O, >>F>D>5 GE<-?<645FEO =5 G4>6?5F6>D<F5?L=O<  F5E-=<G5E><< >4G5EF6>< <=DD4EFDG>FGD=>-7> >5N5>F4. 
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  _______________________________________________________________ COMPLAINTS HANDLING IN HOSPITALITY INDUSTRY  P. G. Nikolenko Nizhny Novgorod Engineering and Economic University, Knyaginino, Russia  ABSTRACT:  Purpose. The article is devoted to the study of such manifestations as claims, complaints, and com-plaints in hospitality industry Methods. The study of legal framework, the survey of respondents and observation methods were used. Results and scientific novelty. Based on the study of legal literature, analysis of job descriptions, con-ducting a survey of 50 respondents the author attempts to highlight the most important problem asso-ciated with claims, complaints, and complaints in the hospitality industry affecting the competitive-ness of accommodation. The proposed algorithms of working with appeals will help hoteliers and res-taurateurs to build customer relationships in "difficult" situations.  KEYWORDS:  algorithm, questionnaire, complaint, quality, customer, claim, complaint, Respondent, employee, step.  
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