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[NosicuuTenbHas 3anucka

Qonj oueHouHblx cpeiacts (manee — DOC) ams mpoMexyroyHod arrecrauud no aucuumiauHe «lIpoexTupoBanue
MHPOPMAIMOHHOTO  OOCITY)KMBaHHS» pa3pabOTaH B COOTBETCTBMM C TpeOoBaHUSAMH (elIepajbHOTO TOCYAapPCTBEHHOTO
00pa30BaTEIbHOIO CTAaHAApTa BBICIIETO OOpa3oBaHus — OakamaBpuaT o HampaieHuto noxarorosku 43.03.01 Cepsuc,
YTBEpKJICHHOTO MpHKa30oM MuHUCTEpcTBa oOpa3oBaHuMs W Hayku Poccuiickoit ®enepammu ot 8 wurons 2017 r. Ne 514;
(3apeructpupoBan MunucrepcrsoM toctuiu Poccuiickoit @eneparuu 29 urons 2017 r., peructpauuoHHeli Ne 47236), c
M3MEHECHHUSAMH, BHECCHHBIMU TpUKa3aMi MUHHCTEPCTBA HAYKH M BBICIIET0 oOpa3oBanus Poccuiickoit @enepanuu ot 26 HOSOps
2020 r. Ne 1456 (3apeructpupoBan MuHucTepcTBOM foctunuu Poccuiickort @enepanuu 27 mast 2021 r., perucrpauuoHHbIi Ne
63650) u ot 8 ¢empans 2021 1. Ne 83 (3apeructpupoBan MunHuCcTepcTBOM tocTHIMU Poccuiickoit @enepanyu 12 mapra 2021 r.,
peructpanuoHHbiii Ne 62739), ocHoBHOH mnpodeccuoHanbHON 00pa3oBaTeNbHONW MPOrpaMMON IO HANpPaBIEHHIO IMOATOTOBKU
43.03.01 CepBuc, HanpaBieHHOCTh (npoduib): «HPOPMALMOHHBIA CEPBUC» C YUeTOM TpeboBaHMH TNpodeccHOHaTbHBIX
cranaaproB 06.013 «Cnenuamuct 1no UHGOPMAIMOHHBIM pecypcam», YTBEPXKACHHBIH IpuKa3oM MUHUCTEpCTBa TpyAa U
cormanbHON 3amuThl Poccuiickoit @exepamun ot 19 wmroms 2022 r. Ne 420m (3apeructpupoBaH MHUHHCTEPCTBOM IOCTHIIUU
Poccuiickoit ®enepauuu 22 asrycra 2022 r., peructpanuonusiii Ne 69714); 07.010 «Cnenuanuct Ho AUCTaHIMOHHOMY
MH(POPMAIOHHO-CIIPABOYHOMY OOCIYKHBAaHHIO», YTBEP)KICHHBIH MHPHKa3oM MHHHCTEpCTBA TPyJa M COLHANBHOHW 3aIIUTHI
Poccuiickoit @enepanun ot 19 mapra 2018 r. Ne 163H (3apeructpupoBan MuHucTepcTBoM foctuiu Poccuiickoit enepanuu 4
anpens 2018 r., peructpamuonssiii Ne 50628); 40.053 «Cnenuanuct 1o OpraHM3allid MOCTIPOJAKHOTO OOCITY)KUBaHHS H
CEpBHCa», YITBEPAKICHHBII IprUKa3oM MUHUCTEPCTBA TPYAa U coLlUanbHOM 3amuThl Poccuiickoii ®eneparuu ot 31 okradps 2014 r.
Ne 864 (3apeructpupoBan MunuctepcTBoM rocTuiinu Poccutickoit @enepanmu 24 Hosops 2014 r., peructpannonssiii Ne 34867).

Lens @OC 11 NpoMEXKYTOUHOH aTTECTAlMU — YCTAaHOBICHUE YPOBHs chopmupoBaHHOCTH KoMnereHuuit ITK-3, TTK-7.

3agaun ®OC i NPOMEKYTOYHOM aTTeCTallMM - KOHTPOJIb KaueCTBA M YPOBHS JOCTIDKCHHS PE3yJIbTaTOB OOyYCHHS MO
(dbopMuUpyeMbIM B COOTBETCTBUU C YUEOHBIM INIAHOM KOMIIETCHIMSM:

Kommnerennus WNunukatop PesynbTathl 00yueHHs
[K-3. Cnocoben | I1K-3.1. Tlnanupyer W pyKOBOIUT | YMeeT: pa3pabaThiBaTh YIPABICHUYCCKHE pEIICHUS IO
YIIPaBIATh HOCTPOCHUEM eAuHOM CHUCTEMBI | MOBBIIIEHHIO  KOHKYPEHTOCHOCOOHOCTHM U DPa3BUTUIO
JIeITeNLHOCTBIO 10 | ympaBJeHHS JUCTaHIIMOHHBIM | CHCTEMBl JHMCTaHIIMOHHOTO OOCTY)KHBAaHHS KIHECHTOB;
JICTAaHIIIOHHOMY MH()OPMAIIIOHHO-CIIPABOYHBIM aHAIM3UPOBATh IOKA3aTeNU JAESATENbHOCTU CTPYKTYPHBIX
nH(OpPMAOHHO- 00CITy)KHBaHUEM Ha YPOBHE | MOApa3ieNeHNil, BXOAAIINX B CHUCTEMY AWCTaHINOHHOTO
CIIPaBOYHOMY OpraHu3aluu 00CITy’>KMBaHUS KIMEHTOB,;
00CITy)KUBaHUIO Ha Brnaneer: MeToAMKOW OLEHKH PE3YIbTaTOB AEATEIBHOCTH
YPOBHE OpraHu3aluu CTPYKTYPHBIX IOAPA3[ENCHUll, BXONAIUX B CHUCTEMY
JMCTaHIIMOHHOTO 00CITy)KMBaHHUs KIIMEHTOB.
TIK-3.2. OpraHu3oBbIBacT | 3HAaeT: TMOHATHE «IUCTAHIMOHHOE HWH(OPMAIMOHHO-
JeATeNbHOCTD MOpa3NeNieHnii, | CpaBoYHOe OOCITY)KHUBaHHE», BHIBI IUCTAaHIHOHHOTO
y4acTBYIOIIUX B  JUCTAHIMOHHOM | OOCIY>KUBaHUS.
MH()OPMAIIOHHO-CITPABOYHOM VYMeer: BBIpaOaTHIBATH YIPABICHUECKHE PEIICHUS 0
00CITy>KUBaHUH IIPOCKTUPOBAHUIO  MH(GOPMALMOHHOIO  0OCIIyXKMBaHUS
KJIMEHTOB OpPTaHU3AIMH cephl YCIYT.
TIK-3.3. VYnpaBnser mnpoekramMH IO | YMEET:  BBIABIATH  MOTPEOHOCTH B HM3MEHEHHSIX
COBCPIICHCTBOBAHUIO CHUCTEM u JACATCIBbHOCTH KOHTAKTHOI'O I/IH(l)OpMaLlI/IOHHOFO LCHTpA,
MPOLIECCOB JUCTaHIIMOHHOTO | TUIAHUPOBaTh W3MEHEHHs B Pa3BHTHH KOHTaKTHOTO
MH()OPMAIIIOHHO-CIIPABOYHOTO UH(OPMAIIMOHHOTO ILIEHTPa; OLEHUBATh 3()(HEKTUBHOCTH
00CITy)KUBaHUS Ha YPOBHE | BHEIPEHHsS HHHOBALMOHHBIX TEXHOJOTHMH OpraHM3alud U
Oopranuzannu yhnpaBJICHUA ACATCIbHOCTBIO KOHTAKTHOI'O
MH(OPMALMOHHOTO IIEHTPA.
IK-7.  Cnocoben  x | IIK-7.1. IIpumensier | 3HaeT: NOHATHE «MH(OPMAIIMOHHOE 0OCITYKUBAHHEY, BUIbI
pa3paboTke 1 | KIMEHTOOPHEHTUPOBAaHHEIE HH()OPMAIMIOHHOTO 00CITYKHBaHHS.
COBCPIICHCTBOBAHUIO TCXHOJOTUH B CCpBI/ICHOﬁ
CHCTEMBI  KJIMEHTCKHX | NIeSTeNIbHOCTH
otHomeHud ¢ yderom | ITK-7.2. VYyactByer B paspaboTke | 3Haer: KIIFOYEBBIE STaIbl MIPOEKTUPOBAHUSA
TpeOOBaHUI CHCTEMBI KIIMEHTCKHX OTHOIICHHH MH()OPMAIMOHHOTO OOCITY)XKHBaHHS; CYLNIHOCTh CHCTEMBI
notpedurens yIpaBJICHHS B3aMMOOTHOIIECHUsAMHU ¢ KiueHTamu (CRM)

VYmeer: HIPOBOANTE aHAI3 HH(OPMAITTOHHOTO
0o0CITykUBaHUS B KOHTAKTHOM 30HE opraHusanuu cgepsl
yCIIyT; TPOBOJHUTH ayIWT BeO-caifra opraHmsamun cheps
YCIyT.

TIK-7.3. YyacTtByer B | 3HaeT: mokasaTesy KauecTBa HH()OPMAIIMOHHOTO

COBEPILICHCTBOBAHUH CHCTEMBbI | 0OCITyKMBaHHSA, METOJIUKH UX pacdera.

KIMEHTCKNUX OTHOIICHUI VmMmeer: OLICHMUBATH Ka4yeCTBO I/IHq)OpMaI_II/IOHHOFO
0OCITy>KUBaHUSI OpraHU3allK Chepbl YCIyT; pa3padaThBaTh
PCKOMCHIAAIIUN 1o COBCPIICHCTBOBAHUIO

MH()OPMAIMOHHOTO 00CITY>KUBAHUSI KIIMEHTOB OpraHU3aI[HH
cdepsl yCIyr.

TpeboBaHue K MpOLEAyPE OLCHKH:
Iomerenue: 0coObIX TpeOOBAHUIA HET.
O6opynoBaHue: 0cOObIX TpeOOBaHUH HET.

Crpannna 2 u3 4



q)OHI[ OLEHOYHBIX CPEACTB MJId IPOBEACHUS HpOMC)KyTO‘IHOﬁ aTTeCTalnuu

HHCTpyMeHTBI: 0COOBIX TPEOOBaHHIA HET.

Pacxo/HbIe MaTepHalbl: OyMara U KaHIeJSIPCKHE MPUHAICKHOCTH JUTS TUCHbMEHHBIX OTBETOB.

JlocTyll K [JOMOMHHUTENBHBIM CHPaBOYHBIM MaTepHajaM: JOCTyll K 0a3aM MAaHHBIX, HHGOPMAIHUOHHO-CIIPABOYHBIM U
MOUCKOBBIM CHUCTEMaM.

Hopwmes! Bpemenu: 6 a.4. Ha BRIIOJTHEHHE Kelica.

ITpoBepsieMble KOMIETEHITHH (3 oror Bo):

IIK-3. CrnocoGeH yIpaBisTh MAESTEIBHOCTHIO MO JUCTAHIIMOHHOMY HH(GOPMAIMOHHO-CIIPABOYHOMY OOCITY)KUBAHHIO Ha
YPOBHE OpraHU3aIfn

IIK-7. Cnocoben k pa3pabOTKE M COBEPIICHCTBOBAHUIO CHCTEMbI KIMEHTCKMX OTHOIICHHHM C y4eToM TpeboBaHuit
MOTPeOUTEIISI

[IpoBepsiemble HHAUKATOPHI TOCTHKEHHSI KOMIETSHITHIA:

[IK-3.1. IInanupyeT ¥ pYKOBOJIUT IOCTPOSHHEM EAWHOW CHCTEMBl YIPaBICHHUS IUCTAHIMOHHBIM WH(POPMAIMOHHO-
CIPaBOYHBIM OOCITY)KHBaHHEM Ha YPOBHE OpraHU3aluu

[1K-3.2. Opranu3oBbIBaeT AESATEIbHOCTh MOJPA3JIEICHIH, YIaCTBYIOIIUX B JUCTAHIMOHHOM HH(POPMALHMOHHO-CIPAaBOYHOM
00CITy’)KUBAaHUU

[1IK-3.3. VYmpaBnser NpoekTaMH IO COBEPIICHCTBOBAHHWIO CHUCTEM W IPOLECCOB JAMCTAHIMOHHOTO WH(OPMAIOHHO-
CIPaBOYHOTO OOCTY)KMBaHHS Ha YPOBHE OpraHU3aIMU

[IK-7.1. IlpumMeHsieT KIMeHTOOPUEHTUPOBAHHBIC TEXHOJIOTUH B CEPBUCHOI EATEIBHOCTH

[1K-7.2. YyacTByeT B pa3paboTKe CUCTEMbI KJIMEHTCKHX OTHOIICHHH

IIK-7.3. YuacTByeT B COBEpIIEHCTBOBAHUU CUCTEMBI KJIMEHTCKUX OTHOIICHHUH

TIpoBepsiemMble pe3yabTaThl 00YICHHUS:

3HaeT: MOHATHE «IUCTAHIMOHHOE MH(OPMAIMOHHO-CIIPABOYHOE OOCITY)KHBAHKE», BUIBI IUCTAHIMOHHOTO OOCITY)XKHBaHHUS,
KJIFOYEBBIC Talbl MPOSKTHPOBAHUS WHPOPMAIMOHHOTO OOCTYKUBAHHSI, CYIIHOCTh CHCTEMBI YIIPABICHUS B3aHMOOTHONICHUSIMHU C
kiuentamu (CRM); mokasatenu kauecTBa HHGOPMAIIMOHHOTO 00CITY:)KHBaHHS, METOJIUKH UX pacyera.

Vmeer: pa3pabareiBaTh YIPABICHYCCKHE PEIICHHS [0 IOBBIICHHIO KOHKYPEHTOCIIOCOOHOCTH W PAa3BHTHIO CHCTEMBI
JUCTAHI[HOHHOTO OOCITY»KMBaHHsI KIIMSHTOB; aHATM3UPOBAThH MMOKA3aTENN JESITENILHOCTH CTPYKTYPHBIX TOAPA3ICACHUMA, BXOMSIINX
B CHCTEMY J[AMCTaHIIMOHHOTO OOCIY)XHBaHHs KIHCHTOB, BbIPA0ATHIBATh YIPABICHYCCKHE PEIICHUS IO IMPOCKTHPOBAHHUIO
HH()OPMAITHOHHOTO OOCITY)KUBAHUS KIMCHTOB OpPTraHU3allMd Cepbl YCIYT; BBIBIATH MOTPEOHOCTH B M3MEHEHHUSIX ACATEIbHOCTH
KOHTAaKTHOTO HMH(OPMAIMOHHOTO IICHTPA; IUIAHUPOBATh H3MCHEHUsS B Pa3BUTHH KOHTAKTHOTO HH(OPMAILMOHHOTO IIEHTPA,
olleHUBaTh 3PPEKTHBHOCTh BHEAPCHUSI MHHOBAIMOHHBIX TEXHOJOTHI OpraHU3al[iK W YIpPABICHUS ACATSIbHOCTHIO KOHTAKTHOTO
HH(MOPMALIOHHOTO IIEHTPA; MPOBOAUTH aHAINW3 HWH(MOPMAIMOHHOTO OOCTY)KHBAaHHS B KOHTAKTHON 30HE OpraHu3auuu chepsl
yCIIyT; TPOBOJWUTH ayauT BeO-caliTa opraHu3anuu cdepbl YCIyr; OIEHHBATh Ka4eCTBO HH(POPMAIMOHHOTO OOCITYXKHBAHHUS
opraHm3aiuu chepsl yeIyr; pa3pabaTsiBaTh PEKOMCH/IAINH [0 COBEPIICHCTBOBAHMIO HH(POPMAILIMOHHOTO 0OCIYKHBAHUS KIMSHTOB
OpraHHu3aIMy Chepsl YCIyT.

Brameer: METOAMKON ONEHKH PpE3yJIbTATOB JCSTEIBHOCTH CTPYKTYPHBIX MOAPA3ACICHUM, BXOMILIMX B CHCTEMY
JIUCTAHIIHOHHOTO OOCITYKMBaHHS KIIHCHTOB.

Tun (dbopma) 3aaHus: Keic

IpumMep THITOBBIX 3aaHMil (OIIEHOYHBIC MATEPHAIIBI):

TIpoBeauTe aHaMKM3 JNEATENBHOCTH NMPEANPHUITHS cEephl yCIyT, HIMEIOIIErO B CBOEM COCTaBe KOHTAKTHBIN MH()OPMAIIMOHHBIH
HEeHTp (OpraHM3anys Ha BEIOOP) M MPEATIOKHUTE PEKOMEHAIIH TI0 COBEPIICHCTBOBAHHUIO HH()OPMAIIMOHHOTO 0OCTYKHBAHHS, B TOM
YUCJIC U JUCTAHIIUOHHOI'O O6CJ'Iy)KI/IBaHI/I$I.

CtpykTypa paGOTHI M KPUTEPHH OIEHKH:

Ornenka (6auibl)
2 | 3]4]5

Kpurepuit

Pasnen 1. Onucanune opranu3ainuu chepbl yeayr — MakcumyM 20 6ayuioB

IIpeactaBneHo Ha3zBaHue ((GUPMEHHOE HAUMEHOBAaHUE), OpPraHU3aLHOHHO-TIpaBoBas  (opma,
reorpapuyeckoe IMoJoKeHHne, chepa HEATETHHOCTH, OCHOBHOM BHI J3KOHOMHYECKOH AesSTEIbHOCTH
(cormacao OKB3/1-2)

Jlana xapakTephCTHKa MPOAYKTOB (YCIYT) OpraHH3alllH; XapaKTepHCTHKa IOTpeOHuTeNed MpOIyKTOB
(ycnyr) opraHuzaiuu

IIpeacTaBieHa MUCCHs OPTraHU3alWH, ONMCAHbI €€ [IeJIH ¥ CTPATeTHH

IIpeacraBieHa opraHU3alHOHHAS CTPYKTYpa YIPaBICHUs B BHAE CXEMbI C YKa3aHHEM Ha KOJIHMYECTBO
paOOTHHMKOB OPTraHU3aIMH [0 KOKIOH JOKHOCTH

Paznen 2. Ananu3 uHGOPMAIIMOHHOTO 00CTY)KHBaHHsI B KOHTAKTHOW 30HE OpraHu3aluuu cepbl yeIayr — MakcuMyM 25 6ajuioB
OmnucaHa KOHTaKTHas 30HA OpraHu3anuy (B T.4. mpencraBieHa(-bl) ¢oTorpadusi(-uu) KOHTAKTHOH
30HBI); OIMCaHBI POPMBI U METOJIbI 0OCITYKMBAHUS KIIMCHTOB

OmpeneneH COCTaB IEPCOHANA KOHTAKTHOM 30HBI, KPAaTKO OXapaKTEpU30BAaHO MX YdacTHe B
“HGOPMALMOHHOM 00CITY)KMBaHUH KIMEHTOB NPEANPHUATUS

OnpeneneHbl NpUeMbl, METObI, TEXHUKH OpTaHU3aIMH CEPBUCHOTO B3aUMOICHCTBUS

IIpuBenensl M omucaHbl MHGOPMAIMOHHBIE CPEACTBA M TEXHOJOIMH OPraHU3allud CEPBUCHOTO
B3aHMOJICHCTBHS

OmnpeneneHsl ¥ ONMCaHbl CTAHAAPTH HHPOPMALMOHHOTO 00CTyKUBAHHS

Pasnen 3. Aynut BeG-caiiTa opranusanuu cdepsl yeiyr — MakcuMym 30 6aios
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VYka3zaHO Ha3BaHHWE caiiTa, OmpenesieH BUJ caifTa, 0003HAUCHBI LIENN CaiiTa, MPECTaBICHA CTPYKTYpa
caiita

IIpoBeseH aHanmM3 U JaHa OleHKa 03a0unuTH (yao0CTBa) U qu3aiiHa caita: KpoccOpay3epHOCTh caiTa;
LIBETOBOE BOCIPHATHE; KAauyeCTBO [H3aifHA: IPUBJIEKATEILHOCTb, €JHMHOOOpa3ue, COOTBETCTBUE
MIPUHIMIIAM JIHA3aiHa

IIpoBeneH aHanu3 W JaHa OICHKa fo3abuimuth (ymoOcTBa) WM Ju3aiiHa caiiTa: HaBUranus 1O CaWTy;
KOHTEHT (0TOOpakeHHEe TEKCTOBOW M rpaduueckor HHopMaImm)

IIpoBeneH NOUCKOBBI ayauT caiita (IpUCYTCTBHE caiiTa B IOMCKOBOM HHJEKCE, KOPPEKTHOCTh
MHJIEKCAllU1, KOHKYPEHTHI B TIOMCKE IO KJIFOYEBBIM 3allpocaM, MO3MIUH CaifTa B MOMCKOBBIX CHCTEMaX,
YHHUKaJIbHOCTh TEKCTOB)

TIpoBeneH MapKeTHHTOBBIM ayAWT caiTa: JOMEHHOE MMs, KOHTakTHas mH(opMmamus (B T.4. HaJHIHe
(dopMBI 00paTHOI CBsI3M, Hpailc-TUCTOB), IIejeBasl ayAWTOpPHUS, NPHUBIEKATEILHOCTh KOHTEHTA JUIS
MIOCETUTEINIEH caiiTa, aHaJIN3 NOCENIAeMOCTH CaiTa.

IIpoBenen MapKeTHHTOBBIA ayIOUT caifTa: CPaBHUTENBHBIM aHAW3 CalTa MPEANPHUSITHS C calTamMu
NPSAMBIX KOHKYPEHTOB METOJOM OaJJIbHBIX OLIEHOK (paccuMTaH PEHTHHI C YY4EeTOM Beca KaXKJoro
KPHUTEpHs, KPaTKO MPEICTABIEHB] JOCTOMHCTBA M HEAOCTATKU CalTOB)

Pazpnen 4. Onenka kauecTBa HHGOPMALIMOHHOIO 00CIYXKUBaHHUSl — MAaKCUMyM 25 0aJl1oB

OtoOpaHbl MOKa3aTeNH, OTPaKAaloUMe KadecTBO HH(POPMAIMOHHOTO OOCIHY)XUBAHUS KIHEHTOB
opranusanuu cdepsl yciyr

IIpoBeseH pacuer nokasareneil KauecTBa HH(GOPMAIIMOHHOTO 00CITYKUBAHHUS

ChenaH BBIBOA O CYIIECTBYIOIIMX MpoOnemMax HMHGPOPMAIMOHHOTO OOCITY)KHBAaHHS KIHEHTOB
OpraHu3aluu

IpeanoxxeHbl PEeKOMEHIAIMH 110 COBEPIICHCTBOBAHUIO MH(MOPMAIIMOHHOTO OOCITY)KHBaHHS KIMEHTOB
opra"u3zanuy cdepsl yCIyr Ha OCHOBE IPOBEACHHOIO aHAJIN3a KOHTAKTHON 30HbI

IpeanoxeHbl PEeKOMEHIAIMU 110 COBEPIICHCTBOBAHUIO MH(MOPMAIIMOHHOTO OOCITY)KHBaHHS KIMEHTOB
opranu3zanuy cdepsl yCIyr Ha OCHOBE IPOBEAECHHOrO ayuTa Be0-caiita

Meroaudyeckue MaTepHaibl, ONpeIeTIoNe NPOHeypy U KPUTEPUH OLECHUBAHUS CHOPMUPOBAHHOCTH KOMIETCHLHUH NPH
MIPOBEICHUH POMEXYTOYHOH aTTecTaluu

OueHka cTeneHu chOPMUPOBAHHOCTH PE3YIBTAaTOB 00YUYEHHUS IPOU3BOINTCS 110 LIKANIE:

86-100 6ay1oB — ypoBeHb C(HOPMHUPOBAHHOCTH 00Pa30BATEIBHBIX PE3YIbTATOB BHICOKHIA, COOTBETCTBYET OILICHKE «OTJIMYHOY.

71-85 6amnoB - ypoBeHb C(HOPMUPOBAHHOCTH OOpa30BaTENbHBIX PE3yJIbTaTOB IIPOJBUHYTHINH, COOTBETCTBYET OLCHKE
«XOPOILIOY.

56-70 OGamioB - ypoBeHb C(OPMUPOBAHHOCTH OOpa30BaTENBHBIX pPE3YJIBTATOB IIOPOTOBBIH, COOTBETCTBYET OIICHKE
«YIOOBIICTBOPUTEIIBHOY.

55 GamwioB M MeHee - YPOBEHb C(HOPMHPOBAHHOCTH OOpPA30BATEIBHBIX PE3YJIbTaTOB HM3KHH, COOTBETCTBYET OIICHKE
«HCEYOOBJICTBOPUTECIILHO».
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