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Ycnyra 3a ycnyry

POCCUSAHE NOKA HE Y3HAJIN, YTO TAKOE KAYECTBEHHbIV CEPBUC

3a 20 nem, npowedwux c moMeHma nep8ozo susuma 8 Mockgy
2ypy cepsuca Jnucona Illoyna, kauecmao obcyrcuganus 3amems-
HO YTy UWUNOCL — 8 MA2A3UHAX NOABUAUCL Npodykmbl. Ho 8 60/1b-
WUHCMBe CIyudes MoJbKO IMuM, CHUmaem amepukaHcKuil KOH-
CYTbMAHM NO 8HeOPeHUI CepBUCHOL cmpame2ull, NO3UMUBHbLE
nepemensl 8 Poccuu 8 obnacmu 06Cyncu8arus U 02paHuUUUIUCD.

TEKCT AHAPEN QUNATOB

[TorOBOPHTE O POCCHIICKOM CEPBHCE
Joxon oy npumiacuit B oUC CBOUX
napraepos u3 Service First. Kak 1 mona-
raercs I'ypy CepBuca, rnepe/i Hauaaom
HHTEPBBIO [0V TIPEITONKHIT HaliKy
kode. CBOW Nepey 00yJarolyio
[POrPaMMY 110 0OC/IYKHUBAHHIO KITHEH-
TOB OH paspatoran eme B 1979 roxy.
CerosiHsa OCHOBaHHAA MM KOMIIAHHsA
Service Quality Institute coTpy/jHHYaeT
¢ opranusanuAmvu B 40 crpaHax mupa,
Bosee 2 MJIH 4eI0BEK TPOXOAAT 0byde-
Hye o nporpamMmam Illoyma.

Kak Bbl oLleHMBaeTe Ka4ecTBo poc-
cunckoro cepsuca? KakoBbl ero
OCHOBHble 0cobeHHOCTN?

[lepBoe, uTo Gpocaercs B 1v1asa, —

B Poccuu CIMIIKOM MHOI'O OXPaHHHKOB.

OHH IIPOCTO KPYTroM U B OOBIIMHCTBE
cIy9aeB HUYeM He 3aHATHI, MoTpebure-
JIIO TIPH 3TOM MIPUXOAMUTCS MePeruiasin-
Bark 3a npoaykuuio. Ha Mo Barsaz, B
Ballel cTpaHe CJI0KUIOCh MHEHHE, YTO
HA/IMUHE CeKbIOPHUTH — 3TO XOPOTTHH
TOH, XOTS OHH W BBITOIHAT GYHKIIMIO
MaHekeHOB. Kyja HU TOHAeNs, Besge
CH/MT OXpaHHUK. K npumMepy, BrI 3arid-
HY/IH B PECTOpaH, & TaM COTPYAHUK
fezonacHoCTH. ITO IpocTo Heaymue.
Kro 6yzer BopoBath B pecTopane?!
CaMoe 1I0X0e — CIIYYUCh YTO, OHH

HUKOI/A HE CTaHYT BMEIIHBaTLCA. DTH
JIIOAM HUKOT/IA He VABIOHYTCA, Aa |
BOOGIE, B PoCCHE Mamo KTO yabIbaer-
ca. MHe KasKeTcd, 94TO B Ballled cTpaHe
JIOIA CJIMIIKOM ITOCYIIHBIE, AaKe TaK:
Y HHAX OTCYTCTBYET /IyX TIpeJnpHHAMA-
TENLCTBA. BHIMOMHAIOT TONBKO TO, YTO
KTO-TO BeJIejl, ¥ KakoH Obl HH ObLia
MOJUTHKA KOMIIAHHUH, BCe ¢ Hel corma-
warTed. BO3MOXKHO, 3T0 Hacie/ue npe-
ABIIYIIETO PEXKUMA.

Ewme ogHo HabmwogeHue o Poccru: 34ech

MHOI'0 MOJOABIX NK0AeH. B GonbIIMHC-

BB BH/IMTE IIPH BXOJlE, — OXPaHHHMK.
IpeAnonox UM, A X049y YKPacTb UKDY.
3axoxy, a OXpaHHHMK TOBOPHUT: «/lo6poe
yTpo, 1 Mrops, a kak Bac 30ByT?

0, /IxoH, paj IPUBETCTBOBATH Bac

B HalleM cynepmaprere!» Byay o a
KpPAaCTh UKPY TaM, TAe Bce MeH:d 3HAI0T?
TTepcoHasl B BallIMX CyIepMapKeTax
BesleT cebs ByATO Napaau30oBaHHEBIH,
KaK Xo/iA4re TPYIIbl. DTO caMble XyIue
LIpOAABLB B MMPE M3 TeX, UTO 5l BCTpe-
4aj1. Bo MHOI'MX cTpaHax Jyuiiee o0cLy-
HUBAHHE [1PEJOCTABIIOT B CyIlepMap-

MepcoHan B poCCMNCKUX CyrnepmMapKeTax
BeOeT cebs1 OyaTo napannsoBaHHbINA,

KakK xoga4uue Tpyrbl. OTO caMble XyaLuve
NnpoaasLbl B MUpe 13 TeX, YTO f BCTpeyan

TBE KOMIAHWH TPYAUTCA MOMOJAEKD, 1
HUKTO He obyuaet ee cepsucy. Korga
3aX0/MIIb B MarasuH, HUKTO He CKa-
ser Tebe: «/lobpbIii JeHb, MEHA 30BYT
TAK-TO M TAK-TO, a Bac? Cnacubo, 4To
PENTHIN 3aTAHYTh. Bel Koraa-Hubyab
OBUTH ¥ HAaC paHelie? Yem MoxeM
oMoYb cerofHa»? [IpejcTaspre poc-
cuiickuit cynepmapkert. [lepsoe, 4ro

KeTax, HO TOJbKO He B PoccHu. 3/ech
COTPYSHHKHU CHAAT Ha CTYNbAX. CTyIbsA
Boob1Ie HaZo yOpaTh U3 MATA3HHOB, a
COTPYAHUKAM 00BACHHUTD, UTO OHU TPY-
aates B cdepe obcayKUBaHuA. Y Bac ke
[POJABLBI BRIIAAAT TAK, CJIOBHO HacTa-
Jio Bpemda CrpatiHoro cyia. Mm npocrto
He HpasHTca paboTa. OHU BCe Bpems:
NPOBOJAT Ha CTYJIe.



KOMMep4Yeckun
31 AupekTop 5&

12 [24] nekabpb 2007

TEMA HOMEPA_JI(




KOMMep4ecKkuin
pupekTop S&MM
Ne 12 [24] fekabpb 2007

32

>

N3meHUNocb N1 4To-HUbyab B
KayecTee 06CyKMBaHMA?

[To cpaBHEHHIO € TeM, 4TO OBLTO paHb-
lle, HAaMeTHIACh NO3UTHBHAA TeH/IEeH-
M. YK€ eCTh HEKOTOphIe CeTeBble
KOMIIaHHH W PeCTOpPaHkI, — Ipag/a,
MOKa WX COBCEM HEMHOT0, — KOTOpEIE
IpeJiaraloT HeIUIOXOH ypOBEHB CEPBU-
ca, 1 3TO pajyer.

EpuHcTBeHHOE robanbHoe u3MeHeHHe
B JIYYIIYIO CTOPOHY IO CPABHEHMIO

€ TeM, YTO TBOPUIOCE 3z1eck 20 yer
Ha3aj, — B MarasauHax [OABHIHCH [1PO-
JVKThL (cmeemcs). TToKynaTenn celyac
pazibl HAJTMYHIO TOBAPOB, IOTOMY He
paccMaTpHBaloT oOCTy)KMBaHHE KaK
KJIIOUEBOH 3J1eMeHT cepBuca. B3arb

Te yKe CynepMapKeTbl (A TIpUBOXKY

B IPHMeEp CyNepMapKeThl, XOTA 3TO
OTHOCHTCS K OOJIBITUHCTBY KOMIIA-
HUH). YpOBeHb CepBHCA PAKTHYECKH
Bes/ie OMHAKOB: OH II0IIPOCTY OTCYTC-
TByeT. COTPYAHUKH 6e30MacHOCTH He
MOHMMAIOT, 4TO paboTaioT B cdepe
0BCTYKUBAHMS, YTO MOT'YT BHECTH
CBOH BKJIa/] B IPOM3BO/CTBO, MIOKA3AB,
r/ie 1exAT ToBap. [TpoHCXOAUT 31O,
BO-TIEPBhIX, IIOTOMY, YTO UM 3TOr0 He
Ha/10. BO-BTOPBIX, HUKTO HX 3TOMY U He
yuauiI, B srydineM cydae UM cKasally,
4TOOBI OBUIN BEIUBEL C TTIOCETHUTES-
MH, TIOTPATHB Ha MHCTPYKTAX MUHYTY.
BONBIIMHCTBO KOMIIAHUI He yaessaer
JOJDKHOIO BHUMaHHMA CepBUCY, TaK KaK
HE NOHUMAET, HACKOMBLKO OONbIIYIO
OT/laYY B IEHEKHOM BBIDAKEHHH OH
OPUHOCHT. MOMHO B Passl YBETHUHUTh
HIPUOLLIE, €CTTH TIPELIOKHTE EPBO-
KnaccHoe obcmyxuBanue. [Ipobaema
Pocecnu B TOM, YTO pexiama 37iech
o4eHb gopora. [Ipy 3ToM ee o4eHb
MHOr0. B TO e BpeMA OfHH U3 caMBIX
BBITOJHBIX METO/IOB MapKETHHIa — TIepe-
nava wHGOpMaLMK U3 yeT B yeta. Ectu
noTpefuTe/b BIIEPBBIE CTONKHYICA C
OTIMYHEHIIUM CEPBUCOM, OH 00s3a-
TEJIHO PACCKAMKET PO 3TO 3HAKOMBIM.
Oanako 06CTYKMBAHHE JOJHKHO GBITH
HE [POCTO XOPOIINM, a [epBOK/Iac-
cHbIM. [ToaTOMY CHauana ciaeayer noct-
POMTB CTPATErni0 0OCIYKUBAHUA KJIH-
€HTOB U CO3TAHUA KYIETYDbL CEPBHCA.
[TpaBuia ¥ pacnopsKeHHss OOMBIIMHC-
TBA OPraHM3alMi B MUpe IVIYIIEL.
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TIpM 3TOM COTPYAHHKH 0D0XKAIOT HX
MCIOMHATE. K IpHUMeEpY, BO MHOT'HUX
adpOMNopTax MpeiaraioT 3arnoJHATh
KapTOUYKY C TeMH Ke JJAHHBIMH, ITO

y MeHA B nacnopre. [Torom sTa kap-
TOYKA IPOCTO-HANIPOCTO BhIGpachiBa-
eTcs, XOTsA Ha MIyIbsle KIouKH OyMa-
I'M TPATATCA MMUJUIHOHBI JOJIAPOB.
Ho komnaHuu OﬁO}Ka}OT BCAYECKHE
npasuaa v OrpaHuvaeHHA. B Kaxaom
MOCeTHUTENE UM MEDPELUIUTCA BOP.
Opra"uzanuu BBOJAT JOIOTHUTENb-
HbIC 34IIPEeTHI, HE€ MpHHHMAad B pacuer
kinenTos, Jlrobaa opraHusanus Tpa-
THT Ky4y ZeHer Ha MapKeTHHI i
IPHBJIEYEHHs HOBBIX OTpebHTeNeH,
MOTOMY YTO YacThb CTAPBIX YIKe ChITa
110 TOPJ0 3TOH KOMIlaHueu. B pesyib-
TaTe BMECTO TOTO, YTOOHI MCIIOJb-

Ha uem Bazupyetcs KynbTypa cep-
Buca?

B mob6oii cdepe 6GuzHeca rpu obey-
KUBAHUM OY€Hb BayKHA CKOPOCTh.
INokymarens He JHOOWT X/4aTh. YTo OB
KOMIIAHHWA HU LIpejUIarania, Jx/1u He
3aXOTAT TPATHTDb Ha ITO LEIBIH /IeHb,
noTpeOHTeNb IIEHUT CKOPOCTb.
CrnenyeT odeHb BHUMATEIbHO
OTHOCHTBCA K Habopy [epcoHaa.
BOMBIIMHCTBO COTPYAHUKOB OT/IENAa
Ka/IpOB HAHMMAIOT Te/a, a He JKHUBBIX
jrozelt. Kyua komnanui B Poccun
Heper Ha paboty Jrojei, KoTopere
IPaKTUYeCKH He BBHINOIHAIOT CBOMX
obsAzanHoCcTeH. [l KOMIaHui 3To
03HaYdeT YBeTHUeHHe HaKIaHbIX
PAacXoi0B U IPUBOAUT K HEKOHKYpPEeH-
TOCIOCOGHOCTH. He yAHBAIOCH, eCiiH

Sl

MO>XHO pe3Ko NogHATb MPOoAaXKu, Nokasas
nokKynarenio, 4YTo Bbl eMy HebGe3pasnmnyHbl. Ecnn
noTpebuTenb BnepBbie CTONKHYNCA ¢ OTNNY-
HeLWUM CEPBUCOM, OH 00A3aTENBHO MO3BOHUT
CBOMM 3HaKOMbIM U PAcCKaXKeT Mpo 310

30BaTh MeHee 3aTPaTHRIHM crocob u
3aCTaBHTD NMOTPEOHUTENA paccKasbl-
BATh O MPOAYKTE CBOMM 3HAKOMEBIM,
OpraHU3aluK TPATAT OPOMHEIE
AeHBbTH Ha MAapKeTHHI. BHUMATeNbHO
OTHOCHTBCH K COOCTBEHHBIM NPABH-
J1aM HaJl0 TIpek/e BCero noToMy, 4To
IITAT COTPYAHHUKOB JIOJBKEH COCTOATh
M3 IPHATHBIX B 06IeHHH Jrojeil. Eciu
TMPHAVMEIBATE CyMacUIe IIne TpaBH-
Jia, MepcoHas CTaHeT UM CJIeA0BaTh, a
geM Gosiblile TAKMX NPABUII, TEM XyKe
BY/IyT YYBCTBOBATE CefA COTPYAHHKH.
[TpuzeTcd BBOAUTD JONOJHUTEIBHbIE
TIO3MIIMK MEHE/JKEPOB, KOTOPEIE OyayT
CEe/IMTh 3a WCIOJHEeHNeM 6peloBhIX
TnpeAnvcaHui. A Beb Ha 3TO TPaTATCA
orpoMHsbie cpeicTBa. B Poccun Brityer
abcoMmoTHAsA YBEPEHHOCTh B Heyec-
THOCTH NOKynaTenei. MeHeIKepsl

He JOBEPSIOT NEePCOHANy, IepcoHal

He JI0BepfeT MOCeTHTENAM, U [PULY-
MEBIBAIOTCS BCE HOBEIE H HOBBIE
VKA3aHHA.

BRIACHUTCA, 4TO 1o 10% paboTHUKOR
BalllMX OpPraHMU3alMil COCTABIAT
TaKHe «TPYIbl». B 3araHbeIX KOMITAHU-
AX MX JAaBHBIM-AaBHO Obl [TOBEITOHSAIH,
HO y Bac ux OyayT ZepKath Ha MecTe u
MJATHTh JeHBTH.

COTpyAHUKH IOJDKHBL UMETh Oombline
nosmHoMouMi. To ecTh paboOTHUKAM
ciefyeT IPUMHUMATh PeIIeHHUA B [10/b-
3y KaueHTa, Ec/id B opraHusaluio
obparuica noTpebuTesb, COTPYAHHUK
JIOJUKEH MOMEHTAIBHO YAOBJIETBOPHUTS
TOKENaHMA KIHeHTa. JJOBOTLHBIH
noTpebuTeNb 3aMyCTUT IPOLiece nepe-
Aa4u MHQOPMAIIMH M3 YCT B ycTa.
Taxaa pexnama He OyJeT BaM CTOUTD
HM KOlleHKH. Bonbiad e JacTb nep-
COHaJIa NIPUBBIKJIA OTBEYaTh KJIHEHTY
OTKa30oM WIH OekaTh K HaYaJbHHUKY 3a
paspemenyeM. JIo/y MPpexe BCEro He
XOTAT OTBETCTBEHHOCTH, [IOTOMY 4TO
HosTca GeiTh yBOMEHHBIMU. TaKke OHK
onacaroTes, YTO 3@ NPOABJEHHYI0 MHH-
LHATUBY KOMIIAHHs UX OMITpadyer.
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TaBe KOMIIAHHMK HeOBXOAMMO 10CTO-
SAHHO TIPOBOJINTE TPEHHUHTH 71 COTPY/-
HHKOB TT0 MOBBIMIEHUIO HABBIKOB 06CTY-
KUBaHUA. [IpHUeM ¢ PeryrapHoCTLIO

B UETHIPE—1IECTh MECALER IPOrPAMMY
HYXHO 00HOBJIATE. He aymatiTte, 4To,
MPOH/AA OMH-EAHHCTBEHHBIN KYPC,
paboTHUKH 10 KOHIIA CBOEH TPY/IOBOH
JAEATENBHOCTH OVAYT HMAEATbHO BBINOMI-
HATHL 00g3aHHOCTH. TIpUYMHA TIPOCTa:
BCE MBI JOIH, a TIOAM CBOMCTBEHHO
3abbIBaThH 3ayyeHHOe. Ha MHTes/nek-
TYa/bHOM YPOBHE Y€JIOBEK 3HAEeT Bee,

0 9YeM MBI FOBOPHM, OH IIPOCTO HE
HCIIOJIB3YET CBOM 3HAHMA. f e NpH3k-
BAK K H3MEHCHWIO ITOBEJCHHWA H OTHO-
MEeHHA K TOTPeOUTENIO.

A Kak MOXHO 3aMOTMBUpPOBaTh Npo-
nasua?

[TokasaTsk, uTo ero pabora UeHHUTCA.
BOJIbIIMHCTBO PYKOBOJMTENEH OCHOB-
HBIM CTHMYJIOM CUMTAKT 3apILIATY.

Ho aTo He Tak. MHOIIA JOCTaTOYHO
MOZOHUTH K COTPYAHUKY ¥ CKa3aTh:
CAYIIAH, 1 AeHCTBUTENBHO 1IEHIO TBOU
YCUIMA. JJOBEpPUTh OTBETCTBEHHOE
sajanve. CieayeT NOBLICUTL U YPO-
BeHb caMooleHKH paboTHHKoB. M eme
HEIUVIOXO BBECTH CHUCTEMY ACHEKHOI'O
TIOONIPEeHUd /19 TeX, KTO MoKa3blBaeT
HaWIYy4qIIMi pe3yibTar.

Hackonbko yBennyeHue Konumyecrea
NOANBbHLIX NOKynaTenen no3sonsaer
NOBLICUTL Npoaau?

JOXO/IBI IETKO MOKHO VABOWTE. Ho cep-
BUC JOJKeH OBITh JeHCTBUTENLHO Ha
BhICcOTE, Ka/plil IeHb KaKIbIH COTPY-
HHK JOJKEH TIPeIaraTh HCKIIOUH-
renbHoe obenyxuBanue. Jliogu 6omabie
BEPAT ApYT APYLY, HEKelH peKiaMe.
MOo# OIIBIT [IOKA3EIBAET, Y4TO JIFOAH 000-
JHAIOT KaueCTBEeHHBIH cepBHC, TTpuueM
BO BceM MHpe, [ToaToMy HcToBeyeMble
MHOTO TIPHHITATTET 6yAyT pafoTaTh Kak B
Pocenu, Tak v B moBGoH Apyroi cTpate
Mupa. Beab BceM HPABUTCA, KOT/IA UM
yapibaroTes. MOKHO PE3KO 1OAHATD
TIPO/IAYKH, TTIOKA3aB MOKYIIATETIO, YTO

OH BaM Hebe3pasnudeH. A MPoJaBIILT
3a4acTylO CTeCHAITCS KIMEHTOB, cel-
JI3BI MOTTIH ObI 3apabaThiBaTh TOPA3/0
Hosnblre, ecyin OB HE NPATANKUCE 38 TIPH-

TeMa HoMepa_JIOSIbHOCTD

naBKoM, CaMbIM [VIABHBIM Hej10-
BEKOM B KOMIAHWH ABIACTCA
He ee TPE3U/IEHT, a 0OLTYHEIH
npoAaBers, 06Ty KUBAIIINNA
noceTUTeNel, il COTPYAHUK
call-uenTpa. A BrICTYIIAO 32 TO,
4TOOBI AaTh BO3MOKHOCTh YEJI0-
BEKY 3a TPHJIABKOM PAacKPHITE
[IOTEHLHAT H COCPEeLOTOIHTECS
Ha 00CTYKMBAHUN KIHEHTA.
Ecmy BBl XOTHUTE TIOBBLICHTE
Ka4yecTBO OBCayKUBaHMs,
[IOMOTHTE BAIIMM JIIOASM
11oBepUTh B cebs. CoTpyLHUKH
JOJIKHBL U3/TyIaTh TO3UTHBHBIN
HacTpo#. Ec/u BBl IO3HTUBHEL,
ITOT 3apAa MepeaacTcd ToKyTa-
TENSIM, M Ha0DOPOT.

CKONbKO NPOLEHTOB OT
obuiero poxoaa KoMnaHun
norpebyeTcs Ha peopraHusa-
LMIO cTpaTerum cepenca?
Oxkono 10% oT cpe/cTs,
BBIJIEAEMBIX Ha MapPKeTHHT.
CKE}KGM, eI KOMIIaHHMA eXKe-
MecsyHO TpaTtuT $10 TeIC. Ha
MapKeTHHT, $1 THIC. AO/IKHA
WJTH Ha TOCTPOEHHE BBICOKO-
KJIACCHOT'O CepBHCA.

Bcerpa nu npae knueHT? YTO penartb,
Korfaa noceTuTens BefeT ceds rpyco
Nno OTHOLUEHWIO K NpoaasLy?

Muorpa rpybocts norpeburens — sTo
peaxus Ha OTHOLIEHHE K HEMY CO CTO-
pOHEI HepcoHaia, YTo KacaeTcd KJIH-
€HTOB, TO MO60TO TPYHOTO TOCETUTEN
MOMHO KOHTpOIUPoBare. Heobxogumo
3HAHHE TOr'0, KaK BECTH ceOA ¢ TaKUM
YeMOBEKOM. A KIHEHT TTPaR BCETAA.
MaJjio KTO 3HAeT, CKOJIBKO JeHer TepsieT
KOMIIAHHA, OTBOPATHBASACH OT KJIHMEH-
ra. JKU3HeHHBINA LUK 0TpebuTeH
JJIMTCA OKOJIO TIATH JeT. IIpejcTaBbre
0BBIYHYIO MOCKOBCKYIO KOhEHHI0.
OfHOMY M3 TIOCETHTENEH He TToHpa-
BHJIOCH oﬁcnymmaa}me, 1 OH PEeNInI
Qosplle He 3axoguTh crofa. [lepconany
HaIUIeBaTh Ha 3T0. Tenepb NPHKUHEM:
yanrka kode crout nmpumepro 150 py6.
HenoBOJIBHELA CEPBHCOM KJIHEHT
BBIIIKMBAET B HEJEIIO [TdPY HdlIEK KO(i)E.
MHorga 3aKa3bBaeT 4TO-TO Ha /IeCepT.

J:coH 1lloyn 3Haer, kak paboTark
¢ H06bIM KAHEHTOM H CKOJIBKO
CTOHT HEBHUMaHHeE K [IOCETHTEIIO

CrakeM, B HEZeJIH0 1e/I0BeK MOT Obl
OTpaTUTs 3zeck 450 pyd. B mecay ox
ocrasui O yxxe 1800, B rog — 21 600,
a 3a 1ATh JeT — 108 Teic. OauH-
eMHCTBEHHBIH KaneHT. OHaKo paboT-
HHUKY Kade CUHMTAIOT: IoAyMaellb,
kaxue-To 150 py6. MccnenoBanus
MOKa3bIBAIOT: COKpallleHne HeJ0BOb-
HBIX CEPBMCOM KJIMEHTOB Ha 1% 1103-
BOJIFIET B /IBA Pa3a YBEIHYHUTb 060poT,
5%-e cokpallleHHe TO3BOJIUT YBeIH-
YHUTH AOXOABI Ha 25-100%.

EcTb nn y Hac KOMNaHWKW, KoTopble
BCe-TaKu NpefocTaBnaioT Kavecr-
BEeHHBIN CEPBUC?

EcTh, HO PYKOBOJMTENH ITHX KOM-
MaHuH ViKEe JaBHO MBICJIAT I1O-CEP-
BrcHOMY. OHM yKe 3HAIOT, YTO TAKOe
nepsoxﬂaccmﬂiﬁ CEpBHC, KAYECTBO H
CKOPOCTE 00CTy:KuBaHus. M



