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KITKOYEBbIE MOHATUA

[MpogykToBasa nuHenka b6aHka

PeecTtp ycnyr

[lepekpecTHble MHOrOMEpPHbIe Kraccndunkaumm
Nepapxmnyeckmne mMHoromepHbie knaccmdumkaymm
AHanuMTunyeckune nokasarenu
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6.1. NMpoaykroBaa nMHenka d0aHkKa



NMPUYNHBbI BO3POCLLUEU KOHKYPEHLINK

lTpodykmoeol siuHelkou 6aHKa Ha3bIBAKOT MNOSIHbIN U TLATESbHO
CTPYKTYPUPOBaHHbIN Habop 6GaHKOBCKMX YCNyr, npeaocTtaBnsieMblX
OAHHBIM KOHKPETHbLIM GaHKOM.

Ona ynpaeBneHuna rpodykmoeou IruHeukou baHKa rnpexne BCEero
HeobxoanMOo onucaTb U CTPYKTYPUpOBaThb YCIyrn, co3gaB PeecTp YCryr.

Peecmpom 6aHkoecKUXx ycsly2 Ha3blBaeTcs TLIATENbHO
CTPYKTYPUPOBAHHbLIN Habop 6aHKOBCKMX YCHyr, BKMOYAKOLWMIA HE TONbKO
noapobHoe onucaHMe Kaxdow ycnyru, Ho M  COBOKYMHOCTb

aHanuTM4ecknx nokasartenen, BCECTOPOHHE XapaKTepusyrLwmx ee
(ycnyry).
Cnenyert pasnunyaTtb OOHOMEPHYHI n MHO20MEPHY IO

kKnaccndoukauymio. B ogHomepHomM Knaccudukaumm paccmaTpuBaeTcs
OAWH KnaccugurkKauuoHHbIN NPpU3HaK, a B MHOroMepHou — aBa u bornee.



MHOIOMEPHbIE KITACCUPUKALIUA

MHoromepHasi  knaccudukauma MoOXeT  ObITb npoBefeHa
HeckonbkumMmu criocobamn. LLUIMPOKO NPUMEHSIIOTCS  repeKkpecmHasi U
uepapxu4veckasi Knaccmdukaymu.

lMepekpecmHas knaccndukaums xapakTepmayeT KaXablh OObekT
Knaccmdukaumm no BCEM MNPUMEHEHHBIM npu3Hakam. [padunyeckon
MOAENb TaKoOW Knaccudukaumm sBnaeTca maTtpuua — OOHOMEPHas,
OBYXMepHasi, TpexmepHasa U T.4.

[pacbnyeckon  MOOENbD  uepapxu4vyeckou  Kraccudukaymm
ABNSAETCA «aepeBo» unn  geHgporpamma. Uncno  yposHen
Knaccugukaumm MoXXeT ObITb pa3HbIM AN pas3fnnyHbIX BETBEW.

[lepekpecTHaa  kKnaccudukaumss UMeeT  CBOM  HeOoCTaTKMW.
Nepapxuyeckaa knaccudukauma Hauboriee coaepxaTtenbHa, Koraa
Habopbl KraccuUKayumMoHHbIX NMPU3HAKOB A5 00BbEKTOB Knaccndukaumm
NULLb YacTUYHO coBnagatoT. [1pn 3TOM YMCMO KacCcoB HA CaAMOM HUXHEM
nogpobHoM ypoBHe OyaeT B TOYHO COOTBETCTBOBATb YUCNY SYEEK B
MaTpuLe.
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NMPUHUUN NOCTPOEHUA NPOOYKTOBOU NUHEUKU
BAHKA

B uenom knaccundoukauua onepaumm Kommepvyeckoro baHka aBnaeTcs
OOCTaTOYHO CnoXxHom (bornee 4em Mo TPeM Mpu3Hakam), HO AOnd
CTPYKTYypU3auum  nNpoayKToBOW  JIMHEMKM  OaHKa  pekoMeHayeTcs
MCNONb30BaTb MHOFOMEPHYIO Kraccnudukaumio nepapxmveckmum cnocobom,

rpadouyeckon Moaenbi KOTOPOW ABMFAETCS AeHaporpamma unu Oepeso
bonee YeM TPEXYPOBHEBYIO.

Yposens O
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NEPBbIN YPOBEHb KITACCUDUKALINU

[lo coBety Bnagucnasnesa [.H. [1, c. 101] «nockonbky 6aHkK
ABNAETCSA PbIHOYHBIM MHCTUTYTOM, Knaccudukaumio ycnyr
HEeoBX0ANMO HaYMHATbL C KNUEHTOB» UMK Knaccudunkauus no Tuny

KnueHTa. T.e. NepBbIM YPOBHEM MHOIOMEPHOW Kraccndukaumm
ABNSAETCHA NPU3HAK — TUMN KJIMEHTa.

=  lopugndeckue nuua
=  domsnyeckune nuuya

. CbI/IHaHCOBbIe MHCTUTYTHI
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BTOPOWU YPOBEHb KITACCUDUKALIUU

Ycnyrn, OTHOCALLUMECH K KaXaoMy U3 TUMOB KITMEHTOB JOCTaTOYHO
MHOIOYNCMEHHbI, MO3TOMY MX HEOOXOAMMO AenUTb Ha KaTteropun. Takas
rpynnupoBka HeobxoaumMa Onsi Toro, YTobbl ObINO nerye KOHLEHTPUPO-
BaTbCA B NpobnemMHblx 30oHax OaHka. [leneHune HeobxoauMo MNPOU3BO-
OUTb COrnacHoO MOTPEOHOCTAM KIMEHTOB, a He TEexXHOMNornyeckom
onusoctn ycnyr. T.e. npu3HakoMm knaccudukauum BTOPOro YPOBHS
ABNSAETCS NPU3HaK — NOTPEOHOCTU KITMEHTOB.

Mpumep rpynnUpPoBKU 110 kKameaopusiM ycrya Onsi 1opuluYecKuUX

o pacyeTHble onepauun
o KaccoBble onepaunm

i pasmMelleHne cpeacTs

o XpaHeHne LeHHoCcTeu

o donHaHcnpoBaHue

o ycrnyru Ha goOH4O0BOM PbIHKe

o opraHusaumsa pMHaHCMpoOBaHUA

o KOHCYINbTaLUMOHHbIE YCIyTru

o cneumarnbHble OoTpacrieBble NpeanoXeHnd
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TPETUN YPOBEHb KITACCUDUKALUN

OObeanHsAEeMbIX OAHOW KaTeropuemn ycrnyr MoXeT okasaTbCsl
CMULLKOM MHoro. B Takom cnyyae HeobxoamMmo getannsnpoBaTtb
yCInyru no NpUHLMNy, aHanorMyHoMy obpasoBaHuto kaTeropui. Mpumep
AeTanusaumm yenyrm «nuanHr» ans lopunanyecknx nuu;
= NIN3WUHT NIETKOBbIX aBTOMOOUNEN
= JIN3WUHT rPy30BOro TpaHcnopTa 1 T.A.

T.€. UICMONb3YeTcs TakkKe Knaccudukaumsa TPeTbero YpoBHs,
npu4em nNpusHak BblOMpaeTcsa oT cneundukm 6aHKOBCKOro
ob6cnyXuBaHNUSA UNY NO XapaKTepy oka3aHus YChyr, AaTb €ANHYI0
pekomMeHaaL Mo No PopMynMPOBKE KPUTEPUS [OBOMBHO CIOXHO.
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6.2. AHanNUTNYeCcCKMe nokKasarenu
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HASHAYEHUE AHATNTUTUYECKUX NOKA3ATENEN

Peectpom ©aHKOBCKMX YyCrnyr HasbliBaeTcs TWaTenbHO
CTPYKTYpPUPOBaHHbIN Habop OaHKOBCKUX YCNYr, BKMOYaAKOLWUA He
TONLKO NOAPOOHOE OnMcaHue KaXkaon YCnyrm, HO U COBOKYMHOCTb
aHanMTUYeCKNUX nokasaTerien, BCECTOPOHHE XapaKTepu3yloLlnx ee
(ycnyry).

Ha ocHoBe peecTtpa ycnyr 6aHka doopMMpyrOTCA aHaNUTU4YecKue
nokKasartesi, KOTOpble BCECTOPOHHE XapaKTeEPU3YHT KakK OTAenbHbIe
ycnyru, Tak W nakeTbl 6aHKOBCKMX YCnyr, AalT BO3MOXHOCTb
onpenensaTb CUMbHble U crnabble MecTa B NPOAYKTOBOW IUHEWKE
baHka.

O6Hoe/1eHUe aHannumu4yecKux rnokasamersneu rnposooumcsi 8
KOHUe Ka)kxdo20 rnosiy2odusi. Ecnn paccunTbiBaTh NnokasaTenu vatie,
TO He 0Oyper yuteH 9PdEeKkT OT MNPUHATLIX MEP N0 WN3MEHEHWUIO
cutyaumn. baHk sienssemcsi KOHcepeamueHoOU op2aHu3ayued,
NO3TOMY TMPUHATBLIE PELUEHNSI O4YEHb MeANEeHHO MPETBOPSIOTCA B
XXU3Hb.

m’
g



I —
LUECTb rPYMM AHANIUTUYECKUX MOKA3ATEJEN

1. lModpa3deneHusi, omeemcmeeHHble 3a ycryay:
= 3a pa3paboTKy ycnyru
= 33 OKa3aHue ycryru B LeHTpasribHoM odouce
= 3a npojaxy ycrnyru B LUeHTpanbHOM oduce
2. Macuimab eHedpeHus ycryau e baHke:
=  Hanuuune ycrnyrn B NpOAYKTOBOW NUHENKE LeHTparibHoro oguca
=  KONUYEeCTBO OTAENEHUN, rae npeagnaraeTcs ycnyra
= KOnu4yecTBO domnuanos, rae npeasfiaraertca ycrnyra
3. Konnuvecmeo KriueHmos:
= B ueHTpanbHoOM oduce
= B oToeneHusx
= B (punmanax
4. KnueHmoopueHmupogaHHOCMb:
= pacKkpblTMe Ha web-cante
=  pacKpbITUE B NevaTHbIX peKnaMHbIX MaTtepuanax
=  MHJOPMMPOBAHHOCTb COTPYAHMKOB call-center o6 ycnyre
5.0ueHka mexHoO/102U4Y€CKO20 coeepluieHcmea
R.OueHka Ka4yecmea KJIueHmMckKo20 obcnyxueaHusi
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OUEHKA TEXHUYECKOIO COBEPLLEHCTBA

[1Ba nocnegHux nokasaTens ABNATCA Hanbonee CroXKHbIMU —
KOMNNEeKCHbIMU. 5. OuyeHKa mexHoJs102U4eCKO20 coeepuieHcmaa
XapaKkTepuayeT COCTaBNAIOLLME acrneKkTam YCryru, KoTopbie JOMMKHbI
ObITb OTPa)KeHblI B HOPMATUBHbIX JOKYMEHTAaX:
1. Ha3Ha4YeHuUe OOKyMeHma
2. obnnacmb npumeHeHuUus!
3. onpedesnieHUe mepmMuUHO8, 0603HaYeHUSsI U COKpaw,eHUs
- onpeaeneHne TEPMNHOB
- CMNCOK COKpaLLeHNI
4.HOpMamueHble CCbIJIKU
- HOPMAaTMBHbIE AOKYMEHTbI BHELLIHETO NPOUCXOXOEHNS
- BHYTPEHHME HOPMAaTUBHbIE JOKYMEHTHI
5.onucaHue yenesou aydumopuu ycryau
6.yyacmHuku npouyecca 8 baHke
/.onucaHue npouecca
8.e3aumodelicmeue y4acmHuUKoe8 rnpouyecca
9.epeMeHHbIe xapaKkmepucmuKu
10.nopsi0ok ompakeHusi 8 byxaasimepcKoMm ydeme
11.cnucok ¢hopm u obpasyos
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OLIEHKA KAYHECTBA KITMEHTCKOI'O
OBCINYXUBAHUA

Ans oueHku Kadecmea KJIUEHMCKoO20 obcryxueaHus
Jiyduwe ripuesiekamb KJIUEHMCKUX MeHed)Xepoe, a He KITMEHTOB.
OTmMedeHa KpanHAS MNacCUMBHOCTb KIMEHTOB NpWU MpoBedeHUU
aHkeTMpoBaHus. KnuMeHTCKMM MeHeoXXep, KOTOpbIn  SABMSAETCH
agMUHUCTPATOPOM OTHOLLUEHUW KNUeHTa baHka, 3HaKkoM co eceMu
KOHQIMUKMHbLIMU cumyauyusiMmu U 80 83aUMOOMHOWeHUsIX ¢ 6aHKoOM
CKopee 3aHUMaem rno3uyuto KrnueHma, a He baHka. Taknm obpasom,
B3rNA4 KIMEHTCKOr0O MeHeaXepa Ha KadeCTBO  KIMEHTCKOro
obcnyXnBaHUs HEMHOIMM OTNMYaeTCAa OT NMo3uuunm KnneHTa. OueHka
KadecTBa He SBNSETCS CYyOLEKTMBHOM, €Crin B Orpoce Yy4acTBYHOT
OBa-TPU OeCATKa KIMEeHTKax MeHeXepos.
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OLEHKA KAYHECTBA KITMEHTCKOIO
OBCITYXXUBAHUA

YpoBeHb
KayecTBa

Kpntepumn kayectBa o6CcnyxmBaHus KJIeHTOB

100 %

=MeHemkep ycnyru samHTepecoBaH B npodaxe ycrnyru

=CpOKM paCCMOTPEHUS AOKYMEHTOB cobntogatoTcd

=MeHemxep ycnyrm y4acTtByeT COrnacoBaHUM C KITMEHTOM CXEMBb
obcnyxuBanus

=[1py HEBO3MOXHOCTW BbIMONHEHWS NpeaBapuUTeNnbHO JOCTUMHYTbIX
OOrOBOPEHHOCTEN MEHEOXKEP YCnyrn npeanaraet KoMNPOMUCCHI

80 %

=CpOKM pacCMOTPEHNSI AOKYMEHTOB cOobnogatoTcs

=MeHemKep yCnyrn KOHCYNbTUPYET KITMEHTA, HO NPY 3TOM
npeanaraeT HeCKoNbko Da30BbIX CxeM 06CNyXMBaHNA, HAMEPEHHO
HE NOET HaBCTPEYY KINEHTY

=CornacoBaHMemM CO CMEXHbIMW noapasaeneHnaMm MeHeokep
YCNyru He 3aHMMAaETCA, OCTaBNASA 3Ty YacTb PabOTbl KNMMEHTCKOMY
MeHemxkepy

60 %

=MeHemKep yCcnyrn He 3aMHTEPECOBaH B Npoaaxe ycrnyru

=MecTto KOHCYIbTUPOBAaHUNA KIMMEeHTY npeararaetcd 03HakOMUTbLCA C
I/IHCbOpMaLI,I/IOHHO-CI'IpaBO‘-IHbIMI/I mMartepumariamMmm, KOtTopble Hepeagko
HEOOCTYMNHblI N HEKOMITJTIEKTHbI

=CpOK/ pacCMOTPEHNSA JOKYMEHTOB HEPEAKO 3aTArMBaloTCSA B CBA3M
«HEKNMMMW HEOTMNOXHBLIMW OEnaMn» MeHeoxepa ycnyru
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OLEHKA KAYHECTBA KITMEHTCKOIO
OBCITYXXUBAHUA

YpoBeHb Kputepun kayectBa ooCnyXxXmBaH1sl KNIMEHTOB
KayecTBa

40 % =MeHenxep ycnyr He MOXET onpeaesniMTbCs C YyCroBUAMHA
obcnyXusaHmna n TpebyemMbiMn OT KInMeHTa LOKyMeHTaMMU,
NO3TOMY KIMMEHT JONroe BpeMsa HaxoauTcsl B COCTOAHUM
HeornpeneneHHoCTH

=CpOKM pacCMOTPEHUS JOKYMEHTOB PErynsapHO 3aTArmBaroTcH
glyCTb N HE3HAYUTENBLHO)

=B npouecce obcnyxuBaHna perynapHoO Npomucxogart coou, He
BbINOJSTHAOTCS YCITOBUSA 0OCNYyXMBaHUSA

20 % "HEeYOBJIETBOPUTENBLHOE KOHCYSIETUPOBAHUE, PAaCCMOTPEHME
OOKYMEHTOB M 0OCIyXMBaHWE KITMEHTOB

=«HEOOOCHOBaHHas MHUUMATMBa» CO CTOPOHbI MEHeoXXepa yCnyru,
3aKsio4yarLLasca BO BHECEHUM B JOKYMEHTLI U B PerflaMeHT
00Cny>XMBaHMA HE COrnacoBaHHbIX C KITMEHTOM U KIMUEHTCKUM
MeHeXepoM N3MeHeHNN

=0HOCTOPOHHEE 1 BHE3arnHoe yBennyeHne Tapndos

0% = MeHenxep yCcnyru HeOOoCTYIeH, HEVUHULIMATUBEH,
OTKa3blBAE€TCS OT COTpyAHNYECTBa

= B3aumooTHOWeEHUA C KIMeHTamMu He opmanun3oBaHbl,
YCINOBUSA YaCTO MEHSIOTCS B OOAHOCTOPOHHEM NopsaKe

= OOLweHne MeHeoXepa yCryrm U KIMEHTCKMX MEHeKepoB
BEOETCS Mo BCEM BOMpPocaM TOMNbKO Yepes3 pykoBOACTBO GaHKa
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ATPEFMPOBAHHAS OLIEHKA KAYECTBA
OBCNYXUBAHUS KNMUEHTKMMU MEHEIDKEPAMM

MeHemxep 1 | MeHeoxep 2 CpeaHsasa oueHka
ycnyrm
PacyeTHble 80 % 100 % 90 %
onepauumn
KaccoBbie 60 % 80 % 70 %
onepauum
PasmelueHue 20 % 30 % 25 %
cpeacTs
CpeaHsist oueHka | 50 % 60 % 60 %
OaHka
MEHeKeEPOM
84 # ¥ =z2e



APODEKTUBHLIN UHCTPYMEHT YNPABJIEHUA

Ycnyru pnsa ropuanyeckux nuy CpeaHsan
PasmeweHue | ®duHaHCcHpo 06";9"”'(';3
cpeacTts BaHue
MNoopasnoenenue, otBeTcTBEHHOEe | OTaen KpeanTHbin
3a paspaboTKky ycnyru MapKeTUHra otaen
Nogpasgenenue, otBeTcTBEHHOE | KasHavenctBo | KpeauTHbIN
3a oKasaHue ycnyru otaen
NogpasgeneHne, oTBETCTBEHHOE | KnineHTcKkum KrnineHnTtckum
3a npogaxy ycnyrm otaen otaen
MacwTab BHegpeHua ycnyrum 80 % 60 % 80 %
Konn4yectBO KNMEHTOB B 40 150 1200
LeHTparibHoM oduce
Konn4yectBo KNMEHTOB B 45 200 4600
OTAENEHNAX
KnneHToopMeHTMpoBaHHOCTb 80 % 70 % 75 %
OueHKa TEXHONOrM4YecKkoro 80 % 70 % 70 %
COBEpPLUEHCTBA
OueHka ka4yecTBa KITMEHTCKOro 75 % 80 % 70 %
obcnyxmBaHus
fg BTYOC



BbIBObl

= PeecTp ycnyr 6aHka BMecTe ¢ aHannTU4YeCKMMN nokasaTensamm
ABNSAETCH BaXXHbIM UHCTPYMEHTOM YMNpaBneHusi, KOTOPbI NO3BONSET
OLEHUTb YCIyry no OTAemNbHbIM NokasaTensaMm, caenatb CPeaHHo
OLIEHKY N CPEAHIO0 OLIEHKY OaHKa Mo OTAEeNbHbIM NoKasaTernsm.

= AHanNMTM4YeCKne rnokasaTtenm no3BonsoT OLEHUTb Ka4eCTBO
obCcny>XnBaHUs KINMMEHTOB, 3a KOTOPbIMW HE 3aKpensieHbl
nepcoHarbHble MeHeXepbl (CpegHUn U MENKnm BU3HeC)

R



BOIMPOCHI AJid CAMOINPOBEPKW

1. B 4yeM oTnnyma npoaykToBOU NIMHEUKN U peecTpa ycnyr
KOMMep4YecKkoro 6aHka?

2. Kakon npusHak (Kputepumn) ncnonb3yeTcs Ha NepBOM YPOBHE
MHOroMepHOn Knaccudukaumm npmn opmmpoBaHnUn NpoayKTOBOU
NMHENKN BaHKa?

3. Kakon npusHak (Kputepuin) ncnonb3yeTcs Ha BTOPOM YPOBHE
MHOroMepHOMn Krnaccudukaumm npmn opmmpoBaHUm NpoayKTOBOU
NUHenkn baHka?

4. [lepeuncnnTe aHanMTUYECKNEe nokasarenun ans onpeaeneHms
crnabbIX 1 CUNbHbIX MECT B NMPOAYKTOBOM NIMHENKE BaHKa.

5. Koro cneayeT npuenekaTtb Anst OUEeHKN Ka4yeCcTBa KIMEeHTCKOro
obcnyxnBaHma?

g



O —
PEKOMEHAOYEMAA NNUTEPATYPA

Bnagucnaenes [.H. SHumMknoneans 6aHKOBCKOro MapKeTuUHra. —
M.: Ocb-89, 2006. —256 c.

CtedeHcoH Pon. MapkeTuHr gomHaHcoBbIX yenyr / Pon
CtedeHcoH : nep. ¢ anrn. — M.: BepwuHa, 2007. — 256 c.

YTknH 3.A. baHKOBCKUI MapKeTuHr. 2-e naa. — M.: Nudpa-M,
1995. — 304 c.

Xabapos, H.}O. Nonosa B./. baHkOBCKMM ~ MapKeTUHT: Y4ebHoe
nocobue. — M.: Mapket [1C, 2006. — 157 c.

AckeBuy E.B. baHKOBCKNUM MapKETUHT: YY. nocobue —
BnagusocTok, n3a-so anbHeBOCTOMHOIO MHCTUTYTA, 2002

Ackesuy E.B. MapkeTuHr B otpacnsx n cgepax gesarenibHOCTH:
GaHKOBCKUI MapPKETUHT. YUebHO-MEeTOANYECKUIN KOMMIIEKC. —
BnagusocTtok: N3a-so [danbHeBoCT. yH-Ta, 2006. — 225 c.



Cnacubo
33
BH/MAaHMe

Mcnonb3oBaHue maTepuanoB npe3eHTauum

Mcnonb3oBaHne faHHOW Npe3eHTaunmn, MOXET OCYLLECTBIATLCS TOMbKO NPy YCNoBuu cobntogeHnsa TpeboBaHum 3akoHoB PO
00 aBTOPCKOM NpaBe U UHTENNEKTyanbHON COBCTBEHHOCTHN, a Takke C y4eToM TpeboBaHUn HacTosLero 3asBrneHns.

Mpe3seHTaums aBnseTca COBCTBEHHOCTLIO aBTOPOB. Paspeluaetca pacnevartbiBaTb KONUIO NOOOM YacTn npeseHTtaumm ang
MIMYHOIO HEKOMMEPYECKOrO MCMOMb30BaHUS, OAHAKO He [AOMyCcKaeTCs pacrnedvaTbiBaTb Kakyl-numbo 4acTb npeseHTauum C
nobon MHOM Uenbio MM no KakMm-nnbo npuyvHaMm BHOCUTb M3MEHeHWsa B Nobylo YacTb npeseHTauun. Vicnonb3oBaHue
nobor YacTm npeseHTauunm B APYroM MNPOU3BEAEHUWN, KaK B MEYaTHOW, OMEKTPOHHOW, Tak WU MHOW opme, a Takke
ncnonb3oBaHWe NoboN YacTn NpeseHTaumm B ApYron npeseHTauumn nocpeacTtBOM CChIfKM UMM MHbIM 0Bpa3om JonyckaeTcs
TONbKO Nocne Nony4YeHns NMCbMEHHOrO Corfiacust aBTopoB.
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