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ʈɽʌɽʈɸʊ 

50 ʩʪʨ., 40 ʨʠʩ., 18 ʠʩʪʦʯʥʠʢʦʚ 

ʀʅʌʆʈʄɸʎʀʆʅʅɸʗ ʉʀʉʊɽʄɸ, ɸɼɸʇʊɸʎʀʗ 

ʀʅʌʆʈʄɸʎʀʆʅʅʆʁ ʉʀʉʊɽʄʓ, ɺʅɽɼʈɽʅʀɽ 

ʀʅʌʆʈʄɸʎʀʆʅʅʆʁ ʉʀʉʊɽʄʓ, ʕʂʆʅʆʄʀʏɽʉʂɸʗ 

ʕʌʌɽʂʊʀɺʅʆʉʊʔ ɺʅɽɼʈɽʅʀʗ. 

ʈʘʩʩʤʘʪʨʠʚʘʝʤʳʡ ʦʙʲʝʢʪ ï ʢʦʤʧʘʥʠʷ ʆʆʆ çʉʧʝʡʩɺʵʙè 

ʎʝʣʴʶ ʚʳʧʫʩʢʥʦʡ ʢʚʘʣʠʬʠʢʘʮʠʦʥʥʦʡ ʨʘʙʦʪʳ ʷʚʣʷʝʪʩʷ 

ʫʤʝʥʴʰʝʥʠʝ ʚʨʝʤʝʥʠ ʦʙʨʘʙʦʪʢʠ ʟʘʷʚʦʢ ʟʘ ʩʯʝʪ ʚʥʝʜʨʝʥʠʷ 

ʠʥʬʦʨʤʘʮʠʦʥʥʦʡ ʩʠʩʪʝʤʳ.  

ʎʝʣʴ ʜʘʥʥʦʡ ʨʘʙʦʪʳ ʦʧʨʝʜʝʣʠʣʘ ʩʣʝʜʫʶʱʠʝ ʝʝ ʟʘʜʘʯʠ:  

1. ʈʘʩʩʤʦʪʨʝʪʴ ʦʙʱʠʝ ʧʦʥʷʪʠʷ ʩʠʩʪʝʤ ʫʯʝʪʘ ʟʘʷʚʦʢ.  

2. ʈʘʩʩʤʦʪʨʝʪʴ ʨʘʟʣʠʯʥʳʝ ʚʠʜʳ ʩʠʩʪʝʤ ʫʯʝʪʘ ʟʘʷʚʦʢ ʠ 

ʚʳʜʝʣʠʪʴ ʥʘʠʙʦʣʝʝ ʧʦʜʭʦʜʷʱʫʶ 

3. ʈʘʩʩʤʦʪʨʝʪʴ ʨʦʣʴ ʫʢʘʟʘʥʥʦʡ ʩʠʩʪʝʤʳ ʚ ʧʦʚʳʰʝʥʠʠ 

ʵʬʬʝʢʪʠʚʥʦʩʪʠ ʨʘʙʦʪʳ ʢʦʤʧʘʥʠʠ.  

4. ʆʧʠʩʘʪʴ ʧʨʦʮʝʩʩ ʚʳʙʦʨʘ, ʧʨʦʮʝʩʩ ʚʥʝʜʨʝʥʠʷ ʩʠʩʪʝʤʳ.  

5. ʆʧʠʩʘʪʴ ʵʬʬʝʢʪ ʦʪ ʚʥʝʜʨʝʥʠʷ ʩʠʩʪʝʤʳ.  
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ABSTRACT 

50 p., 40 fig., 18 references 

INFORMATION SYSTEM, ADAPTATION OF INFORMATION 

SYSTEM, INTRODUCTION OF INFORMATION SYSTEM, 

ECONOMIC EFFECTIVENESS OF IMPLEMENTATION. 

The object under consideration is çSpaceWebè LLC 

The goal of the final qualifying work is to reduce the processing 

time of applications due to the introduction of the information system. 

The purpose of this work defined its following tasks: 

1. Consider the general concepts of accounting systems 

2. Consider different types of accounting systems and the 

allocation of the most appropriate 

3. Consider the role of certain systems in improving the efficiency 

of the company's work 

4. Describe the selection process, the process of implementing the 

system 

5. Describe the effect of the implementation of the system 
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ɺɺɽɼɽʅʀɽ 

ɺ ʪʝʢʫʱʝʝ ʚʨʝʤʷ ʚʥʝʜʨʝʥʠʝ ʠʥʬʦʨʤʘʮʠʦʥʥʳʭ ʩʠʩʪʝʤ ʠʛʨʘʝʪ 

ʦʛʨʦʤʥʫʶ ʨʦʣʴ ʜʣʷ ʧʦʚʳʰʝʥʠʷ ʵʬʬʝʢʪʠʚʥʦʩʪʠ ʨʘʙʦʪʳ ʧʨʝʜʧʨʠʷʪʠʷ, 

ʦʙʝʩʧʝʯʠʚʘʶʱʝʡ ʜʦʭʦʜʥʦʩʪʴ ʢʦʤʧʘʥʠʠ ʠ ʚʳʩʦʢʠʡ ʫʨʦʚʝʥʴ ʢʘʯʝʩʪʚʘ 

ʧʨʝʜʦʩʪʘʚʣʷʝʤʳʭ ʝʶ ʫʩʣʫʛ.  

ʉʦʚʨʝʤʝʥʥʳʝ ʩʝʨʚʠʩʳ ʧʨʝʜʣʘʛʘʶʪ ʰʠʨʦʢʠʡ ʩʧʝʢʪʨ 

ʢʦʤʤʝʨʯʝʩʢʠʭ ʠ ʙʝʩʧʣʘʪʥʳʭ ʠʥʩʪʨʫʤʝʥʪʦʚ ʧʦ ʘʚʪʦʤʘʪʠʟʘʮʠʠ 

ʨʘʟʣʠʯʥʳʭ ʙʠʟʥʝʩ-ʧʨʦʮʝʩʩʦʚ. ʕʬʬʝʢʪʠʚʥʦʝ ʧʨʠʤʝʥʝʥʠʝ IT-ʪʝʭʥʦʣʦʛʠʡ 

ʧʦʤʦʛʘʝʪ ʧʨʝʜʧʨʠʷʪʠʶ ʜʦʩʪʠʯʴ ʩʚʦʠʭ ʮʝʣʝʡ ʠ ʧʦʚʳʩʠʪʴ ʢʘʯʝʩʪʚʦ 

ʧʨʝʜʦʩʪʘʚʣʷʝʤʳʭ ʫʩʣʫʛ. 

ʎʝʣʴ ʜʘʥʥʦʡ ʨʘʙʦʪʳ ï ʘʚʪʦʤʘʪʠʟʘʮʠʷ ʧʨʦʮʝʩʩʘ ʨʘʙʦʪʳ ʩʣʫʞʙʳ 

ʧʦʜʜʝʨʞʢʠ ʧʦʣʴʟʦʚʘʪʝʣʝʡ ʚ ʢʦʤʧʘʥʠʠ ʆʆʆ çʉʧʝʡɺʵʙè ʩ ʫʩʪʘʥʦʚʢʦʡ ʠ 

ʥʘʩʪʨʦʡʢʦʡ ʩʠʩʪʝʤʳ ʦʙʨʘʙʦʪʢʠ ʟʘʷʚʦʢ ʧʦʣʴʟʦʚʘʪʝʣʝʡ OTRS. 

ɺʥʝʜʨʝʥʠʝ ʜʘʥʥʦʡ ʩʠʩʪʝʤʳ ʧʦʤʦʞʝʪ ʩʵʢʦʥʦʤʠʪʴ ʚʨʝʤʷ 

ʩʧʝʮʠʘʣʠʩʪʦʚ ʧʨʠ ʦʙʨʘʙʦʪʢʝ ʠ ʨʝʰʝʥʠʠ ʟʘʷʚʢʠ, ʘ ʪʘʢʞʝ ʧʦʟʚʦʣʠʪ 

ʨʫʢʦʚʦʜʠʪʝʣʶ ʩʣʫʞʙʳ ʪʝʭʥʠʯʝʩʢʦʡ ʧʦʜʜʝʨʞʢʠ ʦʩʫʱʝʩʪʚʣʷʪʴ ʢʦʥʪʨʦʣʴ 

ʥʘʜ ʠʩʧʦʣʥʝʥʠʝʤ ʨʘʙʦʪʳ ʧʦ ʨʝʰʝʥʠʶ ʟʘʜʘʯ ʧʦʣʴʟʦʚʘʪʝʣʝʡ. 

OTRS (Open-sourʩe Ticket Request System) ï ʦʪʢʨʳʪʘʷ ʩʠʩʪʝʤʘ 

ʦʙʨʘʙʦʪʢʠ ʟʘʷʚʦʢ. OTRS ʧʦʟʚʦʣʷʝʪ ʦʨʛʘʥʠʟʘʮʠʷʤ ʟʘʥʠʤʘʶʱʠʤʩʷ 

ʪʝʭʥʠʯʝʩʢʦʡ ʧʦʜʜʝʨʞʢʦʡ ʢʘʢʠʭ-ʣʠʙʦ ʧʨʦʝʢʪʦʚ, ʩʦʚʤʝʩʪʥʦ ʨʘʙʦʪʘʪʴ 

ʥʘʜ ʨʝʰʝʥʠʝʤ ʧʨʦʙʣʝʤ ʧʦʣʴʟʦʚʘʪʝʣʝʡ. 

ɼʣʷ ʜʦʩʪʠʞʝʥʠʷ ʧʦʩʪʘʚʣʝʥʥʦʡ ʮʝʣʠ ʥʝʦʙʭʦʜʠʤʦ ʨʝʰʠʪʴ 

ʩʣʝʜʫʶʱʠʝ ʟʘʜʘʯʠ: 

- ʜʘʪʴ ʭʘʨʘʢʪʝʨʠʩʪʠʢʫ ʠ ʧʨʦʘʥʘʣʠʟʠʨʦʚʘʪʴ ʜʝʷʪʝʣʴʥʦʩʪʴ 

ʢʦʤʧʘʥʠʠ ʆʆʆ çʉʧʝʡɺʵʙè; 

- ʦʙʦʩʥʦʚʘʪʴ ʥʝʦʙʭʦʜʠʤʦʩʪʴ ʚʥʝʜʨʝʥʠʷ ʀʉ; 

- ʠʟʫʯʠʪʴ ʨʳʥʦʢ ʇʆ ʠ ʚʳʙʨʘʪʴ ʧʦʜʭʦʜʷʱʫʶ ʀʉ; 

- ʦʩʫʱʝʩʪʚʠʪʴ ʧʨʦʮʝʩʩ ʚʥʝʜʨʝʥʠʷ; 

- ʦʮʝʥʠʪʴ ʵʢʦʥʦʤʠʯʝʩʢʫʶ ʵʬʬʝʢʪʠʚʥʦʩʪʴ ʚʥʝʜʨʝʥʠʷ.  
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1. ʍɸʈɸʂʊɽʈʀʉʊʀʂɸ ʂʆʄʇɸʅʀʀ ʆʆʆ çʉʇɽʁʉɺʕɹè 

1.1 ʆ ʢʦʤʧʘʥʠʠ 

ʆʙʱʝʩʪʚʦ ʩ ʦʛʨʘʥʠʯʝʥʥʦʡ ʦʪʚʝʪʩʪʚʝʥʥʦʩʪʴʶ çʉʧʝʡʩɺʵʙè 

ʦʩʥʦʚʘʥʦ ʚ 2001 ʛʦʜʫ ʠ ʥʘ ʪʝʢʫʱʠʡ ʤʦʤʝʥʪ ʢʦʤʧʘʥʠʷ ʷʚʣʷʝʪʩʷ ʦʜʥʠʤ 

ʠʟ ʢʨʫʧʥʝʡʰʠʭ ʭʦʩʪʠʥʛ-ʧʨʦʚʘʡʜʝʨʦʚ ʈʦʩʩʠʠ. ɻʣʘʚʥʳʡ ʦʬʠʩ ʢʦʤʧʘʥʠʠ 

ʨʘʩʧʦʣʘʛʘʝʪʩʷ ʚ ʉʘʥʢʪ-ʇʝʪʝʨʙʫʨʛʝ. ɼʣʷ ʧʨʠʝʤʘ ʠ ʦʙʨʘʙʦʪʢʠ ʟʘʷʚʣʝʥʠʡ 

ʪʘʢʞʝ ʨʘʟʤʝʱʝʥ ʦʬʠʩ ʚ ʄʦʩʢʚʝ. 

ʆʩʥʦʚʥʦʡ ʩʬʝʨʦʡ ʜʝʷʪʝʣʴʥʦʩʪʠ ʷʚʣʷʝʪʩʷ ʧʨʝʜʦʩʪʘʚʣʝʥʠʝ ʫʩʣʫʛ 

ʭʦʩʪʠʥʛʘ. ʊʘʢʞʝ ʜʘʥʥʘʷ ʢʦʤʧʘʥʠʷ ʧʨʝʜʦʩʪʘʚʣʷʝʪ ʩʣʝʜʫʶʱʠʝ ʫʩʣʫʛʠ: 

- ʨʝʛʠʩʪʨʘʮʠʷ ʜʦʤʝʥʥʳʭ ʠʤʝʥ; 

- ʧʨʝʜʦʩʪʘʚʣʝʥʠʝ ʚ ʘʨʝʥʜʫ ʚʠʨʪʫʘʣʴʥʳʭ ʠ ʬʠʟʠʯʝʩʢʠʭ 

ʚʳʜʝʣʝʥʥʳʭ ʩʝʨʚʝʨʦʚ; 

- ʨʝʛʠʩʪʨʘʮʠʷ SSL ʩʝʨʪʠʬʠʢʘʪʦʚ; 

- ʧʨʝʜʦʩʪʘʚʣʝʥʠʝ ʫʩʣʫʛ ʧʦʯʪʦʚʦʛʦ ʩʝʨʚʠʩʘ; 

- ʧʨʦʜʚʠʞʝʥʠʝ ʩʘʡʪʦʚ(SEO). 

ʅʘ ʜʘʥʥʳʡ ʤʦʤʝʥʪ, ʦʩʥʦʚʥʘʷ ʟʘʜʘʯʘ ʢʦʤʧʘʥʠʠ ʵʪʦ ʨʘʩʰʠʨʝʥʠʝ 

ʧʨʝʜʦʩʪʘʚʣʷʝʤʳʭ ʫʩʣʫʛ ʠ ʧʦʚʳʰʝʥʠʷ ʢʘʯʝʩʪʚʘ ʦʙʩʣʫʞʠʚʘʥʠʷ 

ʢʣʠʝʥʪʦʚ. ʊʘʢʞʝ ʦʩʥʦʚʥʦʡ ʮʝʣʴʶ ʷʚʣʷʝʪʩʷ ʫʜʝʨʞʘʥʠʝ ʩʚʦʝʡ ʧʦʟʠʮʠʠ 

ʥʘ ʧʦʩʪʦʷʥʥʦ ʨʘʩʪʫʱʝʤ ʨʳʥʢʝ ʠʥʬʦʨʤʘʮʠʦʥʥʳʭ ʪʝʭʥʦʣʦʛʠʡ. 

ɼʣʷ ʜʦʩʪʠʞʝʥʠʷ ʩʚʦʠʭ ʮʝʣʝʡ ʠ ʨʝʰʝʥʠʷ ʟʘʜʘʯ, ʚ ʩʚʦʝʡ ʨʘʙʦʪʝ, 

ʢʦʤʧʘʥʠʷ ʩʪʘʨʘʝʪʩʷ ʤʘʢʩʠʤʘʣʴʥʦ ʠʩʧʦʣʴʟʦʚʘʪʴ ʠʥʬʦʨʤʘʮʠʦʥʥʳʝ 

ʪʝʭʥʦʣʦʛʠʠ. ʅʘ ʜʘʥʥʳʡ ʤʦʤʝʥʪ, ʢʦʤʧʘʥʠʷ çʉʧʝʡʩɺʵʙè ʫʞʝ ʠʩʧʦʣʴʟʫʝʪ 

ʨʘʟʣʠʯʥʳʝ ʠʥʬʦʨʤʘʮʠʦʥʥʳʝ ʩʠʩʪʝʤʳ, ʧʦʤʦʛʘʶʱʠʝ ʚ ʨʘʟʨʘʙʦʪʢʝ, 

ʩʚʷʟʠ ʤʝʞʜʫ ʦʪʜʝʣʘʤʠ, ʥʘʧʨʠʤʝʨ ʩʠʩʪʝʤʫ ʦʪʩʣʝʞʠʚʘʥʠʷ ʦʰʠʙʦʢ 

çJiraè. Jira ʠʩʧʦʣʴʟʫʝʪʩʷ ʜʣʷ ʧʦʩʪʘʥʦʚʢʠ ʟʘʜʘʯ ʧʦ ʠʩʧʨʘʚʣʝʥʠʶ 

ʥʘʡʜʝʥʥʳʭ ʦʰʠʙʦʢ ʠ ʟʘʜʘʯ ʧʦ ʜʦʨʘʙʦʪʢʝ ʠʣʠ ʚʥʝʜʨʝʥʠʶ ʥʦʚʳʭ 

ʧʨʦʝʢʪʦʚ (ʨʠʩʫʥʦʢ 1).  
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ʈʠʩʫʥʦʢ 1- ʉʠʩʪʝʤʫ ʦʪʩʣʝʞʠʚʘʥʠʷ ʦʰʠʙʦʢ çJiraè 

ʊʘʢʞʝ ʫ ʢʦʤʧʘʥʠʠ ʧʨʠʩʫʪʩʪʚʫʝʪ ʙʘʟʘ ʟʥʘʥʠʡ ʢʦʪʦʨʘʷ 

ʧʦʟʚʦʣʷʝʪ ʦʭʚʘʪʠʪʴ ʙʦʣʴʰʫʶ ʯʘʩʪʴ ʚʦʧʨʦʩ ʢʣʠʝʥʪʦʚ ʧʦ 

ʧʨʝʜʦʩʪʘʚʣʷʝʤʳʤ ʫʩʣʫʛʘʤ (ʨʠʩʫʥʦʢ 2).    

 

 
ʈʠʩʫʥʦʢ 2 ï ɹʘʟʘ ʟʥʘʥʠʡ ʢʦʤʧʘʥʠʠ çʉʧʝʡʩɺʵʙè 

 

ʇʦʤʠʤʦ ʚʳʰʝʫʢʘʟʘʥʥʳʭ ʩʠʩʪʝʤ, ʥʘ ʩʘʡʪʝ ʢʦʤʧʘʥʠʠ ʨʘʟʤʝʱʝʥ 

ʯʘʪ, ʚ ʨʘʤʢʘʭ ʢʦʪʦʨʦʛʦ, ʣʶʙʦʡ ʞʝʣʘʶʱʠʡ ʤʦʞʝʪ ʟʘʜʘʚʘʪʴ ʚʦʧʨʦʩ r

ʦʪʥʦʩʠʪʝʣʴʥʦ ʫʩʣʫʛ ʢʦʤʧʘʥʠʠ (ʨʠʩʫʥʦʢ 3). 
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ʈʠʩʫʥʦʢ 3 ï ʯʘʪ ʢʦʤʧʘʥʠʠ çʉʧʝʡʩɺʙɻè 

ɼʣʷ ʪʦʛʦ ʯʪʦʙʳ ʧʦʜʜʝʨʞʠʚʘʪʴ ʩʚʦʶ ʠʥʬʨʘʩʪʨʫʢʪʫʨʫ ʚ 

ʘʢʪʫʘʣʴʥʦʤ ʩʦʩʪʦʷʥʠʠ - ʨʫʢʦʚʦʜʩʪʚʦ ʢʦʤʧʘʥʠʠ ʘʥʘʣʠʟʠʨʫʝʪ ʨʘʙʦʪʫ 

ʠʥʬʦʨʤʘʮʠʦʥʥʳʭ ʩʠʩʪʝʤ ʠ ʧʨʠʥʠʤʘʝʪ ʨʝʰʝʥʠʷ ʦ ʟʘʤʝʥʝ, ʣʠʙʦ ʦ 

ʜʦʨʘʙʦʪʢʝ ʫʞʝ ʠʩʧʦʣʴʟʫʝʤʳʭ ʩʠʩʪʝʤ. 

ɺ ʢʘʯʝʩʪʚʝ ʢʣʠʝʥʪʦʚ ʢʦʤʧʘʥʠʠ ʚʳʩʪʫʧʘʶʪ ʬʠʟʠʯʝʩʢʠʝ ʠ 

ʶʨʠʜʠʯʝʩʢʠʝ ʣʠʮʘ, ʢʦʪʦʨʳʤ ʥʝʦʙʭʦʜʠʤʳ ʫʩʣʫʛʠ ʭʦʩʪʠʥʛʘ, 

ʨʝʛʠʩʪʨʘʮʠʷ ʜʦʤʝʥʦʚ ʠʣʠ SSL-ʩʝʨʪʠʬʠʢʘʪʳ.  

ʋʩʣʫʛʘʤʠ ʢʦʤʧʘʥʠʠ ʧʦʣʴʟʫʶʪʩʷ ʪʘʢʠʝ ʢʦʤʧʘʥʠʠ ʠ 

ʦʨʛʘʥʠʟʘʮʠʠ ʢʘʢ çʇʝʪʨʦʵʣʝʢʪʨʦʩʙʳʪè ʠ çʄʠʨʘʞ ʩʠʥʝʤʘè. 

1.2 ʆʨʛʘʥʠʟʘʮʠʦʥʥʘʷ ʩʪʨʫʢʪʫʨʘ ʢʦʤʧʘʥʠʠ 

ʅʝʧʦʩʨʝʜʩʪʚʝʥʥʳʤ ʨʫʢʦʚʦʜʩʪʚʦʤ ʢʦʤʧʘʥʠʝʡ ʟʘʥʠʤʘʝʪʩʷ 

ʛʝʥʝʨʘʣʴʥʳʡ ʜʠʨʝʢʪʦʨ. ʆʥ ʧʨʠʥʠʤʘʝʪ ʚʩʝ ʩʪʨʘʪʝʛʠʯʝʩʢʠ ʚʘʞʥʳʝ 

ʨʝʰʝʥʠʷ, ʘ ʪʘʢʞʝ ʩʣʝʜʠʪ ʟʘ ʠʭ ʚʳʧʦʣʥʝʥʠʝʤ.  

ɼʣʷ ʣʫʯʰʝʛʦ ʢʦʥʪʨʦʣʷ, ʢʦʤʧʘʥʠʷ ʨʘʟʜʝʣʝʥʘ ʥʘ ʥʝʩʢʦʣʴʢʦ 

ʦʪʜʝʣʦʚ: 

- ʦʪʜʝʣ ʪʝʭʥʠʯʝʩʢʦʡ ʧʦʜʜʝʨʞʢʠ (ʆʊʇ); 

- ʠʥʬʦʨʤʘʮʠʦʥʥʳʡ ʦʪʜʝʣ (ʀʆ); 

- ʦʪʜʝʣ ʧʦ ʨʘʙʦʪʝ ʩ ʢʣʶʯʝʚʳʤʠ ʢʣʠʝʥʪʘʤʠ (ʆʈʂʂ); 

- ʦʪʜʝʣ ʧʨʦʜʚʠʞʝʥʠʷ (SEO); 

- ʘʜʤʠʥʠʩʪʨʘʪʠʚʥʦ-ʭʦʟʷʡʩʪʚʝʥʥʳʡ ʜʝʧʘʨʪʘʤʝʥʪ (ɸʍʆ); 

- ʩʣʫʞʙʘ ʢʦʥʪʨʦʣʷ ʢʘʯʝʩʪʚʘ (ʉʂʂ); 

- ʦʪʜʝʣ ʤʘʨʢʝʪʠʥʛʘ; 

- ʦʪʜʝʣ ʠʩʩʣʝʜʦʚʘʥʠʡ ʠ ʨʘʟʨʘʙʦʪʦʢ (R&D); 

- ʦʪʜʝʣ ʵʢʩʧʣʫʘʪʘʮʠʠ ʘʧʧʘʨʘʪʥʦ-ʧʨʦʛʨʘʤʤʥʦʛʦ ʢʦʤʧʣʝʢʩʘ 

(ʆʕɸʇʂ); 

- ʦʪʜʝʣ ʩʠʩʪʝʤʥʦʛʦ ʘʜʤʠʥʠʩʪʨʠʨʦʚʘʥʠʷ (ʆʉɸ) 

ʋ ʢʘʞʜʦʛʦ ʦʪʜʝʣʘ ʧʨʠʩʫʪʩʪʚʫʝʪ ʩʚʦʡ ʨʫʢʦʚʦʜʠʪʝʣʴ, ʢʦʪʦʨʳʡ 

ʢʦʥʪʨʦʣʠʨʫʝʪ ʨʘʙʦʪʫ ʦʪʜʝʣʘ, ʩʣʝʜʠʪ ʟʘ ʚʳʧʦʣʥʝʥʠʝʤ ʟʘʜʘʥʠʡ, ʠ 

ʚʳʧʦʣʥʷʝʪ ʫʢʘʟʘʥʠʷ ʛʝʥʝʨʘʣʴʥʦʛʦ ʜʠʨʝʢʪʦʨʘ, ʢʦʪʦʨʳʝ ʦʪʥʦʩʷʪʩʷ ʢ ʝʛʦ 

ʦʪʜʝʣʫ.  

ʅʘ ʨʠʩʫʥʢʝ 4 ʠʟʦʙʨʘʞʝʥʘ ʦʨʛʘʥʠʟʘʮʠʦʥʥʘʷ ʩʪʨʫʢʪʫʨʘ 

ʢʦʤʧʘʥʠʠ. 
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ʈʠʩʫʥʦʢ  4 - ʆʨʛʘʥʠʟʘʮʠʦʥʥʘʷ ʩʪʨʫʢʪʫʨʘ ʢʦʤʧʘʥʠʠ 

 

ɼʣʷ ʜʘʣʴʥʝʡʰʝʛʦ ʠʟʫʯʝʥʠʷ ʨʘʙʦʪʳ ʢʦʤʧʘʥʠʠ, ʥʝʦʙʭʦʜʠʤʦ 

ʨʘʩʩʤʦʪʨʝʪʴ ʦʪʜʝʣʳ, ʢʦʪʦʨʳʝ ʚ ʙʫʜʫʱʝʤ ʙʫʜʫʪ ʚʟʘʠʤʦʜʝʡʩʪʚʦʚʘʪʴ ʩ 

ʠʥʬʦʨʤʘʮʠʦʥʥʦʡ ʩʠʩʪʝʤʦʡ. 

ʀʥʬʦʨʤʘʮʠʦʥʥʳʡ ʦʪʜʝʣ. ɺ ʟʦʥʫ ʦʪʚʝʪʩʪʚʝʥʥʦʩʪʠ ʀʆ ʚʭʦʜʷʪ 

ʩʣʝʜʫʶʱʠʝ ʟʘʜʘʯʠ: 

- ʦʢʘʟʘʥʠʝ ʠʥʬʦʨʤʘʮʠʦʥʥʦʡ ʧʦʜʜʝʨʞʢʠ ʢʣʠʝʥʪʦʚ ʧʦ ʦʙʱʠʤ 
ʚʦʧʨʦʩʘʤ; 

- ʚʳʧʦʣʥʝʥʠʝ ʜʝʡʩʪʚʠʡ ʧʦ ʠʟʤʝʥʝʥʠʶ ʙʠʣʣʠʥʛ-ʩʠʩʪʝʤʳ 

ʢʣʠʝʥʪʘ; 

- cʦʩʪʘʚʣʝʥʠʝ ʧʨʝʜʣʦʞʝʥʠʡ ʨʫʢʦʚʦʜʠʪʝʣʶ ʀʆ ʧʦ 

ʫʣʫʯʰʝʥʠʶ ʢʘʢ ʢʘʯʝʩʪʚʘ ʩʘʤʠʭ ʫʩʣʫʛ, ʪʘʢ ʠ ʢʘʯʝʩʪʚʘ 

ʦʙʩʣʫʞʠʚʘʥʠʷ; 

- ʧʝʨʝʜʘʯʘ ʟʘʷʚʦʢ ʢʣʠʝʥʪʦʚ ʥʘ ʦʙʨʘʙʦʪʢʫ ʚ ʜʨʫʛʠʝ ʦʪʜʝʣʳ 

ʫʧʨʘʚʣʝʥʠʷ, ʩʣʝʜʫʷ ʨʝʛʣʘʤʝʥʪʫ ʦʙʨʘʙʦʪʢʠ ʟʘʷʚʦʢ;  

- ʧʝʨʝʜʘʯʘ ʦʪʟʳʚʦʚ ʠ ʧʦʞʝʣʘʥʠʡ ʢʣʠʝʥʪʦʚ ʦʪʥʦʩʠʪʝʣʴʥʦ 
ʢʘʯʝʩʪʚʘ ʦʙʩʣʫʞʠʚʘʥʠʷ, ʬʫʥʢʮʠʦʥʠʨʦʚʘʥʠʷ ʩʠʩʪʝʤʳ, 

ʩʝʨʚʠʩʦʚ ʀʆ, ʘʥʘʣʠʟ ʧʨʝʪʝʥʟʠʡ ʢʣʠʝʥʪʦʚ ʠ ʧʨʠʥʷʪʠʝ ʤʝʨ 

ʧʦ ʠʭ ʫʜʦʚʣʝʪʚʦʨʝʥʠʶ ʠ ʧʨʝʩʝʯʝʥʠʶ ʧʦʚʪʦʨʥʦʛʦ ʠʭ 

ʚʦʟʥʠʢʥʦʚʝʥʠʷ.   
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ʆʪʜʝʣ ʪʝʭʥʠʯʝʩʢʦʡ ʧʦʜʜʝʨʞʢʠ. ɺ ʟʦʥʫ ʦʪʚʝʪʩʪʚʝʥʥʦʩʪʠ ʆʊʇ 

ʚʭʦʜʷʪ ʩʣʝʜʫʶʱʠʝ ʟʘʜʘʯʠ:  

- ʦʢʘʟʘʥʠʝ ʠʥʬʦʨʤʘʮʠʦʥʥʦʡ ʧʦʜʜʝʨʞʢʠ ʢʣʠʝʥʪʦʚ ʧʦ ʦʙʱʠʤ 
ʚʦʧʨʦʩʘʤ, ʘ ʪʘʢʞʝ ʧʦ ʚʦʧʨʦʩʘʤ,  ʪʝʭʥʠʯʝʩʢʠʭ ʘʩʧʝʢʪʦʚ 

ʧʨʘʚʠʣ ʧʨʝʜʦʩʪʘʚʣʝʥʠʷ ʫʩʣʫʛ  ʠ ʪʝʭʥʠʯʝʩʢʠʭ ʧʘʨʘʤʝʪʨʦʚ 

ʩʝʨʚʝʨʦʚ ʠ ʫʩʪʘʥʦʚʣʝʥʥʦʛʦ ʥʘ ʥʠʭ ʧʨʦʛʨʘʤʤʥʦʛʦ 

ʦʙʝʩʧʝʯʝʥʠʷ;  

- ʣʦʢʘʣʠʟʘʮʠʷ ʠ ʫʩʪʨʘʥʝʥʠʝ ʧʨʦʙʣʝʤ, ʩʚʷʟʘʥʥʳʭ ʩ 

ʬʫʥʢʮʠʦʥʠʨʦʚʘʥʠʝʤ ʧʨʝʜʦʩʪʘʚʣʷʝʤʳʭ ʧʦ ʜʦʛʦʚʦʨʫ 

ʩʝʨʚʠʩʦʚ;  

- ʠʥʬʦʨʤʠʨʦʚʘʥʠʝ ʦ ʧʨʦʚʦʜʠʤʳʭ ʢʦʤʧʘʥʠʝʡ ʘʢʮʠʷʭ ʚ 

ʨʘʤʢʘʭ ʫʢʘʟʘʥʠʷ ʨʘʩʧʦʣʦʞʝʥʠʷ ʠʥʬʦʨʤʘʮʠʠ ʦ ʥʝʡ ʥʘ ʩʘʡʪʝ 

ʢʦʤʧʘʥʠʠ;  

- ʠʥʬʦʨʤʠʨʦʚʘʥʠʝ ʦ ʧʨʦʚʦʜʠʤʳʭ ʧʣʘʥʦʚʳʭ, ʚʥʝʧʣʘʥʦʚʳʭ 
ʠʣʠ ʘʚʘʨʠʡʥʳʭ ʪʝʭʥʠʯʝʩʢʠʭ ʨʘʙʦʪʘʭ ʥʘ ʦʙʦʨʫʜʦʚʘʥʠʠ 

ʢʦʤʧʘʥʠʠ, ʘ ʪʘʢʞʝ ʨʘʙʦʪʘʭ, ʧʨʦʚʦʜʠʤʳʭ ʪʨʝʪʴʝʡ ʩʪʦʨʦʥʦʡ, 

ʝʩʣʠ ʦʥʠ ʤʦʛʫʪ ʟʘʪʨʦʥʫʪʴ ʨʘʙʦʪʦʩʧʦʩʦʙʥʦʩʪʴ ʨʝʩʫʨʩʦʚ 

ʢʣʠʝʥʪʘ.  

ʆʪʜʝʣ ʩʣʫʞʙʳ ʢʦʥʪʨʦʣʷ ʢʘʯʝʩʪʚʘ. ɺ ʟʦʥʫ ʦʪʚʝʪʩʪʚʝʥʥʦʩʪʠ 

ʉʂʂ ʚʭʦʜʷʪ ʩʣʝʜʫʶʱʠʝ ʟʘʜʘʯʠ:  

- ʦʙʨʘʙʦʪʢʘ ʟʘʷʚʦʢ ʧʨʝʪʝʥʟʠʡ ʢʣʠʝʥʪʦʚ ʥʘ ʦʙʩʣʫʞʠʚʘʥʠʝ 
(ʩʦʪʨʫʜʥʠʢʦʚ ʢʦʤʧʘʥʠʠ), ʥʘ ʨʘʙʦʪʫ ʦʙʦʨʫʜʦʚʘʥʠʷ, ʥʘ 

ʪʝʭʥʦʣʦʛʠʠ ʨʘʙʦʪʳ;  

- ʦʙʨʘʙʦʪʢʘ ʟʘʧʨʦʩʦʚ ʠʟ ʧʨʘʚʦʦʭʨʘʥʠʪʝʣʴʥʳʭ ʠ ʩʫʜʝʙʥʳʭ 

ʦʨʛʘʥʦʚ ʥʘ ʥʘʨʫʰʝʥʠʝ ʜʦʛʦʚʦʨʥʳʭ ʦʪʥʦʰʝʥʠʡ ʠ 

ʟʘʢʦʥʦʜʘʪʝʣʴʩʪʚʘ ʈʌ. 

ʆʪʜʝʣ ʵʢʩʧʣʫʘʪʘʮʠʠ ʘʧʧʘʨʘʪʥʦ-ʧʨʦʛʨʘʤʤʥʦʛʦ ʢʦʤʧʣʝʢʩʘ. ɺ 

ʟʦʥʫ ʦʪʚʝʪʩʪʚʝʥʥʦʩʪʠ ʆʕɸʇʂ ʚʭʦʜʷʪ ʩʣʝʜʫʶʱʠʝ ʟʘʜʘʯʠ:  

- ʚʳʷʚʣʝʥʠʝ ʠ ʫʩʪʨʘʥʝʥʠʝ ʪʝʭʥʠʯʝʩʢʠʭ ʥʝʧʦʣʘʜʦʢ ʩʚʷʟʘʥʥʳʭ 
ʩ ʨʘʙʦʪʦʡ ʩʝʨʚʝʨʦʚ;  

- ʧʦʠʩʢ ʠ ʧʨʠʦʩʪʘʥʦʚʢʘ ʠʣʠ ʙʣʦʢʠʨʦʚʢʘ ʫʩʣʫʛ ʢʣʠʝʥʪʦʚ, 

ʢʦʪʦʨʳʝ ʥʘʨʫʰʘʶʪ ʧʨʘʚʠʣʘ ʧʨʝʜʦʩʪʘʚʣʝʥʠʷ ʫʩʣʫʛ;  

- ʥʘʩʪʨʦʡʢʘ ʠ ʦʙʥʦʚʣʝʥʠʝ ʧʨʦʛʨʘʤʤʥʦʛʦ ʦʙʝʩʧʝʯʝʥʠʷ ʥʘ 
ʩʝʨʚʝʨʘʭ;  

- ʧʝʨʝʜʘʯʘ ʟʘʷʚʦʢ ʢʣʠʝʥʪʦʚ ʥʘ ʦʙʨʘʙʦʪʢʫ ʚ ʜʨʫʛʠʝ ʦʪʜʝʣʳ 
ʫʧʨʘʚʣʝʥʠʷ, ʩʣʝʜʫʷ ʨʝʛʣʘʤʝʥʪʫ ʦʙʨʘʙʦʪʢʠ ʟʘʷʚʦʢ.  

ʆʪʜʝʣ ʧʦ ʨʘʙʦʪʝ ʩ ʢʣʶʯʝʚʳʤʠ ʢʣʠʝʥʪʘʤʠ. ɺ ʟʦʥʫ 

ʦʪʚʝʪʩʪʚʝʥʥʦʩʪʠ ʆʈʂʂ ʚʭʦʜʷʪ ʩʣʝʜʫʶʱʠʝ ʟʘʜʘʯʠ:  

- ʦʢʘʟʘʥʠʝ ʠʥʬʦʨʤʘʮʠʦʥʥʦʡ ʧʦʜʜʝʨʞʢʠ ʢʣʠʝʥʪʦʚ ʧʦ 

ʚʦʧʨʦʩʘʤ ʨʘʙʦʪʳ ʚʳʜʝʣʝʥʥʳʭ ʩʝʨʚʝʨʦʚ; 
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- ʚʳʧʦʣʥʝʥʠʝ ʜʝʡʩʪʚʠʡ ʧʦ ʠʟʤʝʥʝʥʠʶ ʙʠʣʣʠʥʛ-ʩʠʩʪʝʤʳ 

ʢʣʠʝʥʪʘ ʥʘ ʚʳʜʝʣʝʥʥʳʭ ʩʝʨʚʝʨʘʭ; 

- ʧʝʨʝʜʘʯʘ ʟʘʷʚʦʢ ʢʣʠʝʥʪʦʚ ʥʘ ʦʙʨʘʙʦʪʢʫ ʚ ʜʨʫʛʠʝ ʦʪʜʝʣʳ 
ʋʧʨʘʚʣʝʥʠʷ, ʩʣʝʜʫʷ ʨʝʛʣʘʤʝʥʪʫ ʦʙʨʘʙʦʪʢʠ ʟʘʷʚʦʢ. 

ɺ ʜʘʥʥʦʡ ʨʘʙʦʪʝ, ʚʥʠʤʘʥʠʝ ʙʫʜʝʪ ʫʜʝʣʝʥʦ ʜʚʫʤ ʦʪʜʝʣʘʤ 

ʢʦʤʧʘʥʠʠ: ʦʪʜʝʣʫ ʪʝʭʥʠʯʝʩʢʦʡ ʧʦʜʜʝʨʞʢʠ ʠ ʠʥʬʦʨʤʘʮʠʦʥʥʦʤʫ 

ʦʪʜʝʣʫ, ʪʘʢ ʢʘʢ ʦʧʪʠʤʘʣʴʥʘʷ ʨʘʙʦʪʘ ʵʪʠʭ ʦʪʜʝʣʦʚ ʷʚʣʷʝʪʩʷ 

ʧʨʠʦʨʠʪʝʪʥʦʡ ʜʣʷ ʢʦʤʧʘʥʠʠ, ʠ ʚ ʩʣʫʯʘʝ ʫʣʫʯʰʝʥʠʷ ʠʭ ʨʘʙʦʪʳ 

ʢʦʤʧʘʥʠʷ ʩʤʦʞʝʪ ʧʦʣʫʯʠʪʴ ʜʦʧʦʣʥʠʪʝʣʴʥʫʶ ʧʨʠʙʳʣʴ ʠ ʘʢʪʠʚʥʝʝ 

ʨʘʟʚʠʚʘʪʴʩʷ. 

1.3 ɸʥʘʣʠʟ ʜʝʷʪʝʣʴʥʦʩʪʠ ʢʦʤʧʘʥʠʠ ʠ ʚʳʷʚʣʝʥʠʝ ʧʨʦʙʣʝʤ 

ɼʣʷ ʨʝʘʣʠʟʘʮʠʠ ʧʣʘʥʘ ʧʦ ʧʨʦʚʝʜʝʥʠʶ ʘʥʘʣʠʟʘ ʨʘʙʦʪʳ ʦʪʜʝʣʘ 

ʪʝʭʥʠʯʝʩʢʦʡ ʧʦʜʜʝʨʞʢʠ ʙʳʣʠ ʚʳʧʦʣʥʝʥʳ ʩʣʝʜʫʶʱʠʝ ʜʝʡʩʪʚʠʷ: 

- ɹr ʣʠ ʦʧʨʦʰʝʥʳ ʩʦʪʨʫʜʥʠʢʠ, ʩ ʮʝʣʴʶ ʦʧʨʝʜʝʣʝʥʠʷ, 

ʘʢʪʫʘʣʴʥʳʭ ʧʨʦʙʣʝʤ, ʚ ʨʘʙʦʪʝ ʦʪʜʝʣʘ; 

- ʙr ʣʘ ʟʘʧʨʦʰʝʥʘ ʠʥʬʦʨʤʘʮʠʷ ʦ ʪʝʢʫʱʝʤ ʩʧʦʩʦʙʝ ʫʯʝʪʘ 

ʜʘʥʥʳʭ, ʘ ʪʦʯʥʝʝ ʢʘʢʠʤʠ ʩʨʝʜʩʪʚʘʤʠ ʦʨʛʘʥʠʟʦʚʳʚʘʝʪʩʷ 

ʫʯʝʪ, ʢʦʥʪʨʦʣʴ ʠ ʚʟʘʠʤʦʜʝʡʩʪʚʠʝ ʩ ʜʨʫʛʠʤʠ ʦʪʜʝʣʘʤʠ ʠ 

ʢʣʠʝʥʪʘʤʠ; 

- ʙr ʣʦ ʧʨʦʘʥʘʣʠʟʠʨʦʚʘʥʦ ʚʨʝʤʷ, ʢʦʪʦʨʦʝ ʪʨʝʙʦʚʘʣʦʩʴ 

ʦʪʜʝʣʘʤ ʥʘ ʧʦʩʪʘʥʦʚʢʫ ʠ ʚʳʧʦʣʥʝʥʠʝ ʟʘʜʘʯʠ; 

- ʙr ʣ ʧʨʦʘʥʘʣʠʟʠʨʦʚʘʥ ʪʝʢʫʱʠʡ ʨʳʥʦʢ ʥʘ ʧʨʝʜʤʝʪ ʥʘʣʠʯʠʷ 

ʩʠʩʪʝʤ, ʢʦʪʦʨʳʝ ʤʦʛʫʪ ʦʙʣʝʛʯʠʪʴ ʠ ʫʩʢʦʨʠʪʴ ʨʘʙʦʪʫ ʦʪʜʝʣʘ. 

ɺ ʭʦʜʝ ʦʧʨʦʩʘ ʩʦʪʨʫʜʥʠʢʦʚ ʠʥʬʦʨʤʘʮʠʦʥʥʦʛʦ ʦʪʜʝʣʘ ʠ ʦʪʜʝʣʘ 

ʪʝʭʥʠʯʝʩʢʦʡ ʧʦʜʜʝʨʞʢʠ ʙʳʣʦ ʦʧʨʝʜʝʣʝʥʥʦ, ʯʪʦ ʦʩʥʦʚʥʘʷ ʧʨʦʙʣʝʤʘ ʚ 

ʨʘʙʦʪʝ, ʵʪʦ ʦʪʩʫʪʩʪʚʠʝ ʝʜʠʥʦʡ ʩʠʩʪʝʤʳ ʩ ʟʘʷʚʢʘʤʠ ʜʣʷ ʩʚʷʟʠ ʤʝʞʜʫ 

ʢʣʠʝʥʪʘʤʠ ʢʦʤʧʘʥʠʠ ʠ ʦʪʜʝʣʘʤʠ ʚʥʫʪʨʠ ʢʦʤʧʘʥʠʠ. 

ɹʦʣʴʰʠʥʩʪʚʦ ʟʘʷʚʦʢ ʧʦʩʪʫʧʘʝʪ ʦʪ ʦʪʜʝʣʦʚ ʠʥʬʦʨʤʘʮʠʦʥʥʦʡ ʠ 

ʪʝʭʥʠʯʝʩʢʦʡ ʧʦʜʜʝʨʞʢʠ, ʪʘʢ ʢʘʢ ʥʘ ʜʘʥʥʳʝ ʦʪʜʝʣʳ ʚʦʟʣʦʞʝʥʦ ʦʙʱʝʥʠʝ 

ʩ ʢʣʠʝʥʪʘʤʠ, ʧʨʠ ʚʦʟʥʠʢʥʦʚʝʥʠʠ ʚʦʧʨʦʩʦʚ ʢʦʪʦʨʳʝ ʦʪʜʝʣʳ  ʥʝ ʤʦʛʫʪ 

ʨʝʰʠʪʴ ʩʘʤʦʩʪʦʷʪʝʣʴʥʦ, ʟʘʷʚʢʘ ʧʝʨʝʜʘʝʪʩʷ ʚ ʦʪʜʝʣ, ʢʦʪʦʨʳʡ ʩʧʦʩʦʙʝʥ 

ʨʝʰʠʪʴ ʧʨʦʙʣʝʤʫ ʢʣʠʝʥʪʘ.  

ʇʨʠ ʘʥʘʣʠʟʝ ʦʙʨʘʙʦʪʢʠ ʠ ʭʨʘʥʝʥʠʷ ʟʘʷʚʦʢ, ʙʳʣʦ ʚʳʷʚʣʝʥʦ, ʯʪʦ 

ʟʘʷʚʢʠ ʧʝʨʝʜʘʶʪʩʷ ʠ ʭʨʘʥʷʪʩʷ ʩ ʧʦʤʦʱʴʶ ʢʦʨʧʦʨʘʪʠʚʥʦʡ ʧʦʯʪʳ, ʘ 

ʦʙʱʝʥʠʝ ʤʝʞʜʫ ʦʪʜʝʣʘʤʠ, ʚ ʦʩʥʦʚʥʦʤ, ʧʨʦʠʩʭʦʜʠʪ ʩ ʧʦʤʦʱʴʶ 

jabber(ʧʨʦʪʦʢʦʣ ʦʙʤʝʥʘ ʩʦʦʙʱʝʥʠʷʤʠ). 

ʅʘ ʪʝʢʫʱʠʡ ʤʦʤʝʥʪ, ʟʘʜʘʯʠ ʧʦʩʪʘʚʣʝʥʥʳʝ ʩʦʪʨʫʜʥʠʢʘʤʠ 

ʪʝʭʥʠʯʝʩʢʦʡ ʧʦʜʜʝʨʞʢʠ ʠ ʠʥʬʦʨʤʘʮʠʦʥʥʦʛʦ ʦʪʜʝʣʘ ʚ ʩʪʦʨʦʥʥʠʝ 

ʦʪʜʝʣʳ, ʧʝʨʝʜʘʶʪʩʷ ʚ ʨʘʤʢʘʭ ʧʝʨʝʧʠʩʢʠ ʩ ʢʣʠʝʥʪʘʤʠ, ʯʪʦ ʟʘʪʨʫʜʥʷʝʪ 

ʠʭ ʦʙʨʘʙʦʪʢʫ ʠʟ-ʟʘ ʠʟʣʠʰʥʝʡ ʧʝʨʝʧʠʩʢʠ. ʊʘʢʞʝ, ʜʘʥʥʘʷ ʬʦʨʤʘ 

ʦʙʱʝʥʠʷ ʥʝ ʧʦʟʚʦʣʷʝʪ ʦʪʩʣʝʞʠʚʘʪʴ ʠʟʤʝʥʝʥʠʷ, ʚʥʦʩʠʤʳʝ ʥʘ ʩʝʨʚʝʨʘʭ, 
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ʯʪʦ ʚ ʜʘʣʴʥʝʡʰʝʤ ʤʦʞʝʪ ʧʨʠʚʝʩʪʠ ʢ ʥʝʨʘʙʦʪʦʩʧʦʩʦʙʥʦʩʪʠ 

ʦʙʦʨʫʜʦʚʘʥʠʷ. 

ʉʦʦʪʚʝʪʩʪʚʝʥʥʦ, ʫʞʝ ʥʘ ʜʘʥʥʦʤ ʵʪʘʧʝ ʚʠʜʥʳ ʚʩʝ ʦʯʝʚʠʜʥʳʝ 

ʥʝʜʦʩʪʘʪʢʠ ʦʪʩʫʪʩʪʚʠʷ ʥʘʣʘʞʝʥʥʦʡ ʩʭʝʤʳ ʨʘʙʦʪʳ. ʊʘʢ ʢʘʢ ʫʞʝ ʩʝʡʯʘʩ 

ʪʘʢʦʡ ʩʧʦʩʦʙ ʭʨʘʥʝʥʠʷ ʠ ʦʙʨʘʙʦʪʢʠ ʥʝ ʧʦʟʚʦʣʷʝʪ ʧʦʣʫʯʠʪʴ ʘʢʪʫʘʣʴʥʫʶ 

ʠʥʬʦʨʤʘʮʠʶ ʢʘʢ ʦ ʨʘʙʦʪʝ ʦʧʨʝʜʝʣʝʥʥʦʛʦ ʩʦʪʨʫʜʥʠʢʘ, ʪʘʢ ʠ ʦ ʚʩʸʤ 

ʦʪʜʝʣʝ ʚ ʮʝʣʦʤ. ʅʠ ʩʦʪʨʫʜʥʠʢʠ ʪʝʭʥʠʯʝʩʢʦʡ ʧʦʜʜʝʨʞʢʠ, ʥʠ 

ʩʦʪʨʫʜʥʠʢʠ ʩʤʝʞʥʳʭ ʦʪʜʝʣʦʚ, ʥʠ ʚʳʰʝʩʪʦʷʱʝʝ ʨʫʢʦʚʦʜʩʪʚʦ ʥʝ ʤʦʞʝʪ 

ʙʳʩʪʨʦ ʧʦʣʫʯʠʪʴ ʠʥʪʝʨʝʩʫʶʱʫʶ ʠʭ ʠʥʬʦʨʤʘʮʠʶ, ʚʩʣʝʜʩʪʚʠʝ ʵʪʦʛʦ 

ʧʘʜʘʝʪ ʦʙʱʘʷ ʵʬʬʝʢʪʠʚʥʦʩʪʴ ʢʦʤʧʘʥʠʠ. 

ʊʘʢʠʤ ʞʝ ʦʙʨʘʟʦʤ ʚ ʦʪʜʝʣ ʪʝʭʥʠʯʝʩʢʦʡ ʧʦʜʜʝʨʞʢʠ ʠ 

ʠʥʬʦʨʤʘʮʠʦʥʥʳʡ ʦʪʜʝʣ ʧʦʧʘʜʘʶʪ ʟʘʷʚʢʠ ʠ ʠʟ ʜʨʫʛʠʭ ʦʪʜʝʣʦʚ, ʥʦ ʪʘʢ 

ʢʘʢ ʦʥʠ ʟʘʥʠʤʘʶʪ ʥʝʙʦʣʴʰʫʶ ʜʦʣʶ ʠʟ ʚʩʝʭ ʟʘʷʚʦʢ, ʪʦ, ʚ ʨʘʤʢʘʭ 

ʪʝʢʫʱʝʛʦ ʘʥʘʣʠʟʘ, ʤʳ ʥʝ ʙʫʜʝʤ ʧʨʠʥʠʤʘʪʴ ʠʭ ʚʦ ʚʥʠʤʘʥʠʝ. 

ɺ ʭʦʜʝ ʘʥʘʣʠʟʘ ʙʳʣʦ ʚʳʷʚʣʝʥʦ ʩʣʝʜʫʶʱʝʝ: 

1. ɹʦʣʴʰʘʷ ʯʘʩʪʴ ʚʨʝʤʝʥʠ ʫʭʦʜʠʪ ʥʘ ʧʦʩʪʘʥʦʚʢʫ ʟʘʜʘʯʠ 

ʦʧʨʝʜʝʣʸʥʥʦʤʫ ʯʝʣʦʚʝʢʫ, ʘ ʪʘʢʞʝ ʥʘ ʧʦʜʨʦʙʥʦʝ ʦʙʲʷʩʥʝʥʠʝ 

ʟʘʜʘʯʠ, ʚʦ ʚʨʝʤʷ ʢʦʪʦʨʦʛʦ ʩʦʪʨʫʜʥʠʢʫ ʪʝʭʥʠʯʝʩʢʦʡ 

ʧʦʜʜʝʨʞʢʠ, ʥʝʨʝʜʢʦ ʧʨʠʭʦʜʠʪʩʷ ʣʠʯʥʦ ʦʙʩʫʞʜʘʪʴ ʜʝʪʘʣʠ 

ʟʘʜʘʯʠ ʩ ʩʦʪʨʫʜʥʠʢʦʤ, ʢʦʪʦʨʳʡ ʧʦʩʪʘʚʠʣ ʵʪʫ ʟʘʜʘʯʫ. 

2. ʆʪʩʫʪʩʪʚʫʶʪ ʥʘʣʘʞʝʥʥʳʝ ʢʘʥʘʣʳ ʩʚʷʟʠ ʤʝʞʜʫ ʦʪʜʝʣʘʤʠ 
(ʟʘʷʚʢʠ ʧʝʨʝʜʘʶʪʩʷ ʣʠʯʥʦ, ʩ ʧʦʤʦʱʴʶ ʵʣʝʢʪʨʦʥʥʦʡ ʧʦʯʪʳ 

ʠʣʠ ʯʝʨʝʟ jabber). 

3. ʋ ʩʦʪʨʫʜʥʠʢʘ, ʢʦʪʦʨʳʡ ʧʦʩʪʘʚʠʣ ʟʘʜʘʯʫ, ʦʪʩʫʪʩʪʚʫʝʪ 

ʩʧʦʩʦʙ ʢʦʥʪʨʦʣʷ ʚʳʧʦʣʥʝʥʠʷ ʧʦʩʪʘʚʣʝʥʥʦʡ ʟʘʜʘʯʠ. 

ʈʝʰʝʥʠʝ ʵʪʠʭ ʧʨʦʙʣʝʤ ʤʦʞʝʪ ʟʥʘʯʠʪʝʣʴʥʦ ʧʦʚʳʩʠʪʴ 

ʵʬʬʝʢʪʠʚʥʦʩʪʴ ʦʪʜʝʣʦʚ ʢʦʤʧʘʥʠʠ ʠ ʚʩʝʡ ʢʦʤʧʘʥʠʠ ʚ ʮʝʣʦʤ, ʪʘʢ ʢʘʢ 

ʪʝʭʥʠʯʝʩʢʘʷ ʧʦʜʜʝʨʞʢʘ ʠ ʠʥʬʦʨʤʘʮʠʦʥʥʳʡ ʦʪʜʝʣ ʙʫʜʫʪ ʙʳʩʪʨʝʝ 

ʚʳʧʦʣʥʷʪʴ ʚʦʟʣʦʞʝʥʥʳʝ ʥʘ ʥʠʭ ʟʘʜʘʯʠ, ʘ ʫ ʩʦʪʨʫʜʥʠʢʦʚ ʧʦʷʚʠʪʩʷ 

ʠʥʩʪʨʫʤʝʥʪ ʜʣʷ ʢʦʥʪʨʦʣʷ ʵʪʠʭ ʟʘʜʘʯ ʠ ʧʨʠ ʥʝʦʙʭʦʜʠʤʦʩʪʠ, 

ʢʦʨʨʝʢʪʠʨʦʚʢʘ ʟʘʜʘʯ. 

ʊʘʢ ʞʝ ʨʝʰʝʥʠʝ ʵʪʠʭ ʧʨʦʙʣʝʤ ʧʦʟʚʦʣʠʪ ʚʩʝʤ 

ʟʘʠʥʪʝʨʝʩʦʚʘʥʥʳʤ ʩʦʪʨʫʜʥʠʢʦʤ ʢʦʤʧʘʥʠʠ ʦʮʝʥʠʚʘʪʴ ʢʘʯʝʩʪʚʦ ʨʘʙʦʪʳ 

ʦʪʜʝʣʘ, ʘ ʪʘʢʞʝ ʧʦʣʫʯʘʪʴ ʘʢʪʫʘʣʴʥʫʶ ʠʥʬʦʨʤʘʮʠʶ ʦ ʪʝʢʫʱʝʤ 

ʩʦʩʪʦʷʥʠʠ ʟʘʷʚʢʠ. 

ɺʦʟʤʦʞʥʳʤ ʚʘʨʠʘʥʪʦʤ ʨʝʰʝʥʠʷ ʜʘʥʥʦʡ ʧʨʦʙʣʝʤʳ ʷʚʣʷʝʪʩʷ 

ʨʘʟʨʘʙʦʪʢʘ, ʣʠʙʦ ʚʥʝʜʨʝʥʠʝ ʩʪʦʨʦʥʥʝʡ ʀʉ, ʢʦʪʦʨʘʷ ʧʦʟʚʦʣʠʪ 

ʦʙʝʩʧʝʯʠʪʴ ʩʚʷʟʴ ʤʝʞʜʫ ʩʦʪʨʫʜʥʠʢʘʤʠ ʚ ʦʬʠʩʝ. 

ɸʥʘʣʠʟ ʨʳʥʢʘ ʧʦʢʘʟʘʣ, ʯʪʦ ʥʘ ʪʝʢʫʱʠʡ ʤʦʤʝʥʪ ʩʫʱʝʩʪʚʫʝʪ 

ʥʝʩʢʦʣʴʢʦ ʨʘʟʣʠʯʥʳʭ ʩʠʩʪʝʤ, ʢʦʪʦʨʳʝ ʧʦʜʭʦʜʷʪ ʧʦʜ ʜʘʥʥʳʝ ʫʩʣʦʚʠʷ. 

ʉʨʝʜʠ ʥʠʭ ʝʩʪʴ ʢʘʢ ʧʣʘʪʥʳʝ ʨʝʰʝʥʠʷ, ʪʘʢ ʠ ʙʝʩʧʣʘʪʥʳʝ.  
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2. ɸʅɸʃʀɿ ʉʋʑɽʉʊɺʋʖʑʀʍ ʀʊ-ʈɽʐɽʅʀʁ, 

ʆɹɽʉʇɽʏʀɺɸʖʑʀʍ ɸɺʊʆʄɸʊʀɿɸʎʀʖ ʇʈʀɽʄɸ ʀ 

ʆɹʈɸɹʆʊʂʀ ɿɸʗɺʆʂ ʅɸ ʇʈɽɼʆʉʊɸɺʃɽʅʀɽ ʀʊ-

ʋʉʃʋɻ 

2.1 ʉʨʘʚʥʠʪʝʣʴʥʳʡ ʘʥʘʣʠʟ  ʚʦʟʤʦʞʥʳʭ ʨʝʰʝʥʠʡ 

ʅʘ ʩʝʛʦʜʥʷʰʥʠʡ ʜʝʥʴ, ʥʘ ʨʳʥʢʝ ʩʫʱʝʩʪʚʫʝʪ ʦʛʨʦʤʥʦʝ 

ʢʦʣʠʯʝʩʪʚʦ ʨʘʟʣʠʯʥʳʭ ʠʥʬʦʨʤʘʮʠʦʥʥʳʭ ʩʠʩʪʝʤ, ʚ ʪʦʤ ʯʠʩʣʝ ʠ ʜʣʷ 

ʘʚʪʦʤʘʪʠʟʘʮʠʠ ʦʙʨʘʙʦʪʢʠ ʟʘʷʚʦʢ, ʢʦʪʦʨʳʝ ʤʳ ʨʘʩʩʤʘʪʨʠʚʘʝʤ ʚ ʜʘʥʥʦʡ 

ʨʘʙʦʪʝ. 

ɼʣʷ ʪʦʛʦ, ʯʪʦʙʳ ʛʨʘʤʦʪʥʦ ʚʳʙʨʘʪʴ ʀʉ, ʥʝʦʙʭʦʜʠʤʦ 

ʧʨʦʘʥʘʣʠʟʠʨʦʚʘʪʴ ʨʘʟʣʠʯʥʳʝ ʀʉ, ʜʦʩʪʫʧʥʳʝ ʥʘ ʨʳʥʢʝ, ʚʳʷʩʥʠʪʴ ʠʭ 

ʩʠʣʴʥʳʝ ʠ ʩʣʘʙʳʝ ʩʪʦʨʦʥʳ ʠ ʚʳʙʨʘʪʴ ʧʦʜʭʦʜʷʱʫʶ, ʠʩʭʦʜʷ ʠʟ 

ʧʦʩʪʘʚʣʝʥʥʳʭ ʪʨʝʙʦʚʘʥʠʡ ʢ ʀʉ. 

ʊʘʢ ʢʘʢ ʥʘ ʨʳʥʢʝ ʧʨʝʜʩʪʘʚʣʝʥʦ ʦʛʨʦʤʥʦʝ ʢʦʣʠʯʝʩʪʚʦ ʀʉ, ʪʦ 

ʨʘʩʩʤʘʪʨʠʚʘʪʴ ʙʫʜʝʤ ʩʘʤʳʝ ʧʦʧʫʣʷʨʥʳʝ ʠʟ ʥʠʭ.  

Kayako - ʤʥʦʛʦʬʫʥʢʮʠʦʥʘʣʴʥʘʷ Helpdesk-ʩʠʩʪʝʤʘ ʜʣʷ 

ʘʚʪʦʤʘʪʠʟʘʮʠʠ ʦʙʨʘʙʦʪʢʠ ʟʘʷʚʦʢ, ʨʘʩʧʨʦʩʪʨʘʥʷʝʪʩʷ ʧʣʘʪʥʦ ʠ ʠʤʝʝʪ 

ʦʪʢʨʳʪʳʡ ʠʩʭʦʜʥʳʡ ʢʦʜ (ʨʠʩʫʥʦʢ 5). ʀʟ-ʟʘ ʙʦʣʴʰʦʛʦ ʢʦʣʠʯʝʩʪʚʘ 

ʦʧʮʠʡ ʠʥʪʝʨʬʝʡʩ ʩʠʩʪʝʤʳ ʚʳʛʣʷʜʠʪ ʧʝʨʝʛʨʫʞʝʥʥʳʤ ï ʧʝʨʚʦʝ ʚʨʝʤʷ 

ʧʦʩʣʝ ʥʘʯʘʣʘ ʠʩʧʦʣʴʟʦʚʘʥʠʷ Kayako ʩʦʪʨʫʜʥʠʢʘʤ ʧʨʠʭʦʜʠʪʩʷ 

ʨʘʟʙʠʨʘʪʴʩʷ ʚ ʧʨʠʥʮʠʧʘʭ ʝʛʦ ʨʘʙʦʪʳ. 

ʇʨʝʠʤʫʱʝʩʪʚʘ: 

- ʇʨʦʜʫʢʪ ʧʦʜʜʝʨʞʠʚʘʝʪʩʷ ʠ ʦʙʥʦʚʣʷʝʪʩʷ ʨʘʟʨʘʙʦʪʯʠʢʦʤ 

- ʆʪʢʨʳʪʳʡ ʠʩʭʦʜʥʳʡ ʢʦʜ  

- ɹʦʣʴʰʦʡ ʬʫʥʢʮʠʦʥʘʣ 

ʅʝʜʦʩʪʘʪʢʠ: 

- ɺʳʩʦʢʘʷ ʩʪʦʠʤʦʩʪʴ  

- ʊʦʣʴʢʦ ʘʥʛʣʦʷʟʳʯʥʘʷ ʚʝʨʩʠʷ 

- ʉʣʦʞʥʳʡ ʠʥʪʝʨʬʝʡʩ 
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ʈʠʩʫʥʦʢ 5 ï HelpDesk Kayako 

Helpdeskeddy - HelpDesk ʩʠʩʪʝʤʘ, ʧʨʠʸʤ ʟʘʷʚʦʢ ʯʝʨʝʟ ʝʤʘʡʣ 

(ʨʠʩʫʥʦʢ 6). 

ʇʨʝʠʤʫʱʝʩʪʚʘ: 

- ɺʦʟʤʦʞʥʦʩʪʴ ʥʘʩʪʨʦʡʢʠ ʧʨʘʚ 

- ɻʠʙʢʦʝ ʫʧʨʘʚʣʝʥʠʝ ʟʘʷʚʢʘʤʠ 

- API ï ʚʦʟʤʦʞʥʦʩʪʴ ʠʥʪʝʛʨʘʮʠʠ 

- ʄʦʙʠʣʴʥʦʝ ʧʨʠʣʦʞʝʥʠʝ 

- ʇʦʜʜʝʨʞʢʘ ʨʫʩʩʢʦʛʦ ʷʟʳʢʘ 

ʅʝʜʦʩʪʘʪʢʠ: 

- ʄʘʣʝʥʴʢʠʡ ʬʫʥʢʮʠʦʥʘʣ 

- ʄʘʣʝʥʴʢʠʡ ʦʙʲʝʤ ʜʦʢʫʤʝʥʪʘʮʠʠ 

 

 
ʈʠʩʫʥʦʢ 6 ï ʠʥʬʦʨʤʘʮʠʦʥʥʘʷ ʩʠʩʪʝʤʘ Helpdeskeddy 
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OsTicket ï ʙʝʩʧʣʘʪʥʘʷ helpdesk ʩʠʩʪʝʤʘ ʥʘʧʠʩʘʥʥʘʷ ʥʘ ʷʟʳʢʝ 

ʧʨʦʛʨʘʤʤʠʨʦʚʘʥʠʷ php (ʨʠʩʫʥʦʢ 7) ʩ ʦʪʢʨʳʪʳʤ ʢʦʜʦʤ.   

ʇʨʝʠʤʫʱʝʩʪʚʘ: 

- ʆʪʢʨʳʪʳʡ ʢʦʜ 

- ʉʠʩʪʝʤʘ ʧʨʝʜʦʩʪʘʚʣʷʝʪʩʷ ʙʝʩʧʣʘʪʥʦ 

- ʅʘʧʠʩʘʥʘ ʥʘ php 

- ʂʣʠʝʥʪʫ ʥʝ ʥʫʞʥʦ ʧʨʦʭʦʜʠʪʴ ʧʨʦʮʝʩʩ ʨʝʛʠʩʪʨʘʮʠʠ ʜʣʷ 

ʩʦʟʜʘʥʠʷ ʪʠʢʝʪʘ 

ʅʝʜʦʩʪʘʪʢʠ: 

- ʅʝʦʙʭʦʜʠʤ ʧʨʦʛʨʘʤʤʠʩʪ ʜʣʷ ʜʦʨʘʙʦʪʢʠ ʬʫʥʢʮʠʦʥʘʣʘ 

- ɿʘʷʚʢʘ ʩʯʠʪʘʝʪʩʷ ʟʘʢʨʳʪʦʡ ʧʦʩʣʝ ʦʪʚʝʪʘ ʩʦʪʨʫʜʥʠʢʘ 

 

 
ʈʠʩʫʥʦʢ 7 ï ʠʥʬʦʨʤʘʮʠʦʥʥʘʷ ʩʠʩʪʝʤʘ OsTicket 

 

OTRS - ʦʪʢʨʳʪʘʷ ʩʠʩʪʝʤʘ ʦʙʨʘʙʦʪʢʠ ʟʘʷʚʦʢ ʥʘʧʠʩʘʥʥʘʷ ʥʘ 

ʷʟʳʢʝ ʧʨʦʛʨʘʤʤʠʨʦʚʘʥʠʷ Perl. ɼʘʥʥʘʷ ʩʠʩʪʝʤʘ ʠʩʧʦʣʴʟʫʝʪʩ ̫ʢʨʫʧʥʳʤʠ 

ʢʦʤʧʘʥʠʷʤʠ ʪʘʢʠʤʠ ʢʘʢ ʷʥʜʝʢʩ, mail.ru, ʭʦʩʪʠʥʛʦʤ  reg.ru ʠ ʜʨʫʛʠʤʠ 

(ʨʠʩʫʥʦʢ 8). 

ʇʨʝʠʤʫʱʝʩʪʚʘ: 

- ʇʦʜʜʝʨʞʢʘ ʨʫʩʩʢʦʛʦ ʷʟʳʢʘ 

- ʆʪʢʨʳʪʳʡ ʢʦʜ 
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- ɽʩʪʴ ʧʣʘʪʥʘʷ ʠ ʙʝʩʧʣʘʪʥʘʷ ʚʝʨʩʠʷ 

- ɹʦʣʴʰʦʝ ʢʦʣʠʯʝʩʪʚʦ ʜʦʢʫʤʝʥʪʘʮʠʠ  

- ʈʘʟʚʠʪʦʝ ʩʦʦʙʱʝʩʪʚʦ  

- ʇʦʜʜʝʨʞʢʘ LDAP 

- ʉʦʦʪʚʝʪʩʪʚʠʝ ʨʝʢʦʤʝʥʜʘʮʠʷʤ ITIL 

- ʀʥʪʫʠʪʠʚʥʦʩʪʴ ʠʥʪʝʨʬʝʡʩʘ ʠ ʘʚʪʦʤʘʪʠʟʠʨʦʚʘʥʥʘʷ ʨʘʙʦʪʘ ʩ 
ʟʘʷʚʢʘʤʠ 

ʅʝʜʦʩʪʘʪʢʠ: 

- ɼʦʩʪʘʪʦʯʥʦ ʩʣʦʞʥʘʷ ʩʠʩʪʝʤʘ ʥʘʩʪʨʦʡʢʠ 

 

 
ʈʠʩʫʥʦʢ 8 - ʩʠʩʪʝʤʘ ʦʙʨʘʙʦʪʢʠ ʟʘʷʚʦʢ OTRS 

 

Bpmôonline CRM - ʨʘʟʨʘʙʦʪʘʥʥʦʝ ʢʦʤʧʘʥʠʝʡ Terrasoft. 

Bpmôonline CRM ʦʙʲʝʜʠʥʷʝʪ ʚʦʟʤʦʞʥʦʩʪʠ ʩʠʩʪʝʤʳ ʫʧʨʘʚʣʝʥʠʷ 

ʚʟʘʠʤʦʦʪʥʦʰʝʥʠʷʤʠ ʩ ʢʣʠʝʥʪʘʤʠ (CRM) ʠ ʩʠʩʪʝʤʳ ʫʧʨʘʚʣʝʥʠʷ 

ʙʠʟʥʝʩ-ʧʨʦʮʝʩʩʘʤʠ (BPM). ʅʘ ʨʠʩʫʥʢʝ 9 ʠʟʦʙʨʘʞʝʥ ʠʥʪʝʨʬʝʡʩ ʀʉ 

çBpmôonlineè. 

ʇʨʝʠʤʫʱʝʩʪʚʘ: 

- ʇʨʦʩʪʘʷ ʠ ʛʠʙʢʘ ̫ʥʘʩʪʨʦʡʢʘ ʥʝʩʣʦʞʥʳʭ ʙʠʟʥʝʩ-ʧʨʦʮʝʩʩ 

- ʋʜʦʙʥʳʡ ʠʥʪʝʨʬʝʡʩ 

https://ru.wikipedia.org/wiki/Terrasoft
https://ru.wikipedia.org/wiki/%D0%A1%D0%B8%D1%81%D1%82%D0%B5%D0%BC%D0%B0_%D1%83%D0%BF%D1%80%D0%B0%D0%B2%D0%BB%D0%B5%D0%BD%D0%B8%D1%8F_%D0%B2%D0%B7%D0%B0%D0%B8%D0%BC%D0%BE%D0%BE%D1%82%D0%BD%D0%BE%D1%88%D0%B5%D0%BD%D0%B8%D1%8F%D0%BC%D0%B8_%D1%81_%D0%BA%D0%BB%D0%B8%D0%B5%D0%BD%D1%82%D0%B0%D0%BC%D0%B8
https://ru.wikipedia.org/wiki/BPM_(%D1%83%D0%BF%D1%80%D0%B0%D0%B2%D0%BB%D0%B5%D0%BD%D1%87%D0%B5%D1%81%D0%BA%D0%B0%D1%8F_%D0%BA%D0%BE%D0%BD%D1%86%D0%B5%D0%BF%D1%86%D0%B8%D1%8F)
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- ɺʦʟʤʦʞʥʦʩʪʴ ʩʦʟʜʘʥʠʷ ʥʘ ʦʩʥʦʚʝ ʧʨʝʜʦʩʪʘʚʣʝʥʥʦʡ 

ʧʣʘʪʬʦʨʤʳ ʩʚʦʠ ʜʦʧʦʣʥʠʪʝʣʴʥʳʝ ʜʦʧʦʣʥʝʥʠʷ, ʥʘʩʪʨʦʡʢʠ ʠ 

ʨʘʩʰʠʨʝʥʠʷ
 

- ʆʪʢʨʳʪʳʡ ʢʦʜ 

- ʇʦʜʜʝʨʞʢʘ ʨʫʩʩʢʦʛʦ ʷʟʳʢʘ 

- ʇʦʜʜʝʨʞʢʘ LDAP 

- ʉʦʦʪʚʝʪʩʪʚʠʝ ʨʝʢʦʤʝʥʜʘʮʠʷʤ ITIL 

ʅʝʜʦʩʪʘʪʢʠ: 

- ɺʳʩʦʢʘʷ ʩʪʦʠʤʦʩʪʴ 

ʅʘ ʨʠʩʫʥʢʝ 9 ʠʟʦʙʨʘʞʝʥ ʠʥʪʝʨʬʝʡʩ çBpmôonlineè.  

 

 
ʈʠʩʫʥʦʢ 9 ï ʠʥʬʦʨʤʘʮʠʦʥʥʘʷ ʩʠʩʪʝʤʘ çBpmôonlineè 

 

Omnitracker - ʩʦʟʜʘʥ ʜʣʷ B2B-ʢʣʠʝʥʪʦʚ ʚʩʝʚʦʟʤʦʞʥʳʭ 

ʦʪʨʘʩʣʝʡ, ʚʢʣʶʯʘʷ ʧʨʦʤʳʰʣʝʥʥʳʝ ʧʨʝʜʧʨʠʷʪʠʡ, ʩʝʨʚʠʩʥʳʝ 

ʦʨʛʘʥʠʟʘʮʠʠ, ʧʨʦʚʘʡʜʝʨʦʚ ʀʊ-ʫʩʣʫʛ (ʨʠʩʫʥʦʢ 10).  

ʇʨʝʠʤʫʱʝʩʪʚʘ: 

- ɺʩʪʨʦʝʥʥʳʡ ʛʨʘʬʠʯʝʩʢʠʡ ʨʝʜʘʢʪʦʨ ʧʦʪʦʢʦʚ ʨʘʙʦʪ 

- ɻʠʙʢʘʷ ʩʠʩʪʝʤʘ ʫʚʝʜʦʤʣʝʥʠʡ  

- ɺʦʟʤʦʞʥʦʩʪʴ ʨʘʟʛʨʘʥʠʯʝʥʠʷ ʧʨʘʚ ʠ ʨʦʣʝʡ 

- ʇʦʜʜʝʨʞʢʘ API 
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- ʀʥʪʫʠʪʠʚʥʦʩʪʴ ʠʥʪʝʨʬʝʡʩʘ ʠ ʘʚʪʦʤʘʪʠʟʠʨʦʚʘʥʥʘʷ ʨʘʙʦʪʘ ʩ 
ʟʘʷʚʢʘʤʠ 

ʅʝʜʦʩʪʘʪʢʠ: 

- ʉʣʦʞʥʘʷ ʩʠʩʪʝʤʘ ʥʘʩʪʨʦʡʢʠ  

- ɺʳʩʦʢʘʷ ʩʪʦʠʤʦʩʪʴ 

 

 
ʈʠʩʫʥʦʢ 10 - ʠʥʬʦʨʤʘʮʠʦʥʥʘʷ ʩʠʩʪʝʤʘ çOmnitrackerè 

 

IntraService ï ʫʥʠʚʝʨʩʘʣʴʥʘʷ Service Desk ʩʠʩʪʝʤʘ. ʉʦʚʤʝʩʪʠʤʘ ʩ 

ITIL  (ʨʠʩʫʥʦʢ 11). ʀʩʧʦʣʴʟʫʝʪʩʷ ʜʣʷ ʫʯʝʪʘ ʟʘʷʚʦʢ, ʫʧʨʘʚʣʝʥʠʷ 

ʟʘʜʘʯʘʤʠ ʠ ʧʨʦʝʢʪʘʤʠ. ʉʠʩʪʝʤʘ ʤʦʞʝʪ ʘʚʪʦʤʘʪʠʯʝʩʢʠ ʩʦʟʜʘʚʘʪʴ ʪʠʢʝʪ 

ʧʨʠ ʧʦʣʫʯʝʥʠʠ ʧʠʩʴʤʘ ʥʘ ʢʘʢʦʡ-ʣʠʙʦ ʵʣʝʢʪʨʦʥʥʳʡ ʷʱʠʢ.  

ʇʨʝʠʤʫʱʝʩʪʚʘ: 

- ɺʳʩʦʢʠʡ ʫʨʦʚʝʥʴ ʘʚʪʦʤʘʪʠʟʘʮʠʠ ʧʨʦʮʝʩʩʘ ʩʦʟʜʘʥʠʷ ʠ 

ʦʙʨʘʙʦʪʢʠ ʪʠʢʝʪʦʚ 

- ɽʩʪʴ ʤʦʙʠʣʴʥʦʝ ʧʨʠʣʦʞʝʥʠʝ 

- ɻʠʙʢʘʷ ʥʘʩʪʨʦʡʢʘ ʨʦʣʝʡ ʠ ʧʨʘʚ 

ʅʝʜʦʩʪʘʪʢʠ: 

- ʉʠʩʪʝʤʘ ʧʣʘʪʥʘʷ  

- ɺʦʟʤʦʞʥʦʩʪʴ ʜʦʨʘʙʦʪʢʠ ʜʦʩʪʫʧʥʘ ʪʦʣʴʢʦ ʚ ʩʘʤʦʡ ʜʦʨʦʛʦʡ 
ʚʝʨʩʠʠ 
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ʈʠʩʫʥʦʢ 11 - ʠʥʬʦʨʤʘʮʠʦʥʥʘʷ ʩʠʩʪʝʤʘ çIntraServiceè 

 

Cerberus HelpDesk - HelpDesk ʩʠʩʪʝʤʘ, ʦʩʥʦʚʥʘʷ ʦʩʦʙʝʥʥʦʩʪʴ 

ʢʦʪʦʨʦʡ ʷʚʣʷʝʪʩʷ ʛʠʙʢʘʷ ʥʘʩʪʨʦʡʢʘ ʨʘʙʦʯʝʛʦ ʤʝʩʪʘ ʧʦʜ ʢʘʞʜʦʛʦ 

ʩʦʪʨʫʜʥʠʢʘ, ʘ ʪʘʢ ʞʝ ʥʘʩʪʨʦʡʢʘ ʩʘʤʦʡ ʩʠʩʪʝʤʳ ʧʦʜ ʨʘʙʦʯʠʡ ʧʨʦʮʝʩʩ 

ʦʨʛʘʥʠʟʘʮʠʠ (ʨʠʩʫʥʦʢ 12). 

ʇʨʝʠʤʫʱʝʩʪʚʘ: 

- ʇʦʜʜʝʨʞʠʚʘʝʪ API 

- ʇʦʜʜʝʨʞʠʚʘʝʪ ʦʪʯʝʪʳ 

- ʆʪʢʨʳʪʳʡ ʢʦʜ 

ʅʝʜʦʩʪʘʪʢʠ: 

- ɹʦʣʴʰʘʷ ʩʪʦʠʤʦʩʪʴ 

 

 

 
ʈʠʩʫʥʦʢ 12 - ʠʥʬʦʨʤʘʮʠʦʥʥʘʷ ʩʠʩʪʝʤʘ çCerberus HelpDeskè 
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2.2 ʌʦʨʤʠʨʦʚʘʥʠʝ ʪʨʝʙʦʚʘʥʠʡ ʢ ʠʥʬʦʨʤʘʮʠʦʥʥʦʡ ʩʠʩʪʝʤʝ 

ʠ ʚʳʙʦʨ ʧʨʝʜʧʦʯʪʠʪʝʣʴʥʦʛʦ ʨʝʰʝʥʠʷ 

ɿʘʜʘʯʠ, ʢʦʪʦʨʳʝ ʜʦʣʞʥʘ ʨʝʰʘʪʴ ʀʉ:  

- ʧʨʠʸʤʘ ʟʘʷʚʦʢ ʠ ʧʠʩʝʤ (ʪʠʢʝʪʦʚ) ʦʪ ʢʣʠʝʥʪʦʚ;  

- ʥʝʦʙʭʦʜʠʤʦ ʥʘʣʠʯʠʝ ʨʘʟʛʨʘʥʠʯʝʥʠʷ ʜʦʩʪʫʧʘ ʢ ʜʘʥʥʳʤ;  

- ʜʦʣʞʥʘ ʧʨʠʩʫʪʩʪʚʦʚʘʪʴ ʭʦʨʦʰʘʷ ʜʦʢʫʤʝʥʪʘʮʠʷ, ʪʘʢ ʢʘʢ ʀʉ 
ʙʫʜʝʪ ʚʥʝʜʨʷʪʴʩʷ ʩʦʙʩʪʚʝʥʥʳʤʠ ʩʠʣʘʤʠ ʢʦʤʧʘʥʠʠ;  

- ʚʦʟʤʦʞʥʦʩʪʴ ʚʥʝʜʨʝʥʠʷ ʩʦʙʩʪʚʝʥʥʦʛʦ API ʢ ʠʥʪʝʨʬʝʡʩʫ 
ʠʥʬʦʨʤʘʮʠʦʥʥʦʡ ʩʠʩʪʝʤʳ;  

- ʚʦʟʤʦʞʥʦʩʪʴ ʩʙʦʨʘ ʩʪʘʪʠʩʪʠʢʠ ʧʦ ʢʦʣʠʯʝʩʪʚʫ ʟʘʷʚʦʢ ʠ 
ʚʨʝʤʝʥʠ ʠʭ ʨʝʰʝʥʠʷ;  

- ʥʘʩʪʨʘʠʚʘʝʤʘʷ ʩʦʨʪʠʨʦʚʢʘ ʦʯʝʨʝʜʝʡ ʜʣʷ ʧʝʨʝʤʝʱʝʥʠʷ 

ʟʘʷʚʦʢ ʚ ʦʪʚʝʪʩʪʚʝʥʥʳʡ ʦʪʜʝʣ; 

- ʧʦʜʜʝʨʞʢʘ LDAP-ʩʠʥʭʨʦʥʠʟʘʮʠʠ;  

- ʧʦʜʜʝʨʞʢʘ ʨʫʩʩʢʦʛʦ ʷʟʳʢʘ 

ɺ ʭʦʜʝ ʘʥʘʣʠʟʘ ʨʝʰʝʥʠʡ ʠ ʩʨʘʚʥʝʥʠʷ ʠʭ ʩ ʧʦʩʪʘʚʣʝʥʥʳʤʠ 

ʮʝʣʷʤʠ, ʙʳʣʦ ʚʳʷʩʥʝʥʦ, ʯʪʦ ʙʦʣʴʰʠʥʩʪʚʦ ʩʠʩʪʝʤ ʧʦʜʜʝʨʞʠʚʘʶʪ 

ʥʝʦʙʭʦʜʠʤʳʡ ʬʫʥʢʮʠʦʥʘʣ.  

ɺ ʨʘʤʢʘʭ ʜʘʥʥʦʡ ʨʘʙʦʪʳ ʙʳʣʘ ʚʳʙʨʘʥʘ ʙʝʩʧʣʘʪʥʘʷ ʚʝʨʩʠʷ 

ʩʠʩʪʝʤʳ ʦʙʨʘʙʦʪʢʠ ʟʘʷʚʦʢ OTRS. ɼʘʥʥʘʷ ʙʝʩʧʣʘʪʥʘʷ ʀʉ ʩ ʦʪʢʨʳʪʳʤ 

ʠʩʭʦʜʥʳʤ ʢʦʜʦʤ ʥʘʧʠʩʘʥʘ ʥʘ ʷʟʳʢʝ Perl ʩ ʚʦʟʤʦʞʥʦʩʪʴʶ ʧʦʜʜʝʨʞʢʠ 

ʉʋɹɼ MySQL, MariaDB, PostgreSQL, Oracle.  

ʉʠʩʪʝʤʘ OTRS ʷʚʣʷʝʪʩʷ ʜʦʚʦʣʴʥʦ ʩʣʦʞʥʦʡ. ɽʝ ʤʦʜʫʣʴʥʘʷ 

ʘʨʭʠʪʝʢʪʫʨʘ, ʚʦʟʤʦʞʥʦʩʪʴ ʛʣʫʙʦʢʦʡ ʧʝʨʝʨʘʙʦʪʢʠ ʠ ʥʘʩʪʨʘʠʚʘʝʤʳʝ 

ʧʨʦʮʝʩʩʳ, ʜʝʣʘʶʪ ʝʸ ʠʥʪʝʨʝʩʥʦʡ ʜʣʷ ʨʘʩʩʤʦʪʨʝʥʠʷ ʚ ʙʦʣʴʰʠʭ 

ʢʦʤʧʘʥʠʷʭ, ʢʦʪʦʨʳʝ ʤʦʛʫʪ ʧʦʟʚʦʣʠʪʴ ʩʝʙʝ ʩʦʜʝʨʞʘʪʴ ʦʪʜʝʣʴʥʳʭ 

ʩʦʪʨʫʜʥʠʢʦʚ ʜʣʷ ʝʝ ʫʩʪʘʥʦʚʢʠ ʠ ʥʘʩʪʨʦʡʢʠ. 
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3. ɺʅɽɼʈɽʅʀɽ ʉʀʉʊɽʄʓ ʆɹʈɸɹʆʊʂʀ ɿɸʗɺʆʂ 
çOTRSè ɺ ʂʆʄʇɸʅʀʖ ʆʆʆ çʉʇɽʁʉɺʕɹè 

3.1 ʉʦʩʪʘʚʣʝʥʠʝ ʧʣʘʥʘ ʚʥʝʜʨʝʥʠʷ 

ɼʣʷ ʪʦʛʦ, ʯʪʦʙʳ ʚʥʝʜʨʠʪʴ ʠʥʬʦʨʤʘʮʠʦʥʥʫʶ ʩʠʩʪʝʤʫ 

ʵʬʬʝʢʪʠʚʥʦ, ʥʝʦʙʭʦʜʠʤʦ ʩʦʩʪʘʚʠʪʴ ʧʣʘʥ ʚʥʝʜʨʝʥʠʷ. ɼʘʥʥʳʡ ʵʪʘʧ 

ʧʦʤʦʞʝʪ ʦʮʝʥʠʪʴ ʥʝʦʙʭʦʜʠʤʦʝ ʚʨʝʤʷ ʜʣʷ ʚʥʝʜʨʝʥʠʷ, ʢʦʣʠʯʝʩʪʚʦ 

ʩʦʪʨʫʜʥʠʢʦʚ ʠ ʩʪʦʠʤʦʩʪʴ ʚʥʝʜʨʝʥʠʷ. 

ʄʦʞʥʦ ʚʳʜʝʣʠʪʴ ʩʣʝʜʫʶʱʠʝ ʵʪʘʧʳ ʚʥʝʜʨʝʥʠʷ 

ʠʥʬʦʨʤʘʮʠʦʥʥʦʡ ʩʠʩʪʝʤʳ: 

1) ɸʥʘʣʠʟ ʢʦʤʧʘʥʠʠ. ʅʘ ʜʘʥʥʦʤ ʵʪʘʧʝ ʧʨʦʠʩʭʦʜʠʪ ʘʥʘʣʠʟ 
ʢʦʤʧʘʥʠʠ, ʩʦʙʠʨʘʶʪʩʷ ʩʚʝʜʝʥʠʷ ʦ ʪʦʤ, ʯʪʦ ʥʫʞʥʦ 

ʦʧʪʠʤʠʟʠʨʦʚʘʪʴ ʠʣʠ ʘʚʪʦʤʘʪʠʟʠʨʦʚʘʪʴ. ʕʪʦʪ ʵʪʘʧ ʤʦʞʝʪ 

ʟʘʥʠʤʘʪʴ ʦʪ ʥʝʩʢʦʣʴʢʠʭ ʜʥʝʡ ʫ ʥʝʙʦʣʴʰʠʭ ʢʦʤʧʘʥʠʡ, ʜʦ 

ʥʝʩʢʦʣʴʢʠʭ ʤʝʩʷʮʝʚ ʫ ʢʨʫʧʥʳʭ. 

2) ʈʘʟʨʘʙʦʪʢʘ ʪʝʭʥʠʯʝʩʢʦʛʦ ʟʘʜʘʥʠʷ. ʈʘʟʨʘʙʦʪʢʘ ʪʝʭʥʠʯʝʩʢʦʛʦ 

ʟʘʜʘʥʠʷ ʦʙʳʯʥʦ ʟʘʥʠʤʘʝʪ ʦʪ ʥʝʩʢʦʣʴʢʠʭ ʥʝʜʝʣʴ ʜʦ 

ʥʝʩʢʦʣʴʢʠʭ ʤʝʩʷʮʝʚ. ɺʢʣʶʯʘʝʪ ʚ ʩʝʙʷ ʧʦʩʪʘʥʦʚʢʫ ʟʘʜʘʯʠ ʠ 

ʨʘʩʧʨʝʜʝʣʝʥʠʷ ʧʨʘʚ.  

3) ʅʘʩʪʨʦʡʢʘ ʩʠʩʪʝʤʳ. ʅʘ ʜʘʥʥʦʤ ʵʪʘʧʝ ʧʨʦʠʩʭʦʜʠʪ 

ʫʩʪʘʥʦʚʢʘ ʠ ʥʘʩʪʨʦʡʢʘ ʩʠʩʪʝʤʳ, ʨʘʟʛʨʘʥʠʯʝʥʠʝ ʧʨʘʚ 

ʜʦʩʪʫʧʘ ʫ ʧʦʣʴʟʦʚʘʪʝʣʝʡ. ɼʣʠʪʝʣʴʥʦʩʪʴ ʵʪʦʛʦ ʵʪʘʧʘ, ʵʪʘʧ 

ʟʘʥʠʤʘʝʪ ʦʪ ʥʝʩʢʦʣʴʢʠʭ ʥʝʜʝʣʴ, ʜʦ ʥʝʩʢʦʣʴʢʠʭ ʤʝʩʷʮʝʚ ʠ 

ʟʘʚʠʩʠʪ ʦʪ ʨʘʟʤʝʨʘ ʢʦʤʧʘʥʠʠ. 

4) ʊʝʩʪʠʨʦʚʘʥʠʝ ʀʉ. ɺʢʣʶʯʘʝʪ ʚ ʩʝʙʷ ʩʦʟʜʘʥʠʝ ʪʝʩʪʦʚʦʛʦ 
ʧʨʦʝʢʪʘ, ʚʥʝʩʝʥʠʷ ʚ ʥʝʛʦ ʪʝʩʪʦʚʳʭ ʜʘʥʥʳʭ ʠ ʧʨʦʚʝʨʢʫ 

ʧʦʣʫʯʝʥʥʦʛʦ ʨʘʙʦʪʦʩʧʦʩʦʙʥʦʩʪʠ. ʆʙʳʯʥʦ ʥʘ ʵʪʦʪ ʵʪʘʧ 

ʦʪʚʦʜʷʪ ʥʝʩʢʦʣʴʢʦ ʥʝʜʝʣʴ. 

5) ʆʧʳʪʥʘʷ ʵʢʩʧʣʫʘʪʘʮʠʷ. ɺʢʣʶʯʘʝʪ ʚ ʩʝʙʷ ʨʘʙʦʪʫ ʩ 

ʨʝʘʣʴʥʳʤʠ ʜʘʥʥʳʤʠ ʠ ʧʨʦʝʢʪʘʤʠ ʠ ʧʨʝʜʥʘʟʥʘʯʝʥ ʜʣʷ ʪʦʛʦ, 

ʯʪʦʙʳ ʩʨʘʚʥʠʪʴ ʨʝʟʫʣʴʪʘʪʳ ʨʘʙʦʪʳ ʩ ʠʩʧʦʣʴʟʦʚʘʥʠʝʤ 

ʩʪʘʨʦʡ ʠ ʥʦʚʦʡ ʩʠʩʪʝʤ. 

6) ʇʨʦʤʳʰʣʝʥʥʘʷ ʵʢʩʧʣʫʘʪʘʮʠʷ. ʇʨʦʠʩʭʦʜʠʪ ʧʦʣʥʳʡ ʦʪʢʘʟ ʦʪ 

ʧʨʝʜʳʜʫʱʠʭ ʩʧʦʩʦʙʦʚ ʨʘʙʦʪʳ, ʢʦʤʧʘʥʠʷ ʧʝʨʝʭʦʜʠʪ ʥʘ 

ʠʩʧʦʣʴʟʦʚʘʥʠʝ ʥʦʚʦʡ ʩʠʩʪʝʤʳ. 

ʉʦʩʪʘʚʠʚ ʧʣʘʥ, ʤʦʞʥʦ ʨʘʩʩʯʠʪʘʪʴ ʧʨʠʤʝʨʥʦʝ ʚʨʝʤʷ, ʢʦʪʦʨʦʝ 

ʟʘʡʤʸʪ ʚʥʝʜʨʝʥʠʝ. ʊʘʢ ʢʘʢ ʢʦʤʧʘʥʠʷ ʷʚʣʷʝʪʩʷ ʜʦʩʪʘʪʦʯʥʦ ʢʨʫʧʥʦʡ ʪʦ 

ʧʦʣʥʦʝ ʚʥʝʜʨʝʥʠʝ ʤʦʞʝʪ ʟʘʥʷʪʴ ʥʝʩʢʦʣʴʢʦ ʤʝʩʷʮʝʚ. 

ɺ ʨʝʟʫʣʴʪʘʪʝ ʘʥʘʣʠʟʘ, ʚʳʰʣʦ ʩʣʝʜʫʶʱʝʝ: 

- ʵʪʘʧ çɸʥʘʣʠʟ ʢʦʤʧʘʥʠʠè - ʦʜʠʥ ʤʝʩʷʮ; 

- ʵʪʘʧ çʈʘʟʨʘʙʦʪʢʘ ʪʝʭʥʠʯʝʩʢʦʛʦ ʟʘʜʘʥʠʷè - ʦʜʠʥ ʤʝʩʷʮ; 

- ʵʪʘʧ çʅʘʩʪʨʦʡʢʘ ʩʠʩʪʝʤʳè -  ʦʜʠʥ ʤʝʩʷʮʘ; 
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- ʵʪʘʧ çʊʝʩʪʠʨʦʚʘʥʠʝ ʩʠʩʪʝʤʳè - ʦʜʠʥ ʤʝʩʷʮʘ; 

3.2 ʄʝʪʦʜʦʣʦʛʠʷ ʦʨʛʘʥʠʟʘʮʠʠ ʨʘʙʦʪʳ ʦʪʜʝʣʘ ʪʝʭʥʠʯʝʩʢʦʡ 
ʧʦʜʜʝʨʞʢʠ ʠ ʠʥʬʦʨʤʘʮʠʦʥʥʦʛʦ ʦʪʜʝʣʘ 

ɼʣʷ ʚʥʝʜʨʝʥʠʷ ʀʉ ʙʳʣʦ ʨʝʰʝʥʦ ʠʩʧʦʣʴʟʦʚʘʪʴ ʙʠʙʣʠʦʪʝʢʫ 

ITIL . 

ʉʣʫʞʙʘ  ʧʦʜʜʝʨʞʢʠ  ʠʣʠ  ʪʝʭʧʦʜʜʝʨʞʢʘ  (Technical  support,  

Helpdesk, Service desk) ð ʩʝʨʚʠʩʥʘʷ ʩʪʨʫʢʪʫʨʘ, ʨʘʟʨʝʰʘʶʱʘʷ 

ʧʨʦʙʣʝʤʳ ʧʦʣʴʟʦʚʘʪʝʣʝʡ ʩ ʢʦʤʧʴʶʪʝʨʘʤʠ (ʢʘʢ ʘʧʧʘʨʘʪʥʳʤ, ʪʘʢ ʠ 

ʧʨʦʛʨʘʤʤʥʳʤ ʦʙʝʩʧʝʯʝʥʠʝʤ). ɺʘʞʥʘʷ ʬʫʥʢʮʠʦʥʘʣʴʥʘʷ ʩʦʩʪʘʚʣʷʶʱʘʷ 

ITIL (ʙʠʙʣʠʦʪʝʢʘ ʠʥʬʨʘʩʪʨʫʢʪʫʨʳ  ʠʥʬʦʨʤʘʮʠʦʥʥʳʭ  ʪʝʭʥʦʣʦʛʠʡ), 

ʧʦʟʚʦʣʷʶʱʘʷ  ʚʳʷʚʠʪʴ  ʧʨʦʙʣʝʤʥʳʝ ʫʯʘʩʪʢʠ ʠʥʬʨʘʩʪʨʫʢʪʫʨʳ ʀʊ, 

ʦʮʝʥʠʪʴ ʵʬʬʝʢʪʠʚʥʦʩʪʴ ʨʘʙʦʪʳ ʧʦʜʨʘʟʜʝʣʝʥʠʷ ʀʊ. 

ɺ ʙʠʙʣʠʦʪʝʢʝ ITIL ʥʘʭʦʜʠʪʩʷ ʦʧʠʩʘʥʠʝ ʦʩʥʦʚʥʳʭ ʚʠʜʦʚ 

ʜʝʷʪʝʣʴʥʦʩʪʠ, ʘ ʪʘʢʞʝ ʧʝʨʝʯʝʥʴ ʩʬʝʨ ʦʪʚʝʪʩʪʚʝʥʥʦʩʪʠ, ʟʘʜʘʯ ʠ 

ʦʧʠʩʘʥʠʡ ʧʨʦʮʝʩʩʦʚ, ʢʦʪʦʨʳʝ ʘʜʘʧʪʠʨʫʶʪʩʷ ʧʦʜ ʣʶʙʫʶ ʦʨʛʘʥʠʟʘʮʠʶ. 

ʕʪʘ ʠʥʬʦʨʤʘʮʠʷ ʠʩʧʦʣʴʟʫʝʪʩʷ ʜʣʷ ʩʦʚʝʨʰʝʥʩʪʚʦʚʘʥʠʷ IT-ʢʦʤʧʘʥʠʡ ʠ 

ʧʦʜʨʘʟʜʝʣʝʥʠʡ. 

ɹʠʙʣʠʦʪʝʢʘ ITIL ʩʪʘʣʘ ʥʝʢʠʤ ʩʪʘʥʜʘʨʪʦʤ ʚ ʦʧʠʩʘʥʠʠ 

ʬʫʥʜʘʤʝʥʪʘʣʴʥʳʭ ʧʨʦʮʝʩʩʦʚ ʫʧʨʘʚʣʝʥʠʷ IT-ʫʩʣʫʛʘʤʠ. ʇʨʦʮʝʩʩʳ ITIL 

ʚ ʥʘʩʪʦʷʱʝʝ ʚʨʝʤʷ ʚʥʝʜʨʝʥʳ ʚ ʙʦʣʴʰʠʥʩʪʚʝ ʢʨʫʧʥʳʭ ʢʦʤʧʘʥʠʡ, 

ʥʘʧʨʠʤʝʨ, ʯʪʦ ʧʦʟʚʦʣʷʝʪ ʠʤ ʩʥʠʟʠʪʴ ʟʘʪʨʘʪʳ ʥʘ IT ʠ ʫʚʝʣʠʯʠʪʴ 

ʵʬʬʝʢʪʠʚʥʦʩʪʴ ʨʘʙʦʪʳ. 

ɺ  ʙʠʙʣʠʦʪʝʢʝ ITIL ʨʘʩʩʤʘʪʨʠʚʘʶʪʩʷ  ʚʩʝ  ʵʪʘʧʳ  ʞʠʟʥʝʥʥʦʛʦ  

ʮʠʢʣʘ ʫʩʣʫʛʠ: 

- ʉʪʨʘʪʝʛʠʷ ʫʩʣʫʛ 

- ʇʨʦʝʢʪʠʨʦʚʘʥʠʝ ʫʩʣʫʛ 

- ʇʨʝʦʙʨʘʟʦʚʘʥʠʷ ʫʩʣʫʛ 

- ʕʢʩʧʣʫʘʪʘʮʠʷ ʫʩʣʫʛ 

- ʋʣʫʯʰʝʥʠʝ ʫʩʣʫʛ 

ITILïʙʠʙʣʠʦʪʝʢʘ, ʦʧʠʩʳʚʘʝʪ  ʣʫʯʰʠʝ  ʠʟ  ʧʨʠʤʝʥʷʝʤʳʭ  ʥʘ  

ʧʨʘʢʪʠʢʝ ʩʧʦʩʦʙʦʚ  ʦʨʛʘʥʠʟʘʮʠʠ  ʨʘʙʦʪʳ  ʧʦʜʨʘʟʜʝʣʝʥʠʡ  ʠʣʠ  

ʢʦʤʧʘʥʠʡ,  ʟʘʥʠʤʘʶʱʠʭʩʷ ʧʨʝʜʦʩʪʘʚʣʝʥʠʝʤ ʫʩʣʫʛ ʚ ʦʙʣʘʩʪʠ 

ʠʥʬʦʨʤʘʮʠʦʥʥʳʭ ʪʝʭʥʦʣʦʛʠʡ. 

ɺ  ʙʠʙʣʠʦʪʝʢʝ ITIL ʪʨʝʪʴʝʡ  ʚʝʨʩʠʠ ʦʧʠʩʘʥʳ  ʣʫʯʰʠʝ 

ʧʨʘʢʪʠʯʝʩʢʠʝ ʥʘʚʳʢʠ, ʢʦʪʦʨʳʝ ʨʝʢʦʤʝʥʜʫʶʪ ʩʧʝʮʠʘʣʠʟʠʨʦʚʘʪʴ ʣʠʥʠʠ 

ʧʦʜʜʝʨʞʢʠ. ʅʘ ʧʝʨʚʫʶ ʣʠʥʠʶ  ʚʳʜʝʣʠʪʴ  ʜʠʩʧʝʪʯʝʨʩʢʫʶ  ʩʣʫʞʙʫ  

ʧʦʜʜʝʨʞʢʠ  ʧʦʣʴʟʦʚʘʪʝʣʝʡ  ʜʣʷ ʦʙʨʘʙʦʪʢʠ  ʧʦʩʪʫʧʘʶʱʠʭ ʟʘʷʚʦʢ  ʠ  

ʨʝʰʝʥʠʷ  ʧʨʦʩʪʳʭ  ʟʘʜʘʯ. ɺʪʦʨʘʷ ʣʠʥʠʷ ʜʦʣʞʥʘ ʩʦʜʝʨʞʘʪʴ ʦʧʳʪʥʳʭ 

ʩʧʝʮʠʘʣʠʩʪʦʚ ʨʘʟʥʦʛʦ ʥʘʧʨʘʚʣʝʥʠʷ. 

ɺ ʨʘʤʢʘʭ ʜʘʥʥʦʡ ʨʘʙʦʪʳ ʙʫʜʝʪ ʨʘʩʩʤʦʪʨʝʥʘ ʦʨʛʘʥʠʟʘʮʠʷ 

ʪʝʭʥʠʯʝʩʢʦʡ ʧʦʜʜʝʨʞʢʠ ʧʦ ʩʣʝʜʫʶʱʝʤʫ ʧʨʠʥʮʠʧʫ: 
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- ʇʦʣʴʟʦʚʘʪʝʣʴ (ʢʣʠʝʥʪ ʢʦʤʧʘʥʠʠ) ʦʙʨʘʱʘʝʪʩʷ ʚ 

ʠʥʬʦʨʤʘʮʠʦʥʥʳʡ ʦʪʜʝʣ ʧʦ ʪʝʣʝʬʦʥʫ ʠʣʠ ʵʣʝʢʪʨʦʥʥʦʡ 

ʧʦʯʪʝ. 

- ʀʥʬʦʨʤʘʮʠʦʥʥʳʡ ʦʪʜʝʣ ʨʝʛʠʩʪʨʠʨʫʝʪ ʦʙʨʘʱʝʥʠʝ, ʝʩʣʠ 
ʭʚʘʪʘʝʪ ʢʦʤʧʝʪʝʥʮʠʠ ʠ ʦʧʳʪʘ ʨʝʰʘʝʪ ʦʙʨʘʱʝʥʠʝ 

ʧʦʣʴʟʦʚʘʪʝʣʷ ʩʘʤʦʩʪʦʷʪʝʣʴʥʦ, ʣʠʙʦ ʧʝʨʝʜʘʸʪ ʜʘʥʥʫʶ 

ʟʘʷʚʢʫ ʚ ʦʪʜʝʣ ʪʝʭʥʠʯʝʩʢʦʡ ʧʦʜʜʝʨʞʢʠ.  

- ʊʝʭʥʠʯʝʩʢʘʷ ʧʦʜʜʝʨʞʢʘ ʧʦʣʫʯʘʝʪ ʟʘʷʚʢʠ ʦʪ 

ʠʥʬʦʨʤʘʮʠʦʥʥʦʛʦ ʦʪʜʝʣʘ, ʠ ʧʨʦʠʟʚʦʜʠʪ ʩʦʦʪʚʝʪʩʪʚʫʶʱʠʝ 

ʨʘʙʦʪʳ ʧʦ ʝʸ ʨʝʰʝʥʠʶ, ʧʨʠ ʥʝʦʙʭʦʜʠʤʦʩʪʠ ʧʨʠʚʣʝʢʘʷ ʢ 

ʨʘʙʦʪʝ ʩʧʝʮʠʘʣʠʩʪʦʚ ʠʟ ʜʨʫʛʠʭ ʦʪʜʝʣʦʚ (ʥʘʧʨʠʤʝʨ, ʆʕɸʇʂ 

ʠ ʆʉɸ). 

ʊʘʢʠʤ ʦʙʨʘʟʦʤ, ʠʥʬʦʨʤʘʮʠʦʥʥʳʡ ʦʪʜʝʣ ʟʘʥʠʤʘʝʪʩʷ ʦʙʨʘʙʦʪʢʦʡ 

ʧʦʩʪʫʧʘʶʱʠʭ ʦʙʨʘʱʝʥʠʡ ʠ ʨʝʰʝʥʠʝʤ ʧʨʦʩʪʳʭ ʟʘʷʚʦʢ ʠ ʦʙʷʟʘʥ ʠʤʝʪʴ 

ʙʘʟʦʚʫʶ ʪʝʭʥʠʯʝʩʢʫʶ ʢʦʤʧʝʪʝʥʮʠʶ. ɺ ʩʚʦʶ ʦʯʝʨʝʜʴ, ʦʪʜʝʣ 

ʪʝʭʥʠʯʝʩʢʦʡ ʧʦʜʜʝʨʞʢʠ ʩʦʜʝʨʞʠʪ ʙʦʣʝʝ ʦʧʳʪʥʳʭ ʩʧʝʮʠʘʣʠʩʪʦʚ ʩ 

ʚʳʩʦʢʦʡ ʢʚʘʣʠʬʠʢʘʮʠʝʡ, ʢʦʪʦʨʳʝ ʨʝʰʘʶʪ ʙʦʣʝʝ ʩʣʦʞʥʳʝ ʧʨʦʙʣʝʤʳ 

ʧʦʣʴʟʦʚʘʪʝʣʝʡ. 

ɼʣʷ ʧʨʝʜʩʪʘʚʣʝʥʠʷ ʨʘʙʦʪʳ ʦʪʜʝʣʦʚ ʙʳʣ ʦʧʠʩʘʥ ʧʨʦʮʝʩʩ 

ʦʙʨʘʙʦʪʢʠ ʟʘʷʚʢʠ ʚ ʥʦʪʘʮʠʠ BPMN (ʨʠʩʫʥʦʢ 13). 

 

 
ʈʠʩʫʥʦʢ 13 ï ʉʭʝʤʘ ʦʙʨʘʙʦʪʢʠ ʟʘʷʚʢʠ 

 

ʀʟ ʩʭʝʤʳ ʚʠʜʥʦ, ʯʪʦ ʧʦʣʴʟʦʚʘʪʝʣʴ ʩʥʘʯʘʣʘ ʦʬʦʨʤʣʷʝʪ ʟʘʷʚʢʫ. 

ɿʘʷʚʢʘ ʧʦʧʘʜʘʝʪ ʢ ʩʧʝʮʠʘʣʠʩʪʫ ʠʥʬʦʨʤʘʮʠʦʥʥʦʛʦ ʦʪʜʝʣʘ. ʇʝʨʚʘʷ 

ʣʠʥʠʷ ʦʙʨʘʙʘʪʳʚʘʝʪ ʟʘʷʚʢʫ ʠ ʟʘʧʦʣʥʷʝʪ ʬʦʨʤʫ, ʟʘʜʘʚʘʷ ʧʦʣʴʟʦʚʘʪʝʣʶ 

ʚʦʧʨʦʩʳ, ʦʧʠʩʳʚʘʶʱʠʝ ʩʫʪʴ ʟʘʷʚʢʠ. ɽʩʣʠ ʩʧʝʮʠʘʣʠʩʪ 

ʠʥʬʦʨʤʘʮʠʦʥʥʦʛʦ ʦʪʜʝʣʘ ʤʦʞʝʪ ʨʝʰʠʪʴ ʧʨʦʙʣʝʤʫ, ʪʦ ʟʘʷʚʢʘ ʨʝʰʘʝʪʩʷ 

ʩʘʤʦʩʪʦʷʪʝʣʴʥʦ. ɽʩʣʠ ʜʣʷ ʨʝʰʝʥʠʷ ʧʨʦʙʣʝʤʳ ʪʨʝʙʫʝʪʩʷ ʙʦʣʝʝ 

ʦʧʳʪʥʳʡ ʩʧʝʮʠʘʣʠʩʪ, ʪʦ ʟʘʷʚʢʘ ʧʝʨʝʜʘʝʪʩʷ ʚ ʦʪʜʝʣ ʪʝʭʥʠʯʝʩʢʦʡ 

ʧʦʜʜʝʨʞʢʠ. ʇʦʩʣʝ ʨʝʰʝʥʠʷ ʧʨʦʙʣʝʤʳ ʩʧʝʮʠʘʣʠʩʪʘʤ ʥʝʦʙʭʦʜʠʤʦ 
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ʧʦʣʫʯʠʪʴ ʦʪʚʝʪ ʦʪ ʧʦʣʴʟʦʚʘʪʝʣʷ ʦ ʟʘʢʨʳʪʠʠ ʟʘʷʚʢʠ. ɿʘʷʚʢʘ ʤʦʞʝʪ ʙʳʪʴ 

ʟʘʢʨʳʪʘ, ʝʩʣʠ ʧʦʣʴʟʦʚʘʪʝʣʷ ʫʩʪʨʘʠʚʘʝʪ ʨʝʰʝʥʠʝ ʩʣʫʞʙʳ ʧʦʜʜʝʨʞʢʠ.  

3.3 ɸʜʘʧʪʘʮʠʷ ʚʳʙʨʘʥʥʦʡ ʀʉ ʜʣʷ ʚʥʝʜʨʝʥʠʷ ʚ ʢʦʤʧʘʥʠʠ 

ʇʦʩʣʝ ʪʦʛʦ, ʢʘʢ ʙʳʣʘ ʚʳʙʨʘʥʘ ʩʠʩʪʝʤʘ ʠ ʩʦʩʪʘʚʣʝʥʦ 

ʪʝʭʥʠʯʝʩʢʦʝ ʟʘʜʘʥʠʝ, ʥʝʦʙʭʦʜʠʤʦ ʘʜʘʧʪʠʨʦʚʘʪʴ ʚʳʙʨʘʥʥʫʶ ʀʉ ʜʣʷ 

ʚʥʝʜʨʝʥʠʷ. ʇʦʜ ʘʜʘʧʪʘʮʠʝʡ ʠʤʝʝʪʩʷ ʚ ʚʠʜʫ ʚʳʙʦʨ ʤʝʩʪʘ, ʛʜʝ ʙʫʜʝʪ 

ʨʘʩʧʦʣʘʛʘʪʴʩʷ ʀʉ ʠ ʚʝʨʩʠʷ ʩʠʩʪʝʤʳ, ʢʦʪʦʨʘʷ ʙʫʜʝʪ ʚʥʝʜʨʷʪʴʩʷ 

(ʢʦʣʠʯʝʩʪʚʦ ʧʦʜʜʝʨʞʠʚʘʝʤʳʭ ʧʦʣʴʟʦʚʘʪʝʣʝʡ, ʧʣʘʪʥʘʷ ʠʣʠ ʙʝʩʧʣʘʪʥʘʷ 

ʚʝʨʩʠʷ ʠ ʜʨʫʛʦʝ). 

ɼʣʷ ʩʪʘʙʠʣʴʥʦʡ ʨʘʙʦʪʳ ʠʥʬʦʨʤʘʮʠʦʥʥʦʡ ʩʠʩʪʝʤʳ OTRS 

ʧʨʝʜʲʷʚʣʝʥʳ ʩʣʝʜʫʶʱʠʝ ʤʠʥʠʤʘʣʴʥʳʝ ʪʨʝʙʦʚʘʥʠʷ. 

ʅʝʦʙʭʦʜʠʤʦʝ ʧʨʦʛʨʘʤʤʥʦʝ ʦʙʝʩʧʝʯʝʥʠʝ: 

- ʉʋɹɼ MySQL 5.0 ʠʣʠ ʚʳʰʝ 

- Perl 5.8.8 ʠʣʠ ʚʳʰʝ 

- ɺʝʙ-ʩʝʨʚʝʨ Apache2 

ʅʝʦʙʭʦʜʠʤʳʝ ʘʧʧʘʨʘʪʥʳʝ ʪʨʝʙʦʚʘʥʠʷ: 

- ʆʜʥʦ ʷʜʨʦ Intel Xeon 2ɻɻʮ 

- 5 ʛʠʛʘʙʘʡʪ SSD 

- 1 ʛʠʛʘʙʘʡʪ ʦʧʝʨʘʪʠʚʥʦʡ ʧʘʤʷʪʠ  

- ʆʧʝʨʘʮʠʦʥʥʘʷ ʩʠʩʪʝʤʘ Centos 7 

ɼʣʷ ʫʤʝʥʴʰʝʥʠʷ ʟʘʪʨʘʪ ʙʳʣʦ ʨʝʰʝʥʦ ʠʩʧʦʣʴʟʦʚʘʪʴ 

ʙʝʩʧʣʘʪʥʫʶ ʚʝʨʩʠʶ ʀʉ ï OTRS5 Free. ɼʘʥʥʘʷ ʩʠʩʪʝʤʘ ʙʫʜʝʪ 

ʨʘʩʧʦʣʘʛʘʪʴʩʷ ʥʘ ʚʳʜʝʣʝʥʥʦʤ ʩʝʨʚʝʨʝ ʢʦʤʧʘʥʠʠ ʚ ʜʘʪʘ-ʮʝʥʪʨʝ.  

3.4 ʋʩʪʘʥʦʚʢʘ ʠ ʥʘʩʪʨʦʡʢʘ ʧʨʦʛʨʘʤʤʥʦʛʦ ʦʙʝʩʧʝʯʝʥʠʷ ʜʣʷ 

ʦʧʝʨʘʮʠʦʥʥʦʡ ʩʠʩʪʝʤʳ Centos 7  
OTRS ʷʚʣʷʝʪʩʷ ʙʝʩʧʣʘʪʥʦʡ helpdesk ʩʠʩʪʝʤʦʡ ʠ ʥʝ ʪʨʝʙʫʝʪ 

ʟʘʪʨʘʪ ʥʘ ʝʸ ʧʨʠʦʙʨʝʪʝʥʠʝ. 

ɺ ʧʝʨʚʫʶ ʦʯʝʨʝʜʴ, ʥʝʦʙʭʦʜʠʤʦ ʚʳʙʨʘʪʴ ʥʫʞʥʫʶ ʚʝʨʩʠʶ 

ʧʨʦʛʨʘʤʤʳ ʠ ʟʘʛʨʫʟʠʪʴ ʝʸ ʩ ʦʬʠʮʠʘʣʴʥʦʛʦ ʩʘʡʪʘ ʥʘ ʩʝʨʚʝʨ. 

ʇʦʩʣʝ ʦʢʦʥʯʘʥʠʷ ʟʘʛʨʫʟʢʠ ʥʫʞʥʦʡ ʚʝʨʩʠʠ OTRS ʥʘ ʩʝʨʚʝʨ, 

ʥʝʦʙʭʦʜʠʤʦ ʟʘʧʫʩʪʠʪʴ ʝ y ʫʩʪʘʥʦʚʢʫ ʠ ʩʣʝʜʦʚʘʪʴ ʧʨʝʜʣʘʛʘʝʤʳʤ 

ʠʥʩʪʨʫʢʮʠʷʤ. ʅʘ ʨʠʩʫʥʢʝ 14 ʠʟʦʙʨʘʞʸʥ ʦʜʠʥ ʠʟ ʵʪʘʧʦʚ ʫʩʪʘʥʦʚʢʠ 

ʤʦʜʫʣʝʡ Perl. 
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ʈʠʩʫʥʦʢ 14  - ɺʥʝʰʥʠʡ ʚʠʜ ʫʩʪʘʥʦʚʢʠ 

 

ɺ ʧʨʦʮʝʩʩʝ ʫʩʪʘʥʦʚʢʠ, ʥʘ ʩʝʨʚʝʨ ʙʫʜʝʪ ʫʩʪʘʥʦʚʣʝʥʦ ʠ ʦʙʥʦʚʣʝʥʦ 

ʚʩʝ ʥʝʦʙʭʦʜʠʤʦʝ ʧʨʦʛʨʘʤʤʥʦʝ ʦʙʝʩʧʝʯʝʥʠʝ.  

ʇʦʩʣʝ ʪʦʛʦ, ʢʘʢ ʩʠʩʪʝʤʘ ʙʫʜʝʪ ʫʩʪʘʥʦʚʣʝʥʘ, ʤʳ ʩʤʦʞʝʤ ʧʝʨʝʡʪʠ 

ʢ ʫʩʪʘʥʦʚʢʝ ʠ ʥʘʩʪʨʦʡʢʝ OTRS ʯʝʨʝʟ ʚʝʙ-ʠʥʪʝʨʬʝʡʩ (ʨʠʩʫʥʦʢ 15).  

  

 
ʈʠʩʫʥʦʢ 15 ï ɺʝʙ-ʠʥʪʝʨʬʝʡʩ ʫʩʪʘʥʦʚʢʠ OTRS 
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ɺ ʩʣʝʜʫʶʱʝʤ ʰʘʛʝ ʥʝʦʙʭʦʜʠʤʦ ʧʨʠʥʷʪʴ ʣʠʮʝʥʟʠʦʥʥʦʝ 

ʩʦʛʣʘʰʝʥʠʝ ʠ ʚʳʙʨʘʪʴ ʪʠʧ ʠʩʧʦʣʴʟʫʝʤʦʡ ʙʘʟʳ ʜʘʥʥʳʭ. ɺ ʥʘʰʝʤ ʩʣʫʯʘʝ 

ʙʳʣʦ ʨʝʰʝʥʦ ʠʩʧʦʣʴʟʦʚʘʪʴ ʙʘʟʫ ʜʘʥʥʳʭ MySQL (ʨʠʩʫʥʦʢ 16). 

 

 
ʈʠʩʫʥʦʢ 16  ï ɺʳʙʦʨ ʙʘʟʳ ʜʘʥʥʳʭ 

 

ɼʘʣʝʝ ʩʦʟʜʘʝʤ ʠ ʫʢʘʟʳʚʘʝʤ ʥʘʩʪʨʦʡʢʠ ʧʦʜʢʣʶʯʝʥʠʷ ʢ ʥʦʚʦʡ 

ʙʘʟʝ ʜʘʥʥʳʭ (ʨʠʩʫʥʦʢ 17). 

 

 
ʈʠʩʫʥʦʢ 17 ï ʉʦʟʜʘʥʠʝ ʥʦʚʦʡ ʙʘʟʳ ʜʘʥʥʳʭ 

 

ʅʘ ʪʨʝʪʴʝʤ ʰʘʛʝ ʫʩʪʘʥʦʚʢʠ ʫʢʘʟʳʚʘʝʤ ʩʠʩʪʝʤʥʳʝ ʧʘʨʘʤʝʪʨʳ. 

ɺ ʧʦʣʝ çʉʠʩʪʝʤʥʦʝ FQDNè ʟʘʧʠʩʳʚʘʝʤ IP-ʘʜʨʝʩ ʩʝʨʚʝʨʘ, ʥʘ ʢʦʪʦʨʳʡ 
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ʫʩʪʘʥʘʚʣʠʚʘʝʪʩʷ OTRS. ʊʘʢʞʝ ʫʢʘʟʳʚʘʝʪʩʷ ʠʤʷ ʦʨʛʘʥʠʟʘʮʠʠ ʠ ʘʜʨʝʩ 

ʵʣʝʢʪʨʦʥʥʦʡ ʧʦʯʪʳ, ʥʘ ʢʦʪʦʨʳʡ ʙʫʜʫʪ ʚʳʩʳʣʘʪʴʩʷ ʜʘʥʥʳʝ ʦʙ ʦʰʠʙʢʘʭ 

(ʨʠʩʫʥʦʢ 18).    

 

 
ʈʠʩʫʥʦʢ 18ï ɿʘʧʦʣʥʝʥʠʝ ʩʠʩʪʝʤʥʳʭ ʧʘʨʘʤʝʪʨʦʚ 

 

ɼʣʷ ʧʦʣʫʯʝʥʠʷ ʧʠʩʝʤ ʦʪ ʢʣʠʝʥʪʦʚ ʫʢʘʟʳʚʘʝʤ ʧʦʯʪʦʚʳʡ ʷʱʠʢ 

ʥʘ ʢʦʪʦʨʳʡ ʙʫʜʫʪ ʧʦʩʪʫʧʘʪʴ ʩʦʦʙʱʝʥʠʷ. ɺ ʢʘʯʝʩʪʚʝ ʧʦʯʪʳ ʙʫʜʝʪ 

ʚʳʩʪʫʧʘʪʴ ʫʞʝ ʥʘʩʪʨʦʝʥʥʳʡ ʧʦʯʪʦʚʳʡ ʷʱʠʢ çsupport@sweb.ruè 

(ʨʠʩʫʥʦʢ 19). 

 

 
ʈʠʩʫʥʦʢ 19 ï ʂʦʥʬʠʛʫʨʘʮʠʷ ʧʦʯʪʳ 








































