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IDEA ACT 
ȧɓɇɐɊɏɅɎɗɊ ɒɊɎɗɕɅɐɡɒɠɚ. ȧɓɌɇɕɅɞɅɎɗɊ ɒɊɉɓɇɓɐɡɒɠɚ 
ȴɕɤɑɓɊ ɘɐɘɜɝɊɒɍɊ ɏɐɍɊɒɗɖɏɓɈɓ ɓɔɠɗɅ ɇ ɑɓɑɊɒɗ ɏɓɒɗɅɏɗɅ 

 

 

Ȳɓɘ-ɚɅɘ: ȴɕɓɖɡɆɅ ɓɛɊɒɍɗɡ ɘɖɐɘɈɘ ɒɅɋɅɗɍɊɑ ɏɒɓɔɏɍ ñ ɢɗɓ ɗɕɍɈɈɊɕ, 

ɌɅɔɘɖɏɅɣɞɍɎ ɔɖɍɚɓɐɓɈɍɜɊɖɏɍɎ ɑɊɚɅɒɍɌɑ əɓɕɑɍɕɓɇɅɒɍɤ 

ɢɑɓɛɍɓɒɅɐɡɒɓɎ ɐɓɤɐɡɒɓɖɗɍ ɏɐɍɊɒɗɅ. ȱɠ ɒɊ ɍɌɑɊɕɤɊɑ ɐɓɤɐɡɒɓɖɗɡ 

ñ ɑɠ ɖɓɌɉɅɥɑ Ɋɥ ɌɉɊɖɡ ɍ ɖɊɎɜɅɖ.  

 

ȥɒɒɓɗɅɛɍɤ 

ȧ ɉɓɏɘɑɊɒɗɊ ɓɔɍɖɅɒɅ ɑɊɗɓɉɓɐɓɈɍɤ IDEA ACT, ɑɊɒɤɣɞɅɤ ɔɅɕɅɉɍɈɑɘ ɕɅɆɓɗɠ ɖ 

ɓɆɕɅɗɒɓɎ ɖɇɤɌɡɣ: ɓɛɊɒɏɅ ɏɅɜɊɖɗɇɅ ɘɖɐɘɈ ɇɠɔɓɐɒɤɊɗɖɤ ɒɊ ɉɐɤ ɖɆɓɕɅ ɑɊɗɕɍɏ ɍ 

ɅɒɅɐɍɗɍɏɍ, Ʌ ɏɅɏ ɍɒɖɗɕɘɑɊɒɗ ɔɕɤɑɓɈɓ ɘɔɕɅɇɐɊɒɍɤ ɏɐɍɊɒɗɖɏɍɑ ɓɔɠɗɓɑ ɇ ɑɓɑɊɒɗ 

ɏɓɒɗɅɏɗɅ. 

 

IDEA ACT ñ ɓɔɊɕɅɛɍɓɒɒɠɎ ɑɓɉɘɐɡ ɢɏɓɖɍɖɗɊɑɠ IDEA ɉɐɤ ɆɠɖɗɕɓɈɓ ɔɓɐɘɜɊɒɍɤ 

ɢɏɓɒɓɑɍɜɊɖɏɓɈɓ ɢəəɊɏɗɅ ɓɗ ɘɔɕɅɇɐɊɒɍɤ ɏɐɍɊɒɗɖɏɍɑ ɓɔɠɗɓɑ. ȳɒ ɍɉɊɅɐɡɒɓ 

ɉɓɔɓɐɒɤɊɗ ɏɐɅɖɖɍɜɊɖɏɍɊ CX-ɖɍɖɗɊɑɠ: ɔɓɏɅ ɗɊ ɒɅɏɅɔɐɍɇɅɣɗ ɉɅɒɒɠɊ ɉɐɤ 

ɘɔɕɅɇɐɊɒɜɊɖɏɍɚ  ɕɊɝɊɒɍɎ, IDEA ACT ɖɒɍɋɅɊɗ ɓɗɗɓɏ ɍ ɔɓɇɠɝɅɊɗ ɢɑɓɛɍɓɒɅɐɡɒɘɣ 

ɐɓɤɐɡɒɓɖɗɡ ɏɐɍɊɒɗɓɇ èɌɉɊɖɡ ɍ ɖɊɎɜɅɖé, ɉɊɎɖɗɇɘɤ ɔɕɓɖɗɓ, Ɇɠɖɗɕɓ, ɢɏɓɒɓɑɍɜɒɓ.  

 

ȱɊɗɓɉɓɐɓɈɍɤ ɕɊɝɅɊɗ ɗɕɍ ɏɐɣɜɊɇɠɊ ɆɍɌɒɊɖ-ɌɅɉɅɜɍ: 

¶ ȧɠɤɇɐɊɒɍɊ ɍ ɓɆɊɌɇɕɊɋɍɇɅɒɍɊ ɖɏɕɠɗɓɈɓ ɒɊɈɅɗɍɇɅ èɌɉɊɖɡ ɍ ɖɊɎɜɅɖé ɜɊɕɊɌ 

ɌɅɔɘɖɏ ɔɕɓɗɓɏɓɐɅ ȧɓɖɖɗɅɒɓɇɐɊɒɍɤ ɖɊɕɇɍɖɅ (Service Recovery). 

¶ ȴɓɇɠɝɊɒɍɊ ɐɓɤɐɡɒɓɖɗɍ ɏɐɍɊɒɗɓɇ ɌɅ ɖɜɊɗ ɢəəɊɏɗɅ ɔɖɍɚɓɐɓɈɍɜɊɖɏɓɈɓ 

ɌɅɏɕɊɔɐɊɒɍɤ ɖɉɊɐɅɒɒɓɈɓ ɇɠɆɓɕɅ (ɇ ɖɓɜɊɗɅɒɍɍ ɖ ɢəəɊɏɗɓɑ ȹɕɅɒɏɐɍɒɅ). 

¶ ȴɓɇɠɝɊɒɍɊ ɏɅɜɊɖɗɇɅ ɓɆɖɐɘɋɍɇɅɒɍɤ ɌɅ ɖɜɥɗ ɘɖɍɐɊɒɍɤ ɘ ɔɊɕɖɓɒɅɐɅ 

ɇɒɘɗɕɊɒɒɊɎ ɑɓɗɍɇɅɛɍɍ ɓɖɗɅɇɐɤɗɡ ɘ ɏɐɍɊɒɗɓɇ ɔɓɐɓɋɍɗɊɐɡɒɠɎ 

ɢɑɓɛɍɓɒɅɐɡɒɠɎ ɖɐɊɉ (ɇɏɐɣɜɊɒɍɊ èɇɒɘɗɕɊɒɒɊɈɓ ɏɓɒɗɕɓɐɥɕɅé). 

ɂɗɍ ɕɊɌɘɐɡɗɅɗɠ ɉɓɖɗɍɈɅɣɗɖɤ ɆɐɅɈɓɉɅɕɤ ɔɖɍɚɓɐɓɈɍɜɊɖɏɓɑɘ ɑɊɚɅɒɍɌɑɘ, ɐɊɋɅɞɊɑɘ ɇ 

ɓɖɒɓɇɊ ɑɊɗɓɉɅ. 

 

ȯɐɣɜɊɇɓɎ ɑɊɚɅɒɍɌɑ IDEA ACT 

 

https://911.prolan.ru/articles/koncepciya-idea.html

