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Ⱥɧɧɨɬɚɰɢɹ 
ȼ ɫɬɚɬɶɟ ɩɪɟɞɥɨɠɟɧ ɩɨɞɯɨɞ ɤ ɪɟɲɟɧɢɸ ɡɚɞɚɱɢ ɚɜɬɨɦɚɬɢɡɚɰɢɢ ɮɭɧɤɰɢɨɧɢɪɨɜɚɧɢɹ 
ɫɭɳɟɫɬɜɭɸɳɟɣ ɫɢɫɬɟɦɵ ɭɩɪɚɜɥɟɧɢɹ ɢɧɰɢɞɟɧɬɚɦɢ. ɉɪɨɜɟɞɟɧ ɚɧɚɥɢɡ ɫɭɳɟɫɬɜɭɸɳɟɣ ɦɨɞɟɥɢ 
ɭɩɪɚɜɥɟɧɢɹ ɢɧɰɢɞɟɧɬɚɦɢ, ɤɨɬɨɪɚɹ ɢɫɩɨɥɶɡɭɟɬɫɹ ɜ ɛɨɥɶɲɢɧɫɬɜɟ ɤɨɦɩɚɧɢɣ. ɉɪɟɞɫɬɚɜɥɟɧ 
ɚɧɚɥɢɡ ɪɟɡɭɥɶɬɚɬɨɜ ɭɩɪɚɜɥɟɧɢɹ ɢɧɰɢɞɟɧɬɚɦɢ, ɩɨɥɭɱɟɧɧɵɯ ɜ ɩɪɨɰɟɫɫɟ ɮɭɧɤɰɢɨɧɢɪɨɜɚɧɢɹ 
ɫɭɳɟɫɬɜɭɸɳɟɣ ɦɨɞɟɥɢ ɭɩɪɚɜɥɟɧɢɹ ɢɧɰɢɞɟɧɬɚɦɢ ɜ ɫɥɭɠɛɟ ɬɟɯɧɢɱɟɫɤɨɣ ɩɨɞɞɟɪɠɤɢ. 
ɉɪɢɦɟɧɹɟɬɫɹ ɦɚɬɟɦɚɬɢɱɟɫɤɢɣ ɚɩɩɚɪɚɬ ɬɟɨɪɢɢ ɦɚɫɫɨɜɨɝɨ ɨɛɫɥɭɠɢɜɚɧɢɹ, ɜ ɪɚɡɪɚɛɨɬɚɧɧɨɣ 
ɦɚɬɟɦɚɬɢɱɟɫɤɨɣ ɦɨɞɟɥɢ ɪɟɲɚɟɬɫɹ ɡɚɞɚɱɚ ɧɚɯɨɠɞɟɧɢɹ ɦɢɧɢɦɚɥɶɧɨɝɨ ɤɨɥɢɱɟɫɬɜɚ ɤɚɧɚɥɨɜ 
ɨɛɪɚɛɨɬɤɢ ɡɚɹɜɨɤ ɩɪɢ ɡɚɞɚɧɧɵɯ ɨɝɪɚɧɢɱɟɧɢɹɯ. ɉɪɟɞɥɨɠɟɧɵ ɚɥɝɨɪɢɬɦɵ ɭɩɪɚɜɥɟɧɢɹ 
ɢɧɰɢɞɟɧɬɚɦɢ. 
Ʉɥɸɱɟɜɵɟ ɫɥɨɜɚ: ɢɧɰɢɞɟɧɬ-ɦɟɧɟɞɠɦɟɧɬ; ITIL; ɬɟɯɧɢɱɟɫɤɚɹ ɩɨɞɞɟɪɠɤɚ ɢɧɮɨɪɦɚɰɢɨɧɧɵɯ 
ɫɢɫɬɟɦ; ɫɢɫɬɟɦɚ ɦɚɫɫɨɜɨɝɨ ɨɛɫɥɭɠɢɜɚɧɢɹ; ɦɚɬɟɦɚɬɢɱɟɫɤɚɹ ɦɨɞɟɥɶ ɭɩɪɚɜɥɟɧɢɹ 
ɢɧɰɢɞɟɧɬɚɦɢ; SLA. 
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ȺЛЬЭЫКМЭ 
The article proposes an approach to solving the problem of automation of functioning of the existing 

incident management system. The analysis of the existing model of incident management, which 

is used in most companies. The results analysis of control incidents in the operation of the existing 

model of incident management to technical support. Applies mathematical apparatus of the theory 

of queueing systems, in mathematical models the problem of finding the minimum number of 

channels of the processing of applications under the given constraints. The algorithms for incident 

management. 
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ȼȼȿȾȿɇɂȿ 
ȼ ɧɚɫɬɨɹɳɟɟ ɜɪɟɦɹ ɚɤɬɭɚɥɶɧɨɣ ɡɚɞɚɱɟɣ ɹɜɥɹɟɬɫɹ ɩɨɞɞɟɪɠɚɧɢɟ ɮɭɧɤɰɢɨɧɢɪɨɜɚɧɢɹ 

ɢɧɮɨɪɦɚɰɢɨɧɧɨɣ ɫɢɫɬɟɦɵ ɩɪɟɞɩɪɢɹɬɢɹ ɧɚ ɡɚɞɚɧɧɨɦ ɭɪɨɜɧɟ ɷɮɮɟɤɬɢɜɧɨɫɬɢ. ɉɪɢ ɞɨɫɬɚɬɨɱɧɨ 
ɛɨɥɶɲɨɦ ɩɨɬɨɤɟ ɡɚɹɜɨɤ ɫɜɹɡɚɧɧɵɦ ɫ ɭɯɭɞɲɟɧɢɟɦ ɯɚɪɚɤɬɟɪɢɫɬɢɤ ɮɭɧɤɰɢɨɧɢɪɨɜɚɧɢɹ 
ɢɧɮɨɪɦɚɰɢɨɧɧɨɣ ɫɢɫɬɟɦɵ ɜɨɡɧɢɤɚɟɬ ɧɟɨɛɯɨɞɢɦɨɫɬɶ ɨɩɟɪɚɬɢɜɧɨɝɨ ɪɟɚɝɢɪɨɜɚɧɢɹ ɧɚ ɡɚɹɜɤɢ 
ɩɨɥɶɡɨɜɚɬɟɥɟɣ ɫ ɰɟɥɶɸ ɦɢɧɢɦɢɡɚɰɢɢ ɢɯ ɩɨɬɟɪɶ. Ɉɞɢɧ ɢɡ ɩɨɞɯɨɞɨɜ ɞɥɹ ɪɟɲɟɧɢɹ ɩɨɫɬɚɜɥɟɧɧɨɣ 

ɡɚɞɚɱɢ ɫɜɹɡɚɧ ɫ ɩɪɢɦɟɧɟɧɢɟɦ ɪɟɤɨɦɟɧɞɚɰɢɣ ITIL ɜ ɫɢɫɬɟɦɟ ɭɩɪɚɜɥɟɧɢɹ ɫɥɭɠɛɵ ɬɟɯɧɢɱɟɫɤɨɣ 
ɩɨɞɞɟɪɠɤɢ, ɤɨɬɨɪɵɟ ɩɨɡɜɨɥɹɸɬ ɫɭɳɟɫɬɜɟɧɧɨ ɭɦɟɧɶɲɢɬɶ ɜɪɟɦɹ ɪɟɚɤɰɢɢ ɧɚ ɩɨɫɬɭɩɚɸɳɢɟ ɡɚɹɜɤɢ ɨɬ 
ɪɟɚɥɶɧɵɯ ɩɨɥɶɡɨɜɚɬɟɥɟɣ ɡɚ ɫɱɟɬ ɚɜɬɨɦɚɬɢɡɚɰɢɢ ɩɪɨɰɟɫɫɚ ɭɱɟɬɚ ɢ ɨɛɪɚɛɨɬɤɢ ɢɯ ɨɛɪɚɳɟɧɢɣ Д1Ж.  

ȼ ɨɫɧɨɜɟ ɩɨɫɬɪɨɟɧɢɹ ɦɚɬɟɦɚɬɢɱɟɫɤɨɣ ɦɨɞɟɥɢ ɨɛɪɚɛɨɬɤɢ ɩɨɫɬɭɩɚɸɳɢɯ ɡɚɹɜɨɤ ɰɟɥɟɫɨɨɛɪɚɡɧɨ 
ɢɫɩɨɥɶɡɨɜɚɬɶ ɦɚɬɟɦɚɬɢɱɟɫɤɢɣ ɚɩɩɚɪɚɬ ɬɟɨɪɢɢ ɦɚɫɫɨɜɨɝɨ ɨɛɫɥɭɠɢɜɚɧɢɹ (ɬɟɨɪɢɢ ɨɱɟɪɟɞɟɣ) Д2Ж.  

Ⱦɥɹ ɪɟɲɟɧɢɹ ɩɨɫɬɚɜɥɟɧɧɨɣ ɡɚɞɚɱɢ ɫɢɫɬɟɦɭ ɭɩɪɚɜɥɟɧɢɹ ɫɥɭɠɛɵ ɬɟɯɧɢɱɟɫɤɨɣ ɩɨɞɞɟɪɠɤɢ ɦɨɠɧɨ 
ɩɪɟɞɫɬɚɜɢɬɶ, ɤɚɤ ɦɧɨɝɨɤɚɧɚɥɶɧɭɸ ɫɢɫɬɟɦɭ ɦɚɫɫɨɜɨɝɨ ɨɛɫɥɭɠɢɜɚɧɢɹ ɫ ɨɬɤɚɡɚɦɢ, ɤɨɬɨɪɚɹ ɩɨɡɜɨɥɢɬ 
ɨɰɟɧɢɬɶ ɬɚɤɢɟ ɯɚɪɚɤɬɟɪɢɫɬɢɤɢ ɤɚɤ ɫɪɟɞɧɟɟ ɱɢɫɥɨ ɡɚɧɹɬɵɯ ɤɚɧɚɥɨɜ ɜ ɬɟɤɭɳɢɣ ɦɨɦɟɧɬ ɜɪɟɦɟɧɢ ɢ 
ɜɟɪɨɹɬɧɨɫɬɶ ɨɬɤɚɡɚ ɜ ɨɛɫɥɭɠɢɜɚɧɢɢ, ɤɨɬɨɪɵɟ ɜ ɫɜɨɸ ɨɱɟɪɟɞɶ ɩɨɡɜɨɥɹɬ ɨɛɨɫɧɨɜɚɬɶ ɪɟɲɟɧɢɹ ɩɨ 
ɫɨɜɟɪɲɟɧɫɬɜɨɜɚɧɢɸ ɫɢɫɬɟɦɵ ɭɩɪɚɜɥɟɧɢɹ ɫɥɭɠɛɵ ɬɟɯɧɢɱɟɫɤɨɣ ɩɨɞɞɟɪɠɤɢ. 

 

ɈɋɇɈȼɇАə ɑАɋɌɖ 
ɐɟɥɶɸ ɢɫɫɥɟɞɨɜɚɧɢɹ ɹɜɥɹɟɬɫɹ ɩɨɜɵɲɟɧɢɟ ɷɮɮɟɤɬɢɜɧɨɫɬɢ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɢɧɮɨɪɦɚɰɢɨɧɧɨ-

ɤɨɦɦɭɧɢɤɚɰɢɨɧɧɵɯ ɭɫɥɭɝ ɩɭɬɟɦ ɧɚɯɨɠɞɟɧɢɹ ɦɢɧɢɦɚɥɶɧɨɝɨ ɤɨɥɢɱɟɫɬɜɚ ɤɚɧɚɥɨɜ ɨɛɪɚɛɨɬɤɢ ɡɚɹɜɨɤ 
ɩɪɢ ɡɚɞɚɧɧɵɯ ɨɝɪɚɧɢɱɟɧɢɹɯ. 

Ⱦɥɹ ɞɨɫɬɢɠɟɧɢɹ ɩɨɫɬɚɜɥɟɧɧɨɣ ɰɟɥɢ ɜ ɪɚɛɨɬɟ ɫɮɨɪɦɭɥɢɪɨɜɚɧɵ ɢ ɪɟɲɟɧɵ ɫɥɟɞɭɸɳɢɟ ɡɚɞɚɱɢ: 
 ɚɧɚɥɢɡ ɫɭɳɟɫɬɜɭɸɳɟɣ ɫɢɫɬɟɦɵ ɭɩɪɚɜɥɟɧɢɹ ɢɧɰɢɞɟɧɬɚɦɢ; 
 ɪɚɡɪɚɛɨɬɤɚ ɩɪɟɞɥɨɠɟɧɢɣ ɩɨ ɩɨɜɵɲɟɧɢɸ ɷɮɮɟɤɬɢɜɧɨɫɬɢ ɮɭɧɤɰɢɨɧɢɪɨɜɚɧɢɹ ɫɥɭɠɛɵ 

ɬɟɯɧɢɱɟɫɤɨɣ ɩɨɞɞɟɪɠɤɢ; 
 ɨɰɟɧɤɚ ɰɟɥɟɜɨɣ ɷɮɮɟɤɬɢɜɧɨɫɬɢ ɪɚɡɪɚɛɨɬɚɧɧɵɯ ɩɪɟɞɥɨɠɟɧɢɣ. 
ȼ ɤɚɱɟɫɬɜɟ ɨɛɴɟɤɬɚ ɢɫɫɥɟɞɨɜɚɧɢɹ ɜ ɪɚɛɨɬɟ ɜɵɫɬɭɩɚɟɬ ɫɭɳɟɫɬɜɭɸɳɚɹ ɫɢɫɬɟɦɚ ɭɩɪɚɜɥɟɧɢɹ 

ɬɟɯɧɢɱɟɫɤɨɣ ɩɨɞɞɟɪɠɤɨɣ ɢ ɪɚɡɪɟɲɟɧɢɹ ɢɧɰɢɞɟɧɬɨɜ. 
ɉɪɟɞɦɟɬɨɦ ɢɫɫɥɟɞɨɜɚɧɢɹ ɹɜɥɹɸɬɫɹ ɩɪɨɰɟɫɫɵ ɮɭɧɤɰɢɨɧɢɪɨɜɚɧɢɹ ɫɢɫɬɟɦɵ ɭɩɪɚɜɥɟɧɢɹ 

ɬɟɯɧɢɱɟɫɤɨɣ ɩɨɞɞɟɪɠɤɢ. 
Ⱥɜɬɨɦɚɬɢɡɚɰɢɹ ɪɚɛɨɬɵ ɫɥɭɠɛɵ ɬɟɯɧɢɱɟɫɤɨɣ ɩɨɞɞɟɪɠɤɢ ɜ ɧɚɫɬɨɹɳɟɟ ɜɪɟɦɹ ɡɚɤɥɸɱɚɟɬɫɹ ɜ 

ɩɪɢɟɦɟ ɛɨɥɶɲɨɝɨ ɤɨɥɢɱɟɫɬɜɚ ɨɛɪɚɳɟɧɢɣ ɨɬ ɪɚɡɧɵɯ ɢɫɬɨɱɧɢɤɨɜ: ɷɥɟɤɬɪɨɧɧɚɹ ɩɨɱɬɚ, ɜɟɛ-ɮɨɪɦɵ ɫ 
ɫɚɣɬɨɜ, ɩɪɢɟɦ ɢ ɪɟɝɢɫɬɪɚɰɢɹ ɨɛɪɚɳɟɧɢɣ ɩɨ ɬɟɥɟɮɨɧɭ, ɩɪɢɟɦ ɫɥɭɠɟɛɧɵɯ ɡɚɩɢɫɨɤ ɱɟɪɟɡ ɥɢɱɧɵɣ 
ɤɚɛɢɧɟɬ ɩɨɥɶɡɨɜɚɬɟɥɹ ɢ ɫ ɩɨɦɨɳɶɸ ɩɨɪɬɚɥɚ ɫɚɦɨɨɛɫɥɭɠɢɜɚɧɢɹ Д3Ж. 

ȼɫɟ ɩɨɫɬɭɩɢɜɲɢɟ ɨɛɪɚɳɟɧɢɹ ɨɮɨɪɦɥɹɸɬɫɹ ɨɩɟɪɚɬɨɪɨɦ ɜ ɡɚɹɜɤɢ. Ɋɚɛɨɬɚ ɫ ɡɚɹɜɤɚɦɢ 
ɨɫɭɳɟɫɬɜɥɹɟɬɫɹ ɩɨ ɨɩɪɟɞɟɥɟɧɧɨɦɭ ɚɥɝɨɪɢɬɦɭ, ɤɨɬɨɪɵɣ ɜ ɰɟɥɨɦ ɨɞɢɧɚɤɨɜ ɜɨ ɜɫɟɯ ɫɥɭɠɛɚɯ 
ɬɟɯɧɢɱɟɫɤɨɣ ɩɨɞɞɟɪɠɤɢ. 

ɇɚ ɪɢɫɭɧɤɟ 1 ɩɪɟɞɫɬɚɜɥɟɧ ɚɥɝɨɪɢɬɦ ɪɚɛɨɬɵ ɫ ɢɧɰɢɞɟɧɬɚɦɢ ɜ ɫɥɭɠɛɟ ɬɟɯɧɢɱɟɫɤɨɣ ɩɨɞɞɟɪɠɤɢ ɧɚ 
ɩɟɪɜɨɣ ɢ ɜɬɨɪɨɣ ɥɢɧɢɢ. 

ɉɪɢ ɚɧɚɥɢɡɟ ɫɭɳɟɫɬɜɭɸɳɟɣ ɦɨɞɟɥɢ ɭɩɪɚɜɥɟɧɢɹ ɢɧɰɢɞɟɧɬɚɦɢ (ɪɢɫ. 1) ɜɵɹɜɥɟɧɵ ɫɥɟɞɭɸɳɢɟ 

ɧɟɞɨɫɬɚɬɤɢ: 
 ɨɛɪɚɡɨɜɚɧɢɟ ɨɱɟɪɟɞɢ ɧɚ ɥɢɧɢɢ ɩɪɢ ɛɨɥɶɲɨɦ ɩɨɬɨɤɟ ɡɜɨɧɤɨɜ (ɡɚɹɜɨɤ); 
 ɨɝɪɚɧɢɱɟɧɧɨɟ ɜɪɟɦɹ ɞɥɹ ɤɨɧɫɭɥɶɬɢɪɨɜɚɧɢɹ ɢ ɨɛɪɚɛɨɬɤɢ ɨɛɪɚɳɟɧɢɣ ɨɩɟɪɚɬɨɪɚɦɢ. 

Ɋɟɝɢɫɬɪɚɰɢɹ ɢ ɤɥɚɫɫɢɮɢɤɚɰɢɹ ɨɛɪɚɳɟɧɢɣ ɡɚɧɢɦɚɟɬ ɡɧɚɱɢɬɟɥɶɧɨɟ ɜɪɟɦɹ; 
 ɧɟɞɨɫɬɚɬɨɱɧɨɟ ɤɨɥɢɱɟɫɬɜɨ ɨɩɟɪɚɬɨɪɨɜ ɩɪɢ ɛɨɥɶɲɨɦ ɩɨɬɨɤɟ ɡɚɹɜɨɤ, ɡɚɝɪɭɠɟɧɧɨɫɬɶ 

ɨɩɟɪɚɬɨɪɨɜ; 
 ɧɟɫɬɪɭɤɬɭɪɢɪɨɜɚɧɧɨɫɬɶ ɛɚɡɵ ɡɧɚɧɢɣ ɢ ɟɟ ɧɟɫɜɨɟɜɪɟɦɟɧɧɨɟ ɨɛɧɨɜɥɟɧɢɟ. ɉɪɢ ɩɨɩɵɬɤɟ 

ɨɤɚɡɚɧɢɹ ɩɟɪɜɨɧɚɱɚɥɶɧɨɣ ɩɨɞɞɟɪɠɤɢ ɨɪɢɟɧɬɢɪɨɜɚɬɶɫɹ ɜ ɧɟɫɬɪɭɤɬɭɪɢɪɨɜɚɧɧɨɣ ɛɚɡɟ ɡɧɚɧɢɣ ɩɨ 
ɩɪɟɞɦɟɬɭ ɤɨɧɫɭɥɶɬɚɰɢɢ ɤɪɚɣɧɟ ɫɥɨɠɧɨ; 
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 ɩɟɪɟɞɚɱɚ ɢɧɰɢɞɟɧɬɚ ɧɚ 2-ɣ ɭɪɨɜɟɧɶ ɩɨɞɞɟɪɠɤɢ ɛɟɡ ɟɝɨ ɪɚɡɪɟɲɟɧɢɹ ɧɚ 1-ɦ ɭɪɨɜɧɟ; 
 ɜɨɡɧɢɤɧɨɜɟɧɢɟ ɨɱɟɪɟɞɢ ɧɟɨɛɫɥɭɠɟɧɧɵɯ ɢɧɰɢɞɟɧɬɨɜ ɧɚ 2-ɣ ɥɢɧɢɢ ɩɨɞɞɟɪɠɤɢ. Ȼɨɥɶɲɨɣ 

ɩɪɨɰɟɧɬ ɧɚɩɪɚɜɥɟɧɧɵɯ ɧɚ 2-ɸ ɥɢɧɢɢ ɢɧɰɢɞɟɧɬɨɜ – ɷɬɨ ɨɬɪɢɰɚɬɟɥɶɧɵɣ ɢ ɤɪɚɣɧɟ ɧɢɡɤɢɣ ɩɨɤɚɡɚɬɟɥɶ 
ɤɚɱɟɫɬɜɚ ɪɚɛɨɬɵ ɩɟɪɜɨɣ ɥɢɧɢɢ ɩɨɞɞɟɪɠɤɢ, ɤɨɬɨɪɚɹ ɞɨɥɠɧɚ ɡɚɤɪɵɜɚɬɶ ɧɟ ɦɟɧɟɟ 80% ɜɫɟɯ 
ɩɨɫɬɭɩɚɸɳɢɯ ɨɛɪɚɳɟɧɢɣ; 

 ɩɪɟɜɵɲɟɧɢɟ ɭɫɬɚɧɨɜɥɟɧɧɵɯ ɫɪɨɤɨɜ ɨɛɫɥɭɠɢɜɚɧɢɹ ɢɧɰɢɞɟɧɬɚ ɜ ɫɨɨɬɜɟɬɫɬɜɢɢ ɫ ɋɨɝɥɚɲɟɧɢɟɦ 
ɨɛ ɭɪɨɜɧɟ ɨɤɚɡɚɧɢɹ ɭɫɥɭɝ (SLA). Ʉɚɠɞɵɣ ɢɧɰɢɞɟɧɬ, ɡɚɪɟɝɢɫɬɪɢɪɨɜɚɧɧɵɣ ɜ ɢɧɮɨɪɦɚɰɢɨɧɧɨɣ 
ɫɢɫɬɟɦɟ ɭɩɪɚɜɥɟɧɢɹ ɢɧɰɢɞɟɧɬɚɦɢ ɢɦɟɟɬ ɫɜɨɢ ɫɪɨɤɢ ɜɵɩɨɥɧɟɧɢɹ. ȼ ɫɨɝɥɚɲɟɧɢɢ ɨɛ ɭɪɨɜɧɟ 
ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɭɫɥɭɝ (ɚɧɝɥ. SОrvТМО LОvОХ AРrООЦОЧЭ (SLA)) ɭɤɚɡɚɧɵ ɭɪɨɜɧɢ ɤɚɱɟɫɬɜɚ 
ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɭɫɥɭɝ, ɫɪɨɤɢ ɜɨɫɫɬɚɧɨɜɥɟɧɢɹ ɢ ɜɪɟɦɹ ɞɨɫɬɭɩɧɨɫɬɢ ɩɪɟɞɨɫɬɚɜɥɹɟɦɵɯ ɭɫɥɭɝ. ɉɪɢ 
ɭɩɪɚɜɥɟɧɢɢ ɢɧɰɢɞɟɧɬɚɦɢ ɧɟɨɛɯɨɞɢɦɨ ɩɪɢɞɟɪɠɢɜɚɬɶɫɹ ɫɪɨɤɨɜ ɪɚɡɪɟɲɟɧɢɹ ɢɧɰɢɞɟɧɬɚ ɫɨɝɥɚɫɧɨ 
ɫɪɨɤɚɦ, ɭɤɚɡɚɧɧɵɦ ɜ ɋɨɝɥɚɲɟɧɢɢ ɨɛ ɭɪɨɜɧɟ ɨɤɚɡɚɧɢɹ ɭɫɥɭɝ (SLA). 

 

 
Риɫ. 1. ɋɭɳɟɫɬɜɭɸɳɢɣ ɚɥɝɨɪɢɬɦ ɪɚɛɨɬɵ ɫ ɢɧɰɢɞɟɧɬɚɦɢ 

Fig. 1. The existing algorithm for handling incidents 

 

ȼ ɛɨɥɶɲɢɧɫɬɜɟ ɫɥɭɱɚɟɜ, ɩɪɨɛɥɟɦɚ ɦɚɪɲɪɭɬɢɡɚɰɢɢ ɛɨɥɶɲɢɧɫɬɜɚ ɨɛɪɚɳɟɧɢɣ ɧɚ ɜɬɨɪɭɸ ɥɢɧɢɸ, 
ɩɪɨɢɫɯɨɞɢɬ ɢɡ-ɡɚ ɨɝɪɚɧɢɱɟɧɧɨɝɨ ɜɪɟɦɟɧɢ ɧɚ ɩɨɢɫɤɚ ɨɬɜɟɬɚ ɜ ɧɟɫɬɪɭɤɬɭɪɢɪɨɜɚɧɧɨɣ ɛɚɡɟ ɡɧɚɧɢɣ. 

Ⱦɥɹ ɩɨɫɬɪɨɟɧɧɨɣ ɦɚɬɟɦɚɬɢɱɟɫɤɨɣ ɦɨɞɟɥɢ ɪɚɡɪɚɛɨɬɚɧ ɫɥɟɞɭɸɳɢɣ ɚɥɝɨɪɢɬɦ ɪɟɲɟɧɢɹ ɡɚɞɚɱɢ, 
ɤɨɬɨɪɵɣ ɦɨɠɟɬ ɛɵɬɶ ɢɫɩɨɥɶɡɨɜɚɧ ɞɥɹ ɪɚɫɱɟɬɚ ɦɢɧɢɦɚɥɶɧɨɝɨ ɤɨɥɢɱɟɫɬɜɚ ɤɚɧɚɥɨɜ ɨɛɪɚɛɨɬɤɢ  
ɡɚɹɜɨɤ Д6Ж. 

Ƚɪɚɮ ɫɨɫɬɨɹɧɢɣ ɫɢɫɬɟɦɵ ɬɟɯɧɢɱɟɫɤɨɣ ɩɨɞɞɟɪɠɤɢ ɩɪɟɞɫɬɚɜɥɟɧ ɧɚ ɪɢɫɭɧɤɟ 2, ɝɞɟ: 

 – ɢɧɬɟɧɫɢɜɧɨɫɬɶ ɜɯɨɞɹɳɢɯ ɡɚɹɜɨɤ; 

 – ɢɧɬɟɧɫɢɜɧɨɫɬɶ ɨɛɪɚɛɨɬɤɢ ɡɚɹɜɨɤ; 

n – ɱɢɫɥɨ ɫɨɫɬɨɹɧɢɣ; 

Si – ɫɨɫɬɨɹɧɢɹ ɫɢɫɬɟɦɵ ɬɟɯɧɢɱɟɫɤɨɣ ɩɨɞɞɟɪɠɤɢ, ɤɨɝɞɚ ɜ ɧɟɣ ɧɚɯɨɞɢɬɫɹ i ɡɚɹɜɨɤ. 
 

 
Риɫ. 2. Ƚɪɚɮ ɫɨɫɬɨɹɧɢɹ ɫɢɫɬɟɦɵ ɬɟɯɧɢɱɟɫɤɨɣ ɩɨɞɞɟɪɠɤɢ 

Fig. 2. The count state of technical support system 

 

ɉɪɟɞɫɬɚɜɥɟɧɧɵɣ ɝɪɚɮ ɩɨɡɜɨɥɹɟɬ ɪɟɲɢɬɶ ɡɚɞɚɱɭ ɪɚɫɱɟɬɚ ɜɟɪɨɹɬɧɨɫɬɟɣ ɩɟɪɟɯɨɞɨɜ ɢɡ ɫɨɫɬɨɹɧɢɹ 

Sk ɜ ɫɨɫɟɞɧɟɟ Sk+1. 
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ȼɯɨɞɹɳɢɣ ɩɨɬɨɤ ɡɚɹɜɨɤ ɹɜɥɹɟɬɫɹ ɩɪɨɫɬɟɣɲɢɦ, ɩɨɷɬɨɦɭ ɩɟɪɟɯɨɞ ɢɡ ɫɨɫɬɨɹɧɢɹ Si ɜ Si+1 

ɩɪɨɢɫɯɨɞɢɬ ɫ ɨɞɧɨɣ ɢ ɬɨɣ ɠɟ ɢɧɬɟɧɫɢɜɧɨɫɬɶɸ [7]. 

ɉɟɪɟɯɨɞɵ ɢɡ ɫɨɫɬɨɹɧɢɹ Si ɜ ɫɨɫɟɞɧɟɟ Si+1 ɩɪɨɢɫɯɨɞɢɬ ɫ ɢɧɬɟɧɫɢɜɧɨɫɬɶɸ k (ɤɪɚɬɧɨɟ ɤɨɥɢɱɟɫɬɜɭ 

ɡɚɧɹɬɵɯ ɤɚɧɚɥɨɜ). ɇɚ ɨɫɧɨɜɟ ɪɚɫɩɪɟɞɟɥɟɧɢɹ ɗɪɥɚɧɝɚ ɜɵɱɢɫɥɹɟɬɫɹ ɜɟɪɨɹɬɧɨɫɬɶ ɨɬɤɚɡɚ p0, ɤɨɝɞɚ 

ɫɢɫɬɟɦɚ ɧɚɯɨɞɢɬɫɹ ɜ ɫɨɫɬɨɹɧɢɢ S0, ɢ ɜɟɪɨɹɬɧɨɫɬɶ ɨɬɤɚɡɚ pi, ɤɨɝɞɚ ɫɢɫɬɟɦɚ ɧɚɯɨɞɢɬɫɹ ɜ ɫɨɫɬɨɹɧɢɢ Si:  

,     (1) 

,                   (2) 

ȿɫɥɢ ɨɬɧɨɲɟɧɢɟ  ɨɛɨɡɧɚɱɢɬɶ ɱɟɪɟɡ , ɬɨ ɩɨɥɭɱɢɦ: 

       (3) 

ȼɟɥɢɱɢɧɚ  ɨɩɪɟɞɟɥɹɟɬ ɫɪɟɞɧɟɟ ɱɢɫɥɨ ɡɚɹɜɨɤ, ɩɪɢɯɨɞɹɳɢɯ ɡɚ ɫɪɟɞɧɟɟ ɜɪɟɦɹ ɨɛɫɥɭɠɢɜɚɧɢɹ 
ɨɞɧɨɣ ɡɚɹɜɤɢ. ȿɟ ɧɚɡɵɜɚɸɬ ɤɨɷɮɮɢɰɢɟɧɬɨɦ ɡɚɝɪɭɡɤɢ ɫɢɫɬɟɦɵ Д15Ж. 

ȼɵɱɢɫɥɢɦ ɜɟɪɨɹɬɧɨɫɬɶ ɨɬɤɚɡɚ ɫɢɫɬɟɦɵ ɭɩɪɚɜɥɟɧɢɹ ɫɥɭɠɛɵ ɬɟɯɧɢɱɟɫɤɨɣ ɩɨɞɞɟɪɠɤɢ ɜ 
ɨɛɫɥɭɠɢɜɚɧɢɢ ɡɚɹɜɤɢ: 

,      (4) 

ȼ ɪɟɡɭɥɶɬɚɬɟ ɦɨɠɧɨ ɧɚɣɬɢ ɫɪɟɞɧɟɟ ɱɢɫɥɨ ɡɚɧɹɬɵɯ ɤɚɧɚɥɨɜ ɜ ɬɟɤɭɳɢɣ ɦɨɦɟɧɬ ɜɪɟɦɟɧɢ ɩɨ 
ɮɨɪɦɭɥɟ (5): 

,      (5) 

ɝɞɟ  ɫɪɟɞɧɟɟ ɱɢɫɥɨ ɡɚɧɹɬɵɯ ɤɚɧɚɥɨɜ ɜ ɬɟɤɭɳɢɣ ɦɨɦɟɧɬ ɜɪɟɦɟɧɢ; n – ɱɢɫɥɨ ɤɚɧɚɥɨɜ ɫɜɹɡɢ. 
ɉɨɥɭɱɟɧɧɵɟ ɡɧɚɱɟɧɢɹ  ɢ  ɩɨɡɜɨɥɹɸɬ ɨɰɟɧɢɬɶ ɷɮɮɟɤɬɢɜɧɨɫɬɶ ɮɭɧɤɰɢɨɧɢɪɨɜɚɧɢɹ 

ɫɢɫɬɟɦɵ ɭɩɪɚɜɥɟɧɢɹ ɫɥɭɠɛɨɣ ɬɟɯɧɢɱɟɫɤɨɣ ɩɨɞɞɟɪɠɤɢ ɢ ɜɵɪɚɛɨɬɚɬɶ ɨɛɨɫɧɨɜɚɧɧɵɟ ɪɟɲɟɧɢɹ ɩɨ ɟɟ 
ɫɨɜɟɪɲɟɧɫɬɜɨɜɚɧɢɸ. 

ɉɨɥɭɱɟɧɢɟ ɢɫɤɨɦɨɝɨ ɪɟɲɟɧɢɹ ɨɛɟɫɩɟɱɢɜɚɟɬɫɹ ɡɚ ɫɪɚɜɧɢɬɟɥɶɧɨ ɧɟɛɨɥɶɲɨɟ ɱɢɫɥɨ ɲɚɝɨɜ ɢ ɧɟ 
ɬɪɟɛɭɟɬ ɛɨɥɶɲɢɯ ɜɪɟɦɟɧɧɵɯ ɡɚɬɪɚɬ ɢ ɜɵɱɢɫɥɢɬɟɥɶɧɵɯ ɪɟɫɭɪɫɨɜ. 

Ʉɪɨɦɟ ɪɚɡɪɚɛɨɬɚɧɧɨɝɨ ɜɵɲɟ ɚɥɝɨɪɢɬɦɚ, ɞɥɹ ɩɨɜɵɲɟɧɢɹ ɷɮɮɟɤɬɢɜɧɨɫɬɢ ɮɭɧɤɰɢɨɧɢɪɨɜɚɧɢɹ 
ɫɥɭɠɛɵ ɬɟɯɧɢɱɟɫɤɨɣ ɩɨɞɞɟɪɠɤɢ ɩɪɟɞɥɚɝɚɟɬɫɹ ɢɫɩɨɥɶɡɨɜɚɬɶ ɜ ɩɪɨɰɟɫɫɟ ɭɩɪɚɜɥɟɧɢɹ ɢɧɰɢɞɟɧɬɚɦɢ 
ɫɥɟɞɭɸɳɢɣ ɚɥɝɨɪɢɬɦ ɭɩɪɚɜɥɟɧɢɹ ɢɧɰɢɞɟɧɬɚɦɢ, ɩɪɟɞɫɬɚɜɥɟɧɧɵɣ ɧɚ ɪɢɫɭɧɤɟ 3. 

Ⱥɥɝɨɪɢɬɦ ɭɩɪɚɜɥɟɧɢɹ ɢɧɰɢɞɟɧɬɚɦɢ ɩɨɤɚɡɵɜɚɟɬ ɜɜɟɞɟɧɢɟ ɞɨɩɨɥɧɢɬɟɥɶɧɨɣ ɥɢɧɢɢ ɩɨɞɞɟɪɠɤɢ ɡɚ 
ɫɱɟɬ ɪɚɫɩɪɟɞɟɥɟɧɢɹ ɡɚɞɚɱ 1-ɣ ɥɢɧɢɢ, ɪɚɡɝɪɭɡɤɢ ɨɛɹɡɚɧɧɨɫɬɟɣ 2-ɣ ɥɢɧɢɢ. Ɉɫɨɛɟɧɧɨɫɬɶ ɞɚɧɧɨɣ ɥɢɧɢɢ 
ɜ ɬɨɦ, ɱɬɨ ɨɧɚ ɧɟ ɬɪɟɛɭɟɬ ɜɵɞɟɥɟɧɢɹ ɞɨɩɨɥɧɢɬɟɥɶɧɵɯ ɫɩɟɰɢɚɥɢɫɬɨɜ, ɞɨɫɬɚɬɨɱɧɨ ɡɚɞɟɣɫɬɜɨɜɚɬɶ ɱɚɫɬɶ 
ɫɩɟɰɢɚɥɢɫɬɨɜ ɢɡ 1-ɣ ɥɢɧɢɢ, ɩɪɢ ɷɬɨɦ ɜɵɹɜɢɜ ɦɢɧɢɦɚɥɶɧɨɟ ɤɨɥɢɱɟɫɬɜɨ ɤɚɧɚɥɨɜ ɨɛɪɚɛɨɬɤɢ ɡɚɹɜɨɤ 
ɩɪɢ ɡɚɞɚɧɧɵɯ ɨɝɪɚɧɢɱɟɧɢɹɯ. Ɏɭɧɤɰɢɢ ɫɩɟɰɢɚɥɢɫɬɚ ɞɨɩɨɥɧɢɬɟɥɶɧɨɣ ɥɢɧɢɢ ɬɟɯɧɢɱɟɫɤɨɣ ɩɨɞɞɟɪɠɤɢ: 

 ɩɪɨɜɟɞɟɧɢɟ ɚɧɚɥɢɡɚ ɧɚɡɧɚɱɟɧɧɵɯ ɧɚ ɪɚɛɨɱɭɸ ɝɪɭɩɩɭ ɢɧɰɢɞɟɧɬɨɜ ɫ ɰɟɥɶɸ ɨɩɪɟɞɟɥɟɧɢɹ 
ɩɪɚɜɢɥɶɧɨɫɬɢ ɧɚɡɧɚɱɟɧɢɹ ɢ ɤɨɧɬɪɨɥɹ ɤɨɪɪɟɤɬɧɨɫɬɢ, ɭɤɚɡɚɧɧɵɯ ɨɩɟɪɚɬɨɪɨɦ (ɞɢɫɩɟɬɱɟɪɨɦ Ʉɨɧɬɚɤɬ 
ɐɟɧɬɪɚ) ɞɚɧɧɵɯ; 

 ɪɚɫɩɪɟɞɟɥɟɧɢɟ ɢɧɰɢɞɟɧɬɨɜ ɩɨ ɫɩɟɰɢɚɥɢɫɬɚɦ 2-ɣ ɥɢɧɢɢ ɬɟɯɧɢɱɟɫɤɨɣ ɩɨɞɞɟɪɠɤɢ (ɢɧɠɟɧɟɪɚɦ); 
 ɩɪɢɜɥɟɱɟɧɢɟ ɞɨɩɨɥɧɢɬɟɥɶɧɵɯ ɪɟɫɭɪɫɨɜ; 
 ɤɨɧɬɪɨɥɶ ɩɪɢɧɹɬɢɹ ɜ ɪɚɛɨɬɭ ɢ ɜɪɟɦɟɧɢ ɜɵɩɨɥɧɟɧɢɹ ɢɧɰɢɞɟɧɬɨɜ; 
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 ɮɨɪɦɢɪɨɜɚɧɢɟ ɢ ɧɚɩɪɚɜɥɟɧɢɟ ɧɚ ɪɟɝɭɥɹɪɧɨɣ ɨɫɧɨɜɟ ɫɩɟɰɢɚɥɢɫɬɚɦ 2-ɣ ɥɢɧɢɢ ɩɨɞɞɟɪɠɤɢ 
ɩɟɪɟɱɧɹ ɫɬɚɧɞɚɪɬɧɵɯ ɜɨɩɪɨɫɨɜ, ɤɨɬɨɪɵɟ ɨɩɟɪɚɬɨɪ (ɞɢɫɩɟɬɱɟɪ Ʉɐ) ɞɨɥɠɟɧ ɡɚɞɚɬɶ Ʉɨɧɬɚɤɬɧɨɦɭ ɥɢɰɭ 
ɩɪɢ ɩɪɢёɦɟ Ɉɛɪɚɳɟɧɢɹ; 

 ɢɫɯɨɞɹɳɢɟ ɡɜɨɧɤɢ ɢ ɤɨɧɫɭɥɶɬɢɪɨɜɚɧɢɟ ɩɨɥɶɡɨɜɚɬɟɥɟɣ ɩɨ ɪɟɲɟɧɧɵɦ ɡɚɹɜɤɚɦ; 
 ɤɨɧɫɭɥɶɬɢɪɨɜɚɧɢɟ ɢɡ ɛɚɡɵ ɩɪɟɰɟɞɟɧɬɨɜ; 
 ɚɤɬɭɚɥɢɡɚɰɢɹ ɛɚɡɵ ɡɧɚɧɢɣ ɩɨ ɩɢɫɶɦɭ ɨɬ ɫɩɟɰɢɚɥɢɫɬɨɜ 2-ɣ ɥɢɧɢɢ; 
 ɫɜɨɟɜɪɟɦɟɧɧɨɟ ɢɧɮɨɪɦɢɪɨɜɚɧɢɟ ɨɛ ɢɡɦɟɧɟɧɢɹɯ ɜ ɫɢɫɬɟɦɟ, ɨɛɧɨɜɥɟɧɢɹɯ ɢɥɢ ɧɚɛɥɸɞɚɟɦɵɯ 

ɬɟɯɧɢɱɟɫɤɢɯ ɫɛɨɹɯ (ɩɨ ɩɢɫɶɦɭ ɨɬ ɫɩɟɰɢɚɥɢɫɬɨɜ 2-ɣ ɥɢɧɢɢ); 
 ɫɨɫɬɚɜɥɟɧɢɟ ɨɬɱɟɬɧɨɫɬɢ ɨ ɩɨɫɬɭɩɢɜɲɢɯ ɢ ɧɚɩɪɚɜɥɟɧɧɵɯ ɡɚɹɜɤɚɯ, ɜɟɞɟɧɢɟ ɫɱɟɬɚ ɨɛɪɚɳɟɧɢɣ ɢ 

ɢɧɰɢɞɟɧɬɨɜ, ɨɛɪɚɛɨɬɚɧɧɵɯ ɨɩɟɪɚɬɨɪɨɦ ɢ ɫɩɟɰɢɚɥɢɫɬɚɦɢ 2-ɣ ɥɢɧɢɢ; 
 ɫɜɨɟɜɪɟɦɟɧɧɨɟ ɢɧɮɨɪɦɢɪɨɜɚɧɢɟ ɫɩɟɰɢɚɥɢɫɬɨɜ 2-ɣ ɥɢɧɢɢ ɨ ɡɚɹɜɤɚɯ, ɭ ɤɨɬɨɪɵɯ ɢɫɬɟɤɚɟɬ ɫɪɨɤ 

ɪɟɲɟɧɢɹ. 
 

 
Риɫ. 3. Ⱥɥɝɨɪɢɬɦ ɭɩɪɚɜɥɟɧɢɹ ɢɧɰɢɞɟɧɬɚɦɢ 

Fig. 3. The algorithm for incident management 

 

Ⱦɨɩɨɥɧɢɬɟɥɶɧɚɹ ɥɢɧɢɹ ɩɨɞɞɟɪɠɤɢ ɢɫɩɨɥɶɡɭɟɬ ɛɚɡɭ ɩɪɟɰɟɞɟɧɬɨɜ, ɝɞɟ ɪɟɲɚɸɬɫɹ ɜɨɩɪɨɫɵ, 
ɤɨɬɨɪɵɟ ɧɟ ɛɵɥɢ ɪɟɲɟɧɵ ɜɨ ɜɪɟɦɹ ɪɚɡɝɨɜɨɪɚ ɫ ɩɨɥɶɡɨɜɚɬɟɥɟɦ Д8Ж. 
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ɁАɄɅɘɑȿɇɂȿ 
Ⱦɚɧɧɚɹ ɦɟɬɨɞɢɤɚ ɩɪɟɞɩɨɥɚɝɚɟɬ ɢɫɩɨɥɶɡɨɜɚɧɢɟ ɚɥɝɨɪɢɬɦɚ ɭɩɪɚɜɥɟɧɢɹ ɢɧɰɢɞɟɧɬɚɦɢ, ɤɨɬɨɪɵɣ 

ɩɨɤɚɡɵɜɚɟɬ ɜɜɟɞɟɧɢɟ ɞɨɩɨɥɧɢɬɟɥɶɧɨɣ ɥɢɧɢɢ ɩɨɞɞɟɪɠɤɢ ɡɚ ɫɱɟɬ ɪɚɫɩɪɟɞɟɥɟɧɢɹ ɡɚɞɚɱ 1-ɣ ɥɢɧɢɢ, 
ɪɚɡɝɪɭɡɤɢ ɨɛɹɡɚɧɧɨɫɬɟɣ 2-ɣ ɥɢɧɢɢ. Ɉɪɝɚɧɢɡɚɰɢɹ ɞɨɩɨɥɧɢɬɟɥɶɧɨɣ ɥɢɧɢɢ ɩɨɞɞɟɪɠɤɢ, ɤɨɬɨɪɚɹ 
ɪɚɡɞɟɥɹɟɬ ɨɛɹɡɚɧɧɨɫɬɢ ɨɩɟɪɚɬɨɪɨɜ, ɩɨɜɵɲɚɟɬ ɩɨɤɚɡɚɬɟɥɢ ɷɮɮɟɤɬɢɜɧɨɫɬɢ ɫɥɭɠɛɵ ɬɟɯɧɢɱɟɫɤɨɣ 
ɩɨɞɞɟɪɠɤɢ. 

Ɋɚɫɱɟɬ ɤɨɥɢɱɟɫɬɜɚ ɨɩɟɪɚɬɨɪɨɜ ɩɪɢ ɛɨɥɶɲɨɦ ɩɨɬɨɤɟ ɡɚɹɜɨɤ ɩɪɨɢɡɜɨɞɢɬɫɹ ɫɨɝɥɚɫɧɨ ɚɥɝɨɪɢɬɦɭ 
ɪɟɲɟɧɢɹ ɡɚɞɚɱɢ ɧɚɯɨɠɞɟɧɢɹ ɦɢɧɢɦɚɥɶɧɨɝɨ ɤɨɥɢɱɟɫɬɜɚ ɤɚɧɚɥɨɜ ɨɛɪɚɛɨɬɤɢ ɡɚɹɜɨɤ ɩɪɢ ɡɚɞɚɧɧɵɯ 
ɨɝɪɚɧɢɱɟɧɢɹ. Ɋɟɤɨɦɟɧɞɭɟɬɫɹ ɩɪɢɦɟɧɹɬɶ ɛɥɨɤ-ɫɯɟɦɭ ɷɬɨɝɨ ɚɥɝɨɪɢɬɦɚ, ɩɪɟɞɜɚɪɢɬɟɥɶɧɨ ɪɟɚɥɢɡɨɜɚɜ ɟɟ 
ɜ ɜɢɞɟ ɩɪɨɝɪɚɦɦɵ ɧɚ ɨɞɧɨɦ ɢɡ ɹɡɵɤɨɜ ɨɛɴɟɤɬɧɨ-ɨɪɢɟɧɬɢɪɨɜɚɧɧɨɝɨ ɩɪɨɝɪɚɦɦɢɪɨɜɚɧɢɹ ɞɥɹ 
ɭɫɤɨɪɟɧɢɹ ɪɚɫɱɟɬɨɜ. 

ɉɪɟɞɥɚɝɚɟɦɚɹ ɦɟɬɨɞɢɤɚ ɩɨɡɜɨɥɹɟɬ ɪɚɫɫɱɢɬɚɬɶ ɞɨɫɬɚɬɨɱɧɨɟ ɤɨɥɢɱɟɫɬɜɨ ɫɩɟɰɢɚɥɢɫɬɨɜ ɩɪɢ 
ɛɨɥɶɲɨɦ ɩɨɬɨɤɟ ɡɚɹɜɨɤ, ɬɟɦ ɫɚɦɵɦ ɭɦɟɧɶɲɢɬɶ ɤɨɥɢɱɟɫɬɜɨ ɧɟɩɪɢɧɹɬɵɯ ɡɜɨɧɤɨɜ ɢ 
ɧɟɡɚɪɟɝɢɫɬɪɢɪɨɜɚɧɧɵɯ ɡɚɹɜɨɤ. ɉɪɟɞɥɨɠɟɧɢɟ ɩɨ ɫɬɪɭɤɬɭɪɢɡɚɰɢɢ ɛɚɡɵ ɡɧɚɧɢɣ ɢ ɜɧɟɞɪɟɧɢɹ ɛɚɡɵ 
ɩɪɟɰɟɞɟɧɬɨɜ ɩɨɡɜɨɥɹɟɬ ɭɫɤɨɪɢɬɶ ɩɪɨɰɟɫɫ ɨɛɪɚɛɨɬɤɢ ɡɚɹɜɨɤ ɫɩɟɰɢɚɥɢɫɬɚɦɢ 1-ɣ ɥɢɧɢɢ. 

Ⱥɤɬɭɚɥɢɡɚɰɢɹ ɢ ɫɬɪɭɤɬɭɪɢɪɨɜɚɧɢɟ ɛɚɡɵ ɡɧɚɧɢɣ ɜɨɡɦɨɠɧɚ ɩɨ ɤɥɚɫɫɢɮɢɤɚɰɢɢ ɫɚɦɨɝɨ ɨɛɪɚɳɟɧɢɹ. 
ɇɚɩɪɢɦɟɪ, ɜ ɨɛɪɚɳɟɧɢɢ ɜɫɟɝɞɚ ɭɤɚɡɵɜɚɟɬɫɹ ɬɟɦɚɬɢɤɚ ɜɨɩɪɨɫɚ, ɤ ɤɚɤɨɣ ɭɫɥɭɝɟ, ɩɪɟɞɨɫɬɚɜɥɹɟɦɨɣ 
ɬɟɯɧɢɱɟɫɤɨɣ ɩɨɞɞɟɪɠɤɨɣ ɨɬɧɨɫɢɬɫɹ ɬɨɬ ɢɥɢ ɢɧɨɣ ɜɨɩɪɨɫ, ɤ ɤɚɤɨɦɭ ɩɪɢɨɪɢɬɟɬɭ ɨɬɧɨɫɢɬɫɹ, ɢ ɤɚɤɨɣ 
ɫɪɨɤ ɩɨ SLA ɜɵɞɟɥɟɧ ɞɥɹ ɪɟɲɟɧɢɹ ɩɪɨɛɥɟɦɧɨɝɨ ɜɨɩɪɨɫɚ. ȿɫɥɢ ɜ ɛɚɡɟ ɡɧɚɧɢɣ ɢɧɮɨɪɦɚɰɢɹ ɛɭɞɟɬ 
ɫɬɪɭɤɬɭɪɢɪɨɜɚɧɚ ɬɚɤɢɦ ɨɛɪɚɡɨɦ, ɧɨ ɦɨɠɧɨ ɩɪɨɜɟɫɬɢ ɩɪɢɜɹɡɤɭ ɛɚɡɵ ɡɧɚɧɢɣ ɫ ɫɢɫɬɟɦɨɣ ɭɩɪɚɜɥɟɧɢɹ 
ɢɧɰɢɞɟɧɬɚɦɢ. 

ȼ ɪɟɡɭɥɶɬɚɬɟ ɩɪɢɦɟɧɟɧɢɹ ɩɪɟɞɥɚɝɚɟɦɨɣ ɦɟɬɨɞɢɤɢ ɩɪɟɞɩɨɥɚɝɚɟɬɫɹ ɭɦɟɧɶɲɟɧɢɟ ɤɨɥɢɱɟɫɬɜɚ 
ɡɚɹɜɨɤ ɩɟɪɟɞɚɧɧɵɯ ɫɩɟɰɢɚɥɢɫɬɚɦ ɜɬɨɪɨɣ ɥɢɧɢɢ, ɱɬɨ ɩɨɡɜɨɥɢɬ ɢɧɠɟɧɟɪɚɦ ɩɪɢɞɟɪɠɢɜɚɬɶɫɹ 
ɨɝɨɜɨɪɟɧɧɨɝɨ ɫɪɨɤɚ ɜɵɩɨɥɧɟɧɢɹ ɡɚɹɜɤɢ. 

 

ɋɩɢɫɨɤ ɥɢɬɟɪɚɬɭɪɵ 
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