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The City has:

Progress/Results To-Date:

We will let the Focus Group Survey speak for itself. The remainder of this
memorandum will serve as a diagnostic report with certain recommendations we see
as crucial for continuing reform.

• Conducted an initial concourse for three sites in June 1995 with
contracts signed effective September 1, 1995 Units coming under
competitive bidding totaled some 17,500 flats.
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MEMORANDUM

Naum Gregorievich Zolotorevsky

Transmission of Focus Group Follow Up Report with Recommendations

Vice Mayor Vladimir Deamidovich Kulik

June 12, 1996

Mike Lynn, Resident Housing Sector Advisor ~~
PADCO/USAI D Housing Sector Reform Project
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PADCO has conducted a series of meetings stretching back to February 1995 with
representatives of maintenance organizations and the seven District Boards of Unified
Customer. This has included training sessions for key staff relating to competitive
bidding and new methods of property management. We have also provided training
for key staff of all bidders who participated in the initial concourse. In addition, we
have held monitoring/follow ups with both these groups to sample their opinions
about their progress during the demonstration and to offer suggestions for further
improvement.

PADCO staff is pleased to forward a copy of the "Focus Group Survey Report",
conducted in May, 1996. This supplemental report to the main "Survey of Household
Attitudes Towards Maintenance Delivery and Quality" was conducted in February,
1996. It reveals some factors which we believe illuminate the need for additional
systemic change if housing sector reform is to advance in any meaningful manner.
The Focus Group Report is revealing as it shows how residents perceive the delivery
of maintenance and how the Boards of Unified Customer and Maintenance
organizations are not communicating effectively on a variety of levels with residents.

Subject:

cc:

To:

From:

Date:
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• Scheduled a subsequent concourse to be conducted in July 1996.

• Incorporated some of the changes recommended by PADCO to further
streamline the bidding process, leading to greater efficiencies and more
closely representing a true "open" bidding competition. To date City staff
have adopted seven of twelve documents PADCO sees as crucial to
greater success in competitive bidding. The remaining we have identified
as still needing to be adopted are:

» Board of Unified Customer Operating Regulations
» Standardized Bidding Procedures
» Housing and Capital Asset Transfer Policy
» Model Contract for Maintenance Contracting including

clear language authorizing money payment for the
"management fee"

» Selection of Sites with Time Table for Repetition of
Competitive Bidding for All Areas of the City

• Collaborated with PADCO to train 240 city staff. We have conducted
courses ranging from management skills development, to technically
oriented seminars on new forms of property management and
maintenance and preparation of RFPs and bidding;

• Gained expertise in conducting a "bidding" for services. This mechanism
represents the underpinning of development of market driven
maintenance in Russia, where competition among several providers will
offer the Customer/Owner the best opportunity for realizing value -- Le.
the best maintenance for the lowest possible price. These principles can
be applied in buying other goods and services as well.

General Recommendations:

The City needs to abandon its policy of "pretending" to maintain its housing and to
focus on redefining the role of the public sector within the financial resources
available to it. One of the things that become apparent from reading the Focus Group
Survey, is that residents already know that the City cannot financially support its
housing. Residents resent this pretention. Redefinition of the City's role as to how it
provides maintenance, should result in a realistic scope of work, accomplished
through competitive contracting and administered by the Boards of Unified Customer
under "Full Right Management". The current arrangement where the City merely uses
the Boards of Unified Customer as a "financial pass through" shows the City is again
"pretending". The City needs to abandon normative pricing in favor of a realistic
approach. "Reality" as we see it is 1) to accept the tighter regime of legally binding
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Following are key steps we feel are necessary to reform the maintenance sector:

Specific Recommendations:

contracts, paying only for those maintenance services the City can legitimately and
realistically pay for; 2) requiring the Customers to conduct regular, systematic
concourses; and 3) independent authority to sign contracts with concourse winners.
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2. Authority and Autonomy. The BUCs need authority and autonomy
equal to the task of managing the municipal housing stock. First, they
need to be freed from normative maintenance standards and funding
levels which are no longer realistic (note that this does not mean
abandoning minimum sanitary and safety norms). Second, they need
the authority to conduct concourses and enter into contracts with the
winning bidders. This includes the freedom to adopt "new" practices
such as paying management fees to contractors, or to adopt other
incentive and bonus schemes. Third, they need control over the agreed
maintenance budget. Finally, if the City/CPMC intends to retain its
ownership of maintenance assets (equipment, trucks, facilities) then the
assets must become part of the legally binding maintenance contract.

1. Responsibility. The City should decentralize responsibility for
management of municipal residential property. Three actions are
required. The CPMC (as owner) would have to designate the Boards of
Unified Customer to manage and maintain the property on its behalf.
The ZhEKs would assign all individual agreements for maintenance in
privatized housing to the BUCS. Responsibility for voting the beneficial
interest for municipal flats in condominiums would be transferred from
the ZhKKha to the BUCS.

Too often, various departments of the City Administration have told PADCO "what they
could not do", rather than actively seeking inventive, creative approaches to conduct
and improve their work. None of the solutions PADCO promoted are inherently new,
they are all procedures used widely throughout the world resulting in high
performance in the property management sphere. Bureaucrats and politicians will
predictably seek to avoid the risks they associate with change. This parochial stand is
short sighted and at best will only prolong the myth that maintenance is being done
under the current broken system. We believe the greater risk is for the City to further
delay the transition to a competitive, market-oriented system of property management
and maintenance.
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3. Representation. Since the goal of the BUCs is to manage property on
behalf of owners they should be represented on the management
bodies of the Board. Representation by private owners is particularly
important when it comes to the maintenance contracting task; defining
the scope of services, evaluating bid proposals and monitoring work
under contract. The target should be to constitute the bodies so that
their composition reflects approximately the ownership of the property
(public vs private) and the mixture of uses (residential vs non
residential). This "participatory" approach increases residents awareness
of the cost and benefits of maintenance services.

4. Publicity. The Focus Group Survey revealed that residents want to be
consulted and listened to, yet the maintenance demonstration is one of
the best kept secrets in Ekaterinburg. We believe the approach to
maintenance cannot improve much without greater publicity and direct
communication with residents. Three main aspects are important to
consider. First the City Administration needs to conduct "social
marketing" in the city as a whole, explaining the steps being taken to
improve maintenance. This could be combined with social marketing
designed to stimulate payment and advertising the availability of housing
allowances. Mass media marketing techniques would be appropriate.
Second, each Bue needs to communicate with the owners it represents,
with the aim of keeping them fully informed about the services they
should receive, the cost, and procedures for complaints and other
feedback. At the same time, each BUC needs to receive back
information about residents desires and level of satisfaction (beyond the
input provided by representatives on management bodies). This can be
accomplished by various means including the distribution of flyers and
posters, but equally important through regular personal contracts with a
variety of residents. Finally, the service providers need to communicate
with residents to monitor the quality of work, to assure that residents
know proper procedures, and to promote its good work (if it is clever).

5. Scope of Services and Funding. It is imperative to move away from a
system of normatives and pretense, to a new "realistic" system. Given
the current economic situation it is critical to reduce generally the scope
of services subsidized from the municipal budget. The core services
should probably include emergency services, basic maintenance of
infrastructure and cleaning of internal and external common elements.
All other non-essential services, and those which benefit only individual
unit owners, should be separated from the scope of subsidized services.
Realism in defining the scope of services means inspecting the site and
obtaining residents' input to assess real maintenance needs. Equally
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7. Sunset Review of Government Functions.

Monitoring of work under maintenance contracts is another aspect of
work which must be decentralized under the authority of the BUCs.
Specialists at the municipal level should assist BUCs to adopt
appropriate monitoring and inspection programs.

The City should establish "sunset" requirements on all its departments
and branches. This requirement is so named because it establishes a
date-certain when the "sun will set" on each governmental agency and
department; stated differently each agency would be periodically
reevaluated for functional usefulness. Some agencies would be
eliminated, others cut back or duties combined with other agencies.
Such actions are not designed to be punitive to the bureaucracy but to
insure the actual usefulness of the bureaucracy in carrying out a

6. Performance, Monitoring and Inspection. As mentioned above we
believe that continued use of normative pricing and maintenance
standards are major impediments to improved maintenance
performance. New approaches to monitoring performance are required.
At the broadest level the City needs to change how it measures success
and performance by municipal bodies and maintenance providers. Large
staffs and budgets do not necessarily indicate good performance. Real
performance in the maintenance sphere should be measured by criteria
such as: price/performance ratios, resident satisfaction, and time needed
to complete work orders. Changes of this sort need to be formulated
and adopted comprehensively, from the top down, and implemented
through an innovative system of rewards and incentives to managers,
combined with penalties for continued poor performance.

5PADCO NIS - EKATERINBURG, RUSSIAc \wp60\demodocs\kullkmem 01 b

important the needs of the residents should be conditioned by the
projected level of real funding available from residents payments,
municipal subsidies, and other sources. The scope of services needs to
be clearly defined in the contract offered by the BUC. Similarly, the BUC
needs a contract or other binding agreement with the City and/or District
Administration to assure that funds will be available to pay the contractor
as agreed. Real budgets based on real cost and revenues are a
requirement for real maintenance. We further suggest that the City
should consider adopting a policy to prohibit the use of municipal
housing subsidies (funding and assets) for non-essential services. This
would stimulate the growth of the more efficient private sector. Residents
would choose and pay for other services they deemed most important
and use private contractors to perform those services.
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Summary

legitimate mission that provides for the general welfare of the public. As
times and public needs change, so should the bureaucracy.

A realistic maintenance system requires an honest assessment of what the
government can afford to subsidize. Political and economic reality mean that the
municipal bodies and enterprises must focus on productivity and performance, not
bloated staffs and pretend budgets.

We believe each factor we have outlined is crucial to the success of the reform effort
in maintenance. Each part discussed is part of what we consider a comprehensive,
integrated approach to solving the maintenance dilemma in Ekaterinburg. We believe
these solutions are workable and will lead to the City being liberated from the burden
of providing direct maintenance services. As always, PADCO stands ready to assist
you and your staff in implementing these recommendations.
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The City of Ekaterinburg has undertaken the initial steps which will eventually liberate
itself from the labor intensive, inefficient maintenance regimen used under the
command system. PADCO encourages the City to more vigorously embrace reform
schemes through the wide spread use of competitive bidding and allow for the full
privatization of the maintenance industry. We believe the key to that is informing all
levels of municipal government as to "real options" (fiscal reality) and then insuring
that legislation follows which mandates compliance by all affected local entities. The
time for political timidity has passed. We believe the City can be a showcase for
competitive bidding and privatization similar to Moscow, if it is willing to exercise
leadership and not to abandon housing reform through inaction and the parochial
interests of the entrenched bureaucracy.
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,. GOALS AND OBJECTIVES OF THE SURVEY

The objective of the survey is to obtain the information about the demonstration project
results that could not be obtained during the formalized selective survey of household
attitudes in February 1996. The main obiectives of the survey are the following:

1. To find out the reasons of decreasing number of requests to the ZHEU and the
changes in the structure of the requests.

2. To verify the level of residents awareness of the project and their attitude towards
the demonstration maintenance.

2
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2. METHODS

Group focused interviews

The method of group not-formalized interviews was used in order to obtain the information
about the demonstration project results that cannot be obtained during the formalized
survey.

Selections

The respondents were selected among the residents of the primary site ZH EU-14 who
participated in the selective survey of household attitudes (february 1996).

The quote goal-oriented selection was used for selecting the respondents. The quoting was
conducted according to the following two criteria: frequency of requests to the ZHEU
(those who did not appealed to the ZHEU during half a year before the february survey
and those who appealed) and age (up to 45 years and older than 45 years - division by
the february selection median).

4 group focused interviews were conducted. The total number - 39 respondents.

Quotes Age Total
(number of people)

frequency of requests to the ZHEU up to 45 years older than 45 years

Those who did not appeal 7 7 14

Those who appealed 6 9 15

Total: 13 16 29

Methods of conducting the interviews

During the interview the respondents were suggested:

- to appraise the housing management and maintenance condition (in general and
in respect to separate problems) and changes occurred during the last year;

- to describe the methods of solving the problems related to housing management
and maintenance. The respondents who appealed to the ZHEU were suggested to
appraise the quality of the ZHEU work and the changes occurred during the last year;

- to appraise the management and maintenance condition in general and the
changes occurred during the last year;

- to say if they are aware of the demonstration project, what the information
sources are and describe their attitude towards the project.

The average duration of the interview was more than an hour. The interviews were shot.
The interview video materials are attached to the survey report.
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3. MAIN RESUL TS

One can make the following main conclusion on the basis of the information received
during the focused interviews: ZHEU-14 is an organization that is targeted not at the
satisfaction of consumers' needs but at the generating of products (management and
maintenance services). This is the fact that stipulates first and foremost that there are no
appreciable improvements in the indicators of residents satisfaction with management and
maintenance services quality even when there are some positive changes in the objective
indicators of the ZHEU work.

The analysis of the focused group results in the report is divided into two parts according
to the subject under consideration. The first part is about the specific objective
management and maintenance problems the residents pay their attention to in the first
place (the February formalized survey quantitative results are used), the other one
describes the subjective problems arising in the relationship between the ZHEU and
consumers including the problem of awareness of the demonstration maintenance project.
It should be mentioned that the terms "objective" and "subjective" are of an undoubtedly
provisional nature. The main principle of this division is that the first group of problems is
related mostly to the ZHEU productive activity and the second one - to the communication
or marketing (if using the market terminology) activity.

3.1. OBJECTIVE MANAGEMENT AND MAINTENANCE PROBLEMS

3. ,. Reasons of the number of requests decrease

According to the formalized survey of households the f~equency of requests to the ZHEU
with different problems per one household reduced for the half a year - from June to
February 1996 - as compared to the previous survey information (0.7 and 0.9 respectively).
The share of problems the residents appealed to the ZHEU with per one household
reduced a little as well - 0.27 according to the first survey results and 0.2 according to the
second survey results.

As the focused interview participants say they did not appeal to the ZHEU less frequently
during the last year as compared to the previous year, sometimes they appealed to the
ZHEU even more often. This fact can be explained by the focus-groups composition: those
who agreed to participate in the interview are the people who consider the problems
related to management and maintenance as the urgent ones. These people are more
active in contacting the ZHEU {many of them participate in organizing the management
and maintenance problems settlement for their house or entry themselves, and probably
they do appeal to the ZHEU as frequently as before.

The interview results demonstrated that all the respondents are oriented to the settlement
of management and maintenance problems by themselves. No perceptible differences
between the groups which "did not appeal to the ZHEU" and "appealed to the ZHEU"
were found out during the survey: practically all of them appealed to the ZHEU within the
period from the date of the survey and to the moment of conducting the focused
interviews. Thus, it seems impossible to single out a group of residents which do not appeal
to the ZHEU at all and solve all the problems by themselves. In any case, everybody is
associated with the ZHEU, however, the frequency of appeals to the ZHEU is stipulated by
the factors of an absolutely casual nature, like availability of a person with some special
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skills in the family who can solve some problems himself/herself; condition of the building
the respondents live in (e.g. the unsafe building residents often sign joint petitions to
different instances and departments including the ZHEU); personality ("we try not to appeal
to the ZHEU - you will only exhaust your nerves and lose the time", '" cannot hurl accuse
at each other with them".

The respondents from the groups up to 45 years are oriented to the problem solving by
themselves to the greater extent - these people are more active in the social respect, have
relatively higher income as compared to the pensioners. These families usually have people
capable of doing such kinds of work independently. The respondents who are older than
45 appeal to the ZHEU more frequently and with a wider range of problems, as they lack
energy and money to solve the problems independently.

It should be mentioned that this tendency - to do everything you can by yourselves -has
been displayed for a long period. All the respondents noted that they tried to do
everything themselves not only during the last period of time. They always used to do it this
way. This is caused by the fact that the respondents had negative experience of appealing
to the ZHEU when the request was not fulfilled at all, was fulfilled with poor quality or
when they were required to pay an extra fee, not justified at all from their viewpoint ("you
have to provide a bottle for everything"). Thus, a considerable share of respondents
formed a steady conviction long ago that it is useless to appeal to the ZHEU with your
problems.

The reduction of the frequency of appeals is caused by the following. The economic
situation in the period from summer 1995 to February) 996 differs significantly from the
situation in 1994 - first half of 1995. On the one hand, according the information of the
February survey the respondents' income and its structure changed considerably: the
average income per one person in the family increased 1.5 times, and the number of
families with the relatively high income increased significantly. According to the information
of the survey the high income people appeal to the ZHEU much less frequently and rely
upon their own. Besides, the housing privatization campaign was over by this period
(according to the information of the survey the privatized flat owners rely more on their
own). On the other hand, the infrastructure was formed during the last year that enables
to solve housing management and maintenance problems without the ZHEU help: a lot of
firms appeared that offer this kind of services, various construction materials. Thus, one
may suppose that the tendency to solve the housing management and maintenance
problems by themselves increased and this caused the reduction of the frequency
of requests to the ZHEU.

3.1.2. Reasons of changes in the structure of requests

The last survey showed that the most frequent reasons of requests to the ZHEU are the
following: sanitary equipment condition, technical condition of the apartment, electrical
equipment condition, entry cleanliness, heating system condition, cold water supply,
infrastructure condition, condition of the building as a whole. The structure of requests
slightly changed as compared to the first survey results: the problems related to the
electrical equipment and heating system condition moved to the first ten problems.

The structure of existing problems (regarding how frequently they arise) remained
practically the same. This shows that there is a group of problems which are not being
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solved cardinally and exist constantly. Such a conclusion can be corroborated by the
information received during the focused interviews. Almost all the respondents named the
same problems, and the list of the problems fully coincides with the formalized surveys
information. When describing the general condition of management and maintenance the
respondents mention that everything became worse in general as the buildings are old and
collapsing as nobody takes care of them properly."

The reasons of the changes in the structure of requests to the ZHEU were found out during
the focused interviews. let us dwell upon each group of the problems in detail - in the
order of frequency of mentioning them by the respondents.

oj Territory landscaping and cleanliness

The respondents usually talk about this problem as one problem of the territory condition
near the building (though they were shown separately in the survey). This group usually
includes absence or poor landscaping of children playgrounds, absence of places for
taking out the dogs, absence of special parking places (the cars usually park just in the
courtyard territory), lack of green plants in the courtyard, dust-heaps located directly in the
courtyards, dirty courtyard territory.

The courtyard territory landscaping and cleanliness are evaluated by the respondents as
extremely unsatisfactory (which corresponds to the survey results). The last survey
demonstrated that the frequency of requests with the cleanliness and landscaping problems
takes the 14th and 15th place respectively. The reasons may be the folloWing:

The respondents often link the territory landscaping and cleanliness with the external factors
like existence of trade places (shops, kiosks, mini-markets) near the building or offices of
some firms in the ground floor of the buildings; widening of roads and cutting trees and
brushes down in this connection; absence of public toilets in the city (so the courtyards and
entries are used like the toilets); general decrease of the population everyday culture;
considerable number of people without place of residence; aggravation of the public order
bodies work, etc. Most of the respondents believe that the ZHEU is not able to change the
situation considerably when the general situation becomes worse. At the same time the
respondents note that the ZHEU is not even trying to influence the situation, to change at
least the things that can be changed: e.g. to allot special places for taking the dogs out
and watch this (fines), to prohibit the car drive along the courtyards, etc. Many people
think that the ZHEU should work in cooperation with militia structures when straightening
the things out.

When evaluating the changes in the condition of the courtyard territory the respondents
say unequivocally that these are changes for the worse. It should be mentioned that the
respondents compare the existing situation not to the last year but to the time when they
moved into the building - usually it is more than ten years ago. The changes for the worse
started long ago and the tendency remained during the last year. The only positive change
mentioned by practically all the respondents is the better work of the groundskeepers
during the last year (the groundskeepers began to clean the territory more carefully, the
residents see them working more often). The respondents regard this fact like some positive
moves in the ZHEU work.

6
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The requests to the ZHEU are most often related to the territory landscaping - equipping
children playgrounds, fixing benches near the entries, etc. These requests are not satisfied
as a rule or their satisfaction is very poor. The problems related to the territory landscaping
are solved by the respondents themselves independently only in individual cases (bench
repair, painting, planting trees and shrubs in the territory, construction and repair of
children playgrounds). These measures require considerable financial expenditure and
organizational efforts, that is why this kind of problems is solved only after unsuccessful
requests to the ZHEU. As regards cleaning the territory the respondents agree to
participate in it provided the ZHEU undertakes to organize this work and maintain the
order in future.

h} Entry cleanliness and lightning

According to the survey information the group of problems related to the entry condition is
most urgent and one of the main reasons of requests to the ZHEU.
All the respondents notice significant changes for the worse for the last period of time
including the lost year. First, this is explained by the influence of external circumstances
(appearance of people without place of residents and drug addicts in the entries). Second,
the respondents believe that the ZHEU is working worse in this sphere. If the entries were
somehow cleaned earlier, then now they think that either the ZHEU saves the cleaner rates
or these rates are so small that nobody agrees to work. However, the respondents wonder
why the ZHEU that could organize the work of the groundskeepers cannot organize the
work of cleaners in the entries. Only several respondents noted that the entries were
cleaned better during the last time. It is curious that they link this fact with the surveys 
"after these people came and surveyed us the ZHEU st.arted to clean the entries better."

The requests to the ZHEU about the entry condition are quite often, however, they are
related not only to the cleaning but also to the condition of rubbish chutes (they blocked
up which results in the smell, rots and cockroaches), order in the entries (people without
place of residence, drug addicts live in the entries), need for repairs, entry lightning. Some
respondents also believe that the ZHEU is also responsible for the installation of iron doors
in the entries and the funds are allocated from the budget for this purpose. In most cases
the requests do not result in anything.

The respondents are inclined to solve the problems related to the entry condition by
themselves more often, than the problems related to the courtyard territory condition. They
install iron doors in the entries at their own expense, hire a cleaner or organize cleaning
themselves (it often complements the cleaning done by the ZHEU staff as they think that
their cleaning is of a poor quality), weld the rubbish chutes, etc. On the one hand, the
need for solving the problem themselves evokes dissatisfaction of the respondents - they
think this is the ZHEU responsibility and the ZHEU has resources to do this. On the other
hand, they acknowledge that this is the fault of residents in many respects as they do not
maintain the order in the entries.

c} Sanitary equipment condition

The group of problems related to the condition of the sanitary equipment both in the
apartment and in the building as a whole is one of the most vital problems and the most
frequent reason of requests to the ZHEU. The most frequent reasons of requests the
respondents list are the following: clogging and pipe leaks inside the apartment, poor
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pressure of cold and hot water, its low quality - e.g. rusty water (the respondents link these
problems with the sanitary equipment"condition), water in the building basement and
subsequently - dampness, smell, rats.

The respondents appraise the sanitary equipment condition as extremely unsatisfactory, it
was evaluated as satisfactory only in several cases, however it was mentioned that it is
time to replace the pipes. The buildings differ considerably by the time when the last major
repair together with the sanitary equipment replacement was carried out. In some buildings
the pipes have not yet been replaced at all and the respondents say that the sanitary
equipment is unsafe. In the other buildings the pipes have been replaced twice or more
and in some cases they were replaced during the last period (the respondents link this with
the transfer of the buildings from the enterprise ownership to the municipal ownership). The
respondents mention that the sanitary equipment replacement does not always provide the
desired effect: in some cases the work was done with poor quality and the new pipes leak.
Besides the respondents describe the cases when the old pipes taken from other entries
were installed instead of new pipes. The respondents believe that the ZHEU staff sell the
new pipes (and other materials) on the side.

In most cases the respondents - especially those who live in old buildings - link the poor
condition of the sanitary equipment with the fact that the major repair together with the
sanitary equipment replacement has not been carried out for a long period of time.
Usually they do not blame the ZHEU for this as they believe that the funds for the capital
repair are not allocated from the city budget (the ZHEU is probably the informational
source as the respondents appealed to the ZHEU very often). The respondents believe that
the old sanitary equipment that needs to be replaced i~ the main reason of the fact that
the ZHEU cannot maintain the sanitary equipment in a proper condition.

The respondents think that one more reason of their frequent requests to the ZHEU is that
no preventive inspections of the sanitary equipment are carried out to prevent
emergencies. In some cases such inspection were carried out earlier but ceased during the
last years (this is often linked with the fact that some particular plumber got his discharge
or retired) or they are conducted conventionally only ("we were not at home when the
plumber come, he asked a kid to sign and did not even look at anything.") Only in several
cases the respondents say that preventive inspections started during the last time and are
fulfilled not in a bureaucratic way.

In general the respondents - with rare exception - evaluate the work of the plumbers
positively and note some changes for the best in this sphere during the last year (the
plumbers became more polite, they do not argue with residents, come more quickly when
called). The respondents from the places where these changes occurred link them with the
fact that the ZHEU makes higher demands on their staff. The respondents believe that the
plumbers usually do everything they can, however, they cannot change the situation
considerably as one should take into consideration the unsafe condition of the sanitary
equipment.

Besides, the problems related to the sanitary equipment condition seem to be the most
frequent reason of requests to the ZHEU since the residents cannot solve these problems
themselves. This kind of work requires special skills and expertise. The residents usually
liquidate minor breakdowns themselves.
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d] Electrical equipment condition

According to the February survey results the electrical equipment condition as the reason
of requests to the ZHEU moved from place 13 to place 3. However, the residents do not
consider the electrical equipment condition to be a frequently arising problem. We may
suggest that the frequent requests to the ZHEU are linked with the power disconnections
during this period.

The respondents actually noted that the power was disconnected very often during the last
year - especially in the evening. The respondents do not know why. The problem was
solved fairly quickly, during a day - by a phone call to the ZHEU or to the city emergency
service. One more reason of the problems with electrical equipment is roof leaks resulting
in the wet Wiring.

In general the respondents try to solve the electrical equipment condition problems
themselves (replacement of plugs, switches, Wiring) and appeal to the ZHEU only when the
breakdown is outside the apartment.

e] Technical condition of the apartment

This problem is a second one by the frequency of requests (according to the first survey
results it stands in the 6th place).

In this case the respondents say that it is necessary to replace old floors, sashes, etc. - that
means that the major repairs have not been carried ollt in the buildings for a long period
of time. However, the residents usually appeal to the ZHEU for emergencies - e.g. the roof
leak (the respondents who live in the last or the last but one floor mention this problem
most often). This problem has been existing for a long period of time, so the ZHEU does
not respond to such requests at all in most cases and plead the lack of resources for this
kind of work and offer the residents to repair the roof themselves. It is clear that the
problem became more acute during the survey period - in autumn.

f} Heating system

The problems related to the heating system became more acute since the heating season
started. The respondents say that it is cold in many apartments in winter and the bottom of
radiators is cold. The requests to the ZHEU in the beginning of the heating season are
often connected with the heating system leaks.

The respondents mention that no changes can be observed in this respect. The ZHEU staff
plead the fact that the heating system is old, the pipes are clogged with rust and they
need to be fully replaced but the ZHEU has no resources for this.

9
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3.2. SUBJECTIVE PROBLEMS AND A WARENESS OF THE DEMONSTRA TlON PROJECT

Almost all the respondents are aware of the experiment. The interviewers conducting the
survey are the informational source for everybody, that is why some respondents know
about the demonstration project beginning from the last summer and some - beginning
from February 1996. The ZHEU did not inform the residents about the demonstration
proiect. That is why one can suppose that the residents who did not participate in the
survey know nothing about the experiment.

Although the respondents are aware of the demonstration project they do not know what
its point is. The interviewers had explained to the respondents what the experiment gist was
and told them about condominiums, however the information was forgotten since then.
They often take the demonstration maintenance for the condominiums, although they have
a very vogue ideo of condominiums, too (some respondents heard about condo
associations by radio or read in the newspapers).

The respondents asked the moderator about the essence of the project with obvious
interest. The respondents were sincerely surprised by the information that ZHEU-14
participated in the bidding for the right to do management and maintenance for their
building ("Why do they need us?"). The respondents asked what other organizations
participated in the bidding (many respondents believe that ZHEU-14 was the only
claimant), what benefits the ZHEU can receive from participating in the bidding and how
the demonstration project can change the situation.

In general the attitude towards the demonstration main.tenance can be described as
"friendly but tense" (according to the survey results 56,7% of the respondents have a
positive attitude towards the demonstration proiect). The respondents are impressed by the
project purpose - to improve management and maintenance services, however, they doubt
if it can be achieved in practice. Probably, the doubts are caused by the fact that
ZHEU-14 residents are absolutely unaware of the demonstration project.

The unawareness of the project is the result of the fact that ZHEU-14 is not targeted at
the consumer's needs. The information received during the interviews corroborates that
there are unsatisfied needs of consumers. (It should be mentioned that the focus-groups
participants participated in one of the previous surveys and, evidently, expected some
changes. Their expectations did not come true, so their attitude was critical. They perceive
the focused interviews as an occasion to talk about the issue they worry about, to say the
accumulated complaints and they expect the conversation to entail some specific results.)

aJ Requirement for a ZHEU with a considerate attitude towards the needs of
residents

The respondents believe that the ZHEU is not interested in the consumer. They say that the
main objective they would like to achieve in the course of the demonstration maintenance
is "to make the ZHEU turn their face to us", "to make the ZHEU to consider our interests",
"understand the concerns of ours" (it is significant that now the ZHEU stoff usually ask
residents to understand their concerns".

Obviously, the project actually pursues this goal. However, the ZHEU did not even try to
declare somehow such intentions - nobody informed the residents that the exper.iment
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started, about its point and its course. That is why the respondents consider the positive
changes in some sites of the ZHEU (e.g. improvement of work of the groundskeepers,
sometimes of the plumbers and cleaners) are occasional and do not attach great
importance to them. This cannot but influence the negative attitude of the respondents to
the ZHEU which is based upon their personal experience.

Besides, people often evaluate the changes inadequately even when they notice them. For
instance, the respondents of one building explain the improvement of the work of plumbers
in different ways: "The plumbers are poorly paid, 230 thousand rubles, and now the ZHEU
is making nuts tight for them" or "The plumbers started to be paid a lot of money, more
than one million rubles, that is why they try to keep their job." It should be mentioned that
most of respondents think the ZHEU is a destitute organization, the payment of staff is very
low and that is why the workers are not interested to work hard.

b) Requirement for the information about spending the rent

The respondents cannot objectively appraise if the payment for management and
maintenance services is adequate to the services quality. On the one hand, the payment
for management and maintenance services is a fairly big share of the family budget for
most of the respondents. From this viewpoint it is not insufficient. On the other hand,
people understand that actually this money is not enough to fulfil the required work.

The respondents believe that the most important thing is that they do not know how much
the ZHEU really needs for housing management and maintenance, what the order of
funding the ZHEU is, where the money paid by residen.ts go and what they are spent for.
The respondents note that they often pay for the job the ZHEU does not actually do: entry
cleaning, technical inspection, payment for the hot water that is not actually supplied, etc.
The residents suspect that either the funds are not enough, or the ZHEU staff use them for
the wrong purposes.

The demand for this kind of information grows while the rent increases.

c) Requirement for the information about rights of residents and responsibilities of
the ZHEU

The respondents do not know what particular services the ZHEU is obliged to provide free
(for instance everybody worries if the ZHEU should replace the sanitary equipment free of
charge, who must pay for the building repairs, etc.). The respondents say that today it
goes in different ways: sometimes everything is done at the ZHEU expense, sometimes one
has to provide a bottle or simply pay to the ZHEU worker. But the respondents do not
now how it should be according to the law. The owners of privatized flats know about their
rights particularly little.

d) Requirement for the information about the ZHEU activity

When talking about the changes in the ZHEU activity the respondents often used the words
"suddenly", "unexpectedly" - "suddenly the cleaner started work in our entry", "unexpectedly
the repair was done - it is not clear why as they repaired it recently", "the hot water was
suddenly disconnected". We can make a conclusion that the ZHEU does not inform the
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residents about their plans and problems. This supports the formation of the belief of
residents that the ZHEU does not consider their interests.

In the meanwhile, such information could help the ZHEU to avoid conflict situations. for
instance, regardless of the fact that the sanitary equipment condition is the most urgent
problem for the respondents they do not blame the ZHEU for this as they understand why
the sanitary equipment is not repaired.

The respondents are irritated by their own unawareness, like disconnection of water without
any notice. The people's attitude to the disconnections is more quiet when they are
somehow notified about it.

e) Requirement for direct contacts with the ZHEU stoff and their consideration

The interview results show that the respondents need direct contacts with the ZHEU staff
who are supposed to go into their problems. Thus, the respondents who live in the
buildings where preventive inspections are carried out (that means that the ZHEU staff
come to the residents and ask them questions about everything) evaluate the ZHEU work
higher than the residents of the buildings without preventive inspections. The very fact that
somebody comes to them and ask them questions is important to people - even when the
situation does not change significantly after such inspections. The respondents who live in
the building where the plumbers began to work better after the demonstration project
started did not note that the number of emergencies decreased but they mentioned that
"the plumbers began to talk more politely, do not argue with the residents, they fired the
alcoholics, now decent people work there, it is nice to talk to them."

In general a considerable share of the respondents evaluate the work of the executors 
groundskeepers, plumbers, electricians in a positive way (although there is enough criticism,
too). They think that the executors do whatever they can but they just cannot change the
situation considerably.

Much more complaints are about the middle link staff: they are rude to people in the
house-management offices, the dispatchers do not register the requests properly, that is
why the specialists do not come in time when called. The respondents say that the requests
are often lost and nobody is responsible for that. Many respondents mention the indifferent
attitude of the ZHEU officials.

Such evaluation is probably caused by the fact that the middle link of the ZHEU staff and
the ZHEU officials do not contact the residents directly and - what is very important - at
their own initiative (the residents have to find the officials themselves in order to associate
with them). "Directly" does not always mean "personally". Various flyers, displays, speeches
or articles in the mass media are the possible forms of contacts.

f) ReqUirement for servicing that takes into account the interests of residents

Many respondents are irritated by the wording: "the plumber will come during the day" as
they have to sit all the day long undetermined. It should be mentioned that the residents of
the bUildings where the demands on the ZHEU staff were increased and the plumbers and
electricians began to appear as appointed or just after the call speak of the ZHEU work
much better, although the workers could not fulfil the requests in some cases.

12
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GENERAL CONCLUSIONS

1. The fact that the indicators of residents satisfaction with the management and
maintenance services quality have not significantly improved is caused by the
following: the ZHEU is targeted not at the satisfaction of the consumers' needs
but at the production.

2. The strengthening tendency of residents to solve the problems themselves resulted in
the changes in the number of requests ta the ZHEU.

3. The fact that the structure of problems has not changed is caused by the following:
a group of problems can be singled out that are not solved in general and exist
constantly.

4. The changing structure of requests to the ZHEU is linked with different reasons. First,
with the season of the year when the survey was conducted: when the heating
season started the problems related to the heating system and infrastructure
condition moved forward. The sharpening of the problems related to the technical
condition of the apartments is usually caused by the roof leaks when raining. The
sharpening of the problem related to the electrical equipment condition is explained
by the frequent power disconnections during this period.

5. The level of awareness of the demonstration project, its point and course is very
low. The complete unawareness of the demonstration project results in the "friendly
but tense" attitude towards the experiment: the people are impressed by the very
idea of improving the management and maintenance sphere, however, they doubt if
it is possible to implement this idea in practice.

6. The attitude of the residents towards the demonstration project is determined in
many respects by the requirements that are not directly connected with the ZHEU
production activity, but play an important role in the formation of the satisfaction of
residents as the ZHEU clients. Meeting these requirements can essentially increase
the level of the satisfaction of residents with the management and maintenance
services and their willingness to cooperate with the ZHEU.

7. The objective to increase the level of the residents satisfaction with management
and maintenance services can be achieved by the examination and goal-oriented
implementation of the complex of marketing measures. The important port of this
complex should be communication measures targeted in particular at the increase
of the level of residents' awareness about the course of the demonstration project
and other aspects of the ZHEU activity.
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1. LJ.EJU1 L1 3AAA~L1 I1CCflEAOBAHI151

U.enblO II1ccnegoBaHII1H 5lBnHeTC51 nonYl.JeHlI1e II1H¢opMau.1I1111 ° pe3ynbTaTax
peanll13au.1I1111 geMoHcTpau.1I10HHoro npoeKTa, KOTOPYIO HeB03MO>KHO 6blnO nonYl.JII1Tb B
xoge npoBegeHHoro B ¢espane 1996 roga ¢OpManll130SaHHoro BbI6opO'-lHOrO onpoca
npegcTasll1TeneVl gOMOX03HVlCTB. OCHOBHblMII1 3aAal.JaMII1 II1ccnegoBaHII1H 5lSnHn1l1Cb:

1. Bbl51BneHlI1e npll1l.JII1H CHVI>KeHVl51 l.JVlcna 06paw,eHI.1i11 B >K3Y 111 1.13MeHeHII1H
CTpyKTypbl o6paw,eHII1Vl.

2. YTOl.JHeHl.1e ypoBH51 oCBegoMneHHOCTI.1 >KVlnbu.OB 0 npoBogVlMoM
3KCnepll1MeHTe 1.1 II1X OTHOWeHII1H K geMoHcTpau.lI1oHHoMy npoeKTy.

©1996 ExMedia Centre Ltd.
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2. METOAVIKA

rpynnoBble epOKyclo1poBaHHble Io1HTepBblO

tJ,Jl51 nOJlY'-leHIo151 Io1HepopMau,1011o1 0 pe3ynbTaTax peaJllo13au,VlIo1 AeMoHcTpau,1010HHoro
npoeKTa, KOTOpylO HeJlb351 nOJlY'-lIo1Tb S XOAe epopManlo130saHHoro onpoca,
Io1CnOJlb30SaJlC51 Ka'-leCTBeHHblill MeTOA rpynnoBblX HeepopMaJllo130BaHHbix VlHTepBblO
(epoKYc-rpynn).

Bbl60pKa

OT6op pecnoHAeHTOB npOBOAIo1JlC51 cpeAIo1 )I(Io1JlbU,OS OCHOBHoro y'-lacTKa
AeMoHcTpau,VlOHHoro npoeKTa >K3Y-14, nplo1HIo1MaBWIo1X Y'-laCTlo1e B Bbl6opOYHOM
onpoce npeAcTaBIo1Teneill AOMOX0351LltCTB (epespaJlb 1996 r.).

nplo1 oT6ope pecnoHAeHToB Io1CnOJlb30SaJlaCb KBOTHa>l u,eneBa>l Bbl6opKa.
KBOTLl\pOBaHVle npoVl3BOAlo1JlOCb no AByM KpVlTepVl>lM: '-IaCTOTe o6paw,eHIo151 B >K3Y (He
o6paw,aBWlo1eC51 B >K3Y 3a nOJlroAa npeAweCTBOBaBWlo1e epeBpanbcKoMy onpocy 101
06paw,aBWVleC51) 101 B03pacTY (AO 45 JleT VI cTapwe 45 neT - pa3AeJleHlo1e no MeAlo1aHe
epeBpaJlbcKoill BbI6opKVI).

6blJlO nposeAeHo 4 rpynnoBblx epOKYclo1poBaHHblx lo1HTepBblO. 06w,ee
KOJllo1yeCTSO pecnoHAeHToB - 29 yeJlOBeK.

KSOTbl B03pacT ~Toro

(KOJllo1'-1eCTBO '-IeJlOBeK) .
l.facToTa o6palll,eHlo1SJ B )IG3Y AO 45 JleT CTapwe 45 JleT

He o6paw,aswlo1eC51 7 7 14

o6paUJ,aBwlo1ec>I 6 9 15

VlToro 13 16 29

MeTOAIo1Ka npoBeAeHIo1SJ Io1HTepBblO

B XOAe VlHTepsblO pecnoHAeHTaM npeAllaraJlOcb:

ou,eHlo1Tb COCT051Hlo1e )I(VlJlIllUJ,HOro X03>1i11cTBa (s u,eJlOM III no OTAenbHblM
np06JleMaM) lo1 1II3MeHeHlo1>1, npolll30weAwlo1e B Te'-leHlIIe nOCJleAHerO rOAa;

paccKa3aTb 0 cnoco6ax peweHIIIH np06JleM, CB513aHHbIX C )I(lo1nlllUJ,HO
KOMMYHanbHblM x0351illcTBoM. PecnoHAeHTaM, o6paw,aBwlo1MC51 B >K3Y, npeAllaranocb
ou,eHIIITb Ka'-leCTBO pa60Tbi >K3Y III 1II3MeHeHIII>I, np0lo130weAwlIIe B TeyeHlo1e
nocneAHero roAa;

ou,eHVlTb COCTOHHlIIe KOMMyHaJlbHOrO 06CJly)l(IIISaHIII51 S u,enOM lo1 lo13MeHeHlo1H,
npolll30weAwVle B Te'-leHlo1e nocneAHero rOAa;

paccKa3aTb, 3HalOT Jllo1 OHIII 0 nposoAIIIMOM 3Kcneplo1MeHTe, Ha3BaTb
IIICTOYHlo1KIII lo1H¢opMau,lo1lo1 III BblCKa3aTb CBoe OTHoweHVle K 3KcnepVlMeHTy.

VlHTepBblO AllVlnlo1cb B cpeAHeM 60nee '-Iaca. OCYUJ,ecTBJlSmaCb Blo1Ae03anlo1Cb
lo1HTepBblO. BIIIAeoMaTeplllanbJ C 3anlo1C51MIII lo1HTepBblO 5lBJlHIOTC>I nplllJlO)l(eHlIIeM K
AaHHoMy OT'-IeTY.

©1996 ExMedia Centre Ltd.
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3. OCHOBHblE PE3YJlbTATbi

rnaBHblili BblBOA, KOTOpblili MO)KHO CAenaTb Ha OCHOBe nony'-leHHblX B XOAe

epOKYcLilpoBaHHblx LilHTepBbfO AaHHblX, COCTOLilT B cneAyfOw,eM: >K3Y-14 smnSleTCSl

opraHLil3aLl,LileVl, opVleHH1poBaHHoi!i Ha npOVl3BOACTBO TOBapa (ycnyr no

o6cn~LilBaHLilfO )KLilnLilw,HO-KoMMyHanbHoro x03SlVlcTBa), HO He Ha YAoBneTBopeHVle

HY>KA nOTpe6V1Tenel:1. lI1MeHHo 3TO B nepByfO O'-lepeAb o6ycnaBnLilBaeT OTCyTcTBLile

3aMeTHbiX yny'-lweHLilili B nOKa3aTenSlX YAOBneTBopeHHOCTLil )KlIlnbLl,OB Ka'-leCTBOM

KOMMyHanbHoro o6cny)KLilBaHLilSl, Aa)Ke npLil Hanlll'-lIllLil onpeAeneHHblX nOnO)KIIlTenbHbiX

CABlIlrOB B 06beKTLilBHbiX nOKa3aTenSlX pa60Tbl >K3Y.

B AaHHOM OT'-IeTe aHaJlLil3 pe3YJlbTaTOB epOKYc-rpynn TeMaTLil'-leCKLil pa3AeneH

Ha ABe '-IaCTLil. B nepBoVl '-IaCTIIl pe'-lb IIlAeT 0 KOHKpeTHblX 06beKTLilBHbiX np06JleMaX

KOMMyHanbHoro 06cn~LilBaHLilSl,Ha KOTopble B nepByfO O'-lepeAb o6paw,afOT BHLilMaHLile

)KLilJlbLl,bl (nplll 3TOM LilCnOJlb3YfOTCSl KonLil4eCTBeHHbie pe3YJlbTaTbi epeBpaJlbCKOrO

epopMaJlLil30BaHHoro onpoca), BO BTOpoili 0 cy6beKTLilBHbiX np06JleMaX,

B03HIIlKafOw,LilX BO B3alllMOOTHoweHIIlSlX >K3Y III nOTpe611lTeJleili, B TOM '-IlIlcne III 0

np06JleMe oCBeAoMneHHOCTLil 0 npoBoALilMOM 3KcneplllMeHTe. npLil 3TOM TepMLilHbl

"06beKTLilBHble" Vl "cy6beKTVlBHble" HOCSlT HeCOMHeHHO ycnoBHblVl xapaKTep.

OCHOBHblM npVlHLI,VlnOM pa3AeneHIIlSl SlBJlSleTCSl TO, '-ITO np06JleMbi nepBoVl rpynnbl

CBSl3aHbl, npe)KAe Bcero, C npoLil3BoACTBeHHoVl AeSlTenbHOCTbfO >K3Y, a BTOpoill - C

KOMMyHVlKaLl,VlOHHOill VlnLil, eCJlIll Vlcnonb30BaTb pblHO'-lHyfO TepMVlHonorVlfO,

MapKeTIIlHroBoillAeSlTenbHocTbfO.

3.1 06beKTli1BHble npo611eMbl KOMMyHal1bHoro 06Cl1Y>Kli1BaHli1s:1

3.1.1 npWHi1Hbi CHVI>KeHVlSl 4V1cna o6paw,eHVll:1

no AaHHblM epopMaJlVl30BaHHoro onpoca AOMOX03SlillCTB, 3a nonrOAa - C VlfOHSl

no epeBpanb 1996 r. - '-IaCTOTa 06paw,eHlIlill B >K3Y no pa3nVl'-lHblM np06neMaM B

paC'-IeTe Ha OAHO AOMoxo3SlLilcTBo HeCKonbKO CHVl3L.1naCb no cpaBHeHVlfO C AaHHblMVl

npeAblAyw,ero onpoca (cooTBeTcTBeHHo 0.7 L.1 0.9). TalOKe HeCKonbKO CH1Il3L.1naCb Aon51

o6paw,eHL.1Lil OT '-IVlcna npo6neM B paC'-IeTe Ha OAHO AOMOX03SlVlcTBo: 0.27 no

pe3ynbTaTaM nepBoro onpoca L.1 0.2 no pe3ynbTaTaM BToporo.

no CJlOBaM pecnoHAeHToB, Y'-lacTBoBaBwVlx B epOKYcVlpoBaHHblx L.1HTepBbfO, B

Te'-leHlIle nocneAHero rOAa - no cpaBHeHlIlfO c npeAwecTBylOUJ.IIlM - OHVl o6paw,afOTCSl

B >K3Y He pe)Ke, a B HeKOTopblX cny'-laSlx Aa)Ke 4aw,e. 3TOT epaKT 06bSlCHSleTC51

COCTaBOM epOKYc-rpynn: B IIlHTepBbfO cornaCLilnL.1Cb npVlHSlTb Y4aCTVle nfOALil, AIlSl

KOTOpblX np06neMbl, CBSl3aHHbie C )KLilnlllw,HO-KOMMYHanbHbIM X03SlilicTBOM, SlBnSlfOTCSl

AeillcTBVlTenbHO aKTYanbHblMVl. 3TVl nfOAIIl 60nee aKTIIlBHbl B o6w,eHVlVl C >K3Y (MHorLile

Vl3 HL.1X caMVl npVlHIIlMafOT Y'-IaCTlIle B opraHVl3aLl,VlVl peweHVlSl KOMMYHanbHblX npo6neM

AIlSl CBoero AOMa VlnVl nOAbe3Aa) III OHVl, BepOSlTHO, AeillcTBL.1TeJlbHO 06paw,afOTCSl TYAa

CTOJlb )Ke '-IaCTO, KaK Vl paHbwe.

Pe3ynbTaTbl VlHTepBbfO nOKa3anlll, '-ITO Bce pecnOHAeHTbl opVleHTVlpOBaHbl Ha

peweHVle npo6neM, CBSl3aHHbiX C >KVlnVlw,Ho-KoMMYHanbHbIM X03Sll:1CTBoM,

CBOVlMVI CVlnaMVI. B XOAe VlccneAoBaHVlSl He 6blJlO Bbls:lBneHO 3aMeTHbiX pa3JlLil'-lLilill

Me)KAy rpynnaMVl "He o6paw,aBwlllXCSl B >K3Y" III "o6paw,aBwVlXCSl B >K3Y": 3a BpeMSl,

npoweAwee C MOMeHTa onpoca Vl AO npoBeAeHVlSl epOKYClIlpOBaHHblX VlHTepBbfO

npaKTIIl'-leCKVl Bce ~e ycneJlLil 06paTVlTbCSl B >K3Y. TaKVlM 06pa30M, HeJlb3Sl BblAeJlLilTb

rpynny )KVlJlbLl,OB, KOTopble COBceM He o6paw,afOTCSl B >K3Y Vl pewafOT Bce np06JleMbi

caMVl. TaK VlJlIll VlHa'-le C >K3Y o6w,aIOTCSl Bce, HO '-IaCTOTa 06paw,eHLilSl TYAa

06YCJlOBneHa epaKTopaMIIl, VlMefOw,IIlMIIl AOCTaTO'-lHO cny'-lailiHblill xapaKTep. HanplllMep,

HallVl'-lllle B ceMbe '-IenOBeKa, KOTOpblill 06JlaAaeT cneLl,VlaJlbHblML.1 HaBblKaMIIl Vl MO)KeT

pewlllTb KaKlIle-TO np06JleMbi caM; COCTOSlHVleM AOMa, B KOTOpOM )KVlByT pecnOHAeHTbl

(HanpVlMep, )KVlJlbLl,bl AOMa, HaxoASlw,erocSl B aBapLilLilHoM COCTOSl Hill III , 4aCTO

nOAnlllCblBafOT COBMeCTHble neTIIlll,VlIll B pa3Hbie VlHCTaHll,VlVl, B TOM '-IVlcne III >K3Y);

CKJlaA0M xapaKTepa ("Mbl CTapaeMCSl B >K3Y He o6paw,aTbCSl, TOJlbKO HepBbl

Vl3MOTaewb Vl nOTepSlewb BpeM51", "51 He MOry C HIIlMVl C06aYVlTbCI1").
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B HeCKOnbKO 60nbweill CTeneHIII Ha peWeHllle np06neM C06CTBeHHblMIII ClllnaMIII

0pllleHTlllpOBaHbl pecnoHgeHTbl B rpyn!lax go 45 neT - TO eCTb nlOglll 60nee aKTIIIBHble

COLl.lllanbHO, IIIMelOw,lIIe OTHOCIIITenbHO BbICOKllle, no cpaBHeHllllO C neHCIIIOHepaMIII,

gOXOAbl III B 3TIIIX ceMbSlX yaw,e eCTb nIOAIII, cnoc06Hbie caMOCTmnenbHO BblnonHIIITb

TaKllle pa60Tbi. PecnoHgeHTbl cTapwe 45 neT 06paw,a1OTCH B >K3Y yaw,e III no 60nee

WlllpOKOMy Kpyry np06JleM, nOCKOJlbKY He XBaTaeT cllln III cpegcTB AflSl

caMOCTOSlTeJlbHOrO IIIX peweHIIIH.

HaAO OTMeTIIITb, YTO gaHHaSl TeHgeHLl.IIISl - genaTb Bce, YTO MO)KHO cgenaTb,

caMOCTOSlTeJlbHO - npOHBJlSleTCSl gaBHO. Bce pecnoHgeHTbl OTMeyaIOT, 'lTO OHIII

CTapalOTCSl Bce genaTb caMIII He TOJlbKO B TeyeHllle nocnegHero BpeMeHIII, OHIII TaK

geJlaJlIII BcerAa. npVlYVlHa - HanVl'lV1e y pecnoHAeHTa HeraTVlBHoro onblTa 06paw,eHVlH

B >K3Y, Korga 3aSlBKa He 6blJla BblnOJlHeHa Bo06w,e, 6blJla BblnOJlHeHa HeKayeCTBeHHO

VlJlIII )Ke 3a BblnOnHeHVle 3aSlBKIII C pecnoHgeHToB Tpe60BaJlIII gononHVlTeJlbHylO, HVlyeM

C VlX TOYKIII 3peHVlSl He onpaBAaHHylO, gonJlaTy ("3a Bce Hy)KHO CTaBVlTb 6YTbIJlKY").

TaKIIIM 06pa30M, y 3Ha'lV1TeJlbHOill 'laCTIII pecnoHgeHToB gaBHo CepOpMlllpOBanOCb

YCToillYVlBoe y6e)KgeHVle: 06paw,aTbCSl 3a peweHllleM CBOIIIX np06neM B >K3Y 

6ecnone3HO.

npVlYVlHa CHIII)KeHVlSl yaCTOTbl 06paw,eHllltII 3aKnlO'laeTCSl B cnegylOw,eM.

3KOHOMVI'leCKaSl cVlTyaLl.VlSl, CJlO)KVlBWaSlCSl B neplllOA C JleTa 1995 roga no ¢eBpanb

1996 roga cyw,ecTBeHHo OTnVlyaeTCH OT clIlTyaLl.VlVI, 1994 roga - nepBOtll nOJlOBVlHbl

1995 roga. C OgHOtll CTOpOHbl, no gaHHblM epeBpaJlbCKOrO onpoca npoVl30wnVl

3HaYlIlTenbHbie lIl3MeHeHlIlSl B goxoAax pecnoHAeHToB VI cTpyKType 3TVlX gOXogOB:

cpegHVlH gOXOA Ha ogHoro yenOBeKa B ceMbe BblPOC B 1.5 pa3a, a KOnVlyeCTBO

OTHOCVlTeJlbHO BblCOKOAoXOAHblX CeMetll 3aMeTHO YBenVlYVlJlOcb. no gaHHblM onpoca

nlOgVl C BblCOKlIlMVI goxogaMIII 3HaYVlTeJlbHO pe)Ke o6paw,alOTcSl B >K3Y, nonaraS'lCb Ha

co6CTBeHHbie ClIlnbl. KpoMe TOro, K 3TOMy nepVlOAY 3aBepwlllnaCb KaMnaHVlS'I no

nplllBaTVl3aLl.lIlVl )KVlJlbSl (no gaHHblM onpoca, BnagenbLl.bl nplllBaTlIl3l1lpOBaHHbiX KBapTVlp

TaK)Ke 60JlbWe HaAeIOTCS'I Ha co6CTBeHHble CVlJlbl). C· gpyroill CTOpOHbl, B TeyeHVle

nocnegHero roga CepOpMVlpOBanaCb IIIHeppacTpyKTypa, n03BOJlS'lIOw,aS'l pewaTb CBOlll

)KVlJlVlw,Hble VI KOMMYHanbHble np06JleMbi 6e3 nOMow,VI >K3Y: nOS'lBIIIJlOCb 60nbwoe

KOJlVlyeCTBO ¢lIlpM, npeAflaralOw,lIlX ycnyrVl TaKoro poga. pa3Hoo6pa3Hbie

cTpOVlTeJlbHbie MaTeplllanbl. TaKVlM 06pa30M, MO)KHO npegnonO)KIIITb, YTO B

1113MeHVlBWetllCSl CVlTYaLl.lIllll TeHAeHlI,lIISl K peweHlll10 KOMMYHanbHblX npo6neM

co6CTBeHHblMIo1 Clo1naMIo1 YClo1nlo1naCb, 'HO nplo1Beno K CHIo1)f{eHIo1IO 'laCTOTbl

o6paw,eHIo1V1 B :>K3Y.

3.1.2 nplo1YIo1Hbl "'3MeHeHIo1Sl CTpYKTypbl o6paw,eHIo1V1

no pe3YJlbTaTaM nocnegHero onpoca, HaVl60Jlee yaCTblMVI nOBoAaMVI AflS'l

06paw,eHVlS'I B >K3Y S'lBnS'leTCS'I COCTOS'lHVle caHTeXHVlKlIl, TeXHVlyeCKOe COCTOSlHllle

KBapTVlpbl, COCTOS'lHVle 3JleKTpo06opygoBaHlIlSl, 'll1lCTOTa nogbe3goB, COCTOS'lHVle

OTOnVlTeJlbHOtll CVlCTeMbl, nOAaya XOJlOgHOtll BOAbl, COCTOSlHVle KOMMYHVlKaLl.VlVI,

COCTOS'lHlIle gOMa B u,enOM. no cpaBHeHllllO C pe3YJlbTaTaMlIl nepBoro onpoca

CTpYKTYpa o6paw,eHlIltll HeCKonbKO Vl3MeHVlJlaCb: B nepBylO gecS'lTKY nepeMeCTlIlnVlCb

np06JleMbl, CBS'l3aHHble C COCTOS'lHllleM 3JleKTpoo6opYAOBaHIIISl VI oTonVlTeJlbHoill

ClIlCTeMbl.

CTpyKTYpa cyw,eCTBylOw,IIIX npo6neM (no yaCTOTe VlX B03HVlKHOBeHlIlS'l) OCTanaCb

npaKTIIIyeCKVI Helll3MeHHOH, 'lTO cBVlAeTeJlbCTByeT 0 HanVl'lV1V1 rpynnbl np06neM,

KOTopble He peWalOTCS'I KapAVlHaJlbHO III cyw,eCTBylOT nOCTOHHHO. TaKOLit BblBOg

nogTBep)KgaeTCS'I gaHHbIMIII, nonyyeHHblMVI B xoge epOKyclllpoBaHHblX VlHTepBblO.

npaKTVlyeCKVI Bce pecnoHgeHTbl Ha3blBaJllll 0AHIII III Te )Ke np06JleMbl, nepeyeHb

KOTOpblX nOJlHOCTblO cOBnagaeT C AaHHblMlIl epopMaJllll30BaHHbiX onpOCOB.

XapaKTeplll3ySl COCTOS'lHlIle KOMMyHaJlbHOrO X03S'1L1tCTBa B Ll.eJlOM, pecnOHAeHTbl

OTMe'laIOT, YTO B o6w,eM Bce CTaJlO xy)Ke, nOCKOJlbKY "AOMa CTapble VI pa3pywalOTCS'I,

a 3a HlIlMVI HVIKTO TonKOM He CJleAVlT".

nplllYVlHbl Vl3MeHeHVlS'I CTpyKTYpbl o6paw,eHlIltll B >K3Y 6blJllll BblS'lBneHbl B XOAe

npOBeAeHlIlSl epOKYClIlpOBaHHblX VlHTepBblO. OCTaHOBVlMCS'I nOAP06Hee Ha Ka)KgOtll

rpynne np06JleM - B nOpS'lAKe 'laCTOTbi lIlX ynoMVlHaHVlS'I pecnoHAeHTaMVI.
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a) EinaroYCTpoL;;CTBO ~ 4~CToTa Tepp~Top~~.

KaK npaBVlJlO, pecnoHAeHTbl rOBopsH 06 3TVlX np06JleMaX KaK 06 OAHOi1

np06JleMe COCTOS1HVlS1 TepplllTOpVlli1 BOKpyr AOMa (XOTS1 B onpoce OHli1 6b1Jlli1

pa3BeAeHbl). B 3Ty rpynny yaw,e Bcem BKJllOyaIOT: OTCyTcTBli1e li1JlVl nJloxoe

6JlaroycTpoi1cTBo AeTcKVlx nJlow,aAOK, OTcyrcTBVle MeCT AJlSl BblrYJla c06aK,

OTCyTcTBVle cneL.l,VlaJlbHblX MeCT AJlSl CTOS1HOK aBTOM06VlJlei1 (aBTOM06li1JlVl CTOS1T

npOCTO BO ABopax), HeAOCTaTOYHOe 03eJleHeHli1e ABOpOBOi1 TeppVlTOpli1li1, CBaJlKli1

Mycopa, pacnOJlO)l(eHHble HenocpeACTBeHHO BO ABopax, 3arpS13HeHHOCTb ABopOBoi1

TeppmOpli1li1.

6JlaroycTpoi1cTBo Vl YVlCTOTa ABOpOBOi1 TeppVlTOpli1li1 OL.l,eHli1BaIOTCS1

pecnoHAeHTaMli1 Kpai1He HeYAOBJleTBOpli1TeJlbHO (YTO COOTBeTCTByeT pe3YJlbTaTaM

onpoca). npVl 3TOM no yaCTOTe o6paw,eHli1i1 YVlCTOTa Vl 6JlaroycTpoeHHocTb no

pe3YJlbTaTaM nOCJleAHerO onpoca CTOS1T COOTBeTCTBeHHO Ha 14 li1 15 MeCTax.

npVl4li1Hbl MoryT 3aKJllOyaTbCSl B cJleAYIOw,eM.

PecnoHAeHTbl B 3HaYVlTeJlbHO~ CTeneHli1 CBSl3blBalOT YIi1CTOTY Ii1

6JlaroycTpo~CTBO TeppVlTOp1i11i1 C BHeWHVlMVl ¢aKTOpaMIi1: HaJlVlYVle B03Jle AOMa

ToproBblx TOyeK (Mara3VlHbl, KVlOCKIi1, MIi1Hli1-PbIHKli1) II1Jlli1 O¢II1COB KaKII1X-JlVl60 ¢Ii1PM Ha

nepBblx 3Ta)l(aX AOMOB; paCWli1peHlI1e Aopor 111 Bblpy6Ka B CBSl3Vl C 3TVlM 3eJleHbiX

HaCa~eHII1~; oTcyTcTBVle B ropoAe 06w,ecTBeHHblx TyaJleTOB (B CBSl31i1 C 3TVlM B

KayeCTBe TaKOBblX II1CnOJlb3YlOTCSl ABOpbl 111 nOAbe3Abl) , o6w,ee CHVl)l(eHlI1e 6bITOBO~

KyJlbTypbl HaCeJleHII1Sl; 60JlbWOe KOJlli1yeCTBO 6oM)I(e~; YXYAweHli1e pa60Tbl opraHoB

o6w,ecTBeHHoro nopS1AKa li1 T.n. 60JlbWII1HCTBO pecnOHAeHTOB CYII1TaeT, YTO B

YCJlOBVlSlX YXYAweHII1S1 06w,e~ Cli1ryaL.l,II1li1 >K3Y He B COCTOS1HII1li1 KapAII1HaJlbHblM 06pa30M

3Ty ClI1ryaL.l,li11O 1I13MeHli1Tb. B TO )I(e BpeMSl pecnOHAeHTbl OTMeyaIOT, YTO )f<3Y li1 He

AeJlaeT nonblTOK nOBJlli1S1Tb Ha cVlryaLJ,1I1 10 , 1I13MeHII1Tb XOTSl 6bl TO, YTO B03MO)l(HO

li13MeHVlTb: Hanpll1Mep, OTBeCTII1 cneL.l,li1aJlbHble MeCTa AJlS1 BblrYJla co6aK li1 CJleAII1Tb 3a

3TVlM (WTpa¢OBaTb), 3anpeTli1Tb npoe3A aBTOTpaHcnopTa no ABopaM 111 T.n. MHorll1e

C4II1TaIOT, YTO >K3Y AOJl)l(HO COTpygHlI1yaTb B HaBeAeHII1li1 nopSlAKa C

npaBOOXpaHII1TeJlbHblMVl opraHaMII1.

OL.l,eHII1BaSl 1I13MeHeHVlSl. npoll130wegWli1e B COCTOSlHVlli1 ABOPOBO~ TeppVlTOpVlIl1,

pecnOHAeHTbl 0AH03Ha4HO OL.l,eHli1BaIOT 111 X KaK li13MeHeHIi1S1 K XYAweMy. HaAO

OTMeTVlTb, YTO pecnoHgeHTbl CpaBHli1BaIOT cyw,eCTBylOw,ylO cVlTyaL.l,1I11O He C npOWJlblM

rogoM, a C TeM BpeMeHeM, KorAa OHII1 B 3TOT AOM noceJlli1JlIi1Cb - KaK npaBII1JlO, 60Jlee

AeCSHVl JleT Ha3aA. V13MeHeHII1Sl K XYAweMy Ha4aJlll1Cb AaBHO Ii1 B npOWJlOM rOAY 3Ta

TeHAeHL.I,II1S1 COXpaHVlJlaCb. Ep,II1HcTBeHHoe nOJlO)l(li1TeJlbHOe 1I13MeHeHli1e, KOTopoe

OTMe4alOT npaKTVlyeCKII1 Bce pecnOHAeHTbl - YJlYYWeHVle B TeyeHlI1e nocneAHero rOAa

pa60Tbl ABOpHli1KOB (ABOPHII1KVl CTanll1 Tw,aTenbHee y6111paTb Teppli1TOpVlIO, II1X yaw,e

BII1AS1T 3a pa6oTo~). PecnoHAeHTbl paCL.I,eHli1BaIOT 3TOT ¢aKT KaK HeKoTopble CABlI1rli1 B

pa60Te >K3Y.

06paw,eHli1S1 B >K3Y yaw,e Bcero CBS13aHbl C 6naroycTpoeHHocTblO Teppll1TOpll1Vl

- o6opYAoBaHII1eM AeTCKli1X nnow,aAOK, coopY)l(eHVle CKaMeeK y nOAbe3goB 111 T.n. KaK

npaBVlno, 3TII1 3aSlBKli1 He YAOBneTBopSlIOTCS1 Ii1nll1 ygoBneTBopSlIOTCS1 OyeHb nnoxo.
npo6neMbl, CBSl3aHHbie C 6narOYCTpO~CTBOM TeppVlTOpll1li1, nll1Wb B OTAenbHblX

cnyya51X peWalOTC51 pecnoHAeHTaMVl caMOCT051TenbHO (peMOHT CKaMeeK, OKpaCKa VlX,

03eneHeHII1e Teppli1TOpll1l11, COOp~eHli1e 111 peMOHT AeTCKIi1X nnow,aAOK). 3Tli1

MepOnpli151TII151 Tpe6ylOT gocTaTOYHO 60nbWli1X MaTepll1anbHblX 3aTpaT li1

OpraHII13aL.l,VlOHHbiX YClI1nll1~, n03TOMY caMOCT051TenbHO 3TVl np06neMbi pewalOT TonbKO

nOCJle 6e3pe3ynbTaTHbiX o6paw,eHVl~ B >K3Y. 4TO KayaeTC51 y60pKVl Teppli1TOpVlli1, TO

pecnoHgeHTbl cornaCHbl yyaCTBOBaTb B y6opKe, HO npVl ycnOBIi1Vl, YTO OpraHli13aL.l,li11O

3TO~ pa60Tbi Vl AanbHe~wee nOAAep)l(aHVle nOp51AKa B03bMeT Ha ce651 >K3Y.

b) l.f~cToTa ~ OCBeUl,eH~e nOAbe3AOB.

rpynna npo6neM, CB513aHHbIX C COCT051Hli1eM nOAbe3goB, no AaHHblM onpoca

5lBmleTC51 Hall160nee aKTYanbHo~ li1 0AHIi1M Vl3 rnaBHblX nOBogos o6paw,eHli151 B >K3Y.

Bce pecnoHAeHTbl OTMeyaIOT, YTO 3a nocnegHee BpeMSl - B TOM Yli1cne li1 3a

nocneAHII1V1 rOA - np0li130Wnll1 3aMeTHbie Vl3MeHeHli1Sl B XYAWylO CTOpOHy. Bo-nepBbIX,
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CKa3bIBaeTC51 Bmts:lHVle BHeWHVlX 06CTOSnenbCTB (nmlBneHVle 60M)Keli1 VI HapKOMaHOB B

nOAbe3AaX). BO-BTOpbIX, peCnOHAeHTbl CYVlTaIOT, YTO >K3Y CTano xy)Ke pa60TaTb B

3TOM HanpaBJ1eHVlVI. EcnVl paHbwe nOAbe3Abi XOTb KaK-TO y6V1panVl, TO Tenepb BO

MHorVlX nOAbe3Aax y60pKa CVlnaMVI >K3Y Bo06w,e He npOVl3BOAVlTC51. PecnOHAeHTbl

CYVlTaIOT, YTO >K3Y nVl60 3KOHOMVlT CTaBKVI y60pw,IIlLl" nVl60 3TVI CTaBKVI HaCTonbKO

Manbl, YTO HVIKTO He cornaWaeTC51 pa60TaTb. nplll 3TOM pecnOHAeHTbl HeAoyMeBalOT,

nOyeMY >K3Y, cyMeBwlIl1i1 opraHlIl30BaTb pa60TY ABOpHVlKOB, He MO)KeT opraHVl30BaTb

pa60Ty y60pw,IIlLl, B nOAbe3Aax. nlllWb HeCKonbKO pecnOHAeHTOB OTMeTVlnlll, YTO B

nocneAHee BpeMs:I nOAbe3Abl CTanVl y6l1lpaTb nyywe. n1060nb1THO, '-ITO OHIIl CB513bIBaIOT

3TO C onpocaMVI - "nocne Toro, KaK K HaM npVlXOAVlJlVl 111 onpaWVlBaJlVl, CTaJlVl Jlyywe

y6V1paTb".

06paw,eHVl51 B >K3Y no nOBOAY COCT051HVl51 nOAbe3AoB AOCTaTOYHO '-IaCTbl, HO

OHVI CB513aHbl He TOJlbKO C y60pKoli1, HO VI C COCT051HVleM MycoponpoBoAoB (3a6V1Tbl, OT

3Toro - 3anax, KPblCbl VI TapaKaHbl), nOp51AKOM B nOAbe3Aax (B nOAbe3Aax )KVlByT

60M)KVI, HapKoMaHbl), He06xoAVlMOCTbIO npoBeAeHlIls:l peMoHTa, oCBew,eH~eM
nOAbe3AoB. KpOMe TOro, HeKoTopble pecnoHAeHTbl CYVlTaIOT, '-ITO yCTaHoBKa

)KeJle3Hb1X ABepeli1 B nOAbe3Aax - 3TO TaK)Ke 06513aHHOCTb >K3Y VI B 61OA)KeTe Ha 3TlIl

L1,eJlVl BblAeJleHbl cpeAcTBa. B 60JlbWVlHCTBe cny'-laeB 06paw,eHVl51 HVI K '-IeMy He

npVlBOA51T.

np06JleMbl, CB513aHHble C COCT051HVleM nOAbe3AOB, pecnOHAeHTbl Yaw,e, '-IeM

np06JleMbl, CB513aHHble C COCT051HVleM ABOpOBOIi1 TeppvITOpVlVl, CKJlOHHbl pewaTb

caMOCT051TeJlbHO. OHVI 3a CBoli1 C'-IeT YCTaHaBJlVlBalOT )KeJle3Hble ABepVl B nOAbe3Aax,

HaHVlMalOT y60pw,VlLI,y nVl60 opraHVl3ylOT y60PKY CBOVlMVI CVlJlaMVI ('-IaCTO

AOnOJlHVlTeJlbHO K y60pKe, KOTOpylO npOVl3BOA5lT pa60THVlKVI >K3Y, nOCKonbKY

CYVlTaIOT, '-ITO y60pKa BblnOJlHeHa HeKayeCTBeHHo), 3aBapVl8alOT MycoponpoBoA VI T.n.

C oAHoli1 CTOpOHbl, He06xOAVlMOCTb pewaTb np06JleMy caMOCTOs:lTeJlbHO Bbl3blBaeT

HeAOBOJlbCTBO pecnoHAeHToB - OHVI C'-IVlTaIOT, YTO 3TO BXOAVIT B 065l3aHHOCTVI >K3Y VI

>K3Y VlMeeT Ha 3TO cpeAcTBa; C APyroli1 CTOpOHbl, OHVI npVl3Ha1OT, '-ITO 80 MHorOM

8V1H08aTbl caMVI )KVlnbLl,bl, He cneA5lw,Vle 3a nOp51AKOM B nOAbe3Aax.

C} COcToSlHVle caHTeXHVlKVI.

fpynna np06JleM, CB513aHHbIX C COCT05lHVleM caHTeXHVlKVI - KaK B KBapTVlpe,

TaK VI 8 AOMe B L1,eJlOM - 5l8Jl51eTC51 OAHoli1 Vl3 HaVl60Jlee aKryanbHblX np06neM VI

HaVl60Jlee '-IaCTbIM n080AOM 06paw,eHVlIi1 B >K3Y. KaK HaVl60J1ee yaCTO nOBOAbl

06paw,eHVlIi1 pecnOHAeHTbl Ha3blBalOT 3acopbl VI npOTe'-lKVI Tpy6 BHYTPVl KBapTVlpbl,

He06xoAVlMOCTb 3aMeHbi VlnVl peMOHTa yCTapeBwero caHTeXHVlyeCKOrO 060pYA08aHIIl51

B K8apTVlpe, nJ10xoli1 Hanop X0J10AH0Ii1 VI rop5lyeli1 BOAbl, HVl3Koe ee KayeCTBO

HaJ1V1'-1V1e p)KaB'-IVlHbl, HanpVlMep (3TVI np06neMbi pecnOHAeHTbl C85l3bIBaIOT C

COCT05lHVleM caHTeXHVlKVI), HaJ1V1YVle BOAbl B nOA8aJ1e AOMa VI, KaK CJ1eACTBVle

CblpOCTb, 3anax, KPblCbl.

COCTOs:lHVle caHTeXHVlKVI pecnoHAeHTbl OLl,eHVlBalOT KaK Kpali1He

HeYAoBneTBOpVlTeJ1bHOe, J1V1Wb 8 HeCKOJ1bKVlX CJ1yya51X OHO 6blno npVl3HaHO

YAOBneTBopVlTenbHblM VI TO OTMeyanOCb, '-ITO Tpy6bl nopa MeH51Tb. AOMa CVlnbHO

pa3nVl'-laIOTC5l no cpOKaM np08eAeHVl51 nocneAHero KanVlTanbHoro peMOHTa C 3aMeHoli1

caHTeXHIIlKVI: B HeKOTopblX AOMax Tpy6bl He MeH5lnVl ew,e HVI pa3y VI caHTeXHVlKa, no

OLl,eHKe pecnOHAeHT08, HaXOAVlTC51 8 aBapVlIi1HoM COCT051HVlVI, B APyrVlx 3aMeHa

npoVlcxoAVlna HeCKonbKO pa3 VI VlHorAa - B nocneAHee BpeM51 (pecnoHAeHTbl

CB513blBa1OT 3TO C nepeAaYeli1 AOM08 Vl3 BeAOMCTBeHHoli1 c06CTBeHHOCTVI B

MYHVlLI,VlnanbHYIO). PecnoHAeHTbl OTMeyaIOT, '-ITO 3aMeHa caHTeXHVlKVI He BcerAa AaeT

O)KVlAaeMblli1 3epepeKT: 8 p51Ae cnyYaeB pa60Tbi 6blnVl npOVl3BeAeHbl HeKayeCTBeHHO VI

HOBbie Tpy6bl TeKyT. KpOMe Taro, Ha3blBalOT cnyYaVl, KorAa 8MeCTO HOBblX Tpy6 CHOBa

YCTaHaBnVlBanVl CTapble, B351Tble Vl3 APyrVlx nOAbe3AoB. PecnoHAeHTbl nonaralOT, YTO

HOBbie Tpy6bl (VI APyrVle MaTepVlanbl) pa60THVlKVI >K3Y npOAalOT Ha CTopOHy.

B 60nbWVlHCTBe cnyYaeB nnoxoe COCT051HVle caHTeXHVlKVI pecnOHAeHTbl 

oc06eHHO )KVlByw,V1e B CTapblX AOMax - C8513b18a1OT C gIlVlTenbHblM OTCYTCT8V1eM

KanVlTanbHoro peMOHTa C 3aMeHoli1 caHTeXHVlKVI. KaK npaBVlno, BVlHY 3a 3TO Ha >K3Y
He B03naralOT, C'-IVlTa51, YTO cpeACTBa Ha ero npoBeAeHVle He BblAen51eT ropoAcKoli1
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6IOA>KeT (lt1CTO'lHlt1KOM TaKaVI lt1H¢OpMaLl,lt1lt1 cny>t<lt1T, O'leBlt1AHO, >K3Y, nOCKonbKY

pecnOHAeHTbl TYAa 'laCTO 06paw,anlt1Cb). no MHeHlt110 pecnOHAeHTOB, lt1MeHHO 3TO 

CTapaH, Tpe6YIOw,aH 3aMeHbi caHTeXHlt1Ka - 5lBn51eTCH rnaBHoVi nplt1'llt1HOVI Toro, 'lTO

>K3Y He YAaeTC51 COAep>KaTb caHTeXHlt1'leCKOe 060PYAOBaHlt1e B HopManbHOM

COCT051 Hlt1lt1.

Ew,e OAHa nplt1'llt1Ha 'laCToro 06paw,eHlt1H B >K3Y, no MHeHlt110 pecnOHAeHTOB 

OTCYTCTBlt1e npO¢lt1naKTlt1'leCKlt1X OCMOTpOB caHTeXHlt1'leCKoro 060pYAoBaHlt151, KOTopble

MOrnlt1 6bl npeAOTBpaTlt1Tb B03Hlt1KHOBeHlt1e aBaplt1V1HbIX Clt1TyaLl,\I1V1. B p51Ae cny'laeB

TaKlt1e OCMOTpbl 6blnlt1 paHbwe, HO B nOCneAHlt1e roAbl npeKpaTlt1nlt1Cb (3TO 'laCTO

CB513bIBaIOT C TeM, 'lTO YBOnlt1nC51 lt1nlt1 ywen Ha neHC\I11O KaKoVl-To KOHKpeTHblVi

cnecapb) lt1nlt1 >Ke npOBOA51TC51 'llt1CTO ¢opManbHO ("Hac AOMa He 6blno, np\l1wen

cnecapb, nonpOClt1n pe6eHKa paCnlt1CaTbC51 lt1 Aa>Ke Hlt1'lero He nOCMOTpen"). n\l1Wb B

HeCKOnbKlt1X cnY'la51X pecnoHAeHTbl rOBOp51T, 'lTO npO¢lt1naKTlt1'leCKlt1e OCMOTpbl y Hlt1X

Ha'lanVlCb B nocneAHee BpeM51 Vl BbInOnH51IOTC51 He ¢opManbHO.

B L1,enOM Ka'leCTBO pa60Tbi cnecapeVi pecnOHAeHTbl 3a peAKlt1M

VlCKnlO'leHVleM - oLl,eH\I1BalOT nOnO>KlIITenbHo, OTMe'la51, 'lTO 3a nocneAHVlVl rOA B 3ToVi

c¢epe npo1ll30wnVl lt13MeHeHlII51 K ny'lWeMy (cnecap51 CTanVl Be>Knlt1Bee, He CnOp51T C

>KVlnbLl,aMVl, 6blCTpee nplt1XOA51T Ha BbI30Bbl). TaM, rAe TaKlt1e 1II3MeHeHVl51 np0lt130WnVl,

pecnoHAeHTbl CBH3blBalOT VlX C TeM, 'lTO >K3Y nOBblCVlno Tpe6oBaHlII51 K CBOlt1M

pa6oTHVlKaM. PecnoHAeHTbl C'lVlTalOT, 'lTO cnecap51 06bl'lHO AenalOT Bce, 'lTO MoryT,

HO, Y'lVlTbIBa51 aBaplt1V1Hoe COCT051Hlt1e caHTeXHVlKlt1, OHVl He B COCT051HVllll KapAVlHanbHO

Vl3MeHlt1Tb CVlTYaLl,lt1IO.

npo6neMbl, CB513aHHble C COCTOHHlt1eM caHTeXHVlKlt1, HBn51IOTC51, O'leBVlAHO,

Halt160nee 'laCTblM nOBoAOM 06paw,eHlt1V1 B >K3Y ew,e lt1 nOToMy, 'lTO >KVlnbLl,bl He MoryT

cnpaBVlTbC51 C 3TVlMlt1 npo6neMaMVl caMOCT051TenbHO, 3Ta pa60Ta Tpe6yeT

cneLl,lt1anbHblX 3HaHlt1V1 Vl HaBbIKOB. 06bl'lHO CBOlt1Mlt1 Clt1naMVl >Klt1nbLl,bl m1KBlt1Alt1PYIOT

MenKlt1e aBaplt1l11.

d) COcToSlHlIIe ::H1eKTpo06opyp,oBaH\I1S1.

no pe3ynbTaTaM ¢eBpanbcKoro onpoca COCT051Hlt1e 3neKTpOTeXH\I1'leCKoro

06opYAoBaHVl51 KaK nOBoA AnH 06paw,eHlt1H B >K3Y nepeMeCTVlnC51 C 13 Ha 3 MeCTO.

nplt1 3TOM KaK 'laCTO B03Hlt1KalOw,aH npo6neMa COCTOHHlt1e 3neKTpoo6opYAoBaHlt151

pecnoHAeHTaMlII He paCCMaTplllBaeTC51. MO>KHO npeAnOnO>Klt1Tb, 'IT,O 'laCTble

o6paw,eHlt151 B >K3Y CB513aHbl C OTKnlO'leHlt151MVl B 3TOT nepVlOA 3neKTp03Heprlt1Vl.

PecnoHAeHTbl Ae~CTBlt1TenbHO OTMe'lanlt1, 'lTO B nOCneAHlt1~ rOA 'laCTO 

oco6eHHo no Be'lepaM - OTKnlO'lanlt1 3neKTpVl'leCTBo. nplt1'lVlHbl OTKnlO'leHlt1V1

pecnoHAeHTaM He1ll3BeCTHbi. np06neMa pewanacb AOCTaTO'lHO 6bICTpO, B Te'leHlt1e

AHH - Tene¢oHHblM 3BOHKOM B >K3Y lt1nVl aBaplt1V1HylO ropoAcKYIO cny>t<6y. Ew,e 0AVlH

nOBoA B03Hlt1KHOBeH\I151 np06neM C 3neKTpoo60pYAoBaHVleM - npOTe'lKlt1 KpbIWlt1,

KOTopble npVlBoAHT K HaMOKaHVlIO 3neKTponpOBOAKlt1.

Bo06w,e np06neMbl, CB513aHHble C COCTOHHVleM 3neKTpOTeXHVl'leCKOrO

o6oPYAoBaHlt151, pecnoHAeHTbl cTapalOTcH pewaTb CBOlt1MVl Clt1naMlt1 (3aMeHa p03eToK,

BblKnlO'laTeneVl, 3aMeHa npOBOAKlt1), 06paw,aHcb B >K3Y nlt1Wb B TOM cny'lae, ecnlt1

aBaplt151 npOVlCXOAlt1T BHe KBapTlt1pbl.

e) TeXHW-IeCKOe COCTOSlHlo1e KBapT\I1pbl.

3Ta np06neMa - BTOpa51 no 'laCTOTe o6paw,eHlt1V1 (no pe3ynbTaTaM nepBoro

onpo'ca OHa CTOlt1T Ha weCTOM MeCTe).

B AaHHOM cnY'lae pecnOHAeHTbl rOBOp51T 0 He06xOAVlMOCTVl 3aMeHbi CTapblX

nonOB, nepenneTOB \11 TaK Aanee - TO eCTb 0 TOM, 'lTO B AOMax AaBHO He npOBOAvlnCH

Kam1TanbHbl~ peMOHT. Ho nOBOAOM An51 o6paw,eHVlVl B >K3Y 51 BnHeTC51, CKopee Bcero,

aBaplt1~Hble c\l1TyaLl,\I1l11 - Hanp\l1Mep, npOTe4Ka KPblW\I1 (06 3TOM 'law,e Bcero rOBOp51T

pecnoHAeHTbl, >K\I1Byw,lt1e Ha nocneAHVlX \11 npeAnocneAH\I1x 3Ta>Kax). 3Ta np06neMa

cyw,ecTByeT AaBHO, nocKonbKY B >K3Y B 60nbWlt1HCTBe cny4aeB He pearlt1pYIOT Ha

o6paw,eHlt151, CCblna51Cb Ha OTcYTcTBVle cpeAcTB Ha TaK\I1e pa60Tbi \11 npeAnara51

©1996 ExMedia Centre Ltd.
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>KV1nbLJ,aM 3aHSHbC51 peMOHTOM KpblWV1 CaMV1M. 04eBV1AHO, B nepV10A, OXBa4eHHbltll

OnpOCOM - OCeHb - 3Ta np06neMa 060CTpV1llaCb.

f) OTOnl-1TellbHaSl CHCTeMa.

np061leMbl, CB513aHHble C OTOmnellbHOtll cV1CTeMOtll, 060CTpIl11lV1Cb, Bep051THO, B

CB513V1 C Ha4a1l0M OTOnll1TenbHOro ce30Ha. PecnoHAeHTbl rOBOp51T, YTO BO MHorV1X

KBapTV1pax 3V1MOtll X01l0AHO, HV13 6aTapetll xonoAHbltll. B Hayane OTOnV1TellbHOrO

ce30Ha 06paw,eHII151 B )I(3Y yaCTO CB513aHbl C npOTeYKaMV1 oTonV1TenbHOtll CII1CTeMbl.

PecnoHAeHTbl OTMeyalOT, YTO 1I13MeHeHV1t11 B 3TOM OTHOWeHII1V1 He

Ha6n1OAaeTCs:l, Pa60THII1KV1 >K3Y CCblllalOTC51 Ha TO, YTO OTOnll1TenbHas:l CII1CTeMa

CTapa51, Tpy6bl 3a6l11Tbi p>KaBYII1HOtll III V1X HaAO nOllHOCTblO MeHs:lTb, Ha YTO y )I(3Y HeT

cpeACTB.

©1996 ExMedia Centre Ltd.
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3.2 Cy6beKH1BHbie np06neMbi &01 OCBeAOMneHHOCTb 06

3KCnep&o1MeHTe

npaKH1yeCKII1 Bce pecnOHAeHTbl 3HalOT 0 npOBOAII1MOM 3KCnep1l1MeHTe.

IIICTOYHII1KOM II1Hcj:lopMalJ,1I1111 AJlH Bcex HBnHIOTCH II1HTepBblOepbl, npOBOAII1BWlI1e onpOCbl,

n03TOMY yaCTb pecnOHAeHTOB 3HaeT 06 3KCnepll1MeHTe C lleTa npownoro rOAa, a

yaCTb - C cj:leBpallH 1996. HII1KaKol:1 II1Hcj:lopMalJ,1I1111 OT >K3Y 0 npOBeAeH1I1111

3KCnepll1MeHTa AO )KlI1llbll,OB He AOBOAlI1nOCb. n03TOMY MO)KHO npeAnOnO)KII1Tb, YTO

)KlI1nblJ,bl, He npll1HII1MaBWlI1e yyaCTlI1e B onpoce, 06 3KCnepll1MeHTe He 3HalOT HlI14ero.

3HaH 06 3KCnepll1MeHTe, pecnOHAeHTbl He npeACTaBllHIOT, B yeM 3aKlllOyaeTCH

ero CYTb. XOTH B xOAe onpoca II1HTepBblOepbl 06bHCHHllll1 pecnoHAeHTaM, B yeM

COCTOIl1T CYTb 3KCnepll1MeHTa 111 paccKa3blBanll1 0 KOHAOMII1HII1YMax, C Toro BpeMeHII1 3Ta

II1Hcj:lopMall,II1H 3a6blnacb. 3KCnepll1MeHT yaCTO nyTalOT C KOHAOMII1HII1YMaMlI1, 0 CYTII1

KOTOpblX TaK)Ke II1MelOT BeCbMa cMyTHoe npeACTaBlleHlI1e (HeKoTopble pecnoHAeHTbl

CllblWallll1 0 KOHAOMII1HII1YMax no PaAII10 II1nll1 YII1Tanll1 B ra3eTax).

PecnoHAeHTbl C BII1AII1MblM II1HTepeCoM pacCnpaWII1Ballll1 MOAepaTopa 0 CyTII1

npOBOAII1MOrO 3KCnep1l1MeHTa. Co06w,eHlI1e 0 TOM, 4TO >K3Y-14 yyaCTBOBa1l0 B

KOHKypce Ha npaBO 06Cll~II1BaTb II1X AOM, Bbl3blBano y pecnOHAeHTOB II1CKpeHHee

YAII1BneH\I1e ("a 3a4eM Mbl eMy H~Hbl?"). PecnOHAeHTOB \I1HTepeCOBano, KaK\I1e ew,e

OpraH\I13alJ,\I1\11 yyaCTBOBanll1 B KOHKYpce (MHOr\l1e nonaran\l1, YTO >K3Y-14 HBnHnOCb

eA\I1HCTBeHHblM npeTeHAeHTOM), nOyeMY yyaCTlI1e B KOHKYpce BblrOAHO >K3Y \11 YTO

CMO)KeT 3KCnep\l1MeHT 1I13MeHII1Tb B cyw,eCTBylOw,el:1 c\I1TYall,\I1I11.

8 lJ,enOM OTHOWeH\I1e K 3Kcnep\l1MeHTY MO)KHO oxapaKTep\l130BaTb KaK

"A06p0)KenaTenbHo-HaCTOp0)KeHHOe" (no pe3ynbTaT onpoca nOnO)K\I1TellbHO K

npOBeAeH1I11O 3KCnep\l1MeHTa OTHOC\I1TCH 56.7% pecnoHAeHToB >K3Y-14). LJ,enb

3KCnepll1MeHTa ynYYWII1Tb KOMMyHanbHoe 06Cn~\I1BaH\I1e \11 MnoH\I1pyeT

pecnoHAeHTaM, HO OHII1 COMHeBalOTCH B B03MO)KHOCTII1 ee npaKT\I1yeCKoilt peanIl13alJ,\I1I11.

np\l1YII1Ha TaKII1X COMHeH\I1l:1 ne)K\I1T, cKopee Bcero, B nOllHoVi Hel-1H4'0pMl-1pOBaHHocH1

)l{l-1llbll,OB >K3Y-14 ° npoBoAl-1MOM 3KCnepl-1MeHTe.

He\l1Hcj:lopMlI1poBaHHocTb 0 npoBeAeH\I1111 3KCnepll1MeHTa HBnHeTCH cneACTB\I1eM

OTCyTCTBl-1S! Opl-1eHTall,l-1l-1 >K3Y-14 Ha H}')KJJ,bl nOTpe6l-1TellSl. AaHHble, nonyyeHHble

B xOAe \I1HTepBblO, nOATBep)KAaIOT Han\l1Y\I1e HeYAOBlleTBOpeHHblx nOTpe6111TenbCKII1X

nOTpe6HocTel:1. (HaAo OTMeT\I1Tb, YTO nlOA\I1, yyaCTBOBaBwII1e B cj:loKYc-rpynnax.

np\l1HII1Mallll1 yyaCTlI1e B OAHOM 1113 npeAblAyw,II1X onpOCOB \11, oyeBII1AHO, O)K\I1Aan\l1

KaK\I1X-TO nepeMeH. IIIx O)KII1AaHII15l He onpaBAanll1Cb, \11 nlOAII1 HaCTpoeHbl KP\l1H1YHO.

¢OKYC\I1pOBaHHble II1HTepBblO OHII1 BOCnp\l1HII1MalOT KaK nOBOA nOrOBOp\l1Tb Ha

BonHylOw,ylO II1X TeMy, BblCKa3aTb HaKOnIl1BWlI1eC5l npeTeH3\11111 111 O)KII1AaIOT, YTO

pa3rOBOp nOBneyeT 3a co60ilt KaKlI1e-TO KOHKpeTHble pe3YllbTaTbl. )

a) nOTpe6HOCTb B >K3Y, KOTOpblVi 6bl BHl-1MaTellbHO OTHOCl-111CSI K H}')KJJ,aM

)l{l-111bU,OB.

PecnOHAeHTbl CYII1TaIOT, YTO >K3Y He 3all1HTepeCOBaHO B nOTpe6l11Tene.

rllaBHYIO ll,enb, KOTOpOl:1 OHII1 XOTellll1 6bl AOCTlI1rHYTb B XOAe 3KCnep\l1MeHTa,

pecnOHAeHTbl cj:lOpMyll\l1pylOT TaK: "3aCTaBII1Tb >K3Y nOBepHyTbC5l nll1lJ,OM K HaM",

"3aCTaBII1Tb >K3Y YYII1TblBaTb HaWII1 \I1HTepeCbl", "BOl:1TII1 B Hawe nOnO)KeHlI1e"

(xapaKTepHO, YTO cel:1Yac pa60TH\I1KII1 >K3Y yaw,e npOCHT )K\I1nbll,OB BoLiiTII1 B \I1X

nOnO)KeHlI1e).

OyeBII1AHO, 3KCnepll1MeHT Ael:1cTBII1TenbHO npecneAyeT TaKYIO ll,enb. Ho >K3Y \11

He nblTa1l0Cb KaK\I1M-TO 06pa30M npOAeKllap\l1pOBaTb nOAo6Hbie HaMepeH\I1H 

)K\I1llblJ,OB HII1KTO He \I1Hcj:lopM\I1pOBan 0 Hayalle 3KCnep\l1MeHTa, ero CYTII1 111 xOAe ero

pean\l13all,II1\11. IIIMeHHO n03TOMY nOnO)KII1TenbHble \I13MeHeH\I15l, npOIl1CXOA5lw,\I1e Ha

oTAenbHblX yyaCTKaX >K3Y (YllYYWeHlI1e pa60Tbi ABOPH\I1KOB, Koe-rAe - CllecapeLii 111

y60pw,II111,), paCCMaTpll1BalOTCH pecnOHAeHTaMII1 KaK CllY4al:1Hble 111 \11M He npll1AaeTC5l

601lbWOrO 3Ha4eHII15l. 3TO He MO)KeT nOBn\l1HTb Ha cyw,eCTBylOw,ee y pecnOHAeHTOB

HeraTII1BHOe OTHOWeHlI1e B >K3Y, OCHOBaHHoe Ha nll14HOM onblTe.
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KpOMe Taro, ga)l(e ecnH mogH 3aMe'-lalOT npoHcxog51w,He H3MeHeHH51, OHH

'-laCTO galOT L-1M HeageKBaTHylO ou,eHKY. HanpL-1Mep, yny'-lWeHHe pa60Tbi cnecapeill

pecnoHgeHTbl Vl3 ogHoro gOMa 06b51CH51IOT no-pa3HoMy: "cnecap51 Mano nony'-laIOT,

230 TbIC51Y ceillyac, a B >K3Y ew,e L-1 raillKL-1 3aKPYTHnL-1" L-1 "cnecap51 CTanH MHoro

nony'-laTb, 60nbwe MVlJlnL-10Ha, n03ToMY 3a MeCTO Aep)l(aTC51" . Hago OTMeTL-1Tb, '-lTO

60JlbWHHCTBO pecnoHgeHToB CYHTaeT >K3Y HHw,eill opraHH3alJ,Heill, pa60THL-1KH

KOTopoill nOJlyyalOT Mano H nOToMy He 3aHHTepeCOBaHbi XopOWO pa60TaTb.

b) nOTpe6HocTb B HHq>opMau,HLil 0 pacxoAoBaHHLil cpeAcTB, B3HMaeMbiX

B Ka4eCTBe nllaTbl 3a KOMMyHallbHOe 06Clly>KHBaHHe.

PecnoHgeHTbl He B COCT051HHH 06beKTHBHO ou,eHHTb, COOTBeTcTByeT nH nnaTa

3a KOMMyHanbHoe 06cny)l(VlBaHVle Ka'-leCTBy 06CJl~HBaHH51. C ogHoill CTOpOHbl, AJ151

60JlbWHHCTBa pecnoHgeHToB nnaTa 3a KOMMYHaJlbHble yCJlyrL-1 COCTaBJl51eT AOCTaTO'-lHO

60nbwylO gOJlIO B ceMeillHoM 61Og)l(eTe L-1 C 3Toill O'-lKL-1 3peHH51 He 5lBJl51eTC51

HegocTaT04Hoill. C gpyroL7! CTOpOHbl, nlOgL-1 peaJlbHO ou,eHL-1BaIOT, '-lTO 3THX cpegcTB

MO)l(eT He XBaTaTb AJ151 BbInOnHeHH51 He06xogL-1MblX pa60T.

CaMoe rJlaBHOe, no MHeHL-11O pecnoHgeHToB - 3TO TO, '-lTO OHH He 3HaIOT,

CKOJlbKO peaJlbHO geHer Hy)l(HO >K3Y Ha cogep)l(aHHe )l(liIJlL-1U1,HO-KoMMyHaJlbHOrO

X0351illcTBa, KaKOB nOp51goK ¢L-1HaHCliIpOBaHliI51 >K3Y, KYAa liIgYT cpegCTBa,

Bblnna'-lHBaeMble )KliIJlbu,aMH, Ha KaKliIe u,eJlH OHliI pacxogyIOTC51. PecnoHgeHTbl

OTMe4aIOT, '-lTO 3a'-lacTylO OHL-1 nJlaT51T 3a pa60Ty, KOTOpa51 Ha caMOM geJle >K3Y He

BblnOJlH51eTC51: y60pKa nogbe3goB, TexocMoTp, B3li1MaHHe nJlaTbl 3a rOp514ylO Bogy,

KOTOpOVI Ha caMOM geJle He 6blJlO liI TaK AaJlee. nlOglil nOA03peBa1OT, '-lTO cpegcTB

nH60 He XBaTaeT, Jllil60 OHliI liICnOJlb3YIOTC51 pa60THVlKaMliI >K3Y He no Ha3Ha4eHliIlO.

nOTpe6HOCTb B HH¢opMau,L-1li1 TaKoro poga B03paCTaeT C YBeJllil'-leHliIeM nJlaTbl

3a KOMMyHaJlbHOe 06CJlY)l(HBaHVle.

c) nOTpe6HOCTb B Lo1HcI>opMalJ,LilLil 0 npaBax >KLilllblJ,OB Lil 06Sl3aHHOCTSlX

)f(3Y.

PecnoHgeHTbl He 3HaIOT, KaKVle VlMeHHO yCJlyrL-1 B HOBblX YCJlOBliI51X >K3Y

gOJl)l(HO npegocTaBJl51Tb HM 6eCnJlaTHO (HanplilMep, Bcex BOJlHyeT, gOJl)l(HO JlH >K3Y

6eCnJlaTHO npoBoglilTb cMeHy caHTeXHliIKliI, 3a '-leill CyeT npoBoglilTC51 peMOHT gOMa liI

T.n.). B HaCT051w,ee BpeM51, no CJlOBaM pecnoHgeHToB, 3TO npolilcxoglllT no-pa3HOMY:

L-1Horga Bce geJlaeTC51 3a CyeT >K3Y, L-1HOrAa npL-1XoglilTC51 "CTaBliITb 6YTbIJlKY" liIJllil

npOCTO nnaTVlTb pa60THHKY >K3Y. Ho KaK AOJl)l(HO 6blTb no 3aKoHy - pecnoHgeHTbl He

3HaIOT. Oc06eHHO cJla60 oCBegoMJleHbl 0 CBOlilX npaBax BJlagenbu,bl

nplilBaTliI3HpOBaHHbiX KBapTHp.

d) nOTpe6HocTb B HHq>opMalJ,HH 0 AeSlTellbHOCTLil )f(3Y.

rOBOp51 06 liI3MeHeHH51X B ge51TeJlbHOCTliI >K3Y, pecnoHgeHTbl '-laCTO

ynoTpe6n51JlL-1 CJlOBa "Bgpyr, HeO)l(VlgaHHo" - "BAPyr Ha\.jaJla y Hac B nOAbe3ge

pa60TaTb y60pUl,Hu,a", "HeO)l(VlgaHHo cgenaJllil peMOHT - nO'-leMy, HenOH51THO, Bpoge

HegaBHo geJlam1", "HeO)l(liIgaHHo OTKJlIO\.jlilJlVl rop51'-lylO Bogy". 1113 3Toro MO)l(HO

cgeJlaTb BbIBOA, \.jTO >K3Y He VlH¢opMHpyeT )l(VlJlbU,OB 0 CBOHX nJlaHaX 111 np06JleMax.

3TO cnoc06cTByeT ¢OpMHpOBaHHIO y pecnoHgeHToB y6e)l(geHH51, '-lTO >K3Y He

y\.jVlTbiBaeT HX L-1HTepeCbl.

Me)l(gy TeM, TaKoe HH¢OpMliIpOBaHliIe nOMOrJlO 6bl >K3Y H36e)l(aTb

KOH¢JlL-1KTHbIX cHTyau,HiII. TaK, HanpHMep, He CMOTp51 Ha TO, \.jTO COCT051HHe

caHTeXHliIKH 5lBJl51eTC51 caMoill aKTyaJlbHoill np06JleMoVi AJ151 pecnoHgeHToB, OHliI Bce )l(e

He cm1CblBalOT BCIO BHHy Ha >K3Y, nOHliIMa51, no KaKoill npH'-llilHe He npoH3BogHTC51

peMOHT caHTeXHHKliI.

PecnOHAeHTOB pa3Apa)l(aeT C06CTBeHHa51 HeHHcI>opMHpoBaHHOCTb

HanplilMep, OTKJlIO\.jeHHe 6e3 npegynpe)l(geHH51 rop51\.jeill lIIJllil XOJlogHoill BOgbl. nlOAliI

cnOKOVlHee OTHOC51TC51 K OTKJlIO\.jeHliI51M: eCJllil liIX 06 3TOM KaKliIM-TO 06pa30M

n peAynpe)l(gaIOT.
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e) nOTpe6HOCTb B HenocpeACTBeHHoM o6w.eHLo1"1 "I BH"IMaH"ILo1 co

CTOpOHbl pa60THLo1KOB )I{3Y.

KaK nOKa3blBalOT pe3ynbTaTbi li1HTepBbfO, pecnOHAeHTaM Heo6xOAli1MO

HenocpeAcTBeHHOe o6ll.1,eHli1e c pa60THli1KaMli1 >K3Y, KoTopble BHli1Kanli1 6bl B li1X

npo6neMbi. TaK, pecnOHAeHTbl, npmKli1BafOll.I,li1e B AOMax, rge npoBoAHTCH
npoqmnaKTli14eCKli1e OCMOTpbl, npli1XOAHT pa60THli1Kli1 >K3Y li1 li1X 060 BceM

pacCnpaWli1BafOT, ou,eHli1BafOT pa60TY >K3Y Bblwe - no cpaBHeHli1fO c TeMli1, y Koro

OCMOTp OTCYTCTByeT. npli1 3TOM nfOg51M Ba)l(eH caM Q>aKT Taro, 4TO K Hli1M npli1XOASlT li1

CnpaWli1BafOT - Aa)I(e ecnli1 nocne TaKli1X OCMOTpOB Cli1TYau,li1Sl He MeHSleTCSl

KapAli1HanbHO. PecnoHgeHTbl, npO)l(li1BalOll.I,li1e B gOMe, rAe nocne Ha4ana

3KCnepli1MeHTa CTanli1 JlY4we pa60TaTb cnecapSl, OTMeTVlnli1 He TO, 4TO CTano MeHbwe

aBapli1i11, a TO, 4TO "cnecapSl CTanli1 Be)l(Jlli1BO pa3rOBapli1BaTb, C )I(li1J1bu,aMli1 He cnopSlT,

anKOrOJlli1KOB yBOJlli1nli1, Tenepb npli1J1li14Hble JllOgli1 pa60TafOT, C Hli1Mli1 pa3rOBapli1BaTb

npli151THO" .

Boo6ll.1,e 3Ha4li1TenbHaSl 4aCTb pecnoHAeHToB nOnO)l(li1TenbHO ou,eHli1BaeT

pa60Ty li1cnonHli1TeJleill - ABOpHli1KOB, cnecapeill, 3J1eKTpli1KOB (XOTSl AOCTaT04HO li1
HapeKaHli1I11). OHli1 C4li1TaIOT, 4TO li1CnOJlHli1Tenli1 AenalOT Bce, 4TO B li1X cli1nax, HO

Kapgli1HanbHO V13MeHli1Tb Cli1TYau,li1fO OHli1 He B COCTOSlHli1li1.

ropa3AO 60JlbWe npeTeH3V1111 BblCKa3blBaeTCSl K pa60THli1KaM cpegHero 3BeHa:

B AOMoynpaBJleHli1SlX rpy6bl C )I(li1J1bu,aMli1, Ali1CneT4epbl nnoxo perli1CTpli1pYIOT 3a51BKli1,

n03ToMY cneu,li1anli1CTbl BOBpeM51 He npli1XOASlT Ha Bbl30Bbi. PecnOHAeHTbl OTMe4alOT,

4TO nOAaHHbie 3aSlBKVI 4aCTO Tep51fOTCS'I li1 Hli1KTO 3a 3TO He OTBe4aeT. MHOrli1e
pecnoHgeHTbl rOBOp51T 0 paBHoAywHOM OTHOWeHli1li1 K li1X npo6neMaM co CTOpOHbl

pyKoBOACTBa >K3Y.

npli14li1Ha TaKoill ou,eHKli1, B03MO)l(HO, COCTOli1T B TOM, 4TO cpegHee 3BeHO

pa60THli1KOB >K3Y li1 pyKOBOACTBO >K3Y He 06ll.1,a1OTC51 C )I(li1J1bu,aMli1 HenocpeACTBeHHO

li1 - 4TO Ba)I(HO - no c06cTBeHHoill li1Hli1u,li1aTVlBe (4T06bl n006ll.1,aTbC51 C Hli1Mli1, )I(li1nbu,bl

AOJl>KHbl HaillTli1 li1X CaMli1). "HenocpeACTBeHHO" - He 06513aTeJlbHO 03Ha4aeT "nli14HO".

<DopMoill 06ll.1,eHli1S'1 MoryT 6blTb pa3nli14Hble Jlli1CTOBKli1, CTeHAbl, BbICTYnneHli1S'1 B KaKli1X

Jlli160 cpeACTBax MaccoBoill li1HQ>opMau,li1li1.

f} nOTpe6HOCTb B cepBLo1ce, YY"ITbIBalOw.eM Lo1HTepeCbl )l{Lo111bU,OB.

MHOrli1X pecnoHAeHTOB pa3APa)l(aeT Q>opMynli1pOBKa: "cnecapb 6YAeT B
Te4eHli1e gH51" , nOCKonbKY npli1XOAli1TCS'I u,enblill AeHb Cli1AeTb B HeOnpeAeJleHHOCTli1.

Hago OTMeTli1Tb, 4TO )I(li1JlbU,bl Tex AOMOB, rAe Tpe6oBaHli1S'1 K pa60THli1KaM >K3Y 6b1Jlli1

nOBblweHbl li1 cJlecapli1 li1 3J1eKTpli1Kli1 CTaJlli1 5lBJlS'lTbCS'I B Ha3Ha4eHHoe BpeMSl li1Jlli1 cpa3y

nOCJle Bb130Ba, OT3bIBaIOTC51 0 pa60Te >K3Y ropa3Ao Jly4we, XOT51 B pS'lAe cJlY4aeB

pa60THli1K He cyMeJl BblnOJlHli1Tb li1X 3aS'lBKY.
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4. OCHOBH~EB~BOA~

1. OTcyTcTBlIIe 3aMeTHbiX ynyYWeHlIIlIt B nOKa3aTen~x YAoBneTBopeHHocTlII

)I(lIInbll,OB KayeCTBOM KOMMyHanbHoro 06Cny)l(1IIBaHIII~ 06ycnoBneHo opllleHTall,lIIellt >K3Y

Ha npoH3BoAcTBO, HO He Ha YAoBneTBopeHHe Hy>KJJ, nOTpe6HTenei1.

2. nplllYIIIHa lII3MeHeHIII~ YlIIcna 06paw,eHIIIIIt B >K3Y COCTOIllT B YClIIneH1II1II

TeHAeHlI,lII111 K peweHlII10 np06JleM c06cTBeHHbiMlII ClIInaMIII co CTOpOHbl )I(lIInbll,OB.

3. nplll'-llIIHa OTCYTCTBIII~ 1II3MeHeHlIIIIt B cTpYKTYpe np06JleM 3aKJlIOYaeTC~ B

TOM, YTO BbIAeJl~eTC~ rpynna np06JleM, KOTopble He pewalOTC~ KapAIIIHaJlbHO III

cyw,eCTByeT nOCTO~HHO.

4. 1I13MeHeHlIIe CTPYKTYpbl 06paw,eHIIIIIt B >K3Y CB~3aHO C pa3nlllYHbiMlII

nplllYlIIHaMIII. npe)I(Ae Bcero - co BpeMeHeM roAa, B KOTopoe npoBoAlIInc~ onpoc: C

HayaJlOM OTonlllTenbHoro ce30Ha Ha nepBbl1lt nJlaH Bblwnlll np06neMbl, CB~3aHHble C

COCTO~HlIIeM oTonlllTenbHOIlt CIIICTeMbl III COCTO~HlIIeM KOMMyHIIIKall,lIIl1t, 060cTpeHlIIe

np06JleM C TeXHlIIyeCKIIIM COCTO~HlIIeM KBapTlIIp yaCTO CB~3aHO C npOTeYKaMIII KpblW BO

BpeM~ AO)I(A~. 060cTpeHlIIe np06neMbi C COCTO~HlIIeM 3JleKTpo060pYAoBaHIII~

06b~cH~eTc~ yaCTblM OTKJlIOYeHIII~MIII3neKTplllyeCTBa B 3TOT neplIIoA.

5. YpoBeHb OCBeAOMneHHOCTIII 06 3KcneplllMeHTe, ero CYTIII III xOAe

pean lII3all,lII III OyeHb H1II30K. nOJlHa~ HelllH<p0pMlIIpoBaHHocTb 06 3KcneplllMeHTe

~BJl~eTC~ nplllYIIIHOIlt "A06po)l(enaTeJlbHO-HaCTOpO)l(eHHOrO" OTHoweHlII~ K

3KcneplllMeHTY: JlIOA~M IIIMnoHlIIpyeT caMa IIIAe~ YJlYYWeHIII~ KOMMyHaJlbHOrO

06Cny)l(1IIBaHIII~,HO OHIII COMHeBalOTCfl B B03MO)l(HOCTlII peaJllll3all,lIIl11 3TOilt IIIAelll.

6. OTHoweHlIIfl )I(lIInbLJ,OB K pa60Te >K3Y BO MHoroM onpeAeJl~eTCfl HaJlIllYlIIeM

p~Aa nOTpe6HOCTellt, He CBfl3aHHbiX Hanp~MYIO C npOH3BOACTBeHHoi1

AeSiTenbHOCTblO >K3Y, HO III rpalOUJ,lIIX 60nbwyIO POJlb B <pOpMlIIpOBaHlIIlII

YAOBneTBopeHHOCTH >KHnbl.l,OB KaK KnHeHToB >K3Y. YAOBneTBopeHlIIe 3TlIIX

nOTpe6HOCTeilt MO)l(eT cyw,eCTBeHHO nOBblCIIITb ypoBeHb YAOBJleTBOpeHHOCTIII )I(lIIJlbll,OB

KOMMYHaJlbHblM 06Cny)l(l'1BaHlIIeM III IIIX rOTOBHOCTb K COTPYAHlIIyeCTBY C >K3Y.

7. 3aAaya nOBblweHlIIfl ypOBHfl YAoBneTBopeHHocTIII )I(lIIJlbll,OB KOMMYHaJlbHblM

06CJly)l(lIIBaHlIIeM MO)l(eT 6blTb peweHa nYTeM npopa60TKlII III lI,eneHanpaBneHHOIlt

peanlll3all,lIIl11 KOMnneKca MapKeTIIIHrOBblX Meponplll~TlIIlIt. Ba)l(HOIlt yaCTblO 3Toro

KOMnneKca AOJl)l(Hbl flBnflTbCfl KOMMYHlIIKall,lII0HHbie Meponplll~TIII~, HanpaBJleHHble, B

YaCTHOCTlII, Ha nOBblweHlIIe YPOBH~ lIIH<pOpMlIIpoBaHHocTlII )I(lIInbll,OB ° XOAe

3KcneplllMeHTa III APyrlllx acneKTax AeflTenbHOCTIII >K3Y.
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