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MEMORANDUM

Date: June 12, 1996

From: Mike Lynn, Resident .Housing Sector Advisc?r @/
PADCO/USAID Housing Sector Reform Project

To: Vice Mayor Vladimir Deamidovich Kulik

CC: Naum Gregorievich Zolotorevsky

Subject: Transmission of Focus Group Follow Up Report with Recommendations

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.

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.

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.

Progress/Results To-Date:

The City has:

+ 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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¢ Scheduled a subsequent concourse to be conducted in July 1996.

4 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

4 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;

L 4 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 -- i.e.
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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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.

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.

Specific Recommendations:
Following are key steps we feel are necessary to reform the maintenance sector:

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.

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.
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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 BUC 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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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.

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.

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 leve! should assist BUCs to adopt
appropriate monitoring and inspection programs.

Sunset Review of Government Functions.

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

Summary

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.

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.

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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1. 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 obijectives 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 demonsiration maintenance.



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 ZHEU-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 ) ? 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.



3. MAIN RESULTS

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

3.1. Reasons of the number of requests decrease

According to the formalized survey of households the frequency 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”, "l 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 1996 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.

a) 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.
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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.

b) 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 last 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 started 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, rats and cockroaches), order in the entries {people without
place of residence, drug addicis 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.

¢/ 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 is 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 came, 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.



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 out 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.



3.2. SUBJECTIVE PROBLEMS AND AWARENESS OF THE DEMONSTRATION 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
project. 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 vague idea 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 us2"). 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 maintenance can be described as
"friendly but tense" {according to the survey results 56,7% of the respondents have a
positive attitude towards the demonstration project). 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 aftitude 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.)

a) 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 staff 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 experiment
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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 residents 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.

¢) 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 staff 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 staft
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.
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GENERAL CONCLUSIONS

. The fact that the indicators of residents satistaction 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.

. The strengthening tendency of residents to solve the problems themselves resulted in

the changes in the number of requests to the ZHEU.

. 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.

. 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.

. 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.

. 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.

. 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 part 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. UENU U 3AJAYM UCCIIEQOBAHUS

Uenkio uvccnegoBaHus 9BRAETCH NonyvYeHne uHdopmauun o pesynbrarax
peanuiauun 0eMOHCTPaUMOHHOTO MPOEKTa, KOTOPYH HEeBO3MOXHO 6LiNo NONyYnuTh B
xofe npoBefeHHoro 8 deepane 1996 roga dhopmManmM3oBaHHOro BsIBOPOYHOro onpoca
npepcraesutene AOMoxo3aicTs. OCHOBHLIMU 3a1a4aMu UCCNefOBaHUA SBNANUCD:

1. BoigBneHue rpudmMH cHUxXeHus yducna obpauweHuii B XK3Y U uamMeHeHus
CTPYKTYpb! 0bpalieHuii.

2. YTouHeHue YPOBHSA ocBeAOMNEHHOCTHU KnnsLyos (o] NpoBOJAUMOM
IKCNepnMeHTEe U UX OTHOLLIEHUA K AeMOHCTRpAaUUOHHOMY MPOEeKTY.
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2. METOOUKA

FpynnoBbie GpoKycupoBaHHbIe UHTEPBLIO

AOns nonydeHna nndopmauun o pesynbTartax peaansaiii AeMOHCTPaunoHHoro
npoekTa, KOTOPYlO HeNb3s MOAyYMTb B Xxode (POPMann3oBaHHOro  onpoca,
MCMONb30BaNca KayecTBEHHbi MeTon rpynnosbix HedopMann3oBaHHbIX WHTEPBbLIO
{pokyc-rpynn).

Bhibopka

OT60p pecHoHAEHTOB MPOBOAMNCA CPeau XWMbUOB OCHOBHOTO y4acTka
OEMOHCTpauuoHHoro npoekta XX3Y-14, npuHMMaBLKX ydacTue B BbIOOPOYHOM
oripoce npeacTasvTenein AoMoxosaircts (despans 1996 r.).

Npn oTGope pecnOHAEHTOB wucronb3oBanacb KBOTHad uenesas BbiGopka.
KeoTupoBaHue Npon3BOAMNOCH MO ABYM KpUTepuam. JacTtoTe obpaweHna 8 X3Y (He
obpaulasumecs B )XY 3a nonroga npejwecTsoBaslive deBpanbCKoOMy ONnpocy wu
obpalasluneca) n Bospacty (4o 45 net u ctapwe 45 net — paspeneHne No MegnaHe
¢deBpanbCKOn BbIDOPKU).

Buino nposegeHo 4 rpynnosbiX  (OKYCUPOBAHHBLIX  UHTEPBbLIO. Obuee
KONNMYECTBO pecnoHAeHToB — 29 4enoBex.

KeoTsl BospacTt Utoro
(KonMyecTBO 4enoBek) .

Yactota o6pauenmusa B KI3Y 0o 45 ner crapwe 45 net

He obpallaBLimecs 7 7 14
obpauiasLinecs 6 9 15
UToro 13 16 29

MeTognuka rposegeHMs UHTepBbLio
B xoQe WHTEPBBLIO pecrnoHaeHTaM NpeAsaranocs:

—  OUEHWTb CcocTosHWE XUIMNLWHOIo Xo39icTBa (B UEeNOM U MO OTAesbHbIM
npo6neMaM) N U3MeHeHus, NnponsoLlleawmne B Te4eHne nochenHero roaa,

- pacckazaTb O cnocobax peweHns nNpobnem, CBA3AHHBIX C XUJWLLHO-
KOMMYHarnbHbiM X03ARCTBOM, PecnoHaeHTam, obpaulasuiumea B X3Y, npegnaranocb
oueHUTb kKadecTeo paboTbl X3Y W wmnaMeHeHnsu, npouzollefuine B TeYeHue
nocnegHero roaa;

— OUEHUTb COCTOAHNE KOMMYHaNbHOIro 060ﬂy>KVIBaHMﬂ B LEeSIOM U UBMEeHEeHN],
npov3oLweguine B Te4yeHne nocnegHero rona;

— pacckKkasaTtb, 3HaloT N1 OHM O NpoOBOAUMOM 3KCMepuMeHTe, Ha3BaTb
NCTOYHNKU MHpOPpMALIMN 1N BbiCKa3aTbh CBOE OTHOLUEHUE K IKCNEePUMEHTY.

NHTepBbio AMnUce B cpefHeM Gonee waca. OcywlecTBAsnack BUAEO3ANUCH
WUHTepBbLIO. Bugeomarepuansl C 3anUCAMW UHTEPBLIO ABNAIOTCA NPUIOXKEHNEM K
JaHHOMY oTyeTy.

©®1986 ExMedia Centre Lid.
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3. OCHOBHBbIE PE3VYJIbTATbI

[NaBHbI BbIBOA, KOTOPLIA MOXHO cAenaTb Ha OCHOBE MONYYEHHLIX B XoAe
GOKYCUPOBAHHbLIX WHTEPBLIO [AaHHbIX, COCTOWUT B clepyloueM: X3Y-14 gaenaertca
opraHuzailmein, OpPMEHTUPOBAHHOWK Ha MNpPou3BOACTBO TORapa (ycnyr no
0BCNYXUBAHNIO XUMULIHO-KOMMYHaIbHOMO XO35iCTBa), HO He Ha y[AoBneTBOpeHue
HYXAO, NoTpeBuTeneit. MimMeHHo 3To B nepByw oyepeab obycnaesnusaeT oTcyTcTeue
3aMeTHbIX ynydlleHnid B MokasaTensax YyAoBMETBOPEHHOCTU XUMNbLOB Ka4yecTBOM
KOMMYHaNbHOFO OOCNYXUBaHUA, AaXe MPU HaNMM4MU onpefefieHHbiX MOMOXUTENbHbIX
cOBUIoB B 0DBLEKTUBHbIX Nnokazartensx padoTtbl XK3Y.

B naHHOM oT4eTe aHanui pesynsTaTtoB ¢oxKyc-rpynn Tematundecku paspeneH
Ha ABe 4YacTu. B nepeoi 4acTu peyb uMAeT O KOHKPEeTHbiX OObeKTUBHLIX npobnemax
KOMMYyHaNnbHOFo 06CnyXMBaHWS, Ha KOTopble B NepByO ovyepenb o6paluakoT BHUMaHUe
XUNbUbl  (MPU  3TOM  UCMONL3YIOTCH  KOMMYECTBEHHble pe3ynbTaTkl $eBpanbCcKoro
¢dopMann3oBaHHOro onpoca), BO BTOpoi — 0 cybbekTuBHbIX Npobnemax,
BO3HUKAOLWMX BO B3aWMOOTHOLUEHNAX X3Y N notpebuteneit, B TOM 4uche U o
npobneme OCBEAOMMEHHOCTW ©O MPOBOAVWMOM 3KCNepuMeHTe. [py 3TOM TepMUHb
“00beKTUBHbIE" W “cybbekTMBHblE" HOCAT HECOMHEHHO YC/OBHLIA  Xapaktep.
OCHOBHBIM MIPUHLUMNOM pas3feneHus aBndeTcs To, 4To NpobnemMbl NepBoOi rpynnsi
CBA3aHbl, Npexfae BCero, ¢ NPOU3BOACTBEHHON AeaTenbHocThio X3Y, a BTOpoi — ¢
KOMMYHWUKALMOHHOW  WNKM, ecnn  UCNOoNb30BaTb  PbIHOYHYID  TEPMUHOMOMUKD,
MapKeTUHIOBON AeATeNbHOCTLIO.

3.1 O6BLeKTUBHbIE NPOBSIEeMbl KOMMYHaNIbHOTr0 OOCNYXXMUBaHWUd
3.1.1 Mpu4KHbI CHMXeHUs Yucna obpatueHnin

Mo paHHbIM dopManM3oBaHHOro onNpoca AOMOX03ANCTB, 3a MNoNroAa — C UIOHS
no desBpant 1996 r. — yacrtoTa obpalleHnih B8 X3Y no pasnuyHbiM npobremam 8
pacyeTe Ha OOHO AOMOXO3ANCTBO HECKOMbKO CHU3WUMACb MO CPaBHEHUID C OaHHbIMU
npeablaywero onpoca (cootTeetcTBeHHo 0.7 1 0.9). Takke HECKOSIbKO CHU3UNack AoNg
obpalileHniti oT 4ucna npobnem B pacdyeTe Ha oaHo fomoxosancteo: 0.27 no
pesynbTaram nepsoro onpoca n 0.2 no pesynbTaram BTOPOro.

Mo cnoBam pecnoHOeHTOB, Yy4acTBOBABLUMX B (HOKYCUPOBAHHBLIX WHTEPBLIO, B
TeyeHue nocnegHero roga — No CpaBHEeHWo ¢ NpedluecTBYIOWUM — oHU obpaliarotcy
B XK3Y He peXxe, a B HeKOTOPbLIX Cliydasx paxe dvawe. 370T dakT obbacHsaeTcH
cocTaBoM ¢OKyc-rpynn: B WHTEPBLID COrflacunNuUcb NPUHATBH y4yacTue noau, Ans
KOTOpbIX NpobfieMbl, CBA3aHHble C XUMULIHO-KOMMYHaNbHBIM XO39MCTBOM, SABNAKOTCH
NeACTBUTENLHO akTyankHbiMWU. 3TW nioan bonee akTusHbl B obuweHun ¢ X3Y (MHorne
M3 HUX cCamMu NPUHUMAT y4acTUe B opraHmsaumm pelleHns KOMMYHanbHbIX Npobnem
Ona ceoero AoMa nnu nogkesfa) u oHn, BEPOATHO, AeCTBMTeNLHO obpallaiTca Tyaa
CTONb Xe 4acTo, KaK W paHblLue.

Pe3ynbTaTbl MHTEPBBIO MNOKasanu, 4To BCe PecnoHAeHTbl OpUEeHTUPOBaHbl Ha
pewleHue nNpobGnem, CBA3AHHbIX C XWIKWHO-KOMMYHaNIbHbIM XO39MACTBOM,
cBOMMUW cunamu. B xoge uccnenoBaHWs He ObiNO BLISBAEHO 3aMeTHbIX pasnuynii
Mexay rpynnamm “He obpataelumxcs B JXK3Y" n “obpawaBuwinxca 8 X3Y": za Bpems,
npowefilee C MOMeHTa onpoca W [0 npoBegeHns ¢GOKYCUPOBAHHLIX MHTEPBLIO
npakTuyeckn Bce yxe ycnenu obpatuteca B X3Y. TakuMm obBpasom, Henb3s BbigenuTs
rpynny XvunsluoB, KOTOpLIe COBCEM He obpawawnTcs B X3Y 1 pewatoT Bce npodnemsi
camn. Tak unn unHave ¢ X3IY obwawTca Bce, HO 4acToTa obpaueHus Tyaa
obycnoBneHna dakTopamu, UMelWrM 4OCTaToONHO ChiyyaiHbll XapakTep. Hanpumep,
HanM4YMe B ceMbe 4YenoBeka, KOTopbil obfianaeT cneunanbHbiMKM HaBblKaMn U MoXeT
pewnTb Kakmue-To Npobiembl caM; COCTOSHUEM A0Ma, B KOTOPOM XUBYT PecnOHOEHTbE
(Hanpumep, Xunblbl [oMa, HaxoAswerocs B aBapUMHOM  COCTOSHWW, 4acTo
noanMcbiBalT COBMECTHbIE NeTULUMWM B pasHble MHCTanumu, B TOM uucne u X3Y);
cknafom xapakrepa (“Mbl ctapaemcs B K3Y He o6pauniatbcs, TOMBKO HepBbl
M3MoTaelb U NoTepsielb BpemMa”, “9 He Moy C HUMKU cobaunTtbea™).
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B Heckonbko Honbliel cTeneHn Ha pelteHne npobnem coBCTBEHHBIMU cunamm
OPUEHTUPOBaHLI PECNOHAEHTHI B Fpynnax Ao 45 net — 1o ecTb Nioan 6onee akTUBHbIE
coumansHo, UMellMe OTHOCUTENBHO BbLICOKME, MO CPaBHEHWIO C NeHCUOoHepamu,
DOXoAbl U B 3TUX cemMbaxX 4alle ecTb NoAN, CNOCOOHbIe CaMOCTOATENSHO BbINONHUTL
Takne paboThi. PecnonpgeHTsl ctaplue 45 net obpaltaorcs B XK3Y yawe n no Bonee
WMpoKoMy kpyry npobnem, nNOCKOMbKY He XBaTaeT cun W cpeacts  Aang
CaMOCTOATENBHOIO UX peLleHnd.

Hapno oTMeTUTb, 4TO AaHHas TeHAEeHUMA — AenaTh Bce, YTO MOXHO caenaTthb,
CaMOCTOATEeSIbHO — NpOsBAAeTCa AaBHO. Bce pecnoHOeHTbl oTMeyaloT, 4YTO OHU
cTapalTCd BCe fenars CcaMun He TONbKO B TeYyeHue NocnedHero BpeMeHu, OHW Tak
henanu Bcerpa. lNpnynHa — HanuMyne y pecrnoHAeHTa HeraTMBHOFoO onbita obpatwleHns
B JKQVY, korga 3anBka He Obina BoiNonHeHa Boobule, ObiNa BuiNoOMHEeHa HeKadyeCTBEHHO
VAU Xe 3a BbINOSIHEHWE 3aABKN C PeCnoOHAEHTOB TpeboBanu AONONHNTENbHYIO, HUYEM
€ UX TOYKU 3peHNd He onpaBfaHHylo, gonnaty (“3a BCe HyXHO CTaBWUTb OyTbinky").
Takum obpasom, y 3HaAYMTENLHOW YacTU PEeCcnoHAEHTOB [AaBHO cdOpMUPOBANoch

ycroiumBoe ybexgeHue; obpawiatbcs 3a peweHueMm csoux npobiem B X3IY —
B6ecrnonesHo.

MpuunHa CHUXeHua 4YacToTel ofpalleHuii  3akno4aeTcd B cliefylollem.
JKOHOMUYecKaa cutTyauus, cnoxuselladaca B nepuop ¢ feta 1995 ropa no desBpanb
1996 ropa cywecTBeHHO oTnM4aeTcs oT cuTyauuu, 1994 roga — nNepBON MOSIOBUHLL
1985 roga. C OAHOW CTOPOHLI, NO AaHHbiM (eBpanbCcKoro onpoca NPoW3oLWwnu
3HaUYUTeNIbHbIE U3MEeHEeHUa B Joxofax PecnoHOEHTOB W CTPYKType 3TUX [O0XO40B:
CpedHUW [oXo[, Ha OJHOro 4esioBeka B cCeMbe Bbipoc B 1.5 pasa, a KoAn4yecTBO
OTHOCWTENIbHO BbICOKOAOXOAHbLIX CeMel 3amMeTHO yBenuuunock. Mo gaHHbiM onpoca
noayv € BLICOKMMW AoXOAamMu 3HaunTensHO pexe obpalatotcd B XK3IY, nonaragcek Ha
cobcTBeHHble cuibl. KpoMe Toro, K 3TOMYy Mepuody 3aBepluMnack KamnaHusa Mo
npuvBaTU3aLunKn Xunbka (Mo AaHHLIM onpoca, Bnafesiblbl NPUBATU3UPOBAHHBIX KBAPTUP
TaKke Gofblle HageloTcd Ha coBCTBEeHHble cunbi). C° APYroil CTOPOHBI, B TeyeHue
rnocnegHero roja cgopmupoBanack UHGPaAcTpyKTypa, NMo3Bongwlana peltats CBOU
XUNULLHBIE U KOMMYHanbHble npobnembl 6e3 nomowu XK3Y: noseuaock Bonbluoe
Konudectso GuUpM, Mpepnaralwwux  YCNyrm Takoro poaa.,  pasHooBpasHble
cTpouTefbHble MaTepuanbl. TakuMm o6pasoM, MOXHO NpeanoNoXuTb, 4TO B
M3MeHMBLUENCHA CcUTyauunm TeHOeHUMs K pelleHU KOMMyHanbHbIX npobGnem
COOCTBEHHbLIMU CUNIAMWU  YCUAMUAIACh, UTO [(PUBESI0 K CHWKEHMIO YacToThl
obpaleHuin B XK3JY.

3.1.2 [MpuW4nHbI U3BMEeHEeHUA CTPYKTYPLI 00paileHuin

Mo pesynbTatam nocnefgHero onpoca, HaubBonee vacTbiMM noBogamMu Ans
obpaweHus B X3Y aBNAETCA COCTOAHME CaHTEXHUKWU, TexXHUYecKoe COCTosHUEe
KBapTUpbl, cocTofHWe 3anekTpoobopyaoBaHus, 4YMCToTa NOALE3A0B, COCTOSIHUE
OTONMUTENBEHOW CUCTeMbl, nogaya XoJNIOAHOW BOAbl, COCTOSIHME KOMMYHMWKaLWA,
coctofiHMe fJoma B UenoMm. [lo cpaBHeHUIO € pesynbrataMn MNepBOro onpoca
CTPYKTYpa obpalleHuit HecKoNbKo W3MeHWNack: B MepByld Aecarky nepeMecTUaUCH
npo6aeMel, CcBA3aHHbIE C COCTOSHMEM 3NeKTpooBopyaoBaHUS U OTOMUTENBLHOM
CUCTEMBI.

CTpyKTypa cyulecTsylowmx npobnem (Mo 4acToTe Ux BO3ZHMKHOBEHUA) ocTanack
NPaKTU4ECKM HEeU3MEHHOW, 4TO CBUAESTEALCTBYET O HaAW4UM rpynrbl Npobaem,
KOTOpbie He pelalnTcd KapAuHanbHO W CYLWecTBYIT MOCTOAHHO. Takoi BbIBOJ,
noaTeepxAaetcd AaHHbIMW, MNOAYYEHHBIMW B xode (OKYCUPOBAHHbLIX WHTEPBbLIO.
MpakTuyeckn Bce PpecrnoHAEHTbl HasbliBanu OOHU M Te Xe npobnemMbl, NepeyeHb
KOTOPbIX  MOMHOCTLIO  coBMagaeT C  AaHHbiMU  GOpPManN3oBaHHbLIX  OMNPOCOB.
XapakTepuaysl COCTOSSHME KOMMYHAaNbHOFO X039ACTBa B LEAOM, PecnOoHOeHThI
OoTMe4aloT, 4To B oflleM Bce CTano XyXe, MOCKOABKY “AoMa cTapble U paspylualTcs,
a 3a HUMU HUKTO TONKOM He cneamT”.

NpuynHbl N3MeHeHUa CTPyKTypbl obpalueHuini 8 XK3Y GbiAn BbIGBAEHbLI B XO4e
nposeAeHNa ¢GOKYyCUpOBaHHbIX WHTepBblo. OcTaHoBMMCA noppoBHee Ha  Kaxaow
rpynne npo6aem — B NopsaaKe 4acToThl UX YNOMUHAHNA pecrnoHaeHTamu.
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a) BnaroycTpOMACTBO WU HUCTOTa TeppuTtopun.

Kak npasuno, pecnoHOeHThbl ‘roBopsT 06 3Tux npobnemax kak o6 oaHoW
npobnemMe cocToAKWA TEeppUTOpPUK BOKpPYr Aoma (xoTd B onpoce OHW OBbuin
pazBefieHbl). B oty rpynny 4awe BCero BKNOYAaWT: OTCYTCTBME UM MUIoXoe
BnaroyctpoicTso AeTCKMX ffowajzoK, OTcyTcTBMe MecT pAng  Bbeiryna cobak,
OTCYTCTBME creumanbHbiX MeCcT [ CTOAHOK asToMobunei (aBTomMobwunu CToAT
NpocTo BO ABopax), HeAOoCTarTo4Hoe oO3efleHeHWe [JBOPOBOW TeppuTopun, CBanku
Mycopa, pacrofioXeHHble HenocpeacTBEeHHO BO ABOpPax, 3arpfA3HEeHHOCTb [BOPOBON
TEppPUTOPUN.

BnaroyctpocTBO M ynctoTa  ABOPOBOW  TeppUTOPUKM  OUEHUBAKTCH
pecrnoHfeHTamu kpaliHe HeyAOBNeTBOPUTENbHO (4TC COOTBeTCTBYET peayfbTartam
onpoca). flpn 3toM no 4actoTe obpaweHnit yuctota M 6B1aroycTpoeHHOCTb NO
pesynbTaTaM nocnegHero onpoca CTOAT cooTBeTrcTBeHHO Ha 14 wu 15 mecrax.
MpUYMHBI MOMYT 3akslo4aTbCa B CNeayiloleM.

PecnonpeHTbl B 3HauYNTENbHON cTeneHn CBA3bIBAIOT  HUCTOTY 7]
BnaroycTpoiicTBO TeppuTopyM C BHEWHWMK dakTopaMu: Hanuuue Bo3ne aAoma
TOProBbiX ToYeK (MarasvHbi, KWOCKN, MUHU-PBLIHKN) NN OPUCOB Kaknx-nnbo GupmM Ha
MepBbiX 3TaXax AOMOB, pacluupeHve Aopor un BbipyBka B CBSI3W C 3TUM 3efeHbiX
HacaxJeHni; OTCYyTCTBMEe B ropofe OOLWEeCTBEeHHbIX TyaneToB (B CBA3W C 3TUM B
KaYecTBe TaKOBbIX WCMOMb3yHOTCS ABOPbI U Nogbesfbl), obulee cHUXeHue ObiToBOR
KYNbTYypbl HaceneHwq; 6onbwoe xonuuectso Gomxel; yxyaweHve paboTbl opraHos
obulecTBeHHOro nopaaka WM T.N. BONbLUIMHCTBO pecnoHOEeHTOB cyYMTaeT, 4YTO B
YCNOBUAX YxXyALeHns obuwein cutyaummn XK3Y He B COCTOSHUN KapanHanbHbiM 06pa3om
3Ty CUTyauui W3MeHUTb. B TO Xe BpeMA pecnoHAeHTbi OTMevalT, 4To XK3Y u He
nenaert nonbiTOK MNOBAUATL Ha CUTYaluuild, M3MEHUTb XOTHS Obl TO, YTO BO3MOXHO
U3MEeHUTL. HanpuMmep, OTBECTU cNeuMasnbHbie MecTa And Bbiryna cobak n cneautb 3a
3TMM (WTpadoBaTh), 3anNpeTUTb Npoesa aBToTpaHcnopTa no Aropam u T.n. MHorme
cumTawT, 4to K3IY OONKHO  coTpyaHuWd4aTb B HaBegeHun  nopsagka ¢
NpPaBoOXpPaHUTESIbHbIMKU OpraHamu.

OueHnBag U3MEHeHUsa, NPousowleflne B COCTOAHUN OBOPOBON TeppuTopum,
pPecnoHAeHTbl OAHO3HAYHO OUEHWBADT WX Kak W3MeHeHWd K xyawemy. Hapo
OTMEeTUTb, YTO PEeCMnOHAEHTbI CPaBHUBAKT CYLECTBYIOWYO CUTYaLNIO He C NPOoLUSbiM
rofoM, a C TeM BpeMeHeM, Korga ol B 9T0T AOM Nocenunnck — Kak npasuno, 6onee
Jecatu neT Hazapd. MaMeHeHVs K XyAlleMy Hadanucb AaBHO WM B MPOLUAOM rody aTa
TeHAEHUNA coxpaHunacb. EOWHCTBEHHOE MONOXUTENbHOEe W3MeHeHWe, KoTopoe
OTMeYaloT NMpakTUYeCcKN BCe PEeCMNOHAEHTbl — YNy4ylleHUe B TeyeHne nocfneaHero roaa
paboThl ABOPHUKOB (OBOPHWKW CTanu TwartefbHee ybupaTb TeppUTOpPUIO, WX vaule

BUASAT 3a paboToin). PecnonaeHTbl pacueHuBaT 3TOT daxKT KaKk HexoTopble COABWUIMM B
paboTe X3Y.

Ob6paileHna B XX3Y vauwe Bcero ceasaHbl ¢ BnaroycTpoeHHOCTbI0 TeppuUTopuun
— obopyanoBaHnem AeTCKUX NNOLAS0K, COOpPYXeHWe cKameek Yy NoabLe3noB u T.n. Kak
NpaBuio, 3TW 3asBKW He YAOBAETBOPATCA WUNM YAOBMETBOPHIOTCA O4YEHb MNOXO.
Mpobnembl, cBaA3aHHble € 6NaroyCTPONCTBOM TEeppUTOPUW, MUUb B OTAENbHbLIX
cnyyasx peularTcs pecnoHAeHTaMl caMOoCTOoATEeNbHO (PEMOHT CKaMeek, oKpacka UuX,
O3€e/leHeEHNE TEeppUTOPUN, COOPYXeHWe U PEMOHT AeTCKUX naowadok). 3Tm
Meponpuatua  TpebywoT  goctatodHo  BonbluMx — maTtepuwanbHbix — 3aTpar W
OpraHn3alOHHbIX YCUMUKI, NMOSTOMY CaMOCTOATENbHO 3TU NpobnemMbl pelakT TONLKO
nocne 6Gespe3ynbTaTHbIX obpalleHun B XX3IY. HTo KayaeTca ybopku Tepputopumn, To
pPEeCnNoOHAEHTbl COrfacHbl y4acTBOBaTh B yOopke, HO MPWU YCNOBWU, YTO OpraHmM3auuio
3TON paboThl U AanbHeluwee NogaepXaHne nopagka BosbMeT Ha cebq XK3Y.

b) Yuctorta n oceeleHVe NogbLe3NO0B.

pynna npo6Gnem, cBA3aHHbIX C COCTOAHWEM MOALE3[0B, NO AaHHbIM Onpoca
aBnderca Hanbonee akTyanbHOM U OOHUM U3 rMasBHbIX NOBOAOS ob6palieHns B XK3Y.

Bce pecnoHAeHTbl OTMEYaloT, YTo 3a NocfiefHee BpeMAa — B TOM Yucne u 3a
nocneaHuit ron, — NPOU30LLIAN 3aMETHblE M3MEHEHNa B XYOLUYIO CTOPOHY. Bo-nepsbix,
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CKa3biBAETCH BMNAHNE BHELLUHWX 0OCTOATENLCTB (NosBNeHne 6omMxelt 1 HaApPKOMaHOB B
noavezaax). Bo-BTopbiX, pecnoHAeHTbl cyuTaloT, 4To X3Y crano xyxe paboraTtb B
3TOM HanpasneHuwn. Ecnu padbilie NoAbesfbl XOTb Kak-TO ybupanu, To Tenepb BO
MHOMMX noabespax ybopka cunamu X3Y Boobule He npounzsoanuTca. PecnoHaeHTsl
cunTaloT, 4to X3IY nubo 3KOHOMUT cTaekun ydopuinu, nrbo 3T CTasBKW HACTOMbKO
Manbt, 4TO HUKTO He cornawaetcqa pabotath. [lpn aTOM pecnoHAeHTb HeJOYMEeBaloT,
noyemy X3Y, cymeBlUniA opraHnsoBaTtb paboTy ABOPHWUKOB, HE MOXET OopraHu3oBaTth
paboTy ybopuwul B nogvesfax. Jiiub HECKO/IbKO PecnoHAEHTOB OTMEeTUNW, 4To B
nocnegHee Bpema nogLesnsl ctann youparts nydwe. JIloBonbITHO, 4HTO OHU CBHA3LIBAIOT

3TO C onpocamu — “Mnocne Toro, Kak k Ham NPUMXOAUNN U onpalumsany, cranu nyudwe
ybupartb”.

O6pauleHna B XK3Y No nNosofy COCTOAHUA NOALe3OB A0CTATOYHO 4acTbl, HO
OHW CBA3aHbl HEe TONbKO C YOOPKOWN, HO U C COCTOSIHUEM MyCoponpoBoAos (3abuThl, oT
3TOro — 3anax, KpbiCbl U TapakaHbl), NOPAAKOM B noavesnax (B noabesfax XuBYT

BOMXW, HapKOMaHbi), HeOOXOAWMOCTbIO (POBefAeHUs pPeMoHTa, OCBELLEeHUEM

noabesnoB. Kpome TOro, HeKoTopble pecnoHOeHTbl CYUTaKT, YTO YycTaHoBKa
Xenesubix ABepen B noake3nax — 370 Takke obazaHHOCTL XK3IY 1 8 OiopkeTe Ha aTH
uenu BblaeneHbl cpenctea. B OonblMHCTBE cnyvaeB oOpalieHus HU K Y4eMy He
npuBOAAT.

Mpo6Gnembl, CBA3aHHbIE C COCTOSHWUEM MNOALE3NO0B, PECMNOHOEHTHLI Hauwe, 4eM
npobnemel, CBA3aHHblE C COCTORHWEM [BOPOBOW TEPPUTOPUMU, CKIMOHHbLI peliatb
camocToaTensHo, OHM 3a CBOW cyeT yCTaHaBMMBAIOT XeNes3Hble ABEepU B NoaLesnax,
HaxsuMmailoT ybopuwmuy nubo opraHuMzyloT yBopky CBOMMW cunaMm  (4acto —
pononHUTenbHO K ybopke, KOTOpyio npou3BoAaT paboTHukn XK3Y, NOCKONbKY
cymMTaloT, 4yTo ybopka BbiMOMIHEHa HekavyeCTBeHHO), 3aBrapMBaldT MYCOPOMNpoBoA W T.M.
C oOHOW CTOpOHbLI, HeobxoAMMOCTb pewaTb NpobnemMy camMoOCTORTENbLHO Bbi3biBaeT
HEeJOBONBCTBO PECMOHAEHTOB — OHW CUMTAIDT, 4TO 3TO BXOAUT B 0693aHHOCTM X3IY u”
K3Y nmMeeT Ha 3TO cpedcTBa; C APYrol CTOPOHbI, OHU NPU3HAIKOT, YTO BO MHOMOM
BUHOBATbLI CaMu XW/blibl, HE cnegsilumMe 3a NoOpPaaKOM B noabe3nax.

c) CocTosiHue caHTeXHUKW.

Fpynna npobnem, CBA3aHHbLIX C COCTORHWEM CaHTEeXHUKN — KakK B KBapTupe,
Tak U B [OMe B UENOM — gBAsSeTc ofHOW U3 Haubonee akTyanbHbix npobnem wu
Hanbonee 4acTbiM noBoaoM obpauleHnt B8 X3IY. Kak HanbBonee yacrto nosoabl
obpailleHnii pecnoHAeHTbl Ha3biBalOT 3acopbl U NPoTedkn TpyG BHYTPU KBapTuphl,
HeoBXoANMOCTEL 3aMeHbl I PEMOHTA YCTapeBLLero caHTexHnyeckoro obopynosaHms
B KBaprupe, MMoOxXol Hanop XONOAHOW W ropsyeld BoAbl, HWU3KOEe ee KayecTBo —
Hannyue pxXae4ynHbl, Hanpumep (3aTn npobBnembl pecnoHOEHThbl CBR3bIBAKT C
COCTORHMEM cCaHTexHWKW), Hanu4ne BoAaLt B nopsane agoma W, Kak cneacTBue —
CbIPOCTb, 3anax, KpbiChl.

CocToaHue CaHTEXHUKW pecnoHAeHTbI oueHnBsawT Kak KpalHe
HeynoBNeTBOPUTENbHOE, NUlIb B HECKONbKUX CAy4aax oHO 6bino  NpU3HaHo
yNOBNEeTBOPUTENbHLIM WU TO OTMeYanocb, 4To TpyBbl nNopa MeHaTb. JloMa CUAbHO
pasnuyalroTca Mo cpokam NposBefeHns NocnefHero KanuTanbHOro peMoHTa C 3aMeHo
CaHTEXHWKW: B HEKOTOPbIX Aomax Tpybbl He MeHsnn ewe HU pasy u caHTexHuka, no
OUEHKe PecrnoHAEHTOB, HaxoauTCa B aBapUintHOM COCTOSHWW, B OPYrUX 3ameHa
npoucxoamna HECKONbKO pa3 W uHorga — B nocnepHee BpemMs (pecnoHAeHThl
CBA3bLIBAIOT 2TO C Nepejadein AOMOB W3 BeAOMCTBEHHOW CcOOBCTBEHHOCTU B
MYHULMNaNbHY0), PecnoHaeHTbl OTMe4aloT, 4TO 3aMeHa CaHTexXHUKW He Bcerpa paet
oxugaembih addekt: B paae cnydaes paboTbl Obinn NponsBefeHbl HEKAYECTBEHHO U
HOBble TpyObl TekyT. Kpome Toro, HasbiBaioT cnyy4aun, Koraa BMecTo HoBbIX Tpy6 cHoBa
ycTaHaBnuBanun crapble, B3AaTble U3 Apyrux nogbe3nor. PecnoHpaeHTsl nonarawT, 4To
HoBble Tpybnl (U Apyrue matepuansl) padoTHUkM XX3Y npopatoT Ha CTOPOoHY.

B OonblunHCTBE CydyaeB MNNOXOe COCTOSIHUE CaHTeXHUKWU pecnoHAeHTbl —
0cOBEeHHO XuMByUlMe B CTapbiXx AoMax — CBA3bIBAOT C SNUTENbHbIM OTCYTCTBUEM
KanuTansHOro peMoHTa C 3aMeHOW CaHTexHWKU. Kak npaswno, BUHY 3a 3To Ha X3Y
HEe BO3faraiwT, CYWTas, YTO CPEeACcTBa Ha ero NpoBefeHue He BbiaenaeT FopoACKON
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BroaXeT (UCTOYHWMKOM Tako WHdOoOPMauUU CHAYXWUT, Oo4YeBUAHO, XK3Y, NOCKONbKY
pecnoHAeHTbl Tyaa yacTo ofpatianues). Flo MHeHWI0 peCrnoHAeHTOB, UMEHHO 3TO —
crapas, Tpebylouwas 3aMeHbl CaHTeXHUKa — ABNAEeTCH [NaBHON MNPUYMHOA TOro, uTO
K3IY He ypaeTcs codepxaTb caHTexHudyeckoe o6opydosaHve B HOPMAalbHOM
COCTOSIHUMN.

Ewe oaoHa npuumnHa 4Yactoro obpauieHus B X3Y, Mo MHEHWIO pPecnoHAeHTOoB —
oTCyTCTBME MPOdUNaKTUYECKUX OCMOTPOB caHTexHudeckoro obopynoBaHuns, KoTopblie
Mornu 6Bbl NpenoTBpaTuTb BO3HWMKHOBEHWE aeapuiHbiX cuTyaumin. B page cnyvaes
Takme OCMOTpb! BbiAW paHblie, HO B RNocnegHWe roAbl NpekpaTUANCh (3TO 4acTo
CBR3bIBAIOT C Tem, 4TO YBOJWICS WAM yWen Ha NeHCUIo KakoW-TO KOHKPETHbIN
cfnecapb) WM Xe NpoBOAATCA 4ucTo dopManbHO (“Hac poma He 6bi1o, npuilen
cnecapb, nonpocun pebeHka pacnucartbCa U paxe Hu4ero He nocmortpen”). Jinwb B
HECKOfIbKUX Clydasix pecrnoHAEHTbl MoBOPSAT, YTO NpoduaakTnyeckue OCMOTPbl Y HUX
Havyanuchb B nocnegHee BpeMs W BbINONHAOTCA He dpopManbHo.

B uenom kadectso paboTbl checapeil pecnoHOeHTbl — 33 peakuM
WUCK/NOYEHUEM — OLLeHMBAIOT NONOXUTENLHO, OTMeydaq, 4To 3a NocnegHniA ron B 3ToM
chepe NPOU3OLWINIM U3MEHEHNA K NydliemMy (cnecapsi cTanu BexX/UBee, He CMNopsiT C
Xunbuamu, BbicTpee NPUXOAAT Ha Bbi30Bb). TaM, rae Takue U3MeHEHUs MPOoU3OoLLNUN,
pecnoHfeHTbl CBA3LIBAIOT WX C TeM, 4to X3Y noBbicuno TpebGoBaHUS K CBOUM
paboTHMKamM. PecnoHOeHTbl cuutaloT, 4To cinecaps oOblyHO AenarT Bce, HTO MOrYyT,
HO, Y4UTbIBAs aBapUiHOE COCTOSIHWE CaHTeXHWKWU, OHW He B COCTOSHUM KapAuHanbHO
U3MEeHUTb CUTyauuio.

MNpo6nembl, CBA3aHHbIE C COCTOSHUEM CaHTexXHWKW, SABNAKOTCHA, OYEBUAHO,
Haubonee yacTbiM NOBOAOM obOpatieHnii B XK3Y etlle 1 NOTOMY, 4TO XUNbLibl HE MOTYT
cnpaBuTbcs C 3TuMu npobnemamn camocTosTenbHo, 3Ta pabora TpebyeT
creyuanbHblXx 3HAHUW W HaBbIKOB. OBLIMHO CBOUMW CUNaMWn XKUNblUbl NUKBUANPYIOT
Menkue aBsapuu. .

d) CoctosaHue anekTpoobopynoBaHua.

Mo pesynbTatam §eBpanbCcKOro ornpoca CcocTosHWE 3/1eKTPOTEXHUYECKOro
obopynoeaHns kak noeof, ans obpatueHns B X3Y nepemectuncs ¢ 13 Ha 3 mecTo.
Mpu 3TOM KakK 4acTo Bo3HMKawuwias npobnemMa cocTosHWe 3nekTpoobopynoBaHUs
pecrioHaeHTaMM He paccmarpmBaeTcs. MOXHO npeanonoxumTb, YTO  YacTbie
obpateHna B XX3Y cBA3aHbl C OTKNIOHEHUAMW B 3TOT Nepuom, aNeKTpoaHeprun.

PecnoHpeHTbl OSWCTBUTENBbHO OTMedanu, 4TO B NocnegHwih rop, 4acto —
ocoOeHHO MNo BevYepamM — OTK/HOYANN 2NeKTpudecTBO. F[IPUYUHBLI  OTKOHEHUR
pecrioHfeHTamM HeuseecTHbl. [lpobnema pelanack focraTtoyHo ObICTpo, B TedeHue
OHA — TenedoHHbIM 3BOHKOM B K3Y unn aBapuiiHyio ropogckyto cnyx0y. Euie oguH
MoBOA, BO3HWKHOBEHWUS nNpobfieM C 9NeKTpooBopyAoBaHMEM — MPOTEYKN KPbiln,
KOTOpble MPUBOAST K HAMOKAHWIO 3NEKTPONPOBOAKWU.

Boobuie npoGnembl, CBA3aHHble C COCTOSHUEM  3NEeKTPOTEeXHUYeCKoro
oBopynoBaHng, pecnoHAeHTbl CTapalTcs pewarth CBOUMK cunamMu (3aMeHa po3eTok,
BoiKtO4aTenel, sameHa nposoakun), obpauwadce B X3Y NUbL B TOM clydae, ecnn
aBapus NMPOUCXOOUT BHE KBAapTUPhbI.

e) TexHuuyeckKoe CcOCTOSIHUE KBaApTWUPLL.

Arta npobrema — BTOpas No YacTtoTe ofpalleHWin (No pesynbraram NepBoro
onpoca oHa CTOUT Ha LWecToM MecTe).

B paHHOM cnydae pecrnoHAeHTbl FOBOPAT O HeoBXoAMMOCTW 3aMeHbi CTapbIX
nonoe, NepenneToB U Tak pganee — TO €CTk O TOM, 4YTO B AOMax NaBHO He NPOBOAMICA
KanutanbHblh peMoHT. Ho nosoaom ana obpatueHuin B JK3Y aBnaeTcs, ckopee BCero,
apapuiiHble cUTyauum — HanpuMmep, npoTedka Kpbituu (06 3TOM yaule BCEro roBopst
pecnoHAEHThHI, XWUBYLIME Ha NocnefHUX u npegnocnefHux ataxax). OTa npobnhema
cylwlecTeyeT [aBHO, MNOCKONbKY B XX3Y B 60AbLUMHCTBE CAydyaeB He pearupyloT Ha
obBpatleHns, CCbinafcb Ha OTCYTCTBUME cpefcTB Ha Takue paboTel U npepnaras
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XUMbLAM 3aHATHCA PEMOHTOM KpbllM camum. OveBnaHO, B Nepuof, OxBadeHHbIN
0ONpPOCOM — 0CeHs — 3Ta Npobtnema obocTpunace.

f) OTonutTennHaqa cucrema.

MNpo6fieMbl, CBA3aHHbIE C OTONUTESNLHOI CUCTEMO, 0BOCTPUANCE, BEPOATHO, B
CBA3M C HadanoM OTONMUTENLHOFO ce30Ha. PecnoHAeHTbi FoBopAT, 4TO BO MHOIMMX
KBapTMpax 3uMOI XonopHo, HW3 BaTapei xofnogHbliA. B Hauyane oToNMTENLHOro
cezoHa obpauleHna B XXK3Y yacTo ceszaHbl C NpoTeykami OTONUTENBHON CUCTEMbI,

PecrnoHOeHTbl  oTMedaloT, 4TO W3MeHeHuiA B 3TOM  OTHOWeEeHUW  He
Habmopaerca, PaboTHuku >K3Y ccbiialoTcs Ha TO, 4TO OTonMTefbHaa cucrtema

ctapasi, Tpybbl 3aBNTbl PXaBYMHONW N X HEA0 NOJIHOCTLIO MEHATL, Ha 4To y XK3Y HeT
CpeacTs.

©®1996 ExMedia Centre Ltd.
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3.2 Cy6beKTUBHbIe NpOGNeMbl U OCBEAOMIEHHOCThL 00
3KcnepuMmeHTte

MpakTuyeckn Bce PecrnoHAEHTbI 3HAlT O TMPOBOANMOM  3KCNEPUMEHTE.
MCTOYHMKOM NHGpOpMaLMN AN BCEX ABNAKTCH MHTEpPBbIoepkl, NPOBOANBUWINE OMPOCHI,
MO3TOMY YacTb PECroHAEeHTOB 3HaeT 06 aKCnepumMeHTe ¢ neTta Npowsioro roaa, a
yacTb — ¢ ¢espang 1996. Hukakon wunHdopmaumn ot XKIY o nposBeaeHUU
3aKCMNepumMenTa A0 XUNblLloB He JosBoaunocb. [losToMy MOXHO MNpPeanofiokuTb, 4TO
XUNbLBI, He NMPUHUMaBLUKe y4acTue B onpoce, 06 3KCnepuMeHTe He 3HaoT HN4ero.

3Has 06 3KcnepuMeHTe, pecnoHAeHTbl He NPeACTaBngioT, B YeM 3ak/iovaeTcs
ero cyTb. XOTd B XOfe Ofnpoca WHTepBbioepbl OOBLACHANM pPecnoHAeHTaM, B 4em
COCTOMT CyTb 2KCMEpUMEHTA U pacckasbiBany 0 KOHAOMWHUYMaX, C TOro BpeMeHn 3Ta
nHbopmauma 3abbinacb. IKCNEPUMEHT 4acTo MyTaloT € KOHAOMUHMYMaMn, O Ccytv
KOTOPbIX TakXe MMEIOT BecbMa CMYTHOE NpefcTaBfieHne (HeKoTopbie PecrnOHAEHTbI
CNbIWANN O KOHOOMUHUYMAX Mo PagMo Unn umtanm B razeTax).

PecnoHAeHTbl ¢ BUANMBIM WHTEPEeCOM paccrpalisany mopeparopa 0 CyTu
nposoamMmoro axcnepumenta. Coobienne o ToMm, 4Tto K3Y-14 yyacTeoBano B
KOHKypce Ha npaBo obcnyxuBaTb UX AOM, Bbi3biBANO Y pPecrnoHfeHTOoB UCKpeHHee
yaMBNeHne ("a 3a4emM Mbl €My HYXHbI?"). PeCroHOeHTOB MHTepecoBaso, Kakne eule
opraHmMsaLuM y4yacTBOBaNM B KOHKypce (MHOrue nonaranu, 4to XX3Y-14 aBnanock
eOWHCTBEHHbIM MpPEeTeHAEHTOM), MoYeMy yyacTue B KOHKYpCe BbIroAHO XK3Y U uTto
CMOXeT 3KCNEePUMEHT U3MEeHUTb B CYLLECTBYIOLEH cuTyauun.

B uenoM OTHOWEHWE K S3KCNEPUMEHTY MOXHO oOxapakTepuioBaTb Kak
“nobpoxenaTentHO-HAaCTOPOXeHHoe"” (Mo pe3yabTaT onpoca MoMOXUTENBEHO K
NPoBefEeHNI0 3KCNepuMeHTa oTHocuTca 56.7% pecnoHpgeHToB XK3VY-14). Llenb
SKCMepuMeHTa — YNyHWWUTL  KOMMyHanbHoe obcnayxuBanHve —  UMMoOHUpyeT
pecrnosaeHTamM, Ho OHM COMHEBAlOTCH B BO3MOXHOCTU ee MpakTuyeckon peannsauun.
Mpu4nHa Takux COMHEHUNA NeXnT, ckopee BCcero, B NOSIHOA HEUHPOPMUPOBAHHOCTH
Xuneios X3Y-14 o NpoBoAMMOM 3KCNEepUMeHTe.

HenHdopMNpoBaHHOCTL O MPOBEAEHUN 3KCNEepUMEHTA fABNAETCH CNe[CTBUEeM
oTCyTCTBMUSA opueHTauun XX3Y-14 Ha Hyx bl noTpedbutens. [JaHdbie, NonydyeHHbe
B XOLEe WHTEPBbLIO, MOATBEPXAAIT HaMuMe HeyaoBNeTBOPeHHbIX noTpebuTenbckux
notpebHocTein. (Hano oTMeTuTb, 4TO NIOAW, ydvacTBOBaBlUMe B OKyC-rpynnax.
MPUHUMAnNM ydacTMe B OAHOM M3 Npepplaylivx OrpocoB W, OYEBUAOHO, OXuaanu
Kakux-To nepemeH. Mx oxmpaaHua He onpaBganuch, U NIOAW HACTPOeHbl KPUTUYHO.
dokycupoBaHHble UWHTEPBLID OHW  BOCMPUHUMAIOT KakK [oBo4, TMOroBoputb Ha
BONHYIOLLIYIO UX TEeMy, BbICKasaTb HaKOMUBLUMECH TMpeTeH3Mn W  OXUAAKT, 4TOo
pa3rosop nosfeyeT 3a cobon Kakue-TO KOHKpeTHble pe3ynbTaThl. )

a) MotpebHocTh B XKIY, KOTOPbIA Obl BHUMATENIbHO OTHOCUJICS K HYXAam
KWNb1LOB.

PecrioHgeHTHl cunTaloT, 4To X3OY He 3auHTepecoBaHo B noTpebutene.
MMaBHylo UeNb, KOTOpoi OHW xoTenn O6bl JOCTUIHYTbL B XOfe 3KCMNepuMeHTa,
pecrnoHaeHTbl GOpPMYyNUPYIOT Tak: “3actaButbe X3Y NOBepHYTLCR NULOM K Ham',
“zacTaBuTb >K3Y yyuTbiBaTb HaWW WHTepecbl”, “BOATU B Halle TONoOXeHue”

(xapakTepHo, 4To celyac paboTHuku XIY dalle NpocAT XWNbLOB BOWTU B UX
nonoxexHune).

O4yeBUOHO, 3KCMEepUMeHT AeACTBUTENBHO NpecriefyeT Takylo uens. Ho X3Y un
He nbiTanoch Kakum-To o6pasoMm npoaeknapupoBaTtb MoAoOHble HamepeHus —
XUNbLOB HUKTO He MHGOPMUPOBaN O Hadane 3KCrnepumeHTa, ero cyt v xoje ero
peanusaumn. VIMEHHO MNO3TOMY MONOXUTENbHbBIE WN3MEHeHWd, rpoucxojaue Ha
oTAenbHbIX yyactkax XY (ynydeHne paboTbl [ABOPHWKOB, Koe-rae — cnecapen w
yBOpLLML), PAcCMaTPUBAIOTCA PECMoHAeHTaMN Kak cnyvallHble U UM He npuaaeTcs
Bonbloro 3HayeHna. 3To He MOXeT MOBAWATL Ha CyllecTBylouwee Yy PecrnoHAeHTOB
HeraTuBHoe oTHoweHune B XX3Y, OCHOBaHHOE Ha JINYHOM OnbiTe.
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Kpome Toro, paxe ecnu NO4W 3aMeyvaioT NPoUCXoafilme W3MEeHEeHUH, OHU
YacTto [alT UM HeafeKBaTHYK oueHky. Hanpumep, ynyduwieHne paboTbl cnecapel
PECNOHOEHTH M3 OofHOro AoMa OOBACHAIOT NOo-pasHOMYy: “cflecapf Mano nofydaorT,
230 Tbicay cehyac, a B X3Y ewle u ranku sakpytmnu' u “cnecapa cranm MHOro
nonyy4ars, Gonblie MUAAMoHa, MO3TOMY 3a MecTo Aepxarca”. Hago oTMeTuTb, 4To
BOMBIUMHCTBO  PECrnoHOEHTOB cunTaeT X3IY Huweh opraHnsaumeit, paboTHUKK
KOTOPOW Mony4atoT Mano U NoTOMY He 3auHTepecoBaHbl Xopowlo paboTark.

b) NMoTpebHocTk B MHdOPMAaLLMM 0 PACXOAOBAHMU CPEACTB, B3MaeMbIX
B KayecTBe nnaTbl 3a KOMMYHanbHoe o6cnyxXunBaHue.

PecnoHOeHThl He B COCTOSAHUM OOBLEKTUBHO OLUEHWTL, COOTBETCTBYET AM nnarta
3a KOMMyHanbHoe obBchyXuBaHWe KadyecTBy oBcnyxumBaHua. C OOQHOIA CTOPOHbLI, ANS
BonbLIMHCTBA PECNOHAEHTOB NNaTta 3a KOMMYyHanbHble YCNyr cocTaBnseT [0CTaToOYHO
fonbliyld [onlo B ceMelHOM OoaXeTre W € 3Tol OYKW 3peHua He sBnaeTcs
HepocTaTo4yHON. C ApYyroi? CTOpoHbl, NIOAU peanbHO OUEHMBAIOT, 4TO 3TUX CPencTs
MOXeT He XBaTaTb AN BbINONHEHUA HeoBXoaUMbIX paborT.

Camoe rnaBHoe, Mo MHEHWUIO PECMNOHAEHTOB — 3TC TO, YTO OHW HEe 3HaloT,
CKOJNbKO peanbHO feHer HyxXHOo X3Y Ha copepxXaHuMe XUNWMLLHO-KOMMYHAaNBHOro
X03AiCTBa, KakoB Mopagok ¢uHaHcupoBaHuua XK3Y, kyma wuayT cpencTea,
BbiMfadiMBaemele Xunbuamu, Ha Kakue LUefiIn OHM pacxomylTca. PecnoHOeHTb
OTMeYaloT, 4TO 3a4acTylo OHWM nnarTaT 3a paboTy, KoTopad Ha camMom gene X3Y He
BbiNONHAeTCA: yBopka noabesnoB, TEXOCMOTP, B3MMaHWe nfaThl 3a rops4yyio Boay,
KOTOpoW Ha camoMm fene He 6eino u Tak pdanee. Jlioay NOAO3peBaloT, 4TO CPeACTB
nnbo He xBaTtaeT, NMMBO OHN UCNONBL3YIOTCA PaboTHUKaAMK XK3Y He No HazHaYeHuw.

MoTpebHocTb B MHbOPMaLMKM Takoro pofa Bo3pacraeT C yBennyeHueM nnatbl
3a KOMMyHansHoe obcnyxuBaHue.

c) MoTtpeBHocThk B HdOpMaL KM O NpaBaxX XUNbLLIOB U 0693aHHOCTAX
XKIY.

PecnoHOeHTbl He 3HaloT, KakMe WMEHHO YCNyrM B HOBbIX YCNOBUAX >K3Y
DOMXHO MNpefocTaBnaTe UM BecnnaTtHo (Hanpumep, BCex BOJSIHYeT, AO/DKHO nn X3Y
H6ecnnaTHO NPOBOAUTE CMEHY CaHTEXHWKW, 3a 4ell cyYeT MpoBOAUTCH PEeMOHT AoMa U
T.n.). B HacToqllee Bpems, No cnoBaM PecnoHAEHTOB, 3TO NPOUCXOAUT NO-PasHOMY:
uHorpa Bce Aenaetca 3a cveT XK3Y, MHOr4a npuxoaurtca “cTaBuTb OyThINKY” man
MPOCTO NNaTuTb paboTHUKY X3Y. Ho Kak AOMKHO GbiTh NO 3aKOHY — PECNOHAEHTLI He
3HaloT. OcobeHHo cnabo ocBeflOMNieHbl O CBOWX npaBax BhAagensLbl
NMPpUBaTU3NPOBAHHBLIX KBAPTUP.

d) Notpe6HocTb B uHdOpMaLLMK 0 AeaTenbHocTU XKIY.

foeops 06 wu3MeHeHUAX B pAeaTtenbHocT X3Y, pecnoHOeHTbl 4acTo

ynotpebnanu cnosa “BOPYr, HeoXxupaHHO" — “BAPYr Hadana y Hac B noabesfe
paboTatb yboptumua”, "HeOXWAaHHO cCAenann pPemMoHT — noyemy, HENOHATHO, BPOAE
HefaBHO JAenann”, “HeoOXWOaHHO OTKAHUAW ropayyld Boay”. M3 3Toro MOXHO

cAenatb BbIBOA, 4TO XIY He MHDOPMUDYET XUNbLOB O CBOUX NnaHax U npobnemax.

370 cnocobecTByeT HOPMUPOBAHUIO Y PECNOHAEHTOB ybBexaeHus, 4To XAY He
YYUTBIBAET UX UHTEPECHI.

Mexagy TeMm, Takoe uWHboOpMUpoBaHUe nMomorno 6bl X3Y wnzbexarb
KOH(PNUKTHbIX cuTyaumnt. Tak, Hanpumep, He CMOTPR Ha TO, 4YTO COCTOSHUe
CaHTeXHWUKM F9BNAEeTCH camMoW akTyanbHol NpobnemMon AnNg pecnoHOEHTOR, OHU BCe Xe
He CMNUCLbIBAIOT BCKO BUHY Ha K3Y, NoHWMasd, Mo Kakoi npuymHe He Mpou3BogmMTCH
PEMOHT CaHTEXHNKMU.

PecnongeHtoB  pasgpaxaeT cobcTBeHHaa  HeMHPOPMUPOBAHHOCTL  —
HanpuMmep, oTkilodeHne 6e3 NpenynpexaeHua ropadeil mnu xonofHon Bogbt. Jlioan
CMNOKOWHEee OTHOCATCA K OTKAIOYEHUAM: ecniM MX o6 2TOM KakuMm-To o6pa3om
npeaynpexaaroT.
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e) MoTpeGHocTL B HenocpeAcTBEHHOM 06LLIeHMU 1 BHUMaHWUU co
CTOpOHLI pa6oTHUKOB X3Y.

Kak noxasblBaloT peaynbTaTbl WHTEPBLIO, pPecrioHdeHTaM Heobxoammo
HenocpeacTeeHHoe obuleHue ¢ paboTHukamu K3V, KoTopble BHMKaNM Obl B uX
npobnembl. Taxk, pecnoHAeHTel, NpoXueawwme B JAomax, rae npoBoaaTcsa
npodunakTuieckue ocMOTPbl, NpuxopgaT paboTHuku X3Y ©n ux ob6o Bcem
paccnpalumsaloT, oueHueaioT paboty XX3Y Bbllle — MO CPaBHEHWIO C TEMW, Y KOro
OCMOTp oTcyTCcTByeT. [1Ipn 3TOM NioaaM BaXeH caM dakT TOoro, 4To K HUM MPUXOAAT 1
cnpawmealT — gaxe ecin nocfe Takux OCMOTPOB CcUTyaluua He MeHaeTca
KapanHanbHO. PecnoHAeHTb!, nNpoXuBawuwMe B AomMe, rae nocne Hadana
aKcrnepumMeHTa ctanu nyswe pabotaTe cnecapd, OTMETUN He TO, YTO CTano MeHblie
aBapuii, a 1o, 4TO “cjiecaps CTa/in BEX/IMBO pasrogpapusaTb, C XUMblLlAMU He CMOpAT,
anKoronuKoB yBONUAWN, Tenepb NpuandHble nioan paboTtaloT, ¢ HUMKW pasroBapuBatb
MPUATHO”.

Boofuwle 3HauyMTenbHas 4YacTb pPEeCNOHOEHTOB MONOXUTENbHO OlEeHUBaeT
paboty wcnonHuteneii — OBOPHUKOB, cnecapeil, 3NeKTPUKOB (XOTH [AOCTATO4HO W
HapekaHuit). OHU cuuTalT, 4YTO WUCMONHUTENW AenalT Bce, 4TO B WX cunax, Ho
KapavHanbHO N3MEHUTb CUTYaALMIO OHW HEe B COCTOSHUN.

lopazpo Gonblue NpeTeH3nil BbicKasblBaeTca K paboTHUKaM CpefHero 3BeHa:
B [lOMOyrnpaBneHusx rpybbl C XunbLuamu, AUcCneTyepsbl MN0X0 perucTpupyloT 3asBku,
NoOsTOMY CreLnanncTbl BOBPEMS He MPUXOOAT Ha Bbi30Bbl. PecnoHAeHThl OTMeyvaloT,
4YTO MoAaHHble 3asBKM 4acTo TepsioTcd W HUKTO 3a 3TO He oTeBeudaeT. Muorue

PEeCrnoHAEHTbI TOBOPAT O PABHOAYLIHOM OTHOLLEHMW K KUX npobnemMamMm co CTOPOHbI
pykoBoacTtea JK3Y.

NpuunHa TaxkoW OuEeHKWM, BO3MOXHO, COCTOUT B TOM, 4TO cpeaHee 3BeHO
paboTHuKoB X3Y n pykoBoacTBo XK3Y He obLLaloTcs ¢ XUNblLLamMn HeNoCPefCTBEeHHO
W — 4TO BaXHO ~— MO COOCTBEHHOM MHULMATUBE (4TOOb! NOOBLWATLCS C HUMU, XUNbLbI
OO/KHbI HAUTU UX camn). “HenocpeaCTBeHHO” — He obBA3aTenbHO o3HadaeT “fNYHO”.
®opmoli obuleHNa MOryT ObiTb PasfNNyYHbIE NUCTOBKU, CTEHAbI, BbICTYNIIEHUA B Kakux-
nmbo cpeacTBax MaccoBoi nHdopmauun,

f) NoTpeBHOCTL B cepBUCe, YYMTLIBAIOWEM UHTEPEeChl XUIbLLOB.

MHorux pecrnoHaeHToB pasgpaxaeT <¢opMynmposka: “cnecapb OyoeT B
TeyeHue AHA", NOCKOMbKY NPUXOAUTCH Uenbil AeHb cuaeTe B HeonpegeneHHoOCTU.
Hano oTMeTUTb, 4TO XuUnblbl TeX AOMOB, rae TpeboBaHua K paboTHukam XK3Y Obinu
MoBbILLeHb! U cnecapu U 3NeKTPUKU CTanu ABNATLCH B Ha3Ha4YeHHoe BpemMa Unm cpasy
nocne Bbi3oBa, OT3biBadTCA O paboTe X3V ropaspo nyuduie, XoT9 B paje cnyvaes
paboTHUK He cymMen BbIMOMHUTL UX 3a9BKY.
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4. OCHOBHbIE BbIBOAbI

1. OTcyTcTBME 3aMeTHbLIX YMyYleHWA B nokasarensix yAoBNeTBOPEHHOCTU
XMNLLIOB Ka4eCTBOM KOMMyHansHoro o6cnyxuBanus obycnosneHo opueHtauuein X3y
Ha NPOM3BOACTBO, HO He Ha yi0BNeTBOpeHue HyxX noTpeburtenei.

2. MNpuynHa nameHeHna uyucna obpaweHuinc B XK3IY cocTouT B yCUNeHUn
TeHOEeHUUN K pelleHnio Nnpobnem cobCTBEHHBIMU CUMTAMKU CO CTOPOHbL! XUNbLIOB.

3. MpuynHa OTCYTCTBUA WM3MEHEHWA B CTpyKType npobnem saknioyaeTcd B
TOM, 4YTO BbiAenseTcs rpynna npobiieM, KOTOpblie He pelalTca KapaAuHanbHO U
cyllecTBYeT NOCTOAHHO.

4. UameHeHWe CTpyKTypbl obpaiwleHnii B XY cBA3aHO € pasnnyHbiMK
npusyuHamn, lNpexge Bcero — co BpeMeHeM roga, B KoTopoe NPOBOAMACA OMpoc: C
HayanomMm OTOMNUTENIbHOro Ce30Ha Ha MEPBbI NnaH BbiWAKM NpobnemMbl, CBA3aHHbLIE C
COCTOSIHUEM OTONUTENbHOW CUCTEMBI KU COCTOSIHUEM KOMMYHMKauUuii, obocTpeHue
npobnemM ¢ TEXHUYECKNM COCTOSSHUEM KBapTUP 4acTo CBA3aHO C NpOTeykamMu Kpbill BO
Bpemsa poxaa. O6ocTpeHne npobnemMbl € COCTOAHWMEM 31eKTpoo6opyaoBaHMa
ObbACHSAETCH YacTbIM OTK/IIOYEHUSIMU 3NEKTPUYECTBA B 3TOT Nepuoa,.

5. YpoBeHb OCBEOOMNEHHOCTN 06 SKCNepuMeHTe, ero CcyTu U Xxoje
peaM3auMn  O4eHb HU30K. [lonHas HeuHPOPMNPOBAHHOCTL 06 3KCMepUMeHTe
aBnaeTcsa NPUYNHOIA “nobpoxenatenbHO-HACTOPOXEHHOro” OTHOLIEHUA K
IKCNEPUMEHTY. JIoAAM  WMMNOHUMPYET camMa wugesd YNyyleHUs KOMMYHaIbHOro
obCcnyunBaHma, Ho OHN COMHEBAIOTCA B BOSMOXHOCTU peannsalmnmn 3Toi naemn.

6. OTHoweHus XunbuoB K patote X3Y Bo MHOroM onpefenseTca Hanu4uem
pana  noTtpebHocTeil, He  CBA3aHHLIX HanNpaMyio C MNPOWU3BOACTBEHHOM
pearenbHocTbio  X3Y, Ho wurpawowmx OGonbuwiyio pons B HOPMUPOBAHUN
YAOBNETBOPEHHOCTU XWUALLOB KakK KnueHtoB X3Y. YpoBnerBopeHue 9TUX
notpebHOCTER MOXET CYLLECTBEHHO MOBLICUTE YPOBEHb YAOBJIETBOPEHHOCTU XWUNbLUOB
KOMMYHaNbHbIM 06CNYXMBAHUEM N UX MOTOBHOCTL K COTPYAHUYECTBY ¢ XKIY.

7. 3apaya NoBbILUEHUS YPOBHS YOOBIETBOPEHHOCTU XW/bLOB KOMMYHabHbIM
obcnyxmneaHmem moxer ObiTb peweHa nyrteM npopaboTku W yefeHanpaBneHHon
peannsaunm KOMIJIEKCa MapKeTUHIOBbIX Meponpuatuii. BaxHolt 4acTeio 3TOro
KOMMNeKca [AOMKHbl SBAATLCS KOMMYHWUKALMOHHBLIE MeponpuUAaTUS, HanpaBneHHble, B
4YacTHOCTM, Ha MNOBbBILEHWE YPOBHA WHDOPMUPOBAHHOCTM XWNbLOB O Xofde
3KCNepuMeHTa 1 gpyrux acnekrax gearesibHoctn X3V.
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