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lNauneHT cMepun Bpaya CypoBbIM B3r/1S40M U yrpoXarolwe rnpon3HeC: «5 3Toro tak He
oCTaB/t0!», — C Takou cuTyaumner CTallkuBaeTcs MHOXXeCTBO Bpayeu. VIHorana KOHGIVKTb,
Ha4YaBLWWCh C MNyCTSKa, 3aKkaH4MBaroTCs BCTpe4er obenx CTOPOH KOHQNKTAa B cyae. 310
Bceraa HepBbl, Bceraa Bpems n aeHbrn. Kak npasnibHoO paborarb ¢ Xaiobamu naumneHTos,
4yT0bbI HE 4OBOAUTL 4E/10 A0 Pa3bmpaTesbCTB BHE CTEH MEAUNLIMHCKOM OpraHn3aumm?

Mpo6nembl peLunM Ha MecTe

MeaonuuHckme 1opUCTbl CXOAATCA BO MHEHUW, YTO NS CEMOOHAWHNX OHEN XapakTepeH pocT
Xanob Co CTOPOHbI NALUMEHTOB Ha MeaNUMHCKNX paboTHNKOB. UBaH Meuepen, MeaMUNHCKUIA
IOPUCT, OOLUEHT Kadoenpbl cyaebHoin MeanumnHbl n MeouumHckoro npasa MCMCY um. U. A.
EBOookmMmoBa cuntaeTt, 4To pocT xanob obycnoBneH TpeMs OCHOBHbIMW MPUYMHAMMN: POCTOM
NpaBOBOW rPaMOTHOCTM NALMEHTOB, DOPMUPOBAHNEM HEFrATUBHOIO OOLWECTBEHHOrO MHEHUS
MO OTHOLWEHMIO K MEAMLIMHCKMM paboTHMKAaM 1 Tak Ha3blIBAEMbIM «MOTPEOUTENBCKUM
9KCTPEMM3MOM>.

Mo cogepxaHuto xanobbl MOXHO NoapasaennTb Ha TPU OCHOBHbIE NMOAFPYNMbl: CBA3AHHbIE C
opraHusaumein MeguLUMHCKOM NOMOLLM, Kacalowmecs HenocpencTBeHHO KayecTBa okasaHus
MeONLUVNHCKOW NMOMOLLWM U CBA3aHHbIE 9TUKOW N OEOHTONOrnemn.

KoMMyH1KaunoHHbIM areHTcTBOM «C-Meana» no 3akady dIbY «LleHTpanbHoro
Hay4HO-uccnenoBaTenbCckoro MHCTUTYTa opraHnsaumm n nigopmartmsaunm
34paBooxpaHeHusi» MuHaagpasa Poccun 661110 NpoBeAEeHO UCCNe0BaHNE MO BbISIBNEHMIO
naTTepHOB HEraTMBHOro OTHOWEHWS NauneHTa Ko spayam. 1o pesynbtaram atoro
nccnenoBaHms xanobbl NaUMEHTOB, C TOYKM 3PEHMS TEX Bpayeil, KOTOpble CMOTIN OLLEHNUTb
Mepy 060CHOBAHHOCTW KOHDIMKTOB, Yalle BCEro HOCAT He0HOCHOBaHHbIN xapakTep. Vix nons
cocTtaBnsieT B cpeaHeM 80,4%. CooTBETCTBEHHO, K 0O0CHOBaHHbLIM Xanobam Bpaym OTHOCST
TONbKO KaXAayto naTyto npeteHauio (19,8%).

Mpwn 3TOM, NO AAHHLIM UCCNenoBaHus, bonee oaHOM TpeTn naumeHToB (38,8%) rotoBo
pasburpaTbCs U «UcKaTb NpaBay» UCKIOYUTENBHO B CTEHAX MEOULMHCKOrO y4peX OeHus, a He
3a ero npegenamu B BbIWECTOSAWMX opraHm3aunsx. Ewe Tpetb naumeHToB (35,8%) HaueneHa
Ha UCNONb30BaHNE BCEX AOCTYMHbIX KaHANoB: coobWMNTb 0 NpobnemMe n aoMUHUCTPaLK
ne4yebHOro yypexaeHus, n CUrHanM3mpoBaTb O Heil B BbIWECTOSAWME UHCTaHUMK - MuH3apas,
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PocspgpasHansop v np. M Tonbko kaxapi natbiili nauneHT (22,1%) B cnyvyae BO3HUKHOBEHUS
Xanob 1 KOHPNNKTHBIX CUTYaUUiA CTPEMUTCS Cpady Xe BbIHECTU NPOBNEMy BOBHE, Xanyscb
BO BHELWHWE UHCTaHUMK 1 naberas obweHnst ¢ agMUHUCTPaumnelt NONNKIMHUKK. (CM. Tabn. 1).

35,8 ] |:] TONBKO *BHEWHWEY KaHaNs
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IOunarpamma 1. Cnoco6bl BO3MOXHbIX Xanob nauueHToB 1

KOHM MK THbIE CMTYyaLMN OeACTBMTENbHO O4YEHb YacTo pewwatTcs Ha ypoBHE PyKOBOACTBA
ne4yebHOro yypexaeHus, NOCKONbKY U camMa aaMUHUCTpaUNS 3auHTepecoBaHa B MakCManbHO
BbICTPOM MX paspelieHnn. B gaHHOM cnyyae, 3agaya Bpada y KOTOporo BO3HUK KOHADNIUKT C
nauMeHToOM — faTb PyKOBOACTBY BO3MOXHOCTb 3T0 caenatb. XenatenbHo MHOPMMPOBaTh
agMVHUCTPaUMIO 0 KOHAGDNIMKTE elle Ao TOro, Kak 3To caenaet naumeHT. Monyyms ceeaeHns oT
LOKTOpa, Ha4yanbHKK byneTt nmeTb BpeMmsi 06a4ymMmaTtb CBO NO3ULIMIO, ONPeaennTb CTENEHb
BUHOBHOCTW WU HEBMHOBHOCTW Bpaya Unv naunveHTa u HanTu apryMeHTbl ons
KOHCTPYKTMBHOIO Amanora c nauneHToMm.

Kak nokasano npoBeneHHOe NccneaoBaHme, HECMOTPS Ha TO, YTO NAUMEHTbl AeKnapupytoT
HEBbICOKYI0 3P PEKTMBHOCTb YCTHbIX 0BpalleHnii K pyKOBOACTBY agMUHUCTPaUUn
MeOVLIMHCKOW OpraHn3auun, no CBUOEeTeNbCTBY Bpayen, 3a nocneaHuii rog 61,7% ns HUX (nnm
NX KONJEer) cTankMBanucb ¢ 3TUM sIBNieHneM. B nonTtopa pasa pexe nauneHTbl, no
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CBMIETENbCTBY Bpayei, obpalarTcs K aaMUHUCTPaLMN MONVKIUHUKA B MMCbMEHHO dhopMe
— 06 aTom coobwmno 38,3% MeankosB.

Bonee NnonoBuHbI oNpoweHHbIX NaunmeHToB (54,6%) roToBbl HAYMHATL C YCTHOrO obpaleHns B
aaMUHMCTPaUMO MeOMUNHCKOM OpraHn3aumm n 0Kono nonoBuHbl (44,7%) rotoBbl obpallatbes
B aAMUHNCTPAaLUMIO NONUKINHUKIA C MMCbMEHHbIM 3asiBneHneM. Kax bl nATblil naumneHT B
KOHGOIMKTHOW cMTyaumm gonyckaeT obpalleHne B pernoHanbHbli genapTaMeHT
30paBooxpaHeHus (22,3%) nnu Hanpsamyto B Munsgpas Poccun (22,6%). OTu ABe MHCTaHUUK
Bbl3blBalOT Hanbobluee NOBEPUE Y NALUMEHTOB MO CPABHEHMIO C MPOYUMM.

B cnyyae ycTHOro obpateHms BaxXHoO TakTUYHO npoBecTu beceny ¢ naumeHToM. Ecnm Bpay
NEeNCTBNTENbHO BMHOBAT, TO UCKPEHHWE U3BUHEHWNA Nepen NauneHTOM O4eHb 4acTo nomoraroT
noracuTb KOHQUKT.

Ecnu Xxe, N0 MHEHWIO aAMUHUCTPaLMN UK CaMOro NPakTUKYIOLWEro Bpaya, BUHbI
MenpaboTHVKA B Cryyae KOHMINKTA HET, HO MaUMEeHT HacTanBaeT Ha CBOEM, TO, B AAHHOM
cnyyae, peKOMeHAYeTCs CNOKOMHO KOHKPETU3MPOBaTb CMTyaLMio, yTOYHMB Y NauneHTa ero
uenu u 3apgayn. Beicnywartb, CNpocuTb 0 TOM, Kakne y NaunMeHTa ecTb NPeLNoXeHUs no
paspeLeHmnio KOHPIMKTA. Y ToYHEHUE NofoBOHbIX BOMPOCOB CHMXAaET SMOLUMOHANbHBbIA Hakarn,
Nno3BonsAs NnepeBecTn 6eceny B KOHCTPYKTUBHOE PYCIO.

OueHb 4acTo B Xx04e TakoW YCTHON Becelibl BbICHAETCS, YTO NAUMEHTbI NPeabABNSOT
3anpochbl, KOTOPbIE Bpay He MOXET yaoBneTBopuTb. Hanpumep, TpebytoT becnnaTHblii peuenT
Ha NekapcTBO, KOTOPOE HE BXOAMT B NPOrpamMmy NbroTHOro obecneyeHms, nnm, HanpuMep,
OTAENbHYIO NanaTy B cTaunoHape. B aToM cnyyae 0Tkas co CCbIIKO Ha HOPMaTUBHbIE
LOKYMEHTbI, CMIOKOWHOE W BEXIMBOE NPOSICHEHNE, NOYEMY HEBO3MOXHO YAOBNETBOPUTL TO
nnu nHoe TpeboBaHme, Kak NpaBmnIo, COBEPLLEHHO aAeKkBaTHO BOCMPUHUMAETCS NauueHTaMu.

Kak nokasblBaeT npakTvka, TaKTU4HOE 1 BHUMATENIbHOE OTHOLWEHME K Xanobe B
60NbWIMHCTBE C/lyYaeB NO3BONSET 3aKOHYNTb paboTy ¢ xanoboi, 0cobeHHO, ecnn OHK
CBsi3aHa C aTu4eckor npobnemoii. Ho, KOHEYHO, Tak MPOUCXOAMT He Bceraa. M B MeanuMHCKON
opraHusaunn BaXHo yMeTb NpaBuibHO MOCTPOUTb PaboTy M C MUCbMEHHbIMM 0BpaLLEeHNSMN.
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HaunHaem paboty

ObpalleHns B MeONLIMHCKYO OpraHn3aunto pernameHTupytotcs denepanbHbiM 3akoHoM N
59-®3 «O nopsinke paccMoTpeHms obpateHuii rpaxaaH Poccuiickon depepaunm» n paccma
TPUBaATbCSA OO0MXHbI BCE NPETEeH3Un, NOCTynaroLue ot NaLueHTos.

He oTBeyaTb MOXHO Ha aHOHMMHbIE 0OpalleHmns, a TakXe Ha 06palleHunst C BbIMbIWEHHbIMM
nMeHaMmn 1 ncesaoHMMamMm. MoxHO npourHopurpoBaTtb obpalleHms ¢ BONPOCOM, Ha KOTopble
NauMeHT yXe Nonyyan NMCbMEHHbIE OTBETHI MO CYLECTBY B CBA3U C paHee HanpasisSeMbIMU
obpalleHmsMKn, 1 B ero HOBOM obpalleHnn HeT HOBbIX AOBOAOB MM 06cTOATENLCTB. HO Nnwwb B
TOM Cny4yae, ecnv ykasaHHoe obpalleHre 1 paHee HanpaBnsieMble obpalleHns HanpaBnsnnch
B OAVH W TOT X€ rocyAapCTBEHHbIA OpraH UM 0OHOMY U TOMY Xe OOIXKHOCTHOMY NnLly.

Tak>xe MeanumMHCKas opraHnu3aums MoOXeT He 0TBevaTb Ha obpalleHus, coaepxalmne
O0CKOpONeHUS 1 yrpo3bl, UK, €CNM TEKCT obpalieHns He nogaaeTcs npoyTeHuto. «OgHako
Crie[yert yHecTb, YTO eC/In MeauUMHCKAs OpraHn3aumsl He OTBE4aeT Ha noagobHble 0bpalleHus,
TO, XOTSI OHA HEe HeCeT 3a 3T0 HUKaKoW OTBETCTBEHHOCTU, MOTOMY HTO UMEET rpaBo He OTBe4arb
Ha HUX 10 3aKOHY, HO Benka BepOSITHOCTb TOro, HT0O He MoJy4uB OTBeTa, naumeHT byaer
obpaluarbCs yXXe BO BHeWHNe MHCTaHUMN. B faHHbIX Cry4asix, MOXHO BCe XXe HarnpaBuTb
KOPPEKTHOE, BEX/INBOE OTBETHOE MUCbMO. ITO YBEINHMBAET WAHChI Ha TO, YTO «Pa3bop
rnoneToB» Bce-Taku OyAET MPOBEAEH B MEAYHPEXAECHNN», —

nosicHaeT

UBaH MNMeuepen.

Y10 KacaeTcsa CpoOKOB pacCMOTpeHUs obpaleHunii, To No 3akoHy «O nopsake paccMoTpPeHUS
obpauweHunii rpaxaaH PP » oH coctasnsiet 30 gHeir. C opyroi CTOPOHbI, «3aKOH O 3almTe
npae notpebuteneit» perynmpyeTt LOCTATOYHO 60NbLWO 06 bEM B3aMOOTHOLWEHWI B cdoepe
30paBooxpaHeHus. Ml noatomy xenaTtenbHO YCTaHOBUTb CPOK PaCCMOTPEHNS NPeTeH3ni Ha
YPOBHE MeAMUMHCKON opraHu3aumm B 10 gHel, 4ytobbl cobnocTn npasa notpeburtens u
TpeboBaHMs AaHHOrO 3aKOHa.

LOns agodpekTMBHOM paboThl ¢ obpalleHUsIMU rpaxnaH B MEOULMHCKOM OpraHn3aumm Hagnex
MT OpraHM30BaTb KOHTPO/Ib 3a COONIO AeHMEM NpaB NaLneHToB.

Lns atoro B pamkax BpadvebHoin komuccum VieaH MNevepeli pekomeHayeT co3natb
COOTBETCTBYIOLYIO MOAKOMUCCUIO, KOTOPAsS 3aHUMAETCS UCKYNTENBHO pa3bopom
NPeTeH3unn 1 naeT Nno HUM 3aknodeHus. o pesynbTataMm paccMoTpeHns obpalleHust
HeobxoAnMo 0POPMUTL MPOTOKON 3acenaHns Bpa4yebHon KoMmccrmn. Takon [OKYMEHT MOXET
6bITb NPUBEYEH B KAYECTBE OOMNONIHUTENBHOIrO AOKa3aTenbCTBa, ECNV AeN0 AoALET 40
cynebHoro pasbupaTtenscrea. Boinvcka 13 npotokona gonxHa bbiTb BblgaHa NaumneHTy no
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ero NMCbMeHHOMY 3asiBJIEHUIO.

Mo nonoukam

na pa60TbI Cc O6an.l,eHI/|$|MI/I rpa>xnaH MOXHO COCTaBUTb HeKumn yHI/IBepcaﬂbeIVI alirfoOpnUTM. #

B xone paccMoTpeHns npeTeH3mmn HeobxoaMMo AeTanbHO N3y4nTb TpeboBaHNS NauneHTa,
MEeONLIMHCKYIO AOKYMEHTaLUMN0, MeANUMHCKYO NMOMOLLb, OKa3aHHY naumeHTy. BaxHo
MOMHUTb, YTO MEAULIMHCKAS LOKYMEHTAUNS — 3TO PAKTUYECKUN €ANHCTBEHHbIA NCTOYHMK
nokasatenbcTBa no BpadebHbiM aenam. NMoaToMy BECTU ee Haf0 O4YeHb TlaTebHO.

1. Heobxo0ammo B3sTb 06 bACHUTENbHbIE Y COTPYAHNKOB MEANLNHCKOM OpraHm3aumm,
obwaswmxcs ¢ naunmeHToM. KoH MK THas cntyaumns 4onxHa 6biTb NO BO3MOXHOCTM MOMHO
OTpaxeHa B AOKYMEHTaX.

2. Pas3bop npeTeH3un Ha 3acefaHnm Bpa4yebHoi KOMUCCUU.

3. MCbMEHHbIN OTBET NAUMEHTY HA €ro NPETEH3NIO.

4. JlnyHoe obuieHne agMUHMCTpaunM MeaMUMHCKON opraHn3aumm n nauneHTa. OTKpbITbINA
nmanor B 60NbWNHCTBE CNyYyaeB CcnocobCTBYET paspeLleHunio KOHNNKTA.

anee MoXHO roBopuTb 06 anropmnTme pacCMoTpeHnd pa3HbiX TUMOB xanob. Kak
nokKasablBaeT npakTuka, Hanbonee Cepbe3Hble NMPeTeH3nn KacarTCyd HenocpencTBeHHO
MeONUNHCKNX npo6neM, TakK Ha3biBaeMble «MedNUNHCKNE NPpeTeH3nn».

B naHHOM cny4dae, BO-nepsblX, Heobx0OMMO OLEHNTb COOTBETCTBME OKA3aHHOW MeaNLIMHCKOW
MOMOLLM NPUHATBIM anropnTtMamMm n MeTodam neyvyeHus.

Bo-BTOpbIX, NpoaHanM3npoBaTb MEANLMHCKYIO OOKYMEHTAUWUIO. «VICTOPUKO Mbl NyWeM 4715
akcnepra, — nonyepkHyn Uea
H MNMeyepen

, — Cybl OPUEHTUPYHOTCS UCK/THOHYNUTETbHO Ha 3aK/THOHEeHUS 9KCrepTa, NoCKO/bKY Cyabyu He
SBNFHOTCS CrieunanncTamy B MEANLUMHE, TO UX HE MHTEPECYrOT MeanLUMHCKne TOHKoCTU. Kakoe
3ak/1roHeHne OT aKerepTa Cya rnony4uT, HA OCHOBaHUN Takoro OH v 6y.AEeT BbIHOCUTL PELIEHNE.
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B MeanuunHckom AJOKyMeHTaunn 0ONXHO ObITb OTpaXeHo: nNpoBedeHHble NccnenoBaHna n nx
pe3ynbTtartbl, 4HTO NoaTBep>XoaeT NONMHOUEHHOCTb nposeueHHon ONarHoCTukKun,; Bce
Ha3Ha4YeHus, aTanbl Ne4YeHns, NPoOMeXyTo4YHble OCMOTPbI; MHGOPMaLINS 06 NHPOPMUpPOBaHUN
nauneHTa — nogreepXxmneHne nposeneHns HeobX0OUMbIX pa3'b9|CHeHI/II7I n chyxueHm
nedyeHusd oT atana nnaHnposaHMsa 0o peKOMeHﬂ,aLl,I/IIZ no npodgounakTuke OCNOXHEHWA.

B-TpeTbux, TwaTenbHo npoaHann3npoBaTb OEACTBUS NaumeHTa ¢ TOYKM 3PEHUS BbINMOHEHMWS
UM CBOMX 06a3aHHOCTEN.

W HakoHel, oueHnTb puckun. B naHHOM cny4yae uenecoobpasHo npuBnekatb lopucTa
MegopraHmsaumm, KOTopbIn 4acT rpaMoTHOE 3aKNioyYeHne rno npeTeH3un.

YTo MOXEeT M O0/XeH nauueHT

BaxHO NOMHUTb, 4YTO NaUWEHT UMeET npaso HenocpenCcTBeHHO 3HAKOMUTbCA C MeOULIMHCKOMN
,D,OKYMeHTaLI,I/Ie|7l, a TakXxe Ha OCHOBaHMn NMMCbMEHHOI 0 3asBJIEeHNA noay4yaTtb MeonMUunMHCKne
OOKYMEHTbI, OTpaXalline CoOCTodaHne 300p0Bb4, NX KONMN N BbIMNCKN N3 MeONLUMNHCKUX
OOKYMEHTOB.

«OYeHb YacTo MEHS CrpalunBaroT, a MOXET /U NauUneHT Mo1yHYnTb OPUrnHaa MeaULMHCKNX
LOKYMEHTOB. B 3akoHonarenbCcTBe 1akoro orpaHn4eHns HeT, yKasaHo MpoCTo «MeANLUMNHCKNE
L OKyMeHTbl» — nosicHaeT BaH lNevepen, — rak 4To naumeHT uMmeer rnpaso v Ha OpUrnHas, Ho
Ny4le Bce-Takv 4OroBOpUTLCS Ha rnpenocrtas/ieHni emy konuv. MoxHo cocnarbcs Ha 79
crarbto @3-323 «0Ob6 ocHoBax oxpaHbkl 340P0BbS rpaxaaH P®», B KOTOpos yka3aHo HTo B
0653aHHOCTY MEAWNLMHCKOV OpraHn3aLmm BXxoauT obecrne4eHne y+eta un XpaHeHus
MeaULMHCKON [OKYMEeHTaUum». Ecnu xe nauneHT
BCE-Taku HacTamBaeT Ha OpuruHane, To 9KCnepT COBETYET CAEeNaTb KOMNUIO AOKYMEHTA U
HOTapuanbHO ee 3aBepuTb C TeM, 4TOObl OCTaBUTb 3Ty KOMWIO B MeOopraHmsaummn. A takxe
B35ATb C NauMeHTa pacnucky, 4To OH NOyYnn Ha PyKn OpurnHan.

[MaumeHT nmeet He TONbKO npasa, HO N O69|3&HHOCTVI, OCHOBHbIE€ N3 KOTOPbIX: cobnoneHne
npasun BHYyTPEeHHEro pacrnopsgka MeOULVHCKOMN opraHmsaumn n cobnogeHne pexXxunma
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nevyeHust n BpadvebHblx pekomeHagauuii. aHHble obsa3aHHOCTM copepxartcs B ©3-323. Ecnu
HapylweHust 6binKn, TO MEAULMHCKNE OpPraHn3aumnm MoryT oukcupoBaTth UX B MEAULIMHCKOW
LOKYMeHTaumun. Hanpumep, ecnu naumeHT He sIBU/CS Ha Ha3HAYeHHbIn NpreM 1 310 Oblfo
OTMEYEeHO B OOKYMEHTaLUMn, TO B Clly4ae NPeTeH3nin CO CTOPOHbI NauneHTa Ha HeHaanexatuwee
Ka4yeCTBO MeOMLMHCKOM NoMoLWK, Ha 3TOT ¢hakT 0b6s3aTenbHO 06paTsaT BHUMAHME
npoeepsowme.

«MbI 4acTo roBopuM, 4TO NaumeHT Bceraa npas, Ho S MOry BblAe/TNTb 4 OCHOBHbIX YC/10BUS,
Korga naumeHT He rpas: €C/iv OH He BbIrOHSET BHyTpeHHero pacropsaka Jilly, He BbinonHSet
HasHayeHwyi Bpaya, He BbIrOTHAET yCl10BUI 40roBopa npeaBapuTe/ibHO 3akinro4eHHoro ¢ JIMNy
M ecnin OH ockopbisieT MeANLIMHCKOro paboTHMUKA, HTO, K COXaeHWIo, B NOCIEAHEE BPEMS
C/1y4aeTcsl 0CTaTO4HO Hacto, — otMeyaert VieaH lNe4qepeni. — Ecriv Mbl XOTUM, 4TOObI BO3HUKA/IO
MEHbLLUE KOHQDINKTOB, TO TO/IbKO B3aUMHOE yBaXXeHNe, KOHCTPYKTUBHbIV ANanor u yMeHue
CAblWartb Apyr Apyra noMoryT Ham B peLeHnn 3Tov 3a8a4m».

'PacnpepneneHune oTBeTOB Ha Bonpoc «Kakumm ns atux cnocobos obpatueHmnin/xanob bl 6binm
6bl rOTOBbI BOCMONb30BaThCS B OyOywem npn HeobxoaAuMocTn?», B % OT ONPOLEHHbIX
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