
ȧɊɕɖɍɤ 1.1 | ȭɣɒɡ 2026                                                                                                  

 

ȳȳȳ èȴȵȳȰȥȲé Ê 2026. ȧɖɊ ɔɕɅɇɅ ɌɅɞɍɞɊɒɠ 

IDEA RCA: ȳɔɊɕɅɛɍɓɒɒɅɤ ɉɍɅɈɒɓɖɗɍɏɅ 

ɏɓɕɒɊɇɠɚ ɔɕɍɜɍɒ ɍɒɛɍɉɊɒɗɓɇ 

ȳɗ ɖɍɈɒɅɐɅ ɏ ɖɍɖɗɊɑɒɓɑɘ ɉɊɎɖɗɇɍɣ: ɖɗɅɒɉɅɕɗɍɌɍɕɓɇɅɒɒɠɎ ɅɐɈɓɕɍɗɑ 

ɅɒɅɐɍɌɅ ɍɒɛɍɉɊɒɗɓɇ ɒɅ ɓɖɒɓɇɊ Ʌɘɉɍɓ- ɍ ɇɍɉɊɓɌɅɔɍɖɊɎ 

 

1. ȲɅɌɒɅɜɊɒɍɊ ɍ ɑɊɖɗɓ ɇ ɢɏɓɖɍɖɗɊɑɊ IDEA 

IDEA RCA (Root Cause Analysis) ñ ɢɗɓ ɓɔɊɕɅɛɍɓɒɒɠɎ ɑɓɉɘɐɡ ɑɊɗɓɉɓɐɓɈɍɍ 

IDEA, ɔɕɊɉɒɅɌɒɅɜɊɒɒɠɎ ɉɐɤ ɆɠɖɗɕɓɈɓ ɇɠɤɇɐɊɒɍɤ ɏɓɕɒɊɇɠɚ ɔɕɍɜɍɒ 

ɍɒɛɍɉɊɒɗɓɇ, ɌɅəɍɏɖɍɕɓɇɅɒɒɠɚ ɜɊɕɊɌ ɖɔɓɒɗɅɒɒɠɎ ɒɊɈɅɗɍɇ ɇ ȯɅɒɅɐɊ 1. 

Ȫɖɐɍ IDEA ɉɍɅɈɒɓɖɗɍɕɘɊɗ ɖɍɖɗɊɑɒɠɊ ɔɕɓɆɐɊɑɠ ɒɅ ɘɕɓɇɒɊ ɏɐɍɊɒɗɖɏɓɈɓ 

ɔɓɗɓɏɅ (ɜɊɕɊɌ ɍɒɉɊɏɖɠ ȭɂȩ ɍ ȭȴȲ), Ʌ IDEA KPI ɓɛɊɒɍɇɅɊɗ ɏɅɜɊɖɗɇɓ 

ɕɅɆɓɗɠ ɐɍɒɊɎɒɓɈɓ ɔɊɕɖɓɒɅɐɅ, ɗɓ IDEA RCA ɓɗɇɊɜɅɊɗ ɒɅ ɇɓɔɕɓɖ: èȼɗɓ 

ɍɑɊɒɒɓ ɖɐɓɑɅɐɓɖɡ ɇ ɏɓɒɏɕɊɗɒɓɑ ɍɒɛɍɉɊɒɗɊ ɍ ɏɅɏ ɢɗɓ ɍɖɔɕɅɇɍɗɡ 

ɖɍɖɗɊɑɒɓ?é 

 

ȯɐɣɜɊɇɠɊ ɑɊɗɓɉɓɐɓɈɍɜɊɖɏɍɊ ɔɕɊɍɑɘɞɊɖɗɇɅ IDEA RCA 

1. ȧɊɕɍəɍɏɅɛɍɤ ɍ ɓɔɗɍɑɍɌɅɛɍɤ əɅɏɗɓɕɒɓɎ ɑɓɉɊɐɍ ȯɅɒɅɐɅ 2 

ȹɅɏɗɓɕɒɅɤ ɑɓɉɊɐɡ, ɍɖɔɓɐɡɌɘɊɑɅɤ ɇ ȯɅɒɅɐɊ 2, ɖɗɕɓɍɗɖɤ ɒɅ ɈɍɔɓɗɊɌɅɚ 

ɓɕɈɅɒɍɌɅɛɍɍ ɓ ɗɓɑ, ɏɅɏɍɊ ɅɖɔɊɏɗɠ ɖɊɕɇɍɖɅ ɇɅɋɒɠ ɉɐɤ ɏɐɍɊɒɗɅ. IDEA RCA 

ɔɓɌɇɓɐɤɊɗ ɔɕɓɇɊɕɍɗɡ ɢɗɍ ɈɍɔɓɗɊɌɠ ɒɅ ɕɊɅɐɡɒɠɚ ɍɒɛɍɉɊɒɗɅɚ, ɇɠɔɓɐɒɤɤ 

ɕɓɐɡ ɍɒɖɗɕɘɑɊɒɗɅ ɇɅɐɍɉɅɛɍɍ: 

¶ ȧɠɤɇɐɊɒɍɊ ɖɐɊɔɠɚ Ɍɓɒ: Ȫɖɐɍ ɇ RCA ɕɊɈɘɐɤɕɒɓ əɍɏɖɍɕɘɣɗɖɤ 

ɔɕɍɜɍɒɠ ɒɊɉɓɇɓɐɡɖɗɇɅ, ɉɐɤ ɏɓɗɓɕɠɚ ɇ ɑɓɉɊɐɍ ȯɅɒɅɐɅ 2 ɒɊɗ 

ɖɓɓɗɇɊɗɖɗɇɘɣɞɍɚ əɅɏɗɓɕɓɇ ɍɐɍ ɖɘɆəɅɏɗɓɕɓɇ, ɢɗɓ ɔɕɤɑɓɎ ɖɍɈɒɅɐ ɓ 

Ɋɥ ɒɊɔɓɐɒɓɗɊ. ȱɓɉɊɐɡ ɒɊɓɆɚɓɉɍɑɓ ɉɓɔɓɐɒɍɗɡ ɒɓɇɠɑɍ 

ɔɅɕɅɑɊɗɕɅɑɍ. 

¶ ȯɅɐɍɆɕɓɇɏɅ ɇɊɖɓɇ əɅɏɗɓɕɓɇ: Ȫɖɐɍ ɔɓ ɉɅɒɒɠɑ ȯɅɒɅɐɅ 2 ɓɛɊɒɏɍ ɔɓ 

ɓɔɕɊɉɊɐɥɒɒɓɑɘ əɅɏɗɓɕɘ ɖɗɅɆɍɐɡɒɓ ɒɍɌɏɍɊ, ɒɓ RCA ɒɊ ɇɠɤɇɐɤɊɗ 

ɖɓɓɗɇɊɗɖɗɇɘɣɞɍɚ ɍɒɛɍɉɊɒɗɓɇ ɇ ɕɊɅɐɡɒɓɑ ɔɓɗɓɏɊ, ɢɗɓ ɘɏɅɌɠɇɅɊɗ ɒɅ 

ɗɓ, ɜɗɓ ɉɅɒɒɠɎ əɅɏɗɓɕ ɒɊ ɤɇɐɤɊɗɖɤ ɏɕɍɗɍɜɒɠɑ ɆɅɕɡɊɕɓɑ ɉɐɤ 

ɏɐɍɊɒɗɅ. ȪɈɓ ɇɊɖ ɇ ɓɆɞɊɎ ɓɛɊɒɏɊ ɑɓɋɒɓ ɓɆɓɖɒɓɇɅɒɒɓ ɖɒɍɌɍɗɡ. 

https://911.prolan.ru/articles/koncepciya-idea.html
https://911.prolan.ru/articles/idea-kpi-metodika-ocenki-front-personala.html
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ȳȳȳ èȴȵȳȰȥȲé Ê 2026. ȧɖɊ ɔɕɅɇɅ ɌɅɞɍɞɊɒɠ 

ȷɅɏɍɑ ɓɆɕɅɌɓɑ, IDEA RCA ɔɕɊɇɕɅɞɅɊɗɖɤ ɍɌ ɕɊɅɏɗɍɇɒɓɈɓ ɍɒɖɗɕɘɑɊɒɗɅ 

ɕɅɌɆɓɕɅ ɋɅɐɓɆ ɇ ɑɊɚɅɒɍɌɑ ɔɓɖɗɓɤɒɒɓɎ ɢɇɓɐɣɛɍɍ ɍ ɘɐɘɜɝɊɒɍɤ ɖɅɑɓɎ 

ɖɍɖɗɊɑɠ ɍɌɑɊɕɊɒɍɎ. 

2. ȩɊɗɅɐɍɌɅɛɍɤ ȭȶȲ ɍ ɓɔɕɊɉɊɐɊɒɍɊ èɘɌɏɍɚ ɑɊɖɗé ɖɊɕɇɍɖɅ 

ȭȶȲ (ȭɒɉɊɏɖ ɖɔɓɒɗɅɒɒɓɈɓ ɒɊɈɅɗɍɇɅ) ñ ɅɈɕɊɈɅɗɒɠɎ ɔɓɏɅɌɅɗɊɐɡ. ȱɠ ɇɍɉɍɑ, 

ɜɗɓ ȭȶȲ = 8%, ɒɓ ɒɊ ɌɒɅɊɑ, ɔɓɜɊɑɘ. IDEA RCA ɔɕɊɇɕɅɞɅɊɗ ɢɗɘ èɜɥɕɒɘɣ 

ɏɓɕɓɆɏɘé ɇ ɔɕɓɌɕɅɜɒɘɣ ɖɗɕɘɏɗɘɕɘ, ɉɊɗɅɐɍɌɍɕɘɤ ɒɊɈɅɗɍɇ ɒɅ ɉɇɘɚ ɘɕɓɇɒɤɚ: 

¶ ȴɓ ɏɅɗɊɈɓɕɍɤɑ: ȴɕɓɛɊɖɖɠ, Ȱɣɉɍ, ȶɕɊɉɅ, ȳɋɍɉɅɒɍɤ ñ ɜɗɓ 

ɔɓɌɇɓɐɤɊɗ ɓɔɕɊɉɊɐɍɗɡ, ɇ ɏɅɏɓɎ ɌɓɒɊ ɖɓɖɕɊɉɓɗɓɜɊɒ ɓɖɒɓɇɒɓɎ 

ɍɖɗɓɜɒɍɏ ɔɕɓɆɐɊɑ. 

¶ ȴɓ ɏɓɒɏɕɊɗɒɠɑ ɔɕɍɜɍɒɅɑ ɇɒɘɗɕɍ ɏɅɗɊɈɓɕɍɍ: èȳɖɗɅɇɍɐɍ ɇ 

ɒɊɓɔɕɊɉɊɐɥɒɒɓɖɗɍé, èȵɓɆɓɗɍɌɍɕɓɇɅɒɒɓɊ ɕɅɇɒɓɉɘɝɍɊé, 

èȹɍɒɅɒɖɓɇɠɎ ɖɣɕɔɕɍɌé ɍ ɗ.ɉ. ñ ɜɗɓ ɔɓɌɇɓɐɤɊɗ ɇɠɤɇɍɗɡ ɗɓɜɒɓɊ 

èɘɌɏɓɊ ɑɊɖɗɓé. 

ȸɔɕɅɇɐɊɒɜɊɖɏɅɤ ɛɊɒɒɓɖɗɡ: ȧɑɊɖɗɓ ɅɆɖɗɕɅɏɗɒɓɈɓ èɒɘɋɒɓ ɘɐɘɜɝɍɗɡ 

ɖɊɕɇɍɖé ɑɠ ɔɓɐɘɜɅɊɑ ɗɓɜɒɠɎ ɔɕɍɛɊɐ: è70% ɒɊɈɅɗɍɇɅ ɈɊɒɊɕɍɕɘɊɗɖɤ 

ɏɅɗɊɈɓɕɍɊɎ "ȴɕɓɛɊɖɖɠ", ɍɌ ɒɍɚ ɔɓɐɓɇɍɒɅ ñ ɍɌ-ɌɅ ɓɗɖɘɗɖɗɇɍɤ 

ɍɒəɓɕɑɍɕɓɇɅɒɍɤ ɓ ɌɅɉɊɕɋɏɅɚ. ȵɊɝɊɒɍɊ: ɇɒɊɉɕɍɗɡ SMS-ɘɇɊɉɓɑɐɊɒɍɤ ɔɕɍ 

ɓɋɍɉɅɒɍɍ >15 ɑɍɒɘɗé. ɂɗɓ ɔɕɊɇɕɅɞɅɊɗ IDEA RCA ɍɌ ɍɒɖɗɕɘɑɊɒɗɅ 

ɏɓɒɖɗɅɗɅɛɍɍ ɔɕɓɆɐɊɑ ɇ ɍɒɖɗɕɘɑɊɒɗ ɗɓɜɒɓɎ əɅɏɗɓɕɒɓɎ ɉɍɅɈɒɓɖɗɍɏɍ. 

ȱɓɉɘɐɡ IDEA RCA ɌɅɑɠɏɅɊɗ ɛɍɏɐ ɘɔɕɅɇɐɊɒɍɤ ɏɅɜɊɖɗɇɓɑ: ȩɊɗɊɏɛɍɤ (IDEA) 

 ȳɛɊɒɏɅ ɇɐɍɤɒɍɤ (IDEA KPI)  ȥɒɅɐɍɌ ɔɕɍɜɍɒ (IDEA RCA)  ȶɍɖɗɊɑɒɓɊ 

ɉɊɎɖɗɇɍɊ  ȧɅɐɍɉɅɛɍɤ ɜɊɕɊɌ IDEA. 

2. ȭɒɖɗɕɘɑɊɒɗɠ IDEA RCA 

ȳɖɒɓɇɘ ɑɓɉɘɐɤ ɖɓɖɗɅɇɐɤɣɗ ɉɇɅ ɗɊɚɒɓɐɓɈɍɜɊɖɏɍɚ ɕɊɝɊɒɍɤ, ɏɓɗɓɕɠɊ 

ɓɆɊɖɔɊɜɍɇɅɣɗ əɍɏɖɅɛɍɣ ɍɒɛɍɉɊɒɗɅ ɍ ɊɈɓ ɓɆɟɊɏɗɍɇɒɠɎ ɅɒɅɐɍɌ: 

2.1. ȷɊɕɑɍɒɅɐ ȯɅɒɅɐɅ 1 (ȯɒɓɔɏɅ Ȱɓɤɐɡɒɓɖɗɍ) 

ȵɅɆɓɗɅɊɗ ɏɅɏ èɉɅɗɜɍɏ ɉɠɑɅé (ȶɍɖɗɊɑɅ 1 ɔɓ ȩ. ȯɅɒɊɑɅɒɘ) ñ əɍɏɖɍɕɘɊɗ 

ɖɔɓɒɗɅɒɒɠɎ ɒɊɈɅɗɍɇ (ɓɛɊɒɏɍ 1ð4) ɇ ɑɓɑɊɒɗɊ ɇɌɅɍɑɓɉɊɎɖɗɇɍɤ. ȯɅɋɉɓɊ 

ɒɅɋɅɗɍɊ ɏɒɓɔɏɍ ɖ ɒɍɌɏɓɎ ɓɛɊɒɏɓɎ ɈɊɒɊɕɍɕɘɊɗ ɖɓɆɠɗɍɊ-ɗɕɍɈɈɊɕ, ɏɓɗɓɕɓɊ 

ɌɅɔɘɖɏɅɊɗ ɔɕɓɛɊɉɘɕɘ IDEA RCA ɍ ɔɕɓɛɊɉɘɕɘ Service Recovery. 
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ȳȳȳ èȴȵȳȰȥȲé Ê 2026. ȧɖɊ ɔɕɅɇɅ ɌɅɞɍɞɊɒɠ 

ȴɓɉɕɓɆɒɊɊ ɓ ɕɊɝɊɒɍɍ: https://911.prolan.ru/applying/loyalty.html   

2.2. ȵɊɝɊɒɍɊ SenseRec 

ȶɍɖɗɊɑɅ Ʌɘɉɍɓ- ɍ ɇɍɉɊɓɌɅɔɍɖɍ, ɏɓɗɓɕɅɤ ɅɇɗɓɑɅɗɍɜɊɖɏɍ ɔɕɍɇɤɌɠɇɅɊɗ 

ɑɊɉɍɅəɅɎɐɠ ɏ ɖɓɆɠɗɍɤɑ ɇ ɗɓɜɏɊ ɏɓɒɗɅɏɗɅ. ȧ ɏɓɒɗɊɏɖɗɊ IDEA RCA ɖɓɆɠɗɍɊɑ 

ɤɇɐɤɊɗɖɤ ɒɊɈɅɗɍɇɒɅɤ ɓɛɊɒɏɅ ɇ ȯɅɒɅɐɊ 1. 

ȴɕɍɒɛɍɔ ɕɅɆɓɗɠ: 

¶ ȴɕɍ ɒɅɋɅɗɍɍ ɏɒɓɔɏɍ ɖ ɓɛɊɒɏɓɎ 1ð4 ɖɍɖɗɊɑɅ əɍɏɖɍɕɘɊɗ ɇɕɊɑɊɒɒɘɣ 

ɑɊɗɏɘ ɖɓɆɠɗɍɤ. 

¶ SenseRec ɅɇɗɓɑɅɗɍɜɊɖɏɍ ɍɌɇɐɊɏɅɊɗ əɕɅɈɑɊɒɗ Ʌɘɉɍɓ- ɍ ɇɍɉɊɓɌɅɔɍɖɍ, 

ɒɅɔɕɍɑɊɕ, ɌɅ 2ð5 ɑɍɒɘɗ ɉɓ ɍ ɔɓɖɐɊ ɖɓɆɠɗɍɤ. 

¶ ȥɒɅɐɍɗɍɏ ɔɓɐɘɜɅɊɗ ɈɓɗɓɇɠɎ ɑɊɉɍɅəɅɎɐ ɉɐɤ ɕɅɌɆɓɕɅ ɍɒɛɍɉɊɒɗɅ ɆɊɌ 

ɒɊɓɆɚɓɉɍɑɓɖɗɍ ɇɕɘɜɒɘɣ ɍɖɏɅɗɡ ɒɘɋɒɠɊ ɌɅɔɍɖɍ. 

ȴɓɉɕɓɆɒɊɊ ɓ ɕɊɝɊɒɍɍ: https://911.prolan.ru/price/senserec.html 

ȴɕɊɍɑɘɞɊɖɗɇɅ ɍɒɗɊɈɕɅɛɍɍ ȯɒɓɔɏɍ Ȱɓɤɐɡɒɓɖɗɍ ɖ SenseRec: 

¶ ȶɏɓɕɓɖɗɡ: ȥɒɅɐɍɗɍɏ Ɇɠɖɗɕɓ ɔɓɐɘɜɅɊɗ ɇɖɣ ɒɊɓɆɚɓɉɍɑɘɣ ɉɐɤ 

ɉɍɅɈɒɓɖɗɍɏɍ ɍɒəɓɕɑɅɛɍɣ (ɈɓɗɓɇɠɎ əɕɅɈɑɊɒɗ ɌɅɔɍɖɍ). 

¶ ȳɆɟɊɏɗɍɇɒɓɖɗɡ: ȥɒɅɐɍɌ ɓɖɒɓɇɅɒ ɒɅ əɅɏɗɅɚ (ɌɅɔɍɖɡ), Ʌ ɒɊ ɒɅ 

ɔɊɕɊɖɏɅɌɅɚ ɍɐɍ ɖɘɆɟɊɏɗɍɇɒɠɚ ɇɔɊɜɅɗɐɊɒɍɤɚ (èɓɒ ɖɏɅɌɅɐ ð ɓɒɅ 

ɖɏɅɌɅɐɅé). 

¶ ȱɅɖɝɗɅɆɍɕɘɊɑɓɖɗɡ: ȴɓɌɇɓɐɤɊɗ ɅɒɅɐɍɌɍɕɓɇɅɗɡ ɉɊɖɤɗɏɍ ɍɒɛɍɉɊɒɗɓɇ 

ɇ ɉɊɒɡ ɆɊɌ ɘɇɊɐɍɜɊɒɍɤ ɝɗɅɗɅ ɍɐɍ ɢəəɊɏɗɍɇɒɓ ɍɖɔɓɐɡɌɓɇɅɗɡ 

ȭɖɏɘɖɖɗɇɊɒɒɠɎ ȭɒɗɊɐɐɊɏɗ (ɅɒɅɐɍɌɍɕɓɇɅɗɡ ɗɓɐɡɏɓ ɔɓɐɊɌɒɘɣ 

ɍɒəɓɕɑɅɛɍɣ). 

3. ȱɓɉɊɐɡ ɏɅɗɊɈɓɕɍɌɅɛɍɍ: è4 ɍɖɗɓɜɒɍɏɅ ɔɕɓɆɐɊɑɠé 

ȩɐɤ ɖɍɖɗɊɑɅɗɍɌɅɛɍɍ ɔɕɍɜɍɒ ɍɒɛɍɉɊɒɗɓɇ IDEA RCA ɍɖɔɓɐɡɌɘɊɗ 

ɘɔɕɓɞɥɒɒɘɣ ɑɓɉɊɐɡ, ɅɉɅɔɗɍɕɓɇɅɒɒɘɣ ɔɓɉ ɒɅɆɐɣɉɅɊɑɠɊ əɅɏɗɠ ɇ 

Ʌɘɉɍɓ- ɍ ɇɍɉɊɓɌɅɔɍɖɤɚ. ȧ ɓɗɐɍɜɍɊ ɓɗ ɅɏɅɉɊɑɍɜɊɖɏɍɚ ɑɓɉɊɐɊɎ, ɉɅɒɒɅɤ 

https://911.prolan.ru/applying/loyalty.html
https://911.prolan.ru/price/senserec.html



