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{ŜǊǾƛŎŜIƻǘ L¢{a  

 

 

ü Ύ SaaSᴑҙ ̆ ѿᵝ⇔ ֲ ServiceHot ̂www.itsmcn.com̃
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ҹ̂http://demo. itsmcn.cn/XXXX/loginIndex̃ ט,

Ȃ 

̔ᴑҙҊ ῒז ȁ ᵬֲ ̆ ⇔ ֲ Ҭ ῀ ⱴȂ 
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ѿȁ ῀  

ȍ Һ ῤ ̔ ȁ ȁ ȁ ȁ Ȏ 

̔Ҍ ҙ Ⱶֲ ̆ ȁ ȁ ȁ ȁ

ȁ ̆ ServiceHot  ITSM Ⱶֲ ѿ ҹ̔ľ ĿȂ

ױ Ⱶ ̆ ᴑҙҙⱵ ԊȁIT ⱵҬ ᴑҙ ̆

ױ ҹľ ĿȂ ServiceHot ITSM Ҭ̆ ֓

Ҭ̆Ḃԍ Ȃ 

῀  

⇔ ŕ⇔ ŕ⇔ ̂ & ̃ŕ⇔  

 

1.1. ⇔  

⇔ ֲ ̆ᶭ ῀< / >Ȃ

Ȃ 

ü Ҍ ̆ ₯ ѿ ⱴ̕ 

ü ₯ ҉ ₮ Excel ̆ Ώ ѿ ῀ Ȃ 

1.2. ⇔  

Ҍ └ ̂SaaSᾧ ̃ 

ü ₯ ⱴ̆ ̕ 

ü ₯< >̆ ӈ ̕ 
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1.3. ⇔  

Ҍ └ ̆ғ ̆ Ҭ ȁ ȁ ȁ

Ȃ 

ü Ҭ ̆ ᶷ ⱴ Ȃ 

ü ᵬҬ̆ < ῀ Ҋ >Ҋ ̆ Ώ ѿ ῀ Ȃ 

ü LDAP ῒ҈ז Ḥ ̂ Ҭ ׃῏ ̃ 

 

∆ ῀ ӊ ̆ ̆ Ḃ Ȃ 

ᵬ̔ 

Õ ↓ ̆ ᶷ ᵬ ₯< >Ŀ̆ Ȃ 

Õ ̆ ḱ ҙⱵ ̆ ҹῃ Ȃ 
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1.4. ⇔  

ֲ № ̆ Ҍ └ Ȃ ҩ ԍѿҩ ̆Ӟ ץ

ԍ ҩ Ȃ ҙⱵ ̆ ҩ Ḃԍץ̆

Ȃ 

ü ᶷ ̆ ₯Ҭ < > ̆ ⱴ Ȃ 

ü ⱴ ̆ Ҭ↨ ⱴ ̆ ᶷ ⱴ Ȃ 

̔ Ҭ ̆ ̔ ֲȁ ȁ ̆ ֓

Ҭᴪ ⌠Ȃ 
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ԋȁ Ⱶ  

ȍ Һ ῤ ̔ҙⱵ ȁ Ⱶ ȁ Ⱶ ȁ Ⱶ Ȏ 

̔ ֲ ӊ ̆ ҙⱵ̆ Ⱶ Ȃ ױ ӈҹľ Ⱶ

῏ Ŀ̆ᵰӞ ץ ҹ̆ ѿ ױ Ⱶ Ȃ 

IT ⱵҬ̆ ԍ ᶫ Ⱶѿ ׆ ԍ֟ ҙⱵ̆ Ḃ ֜

Ṝ̆ ⌠ ָӇҙⱵ ֟ ԅ ̆Ӟ Ḃ ITֲ

ֲ ⌠ ָӇҙⱵ ֟ ᶫԅ Ⱶ̆ Ҭ ѿ ױ

⇔ ҙⱵ№ ̔ ױ ῒ ӈҹľҙⱵ Ŀ̕ ԅľҙⱵ Ŀ ̕

ױ ҹ ֓ҙⱵ ᶫ Ⱶԅ̕ 

ᵖ ԍҙⱵ ԊⱵΐ ̆ ̆Ԋᴆ̆ ̆ ῒ

⇔ Ҍ Ⱶ ̆ ServiceHotҬ̆ ױ ֓ ῒ ӈҹľ Ⱶ Ŀ̔

ԅ ⌠ Ⱶ ↕̕ 

Ҍ ҙⱵ Ҭ̔ ץ ԊⱵ ľ Ⱶ Ŀ № ׆ ľ

Ⱶ ĿȂ Ⱶ ᵣ ԊⱵ ̆ ҙ ̆ ᶫ Ⱶ

ῤ ҍ IT ᶫ Ⱶῤ ῃҌ Ȃ ↓ ᶫ Ⱶῤ ̆ⱴץ ̆№

≢ ѿ ̆ ѿ ̆ Ⱶ Ȃ̂⇔ ľ Ⱶ Ŀ ҩꜚᵬ

Ҍ ̔ ᴑҙ ҙⱵҬ̆ ̔ ⌠ Ὲ ̆ ҩ Ὲ Ҍ

Ⱶ ̆ ’Ҋ̆ ױ ץ ӈ Ⱶ ̆№ ≢ ̆ ץ

⇔ ľ Ⱶ Ŀ ΐᵣ ҙⱵ Ȃ ̃̕ 

Ҍ ̆ Ⱶ ̔ ԅ Ⱶ ̆

̆ Ҍ Ⱶ Ȃ 
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ԍ҉ץ ԅ Ⱶ ̔ ױ ֓ Ⱶ ̔ ҹԅ ץ

Ạ ῏ ̆ ԇ ҩ ̆ ҩ ̆ ᶏ ̕ԍ Ҭ ױ

ӈԅľ Ⱶ Ŀ ľ Ⱶ ĿȂ 

ԅ̆҉ץ Ⱶ ԅȂ 

⇔ Ⱶ  

⇔ ҙⱵ ŕ⇔ Ⱶ ŕ⇔ Ⱶ ̂ ̃ŕ Ⱶ ŕ

Ⱶ  

 

2.1. ⇔ ҙⱵ  

ᶫ Ⱶӊ╠̆ ױ ҹױ ֓ ᶫ ⱵȂ 

ü ŕ Ⱶ Ⱶ ŕҙⱵ ̕ 

ü ̔ ⱴҙⱵ № ̆ҙⱵ Ҍ ̆ ⱴ № ̂

ҩҙⱵ ֞ ץ ╠ ̆ Ḃ ץ ꜚ ҙⱵ№

№ ᵬȂ̃ 

ü ҙⱵ Ӟ Ҋ ̆ ѿ ῀ 
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2.2. ⇔ Ⱶ  

Ⱶ ҹ Ⱶ ץ̆ ҹ Ȃ 

ü ŕ Ⱶ ŕ Ⱶ Ȃ 

ü ľ Ŀ ⱴ Ⱶ ̆ ₮ ̆ Ώ ̆ ̆

̆└ ҙⱵ ̆ Ӟ ᴰ҉ץ ≢̆ ѿҊ ₯

֜ Ȃ 
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̔ Ҭ Ⱶ Ȃ 

̔ Ȱ ȱҬ Ȃ̂ΐᵣ ץ ̆ ̃ 

ҙⱵ ̔ ̂ ̆֞ ҙⱵ Ҍ ̃ 

̔ ̆Ҍ҉ᴰ Ȃ 

 

2.3. ⇔ Ⱶ  

Ⱶ ⱴ⌠ Ⱶ Ҋ̆ № ⌠ Ȃ

̂ ̆ ҙⱵ ’ ⇔ ̃ 

ü ŕ Ⱶ ŕ Ⱶ Ȃ 

ü Ҋᶷ ̆ Ⱶ Ȃ 

ü ₯ ⱴ Ⱶ ̆ ₯ ᶷ ̆ ץ ⱴ Ⱶ ⌠

ҬȂ̂ ҩ Ⱶ ⱴ ҩ Ⱶ ̆ Ҍ ҙⱵ ̃ 
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2.4. Ⱶ  

Ⱶ ̆ Ⱶ Ȃ 

ü ŕ Ⱶ  
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ü ᶷ ̆ ₯ Ȃ ₮ ̆ Ώ ҙⱵ ̆ Ӟ ץ

ѿҊ Ⱶ ̆ ₯Ḡ Ȃ 

ü ⱴ Ⱶ № ̆ ₯ Ȃ ₮ ӊ Ⱶ ̆ ӊ

₯ ֜Ȃ̂ѿҩ Ⱶ ץ ҩ Ⱶ ̃ 
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2.5. Ⱶ  

Ⱶ ̆ ᶏ Ȃ 

ü ŕ Ⱶ  

ü ᶷ Ⱶ ̆ ₮ ̆ Ⱶ ̂ ֲ̆ ֲ

̆ ̃̆Ḡ Ȃ 

 

 

Ⱶ ӊ ̆ ᶏ Ⱶ Ȃ 
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҈ȁ Ⱶ  

ȍ Һ ῤ ̔ Ⱶ ↕ȁ ȁ ȁ ȁ ȁ Ⱶ

ᴇ Ȏ 

̔ ҉ҩ Ҭ̆ ױ ԅ Ⱶ ̔ Ⱶ ΐᵣ ̆

Ӟ Ⱶ ̆ ҩ Ҍ Ⱶ ̆ ױ

̕ ̆ ┴ ԊⱵ׆ ⌠ ̆

̂ ҹ ȁ ‰ Ḡץ̆̃└ ̂ ȁ

̃Ȃ ҹ Serviche ̂ ̆ ̆ Ⱶ ↕

̆ ᴇ ̃̆ServiceHot ֓ ̆ ֜ԑ ȁ

↨ Ȃ 

ServiceHotҹ ᶫԅ ӈⱳ ̔ᶭ ľ Ŀ̆

ᶫ ӈ Ⱶ Ȃ ӈ ȁ ӈ ᶏ Ȃ ҩ

ľ Ŀⱳ ҹ ҩ Ҍ Ȃ 

ҩ ӈΐᵣ Ⱶ№ ↕̆ ⌠ Ҍ Ҋ ҙⱵ Ȃ ҩ

ӊ ӊ ̆Ӟ ץ ӈ Ⱶ ᴇ̆ ⇔׆⌠ ⌠ Ⱶ ᴇ

Ȃ 

⇔ Ⱶ  

ŕ ŕ ŕ ŕ Ⱶ ↕ ŕ Ⱶ ᴇ 

 

3.1.   

ᶫ ̆ᵰ ץ ӈ ̔ 

ü ŕ ̆ ŕ  

ü ₯ľ⇔ Ŀ ̆ ₮ ̆ Ώ KEŶ KEYҹ ̃Ḡ ῀

ҬȂ 
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ü ӈ ̔ᶏ ľԊᴆĿҬ Ԋᴆ ꜚ ᶷ Ȃ Ἕץ viso ѿ

ӈ Ȃ̂ ľ ῏Ŀ/ľᴋⱵĿ̕ ̔ ῏ ᶏ ̆

ᶏ ῏̆ᶏ ῏ ᴆȂ ҍ ӊ╠ ғ

ѿ ̆Ҍᶏ ῏Ȃᶭ ↕ ӈ ᶏ Ԋ

ᴆ̃Ȃ 

ü Ԋᴆ ӊ ̆ ̆ ₯Ḡ ̆

ԅȂ 
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3.2.  

ӊ ̆ ̆ ᶏ ̕ 

ü ŕ ̆ ŕ ŕ↓ ľ Ŀ 

  

̔ 

1̔ ḱ ̆ ӊ Ⱶ Ҭ̆ ҍ

Ḡ ѿ ̕ 

2̔ Ҭľ Ŀ ѿ Ҍ ̆ ⱴ ̆ ↓

Ҭ̆ ₯ľ Ŀ Ȃ 

 

3.3.  

Ҍ ̆ ңҩ

ӈ ̆ ᾢ ӈ ̆ῒ ӈȂ 

Ҍ ץ Ҍ ̆ ҩ ץ ӈ Ҍ ̆

ᾢ ӈ Ȃ 
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3.3.1   

ҩ ץ Ҍ ̆ Ҍ Ҍ ҙⱵ

Ȃ 

ü ŕ ̆ ŕ  

ü ₯⇔ ̕ ῀ ̆ ӈ Ȃ ץ ̆

ӈ Ȃ ӈ ꜚⱴ῀WF_ Ȃ 

ü ₯ ̔ ץ ӈ ̆ ץ ῖ ȁ ῖ KEYȁ ₮ᶏ ҹ

↓ ₮̆ ӈ ῀ ₮Ȃ ӊ ₯Ḡ ̆ Ȃ 

ü ӈ ӊ ̔ Ῥ ↓ Ҭ Ȃ ӊ

̂ ̔ ᶏ ľ Ŀ̆ ľ └ ĿȂ ̔

Ḥ ץ ῀ ̆Ҍ Ȃ └

̔ − Ȃ ᴪҡ

Ҭ Ȃ̃ 
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3.3.2   

ӈ UI ⱳ ̆

ӈȂ 

ü ŕ ̆ ŕ  

ü ₯ľ Ŀ ̆ ῀ ̆ ᾢ ӈ ȂḠ

Ȃ 

ü ₯ ľ Ŀ ӈ ̂ ̃Ȃ ӊ

Ȃ 

ü ᶷ ̆ excel ӈ table Ȃ ӈ̆ ץ

̆ ҩ Ȃ̂ Ҋ↓ ̆ ᴆ̆

ɚɚ1 ̃̆ ₯ľḠ Ŀ Ȃ 
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̔ 

1̔ Ҭ̔ └ ̔⇔ ֲ̆ҙⱵ ̆ ֲ ױ ӊ

⌠ ̔ ֲ ̆ ̕ ṿ̔

ṿ ̆ ᴪ ̔ ῀ ̕ ľᴨᾢ Ŀ ľҊ

Ŀ ᴨᾢ ̕ῒז ᵬ ̆ ױ Ȃ 

          

          

 

 

 

 

 

 

 

ü ӊ ̆ ↓ ̔ ₯ľ ᴆĿȂ

ⱳ̆ ᶏ Ȃ 
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̔ 

1̔ ᶏ έ{!!{έ̆ ᴆ ̆ Ạԅᴨױ ץ Ҭ ľḠ

Ŀ ̆ Ῥ ₯ľ ᴆĿ̂PS:ң ץ ᵬ̃̕ 

2̔ѿ ѿҩ ᴪ ҩ ̔ҹԅḠ ̆Ҋѿ ֲ ҉ѿ

Ώ ῤ ̆ ױ ҩ ̆ ҉ѿҩ └̔ └₮ copy

Ῥ ̔ Ḡ ̆ └ ╠

҉ҩ ῏ END ̂ps: ᶫ ̔ ̆ ҙⱵ

̃̕ 
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3.4. Ⱶ ↕  

Ⱶ ↕ Ҭ ȁ ֲ ↕ Ȃ ȁ ꜚȁ

ꜚ№ Ȃ 

ü ŕ Ⱶ ŕ ↕  

ü ᶷ ̆ ҩ ץ ╠ ↕̕ 

3.4.1  ֲ  

̔ ֲ ̂№ Һ №ҹ ꜚ ꜚ Ȃ̃ 

ꜚ ̔№ҹȁҙⱵ№ № ȁ ȁṿ № ȁ ֲ  

№ ̔ №ҩ ֲ Ȃ 

      ҙⱵ№ ̔ ҙⱵ№ ֲ ꜚ№ ⌠Ҍ ҙⱵ№ Ȃ 

 ̔ № ⇔ ֲ/ ֲ/ ֲ /⇔ ֲ / ֲ

/ ֲ Ȃ 

ṿ № ̔ ṿ № ̔A / B / №  

ֲ ̔ ֲ / ↕ ӈ 
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ꜚ ̔ № Һ №ҹ⌠ ȁ⌠ ֲȁ⌠ֲȂ 

⌠ ̔ № ѿҩ ῤ ֲ ̆№ ῤֲ ̆

Ҋѿ Ȃ 

⌠ /ֲ̔ № /ֲȂῒҬ ҹ ֲ̆ҹ Ȃ 

⌠ֲ̔ № ֲ Ȃ 

ҩ ꜚ№ ↕̔ ӈ ↕̆ № Ȃ 
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3.4.2   

̔ Ҭ Ḥ ḱ ⱴȂ 

Ḥ ̔ḱ ̆╠ Ҭ Ḥ ḱ ῤ Ȃ 

 

 

3.4.3   

̔ ԍ ῏ֲ ῤ Ȃ 
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3.5. Ⱶ ᴇ  

῏ ̆ ᴇ̆ ᴇ Ȃ ᴇ

̆ ⇔ ֲȁ ֲȁ ֲȁ῏ ֲ ֲ

ᴇȂ 

ü ŕ ŕ ᴇ ↕ 

̔ 

⇔ ֲ̔ ⇔ ֲȂ 

ֲ̔ ῤ ֲȂ 

ֲ̔ ֲ Ȃ 

῏ ֲ̔ ֲ Ȃ 
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ȁ Ⱶ ≢ 

ȍ Һ ῤ ̔ ȁ Ⱶ ≢ SLAȁ ≢ OLAȎ 

̔ Ⱶ̆ ҩ Ⱶ ̆ ץ SLÂ

Ⱶ ̃̆ѿҩ ̂ ̆ ̃Ȃ׆ ⇔

̆ ῏ ҉ѿҩ SLA ̆ ̆ ҩ

̆ Ȃ  Ҭ̆ ҍֲ ץ ⌠ ̆

ҍ SLAӊ ṿ̆ Ḡץ Ȃ 

ᵥ└ Ⱶ ̙ 

Ⱶ ≢ SLA ( Ⱶ ), Ⱶ ̆ Ⱶ ̆

№≢ᴨᾢ Ҋץ ‗̕ServiceHot SLA Ҭ̆Ӟ

ⱳ ̔OLA( Ⱶ ) ҩ Ⱶ ‰Ȃ

̔ SLA ̆ ≢ OLA Ȃ 

 

  

 
 

 

Ⱶ ≢  

⇔ ŕ Ⱶ ≢ SLA ŕ ≢ OLA  
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4.1.  

Ⱶ ̆ ҙ ῤ SLA ᴪ ӈȂServiceHot

ᴪ Ⱶ SLA Ȃ ҙ ῤ ̆ ҙ

Ҍ Ȃ Ẋ ᵰ ᶫ 7x24 Ⱶ̆ ᵰ ᶫ 5X8 Ⱶ̆ ץ

ҙ ̆ ╧ Ẋ Ȃ 

 

ü ŕ  | ŕ  

ü ₯ľ Ŀ ̆ ⱴ ҙ  

ü ₮ ̔ ῀ ҙ ̆ ҙ ̆Ḡ Ȃ̂ ҙ ̔ ץ

№ ̔ 1̕ 2̕ 3̕ ҙ ̕ ̃Ȃ 

 

4.2. Ⱶ ≢ SLA  

ץ Ҍ ҙⱵ ̆ ⱴ ҩ SLA ↕ 

ü ŕ  | ŕ Ⱶ ≢Ȃ 

ü ₯ľ Ŀ ̆ ₮ Ҭ̆ ῀ ̆ ̕ ӈ

̆ Ȃ ̔  Ḡ Ȃ 
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ü Ⱶ ≢↓ Ҭ̆ Ҭ ̆ ₯ľ Ŀ ̆ ₮ ᴨᾢ

̆ ̆ ̆Ҥ Ȃ̂ ҩ ץ

̃Ȃ
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̔ 

 

4.3. ≢ OLA  

ҹḠ ᵣ SLA ̆ ᶫ ≢ Ȃ 

ü ŕ  | ŕ ≢Ȃ 

ü ₯ľ Ŀ ̆ ₮ Ҭ̆ ῀ ̆ ̆ ̔  Ḡ

Ȃ 
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ü ≢↓ Ҭ̆ Ҭ ̆ ₯ľ Ŀ

Ȃ 

 

 

 

̔ 
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ԓȁ Ⱶ  

ȍ Һ ῤ ̔ Ⱶ ȁ Ḥ ȁ ȁ ᴆ Ȏ 

̔ ָӇ Ⱶ̙ 

Ҍ Ȃ׆ ̆ ҹԅ Ḃ

Ȃ ᴑҙץ ׆ ᵣ ָӇ Ȃ 

Ҍ ̆ ױ ҩֲ ̆ ױ ⌠ ꜛ

ᶭ ̔1̆ ‗ 2̆ ‗ 3̆ ‗

̆ Ҍ  

ץ ѿ ̆ѿ ḂȂ ̔ ҙⱵ Ḥ҉

₯ ꜛ ԋ ̆ ḂȂ 

ᵣ ᶏ ӟ ̆ Ⱶῤ ̆ ̕ServiceHot ᶫ ꜛ Ⱶ ̆

Ḥ ̆ ̆ ᴆ Ḃ Ḃ Ⱶ Ȃ̂ ῒ

ז ̆ServiceHot Ӟ ץ ̃ 

 

 

5.1. ꜛ Ⱶ  

ꜛ ̆ ץ ̆ ꜛ Ⱶ ̆ Ⱶ ̆Ὲ

Ȃ 

Ⱶ  

ꜛ ⱵҬ ŕ ŕ ꜛ Ⱶ ŕῈ  

5.1.1  ꜛ Ҭ  

ң ꜛ ⱵҬ ̔ 
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ü ŕ ŕ ꜛ Ⱶ ŕ ꜛҬ ̂ ῖ ̆ᴰ ̃ 

ü ꜛ Ⱶ  

 

5.1.2  ꜛ  

ꜛ ᶫ № ֓ ̔ᶭ ҙⱵ ↕ Ȃ 

ü ŕ Ⱶ ŕҙⱵ  

ü Ҭ ᶷ ҙⱵ ŕ ₯ ᶷ ŕ Ⱶ ҹ YES 
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̂ ̔ ץ ֓ ץ ̔ ץ Ȃ̃ 

ӊ ̔ 

 

  

5.1.2  ꜛ Ⱶ  

Ҭ̆ ץ Ⱶ ̔ 

ü ŕ Ⱶ ŕ Ⱶ  
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ü Ҭ ᶷ Ⱶ ŕ ₯Ҋᶷḱ ŕ Ⱶ ҹ YES

 

̂ ̔ľ Ŀҹ ̆ ֓ ץ ꜛ Ⱶ

ᶏ Ҭ Ⱶ ̃ 

̔ 
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5.2. Ḥ  

ᶫ Ḥ ̔ ץ Ḥ Ⱶ ̆ Ⱶ ̕

Ӟ Ḥ̔ Ḃ ꜚ ᵬȂ Ḥ Һ ̔ Ⱶ ᴑҙ ḤȂ 

ü ŕ ŕ ḤῈᴧ ̂ᴑҙ Ḥ Ὲᴧ Ҍ ̆

ꜛ Ḥ̃ 
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5.3.  

↕ └̆ ᵰ ӊ ̆ ױ ꜛ Ȃ 
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5.4. ᴆ  

ץ ᴆ̆ ꜚ Ȃ 
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ü ŕ ŕ ᴆ  

ü ᴆ ̆ Ώ ̆ Ⱶ ̆ꜚᵬ̆ Ȃ 
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Έȁ ᵬ  ׃

ȍ Һ ῤ ̔ ȁ Ⱶ ȁ ȁ Ȏ 

̔Ҍ ̆ ᵬ Ҍѿ ̆Һ ̔ ̆ ̆

Ҍ ᵬ Ȃ 

6.1.  

ץ ꜛ Ⱶ ȁ Ḥȁ ᴆȁ Ȃ 

ü ꜛ Ⱶ ̆ ӊ ̆ ץ ̆ ꜛ Ⱶ ̆ Ⱶ

̆Ὲ  

ü ḱ ץ ₯ Ҋ Ⱶ ̆ ļ ḱĽ ץ Ḥ Ώ 

ü ̆ ץ ₯ļ Ľ̆ Ḥ Ȃ 
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