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Pabo4asn nporpamma coctaBfiieHa Ha ocHoBe ®I'OC BO n yyebHoro nnaHa MITY no HanpaBneHMIO
noarotoBku (cneumanbHocTn) 43.04.03 FoCTUHMYHOE Aeno

CocTaBuTesnib pabouyer nporpamMMmsi:

JOUeHT Kagpenpbl MAapKeTUHra, MoanncaHo npocton 30 KanauiHukoBa CBeTnaHa

cepBuca 1 Typusma , ooul., KaHA. 13.05.2026 BaneHTnHoOBHa
3KOH. HaykK
(BONKHOCTb, y4eHoe 3BaHue, CTeneHb) (noannce) (®.11.0.)

Pabouan nporpaMma yTBep>XAeHa Ha 3acenaHum Kadenpbl:
MapKeTuHra, cepeuca N Typusma

(Ha3BaHue Kadenpsl)

3aseaytownin kagenpomn:

17.05.2026 MoanncaHo npocton 3 Kymnunosa AHXeNnurka
17.05.2026 PycnaHoBHa
(moannce) (®.1.0.)
CornacoBsaHo:
Pykosoautens OMOTI
3aBeayloWmnii BbiMycKatoLwen
Kahenpon
Mo HamnpaB/IeHUIO NOArOTOBKN
(cneunanbHOCTK)
17.05.2026 MoanncaHo npocton 3 KymnunoBa AHXeNurKa
17.05.2026 PycnaHoBHa
(moannce) (®.1.0.)
CornacoBaHo:
HBE MI'TY
(Ha3BaHWe NoApa3aeneHns)
14.05.2026 MoanuncaHo npocton 30 N. b. bepbepbaH
14.05.2026
(noannce) (®.11.0.)
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1. Llenm n 3apaum yuyebHom aucumniamibl (Moayns)

LLenblo n3yvyeHus y4ebHom AncumnamHbl «CucTeMa ynpaBieHnUs Ka4yecTBOM YCJlyr opraHmM3auui
chepbl rOCTENPUMMCTBA U 06LLECTBEHHOr0 NMUTaHNSA» ABJISETCS 0CBOEHNE TEOPETUYECKUX 3HAHWI 1
npruobpeTeHns NPakTUYeCKNX HaBbIKOB B 06/1aCTX OCHOB yNpaBJ/ieHNs Ka4yeCTBOM, onpenenstoLmnx
CYLLHOCTb COBPEMEHHbIX MOAX0A0B B MEHEA)KMEHTE, OpraHM3aLum Npon3BoACTBa U OpraHM3aummn
06CNy>KNUBaHUA; ero OCHOBHbIE KaTeropun, MYHKUMUN, MPUHLNMbI, CPeACTBa U MeTOAbI,
npruobpeTeHne yMeHnin NPUMEHATb 3TW 3HAHUA U POPMUPOBaAHNE 0BLLMX N NPOEeCCMOHaNbHbIX
KoMMNeTeHUMi, HeobXxoAMMbIX A5 YCNELWHON NPaKTUYeCcKon AeaTeNbHOCTU BbiMyCKHUKOB.

3apaum y4ebHon ANCUNNIIVHBI:

- OCBOEHMNE OCHOBHbIX MOHATUN B 06nacTu ynpaB/ieHNA Ka4eCTBOM,

- MOHMMaHWe cneundukn npogeccnoHannMma paboTHMKOB opraHmn3aumnin cchepbl FOCTENPUMMCTBA U
obLWeCcTBEeHHOro NUTaHus;

- YCBOEHME CYLLIHOCTU N OCHOBHbIX KaTeropui yrnpaBiaeHnUst Ka4eCTBOM B COBPEMEHHOW opraHu3aumnm
chepbl rocTeNPUMMCTBA U 06LLIECTBEHHOIO NUTAHUS;

- MOHATWE N HanpaBJieHUA KOHKypeHTOCI'IOCO6HOCTVI npeanpunaTna B CMCteMe KayecCcTBa,

- OCBOEHME MeTOoA0B OUEeHKM 3PPEKTUBHOCTN PabOTHUKOB rOCTUHUYHOIO NPeanpuUaTUs;

- 0OCBOeHMe ynpaBsieH4YeCKNX Ct)yHKLI,I/II?I, TEXHONOrnn 1" 6I/I3H€C-I‘Ip0Ll,€CCOB, ymMmeHune paGOTHI/IKOB
OopneHTnpoBaTbCA B YCJIOBUAX 4aCTOW CMEHbl TEXHONIOMUIA;

- BOMPOCHI MHANBUAYAJIbHON, FPYMMNOBON N OPraHn3aunoHHON 3hdeKkTnBHOCTY;

- N3y4eHune BOMNnpocoB, CBA3aHHbIX C MPUHATUEM YNpaB/eHYeCKUX peLlJEHI/II7I, n oBJlageHne HaBblKkaMU
NX MPUHATNA B CUCTEME MeHedXXMeHTa KadeCTBa,

- YCTaHOBJIEHNE CYLLIHOCTM U CNOCOO0B MOTMBALMW NMepCcoHasia K MoBbILLIEHNI0 KaYecTBa yCciyr
opraHusaumin coepbl rocTENPUMMCTBA M 0OLLLECTBEHHOMO NMUTaHUS.
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2. MecTto pucumnauHbl (Moaynsa) B cTpyktype Ol no HanpaBsieHuUio
noaAroToBkKM (cneuuasbHOCTHU)

OucunnnmnHa «Cuctema yrnpaBJsieHNa Ka4eCTBOM yCcnyr 0praHVI33LI,VII7I chepbl rocTenpunmMcTBa v
06LEeCTBEHHOI0 MUTaHNA» OTHOCUTCS K AncumnanHam obssatenbHon YyacTu bnoka 1.

Kypc «Cuctema ynpaBieHNa Ka4eCTBOM yCJyr opraHmsaumm cepbl roctenpunmcTsea w
06LLEeCTBEHHOr0 MUTAHUSA» OCHOBAH Ha 3HAHUSAX, MOJIYYEHHbIX MPU N3YYEHUN TaKUX AUCLUUMIINH KaK
«CoBpeMEHHbIE KOMMYHUKALUWOHHbIE TEXHONOMMN MEXKYIbTYPHOIO B3aMMOAENCTBUSA B chepe
roctenpummcTea», «CamoopraHm3auns n TeXHOA0rum NnpodeccmMoHasbHO-IMYHOCTHONO poCcTa»,
«OpraHunsauma obpasoBaTeslbHON OeATE/NbHOCTU U MeTOANKa NpenogaBaHnsa AUCUUNINH B cdepe
roctenpummcTBa U obLLIEeCTBEHHOrO NUTaHNA», «YNpaBsieHne NepcoHa oM opraHm3aunin chepsol
roctenpummcTea U obLeCTBEHHOro NUTaHNA», «OpraHn3auMoHHbIe CTPYKTYpPbl NpeanpusaTni
WHOYCTPUN rOCTENPUMMCTBa», «YNpaBseHne npoLeccamm OeaTenbHOCTU B chepe
rocrenpumMmcTBa», «ACTopusa pasBuTusa MHAYCTPUN FOCTENPUUMCTBa» N 4p.

OucumnnanHa «CucTema yrnpaBJsieHMs Ka4eCTBOM yCAyr opraHu3aumin cepbl rocTenpummcTBa U
o6LLecTBEHHOro NUTaHNA» ABASETCA NpeaLllecTBYOLWEeN ANa CAeAyoWmnX AUCUUNIINH: «DKOHOMUKA
opraHusaumin cepbl rocTenpumMcTBa 1 obLWeCcTBEHHOro MNTaHUA: CTPaTernYeCcKnin ypoBeHb»,
«CTpaTernyeckoe n nporpaMmMHo-LesieBoe yrnpasieHne B chepe rocTenpummcTea u
obuiecTBeHHOro NuTaHmsa», «ONTuMnsaumsa bnsHec-NpoLeccos NpeanpuaTnin cepsobl
rocTenpumMcTBa», «MIHHOBaLMOHHbIE TEXHONOM UK B chepe rocTenpummcTea v obecTBeHHOro
NUTaHUA», «<beHYMapKeTUHr B MHAYCTPUN roCcTeNnpuMMCTBa», «YnpasJseHne npoueccamu
pethopMUPOBaHNSA N PECTPYKTYPU3aLUM AeATeNbHOCTU B chepe rocTenpummcTBa»,
«AHTUKPU3UCHOE YrpaBiAeHNE FOCTUHNYHOIO NPeanpuaTmnsa» u ap.
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3. NepeyeHb NIaHUPYEMbDIX pe3ysbTaTOB 00y4YeHusa No aucuuniamHe
(MOAynNi0), COOTHECEHHbIX C MNJIAHUPYEMbIMU pe3yJsibTaTaMU OCBOEHUA

obpasoBaTesibHOW NPOrpaMmMmbl.

Mpouecc n3y4yeHnsa gNCLUUMINHBI HanpaBiieH Ha opMUpOoOBaHue cnenyowen(nx) komnetTeHunn(in):

OrnkK-3.1

PaspabaTbiBaeT CUCTEMbI MEHEAXXKMEHTA KayecTBa B
COOTBETCTBUM C HALMOHAJIbHLIMU Y MEXAYHAPOAHLIMU
CTaHapTaMu KavyecTBa B opraHmsauuax cepsl
rocTenpunuMcTBa 1 06LEeCTBEHHOrO NMUTaHNS

OlnK-3.2

BHeLpsieT cMCTeMbl MEHE)XKMEHTa KayecTBa B
[esaTeNbHOCTb OpraHn3aumnii cepbl FOCTENPUAMCTBA 1
06LLeCcTBEHHOro NUTaHUs

OmnK-3.3

KOHTPO/IMpYeT Ka4yecTBO OKa3aHus ycayr B cepe
rocTenpunuMcTBa 1 obLeCTBEHHOIr0 NMUTAHNS B COOTBETCTBUM
C TpeboBaHMSIMN HOPMATUBHO-NPABOBbLIX aKTOB,
npodeccnoHanbHbIX CTaHAAPTOB, @ TakXKe C Y4eTOM MHeHUs
noTpebuTenen n Apyrux 3auHTEPECOBaHHbLIX CTOPOH

YK-1.1

AHanun3mpyeT NpobieMHy0 CUTYaUNIo Kak CUCTEMY, BbIsSiBSS
ee COCTaBASIoLNE N CBA3W MEXAY HUMM

YK-1.2

OnpepensieT npobenbl B MH(opMaLum, Heobxoanmon ans
pelweHns NpobseMHON CMTyaLumn, n NPOeKTUPYeT NMpoLiecchl
Mo X YCTPaHEHUIO

YK-1.3

Pa3spabaTbiBaeT 1 COAEpPXXaTeNbHO apryMeHTupyeT
cTpaTervio peweHns NpobaemMHoM CMTyauun Ha ocHoBe
CMCTEMHOr0 1 MeXANCLMMIMHAPHOro NoAX0A08
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4. Obbem gucuunnuHel (Moayna) n Buabl yauedbHon padorbl. Obian

TPYAOEMKOCTb AUCLUUNJINHLI

06bem ancumnavHbl 1 BUObl yiebHom paboThl Mo o4HOW opMe oby4eHus.

DOopMbl KOHTpONA Bupabl 3aHATUN UToro 3.e.
(konuyecTBo) YyacoB
9K KoHTp Jlexk Mp KPAT KonTpon CP
b
Kypcl [Cem.2 1 1 30 30 0.35 26.65 57 144 4
O6beM AMCUUNANHBLI U BUObl y4ebHo paboThl Mo 3a04HON dhopMe 0byveHus.
DOopMbl KOHTpONA Bupabl 3aHATUN UToro 3.e.
(konuyecTso) Yyacos
K KoHTp Jlexk Mp KPAT KonTpon CP
b
Kypc 2 [Cem. 3 1 1 8 10 0.35 8.65 117 144
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5. CTpyKTypa u coaep>XaHue y4eOHOW M BOCNUTATEJIbHON AEATEJIbHOCTU NMPU peasiu3auum AUCLUNJINHDbI

5.1. CTpyKTypa OAUCUUNANHBI A8 0O4HON hopMbl 0ByYeHUs.

CemMm Paspen pucumniavHbl Hepen Bupabl yuebHoOM paboThl, BKJlOYaA caMoOCToATesIbHYI0 paboTy u dopMbl TeKyLLero/npome
A ceme TPyAoeMKOCTb (B 4acax) )XYTOYHOM KOHTpPONA

cTpa JNlek Jla6 npe cPn KPAT |KoHTpoO CcP C3 ycrneBaeMoCTH TeKyLlero
nb (no Hepenam cemecTpa),

NPOMEe>XyTO4HOMN

aTTectauum (no

ceMecTpam)
1 2 3 4 5 6 7 8 9 10 11 12

2 Tema 1. OCHOBHbIE MOHATUSA N onpeaeneHns 1-2 4 4 9 Bavu-onpoc
yrnpaBieHNa Ka4eCTBOM. Ob6cyxxaeHnenoKnanos

2 Tema 2. Ka4yecTBO yc/nyr opraHm3aunn cdepsbl 3-4 4 4 9 Bavu-onpoc O6cyxaeHune
rocTenpuMMcTBa. 00KNan0B

2 Tema 3. HopmaTumBHO- NpaBoBas 6a3a obecnevyeHus 5-6 4 4 9 Bavu-onpoc O6cyxaeHune
KavecTBa yC/ayr opraHm3aunn cepsbl 0O0KNafoB
rocTenpuMMcTBa.

2 Tema 4. CuctemMa ynpasieHUs Ka4eCcTBOM yCnyr 7-9 6 6 9 Bavu-onpoc O6cyxaeHune
opraHmsaumnin cdhepbl rocTenpUUMCTBA. 00KNafoB

2 Tema 5. MeToanKa 1 NpakTuKa NpoBefeHnNs OLEeHKN 10-12 6 6 9 Banu-onpoc O6cyxaeHne
KayecTBa yCayr opraHusaumn cepsl [OKJlafoB
rocTenpunMCTBa.

2 Tema 6. OCHOBHbIE MOJIOXKEHUA CTaHOAPTOB 13-15 6 6 12 Bavu-onpoc O6cyxaeHne
npefocTaB/ieHnsa ycayr opraHmsaunin coepsbl [OKJlafoB
rocTenpunMCTBa.

2 MpomMexxyTo4yHasa aTTecTayms 0.35 26.65 JK3aMeH
UTOro: 30 30 0.35 26.65 57

5.2. CTpyKTypa OUCUNNINHbBI 415 3a04HoN hopMbl 0byveHuns.

Cem Paspen pucumnsivHbl Bupabl yuebHo paboThbl, BK/AIOYaA CaAaMOCTOATEJIbHYIO paboTy u
TPYAOeMKOCTb (B 4acax)
Jlexk Jla6 ne cPn KPAT |[KoHTpoO cP C3
b

1 2 4 5 6 7 8 9 10 11
3 Tema 1. OCHOBHbIE MOHATUA U oNpefesieHns yNpaBieHNs Ka4eCTBOM. 2 2 18
3 Tema 2. KayecTBO yCnyr opraHmsaumnin cepbl rocTenpummcTBaa. 2 2 18
3 Tema 3. HopmaTumBHO- NpaBoBas 6a3a obecneyeHnsa KkavyecTBa yCcayr opraHnsaunin chepsl 2 2 20

rocTenpunMcTBa.

3 Tema 4. CuctemMa ynpaBieHUs Ka4eCTBOM YCJIyr opraHu3auunin cepbl rocTenpummcTBa. 2 2 20
3 Tema 5. MeToanKka 1 NpakTUKa NPoBeAEHNS OLEHKN KavyeCTBa yCayr opraHnsauni chepsl 2 20
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Cem Paspen pucumnnuHbl Bupbl yuebHoU paboThbl, BKJIlOYaA caMOCTOATEIbHYIO paboTy u
TPYyAOeMKOCTb (B 4acax)
Jlexk Jab ne cPn KPAT |[KoHTpoO CcP C3
Nb
1 2 4 5 6 7 8 9 10 11
rocTenpunuMCcTBa.
Tema 6. OCHOBHbIE MOJI0XKEHUA CTaHAAPTOB NpeAoCTaB/IeHNA YCyr opraHu3auun cdepsbl 21
rocTenpuMMcTBa.
MpomMexxyTo4yHasa aTTecTayms 0.35 8.65
UTOro: 8 10 0.35 8.65 117
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5.4. Copep>xaHue pa3nenoB AucuMnJnHbl (Moaynsa) «Cucrtema ynpaBsieHUA Ka4eCTBOM yCAyr opraHusauum cepbl roctenpumMcTBa U
obLlecTBeHHOro NnuTaHua», obpasoBaTesibHble TEXHOJIOTUU

JIEKLIMOHHBIN KypC

CemMm HaumeHoBaHue TeMbl TpyAsoeMKoCTb (Yachl) Copep>xaHue dopmMUpyeMble Pe3ynbTaTbl OCBOEHUSA OG6pasoBaTesibHble
AUCLUNJINHDI [0]::]e) 30 0390 KOMMNeTeHuuu (3HaTb, yMeTb, BJlafeThb) TeXHOJIOruu
1 2 3 4 5 6 7 8 9
2/3 Tema 1. OCHOBHbIE NOHATUSA |4 TeopeTunyeckue YK-1.1; YK-1.2; YK-1.3; 3HaTb: OCHOBHbIE NMoHATUA | Jlekuma-becena

nonpeneneHna
ynpaBneHna Ka4eCTBOM.

NpPeAnoCbIIKM yrnpaBaeHuns
KayecTBOM. TepMuHbI 1
onpepeneHus.
HanpasneHusa B peweHumn
3afad KavecTtsa. 1.
PewweHune npobnem
NoBbILUEHNA Ka4yecTBa
TOBapoOB N yCNyr Yyepes
CTaHAapTM3auuio,
cepTudunkauuio,
MeTpPOJIOruio, KBaJIMMETPUIO
2 2 PaspaboTka u
BHegpeHne CUCTEMHOro
noaxofa K ynpasJieHUto
kavyecTBoM. Cuctema
MeXAYHapoAHbIX
cTtaHpaptos NCO cepun
9000:2000; OpraHusaumns
6n3Heca Ha ocHoBe
BceobLero ynpasnaeHus
kadecTBoM (Total Qality
Management); poccuinckas
HauMoHasibHaa NpemMus no
KayecTBy; nNoaxon,
HanpaBJ/IEHHbIA Ha NMNOUCK 1
yCTpaHeHune npuymH bpaka
1 ownbok B
NPON3BOACTBEHHbIX
npoueccax («LecTtb
cnrm»). KayecTBo Kak
06bEeKT ynpaBneHus.
KayecTBO Kak coumnasnbHO-
3KOHOMUMYECKas KaTeropus.
CBoWcTBa 1 yHKLUN
KayecTBa. ACNeKThbl
KayecTBa: 1)
HauWoHasNbHbIN; 2)
NONNTUYECKUIA; 3)

n onpepeneHuns
ynpaB/ieHVs1 Ka4eCTBOM B
rocTUHUYHOM BusHece.
YMeTb: HaxoAuTb OpraHu3a
LIMOHHO-YNpaBieH4Yeckne
pEeLUeHnS Mo ynpaBaeHUto
KayeCcTBOM Ha OCHOBe
VMEILLMNXCA OaHHbIX.
BnapeTtb: meTogamum
OLEHKM KayecTBa
obcnyxunBaHus B
opraHusaumnax cgepsl
rocTenpumMcTBa n
06LWeCcTBEHHOr0 NUTaAHKA.
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Cem HauMmeHoOBaHue TeMbl TpyaoeMKocTb (4achbl) Copep>xaHue dopmMupyeMblie Pe3ynbTaTbl OCBOEHMUA OOpa3oBaTesibHble
AUCLUNJINHDI [o]:]e) 390 0390 KOMMNeTeHuuu (3HaTb, yMeTb, BJlafgeTh) TE@XHOJIOrMu
1 2 3 4 5 6 7 8 9

TexHn4yeckun; 4)
3KOHOMUYECKNIN. KavyecTBo
NPOOYKUNN C TOYKMN 3peHns
MPoOV3BOAUTENS N
notpebutens.
KonnyecTBeHHble 1
KayeCcTBEHHbIe MoKa3aTeam
KayecTBa.

2/3

Tema 2. KayecTBo ycnyr
opraHusaumn cgepsbl
rocTenpunMcTBa.

KayvecTBO ycnyr B cepe
MHAYCTpUn
rocrenpumMmcTBa. ToBap n
ycnyra, uHTerpasbHble
XapaKTepuCcTUKN KayecTsa.
AHann3 roCTUHNYHOro
npoaykTa. KayecTso n
cTaHgapTbl. KaTeropun
npeanpuaTunm n nx
BOCMPUNMYNBOCTb K
perynmpoBaHUIoO KayecTBa.
Ycnosusa co3paHus
Ka4yecTBEHHOro cepBuca Ha
rFOCTUHUYHOM
npeanpuaTun: cobnoneHne
OCHOBHbIX 1 Hanbonee
Ba>KHbIX ANs chepsbl
rocTenpumMcTBa
NPUHLMMOB COBPEMEHHOIO
cepBuUca; cospaHue
HeobXxoANMbIX YCIOBUA ANS
nepcoHasna, NpM3BaHHOro
obecneynTb Ka4eCTBEHHbIN
CepBuUC; oNTuMmn3aumna
opraHmM3aunoHHon
CTPYKTYpPbI yrpaBneHms
npeanpuaTus,
npefocTaBAAOLWEro ycnyru
B Chepe rocTenpumnmMcTBa;
BCECTOPOHHWUI, NMOJIHbIN,
00bEeKTUBHbLIN 1
HenpepbIBHbLIA KOHTPOJIb 3a
Ka4yecTBOM cepBuca.
ObecneyeHune
KOM(OPTHOCTN 1”
MaKC/MMaJsibHOro
yAOB/IE€TBOPEHMA
noTtpebHoCTen C MOMOLLbIO
Ka4yeCTBEHHOro
obcnyxnBaHus:

YK-1.1; YK-1.2; YK-1.3;

3HaTb: COBpeMeHHbIe
CUCTEMbl MEHEXKMEHTa
Ka4yecTBa; Npasuna
npepocTaBieHns
FOCTUHWYHBIX yCnyr B P®;
NPOVN3BOACTBEHHbIE
CcTaHAapTbl paboTbl
pa3INYHbIX CNy>X6
rOCTUHWULBI; - OpraHm3aumio
paboTbl 1 cTaHAapTU3aLmio
KavecTBa ycnyr
opraHusaumn cgepsl
rocTenpuuMcTBa n
06LLeCcTBEHHOro NMUTaHKWS.
YMeTb: oueHuBaTb
KOHKYpPeHTOCNoCcobHOCTb
opraHusaumn cgepsbl
rocTenpuuMcTBa n
o6LwecTBEHHOro NNTaHns.
BnapeTb: cnocobamu
BHEpPEeHUs CUCTEeMbI
kayecTBa B paboTy
opraHusaumn cgepsbl
rocTenpuuMcTBa n
o6LwecTBEHHOro NNTaHns.

Nekuuns-becena
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Cem HauMmeHoOBaHue TeMbl TpyaoeMKocTb (4achbl) Copep>xaHue dopmMupyeMblie Pe3ynbTaTbl OCBOEHMUA OOpa3oBaTesibHble
AUCLUNJINHDI [o]:]e) 390 0390 KOMMNeTeHuuu (3HaTb, yMeTb, BJlafgeTh) TE@XHOJIOrMu
1 2 3 4 5 6 7 8 9

aMepuKaHcKasi Moaesb n
eBporenckas Mmoaesb.
MoHATME KOMGOPTHOCTU.
2NneMeHTbl KoMgopTa:
MH(OPMaLNOHHbIN;
3KOHOMUYECKNIA;
3CTeTNYeCcKni; bbIToBON;
MCUXOJIOr N4ECKNN.
OcobeHHOCTU 1 CBOWCTBA
FOCTUHWUYHOW yCnyru.
OcobeHHOCTM KavecTBa
ycnyr B roctuHuue. Mogenb
npenocTaBsieHNs ycnyr B
roctTuHuubl. Obine
TpeboBaHMA NO KavyecTBy
ycnyr - TOCT P50690 - 94
(n.4.3). TpeboBaHMs K
yCcnoBusAM 06CnyxnBaHUA:
COOTBETCTBME Ha3HaYeHMIo;
TOYHOCTb 1
CBOEBPEMEHHOCTb
WNCMNOJTHEHWUS; 3 TUYHOCTb
obcnyxuneatoLero
nepcoHasna; KOM(pOpTHOCTb;
SCTETUYHOCTb;
3ProHOMUYHOCTb. Y4yacTume
notpebutens B
npensioXxeHun
rOCTMHUYHOIr 0 NPOAYKTA.
Mognenb BoCcnpuaTus
KavyecTBa 06CNyxnBaHus B
rocTuHuue. Ka4yecTBo Kak
CBOWCTBa W XapaKTepHble
ocobeHHOCTW yCcnyru,
BbI3blBaloLMe YyBCTBA
yOOBNETBOPEHUA Y
notpebutens. TexHn4yeckoe
1 PyHKLMOHabHOe
Ka4yecTBO

2/3

Tema 3. HopMaTusHoO-
npasoBas 6a3a
obecrneyeHmna KkavyecTsa
yCnyr opraHm3aunn cepbl
rocTenpunMcTBa.

CTpyKTypa AeNCTBylOLLEro
HOPMaTMBHOIO NMPaBOBOIro
obecneyeHus. MpaBoBas
3almnTa npas
notpebutenen
FOCTUHMWYHBIX YCYT.
MpuHUWN NpuopuTeTa
MeXAyHapoaHOoro rnpasa
nepefs BHyTPEHHUM NPaBoOM

OlK-3.1; OMK-3.2; OMNK-3.3;
YK-1.1; YK-1.2; YK-1.3;

3HaTb: lNpaBuna
npenocTaBneHns
FOCTUHWYHBIX yCnyr B P®;
HOPMaTMBHO-NPABOBYO
6a3y obecnevyeHuns
KavyecTBa rOCTUHUYHbIX
ycnyr B Poccuinckon
®depepaunn. YMeTb:
NCnosnbL30BaTb

Nekuns-becena
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Cem

HanMeHoBaHue TeMbl
OUCLUNJINHBI

TpyaoeMKocTb (4achbl)

o®0

390

03®0

Copep>xaHue

dopmMupyeMblie
KOMMeTeHUuuu

Pe3synbTaTbl OCBOEHUA
(3HaTb, yMeTb, BJlafgeTh)

OOpa3oBaTesibHble
TEeXHOJIOTUMU

2

3

4

5

6

7

8

9

OTAEeNbHOM CTPaHbl. 3aKOH
P® «O 3awunTe npas
notpebutenen». MNpaBa
noTpebuTtenen Ha
6e3onacHoCTb
ToBapa/paboTbl/ycnyru
(cTaTbsa 7). NMpaBa KNneHTa
oTens Npu obHapy>xeHumn
HeOO0CTaTKOB OKa3aHHOM
ycnyru. YooBneTBopeHue
TpeboBaHun noTpebuTens o
6e3Bo3mMe3gHOM
yCTPaHeHUN HeJoCTaTKOB
Mpu oKasaHUmM ycnyrm u
OTBETCTBEHHOCTb
ncnonHuTens B opme
HeyCTOMKMN 3a@ HapyLleHune
CpOKa OKOHYaHWS OKa3aHus
ycnyru. PaboTa ¢
npeteHsnamu. MNpasuna
obcnyxunBaHus B
roctnHuuax. CogepxxaHue
N pa3sMelleHne
obsizaTensHom
MHGpOopMauun gnsa
knneHToB. ObecneyeHne
rocyapcTBOM
6e3onacHoCTM NpoayKunmn
W yCNyr Kak 0gHOro u3
YPOBHE KavyecTBa -
OCHOBHas HopMa
depepanbHOro 3akoHa «0
TEXHNYECKOM
perynpoBaHunm».

HOpPMaTMBHbIE NPaBOBble
OOKYMEHTbI Mo yrnpasJieHunto
KayecTBOM. BnapeTb:
HaBblkamMun paboThbl C
TeKCcTaMn HOpMaTUBHON
OOKyMeHTaumun:
MEXXAYHapOAHbIMU
CcTaHpapTaMun cepuun
NCO-9000, 3akoHOM PP «O
3almTe nNpas
notpebutenens».

2/3

Tema 4. Cnctema
yrnpaB/ieHNst Ka4eCTBOM
yCayr opraHusauumnm chepsl
rocTenpummcTBa.

SN1IeMeHTbl CUCTEeMbI
KayecTBa: 1. OpdekTuBHoe
ynpas/ieHne
npegnpuaTneM Ha oCHoBe
MapkeTuHra. 2. CosgaHune
KOPMopaTUBHOWN KYNbTypbl.
3. BHegpeHune cTtaHgapToB
TEeXHNYeCKOoro Ka4yecTBa
obcnyxusaHus. 4.
BHenpeHne cTaHfoapToB
(OYHKLMOHANBHOIO
obcnyxuBaHus: -
BHeppeHune
KBaJIMPNKALMOHHBIX

OMNK-3.1; OrK-3.2; OlK-3.3;
YK-1.1; YK-1.2; YK-1.3;

3HaTb: OCHOBHbIE MOHATUS
n onpeneneHus
yrMpaBieHna Ka4ecTBOM B
rocTUHUYHOM BusHece;
TUMOBbLIE KPUTEPUUN OLLEHKM
CTaHOapTOB OpraHM3aummn
obcnyxunBaHus B
npeanpuaTnsax
06LWeCcTBEHHOr0 NUTaHNS,
PaCMoNOXEHHbIX MpKn
roCTUHULLAX KaTeropum 3 -
5 3Be3n. YMeThb:
pa3pabaTbiBaTb CTpaTErmto
opraHusauum B obnactum

Nekuuns-6ecena
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Cem

HanMeHoBaHue TeMbl
OUCLUNJINHBI

TpyaoeMKocTb (4achbl)

o®0

390

03®0

Copep>xaHue

dopmMupyeMblie
KOMMeTeHUuuu

Pe3synbTaTbl OCBOEHUA
(3HaTb, yMeTb, BJlafgeTh)

OOpa3oBaTesibHble
TEeXHOJIOTUMU

2

3

4

5

6

7

8

9

TpeboBaHUmn
(KBanMgmMKaLMoOHHOIro
CcTaHgapTa) n
OOJKHOCTHbIX
obsizaHHOCTEl paboTHUKOB
npegnpuaTus; -
PazpaboTka TexHonornm
(HopMaTmMBHOE onucaHne)
NPON3BOACTBEHHbIX
rnpotieccos; - BeegeHue
HOpPMaTMBOB Tpyaa
(HOopMaTMBOB BbIPAabOTKY,
HOPMaTUBHOW YNCNEHHOCTW
paboTHMKOB). 5. BxoaHon
KOHTPOJIb KayecTBa Ha
npoayKUuio 1 ycnyru
MoCTaBLNKOB. 6. BbixooHOM
KOHTPOJIb KayecTBa Ha
npenocTaBnsemMble ycnyrum
B FrOCTUHULIE N UX CObIT
nocpenHuUKamu.
HecooTBeTCTBME NpoLecca
obcnyxnBaHus.
Knaccundgukaums
HEeCOOTBETCTBUN -
OTKJIOHEHUN Ka4ecTBa.
Pa3spaboTka n BHegpeHune
CUCTEM MeHeO)XMEHTa
KayecTBa B COOTBETCTBUM C
TpeboBaHMAMKM CTaHAapTa
MCO 9001:2008.
MpumeHeHne cepTudmrkaTa
COOTBETCTBUSA W 3HaKa
cooTBeTcTBUSA CMK. 10 1.
Pa3spaboTka n BHegpeHne
CUCTEM MeHeO)KMeHTa
KayecTBa B COOTBETCTBUM C
TpeboBaHMsAMKM CTaH4apTa
MCO 9001:2008.
CnpaBensinBasi oueHka u
MOTUBaLMSA Tpyaa.

yrnpaBieHNs Ka4yeCcTBOM.
Bnapetb: MeTogamu
OLEHKM KayecTBa
obcnyxunBaHus B
opraHusaumnax cgepsl
rocTenpunuMcTBa n
06LWeCcTBEHHOr0 NUTaAHKA.

2/3

Tema 5. MeToaunka un
npakTUKa NpoBeAeHNs
OLLEHKM KayecTBa ycnyr
opraHusaumin cgepsbl
rocTenpumumcTBa.

MapKeTuHroBble
nccnenoBaHNs KavyecTsa
FOCTUHUYHBIX YCAYT.
MeToAbl nCCnenoBaHUs.
AHKeTMpoBaHMe rocTemn ¢
LLe/1bio NMOBbILLEHUS
KayecTBa ycayr. Metopq

OMK-3.1; OrK-3.2; OlK-3.3;
YK-1.1; YK-1.2; YK-1.3;

3HaTb: Uenu, 3agayv n
npakTunyeckmne nogxogbl K
opraHmsauum paboTsl
nepcoHasna cCoBpeMeHHoM
FOCTUHWLIbI B pellueHnin
3ada4 noBblLLUEeHUSA
KayecTBa FOCTUHUYHbIX

Nekuuns-becena
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Cem HauMmeHoOBaHue TeMbl TpyaoeMKocTb (4achbl) Copep>xaHue dopmMupyeMblie Pe3ynbTaTbl OCBOEHMUA OOpa3oBaTesibHble
AUCLUNJINHDI [o]:]e) 390 0390 KOMMNeTeHuuu (3HaTb, yMeTb, BJlafgeTh) TE@XHOJIOrMu
1 2 3 4 5 6 7 8 9
KPUTUYECKUX COBLITUN —- ycnyr. YMeTb: HaxoauTb op
KavyeCcTBEHHble Ccrocobbl raHn3aunoHHO-
cbopa nHpopmaumn yrnpaBJieH4YeCcKue peLieHuns
(rnybuHHbIE NHTEPBLIO, Mo ynpaB/ieHNIO Ka4eCTBOM
OKyC-rpynnsl, Ha OCHOBe MMelLKnxcsa
npsiMoe/ckpbITOE LaHHbIX. BnageTb:
HabnogeHne 3a MeToOaMN OLEeHKN
rnosefeHneM KJjuneHTa Bo KavyecTBa 06CNyXnBaHus B
BpeMs OKasaHusa ycnyrm). opraHusaumax cgepsl
3ajava meTona - roctenpumnMcTBa u
BbISABJIEHNE KPUTUNYECKNX 06LLEeCcTBEHHOr0 NMUTAHKS.
CcobbITUI, BbI3BABLUNX
HeyJn0BJIeTBOPEHHOCTb
KJINEHTOB Ka4yeCTBOM
yCayr.
2/3 Tema 6. OCHOBHbIe 1. Cny>xb6a npuema un OlMK-3.1; OMNK-3.2; OMNK-3.3; [ 3HaTb: TunoBsble kKpuTepun |Jlekuuna-becena

NoJIOXKEeHNA CTaHOapToB
npenocTaBieHns ycayr
opraHusaumn cgepsbl
rocTenpunMcTBa.

pa3MelleHus. (front office).
OyHKumn ¢ CInP.
CTOMMOCTb 1 TUM HOMepa,
cnocob onnaTsl,
B3MO>XHOCTb HOMepa. 2.
Cny>xb6a 6poHnpoBaHnS
HoMepoB. Bnabl
6poHMpoBaHus.
[apaHTUpoBaHHOEe
6poHupoBaHue. OnnaTa
yCNyr KpeaAnTHOM KapTon.
ABaHCOBbLIN 4ENO3UT.
FapaHTusa TypuCcTCKnx
areHcTB. TYpUCTCKMi
Bay4ep. 3.CTorka
agMuHucTpaTopa (front
deck). 4. Cekuuns
pernctpauunun. 3anosiHeHne
roCTeBbIX KapTOYeK.
AHann3 KNneHTckom 6asbl,
NpPOrHo3MpoBaHne
3arpysku, VIP - rocTn,
perucrpaumsa TypuCTCcKmMx
rpynn, pernctpaums
WHOCTPaHHbIX KJIMEHTOB. 5.
CeKLMa KacCoBbIX
onepauun. Cyeta
KnneHToB. OTKpbITHE
cyeTa. 3akpblTue cyeTa.
KpeaunTHble KapToyKu.
CkaHepsbl. Bay4yepsbl 6.
CeKuMna HOYHOro ayauTa.

YK-1.1; YK-1.2; YK-1.3;

OLEeHKM CTaHOapTOB
opraHusaumm
obcnyxnuBaHus B
npeanpuaTnax
0bLLeCcTBEHHOro NUTaHKS,
PacronoXKeHHbIX Mpu
rocTUHULLAX KaTeropum 3 -
5 3Be34; opraHmsaumio
paboTbl M cCTaHZapTU3aUMIO
KayecTBa ycnyr
opraHusaumin cgepsbl
rocTenpummcTBa U
06LLEeCcTBEHHOr0 NMUTAHNS.
YMeTb: nCnonb3oBaTb
HOpPMaTUBHbIE NMPaBOBbLIE
OOKYMEHTbI Mo yrnpaB/ieHunto
KavyecTBOM. BnageTsb:
HaBblkaMun paboThbl C
TeKCcTaMy HOpMaTUBHON
OOKYMeHTauum:
MeXAYyHapoaAHbIMU
CcTaHpapTamum cepumn
MNCO0-9000, 3akoHOM P® «O
3almTe npas
notpebutenens».
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Cem

HanMeHoBaHue TeMbl
OUCLUNJINHBI

TpyaoeMKocTb (4achbl)

(o] o)

390

03®0

Copep>xaHue

dopMupyeMblie
KOMNeTeHUuUun

Pe3synbTaTbl OCBOEHUA
(3HaTb, yMeTb, BJlafgeTh)

OOpa3oBaTesibHble
TEeXHOJIOTUMU

2

3

4

5

6

7

8

9

MopTdonmo rocTs.
MposBepka Tapuda.. 7.
Cekumsa nNoYThbl 1
nHpopmMaumn. Pabota
nopTbe, KOHCbEPXXa.
CTolKa C A4enkamu,
KapToTeka rocren. 8.
TenedoHHas cnyxba.
KopropaTuBHble
CTaHAapTbl 06CNy>XMBaHUS.
9. Hocmnblumkm baraxa.
TpeTbs TO4YKa
conpukocHoBeHus. C
roctem. 10. Cnyxba
weenuapoB. 11. PaboTHMKN
cny>x6bl MapKoOBKYU
aBToMobunen. 12. Cnyxba
KOHCbepxxen. 13.
TpaHcnopTHas cnyxba. 14.
Cny»x6a x039MCTBEHHOI O
obecnevyeHns n
obcnyxusaHus otens. 15.
Cnyxb6a obcnyxmBaHus
HoMepoB. 16. Cnyxba
ybopKu nomeLeHnn n
TeppuTtopuin. 17. Cnyxba
npavyeyHom N XMMYNCTKN
18. O380pOBUTESBHBIN
LeHTP.

NTOrO:

30
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5.5. MpakTuyeckue 3aHATUA, UX HAMUMEHOBaHUe, coaep>XaHue n o6bLeM B Hacax

CemMm Ne paspena oMCUUNINHDI HauMmeHoOBaHMe NpakKTUYeCKUX 3aHATUMA 06bem B yacax
0oP0 3P0 0390
1 2 3 4 5 6
2/3 Tema 1. OCHOBHbIe MOHATUSA N onpefesieHns OCHOBHbIe NOHATUSA 1 onNpeAesieHNnsa ynpaBsieHNa Ka4yecTBOM. 4 2
yrnpaBieHNsa Ka4eCTBOM.
2/3 Tema 2. KayecTBO yCnyr opraHusaumni cepsbl KayecTBO ycnyr opraHmsauuin cepbl roCTENPUMMCTBA. 4 2
rocTenpummcTBaa.
2/3 Tema 3. HopmaTumBHO- npaBoBas 6a3a HopmaTunBHO- NpaBoBas 6a3a obecneyeHns KkavyecTBa yCayr opraHm3saunin cepsbl 4 2
obecnevyeHns KayecTBa yCayr opraHm3saummn rocTenpumMcTBa.
Chepbl rocTENPUNMCTBA.
2/3 Tema 4. Cnctema ynpaBJ/ieHUst Ka4yecTBOM ycayr | CucteMa ynpas/iieHUs Ka4eCTBOM yCJyr opraHmM3auni cpepbl rocTenpummcTaa. 6 2
OpraHusaumin cdepbl FOCTENPUUMCTBA.
2/3 Tema 5. MeToauKa v NMpakTuUKa NnpoBefeHuns MeToanKa v NpakTMKa NpoBeeHNs OLEeHKN KavyecTBa yCJyr opraHm3aunn chepsbl 6 2
OLLeHKN KayecTBa YCayr opraHusaumi cepsl rocTenpunuMCTBa.
rocTenpummcTBaa.
2/3 Tema 6. OCHOBHbIE MONIOXKEHNSA CTaHOAPTOB OCHOBHbIE MONIOXXEHUSA CTaHAAPTOB NPeaoCTaBNeHNA yCyr opraHn3auni cpepsbl 6
npenocTaBieHns ycayr opraHnsaumni cepsbl rocTenpuuMCTBa.
rocTenpumMMcTBa.
NTOro: 30 10

CVIMynSILI,VIOHHbIe 3aHATUA, UX HaUMeHOBaHue, coaep>XaHue m ob6beM B yacax

Y4ebHbIM MJIaHOM He MpenycMOTPeHO

5.6. JlJabopaTopHbIe 3aHATUA, UX HAUMeHOBaHue u ob6beM B yacax

Y4ebHbIM MJIaHOM He NMpenycMoTPeHO

5.7. MpuMepHasa TeMaTUKa KYpPCOBbIX NpoeKToB (paboT)

Y4yebHbIM NN1aHOM He NpeayCMOTPEHO
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5.8. CamocToAaTenbHasa pabora ctyneHTOB

CopepxaHune n ob6beM camocToaTesibHON paboThbl CTYLEHTOB

CemMm Paspensbl  TeMbl paboyen nporpaMMmbl NepeuyeHb pOMaALLUHUX 3aAaHUNA U APYrUX BONPOCOB AJIA CAMOCTOATE/IbHOIO Cpoku O6bem B Hacax
CaMOCTOATEJIbHOIO U3y4eHus u3yvyeHus BbINOJ odO 30 030
HeHusA
1 2 3 4 5 6 7
2/3 Tema 1. OCHOBHbIe MOHATUSA N ONpefesieHns CocTaBnieHne nnaHa-koHcrnekTa loarotoska AoK1anos MoAroToBka OTBETOB Ha B 9 18
ynpaBAeHNs Ka4eCTBOM. BOMpPOCHI TeYeHun
e cemec
Tpa
2/3 Tema 2. KayecTBO ycnyr opraHusaumin cgepsbl CocTaBnieHue naaHa-KoHcnekTa lMoaroToska AokNanos MoAroToBKa OTBETOB Ha B 9 18
roctenpumMmcTsaa. BOMpPOCHI Te4yeHun
e cemec
Tpa
2/3 Tema 3. HopmaTuBHO- NpaBoBas 6a3a CocTaBneHne nnaHa-koHcnekTa lMoarotoska Aokaanos MoAroToBka OTBETOB Ha B 9 20
obecneyeHnsa KkayecTBa yCayr opraHusaumm BOMpPOCHI TeYyeHun
cepbl rocTenpuUUMCTBa. e cemec
Tpa
2/3 Tema 4. Cuctema ynpaBJsieHNsa KadyecTBoM ycnyr | CocTaBieHMe niaHa-KoHcnekTa lNoarotoska Aoksianos MNoAroToBKa OTBETOB Ha B 9 20
opraHusaumin cdepbl FOCTENPUUMCTBA. BOMpPOCHI TeYeHun
e cemec
Tpa
2/3 Tema 5. MeToguKa v NpakTuUKa NpoBefeHuns CocTaBnieHue naaHa-KoHcnekTa lMoaroToska AokNanos MoAroToBKa OTBETOB Ha B 9 20
OLleHKM KayecTBa yC/lyr opraHusaumn coepsl BOMpPOCHI TeYyeHun
rocTenpumMcTBaa. e cemec
Tpa
2/3 Tema 6. OCHOBHbIE MONIOXKEHNSA CTaHAAPTOB CocTaBnieHuMe naaHa-KoHcnekTa Moarotoska AokAanos MoaroToBka OTBETOB Ha B 12 21
npenocTaBieHns ycayr opraHnsaumni cepsbl BOMpPOCHI TeYyeHun
rocTenpumMmcTaa. e cemec
Tpa
NTOro: 57 117

5.9. KaneHpapHbii rpadukK BocnuTaTesibHOW paboTbl N0 AUCLUMNJIMHE

Y4yebHbIM MaaHOM He NpeayCcMOTPEHO
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6. NepeyeHb yyebHO-MeTOAUUYECKOro obecneyeHus ANA CAaMOCTOATEJIbHOM
paboTbl oOyyaloWwmMxca no aucuunivHe (Mmoaynio).

6.1. MeToaMyeckue ykazaHua (cobcTBeHHble pa3paboTku)

HasBaHue CcblIKa

MeToanyeckne ykasaHusa no nyyeHumto ANCLUMINHLI http://lib.mkgtu.ru:8002/utils/libdata.php?id=2100051513
«Cunctema ynpaBneHus Kka4eCcTBOM yCNyr opraHm3aumm
chepbl rocTenpunMcTBa» [DNeKTPOHHbIN pecypcl: ans
CTYyAEeHTOB Bcex hopM 0byyeHMns HanpaBiaeHWsa NOArOTOBKMU
MarucTtpos 43.04.03 F'oCcTUHMYHOE Aeno, Marucrepckas
nporpamma NOCTUHNYHaA AeATEeNbHOCTL / [cocTaBuTeNb
KanawHwnkosa C.B.]. - Marnkon, 2018. - 38 c.

6.2. JiuTtepaTtypa ona caMmocTosTesibHOM paboT

HasBaHue CcblniKa

Maromepos, LU.LL. YnpaBneHne Ka4eCTBOM NpoayKLUN https://znanium.com/catalog/document?id=358503
[9nekTpoHHbIN pecypcl: y4ebHuk / LU.LL. Maromepnos, I.E.
Bbecnanosa. - M.: dawkos un K, 2020. - 334 c. - 9bC
«Znanium.com»

Bacosckui, J1. E. YnpaBneHne kKa4yecTBoM : y4ebHuk / J1. E. https://znanium.ru/catalog/document?id=390077
Bacosckuia, B. b. MNpoTacbes. — 3-e n3ga., nepepab. n gon. —
Mocksa : UHOPA-M, 2022. — 231 c. + Jon. maTepunansl
[9nekTpoHHbIN pecypc]l. — (Bbicwee obpa3oBaHme:
BakanaspwuaT). — DOI 10.12737/18003. - ISBN
978-5-16-011847-5. - TekCT : 3n1eKTPOHHbIN. - URL:
https://znanium.com/catalog/product/1851438

[yH4yeHko, H.W. YnpaBneHne Ka4ecTBOM B OTpaCasax https://znanium.com/catalog/document?id=94164
MULLEBOW MPOMBbILLIIIEHHOCTN [DNEeKTPOHHbLIN pecypcl:
yyebHoe nocobue / H.W. lyH4yeHko, M.[l. Maromepnos, A.B.
Pbl6uH. - M.: OawkoB u K, 2017. - 212 c. - 36C
«Znanium.com»

Cypkos, W. B. YnpaBfiieHne Ka4eCTBOM Ha NpeanpuatTmnax https://znanium.com/catalog/document?id=422765
nuwesown, nepepabaTbiBatoLlen NPOMBbILLIEHHOCTN, TOProBAU
1 0bLLecTBEeHHOro NuTaHus : y4ebHuk / nog obul. pen. npod.
B. M. Mo3HAKOBCKOro. — 3-e u3pg., ucnp. n gon. — Mockea :
NH®PA-M, 2023. — 336 c. + [on. maTepunanbl [DNeKTPOHHbIN
pecypc]. — (Bbicluee obpa3soBaHue: bakanaspuaT). — DOI
10.12737/824. - ISBN 978-5-16-006184-9. - TekcT :
3N1eKTPOHHbLIN. - URL:
https://znanium.com/catalog/product/1939097. - Pexxum
[0CTyna: nNo NoAnucke.

YyebHo-MeToAMYECKNE MaTepuasbl A1 CAMOCTOATENbHOW paboThl 06yYaloLINXCS U3 Ynucna
WHBAJINIOB W JINL, C OrPaHUYEHHBLIMUM BO3MOXHOCTAMN 300p0Bbs (OB3) NpenocTaBnanTCA B popMax,
aJlanTUPOBAHHbIX K OrPaHNYEHNSAM X 300P0BbSA U BOCNPUATUSA MHDOPMaLUUn:

ONs nuu C HapyLWeHUaAMM 3peHuns:

e B NevyaTHon hopMe yBEIMYEHHbLIM LPUGDOTOM,
B (hopMe 3/1eKTPOHHOr0 AOKYMEHTa,

e B (hopme ayaunocpanna,

B ne4vaTHoun hopMe Ha sA3blke bpanns.

Ons nuuy C HapyweHuamMm cnyxa:

e B nevyaTHomn opme,
¢ B (bOpMEe INEKTPOHHOIr0 AOKYMEHTA.

ONns nuu C HapyLleHsaMM ONopHO-ABUraTeIbHOro annaparTa:
o --.I__ E
o

Lt
£
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e B nevyaTHom opme,
e B (DOPME SNEKTPOHHOIr0 OKYMEHTA,
e B hopMe ayanocpanna.
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7. ®OHA OUEHOYHbIX CPenAcTB AJNA NPOBeAEeHUs NPOMEe>XyTOYHOM
aTTectauumm obyyalwmuxca no gucuunauHe (moaynio)

7.1. NepevyeHb KOMMNETEHLUUN C YyKa3aHMeM 3TanoB ux (popMMpoBaHUsA B NpoL,ecce 0CBOEHMUS
obpasoBaTesibHOW NPOrpaMMmbl

Stanbl GOPMUPOBAHUA KOMNETEHL UM
(HoMep ceMecTp CorsacHoro y4ebHomy nsaaHy)

HauMeHoBaHue y4ebHbIx
AVCLUNJINH,

o®0

390

0390

cdopmMupyoue
KOMNeTeHUUM B npouecce
OCBOEHMA
obpaszoBaTenbHOM
nporpaMMbl

OnNK-3.1 PaspabaTbiBaeT CUCTEMbI MEHEAXXMEHTA Ka4YeCTBa B COOTBETCTBUMN C HALMOHAJIbHbI
HM3aUNsX Chepbl rOCTENPUMMCTBA U 06LLLECTBEHHOIO NUTAHUSA

CTaHAapTaMn Ka4dyeCTBa B opra

MU N MeXayHapoaHbIMU

1

1

O3HaKoMUTesIbHas NMPakKTUKa

4

5

BbinosnHeHve v 3awmTa
BbIMYCKHOWN
KBaAnunKaunoHHom paboTsl

CucTema ynpasJsieHUs
Ka4yecTBOM ycayr
opraHusaumn coepsbl
roctenpunuMcTBa u
06LeCcTBEHHOro NnTaHns

4

5

MoAroToBKa K CAa4M U caada
rocynapCTBeHHOIro 3k3aMeHa

4

5

MpeoannioMHas NpakTuka

OMNK-3.2 BHeapseT cucTeMbl MEeHe)KMeHTa KavyecTBa B geAT

06LLEeCTBEHHOIr0 NUTAHUS

€/IbHOCTb OpraHun3aunii cepsbl

rocrenpunMmcTBa "

1

1

O3HakKoMUTesIbHas NpakTuKa

2

3

Cncrtema ynpasJsieHus
Ka4yecTBOM ycayr
opraHusauun coepsbl
rocTenpuuMcTBa u
06LEeCcTBEHHOr0 NUTaHNs

BbinonHeHve n 3awmnTa
BbIMYCKHOWN
KBaJIMunKaunoHHoM paboTbl

4

5

MogroToBka K coaym n coada
rocynapCTBeHHOro 3K3aMeHa

4

5

MNpenavnioMHas NpakTuka

ONK-3.3 KoHTpo/IMpyeT Ka4yeCTBO OKa3aHWsA yCayr B chepe rocTenpumMmcTea U obLecTBEHHOro NMTaHna B COOTBETCTBUN C
TpeboBaHMSMN HOPMATMBHO-NPABOBbLIX aKTOB, NMPOECCMOHAJIbHbLIX CTAaHAAPTOB, @ TakXXEe C y4YeTOM MHeHUs noTpebuTtenen
W OPYruX 3anHTEepeCcoBaHHbIX CTOPOH

1

O3HaKoMUTesIbHas NpakTuKa

2

3

Cnctema ynpasJieHus
Ka4yecTBOM ycayr
opraHusauunmn coepsbl
rocTenpuuMcTBa u
06LeCcTBEHHOr0 NTaHns

BbinonHeHve n 3awnTa
BbIMYCKHOWN
KBaJIMunKaumoHHo paboTbl

4

5

MogroToBka K caaym n coada
rocynapCTBeHHOro 3K3aMeHa

4

5

MNpenavnioMHas NpakTuka

YK-1.1 AHanusvpyeT NpobiemMHy0 CUTYauUnto Kak CUCTEMY, BbiSIBJiSSl €e COCTaBsoWME 1 CBA3M MEXAY HUMU

3 4 BeHYMapKeTUHI B UHAYCTPUMN
rocTenpummcTBa

3 3 MpoeKkTHO-TexXHoNornyeckas
npakTuka

3 4 Hay4Ho-nccneposaTtenbckas
paboTa

1 1 O3HakoMUTeJIbHas NpakTuKa

4 5 BbinosiHeHVe v 3awmTa
BbIMYCKHOWN
KBaAnunKaLnoHHom paboTsl

4 5 MoprortoBka K coa4vm n coada
rocyapCTBEHHOr0 3K3aMeHa

4 5 MpeponnaomMHas rnpakTuka

2 2 OpraHun3aymnoHHO-
yrpasJieHYecKas npakTuka

2 3 Cncrtema ynpasJsieHus

Ka4yecTBOM ycayr
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3tanbl GOPMUPOBAHUA KOMNETEHL UM
(HoMep ceMecTp CorsacHoro y4ebHomy nsiaaHy)

HauMeHoBaHue y4ebOHbIx
AVCLUNJIVH,

0o®0

390

0390

cdopmMupyloue
KOMMNeTeHUuM B npouecce
OCBOEHMA
obpa3zoBaTenbHOM
nporpaMMbl

opraHusaumn coepsbl
rocTenpumMcTBa u
06LWEeCTBEHHOIr0 NUTAHNSA

YK-1.2 OnpegensieT npobensbi
NpoLecchl Mo UX YCTPaHEeHUIo

B MH(OpMaL M, HeobxoaMMon Aia pelleHns NpobaeMHon CcuTyaunm, 1 NpoeKTupyeT

3 4 BeH4YMapKeTUHr B UHAYCTPUK
rocTenpummcTBa

3 3 MpoeKkTHO-TexHoNornyeckas
npakTuka

3 4 Hay4Ho-nccnepoBaTtenbckas
paboTa

1 1 O3HakKoMUTeJIbHas NpakTuKa

2 3 CucTema ynpasJsieHUs
Ka4yecTBOM ycayr
opraHusaumn cgepsbl
rocTenpumMcTBa u
06LeCcTBEHHOro NuTaHns

4 5 BbinosiHeHWe 1 3awWmnTa
BbIMYCKHON
KBaNNuKauMoHHom paboTbl

4 5 MoproToBka K caavm n coada
rocyapCTBEHHOIro0 3K3aMeHa

4 5 MpenannioMHas npakTuka

2 2 OpraHn3aunoHHo-

yrnpaBneH4Yeckada rnpakTuka

YK-1.3 Pa3pabaTbiBaeT 1 cogep)xaTeslbHO apryMeHTupyeT CT
CUCTEMHOr0 U MEXANCLUNMANH

apHOro noaxonos

paTerunio peweHna I'IpOﬁJ'IeMHOVI CNTyaunnm Ha ocHoBe

3 4 beH4YMapKeTUHr B nHAYCTpUNn
rocTenpummMcTBa

3 3 [MpoeKTHO-TexHosIornyeckas
rnpakTuka

3 4 Hay4Ho-nccneposaTtenbckas
paboTa

1 1 O3HakoMUTesIbHas NpakTuKa

2 3 Cnctema ynpassieHus
Ka4yeCcTBOM yCnyr
opraHusaumn coepsbl
rocTenpumMcTBa u
06LLEeCTBEHHOro NnTaHms

4 5 BbinosiHeHWe 1 3awnTa
BbIMYCKHOWN
KBaAMunKaLnMoHHoM paboTsl

4 5 MoproToBka K caavm v coada
rocyapCTBEHHOr0 3K3aMeHa

4 5 MpeponnaomMHas npakTuka

2 2 OpraHun3aymnoHHO-

ynpaBpneH4Yeckaa npakTuka

7.2. OnucaHue nokKasaTesiel U KpuTepueB OLeHUBAHUA KOMMNEeTeHUMA Ha pa3JInvyHbIX
3Tanax mx ¢oopMMpoOBaHMUSA, ONUCaHUE LUKaJibl OLeHUBAHUSA

Mnanupyemsbie KpuTepuu oueHUBaHUA pe3ynbTaToB obOyyeHus HaummeHoBaHue
pesynbTaThbl Hey[oBJIETBOPUT | yaoBneTBoOpuUTen XopoLio OTJINYHO OLLeHO4YHOro
OCBOEHMUA eJibHO bHO cpepncTsa

KOMMeTeHLUUun
1 2 3 4 5 6

YK-1: CnocobeH ocyLLecTBISATb KPUTUHECKMA aHaM3 NPOBAEMHBLIX CUTYaL A Ha OCHOBE CUCTEMHOIO nNoaxoaa,
BblpabaTbiBaTb CTPaTErnto 4EeNCTBUN

YK-1.1 AHann3upyeT nNpobieMHYI0 CUTYaLMI0 KaK CUCTEMY, BbiSIBJISIS €e COCTaBASIOWME N CBSA3N MEXAY HUMM

3HaTb: METOANKY
aHanusa
npo6nemHomn
CUTyaumm Kak
CUCTEMbI, BbIABNSAA
ee cocTaBnisowme
N CBA3N Mexay
HUMU.

®dparmMeHTapHble
3HaHUA

HenosiHble 3HaHuA

CcdopMupoBaHHsble,
HO copepxaluune
oTAesbHble
npobensbl 3HaHUA

ChopmMupoBaHHble
cncTemaTmyeckume

KoHCnekKT,
noknag, TecT,
3K3aMeH

YmMeTb:

YacTun4yHble ymeHus

HenosnHble ymeHuns

YMeHuns nosHble,

CchopmMupoBaHHbIe
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MnaHupyemblie KpuTepuu oueHUBaHUA pe3ynbTaToB oby4yeHus HaumeHoBaHue
pe3ynbTaTthbl HeynooBJIeETBOPUT | yaoBneTrsoputen XOopoLio OTJINYHO OL,eHO4YHOro
OCBOEHMUSA enbHo bHO cpeacTBa
KOMMNEeTeHuuu
1 2 3 4 5 6
aHan3npoBaTb nornyckatoTcs yMeHus
npobnemHyio HebonbLne
CUTYyauUIO KakK owmnbKkmn
cucTemy, BbiBNASA
ee cocTasnswwWwme
M CBA3N MexXAay
HUMMW.
Bnapetn: YacTu4Hoe HecuctemaTtunyecko | B YcnewHoe n
HaBblkamu cbopa, |BnageHue e MpUuMeHeHne cucTemMaTU4eCcKOM | cucTemaTuyeckoe
aHanunsa un HaBblkamMu HaBbIKOB NMPUMEHEHNN npuMeHeHne
0bpaboTkmn HaBbIKOB HaBbIKOB
MHdopMauum o fonyckatTcs
npo6nemHomn npobensl

CNTYyaunun Kak
CUCTEeMBbI, BbiABNAA
ee coCTasnawuwne
n CBA3N Mexay

HUMW.

YK-1: CnocobeH ocyLecTBAATE KPUTUYECKUIA aHaNM3 NpobaeMHbIX CUTyaLnin Ha OCHOBE CUCTEMHOIo nNogxoaa
BblpabaTbiBaTb CTpaTErnio 4ENCTBUN

YK-1.2 OnpegenseTt npobensl B MHGOpMaum, HeobXoANMOWN ANs pelleHns NpobnemMHon CuTyaumm, n NpoeKTupyeT
npoLecchbl N0 NX YCTPAHEHUIO

3HaTb: METOANKY
onpepeneHns
npobenos B
MHdopMaLunu,
Heobxonumon ans
pelieHns
npobnemHon
cuTyaumm, un
npoekTMpoBaHue
npoueccoB no nx
yCTPaHeHuo.

dparmMeHTapHble
3HaHUA

HenosiHble 3HaHuA

CcdopMupoBaHHsble,
HO cofepxaluune
oTAesIbHble
npobensbl 3HaHUA

ChopmMupoBaHHble
cncTemaTmyeckume
3HaHuA

YMmeTb:
onpenensTb
npobensl B
MHopMaLuuu,
Heobxoaumon ans
pelueHns
npob6nemHomn
cuTyaumm, un
npoeKTMpoBaTb
npouecchl No mnx
YCTPaHEHMIO

YacTun4yHble ymeHus

HenosnHble ymeHuns

YMeHuns nosHble,
JonyckatTcs
HebosnblIe
owmnbKmn

CchopmMupoBaHHbIe
yMeHus

Bnapetb:
HaBblKaMu
onpeneneHus
npobenos B
MHpopMaLumu,
Heobxoaumon ans
pelueHns
npo6nemHomn
cuTyaumm, un
NpoeKkTMpoBaHue
npoLLeccoBs no nx

YCTPaAHEHUIO.

YacTu4Hoe
BllageHne
HaBblKaMu

HecnctemaTtunyecko
e NpuMeHeHne
HaBbIKOB

B
cncTeMaTu4yeckom
MPUMEHEeHNN
HaBbIKOB
ponyckaiTca
npobenebl

YcnewHoe un
cucTemMaTuyeckoe
npuMeHeHue
HaBbIKOB

KoHCnekKT,
noknan, Tect
3K3aMeH

YK-1: CnocobeH ocyLLecTBASATb KPUTUHECKUIA aHannM3 NpobaeMHbIX CMTyauuin Ha OCHOBE CUCTEMHOI0 noaxoaa
BblpabaTbiBaTb CTPaTErnio 4EeNCTBUN

YK-1.3 Pa3pabaTbiBaeT 1 cofep>xaTebHO apryMeHTUpyeT cTpaTeruto peLlleHns npobaemMHon cuTyaLmm Ha oCHoBe
WNCLMMJIMHAPHOIrO NoAX0A0B

CUCTEMHOIo N Mmexxn

3HaTb: METOONKY
pa3paboTku 1
copep)xaTenbHOMN
aprymeHTaumm
cTpaTermm
pelueHns
npo6nemHomn
cuTyaumm Ha
OCHOBe
CUCTEMHOIO N MeX

®parMeHTapHble
3HaHWA

HenosHble 3HaHuSA

CchopMupoBaHHsble,
HO codepxKaluune
oTAesbHble
npobenbl 3HaHUA

CchopmMupoBaHHbIe
cucTemMaTmyeckume
3HaHWA

KOHCMeKT,
noknan, Tect
3K3aMeH
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MnaHupyemblie
pesynbTaThbl
OCBOEHMUA
KOMMNeTeHUuumn

KpuTepum oueHUBaHuUsA

e3y/ibTaToB 00y4eHus

HeynoBJIeTBOPUT
€JibHO

yAoBineTBopuTen
bHO

XopoLuo

OTJINYHO

HaummeHoOBaHue
OL,eHO4YHOro
cpencrTsa

1

2

3

6

OncunnianHapHbIX
noaxongos.

YMmeTb:
pa3pabaTbiBaTb 1
copepxaTesibHO
apryMeHTMpoBaTb
cTpaTeruio
pewleHuns
npobnemHomn
cuTyauum Ha
OCHoBe
CUCTEMHOro N Mex
ANCUMNINHAPHbIX
noaxonoB.

YacTn4Hble ymeHuns

HenosHble ymeHns

YMeHns nosHeole,
jonyckatTcs
Hebonbline
owmnbKM

CdopMupoBaHHble
yMeHus

Bnapetn:
HaBblKamMu
pa3paboTku 1
copep)xaTenbHOM
aprymeHTaummn
cTpaTermm
pelueHns
npo6nemHomn
cuTyaumm Ha
OCHOBe
CUCTEMHOIO N MeX
OVCUMMNIMHAPHbIX
noAxoL0B.

YacTu4Hoe
BlageHne
HaBblKaMu

HecnctemaTtunyecko
e NpuMeHeHne
HaBbIKOB

B
cncTeMaTu4yeckom
MPUMEHEHNN
HaBbIKOB
ponyckatoTca
npobenebl

YcnewHoe un
cucTemMaTuyeckoe
npuMeHeHue
HaBbIKOB

OMK-3: CnocobeH pa3pabaTbiBaTb U BHEAPATb CUCTEMbI YNPABEHUS KAYECTBOM YC/yr B AeATEbHOCTL OpraHn3aLmnm
chepbl roCcTENPUMMCTBA M 06LLECTBEHHOIO MUTaHUS

OMK-3.1 PaspabaTbiBaeT CUCTEMbI MEHE)KMEHTA Ka4yeCTBa B COOTBETCTBUU C HALMOHANIbHbIMY 1 MEXAYHapOAHbIMU
CTaHAapTaMu KayecTBa B OpraHunsaumsx chepbl rocTenpumnMMcTBa 1 06LLEeCTBEHHOro NUTaHUs

3HaTb: Hay4Hble
OCHOBbI CUCTEMb
ynpaBneHuns
Ka4yecTBOM;
HauWnoHabHble U
MeXXAYyHapoaHble
CTaHAapThb!
KayecTBa B
opraHusauymsax
chepsl
rocTenpumMcTBa u
obuiecTBeHHOro
NMATaHNA.

dparmMeHTapHble
3HaHUA

HenosiHble 3HaHuA

CcopMupoBaHHsble,
HO cofepxaluune
oTAesIbHble
npobenbl 3HaHWA

CdhopmMupoBaHHble
cncTemaTmyeckume
3HaHuA

YMmeTb:
pa3pabaTbiBaTb 1
BHEAPATb CUCTEMb
ynpaBieHuns
Ka4yeCTBOM yCnyr B
DesaTeNbHOCTH
opraHusaummn
chepsbl
rocTenpummcTBa n
obuiecTBeHHOro
nuTaHna

YacTun4Hble ymeHuns

HenosHble ymeHns

YMeHnsa nosHole,
jonyckatTcs
Hebonblne
ownbKM

CdopmupoBaHHble
yMeHUs

Bnapetn:
HaBblKaMu
pa3paboTku n
BHeApeHUs
CUCTEMb!
ynpasneHums
KayecTBOM yCNyr B
nesTenNbHOCTU
opraHusauumn
chepsl
rocTenpuuMCTBa n
obuiecTBeHHOro
nuTaHus.

YacTu4Hoe
BllafeHne
HaBblKaMu

HecunctemaTtunyecko
e npuMeHeHue
HaBbIKOB

B
cncTeMaTu4yeckom
npUMeHeHnn
HaBbIKOB
JonyckarTcs
npobensl

YcnewHoe un
cuctemMaTuyeckoe
npuMeHeHne
HaBbIKOB

KoHCnekKT,
noknan, Tect
3K3aMeH

OMNK-3: CnocobeH paspabaTbiBaTb N BHEAPATb CUCTEMbI YNPaBJIEHNS KQYECTBOM YC/YTr B A€ATENIbHOCTb OpraHn3auni
chepbl rocTENPUMMCTBA Y 0BLLLECTBEHHOIO NUTAHUS
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MnaHupyemblie KpuTepuu oueHUBaHUA pe3ynbTaToB oby4yeHus HaumeHoBaHue
pesynbTaThbl HeyAOoBJIETBOPUT | yaoBneTBoputen XopoLio OTJINYHO OLLeHO4YHOro
OCBOEHMA eNibHO bHO cpepcTBa

KOMMNeTeHUumn
1 2 3 4 5 6
OMNK-3.2 BHeppseT cuctemMbl MEHE)KMEHTa KavyeCTBa B AeATesIbHOCTb OpraHmn3aunin cpepbl rocTeENPUMMCTBA Y
06L1eCTBEHHOro NMTaHus
3HaTtb: Cnctembl | ®parmeHTapHble HenonHble 3HaHua | CchopmupoBaHHble, | CHhoOpMMPOBaHHBIE KOHCneKT,
MeHedXMeHTa 3HaHuA HO cofepxaluune cucTtemMaTuyeckne | goknapg, TecT,
KavecTBa un OoTAeNbHble 3HaHWA 3K3aMeH

0cobeHHOCTU nx
nprvMeHeHus B
Chepe
rocTenpumMcTBa u
obuiecTBeHHOro
NMATaHNA.

npobenbl 3HaHUSA

YMmeTb:
dhopmynmpoBaTb 1
BHEOpPATb B
opraHusaumsax
chepsbl
rocTenpumMcTBa n
obuiecTBeHHOro
NMATaHNA OCHOBHbIE
MoJIOXKEHUSA
CUCTEMBI
MeHeO)XMeHTa
KayecTBa B
COOTBETCTBUM C
MeXXAYHapoaHbIMU
CTaHgapTamu
KavyecTBa.

YacTn4Hble ymeHuns

HenosHble ymeHns

YMeHns nosHeole,
jonyckatTcs
Hebonblne
owmnbKmM

CdopMupoBaHHble
yMeHus

Bnapertn:
hopMynmMpoBaHusa
1 BHegpeHus B
opraHusaumsax
chepsl
rocTenpumMcTBa u
obuiecTBeHHOro
MATAHNA OCHOBHbIX
MOJIOXKEHUI
CcucTembl

MeHea )XKMeHTa
KayecTBa B
COOTBETCTBUN C
MeXXAyHapooHbIMU
CTaHpapTamu
KayecTBa

YacTu4Hoe
BNafeHne
HaBblKaMu

HecuctemaTtnyecko
e npnMmeHeHmne
HaBblKOB

B
cncreMaTun4eckom
npnMMeHeHNNn
HaBbIKOB
aonyckatTcs
npobensi

YcnewHoe n
cucTemMaTumyeckoe
npuMeHeHne
HaBbIKOB

OlMK-3: CnocobeH pa3pabaTbiBaTb U BHEAPSATb CUCTEMbI YIPaBJ/IEHNSA KAQY4eCTBOM YCNyr B 4eSTeNbHOCTb OpraHn3auunm
chepbl rocTENPUMMCTBA U 06LLECTBEHHOIO NMUTAHUA

OMNK-3.3 KoHTponpyeT Ka4yeCcTBO OKa3aHUa ycnyr B chepe rocTenpummcTBa U 06LeCTBEHHOro NMTaHWS B COOTBETCTBUN C
TpeboBaHNAMM HOPMATMBHO-MPaBOBbLIX aKTOB, NPOMECCUOHAIbHbIX CTaHAAPTOB, @ TakXXe C y4eTOM MHeHus notpebutenen
M OPYruX 3anHTEepeCcoOBaHHbIX CTOPOH

3HaTb: KpuTEpUmn
OLLEeHKM KayecTBa
ycnyr
opraHusauumn
chepsl
rocTenpuuMCTBa ”
obLecTBeHHOro
nuTaHus,
OCHOBaHHbIe Ha
TpeboBaHMAX HOPM
aTUBHO-MPaBOBbIX
aKTOB Mo
Knaccugukaumm
FOCTUHULL N UHBIX
CpencTs
pa3meLleHus, a
TaKXe C y4eToM
MHEHNS
notpebuTenen un
Apyrux
3aMHTEepecoBaHHbI
X CTOPOH.

®parMeHTapHble
3HaHWA

HenosHble 3HaHuSA

CchopMupoBaHHsble,
HO codepXKaluune
oTAesbHble
npobenbl 3HaHUA

CchopmMupoBaHHbIe
cucTemMaTmyeckume
3HaHWA

KOHCMeKT,
noknag, TecT,
3K3aMeH
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MnaHupyemblie
pesynbTaThbl
OCBOEHMUA
KOMMNeTeHUuumn

KpuTepumu oueHUBaHuUsA

e3y/ibTaToB 00y4eHus

HeynoBJIeTBOPUT
€JibHO

yAoBineTBopuTen
bHO

XopoLuo

OTJINYHO

HaummeHoOBaHue
OL,eHO4YHOro
cpencrTsa

1

2

3

4

5

6

YMeTb: oueHnBaTb
KayecTso
OKasaHusa ycayr B
cthepe
rocTenpuuMcTBa n
obuiecTBeHHOro
nUTaHUA B
COOTBETCTBUM C
TpeboBaHMSAMN HOP
MaTWUBHO-MpPaBOBbIX
aKTOB Mo
Knaccnpukaummn
FOCTUHWL, N NHbIX
cpencTs
pa3meLlleHus

YacTun4yHble ymeHus

HenosnHble ymeHuns

YMeHuns nosHble,
JonyckatTcs
Hebonblne
owmnbKmn

CchopmMupoBaHHbIe
yMeHus

Bnapetb:
HaBblKaMm
OLEHVBaHMNA
KayecTBa
OKasaHusa ycnyr B
chepe
rocTenpummcTBa n
obuiecTBeHHOro
nuTaHnAa B
COOTBETCTBUN C
TpeboBaHnAMM HOP
MaTUBHO-MPaBOBbIX
aKTOB Mo
Knaccnpukaummn
FOCTUHWUL, N NHBIX
cpencTs
pasMeLLeHuns.

YacTu4Hoe
BNafieHne
HaBblKaMu

HecuctemaTtnyecko
e npnMmeHeHmne
HaBblKOB

B
cncreMaTun4eckom
npnMMeHeHNNn
HaBbIKOB
aonyckarTcs
npobensi

YcnewHoe n
cucTemMaTumyeckoe
npuMeHeHne
HaBbIKOB

7.3. TunoBble KOHTPOJibHbIE 3aAadHUA U UHbI€ MaTepuabl, He06XOAMMbIe AJNA OULeHKHU
3HaHUW, YMEHUNA, HaBbIKOB U (U1K) OoNbiTa AEATEeJIbLHOCTU, XapaKTepUu3yloLWwux Tanbl
cdopMUpoBaHMA KOMNETEeHLU ! B Npouecce ocBoeHusa obpasoBaTesibHOW NPOrpaMMmbl

TeMbl 0 OKNapnoB:

1. OueHKa Ka4vecTBa yC/yr npegnpmaTna cqpepbl roctenpunMmcTBa

2. AHann3 ynpaBJieHNss Ka4eCTBOM yC/yr B FOCTUHULLE

3. UccnepoBaHume hakTopoBs, obecneymBatoLLiMx Ka4yecTBO YCNyr B TYPUCTCKON rupme

4. MNnaHUpoBaHNe KavyecTBa YC/yr B CpefCcTBax pa3MeLleHuns

5. Ka4decTBo ycnyr pectopaHa. AHas M3 COOTBETCTBUSA HOPMATUBHbLIM OOKYMeHTaM

6. BanaHve KayecTBa 06Cy)XUBAHUA Ha OAVHAMUKY Pa3BUTUS TYPUCTCKOro NpeanpusatTus

7. OueHKa NIoSIbHOCTU NoTpebuTenein caHaTOPHO-KYPOPTHbLIX YCAyr
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8. BAnaHMe opraHn3aunoHHON CTPYKTYPbl YNpaBieHNs Ha Ka4eCcTBO YCyr B TYPUCTCKON pupme

9. KayecTBO Kak crnocob noBbILEHNS KOHKYPEHTOCMOCOBHOCTU TYPUCTCKOrO NPeanpuaTms

10. UccnepoBaHue ypoBHS yO0BETBOPEHHOCTM NOTpebuTenen KayecTBoOM yCyr TyponepaTopCcKom
NN TYPareHTCKon upMbi

11. MeToAbl NOBLILWEHUA Ka4YeCTBa FOCTUHNYHBIX YCIyr

12. B3anMoCBSA3b Ka4YeCcTBa YC/YT N KOHKYPEHTOCNOoCOOHOCTM NpeanpusaTunin cepbl rocTeNnpUMMCTBa

13. AHanun3 moaenen BoCNpuUsATMS KayecTBa TYPUCTCKUX yCayr noTpebutensamm

14. MeToAbl OLUEHKN TEXHNYECKOro N PYHKLMOHA/IbHOro Ka4yeCcTBa NOCTUHUYHbLIX yCNyr

15. Ka4yecTBo 06C/y)XNBaAHUA KaK OCHOBA KOHKYPEHTOCNOCOOHOCTY NpeanpusaTUin rocTenpumnMcTBa

16. Ponb nepcoHana B GOpPMUPOBAHUN KayecTBa 06CNy)XMBaHUS B NPeanpuUaTUaX rocTenpMmMcTBa

17. XapaKTepuctuka cTagmin XXM3HEHHOr 0 LKa TYPUCTCKOrO NPoAYyKTa

18. OLeHKa TYPUCTCKOro NMPoAyKTa U OCHOBHbIE (haKTOpPb! MOBbILLIEHUS €r0 KOHKYPEHTOCNoCo6HOCTH
Ha NpuMepe roCTUHUYHOIO NMPeanpUaTUS

TecToBbIe 3ap4aHUA

1. K oTanyntenbHbiM 0CO6EHHOCTAM FOCTUHUYHbIX YCNYyr OTHOCATCA:

a) HeoT4Ee/IMMOCTb OT nponssognTend,

6) NOCTOAHCTBO Ka4yecTBa;

B) COXPaHSEMOCTb;

r) coBrnageHme npowuecca NponsBoAcTBa u noTpebneHus.

2. Pa3pbIiB Mexay NpefnocTaB/eHEM YyCyrn U BHELWHEN NHopMaLnen, y4acTByoLen B
hopMunpoBaHUM NpeacTaBAeHNs KIMEHTA O MoJlyYaeMon yciyre BO3SHUKAET KOraa UMeeT MecTo:
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a) HeCKoopaAnHMnpoBaHHada rOpmn3oHTa/ibHaAa CBA3b MeXAy nogpasneneHnamMmm roCtuHnubl n
MapKeToJiIoramMu,

6) HECKOOPANHMPOBAHHAS FOPU30HTaIbHas CBA3b MeXAy NnoApa3faesieHNAMMN FOCTUHULLLI U
pPeK/aMHbIMK areHTaMmu;

B) NJI0X0€e NOHUMaHne O6C}'Iy)KI/IBaIOLLI,I/IM nepcoHa’JiIoM BbIMNOJIHAEMbIX (pyHKLI,I/IIZ;

r) HenpuemsemMas cucTemMa KOHTpona n HabnoaeHms.

3. Pa3pbIiB Mexay NoTPebUTEeNbCKUMN 0XXKNAAHUAMW U UX BOCMPUATUEM PYKOBOACTBOM FOCTUHULLbI
BO3HWKAET, KO 1a UMeeT MecTo:

a) N1oxoe NoOHMMaHne NepcoHasioM BbIMOJIHAEMbIX (PYHKLNIN;

6) oTcyTCcTBME 0OpaTHOM CBSA3N MeXAy KAMEeHTaMM U FOCTUHMYHBIM NpeanpusaTneM;

B) HU3Kast 3h(PEKTUBHOCTb MPOBEAEHHbIX MAPKETUHIOBbIX UCCIEA0BAHUI PbIHKA FTOCTUHUYHBbIX
ycnyr;

r owlyueHna HEBbIMOJTHUMOCTN 3ar|pau_||/|BaeM0|7| ycnyru.

4. CornacHo npasna NpefocTaBNeHUsa FOCTUHNYHBIX YCiyr B PO, 6e3 pononHUTEeNbLHOM onnaThbl
roCTdaM MOIryT ObITb npeanocCTaBJieHbl cnegyrwowmne snabl ycnyr.

a) YncTtka obysu;

6) nocTaBka B HOMep KOPPEeCnoHOEeHLUMN NMPY ee NOoNyHeHUN;

B) YCJIyr KOMMPOBAHUS.

5. CornacHo npaBuj NpenoCcTaB/IEHUA FOCTUHNYHbBIX YCAyr B P® K OCHOBHbLIM yCayraM roCcTUHULL
OTHOCATCH:

a) yCayru npo>XmBaHus;

6) pa3BnekaTenbHbIe YCAYIruy;

B) YCNyru cBa3u.
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6. KaknMmun ns cnepyowmx Kputepumes, CorsiacHo rnpasu npeaocTaBiNeHns roCTUHNYHbBIX yCiyr B PO,
onpepenseTcsa nx Ka4ecTBo:

a) 6e3onacHoOCTb;

6) Hann4yme KOpI'IOpaTI/IBHOI7I KYJIbTYpPbl B TOCTUHMLE,

B) Ha/M4mMe gpecc-kona.

7. KapTa KavecTBa 06C/1y)KMBaHUA B FOCTUHWYHOM NpeanpuaTUn Ha3biBaeTCs HOPMATUBHOW eC/n
OHa 3anoJIHAeTCS:

a) rpynnomn KANeHTOoB;

6) KOHTPONEPOM-3KCMEPTOM,;

B) nHOnBMNAyalbHbIM KJINEHTOM;

) Fpynmnown 3KCMepToB.

8. CornacHo npasunn NpefocTaBNeHnsa FrOCTUHNYHBIX yCayr B PO, 6e3 gononHUTEeNbLHOW onaaThbl
roctdamMm MOryT ObITb npeanocCTaBJieHbl cnegywouwmne snabl ycnyr.

a) BbI30B CKOPOM NoMoLLu;

6) nobynka K onpeaeneHHOMY BPEMEHWU;

B) npeanocTtaBsieHne nepesogynka,

r) rnaxeHue ogexxabl.

9. NMepeyeHb A0MONHUTENbHbIX YCYI 3aBUCUT OT:

a) MecCTopacnoJioxKeHna roCtTuHMubl,

6) KaTeropmm roCTMHULbI;

B) Le/IeBOro pbiHKa rOCTUHULbI;
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r) »KenaHus pykKoBoACTBa NrMOCTUHWULbI.

10. B MexxayHapo4HOW NpakTUKe FOCTUHMLbI Pa3faesiaioTCs Ha cieyowme YPoBHM 06Cy XKMBaHUS:

a) BbICLUNI YPOBEHb, CPEAHNIN YPOBEHb, HU3LWNIN YPOBEHD;

6) MMpPOBOW CTaHOAPT, CPeAHNI YPOoBEHb 0BCNYXXMBAHUS, OFrpaHNYeHHoe 06CyKnBaHue.

Bonpochkl K 5K3aMeHy

1. TeopeTunyeckmne NpennocChbIIKK yrnpaBseHNa Ka4eCTBOM. TepMUHbI 1 onpeaeseHus.

2. HanpaBrsieHnsa B peweHnn 3aay KayecTBa.

3. PeweHue npobsieM NoBbILLEHMS Ka4eCTBa TOBAPOB U yCIyr Yepes CTaH4apTM3auuio,
cepTuguKaLuuno, METPOJIOr IO, KBAJIMMETPUIO.

4. Pa3paboTka 1 BHegpeHne CUCTEMHOIOo NoAXoAa K yrpaB/ieHNO Ka4eCTBOM.

5. Cuctema MexayHapogHbix ctaHgapToB NCO cepum 9000:2000.

6. OpraHusaumsa busHeca Ha oCHOBe BCceobLlero ynpasneHnsa KavyectBom (Total Qality Management).

7. Poccmnckas HaunoHaNbHasa NpeMmns no KavyecTsy.

8. Moaxon, HampaBJiIEHHbIA HA MOUCK N YCTPaHEHWE NpuYnH 6paka 1 onboK B NPON3BOACTBEHHbIX
npoueccax («LecTb cnrms).

9. KayecTBO Kak 06bEKT ynpaBfeHus.

10. Ka4eCcTBO Kak couMasibHO-9KOHOMMYECKas KaTeropus.

11. CeoncTtBa 1 hyHKLUMN KavyecTBa.

12. AcnekTbl Ka4yeCcTBa: HaLMOHaJbHbIA; NOJNTUYECKNN; TEXHUYECKU; SKOHOMUNYECKUA.

13. KayecTBO npoaykKumm C TOHKM 3peHnNA npomnsBoanTtensa n I‘IOTpeﬁl/ITeJ'Iﬂ.

14. KonnyecTBeHHbIEe N Ka4YeCTBEeHHbIe NoKa3aTeNnm KavyecTBa.
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15.

16.

17.

18.

19.

20.

21.

KadecTBo ycnyr B chepe HAYCTPUM rocTenpunMcTBa.

ToBap v ycayra, UHTerpasbHble XapakTePUCTUKN KayecTBa.

AHanNM3 roCTUHNYHOIr O NPOAYKTA.

KayecTBO U CTaHZapThI.

KaTeropum npegnpuaTnini u nx BOCMPUUMYMBOCTb K PErYJIMPOBAaHNIO KayecTBa.

YcnoBus cosgaHusa Ka4eCTBEHHOIO cepBuCa Ha NrNCTUHNYHOM MnpeanpunaTunn.

ObecneyeHne KOM(OPTHOCTU N MakKCUMaJIbHOro ya0BJIeTBOpPEeHUSA I'IOTpeﬁHOCTeIZ C NnoMoLWbto

Ka4eCTBEHHOIo 06Cﬂy)KI/IBaHI/IFIZ aMepunKaHCKaa Mo4esb N eBpOHeIZCKaH MoOesnb.

22.

23.

MoHATME KOM(OPTHOCTMU.

21eMeHTbl KoMdopTa: NHHPOPMaLMOHHbIN; SKOHOMUYECKNI; 3CTETUYECKNI; BbITOBO;

MCUXOJIOTNYECKUN.

24. OcobeHHOCTN 1 CBONCTBA FOCTUHUYHOM YCAYI L.

25. OcobeHHOCTN KayYecTBa yCayr B roCTUHULE.

26. Mogenb npenocTaBNeHUsA YCNyr B FOCTUHNLbI.

27. Obwme TpeboBaHMA NO Ka4eCcTBY yCayr.

28. Tpe6OBaH|/m K ycnoBunam 06Cﬂy)KI/IBaHI/IFIZ COOTBETCTBMNE HA3HAYEHWIO; TOYHOCTb U
cBoeBpeMeHHOCTb UCMOJIHEHUA, 3 TUYHOCTb O6Cﬂy)KI/IBa}OLLI,eFO nepcoHasna; KOMPOPTHOCTb;
3CTETUYHOCTb,; SProOHOMUYHOCTb.

29. YyacTtne notpebutens B Npeao)XeHnm roCTMHUYHOro NpoayKTa.

30. Moaenb BoCNpusaTna KadectBa 06Ccny>XmMBaHUS B rOCTUHULIE.

31. KayecTBO KakK CBOWCTBa U XapaKTepHble 0CobeHHOCTH yCcnyru, Bbi3biBalouwne 4yBCTBa
yAOBNETBOPEHNA Y n0Tpe6|/|Ten9|.

32. TexHn4yeckoe n pyHKLNOHANIbHOE Ka4yeCTBO.
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33. CTpyKTypa OeNnCcTBYHOLLEro HOPMaTUBHOIO NMPaBoOBOro obecneyeHuns.

34. MNpaBoBas 3aliMTa npaB noTpebuTenen roCTUHNYHLIX YCIyT.

35. MpuHLUN NpYopuUTETa MEXAYHApPOOHOroO NpaBa nepejs BHYyTPEHHUM NPaBoOM OTAE/IbHOWN
CTpaHsbI.

36. 3aKoH P® «O 3awmTe npasB notTpebutenens.

37. NpaBa noTtpebutenen Ha 6esonacHOCTbL ToBapa/paboThl/ycnyru.

38. NpaBa KNMeHTa oTens Npu obHapy>XeHnUn HeJoCTaTKOB OKa3aHHOW yCayru.,

39. YoosneTBopeHue TpeboBaHuim notpebntensa o 6e3Bo3me3gHOM yCTPaHEHNM HEAOCTATKOB Npu
OKa3aHuW yCNyrm n OTBETCTBEHHOCTb UCMOJIHNTENSA B (hOpMe HEYCTOMKIN 3a HapyLleHMe CpoKa
OKOHYaHWs OKa3aHUs ycayru.

40. PaboTa c npeTeH3nsaMN.

41. NMpaswnnia 06cny>XMBaHMNA B FTOCTUHMNLIAX.

42. Cogep>XaHue n pasMelleHne obsg3aTenbHOM MHPOPMaLNK A9 KINEHTOB.

43. ObecneyeHune rocysapcTBoM 6e30MacHOCTU MPOAYKLUMN N YCNYT Kak OLHOr0 U3 YPOBHEN
KayecTBa - OCHOBHasi HOpMa defiepasibHOr0 3aKoHa «O TEXHNYECKOM PEeryiMpoBaHnm».

44, DnemMeHTbl CUCTEMbI Ka4yecTBa.

45. 3hhekTMBHOE yrpassieHVe NpesnpusaTueM Ha OCHOBE MapKeTUHra.

46. Co3faHMe KOpPNopaTUBHON KyNbTypbl.

47. BHeppeHMe CTaHOAPTOB TEXHNYECKOro KavyecTBa 06CJ'Iy)KI/IBaHI/Iﬂ.

48. BHegpeHme cTaHOapToB PYHKLNOHANIbHOr0 06Cy>XUBaHMS.

49. BXogHOM KOHTPOJIb Ka4ecTBa Ha NPOAYKLMIO N YCYrX MOCTaBLLMKOB.

50. BbixogHowm KOHTPOJ1b Ka4eCTBa Ha rnpeaoctaByideMble YCNyrn B roCtnHuue n nx cbbIT
nocpegHMKamMu.

51. HecooTBeTCTBME Npouecca 06CnyXnBaHUS.
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52. Knaccudumnkaumsa HeCOOTBETCTBUN - OTKJIOHEHUA KaYvyeCcTBa.

53. PazpaboTka n BHegpeHne cncteM MeHeA>XMeHTa KavyecTBa B COOTBETCTBUU C TpeboBaHUAMU
cTaHpapTa NCO 9001:2008.

54. MNpumeHeHue cepTUduUKaTa COOTBETCTBUA U 3HaKa cooTBeTCcTBUSA CMK.

55. Pa3paboTka n BHegpeHne cUCTeM MeHeAXXMeHTa KavyecTBa B COOTBETCTBUU C TpeboBaHUSAMU
ctaHgapTa MCO 9001:2008.

56. CnpasensiMBas oueHKa U MoTMBauua Tpyaa.

57. MapKeTUHrosble nCccnefoBaHNA KadyecTBa NOCTUHUYHbIX ycnyr. MeToabl nccnenosaHus.

58. AHKeTupoBaHue rocTen C Lefblo NoBbILLEHNS KavyecTBa ycnyr.

59. MeToa KpUTUYECKUX COBLITURA.

60. KOHTpOJIb KayecTBa NpoayKuUuu.

61. MeToAabl OLEHKN NOKa3aTeNen Ka4yecTsa npoaykumn.

62. Onpe,u,eneHVle, CYWWHOCTb MU NMoKa3aTe/in OUeHKN YPOBHA KadeCTBa yCnyr.

63. Noka3saTenn oueHKN: KiacCupuKaunoHHbIe; OrpaHNYnUTENIbHbIE; OLLEHOYHbIE.

64. Bbibop noka3zaTenen KayecTsa.

65. KoninyecTBeHHbIE N Ka4eCTBEHHbIE XapaKTEPUCTUKN ycnyru (MexxgyHapoaHbln ctaHgapT OCO
90004-2-94» Obuiee pyKOBOACTBO KA4€CTBOM M 3JIEMEHTbI CUCTEMbl KayecTBa. HYacTb2»).

66. 10 OCHOBHbIX NOKa3aTeNien KavyecTsa, NCrnosiblyembiX I'IOTpeﬁl/ITeJ'IﬂMI/I Oona oueHKn Ka4ecCTBa
npeanoctaBndeMblX UM yCnyr.

7.4. MeToaunyeckue MaTepuasnbl, onpeaensiowme npouenypbl oOueHUMBaHUA 3HAHUM,
YMEHMM U HaBbIKOB, U ONbiTa AEATEJIbHOCTU, XapaKTepu3ylowux 3Tanbl (popMupoBaHua
KOMNeTeHUun

TpeboBaHuA K HANUCaAHUIO A OKNaga
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[oknapg - NpoayKT camocTosaTensHon paboThl obyyatollerocs, npeacTaBasoWnin cobon NnMcbMeHHoe
NUnn ycTHoe coobllieHne rno NnpeacTaBAeHNIo NONYyYEeHHbIX Pe3ySibTaToOB OnpenesieHHON TeMbI.

Llenb NoAroToBKM AOKJaha: CHOPMUPOBATbL HAYYHO-UCCNeA0BaTENbCKME HAaBbIKU U YMEHUS Y
obyyatouierocsi; cnoco6CcTBOBaThL OBJIAAEHNIO METOAAMUN HAaYYHOrO NO3HaHWUSA; OCBOUTL HaBbIKMN
Ny6JIM4HOr O BbICTYMIEHUSA; HAYYUTbCS KPUTUYECKN MbICTIUTb.

TeKCT ooksafa OOJDKEH coaep>XaTb apryMeHTUPOBAHHOE U3NI0XKeHne onpep,eneHHon Tembl. [loknag
nosxeH bbiTb CTPYKTYPUPOBaH " BKJIIO4aTb BBegeHNE, OCHOBHYIO YaCTb, 3aKJIlO4eHME.

KpuTepuu oueHUMBaHUA pgoksapa:

«OTJINHHO» Mpobaema packpbiTa NOAHOCTLIO. [TpoBeaeH aHanAn3 npobaemsbl C NpuBIE4HEHNEM
\AONONHUTENbHON NnTepaTypsbl. [peacTtaBneHHas nHpopMauua cncteMmaTusnposaHa,
nocnepnoBaTesibHa M JIOrMYeCcKn cBa3aHa. cnonb3oBaHo 6onee 5 npodeccnoHanbHbix
TepMMHOB. LLIMPOKO ncnonb3oBaHbl MHMOPMaLMOHHbIE TEXHOOrMKU. OTCYTCTBYIOT OWIMOKMN
B NpeAcTasaseMon nHpopmaumm. OTBETbI Ha BONPOCHI NOJIHbIE C NPUBEAEHNEM NPUMEPOB
N NOACHeHW. BbiBoAbl 060CHOBaHbI.

«XOpOLLO» Mpobnema packpbiTa. MpoBeneH aHann3 rnpobaembl 6€3 AoNONHUTENbHOW NMTepaTypbl. He
BCEe BbIBOAbI CAenaHbl nan He Bce obocHoBaHbI MpeacTtaBieHHas nHGopMaunsa
cucTemMaTM3npoBaHa v nocnegnoBaTesbHa. Micnonb3oBaHo 6onee 2 npodeccnoHanbHbIX
TepMnHoB Mcnonb3oBaHbl MHPOPMALMOHHbIE TEXHOMOrMU. Ha AONONHNTENbHbIE BOMPOChHI
\naHbl HEMOJIHbIE OTBETbI.

«y[0BJIETBOPU-TEeNbHO» [IpobemMa packpbiTa He NONHOCTLIO. MpeacTaBieHHas NHGoOpMaUns He
cncTtemMaTM3MpOBaHa UM HenocnefoBaTeNbHa. Vicnonb3oBaHbl 1-2 npodeccMoHasbHbIX
TepMunHa. Micnonb3oBaHbl MHHMOPMALIMOHHbIE TEXHOJIOMUKM HYaCTU4YHO. [lonyLeHbl
hakTnyeckne ownMbKN B COAEP)KAHUM AOKada Uan Npy oTBeTe Ha AOMNOJHUTENbHbIE
BOMPOCHI; OTCYTCTBYET BbIBOAbI.

«Hey[oBJ/IeTBO- Tema OoKfada He packpbiTa, 0BHAPYXXMBAETCS CyLLeCTBEHHOE He MoHMMaHMe nNpobiemsl.
pUTENIbHO»

KpuTepum oueHKM 3HaHMW NpU NPOBeeHUN TeCTUPOBaHUA

OTMeTKa «OTJINYHO» BbICTaBNAETCS npum ycanoBun rnpaBuJibHOro OTBe€Ta He MeHee 4YeM 85%
TeCTOBbIX 3a4aHUN;

OTMeTKa «XOpPOLLO» BbICTABAAETCA NPK YCI0BMW NPaBUJIbHOMO OTBETa He MeHee YeM 70 %
TeCTOBbIX 3a4aHWUA;

OTMeTKa «y40BJIeTBOPUTESIbHO» BbICTABMAAETCA NPU YCNOBUU NPaBUIbHOro oTeeTa He MeHee 50 %;

OTMeTKa «HeyA0BJIETBOPUTENbHO» BbICTABISIETCA NPU YCJIOBUM NPaBUJIbHOrO OTBETA MEHEE YeM Ha
50 % TecToBbIX 3a4aHUN.
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Pe3ynbTaTbl TEKYLLErO0 KOHTPOJIS UCMOJIb3YIOTCS NPU NPOBEAEHUM NPOMEXYTOYHON aTTecTaumnun.

KprTepumn oueHKN 3HaHW CTYAEeHTOB Ha 3K3aMeHe

DK3aMeH - hopMa MPOBEPKUN YCMELLIHOro BbINOJHEHNS CTYAEHTaMN NpakTuiyecknx paboT, ycBoeHus
y4yebHOro MaTepuana gUCUMMNANHBLI B X04€e NMPakKTUYeCKUX 3aHATUA U CaMOCTOSATelbHON paboThl.
Bonpochkl, BLIHOCKMMbIE Ha 3K3aMeH, AOBOASTCS A0 CBEAEHUS CTYOEHTOB 3a Mecsil, 40 cAayun
3Kk3aMeHa. TpeboBaHMs 1 3a4aHNS COOTBETCTBYIOT TpebyeMoMy YPOBHIO YCBOEHUSI ANCLMMINHBI U
O0TpaXkaloT ee OCHOBHOE coaep KaHue.

KpuTepum BbiCTaBJIEHUS OLLEHOK NPyY NPOBeAeHUU SK3aMeHa

«OTJ/INHHO» O6y4atowmin rnyboko n NPOYHO YCBOWJI BECb MPOrpaMMHbI MaTepuaJs, ucyepnoiBatoLLe,
nocsiefoBaTesIbHO, FPAMOTHO U JIOTMYECKN CTPOMHO ero n3naraeT, TeCHO YBA3bIBAaeT TEOPUIO C
NpakTukon. OByYatoWnNCs He 3aTPYAHAETCS C OTBETOM Mpu BUAOU3IMEHEHUN 3adaHns, cBoboaHO
CNpaBnseTcsa C 3agavyaMu, 3aaHNAMNU N APYrUMn BUAAMU NPUMEHEHNS 3HaHWUI, NoKa3biBaeT
BHaHWS 3aKOHOAATE/bHOMO N HOPMATUBHO-TEXHMYECKOO MaTepuanos, NpaBusibHoO 060CHOBLIBaeT
NPUHATbIE peLleHns, BnageeT pa3HOCTOPOHHUMN HAaBbIKaMU 1 NpYeMaMun BbINOJHEHUS
NpakTnyecknx paboT, obHapyXMBaeT yMeHne caMoCcTosTeNlbHO 0606LWaTh 1 n3naraTb MaTepuan,
He fonyckas ownbok.

«XOpOLUO>» ObyyatoLWnincs TBEpAO 3HAET NPOrpaMMHbIi MaTepuasn, rpaMoOTHO 1 NO CYLWECTBY U3naraeT ero, He
INOMyCKaeT CyLLEeCTBEHHbIX HETOYHOCTEN B OTBETE Ha BOMPOC, MOXKET NPaBUJIbHO NPUMEHATb
TeopeTuyeckmne 3HaHUA 1 BrageeT HeobXoANMbIMUN HaBblKaMU MPU BbIMOJIHEHUN MPaKTUYECKNX
BagaHWN.

«yposrieTBopu- [O6y4vatoWwmMincs yCBOW TOJSIbKO OCHOBHOW MaTepuall, HO He 3HaeT OTAEJIbHbIX AeTasiel, AonyckaeT

TenbHO» HETOYHOCTW, HEA0CTAaTOYHO NMpaBUJibHble OPMYSINPOBKN, HapyLLUAeT NocnenoBaTe/IbHOCTb B
13710)KEHUN NMPOrpPaMMHOIro MaTepmrana U UCMbITbIBAET 3aTPYAHEHNS B BbINOJIHEHMUN MPaKTUYECKNX
BagaHWN.

«HeynoBneTBO- 06y~|alou.|,|/||7|c;| He 3HaeT 3Ha4YUTEeNbHOM YacTun nporpaMMHOro MmaTtepuana, nonyckaeTt
puTENBbHO» cywieCTBeHHbIe owmnbkun, ¢ 6onbwmMMn 3aTpPpyOHEHUAMN BbINOJIHAET NMpaKTU4eckmne paﬁOTbI
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8. YyebOHO-MeTOAMYEeCcKOe u uH(hOopMauMOHHOe obecneyeHne AUCLUMNJIUHDI
(Mmonyns)

8.1. OcHOBHaa nuTtepaTtypa

HasBaHue CcblIKa

bacosckun, J1. E. YnpaBneHne Ka4yecTBOM : y4ebHuk / J1. E. https://znanium.ru/catalog/document?id=390077
Bacosckuia, B. b. MNpoTacbes. — 3-e n3ga., nepepab. n gon. —
Mocksa : UHOPA-M, 2022. — 231 c. + Jon. maTepunanbl
[9nekTpoHHbIN pecypc]l. — (Bbiclwee obpa3oBaHme:
bakanaspuaT). — DOI 10.12737/18003. - ISBN
978-5-16-011847-5. - TeKCT : 3N1eKTPOHHbIN. - URL:
https://znanium.com/catalog/product/1851438

OyH4eHko, H./. YnpaBneHne Ka4eCcTBOM B OTpacasax https://znanium.ru/catalog/document?id=94164
MULLEBOW MPOMBbILLINIEHHOCTN [DNEeKTPOHHLIN pecypcl:
yyebHoe nocobue / H.W. AlyH4yeHko, M.[l. Maromepnos, A.B.
PblOuH. - M.: JawkoB u K, 2017. - 212 c. - 36C
«Znanium.com»

Cypkos, W. B. YnpaBsieHre Ka4yeCTBOM Ha NMpeanpusaTmnax https://znanium.com/catalog/document?id=422765
nuuiesomn, nepepabaTbiBatoLe NPOMbILLIEHHOCTW, TOProBAN
1 0bLLecTBEHHOro NTaHms : y4ebHuk / nog obul. pen. npod.
B. M. Mo3HAKOBCKOro. — 3-e n3pg., ucnp. n gon. — MockBa :
NHOPA-M, 2023. — 336 c. + [lon. maTepuanbl [DNeKTPOHHbIN
pecypcl. — (Bbicluee obpasoBaHue: bakanaspuaT). — DOI
10.12737/824. - ISBN 978-5-16-006184-9. - TekcT :
3NEeKTPOHHbIN. - URL:
https://znanium.com/catalog/product/1939097. - Pexxum
[OCTyna: No NoAnucke.

8.2. lononHuTesIbHaA nurepaTtypa

Ha3sBaHue CcblniKa

MeToanyeckne ykasaHusa no nsyyeHumo ANCLUMINHLI http://lib.mkgtu.ru:8002/utils/libdata.php?id=2100051513
«Cncrtema ynpasieHns Ka4eCTBOM yCayr opraHu3saunm
chepbl rocTenpumMMcTBa» [DNeKTPOHHbIN pecypcl: ans
CTyneHToB BCex (hopM obyyeHnsa HanpaBaeHUs NOArOTOBKMN
Marnctpos 43.04.03 FOCTMHMYHOE Aeno, Marucrtepckas
nporpamma NOCTUHNYHaA AeATeNbHOCTL / [cocTaBuTeNb
KanawHwnkosa C.B.]. - Marikon, 2018. - 38 c.

Maromepos, LU.LLU. YnpaBneHne Ka4eCTBOM NpoayKLUN https://znanium.com/catalog/document?id=358503
[9nekTpoHHbIN pecypcl: y4yebHuk / LU.LL. Maromepnos, I.E.
Becnanoga. - M.: Jawkos u K, 2020. - 334 c. - 3bC
«Znanium.com»

NrHaTtbes, A. A. MOHUTOPUHI TEXHOJIOMMYECKOro npoLecca https://www.iprbookshop.ru/129411.html
KaK 3/IeMEHT CUCTEMbI YNpaBJieHUS Ka4yeCTBOM MPOAYKLIUK :
MoHorpadusa / A. A. IrHaTbes, B. B. FopbyHos, C. A.
NrHaTbeB. — 2-e n3g. — CapatoB : CapaToBCKUi
rocynapCTBEHHbIA TEXHUYECKUA YHUBEpCUTET uMeHn H0.A.
larapuHa, 36C ACB, 2023. — 240 c. — ISBN
978-5-7433-3535-0. — TeKCT : aNeKTPOHHbIN // Lndposoi
obpa3oBaTenbHbI pecypc IPR SMART : [canT]. — URL:
https://www.iprbookshop.ru/129411.html

8.3. NHOpPMaLMOHHO-TEIEKOMMYHUKaLMOHHbIE pecypcbl ceTu «MIHTepHeT»

CoBpeMeHHbIN oTeNb : Meana-pecypc An4 Blajesnbues, ynpasasiowmx U cneunaanctos
rocTUHMYHOro 6usHeca : canT. - CaHkT-MeTepbypr, 2007. - . - URL: http://www.hotelexecutive.ru// -
TeKCT: 3/1IeKTPOHHLIN.ICKYCCTBO rocTtenpunmcTea.. HoBocTun, cobbiTna, TpeHabl. HoBble KOHLENLMn
1 popmMaThl oTenen.ynpassaeHne otenem, passutue busHeca. MIHBeCTULUN B FOCTUHUYHbIN Bu3Hec.
®unHaHCbI. FOCTUHNYHaA HEABMXKUMOCTb. MapkeTuHr, peknama, PR B roctuHnyHom 6usHece. 3akoHbl
1N HopMaTUBbI. MNepcoHan rocTuHULbl. OH-nanH XXypHan.PROHOTEL.RU - nopTan Nnpo roCTUHNYHbLIN
busHec : canT. - 2005. - URL: https://prohotel.ru/. - TeKCT: 3N€KTPOHHbLIA.F OCTUHNYHbIN Bn3HeC B
Poccuu. NMpobnembl 1 TeHAEHLNN Pa3BUTUSA TOCTUHMYHOro 6usHeca B Poccun. ProHotel (MpoOTensb) -
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Toproeas Mapka, npunHagnexauwas OO0 "Cesepo-3anagHbie KoMmnaHunm"
http://www.hotelexecutive.ru/ Russia.travel : HauMOHaNbHbIN TYPUCTNYECKUIA NopTan : canT /
MWHNCTEPCTBO SKOHOMMYECKOr0 pa3BuTunsa PO, degepasibHOe areHTCTBO No TypusMy. - [MockBal,
2017. - . - URL: https://russia.travel/info/about/. - TekcT: anekTpoHHbIN.Russia.travel -
MHOPMaLMOHHO-NO3HaBaTEIbHbIN NPOEKT, MOCBALLEHHbIN NyTewecTBuam no Poccuun.
HdeaTenbHOCTb NOpTajia HanpasieHa Ha co3daHne eguHOro MHOPMaLIMOHHOIO pecypca B cepe
Typu3Ma, NpefoCcTaBnsoWwero 4OCTYNHYIO U NOJIHYI0O MHGPOPMALIMIO O TYPUCTUYECKNX BO3MOXKHOCTAX
Poccun. Russia.travel 3HakoMuT yntaTtens 6onee 4em ¢ 20 TbiCA4aMU JOCTONMPUMEeYaTesIbHOCTER,
KOTOpble BKJOYalOT B Ceb51 06bEKTbI NCTOPUKO-KYIbTYPHOIr0 Hacaeans, NpupoaHble NaMATHUKN U
3anoBefHble 30Hbl, TPAaANLNOHHLIE peMecsa U N3BECTHLIE poccunckne bpeHabl. Ha nopTtane
nybnnKyoTCs NonyaspHble TYPUCTUYECKME MapLUPYThl, HOBOCTW, CTaTbW NO3HaBaTE/IbHOIO TOJIKa,
QHOHCbI MEPONPUATUN, MPOUCXOAALLMX BO BCEX YronKax Poccum, pacckasbl 0 CaMOBbITHOCTH
Ka)K[oro pernoHa, co3fatoTcsa CneunpoeKThbl, MOCBALWEHHbIE BaXKHEeNLWNUM TYPUCTUYECKUM
HanpaBJieHNAM. Ha nopTane Bbl MOXKETE y3HaTb 0 BavKanwmx cobbITNAX, HaAaNTU
nocTonpuMevaTenbHOCTM NO6AN30CTM U NOCTPOUTL MapLUPYT, @ TakKXXe NPeaioXXUTb CBOM KOHTEHT.
http://russia.travel/info/about/ ProHotelia : roctnHu4HbIM BU3Hec on-line : canT / Powered by
ProHotelia. - [6.M.], 2009. - . - URL: http://prohotelia.com/novosti/. - TeKcT: aneKTpoHHbIN.MopTan
Ans npoceccnoHanoB roCTUHUYHOIO U pecTopaHHoro busHeca. Ha cTpaHuuax nopTasa - HOBOCTU
FOCTUHNYHOM UHAYCTPUN, NCCNEeOoBaHUA U CTaTUCTUKA, 0630pbl KHOYEBbIX COOLITUN U TEHAEHUNI B
rOCTUHNYHOM BM3Hece, HOBble TEXHOJIOMNU U NpUMepbl 3PHEKTUBHbBIX PELLEHNI AN MPOOBUKEHUS
oTenemn, oTeNbHble «PULLKN», NHTEPBbLIO C YCMELWHbIMU OTesIbepPaMmM U 3KCNepTaMn TYpPUCTNYECKOro
pblHKa, COBETbI U peKOMeHAaLu MM BeAyLLNX IOPUCTOB, @ TakXXe KasieHJapb 0TpaciieBbiX COObITUN.
http://prohotelia.com/about/ Typn3aM n rocTeNpuUMUMCTBO : HAaY4YHO-NPaKTUYECKUA XYpHan : canT /
Monecckuin rocynapCcTBeHHbIN YHUBEepcnTeT (Pecnybnuka benapych). - MuHck, 2014 - . - URL:
http://ojs.polessu.by/TG/index. - Pexxum gocTtyna: cBoO6OOHbIN. - TEKCT: 3NEKTPOHHbLIN.B Hay4HO-
NPaKTUYECKOM XKYypHaae NybsInKyTCS OpUrMHalibHbIE pPe3ysibTaTbl MCCNEA0BAHUN MO LWMPOKOMY
Kpyry npobnem TypusMa n roctenpumMmcTia. http://ojs.polessu.by/TG/about HotLine.travel : cnopr,
3[0POBbE M KPacoTa : OHJIaNH->KYypPHas 0 XXN3HU B Typusme / MegnaxongunHr baHko. - [MockBal,
2011. - . - URL: https://www.tourdom.ru/hotline/. - TekcT: anekTpoHHbIN.MopTan oTKpbIT B 2011 roay
N eXXxegHeBHO NpuBfeKkaeT 5-6 TbiCAY YHMKaAJIbHbIX MO/b30BaTENIEN, 3aMHTEPECOBAHHbIX B
NoJsly4eHNN aHaIMTUYECKON MHpopMaLumm o TpeHaax u cobbiTuax B TypbusHece. Paspensl canTa:
ABuranepeBo3ka 1 TpaHcnopT; O630pbl U aHaNUTKKa; B3kl 1 NoconbCcTBa; JiuueHsnpoBaHue n
CTpaxoBaHue; CTpaTernn komnaHnm; MpoekTbl; 3aKOHOTBOPYECTBO; baHKpoTCTBa; TyprnpoAyKThI;
TexHnKa npodax n MHormne gpyrue. http://www.hotline.travel/about/
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9. MeToaunyeckue yKasaHusa ana oby4yalowmxcsa No OCBOEHUIO AUCUMNAUHBI (Moayns)

BOCMNPUMNMHNBOCTb K peryJimpoBaHmio Ka4eCTBa.

NpoBepKa 3HaHWMN,

KOHTPOJIb 1 KOppeKLMs

Pazpen / Tema MeToabl 0byyeHnss | Cnocobsl (popmbl) 0byyeHus CpencTtsa dopmMupyembie
C YKa3aHneM OCHOBHbIX Y4ebHbIX 3/1IeMEHTOB obyyeHns KoMneTeHunn/ TpyaoBble
PYHKLNN
Tema 1. OCHOBHbIE NOHATUA U Nekuuns, AyouTopHas YCTHas peyb, NUcbMO, YK-1.1
onpeaesieHns ynpasJ/ieHUA KayecTBOM. KOHCMEeKTnpoBaHue, CXEMbI, PUCYHKW,
TeopeTnyeckne NpennocbiiK1 ynpassieHUs nprobpeTeHune (n3y4eHne HoBOro y4yebHoro y4ebHukn, y4ebHble YK-1.2
Ka4yecTBOM. TepMuHbI 1 onpeaeneHuns. BHaHWA, MaTepuana, hopMupoBaHume nnocobus
HanpasneHusa B pewleHnn 3agay kavyectsa. 1. [popmupoBaHue ICOBEPLLUEHCTBOBAHNE YMEHWUIN YK-1.3
PeweHne NnpobieM NOBbILWEHNA KaYecTBa YMEHWUI N HaBbIKOB, 1N HaBblkOB, 0b6obLeHne n
TOBApPOB M YC/IYyr Yepes CTaHJapTusauuio, BakpenneHwue, cucTemMaTusaums 3HaHun,
cepTudmrKaLumnio, METPOJIOr IO, KBaJIMMETPUIO 2 [TpoBepKa 3HaHUNA, KOHTPO/b N KOpPeKLns
2 PazpaboTka n BHegpeHNE CUCTEMHOIO YMEHWNI HaBbIKOB BHaHWUN).
noaxona K ynpasieHuio KayecTsoMm. Cuctema
MeXXAYyHapoAHbIX cTaHaapTos VCO cepun MpoBeneHne 3aHATUN C
9000:2000; OpraHmnsaumsa busHeca Ha OCHOBe ncnonb3sosaHnem 30 u AOT.
BceobLLero ynpassieHns kadectsom (Total
Qality Management); poccuinckas
HaLOHaIbHasA MPeMus No Ka4yecTBy; NOAXOA,
HanpaBieHHbIN Ha NMOUCK N YCTPaHeHne
npuynH 6paka n ownboK B NPON3BOACTBEHHbIX
npoueccax («WecTb curm»). KayecTBo Kak
06BbeKT ynpassieHns. Ka4ecTBO Kak counaibHOA
PKOHOMMYecKas KaTeropus. CBONCTBa U
bYHKLMKN KavyecTBa. ACNeKThbl KavyecTBa: 1)
HaLMOHabHbIN; 2) NOAUTUYECKUN; 3)
TeXHUYeCKNn; 4) aKoHOMUYecknin. Kayectso
MPOAYKLUNN C TOYKM 3peHNs NPON3BOANTENS 1
noTpebutens. KonnyecteseHHble 1
KayecTBEeHHbIe MoKa3aTesiM KayecTBa.
Tema 2. KayecTBO ycnyr opraHusauui Nekuuns, AyaouTopHas YCcTHas peyb, NUCbMO, YK-1.1
cdepbl roctTenpuMMcTBa U 06LLLECTBEHHOr O KOHCMNEKTUPOBaHNeE, CXeMbl, PUCYHKN,
NUTaHuA. KayecTBo ycayr B cdhepe NHAyCcTpum|npnobpeTeHune (M3yyYeHne HOBOro y4ebHoro [y4ebHuKN, y4ebHble YK-1.2
rocTenpuumcTBa. ToBap n ycayra, BHaHWNA, MaTepuana, popMmnposaHue nnocobus
MHTerpanbHble XapaKTePUCTUKN KavecTBa. chopmupoBaHune ICOBEPLLUEHCTBOBAHNE YMEHUN YK-1.3
AHaNIN3 rOCTUHMYHOIO NpoAykTa. KavyecTBo U1 yMEHUN N HaBbIKOB, 1N HaBblkoB, 0606LLEeHNE 1
CTaHdapTbl. KaTeropuu npeanpuatnin n nx BakpenseHuve, cncTemMaTum3aums 3HaHWNA,
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CNOBUA CO3[aHNA Ka4eCTBEHHOro cepBuca Ha
rOCTUHWYHOM MpeanpuaTun: cobnoaeHve
CHOBHbIX U Hanbonee BaXkHbIX AN5 cepbl
rOCTENPUMMCTBA NPUHLUMOB COBPEMEHHOIO
epBuca; cosgaHme HeobxoaMMbIX yCI0BUIA Ans
nepcoHana, Nnpu3BaHHoOro obecneynTb
Ka4eCTBEHHbIN CEPBUC; ONTUMM3aLNSA
praHn3aLUnoOHHON CTPYKTYpPbI yNpaBieHns
NpeanpuaTua, NpefoCcTaBNSoWero ycayrm B
depe rocTenpnMMCTBa; BCECTOPOHHUMN,
MONHBIN, 06 BEKTUBHBIV N HENPEPbLIBHbIN
KOHTPOJIb 32 Ka4eCTBOM CepBuCa.
6ecnevyeHne KOMGOPTHOCTU ”
MaKCMMaJIbHOrO YA0BJ/IeTBOPEHUS
noTpebHOCTEeN C MOMOLLbIO Ka4eCTBEHHOrO
6CcnyXnBaHMA: amepmkaHckaa Mogesnb n
Bponernckasa moaenb. MoHATre
KOM(OPTHOCTU. DNIeMeHTbl KoMopTa:
MHOPMaLMOHHLIN; 3KOHOMUYECKNNA;
CTEeTNYeCKUIA; BbITOBON; MCUXOOMNYECKUNIA.
cob6eHHOCTN 1 CBONCTBA FOCTUHUYHOM YCAYTW.
cobeHHOCTN KavyecTBa yC/yr B rOCTUHNMLE.
Mofenb npefocTaB/ieHns ycayr B FOCTUHULbI.
bwme TpeboBaHMs No kavecTsy ycnyr - FOCT
P50690 - 94 (n.4.3). TpeboBaHUA K YC/IOBMSAM
6CNy>KMBaHNA: COOTBETCTBME HAa3HAYEHWIO;
OYHOCTb N CBOEBPEMEHHOCTb UCMOJIHEHWNS;
TUYHOCTb 06CNy>KMBalOLLEro nepcoHana;
KOMOPTHOCTb; 9CTETUYHOCTb;
ProHOMMYHOCTb. Y4acTne notpebutens B
NpensoXXeHN roCTUHNYHOIrO NPOoAYKTa.
Mofenb BOCNPUATUA KadecTBa 06CnyxmBaHmMA
B roCTUHULIE. Ka4eCTBO Kak CBONCTBA "
apakTepHble 0COBeHHOCTN yCnyriu,
Bbl3blBaloLLe YyBCTBa YAOBJIETBOPEHUSA Y
noTpebutens. TexHnyeckoe n
YHKLMOHaIbHOE Ka4yecTBO

yMeHI/II7I HaBblKOB

3HaHUN).

MpoBeneHne 3aHATUN C
mncnonb3osaHnem 30 n OOT.

ema 3. HopmaTuBHO- npaBoBas 6asa
GecneyeHusa KayecTBa ycayr
praHuMsaumi cdepbl rocTeNPUUMCTBA U
6L ecTBeHHOro nutaHua. CTpykTypa
€MCTBYIOLLEro HOPMaTUBHOIO NPaBOBOro
6ecneveHuns. MNpaBoBas 3alinMTa Npas
noTpebnTenen roCTUHMYHLIX ycnyr. NMpuHumMn
npruopnTeTa MeXXAyHapoAHOro npasa nepejg
BHYTPEHHVM MPaBOM OTAeJSIbHOW CTPaHbl.
aKoH PO «O 3awuTe npas notpebutenen».
MpaBa noTpebuTtenen Ha 6e3onacHOCTb
oBapa/paboTel/ycnyru (ctates 7). MNpaBa

Nekuuns,
KOHCNEeKTUpoBaHue,
npunobpeTteHne
BHaHWA,
hbopmMupoBaHmne
YMEHU N HaBbIKOB,
BakpenneHwue,
NpoBepKa 3HaHWMN,
YMEHU HaBbIKOB

AyanTopHas

(M3yyYeHne HOBOro y4ebHoro
MaTepuana, GopMMpoBaHme 1
ICOBEPLLUEHCTBOBaHNE YMEHUN
N HaBblkOB, 0606LeHe n
cucTemMaTM3auns 3HaAHWIA,
KOHTPOJIb 1 KOPPEKLNSA
BHAHWI).

MpoBeneHmne 3aHATUN C
ncnonb3osaHnem 30 n OOT.

YcTHasa peyb, NMCbMO,
CXEMbI, PUCYHKW,
y4ebHnKN, yyebHble
nocobus

YK-1.1

YK-1.2

YK-1.3

OnkK-3.1

OrK-3.2

OlK-3.3
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KNMeHTa oTens npu obHapyXeHun
HeOCTaTKOB OKa3aHHOW YCNyru.
YoosneTBopeHue TpeboBaHun noTpebutens o
6e3B03Me34HOM yCTPaHEeHNN HEAOCTAaTKOB MNpu
OKa3aHWM yCcayrn n 0TBETCTBEHHOCTb
MCNoNHUTENs B (hopMe HeYCTOMKM 3a
HapyLLleHne CpOoKa OKOHYaHMSA OKa3aHua
ycnyru. PaboTa c npeteH3uamu. MpaBuna
o6cnyxnBaHna B roctuHmuax. Cogep)xaHue n
pa3MelleHne obA3aTeNbHON NHoOpMaLMn ans
knneHToB. ObecnevyeHne rocyapcTBoOM
6e30nacHOCTM NPOAYKLWM U YCAIYT Kak 04HOro
13 YPOBHEN KayecTBa - OCHOBHas HopMa
depepanbHOro 3akoHa «O TEXHNYECKOM
erynpoBaHnmn>».

Tema 4. CucremMa ynpaBJieHUs1 Ka4eCTBOM
yCnyr opraHusauum cdepsbl
roctenpuMMcTBa U obLiecTBeHHOro
MUTaHUA. DJIeMeHTbl CUCTEeMbI KavecTBa: 1.
DM dekTNBHOE ynpasaeHne npegnpuaTnem Ha
OCHOBe MapkeTuHra. 2. Co3naHune
KOopnopaTMBHON KynbTypbl. 3. BHeapeHune
CTaHAapTOB TEXHMYECKOro KavyecTBa
obcnyxnBaHus. 4. BHegpeHne cTaHaapToB
byHKLUMOHaNbHOro obcnyxmnsaHms: -
BHenpeHne KBanngunkaumnoHHbIX TpeboBaHWn
(KBaNMrKauMoHHOro cTaHgapTa) n
INOJIKHOCTHbIX 06513aHHOCTEN paboTHMKOB
NnpeanpuaTus; - PaspaboTka TexHo0rnm
(HOpMaTMBHOE ornncaHne) NPOU3BOACTBEHHbIX
npoueccos; - BBegeHne HopMaTUBOB TpyAa
(HOpMaTMBOB BbIPabOTKN, HOPMATUBHON
HMucneHHocTn paboTHUKOB). 5. BxoaHom
KOHTPOJIb Ka4YecTBa Ha MPOAYKLUIO N YCNyrn
MOCTaBLUMKOB. 6. BbIXOOHOW KOHTPOb
KayecTBa Ha npepocTaBiseMble YC/yrn B
rOCTUHMLLE N X CObIT NocpeaHUKamu.
HecooTBeTcTBME Npouecca obcnyxmBaHus.
Knaccudunkaymsa HeCOOTBETCTBUN -
OTKJIOHeHW Ka4vecTBa. Pa3paboTka n
BHeApeHne CUCTEM MeHe[ )KMeHTa KavyecTBa B
COOTBETCTBMY C TpeboBaHUAMU CTaH4apTa
ICO 9001:2008. NMpumeHeHne cepTudmrkKaTa
COOTBETCTBUSA N 3HaKa cooTBeTCcTBMA CMK. 10
1. PazpaboTka 1 BHegpeHne cuctem
MeHe[)KMeHTa KavyecTBa B COOTBETCTBUN C
TpeboBaHmaMn ctaHgapTa MCO 9001:2008.
CnpaBen/siMBas oLUeHKa 1 MOTUBaunsa Tpyaa.

UNekums,
KOHCNEeKTUpoBaHue,
npunobpeTteHne
BHaHWNA,
hbopmMupoBaHmne
YMEHUI N HaBbIKOB,
BakpenseHwue,
NpoBepKa 3HaHWM,
YMEHUI HaBbIKOB

AyauTopHas

(M3yyYeHne HOBOro y4yebHoro
MaTepuana, GopMMpoBaHME 1
COBEpLUEHCTBOBAHNE YMEHUN
N HaBblKOB, 0606LEeHNE 1
cucTeMaTusaums 3HaHui,
KOHTPOJIb U KOpPeKLUs
BHAHUN).

MpoBeneHne 3aHATUN C
ncnonb3osaHvem 30 n JOT.

YcTHasa peyb, NUcbMoO,
CXEMbI, PUCYHKW,
y4ebHnKN, y4ebHble
nocobusn

YK-1.1

YK-1.2

YK-1.3

OrnkK-3.1

OlK-3.2

OmMnK-3.3
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eMa 5. MeToauka M npaKkTuka Nekuus, AyaouTopHas YCTHas peyb, NUCbLMO, YK-1.1
npoBeAeHus OLEeHKMU KavyecTBa ycayr KOHCMEeKTNpoBaHue, CXEMbI, PUCYHKW,
praHusauun cdepbl roctTenpuMMcTBa u npnobpeTteHne (M3yyYeHne HOBOro y4ebHoro [y4ebHuKN, y4ebHble YK-1.2
6L ecTBeHHOro NUTaHMA. MapKeTUHIoBblE  BHaHWIA, MaTepuana, opMmupoBaHme nnocobus
MccnenoBaHNa Kav4ecTBa NOCTUHUYHBIX YCYr. [popMupoBaHune ICOBEpLLUEHCTBOBaHUE YMEHUN YK-1.3
MeToAbl nccnenoBaHns. AHKeTMpOBaHUe YMEHU N HaBbIKOB, 1N HaBblKoB, 0606LLeHne 1
rOCTEeN C Lenbio MOBbILIEHNS KavyeCTBa YC/yr. [BakperJseHue, cucTemMaTumsaumsa 3HaHUM, OnkK-3.1
MeTon KPpUTUYECKMX COBbITUIA - Ka4eCTBEHHbIE [MPOBEPKa 3HAHUNA, KOHTPOJIb U KOPPEKLNSA
nocobbl cbopa nHpopmaunn (rnybruHHbIE YMEHWUI HaBbIKOB BHAHWI). OnK-3.2
MHTEPBbLIO, POKYC-TPyMMbl, MPSAMOE/CKPbITOE
HabntogeHne 3a NoBefeHNeM KJneHTa BO MpoBeneHmne 3aHATUN C OnK-3.3
BpeMs OKa3zaHusa ycnyru). 3agadva Metoga - ncnonb3osaHuem 30 n OT.
BblSIBSIEHNE KPUTUYECKUX COOLITUN, BbI3BaBLUMX
HeyLOB/IeTBOPEHHOCTb K/IMEHTOB Ka4eCTBOM
CAyr.
eMa 6. OCHOBHbIE MOJIOXKEeHUA Nekuuns, AyauTopHas YCcTHas peyb, NUCbMO, YK-1.1
TaHOapPTOB NpeaocTaB/IEeHUA yCnyr KOHCMEKTUPOBaHMe, CXEMbI, PUCYHKW,
praHmsauun cepbl rOCTENPUUMMCTBA U npunobpeTteHne (M3yyYeHne HOBOro y4yebHoro y4ebHuKN, y4ebHble YK-1.2
OLiecTBeHHOro nutaHuus. 1. Cnyxba BHaHWNA, MaTepuana, popMupoBaHue nnocobus
npuemMa n pasMelteHuns. (front office). dyHkuunmibopmmnposaHme ICOBEpLLUEHCTBOBAHNE YMEHUIN YK-1.3
CMNUP. CTOMMOCTb 1 TN HOMepa, crnocob YMEHUI N HaBbIKOB, 1N HaBblkoB, 0606LLEHNE 1
nnaaTbl, B3MOXXHOCTb HOMepa. 2. Cnyxba BakpenneHue, cucTemMaTmsaumsa 3HaHUM, OnK-3.1
POHMPOBaAHUSA HOMePOB. Buabl 6pOHMPOBaHUS. MPOBEPKa 3HAHUNA, KOHTPOJIb U KOPPEKLUS
CapaHTMpoBaHHOe 6poHupoBaHMe. OnnaTa YMEHUI HaBbIKOB BHaHWUN). OnNK-3.2
CNyr KpeAUTHON KapTon. ABaHCOBbIN
eno3unT. NapaHTna TYPUCTCKUX areHCTB. MpoBeneHne 3aHATUI C OlnkK-3.3

ypucTckuim Bay4dep. 3.CTonka
oMuHucTpaTopa (front deck). 4. Cekumns
perncTpaunun. 3anosiHeHMe rocTeBbIX
KapTo4eK. AHaNN3 KIMEHTCKON 6asbl,
NporHo3nposaHue 3arpysku, VIP - rocTn,
perncTpaunsa TypucTCcKUX rpynn, perncrpaumns
MHOCTPaHHbIX KIMEHTOB. 5. CeKunsa KacCcoBbIX
nepauunin. C4yeTa KNMeHTOB. OTKpbITME CYeTa.
aKpbITNe cyeTa. KpeanTHble KapTo4Ku.
KaHepbl. Bay4yepbl 6. CeKLnsa HOYHOr o
youTa. lNMopTdonuo rocts. MNposepka Tapuga..
7. Cekumna noyTol n nHopmaumn. PaboTa
nopTbe, KOHCbep>ka. CTonKa C a4enkamu,
KapToTeka roctei. 8. TenedoHHas cnyxba.
KopriopaTuBHble cTaHAapThl 06CcnyxnBaHus. 9.
Hocunbwmkm 6araka. TpeTbs To4Ka
onpukocHoBeHus. C roctem. 10. Cnyxba
LuBenuapoB. 11. PaboTHMKN Ccny»X6bl MapKOBKYN
BTOMOGUNen. 12. Cnyxba KOHCbepxen. 13.
paHcnopTHasa cnyxba. 14. Cnyxba
034ACTBEHHOro obecnevyeHmns n
6cny>xuBaHus otens. 15. Cnyxba
6cnyxnsaHums Homepos. 16. Cnyxba ybopku

ncnonb3oBaHnem 30 n AOT.
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nomeLueHnn n Tepputopun. 17. Cnyxxba
MpayYeyHoOn N XMMYNCTKM 18.
3[0POBUTENbHbBIA LEHTP.
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10. MNepeyeHb MHPOPMALUOHHbIX TEXHOJIOFMW, UCNOJIb3YyeMbIX NPU
oCyLLecTBJIeHMM obpa3oBaTesibHOIro npouecca no aucuunauHe (Mmoaynio),
BKJIlOYaA NepeyeHb NporpaMMHOro obecne4yeHusa n UHPOPMaALMOHHbIX
CNpaBO4YHbIX cucTeMm (Npu HeobxoaMMOCTH)

10.1. NepeyeHb HeOOX0AMMOro nporpaMMHoOro obecnevyeHus

Ha3BaHue

Adobe Reader DC CBobogHas nuueH3nsa

AHTMBMpYC kaspersky endpoint security JIneH3noHHbIN gorosop ot 17.02.2021 Ne 203-20122401

OnepaumnoHHas cuctema Windows Oorosop oT 26.05.2020 Ne 32009117096 Oorosop oT 17.01.2019 Ne 31908696765

Microsoft Office Word 2010 Homep npoaykTa 14.0.6024.1000 SP1 MSO 02260-018-0000106-48095

10.2. NepeyeHb He06Xx0AUMBIX UH(DOPMALLMOHHbIX CNPABO4YHbIX CUCTEM:

Ka)<ablii obyyatolmniics B Te4eHne Bcero nepuroaa obyyeHns obecnevyeH MHANBUAYAbHbIM
HeorpaHW4YeHHbIM AOCTYMNOM K 3JIEKTPOHHO-6MBANOTEYHBIM CUCTEMAM:

HasBaHue

Znanium.com. ba3oBas Konnekuns : 3N1eKTPOHHO-bubnnoTeyHas cuctema : cant / OO0 'Hay4Ho-n3paTenbCKum LeHTp
MHdpa-M'. - MockBa, 2011 - - URL: http://znanium.com/catalog (naTta obHoBneHus: 06.06.2019). - Pexxum gocTyna: ans
3aperncTpup. nosb3oBaTesnen. - TeKCT: 31eKTPOHHbIN. PoHA SBC chopMmpyeTCs C y4eTOM BCEX N3MEHEHWIA
obpasoBaTesibHbIX CTaHAAPTOB U BKAOYaeT y4ebHukM, y4yebHble nocobus, YMK, moHorpadun, aBTopedepaTsl,
anccepTaunu, sHUUKIoONeann, CJI0Bapu U CMPaBoOYHUKN, 3aKOHOA4ATEe/IbHO-HOPMaTUBHbIE OKYMEHThI, CneunasbHble
nepnoamnyeckme n3gaHus u n3faHuns, Bbinyckaemble n3gatenbcrsamm By3o0B. http://znanium.com/catalog/

IPRBooks. ba3oBas Konnekuums : 31eKTPOHHO-6ubnnoTeyHas cuctema : cant / O6LLeCTBO C OrpaHUYeHHoMn
OTBETCTBEHHOCTbI0O KomnaHus 'An Mn Ap Megua'. - CapaTos, 2010 - . - URL: http://www.iprbookshop.ru/586.html - Pexxum
[ocTyna: Ansa 3aperncTpup. nonb3oBaTenel. - TEeKCT 3N1eKTPOHHbIN. ABASETCSA pacnpocTpaHeHHbIM obpa3oBaTesibHbIM
3/1IeKTPOHHbLIM PeCcypCcoM A5 BbICLUNX U CPefHUX CneunanbHbiX y4ebHbIX 3aBeAeHNN, Hay4YHO-1CcCnen0oBaTeIbCKUX
WHCTUTYTOB, NybnnyHbIx 6ubnnoTek, npuobpeTaomx KopnopaTUBHLIN AOCTYN A8 CBOMX 0OyYaloLmxcs, npenogaBsaTenen
n T.4. 9bC BKJOYaeT y4ebHyo N Hay4YHylo nnTepaTypy Mo HanpaB/ieHNSAM NOATOTOBKUN BbICLLEro U CPefHero
npodgeccnoHanbHoro obpasosaHus. http://www.iprbookshop.ru/586.html

Ons obyyatowmxca obecrneyeH AocTyn (yAaneHHbIn A0CTyN) K CAleQyoLWM COBPEMEHHbIM
npodgeccnoHanbHbIM 6a3amM AaHHbIX, UHPOPMALMOHHbBIM CMPABOYHbIM U MOMCKOBbLIM CUCTEMAM:

HasBaHue

HaunoHanbHasa anekTpoHHasa bubnuoteka (H3B) : hepepanbHasa rocygapcTBeHHas MHGOPMaUNOHHAA cucTeMa : CanT /
MuHNCTEepPCTBO Ky NbTypbl Poccuinckon depepauunm, Poccninckas rocyaapcTteeHHas bubnnorteka. - Mocksa, 2004 - - URL:
https://H36.pd/. - Pexxmm gocTyna: Ana 3aperncTpup. nosib3oBatenen. - TekCT: 3IeKTPOHHbIN. H3b - npoekT Poccuiickom
rocynapcTeeHHon 6ubnnotekn. HaumHasa ¢ 2004 r. MNpoekT HaunoHanbHasa 3n1eKTpoHHasa bubnnorteka (HIB)
pa3pabaTbiBaeTCs BeAYyLLMMU POCCUACKMMN BubnnoTekamm npu nogaepxke MnMHUCTepCcTBa KyibTypbl Poccuinckon
Pepepaumn. OcHoBHas uenb H3b - obecnevnTb cBOGOAHLIM [OCTYN rpakaaHam Poccuiickon depgepaumm Ko BCEM
MN30aHHbIM, N3[laBaeMbIM N XPaHALWMMCS B (DOHAAX POCCUNCKNX BUBAINOTEK N3gaHnaM U Hay4HbIM paboTaMm, - OT KHUKHbIX
NaMATHUKOB UCTOPUN U KYJIbTYpPbl, A0 HOBENLLNX aBTOPCKUX Npoun3sBedeHunin. B HacToawee BpeMs NnpoekT H3b Bko4vaeT
6onee 1.660.000 301eKTPOHHbIX KHUT, 6onee 33.000.000 3anucen kaTanoros. https://H36.pd/

dneKkTpoHHasa bubnnoTteka: bubnnoTeka ancceptaumn : canT / Poccuinckaa rocyaapcreeHHasa bubnnoTteka. - Mocksa : PIb,
2003. - URL: http://diss.rsl.ru/ - Pexxum gocTtyna: Asa 3aperncTpup. nosib3oBatenen. - TeKCT: 3/IeKTPOHHbIN. B
COOTBETCTBUU C NMPUKa30M reHepasibHoro gnpektopa PI'b Ne 55 o1 02.03.2012 r. nonb3oBaTenssM BupTyasbHbIX YNTaslbHbIX
3an0B pa3peweH 3AKA3 Ha nevyaTb NOHbIX TEKCTOB AuccepTauunn ns 36 Prb. Mpun nepsom obpalieHnmn K pecypcam b/
PI'6 Heo6x0AMMO NPONTY PErnUCTPaLMIO B BUPTYabHOM YnTasbHOM 3ane PI6.POCCUNCKASA HALUMOHANIbHAS BUBJINOTEKA
(PHB) : canT / Poccninckas HaumoHanbHas 6ubnnoTteka. - MockBa : PHB, 1998. - URL: http://nir.ru/. - Pexxum gocTtyna: ons
3aperncTpup. nosab3oBaTesnien. - TeKCT: 3NIEKTPOHHbIN. '... 04Ha N3 KPyNHEeNnLwmx B Mupe 1 BTopas no seanynHe oHA0B B
Poccuiickon ®efepaumm - CAy>XUT POCCUACKON KybType U HayKe, XpaHUT HauMOHalbHY10 NaMaTk, cnocobcTByeT
NpoCBeLLeHNI0 HacenaLWwmx Poccuio HapoaoB 1 pacnpocTpaHeHWo naen ryMmaHmsma. ... B doHgax bubanorekn xpaHntcs
6onee 38,6 MAH 3K3. NpoM3BEeAEHUN NeYaTN N NHbIX NHHOPMALIMOHHbLIX PECYPCOB, B TOM YUC/E U Ha 3JIEKTPOHHbIX
HOCUTeNAX, AOCTYMNHbIX LUMPOKOMY KPYry noJsib3oBaTenen. ExxerogHo PHB nocewaeT okosio 850 ThiC. YuTaTenemn, KoTopbiM
BblAaeTca A0 5 MJIH U3JaHun, K ee 3NeKTPOHHbIM pecypcaM obpallatoTcs 3a rof cebile 10 MAH yaaneHHbIX
rnonb3oBaTenen. ... CoxpaHasa KyabTYPHYIO U UICTOPUYECKYIO MPeeMCTBEHHOCTb, BEPHOCTb BubanoTeyHbIM TpaanumamMm,
3aJ10)KeHHbIM eLle B iMnepaTopckon MybnnyHon 6ubnmoteke, PHb cerogHs — coBpeMeHHoe MHpopMaLoHHoe
yypexAeHue, ocHalleHHoe HoBenwnm obopyaoBaHMEM N CBOEBPEMEHHO OTBEYaloLlee Ha HacCyLHble BbI30Bbl BpEMeHN. '
(umTaTa c canta PHB: http://nir.ru/nir visit/RA1162/rnb-today ) http://diss.rsl.ru/

eLIBRARY.RU. : Hay4Has 3n1eKTpoHHasa bubnnoTeka : canT. - Mocksa, 2000. - . - URL: https://elibrary.ru/ - Pexxum goctyna:
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Ha3BaHue

ONA 3aperncTpup. noab3oBaTesnen. - TeKCT: aNeKTPOoHHbIN. MnaTdopma eLIBRARY.RU 6bia cozpaHa B 1999 rogy no
WHMUMaTmBe Poccmnckoro oHaa hpyHAaMeHTabHbIX UCCNefoBaHN Ana obecnevyeHnss POCCUNCKUM yYeHbIM 3/1eKTPOHHOIro
00CTyna K BeAyLLNUM NMHOCTPaHHbIM Hay4HbIM nsdgaHuam. C 2005 ropa eLIBRARY.RU Ha4vana paboTy C pycCKOSA3bI4HbIMYA
ny6ankaumamMm n HelHe SBNSETCA BeAyLen IN1eKTPOHHON 6nbanoTeKkom Hay4HoM NEPUOAMKM Ha PYCCKOM Si3blKe B MUpPeE.
https://elibrary.ru/defaultx.asp

CYBERLENINKA : Hay4Has aneKkTpoHHasa bubnmnoteka : canT. - Mocksa, 2014. - . - URL: https://cyberleninka.ru// - Pexxum
[oCTyna: Ansa 3aperncTpup. nosb3oBaTenen. - TeKCT: 3/1eKTPOHHbIA. KnbepJleHnHKa - 3TO Hay4YHasa 3/1eKTPOHHas
6rnbnnoTeka, NOCTPOEHHas Ha NapaAurMe oTKpbITOM Haykn (Open Science), OCHOBHbIMW 3aavYaMun KOTOPOM SBNSIETCS
nonynspusaums HaykKn n Hay4YHo AeATEeNIbHOCTU, 0OLLECTBEHHbIN KOHTPOJIb KavyecTBa Hay4YHbIX Nybnnkauumia, passmtue
MEXANCUNMNHAPHbBIX UCCNeN0BaHNIA, COBPEMEHHOIO MHCTUTYTa Hay4YHOW peLeH3unin, NoBbILLEHNE LUTUPYEMOCTH
POCCUINCKON HAayKW N MOCTPOEHME NHPACTPYKTYpPbl 3HaHWA. https://cyberleninka.ru/

Mepuognyeckne n3pgaHus fOCTyrnHble obyyatowmmcsa n cotpygHukam OreQyY BO MITY no nognucke n Ha OCHOBaHUMK
KOHTPAKTOB U JINLLEH3NOHHbIX cornaweHnn. URL: https://lib.mkgtu.ru/index.php/resursy/37-periodicheskie-izdaniya
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11. OnucaHue MaTepuaJsibHO-TeXHM4Yeckon 6asbl Heobxoaumon ans
OoCyLLecTBJ/IeHMA OoOpa3oBaTeJIbHOro Npouecca No aucuuniuHe (Moaynio)

HanMeHoOBaHUsA cneumasnbHbIX
noMeLLeHU’ U NOMEeLLEeHUn ans
caMocCToATesIbHOW paboTbl

OCHaLLEeHHOCTb cneumnanbHbIX
noMeLLeHU’ U NoOMeLLeHn ans
caMocTosTesIbHOW paboTbl

MepeyeHb NULEH3UOHHOIO
nporpaMMHoro obecnevyeHus.
PekBu3uTbl NnoaTBEepXaaloLero
OOKYMEHTa

JNlabopaTopunsa Hay4HO-MeTOANYECKOro
npoekTupoBaHusa (5-5-15)

YyebHasa mebenb Ha 6 NoCagoyHbIX
MecCT, 3 KOMMbIOTEPHbIX paboynx
MecTa, MOY Samsung SCX-4200,
npuHTep HP Laser Jet1010,
MyJSbTUMeaunnHoe obopynoBaHne

Adobe Reader DC CBoboaHas
nuueH3naAHTuBMpYyC kaspersky
endpoint security JInueH3nOHHbIN
porosop oT 17.02.2021 Ne
203-201224010nepaunoHHas cuctema
Windows [orosop oT 26.05.2020 Ne
32009117096 Oorosop oT 17.01.2019
Ne 31908696765Microsoft Office Word
2010 Homep npoaykTa 14.0.6024.1000
SP1 MSO 02260-018-0000106-48095

YyebHasi ayauTopus ansi npoBeneHuns
3aHATUN NEKLUMOHHOIO 1 CEMUHAPCKOTO
Tunos (5-5-19)

YyebHasa mebenb Ha 30 nocago4HbIX
MecCT, 0CKa, My/ibTUMeauniiHoe
obopypnoBaHuMe (NpoeKTop, 3KpaH)

Adobe Reader DC CeobopgHas
nuueH3naAHTuBMpycC kaspersky
endpoint security JIMLEH3NOHHbIN
porosop o1 17.02.2021 Ne
203-201224010nepaumoHHas cuctemMa
Windows [orosop oT 26.05.2020 Ne
32009117096 Ooroeop oT 17.01.2019
Ne 31908696765Microsoft Office Word
2010 Homep npogykTa 14.0.6024.1000
SP1 MSO 02260-018-0000106-48095

MNMoMeLleHMe oNs CaMOCTOATENbHOMN
paboTbl obyyatowmnxcsa, oCHaleHHoe
KOMMbIOTEPHON TEXHUKON 1
NOAKJYEHNEM K CETU «MIHTEpHET» 1
poctynom B ANOC (YuTanbHbIN 3an
Ore0Y BO «MI'TY»)

KoMnbloTepHOe OCHalleHne C BbIXOA0M
B IHTepHeT Ha 30 nocafo4HbIX MecCT,
OCHalLeHHble creynanan3mpoBaHHOMN
Mebenblo (CTynbsA, CTOJbI, WKadbl,
LKadbl BbICTaBOYHbIE),
MynbTUMeAuiiHoe obopynoBaHue,
oprrexHuka (MpuHTEepbI, CKaHepsbl,
KCEepPOKC).

Adobe Reader DC CBobopHas
nnueH3nsAHTMBUPYC kaspersky
endpoint security JIMLEeH3NOHHbIN
norosop oT 17.02.2021 Ne
203-201224010nepaumoHHas cuctemMa
Windows [orosop oT 26.05.2020 Ne
32009117096 Oorosop oT 17.01.2019
Ne 31908696765Microsoft Office Word
2010 Homep npogykTa 14.0.6024.1000
SP1 MSO 02260-018-0000106-48095

MomMelleHne o XpaHeHNs 1
npogrnaakTU4Yeckoro obcnyxmBaHums
yyebHoro obopyposaHus (1-318)

NHhOopMaLMOHHO-TEXHNYECKUIA OTAeN:
TexXHU4yeckne cpencTea oby4veHuns,
cNy>Kawue Ans npefocTaBiaeHns
yy4ebHon nHpopmaumnm 6onbLuomn
ayanTopum.

Adobe Reader DC CBoboaHas
nuueH3naAHTuBMpYyC kaspersky
endpoint security JInueH3nOHHbIN
porosop oT 17.02.2021 Ne
203-201224010nepaunoHHas cuctema
Windows [orosop oT 26.05.2020 Ne
32009117096 Oorosop oT 17.01.2019
Ne 31908696765Microsoft Office Word
2010 Homep npoaykTa 14.0.6024.1000
SP1 MSO 02260-018-0000106-48095
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