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PABOYASA NMPOrPAMMA

no aucumnnante Bb1.0.11 CucTtemMma ynpaBJs&ieHU Ka4eCTBOM yCcayr
opraHmsauum ccepbl rocTenpuMMCcTBa U
oOLLEecTBEeHHOro NUTaHuA
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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. 20.06.2024 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:

30.06.2024 MoanncaHo npocton 3 Kymnunosa AHXeNnurka
30.06.2024 PycnaHoBHa
(moannce) (®.1.0.)
CornacoBsaHo:

Pykosoautens OMOTI
3aBeayloWmnii BbiMycKatoLwen

Kahenpon
Mo HamnpaB/IeHUIO NOArOTOBKN
(cneumanbHoOCTK)
30.06.2024 MoanncaHo npocton 3 KymnunoBa AHXeNurKa
30.06.2024 PycnaHoBHa
(moannce) (®.1.0.)
CornacoBaHo:
HB MI'TY
(Ha3BaHWe NoApa3aeneHns)
26.06.2024 MopnucaHo npocton 3N N. b. bepbepbaH
26.06.2024
(noannce) (®.11.0.)
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1. Llenm n 3apaum yuyebHom aucumniamibl (Moayns)

Lenbto wu3yvyeHus yyebHon paucumnamHel «CucTemMa ynpaBieHUs KavyecTBOM YCIyr
opraHusauui cgepbl rocTenpuMMMCTBa U  OOLWECTBEHHOrO MUTaHWS» SBASETCA OCBOEHMe
TeopeTUYeCKNX 3HaHU N NpMobpeTeHns NpPakTUYeCcKUX HaBbIKOB B 06/1aCTVM OCHOB yrnpaB/ieHUs
KayecTBOM, Oonpeaensiowmx CyLUHOCTb COBPEMEHHbIX MOAXOA40B B MEHeAXXMEeHTe, opraHu3aumm
NPOW3BOACTBA M OpraHu3aunm ob6CNy>XMBaHMWS; ero OCHOBHble KaTeropuu, yHKUUWU, MPUHLAMDI,
cpencTBa U MeToAbl, NpMobpeTeHne yMeHUn NPUMEHATb 3TU 3HaHUS U popMUpoBaHUe oBLMX U
NPojeCcCnoHaNbHbIX KOMMNETeHUNA, HeEOBXOANMbIX ONA YCNEeLWHOW MPakTUYecKon AesiTeNbHOCTU
BbIMYCKHUNKOB.

3apaum y4ebHon ANCUNNIIVHBI:

- OCBOEHME OCHOBHbIX MOHATUN B 06nacTu yrnpaB/leHNA Ka4eCTBOM;

- TOHUMaHue crneundukn npodeccuoHannsma paboTHUKOB oOpraHmM3auuin  cgepsbl
rocTenpumMcTBa U 00LLECTBEHHOIO NUTAHUS;

- YCBOEHWE CYLIHOCTU W OCHOBHbIX KaTeropui yrpaB/eHWs KAaYeCcTBOM B COBPEMEHHOW
opraHusauumn cepbl rocTeENPUMMCTBA M 0OLLLECTBEHHOMO NMUTaHUS;

- MOHATUE N HanpaBJieHUs KOHKypeHTOCI'IOCO6HOCTVI npeanpunaTna B CMCteMe KavdecCcTBa,

- OCBOEHMNE MEeTO0B OLIEHKMN 3PPEKTUBHOCTU PabOTHUKOB FOCTUHMUYHOMO NMPeanpusaTusS;

- 0CBO€Hune YynpaBneH4YeCKnNX (;t)yHKLLMIZ, TexHosorum wu 6|/|3Hec-np0|_|,eccos, yMeHune
paGOTHI/IKOB OPNEHTNPOBATLCA B YCJIOBUAX 4aCTOW CMeHbl TEXHONI0MNIA;

- BOMPOChI MHANUBUAYaIbHON, FPYMMNOBON N OPraHn3auUnoHHON 3hdheKTNBHOCTY;

- M3y4yeHue BOMPOCOB, CBSI3@HHbIX C MPUHSATUEM YMpaBiieHYeCKUX PEeLIeHUi, n oBlageHne
HaBblKaMUN X MPUHATUSA B CUCTEME MEHEO)KMEHTa KayecTBa;

- YCTAHOB/NIEHWE CYLIHOCTU U CcrocoboB MOTUBALIUK MNepcoHana K MOBbILIEHUIO KavecTBa
yCJyr opraHm3auunii cpepbl rocTenpUUMCTBa U 00LLIECTBEHHOI0 NUTAHUS.
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2. MecTto pucumnauHbl (Moaynsa) B cTpyktype Ol no HanpaBsieHuUio
noaAroToBkKM (cneuuasbHOCTHU)

OucunnnmnHa «Cncrema yrnpaBJsieHna Ka4eCTBOM yCnyr OpFaHI/IBBLI,I/IIh chepbl rocTenpuUUMCTBa
1 obLeCcTBEHHOro NUTaHUA» OTHOCUTCA K AucumnanHam obsasatenbHon Yactu bnoka 1.

Kypc «CncteMa ynpaBJsieHMs KadyeCTBOM YCAyr opraHusauyun cdepbl rocTenpummcTBa W”
06LLEeCTBEHHOr0 MUTAHUA» OCHOBAH Ha 3HAHWUSAX, MOJIYHYEHHbIX MPU N3YYEHUN TaKUX OUCLUUMIINH KaK
«CoBpEMEHHbIE KOMMYHUKALMOHHbIE TEXHOJIOMMU MEXXKYJIbTYPHOro B3aMMOAENCTBUA B cgepe
roctenpummcTBa», «CamMoopraHusaumsa M TexHoNormm npodecCnoHanbHO-IMYHOCTHONO poCTa»,
«OpraHmnsauma obpasoBaTesibHON OEATE/bHOCTU U MeTOAMKa npenogaBaHusa ANCUMMNVH B cgepe
roctenpummcTea W o6LWECTBEHHOrO MUTaHMA», «YNpaBaeHMe NepCcoHa oM OopraHm3auunn cdepsbl
roctenpummcTea WU 06WECTBEHHOro MNUTaHUSa», «OpraHM3aunOHHblE CTPYKTYpbl NpeanpusaTuni
MHOYCTPpUU rocTenpumMmcTBa», «YnpassneHne  npoueccaMmm  AeATesIbHOCTU B  Cepe
rocrenpumMmcTBa», «ACTopusa pasBuTusa MHAYCTPUN FOCTENPUUMCTBa» N 4p.

OucumnnnHa «CnctemMa ynpasJieHUS Ka4eCTBOM YyCyr OpraHm3aumnin cdpepbl rocTenpumMcTBa
n oblwecTBEHHOr0 MUTaHUA» ABASETCA MpeflecTByOWen [AS caenyrowmx  AUCLUMNJINH:
«DKOHOMMKaA opraHm3auui cdepbl roctenpumMcTBa 1 06LLECTBEHHOrO NUTaHUA: CTpaTernvyeckuin
ypoBeHb», «CTpaTern4yeckoe M nporpaMMHoO-LieNieBoe yrpaBjieHMe B cepe roctenpumMcrtea W
obuwiecTBeHHOro MNTaHNS>», «OnTuMn3launs bnsHec-npoueccos npeanpuaTui Chepsl
roctenpumMmcTBa», «/IHHOBaLWOHHbIE TEXHONOrMM B Cepe roctenpummcTea un obuiecTBeHHOro
nUTaHnsa», «beHYMapKeTMHr B WHAYCTPUM TFOCTENPUUMCTBa», «YnpaBsieHMe npoLeccaMmu
pedhopMUpoOBaHNA U PecTpyKTypu3aumm  OeaTeNnbHOCTM B cdepe  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 AUCLUNJINHDI

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

DopMmbl Buabl 3aHATUM WToro 3.e.
KOHTpoOnsa Yyacos
(konunuec
TBO)
3K Jlek Mp KPAT KoHTponb CP
Kypc 1 |CeM. 2 1 15 15 0.35 26.65 87 144 4
0O6beM AnCUUNANHBLI U BUObl y4ebHon paboThl Mo 3a04HON hopMe 0by4veHus.
DopMbl Buabl 3aHATUM Utoro 3.e.
KOHTpoONA Yyacos
(konuuec
TBO)
K Jlek Mp KPAT KoHTponb CP
Kypc 2 [Cem. 3 1 8 10 0.35 8.65 117 144 4
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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 2 2 14 Bavu-onpoc
yrnpaBieHNa Ka4eCTBOM. Ob6cyxxaeHnenoKnanos

2 Tema 2. Ka4yecTBO yc/nyr opraHm3aunn cdepsbl 3-4 2 2 14 Bavu-onpoc O6cyxaeHune
rocTenpuMMcTBa. 00KNan0B

2 Tema 3. HopmaTumBHO- NpaBoBas 6a3a obecnevyeHus 5-6 2 2 14 Bavu-onpoc O6cyxaeHune
KavecTBa yC/ayr opraHm3aunn cepsbl 0O0KNafoB
rocTenpuMMcTBa.

2 Tema 4. CuctemMa ynpasieHUs Ka4eCcTBOM yCnyr 7-9 3 3 15 Bavu-onpoc O6cyxaeHune
opraHmsaumnin cdhepbl rocTenpUUMCTBA. 00KNafoB

2 Tema 5. MeToanKa 1 MpakTUKa NpoBefeHnNsa OLEeHKN 10-12 3 3 15 Banu-onpoc O6cyxaeHne
KayecTBa yCayr opraHusaumn cepsl [OKJlafoB
rocTenpunMCTBa.

2 Tema 6. OCHOBHbIE MOJIOXKEHUA CTaHOAPTOB 13-15 3 3 15 Bavu-onpoc O6cyxaeHne
npefocTaB/ieHnsa ycayr opraHmsaunin coepsbl [OKJlafoB
rocTenpunMCTBa.

2 MpomMexxyTo4yHasa aTTecTayms 0.35 26.65 JK3aMeH
UTOro: 15 15 0.35 26.65 87

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 MOHATUA 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:

15
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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. 2 2
yrnpaBieHNsa Ka4eCTBOM.
2/3 Tema 2. KayecTBO yCnyr opraHusaumni cepsbl KayecTBO ycnyr opraHmsauuin cepbl roCTENPUMMCTBA. 2 2
rocTenpummcTBaa.
2/3 Tema 3. HopmaTumBHO- npaBoBas 6a3a HopmaTunBHO- NpaBoBas 6a3a obecneyeHns KkavyecTBa yCayr opraHm3saunin cepsbl 2 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. 3 2
OpraHusaumin cdepbl FOCTENPUUMCTBA.
2/3 Tema 5. MeToauKa v NMpakTuUKa NnpoBefeHuns MeToanKa v NpakTMKa NpoBeeHNs OLEeHKN KavyecTBa yCJyr opraHm3aunn chepsbl 3 2
OLLeHKN KayecTBa YCayr opraHusaumi cepsl rocTenpunuMCTBa.
rocTenpummcTBaa.
2/3 Tema 6. OCHOBHbIE MONIOXKEHNSA CTaHOAPTOB OCHOBHbIE MONIOXXEHUSA CTaHAAPTOB NPeaoCTaBNeHNA yCyr opraHn3auni cpepsbl 3
npenocTaBieHns ycayr opraHnsaumni cepsbl rocTenpuuMCTBa.
rocTenpumMMcTBa.
NTOro: 15 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

Cem Paspensbl  TeMbl paboyen nporpaMMmbl NepeuyeHb pOMaALLUHUX 3aAaHUNA U APYrUX BONPOCOB AJIA CAMOCTOATE/IbHOIO Cpoku O6bem B Hacax
CaMOCTOATEJIbHOIO U3y4eHus u3yvyeHus BbINOJ odO 30 030
HEeHUA
1 2 3 4 5 6 7
2/3 Tema 1. OCHOBHbIE NOHATUA U onpefesieHns CocTaBrieHue njaaHa-KoHcnekTa lMoaroToBka Aoknanos MoaroToBka OTBETOB Ha B 14 18
ynpaBAeHNs Ka4eCTBOM. BOMpPOCHI TeYeHun
e cemec
Tpa
2/3 Tema 2. KayecTBO yCnyr opraHumsaumni cepsbl CocTaBrsieHMe naaHa-KoHcnekTa NoaroToBka AoKAaaoB [NoaroToBKa OTBETOB Ha B 14 18
roctenpumMmcTsaa. BOMpPOCHI Te4yeHun
e cemec
Tpa
2/3 Tema 3. HopmaTuBHO- NpaBoBas 6a3a CocTaBneHne nnaHa-koHcnekTa lMoarotoska Aokaanos MoAroToBka OTBETOB Ha B 14 20
obecnevyeHns KayecTBa yCayr opraHusaummn BOMPOCHI Te4YyeHun
cepbl rocTenpuUUMCTBa. e cemec
Tpa
2/3 Tema 4. Cuctema ynpaBJsieHNsa KadyecTBoM ycnyr | CocTaBieHMe niaHa-KoHcnekTa lNoarotoska Aoksianos MNoAroToBKa OTBETOB Ha B 15 20
opraHusaumin cdepbl FOCTENPUUMCTBA. BOMpPOCHI TeYeHun
e cemec
Tpa
2/3 Tema 5. MeToaunka n npakTunkKa nposeneHuns CocTaBrsieHMe naaHa-KoHcnekTa NoaroToBka AoKanoB [oaroToBKa OTBETOB Ha B 15 20
OLleHKM KayecTBa yC/lyr opraHusaumn coepsl BOMpPOCHI TeYyeHun
rocTenpuMmcTBa. e cemec
Tpa
2/3 Tema 6. OCHOBHbIE MONIOXKEHNSA CTaHAAPTOB CocTaBnieHuMe naaHa-KoHcnekTa Moarotoska AokAanos MoaroToBka OTBETOB Ha B 15 21
npenocTaB/ieHNA YCyr opraHnsaumnin cgepsbl BOMPOCHI Te4YyeHun
rocTenpumMmcTaa. e cemec
Tpa
UTOrro: 87 117
5.9. KaneHpapHbin rpacduk BocnuTaTeNIbHOW paboThbl N0 AUCUMNJIMHE
Moaynb JaTta, MecTo npoBeneHus HasBaHue meponpuaTusa dopmMa npoBepeHns OTBEeTCTBEHHbIW JocTmxeHun
MeponpuaTus obyyalowmuxcs
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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/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:
i
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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

CTaHAapTaMn Ka4dyeCTBa B opra

OnNK-3.1 PaspabaTbiBaeT CUCTEMbI MEHEAXXMEHTA Ka4YeCTBa B COOTBETCTBUMN C HALMOHAJIbHbI

HM3aumsax cepbl FOCTENpUUMCTBa U 06L1eCTBEHHOro NMTaHuA

MU N MeXayHapoaHbIMU

1

1

O3HaKoMUTesIbHas NMPakKTUKa

2

3

CucTema ynpasJsieHUs
Ka4yecTBOM ycayr
opraHusaumn cdepsbl
roctenpuuMcTBa u
06LeCcTBEHHOro NnTaHns

4

5

npe,ﬂ,,D,I/II'IJ'IOMHaH NMpakKTUKa

06L1eCTBEHHOro NUTaHuA

OMNK-3.2 BHeapseT cucTeMbl MEHEAXKMEHTa KayecTBa B AeAT

€JIbHOCTb OpraHm3aunn chepsl

rocrenpunmMmcTBa "

1

1

O3HaKoMUTesIbHas NMPakKTUKa

2

3

CucTema ynpasJsieHUs
Ka4yecTBOM ycayr
opraHusaumn coepsbl
roctenpunuMcTBa u
06LeCcTBEHHOro NnTaHns

4

5

npe,ﬂ,,D,I/II'IJ'IOMHaH NMpakKTUKa

OMNK-3.3 KoHTpo/InpyeT Ka4yeCcTBO OKa3aHWs yCayr B chepe rocTenpummcTea U o6L,eCcTBEHHOro NMMTaHUsa B COOTBETCTBUN C
TpeboBaHNAMM HOPMATUBHO-MPABOBbLIX aKTOB, NPOMECCUOHAJIbHbIX CTaHAAPTOB, @ TakXXe C y4eTOM MHeHus noTpebutenen
M APYrux 3aUHTEPEeCcOBaHHbIX CTOPOH

1

O3HaKoMUTEeIbHas NMpakKTukKa

2

3

CucTema ynparsieHUs
KayecTBOM ycCnyr
opraHusauuin coepsbl
rocTenpumMcTBa u
06LWEeCTBEHHOIr0 NUTaAHNSA

4

5

MNpenavnioMHas NpakTuka

YK-1.1 AHanunsvpyeT nNpobaemMHy0 CUTYaunto Kak CUCTEMY, BbiSIBJisl €e COCTaB/sAoWME 1 CBA3M MeXAY HUMU

4 Hay4Ho-uccnegoaTtenbcKas

paboTa

3 4 MpoeKTHO-TeXHoNornyeckas
npakTuka

1 2 O3HakoMUTesIbHas NpakTuKa

3 4 beHYMapKeTUHr B UHAYCTpUM
rocTenpummcTBa

2 3 CucTema ynpasJsieHUs
KavyecTBOM yCnyr
opraHusaumn coepsbl
rocTenpumMmcTBa u
06LeCcTBEHHOro NnTaHns

2 2 OpraHmn3aunoHHo-
yrnpasJieHYecKas rnpakTuka

4 5 MpeoanniaoMHas NpakTuka

YK-1.2 OnpepnenseT npobensbl
MPOLLeCChbI MO UX YCTPaAHEHNIO

B MH(OpMaLmm, HeobxoaMMON ANa peleHns NpobaeMHol cMTyaumm, 1 NPoeKTUpyeT

4 Hay4Ho-nccneposaTtenbckas

paboTa

3 4 MpoeKkTHO-TexHoNornyeckas
npakTuka

1 1 O3HakoMUTeJIbHas NpakTuKa

3 4 beHYMapKeTUHI B MHAYCTpUM
rocTenpumMmcTBa

2 3 Cnctema ynpasJsieHus
KayeCcTBOM yCnyr
opraHusaumnn cgepsbl
rocTenpumMcTBa u
06LeCcTBEHHOr0 NUTaHns

2 2 OpraHn3aunoHHO-
yrnpasJleHYecKasa npakTuka

4 5 MpeponniomMHas npakTuka
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3tanbl GOPMUPOBAHUA KOMNETEHL UM
(HoMep ceMecTp CorsacHoro y4ebHomy nsiaaHy)

0o®0

390

0390

HauMmeHoBaHue y4ebHbIX
OVUCLUMJIMH,
cdopmMupyloue
KOMMNeTeHUuM B npouecce
OCBOEHMA
obpa3zoBaTenbHOM
nporpaMMbl

YK-1.3 Pa3pabaTbiBaeT 1 coaep>xaTeslbHO apryMeHTupyeT CT
CUCTEMHOIo N MeXXANCUUMINH

apHOro noaxonos

paTeruvio peleHns npobseMHoM CUTyaLnn Ha OCHOBe

4 4 Hay4Ho-uccnegosaTtenbcKas
paboTa

3 4 MpoeKkTHO-TexHoNornyeckas
npakTuka

1 1 O3HakoMUTesIbHas NpakTuKa

3 4 beHYMapKeTUHr B UHAYCTpUM
rocTenpumMcTBa

2 3 CucTema ynpasJsieHUs
KavyecTBOM yCnyr
opraHusaumn cgepsbl
rocTenpumMcTBa u
06LeCcTBEHHOro NTaHns

2 2 OpraHn3aunoHHo-
yrnpaBsJieHYecKasa npakTuka

4 5 MpenannioMHas npakTuka

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

Mnanupyemsbie KpuTepuu oueHUBaHUA pe3ynbTaToB obOyyeHus HaummeHoBaHue
pesynbTaThbl HeyAnoBJIETBOPUT | yaoBneTBopuUTen XopoLio OTJINYHO OLLeHO4YHOro
OCBOEHMUA eJibHO bHO cpepncTsa

KOMMeTeHLUUun
1 2 3 4 5 6

YK-1: CnocobeH ocyLecTBASTb KPUTUYECKUI aHaIn3 NpobaeMHbIX CUTyaunii Ha ocC

BblpabaTbiBaTb CTpa

Terno NencTeumn

HOBe CMCTeMHOIro nogxona,

YK-1.1 AHanun3snpyeT NpobeMHyI0 CUTyaLUIO Kak CUCTEMY, BbISIB/1SAS €e COCTaBASAI0

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

dparmMeHTapHble
3HaHUA

HenosiHble 3HaHuA

CcopMupoBaHHsble,
HO cofepxaluune
oTAesIbHble
npobenbl 3HaHWA

LMe N CBA3UN MeXAy HUMMN
CdhopmMupoBaHHble Doknagp, TecT,
cucTteMaTuUYeCcKne | KOHCMEeKT,
3HaHWA 3K3aMeH.

YMmeTb: YacTunyHble ymeHus | HenonHole yMeHUs | YMeHUs noJiHble, CchopmMupoBaHHbIe
aHann3nposaTb hornyckatTcs yMeHus
npobnemHyio HebonbLIne

CUTYyaumio Kak ownbkmn

cucTemy, BbiABNASA

ee cocTasaswLwme

N CBA3N MeXAay

HUMU.

Bnapetb: YacTn4Hoe HecuctemaTtnyecko | B YcnewHoe un
HaBblkamu cbopa, |BnageHue € NpuMeHeHmne cncTeMaTu4yeckoM | cmcrtemaTumyeckoe
aHanu3sa un HaBblkamMu HaBbIKOB MPUMEHEeHNN npuMeHeHune
o06paboTku HaBbIKOB HaBbIKOB
nHdopmaLum o ponyckaiTca

npobnemHon npobensol

CUTyauunnm Kak
CUCTEMDI, BbiABNAA
ee coCTtaBndwuwmne
N CBA3UN MexXxay
HUMW.

YK-1: CnocobeH OCyLLecCTBNATb KpI/ITVI‘-IeCKI/II7I aHannms3 I'Ip06J'IeMHbIX CI/ITyaLlI/II7I Ha OCHOBe CMCTeMHOro nogxona,

BblpabaTbiBaTb CTpa

Terno NencTeumn

YK-1.3 Pa3pabaTbiBaeT 1 coAep)KaTesIbHO apryMeHTUPYeT CTpaTeruio peleHuns npobaeMHom cuTyaunm Ha ocHoBe

CNCTEMHOIo N Mex/j

NncunmnaInHapHoOro noaxonos

3HaTb: METOAVIKY
pa3paboTku n
cofep)xaTenbHoM
aprymeHTaumm
cTpaTerumm
pelleHns
npobnemHomn
CUTyauunmn Ha

®parmeHTapHble
3HaHWA

HenonHble 3HaHnA

CdopmupoBaHHble,
HO cofep kaluune
oTAeNbHbIe
npobenbl 3HaHUSA

CdopmMupoBaHHble
cncTemMaTuyeckue
3HaHUsA

Joknag, TecT,
KOHCMEeKT,
JK3aMeH.
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MnaHupyembie KpuTepum oueHUBaHUA pe3ynbTaToOB OOyuyeHus HaumeHoBaHue
pe3synbTaTthl HEeyAOBJIETBOPUT | yaoBneTBOpUTEn XopoLuo OTJ/INYHO OL,EeHOYHOro
0CBOEHMS esibHO bHO cpeacTBa

KOMMETEHL MU
1 2 3 4 5 6
ocHoBe

CUCTEMHOIO U MeX
ONCLUMNIIMHAPHBIX
rnoAxo/o0B.

YMeTb:
pa3pabaTbiBaTb 1
copepxaTesibHO
apryMeHTMpOBaTb
cTpaTeruio
pelieHuns
npobnemHon
cuTyauum Ha
ocHoBe
CUCTEMHOr0 N MeX
ONCUMNINHAPHbIX
noaxoA0B.

YacTu4Hble YMeHnA

HenosHble yMeHnsA

YMeHNsa nosHble,
JonyckatoTcs
Hebosnblne
ownbkKun

CdhopmMupoBaHHble
yMeHuns

Bnapetb:
HaBblkamMu
pa3paboTku n
copep)xaTenbHomn
aprymeHTaumm
cTpaTerumm
peweHns
npobnemHomn
CUTyauunmn Ha
OCHOBEe
CUCTEMHOIO N MeX
OVNCUMMNIMHAPHbIX
noAxoA0B.

YacTu4Hoe
BJllafieHne
HaBblKaMu

HecunctemaTtunyecko
e npuMeHeHue
HaBbIKOB

B
cncTeMaTu4yeckom
npUMeHeHnn
HaBbIKOB
JonyckarTcs
npobensl

YcnewHoe un
cuctemMaTuyeckoe
npuMeHeHne
HaBbIKOB

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

YK-1.2 OnpepnenseT npobensl B uHGopMaLmm, HeobxoanMonm Ans peeHns npobieMHoON cuTyaummn, n NpoekTupyeT
MPOLLECChbI MO UX YCTPAHEHUIO

3HaTb: METOANKY
onpeneneHus
npobenos B
MHopMaLuuu,
Heobxoaumon ans
pelueHns
npob6nemHomn
cuTyaumm, un
NpoeKkTMpoBaHue
npoLLeccoB no nx
YCTPaHEHMIO.

®parMeHTapHble
3HaHWA

HenosHble 3HaHuA

CchopMupoBaHHsble,
HO codepxaluune
oTAesbHble
npobenbl 3HaHUA

CchopmMupoBaHHbIe
cucTemMaTmyeckume
3HaHWA

YMmeTb:
onpenensATb
npobensl B
MHdopMaunu,
Heobxoaumon ans
peLieHuns
npobnemHomn
cUTyauum, n
NMPOeKTUpPOBaTb
rnpoLeccsl Mo nx
YCTPaHEeHNIo

YacTun4Hble ymeHuns

HenosHble ymeHns

YMeHnsa nosHole,
jonyckatTcs
Hebonblne
ownbKM

CdopmupoBaHHble
yMeHUs

Bnapetb:
HaBblKamMu
onpepeneHns
npobenos B
MHdopMaunu,
Heobxoaumon ans
peLieHuns
npobnemHomn
cUTyauum, n
NpoeKkTupoBaHue
MpoLLeccoB No mx
yCTPaHEeHMI0.

YacTu4Hoe
BllafeHne
HaBblKaMu

HecunctemaTtunyecko
e npuMeHeHue
HaBbIKOB

B
cncTeMaTu4yeckom
npUMeHeHnn
HaBbIKOB
JonyckarTcs
npobensl

YcnewHoe un
cuctemMaTuyeckoe
npuMeHeHne
HaBbIKOB

Noknap, TecT,
KOHCMEeKT,
3K3aMeH

OlMK-3: CnocobeH pa3pabaTbiBaTb U BHEAPSATb CUCTEMbI YIPaBJ/IEHNSA KAQYeCTBOM YCNyr B 4eATeNbHOCTb OpraHmn3auunm
chepbl rocTENPUMMCTBA U 06LLECTBEHHOIO NMUTAHUA

OnK-3.1 Pa3paﬁaTb|BaeT CUCTEeMbl MEHENXXMEHTA KayeCTBa B COOTBETCTBUN C HaUMOHa/IbHbIMN U MeXAYHapOoAHbIMU
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MnaHuupyemsbie KpuTepuu oueHUBaHUA pe3ynbTaToB oby4yeHus HaumeHoBaHue
pe3ynbTaThbl HeynoBJIETBOPUT | yaoBneTBOpUTen XxopoLuo OTJINYHO OL,eHO4YHOro
OCBOEHMUSA eJIbHO bHO cpencrTsa

KOMNeTeHuuu
1 2 3 4 5 6
CTaHAapTaMu KayecTBa B OpraHm3aumsax cepbl rocTenpumMcTea U 06LeCcTBEHHOIro NMTaHus
3HaTb: Hay4Hble |®dparMeHTapHbIe HenosnHble 3HaHuA | ChopmumpoBaHHble, | ChopMmpoBaHHbIe LNoknag, TecT,
OCHOBbI CNCTEMbI 3HaHUA HO coepxxalime cucTtemMaTuyeckme | KOHCMeKT,
ynpaBJieHuns oTAesSibHble 3HaHUA 3K3aMeH.
Ka4yecTBOM; npobenbl 3HaHUA

HauWnoHabHble U
MeXXAYyHapoaHble
CTaHAapThb!
KayecTBa B
opraHusaumsax
chepsl
rocTenpumMcTBa u
obuiecTBeHHOro
NMATaHNA.

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

YacTun4Hble ymeHuns

HenosnHble ymeHns

YMeHns nosHeole,
jonyckatTcs
Hebonblne
owmnbKmM

CdopmupoBaHHble
yMeHUs

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

YacTu4Hoe
BllafeHne
HaBblKaMu

HecunctemaTtunyecko
e npuMeHeHue
HaBbIKOB

B
cncTeMaTu4yeckom
npUMeHeHnn
HaBbIKOB
aornyckarTcs
npobensl

YcnewHoe un
cuctemMaTuyeckoe
npuMeHeHne
HaBbIKOB

OMNK-3: CrnocobeH paspabaTbiBaTb N BHEAPATb CUCTEMbI YNPaBJIEHNS KQYECTBOM YCNYT B A€ATENIbHOCTb OpraHn3auni
chepbl rocTENPUMMCTBA Y 0BLLLECTBEHHOIO NUTAHUS

OlMK-3.2 BHeapseT cucTeMbl MEHEAXKMEHTA KayecTBa B AeATE/IbHOCTb OpraHu3auni cepbl FOCTENPUUMCTBA U
06LeCTBEHHOI0 MNTaHUA

3HaTb: Cuctemsl
MeHeO)KMeHTa
KayecTBa u
0cobeHHOCTU nx
NPUMEHeHns B
cthepe
rocTenpumMcTBa n
obuiecTBeHHOro
NMATaHNS.

®parMeHTapHble
3HaHWA

HenosHble 3HaHuSA

CchopMupoBaHHsble,
HO codepXKaluune
oTAesbHble
npobenbl 3HaHUA

CchopmMupoBaHHbIe
cucTemMaTmyeckume
3HaHWA

YmMeTb:
hopmMynmposaTb U
BHEOpATb B
opraHmsaumsax
chepsl
rocTenpumMcTBa u
obuiecTBeHHOro
MATAHNA OCHOBHbIE
MoJIOXKEHUSA
CUCTEMDB

MeHea )XKMeHTa
KayecTBa B
COOTBETCTBUN C
MeXXAyHapooHbIMU
CTaHpapTamu
KayecTBa.

YacTun4yHble ymeHus

HenosnHble ymeHuns

YMeHuns nosHble,
JonyckatTcs
Hebonblne
owmnbKmn

CchopmMupoBaHHbIe
yMeHus

Bnapetb:
hopmMynmpoBaHus
W BHeJpeHus B

YacTu4Hoe
BllafeHne
HaBblKaMu

HecunctemaTtunyecko
e npuMeHeHue
HaBbIKOB

B
cmcteMaTmnyeCckom
npuMeHeHNN

YcnewHoe un
cuctemMaTuyeckoe
npuMeHeHne

Noknap, TecT,
KOHCMEeKT,
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

4

5

6

opraHusaumsax
chepsl
rocTenpumMcTBa u
obuiecTBeHHOro
MATAHNA OCHOBHBbIX
MOJIOXKEHUN
CcucTembl
MeHeO)KMeHTa
KayecTBa B
COOTBETCTBUN C
MeXXAYyHapooHbIMU
CTaHpapTamu
KayecTBa

HaBbIKOB
nonyckarTcs
npobensl

HaBblKOB

OlMK-3: CnocobeH pa3pabaTbiBaTb U BHEAPSATb CUCTEMbI YIPaBJ/IEHNSA KAQY4eCTBOM YCNyr B 4eATeNbHOCTb OpraHmn3auunm
chepbl rocTENPUMMCTBA U 06LLECTBEHHOIO NMUTAHUA

OMNK-3.3 KoHTponpyeT Ka4yeCcTBO OKa3aHUA ycnyr B chepe rocTenpummcTBa U 06LLeCTBEHHOr0 NMTaHWS B COOTBETCTBUN C
TpeboBaHNAMM HOPMATMBHO-MPaBOBbLIX aKTOB, MPOMECCUOHAsIbHbIX CTaHAAPTOB, @ TakXXe C y4eTOM MHeHus notTpebutenen
M OPYrvX 3anHTEepeCcoBaHHbIX CTOPOH

3HaTb: KpuTEpUmn
OLLEHKM KayecTBa
ycnyr
opraHusauumn
chepsl
rocTenpuuMCTBa n
obLecTBeHHOro
nuTaHus,
OCHOBaHHbIEe Ha
TpeboBaHMAX HOPM
aTUBHO-MPaBOBbIX
aKTOB Mo
Knaccugukaumm
FOCTUHULL Y UHBIX
CpencTs
pa3meLleHus, a
TaKXe C y4eToM
MHEHUNS
notpebutenen un
Apyrux
3aMHTEepecoBaHHbI
X CTOPOH.

®parMeHTapHble
3HaHWA

HenosHble 3HaHuSA

CchopMupoBaHHsble,
HO codepKaluune
oTAesbHble
npobenbl 3HaHUA

CchopmMupoBaHHbIe
cucTemMaTmyeckume
3HaHWA

YMeTb: oueHnBaTb
Ka4yecTBo
OKa3zaHua ycnyr B
Cchepe
rocTenpumMcTBa u
obuiecTBeHHOro
nATaHUA B
COOTBETCTBUN C
TpeboBaHnAMM HOP
MaTWBHO-MPaBOBbIX
aKTOB Mo
Knaccugukaumm
FOCTUMHWL, U UHbIX
CpeacTs
pa3MeLleHns

YacTu4Hble yYMeHnA

HenosHble yMeHnsA

YMeHnsa nosHeble,
JonyckaroTcs
HebosnbLne
ownbkKmn

ChopmMupoBaHHble
yMeHuns

Bnapetb:
HaBblKamMu
oLeHnBaHuA
KayecTBa
OKasaHusa ycnyr B
cthepe
rocTenpummcTBa n
obuecTBeHHOro
nUTaHUA B
COOTBETCTBUN C
TpeboBaHNSAMN HOP
MaTWBHO-MpPaBOBbIX
aKTOB Mo
Knaccnpukaummn
FOCTUMHWL, N NHbIX

YacTu4Hoe
BllafeHne
HaBblKaMu

HecunctemaTtunyecko
e npuMeHeHue
HaBbIKOB

B
cncTeMaTu4yeckom
npUMeHeHnn
HaBbIKOB
JonyckarTcs
npobensl

YcnewHoe un
cuctemMaTuyeckoe
npuMeHeHne
HaBbIKOB

Noknap, TecT,
KOHCMEeKT,
3K3aMeH.
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MnaHupyembie KpuTepum oueHUBaHUA pe3ynbTaToOB OOyuyeHus HaumeHoBaHue
pe3synbTaTthl HEeyAOBJIETBOPUT | yaoBneTBOpUTEn XopoLuo OTJ/INYHO OL,EeHOYHOro
0CBOEHMS esibHO bHO cpeacTBa

KOMMETEHL MU
1 2 3 4 5 6
cpencTs
pa3MeLleHus.

YK-1: CnocobeH ocyLLecTBAATb KPUTUHECKUI aHannM3 NpobaeMHbIX CMTyauuin Ha oc

BblpabaTbiBaTb CTpa

TEervo AencTeBumn

HOBe CMCTEMHOro nogxoaa,

YK-1.1 AHann3snpyeT npobaeMHY0 CUTYyaumnio Kak CUCTEMY, BbISIBNAS €6 COCTaBAAIOWMNE U CBA3N MEXAY HUMUN

3HaTb: METOAUKY | DparMeHTapHble HenonHble 3HaHua | CchopmupoBaHHble, | CHhoOpMMPOBaHHBIE LDoknag, TecT,
aHanmsa 3HaHUA HO cogep>kawme cucTteMaTuUyeckne | KOHCMeKT,
npobnemHon oTAesIbHble 3HaHUA JK3aMeH

CUTyauunnm Kak
CUCTEMBDI, BbiABNAA
ee coCTtaBndwuwmne
N CBA3N MeXxxay
HUMW.

npobenbl 3HaHUSA

YMmeThb: YacTu4Hble yMeHUA | HenosHble yMeHUsa | YMeHMs NosHble, CchopMupoBaHHbIe
aHaM3npoBaTb JonyckaroTcs yMeHUNs
npobnemMHyto HebonblUne

CUTYauUIO KakK ownbkKmn

cucTemy, BbiSBAASA

ee cocCTaBaswowme

M CBA3N MeXAay

HUMMW.

Bnapertn: YacTu4Hoe HecuctemaTtunyecko | B YcnewHoe n
HaBblkamu cbopa, |BnageHune e MpuMeHeHne cucTemMaTU4YecKoM | cucteMaTuyeckoe
aHanm3a un HaBblKaMu HaBbIKOB npUMeHeHnn npuMeHeHne
06paboTkun HaBbIKOB HaBbIKOB
MHdopMaLuum o ponyckatTca

npobnemHomn npobensi

CUTyauunnm Kak
CNCTEMBbI, BbIABNAA
ee coCTaBndwumne
n CBA3N MeXxay

HUMWU.

YK-1: CnocobeH ocyLecTBASTb KPUTUYECKUI aHaIn3 NpobaeMHbIX CUTyaUnii Ha OCHOBE CUCTEMHOIO NoAxoa

BblpabaTbiBaTb CTpa

TEervo AencTeBun

YK-1.3 Pa3pabaThbiBaeT 1 coep>xaTebHO apryMeHTUpyeT cTpaTeruto peLlleHuns npobaemMHon cCuTyaLmm Ha oCHoBe

CUCTEMHOIo N Mexx

NcUunnanHapHoOro noaxonos

3HaTb: METOONKY
pa3paboTku 1
copep)xaTenbHOMN
aprymeHTaumm
cTpaTermm
pelueHns
npob6nemHomn
cuTyaumm Ha
OCHOBe
CUCTEMHOIO N MeX
ANCLUNTIMHAPHbIX
noAxoL0B.

®parMeHTapHble
3HaHWA

HenosHble 3HaHuA

CchopMupoBaHHsble,
HO codepxKaluune
oTAesbHble
npobenbl 3HaHUA

CchopmMupoBaHHbIe
cucTemMaTmyeckume
3HaHWA

Noknap, TecT,
KOHCMEeKT,
3K3aMeH

YMeTb:
pa3pabaTbiBaTb 1
cofep>xaTesibHO
aprymMeHTUpoBaTb
cTpaTeruio
pelueHns
npo6nemHomn
cuTyaumm Ha
OCHOBe
CUCTEMHOIO N MeX
OVCUMMNIMHAPHbIX
noAxoL0B.

YacTun4yHble ymeHus

HenosnHble ymeHuns

YMeHuns nosHble,
JonyckatTcs
Hebonblne
owmnbKmn

CchopmMupoBaHHbIe
yMeHus

Bnapertn:
HaBblKamMu
pa3paboTku n
cogep)xaTenbHOn
aprymeHTaumm
cTpaTerumm
pelweHuns
npobnemHon
CUTyauunm Ha
OCHOBe

YacTu4Hoe
BNlafieHne
HaBblKaMu

HecuctemaTtnyecko
e npunMmeHeHne
HaBblKOB

B
cncreMaTun4eckom
npnMMeHeHNNn
HaBbIKOB
aonyckatTcs
npobensi

YcnewHoe n
cucTemMaTumyeckoe
npuMeHeHne
HaBbIKOB
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MnaHupyembie KpuTepum oueHUBaHUA pe3ynbTaToOB OOyuyeHus HaumeHoBaHue
pe3synbTaTthl HEeyAOBJIETBOPUT | yaoBneTBOpUTEn XopoLuo OTJ/INYHO OL,EeHOYHOro
0CBOEHMS esibHO bHO cpeacTBa

KOMMETEHL MU
1 2 3 4 5 6

CUCTEMHOIo N Mexx
AncunniamHapHbIX
noaxonos.

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

YK-1.2 OnpegenseTt npobensl B MHGOpMaumm, HeobxoANMON ANs pelleHns NpobnemMHon CUTyaumm, n NpoekTupyeT
npoLecchbl N0 NX YCTPAHEHUIO

3HaTb: METOANKY
onpepeneHns
npobenos B
MHdopMaLunu,
Heobxonumon ans
pelieHns
npobnemHon
cuTyaumm, un
npoeKkTUpoBaHue
npoLeccoB no nx
yCTPaHeHuto.

dparmMeHTapHble
3HaHUA

HenosiHble 3HaHuA

CcopMupoBaHHsble,
HO cofepxaluune
oTAesbHble
npobenbl 3HaHUA

ChopmMupoBaHHble
cncTemaTmyeckme
3HaHuA

YMeTb:
onpenensTb
npobensl B
MHpopMaLuuu,
Heobxoaumon ans
pelueHns
npo6nemHomn
cuTyaumm, un
npoeKTMpoBaTb
npouecchl No nx
YCTPaHEHMIO

YacTun4yHble ymeHus

HenosnHble ymeHuns

YMeHuns nosHble,
JonyckatTcs
Hebonblne
owmnbKmn

CchopmMupoBaHHbIe
yMeHus

Bnapetsb:
HaBblKaMmn
onpeneneHus
npobenos B
MHopMaLuuu,
Heobxoaumonm ans
pelueHns
npo6nemHom
cuTyaumm, un
NpoeKkTMpoBaHue
npoLLeccoB no nx
YCTPaHEHMIO.

YacTu4Hoe
BlageHne
HaBblKaMu

HecnctemaTtunyecko
e NnpuMeHeHne
HaBbIKOB

B
cncTeMaTu4yeckom
MPUMEHEHNN
HaBbIKOB
ponyckaiTca
npobenebl

YcnewHoe un
cucTemMaTuyeckoe
npuMeHeHue
HaBbIKOB

Hoknap, TecT,
KOHCNEKT,
3K3aMeH

OMNK-3: CrnocobeH paspabaTbiBaTb N BHEAPATb CUCTEMbI YNPaBJIEHNS KQYECTBOM YC/YTr B A€ATENIbHOCTb OpraHn3auni
chepbl rocTENPUMMCTBA Y 0BLLLECTBEHHOIO NUTAHUS

OlnkK-3.1 Pa3pa6aTb|BaeT CNCTEMbI MeEHENXMEHTa Ka4eCTBa B COOTBETCTBUN C HAUMNOHAJIbHbIMUN N MeXAYHapOoAHbIMWA
CTaHJapTaMu KayecTBa B OpraHm3aunsax chepbl FOCTENPUUMCTBA U 06LeCTBEHHOIr0 MUTaHUA

3HaTb: HayYHble
OCHOBbI CNCTEMbI
ynpaBJieHuns
KavyecTBOM;
HauWOHaJibHblEe U
MeXAyHapoOHble
CTaHOdapTb
Ka4yecCcTBa B
opraHmsaumnax
chepsl
rocrenpunnmcTBea "
obuiecTBeHHOro
NMUTaHUS.

®parMeHTapHble
3HaHWA

HenosHble 3HaHuSA

CchopMupoBaHHsble,
HO codepXKaluune
oTAesbHble
npobenbl 3HaHUA

CchopmMupoBaHHbIe
cucTemMaTmyeckume
3HaHWA

YMmeThb:
pa3pabaTbiBaTb 1
BHEAPATb CUCTEMb
ynpaBieHus
Ka4yeCcTBOM yCnyr B
nesaTeNbHOCTH
opraHusauun
cpepsl
rocTenpumMcTBa n
obuiecTBeHHOro
nMATaHUA

YacTu4Hble yYMeHnA

HenosHble yMeHnsA

YMeHNsa nosHble,
JonyckatoTcs
HebosnbLne
ownbkKmn

ChopmMupoBaHHble
yMeHuns

Bnapertn:

YacTu4Hoe

HecuctemaTtnyecko

B

YcnewHoe n

Noknap, TecT,
KOHCMEeKT,
3K3aMeH

26/48




MnaHupyeMblie KpuTepuu oueHUBaHUA pe3ynbTaToB oby4yeHus HaumeHoBaHue
pe3ynbTaThbl HeyAoBJIETBOPUT | yaoBseTBOpUTen XopoLio OTJINYHO OLLeHO4YHOro
OCBOEHMUA eJIbHO bHO cpeacTBa
KOMMNeTeHUUun
1 2 3 4 5 6
HaBblKamMu B/lafeHune e NpMMeHeHne cucTemMaTUYecKoM | cucteMaTuyeckoe
pa3paboTku n HaBblKamMu HaBbIKOB rNnpUMeHeHnn npuMeHeHne
BHeOpeHus HaBbIKOB HaBbIKOB
CcucTembl nornyckatoTcs
ynpaBneHus npob6ensbl
Ka4yeCcTBOM yCnyr B
nesaTeNbHOCTH
opraHusauun
cpepsl
rocTenpumMcTBa n
obuiecTBeHHOro
nMUTaHUs.

OnMK-3: CnocobeH pa3pabaTbiBaTb U BHEAPSATbL CUCTEMbI YNPABEHUS KAYECTBOM YC/yr B AeATEbHOCTL OpraHn3aLmnn
chepbl roCTENPUMMCTBA M 06LLECTBEHHOIO MUTaHUS

OMNK-3.2 BHegpseT cucTeMbl MEHe)KMeHTa KavyeCTBa B AeATesIbHOCTb OpraHmn3aunin cepbl rocTenpumMcTsea u
06LLeCcTBEHHOro NMTaHma

3HaTb: CucTemsl
MeHeO)XMeHTa
KayecTBa u
0cobeHHOCTU nx
NMPUMEHeHNs B
cthepe
rocTenpumMcTBa n
obuiecTBeHHOro
nUTaHns.

dparmMeHTapHble
3HaHUA

HenosiHble 3HaHuA

CcdopMupoBaHHsble,
HO cofepxaluune
oTAesIbHble
npobensbl 3HaHUA

ChopmMupoBaHHble
cncTemaTmyeckume
3HaHuA

YMmeThb:
hopmMynmposaThb 1
BHeOpATb B
opraHmusaumax
cpepsl
rocTenpumMcTBa n
obuiecTBeHHOro
MATaHNA OCHOBHbIE
MONOXKEHWNS
CnUcTeMbl

MeHeO )XKMeHTa
KayecTBa B
COOTBETCTBUN C
MeXAYHapoAHbIMU
CTaHpapTamu
KayecTBa.

YacTu4Hble yYMeHnA

HenosHble yMeHnsA

YMeHnsa nosHeble,
JonyckawoTcs
Hebosnblne
ownbkmn

ChopmMupoBaHHble
yMeHuns

Bnapetsb:
hopmynmpoBaHusa
1 BHegpeHus B
opraHusaumsax
chepsbl
rocTenpumMcTBa n
obuiecTBeHHOro
NMATaHNA OCHOBHBbIX
MOJIOXKEHUN
CUCTEMBI
MeHeO)XMeHTa
KayecTBa B
COOTBETCTBUM C
MeXXAYHapoAHbIMU
CTaHgapTamu
KavyecTBa

YacTu4Hoe
BllageHne
HaBblKaMu

HecnctemaTtunyecko
e NnpuMeHeHne
HaBbIKOB

B
cncTeMaTu4yeckom
MPUMEHEeHNN
HaBbIKOB
ponyckaiTca
npobenebl

YcnewHoe un
cucTemMaTuyeckoe
npuMeHeHue
HaBbIKOB

Hoknap, TecT,
KOHCNEKT,
9K3aMeH.

OMK-3: CnocobeH pa3pabaTbiBaTb U BHEAPSATb CUCTEMbI YNPABEHUS KAYECTBOM YC/yr B AeATEbHOCTL OpraHm3aLmnm
chepbl roCTENPUMMCTBA M 06LLECTBEHHOIO MUTaHUS

OMNK-3.3 KoHTponpyeT Ka4yeCTBO OKa3aHUa ycnyr B chepe rocTenpummcTBa U 06LeCcTBEHHOr0 NMTaHWsS B COOTBETCTBUN C
TpeboBaHNAMM HOPMATUBHO-MPABOBbLIX aKTOB, NPOMECCUOHAJIbHbIX CTaHAAPTOB, @ TakXXe C y4eTOM MHeHus noTpebutenen
M OPYrMX 3aMHTEPECOBaHHbLIX CTOPOH

3HaTb: KpuTepumn
OLleHKM KayecTBa
ycnyr
opraHusaummn
chepsl
rocTenpumMcTBa n
obuecTBeHHOro
nuTaHus,

®parmeHTapHble
3HaHWA

HenonHble 3HaHnA

CdopmupoBaHHble,
HO cofep kaluune
oTAeNbHbIe
npobenbl 3HaHUSA

CdopmMupoBaHHble
cncTemMaTuyeckue
3HaHUsA

Joknag, TecT,
KOHCMEeKT,
JK3aMeH.
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MnaHupyembie KpuTepum oueHUBaHUA pe3ynbTaToOB OOyuyeHus HaumeHoBaHue
pe3synbTaTthl HEeyAOBJIETBOPUT | yaoBneTBOpUTEn XopoLuo OTJ/INYHO OL,EeHOYHOro
0CBOEHMS esibHO bHO cpeacTBa

KOMMETEHL MU
1 2 3 4 5 6

OCHOBaHHbIE Ha
TpeboBaHMAX HOPM
aTUBHO-NPaBOBbIX
aKTOB MO
Knaccnpukaummn
FOCTUHWUL, N NHBIX
cpeancTs
pa3MeLlleHuns, a
TaKXXe C y4yeToMm
MHeHUNS
notpeburtenen n
Apyrnx
3aMHTepecoBaHHbI
X CTOPOH.

YMeTb: oL eHuBaTb

YacTun4Hble ymeHuns

HenosnHble ymeHns

YMeHns nosHeole,

CdopmupoBaHHble

rocTenpumMcTBa u
obuiecTBeHHOro
nATaHUA B
COOTBETCTBUM C
TpeboBaHnAMM HOP
MaTWBHO-MPaBOBbIX
AKTOB MO
Knaccugukaumm
FOCTUMHWL, U UHbIX
cpencTs
pa3MeLleHuns.

KayecTBo jonyckatTcs yMeHus
OKasaHusa ycnyr B HebonbLne

chepe owmnbKkmn

rocTenpummcTBa n

obuiecTBeHHOro

nuTaHnAa B

COOTBETCTBUN C

TpeboBaHnAMM HOP

MaTUBHO-MPaBOBbIX

aKTOB Mo

Knaccnpukaummn

FOCTUHWUL, N NHBIX

cpencTs

pasMeLleHns

Bnapetn: YacTu4Hoe HecuctemaTtunyecko | B YcnewHoe n
HaBblKamMu B/ageHue e NnpuMeHeHne cucTemMaTU4eCcKOM | cucTeMaTuyeckoe
OLEHMBAHMNSA HaBblKamMun HaBbIKOB npUMeHeHnn npuMeHeHne
KayecTBa HaBbIKOB HaBbIKOB
OKasaHua ycnyr B jonyckatTcs

chepe npobensl

7.3. TunoBble KOHTPOJIbHbIE 3a4aHUSA U UHble MaTepuanbl, HeobxoauMbie AN OLEHKU
3HaHUW, YMEHUW, HaBbIKOB U (U1K) OoNbiTa AEATEeNIbHOCTU, XapaKTepU3yloLWwux 3Tanbl
c¢opMUupoBaHUA KOMNETEHLU N B NpoLecce oCcBoeHns obpasoBaTesibHOW NPOrpaMMmbl

TeMmbl pOKNapoB:

1. OueHkKa KayecTBa ycnyr npeanpuatmna cepbl rocTernpmmmcTBa

2. AHanuns3 ynpaBieHna Ka4eCTBOM yCJlyr B roCTUHULE

3. WccnepnoBaHme hakTopoBs, obecnevymnBatoLLMX Ka4yecTBO YCNyr B TYPUCTCKON hrupme
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4. MnaHnpoBaHMe KayecTBa yCJ1yr B cpefcTBax pa3MelleHuns

5. Ka4decTBo ycnyr pectopaHa. AHasn3 COOTBETCTBUSA HOPMATUBHbLIM OOKYMEHTaM

6. BanaHue kavyecTBa O6CJ'Iy)KI/IBaHI/IFI Ha OANHAMWUKY pPa3BUTUA TYPUCTCKOIro npeanpunatTmna

7. OLeHKa NIoSSIbHOCTU NoTpebuTenein caHaTOPHO-KYPOPTHbLIX YCAyr

8. BnnsHune opraHm3aulNOHHON CTPYKTYpPbl YyNpaB/eHNs Ha KayeCTBO YCJYr B TYPUCTCKOW
dhnpme

9. KayecTBO KakK crnocob noBbIlEHNS KOHKYPEHTOCNOCOBHOCTU TYPUCTCKOrO NPeanpuaTms

10. WccnepoBaHue YpOBHS YAOBJIETBOPEHHOCTWM NoOTpebuTenen KayvyecTBOM YyCiyr
TyponepaTopCcKOn Nam TypareHTCKON (oupMsl

11. MeTopAbl NOBLILWEHNA Ka4YeCTBa FOCTUHNYHBIX YCIyr

12. B3auMoCBfA3b KayecTBa YCJYr U KOHKYPeHTOCNoCOBHOCTW npeanpuatuin  cdepsbl
roctenpmmmcTBa

13. AHanun3 moenen BoCNpUsATMS KayecTBa TYPUCTCKUX yCayr noTpebutensamm

14. MeToAbl OUEHKN TEXHNYECKOro N PYHKLMOHA/IbHOr0 Ka4yeCcTBa NMOCTUHUYHbIX yCyr

15. KayecTtBOo 00CNyXMBaHUA KakK OCHOBAa KOHKYPEHTOCMNOCOBHOCTU npegnpusaTuni
roctenpumMcTBa

16. Ponb nepcoHana B GOPMUPOBaHUM KadecTBa 0OCAYy)XMBaHMA B NpeanpuatTusax
rocrtenpuumcTea

17. XapaKTepuctuka ctagmin XXKM3HEHHOro LMKsa TYPUCTCKOro NpPoayKTa

18. OueHKa TYPUCTCKOrO MpoAyKTa W OCHOBHble ((pakTopbl MOBbILWIEHUA €ro

KOHKYPEHTOCMNOCOOHOCTI Ha NpuMepe roCTUHUYHOIO NpeanpuaTus

TecToOBbIE 3a4aHUA

1. K oTanyntenbHbiM 0COBEHHOCTSAM FOCTUHUYHbIX YCnyr OTHOCATCA:

a) HeoTAEeNMMOCTb OT nponssognTend,
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) NOCTOAHCTBO Ka4yecTBa;

B) COXpPaHAeMOCTb;

r) coBrnageHme npowecca NponsBoacTBa 1 noTpebnieHus.

2. Pa3pbiB MeXxnAy npefocTaBsieHUeM YyCJyrm n BHELWHeNn WHgopmMaumen, y4acTByloLllen B
hopMUpPOBaHNN NPeACcTaB/EHUS KJIMEHTa O NoJlyYaeMon yCyre BO3HUKAET KOorga uMeeT MecTo:

a) HeCcKoopanHMnpoBaHHada ropn3oHTaJIbHada CBA3b MexXAy nogpasgeneHnamMmm roCtTuHuLbl v
MapKeToJioraMu,

6) HeCKoopaAnMHMNpoBaHHaA ropnsoHTalJIbHada CBA3b MeXAy nogpasneneHnamMmm roCtTuHuubl n
peKnaMHbIMU areHTamMmum,

B) NJ0X0€ NoHMMaHme 06Cy)KMBaOLWMM NEePCOHANIOM BbIMOJHSAEMbIX (DYHKLNN;

r) Henprvemaemasi CUCTeMa KOHTPOSA U HabnoaeHus.

3. Pa3pbiB mMexny I'IOTpE6I/ITe}'IbCKI/IMI/I oOXngaHnamMmm m uUx BOCNPpUATMEM PYKOBOACTBOM
FOCTUHULbI BO3HNKaET, KOroa NMeeT MeCTO:

a) Nnoxoe NoHMMaHne NepcoHasioM BbIMOJIHAEMbIX (PYHKLNIM;

6) oTcyTCcTBME 0BpaTHOM CBA3UN MeXAy KAMEHTaMM U FOCTUHMYHBIM NpeanpusaTueM;

B) HM3Kaa 3PPEKTUBHOCTb MPOBEAEHHbIX MAPKETUHIOBbIX WCCAEAOBAaHWMIA  pbliHKA
FOCTUHUYHbIX YCIYT;

r owyueHna HeBbIMOJTHUMOCTN 3anpaL|_||/|BaeM0|7| ycnyru.

4. CornacHo npaBwua NpefocTaB/eHNs FOCTUHMYHBLIX ycnyr B P®, 6e3 pononHuTesNbHON
onsiaThbl FOCTAM MOryT ObITb MPEeAOCTaBJIEHbI CNeAyOLWMe BUObI YCAYT:

a) YncTtka obysu;

6) nocTaBKa B HOMEP KOPPECMOHAEHLUN NPY ee NosyYeHuu;

B) YCJIyrM KOMUPOBAHUS.
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5. CornacHo npaBua MnpenocTaB/ieHNs FOCTUHUYHBIX ycnyr B P® K OCHOBHbIM ycinyram
FOCTUHUL, OTHOCATCH:

a) YCNYr MPoXXMBaHWS;

6) pa3BnekaTesnbHble yCyru;

B) YCNyru cBa3u.

6. Kakumn 13 crnepyowmx Kputepues, COrsiacHO NpasBwui NpefocTaBiieHns rOCTUHUYHbLIX
ycnyr B PO, onpepensetca nx Ka4ecTBo:

a) 6e3onacHoOCTb;

6) Hann4yme KOpI'IOp8TI/IBHOI7I KYJIbTYpPblI B TOCTUHWLE,

B) Ha/M4mMe gpecc-koaa.

7. KapTa Ka4decCTBa 06CJ'Iy>KI/IBaHVIFI B TOCTUHNYHOM NpeanpuaTMn Ha3blBaeTCA HOpMaTI/IBHOVI
€CJI1 OHa 3arnoJIHAEeTCA:

a) rpynnomn KJAMeHTOB;

0) KOHTPONEPOM-3KCMEPTOM;

B) nHonsBnayaibHbIM KJIMEHTOM;

r) rpynmnown sKCnepToB.

8. CornacHo npasunn npepgoctaBieHNA FOCTUHWUYHbLIX YCNyr B P®, 6e3 pononHuTenbHom
onnaaTbl FOCTAM MOTIyT ObITb npeanocTaB/ieHbl cniegylowme Buabl ycnyr:

a) BbI30B CKOPOW NOMOLLN;

6) nobyaka K onpeneneHHOMY BpeMeHWU;

B) npeanocTtaBJieHne nepesogynmKka,

r) rna)keHume ogexxabl.
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9. NMepeyveHb AOMOAHUTENbHbLIX YCYI 3aBUCUT OT:

a) MeCTOopacnoJzioXKeHnda roCTuHMLUbI,

6) KaTeropumn roCTUHULbI;

B) LLENEBOro pblHKa rOCTUHULLbI;

r) >KenaHus pPykKoBoACTBa NMCTUHWULbI.

10. B MeXAyHapoAHOW MpaKTUKe TFOCTUHULbI pa3fensioTcs Ha caenylouie ypoBHU
obcny>xmBaHus:

a) BbICLLININ YPOBEHb, CPEOHNIN YPOBEHb, HU3LLINN YPOBEHb;

6) MnpoBoI cTaHOapT, CPeaHUn ypoBeHb 06CNy)XNBaHWS, orpaHn4YeHHoe obcny>XmBaHue.

BOI'IpOCbI K 9K3aMeHYy

1. TeopeTunyeckme NpennocChbIIKK ynpaBsieHNa Ka4yeCTBOM. TepMUHbI 1 onpeaesneHus.

2. HanpaBneHua B pelleHUn 3a4a4 KayecTsa.

3. PeweHne npobsem MOBLILWEHUA KavyecTBa TOBApOB M YCAyr 4epes CTaHAapTu3auuio,
cepTuduKaLuno, METPOJIOr IO, KBAJIMMETPUIO.

4. Pa3pa60TKa n BHegpeHne CUCTEMHOrNo noaxoda K ynpaBJiIeHNO Ka4eCTBOM.

5. Cuctema MexayHapoaHbix ctaHgapTos NCO cepum 9000:2000.

6. OpraHumsauma 6busHeca Ha oOcHoBe BceobLiero ynpasneHus kKadectBoM (Total Qality
Management).

7. Poccmickas HaunoHanbHas npemMmmsa rno Ka4ecTBy.

8. MMopaxon, HanpaBAEHHbIN Ha MOWUCK W YyCTpaHeHMe npuyinH 6paka n owwnbok B
NPOW3BOACTBEHHbIX NMpoueccax («LecTb curm»).
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9. KayecTBO Kak 06BbEeKT yrnpaBaeHus.

10. Ka4yecTBO KaK coumasibHO-OKOHOMNYECKaa KaTeropus.

11. CeoncTBa U PYHKLMN KavyeCcTBa.

12. AcneKTbl Ka4ecCcTBa: HAaLUMOHAJbHbIN, NONINTUYECKNN, TEXHNYECKUN;, SIKOHOMNYECKUN.

13. KayecTBO NpoayKLMUK C TOYKN 3pEHNSA NPON3BOANTENS U NoTpebutens.

14. KonmyecTBEHHbIE N Ka4YeCTBEHHbIE NOKa3aTesAn KavyecTBa.

15. KavyecTBO ycnyr B cdpepe UHAYCTPUU rOCTENPUNMCTBA.

16. ToBap n ycayra, UHTerpasibHble XapakTepPUCTUKN KavyecTsa.

17. AHann3 roCTUHNUYHOI O NPOAyKTa.

18. KayecTBO U CTaHOapThI.

19. KaTeropuu ﬂpe;l,l'lpI/IﬂTl/IIZ n NX BOCNPUNMHUBOCTb K peryanpoBaHmio Ka4ecTBa.

20. YcnoBua co3gaHns Ka4eCTBEHHOMo cepBnCa Ha roRCTUHNYHOM NpeanpuaTunn.

21. ObecneyeHrne KOMGMOPTHOCTM N MaKCMMasibHOrO YOOBJIETBOPEHUS MNOTpebHocTen C
MOMOLLbIO KQYeCTBEHHOIo 06CNyXNMBaHNA: aMepUKaHCKasa MOAEeNb U eBponenickas Moaesb.

22. MoHATne KOMPOPTHOCTN.

23. DnemeHTbl KoMdopTa: MHPOPMALMOHHLIA;, SKOHOMUYECKUN; 3CTeTUYeCcKnn; 6biTOBON;
MCMXOJIOrNYECKU,

24. OcobeHHOCTN 1 CBONCTBA FOCTUHUYHOM YCAYT .

25. OcobeHHOCTM KavyecTBa YCayr B rOCTUHULLE.

26. Mopenb NpenocTaBiieHns yCayr B FOCTUHULbI.

27. O6bwwme TpeboBaHMS N0 KaYyecTBY yCayr.

28. TpeboBaHMS K YycCnoBUSM 0OCAYXWUBAHUS: COOTBETCTBME HA3HAYEHWUD; TOYHOCTb U
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CBOEBPEMEHHOCTb WCMOJIHEHUSA; 3TUYHOCTb 06CHyXMBalOLWEro MepcoHana; KOoMGMOPTHOCTb;
3CTETUYHOCTb; 3PrOHOMUYHOCTb.

29. Y4yacTtne notpebutena B npensiodKeHUN roCTUHUYHOIO NPOAYKTA.

30. Mopenb BOCMNPUATUA Ka4eCTBa O6Cﬂy)KI/IBaHI/I9| B roCtuHuue.

31. Ka4yecTBO Kak CBOWCTBA W XapakTepHble 0COOEHHOCTW YCyru, Bbi3biBaloWMe YyBCTBA
yZAOBNETBOPEHMS y NoTpebutens.

32. TexHn4eckoe n hyHKLMNOHAIbHOE Ka4YeCTBo.

33. CTpyKTypa OEeNCTBYIOLLEr0O HOPMaTUBHOIO NMPaBOBOro obecneyeHms.

34. MNpaBoBas 3alWMTa NpaB noTpebuTenen roCTUHNYHLIX YCIyr.

35. MpuHUMN NpruopuTeTa MeXXAYHapoaHOro npasa nepen BHYTPEHHUM MpaBoM OTAESIbHOM
CTpaHbl.

36. 3aKoH P® «O 3awmnTe npae noTpebutenens.

37. MNpaBa noTpebutenen Ha besonacHOCTb ToBapa/paboThl/ycnyri.

38. MNpaBa KJANeHTa oTensa Npu obHapy>XeHU HeJOCTAaTKOB OKa3aHHOMN yCyru.

39. YooBnetBopeHue TpeboBaHuin notpebutens o 6e3so3mMe3gHOM yCTpaHEHUN HELOCTAaTKOB
NpU OKa3aHUM YyCNyrn n OTBETCTBEHHOCTb UCMONHUTENS B (hPOPME HEYCTOMKN 3@ HapyLLUeHNe CpoKa
OKOHYaHWUA OKa3aHUa ycnyru.

40. PaboTa c npeTeH3naMu.

41. NMpaBunna obcnyxmMBaHMA B rOCTUHMULLAX.

42. Copep>kaHune n pasmelleHne oba3aTenbHOM MHpopMaun gns KINEHTOB.

43. ObecneyeHmne rocygapcTeoM 6e30MacHOCTU NMPOAYKLUNN U YCIYr Kak O4HOro N3 YPOBHEN
KayecTBa - OCHOBHas HopMma PefepasbHOro 3akoHa «O TeXHUYECKOM perysnmpoBaHum».

44, SnemMeHTbl CUCTEMbI Ka4ecTBa.

45, 3pekTMBHOE yrnpasseHue NpegnpuaTueM Ha OCHOBE MapKeTUHra.
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46. Co3pgaHne KOpnopaTUBHOWM KyNbTypbl.

47. BHegpeHne CTaHOapTOB TEXHUYECKOro KayecTBa 06Cy>XxmnBaHms.

48. BHeapeHue CTaHOapTOB (hYHKLMOHAIbHOro 06CNy)XUBaHMs.

49. BXoAHOW KOHTPOJIb Ka4yecTBa Ha NPoAYyKLUMIO N YCAYr MOCTaBLLNKOB.

50. BbIXO4HOW KOHTPOJIb KayecTBa Ha MpenocTaBsisieMble YC/YyrM B FOCTUHULE U UX CObIT
nocpenHnKaMmu.

51. HecooTBeTCTBME NpoLecca obCcayxnBaHms.

52. Knaccudgumkaumst HECOOTBETCTBUI - OTKJIOHEHUI KayecTBa.

53. Pa3paboTka ” BHeApeHMEe CUCTEM MEHeO)KMEeHTa KadyecTBa B COOTBETCTBUM C
TpeboBaHusMun ctaHgapTa MCO 9001:2008.

54. NMpnmMmeHeHne cepTudnKaTa COOTBETCTBUA N 3HaKa cooTBeTCTBUA CMK.

55. Pa3paboTka ”n BHegpeHMe CUCTEM MEeHe[)XMeHTa KadecTBa B COOTBETCTBUM C
TpeboBaHuamm ctaHgapTa MCO 9001:2008.

56. CnpaBen/inBas oLeHKa U MOTUBaLMA Tpyaa.

57. MapKeTUHroBble NCCNenoBaHNS KadeCcTBa NOCTUHUYHBIX ycnyr. MeToabl nccneposaHus.

58. AHKeTupoBaHME roCTeN C Lesibio MOBLILLEHNS KayeCcTBa yCyr.

59. MeToa KpUTMYeCcKknux cobbiTri.

60. KoHTpoJIb KavyecTBa NMpoayKLnn.

61. MeToabl OLEHKW MOKa3aTesien KadecTBa NpoayKLuun.

62. OnpepeneHne, CyLWHOCTb U NOKasaTeN M OUEHKN YPOBHS KayYecTBa yCayr.

63. lNMoka3zaTenun oL eHKN: KNnaccnpunkKauMoHHbIE; OrpaHnynTesibHble; OLeHOYHbIEe.

64. Boibop nokasaTenen KkayecTsa.
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65. KonmyecTBeHHbIE N KAYeCTBEHHbIE XapaKTEPUCTUKN ycnyrn (MexxayHapoOHbln cTaHgapT
0OCO 90004-2-94» ObLiee pyKoBOACTBO KAa4eCTBOM U 3/IEMEHTbI CUCTEMbI KavyecTBa. YacTb2»).

66. 10 OCHOBHbIX MOKa3aTenen Ka4vecTBa, MCMNOJIb3yeMbliX NOTpebuTenaMm [Na OLEeHKU
Ka4yecTBa npenocTasisaeMblX UM YCIYT.

7.4. MeToaunyeckue Matepuanbl, onpeaensiowme npouenypbl oOLeHMBaHUA 3HAHUMN,
YMEHMUMN U HaBbIKOB, U ONbITa AEATEJIbBHOCTU, XapaKTepu3yloLwux 3Tanbl (pOpMUpOBaHUA
KOMMEeTeHLUun

TpeboBaHUsA K HANUCAHUIO AoOKJaga

[oknap - NpoAyKT camocTosaATesnbHoOM paboThl obyyvatouwerocs, npeacTaBasowmn cobon
NMUCbMEHHOoE NN YCTHoe cooblleHne No NpeacTaBAEHWIO MOJTyYeHHbIX pe3ybTaToB ornpeaesieHHON
TeMbl.

Llenb noaroToBkM Aoknaga: ChopMUPOBaTb HayYHO-UCCIeA0BaTEIbCKME HAaBbIKW U YMEHUS Y
obyuyatouierocsi; cnocobcTBoBaTb OBMAAEHUIO METOAAMU HAy4HOro MO3HAHWS; OCBOUTb HABbIKU
Ny6ANYHOrO BLICTYMIEHUS; HAYYNTbCA KPUTUYECKN MbICTTUTD.

TeKCT AoKNnaga [0JIXKEeH cofep>XaTb apryMeHTUPOBaAHHOE N3JI0XKeHne onpep,eneHHon TEMBbI.
[Ooknapg aosmkeH 6biTb CTPYKTYpUpOBaH 1N BKJIIOY4aTb BBeAeHNE, OCHOBHYIO 4aCTb, 3aKJ1lO4EHWE.

KpuTepuu oueHuBaHuA aokKnapa:

«OTJINHHO» Mpobnema packpbiTa MoAHOCTbIO. [lpoBeaeH aHanu3 npobnembl C MNpuBJeYEHMEM
\NOMNOSIHUTENIbHOW nnTepaTypbl. [peAcTaBieHHas wWHGOPMauMsa CcucTeMaTU3MpoBaHa,
nocnefoBaTesibHa W JIOrM4eckn cBs3aHa. Mcnonb3oBaHo 6onee 5 npodeccnoHabHbIX
TepMunHOoB. LLUNpoko ncnosib3oBaHbl NHHPOPMALIMOHHbIE TEXHONOr UK. OTCYTCTBYIOT OLLNOKU
B NpeAcTaBsiseMon nHgpopmaummn. OTBeTbl Ha BOMPOCHI MOJIHbIE C MPUBEAEHUEM MPUMEPOB;
N NoACHeHWN. BbiBoAbl 060CHOBaHbI.

«XOpOLUO» Mpobnema packpblTa. NpoBeneH aHann3 npobnemsbl 6€3 AONONHUTENbHON NMMTepaTypbl. He
BCe BbIBOAbl CAenaHbl WM He Bce o060cHOBaHbl [peAcTaBfieHHas WHdopMauus
cucTemMaTM3MpoBaHa M nocnefoBaTesibHa. Mcnonb3oBaHo 6onee 2 npodeccrnoHasnbHbIX
TePMUHOB Mcnonb3oBaHbl MHMOPMaLMOHHbIE TeXHOMOrMKU. Ha AONONHUTE/IbHbIE BOMPOCHI
\NaHbl HEMOJIHbIE OTBETbI.

«ypoBJieTBOpU-TeNbHO» Npobnema packpsblTa He MOJIHOCTbIO. MpepncrtasneHHasn VHpopMaums He
cucTemMaTuMsupoBaHa waM HenocsiefoBaTeslbHa. Mcnonb3oBaHbl 1-2 npodecCcnoHasbHbIX|
TepMunHa. Mcnonb3oBaHbl UHAPOPMALMOHHbLIE  TEXHOJIOrUM  YacTu4Ho. [onyuieHsbl
hakTnyeckne owmnbKN B COAEP)XaHUM AOKNada WauM MNpU OoTBeTe Ha AOMNOJHUTENbHbIE
BOMPOCHI; OTCYTCTBYET BblBOAbI.

«HeynoBneTBo- Tema foknaja He packpbiTa, 06Hapy)KI/IBaeTCﬂ cyuleCTBeHHOe He NoHMaHune I'Ip06J'IeMbI.
PUTENIbHO»
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KpuTepumn oueHKHU 3HaHMW NpU NPOBeaeHUn TeCTUPOBaHUA

OTMeTKa «OTJZINYHO» BbICTABASAETCS NMpuU yCJ0BUX NPaBUIbHOIO OTBETa He MeHee 4eM 85%
TeCTOBbIX 3a4aHUI;

OTMeTKa «XOpOLLO» BbICTAaBASETCA NPU YCJIOBUM MPaBUILHOrO oTBeTa He MeHee YyeM 70 %
TeCTOBbIX 3a4aHUN;

OTMeTKa «yO0OBNETBOPUTENIbHO» BbICTaBNIAETCA MNP yCJZIOBUW NPaBUJIbHOIo OTBETa HE MeHee
50 %;

OTMeTKa «Hey10BNIeTBOPUTENbHO» BbICTAaBAAETCA NPU YCJI0OBUU NPaBUILHOIO OTBETA MeHee
yeM Ha 50 % TecToBbIX 3a4aHUN.

PesynbTaTbl TeKyllero KOHTPOJIA WCMOJb3YIOTCA MNpu NpoBeaeHUnn I'IpOMe)KyTO‘-IHOIZ
aTTecCTauunn.

KpuTepun oLeHKN 3HAHNIA CTYAEHTOB Ha 3K3aMeHe

DK3aMeH - (hopMa MPOBEPKU YCMELIHOrO BbIMNOJHEHUS CTYAEHTaMU MpaKTUyYeckux paboT,
yCBOEHMs y4yebHoro mMatepuana AUCLUUMIIMHBI B XO4€E MPaKTUYECKUX 3aHSATUN U CaMOCTOSITENIbHOM
paboTbl. Bonpockl, BEIHOCUMbIE Ha 3K3aMeH, LOBOASTCS [0 CBEAEHMs CTYAEeHTOB 3a Mecsil, A0 cAayu
3Kk3aMeHa. TpeboBaHMsA 1 3aaHNs COOTBETCTBYIOT TpebyeMoMy YPOBHIO YCBOEHUS AUCUMMINHBI U
OTpa’kaloT ee OCHOBHOE colep KaHue.

KpuTepumu BbiCTaBJIEHUA OUEHOK NPU NpoBeAEeHUU dK3aMeHa

«OT/INYHO» Oby4atowmin  rnyboko ©M MPOYHO YCBOMJI BeCb MPOrpaMMHbLIN  MaTepuas, WuncHepnbiBaloLle,
nmocnefoBaTesibHO, FTPAMOTHO M JIOTMYECKM CTPOMHO €ro n3siaraeT, TeCHO YBSA3bIBaeT TEOPU C
NpakTnkKon. OByYaloWnNncs He 3aTPYAHAETCA C OTBETOM NPU BMAOM3MEHEHUM 3afaHus, cBo6OAHO
CnNpaBnseTca C 3ajadamu, 3agaHuaMU N APYrUMK BUOAMWU MNPUMEHEHUA 3HaHWI, MOKa3blBaeT|
BHaHMS 3aKOHOOATEJNIbHOrO U HOPMATUBHO-TEXHUYECKOr0 MaTepuasnos, NMpaBuJibHO 06OCHOBLIBAET]
NPUHATbIE pelleHus, BrageeT pPa3HOCTOPOHHUMU HaBblkaMU W MNpYEMaMun  BbIMOJIHEHUS
NpakTnyecknx paboTt, obHapyXnBaeT ymeHne camocToaTesibHO 0606WwaTh 1 n3naraTe MaTepuan,
He Jornyckas OWnbok.

«X0OpOoLIo» ObyyvaoLNiAcs TBEpPO 3HAET NPOrpPaMMHbIN MaTepuasl, rpaMoOTHO U MO CyLecTBY U3naraeT ero,
He OOMyCKaeT CYLeCTBEHHbIX HETOYHOCTEN B OTBETE Ha BOMPOC, MOXKET MPaBUIbHO MPUMEHSATH|
TeopeTnyeckne 3HaHUA N BrafeeT HeobXoAMMbIMU HaBblKaMW MPWU BbINOJAHEHMUN MPaKTUYECKUX

BagaHun.
«y[OBJIETBOPU- Obyvalowmnca ycBoOuN TOJIbKO OCHOBHOW MaTepuasl, HO He 3HaeT OTAEesNbHbIX AeTanen,
TenbHO» ilnonyckaeT HEeTOYHOCTH, HenoCTaTO4YHO rnpaBuibHbIE (hOpPMYNNPOBKM, HapyLlaeT]

nocnenoBaTeNIbHOCTbL B U3JI0OXKEHUWN NMPOrpaMMHOro MaTtepuasia U UCNbITbIBAaeT 3aTpPyOAHEHUA B
BbIMOJIHEHUWN NPAaKTUYECKNX 3aaHUN.

«HeyfoBneTBo- | Ob6yvalowmiics He 3HaeT 3HauYuTesNbHOW YacTu MpOorpaMMHOro MaTepuana, [LOMycKaeT
pUTENEHO» CyllecTBeHHble oLWNBKU, ¢ 6ONbLWIMMY 3aTPYAHEHWSIMU BbIMOJIHSAET NpakTuyeckme paboThbl
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8. YyebHO-MeTOAM4YecKOe U UH(pOopPMaLUOHHOe obecneyeHue AUCLUMUNIIUHBI

(Mmonyns)

8.1. OcHOBHaa nuTtepaTtypa

HasBaHue

CcblIKa

bacosckun, J1. E. YnpaBneHne Ka4yecTBOM : y4ebHuk / J1. E.
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

https://znanium.ru/catalog/document?id=390077

OyH4yeHKo, H.W. YnpaBrneHne Ka4eCTBOM B OTpPaAC/sax
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»

https://znanium.ru/catalog/document?id=94164

Cypkos, W. B. YnpaBsieHre Ka4yeCTBOM Ha NMpeanpusaTmnax
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
[0CTyna: No noAarnucke.

https://znanium.com/catalog/document?id=422765

8.2. lononHuTesIbHaA nurepaTtypa

Ha3sBaHue

CcblniKa

MeToaunyeckme ykasaHusa rno nsy4yeHuo ANCLUUMINHGI
«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.

http://lib.mkgtu.ru:8002/libdata.php?id=2100051513

Maromepos, L.LLU. YrnipaBsieHne Ka4eCTBOM MPOayKLNKU
[9nekTpoHHbIN pecypcl: y4yebHuk / LU.LL. Maromepnos, I.E.
Becnanoga. - M.: Jawkos u K, 2020. - 334 c. - 3bC
«Znanium.com»

https://znanium.com/catalog/document?id=358503

CMmunpHoBa, N.P. KOHTponb KavyecTBa Cbipbsi U TOTOBON
MPOAYKUNM Ha NPeanpuaTUSX MHAYCTPUN NUTaHUSA
[9neKTpoHHbIN pecypcl: yyebHoe nocobue / CmupHoBa W.P.,
OynHuk T.J1., Cue4veHko C.B. - M.: Poccuiickas
MeXxAyHapoOHasa akageMmusa Typusma, Jloroc, 2014, - 152 c. -
3bC «IPRbooks»

http://www.iprbookshop.ru/51864

8.3. NHOpPMaLMOHHO-TEIEKOMMYHUKALMOHHbIE pecypchbl ceTu «MIHTepHeT»

CoBpeMeHHbIN 0TesNb : Meguna-pecypc An4 BAagesnbles, ynpasasowmx n cneunaincTos
roCTUHMYHOro 6usHeca : canT. - CaHkT-MeTepbypr, 2007. - . - URL: http://www.hotelexecutive.ru// -
TeKCT: 3/1IeKTPOHHLIN.ICKYCCTBO rocTtenpunmcTea.. HoBocTun, cobbiTna, TpeHAabl. HoBble KOHLENLMn
1 popmMaThl oTenen.ynpassaeHne otenem, passutue busHeca. MIHBeCTULUN B FOCTUHUYHbIN Bu3Hec.
®duHaHCbl. FOCTUHUYHaA HEABMXKUMOCTb. MapkeTuHr, peknama, PR B roctuHnyHom 6usHece. 3akoHbl
1N HopMaTUBbI. MNepcoHan rocTuHULbl. OH-nanH XXypHan.PROHOTEL.RU - nopTan Nnpo roCTUHNYHbBIN
busHec : canT. - 2005. - URL: https://prohotel.ru/. - TeKCT: 3N€KTPOHHbLIA.F OCTUHNYHBbIN Bn3HeC B
Poccuu. NMpobnembl 1 TeHAEHLNN Pa3BUTUSA TOCTUHMYHOro 6usHeca B Poccun. ProHotel (MpoOTensb) -
ToproBas Mapka, npumHagnexauas 000 "Cesepo-3anagHble KomnaHnm'
http://www.hotelexecutive.ru/ Russia.travel : HauMOHaNbHbIV TYPUCTUYECKUIA NopTan : canT /
MWHNCTEPCTBO SKOHOMMYECKOr O pa3BuTusa PO, degepasbHOe areHTCTBO No Typusmy. - [MockBal,

1=
1
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2017. - . - URL: https://russia.travel/info/about/. - TeKkcT: anekTpoHHbIN.RUssia.travel -
WHOPMaLMOHHO-NO3HaBaTEIbHbIN NPOEKT, MOCBALLEHHbIN NyTewecTBuam no Poccuun.
[JeaTenbHOCTb NOpTajsa HanpaB/ieHa Ha Cco3fgaHne eanHOro NMHMOPMaLLMOHHOIO pecypca B cdepe
Typu3sMa, NpeaoCTaBAAOWEro 4OCTYMHYO U MOJIHYIO MHOPMaLNIO O TYPUCTUYECKUX BO3MOXKHOCTAX
Poccuu. Russia.travel 3HakoMuT YnTtaTtens 6onee 4em ¢ 20 TbicA4aMKU LOCTONMPUMEYaTEeNIbHOCTEN,
KOTOpble BKOYalOT B Ce65 06BbEKTbI NCTOPUKO-KY/IbTYPHOIr0 Hacaenms, NpupoaHble NaMAaTHUKN U
3anoBeaHble 30Hbl, TPAAULNOHHbIE peMeca U N3BeCTHble poccuinckune bpeHgbl. Ha noptane
nybnnKyloTCs NnonyaspHble TYPUCTUYECKME MapLUPYThl, HOBOCTW, CTaTbW NO3HaBaTEe/IbHOIO TOJKa,
AHOHCbI MEPONPUATUIA, NMPONCXOOALLMX BO BCEX Yrosikax Poccmn, pacckasbl 0 CaMOBbITHOCTU
Ka)K[oro permoHa, co3natoTcs CrneunpoeKThbl, MOCBALWEHHbIE BaXKHENLLINM TYPUCTUYECKUM
HanpaBseHUsM. Ha nopTasie Bbl MOXETE y3HaTb 0 6nm»xanwmnx cobblTusax, HanTn
JooctonpuMeyaTenbHOCTU NOBAN30CTM U MOCTPOUTL MapLUPYT, @ TakXe NPeaoXXNTb CBON KOHTEHT.
http://russia.travel/info/about/ ProHotelia : rocTuHn4HbIN 6GM3Hec on-line : canT / Powered by
ProHotelia. - [6.M.], 2009. - . - URL: http://prohotelia.com/novosti/. - TeKCT: 3NeKTPOHHbIN.[MopTan
Ons npoeccnoHanoB roCTUHMYHOIO U pecTopaHHoro 6usHeca. Ha cTpaHMuax nopTasa - HOBOCTU
FOCTUHUYHON NHAOYCTPUN, UCCedoBaHnsa N CTaTUCTMKA, 0630pbl KOYEBbIX COBLITUI N TEHOEHUNNA B
rOCTUHNYHOM BM3Hece, HOBblE TEXHOIOMNU U NpUMepbl 3PHPEKTUBHbBIX PELUEHNI OS89 MPOLBUKEHNS
oTenemn, oTeNbHble «PULLKK», NHTEPBbLIO C YCMELWHbIMN OTesIbepaMm 1 3KCNepTaMn TypuCTNYECKoro
pblHKa, COBETbI N PEKOMEHAALNN BEAYLLUNX IOPUCTOB, @ TaKXe KaseHdapb OTpac/eBbiX COOLITHNA.
http://prohotelia.com/about/ Typn3am n roctenpumMMcTBO : HAYYHO-MPAKTUYECKNIN XYPHa : CanT /
Monecckuin rocynapCcTBeHHbIN YHUBEepcnTeT (Pecnybnuka benapych). - MuHck, 2014 - . - URL:
http://ojs.polessu.by/TG/index. - Pexxum gocTtyna: cBO6OAHbIN. - TEKCT: 3NEKTPOHHbIN.B Hay4YHO-
MPaKTUYECKOM XXypHasie NybsnKyTCca opurnHaabHblie pe3yibTaTbl MCC/IEA0BAHUA MO LUMPOKOMY
Kpyry npobnem Typusma n roctenpumMmcTtia. http://ojs.polessu.by/TG/about HotLine.travel : cnopr,
3[00POBbE M KPacoTa : OHNaNH->XypHasa 0 XXM3HN B Typusme / MegnaxonguHr baHko. - [MockBal,
2011. - . - URL: https://www.tourdom.ru/hotline/. - TekcT: aneKkTpoHHbIN.[MopTan oTKpbIT B 2011 rony
N eXXxeQHeBHO NpuBfiekaeT 5-6 ThiCAY YHMKAJIbHbIX MO/b30BaTeNIeN, 3aMHTEPEeCOBaHHbIX B
MOJIYy4EHUNN aHANNTNYECKON MHDOPMaUnnM o TpeHaax n cobeiTnax B TypbusHece. Pasgensl canTa:
ABnanepeBoska 1 TpaHcnopT; O630pbl U aHaNUTKKA; Busbl n NoconbCcTBa; JInueH3nposaHue 1
CTpaxoBaHue; CTpaTerum KomnaHun; NMpoekTbl; 3aKOHOTBOPYECTBO; baHkpoTcTBa; TypnpoAyKThI;
TexHuKa npofax n MHorue gpyrue. http://www.hotline.travel/about/
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9. MeToaunyeckue yKasaHusa ana oby4yalowmxcsa No OCBOEHUIO AUCUMNAUHBI (Moayns)

AHanNMU3 roCTUHUYHOro npoaykrta. KayecTtso u
CTaHpoapTbl. KaTeropun npeanpuaTum n wn
BOCMPUUMYNBOCTb K perysimpoBaHMIO KavyecTsa,

MEHWUN N HAaBbIKOB,
akpenneHue,
NpoBepKa 3HaHWMN,

1 HaBblkoB, ob6obuieHne U
cuctemaTusaums 3HAHWNA,
KOHTPOJIb " KoppeKkuus

Pazpen / Tema MeToabl 0byyeHnss | Cnocobsl (popmbl) 0byyeHus CpencTtsa dopmMupyembie
C YKa3aHneM OCHOBHbIX Y4ebHbIX 3/1IeMEHTOB obyyeHns KoMneTeHunn/ TpyaoBble

PYHKLNN

Tema 1. OCHOBHbIE MNOHATUA wlekuns, AyouTopHas YCTHass peydb, MNUCbMO, YK-1.1

onpeanesieHMa ynpaBJIeHMA  KavyeCTBOM.KOHCMNeKTUupoBaHue, CXeMmbl, PUCYHKW,|

TeopeTnyeckme NpeanocbiIKKM  ynpasneHusnpnobpeTeHne (n3yvyeHne HoBoro yyebHoroy4ebHuKN, yyebHble YK-1.2

Ka4yecTBOM.  TepMUHbI " onpeneneHns.BHaHnn, MaTepuana, popmMmnpoBaHme mnocobus

HanpasneHua B pelweHnn 3ajay KavecTtsa. l.popmupoBaHue COBEPLLUEHCTBOBAHNE YMEHUN YK-1.3

PeweHve npobnem MOBbILWEHNA KayeCcTBayMEHUA N HaBbIKOB, N HaBblkoB, o06o6bLieHrne u

ToBapoB W YyCJAyr 4epe3 cTaHfapTu3auumio,3akpereHume, cucTemMaTmsaums 3HaHWA,

cepTudmrKaLumnio, METPOJIOrnio, KBalMMETPUIO 2poBepKa 3HaHUNA, KOHTPO/b n KoppeKkLuus

2 PaspaboTka 1 BHegpeHWE CUCTEMHOIOYMEHUI HaBbIKOB BHaHWUN).

noaxona K ynpasieHWio kavecTtBoM. Cuctema

MeXAYHapoAHbIX cTaHgapTtoBs WCO cepuu MNposeneHne 3aHATUN C

9000:2000; OpraHusauma bmusHeca Ha OCHOBE ncnonb3sosaHnem 30 u AOT.

BceobLlero ynpasJieHus kadectBoM (Total

Qality Management); poccuiickas

HaLMOoHaNbHaa NpemMus No KayecTBy; MOAXOA,

HanpaB/jleHHbI Ha MNOUCK W YyCTpaHeHue

Npu4nMH 6paka 1 ownboK B NPON3BOACTBEHHbIX]

npoueccax («WecTb curm»). KayecTBo Kak

06BbEKT ynpaBneHns. Ka4yecTBO Kak coumasnbHOA

PKOHOMMYecKass  KaTeropusa. CsoWcTBa U

(bYHKUMKN KavecTBa. AcnekTbl KayecTBa: 1)

HaLMOHAsbHbIN, 2) NOINTUYECKNNA; 3)

TexHuYyecknn; 4) sKoHoMm4Yeckun. KayecTBo

MPOAYKUMN C TOYKN 3pEHMs Mpon3BOAUTENS Y

notpebutens. KonnyecTBeHHble u

KayecTBEeHHbIe MoKa3aTesiM KayecTBa.

Tema 2. KauectBo ycnyr opraHusaumwlekuus, AyaouTopHas YcTHas peyb, MNUCbMO, YK-1.1

cdepbl roctenpuMMcTBa U 06LLECTBEHHOMOKOHCMNEKTUPOBaHNE, CXeMmbl, PUCYHKWN,

NUTaHuA. KayecTBo ycnyr B chepe nHayctpumnpmnobpeTeHune (M3yyeHne HOBOro Yy4debHoroy4yebHUKN, yyebHble YK-1.2

rocTenpunuMCTBa. ToBsap n ycnyra,BHaHum, MaTepuana, popmMmpoBaHme mnocobus

MMHTEerpajbHble XapaKTepUCTUKM  Ka4vecTsa./popMMpoBaHue ICOBEPLLUEHCTBOBAHNE YMEHUN YK-1.3
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CNOBUA CO3[4aHNA Ka4eCTBEHHOr0 CepBUCa HayMeHUN HaBblIKOB
rOCTUHWYHOM  MNpeanpuaTuM:  cobnioaeHue
CHOBHbIX U Haubonee BaXHbIX ANnA cdepbl
rocTenpuUMMCTBa MPUHLMMNOB COBPEMEHHOIO
epBuca; cosgaHne HeobxoaMMbIX YCN0BUA AN
nepcoHana, npu3BaHHOro obecneynTy
Ka4eCTBEHHbIN cepBuUC; onTuMmsaumns
praHu3auUMoOHHON  CTPYKTYpbl  ynpaBieHus
npeanpuaTua, npepocTaBnsiloLlero ycayrum B
hepe rocTenpunMmcTBa; BCECTOPOHHUN,
MOJSHBLIN, OOBLEKTUMBHbLIA U HEMNpepbIBHbIN
KOHTPOJIb 3a Ka4yecTBOM cepsuca.
becneyvyeHne KOMOPTHOCTU 7
MaKCMMaJIbHOr O yZOBJIETBOPEHMS
noTpebHOCTEen C MOMOLWbID Ka4YeCTBEHHOro
6CNy>XUBaHUSA: aMepukaHckass Moneflb U

Bponernckas Mozesb. MoHATne
KOMMOPTHOCTN. SneMeHTbI KoMmdopTa;
MHOPMaLMOHHbIN; 3KOHOMUYECKN;

CTeTUYEeCKNN; ObITOBOM; MNCUXOJIOrNYECKUNA,
Ccob6EeHHOCTN 1 CBONCTBA MOCTUHUYHOM YCNYT I,
cobeHHOCTM KayvecTBa YC/Ayr B TFOCTUHULLE,
Mopnenb npepocTaBfeHUs yCnyr B FrOCTUHULbI,
bwme TpeboBaHMA No KayvecTBy ycnyr - FOCT]
P50690 - 94 (n.4.3). TpeboBaHUA K yCNOBUAM
6CcnyKnBaHMs: COOTBETCTBME HaA3HAYEHUIO;
OYHOCTb W CBOEBPEMEHHOCTb WCMOJSIHEHUS;
TUYHOCTb  0BCNy>XMBAKOWEro  nepcoHana;
KOM(OPTHOCTb; DCTEeTUYHOCTb;
ProHOMMYHOCTb. Y4acTue noTpebutensa B
npenfioXxeHnn rOCTMHUYHOI O npoaykTa.
Mopnenb BoCOpUATUA KayecTBa 06CNY)XUBaHUS
B rocTuHuuUe. KayecTBO KakK CBOWCTBA MU
apaKTepHble ocobeHHOCTHN ycnyrn,
Bbl3blBalOLME YYBCTBaA YOOBJETBOPEHUS
noTpebuTens. TexHnyeckoe 7
YHKLMOHa/IbHOE Ka4eCcTBO

3HaHUN).

MposeneHne 3aHATUN C
mncnonb3osaHnem 30 n OOT.

ema 3. HopmaTuBHO- npaBoBasa 6asallekuus,

6ecneueHusn KayecTBa YCAYIKOHCNEKTNPOBAHNE,
praHusauuih cdepbl rocrenpuMMmcTBa MnpuobpeTeHune
6LiecTBeHHOro nUTaHuA. CTPYKTypaBHaHWiA,

€NCTBYIOLLEr0o  HOPMAaTUBHOINO  MpaBoBOrodopMuUpoBaHue
b6ecneveHus. MNpaBoBas  3awmTa  nNpaByMEHWA N HaBbIKOB,
noTpebnTenen roCTUHMYHBLIX ycayr. MpuHUUnBakpenaeHme,
npuopnMTeTa MeXAyHapoA4HOro rpaBa MepenfnpoBepka 3HaHWNA,
BHYTPEHHVMM NpPaBOM OTAeSIbHOW  CTpaHblyMeHU HaBbIKOB
aKoH P® «O 3awmTe npaB noTpebutenen».

MpaBa noTpebuteneir Ha  6He3sonacHocT
oBapa/paboTbl/ycnyrn (ctates 7). [lpaBa

AyanTopHas

(M3yy4yeHne HOBOro Yy4ebHOro
MaTepuana, GopMnpoBaHne 1
COBEPLLUEHCTBOBAHNE YMeHUN
N HaBblkoB, o0606LieHe ©
cucTemaTulaums 3HaHWNA,
KOHTPOJIb " KoppekLuus
BHAHWI).

MpoBeneHue 3aHATUN C
ncnonb3osaHnem 30 n OOT.

YCTHas peusb,
CXeMbl,
y4ebHMKN,
nocobus

nMMCcbMO,|
PUCYHKW,|
yyebHble

YK-1.1

YK-1.2

YK-1.3

OnkK-3.1

OrK-3.2

OlK-3.3
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KAneHTa oTens npu obHapy>xeHun
He[oCTaTKOB OKa3aHHoON ycnyru,
YoosneTBopeHue TpeboBaHMA noTpebutens o
6e3B03Me34HOM YCTPaHEHMN HEeLOCTaTKOB Mpu
OKa3aHum ycnyru " OTBETCTBEHHOCTb|
ncnonHuTens B oOpMe  HeycToWKM  3a
HapylleHne CpoKa OKOHYaHUSA  OKa3aHus
ycnyrun. PaboTa ¢ npeTveH3uamu. [pasBuna
obcnyxnBaHnsa B roctuHuuax. CopepxxaHue u
pa3MelleHne obsizaTenbHOW MHpopMaunn Ans

KJINEHTOB. ObecneyeHune rocyaapCcTBOM
6e30MacHOCTM MPOAYKLUM U YCIYr KaK 04HOro|
N3 YpOBHEM KayecTBa - OCHOBHAasA HOPMA

DepepanbHOro 3akoHa «0O  TexXHUYECKOM
erysMpoBaHnn>».

Tema 4. CucteMa ynpaBJieHUA KayecCTBOM
ycnyr opraHuvsauum cchepbl
rocrenpumMmcrBa n obLwiecTBeHHOro
MUTaHUA. DJIeMeHTbl CUCTEMbl Ka4vecTBa: 1,
D dekTnBHOE ynpasnaeHne npeanpuaTUeM Ha
locHoBe MapKeTuHra. 2. Co3paHwue
KOPNOPaTMBHOM  KynbTypbl. 3. BHenpeHue
CTaHOoapToB TexXHN4yeckoro Ka4vecTBa
obcnyxunBaHusa. 4. BHenpeHune CTaHOAPTOB
bYHKLMOHaIbHOr o obcnyxnBaHms: -
BHenpeHne KBanuguKauMoOHHbIX TpeboBaHWI
(kBaNMrKauMoHHOro CTaHpapTa) n
INOJKHOCTHbLIX  06A3aHHOCTen  pabOTHUKOB|
npepnpuatua;, - PaspaboTka TexHonorum
(HOpMaTMBHOE OMMCaHue) MPOM3BOACTBEHHBIX
npoueccos; - BeBepeHne HOpPMaTMBOB TPynAad
(HopmaTnBOB BblpaboTKM, HOPMaTNBHOWN
HucneHHoctn  paboTHukoB). 5. BxogHon
KOHTPOJIb KayecTBa Ha NPOAYKLUMUIO W YCNyru
MOCTaBLUMKOB. 6. BbixoaHomn KOHTPOJIb|
KayecTBa Ha nMpepocTaB/iseMble YyCAyrm B
rOCTUHMLUE W KX CBbIT  nocpedHuKamu.
HecooTBeTcTBMe npouecca ob6cnyxmBaHms,
Knaccngpukauus HeCoOTBETCTBUN E
OTKJIOHEHWN Ka4yecTBa. PaspaboTka 7
BHEApeHne CUCTEM MeHeXMeHTa KayecTBa B
cooTBeTCTBMM C TpeboBaHuAMM CcTaHZapTa
MCO 9001:2008. [lNpumeHeHne cepTUdUKaTa
COOTBETCTBMA U 3Haka cooTBeTcTBMA CMK. 10
1. PaspaboTka W  BHeApeHWe  CUCTEM
MeHe[)KMeHTa KayecTBa B COOTBETCTBUU
TpeboBaHmaMn ctaHpgapta MWCO 9001:2008,
CnpaBen/siMBas oLUeHKa 1 MOTUBaunsa Tpyaa.

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

AyauTopHas

(M3yyeHne HOBOro Yy4ebHOro|
MaTepuana, GopMnpoBaHMEe 1
COBEpLUEHCTBOBaHNE YyMeHWUN
N HaBblkoB, o0606LieHe U
cucTemaTmsauums 3HAHWUNA,
KOHTPOJIb " KoppeKkLuus
BHAHUN).

MpoBeneHue 3aHATUNA d
ncrnonb3osaHuem 30 n JOT.

YcTHas peyb,
CXeMbl,
y4ebHnKN,
nocobusn

nMMcbMo,|
PUCYHKMN,
yyebHble

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 n npakKkTukKallekyus,

npoBeneHus OLUEeHKH KayecTBa YCAYrKOHCNEKTNPOBaHMe,

praHusaumit cchepbl roctenpuuMMcTBa MMpuobpeTeHne

OLLEeCTBEHHOro MNUTaHuUA. MapKeTUHroBbl
ccnegoBaHMAa Ka4decTBa FOCTUHWUYHBIX YyCnyr.
MeToAbl nccnegoBsaHuA. AHKeTI/IpOBaHI/I

HaHWR,
opMupoBaHue
MEHUN N HaBbIKOB,

roCTen C uenblo MOBbILEHUA KavyecTBa YCNyr.3akpernseHue,
MeTon KPUTUYECKMX COBBLITUN - KaYeCTBEHHbLIENPOBEPKA 3HAHWIA,

nocobbl cbopa umHbopmaumn  (rnybuHHBLI
MHTEPBbIO, (OKYC-rpynnbl, MPSMOE/CKPbLITO
HabniofeHne 3a noBedeHMEM KJMeHTa B
BpeMs oKasaHua ycnyru). 3ajava MeTona

BblsiBNIEHNE KPUTUYECKMX COBbITUIA, BbI3BaBLUM
Hey0B/IETBOPEHHOCTb KJ/IMEHTOB KayeCTBOM
Cayr.

MEHUN HaBbIKOB

AyanTOopHas

(M3yy4yeHne HOBOro Yy4ebHOro
MaTepuana, GopMnpoBaHne 1
COBEPLLUEHCTBOBaHNE YMeHUN
N HaBblkoB, o0606LieHe ©
cncTemMaTulaums 3HaHWNA,
KOHTPOJIb " KoppekLuus
BHAHWI).

MpoBeneHue 3aHATUN C
ncnonb3osaHnem 30 n OOT.

YcTHaa peyb, NNUCbMO,
CXeMbl, PUCYHKW,|
y4ebHMKN, yyebHble
nocobus

YK-1.1

YK-1.2

YK-1.3

OnkK-3.1

OlK-3.2

OlK-3.3

eMa 6. OcCHOBHblIE
TaHOapToOB npepocTaBsieHUA
praHmsaumm cdcepbl rocrenpumMcTBa M
OLWecTBEHHOro  NUTaHUA. 1. Cnyxba
npvema n pasmewenuns. (front office). PyHkunm
CMWP. CTtomMoCTb M TUN HOMepa, Cnocob
nnaTbl, B3MOXXHOCTb HOMepa. 2. Cnyxba
pPOHMPOBaHNS HOMepoB. Bnabl 6poHnpoBaHus.
apaHTMpoBaHHOe 6poHupoBaHune. OnnaTa
cnyr KpeaunTHomn KapTon. ABaHCOBbIN
eno3uT. [apaHTnA TYPUCTCKMX areHcTB.
YPUCTCKUI Bayu4ep. 3.CTomnka
oMuHucTpaTtopa (front deck). 4. Cekuus
perncTpaunu. 3anonHeHune rocTeBbIX
KapTo4ek. AHanu3s KJIMEHTCKOWN 6a3bl,
nporHo3svposaHue 3arpy3km, VIP - rocTtu,
perncTpaumnsa TYpUCcTCKUX rpynn, perncrpaums
MHOCTPaHHbIX KAneHToB. 5. Cekuns KacCoBbIX
nepauunin. Cyeta KAnMeHToB. OTKpbITNE CYeTa.
aKkpbiTne cyeTa. KpeamTHble  KapTOYKMW.
KaHepbl. Bay4epbl 6. Cekuumss HOYHOro
youTa. NMopTdonumo rocts. Nposepka Tapuda..
7. Cekuus no4vTbl W uWHpopMauun. PaboTa
nopTbe, KOHCbepxa. CToka C SA4enkamu,
KapToTeka roctein. 8. TenecdoHHasa cnyxba,
KoprniopaTuBHble CTaHAapTbl 06Cny>XnBaHuA. 9,
HocunbLnKN baraxa. TpeTbs TOYKa
onpukocHoBeHus. C roctem. 10. Cnyxb6a
wBenuapos. 11. PaboTHukn cnyxbbl NapKoBKY
BToMobunen. 12. Cnyxba KOHCbepxen. 13.

paHcnopTHas cnyxba. 14, Cny»x6a
035CTBEHHOI 0 obecneyeHuns "
6cny>xuBaHus oTens. 15. Cnyxb6a

nono>xeHusa/lekuuns,
YCNYrKOHCNEKTNPOBaHME,

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

6cnyxxunsaHms Homepos. 16. Cnyxxba ybopkwu

AyauTopHas

(M3yyeHne HOBOro Yy4ebHOro|
MaTepuana, GopMnpoBaHMEe 1
COBEpLUEHCTBOBaHNE YyMeHWUN
N HaBblkoB, o0606LieHe U
cucTemaTmsauums 3HAHWUNA,
KOHTPOJIb " KoppeKkLuus
BHAHUN).

MpoBeneHue 3aHATUN d
ncrnonb3osaHuem 30 n JOT.

YcTHaa peyb, MNUCbMO,
CXeMbl, 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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nomewieHnn wn  Tepputopun. 17. Cnyxba
npayeyHomn 7] XUMYUCTKN 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/?lang=ru. - Pexxum focTtyna: aasa 3aperncTpup. rnosib3oBatenen. - TeKCT: 3JIeKTPOHHbIN. 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 anekTpoHHasa bubnnoreka : canT. - Mocksa, 2000. - . - URL: https://elibrary.ru/defaultx.asp. -
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Ha3BaHue

Pexxum pocTyna: Ans 3apeructpup. nonb3oBaTeniein. - TEKCT: 3N1eKTPOHHbIN. MNMnaTtdopma eLIBRARY.RU 6bisia co3naHa B
1999 roay no nHnumaTmee Poccminckoro hoHaa pyHOaMeHTallbHbIX NCCenoBaHui ons obecneyeHns POCCUNCKUM yYeHbIM
3/1IeKTPOHHOr0 JOCTYyMNa K BeAYLWMUM UHOCTPaHHbIM Hay4HbIM n3gaHuam. C 2005 roga eLIBRARY.RU Ha4vana paboTy c
PYCCKOSA3bIYHBIMU NYOANKALNAMUN U HbIHE ABNSETCA BeAyLLel 3N1eKTPOHHONW 6bInoTeKon Hay4HOM NepNoanNKIN Ha PyCCKOM
a3blke B Mupe. 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 M JIMLUEH3NOHHbIX cornaweHunin. /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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