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1. HACHOPT ®OHJIA OINEHOYHbIX CPEACTB

1.1. Ob61acTh NPpUMEHEHUs!

@®onn onenounbix cpeActB (POC) — HeoThemiemass dYacThb paboueit
OporpaMmbl  JTUCHUIUIMHBL (MOayns) «YTpaBieHUE KayeCTBOM TYPUCTCKOIO
OpPOAyKTa» W TMpEeJHa3HAYeH [UIsi KOHTPOJIA M OLEHKH 00pa3oBaTEIbHBIX
JOCTHKEHUM CTYZICHTOB, OCBOMBIIMX MPOTpaMMy JTUCHUILTAHBI (MOYJIsS).

1.2. Henu u 3agaun GoHAA OLIEHOYHBIX CPECTB

Henmp @®OC — yCTaHOBUTh COOTBETCTBHE YPOBHS  IMOATOTOBKHU
oOyuatomerocsi TpeboBanusst PI'OC BO OakamaBpumaTa 1O HampaBICHUIO
noarotoBku 43.03.02 «Typusm», yTBEpKACHHBIM MTPUKa30M MUHHUCTEPCTBA HAYKU
u Bbiciero oopazosanus Poccuiickoit denepammu ot 08 utonst 2017 r. mo Ne 516
(C UI3BMEHEHUSAMHU U JIOTIOJTHEHUSIMHU ).

1.3. Tlepedyenb KoMmeTeHIHUi, (POPMHPYEMbIX B IpoLecce OCBOCHHS
OCHOBHOM npodeccnoHaIbLHON 00pa3oBaTeJIbHOM MPOrPaMMbl

[Ipoiecc  OoCBOEHMS IUCUMIUIMHBI  HampaBieH Ha (popMupoBaHHE
CJIEIYIOIIMX KOMIIETEHIMI U UHANKATOPOB X JTOCTUKEHUS:

Koa mo ®I'OC BO \ NHaukaTop 10CTHKEHHUS
O6menpodeccrnonanbHbIe
OI1IK-3 OIIK-3.1. OueHuBaeT Ka4ecTBO OKa3aHUS TyPUCTCKUX YCIYT C yUETOM MHEHHUS
noTpeduTenei u 3aHTEPECOBAHHBIX CTOPOH.

OIIK-3.2. ObecneunBacT  TpeOyeMoe KadyeCcTBO  IPOIECCOB  OKA3aHUS
TYPUCTCKUX YCIYT B COOTBETCTBHU C MEXIYHAapOAHBIMU U HAIMOHAIBHBIMU
CTaHJapTaMH.

[TpodeccronanpHbIe

TIK-1 IIK-1.1. OcymectBisier Tombop TepcoHalda TYPUCTCKOTO TPEATIPUSTHS B
COOTBETCTBHUH C NMPO(eCCHOHATBLHBIMU 331a4aMHU JICITENEHOCTH.

[TK-1.2. OcymiecTBisieT PpyKOBOACTBO TPYIOBBIM KOJUIEKTHBOM, IEPCOHAJIOM
JienapraMeHToB  (Ciryk0, OTHENOB) MpPEMIPUSTHS, XO3SHCTBEHHBIMH U
(hMHAHCOBO-5KOHOMHYECKMMH ~ TIPOIIECCAMHM  TYPHCTCKOM  OpraHM3aluy,
yIIpaBiieHHE MaTeprUaIbHBIMHU PECypCaMiL.

1.4. Otansl ¢GopMUpOBaHUSA KOMIIETEHIMA M CpeACTBA OLEHMBAHMUS
YPOBHS X ¢)OPMHUPOBAHHOCTH

JTanbl (pOPMUPOBAHUS KOMIIETEHIIHI Komnerenuun KoHTpPOJILHO-01IeHOYHbIE
cpeacTsa / cnnocod
OLICHMBAHUSA
Hayunbie ocHoBbl ympabnenusi kadectBom | OIIK-3, I1IK-1 | Jlokian, DUCbMEHHBIE OTBETHI
ycayr. OTeuecTBEHHBIH M 3apyOekHBIN Ha BONPOCHI, TECTUPOBAHUE
OIIBIT Pa3BUTHS YIPABIEHUS] KAYECTBOM
Cucrema ynpaBieHHs KAUECTBOM YCIIyT OIIK-3, [IK-1 | [loxyiana, NUCBMEHHBIE OTBETHI

Ha BOIIPOCKI, TCCTUPOBAHUC

OddextuBnocts ympanenus kadectBom | OIIK-3,IIK-1 | Jlokiman, THUCBMEHHBIE OTBETHI
yCcIyr npeanpustuii B cdepe TypusMma. Ha BOIIPOCHI, TECTUPOBAHNE
VYipaBieHus M NPOEKTHPOBAHUS KayecTBa
IPEOCTaBICHUs] TOCTUHUYHBIX YCIYT




YcnoBus co3ganus kadectBeHHoro cepsuca | OIIK-3, [IK-1 | dokiag, pedeparsi,

Ha  TYPUCTUYECKMX W  T'OCTMHUYHBIX MUCbMCHHBIC ~ OTBETBHI ~ Ha
PEANPHUITHSIX. BOIIPOCHI, TECTUPOBAHUE
Opranuzanus KOHTPOJIS kauectBa | OIIK-3, IIK-1 | /loknan, NUCEMEHHBIE OTBETHI
TYPUCTHYECKHX YCIYT Ha BOIIPOCHI, TECTUPOBAHUE
OcuoBel  Teopun  crangaptuzamuu  u | OIIK-3,IIK-1 | KoHcriekTHpoBaHHE OCHOBHBIX
cepTuduKamu yciyr TEOPETUYECKUX TIOJIOXKESHUI
tembl. [lonroToBka pedepara u
co3/IaHue MYJIbTUMETAAHOMN
npe3eHTanmu.  Pabota  Hajg
BOIIPOCAMM JIJIsl CAMOKOHTPOJISL.
Crangapruzanus u cepruduranuu | OIIK-3, TIK-1 | KoHCIeKTMpOBaHME OCHOBHBIX
TYPUCTHYECKHUX YCIYT TEOPETUYECKUX TIOJIOKEHUH

tembl. [logroroBka pedepara u
co3/IaHue MYJIbTUMETUAHOMN
npe3eHranuy.  Pabora  Haj
BOIPOCAMH JIJIsl CAMOKOHTPOJIA.

JlunensupoBanue mnpeanpusituii B cdepe | OIIK-3, I1K-1 | KoHcriekTMpoBaHHE OCHOBHBIX

Typu3Ma

TEOPETUYECKUX MOJIOXKEHUIA
tembl. [logroroska pedepara u
CO3/IaHue MYJIbTUMETAAHOMN
npeseHTaumu.  Pabora  Han
BOIIPOCAMU JJIsI CAMOKOHTPOJISL.

Texymas arrecTanusi OIIK-3, ITIK-1 | KonTpoisbHas paboTa

IIpome:kyTOUHAs aTTeCTALMS OIIK-3, T1K-1 3auet (yCTHBIN)

1.5. Onucanue noka3aresieid GopMUpPOBAHNS KOMIIETEHIIUI

Kon
KOMIIETCHIIUU

Pe3yabTaTsl chopMHpPOBaAHHOCTH

OIIK-3

3HaeT: TpeOyeMoe KauecTBO IMPOIIECCOB OKa3aHWs yCIyr B n30paHHOH cdepe npodeccroHambHOM
JCSITEIIBHOCTH.

VYmeer: HaxXoJMTb W YCTaHABJIMBATb KOHTAKTbl C MACJIOBBIMH IIAPTHEPAMU, OKa3bIBAOIIMMU
HEOOXOMUMBIE YCIYyrd i1 (OPMUPOBAHMS KA4YeCTBEHHOTO TYPHPOIYKTa; JEMOHCTPUPOBATH
OTKPBITOC M YECTHOE OTHOIICHHE K MOTPEOUTEII0 TYPUCTCKHUX YCIIyT; oOecreunBaeT Tpedyemoe
Ka4ecTBO IIPOIECCOB OKa3aHUS YCIyT B M30paHHOU cdepe npodecCHoHaTHON AeSTeNbHOCTH,
KPUTHYECKH OLCHUBATh A()(HEKTHBHOCTD HCHOJIB30BAHUS HEJOOPOCOBECTHOH pEKIaMbl H
HCKAQUYCCTBCHHBIX HH(bOpMaHI/IOHHBIX MaTepualioB.

Bunasieer HaBbIKamMu: o0OecriedyeHHs TpeOyeMOro KayecTBa TYPUCTCKHX YCIYT B COOTBETCTBHH C
MCEKAYHAPOAHBIMU W HALWMOHAJIBHBIMHU CTaHAapTaMU; pe€aln3aliliui HaMEYCHHBLIX Heﬂeﬁ 10
MOBBIICHUIO KaUecTBa OKa3aHUs yCIIyT B TYPHCTCKOH cdepe.

[IK-1

3HaTh: OCHOBHBIC TEOPETHUIECKHE ITOJIOKEHHUS MEHEDKMEHTA TYPH3Ma, €0 COBPEMEHHOE COCTOSIHUE
Y TIEPCTIEKTUBBI PA3BUTHSL

YMers: npuHUMaTh 3()(EKTHBHBIC YIIPAaBICHYCCKIE PEIICHHS, YUUTHIBas HEOOXOMMMEIE TaHHBIE
aHajM3a OpraHU3aLMOHHO-YIPABICHYECKOM CUTYaUUM [UIsi BBIOJIHEHHS CTPATETMYeCKUX H
TaKTUYECKUX IIeNell TYPUCTCKOTO MPENNPHUATHA W YHOBIECTBOPEHHS MOTPEOHOCTEH TYpHCTOB;
OCYILECTBJISITh  MOCTOSIHHBIA ~MOHUTOPMHI  COCTOSIHMA /Il OpPraHu3allMd  JIESITEIbHOCTH
TYPIPEINPUATUS C YUETOM COLMAIBHOM MOJIMTHUKUA TOCYNApCTBa; KOPPEKTHO HWHTEPIIPETUPOBATH
pasNMYHBIE  BapHAHTBl  OPTaHU3AIOHHO-TEXHWYECKOTO W (PHMHAHCOBO-3KOHOMHYECKOTO
o0ecrieUeHUs TYPUCTCKON JICSITEIIBHOCTH, COCTABIICHUH CMEThI U KAJIbKYJIMPOBAHUU CEOCCTOMMOCTH
TYPUCTCKO-3KCKYPCUOHHOIO NPOAYKTA U UHBIX TYPUCTCKUX YCIIYT IJISl Pa3IMYHBIX LENIEBbIX IPYIIT
noTpeduTenei.

Brnasers HaBblKamMM: aHanM3a W OLEHKM COCTOSIHMSI BHEIIHEW W BHYTPEHHEW OpraHM3allMOHHOW
cpedbl TYpUCTCKOrO MPEANPUSATHS; YIPABICHYECKUX PELICHUH C Y4eTOM IMOJIyYEHHBIX JTaHHBIX;
YIPABJICHUS TIEPCOHAIOM, JCICTUPOBAHUS TMOJHOMOYMI ¥ KOHTPOJIL KadyecTBa pPabOThI
HCIOJIHUTENEH.




1.6. Kputepyu oOuneHMBAHUS KOMIIETEHIIMII HAa Pa3HbIX 3Tamax HX
(popmupoBanus

Bua yueOHoii padoThI KoJsnvecTBo 0a/1710B
00 | 0300 | 300
8 cemectp
YcTHBIC OTBETHI HA CEMUHAPCKUX 3aHITHIX 30 - -
BoimonHenne u  3ammTa  MpakTHUYECKUX / 30 - -
71a00paTOPHBIX paboT
CamocrosiTenpHas pabora 30 - -
WNuple Bugbl yueOHOW paboThl (TOArOTOBKA 10 - -
Mpe3eHTali, HarucaHue pedepara, pelieHue
3a/1a4 ¥ Ap.)
Bcero 100

HakonureabHaa cucrteMa oueHuBanus no 100-0a/yiLbHOM HIKAJIE

Yeroipexoaii- 100- BykBeHHas mkaJa, coorsercrByomas 100-0auibHoM Cucrema
JbHasl cUcTeMa 0aJlsIbHAasA mKaje OLICHUBAHUSA
OLIeHMBAHUS mKaga 3ayera
JK3aMeHa
OTan4HO 90-100 A — OTIMYHO — TEOPETUUYECKOE COJIepKaHue Kypca

OCBOCHO TMONHOCTBIO, 0e3 TpoOenoB; HEOOXOIUMBIE
MPAaKTUYCCKUE HABBIKA PAa0OTHI C OCBOCHHBIM MAaTEPUATIOM
c(OpPMHUPOBAHBI; BCE MPEAYCMOTPEHHbIE MPOrpaMMOi
o0ydueHHs y4YeOHBIC 3aJaHU BBIIIOJHCHBI, Ka4eCTBO WX
BBINIOJHEHUS OLEHEHO YHCIOM OajlyioB, OJM3KHUM K
MaKCHMaJIbHOMY

Xoporo 83-89 B — oueHBp XOpOMmIO — TEOPETHUECKOE COAepKaHHe Kypca
OCBOEHO IOJIHOCTBIO, 0e3 1pobesoB; HEoOXOOUMbIE
MPaKTHYECKNE HABBIKK pabOThl C OCBOCHHBIM MaTEpHalIOM B
OCHOBHOM  c(OpMHPOBaHBI; BCE  MNPEIYCMOTPCHHBIC
nporpamMmoil  o0y4eHus! y4yeOHble 3a/laHHsl BBITIOJIHEHBI,
KauecTBO BBINOJHEHHS OOJIBIIMHCTBA W3 HUX OLICHEHO
YHCIOM 0ajuIoB, OJM3KHM K MAaKCUMAIbHOMY

Xoporio 75-82 C — XOpo1IO — TEOPETUUYECKOE COAEPIKAHHE Kypca OCBOEHO
MOJHOCTBIO; HEKOTOpbIE IPAKTUYECKHE HaBBIKKM pabOThI
C OCBOCHHBIM MaTepHaioM c(HOPMHPOBAHBI HEIOCTATOYHO; 3a4reHo
BCE TIPEIYCMOTPEHHBIE MpPOrpaMMOi 0Oy4YeHUs ydeOHbIe
3aaHMsI BBITIOTHEHBI, KAdeCTBO BBIMOJHEHUS HHU OJHOTO
U3 HUX HE OICHCHO MUHUMAJBHBEIM YHCIOM O0allioB,
HEKOTOPbIEC BU/IbI 33/IaHUH BBITIOJIHEHBI C OIIMOKaAMHU

VY noBnerso- 63-74 D - ynoBieTBOPUTENBHO — TEOPETHUYECKOE COJEpKaHUE
PHUTEIBHO JHUCIMIUIMHBL OCBOGHO YacTHYHO, HO IpoOesl He HOCST
CYIIECTBEHHOTO XapakTepa; HEOOXOAWMBIC IPaKTHYECKHE
HaBBbIKH pa6OTBI C OCBOCHHBIM Marc¢puajoM B OCHOBHOM
copMHPOBaHHI; OONBIIMHCTBO NPEeIyCMOTPEHHBIX
nporpamMmoil  o0y4eHus! y4eOHBIX 3aJaHMi  BBIIIOJIHEHO,
HEKOTOPbIC M3 BHIOJHEHHBIX 3aIaHHH, COlepIKaT OIIHOKH

YnoBierBo- 50-62 E — mocpencTtBeHHO — TeopeTHdeckoe coIep)kaHHEe Kypca

PUTEIBEHO OCBOGHO 4YacTHYHO; HEKOTOpbIe NPAKTHYECKHE HAaBBIKU
paboThl  He ChOPMHUPOBAHBI, MHOTHUE MPEAYCMOTPEHHBIC
IporpaMMoii oOydeHHUs ydeOHBIe 3aJaHHs HE BHIIOJHEHBI
00 KauyecTBO BBINOJHEHHUSI HEKOTOPBIX M3 HUX OIIEHEHO
YHCIOM 0aIoB, OJIM3KUM K MHHUMAJIBHOMY

Heynosnerso- 21-49 FX — HeyI0oBIETBOPUTENEHO — TEOPETHUUECKOE COJEPKAHUE

PUTEIBHO Kypca OCBOCHO YaCTHYHO; HEOOXOAWMBIC IPaKTHUECKHE He 3aureno
HaBbIKM  paboThl  HE COPMHUPOBAHBI;  OOJIBIINHCTBO
MPEeIYyCMOTPEHHBIX  IPOrpaMMoi  oOydeHHs  y4eOHBIX
3a7aHNi HE BBHIITOJHEHO JIMOO KAauecTBO WX BBHIOJHEHHS
OIICHCHO YHCJIOM 0ajioB, OJH3KHM K MUHHMAJILHOMY; IPH




JOIIOJIHUTEIILHOM CaMOCTOSITEJIbHON pabote HaJ
MarepuajoM Kypca BO3MOXKHO IIOBBIIIEHHE KadecTBa
BBITTOJIHEHUS YUEOHBIX 3aJaHui

Heynosnerso-
PHUTETHHO

0-20

F — HeynoBIeTBOPUTEIBHO — TEOPETUUYECKOE COJIEpKaHue
Kypca HE OCBOCHO; HEOOXOIMMEIE MPAaKTUYeCKHE HABBIKU
pa®oThl He chOpMUPOBAHBI; BCE BHIMOJHCHHBIC Y4YcOHBIC
3aJaHus  ColepXar TrpyOble OMIKUOKH, IOMOJHUTEIIbHASL
camMocTosATeNbHAs ~ pa0oTa Ham  MarepmajoM  Kypca
HE MPUBEACT K KAaKOMY-THOO 3HAYUMOMY  IOBBIIICHHIO
Ka4yecTBa BBINOJHEHHSI yIEOHBIX 3a1aHHH




2. KOHTPOJIBHO-OIIEHOYHBIE CPEJICTBA
2.1.0ueHo4HbIe CPEACTBA TEKYLIEr0 KOHTPOJIS

Bonpocel 1j151 yCTHOTO onpoca:

1. JlaiiTe ornpeseneHre MOHITHSAM «yIIpaBJIeHUE KaueCTBOM» M «CHUCTEMa
yIpaBJIEHUS Ka4€CTBOM).

2. OxapakTepu3yiiTe OCHOBHBIC I1JIM B 00JIACTH KayeCTBa.

3 OOGocHyiiTe BAXXHOCTh MOJUTUKHU B 00JIACTH KauecTBa.

4 B gem 3akmrouaetcst obecrieueHue kauecTna’?

5. [TepeuncnuTe OCHOBHBIC ACTIEKTHI YIIPABJICHUS KAYECTBOM.

6 HazoBute ocHOBHBIE PYHKIIUM YIIPABJICHUS KAU€CTBOM.

7. Kaxkue cymiecTBylOT OCHOBHBIE TpeOOBaHUS K Ka4e€CTBY TYPHCTCKOTO
npoAyKTa?

8. Oxapaktepu3yiiTe KOMIIOHEHThI KAYECTBA TYPUCTUUECKHUX YCIYT.

9. B dem 3akmodaercs oOecrniedeHHe KadecTBa TYPUCTHYECKOTO
npoxaykra?

10. Tlepeuucnure COCTaBISAIOIIME MOJEIM YIPABIECHUS KadeCTBOM
TYPUCTUYECKOU YCIIYTH.

11. Ha3zoBuTe oCHOBHBIEC TPOOIEMBI KA4€CTBA TYPUCTHIECKOTO MPOAYKTA.

12.  Packpoiite CylHOCTh OCHOBHBIX MPOOJIEM KayeCTBa TypPUCTUUYECKOTO
IPOAYKTA.

13. TIpo6Giema kadyecTBa MpeIOCTABICHHUS TOCTUHUYHBIX YCIyT

14.  MeHemKMEHT KauecTBa TOCTUHUYHBIX YCIYT

15. Teopus u nmpakTHKa ynpaBi€HUs] KAYECTBOM FOCTUHUYHBIX YCIYT

16. laiiTe onpeaeneHue NOHATUIO «JIULEH3UPOBAHUEY.

17. B 4em 3aKiIr04aeTCs OCHOBHAS 3aJ1a4ya JIMLEH3UPOBaHUsA?

18. B dem 3akmoyaroTcsi OCOOCHHOCTH JIMIICH3MPOBaHUS B cdepe
Typusma?

19. Kakne npeanpustus TYpPUCTUYECKOW HHIAYCTPUM JOJDKHBI HMETH
JIMLEH3UIO Ha IPOBEACHUE CBOEH IEATEIIBHOCTH?

20. B uewm 3akir04aroTcsi 0COOEHHOCTH CTaHIapTU3AIMU B Typu3Me?

21. 3adem Hy>KHa CTaHAAPTU3ALMS B Typu3Me?

22. Kaxkue OCHOBHBIC aCMEeKThI CepTU(UKAIIUN B TypU3Me?

23. 3adem HykHa cepTHUKAIHS B Typu3Me?
Kaxkue cymiectBytoT Bubl cepTuduKaluu B TypuzMe?

IIpumepsl 3agaHuii:

3ananme 1:

[Ipountaiite oTpbiBok u3 kuuru Oununna Kpocou «CoBepiueHcTBo:
KauectBo 21 Bekay. [IucbMEeHHO OTBETHTE Ha CIAEAYIOIIME BOIIPOCHI:

1) Kakyto ¢unocoduro BeneHus OuszHeca OOCYKJTalM TJIaBHBIE T'E€pPOU M3
OTpPBIBKA KHUTH?



2) Kakast MexxIyHapoiHasi Harpajaa 3a KauecTBO YIIOMUHAETCS B TEKCTE?

3) B uem 3akmroyanach OCHOBHasg IpoOjeMa KOMIIAHWHU, KOTopas
omnuckIBaeTcs B 3Tou rinaBe kHuru @. Kpocou?

4) Kakue onpeesieHus TOHATUIO «Ka4eCTBO» MPUBOASATCA B TEKCTE?

5) Kakue meTonpl ynmpaBiaeHUs Ka4€CTBOM MEPEUNCIICHBI B CTaThe?

6) K xakoMy BBIBOJy MNPHIILIA COTPYJIHUKHA KOMIAHUU OTHOCUTEIBHO TOTO,
yTo Takoe TQM?

3ananue 2:

Ha cerognsmmuuii geHb, Hamboyiee TPECTHKHBIMH — MEKTyHAPOIHBIMH
IPEeMUSIMU B 00JIaCTH Ka4eCTBa CUUTAIOTCS:

o [Mpemus Jlemunra (Deming Application Prize-DAP) (smonckas
peMus 3a KauecTBO) — OCHOBaHa B 1957 roxy.

o [Mpemus bomgpumxka (Malcom Baldrige National Quality Award-
MBNQA) (amepukaHcKas MpeMusi 3a Ka4eCcTBO) — OCHOBaHa B 1987 rony.

o EBponetickas npemus 3a kauectBo (European Quality Award - EQA)
(mpemusi 3a NOCTUKEHUS B Ou3Hece) — ocHoBaHa B 1991 rony.

Ucrnionb3yss pEeKOMEHAOBAHHYIO Ui HW3Y4YEHUS JUTEPATypy, OMUIIHUTE
KOKIYI0 U3 HUX, TAUTE UM ITOTHYIO XapaKTePUCTHUKY.

TecToBble 3a1aHUA (IPUMeEPHI):

1. KagecTBO — 3T0:

a) COOTBETCTBUE TPEOOBAHUSIM;

0) KayecTBO MPOEKTUPOBAHMS, KAayeCTBO H3TOTOBJICHMS, KAayeCTBO IIOCTAaBKH,
OTHOCHUTEIIbHOE Ka4eCTBO;

B) BO3MOKHOCTb HCITOJIb30BAHUS MTPOAYKIIUH UITH YCIYTH;

I') COBOKYNHOCTb XapaKTEPUCTUK OOBEKTA, OTHOCSIIUXCS K €ro CIocOOHOCTH
yIOBJIETBOPATH 00YCIOBIIEHHBIE U TIPEIIONIaraeMble MOTPEOHOCTH.

2. CIpaBOYHHK IO YNPABJECHHI0 KAa4YeCTBOM, KOTOPBI BIOC/IEACTBHH CTAJ
OCHOBOIIOJIaramuei padoroil B 3T0M HanpaBJIeHUH, pa3padoraJ:

a) Mcukana

0) FOpaun

B) JleMuHr

r) Kpocou

3. ABTopom npuHinuna "CtaHgapT KauecTBa — HOJIb 1e(peKTOB'" sIBJISIETCH:
a) UcukaBa

0) IOpan

B) JleMuHr

r) Kpocou

4. Ilepevyucaure OCHOBHbIE MOKAa3aTeJH KAayeCcTBa YCJYI, ¢ TOYKHM 3pPeHMA
NMOKyInaTeJs:



a)  HAJEXKHOCTb,  OKpYXKarouas

cpena,

IICUXOJIOTN4YCCKHUEC Ka4dycCTBa,

KOMMYHI/IKa6GJII>HOCTL, AOCTYIIHOCTD, I'apaHTHUA,

0) cTaHAapT KayecTBa — HOJIb A€(EKTOB;

B) DMITaTHS, KOMMYHHKA0EIbHOCTh, CTPaXOBKa;
') HaJKHOCTh, IICUXOJIOTMYECKUE Ka4eCTBAa, rapaHTHSI.

5. BoiGepuTe onpeesieHUs1, COOTBETCTBYIOLINE NPeICTABIEHHBIM TEPMUHAM:

a) MOJINTHKA B 00J1aCTH Ka4ueCTBa;

0) yaydIlIeHHs KauecTBa;

B) oOecrieyeHne KauecTBa;

1) Mepsl, MpUHUMAEMbIE B OpraHU3aAINH
C IeJIbI0 TOBBIMIECHUS 3PPEKTUBHOCTU B
pe3yNbTaTUBHOCTH  JESATEIBHOCTH U
MPOLIECCOB I TOTYyUYEHHS BBITObI, KaK
JUIsL  OpraHu3aluu, TaKk u JJid  ee
OTpeouTENeH;

2) OCHOBHBIE HAMNpABIEHUS W LEIU
opraHu3alii B OOJacTH KadecTsa,
opunransHO chopMyITUpPOBAHHBIE
BBICIIIM PYKOBOJICTBOM;

3) Bce MIaHUPYEMBIE U CHCTEMAaTHYECKH
OCYIIECTBJISIEMbIE B paMKaX CHUCTEMBI
KauecTBa BUJIBI JACATEIBHOCTH (KOTOPHIC
MOTYT OBITh TOATBEPIKICHBI, €CIH 3TO
TpedyeTcs), HEOOXOIMMBIC TUTS
CO3/IaHUsl JOCTaTOYHOM YBEPEHHOCTH B
TOM, YTO OOBEKT OyJeT BBINOIHAITh
TpeOOBaHUS K KaUECTRY.

6. K cocTaBJasIlOIIUM KOMIIOHEHTAM Ka4eCTBAa TYPUCTHYECKHX YCJIYI MOKHO

OTHECTH CJIeayromue:

a) coIyaiabHas, TEXHHYECKas, IpaBoBas, SKOHOMHUYECKas, (YHKIMOHAJIbHAS,

ATHYECKAs], SKOJIOTNYECKas;
0) MaTtepuaiabHas U HeMaTepHAJIbHAS;
B) ocTeTHYeCKas U (QyHKIIMOHAIbHASL.

7. Buabl cepBuca 0 BpeMeHHU ero OCylecTBICHHS

a) IPeANPOAXKHBIN, TOCICTPOJAKHBIMH;
0) )KeCTKUI, MATKUIL;
B) IIPSIMOM, KOCBEHHBIH.

8. CambiM DNOMYJSPHBIM CHOCOOOM HCCJICAOBAHHUS PA3HOIJIACHHA MEKIY
YPOBHEM TMpPeAOCTABJIEHUS] YCJAYr M HAAEXKIAMH KJIHEHTOB SIBJIsIeTCS
npopadorannas B cepeaune 80-x rogoB XX B. B CIIIA MeToauka:

a) "getpipex M";
06) SERVAQCIAL;

B) TOJIHOE (TOTaJbHOE) yIPABJICHHE Ka4eCTBOM U mpou3BoauTebHOCThIO (Total

Quality and Productivity Management);



r) TQM.

9. K [edATeJbHOCTH MO YHNPABJICHUI0O KA4YeCTBOM TYPHPOAYKTAa MOKHO
OTHECTH:

a) aHaJIN3 KayeCTBa;

0) MoCTaHOBKA IICJIH | 3a7aY,

B) OIpe/ieJICHUE MOTPEOHOCTHU U OLIEHKA €€ YJIOBJIETBOPEHUS;

') KOHTPOJIb HaJl paboTOI COTPYIHUKOB.

10. IIporpamma KadecTBa — JAOKYMEHT, pPerJiaMeHTHPYIOUIHI KOHKpPETHbIE
Mepbl MO O0ecleYeHUI0 KayecTBa TYPHPOAYKTA, COCTABJSIETCS HA OCHOBeE
netyin kadecTsa. CoOTBEeTCTBYeT JIM yTBep KAeHHE AeliCTBUTEJIbHOCTH?

a) na;

0) Her.



2.2. OueHo4YHbIE CPEACTBA VIS IPOMEKYTOYHOM aTTecTalun

IIpuMepHbIii IepeYeHb BONPOCOB K 3a4eTy (YCTHOMY)

1. [TonsiTHe KauecTBa yCIyT, OCHOBHBIC HAMPABIICHUS €TO O0CCIICUCHHS.

2. O0mye NMoHATHS: KauecTBO, YIPABIEHUE KAYeCTBOM, CUCTEMa KauyecTBa,
NOJINTHKA B 0O0JJACTH KAYECTBA, YCIYyra, OKa3aHHe YCIyTH.

3. KavectBo Kak coOLMaNbHO-2KOHOMHYECKas TMpolsiemMa pa3BUTHUS
IpEANPUSATUS TYPUCTUUECKON UHTYCTPHHU.

4. 3HaveHNE NOBBIIICHUS KAUeCTBA YCIYT B TYPUCTUYECKON NHTYCTPHUHU.

5.CocTaBisomME  KOMIIOHEHTBI ~ KauecTBa  TYPUCTHYECKUX  YCIYT:
(GYHKIIMOHATIBHOE, TEXHUYECKOE, ITUYECKOE KaueCTRO.

6. YrpaBieHue KaueCTBOM Ha BCEX CTAAUAX KU3HEHHOTO LIMKJIA YCIYTH.

7. 1lernda kayecTBa yCiayru.

8. Conepxanue koHuenuuu TQM.

9. DBONIOLMS KOHLENIUN yIIPaBIECHUS KAYECTBOM.

10. OcHOBHBIE 3Tanbl pa3BUTHUSI YIIPABICHHS KAU€CTBOM YCIIYT.

11. TloHsTME cuUCTEMBI YIPABICHHS KA4€CTBOM TYPHUCTHYECKHX YCHYT.
CtpyKTypa CHUCTEMBl KauecTBa YCIYT M XapaKTepUCTHKAa OCHOBHBIX AJIEMEHTOB,
dbopMUpYIOITUX TEHCTBEHHYIO CUCTEMY yIIPABJICHHUS.

12. CymHOCTh OCHOBHBIX 3JIEMEHTOB MEXaHWU3Ma YIIPABJICHUS Kauye€CTBOM
YCIIYT.

13.Conepxxanne mpolecca ynpaBi€HUsS KAadueCTBOM YCIYr U OCHOBHBIE
NOAXOAbl K ero omnpeneneHrnto. (OCHOBHBIE JTallbl IPOLECCa  YIPABICHUS
KaueCTBOM YCIIYT.

14. 3aKoHBI, 3aKOHOMEPHOCTH, 33/1a4d U MPUHIIUIIBI YIIPABICHUS Ka4€CTBOM
TYPUCTUUYECKUX YCIYT.

15. OcHoBHBIE TpeOOBaHUS K KAU€CTBY TYPUCTUUECKUX YCIIYT.

16.I1opsimok ompeneneHuss ypoBHS KadyecTBa, HOMEHKJIATypa IOKa3aresen
KauecTBa: IOKa3aTeIM HAJEeKHOCTH, JKOHOMHUYECKUE IOKa3aTelH, IPaBOBbIE,
TEXHOJIOTUYECKUE TTOKa3aTeau. MeToapl OLEHKM KadecTBa YCIYTr U OTHEIbHBIX
noKa3aTelied KayecTBa TYPHUCTHUYECKOTO  OOCIYKUBAHUS: HU3MEPUTEIbHBIM,
COLIMOJIOTUYECKUI, PACUETHBIN, IKCIIEPTHBIN.

17. Tlouarue 3¢p(HEeKTUBHOCTH YNPABIECHUS KAuye€CTBOM B TYPUCTUYECKOU
UH]TyCTPHH.

18. Ilenb, 3aaaun ¥ MpeIMET CTaHAAPTU3ALUUA U CEPTUPHUKAITUN YCITYT.

19. OOmme moHATHS: CTaHAapTU3aIMs, cepTudUKanms, cepTuduKar,
crangapt. OOBEKTHI CTaHIAPTU3ALIHH.

20. MexayHapoiHasi cucTeMa CTaHJapTU3alnU U CePTU(PUKALIIH.

21. CraHoBneHue cTanaapTusanuu u ceprudukanuu B Poccun.

22. l'ocynmapcTBeHHasl cucrteMa cTaHaapTh3auud B Poccun u ee OCHOBHBIE
nosioxkeHust. Opranbl CTaHIapTU3aWU U cepTudukammu B Poccum.

23. Ponb cranpaptuzanuu ¥ cepTU(UKAIUU B TYPUCTCKOM OOCITY>KHBAHHH.
3HayeHue CTaHAapTU3aluU U cepTUdUKAUU B OOECIEYCHUU PETYIUPOBAHUS
KauecTBa TYPUCTUYECKUX YCIYT.

24. JIuueH3upoBaHue NpeANpUsITHil B chepe Typusma.



