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1. Ilesn ocBOeHHUS] NUCHHUIINHBI
HensiMmu ocCBOEHHUS IUCHUIUIMHBI «YTpaBiIeHHE KAadeCTBOM TYPUCTCKHX YCIyT H
00CIyKXUBaHUSA»  ABIAETCA U3yuyeHHEe OCHOB (HOPMHUPOBAHMS KOHKYPEHTOCIIOCOOHOCTH
TYpPUCTCKOH YCIIYT'H Ha OCHOBE 00ECIICUeHHUs e KayecTBa U MPUOOPETeHE HAaBBIKOB YIIPABIICHUS
KaueCTBOM YCIIYTH.

2. MecTO AMCHUILIUHBI B CTPYKTYpe 00pa30BaTe/IbHON MPOrpaMMbl

JucrumivnHa «YTpaBiieHHe KayeCTBOM TYPHCTCKUX YCIYT M OOCITY)KHBaHHS» OTHOCHUTCS
K 00513aTeIbHOM YacTH 00pa30BaTeIbHOMN MPOrPaMMEI.

JInst ocBOEHMSI TaHHOM TUCHUIUIMHOMN CTYAEHTHI TOJDKHBI BIIAIETh OCHOBAaMU SKOHOMHKH
U MapKeTHHTa TypuU3Ma, MMETh IpPEJCTaBICHHE O (OPMHPOBAHWUU CUCTEMBI YIPABICHHUS B
TYPUCTCKOM HMHAYCTPHUH, YMETh NPUMEHSATh METOJbI HaydHBIX HccienoBaHuil. [lomyuennsie B
Kypce «YTpaBlieHHE KayeCTBOM TYPHCTCKHUX YCIYr W OOCITYXUBAHHs» 3HAHUA CTAHOBSITCS
OCHOBOM JUII OCBOGHHS psifa TUCHUIUINH, Hanpumep, «MapKeTHHT TypHCTCKUX JIECTUHALUI,
«CTpaTernueckoe u MporpaMMHO-IIEJIEBOE YIIPABICHUE B TYPU3ME», a TAKXKE JJIsl MPOIOJIKEHUS
00yd4eHUs B MarucTparype no HarmpasieHuto « Typusmy».

3. Illlanupyemble  pe3yJbTaTbl  O0y4YeHHMs] 10 JMCHUILVIMHE, COOTHECEHHble €
IUIAaHUpPYeMbIMH pe3yiabTaTamu ocBoeHusi OIl 6akanaBpuara

IIponiecc u3yyeHus AUCUUILIMHBI HApaBjieH Ha (OPMHUPOBAHUE CIEIYIOIUX AJIEMEHTOB
kommereHmii B cootBerctBuu ¢ ®I'OC BO, OIl BO u mpuoOpeTeHus CleAyOUMX 3HAHHM,
YMEHUH, HaBBIKOB U (MJIM) OIBITA 1EATEIbHOCTH:

Dopmupyemas Nuaukarop Ilepeuenns
KOMIIeTeHIHs AOCTHKEHHSI IJIAHUPYEMbIX Pe3y/IbTATOB
(xox u popmyIHpOBKA) KOMIIeTeHIIUH o0yueHust
(ko u
(hopmyIHpoBKa)
OIIK-3. Cniocoben N1-OI1K-3.2 3HaTh:
pa3pabarbiBaTh U BHEAPATh | OLEHUBAET KaueCTBO - obsacTi popMUpPOBaHUS
CUCTEMBI YIIPaBIICHUS OKa3aHMs ycayr B cepe | mokaszaresel kayecTBa yCIyTH.
KayecTBOM YCIIYT B cepe TypHU3Ma B COOTBETCTBUU | YMETh:
Typu3Ma CO CTaHJapTaMu - IPUMEHATh COBPEMEHHBIE METOAUKHU
JIEeATEIIbHOCTU OLICHKH YPOBHsI Ka4e€CTBa U
TYPUCTCKUX KOHKYPEHTOCIIOCOOHOCTH
MPEANPUATHI, TOCTUHUL] | TYPOPraHU3aLMM U YCIIYT.
U UHBIX CPEACTB Biagers:
pasMeLIeHus], C y4eTOM - HABBIKaMU [TPUMEHEHHS METOJI0B
MHEHHMS OTPEeOUTENeH U | OLIEHKU YJOBJIETBOPEHHOCTH
JIPYTUX MOTpeOuTENel; TEOPETUUECKUX
3aMHTEPECOBAHHBIX IIOJXOJ0B IIPH OLICHKE
CTOPOH. pe3yJIbTaTUBHOCTH TPYZa IIepcoHaa
HNPEAIPUATHS TYPUHIYCTPUH.




NJI1-OIIK-3.3 3HaTh:

Baenpsiet cuctemsl - 0a30BbIC CUCTEMBI MEHEKMEHTA
yIpaBiIeHUS KAYeCTBOM KayecTBa, OCHOBAHHBIX HA MPUHIIUIIAX
Ha npeanpuatusax chepbl | Bceobiero kauectsa (TQM).
Typu3zma YMerTs:

- IPOBOJIUTH OLICHKY
PE3yNbTaTUBHOCTH U 3()PEKTHBHOCTH
CHCTEM MEHEPKMEHTa KayeCTBa.
Bnaners:

- HaBBIKAMU IPUHATHUS 3()(HEKTUBHBIX
YIIPaBJICHYECKUX PEUICHHUH B 001acTh
yIIpaBJICHUS] KAYECTBOM.

4. O0beM, CTPYKTYpA U co/iepKaHMe TN CHUTITIHHbI

OO01mmas Tpy10eMKOCTh TUCIUTUINHBI COCTaBiseT 3 3a4eTHble enuuuiibl, 108 akam.gaca.

Ne Tembl (pa3nesnl) Buabl yueOHbIX 3aHATHIH, DopMBbI TEKYLIET0

n/m AUCUMILIHHDI, BKJIIOYAsI CAMOCTOSITETBLHYIO KOHTPOJIA

HX coJep:KaHue = paboTy CTy1eHTOB, ycneBaeMocTH
3 H UX TPYAOEMKOCTh
= (B akageMUYeCKUX Yacax) dopma
o NPOMEKYTOYHOH
aTTecTaluu
(no cemecmpam)
KonrakTHas padoTa
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1 BBenenne B ympaBieHue 2 2 2 6 Tect ms
KauyeCTBOM B  TYPHCTCKOM CaMOTIPOBEPKHU
WHIYCTPUHU

2 Paspabotka cTpareruit 2 4 6 Tect ansa
BHEJPEHUS CUCTEMBI CaMOTIPOBEPKHU
KauyeCTBEHHOTO
MEHEPKMEHTA

3 KagectBo 4 6 3ananus s
MIPOM3BOJCTBEHHBIX CaMOCTOSITEIbHOM
MPOLECCOB B  TYPUCTCKOMU paboThl
HUHIAYCTPHUH.

4 KauectBo u - 2 6 Saganus mis
KOHKYPEHTOCIOCOOHOCTD CaMOCTOSITEIbHOM
YCIIYTH. paboThI

5 OlieHKa YI0BJIETBOPEHHOCTH 2 2 2 6 CaMocTosTebHAS
norpedurenei KayeCTBOM pabora Ne 1
YCIIYT.

6 Texnonmornu (HopMupoBaHUS - 2 6 3agaHus s
KayecTBa YCIIyTH B CaMOCTOATENbHOU
COOTBETCTBHHU c paboThl HA OLICHKY
NOTPEOUTENECKUMU KadyecTBa TypIpPOIyKTa
0’KMJIaHHUSMH. (ycmyrn) mo meTony




SERVQUAL

7 Opranms3amust ~ ynpasieHus| 1 - 4 6 CamocrosTenpHas
KadeCTBOM Ha MPEIIPHUATHIX pabora Ne 2
TYPUCTCKOM WHAYCTPHUHU.

2 0,5 | 33,5 |pk3amen

Hroro 3a 1 cemecrp 108 6 | 20 6 0,5 | 755
yaca

Copepxanue pa3feiioB JUCIUIIINHBL
1. BBenenne B ynpapjieHMe Ka4eCTBOM B TYPHMCTCKOW MHAYCTpUH. OCHOBHBIE MOJOXKEHUS
TEOpUM MEHEDKMEHTAa KadecTBa. IIOHATHE M CyIIHOCTH KauecTBa MNPOAYKLUU M YCIYTH.
KoHuenuuu ynpasiaeHus: KaueCTBOM B TYPUCTCKOW MHIYCTpUH. «lleTist kadecTBa» TypuUCTCKON
yciyrd. MoJzenb ynpaBlIeHHs KadyeCTBOM B TYPUCTCKOM OpPraHM3allid Ha OCHOBE IIPHHIIMIIOB
TQM.
2. PazpabGorka crpareruii BHeJJpeHUs CHCTeMbI KaueCTBEHHOr0 MeHeakMeHTa. OCHOBHbBIC
dakropel BHenpeHuss BceobOmiero kadectBa (TQM). IlpuBepkeHHOCTh CHCIHATUCTOB U
nepcoHana Teopuu kadectBa Ha npuHuunax QM. Co3naHue opraHU3alMOHHON CyOKYIbTYpPbI
BHeaperus QM. IIpouecc Bueapenuss TQM B TypHCTCKO# opranu3amnuy.
3. KayecTBO NPOM3BOACTBEHHBIX NIPOLECCOB B TYPUCTCKOM HHAYCTPUH. MeTOoIbl U3MEPEHUN
U OLIEHOK KadecTBa yciyr. MHcTpymeHTanpHOE H3MeEpeHHe. DKCHEPTHbIE OLEHKH. MeTobl
CTaTUCTUYECKOTO PETYJIUPOBAHUSA IPOM3BOACTBEHHBIX IIPOLECCOB: KOHTPOJIBHAs Kapra,
IIPUYMHHO-CIEACTBEHHAs AuarpaMma, nquarpamma Ilapero, rucrorpamma. Ilpouecc ynpasneHus
IIPOU3BOJCTBEHHBIM IIPOLIECCOM
4. Ka4yecTBO M KOHKYPEHTOCHOCOOHOCTH YCayru. KOHKYpeHTOCIIOCOOHOCTH: (HaKTOpHI,
MeToabl omnpenesneHus. KoHuenmusi co3gaHus KOHKYPEHTOCHOCOOHOW YCIyrM Ha OCHOBE ee
kayectBa. CocTaBisifolMe TYpOPOAYKTa C MO3ULMU noTpedutens. @OyHKIMOHAJIbHBIC
HoKaszaTreiau M norpeOuTenbckue cBoiicTBa. Mapka npoaykra. Mmumx npoaykra. I'apantum
IIPOJIYKTA.
5. OmneHka yJI0BJIeTBOPEHHOCTH moTpeduTeseil kavecTBOM yciayr. OpueHTanus Ha
norpedburens. Ilogxoapl W MeTOAbl M3y4YEHHUS, aHaJIW3a, OLEHKU YJIOBIETBOPEHHOCTH
notrpeduTeneil  Oka3aHHBIMH  TYpPUCTCKUMHM  yciyramu. OLeHKa  yJOBJIETBOPEHHOCTH
3aMHTEPECOBAHHBIX CTOPOH JIEATEIBHOCTBIO TYPUCTCKOM OpraHU3alyy.
6. Texnosorun (opMHpPOBaHHS KayecTBA YCJAYTH B COOTBETCTBHM € MOTPeOHMTEIbCKUMH
oxuaanuamMu. Crparerus co3gaHusi HOBOro mHpoaykrta. [IpenMeTHbl M (QyHKIMOHAIbHBII
noaxonbl. [Toctpoenue GpyHKIMOHANBHOM MO TYpUCTCKOM yciayru. OneHka 3 QpeKTUBHOCTH
peanu3anuu noTpeOUTENbCKUX CBOMCTB TYPUCTCKOTO MPOAYKTA.
7. OpraHusanusi ynpapJeHMs Ka4eCTBOM Ha MNPEINPHUATHAX TYPHUCTCKON HWHAYCTPHH.
Coznanue ciyx0 ympaBieHHsS KadecTBOM Ha MPEANpPUATUSX TYPUCTCKOM HWHAYCTPHUHU.
Ceprudukanus cucteMbl MEHEPKMEHTa KadecTBa nmpeanpusaTis. OCHOBHbIE ATarnbl pa3paboTKu
MOJINTUKHU YIIPABJIEHUS KAU€CTBOM B TYPUCTCKONH MHAYCTPUH.

5. 06p330BaTeJIbeIe TEXHOJOIriH, B TOM YUCJI€¢ TECXHOJOIMM IJECKTPOHHOI'O Oﬁy‘leHI/IH H
AUCTAHIHUOHHbBIC 06pa303aTeanble TEXHOJOI'MU, HCHOJIbL3YyEMbIC IIPH OCYHIECTBJICHUH
05pa3OBaTeJIBHOFO nmpounecca mo JTMCUMIlJIMHEe

B nporiecce 00ydeHus: UCTIONB3YIOTCS CieyIolue 00pa3oBaTeIbHbIe TEXHOIOTHH:

BBoaHas Jeknusi — 1aeT TEpBOE LIEJIOCTHOE TNPEIACTaBI€HHE O JUCHUIUIMHE U
OPUEHTHUPYET CTYAECHTA B CUCTEME M3YyYEHHUS NaHHOW JUCHMIUIMHBL. CTYAEHTHI 3HAKOMSTCS C
Ha3HAa4YeHHEeM U 3aJayaMU Kypca, €ro poJibl0 U MECTOM B CHUCTEME Y4YeOHBIX JUCLMIUIUH U B
CUCTEME TOATOTOBKM B 1enoM. Ha 53TOM JeKIuM BBICKA3bIBAIOTCS METOIUYECKHE U
OpraHU3al[MOHHbIE OCOOCHHOCTH paboThl B paMKax NJaHHOW JIWCUUIUIMHBI, a TaKXe JaeTcs
aHaJIu3 PEKOMEHIyeMOol y4eOHO-METOJMUECKOM JIUTEePaATypPHI.

AkajeMuyecKas JeKIus ¢ 3J1eMeHTaMH JieKuMu-0eceabl — MOCIIe10BaTEIbHOE
U3JI0’KEHUE MaTepuasa, OCyIIECTBIIEMOE IIPEUMYILECTBEHHO B BIJ/I€ MOHOJIOTA IPENO1aBaTEs.
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OneMeHThl JIeKUMu-Oecenbl 00eCneunBalOT KOHTAKT TpenojaBareist ¢ ayIuTopuei, d4To
NO3BOJISIET TNPUBJIEKATh BHUMAHUE CTYIEHTOB K HauOoyiee BaXXHBIM TeMaM AMCLUIUINHBL,
AaKTUBHO BOBJIEKaTh HUX B Y4YEOHBI IpOLECC, KOHTPOJIMPOBATh TEMII HU3JIOKEHUS Y4eOHOTro
MaTrepuaa B 3aBUCUMOCTH OT YPOBHS €r0 BOCIIPUATHUSA.

HpaKanecxoe 3aHATHE — 3aHATHUC, MOCBAIICHHOC OCBOCHHUIO KOHKPETHBIX YMCHI/II;'I nu
HABBIKOB IT10 3aKPCIUICHUIO IMOJIYYCHHBIX Ha JICKIIUA 3HAHUM.

KoncynbTanum — BuI Y4eOHBIX 3aHITHHA, SBISIONIANCS OJHOW W3 (HOPM KOHTPOJIS
CaMOCTOSITeNIbHOM  paboThl  CTyAeHTOB. Ha KoOHCynmpTaluMsx 1O Mpocb0e CTYAEHTOB
paccMaTpuBarOTCs HanOoJiee CIIOXKHBIE MOMEHTBHI IIPM OCBOEGHUM Marepuajna AUCLMILIUHBI,
IIpenoiaBarelib OTBEYAaeT HAa BOIPOCHI CTYJIEHTOB, KOTOpPbIE BO3HMKAIOT Y HUX B Ipolecce
CaMOCTOSITENIbHOW PaOOTHI.

B nporiecce 00ydeHUs HCIOIB3YIOTCS CIICAYOIINE TEXHOIOTHH JIEKTPOHHOTO 00y4eHHS
¥ JMCTaHIIMOHHBIE 00pa30BaTe/IbHbIE TEXHOIOTHH:
DeKTPOHHBII yUeOHbIH Kypc «YIpaBJieHHe KAa4eCTBOM TYPHCTCKHUX ycayr» B LMS
DaexkTpoHHblii yausepcurer Moodle SIpI'Y, B koTropom:
- TOPEICTABICHBI 3aJaHUsl JUIS CAMOCTOSTEIBHONM pPabOThl OOYYAIOIIUXCS IO TeMam
JIMCIMTUTAHBL;
- OCYLIECTBIIICTCA  IPOBEIECHHE  OTIEIbHBIX MEpPONPUATUM  TEKYLIEro  KOHTPOJIS
YCIIEBAEMOCTH CTY/IEHTOB;
- IMpEACTABJICHBI IIpaBUJIa IMTPOXOKACHUA HpOMe)KYTOqHOﬁ aTTeCTalluy 110 JUCITUITIINHE,
- TPEICTABIEH CIUCOK y4eOHOW JIMTEpaTypbl, PEKOMEHAYEMON Il  OCBOCHHS
U CITATIIINHEL,
- mpencraBieHa WHpoOpManus o (opMe M BpPEMEHH IPOBEICHUS KOHCYJIbTAlUi IO
JAUCHUIINIMHE B PCIKHUME OHJIafIH;
- mocpeacTBOM  (opyMa  OCYIIECTBISIETCS CHHXPOHHOe ¥ (WJIM)  aCHHXPOHHOE
B3aMMOJICHCTBHE MEXIy OOydarollMMHUCA W TMpenojaBaTelieM B paMKax HW3y4eHUs
JIMCITUTLTHHBI.

6. Mlepeuenn JHMIEH3HOHHOTO0 M (WJIH) CBOGOJHO PACHPOCTPAHSIEMOr0 MPOrPAMMHOIO
o0ecrneyeHusi, HMCHOJb3yeMOro MNPH OCYLIECTBJICHUM O0pPa30BATEJIbHOI0 IMpoLecca o
AUCIHHUIJIMHE

B mpouecce ocymecTtBieHuss 00pa3oBaTENBHOrO  Mpolecca MO — JUCIUIUINHE
UCIOJIb3YIOTCS:

Uit (popMHpOBaHUS MATEPHANIOB JJIsi TEKYIIErO0 KOHTPOJS YCIEBAEMOCTH U MPOBEACHUS
IPOMEXKYTOUHOM aTTecTaluu, g GOpMUPOBAHUS METOAMYECKUX MATEPHAIIOB IO JUCIMILIUHE!

- nporpammbl Microsoft Office;

- Adobe Acrobat Reader.

7. IlepeyeHb COBpPeMEeHHBIX MNPO(ECCHOHAIBHBIX 0a3 [JaHHBIX W HWHGPOPMALMOHHBIX
CIIPABOYHBIX CHCTEM, HCI0JIb3YyeMbIX NMPHU OCYLIeCTBJIeHUN 00pa30BaTeIbHOIO Mpolecca 1no
AUCHHILINHE (MPU He00X0AMMOCTH)
B mpouecce ocymectBieHuss o0Opa3oBaTeNpHOrO  Ipolecca MO0 JUCHUIUIMHE

UCIIOJIB3YIOTCS:

- aBTOMaTH3upoBaHHas 6uOIMoTeyHo-uHpopMarmonnas cucrema «bYKU-NEXT»
http://www.lib.uniyar.ac.ru/opac/bk_cat_find.php

- cipaBo4HO-TIpaBoBas cuctema «Koncymprantlnroc» (morosop ¢ Apl'Y).



http://www.lib.uniyar.ac.ru/opac/bk_cat_find.php

8. IlepeyeHb OCHOBHOI ¥  [ONOJHHUTEJbHOH Yy4yeOHOW JMTepaTypbl, pecypcoB
HHPOPMALNMOHHO-TEJIEKOMMYHUKAUNOHHOH ceTn «UHTepHeT» (IPpHM HE00XOAUMOCTH),
PeKOMEeHyeMbIX JJIsl 0CBOEHUS TUCUMILINHBI

a) OCHOBHAS JIUTEepaTypa

1. lanunos, A.FO. Metoabl Hay4YHBIX HCCICIOBAHUN B KYypCOBBIX M JUIUIOMHBIX padoTax Ha
HarpaBieHun «Typusmy»: yaeOHo-MeTonuueckoe mocodue / A.JO. [Janunos, O./]. JlamkoBckas,
N.I". MenbuukoBa; SIpoci. roc. ya-T uM. I1. I'. lemunosa. — Spocnasns: Apl'Y, 2021. — 52 c.

2. Kabymkun, H.M. MeHeKMEHT TOCTHHHUI[ ¥ PECTOpPaHOB: ydeb.mocobue mis By3os / H.H.
Kabymkun — M.: KHOPYC, 2013. — 413 c. 20 3k3.

3. MenbuukoBa, N.I'. Yrpasienue KaueCTBOM B TYPHCTCKOM MHAYCTpuH: ydeb.mocobue / M.T'.
MenbHukoBa — Spocia.roc.yn-1, Spocnasis, SApl'Y, 2016. — 75 c. 20 3k3.

0) 10MOJIHUTE/IbHAS JIUTepaTypa

1. baymrapren, JI. B. VYmpapienue kadecTBOM B Typu3Me: y4eOHHMK s By3oB / JI. B.
baymrapren. — M.: Akanemus, 2010. - 302 c. 5 7k3.

2. KoOsix, M.B. VYmnpasnenue kadectBoMm roctuHuuHoro mnpeanpustus / M.B. Ko6sk, C.C.
CkoOkuH. 2-¢ m3a.umchp.um gom. M.: FOpaiit, 2021. — 518 c. ISBN 978-5-534-12759-1.
https://urait.ru/viewer/upravlenie-kachestvom-gostinichnogo-predpriyatiya-472709#page/1
(37IEKTPOHHBIN pecypc).

3. Caak, A.D. MeHeIKMEHT B HUHAYCTPUU TOCTECIPUUMCTBA: (TOCTHHMIIBI W PECTOPAHBI):
y4e0.mocooue s By3oB / A.3D. Caak, M.B. Skumenko. — CII0.: [Tutep, 2008. — 428 c. 39 k3.

9. MaTepuanbHo-TeXHHYecKas 0a3a, Heo0XoAMMas VISl OCYLIeCTBJIEHUsI 00Pa30BaTeIbLHOI0
npouecca no JUCHHUIINHE

MarepuanbHO-TeXHHUECKas 0a3a, HeoOXoAUMas JUIsl OCYIIECTBIEHUSI 00pa30BaTEIbHOIO
Ipolecca 1o AUCUUIUIMHE BKJIIOYAeT B CBOM COCTaB ClieLUaIbHbIE TOMELICHMUS:

- yueOHble ayTUTOPHUHU ISl IPOBEICHUS 3aHATUH JIEKLIMOHHOTO THUIIA;

- yueOHbIE ayIUTOPUH AJIs1 IPOBEACHUS MPAKTUYECKUX 3aHITUN (CEMHHAPOB);

- yueOHble ayTUTOPHUHU ISl IPOBEJICHHS TPYNIOBBIX U MHAWBUYAIbHBIX KOHCYJIbTAIIUMN;

- yueOHBIE ayAUTOpPUU [UIsI TPOBEACHUS TEKYIIEro KOHTPOJS U IMPOMEKYTOUHOMN
aTTecTaluu;

- IOMEIIEHHUS Il CaMOCTOSTEIbHON paboThI;

- IOMEUICHUsT s XpaHeHHs U TNpOo(UIAKTUYECKOrO OOCITYKUBaHHUS TEXHUYECKUX
CpenCTB OOyUEHHS.

CrnenanbHble MOMEIIEHHUS] YKOMIUIEKTOBAaHbl CPEACTBAMU OOYYEHHs, CIYKAIUMH JUIs
npeJcTaBieHus yueOHoM nHpopManuu 60IbII0N ayAUTOPHH.

IToMerieHust A CaMOCTOSITENTbHOM pabOThl 00YYAIOIIUXCs OCHAIIEHBl KOMIBIOTEPHOM
TEXHUKOW C BO3MOXKHOCTBbIO MOJKIIOUeHUs K ceTh «MHTepHeT» u obecrieyeHHeM J0CTyma K
AIIEKTPOHHOM HH(pOopMaIoHHO-00pa3oBaTensHOU cpese SAplY.

ABTOp:
/
/] -
HomenT xadenpsl pernoOHOBEACHUS U W
TypU3Ma, KaHJ. UCT. HAYK ‘ N.I".MenbHuKOBa
00JIJICHOCTb, Y4eHas CMenetb noonucs H.0. Damunua



IMpuaoxenne Nel k padodeil nporpamMMe I CIUAIINHbBI
«YrnpaBjeHne Ka4eCTBOM TYPUCTCKHUX YCJIYT M 00CTY:KMBAHH)

DoH/I OLIEHOYHBIX CPEACTB
JJIS1 MPOBe/IeHUsI TEKYIIero KOHTPOJIsl YCIIeBAeMOCTH
U IPOMEKYTOYHOM aTTEeCTAIUM CTY/IeHTOB
o JUCHHUILJINHE

1. TunoBble KOHTPOJIbHBIC 3aIaHUA U UHBIC MaTEepHUaJibl,
HCMOJb3yEMbIC B MPOIECCE TEKYLIEI0 KOHTPOJIA YCIIEBACMOCTH

3aganus 1Js1 CaMOCTOATEIbHON PadoThI
(OaHnmble 3a0aHUsl BbINOJHAIOMCS CIYOEHMOM CAMOCTOAMENbHO
u npenodasamesnem 6 003amenrbHOM NOPSOKe He NPOBEPSIIONCsL)

3aganue mo teme Ne 3.

OuLeHUTh KaTEropuu KayecTBa TYPUCTCKUX YCIyr (IIpeacTaBlieHHbIE B KOHIE M.2.3 TeMbl 2
yuebHoro nocodbuss MenbHukoBoit N.I'. «YmpaBieHne KadyecTBOM B TYPUCTCKOM HHIYCTPUU),
ucnonb3ys 10-0a/ibHYyI0 MIKany OLEHKU. B34Th OLIGHKHM y OJHOTPYIIHUKOB W pPacCYUTATh
CpeHIO0 OLEeHKY. Hanncarb BbIBOJ, CpaBHUB MHANBUIYAJIBHYIO U CPEJHIO0 OLIEHKU KaTeropui
KauecTBa TYPUCTCKUX YCIYT.

3ananue no teme Ne 4.

[TocTpouth MOJENIH KauecTBa CaMOCTOSITENILHO BBIOPAHHOTO TYPHIPOAYKTa (YCIYTH), pacrucaB
MoKa3zaTeNin KayecTBa 1mo obpasiy puc.l m.2.4 temsr 2 yaeOHoro nocoouss MenbaukoBoit N.I'.
«YTpaBieHne KaueCTBOM B TYPUCTCKON HHIYCTPUN».

3ananue no teme Ne 6.

3ananue npeacrasieHo B DYK «YmpasneHue kauecTBOM TypucTckux yciayr» B LMS Moodle.
OneHUTh KayecTBO CaMOCTOATENbHO BbIOpaHHOM Typycinyru mo meroxy SERVQUAL mo
obpasmy mpumepa 1 m.3.7 tembl 3 yuyeOHoro mocobuss MenbHukoBoit WN.I'. «YmpaBnenue
Ka4eCTBOM B TYPUCTCKOM HHIYCTPUI.

Tect mocJjie Tembl Nel
(tect mpoBoauTcsi B YK «Ynpasiienne kauecTBOM TypucTckux ycayr» B LMS Moodle)
(nposepka cpopmuposannocmu OIIK-3, unouxamop NJ1-OITK-3.2
(6 wacmu 3nanuti obracmert HoOPpMUPOBAHUsL NOKA3AMENEU KAYecmed YCyeu)
Tect conepkuT TeopeTudeckre Bonpockl. B Tecte 10 Bompocos.
Kimou k tecty: 1 B, 2A, 3B, 4b, 5b, 6B, 7A, 8b, 9A, 10A, b, 11A, 12B.
Ha npoxoxnaenue tecra naercs 20 MuH.
HToru mpoxoxaeHus TECTa OIEHUBAIOTCS TI0 CIEIYIOIIUM MTPaBUIIaM:
- KoJin4uecTBO HaObpaHHBIX 0a/oB OT 81 10 100 COOTBETCTBYET OIEHKE «OTIIMYHOY;
- KOTM4eCTBO HaOpaHHBIX 0amioB oT 61 10 80 COOTBETCTBYET OILIEHKE «XOPOIIO»;
- KOJIMYeCTBO HaOpaHHBIX O0ayIoB OoT 50 10 60 COOTBETCTBYET OLICHKE
«YIAOBIETBOPUTEIBLHOY;



- KOJIM4YecTBO 0aioB MeHbIIe 50 COOTBETCTBYET OLIEHKE «HEYIOBIETBOPUTEIHLHOY.

Bonpocs! Tecra:
1) KagectBo - 370:
A. DKOHOMHYECKasl KaTeropusi, oTpakaromas 3pQGEeKTUBHOCTh IEATETLHOCTH TYPUCTCKOTO

HOPEAIPUATHSL.
b. ®unocodckas kareropusi, orpaxaronias 3pQGEKTUBHOCTh IEATEIBHOCTH TYPHCTCKOTO
HOPEAIPUATHSL.
B. KommnekcHas kareropusi, oTpaxaromas 3(pQGEKTUBHOCTh IEATEILHOCTH TYPHCTCKOTO
HOPEIPUATHSL.

2) Yem ormpezensieTcsi KaueCTBO NpOoayKTa (ycayru)?

A. Mepoii, B KOTOpO#l IpOAYKT (yciyra) COOTBETCTBYET JIy4IIMM OOpasliaM, CTaHAapTaM,
COpTaM.

b. CroiicTBamu mipoykTa (yCIyru)

B. Oxunanusamu notpedureneil npoaykra (yciyru).

3) KagectBo ycnmyru npeanoaraer:

A. KadecTBO Ipou3BOJCTBA U KAUE€CTBO 0OCIYKUBAHHUSL.

b. KauecTBOo 00CIIy’)KMBaHUS M KaYECTBO MPOIYKTA.

B. KauecTBo ncrosHeHus ¥ Ka4eCTBO OOCITYKUBaHUS.

4) Ka4ecTBO UCIIOJIHEHHUS YCIYT — 3TO:

A. VYpoBeHb COOTBETCTBUSI NPOU3BOACTBEHHBIX XapaKTEPUCTHK YCIYI'M KOHKPETHOM
OOIIeCTBEHHON  MOTPeOHOCTH,  OTBEYAIOLICH  YCIOBUSIM  HOPMAaTHBHO-TEXHHYECKOMN
JOKYMEHTAIUU U MPEAJI0KEHUIM KOHKPETHOIO IOTPEOUTENS YCIIYTH.

b. VYpoBeHb COOTBETCTBUS HOTPEOMTEIBCKMX OCOOEHHOCTEM yCIyrM KOHKPETHOM
OOLIECTBEHHON  MOTPEOHOCTH,  OTBEYAIOLIEH  YCIOBHSIM  HOPMATHBHO-TEXHHYECKOU
JOKYMEHTAILUH U IPEJI0KEHUSIM KOHKPETHOTO ITOTPeOUTENs YCIyT .

B. VYpoBeHb coOTBETCTBUA MOTPEOUTENBCKUX OCOOEHHOCTEM YCIYyIM KOHKpPETHOM
OOIIeCTBEHHON MOTPEOHOCTH, OTBEvarollel YCIOBUSAM MPOU3BOJACTBA U  OXHJIAHHUIM
KOHKPETHOI'O OTPEOUTENS YCIYTH.

5) KauecTBO 00CTY)KUBAHUS HACEICHUS — ITO

A. Crenenb, B KOTOpPOW MOTPEOUTENbCKUE CBOMCTBA OOCIYKHBAaHHUS OOILECTBEHHOU
HOTPEOHOCTH, XapaKTEPU3YIOTCS PSJIOM YCIOBUH, METO/MOB U CPEICTB, 00eCIeUMBAIOLINE
KOHKPETHOMY MOTPEOUTENI0 BOZMOKHOCTh MOJYYEHUS YCIYTH ¢ MUHUMAaJIbHBIMU 3aTpaTaMu
U BPEMEHEM U BBICOKOH KYyJIbTYPOil 00CTyKUBaHHUS.

b. Crenenp, B KOTOpOH NOTpEeOUTENbCKHUE CBOICTBA OOCIYXHBaHHUS OOIIECTBEHHOMN
HOTPEOHOCTH, XapaKTEPU3YIOTCS PSJIOM YCIOBUH, METO/M0OB U CPEICTB, 00ECIEeUMBAIOLINE
KOHKPETHOMY MOTPEOUTENI0 BOZMOKHOCTh MOJYYEHUS YCIYTH ¢ MUHUMAaJIbHBIMU 3aTpaTaMu
U BpEeMEHEM U BBICOKOM KyJabTYpol OOCIYy)XMBAaHUS IpPH ONTHUMAJIbHBIX COIMAIBHO-
HKOHOMUYECKUX pe3yJIbTaTaX 00CIyKUBaHUS.

B. Crenenb, B KOTOpOil MOTpeOUTENbCKHE CBOWCTBA OOCTYXHBaHUS OOIIECTBEHHOMN
NOTPEOHOCTH, XapaKTEPU3YIOTCA PAIOM YCIOBUH, METOJOB U CPEACTB, O0OECIEeUNBAIOIINE
KOHKPETHOMY MOTPEOUTENI0 BO3MOKHOCTD MOIYUEHHS YCIYTH ¢ MUHUMAJIBbHBIMU 3aTpaTaMH
¥ BpEMEHEM IIPHU ONTUMAJIbHBIX COLIMAIbHO-9KOHOMUYECKUX PE3yJIbTaTaX 00CTy>KUBaHUS.

6. KauecTBO 3KCKYpCHOHHBIX YCIYT — 3TO:

A. CreneHb yJI0BIETBOPEHUSI MOTPEOHOCTEN KOHKPETHBIX SKCKYPCAHTOB.

b. YpoBeHb coOTBETCTBUSA MOTPEOUTENBCKUX CBOMCTB SKCKYPCHOHHBIX YCIIYT CTaHAapTam
KayecTBa.

B. CoBOKynmHOCTb CBOMCTB M XapaKTEPUCTHK 3KCKYPCHOHHBIX YCIYT, OIpPEAEIAIOIINX
CIIOCOOHOCTH YJIOBIIETBOPSATH MOTPEOHOCTH SKCKYPCAHTOB.

7. KauecTBO TypHCTCKOT0 00CITYKMBaHUSA — ITO:



A. COBOKYITHOCTh CBOMCTB TYPUCTCKHX YCIYT, TPOIECCOB M YCJIOBHI OOCITY>KMBAHHS TIO
YIOBJIETBOPEHUIO OOYCIIOBIICHHBIX W (WMJIM) TIPEATIONaraéMbIX MOTPEOHOCTEH TYPHUCTOB BO
BpPEMSI X OT]IbIXA, ITYTEIISCTBUN U IPYTrUX COCTABIISIONINX TYPUCTCKOTO OTPEOICHUS.

b. CoBOKYITHOCTH CBOMCTB TYpPUCTCKUX YCIYT, MPOLIECCOB U YCIOBUN OOCITYKMBaHUA IO
VIIOBJICTBOPEHUIO OOYCIIOBICHHBIX MOTPEOHOCTEH TYPHCTOB BO BPEMsI MX MYyTEIICCTBHHA W
JIPYTUX COCTaBJISIONINX TYPUCTCKOTO MOTPEOICHNUS.

B. CoBOKyNHOCTb CBOMCTB TYpPUCTCKMX YyCIYI U YCJIOBUH OOCIYXHUBAaHHS IO
YIIOBJIETBOPEHUIO OOYCIIOBICHHBIX U (WJIM) IpeNroyiaraeMblX MOTPEOHOCTEH TYpPHCTOB BO
BpPEMS X TYPUCTCKOTO MOTPEOICHHUS.

8. «Iletnst kauecTBa» MpoayKTa (YCIyr) IpeacTaBisier coOoil:

A. CxematnuHOE M300paKEHUE BUIOB ACATCILHOCTH, OKA3BIBAIONINX BIUSHUEC HA KAUYECTBO
npoayKTa (yCIyru) Ha pa3iuyHbIX 3Tanax ero >KU3HEHHOTO IIUKJIa, HaYluHas OT ONpeesieHus
NOTPeOHOCTEN U 3aKaHYMBAs OLICHKOM CTENIEHU UX YIOBIECTBOPEHHUSI.

b. KoHnuenrtyanbHyi0 MoOJ€ib B3aMMOCBS3aHHBIX BHUIOB JIE€ATEIbHOCTH, OKa3bIBAIOIIUX
BIIMSIHME Ha KA4yeCTBO MPOAYKTa (YyCIyrW) Ha pa3iIMYHBIX dTarax ero >KU3HEHHOTO IUKJIA,
HAuUMHAasg OT OMNpeAeNieHUs NOTPEOHOCTe M 3aKaH4YMBas OLIGHKOW CTEHNeHH HX
YIOBJIETBOPEHUSI.

B. KonnentyaiabHy0 MOJENb B3aUMOCBSI3aHHBIX BHJOB JEATEIHLHOCTH, OKAa3bIBAIOIIMX
BIIMSIHME HA Ka4eCTBO MPOAYKTa (YCIyrd) Ha OTIAEIBHBIX dTamax ero >KM3HEHHOTO ILUKIIA, U
€ro CXeMaTU4HOe U300pakeHue.

9. B TypHCTCKOH WHIYCTPUU BBIACISIOT TPH BAXHCHUININX HAIMPABJICHUS BO3ACHCTBHS Ha
JTaIbl «CIUPAIA Ka4yecTBay MPOayKTa (YCIyru):

A. ObecrieueHne KauecTBa, yIpaBIeHUE KaUeCTBOM U yJIyUlIEeHHE KaueCTBa.

b. YnpaBnenue kauecTBOM, yiIydllleHHE KadyecTBa U KOHTPOJIb KauecTBa.

B. OGecneuenue kauecTBa, ynpaBieHUE KaYECTBOM UM KOHTPOJIb KauecTBa.

10. Ha3oBHuTE OCHOBHBIE KPUTEPUH CUCTEMBI KAU€CTBA Ha TYPUCTCKOM MPEIIPUITUH:

A. CucreMa KayecTBa JIOJDKHA 00€CIIeYBaTh BHICOKHI YPOBEHBb KaUueCTBA, €T0 COOTBETCTBHE
CTaHJapTaM U MOTPEOHOCTSIM MOTpeOUTENs.

b. Cucrema kadectBa JOMKHA OBITh HMHCTPYMEHTOM IS CO3/JAaHHS CHEIUATbHBIX
TEXHOJIOTHH M0 palliOHATFHOMY YIIPABICHUIO TYPUCTCKUM MPEATNPUITHEM.

B. Cucrema kauecTBa J0JDKHA OOECNEYMBATH  YJOBJIETBOPEHHOCTh  KOHKPETHBIX
norpeduTenei.

11. CocraBHbIE 2JIEMEHTHI «IIUKJIa JIeMUHTa» Ha TYPUCTCKOM MPEITPUSITHH:

A. IlnanupoBaHue, OCyIIECTBIEHIE, KOHTPOJIb, UCIIPABJICHHUE.

b. IlmanupoBanue, onpeaeaeHrue, KOHTPOJIb, UCIIPABICHUE

B. [InanupoBanue, ocyliecTBlIeHUE, YUET, UCIIPABICHUE.

12. Beeobree ynpasnenue kauectBoMm (Total Quality Management - TQM) — sto:

A. OOmieopraHu3allMOHHBIA  METOJA  TMEePUOJUYECKOTO TIOBBIIICHHS KadecTBa BCEX
OpraHU3aIMOHHBIX MPOIECCOB TYPUCTCKOTO MPEITIPUSITHS.

b. OOmieoprann3aliMOHHBIA METOJl HEMPEPHLIBHOTO TMOBBIMICHUS KAauyecTBa OTIENBbHBIX
OpTaHU3AIMOHHBIX TIPOIECCOB TYPUCTCKOTO MPEIIPHUSATHS.

B. OOmeopranu3alliOHHBIA ~ METOJ] HEMPEPHIBHOTO  TIOBBIIICHHUS  KauecTBa  BCEX
OpTaHU3AIMOHHBIX TPOIECCOB TYPUCTCKOTO MPEPHUSATHS.

Tect mocye Tembl Ne2
(tect mpoBoautcs B YK «YnpasiieHue kauecTBOM TypucTckux yeayr» B LMS Moodle)
(nposepka cpopmuposannocmu OIIK-3, unouxamop NJ1-OITK-3.3
(6 wacmu 3HaHULl 6A306bIX CUCHIEM MEHEOHCMEHMA KAYeCmad, OCHOBAHHBIX HA NPUHYUNAX
sceobuezo kawecmesa (TQM))
Tect comepxut TeopeTudeckre Bompockl. B Tecte 10 Bompocos.
Kirou k Tecty: 1A, 2B, 3A, 4B, 5B, 6B, 7A, 8B, 95, 10B.
Ha npoxosxnenue Tecra naercst 20 MuH.



Wrtoru npoxoxkaeHust TecTa OLIEHUBAIOTCS 1O CIEAYIOUIUM MMPABUIIAM:

- KoJin4uecTBO HaOpaHHBIX 0a/oB OT 81 10 100 COOTBETCTBYET OIIEHKE «OTIIMYHOY;

- KOJIMYEeCTBO HaOpaHHBIX 0aysIoB 0T 61 110 80 COOTBETCTBYET OIICHKE «XOPOILIO»;

- KOJIMYeCTBO HaOpaHHBIX O0ayI0B OT 50 10 60 COOTBETCTBYET OLICHKE
«YZIOBJIETBOPUTEIHHO;

- Kon4ecTBO 0amioB MeHble 50 COOTBETCTBYET OLIEHKE «HEYIOBIETBOPUTEIHHOY.

Bomnpocs! Tecra:

1. Ha yem ocHOBaHa KOHIICIIIIMs BCeOOIIero ynpasiaeHus kadectsom (TQM)?

A. Ha noHMMaHuu TOro, YTO YyMpaBlieHHE BCEeMHU cdepaMu NESTEIbHOCTH TYPIPEANPUATUS
HEO0OXOMMO OPTaHU30BBIBATh UCXO/IS U3 UHTEPECOB KaueCTBA.

b. Ha noHnManuu TOro, 4T0 yrpaBieHUEe OTIEIbHBIMU chepaMu JeSITeIbHOCTH TYPIPEINPUITUS
HEO0OXOIMMO OPTaHU30BBIBATh UCXO/I U3 UHTEPECOB KaueCTBa.

B. Ha nmonumanuu TOro, 4ro ympaBieHHE BceMU chepamu AESITeIbHOCTU TYPIpPENpUSATHS
HEO0OXOMMO OPraHU30BBIBATH UCXO/Is1 U3 UHTEPECOB OTPEOUTEIS.

2. I'maBHast OpuEHTAIUS KOHIEIIMK BCEOOIEro yupasieHus kadectBoM (TQM):

A. TlocrosiHHOE yIy4YIlIEHHE KauyeCTBa, MAKCUMU3AIMIO MPOU3BOJICTBEHHBIX 3aTpaT U MOCTaBKa
TOYHO B CPOK.

b. [TocrosinHOE ynydilieHne KauecTBa, MUHUMHU3AINIO TPOU3BOJICTBEHHBIX 3aTPAT U IMOCTaBKa IO
JIOTOBOPY.

B. IlocrosinHoe ynydllieHHE KauyecTBa, MUHUMM3AIMIO MTPOU3BOJCTBEHHBIX 3aTpaT U MOCTaBKa
TOYHO B CPOK.

3. Kakue popmbl 00yueHus nepcoHaia mpuMeHsroTcst B TQM?

A. AKTUBHBIE - JI€TIOBBIC UTPHI, CIICIIUAIBHBIE TECThI, KOMIIBIOTEPHBIE METOBI U JIP.

b. TpaguuunoHHsbI€ - TEKUWUH, CEMUHAPBI.

B. Jlekuuu, npakTuyecKue 3aHATHS.

4. MeHePKMEHT KauecTBa B TYPU3ME — ITO:

A. TlnanupoBaHHe W KOHTPOJIb KauecTBa OOCIYXHBaHHS MOTpeOUTENeld B COOTBETCTBHH CO
CTaHJapTaMH Ka4eCTBA TYPUCTCKOTO MPEITPHUSITHS.

b. JlesTenpbHOCTH B pamMkax oOmieil GyHKIIMK yIpaBleHUsI TYPUCTCKUM MPEINPHUITHEM, KOTOpast
ompeessieT MOJIMTUKY B 00JaCTH KauecTBa, 1eJH U 00SI3aHHOCTH B PaMKax CUCTEMBI Ka4eCTBa, a
TaK)K€ OCYILIECTBIIAET WX IOCPEACTBOM IIJITAHUPOBAHUS KayeCTBA, YIPABIEHUS KaueCTBOM,
obecrieueHus KauecTBa M yJIydllleH!s KauecTBa.

B. Oobecrnieuenrie U KOHTpONb KadecTBa OOCTYXKUBaHUS TOTpeOUTenell B COOTBETCTBHUU CO
CTaHJapTaMH Ka4eCTBA TYPUCTCKOTO MPEITPHUSITHS.

5. [InanupoBaHue kauecTBa ycayr B TYpU3MeE CBSI3aHO C:

A. KouTponmeM cucTeMbl OOecCleYeHuss KayecTBa KaK OpPraHU3aIl[MOHHOW CTPYKTYPBHI,
BKIIIOUAIOIEH (DYHKIIUU, JOKYMEHTAIINIO, TPOIECCHl U PeCcypchl, HEOOXOAUMBIE IS CO3/IaHus,
MoJ/IepKaHusl HEOOXOUMOTO YPOBHS KAYECTBA U €T0 YIYUIEHUS Ha BCEX CTAJAMIX KM3HEHHOTO
[IUKJIA IPOIYKTA.

b. Co3manmem cuctemMbl oOOecTeUeHHs] KadecTBa KaK OPTaHW3alMOHHON CTPYKTYpHI,
BKITIOUAIONIEH (DYHKIIUU, JOKYMEHTAIINIO, IPOIECCHl U PeCcypCchl, HEOOXOAUMBIE IS CO3/IaHus,
Mo//IepKaHusI HEOOXOMMOTO YPOBHS Ka4eCTBA U €T0 YJIYUIIEHUS Ha BCEX CTAAMIX )KM3HEHHOTO
[IUKJIA IPOIYKTA.

B. Ilonnepxanuem cuctembl oOecriedeHts KauecTBa, BKIItoYaroneil GyHKIUU, JOKYMEHTALUIO 1
pecypchl, HeOOXOAUMBIE I CO3/IaHus, MOJAEePKaHUS HEOOXOJUMOTrO YPOBHS KauecTBa U €ro
VIIYUIICHUS Ha BCEX CTAIUSIX )KU3HEHHOTO IUKJIa MPOIYKTa.

6. ObGecrieueHne KauecTBa B TypHU3Me — ITO:

A. OtnenpHBIE BHIIBI TYPUCTCKOW JEATEIHHOCTH B paMKaX CHUCTEMbI KadeCTBa, HEOOXOJHUMBIE
UL CO3JIaHUsl TYPUCTCKOTO TMpOJAyKTa (YCJIyru), COOTBETCTBYIOIIETO OIpPEACIICHHBIM
TpeOOBaHUSM.
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b. [Tnanupyemblie U NEPUOANIECKH OCYILECTBIIIEMbIEC BUABI TYPUCTCKON JACATEIBHOCTH B PAMKAxX
CHUCTEMBbl KauyecTBa, HEOOXOMWMBbIE IS CO3JaHHMS TYPUCTCKOTO TpOAyKTa (YyCayru),
COOTBETCTBYIOILIETO ONPEEIIEHHBIM TPEOOBAHUAM

B. Bce mnanupyemble M METOIMYECKH OCYLIECTBISIEMblE BHUJbl TYPUCTCKOH IEATEIBHOCTH B
pamMKax CHCTEMbI KauecTBa, HEOOXOAMMBIE Ul CO3/1aHUsl TYPUCTCKOTO IPOAYKTa (YCIyTH),
COOTBETCTBYIOLIETO ONPEAEICHHBIM TPEOOBAHUSAM.

7. Kakue ypoBHM pemieHusi 3afad B 0O0JIacTH oOecreueHHs] KauecTBa MPOAYyKTa (YCIIyru)
BBIJICJIAIOT HA TYPUCTCKOM MPEANPUITUN?

A. Crparerndeckuii, TaKTH4ECKUI U ONIEPAaTUBHBIM.

b. Ctparernueckuii, TEKyIUid U OTIEPATUBHBIN.

B. Crparernyeckuii, TAKTUYECKHI U BBIOOPOYHBIIA.

8. Kakue s1eMeHTbI BKIIOYAET CUCTEMA KYJIbTYPbl 00CITyKUBaHUS?

A. TIpousBoacTBeHHBII mpolecc, KBaTU(HUKAIM MepcoHana, CTaHAapThl KayecTBa MPOIYKTa
(yeayr).

b. O0yuenne nepconana, pOM3BOJICTBEHHBIN MpoIiece, KBATM(UKALUS TIEpCOHAIA.

B. Bunel, accopTUMEHT M KayecTBO YCIYyr, HH(GOPMALMOHHO-PEKIAMHOE COIPOBOXKICHUE
JeSITEIBHOCTH TYPUCTCKOTO MPENIPUATHS, TPO(ECCHOHATTLHOE MacTEPCTBO IEPCOHAIA.

9. Uto sBiseTCs KIIOYEBBIM 3JEMEHTOM KOPIOPATHMBHON KYJIbTYpPbI JIFOOOIO TYPHCTCKOTO
IpeanpusITUs?

A. CTaHmapThl KauecTBa.

b. Kynbrypa o0cnyxuBaHus.

B. KBanudukanus nepconaina.

10. MexaHu3M yIpaBieHHs pPa3BUTHEM CHCTEMBl KadeCTBa TYPHUCTCKOTO MPEIIPUSTHS
BKJIIOYAET:

A. OtnenbHble NEHCTBUS Ha OCHOBE Pa3BUTHUS OPraHMU3ALMOHHON CYOKYJIbTYpbI; MOCTEIEHHOE
YCOBEPLIEHCTBOBAHHUE MTPOU3BO/ICTBEHHBIX ITPOLIECCOB NPEANPUATHS C YUETOM IIPUBEPKEHHOCTH
PYKOBOJUTENS K TPOOJIEME KauecTna.

b. TlocnenoBartenbHble HEOOXOAMMBbIE JAEHCTBUS Ha OCHOBE pPa3BUTHS OpPraHU3ALMOHHOU
CYyOKYIbTYpBI; IOCTEIIEHHOE, MOIIarOBOE YCOBEPILIEHCTBOBAHUE MPOU3BOICTBEHHBIX MPOLIECCOB
OPENPUATHS C YIETOM MIPUBEP)KEHHOCTH PYKOBOAUTENS K MpoOJIeMe KauecTBa.

B. TlocnenoBarenbHble JEHCTBUS HAa OCHOBE pa3BUTHUS OPraHU3ALlMOHHOM CYOKYJIBTYpBI;
YCOBEPIIEHCTBOBAHNE HEKOTOPBIX IPOLECCOB NPEAUPHUATHS C YYETOM IPHUBEPKEHHOCTU
PYKOBOJUTENS K Tpo0ieMe KauecTna.

CamocrosiTesibHas padora Ne 1
(npoeepra cipopmuposannocmu OIIK-3, unouxamop HJ/[-OIIK-3.2
(6 wacmu nasvikos npumenenus Memooos OyeHKu YO08IeMEOPEeHHOCIU nompedumeneil))

3ananue npeacrasieHo B DYK «YmpasneHue kauecTBOM TypucTckux yciayr» B LMS Moodle.
OneHuTh YpOBEHb KauecTBa YCIYI'M CaMOCTOSTENBHO BBIOPAHHOTO TYPHPEANPHUITHS METOAOM
HKCIEPTHOM OLIEHKU U C PACYETOM CPEAHEB3BEIIEHHOIO IMOKa3aTels Io o0pasly mpumepa 2
n.3.7 temsl 3 ydeOHOro nocodbus MenbHukoBoi M.I'. «YmpaBnenue kayecTBOM B TYpUCTCKOM
UHAYCTPUNY.

[IpaBusia  BBICTABICHUS OIEHKHM IO pe3ylbTaraM CaMOCTOATEIbHOW paboThI:-
«YAOBIIETBOPUTENBHO» - IPOBEJIEHA HKCIEPTHAs OLIEHKA KadecTBa CAMOCTOSITEIBHO
BbIOpaHHOTO TYpHPOAYKTa (YCIyTH) MO CaMOCTOSITENIbHO BHIOPAHHOM cUCcTEME OLIEHKH;

- «XOpOLIO» - TPOBE/EHA JKCIEPTHAS OLEHKA KauecTBa CaMOCTOATEIBHO BBIOPAHHOTO
TypHpoayKTa (yCcIyru) MO CaMOCTOSITENIbHO BBIOPAHHOM cHuCTEeME OLIEHKH; paccuuTaH
CpEIHEB3BEILIEHHBIN IOKa3aTelb, pacdyeTsl OQOpMIIEHBI B BHJE TaOJMIBI M HANUCaH
HEMOJIHBIN BBIBOJI IO pe3yJibTaTaM MPOBEACHHBIX PACUETOB;
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- «OTJIMYHOY» - TIPOBEJCHA JKCIIEPTHASI OIICHKA KaueCTBAa CAMOCTOSATEIHHO BHIOPAaHHOTO
TyprnpoayKTa (yCIyrd) 1O CaMOCTOSITEIPHO BBIOPAHHOM CHCTEME OIIEHKH; PacCUMTaH
CpEIHEB3BEIICHHBIN IOKa3aTelb; pacdyeTsl OGOpMIICHBI B BHJE TaONMIBI M HAIMMCAH
TIOJTHBIN BBIBOJI IO PE3YJIbTaTaM MPOBEACHHBIX PACUETOB.

CamocrosiTesbHas padora Ne 2
(nposepxa cpopmuposannocmu OIIK-3, unouxamop U/-OI1K-3.3
(6 wacmu ymenust nposoOums oyeHKy pe3yibmamueHoCmu u dppexmusHocmu cucmem
MEHeONCMEeHMa Kauecmeaa))

3ananue npezacrasieHo B DYK «YmpasneHue kauecTBoM TypucTckux ycayr» B LMS Moodle.
OLeHUTh Ka4eCTBO TPYJIOBOH JACATEIBHOCTH COTPYJHHUKA CaMOCTOSITEILHO BBIOPAHHOTO
TYypUpPENNpPUATHS (UCIIONIb3YsS CBOM OMNBIT) MO 00pa3my mpumepa 5 m.3.7 Tembl 3 ydyeOHOro
nocobust MenpHukoBoit NU.I". «YnpaBneHue kauecTBOM B TypUCTCKOW MHAycTpumn». Paccuurars
CPEIHIOI OIICHKY KayecTBa TPYJIOBOW JEATEIBHOCTH COTpyAHHKA. [locTpouth mpoduib
KauecTBa TPYIOBOM AESATENbHOCTH COTPYJHUKA TYPIPEAPUATHUSA.

IIpaBuia BbICTaBICHUS OLIEHKH IO PE3YJIbTaTaM CaMOCTOATENbHON padoThL:

- YIOBJICTBOPHUTEIBHO» - IIPOBEACHA OLICHKA KayeCTBAa TPYAOBOW JAESITEIBHOCTH
COTPYAHUKA CAaMOCTOSTEJILHO BEIOPAHHOTO TYPIPEAPUATHS;

- «XOpOLIO» - IIPOBEIECHA OLEHKa KadecTBa TPYAOBOW JEATEIBbHOCTH COTPYIHHUKA
CaMOCTOSITENIbHO BBIOPAHHOTO TYPIPENNPUATHUS; HPOBEIEH pacdyeT CpeAHeld OLIEHKU
Ka4ecTBa TPYJOBOH JESTEIBHOCTH COTPYAHUKA; TIOCTPOCH MPOQIIb KauecTBa TPYIOBOU
JESATEIIBHOCTH COTPYIHUKA U HAMCAH HENOJHBIA BBIBOJ 10 PE3yibTaTaM IIPOBEICHHBIX
pacyeTos;

- «OTJIMYHO» IIPOBEJEHA OLEHKA KayecTBa TPYAOBOM JCATENBHOCTH COTPYIHHUKA
CaMOCTOSITENIbHO BBIOPAaHHOTO TYPIIPEANPUSATHUS; MPOBEAEH pPACUET CpPEJHEH OLIEHKH
Ka4yecTBa TPYJOBOH NEesATeIbHOCTH COTPYAHUKA; IOCTPOECH MPOQHIb KauecTBa TPYIOBOU
JIEATEIbHOCTH COTPYIHMKA M HANMCAH IOJHBIM BBIBOJ IO pe3yibTaTaM IMPOBEACHHBIX
pacyeToB.

2. Ciucok BONPOCOB M (WJIM) 3a/IaHMI /151 TPOBEJACHUs IPOMEKYTOYHOM aTTecTaluu

Ha sx3amene npoepsiercs chopmupoBanHocTs komrreteHIuil OINK-3 (maaukaropsr U/I-

OIIK-3.2 u OIIK-3.2) Ha OCHOBE MPOBEPKU TEOPETHYECKOr0 MaTepuaia. [Ipi 3ToM y4uThIBaeTCS
c(OpMHUPOBAHHOCTh HABBIKOB M YMEHHMIl Ha NPAaKTHMUECKUX 3aHATHSIX BO BpeMsi paboOThl B
ceMecTpe.

©CoNoR~WNE

CnHcoK BONPOCOB K IK3aMEHY:
[ToHsATHE U CYIITHOCTH KaYeCTBA yCIYTH.
CoBpeMeHHBIE TTOIXO/IbI K YIPABJICHHIO KAYECTBOM YCIIYT.
KoHuenuus cooTBETCTBHSI CTAHIAPTY.
KoHuenuus cooTBETCTBHS NPOIYKIUH SKCIUTyaTaAllMOHHBIM XapaKTePHCTHKAM.
Konnenius cooTBeTcTBUS SBHBIM TPEOOBaHUSIM MOTPEOUTENEH.
JlaTeHTHast KOHILIEIIMS 00ECIICYCHHUS KaueCcTBa.
Bceobiee ympasnenne kadectsom (TQM).
[TokazaTenu Ka4ecTBa TYPUCTKOW YCITyTH.
Metonabl MEHEKMEHTA B TYPUCTCKOW HHTYCTPHH.

10 OTansl «CIUpaJId Ka4eCcTBa» TYPUCTCKOM yCIyTH.
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11. «Ilerns kayecTBa» TYPUCTCKOM YCIIyTH.

12. ®dakTophl BHEAPESHHS BCEOOIIETO YIPABICHHS KA4ECTBOM B TYPUCTCKOM UHTYCTPHH.

13. Tlpouecc BHeIpEHUS BCEOOIIETO YIPABICHUS KAYeCTBOM B TYPUCTCKOW WHAYCTPHH.

14. DxcnepTHbIE METO/IbI OLIEHKU KaYyeCcTBa YCIYTH.

15. MeTononorus nocTpoeHNs: KOHTPOJIbHON KapThl.

16. MeTononorus nOCTPOCHUS MPUUNHHO-CIIEICTBEHHOM THarpaMMBbl.

17. Merononorust noctpoeHus: Auarpammel [lapero.

18. MeTononorusi HOCTPOEHUS THCTOTPaMM.

19. Mopaensb ynpaBieHus: TEXHOIOTHYECKHM MTPOIIECCOM.

20. OcobOeHHOCTH yrpaBiIeHUSI Ka4eCTBOM B TYPUCTCKOM UHYCTPUH.

21. Merononorus pa3pabOTK1 HOBOM TYPUCTCKON MPOTPAMMBI.

22. ToBapHas Mapka: Ha3HA4YEHUE JJI MOTPEOUTENS U IPOU3BOIUTEIS.

23. MUK TYpUCTCKOTO POAYKTA.

24. I'apaHTus TYPUCTCKOTO MPOAYKTA.

25. CTpyKTypa TYpUCTCKOTO IPOAYKTA C TIO3ULIUHU TOTPEOUTEIS.

26. CyurHocTh (DYHKIIMOHABHOTO MOAX0/1a K CO3JJaHHI0 TYPUCTCKOTO MPOAYKTA.

27. ®YHKIUU TYPUCTCKOTO IIPOIYKTA.

28. Ouenka 3(hPeKTUBHOCTH peaan3aluu NoTPeOUTENbCKUX CBOMCTB TYPUCTCKOTO
IPOJIYKTA.

29. Ceprudukaiys cucTeMbl KauecTBa OPTaHU3aIIIH.

30. Crparernu KOHKYpEHTHOH OOpHObI Ha OCHOBE KayeCcTBa yCIIYT.

HpaBn.Ha BBICTABJ/ICHHUA OLICHKHN HA 3K3aMCHEC.

B sx3aMeHanmoHHbIe OMIIET BKJIIOYAETCS J]Ba TEOPETUUYECKUX Borpoca. Ha moAaroToBky k
OTBETY JlaeTcs He MeHee lJaca.

[Io wroram »5K3amMeHa BBICTABISIETCS OJHA HW3 OLEHOK: «OTIUYHO», «XOpOIIO»,
«YZOBJIETBOPUTEIILHO» UIIA «HEYIOBICTBOPUTEIBLHOY.

Ounenka «OTJMYHO» BBICTABISIETCS CTYJCHTY, KOTOPBIM JEMOHCTPUPYET IIyOOKOoe U
MIOJIHOE BJIAJIEHUE COJEpKaHUEM MaTepuaia U MOHATUIHHBIM aIrapaTtoM MEHE)KMEHTa KauecTBa
TYpYyCIIyT; OCYILECTBISET MEXKIPEIMETHBIE CBA3H; YMEET CBS3bIBaTh TEOPHUIO C IMPAKTHKOM.
CryneHT naer pa3BepHYTHIE, MTOJIHbIE U YETKHE OTBETHI HA BOIPOCHI SK3aMEHAIIMOHHOTO Ouiiera
U JIOTOJIHUTENIbHBIE BOIMPOCHI, COOJIOAET JIOTHYECKYIO TMOCIIE0OBATEIbHOCTh MPU U3JI0KEHUU
MaTepuaia. [ paMOTHO HMCIONb3yeT TEPMUHOJIOTHI0 MEHEPKMEHTA KauecTBa TYPUCTCKUX YCIyT
U 00CITyXHBaHHUS.

Onenka «Xopomo» BBICTABISAETCS CTYIEHTY, OTBET KOTOPOTO Ha IK3aMEHE B IIEJIOM
COOTBETCTBYIOT YKa3aHHBIM BbIIIE€ KPUTEPHSIM, HO OTIMYAETCS MEHbIIEH OOCTOSATENBHOCTHIO,
rI1yOMHOM, 00OCHOBAHHOCTBIO U TMOJHOTOW. B 0TBeTe MMEIOT MECTO OTIENIbHbIE HETOYHOCTH
(HecyliecTBeHHbIE  OMIMOKH), KOTOpble  HCHIPAaBIAIOTCS  CaMUM  CTYJEHTOM  IOCie
JIOTIOTHUTENIBHBIX U (WJIM) YTOUHSIOIIMX BOIIPOCOB 3K3aMEHATOpa.

Onenka «Y10BJIeTBOPHUTEIbHO» BBICTABISETCS CTYAEHTY, KOTOPBIHM 1aeT HELOCTATOYHO
MOJIHBIE W TOCJIEJIOBATEIbHBIE OTBETHl HA BOMPOCHl JK3aMEHALlMOHHOTO Oujera u
JIOTIOJTHUTEIIBHBIE BOIIPOCHI, HO MPH 3TOM JIEMOHCTPUPYET YMEHHE BBIACIUTDH CYLIECTBEHHBIE U
HECYIIECTBEHHbIE TPU3HAKU U YCTAHOBUTH MPUUYUHHO-CIIEJICTBEHHBIE CBA3H. OTBETHI M3Naraercs
B TEPMHHAX MEHEIKMEHTa KadecTBa TYpPYCIyr, HO IpPH 3TOM JOMYCKAIOTCS OMIMOKH B
ONpEeNIEHU U PACKPBITUH HEKOTOPHIX OCHOBHBIX MOHITHHA, (OPMYIUPOBKE MOJOKEHUH,
KOTOpBIE CTYAEHT 3aTpyJHSETCS MCIPaBUTh CaMoCToATenbHO. llpm aprymeHranum orsera
CTYJIEHT He OOOCHOBBIBAET CBOM CYXJeHMs. Ha 4yacTh NOMOJHUTENBHBIX BOMPOCOB CTYIEHT
3aTpyJHAETCS 1aTh OTBET UJIM 1a€T HEBEPHBIE OTBETHI.

Ounenka «HeynoB/1eTBOPHUTEIBHO» BBICTABISIETCS CTYACHTY, KOTOPbII 1€MOHCTPUPYET
pa3po3HEHHbIe, OECCUCTEMHBIE 3HAHM, OECIOpAJOYHO M HEYBEPEHHO M3JIaraeT Marepuai; He
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YMEET BBIIEIATH [VIABHOE U BTOPOCTENIEHHOE, HE YMEET COEANHSITh TEOPETUUECKUE MTOJIOKEHHUS C
MPAKTUKOM, HE YCTaHABIMBAET MEXIPEIMETHBIE CBS3H; JOMYCKaeT TrpyOble OLIMOKH IpH
OINpPECIICHUN CYIIHOCTH PACKPbIBAEMBIX IOHSTHUN, SBICHWUH, BCIEICTBUE HEIIOHUMAaHUS HX
CYILIECTBEHHBIX U HECYLIECTBEHHBIX NPU3HAKOB U CBS3€H; JA€T HEMOJHBbIE OTBETHI, JOTUKA U
IIOCJIEZIOBATEIbHOCTD W3JIOKEHUS KOTOPBIX HMEIOT CYIIECTBEHHbIE M NPUHLUUIHUAIbHBIE
HapylEHUs, B OTBETAX OTCYTCTBYIOT BbIBOJbI. JlOMOJHUTENBHBIE M YTOUHSIOLIME BOIPOCHI
JK3aMEHAaTOpa HE MPUBOAAT K KOPPEKLUUU OTBETOB CTyJAeHTa. Ha OCHOBHyIO 4YacTb
JIOTIOJIHUTEIbHBIX BOIIPOCOB CTYACHT 3aTPYIHSAETCS 1aTh OTBET UM J1a€T HEBEPHBIE OTBETHI.

Onenka «HeynoBIETBOPUTEIBHO» BBICTABIAETCS TAaKXKE CTYAEHTY, KOTOPBIA B3
9K3aMEHAIIMOHHBIN OMIIET, HO OTBEYaTh OTKA3aJICS.
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IIpunoxkenne Ne 2 k paGoueii mporpaMme M CUMIIIMHBI
«YnpasJjieHHe Ka4eCTBOM TYPHCTCKHX YCJIYT M 00CIyKMBAHUD)

MeToauuecKkue YKazaHus 1Jisl CTYACHTOB I10 OCBOCHUIO JUCHHUIIJIMHBI

B xone u3ydeHus JaHHOrO Kypca CTYHAEHT AOJDKEH OBJIAJETh METOAMKAMH YIPABICHUS
Ka4eCTBOM B TYPUCTCKOW HMHJIYCTPUU C LEJIBIO CO3/IaHUSI KOHKYPEHTOCIIOCOOHOW YCIIyTM Ha
OCHOBE €€ KayeCTBa, a TAK)KE IMPOBEJCHUS OLICHKH Pe3yIbTaTUBHOCTH U 3(P(PEKTUBHOCTH CUCTEM
MEHEDKMEHTA Ka4yeCTBa.

OcHoOBHOI1 q)OpMOﬁ HN3JT0XKCHUA yqe6H0ro Marepuraia 1o JUCHUILIMHE ABJIAIOTCA JICKIIUU U
MMPAKTUYCCKUC 3aHATUS, IPUICM ITOCIICAHHUEC B JOCTATOYHO 00JIbIIIOM 00BEME.

s ycHemHoro ocBOEHHUS JUCUMILIMHBI OYEHb Ba)KHO BBIIOJIHEHUE MPAKTHUYECKUX
3ajaHuid. OCHOBHAs LeJb NPAKTUYECKUX 3aJaHUil — IOMOYb YCBOUTH (YyHIAMEHTaJIbHbIE
MNOHATUSI M OCHOBBI YIPABJIEHUS KaueCTBOM B TYPUCTCKOW MHAYCTPUU. 3adaHus AJis
CaMOCTOSITEJIbHOTO BBIMOJHEHUS (OPMYIUPYIOTCS Ha JEKUUSAX U NPAKTHUECKUX 3aHATHUSX.
[TosHBIN crUCOK 3ajaHUi JUIsl CaMOCTOSATENBbHON paboThl MO TeMaM (pas3zaenaM) JUCLUILUIMHBI
npusereH B DYK B LMS Moodle «YmpasieHne kauecTBOM TypHCTCKUAX YCIYT» U B y4eOHOM
nocobun MenbHukoBoii WM.I'. YmpaBieHue kauecTBOM B TYpUCTCKOM HMHIycTpuu. Takxke
IPOBOJATCS KOHCYJIbTALMU (IIPH HEOOXOJUMOCTH) IO pa3dopy 3aJaHuil s CaMOCTOSTEIbHON
paboThl, KOTOPBIE BBI3BAIU 3aTPYAHECHHUS.

Jlns camocTosATENbHON pabOThI, B TOM YHCIIC W IOBTOpAa Pa300pPaHHOrO Ha JICKIMH H
MPaKTUYECKUX 3aHATUSAX MaTepHaia, PEKOMEHJIYeTCsl HCIO0JIb30BaTh ydeOHOoe Tmocolue
MenbsHukoBori M.I'. YmpaBieHue kauecTBOM B TypHUCTCKOM uHAycTtpuu, 2016 rox uznanus
(omexkTpoHHAss BepcUsi B OJEKTPOHHOM  OubOimmorexke ydeOHbIX MmatepuasioB  AplY
http://www.lib.uniyar.ac.ru/opac/bk_cat_find.php). Ou cocroutr u3 4 pa3genoB, B KOTOPBIX
paccMaTpUBAIOTCS aKTyallbHBIE TTPOOJIEMBI YIIPABIECHUS KAUYECTBOM, BKIIFOYAIOIIUE €r0 OCHOBBI U
BONPOCHl obecrieueHus: 3(p(HEKTUBHOTO YIMPABIEHUS KAa4eCTBOM Ha TYPUCTCKUX MPEANPUSITUSIX.
Marepuan Kaxa0oro paszeiia BKIIOYAeT B Ce0sl KPAaTKOE M3JIOKEHUE TEOPETUIECKOTO MaTeprana
10 33JJaHHOM TeMe U BOIIPOCHI.

B xonIIe Kypca CTyIeHTHI CAAOT dK3aMeH. DK3aMeH MPUHUMAETCS 110 HK3aMEHAIMOHHBIM
Ouyieram, KaXIblii M3 KOTOPBIX BKJIIOUAaeT B ceOs JBa TeopeThdeckux Bompoca. [Ipu sTom
VUUTHIBACTCS TEKylIas paboTa CTyJEeHTa B CEMECTpe Ha TMpakTUYeCcKuX 3aHsATuax. Ha
CaMOCTOSITENIbHYIO MOJATOTOBKY K AK3aMEHY BBIIENsAETCA 3 JHS, B 3TO BpEMs MPEAYyCMOTpEHa U
TPYIIOBasi KOHCYJIbTAITHSI.

OcBouTh BOMNPOCHI, U3JIaraéMble B MPOLIECCE M3YUYECHHS] TUCHUILIMHBI CAMOCTOSTEIBHO
CTYJICHTY KpailHe CII0)KHO. DTO CBS3aHO CO CIIOKHOCTBIO M3y4aeMOro MaTepuaia U OOJBIITUM
ob0vemMoMm Kypca. IlosTomy moceleHHEe BCEX AayAMTOPHBIX 3aHSATHI SBISIETCS COBEPIIECHHO
HE0OXOAUMBIM. be3 ymOpHBIX U PETYNSIPHBIX 3aHATHH B TEUEHHWE CEMECTpa CAaTh dK3aMEH IO
UTOTaM U3y4YEHUS TUCHUUILTMHBI CTYJEHTY MPAKTHUYECKH HEBO3MOXKHO.
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